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Chuong |: Tam li hoc du lich

1.1.S0 lugc vé hién tugng tAm 1y con ngudi
1.2 Tam 1y hoc kinh doanh du lich

1.3 Céc phuong phdp tim hi€u tdm 1y trong kinh
doanh
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1.1.S¢ luge vé hién tugng tam 1y con

nguoi

1.1.1.Khai niém tam lIi:

Trong tir dién tiéng Viét: Tam ly la y nght,
tinh cam ... lam thanh doi song néi tam,
thé gi&i bén trong cua con nguwoi.

* Tom lai, tam li la cac hién twong tinh than
xay ra trong dau 6c con nguwdi, gan lién va

diéu khién, diéu chinh hanh déng, hoat
ddng cua con ngudi.
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1.1.2.Ban chat cua hién twong tam li
nguwoi
Tam li la chirc nang cua nao
Tam li nguwdi la sw phan anh hién thuwc
kKhach quan

d. Tam ly mang tinh chi thé

d. Ban chat XH-Lich s cGa tam li nguoi

TAM Li HOC DU LICH TH.S. NGO THI KIM DUNG



1.1.3.Phan loai hién twong tam ..

Hién
tuong
Térﬁl\i
Cac qua — Cac trang ¢ + Cac
trinh tam i thai TL thuoc

tinh TL
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1.2. TAM LI HOC DU LICH

* TLH du lich 1a 1 nganh cua KHtamliva
cing la 1 nganh trong hé thong cac KH vé
du lich.
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NHIEM VU CUA
TAM Li HOC DU LICH

/

‘nlclru cac hién twc_)’ng\
tam li cua du khach,
CBNV nganh DL

tim ra nhirng dac diém
\JL, quy luat TL cua h¢’

-~

N/c cac hién twong
tam Ii XH trong DL
va co ché dién bién

cua chung
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Vai tro, y nghia cua TLHDL

* cung cap hé thong ly luan vé TLH

» cac nha KD du lich sé& cé kha nang nhéan biét,
danh gia dung vé kha nang KD cua minh

* hoan thieén va nang cao nang lwc chuyén mon,
nang luc giao tiep va ren luyén cac pham chat
tam ly can thiét.

* nam dwoc nhirng dac trwng tam |i cha du
khach, cac hién twong TLXH thwong gap trong
DL giup cho viéc phuc vu khach DL t6t hon
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1.3 Céc phuong phdp tim hi€u tAm 1y
trong kinh doanh

1.3.1.Phwong phap quan sat

1.3.2.PP thwc nghiém tw nhién
1.3.3.Test (trac nghiém)

1.3.4.Phwong phap dam thoai
1.3.5.Phuong phap dung bang cau hoi
1.3.6.PP xa anh

1.3.7.PP nghién ctu tiéu st ca nhan
1.3.8.PP trac lwong XH
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1.3.1. Phrong phap quan sat

* Khai niém: Quan sat la tri giac c6 chu
dinh, co ké hoach, co st dung nhirng
phuo’ng tién can thlet nham thu thap t/tin
vé doi twong n/ctru qua mot sd biéu hién
nhw hanh déng, ctr chi, cach ndi nang, nét
mat...cua con nguoi

* - Cac hinh thirc quan sat: quan sat toan
dien hay quan sat bo phan, quan sat co
trong diém, trwc tiép hay gian tiép.
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Cac yéu cau khi g/sat:

QS trong diéu kién binh thwéng cia doi twong, tir
nhiéu khia canh , diéu kién khac nhau

- X4c dinh muc dich, ndi dung, ké hoach quan sat,
hinh thirc QS (tham dw hay khéng tham dw)

- Chuan bi chu d4o vé moi mat (phwong tién, tai
lieu...

- Tién hanh QS mét cach can than va cé hé
thong, khéng dé dbi twong biét minh bj Qs

- Ghi chép tai liéu trung thwc, khach quan.
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1.3.2. Pp thuc nghiem tw nhién

 K/Niém: 1a qué trinh tac déng vao doi

twong mét cach chu déng, trong nhirng
diéu kién da dwoc khdng ché, dé gay ra &
doi twong nhivng biéu hién vé quan hé
nhan qua, tinh quy luat, co cau, co ché
cla chung, co thé 1ap di 1ap lai nhiéu lan
va do dac (dinh lwong, dinh tinh) mdt cach
khach quan cac hién twong can n/ctu.
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Gia cat Luong:

“Cho viéc kho dé thir tai
Hai luc voi vang dé xem tri
Cho di xa dé xem trung
Cho & gan dé xem kinh
Giao vat chat dé xem nhan

Cho chén say dé xem tinh khi...

TAM Li HOC DU LICH TH.S. NGO THI KIM DUNG
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1.3.3. Test (trac nghiém)

* K/niém:Test la mot phép thir dé “do
Iuic‘yng” tam li da dwoc chl{én hoa trén mot
sO lwong ngwdi du tiéu bieu.

