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‘Nhefm dien VHCS, xay dung VHCS
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THAO LUAN NHOM

Chiing ta da nhiéu cai cach hanh chinh, cai cach thu
tuc hanh chinh, nhung ngud1 dan va doanh nghi€p van
thay “chwa du” ?

1.Anh chi hdy cho biét nguyén nhan vi sao ?

2.Nhtrng do1 ho1 cua nguo1 dan va DN ma co quan
nha nudc chua dap img duoc la gi?

3. Hay dé xuat giai phap



9 chi sdlién quan dén swthanh cong

1Q (Intelligence Quotient) - Chi so théng minh

EQ (Emotional Quotient) - Tri thong minh cam XxUc
SQ (Social Quotient SQ) - Thong minh xa hoi

CQ (Creative Intelligence) - Trithong minh sang tao
PQ (Passion Quotient) - Chi s say mé

AQ (Adversity Quotient) - Chi s6 vugt khd

SQ (Speech Quotient) - Trinh d9 biéu dat ngén ngir
MQ (Moral Quotient) - Chi s6 dao dirc

StQ (Stupid Quotient) - Chi s6 ngu ngoc



Ngay nay Thé gidi phang, moi
trrong mo, cong nghé hién dai da cho
phép moi c4 nhan dugc “giai phong”

ning lugng dén muc toi da
= Nhiéu quan niém, gia tri thay
d6i... Xuat hién nhiéu khai niém:

v€ van hoa va gan véi van hoa




BO NOI VU
HOI THAO
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Nhu moi sinh thé khac trong vii tru => con
neuoi la mot bo phan cua TG tw nhien, nhung Khac
voi sinh vat khac => con nguoi con ¢o 1 ""khoang troi
ricng'

1 phan tu nhién thi 2 do con nguoi tao ra = LD + Tri
thue cua minh
=> phan tu nhién dé chinh Ia VH.

Viv VH 13 gi?
- VH nhuw la 1 hoat dong stao cia con ngwoi (VH
nghe thuat)
: VH la 16i song, thai d ‘ng xir
- VH la trinh d0 hoc van ciia mdi vién chirc cO

trong ly lich ciia minh
8



- Theo n
ngudn goc chir

ha ngon ngtt hoc nguo1 Puc, VH ¢o
atinh "cutura" nghia la gieo cay, vun

trong => Rong .

hon la su hoan thién, vun tréng tinh
than tri tué...

- E. Henriotte: "VH la ca1 gi con la1 sau khi
nguo1 ta da quen di tat ca, la ca1 van thi€u khi

nguo1 ta da hoc

tat ca"



- Khai niém VH: T6 chac VH GD KH
ctia LHQ (UNESCO): "VH la tong thé song dong
cac hoat dong stao (cua ca nhan va cong dong)
trong qua khtr va trong hién tai. Qua cac thé ky
hoat d0ng stao éy da hinh thanh nén hé théng gia
tri, truyeén thong, thi hiéu - nhitng dic tinh riéng
ctia moi dan toc™.

+ Hdong stao

+ VH c6 du chiéu

+VH mang tinh lich sur, dac tinh, gia tr1 riéng
bIEL,



Vi 1€ sinh ton cling nhu muc dich cua cudc sdng,
loai ngud1 maé1 sang tao va phat minh ra ngon ngtr, chit viét,
dao duc, phap luat, khoa hoc, ton giao, van hoa, nghé¢ thuat,
nhirng cong cu cho sinh hoat hang ngay vé an, mac, ¢ va cac
phuong thirc sr dung, toan by nhitng sang tao va phat minh
do tuc 1a van hoa”.

Tir nhéan thitc 4y, HO6 Chi Minh dua ra khai niém vé
van hoa: “Van hoa I su tong hop ctua moi phuong thirc sinh
hoat cuing véi biéu hién cua né ma loai ngu’0’1 da san sinh ra
nham thich ung voi nhitng nhu cau cia doi séng va doi hoi
cua su sinh ton



Hiéu don gian

A

+ La dé phan biét gilra ngudi va dong vat

La cai hoc duoc, cai do hoc ma co KT la
Khong phai di truyén sinh hoc khoa,
VH la
La cal Noi thtr 2 & do toan b do1 song tinh s

A w . . v chia....
than cua con nguo1 duogc hinh thanh, nuo1
dAlIO’Ilg va ph’at tr1‘e.n +fon I}gum khong thé
ton ta1 néu tach ro1 mo1 truong VH.




+ VH gitr vai tro vo cung quan trong va truc tlep tao
dung pham chat, nhan cach con nguoi

¢ VH vua la muc ti€u, vua la dong luc phat trién cua
XH (GD DT, KHCN, tr1 thtrc..)

+VH 14 nguon ndi sinh to 16n trong phat trién KT-
XH (2 nén tang)

Cu Phan Chu Chinh: Khai dan tri, Tran dankhi,
Hau dan sinh

Phi Nong bat 6n; Phi Cong bat pha; Phi Thuong
bat hoat; Phi Tri bat hu’ng

Ky niégm 10 nam ptrao "Binh dan hoc vu" Bac
no1: "dot thi dai, dai thi hen, vi khong chiu dai, chiu
hen cho nén thanh toan nan mu chir Ia 1 trong nhung
viéc cap bach va quan trong cua ND cac nudc dan
chu mon".



¢ VH truc tlep tao nén pham chat nhan cach, dao dtrc, 10i

song tr1 t]
— yeu to

Tong thong

e, tri tu¢ con nguoi, tuc la tao ra con ngu:o’lVH
juyét dinh su phat trién bén viing cua XH

Phap Jicsi jac: " CNTB chi phat trién KT ,hhung

khong dem la1 S phat trlen vé VH cho connguoi”

1 nha KH MV noi rang 16i song cla ngu’0’1 My hign dai giong

nhu nhan

vat Suy sip (1 con ngu’0’1 sudt ngay nam tréndong

nudc ma van kéu khat, cang an cang thay do1, cang uong
cang thay khat, cang mic cang thay tran truong)

& VH 1a nén tang tinh than XH, tao nén cot cach, ban saccua
moi dan toc, quoc gia

GSu Tsi Tinpho thudc hvién khong quan My da viét: "May
bay cuc ky hdai cuia ching ta (My) da vap phai 1 congio
ngang cuc ky manh, b1 con g16 ngang d6 quat do xuong.
Con g16 ngang do6 1a nhiing gia tr1 VH lau do1 cua nguoti

\]-éNll



Ban sic VH dan toc Viét Nam

Thong

minh
sang tao

AT

yéu nuwoc

Tinh than
doan két

Nhan ai
khoan dung



Van hoa cong so

-La mot loat hanh vi va quy wéc ma con nguot dua
vao d6 dé diéu khién cac moi quan hé tuong tac cua
minh v&1 nhitng nguot khac.

-La mot hé thong duoc hinh thanh trong qua trinh

hoat dOng cua cong sd, tao nén niém tin 214 tr1 vé thai
do cua can bd lam viéc trong cong so, anh huong dén
cach lam vi€c trong cong s va hi¢u qua hoat dong cua
NO.
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PGS.TS Vi Thi Phung (DPH KHXHNV): “VHCS
la tong hoa nhiing gia tri hiru hinh va vo hinh, bao gom trinh
d6 nhan thuc, phuong phap to chtc, quan li, moi truong —
canh quan, phu’O’ng tien lam viéc, dao dirc nghe nghiép va
phong cach giao tiép tng xir cia CB, CC nham XD mot CS
van minh, lich su, hoat dong dung phap luat va hiéu quacao”.

TL: VHCS la tap hop cac gia tri, hinh thanh nén
co s& clia niém tin vé cach thirc dé théa man sy mong
doi, tao thanh cic chuan muc trong tu duy va hanh
dong thwe tién cia nguon luc con ngudi trong cong
s0. (gié tri, chuan muc dugc phat trién, duy tri trong
cong sd, phu hop véi chuan muc chung cua XH, giup
tao nén mot dau an riéng biét, phan biét cong so nay
vatrcong so khac).



