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Hiéu bon khia canh
cua viéc
gay anh hudng

Nick Morgan



at ca chung ta déu tung gap nhiing ngudi it

no6i nhung nhitng gi ho noi lai vo cung quan

trong, d6 1a nhitng nguai biét cach sit dung
sy im lang dé chiém uu thé€ trong cudc trao doi.
Vi vdy, viéc gay anh hudng dén ngudi khac khong
chi la gianh quyén dugc ndi; ma con la nhan trach
nhiém va hiéu dugc vai tro ctia quyén luc dén tir vi
tri, cdm xtc, kién thic chuyén moén cung cac tin
hiéu phi ngdn ngt. Néu muoén thanh cong véi tu
cach mot nha 1anh dao, ban can ndm viig bon khia

canh ciia viéc gay anh hudng nay.

Ndm quyén luc dén ti vi tri. Néu ban c6 no,

viéc gay anh hudng sé tuong doi don gian. Nhiing



Hiéu bon khia canh cla viéc gay anh hudng

nguoi co quyén luc cao hon ngudi khac ¢6 xu huéng
ndi, ngit 16i va dan dat cudc tro chuyén nhiéu hon,

chéng han nhu bing cach chon chii dé.

Trong mdt tinh hudng cu thé, néu khong co
quyén luc dén tir vi tri, ban thuong it duge noi, ngat
16i hay chon chti dé tro chuyén hon. Suy cho cung,
thuc thi quyén dugc ndi nhiéu hon vé cac van dé
minh quan tam la mot trong nhitng cach ma nhiing
ngudi c6 quyén luc dén tir vi tri thé hién quyén luc

ctla minh.

Ban sé lam gi néu mudn thach thic thim
quyén theo chirc vu? C6 1€ ban c6 mot sdn pham,
¥ tudng, hoac mot cong ty mudn ban va da nghe
ngong dugce vé ngudi co thé mua nd. Lam thé nao
dé ban kiém soat dugc tinh huéng dé6?

Khia canh th hai ctia viéc gay anh hudéng la
cam xuc, stt dung cam xuc la mot cach dé chong lai

quyén luc dén tu vi tri va chiém 14y uu thé trong
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cudc tro chuyén. Khi bén kia c6 quyén luc con ban
c6 cam xuc, su binh ding sé dugc thiét 1ap. That
vdy, cam xtc manh mé cé thé 1an at quyén luc néu
dugc hé trg tét va ngudi noi duge chudn bi ky ludng.
Chuing ta tiing ching kién diéu do khi mot nghé si
tré vo danh dap tan su nghi ngo va 16i kéo ban giam
khéo, khudy dong san khiu trong mot sd cudc thi
tai nang. Su thuan khiét va sttc manh ctia cam xtc
trong man trinh dién dt dé khién ban giam khao
“khong thot nén 16i” - va gianh dugce cam tinh ciia
ho - bat chap thim quyén ctia ho. That vay, bai phat
biéu day xtc dong, 16i cau xin khoan hdng, 16i t6ng
két trude bdi tham doan khién ho roi nuéc mat va
cudi cting phan thang thudc vé bi cao - day 1a kiéu
cao trao ctia Hollywood.

Pam mé thudng gan lién v6i chuyén mon -
khia canh tha ba cta viéc gay anh huéng. Néu co
ca dam mé va chuyén mdn, ban c6 thé ndm cudc

tro chuyén trong tay, danh bai quyén luc dén tu vi
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tri. Doi khi giong noi rut ré cta chuyén gia bi at di
trong tiéng nhao nhao clia nhitng ngusi mudn duge
ling nghe. Vi vay, c6 chuyén mon ma khéng c6 dam
mé khong phai lic nao cling hiéu qua, nhung néu
kién nhan, ngudi c6 chuyén mén c6 thé la ngudsi

cudi cung tru dugc trong cudc tranh luén.

Khia canh cu6i cung ciing la diéu tinh t€ nhat
trong bon khia canh va hiém khi vugt tri hon
quyén lyc dén tir vi tri hodc dam mé. Nhung trong
mot s6 truong hgp hi€m hoi, khi duge diéu khién
khéo 1éo, toi da thay né chi€m dugc uu thé. No 1a
gi? Do la sy tinh thong vii diéu tuong tac gitia con
ngudi véi nhau.

Du khéng nhén thitc duge qua ro rang vé khia
canh nay, nhung véi it nhiéu chuyén mén, ching
ta déu la nhiing ngudi tham gia. Chung ta da s6m
hoc dugc ring cudc tro chuyén la mot budce vii ba
16, mot diéu nhay ma hai (hodc nhiéu) ngudi cling

choi bing cach hit thé, nhay mat, gat dau, giao ti€p
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bing mit, nghiéng dau, cir chi tay va ca mot loat
tin hiéu phi ngdn ngt tinh té& gitip hai bén giao tiép
v6i nhau.

That vay, cudc tro chuyén sé kém thiét thuc
di rat nhiéu néu khong c6 nhiing tin hiéu phi ngén
ngu nay. bo 1aly do tai sao cac cudce tro chuyén qua
dién thoai khéng thé théa man bing gip gb truc
ti€p, tai sao cac cudc goi hdi nghi chic chin co
nhiéu gian doan, truc tric va moi ngudi néi chuyén
riéng. Ching ta khong nhan dugc nhiing tin hiéu
gitip chiing ta biét khi nao d6i phuong san sang dé

nghe minh noi va ngugc lai.

Ban c6 thé kiém soat viéc gay anh hudng chi
béng cach st dung khia canh thir tu nay khong?
Téi da dugce ching kién diéu d6 trong mdt sé tinh
huong nhit dinh, du ba khia canh khac thuong sé
vugt trdi hon. Tuy nhién, toi tiing chimg kién mot
giam doc diéu hanh cip cao dé dang thong linh ca

mot can phong day nhiing ngudi c6 vé binh déng -
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mot nhom cac nha nghién ctru dén tir khip noi trén
thé giGi tAp hop lai dé thao luin vé tuong lai cta IT.
Chi can vai phut, tit cd moi ngudi trong phong déu
da v thic thuén theo vi giam doc diéu hanh du anh
khong c6 quyén luc dén tir vi tri d6i v6i ho va cling
khong dac biét say mé cht dé nay. Nhung anh rit
thong thao trong viéc lam cht cac tin hiéu tinh té
trong cudc tro chuyén va nhanh chong khién moi
nguoi “nhdy” theo nhip diéu 16i n6éi cta minh. Anh

da thé hién uu thé hoan toan trong cudc tro chuyén.

Do d6, kha nang gay anh huéng dén nguci
khac la thu6c do quyén lgi sat suon cta nhiing
ngudi tham gia va hau hét chung ta déu vo thic
la chuyén gia trong viéc do luong nay. D€ st dung
no, ban can phai co lgi thé vé it nhat mot trong bon

khia canh - tot nhat 1a nhiéu hon mot.

NICK MORGAN la tac gia, dién gia, hudn luyén vién, cht tich va nha sang
14p cdng ty tu vdn truyén thong Public Words.
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Trich tir cudn sach Power Cues: The Subtle Science of Leading Groups,
Persuading Others, and Maximizing Your Personal Impact (tam dich: Khoa
hoc tinh t€ ctia cAc nhom dan dau, thuyét phuc ngudi khac va téi da hoa
tac dong ca nhan cla ban) (san pham #11710), Harvard Business Review
Press, 2014.
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Khai thac va si'dung
khoa hoc cua
su thuyét phuc

Robert Cialdini



Ot s0 it ngudi may mén c6 duge nod; hau

hét chiing ta thi khong. Mot s6 it ngudi co

nang khiéu thu hat khan gia, lay chuyén
nhitng ngudi con chua quyét dinh va chuyén hoa
nhing ngusi phan ddi. Xem nhiing bac thay thuyét
phuc 4y tré tai vira dn tugng via kho chiu. Diéu an
tuong khong chi 6 chd ho dé dang st dung strc 16i
cudn va tai hung bién dé thuyét phuc ngusi khac
lam theo yéu cau ctia minh, ma con nim & mic do
hao hitc ctia nhitng ngudi khac khi lam theo yéu cau,

nhu thé d6 la mét an hué ma ho nong long hoi dap.

Phan kho chiu cta trai nghiém lai nAm & chd

nhling ngusi co6 tai thuyét phuc bam sinh thudng
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khong thé giai thich k§j nang vuot trdéi ctia minh
hodc truyén thu né cho ngusi khac. Anh huéng 1én
ngudi khac la mdt nghé thuat va nhu médt quy tic,
cac nghé silam tot hon nhiéu so véi viéc giai thich.
Hau hét ho khong thé gitp nhiéu cho ching ta -
nhiing ngudsi khdng cod nhiéu sitic hat va tai hung
bién nhung van phai vat 1on v6i thach thic co ban
ctia viéc lanh dao: hoan thanh cong viéc thong qua
nguoi khac. Thach thiic nay khong la gi v6i cac
giam ddc diéu hanh - nhiing ngudi hing ngay phai
tim ra cach dong vién va chi dao mét luc lugng lao
dong mang chil nghia ca nhan cao. Bo bai “Vi toi
la 6ng ch’” da khong con dung dugce. Ngay ca khi
khong lam gidm gia tri va 1am mat tinh than cta tat
cd nhiing ngudi co lién quan, n6d cling khong con
vira van trong thé gigi ma cac nhom da chirc nang,
lién doanh va quan hé déi tac gitra cac cong ty da
x6a mo ranh giGi quyén luc. Trong mot moi trudng

nhu vy, ki nang thuyét phuc tac dong téi hanh vi

17
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ctia ngudi khac tét hon nhiéu so véi cac cau trac

quyeén luc chinh thirc.

Diéu nay dua ching ta vé diém bat dau. Cac
k§ nang thuyét phuc dang trd nén can thiét hon bao
gio hét, nhung lam sao d€ cac nha lanh dao c6 duge
ching néu nhimng ngudi thuc hanh tai nang nhat
khong thé truyén thu lai? Bo la bing cach dua vao
khoa hoc. Nam thép ky qua, cac nha khoa hoc hanh
vi da tién hanh thir nghiém va lam sang té cach thic
nhiing tuong tac nhat dinh khi€n moi ngusi chip
nhin, tuan tha hoac thay déi. Nghién ctu nay chira
kha nang thuyét phuc hoat dong bing cach thu htt
mot s6 lugng gidi han dong luc, nhu cau sau xa clia
con ngudi va lam viéc d6 theo nhiing cach c6 thé
du doan. N6i cach khac, su thuyét phuc duge quan
Iy béi cac nguyén tic co ban co thé day, hoc va ap
dung. Bing cach ndm viing nhitng nguyén tic nay,
cac nha lanh dao c6 thé khién khoa hoc bat ngs

v6i viéc dam béao su déng thuén, chot giao dich va
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dat dugc cac nhugng bd. Trong cac trang tiép theo,
tdi sé mo td sau nguyén tic co ban cta viéc thuyét
phuc va dé xuit mot s6 cach ma cac nha lanh dao

c6 thé ap dung trong té chirc ctia minh.

Nguyén tac thich:
Chung ta thich ngu@i giéng minh.

Ung dung: Kham phé nhiing diém tuong déng
thuc su'va dua ra cac Ii khen chén thanh.

Hién tugng ban 1é dugc biét dén vai tén goi “bira tiéc
Tupperware” la mot vi du song dong cho nguyén
tic nay. Hau hét bira tiéc trung bay cac san phim
Tupperware dugc té chiic bdi mot nit chtt nha,
ngudi nay mai rat nhiéu ban be, hang x6m va ngusi
than dén nha. Tinh cam cta cac vi khach danh cho
ni{t cht nha khién ho c6 xu huéng mua hang cta co

dy - mdt dong luc cho quyét dinh mua hang tai cac
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bita tiéc trung bay da dugc xac dinh bsi mot nghién
citu nam 1990. Hai nha nghién chu, Jonathan
Frenzen va Harry Davis, viét trén tap chi Journal of
Consumer Research, nhan thay su yéu thich ma cac
vi khach danh cho nit cht nha 16n gap doi so véi su
yéu thich danh cho san pham dugc mua. Vi vay, khi
khach tham du bira tiéc Tupperware mua thir gi do,
ho khong chi mua dé 1am hai long ban than, ma con

mua dé€ lam hai long chti nha ntra.