* Test tron bd bao gdom bdn phan:

+ \/an ban test

+ Hwéng dan quy trinh tién hanh

+ Hwéng dan danh gia

+ Ban chuan hoa
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* Dung Test dé xac dinh cac loai pham chat
tam, sinh ly con nguoi

 Puwoc st dung rdong rai vao nhiéu muc
dich khac nhau:

- tuyén chon nv, can bd
-Nhan tai
-Chon ngwoi ban hang....
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* Uu:

+ ¢6 kha nang lam cho httl can do dworc truc
tiép bdc 16 qua hanh ddng gidi bai tap test

+ C6 kha nang tién hanh nhanh, twong doi
don gian

+ C6 kha nang lwong hda, chuan hoa chi
tiéu tAm i can do
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* Nhwoc:

+ Kho soan thao mot bo test dam bao tinh
chuan hoda

+ chl yéu cho biét két qua, it bd 16 qua trinh
suy nght
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1.3.4. Phwong phap dam thoai

* D6 la cach dat cau héi cho doi twong va
dwa vao cau tra |&i cua ho dé trao doi, hoi
thém, nham thu thap t/tin vé van dé can n/
clru.

* Nhwoec: do tin cay khong cao.
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* Mudn dam thoai tot:

- Chuan bj hé thdng cau hoi, tranh cau hoi rac roi,
kho hiéu.

- X&c dinh rd muc dich yéu cau

- Tim hiéu trtroc t/tin vé doi twong véi mot so dac
diém cua ho

- C6 mdt ké hoach trwdc dé “lai huwdng’cau
chuyén; linh hoat lai hwéng.

- Qua trinh néi chuyén phai tw nhién, than mat
khong go ep
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1.3.5.Pp dung bang cau hai (diéu
tra bang anket)

La pp dung mét sO cau hoi nhat loat dat ra
cho mot so Ion doi twong n/ciru nham thu
th,ép y kién chu quan cua ho vé mbét sb
van dé nao do.

+ Cau héi: déng hoac mo
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* Danh gia:

+ Uu: thoi gian ngan c6 thé thu thap duoc
mot lwong Ion y kién

+Nhwoce: Dé 1a y kién chd quan clia nguoi
dwoc nghién cuu
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* Mudn diéu tra tot nén:

- Cau hai (CH) ro rang, dé hiéu, phu hop vai trinh
dd cha doi twong

- Soan ky ban hwéng dan diéu tra vién

- Khi xw [i can st dung cac bién phap toan xac
suat thong ké

- CH khong nén ham chira 1 sO goi y cach tra 1o
nhw thé nao la tot-xau; nén co thai dé trung 1ap

- CH dung dén g/diém chinh tri quyen lol, uy tin,
danh dw cd nhan=> té nhi, nén hai gian tlep
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1.3.6. Phuwong phap xa anh

* La PP can cur vao tac dong cﬁa’phén rng
TL khdng cé cha dinh dé tim hiéu dong
co, ca tinh cla doi twong

* Thwdong ap dung n/c dong co’ nguoi tieu
dung
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1.3.6.1. Lién twéng tw

-Nguoi n/c cho ddi twong 1 bang gom nhieu
chir khong co lien quan gi toi ho, cho doi
twong doc xong thi héi ho xem ttr nao ho
lién twong toi truede tién.

- Phan tich n6i dung nhirng tv dwgc dwa ra
+ thoi gian phan ng

- => ngudin/c bjét dwoc an twong , thai do,
nhu cau cua déi twong.
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* PP lién twéng gom:
lién twong tw do

* Lién twéng cé khong chée
* Lién twéng lién tuc
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1.3.6.2. Lién twéng bang hinh vé

Nha n/c dwa cho ddi twong nhiéu hinh vé
trong do cac n/vat dang noi chuyén voi
nhau, nhwng dang bd trong 1 cau ndi nao
do, n/vu cta doi twong la dwa ra 1 cau néi
nao do néu ho 1a n/vat trong hinh vé
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111.6.3.3. PP hoan thanh nét 1 cau

* Nguwoi n/ctru dwa cho doi twong nhirng
cau van khéng hoan chinh. N/vu cta doi
twong l1a nhanh chong dién not doan cau
con lal.
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1.3.6.4. Phwong phap TAT (Thematic
Apperception Test)

Nguwdi n/c dwa cho ddi twong nhirng blre
tranh khdéng rd nghia, y/c giai thich ndi
dung blrc tranh dé , qua dé tim hiéu dwoc
nhu cau, ddng co’ va nhirng yéu td ndi tdm
cua ho.
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1.3.7. Phwong phap n/ctu tiéu st
ca nhan

* La p/phap nghién ciru tejm li dwa trén co
s¢ tai liéu lich st cua doéi twong nghién
clru

* thdng qua san pham lao déng, danh gié
tong quat dao durc, nang lwc, trinh dé cua
n/v,=> phat hién nhan tai , dao tao thanh
nhirng ngwdi quan li gioi
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11.8.PP trac lwong XH

* Nha TLH J.L.Moreno (hguwdi My goc Y)

* N/ctru co' cau khong chinh thire trong 1
nhom, 1 tAp thé nham phat hién ra thi
IInh.
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 Két qua: Vé ra duwoc lwoc do XH cua tap
thé trong dé sé phan anh ai la nhan vat
trung tam (ngoi sao , ai la nguwol bi xa
lanh, ai Ia thu lIinh céng viéc, ai la thu linh
tinh cdm...) .nhirng t/tin rat cé loi cho
quan Ii.
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e Mudn n/clru tam li mét cach KH, chinh
xac, khach quan can phai:

+ str dung pp n/ctru mét cach thich hop voi
van dé n/clru

+ S dung phdi hop déng bd cac pp.

