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Gidi thiéu

Nhiing ndm thdng cudi cing cua thé ky XX vdi nhiing thanh tuu to lon ciia cudc
cdch mang khoa hoc va cong nghé hién dai da va dang ddy nhanh sy phdt trién
ciia lyc lugng san xudt, ndng cao ndng sudt lao dong, lam chuyén bién manh mé
co cdu kinh t& ciia cdc quoc gia va lam thay doi sdu sdc moi mdt doi song xa hoi
loai nguoi. Viéc truyén bd nhanh chéng céng nghé cao, sw bung nd giao thong
van tdi va thuong mai quéc té, khd ndng théng tin tiic khdc, tdt cd nhitng cdi dé
khién cho cdc doanh nghiép dang ngay cang chiu nhiéu siic ép canh tranh truéc
ddy chua titng cé va cang ngay sic ép dé cang tding, de doa su séng con ciia
doanh nghiép, ddc biét khi siic ép khong chi mang tinh khu viic ma mo rong trén
pham vi toan cdu. PE thodt khéi nguy co bi diét vong, cdc doanh nghiép, nhdt la
cdc doanh nghiép hoat dong trén thuong truong quoc té, phdi hoach dinh chién
lugc phdt trién hitu hiéu ciia minh, xdy dung hang loat cdc bién phdp, trong dé
c6 dam phdn thuong mai, nhdm tién hanh cdc hoat dong thuong mai cé hiéu qud
nhat.

Vi kinh nghiém trén ba muoi ndm phdt trién nganh ngoai thuong, véi sy ké thiva
cia nhiing thanh twu bat kha chién bai ciia dam phdn ngoai giao Viét Nam trén
truong quoc té, cdc co quan qudn 1y, cdc doanh nghiép Viét Nam da gép phdn
nhdt dinh trong viéc phdt trién nén kinh té, phdt trién nganh ngoai thuong va mé
rong cdc hoat dong kinh doanh ciia minh. Tuynhién, dam phdn thuong mai quoc
1€ véi nhitng ky ndng va tu duy ddic thit véi nhitng ky xdo va nghé thudt riéng ,vdi
nhitng qui trinh va thii phdp nhét dinh qud thdt con qud xa la doi vdi cdc té chifc
va doanh nghiép Viét Nam. Da cé nhiéu cudc hoi thdo quoc té va Viét Nam, da
c6 nhitng cong trinh, chuyén dé nghién citu ham chita nhitng ndi dung khdc nhau
vé dam phdn thwong mai quéc t& véi muc dich giiip cdc nha qudn Iy, cdc doanh
nghiép Viét Nam cé quan hé kinh doanh vdi nudc ngoai

khéi bé ngé trong nhitng budc di ban ddu ciia qud trinh hoi nhdp nén kinh té thé’
gidi. Khéng ngodai muc dich do, cudn sdch cé tua dée “ky thudt dam phdn thuong
mai quoc t&” la cong trinh nghién ciu tuong doi dai hoi, hé thong vdi nhiing tu
lieu khd phong phii va séng dong sé la tai liéu bo ich.

Mot diéu ddng chii ¥ la cdc tdc gid dé la cdc cdn b gidng day & cdc truong dai
hoc, noi ma dam phdn thuong mai quéc té dang dugc xdy dung vdi ¥ nghia khong
chi la mot phan ma sé la mot mén hoc déc lap trong tuong lai. Cdc tdc gid méi
dugc tu nghiép va dugce cdp bdang thac sy (MBA) & nudc ngoai.

Piéu nay lam cho cudn sdch vica mang tinh Iy ludn hién dai cé két hop véi thic
tién Viét Nam vita mang tinh “truong hoc”. La mot cong trinh c6 tinh chdt nghién
citu, cdc tdc gid chdc chdn sé khong thé tranh khéi nhitng khiém khuyét nhdt dinh
vé noi dung ciing nhu hinh thitc. Song chiing t6i cho ring day la cudn sdch rat



ddng tran trong. N6 rdt b ich va la tai liéu tham khdo thiét thuc khong chi doi
Vdi sinh vién, gido vién ma con doi véi nhitng nha nghién ciu, qudn ly, cdc
doanh nghiép va cho tdt cd nhitng ai quan tam.

Vdi tinh than do, xin trén trong gidi thiéu cing djc gid cudn sdch nay.

Ha Néi, thdang 10 ndm 1997

PGS. PTS Nguyén Thi Mo

Phé hiéu trudng truong Pai hoc Ngoai thuong



LJoi tac gia

Khu vuc héa va toan ciu hoa kinh t&, nghién citu khuynh huéng ndi bat ctia nén
kinh t& th€ gidi trong nhitng thap ky chét cia thé ky XX, 1a sy thé hién ctia qué
trinh phét trién c6 tinh quy luat cia xd hoi loai ngudi. Trude boi canh d6, cic
doanh nghiép dui 12 & linh vuc nao, & khu vuc nao déu phdi tién hanh cic hoat
dong canh tranh c6 tinh khu vuc, tinh toan ciu. Pic biét 1a d6i véi cdc doanh
nghiép tham gia vio thi trudng th€ gidi, mot khi mudn tdn tai va phat trién,
khong thé khong xiy dyng va phat trién mot loat cdc bién phdp cnah trnah
mang tinh chi€n ludgc va chién thuat. Trong hé thong cdc bién phip d6, dam
phdn, mdt thao tdc bao gdm trong né cic dic tinh vira mang tinh ky thuit, vira
mang tinh khoa hoc va nghé thuat, dong vai trd quan trong trong qua trinh
hoach dinh va ti€n hanh c4 hoat dong kinh doanh c6 hiéu qua. Vi vy, mot loat
céc trudng kinh doanh trén th€ gidi da coi dam phdn thuong mai nhu mdt mon
hoc d6c 1ap trong chuong trinh chuyén nganh ciia minh (nhu: quén tri kinh
doanh, thuong mai qudc t€, quan tri thong tin...). Ngoai ra, dam phdn con 1a
chuyén dé ctia nhiéu tap chi va bdo trén th€ giSi. § Viét Nam, ddm phdn thuong
mai 12 mot phan trong mdn hoc Ky thuat nghiép vu Ngoai thuong.

D& gép phan minh vao viéc nghién cttu vAn dé nay, chiing toi bién soan va gidi
thiéu véi quy doc gid cudn sich “K§ thuadt Pam phdn Thuong mai Qudc t&”
nhim trinh bay mot s6 kién thifc ¢d bdn c¢6 lién quan t6i dam phdn thuong mai
qudc t& c6 tinh t6i sy khic nhau vé mdi trudng vin hod, phap luat.

Trong khi thu thap tdi liéu va hoan thién bén thdo cudn sdch, cdc tdc gid da
nhan dudc sy ¢d vii va déng gép ¥ kién clia cdc thay, cdc cd, cling dong ddo cic
dong nghiép tai Pai hoc Ngoai thuong Ha ndi va Pai hoc Qudc gia Ha noi. Cic
tdc gid nhan dip nay dugc bay té 1ong bi€t on chan thanh ddi vé6i tap thé cic
gido su trudng Pai hoc Ngoai thuong: PGS. PTS. Nguyén Thi Md, Phé Hiéu
trudng trudng Pai hoc Ngoai thuong, PGS, NGUT DPinh Xuin Trinh, Chii nhiém
Khoa Kinh t& Ngoai thuong, Pai hoc Ngoai thuong, PGS. PTS. NGUT Nguyén
Hong Pam, Phé Hiéu trudng trudng Pai hoc Ngoai thuong, Gidm ddc Co s& 11
Pai hoc Ngoai thuong tai TP. H6 Chi Minh; PGS, PTS Lé DPinh Tudng, Phé Chi
nhiém Khoa Kinh t&€ Ngoai thuong, Pai hoc Ngoai thuong; PGS, NGUT Vi Hitu
Tu, Chi nhiém B6 mon Ky thuidt Nghiép vu Ngoai thuong, Pai hoc Ngoai
thuong; PGS. PTS. Pham Ngoc Thiét, Phé Chii nhiém Khoa Kinh t€ Ngoai
thuong, Pai hoc Ngoai thuong, GS. PTS. Nguyén Ditc Chinh, Phé Gidm ddc Pai
hoc Qudc Gia Ha noi, va tap thé cac gido su trudng Pai hoc Khoa hoc Xa hoi va
Nhan viin, Pai hoc Qudc gia Ha nodi; GS. TS. Nguyén Lai; GS.PTS. DPinh Vin
Pic; GS. PTS. Nguyén Thién Gidp; GS. PTS. Lé Quang Thiém; PTS. Nguyén
Hitu Pat; PGS. PTS. Tran Khuyén; PTS. Lé Pong; cidc dong nghiép Khoa Ngon



ngr va Vin hod Anh-My, THS. Pham Phuong Luyén, Chd nhiém Khoa
NN&VH Anh-My§; THS. Lé Hung Tié€n, Phé Chli nhiém Khoa NN&VH Anh-
My, Pai hoc Ngoai ngit, Pai hoc Qudc gia Ha ndi. Céc tac gid cling xin nhan
dip nay bay t6 1ong cdm on chan thanh ddi véi GS.TS. Patricia Oyler, THS.
Pham Hong Linh, THS. Nguyén Huy Chuong, PGS. PTS. Phan Vin, THS. Tran
Thi Phuong, LS. Nguyén Ditc Hanh, THS. Truong Thi Pic, LS. Truong Anh
Tué&n, nhitng ngudi tao diéu kién vé tai liéu cho cdc tic gia trong khi chuin bi
ban thdo va ludbn mong mudn cdc tdc gid c6 mdt cong trinh nghién cttu xing
ddng. Tuy nhién, truSc nhitng yéu ciu da dang clia doc gid, véi trinh dd con han
ch€ clia cdc tdc gid, cudén sdch nay khong trdnh khoéi con c6 nhitng khi€m
khuyét. Céc tdc gid cia cudn sdch rat mong nhan dudc sw déng gbp y ki€n cua
quy dodc gid nhim hoan thién hon nita vé ndi dung va hinh thic cudn sich trong
nhitng 1an xuit ban sau.

Xin chdn thanh cam on.

Ha Noi Mua thu nam 1997

Cdc tdc gia



Chuong 1

Gidi thiéu chung vé dam phan

1. Khdi niem

Pam phén 12 mdt hién tugng x4 hdi, mot hinh thic giao ti€p mang tinh muc dich
cao nhiim gidi quyét thda dang cdc hoan cinh cé van dé giita cic tap thé hoic
c4 nhan vé6i nhau trong sinh hoat xa hoi hoiic cong déng. “Bay gid Man mdi hdi
Pao: Vudn hong da c6 ai vao hay chwa? Man héi thi Pao xin thua: Vudn hong
c6 161, ...”. Cau ca dao trén c6 thé coi 12 miéu td phian dau clia mot cude “dam
phidn” d€ di d&€n “thoa thuin”.

DPam phdn 12 mot nhu cau ddi véi cude séng x4 hoi clia con ngudi, can thiét nhu
com in nuSc udng, nhu khao khat tim hi€u. Diéu kién d€ c6 dam phan phai 1a
cong ddng, qui mdé nhé nhu mot cip tinh nhan, qui md 16n nhu mot xa hoi, mot
khu vuc, mot chau luc, va 16n hon nita, bi€t diu sau nay s& c6 dam phan gitta
cdc hanh tinh. Khong c6 cong dong, nghia 12 khi sdng don doc trén hoang dio
nhu Robinson Crusoe, ngudi ta khong thé va ciing khong cin dam phan.

Pam phan 13 mot khdi niém rong. Xét vé mit tif nguyén trong ti€ng Viét, ddm
phédn c6 nghia 1a thdo luan (dam) va ra quyét dinh chung (phé4n). Trong tiéng
Anh, tr dam phdn (negotiation) 1a mot tir gdc La tinh (negotium), c6 nghia la
trao d8i kinh doanh. Bach khoa toan thu Encarta *96 (Hoa Ky¥) dinh nghia dam
phan la hanh dong:

1/ Hji dam véi mét hodc nhiéu bén dé di dén cdc thoad thudn;

2/ Dan xép phuong thiic trao doi thong qua hop dong;

3/ Chuyén giao quyén sé hitu theo ludt dinh va trénthuc té cho mét hodc nhiéu
bén khdc dé doi ldy cdc gid tri sé nhdn dugc

4/ Hoan thién va gidi quyét thanh coéng cdc ton tai ciia qud trinh.

Nhu vay, theo Encarta *96, dam phdn 12 mot qua trinh gdm nhiéu khau, bit dau
bing hoi dam va két thiic bing gidi quyét tron ven trén thyc t& cic van dé da
dudc hdi dam. Piéu nay c6 nghia, néu cdc van dé hoi ddm con chua duge gidi
quyét thanh cong trén thyc t€ thi qud trinh dam phdn chua chdm dut.

DPinh nghia ctia Bdch khoa toan thu Encarta *96 c6 vé rat phit hdp vé6i goc tir
nguyén ti€ng Anh clia tir ddm phdn (negotium: trao ddi kinh doanh).

Trong cic tu liéu nghién cttu vé dam phén, cdc nha 1y thuyét déu thira nhan mot
diéu dam phan 12 mot thuc t& cudc sdng c6 mit & khip noi chit khong riéng gi
trong linh vuc trao d6i kinh doanh. D muén hay khong, ai ai ciing phdi dam
phan. P6 ctia thé 1a dia tré bé bdng néi chuyén véi ba né vé viéc bit né di ngi
ldc tdm gid gdi 1a da hgp 1y chua, c6 thé 1a cdc chii cin hd ban bac vé6i ban
thanh 1y nha cira vé gid tri con lai clia ngdi nha, c¢6 thé 1a vi trudng phong ban
bac v6i cip trén vé k& hoach ting luong cho nhin vién du6i quyén. Du hinh



thic c6 thé khac nhau nhung ban chit clia cdc qua trinh déu giong nhau, déu 1a
thuyé&t phuc. Va qué trinh d6 dugc goi 1a dam phan. Nhu vay, khdi niém dam
phdn can dugc md rong d€ bao ham ca cdc hoat dong lién quan dén sy thuyét
phuc trong cudc song hang ngay.

Trong khi ¢&dm phdn 12 mot qué trinh phd bién c6 ¥ nghia quan trong trong phan
16n cdc hoat dong phan diu clia con ngudi, hoat ddng niy van it nhiéu mang
mau sic bi hi€ém. C6 rat nhiéu cong trinh danh cho ddc gid phd thong va cho cic
nha nghién cttu, d3 c6 ging lam sdng té nhitng bi hiém cda hién tugng dam
phdn. Song nhitng ngudi quan tim d&én dam phdn - khong phai vé6i tu cdch mot
nghé - ma 1a véi tu cich mdt hoat dong ho thudng gip trong cudc sdng - déu
thdy ring that khé d€ c6 thé nim dudc nhitng tinh tuy c6t 16i cla hién tugng
nay.

Dam phdn la gi? Ban than kh4i niém nay chua c6 dinh nghia nhat quin. Joseph
Burnes (1993) coi dam phdn la mét cudc thdo ludn gita hai hay nhiéu nguoi dé
di dén mot muc dich chung la dat dugc thod thudn vé nhitng van dé ngan cdch
cdc bén ma khong bén nao co diu siic manh - hodc co svic manh nhung khong
mudn sit dung - dé gidi quyét nhitng van dé ngdn cdch dé. Ro rang dinh nghia
dam phan ctia Burnes coi nguyén nhan cta dam phén la xung d6t va muc dich
clia ddm phdn 1a gidi quyét cdc xung dot bing phuong phdp tranh sit dung vil
luc.

Khi néi dén xung dot, ngudi ta hay nghi dén xung dot chinh tri hodc vil trang
(kiéu nhu dang dién tra § Afghanistan hién nay).

Trén thyc t&, xung dot 13 mot khai niém chi su di biét v& quan di€m hay 1di ich
gitta cdc c4 nhan hay tip thé.

Roger Fisher & Willam Ury (1991) lai nhin dam phédn § géc dd khac, coi dam
phdn la phuong tién co ban dé dat duoc cdi ta mong mudn ti nguoi khdc. D6 la
qud trinh giao tiép cé di c¢é lai duoc thiét ké nhim dat duoc thod thudn trong khi
gifta ta va phia bén kia cé nhitng quyén lgi cé thé chia sé va nhitng quyén lgi doi
khdng. Nhu viy, theo Roger Fisher va Willam Ury, nguyén nhin ctia dam phan
1a dong cd quyén 1gi hdi thic va muc dich cda dam phdn 13 chia sé quyén lgi
trong khi c¢é nhitng bat dong.

Trong sudt cudn siach ndy, dam phdn duoc hiéu la qud trinh mdc cd va thuyét
phuc thong qua giao tiép, trao doi thong tin truc dién va thuyét phuc thong qua
giao tiép, trao doi thong tin truc dién hodc vdn bdn vi muc tiéu lgi nhudn kinh té
giita cdc bén cé quan hé mua bdn véi nhau nhim dat duoc nhitng cam két bing
vdan bdn dudi hinh thitc hop dong dua trén co sé binh ddng va tw nguyén giita cdc
bén. Nhu s€ trinh bay dam phédn vira 1a khoa hoc, vira 1a nghé thudt, vira 1a qua
trinh thong nhat cdc mit d6i 1ap, dam phdn 12 mot nganh nghién ctu rat rong.



Cudn sidch nay chi tip trung vao cdc van dé k§ thudt cd ban nhit trong mot
pham vi cu thé: Pam phdn thuong mai qudc t€.

Trong tiéu dé trén, thuat ngit cd ban la thuat ngit thuong mai. Thuit ngit nay &
day dugc hi€u 13 viéc mua bdn, trao ddi hang hod giita hai bén trén co sd thod
thuan mdt cach binh dzzlng tw nguyén.

Vé cd ban, hoat dong thuong mai & tit cd moi quoc gia déu dién ra dusi hai
hinh thifc: mua ban no6i dia va mua bdn qudc t&€. Mua b4n ndi dia vd mua bdn
qudc t&, vé ban chat, déu la nhitng hoat dong ma trong d6 ngudi ban c6 nghia
vu chuyén giao hang ho4, dich vu cho ngudi mua. Con ngudi mua c6 nghia vu
chuyén cho ngudi ban mot khodn gid tri ngang vé6i gid tri hang hod, dich vu
dugc trao d6i. Tuy vay, khic v6i mua bdn ndi dia, mua bian qudc t& 13 hoat
dong:

(1) mua ban xuyén bién gidéi, nghia la, hoat dong giiia cdac bén kinh doanh
hang hod va dich vu thudc cdc quoc gia khdc nhau.;

(2) mua bdn cé diéu tiét, cé dieu chinh, nghia la, né chi dugc trién khai khi cé
st cho phép ctia chinh phu cdc qudc gia hitu quan;

(3) dugc tién hanh theo y chi ciia cdc chii thé dam phdn va ky két hop dong
khong bi rang budc bdi bat ky bén thit ba nao;

(4) dugc dam bdo bang cdc phuong tién thanh todn qudc té.

Nhu vay, sy khdc nhau giita mua b4n ndi dia va mua ban qudc t&€ 1a sy khic
nhau vé diéu kién hoat dong. Nhung trong bat ky dié¢u kién ndo, muc tiéu cla
nha dam phén ciing bt di bat dich: d6 12 muc tiéu 1¢i nhuan. Ngudi ta s& khong
tham gia mua bdn qudc t&€ n€u né khong tao ra 1¢i nhuan so sndh & mic chap
nhan dugc khi so v6i mua ban ndi dia. Trong sudt cudn sach ndy, cdc thuit ngit
Pam phdn/ Pam phdn thuong mai/ Pam phdn thuong mai qudc t&€ dugc dung
thay d6i va thay th€ cho nhau.

2. Ban chadt ciia qud trinh dam phdn

2.1. Pam phan la mot khoa hoc:

Trudce hét, dam phan 12 mot khoa hoc, khoa hoc vé phan tich gidi quyét van dé
mot cidch hé thong, theo phuong chidm tim gidi phdp t6i uu cho cdc bén lién
quan. Tinh phan tich nhim gidi quyét van dé trong dam phdn dudc thé hién
trong su6t qud trinh dam phdn tir chudn bi cho d&n két thic dam phan. Tinh hé
thdng doi hdi phai ¢6 sy nhat quan trong toan bo qud trinh dé.

M&i quan hé giita cdc yé&u to trong dam phdn c6 thé 12 mdi quan hé tuyén
tinh: Trong d6 muc dich chi phdi cdc muc tiéu dam phén; ndi dung chi phdi
phuong phdp dam phdn va phudng phdp chi phdi ddnh gid két qua dam phdn.
Nhudc diém ctia md hinh dam phdn tuyén tinh 13 tinh 4p dit cia cic yéu to
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ding trudc d6i véi cac yéu to ding sau. Nhugc diém niy tréi budc nha dam
phédn trong phat huy tinh ning dong sang tao.

Trong lich sit, m6 hinh dam phén tuyén tinh xuat hién tir rit 1au va né con
phd bién dén sau Pai chién th& gi6i thi I, vi md hinh nay ddm bdo tinh nhat
qudn cao giita cdc yé&u t0. Nhitng cudc dim phdn thanh cdng cao nhit 1a nhitng
cudc dam phdn c6 két qua trung khép véi muc tiéu. Trong 1y thuyé&t, mo hinh
tuyén tinh con dugc goi 1a mo hinh muc tiéu Iy tinh (rational objective model).

Tur thap ky 70 xuét hién mdt md hinh méi ddm bdo tinh ning dong, sing
tao vd mém déo clia nha dim phdn, d6 12 md hinh vong tron (cyclical model):

Trong md hinh trén, cdc yéu t& dam phan chi phdi 14n nhau, diéu chinh
14n nhau trong qu4 trinh dam phan. M6 hinh ndy gat bd tinh cting nhic ctia mo
hinh tuyén tinh nodi nha dm phdn it nhiéu phdi “tudn theo thdnh chi” va lam
viéc chli yéu nhu mot xuéng ngdn vién. N6 tao c¢d hdi cho nha dam phdn trd
thanh mot dao dién thuc sy d€ phat huy hét kha ning clia minh va tim ra gidi
phdp dwa dam phdn dén thod thuin. Song md hinh nay ciing c6 han ch€ cda né:
D6 1a sy thi€u chic chin cia nhitng quyét dinh tuy hing do sy can thiép cla
“cdi toi” cua nha dam phdan.

B&i vay, tuy trong thuc t&€ ton tai hai md hinh dam phén, chua nha nghién
cttu nao khing dinh mo6 hinh nio hon mé hinh ndo. Cé 1& mo hinh tuyén tinh
phlt hgp vé6i phép tu duy clia nhitng ngudi xudt thin tif mot nén vin hod trong
ton ti, tAng bac nhu kiéu vin hod Chau 4. Trong dam phdn, n6 ciing tao 1gi thé
nhu s& trinh bay rdi rdc & cdc chuong sau cda cudn sdch ndy. Con md hinh vong
tron thich hgp véi phuong phédp tu duy trong mot nén vin hod trong binh ding
va cho phép con ngudi tw do quyét dinh.

Trong dam phdn, né ciing tao ra nhitng 1di th€ nhu citu van b€ tic dam
phdn theo phuong cham dudc it nhiéu cling goi 12 dudc, con hon khong.

Vi tu cach 1a mdt khoa hoc theo ding nghia cua tr nay (khoa hoc = su
quan sit, nhan biét, miéu t4, diéu tra thuc nghiém va gidi thich 1y thuyét vé cic
hién tugng), dam phdn lién quan dén nhiéu nganh khoa hoc khic nhu luat, k&
todn tai chinh, phan tich xdc suat, nhim gitip nha dm phédn du bdo két qui dam
phdn qua viéc tim ra khu vyc thod thuén (area of agreement) trong dam phan.
Nhitng van dé nay dudc dé cip rat chi ti€t trong cong trinh clia Howard Raiffa
(1982) vé khoa hoc va nghé thuit ddm phan.

2.2. Pam phan la mot nghé thuit:

V6i tu cach 12 mot nghé thuat (nghé thuat = sy thao tdc dén mic thuin
thuc diéu luyén mot s6 nguyén tic va phudng phdp trong mot mit hoat dong
nao dé clia con ngudi), dim phdn 12 mdt qué trinh thao tdc & mic nhuan nhuy
cic k¥ niang giao dich, bao gdm kha niing thuyét phuc va chdp nhan su thuyét
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phuc, kha ning st dung cdc tiéu x40 dam phan, sy khon khéo Iya chon thdi gian
va céch thic thuc hién nhitng ti€u xdo d6.

Khac véi khia canh khoa hoc ctia dam phdn 1a khia canh mdi dugc phat

trién trong th& ky XX, nghé thuit dm phin c6 bé day lich sif phat trién khd day
din, c6 thé néi tir thdi tién trung c6 khi cdc bo lac ngudi xudt hién nhu ciu giao
luu va trao d6i hang hod theo phuong thifc hang ddi hang (barter). Trong ngudn
tw liéu vé dam phdn, s6 lugng cic cong trinh nghién ctu vé nghé thuiat dam
phdn ciing chi€m mot ty 1& 16n. Trong khi dé cAp dé€n dam phdn véi tu cach 1a
mot nghé thuit, cdc nha 1y thuy€t dam phdn phan biét 3 (ba) phuong phiap dam
phdn cd ban:
2.2.1. Phuong phdp dugc phdt trién ddy di nhat 1a phuong phap 1y thuyét trd
choi (game theory). Phuong phép 1y thuyét trd choi 1a phuong phdp ra quyét
dinh dya trén nhitng phan tich todn hoc vé canh tranh nhim lya chon phuong
thitc hanh dong t6i wu cho bén tham gia trd choi. Dua trén phudng phap ly
thuyét tro chdi, Roger Fisher & Willam Ury (1991) c6 nhitng nghién cttu thuyét
phuc vé phong cdch dam phdn (dam phén ciing, ddm phdn mém) cho sy lya
chon luit choi clia nha dam phéan (ddm phdn 1ap trudng, dam phan quyén 16i).
Theo hai dng, trd chdi dam phédn dién ra trén hai cip do: cAp do vé chat (lién
quan dén cdc diéu khodn can thod thuan, vi du vé gi4 cd, diéu khodn thanh
todn, diéu kién giao hang... ) va cAp dd t6 chic luit choi (lién quan dén phuong
thiic dam phdn ndi dung cic van dé). Cap do thd hai cda tro choi nay dudc goi
12 tro chdi 16n, tro choi clia / hodc vé& mdt trd chdi. Mdi dong thdi cda nha dam
phén trong trd choi v6i ddi phuong khong chi cé tic dong gidi quyét cac vd
thudc ndi dung dam phdn ma con 12 biéu hién cda sy lya chon luit choi theo
nhitng tinh todn nhim tao ra mot hiéu qua t6i wu. Pong thdi d6 c6 thé 1a su tiép
tuc clia mot luat chdi ciling c6 thé 1a biéu hién clia sy thay d6i luat chdi, theo
kiéu “ti€n cong, phong thii nhanh nhu chép” (thd H6 Chd Tich), cuong nhu tuy
chd, tuy ldc.

Chuong trinh dam phédn cua Harvard (Harvard Negotiation Project) dua
trén cd s& 1y thuyét tro chdi, dd dwa ra khai niém “dam phdn c6 nguyén tic”
(Principled Negotiation) d€ huéng din sy lya chon luit choi cho bat ky tinh
hudng dam phdn nio, bao gdm 4 (bdn) di€m:

* V& con ngudi: Tach con ngudi ra khdi van dé, néi cach khic khong
ddng nhat, nhim 14n gita con ngudi v4i van dé.

* Lgi ich: Tap trung vao 10i ich, khong vao lap trudng.

* Cdc phuong 4n: Pua ra cdc phuong 4n khic nhau trude khi quyét dinh.

* Tiéu chuin: Phai ddnh gid két qua trén cd s& nhitng tiéu chi khich quan
da dinh sdn chi khong phai trén cd s& chii quan doi khi mang tinh cdm tinh.
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DPié€m thit nhit dya trén quan di€m nha dam phdn trudc hét 13 mot con
ngudi ma con ngudi thi khong phai 1a mdy tinh ma 1a sinh vt ¢6 1y tri manh, ¢6
cam xtdc manh, ¢6 nhin thic c6 khi trdi ngugc nhau, va c6 nhitng khé khin
trong trao ddi thong tin chinh x4c va trong giao ti&p.

Vi du:

Trude gid giai lao

Xuan Thuy dé nghi gidi lao. Nhung 6ng c¢d van Nha Tring (Henry
Kissinger) con yéu ciu bd trudng gidi thich mdt cAu dng néi ring s& ban rit
quin ctia Viét Nam néu hai bén dat dudc thod thuén.

Kissinger hoi:

- Cac Ong s€ ban véi ai?

Xuén Thuy:

- Vi ai thi sé liéu.

Lé btc Tho:

- Chua thda thuin dudc vdi nhau thi Iam sao biét ban véi ai

Kissinger:

- T6i cho ring 6ng bo trudng con khoé tinh hon toi

Xuén Thuy:

- Tir khi gidp 6ng dén gid, toi sinh ra kho tinh th€ diy. To6i hoc cdi tinh Ay
clia dng day.

Kissinger:
- Ngay tir ngay dau tién gip 6ng toi di thay dng hic 1dm rdi.
Xuan Thay:

- Khong th€ dau. Chinh t6i ct nghe cdi tri€t 1§ quanh co ctia 6ng nén toi
mdi trd nén kho tinh.

Kissinger:

- Chiing t6i bat ngd gip phdi cic 6ng la ddi phuong, chir ching tdi khong
lwa chon. N€u chiing tdi lua chon thi chiing t6i lwa chon d6i phuong dé tinh hon.
(Ngudn: Céc cudc thuong lugng Lé Pic Tho- Kissinger tai Paris, NXB Cong an
Nhan dan, 1997)

M&di con ngudi mang trén lung minh mot “cdi t6i”. Tach con ngudi ra
khéi van dé c6 nghia 13 trén ban dam phdn, cdc nha dam phdn phai ké vai sit
canh tdn cong vao van dé chit khong tin cong vao nhau. Trong thyc t&€ day 1a
van dé khong dé thuc hién, vi nhuy mot déng nghiép dia boc bach, trong cudc
s6ng hang ngay, khi khong wa ai d6 thi chi cin nghe ti€ng budc chan clia ngudi
Ay da kho chiu! L& thudng, “Yéu ai yéu cd dudng di, Ghét ai ghét cd tdng chi
ho hang!”
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Piém thit hai dugc xay dung dé trdnh tip trung vao lap trudng ma cic
bén dua ra trong khi muc dich cia dam phdn 1a gidi quyét 1di ich clia cdc bén
nim sau lap trudng dé. Né6i theo cach nghi cia mot nha lanh dao Trung Qudc,
khong nén tap trung vao mau 16ng clia con me€o ma nén tip trung vao Igi ich
cla con meo c6 thé dua lai (bit dudc chuot).

DPié€m th ba gidi quyét khé khin cda viéc tim 10i ich tdi vu trong khi chiu
sitc ép. Khi c6 mit d6i phuong, it ai ¢6 thé tim dugc tifc thi gidi phdp toi uu. N6i
mdt ciach hinhdnh, nhu ngudi bac sy diing bén ban md cin day di db nghé vi chi
can cham tré vao phiit 12 con bénh chét, nha dam phdn cling phdi c6 sdn gidi
phdp d€ citu dam phdn § nhitng gidy phiit quyét dinh.

DPiém cd ban thit tu dya trén tinh khoa hoc clia dam phén, vi khong cé
nha dam phén nao c¢6 quyén uy clia Chia dé€ chi cin 14y dat sét 1a nin thanh con
ngudi. DAt sét 1a dit sét va c6 gid clia dat sét. Thi trudng cé mit bing gid cla
né6 cho tirng loai hiing; cdc mit hang lai c6 nhitng bi€u hién tiéu chuin dudc xac
minh bdi chuyén gia; rdi con nhitng ton tai khdach quan nita nhu luat phdp cda
cic nudc, tit cd dé khong phu thudc vao y mudn chii quan cda nha dam phén.
Khong nha dm phén nio cé thé ty ¥ minh thay d6i dugc thuc t€ khach quan dé.
Vay, két qud dam phdn phai dua trén cdc tiéu chuidn khach quan, chu khong
phdi dua trén diéu cdc bén mudn hay khong mudn.

2.2.2. Mot phuong phdp dam phdn khac la dam phdn cung c6 191 (integrative
negotiating). Phuong phdp nay dudc thi€t k& nhim tdi da ho4 1gi nhuin cho cic
bén tham gia ddm phdn ma khong lam phuong hai dé€n quan hé giita c4dc bén.
Pé€ ¢6 thé 4p dung dugc phuong phap nay, cic nha dam phdn clia cic bén phai
nhat tri v6i nhau vé muc tiéu chung, khong gidu gi€m thong tin vé nhau va ap
dung phong cidch dam phan nhu dao (soft style).

K&t qud thu dugc 1a cdc bén tham gia dam phdn cling thu dudc 1di nhuén, cling
“thing”. Chinh vi th€, phuong phdp nay con dugc goi 12 phuong phdp “chién
thing trén chién thing” (Win/ Win Approach).

2.2.3. D61 lap v6i phuong phdp “chién thing trén chién thing” ctia d6i phuong
la phuong phdp dam phdan canh tranh (competitive negotiating) qua mic ca
ciing rin, kién dinh vé 1ap trudng. N&u & phuong phip “chién thing trén chién
thing” clia d6i phuong, cdc doi phuong xdc dinh dugc muc tiéu chung thi trong
dam phdn canh tranh cdc ddi phuong c6 nhitng muc tiéu khdc nhau khong thé
chia sé nhung lai phu thudc 1in nhau. Xung dot vé quyén 1di git gao, cdc bén ra
sitc tim cdch t3i da hoa 1di nhuan bat k€ hau qua v6i d6i phuong sé& ra sao. Bdi
vay, phuong phdp dam phdn canh tranh con dugc goi l1a phuong phdp “chién
thing trén that bai” clia d6i phuong (Win/ Lose Approach).
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2.3. Pam phan la qu4 trinh théa hiép vé mit I¢i ich va thong nhat giita cac
mit doi lap:

Thong thudng, cdc bén tham gia vao dam phédn thuong mai ¢6 1gi ich doi
1ap nhau, bdi 1& theo hoc thuyét vé€ sdn xuat hang hod thi mdi nganh san xuit dé
dua lai cho mdi bén c¢é lién quan mot 1gi ich nhat dinh. P6 1a (1) Lgi ich cho
ngudi san xuat, ddy 12 diéu duong nhién néu khong thi hang hod s& khong dudc
san xudt ra. (2) Lgi ich cho ngudi tiéu dung, day la diéu khong thé thi€u dugc
bdi vi néu khodng c6 né thi hang hod ciing khong thé tiéu thu dugc. Phin con lai
la gianh cho cédc thanh phan khdc tham gia vao qué trinh luvu thong hang hod.
Cho nén khi ma cédc thanh phin ndy cang nhi€u thi Idi ich cda ngudi sdn xuit va
ngudi tiéu dung cang it di, day chi néi 12 it di nhung khong thé it d€n miic bi
triét tiéu. Do vAy cdc nha san xuit, kinh doanh chi c6 thé thuc hién viéc t6i da
hod 1di nhuin trong phan han ché, hay néi cdch khdc, ho ti€n hanh viéc tdi da
hod 1di nhuin trén cd s§ qua lai cdc phan Igi nhuancta nhau. Va nhu vay, hanh
dong tim ki€m 1¢i nhuin cla cdc nha sdn xuat, kinh doanh va ngudi tiéu dung
giy 4nh hudng tryc ti€p dén 1di ich cla nhau, nghia l1a néu ngudi ndy dudc nhiéu
thi ngudi kia dudc it di va ngugc lai. Cho ring mot hang hod dudc sdn xuat ra sé
tao cho xd hodi mot khodn 10i nhuin dugc bi€u dién 12 hinh qua tdo. Chiing ta c6
thé bi€u dién diéu nay bing hinh vé& sau:

Va nhu vay, khi mot bén ¢ ging gianh vé phan minh mot khodn 1di
nhuan 16n hon thi bén kia budc phdi chap nhan phan nhé di va ngudc lai gid st
chi c6 hai bén tham gia vdo qué trinh nay. N€u s6 lugng ngudi tham gia 16n hon
thi tinh hinh cang khé khédn hon.

Qua qud trinh nay, ching ta thiy riing lgi ich cla cdc bén tham gia vao
qud trinh chia sé 1di nhuin ludn la doi 14p nhau. Chiéc binh 1¢i nhuin khong
phdi 1a ndi com Thach Sanh dé réi cd ba quin tuéng s§ dn mai ma khong hét.
Ciing khé ma ki€m dugc mot cAy dan Thach Sanh trong cd tich dé roi khi gdy
1én khi€n ddi phuong “ngin ngo long”, budng vii khi, bd cudc tranh gianh hon
thua trén thudng trudng hay trén ban dam phan. Tuy nhié€n, cdc bén tham gia
dam phén, néu chi quan tim dé€n muc dich clia minh ma khoéng quan tim dén 1gi
ich cdia phia bén kia thi s& khong c6 duge hdp dong va khi d6 s& ching c6 bén
nao c6 dudc 1gi nhuan. Nhu vay, dam phdn ky két hop dong, vé nguyén tic, 1a
mot qua trinh thod hiép vé 1gi ich clia cdc bén hay day 1a sy thong nhat giita cc
mit doi 1ap.

Gia sit A va B 1a hai bén tham gia vao qud trinh dam phdn ky két hgp
ddng, va khi d6 ta cé cdc quan hé vira mang tinh ddi 1ap, vira mang tinh thong
nhat gitta cdc bén. Ta c6 thé minh hoa diéu nay trong md hinh dudi day.
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Viéc tién tdi gidi quyé&t &n thod cdc quan hé trong mo hinh trén tao ra ban
than qua trinh ddm ph4n nhim duwa cdc bén di dén thoa thuin va chdp nhin mot
khu vyc hop ddng c6 thé dap tng dudc muc tiéu clia ci hai bén, trong d6: (1)
Khu vuc 1, nhu trinh bay trong so dd 13 khu vuc thod thuan ly tudng, (2) Khu
vuc 2 1a khu vyc muc dich cia A ma B phdi chap nhan, (3) Khu vuc 3 1a khu
vuc muc dich cda B ma A phai chdp nhan. Chinh vi tinh chat doi hdi nhudng bo
12n nhau vé quyén 1gi giita cic bén tham gia dam phdn trong cdc cudc dam phan
néi chung va dam phdn thuong mai néi riéng, trong ngudn tu lieu vé 1y luan
dam phdn, ngudi ta thuong dung thudt nglr “méic cd” (bargaining) thay cho thuit
nglf “dam phan”.

3. Nhiing dé xudt nghién citu va dao tao:

bam phédn 1a mot mon hoc tai cac khoa chuyén nganh Luit, Kinh doanh,
Qudn ly, Su pham, Quan hé Qudc t€ .... tai nhiéu trudng dai hoc 16n cla cic
nudc c¢6 nén gido duc tién tién trén thé€ gi6i. Trong xu th€ m§ clra nén kinh t& do
bédng Cong San Viét Nam khdi xuéng va dinh huéng dao tao theo kip véi cudc
song kinh t&, viéc nghién ctfu khoa hoc va nghé thuit dam phdn 13 mot doi héi
biic thiét. Nhitng dinh huéng cd ban clia cong tic nghién ctiu c6 thé 1a:

(1) Nhitng kinh nghiém quy bdu vé dam phdn kinh té, chinh tri, quin su,
ngoai giao ctia nhdan dan ta qua cdc thoi ky ddu tranh dung nudc va giit nudc;
(2) Nhiing tinh hoa tri tué ciia nhén loai trong khoa hoc va nghé thudt dam
phdn;

(3) Nhiing ddc thu ctia phong cdch dam phdn Viét Nam’

(4) Nhitng so sanh giita phong cach dam phdn Viét Nam va phong cdach dam
phdn phuong Tay va phong cdch dam phdn ciia cdc quoc gia khdc trong khu
vue, dic bigt la khu vuc Chdu A - Thdi Binh Duong.

Pé& c6 thé ting cudng tri thic va k§ ning dam phédn cda th€ hé ngudi Viét
Nam mdi trong thé ky XXI, cin c6 nhitng noi dung va hinh thic dio tao mdi bo
sung cho qua trinh dao tao:

(1) Pua dam phdn tré thanh mét moén hoc chinh thiic é bac dai hoc, nhét la &
cdc truong dai hoc dao tao cdc chuyén nganh Ludt, Ngoai ngit, Kinh té va Déi
ngoqi.

(2) Bé tiic vé tri thitc va ky nang dam phdn cho cdc cdn bp hién dang cong tdc
tai cdc nganh kinh t& ciia dit nudc thong qua cdc I6p dao tao bo sung, va cdc
hoi thdo chuyén dé.
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Chuong II
Chuin bi dam phén

Céc nha 1y luan vé dam phén thuong mai déu hét sitc coi trong vai tro
clia khau chuin bi dam phdn trong dam phdn thuong mai. Ho cho ring chia
khod clia thanh cong trong dam phén 1 chuin bi va 1én két hoach. Tai thuyét
phuc ctia doi phuong, kha niing giao ti€p, sw nhanh nhay trong dam phdn va mot
loat cdc k§ ning cd ban khic khong thay th€ dugc su chuin bi, thim chi khong
bl dip ndi sy bat 1gi do thi€u chuin bi gy ra. Nghia 13, khong c6 chuin bi, chic
chin khong c6 hy vong dam phdn thanh cong ngay c4 khi nha dam phén la
ngudi rit thao viéc. Nguoc lai, c6 chuin bi chic chin, chi cin vdi mot s6 k§
ning dam phdn khiém ton, nha dam phédn ciing c6 thé di dén nhitng két qua
chap nhin dudc. Qua trinh chuén bi ddm phan cin dién ra theo mdt trinh tu, cin
c6 thdi gian d€ thyc hién, va can tuan thi theo mot phuong phap chuin bi nhat
quan.

1. Chudn bi chién luoc

“Chién ludc” nguyén 12 mot thuit ngit quan su, lién quan dén viéc 1én k&
hoach chién d4u clia cdc twéng linh ngoai mit tran, nhitng trAn dia nghi binh,
thoc sudn, vd mit. Trong dam phén, chién lugc lién quan dé€n mot k& hoach c6
dinh huéng. N6 xédc dinh dudng huéng co ban, két hgp dudng hudng chng véi
cdc chii truong hanh dong. Chién ludc, bdi vdy cé cdc muc tiéu cu thé, rd rang,
c6 quy dinh ti€n, thodi clia cdc nha ra quyét dinh trudc nhitng bién dong va thay
ddi cta tinh hinh. Chién lugc trong tay cic nha dam phan vi nhu cdy bida trong
tay ngudi thg moc, cAy vdt trong tay ngudi ddu bong ban, nghia 1a ching 1a cong
cu dé thyc hién cong viéc. Chi€n luge cang hay, két qua cang tét. Nhu vay,
chién ludc ¢ thé dudc hiu 12 su tim ki€m 1di thé so sanh & nhitng khu vuc ca
hai bén déu c6 10i thé tuong ddi c6 thé di dén nhitng k&t qua c6 10i. Ldi thé so
sanh chi c6 thé c6 dudc trén co sd nhitng khid ning riéng (distinctive
competencies), nhitng khia canh trong qud trinh dam phdn ma bén ta trdi hon
khi so sdnh v6i bén ddi phuong. Chié€n ludc sé 1am dinh huéng cho mot loat cdc
k&t qud ma trong d6 két qua tdt nhat s& dugc chon.

1.1. Chuén bi tu duy chi&n lugec

Ngudi ta vi ring chién lugc 1a vii diéu trong mua. Tuy khong thé tic dong
gi dén thdi tiét, nghia 12 khong thé 1am mua tanh, nhung chién lugc lai c6 tdc
dong tich cuc dén con ngudi, nghia 13, 1am cho ngudi ta hoan toan & tu th4i trong
cudc. Nhu vay, cdi ma chién ludc cdi thién khong phai 1a méi trudng ma 1a con
nguoi.
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C6 thé phan biét tu duy chién lugc (stragetic thinking) véi tu duy tng
bién (incremental thinking). Pic di€ém cda tu duy tng bién 13 mang tinh doi
phé. Nha dam phdn, khi d6i mit véi mot van dé, hoic mot tinh hudng dot biét,
bat k& d6 12 mdt co hoi hay 12 mot de doa, sé& lwa chon mot trong s gidi phap
tiém tang, tinh hon thiét va sip x€&p ching theo trat ty cung cip 1di nhuin va
chon gidi phap cho 10i nhuin cao nhit o thdi di€m hién tai. Pic di€m cda tu duy
chién lugc 12 mang tinh hé thdng va toan dién.

N6 doi hdi nha dam phédn phéi tinh dén muc dich chung va muc dich cu
thé. Nha dam phdn phan tich 1di th& va han ché twong ddi clia cdc bén d€ tim ra
lgi th€ canh tranh. K&t qua ctia qud trinh phan tich 1a mot loat cdc gidi phdp véi
nhitng hau qua c6 thé. Gidi phip dudc chon phdi nhat quan vdi muc dich va muc
tiéu moi mat, trong d6 co ban 1a 1gi nhuén.

Chua c6 nghién cttu ndo vé dam phdn néi tu duy @ng bi€n va tu duy
chién luge phuong thic nao hon hin phuong thiic ndo. C6 1& chi nén néi ring
mdi phuong thiic déu hay, tuy tirng ndi, tiing ldc, tiing thdi diém phi hop. Trong
dam phdn, ching nén gidi quyét xung dot ca tinh khé chiu bing tu duy chién
luge cung nhu khdng nén 1ap két hoach tdng hdp biing tu duy tng bién.

Tu duy chién lugc chi 12 phuong thic tv duy trong dim phdn. Nha dam
phén thao viéc biét rd khi nao nén dung tu duy chién lugc, khi ndo nén ding tu
duy tng bi€n. Trong khi tu duy chi€n lugc giip tim ra nhitng gidi phap 16n cho
mdt vin dé dam phan mot cach hdp 1y, tu duy ng bién c6 thé 12 manh dit mau
meé d€ tir 46 ndy ra nhitng phat hién doc ddo.

Tu duy chién lugc, mic di mang tinh siang tao (hinh thanh chién ludc),
tinh nh4t qudn (tr hinh thanh d&én danh gia chién lugc), tinh tdng thé (thyc hién
chién Iugc), van c¢6 han ché cda né: N6 khién nha dam phdn tudng minh chd
dong tinh hinh trong khi chwa hin di 1a th€. Chién lugc cang tinh vi cing dé giy
4o tudng chi€n ludc vi nhitng yéu t& chién luge (stragetic factor) thodt hién,
thodt bi€n. C6 tac gid (Paukey Ghemawat, 1991: 2) da goi yéu t6 chién lugc 1a
cdi bong ma chdi (will o’ the wisp)

1.2. Chudn bj thai d chién lugc.

C6 ba pham trii thai do chién lugc trong dam phdn: (1) Thai d6 don gidn
va thing tudt (Simple and Direct); (2) Thai d6 thiic bach va chén ép (Press and
Push); (3) Théi d hitng hd va xa ldnh (Cool adn Aloof)

(1) Thdi dé don gidn va thdng tujt:

La thdi dd “ndi cho nhanh, néi cho dd ton thi gid”, thdi do khong gidu
gi€m, Gp md khi trinh bay van dé hay gidi phap. Thdi d6 thing tudt c6 tic dung
gidi gidp vii khi d6i phuong va nhanh chéng di dén nghi quyét. Chi nén dp dung
thdi do nay khi: (a) Ta ching la gi doi phuong vi di 1am viéc nhiéu vdi ho tir
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truSe, (b) Pam phin dang ky bé tic, sa 1dy nhu mé bong bong, g8 ra dugc ciang
sém cang tot, (c) Stc ép thdi gian khong cho phép kéo dai dim phdn, két thic
dam phén 12 muc tiéu tru6c mit.

(2) Thdi doc thuc bdch va chen ép:

La thai dd dé cap manh, xuyén qua cic van dé nhay cdm. P€ c6 hiéu
qud, viéc gy sifc ép va thiic bach phdi ddm bdo tinh t&, vi néu phia bén kia biét
dudc phia dim phén vdi ho giy siic ép va thiic bach, ho s& vap phai cdm gidc
khé chiu. Thic ép khong phdi 1a mot hinh thifc tra tAn xau xa ma 12 mot cd ché
nhim cho phép hoan thanh thod thuan dam phan. Thdi do dudc s dung khi: (a)
Phia ta & th€ manh hon; (b) Phia bén kia can két thic nhanh;(c) Phia ta mudn
khoanh vung gi6i han dam phén.

(3) Thdi do ho hitng, xa lanh:

La thai do st dung tdm ly ngudc (reverse psychology) d6i véi doi
phuong, trdnh cho ddi phuong cdm gidc hé hénh (winner’s curse), trong khi trén
thuc t&, ding 12 d6i phuong dang tu bdn minh. Né&u ta di dé€n thod thuin qu4
nhanh, phia ddi phuong cé thé nghi ho dd bi hd hoic di 4n non. Khong nén
ddnh thic long tham cta ddi phuong hoic cdm dd ho leo thang. Nén c6 thdi do
ho hitng, xa lanh khi: (a) Phia bén kia manh hon, (b) Phia ta dang chiu stic €p
thdi gian, (c) Phia ta c6 gidi phdp thay thé.

1.3. Chuén bi bién phap chién lugc

Thdi do va bién phdp chién lugc tuy tirng tinh hinh cu thé ma cé nhitng
hinh thic cu thé. & chd nay, ta ding bién phap nhé giot, dua ra doi héi tirng chuit
mot dé phia ddi phuong d8 ngin ngai. & chd khac, ta ding bién phédp tron géi,
dua ra toan bd doi hdi cing mot lic, ma vAn ddm bdo dam phédn thanh cong.
Duéi diy 1a mot sd bién phap chién lude thudng dugce st dung trong dam phdn
thuong mai:

* a. Kién nhdn: Nghia 13, du ta c6 ndn néng dén bao nhiéu, cling khong
dugc boc 16 d€ d6i phuong biét. Phai chd dgi, nhat 1a khi ddi phuong chua dinh
hinh gidi phdp. Khi ta dwa dam phén vao nhip, ta 1a ngudi chi phoi thod thuén.

*b. Nin nhin: Nghia la, khong bao gio ta khudc tir dam phan du viéc dam
phdn kéo dai 1& thé, mdi van dé chi€ém mot lugng thdi gian qua ddng, réi dam
phén bi ngit quang lién tuc. Nin nhin 12 bién phdp chi€n lugc chong lai thai do
gy siic ép vé thdi gian.

* ¢. C6 bo mdt lanh: Nghia 1a hau nhu khong bi€u 16 quan tim ra bén
ngoai. Pam phdn c6 thé tién trién, c6 thé tan vd, diéu d6 khong dnh hudng. Ta
dé nghi ma khong nong nhiét, ddp tng ma khoéng nong nan, diy ciing la bién
phap gy stc ép.
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*d. Boc 1o thdi doc chia sé: Nghia la ta ¢6 quan tdm, c6 dat minh vao vi
th€ ctia phia bén kia. P4y 12 bién phdp c6 tic dong manh dé pha v& b€ tic va
han gin nhitng di biét. Khi dit minh vio vi th€ d6i phuong d€ boc 16 thai do
chia sé, can c6 thai do chan tinh nhung khong lam sang pham trit dong cdm cd
nhan. Chi bdc 1 thdi dd chia sé khi ta thuc sw mudn thé.

* e. Chuyén hudng dot ngot: Nghia 13, ta tim cdch dé thodt khéi b€ tic,
VUGt qua nhitng trd ngai dé€ di dén két thiic ddm phdn thing 1gi. Khi dam phan
da di d&€n chd ngdn ngit thi khoa truong, nhip do thi tic nghén, chuyén huéng
dot ngdt 1a bién phdp chién luge theo nhu cdc nha 1y thuyét dam phdn, nhim
thay chuyén hai bén ban chia nhau qua tdo dang dat trén ban, ta rung cay tdo.

