TRUONG PAI HOC KY THUAT CONG NGHIEP
KHOA CONG NGHE CO DPIEN VA PIEN TU

*kkkk

BAI GIANG
KY NANG LAM VIEC
TRONG MOI TRUONG KY THUAT

(Dung cho sinh vién nganh Cong ngh¢)
S0 tin chi: 02

Giang vién: TS. Trwong Thi Thu Huwong
B0 mon: Cong nghé ky thuat co khi

Thai Nguyén, nam 2023

1




TRUONG DPAI HOC KY THUAT CONG NGHIEP
KHOA CONG NGHE CO DPIEN VA PIEN TU

*kkkk

BAI GIANG
KY NANG LAM VIEC
TRONG MOI TRUONG KY THUAT

(Dung cho sinh vién nganh Cong ngh¢)
S6 tin chi: 02

B0 mon Giang vién giang day

Thai Nguyén, nam 2023



CHUONG MO PAU.
KHAI QUAT VE MOI TRUONG LAM VIEC CUA NGUOI KY SU

1. Ky sw

“Ky thuat la sy tng dung cua cac nguyén tic todn va cac khoa hoc khac vao thuc té
dé thiét ké, ché tao va van hanh céc cau trdc, may mac, qua trinh, hé thdng mét cach kinh
té va hiéu qua”. (The American Heritage®Dictionary of the English Language).

K§ su 14 ngudi duge dao tao chuyén siu dic thi vé nganh k¥ thuat, 1a nhitng nguoi

giai quyét van dé, véi mong mudn tao ra sy hiéu qua, nhanh chong va gia thanh thap cho
cac cong viéc...

Pham vi hoat dong cua linh vuc k¥ thuat cia ngudi ki su rat da dang, tir cham soc stc
khoe, dén linh vuc ndng nghiép, giai tri, thuong mai, san xuat, sinh hoat v.v..

Céc cong viéc chinh cua ki su thyuc hién trong thuc té gom:

(1). Phan tich (Analysis): Phan tich van d¢ thong qua viéc sir dung cac nguyén tac toan
hoc, vat Iy va khoa hoc k§ thuat, khai thac cac phan mém wng dung k¥ thuat.

(2). Thiét ké (Design): Tir co so dit liéu di phan tich xay dung ké hoach, dy &n chi tiét,
cac thdng sb quyét dinh viéc phat trién va ché tao san pham.

(3). Kiém tra thir nghiém (Test): Thir nghiém xac nhan thiét ké cia san pham méi dap
g céc yéu cau da xac dinh.

(4). Phat trién (Development): Phét trién san pham, hé thong va qué trinh.

(5). Ban hang (Sales): La cau ndi gitra Cong ty & Khach hang - hiéu, giai thich cin k&
vé san pham, dam bao dich vy sau ban hang nhanh va chat lugng.

(6). Nghién ctru (Research): Quan tam dén céach thirc ap dung cac kién thic vao thuc
tién k§ thuat; va Kham phé khoa hoc, déng gop cho tién bo cua ki thuat.

(7). Quan ly (Management)

(8). Tu van (Consulting)

(9). Day hoc (Teaching)

Do d6, c6 thé khang dinh rang, ky thuat 1a mot nghé linh hoat, ¢6 nhiéu linh vuc hoat
dong. Cac ky su la nguoi lam trong linh vuc k¥ thuat va dang tao nén mot su khac biét cho
tat ca moi th trong cudc séng caa ching ta.



2. Pic trung nghé nghiép cia nguoi K sw
2.1 Méi treong lam viéc
2.2.1 Ngoai thuc dia

Pay 1a moi trudng nang dong va thuc té gitip nguoi k¥ su kiém chung va danh gia
chét luong san phém ctia ho sau thiét ké va ché tao. Trén co so do, nguoi ky su thuc hién
khic phuc cac han ché cta san pham hodc dua ra cac giai phap cai tién trong viéc thiét ké
va ché tao chiing.
2.2.2 Trong nha may san xuét

Sau khi 1én dugc ¥ tudng, thuc hién trén ban v€ hodc md phong thi cac k¥ su truc
tiép dén cac nha may san xuat dé tham gia vao qua trinh san xuét san pham, déng thoi xem
xét cong viéc quan 1y xem c6 dam bao cac yéu cau ki thuat, dung nhu trong thiét ké hay
khong.
2.2.3 Van phong

Nhiéu k¥ su lam gidng nhu mdt can bd hanh chinh thong thudng. Ho lam viéc trong
van phong véi tu cach ngudi can bo ky thuat, hodc di gip gd cac ddi tac, chuyén gia, thu
thap thong tin, lam viéc véi khach hang v.v..
3. Cac ky ning cin thiét cia nguoi ky sw

K§ nang cung (hard skills) chinh 1a kha nang hoc van, kinh nghiém va sy thanh thao
vé chuyén mon. K§ nang mém (Soft skills) 1a thuat ngit dung dé chi cac k¥ nang quan trong
trong cudc séng con ngudi, 1a nhirng thir thuong it duoc hoc chinh khéa trong nha truong,
khong thé s& nam, phu thudc cha yéu vao ca tinh cua tirng ngudi. Ching quyét dinh ban 1a
ai, 1am viéc thé nao, 1a thuéc do hiéu qua cao trong cdng Vviéc.

Cac cong nghé dang thay d6i nhanh dén mirc ngay hom nay cac cong nghé tién
tién s& 12 tin cii vao ngay mai. Cong nghé va k¥ thuat 1a linh vuc nghé nghiép ma viéc dao
tao khong bao gio két thuc, ngay ca sau nhiéu nam hoc tai truong dai hoc. Phat trién mot
tap hop cac k¥ nang nghé nghiép va cac k¥ ning mém 1a rat quan trong dé giup cac ky su
theo kip su phat trién cua nhirng cong nghé va ky thuat méi nhat.