“Chan ly” tai cac bira tiéc Tupperware ciing
dang trong kinh doanh noéi chung: Néu ban muén
gay anh huéng dén ngudi khac, hay thu hat ban be.
Béng cach nao? Nghién ctru ¢6 kiém soat da xac dinh
mot s6 yéu td chic chin lam tang mirc do thich tha,
nhung c6 hai yéu té dic biét ndi bat - su tuong dong
va loi khen nggi. Su tuong dong thuc sy gan két moi
ngudi. Tai mot thit nghiém dugce bao cao trong mot
bai bao trén Journal of Personality nam 1968, nhiing

ngudi tham gia thuc sy ding gan nhau hon sau khi

20
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biét réing ho c6 chung niém tin chinh tri va gia tri xa
hoi. Va trong mdt bai viét trén American Behavioral
Scientists nam 1963, nha nghién ctu F. B. Evans da
stt dung di liéu nhan khau hoc tir ho so ctia cong ty
bao hiém dé chiing minh khach hang tiém nang san
sang mua tu mot nhan vién ban hang tuong dong
v6i ho vé mat tudi tac, ton gido, chinh tri hodc thim

chi c6 cuing théi quen hut thudce 14.

Cac nha quan ly c6 thé st dung diém tuong
dong dé tao quan hé véi ngudi lao dong moi, ngusi
diing dau bo phan khac hodc tham chi véi sép mai.
Cac cudc tro chuyén than mat trong ngay tao co
héi Iy tudng dé ching ta kham pha it nhat mét linh
vuc yéu thich chung, c¢6 thé la mét tha vui nao do,
mot doi bong ré hodc mét tap phim Seinfeld. Diéu
quan trong 1a hay thiét 1ap méi quan hé sém, béi
no tao ra gia dinh vé thién chi va sy tin ciy trong
moi cudc gap gd sau do. Viéc xay dung sy ing ho

cho mét dy an méi sé dé dang hon nhiéu khi nhiing
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ngudi ma ban can thuyét phuc da nghiéng sin vé

phia ban.

Khen nggi - dong co tao ra tinh cadm dang
tin cay khac, vira quyén ri vira x6a bd sy nghi
ngd. Doi khi 16i khen tham chi khong can xting
dang. Trong mot bai viét trén tap chi Journal of
Experimental Social Psychology, cac nha nghién
clru tai Pai hoc Bic Carolina da phat hién ra dan
ong cam thay tuyét nhat vé6i ngusi da khong
ti€c 16i khen ngoi ho, ngay ca khi nhitng nhan
xét do khong dung su that. Va trong cuén sach
Interpersonal Attraction (tam dich: Sy thu hat
gita cac ca nhan) (Addison-Wesley, 1978), Ellen
Berscheid va Elaine Hatfield Walster trinh bay di
liéu thuc nghiém cho thdy nhin xét tich cuc vé
dic diém, thai do hoidc hiéu suit ctia ngudi khac
chéc chin tao ra cam tinh tir phia ngudi do, cling
nhu khién ho sin long lam theo mong mudn ctia

nguoi da dua ra 1oi khen nggi.
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Cung v6i viéc vun dip mot mdi quan hé
tot dep, nhiing quéan ly khéo 1éo cling c6 thé sir
dung 16i khen dé khic phuc mdi quan hé truc
trac hoac khong hiéu qua. Hay tuéng tugng ban
la quan 1y ctia mot don vi c6 quy mo tuong doi
trong té chtic. Cong viéc khién ban thuong xuyén
phai tiép xtc véi mot quan 1y khac - hay goi anh
ta la Dan - mot ngudi khé wa. Du ban cé lam bao
nhiéu viéc cho anh ta di ntra thi cting chua dt.
Té hon nita, duong nhu anh ta khong bao gio tin
ban da lam hét sitc ¢6 thé. Buc bdi vi thai do va su
thi€u tin tudng rd rang nay doéi voi kha nang cling
nhu thién chi ctia minh, ban khong danh cho anh ta
nhiéu thdi gian nhu dang Iy nén thé; két qua la hiéu
suat ctia ca don vi déu di xuong.

Nghién cttu vé 16i khen nggi chi ra mét chién
lugce duy tri mai quan hé. C6 thé kho tim ra, nhung
Dan hén phai c6 diém gi d6 ma ban thuc su ngudng

mo, du do6 la sy quan tam danh cho nhan vién trong
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bd phan, su tdn tam véi gia dinh hay don gian la
dao duc 1am viéc ctia anh ta. Trong lan gip g ti€p
theo, ban hay dua ra nhin xét danh gia cao dic
diém d6. Hay noi ro rang it nhit trong trusng hop
nay, ban coi trong nhiing gi anh ta coi trong. Toi
doan ring Dan sé giam bét su tiéu cuc va cho ban
co hoi thuyét phuc anh ta vé nang luc va y dinh tét

cuia ban.

Nguyén tac cé di cd lai:
Con ngudi dap lai dung thd ho dugc nhan.

Ung dung: Cho di nhitng gi ban muén nhan.

Nhiing 16i khen nggoi c6 thé sé khién Dan cam thay
am long va dugc xoa diu, béi du c6 xau tinh thi anh
ta van la con ngudi, van tuan theo xu huéng chung
clia con nguodi la doi xir véi ngudsi khac theo cach

ho déi xir v6i minh. Néu ting mim cudi véi dong
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nghiép chi vi ngusi 8y cuci véi minh, ban sé biét
cach nguyén tic nay hoat dong.

Cac t6 chirc tir thién dua vao su co6 di ¢o lai dé
gay quy. Vi dy, trong nhiéu nam, Hoi Thuong phé
binh Hoa Ky chi sir dung mét la thu gay quy duoc
viét khéo 1éo mang lai ty 1é phan hoi dang né la 18%.
Nhung khi té chirc bt dau gii kém mot mon qua
nho trong phong bi, ty 1€ phan hdi tang gan gap doi,
1én 35%. Mo6n qua - nhan dia chi da dugc ca nhan
hoa - cuc ky gidn di, nhung viéc nhiing nha tai trg
tiém nang nhan dugc tht gi khong tao nén sy khac

biét, chinh hanh dong gii qua méi tao nén diéu do.

Diéu da dem lai hiéu qua trong bic thu kia
cling dem lai hiéu qua & van phong. Tat nhién, tinh
than 1€ hoi khéng phai la Iy do duy nhat khién nha
cung cdp tang qua cho cac bd phan mua hang vao
dip 1. Nam 1996, cac quan ly mua hang thua nhan
v6i mot phong vién tap chi Inc. ring sau khi nhan

qua tir mot nha cung cép, ho sén sang mua cac san
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pham va dich vu ma néu khong nhin qua thi co 1é
ho da tir chéi. Qua tang cling c6 tac dung dang ngac
nhién doi voi viéc gitt chan. T6i da khuyén khich
doc gia gti vi du vé nhiing nguyén tic gy anh
hudng trong cong viéc hay trong cudc séng ctia ho.
Mot doc gid dang lam nhan vién tai Bang Oregon
da gti cho toi Iy do cd ay cam két véi ngudi giam
sat cia minh:
Ong dy tang qua cho toi va con trai toi vao
dip Gidng sinh, tang qua cho t6i vao ngay sinh
nhat ctia téi. Cong viéc ctia toi khong cé co hot
thang tién, néu muon thi chi cé cach chuyén
sang bo phan khac. Nhung ban than t6i khong
hé muon chuyén. Sép ctia toi sap dén tudi nghi
huu va toi dang nght c6 thé minh sé chuyén di
sau khi 6ng dy nghi... By gid, t6i cam thay co
nghia vu phai 6 lai vi 6ng dy da rdt tot voi toi.
Tuy nhién, xét cho cung, ting qua la mot

trong nhiing “ing dung co ban nhat” ctia quy tic co
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di c6 lai. Khi duge tng dung phtc tap hon, né thuc
su mang lai 1gi thé ngudi di dau cho bt ky quéan ly
nao dang cd gang thtc day thai do tich cuc va cac
moi quan hé ca nhan hiéu qua ¢ van phong: Ngudi
quén 1y c6 thé khoi goi hanh vi ma ho mong mudn
tir dong nghiép va nhan vién bang cach lam mau.
Du la cam giéc tin cdy, tinh than hop tac hay phong
thai dé chiu, cac lanh dao déu nén lam mau hanh vi
ma ho mudn thay tir ngusi khac.

Diéu nay cting dung ddi voi cac quan ly phai
doi mat voi van dé vé cung cap thdng tin va phan
b3 ngudn luc. Néu ban cho mdt dong nghiép dang
thi€u ngudi va thi€u thoi gian mugn nhan vién, kha
nang ban nhan lai dugc su giup ds khi can sé tang
dang ké. Kha nang ay cang tang thém nira néu ban
dap lai khi dugc déong nghiép cam on vi su ho trg,
dai loai rang: “Chac chén roi, toi rat vui vi giap duge
anh. Toi hiéu dugc viéc co thé trong cdy vao su gitp

dd ctia anh khi toi can quan trong nhu thé nao”
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Nguyén tic HIEU UNG LAN TRUYEN:
Moi ngudi nghe theo su dan dat cla
nh{rng ngudi giéng minh.

Ung dung: S’ dung stc manh ban bé
bét ct khi nao co thé.

La nhiing sinh vat xa hdi, cach suy nghi, cAm nhan
va hanh dong ctia con ngudi phu thudc rat nhiéu
vao nhiing ngudi xung quanh. Ching ta biét diéu
nay bang truc giac, nhung truc giac cting da duge
xac nhan bdi thi nghiém, ching han nhu thi nghiém
dugc mo ta lan dau vao nam 1982 trén tap chiJournal
of Applied Psychology. Mot nhém nghién ctru da dén
tung nha & Columbia, Nam Carolina, kéu goi quyén
gop cho mot chién dich tu thién, trung ra danh
sach nhiing cu dan lan cén ciing da quyén gop cho
muc dich nay. Cac nha nghién cttu nhan thidy danh
sach nha tai trg cang dai, khd nang nhiing ngusi

dugc kéu goi cling quyén gop cang cao.
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Do6i véi nhitng ngusi duge tiép cén, tén ban
bé va hang x6m ctia ho trong danh sach giéng nhu
bing chiing xd hoi cho phan ing dugc trong dgi
& ho. Nhung bang ching sé khong du thuyét phuc
néu do 1a tén clia mdt nguoi la. Trong mot thi
nghiém tir thap nién 1960, dugc mo ta 1an dau trén
tap chi Journal of Personality and Social Psychology,
ngudi dan New York dugc yéu cau tra lai mot chiéc
vi bi mat cho chit nhan ctia n6. Ho ¢6 thé rat co
gang tra lai vi khi biét mot ngudi New York khac
tru6e doé da cd gang lam nhu vay; nhung néu do la
mot ngusi nuéc ngoai thi quyét dinh ctia ho khong
bi anh huéng 1am.

Bai hoc cho cac nha lanh dao ti hai thir
nghiém nay la su thuyét phuc c6 thé cuc ky hiéu
qua khi dén tir dong nghiép. Khoa hoc hé trg diéu
ma hau hét cac chuyén gia ban hang déu da biét:
Loi chting thuc tr nhitng khach hang hai long ¢o

hiéu qua nhat khi ho va khach hang tiém nang cé
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cung hoan canh. Bai hoc d6 c6 thé gitip mot quan Iy
doi mat véi nhiém vy thuyét phuc moi ngudi di theo

mot sang kién mdi clia cong ty.

Hay tudng tugng ban dang c6 gang sip xép
hop 1y quy trinh lam viéc ctia bd phan minh. Mot
nhoém nhén vién ky cuu dang chua dong tinh. Thay
vi tu minh ¢6 gang thuyét phuc nhan vién, ban hay
nho mot ngudi cii ing ho sang kién phat biéu y kién
tai cuoc hop nhom. Chiing nhén ctia ngusi dong doi
c6 kha nang thuyét phuc nhém tét hon nhiéu so véi
mot bai phat biéu khac ctia ban. N6i mot cach don
gidn, viéc gay anh huéng thuong dugc st dung tot

nhit theo chiéu ngang thay vi chiéu doc.
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Nguyén tac nhat quan:
Moi ngudi tuan thd cac cam két
ré rang clia minh.