18

3 cap do cua VHCS

Gia tri cot
[o]

Nhiing gia
tr1 dugc
cong bo

Vit thé hitu
hinh




Xay dung gia tri cot 101 trong cong so

e Lién hé va ho tro cong dan

e Cung cap thong tin chinh thirc

» Poi thoai vdi cong dan

* Xu ly xung dot va khung hoang

o PR 777

* Xay dung thién cam, long tin va uy tin

* La hoat dOng lién tuc dugc 1én KH nham nd luc thiét lap va
duy tri uy tin, tinh cam, su hiéu biét 1an nhau gitra mét to chirc
va cong chung (England Institute of Public Relations - IPR)

« Gom tat ca cac hinh thirc giao tiép ca trong ndi bo va bén
ngoai to churc, gitta mot to chirc va cong chiing cua nd nham
dat dugc nhitng muc tiéu cu thé lién quan dén su hiéu biét 1an
nhau (Frank Jefkins Public Relations - Framewwork)
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=» VHCS la mdt dang dac thu trong hoat dong cong
s& ma cac thanh vién trong cong sd cung tiép nhan dé
ung xur vol nhau trong nd1 bo cong s¢ va phuc vu
cOng dong véi su tac dong cua hé thong quan hé thir
bac mang tinh quyén luc va tinh xa ho1

Quan hé th bac: s MQH rang budc 3 nhém yéu té:

-Cap trén - cap dwéi m===p> Quyén luc - phuc tung.
*Thanh vién - thanh vién s> Nhy ciu - phuc vu

Thanh vién va Nhan dan » Hién lwc va hiéu qua
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NOI chua phai da nghe Nghe
chua phai da hiéu
Hiéu chua phai d3 Chap nhan
Chap nhan chua phai da hanh dong



Ban chat ctia Giao tiép

La gI7?




» Giaotiép hanh chinh 1a hoat ddng xaclapmoi
quan hé va su tiép xac gitka con ngudi voi
nhau trong pham vi hanh chinh nhamthod
man nhing nhu cau nhat dinh.

» Giao tiép hanh chinh 1a hoat ddng tuong tac
gitta con nguodi voi nhau trong moi quan hé
hanh chinh - cong vu cua do1 ngti cong chirc
thong qua hé thong ngdn ngir hanh chinh -
cong vu nhiam dat dwoc muc tiéu cia nén
hanh chinh nha nudec.



MO hinh Secicua GS.Nonaka

An

oy
-

X3 hdi héa
Socialization

Ndi héa
Internalization

Hién

An

Ngoai hda

Externalization

T6 hop

Combination

A

Hién

Hién

Hién



Cécdonggiaotiép trong té chirchanhchinh

_Tir trén xuong dwéi
- Twr dwoi len trén
- Theo chiéu ngang

-Hoat dong GT trong HC dién ra qua hai MQH coban:

+ Trong ndi bd CQ HCNN, (cap trén-cap dudi+gitta CBCC véi
nhau)

+ GT gitra CBCC dai1 dien CQ HCNN v61 cong dan vaTC

- Trong cac CQ HCNN, GT c¢6 chtic ning chu yéu la thu, nhan va
trao doi thong tin gitta cac bén GT voi nhau co tinh dén ca muc
dich, tam thé va y dinh ciia nhau=> hai bén GT s& XD, diéu
chinh muc tiéu, hanh vi qua sy tac dong 1an nhau dé cing hiéu mot
tinh huong nhat dinh, c6 cing tiéng noi va cung dem lai loi ich
nhiéu nhat c6 thé cho mdi bén tham gia.



Giao tiép la qua trinh truyén tai thong diép
ttr ngwoi dura tin téi ngwoi nhan tin

110ng Cls Nguwdi nhan tin
cua nguoi guri Ma hoa Trung gian Giai ma g e

phan tich

Phan hoi



L1

@Thongtin
® Truyén

thong diép
®c6 sw phan hoi




SUPCMANH CUATHONGDIEP

Hinh Anh
55%

Giong noi
38% Ngon tw
7%

Albert Mehrabian, Pai hoc UCLA timra

quy luét dé tré nén hoan hao khi giao
tiép, do la quy luat 7 — 38 — 55
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MO HINHGIAOTIEP

Nguwoi nhan

Tiép nhan
A ) thong dié€p
KENH TRUYEN

Giai ma va
giai nghia

Y KIEN PHAN HOI <= B 05 21



Muon trao ddi thdng tin co hiéu qua

Nguwoi gwvi tin

Truyén théng tin gi?
Truyén TT dé lam gi?

\

DPoi twong gwvi tin 1a ai?

- J

4 )
Truyén khi nao la thich hop?

Truyén th&i gian nao?

Truyén tin nhw thé nao?

Ngwoi nhan tin

4 =

TT doi twong truyen la gi?
Tai sao ho lai truyén TT dé

\_ _

4 )
TT dworc gwri khi nao ?

TT da truyén bang

cach nao?

. J




Bat bubc
Can

Nén




Qua trinh truyén tin da dang,
phirc tap, phu thudc:

- Tinh cach nguwoi giao tiép
-Cam xuc?
- Théi dd cla ngudi giao tiép
-Kién thtre, kinh nghiém cda ngudi giao tiép
- Muc dich giao tiép
- Van hoa....



Giao tiep la mét nhuw cau



Thot lwong dung cacky nang

§4cC VIOt
17% 14%

Nai
16%

Joshua D. Guilar -2001 53%
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Thuyét nhu cau ciiaMaslow

Nhu cau co ban (basic needs)
Nhu cau vé an toan, an ninh
(safety, security needs)

Nhu cau vé x3 hoi (social needs)
Nhu cau vé dugc quy trong
(esteem needs)

Self - actualisation
personal fulfilment

Nhu cau duogc thé hién mi
. . Esteem needs
pen e ‘

Need for safety

Biological and Physiological Needs

36
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huyét hal yéu to - Herzberg
Luong va phuc loi,
cong viéc on dinh,
dia vi, moi quan
hé, diéu kién lam
VIEC

Thanh tyuu, thang
tién, trach nhiém,
su cong nhan, cong
viéc thu vi, co hol
phat trien

DPong luc lam viéc

- 3

Yéu to duy tri Yéu to tao dong luc

38



“Van hoa cong s¢ la mot tal san”.

» N6 thé hién qua ting hanh vi, ing xtr, hiéu qua
ctia moi c4 nhan, tap thé,

* NO¢ la thwong hi€u, gia tr1 cua tung nguoi, tung
don vi ma kho co thé thay thé.

» Niém tin gia tri vé thai d6 ctia cac nhan vién lam
viéc trong cong s, anh hudng dén cach lam viéc
trong cong so va hiéu qua hoat dong cua no.
=  Nhiéu c4 nhan manh, tap thé s& manh. =
MmOl truong lam viéc hi€u qua, nang dong va
sang tao.
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Hé thong cac gia tri VHCS

* Gia tri cau trﬁc * Gia tri chire nang:

Quan h¢ gitra cap trén va cap + ToOn trong con nguwoi
dudi (cac ché do XH..) + Tw trong

QH thanh vién — Thanh vién + Su trong thi

QH gitra cong s6 voi cong dan 4 c4c gi4 tri dao dirc: chan -
Vai tro cua cac thanh vién trong  thién - my

cong so + Sw cong bz‘”lng
* Gia tri vat chat: phong lam + Nghiém khic véi minh , rong
viéc+trang phuc+phwong ti¢n... 1WenNg voi dong nghi¢p v cap

7 e

dwoi

Niém tin va truyén thong:
Sw gin bo, tin yéu 1in nhau, phan dau vi muc tiéu chung..

40



Nhirng st m¢énh cua Thoi dai

» 1. Triet Iy tru cot cua hoc tap

Learning L :
Learning Learning to live etarrl\)mg
to know to do together i

Le fo




DAY CHUY HOCDE BIET

N HOC PE
DALHGUON LAM NGUO'l

HOC BE
LAM VIEC

DAY NGHE

MOI QUAN HE GIUPA DAY VA HOC THEO 4 TRU €COT GIAO DUC




2. Accept think different
* Pé hoc hoi cai méi va tot hon
» Dé c6 nhiéu ban bé thia vi hon
* Pé 1a mot ngudi tién bd hon
» Pé cam thay hanh phuc hon
 Pé moi thtr xung quanh ban tot hon

Chiing ta can thira nhian quyén lwc tuyét doi cia cac
y twong, chir khong phai thira nhan y twéng
cua mot quyen luc tuyét doi

43



3. Cach tiép can Win - Win
» Thay d6i quan diém tir tan cong, phong vé sang quan
diém hop tac
» Tén trong cac quyén va nhu cau ctia ngudi khac

» Tim giai phap quan trong hon 13 “tir choi”



Nguoi nao guan trong ?

vién tap
vu




Nguwoi nao guan trong ?