Sau day la nhitng k¥ ning mém dugc giang day cho sinh vién k§y thuat va cong

nghé & mot s6 nudce:

Tai My:
1. Ky ndng hoc va tuy hoc 7. Ky nang dat muc tiéu/ tao dong luc lam viéc
2. K¥ ning ling nghe 8. K¥ ning phat trién c4 nhan va su nghiép
2. K¥ ning ling nghe 9. K¥ ning giao tiép ung xir va tao 1ap quan hé



3. K§¥ ning thuyét trinh
4. Ky nang giai quyét vin dé
5. K¥ nang tu duy sang tao
6. K¥ ning quan 1y ban than va tinh than tu ton
Tai Uc
1. K§¥ nang giao tiép
2. K¥ ning lam viéc dong doi
3. K§¥ ning giai quyét van dé
4. K¥ ning sang tao va mao hiém
Tai Canada
1. K ning giao tiép
2. Ky ning giai quyét van dé
3. Ky nédng tu duy va hanh vi tich cuc

10. K¥ ning lam viéc ddng doi

11. Ky ndng dam phén

12. K§¥ nang t6 chirc cong viéc hidu qua
13. K¥ nang lanh dao ban than.

5. K§¥ ning 1ap ké hoach va t6 churc cong viée
6. K¥ nang quan ly ban than

7. K¥ nang hoc tap

8. Ky ndng cong nghé

5. K¥ nang thich tng
6. K¥ nang lam viéc vdi con ngudi
7. Ky nang NCKH, cong ngh¢ va toan

Pé gitp sinh vién nganh cong nghé rén luyén cac ky ning hd trg cho qua trinh lam

viéc trong moi truong k§ thuat ngoai thyc dia, trong nha may hodc trong van phong cua

cac doanh nghiép, hoc phan nay s€ dé cap dén cac k¥ nang co ban sau:

1. Ky ndng giao tiép trong méi truong doanh nghiép (giao tiép véi cap trén, cip

dudi, ddng nghiép, khach hang, dbi tac; giao tiép trong méi truong da vin hoa; giao tiép

tryc tiép, giao tiép qua dién thoai, giao tiép qua email, thuyét trinh, t6 chtrc lam viéc nhom,

t6 chtrc va tham gia hoi hop);

2. Ky ndng t6 chire va quan 1y céng viéc,

3. KJ ndng tw duy sdng tao va gidi quyét van de,

4. Ky nang thich wng va chiu ap lyc cong viéc.



Chuong 1.
KY NANG LAM VIEC CUA NGUOI KY SU TRONG DOANH NGHIEP

I. KY NANG GIAO TIEP
1. Khai niém
1.1 Dinh nghia

Giao tiép la hoat déng trao doi suy nghi, y kién hay théng tin théng qua 16i néi, chir
viét hodc ddu hiéu dé nhdn biét va tac dong lan nhau trong quan hé gitka ngueoi véi ngudi
dé dat dwoc muc dich nhat dinh.

Vi vay:

- Giao tiép 1a mot qua trinh trao doi hai chiéu giira ngudi phat tin va nhan tin.

- M6t qua trinh giao tiép hét sirc phirc tap, trai qua ba trang thai: (1) Trao doi thong
tin, tiép xtc tdm ly; (2) hiéu biét 1an nhau, rung cam; (3) tic dong va anh hudng 1an nhau.
Néu khong thuc hién tt hodc khong thyuc hién dy du ca ba qua trinh d6 thi s& 1am cho qua

trinh giao tiép kém hiéu qua, truc trac, tham chi la that bai.

Thong digp

o — 0
NHIEU
Feepsact
Sender Fhan hol Receiver
Ngudt ruyén thong tin Nguot nhan thong un

Hinh 1. Qud trinh giao tiép
Nguroi guri
- La ngudn tin
- La mdt hoac mot nhom nguoi mudn chia sé thong tin dén mot hodc mot
nhom nguoi khac.
Nguoi nhan
- La nguoi tiép nhan va giai ma thong diép clia nguoi guri;
- C6 thé 12 mot hodc mot nhoém nguoi.
Nhiéu
- La yéu t6 gy can tré va 1am giam hiéu qua ciia qua trinh truyén thong;
Vi du: Van hoa, gidi tinh, stc khoe, cam xtic, ngdn ngit, tudi tac,...
- Do nguoi phat, ngudi nhan hodc méi trudng truyén tin.
1.2 Phéan loai



C6 nhiéu cach phan loai giao tiép tiy theo nhitng tiéu chuan khac nhau:

a. Dwa vio phwong tién giao tiép

+ Giao tiép bang ngdn ngir (tiéng ndi va chir viét).

+ Giao tiép phi ngdn ngz# (hanh vi cir chi, nét mat, anh mat, nu cudi, do vat...)

b. Dwa vao khodng cdach

+ Giao tiép truc tiép (giao tiép mat ddi mat);

+ Giao tiép gian tiép (thong qua mot phwong tién trung gian khac nhu dién thoai,
email, thu tin, Fax, chat...).

¢. Dwra vao tinh chit giao tiép

+ Giao tiép chinh thi#c (giao tiép khi cdc ca nhan cung thuc hién mot
nhiém vu chung theo quy dinh).