Ung dung: Hay khién cam két cua ngudi khac
trd thanh chu déng, céng khai va tu' nguyén.

Thich la mét dong luc manh mé, nhung viéc thuyét
phuc khong chi don gian la khién moi ngudi c6 cam
tinh vé6i ban, ¥ tuéng hodc san phadm ctia ban. Moi
ngudi khong chi can thich ban ma con phai cam
thdy gin két v6i nhitng gi ban mudn ho lam. Lam
diéu tét cho ai do 1a mot cach dang tin ciy dé khién
ngudi ta cdm thay c6 nghia vu véi ban. Mot cach

khac la gianh dugc cam két cong khai tir ho.

Nghién citu ctia toi chiing minh rang, khi da
c6 lap truong hoac chinh thirc ing hd mot quan
diém, hau hét moi ngudi sé gin bo véi nod hon.
Cac nghién ctu khac cting c¢6 phat hién nay va

ti€p tuc chi ra ngay ca mot cam két nho, tudng
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nhu tam thudng ciing c6 thé tic dong manh mé
dén cac hanh dong trong tuong lai. Trong mot bai
vi€t nam 1983 trén tap chi Personality and Social
Psychology Bulletin, cac nha nghién cttu Israel da
thuét lai viéc ho dé nghi mdt nira cu dan ctia mot
khu phtic hop 16n ky vao ban kién nghi ting ho
thanh l1ap mot trung tam giai tri cho ngudi khuyét
tat. Vi dong co 1a tot con yéu cau thi nhd, nén
hau hét nhitng ngusi dugce dé nghi déu dong y ky.
Hai tuan sau, vao Ngay Qudc gia danh cho ngudi
khuyét tit, ho dén quyén tién tai tit ca cac gia

dinh & khu phtc hop.

Hon mot nta s6 ngudi khéng duge yéu cau
ky tén vao ban kién nghi da dong gop. Con doi véi
nhiing ngudi da ky, ty 1€ quyén tién la mdt con s
dang kinh ngac, 92%. Cu dan ctia khu dan cu cam
thay c6 nghia vu phéi thuc hién cam két ctia minh vi
cam két do la chii dong, cong khai va tu nguyen. Ba

dic diém nay dang dugc xem xét riéng biét.
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Bing ching thuc nghiém manh mé cho thdy
lua chon dugce dua ra mdt cach chit dong - dugc
noi 16n 1én, viét ra hodc lam ro - ¢6 nhiéu kha nang
dinh huéng hanh vi trong tuong lai ctia ai d6 hon
la mot lya chon khong duge noi ra. Trong bai viét
nam 1996 trén Personality and Social Psychology
Bulletin, Delia Cioffi va Randy Garner da mo ta mot
thi nghiém trong d6 mot nhom sinh vién dai hoc
dugc yéu cau dién mot mau in sén ndi rang ho mudn
tinh nguyén tham gia du an gido duc phong chéng
AIDS & cac truong cong lap. Sinh vién trong mot
nhom khac cling tham gia du an nay bang cach dé
trong dong biéu mau ghi ho khong mudn tham gia.
Vai ngay sau, khi tinh nguyén vién bao cdo nhiém
vy, 74% ngudi tham gia 1a sinh vién trong nhom thé
hién cam két bang cach dién mau don.

Ham y & day rat ro rang ddi véi quan Iy mudn
thuyét phuc cip dudi nghe theo mot s6 hanh dong

cu thé: Hay lam thanh van ban. Gia s ban mudn
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nhan vién gii bado cao kip thsi hon. Khi ban tin
minh da dat dugc thda thuin, hay yéu cau nhan
vién d6 tom tat thoa thudn trong mot ban ghi nhé
va gii lai cho ban. Bang cach lam nhu vay, kha
nang ngudi do thuc hién ding cam két sé tang 1én,
béi quy luat la moi ngudi sé song theo nhiing gi ho

da viét ra.

Nghién cttu vé cac khia canh xa hoi ctia cam
két cho thay cac tuyén bé bang van ban tham chi
con ¢6 hiéu luc manh mé hon khi ching dugc cong
khai. Trong mot thi nghiém kinh dién, mo ta vao
nam 1955 trén tap chi Journal of Abnormal and
Social Psychology, sinh vién dai hoc duge yéu cau
u6ce tinh do dai cta cac dong dugc chiéu trén man
hinh. Mot s6 duge yéu cau viét dap an 1én mot td
gidy, ky tén va dua lai cho ngudi lam thi nghiém.
Nhing ngudi khac viét 1én bang xb6a dugc va xbda
ngay sau khi viét ra. Mot s6 ngudi khac nita dugc

huéng dan gitr dap an cho riéng minh.
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Sau do, cac nha nghién cttu cho ca ba nhom
thay bang ching rang nhiing lya chon ban dau cta
ho c6 thé da sai. Nhiing sinh vién chi gitr lya chon
trong dau la nhimg ngudi c¢6 nhiéu kha nang xem
xét lai nhat. Sinh vién trong nhém da viét ra dap
an va ngay lap tic x6a chung di trung thanh voéi
suy doan dau tién cta minh hon. Nhung dac biét,
nhitng ngudi trung thanh nhat véi dap an ban dau
la nhiing ngudi da ky va giao ching cho cac nha
nghién ctu.

Thi nghiém nay lam néi bat mitc d ma hau
hét moi ngusi mong gitr duge sy nhat quan truée
ngudi khac. Hay xem xét lai vdn dé ctia nhan vién
ndp bao cao mudn. Nhin thirc duge sttc manh ctia
mong muon nay, sau khi da thuyét phuc thanh cong
anh ta vé su can thiét phai kip thsi hon, ban nén
cting ¢d cam két bang cach dam bao néd dugc cong
khai. Mot cach dé lam viéc nay la giti cho nhan vién

mot e-mail c6 ndi dung “T6i nghi ké hoach ctia ban
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chinh 1a th& chting tdi can. T6i da dua no6 cho Diane
ctia bo phan san xuat, Phil ctia bo phan vin chuyén
va ho cling cho ring nhu thé 1a ding muc tiéu” Du
nhiing cam két dugc chinh thitc héa theo cach nao,
ching cling khéng bao gi¢ dugc giong nhu nhing
“chi tiéu cia Nam méi” - thit ma moi ngusi am tham
dua ra roi dm tham tir bd ma khong ai biét. Ching

phai dugc thuc hién cong khai va thiy dugc.

Hon 300 nam tru6c, Samuel Butler da viét
mot cap cau giai thich ngan gon ly do tai sao cam
két phai mang tinh ty nguyén thi méi ton tai lau dai
va hiéu qua: “Ngudi nao tuéan theo diéu khong xuit
phat tir y muén/Van sé nghe theo y kién ctia ban
than” Néu mot cam két bi ép budc, cudng ché hoac
ap dat tu bén ngoai, né tré thanh mot ganh nang
khong mong muon. Hay nghi xem ban sé phan tng
thé nao néu bi sép gay ap luc budc phai quyén gop
cho chién dich tranh cir ctia mét Gng ct vién chinh

tri. Viéc nay c6 lam tang kha nang ban sé bau chon
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cho Gng cit vién d6 trong phong bd phiéu khong?
Cau tra 16i la khong. Trén thuc té, trong cuon sach
Psychological Reactance (tam dich: D6i khang tam 1y)
(Academic Press) dugc viét vao nam 1981 ctia minh,
Sharon S. Brehm va Jack W. Brehm trinh bay dit liéu
cho thdy kha nang ban sé bo phiéu ngugc lai chi dé

thé hién sy bat binh truée su ép budc ctia sép.

Loai phan ting ngugc nay cling c6 thé xay ra
6 van phong. Hay tré lai v6i nhan vién thudng ndp
béao cao tré. Néu ban mudn tao ra thay ddi lau bén
trong hanh vi cia ngu¢i nay thi nén tranh st dung
cac chién thuat de doa hoac gay ap luc dé budc anh
ta tudn tha. Anh ta c6 thé coi bat ky thay déi nao
trong hanh vi cia minh la két qua ctia sy de doa thay
vi mot cam két thay déi ca nhan. T6t hon ban nén
xac dinh diéu ma nhén vién nay thuc sy danh gia
cao & noi lam viéc - c6 thé la tay nghé chat lugng
cao, hoidc tinh than dong doi - sau d6 md ta viéc bao

cao kip thoi phu hop véi cac gia tri d6 nhu thé nao.
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Nhu thé, nhan vién no c6 1y do dé tu cai thién. Va béi
tu nguyén, hanh vi ctia anh ta sé tiép tuc dugc dan

dat ngay ca khi ban khong trong chung.

Nguyén tac tham quyén:
Moi ngudi nghe I8i clia chuyén gia.

Ung dung: Hay thé hién chuyén mén cUa ban,
dirng y y rang "hiiu xa tu' nhién huong”

2.000 nam trudc, nha tho La Ma Virgil da dua ra
16i khuyén don gian cho nhitng ngudi tim cach lua
chon chinh xac rang: “Hay tin mdt chuyén gia.” Loi
khuyén doé cé thé la tot hodc khong tot, nhung nhu
mot mo ta vé nhiing gi moi ngudi thuc sy lam, diéu
nay khong thé dung hon nra. Vi dy, khi phuong
tién truyén thong bao chi dang tai quan diém cta
mot chuyén gia c6 tiéng vé mot chi dé, quan diém

ay c6 tac dong rat 16n t6i du luin. Theo nghién
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ctru duge dang trén Public Opinion Quarterly nam
1993, mot diém tin vé quan diém chuyén gia trén
New York Times thoi da thay déi duge 2% du luan
trén toan quoc. Va trén tap chi American Political
Science Review nam 1987, cac nha nghién ctru phat
hién ra khi quan diém ctia chuyén gia dugc phat
trén truyén hinh quéc gia, du luin thay ddi téi
4%. Nguoi hay hoai nghi c6 thé cho ring nhing
phat hién nay chi minh hoa cho su ngoan ngoan
phuc tung cta cong ching. Nhung mot 16i giai
thich cong bing hon 1a trong bdi canh cudc séng
duong dai v cung phtc tap, mdt chuyén gia dugc
lya chon cdn than sé dua ra su hd trg co6 gia tri va
httu ich cho nhiing quyét dinh dung din. That vy,
mot s6 cau hoi, du vé van dé phap Iy, tai chinh, y té
hoac céng nghé, doi hdi phai ndm viing rat nhiéu
ki€én thtc chuyén moén méi c¢6 thé tra 16i, ching
ta khong c6 lya chon nao khac ngoai dua vao cac

chuyén gia.
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Vi ¢6 Iy do chinh dang d€ nghe theo chuyén
gia, cac nha lanh dao nén nd luc dé dam bao ho
da xay dung kién thitc chuyén moén cho riéng minh
tru6c. C6 mot diéu ngac nhién la nhiéu ngusi
thuong 1am tuéng rang ngusi khac cong nhan va
danh gia cao kinh nghiém cta ho. b6 la nhitng gi
da xay ra tai mot bénh vién noi tdi va mot s6 dong
nghiép dén tu van. Cac nhan vién vat 1y tri liéu that
vong vi rat nhiéu bénh nhan dot quy tirbo thoi quen
tap thé duc ngay khi réi bénh vién. Du cac nhan
vién nhan manh tam quan trong cta viéc tap thé
duc tai nha thuong xuyén dén mic nao di chang
niia - no thuyc sy rat quan trong ddi véi qua trinh
phuc hdi lai chitc nang doc 14p - thong diép nay van
chéng tham dugc vao dau.

