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LOI GIOI THIEU

Trén co s¢ tham khao cac gido trinh, tai liu vé linh vue tAim 1y hoc va k¥
nang giao tiép img xir, két hop véi thye té nghé nghiép ciia nghé Ché bién mén
an, gido trinh nay dugc bién soan ¢6 sy tham gia tich cyc cia céc gido vién co
kinh nghi¢m, cung voi nerr_lg y klen déng gép quy bau cua cic chuyén gia vé
linh vyc tim 1y va k¥ ning gaio tiép img x1r.

Mbi quan hé cua tai liéu voi chwong trinh, mé dun/mén hoc:

Can ctir vao chuong trinh day nghe va thye té hoat dong nghe nghiép,
phan tich nghe tiéu chuin k¥ ning nghé, ndi dung m6 dun Tam ly va Ky néng
giao t1ep mg xtr voi khach du lich cung cap cho nguoi hoc nhimg kién thirc co
ban vé tdm 1y hoc, tim 1y va k¥ ning giao tiép tng xir ndi chung, tam 1y va k¥
ning giao tiép tmg xir trong hoat dong kinh doanh du lich, tir d6 nguoi hoc co
thé van dung nhitng kién thirc nay trong qué trinh nghién ctru tim 1y ciia khach
du lich, cling nhu tao cho ban than phong cch giao tiép tmg xir vin minh, lich
su va chuyén nghiép.

Chu trc chung cta gido trinh Tam Iy va K§ ndng giao tiép tmg xir véi
khéch du lich bao gom 8 bai:

Bai 1. Mot s6 vén dé co ban ciia tim 1y hoc

Bai 2. Nhing dic diém tim 1y chung ctia khach du lich

Bai 3. Nhimg dic diém tam 1y cta khach du lich theo dén toc va nghé
nghiép

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

Bai 5. Mot sb nghi thirc giao tiép co ban

Bai 6. Ky ning giao tiép tmg xir

Bai 7. K¥ ning giao tiép mg xir trong hoat dong kinh doanh du lich

Bai 8. Tép quan giao tiép tiéu biéu trén thé giGi

) Sau eri bai déu c6 cac cau hoi én tap, thao luan hodc bai tap tinh huéng

de cing co kien thirc cho nguoi hoc.

Gido trinh duge bién soan trén co s cac van ban quy dinh cua Nha nuée
va tham khao nhiéu tai liéu lién quan c6 gid tri. Song chic han qua trinh bién
soan khong tranh khoi nhimg thiéu sét nhat dinh. Ban bién soan mong mudn va
thuc sy cam on nhimg ¥ kién nhén xét, danh gia ctia cic chuyén gia, cac thiy co
déng gop cho viée chinh sira dé gido trinh ngay mot hoan thién hon.

Ha Noi, ngay.....thang.... nam 2017



LOT GIOT THIEU aucucceesssssssssssssssmsssssssssssssssssssmsssssssssssssssssssssssssssssssssasssssassass 1
MUC LUC aereinninintennenessissnsessiassassassessesssssessossossanssessensasssasssnsanes 2
BAI 1. MOT SO VAN DPE CO BAN CUA TAM LY HOQC assssssrsissssssssisons 13
1. B chiit Ben nrony BTV s s s 13
R s T L m— 14
1.2. Quan niém mMAC-Xit V& tAM 1Y ......uoreeeeeeeeeeceeeceeeeeeete et 14
1.2.1. Tam ly nguoi 1a sy phan 4nh hién thyc khach quan vao nado nguoi ......... 14
1.2.2. Tam Iy ngudi mang tinh chit the ............ceeeevereierveesieseresssesseessessessons 15
1.2.3. Tam Iy nguoi mang ban chat xa hoi - Heh ST.......cvuerereeeeceeeeeeeseeesieens 16
1.3, Chire nang o 1M B cvmemmsemsmossmmmmismavms s isismamissm i 17
1.4. Phén loai che hi€n tugng tAm H.....cummmsimsimssaisisissssmssss 17
1.4.1. Qua trinh tAm He..coooooiiiiiic e e 17
1.4.2. Trang thai tAm 1 .......ccooeimioiie e 18
1.4:3. Thuoe tnh i Iy 8a nhil o smammaninsmmnmnimms s 18
1.5. Mot s6 phuong phap nghién i tAm 1Y ...........eevveevverrenreeneennseseseesesessseens 18
1.5.1. Phuong phap: qUan:gat ... .cwusmmssnmmisossisissmmsmos o 18
1.5.2. Phuong phap dam thoai.......cccceoiiiiiieieiei e 19
1.5.3. Phuong phap thuc nghi@m ..........ccoooiriiiiniiiiiiiise e 20
1.5.4. Phuong phdp ding bang hoi.........cccoeveeeeiriiiceeeeescr e 21
1.5.5. Phuong phéap phan tich két qua san pham hoat dong............cceoeervereneecee. 22
1.5.6. Phuong phép phén tich tiéu st ¢4 DhAN..........coooovverrereeeeeceeeeseeeeeneeeeeas 22
1.5.7. Phuong phap nhap tam.........ccoooioiiiiie e 22
2. NBAN CACK ...ttt e s s 23
2] AL TIEHTL . ...eeonmsrssnsmmssossnsesssonnasssasnsesssssmsssssnsesmassnsans ssssnssnssasmnsss snnnsssnsmtsasans 23
2.2. Cau tric tAm 1y cia nhan céch - Nhiing thudc tinh tdm li cia nhén céch....23
B2 Lo X BOBS gruvevqunnssmvimimumansnicass s s iy s R T A 24
2.2.2. TINH CACK ..ttt e 25
2.2.3. KB ChAL eovverrieeeccriisessisesce it ses s esb st 26
224, NANZ TC ottt et 26
K 1] 1 T 27
3 KA THBIN o s vusvansss suunsvvsvuvensvanmsssssennns s oo sesas s saies soamsvs Fiomans BIVEFsosvava R Ro o ETR AP HS 27
3.2. Cac muc d6 ctia doi SN Nh CAM ........ooveoeeevereees e seseseeeseenes 28
3.2.1. Mau sac X(C CAM CUA CAM ZIAC ... vveevereeeerereeeseeressseesees s seeeeeeesessseesessaeeens 28
3.2.2. XUIC CAML...veeurrreirienerrrsee e sies e e sere s sressns s ssassnsneese s s e e rae e sanesnensesnnesns 28
5200 TOMMEIE st s s s AT 29
B 111 1| —— 30
3.3, Cacqui JuRE I GATN o iuammivmsmrimsserssmmsmysimssssms s s s RIS 31
3.3.1. QUi VAL JAY LA .. 31



3.3.2. QUi 1UAt di CHUYEN ...ooceeeeeee ettt e s 31

3.3.3. Qui [t thich TIE...c..cveiiirirerie e 31
3.3.4. Qui TUAL Pha M. ...coiiiiiiiieeet ettt bbb 32
3.3.5. Qui [udt frong PhaN......ccoocvreeeeerer e e s sne e 33
3:3:6. Qui ludt hinhi thanh finh eafi. counmnnmmnannmansnanmmvsnns 33
4. Mbt sb van d¢ co ban clia tim 1y hoc x3 hoi va tim 1y du lich ............cco........ 33
4.1. Khai niém Tam 1y hoc xi hoi va Tam 1y du lich va mdi quan hé gitta chiing