+ Giao tiép khong chinh thizc (giao tiép dién ra giita nhitng nguoi da quen biét, hiéu
rd vé nhau, khong bi rang budc boi phép luat, thé ché, mang nang tinh c& nhan).

d. Dwa vao sé ngwoi tham du cugc giao tiép

+ Giao tiép ca nhan - ca nhan.

+ Giao tiép ca nhan - nhom.

+ Giao tiép nhém - nhom.
1.3 Chirc niing va vai tro ciia giao tiép

a. Chirc nang

- Truyén théng tin (thdng bao)

Trong hoat dong chung, ngudi nay giao tiép voi nguoi kia dé théng béo cho nhau
nhiing thdng tin gitp cho hoat dong duoc thuc hién mot cach cé hiéu qua.

- Nhdn thuzrc

Giao tiép la cong cu quan trong gilp cho kha niang nhan thuc cia con ngudi ngay
cang ma rong, lam cho von hiéu biét, tri thirc ciia con ngudi ngay cang phong phd.

- Phéi hop hanh déng

Trong mét t6 chirc thuong cé nhiéu bo phan véi cac chirc ning va nhiém vy khac
nhau. Thong qua giao tiép con ngudi hiéu dugc nhitng yéu cau, mong doi cia nguoi khéc,
hiéu duoc muc dich chung ctia nhém dé phéi hop véi nhau cuing hoat dong nham dat duoc
muc dich chung.

- Piéu khién, diéu chinh hanh vi (chi c6 & ngudi).

Qua giao tiép con ngudi cd thé nhan biét vé thé gidi, vé nguoi khac va vé ban than;
tir d6 tu diéu khién, diéu chinh ban than cho phi hop hon.



- Tao Idp méi quan hé

Giao tiép giup cho con ngudi tao ra nhitng mbi quan hé véi ngudi khac nguoi.

- Can bang cam xuc

Chi ¢ trong giao tiép ching ta méi tim duoc sy dong cam, cam théng va giai toa
dugc cam xuc caa minh.

- Hinh thanh va phat trién nhan cach

Trong giao tiép con nguoi linh hoi duoc kinh nghiém xa hoi, thm hon caa con
ngudi trg nén phong phd, tri thic sau sic, tinh cam va thé giéi quan dwoc hinh thanh
va phat trién.

b.Vai tro cia giao tiép trong doanh nghiép

* Xét tr goc do ca nhan

- Phan dau dat cAc muc tiéu c& nhan

M&i quan hé hanh xir cia mdi ca nhan déu hudng theo cac muc tiéu khac nhau va
thay doi theo khong gian ciling nhu thoi gian. Muc tiéu phan dau riéng cuia mdi ca nhan trén
thuc té anh huong dén vian hoa giao tiép trong cong so.

- Thoa man c&c nhu cau ca nhan

Nhu cau cia con ngudi khéng ngimg ting 1én. Theo d6, con ngudi ty diéu chinh
hanh vi dé dat duwoc diéu ma minh mong muén.

- Xay dung "hinh tuong riéng"

Péi voi mdi ca nhan, viéc xay dung va giit hinh anh tét dep ciia minh trong mat moi
ngudi €O vai trd rat quan trong. Bé giit duoc hinh anh ca nhan, con ngudi thudng tao ra
mdi quan hé giao tiép ung xu tét dep trong doanh nghiép minh.

- Hai hoa vai muc tiéu cua doanh nghiép va cac bén lién quan

MOi c& nhan la mot thanh vién trong t6 chiic, doanh nghiép. Hanh vi van hoa giao
tiép cua mdi ca nhan ciing s& anh huong it nhiéu dén hoat déng cua ca to chic.

* Xét tir goc do doanh nghiép

Giao tiép (ng xir trong doanh nghiép 1 yéu tb dic biét quan trong, gop phan:

+ Phét trién thuong hiéu, nang cao vi thé, sicc canh tranh tir d6 gitp doanh nghiép
phét trién bén viing.

+ Xay dung, git gin va phat huy ban sic vin héa caa doanh nghiép, tir d6 ting
cuong uy tin cua doanh nghiép trén thuong truong.



+ Thu hat khach hang, gay thién cam voi d6i tac, nang cao hiéu qua quan tri trong
qué trinh giao tiép. Yéu té nay ciing 1a cau ndi dé quang bé hinh anh cua doanh nghiép véi
thi trudng, dong thai no ciing tao ra sic ép ddi véi ddi thi canh tranh.

+ GOp phan phét trién hoat dong kinh doanh caa doanh nghiép.

2. K¥ niing giao tiép

K¥ ning giao tiép 1a kha nang nhan biét nhanh chong nhiing biéu hién bén ngoai va
dién bién tam 1y bén trong cua d6i tuong giao tiép; dong thoi biét sir dung phuong tién
ngdn ngit, phi ngdn ngir, biét cach dinh hudng dé diéu chinh va diéu khién ddi tugng giao
tiép dé dat muc dich giao tiép.

2.1 Ky nang dinh huwong

Nhom k¥ ning nay biéu hién 6 kha nang dua vao tri giac ban dau vé cac biéu hién
bén ngoai (hinh thire, dong tac, cir chi, ngdn ngi, didu bd va sic thai biéu cam...) trong
khong gian, thoi gian giao tiép dé nhan biét mot cach twong dbi chinh x4c cac dién bién
tam 1y dang dién ra trong d6i twong dé dinh hudng hop 1y cac méi quan hé tiép theo. D6 1a
kha nang nam bat dong co, nhu cau, muc dich, s¢ thich ciia d6i twong giao tiép.

2.2. Ky nang dinh vi

La nhém k¥ niang c6 kha ning xac dinh dung vi tri giao tiép dé tir d6 tao diéu
Kién cho dbi twong chi dong. Thuc chat day 1a k§ nang biét cach thu thap, phan tich, va xir
ly théng tin.

