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lanh manh sé& bi nghiém cam.
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LOI GIOI THIEU

Gi4o trinh nay duoc viét dé 1am tai liéu giang day cho hoc sinh nghé Nghiép vu Nha
hang khach san trinh d6 Trung cap.

Trén co sé tham khao céac gido trinh, tai liéu vé linh vuc tdm 1y hoc va k¥ ning giao tiép
mg xr, két hop voi thuc té nghé nghiép cua nghé Nghiép vu Nha hang khach san, gido trinh
nay dugc bién soan c6 su tham gia tich cyc ctia cac gido vién c6 kinh nghiém, cung voi nhiing
¥ kién dong gop quy bau cua cac chuyén gia vé linh vuc tim 1y va k¥ ning giao tiép ing xur.

Cin clr vao chuong trinh day nghé va thuc té hoat dong nghé nghiép, phéan tich nghe,
tiéu chuan k¥ ning nghé, ndi dung mé dun Tam 1y va Ky ning giao tiép Gng xir voi khach du
lich cung cap cho nguoi hoc nhitng kién thirc co ban vé tdm Iy hoc, tdm 1y va k§ ning giao tiép
mg x\r n6i chung, tdm 1y va k¥ nang giao tiép tmg xir trong hoat dong kinh doanh du lich, tir
d6 nguoi hoc c¢6 thé van dung nhitng kién thirc nay trong qué trinh nghién ctru tdm 1y cua
khach du lich, cling nhu tao cho ban than phong cach giao tiép ung xir van minh, lich su va
chuyén nghiép.

Gi4o trinh Tam 1y va k¥ ning giao tiép ung xir voi khach du lich gom 8 bai:

Bai 1. Mot s6 van dé co ban ctia tim 1y hoc

Bai 2. Nhitng dic diém tam 1y chung cua khach du lich

Bai 3. Nhitng dic diém tam 1y cta khach du lich theo dan tdc va nghé nghiép

Bai 4. Mot s6 van dé khai quat vé hoat dong giao tiép

Bai 5. M6t s6 nghi thirc giao tiép co ban

Bai 6. K§ ning giao tiép ung xur

Bai 7. K§ ning giao tiép ing xur trong hoat dong kinh doanh du lich

Bai 8. Tap quén giao tiép tiéu biéu trén thé gidi

Sau mdi bai déu ¢ cac ciu hoi on tap, thao luan hodc bai tap tinh huéng dé cung cd
kién thirc cho ngudi hoc.

Gido trinh dugc bién soan trén co s¢ cac van ban quy dinh cua Nha nude va tham khao
nhiéu tai liéu lién quan c6 gia tri. Song chic han qua trinh bién soan khong tranh khoi nhiing
thiéu sot nhit dinh. Tac gid mong mudn va thuc sy cam on nhitng y kién nhan xét, danh gia
ctia cac chuyén gia, cac thay co dong gop cho viéc chinh stra dé gido trinh ngay mot hoan thién
hon.

Xin tran trong cam on!
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BAI 1

MOT SO VAN PE CO BAN CUA TAM LY HQC
Ma bai NHKS 09-01
Giéi thiéu:
Trong tat ca cac hoat dong ciia con nguoi, thudng xuyén xuat hién cac hién tugng tam
i, tinh than. Nhan thirc duoc nhitng hién twong tdm 1y ctia ban than cling nhu cua d6i tuong
tham gia giao tiép gitip con nguoi 1am chu duge ban than, gitp con ngudi hoat dong, giao tiép
va hoc tap duogc tdt hon.
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Ban chat tam 1y nguoi 1a sy phan anh cta thé giéi khach quan vao nad nguoi; tim 1y
ngudi mang tinh cha thé va mang ban chat xa héi lich str. Do d6, nim bt duoc ban chit tam 1y
ngudi gitp chiing ta biét cach giao tiép tmg xir va phuc vu pht hop véi tim 1y mdi ngudi.

Tam 1y con ngudi v cing phong pht va da dang, né bao gdm nhitng hién tuong tinh
than tir don gian dén phirc tap, trong d6 nhan cach va tinh cam 14 hai thudc tinh tdm 1y co ban
cua tam ly hog, nod 1a co s khoa hoc cho viéc nghién ctru nhitng dac diém tam 1i x4 héj cla
con nguoi.

Nhiing hién twong tam ly xa hoi phé bién ciing 14 ndi dung co ban cua bai ndy. Viée
nghién ctru nhitng anh huéng ciia mét sb hién twong tdm ly xa hoi phd bién gitip cho cac nha
kinh doanh du lich tag ra nhitng san phdm phu hop, hap dan khach du lich.