Nhan
Vviénlé

tan




Cac loai tinhcach

| - Hréng nd1
S - Cam giac

T-Lytri

J - Nguyén
tac N -Truc

giac F - Tinh
cam P - Linh

hoat

ISTJ ISFJ INFJ INTJ
ISTP ISFP INFP INTP
ESTP ESFP ENFP ENTP
ESTJ ESFJ ENFJ ENTJ

E - Hudng ngoai



Vin hoa hop tac trong to chirc

- Chia s¢ trach nhi€ém - Kha nang hoc tap

- G1r ving cam két - Ton trong phan bién
- Phy thugc lan nhau 8 - Phét huy ca nhan

Sang tao

T6 chire | Canh tran

- Ton trong trat tu
- Tuan thu ky luat

A A~ s - Ton trong doi thu
- Ph ran il -
4N quyen ro 1ahy - Canh tranh lanh manh



Yéu to0 1am nén VHCS

Giao tiép Ung xu,

iam cai toi ich ky..
Tru so A = Y

@ Tinh than, thai do

Phong cach lam
viéc

Trang phuc

Sutiet kiem



Vali tro cua giao tiep hanh chinh
va yeu to anh hwong
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Ngudi khac
biét

Ngudi khac
khéng biét

Minh biét

Minh khéng biét

Minh biét
Ngudi khac biét

Minh khoig biét

Minh khéng biét
Ngudi khac khéng biét



Ngu¢i Khac
Nhan Biét Duoc

Ké

\J

Nguoi Khac
Khéng Nhan Biét Buoc

Nguoi Khac Ciing Biét)

Ban Than > Ban Than
Nhan Biet Duoc Khéng Nhan Biét Bugc
#1 0 Mo #2 O “Mu”
(Cai Téi Biét, (Cai T6i Khéng Biét,

Nguoi Khac Biét)

e — — — — — — — —

Ty Khan Pha

#3 O “An”
(C4i Toi Biét, Ngudi

Khac Khong Biét)

» #4 O Poéng
| (Cai Téi Khéng Biét,
| Nguoi Khac Khdng Biét

1




P&cdiém cliagiao tiép congvu

(Cé tinh dinh hudng )

—

Pugdc su dung chinh
thifc va rong rai cac
phudng tién truyeén
thong dai chung




Vaitro ciagiaotiép

1. Thé hién minh va biét ngudi.

2. Giai quyét cac “van dé” nay sinh cua cudc song
—— —

3. Hoan thién nhan cach.

[

4. Tao nén cong dong, tao nén van hoa.

~




Vai tro giao tiép trong céng sé hanh chinh

Dinh hudng: gitp t6 chirc ton tai va phat trién

Hop nhat: Hiéu - biét - hanh dong va cong tac

Q Duy tri: khuéch truong, dinh hinh céc gié tri
L) Pong vién, khuyén khich

Do6i mdi: hinh thanh cac y tuong, sang kién




Vaitro cuagiaotiép doi véicacnhaquanly cong

* La mot
nhu cdu ] o ,,
cOne cu  La co ho1 gdy anh hudng
S ¢ va thé hién sy ni trdi so

., « La mot noi
%‘g}gg dung co ban ma VOl céc, CB, ?C, f:éc nha
h cac nha QL chiu QAL kha,q, nlAlam lam choX
9@’5 trach nhiém cap dudi "tam phuc, khau
dong thiét ké, t6 chirc phuc” ma hanh dong theo
va "nghiém thu" cach nha QL mong muon.



Kythuat giao tiep 4 chiéu




Tacddng cdmxuc, thay doi cam xuc




Giao tiép gioi la:

Mot nha Thé hién Thuyét
hung bién ban than Q phuc ngwoi
xuat sac minh that khac nhw

hoac nha tot trwoc | thé nao va
van tuyét mat nguwoi két qua ra
VoI khac sao




LAM THE NAO CHO MEO AN OT 2?2




Gitra Bién gap bao




Mot tap hop nhirng qu1
tac, nghé¢ thuat, cach tng
xu , do1 dap du’O’c duc rut
qua kinh nghlem thuc te
gidp moi ng11'0’1 g1a0 tlep

hiéu qua thuyét phuc ( ky
nang lang nghe, ky nang thau
hiéu, ky nang su dung
ngon ngtr co thé, ky nang
str dung ngon tir, am
dicu...)




NHUNG DOI HOI TRONG QUAN HE
GIAO TIEP CONG SO, PAO BUC CONG VU

 Poi hoi vé muc dich: UNG XU
e DOi hoi vé cach thite: HAT HOA

» Poi hdi vé két qua: HIEU BIET LAN NHAU



Su anh hu’O’ng cua cac yéu to t0’1 hanh vi GT
Cdc yéu to bén trong to chirc

Muctiéu, lichsw,co
caucua to chirc

Hoan canhhién thoi Hé thong quy trinh,
cua tochirc thu tuclam viéc

Nhaquanly: Nangluc,
tam nhin, hiéu biét, ky

nang, tam huyét

Cacchuan muc xursty,
cacnghi le, nghithirc



Su Anh huwong cua cac yéu to t¢i hanh vi giao tiép

Cacyeu to bén
ngoai t6 chirc

Tinh hinh KT-CT-
XH, dia ly, tw

nhién

Xuhwéng, cach

thire giao tiep
cuadan toc, cong
dong

J

Murc do phat
trien khoahoc
cong nghé

Hé thongchinh
sach, thu tuc
nganh..

Canhan vato
chircchiu trach
nhiém phuctung

J/




Céac yéu to lién quandén cac bén tham gia giao tiép

Mutrc d6 thanh thuc trong thuc thi cong vu;

Su hiéu biét vé nhiém vu cua cé nl}én, nhiém vu ye‘l nang luc cua
cac bén lien quan, pham v1 tu quyét, gié1 han pho1 hop,..;

Kha nang lam viéc nhom;

Kha niang chap nhan nguoi khac trong doi sdng lam viéc;

Mot s6 k§ ning GT bé mit nhu néi trude dam dong, thuyéttrinh,
nghe, doc cho nguo1 khac, soan thao van ban, dua ra cac phan
hoi phé phan vdi nguoi khac,...;

Tinh cach ca nhan, ki€u nguo1 trong giao tiep.



Tinh huong

Chuanbij c6 1 cudc hop gquan trong: c6 LBcaptrén
va LBcac phong khac tham dw, phai chuan bj tai
liéu vada giao cho Achuan bi

8930 hop, 8g00 yéu cauAcd mat dé chuan bj TL
phat cho cacthanh vién.

9900’ Améi dén va phat tai liéu, cude hop van
dién ra binh thwdng, trwdc dé cacLbphaicho..

Kétthic cudc hop, goi Ara phé binh. ..
Vayphé binh nhu thé nao ???VaAphai lam gi?



STARAR

Sisuation: cau hoi vong ngoai
Tastnhiémvu gi ?

Action: thwe hién nhw thé nao?
Result: két qua ?

Action: hanh déng tiép theo ?
Result: két qua ?



Danh gia, phan hdi vaphé binh

Chi trich Phan hoi

Nghia tich cuc, giup doi

Nohiatieu.cuc.khong.hal phuong phat trién, ho céi mé

ons va san sang nghe
Thai do gian giil, giai quyét Tim ra 16i dé giai quyét Ié"")i,,
cam giac buc tirc, lam ton hudng tdi hanh vi, thay doi
thuong nguci khac WELLRY
Chi néi chung chung, I5i Néi dén hanh dong cu thé,
nhan xét mang tinh dim su viéc xay ra cang gan cang
ngucdi khac tot

Mang tinh XD, ko nham vao
con ngudi ma nham vao
hanh dong

Loi phan xét tiéu cuc mang
tinh ca nhan



DPwa ra phan hoi
Gidgi thiéu: toi muon noi vé

-

]|

Chia se kinh nghiém (an tugng, cam giac)

11

Giai thich anh hudéng cua hanh vi

i

MO ta viéc xay ra

Ngam nghi lai, ggi y, yéu cau



Kynang dat cauhoi;
-Cau hoi dong (c6 hoac khong )
-Cau hoi ma
-Khi dat cau hoi phai bi€t minh thuc su muon
co thong tin gi ?
-Quy trinh dat cau hoi: Hién tai < qua khu=>
tuong lai: dé ndi, dé nhd = muodn co nhiéu
thong tin, phai nhu dang ndi, dang chia sé
-(Qua kh = hién tai = tudng lai - ngoai
ngl’: .. Thanh moi moc)



Cacvande thwcté vanhu caunghién ctrugiao tiep

CCHC huéng t6i XD nén CV phuc vu tot nhat nhu cau ctia cong
dan va XH
Nhitng yéu kém quan trong va pho bién trén thuc te l1ién quan:

Nhan thiee: Lam tu’Ong GT chi 1a nghe, noi, doc, viét...Quan

niém phién dién vé chirc niang ciia GT (nang dong vién, khuyén
khich, dinh hudng,..)

Vin dé vé chinh sach: QD 03 (26/2/2007) BNV:Quy tic tng xit
cua CB, CC, VC + Qb129 (02/8/2007) + Qb 114 (25/5/2006)
Thu tuong CP. .. GT d6i mat, truc tiép vO1 cong dan va doanh
nghi¢p va gilra cong churc..dang con la khia canh bongo..