Nhom nay bao gom:

- Kha niang nhan biét vi tri trong giao tiép;

- Kha ning xac dinh dugc khong gian, thoi gian giao tiép phi hop;

- Kha ning xac dinh noi dung giao tiép.

2.3 Ky ndng diéu chinh, diéu khién

Nhom k§ ning nay biéu hién & kha ning 16i cuén, thu hit dbi twong giao tiép, biét
duy tri hing thu, sy tap trung chii y cua d6i tuong giao tiép.
2.4 Ky ndng sir dung phwong tién giao tiép
2.4.1. Str dung phwong tién ngon ngir va phi ngon ngir
a. Ngon ngir noi

Ngon ngi néi dwoc sir dung nhiéu trong giao tiép, sau ngdn ngir biéu cam, dac
biét la trong giao tiép truc tiép va giao tiép qua dién thoai.

Hiéu qud cua giao tiép bang ngdn nga ndi phy thuge vao nhirng yéu té sau:

* Ngon tir



Pé gdy dwoc thién cam véi nguoi nghe, giao tiép trong xa hgi néi chung, giao
tiép trong cong viéc ndi riéng, nén si dung ngon ngir ndi theo cdc heu ¥ sau:

+ Tur ngit can chinh xac, tranh dua tin don that thiét, mo ho, hodc khéng cé thuc;

+ Nén dung nhiing tir ngir phd thong, don gian, dé hiéu;

+ Nén dung tir dep, tir thanh nhd, dung di;

+ Tranh dung nhing tir “manh”;

+ Han ché t6i da dung tir “khéng ”

+ Thé hién sy ton kinh, lich thiép;

+ Tao cam giac hing tha, hap dan, 16i cuén long ngudi;

+ Tang sy chi y va tao sirc thuyét phuc cao.

Khi sir dung ngdn tir, can chi y toi hoan canh, ngit canh va ddi tuong giao tiép
cu thé dé chon loai ngdn tir gi, & chirng muc nao cho thich hop, chi khéng nén lam
dung ching mét cach thai qué.

* Am diéu, giong noi

Am giong trong hoat dong giao tiép c6 tac dong rat manh mé dén cam xuc, tinh
cam ciia ngudi nghe. Am diéu chuan xac, nhip nhang; giong néi to rd, truyén cam bao gio
cling ¢6 stc 16i cudn 1ong ngudi. V6i nhiing giong néi déu déu, the thé, day nghién, chi
chiét hay ngon ngot theo kiéu ninh hét d& 1am cho d6i tac kho chiu, phién long.

* Toc df, cwong do noi

Trong giao tiép bang ngdn ngir ndi chling ta can diéu chinh toc d6 va cudng d6 noi
& murc do hop 1y, dac biét 1a khi néi trude dam dong, ndi vai nguoi 16n tudi, nodi vai tré em,
VGi ngudi ¢6 trinh do hiéu biét han ché. ..

* Phong cach noi

Trong giao tiép tiiy vao d6i twong giao tiép, hoan canh va noi dung giao tiép ma
chon phong cach néi cho phii hop. Tuy nhién dé giao tiép bang ngdn ngit noi dat hiéu qua
thi nén tranh str dung cac phong cach néi qua thang thin, tranh phong cach néi mia mai
cham choc nguoi khac.

* Céch truyén dat

Dé giao tiép co hiéu qua ching ta str dung céch truyén dat 18gic, mach lac, hai hudc,
di dom. Nén tranh cach truyén dat 4p a 4p tng, ...

b. Ngdn ngir viét

Ngdn ngit viét phai rd rang, chi tiét, chinh xac va tuan theo cac quy tic ngit phap,

ding ngbn ngit viét phai hét sirc chd y toi vin phong, sy stc tich, logic, va chat ché.
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c. Phi ngbn ngir

Céc yéu té phi ngdn ngit dugc sir dung nhiéu nhét trong giao tiép, dong thoi la
phuong tién dong vai tro rat quan trong trong qua trinh giao tiép truc tiép.

Cac yéu td phi ngdn ngir trong giao tiép gom: anh mat, nét mat, nu cudi, cir chi,
giong noi, diéu bo...

* Anh mat

Anh mit phan anh cé tinh, trang thai cam xuc, boc 16 tinh cam, tdm trang va udc
nguyén cua con nguoi ra bén ngoai.,

Khi giao tiép ching ta nén giao tiép bang mat voi dbi twong, luén hudng mit vé
phia d6i turong giao tiép vai cai nhin than thién, lich sy, tranh anh nhin soi mai, khinh miét,
nhin cham cham vao ddi tugng, nhin di noi khac hay nhdom ng6 xung quanh.

* Nét mit

Trong giao tiép, nét mat biéu 16 thai do, cam xdc cia con ngudi (cam xdc vui, budn,
gian hon, cam tiac, mét moi...).

Khi giao tiép ching ta nén quan sat nét mat caa déi twong cling nhu 1am chu nét
mat cua ban than. Trong subt qua trinh giao tiép tur lc tiép xtc ddi twong téi lic chia
tay ching ta nén gitr nét mat vui vé, céi mo; tranh nét mat nhan nho, kho chiu hay qué
nghiém chinh s& Iam cho bau khdng khi tiép x{c tro nén cang thang va ngot ngat.

* Nu cuwoi

Nu cuoi ciing 14 mot phuong tién giao tiép loi hai, mot ngdn ngir khong 10i cuc ky
doc dao...Nguoi ta co thé ding nu cudi dé biéu 16 tinh cam, thai d6 caa minh.