Muc tiéu:

- Nguoi hoc trinh bay dugc nhiing khai niém co ban vé ban chat hién tugng tam ly
nguoi; khai niém va cau truc cia nhan cach; khai niém tinh cam, cdc mac do va cac quy luat
cua tinh cam.

- Phan tich dugc mdt sd van dé co ban ciia TAm 1y hoc xa hoi va tam 1y du lich.

- Néu duoc nhitng anh huéng ciia mot sd hién tdm 1y xa hoi phd bién trong du lich;
Phong tuc tap quan; Truyén théng; Ton gido - tin ngudng; Tinh cach dan toc; Bau khong khi
tam 1y xa hoi; Du luan xa hoi.

- Tich cyc nhan thuc va hirng th nghién ctru, hoc tap.

1. Ban chat hién twong tam ly

Muc tiéu:

- Trinh bay duoc khai niém tam ly, tam ly hoc.

- Phan tich duoc ban chat hién tuong tdm ly nguoi.

- Xac dinh duogc cac chic nang cia tam ly.

- Phan biét duoc cac loai hién tuong tam ly.

- Trinh bay duoc cac phuong phap nghién ctru tam ly.

- Véan dung nhiing kién thuc trén trong qua trinh nghién ctru tm 1y nguoi.

1.1. Khai niém

Trong cudc sdng hang ngay, nhiéu ngudi dung cum tir “tam 1i” dé noi vé sy hiéu biét
trong giao tiép, hay 1a sy hiéu biét vé long nguoi, giéng nhu khi néi: “Ban trai ti rat tam li,
ludn quan tdm dén t6i va chiéu theo ¥ thich cta ti...”. C6 ngudi lai dung cum tir tm 1i dé noéi
dén tinh tinh, tinh cam, tri thong minh ctia con ngudi. Pay 13 cach hiéu tim 1i theo nghia thong
thudng. Doi séng tam li cia con ngudi rat phong phii, né bao ham nhiéu hién twong tam Ii tir

11



don gian dén phirc tap nhu cam giéc, tri giac, tri nhd, tu duy cho dén nhu cu, tinh cam, ning
luc...

Trong tir dién tiéng Viét thuat ngir “tdm 1i” da c6 tir 1au, “tdm 1i” 13 y nghi, tm tu, tinh
cam... 1am thanh doi séng ndi tim, thé gii bén trong clia con ngudi.

~, 66

Trong ngdn ngit doi thuong, chir “tAm” thuong co nghia 1 10ng nguoi, thién vé& mit

tinh cam, n6 hay dugc dung véi cdc cum tir nhu “nhan tdm”, “tdm hon”, “tdm dia”... nhin
chung thuong dé dién ta tu twdng, tinh than y thic, ¥ chi ... cia con ngudi.

Trong lich sir xa xwa ctia nhan loai, trong cic ngdn ngir phd bién ngudi ta ciing déu noi
dén “tam 1i” v6i ¥ nghia 1a “linh hon”, “tinh than”, nhu trong tiéng Latinh “tam 1i hoc” 1a
“Psychologie” trong d6 “Plyche” 13 “linh hén”, “tinh than” 1a “logos” 13 hoc thuyét, khoa hoc -
“Psychologie”chinh 1 khoa hoc vé tim hon.

No6i mot cach khai quat nhat:
Tam 1i 1a céc hién tugng tinh than xay ra trong dau 6c con nguoi, gan lién va diéu khién,
di€u chinh hanh dong hoat dong ctia con nguoi.

Tam 1i hoc la mgt khoa hoc nghién ctru sy hinh thanh, van hanh va phat trién cua hoat
dong tam i, tirc 1a nghién ciru con ngudi nhan thic thé giéi khach quan bang con duong nao,
theo quy luat nao, nghién ctru thai do ctia con nguoi dbi v6i cai ma ho nhén thirc dugc hodc
lam ra.

1.2. Ban chit hién twong tim ly
1.2.1. Quan niém méc-xit vé tim ly

Quan diém Méc-xit khang dinh: Tam 1y ngudi 1 sy phan anh hién thuc khach quan vao
ndo nguoi thong qua chil thé, tim 1y ngudi c6 ban chét xa hoi lich sur.

* Tam ly ngwoi la sw phdn dnh hién thwe khdach quan vao nao ngwoi

Tam 1y nguoi khong ty nhién sinh ra, cling khong phai do ndo tiét ra nhu gan tiét ra
mat, tdm 1y nguodi 14 sy phan anh hién thuc khach quan vao ndo nguoi thong qua “lang kinh
chu quan”.

- Hién thuc thé giéi khach quan 1a ngudn gbe ciia tim 1y nguoi.