Viéc phong van mdt s6 bénh nhan da gitp
chuing toi xac dinh ro van dé. Bénh nhan khong con
xa la v6i nén tang va su dao tao ctia bac si, nhung

biét rat it vé chiing chi ctia cac bac si vat 1y tri liéu
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dang thtc giuc ho tap thé duc. Khic phuc tinh
trang thi€u thong tin nay kha don gian: ching toi
yéu cau giam ddc phong tri liéu trung bay tat ca giai
thudng, bing cap va ching chi ctia nhan vién dudi
quyén 1én tuong cac phong tri liéu. Két qua that
dang kinh ngac: viéc tuan tha tip thé duc da tang
34% va chua tung giam ké tur do.

Diéu khién chting t6i vo cung hai long khong
chi la tang dugc viéc tuan tht ma con & cach thic
thuc hién viéc do. Chling tdi khong Itra bat ky bénh
nhan nao. Ching t6i chi dua ra thong tin dé ho tuan
thi. Chang t6i khong phai phat minh ra thir gi; cling
khong phai bd ra thoi gian hodc ngudn luc nao cho
qua trinh nay. Chuyén mon cia nhan vién la c6 that
- tdt ca nhling gi chung t6i phai lam 1a khién chiung
tré nén dé thay hon.

Nhiém vu danh cho cac quan 1y mudn xac lap
tuyén bo vé chuyén mon c6 phan kho khan hon.

Ho khong thé cit thé trung bay van bing ctia minh
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1én tuong va chd moi ngusi chia y. Ho can thém
mot chat tinh té€. Bén ngoai nuéc M§, moi ngudi
thuong danh thai gian tuong tac xa hoi trude khi
bit tay vao cong viéc kinh doanh lan dau tién. Ho
thuong gap gd an t6i vao dém trude cudc hop hoic
cudc dam phan. Viéc gap g& nhu vdy co thé gitp
cac cudc thao luan tré nén dé dang hon va xéa bd
bt dong - hay nhé nhiing diém chung vé su thich
va su tuong dong - va ching c6 thé tao co hoi dé
ban ching minh kién thitc chuyén mon. Co 1é ban
nén ké modt cau chuyén giai quyét thanh céng van
dé tuong tu nhu van dé sé duge ban dén trong cudc
hop ngay hom sau. Hoic bita tdi c6 1€ sé duge danh
dé mo ta khoang thdi gian bo ra dé thanh thao méot
k§ nang phirc tap - khong phai theo cach khoe
khoang ma 1a mdt phan ctia cudc trod chuyén cho-

va-nhan thong thudng.

bung la ban khong phai lic nao cling c6 thoi

gian cho cac phién gigi thiéu dai. Nhung ngay ca
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trong qua trinh tro chuyén so bd truée hau hét cac
cudc hop, ban thuong c6 co hoi dé gidi thiéu so qua
vé nén tang va kinh nghiém c6 lién quan ctia minh
nhu mot phan tu nhién cta cudc trao déi xa giao.
Viéc tiét 16 thong tin ca nhan ban dau nhu vay gitp
ban c6 co hoi sém chiing minh kién thitc chuyén
moén, dé€ khi cudc thio ludn chuyén sang van dé

kinh doanh, nhiing gi ban noi s€ dugc ton trong.

CAC CHUYEN GIA THUYET PHUC CUOI CUNG

CUNG BUQC AN TOAN

Nho nhiéu thép ky nghién ctu thuc nghiém
nghiém ngat ctia cac nha khoa hoc hanh vi,
hiéu biét ctia chung ta vé cach thic va Iy do
thuyét phuc chua bao gié rong hon, sau hon
va chi ti€t hon lic nay. Nhung cac nha khoa
hoc &y khong phai 1a nhiing ngudi tién phong.
Lich st nghién ctu vé sy thuyét phuc la mot

lich strlau doi va dang tran trong, né da tao ra
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mot danh sach dai cac anh hung cung nhitng
nguoi “tr vi dao”

Mot nha nghién ctru néi tiéng vé tac dong xa
hoéi, William McGuire, tranh luén trong mot
chuong ctia Handbook of Social Psychology
(tam dich: S6 tay Tam Iy Xa hoi), &n ban lan 3
(Nha xudt ban DPai hoc Oxford, 1985), ring rai
rac trong hon bon thién nién ky lich st phuong
Tay dugc ghi lai la bon thé ky ma nghién ctu
vé su thuyét phuc da dugce phat trién nhu mot
nghé. Lan dau tién la Thai dai ctia Pericles &
Athens ¢6 dai, 1an thir hai x4y ra trong nhiing
nam ctia Cong hoa La M4, lan ti€p theo vao
thoi Phuc hung chau Au va 1an cuéi cing kéo
dai hon 100 nam vtra két thic, chiing kién su
ra doi clia nhitng chién dich quang cao, thong
tin va truyén théng dai chting quy md 16n.
Trong ba thé ky nghién ctru vé su thuyét phuc
c6 hé thong trude, moéi thé ky déu duge danh
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dau bang viéc thanh tyu cao ngit ngudng
dot nhién bi “chan ding” khi gi¢i cAm quyén
ra 1énh ha sat nhiing bac thay thuyét phuc.
Triét gia Socrates c6 1é la ngudi ndi ti€ng nhat

trong s6 cac chuyén gia da chong tra lai.

Théng tin vé qua trinh thuyét phuc la mot
mdi de doa vi nd tao ra mot co sd quyén luc
hoan toan tach biét v6i co sé quyén luc do
co quan chinh tri kiém soat. P&i mat vi mot
ngudn ddi thtt ¢6 tam &nh hudng, cac nha
cam quyén trong nhimng thé ky truéc khong
mdy e ngai vé viéc loai bo cac ca nhan hiém
hoi thuc su hiéu cach diéu khién nhiing stc
manh ma cac nhan vat chép bu chua tung
kiém soat dugc, chdng han nhu ngon ti khéo
léo, thong tin co6 chién luge va quan trong

nhat 1a sy thau hiéu tam ly.

Co 1€ sé la qua tin vao ban chat con ngudi khi

tuyén bo cac chuyén gia thuyét phuc khong
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con phai d6i mat véi méi de doa tir nhiing
ngudi ndm quyén lyc chinh tri. Nhung vi sy
that vé thuyét phuc khong con la s& hitu
duy nhét ctia mot vai ca nhan xuat sic dugc
truyén cam hiing, c6 1€ cac chuyén gia trong
linh vuc nay c6 thé dé thd hon mot chit. That
vy, vi hau hét nhiing ngudi ndm quyén déu
quan tam dén viéc duy tri quyén luc, ho quan
tam dén viéc c6 dugce cac ky nang thuyét phuc

hon la “tht tiéu” ching.
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Nguyén tic cla su khan hiém:
Moi ngudi mudn nhiéu han thirho cé it.

Ung dung: Lam néi bét céc Igi ich déc ddo
va théng tin déc quyén.

R4t nhiéu nghién cru da cho thiy cac mit hang va
co hdi dugc coi 1a co gia tri hon khi s6 lugng ciia
chang it di. bay la thong tin cuc ky hitu ich cho cac
nha quan 1y. Ho c6 thé khai thac nguyén tic khan
hiém véi sy tuong duong vé mit té chic cta cac
hinh thirc chao hang c6 thoi han, nguon cung co
han va duy nhat. Thong bao thanh thuc cho dong
nghiép vé mot co hoi hi€ém - chéng han nhu co hoi
dugc sép quan tam truée khi ¢6 ay di du lich dai
ngay - c6 thé khuyén khich hanh déng mot cach

an tugng.

Cac nha quan ly c6 thé hoc hoi cach chét don
tr cac nha ban lé: khong phai ngusi ta co thé dat

dugc gi ma sé mat gi néu khong hanh dong dua trén
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thong tin. Stic manh ctia néi sg “danh mat” da dugce
chiing minh trong mot nghién ctu nam 1988 vé cac
cht nha ¢ California dugc dang trén tap chi Journal
of Applied Psychology. Mot nira s6 chit nha tham gia
dugc cho biét néu cach nhiét hoan toan cho ngodi
nha, ho sé tiét kiém dugc mot khoan tién nhat dinh
mdi ngay. Mot ntra con lai duge cho biét néu khong
cach nhiét, ho sé mit chung dé tién moéi ngay. Két
qua la s6 ngudi lua chon cach nhiét nhiéu hon dang
ké khi nghe dén viéc bi mat tién. Trong kinh doanh
cting vdy. Theo mot nghién cru nam 1994 trén tap
chi Organizational Behavior and Human Decision
Processes, nhitng tén that tiém an tac dong dén qua
trinh ra quyét dinh cta cac nha quan 1y nhiéu hon
nhiéu so v6i 1gi nhuén tiém nang.

Khi xay dung dé nghi, cac nha lanh dao nén
nhé rang thong tin déc quyén co stic thuyét phuc
hon dir liéu c6 sdn khip noi. Amram Knishinsky,

mot nghién ciru sinh tién si ctia toi, da viét luan an
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nam 1982 vé quyét dinh mua ban cia nhitng ngusi
mua si thit bo. Cau quan sat thdy ho tang hon gap
do6i don dat hang khi duge thong bao do diéu kién
thoi ti€t nhit dinh 6 nuéc ngoai, cd6 kha nang xay
ra tinh trang khan hi€m thit bo nhap khiu trong
tuong lai gan. S6 don dit hang con tang dén 600%
khi ho dugc thong béo ring chua ai khac biét thong
tin nay.

Kha nang thuyét phuc ctia tinh doc quyén co
thé dugc khai thac béi bat ky quan 1y nao sé hiru
thong tin khong dugc phé bién rong rai va ho trg y
tudng hodc sang ki€n ma ho muon t6 chirc ap dung.
Lan téi khi loai thong tin d6 xuat hién trén ban lam
viéc ctia ban, hay tap hgp nhing vi tri quan trong
trong t6 chtic. Ngay ca khi ban than thong tin co vé
té nhat, tinh ddc quyén sé mang lai cho n6é mot vé
dep dac biét. Hay dua no ra va néi: “Toi vira nhan
dugc bao cao nay hom nay. Phai sang tuan moi

dugc cong bo, nhung téi mudn cho cac ban xem
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tru6e” Sau do, hay quan sat ngudi nghe cia ban

ruén ngudi vé phia trude.

Cho phép to6i nhdn manh & day mot diém can
phaéi rd rang. Ban khéng nén cung cap thong tin ddc
quyén, khong khuyén khich “hanh dong ngay hoic
sé bo 16 co hoi mai mai” tru khi thong tin la xac
thyc. Viéc lta dong nghiép lam theo ¥ minh khong
chi dang trach vé mit dao dic ma con la diéu ngu
ngoc. Néu su Itra d6i bi phat hién - chic chic kim
trong boc sé ¢ ngay 10i ra - sy nhiét tinh ban dau
danh cho 16i dé nghi sé bi dap tat, rdi gy ong sé
dap lung 6ng. Hay nhé quy tic co di co lai.

K&t hgp tat ca vdinhau
Sau nguyén tic thuyét phuc ndy chéng c6 gi kho
hiéu hay mo ho. Thit vy, ching hé thdng hoa gon

gang hiéu biét truc giac ctia ching ta vé cach moi
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ngudi danh gia thong tin va hinh thanh quyét dinh.
Do d6, hau hét moi ngudi déu dé dang nidm bat
dugc cac nguyén tic, ngay ca nhiing ngudsi khong
dugc dao tao chinh quy vé tam 1y hoc. Nhung qua
cac cu0Oc hoi thao da thuc hién, t6i nhin ra c6 hai

diém dugc nhian manh nhiéu lan.

Dau tién, mic du sau nguyén tic va cac tng
dung ctia chng c6 thé dugc thao ludn riéng dé lam
r6 rang hon, nhung chiing nén dugc ap dung két
hop dé tao ra tac dong. Vi dy, khi thdo luin vé tam
quan trong ctia chuyén mon, tdi dé nghi cac quan
1y st dung nhiing cudc tro chuyén xa hoi than mat
dé thiét 1ap thong tin xac thuc. Cudc tro chuyén
do6 con tao co hdi dé ho thu thip cling nhu truyén
dat thong tin. Trong khi cho ngudi cung an téi thay
ban c6 ky nang va trai nghiém cac yéu cau vé van
dé kinh doanh, ban ciing c6 thé tim hiéu vé 1y lich,
s6 thich va sé ghét clia nguosi nay - thong tin sé

gitip ban xac dinh nhiing diém tuong dong thuc su
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va dua ra 16i khen chéan thanh. Bing cach thé hién
kién thitc chuyén mon va thiét 1ap méi quan hé, ban
sé tang gip doi stc thuyét phuc ctia ban than. Va
néu thanh cong trong viéc dua déi tac clia minh
vao cudc, ban ciing c6 thé khuyén khich ngudi khac
tham gia, nhé vao stc manh thuyét phuc ctia bang
chiing x4 hoi.