* Trang phuc

Trang phuc trong céng sé 1a nhitng quy dinh vé cach an mac ma nhan vién phai tuan
theo trong doanh nghiép. Trang phuc céng so vira phai trang trong, phu hop véi théng 1€
qudc té va phl hop véi tap quan caa nguoi Viét Nam. Tuy theo diéu kién cua tirng doanh
nghiép c6 thé hudng dan quy dinh céc trang phuc trong gio 1am viéc & cdng sd, don tiép,
gap g khach hang, dbi tac... Doanh nghiép c6 thé quy dinh mic déng phuc
theo mot s6 ngay trong tuan, trong ting bo phan hoic mic dong phuc hoan toan.

Trong truong hop doanh nghiép chwa c6 dong phuc cho can b nhan vién thi nam
gidi ¢6 thé mic quan Au sim mau, 4o so mi trang bo trong quén, di giay hoic dép c6 quai
hau. N giGi c6 thé tu chon trang phuc nhung phai dn mic sao cho phi hop véi méi truong
lam viéc ciling nhu van hoa ctua doanh nghiép do.
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MJi can bd nhan vién khi dén noi 1am viéc phai deo thé c6 anh ghi rd ho tén, chirc
vu; trudc cira cAc phong ban va trén ban 1am viéc phai ¢ bién dé tén, chirc vu (néu co) dé
thuan tién cho khach khi lién hé cng viéc.

Nhitng kiéu trang phuc khong pht hop trong méi treang doanh nghiép:

+ Ao so mi bé ngoai quan;

+ Vay qué ngan, trang phuc hé hang khéu goi:

+ D1 dép 1€ trong van phong lam viéc;

+ D61 mil trong phong hop;

+ Cit tc theo kiéu kinh di, khac ngudi; nhuém toc mau 1oe loet;
+ Peo kinh d6i mau trong phong 1am viéc.

* Bit tay

Bat tay 1a mot nghi thie 1€ tan, x& giao, mot nét van hoa trong giao tiép duoc hinh
thanh tir xa xua khi nguoi ta gap nhau hoac gié tir nhau.

Viéc bat tay thuong duoc tuan theo nhitng quy udc sau:

- Gitr mét khoang cach hop ly: khoang mét canh tay;

- Nguoi diing thang hoic hoi ctii dau, hai chan dang rong bang hai vai;

- Bat bang tay phai, gitr ban tay ngay dudi eo khi bat tay, tay trai dé sau lung hoac
trudc nguc dudi canh tay phai;

- Chia ban tay ra ¢ tu thé thang dung, 2 10ng ban tay phai cham vao nhau;

- Lic 1én xubng khoang 3 1an roi dung;

- Can bat tay véi tu thé binh dang, tén trong 1an nhau;

- Mit nhin thang vao mat ngudi minh bat tay (mim cudi hoic tly theo méi quan hé
ma thé hién tinh cam, khéng nhin ra chd khac hoac nhin kiéu do xét, soi moéi);

- Trong truong hop mudn thé hién sy tén trong hon, tham thiét hon c6 thé dua ca
hai tay ra bit;

- Khong dung hai tay dé bat tay hai nguoi cing mét Idc, tranh bat tay qua mit,
qua dau nguoi khac.

* Nwée hoa

Mot s6 luu y khi dung nuéc hoa:

- Mui huong dugc chon phai 1a mui ban than thich;

- B¢ 1a mot mui hwong phu hop vé6i khiru giac cia sé dong;

- Khong dung nuéce hoa qua hic hay ning mui, khong strc qua nhiu gy cam giac

kho chiu cho ngudi doi dién;
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- Hoidc 1a mui thom, hodc khong c6 mui, tuyét ddi khong dé co thé phat ra nhiing
mui kho chiu trong luc giao tiép.

2.4.2. Sir dung phwong tién hé tro khac

@ Dién thoai

* Pic diém

- Chi ¢6 tiéng néi, khdng thé hién bang cir chi, diéu bo hoic biéu 16 sic théi tinh
cam trén nét mit dé bo sung cho 161 néi duoc.

- Khi néi dién thoai, ban khéng nhin thiy nguoi ddi thoai nén ban khdng nim bat
dugc xem ho ¢6 hiéu hét ban khong, cac phan g ctia ho qua ngdn ngir khong 101, qua thai
d6 khong duoc may chuyén tai hét.

* K¥ nang st dung dién thoai

- Khi nhan dién thoai

+ Pung doi chudng reo qua 3 1an réi mai nhac may;

+ Néu dang & vin phong 1am viéc, co quan, doanh nghiép, khi nhan dién thoai,
ngudi nhan nén ¢o 1oi chao va tu gigi thiéu minh;

+ Dung dé nguoi goi doc thoai;

+ Giong Nnoi tir ton, vira phai;

+ NO6i rd rang va nhan manh vao y chinh;

+ Noi binh thuong, du nghe (khéng qua to hoac qué nho);

+ NOi voi toc do vira phai;

+ Giong noi can c6 am diéu lén/xudng dé ngudi nghe khoi bi nham chan;

+ Nghe véi thai d6 niém nd, tich cyc;

+ Can nghe dung, du thong tin;

+ Tranh an ubng khi ndi chuyén dién thoai;

+ Lubn chuan bi sb va bat sin trude mait;

+ Khong bat ngd gac may.