- PBiéu kién can va du dé c6 tam Iy:

+ Hién thyc khéach quan;

+ Nio nguoi (phat trién binh thuong).

+ Phai ¢6 su phan anh hodc tac dong cua hién thyc khach quan vao nao nguoi.

Cay hoa huéng duong ludn vuon vé hudng mit troi (phan anh sinh hoc).
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Phan anh tam 1y: 1a sy tac dong cua hién thyc khach quan vao nao con nguoi - co quan
vét chét ¢6 td chtrc cao nhat, chi co hé than kinh va ndo bd méi c6 kha nang nhan tac dong cua
hién thyc khach quan dé tao ra nhirng hinh anh, tinh than (tam 1y).

- Phan 4nh tam 1y 1a mot loai phan anh dac biét: n6 1a sy phan 4nh ctuia ndo bo; no tao ra
hinh anh tdm 1y, 14 ban sao chép, ban chup vé thé gidi; hinh anh tm 1y khac xa vé chit so véi
cac hinh anh co hoc, vét li, sinh hoc. (VD: hinh dnh ctia ban & trudc guong khéac voi hinh anh
ctia ban trong dau t6i )

Phan anh tam 1y mang tinh sinh dong va sang tao.

Phéan 4nh tAm 1y mang tinh chu thé.

* Tam Iy ngwoi mang tinh chii thé

- Tinh chu thé trong tim 1y:

La sy khac biét tam 1y gitta nguo1 nay voi nguoi khac, nhom ngudi nay véi nhom nguoi
khac, né 12 hinh anh chil quan vé thé gidi khach quan, tinh chu thé chinh 13 su tao ra nhing
hinh anh tdm 1y vé thé gii bang cach dua vén hiéu biét von kinh nghiém va cai riéng cua
minh (nhu ciu, himg thi, tinh cach, ning lyc ctia minh...) vao hinh anh tam ly.

- Biéu hién cua tinh chu thé:

+ Cung nhan sy tac dong ctiia cung moét sy vat hién tuwong khach quan nhung ¢ nhitng
chu thé khac nhau cho nhitng hinh anh tam 1y véi nhitng mutc do sic thai khac nhau. Vi du:
Trudc mot sy kién nguoi nay co thé buon, nguoi kia vui; cung nghe mot ban nhac, c6 nguoi
cho 1a hay, c6 nguoi khong cho 1a hay; cing mot moén an, nguoi khen ngon nguoi lai ché. ..

+ Cung mot hién thyc khach quan tic dong dén mot chu thé duy nhat nhung vao nhing
thoi diém khac nhau, ¢ nhitng hoan canh khac nhau véi trang thai co thé tinh than khac nhau
c6 thé cho ta thdy muc do biéu hién va cac sic thai tam 1y khac nhau & cha thé ay. (Vi thé
trong cac linh vuc hoat dong dic biét trong giao tiép Gmg xir phai chu trong nguyén tic sat doi
tugng chu ¥ dén cai riéng trong tdm 1y mdi ngudi). VD: Ngam canh hoang hon luc co thé khoé
manh, tinh than vui vé khac véi lac co thé mét moi, budn ba; ciing 1a ban nhac d6 lac vui nghe
thdy hay, budn khong mudn nghe nita.

- Do dau ma tdm 1y ngudi nay khac voi tim 1y nguoi kia ? Diéu nay do nhiéu yéu tb chi
phéi. Trude hét do mdi con nguoi co nhitng dic diém riéng vé co thé, gidc quan, hé than kinh
va ndo bo. Mdi ngudi c6 hoan canh sdng khac nhau, diéu kién gido duc khong gidng nhau va
dic biét 1a mdi ca nhan thé hién mire do tich cuc hoat dong, tich cuc giao luu khac nhau trong
cudc sdng, vi thé tim 1y nguoi ndy khac véi tim 1y nguoi kia.

* Tam Iy ngwoi mang bén chit xa hoi - lich si.

Tam li nguoi 1a sy phan anh hi¢n thuc khach quan, 1a chirc ndng cua nao, 1a kinh
nghi¢m xa héi lich st bién thanh cai riéng cia moi ngudi. Tam li con nguoi khac xa véi tam 1i
cua cac dong vat cao cap & cho: tam i ngudi cé ban chat xa hoi, lich str.
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Bén chat xa hdi va tinh lich st cua tam li nguoi thé hién nhu sau:

- Tam li ngudi c6 ngudn gde 1a thé gidi khach quan, ma thé gii khach quan bao gdm ca
mat ty nhién va xa hoi, trong d6 ngudn gbc xa hoi 1a cai quyét dinh. Ngay ca phan ty nhién
trong thé gidi cling di dugc xa hoi hoa. Phan xi hoi cua thé gidi quyét dinh tam li ngudi thé
hién & cac quan hé kinh té x3 hoi, cac mdi quan hé con ngudi - con ngudi tir quan hé gia dinh,
lang x6m, qué huong khdi phd cho dén cac quan hé nhém, quan hé cong ddng. .. Cac mdi quan
hé trén quyét dinh ban chat con ngudi (theo Cac Mac, ban chat con ngudi 1 tong hoa cac moi
quan hé xa hoi) vi vay né quyét dinh tdm 1i nguoi. Trén thyuc té, con nguoi thoat 1i khoi céc
mdi quan hé xd hoi, quan hé ngudi - ngudi déu lam cho tAm 1i mét ban tinh ngudi (nhitng
truong hop tré con do dong vat nudi tir bé, tim li ctia nhitng dtra tré nay khong hon han tdm li
loai vat).

- Tam li nguoi 13 san phdm cua hoat dong va giao tiép cua con ngudi trong cac moi
quan hé xa hoi. Con nguoi vira 1a mot thuc thé tu nhién vira lai 1a mot thuc thé xa hoi. Phan tu
nhién & con ngudi (nhu dic diém veé co thé, giac quan, than kinh, bo ndo) duoc xi hoi hoa &
muc cao nhat. La mot thuc thé xa hdi, con nguoi 1a chu thé ctia nhan thirc, chi thé cua hoat
dong, giao tiép voi tu cach 1a mot cha thé tich cuc, chu dong, sang tao. Tam li cia con nguoi
1a san pham ctia con nguoi voi tu cach 1a chu thé xa hoi, vi thé tdm 1i ngudi mang day du dau
an xa hoi lich sir cua con nguoi.

- Vén séng, kinh nghi¢m, hiéu biét, tinh cam, tinh céch... cia mdi nguoi co6 dugc 1a nho
qua trinh hoc héi tiép thu cac kinh nghiém cua xa hoi va lich sir thong qua hoat dong va giao
tiép (hoat dong vui choi, hoc tap, lao dong, cong tac xa hdi...) trong dé gido duc gitr vai tro chu
dao, hoat dong ctia con ngudi va mdi quan hé giao tiép ciia con ngudi trong xa hoi d6 c6 tinh
quyét dinh, vi “ lang kinh chu quan” ctia con ngudi c6 ban chat xa hoi nén tdm li ngudi ciling
mang ban chét xa hoi lich st.

- Tam i cia mdi ngudi hinh thanh, phat trién va bién doi cung véi su phét trién cua lich
st c4 nhan, lich sir dan tdc - cong dong xa hoi. Tam li mdi nguoi chiu ché ude cua lich st ca
nhan va lich str cong dong xa hoi.

Tom lai, tam 1i nguoi co nguén géc x4 hoi - lich su, vi thé khi nghién cuu vé tam li con
ngudi phai nghién ciru méi trudng xa hoi, nén vin hoa xa hoi, cac mbi quan hé xa hoi trong do
con ngudi séng va hoat dong. Can phai to chirc ¢6 hidu qua viéc gido duc, cling nhu nhing
hoat dong chu dao ¢ tirng giai doan, lura tudi khac nhau dé hinh thanh, phat trién tam i nguoi.
Trong viéc nghién ctru tAm 1i khach du lich ciling phai tuan thii cic yéu cau ndi trén, can phai
nghién cru moi trudng xa hoi, nén vin hoa xa hoi (phong tuc tap quan, truyén thong, tinh cach
dan tdc...) ma khach du lich song va hoat dong.

1.2.2. Chirc ning cia tam ly

Hién thyc khach quan quyét dinh tdm li con ngudi, nhung chinh tdm li con ngudi lai tac
dong tro lai hién thuc béng tinh ning dong, sang tao clia n6 thong qua hoat dong, hanh vi. Moi
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hanh dong, hoat dong ctia con nguoi déu do “cai tdm 1i” diéu hanh. Day chinh 1a chirc nang
cta tAm i va n6 duoc thé hién qua cac mat sau:

- Chtrc nang dinh hudng: tdm 1i ¢6 chirc nang xac dinh phuong hudéng cho hanh dong,
hanh vi. (vai tro ciia dong co, muc dich hoat dong).

- Churc nang dong luc: tam li 1a dong luc théi thac, 161 cudn con nguoi hoat dong, khéc
phuc nhirng kho khin trd ngai vuon t6i muc dich d dé ra.

- Chure nang diéu khién, kiém tra: tdm li diéu khién, kiém tra qua trinh hoat dong bang
chuong trinh, ké hoach, phuong thirc tién hanh hoat dong, lam cho hoat dong cua con nguodi
tro nén co y thure, dem lai hi€u qua nhéat dinh.

