Hoc phdn:

NGHIEP VU THU KY
VAN PHONG




Chwong V
Ki NANG GIAO TIEP TRONG HANH CHINH







Giao tiép: 1a qua trinh tiép xic
giira con ngwoi voi con nguoi
nham muc dich nhén thirc,
thong qua su trao d6i véi nhau
vé thong tin, vé cam xic, sur anh
huéng tac dong qua lai lan
nhau. (Tam ly hoc dai cwong)




Giao tiép gébm nhirng gi?
 Antuwong ban dau
 Tamly

e Cam xuc/tinh cam
* Ngon ngir
 Hanh vi

* Hoan canh

e POng co

e Tri thtrc

* Kinh nghiém

 Van héa
* Hé quy chiéu (gia tri)...



Phwong tién cua giao tiép?

* Ngon ngir (noi, viét).
* Phingbn ngir:

- Anh mat

- Nu cuoi

- Hinh thé

- Trang phuc

- Cwr chi/hanh vi

- Vitri

- Qua tang...




Giao tiép c6 nhirng hinh thirc nao?

* Theo tinh chat:

Giao tiép truc tiép: Giao tiép gidn tiép:
cac chl thé gip go trao thong qua phuong tién
dadi trwe tiép véi nhau. trung gian (van ban, dién

thoai...)



* Theo cach thirc:

Giao tiép chinh thurc: Giao tiép khéng chinh thirc:

theo quy tac, quy dinh tw do, khong theo quy dinh.



* Theo vi thé:

O th& manh O thé& can bing O thé yéu



Ky nang giao tiép ?
* NOi.
* Nghe.
* Poc.
. Viét.
* Phé binh/khen.
* Swr dung phi ngon ngir:
- Khodng cdch — méi quan hé/tinh cam.
- Tw thé - vi tri.
- Dién mao - Gn twong.
- Hanh vi - tw cach.

- Quan sat — doan tinh cach, déng co...



» II. Giao tiép trong hanh chinh (cong s6) :

1. Cong so :

» La tru s¢ lam viéc cua
co quan, doanh nghi¢p
(twr dien tiéng Viér).




« - Giao tiép trong hanh chinh/cong sé:

La qua trinh tiép xic, trao doi
giira cac thanh vién trong to chirc
nhim thwe hién cic cong viée ciia
to chirc di; 12 mét trong nhirng
yéu t6 hinh thanh nén viin hia
ciia to chire (Tdm Iy hoc).




2. Cac yéu to tham gia vao qua trinh GTHC

Chu thé giao tiép
Muc dich giao tiép
NOi dung giao tiép
Hoan canh giao tiép
Kénh giao tiép
Quan hé giao tiép

Ngwoi giri

Qua trinh giao tiép

G Nhan

Ma hoa Giaima
Y twéng Hiéu

Ngwei nhan



3. Phwong tién giao tiép hanh chinh

* Ngon ngir: néi — viét
* Tin hiéu phi ngdén ngir; ctr chi, diéu
bo, trang phuc...




Ngon ngir viét trong van ban:
Chon tlr ngir dung v&'i loai hinh van ban va muc
dich ban hanh van ban.

Twr ngir phai chinh xac, chuan mueg, lich sv.

Van phong trong van ban hanh chinh thwo'ng mang
phong cach hanh chinh - cong vu




4. CAC RAO CAN TRONG GTHC




a. Ngon ngir

* Sir dung tiéng dia phwong (phwong ngir):
Anh oi, cho em xin cai moi
e SU dung tir “long”:
Lam viéc di em, lao gia t&i kia
« S dung tir khdong chuan:
trinh Giam doc phé duyét kinh phi cho lwu tri tai liéu.
e St dung cau khong dung ngir¥ phap

Trong thang qua. Hoat ddng san xuat ciia cdng ty gap nhiéu khé
khan do gia nguyén liéu tang.

* Sir dung tiéng nwd'c ngoai khéng chinh xac
Wellcome to Ha Long bay.
.......... Hello. What up !




b. Nhan thirc, trinh do cua cac bén

Nguwa'i co trinh do nghiép vu cao — Nguwo'i co trinh
do nghiép vu thap.

Nguwoi ¢6 kinh nghiém nhiéu - Nguwo'i ¢ kinh
nghiém it.

Ngu&i co hiéu biét rong - Ngwd'i cé hiéu biét hep.
Nguwei cd tri thire sdu sac - Nguweri cé tri thirc néng
can...



c. POng co’ cac bén giao tiép

* Muc dich cta cac bén giao tiép.