TAM Li HOC DU LICH TH.S. NGO THI KIM DUNG



Chwong 2: Cdc hién tugng tdm ly co ban

2.1.CO s3 khoa hoc cUa tdm 1i ngudi (du khach)

2.2. Hoat ddng nhan thuc

2.3 Ddi song tinh cdm

2.4.Cac hién twong tam li xa hoi trong du lich

2.4.1.Cac qui luat hinh thanh cac hién twong tam li
xa hoi

2.4.2.Céac hién twong tam Ii x& héi gan véi phong
tuc tap quan & mét s6 vung trén thé gioi
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2.1.Hoat dong nhan thuec

Khai niém:

Hoat ddng nhan thirc bao gdm nhiéu qua
trinh khac nhau, thé hién nhirng mirc dé
phan anh hién thwc khach quan (cam
giac, tri giac, tw duy, twédng twong) va
mang lai nhirng san pham khac nhau vé
hién thwe khach quan (hinh anh, hinh
twong, biéu twong, va khai niém).
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 Cam giac la 1 qua trinh TL phan anh 1
cach riéng lé tirng thuodc tinh bén ngoai
cua sw vat, va hién twong dang trwc
tiep tac déng vao cac giac quan cua ta
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Mot so qui luat cha cam giac:
* Quy luat ngwdng cam giac
* Qui luét Tinh thich trng cua cam giac

* Quy luat tac déng qua lai lan nhau giira
cac cam giac.
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* Tri giac: tri giac la mot qua trinh nhan
thirc phan anh mét cach tron ven duwdi
hinh thiec hinh twong nhirng sw vat hay
nhirng hién twong dang trwe tiép tac dong
vVao cac giac quan cua ta.
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NHO’NG QUI LUAT CUA TRI GIAC

Qui luat vé tinh dbi twong cla tri giac
inh tron ven cua tri giac

'inh y nghia cua tri giac

Tinh lwa chon cua tri giac

Tinh 6n dinh cla tri giac

Qui luat tdng giac
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* Tri nho: Tri nh¢ la sw ghi lai, gitr lai va tal
hien nhirng gi ca nhan thu dwoc trong
hoat ddng s6ng cua minh.
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* Tw duy:Tuw duy la mot qua trinh nhan thirc
phan anh nhirng thudc tinh ban chat,
nhi*rng moi lién hé va quan hé co6 tinh chat
quy luat cua sw vat va hién twong ma
trwdc do ta chwa biét.
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* Twéng twong: tvong twong la mot qua
trinh tdm ly phan anh nhirng cai chwa
trng co trong kinh nghiém cua ca nhan
bang cach xay dwng nhirng hinh &nh maoi
trén co sé nhirng biéu twong da co.
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2.2 D&i song tinh cdm

* Tinh cam: |a sw phan anh hién thuc
khach quan, biéu thj thai do riéng cta con
ngwdi doi vai sy vat hay hién twong co
lién quan dén sy thda man hay khéng
thda man mot nhu cau vat chat hay tinh
than ndo do cda con nguoi.
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* Nhirng quy luat ciia d&i song tinh cam

1. Quy luét lay lan cua xuc cam va tinh cam

2. Quy luat thich (*ng cua xuc cam va tinh
cam

3. Quy luat twong phan cua xuc cam va tinh
cam

4. Quy luat di chuyén cia tinh cdm:
5. Quy luat pha trén tinh cam
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* Nhan cach 1a t6 hop nhirng dac diém,
nhirng thubc tinh tdm li cua ca nhan, biéu
hién & ban sac va gia tri XH cua ngudi ay.
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* Cac thubc tinh cua nhan cach:
a. Xu huéng

b. Tinh cach

c. Khi chat

d. Nang lwc
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Cac thudc
tinh cla
nhan cach

Xu huwéng Tinh cach Khi chat || Nang lwc

4 : N : N : N : N : N : N : N [ N /_Iﬁ
Nhu | | Hng Ly |[Thégi®| | Niém || Linh || Binh || Néng Uu
cau thd | | twédng| | quan tin hoat | | than nay tw
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Sw hinh thanh va phat trién nhan cach

2.Vai tro cia yéu toé
moi trwdng

1.Bam sinh di truyén

Y AL s 3.Vai tré cua giao duc
va nhan cach

4. Hoat dong
va nhan cach
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2.4.Cac hien twong tam li xa hoi
trong du lich

2.4.1.Phong tuc tap quan
Phong thuc:
- Né nép, thoi quen lau doi

- Mang tinh uvéce 1€, bubc moi ngudi phai
tuan theo
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* Tap quan:

-Thoi quen lau doi

-Céch trng xt lap di I4p lai, lan truyén trong
1 cOng dong nguol

-Tw hinh thanh
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2.4.2.Truyén thong

* gid tri tinh than, tw twdng

* Hinh thirc: khai niém, nghi 1€, qui ché
diéu chinh cach trng xtr cia moi thanh
vién trong cong dong
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2.4.3.Tin ngwong ton giao

* Tin ngwong: 1a sy tin twdng vao cai gi siéu
nhién va niém tin do chi ph0| cuoc song tinh
than, vat chat va hanh vi cua con nguoi, an Qi
con nguwdi viweot qua nhirng rui ro trong cudc
doi

*  Tén gido: hinh thirc t6 chire co cwong linh, ¢co
muc dich, co nghi thirc va hé thong li luan de

dwa lai Cho con ngwoi 1 tin ngwdng nao do 1
cach bén virng.