* . Lam dong tdc gid: Nghia 1a, giong nhu cau thd béng d4 trén sin, ta
nghi binh ddi phuong di vé huéng nay, nhung thuc t& lai danh vé huéng khéc.
Lam ddng tac gia 1a hanh dong ky thuit budn ban/ thuong mai chi khong phai
12 hanh dong lira doi. Ta lam dong tic gid trong dAm phan khi mudn bio vé mot
di€ém cu thé nao dé trong thod thuin.

* g. Bé ban dam phdn: Nghia 13 ta bd d6i phuong lai mot minh dé dam
phdn véi chinh ho. Bién phdp nay khong hin 1a cuc doan nhu moi ngudi thoat
nhin, vi di1 sao thi ta cling c6 thé mé lai dm phan.

* h. Bién thanh chuyén dda roi: Nghia 13, mot bén dam phan don phuong
dua ra 13i de doa, dua van dé dam phdn thanh chuyén di réi, khong bao gid ¢
thé thay d6i dudc nita. Vi du: mot cong ty dang gip ric roi vé tai chinh dam
phdn véi cdc chi ng, mdi bén c6 thé de doa 1am thi tuc tuyén bd cong ty dé pha
san - nghia 13, chuyén tit cd moi quyét dinh sang tay toa d4n. Ngudi ta chi st
dung bién phdp nay khi vip phai nhitng van dé vo cling gay cidn va ciing st
dung n6 mot cich than trong.

*i. Bién phdp nhdt nhanh: Nghia 1a, cit mot chut & ddy, cidt mot chit &
kia, ching may chdéc ma cit hét chi€c banh. G mot nuSc nghéo nhu Viét Nam,
c6 cau thanh ngi: “Chdo noéng hip quanh”, nghia 1a kho sai thi sai tirng chut
mot, rdi cling hét. Mot s6 nha dam phdn ciing 1am theo ki€u nay, ho moi ting
chit 1gi nhudn, tirng chit mot thdi, nhung khong biét bao gid dirng.

* k. Khoanh ving gioi han: Nghia 1a, ta dit gi6i han cho cudc dam phén
va bdm chic vao gidi han d6. Pay la bién phdp chdng lai thdi do gay 4p luc
trong dam phédn cta d6i phuong.

*m. Chong thit dich: Nghia 13, dung k§ thuit ddm phdn dé tranh giy ra
sy thu dich trén ban dam phdn, mdc du sy thu dich do c6 thé do d6i phuong cd
tinh giy ra, cling c6 khi d6 khong phdi 1a ban chit cta ho. P6i dau khong bao
gid 1a bién phdp tdt. Phai tim ki€m sy hai hoa va xay dung moi quan hé t6t khi

ta dam phan. C6 cd mdt cudn sdch “Xay dung quan hé khi ta ddm phén” (Roger
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Fisher & Scott Brown (1988), du 4n Pam phan cta Pai hoc Harvard) néi vé van
dé nay.
2.Chudn bi vé ké hoach

Vai trd clia cong tic chudn bi vé k& hoach dam phan 13 nhim: (1) Tao
moi trudng ra quyét dinh an toin trong dam phén; (2) Chuyén trong tim chd y
tif cdc van dé chung sang cdc van dé cin gidi quyét cu thé vé quan hé, xung dot,
qua trinh thyc hién cac thoa thuén, (3) Tao su hiéu biét 14n nhau, xay dung quan
hé 1am #n hdp tdc va hi€u biét thay vi quan hé ddi dau. Theo cdc nha 1y thuyét
vé dam phédn thuong mai, c6 4 (bon) budc trong qud trinh chuin bi k& hoach
dam phdan nhu sau:
2.1. Thu nhép s6 liéw/ di¥ liéu thong tin

Gido su Pankey Ghemawat, khoa Kinh doanh Thuong mai Pai hoc
Havad, c6 nhan xét hém hinh “Thong tin 13 thuéc do cdp do Am cla sy khong
chic chin. Cit & dau c6 sy khong chic chin, & d6 ¢6 nhu ciu gidm né bing cdch
thu lugm thong tin” (Ghemawat, 1991: 109). Truéc mdi cudc dam phén, phia
truc cdc nha dam phdn 12 mot moi trudng khong chic chin cho sy quyét dinh.
Nhu cau thu lugm thdng tin vi thé 1a duong nhién.
2.1.1. Thu thap thong tin nhan sy va sy to chiic

Trudc hét, phdi diéu tra k§ ludng vé con ngudi hay phai doan ma ta sé&
gap trén ban dam phan cling nhu cOng ty ma ta s€ lam an/ budn bin vé6i ho. Ta
phdi nim that rd, cang rd cang tot, vé hoat dong kinh doanh/ 1am in ctia ho, nhu
cau tAm 1y cla ho, cdch nghi, cdch phan tng, chié€n Iudc, sach luge, thi tuc dam
phén clia ho. Vi nhitng s6 liéu nay, to cdinh budc t6i bd clia cudc dam phdn.

Phuong phdp don gidn nhat cla nghién cttu vé mot cong ty khéc, lich st
clia né trong qua khit va chinh s4ch hién tai cla né va vé cdc nha dam phdn ctia
cong ty d6 13 nghién cttu qua cdc tu liéu xuat ban. Ta cé thé thu dudc mot bitc
tranh tdng thé vé hoat dong kinh doanh ctia cong ty qua nghién ctiu cic bdo cdo
nim, cdc thong tin bdo chi, cic quing cdo trong tai liéu ding ky qudc gia hoic
dia phuong, cdc bdo cdo clia cdc nha phan tich diu tu kinh doanh vén, c4c hd so
cong ty cda chinh phd, cdc huéng din vé thi trudng chitng khodn, céc tip nghién
cttu luu hanh nodi by, cdc thong tin vé tin dung cdng ty va cdc bdo cdo vé cic
tranh ch4p tin dung va tai san.

Thong tin vé cdc cd nhan ta sé gip qua ban dam phdn cé thé 13y tir cdc
ti€u st (N€u 12 nha dam phan My, c6 thé tim thay ti€u s clia ho trong cdc &n
phdm cap nhat hang nim ctia Moody’s, Standard and Poor’s, Dun & Bradstreet
ho#ic danh ba danh nhan, c6 & cdc thu vién nhu thu vién Qudc hdi M, thu vién
céc trudng Pai hoc 16n.) & cdc nuéc nhu nudc ta, viéc 14y thong tin khé hon,
nhung ciing khong phdi 12 khong 14y dugc qua tiéu sit hoat dong kinh doanh,
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budn ban cta chinh anh ta véi cdc ban hang khdc ma anh ta c6 quan hé. Bén
canh thong tin ti€u s nha dam phdn, con cé thé quan tim dén cidc phat biéu,
céc bai bdo liéu quan dén cdc nha dam phdn do.

Céc ngudn thong tin day di va chi ti€t hon c6 thé dén véi ta qua gip gd,
phéng van cidc bén s& dam phdn véi ta vé tinh hinh tranh chip, gidi quyét xung
dot cla cong ty, dic biét 1a gip g8, phdng van vdi cdc bén da tirng 1am viéc
khong thanh cong véi cong ty ma ta s€ dam phdn hodc vdi nhitng bén c6 it
nhiéu quan hé kinh doanh véi cong ty d6. P& thu lugm thdng tin vé cic c4 nhan
ma ta ddm phan ma khong dua vao céc tai liéu da xudt ban, ta ciing ¢ thé 1am
nhu d3 néi § doan trén, khi dé cAp vé thong tin ti€u sif cda nha dam phdn, nghia
12 néi chuyén véi ban hoc cii, ngudi quen, ban bé, ddong nghiép cii cda anh ta,
cdc thanh vién ciu lac bd, hdi nganh nghé, cong doan ma anh ta tham gia.
Trong mot s6 trudng hgp nhay cdm, ta c6 thé md mot cudc diéu tra riéng lién
quan dén dia vi x4 hdi trong cdng ty clia nha dam phédn, quyén han va pham vi
ra quyét dinh, cdc thii thuat dim phan, di€m manh, di€m y&u, nhu ciu tinh cim,
tin ngudng, thim chi ca chi s& thong minh ctia anh ta. P6i khi ta con
cAn tim hi€u k§ thém vé tinh cich, giong néi, nhitng nét riéng tu, s thich cda
anh ta. T4t cd nhitng thong tin trén cdng lai s& gitip nha dam phdn dodn trudc
phong céch, tu duy va phan Gng clia ngudi minh sé gidp qua ban dam phdn.

Piéu tra c4 nhin 12 mot van dé t&€ nhi. Trong khi diéu tra khong nén th4i
qud d€ cic van dé chuyén y nghia tir kinh t& sang dao 1y hodc phdp 1y theo kiéu
st dung tinh bdo cong nghiép, nghia 12 thué hin mot “tay trong” (insider) dang
song va lam viéc trong mot don vi kinh t&€ hoic cdng ty dé 14y thong tin ndi bd
clia cong ty va nhitng 1y do khi€n cong ty d6 tham gia dam phdn.

Theo con s6 cong bd, hang nim céc cong ty My chi khodng 800 (tdm
trdm) triéu dola cho vi€c nay.

2.1.2. Thu thap thong tin cho dam phan thuong mai quoc té.

Thu thap thong tin cho dam phan thuong mai qudc t€ mang tinh phifc tap
va khé khén hon so véi thu thdp thong tin phuc vu cho mua ban ndi dia. Vi
ngodi nhitng thong tin trinh bay trong muc 2.1.1 trén, d6 con 13 cédc thong tin vé:
(1) biéu kién dia 1y, dan s6 va siic mua cda thi trudng dich xa cdch ta c6 khi nita
vong trdi dat, ndi c¢6 cdc yéu td vin hod (nhu phong tuc, tip qudn, théi quen tiéu
diing) hoan toan khdc hin ta; (2) Kha ning canh tranh ctia hang ta trudc nhitng
mit hang cung loai do cdc nganh kinh doanh bdn xi va cdc thanh vién chi yé&u
clia thi trudng dich cung cap; (3) Co s6 ha tang bao gdm cédc dk vé giao thong
van tai, thong tin lién lac, hoat dong tin dung va ngan hang; (4) Chinh phi va sy
can thiép cta chinh phu qua:
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(a) Nhitng doi héi vé gidy phép: (Trong diéu kién Viét Nam, mudn lam
xudt nhap khau phai c6 it nhit 3 (ba) gidy phép khic nhau cia B6 Thuong mai
(1) gidy phép chung cho phép kinh doanh xuat nhip khau; (2) k& hoach xuit
hay nhap khiu phdi dugc chap thuin trude khi cong ty c6 thé dam phan véi ban
hang hay cdng ty cung ting nudc ngoai; (3) sau khi thod thuian xong vé hgp dong
xudt nhap khau, cé khi con can thém gidy phép cho mdi dodt giao hang).

(b) Thué quan xudt nhdp khdu (Nha kinh t&€ hoc David Begg (1993) di c6
lan than ring trong th€& gi6i kinh doanh c6 hai di€u chic chin, dé 1a thu€ cia
Nha nu6c va cdi chét. Nhung ndi trong hai diéu 4y ciing khong ai bi€t minh sé&
chét vao lic nao va ldc nao mic thu€ cia Nha nudc s& Ién xudng ra sao. Vay
chap nhan nghé kinh doanh thuong mai Ia ta chAp nhin di vao mot thé gibi noi
khong c6 gi 1 chic chin. § Viét Nam nhitng nim dau thap ky 90, biéu thué suit
bién thién tir 0% dén 150% v6i 28 mifc thué€ suit khac nhau véi mifc thap nhat
cho thiét bi cd ban, ting dan cho hang tiéu diing va cao nhit d6i véi hang xa xi.
DPén thdng 5/1992 va thang 1/1993 biéu thu€ sira ddi con 21 mitc thué suit dao
dong tir 0% dén 150% nhu trude day. Pén thang 1/1994 lai c¢6 nhitng thay d6i bd
thué€ danh vao xidng dau, phan bén thay biing phu phi kinh doanh, ha mitc thué&
ddnh vao xi ming va clinker nhung ting mic thu€ doi vdi linh kién SKD/ CKD,
xe mdy hai banh va bon banh, mdy méc phu ting cii, thuc phim va my phadm.)

(c) Quota (Han ngach): (Quota 13 nhitng diéu khodn qui dinh rd gi6i han
khdi lugng hang hod xuat nhap khau. Cé 3 (ba) loai quota: (1) CAm nhip (quota
s6 khong) 4p dung cho cAm van hoidc han ché vo diéu kién khdi lugng nhip
khiu (2) Quota thué& quan, cho phép nhip khau véi s& lugng qui dinh va (3)
Quota ty nguyén, dudc hi€u nhu nhitng han ché xuit khau tu gidc).

(d) Nhiing loai thué phu (Mot s6 chinh pht thu thém mot s& loai thué€ phu
nhu thu€ mon bai, thu€ bién gidi...)

(e) Nhitng hoat dong vém tro ciia Chinh phii: (Mot s& chinh pht trg cAp
truc ti€p vé€ tin dung cho céc hiang kinh doanh nhim khuyé&n khich mot s& hoat
dong kinh doanh cu thé nao dé. 6] MY, c6 nhitng t& chifc nhu Ngan hang Xuat-
Nhap khiu, Hiép hoi tin dung hang hod, Hiang phat tri€én Qudc t€ 13 nhitng td
chifc thudng trg c4p tin dung cho cdc hing xuit khiu).

Tém lai, gid tri cia toan b budc nay (nhu da trinh bay trong 2.1.1 va
2.1.2) 1a n6 gitip nha dam phdn hiéu rd hon vé bdi cdnh ma anh ta sip bude vao
va con ngudi ma anh ta sip 1am viéc cling. Vi ly do d6, budc chuin bi nay con
dudc goi la budc nhan thuec.

2.2. Pua ra gia thiét:

Sau khi da tap hop dudc cdc s6 liéu va dit liéu thong tin, nha dam phdn

phai 1am mot cong viéc ti€p theo 1 1y gidi s6 liéu va dif liéu di c6. Budc nay cé
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thé dugc ti€n hanh véi sy tham gia clia ngudi khdc dé€ nha dam phédn ciing chia
sé€ v4i ho nhitng gia thi€t va nhan thifc.

Viéc chia sé cdc gid thi€t nhan thic v6i ngudi khic ¢ nhitng 1gi th€. Thi
nhat, n6 gitip nha dam phdn 1am rd d6i v6i ban thin minh va ngudi cong su vé
ly do tai sao anh ta lai di dén nhitng gia thi€t nhu vay. Thi hai, n6 cho phép nha
dam phdn nhan rd gi4 tri khd dung (validity) clia nhitng gi thi€t da dua ra va
gidp tranh nhitng xung dot khdong dang c6 trén ban dam phan do nhitng gia thi€t
sai vé& d6i phuong chua dugc diéu chinh lai. Ki€m tra gid thi€t 12 mot trong
nhitng cdch nhanh nhat d€ gidi quyét xung dot.

Khi dua ra gid thiét, cAn phdi phan biét giita gid thi€t va nhan dinh, ddnh
gid. Nhitng gia thi€t ma ta mang vao phong dam phdn thudng 1a nhitng nhan
dinh cu thé vé nhitng hanh vi cu thé nhim lam rd nhitng ddng cd nim sau nhitng
hanh vi d6 va d& hi€u vi sao nhitng su kién nhat dih nao dé da xay ra. N6 1a mot
budc quan trong trong qud trinh tim hiém mdi quan hé nhin qua. Trong khi dé,
nhitng nhin dinh dinh gi4 thudng 12 nhitng nhan dinh bao quét, thiu sudt véi
ham § nhu mot dinh 1y v& mot con ngudi, né mang tinh bat bién. Nhitng nhin
dinh nhu vy thudng ddy ngudi bi nhan xét vé phia phan ng tiéu cyc chdng lai
ta va ddy ta vao th€ vi khong ning dong. Chiing khong tdt cho qud trinh giao
ti€p dam phdn.

2.3. Xay dung cac muc tiéu dam phan

Sau khi thu thap thong tin va dua ra cdc gid thiét, budc quan trong nhat
trong qud trinh chudn bi k& hoach dam phdn 13 xdy dung cic muc tiéu dam
phdn, vi néu buéc vio dam phdn khdng c6 muc tiéu cu thé, rat dé bién phién
dam phdn thanh mot cudc néi chuyén phi€ém. Dudi ddy 1a nhitng 1di th€ clia viéc
xay dung muc ti€u dam phén:

- X4y dung cdc muc tiéu dam phdn budc nha dam phédn phai tinh trudc
minh cin gi, tai sao cAn va phdi bd ra cdi gi d€ ddi lai c4i minh cAn. X4y dung
cédc muc tiéu ciing gidp nha dam phén trong viéc quyét dinh cédc thoa hiép, cic
nhugng bo trong qué trinh dam phén.

- XAy dung céc muc tiéu dam phdn gidp ngin chin ky két nhitng thod
thuan bat cin, gay thiét hai.

- Mot hé thong cdc muc tiéu dude chudn bi cin than gidp tranh nhitng
luong cudng trong dam phéan, khong dé cho ddi phudng 1¢i dung nhitng ludng
cudng, nham 1an c6 thé xay ra.

- Pam phén trén mot khung muc tiéu cu thé gitip ti€t kiém thdi gian dam
phdn, nhanh chéng di dén thod thuin. Phin 16n nhitng ngit quing trong qué
trinh dam phan déu c6 1y do thi€u chuin bi.
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- Quan trong hon c3, nhitng chudn bi vé muc tiéu dam phén gitip nha dam
phdn c6 1gi th€ trong qu4 trinh dam phdn. P&i phuong s& biét diéu hon khi nha
dam phén c6 khd ning 1am cho d6i phuong y thiic duge nhitng nhu cau va mong
mudn cda anh ta. “Thit mia mai, toan bd muc dich cla qué trinh dam phén 1a
d4p ing nhitng nhu cau cd nhin va t6 chifc. N&u ta khong tuyén b ta doi hdi cdi
gi thi 1am sao ta c6 thé mong mudn nhitng doi héi cia ta dudc ddp tng. Chi néi
vdi ngudi khdc 12 ta mudn & ho cdi gi ma khong néi dén nhitng doi héi cda ta c6
thé 1am cho ngudi khac khé hiéu ndi ta.” (Lewicky: 1993). Nhitng doi hdi cu thé
d6 1a cai gi trong dam phdn thuong mai? Mdi cudc dam phdn s& c6 mot loat cdc
diéu khodn cin dugc bao ham trong khi xdy dung muc tiéu. Nhung nhin chung,
khi x4y dung muc tiéu cAn xem xét nhitng chi dé sau:

1. Lén gid dich

Gia dich 1a gia ta s€ trd cho cdi ta doi hoi trong dam phdn. Pay 1a mdc
gi4 hdp 1y theo tinh todn cda ta d€ ddi lai cdi ta nhan dudc néu dam phdn di dén
thod thuin dudc ky két va thyc hién. Luu y: thuat ngit “gid” & day dugc dung
vdi nghia phd quat cia né d€ dai dién cho gid tri cla cdi dang dugc trao d6i. C6
nhiéu cudc ddm phan khong 14y don vi thanh todn tién té.

Gia dich 1a gid ta sé tra cho cdi ta doi hdi trong dam phan. Pay la mic
gia hgp 1y theo tinh todn cla ta d€ ddi lai cdi ta nhan dugc n€u dam phén di d&n
thod thuin dudc ky két va thuc hién. Luu y: thuat ngit “gid” § day dugc dung
vdi nghia pho quét cia né d€ dai dién cho gid tri clia cdi dang dugc trao ddi. C6
nhiéu cudc dam phan khong 14y don vi thanh todn tién té.

2. Xdc dinh pham vi dam phdn

Pham vi § day c6 thé hiéu 1a gidi han t6i thi€u vé 1gi nhuan va ta cé thé
chap nhan trong khi xem xét cdc dé nghi ctia d6i phuong. Cic nha 1y thuyét
dam phan hay ding thuit ngit “dudng chin tudng” (bottom line) dé chi khdi
niém nay. Khi ta da rit xuéng “dudng chan tudng”, ta khong con chd d€ rit
xudng nita; chi con dudng cho ta rit ra khdi cudc dam phén. Song song vdi
“dudng chan tudng”, ta cling tinh d€n “dudng kich trin” nghia 12 dudng han ché
ma néu ta vudt qua thi d6i phuong cé thé sé rit ra khdi cudc dam phan. Khodng
bién dong gifta dudng chan tudngva dudng kich tran chinh 13 pham vi dam phén
trong mot vin dé. Pham vi dam phén con cé thé bao ham nhiéu van dé va céc
van dé c6 thé lién quan vdi nhau. Trong trudng hop nay, ta coi toan bd cdc van
dé 13 mot hé thong van dé c¢6 quan hé tuong tic vdi nhau trong mot tdng thé. Su
bil trir chéo gifta chiing chi ¢6 ¥y nghia bd phan. Vé tdng thé, ching vin phai
d4dm bdo mic 1¢i nhun cida ta tif mic chin tudng 1én mc kich tran.

3. Quyét dinh nhiing nhugng bj:
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D6 12 quyét dinh vé nhitng budc 1hi quyén 1gi ma ta s& phai chdp nhan
trong dam phdn dé di d€n thoa thuan.

4. Néu c6 thé, quyét dinh cdi ta phdi “thd ra”

Pé d6i 14y nhitng nhugng bo cda phia bén kia, cdi ta “thd ra” (give
aways) khong phai 12 nhitng nhudng bd theo quan di€ém cia nhiéu nha Iy thuyét
dam phdn. Thong thudng ta chi c6 thé ddnh gid gia tri d€ ddi 14y gid tri, nhung
doi khi ta c6 thé khong mat gi hodc mat rit it dé dat dugc cdi gi ta doi hdi. Piéu
ndy thoat nhin c6 vé khong thuc t&€, nhung néu ta tinh dén vai trd cta cdc toi
(the ego) trong dam phdn thi né lai 12 mot van dé thuc t&. C6 vé thit ra ching
c6 gia tri gi d6i v6i ta thi lai ¢6 gid tri I16n d6i v6i ngudi khdc. Trong dim phan
thuong mai, diéu nay lién quan dén viéc trdnh nhin nhan gi4 tri clia mot chi tiét
nio d6 theo quan di€m cia riéng ta va viéc tim ra gia tri (c6 thé 12 cao hon cta
chi ti€t d6) ddi v6i phia bén kia. Lai con mot s chi tiét ma trén thuc t€ ching
khong dugc danh gid trén bat ky cd s§ nao ngoai c¢d sd cdm tinh. TAt cd cic
hang xa xi diing cho ngudi tiéu ding d€ trang tri cdc vin phong dai dién, tru s
clia cong ty déu dugc ban don thuan trén co sé hdp din cdm tinh. Trong dam
phédn thuong mai, sé c6 nhitng mit hang tao ra dugc sy hdp din cdm tinh, ta
phai biét khai thac stic hap din d6 va c6 khi chi trén cd s& d6 thdi, ta cé thé
ning cao vi th€ ddm phdn clia minh. Nhu vay, ta c6 thé danh ddi mot cdi “thd
ra” (hi€u nhu mot budc lui gia tao, dudi hinh thic mot nhugng bd vo hai) dé 14y
mdt nhudng bd thuc su gid tri. Trong ngudn tu liéu nghién citu vé khoa hoc va
nghé thuit ddm phdn thuong mai, budc lui gid tao nay dudc goi la phép “d6i
nudc bot 14y bac nén” (slush for silver).

5. Néu khuoén kho han ché vé thoi gian

D6 1a sy tru tinh trude lugng thdi gian caAn thiét d€ di dén thod thuin va
ciing 12 sy trit tinh truSc han ché vé thdi gian ma phia bén kia c6 thé néu ra.
6. Pinh vi cdc tdc dong dnh hudng tit bén ngoai

D6i v6i qud trinh ddm phdn, cdc nha bing, cidc co quan chinh pht, cic td
chifc cong doan 13 mot vai vi du vé cic td chifc bén ngoai c6 thé quan tim dén
qud trinh va k&t qud clia cudc dim phdn ma ho khong truc ti€p tham gia.

7. Nhdn biét nhitng dong thdi ciia tdc gia

C6 nhitng dong tic gid ma ddi phuong c6 thé tung ra va ta phai lén k&
hoach 1am thé& nao d€ vudt qua nhitng trd ngai do.
8. Tinh dén gidi phdp thdo gé

D6 1a nhitng gidi phdp ta c6 thé dua ra néu cudc dam phan khong di dén
dut khodt (Vi du nhu ta ¢6 phudng dn hai nao ching dé boc dudng dé nghi cia
ta?.)

9. Ldp danh sach nhdn su tham gia dam phdan
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(Cht dé nay sé& dugc trinh bay ky ludng dusi ddy nhu mdt budc chuin bi
quan trong). Danh s4ch tinh d&€n khong chi cdc doan vién cta phai doan ma ci
cdc c6 van, vi du cdc k€ todn, luit su ciing di d€ tham khdo y kién tu van vé cdc
van dé cu thé, cdc trg 1i, vi du cdc thu ki, phién dich vién.

10. Quyét dinh cdc gidi phdp thay thé néu dam phdn khong thanh cong

Puong nhién khong phai cudc dam phan nao ciing doi hdi phai bao quat
10 (mudi) chi dé trén trong khi xdy dung muc tiéu dam phédn. Tuy nhién, viéc
chuin bi ki sé& gitip ta khong bao gid nham 14n ,bdi rdi hoic hé hénh trong dam
phéan. Suy cho cling, dé phong bit ngd bao gid ciing 12 phuong 4n an toan, it
nhat ciing 12 an toan tron chudn bi d€ rdi di dén két qua dam phan mot cach
chua chit.

2.4 .Chudn bi nhan sy va dia di€m dam phan
2.4.1.Céc tiéu chi tuyén chon nhan sy
a.Tiéu chi chuyén mon :

Phuong cham 12 dam phdn vé linh vyc chuyén mon nao thi cin chuyén
gia thudc linh vic chuyén mon Ay. Thém vao dé, phan 16n cic cudc dam phén
doi hdi cdc kién thitc va ki ning chuyén mon vé luit, k€& todn va vin ban. Thong
thudng, ngudi ta han ch€ qué trinh chon nhin sy theo nhitng chic ning dugc coi
12 hang ddu trong ddm bdo thanh cong clia ddm phan. Ngudi ta ciing mdi mot sd
chuyén gia dé tham gia vio mot sd cong doan trong qué trinh ddm phén khi can,
dé tranh thanh 1ap nhitng doan dam phdn trong d6 cé nhitng thanh vién chiu
trach nhiém trong pham vi hep.
b.Tiéu chi tinh cach

Pay la tiéu chi quan trong thi hai sau ti€u chi chuyén mon nhung lai hay
bi xem nhe, thAim chi mot ngudi nao dé6 dugc coi la c¢é tinh khi rat khé chiu
nhung lai vAn dudc chon vi 1i do chuyén mon. Mot cach lya chon nhu thé da b
qua mot sy that 1a: dam phan mdt qué trinh hudng vao con ngudi, 1a cudc thao
luan chia sé quyén 1di chi khong phai 13 mot cude hop chuyén mon. Chon sai
ngudi nhiéu khi gy ra nhitng thiét hai khong ddng phai chiu. Vi vay, hdy chon
nhitng ngudi bi€t &ng x& nhay bén, khdn khéo, biét liic nao phat biéu, lic nio
ngdi nghe. Hét sifc tranh nhitng 6ng ba to mém, dinh kié€n c4 nhan, nhitng ngudi
it c6 kha ning phdt hién, khai thdc 1di th€ chdt hién, chdt mit trong qud trinh
dam phdn. P& tin dung kh3 ning chuyén mon cda nhitng chuyén gia cé tinh
cach khong phit hop vdi ddi hdi vé tinh cdch nha dam phdn thuong mai, ta c6
thé xin tu vin chuyén mon clia ho trong qud trinh chuén bi dam phdn hoic ngay
cé trong khi ddm phan, thim chi c4 sau khi ddm phdn da két thic.

c. Tiéu chi to chiic:
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Tiéu chi cd ciu t§ chifc 1a tiéu chi khong tranh khdi khi chon nhén su cho
dam phén, nhat 12 & cdc don vi 16n & phong ban chic ning ndi két qud dam
phdn c6 thé c6 nhitng tic dong nhat dinh. Puong nhién nhitng phong ban c6
quan hé truc ti€p t6i két qud dam phédn cin c6 mot hodc hai thanh vién tham gia
doan dam phan.

Tuy nhién, quan tAm dén dam phan c6 thé con 13 nhitng ban nhém néi 12
dé bio vé quyén 1di clia ho trong dam phan nhung thuc chdt ho mudn tham gia
dam phén don thuin chi vi ganh dua hoidc byc bdi vi ho khong dudc tinh dén
trong danh sdch phdi doan. P4y 13 van dé t&€ nhi. Ta hay quan tAm d&€n ngudi bat
den xanh cla ho trong ¢d cau lanh dao cla don vi. Song ciing can luu ¥ ring ta
1én k& hoach cho mot phién dam phdn cht khong phdi cho mot cudc tip hop
quan ching c4c phe phii.

d. Tiéu chi chién luoc:

Mot phéi doan 16n cdc tic dong tam ly doi véi doi phuong nhu mot sy
biéu duong stic manh. P& ddi phé, d6i phuong ciing biéu duong lai bing mot
phdi doan cdc chuyén gia clia ho. Vay van dé 13 mot phai doan & tim cd thé nao
12 hgp ly. Néu d6i phuong 1a phia ta ¢6 thé dam phan d& hon véi nhitng phai
doan nhd, hodc nhd nita, trén cd s& mdt- mot, thi rat khong nén thanh lap mot
phdi doan 16n. Cudi cuing, c6 nhitng cudc dim phén do ban chat cia vAn dé dam
phén, doi héi tinh bdo mat. Trong tinh hudng nay, ta phdi c¢6 ging gidm s6 lugng
doan t6i mifc thap nhat.

e. Tiéu chi chi tieu

Tiéu chi nay dudc 4p dung khi cdc bén c6 thod thuin truSc vé s lugng
thanh vién ctia mdi doan. P& c6 10i thé, ta tinh s& gip ai qua ban dam phén dé
trén cd s§ d6 ta chon thanh vién clia doan minh. Ngoai van dé chi tiéu, cdc van
dé khac nhu cd s hiu cin tai dia diém dam phan hoic khodng cich ciing 12 mot
vaAn dé anh hudng d&n sd lugng doan vién cla phai doan.

2.4.2. Nhitng tiéu chi dé chon truéng doan:

Trudng doan la nha lanh dao doan dam phdn. Trudng doan la ngudi cé
tinh cdch manh hd tr¢ cho thanh cong ctia doan dam phdn. b6 la:
. Khd ndng ra quyét dinh diing ddn trong diéu kién cdng thding
. Kha ndng thdu gép cdc quan diém dan trdi thanh mot tdp hop
. Khi chdt nén na
. Tinh ndng dong dé déi phé kip thoi vdi tinh hinh
. C6 tai lam cho nguoi khdc tin tuong vao minh
. C6 tai phdn biét thdt, gid

Thém vao do, trudng doan phdi 1a ngudi chi€ém dugce 1ong tin hoan toan
clia cap trén, dudc cAp trén uy quyén hay thay mit minh phét bi€u trén ban dam
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phdn vé6i ddi phuong. Xét theo quan di€m tinh cdch nhin nhan tir ddi phuong,
ciing nén chon mot trudng doan c6 tinh cach cho phép giao tiép tot d6i vdi phia
bén kia.

2.4.3. Pia di€m cho dam phén:

C6 1y luan cho ring céc loai dong vat c6 khd ning tw bdo vé cao nhat khi
chiing hoat dong trén viing lanh thd clia chiing.

Con ngudi ciing 13 loai dong vat song theo phan viung lanh thd va ciing c6
nhitng kha ning tuong ty trén ving lanh thd clia minh. Vi vy, dia di€ém dam
phdn t6t nhat ddi v6i nha dam phén 13 nhitng ndi anh ta cdm thiy gan giii va
quen thudc, d€ c6 thé dn ngh déu din, thao luge thodi mdi, tim ngudn chuyén
gia dé dang va tham khdo ¥y ki€n clia cap trén thudng xuyén.

Trdi lai, khi bi d6i ndi lam viéc, con ngudi sé& chiu tic dong x4u vé thé
chat va tinh than, do nhitng thay ddi dot ngot trong théi quen. Tham chi, viéc di
nha tim ciing trd thanh van dé khi ta d&€n chd ngudi la. Hay chi viéc di d&én noi
qui dinh ciing 1am ta mat nhiéu ning lugng thé chat va than kinh.

Tuy vay, dam phdn & mot dia diém khac ndi lam viéc hang ngay ciing tao
cho nha dm phdn nhitng thodi mdi riéng. P6 1a co hoi d€ mit thay, tai nghe,
ddi khi 12 co hoi du lich nhd nhoi trong nhitng ngay nghi cudi tuin hay giita cdc
phién hop. Trong lic gay can, c6 thé tir chdi tra 13i vi 1y do khong mang theo tai
liéu day du.

Pam phdn 1a mot cong viéc ning nhoc. Khi dam phdn & noi xa, nha dam
phdn cin dén truSc phién hop it nhat 13 24 (hai mudi bon) gid d€ c6 thdi gian
18y lai stc.

2.5. Ty danh gia minh va déi phuong

C6 nhan c6 cAu: “Biét minh 13 minh, biét ngudi 13 thong, bi€t minh, biét
ngudi 1a cudng”. CAu ndi ndy that c6 ¥ nghia trong chuin bi ddm phan.
2.5.1. Ty tim hiéu k& hoach tro chgi ciia d6i phuong:

Trén thyc t&, thod thuin 1a diéu dé dat dudc néu cdc bén déu 14t nglra con
bai clia minh, va c6 1& phan 16n cdc cudc dam phan déu khong phifc tap 1im, vi
thudng cdc bén tham gia dam phan chip nhan phuong thifc trd chdi nay. Tuy
nhién, van con c6 ai d6 néi ho mudn thé nay, thé kia, nhung thuc t€ khong hin
12 nhu vay. Trong giao dich gifta ngudi ban/ ngudi mua, c6 nhitng y&u t6 bé mit
lam dnh hudng dén dam phdn. B3i vy, trude khi dadm phén, can c6 sy phan tich
k¥ ludng nhitng k& hoach trd choi clia ddi phuong.

Vi du

Cong ty A dang dam phan d€ ban cdc mit hang cho cong ty B, 1a mot
khéach hang quen. Nha dam phdn clia cong ty A rat ngac nhién khi thiy cong ty
B dé nghi mot mic gid qud thip so v6i thudng 1& & nhitng cudc dam phdn trudce.
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Va mic du d3 chan thanh dé nghi bén B xem xét lai, dai dién clia cong ty B
khong rit lai dé nghi gidm gid. Pam phdn bi tan v3 vi ban véi gid cong ty
B doi hoi thi bén A khong thu dudc 1¢i nhuin gi hét.

Cong ty A sau ndy mdi phdt hién ra ring cong ty B dd c¢6 don dit hang
thay th€ & cong ty X cho mit hang cing chiing loai c6 chit lugng kém hon
nhung ding theo midc gid ma cong ty B da bi cong ty A khudce tir. Cong ty A
ciing phat hién cong ty X cho cong ty B nhitng diéu kién thanh todn wu dii, diéu
ma cong ty A khong biét tai thdi di€ém dam phdn. Ma diéu nay cong ty A c6 thé
bié€t n€u nghién cttu mot chit- 1a cong ty B dang gip kho khiin vé tai chinh. Béi
vay, cong ty B mudn tim ngudi cung cip véi chi phi thap hon va cdc diéu khodn
thanh to4n dé& dii hon. Cong ty A hoan toan c6 khd ning ky mot hgp dong tuong
tw véi cong ty B bing viéc thay thé mit hang truyén thong bing mit hang chat
lugng thap hon, nhung gid ré hon. Nhung cong ty A di bd 13 c¢o hdi vi khong
biét dugc kh6 khin tdi chinh cda cong ty B ma chi bi€t két tdi cong ty B Igi
dung quan hé 1am in sin c6 giita hai bén dé€ dua ra nhitng doi hdi bat hap 1y.

Vi du nay cho thdy, ndy cé khi cdc bén dang c¢6 quan hé 1am #n vé6i nhau,
trudc khi ddm phan vdi nhau vAn can c6 nghién cifu vé nhitng thay d6i clia phia
bén kia, vin cAn c6 nhitng phan tich vé nhitng thay d6i d6 d€ tim ra k& hoach
trod chdi cua ho.

Khong nén y lai vio nhitng gia thiét cii d@€ budc vao cudc dam phan mdi.
Mot phuong phdp khac d€ phat hién k&€ hoach trd choi clia d6i phuong, ngoai
viéc thu Iugm va phan tich thong tin vé ho: ho mua sdn phdm ciia ta vi gid, vi
chat lugng, vi diéu kién thanh todn, di€u kién giao hang hay vi cic yéu to khic.
Nim dudc cich nhin clia d6i phudng 13 quan trong vi nd sé gitip ting cudng 1di
th€ ctia cdc nha dam phan khi dam phan cidc diéu khodn cu thé clia thod thuan.
2.5.2. So sanh muc tiéu cua ta va doi phuong:

Khi budc vio dam phdn, mdi bén déu mang theo muc dich va nhitng muc
tiéu cu thé. Trong trudng hdp cd ban nhat, bén ban bao gid cling ban vdi gid cao
nhit, bén mua bao gid cling mudn mua vdi gia thdp nhat so véi gia tri cda hang
hod. Ngay trong trudng hdp cd ban nay da c6 sy khac biét gilta cac bén. Vi vay
trong chudn bi ddm phdn, viéc so sanh muc tiéu ctia cdc bén 12 mot doi héi tat
yé&u. Puong nhién, trong thuc t&, viéc tim hi€u muyc tiéu cda d6i phuong khong
chi dudc thyc hién trong qué trinh thu lugm thdng tin vé d6i phuong. Trong
nhiéu trudng hop, ta khong thé xac dinh dudc toan bo muc tiéu ctia d6i phuong
truc khi dam phdn bit dau. Nghia 12 ¢6 mot s6 muc tiéu cta ddi phuong chi
hién 1én trong ban than qu4 trinh dam ph4n. Thim chi mot s6 muc tiéu ma trong
sudt qué trinh dam phdan ta ciing khong phat hién ra.
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Mic di vdy, cang phét hién ra nhiéu muc tiéu ca d6i phudng cang tao
ra nhiéu 1gi th& d€ di dén thod thuan/ ky k&t hop ddng. Sau khi c6 cac diéu kién,
ta tim cdch gidi bai todn so cho c¢6 dap so tich cuc. Ta liét ké cdc muc tiéu chinh
y&u va thit y&u, du tinh nhitng nhudng bd c6 thé va cic diéu khodn mong mudn
clia cdc bén. Trén co s do, ta tim cdc yéu td chung vé quyén 1¢i cho cdc bén.
Nhitng y€u t& nay toa thanh khu vuc tiém ning cho céc thod thuin c6 thé dat
dugc.

2.5.3. Tim hiéu cac muc tiéu gidu kin

Nhu da trinh bay § muc 2.5.2., c6 nhitng muc tiéu ctia ddi phuong khong
bao gid dugc boc 10. Nhitng muc tiéu nay doi khi chi lién quan dén phia doi
phuong ma khong 1am trd ngai dén qua trinh va két qua dam phan.

Tuy nhién, khong phdi lic nao cdc muc tiéu gidu kin ciing 1a chuyén vo
hai. Vi du, mot don vi kinh doanh nio d6 dong y giao hang cho ta véi mot gid
rat ha. Puong nhién, mua dudc hang véi gid thap 12 diéu thudn 1gi cho ta tai thdi
di€ém ky két. Nhung c6 thé ta gip khé khin sau nay, vi du, hang khong dugc
giao ding han, hang khong dat phdm chit, doanh nghiép dé c6 thé phd sin
trude khi giao hang. Tim hi€u cdc muc tiéu gidu kin khong phai 1a chuyén don
gidn. Vi thé, @€ c6 thé phat hién dudc cdc muc tiéu ndy, ngoai viéc diéu tra,
nghién cttu, thu thap thong tin, nha dam phdn do6i khi con phdi dung dén do
nhay cdm ctia minh dé phét hién c6 mot cdi gi d6 khong 6n trong céch ti€p cin
van dé clia minh va cda ddi phuong va xit 1y kip thoi.

2.5.4. Tim hi€u quyén han cua d6i phuong

Cé6 nhitng cudc ddm phdn tudng nhu di di dén két qui bdng nhién trd
thanh mot phién hop trit bi khi doi phuong tuyén bd sé& xin § ki€n chap thuan
clia cAp trén clia ho. P€ tranh nhitng chuyén nhu vay, phdi tim hi€u quyén han
clia d6i phuong, liéu anh ta c6 phdi la ngudi quyét dinh cudi cung trén ban dam
phdn hay khong.

C6 nhitng nha dam phédn c6 di quyén quyét dinh nhung ho vin bdo Iuu
quyén xin y ki€n cap trén, d€ roi, trudc mot thod thuan dat dudc, ho cé thé sita
ddi theo huéng c6 1di cho ho. “X&p ctia tdi khdng chdp nhan dé& nghi nay, nhung
néu cdc ngai nang 1én (hoic gidm xuéng) mot chit thi tdi ddm bao ta van duy tri
dugc thoa thuan” 13 tuyén bd thudng thay khi gip phai cdc nha dam phén kiéu
nay.

2.5.5. Chuan bi dé xua't giai phap

Mot s6 ki€u giao dich thuong mai yéu ciu phai c¢é vin ban tri bi lam co
s& cho dam phan. TAm quan trong cla vin ban tri bi 16n dén mitc nhi€u khi né
quyét dinh c6 nén ti€n hanh dm phdn nita hay khong. Noi dung chinh ciia vin
ban tri bi bao gdm cdc dé xuit, gidi phap. N6 phai thod min yéu ciu sau:
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a. Tinh chinh xdc vé ldp ludn va sé liéu

b. Tinh ddy dii nhung ngdn gon

c. Tinh thuyét phuc

d. Tinh thuc té

e. Tinh sdng tao

f. Tinh nhdt qudn giita ldp ludn va con sé

g. Tinh phong phii vé s6 liéu

h. Tinh phu hop gitta ndi dung va phong cdch trinh bay
i. Tinh dé hiéu déi véi nguoi doc.
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Chuong 111
Cdc k¥ thudt cin ban trong dam phéan thuong mai
1. Ky thudt dam phadn gia

Trong qud trinh dam phédn, dam phdn gid thoat nhin tudng la cong doan

ma cdc bén to ra thit tha véi nhau. Ta tudng tugng mot qud trinh mot bén néu
mic gid, bén kia chdp nhan hoic dé nghi diéu chinh 1&én hoic xudng rodi hai bén
di d&én hgp dong ky két, “tién trao, chdo mic”. Nhung trén thyc t€, viéc dinh gid
mot sdn pham trao ddi trén thi trudng ding 14 mot “trd choi”, theo ding nhu
dinh nghia clia cdc nha 1y thuyét tro chdi, vi gid clia mot san pham khong chi
dudc quyét dinh bdi mot bén cung cip hoic ti€p nhan va 12 bdi it nhit ba yé&u td:
(1) Nha sdn xudt/ kinh doanh (2) Khdch hang va (3) Cdc nha canh tranh.
Khdc véi 1y thuyét tro choi ma chiing ta tiing biét thé hién trong thé thao, hoc
van, nhitng trdo choi cho “tdng duong” (positive sum), trd choi dinh gid 13 trd
chdi cho tdng Am (negative sum). Nhitng trd choi cho tdng duong 13 nhitng trd
choi két thiic v6i két qué sinh I¢i cho ngudi tham gia. Do vdy, qué trinh tham
gia trd choi cang kéo dai, cang cing thang thi phan thudng gianh cho ngudi choi
cang 16n. Qui md cia trd choi ciing 12 mot yéu t& quyét dinh tAm ¢d clia phan
thudng. Ké chién thing tim dugc vinh quang va 1di nhuén, ké thua cudc rit dugc
kinh nghiém moi mit cho ban thin sau khi tham gia cudc chdi. Va khéng c6 ai
cadm thady hoi ti€c 12 di tham gia cudc choi, diéu nay gidi thich tai sao ngudi ta
lai khong c6 thdi do tich cuc ddi véi tro chdi kiéu nay trong giai tri (thé thao)
nhu béng d4, trong hoc dudng nhu thi hoc sinh gidi cidp thanh phd hay thi
Olympic Qudc gia, trong kinh doanh dudc dich vu nhu cdc hoi trd trién 1am qudc
gia hay khu vuc. C4c thanh vién clia cudc chdi dé vao cudc theo tinh than
“khong thanh cong cling thanh nhan™.

Ngudc lai, viéc bi hdp din vio nhitng trd choi cho tdng Am (negative sum
games) s€ dan dén nhitng két qud tiéu cuc. Nhitng ngudi tham gia trong cudc
choi tim cdch ha sat, tritng phat nhau. Trong cudc song hang ngay, dso c6 thé 1a
mot c4 nhan néi xau, ché bai sau lung ngudi khic. Trong cudc song kinh
t& chinh tri xd hoi rong 16n, d6 c6 thé 1a chién tranh quan su, chién tranh gia ca,
cAm van kinh t&€. T4t c3 1a nhitng trd choi cho tdng 4m, né ha thap tu cich clia
ké néi xau trong con mit ngudi khdc; n6é bao mon stic manh kinh t€ ctia ké sdt
phat va ngudi bi st phat. Nhitng trd choi ki€u nay, néu kéo dai, thi thim chi ké
thing cudc ciing khong chiu dugc thu thiét. Chi phi cho ngudi chdi hoan toan
khong tinh todn theo nguyén tic cta luong tri hay 16i nhuén kinh té&.

Mot thuc t&€ cia dam phdn thuong mai 13 nhiéu khi nha dam phdn tuy rat
y thiic vé& hau qua cta trd chdi tong Am, nhung van bi ddy va tro choi 4y. Trong
nhitng hoan cdnh 4y, citu cdnh clia nha dim phdn khong giéng nhu citu cdnh cia
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nha chi huy chi€n dich 14 phai thing trin bing moi gid ma la han ché t5i thi€u
do cing thing va tin s& xudt hién cda cdc trdo chdi bing sy khon khéo ngoai
giao. Su khon khéo ngoai giao khong phdi 1a sy hoa hodn hay dau hang ma 1a
nghé thuit cin nhic mot cich lanh dam nhitng chi phi va I¢i nhuan thu dudc
nhim ddm bdo di dé€n muc tiéu dim phdn ma khong gy ra nhitng xung dot
khong can thiét.

1.1. Tai sao phai dam phan gia:

Trong thap ky 70 va 80 ctia th€ ky nay, xuat hién ba yé€u td khi€n dam
phdn gid tr§ nén can thiét:

Trudc hét, cd s& 1y ludn cla dam phdn gid 1a do cé sy ton tai cla gid cO
dinh va gid thod thuan. Thuc t€ thi trudng phuong Tay trong thap ky 70 cho thdy
co cAu ki€m sodt gid da khién cho nhiéu cong ty mic ket giita mot bén 12 gid cd
dinh sdn pham cda ho, va mot bén 1 chi phi ddu vao cho qud trinh sdn xuit san
phdm ting. P& tu bio vé, cic cong ty dd nang vot gid cong bd (published list
price) cda sdn phim dé€ sau d6 gidm gid dén chéng mit trong qué trinh luu
thong sdn pham d6 trén thi trudng. Pau 13 gia thanh todn thuc t& cia mot sin
phdm/ mot dich vu? Diéu nay chi thdy dugc qua dam phan gid. PAy 1a kinh
nghiém c4 nhan cla tdc gid: canh nha Qudc hoi My & Washington DC, ¢6 khach
san mang tén Capitol Hill. Khi mé& ctra budc voa phong don cua khach san, ta
nhin 6 bi€u ghi gia 1a 219 USD? dém. Nhung trong dam phén gid trudc khi vao
khdch san, khiach hang da dugc thong bdo ho phéi thanh todn 159 USD/ dém tir
chii nhat d&€n tht nim hang tuin va 90 USD/ dém trong cdc ngay thi sdu va thi
bdy hang tuan. Trong trudng hdp c6 tir 2 (hai) dé€n 4 (bdn) ngudi & chung trong
mot phong thi mdi ngudi & thém chi phdi trd 20 USD/ dém. Nghia 13, néu hai
ngudi § chung mdt phong don, mdi ngudi chi phai trd ($159 + $20) = 2 = $89,5/
dém tir chii nhat dén tht nim va ($90 + $20) = 2 = $55/ dém vao ngay thit sdu
va thit bdy. N&u & bon ngudi thi con thip nita. That 12 hap din. Thit hai, & thap
ky 80 sang 90, & cdc nudc phét trién nhu & MY, tic, trén thi trudng tiéu thu, stc
mua nghiéng hin vé cdc trung tAm ban 1& khdng 16 (nhu Wal-Mart, Safeway
Grocery, Kmart, Woolworth). Stic mua khong 16 clia cdc trung tAm siéu thi nay
cho phép ho dam phdn gid theo huéng cé 1gi cho ho, thdm chi véi ca cac nha
san xuit 16n. Nhu vay, 1y do dé cdc trung tAm siéu thi d6 c6 thé dam phan véi
cdc nha sdn xuét don gidn vi ho 1a khach hang 16n.

Thtt ba, § cdc qudc gia phat trién thi thi trudng cing cé bi€u hién phat
trién dén dod bao hoa, véi tdc do ting trudng cham, v6i khach hang c6 hi€u biét
hon, y thic vé gid tri sin phaAm va dich vu hon. Thay vi chinh 1y hang loat chinh
sach gid cd va 1di nhuan d€ phan 4anh chinh xdc hon méi trudng canh tranh, cic
cong ty cung ng hang hod va dich vu thudng xic tién viéc cit gidm gi trén qui
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md tai khodn riéng 1€. Va khach hang nhan thitc dugc ring cai gid ma ho phai
trd cho mot hang hod/ dich vu nao d6 cé lién quan nhiéu hon dén sifc manh va
kha nang dam phdn cta ho hon 1a gia tri dich thuc ctia hang hod/ dich vu do.

K&t qui 13 qué trinh ban hang chuyén tir qué trinh tim gidi phdp tot nhat
cho kh4ch hang theo quan di€m hgp tic sang qud trinh chia sé 1¢i nhuin mot
ciach khong khoan nhudng. Trong tinh huéng nhu vay, cdc cong ty cung tng
hang hod/dich vu thay riing khi ho tao ra nhitng hang hod/ dich vu cé chat lugng
tot hon, khach hang cling khong mudn trd nhitng hang hod/ dich vu t6t hon dé
theo gid cao tuong ng. V& phia khich hang, sy nhin thifc v€ gid tri chat lugng
ctia hang hod va dich vu ma ho dudc cung tng chi 1a ddm bdo dé ho d&n vdi nha
cung tng vdi 1ong tu tin ho sé dat dugc c4i minhmudn. Con mong mudn vé gid
c4, ho mudn dam phan d€ ha gid xudng cang thip cang tot.
1.2. Cac giai doan tinh gia

Dam phdn gi4 thanh cong (d6i vdi cd bén ban va bén mua) khong phdi 1a
quyét dinh phiit ch6c ma 1a két qua clia mdt qué trinh phan tich, tinh toan cic
y&u t& tinh gid cia mot san phaAm hodc mdt dich vu. Qué trinh nay bao gém 3
(ba) giai doan:
(1) giai doan thu luom thong tin, (2) giai doan phdn tich thong tin va (3) giai
doan quyét dinh gid.
1.2.1. Giai doan hinh thanh thong tin

Giai doan nay duong nhién dugc ti€n hanh trong qué trinh chuin bi. Nha
dam phdn cAn “lam bai tdp & nha” trudc khi d&€n ban dam phan, va d6 phai 1a
loai bai tp tong hgp vé thong tin chi phi 1am ra sin pham/ dich vu, thong tin vé
khdch hang va thong tin vé di thd canh tranh.
* Thong tin chi phi lam ra sdn phdm: Dau 1a phan chi phi ting 1&én ngoai du kién
(incremental cost) lién quan dén chi phi sdn xuit, dich vu khdch hang va trg
gidp k¥ thuat? Pau la cac phu phi (additional expenditures) cho cac khoan trén?
* Nhdn biét khdch hang: Gia tri kinh t€ cia san phdm/ dich vu ndy cé y nghia
nhu th€ ndo ddi véi khach hang? Con nhitng yé&u t6 nao khdc 4nh hudng dén do
nhay cdm vé gid cd cla khach hang? (nhu sy khé khiin trong so sdnh cic gidi
phép thay th€, nhitng 1¢i th€ lién quan dén viéc mua sin pham/ dich vu
[. THU LUGM THONG TIN
1. PHAN TICH THONG TIN
III. QUYET PINH GIA Quyét dinh cudi ciing
4.Phéan tich tai chinh
5.Phan tich dic thu d6i phuong
2.Nhan biét khach hang
3.Nhén biét doi thi canh thanh
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6. Phan tich canh tranh

1.Tinh toan chi phi

nay, nhitng han ché& vé tai chinh/ ngan sich, kha ning chuyén toan bo hoiac mot
bd phan cida chi phi cho ngudi khac)

* Nhan biét doi thii canh tranh: Ai la doi thi canh tranh chinh hién nay? Néu
céc doi thi canh tranh hién dang canh tranh trén thi trudng thi mic gia giao dich
thuc t€ clia ho 13 bao nhiéu? khac biét thé€ nao so véi gid cong bo? Pau 1a muc
tiéu chinh ctia d6i thi canh tranh: Loi nhuan hay doanh s6 ban ra?