- Khi goi dién thoai

+ Hay xung danh tinh va muc dich cudc goi;

+ Can nhac gio va thoi diém goi;

+ NOi ngan gon, du y (tiét kiém thoi gian va cude phi);

+ Giong n6i nhe nhang va truyén cam;

+ Chuan bi trude ndi dung trao doi;

+ NOi 161 tam biét khi két thic cude goi;
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- Néu ban nghe dién thoai h¢ nguwoi khéac:

Pam bao rang ban da c6 nhitng thong tin sau:

+ Tén ngudi goi, tén co quan, dia chi (néu co);

+ Mubn gap ai;

+ Can nhan tin hay lién hé viéc gi, chi tiét viéc nhan tin, lién h¢;

+ Khi nao thi goi lai;

+ Mudn goi lai biang céach nao;

+ Nhéc lai cho ngudi goi dé xac nhan.

+ Ghi lai nhén tin

Trong nhiéu truong hop khi c6 khach goi ¢én ma khdng gap duoc nguoi can gap.
Nguoi nhan dién thoai can biét két hop vira nghe, vira ghi lai nhitng y chinh vao phiéu
nhan tin dé gan méy dién thoai.

PHIEU NHAN TIN
2
JA g (o 0 1o SR
DI CNI: o
DN tN0aL: .. o
Nguoi nhan:

Yéu cau
O Goi lai cho t6i
O Toi s€ goi lai
O Khan
@ Giao tiép qua Email

Trong thoi dai blng nd thong tin nhu hién nay, email dwoc sir dung rat rong réi,
khong chi dé giao dich, lién lac véi cac dbi tac bén ngoai ma con dugc tng dung ngay trong
noi b co quan, doanh nghiép.

14



Yéu cau:

* Sit dung email dung lic

Hay str dung email trong nhiing truong hop sau:

- Noi dung lién lac can dugc luu lai;

- Béi tugng lién lac khong tién trao doi qua dién thoai hoac gap mat truc tiép;

- Noi dung tra 161 khong can thiét phai tac thi;

- Noi dung email can phai giri cho nhiéu nguoi ¢ nhiéu dia diém khac nhau;

- Noi dung khong doi hoi viéc tranh luan va trao doi lién tiép.

* Mot so lwu y khi sir dung email

- Viét chu dé (subject) c6 ¥ nghia.

- Tiéu dé thu nén ngin gon, chinh xac, phu hop véi noi dung va di thang vao noi
dung thong diép;

- Pdi vai cac email giri cho nhiéu hop mail khac nhau (yahoo, gmail, hotmail), hoac
hop mail ¢ dudi la, Subject nén giir ¢ tinh trang khéng dau va khdng co6 cac ky tu la dé
tranh truong hop nguoi nhan khong doc dugc;

- Noi dung ngén gon, trinh bay rd rang;

- Kiém tra k¥ noi dung va 15i chinh ta trudc khi gui email;

- Str dung file dinh kém da dugc ghi chd mét cach khoa hoc;

- Tén file dinh kém phai rd rang, dat theo trinh tyu thoi gian hoac ndi dung cong viéc,
Kiém tra dé tranh giri nham file chua hoan thién cho dbi tac va khach hang;

- V6i céc file duoc dat tén tiéng Viét, nén st dung chit Viét khong c6 dau dé tranh
truc trac khi nguoi nhan mé file.

- C6 gang tra 10i ngay nhitng email nhan dugc dé cho thay thién chi cua ban. Néu
qua ban, chua thé xtr Iy ngay email dugc, ¢6 thé tra loi 1a: "... Toi dd nhan duoc email cia
ban, nhung chua c6 thoi gian xir ly, t6i s& phan hoi nhanh nhat c6 thé ...".

- Str dung chir ky cé nhan.

* Nhirng viéc khong nén lam khi sir dung thw dién tir - Email

- Lam dung Email: Théng béo hop, xin y kién viéc quan trong, guri khong ding
nguoi (nhitng nguoi khong lién quan);

- Noi dung khong xac dinh, trinh bay dai dong kho hiéu;

- Sai chinh ta nhiéu, luc viét khdng dau ldc viét c6 dau;

- Khong viét Subject (chu dé) hoic viét khong dung ndi dung bén trong thu.
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® Trao ting danh thiép

Trao danh thiép cho ai d6 nghia 1a mubn cho ho biét ban 12 ai, ban dang lam viéc &
dau va 1am cach nao ho ¢6 thé lién lac véi ban.

* Nguyén tdc trao nhégn danh thiép

+ Véi d6i tac 1a ngudi c6 vai vé va tudi tac cao

Khong nén chu dong dua danh thiép khi ddi tac chwa c6 y mudn ban trao cho ho.

+ Voi ddi tac 1a nguoi xa la

Khong nén 16i danh thiép ra ngay khi mai bat dau vao cau chuyén vi s& 1am phién
dbi tac. Ho cam thay nhu ban dang mudn “ty quang c40 ban than” va s& khdng coi trong
viéc nhan danh thiép cua ban.

+ Trao danh thiép khi di du tiec

Céc budi tiéc 1a dip dé ban giao luu gap g cac doi tac tiém nang. Nhung thuong
chi nén trao danh thiép trudc hodc sau khi ding com.

+ Hinh thac danh thiép

Danh thiép nén duoc thiét ké don gian nhung chtra dung day du thong tin can thiét,
khong nén thiét ké nhitng danh thiép mau meé hoic chira dung qué nhiéu thdng tin.

Néu thuong xuyén giao tiép véi ngudi nudc ngoadi nén thiét ké hai loai ngon
ngit khac nhau & hai mat caa danh thiép.

Phan dia chi co quan, nha riéng (néu c6 thé) thi ban nén in thém phan tiéng Viét co
du déu dé nguoi doc d& phai mat cong doan chit.

Nén xép danh thiép ngay ngan trong hop dung danh thiép va dé vao cap tap.