Mot diém khac ma tdi mudn nhan manh la cac
quy tic dao dic ap dung cho khoa hoc xa héi nhu
cach chang ap dung cho bat ky ky thuit nao khac.
Viéc ltra d6i hoac gai bay ngudi khac khong chi sai vé
mat dao dic ma con la hanh dong dai dot. Cac chién
thuat khong trung thuc hoac gay ap luc cao néu co
tac dung thi cling chi trong thdi gian ngan. Va chting
chic chén dé lai tac dong ac tinh lau dai, dac biét 1a
trong mot t6 chtic khong thé hoat dong binh thuong

khi khong c6 nén tang tin cay va hop tac.

biém nay dugc thé hién mot cach sinh dong

trong tuong thuit sau day, dugc truéng bd phan
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ctia mot nha san xuat dét may 16n ké lai trong mot
héi thdo dao tao ma tbi da td chic. Co &y md ta mot
pho cht tich trong cong ty ctia minh - nguci da
thao ting cam két cong khai tir cac truéng bo phan.
Thay vi cho cap du6i thoi gian ban ludn hoidc suy
nghi k§ ludng vé cac dé xudt ctia minh, anh ta ti€p
cin riéng tung ngudi vao thoi diém ho ban rén nhat
trong ngay va mo ta nhiing lgi ich ké hoach theo
cach khién ngudi ta mét moi, mat kién nhan. Sau
do, anh ta tung ra don quyét dinh. “Viéc c6 dugc
anh trong nhom ctia toi cho vin dé nay rit quan
trong doi vé6i toi,” anh ta ndi. “To6i c6 thé tin vao su
hé trg ctia anh khéng?” Bi doa dam, mét moi, chi
mudn dudi ngudi nay di cho nhanh dé c6 thé quay
tro lai lam viéc, cac truéng bo phan luén lam theo
yéu cau ctia anh ta. Nhung bdi cac cam két khong
dugc tu nguyén dua ra, cac truéng bo phan khong
bao gio tuan theo, va két qua la cac sang kién cta
pho chi tich déu that bai.
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Cau chuyén nay da tac dong siu sic dén
nhiing nguoi tham gia khac trong hdi thao. Mot s6
nuot nudc bot khi nhan ra hanh vi thao ting cta
chinh minh. Nhung diéu khién moi ngudi khung lai
la nét mit ctia truéng bd phan khi ¢6 dy ké lai su sup

d6 tai hai ctia cac dé xuat tur cap trén. Co ay cudi.

T6i khong thé noi gi dé nhan manh hiéu qua
hon cho quan diém ring, viéc stt dung thit doan ltra
doi hodc ép budc cac nguyén tic tac dong xa hoi
vlra sai vé mat dao diic vira uong nganh vé mét thuc
dung. Tuy nhién, néu dugc ap dung mét cach thich
hop, cac nguyén tic tuong tu co thé dinh huéng
chinh xac nhiing quyét dinh. Chuyén moén hop
phap, bén phén thuc sy, diém tuong dong xac thuc,
béng chiing xa hdi thuc, tin ticc déc quyén va cam
két dugce dua ra mot cach tu nguyén co thé tao ra
cac lya chon c6 kha nang mang lai lgi ich cho ca hai
bén. Va bat ky céach ti€p cén nao dem lai dugc lgi

ich chung cho moi ngudi déu 1a tét, ban c6 nghi vy
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khong? Tat nhién, t6i khong mudn ép ban, nhung
néu ban dong y, toi sé rat vui néu ban cé thé ghi lai

cho t6i mdt ban ghi nhé vé tac dong do.

ROBERT CIALDINI la tac gia cudn Influence and Presuasion: A Revolution
Way to Influence and Persuade (tam dich: Gay anh hudng va thuyét phuc:
Phuong phap cach mang dé gay dnh huéng va thuyét phuc) (Simon &
Schuster, 2016). Ong 1a Gi4o su danh du ciia Regents vé Tam ly hoc va
Marketing tai Pai hoc Bang Arizona, dong thdi la chu tich kiém giam doc
Diéu hanh ctia INFLUENCE AT WORK, mét cdng ty cht chét va dao tao

toan cau.
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Ba diéu ma cac
quan ly nénlam
moi ngay

linda A. Hill va Kent Lineback



(44 hi nao chiing t6i phai lam tat ca nhiing
dieu d6?” b6 la cau hdi ma chiing toi
ién tuc nhan dugc tu cac quan ly méi

- nhitng ngudi maGi nhan vi tri chi vai tuan hodc vai

thang, khi mo ta ba hoat dong chinh ma ho nén tap

trung dé€ trd thanh nha lanh dao thanh cong: xay
dung long tin, xay dung doi ngii va xay dung mang
lu6i rong 16n hon. Vé6i su that vong, hau hét ho déu
nhan thay minh hi€m khi két thiic mot ngay & vi tri
méi ma hoan thanh hét duge nhiing gi da dinh lam.

Ho danh phan 16n thoi gian giai quyét cac van dé

khong ludng truée va ddm bado nhoém ctia minh thuc

hién cong viéc dang thaéi han, vira theo ngan sach
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vira dat tiéu chudn. Ho cam thay mat kiém soat mot
cach tuyét vong vi nhiing gi cdp bdach - cong viéc
héng ngay, dudng nhu luon 1an at nhiing gi quan
trong - cong viéc ctia ho véi tu cach la ngusi quan

ly va lanh dao.

Vi vdy, ho 1an 1ia vi cho ring chung to6i khién
danh sach viéc can lam cta ho tham chi con dai
thém. Va nhiing yéu t6 quan trong nay (ching toi
goi la “Ba ménh lénh cta Lanh dao va Quan ly”)
khong dat dugc mot cach nhanh chéng va dé dang
- chting rét can thiét va co ban dé mot ngusi c6 thé
hoat dong hiéu qua véi tu cach moét lanh dao. Va
day laly do:

Xdy dung long tin. V& co ban, lanh dao thanh
cong lién quan dén viéc tac dong duge dén ngudi
khac, va long tin 1a nén tang ctia moi kha nang ban
tac dong dugc dén nguai khac. Ban khong thé tac
doéng dén bat ky ai khong tin tuéng ban. Vi vy,

ngudi quan 1y phai nd luc nudi dudng long tin cta
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nhiing ngusi ma ho lam viéc cung. Ho lam diéu do
bing cach thé hién hai thanh phan co ban cta sy
tin nhiém: nang lyc va tinh cach. Nang luc khong co
nghia 1a tré thanh chuyén gia trong moi cong viéc
ctia nhém; n6 c6 nghia la da hiéu biét vé cong viéc
dé dua ra quyét dinh viing chic va cé can dam dé
dit cau hoi trong nhiing linh vuc ma ho c6 it hiéu
biét hon. Tinh cach c6 nghia la dua ra quyét dinh va
hanh dong dua trén cac gia tri vugt ra ngoai sy tu
lgi ca nhéan, dong thoi thuc sy quan tam dén cong
viéc, khach hang (ndi b hodc bén ngoai) ma cong
viéc ctia ho huéng t6i cling nhu dén nhiing ngusi
thue hién cong viéc. Néu moi ngudi tin tudng vao
nang luc va tinh cach ctia ban, ho sé tin ban lam
diéu dung dan.

Xay dung mot doi ngu thuc su va qudn ly thong
qua dé. Mot ddi ngt hiéu qua duge gin két véi nhau
bdi mot muc dich chung, thuyét phuc, dua trén cac

gia tri dugc chia sé. Trong mot doi ngti chan chinh,
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moi quan hé gitta cac thanh vién bén chit dén mic
ho thuc su tin ring tat ca sé cung nhau thanh cong
hoac that bai va khong ca nhan nao c6 thé chién
thang néu nhom that bai. Bén canh muc dich va gia
tri, cac doi ngi manh con c6 nhiing quy tic gin két:
hiéu rd va hiéu ngadm vé cach thanh vién phéi hop
cung nhau. Vi dy, loai mau thuan nao dugc phép va
khong dugc phép? Cac lanh dao thong minh ddm
béo tit ca cac yéu td tao nén mot doi ngl thuc su -
muc dich, gia tri, quy tic - va sau d6 quan Iy thong
qua nhom. Vi vay, thay vi n6i “Hay lam di, vi toi la
chit” ho noéi: “Hay lam vi nhom,” cach ti€p can nay
manh mé hon nhiéu. Trong mdt d6i nga thuc sy, cac
thanh vién sé coi trong tu cach thanh vién va né luc
hét minh dé khong khién dong doi that vong. Nha
lanh dao théng minh xdy dung va st dung nhiing

moi quan hé manh mé nay dé dinh hinh hanh vi.

Xdy dung mang ludi. Méi doi ngli déu phai dua

vao su ho trg, cong tac ctia nhiing ngudi va nhém
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bén ngoai. Cac lanh dao nhém hi€u qua ludn cha
dong xay dung va duy tri mang luéi nhitng ngudi bén
ngoai nay, khong chi bao gébm nhitng ngudi can thiét
cho cong viéc ngay hom nay ma ca nhitng ngusi ma
nhom sé can dé dat duge muc tiéu trong tuong lai.
Chéc chan day 1a ménh 1énh gay kho nhét cho cac
nha quan Iy méi. Ho nghi “xay dung mang lu6i” 1a mot
dang chinh trj t6 chic, yéu cau ho phai gia vé thich
ai do chi vi mudn thtr gi do tir ngusi nay. Ho ¢6 ging
vuot lén trén nhiing thir d6. Nhung than 6i, khi lam
nhu thé, ho han ché mot cach khong can thiét kha
nang gay anh huéng dén ngudi khac vi muc tiéu tot
ctia chinh ho 1an ddi ngii ctia ho. Viéc xay dung mot
mang ludi co thé 1a hanh dong van dong mang tinh
chinh tri, nhung n6 khéng nhat thiét néu ho lam diéu
doé moét cach trung thuc, ¢6i mé va véi muc dich thuce

su la tao ra cac méi quan hé c6 lgi cho ca hai bén.

Tai day, sau khi dé cap dén nhitng ménh l1énh

nay, chung t6i nghe thdy cau hoi: “Khi nao chiing
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toi nén xay dung long tin, doi ngl va tao ra mot
mang luéi? Lam sao dé ching tdi lam diéu do trén
tdt ca moi thir khac ma chiing t6i phai lam?”

Cau trd 16i cia chung t6i la “Ba ménh 1énh” va
tat ca nhiing gi m6i ménh 1énh cu thé hoéa thanh
khong phai la nhitng nhiém vu réi rac dé€ ban dua
vao danh sach phai lam. Thay vao do, cac lanh dao
manh mé, hiéu qua sé quan Iy va dan dit cong viéc
héng ngay. Ho 1am diéu nay theo cach ho dinh nghia,
chi dinh, cu truc, trao déi, danh gia va noi chung la
hu6ng dan cong viéc do. Ho 1a nhing bac thay trong
viéc st dung cdng viéc hang ngay va cac khing
hoang khong thé tranh khoi dé thuc hién cong viéc

ctia minh v6i tu cach nha quan ly va lanh dao.
Ho lam diéu nay nhu thé nao?

Ho xay dung long tin bang cach tan dung co
hoi dé chiing to kha nang ctia minh trong céng viéc

héng ngay, bang cach dat cac cau hdi tim hiéu thong
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tin va dua ra nhitng goi y sdu sic. Ho st dung cac
quyét dinh va lya chon hang ngay dé minh hoa gia
tri clia ban than, bay t6 su quan tam déi vi nhiing
ngudi lam viéc cho ho hoac nhiing ngudi ma nhém
nd luc d€ phuc vu. Ho boc 16 ban than khong phai
theo cach tu cao ty dai, ma thé hién nhiing gi ho
biét, tin tudng va danh gia cao - khi lam nhu vay, ho

thé hién ban than la ngudi dang tin ciy.