1.2.2. Giai doan ra soat phan tich, tong hgp thong tin:

Ciing gidng nhu giai doan tip hop sd liéu, giai doan phan tich tip trung
vao ba y€u t6 ¢d ban: chi phi, khdch hang va canh tranh. Nhung khic véi giai
doan chuin bi, cdc yé&u td dugce phan tich s& déng vai trd chi phdi 14n nhau. Viéc
phan tich tdi chinh s& dugc ti€n hanh trén cd s§ xem xét muitc gid ddp ding nhu
cau ctia khdch hang va ddm bdo 1gi th€ canh tranh. Trong dam phdn gid, sy
phan tich tai chinh cia nha dam phén 12 nhim ddm bao thu dudc 1gi nhuin qua
ban sdn phdm/ dich vu ddng thdi d€ ddi phuong néu mifc gid mong mudn theo
phan tich cda ho trén gia tri kinh t&€ cda sdn pham/ dich vu cling loai trén thi
truong.

* Phadn tich tai chinh: Loi nhuan thu dugc cho mot don vi sdn phdm 14 bao nhiéu
néu ban véi gid kich sin? Phdi ddm bdo mot lugng ban ra 1a bao nhiéu thi méi
c6 1¢i nhuan cao hon khi ha mot mifc gi4d? Phdi mat mot lugng ban ra 1a bao
nhiéu thi méi trang trdi dugc khodn chi phi c6 dinh phu thém (incremental fixed
costs) nhu quing cdo, giao dich, dm phdn, ky két nhdam di d&€n thod thuan?

* Phan tich khdch hang: Nén xac dinh modt mic gid khdc biét nhu thé nao doi
véi nhitng khach hang khic nhau (kh4dc nhau vé do nhay cdm gi4, chi phi phu
thém khi phuc vu ho)?. Lua chon phuong thic dé€ thong bdo mot cach c6 hiéu
qua gid tri kinh t& ctia sin pham/ dich vu ddi v6i khach hang nhu thé nao? Tim
bién phap d€ tao ra nhitng rio chin ngin chin thong tin giita cac khu vuc thi
trudng, khach hang nhu th€ nao?.

* Phan tich canh tranh: C4dc nha canh tranh s& phdn dng th€ nao d6i véi cédc
bién phdp gid da dudc dp dung va li¢u ho con c6 nhitng bi€n phdp gid nao khac
nita khong? Hanh dong va phédn tng clia cdc nha canh tranh s& c6 tic dong thé
nao do6i vdi I¢i nhudn truc mit va lau dai cia cong ty? Cong ty s& dat nhitng
muc tiéu gi vé 1¢i nhuan mic dit ¢6 su phan ing cla cdc nha canh tranh.

1.2.3. Giai doan quy€&t dinh va cong bo gia:

Khi quyét dinh va cong bd gid trén ban dam phdn, nha dam phdn phai
hét stic ¥ thifc vai trd clia gia thanh trong thanh cong hay that bai clia dim phan.
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Trong cudn “Hudéng din ra quyét dinh (gid) theo hudng 1¢i nhuan” (Nagle. T.T.
va Holden R.K., 1995), c4c tdc gid phan biét ba loai quyét dinh gi4:

a. Gia hét vang (Skim Pricing)

Gi4 hét vang 12 gid mang tinh vo chdp co hoi ti da hod 1gi nhuan bat ké
gid tri kinh t€ cda loai hang ho4, dich vu trao ddi va lugng béan ra. Binh nghia
ngin gon, gid hét vang 1a gid cao so v4i mifc gid phan 16n khich hang tu
nguyén thanh todn. Gid hét vang 13 loai gid chi c6 thé dudc 4p dung trong dam
phdn gid khi d6i phuong hoan toan mat dd nhay cdm gia do ho dinh gi4 kinh t&
ctia loai hang hod/ dich vu dugc trao ddi qua cao, hoic do ho cé thé chuyén chi
phi cho ngudi khéc, néi theo cach néi clia ngudi Viét, ho c6 “tién chia”.

b. Dit gia thim nhap (Penentration Pricing)

Dit gid thAm nhap 12 dit gid dudi mitc gid tri kinh t€ ctia sdn pham hoic
dich vu nhiim thu hdt va duy tri co s§ khdach hang. Quyét dinh dam phén gid &
mifc do thAm nhap 13 quyét dinh di dé€n thoa thuin bén ra véi s6 lugng 16n va hy
sinh 1¢i nhuin cao. Khong nén hi€u gid thAm nhap 12 gid ré, ma nén hi€u né 1a
gid ha so v6i gid tri kinh t€ ctia hang hod hoic dich vu dugc trao doi.

Gidng nhu gid hét vang 12 loai gid chi duge 4p dung trong nhitng diéu
kién dam phdn cu thé, gid thAm nhap 12 loai gid nhim hap din d6i phuong thod
thuan hgp ddng va tir bd ban hang cii. Tuy vay, khong phai cit ddm phdn gid
thAm nhap la ddm bado thanh céng cia dam phén, vi khdng phai ai cling y thdc
vé su khdc biét chat lugng va gid tri kinh t&€ clia sdn phdm hoic dich vu ma ho
dang dam ph4n. Nha dam phan, khi y thic duge di€u nay, sé khong dua ra mic
gid thAim nhap néu khong can thiét.

c. Dit gia trung tinh (Neutral Pricing):

Trong tiép thi, ngudi ta hi€u gid trung tinh 13 gid khong nhim muc dich
md rong thi trudng bing sy hip din cia gid cd, ddng thdi, né cling khong phai
12 loai gid nhdm han ché& thi trudng. Trong dam phédn thuong mai, gid trung tinh
khong phéi la gid hap din doi phuong xét theo gid tri cia hang hod/ dich vu ma
gid phan dnh. Trén ban dam phan, nha dam phdn dua ra mic gia trung tinh khi
khong thé ra quyét dinh vé gia theo hai phuong thifc da dé cép, vi theo phuong
thic tht nhat, d6i phuong c6 thé bd ban dam phin d€ di tim ngudn cung dng
thay th&, von khong khé trong mot thi trudng giau céc ddi thi canh tranh, hodc
vi, theo phuong thic thi hai, d6i phudng c6 thé cin ¢t vao gid thap d€ ddnh gia
thap gid tri ciia hang hod/ dich vu dang dam phan.

Nha dam phén ciing c6 thé néu mic gid trung tinh chi ¢t d€ duy tri tinh
nhat quén vé chién luge gid clia cong ty. Gid trung tinh khong c6 nghia 13 gid
trung binh mic gi4 cla cdc nha canh tranh. V& nguyén tic né c6 thé 12 mic gid
cao nhat, cling c6 thé 14 mic gia thap nhat trén thi trudng ma vin mang tinh
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trung tinh, trung tinh so v6i mic gia tri kinh t& dugc ghi nhin clia sdn pham/
dich vu.

Nha dam phdn & bat ky trudng hop nao khi cong bd gid san pham, dich
vu, déu phai ciin ctf vao gid tri kinh t& ctia sdn pham, dich vu.

1.3. Phan tich d§ nhay cam cia gia cia déi phuong:

Nhan thifc d6 nhay cdm vé gid clia ddi phuong gitip nha dam phén ¥ thic
o mot diéu: khong phai ddi phuong nio ciing gidng ddi phudng nio trong van
dé dam phén gid. Nhitng thi trudng khdc nhau sinh ra nhitng d6i phuong khac
nhau. Tham chi nhitng thi phan khdc nhau cla cling mdt thi trudng ciing c6
nhitng ddi phuong khdc nhau. C6 nhitng d6i phuong dén ban dam phdn vdéi hang
loat gidi phap thay th€; ¢6 d6i phuong chi c6 cudc dam phan 1a gidi phap. C6
nhitng nha dam phén rt coi trong gi4 tri kinh t& cda sin phdm/ dich vu va rat
xoi méi su chénh léch gi4 tri giffa cdc ngudn cung cp, trong khi c6 nhitng nha
dam phdn chi li tinh todn vi ho tiéu “tién nha”, c6 nhitng nha dm phdn rong rii
vi ho tiéu “tién chiia”, hay néi theo ngdn ngit kinh t&, ho c¢6 thé chuyén kinh phi
cho bén thit ba. Theo mo hinh trén:

Khach hang trong gid ca( géc trdi phia trén) 1a loai khiach hang tim cich
mua v&i gid thap nhat, vdi chit lugng chAp nhan & mic tdi thi€u theo tiéu chuin
clia nhin hay ctia nha cung cAp. Nha dim phdn theo quan di€m trong gid ca sé
khong danh d6i mot gid cao hon d€ 14y chat lugng cla hiang hod/ dich vu hoic
uy tin cda mit hang.

Khach hang trong gia tri (g6c phai phia trén) la loai khach hang vdi nhan
thifc ngai chi phi cao va nhan thiic chénh 1éch vé chat luong (giita cdc ddi thi
canh tranh) cao. Nha dam phén theo quan di€m nay chi sin sang tra, chdp nhin
mot gid cao sau khi ki€m tra ki ludng cdc dic diém cda mit hang va phan tich
st chénh 1éch chat lugng va su chénh l&ch vé chi phi gitta cdc gidi phdp thay th&

Khéch hang trong tién 1gi (géc trdi phia dudi ) 1a khach hang c6 nhan
thitc thdp vé chi phi va chit lugng. Nha dam phan theo quan di€m nay thudng
chon noi cung cAp tién 1di nhat, khdng so sdnh cdc gidi phdp thay thé dé tim ra
chénh 1éch vé chi phi va chat lugng .

Khach hang trung thanh (géc phai phia dudi) 1a khach hang cé nhén thic
v€ chénh léch chat lugng cao va chénh l&ch chi phi thap. Nha dam phdn dai
dién cho nhém khéch hang nay thudng 13 ngudi sdn sang ddnh ddi chi phi dé 14y
chit lugng sdn pham, dich vu ma ho biét rd vé uy tin tinh chit va qua st dung.
Thudng cdc nhi dam phan kiéu nay 13 nhitng ngudi tiing 1am #n vdi nhau trudc
va da c6 moi quan hé chit ché trong qu4 trinh kinh doanh.
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DPé& c6 thé dit gia sao cho hiéu qua nhat, khi ddm phédn gid ,can danh gid
xem xét ki d6i phuong thudc vao viing phan phdi nio trén mo hinh trén .

1.4. Pa dang hoa phuong thitc dam phan gia

Céc thdi do nhay cdm khdc nhau tao ra nhitng mong mudn va phdn ng
kh4c nhau khi quyét dinh gid sdn pham, dich vu trén ban dam phdn. Khi dinh
gid c6 thé mot bén dit cd s vao gid tri, tinh chit, dic diém cla hang hod / dich
vu, con bén kia lai dit cd sé vao di€m khdc, vi du nhu gia thap. Khi gip nhau
trén ban dam phdn,cdc bén dam phdn déu c6 nhu ciu bit bén kia chdp nhan doi
héi ctia minh. Song, thanh céng ctia dam phdn lai nim & chd nha dam phén c6
ty diéu chinh minh d€ di t6i thoa thuan chung dudc khdng. Mot trong nhitng cin
ctt d€ diéu chinh 13 da dang phuong thitc v6i nhitng doi phuong khic nhau.

1.4.1. Pam phan véi dai dién cia khach hang trong gia ca

D6i phuong trong gid cd thudng 1a dai dién clia nhitng cdng ty 16n,cdc cd
quan chinh phii,c6 quan hé rong va su chudn bi cdc gidi phdp thay th€ 16n. Ho
tim cdch mua vé6i gid thAp nhit theo nhitng diéu kién chat lugng & gid tdi thidu
chap nhan dudc. Khi dam phdn véi nhitng ddi phuong trong gid c6 mot viéc khé
nhung nén lam, 1a tip trung chd y ctia ho vao gid tri ctia hang hoda/ dich vu va
lam ting su ty nguyén clia ho trong chdp nhan modt mic gid cao hon cho céc sén
phdm/ dich vu c6 nhitng dic diém gid tri can dugc thanh todn thod ding. Trong
trudng hop nha dam phan clia phia trong gid khong thay ddi, cin 4p dung thi
thuat nhap cudc lua chon (selective participation) nghia 1a cin nhic k§ gitta
muc tiéu ngdn han va dai han cla nhitng giao dich va chi chdp nhan dé nghi cla
nha ddm phén trong gid khi: (1) Ta vin bdo ddm c6 14i; (2) Su chdp nhan khong
dnh hudng dén viéc kinh doanh trong tuong lai.

Cdc nha dam phdn cia khach hang trong gid thudng 14 nhitng ngudi cing
rin va khé thuyét phuc nhit, don gidn 12 vi ho mua véi khéi lugng khdng 10.
Quy tdc 80/20 phat biéu ring 80% s6 ban ra clia cong ty d6 phu thudc vao 20%
s6 khdch hang 16n. Khong dam phédn véi dai dién cla khdch hang trong gia 1a
diéu it ai mudn x4y ra.

1.4.2. Pam phan vé6i khach hang trong gia tri:

Khach hang trong gié tri (value buyers) khong tim mat hang/ dich vu ¢é
chat lugng cao hoic ré nhat. Thay vao d6, ho ra quyét dinh mua trén co s cin
nhic cdc thudc tinh ca hang hod/ dich vu, phin tich nhitng bu trir trong quan hé
gitta cac thudc tinh hang hoa/ dich vu va gia ca cla ching. Nghia 1a ho tap trung
vao cdc hang hod/ dich vu cho do thoa dung cao tinh theo gida don vi. Khong
gidng cdc nha dam phdn thudc nhém khach hang trong gid cd, nhitng ngudi chi
chi trong vao chi phi, nha dam phdn thuéc nhém khach hang nay c6 tinh
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déncac chi phi cho dd thod dung nén cé thé chap nhin cédc gidi phdp gid cao.
Chinh vi th€ cdc nha dam phan thudc nhém khach hing nay cé thé tao co

hdi cho ban hang clia minh thu 1¢i nhuén cao néu ho dugc thuyét phuc vé gid tri
vugt trdi hon hin cla hang hoa/ dich vu dang dugc dam phan. Cai khé khi doi
dién véGi cdc nha dam phan thudc nhém nay la mat 1au dai cia nhitng giao dich
vi ho ludn d4nh gid cdc gidi phdp thay thé. Mot cdi khé nita, ngoai duy tri quan
hé 1au dai, 13 thong tin gid tri cda hang hod/ dich vu dang trao ddi. Cudi ciing, vi
ban dugc gia cao, khi dam phdn cdc thod thuin gid ca, phai tinh dén khd niing
xudt hién xung dot vé sau. CAn 1am rd nhitng gi da dugc dam phén, trao ddi va
nhitng gi khong. Nhitng bt dong vé cdch thay ddi, nhin nhan quan hé gid ca -
gid tri hang hod/ dich vu c6 thé din hai bén dén chd dua ra nhitng quan diém
ddi 1ap ma khong c¢6 16i thoit.

1.4.3. Pam phan véi khiach hang trung thanh

Khéch hang trung thanh 12 ddi cuc clia nhém khdch hang trong gid ci,
nghia 1a ho quy trong chat lugng da biét vé hang hod/ dich vu va dit 1ong tin
vao cdc nha cung cAp mifc chat lugng ho yéu cau. Cdc nha dam phdn thudc
nhém khdch hang ndy ngai sy riii ro va bAp bénh c6 thé x4y ra néu giao dich véi
céc nha cung cip “chua dugc thit thich”. D&i v6i ho, mic gia thap (do cic gidi
phap thay th€ tao ra) khong thé bu dip su thi€u hut nio d6 ctia hang hod/ dich
vu dudc cung cip. BSi vay, ho trong nhitng gidi phdp da c6, da dugc thit thach
trén thyc t€ va mudn duy tri quan hé giao dich trén co sé do.

Khic v6i cac cudc dim phdn mang tinh chdt d6i dich nhu trong dam phén
vGi dai dién nhém khach hang trong gid cd, cadc cudc dam phan véGi dai dién
thuoc nhém khach hang trung thanh mang tinh chan tinh va tap trung vao céc
gidi phdp thod man muc dich clia ngudi ban 1An ngudi mua.

Mic dii vay, thé gi6i 1a mot thung liing ddy bién d6i. Nhiéu khi “trdi qua
mot cudc bé dau”, nhitng diéu von cé § khach hang trung thanh khong con nita.
Va nha dam phdn cta ho ddi giong, vi trén thuc t&, ho di nghiéng sang phan
vung hang khéc.

1.4.4. DPam phan vé6i khach hang trong tién lgi

Nhém khach hang trong tién 19i, 1a nhém khach hang chi gdp trong hoan
canh dic biét cu thé. Trong cudc song hang ngay, ta gip ho & cic “chg vd”,
“chg cép”, “chg xach”, noi ngudi mua, muc dich 1a vé nha cho nhanh, vd mudn
ngudi ban ban cho nhanh. Trong thi trudng rong 16n, d6 1a nhitng thoa thuin
mua bdn phdt sinh trong qud trinh thuc hién nhitng thod thuin tim c& hon. Vi
du, viéc chon dit mot bira tiéc 16n tai mot khach san c6 thé c6 nguyén do cic
phéi doan da dit chd trong thdi gian hdi nghi tai khach san d6.
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Céc nha dam phédn thudc nhém khach hang nay, do 14y muc tiéu chinh Ia
su tién 1gi, c6 y thifc thap vé so sdnh chi phi va so sdnh chat lugng san pham,
dich vu. Ciing gidng nhu cdc ba di “chd vd”, “chg cidp”, cdc nha dam phan quan
tAm chli y&u dén viéc thod thuan cang nhanh cang tot. Ho ra dé nghi va ho thiic
giuc ngudi ban dong y. Ho sin sang “bd qua nhitng khdc biét”, ra han chdt, t6i
thi€u hod cic tr§ ngai d€ di dén viéc gidi quyét van dé tdc thi. Tu lidu 1y thuyét
dam phan goi ho 13 cdc nha dam phdn theo ki€u “néi nhanh cho dugc viéc”
(let’s get it done type). Mic dit cdc nha dim phdn kiéu “néi nhanh cho dugc
viéc” it quan tAm dén chi tiét, ta ciing khong thé coi ho 14 nhitng con ngudi ciu
thd. Ho c6 thé biét rat rd ho dang 1am gi. Mot s& nha dam phan thim chi 1gi
dung phong cdch “néi nhanh cho dudc viéc” va tdm thé sin c6 clia bén kia vé
dic di€m cda loai khiach hang tién Igi d€ nguy trang cho nhitng cdi biy. Ho
mudn hop ddng duge ky két trude khi nhitng cdi biy d6 bi phat hién.

Puong nhién, d€ tu vé, khong nén qui hap tdp di dén thod thuin theo
ki€u nhu vay.

1.5. K§ thuat thuyé&t phuc trong dam phan gia

Trong dam phdn gid véi tit ca cac kiéu khach hang, du cho ta c6 cho gid
ctia minh 1a hdp Isy bao nhiéu di nita thi phia bén kia van coi gia clia ta 1a qué
cao. C6 hai 1y do co ban dé suy nghi nhu vay: (1) Ai cling mudn c6 cd hdi ki€m
15i va néu bén nay chao gid th& ndo, bén kia chdp nhan thé ay, diéu d6 khién
bén chap nhin cho ring ho di tdi da hod 1¢i nhuin clia minh. Van dé 1a phai
chia 1¢i nhuén thé& ndo cho hgp ly, nghia 12 phdi gidm gid chao ban diu xudng;
(2) Thudng c6 gid thi€t cho ring gid ban dau chio bao gid cling 12 gid thdi
phdng d€ con trir hao cit gidm trong dam phén gid.

Aa

Mot trong nhitng k§ thuit gidi trinh trong ddm phdn gid cd 12 1am ro cho d6i
phuong thdy gia tri kinh t€ (economic value) ctia sdn phdm va dich vu minh
cung cip. Gid tri kinh t€ cda san phdm va dich vu 12 mic gida ma khich hang
phdi trd trong dicu kién c6 cdc gidi phdp thay thé hay nhat (goi 1a gid tham khdo
gdc) két hop v6i phan gid tri chénh 1éch gifta mit hang hién tai va mit hang
tham khdo (goi 12 gid chénh l1éch). Nhu vay, gi4 tri kinh t& cda san phadm/ dich
vu dudc tinh nhu sau:

Gia tri kinh t&€ = Gi4 tham khdo gdc + Gid chénh léch

Trong dé:

Gi4 tham khdo goc: (Reference value) 12 chi phi clia sin phdm canh
tranh ma khach hang cho 1a gidi phép tot nhit cho thuong vu.

Gia chénh léch (Differentiation value) 12 phin gi4 tri ma khdch hang
(thém vao hoic b6t ra) khi so sdnh su khac nhau giita sdn phd&m tham kh3o goc
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v6i san pham/ dich vu ctia thuong vu hién tai . Thuat ngit gid tri & day dudc hiéu
12 sy thod min ma khach hang c6 dudc qua st dung san pham/ dich vu. Céc nha
kinh t€ goi n6 1a gid tri st dung (use value) hay do thod dung (utility) clia san
ph?fm/ dich vu.

(Ngudn: Richard Harmer, Boston University)

Aa

Trén ban dam phén, su phan tich gi4 tri kinh t€ ctia san pham/ dich vu d6i
vdi khdch hang 12 mot cong cu ban hang tot, dic biét khi khach hang dang d6i
mit v6i nhitng stic ép vé chi phi, va bdi vay, rit nhay cdm gid (price sensitive).
Béng 3.2 dudi ddy tém tit cdc budc can thi€t trong viéc quyét dinh gid tri kinh
t€ clia hang hod/ dich vu.

Trong dam phdn gi4, ddy 12 budc can thiét trong gidi trinh gid vdi doi
phuong. Néu d6i phuong 12 nhitng nha kinh t€ thuc thu (economic man &
women), nghia 13 nhitng ngudi c6 thong tin ddy di dé phan tich cic quyét dinh
mua san pham/ dich vu clia ho, diy 13 qud trinh tu chuin bi vé phia ho. Thong
tin vé gi4 tri kinh t& cla sdn phdm/ dich vu trén ban dam phén, vé phia ngudi
ban, c6 y nghia gidi trinh thuy€&t phuc d6i phuong trd gid cao hon cho thuong vu.

C4c budc trong qua trinh gid tri kinh t&€ ctia hang hod/ dich vu:

Bu6c 1: Ndm chi phi cia sdn pham/ dich vu canh tranh ma khich hang
dam phédn cho 13 gidi phdp thay th€ t6t nhat (qua thu lvgm thdng tin trong qué
trinh chu&n bi dm phén).

Tong gid tri kinh té&

Gia tri chénh 1&€ch duong

Gia tri tham khao goc

Gia tri chénh léch 4m
BuSc 2: Trinh bay cdc yé&u t& chénh 1éch gifta sdn pham/ dich vu clia ta va sin
phidm/ dich vu canh tranh: (a) Vé tinh ning (hon/ kém), (b) Vé cdc dic diém
(hon/ kém), (c) vé chi phi bdo dudng (cao/ thap), (d) vé dd tin ciy (cao/ thip),
(e) vé chi phi van hanh (cao/ thap), (f) V& dich vu (nhanh/ cham).

Bu6e 3: Khing dinh véi d6i phuong vé @o chénh léch gid tri va di dén
quyét dinh gid.

1.6. Ky thuat dé nghi tron géi

Khi chii dé clia cudc dam phan chi lién quan d&€n mot vai y&u td can thdo
luin, cdc nha dam phan thudGng s dung cdch tinh tron géi. Nghia la: thay vi
dam phan tirng phan d€ di dén thod thuin cudi cling, ngudi ta dam phan trén co
s& gOp céc chi tiét thainh mot tdng thé chung va tinh todn trén cd s§ tong thé dé.
Ly do phd bién nhit d€ dam phan trén co s6 tron géi chinh 13 tinh thuc t& cda
né: Khi cdc van dé doi héi phdi di dé€n nhitng thdng nhat khdng nhiéu thi ciing
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khong nén mat nhiéu thdi gian cho viéc tranh cii. Nhu vy, phuong phép tinh
tron géi gidp tranh nhitng bat ddng thudng x4y ra khi thio luan gi4. Thong
thudng, khi hai bén tim cdch di dé€n thod thuin gid bing cdch dam phén tiing
y&u t& chi phi riéng 1é thudng xuit hién nhitng d8 v& do khong thdng nhat dudc
vé sy hgp 1y clia gi4 titng bd phan 1Am nén cdi tong thé.

Mot vi du: Hay xem sy phan tich chi phi sau day: Hay gi thiét muc gid
phdi ching nim trong khodng $85.000 dén $90.000. R4t d& c6 kha niing bén
mua sé& dit gid nim trong khodng d6 ma khong phdi mit nhiéu cong sifc thdo
luan d€ dat dugc thod thuin. Nhung ciing hiy gid thiét, bén ban va bén mua
dam phdn tirng yéu t& chi phi riéng biét dé di d€n quyét dinh gia hdp dong, bén
mua, sau khi xem xét cdc s0 liéu, dwa ra y ki€n chi phi vat liéu (khodn c) chi
khodng $28.000 1a hop 1y. Bén ban 14p luan s& $2.000 kia 1a chi phi ngiu sinh
(continency) cho cdc khuyét tat va 1ap luan thém ring, néu cit $2.000 cda chi
phi vat liéu thi chi phi lao dong truc ti€p sé& ting 10% ($1.000) dé tii ché csc chi
ti€t khuyét tat. Hai bén mic cd di mic c lai ma khong bén nio chiu nhugng bd
vé diém nay trén nguyén tic.

Hiy xem xét tdc dong clia viéc cdt gidm cac chi phi vat liéu (tir $30.000
xudng $28.000) va ting chi phi lao dong truc ti€p 1én $1.000 (tr $10.000 1én
$11.000). Ta c6 bang sau:

Nhu vay, khi gidm $ 2.000,00 cac chi phi vat liéu va ting $1.000,00 chi
phi lao dong tryc tiép, gid thay ddi tir $90.533,28 sang 90.477,50 (chénh léch
$55,78). Trong vi du nay, céc sO liéu thuc khong quan trong 1dm, ma quan trong
1a chiing rit ra cdc két luin sau:

*5.1. Khi dit van dé tinh cdc yé&u td chi phi riéng 18, thudng 1am xuit hién
nhitng bat déng khi€n cho khé ma di dén thod thuin. Trong nhitng trudng hogp
cuc doan, dam phan c6 thé tan v3.

*#5.2. Trir khi gid néu la mic gia bat hdp 1y, ta nén dam phdn trén cd s tron géi
dé tranh nhitng dau dau, bdi vi, nhu trong vi du trén cho thiy, tranh cdi vé
nhitng chi ti€t chi phi riéng 18 khong mang lai tic dong thay ddi gi nhiéu ddi véi
tong gid.

*#5.3. C4c yé&u td chi phi riéng 1é c¢6 lién quan dén nhau.

*5.4. Dudng nhu ¢6 khuynh huéng bé qua mot sy that 1a cdi ta quan tdm la gia
cudi cling chit khong phai yéu t6 chi phi nay hay yéu t6 chi phi khdc 1am thanh
tong gid.

1.7. Ky thuat s 1é

Con s0 biét n6i. Va khong ro 14y cd s tir dau, khi nhin vao nhitng con s6
kh4c nhau ngudi ta thdy nhitng do tin cdy khdc nhau. Mot con so dai loai nhu
$109,71 c6 vé nhu c6 do tin cdy cao hon con s6 110. C6 1€, vi con s thif nhat c6
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céi vé chinh xdc clia mdy tinh, v6i ham y ddy khong phdi 1a con s6 tuy tién do
mot nhd dam phdn da cdm ang 4ng tung ra. Chinh vi th€, trong dam phén, con
s6 1& ¢6 1¢i thé thuyét phuc hon con s& chdn. Mudn st dung k¥ thuat s6 1€ trong
dam phén, ta chi viéc chinh con s6 mong muén cta ta thanh con s 1é dé€n mifc
nhu tién xu (cents), dé ting dd ddng tin clia con sd ta néu ra.

1.8. Ky thuat doi phé véi sy khang gia ctia doi phuong

UéGc tinh gid ca kinh t€ ctia sadn pham/ dich vu trong dam phdn gid c6 y
nghia cin ban trong viéc thuyé&t phuc d6i phuong chip nhan mic gid dé nghi,
song ciing chi 12 mot mit cla vai trd clia gid trong quyét dinh cla ngudi mua.
Con ¢6 nhitng yéu t6 khdc 4nh hudng dén qud trinh ra quyét dinh gid cta doi
phuong. Du6i day 12 nhitng yé&u t6 phd bién nhat:

1.8.1. Yé&u to thay thé:

N6i chinh x4dc hon, d6 13 yé&u t6 nhan thic gidi phdp thay th& cda doi
phuong. Khi ddi phuong cang nhan thifc dugce nhiéu gidi phédp thay th€, do nhay
cdm gid cda ho ddi véi mic gid dua ra cang cao.

D& ddi phé véi d6i phuong c¢é nhiéu gidi phdp thay thé, nha dm phén
tap trung nd luc cia minh vao viéc gidm tdc dong clda mit hing thay thé (gid tri
tham khdo gdc) bing cdch gidi trinh tinh doc ddo ctia san pham/ dich vu ctda
minh.

1.8.2. Yé&u t& chuyén ddi chi phi:

Chi phi chuyén ddi 12 chi phi ma ngudi mua phdi bé ra khi ho st dung
hang hod hoic dich vu mdi do thay d6i nha cung cip. Ly do d€ yéu td nay tdn
tai 12 nhiéu sdn phAm doi héi khich hang phdi c6 dau tu chuyén biét dé sit dung
chiing. N&u nhitng diu tu nay sé& bi lip lai khi chuyén su Iya chon nha cung cip
san pham hién tai sang mdt nha cung cAp san phAm mdi, thi chi phi dau tu dé
dugc goi 1a chi phi chuyén d6i. Trong dam phédn, nha dam phan sé& cang it nhay
cam vé phia gid khi nhitng chi phi chuyén ddi phu nay cang 16n. Vi du, cic hing
hang khong sé rat mién cudng khi chuyén sy Iwa chon nha cung cAp mdy bay tir
Boeing sang Airbus, bdi vi 1am nhu thé&, ho phdi dao tao lai thg mdy va dau tu
lai dy trit phu tung thay thé.

1.8.3. Yé&u t0 so sanh:

Kh4i niém gid tri kinh t& gi4 thiét ring nha dam phdn c6 thé so sinh céc
nha cung cAp san phdm/ dich vu tudng tng vé dd chénh l1éch thod dung va gid
cd. Nhung trén thuc t&, day 1a mot viéc 1am khé gidi quyét vé nhitng thudc tinh
clia sin phdm/ dich vu ma ngudi ta chua bao gid si dung. Vai trd clia kinh
nghiém va tim 1y ngai rii ro sé ddy nha dam phan dén chd ti€p tuc chip nhan
doi phuong, c6 thé § miic gid thod thuin cao hon mic gia tham kh3o gdc.

1.8.4. Y&u t& quan hé gia- chat lugng:
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N6i chung, khdi niém gia chi don thudn Ia lugng tién ma ngudi mua phai
trd gid cho ngudi ban d€ ddi 14y nhitng gia tri clia hang hod/ dich vu. Song c6
nhitng sdn phdm, gia khong chi 1a thudc do gid tri kinh t&.

Nhitng sdn ph&m nay rdi vao 3 (ba) pham tri: (1) S4n phim an tugng
(Image Product), (2) San phé’m doc ton (Exclusive product), (3) Sén phé’m chat
lugng tang 4n (Product without relative quality cues).

Ddi véi nhitng sdn phadm nay, d6 nhay cdm gid ctia khich hang thudng
thap, va ngudi mua thudng cé khuynh huéng st dung gia 1am tin hiéu chat lugng
cho san phdm. LAY vi du vé sdn pham giy 4n tudng, nhu xe Rolls Royce, khé c6
ai c6 thé 1ap luan dudc ring loai xe ndy c6 dd thod dung cao hon nhitng xe sang
trong khac c6 gia thap hon nhiéu. Loai xe nay, theo phan tich k§ thuit,
dudc 1am bing tay (hand-made), nén do lién két giita cac linh kién kém, nudc
son tho va chi phi bdo dudng cao (Nagle & Reed, 1995:83). Nhung ngudi mua
xe Rolls Royce khong tinh dén hiéu qud chi phi di lai (cost- effective
transportation), cling nhu ngudi mua chi€c dong hd Rolex bing vang khong chi
dé xem thdi gian. Ho mua nhitng sdn phdm nay dé néi véi ngudi khic ring ho
¢ dd tién d€ mua ching. Ho trd gid cho thé dién cia ho biing cich mua mdot san
phdm c6 gid tri nhu 13 biéu tudng cla sy gidu co. 0 nhitng trudng hgp it cuc
doan hon, d6 la tén nhidn va uy tin ciia n6 vGi. § Harvard University (My) ¢6
mot t§ hdp kinh doanh mang tén: “Phong cich Harvard”, ndi ngudi ta ban mot
chi€c ca vat vé6i gid $70. & day, hinh anh uy tin cia Harvard University 1a cdi
ngudi ta quan tAm, giong nhu khi di mua qua luu niém, ngudi ta quan tdm dén
dia danh ghi trén sidn pham hon 13 gid tri clia sdn pham.

1.8.5. Y&u té phai ching

Thé nao 13 gid phai ching? Rd rang, khdi niém phdi ching ton tai nhu
mdt thyc t&, nhung it ai gidi thich né. Theo cdc nha 1y thuyé&t dam phan gid, su
nhan thitc vé tinh phdi ching trong dam phdn gia xut hién tir 3 (ba) yéu to:

(1) Yéu to kinh nghiém:

Ngudi ta thudng dem muc gid hién tai d€ so sdnh v6i mic gid trong qud
khit. Th€ gidi d6i v6i ho 1a mdt binh nudc ling, khong séng, khong gi6, khong
lam ph4t, khong gi hét.

(2) Yéu td dia phuong:

Ngudi ta dem gid & noi nay so sanh véi gid & noi khdc. Thé gi6i ddi véi
ho nhu mdt mit phing noi tai nguyén va nhan luc trai déu.
(3) Yéu to quan ni¢m:

Ngudi ta tip trung vao cdc mit hang thiét yéu, nghia 12 nhitng mit hang
t6i can thi€t d€ duy tri mic sdng hién tai. Poi gid cao ddi v6i mot mit hiang thiét
y&u ndo d6 1a mot viéc 1am bi 1én 4n.
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Khi ngdi bén ban dam phdn, nha dam phdn cin y thifc ring tinh phai
chiing clia gid hoan toan khong c6 lién quan gi dén 1gi nhuin. & thi trudng MY,
lgi nhudn cong ty xing dau & dudi mitc I1gi nhuin trung binh clia nén cong
nghiép nudc nay, nhung céc cong ty nay ludn bi 1én 4n vé chuyén dua ra mic
gid khong phai ching, gia bép hau. Trong khi dé, & cdc khu vuc khdc nhu cong
nghiép ch€& bi€n thuc phidm (socola Godiva, kem Haagen Dazs) hay cong
nghiép gidi tri 1a nhitng nganh céng nghiép dit gid cao va c6 1¢i nhuin cao thi
lai khong bi 1én 4n. Tuong tw, & Viét Nam, chi cin so gid xing dau véi gid
“nuéc khodng thién nhién Lavie”, ta ciing thiy kinh doanh nudc thién nhién 1ai
dén chitng nio. P& ddi phé v6i nhan thifc vé sy phii ching cia gid c3, thudng
cdc cong ty phdi ludn diéu chinh gid d€ phan dnh quan hé cung/ cau. Pit gia
“thudng tryc” (regular) § midc cao nhat c6 thé, chit khong phai dit gid & miic
trung binh hay muc gid thong dung. Nhu vay, trén ban dam phdn, nha dam phan
c6 thé gidm gid cho bat ¢ ai, vio bat ¢t lic ndo, @€ ddm bio tinh phai ching
cla gia.

Trén ddy da trinh bay mot s6 yéu t6 1am co s& khdng gid cia doi phuong
va k§y thuat chdng khdng gid clia nha dam phdn. Lgi nhuén, gia tri, ddng cd canh
tranh, 1ong ki€u hanh ca nhian clia khach hang hay nha dam phéan dai dién cho
khach hang la nhitng y€u t6 phdi dugc tinh dén trong k¥ thuat khang gia.

2. Cdc ky thudt trién khai cdn bdn

Hoan toan khong gidng nhu nhiéu ngudi nghi, mot nha dam phdn gidi
khong phai 13 ngudi bit mit doi phuong d€ 14y tién cia ho bing cich bit ho
phdi ky vao thod thuin hgp dong c6 hai cho ho va ¢é 16i cho minh. Ngugc lai,
nha dam phdn gidi 12 ngudi c6 nhitng phdm chat va tinh c4ch cin thi€t dé ddm
bdo cho thanh cdng ciia dim phén nhu biét thod hiép, bi€t kién nhan, biét hgp
tdc gidi quyét van dé...., nhitng phaAm chat va tinh cdch clia ngudi s hitu tri tué
khon khéo dat muc dich. Trong dam phdn thuong mai, nha dam phédn la nhan
vat chinh, ddi tugng ctda dam phén 1a trao d6i hang ho4, dich vu va muc tiéu 1gi
nhuin. Nhung vi 1¢i nhuin khong phdi 1a 1y do bit mit ngudi khac ma thu dudc,
mudn c6 né, nha dam phdn phai c6 nhitng k§ thuit xi¥ 1y tinh hudng can thiét.
2.1. Khi ta gap mét doi phuong “bat tri”

Khi ta gip mot ddi thli bt tri, nguyén nhan c6 thé la:

*a. Nha dam phdn kia c6 tinh bdp chdt va dem né vao ban dam phéan. Nhitng
ngudi c6 tinh néng ndy thudng khé ki€m ché& minh khi vap phdi nhitng bit dong
trong ddm phdn. Mic du ddm phdn vé6i nhitng ngudi nhu vdy ching thd vi gi,
nhung thyc ra ta lai c6 1¢i thé. Thudng nhitng ngudi khong kiém soat dugc tinh
cam ciing 12 nhitng ngudi khong ki€m sodt dugc tinh hinh, thim chi ngay ca cic
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vi th€ ma ho dang ¢& truong 1én. Ho d& nham 14n. Ta hdy bd qua tinh cdch cia
ho va 1¢i dung cd hdi ctia ho gianh cho ta.

*b. Mot s6 nha dam phén thi€u kinh nghiém 1am tudng ring 4p ddo d6i phuong
bing tinh cdch bop chét trong dam phén 14 nhan t§ chia khod d€ dat dugc thing
1gi. Tuy vay, nhitng nha dam phdn ki€u nay thudng xudng giong khi ho nhin
thiic dudc ring ta khong d& gi bi mat tinh thin ma thod thuin theo y ho.

*c. PoOi khi cdc nhd dam phdn sit dung phuong phdp bop chét, 4p ddo tam 1y vi
ho mudn tin ring ho c6 thé hit doa dugc ta. Thong thudng nhitng du didu nay
x4y ra khi ho budc vao dam phédn véi nhitng du tinh vé th€ manh clia ho va tu
cho ho quyén dit luat choi. Giit ding 14p trudng clia ta ngay tir dau l1a bién phép
ngin chin 4o tudng clia nhitng nha dam phan ki€u nay va 1am cho ho v mong.
*d. Poi phuong c6 thé diing bién phap hit doa d€ 14p 1i€m nhitng diém yéu trong
vi th& d&am phén cda ho. Ho hy vong ring bdp chit hi€u chién cé thé 12 dong tac
gid dé€ ddnh lac hudng ta vao thai do clia ho va khong nghién ctu sau dé nghi
clia ho. N&u cit dudng ta ta di, khong bi ddnh lac huéng bdi thi phép lira doi
(maneuver) cta ho, viéc che chin ctia d6i phuong s& mat tic dung va co hdi ta
s& chop dudc “gét chan Asin” clia ho dé 14i ho di theo hudng cia ta.

Bit k€ 1y do nao, néu sy gidn dit va thu dich ca ddi phuong l1én qué
ngudng cho phép, va néu cin thiét, ta hiy tam ngling cudc dam phdn. Mot
khodng thdi gian tinh tAm ddi véi ho sé& cho ho thdy ta dé€n bén ban dam phdn 1a
dé thoa thuan, cht khong phdi dé thich diu. Riéng vé gidi phap cho van dé
nay, cong trinh nghién ctu vé dam phdn cla Roger Fisher va William Ury
(Roger Fisher & William Ury, 1991) ¢6 nhitng ki€n gidi hét sdc thuyét phuc va
cu thé.

2.2. Tim phuong thic budc déi phuong dua ra dé nghi truée.

Pé d6i phuong dua ra dé nghi true sé tao cho ta Igi the. Trude hét, né
tao cho ta sy cdm nhan vé sy cdch biét vé quan niém ctia hai bén. Vi du néu dé
nghi ban diu clia d6i phuong qud cdch xa nhitng gi ta cho 14 hgp 1y, ta sé nhanh
chéng tim ra c4c gidi phdp dé€ hai bén xich lai gan nhau.

Mt khdc, ta c6 co hdi d€ trinh bay phan tich clia ta nhiim huy bé dé€ nghi
ban dau cda ddi phuong v6i muc tiéu khién doi phuong phii dua ra dé nghi
khéc. Trong khi ddi phuong van chua biét ti gi vé quan di€m ctia ta nhu thé nao.
Thii phap chi khé thanh cong khi ta gidp nha dam phédn sanh séi. Ho s& khong dé
gi bi du va viéc thdo luan dé nghi ciia ho. Ngudgc lai, ho s& dé nghi dua ra y kién
phdn bdc va hai bén ciing 14t nglra quan bai. Mot 1di th€ khéc clia viéc yéu cau
doi phuong dua ra dé nghi trudc 13 ta c6 co hdi - c6 thé 13 mong manh - nhung
van 13 co hoi d€ nhan mot dé nghi cho ta 1gi nhuin cao hon dé nghi ma ta chuin
bi dua ra. Néu dudc nhu vay, cudc ddm phdn trd thinh mot van hdi may min.
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Tru6e nhitng 1¢i thé nhu vdy, ngudi 1én ti€ng dau tién trén ban dam phdn thudng
12 ngudi yéu cau phia bén kia dua ra dé nghi. Cach thic tot nhat d€ gianh quyén
dé nghi doi phuong 14t quan bai cla ho 13 ta dit ngay cau hdi sau thi tuc khai
mac dam phan két thic.

2.3. Pua ra dé nghi va kién tri bao vé dé nghi da dua ra.

Céc tinh huéng dam phdn cho phép ta nén nhitng dé nghi qud déng
khong phdi 12 nhitng tinh hudng phd bi€n. V& co ban, khi ta dua ra dé nghi, ta
phéi tinh todn th& nao dé€ dé nghi cda ta nim trong pham vi tho thun, nghia 14
trong pham vi ma d6i phuong c6 thé tinh d&€n chuyén diéu chinh va ta c6 mit
bing nhuong bd ma vin ddm bdo 1gi nhuin cao nhit c6 thé.

Vé mit k§ thuit, do tin cdy (Credibility) ctia dé nghi ban diu cta ta 1a
cAy gay chi huy dam phdn cling tp trung vao ban nhac d€ ciing néi 1én mot
ti€ng n6i. C6 nhitng dé nghi ban dau hop 1y dude chap nhin ngay sau khi chinh
ly ddi chit va cudc dam phdn di dé€n thanh cong nhanh chéng. Ngudc lai, néu ta
dua ra dé nghi ban dau nhim ngoai ving thod thuin theo u6c tinh ctia ddi
phuong, doi phuong s& coi d6 1a dé nghi phi ly. Pay 12 nguyén nhan khién céc
bén xa nhau hon va dam phan tr§ thanh cong viéc khé khian kéo dai. Mot trong
nhitng trd ngai do viéc dua ra 15i dé nghi ban dau bat hgp 1y nita 12 n6 doi hdi
phdi cé nhitng bi€n tdu dudi nhiéu hinh thic nhudng bd dé di dén thod thuin.
Diéu nay c6 nghia 13 ta phdi nAing mic gid theo du ki€n ban diu clia ta hét nic
nay dén nic khédc, c¢6 khi nhitng nac dai, n€u ta 12 ngudi mua va ngudc lai ta
phdi ha gid mong mudn ban diu néu ta ngdi & phia ngudi bdn bén ban dam
phdn. DU ta 12 ngudi mua hay ngudi ban mdi khi ta 1bi mot bude vé 1di nhuan,
doi phuong lai c6 quyén dit thém su nghi ngd vé phia ta, vé quan diém ciia ta.
Va hiu qua 13 khi ta lui da hét nic, d6i phuong van nghi 13 ho c6 thé dam phan
ti€p d€ ta xudng thang. Tém lai, khi dua dé nghi, ta nén dua ra nhitng dé nghi
ma d6i phuong cho 12 hop 1y va ta tim cdch bdo vé dé nghi da dua ra. Néu ta da
“lam bai tip & nha”, nghia 1a di c6 chudn bi trong qu4 trinh chuin bi dam phan,
viéc bdo vé dé nghi clia ta khong phai 13 viéc khé. Mot sd thii thuat bio vé dé
nghi ban dau trén ban dam phédn s& dugc dé cap trong chuong III clia cudn sich
nay.

2.4. Tim phudng thic ti€t kiém thoi gian dam phan.

Cudc dam phén nao ciing th€, cang kéo dai, cang c6 nguy cd khé di dé€n
thod thuin. P& tranh ling phi thdi gian, tién clia va sic luc d€ theo dudi nhitng
cudc dam phdn kéo dai ma c6 khi khong thanh cong, ta phai tinh dén phuong
thitc khuyé&n khich ddi phuong chap nhian dé nghi ciia ta cang nhanh cang tot.
C6 mdt sd ky thuat duge st dung d€ dat dude muc dich niy, bao gdm:

2.4.1. Piat diéu kién thdi gian
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K§ thuit nay nhim hd tr¢ cho viéc chap nhian dé nghi cla ta nhim gy
siic ép vé phia bén kia d€ ho xem xét khan truong. Khi 4p dung ky thuit nay,
phéi tinh dén yéu td ddi phuong coi ta “lam phach” va cit chd cho dén han xem
sao. Vi thé, ta phdi dua ra 1y do x4dc ddng cho viéc 4n dinh diéu kién thdi gian.
2.4.2. An dinh tién thudng

Pay ciing 12 k§ thuit dé d6i lai sy chdp nhan nhanh. Vi du “Né&u chiing ta
c6 thé di dén thod thuin trong ngay hom nay, phia chiing tdi s& chiu chi phi van
chuyén trong qué trinh hgp ddng”. Ciing gidng nhu & 4.1., & day, khi dua ra dé
nghi, ta cin nhitng 1§ do hdp 1y cho viéc vi sao ta lai dé nghi nhu vay. Né&u
khong, khi hé&t han chét vé thdi gian clia ta ma ddm phdn van ti€p tuc, phia bén
kia s& c6 su nghi nghS v€ s& tién thudng ta d€ nghi that ra chi 1a xudng thang.
Hon nita, khi ta dd dwa ra mot d€ nghi ndo d6 lién quan dén gi4 tri (vi du: tién
thudng), ta rat khé 1ui va rit dé nghi trong bt cit trudng hdp ndo. Vi thé, trong
dam phdn, khong nén dua ra nhitng hita hen c6 diéu kién. Nhitng diéu kién di
kém c6 thé khong dude thuc hién, nhung nhitng gi ta di hita thi lai dugc coi nhu
duong nhién, nhu mot bd phan cda thod thuan.

2.5. P&i phé véi thu thuit dua dé nghi chét cia doi phuong:

Trong dam phdn, trudc hodc sau khi dua ra dé nghi, d6i phuong thudng
thdng bdo d6 1a dé€ nghi cudi ciing clia ho. Su that &€ nghi cudi ciing d6 chua
han di 13 dé nghi cudi cing ma chi 1a viéc 1én nic thang tAm ly v6i ham y néu
ta khong chap nhan dé nghi clia ho, dam phan sé& tan v&. D€ ddi phd, ta ¢ thé
bac bd “dé nghi cudi cing” clia ddi phuong va néu 1y do vi sao ta 1am nhu vay.
C4ch x& 1y nhu vat s& gidp don béng quay lai san d6i phuong. Néu d6i phuong
van ti€p tuc dam phdn thi rd rang ta van con cd hdi dé gianh dudc dé nghi c6 1di
hon. Mot cdch ddi ph6 khac 12 ta bd qua dé nghi ctia ddi phuong. Néu ho van
ti€p tuc dam ph4n thi rd sy de doa bd ban dam phédn ctia ho chi don gidn 13 mot
thd thuat don ép.

2.6. K¥ thuat lac dé

MOdi cudc dam phan déu c6 chi dé riéng. Song, nhu da trinh bay & muc
4.8, nhiéu khi viéc md xé chi dé d6 sé& gy ra 4ch tic trong dim phdn. Mot 16i
thodt khdi 4ch tic 13 ta dua ra mot d€ nghi dot ngot tai thdi diém khong ngd. Ky
thuat nay dudc goi 12 k¥ thuat lac dé. K§ thuat lac dé thudng dugc 4p dung khi
doi phuong dang nhim vao cic diém yéu trong vi thé clia ta. Néu khong gy
dudc tdc dong gi, né ciing budc d6i phuong phdi dirng lai xem xét. Trong nhitng
trudng hop dam phdn b€ tic, k¥ thuat lac dé c6 thé tao ra sy hdp din theo mot
huéng khic d€ thodt khéi b€ tic.

2.7. Ky thuat riat dé nghi
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Rit mot dé nghi dugc dua ra trén ban dam phdn hoan toan khong dé, trir
khi ta dinh bd vé ma khong cin dat thod thuian. Bai hoc & diy khong phdi la:
vay thi ta s& dua ra nhitng d& nghi ma khi cAn riit ta c¢6 thé rit dé dang. Su that
khong phai 12 nhu vay. Mot dé nghi, mot khi da dudc dua ra, sé dudc phia bén
kia coi nhu 14 quan di€m cia ta, thAm chi ngay c4 khi dé nghi d6 da dugc rit bd.
Tuy vay, vin c6 mdt s6 cd s& can xem xét d6i vdi viéc rit dé nghi:

2.7.1. Khi tinh hinh bi€n d6i, 1y do cé thé 13 su thay d6i vé tai chinh, vé khong
khi canh tranh 1am cho dé nghi cda ta thanh mot dé nghi thua thiét, budc ta phdi
rit dé nghi cii va dua ra dé nghi méi dé dam phdn trong mot hoan cdnh moi
trudng mdi da thay d6i. Viéc can lam 13 gidi thich cu thé sy xdc ding cia
nguyén nhin vi sao ta thay ddi d€ nghi. Trong diéu kién nhitng thay ddi 12 tic
dong tir bén ngoai, nhitng tic dong ta khong kiém soat ndi, d€ nghi thay ddi clia
ta d& dugc chap nhan. Trong diéu kién sy thay ddi do bién ddi ndi bo clia ta giy
ra, d6i phuong sé& tim cdch rang budc ta vao dé€ nghi cil.