* Nhu cau, lgi ich that su cia cac bén giao tiép
ma ho mong mudn (diéu ho muén dang sau
ngon ngir).



d. Hinh thirc bén ngoai

Trang phuc

Thai do

Phong cach

Piéu kién vat chat

N

i’



e. Tam Iy

e Vitri (chtrc vy, uy tin)
* Tinh cach



5. Cac nguyén tac co’ ban trong giao tiép hanh chinh

a. Pam bao hai hoa loi ich cac bén giao tiép




Q)

b. Cé nhiéu giai phap trong giao tiép




c. Coi trong va van dung cac quy pham khach quan

e Ton trong quy dinh cua co’
quan/doanh nghiép/no’i cong
cong.

e TOn trong van hoda giao tiép.




d. Coi trong cac moi quan hé




6. Cac ki ndng giao tiép co’ ban trong
hanh chinh




a. Ky nang “Nghe”

* Tao khong khi binh dang, c&i mé, than thién
- Khoang cdch khéng qua xa,

- Tw thé ngang tam: cung dirng, cting ngoi;

- Khéng nhin do xét, soi mai...



Str dung cac tir goi mé cho nguwoi doi thoai néi hét y:
Té ra am hiéu: “t6i hiéu’, “tdi biét’, “téi dong y voi
anh”...

»n A

To sw quan tam: “y anh 13”, “réi sau thé nao”...

Gilr im lang du vira dé cho ngwdi ddi thoai trinh bay,
khong cat ngang, phan déi...



* Biéu thi sw quan tdm t&i ndi dung ciu chuyén:

Nghiéng nguwoi vé nguoi doi thoai
Nhin nguoi doi thoai, gat dau...
Khong: lam viéc khac; khéng nhin sang noi khac...
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b. Ky nang “Noi”

Nam virng ndi dung can trinh bay.

C6 von ngdn ngir phong phu.

GIONE noti: fioi cao, toic fiod phue héip, cou ngds fiedu; phaiit adm
chuaan.

Biét nhan vao nhirng ndi dung quan trong.

Két ho'p hiéu qua véi cac tin hiéu phi ngdn ngir (dnh
mat, cir chi, hanh déng...).



Pé ndi tot:

Phai trau doi dé cé von tir, nglr phong phu, da
dang. (doc - nghe - xem nhiéu).

Quan sat, lang nghe dé biét duoc cac thuat ngi,
cac tu chuyén moén co lién quan tdi cong viéc.
Lwa chon tir ngit thich hop cho tirng doéi twong,
tirng hoan canh giao tiép nhat dinh.

Ty tin, binh tinh, am hiéu.



c. Ky nang “Doc”

- Poc lwét, doc tham tim bo cuc ciia VB.

= E

= - Pit cac cAu héi trudr, trong khi doc.

- Panh dau lam néi bat ni dung quan
" trong.

- Tém tit, sap xép cac y chinh dé tong hop ndi dung.

- Cach doc nhanh: nhin giira trang giay va di chuyén
tu trén xuong dwdi.



d. K{¥ nang “Viét”

- Nam virng van dé can thé hién trong VB

- X4y dung b6 cuc viin ban (1ap dan Y)

- Lwa chon loai hinh van ban, tir ngir va van phong phu
hop.

- Pat minh vao vi tri ciia nguwoi doc dé xac dinh nhirng
kha nang ci thé xay ra.

- Trinh bay ngiin gon, stc tich.



e. Ky nang
“Dam phan, thuvong lwvong”

Tim hiéu ki ndi dung dam phan.

Panh gia dang ban than (thé manh, thé yéu).

Tim hiéu ki doi tac (thé manh, thé yéu).

Chuan bj san sang cac tinh hudng dé déi phé (tét, xdu,
cdc diéu kién).

Cach thuc trinh bay va ngon ngir linh hoat tuy theo
hoan canh: mém déo, kién quyét, de doa...

Nguyén tac: néu ré quan diém, thdng thdn tranh ludn,
thdn trong, binh tinh - lam chu ban thdn.



f. Ki nang “thuyét phuc”

Ly I1& xac dang, c6 co’ s& phap ly - co’ sé& thuc té.

Giai thich ngan gon, ré rang, cé trong tam.

Ngon ngir va cach 1ap luan phai phu hop véi trinh do
nguwoi doi thoai.

Thira nhan nhirng diém cé ly cla ngudi ddi thoai,
nhwng l13p luan dé cho thay nhirng diém dé la chuwa wu
viét nhat.

Tac dong dén nhan thirc, ly tri va tinh cam cha nguoi
doi thoai, go'i sw mong mudn ctia nguwei doi thoai.

Nh3 nhan, 6n tén, khdng ap dat.