- Chirc ning diéu chinh: tdm li gitip con ngudi didu chinh hoat déng cho phu hop voi
muc tiéu di xac dinh, dong thoi phu hop véi diéu kién hoan canh thuc té cho phép.

Nho céc chirc nang trén ma tam li giip con nguoi khong chi thich tng vé1 hoan canh
khéch quan, ma con gidp con nguodi nhan thire, cdi tao va sang tao ra thé gioi, va chinh trong
qua trinh dé con ngudi nhén thure, cdi tao chinh ban than minh.

1.2.3. Phan loai cac hién tuwgng tam li
* Qua trinh tam li

Qua trinh tAm 1i 1a hién twong tdm 1i dién ra trong thoi gian tuong d6i ngan, c6 mo dau,
dién bién, két thiic twong ddi 16 rang. Nguoi ta thuong phan biét 3 qua trinh tam Ii:

- Qua4 trinh nhén thic (cam gidc, tri giac, tri nho, tu duy, tudng tuong).

- Qua trinh xtc cam (biéu thi su vui mung, tirc gian, dé chiu, kho chiu...)

- Qua trinh y chi - hanh dong, ngon ngtr: 14 nhiing hanh dong cua con nguodi do y chi
diéu khién.

* Trang thai tam li

Trang thai tam 1i 12 nhitng hién twong tdm 1y dién ra trong thoi gian twong ddi dai, viéc
mo dau, dién bién va két thuc khong rd rang. Céc trang thai tm 1i thuong di kém va 1am nén
cho cac hoat dong va hanh vi cua con nguoi. (su chu y, tm trang...)

Vi du: Con nguoi bao gio cling ¢ trong mot trang thai tam ly nhat dinh, néi cach khéc
bao gid doi séng tam 1y cling dién ra trong mot trang thai nao d6 nhu chu ¥ tap trung hay lo
dang phan tan, tich cuc hoat bat hay mét moi, u mé, thiac mic, ban khoin hay hd hoi, thoai
mai, chan chir do du hay quyét tim say sua.

* Thudc tinh tam ly cda nhan

La nhiing hién tugng tam 1y twong d6i 6n dinh kho hinh thanh va kho mat di, tao nén
nhitng nét riéng ciia nhan cach. Nguoi ta thudng néi dén 4 nhém thude tinh tim li c4 nhan
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nhu: Xu hudng, tinh cach, khi chét, nang lyc. Ngoai ra tinh cam, y chi 1a nhiing thudc tinh tim
1i néi 1én pham chat nhan cach cia ca nhén.

1.3. Mt s6 phwong phap nghién ciru tam ly
1.3.1. Phwong phap quan sdt

Phuong phap quan st 1a phuong phap dua trén viéc tri gidc c6 cha dinh, nhim xac dinh
nhitng dic diém cua di twong thong qua nhitng biéu hién bén ngoai nhu: nét mat, cir chi, 4nh
mat, cach di dirng, n61 nang, cach an mic....

C6 nhiéu hinh thtc quan sat:

- Quan sat toan dién (quan sat tong hop): duoc thuc hién theo chuong trinh ké hoach, ¢
hé théng trong mot khoang thoi gian nhat dinh.

- Quan sat bd phan (quan sat lya chon): chi tap trung vao mét sb su viée ¢6 lién quan
tryc tiép dén van dé dinh nghién ctru ma boé qua nhitng mit khac. Vi du chi quan sat so thich
tiéu dung cua khach du lich tai diém du lich nao do.

- Quan sat tryc tiép: 1a hinh thirc ma nguoi nghién ciru tham gia hoat dong truc tiép voi
dbi twong dé tién hanh quan sat.

- Quan sat gian tiép: thong qua cac thong tin tir cic ngudn khic nhau, nhu hinh anh,
nhat ky, bai phat biéu, giong ndi... cia ddi tugng nghién ciru

Phuong phap quan sat ¢6 nhiéu wu diém: cho phép thu thap dugc nhitng thong tin cu
thé, khach quan trong diéu kién tu nhién cua ddi tuong. Bén canh do n6 cling c6 mot s6 nhuoc
diém: mat nhiéu thoi gian, tén cong sirc, két qua nghién ctru chi mang tinh dinh tinh, kho xéac
dinh duoc nguyén nhan, doi hoi ngudi nghién ctru phai c6 nhirng hiéu biét nhat dinh vé tam li
va doi tugng nghién ciru phai thé hién trong diéu kién hoan toan binh thuong.

Mudn quan sat dat két qua tot can cha

+ Xac dinh rd muc dich, ndi dung va ké hoach quan sat.

+ Chuén bi chu d4o vé moi mit.