2.7.2. Khi ta dinh lam ddng tdc gid dé ép d6i phuong di d&n thoa thuin: Khi ta
st dung chién thuat nay, ta can phai chuin bi tu th4i d€ rit khdi ban dam phan
va hy vong phia bén kia sé& lién hé lai. Néu chi€n thuit thanh cdng, d6i phucng
s& déng y v6i nhitng diéu khodn méi, hoidc it nhat vdi nhitng chinh 1y cla ta,
nhung so vdi dé nghi cii, d& nghi méi 1a mot gidi phap tot hon vdi ta.

2.7.3. Khi ta bi sa lay trong ban dam phén: Trong hoan cdnh nay, ta phdi chon 1
(mot) trong 3 (ba) giai phap:

a. K&t thic dam phén vdi y dinh khdng quay trd lai

b. P€ lai @& nghi trén ban dam phdn vdi 18i mdi ddi phuong lién hé lai néu sau
nay ho chap nhan quyét dinh do.

c. Riit @& nghi vi hi€u ring khong rit ciing khong dat dudc cdi gi.

Puong nhién, sau khi da xem xét ky, ta bd cudc khong tré lai dé 1a mot
quyét dinh 16gic. Con sy Iya chon giita d€ lai trén ban ddm phdn hay rit dé nghi
thi phu thudc vao viéc ta da di dén giai doan nao ciia dam phdn. Ta d€ lai dé
nghi chi khi déi véi ta, d6 1a dé nghi cudi clng.

2.8. K§ thuat chinh Iy muc tiéu ban ddu trong dam phan.

Thong thudng, cdc cudc dam phén chitng lai 1a do ¢4 hai bén dé bam qu4
chic muc tiéu ban diu cda minh ma khong tinh dén liéu trén nhitng cd s& nhu
vay c6 thé di d&n thod thuin dugc khong. Vay chinh 1y muc tiéu ban du, ta cin
xem xét mot s6 yéu td sau:

*#1. Khong vdi va chdp nhan mot d€ nghi dot ngdt — dit cho dé nghi d6 c6 vé hap
din - néu dé nghi d6 khic xa véi nhitng gi da dinh ra trong muc tiéu ban dau.
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*#2. Khong voi va chinh 1y bat ky muc tiéu nao néu chua phan tich ky tdc dong
hau qua ma muc tiéu chinh 1y d6 géy ra.

#3. Khong thay d6i quan di€m don gidn chi vi ta dang & tinh trang b€ tic. Ta
hiy ddnh gid cin than liéu thay d6i muc tiéu ban dau cot dé€ di dén thod thuin
c6 tot hon 1a khong dat dudc thoad thuan hay khong.

2.9. K¥ thuat xi Iy hut doa trong dam phén.

Su hit doa véi tu cach 1a mot thi thuit ddm phan cé thé mang dén thanh
cong, nhung ciing c6 thé mang dén that bai. Khi trd hit doa bi 14t tdy, ngudi hi
doa chi con cédch la ding then d6 mit. Trong dam phdn, thanh céng ctia viéc hu
doa khong phu thudc vao khi tung ra 16i htt doa ma 1a kha niang x ly 16i hu sau
khi bi thdch d6. Ly do that don gidn, khi bi hii doa, d6i phuong c6 thé thich thitc
ho#ic bé qua coi nhu khong nghe thdy va chd xem bén hu doa phdn tng thé no.
Néu dam phdn van ti€p tuc binh thudng, sy hit doa c6 gid tri bing khong (= 0)
Nguyén nhin lam cho hui doa thanh céng la khd ning kém phan biét clia con
ngudi vé dau 12 hu doa, dau 1a that. N6i cach khac, d6 1 sy mu thong tin véi tac
dung tiéu cuc cda nd la lam cho nan nhén bi tréi trong mot mé bong bong trong
ga hod cudc. P& phan biét, ngudi ta thudng dit ra céc ciu hdi:

* Liéu phia bén kia cé gdp kho khdn gi néu ho thuc hién 1oi de doa ciia ho?

* Liéu ho cé gidi phdp thay thé néu dam phdn thdt bai?

* Tinh cdch ciia cdc nha dam phdn phia bén kia va nhiing diéu ho tuyén bé' liéu
co nhiing lién hé gi?

2.10. Ky thuat xu Iy nhitng nhugng bo

Mot trong nhitng diéu cin luu y trong khi ddanh d6i cdc nhugng bd 1a ta
phdi d&dm bio chic cchin ta ddi mot thit gi d6 c6 gid tri tuong dudng tir phia doi
phuong. C6 nhi€u sy nhugng bo, nhin trén bé miit thi c6 vé 1a chat, nhung trong
thuc t&€ lai it c6 y nghia hodc thAm chi vd nghia. Cé 3 (ba) van dé ta cAn quan
tdm khi x&¢ ly nhugng bd:

*1. Liéu cdi ma d6i phuong trao cho ta c6 phdi la thit c6 gid tri khong? Thé gian
that gid 14n 1on, nhat 12 trén ban dam phén noi ai cling mu6n dugc nhiéu mat it.
Cdi bé ngoai c6 thé danh lira ta. Mit khdc, khi buSc vao dam phén, bén nio
ciing dy tinh 13 s& phdi c6 nhudng bd. Thé 1a, d€ chuin bi cho nhugng bd, ho
thdi phdng muc tiéu ban dau 1én. K&t qua 13 trong qud trinh dadm phén cic bén
c6 thé “dat dugc” nhitng nhugng bo ctia phia bén kia, nhung thuc t€ d6 chi 1a su
cit xén nhitng qud ddng clia muc tiéu d€ dua cdi khong thé dat dudc dén cdi kha
thi.

*2. D&1 phuong doi lai cdi gi khi trao nhudng bd? Mot trong nhitng cdi by kha
phd bién 1 khi trao nhugng bd 13 ddi mot d6 la ($1) 14y mot d6 la ($1). Pidu
ndy dic biét c6 y nghia khi quan di€m cta hai bén khdc nhau qué xa. Vi du:
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$200.000 12 gi4 cao nhat ta mudn trd. Ngudi ban dé nghi ta cuwa doi mic gid cudi
cling ctia ho 12 $300.000. Ta s& phdi trd$225.000. Piéu c6 y nghia & day la
nhitng ddnh ddi ¢ cling gi4 tri nhidu khi ciing gy thiét hai. Vi vay, khi xem xét
nhugng bd clia ta ma ddi phuong ddi héi, phdi xem xét n6 trong khudén khd muc
tiéu chung cia ta, chit khong phdi chi trén cd s6 1 (mdt) d6i 1 (mot).
*#3. Liéu nhugng bd c¢é dugc thuc hién nghiém chinh va ddy dd khong? Nhiéu
nhugng bd c¢6 nhitng chi tiét nim ngay trong ndi dung thuc hién cla thod thuin
hdp ddng. Khi hién tugng nay xay ra, ta phai tich ndi dung cu thé clia nhuong
bd thanh mdt vin bin dinh kém. N&u khong, duong nhién 13 ¢6 sy nhugng bo
nhung n6 khong dudc thyc hién.
3. Ky thudt chong xdu choi trong dam phdn

Trong cong trinh nghién cttu ndi ti€ng vé dam phan cla Roger Fisher &
William Ury (191: 129-143) céc tic gid phan loai cdc ki€u xau choi trong dam
phan thanh 3 (ba) pham tru:
* Co'tinh lita doi doi phuong (Deliberate Deception)
* Chién tranh tam 1y (Psychological Warfare)
* Thii doan gdy dp luc vé ldp truong (Positional Pressure Tactics)

Trén thyc t€, doi khi ta gip phdi cdc nha dam phan khong tir bat ky thi
doan nao mién 1a ho dat dugc muc tiéu 1gi nhuan cda ho. Dudi diy, mot s k§
thuat chong x4u choi trong dam phén sé& dugc trinh bay:
3.1. Ky thuit chong thai do 1dng tranh trong dam phan:

Trong qud trinh dAm phdn, ta c6 thé phdt hién ra dau hiéu cho thdy doi
phuong dang 1dng trdnh, cdc dau hiéu d6 la:

Ho khong dua ra cdc tu liéu chitng minh khi dudc yéu cau

Ho khong c6 phiic ddp tic thi cho cdc phit van

Ho dua ra nhitng 13i hen suéng nhu 1a “Ching tdi s& c6 ging lam diéu
dé” hoic “C6 kha ning chiing t6i sé tinh dén diéu d6”.

Ho khong dua ra cdc cam két dit khoat

Ho tuyén bo sai vé nhitng gi ho c¢6 thé va khong thé 1am.

Ho mau thuin vé lap trudng trudc cdc van dé

Ho tr3 13i cau héi & dang chung chung va khong tr3 13i cu thé.

Ho thira nhin chwa nim rd nhitng khia canh cd ban clia chii dé dam
phan.

Nhitng bi€u hién riéng 18 trén khong hin di 12 bing chiing d€ két luan
ddi phuong mudn lira doi, cdc ta can khi phat hién ddi phuong c6 bi€u hién 1ang
tranh 13 tim xem d6i phudng mudn che diu cdi gi. Pit van dé dao dic clia doi
phuong sang mot bén, (theo phudng chim “tich sy viéc ra khdi con ngudi” cla
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Roger Fisher & William Ury, 1991) ta tip trung vao viéc tim cédc cau tra 16i cho
nghi ngd cla ta bang céch:

Dit cho doéi phuong cdc cAu hdi ma ta di bi€t rd ciu trd 1i. Ta dit cAu
héi mdt cich tinh cd va khong chinh 1y cdc ciu trd 15i sai hodc lac dé cla doi
phuong. Khong cong kich thdi d6 ctia d6i phuong khi phat hién céc chi tiét trd
151 doi trd d€ khong dua d6i phuong vao thé phong thd.

Sau khi ¢ két ludn c6 co s vé ddi phuong, néu ding ddi phuong c6 ci
chi lira d&i, ta c6 thé thong bdo thing cho d6i phuong vé nghi ngd cla ta va
chuin bi d& phong nhitng lira d6i khéc trong qud trinh thuc hién hop déng, néu
hai bén di d&n thoa thuan hgp dong.

3.2. Ky thuiat chéng thai do de doa trong dam phan:

N6i chung, khi gidp phai thdi do de doa trong dam phdn, ta hdy c6 ging
bd qua néu ta lam dugc nhu vay. N&u khong, ta hdy phan tich dong cd ctia doi
phuong khi dua ra de doa va ngu y clia d6i phudng nhiim ép ta lam gi véi 15i de
doa dé. Pe doa trong dim phdn x4y ra duéi mot s6 hinh thifc:

*1. Qui dinh thoi han chot

Thii doan nay dugc ding theo nhiéu cich vdi haim y de doa ngadm. Khi
dam phdn bé tic, thi doan nay dudc ding d€ budc ta phai nhudng bd trudc. Khi
ddi dién v6i thi doan nay, ai khong biét sd, bi€t cho ddi phudng ngudc lai cdi ho
dang tim ki€m, ngudi d6 sé ranh tay ma thing cudc.

*2. Dung phép “giuong dong kich tdy”

Thi doan niy diung d€ ép ai d6 phai thod thuin theo nhitng diéu khodn
ma 1& ra khong nén chip nhan. Mot bién thé khic clia thi doan nay 1a de doa
“tu liéu cong viéc”. N&u diing 13 ddi phuong c6 thé “ty liéu” dudc cong viéc, ho
da ching mat thdi gian va tién clia d€ dam phan vdi ta.

Vé co ban, “giudng dong kich tay” 13 kiéu de doa hdo, cich tt nhat 13 ta
phan tng theo kiéu “tuy cdc ngai” (suit yourself).

Néu ta quan tdm, nghia 12 ta d3 mdi doi phuong ép ta nhugng bd xa hon.
*3. Dung phép rit dé nghi & phiit chot

Mot kiéu de doa khéo 1éo hon d6 1a d6i phuong khang dinh mot s& ngudi
trong t6 chiic ca ho phdn ddi di dén thod thuian. Do d6, dén phit chét, thod
thuan c6 thé lai bi hodn. Thii doan nay dudc ding d€ thic ép ai d6 chdp nhan
nhitng diéu khodn c6 1¢i cho bén de doa (d€ thod thuin nay dudc thdng qua).

R0 rang, tridc thd doan nay, cdi ta can lam la khong phdi sd thod thuin
khong dugc thong qua. Ta chi s¢ ta thod thuin theo nhitng diéu khodn c6 hai
cho ta.

3.3. Ky thuat chong phan bac cia doi phuong
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Nhu da trinh bay & 1.1 ctia chuong nay, trong dam phén c4i ta thi'y nhiéu
khi chi 12 nhitng tinh cach (khong thé stta ddi) hodc phong cdch dam phan chuin
muc ctia d6i phuong. Bdi vay, né€u ta phan bac ho- ciing chwa hin di giy dudc
tdc dong gi, ma co khi con kich thich déi phuong tim cach trd diia, gdy cing
thang cho dam phan. Phuong thifc chdng phan bic 1a ta biét kiém ché& va khong
bao gid y ki€n phadn bic cla ho thanh ndi dung thio luan.

3.4. Ky thuat chong sy 1an téi ctia doi phuong

Du déi phuong dung bat ky thi doan ndo, mot trong nhitng yé&u td chia
khod dé€ ta tru vitng trong dam phdn 13 tinh nhit quan. Ta c& hat mii mot diép
khiic. Va viéc ta cit hdt mai mot diép khic s& din d6i phuong t6i chd tin ring ta
khong dé gi nhugng bd & mot s& diém. Qua d6, ta c6 thé chi thuc hién nhugng
bd & chd ndo ta mudn va budc phia bén kia dua ra cdc gidi phdp ma ta c6 thé
chap nhan. P&i phuong khong thé 14n t6i dé gianh thém 1gi nhuin cda ho dudc.
3.5. K¥ thuat chéng “su 6n 20 ma khong cé thoa thuin”

Trong dam phdn ciing c6 chuyén “ldm thiy nhiéu ma, lim cha con khé
14y chdng”. Khong dat dugc thod thuin vi 6n 2o quéd. Nhiéu y ki€n quanh ban
dam phén khién cho thoa thuén trd thanh xa vdi.

P& gidi quyét, nhitng vin dé then chot nén dudc dim phén tai ndi yén
tinh, giita hai trudng doan. Chuong “Pam phdn” clia cudn “Nghi thifc kinh
doanh Nhat Bdn” (Diana Rowland, 1985) c6 nhiéu ki&n gidi hay cho van dé
nay.

4. Ky thudt giao tiép trong dam phdn thuong mai.
4.1. Cac chitc ning dam phén va dic diém cia giao ti€p dam phéan:
4.1.1. Chdc nang:

Theo Roger Fisher & William Ury (1991), dam phén 12 sy trao ddi ¥ ki€n
qua lai nham dat dugc thoa thuan trong khi ban va phia bén kia c6 mot s6 1gi ich
chung va mot so 1di ich ddi khdng. Trén thuc t€, hAu nhu moi hoat ddng trén ban
dam phdn déu 13 hoat dong giao ti€p néu thuit ngit giao ti€p dugc hi€u theo
nghia rong nhim bao him nhitng trao ddi vé thong tin, quan diém, thdi do, ctt
chi giita cdc bén trong dam phén.

Giao ti€p (bao gdm giao ti€p ngdn ban va vin ban) 12 phuong tién dé
trao d6i cdc dé nghi va phan bdc, cdc thod thuin va nhugng bd thudng thiy
trong qud trinh dim phén. Giao ti€p con 13 phuong tién ghi nhan k&t quid dam
phan. Ngoai chifc ning trao d6i va ghi nhan, giao ti€p dam phan con 13 phuong
tién tdc dong qua lai giita cic bén dim phdn nhiim thic diy qué trinh dam phan
ti€n trién hodc thdo g& cdc 4ch tic c6 thé co.

4.1.2. Cac dic di€m cua giao ti€p dam phan
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Do nhitng chtic ning néu trén, giao ti€p trong dim phin cé nhitng dic
di€m nhat dinh. Du6i day 13 mot s6 dic diém:

a. Tinh hé thong:

Tinh hé thong trong giao ti€p dam phdn doi hdi ngudi giao ti€p phdi tinh
dén tat cd cic yéu td 4nh hudng truc ti€p dén hiéu qua giao ti€p. Y&u t6 quan
trong nhat ddm bdo hiéu qua giao ti€p 12 kha ning giao ti€p clia nha dam phén.
Bdn than khai niém khd ning giao ti€p (comunicative competence) ciing 12 mot
hé thong cdc khd ning, bao gdm khad niing ngit phdp, kha ning ngdn ngif - xa
hoi, kha ning ngdn ban va kha ning chién lugc.

Aa

Kha niing giao ti€p
Hé thong cdc khd ning tao thanh kha niing giao ti€p ctia nha dam phdn c6 tinh
phu thudc tuong ddi véi nhau. Khong thé tach hin kh3 ning ngit phdp ra khéi
kha nidng ngdn ngit xa hdi va tudng tu gitta kha nang ngbén ngit xa hoi v6i kha
ning ngdn ban... Kha ning giao ti€p 1a c¢d s§ vin ban dé hinh thanh k§ ning
giao ti€p dam phan (negotiation/ communication skills) ctia nha dam phan.

1. Khd ndng ngit phdp (grammatical completence): D6 1a kha ning lam cha céc
qui tdc ngdn ngit (15i néi va ¢t chi), cdc don vi tif vung, cdc qui tic nglt Am, cac
don vi ngit nghia (nghia hi€n ngdn, nghia ham ngdn...), cdc bién phdp tu tir.
Khong nén nghi ring kha ning ngit phap chi 12 van dé ddi véi nhitng ngudi néi
ngoai ngi.

2. Khd ndng ngon ngit - xa hoi (socio-linguistic competence): D6 1a khd ning
lam chd cdc phép st dung ngbén ngit sao cho phu hgp véi ngit cdnh, khi nao thi
diing ngdn ngit sudng s, khi ndo thi ding ngdn ngit trang trong. N6i mot cach
hinh 4nh, d6 12 kha ning biét ty diéu chinh d€ dirng mic com-I&, ca vat thay
cho quin 4o tim trén bii tim va ngugc lai dirng mic quan 4o tim trong phong
hoi nghi. Kh4 ning ngdn ngit xa hodi con bao ham ca khd ning k&t hop giita ndi
dung thong b4o vdi clt chi, thdi do, ngit diéu nhiim tao ra hiéu qud t6i wu cho ndi
dung ngodn ngit dugc chuyén tai.

3. Khd ndng ngén bdn (Discourse Competence): D6 1a kha ning van dung, két
hgp cdc tin hiéu ngdn ngit thanh mdt chinh thé thong nhat, gin b6 chit ché,
16gic giita ndi dung va hinh thifc qua st dung ciu tir ndi, cAu chuyén y, cdc bién
phép diép ngft, cau tric doan, cAu tric bai, sy bim sdt chd dé, dit din van dé,
su chdt ché trong lap luan...

4. Kha ndng chién lugc (Stragetic competence): D6 1a kha ndng 1am ro ndi dung
thong tin can truyén dat trong giao ti€p qua st dung cdc bién phap “chién lugc”
nhu gidi nghia khéi niém, dinh nghia thuit ngit, ngdn ngit ct chi hd trg hodc
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ting cudng hiéu qud giao ti€p qua c¢d y gidm tdc do 15i ndi, sit dung ngdn tir
béng biy nhiim ting tinh hiing bién.
Aa

Su k&t hgp nhuin nhuyén giita khd ning trén trong giao ti€p vao dam
phdn 12 ddm bdo t8i wu hod dau vao trong qué trinh giao ti€p dam phdn. Trong
qud trinh giao ti€p dam phdn, sy cap kénh gilta cidc kha niing trén 12 nguyén
nhan cda ICD (International Communication Disorder), cé nghia 1a sy r6i loan
giao ti€p quoc t&.

b. Tinh muc dich:

Pam phdn ludén c6 muc dich clia né. Vay giao ti€p trong dam phén ciing
phdi c6 muc dich: thu luom va trao d6i thong tin, dung hoa cic muc tiéu doi
khdng, tim ra khu vuc thod thuin c6 1di va giao kéo, ky két hop dong. Né6i cich
khdc, giao ti€p trong dam phdn thuong mai 1a nhim gidi quy&t mot hay mot s&
van dé 1¢i nhuan lién quan gitta cdc bén. Ngoai muc tiéu 1¢i nhuin, dam phdn
thuong mai quoc t€ trong boi cdnh giao ti€p chéo vin hod con ¢ muc tiéu trdnh
gay hoic bi “sdc vin hod” (culture shock).

Aa

Nhitng k§ ning giao ti€p can chd y
Mot s& cong trinh nghién citu di tim cdch xdc dinh, trong chitng muc c6 thé,
nhitng k§ ning giao ti€p c6 thé 4p dung thanh cong trong tit cd cdc nén vin
ho4. Duéi day 1a sau k§ ning dudc tdc gid cudn “Qudn ly” (Jerry Kinard: 1988)
coi 12 mang tinh phd dung cho tit ca cdc nén vin hoa:

1. Ton trong ddi phuong: Piéu nay c6 ¥ nghia 12 khi giao ti€p can d6i x{t vdi doi
phuong binh ding, khong mat sit, ha thap ddi phuong & tit cd cic phuong dién.
Khong néi trong khong ma nén dung cdc chitc danh trong xung ho.

2. Padm bio tinh mém déo: Khi d6i phuong c6 hanh vi bat cip, nha dim phdn
biét c4ch che gidu sy khé chiu ¢4 nhan clia minh

3. Thién cAm: Nha dam phén ching té cho d6i phuong bié€t minh rit quan tAm
dén van dé va coi ddi phudng 13 ngudi c6 tim quan trong séng con d6i véi cude
dam phdan.

4. Khéch quan: nha dam phén khong chup mii d6i phuong

5. X4c dinh s6 liéu: Nha dam phdn khong suy dién trén co s& nhitng thong tin
chua day di va khong dinh kién.

6. Bi€t minh biét ngudi: Nha dam phin nhin nhin vin dé tir quan di€ém cda
ngudi khdc, cta ddi phuong. PAy 13 k§ ning tdi cin thiét trong giao ti€p chéo
van hoa.

Aa
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Phuong thiic trinh bay noi dung giao ti€p c¢é thé mang tinh hai hudc,
nhung phdi dudc diéu ti€t & dung ludng vira phdi. Trong hoan cdnh giao ti&p
chéo viin hod, ciing xin nhé riing: cdi c6 thé giy cudi trong nén vin hod nay c6
thé hoan toan khong gy cudi trong nén vin hod kia. Tuy vay, tu duy 1dgic cia
nhan loai nhin chung 13 gidng nhau.

Aa

Tiéng cudi

Cyu phé tong thong My A.W. Barkley (1887-1956) 1a ngudi ndi tiéng hai huéc.
Ong 13 ding vién dang Dan chi. Trong mot chién dich van dong tranh cif ghé
Téng thdng clia Pdng minh, dng da “tia” ddng Cong hoa bing mot chuyén di
ddm nhu sau: N si Dorathy Dix da nhin dugc bdc thu nhu sau cia mdt ngudi
khong quen biét: “Thua cd Dix, tdi dang yéu mé mét mot c¢d gdi dep tuyét tran
v t6i mudn cudi co ta lam vd. Nhung tdi 18y 1am hé then vé 1y lich cia minh.
Nang biét rd tdi c6 em gdi 1am gdi giang hd, c6 em trai dang bi tii, c6 6ng bic
dang & trai tAim than. Nhung nang khong biét ring toi ¢6 hai ngudi anh 12 Pang
vién Pdng Cong hoa. Liéu toi c6 nén néi cho nang biét dicu d6 khong?”
(Ngudn: Hitu Ngoc, Hb so vin hod My, NXB Thé gi6i, 1997, tr. 509-510)

Aa

Muc dich giao ti€p s& qui dinh phuong thic tié€n hanh giao ti€p (bing thu
tin, bing fax, bing email hay gip truc ti€p...) Trong trudng hop gip truc ti€p
quanh ban dam phén, tinh muc dich ciing qui dinh tinh cdch néu van dé cda nha
dam phan.

c. Tinh ngoqi canh:

Khung cdnh cda cudc dam phén chinh 13 ngoai cdnh clia giao ti€p dam
phdn, bao gdm thdi gian, khong gian, dia di€m, phong tuc tip quén, ddi tugng
chiu sy tdc dong cia giao ti€p dam phédn. Ngoai cdnh ctia dam phén thuc su 1a
mot van dé dugc xem xét trong giao ti€p, thim chi ngay d6i vdi thanh vién
trong mdt cong ddng ngdn ngit, vi du nhu cdng ddng Anh ngit. Céc cong trinh
nghién citu nhitng khéc biét giita tiéng Anh Anh (British English), vé6i ti€ng Anh
M§ (American English), hay tiéng Anh tc (Australian English) bdn than nhitng
khdc biét da n6i 1én dicu nay. “Nhap gia tuy tuc” ¢6 1& 1a cau néi thanh ngit hay
nhat khi nghi v€ tinh ngoai c4nh clia giao ti€p trong dam phan.

Aa
T phong hop dén restroom (phong nghf)

Trong ti€ng Anh- MY, tir “toilet” (nha vé sinh), dudc thay bing ti
“restroom) va hang loat cic uyén ngit khic. Nhitng tir va cum tir dudi day c6 thé
coi 1a nhitng “dic ngit M§” nhiim chi “toilet” & Anh va Chau Au.

Restroom
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Washroom

Sandbox

Throne

The conveniencies
Gentlemen/ ladies
Knights/ ladies
Cowboys/ cow girls
The altar

Cloakroom

The john

The gents

Powder room

The outhouse
bathroom

men’s room/ ladies’s room
boy’s room/ girls’ room
commode

the facilities

lads/ lassies

guys

dolls

the user beer department
biffy

indoor plumbing

the can

lavatory

the latrine

Va ciing trong ti€éng Anh MJ, khi muén st dung toilet, ngudi ta st dung céc
uyén ngit, dai loai:
Wash my hands

Visit the restroom
Take a tinkle

Use the facilities

Have a wash

Spend a penny

Use the plumbing
Make a pit stop

Hit the head
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Powder my nose

Make a call of nuture

Take a pee

Stop my back teeth from floating

Go Number One/ Number Two

Go wee wee

C6 cau chuyén vui ké riing mot nha dam phan My & Trung Pong dang lam viéc
thi bdng hdi d6i tac clia minh vé “phong nghi” (restroom) & dau. Quanh phong
lam viéc, chidc chdn ¢6 “phdng nghi” theo nghia trong ciu hdi cda nha dam
phdn M§. Nhung trong cdch hiéu clia ddi tic Trung Pong, anh ta khong hiéu tai
sao nha dam phdan MY lai tim nha nghi trong ldc dam phéan. Kho khin thay.
(Ngudn: Roger E. Axtell: 1995)

Aa

d. Tinh thuyét phuc:

Khi budc vao dam phdn, mdi bén tham gia déu mang theo “mdt dm”
nhitng muc tiéu chinh yé&u, thit y&€u va cd nhitng muc tiéu gidu kin. Trong dam
phdn thuong mai, ngoai cdc muc tiéu khdc, c6 thé 1a muc tiéu thAm nhip, md
rong thi trudng, duy tri khach hang, ddm bdo chit lugng hoidc do tién Idi... muc
tiéu chinh y&u bao gid ciing ludn 12 1gi nhuan kinh t&€. M2 1¢i nhuin kinh t€ thi
dé gi ai da tir bd. Tinh thuyét phuc cia giao ti€p dam phan chinh 12 yé&u t6 miu
chot dé€ cdc bén dam phén tim ra “su thong nhat giita cdc mit d6i 1ap” nhu da
néu trong chuong I clia cuén sdch ndy.

Aa
Cau chuyén vé hai chang nghién thudc 14

Trong mot budi nghe gidng dao, c6 hai chang nghién thudc 14 ngdi 1in
nhau trong ddm con chién. Mot chang thidn nhién ngdi hit thudc trong khi nghe
gidng. Con mdt chang thém thudc qui ma khong ddm hit. Chd mii cho dén khi
bai gidng két thiic, chang khong dudc hit thudc trong gid gidng dao méi ti€n
dé&n bén anh chang khi nay hit thudc trong gid gidng dao va hdi:

“Nay anh ban, 1am th& ndo ma anh cé thé hiit thudc trong khi cha dang
gidng dao ma van khong bi cha nhic”.

“Co gi dau, to1 xin phép cha”

“Th€ sao toi ciing xin phép cha ma khong dugce! Tham chi cha con ndi
cau!”.

“Anh xin phép cha thé ndo?”.

“T6i n6i: Thua cha, con cé thé hit thudc trong khi nghe cha gidng dao
dudc khong a?”

“Anh xin phép thé thi d&n t6i ciing ndi cdu”
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“Thé& anh xin phép nhu th& nao ma cha khong nédi cdu?”

“T6i n6i: Thua cha, con c6 thé nghe gidng dao ngay ca khi con hiit thudc
dudc khong a? Va Cha da rat vui vé dong y!”.

Aa

Qua cAu chuyén vira k& trén, ta thdy “hiit thudc trong khi nghe gidng
dao” va “nghe gidng dao ngay ca khi dang hit thudc” 1 hai phuong thifc trinh
bay vé cling mdt van dé vdi ciing mot muc dich. Nhung qua hai cdch dit van dé,
ta thdy hinh nhu trong trudng hop thit nhat (d€ nghi dugc hit thudc trong khi
nghe gidng dao), ngudi néu van dé lam mot chién khong sing dao, khong
nghiém tiic, con § trudng hdp thit hai (trudng hop con lai) ngudi néu van dé l1a
mot con chién ngoan dao.

Co s6 manh mé nhat dé ddm bao tinh thuyét phuc 12 nha dam phén tu dit
minh vao hoan cidnh v mong mudn cla ddi phuong. Néi cach khdc, nha dam
phdn phdi “bi€t minh, biét ngudi” trong 1ap ludn va dé xuit gidi quyét van dé,
cu thé 1a vdn d@é chia sé chi€c banh 1gi nhuin nhu thé nio cho d6i phuong chip
nhan dugc.

e. Tinh xa giao:

Tinh x3 giao 12 mot dic di€m khong thé thi€u clia giao ti€p dam phén.
Tinh xa giao 1am cho ndi dung dam phdn dé dugc chdp nhan hon. Noi dung cu
thé clia cudc dam phan ddi hdi hinh thic giao ti€p phai phit hdp véi ndi dung doé.
Song, gifta ndi dung va hinh thiic vin c6 tinh doc 1ap tuong ddi. Nha dam phan
c6 thé tu chon hinh thic phit hdp va hiéu qua nhat cho ndi dung ma minh truyén
dat. N6i cach khéc, trong giao ti€p dam phan, nha dim phdn khong thé cit thing
tudn tudt “dui duc chAm nudc cdy”, “chém to kho dir” khi trinh bay, cling khong
thé ngiy thd nhin vao hinh thiic cAu chit, thiy 14p l4nh nghia 12 vang.

Aa

Nha thoai
Nhi thoai (meta-talk) 13 hinh thic giao ti€p trong d6 cdi néi ra chua hin da 1a
cdi ngudi néi dich thyc dinh néi. Céi dinh néi 1a “vién dan boc dudng”, c6 thuc
chat ghé gém hon hinh thic bén ngoai cla né nhiéu. Nhitng phit ngdn nay ddi
héi phdi dugc gidi ma ky ludng. Trong giao ti€p dam phdn, nha thoai 12 mot
hinh thifc xa giao ngdn ngit quan trong. C4c hinh thiic clia nha thoai c6 thé 1a:
Vo nhiin minh (false humilities)

- In my numble opinion.../ Theo thién y ciia toi ...
- I’'ll do the best I can.../ To6i sé rdng hét sitc minh ...
- Far be it from me to say .../ Tdi xin manh dan néi ring

- As you are aware .../ Nhu ngai da biét ...
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- As you well know... / Nhu ngai da biét ro

Nhitng phédt ngdn c6 cdc cum tif trén thudc loai phat ngdn hod mu, néi cot
dé ting boc ngudi nghe 1én. C4c cum “Theo thién y cia toi...”, “Tdi thit bao
gan khi néi ring... “ hAm y ngudi nghe c6 cao ki€n hon ngudi néi, ngudi nghe
c6 tAm hi€u biét siéu ding hon ngudi néi. Cac cum “Nhu ngai di biét...”, “Nhu
ngai di rd...” ¢6 ham y ngudi néi khong c6 ¥ 1gi dung dién dan dé xdc pham su
uyén bdc clia ngudi nghe bing cdch néi lai nhitng diéu ngudi nghe di biét.
Trong khi trén thuc t&, ngudi néi c6 thé néi “Nhu ngai da biét...” trong khi biét
rd “Ngai hin chua biét ring...”

Xoa diu (softeners)

Xoa diu 12 hinh thitc giao ti€p ngdn ngit tich cuc hod vai trd cla ngudi
nghe, xoa diu phdn tng clia ngudi nghe trudce diéu sip dudc trinh bay.
- It goes without saying .../ Van dé hién nhién Ia...
- Would you be kind enough to .../ Xin ngai lam on...
- I am sure someone as intelligent as you.../ T61 tin m0t ngudi thong minh nhu
ngai...
- You are very perceptive about .../ Ngai qua 1a nhay cdm vé...
- What is your expert opinion of my .../ Th& cdon y ki€n chuyén mon siu cia
ngai vé ...

Xi xoa (foreborders)

Xi x04 12 hinh thifc giao ti€p ngdn ngit phdn dnh ngugc thuc tai:
- Nothing is wrong/ khong c6 chuyén gi sai sot dau.
- It doesn’ts matter... / Chuyén nay khong thanh van dé
- I have nothing more to say. / Tdi khong con gi d€ néi nira.

Xic tac cha y (interesters)

Xic tdc chi ¥ 12 hinh thifc giao ti€p ngdn ngif kich thich sy quan tAm cla
nguoi nghe.
- And do you know what he said? / Anh c6 biét dng ta vira néi gi khong?.
- What do you think of .../ Ngai nghi gi vé...
-1 could say something about that./ T6i xin c6 chiit y kié€n v€ van dé do.

Vo vinh/ danh lac huéng (self- doubt)

V& vinh/ dénh lac huéng 13 hinh thic giao ti€p ngin chin ngudi nghe
quan tAm dén tinh chin thuc cla nhitng diéu sé trinh bay
- "1l do my best / Toi s& c¢d ging hét stic
- I’ll try/ T6i sé thit xem
- Believe me/ Xin hay tin toi
- I’'m not kidding/ T6i khong n6i dua.
- T have to tell you.../ Toi phdi néi thit ring...
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- 1 wouldn’t lie to you/ Toi khdng hé néi doi .v.v...

Sau phit ngdn “Toi s& cd ging hét sic” c6 thé s& khong c6 gi x4y ra
trong cong viéc vi ban thin ngudi néi c6 thé thi€u ning luc 1am diéu anh ta da
htta hen. Sau céc phat ngén “Toi khong duia”, “Toi khong hé néi d6i”, c6 thé
ngudi nghe sé “dudc” nghe nhiéu di€u khong ding sy that. Tuong tu, khi mot
“s&€p” néi: “I want there to be complete frankness between us at all times/ T6i
muén giita ching ta ludn ludn 13 mot sy’ thing thin”, thi trong 10ong dang thuc su
dinh néi: “Don’t tell me anything I don’t want to hear./ Pung néi véi td61 nhitng
diéu t6i khong mudn nghe.”

Hoic khi mot “s€p” khdc néi: “On the whole, your ideas sound all right.
Let me sleep on it.? V& tong thé, y ki€n clia anh nghe rit dugc. Toi s& nghi
thém vé van dé nay t6i nay”, thi diing tin ring “sép” s& mat ngd vi y kién cla
ban. N&u ban chd mdt diéu gi tuong tv nhu vdy va sing hom sau, ban sé& rat dé
bi thit vong day.

Pha dam (dowers)

Ph4 d4m Ia hinh thic giao ti€p bdc 10 sy yé&u thé:

- Mind your own business/ Hay coi chung.

- Stay out of this/ Thoi x€p van dé ndy sang mot bén.

- The matter is closed/ Mién ban tiép

- I don’t want to hear any more/ T6i khong mudn nghe nita.
(Ngudn: Gerard Nierenberg & Henry Calero, trong Lewicky: 1993)

Nhi thoai thudng dién ra trong cdc hoan canh giao ti€p khi khong c6 su
phan bd tuong duong vé€ quyén luc va sic manh, hodc khi thi€u sy that cdi md
gifta cdc bén tham gia giao tiép.

Aa
f. Tinh thi¢n cam:

Quanh ban dam phédn 1a nhitng cd nhan dai di€n cho cac bén, c6 khi la
doi phuong clia nhau, du thdi do bén trong thuc t€ 1a th€ nao, trong giao ti€p
dam phan van phdi ddm bdo tinh thién cdm. Ving né, cudc giao ti€p thanh trin
d4u khdu va dam phan trd thainh mot cong viéc dau dau.

Ciing nhu trong cudc song hiang ngay, c6 nhitng ngudi thuc t€ ching ¢
bung da tAm dia gi, nhung nhitng 15i 1& clia ho nghe “dé sg” qud, hoic c6 nhitng
ké tinh cdm c6 khi day chan thyc, ndng nan ma lai ct hay “bac khiu”, trén ban
dam phén ciling c6 khi c6 nhitng ngudi “chém to kho mdn”. Cac nha dam phéan
thao viéc ludn 12 nhitng ngudi bi€t chon hinh thifc thich hgp dé cho phit ngdn
cia minh mang mau sic thién cdm hon. Hinh nhu cAu “Toi khong nghi ngai
ding” (I don’t think you are right) d& nghe hon ciau “Ngai nham” (You are
wrong), hodc nhu ciu “Xin ngai gidi thich thém dugc khong” (What do you
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mean) dé nghe hon ciu “That khong hiéu ngai dinh néi gi” (That doesn’t make
any sense!). Nguoi Vi€t ¢c6 mot cau ca dao hay trong trudng hgp “chon 161” -
“LJi néi ching mat tién mua, Lua 15i ma néi cho vira 1ong nhau.
Aa
Nhitng gdo nuéc lanh doi vao qué trinh giao ti€p:
1. Ra chi thi
You must ... (Cdc ngai phai...)
I expect you to ... (T61i mong cdc ngai nén... )
You cannot ... (Cdc ngai khong thé...)
2. Pe doa ngam
You had better .. (T6t hon 13 cdc ngai ...)
If you don’t ... (N&u c4c ngai khong ... thi ....)
3. Khyén bao
You should ... (Cdc ngai nén...)
It’s your duty to ... (C4c ngai c6 nghia vu)
It’s your responsibility to ... (Cac ngai c6 trach nhiém...)
4. Ggi ¥ khi chang ai yéu cau
Let me suggest... (Cho t61 xin ggi y cdc ngai...)
It would be best if you ... (Vi cdc ngai thi t6t nhat 1a....)
5. Tim cach day bao doi phuong
Let me give you the facts ... (Cho phép tdi trinh bay vdi cdc ngai cédc s6 liéu... )
Experience tells us that... (Kinh nghiém cho chiing tdi thay...)
6. Nhan xét ché bai doi phuong
You are not thinking straight (Cdc ngai suy nghi vong vo)
You are wrong (cdc ngai nhim)
7. Khen mia
You are an intelligent person (Ngi 12 ngudi thong minh diy)
You have much potential (Ngai qua la da tai)
8. Chup ma
You are a sloppy worker (Ngai 12 ngudi khong thang thin)
You really goofed on this one (Ngai dinh né tranh chd nay diy)
9. Binh luin tam ly
You are jealous (Ngai mic chiing ghen rdi day)
You have problem with authority (Ngai gip ric roi vdi s€p rdi)
10. Coi nhe van dé cta phia bén kia béing cach néi chung chung:
Things will get better (Moi thif rdi s& 6n)
Behind the cloud, there’ s silver lining (Sau con mua 1a ngay dep trdi 4y ma)
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11. Coi nhe van dé cua phia bén kia biing ciach néi dua
Think about the positive side (Phai tu duy tich cuc 1€n chi)
You think you’ve got the problems (Céc ngai chi tudng 12 minh c6 van dé day
thoi)
12. Ké ca
Why did you do that? (Tai sao cdc ngai lai 1am thé&?)
Who has influenced you (Ai 1a ngudi gy 4nh hudng dén cic ngai vay?).
(Ngudn: Mary Tramel & Helen Reynolds: 1993)
Aa
g. Tinh hai chiéu hodc da chiéu

Giao ti€p ban than né 12 mot qud trinh hai chiéu hodc da chiéu. Thanh
cong trong giao ti€p dam phan trudc hét c6 nghia 1a ddm bdo sy luu thong thong
tin giita cdc chiéu khong bi mic 16i. Do vai trd vo cling quan trong clia giao ti€p
trong cudc song kinh t&, ngudi Hy Lap c6 dai 12 nhitng ngudi ddu tién nghién
cfu qué trinh hai chiéu cda giao ti€p dam phan. Nhitng khai niém clia ngudi Hy
Lap c6 vé Logic, thuyét phuc, trinh bay vin ban, 15i 1& cho dén nay, sau hon hai
muoi nhim thé ky, vin con nhitng gi4 tri khoa hoc.
Aa
MO hinh giao ti€p ciia ARISTOTLE

Ciing gidng nhu cédc 1y thuyét hai chiéu vé giao ti€p trong thdi hién dai,
ly thuyét clia Aristotle tip trung vao cdc yé&u to cin ban cla qud trinh giao tiép:
ngudi néi, thong diép, thinh gid. Md hinh vé giao ti€p clia Aristotle miéu ta dudi
day cho thady giao ti€p 1a mot qué trinh ciu tric don gidn trong d6 ngudi giao
ti€p (ngudi phat thong tin) truyén mot ¥ nghi, mot tu twdng, tinh cdm cho mot
ngudi khic (ngudi ti€p thu)
Aa
Trong nhitng nim gin diy, mo hinh ndy da dudc chinh 1y dé c6 thé ti€p thu
thém cédc phdt hién khoa hoc cda cdc nha hanh vi hoc va tdm 1y hoc hién dai.
Trong mo hinh giao ti€p dudi day, giao ti€p dam phdn dudc xem nhu mot hé
thdng phifc tap bao gdm tu tudng, tinh cdm, quan hé, thdi do, k§ ning, muc dich
giao ti€p ciing nhu qua trinh chinh 1y va tién trién clia giao tiép.
Aa
Trong md hinh nay, cd nhian cdc nha dam phdn vira phat, vira thu thong tin. Ca
ngudi phat thong tin 1An ngudi thu thong tin déu c6 mot khung tham chiu riéng
(d6 1a nhitng muc dich, muc tiéu cla riéng ho, cic tiéu chuin, cic gid tri kinh t&
vin hod ma ho theo dudi ciing nhu cic du ki€n chié€n ludc, sach luge, cic k&
hoach, cdc phong céch ctia riéng ho ...) Mi nha dim phén tham gia vao qud
trinh hoat ddng trong mot “mang ngf nghia” (semantic net) cho phép anh/ chi ta
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gidi ma va méc ndi tham chi€u cdc thong diép nhan dudc. Mdi nha dam phén
ciing st dung cdc k¥ niing giao ti€p cla minh nhu cic kh3 ning nghe hiéu, doc
hiéu (thuit ngit quan trong & ddy 1a “hi€u” vi c¢6 khi ta nghe ma khong hiéu, doc
ma khong hi€u, hoic hi€u chua hét y clia ngudi néi). Cac tin hiéu phi ngdn ngit
va céc tin hiéu dudc gidi ma tr cdc chudi thong diép lai 1am cd s& cho qua trinh
phdt thong tin trd lai tir phia ngudi nhan thong tin. Qud trinh phin hdi thong tin
c6 thé bing phuong tién ngdn ngit hoic phi ngdn ngit. Su phdn hodi bing phuong
tién ngdn ngit c6 thé 1a mot phic ddp ngdn ban (néi hodc viét). Su phan hdi
bing phuong tién phi ngdn ngit cé thé thong qua mot cir chi, mdt hanh dong
(mot cai ngdp dai, mot nu cudi (ngudi ta néi co téi 36 ki€u cudi), mot cdi liéc
nhin hém hinh ...)

Am thanh nhiu (noise) hay con goi 1a ti€ng 6n 12 yéu t& can thiép tiéu cuc tir
bén ngoai, gy cin tr§ qud trinh giao ti€p, c6 khi b6p méo thong tin ngudi nhan
dugc.

Moi trudng giao tiép (media) ciing tham gia truc ti€p vao qud trinh véi tu cdch
12 mot y&u 6 hd trg tich cyc. Qua trinh giao ti€p chi thyc sy thanh cong khi
ngudi phdt thong tin va ngudi ti€p nhan thong tin tim hiéu thong diép thong tin
nhu nhau. Qu4 trinh phan hdi thong tin cho phép sy thuyé&t minh, gidi thich, nhic
lai, nhan manh thong diép cho d&n khi né dugc thong hi€u nhu ding ngudi phat
thong tin mong mudn.

Aa

h. Tinh thoi doan:

Tinh thoi doan clia giao ti€p dim phdn ddi hdi phdi ton trong tinh trudc mit,
tinh 1au dai cia muc tiéu ddm phdn. Qu4d khit 13 mdt nén tham khdo tdt cho viéc
thuc hién cdc giao ti€p hién tai va hién tai 12 cd s cho nhitng tot dep va c6 thé
cho c& nhitng thidm hoa trong twong lai. C4c nha 1y ludn vé dam phén cho ring
cdc nha dam phén ldo luyén gianh rat nhiéu thdi gian chudn bi cho viéc xem xét
cdc kha ning tuong lai ca van dé, trong khi d6, cic nha dam phén thi€u kinh
nghiém lai chi hay tip trung vao cdc muc ti€u trudc mit. Nha dam phén ldo
luyén ngdi tru6e tinh thé clia ddm phdn nhu ngdi trudc modt ban cd. Ho khong
dot chdy giai doan va tinh dudc nhitng nudc cd xa, d€ khdi “tham cdi tdm, thiét
ong voi”. Pdm bdo tinh thdi doan trong giao ti€p dam phan con ¢ nghia 1a ton
trong ddi phuong, khong dem cic tiéu chuin vé thdi doan trong dam phdn cla
minh 4p dit cho d6i phuong. Trong dam phdn thuong mai, ngudi My thudng
thich phuong phap vao dé ngay, lat ngira quan bai, trong khi d6 ngudi Nhat lai
thudng bit ddu qud trinh dam phdn biing nhitng thl tuc xa giao ma theo ngudi
My Ia rudm ra, khong can thiét.

i. Tinh dong bj:
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Tinh ddng bo & day dugc hi€u 1a sy nhit quan giita y nghi, tinh cdm bén trong
véi 161 néi, thai do, clt chi trong giao ti€p dam phan. N6i mot cdch dan di, yéu
cAu vé tinh dong bd trong giao ti€p dam phan la yéu cau nha dam phdn (thuong
mai va rong hon, nha dam phdn néi chung) khéng nén “xanh vo do6 long” nhu
mot ciu thanh ngit Viét Nam da tng k&t mot cach c6 hinh 4nh. Cd s8 khoa hoc
clia yéu cau nay la 1y thuyét trd chdi (game playing) trong giao ti€p dam phan.
Trd choi (game) & ddy dugc nhin tir khia canh phan tich giao ti€p (Transactional
Analysis, goi tit 12 TA). Theo TA, tro chdi 12 mot chién ludc giao ti€p ngdm cho
ra mot két qud tiéu cuc. N6i 12 “ngdm” vi ngudi tham gia trd chdi ngoai miit thi
t6 ra dang 1am mot viéc thién cdm va c6 ich d6i v6i d6i phuong, nhung thuc ra
dong cd bén trong dé€ 1am viéc d6 lai hoan toan ngugc lai. Va céi dong co ay
dudc thanh minh, néi theo thuat ngit clia TA, bing tAm thé& cho ring “Ta thi tot”
(I am OK), nhung “P6i phuong 1a khong t6t” (They are not OK). Va thé€ 1a sinh
ra mot don cong kich, thudng dusi dang t& nhi.

Aa

Mot vi du

Mot vi du kinh dién vé trd chai giao ti€p 1a tro NIGYSOB (Now I’ve Got You,
You Son Of Bitch - Phen nay cho biét tay ta). Pay 1a trd bdi 16ng tim vét d€ day
cho ddi phuong mot bai hoc.

Trong trd chdi nay, ngudi dung cd phat hién mot sai s6t nhd ctia d6i phuong, vi
du - dén chim, d€ 1am cdi c¢d cho viéc khdi quit hod su dodng vi, sy thi€u
nghiém tdc ctia d6i phuong. Néu A 1a ngudi dit tro, B 12 nan nhin, A ¢ co s
dé khong hai 1ong v6i B, d€ trit bao cdm xtic don  trong 1ong. BSi 16ng tim vét
day nhung A van 12 ké cao thugng:

A: Excuse me, What time do you have?

(Xin 16i, theo déng ho clia 6ng thi bay gid 12 may gis?)

B: About ten fifteen

(Khodang mudi gid mudi lam phiit)

A: Didn’t we agree to meet at ten on the nose?

(C6 phai chiing ta di déng y chic chin gip nhau lic mudi gis khong nhi?)

B: Right. I'm sorry. One of the team got a phonecall at the last minute

(T6i xin 16i. Mot doan vién trong doan téi ban mot ci dién thoai ngay phit
chot).

A: Let’s stick to our word then, and not keep the members of my committee
away from all their other obligations. I should certainly hope these negotiation
are as high a priority for you as they are to us.

(Ta @3 dén hen thi nén y hen, va phai diu cdc thanh vién trong phéi bo cia toi
khong c6 nhitng nghia vu khéc. Tdi rat hy vong ring cudc dam phdn nay ciing
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dudc x&p mot trat t vu tién cao § phia cdc 6ng ciing nhu né da dugc coi nhu
vay & phia ching t6i)

(Ngudn: Reading 6-3, Lewicky: 1993)

Aa

C4i niém vui ma A di c¢6 dudc sau khi 14y minh ra 1am guong dé “day d6” B 1a
& chd B c¢6 khi tudng A nghiém tic thyc sy chit khong nghi dén chuyén A khiéu
khich minh. Nhung ma d€ lam gi? Trong trd choi giao ti€p kiéu nay, suy cho
cung, khong c6 ké chién thing.

j. Tinh tinh huéng:

Trong kho tang chuyén cudi dian gian Viét Nam c6 moat cdu chuyén hay vé tinh
tinh hudng trong giao tiép

Aa

Chic cho anh chi tot doi

Nhan ngay trdi ning dep, chang Ngdc di chdi xuian. Ngoc qua mot lang no va
thdy trong lAng c6 mot ddm cudi linh dinh. Ngdc mudn vao dn c¢d cudi 1im,
nhung vi anh ta 12 ngudi xit la nén khong ai mdi, Ngdc danh vd khdng quan tam,
bé di, nhung trong bung vin 14y 1am buc tic 1im. T6i vé dén nha, Ngdc than
van véi vg vé€ chuyén d6. Vo Ngoc 1a ngudi thong thao gidi giang moi chuyén,
au y€m din Ngoc:

“Minh a, 1an sau néu minh mudn ngudi ta moi, minh c& than nhién budc vao
trong ddm ma va néi to: “Chic cho anh chi t6t doi!”. Th€ ndo ma cha dudc bira
chén no x6i chdn che!”.

Ng6c dinh ninh thudc 16i vo din.

Hom sau, Ngdc lai di choi xuan. Sudt doc dudng, Ngdc chi IAm bam “Chic cho
anh chi t6t d6i!” vi s¢ bi€t dau 18 quén mat 13i vg din. Pang 14m bim thi thy
c6 ddm ngudi nhon nhip chay ngudc chay xudi. Thi ra trong lang dang c6 dam
chdy 16n.

Ng6c hdi hd chay theo dong ngudi, t6i tim gip chd nha, roi 16n ti€ng néi: “Chic
cho anh chi t6t d6i!”. Chd nha nghe xong, trgn tron mit vi tudng “Chiic cho anh
chi t6t d6i” 12 “Chic cho anh chi t6i dot!”. Ngdc lién bi mdt tran don nhir ti.
Vira khong dudc #n, lai vira bi ddnh, Ng6c hAm him vé nha tim vd...