TAM Li HOC DU LICH TH.S. NGO THI KIM DUNG



2.4.4.Tinh cach dan toc

» tinh cong dong vé lanh tho va ddi song
Kinh té€, ngbn nglr

- Biéu hién: Van hda (van hoc, nghé
thuat, phong tuc tap quan, cach bieu
cam cua con nguoi...)

*  Ban sac van hoa
* Tai nguyén du lich
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2.4.5.Thj hiéu va “mét

* s& thich cia con ngudi hwéng vao 1 doi
twong nao do

- M6t sédn phdm tiéu dung

- MGt cach nghi

- M0ot cach trang tri

- M0t hoat dong

* Khdng bén virng

*  Phu thudc vao dac diém ca nhan
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2.4.6.Bau khong khi tam li xa héi

* lakhong gian chwa dwng trang thai tam
trang chung cua nhiéu ngudi.

* Tac dung: thic day hoac kim ham hoat
dong cua con nguoi
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2.4.1.Cac qui luat hinh thanh cac hién
twong tam li xa hoi

2.4.1.1.Bat chwéc: sy md phong, lap lai
hanh vi, tam trang, cach suy nghi, cach
rng X cua ngwdi khac hay cua nhom
ngwol hao do
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* 2.4.1.2. Lay lan: D6 |a sv lay lan cam xuc
tr ngwo'i nay sang nguoi khac, tv nhom
nay sang nhém khac trwdc mét van de,
mot sw viéc, moét hién twong nao do nay
sinh trong nhwng khodng thi gian nhat
dinh.

* Lay lan tw tw
* Lay lan v6 thire va lay lan co y thire

n

* Lay lan bung n6
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* 2.4.1.3.Quy luat ké thra: truyén dat kinh
nghiém song,VH tinh than

* Suw ké thira dwoc thwe hién nhd giao tiép.

* mang tinh chon loc, cai bién, bd sung
nhirng cali ma&i, hoan thién hon.

» Cac thé hé, Itra tudi khac nhau thi sw ké
thra cing khac nhau

2.4.1.4.Qui luat tac dong qua lai gitra con
ngwoi voi con nguwoi
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2.4.2.Cac hién twong tam li xa héi gan
v&i phong tuc tap quan @ mét so
vung trén the gioi.

Poi vai Co doc gido

Poi voi Do thai gido va Hoi gido

Phat giao

An gido

Tam li x& hdi gan véi phong tuc tap quan &
MmOt sO quoc gia.
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Chwong 3: Tam ly khach du lich
3.1. Khai quét vé du lich

3.2. M6t s6 dac diém tam ly chung cla
khach du lich

3.3. S¢& thich cua khach du lich
3.4. Nhan cach cua khach du lich
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3.1. KHAI QUAT VE DU LICH

3.1.1. Khai niém Du lich:

» Cach thirc str dung thdi gian roi & bén
ngoai noi cw tru thwong xuyén

* M6t dang chuyén cuw dac biét tam thoi

* M6t nganh kinh té phi sx

nham phuc vu nhu cau VH-XH cla nhan
dan
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du Ibch vii t- ¢ ch
- mét hiOn t-ing x- héi
- mét ngpnh kinh tO

AN
N
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* du lich la viéc di lai lwu trd tam thol bén
ngoai noi cw tru thwdng xuyén cua ca
nhan vé&i muc dich thda man nhu cau da
dang.
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3.1.2. Khach du lich

du lich” - “tour”: ¢6 nghia la cudc dao chai,
cudc da ngoai.

=>“tourism”’

“tourist” 1a ngud1 di du lich hay con goi1 la du
khach.

TAM Li HOC DU LICH TH.S. NGO THI KIM DUNG



“khach du lich” Ia nhitng ngudGi r&i khoi noi
cu trd thudng xuyén ctia minh dén ndi c6
di€u kién d€ nghi ngai gidi tri nhim phuc
hoi, nang cao suc khoe; tham quan, van
cidnh, thod man nhu cau tim hi€u, thudng
thitc cdi mdéi la; hodc két hgp nghi ngdi véi
viéc ho1 hop, kinh doanh, nghi€n ctru khoa
hoc ...

TAM Li HOC DU LICH TH.S. NGO THI KIM DUNG



Hoi nghi ctia T6 chitc Du lich Thé gidi thing
9 — 1968:

-“Khach du lich” 1a nhitng ngudi luu lai mot
dém tai nci khong phai la nha minh va véi
muc dich chinh cda su di chuyén khong
nhim ki€m tién.
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“Khéch du lich qudc t&” bao gdm : nhitng
nguci hanh trinh ra nuGc ngoai vé1 muc dich
thim viéng ngudi than,nghi dudng, chira
bénh, tham gia cdc hoi nghi, hoi thdo qudc
t€, ngoai giao, thé thao, thuc hién cong vu
(ky k&t hgp dong mua bdn, thim do thi
trudng ...), nhitng ngudi di trén cdc chuyén
tau bi€n vudt dai duong .
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Co hai loa1 : khach du lich va khach tham
quan.