Ho xay dung mdt doi ngit bang cach st dung
cac van dé va khiing hoang trong coéng viéc hiang
ngay dé nhic nhé cac thanh vién vé muc dich ctia
do6i ngl va diéu ma doi ngtt danh gia cao nhat. Ho
giai thich cac quyét dinh ctia minh theo kiéu nhu
vay. Ho ngay lap ttc goi ra thanh vién trong nhéom
vi pham quy téc gan két - ching han nhu déi xir
thi€u ton trong 14n nhau - hodc nhiing ngudi dat
loi ich ctia ban than 1én trén 1gi ich ctia nhém. Va vi
cac quy tc ap dung cho tét ca thanh vién, bao gom

cé truéng nhom, ho yéu cau cac thanh vién giam
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sat truéng nhom néu ¢ dy quén mot trong nhiing

quy tac do.

Ho xdy dung mot mang ludi bing cach tin
dung cac co hdi c6 dugc tir hoat dong thuong ngay
- vi du nhu cudc hop thudng xuyén cta cac truéng
b6 phén, hoac tham chi mot cudc hop tinh c6 trong
thang may - dé xay dung va duy tri méi quan hé
v6i cac dong nghiép bén ngoai nhom. Ho ti€p cin
mot cach cé y thitc cac van dé lién quan dén truéng
nhom khac theo cach via giai quyét van dé via
nudi dudng mai quan hé lau dai. Ho cht dong chia
sé thong tin véi bén ngoai, nhitng nguai sé dugc
huéng lgi tir né. Ho khuyén khich cac thanh vién

trong nhém lam diéu tuong tu.

Trén day chi la mot vai trong s6 nhitng cach
ma cac nha quén ly giéi sit dung cong viéc hang
ngay nhim dap ting cac ménh 1énh sau sic hon ctia
lanh dao, nhung c6 1é thé 1a da dt dé ban hiéu. Trén

thuc té, néu c6 bat ct diéu gi c6 thé dugc goi la “bi
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quyét” dé gitp ban khéng bi choang nggp béi nhiing
thach thic khi tré thanh mot nha quan Iy hiéu qua,
day chac chan 1a diéu do. Chang to6i da thay cac nha
quan ly méi tda sang khi ndm dugc nguyén tic nay:
cong viéc hing ngay khong phai la tré ngai ddi voi
viéc lam nhiing gi cac lanh dao gidi lam. Thay vi th€,
do 1a cach thiic, phuong tién dé lam hau hét nhing
diéu cac nha quan Iy giéi van lam.

Khi hoc dugc bai hoc nay, ho nhin nhan cong
viéc hing ngay theo cach khac. D&i véi moi nhiém
vu moi, moi van dé bat ngd, ho lui lai mdt chut va
hoi: Toi c6 thé sir dung diéu nay dé nudi dudng long
tin ra sao? D€ xay dung va cing c6 doi ngli nhu thé
nao? b€ md rong mang ludi ctia ching tdi va khién

noé tré nén manh hon ra sao?

LINDA A. HILL 1a Giao su Quan tri Kinh doanh tai Truéng Kinh doanh
Harvard. Ba la tac gia cudn Becoming a Manager (tam dich: Tré thanh

nha quén ly), dong tac gia cudn Being the Boss (tam dich: Lam sép) va
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Collective Genius: The Art and Practice of Leading Innovation (tam dich:
Thién tai tap thé: Nghé thuat va Thyuc hanh viéc dan dit cai tién) (Harvard
Business Review Press, 2014).

KENT LINEBACK da trai qua nhiéu nam véi tu cach nha quén 1y va diéu
hanh trong linh vuc kinh doanh va chinh phti. Ong 1a déng tac gia cuén
Collective Genius: The Art and Practice of Leading Innovation (Harvard

Business Review Press, 2014).
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Hoc vé
suc hut

John Antonakis,
Marika Fenley va Sue Liechti



ana ding trén buc, long ban tay dam mo hoi,
nhin xuong hang tram dong nghiép dang cho
nghe ¢6 noi vé sang kién ctia minh. Sau dgt ra
mat sdn pham that bai, Bill bu6c vao cudc hop véi
mot doi ngi dang kiét sirc va mat tinh than, rat can
su chi dao ctia anh ay. Robin sdn sang doi mét véi
mot cdp dudi tai nang nhung kém hiéu qua, dang

can dugc dua tré lai dng duong.

Tat ca ching ta déu ting 6 trong nhitng tinh
hudng nhu thé. Nhimng tinh hudng yéu cau sic
hat ctia ngudi lanh dao - kha nang truyén dat mot
thong diép ro rang, ¢6 tam nhin xa va truyén dugc

cam hing dé thu hut va thtic ddy khan gia. Lam thé
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nao dé ban hoc dugc stc hut day? Nhiéu ngudi tin
rang diéu d6 la khong thé.

Ho néi ring nhimg ngudi 16i cuén bam sinh da
la nhiing ngudi huéng ngoai c6 kha nang dién cam
va thuyét phuc mot cach ty nhién. Ban khong thé
day ai d6 thanh Winston Churchill dugc.

Chting tbi dong y v6i v kién thir hai, nhung
khéng dong y v6i y ki€n thir nhat. Strc hit ctia ngudi
lanh dao khong hoan toan 1a bam sinh; do 1a mot ky
nang c6 thé hoc duge hay ding hon 1a mét tap hop
cac kj nang da dugc thuc hanh tir xa xua. Nghién
cltu clia chung to6i véi cac quan ly trong thit nghiém
va thuc té€ chi ra bat ky ai dugc dao tao vé diéu ma
chung t6i goi la cac “chién thuat lanh dao thu hat”
(charismatic leadership tactic - CLT) déu c6 thé tré
nén c6 uy thé, dang tin cdy va “giong lanh dao” hon
trong mat ngudi khac. Trong bai viét nay, chiing toi
sé giai thich vé cac chién thuit dy ciing nhu cach

chang toi gitip nhitng quan ly thanh thao ching.
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Giong nhu cac van dong vién dya vao viéc luyén
tap cham chi va k& hoach thi dau phu hgp dé gianh
chién thang trong mdt cudc thi, nhitng nha lanh
dao mudn tré nén thu hat phai nghién ctru CLT,
thuc hanh ching déu din, c6 ¥ thitc va c¢6 chién

lugc trién khai tot.

Sic hut cua ldnh dao la gi?

Stic hit cta lanh dao bt ngudn tu cac gia tri
va cam xtc. Anh huéng ctia né duge sinh ra tur
thuat gia kim ma Aristotle goi la su hgp 1y (logos),
su chuidn muc (ethos) va khd ning truyén cam
(pathos); nghia la d€ thuyét phuc nguci khac, ban
phai st dung nhiing 16i hung bién manh mé va cé
ly 1€, thiét 14p chudn myc ca nhan va dao dirc, sau
do6 khoi day cdm xtc va dam mé ctia nhitng nguci

theo ban. Néu mdt nha 1anh dao lam tot ba diéu do
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thi c6 thé khai thac hy vong va ly tuéng ctia nhiing
ngudi di theo minh, mang lai cho nhiing ngusi do
y thitc vé muc dich va truyén cam hiang dé ho dat

dugc nhing diéu tuyét vai.

Nhiéu nghién cttu quy mo6 16n da chi ra sic
hat 1anh dao co6 thé 1a mot tai san vo gia trong bat
ky béi canh cong viéc nao - nho hay 16n, cong hay
tu, phuong Tay hay chau A. Cac chinh trj gia biét
rang no rat quan trong. Tuy nhién, nhiéu nha quan
1y doanh nghiép van khong sir dung stc htt, co 1€
vi ho khong biét cach hoac tin né khong dé lam chi
duge nhu lanh dao ki€u giao dich (ca rot va cay gay)
hay lanh dao kiéu cong cu (dya trén nhiém vu). Hay
noi ro thé nay: 1lanh dao can co6 chuyén mon ky thuat
dé gianh dugc su tin tudng ctia nhitng ngudi theo
minh, quan 1y hoat dong va thiét 1ap chién lugc;
ho ciling dugc hudng lgi tur trach nhiém thuéng va
phat. Nhung cac nha lanh dao hiéu qué nhat xép

kha nang lanh dao thu huat lén trén kha nang lanh
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dao kiéu giao dich va cong cu trong viéc dat dugc

muc tiéu.

Trong nghién ctru ctia minh, ching t6i da xac
dinh dugc hon chuc CLT chinh. Ban ¢6 thé nhan ra
mot vai trong s6 do la cac ky thuat hung bién lau
doi. Chin trong s6 do lién quan dén 16i néi: an dy, vi
von va so sanh tuong ty; nhiing cau chuyén va giai
thoai; tuong phén; cau hdi tu tir; danh sach ba phan;
nhiing biéu hién ctia niém tin dao dic; sy phan anh
cam xtc ctia nhom; viéc thiét 1ap muc tiéu cao; va
chuyén tai su tu tin dé ho co6 thé dat dugc cac muc
tiéu ay. Co ba chién thuét phi ngén ngit: giong noi

sinh dong, biéu cam khu6én mat va ci chi.

Lanh dao con c6 thé sit dung cac CLT khac -
chang han nhu tao ra cam giac cap bach, goi lai lich
str, str dung phép lap, noi vé su hy sinh va sir dung
su hai huéc - nhung 12 CLT dugc nhic dén & trén
6 tac dung 16n nhét va c6 thé hiéu qué trong hau

hét moi boi canh. Qua nghién citu va thit nghiém,
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chiing t6i nhan thay nhiing ngudi st dung chtng
mot cach thich hgp c6 thé hgp nhat nhiing ngusi
theo minh quanh mdt tdm nhin, theo cach ma
nhiing nguoi khac khong thé. Vi dy, tam trong s6
10 cudc tranh cit Téng théng Hoa Ky trude day, cac
ting vién trién khai CLT bang 16i ndi thuong gianh
chién thing nhiéu hon. Va khi danh gia cac ky nang
thuyét trinh “t6t” - chdng han nhu cdu trac bai noi,
phat am rd rang, sir dung ngoén ngir dé hiéu, nhip do
ctia bai n6i va sy thoai mai ctia ngusi néi - roi so
sanh tac dong cta ching véi CLT, ching t6i nhan
thay CLT dong vai tro 16n hon nhiéu trong viéc xac
dinh ai dugc coi la giong nha lanh dao, c6 nang luc

va dang tin cay hon.

Tuy nhién, cac chién thuat nay duong nhu
khong dugc biét dén hoac dugc giang day rong rai
trong thé€ gi6i kinh doanh. Cac nha quan ly thuc
hanh nhiing chién thuit nay thuong hoc dugc

chtng thong qua cac lan thi va sai, chit khdng suy
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nghi ¢6 y thic vé ching. Mot quan Iy da tham gia
khoa dao tao ctia ching t6i nhan xét: “Toi da s
dung rat nhiéu chién thuit trong s6 nay, doi khi
toi thadm chi con khong hé biét” That sy, ching ta
khong nén dé dinh ménh quyét dinh viéc hoc hoi

ctia ban than.

Chuang t6i day CLT cho cac quan ly bang cach
phac thao cac khai niém va sau do cho ho xem
nhiing doan tin tc va video lam ndi bat cac vi du
trong kinh doanh, thé thao va chinh tri. Sau do,
ngudi quan ly phai tht nghiém va thuc hanh cac
chién thuit - trén video, tru6c cac dong nghiép va
v6i chinh ho. Mét nhoém giam ddc diéu hanh cip
trung & chau Au (v6i do tudi trung binh 1a 35) lam
nhu vay trong qua trinh dao tao ctia ching t6i da
gan nhu tang gap doi viéc sir dung CLT trong cac
bai thuyét trinh. K&t qua la diém s6 nang luc lanh
dao ma nhling ngudi quan sat danh cho ho tang
trung binh dén 60%. Sau do, ho c6 thé ap dung
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cac chién thuat vao cong viéc. Ching toi cling thay
diéu tuong tu xay ra trong mdt nhom cac giam doc
diéu hanh khac (v6i d6 tudi trung binh 1a 42) 6 mot
cong ty 16n cta Thuy Si. Nhin chung, chang toi
nhan thay khoang 65% nhiing ngusi duge dao tao
vé CLT nhén dugc x€p hang tu cach lanh dao trén
trung binh, trong khi ty 1€ nay & nhitng nguci chua
dugc dao tao chila 35%.