Aa

Tat cd cdc nha dam phéan khong ai 1a chang ngdc, trai lai, d6 12 nhitng con ngudi
thong minh va c6 thira kinh nghiém day dan, nhitng con ngudi ciing chi vi quyén
lgi d6i 1ap nhung lai phu thudc 14n nhau ma ho phai déi dién nhau trudc ban
dam phan.

67



Tinh huéng dam phédn vi thé gidng nhu béng may trdi, mudn hinh mudn dang.
Ngon ngif clia con ngudi ciing da dang khong kém. Trén thé gian ndy khong hé
c6 chuyén hai ngudi néi gidng hét nhau.

Im ling ciing 14 hinh thifc giao ti€p: im ling khong hin 13 ddng ¥y, nhu mot ciu
thanh ngit vin quen nghe. Im ling d€ ling nghe, d€ thu lugm thong tin va xi 1y
né. Pay ciing 12 biéu hién cla tinh tinh hudng trong giao ti€p dam phan.

4.2. Cac k¥ thuat giao ti€p cin ban

4.2.1. Siic manh cua sy im ling trong dam phan thuong mai:

Dicu gi sé xdy ra khi doi phuong ngitng néi va ta phdn tng? Ta néi mot dicu gi
do, ta dit ciu hdi, ta phdn bdc dé nghi clia ho. Ta néu din chitng chitng minh
quan diém cda ta 12 ddng, duy nhat ding. P6 1a chuyén thudng tinh trong dam
phdn, vi thudng c6 xu huéng chung cho ring im ling 1a khodng thdi gian chét
ma ta c6 nghia vu phai 1am cho né song. Phdi néi, thim chi phdi n6i mot cdi gi
d6 ngd ngan. That khong may, diéu nay thudng din d€n mot két qua khong hay
da tirng 1am ¢dt cho bao nhiéu ciu chuyén cudi, chi ¢6 tdc dung gitp ngudi khac
gidi tri. C4i hai sinh ra trén cd s§ su nhan thic vé sy dot nat cda ngudi khdc, c6
ngudi phat bi€u nhu vdy. Con véi muc tiéu cia dam phdn, chic chin khong c6
cudc dam phdn nao 14y muc tiéu 1a sy gidi tri.

Hi€m ngudi nhan ra ring sy im ling - tu thin né va trong né - c6 thé 1a mot
cong cu c6 gid tri. Va néu dugc thyc hanh phai ching, sy im ling nhiéu khi néi
nhiéu hon nhitng bai phat trién dai, bdo vé cdc diéu khodn trong dam phdn. Su
im ldng c6 thé dugc st dung dé thong bdo sy kho chiu, d€ nhan manh mot diém,
dé budc bén kia ti€p tuc phat bi€u. Va khi ngudi ta néi trong khi chua c6 chuidn
bi, khong mudn, c6 nhiéu diéu tuyét vdi cé thé xdy ra, tir nhitng gi ngudi canh
sat thu dugc qua 13i thd nhan dén nhitng gi nha dam phdn dat dugc qua nhugng
bo.

Im ling con 12 mot vii khi thuyét phuc d€ chuyén tdi su thit vong. Vi du, khi
mdt nha dam phdn két thic phat biéu va hdi “ngai nghi thé nao?”, ta chi viéc
1ic diu bén no qua bén kia 13 da néi hét roi. Néu ta d€ nhiéu gidy, im ling ma
qudi troi di, doi phuong cida ta lai budc phdi vao cudc (n6i). Im ling dudi hinh
thifc im ling ngdn trong chudi 13i néi con ¢ tdc dung thu hit sy chd ¥ clia doi
phuong. Tai sao ty nhién lai c¢6 su ngit quing trong chudi 15i néi ctia doi
phuong. P&i phuong clia ta ¢6 thé vi mudn tim hiéu va tap trung hon vao nhitng
g1 ta noi.

Su im ling con tic dung bi€u thi sy mién cudng. Khi ta dirng lai r6i néi tiép, clit
chi d6 ham y ta khong mudn néi diéu ta néi. Va day 1a tin hiéu thién cdm clia ta
d6i v6i ngudi nghe; tin hiéu d6 c6 thé gitip cho phia bén kia cAm nhin va mong
mudn hop tic clia ta d€ di d&n thoa thuan.
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4.2.2. Ling nghe trong dam phan thuong mai:

Trong cudc sdng hang ngay, it ai nhan minh 13 ngudi nhiéu 15i. Puong nhién,
tuyét dai da s6 ching ta ai cling tu cho ta kh3 niing 12 biét ling nghe. Song d6
c6 1& 1a tuyén b con xa sy that, bdi vi ngay trong cudc séng hang ngay, di c6
khong it hiéu 1am.

Va néu ngay trong cudc sdng hang ngay, viéc khong biét ling nghe it khi giy ra
nhitng hau qua nghiém trong cho ngudi khdc, thi trong dam phdn, van dé khong
hin 12 nhu viy. Trong dam phén, ling nghe khong phai 1 chi phép lich sy trong
giao ti€p, ma 1a mot y&u to can thi€t, vi nha dam phan khong thé 1am khac khi
mic cd vé gid sdn pham/ dich vu trao d6i.

Trong dam phdn, ngoai chic ning thu lugm thong tin, viéc 1dng nghe con mot
s6 1gi th& khédc: (1) P& cho phia bén kia néi khi ta 1ing nghe sé& gitip ta phat hién
st thi€u nhat quan c6 thé c6 trong quan di€ém cia phia bén kia; (2) Ling nghe
con gidp phat hién nhitng di€m then chdt c6 gid tri d€ suy dodn do chan thanh
trong phat biéu va trinh bay clia phia bén kia.

Duéi day 1a mot s6 thd thuat nhiim ting cudng kha niing bi€t ling nghe cia nha
dam phén:

Chd y: buang 1a khong phdi lic nao ciing tap trung chd y dugc, nhit I1a trong cdc
cudc dam phdn kéo dai. Nhung néu khong chi ¥, ta s& bd qua cdc van dé quan
trong.

* Phat mot thong diép cho thiy ta dang ling nghe (mdt c4i nhin, mot nu cudi,
mot cdi git dau...)

* Pt cAu hdi mot cdch dé€ nghe (bing mdt ngdn ngit va diéu ngit trung tinh),
tranh gdy cdm gidc ta dang hoai nghi nhitng diéu ta dang nghe cho ddi phuong.
* Quan sat nhitng ¢t chi cia nha dam phédn phia bén kia (vi du: sy b6i r6i cho
thdy nha dam phdn khong chic chin vé nhitng gi minh néi.)

* Khong cit ngang: Mot 16i phd bi€n nhat cia nha dam phan 13 phdn béc tic thi
nhitng chd thi€u nhit quin trong quan diém ctia d6i phuong. Nhung xin hiy
nhd, muc dich khong phai 12 d€ néi, ma 1a d€ thu lugm y kién nhim lam cho
quan diém dm phén clia ta c6 cd s hon.

* Kién nhin: Ta ciing phai hoc cich kiém ch€ su cdm dé mudn phat bi€u gitp
khi nha dam phdn kia gip nhitng khé khin trong cdch dién dat. TruSc hét, su
gitip dd clia ta s& 1am cho nha dam phdn kia buc boi. Thém nita, hap tdp phat
bi€u ho c6 khi lai 1a n6i vé quan di€m ciia ta.

* Thién cdm: Ta thién cdm vdi phia bén kia d€ nhan lai su thién cdm cida ho.
Piéu nay gitip vuot qua cdc di€ém khé khiin trong ddm phan mot ciach dé dang.

* Yéu cau gidi thich nhitng di€m ta chua hi€u: Khi nha dam phén kia phat biéu
xong, c6 thé hdi ciu hdi vé& nhitng diém ma anh ta chua dé cip nhung lai lién
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quan dén hdp dong twong lai. Xin hdy nhd, cdi khong dugc néi ra ciing quan
trong nhu cai néi ra.

* Tim khu vuc thod thuan cho hai bén khi ling nghe ¥ kién trinh bay cia phia
bén kia. Piéu nay gitip ta thu hep pham vi cdc van dé ma & d6 rat c6 thé x4y ra
bat dong. Cit gidm pham vi cdc van dé bat dong 12 1am ting hiéu qua cla dam
phén.

4.2.3. Ky thuat diat cAu hoi trong dam phan thueng mai:

Trén ban dam phan, ngudi ta khong bao giG 14t nglira quan bai 1én cho ta chon.
Ngudc lai, d6i phuong mudn ta bi€t vé ho cang it cang tot va chi dua ra nhitng
lap luan nhim bdo vé quan di€m clia ho. Vi vdy, ta phai biét ciach dit cAu hdi
dé thu lugm thong tin nhim phan biét that gid. TAt nhién, vé thu lugm thong tin
c6 nhi€u céch, vi du nhu 1dng nghe (nhv da trinh bay & muc 1.3. & chuong nay)
bing cach ling nghe, ta phat hién nhitng chi tiét va nhitng di€m nghi van dé héi
vao thdi diém phit hgp. Thé nio 1a thdi gian phit hgp? Thong thudng ta khong
cit ngang phdt bi€u clia ngudi khic (doan khic) bing ciu hdi cia ta. Ho néi
cang dai, cang c6 co hdi cho ta thu lugm thong tin c6 gia tri.

Ciing xin nhdg, khong ai ctt im ldng ma lai sg 10 bi mat. Vi vay, khi

ta nghe c6 chdn, van phai kién nhan. D6 1a sy kién nhin dudc tra

gia.

Loai cAu héi ta dit s& phu thudc vao ndi dung cu thé cia dam phan. Thong
thudng, ta mudn tim hiéu quan diém dm phén cia d6i phudng, muc tiéu cia
ho, tinh kh3 dung vé miic gid cla ho. N6i cdch khdc ta mudn xem ddi phuong
can gi, tai sao va nhan dinh gi qua thoa thuin.

Duéi day 1a mot s6 16i k§ thuat trong cAu hdi dim phan:

* Khong dit cAu hdi c6 thé trd 13i bing c6 hoic khong, trir khi d6 13 diéu ta can.
* Pit cAu hdi yéu cau trd 13i bing sd liéu, chit khong phai 13 gidi phap.

* Ngit diéu cda ciu hoéi 1a trung tinh va thai do héi 1a binh tinh. Nhitng cong
kich to mom hoic 4p dit khong mang lai nhitng ddp tng tich cuc.

* N€u ta dinh 14y thong tin “kh6 moi”, hay dit mot loat cdc cAu héi mém mdng
trudc dé tu dong hod cau trd 15i clia d6i phuong. Sau d6 ta dit cAu hdi chinh.

* N&u ta ghi chép cham hoic y&u vé k§ thuit 13y tin, ta hdi cAu hdi cin mot cau
trd 15i k§ thuat dai dé c6 thdi gian thu nhit thdng tin. C6 nhitng khi d6i phuong
khdng mudn trao thdng tin cho ta, ho dua ra 15i hita s& quay lai van dé, hy vong
ta s&€ quén chi tiét ho hita. BSi vay, ta khong nén quén (bd qua) nhitng cam két
s& trinh bay sau, v ddm bdo theo dudi nhitng cam k&t d6 d&n khi ta nhan dugc
thong tin.

Aa

Céc loai ciu hoéi trong dam phan
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Chiing toi biét ring nghién ctiu cAu héi 13 mot van dé da dudc trién khai tuong
ddi rong rdi trong cdc cdng trinh nghién cfu ngit phdp, gido hoc phdp, hoic
ngdn ngit hoc so sdnh d6i chi€u. Xét vé& mit cau tric (nhu trong cdc nghién ciu
ngit phdp hoc truyén thong by nay) ciu hdi dugc chia thanh ciu hdi chung
(Yes/ No Questions), cdu hdi dic biét (Wh- Questions), cAu hdi c6 dudi (Tag-
Questions). Trong phan dioi diy, chung toi trinh bay tém tit cic loai cu hoi dé
cap dén trong “Hudéng din chi€n ludc va chién thuit dam phdn” (Chester
Karrass: 1993). Cau hdi trong din gidi ctia Karrass dudc xem xét chi yé&u tir géc
dd ngit dung hoc va dp dung cho mdt ngit cdnh cu thé 1 ddm phan thuong mai.
1. Cdu hoi co dinh huong (direct questions)

Cau hdi ¢6 dinh huéng dude dung khi ngudi nghe khong thuc su quan tim hodc
chin chir trong viéc ra quyét dinh. Vi du khi ngudi ban hdi ngudi mua mudn 13y
loai hang mau nao, mau xanh hay mau dé va ngudi mua néi xanh ciing dugc, dd
cling dudc, mau nao ciing dugc thi d6 12 thdi diém dit cau héi huéng din. Cau
héi c¢6 dinh huéng 13 cdu hdi mang tinh cu thé, yéu ciu tra 15i vé nhitng diém cu
thé.

Céc vi du vé cau hdi c6 dinh huéng:

- What have you been paying? / Th€ 6ng (ba) vin thudng mua mit hing nay véi
gia bao nhiéu?

- What price must I meet? / Th€ tdi phdi trd d€n bao nhiéu?

- What will this change cost me? / Thé t6i phai chi bao nhiéu cho thay d6i d6?.

- When did you first become unhappy about that feature?/ dng bit dau khé chiu
vdi chi ti€t d6 tir bao gid?

2. Cdu hoi khong dinh hudng (Non-directive questions)

Cau héi khong dinh hudng 1a nhitng ciu hdi khai quat, khdong rang budc ngudi
trd 15i di vao cdc nodi dung cu thé nhu trong cAu hdi dinh huéng. Ngudi tra 15i c6
thé dé cap mot nodi dung rong hay hep tuy y va c6 thé kém s6 liéu, nhan dinh,
ddnh gid ctia minh trong cau trd 16i. Cau héi khong dinh huéng duge hdi ding
lic nhat khi phia bén kia ¢6 mong mudn bdc 16 ban than.

Céc vi du vé cau hdi khong dinh huéng:

- How do you determine a price on space part? / LAm thé€ nao ma cdc 6ng dinh
gid dugc cac phu tung?

- What requirements are most important to you as a buyer of ... / Vi tu cich la
khach mua,... , dng c6 nhitng yéu ciu gi

- How do you feel about the quanlity of our discount goods?

Ong cam thay thé nao vé chit lugng cic mit hang ha gid clia chiing t6i?

- We have treated you well in any circumstance, haven’t we? / DU hoan canh
nao thi chiing t6i van ddi x1¥ tot v6i cdc dng ding khong?
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3. Cdu hoi trinh bay thong tin (questions that gives information)

Cau hof trinh bay thong tin 12 cAu hdi cung c4p thong tin cho ngudi nghe.

C4c vi du vé cau hdi trinh bay thong tin:

- Have you had a chance to look at our new product? /

Céc ong di c6 dip xem san phdm mdi cla ching tdi chua ?

- Would it be fair to say that you feel this way...? / Khong bi€t c6 cong bing
khong khi néi cdc 6ng dang cdm thdy...?

- Do you know that we check each part six ways? / Cdc 6ng c6 biét ring chiing
t0i ki€m tra tSi tirng chi ti€t bing ca sdu phuong phap khong?

- You are surprized at our low price, aren’t you?/ Cac 6ng ngac nhién trudc gia
ha cda chidng toi phai khong?

- If T understand you correctly, you are still hestinating about our product
quality, aren’t you?/ Néu chiing toi hiéu ddng thi cdc 6ng vin con ngin ngai vé
chat lugng san phdm cia ching tdi, ding khong?

Sau nhitng cdu hoi trinh bay thong tin thudng l1a nhitng luan giai (dai).

4. Cdu hoi kich thich suy nghi (questions that stimulate thoughs)

Cau hdi kich thich suy nghi 1a nhitng cAu héi khi€n ngudi bi dit cAu hdi phai
xem xét lai cach nghi cia minh va thit suy nghi theo huéng khac.

Céc vi du vé cau hdi kich thich suy nghi:

- Would you consider a two year contract?/ Cac ngai c6 thé xem xét mdt hop
ddng hai nim dugc khong?

- How does this idea grab you? / Cac ngai dva y tudng nay trén cd sG nao?

- Are you sure? / Céc ngai ¢6 chic nhu th€ khong?

- What if we ordered twice as many?/ Né&u chiing t6i dit hang vé6i s6 lugng gap
doi thi th€ nao?

- Inflation is a problem, isn’t it?/ Phai tinh d&€n c4 van dé lam ph4t nita, ding
khong?

- Would you consider a deal like this?/ Cdc ngai tinh ban bac thé nay thdi sao?
5. Nhiing cdu hdoi kich thich ra quyét dinh (questions that cause decisions to be
made)

DPay 1a nhitng ciu hdi dung dé két thic van dé. Chiing ciing c6 tic dung kich
thich d6i phuong xem xét ra quyét dinh va két thiic ban bac.

Céc vi du vé cau hdi kich thich ra quyét dinh:

- Will you take it or leave it?/ Cdc ngai chdp nhan hay tit b3?

- How many do you want to order?/ C4c ngai dinh diat hang bao nhiéu?

- Did you know that the price is going up Monday? Better act now.? Cac ngai c6
biét d&n thit hai tuan sau thi lai gid khdc rdi khong? T6t hon hét 1a quyét dinh
di.
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- Are you prepared to give us the whole order if we reduce the price by 10
percent? / N&u ching to6i gidm gid 10% liéu cdc ngai c6 cho ching tdi hudng
toan bd don ddt hang khong?

6. Cdu hoi xo xién (loaded questions)

Cau hdi x4 xién 13 ciu hdi chita ngdm trong ndi dung clia né mot dinh ki€n xau
hodc mot bi€u hién khinh thudng clia ngudi hdi ddi v6i ngudi bi héi.

Céc vi du vé cau hdi x4 xién:

- Do you still beat your spouse? 6ng hoi nay van hay ddnh vg ddy chi?.

- Is your accounting system still bad?/ Hé thdng k€& todn clia cdc 6ng hoi nay
van toi nhu trudc phai khong?

- Are you askingme a loaded question again? Ong lai dinh hdi x4 xién tdi nita
hay sao?

- When did you first see the problem?/ Ong phét hién ra vAn dé khi nao vay?

7. Cdu hoi mdp mo (ambiguous questions)

Cau hdi map md 13 cAu hdi c6 thé dugc hiéu bing nhiéu cich.

Céc vi du vé€ cAu hdi map mo:

- How do you put this quote together?/ Ong gop bdo gi4 lai thé nao?

- That doesn’t look right, does it?/ Trong th& khong 6n, ding khong?

- The cost look high, don’t they?/ Trong chi phi cao qud, ding khong?

- You can do better than that, can’t you? / C4c 6ng con c6 thé lam tot hon, ding
khong?

8. Cau hdi dan ddt (leading quesitions)

Cau héi din dit 14 loai cAu hdi gitp chuyén sang mot huéng tim hi€u khic hoic
huéng 14ap ludn clia ngudi trd 15i ting budc, ting budc chuyén theo 16gic cla
ngudi ra cu héi. Cau hdi din dit con c6 thé 12 mot cdi biy trong khi ngudi hdi
mudn ki€ém tra xem ngudi tra 13i ¢6 néi that hay khong?

Céc vi du vé cau hdi din dit:

- Are you sure of that figure? It seems to be different on page 2. Which is right?
How do you explain that? Now look at your summary. It’s different again. Let’s
start from my figure in that case./ Ong c¢6 chin chin vé con s& d6 khong? Xem
trang 2 lai tha'y khdc. Chd nao 13 chd ding? Pay lai con chd tdng két nita.

Con s6 lai khdc. Thoi thé€ nay thi bit du lai theo con s& cia tdi di.

9. Cdu héi tu tit (rhetorical questions)

Cau héi tu tir 12 cau héi thuc t€ khong cin ciu tra 18i.

Céc vi du vé cau héi tu tir:

- Do you really want me to believe that?/ Cé ding 1 ngai mudn toi tin nhu thé
khong?

73



- Do you always come so well prepared or are we just lucky?/ Pay la do cac
ngai luén chuin bi k§ hay chi don thuan 12 ta gip may?

- Isn’t that a coincidence?/ Pay phai ching la sy trung hgp?

- Now what do you think my boss would say to that?/ Pa th€ nay ngai nghi s€p
clia toi s& noéi gi vé chuyén nay?

10. Cédu hoi thit (candid questions)

Cau hdi that la cau héi ngu ¥ hoidc gitp tao ra mot sy gan giii chia sé.

Céc vi du vé cau héi that:

- What is the least you will take? Tell me. / it nhat phdi bao nhiéu thi dugc? Ong
noi di.

- You and I both know that’s right. Right?/ C4 cdc ngai va t6i déu biét thé mdi
phai. Bing khong?

- Can you trust me? Cac ngai khong tin tdi n6i sao?

11. Céu hoi két ludgn (closure questions)

Cau hoéi két luan 13 ciu héi gitp khép lai cudc thio ludn tam thdi hodc vinh
vién.

Céc vi du vé cau hdi két luin:

- Can’t you see? This is better for you./ Ngai khong thdy sao? Diéu nay t6t hon
han cho ngai.

- Is that your final offer? / P6 1a 13i chao gid cudi cing clia cdc ngai phdi
khong?

- Do you know how good a deal you’ve offered me?/ Ngai c6 biét 1a ngai da
chao t6i mot thuong vu t6t dé€n th€ nao khong?

- You’ve seen my costs. Can you ask me to lose money. I won’t. / Ngai da thay
chi phi ctia chiing t6i bd ra rdi. Ngai mudn chiing tdi 16 ching? Khong dau.
(Ngudn: Chester Karrass: 1993)

Aa

4.2.4. Ky thuat tra 16i cau hoi trong dam phan thuong mai.

Nha tri€t hoc Anh thé ky X VI, Sir Francis Bacon, néi ring dam phén 12 mot qua
trinh khdm ph4. C4u hédi dugc dua ra va dugc ddp ing bing ciu tra 15i, roi dén
tuyén bd, bac bd hoic diéu chinh. Nha dam phan phdi chiu mot dp luc 16n dé c6
nhitng nhan dinh, nhitng cau trd 13i hdp 1y cho nhitng cAu hdi. Van dé & chd it ai
trong s6 ching ta c6 khd ning duwa ra ciu trd 16i m§ man mot cdch tifc thi.
Thudng nhitng cau trd 13i 4y loé 1&n sau khi cu héi da 1a chuyén qud khit, khi
ngudi ta ngdi trén xe d€ di vé& nha ching han.

Nhu vay, mudn tr3 13i t5t phai c6 su chudn bi. Cé 1& viéc quan trong nhat 12 tinh
trudc nhitng cAu hdi c6 thé s& dudc ddi phuong néu ra. Mudn vy, ta cin:

* C6 thdi gian suy nghi
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* Khong dua ra ciu tra 18i n€u khong hiu cau héi.

* Phat hién nhitng ciu hdi khong dang tra 16i.

* Pua ra nhitng cau trd 18i chi thod man mot phan nodi dung ciu hdi chit khong
phai 1a toan bd ciu hdi.

* Tim c4ch 1dng trdnh cAu hdi bing cdch dua ra ciu trd 15i lac dé, cau trd 13i cho
mot cAu hdi nao d6 khong dugc hoi.

* Hodn céu tra 16i vi 1y do chua du tai liéu hoidc khong nhd.

* Budc phia bén kia ty tim ciu trd 15i, d6 13, yéu cau ho 1am ro lai cAu héi cla
ho.

* Khi c6 ngudi cit ngang, vui vé chdp nhan su cit ngang do.

K§ thuat trd 13i cAu hdéi nim & chd ding trudc mot ciu hdi ta x4dc dinh dudc tic
thi cdi gi nén ndi ra, con cdi gi khong nén ndi ra, va dung lugng ctia mdi thit 1a
bao nhiéu. K§ thuat trd 15i cAu hdi trong dam phén khong nim & chd duwa ra ciu
trd 15i ding hay cAu trd 15i sai. C4u tr3 13i ding trong dam phan chua hin di 1a
ciu trd 15i hay, ma con c6 thé 1a nhitng cu tra 15i ngé ngin.

Cau tra 15 lac dé, tham chi sai lac hin so véi cau hdi chua hin 1a

biéu hién clia sy han ché kién thitc, hay khong hi€u ciu hdi (nhu trong cic giai
thoai vé cdc hoc sinh kém trong céc 16p hoc ngoai ngit). Ban dam phin khong
phdi 12 16p hoc hay hoi thdo khoa hoc. Quanh ban dam phdn, con ngudi cin
dudc thuy€t phuc, nhitng ciu trd 13i “vang a”, “thwa khong” vi thé rat khé tim.
C6 mot cdi gi d6 gidng nhu giai thoai vé nha ngoai giao (Khi nha ngoai giao
biéu 16 sy nhat tri thi phai hiéu d6 1a su c6 thé; khi nha ngoai giao noi co thé thi
phai hi€u d6 13 khong; khi nha ngoai giao néi “khong”, anh ta khong con 13 nha
ngoai giao nita). C4c nha dam phén thuong mai ciing rat than trong khi trd 15
pht dinh, ngay ca khi budc phdi bd ban dam phan.

4.2.5. Ky thuat tra 16i ma khong tra 10i.

C6 mot cau chuyén vui k& riing: ‘Hai vg chdng nha no rit yéu nhau. Mot dém,
trude khi di ngd, ngudi chdng néi véi ngudi vo: “Anh biét chiing ta rt yéu nhau.
Anh yéu em va em yéu anh. Nhung khong hi€u vi sao ctt mdi 1an anh héi em
diéu gi do thi em lai trd 15i anh bing mot cAu hdi”. Ngudi vo 1ing nghe chim
chd, ri ddp “That th€ 2, anh thin yéu cia em?”. Trong cudc song hang ngay, ta
c6 thé tr 151 mot cau héi bing mot cau hdi, vi du: Héi “em yéu anh khong?”,
DPép: “Sao anh lai hdi em nhu vay”. Cau trd 15i vin 12 cAu trd 13i nhung khong
trd 101 gi hét.

Aa

Nhitng ciu tra 16i khong phai 1a nhitng cau tra 15i

Trong dam phan thudng mai, viéc dua ra nhitng ciu tra 16i khong phai la ciu tra
15i c6 tac dung gitip nha dam phdn c6 nhiéu thdi gian d€ suy nghi va phan tng
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trudc d6i phuong, duy tri thé chli dong va danh lac huéng d6i phuong. Dudi day
12 mdt s6 vi du vé nhitng ciu tr3 13i nhung khong tra 13i:

- Please, repeat the question (Xin hdy nhdc lai cGu héi)

- I don’t quite understand the question (T6i chua hiéu ré cdu héi ciia ngai)

- That depends on ... (Vén dé nay con phu thudc vao... )

- That’s quite another subject. (Day lai la mot chii dé hoan toan khdc)

- You’ve got to understand the history. It really began...

(Ngai nén ndm vén dé cho cé ngon nguon. Khéi thiiy vén dé...)

- Before I answer that you’ve got to understand the detailed procedure... (Trong
khi cho dgi toi cong nhan dung Lo ngai da hiéu thii tuc chi tiét...)

- It appears to me... (Theo nhu ché t6i quan sdt duoc...)

- As I recall it... (Theo nhu toi con nhd...)

- Idon’t recall (T6i khong nho)

- I have no first- hand experience with that but have heard... (Téoi khong truc tiép
ndm vén dé nay, nhung theo téi duoc biét...)

- It varies because... (vdn dé nay con tuy vi...)

- Sometimes it does work that way. (Péi khi nhu thé thi ciing duoc)

- It’s not a question of yes or no. It’s a question of degree, more or less. (Ddy
khéng phdi la van dé dong ¥ hay khong dong ¥. Pdy la vdan dé vé mitc do, thém
lén hay bot di)

- Your word is just splitting hairs. You are like a professor playing with words.
(Cdu héi ciia ngai chdng khdc gi ché sgi téc lam tw. Ngai gidng nhu mot gido su
thich choi chit)

- You must understand the reason. It was not just one thing that caused it. But
many. For example... (Ngai nén nam cdn nguyén. Khong phdi chi c6 mot nguyén
nhdn ma la nhiéu nguyén nhdn gdy ra chuyén nay...)

- Let’s get specific (Chiing ta nén dé cdp vao nhitng vén dé cu thé)

- It generally works that way (Nhin chung thi phuong thitc do ciing kha di)

- Please break the question down into parts (Xin ngai néu van dé thanh timg
muc)

- No. It’s not the way you said (Khong, néi nhu ngai khong ding)

- I can’t talk about that because... (Téi khong thé ban vé chuyén nay, vi...)

- It’s a matter how you look at it (Vén dé né nhu thé la vi ngai nhin thdy né nhu
thé).

- I don’t mean to quible with you but... (T6i ddu cé6 mudn vong vo tranh ludn vdi
ngai, nhung...)

- I can’t agree with the statement part of your question

(Téi khong thé tdn thanh phan khdng dinh trong cdu héi ciia ngai)

76



(Ngudn: ChesterL. Karrass: 1993)

Aa

4.2.6. Ky thuat xu 1y nhitng ciu tra 16i map mo:

Nhitng ciu tra 16i mdp md c6 gid tri thong tin khong hon gi sy im 1ang. Nhitng
cAu trd 15i map md cho thdy phia bén kia khong dugc minh bach 1dm trong quan
diém vé van dé dugc hoi.

C6 hai 1y do din dén ciu tra 18i map md: (1) C6 thé 1 ciu hdi cla

ta qua dd hodc (2) CAu hdi cda ta hay qud, it nhit theo quan diém cta doi
phuong.

Vi 1y do gi di ching nita, nhitng ciu trd 15i map md 12 nhitng ciu trd 15i dong
nghia v4i sy lanh lung va gy cam gidc kho chiu, vi cdi dich cia ta khong dugc
dap tng. Trong nhitng trudng hgp nhu vay:

* Ta nhic lai cAu trd 15i cia d6i phuong va yéu cau 1am rd nhitng chi tiét chua
lam r0.

* B qua nhitng cdu tra 16i chua phit hgp nhung sé dit lai cdu hdi (ma ta da hoi)
vio mot thdi di€ém bat ngd ndo d6. Thi thuit nay cho ta mot cAu tra 13i hoan
toan khdc do y€u td bat ngd 1am mat sy phong bi clia ddi phuong.

* Pit nhitng cAu hdi ti€p theo d€ dwa d6i phuong vao gudng ciia ta.

* Kién tri hdi dén khi ta tim dugc cu tr3 15i. Ta khong ngai khi d6i phuong ndi
cdu. Vi nhitng ciu héi chi 12 thi thuit clia d6i phuong d€ tranh tra 15i.

4.2.7. Ky thuat giai ma cdc tin hiéu ngoén ngit va phi ngoén ngii:

Nha dam phdn nao ciing 1a ngudi suy dodn y nghi d€ xem d6i phuong dang nghi
gi. Suy cho cling, dam phdn chi 12 mot cong viéc nhe nhang néu ta biét doi
phuong dang ddi xi cong bing vdi ta hay chi huyén hoang tuyén truyén d€ tim
1gi thé.

Song that gid khé ludng nén ta phai tim cdc miu chdt d€ phan dinh. Cdc mau
chdt d6 c6 thé tim dudc trong (1) Thdi do clia ddi phuong; (2) Dién mao cta doi
phuong; (3) Clt chi clia di phuong; (4) Giong diéu ctia d6i phuong.

a. Thdi do:

Ta xem ddi phuong 14 k& hinh ti€n, than thién hay thing thin. Néu la ké hinh
ti€n, cudc dam phdn s& dién ra trong khong khi d6i dich. Néu d6i phuong 1a ké
c6 thdi d6 than thién, thodi mdi, dam phén sé& dién ra trong hdp tac giai quyét
van dé. Du cho cdm gidc ban dau clia ta vé ddi phuong 13 thé nao di nita, ciling
khong nén voi va tin vao cdc gid thi€t vé thai do clia doi phuong ngay. C6 thé
ddi phuong c6 thdi do nhad nhin, than thién khi méi gip, nhung chi can vira bat
ddng véi anh ta, anh ta dd dinh ngoam ¢, moi rudt ta roi.

b. Dién mao:
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Dién mao c6 thé lira ta. Ngay tif nhitng bai hoc v& 1ong vé cudc ddi, ngudi ta da
bi€t ¢6 nhitng con “s6i d6i 16t citu”, ¢ nhitng ké “mit nhan tif ma bung hiém
4c” (Phan Bo6i Chau). Ngudc lai, ciing c¢6 nhitng ngudi ding din, trung thuc
nhung hinh thifc bé ngoai thi khé coi. Nha dam phdn ding cd kinh nghiém, c
linh cdm, ca thdng tin gom dudc dé cé cich hanh dong. N6i cdch khdc, khi gip
mdt d6i phuong c¢6 dién mao khic thudng, nha dam phén phdi lién hé cdi quan
sat dugc v6i nhitng dif liéu khiac d€ ddm bao sy chinh x4c clia cAm nhén.

c. Ci chi:

Mot nu cudi, mot cdi chau may, mot cdi li€c mit hém hinh c6 thé 1a tin hiéu
phan héi trudc nhitng diéu ta néi. Song ciling can luu y ¢6 nhitng nha dm phan
gia ddi hay phét tin hiéu rdm. Ta phai cin than d€ ding qua tin vio ngdn ngif ¢l
chi. C6 nha dam phdn ma ta c¢6 cdm tudng néu tréi tay 6ng ta lai thi 6ng ta
khong néi duge. Ciling c6 nha dam phdn ngdi ngay ngudi trén ghé&. Chua hin
nha dam phdn “hi€u dong” di 12 ngudi ning dong va chua hin nha dam phin
ngdi nghiém da 12 ngudi nghiém khic, khé ban bac.

d. Giong diéu:

Tuc nglt Nga ¢6 cau: “Quan trong khong phai 1a ban néi cai gi, ma la ban néi
thé nao”. Ping vay, ngudi ta khé ma c6 thé gidu dudc ¥ nghi qua giong néi. C4i
giong néi 4y c6 khi qud ro d€ ta biét d6i phuong mudn ndi gi véi ta “Pd ngu,
cdc anh dinh 1am gi? Pinh dn cdp cd doanh nghiép cla tdi hay sao?. Nhung
ciing c6 khi giong néi 4y rat khé gidi ma. Khong cin than, ta rat dé bi lira tru6e
cdi “Bé ngoai thon thét néi cudi. Ma trong nham hiém giét ngudi khong dao”
(Nguyén Du), trudc cdi “Miéng nam mod, bung mdt bd dao gim” clia doi
phuong. Van dé & chd nha dam phan phai tinh tudng, phii dé y d€ khdi bi
nhim. Mot déng nghiép tAm sy cling ching tdi: “Ngudi thong minh c¢6 ba phdm
chat: P& y; Nhé nhanh; va Tao nhanh cdc méi lién hé bén trong va bén ngoai.
Trong ba pham chat 4y, “Dé€ y” 1a pham chit quan trong nhat.”

4.2.8. Ky thuat khic phuc nhitng tré ngai giao ti€p trong dam phan.

Trd ngai giao ti€p phd bi€n nhat trong dam phdn 1a chuyén ai néi niy nghe.
Hién tudng ndy xuét hién khi bén nio ciing cho ring quan di€m ctia minh Ia
ding. P& khic phuc khuynh huéng niy, ta cin tinh tio trudc nhitng phat biéu.
Trong nhitng cudc dam phdn kéo dai, yéu t6 mét mdi ciing 1am han ch€ su tap
trung.

Vi thé&, cAnphdt hién cdc ddu hiéu mét mdi va néu can nghi udng ca phé, nghi
an trua hodc di thim phong cédnh trong mot ngay.

Bén canh, cling can luu y d€n mot s& k§ thuat ddm bdo thong thodng qud trinh
giao ti€p trong dam phdn, dé la:

78



* St dung tri hai hudc: Nhidm 1am cho khong khi dam phdn thodi mai, than thién
hon. Dung lugng cin thi€t cia hai hu6e ciing cAn tinh sao cho hgp 1y d€ ding
thdi qud, bié€n ta vao vi th& kém chi phdi vé sau.

* Chuyén trong tAim: nhitng bdo cdo tai chinh va k§ thuat dai d& 1am cho ngudi
ta budn ngd. Vay khi phit hién moi ngudi khong chi y ling nghe, ta hay chuyén
trong tim sang mot van dé khdc, d€ lui van dé dang trinh bay vé sau.

* Giai nghia cdc di€ém nham 14n, nhim ddm bio ngudi nghe hi€u nhitng gi ta
trinh bay. Trong trudng hop ngudi nghe khong hiéu khi da c6 giai thich, ta phai
tim ngon tir khdc d€ luan giai.

4.2.9. Ky thuat trinh bay 1ap luin trong dam phan

Pam phdn vé cd ban 12 mot tran dau khiu. Nhitng kh4 ning tranh lun cda ta dit
o6t dén dau ciing 1a vd nghia n€u ngudi bdn khong ban va ngudi mua khong
mua, nghia 12 khong c6 thoa thuin. Vi thé€ khi trinh bay 1ap luan, ludn phai tinh
dén quan diém cda phia bén kia va tinh dé€n miu chot thic ddy phia bén kia
chap nhan nhitng dé nghi.

Duéi day 12 mot sd ti€u x4o:

* Chitng minh 14p Iuén cla ta bing dan ching. Nhitng din chiing ndy sé& c6 gid
tri thuyét phuc hon nhiéu néu c6 xdc nhin cia mot bén thit ba.

* DAn y ki€n chuyén gia dé€ bdo vé quan di€m. y ki€n clia chuyén gia cing c6
thAm quyén cang c6 gid tri thuyé&t phuc. Trong nhitng trudng hdp cu thé, c6 thé
st dung ngay chuyén gia ctia phia bén kia d€ chiing minh cho luin di€m ciia ta.
* Tranh cdch néi hi hoa hodc khong c¢6 co s8. Phia bén kia sé& chi chi y dén
nhitng 14p luan trén cd sd so6 liéu.

* Tuy khong nhin vao nhitng diém y&u trong dé nghi clia ta nhung ciing khong
nén lang tranh. Né&u c6 thé, ta tv néu cic diém yéu d6 vé6i nhitng thuyé&t minh vé
khia canh tit yé&u clia né.

Vi du “gia cta ching ta tuy cé cao hon gia canh tranh, nhung d6 1a vi phai cong
thém cdc phu phi dé ddm bio chit lugng cao hon ctia mit hang. Cho phép toi
trinh bay cédc ching nhan vé chit lugng ma...”. C4i ta lam & day la tu ta néu van
dé truge khi phia bén kia dit vin dé diém yéu trong dé nghi cla ta, va vi thé, ta
c6 thé xit Iy van dé tho cdc diéu khodn cta ta chi khong phai ctia d6i phuong.
Ciing qua d6, y&u to tin cdy giita ta va doi phuong dudc ting cudng.

4.2.10. Nhitng k¥ thuat thuyé&t phuc cd ban

Tinh hop 1y clia quan diém dam phdn cda ta 13 yéu td quyét dinh trong thuyét
phuc phia bén kia di d&€n thod thuan. Tuy vay chua han lic nao diéu ndy ciing
ding. Nghia vu clia nha dam phdn la phéi lam cho phia bén kia tin 1a ho sé dat
dugc mot thod thuin cé 1di nhu ta mudn ho tin.

Duéi day 1a mot s6 k§ thuat co ban
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1. Ludn ludn ding ciu ngin, ro rang, khic chiét d€ ddm bio cho ngudi nghe
hiéu dugc, hi€u ding, hi€u rd nhitng gi dang dudc trinh bay. Cdc nha vin 16n
trén thé gidi déu 1a nhitng nha vin viét d& hiu. Ngudi trinh bay van dé tot 1a
ngudi néi diéu kho hiéu thanh dé hiéu.

2. T6c dd vira phdi d€ cilr toa c6 thé d& theo doi va ghi chép. Theo Chester
Karrass, c6 thé tim cdc chuyén gia dim phdn sanh sdi (experienced
professional) trong cdc phién dam phdn nhon nhip bing cdch quan sét tdc do
clia cdc nha dam phén trén dién dan. Nhitng ngudi linh méi (tan binh) trong mot
trAn ddnh 1 nhitng ngudi di mot lugt hét cd mot bang dan. Nhitng ngudi linh
thién chién 12 nhitng ngudi bin thing thing c6 khi chi hai vién mot.

3. Luon ludn giff tu thdi khing dinh va st dung cAu khiang dinh trong ngdn tir:
Né&u ta hanh dong, bi€u hién, suy nghi va trinh bay v6i phong thii hoan toan tin
tudng vao nhitng gi ta trinh bay, tu thai d6 sé tic dong dén ddi phuong d€ ho tin
theo.

4. Nhé s6 lidu clia ta va trinh by s6 liéu mot cdch thuan thuc: P& dam phén
thanh cong, ta chua hin da dugc ddi phuong yéu thich nhung dit khodt phai 1am
cho ho kinh trong ta.

5. P4m bio chic chin cho ngudi nghe hiéu ta: Ta trinh bay, phan bac, dé nghi,
stta ddi bing ngdn tif ma ddi phuong cdm thdy d& hi€u. Nghia 13, ta phai binh
dan hod sy uyén bic cia minh. Nhitng thuat ngit k§ thuit can dugc gidi thich.
Nhitng khdi niém va thuat ngit khé hi€u cian dudc nhic lai.

6. N6i chuyén vé6i ngudi ra quyét dinh: Bat ké ngudi ra ciu hdi 12 ai, khi trinh
bay/ trd 13i cAu hdi, ta phdi huéng vé phia ngudi dudc ra quyét dinh. P6 méi l1a
ngudi ta can thuyét phuc.

7. Khodng cdng kich c4 nhan doi véi ddi phuong, truc tiép hodc gidn ti€p: Béi vi,
c4 nhan con ngudi ngdi ddi dién véi ta trén ban dam phdn 12 ngudi dai dién cho
cid mot tap doan ngudi, cip trén, cAp dudi va to chic clia anh ta. Rit day thi
dong rung.

8. N&u c6 thé, din chitng 1ap luin cla ta bing sy xdc nhin clia bén thit ba: Béi
vi, diéu nay 1am ting sic thuyét phuc cla ta. Vi du “Cong ty MNZ di ting 20%
san lugng dau ra do stc sit dung mdy clia chiing tdi”.

9. Chi cho phia bén kia cach ta ¢ thé gidi quyét vin dé ctia ho: Né&u tinh hudng
dam phdn cho phép ta lam th&, viéc dit ta vao vi thé clia phia bén kia dé€ néu
cach gidi quyét sé c6 tac dung rat thuyét phuc ddi vdi ho.

10. Céch trinh bay hip din: Dt d6 1a d& nghi vin ban hay giao ti€p diu khiu,
céch trinh bay hip din ciing c6 stic thuyét phuc. Bin chit con ngudi 12 chudng
hinh thic, nhiéu khi phdi d&€n mtc phadi cAn nhic. TAt nhién, cdi nét dinh chét
céi dep. Trong dam phén, “cdi dep” khong phai 1a d6i phuong ctia “cdi chét”.
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Céc cong trinh ctia Tako Kagayaki (1995), Diana Rowland (1985) la nhiing
cong trinh dé cAp manh vao van dé nay trong giao ti€p dam phdn.

4.3 Vai tro cua phién dich trong dam phan thuong mai:

Trong dich thuit thong thudng, ngudi ta da néi “Dich 1a phan dich”. Va ngudi ta
cliing hay néi dua nhitng ngudi lam cong tac bi€n, phién dich 1a nhitng “dich
gia”, dich gia chi khong phai 1a dich that.

Trong dam phédn thuong mai, viéc st dung phién dich nhu thé nao cho hiéu qua
da thu hit chd y cda nhiéu nha nghién ctu. Nhitng giai thoai vé dich thuit vong
quanh th& gidi vé nhitng ciu chuyén khong biét nén khéc hay nén cudi do dich
sai ngdy cang nhiéu thém. Du6i diy xin trich nguyén bai bdo “Cdi miii qua
nhiéu ban dich”, mdt ciu chuyén dudc nhi€u ngudi trong giSi dich thuat biét
dén. Tac gid bai bdo, gido su PO Thién, nguyén 12 mot chuyén gia vé dich
thuat.

Aa

C4i miii qua nhiéu ban dich

Ai ciing bi€t dich tir ti€ng nay sang ti€ng khac 12 mdt cong viéc khong don gidn,
dé dang. B&i vi néi dudc hét y, dién dat hét tv tudng, tinh cdm cda nguyén ban,
chuyén dugc cdc sic thdi tu tlr, hinh thdi bi€u dat, ... clia mdi thit tiéng 1a viéc
vd cling phtic tap, chua néi dé€n chuyén ngudi dich hi€u sai nguyén vin dua dén
nhitng k&t qua budn cudi. Sau day 12 mot thi nghiém vé dich ma ngudi ta da 1am
& Lién X0 dé€ chiing minh diéu d6. CAu chuyén c6é vé khoi hai nhung da dugc
ti€n hanh mot cdch rit ding din. Ngudi ta mdi nhiéu dich gid chuyén nghiép,
nhiéu nha gido va mot sd sinh vién trudng Pai hoc Hitu nghi giita cdc dan toc,
Pai hoc T(A;ng hop Lomonoxdp, Hoc vién ngoai ngit tham gia cudc thi nghiém.
Cau xuét phat dé dich 1a mot cAu rit ra tf truyén ngin “Cai miii” ca nha vin
GoOgon, <...> tam dich 1a: “Anh ta mudén nhin xem cdi nét mun ma t6i hom qua da
tdy 1én trén miii anh ta. Nhung anh vo cing ngac nhién vi thdy & cdi miii ciia anh
ta mot chd phding Iy”.

Ngudi thit nhit dich cAu ndy sang ti€ng ctia Cervantes va Lope de Vega va dich
tirng tir. Theo ngit phdp tiéng TAy Ban Nha diing trudc trang ngit “hoan toan”
phdi 12 mot dong tir. Vi vay, ngudi dich bén thém vao cidu nguyén vin dong tir
“xuat hién”.

Ngudi dich thd hai thong thao ti€ng TAy Ban Nha va ti€ng Phacsi. Trong 13i
dich ctia anh ta, theo ti€ng Phacsi, “mot mun nhé” d6i thanh “mdt chd phong
1&én khé chiu”, “thdy” bi€n thanh “khdm phd ra”, “mudn” trd thanh “sip sira”.
Tié€p theo, mot ngudi khdc dich tir ti€ng Phacsi ra tiéng Nhat. C6 1& vi tiéng
Nhat ngudi ta wva dung nhitng tir t& nhi nén tinh ngit “khé chiu” (chd phong Ién
khé chiu) duge gidm nhe xudng thanh “khong giy dudgc thich thd thuc su”, tir
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“tdy 1én” c6 vé thi€u tao nhi cho nén dugc thay bing “nhd 1én tdi mot dd cao
nao do”.

Sang ti€ng Ha Lan, chd “phdng 1én” da bi€n thanh mot “md dit”. Pén ngudi
dich sang ti€ng ctia dan tdc U-06-16-phd song & Sénégan thi mo dat da cao 1én
thanh “ngon ddi”, ngon ddi nay, theo ngudi dich, khong thé & “trén mili” ma
phdi 1a & “trudc miii” méi hgp 16gic. Con “vo cung ngac nhién” nhudng chd cho
hinh 4nh “nhu bi sét ddnh”. Vi vay, dén ban dich ra tiéng Phép thi ciu ctia Go-
gon thanh ra: “Anh ta sdp sita nhin 1én doi ma 61 qua da 1o mo hién ra

trudc miti, nhung nhu bi sét danh anh nhdn thdy la cdi miii cua anh ta khéng con
nita.”

Cong bing ma ndi, phdi thira nhan 1 nhitng ngudi dich ngay cang di xa bdn gdc
khong phai do ¢d y. Ngudi nao ciing c6 ging hét sitc minh dich cho chinh xéc va
ciing c6 y muon 1a dich hay hon ngudi trudc doi chit. Tuy nhién, viéc dich phu
thudc vao nhiéu dic tinh cla ngdn ngit dich, vao tinh cdch riéng clia din toc,
vao tinh tinh, sy chid ¥ va cd trang théi tinh than clia ngudi dich. Cho nén viéc di
xa dan ciu gdc ct thé tiép tuc.

Trong ti€ng Bengali, “sdp stta nhin” bi€n thanh “ném mot cdi nhin”, sang sinh
vién ngudi My thay thanh ngit d6 biing mot thanh ngit khac c6 tinh hai huée “dé
con mit rdi xuéng” va danh tir “con mit” sau khi chuyén sang ti€ng B6 Pao
Nha dugc nha chuyén mon dich thanh “6ng vién kinh”.

Sau d6, nhitng ngudi dich thao ludn véi nhau, dai y nhu sau: “ciu vian da dugc
dich ra khong rd 1dm vdi cdc tif nhu “d6i”, “Ong vién kinh”, “sét ddnh”, “& chd
cai miii khong con gi cd”...

Chic phdi c6 chuyén tau thuyén gi d6 (y ki€n ndy cla mot nha chuyén mon
ti€ng Na Uy, mot nu6c bén bd dai duong). Thé rdi tir d6 chuyén qua ti€ng Tiép,
ti€ng Y-0-rip va ti€ng Na Uy. Va ciu vin clia GO gon, khong con 1a ciu vin
cia GO gon nita, c6 dang thdc sau:

“T61 qua diing trén ngon doi nhin thdng ra phia trudc anh ta béng nhién ddnh roi
ong vién kinh: Truéc mdt anh ta hién ra mot con thuyén da bi sét danh sat”.
Trong s& nhitng ngudi tham gia vao cudc thi nghiém ngdn ngit nay cé nhiéu
ngudi khong biét nhiéu thit ti€ng. Cé mot ngudi biét ti€ng Na Uy va tiéng Thd.
Ong ta khong cho phép ai thay ddi mot tir nao trong ciu vin di dich. Sau d6
ngudi ta lai dich lai tir ti€ng Thd sang ti€ng Nam Duong. C6é mdt diéu trong
tiéng Thd va ti€ng Nam Duong (ciling nhu trong nhiéu tht ti€ng khac), dai tir
nhan xung khong c6 gidng duc, giong cdi, “anh”, “chi” déu dudc thay bing mot
tlr. Ngudi dich ti€éng Nam Duong ndy ra y nghi :

Chic chidn ddy 12 mot ciu vin rit gon tir mot tic phaAm td mdt cudc tinh duyén
ké chuyén mot thi€u nit chd mong ngudi yéu clia minh 12 mot thuy thi nay da
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chét vi dim thuyén... Vi nhu vay, “t3i qua” nang ding trén d6i mong doi....
Nhung tai sao lai t6i qua? R4t c6 thé 12 vé budi tdi (vi ban ngay nang ban cong
viéc) nang hay 1én ddi trong bién cid mong chd, va ciing c¢6 thé budi tdi nhic
cho nang mdt ky niém nao d6... Vi vay, ciu dugc dich sang ti€éng Nam Duong
thanh:

“Dém dém nang hay tréo lén mot mém dd trén mdt bién, nhung hom nay nhin ra
xa nang béng roi chiéc éng nhom: Chiéc thuyén ciia chang da bi bao ddanh ddm” .
Cong viéc dich cit thé ti€p tuc modt cdch nghiém tic. Ngudi dich sau d6i mot
cdch c6 1y “mém d4 trén bi€n” thanh “hdi ding” (vi & dau c6 thé nhin 16 ra bién
trong mot dém t6i néu khong phai 13 trén mdt ngon hai ding?). PE ting thém
sic dién cdm, nhitng ngudi dich nhAn manh thém sy dau khd ciéia cudc tinh
duyén tan v bing cach cho chiéc thuyén dim chi con lai nhitng manh va.

O day, ti€ng n6i ctia Byron, clia Omar Khayyam, ctia Adam Mikiuervicz, cia
Dante, mdi tiéng mang thém tinh chit sdng tao nghé thuit vao va khi ciu dich
cudi cling dugc chuyén trd lai sang ti€ng ctia Gd-gon thi ta c6:

“Dung trén ngon hdi ddng nhin ra phia xa, nang buéng roi chiéc kinh vién vong
khi nhdn ra nhitng mdnh vé ciia chiéc thuyén ciia chang.”