Néu mot danh thiép bi rach hoaic bi ban thi dirng bao gio ban trao cho ddi tac hay
khach hang.

* Céch thitc trao nhgn danh thiép

- Lan dau tién dén lién hé cong tac véi mot co quan nao dé, ban dwa danh thiép vao
trudc cho thu ky dé xem nguoi ta co6 dong Y tiép minh hay khong;

- Khi trao danh thiép cho d6i tac, mat chinh cua danh thiép nén huéng Ién phia
trén, hudng dat danh thiép nén dé phan ho tén thuan theo hudng nhin ctua nguoi nhan,
gitp ho d& dang doc duoc tén trén danh thiép.

- Khi nhan danh thiép ban nén doc qua it phut dé thé hién su ton trong;

- Khi dwa danh thiép cho nguoi di dién, ban nén mim cudi, 4&nh mat nhin tap
trung vao ho, nén dung ngén tay cai két hop véi ngén tay tro cam goc trén cua danh
thiép, va trao danh thiép cho nguoi dbi dién;
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- Nguoi ¢6 chirc vu thap hon nén trao danh thiép cho nguoi ¢6 chic vu cao hon
trude; ngudi nam nén trao danh thiép ra trudc cho ngudi nir;

- Khi nhan danh thiép do nguoi khac dua, ban nén dang day, mim cudi, két hop
gitta ngon cai va ngon tro nhan danh thiép, néi cau “Cam on”. Sau khi nhan xong danh
thiép nén gii trén tay hoic dé vao noi trang trong.

3. Nguyén tic giao tiép
3.1 Yéu cau doi véi ndi dung giao tiép

Noi dung giao tiép anh huong rat Ién dén sy thanh bai cua cudc giao tiép. Do vay,
khi chuan bi ndi dung giao tiép can luu y cac yéu cau sau: Chinh xac, rd rang, ngin gon,
stc tich, hoan chinh, nhat quan, can trong, va lich su.

3.2 Nguyén tic co ban trong giao tiép

Nguyén tic 1a nhitng quan diém nham chi dao, dinh huéng cho moi hanh vi, hanh
dong GT nham dam bao cho sy thanh cong cua qua trinh giao tiép. Nhitng nguyén tac nay
suy cho cuing la nhitng yéu cau tng xa. Nhitng yéu cau nay c6 tinh bén viing vi né chi dao
toan bo quéa trinh giao tiép & moi hoan canh, moi tinh huéng. Tuy nhién, ching c tinh
mém déo nhat dinh khi van dung vi cac tinh huéng giao tiép, d6i twong giao tiép la rat da
dang va muc dich, nhiém vy cua mdi cudc giao tiép 1a khac nhau. Sy mém déo trong van
dung ciing 1a mot yéu té dam bao cho qué trinh giao tiép dat hiéu qua tdi uu.

Pé thanh cbng trong qué trinh giao tiép, cac chu thé giao tiép phai dam bao bon
nguyeén tac giao tiép co ban sau:
3.1 Nguyén tic chuan muec, trach nhiém trong giao tiép

- Chuan muc trong loi ndi, hanh vi, ctr chi, trang phuc;

- Thong nhat giita n6i va lam;

- Thai d6 va biéu hién cua thai d6 phai phd hop véi ngbn ngir;

- C6 trach nhiém trong viéc truyén va nhan thong tin.

3.2 Nguyén tic c6 thién chi trong giao tiép

- Ludn nghi tt vé dbi tuong giao tiép;

- Ludn tao diéu kién, khich 1 d6i tuong giao tiép;

- Ludn tin tudng ddi twong giao tiép;

- Khong dinh kién véi dbi twong giao tiép;

- Bat ky trudng hop nao ciing khong vi loi fch ¢4 nhan ma gay thiét hai, xic pham
dén danh du, than thé ngudi khac.

3.3 Nguyén tic ton trong nhan cach ddi twong giao tiép
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- Gay 4an tugng ban dau tot dep;

- Lang nghe y kién, nhu cau, nguyén vong cua dbi tugng giao tiép:

- Ngbn ngit, giong diéu, cach phat am, dung tir d&am bao tinh vin minh. Bat ky trong
truong hop nao ciing khong dugc xdc pham dén danh dy, pham gia nguoi khéc, nhat 1a IGc
dong nguoi;

- Biét kinh trong, khich 18 wu diém cua nguoi khéc, biét 1ang nghe va kiém ché khi
can thiét;

- Ton trong su khac biét;

- Str dung trang phuc phu hop.

3.4 Nguyén tic dong cam trong giao tiép

Biét dat vi tri cua minh vao vi tri cua d6i twong GT va tra 10 cau hoi: “Néu minh ¢
Vi tri ciia ho minh sé ing Xi nhw thé Nao?”.

+ Tao su gan giii, thAn mat, cam giac an toan, tin tudong;

+ Pha bo hang rao tam ly;

+ Biét xac dinh dung khong gian, thoi gian giao tiép.

Trong qué trinh giao tiép, chi thé giao tiép biét (rng xa phil hop véi nhu cau, nguyén
vong, mong mudn cua dbi twong giao tiép.

4. Phong cach giao tiép
Phong céach giao tiép 1a toan bo hé thong phuong phép, thii thuat tiép nhan, phan

{rmg, hanh dong tuwong ddi bén viing, on dinh ciia c4 nhan trong qua trinh giao tiép, quy

dinh su khac biét gitra cac ca nhan, giip cac ca nhan thich rng v6i moi trudng song thay

ddi dé ton tai va phat trién.

PC gbm 2 phan:

- Phan 6n dinh: Con ngudi hoat dong tuong ddi nhu nhau trong nhitng tinh hudng
khac nhau.