Van dé thuc tién GT céng vu: thai do hach dich, coi terO’ng,
khiém nha, va “15 16i” .. tAm ly, tho1 quen kiéu “cho va nhan”,
“ban xin”’, hay thuc thi “c() diéu kién”

Van dé lién quan dé nghién civu, giang day vé GTCV



THACH THUC MOI VE GIAO TIEP CONG SO

1. Tw nhan thirc cua cong chire:
- Vé Chinh quyén:
+ Gilt vai tro diéu chinh, quan tri (governance)
+ Nam quyén diéu hanh (executive authority)
+ Cung cap dich vu (government serv1ce)
- Thoi quen cong chuc: Pua ra cac yéu cau; San sang
tir choi (say no), No1 luat - dua vao Luat
2. Thach thire tir boi canh:
- Xa ho1 thong tin

- Nang
- Nang
-Nang

luc “da kiém ching” phat trién
luc phan bién xa ho1 phat trién
luc truyén thong ca ca nhan phat trién



Trong cong sd, hoi tu du: thanh phan + lira tudi + kinh
nghiém + trinh do + cuong v1 + v1 tri + vai vé
XD gia tr1 cot 101:
Shell: “Muc do an toan va cudc séng nhan vién dat 1én hang dau”: 1
tuan 1am viéc 5 ngay, 1 tuan c6 3 gio di choi thé thao.. Phat mii BH
cho nhan vién...
FPT: “hiéu qua cong viéc”= XD tinh than: “Tén-Dong-Doi”“thoai
mal, thoai mai noi”’: “chi ¢6 FPT ban méi c6 VH dan chu”, “Ton
trong ca nhan”, Lanh dao: Chi cong - gwong mau -sang sudt™+khau
hiéu: “Tiép nguon sinh khi” + Chién lugc: “Vi cong dan dién tir”
Cong ty Ford c6 phuong cham hanh dong 13 “ tat ca nhiing gi chlng
t6i 1am 1a do ban quyét dinh”. Apple: “Think Different”
VH vi né: VH lta nuéce, “Gia dinh héa cong so”’,
+ Sép: La ngdi nha chung nén NV s& cong hién hét minh
+ NV: CS la nha minh, GDP 1a anh minh...
Nguyén tac: “ Tre gia mang moc”, ...“Pa s6”



dan, kh amviee)
Van hoa s 01 g10, tiet
kiem thoi gl

Tap quan wng x 0, phan hoi kip

tho1, tho1 quen tuoi cudi, , Xin 101 bo tir vung thuong
dung)

Quy trinh va cong nghé giao tiép (thiét 1ap bao quat du cac
khau, két noi tot gitra cac khau, c¢6 ho tro xur Iy tinh huong
kho)

Cac chuan muc tng xir dugc khich 1€ (tinh than hop tac, su
cam thong, thau hi€u, chia s¢, rng xur ¢o trach nhiém)

\al tro nguol lanh dao don vi




Lanhdao

Tao hi¢u wng dieu khién,

din dit R
Khong mang

tinh cwo'ng birc
Doi vol nguwoi
khac

Dua trén co ché nhan thire,

Dua trén tieu chuan dao




Lanhdao vaquan ly

Mong muon dat muc
dich thdng qua hanh
dong cua ngudi khac




PAC DPIEM CUA LANH PAO VA QUANLY

Dac diém ciia lanh dao Dac diém caa quan ly

» Xay dung tuong lai cho to * Dam bao hoat dong cua to
chirc chtrc, to chuc, bo tri nhan su

* Xac lap phuong hudng cho t6 * Du bdo, ralénh
chure 9 * Pat két qua cong viéc theo

* Tao ra su thay doi muc t1eu

e Lién két con nguoi « Lap KH, du trui ngan sach

* Tao dong co, truyén cam . Kiérp tra, kiém soat, giai
hirng quyet van dé

» Tao lap vin hoa to chirc * Duy tri co quan, séng cling

VH

| 4

Quan ly huwong tai cong viéc, lanh dao hwong toi con nguoi



Chtrc nang 1anh dao, quan 1y cua VH

1. Ké hoach=> Sira soan ™\

2. Té chirc>  San sang i

3. Chihuy>  Sanse I@EJ
O , qua

4. Dieu khien=>» San soc >

5. Kiém tra=®»  Sachsé => Sung

6. Giam sat=» Sau sat swrong

7. Panh gia> Sausic



Panh giaviécthuc hién cuanhan vién
Kétqua thurc hién
gaythat vong ??

Lam r6 nhiémvu

Nhiém vuduworc

giao ro rang ?? :

Cung capphuwong
tién/nhan lwc

Téchire cotaodieu
Kién ?7?

Phat trién ngudn
nhan lwc

Nhan vién cénang
lwc??

Nhan vién cothién anh dongduwa
chilam?? trén hau quathy ¢







Chung ta

hay cung

nhau giai
quyeét

Kiém soat/ap dit

3

thuan cai
gl Hay lam

theo cach
cuaanh

Chiéu theo/hhqung bo

O

Quan tdm den cacmoi quanhé



Bi lac gitra Bién




e
T < P |
Co6 nhirng quy dinh khong hi€u

vi sao ? Co tu bao gio

2

LAl CHUOI A?




CAc nguyén tac

“Thr 1. Nguyén tac ABC
Ther 2. Nguyén tac 7C




Th& nhat. Nguyén tac ABC

Accuracy
Brevity
Clarity



NHU CAU TAM LY CUA CONG DAN KHITIEPXUC

| 4

Thay minh

Dugc thau
hicu

Cam thay thoai
mal
Pworc tiep don



s TOYOTA! Made in Japan! Very
fast

* ... Nissan! Made in Japan! Very
fast!

* Misubishi! Made in Japan! Very
fast!...

« - 200 USD
- Ooh... Very expensive!ll This is



* Thar 2 Nguyén tac 7C

Clear -
Concise —
Correct —

Complete —
Consistency —
Courteous —
Cautious —



Cocnuée nay ndng hay nhe ?

"E)leu phal lam la dat ly nwoc xudng, nghi mot
|4t roi tiép tuc cdm né lén.”

Phu thuoc vao thagi gian, su
cam nhan, ren luyén va
phan tich doi tugng

= Phuwong phap va cach

thire tw duy, giap ban giao
tiép tot

5/30/2017




Sulinh hoat vamémdeéo. ..

» Haylam viéc bang cai dau lanh vatrai tim am...

92



Cac Nguyén tac
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Nguyén tac vién duwdng
trong cong so&




Giaotiép véibanthan
/j\
| chinh | | nghe |
‘o




Lythuyét tdng bangtroi

T6i nghi diéu gi 1a quan trong?

Cach nhin nhan vé ban than
T6i thay minh 1a ngurdi nhw thé nao?

Pac diém
Théi quen cia toi la gi?

Pong co
Piéu gi thic diy t6i?




Nguyén tac trong giao tiép congvu

- Tén trong 1an nhau va hai hoa lgi ich (khéng ap dit,
bat moi nguodi phai theo khuan mau cirng nhic mot
cach duy ¥ chi + giit thé dién cho nguoi cung GT + st
dung ngdn ngtr, cu chi, di¢u bo phai dam bao tinh VH
+Thai d0 lich sy, khiém ton khi giao tiép)

o Luwa chon gidi phdp téi wu trong giao tiép (¥ng xir phu
hop hoan canh + Ton trong quy ludt tam, sinh ly +
Tham my hanh vi )

« Tén trong su binh ding va cac quy luat khach quan:
binh ding, cong khai, tin cay






Nhan vién mongdoi & sép

Lang nghe
va phanhoi

Cothé
hoptac

e

Suwtin cay




Lanh dao mong nhan vién

‘Mong doi

cualanh
 dao doivéi
\nhan vién /




NHUNG PIEU CONG DAN MONG POI
TU DICH VU NHA NUOC
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VAN HOA GIAO TIEP CONGVU

103



GIAO TIEP CONG VU VOI CONG DAN
1. Trang phuc: lich su, chuyén nghiép, bang tén
2. Trudce khi giao ti€p: NHIN — CUOI — CHAO (nhin
Va0 mat nguoi giao tiép, néu déng phai nodi cau vui long chd dén luot,
dang ban nghe dt,phai ngung cudc dt va noi 101 xin 10i ngay sau khi
chao..)

3. X4c dinh nhu cAu: NHA NHAN - LANG NGHE

(chii dong hoi nguodi dan, néu ho khiéu nai hoac phan anh khong hai
long, nén thé hién thai do lang nghe, cau thi, tuyet doi khong doico)

4.Huéng dan: CU THE - DE HIEU - TAN TINH (xin

vui long, thay tir “phai” = tir “can” , sir dung tay dting cach khi
huéng dan sang khu vuc khac '

5. T chbi: LICH SU - THAU CAM (xin 18i, rat tidc.. Kém
theo 1y do rd rang, huéng dan cho lan sau “dé nghi cua anh sé duoc
chép thuan ngay sau }(hi anh bo sung thi tuc nay”)

6. Két thuc giao tiép: NHIN — CUOI — CHAO



-

XAYDUNGUYTIN VAHINH ANHTRONG

y &
PN

GIAOTIEP

N

N
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Tlo0 uy tYn

Uy tYn t6:

e Tho bEc

» ThiOn chY
 Kh{ nang
chuy®n m«n
 Hxnh fnh, t-
ing m1o,
trang phoc
 P'o ®ac,
trung thuc

Uy tYn phd thuéc nhiOu vyo:
* KiOn thec chuy®n m«n
* Thue tO

* Do ®ge
* Ph-hg ph.p giaeo tiOp

N3R:

: Eg danh thidp, giii thidu mai guan

t Them gigng dicu vae 184 nei

¢ Thu hut s ¢hi y hgay RhiFng giay i
tién; Dat 4nh Rhin vae ¢Bng ching

: B\mg thing ngwdi nhirng khong ra vé
trinh trong ; Ludn khitm 0, Thé nidn
ede etF ehi eo1 Mo

¢ Hay sue tich va danh thép; CRFAE 9






Phai cé su tu tin, cdm nhan tét vé ban than dé khdng bi
bbi réi, xau ho khi déi dién ngudi nghe hoac ngudi co dia
vi Xxa hoi cao hon minh.