+ Tién hanh quan sat can than va c6 hé thong.

+ Ghi chép va xtr 1i thong tin khach quan, trung thuc.

+ Khéng dé ddi twong dugc quan sat nhan biét (vi d6i tuong c6 thé cé nhitng biéu hién
trai v6i tam 1i cuia ho dan dén két qua nghién ciru c6 thé thiéu sot).

Trong qué trinh phuc vu du lich phuong phap quan sat 1a phuong phap pho bién va
thuong duge ap dung nhiéu nhat. Vi trong qua trinh phuc vu ludn c6 sy giao tiép truc tiép véi
khach thong qua viéc quan sat dé xac dinh nhitng dic diém tam 1i cia khach tir d6 dinh huéng
cho qua trinh giao tiép, xac dinh thai d6 va cach phuc vu hop li nham mang lai sy hai long cho
khach va xuc tién viéc ban hang dat nhiéu loi nhuan nhit. Dé phat trién nang luc quan sat,
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nhan vién phuc vu phai thudng xuyén rén luyén cach quan sat ciia minh, bén canh dé can phai
tich luy von hiéu biét, kinh nghiém ctia minh vé hanh vi, cir chi... ctia con nguoi théng qua cac
tai liu co lién quan va nhirng kinh nghiém dan gian, tuéng mao hoc, kinh nghiém cua déng
nghiép va cua nguoi di trudce.

1.3.2. Phwong phdp dam thogi

Phuong phap dam thoai 1a phuong phdp thu thap thong tin va phan doan, danh gia
nhiing dac diém tim 1i thong qua qué trinh dam thoai voi dbi twong can nghién ciru.

Vé hinh thirc, phuong phap dam thoai c6 ba hinh thirc co ban d6 1a: Tim hiéu tryuc tiép,
tim hiéu gian tiép va hinh thirc két hop ca tim hiéu truc tiép va tim hiéu gian tiép.

- Tim hiéu truc tiép: d6 1a dung cau héi truc tiép dé tim hiéu tam li ddi twong. Trong
thuc té, viéc phong van, tra hoi chi yéu theo hinh thirc nay.

- Tim hiéu gian tiép: d6 13 thong qua ndi dung cau chuyén, thai do, hanh vi, giong noi
ctia d6i twong (khong hoi truc tiép) dé tim hiéu tdm 1i. Thuc chat tim hiéu gian tiép ludn gan
v&i1 quan sat.

- Tim hiéu két hop: 13 hinh thirc két hop ca hai hinh thirc trén.

Do sy tiép xuc truc tiép voi d6i tuong, thong thudng néu tién hanh dam thoai thun loi
s& thu duoc nhiing thong tin tham kin, nhiing théng tin ¢ gia tri ma cac phwong phéap khac
kho c¢6 duoc. Tuy nhién né ciing ¢ nhitng nhugce diém nhu mat nhiéu thoi gian, doi hoi ngudi
nghién ctru phai co hiéu biét vé tam i, va kho co6 thé danh gia dugc do tin cdy cua thong tin.
Thong thuong dé khic phuc diéu ndy ngudi ta thuong két hop dam thoai voi cac phuong phap
khéc dac biét 1a phuong phdp quan sat.

Mudn 4p dung phuong phap dat két qua tbt can chi y:

+ Xac dinh rd muc dich, yéu cau (van dé can tim hiéu).

+ Tim hiéu trudc thong tin vé ddi twong dam thoai.

+ Tién hanh dam thoai trong diéu kién tu nhién, tranh cau hoi mang tinh chét tra khao,
chat van.

+ Tao diéu kién cho d6i twong dit lai cau hoi dé boc 16 ban than minh.

Trong qua trinh phuc vu khéch, khi c6 diéu kién dam thoai véi khach, nhan vién phuc
vu ¢6 thé mém déo van dung phuong phéap nay. Dic biét trong viéc giai quyét nhitng phan nan
cua khach, hay trong viéc tim hiéu nguyén nhan dé cai thién tdm trang cam xuc ti€u cyc cua
khach... Ngoai ra phuwong phap nay thudng duge 4p dung trong viée tuyén chon nhan luc néi
chung va nhan vién du lich néi riéng, voi hinh thirc phé bién 1a phong vén.

1.3.3. Phwong phap thwc nghiém

Phuong phap thyc nghiém 1a phuong phap dya trén nhiing phép thir bang hanh vi hay
ngdn ngit dé tim hiéu, danh gia cac dic diém tam li cia d6i twong can nghién ciru.
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Phuong phép thuc nghiém c6 2 hinh thirc co ban:

-Thue nghiém hanh vi d6 12 phuong phap tim hiéu danh gia tdm 1i dwa trén cac phép thir
bang hanh vi.