- Phan linh hoat: Sy co dong, linh hoat, mém déo trong tng x1r, tiry thudc Iira tudi,
nghé nghiép, tinh trang sirc khoe, tim trang — Tap nhiém =» C6 thé xay dung, kién tao.
4.1 Phong cach doc doan

Chu thé GT xem nhe dic diém riéng cua ddi tuong GT (Vé c4 tinh, nhu cau, dong
co, hung thu,...), dat ra muyc dich GT Xuét phat tir cong viéc mot cach cung nhéc (ap dat
y kién, hanh dong theo y chil quan ctia minh).

- Nhuoc diém:
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Bi danh gia 1a “kho khan”, “vung v&”, “thiéu té nhi”, “ngudi cua cong viéc”; Gay
cang thang, (rc ché, chong d6i ngam. .. (nhung thudng 12 nguoi trung thuc, thang than, co
y nghia l6n trong cong viéce),

- Uu diém:

Pht hop véi nhiing cong viée can hoan thanh trong thoi gian ngén, phai c6 bién
phap giai quyét dit khoat, kién quyét, cimg ran (trong chién tranh, thién tai khan cap,...).
4.2 Phong cach tu do

Phong céach giao tiép tu do, phong khoang, dé thay d6i muc dich, chiéu theo moi
nhu cau, nguyén vong,...cua DTGT.

- Uu diém:

Phét huy tinh tich cuc cua con nguoi, lam cho moi ngudi dugce thodi mai tam ly,
kich thich sy sang tao ctia cip dudi trong cong viéc.

- Nhuoc diém:

Dé nay sinh tu do qua trén, pha hong ky luat, tao ra sy 16n xon, vo td chirc.

Yéu cau:

Phong cach nay lai doi hoi cac chu thé giao tiép phai co trinh d6 nhan thirc cao,
tinh ty giac, ¥ thic trach nhiém, y thirc tap thé cao.

4.3 Phong cach dan chu

Chu thé giao tiép ludn tén trong nhan cach moi ngudi.

v' Sy tng x\r tinh té, nhe nhang d& tao nén bau khong khi than mat, gan gili,
tin cay 1an nhau.

v' Giai phong tam 1y cap dudi khoi stc ép ap dit cua quyén luc, 1am dau 6c
con ngudi tinh tao, stc sang tao dé bung phat, mang lai nhitng hiéu qua to
16n trong cong viéc.

Phong cach nay da va dang duoc hinh thanh, phat trién va duge xa hoi ung ho vi
n6 dwa con ngudi dan dén van minh, tién bo, hanh phic.

3.2 Nguyén tic co ban trong giao tiép

Nguyeén tic 1a nhitng quan diém nham chi dao, dinh huéng cho moi hanh vi, hanh
dong GT nham dam bao cho sy thanh cong cua qué trinh giao tiép. Nhitng nguyén tic nay
suy cho cuing la nhitng yéu cau tng xt. Nhitng yéu cau nay c6 tinh bén virng vi né chi dao
toan bo qua trinh giao tiép & moi hoan canh, moi tinh hung. Tuy nhién, ching c6 tinh
mém déo nhat dinh khi van dung vi cac tinh hudng giao tiép, d6i twong giao tiép Ia rit da
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dang va muc dich, nhiém vu cua mdi cudc giao tiép 1a khac nhau. Sy mém déo trong van
dung ciing 12 mot yéu té dam bao cho qué trinh giao tiép dat hiéu qua tdi uu.

Dé thanh cong trong qua trinh giao tiép, cac chu thé giao tiép phai dam bao bdn
nguyeén tic giao tiép co ban sau:
3.2 Nguyén tic chuan muec, trach nhiém trong giao tiép

- Chuan muec trong 1di n6i, hanh vi, ¢t chi, trang phuc;

- Thdng nhat gita n6i va lam;

- Thai d6 va biéu hién cua thai d6 phai phd hop véi ngbn ngir;

- C6 trach nhiém trong viéc truyén va nhan thang tin.

3.2 Nguyén tic c6 thién chi trong giao tiép

- Ludn nghi tt vé dbi tuong giao tiép;

- Ludn tao diéu kién, khich 1& d6i tuong giao tiép;

- Ludn tin tudng dbi tuong giao tiép;

- Khong dinh kién véi dbi twong giao tiép;

- Bat ky truong hop nao ciing khong vi lgi ich c& nhan ma gay thiét hai, xic pham
dén danh dy, than thé nguoi khéc.

3.3 Nguyén tic ton trong nhan cach ddi tweng giao tiép

- Gay an tugng ban dau tot dep;

- Lang nghe y kién, nhu cau, nguyén vong caa ddi tuong giao tiép;

- Ngbn ngit, giong diéu, cach phat am, dung tir d&am bao tinh van minh. Bat ky trong
truong hop nao ciing khong dugc xdc pham dén danh dy, pham gia nguoi khéc, nhat 1a ic
dong nguoi;

- Biét kinh trong, khich 18 wu diém cua nguoi khéc, biét 1ang nghe va kiém ché khi
can thiét;

- Ton trong su khac biét;

- Str dung trang phuc phu hop.

3.4 Nguyén tic ddng cam trong giao tiép

Biét dat vi tri cua minh vao vi tri cua d6i twong GT va tra 1o cau hoi: “Néu minh ¢
vi tri ciia ho minh sé ing xir nhur thé Ndo?”.

+ Tao su gém giii, than mat, cam giac an toan, tin tudng;

+ Pha bo hang rao tam ly;

+ Biét xac dinh dung khong gian, thoi gian giao tiép.
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