Muc dich 1a st dung CLT khong chi trong viéc
no6i chuyén truéc dam dong ma con trong cac cudc
tro chuyén thudng ngay - dé tré nén 16i cuén hon
trong moi lac. Cac chién thuat c6 hiéu qua vi ching
gitip ban tao ra két noi tinh cdm véi nhitng ngusi
theo ban, thdm chi chting khién ngudi ta thdy ban
manh mé, cé nang luc va dang dugc ton trong hon.
Trong ti€éng Hy Lap, tir “charisma” c6 nghia la moén
qua dic biét. Hay bat dau st dung CLT mot cach
chinh xac va moi ngudi sé bat dau nghi rang ban c6

hét chang.
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Bay gig, ching ta hay xem xét cac chién thuat

mot cach chi tiét.

KEét noi, so sanh va tuong phan

Dién gia co stic ht gitp ngudsi nghe hiéu, két noi va
ghi nhé thong diép. Mot cach hiéu qua dé lam viéc
nay la st dung phép dn du, vi von va so sanh tuong
ty. Martin Luther King Jr. 1a bac thay vé phép an
du. Chéng han, trong bai phat biéu “T6i c6 mot gidc
mo”, 6ng vi Hién phap Hoa Ky giong nhu “mot hoi
phi€u nhin ng” bao dam cac quyén séng khong thé
chuyén nhugng cho ai khac, quyén tu do va quyén
muu cau hanh phtc cho tit cd moi ngudi, nhung
luu y ring Hoa Ky da dua cho cdng dan da mau ctia
minh “mot tdm séc khdng”, tdm séc “khong thanh
toan dugc” Moi ngudi déu hiéu nhin mot tdm séc

khong la thé nao. Thong diép rat ro rang va dé nhé.
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Phép an du co6 thé hiéu qué trong bat ky bai
cdnh chuyén nghiép nao. Joe, mot nha quan Iy ma
chiing t6i da lam viéc cting, da st dung phép an du
dé dan dat nhom cta minh téi viéc thuc hién tai
xay dung khan cdp. Anh néi: “Nghe diéu nay tir hoi
doéng quan tri giong nhu nghe vé mot thai ky da
dugc chg doi tir 1au. Khac biét nam & chd chiing ta
c6 bon thang dé chuan bi thay vi chin thang” Nhom
ngay lap titc hiéu ring ho sip trai qua mdt qua trinh

chuyén déi khong thoai mai nhung xiing dang.

Cac cdu chuyen va giai thogi cting khién thong
diép tré nén hap dan hon va giap ngudsi nghe két
noi voi ngudi noéi. Ngay ca nhiing ngudi khong cod
tai ké chuyén bam sinh ciing c6 thé st dung chiing
mot cach hdp dan. Lay vi du tir mdt bai phat biéu
ctia Bill Gates tai Harvard kéu goi cac sinh vién tot
nghiép xem xét trach nhiém l6n hon ctia minh: “Me
tdi... khong ngung thtic giuc toi phai lam nhiéu

hon nita cho nguai khac. Mot vai ngay truéc dam
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cudi cta toi, ba té chic mét su kién cho ¢6 dau
va tai do, ba doc to mot birc thu vé hon nhan da
viét cho Melinda. Luc do6, me tdi dang bi ung thu
giai doan cudi, nhung ba da thiy c6 thém mot co
hoi dé truyén tai thong diép ctia minh, va dén cudi
btc thu, ba [trich dan]: ‘Nhing ngusi da nhian duge

”

nhiéu can cho di nhiéu hon.

Lynn, mot nha quan ly khac ma chung t6i da
nghién ctu, st dung cau chuyén sau day dé thuac
day cac nhan vién cta minh trong thai ky khung
hoang: “Viéc nay khién t6i nhé lai thir thach ma toi
cung nhém ctia minh da phai d6i mat khi leo 1én
dinh Eiger vai nam truéc. Chang toi gap thoi tiét
xau, tudng rang cé thé da phai bé mang & d6. Nhung
két hgp v6i nhau, chung t6i da ton tai duge. Ching
tdi da bién diéu tuéng nhu khong thé thanh co thé.
HoOm nay, chang ta dang & trong mot con bao kinh
té€, nhung bang cach hop lai v6i nhau, chtng ta cé

thé xoay chuyén tinh thé nay va thanh céng” Cau
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chuyén khién nhom ciia ¢6 cam thay yén tam va

tran day cam hing.

Su tuong phan la mot CLT then chét, vi no
két hop ly tri v6i dam mé, lam rd quan diém cita
ban bing cach so sanh né véi quan diém déi lap,
thuong tao ra hiéu qua an tugng. Hay nghi dén cau
ndi ctia John F. Kennedy: “Diing héi dat nuée co thé
lam gi cho ban - hay héi ban c6 thé lam gi cho dat
nuéce” Theo kinh nghiém cta chang t6i, su tuong
phan la mot trong nhiing chién thuat dé hoc va dé
stt dung nhét, tuy nhién, n6 van chua dugc st dung
da. Sau day 1a mot s6 vi du tu cac quan 1y méi duge
dao tao vé CLT. Gilles, mdt phé cht tich cdp cao, da
ndi voi cap dudi truc ti€p vé viéc quan Iy mot doi
nga tri tré: “Téi thdy cac anh dudng nhu dang qua
thién vé phong ngu trong khi can tdn cong nhiéu
hon”” (P6 cling la mot phép an du.) Hay nhu Sally
gi6i thiéu ban than v6i nhém méi: “Téi nhén trach

nhiém lanh dao bd phan y t&€ khong phai vi né cé vi
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tri t6t nhat ma vi tin ching ta c6 thé hoan thanh
diéu gi do tuyét voi cho cong ty dong thoi clru s6ng

mang nguoi.”

Tham gia va chét loc

Cac cdu hoi tu tu cé vé kho, nhung thudng dugc cac
nha lanh dao c6 stc hit st dung dé€ khuyén khich
su tham gia. Cac cau hoi co thé co6 cau tra 1oi 16
rang hoac dat ra mot cau dd sé dugc tra 16i sau.
Hay nhé lai khi Martin Luther King Jr. noi: “Sé c6
nhiing ngudi héi nhliing ngudi tdon sing quyén cong
dan: ‘Chung nao thi cac anh méi hai long?” roi tra
16i rdng nhiing ngudi bi ap buc sé khéng bao gid
hai long. Anita Roddick - nha sang 1ap Body Shop -
tung st dung ba cau hoi tu tir dé giai thich Iy do da
khié€n co bat dau ho trg phong trao trach nhiém xa

hi. C6 noéi: “Suy nghi thuc sy rat don gian: Lam thé
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nao dé kinh doanh t&r t€ hon? Lam thé nao dé dua
nod vao cong dong? Lam thé nao dé€ bién cong dong

tré thanh muc dich xa hoéi cho kinh doanh?”

Chién thuat nay cling hiéu qua trong cac cudc
tro chuyén riéng tu. Mika, mot quan ly trong nghién
ctru ctia chiing tdi, da thuc day thanh cdng mdt cap
du6i hoat déng kém hiéu qua bang cach hoi: “Gio
day, anh mudn di dau? Tré lai van phong ctia minh,
va cam thay thuong cho ban than? Hay anh mu6n
thé hién nhitng gi minh c6 kha nang dat dugc?” bay
la mot cau hdi khac (cling st dung phép an du) ma
Frank, mot giam doc IT dang can tri hodn cac muc
tiéu khong thuc té€ duge ap xuong cho minh, dat ra:
“Anh mong dgi to6i thay d6i dong co ctia mot chiée
may bay trén trdi bang cach nao?”

Cac danh sach ba phan la mot tht thuat thuyét
phuc ¢l nhung hiéu qua khac vi chting chit loc bat
ky thong diép nao thanh vai diém chinh. Tai sao lai

1a ba? Bai hau hét moi ngudi c6 thé nhé ba diéu, ba
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la dt cho mét khudn mau va ba mang lai an tugng
vé sy hoan chinh. Danh sach ba phan c¢6 thé dugc
céng bd - nhu trong “Co6 ba diéu ching ta can 1am
dé lgi nhuén rong tang tré lai” - hoac co6 thé tranh

tam diém ctia su cht y, nhu trong ciu trudce cau nay.

Duéi day la danh sach ma Serge, mét quan ly
cép trung, da st dung tai mot cudc hop doi ngi:
“Chung ta c6 san pham tot nhit trén thi trudng.
Chang ta c6 doi ngd tét nhat. Tuy nhién, ching ta
da khong dat dugc muc tiéu doanh s6” Hay nhu
diéu ma Karin, giam déc bo phan ctia mot cong ty
san xudt, da dua vao mot bai phat biéu truéc nhan
vién: “Chung ta c6 thé xoay chuyén tinh thé nay véi
chién lugce ba diém: Tru6e tién, chiing ta can nhin
lai va xem minh da lam dang nhiing gi. Ti€p theo,
chting ta can xem minh da sai ¢ dau. Sau do, chung
ta can dua ra mdt k€ hoach thuyét phuc hoi déong
quan tri cung cap cho minh cac ngudn lyc dé chting

ta lam dung vao lan tiép theo.
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Thé hién su chinh truc,
uy quyén va dam mé

Nhiing biéu hién vé niém tin dao dic va cac tuyén
bo phan anh cam xic cliia ca nhom - ngay ca khi
cdm xuc do la tiéu cuc - thi€t 1ap su tin nhiém
cho ban bing cach tiét 16 phdm chat ctia ban cho
nguoi nghe, khi€n ho déng cam va gan két voi ban.
Vao Ngay Chién thang khi Thé Chién II két thuc,
Winston Churchill da chi€ém dugc tinh cam cia
nguoi dan Anh mot cach xudt sic va cing truyén
tai tinh than danh dy, long ding cam va long nhéan
ai. Ong noi: “Pay 1a gic khéc ctia cac ban. Pay khong
phéi la chién thing ctia mdt dang phai hay giai cdp
nao. Pay 1a chién thing cta toan thé Vuong qudc
Anh vi dai. Chiing ta 1a nhiing ngusi dau tién, &
hon dao ¢ xua nay, rat guom chdng lai bao quyén.
Chung ta diing d6, mdt minh. Dén tit va bom doi

xudéng. Nhung moi ngudi, ca dan 6ng, phu nit va tré
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em trong nuéc déu khdng co y nghi tirbo diu tranh.
Gio day, chiing ta da chién thing mdt cudc diu
tranh chét choc - ké thu khing khiép da bi danh
guc va dang chd su phan xét cung long thuong xot

cta chung ta”

Mot vi du hay khac vé niém tin dao dic (cung
mot s6 CLT khac) dén tu Tina, nha quan ly trong
mot t chic phi chinh pht dang thuc day su thay
d6i chubi cung ing can thiét: “Ban nghi ai sé tra
gia cho m6 hon don hau can ma ching ta da tao
ra? Nhitng nguci quyén tdng cho chang ta sé khong
cam nhin dugc diéu d6, ma chinh 1a nhiing dda
tré ma chtng ta dugc cho la dang nudi dudng, sé
phéi thém mat 1an niia di ngi v6i cai bung doi va
c6 thé khong song néi téi sang. Ngoai viéc lang phi
tién bac, diéu nay la khong dung, dic biét khi viéc
khac phuc n6 qua don gian” Rami, mot giam doc IT
cap cao dugc dao tao vé CLT, phan anh lai cam xuc

trong doi ngd thoai chi cia minh mot cach chuyén
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nghiép: “Tdi biét cac ban dang cam thay ra sao, vi
trong toi cling dang c6 nhiing cdm xUc tuong tu.
T4t ca chiing ta déu thit vong va mit tinh than. Mot
s6 ban noi véi toi rang cac ban da co6 nhing dém
mét ngl; ngudi khac noi rang cod nhing cang thing
trong do6i, thdm chi da & nha vi diéu do. Riéng tdi,
cudc song dadi vai toi tré nén budn té va vo vi. Toi
biét tit ca chung ta da lam viéc cham chi nhu thé
nao va cam thay cay ding vi thanh coéng vut khoi
tam tay. Nhung tinh hinh nay sé khong kéo dai lau

nira. Téi c6 mot ké hoach”