Tim hiéu ddi twong giaotiép

Ho la ai ? (Lanh dao, nhan viéc, ngwoi nwdc ngoal,
nguwdi mai quen, ban than, me, bd, vo chong, tré
em dwdi 3 tudi, dudi 15 tudi, sau 15 tudi, ngudigia,
dan éng, phu ni. ....thanh tra, doan kiém tra...)

Vonkién thirc clia ho vé van dé minh chuan bi néi
Tinhcachcuaho ?

Ngon nglr

Vanhoba

Phong cachvahinh dang bén ngoai cuaho ..



Tu duy theo hudng tich cuc ?? Hay tiéu cuc

Coc nuoc voi

Nua ly nwoc

4 ¢Ooc nwoe

Can nua ly

Coc nuwéc khong day

Coc nuoc day mot niwra



Phan tich doi tuong qua viOc a thYch muu
S¥aC

Ngéi thYch mpu Tr¥ang—>  tYnh tinh dO chbu, thofi m,i

Ngéi thYch muu Pen —  bi quan, Yt tin téng, khd ®t ic m-

Ngéi thYch mpu X.m — dong cfm, hay nghingé

Ngéi thYch mpuPa — X«ng x,0, ndng tYnh, hay c_u, nhN d?, nh
a&n ®pbnh trong quan hO tinh cfm vii btn

Ngéi thYch muu Da cam— C&linh tYnh, m= méng,say m2 c,i gi®
ca nhirng thunh c«ng vO VEt chEt; c©n
nh34c

Ngéi th¥ch muu Nou — —© 4 U i B harny £t

thuc tO, quy trang gia phong
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Qua viOc a thYch mpu s%c
(tiOp)

Ngéi thYch mpu Vung  — S,.ng tlo, tham vang cho ai thpnh
c«ng, . .
o giCu ca nghO thukEt
Ngei thYch muuHang  —  Nhiy ¢m, dO bing ph.t béily don

Ngéi thYch mpu TYym Cfim x6¢ minh, nhN nhpng

Ngéi thYch mpu xanh nic biOn——S8'ch sl, ngan n%p trEt tu, gdn ngun
cao thing, gifin db; ®a sCu, ®acfm
mOt mai

Ngéi thYch mpu xanh |, c©y__, GAp may m¥%n, giCu cd, tim c,ch
rigng ®éc IEp, kh«ng thYch phd tr
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CAC RAO CAN TRONG GT HANH CHINH

Guwri Nhan

Giai ma

Hoi dap

Nguw&i guvi

Ngw&i nhan

113



Bén trong

a0 can
trong giao

v,

tiéF HC

J

P

- Thiéu niém tin
- Thiéu su tén trong
- Thiéu k¥ nang GT

J

-Thiéu htmg thu
-Thiéu kién thirc

- Thiéu kinh nghiém

Bén ngoal

J

|
- Ngoai hinh
- Ngon ngir
- Cam xUc










*Nh+ng ruo







Tinh hudng
Tai Vu X thuoc mot Bo, d/c Vu trudong, Bi thu Chi bo sinh thang
10/1956. Theo yéu cau ciia B, Vu X tién hanh gidi thiéu, bophiéu
tin nhiém quy hoach chirc danh Vu truéng cho 03 d/c Pho vu
trudng (01 sinh nam 1963, 01 sinh nam 1970; 01 sinh nam 1973).
D/c Pho VT sinh nam 1970, cung qué d/c VT va dang kiémnhiém
chirc vu Pho BT Chi bg, Chu tich CD Vu.

Ba d/c Pho vu truong déu du diéu kién quy hoach;
Qua ho1 nghi can bo cong chue, hot nghi can bo chu chot
ca 03 d/c déu c6 s6 phleu tin nhlem trén 70%.

Vu, to chtrc Hoi nghi Cap iy va Lanh dao xem xét, két
luan de trmh Bo quy hoach chirc danh Vu trudng;

Cuoc hop gom 05 d/c, trong do: ngoai 04 d/c Lanh dao Vu
va thém 01 d/c trong Cap uy la Truong phong, sinh nam
1974 (Chiuy gom 03 d/c: d/c Vu truong 1a Bi thu; d/c Pho
vu truong sinh nam 1970 1a Pho bi thu).



Theo quy dinh: 01 chirc danh dugc quy hoach khong qua 2-3

ngudi. Dién bién cudc hop cing thang. Cac dong chi nghi d/c

Phoé vu truong nao s€ dugc quy hoach chirc danh Vu trudng ?
Vu X ¢6 bao nhiéu d/c dugc quy hoach chirc danh nay.

Loai bo trwdng hop vandong




KET QUA LA???

Vu pho sinh
1963

Vu pho sinh
1970

Vu pho sinh
1973

Vu truong 1956

Vu pho sinh 1963

Vu pho sinh 1970

Vu pho sinh 1973

TrPg, CUV 1974




CAC HINH THUC GIAO TIEP CO BAN TRONG
HANH CHINH
Giao tiép thong qua viin ban hanh chinh
Giao tiép thong qua tiép xic truec tiép
Hoat dong noi
Hoat dong nghe
Yéu té phi ngon tir






SOSANHCACHOATDONGGIAOTIEP

Nghe NOi Doc Viét
Phai hoc | Dautién | Thie hai | Thr ba |Cuoi cung
Phaistr | Nhié Twong | Twon It nhat
dung u doi nhieu| g doi
nhat it
Dwoc day| Itnhat | Twon | Twong Nhié
g déi | doi nhiéu u
it nhat
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“Ba ngoai em van chua gia
Chiéu chiéu ba cudi xe ga ra
duong

Mit ba van rat tinh tudong

Toc nhudm anh tim soi guong
moi ngay

Nhung Ba em van rat hay

Ba cham con chau lu6n tay luon
mom

Cong viéc ba van 6m dom
Cham lo con chau sém hom
khong né

HOm nay c6 gido ra dé

Bit em phai ta viét vé Ba em
Em ta giong hét bén trén

Co6 bat viét lai - mang thém em
rang: P4 Ba 1a phai rung ring
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Téc phai bac trang nhu tring
trén tron

Ba cting khong dugc an choi

Vi mat phai kém va méi nhai
trau

D3 Ba 1a phai ngdi khau

Khoéng dugc ngoi hat Ka - RAu -
O-Ke

Nhat 1a khéng dugc ghi dé
Tuyét d6i khong duge phong xe
a0 ao

Em nghe chang hiéu thé ndo
Em phai hoi m¢ xem sao vu hay
Ta sai thi lai khong hay

Ta dtng thi lai ¢6 ngay an roi
Kiéu nay phai bao me thoi

Hay d6i Ba khac dung 10i cua
c6??7?”




Ngon nglr noi

“Khi loi nOi mét dang, ngdn ngiz co thé
mot néo thi ngwoita tin hon vao
tin higu phéat ra tir yéu to thir hai”
(R. Emerson)



Biéu hién néi doi trong giao tiep

5 tinh huong bai tdp va cach nhan biét







St dune

STV Yoo 1‘,

nett canh xa
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will chuvén B
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Kiém tra
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Answers \'\

NEXT EXIT N
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\




Trong giao tiép can linh hoat trong moi tinh huong va quan
trong nhat la phaihiéu
doi twong giaotiép

Thoi gian ap ga cho dén ngay

no con la .... ngay. Néu ban S
cho nhiét dé cao Ién dé day L
nhanh tién do, thi bansé

co mot qua trang...."!

Hay biét gianh thoi gian cho moi nguoi




-Anh mat

« Biéu hién nét mat

Cwrchi




Giaotiép phi ngdntur

Hi{ru thanh

Vo thanh

Giong noi (phéat
am, chat giong,

biéu by, dang
ve, trang phuc,

Ph't':\rgon am lugng, do|net mat, anh
cao...), ti€Eng| mat, di chuyén,
tha dai...