D6 1a két cuc bi ddt ctia cAu chuyén “C4i Miii” sau khi dich ciu vin clia G6 gon
ra nhi€u thit ti€ng va cdi ma thi€u td Kdvaliev trong truyén d6 thdy & chd cdi
miii cda minh 13 ... nhitng manh thuyén v& troi giat trén mit bién ... Cic cu ta
xua thudng néi “tam sao thit bin” (ba 1an sao chép thi mit ban gdc). Ching ta
cling c¢6 thé rit ra mot két luan tuong ty khi dich mot nguyén ban qua nhiéu thi
tiéng.

(Ngudn: Pd Thién, Tap san Su pham Ngoai ngit, 3/

1976)

Aa

Dich thuat 12 modt ngay chuyén mon doi hdi nhiéu k§ ning phifc tap. Trong lang
dich thuat cling phan ra 1am nhiéu dai, hang, c6 ngudi chuyén bién dich, c6
ngudi chuyén phién dich. Phién dich lai c6 dich tdc thi, quen goi 1a dich cabin
(simultaneous interpretation), nghia 12 ngudi néi va ngudi dich 1am viéc dong
thdi, cif toa c6 thé nghe dién gid chinh hoic phién dich tuy theo kh4 ning ngon
ngit cda minh. Khic véi dich tic thi 13 dich dudi (consecutive interpretation),
nghia 12 dién gid chinh trinh bay trong mot khodng thdi gian ngén, ngudi dich
ling nghe, ghi nhé va ti€n hanh dich. Cit thé ti€p dién cho dé&n hét phat biéu cla
dién gia chinh.

C6 nhitng ngudi 1am nghé ngoai ngit sudt ddi nhung khong bao gid 1am ndi cong
tdc dich thuit, nhat 1am nhitng viin bdn c6 tAm quan trong, ndi sai mot ly, di mot
dim. Céc giai thoai trong dich thuat (translation anecdotes) dugc cdc nha
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nghién citu vé dam phdn ghi lai ngay cang nhiéu. Cic giai thoai c6 khong gian
tif cdc budi gip g8 nguyén thi qudc gia d€n cudc dao chdi ngoai 6 cia cdc phai
doan trong ngay nghi.

Chuyén k€ ring khi tdng thdng My Jimmy Carter dén Ba Lan, 6ng dugc diéu
mot phién dich ngudi Ba Lan gin nhu § phiit chét truSe khi vao hop. Khong
quen vdi phong cich ngdn ngit clia Carter, ngudi phién dich nay d3 hé nhiéu
chd. Thay vi dich Carter “r&i nuéc My~ anh ta dich thanh Carter “tit bé nudc
M§”. Thay vi dich Carter “khao khdt mudn biét thém vé cudc song & Ba Lan”,
anh ta dich thanh Carter “c6 duc vong vé Ba Lan”.Va cudi ciing, vin céi y
Carter mong mudn biét thém vé dit nuSc va con ngudi Ba Lan, anh ta dich
Carter “rat 1ay 1am hai long c¢6 mit tai Ba Lan dé€ chiém ngudng chd kin cida
ngudi Ba Lan” (!!!). Trong mdt cudc dao choi 8 ngoai 6 Thudng Hai, huéng dian
vién du lich clia Trung Quéc néi v6i khach dp lyc dan s§ trong thanh phd 16n
dén mitc “thanh phd t& cd ra vdy” (the city is pouring out to the skirt) (!) Ca
phéi doan cudi vui vé. Trong ti€ng Anh, “to pour out” ¢6 nghia 12 “tran ra”,
“outskirt” c¢6 nghia 13 “ngoai 6”. Ngudi hudng din vién du lich dinh néi “dan
thanh pho tran ra ngoai 0.

Aa

Céc giai thoai vé dich

Céc thong bio & khach san cling 13 mdnh dit mau md cho cdc giai thoai vé dich.
Xin Ivu ¥: ching ai ngé ngdn d&én mic ra nhitng thong bdo c6 ndi dung nhu
nhitng thong bdo dudi day.

Nhung do bi dich sai sang ti€ng Anh, ching di gy ra cdc thdm hoa, rd rang
trén “gidy tring muc den” & mot khach san Paris:

Please leave your values at the front desk (Xin quy khdch dé lai ciia qui & ban
tiép tan)

0] mot khich san Thuy Sy: Because of the impropriety of entertaining guests of
the opposite sex in the bedroom, it is suggested that the lobby be used for this
purpose (Do cé bdt tién trong viéc cdc qui khdch khdc gidi vui thii trong phong
ngu, xin goi y dung hanh lang cho muc dich nay)

0] mot khach san Acapulco:

All of the water in this hotel has been personally passed by the manager (Tdt cd
nudc trong khdch san nay dé la nudc gidi ciia gidm doc)

o) mot khach san Nhat:

You are invited to take advantage of the chambermaid (Xin moi qui khdch dung
c6 hdu phong
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& mot khdach san Nam Tu: The flattenting of underwear with pleasure is the job
of the chambermaid (Vuét do 16t ciia qui khdch mot cdch vui vé la cong viéc ciia
c6 hdu phong)

Va con nhiéu vi du nita.

(Ngudn: Roger E. Axtell: 1995)

Aa

Mic du vay, trong dam phan thuong mai, viéc st dung phién dich du sao ciing
c6 nhitng 1i thé. C6 nhiéu cudc dam phén, c¢6 thé néi, néu khong c6 phién dich
thi khong thé trién khai dudc vi cdc bén tham gia ngdn ngit bat ddng. Nhitng 1gi
th& clia viéc st dung phién dich trong ddm phdn c6 thé Ia:

* Ngudi phién dich, do thong hi€u ngdn ngit, phong tuc, tdp quin va vian hda
kinh doanh (Corporate Culture) cia nudc ma anh ta nghién cdu, cé thé 1am cé
van tot cho ta khi dam phén.

Ngudi phién dich c6 thé gitip ta gidi mi cdc tin hiéu ngdn ngit va phi ngoén ngit
day dd va chinh xdc hon.

* Khodng thdi gian d€ ngudi dich 1am viéc bén ban dam phdn 13 khodng thdi
gian yén ling d6i vdi ta. Ta c6 thé quan sit phan Gng clia ddi phuong va cé thdi
gian chuin bi phan tng lai.

* Ngudi phién dich déng vai tro lam gidm choang vang vian hod (culture shock)
cho ta. Khi chuyén cdc tin hién ngdn ngit tir ti€ng nay sang ti€ng khic, ngudi
phién dich da ciin cit vao cdc dic diém ngdn ngit/ vin hod clia ting thit ti€ng dé
tim cach phat ngén phu hgp trén cd s§ bao toan ndi dung thong bao.

* Ngudi phién dich ddm bdo do tin ciy clia ndi dung viin ban khi né dugc ky két
bing hai hay nhiéu thif ti€ng.

* Mot 10i thé nita clia st dung phién dich 1 ta c6 thé dd 16i st dung sy hiéu 1am
1én ngudi phién dich, thAm chi ngay ca khi 15i 1a & chd khac. DAy 1a mot ngén
giao ti€p ma cdc nha dam phdn thudng sit dung trong viéc rit dé nghi, chap
nhan hoéc chinh 1y cac thoa thuin.

C6 mdt chuyén cudi vé giao ti€p dam phan qua s dung phién dich: Mot phai
doan dam phdn cta nudc thudoc khu vuc Chau 4, Thai Binh Dudng khi dua ra
mot di€u khodn bi phdi doan Hoa Ky khong tan thanh, trudng doan néi: “Pay la
ban dich mdi clia diéu khodn” va ong chinh 1y lai diéu khodn d6 d€ dé dudc
chap nhan hon.

Vai trd clia ngudi phién dich trong ddm phdn thuong mai khdc han vai trd cia
ngudi dich cabin hay dich dudi dién vin tai Pai Hoi dong Lién Hdp Qudc.
Trong dam phdn thuong mai, ngudi phién dich theo doi cudc thdo ludn va chi
1én ti€ng khi dugc yéu cau. Ngudi phién dich déng vai tro thuc thé 12 thu ki clia
c4 doan, dan x€&p k& hoach ti€p xic doi dién hodc qua dién thoai. § My, cong ty
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AT & T cung cip phién dich cho hon 140 tht ti€ng vio bat ky thdi diém nio
trong ngay hoic dém. Ta chi cin thdng bdo lich trudc cho AT & T va yéu cau
ngudi phi€n dich ma ta da tin nhi€ém.

5.K5 thudt két thiic dam phdn

C4i gi m& dau ciing c6 két thiic. Nhin chung, tit c3 tot dep thi két thiic tot dep
(Shakespeare). Trong ciu néi nay cla Shakespeare, tif quan trong nhit 1a tir
“tat cad”. TAt ca tot dep 12 mdt nguyén nhin 1y tudng dé di dén két qua tot dep.
Song trong thuc t€, khong phéi lic nao ta ciing c6 dugc cdi nguyén nhan ly
tudng ay. Cc cudc dam phdn bao gid ciing di dén hai két cuc co ban: (1) Pat
dudc thoa thuin va ky k&t hgp dong; (2) khong dat dugc thoa thuin. Trong diéu
kién khong dat dudc thod thuin, trong ddm phan, diéu nay chua hin da 13 mot
that bai. Ngugc lai, néu di dén thod thuin, nhung nhitng thod thuin iy dem lai
1gi nhuan cho d6i phuong va thua thiét cho ta thi diy chinh Ia that bai.

5.1. Khi nao ta nén b6 ban dam phan

C6 mot s6 nguyén nhan khi€n cho dam phdn khong di dén thoa thuan. D6 1a:

*1. Phia bén kia khong mudn ky két thod thuin. Sau bao nhiéu vit va chuin bi
va cing thang tinh todn, thit khé c6 thé tudng tugng mot cd nhian hay mot tip
doan nao d6 di dé€n ban dam phdn ma lai khong c6 y dinh di dén thod thuén.
Song néu suy tinh cho k¥, viéc phia bén kia khong mudn ky két tho thuin ciing
c6 nguyén do clia né. Tru6c hét, phia bén kia c6 thé tham gia ddm phdn ma
chua tinh dé€n nhitng hiu qua cda viéc di dén thoa thuin. Piéu nay dé thiy nhat
trong trudng hgp bén ndo d6 trong ban dim phén 14y dong cd hung thd tinh cdm
1am cd s ban diu cho xuat phat di€ém cda muc tiéu ddm phan ctia ho; Mot nha
doanh nghiép chuwa am hiéu thi trudng, mdt cong ty mdi duge thanh 1ap, dang
tim ki€m ban hang 13 nhitng vi du. Th hai, nhitng ngudi budc vao ban dam
ph4n khong phai do tinh todn ctia chinh ho ma 13 do 4p luc tir phia bén ngoai, dé
ro6i dén chung cudc ho phdt biéu dai loai “chiing to6i da c¢d ging hét sitc nhung
khong di dén thoa thuan”

*#2. Phia bén kia mudn két thic dam phdn biing thod thuin, nhung trén co s3 bat
hdp 1y ma phia ta khong thé nio chap nhan ndi. C6 thé, khi budc vao dam phdn,
ho ciing khong c¢6 y dinh thod thuin gi, nhung vin vao cudc v6i hy vong ho
dudc dé nghi nhitng thod thuin hoan toan cé 1¢i cho ho thi ciing khdng nén bd
qua. Néu hi vong d6 khong thanh sy thit, ho s& “d6 bé tdong” cic gidi phdp va
“lan sAn” quyén 1di khi€n d6i phuong phai buc bdi bd di. Hoan canh dic thu cho
chi€n ludgc ddm phdn kiéu nay 12 c6 mot bén ndo dé mudn bi€n dam phan thanh
bdi thi nghiém xem sdn pham/ dich vu hoic nhitng tinh chit nio dé clia sin
phdm/ dich vu dé c6 gid tri thi trudng. Trong hoin cidnh nhu vdy, muc tiéu cia
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ddi phuong 16 rang khong phdi 13 thod thuin, ma chi 12 mot cudc thim do doi
trd dudi hinh thi'c mot cudc dam phén.

*#3. Khi nhitng gi phia bén kia dé nghi khong nim trong cdi ta du ki€n dwa vao
dam phdn. Pau 13 bién thé clia chién thuit “hitu hod vo6 binh, hitu binh v hod”
trong cudc d4u trén ban dam phan. N6i theo ngdn ngit hang ngay, dé 1a ky thuat
dong tic gid, dua ta vao dam phdn dé rdi dua ra dé nghi gidi phdp ma ta chua
tinh dén, dai loai “mit hang A chiing t6i khong con sdn xuat nita, nhung cic
ngai c6 thé 14y mit hang B 1a mit hang thay th& c6 chat lugng cao hon”. Puong
nhién, mit hang B - 12 hoan toan mdi vdi ta - s& c6 gid cao hon rat nhiéu ma
chua hin da 13 vu viét hon vé chit lugng theo quan diém clia chit lugng cia ta.
Ta muén dén ban dam phdn 13 vi mudn cé A trong thod thuin, chit khong phai
12 di tim sdn phaAm/ dich vu thay thé& cho A.

*#4. Khi c6 nhitng sd lidu, c6 thé xuat hién trong bbi canh dam phdn, c6 thé do
bén ngoai cung cip, ma ta nim dugc khién cho viéc di dén thoa thuin doi véi ta
khong con hap din nita. Pay c6 thé 1a sy thay d6i chinh sich kinh t& hoidc céc
diéu kién kinh t&€ trong xa hoi 1am 4nh hudng dén hoat dong kinh doanh.

Trong dam phdn ngoai thuong, cdc chinh sdch cAm xuat, cAm nhap hodc céc
chinh sich han ché& xuit nhip mot s6 mat hang 13 nhitng vi du. Vi bat ké 1y do
gi, ta nén nha nhin rit ra khdi cudc dam phdn ma khong héi ti€c. Néng gidn
hay buc tiic d6 16i cho d6i phudng khong di d&én dau cd. Néu két thic dam phéan
vi 1y do kinh doanh cida ta chi& khong phdi vi nhitng hanh ddng cia bén kia, ta
hiy dua ra nhitng 1y gidi vé viéc ta khong thé ti€p tuc khi diéu kién cho thoa
thuan bi€n né thanh nhitng thod thuin bat kha thi, phi thuc t€.

O nhitng trudng hgp trén, viéc khong di dén thod thuan khong phai 1a that bai
clia ddm phan. Ta hdy nhanh chéng két thic dam phén va ddng ming 12 ta lam
dudc viéc do, ta da khong thod thuin gi hét.

5.2. K§ thuat két thiic dam phan khi dat dugc thoa thuin:

Sau mdt phién dam phin day cing thing, cdi bit tay vui vé bdo hiéu su ra ddi
clia thoa thudn, nhung diéu d6 khong c6 nghia 12 nha dam phén da hét lo. Trong
nhiéu trudng hop, khi ta khong cin than, chinh vin ban thoa thuin lai 12 nguyén
nhan clia xung dot din d&én mot vong dam phdn khic. Piéu ndy c6 nghia 1a
nghia vu ctia nha ddm phdn khong chdm dit § thdi diém ky két thod thuin dam
phén.

5.2.1. Bién loi hita thanh cam két

Tham chi ngay c4 khi chua ky két thod thuan dam phdn, khi mdi phdt bi€u thod
thuan bing miéng, nha dam phdn ciing cin lvu ¥ ddm bado chic chin mot diéu
la hai bén dang hat chung mot ban nhac. Nghia 1a, tru6c mot thoa thuin, khong
thé bén nay cho ring van dé da dudc gidi quyét theo cdch nay con bén kia cho
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ring van dé dugc gidi quyét theo huéng khic. Néu chuyén dé xdy ra ma khong
dudc phét hién kip thdi trude khi ki két, né sé& 1a nguyén nhan dam phén lai hgp
dong.

DPé€ ngin chin nhitng cdch hi€u khic nhau vé cdc diéu khodn dam phén, khi két
thic dam phdn, ta nén gianh thdi gian d€ tém tit cdc diéu khodn thod thuin,
lam rd cdc quy dinh va tdng thé, xem xét lai toan bd két qua dam phan. Theo
tinh than “mat 1ong trude, dugc long sau”, ta nén kién tri ra sodt toan bd nodi
dung ky két thod thuin ngay ca khi phia bén kia tuyén bo khong can thiét phai
lam nhu vay.

Viéc thong nhit hod cdch hiéu va thyc hién cidc diéu khodn dam phan dudc goi
12 qud trinh bién 15i hita thinh cam két (commitment). Cam két & day dudc hiéu
12 c4ch ti€p cin nhat quan cda cdc bén trudc mot van dé thod thudn nhiim tao ra
nhitng rang budc trong thyc hién theo diing nhu cach hi€u khi thoa thuin.

5.2.2. Gianh quyén chap bt nhitng thoa thuin:

Sau khi thdng nhat bing miéng, viéc gianh quyén chip biit thod thuin khong
nhim muc dich gi ngoai viéc ta chit khong phai ngudi khdc quyét dinh cdc gi sé
dugcdua vao hdp dong. C6 nhitng chi ti€t nhé trong qua trinh dam phén it dudc
quan tim diy dd, nhung d&n khi xem xét lai mdi thay 1a nhitng chi tiét 4y c6 thé
gy van dé. Pic biét trong khi thuc hién hgp dong, cdc chi tiét 4y tudng 13 nhd
nhung lai 1a nhitng hat san, that kh6 nuot.

Mot 1di thé nita clia viéc chidp but 12 tdm 1y chung ngai loai trit mot céi gi d6 khi
né da thanh vin ban. Do d6, c6 thé phia bén kia mudn phdt bi€u mot diéu
khodn ndo d6 khac di mot chit, nhung ho lai roi vao tAm thé khong mudn ngudi
khéc nghi minh 13 nhiéu sy, hodc ching t& mot cdi gi d6 nén ho it c6 kha ning
phan ¢ng hon. Thém vao d6, qua bao nhiéu mét mdi gid mdi di dé€n thod thuan,
ngudi ta khong mudn kéo dai cong viéc dim phan. TAm 1y d6 trong kinh t€ hoc
ngudi ta goi 12 trang thdi “tranh t8i tranh sdng”, nghia 12 sau mdt ngay lam viéc
mét mdi, cdi ngudi ta nghi d€n 13 ngli ngon, it ai nghi dé€n phia trudc ta con ca
mot tudn 1am viéc.

Cudi cung, céi gi dugc viét thanh vin ban va duge ky két, cdi d6 c6 nghia. Noi
cach khac, thoa thuin la thoa thudn van ban chi khong phai thoa thuidn y nghia
quan ban dam phén.

Vi nhitng 1y do trén, néu ta 1a ngudi chip bit tho thun, chinh cach hiéu cta ta
vé thod thuan di vao thod thuan. C& nhién, ta khong thé bép méo nhitng cin ban
clia thod thudn, nhung chi vi mot trong nhitng 1y do trén thdi cling khi€n viéc
chip but 12 viéc that ddng lam.

5.2.3. Nhitng tai hoa ctia nhitng thoa thuin chip bit dé
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Nhu d3 trinh bay & 5.2.2, viéc ta gianh quyén chip bt 1a do tAm 1y ngai rdi ro
ctia ta. Nhitng rdi ro do cdc thod thuin chip bit d3 giy ra c6 thé 1a kién tung,
xung dot gdy mat thdi gian vd dnh hudng xau dén quan hé cdc bén. Ngoai ra,
con ¢6 thé x3y ra nhitng trudng hgp sau ddy: (1) Cic diéu khodn bi bd sét khong
ghi trong hgp dong; (2) Ngon tir da nghia giy nhitng 1y gidi khong nhit quén;
(3) C4c diéu khodn mAu thuin nhau ma khong cé qui dinh rd diéu khodn nio
qui dinh diéu khodn nao.

5.3. Nhitng di¢u khodn cac thoa thuian nén cé.

Bén canh cic diéu khodn lién quan dén thié€t ch€ hanh chinh va luit phdp ma
cdc thod thuan budc phai c6, ta cling can ddm bdo sy phdn 4nh chinh xdc nhitng
gi dd dugc dam phédn va thod thuin trong vin ban ky két. Dudi day 1a mot s6
diéu khodn cd ban ma thoa thuin nén c6:

5.3.1. Piéu khoan vé tén hang:

Piéu khodn nay gitip hai bén hi€u ding tén loai hang trao d6i. Néu thod thuin
lién quan dén trao ddi nhiéu mit hang nhung chia thanh nhiéu loai vé6i nhitng
dic diém chat lugng khdc nhau thi phai 1ap bang liét ké (bang phu luc) dinh
kém va ghi rd trong hop ddng viéc bio lvu ban phu luc nay.

5.3.2. Piéu khodn vé sé lugng hang hoa

Diéu khodn nay ddi hdi phai néu ro 3 (ba) van dé co ban:

(1) théng nhat chon don vi do ludng cho loai hang ho4; (2) Chon nguyén tic qui
dinh s6 lugng va (3) 4p dung riéng cho cdc hop ddng mua ban ngoai thuong,
chon hé thong do ludng khi cdc doanh nghiép & hai qudc gia c6 hé thdng do
luong khéac nhau.

5.3.3. Piéu khoan vé chat lugng, qui cach hang hoa

Piéu khodn nay doi hdi phdi néu rd phadm chat, qui cach, tiéu chuin ky thuat,
kich thu6c, mau sic, mui vi, dd 4m, tap chat... cda hang hod trao ddi. Thong
thudng, cdc bén cling thod thuin viéc x4c dinh chit lugng, qui cdch ctia hang
hoa qua: (1) hé ti€u chuin dugc chon st dung; (2) céac thudc tinh, ph?i'm chat clia
hang ho4; (3) miu hang (ddi vdi loai hang hod c6 chit lugng 6n dinh); (4) ham
lugng chat trong hang hod; (5) ham lugng thanh phadm (vi du: Bot dudng tir gao,
diu tir hat); (6) nhian hiéu hang ho4; (7) trong lugng tu nhién; (8) cdc thong so
k¥ thuat (ghi 16 t6 chitc 1ap bi€u ké va cdc chi s& cd ban clia biéu ké d6); (9)
hién trang hang hod (4p dung chii y&u ddi cho mit hang tudi song); (10) phdm
chat binh quin tuong duong (nghia 1a sy tuong ducng gitta ham ludng chat qui
dinh trong hop déng v6i ham lugng chit c6 that trong hang hod).

5.3.4. Piéu khoan vé bao bi va ky ma hiéu:

Diéu khodn nay doi héi qui dinh 16 loai bao bi (bao bi boc ngoai nhu hom, bao
hop carton, container va bao bi bén trong gin lién v4i hang hod) va quyén s
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hitu bao bi (vi du: ngudi mua c6 phai trd lai bao bi cho ngudi ban hay phai thanh
todn riéng bao bi cho ngudi ban). V& ki ma hiéu, cling can qui dinh:

(1) nhitng d4u hiéu cin thiét d€ ngudi mua nhan hang (nhu tén ngudi gli, ngudi
nhin, trong lugng tinh cd bi, s& hop ddng, s6 hiéu chuyén hang, ki€n hang); (2)
nhitng chi ti€t cho viéc td chifc van chuyén, boc dd va bio quin hang hod trén
dudng di.

5.3.5. Piéu khoan thodthuin vé diéu kién giao nhin hang:

Piéu khodn nay doi héi dudc qui dinh ro: (1) Thdi gian giao nhin cu thé theo
dot, theo ngay thang; (2) Pia diém giao nhan cu thé; (3) Phuong phdp giao nhin
cu thé€ (Qua céin, dong, do, dm va ki€m nghiém khi cin thiét theo cling phuong
thifc da thod thun giita ddu giao va diu nhin); va (4) diéu kién cla ngudi dén
nhin hang.

Trong mua bin qudc t&€ do tinh chat phic tap hon clia diéu kién giao nhan hang

(diu ban, ddu mua & hai qudc gia cdch xa nhau), ngudi ta tich diéu khodn nay
ra 1am 2 (hai) diéu khodn thoa thuan: (1) Piéu khodn thod thuin vé diéu kién cd
s& giao hang va (2) Thdi gian, dia di€ém va phuong tién giao hang.

5.3.6. Diéu khodn thoa thuén vé gi4 ca:

Diéu khodn nay ddi hdi phai qui dinh rd: (1) don vi tinh gid ci va (2) phuong
phdp dinh gid. Viéc chon don vi tinh gid cin dua theo tinh chat clia loai hiang
trao ddi va thong 1& budn ban mit hiang dé trén thi trudng (Tinh theo trong
lugng, thé tich hay do dai...). Trong mua ban quéc t&, diéu kién giao hang c6
thé 4nh hudng 16n d&n gid hang trong hop ddng va tip quan mua ban qudc t& thi
4nh hudng viéc Iya chon dong tién tinh gia. TAm 1y chung, ngudi xuit khiu nao
ciing tinh gi4 bing dong tién kh4 6n dinh, ngudc lai, ngudi nhap khiu lai mudn
tinh gia theo dong tién bi mat gid.

Vé phuong phédp dinh gid, trén ly thuyét, hai bén thoa thuin dinh gid vao thod
thuan ki két thod thuin (hoic trong thdi gian hdp dong c6 hiéu lyc, hoic tai thdi
di€ém thyc hién thanh todn) tuy theo phuong phdp tinh gia ma dp dung cdc loai
gia sau cho thich hgp: Gid c6 dinh, gia linh hoat, gid trugt, gid qui dinh sau.

*Gid c¢d dinh: La gia thod thuan khi ky két va khong thay ddi trong sudt qud
trinh thuc hién hop dong.

* Gid trugt: La gid thod thuan khi ky k&t nhung sau dé c6 thé dugc diéu chinh
lai n€u xét thiy c6 su thay ddi gia clia mit hang trén thi trudng vao thdi diém
giao hang.

* Gid di dong: Khi ki két thod thuan hdp dong, gid cd s& va co cau gia dudc qui
dinh 13, tc 1a qui dinh ty trong nhitng khodn chi phi nhu 1gi nhuén, chi phi 13p
dit, khau hao, chi phi mua nguyén vat liéu, chi phi tién luong, tdng tién lam
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phat, ddng thdi con qui dinh phuong phdp tinh trudt gid s& dudc 4p dung trong
thdi gian thuc hién thoa thuian hgp dong.

* Gid qui dinh sau: Tic 1a gid x4dc dinh trong qud trinh thyc hién hgp dong.
Ch'flng han theo thoa thuin hai bén, gid c6 thé dugc x4c dinh truée khi giao mdi
chuyén hang, tai mot di€m theo su Iya chon clia ngudi mua.

Bén canh nhitng phuong phap dinh gi4, tai diéu khodn nay ciing néu ra mtc gi4,
dudc xdc dinh trong qud trinh ddm phédn c6 tinh dén cdc yé&u to gid cong bo, gid
tinh todn, giam gi4.

5.3.7. Piéu khoan vé thanh toan.

D6i v6i mua ban noi dia, viéc thanh todn dudc qui dinh tuy tinh chit cda giao
dich va cdc quan hé chi tra theo mot trong nhiing thé thdc thanh todn sau: (1)
thanh todn bing hang dsi hang; (2) thanh todn uy nhiém chi (chuyén tién); (3)
thanh todn bing séc; (4) thanh to4n bing tin dung .... Trong mua bin qudc t€,
diéu khodn thod thuin vé thanh todn c6 phtc tap hon, bao gdm cédc qui dinh vé:
(1) Loai tién dugc sit dung d€ thanh toan (currency of payment) 1a tién cia nudc
n20? (2) Thdi han thanh todn cu thé; (3) Phuong thdc thanh todn cu thé (bing
ddi hang, tién mit, Gng trude, hay thong qua tin dung); (4)Hinh thifc thanh todn
(biing nh¢ thu, thu tin dung (L/C), ghi s6 (open account), bing séc (clearance)
hay hoi phi€u (bill of exchange).

5.3.8. Piéu khoan vé dam bao thuc hién thoa thuin:

Trong giao dich thuong mai ndi dia, diéu khodn nay lién quan dén viéc qui dinh
cdc bién phdp ddm bdm vat chit cho viéc thyc hién hgp déng, bao gdm cim cd
thé chap, bdo ddm tai san. Trong mua ban qudc t€, viéc ddm bao thuc hién hgp
ddng dudc cam két trong cdc diéu khodn vé bio hanh, khi€u nai.

5.3.9. Diéu khoan vé gidi quyét cac tranh chap hgp dong.

Diéu khodn nay qui dinh 3 (ba) van dé co ban: (1) X4c dinh trach nhiém thong
bdo cho nhau biét vé ti€n do thuc hién thod thuan hgp dong; (2) Thoa thuin gidi
quyét tranh chip (néu c6) gifta hai bén dudi hinh thic thuong lugng; (3) trong
trudng hgp hai bén khong con khd ning tu gidi quyét tranh chip, sé cin sy can
thiép clia trong thi va qui dinh ludn ai s& chiu chi phi ki€m tra va chi phi trong
tai (theo thong 1€, ai c6 18i ngudi Ay phdi gdnh chiu chi phi bat dic di nay).
5.3.10. Piéu khoan thoa thuin khac

5.4. k§ thuat két thiic dam phan khi khong dat dugc thoa thuin:

Ngudi Trung Qudc c6 cdu “Mot ban tay khong 1am nén ti€ng vd”. Mic du ta
mong mudn, c6 khi d&€n chdy bdng, cho mot cudc dam phén két thiic trong thod
thuan hop déng, mic di ta di 4p dung cdc k§ ning ddm phan dén mifc hiéu qua
nhat, nhung thuc t€ khong phai cif cdi gi ta mudn ciing dat dudc. Ngoai trir
nhitng trudng hop khi d6i phuong mudn bi€n ban dam phan thanh ndi gifing co
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vd nghia, va ta nén bd dam phan, con ¢6 nhitng trudng hop ta c6 ging niu kéo
ma dam phdn vin b€ tic. Trong nhitng trudng hop nhu vay, néu ta cé thdi do
tim gidi phép tich cuc, chua phai cdc co hdoi dam phéan da hét.

5.4.1. Thong biao cho phia bén kia biét ta da di hét ngudng gidi han.

C6 nhitng cudc dam phdn kéo dai 1& thé ma ching di d&€n dau, don gidn 12 vi
khong c6 bén nao chiu dua ra gidi phdp két thic sy lang phi thoi gian vd ich.
Van dé mot phan 12 & chd cd hai bén déu cdm thdy mién cudng dua ra dé nghi
cudi cling vi biét riing ¢6 i mot budc thi doi phuong lai ti€n mot bude va thé 1a
budc 1t lai tré thanh vo nghia. D61 phuong lai ti€p tuc gy sitc ép va chinh d6 1a
thdi di€m ta don gidn ding ddy va ra khéi ban dam phdn.

Céc nha dam phdn c6 kinh nghiém khi d6i dién vdi sy b€ tic ki€u nay thudng sit
dung thi thuat “budc 1bi cudi cing” (Brinkingship, ti€ng Anh c6 nghia 1a bén bs
vuc, Ibi nita thi di xudng vuc) kém theo mot thong diép cho doi phuong 1a ta da
di hét ngudng gi6i han. Sau d6, ta bd dam phén. Viéc ta bd dam phan s& khién
cho ddi phuong y thitc dugc ngudng gidi han cho doi héi clia ho.

Trong trudng hdp d6i phuong bac bd budc luii cudi cling vi ho da hy vong nham,
c6 thé ho sé& lién lac lai va ta sé thu dugc két qua, c6 thé, & 1an dam phén sau
v6i ho.

5.4.2. B6 ngo cac giai phap khi dam phan bé tic:

Viéc bd ngd cdc gidi phap khi dam phdn b€ tic c6 khdc v6i thi thuat trinh bay
trong 5.4.1 khi ta van con, trén 15i n6i va hanh dong, thong bdo cho ddi phuong
biét v€ su quan tAm dén két qua dam phan. B4 ngd cdc gidi phdp khi dam phén
b& tic c¢6 nghia 1a: (a) Ta c6 thé néi ring ta khong quan tAm tdi viéc ti€p tuc
dam phan vé6i ho nita; (b) Ta d6i ngudn, tim mot gidi phdp ngudn (resource
alternative) khac c6 thé€ cung cip cho ta sdn phdm/ dich vu thay th& va bit dau
dam phdn v6i ngudn méi; (¢) Ta choi béng trén ci hai sin, sin cii va sin mdi,
va thong bdo cho d6i phuong cii va cd d6i phuong mdéi vé quyét dinh cia ta.
Nhu vay, trong mdt chitng muc nao do, bd ngd cac gidi phap dam phan c6 nghia
12 chuyén tir dm phdn song phudng sang ddm phdn da phuong. D€ c6 thé thanh
cong khi 4p dung k¥ thuit ndy, ta phdi ddy nhanh téc @6 dam phdn véi ngudn
méi dé nhanh chéng di d€n dé nghi cudi cling. Pong thdi, ta c6 thé “dd bé tong”
cudc dam phan vdi ngudn ban diu d€ c6 thé tip trung vao ngudn dam phian mdi.
Van dé chién thuit & day 1a khi nao ta thong bdo cho ddi phuong clia ta vé d6i
thl canh tranh cla ho. B&i vi, néu ta da phdi dam phdn v6i nguén mdi, vé€ tim
ly, ta khong mudn di dén thod thuin véi nguodn cii va d€ ngudn mdi cut hitng.
Va nifa, phdi tinh d&€n y&u t6 ngudn méi rit lui, va viéc dua ta lai vé vé6i con
ngua cii, ké ma ta khong tim thdy c6 sy dim bdo nao sé dua ta dén thod thuin.
Gidi phdp tot nhat, vi vy, 13 ti€n nhanh dén dé nghi chét tir hai bén d6i phuong
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clia ta. Cdc budc ti€p theo 1a (1) Thong bdo cho ngudn méi vé dé nghi chét clia
ngudn cii d€ tham khdo; (2) Tao co hdi cho ngudn mdi di d&€n dé nghi hop dong
sau khi tham khdo thong tin ddm phdn cia ta véi ngudn cii; (3) Thong bdo cho
ngudn cii bié€t vé dé nghi hop ddng clia ngudn méi ma ta mdi dat dudc; (4) Tai
thdi diém nay, ta d€ cho ddi phuong diu thiu hop dong vdi ta.

5.4.3. M6 lai @am phan trong thé dién

Khi dam phdn dd vd, cdi ta nghe dudc tir phia bén kia 13 sy im ling lanh ling
(deafening silence), nhung d6 chua hin 13 ddu chim hét cho trién vong mot
tho thuan. Piéu cAn lam la gdy mot kich thich hdi sinh dadm phédn bing cich dé
cho phia bén kia lién hé lai, mot mit biét dudc liéu ho cOn quan tAm nghiém tic
dén cudc dam phan nita khong, mit khéic tao cho ta mot 1gi thé chién ludc: (1)
Ho 1a ngudi lién hé lai, vi thé, it nhat trén 1y thuyét, ho 1a ngudi quan tim dén
viéc dat thod thuin hon ta, (2) Ta 13 ngudi c6 co hoi chon thdi gian va dia diém
cho cudc dam phdn trd lai. N6i cach khac, ci kich thich nay m6t mit cé tac
dung giit thé dién va tao sy chli dong.

Thé dién 12 mot van dé t€ nhi, Chester Karrass (1993: 65- 66) 1ap luan ring,
ngudi ta c twdng chi c6 ngudi Chau 4 méi quan tAm nhiéu téi thé dién con
ngudi phuong TAy thi khong. P6 13 mot sy hi€u 1Am vo 1y. Ngudi M§ ciing quan
tAm dén van dé thé dién nhu bat ky ai, § bat ky ddu. Mot thod thuin thua thiét
cho cong ty (ma nha dam phdn dai dién) chua hin di 13 thua thiét cho cd nhan
anh ta/ chi ta. Nhung ngugc lai n€u c4 nhan nha dam phan bi mat thé dién thi
diu cho thoa thuin dat dugc 12 c6 10i cho cong ty, d6 van la thiét hai d€ lai cdm
gidc cay ding.

Chinh vi vy, kh4 niing m& lai dam phdn chi ton tai khi hai bén, sau 1an dam
phdn that bai, vin giit thé dién cho nhau. Trong thyc t&, néu phit dong dam
phdn trd lai khong c6 tin hiéu phan hdi, trong khi ta vin mu6n dwa dam phdn
dén thoa thuin, ta cé thé cé nhitng lién hé chinh thic hon, nhu néi chuyén truc
ti€p. S& c6 hai kha niing: (1) Phia d6i phuong tir chdi vé6i Iy do khong quan tAm
dén dam phan nita; (2) Phia d6i phuong ling nghe ¥ kién clia ta va xem xét lai
ly do dua d&€n dam phdn d6 va.

Néu vay, mot vong dam phian méi c6 thé dugc md trd lai va c6 kha ning di dén
thod thudn.
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Chuong IV

Vin hod trong dam phén thuong mai quoc t&

Pam phén giita cidc d6i phuong trong cling mot nén vin hod von da 1a viéc kho.
Trong dam phéan thuong mai qudc t€ khi cdc bén dam phdn khic nhau vé ching
tdc, ti€ng néi, mau da, vé cdc chuin muc dao dic va giao ti€p, cong viéc giao
ti€p — dam phén cang trd nén phc tap va khé khin hon.

C4i gbc cla nhitng phic tap trong giao ti€p - dam phdn qudc t&€ chinh 12 vin
hod. Vin hod & day dugc hiéu 1a tap hop céc thai do, sw cdm nhan, 16i cu x¥ ma
cong doéng dan tdc, qudc gia cling chia xé, cling thuc hién mdt cich tu dong hod.
Vin hod 13 tong thé két hgp giita cdc phép ting xi xd hoi chudn muc, phuong
phdp tu duy, thdi do bi€u hién y nghi, tu tudng, tinh cdm dudc coi 12 duong
nhién trong pham vi mot cong dong ma néu lam trdi s& bi 1én 4n. Mot khi da
dudc hinh thanh, vin hod cé stic song riéng ctia nd, c6 thé truyén tir ddi nay
sang ddi khdc va tao thanh truyén thong. C6 nhitng truyén thong chung 1am nén
su tuong ddng cho ca nhan loai ti€n bo nhu tinh thin nhan vin, tinh thuong yéu
ddng loai, tinh yéu dit nu6c qué hudng X s8, yéu ndi sinh ra va nudi dudng mdi
con ngudi chiing ta... Nhitng truyén thdng d6 khi€n cho mdi con ngudi khi budc
qua bién gi6i, dén ndi “d4t khach qué ngudi”, van c6 cdm gidc con ngudi ta chi
khdc nhau vé ti€ng néi, mau da, con con tim thi § dau ciing nhu nhau. Song néu
chi ¢6 nhu vay, ching t6i khong dam dua van hoa thanh mot chuong muc 16n
cho cudn sich nay. Nhitng khac biét vé vin hod giy trd ngai trong giao tiép -
dam phdn 12 mot thuc €.

1.Nhiing khdc biét van hod: phuong dong va phuong tdy doi chiéu:

Diéu khong nén 1am trong khi ban vé vin hod 1a dua ra hinh 4nh dinh kién vé
vin hod. Tuy nhién, ciing khong thé pht nhin sy ton tai khdch quan ciia hai
nhém vin hod co ban trén th€ gidi: vin hod theo chl nghia cd nhan (cla
Phuong T4y) va vin hod theo chii nghia tap thé (ctia Phuong Pong). P6i chiéu
hai nhém vin hod nay sé gidp ta nhan bi€t mot s& cot mdc v€ vin hod 1am co s&
cho nhitng khdc biét trong phong c4dch dam phdn thudng mai qudc té€.

1.1. Chi nghia c4 nhan va chi nghia tap thé

Céc nén vin hod theo chi nghia cd nhin la cdc nén vin hod phd bién & céc
qudc gia nhu My, Australia, Canada, New Zealand, va mot bd phan clia Tay
Au. Trong cdc nén vin hod nay, muc tiéu tip thé 1& thudc vao muc tiéu c4 nhan
va con ngudi cd nhian dudc coi 1a don vi hat nhan co ban cua xa hoi. Con ngudi
cd nhan dugc khich 1& sdng ty do, chan thyc, thing thin, doc 14p ra quyét dinh
va doc 1ap hanh dong. Cac nén vin hod theo chid nghia tip thé 12 nhitng nén vin
ho4 phd bién ¢ Chau 4, Pong Au va Chau My Latinh, noi muc tiéu c4 nhan chiu
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st chi phdi cia muc tiéu tap thé. Gia dinh va noi lam viéc dugc coi 1a don vi hat
nhan cd ban ciia xa hoi. S6ng c6 nghia vu trong sy hoa hdp, tinh khiém ton, lich
su 12 doi hdi quan trong cho mdi thanh vién xa hoi. C4 nhan khong dugc tich
minh ra khéi tap thé, khong duge boc 16 doc 1ap ban than nhu trong vin hod chii
nghia cd nhan.

Phii hgp véi cdc dic di€m chung nhit clia hai nhém vin hod néu trén, thanh
vién cia nhdm vin hod theo chti nghia ca nhin thudng tréi hon trong phat minh
sang ché, con thanh vién clia nhém vin hod tip thé thudng trdi hon § cic nd luc
tap thé nhu ché tao, dich vu. V& mit tim ly, viéc nhan manh vio tinh hoa hgp
trong c4dc nén vin hod theo chi nghia tip thé khi€n ngudi Chau 4 nhay cdm hon
va tinh t€ trong tu duy va hanh dong hon ngudi phuong Tay. Ngudi Chau 4 chu
y d&€n quan hé nhiéu hon 13 chd y d&€n hop ddng trong khi ngudi phuong Tay lai
chii y d€n hgp ddng nhiéu hon 1a nghi thifc x3 giao.

1.2. Co ché& tang bac:

Piém mau chdt thd hai trong d6i chi€u vin hod Pong- Ty la tinh tAng bic
trong cdc moi quan hé xd hoi thudc vin hoi Phuong Pong. & diy c6 sy phan
biét rd Pong- Tay, v6i nhitng ngudi thudc vin hod phuong Pong nghiéng vé
phia ton trong tudi tic, thAm nién, dia vi va quyén luc hon nhitng thanh vién cia
vin hod phuong Tay. & qui md qudc gia, diéu nay dugc thé hién qua tinh than
dé cao trat tu, ky cuong trong cdc xa hodi phuong Pong. V& mit lich st cdc xa
hoi phuong Pong 13 nhitng x4 hoi chiu 4nh huéng cia Khdng T vi mot sd nha
triét hoc phuong Pong khic, nhitng ngudi cho ring ngudi ta sinh ra von khong
binh ding, “con vua thi lai 1am vua, con sii & chiia lai quét 14 da”. Hau qua,
ciing khong bi€t nén goi ddy 1a hau qua hay két qua 1a ngudi dan thudc vin hod
phuong Pong cé xu hudng nin nhin, tv kiém ché trong phong cdch giao ti€p xa
hoi theo kiéu “mot diéu nhin 12 chin diéu lanh” (tuc ngit Viét Nam). Ch& do
Phong ki&én Phuong Pong vi th€ c6 di co s d€ ton tai 1é thé trong lich si
Phuong Pong. Trong cdi co ché ting bac Quan- Thin- Phu- T, ngudi Phuong
Pong da yén phan miy ngan nim. Nay né tr§ thanh mot dau an vin hod tdc
dong gan nhu vo thic 1én con ngudi, d6 1a sy quan tAm dén chd ding clia minh
trong thang quan hé tudi tic, dia vi, quyén luc ... trong giao tiép.

Trong nén vin hod phuong TAy, do 4nh hudng ciia nhitng diéu kién lich sif va
kinh t& x4 hoi chi ph6i (cdc hoc thuyét khai sdng va cdc cude di dan tir Chiu Au
sang Chau MY tur sau thdi dai Phuc hung), ngudi ta ¢ quan ni€ém: moi ngudi
sinh ra déu c6 quyén binh ding. DPia vi, vi th&, khong phai 1a yéu td chi phoi
ning né trong giao ti€p. Trong budi diu gip ti€p xic v6i cac dai dién cda
phuong Tay, cdc mdn dé ciia Khong TG qua khé cé thé chidp nhan nhing vi
khach khong chiu quy tru6c Hoang d€ ban triéu (nhu ta di thdy khi xem phim
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“T€ tuéng Luu g”), hay nhitng ngudi néi thit ti€ng “goi trdi bing nd, goi ché
bing anh” (ti€ng Anh: It rains = Trdi mua (It = nd), nhu trong mdt ciu cita
miéng cla dng ndi tdi, mot cu dd, khi tdi con bé.

1.3. Tinh ky luat va thdi gian ra quyét dinh

Khong gidng nhu & Phuong Tay, ndi cac thong 1€ vin hod cho phép cd nhan
dudc tu duy doc 1ap, duge phdn bac dong nghiép, thim chi ca 6ng chii. Chau 4
chiu 4nh hudng siu sic cdc nguyén tic cda Khong TG vé Trung- Tin- Lé-
Nghia, nghia 1a trung thanh, thyc hién tron ven nghia vu, giit 1ong tin ciia moi
ngudi, ton trong nhitng gid tri cia cong dong. Trong giao ti€p va dam phdn
thuong mai, y€u t6 nay tao ra su khic biét trong qu4 trinh ra quyét dinh. Trong
dam phén, ciac d6i tdic Chau 4 thudng ra quyét dinh chdm vi ho con phéi tinh
todn cho kj (Ché ba quanh méi nim, ngudi ba nim mdi néi- Tuc ngit Viét Nam)
hodc con can thdi gian dé tham khdo y kién déng nghiép ngoai phong dam
phén, thAm chi tham khéo y kién tif tru s§ chinh ciia cong ty & chinh qudc cich
xa dia di€m dam phdn c6 khi téi hang van dim.

1.4. Vai tro ctia Chinh phi:

Do 4nh hudng cia tinh tip thé trong co ché vin hod Phuong Pong, Chinh phi
cdc quoc gia Chau 4 déng mdt vai trd hd trg phat trién rat 16n trong hoat dong
kinh doanh néi chung va trong dim phén thuong mai qudc t€ néi riéng, véi tu
cach khong phdi chi nhu mot co quan diéu phoi ma con véi tu cich mdt co quan
giam sdt. Chinh hién tugng ndy da din tdi cdi goi 1a Japan Inc- Tdng Cong ty
Nhat Ban. Chinh pht cdc nudc Singapore, Indonesia, Han Qudc ciing d6ng vai
trd hd trg tuong tu trong thanh cdng kinh t& clia cdc qudc gia nay. & Viét Nam,
nhitng thanh cong vé kinh t& c6 dugc nhd cong cude ddi méi kinh t&€ trong hon
mot thap ky qua 13 nhitng biing ching thuyét phuc vé vai tro ctia Chinh phii
trong quéan ly va diéu ti€t nén kinh t& qudc dan.

TAt nhién & phuong Tay, Chinh phi cling déng vai trd di€u phdi thuong mai,
nhung sy can thi€p ctia Chinh phu thudng bi nghi ngd va dem lai nhitng buc boi,
That thd vi khi cdc tdc gid clia cuén “Viét Nam theo huéng Rdong bay” (Vién
nghién citu phat trién qudc t€ Harvard) lai dem c4i buc boi rat dic thu vin hoa
phuong Tay ciia ho khi nghi vé su can thiép cia Chinh phii d€ suy dién vé tinh
hinh Viét Nam. Trongth€ gidi kinh doanh MJ, ciu néi “T6i la dai diénclia
Chinh phii. T6i d&€n day dé gitip cdc ban” 1a cAu néi dila @€ mua mot ti€ng cudi.
Cht nghia c4 nhan 1a cdi gbc vin hod cua ti€ng cudi d6. N6 cho thdy thdi do bai
xich su can thiép cua Chinh phi vao kinh doanh.

2. TRUNG QUOC:

Nhic dén Trung Qudc ti trudc dén nay ngudi ta hay nhic dén ba b phan:
Trung Qudc luc dia (titc Cong hoa Nhan din Trung Hoa), Hong Kong (thudc
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dia, da dudc trao trd cho CHND Trung Hoa trong thang 7/1997) va Pai Loan.
Mot s phan chia nhu thé chi c6 y nghia bién gidi dia 1y. V& tong thé, cdc gid tri
vin hod chi phdi ba phan ldnh thS nay van tuong ddi thuin nhat.

Cu dan ctda ba phin lanh thd nay déu tu hao 1a con chdu cia mot d&€ qudc vin
hod c6 dai, cia Khdng T, ngudi ra ddi trudc Chda Giésu 551 nim. (Roger
Axtell: 1995). Khi dam phan véi ngudi Trung Qudc, nhitng van dé vin hod dudi
day dudc cdc nha 1y luan dam phdn nhan manh:

2.1. Guanxi:

Guanxi, ti€ng Trung Qudc, c6 nghia 1a “quan hé”. Guanxi 12 mot trong nhitng
y€&u t§ cin bdn clia xd hoi Trung Qudc. Guanxi bao ham mang 1u6i nhitng quan
hé riéng chung chi phdi va rang budc con ngudi cd nhan trong cong ddng vé tu
tudng, tinh cAm, va nghia vu. Nhitng quan hé nay c6 thé dudc xiy dung trén co
s§ rang budc vé gia tdc, nghé nghiép, hoic tinh ban, dong nién, ddong khod,
dong liéu ... Chiing c6 y nghia khong chi 13 quan hé tinh cdm don thuin ma Ia
nhitng co s& dé gitip dd nhau khi can. Trong cudc sdng hang ngay, dé 1a su wu
tién cho nhau trong hudng 16i, vi du, c6 quan hé vGi ngudi ban vé G rap hat cé
thé gitip ngudi ta mua vé dé dang ngay ca khi vé hi€m, hay c6 quan hé véi bac
s§ c6 thé gitip ngudi ta nhan dudc sy chim séc y t& tot hon tir chinh bic s§ quen
biét d6. Hoic, khi mot ngudi ho hang hay ban beé than thi€t dang lam viéc trong
mot co quan ¢ uy tin va nhiéu dic quyén dic 10i, ngudi ta c6 thé nhd va nhitng
ngudi ho hang va ban be khi can, vi du, xin viéc cho con chdu ho hang.

Kh4i niém “guanxi” c6 thé dé hi€u d6i v6i ngudi Chau 4 néi chung, song khdi
niém nay do6i khi khé hi€u d6i véi ngudi Phuong Tay. DAy 1a tinh hudng dudc
néu trong cudn “Trung Qudc:

SO tay giao ti€p chéo vin hod” (Jean Brick: 1991). John, mdt nhin vién ngoai
giao Australia di tiing 1am viéc tai Bic Kinh. Sau khi man nhiém, John vé
nudc. Mic dit & Australia, John ciing ¢ rit nhiéu ban Trung Qudc, song anh
van nhd nhitng ngudi ban Bic Kinh. Vi th€, John rat vui khi mot ngudi ban Bic
Kinh viét thu bdo anh ta sip sang Australia. John khoe véi nhitng ngudi ban
Trung Quéc dang & Australia diéu d6. Nhung khong may, ngudi ban Bic Kinh
cta John lai khong 14y dudc thi thuc vao Australi. Va John thdy thdi do cua
nhitng ngudi ban Trung Qudc clia John bdng nhién bi thay d6i hin di. Chic chin
phai c6 diéu gi truc tric giita anh va ho, John bdi rdi va khong hi€u vi sao ca.
“Guanxi” trong xa hoi vin hod Trung Qudc 12 mdt pham trii quan hé mang tinh
mau sic tuong than tuong 4i dim da, gidp nhau khi cAn,chtt khong phai kiéu
quan hé co6 di c6 lai, thuc dung, “6ng cé chdn gio thi ba tho chai rugu”. Quan hé
c6 di c6 lai trén thuc t& chi 1a sy ddi chac. Trong trudng hop clia John trén kia,
thdi do ctia nhitng ngudi ban Trung Qudc clia anh d6i vdi anh thay d6i vi ho
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nghi John c6 thé gitip ngudi ban Bic Kinh ctia anh 14y thi thuc vao Australia ma
anh lai khong gitp. John dia khong lam theo nguyén tic ung x dudc coi 1a
duong nhién theo kiéu “Guanxi” trong phép ting xif vin hod Trung Qudc.