............................................................................................................................. 33
4.1.1. KRAL NIBIN ..oocviiiiiieice et etee et e e e e et e e e e s eaeeesseenansseraeeenseeesneesaseeanns 34
4.1.2. Méi quan hé giira tim 1y khach du lich va tim Iy hoc X3 h@i................... 35
4.2. Anh huéng ctia mot s6 hién tam 1y xa hgi pho bién trong du lich............... 35
. 21 PHONE TIEARD FUIRIL s mesmemmnmirse oo R S SRRy 35
4.2.2. TOUYEN thONE c.oveevereeeceeeeeeeeeeseeseeseeesesseesaesseeseessesssessesseess s ssssasnesensans 36
4.2.3. TON ZIA0 - tIN NZUTNZ.....evrrerreririeirieneeesescieae et eresreerassn s esesnsesene 36
4.2.4. Tinh CACh AN TOC .vvvviiiiirieiireiei e sctr e st e s e srereesseeessennseesessaserssaesnnses 37
4.2.5. Bin khdne BTt 7 B8 i ueummnmmmasnpesssiamansosises 37
4.2.6. Du luan x3 hoi d6i véi hoat dong du leh........ocvvecveeeeeeeeeeeeereeseesesseeneene 38
CAU HOI ON TAP BAI 1 ....ucureerreenerrensessensenseseens w39
BAI 2. NHUNG PAC PIEM TAM LY CHUNG CUA KHACH DU LICH40
1. Hanh vi cua nguoi tiéu ding du Lch ..o 40
B 1 40
1.2. Céc yéu t6 anh hudng téi hanh vi i€y dUng .........ovveevvrerveeresresseneiesieenes 41
1.2.1. Nhom céc yéu t6 vé san pham, dich ViL......ooo.evveeveeieverirsseesesiseseseenes 41
1.2.2. NhOm CAC YU 16 V& VAN NOA c.vovvverveeeerceeesveoee e saesssnnes 42
1.2.3. NhOm cA¢ YU 16 V8 XA NOI.v.vucvverereeeseeeereeseeeseessessessssesesssesssssssssssneeas 42
1:2.4. Nhinvede ven 1 ve vl i oo e 42
1.2.5. NhOm cAC YU 16 VE tAM 1§ ...vvvveeeecrecrerieee e sesses s ssess e ssessessneses 43
1.2.6. CAC VAU 0 KNAC. 1.vveveeeveceoeeereoeesessesssesessesses s ses s ssssesnssnssanessenesas 43
2. Bong co va sd thich ctia khach du lich ....ooooeveeiiiniciceeeee 43
2.1. Dong co di du lich ciia con ngUOT NGAY NAY.....ccervriveerenrveirerininrerereeinaeeens 43
211 DA MBI v v s s 43
2.1.2. Cde logi dong todi G lich cnesmmummmmmnnosssnasamnmasans 44
2.2, Nhipng sirthich-cla kbachdu Heh..cuanspnamnsasmmssanmmms 45
2.2.1. S& thich va sy hinh thanh sG thich .....ccoocveeeiiieiiiecc e 45
2.2.2. Céc loai so thich dya trén dong co di du lich.......oceevvevevceinenininieeees 45
3, NI CHEGLIIEN ... coorienerssssessamssemsmasesenemseasmesmse osssenesss seseomsenssesasesmsmnmmsens 47
3.1 Ehinibmbu-oin G lichms e s 47
3.2. Sy phét trién nhu AU U HC........ovveveeveeice s esssessns s 47
3.3. Cac 1081 MU CAU AU THCH ..ot e s eneeeene 48
3.3.1. NIU CAU VAN CHUYEN ....ooovvoeeoeeecetcviseeesasea s ssesssessenessenes 48



3.3.2. Nhu cau It tril VA 30 UONE .....ooevoeeeeveeeecveeeeecaeeeesiee e seae e seeseens oo 49

3.3.3. Nhu cau tham quan Va iai tr ...........ceoeeeverveeruereersesseeseesseeseseesessseesesseesens 50
3.3.4. Nhitng nht CAU KNAC ........vecveeeeeeereeeeeteeeeeeeeeseeseseeesees s sesesaeeeenseeeeae 51
4. Tam trang va cam xtc cua khach du lich..........cccoocevvviiiiiicniceee e 52
4.1. Céc loai tam trang ctia khach du lich ..., 52
4.1.1. Khich eotdam frgng duang Hoh...oouusnapnsmnsssssassisnsis 52
4.1.2, Khich o tim trgng 8m tinh ....o.onmmunsssansssnmssssoasomsisss: 32
4.1.3. Khach cO tAm trang SIESS....cueierieeruereermesierriaeieseessessesaesaessessesesesnessenne 52
4.2. Mot sb loai cam xtc thuong gap cua khach du lich...........ccoooeieiiiicnnnnne. 53
4.2.1, Khdch du lich ¢o ¢am x06 280 A cvvnammnmnmmsnamssnmmsmniinmms 53
4.2.2. Khach du lich ¢6 cam XUC SUY SUP ...ceveeerieiiieiieiniseese e 53
4.2.3. Khach du lich ¢6 cam x0c bi t0n thirong ...........cccceveeevveveeerrsnrerernseeneen. 53
4.2 4. Khéach du lich ¢6 cam xtic bi thit VOIE ..vieiieeereereesseeaseeseeesaessaesnessnaeees 53
4.3. Cac yéu t6 anh hudng téi tim trang va cam xuc cia khach du lich ............ 54
4.3.1. C4C NhAN t8 ChTL QUAN .....vovvevvenreeeeeeseeesseseesesseesesseessessesssessessasssessssseseneans 54
4.3, ClenhBnto khlich Qualisusmmummimmasnaes s 54
CAU HOI ON TAP BAL 2 ...ceurueesrencsnsessnssesessssssssssssssssssssssanses I
BAI 3. NHUNG DPAC PIEM TAM LY CUA KHACH DU LICH THEO

DAN TQC VA NGHE NGHIEP................. vevaseerens sesensres 36
1. Tam 1y khach du lich theo chau IUC ....ccovvevieeciiiceecceeccrecee e 56
T T T ——— 56
1.2 NGUT CHAU A ..ot 57
L3 TRt BN BhL s s s vasissiesiss s wssesiss 39
1.4. Ngudi chau M¥-La tinh........cooiiiiiiiiceencrceecc e 59
2. Nhimg dic diém tdm 1Y ctia khach du lich theo dan taC .......uverrevenrrerniennes 59
2.1. Khéch du lich 13 ngudi Virong QUEC Anh ...........veiesmeissessessasssssssssaes 59
2.1.1. Nhimg dac diém ChUNg ........c.cvverveemveeerierieerieeseesesses s ssess s sssssseneses 59
2.1.2. Dic diém khi di du HEh. ..ovvvereoeeveereereceserseesessessssssesesssssssssssssssssssssenes 61
2.2. Khach du lich 1a nguoi PhAD ..cc.ovvviinicirienircieie st 62
2.2.1. Nhimg dc diém chUung: ........cco.vvemvuervrreersessesssessses e sssesssesssesssenssneons 62
7.2 Pioditm hitddn fdlicsasssmneanasenusesesansmnss 63
2.3. Khich du lich 1a ngaeon P counsammimmrmannnnaswsssasammnsns s 64
2.3.1. DEC GIEM CHUNG:.......ocveeecveceeris et esseees st s s ssseneaes 64
2.3.2. DAC GEM KNi A1 QU TCR 1o s e seeeer s es s s s en e s eeneeees 65
2.4. Khach du lich 12 nguoi Italia..........ccoiieeoinnceiiieeinncieescce e 65
2.4.1. Nhitng dac dém ChUNG: .........cvveorveemreeeeseecsessesses s sssesseessssssssssensens 65
2A2. Bacdiem Khi 310 Hioh asavnmsssmmmmmmsmsnsmmmmmsassmssmmi 66
2.5, Khich dy Lich 18 npurdrn THUSE ST iesmersirossmemss s ssiisammmiss 66
2.5.1. Nhimg daic diém chung: ............ccoooovvoreveremeeeeeeeeeeeeesee e 66
2.5.2. Dic diém khi di du HEh ......cveecerieeecerc it sesessseee 67



2.6, Khach duy lich 18 nputti NEA v.oivissssimssiinssssimmssanmamsisasmsiimiiisss 68