Su khac bi€t gitta khach du lich va khach tham
quan la khach tham quan khong luu lai qua
dém & nci dén du lich
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II. NHU CAU, PONG CG CUA
KHACH DU LICH

II.1.Khai niém hanh vi ngu¢i tiéu dung:
cac hanh dong va thai d0 ma ngudGi ti€u dung

bi€u hién trong viéc tim ki€m, Iua chon,
danh gid va quyét dinh mua, st dung cdc sdn
pham va dich vu véi sw mong doi sé thoa
man td da nhu cau cta ho .
hai loa1 ti€u dung :

+Tiéu dung cua ca nhan.

+Tiéu dung clia td chic
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I1.1.2.C4c yéu td anh hudng tGi
hanh vi ti€éu dung

hém cdc y&u td vé sdn pham, dich

hém cdc yéu td vin hod

hom cédc y€u td xa hbi

hom cac yéu td ca nhan

Z Z Z Z Z

hom cac y€u td tam ly
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I1.1.3.Phan loai hanh vi ngudi tiéu

dung du lich

\_ khatvong

TAM Li HOC DU LICH
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* Khd ndng thanh toan : dugc hi€u 13 mdc do
thu nhip cua khach

* Thoi quen tiéu tién : 1a k€t qua cua sy gido
duc va gido duc cua ho .
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I1.2.Nhu cau, dong co cia khach du lich

Fulfilment

self ac,tualization n__eeds
(ph,t triOn, houn thiOn b9n

(TU trang, ®-ic t«n tréng)
Relationship needs/Belonging
(®-1c quan t©m, yau mOn)

*Safety/Security needs

(kh«ng ph9i lo 13%ng,si h:i ®iOu gx)

Physiological/ Survival
(an, ueng, mZAc, nghd ng—i,sinh ly...)

TMLIHOS PHE D nhu BAGCETIAMIESlow



11.2.1.Nhu cdau du lich ciia con nguoi

I1.2.1.1.Khdi niém : Nhu cau du lich 12 mot
loai nhu cau dic biét va téng hop clia con
ngudi. Nhu cau nay dudc hinh thanh va
phét tri€n trén nén tdng clia nhu cau sinh 1y
(su di lai) va cdc nhu ciu tinh than (nhu cau
nghi ngoi, tv khiang dinh, nhdn thic va giao
ti€p ).
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Nhu cau du lich ciia con ngudi ngay cang phat trién, do
nhing nguyén nhin:
-Pi du lich da trd thanh phd bi€n d6i véi moi ngudi .
-S& thanh vién trong gia dinh it, tao diéu kién cho ngudi ta di
du lich dé dang.
-Kh3 ning thanh todn cao, phi ton du lich gidm dan.
-Trinh do dan tri dudc nang cao.
"D thi ho4 .
-Thdi gian nhan rdi nhiéu.
-Moi quan hé than thi€én hoa binh giita cdc qudc gia.
-Du lich 1a tiéu chudn clia cudc sdng.
-C4c xu huéng du lich sinh th4i, du lich tin ngudng phat trti€n
nhanh
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Nhu cau du lich phu thudc vao cdc di€u kién:
thi€n nhi€n
chinh tri, KT — XH trong mdt XH cu thé
nhom XH ma con ngudi ta song, lao dong va
giao tiép.
kinh nghiém, doi hdi bén trong cia moi con
ngudi cu thé .
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Qu4 trinh hinh thanh nhu cau ctia du khdch: 2
giai doan :

-Giai doan 1 : con ngudi hinh thanh nhirng nhu
cau chung doi véi viéc du lich

-Giai doan 2 : con ngud1 hinh thanh nhitng nhu
cau cu thé

TAM Li HOC DU LICH TH.S. NGO THI KIM DUNG



11.2.1.2.Cdc nhu cdu ciia khdch du lich:
Nhu cdu van chuyén — dich vu vdn chuyén

Nhu cdu & va dn uéng — dich vu luu trii va dn
uong

. Nhu cau cdm thu cdi dep va gidi tri vé bdn
chdt

Cdc nhu cdu khdc — Cdc dich vu khdc
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11.2.3.Djng co cua khdch du lich

Khdi niém dong co : Addng cd la sy kich thich
da dugc ¥ thitc, né chi phoi hoat dong dé
thod man mdt nhu cau nao d6 cda ca nhan

2 thanh t6 ¢cd ban : nhu ciu va tinh cam
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Dong co du lich

Mot ngudi quy€t dinh di du lich déu chiu tic
dong cta hai nhan t6 : chd quan va khéach
quan.
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* Phan loai dong co di du lich:
Nhom giai tri
Nhom nghi€p vu
Cac ddng co khac
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II1.TAm trang cua khach du lich

II1. 1.TAm trang cua khach du lich
I11.1.1.Tam trang ban dau cia khéch du lich:

C6 thé go bé, khong thodi mdi, e ngai & nhitng
ndi du lich xa la .
Tam thé sdn sang gidi tri, nghi ngdi véi hy
vong tdt dep v€ ndi du lich.
Khach DLkh1 di DL vé&1 tam trang duong tinh

Khach DL di du lich mang tdm trang 4m tinh
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I11.2.C4c nhin td6 anh huéng dén
tAm trang cua khach du lich

- Moi truong thi€n nhi€n , Khi hau va cam Xxuc con
ngudi c6 moi quan hé mat thiét

- Nhirng gia tri van ho4, lich st

- Nép song vin hod, phong tuc tip quin

- Co sé vatchat ky thuat va viéc mé rong nhiéu loai
dich vu

-Bau khong khi vui ve, thoai mai cua phong an ket
hop véi chat lugng va ching loai mén dn do udng

dong vai tro quan trong trong viéc tao nén tim
trang t0t cho khach.