2.2. Thé dién

Thé dién, theo cdch hiéu ndm na, 14 hinh anh tich cuc cia mdt c4 nhian hay mot
tap thé vé chinh ban than ho. Chinh vi th&, th€ dién 13 mot pham tru y thic vin
hod mang ddm da mau sic chli quan. Cdi 12 thé dién § ndi ndy chua hin d3 1a
thé dién § noi khac. C6 nah ly luan giao ti€p dam phan di than riing dinh nghia
thé dién thi that 12 khé, bdi vi khé ma c6 thé biét dich xdc & tiing ndi titng chd
thé dién chinh x4c bao him nhitng thit gi, chi bi€t ring thé dién 12 mot y&u to
trong giao ti€p dam phén, tuy rit quan trong nhung lai rat dé& bi mat (!). Lai c¢6
ngudi than ring hinh nhu trong cdc nghién citu vé giao ti€p vin hod, ngudi ta
chi nhan manh thé dién nhu 13 nét dic thi cda chi cdc nén vin hod Phuong
DPong. Tai sao ngudi Phuong TAy lai bi coi 1a khong c¢é hinh &nh tich cyc vé
chinh ban than ho? Ngudi My, vi du, ciing ¢6 thé dién nhu bat ky ai & dau.

Diing vy, “thé dién” c6 trong tit cd cdc nén vin hod tir Pong sang Tay, chi
nhitng thé hién ctia th€ dién 1a khic nhau theo phan bd dia li va vin héa. Trong
x4 hoi vin héa Trung Qudc, thé dién gin vdi uy tin, dnh hudng cla mot ca
nhin, mot tip thé thong qua “guanxi” . Jean Brick (1991: 129 — 30 ) nhic dén
mot trudng hop “thé dién “ theo nghia nay. Mot thu ky cong ty gidi thiéu cho
ong chid mot ngudi thg dién Trung Qudc(mot ngudi ban cla co ta) dé€n dé mic
mot s& dudng day trong cd quan cong ty. Khi bdo gid thanh todn ngudi thd dién
da cd tinh ha gid xudng dudi mitc mit bing thanh toan thuc t&, d€ theo anh thg
dién gidi thich “giit th€ dién” cho cd ban thu ki dang 1am viéc tai cong ty. Anh
cho ring dng chl cong ty sé khen nggi co thu ki, ban anh vi da ggi y thué diing
ngudi, vdi gid ré va sé danh gid cao hiéu qua va sy hiu biét cda co thu ki. Thé
dién theo nghia nay bao ham mot cai gi d6 that mong manh, vi né khong phu
thudc vao chd thé cta thé dién ma vao khdch quan ngudi khic. Trong trudng
hop vi du ngudi thd dién néu ngudi thd dién 1am viéc qud kém, nhung lai doi
tién thit lao qud cao ching han, thi chuyén gi s& x3y ra cho ngudi gidi thiéu?
Chic chidn s& mat thé dién vi da gidi thiéu nhAm ngudi.

Thé dién 12 mot yé&u t& giao ti€p mang tinh xd hoi. Con ngudi trong cudc song
giao ti€p hang ngay ciling nhu giao ti€p dam phdn thuong mai ludn luén tham
gia vao qud trinh duy tri va trao nhan thé dién trong khi giao dich. Trong xi hoi
vin hod Trung Qudc , khdng phai ctt khen nhau 12 trao thé dién cho nhau. Ping
12 ché ngudi khé, khen ngudi(d€ 13y long ciing rat khé). Khi dua ra 13i khen ai
dé, can trdnh dua ngudi dude khen vao tinh hudng khé xi, vi phdn béc 13i khen
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thi khéng mudn ma chip nhan 15i khen thi lai 1a khi€m nha theo quan niém vin
hod clia ngudi Trung Qudc.

Thé dién ciing con 12 mdt yéu td giao ti€p dam phidn mang tinh cd nhan. V&
phuong dién nay, thé dién gin nhu déng nghia vdi danh dy (c4 nhan) cta chi
thé giao ti€p dam phdn. Mot ngudi dugc coi 1a c6 thé dién khi duge cong nhan
1a ditc d9, trung thyc va thing thdn. N6i cdch khac, thé dién gin véi tu cach dao
diic cia ngudi giao ti€p dam phdn. Trong ngudn tu liéu vé giao ti€p - dam phén
qudc t&, cdc van dé dit 16t, mua chudc , lira gat, gid ddi, thii han trong ddm phdn
thuong mai quéc t&, cot dé dat dugc muc tiéu Igi nhuan cho chi riéng minh dudc
pham trll ho4 trong cdc phan vé quan hé giita giao ti€p - dam phdn véi dao ditc
thuong mai. Thé dién, vé phuong dién nay, 12 mot cdi gi d6 hoan toan khong
mong manh, hoin toan phu thudc vao chii thé giao ti€p, dm phdn, va chi bi mat
khi chii thé giao ti€p- dam phanvi pham céc tiéu chuin dao difc. Tuy vay, mat
thé dién trong pham vi nay thit rat kho 13y lai.

Trong xi hoi vin héa Trung Qudc, thé dién 12 cdi thudng dugc nhic d&n cong
khai. Chinh vi th&, c6 nha nghién cttu cho ring thé dién & Trung Qudc mang
tinh x4 giao bén ngoai (huéng ngoai) hon 1a van dé thudc nodi tAm (huéng noi) .
C6 nhitng van dé d6i vdi ngudi phuong TAy thi gdn vdi nhan thic dao dic (ding
/ sai), con & Trung Qudc gin véi thé dién (vinh / nhuc). Pitng bao gid vo tinh
hay hitu y 1am 1am cham dén thé dién cta phdi vién hay phai doan Trung Qudc.
Su mat thé dién d6 12 “cdi hon cda ti thin” cho thuong vy dam phén.

2.3. Su kinh trong d8i véi ngudi cao tudi

Cé 1€ thanh da thanh qud quen thudc v6i ngudi Viét cac cau thanh ngit c6 hinh
thi'c Am thanh H4n - Viét : “kinh ldo dic tho” , hodc cAu thanh ngit thuin
Viét :” yéu tré thi tré dé€n nha. Trong gia thi gia dé tudi cho” . Ciing nhu ngudi
Trung Qudc, kinh trong ngudi gia 13 mdt nét vin hod truyén thong clia ngudi
Viét. Trong giao ti€p - dam phin ngudi Trung Qudc xem tudi tic 1a mot yéu to
quyét dinh phong cdch ngdn ngit, cich xung hd ma ho s& chon. Trdi lai , trong
x4 hoi vin hod phuong Ty tudi tdc khong phdi 1a yé&u td quan trong trong giao
ti€p dam phdn. Nhitng ciu héi dai loai nhu “6ng/ ba nim nay bao nhiéu tudi rdi
a?” 1a cau hdi khong cé cdi dia vi tao su thAn mat gan gili trong giao tiép dam
phdn & phuong Tay.

Ching toi (tic gid ) da quan sat thdy trén cdc tuyén xe dién ngdm & Boston
(Hoa Ki) c6 cdc hang gh€ gianh cho ngudi gia dit & chd tién 1¢i nhit cho viéc
1én xudng xe, ngay phia sau budng ldi. Nhung cdc hang gh€& Ay nhiéu khi bi bd
trong tham chi khi trén xe c6 ngudi gia. Khong ai mudn nghi minh 1a gia va
ngdi vao chd danh cho ngudi gid. Hinh nhu trong vin hod phuong Tay, dim
nghi vé ngudi khdc 1 di gia 13 diéu “qud pham thugng” , nhat 1a d6i vdi phu
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nit. Trong ti€ng Anh, ngudi ta da phai tao ra mot tlf trung tinh giita Mrs (ba) va
Miss (c0), 1a Ms dé “tré hoa” d6i tugng. Ching dugc #n thit dn x0i, cling dudc
céch goi cho ngudi tAm long!.

2.4 Nhitng luu y khac

Ngoai nhitng van dé trén, khi giao ti€p - dam phén véi ngudi Trung Qudc, ciing
can luu y cdc diéu sau day:

. C6 hi€u biét vé Tam gido (Lio gido/ Khdng gido/ Phit gido) 13 nhitng ton gido
da cdm ré siu trong cudc sdng vin héa Trung Qudc tir hang ngan nim nay va
van con 4nh hudng manh mé trong cudc séng vin hod hién tai, nhat 12 &
Hongkong va Pai Loan. Kién thitc vé tam gido s& gidp 1y gidi mdt s6 nghi thic
va dic tin cia ngudi Trung Qudc trong chuin bi va ti€n hanh dam phén.

. Trong xa giao , cdi bt tay 12 ctf chi viin hod phd bién. Song trong ti€p xiic vdi
ngudi hon tudi, nhat 12 & Pai Loan, c¢6 thé nim tay phai, dung tay trdi boc tay
phdi , dua 1én ngang nguc, dong thdi hoi cii dau. Hong Kong di tiing 13 trung
tAm thuong mai qudc t&, ndi cu dan da it nhiéu ngudi bi “ qudc t& hod” song mot
ctf chi nhu vdy van dudc chao dén ndng nhiét vi né cho thdy sy nhiin minh, kinh
trong va nha nhin cda ta.

. Pling bao gid bit ngudi Trung Qudc phdi tir chdi thing thirng. Khi tir choi,
ngudi Trung Qudc, nhat 12 ngudi Trung Qudc luc dia , thudng néi “diéu nay bat
tién” hodc “viéc ndy khé 1dm”™.

. Ngudi Trung Qudc (luc dia) c6 théi quen vin hod 1a vd tay khi chao ming hay
chia tay. Ta hdy v tay dép lai ho.

3. NHAT BAN

Nhat Ban la cudng quéc kinh t&€ 16n thit hai trén thé gidi, sau My va la quoc gia
dang c6 ddu tu 16n & Viét Nam. Né&u trong phat trién kinh t&, Nhiat Ban 12 mot
hién tugng ddc ddo, tao nén cdi ma cdc nha phan tich kinh t€ goi 1a “su ky diéu
DPong 47, thi trong giao ti€p dam phan, Nhat Ban ciling c6 mot phong cdch riéng
rat doc ddo. Phong cich giao ti€p cia dam phan Nhat khdc hin so vdi nhitng
qudc gia lang giéng gin giii vé tAm ly va dia Iy ddi véi Nhat Ban nhu Trung
Qudc, Triéu Tién, va cang khic xa so v6i phong cdch dam phan phuong Tay. Vi
vy, trong nhitng name vira qua, nhiéu cdng trinh nghién citu vé giao ti€p chéo
vin hod (cross-culture communication) da dé cip rit manh dén hién tuong
“phong cach giao ti€p dam phan Nhat Ban”.

3.1. Tate Shakai

Tiéng Nhat, Tate nghia 1a thi bac trén duéi, Shakai 1a x4 hoi. Tate Shakai 12 xa
hoi ting bic. N6i chung cdc xa hodi vin hod Chau 4 déu 1a xa hoi ting bac.
Trong cic xa hoi d6, hoat dong giao ti€p dam phan doi hdi phdi tinh dé€n quan
hé thit bac. Trong quan hé giao ti€p hang ngay, quan hé thit bac do cidc yéu to
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tudi tic, dia vi, trinh dd hoc van va gidi tinh chi phdi. Trong dam phéan thuong
mai, yé&u t6 chi phoi quan hé thi bac 1a tAm c& cong ty, uy tin cd nha dam phan
hay ctia doan dam phdn, hodc quan hé ai 1a ngudi bén, ai 1a ngudi mua. Trong
dam phén, ngudi mua 12 ngudi c6 quyén doi

héi, khach hang 1a “thugng d€”, va ngudi ban c6 thdi do chiéu 1ong ngudi mua.
Trong xa hdi vin hod Nhat Ban, d6 con 12 quan hé Oyabun-Kobun (thay trd).
Quan hé nay c6 goc ré tir thdi phong kién cta xa hoi Nhat Ban (1185-1868).
Trong ti€ng Nhat, “oya” c¢6 nghia 12 “cha me”, va “ko” c6 nghia 1a “con”,
nhung “oyabun-kobun” 12 cum tif chi quan hé thay trd, va sau ndy né dudc ding
dé chi quan hé chi thg. Ngudi chii ldc diu 13 ngudi day viéc cho thg, 1a thay.
Trong cdc cong ty Nhat hién nay, ngudi thg cd, ngudi day viéc van 1a ngudi rat
c6 uy tin, n6i mot cu bing may ciu clia ngudi khdc. Mot kiéu quan hé ting bic
khdc 1a quan hé “Sampai- Kohai” (thAm ni€n), trong d6 “Sampai” 1a ngudi c6
thAm nién cao, “Kohai” 1a ngudi ¢6 thim nién it hon. Sampai chi bdo kinh
nghiém cho Kohai va ddp lai, Kohai bé qua nhitng di€m yé&u ctia Sampai.

Quan hé Sampai- Kohai c6 khi kéo dai dén cd ddi ngudi. Ciing gidéng nhu quan
hé Oyabun- Kobun, Sampai- Kohai 12 quan hé ma thanh cong hay thit bai cla
cdc bén déu dnh hudng dén phia bén kia, gin giong nhu ki€u “x4u chiang hd ai”
trong xa hoi vdn hod Viét Nam.

3.2. Amae

Amae c6 nghia 1a dam boc 14n nhau, tuong than tuong 4i. Amae 12 nép song vin
hod xudt hién trong boi cdnh lich s ctia mot xa hoi dat chat ngudi dong, phai
cling nhau chia x& ngudn tai nguyén it éi d€ cling ton tai. Nha Nhat Ban hoc
ngudi My Diana Rowland (1985) khi so sdnh vian hod Nhat Ban- phuong Tay
gidi thich: Amae 12 mot khdi niém vin hod khong thé dich truc ti€p sang ti€ng
Anh. Amae c6 thé vi nhu tinh cdm che chd, bao dung clia ngudi me danh cho
con va sy bau viu tin tudng clia ngudi con dap lai danh cho ngudi me. Trong
giao ti€p hang ngay, bi€u hién cia Amae 13 thdi dd va ngot clia ngudi Nhat véi
nhau va sy de chung truGc nhitng ngudi nudc ngoai, nhitng ngudi ma ho khong
c6 quan hé Amae. Amae bi€u hién manh nhit trong cdc mdi quan hé gia dinh,
cong dong, cong ty. Chinh vi Amae ma ngudi ta thudng hay néi d€n mot kiéu
hinh mau cong ty ki€u Nhat Ban, hinh thic cdng ty noi moi ngudi coi nhau nhu
thanh vién mot gia dinh. Va thim chi cd Nhat Ban ciing dudc ngudi ta goi la
mot “Japan Inc.” (T6ng cong ty Nhat Ban)

Trong giao ti€p va dam phdn, ngudi Nhat bao gid ciling ¢6 giai doan x4 giao
lam quen, bay t& mong mudn hi€u biét 14n nhau, quan hé, 1am in lau dai, chd
khong di thang vao viéc nhu ngudi phuong TAy. Gan nhu thanh mot cong thifc
dam phan theo ki€u Nhat Bin, d6 1a dam phan qua bon giai doan: (1) giai doan
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mao diu, 1am quen; (2) Giai doan vao viéc dua trén cd s& hi€u biét 1an nhau;
(3) giai doan thuyét phuc; (4) giai doan thod thuén, ky két. Tham chi, trong giao
ti€p hang ngay, ngudi Nhat ciing khong “vao dé thang”. Mot ngudi Nhit sang
hang xém mugn cdi xéng, anh ta ciing bit dau tir nhitng chuyén khic chuyén
mudn cdi xéng trude khi budc vao chii dé chinh. Mot vai triét hoc ngdn ngi
phuong Tay di st dung thuc t€ vin hod nay d€ thuyét minh vé “phép tu duy
hinh xodn &c¢ clia ngudi phuong Péng” clia ho.

Amae 12 mdt bdn sic vin hod c6 cdi gi d6 gan nhu cdi nép “dn trong ndi, ngdi
trong huéng”, d€ khoi “dugc long ta x6t xa 1ong ngudi” trong nép sdng vin hod
Viét Nam. Pung 13, trong giao ti€p dam phdn thuong mai, ngudi mua c6 1gi thé
cia “thugng d&€” dugc tuw do lwa chon chat lugng va gid cd hang hod, dich vu
theo nhu mong mudn. Nhung bén canh cdi tv do 4y 13 y thic vé Amae, y thic
trach nhiém ngam phai xem xét quyén 1¢i, 1¢i nhudn ma ngudi ban xitng dugc
huéng. Pam phdn thuong mai theo phong cich Amae Nhat Bin vi thé vé
nguyén tic, khong mang mau sic sit phat bing moi giad va moi cach.

3.3. Wa

Wa, ti€ng Nhat, c6 nghia 12 hoa. P€ giit wa, trong giao ti€p dam phdn, ngudi
Nhat rat ngai tir chdi thing.

Aa

Gitr hoa

Ngudi Nhat c6 t6i 16 (mudi sdu) cdch khudc tir khong dung chit khong ma vin
c6 nghia la khong (John Graham & Yoshihiro Sano: 19993). Dué6i diy 1a mot
vai din ching:

- I'll check it and do whatever I can (T6i sé kiém tra lai va sé c6 gdng hét siic)

- I’ Il do may best after discussing with my senior executive (T6i sé c6 ging hét
sitc sau khi trao doi vdi sép ciia téi.

- I'll think about it (T6i sé suy nghi vé van dé nay)

- I'll handle it the best I can (T6i sé xit Iy vdn dé nay bdang hét khd ndng ciia
minh)

- It’s very difficult (Chuyén nay kho ldm)

- I'll consider it in a forward looking maner. (T6i sé xem xét van dé nay theo
huéng nhin vé tuong lai)

- I'll make an effort (Téi sé thit xem)

Ciling nhu Amae, Wa la mot gid tri vin hod dudc danh gid cao trong xa hoi
Nhat. Ngudi ta danh gid cao sy hoa hdp, cé khi 1a nin nhin, theo kiéu c6t sao
cho kin trén bén dudi, vui vé tir trong gia dinh (Chdng gidn thi vo lam lanh;
Miéng cudi tiim tim rang: Anh gidn gi?) dén ra ngoai xa hoi (Loi néi chdng mat
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tien mua; Lya loi ma néi cho vita long nhau.) Thim chi trong xung dot y kién
(Mot cau nhin la chin cdu lanh) nhu trong xa hdi vdn hod Viét Nam.

Aa

Trong giao tiép - dam phan, chinh céi y thiic vé Wa ciia ngudi Nhat khién cédc
nha dam phén phuong TAy thudng hay than phién vé sy kh6 khin trong thu
nhin thong tin phan hoi tir phia Nhat. Phia Nhat hinh nhu chi phdn hdi y kién
sau khi du dinh phdn hdi cho d6i phuong di dugc ban bac, thdng nhat thodi mai
trong ndi bd ho. P&i véi cdc nha dam phdn phuong Tay, su khdng c6 tin hiéu
phdn hdi tic thoi tir phia ngudi Nhat sau khi dam phédn 12 ddng nghia véi su tir
chdi. Nhung nhiéu khi sy that khdng hin 13 nhu vay.

C6 nhitng cdi gi d6 gan nhu “van sy khdi dau nan” trong mdi quan hé giao tiép
dam phén v6i ngudi Nhat. Mot khi da c6 quan hé ban hang, ngudi Nhat mudn
c6 Nagai Tsukiai, ti€ng Nhat, Nagai 12 1au dai, Tsukiai 12 quan hé, tinh cim
ban be. Nagai Tsukiai 12 mong mudn quan hé 1am &n lau dai.

3.4. Honne va Tatamae

Nhv trén da trinh bay, ngudi Nhat ddnh gid cao sy hoa hgp, c6 khi d€n miic
khién ngudi giao ti€p, nha dam phin qudc t€ sanh sdi khi ditng trude sy chinh
chin cla ngudi Nhat van phdi ty dit cAu hdi ddy la sw chdn thanh hay thyc sy
chi la biic man khoi (Diana Rowland, 1985). Bau 1a Honne (su that bén trong)
va dau la Tatemae (su that bén ngoai) va li€u hai cdi sy that d6 c6 trung khép
1én nhau khong. Trong giao ti€p va dam phdn véi ngudi Nhat, chi bam 14y
Tatemae (sy thit bén ngoai) thoi thi khong di vi cdi chinh ta can 1a Honne (su
that bén trong) clia cudc giao ti€p dam phan.

Aa

Honne

Pau 1a Honne trong cac phat ngdn sau:

- Do not hesitate to express your own opinion (Pling ngai bay td ¥ ki€n riéng ctia
ban).

- Please drop by my house any time (R& qua nha toi chdi bat ky lic nao ciing
dugc).

Trong mot x4 hoi vin hod 14y chit Hoa 1am trong, ngudi néi chi néi cdi ngudi
nghe thich nghe. Bay td y ki€n riéng? C6 ddng that 1a ngudi n6i mudn nghe y
ki€n riéng? Va 16i mdi clta miéng cta ngudi Nhat (r& qua nha toi chdi bat ky lic
nao ciing dudc) cd dung la 161 mo1? C6 dung 1a lic nao ciing dugc?. That ra
nhitng phit ngdn vira trich c6 cdi gi ddy gidng nhu cAu “Anh/ chi/ Ong/ Ba di
dau diay?” trong giao ti€p vin hod ngudi Viét. Khi phit ngdn, ngudi néi quan
tdm dén nghi thitc hon 13 ndi dung phat ngdn.
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Tuong tu dau la Honne trong cac phat ngdn sau:

- I am the president of a very small company (Tdi 1a chi tich mot cong ty rat
nho).

- I hold a very insignificant position (Tbi gitt mot chifc vu rit nhd).

- I am not very confident I can do it (T6i khong chic 1dm 12 toi c6 thé lam dugc
diéu nay).

- I am sure I can not do this job very well (T6i chic chidn la to6i lam viéc nay
khong dudc thao 1im).

Aa

R& rang, khong thé cin cif vao nghia den clia cdc phdt ngdn vira din, nghia 1a
cin cif vao cdi v ngdn ngit dugc trinh bay, duge bdc 16 nhu mot Tatemae, d€ xi
ly thong tin trong céc tinh hudng giao ti€p, dam phdn cdc phat ngdn trén... Theo
cdc nha Nhat Bin hoc, cdc phit ngdn ki€u nay cé ngudn goc tir sy khiém
nhudng, 12 nét tinh cdch vin ho4 truyén thong clia ngudi Nhat. Chiing rat dé gay
hiéu 1dm nhat 13 khi ngudi nghe 1a ngudi phuong Tay, 14 ngudi c¢6 cch giao tiép
vin hod khic hdn, nhitng ngudi c6 thé c6 nhitng phat ngdn ki€u nhu: “T6i c6
mdt cdng ty rat 16n”; “Toi rat tw hao veé...”

3.5. Naniwabushi

Ti€ng Nhat, Naniwa 12 tén goi cii clia Osaka ngay nay, Bushi la giong néi. Gido
st Hitomi Masuhara, thudc Pai hoc Lutton (Vuong Qudc Anh) ghi gidi thich
khdi niém nay trong phi€u thim do nhu sau: Naniwabushi 12 cdm nhan vé gia tri
tinh ban, su can nhic vé dao ly d€ di dén quyét dinh c6 khi gay thiét hai cho c4
nhan minh.

Trong dam phdn, Naniwabushi 12 sy tn tinh cung cip thong tin clia ngudi ban.
Ngudi ban miéu t chi ti€t cdi ho c6 va diéu ho can d€ ngudi mua xem xét va
quyét dinh. Ngudi ban khong phin d6i, ciing khong yéu cau ngudi mua gidi
thich quyét dinh clia ho. Qua trinh trao doi thong tin hoan toan 1a mot chiéu, tir
ngudi ban dén ngudi mua.

3.6. No Tataki Uri

Ti€ng Nhat, Tataki 1a gic cao ddnh s€, Urila ban. No Tataki Uri 1a phuong thitc
ban hang bing cdch néu gid that cao rdi ban véi gid ha hon nhiéu. Pay l1a cich
thitc bdn hang cla nhitng ngudi ban chudi rong trén dudng phd Nhat trudc kia
nén diy con dugc goi 12 phuong thic ban chudi. Trong dam phdn, ngudi Nhat
ciing 4p dung phuong thifc ban chudi trong dam phdn gi4.

3.7. Ishin- Denshin

Ishin- Denshin, trong tiéng Nhit, c6 nghia 12 giao ti€p khong bing 13i, theo
nghia tich cuc ctia tir nay. Hi€u mot cdch don gian, Ishin- Denshin c¢6 nghia 12 sur
im ling, nhung khong c6 nghia 1a phan doi.
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3.8. Nemawashi

Ti€ng Nhat, Ne 13 &, Mawashi 1a vun tréng. “Goc ré c6 siau bén thi cdy mdi
xanh tuoi”, 1a mot cdu thanh ngit cua ngudi Nhat.

Trong dam phéan, ngudi Nhat lo truéc chuyén gip g3, thao luin y dinh ctia minh
v6i ngudi khdc. Céi dién ra trén ban dam phdn c6 khi chi mang tinh thi tuc,
thong qua nhitng gi da dugc thdng nhat.

3.9. Shinyo

Ti€ng Nhat, Shinyo 1a sy tin nhau, gan rudt, chi tinh véi nhau va ri nhau di...
ddnh chén. Theo con s& cong bo, chi phi hang nim cho vui vé nhiu nhet trong
giao ti€p va dam phdn & Nhat chi€m t6i 1,5% tong thu nhap qudc ndi (GNP)
trong khi chi phi cho qudc phong hang nim chi tiéu t6n ¢6 0,9% ctia GNP (John
Graham & Yoshihiro Sano: 1995). Giao ti€p - dim phédn c¢6 nhiu nhet, ting qua
dé€ bi€u 16 tinh than 12 nép séng vin hod xuit phat tir mot xa hoi trude diy
ngheo vé vat chat.

4. HOA KY

Hoa Ky (tén goi ddy dd: Lién Bang Hoa Ky, hay Hdp chling quéc Hoa Ky) 1a
mdt qudc gia tré, xuat than tir ngudn gdc thudc dia.

Ngay 12/10/1942, nha hang hai ngudi y Christopher Columbus, nhan danh Qudc
vuong TAy Ban Nha, da dit chan 1én Chau My, noi 6ng tudng nham 1a &n D9.
Bdy nim sau, nha hang hdi x& Florentine tén 12 Amerigo Vespucci di dén cita
song Amazon, Nam M§ va xdc minh ddy 1a mo6t chau luc mdi, chit khdong phai
12 4n PO nhu Christopher di 1am tudng. Nim 1507, cin ct vao nhin dinh cia
Amerigo Vespucci, nha dia ly ngudi Bitc Martin Waldseenmueller da dit tén
cho chau luc méi dugc phat hién 1a America (Theo tén cia Amerigo). Va ciing
ké tir 6, qud trinh thudc dia hod Chau My bit ddu. Cdc cudng qudc Chau Au
canh tranh nhau dit doi trong cong cudc tuyén bd chl quyén lanh thd va thanh
lap cdc thudc dia méi & Chau M§. Pén cudi thé ky XVII, sy phat trién clia cdc
nudc tu bdn Bidc My dia chAm ngdi cho cudc chién tranh gianh doc 1ap clia mudi
ba xit thudc dia thudc Anh & Bic M§. Thang 7/1776, tuyén ngdn doc lap cla
nudc My dugc thong qua va ndm 1783, Anh ky Hiép uGc Paris, chinh thitc cong
nhan doc 1ap cta My.

T mdt nudc cong hoa tré tudi (gdm 13 ti€u bang khdi nguyén), ngay nay Hoa
Ky tré thainh mot qudc gia rong 16n gdm 50 ti€u bang, mdt siéu cudng kinh t&
thé gidi. P6 1a két qua cla qud trinh khai hoang md dat, m& rong bién gidi, phit
trién kinh t& clia chinh ngudi ddn M§ cong thém nhitng thuin 1¢i vé mit dia ly
clia nudc M¥ (cdch xa céc trung tAm xung dot ctia th€ gidi). Sau Pai chi€n thé
gi6i thit Nhit, M§ ndi bat 1én trd thainh mot ga nha gidu, mdt chi ngd cla céc
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cudng qudc thing trin Chau Au. Sau Pai chién thé gidi thd hai, My trd thanh
qudc gia ditng dau phuong Ty vé kinh t€.

Aa

Nha tri€éu phu My

Chau Au di phdt hién ra cdi gi méi - nha triéu phi My.

Ong ta sang Chau Au vdi tdi tién diy 4p, 6ng di d6 ddy nhin khip, mém ngim
xi ga. Ong ga con gdi cho cdc vi cong hdu khong xu dinh tdi. Ong sdm tham,
mua cdc bic hoa, tudgng, sdch hi€m, 1au dai, nghé thuat dep nhit va xau nhat,
mua chi @€ ma mua. Ong ning d3 nhitng ngudi budn ban nghé thuit, nhitng tay
phd san sting sd, nhitng tén bip bgm, nhitng chan nghé sy, va nhitng ké lam gia
nhitng 10 mot duc trong dd gd mdi. Ngudi ta vé tranh biém hoa dng, rdn 6ng-
nhung dng mua lién. Nhiéu khi 6ng khong ngu ngdc tré con nhu vé ngoai,
nhung don gidn chi 1a dng ban viéc, lai 1am qud nhiéu tién, khong biét tiéu ra
sao, chi ¢6 ¥ nghia 16 md vin minh 1a cdi gi d6 cAn phdi mua khi ¢6 vi trong tdi.
Doi khi, nhu Paul Morgan, dng bi€t rd minh mua c4i gi, doi khi khong bi€t. Lim
ldc, dng bi lira. Nhung cudi cing, dd mua dugc cling d€n M§, va nhiéu do nhu
th€ 1am ting sy hudng thu va phic 1di clia nhan dan.

Noi day ciing md rong mot cich la ling ¥ niém My vé cong lao va tién. Nhiing
bic dai cu phi- tuyét dai da s déu cho ring giau nhu thé& 13 chua dd. R4t ning
dong trong cudc ddi lam lung, nhung khi da c6 tién, ho ciing khong chiu ngdi
yén mot chd ma nghi ngdi hudng lac. Pong tién khién ho day dit, vi n€u khong
biét dugc bat ki di€u gi khac nita thi ho ciing biét dudc tién 12 quyén uy. Ho sinh
ra nghéo khé, chiu ki€p din den. Nay ho c6 thé d6 tién ra mua cdng hau cho
con géi, néu ho mudn, khong c6 chife tudc qui phdi nio ho c6 thé mua cho ban
than. Nhung c6 tién ciling phdi lam gi chi!. (Stephen Benet (1898- 1944), phdng
theo ban dich ctia Hitu Ngoc, NXB Thé gidi, 1995).

Aa

Poan miéu t4 nha triéu phd M§ trén diy 1a cda nha vin M§ Benet dugc nhiéu
ngudi cho 12 mot bitc chan dung nha triéu phi M§ dién hinh. Song, nhitng hinh
4nh dinh ki€n vin hod nhiéu khi chi c6 gid tri thuéng thic nhiéu hon 1a gid tri
ting dung trong hoat dong thuc tién. Khé c6 thé c6 nha triéu phi, hay nha dam
phdn dai dién cho nha triéu phi nhiéu tién d&€n miic “khong biét tiéu ra sao, chi
c6 y nghi 10 mo van minh 1a céi gi d6 khi c6 vi trong tii”. Chin dung nha triéu
phi My theo miéu td clia Benet qué 1a “khd khao qué, ngidy ngd qud, chi biét
“tiéu” thoi, ching biét gi”, gidng nhu mo tip nhin vat ling mang trong tho Xuin
Diéu truéc C4ach mang (Chi biét yéu thdi chang biét gi). Nhung yéu thi con 1a
dudc, con c6 muc dich, chir tiéu theo kiu trd tién cho c3 kiéu vé tranh bi€m hoa
minh thi that hét chd néi.
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Trong thyc t&, tir Pai chién th& gidi 1an thit 2, nu6c M§ da trd thanh mot trong
nhitng qudc gia hang dau vé nghién citu kinh t& va qudn tri kinh doanh. Riéng
v€ nghién cttu dam phdn thuong mai qudc t&, nhitng thap ky cudi clia thé ky
XX, ngudi My ¢6 nhiéu thanh tyu mdéi. Ngudi My nghiém tiic nhin lai minh
trong moi quan hé 1am dn vdi cdc d6i tac clia ho. Dudi day, xin trinh by s ludc
nhitng “rdt kinh nghiém” cla cdc nha phudng phdp, chién ludc va sich ludc
dam phdan My¥ theo cdch nhin cta ho.

Cé4c van dé dudc néu dua trén co s§ so sanh ddi chi€u cdch hanh vi vin hod
trong hoan cénh giao dich lién vin hod, lién quyén 1di va lién muc dich.

4.1. S¢ khao nhitng nghién cidu vé dam phan trong nhitng nim gan day &
M§.

4.1.1. Tha tim mot ly giai

C6 thé néi nhitng thap ky cudi cing cta thé ky XX di ching ki€n sy md rong
ctia nhitng nghién cttu vé dam phan. Nguyén nhan cta su nd rd 4y cé thé nhiéu,
nhung c6 thé diém ra mot sd nguyén nhin cd ban di din dén hién trang nay:

. Su két thiic clia chi€n tranh lanh (Cold war) di tao ra mot c4i thd phao nhe
nhdm cho cic gi6i chinh tri va kinh doanh von rat nhay bén véi thdi cudc. Ngudi
ta dudng nhu v& 1& ra mot dieu “khon khong qua nhé, khoé khong qua 15i”.
Nhitng ké tuy cho minh 1a manh ciing ty mudn c¢6 mot trat tu thé gibi tao ra tir sy
hoa gidi cdc quyén Idi xung dot thong qua dam phan chd khong phai theo kiéu
ra 1énh, 4p dit. Khong thé dung sing dan va vii luc dé€ néi chuyén vé6i nhau.
Trén qui mo toan cau va tiing khu vyc xuat hién xu thé 14y ddi thoai thay cho
ddi dau hodc bién bai chién trudng thanh thi trudng.

. Xu th& hoi nhap, xu thé khu vyc hod va toan ciu hod 1a xu th& chung cho mot
thé& gidi kinh t€ ma khong c6 mdt qudc gia niao ké cd My, gi khong 16 vé kinh
t&, c6 thé ton tai mot cach hoan toan doc 1ap, khong chiu bat ky 4nh hudng nao
tf bén ngoai. Trong mdi quan hé kinh t€ tuong tdc d6, dam phén tr§ thanh cong
cu d€ tim ki€m gidi phdp x4y dung, tranh tic dong tiéu cuc hoic phd hoai cia
hoan c4dnh khiach quan trong chitng muc c6 thé.

. Xu th& chuyén sang kinh t€& thi trudng trén qui md toan ciu sau sy sup d6 clia
Lién X0 cii va sy tan rd cla cdc nén kinh t€ tap trung k& hoach hod & Pong Au
lam cho hoat dong thi trudng trén qui mo toan thé giGi trd nén nhon nhip hon,
sén sinh ra cdc méi quan hé budn ban day dic hon. Trong cdi thi trudng rong
16n va day bat tric d6, nha doanh nghiép, & bat ky tim ¢d nao trong bat ky linh
vuc ndo, cling déu can dam phdn, it ra 12 dé tim hiéu ddi phuong, tim kha ning
va co hdi 10i nhuin, néu khong phai 12 d€ t6i da hod 1¢i nhuén.

Su ky diéu Bong A , theo céch néi clia cdc nha kinh t&€ hoc hién dai, da dong
g6p vao viéc 1am ndi troi vai tro clia nén vin hoa Chau 4 néi chung va vin hod
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doanh nghiép Chiu 4 néi riéng va cé dnh hudng dén nhu ciu nghién cifu giao
ti€p va dam phdn ddi v6i cac quoc gia thudc khu vuc nay. Pa xuit hién nhitng
cong trinh nghién cttu va phan tich kinh t&€ ndi vang 1én ti€ng néi clia Chau 4,
mot ti€ng néi diy ban linh va tu tin, diy tu hao vé truyén thong vin hod 1au doi
va vé nhitng thanh tich trong ting trudng kinh t& khi€n cho phuong TAy khong
thé xem thudng.

Xuat phét tif nhitng nguyén nhan trén, cdc cdng trinh nghién ctu vé dam phan
xuat bidn § My trong nhitng thip ky vira qua xoay quanh:

(1). C4c van dé & binh dién 1y thuyé&t vé dam phan trén moi phuong dién, trong
d6 c6 dam phdn chinh tri v dam phdn kinh t&€ thuong mai 12 nhitng van dé then
chét;

(2). Céc van dé vé k¥ thuat ddm phdn trén moi phudng dién dugc nghién ctu
tién kha thi d€n nghién ctu kha thi, chuin bi dim phan, ti€n hanh dam phén,
két thic dam phan, gidi quyét cdc van dé sau dam phén;

(3). Céc van dé kinh nghiém dam phdn, & moi cip do, tir dm phdn & mic so
cAp dudi nhitng nhan dé ngd nghinh nhu: “Huéng din dam phén cho nhitng ké
dai khd” d&n nhitng coéng trinh tim c¢& ding lam tai liéu gidng day & khoa kinh
doanh cia cac truong Pai hoc 16n (nhu Harvard, MIT);

(4). Céac van dé quan hé gifta ddm phdn véi luat, véi dao dic kinh doanh, vdi
tham vong ¢4 nhan va vdi cac phic 1gi xa hodi khic biét trong cdc xa hdi khic
nhau;

(5). Cdc van dé thudc phdm chat, ning luc, tu cdch va dd tin ciy cda cd nhan
cidc nha dam phan.

4.1.2. Dy an dam phan Harvard

Du dan dam phan Harvard 1a mot du d4n nghién ctu cua Harvard University
nhim vao cdc vin dé dam phdn, phat trién va truyén ba cic phuong phap cich
tAn vé dam phdn va hoa gidi (Mediation). N6 12 mot bd phan clia chuong trinh
dam phan, mot t8 hdp nghién cttu tw van cla cdc hoc gid dai hoc Harvard, MIT
(Vién Cong nghé Masachusettes) va nhitng noi khac. Cac hoat ddng cia dy an
bao gdm:

(1). Xay dung 1y thuyét vé dam phén;

(2). Gido duc va dao tao vé dam phdn;

(3). Xuat ban cdc nghién cttu vé dam phan;

(4). Nghién citu thuc dia vé dam phdn;

(5). Cong téc nghién cifu vé dam phén;

C6 nhitng cong trinh thudc dv 4n ndy di dugc dich sang ti€ng Viét, vi du “pé
dat dugc thoa thuin- Thuong lugng thanh cdng ma khong thua thiét” cia Roger
Fisher & Willam Ury (ban dich ctia NXB thanh phd H6 Chi Minh, 1994). Cong
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trinh nay da dugc xut bin vé6i s6 lugng trén 2 triéu ban, bing 18 thit ti€ng khic
nhau trén thé giéi.

4.2. Nhirng gia tri van hoa My:

Duéi diy, mot s6 dic trung gia tri vin hod My c6 4nh hudng dén dam phén
dugc dé cap theo tinh than “Biét minh 1a minh, bi&t ngudi la thong, bi€t minh,
bi€t ngudi 12 cudng” (Cham ngdn ¢d Trung Qudc).

4.2.1. Van hoa “Noéi hAm”

Trong co ciu din cu cia MY, 83% la ngudi da tring, 12% la da den va 5% la
ngudi 4 da vang. Khich dén My thudng ngac nhién vé sy da dang vé mau da
clia cu dan dat nudc nay, con ngudi My coi ddy 1a diéu duong nhién. Chi can
qua vai th€ hé, nhitng phong tuc tdp quén cia “c6 qudc” ma ngudi dan nhap cu
mang d&n My sé& bi “ninh nhir” trong cdi “Noi hAm” vin hod M§y. C4i chit m&i
dudc tao ra dugc nha vin M§ vi dai Mark Twain chi ra khi so sanh khi chat
ngudi Anh véi khi chat ngudi My. Ong miéu ti ngudi Anh 1a “Ngudi 1am mot
cdi gi d6 vi viéc d6 da c6 ngudi lam rdi” con ngudi My 1a ngudi “Lam mot cdi
gi d6 vi viéc d6 chua c6 ai lam”. Ngudi My thich thit sitc v6i cdi méi vi tin ring
c4i mdi hon 12 cdi t6t hon. V&i tu cdch mot dan toc hinh thanh tir cdc ludng nhap
cu kéo dai trong sudt lich st My tdi nay, ngudi My dugc thira nhan c6 tinh than
tién phong. Trong thé& ky XIX, tinh than nay sdi suc trong cdc cudc sin tim vang
va khai phd dit hoang mién TAy. Khit vong tim mdt cudc sdng mdi 1a mot dic
di€m vin hod ndi bat trong tAm hdn ngudi My. Theo con s6 thong ké ghi nhan
dugc, mot ngudi My trung binh thay d6i chd & 14 1an trong ddi, do cdc 1y do tich
hd, chuyén viéc, lui bai hoic phat 1én vé kinh t€&, chinh tri. Nhiéu khi 1y do chi
1a tinh phiéu lvu hoic thay ddi, tim khi hau thich hop cho ban than.

4.2.2. Nghi thiang

Theo Joel Wallace va Gale Metcalf (1995) thi tu duy ddc trung theo phong cdch
My Ia tu duy 16 gic tuyén tinh, theo d6 tAt cd moi thif trén ddi déu c6 nguyén
nhan c6 thé khdm ph4 ra dugc. Néi cach khdc, moi thit khong ty nhién x4y ra va
déu la két qué clia mot cdi gi do, tir A gdy ra B din dén C, va nhitng thd nay
phdi dudc minh chitng bing cdc cd s3 thong s§ dit liéu cu thé. Nha dam phédn
M§ ngdi bén ban dam phdn coi d6i phuong 1a 6ng thay ra dit kién d€ ho gidi
dam phén. Nhitng bai todn c6 dit liéu bing cdm gidc, linh cdm, thi€u co s xdc
thuc 12 nhitng bai todn vo 1y, hay it ra cling 12 v6 nghiém doi v6i nha dam phan
My. Nha dam phdn My thudng cdm thdy khé chiu trude nhitng tv duy ma ho cho
12 “r6i rim”, mong lung, khong tap trung vao van dé cin gidi quyét va tdn man,
c6 khi lac dé. Nhu mot hoc sinh doc 1ap 1am bai, nha dam phdn M§ mudn c6 cd
s§ dit liéu ddy dd, suy nghi trén nhitng dit kién d6, tw minh tim ra d4p s6 cia bai
todn va quyét dinh ha bit, déng khung k&t qua trong ky k&t hop dong.
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4.2.3. Néi thang

Phan 16n moi ngudi déu cho ring néi thing 12 mot dic tinh tSt, nhung lic nao
ciing 14 diéu chua hin di 1a t6t trong cdc nén vin hod trong quan hé ting bac.
Tiéu chuin vin hod M¥ cho ring néi thing ludn ludn 1a t8t, va tiéu chudn nay
cho phép con c4i tranh luin véi bd me, hoc trd c¢6 thé bac ¥ kién clia thdy, ngudi
lam cdi lai 6ng chd khi y ki€n ctia dng chi khong ding. Nghia 1a, ngudi My
khong bi rang budc bdi quan hé ting bic trong dién dat y ki€n, tinh cdm cla
minh.

4.2.4 . Canh tranh

Céc nha phan tich vin hod cho ring cdi néi thing trong tinh cdch M§ ciing c6
ngudn gdc clia né: P6 12 ban chat thich canh tranh clia ngudi M§. Canh tranh tit
nhién c6 khia canh t6t cia né trong thic ddy va khich 1& moi ngudi cd gdng hét
sttc minh trong kinh doanh ciing nhu trong cudc song. Nhung khit vong mudn
vugt 1én ngudi khic (bing moi gid) dé xd ddy ngudi ta vao chd vo tim.

4.2.5. Tinh doc lap:

Céc thanh vién clia nén vin hod My dugc khich 1& tir trong nha trudng 18i tu
duy doc 1ap. Néu ta héi modt phu huynh M§ ho mudn con céi ho sé lam gi &
trudng, ho s€ tra 16i dai loai:

“T6i mudn chdu biét doc 1ap suy nghi.” , hodc “Tdi mudn chdu hoc d€ sau nay
biét tu ra quyét dinh, biét ty ding 1én bdo vé niém tin, vd c¢6 khi ning duong
diu vé6i nhitng thach thiic cla cudc song hién dai”. Khic vdi phong cich gido
duc My, phong céch gido duc c6 truyén phuong Pong trong viéc ghi nhé kién
thiic, trong tinh can cli chim chi va di tao ra nhitng nha doanh nghiép sau nay
c6 tri nhé t6t, bi€t cham chd ling nghe, biét tong két, nim bit van dé ranh mach
dén tan ting chi ti€t nhd, bi€t can than va than trong trong hanh dong. Mot nhan
dinh kh4i quit nhu th€ khong c6 nghia My khdng c6 ngudi chim chi, § phuong
bong khéng c6 ngudi sdng tao, ma chi c¢6 y nghia anh hudng ctia gido duc c6
chi ph&i phan nao cich nghi clia cdc nha dam phdn véi tu cdch 13 nhitng c4 nhan
cu thé, con dé ctia mot nén vin hod cu thé, mot nén gido duc cu thé.

4.2.6. Van hoa bién cuong

Tinh doc 14p clia ngudi M§ thudng dudc gidi thich nhu 12 di sdn ctia nén vin hod
“bién cuong” (frontier). Ving bién cuong cdch nay hon thé ky 1a ving ddt mién
TAy dan cu thua thét, ddy nhitng cdnh ritng hoang, nhitng ngon thic noi ngudi
dan di cu chi c6 161 mon cta ngudi da dd chi 16i. Thién nhién khic nghiét va
cudc vat 1on d€ sinh tén tao cho ngudi dan di cu nhitng phaAm chit nhu tinh
chudng co bip, ty luc, diing cdm, ddm lam, phiéu luwu, ganh dua, say nghién
thanh dat. Céc cudc sin vang & California, sin bac § Montana, md mang dat
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mdi mién bién cuong phia Tay da tao ra bao cdt truyén cho bao cudc phiéu luu
dén nay van con 1am ngiy ngat tri tudng tudng clia ngudi My.

4.2.7. Chu nghia c4 nhan.

Mot gid tri quan trong cia vdan hod bién cuong 1a chi nghia cd nhian. Trong
hoan cdnh bién cuong thdi khai hoang m& dat cdch nay hon th€ ky, con ngudi
mot minh tung hoanh, d6i dién véi thit thach, de doa va ty tim phuong thic tao
ra chién thing cho chinh minh. Hinh dnh cta ngudi hung bién cuong dugc dién
dnh M§ dua thanh huyén thoai trong nhan vit John Wayne. Cdi tén John
Wayne nay da trd thanh biéu trung cho chli nghia anh hiing c4 nhan ki€u My.
Di sdn clia chii nghia c4 nhan khi€n c4c thanh vién clia nén vin hod nay nghi
minh 12 doc ddo, 12 mot con ngudi riéng, khong theo mot hinh miu tap thé nao,
khong gidng bat ky ai, trong khi trén thyc t€ tat ca nhitng ngudi My duong nhién
déu c6 nhitng tuong dong.

Trong thé& gidi kinh doanh M, c6 hai tif quan trong: Tu nhin (private) va 1di
nhuan (profit). Thuong trudng 1a chi€n trudng (NuSc My khong phdi thién
dudng; nu6c My cling khong phdi dia nguc. Nudc M§ 12 noi quan ddo gifta cdc
c4 nhan theo dudi cdc muc tiéu va y tudng 1gi nhuidn khac nhau). Chu nghia ca
nhan ciling chi phoi tdm th€ kinh doanh cta ngudi M§. Trong th& gidi kinh
doanh MY¥, ludn c6 su nghi ngd vao vai tro can thi€p ctia Chinh phi vao kinh
doanh. Ngudi My tin ring sy tdn tai cia Chinh phi chi 1a d€ bdo vé tu do cd
nhan cda ho.

4.2.8. Quy thoi gian.

Tiersky (1990) da viét vé tinh ding gid, tinh quy thdi gian clia ngudi My dudi
mot tiéu dé kh4 hap din “Nhanh 1én! Nhanh 1én! Nhanh 1én!”. “Hiy ding gis”;
“Thoi gian l1a vang bac”; “Pung lang phi thoi gian”; “Thoi gian khong chd dgi
ai” 1a nhitng thanh ngit ngudi My yéu thich, phin 4nh tinh sit sao vé thdi gian
va hi€u qué cong viéc ciia ngudi My. V6i nhitng ddc tinh nhu vdy, ho tao ra cho
minh mdt khong khi va nhip dd 1am viéc khan truong, vio viéc ngay, gidi quyét
van dé nhanh. Tuy vy, nhitng nghién cttu so sinh phuong phdp lam viéc Pong
- Tay ciing chi ra ring ngudi M§ ra quyét dinh nhanh nhung thuc hién quyét
dinh, nghia la trién khai dy 4n chAm. N gudc lai, ngudi Nhat cham trong khi ra
quyét dinh nhung mdot khi da ra quyét dinh thi viéc trién khai dv 4n lai nhanh.
4.2.9. Nghi thic xa giao

Gidng nhu trong nhi€u nén vin hod khic, ngudi My sit dung trong giao tiép dam
phdn nhiéu cum tif mang tinh nghi thitc xa giao (Ching ta s& lai gidp nhau / Hen
gap nhau sau/ Luc nao do6 chung ta cung di ti€c trua... ). Nhitng cum tUf mang
tinh x4 giao chi nhim gitp viéc giao ti€p cho trdi chdy. Khong nén coi dé 1a
chuyén that.
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Ngudi ta ciing thudng nghe thiy hai cum tif ngudi My hay néi “Excuse me”
(Xin 16i) va “Thank you” (Cdm on). “Xin 18i” dugc ding khi ngudi xin 16i pham
viing khdng gian “cd nhin” xung quanh ngudi khic. Khi mot ngudi dén qud gan
ngudi khdc, hoic dung phdi ngudi khdc trong dim dong, ngudi 4y néi “xin 161”.
Xin 16i vi ho da vi pham khong gian c4 nhan, thim chi va cham, nhitng diéu vin
hod khong cho phép, nhung ciing dé€ bi€u thi vi pham ctia ho 13 khong c6 y.
Ngudi My ciing hay dung “Excuse me” khi lam phién ngudi khidc. Ho s& néi
“Excuse me” khi ho mudn dit cau hdi, khi chen vao trong thdo luan... So véi
ngudi 4, thi ngudi My dudng nhu hay dung cum tit “Thank you” (Cam on) hon.
Pay c6 1& 12 cum tir mang tinh nghi thifc xa giao dudc st dung phd bi€n nhat
trong von tif viing hang ngay clia bat ky mot ngudi My lich sy nao. Cdm on chi
12 phuong thic bi€u thadi dd 19 lich thiép vdi bat ky ai, chit khong han 1a thai do
té 1ong bi€t on nhu mot nghia vu tinh cdm. Nha dam phdn M§ sé& néi “ Thank
you” khi c6 ai d6 di tru6c nhudng 161 hoic giff clra tw dong gidp cho dng ta/ ba
tavao phong dim phédn hoic khi nhan vién ti€p tAn mang t6i chd O6ng ta/ ba ta
mot li tra.

Ngudi My ciing néi “ Thank you” khi mudn gidm y thitc vé nghia vu cla ho
trong quan hé hang ngay hoic trong quan hé 1am An. Ho khong mudn bi vuong
van véi cdi cdm gidc 12 con mdt mén “ ng” can phdi trd va nhiéu khi giita hai
ngudi My, mdt cAu cdm on chan thanh coi nhu 13 trd xong. Piéu nay c6 vé nhu
khong 6n lim trong nhitng nén vin hod khic, song phing thuc sy diy, nhung
ma sao c6 thé trd ng bing mdt cAu cdm on? Trong nhiéu nén vin hod, nhin
thang vio nhau I ¢t chi mang tinh thdch d6. Ngudi ta tranh nhin thing vao mit
nhau khi trao d6i, nhat 13 ddi vdi ngudi trén. Song ngudi My khi gip cit chi
tuong tu (tranh nhin thing) thi ho lai cho ring ngudi dang giao ti€p vdi ho dang
che gidu diéu gi d6, hodc ngudi dé thi€u thit tha hoic thi€u tu tin. Ngudi M§
trong ctt chi giao ti€p biing mit (eye contact), mdi 1an nhin cho phép tir 5 dén 7
gidy, 1au hon lai thanh sy 4u y€m qu4, nhat 1a d6i v6i ngudi phu nit. Duy tri giao
ti€p bing mit (trong khodng thdi gian ngdt doan) cho phép tao cho ngudi néi/
ngudi nghe 12 ngudi My c6 cdm gidc ngudi giao ti€p/ dm phdn véi ho 13 ngudi
chan thanh, quan tAm dén van dé va ty tin.