Ngon tu TU NnOi TU viét




Swkhacbieéet

Ngon tw Phi ngon to
Pon kénh Pa kénh
Khong lién tuc Lién tuc

Kiém soat dworc

Kho kiém soat

RO rang

Khoé hiéu







« Mat gilip ban cudn hat ngudi nghe ngaycé
khi ban chuwrandi gi



DON'TSTOP







Chan téc -> Chan may :(1)
Chan may -> mi: (2)

M{i -> cam: (3)

e 1> 2, thién vé tri tué, Iy tri
« 2>1,3: thién vé tinh cam
* 3>2,1: thién vé hudng thu




NHUNGCON SO

- Cac co mat 1a cac co ban ron nhat trong co thé.

Cac nha khoa hoc wéc tinh céc co nay c6 thé van
dong hon 100000 1in mbi ngay.
- Ban co6 hon 30 co trén khuon mat giup ban cwoi

hay cau may, nhan mat.

Can 17 co dé cuoi va 43 co dé nhin.






H&y dé nu cudi cia ban mang 1 y nghia Ién lao






Adolf Hltler Sur dung mot trong nhu’ng
dau hiéu c6 long ban tay Up xudng noi
tiéng nhat trong lich st, thé hién quyén




HE THONG CHU CAI BANG NGON TAY

-
N('Z/)o
P E U

Vi DU: TOI
19+14+26+9 11+1+24 13+8+13+7

Ne—tn! FIV= L TV)AHYT)






HUNGRY

73
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 Tai Chau Au: S6 1.
e Trén toan TG: Xin di nho xe;

A% Ok; Tét.
Tai Chau Au+Bic My: Pugc thoi (OK).e i Hy Lap: Ciia may h!
Tai khu vyc Dia Trung Hai, Brazil, (Mang sac thai kho chiu).

I\Iga, Tho NhT‘K}‘/I Biéu twrongcua Tai Nhat: Pan ong; 35 5.
10; phi bang vé tinh duc; gay.

Tai Tunisia, Phap, Bi: S6 0; Vaich.

Ta1 Nhat: Dé)ng xu; Tién bac.



N\ b

Tai My: SO 2.

Tai Duec: Biéu tugng chién

thang.

Tai Phap: Biéu tugng hoa

binh.

!l!l,lll
1EEAPR L
".znsx

Vung Dia Trung Hai: Y chi vévi€c
cam sung.

Y: Biéu tugng ton gido vé viéc bao
v¢ ban than trudc Quy dir.

Tai Nam My¥: Biéu tuong vé viéc
bao v€ ban than trudc van rui.

* Tai M§: Biéu twong dau bo cla
bang Texas



Mét sé kinh nghiOm ®O ph.n ®o,n tOm |y con
ngeél

Niam chit tay: ban tay cang nang cao, ngudi d6 cang buec tic.
Khoanh tay, bit chéo chan: tu vé, phong thu (sang loc théng
tin.)

Gii co: khj mot pgux‘ﬂ lo réng minh bi bat gap noi dbi, ho sé gal
phia sau c¢0 vai lan.

Pit tay Ién ma: tham dinh va himg th.

Gat gu: nguo1 phu ntr gat dau dé n(:)i: "T6i dang lang nghe”,
nguo1 dan ong chi gat dau khi ho dong y vo1 ban.

Nhim miit....



Mét sé kinh nghiOm ®O ph.n ®o.n tOm |y con ngéi

Ga nhN ch©n: biOu hiOn ban chan, nang ruét, buan

C%in mang tay buc.  Khachbu, tu tr.ch mi

Th gi-n t©m han

dO chbu, thofi m.i

Pang tinh, cham

chc,’) 13%ng nghe

Hai tay b%t chbo, hoA&c khoanh—— é vb trY s¥n sung, phf3ng
tal YiOc ngang — NgNUghingé, kh«ng tin t-

eBNgiCuthb trang tr.ch

nZ£Eng nO, si h-i, thEt

Khi giao tiOp vii ai ®& mp thEy nE)thmﬁEgthakh«ng Vul,

b3t ch©n chir ngd , mau rét lui sim kiomuén.

Ngai dua Ing vpo sau —

PCu nghi’ng mét phYa—

So val —



* Tronggiao tiép cantranh nhimgdéngtac:

Dung ngon tay chi vao mat ngudikhac

Ngap, vuron vai, dui mat, gaidau

Canmong tay, ngoay tai, xem dong ho

Dam chan, rung dui, vat tay saucd

Bdtay vaotli quan, huytsao

Khin6i héch cam, nha khéi vao mat ngudikhac



* Trong GTCantranh nhimgddngtac sau:

Dung ngon tay chi vao mat ngudikhac

Ngap, vuron vai, dui mat, gaidau

Canmong tay, ngoay tai, xem dong ho

Dam chan, rung dui, vat tay saucd

Bdtay vaotli quan, huyt séo

Khin6i héch cam, nha khéi vao mat ngudikhac



Thot lwong dung cacky nang

§4cC VIOt
17% 14%

Nai
16%

Joshua D. Guilar -2001 53%
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Ren luyén ky nang nghe




Cémiéng khoéng c6 nghia la biét noi. Comat khéng cé
nghiala biét doc. Cotay khdng cé nghia 1a biét viét.
Vaycotai dau cé nghia la biét lang nghe.

Tadwoc hoc noi, hoc doc, hoc viét rat nhiéu. Vayta
hoc lang nghe & dau vaai day ta?

Chir Thinh



Phanbiét nghe valang nghe

Nghe

Lang nghe

Chi st dung tai

Str dung tai nghe va tri 6c

Tién trinh vat ly,
khong nhan thirc dugc

Giai thich 4m thanh, tiéng on
Thong tin, d€ chon loc, gitr lai
va loa1 bo

Nghe 4m thanh vang dén tai

Nghe va c¢6 gang hi€u thong
tin cua nguoi1 no1

Tiép nhan 4m thanh theo
phan xa vat ly

Phai chu y nghe, giai thich
va hiéu van dé

Tién trinh thu dong

Ti€n trinh chu dong, can
thot gilan va no luc




Cautric ciahoat déng
Lang nghe

Nghe thEy
A
~ ™
L¥angnghe
Cha y - Hiéu-

- Héi dap - Ghi nhé



Phat trién Tham du

Mong muon
thau hi¢u
ngwoi NOI







KYNANGNGHE

* Taptrungchuly vao nguwoindl
— Phaibat dau bang thai dé tich cuc
— Duytri giaotiép bang anhmat
— Choncachdién dat bang ctr chi mé&
» Khuyénkhich nguéi noi
— Taoco'hdi cho ngwdi ndi trinh bay
— Khuyén khich bang I&i vakhong bang &
— Hoi tham lichsw
« Phanhoi saukhi nghe






2. CAC PHONG CACH NOI

L6i ndi thang
Loi néi any

LGi néi lich su
LOoi noi mia mai

LOi néi hai hudc




"Quan trong la ho noi gi chu
khong phai ho Ia ai"!




Nguoi dang n6éi ma minh khong néi 1a mat nguoi,
Nguo1 khong dang n61 ma minh no1 1a mat 101.
Khong Tu



http://4phuong.net/danh-ngon/tac-gia/Kh%E1%BB%95ng%20T%E1%BB%AD.html
http://4phuong.net/danh-ngon/tac-gia/Kh%E1%BB%95ng%20T%E1%BB%AD.html
http://4phuong.net/danh-ngon/tac-gia/M.%20Claudius.html
http://4phuong.net/danh-ngon/tac-gia/M.%20Claudius.html
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KYNANGVIET r’

Muc dich

Poi twong —
Phamvi, tham quyén clia ngudi viét
Hinh thire

Noi dung: R8rang; ngan gon; xacdang; hoan
chinh; dung nglr phap, van phong ...



LE TAN HANH CHINH

Lé tan trong co quan nha
nwdc 12 cong tac giao tiep
mét cach cé nghi thirc giUa
CQNN véi cac doi tac bén
ngoai co’ quan







LANH PAO VP

¢ Ythirec dworctam quan trong ctiacongtéc lé tan

trong th&i dai ngay nay

¢ Nam virngkién thirc vaky nangdiéu hanh co

p Sangtao, tantam



¢ Vitri dé tim, an ninh

« Trangbi vat chat day du
» Niém yét néiquy, thi tuc

 Téchiredon tiép

Thwongxuyén kieém tra







Treobangndi quy
Botri ngudi truc
Gidithiéu

Phanloai khach,botri

ngwoi tiep




< Kiémtra phong khach
< Botri nguoigitpde’

<+ Dando nhan vién (tiép dai, thu

tuc...)