-mOi quan hé giita khach du lich va ngudi phuc vu
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Tém lai, duy tri va phdt trién tAm trang
duong tinh cua khiach DL trong qua trinh
phuc vu ho nhu Ia mot trong cdc chi ti€u
kh4ch quan d€ dinh gid chat lugng phuc vu,
sy phat tri€n va hoan thién clia modt doanh
nghi€p nao do.

TAM Li HOC DU LICH TH.S. NGO THI KIM DUNG



IV. SO THICH CUA KHACH DU LICH

VI.1. Khai niém
SG thich 12 mdt bi€u hién clia hitng thd — dé
14 thdi do cua du khdch d6i v6i doi twgng nao
d6 ¢6 ¥ nghia doi v6i du khdch va dem lai sy
kho4i cam cho du khdch do sy hap dan, 16i
cudn cua doi tugng do.
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IV.2.Su hinh thanh s¢ thich du lich

S3& thich dugce hinh thanh trén c¢d sG cua cac
nhu ciu - chi ¢6 nhu cau & cap dd khat
vong =>s§ thich (¥ thitc, hi€u rd ¥ nghia)
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mot sG thich c4 nhan ton tai phai thoa
man hai diéu kién :

s, A - X ~ 7 ~ D A 2y ) ~
- ca nhan hi€u rd ¥ nghia cua né doi véi ddi song

ri€ng cua minh.

-gdy ra G ca nhan nhitng xic cam duong tinh.

TAM Li HOC DU LICH TH.S. NGO THI KIM DUNG



 Cac yéu to anh hwéng dén sé thich du
lich:

-Su phét tri€n clia cdc sdn pham du lich.

-Pic di€m tAm 1y — x4 hdi clia c4 nhan.

-Trao luu cua xa hoi trong du lich

- Muc dich, @dng cd ctia chuyén di

TAM Li HOC DU LICH TH.S. NGO THI KIM DUNG



Chuong IV. NHUNG PHAM CHAT
CAN CO CUA NHAN VIEN DU LICH

1. KHAI QUAT CHUNG VE LD TRONG DL
2. PAC PIEM LAO PONG CUA NHAN VIEN DL
3. NHUNG PHAM CHAT CAN CO CUA NVDL

TAM Li HOC DU LICH TH.S. NGO THI KIM DUNG



VI.1. KHAI QUAT VE LAO PONG
TRONG DU LICH

IV.1.1. Lao dong trong du lich la qua trinh
phuc vu khdch du lich nhim thod man
nhitng nhu cau DL ctia du khéch .
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IV.1.2. Pic diém cua lao dong trong
DL

]2 mOt bo phin ciu thanh cta lao dong XH

hinh thanh va phét tri€n trén cd sd clia su
phan cong lao dong XH

cac dic di€m:
~P4p tng nhu cau XH vé lao dong .
—Tao ra cua cdi vat chat cho XH.
—Thic diy XH phit trién...
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nhitng diic diém riéng:
Tao dong trong DL bao gdm lao dong SX
cia cai vat chat va lao dong SX phi vat
chat.

“Thoi gian lao ddong phu thudc vao nhu ciu
cua khach.

Moi trudng 1am viéc phitc tap va cé nhiéu
ap luctam 1y .
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IV.2. PAC PIEM LAO PONG CUA
NHAN VIEN DL

IV.2.1.Khdi niém vé nhan vién DL
-da sO ngudi lao ddong trong du lich 14 ngudi lao
dong truc tiép

Trong nhitng ngudi lao ddng truc ti€p trong DL
cO nhitng ngud1 tham gia vao qua trinh
phuc vu khach (nhdan vién phuc vu du lich).
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nhin vién phuc vu du lich: huéng dan vién, 1€
tan du lich, phuc vu #n udng, phuc vu budng,
bdo vé, dén ti€p, khuin vdc, truc dién thoai,
van chuyén...
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1V.2.2. Ddi tugng lao dong:

=>kha nidng thich ¢ng va x 1y tinh hudng linh
hoat.

=>phai st dung cac hinh thitc ngén ngir va phi
ngdn ngir dung muc, phu hgp vd1 tung loai
doi tudng giao ti€p

=>nhan vién du lich phai cé sic khoe va stc
chiu dung tot, thich itng dugc vG1 y€u cau di
chuyén li€n tuc
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IV.2.3. Muc dich LD

-Thod man t6i da tat cd cdc nhu ciu, thi hiéu
clia khach DL trong di€u kién c6 thé

-c6 nhiéu hoat ddng khic nhau d€ Khach DL
c6 thé hai long véi nhitng gi ho chd doi .
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1V.2.4. Phuong tién lao dong

kién thic cdc loai
c6 ki€n thirc chuyén sdu vao tirng linh vuc.
cac loai kién thi'c co ban:
—Kié€n thiic cd ban vé t6 chdc dich vu
DL, k¥ thult phuc vu va huéng dan DL.
~Kién thitc vé dia 1y — lich st ,cdc kién
thitc vé con ngudi; cdc ki€n thdc vin
hod XH khic cda khu vuc t6 chitc DL
va cac khu vyc ¢o lién quan.