4.2.10. An udng tiéc tung.

Tai cdc cudc dam phdn, ngudi My hay c6 bita dn cong tc, c6 thé 1a sang (7-9
gid sdng) , hodc trua (12- 13 gid) hoidc t6i (19- 21 gid). Céc bita dn cong tic
(bussiness meals) thudng dudc t8 chic & cac khach san hoic nha hang phu hgp
va ngudi ta c¢6 thé thio luin cong viéc trong khi dn. Trong khi thdo luin kinh
doanh, cé thé lan man sang cdc van dé x4 hoi ngoai 1&. Van dé 1a khi dudc mdi
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khach nén dén ding gid. Poi khi khach dugec mdi dé€n nha riéng, thudng la vao
bira

t01, kéo dai khodng 19 dén22 gid. Khich nén dén sém hon thdi gian trong gidy
mdi tr 5 dén 15 phit. N&éu d&én chdm hon thoi gian trong gidy mdi, nén dién
thoai cho chd nhan biét khi nao thi khach c6 thé d&€n. Thdi gian ra vé hoan toan
12 do khach nhung nén la sau khi da An udéng , udng ca phé va néi chuyén doi
chiit. Khi thiy vai ngudi khdch di ldc ddc didng 1én chudn bi ra vé, néu ta trong
ddm thyc khdch thi nén nhin co hdi d6 ma rit theo, néu ta mudn. Ping 1lam
ngudi dau tién ciing dirng 1am ngudi cudi cling rdi khdi bira tiéc . Tiéc ding 1a
hinh thic tiéc tuong d6i phd bién trong giao ti€p kinh doanh & M§. Muc dich
clia n6 12 tao diéu kién cho thuc khdch gip gd, néi chuyén, 1am quen vdi nhau
va vdi nhiéu ngudi. Thuc khich di vong quanh, theo nguyén tic “hoat dong
mang”. Quy tic c¢d ban 12 tim va néi chuyén véi ngudi ta ¢ cdm gidc thich néi
chuyén cling. Ai ai ciing c6 thé néi chuyén vdi bat ki ai.

Thuc khich cé thé quiy vao mot nhém hoidc rdi ra chd khic tim ngudi néi
chuyén. Chii dé cau chuyén thudng 1a nhe nhang, nim trong quan tdm chung
clia moi ngudi (gia dinh, nghé nghiép, thé thao) hoic cdc van dé thdi sy (kinh t&
,chinh tri)

4.2.11 Qua cap

Khong c¢6 quy dinh cu thé nio vé qua cdp trong thong 1é vin hod My, nhung
nhin chung thi ngudi MY it ting qua cho nhau hon ngudi chiu 4. Phin 16n qua
ting, trong cudc sdng hang ngay la cho ban thin hoic ho hang. Trong ting qua
khong c6 thong 1é c6 di c6 lai. Piing budn néu khi ta ting qua ma khong nhian
dugc qua ting lai. Khi nhan qua ngudi My thudng md ngay va phdt biéu cdm
tudng vé mén qua kém theo 13i cdm on, hodic néu § xa ho cling thudng c6 may
15i qua thu. Ngudi chau 4 thudng hay ting qua d€ ting cudng quan hé. Ngudi
M§ khong cé thong 1& ay; ho ting qua chi don thuan vi thAy mén qua 4y nim
trong s& thich clla mot ngudi ma ho quan tim. Khi dugc mdi dén nha riéng
ngudi My thuong mang theo mot mén qua, vi du, chai rugu hodc mot bo hoa
hoidc chdt banh keo, tuy ting d6i tugng. Gidi kinh doanh My d6i khi ting qua
khong vi céi gi

ngoai d€ quang cdo. Ho khong quan niém qua cdp 1a thé vat chit nhim gidp
thit chit quan hé . Ngugc lai ho cho riing khong can c6 quan hé chit ché vé
‘tinh cdm’ ngudi ta van c6 thé 1am #n thudn budm xudi gié vdi nhau, cin gi phai
thudng xuyén qua cdp? nhiéu cong ty My c6 chinh sich rd rang cAm ting hoic
nhin nhitng mén qua vugt quéd nhitng giéi han nhat dinh. Nhitng mén qua c6 gia
tri 16n thudng bi nghi ngd 13 phuong tién dé “dit 16t” ban hang hoic d6i tdc kinh
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doanh. y thific vé viéc niy sé gidp trdnh nhitng hi€u 1am khong can thiét c6 thé
xay ra trong khi trao ting hoic ting qua.

Aa

Nhitng 16i than § Harvard business school

O Harvard Business School, mot trung tam dao tao cdc nha doanh nghi€p 16n
clia M§, ngudi ta thira nhan giao ti€p dam phan 12 hai mit thong nhat clia mot
van dé. Ching quy dinh 14n nhau. Do 4nh huéng clia qud khit khai hoang, m&
dat § My, cdc nha dim phan M§ dén ban dam phdn thudng véi thdi do “dudc dn
cd , ngd vé khong” (a do- or- die attitude). Trong mot th€ gidi kinh t& da dang
nhu th€ gisi hién nay, mot thdi do ki€u nhu vay 13 mam mong cla that bai. Chi
bing cdch nhan ra nhitng han ché€ ctia minh va hoc héi thém vé cdc nén vin ho4
khdc va cdc phong cdch dam phén trong cdc nén vin hod d6, ngudi My mdi c6
hy vong cdi thién dugc thing 10i. Nhitng dic diém clia phong cich giao tiép
dam phan theo kiéu My dudi day dudgc rit ra tif nhitng nghién ctu tiéu biéu 1a:
(1) HBi cdc nha dam phdn nudc ngoai: Xin ditng nhim mit bop cd; (2) Pam
phdn v6i mot khach hing ma ta khong thé 15; (3) Pam phdn vé6i cdc Chinh phi
thudc thé€ gidi thit ba, nhitng nghién ciu di dugc Iva chon dua vao chuong trinh
giang day & Harvard Business School

1. Hay dé né cho toi:

Céc nha dam phdn My ludn nghi ho c6 thé lam chii moi tinh huéng. “Bén tay
Nhat Ban thi da 1a cdi gi ddi v6i mot ngudi My. Tdi khong cin trg 1y. Ty tdi c6
thé dan x&p d€ di d&€n muc dich clia toi va cong ty”. Pé 1a cdi triét 1y kiu My.
Trong khi d6, thua kém vé s6 lugng doan vién, lai don thuong ddc ma 12 mot bat
lgi trong bat ky tinh huéng nao.

2. Xin cd goi toi la John

Ngudi M§ khong thich khach sdo. Va ho dinh dem “céi tdi” d6 clia minh d€ dp
dit cho ngudi khéc. Trong giao ti€p dam phdn, ho bd hét tuc hiéu, dia vi va
nhitng thi tuc “khong can thi€t” nhu gidi thiéu dai dong. K&t qua 1a chi mbi
minh ho cdm thay thodi mai con ngudi khac thi khong.

3. Xin bo qua cho c4i ngoai ngit cua toi

Ngudi My coi tiéng Anh 12 qudc t&€ ngit. Ping vay, ho di dau, néi véi ai ciin
hi€u nén khong cin gidi ngoai ngit. Quanh ban dam phdn, phdi doan nudc khac
st dung phién dich thAm chi cd khi ho c6 thé lam viéc bing ti€ng Anh khong
can phién dich. Khi phién dich néi, nha dam phdn My quay sang ngudi phién
dich. Phia ddi phuong c¢6 hin mot 1gi thé d€ quan sit phin ¢ng clia nha dam
phdn M§. Khi nha dam phian M§ néi, d6i phuong c6 gip doi lugng thdi gian dé
chuén bi tra 15i.

4. Can phai tham khao ¥ ki€n & nha.
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Ngudi My rat tu hao vé ban than ho c¢6 diy dd quyén luc va quyét dinh moi thd.
Ngudi hung dién anh My (John Wayne) hay tay hai sing, xong vao ndi lam
chuéng ngan tring, ching phai xin phép ai, ma chi thiy toin chién thing. Trong
khi @6, & cdc nén vin hod khdc, thim quyén han ch& 13 mot ngén dam phan.
“PE di dén thoa thuin, ngai khong nhitng chi phdi thuyét phuc toi, ma con phai
thuy€&t phuc ca x&p clia ti, § cach day 5000 dim.”

5. Nhap dé ngay di chd

Ngudi My khong thich vong vo, 1am gi ciing di thing ngay vao van dé. Khic
han, & cdc nudc Chau 4, dam phan bao gid ciing trdi qua cdc budc : (1) Xa giao
(Non-task sounding), (2) Trao d6i thong tin cong viéc (task - related exchange
of information), (3) Thuyé&t phuc (persuasion) va (4) Nhugng bo va thod thuin
(Conssessions & Agreement).

6. Hay 1at ngwta con bai

Ngudi My khong thich sy im ling trong dam phdn va thé€ 1a cif ¢6 khodng trong
trong dam phdn 1a ho néi. Trong khi d6, & cdc nuGc Chau 4, nhu Nhit, ngay
trong giao ti€p hang ngay ngudi ta cling c6 su im ling. “Ché ba quanh mdi ndm,
ngudi ba name mdéi néi”.

8. Durng ¢6 bao gio tir chdi

Ngudi My dudc gido duc tir bé tinh than khong bd cudc, phdi ti€n 1én, phai
thing. Va th& 12 ho coi ban dam phén 13 noi ho ludn phdi thing. Giéng nhu mot
cudc choi, cudc dam phan phii c6 mot két thiic cu thé, d6 1a thod thuin quy dinh
phan 1gi nhiéu hon cho ngudi M§y. Nhung trong thuc t&, § nhiéu nudc, ban dam
phdn 12 noi chia x& sy hdp tdc 1am in lau dai, tit cA déu thing, déu c6 1di.

9. DPugc dau xau day.

Ngudi My ti€p cin cdc van dé dam phdn theo tuin tu, dai loai “ta ban thod
thuin s& lugng, sau d6 s& ban vé gid”. Trong dam phdn & M, thod thuin cudi
ciing vi th€ 13 tdng nhugng bd vé cic van dé riéng 1&. Trong khi d6 & cic nudc,
dic biét & cdc nén vin hod Vién Pong, khé c6 thé tim thiy cdi phong cdch dugc
dau xau day kiéu My, thod thuin chi d&én & di€m cudi ctia cudc dam phan.

10. Thoa thuén 1a thoa thuin

Ngudi My ton trong thod thuin, di thod thuan 13 1am bat k€ hoan cinh. Trong
khi d6 & nhiéu ndi trén thé gidi, tir chdi yéu cdu clia ngudi khac 12 mat lich su.
C4i ngudi My tudng 12 cam két thit ra chi 12 modt cudc doi thoai than thién.

11. Ta day dau phai ring ai ddu ma

Tinh cdch ctia John Wayne 1a thé, trong hanh dong. Bit k& tinh hudng nay John
Wayne ciing 12 con ngudi hinh dong va thing thin. Hanh dong cia John Wayne
12 nhdt qudn va dv dodn dugc. Va cdc nha dam phdn ngudi M§ mang tinh cdch
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ndy vao ban dam phan. Trong dam phdn thuong mai quéc t€, rat ti€c, sy cing
nhic c6 khi 12 sai 1dm chét ngudi.
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Chuong V

Pam phédn thuong mai & Viét Nam trong nhitng nim d6i m&i

1. Pam phdn thuong mai & Viét Nam trong thoi ki tién doi mdi:

Tru6c thdi ky ddi mdi, nén kinh t&€ Viét Nam hoan toan mang tinh tip trung, két
hoach hod trong d6 Nha nuSc nim giif toan bd phuong tién sdn xuit va phan
phéi cdc chi tiéu chat lugng va sdn lugng cho cdc don vi sdn xuat thudc sd hitu
Nha nuéc. Nén ndong nghiép hgp tdc hod dudgc coi 1a co s8 tao gid tri thing du
cho xd hoi d€ phat trién cong nghiép ning. C4c dich vu dugc coi 12 “phi san
xuat” va hoat dong thuong mai ngoai qudc doanh bi coi 1a hoat dong chg den.
Trong diéu kién kinh t&€ nhu vy, gid cd hau nhu khong c6 y nghia gi (bdn ré
nhu cho), ngoai cdc chiic ning phuc vu cho cdng tac két todn.

Trong khu vuc cong nghiép, cdc xi nghiép dudc giao chi tiéu va vat tu can thiét
cho sdn xuat. Ngan hang déng vai trd thu dong cip von theo qui dinh cd ké&
hoach. Néu cdc xi nghiép bi thua 16 do bdn hang theo giad qui dinh chli quan
(chia thanh céc loai gid nhu gi4d cung cip/ gid phan phdi) thi cdc xi nghiép lai
dugc bu 16 bing cic khodn tin dung trg cAp von dé duy tri san xuit. Cdc xi
nghiép hoan toan yén tdm khong phai tra 15i cdc cu hdi “sdn xudt cdi gi?; sdn
xuit nhu th€ nao? va sin xuit cho ai?”, cing yén tdm khong phdi ra ngoai xi
nghiép dé “dam phdn” mua b4n sdn pham.

Trong hoat dong xuit nhap khau, cdc xi nghiép trong nudc khong bao gi phai
tinh d&n quan hé giita muc tiéu sin xuit trong nudc v6i xuat nhap khau. Ho
khong c6 dong cd @€ quan tAm dén tinh hinh tai chinh cda minh, d€n quan hé
vdi ngudi mua va ngudi ban, thim chi ho ciing ching quan tim vé dic tinh sin
phdm ma ho 1am ra. Ho chi ¢6 nhiém vu lién hé v6i BO chi quan va coi nhu
hoan thanh nhiém vu khi ddp ¢ng nhitng yéu cau B9 chii quan thay mit cho dy
ban k€ hoach Nha nudc duwa ra. T4t nhién, theo cdc k& hoach ctia Bd chii quan
va iy ban k& hoach Nha nudc, ho ciling xuit ngoai d€ dam phdn cdc hop dong
theo cdc diéu khodn thod thuin di dinh sin trong k& hoach Nha nuéc va k&
hoach nganh.

Hoan toan khdc, trong nén kinh t€& thi trudng, cdc cong ty quan tdm truSc hét
dén kha ning va thuc t€ 1¢i nhuin ma ho c6 thé gianh dudc. Lgi nhuin 13 tiéu
chuin séng con quyét dinh sy tdn tai va phat trién clia mot cong ty. Va dé cé 1gi
nhuin, ho khong ngitng cdi ti€n cdc khau thiét k€ va sdn xuit gia cong sdn
phdm, tim va chon ngudn cung Gng vat tu, thué muén nhan cong, quyét dinh s
dung cdc trang thiét bi cd ban, tim ngudn tai chinh, 4n dinh va cai ti€n gid ca.
Trong luu thong phan phdi sdn phdm, ho phdi tra 13i cAu hdi sdn xudt cho ai? Va
tim ki€m khdch hang, coi khach hang 12 mot ngudi mang lai 1¢i nhuan cho chinh
minh, nu6i séng minh. Khich hang 13 thugng d€. Ho khidc hin “nhitng chid ga
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cong nghiép” cla thdi bao cip, nghia 13, ho biét ty tim ki€m cho minh nhitng
gidi phdp thich hgp, biét ty chon cho minh viing dat dé phat trién. Khi ho thay
san pham cda ho di manh d€ xuit khau va tao ra 1di nhuin cao hon, ho s& tim
cdch d€ md rong thi trudng qua xudt khdu. Néu khong, ho ciing ty biét gii han
hoat dong clia minh trong pham vi noi dia, tu bié€t van dong tim sy bdo hd cla
Chinh phi d6i véi ho nhim chong sy canh tranh cta hing ngoai nhap. Va dé
lam tat c4 nhitng viéc n6i trén, dam phén trd thanh mot cong viéc 16n cla cdng
ty.

2. Pam phdn thuong mai ¢ Viét Nam sau doi mdi

P&i mdi kinh t€ & Viét Nam hay dugce nhic dén 1a bit dau tir nim 1986, nhung
thuc t&, né dugc bit dau trén 1y thuy&t sém hon nhiéu. Nhu ciu bifc thiét phai
ddi mdi nén kinh t& dudc dé cap tai Hoi nghi Trung uong 1an thit sdu (8/1979)
va khong 1du sau d6, d6i mdi trd thainh mot hién tugng thuc t€ v6i hai vin ban
phdp qui quan trong: Chi thi 100 cda Ban chap hanh Trung uong (1/1981) chinh
thiic qui dinh co ché khodn trong ndng nghiép va nghi dinh 25/CP thé thic ho4
co ché& ba k& hoach trong sdn xuat ndng nghiép. Véi chi thi 100, ndng dan dudc
quyén, sau khi giao nop san ludng theo qui dinh trén nhitng 16 dat ndng nghiép
dugc chia, giif 1ai phan con lai d€ ban trén thi trudng vdi gia ho mudn. Nhu vy,
ch€ d6 hai gid di dudc thi€t 1ap. V6i nghi dinh 25 CP, cong nhan phai hoan
thanh k& hoach dudc giao (k&€ hoach 1), c6 thém phan sdn ludgng vugt k& hoach
dé mua thém vat tu sdn xuat (k& hoach 2) va c6 thé c¢é cdc hoat dong phu khic
(k& hoach 3).

C4c xi nghiép qudc doanh thyc hién k& hoach 3 mot cich hing say va hién
tugng phd rao nay, tuy doi ldc bi phé phan 1a “chin ngoai dai hon chan trong”,
nhung da dua dén qud trinh thuong mai hod mot cac tu phat cdc xi nghiép quoc
doanh.

DPén Pai hoi Pang 1an thi VI (12/1986), véi nghi quyét VI, P6i méi bit dau di
vao cudc song kinh t&, xa hodi Viét Nam va trd thanh mot 1an séng rong khip.
Pén 3/1989, cong cudc ddi mdi trd thanh mot bude “nhdy vot” (chit diing cla
Vién Phat trién Kinh t€ Harvard), do cd ché& hai gi4 bi xod bd va Nha nu6c gan
nhu chdm dut viéc qui dinh gid. Ngay ca nhitng loai gid van con bi khong ché
nhu dién, dau, xi ming, sit thép va van tdi ciing ting dan tdi mic gid thi trudng.
Trong hoan cdnh dé, cdc chinh sdch thuong mai qui dinh cdc van dé thu€ quan,
thu€ nhap khiu, han ngach, thué xuit khdu va gidy phép cho phép cic don vi,
c4 nhan dugc phép budn ban kinh doanh phii hgp véi mot nén kinh t€ thi trudng
dang hinh thanh va phit trién.

Trong nén kinh t€ thi trudng, cdc don vi sdn xuat kinh doanh khong con ngudi
“cam tay chi viéc” nhu trong nén kinh t& tip trung k& hoach ho4 nifa, ma phdi
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tu lo cho sy ton tai va phat trién ca minh. Canh tranh sé gitip phan biét giita
mot cong ty gidi véi mot cong ty kém trong mot linh vuc nao d6. Pha san khong
dugc coi 1a mot sy d8 v& dau d6n ma chi don thuin 1a chuyén quyén sé hitu von
va cdc tur liéu sdn xudt tir tay mot don vi 1am dn toi sang mot don vi 1am dn gidi.
Céc don vi sdn xuit kinh doanh vi sy sdng clia chinh minh, vi phin thudng vat
chat va tinh than do 1di nhuan mang lai, va nhitng hinh phat gidng xuéng do lam
in thua 16, s& phdi tu bi€t buon trdi va lwa chon con dudng 1am in cda minh.
Né&u mot cong ty nghi ring xuat khiu 1a c6 13i, cong ty d6 sé& xudt khadu. Néu d6
12 sai 1dm, ty ho s& phai biét liéu com gdp miam, tu tim cho minh mdt khuon khd
tham vong hdp 1y va mot mdi trudng it séng gié qua thay ddi ciach 1am in. Vi
trién vong c6 14i, cdc cong ty sé& dau tu d€ thu thap thong tin vé thi trudng, cong
nghé san xuit, hé thdng ti€p thi va phan phdi sdn phdm ciing nhitng khia canh
khdc trong chuyén nganh kinh doanh cta ho.

Vi chii truong ding din ciia Pang va Nha nu6c ta vé chuyén d6i kinh t& tir tap
trung quan liéu bao cAp sang nén kinh t& thi trudng c6 dinh huéng xa hoi chii
nghia, cling v6i nhitng bién phdp, chinh sich di€u chinh c6 tinh kha thi, nén
kinh t&€ nuSc ta di c6 nhitng chuyén bién tich cuc. Nén kinh t& phdt tri€n 6n
dinh, tdc do ting trudng cao, lam phit dugc kiém ché & mifc thap, d5i song nhan
dan ngay cang dudc cdi thién, xa hoi va c4 nhan bit dau c6 nhitng tich luy, cic
nganh, cdc linh vuc déu c6 nhitng ti€n bo vuot bic, cdc doanh nghiép dugc tu
cht va tu do hon trong cdc hoat dong kinh doanh clia minh. Nha nuéc da thu hat
tdt cd cdc thanh phan kinh t&€ tham gia vio xdy dung, phdt trién kinh t&. Mot
lugng von dang k€ tham gia vao phat trién nén kinh t&, k€ cd von nu6c ngoai,
von tu nhan, von tap thé. N&u tinh riéng viéc thu hit diu tu nuSc ngoai thi
chiing ta da dat k&t qua kh4 kha quan. Tinh d&n thdng 12 nim 1996, nén kinh t&
Viét Nam thu hit mot s von diang ké tir nuSc ngoai vé6i tri gid la
26.997.140.335 do la trong d6 von phap dinh 1a 12.040.031.730 d6 la ctia 1568
du an.

Theo d4nh gid clia cdc chuyén gia trong va ngodi nuSc, nén kinh t& Viét Nam
sau hon mudi nim d6i méi da cé nhitng budc phat tri€n nhiy vot. Qua mot loat
cdc chi tiéu trén chitng minh cho chiing ta thdy ring, sy d6i mdi va chuyén
huéng nén kinh t& 12 phi hgp véi

qui luat phat trién clia nén kinh t&€ xa hoi. Sy 6n dinh va ting trudng clia nén
kinh t& Viét nam cliing véi mot loat céc chinh sdch kinh t&€ diing din k€ c4 chinh
sach vé kinh t&€ 14n chinh sich ngoai giao 1am cd s& vitng chic cho nén kinh t&
Viét nam tiing budc hod nhip vao nén kinh t& thé€ gisi. Thang 7 nim 1995, Viét
nam dugc két nap chinh thifc 13 thanh vién dy dd cta Hiép hoi cdc nudc Pong
nam Chiu 4 ASEAN va 1 mot trong nhitng nén kinh t& ning dong va phat trién
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véi tdc do cao nhat trong khoi. T nim 1992 dén nay, toc do ting truéng GDP
déu vudt mic 8,5- 9,5% trong d6 nim 1996 ting khodng 9,36% va theo du kién
thi nim 1997 sé ting khoang 9-10%. Tu cdch thanh vién cua Viét Nam da gop
phan ning cao tiém luc clia cdc nu6c ASEAN. Vdi sy phat trién lién tuc ctia nén
kinh t€ Viét Nam clung véi y thiic cao trong viéc tham gia vao qué trinh qudc t€
hod nén kinh t& th& gidi, nganh kinh t& d6i ngoai cla ta di dat dudc nhitng
thanh tyu ddng k€. Xuit khiu ting khong nging, thi trudng nudc ngoai dugc mé
rong. Viét Nam tif mot nudc nhap khiu chd y&u cdc mit hang dé dap dng cho
nén kinh t&€ nay di tr§ thanh nudc xuat khau chii yéu mot s6 mit hing nhu gao,
cao su, ca phé...

Hon nifa nén kinh t€ da d4p ng dugc cdc nhu cau vé hang ho4 cd ban clia nén
kinh t&. S8 lugng céc t6 chifc tham gia vao hoat dong kinh t& d6i ngoai ting 1én
cd vé sd lugng va chat lugng, bao gdm cd nén kinh t& qudc doanh va tu nhan.
Co ché quan 1y va diéu hanh cdc hoat dong ddi ngoai néi chung va hoat dong
xudt nhap khau néi riéng ngay cang hgp ly va hiéu qua hon. PAu tu nu6c ngoai
ting 1&n rd rét vé sd lugng déng gép vai trd quan trong trong viéc phat trién nén
kinh t&€ nudc ta. V6i kinh nghiém trén 30 nim phat trién nginh ngoai thuong va
s k& thira nhitng thanh tyu bit kh3 chié€n bai trong ddm phdn ngoai giao Viét
Nam trén trudng qudc t& cling vdi viéc k€& thira truyén thong quy bdu clia dan
toc Viét Nam can cil, sdng tao va nhay bén, cic nha kinh doanh Viét Nam da
déng gép mdt phan quan trong vao viéc thiic ddy su phat trién clia nén kinh t&
noi chung va nganh ngoai thuong néi riéng.

Trong Iinh vyc dam phédn thuong mai gitta cdc nha kinh doanh Viét Nam véi cac
khach hang nuéc ngoai, dit 1a ban hang Chau Au hay Chau 4, Bic My hay
Trung Pong... va du 1a dam phan § dau, tai Viét Nam hay & nudc ngoai khéc
néi chung déu gianh cho khiu dam phdn mot sy quan tim thich ddng. Van dé
trude tién 1a lya chon nhan sy tié€n hanh dam phdn, y€u t6 con ngudi luén déng
vai trd quyét dinh. B&i vi dam phdn 1a mot hoat dong khong chi ¢6 tinh khoa
hoc va k§ thuat ma con bao ham trong né tinh nghé thuat. Nhu chiing ta thiy
cac cong ty, cic hang thudng lwa chon cdn bé dam phan theo céc chi tiéu sau:

. Nhitng c4n bd c6 quyén dai dién cho phdp nhan, cong ty. Thudng thudng day
c6 thé 1am gidm ddc- nhitng ngudi dai dién duong nhién hay nhitng ngudi dudgc
uy quyén.

. Nhitng cdn by c6 ndng lyc, trinh dd va kinh nghi€ém tham gia vao cac hoat
dong giao dich qudc t& nhu c6 kié€n thifc vé xuit nhiap khiu, biét ngoai ngft, cé
kién thic xa giao, d6i ngoai, c6 kinh nghiém trong dam phdn thuong mai qudc
té.
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. Nhitng cdn bd c6 phdm chit dao dic tot, c6 tinh than trdch nhiém cao, trung
thanh véi 1gi ich dan toc va qudc gia, biét két hgp 16i ich clia phdp nhan véi lgi
ich ctia qudc gia, 1di ich ctia ¢4 nhan trong khi thi hanh cong vu.

Dic biét 1a ddi véi cdc doanh nghiép thudc cdc thanh phan kinh t€ qudc doanh
thi vAn dé nay cang quan trong bdi 1& khi ma khong gin 1di ich clia c4 nhan
ngudi dam phan thi nhiéu khi khong néu cao dudc trach nhiém clia cdn bo dam
phdn va dé& 1am 4nh hudng t6i 1di ich chung. Con ddi v6i cdc thanh phan kinh t&
khdc thi mdi hoat dong trén ban dam phdn déu gin lién véi 1i ich clia chinh
cdan bo dam phdn. Tuy nhién du 13 du6i géc d6 nao thi nha dam phdn ciing can
phai k&t hop tot giita cdc 1di ich c6 lién quan: Nha nudc, tp thé, cdc nhin, c6
vay méi ddm bdo ky dugc nhitng hgp dong mua ban cé hiéu qué cao. Hét siic
tranh nhitng truGng hdp chon ngudi di dam phan vi 1y do nghi huu, hay vi nhitng
Iy do khéng chinh ddng khdc. Khi doan dam phéan chi ¢c6 mdt ngudi thi phai
chon ngudi toan dién v& moi mit, khi c6 nhiéu ngudi thi phai bi€t phdi hop sitc
manh tip thé d€ ting 1di th€ va nén doan két, thong nhit quan di€m va y kién
truée, tap trung phat ngdn cho mot ngudi.

HAau hét cdc cudc dam phén cila ta véi khdch nude ngoai la ding ngoai ngit. Doi
vdi cdc cudc dam phdn nhd thi hdu hét khong dung phién dich nhung ddi vdi
nhitng cuéc dam phan 16n thi ching ta déu dung phién dich, diy 1a van dé c6
tinh chié€n thuat, bdi vi qua phién dich ching ta mdi c6 thdi gian suy nghi k§
trudc khi phat ngon, déng thdi qua phién dich chiing ta mdi c6 thé hiéu k§ tirng
van dé ma khidch hang dé cip mic du hau hét cdn bd ngoai thuong cida ta 12
thong thao ngoai ngit. Tuy nhién cin phai tinh d€n mot di€ula khi chiing ta da
dat t6i mot vi tri nhat dinh trong thi trudng thi tai Viét Nam nén ching ding
ti€ng Viét d€ dam phan.

Mot trong nhitng diéu quan trong ma cdc nha dam phdn Viét Nam kh4 thanh
cong 13 giy thién cdm cta khich hang d6i v6i minh. Theo mot s6 chuyén gia,
néu gy dugc thién cdm thi s& gianh dudc thing 1di t6i 30% két qud clia chuyén
dam phan bdi 1€ khi c6 thién cam thi s&€ c6 khong khi dam phdn than thién ma
khi ¢6 khong khi ddm phdn than thién thi k&t qud cla cudc dam phdn sé trong
tam tay bdi 1& sé& rat dé dang thuyé&t phuc khich hiang chdp nhian dé nghi cda
minh. S& di c¢6 dugc thién cdm ddi vdi cdc nha kinh doanh Viét Nam chéng
nhitng 12 vi nhan dan c4 th€ gi6i bi€t Viét Nam nhu nhitng ngudi anh hing
khong thé khuit phuc trudc moi thé lyc d€ qudc ma con § viéc nha dam phdn
Viét Nam st dung nhitng bién phéap ky thuat dam phan linh hoat, thuong thudng
c6 thé st dung cd nhitng bién phdp tinh than nhu: phong théi lich su, hoa nha
gdy thdi d6 thAn mat cdi md va binh ding dén nhitng bién phap c6 tinh vat chat
nhu: qua bi€u, ting phdm va hon nita nhitng cudc chiéu dii trong khong khi
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thim tinh “anh em”. Tuy nhién, trong khi sit dung, phai tinh dén yéu t6 tim ly,
van hod cda ting dan toc, vi du nhu ngudi Pidc thi ludn thién cdm véi tinh chinh
xdc, khi 1am viéc thi phdi chinh xdc vé€ gid gidc, vé ndi dung da thod thuan,
ngudi theo dao Hoi thi coi ré phu nit khi d6 néu ngudi ngdi dam phan 1a phu nit
thi sé& rat khé dat dugc két qua ma cong ty da dé ra. Khi ti€n hanh cdc hoat dong
dam phan cac nha kinh doanh Viét Nam da st dung linh hoat cdc hinh thic dam
phdn dé€ nang cao hiéu qua cda hoat dong kinh doanh néi chung va dam phdn
noéi riéng. Ngay nay, vdi su ti€n bo clia khoa hoc ky thuat con ngudi dugc trang
bi nhitng phuong ti€n thong tin hién dai nhu : di€n thoai, mdy FAX, di€n thoai
4nh, dién thoai di dong... song, d6i vdi cdc nha kinh doanh thi mdi cong viéc dé
phéi tinh t6i hiéu qud kinh t€. Do vay cdc nha doanh nghiép Viét Nam da biét
khi ndo ding mdy FAX: d6 1a khi cdc bén ky nhitng hgp dong gid tri khong 16n,
hai bén da hiéu biét nhau ky ludng;

Khi ndo ding dién thoai: d6 1a khi cdc diéu khodn khdc clia hop dong da dudc
thod thudn chi con dé lai nhitng diéu khodn c6 tinh thdi sy va ngin gon “nhur
mtc gid ching han”; va khi ndo thi gip gd truc ti€p dam phan: d6 1a khi hai bén
ky k&t nhitng hgp dong phifc tap cé gid tri cao va doi hdi phai thod thuin k§
cang nhitng trach nhiém va nghia vu cia mdi bén hay khi muén két hgp dam
phdn ky k&t hdp déng véi viéc nghién cttu khach hang va thi trudng. Ciing c6
khi stt dung k&t hdp nhitng hinh thifc khidc nhau trong khi ky mot hgp ddng. Tuy
nhién du trudng hop nao thi ciing phdi tin dung t6i da nhitng wu thé€ cia tiing
loai dam phén va nim chic cdc nguyén tic phai tudn thi clia tiing loai hinh dam
phdn d€ khai thic t6i da nhitng uu thé clia tirng loai dam phdn.

Du duéi hinh thifc nao thi muc dich cudi ciing phdi dat dugc 12 ¢6 nhitng ban hop
ddng véi cdc diéu kién thuin 16i nhat, c6 hiéu qud kinh t& cao, bdo vé dugc 1di
ich cta cong ty khi bi vi pham.

Mot trong nhitng thanh cong nita ctia cdc nha dam phdn Viét Nam la da tién
hanh cac cong tic chuin bi mét cach chu ddo. Mot khau quan trong 1a khau
nghién cttu khdch hang. La mot bén trong hgp dong, chiing ta phdi nim rd dugc
thai do ctia khach hang ctia minh xem ho c6 thién chi xdc 1ap m6i quan hé kinh
doanh véi ta hay khong? Uy tin clia ban hang nhu thé nao trén thi trudng? Vi
néu ta chon khong ding thi dii ¢6 bé ra bao cdng stic ciing chang dat dudc két
qué gi. Sau d6 d&n cdc yé&u td tai chinh, né dudc thé hién & cdc chi tiéu nhu: ty
sudt 1¢i nhuan, ty 1€ hoan von (Return on Equity), (mtc trung binh cho cédc
doanh nghiép 1a tir 12-15%), lugng von lvu dong, kha ning tién mit (Liquidity)
(tién mit va cdc phuong tién khac cé thé chuyén nhanh thanh tién mit), hay chi
tiéu trd ng nhanh (Acid- test Ratio) (trung binh véGi cdc doanh nghiép 1a & trén
mic 1.99)... Pong thdi k&t hgp véi cdc chi tiéu khdc nhu ddnh gid kha ning tai
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chinh ctia d6i tic tréncd sd d6 cdc nha doanh nghiép Viét Nam c6 thé dua ra
nhitng quyét dinh chinh xdc vé chién thuit cia minh. Pdng thdi chiing ta con
nghién cifu chién lugc kinh doanh ctia cong ty, muc dich chién lugc clia cong ty
ddi tdc, co cau td chic clia cdng ty khdch hang d€ x4c dinh co ché ra quyét dinh,
quyén han va trach nhiém, dic di€m va tinh cdch cla ngudi truc tiép tham gia
dam phdn, uy tin clia cong ty ddi tic trén thi trudng... trén cd s& dé cdc doanh
nghiép Viét Nam ddnh gid nhitng diém manh va diém yé&u ctia d6i phuong dé€ c6
mot phuong sdch thich hgp trén ban dam phén.

Cung v6i viéc nghién citu khach hang chiing ta di ti€n hanh nghién cttu cdc chi
tiéu khéc cua thi trudng, nhu tinh hinh canh tranh, thi hi€u ctia khach hang trén
thi trudng, tinh hinh cung ciu trén thi trudng, vi tri clia hang hod trén thi trudng,
tinh hinh diu tu dai han trong nganh hang, kh3 ning hang hod thay th€, diéu
kién giao thong van tai, chinh sdch qun 1y ctia Nha nuéc sé tai, diéu kién phap
ludt va cdc tdp quan thuong mai trén thi trudng. Trén cd sd d6 xdc dinh nhiing
de doa tir moi trudng va du ki€n thdi co mua ban hang t6t nhat. PE lam dudc
diéu nay, cdc cong ty cla ta thudng sit dung cdc bién phdp sau:

. Clt cdn bd truc ti€p nghién ctu thi trudng doi tugng

. Thu thap thong tin vé khach hang va thi trudng qua cd quan dai dién thudng
mai cia Viét Nam tai thi trudng ddi tugng

. Nghién cttu thi trudng theo phuong thic tai van phong thong qua céc tai li€u c6
thé thu thap dugc.

. Nghién cttu qua cédc dich vu ctia cac cong ty chuyén nghién ciu thi trudng.

. Ti€n hanh mua bdn th{ trén cd s d6 nim dugc tinh hinh khach hang va thi
trudng.

Pong thdi v6i viéc nim vitng thi trudng va khich hang thi cdn bd dam phdn
phai biét dugc nhitng diém y&u, di€ém manh ctia minh, va cong ty minh vé tat ci
cdc mat nhu: uy tin, kha niang tai chinh, trinh d6 can bo dam phan, vi tri cla ta
trén thi trudng, co cAu bd mdy td chifc... d€ c6 thé phat huy wu thé€ cia minh khi
c6 thdi co dén tao ra stic manh 4p ddo doi phuong, budc ddi phuong chap nhan y
ki€n ctia minh dua ra.

Tir d6 sau khi nim vitng vé thi trudng va khich hang chiing ta bit dau vao
chuin bi va xAy dung k& hoach dam phan. Thudng thudng cdc nha doanh
nghiép Viét Nam xdc dinh cho dugc muc tiéu cta cudc dam phan, muc tiéu
chinh 13 gi? cdc muc tiéu bé trg 1a gi? tuy chién ludc clia cong ty trong tifng giai
doan ma xdc dinh muc tiéu cu thé khac nhau nhu: ky hdp dbng 1am #dn c6 hiéu
qud, thi€t 14p mdi quan hé 1am in lau dai, nghién cttu, thim do thi trudng, ning
cao uy tin cla ta trén thi trudng ddi tugng, sau d6 ching ta ti€n hanh x4y dung
k& hoach dam ph4n. K& hoach dam phdn thudng bao gdm nhitng ndi dung sau:
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. K& hoach vé mit thdi gian va dia diém: cudc dam phdn s& dugc ti€n hanh &
dau? thoi gian nhu thé nao? cdc yéu t6 bén ngoai 4nh hudng nhu thé nao? Dy
ki€n co hoi thuin 1di s& dén vao lic ndo?

. K& hoach vé nhin sy tham gia vao doan dam phén: s6 lugng ngudi tham gia?
Trudng doan 12 ai? C6 can phién dich khong? Phan cong trdch nhiém trong titng
linh vyc va muc tiéu nhu thé ndo? X4c dinh rd nhitng di€ém manh, diém yéu clia
ta 12 gi? Piém manh, diém yé&u cia d6i phuong 1a gi? Dy kién thdi co ky hop
dong.

. K& hoach vé miit tai chinh nhu th& nao? Chi phi giao dich, di lai va dén ti€p ra
sao, chi phi dn & va cac chi phi du phong khac 1a bao nhiéu?

. K& hoach vé cdc phuong 4n tdc nghiép trén ban dam phdn nhu thé ndo? nhitng
du kién cda ta, du ki€n vé phan @ng va nhitng yéu sich cla d6i phuong trong
qud trinh dam ph4dn? Nhitng nhugng bd ciia ta & mifc thap, cao, va vira phai nhu
th€ nao?

Dong thdi sdp x€p vu tién ddi véi tirng van dé, ting di€u khodn va

trén cd s& d6 dit ra nhitng muc tiéu can phai dat dudc, nhitng muc tiéu thit yéu
dé c6 thé chli dong ra nhitng quyét dinh chinh xdc va c6 hiéu qua trén ban dam
phén.

. K& hoach vé cdc bién phdp riit lui ra khdi cudc dam phan khi hai bén khong di
dén mot sy théng nhat ndo va trong trudng hop dé thi 4p dung nhitng bién phap
nao d€ dat dudc nhitng muc tiéu khéc.

. D&i v6i nhitng cudc dam phén quan trong thi cidc cong ty nén ti€n hanh dam
phdn thit d€ rit kinh nghiém d€ trén co s& d6 chiing ta c¢6 thé chii dong 4p dung
céac sach lugc trén ban dam phéan.

Trong qué trinh ky két hgp dong, cdc nha kinh doanh Viét Nam da st dung kh4
thuin thuc c4c bién phap k§ thuat nhim dat dugc muc dich cia minh va ning
cao uy tin clia ta trén thi trudng thé€ gidi. S§ di dat dugc nhitng két qua nhu vay
12 chang nhitng cdc nha dm phdn di c6 sy chuin bi k§ ludng nhu & phin trén
da dé cap t6i ma con thé hién trinh d6 kié€n thdc cao va c6 kinh nghiém trong
linh vic ddm phan thuong mai. Hiu hét cdc nha doanh nghiép Viét Nam da
phdt hién dugc y dd chién lugc ctia doi phuong ngay tif nhitng gid phiit budc vao
cudc dam phén, bsi vi n€u nim dugc y dinh d6i phuong va trong titng diéu kién,
hoan c4nh cu thé ciia cudc dam phan st dung céc bién phdp ky thuat d€ gianh
1¢i th&. Vi du phuong phip nghe c6 hiéu qua, phuong phip hdi d€ tra 15i hoic
dung hanh dong doi 1ap hay 1a “givong dong kich tay”.

Trong qué trinh dam phan, ching ta thudng xuyén ki€m tra hanh vi ci¥ chi cla
minh rdi nghe ngéng ddnh gi4 nhitng ct chi ctia d6i phuong dé dp dung nhitng
bién phdp thuyét phuc hitu ich d€ d6i phuong chap nhan ¥ ki€n ctia minh vi nhu
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ching ta da bi€t dam phén la qud trinh thuyét phuc. Theo Marry Munter, qué
trinh thuyét phuc ngudi nghe c6 thé dudc st dung theo 4 mic sau day:

Tuy nhién, trong qu4 trinh ddm phdn thuong mai, vin dé quan trong 1a sao cho
ddi thd chip nhan cdc dé nghi cda minh néu ra va do d6 cdc nha kinh doanh
thudng st dung cdc mifc, 1 tao ra tinh hudéng cong sy va dong trdch nhiém, 2 &
muc ndy ta tim cdc bién phdp va gdi y d€ khach hang thdy 1gi ich d€ ho chap
nhin cdc y ki€n va dé nghi cla minh, 3 & miic ndy ching ta tim cdch thuyét
phuc khach hang ctia minh bing nhitng 1di ich clia nhitng dé nghi ta dwa ra va &
mdi mic né tiy thudc vao vi th€ clia cdc bén trong dam phén, cic sich chién
luge ma mdi bén st dung. Nhiéu khi ngudi dam phdn c6 thé ding k&t hgp nhiéu
muc dd khac nhau dé€ dat dudc y dinh ctia minh.

C6 nhitng cudc dam phdn c6 thé khong dua lai cho ta nhitng két qua gi. Tic 1a
hop dong khong dugc ky két song ta khdng nén qud bi quan bdi ching ta 13
nhitng nguGi dam phdn va ludn ludn phai tim dudc nhitng cdi dugc trong nhitng
diéu mat.

Khong nén coi diy 1a chuyén dugc thua d€ tao khong khi c6 tinh tiéu cuc trong
cudc dam phdn. Du khong ki dudc hgp dong nhung cdc nha kinh doanh Viét
Nam ludn ludn tim ra céc 1gi ich khdc nhu: thi€t 14p mdi quan hé 1au dai, ning
cao uy tin clia ta trén thi trudng... vd nhitng diéu nay du it nhiéu déu cé ich cho
hoat dong

kinh doanh sau ndy va c6 thé c6 gia tri cho cic hoat dong khdc cda cong ty
trong thdi gian téi.

Nhiéu khi trong qud trinh dam phén ki két hgp dong ching ta gip phdi trudng
hdp khich hang dua ra nhitng hop ddng goi 13 “hdp ddng miu” dugc chuin bi
k§ ludng. Tuy nhién day khong phdi 12 miu ma chi 12 nhitng hdp ddng dugc
soan thdo tru6c, phan 16n cdc diéu khodn thién vé 16i ich ctia mot bén do dé khi
gip phai chiing ta phai nghién ctu k§ va sin sang stra d6i, b6 sung va dam phdn
lai trén co s& binh ding thi méi dudc, va phil hgp vdi nguyén tic trong dam
phén néi chung va dam phédn thuong mai qudc t€ néi riéng. Tron thuc t€ c6
nhitng hop déng khach hing dua ra bi thdo ludn lai va gach gin hét, chi con
dugc chap nhan khong tdi 1/5 so vdi ban dau. Hoidc khi nhitng hgp ddng ma hai
bén da thong nhat, trude khi ky két ciing phai xem lai d€ tranh nhitng 18i nhu in
sai, ddnh mdy nhim hay cé nhitng sira chita ma chua kip bdo. P6i vdi nhitng
hdp déng bao gdm nhiéu ndi dung, trong qua trinh dam phdn khong thé thong
nhit ngay dudc thi nén biét Iva chon d€ quyét dinh noi dung nao cin dam phén
va gidi quyét ngay khi va c6 kh3 ning thong nhit ngay, ndi dung nao dé€ lai tdi
lan sau.
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Mic du ching ta da dat dudc nhitng thanh tyu trong linh vuc dam phdn nhu &
trén song cdc nha ddm phdn Viét Nam ciing con c¢é nhitng han ché cin phdi rit
kinh nghiém:

. Cong tdc chudn bi cho dam phdn chua cu thé, chi tiét phit hgp v6i muc dich
ctia mdi cudc dam phan.

. Viéc lya chon nhén sy, thanh 13p doan dam phdn chua mang tinh khich quan,
c6 nhitng cong ty chua ddnh gid ding mdc hoat dong dam phén cho nén viéc lua
chon nhan sy con nhiéu sd hd, giy ra nhitng thiét hai khong ddng c6 vi du nhu:
c6 c4an bd dam phan cia ta da gii gid diéu ndy giy thiét hai kinh t€ cho Nha
nuéce va lam mat uy tin ctia cdn bd kinh doanh clia ta trén thi trudng nudc ngoai.
. Mot s6 cdan bd dam phdn cida ta chua c6 kinh nghiém, hong vé kién thiic va
chua c6 dudc nhitng kién thic va chua c6 dudc nhitng kién thic vé tng xi tdng
diéu kién c6 su khac biét vé vin hod.

. Chiing ta chua gin I¢i ich c4 nhan v6i hoat ddong dam phédn va chua c6 nhitng
chi tiéu cu thé ddnh gid mot cudc dam phan cé hiéu qua.

. Hién tai & Viét Nam van dé dam phén chua dugc coi trong & ¢ cdc trudng dao
tao v€ kinh t€ cling nhu xd hodi néi chung. Phin 16n cdc cdng ty cla ta chua xay
dung cho minh mot chi€n luge kinh doanh cho nén hoat dong dam phin nhiéu
khi khong c6 dinh huéng.

. Chua coi trong diing mifc trong viéc st dung ngdn ngit @€ dam phan.

. P6i véi nhitng cudc dam phdn quan trong thi cdc nha dam phdn nén ti€n hanh
dam phan thir &€ rit kinh nghiém d€ c6 thé chii dong 4p dung nhitng sach ludc
dam phan thich hgp.

126



Tai liéu tham khao

1. Barry Berman & Joel Evans, Marketing Macmillan Publishing Company,
1990

2. Belverd Needles & Henry Anderson, James Caldwell, Principles of
Accounting, Houghton Miffin Company, 1990

3. Chester L. Karrass, Give and take, Negotiating Strategies and Tactics,
Harper Bussiness, 1995

4. David Begg & Stanley Fischer Rudiger Dornbusch, Kinh t&€ hoc (B4n dich),
tap [ & 11,

5. David James, Asia Pacific Communications. Doing Business across the
Pacific. Kodansa International, 1995

6. Diana Rowland, Janpanese Business Etiquette,

7. Pao Duy Ngoc (Chu bién) Vién quan hé qudc t&€, ASEAN va sy hoi nhap clia
Viét Nam, NXB Chinh tri Quéc gia Ha ndi, 1997

8. PGS. Pinh Xuan Trinh, Gido trinh thanh todn qudc t&€ trong Ngoai thuong,
NXB. Gido duc, 1993

9. Edgar Schein, Organization Culture, Bass Publisher, San Francisco, 1992

10. Eitenman Stonehill, Multinational Business Finance, 7th ed,Moffett, 1995
11. Fred R David, Concepts of Stragetic management (Ban dich)

12. George S. Total Global Stragety, Yip, 1992

13. G.J. Borrie, Commercial Law, Butter worths, 1978

14. Forum (Tap chi), Tap chi “dién dan kinh t€”, s& 4/1990

15. Hall D.G.E., Lich stt Pong Nam 4 NXB Chinh tri Qudc gia, Ha noi, 1997

16. Harvard Business Review Book, Keeping Customers. Harvard University
Press, 1993

17. Harvard Institue for International Development, Vietnam: In search of
Dragon’s Trail, Harvard University Press, 1994

18. Howard Raiffa, The Art and Science of Negotiation, Harvard University
Press, 1982

19. Hitu Ngoc, A File on American Culture H6 so viin hod My, NXB Thé gidi,
Ha noi, 1995

20. International Trade Center Purchase Management & Administration

21. Jean Brick A Handbook in Intercultural Comunication Language and
Culture- Series One Macquire University, 1991

22. John Danies & Lee. H International Business (Environment and
Operations), Redebaugh, 1988

23. John Graham & Others Negotiators Abroad Don’t shoot from the hip
Harvard Business Publishing Co., 1995

127



24. John Graham & Yoshihiro Sano The Japanese Negotiation Style

In Lewicki & Others , 1993

25. Josheph R. Byrnes Guidelines for Effective Negotiating In Lewicki &
others, 1993

26. Kinard J. Management D.C. Health and Company, 1988

27. Michael Edgamand & Others Economic and Contemporary Issues

Dryden Press, 1991

28. Lewicki & Others Negotiation (Collection of Articles), Irwin Ist ed., 1985,
2nd ed., 1993

29. Louis T. Wells, Negotiating with Third World Governments, Harvard
Business Review, 1996

30. Luvu Vin Ldi & Nguyén Anh Vii, Cic cudc thuong luong Lé Dic Tho-
Kissinger tai Paris, NXB Cong an Nhan dan, 1996

31. Nguyén Thanh Chau (suu tim), Phdp luat vé xuit nhap khau, NXB TP Ho
Chi Minh, 1995

32. Penkaj Ghemanat, Commitment, Harvard Business School, 1991

33. Randy Charles Epping, Huéng din budc vao thi trudng qudc t€ (ban dich)
Ha ndi, 1995

34. Roger Axtell, Dos & Taboos of Using English Around the World, John
Wiley & sons, 1995

35. Roger Fisher & William Ury, Getting to Yes, Negotiating Agreement
without Giving in, Pengiun Books, 1991

36. Roger Fisher & Scott Brown, Getting Together, Building Relationship as
We Negotiate, Pengiun Books, 1989

37. Roy Lewicki & Others, Negotiation, Irwin, 1993

38. Sach tham khdo, Mot trim ciu hdi vé ch&é dd doanh nghiép hién dai, NXB
Chinh tri Qudc gia, Ha ndi, 1995

39. Terrene Deal & Others, Coporate Cultures, Addition Welsley Publishing
Co., 1995

40. Tako Kagayaky, Chinh phuc d6i phuong (ban dich), NXB Thanh nién, 1995

41. Thomas Nagle & Reed K. Holden, A Guide to Profitable Decision Making,
Prentice Hall, 1995

42. Tiersky E. & Tieroky M., The USA: Customs and Institutions, 3rd ed.
Prentice Hall, 1990

43. Thomas Keisser, Negotiating with a Customer You can’t Afford to Lose,
Harvard Business School, 1996

44. Vermon Henderson &William Poole, Principles of Macroeconomics, D.C.
Health & Company, 1991

128



45. PGS. Vi Hitu Ttu, Ky thuiat Nghiép vu Ngoai thong, NXB Gido duc, 1996
46. Wier L.R., A study Guide to Accompany Management, D.C. Health and
Company, 1988

129



	Ví duï