2.6.1. Nhitng d2c dem ChUNG ........cveveereeereereeeieseesseeseesseessessesseesss s s esseneans 68
2.6.2. Dic diém khi di du ch ...oveeeeeeeeeeeeeeeeee et 69
2.7. Khach du lich 13 ngUOT MF.....ccovierieiriiiieieiineneese s s 69
8.7 1 Nhilhrip 8o SEnn oo s e s s 69
3,72, Bhle:dicm b @ da Hghwmmmmsnsasnempnsssusomasonsrassmms 71
2.8. Khach du lich 13 ngudi A RAP........vevueeeeeeeeeeeeeeeeeeseeeeeeee e vessseseaseesenaans 72
2.8.1. Nhitng d2c dém ChUNG ........cvecvveeeerereeeeeeeeeesieesesseessessesseeess s seaenssesenns 72
2.8.2. Dic diem khi di du Heh: .......oceeceveerieeeie s ssssseesesssseee 73
3.9. Khifich du [ich I el BP0 seumsmmoisomm s e s 73
2.8.1. Khibnadhe diem Ghuns e memmmmmmnmsm s s 3
2.9.2. Dic diém khi di du HEh: ..ovvveeeoceveeseereceeesessssessisssssesssssssssssssssssssesenes 75
2.10. Khach du lich 1a ngudi Nhat BaAn........cccooiiiiiiiiiiieie e 75
2.10.1. Nhitng dac diem ChUNE: ........vveovveeveevrreersessesssesses s sesess s ssesssnsssneens 75
2.10.2. Dgc diém Khi @1 du O ....ovveecceveerereerioesessseseesseesesssssssesssssssesssssenese 77
2.11. Khéch du lich 13 ngtedi HAN Qubt..oussmssssisssissssssessinnissssssssss 78
2.11.1. Nhitng dac didm chung: ........c.ccoveveeeereeeeeeeieesessesseeses s sseseseasessenenns 78
2.11.2. Dgc diém khi di du HEh v sssieessessisseese 80
2.12. Khéch du lich 13 ngudi Trung QUOC........vueeeveereeereereeeseseeesessesssesseensseseons 80
2.12.1. Nhitng dac didm ChUNG .........coveovvemreesriseecsessessesses s sssesssessssssssssensens 80
2122, Divdionkbidi du lih s 83
2.12.3. Vai nét v& ngudi Hoa KilU.........cov.evvereereeerereeeeeesiesseesisssssesssssssssssssnses 83
2.13. Khich du lich-]a nguof ABtralia ....cousisissnsasmmsassmosomisses 84
2.13.1. Nhitng G35 diem ChUNG ......cceevvermerrresrereeeessseseesssssssssssesssresessesssessssseee 84
2132 Dicdicm KRG d0 el v uvammmmmanmmomssmms s s amsms i 87
2.14. Khach du lich 18 DEUOT ASEAN .......cooreeiieeieeeeeeeeeeee e 87
2.14.1. Khach du lich 1a nguoi Thai Lan ... 87
2.14.2. Khach du lich 13 ngurdi Malaysia ... .oiisssssisiosssisssmssssassssimissssvsssiss 88
2:14.3. Khach du lich 18 niguti IAonERia «ommmmmimmmssnnmmsmmaiimsm 89
2.14.4. Khach du lich 1a nguoi Philipines ........coccviieiniicininciccnnniniinincnn %0
2.14.5. Khach du lich 1a nguoi Singapore.........coceveveeieviciinnieivcrninesneneiesennans 91
2.14.6. Khach du lich 1a nguoi Myanmar ...........cccceieenineieneicsieneeeie s 92
2.14.7. Khach du lich 1a ngUOT LAO ... 92
2.14.8. Khach du lich 1a ngudi Campuchia.......c.coviieeeenencnciecccciee e 93
3. Nhimng dic diém tdm 1y ctia khach du lich theo nghé nghi€p .........ccoccvenene. 91
3.1. Khach du lich 1d nha quan 1y - dng chil........cccoveiivcininiiinciin 92
3.2, Khach du-lich 15 thaani £18sinneannmammmmmnnsam i manisas 92
3.3, Kivich dy. lieh T nh B0 wsmvamsmmisosnssisssiosmenssesnmssasamnims 92
3.4. Khach du lich 12 nha Khoa RQC ... 92
3.5. Khach du lich 1A ngheé ST......ccceviieirieiiiiriiieceieeee sttt 92
3.6. Khéch du lich 12 cONZ NHAN........c.eieirieiiirieieesiieet e 93



3.7, Khach du Lich Ia thixy th onnmmsemssssmsmsmivsmsisssmssam i 93

3.8. Khach:du lich: 13 nha chinh tri -~ NEOAL BIA0 ..ccvcsvmmsissrmssissossussesnsavossionssasnasvs 93
CAU HOI ON TAP BAI 3 ..courcrrureercensenee 94
BAI 4. MOT SO VAN PE KHAI QUAT VE HOAT DQNG GIAO TIEP..95
1 B ShAT olis SIADHED sy s o e S 95
L ——— 95
1.2. CAc 102i hinh ZIa0 tEP......rv.evveevecreeeeeeeeeeeeeeeeeeseeeeeeeeeses e seseaes s eserenns 99
1.2.1. Phan loai giao tiép theo tinh chit cia giao tiép: ....ovvuevveerereereerrrreeereenene. 99
1.2.2. Phan loai giao tiép theo quy cAch giao tiép.......ccouvrveervcvoemereeeeeeeneeean. 99
1:2:3. Phain Toai gian t1ep $heo Vi thE: umummmammas s 99
1.2.4. Phan loai giao tiép theo s6 lugng ngudi tham gia giao tiép va tinh chat cia
M1 QUAN NE ZITA DO ..vevvevereeeei st see s teesses s ssesessereans 99
1.3. MUC GHCh IR0 HEP . ..v.rveeeeeereceeeeeseee e eeesse e s s ssn s sasnraenes 100
1.4. SO dd qUA trinh ZIA0 tED ..v.vvveeveeeeresseeseeeeessee e sessssessenes 100
1.5. CAc vai XA hOi trong g0 tiP.........o.everveereeererseeeessesssessesseessesssssssssssenes 102
1.6. K§ ning sir dung ngdn ngit trong giao ép..........eewrreeverrerverssessserrsnsions. 103
L s [T — 103
1.6.2. NGO NZTE VIBL...vvoverevervesvesveresessessessess s sesssessses s ssssssesssessssssssssens 104
1.6.3. NON NI DIEU CAM ....voveveceereereesieeeeeeeeeesiseseesseesseessseessessesssessasessenes 104
2. Mot s6 dic diém co ban ciia tm 1y con ngudi trong giao tiép.........o..vennnn. 110
2.1. Thich dwoc giao tiép Vi NEUNT KBAC. ....veuvereveerreeresrseressseseessessessasssessssenes 110
2.2. Thich dugc ngudi khac khen va quan tim dén minh. ..........cco.ooevveerevennenn. 110
2.3. Conngudi-ai cng thich dep. ..ummnnmiimismmssassssisisssss 110
2.4. Thich td mo, thich didu méi la, thich nhirng cai ma minh khéng c6, co6 mot
£O1 121 MUSH €O NAL vvvvvverreereviereeereessssssesssesssses s ses s s 110
2.5. Con ngudi ludn sdng bang biéu twong va yéu thich ki niém. ..........ccoo..... 110
2.6. Con ngudi ludn dit nidm tin, hy vong vao nhitng didu minh theo dubi. ... 111
2.7. Con ngudi lu6n ty mau thudn véi chinh minh. ..., 111
2.8. Con ngudi thich tw khing dinh, thich dwoc ngudi khic danh gi vé minh,
thiCh tranh QUAL ....c.ccveeieieirc e 111
3. Nhitng tré ngai trong qua trinh giao tEP.......coovueververerersessesreessesseessesones 111
MR g i R 111
3.2. Thiéu thong tin Phan NOI .........cc..oveveereeeecreeeeecessesieesessesisesssessesseeesensenss 112
3.3. Nhin thirc khac nhau qua cAc ZIAC qUAN ....c.eeveivveericrieierire e 112
3.4. Suy xét, danh gid g4 tri VOI VANG.....cccovveeriniiiiiiiiinencice s 112
3.5. Str dung tir da nghia NHiGU AN ¥....voovvevvoeeeeeeeeeeeeessesss e sseessens 112
3.6. Khong thong nhit, hop 1y giira giao tiép bang tir ngit va cir chi diéu bg... 112
3.7,/ GChon kenh théng tin khéng Bop 1% . oamamssssmsnmsvmsmsimsiois 113
3.8, THIEU LONE I ..o 113
3.9. Trang thai cam xtic manh khi a0 i€p .........ovrvverrrrereeereseerrresensseseseensenns 113