=, z W B e N
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= Nambat thongtin
co’ban ve khach
= Chuanbi ké hoachdon tiép

= Létan noi phongtiépkhéach




|q. Tinh dhat

:q. Muc dich

:q. Capbac

,q. Thanh phan,soluong

:n Daoc'l‘emvan hoda

'@ Ngay gicdeén
'@ Trach nhiémduadon



« Xiny kién captrén Phancong
nhiém vu cuthé chomoi
ngwon

+ Lapke hoachdontiep

+ Kiémtra viéclién hé
véi caccososé gap
go, lwulai

+ Chuan bicacphwong
an dwphong




Cach chao hoi

Nam chao nur truoc; Nguol
it tuo1 chao nguo1 cao tudi;
Nguoi c6 dia vi thap chao
nguo1 co dia vi cao

Nguo1 tir ngoal phong budc
vao chao nguo1 da ¢ trong
nhong;

Phu nit chdo ngudi cao tuoi
hon, hoac chirc vu cao.




Cach chao hoi

Ngm phai dirmg 1én chao nit nhung nit van dugc phép ngoi
dé chao lai;

Khi chao khong dugc ngam thudc 14, khong duoc dattay
vao tii, miéng khong duoc nhai gl.

Khi chao phai dung tay phai cam han mii, nén ra roichao
chtr khong do1 mii ndn chao

Nguoi duge chiao phai c6 bon phan dap lai 1o chao.

Khi chao phai té thai d0 ding muc, té long than thién, ton
Kinh.



Ve

Cach chao hoi o mot so nwoc...

* New Zealand: chao hongi: hai ngudi méi gip s&
phai co mii vao nhau dé cam nhan hoi tho su song
tor ngud1 con lai, hoi tho do chua tro1 ban tang




Cach chao hoi 0 mot so nwoc...

 Tay Tang: the
luo1 1a cach chao
ho1 than thién




Cach chao hot 0 mot so nwde...

* Tay Tang: Greenland + Bac Cyc chao theo kiéu nguoi Eskimo, dugc goi
1a kiéu chao kunik. Hai ngudi gip nhau s& an mili va moi trén vao nhau.




XUNGHO

- Xwngho va&i ban bé, ngwdi than thi phai thanthiét,
hiru hdo, khdng nén that kinh.

- Vé&ingudi lon tudi cothé xwnghd "ngai”, "ong".
- V&ingwdi co dia vi, tudi tac cao co thé goi la"tién
sinh","thay".



Xwnghotrong cong viéec

Khi lam viéc c6 thé chia thanh cackiéu nhwsau:
-Xungho theo chircvu nhw: "sép", "giam doc",
"tred’ng phong"...

-Goi theo chtrc danh nhu: "gido su", "tong bién
tap"....Tén chirec danh va chire vu ¢ thé goi kem
theo tén, ho.



Mét sodiéu néntranh khixunghd

-Khdng duwoc nham tén

-Khi xung hé v&i ngudi Ion tudi, ngudi da kéthon
nay chura két hon, nhiing thiy bac trong xahai...
<hong nén nham. Vidu phu n» chwa két hon goi Ia
na...

Xwngho khong dung theri diém.
-Xuwngho vo Ié.
-Goi theo kiéu lang nhuc ngudikhac.




Battay

« Battay la biéu hién cltialong tin twdng vaphan
nao tao dwng cacmaoi quan hé bén virng.







Cacyéu caukhi bat tay

Khindo nén bat tay:

- Tronglan tiép xdc dautién;

- Banbe lau ngay gap mat;

- Chaotam biét hodc dwa tién mot nguwdi naodo;



Trongmét sotrudng hop dacbiét:
- Nhuw chuc mwng mot aido
-Camon ho hoac hoi tham;
-Hodc c6 nhiing quan diém chung giong nhau
khién ho déu camthay hailong;
-Cokhi nhirng mau thuan ban dau bong nhién
duwoc giaitoa...



Al VOl A

Nguwo' it quan

trong honvol | cip dwei véi | Tré hon véi gia
ngwol quan cap trén hon
trong hon

Nam vé&i nir | Ngwei sotai | Ngwoi t&i sau
vl khach v nguoi téi
trwérc




Yéucaukhi battay

Pung cach doi phuong khoang cach mot bude chan
Phan than trude hoi nghiéng vé phia trudce
Hai chan dung thang

Pua tay bén phai ra, nu cuo1 hon nhién, chao hoi

Bo6n ngdn tay chap lai v&1 nhau, khoang glu’a ngon cal va ngon tro
giao nhau, ngon tay cai mo rong, hudng vé ngudi can bat tay.

LOu mau: Théi gian cCm tay nhau théng b»ng théi gian chpo
MR CCm ch¥4c tay, céng ®é vda phii (ché y tay pho
nip).
- Khi b%t tay phTji céi gang. NOu tay bEn ph{i xin|ci.



Yéucaukhi battay




Battay nhiéu ngwodi clingmaét Itc

Thrtw trwde - sau

Bétrén - bé duo

Trudnglao - thiéu nién

rhay gido - hoc sinh

N dénnam,

Nguoida két hon-dén ngudi chwakét hén
Captrén- cap duoi.




Luwuy

So lwong ngudi tuong doi 16n, co thé chi bat tay mot
sO nguodi ngay canh minh, gat dau voi nhitng nguoi
xung quanh thay cai bat tay chao héi, hodc hoi cui
thap nguo1 da thé hién du phép lich su.

Chua quen biét khong dugc chu dong bat tay ma
phai cho gi61 thi¢u da;

Khong chu dong bat tay ngudi cao tudi hon hoic ¢o
chirc vu cao hon hoac phu ntr;

Khi gip hai vo chong thi bat tay nguoi vo trude.
Pang ngdi khi khach t6i phai dung day dé bat tay;



Néu khi bat tay 1ong ban tay huéng xuong phia dudi dé tay doi
phuong, diéu nay thé hién rang day 1a ngudi c6 xu hudng chi
phoi nguoi khac rat 16n, bang hanh dong bat tay do anh ta
muon noi cho ngudi khac rang, “khi d6 vi tri cia anh ta cao
hon han mot bac”.




- Long ban tay hwdng vao bén trong bat tay doi
phuwong Iaj thé hién dwc_)’p sw khiém nhuong va
trong I€é tiet clia ngudi battay.

y




Khi bat tay hai ban tay bat
vudng goc v&i nhau thé
hién: ngudibat tay theo
kiéu nay 1a mot nguoi
rat tw nhién vatrong sw
binh dang trong giao
tiép...




Cactruong hop khdngnén bat tay

- Khi d6i phuong (hodc chinh ban than)hai tay
cam hai dodac;

- Khi doi phurong c6 dia vi cao hon minh rat
nhiéu ma ban lai khong co diéu gi mudn noi
vo'i ho.



Nhimgdiéu nén tranh trong khi bat tay

- Khong nén glcy tay trai ra bat (dac biét khi ban dang glao
tiép v&i ngudi Arap, ngudi AnBo). Vitheo quan diém cla
ho tay trai la ban tay khong dwoc sachseé.

- Khigiao tiép voi ngwo’l theo dao thién chia glao néntranh
nhw: hai ngudi nay bat tay va bat tay chéo véi hai ngudi
khac.

(Viecdo sétao ra swohong chéo |én nhau, hinh thanh chir
thap, trong con mat clia ho chirthap dai dién cho nhiing
diéu xuixéo.)



Nhimgdiéu néntranh trong khi bat tay

- Khi bat tay khong nén deo ging tay, doi mil hodc deo kinh
den, chi co6 phu nir khi1 giao ti€p ngoai xa ho1 duge phép deo
gang tay khi bat tay.

- Khong nén mot tay cam do hodc dut thi con tay kia giora

bat.

- Khi bat tay trén mit khong nén giir thai do vo cam

- Khi bat tay khong nén chi bat ho hitng dau ngon tay ctia doi

phuong.



Nhimgdiéu nén tranh trong khi bat tay

Khéng nén kéo tay doi phwong vé phia minh
Paytay vé phia ho.

Gatlén trén xudng dudi,

Sangtrai hoac sang phai léch huwdng.

Khéng nén ttr chdi cai bat tay ctia doi phwong

Khi bat tay nir gi¢i phai nhe nhang, tranh dung lwcqua
manh.



Nhimgdiéu nén tranh trong khi bat tay

Khong dugc vira bat tay xong lién rat khin ra lau tay.
Vua b‘e“’lt tay, V‘l‘l’a I}gém thudc 14, lai dat tay khac vao
tu1 quan la di€u to1 ky.

Khong nén vua bat tay vira ding ngon tay tro gii vao
long ban tay do1 phuong.

Khong ding trén bac thang bat tay ngudi & dudi bac;
Phu nit khong duoc cht dong bat tay ngudi cao tuodi
hon hoac co6 chirc vu cao hon.



e Nhiéu nuéc Au - My co tdp quan hon tay nit. Néu phu nit xoé
tay ra thi bat tay nhung ho dua Gp ban tay thi ta ning ban tay Ién
va hon vao mu ban tay.

* - Chu y phong tuc mot s6 nudc khong bat tay ma chap hai tay
trude nguce (nhat 1a phu nit) khé gat dau. Trong truong hop dota
khong duoc bat tay ma phai 1am nhu ho.