Thuc nghiém hanh vi thuong mat nhiéu thoi gian, c6 thé gy hiéu 1am, mat khac hiéu
qua khong cao dic biét trong nhimng truong hop ddi twong nhan biét minh dang bi thir. Thuc
nghiém hanh vi kho 4p dung trong viéc tim hiéu tdm 1i khach du lich, n6 chi cha yéu ap dung
trong qué trinh danh gia va tuyén chon nguoi lao dong trong du lich (Vi du thong qua qué trinh
“thtr thach” ¢6 thé danh gia dugc dao duc, nang lyc ctia nhan vién phyc vu...)

- Thyuc nghiém ngdn ngit 13 phuong phap tim hiéu danh gia tim li dya trén cac phép thu
bang ngdn ngit. Co thé sir dung ngdn ngir néi hoic ngdn ngit viét.

Trac nghiém (test) 1a mot trong nhitng hinh thirc thue nghiém ngdn ngir phd bién nhat.
Phuong phap tric nghiém 1a phuong phap dua trén nhitng phép thir dé “do ludng” va danh gia
cac dic diém tam li, dya trén nhing mau cdu tra 151 bang ngdn ngit hay hanh vi ctia con ngudi,
thong qua cac tiéu chuan da dugc chuin hod.

Mot vin ban test thuong bao gdm 4 phan co ban:
+ Van ban test

+ Hudng dan quy trinh tién hanh

+ Huéng dan danh gia

+ Ban chuan hoa

Trong tadm 1i hoc thuong cé nhiéu loai test vé& nhan thirc, nang luc, tri tug, tri nhd, tinh
cam, xu hudng...

Uu diém ciia phuwong phap nay: tién hanh don gian; c6 kha ning lam cho hién tugng
tam i truc tiép boc 19; c6 kha nang luong hoa, chuin ho4 céc chi tiéu tim 1y.

Nhuoce diém: kho soan thao mot bo test ddm bao tinh chuin hoa; chi cho biét két qua, it
boc 10 qua trinh suy nghi dé di dén két qua.

Phuong phép nay thuong dung dé chuin doan tdm 1i con ngudi & nhitng thdi diém nhat
dinh.

Nhin chung, khong chi riéng thyc nghi€ém hanh vi ma cac hinh thirc thuc nghi¢m noéi
chung kho ap dung cho viéc tim hiéu tdm li khach, tuy nhién phuong phép thyc nghiém lai
thuong dugc st dung trong viée tuyén chon, danh gia nhan luc trong du lich.

1.3.4. Phuwong phap dung bang hoi

La phuong phap dung mét s cau hoi nhét loat dit ra cho mot sb 16n dbi trong nghién
ctru nham thu thap y kién cht quan ctia ho vé mét van dé nao do.
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Dung phuong phap ndy c6 thé thu dugc mét luong thong tin khé 16n trong thoi gian
ngian. Pay ciling 13 mot cong cu phd bién trong viéc thu thap théng tin. Tuy nhién, mic do
chinh x4c cua phuong phap nay khong cao, viéc soan thao cac ciu hoi can phai chinh xac, phu
hop v61 muc dich nghién ctru.

D¢ tién hanh tot can chu y:
- Céc cau hdi phai rd rang, d€ hi€u, tranh su da nghia.

- Phai phu hop v61 muc dich nghién clru, cac cau hdéi mang tinh chat cad nhan dé sau
cung.

- Viéc dién vao bang hoi can duogc huéng dan ti mi.

- C4c cau héi phai duy tri dugc sy quan tdm va tra 101 cua nguoi dugce hoi.
- Can chuan bj day du trudc khi tién hanh.

1.3.5. Phwong phdp phan tich két qua sin phdm hoat dong

La phuong phap dua vao viéc phan tich két qua, san pham vat chat, tinh than ciia con
ngudi dé nghién ctru cac dac diém tam li ciia con ngudi d6. Co sd khoa hoc ciia phuong phap
nay 1a vi trong san pham hoat dong ctia con ngudi ludn két tinh nhitng dau 4n tam li cia ho.

Trong tuc ngit Viét Nam ciing di dtc két “ngudi lam sao cia chiém bao lam vay”. Co
thé nhan thay rang véi hai nguoi ciing 1am mot san pham nhung véi tinh cach khac nhau (vi du
mot nguoi co tinh cach can than, mot ngudi ¢6 tinh cach cau tha) chac chan san pham s& mang
nhitg dic diém khac nhau. Trong cac san pham cta con ngudi, dic biét 1a nhitg san pham c6
mang nhiéu du 4n tinh than (nhu tac phdm vin hoc, mot buc thu, bai phat biéu...) cang két
tinh nhirg dau 4n tdm 1i ddm nét hon.