3.10. Thiéu quan tAm, Ring thil ............ooeeemveeeecreeeeeceeeeeeseeeeees s seeeseeeaesseesensens. 113
3.11. Kho6 Khin trong Viec diln dat ........ccceveveevererresesssessesseessssesnesssessesssenes 113
4. Phuong phap khic phyc nhiing trd ngai trong qua trinh giao tiép................ 113
4.1. Han ché t6i da yéu t6 gy nhilU ...........coveeveeerrreeeeeereessessesseesssssssessssesenes 113
428 By thong AN D0 v 114
L BT LI i T — 114
4.4. Suy xét than trong, danh gid khach quan ............cccoceeiiiiniinicie, 114
4.5, Str dung ngon tlr hop 1§ ..eevecrieiciiceseseee s 114
4.6. Hoc cach tiép xtic va thé hién dong tac, phong cach cir chi hgp 1y ........... 114
4.7. Lya chon thdi diém va kénh truyén tin BOp 1y ....c..vveveerrcrenice e 114
4.8, Xay dung 1008 Tin.comanannmnnoansmem e asms s st 115
4.9. Khong nén dé cam xtic manh chi phéi qua trinh giao tiép.........ccevvervneen. 115
4.10. Tao sy dong cam giita hai BN ...........cvueeveeeeeeeereereeeeeeee e 115
4.11. Dién dat 13 rang c6 SUC thuyEt PAUC..........rveerveeereereeseereeeeessesseersenesenes 115
CAU HOI ON TAP BAI 4 .....covenvemssersensessossses .116
BAI 5. MOT SO NGHI THUC GIAO TIEP CO BAN 117
L-Nghi thie gap 0 BOmrQUem s e s inasisies s s 117
L1, CRAO NOL w.ceviiiiee ettt sttt s b s 118
1.2. G161 thi€u Iam QUEN .......oviiiiiireieicrer e e e 119
1.2.1. Gidi thiéu 1am quen ¢6 nguol thir ba.......ooceveeeiivcnciccee, 119
1.2.2. Ty gidi thigu vé ban than, v& NhOM NEUS .......c.veevververreerresseeressiaenians, 120
1.3, BAE LAY ...oveeeeeeeteeeeeceectees e sesses s s s seee s sse s es e eessres st e eseseeneseesaseraenes 121
14, DA thidD ...eovvoeeveeieeeeeee ettt s s sessessssenes 122
1.5 OMUNON oottt sesse bbbttt 123
2. Nghi thirc Xir S trong Zia0 tEP........vueeverrereeeerrssereesseesessesseessssssssersssesenes 124
21 BEVE0 Bl s i i R e S T 124
2.2. L&N XUONG CAU thANG ......vvoveerieessceeeses s sssessens 124
B T T 125
2.4. ChAM thUSC XA ZIA0 .....vv.eeeeerreerereseeeeeseeesessessssesssesaesssessnssesssaesssessesnssenes 125
2.5. Ghé N1 VA CACH N1 .vv.vvovvoreeiescveesiesss s ssenssans 125
D5 L CTIE MO cvsvsswasasiniimsssssisoosssonsi o P o 125
BB e il o e 126
2.0, "TanD: OB, G vvruuinssurivsnsumaninss s o e s v s s ST e ss 126
2.0 18 N e Bl . e e S 127
2.8. Tiép XUC NOT CONG CONG ....vvovvereereesereesiessssssssssesssesssesssssssssessssssssssnssanes 128
3. Nghi thtre t6 chire tiép X0 VA Chitt @i....vvverrverereeenresseneeieseeeesenessseeeenns 128
3.1."T8 chire tilp xiic v tharm A ED K00 s 129
3.1.1. TAm quan trong ctia cong tAc P XTC ...vvvvveeveerruerrsrreersesssersssssessesenns 129
3.1.2. M6t 56 hinh thire tip XUC ... oo 129
3.2. T6 chire tiée chi€u dai va du ti€e Chidu Gai.........cc.veeueerereerenrveeeniencenen 131



3.2, 1. KCRAT DETI HEC vvvoeveee oo eeese e eeeseeeeseeesseesees e ee e e seesessessens 131

3.2.2. Cac loai ti€c thOng dUNG........cccoviieiiriiriiir et 131
3.2.3. Xir sy cua ngudi moi va nguoi dugc moi du tEC ...cveeveeiereeieiieeeeeens 133
M 11 S RN S SN Sl S Y s NSRS 134
41 Frafp phie Pl Il cossemamnsmsmnmaisainsrnsaesns 134
4.2. Trang phuc nam giéri .................................................................................. 135
CAU HOI ON TAP BAI 5 ..ouceeeeneerrnnnnrenes veesesssanassnasaes 136
NOI DUNG THAO LUAN/ BAI TAP THUC HANI-I ...... verenenenne 137
BAI 6. KY NANG GIAO TIEP UNG XU ...oovsurrrrersnerssesssassemsesssssesssmssssssans 138
(BT B 138
11,50 beroma Bt @80 Srone B0 BN L cummsmrsnmam s 138
1.2. Nhiing yéu t6 dam bao sy thanh cong cta 1an dau gip g5 ...ovveevvververceene, 138
1.3. Nhing bi quyét tim 1y trong budi dAu gap g&: ..ovveevveeeeereereeeeereeeeeeeeeeanes 139
2. K§ nang tro ChUYEN ....ocoiiiiiiiriticeccir e 139
2.1. Mé dau céu chuyén mot cach fir DhIBN: .........vveeeveeveeeeeese e eeeeeneees 139
2.2. Chii ¥ quan sat dé din dat cau chuyén sao cho phil hop véi tim 1y clia nguoi
11 L —— 140
2.3. Biét céch goi chuyen hop 1Y, ...c.uvveeevecreereeeeiesses s saaessens 140
2.4. Biét cach chii ¥ lang nghe ngudi tiép chuyén. .......ooocoveevevceeerenrreeeneens 140
2.5. Phai biét két thiic cdu chuyén va chia tay .........coccoeververreeressesseeerseessons. 140
2.6. Nhirng diu can chil § Khi t60 CHUYEN cc.vovussssonsissssssssinsississsessasssasssssassasss 140
3. K§ 0ANG AN hUYEL ....oooveereeveeseeseeeee e 141
3.1. Tao 4n tugng t6t dep tir gidy phit ban dau .........cc.cevveeveerrecrrecreenrirsrnnenn. 141
3.2. Pong cam, giao hod Vi thinh @i .......c..ccovueveeeveerrreeereeesee s 142
3.3. Chuan bi chu d4o ndi dung chinh ctia bai dién thuyét ............cc.ceerverrrenee. 143
3.4. Sir dung thiét bj phu tro va céc yéu t6 phi ngdn ngit hop 1y 1am ting hiéu

qUA €A CUOC BN tHUYEL .....vovvoeeereeeeeeesee s 143
3.5. Két thiic cude dién thuyét mot cich hop 1y va gay An twong........cooveeeee. 143
4. Ky ning giao tiép qua dien thoi.........co..eeuueveeeeererereeseesseeseeseesssssssessasnssenes 144
4.1. Pic thi ciia giao tiép qua didn tho@i .......cvverveeeeeereereeseeeeeeeee s sseeseeesene, 144
4.2. K§ nang giao tiép CUCTL T BT - ————— 144
CAU HOT ON TAP BAI 6 cucrvevrreenreensessneensens " .145
NQI DUNG THAO LUAN/BAI TAP TINH HUONG ................................. 145
BAI 7. KY NANG GIAO TIEP UNG XU TRONG HOAT PONG KINH

DOANH DU LICH icsisnsssssssssvmssssissios s s 146
1. Dign mMa0 NZUOT PHUC VU.c.verririirereieresesseeseseesseesesessssssseesassassnesessssssssssnns 146
L1 V8 it bl s 146
1.2, DONG PIUC c..veeveeeeceeeveeeieeeesses e sees s sasesessessseesesssssessnseseseasesaenes 147
2. Quan hé giao tiép v6i khach hANg ..........o..oovooveooeeeceeeeeeeeeeee e, 147
2.1. Nbi dung giao tiép v6i khich hang qua cic giai doan ........c..cowvveerreennenn. 147