Nguyeén tac b6 tri cho ngdi

Uutién phu nir
Nguwoi dwocmoi

Dan swtrwécton giao
Nguwoi cocong
Vanchir céi
Phaitrworce, trai sau
Doi dién twong dong




HOI dam
Ngoi ban, hai bén doi dién
( ban chi* nhat hoac hinhtron)




Hai Trwdng doan chutri




Thaoluan “ bantron”




Sodo tiép khach

chi B khach @
CIECIE IS

* Viet Nam luon luon bén phai tu’ ngoai nhin vao




ChAngoi trong Hoi trvdng




Chongoi wu tién trén xe 6td

1 —Xe4cho:

- Lén xe: ngudi chirc vu cao nhat 1én xe dau
ti€n, néu mo cahai ctra. Néu chi mo duoc 1
cua cho ngudi wu tién, ngudi chircvu caolén
Xesau cung.

- Xubngxe: Nguwdi chirc vu cao xudng truorc.

-

N&u chu nhan 1ai xe: Cho ngdi vu tién bén canh l3i xe



Giao tiOp b»ng ®iOn tholi

O
8iOn tholi Ip c«ng c6 lpum
viOc hiOu quf, thuEn tiOn

pho thuéc ngéi lum viOc.
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Lam khach

Trude khi vao phong phai g6 cira khi dugc su dong
y mdi dugc vao;

Vao phong, chu chua ngoi thi khong duoc ngoi;
Vao phong nguoi khac phai tat thuoc 14;

Ng01 Vo1 tu the dang hoang, ngay ngan khong so

mo vao cac d6 vat trong phong ngu0’1 khac, khong
tuw dong uong nudc khi chu chua moi;

Khong ngodi qua lau:;
Trude khi vé phai xin phép méi chio ra vé.



Om hON: chi 6m hon khi nguoi khac ¢6 ¥ mudn 6n hon dé chao
hoéi minh; Thuong 1a hon cham vao ma, khong hon 1én tran, maoi.
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Nguoi Nga thi hon ma 3 lan;
Nguo1 Chau au thi hon ma 2 lan;

Nguo1 My la tinh vira 0m
hon vura vo lung;




TINH HUONG “HO’ TRONG LE TAN NGOAIGIAO

« 1. Tong thong My Barack Obama, trong chuyén
tham dau tién tdi Vuong quoc Anh thang 4/2012, da
ting Nit hoang Anh Elizabeth mot chiéc may nghe
nhac iPod do hing Apple san xuat. Pamela Eyring,
Giam doc Truong Lé tan Washington cho rang " Mét
san pham mua tai civa hang ciia Best Buy khong thé
la mon qua cé y nghia doi véi Nit hoang Anh'".

» Trong khi d9, cac quan chirc 1 tAn cia My dugc mot
phen tai mit khi Pé nhat Phu nhin Michelle Obama
om ldy Ni hoang. Viéc cham vao Nit hoang Anh duoc
cho 13 hanh dong xAm pham nghiém trong d6i véi nghi
thirc Hoang gia, di nguoi d6 13 Phu nhan Tong thong
My.






TINH HUONG “HO’ TRONG LE TAN NGOAIGIAO

Chuan bi d6n tiép mot phai doan Trung Quoc dén tham B
ngoai giao My,

Lé tan Bo Ngoai giao My thay dong chit "San xuat tai Dai
Loan" dud1 day mot do st dat tai BO Ngoai giao My, ngay
trudc khi phai doan Trung Quoc dén du tiéctrua,

L& tan cua B Ngoai giao My da vdi vang tim mot bo do
stt khac thay bo cii trén ban.

Tuy nhién, bd am chén thi co thé kip thay chir ho khong
thé thay do1 toan bd ban ti¢c (vi toan by dd dung bira trua
déu 1a do Pai Loan).



Tang qua

Tim hiéu nhitng diéu ma phong tuc dé ky
Qua tang phai co y nghia
Hiéu twong tin vé doi twong dworc ting qua
Doi voi nguoi gia canh nghéo thi loi ich thuc té 1a tot dep nhat.
Doi voi nguoi gidu cd, sung tic, thi k§ xdo tinh vi 1a tot dep.
P6i véi nguo1 yéu, vat co tinh chat ky niém la tot dep.
Doi v4i ban be vat gay himg thu 1a tot dep.
P6i véi nguo1 gia, vat ¢o tinh thuc dung la t6t nhat.
P6i vGi con tré, vat go1 tri tué 1a tot dep.
Doi v4i khach nudce ngoadi, nhitng vat dic sac 1a totdep.



TINH HUONG “HO’ TRONG LE TAN NGOAIGIAO

» Khi Chu tich Trung Quoc Ho Cam Pao dén tham
Tong thong Bush trudc khi 6ng Bush hét nhiém ky

» Trong suodt buodi 1€ tiép don tai Nha Trang, nguoi
thong bao thay vi noi "Thuwa quy ong va quy ba,
quoc ca cia nuée Cong hoa Nhan dan Trung Hoa",
lai noi rang "Thwa quy éng va quy ba, quoc ca
nuwée Cong hoa Trung Hoa". = sy nham lan tai hai
lién quan dén tén goi chinh thirc.



TINH HUONG “HO’ TRONG LE TAN NGOAIGIAO

Nam 2003, trong chuyén thim nuéc Anh, gia dinh Tong
thong Bush da to chirc mot btra to1 chao don Nir hoang
Elizabeth ta1 Winfield House - no1 ¢ cta Dai sir My & Anh.
Bita tiéc rat dep, tinh té, vdi moi chi tiét day strc 16i cuon.
Nhung khi Nit hoang nang coc chiic ming, chti chd cung
cua ngai Dai1 sir bat dau... sua lién tuc.

Bi thu phu trach cac van dé xa hoi cua Nha trang da ling 18
Om chu cho va mang ngay ra ngoai.



o Cdc ban nén nhé: Sw nhanh tri, linh hoat la yéu to
cuc ky quan trong doi voi cong viéc [é tan

o "Chiing ta déu la con nguoi va nhitng s viéc &
trén deu co thé xay ra bat cu luc nao".

» Vay, “Dung lan tranh sai sot, néu sau d6 ban thé
hien du’a’c su lich su, ton trong trong cdch giai

quyét van dé cia minh, sw chan thit luén dang
duwoc hoan nghénh”.



Cauchuyeén Taova May

Hom nay thang tot ngay lanh
Tao,may phan viéc ro ranh xem sao

Dan chu ctr phat a0 ao D1 tham co s¢ thi may tinh sao?
Ké hoach thu hai phongbao

May 1ap chi tiét ...dé tao thi hanh.
Tim kiém nha dat nd1 thanh
Mat tién, gia re...may gianh cho tao.

A quén...con c6 chuyénnay

Tap trung quyén luc thu vao tay ai?

Viéc tao ngoi ky sudt ngay
Thuc thi viéc ay ...thi may giup

tao.

An udng thi may phai bao Ohr‘lay.‘.. con EhAuY@nl ‘tao laOhA .
Viéc suy, viéc nghi... tao giao cho 1 ' may qua {et .--1a a0 chan than
may. Dtra nao gai tré, dep trinh

Tham quan khap chdn d6 day Kinh lao dac thg...may gianh cho tao
Mé rong tam mat thi may phan tao. Khi nao ding het khau hao

Thi tao... lai s€ ban giao tra may.

Lén rimg xuong bién gian lao
Tuo6i may con tré...tao giao cho
may.




Lai quén... con c6 chuyén nay
Pau tranh thang than tinh may
gidng tao.

Phé binh 1anh dao cap cao

Hom ay tao 6m...phai giao cho
may

Tao an bong 10¢ hoi day

Thanh tra c6 hoi ,thi may tinh sao?
Lam gi c6 bong 16¢ nao

Sép chia déu hét ra bao nhiéu phan
Ty tay sép tinh, boc phan

Bao nhiéu phan bay nhiéu lan sép
chia

Sép nén dé san phong bi

Thanh ta nhac thay... cuoi khi
Thank you!

Sép minh qua that dang yéu

Lam gi c6 chuyén no1 diéu an day”.

Nam nam trudce tao sau hai

Tim méii chang dugc nguoi tai thay ta

Néu trén c6 hoi vi sao:

Vé huu chuyén vit...tao giao cho ma

Hinh nhu may méi1 nam hai

Budc vao do chin nhan tai...qua hay.
Pung yén...tao bao cai nay

Tao cam may nghi viéc may chong ta

Chong tao ciing chang lam sao

Budc tao phai nghi cach tao tri may

Troi cao, bién rong dat day

Tao d6 may thoat tay nay cua tao.

Bao ngay thtc trang dém sao

Bao dém nhin mac tao nao c6 quén

S6 may qua that 1a hén

Gap sép cao thugng cang thém tu hac

Trén tro1 ti ti vi sao

Sao nao sanh dugc tinh tao vo1 may




Xin cam on!

Chuc thanh cong!