TAM Li HOC DU LICH TH.S. NGO THI KIM DUNG



C6 ning lyc st dung tié€ng Viét chuin x4c, ti€ng
ndi coé Am sic Am 4p, ngot ngdo, hap dan, co stic
thuy€t phuc ngudi nghe

Co6 trinh d6 ngoai ngU

st dung thanh thao cac phuong ti€n k¥ thuat thong
tin, thi€t bi vin phong...
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T6ém lai, phuong tién LD chu y€u nhit cia
nhan vién DL 12 néing luc hiéu biét va to
chitc hoat dong du lich v van dung linh
hoat trong thuc tién phuc vu khdch DL.

TAM Li HOC DU LICH TH.S. NGO THI KIM DUNG



IV.2.5. DPiéu kién lao dong

phai lam viéc ngoai trdi 1a chinh

thudng phai kéo dai thGi gian lam viéc, gid
giac thit thudng

ludn & trang thdi kiém ché€, giit gin, cing
thing than kinh..
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IV.2.6.Tinh chat lao dong

San pham:chd yé&u 1a cdc dich vu

bing lao d0ng tri 6¢

ludn lam khach DL hai long, san sang su
dung nhitng DV cua don vi minh

s6i noi nhung lai phai c6 khd ning tu chi
cao, luén tudi cudi, vui vé, san sang phuc vu
ciac nhu cau ctia khdch.
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hinh thuc: lich thi€p, duyén dang.

ngoai hinh can doi, khong cé di tat, thé luc
t0t, c6 kha ning chiu dung cudc sOng thay
doi thudng xuyén cla thdi ti€t va diéu kién
sinh hoat .
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IV.3. NHUNG PHAM CHAT CAN CO
CUA NVDL

IV.3.1. PHAM CHAT CHINH TRI, PAO bUC

- Trung thanh v&i quyén loi cia Té qudc, don vi

- C6 tw twdng viing vang, nam virng dwong 16
phat trien KT cua Nha nuéc

- C6 tinh than trdch nhiém cao, trung thwe

- Tw giac, tw trong

- Thé hién truyén thdng dan téc

- Lbi sdng lanh manh, gi¥ gin ban sac dan toc
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IV.3.2. Cac pham chat tdm li ca nhan

» Tinh tw chq, tw kiém ché

* Tinh kién tri, nhan nai

* Lich thiép, niém né&, tan tam, tw giac, co
tinh than trach nhiém

* Nhanh nhen, khéo léo, linh hoat trong wng
XU

* Coy thirc canh giac
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IV.3.3. M6t s6 nang lwc can thiet

* Nang lyc to chire

* Nam virng céac kién thirc chuy&n mén,
nghiep vu

* Hiéu biét rdng vé cac linh vuc

* C6 nang luc giao tiép, gidi ngoai ngv

* CO kién thirc toi thiéu vé an ninh trong DL

* C6 ky nang st dung cac thiét bj chup anh,
thong tin lién lac...

TAM Li HOC DU LICH TH.S. NGO THI KIM DUNG



Chuong 5: GIAO TIEP TRONG DU LICH
[. Khai quat vé giao ti€p
I1. Giao ti€p trong du lich

TAM Li HOC DU LICH TH.S. NGO THI KIM DUNG



I. Khai quat veé giao tiép

I. Khai quat vé giao tiép
—  Khai niém giao ti€p

Giao ti€p 1a moi quan hé hay ti€p xic giita con
ngudci vO1 nhau trong xa hd1 loa1 ngudi. Bo
3 qud trinh trao doi thdong tin, nhin biét
va tic dong lan nhau trong quan hé gitra
ngudi véi ngudi dé dat dudc muc dich
nhat dinh.
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2. Cac chifc niing co ban cUa giao ti€p

Chitc ndng thong bdo

Chiic ndng diéu khién, diéu chinh hanh vi

3. Phan loai giao tiép:
Duva vao phuong tién giao ti€p, cé 3 loai :
-giao ti€p bing ngdn ngi,
- giao ti€p phi ngdn ngir

- giao tiép vat chat
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I1. GIAO TIEP TRONG QUA TRINH PHUC VU
KHACH DU LICH

Qu4 trinh phuc vu khdch du lich bao gom 3 giai
doan chinh:
Pon ti€p khdch du lich.
-P4p tng nhitng nhu cau cta khéch trong
qua trinh phuc vu .
-Tién khéch.

TAM Li HOC DU LICH TH.S. NGO THI KIM DUNG



1. MOT SO NGHI THUC GIAO TIEP CG BAN TRONG HOAT PONG
DU LICH

Pi1én thoai

CoOng van — thu tin

Danh thi€p
* Fax
* |nternet

TAM Li HOC DU LICH TH.S. NGO THI KIM DUNG



2. Mot s 1é nghi cua giao ti€p
Chao hoi
Bit tay

G161 thi€u lam quen

TAM Li HOC DU LICH TH.S. NGO THI KIM DUNG



3. MOT SO NGHE THUAT GIAO TIEP TRONG KINH
DOANH DU LICH.

- Nghé thuit xa giao trong dam phan
- Nghé thuit xa giao trong cac cudc hop.