Phuong phap nay kho ap dung trong viéc tim hiéu tdm 1i khach du lich, tuy nhién nd
van thuong duoc dung dé danh gia kha ning, ciing nhu thai 6 ctiia nhan vién phuc vu du lich,
tuy nhién khi danh gia két qua can dua trén diéu kién tién hanh hoat dong.

1.3.6. Phwong phdp phan tich tiéu sir cd nhin

La phuong phéap duya trén viéc phén tich tiéu sir qua trinh hoat dong cia con ngudi dé co
dugc nhitng thong tin cho vi¢c danh gia tdm Ii.

Vi tim li ngudi mang ban chat x3 hoi lich str, tAm 1i ngudi phat trién cing voi su phat
trién lich st c4 nhan, lich st cong d@)ng xa hoi, do d6 viéc phan tich tiéu st c4 nhan cling c6
thé mang lai duoc nhiing thong tin nhat dinh cho viéc nghién ctru tdm li. Tuy nhién phuong
phap nay thuong thu duoc nhitng két qua mang tinh chung chung, thiéu nhitng két qua mang
tinh chi tiét cu thé. Trong qué trinh nghién ctru tdm 1i khach du lich, phuwong phap nay thuong
duoc dung dé danh gia tam li cua khach dya trén nhitng dac diém vé nghé nghiép, dan toc, do
tudi...

1.3.7. Phwong phdp nhdp tim
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Phuong phap nhép tim 13 phuwong phap dit vai trd ciia minh vao ddi tuong can nghién
clru voi nhitng diéu kién hoan canh cu thé dé phan doan nhirng dic diém tam 1y cua di tuong.

Phuong phap nay con duge goi 1a “tir bung ta suy ra bung nguoi” hay “phuong phap
suy dién”, du 1a nhitng phan doan mang tinh cht quan nhung néu nguoi nghién ciru c6 nhimng
hiéu biét vé tam 1i hoc, nidm duoc nhirng dac diém cua ddi tuong, biét “nhap vai” s€ phan doan
dugc nhitng dac diém tam li c6 do chinh x4c cao hon.

Tém lai, cac phuong phap nghién ciru tdm li con ngudi kha da dang, phong phti, moi
phuong phap déu c6 nhitng wu diém va han ché nhat dinh, can cha y:

- Str dung céc phuong phap phu hop véi diéu kién tién hanh va muc dich nghién ciru.

- Can st dung phéi hop, déng bd cac phuong phap nghién ctru dé mang lai két qua khoa
hoc, toan dién.

2. Nhan cach

Mug tiéu:

- Trinh bay duoc khai niém nhan cach.

- Xac dinh va giai thich duoc cAu tric ciia nhan cach.

- Vén dung nhiing kién thirc trén trong qua trinh nghién ctru tdm 1y khach du lich va
tdm ly cua nhiig nha kinh doanh du lich (d6ng co, nhu cau, tinh cach, khi chat, nang luc...).

Nhéan cach 1a mot ndi dung quan trong trong tam li hoc, né 1a co s& khoa hoc cho viéc
nghién ctru nhiing dac diém tam 1i x4 hoi cua con nguoi. Khi dé cap dén tam 1i khach du lich,
la dé cap dén nhiéu van dé co lién quan dén nhan cach nhu: dong co, nhu cau, tinh cach, khi
chat, nang lyc... Mat khac nhan cach 12 ndi dung tdm li rat co ban vé con ngudi, né c6 y nghia
thue tién trong viéc van dung tam 1 hoc vao cudc sdng va hoat dong du lich.

2.1. Khai niém

Nhan céch 1a td hop nhiing dac diém thudc tinh tAm 1y cia ca nhan biéu hién ban sic va
gia tri xa hoi ciia con nguoi.

Nhitng thudc tinh tdm li tao thanh nhan cach thuong biéu hién trén 3 cap do:

- Cép do bén trong ca nhan: 1a trinh do, kinh nghié¢m, von sé)ng cua ca nhan.

- Cép do lién c4 nhan: 1a cac mbi quan h¢, lién hé cua ca nhan.

- Cap d6 vé hoat dong va cac két qua san pham cua hoat dong.

2.2. Céu triic tim Iy ciia nhén cach

C6 nhi€u quan diém khéac nhau vé cau tric nhan cach. Nhin chung cau tric nhan cach
kha phtrc tap, bao gdm nhi€u thanh t6 ¢6 moi quan h¢ qua lai ché udc lan nhau, tao nén mot bo
mat tuong doi o6n dinh nhung ciing rat co dong. Nho c6 cau truc nhan cach nhu vy ma ca
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