2.1.1. Giai doan 1: DON tiép KDACH. ..........ovveeeeeeeeeeeieeeeeteeseeeee e enanes 147

2.1.2. Giai doan 2: Phuc vu KhAch ....c.coocviiiiiecicecreceecrec e 148
2.1.3. Giai d0an 3: TiEM KNACK ...t ees e e s ne e 149
2.2. Xay dung mbi quan h¢ t6t véi Khach hang ...........coovevvvvereeesresseerrsenesons. 149
2.2.1. Ky nanig ban hang ccommmnssnsnnmmsnnssiinsansaesns 149
2.2.2. Xtr ly cac tinh hudng phan nan v&i khach hang..........c..ccc.coeververrieneene, 150
3. Quan hé giao tiép trong ndi bd doanh NEHIEP ........co.everveerrereereeeeeereeeeeeeene. 150
3.1. Tham gia VA0 t0 1AM VAEC ....u.vvereerrereeeereeeeesseeseseeeseeeseessees s eeesssessesasnesensenes 151
3.1.1. Thé ndo 13 CAc t6 VA CAC NNOM ......vvoeeeeeeeeeeer e 151
3.1.2. Tai sao phai lam vi¢c theo R —— 152
3.2. Cur xir clia ngudi quan 1y d6i véi nhan vidn............coceeeveevereeeeeeeeeseeeeseenene. 152
3.2.1. BPam bao surc khoé va an toan lao dong cho nhan vién..........cccevrervvrnens 152
3.2.2. Dam bao luong va céc khoan phai tra cho nhan vién .........cccccoevvenienneee 152
3.2.3. Cac didu Kien JAM VIEC ..vv.ovveereerceesveeseeseseessesesssessse s sessssesesssenes 152
3.2.4. DO1 XU CONE DANG .....ocvovevevereseereseseeesesssessessessssssesssessessassasssasssessasseseses 153
1.2.5. Too co hibi cho s phBb . mummnumimmnnamsmsmsamsns 153
3.2.6. TO ChlC CONG AOAN .......oovereeeeeesceeeeteeeeeeseeeeeeaes e ses s ssessse s saseesensenes 153
3.3. Cu xir ciia nhan vién d6i v&i ngudi QUAN 1Y ......oevverveeriee e 153
3.3.1. Cur X €O trACH NNIBI c....veveeeeeeeee e 153
3. 32, OO R0 TEONEAINID .reorrnnsasrosrassresassorssssnsarsonsonsasonpmmsassnrssnesssnsssnesssessssssanesars 153
3.3, Cazlrod il B Hon Bo s sssmipmm s s 153
3.4. Mbi quan hé hitu co gifra nhin vién va nha quan 1§ ..........ccc.ceevevreeerrnenn. 153
3.4.1. Phy thuoc 130 DDA .......oocveeercsi et sse s assssses 153
3.4.2. Tin tWONE 1A NNAU ....c.ovovererei st ssesessssssssssssssssesssssseses 154
3.4.3. Loiich cla Dai DEN .....coveeecvveieceiee et eccree e esaeeene e enreeesneeeaeesneenes 154
CAU HOI ON TAP BAI 7 ....cuureerrrnensssssasenes 155
NOI DUNG THAO LUAN/ BAI TAP TINH HUONG ................................ 155
BAI 8. TAP QUAN GIAO TIEP TIEU BIEU TREN THE GIOI.............. 156
1. Tap quan giao tiép theo tON IAO ......rveveeeeeeeereeeerieeresseeeseeses e ssessessessassaenes 156
L1, PRt ZIAO c.eiieciiiee ettt st s s 156
L T MO0t S oA 157
[ 157
2. Tap quéan giao tiép theo ViNg 1NN thd ..........ceweeveeeeeeereereeeee e essseeeenrenes 157
2.1. Tap quéan giao tiép ngudi ChAU A .......c.ovveerveeereeree e, 158
2.1.1. Pic diém chung v& tép quan giao tiép nguoi chau A .......co.cooevvvrrveennenn. 158
2.1.2. Tap quén giao tiép MOt SO NUGC tHEU DU ........vveoeeerereeer e 159
2.2. Tap quan giao tiép ngUdi ChAU AU ......ocvverivesriensisesissies e siessssssssesssnns 162
2.2.1. Pic diém chung vé tip quan giao tiép ngudi Chau AU .........ccovvvveeecene, 162
2.2.2. Tap quén giao tiép mot s6 NUGE HEU DU ........oo..veeeeeeeeeeeere, 162
2.3. Tap quén giao tiép cac nude Nam M va ngUIT M ovvovvvvereeeererrenenns 164



2.3.1. TAp quan giao tiép mdt s NUGC NAmM M ........oourvvereececrereereereeeeeeeens 164

2.3.2. TAp quAN iAo P NEUIT MF ....ververeeerreeeeeerieeseeeseesseeseeseessessssseseassesenes 164
CAU HOI ON TAP BAI 8 ....oeoreeeeeneeeesnenssessessssssssessssssens weeeeenenes 165
NOIDUNG THAO LUAN T " R {1
TAI LIEU THAM KHAO ...oovveenrerneenessenees .167
PHU LUC 1. NHUNG PAC PIEM TAM Li CUA NGUO’I LAO PONG
TRONG NGANH DU LICH ....ccureunenunsnssssssmmssssssssassssssssssssssssssasssasesssssssans 168
PHU LUC 2. MQT SO KINH NGHIEM PE PHAN })OAN TAM LY CON
NGUOI KHI TIEP XUC cosummamimsiasnsamaiammms 186

10



MO PUN
TAM LY VA KY NANG GIAO TIEP UNG XU VOI KHACH DU LICH

Ma md dun: MD08
Vi tri, y nghia, vai tro mé dun:

- Tam 1y va ky ning giao tiép tng xir v6i khach du lich duge giang day
sau khi hoc xong cic mén Chinh tri, Tong quan du lich, Nghiép vu nha hang,

Tin co s& va song song véi cac mén Nghiép vy ché bién moén an, vin héa 4m
thue...

- Tam 1y va k¥ ning giao tiép tmg xir voi khach du lich 1a mé dun thude
nhom cac mén hoc, mé dun ky thudt co s¢ trong chuong trinh khung Cao dang
nghe K§¥ thuét ché bién mén an.

- La m6 dun 1y thuyét két hop véi thuc hanh. Panh gia két thuc mo dun
bang hinh thire kiém tra.

- Mén hoc nham trang bi cho ngudi hoc nhiing kién thirc co ban vé tim
1y, k¥ ning giao tiép néi chung va tim 1y, k¥ ning giao tiép tmg xir trong hoat
dong kinh doanh du lich néi chung. Tir d6, ngudi hoc biét van dung nhing kién
thirc, k§ nang nay trong qua trinh phuc vu khach du lich va xay dung moi quan
hé giao tiép tot dep vi cac dong nghiép.

Muc tiéu ciia mo dun:
- Kién thiic:

+ Théng hiu va trinh bay dugc nhing kién thirc co bin vé tam 1y hoc,
nhimg déc diém tdm ly chung cua khéach du lich va nhiing dédc diém tam ly cua
khach du lich theo qudc gia, dan toc va nghé nghiép ;

+ Trinh bdy dwoc nhimg kién thirc co ban vé hoat dong giao tiép ndi
chung va giao tiép trong kinh doanh du lich néi riéng ;

+ Nhan biét va trinh bay duoc nhing tip quan giao tiép tidu bidu trén thé
gioi.

- Ky néng:

+ Vén dung nhimg kién thire co ban vé tim Iy n6i chung va tam 1y khach
du lich ndi riéng trong qua trinh nghién ctru nhu cau, dong co va s¢ thich cua
khach du lich, tir 6 tao ra nhitng san pham du lich pht hop ;

+ Thye hién dugc céc ki ning giao tiép co ban va cic ki ning giao tiép
umg xur trong hoat dong kinh doanh du lich, timg budc hoan thién phong céch
giao tiep trng x1r van minh, lich sy;

+ Vin dung céc dic diém tim 1y trong giao tiép va xir 1y cac tinh hudng
hiéu qua.
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- Thadi do:
_Hinh thanh thai d¢ ty tin, chu dong, hop tac khi giao tiép va giai quyét cac
yéu cau cua khéch.