- K¥ ning can thi€t trong ddi ngoai phuc vu
du lich.

- Tiép xtc trong du lich d6i ngoai

TAM Li HOC DU LICH TH.S. NGO THI KIM DUNG



KET THUC




	TỔNG LIÊN ĐOÀN LAO ĐỘNG VIỆT NAM TRƯỜNG ĐẠI HỌC TÔN ĐỨC THẮNG
	Chương I: Tâm lí học du lịch
	1.1.Sô löôïc veà hieän töôïng taâm lyù con ngöôøi
	Slide 4
	1.1.3.Phân loại hiện tượng tâm lí.
	1.2. TÂM LÍ HỌC DU LỊCH
	Slide 7
	Vai trò, ý nghĩa của TLHDL
	1.3 Caùc phöông phaùp tìm hieåu taâm lyù trong kinh doanh
	1.3.1. Phương pháp quan sát
	Các yêu cầu khi q/sát: 
	1.3.2. Pp thực nghiệm tự nhiên
	Slide 13
	1.3.3. Test (trắc nghiệm) 
	Slide 15
	Slide 16
	Slide 17
	1.3.4. Phương pháp đàm thoại 
	Slide 19
	1.3.5.Pp dùng bảng câu hỏi (điều tra bằng anket)
	Slide 21
	Slide 22
	1.3.6. Phương pháp xạ ảnh
	1.3.6.1. Liên tưởng từ
	Slide 25
	1.3.6.2. Liên tưởng bằng hình vẽ
	III.6.3.3. PP hoàn thành nốt 1 câu
	1.3.6.4. Phương pháp TAT (Thematic Apperception Test) 
	1.3.7. Phương pháp n/cứu tiểu sử cá nhân
	III.8.PP trắc lượng XH
	Slide 31
	Slide 32
	Slide 33
	2.1.Hoạt động nhận thức  
	Slide 35
	Slide 36
	Slide 37
	Slide 38
	Slide 39
	Slide 40
	Slide 41
	2.2.Đời sống tình cảm
	Slide 43
	Slide 44
	Slide 45
	Slide 46
	Sự hình thành và phát triển nhân cách
	2.4.Các hiện tượng tâm lí xã hội trong du lịch
	Slide 49
	Slide 50
	Slide 51
	Slide 52
	Slide 53
	Slide 54
	Slide 55
	Slide 56
	Slide 57
	Slide 58
	Slide 59
	3.1. KHAÙI QUAÙT VEÀ DU LÒCH
	Slide 61
	Slide 62
	3.1.2. Khaùch du lòch
	Slide 64
	Slide 65
	Slide 66
	Slide 67
	II. NHU CAÀU, ÑOÄNG CÔ CUÛA KHAÙCH DU LÒCH
	II.1.2.Caùc yeáu toá aûnh höôûng tôùi haønh vi tieâu duøng 
	II.1.3.Phaân loaïi haønh vi ngöôøi tieâu duøng du lòch
	Slide 71
	Slide 72
	Slide 73
	Slide 74
	II.2.1.Nhu caàu du lòch cuûa con ngöôøi 
	Slide 76
	Slide 77
	Slide 78
	Slide 79
	II.2.3.Ñoäng cô cuûa khaùch du lòch 
	Slide 81
	Slide 82
	III.Taâm traïng cuûa khaùch du lòch  
	III.2.Caùc nhaân toá aûnh höôûng ñeán taâm traïng cuûa khaùch du lòch
	Slide 85
	IV. SÔÛ THÍCH CUÛA KHAÙCH DU LÒCH
	Slide 87
	Slide 88
	Slide 89
	Chương IV. NHÖÕNG PHAÅM CHAÁT CAÀN COÙ CUÛA NHAÂN VIEÂN DU LÒCH
	VI.1. KHAÙI QUAÙT VEÀ LAO ÑOÄNG TRONG DU LÒCH
	IV.1.2. Ñaëc ñieåm cuûa lao ñoäng trong DL 
	Slide 93
	IV.2. ÑAËC ÑIEÅM LAO ÑOÄNG CUÛA NHAÂN VIEÂN DL
	Slide 95
	IV.2.2. Ñoái töôïng lao ñoäng: 
	IV.2.3. Muïc ñích LĐ 
	IV.2.4. Phöông tieän lao ñoäng 
	Slide 99
	Slide 100
	IV.2.5. Ñieàu kieän lao ñoäng 
	IV.2.6.Tính chaát lao ñoäng
	Slide 103
	  IV.3. NHỮNG PHẨM CHẤT CẦN CÓ CỦA NVDL  
	IV.3.2. Các phẩm chất tâm lí cá nhân
	IV.3.3. Một số năng lực cần thiết
	Slide 107
	I. Khái quát về giao tiếp
	Slide 109
	II. GIAO TIEÁP TRONG QUAÙ TRÌNH PHUÏC VUÏ KHAÙCH DU LÒCH 
	Slide 111
	Slide 112
	Slide 113
	Slide 114