N¢i dung mé dun :

£ Thoi gian
?f} Tén cac bai trong mé dun Té{lg Ly Thye | Kiém
s0 thuyét | hanh tra*®

1. | Motsévandécobanciatdm | 9 9 0 0
1y hoc

2. | Nhing dic diém tim Iy chung | 10 4 5 1
cua khach du lich

3. | Nhimng dic diém tam Iy cia 11 5 5 |
khach du lich theo dan tdc va
nghé nghiép

4. | Mot s6 van d& khai quat vé 7 7 0 0
hoat dong giao tiép

5. | Mot sb nghi thirc giao tiép co 11 4 6 |
ban

6. | Ky ning giao tiép tmg xur 10 5 5 0

7. | K§ ning giao tiép tmg xur 11 5 5 1
trong hoat dong kinh doanh du
lich

8. | Tap quén giao tiép tiéu biéu 6 6 0 0
trén thé gidi

Cong 75 45 26 4
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BAI 1
MOQT SO VAN PE CO BAN CUA TAM LY HQC
Ma bai: MD08-01
Giodi thiéu
Trong tat ca cac hoat dong cua con ngudi, thuong xuyén xuat hién cac
hién tuwong tam li, tinh than. Nhan thirc dugc nhu*ng hién tucmg tam 1y cua ban

than cling nhu cua dbi twong tham gia giao tiép giip con nguoi lam chu duge
ban than, gitip con ngudi hoat dong, giao tiép va hoc tap duoc tot hon.

Ban chit tdim 1y nguoi 13 sy phan anh cua thé gidi khach quan vao ndo
ngudi; tim 1y nguoi mang tinh chi thé va mang ban chét xa hdi lich sir, do do,
nam bt dugc ban chat tim 1y nguoi giup ching ta biét cach giao tiép timg xir va
phuc vu pht hop véi tim 1y mdi nguoi.

Tam Iy con ngudi vo cung phong phu va da dang, né bao gom nhirg hi¢n
tuong tinh than tir don gian dén phtc tap, trong d6 nhéan cach va tinh cam la hai
thude tinh tdm 1y co ban cua tdm Iy hoc, n6 1a co s& khoa hoc cho viéc nghién
ctru nhimg dic diém tam 1i xd hoi cia con nguoi.

Nhimg hién tuong tim 1y xa hoi phd bién ciing 1 ndi dung co ban cua
chuong ndy. Viéc nghién ctru nhitng anh hudng ciia mét so hién tugng tim 1y xa
héi pho bién gitip cho cic nha kinh doanh du lich tao ra nhiing san phim phu
hop, hip din khach du lich.

Muc tiéu:

- Trinh bay dugc nhiing khai niém co ban vé ban chat hién tuong tam ly
nguoi; khai niém va cau tric cia nhan cach; khai ni¢m tinh cam, cac murc d6 va
cac quy luat cua tinh cam.

- Phén tich duge mot s6 van dé co ban cia TAm 1y hoc xa héi va tam 1y du
lich.

- Néu dugc nhimg anh huéng ciia mot sb hién tam 1y xa hoi phé bién trong
du lich; Phong tuc tdp quén; Truyén thong; Ton gido - tin ngudng; Tinh cach
dan tdc; Bau khong khi tdm 1y xa hoi; Du ludn xa hoi.

- Tich cyc nhén thirc va himg thh nghién ciru, hoc tap.

1. Ban chit hi¢n twong tim Iy
Muc tiéu:
- Trinh bay dugc khéi ni¢m tdm 1y, tdm 1y hoc.
- Phan tich dugc ban chat hign tugng tim Iy ngudi.
- Xéac dinh duogc cac chirc ning cia tdm ly.
- Phéan biét dugc céc loai hién tugng tim ly.

- Trinh bay dugc cac phuong phap nghién clru tam 1y.
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- Van dung nhiing kién thirc trén trong qua trinh nghién ciru tim 1y nguoi.
1.1. Khai ni¢m

Trong cude song hang ngay, nhiéu ngu’cn dung cym tir “tdm 1i” dé noi vé
su hiéu biét trong giao tiép, hay la su hiéu biét vé long nguoi, glong nhu khi néi:
“Ban trai t6i rat tim li, luon quan tam dqn t6i va chiéu theo ¥ thich cua t6i...”.
C6 ngudi lai dung cum tr tam 1i dé n6i dén tinh tinh, tinh cam, tri thong minh..
cta con nguoi. Day la cach hiéu tdm li theo nghia thong thuong. Poi song tam 11
clia con ngudi rat phong phu n6 bao ham nhiéu hién twong tam li tir don gian
dén phirc tap nhu cam giac, tri gidc, tri nhg, tw duy cho dén nhu céu, tinh cam,
nang lyec...

Trong tir dién tiéng Viét thuat ngir “tam 1i” da c6 tir 1au, “tdm 1i” hiéu ndém
na la y nghi, tdm tu, tinh cam... lam thanh doi song noi tdm, thé gidi bén trong
clia con nguoi.

Trong ngdn nglr doi thuong, chir “tam” thuong c6 nghia 1a long nguoi,
thién vé mat tinh cam, n6 hay dugc dung véi cadc cym tir nhu “nhan tam”, “tam
hon”, “tam dia”... nhin chung thuong dé dieén ta tu tudng, tinh than y thirc, ¥ chi

.. clia con nguoi.

Trong lich sir xa xua ciia nhan loai, trong cic ngén ngit phd bién ngudi ta
ciing déu n6i dén “tam 1i” v6i y nghia la “linh hon”, “tinh than”, nhu trong tiéng
Latinh “tdm 1i hoc” 1a “Psychologie” trong d6 “Plyche” la “linh hon”, “tinh
than” 1a “logos™ la hoc thuyét, khoa hoc - “Psychologie”chinh 1a khoa hoc vé
tam hon.

No6i mét cach khai quat nhat:

Tém li 1a cac hién tuong tinh than x4y ra trong diu 6c con ngudi, gan lién
va dicu khién, dicu chinh hanh ddng hoat dong cua con nguoi.

Tam i hoc 14 mét khoa hoc nghién ctru sy hinh thanh, van hanh va phat
trién cua hoat dong tam li, tirc 1a nghién ciru con nguoi nhan thic thé gidi khach
quan bang con dudng nao, theo quy ludt nao, nghién clru thai d§ cuia con nguoi
do1 vai cai ma ho nhan thire dugce hode 1am ra.

1.2. Quan niém méic-xit vé tim Iy

Quan diém Mac-xit khiang dinh: Tam 1y nguoi 14 sy phan anh hién thyc
khach quan vao nao nguoi thong qua chu the, tAm 1y nguoi c6 ban chat xa hoi
lich str.

1.2.1. Tam ly ngwoi la sw phdn dnh hién thuc khdch quan vao ndo nguoi

- Tam 1y ngudi khong tw nhién sinh ra, ciing khong phai do nio tiét ra nhu
gan tict ra mat, tm ly nguoi 1a sy phén anh hién thue khach quan vao ndo nguoi
thong qua “lang kinh chu quan”.

- Hién thuc thé gi6i khach quan 1a nguon gdc cia tim 1y ngudi.

- Bicu kién can va du dé co tam ly:



+ Hién thuc khach quan

+ Mot bo nio phat trién binh thuong.

+ Phai c6 sy phan dnh hodc tic dong cua hién thuc khach quan vao
ndo nguoi.

- Phan anh: 1a mdt qué trinh tdc dong qua lai giita h¢ théng nay va hé
thong khac, két qua 1a dé lai dau vét ( hinh 4nh ) tdc dong & ca hai hé thong.

Vi du:

Vién phan khi viét 1én bang den dé lai vét phan trén bang va nguoc lai,
bang den 1am mon dé lai vét trén vién phan ( phan 4nh co hoc ).

He¢ théng Oxi tac dong qua lai voi hé théng khi hidré ( phan 4anh hoa hoc )
de lai mot vet chung cua hai hé thong 1a nude.

Cay hoa huéng duong luén vuon vé huéng mit troi ( phan anh sinh vét ).

- Phan 4nh tam ly: 1a sy tic dong cia hién thuc khach quan vao ndo con
ngudi - co quan vat chat ¢6 t6 chirc cao nhat, chi ¢6 hé than kinh va néo bé méi
c6 kha nang nhan tic dong cua hién thuc khach quan dé tao ra nhimg hinh anh,
tinh than ( tim 1y ).

+ Phan anh tam 1y 1a mét loai phan anh dac biét: no 1a su phﬁn anh coa
ndo bd; nod tao ra hinh anh tdm 1y, 1a ban sao chép, ban chup vé thé gidi; hinh
anh tam ly khac xa vé chit so véi cac hinh anh co hoc, vt 1i, siph hoc. ( VD:
hinh anh cta ban ¢ trude guong khac véi hinh anh ciia ban trong dau toi ).

+ Phéan 4nh tdm ly mang tinh sinh dong va sang tao.

+ Phan anh tAm 1y mang tinh chii thé ddm nét va sdu sac.

1.2.2. Tam Iy ngwoi mang tinh chii thé

- Tinh chui thé trong tim ly:

La sy khac bi¢t tdm ly gitta ngudi nay v6i nguoi khac, nhom ngudi nay
v6i nhom nguoi khac, n6 1a hinh dnh cht quan vé the giéi khach quan, tinh chu
thé chinh 1a sy tao ra nhirng hinh dnh tam Iy vé thé gidi bang cach dua von hiéu
biet von kinh nghiém va cai riéng cua minh ( nhu cau, hirng thu, tinh cach, nang
luc cia minh...) vao hinh anh tam ly.

- Biéu hién cua tinh chu thé:

+ Cung nhan sy tac dong cua cung mot sy vat hi¢n tuong khiach quan
nhung & nhimg chu thé khac nhau cho nhiing hinh anh tdm Iy v61 nhimg murc d¢
sac thai khac nhau.

Vi dy: Trude mét sy kién nguoi ndy ¢ thé budn, ngudi kia vui; ciing
nghe mét ban nhac, c6 nguoi cho la hay, c6 nguoi khong cho la hay; cing mot
mon dn, nguoi khen ngon nguoi lai cheé....

+ Ciing mét hién thye khdch quan tic dong dén mot chit thé duy nhat nhung
vao nhimg thoi diém khac nhau, & nhimg hoan canh khic nhau véi trang théi co thé
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tinh than khac nhau c6 thé cho ta théy mirc d9 biéu hién va céc sic thai tim 1y khac
nhau & chi thé dy. (Vi thé trong céc linh vyuc hoat dong dic biét trong giao tiép ung
x{r phi chd trong nguyén tic sét ddi tuong chii ¥ dén cai riéng trong tim 1y mdi
nguot).

VD: Ngim canh hoang hén lic co thé khoé manh, tinh than vui vé khac
v6i lic co thé mét moi, budn bi; ciing 13 ban nhac d6 luc vui nghe thiy hay,
buon khoéng mudn nghe nira.

- Do dau ma tdm ly ngudi nay khac véi tam 1y ngudi kia.

Diéu d6 do nhiéu yéu t6 chi phoi, truéc hét, do mbi con ngudi ¢6 nhimg
dac diém riéng v€ co thé, gidc quan, hé than kinh va ndo bg. Moi ngudi c6 hoan
canh song khac nhau, di€u kién gido dyc khong giong nhau va dac biét 1a moi ca
nhan thé hién mirc do tich cuc hoat dong, tich cuc giao Ivu khac nhau trong cude
song, vi thé tim 1y ngudi nay khac véi tam 1y nguoi kia.

1.2.3. Tam Iy nguwoi mang ban chit xa hi - lich si.

Tam li nguoi 1a sy phan anh hién thyc khach quan, 1a chirc nang cua néo,
1a kinh nghiém x3 héi lich sir bién thanh cai neng clia mdi ngudi. Tam li con
ngudi khic xa voi tAm 1i ciia cic dong vat cao cdp & chd: tdm li ngudi co ban
chat xa hdi va mang tinh lich sir.

Ban chat xa hoi va tinh lich sir ciia tdm 1i nguoi thé hién nhu sau:

- Tam li nguoi c¢6 ngudn goc 1a thé gidi khach quan, ma thé gidi khach
quan bao gf)m ca mat ty nhién va xa hdi, trong d6 ngudn gdc xa hoi 14 cai quyét
dinh. Ngay ca phan tir nhién trong thé gidi ciing da dugce xa hoi hoa. Phan x4 hgi
cua thé giéi quyét dinh tam li ngu(n thé hién & cac quan hé kinh t& x3 hdi, cac
mdi quan hé con ngu“m - con nguoi tr quan h¢ gia dinh, lang x6m, qué huong
khoi pho cho dén céc quan hé nhém, quan hé cong dong . Cac mbi quan hé trén
quyét dinh ban chit con nguoi (theo CacMAc, ban chat con nguoi 14 tong hoa
cic moi quan h¢ xa hoi) vi vay no quyét dinh tdm li nguoi. Trén thuc té, con
nguoi thoat li khoi cic mdi quan hé xd héi, quan hé nguoi - ngudi déu lam cho
tdm li mat ban tinh ngudi (nhing truong hop tré con do déng vat nudi tir bé, tim
li ctia nhiing dira tré nay khong hon han tim li loai vét)

- Tam li ngudi 12 san pham cia hoat dong va giao tiép clia con nguoi
trong cac moi quan h¢ xa hgi. Con nguodi vira 1a mot thyc thé tu nhién vira lai 1a
mdt thue thé xa hoi. Phin ty nhién & con nguoi (nhu dac diém vé co thé, giac
quan, than kinh, bd néo) dugc xa hoi hoa & mirc cao nhat. La mot thuc thé xa
hdi, con ngudi 1a chit thé ciia nhan thire, chii thé ciia hoat dong, giao tiép voi tu
cach 1a mot chu thé tich cuc, chu dong, sang tao. Tam li cua con ngudi 1a san
pham ctia con ngudi véi tu cach 1 chi thé xa hoi, vi thé tam 1i ngudi mang diy
da du 4n x4 hoi lich sir ciia con nguoi.

- Vén séng, kinh nghiém, hiéu biét, tinh cam, tinh cach... ciia mdi nguoi
¢6 dugc 12 nhd qua trinh hoc hoi tiép thu cac kinh nghiém cia xa hdi va lich sir
thong qua hoat dong va giao tiép (hoat dong vui choi, hoc tap, lao dong, cong



tdc xa hdi...) trong do gido duc glu vai tro chu dao, hoat dong cua con ngu0‘1 va
mbi quan hé glae tiép ctia con ngtrm trong xa hoi do c6 tinh quyét dinh, vi “ ling
kinh chii quan” ciia con ngudi c¢6 ban chit xa hdi nén tdm 1i ngudi cling mang
ban chit xa hoi lich sir.

- Tam li ctia mdi ngudi hinh thanh, phat trién va bién ddi cing véi sy phét
trién ctia lich sir c4 nhan, lich sir dan tdc - cong dong xa hoi. Tam li mdi nguoi
chiu ché udc cua lich sir ca nhan va lich sir cong dong x3 hoi.

Tém lai, tdm li nguoi cd nguon goc x4 hoi - lich sir, vi thé khi nghién ctru
ve tdm i con nguodi phai nghién ciru moi trLr(mg xa hoi, nén van hoa xa hi, cac
mbi quan hé xa hoi trong d6 con ngudi séng va hoat dong. Can phai tb chirc co
hiéu qua viéc gido duc, cling nhu nhiing hoat dong chi dao ¢ timg giai doan, 1Ga
tudi khac nhau dé hinh thanh, phat trién tim li ngudi. Trong viée nghién ciru tam
li khach du lich cling phai tuan thu cac yéu cau ndi trén, can phai nghién ctru
mdi truong xa hoi, nén vin hoa xa hoi (phong tuc tip quan, truyén thong, tinh
cach dan toc...) ma khach du lich séng va hoat dong.

1.3. Chirc ning cua tim ly

Hién thue khich quan quyét dinh tdm li con ngudi, nhung chinh tam Ii
con nguoi lai tac dong tro lai hic’_‘gn thuc bang tinh ning dong, sang tao cua nod
thong qua hoat dong, hanh vi. Moi hanh dong, hoat dong cua con ngudi déu do
“cdi tdm li” diéu hanh. Day chinh la chiic nang cua tdm 1i va n6 dugce thé hién
qua c4c mat sau :

- Churc nang dinh hudng: tdm li c6 chirc ndng xac dinh phuwong hudng cho
hanh dong, hanh vi. (vai tro ciia dong co, muc dich hoat dong )

- Chirc ning déng Iye: tAm 1i 1a dong Iuc thoi thic, 161 cudn con ngudi
hoat dong, khac phuc nhiing kho khan tré ngai vuon téi muc dich da deé ra.

- Chirc nang diéu khién, kiém tra: tam li diéu khién, kiém tra qué trinh
hoat dong bang chuong trinh, ké hoach, phuwong thirc tién hanh hoat dong, lam
cho hoat dong ctia con nguoi tré nén co y thie, dem lai hiéu qua nhat dinh.

- Chirc ning diéu chinh: tim li gidp con ngudi diéu chinh hoat dong cho
phu hop véi myc ti€u da xdc dinh, dong thoi phu hop véi diéu kién hoan canh
thuc t¢ cho phép.

Nhé céce chire ndng trén ma tam li gitip con nguai khong chi thich ing véi
hoan canh khach quan, ma con gitp con ngudi nhén thirc, cai tao va sang tao ra
the gidi, va chinh trong qué trinh d6 con ngudi nhan thire, cdi tao chinh ban than
minh.

1.4. Phan loai cic hién twong tam li
1.4.1. Qud trinh tim li

Qué trinh tAm li 12 hién tuong tdm li dién ra trong thoi gian twong ddi
ngin, c6 mé dau, dién bién, két thiic twong ddi rd rang. Ngudi ta thuong phén
biét ba qua trinh tAm 1i :
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- Qua trinh nhén thirc (cdm gidc, tri gi4c, tri nhd, tu duy, tudng turgng).

- Qua trinh xtc cam (biéu thi sy vui mimg, tic gian, d& chiu, khé chiu,
nhiét tinh...)

- Qua trinh ¥ chi - hanh ddng, ngdén ngir: 14 nhirng hanh déng cua con
nguoi do y chi diéu khién.
1.4.2. Trang thdi tam li

Trang thai tm 1i 14 nhitng hién tugng tdm 1y dién ra trong thoi gian tuong
d6i dai, viéc mo dau, dién bién va két thuc khong rd rang. Cac trang thai tim 1i
thuong di kém va lam nén cho céc hoat dong va hanh vi cua con nguoi. (Vi du:
su chi y, tAm trang...)

Vi du: Con ngum bao gi¢ cling ¢ trong mdt trang thai tdm ly nhét dinh,
né6i cach khic bao gior doi song tAm 1y ciing dién ra trong mot trang thai nao d6
nhu chu y tap trung hay lo dang phan tan, tich cuc hoat bat hay mét méi, u mé,
thic méc, ban khoin hay hd héi, thoai mai, chan chir do du hay quyét tim say
sua.

1.4.3. Thugc tinh tam ly cd nhin

La nhitng hién tuong tim I tuong d6i 6n dinh khé hinh thanh va kh6 mat
di, tao nén nhiig nét riéng ciia nhan cach. Nguoi ta thwong néi dén bon nhom
thudc tinh tdm li ca4 nhan nhu: Xu hudng, tinh cach, khi chit, nang lyc. Ngoai ra
tinh cam, ¥ chi 1a nhimg thudc tinh tim li néi 1én pham chat nhan cach cia ca
nhén.

Co6 thé biéu dién moi quan hé giira cac hién tuong tam li bang so do sau:

Tam li

h 4

: r }

Qua trinh tim i «» Trangthditdmli {e» Thudc tinh tim Ii

So do 1.1: Méi quan hé gitea cée hién tuong tam Ii
1.5. Mét s6 phwong phap nghién ciru tim Iy
1.5.1. Phwong phdp quan sdt
_ Phuong phap quan sat la phuong phap dya trén vige tri giac ¢ chu dinh,
nham xac dinh nhimg diac diém cua doi tugng thong qua nhiing bi€u hién bén
ngoai nhu: nét mat, cir chi, anh mat, cach di dimg, néi ning, cach an mac....
C6 nhiéu hinh thirc quan sat:
+ Quan sat todn dién (quan st tong hop): dugc thyc hién theo chuong
trinh ke hoach, c6 hé thong trong mft khoang thoi gian nhat dinh.
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+ Quan sat by phan (quan sat Iya chon): chi tap trung vao mét sb sy viée
¢ lién quan truc tiép dén van dé dinh nghién ciru ma bo qua nhiing mat khac, Vi
du: Chi quan sat s¢ thich tiéu ding cia khach du lich tai diém du lich nao do.

+ Quan sat tryc tiép: 12 hinh thirc ma nguoi nghién ciru tham gia hoat
dong truc ticp véi doi tugng dé tién hanh quan sat.

+ Quan sat gian tiép: thong qua cac thong tin tir cac ngudn khéc nhau, nhw
hinh anh, nhét k¥, bai phat biéu, giong néi... ciia d6i tuong nghién ciru

Phuong phéap quan sat co nhiéu uu diém: cho phép thu thap dugc nhimg
thong tin cy thé, khach quan trong dleu kién tuy nhién cia dm tugng. Bén canh
d6 n6 ciing c6 mot s6 nhroc diém: mit nhiéu thoi gian, ton cong sirc, két qua
nghién cru chi mang tinh dinh tinh, khé x4c dinh dugc nguyén nhan, doi hoi
nguoi nghién ctru phai ¢6 nhitng hi€u biét nhat dinh vé tim li va doi tuong
nghién ctru phai the hién trong di€u kién hoan toan binh thuong.

Mubn quan sat dat két qua tt can chi y:

+ Xéc dinh 16 muc dich, ngi dung va ké hoach quan sat.

+ Chuén bi chu déo vé moi mat.

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

+ Ghi chép va xir 1i thong tin khach quan, trung thue.

+ Khong dé doi twong dugc quan sat nhan biét (vi dbi tugng co thé co
nhimg biéu hién trdi v&i tam 1i cia ho - din dén két qua nghién ciru c6 thé thiéu
sot).

Trong qua trinh phuc vu du lich phuwong phap quan sat 1a phuong phap
phd bién va thuong duge ap dung nhiéu nhét. Vi trong qué trinh phuc vu luén cé
su giao tiép truc tiép voi khach thong qua viéc quan sat dé xac dinh nhimg dac
diém tam 1i clia khach tir &6 dinh huéng cho qué trinh giao tiép, xac dinh thai d6
va cach phuc vu hop li nhim mang lai sy hai long cho khach va xic tién viée
ban hang dat nhiéu lgi nhuan nhat. Pé phat trién ning lyc quan sat, nhin vién
phuc vu phai thudng xuyén rén luyén cach quan sat ciia minh, bén canh d6 cin
phai tich luy vén hiéu biét, kinh nghiém ctia minh v& hanh vi, ctr chi... cia con
nguoi thong qua céce tai liéu co lién quan va thong qua nhirng kinh nghiém dan
gian, twéng mao hoc, kinh nghiém ctia dong nghiép va ciia nguoi di trudc.

1.5.2. Phwong phap dam thogi

Phuong phap dam thoai la phuong phap thu thap thong tin va phan doan,
danh gia nhtrng dic diém tam 1i thong qua qué trinh dam thoai véi dbi tugng can
nghién ciu.

Vé hinh thire, phu’ong phap dam thoai ¢6 ba hinh thie co ban d6 1a: Tim
hiéu truc t1ep, tim hiéu gian tiép va hinh thirc két hop ca tim hiéu truc tiép va
tim hiéu gian tiép.

- Tim hiéu tryc tiép: d6 1a dung cau héi tryc tiép dé tim hiéu tam 1i d6i
tugng. Trong thyc té, viéc phong van, tra hoi cha yéu theo hinh thirc nay.
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