Mot CLT khac gitp cac lanh dao 16i cuon thé
hién niém dam mé - va truyén cam hiing cho nhiing
ngudi theo ho - 1a dit muc tiéu cao. Gandhi da dat
ra muc tiéu (dao diic) gan nhu bat kha thi la giai
phong An Do khoi ach thong tri ciia Anh ma khong
stt dung bao luc, nhu da néu trong bai phat biéu
“Réi An DPO” néi tiéng ciia 6ng. Tir gidi kinh doanh,

mot vi du ma chting tdi thudng trich dan la ctia cuu
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Giam doc diéu hanh ctia Sharp, Katsuhiko Machida.
Nam 1998, thai diém Sharp doi mét véi su sup dé,
ong tia am cuc thong tri thi trudng tivi va y tudng st
dung cdng nghé LCD khong kha thi vé mat thuong
mai, nhung ong da ti€p thém nang lugng cho nhan
vién bing cach tuyén bd diéu khong tudng: “Dén
nam 2005, tat ca tivi ching ta ban & Nhit Ban sé la
mau LCD”

Nhung ngudi ta ciing phai truyén dat dugc
niém tin rang cac muc tiéu la cé thé dat duge. Gandhi
luu y: “Téi biét Chinh phtt Anh sé khong thé ngan
chtng ta dén dugc tu do, khi chiing ta da hy sinh
quén minh” Trong mét bai phat biéu sau do, dng
bay to6 niém tin manh mé hon: “Ngay ca khi Lién
Hop Qudc phan déi toi, toan An Do tirbo toi, toi van
sé noi: ‘Cac anh da sai. An P9 sé dau tranh bing bat
bao dong, gianh 14y quyén tu do ctia minh tir nhiing
ban tay khong thién chi’ T6i tién 1én khong phai vi

lgi ich ctia riéng An D6 ma vi lgi ich ctia ca thé gioi.
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Ngay ca khi t6i nhdm mit trude khi cé tu do, bat
bao dong sé khong két thac” Machida dich than
dua tdm nhin ctia minh dén cac ky su ctia Sharp dé
thuyét phuc ho rang ho co6 thé thuc hién muc tiéu
mao hiém ctia 6ng. Ong bién né thanh dy 4n quan
trong nhit ctia cong ty, tAp hop cac nhém da chic
nang tu viéc phat trién man hinh LCD va tivi dé
cung thuc hién cling nhu néi ro véi ho rang viéc nay
la cSt yéu ddi véi su ton tai ctia Sharp. Hay nhu Ray,
mot k§ su ma ching toi biét, da néi véi nhom caa
anh sau mot buéce that bai: “Thoi han ma CEO dua
ra cho chiing ta that kho khan. Cac nhém khac sé
run s¢, nhung chiing ta khong phai 1a nhém khac.
Tbi biét cac ban c6 thé vugt qua thir thach. Toi tin
tudng vao tung ngudi trong s6 cac ban, cé nghia
toi tin ching ta c6 thé dua nguyén mau vao ché tao
trong vong ba thang. Hay cam két 1am nhiing gi can
thiét dé hoan thanh cong viéc: Ching ta c6 nhiing

ngudi thong minh. Ching ta c6 kinh nghiém. T4t
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c& nhiing gi chting ta can 1a y chi va d6 1a diéu ma
chi nhitng doi tuyét voi méi c6” Pam mé khong thé
xuat hién trir khi ngudi lanh dao thuc su tin tdm

nhin va muc tiéu chién luge c6 thé dat duoc.

Ba diu hiéu phi ngdn nglr - biéu hién ctia
giong noi, co thé va khuén mat - cting la chia khoa
cho su thu hat. Tuy nhién, khong phai ai ciing tu
nhién c6 dugc ching va dé la chién thuat nhay cam
nhit vé mat van hoa: Nhitng hanh vi dugc coi la thé
hién nhiéu cdm xtc trong mot s6 bsi canh chau A
lai c6 thé bi coi 1a khong thé hién duge gi & cac boi
canh Nam Au. Nhung du vay, chting van 1a diéu rat
quan trong can phai hoc va thuc hanh vi ching giup
nhiing ngudi theo doi ban dé dang xi Iy hon so véi
CLT bang 16i néi, ddng thai giup ban thu hit su cha
y clia moi ngudi bing nhiing nhip ngit nghi. (Dé
biét thém vé nhiing diéu nay, hay xem phan “Sirc

hat trong giong noi va hinh thé”)
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Pua tat ca vao thuc té

Bay gid, khi da biét vé cac CLT, ban bt dau s
dung ching nhu thé€ nao? Pon gian thdi: chuin bi
va thuc hanh. Khi 1én k€ hoach cho mdt bai phat
biéu hodc mdt bai thuyét trinh, ban chic chin
nén 1én k€ hoach két hgp cac chién thuat va tap
dugt. Chang t6i cling khuyén khich cac nha lanh
dao suy nghi vé chtng truéc cac cudc tro chuyén
mot-mot hodc nhing cudc hop nhom ma ho can
phai thuyét phuc. Y tuéng 1a trang bi mot vai CLT
chinh ma ban cdm thay thoai mai va do do sé tu
phat ra mot cach tu nhién - hodc it nhat la trong
c6 vé nhu thé. Cac nha lanh dao ma ching toi
dao tao da nd luc cai thién src thu hat ctia minh
trong nhom va nhan phéan hoéi tir nhau. Ban co6 thé
nhd vg/chong minh hay mot dong nghiép than
thién lam diéu tuong ty, hodc tu quay video va tu
phé binh.
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Muc tiéu khong phai la st dung hét moi chién
thuat trong moi cudc tro chuyén ma la két hgp can
béng. Theo thoi gian va thuc hanh, moi thir sé bat
dau dién ra mot cach tu nhién. Mot quan 1y ma
chang t6i biét da gap vo sau khi duge dao tao CLT.
Anh cho vg minh xem cac video “truéc day” ctia anh
va noi v6i chung to6i rang c6 ay khong tin ndi rang
anh chang 16i cudn trong cac video “sau” - nguoi da
tang hon gap doi tan sudt sir dung CLT - 1a ngudi
ma cd ay da két hon. Mot nha quan Iy khac da hoc
cac chién thuit nay cach day sau nam va tur do6 tré
thanh giam doc diéu hanh ctia cong ty minh, cho
biét gi¢ anh st dung chiing hang ngay - ca trong
cudc song ca nhan 1an coéng viéc - chdng han nhu
trong mot cudc noi chuyén gan day voi ddi ngi vé
viéc chuyén dia diém, két qua “tot hon nhiéu so v6i

mong dgi”
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SUC HUT TRONG GIONG NOI VA HINH THE

Ba chién thuat dé thé hién niém dam mé - va

thu phuc ngudi nghe.

Giong noi sinh dong

Nhiing ngudi c6 dam mé thudng thay déi am
lugng, thi tham nhing lac thich hgp hoidc tang
1én dén dinh diém dé€ tao su tip trung. Cam
xtic - buon, vui, phan khich, ngac nhién -
phai dugc thé hién qua giong noi. Cac khoang
dung ciing rat quan trong vi ching thé hién

su kiém soat.

Nét mat

Nét mat giap cing c6 thong diép cta ban.
Nguoi nghe can phai nhin thdy cing nhu
nghe thady dam mé ctia ban - dic biét 1a khi
ban dang ké mot cau chuyén hoac phan anh

cam xac cta ho. Vi vdy, hay ddm bao giao tiép
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béng anh mit (mot trong nhiing yéu to tao
nén su thu hat), thodi mai mim cudi, chau may
va cudi to.

Cur chi

bay la nhiing tin hiéu cho ngusi nghe ban. Ban
tay ndm chat lai c6 thé cling 6 su tu tin, quyén

luc va su chic chian. Vay tay, chi tay hoac dap

ban c6 thé gitp ban thu hit su cha y.

Néu ban nghi minh khong thé cai thién dugc vi
khong c¢6 stic thu hat bdm sinh thi ban da nham.
Cac nha quan ly c6 x€p hang stic hit ban dau thap
nhit trong nghién clru ctia ching tdi da thu hep
dugc dang ké khoang cach gitra ho véi nhitng dong
nghiép c6 kha nang bam sinh. Pung la khong qua
trinh dao tao hodc luyén tap nao c6 thé bién ban

thanh Churchill hay Martin Luther King Jr. nhung
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CLT c6 thé khién ban tré nén thu hat hon trong
mat nhitng ngudi theo doi ban, va diéu dé sé luon

khién ban tré thanh mdt nha lanh dao hiéu qua hon.
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JOHN ANTONAKIS 1a Giao su Kinh doanh va Kinh té€ tai Pai hoc Lausanne
& Thuy Si, dong thai 1a ¢ van cho cac cdng ty vé phat trién nang luc

lanh dao.

MARIKA FENLEY c6 bang Tién si vé quan 1y tap trung vao gi6i tinh va lanh

dao tai Khoa Kinh doanh va Kinh t€ tai Pai hoc Lausanne.

SUE LIECHTI ¢6 bing Thac si Tam 1y hoc tai Pai hoc Lausanne va 1a nha

tu van phat trién té chirc.
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Ppé thu phuc
moi ngudi,...
hay néi vé nhirng gi
ho muon va can

Nancy Duarte



huc hanh sy dong cam c6 thé khé khan, vi

ban phai bu6c ra ngoai vung an toan cia

minh dé hiéu quan diém ciia ngudi khac.
Nhung day 1a viéc 1am céan thiét dé ban gy dugc
anh huéng 1én nguai khac.

Cac dién vién c6 phuong phap thuc ddy ching
ta cAm nhéan, suy nghi hoac hanh dong khac di - ho
ddm minh vao nhéan vat, thit nhitng cach song va
hanh vi méi. Doi khi cac thir nghiém ca nhan cta
ho tham chi con 1a mot phan ctia mach truyén, nhu

trong Being John Malkovich, Avatar va Tootsie.

Trong Tootsie, viéc x6 chan vao doi giay clia

mot phu nit da tac dong sau sic téi Dustin Hoffman
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dén ndi 30 nam sau, trong mot cudc phong vin
v6i Vién phim My, ong da roi nuéc mét khi nhé lai
quyét dinh thuc hién.

Truéce khi dong ¥ thuc hién bd phim, Hoffman
da thit nghiém mot s6 kiéu hoa trang dé xem liéu
minh gia phu ni ¢6 giong khong. Khi tu thiy c6 thé
dam nhiém, nhung sé khong xinh dep, 6ng nhan ra
minh phéi thyc hién du an nay. Ong giai thich véi
vg: “Anh nghi minh la m6t ngudi phu nit tha vi [v6i
tu cach la Dorothy Michaels]. Va anh biét néu gap
chinh minh trong moét bira tiéc, anh sé khong noi
chuyén véi ngudsi do vi co dy khong dap ung day da
nhiing yéu cau vé thé chit ma chung ta nghi rang
phu nit phai c6 dé bon anh rit ho di choi... C6 qua
nhiéu phu ni tha vi ma anh chua c6 kinh nghiém
dé biét trong cudc doi nay vi anh da bi tdy nao”
Su dong cam da khién dién xudt ctia Hoffman -
va thong diép ctia phim - tré nén thuyét phuc va

manh mé hon.
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biéu tuong tu cling thudng xuyén xay ra trong
kinh doanh. Dt ban dang ¢6 ging ap dung cach lam
viéc m6i vao nhom ctia minh, dé nghi cac nha dau
tu tai trg cho ban, thuyét phuc khach hang mua san
phdm ctia ban hoac kéu goi cong chiing dong gop
cho sy nghiép ctia ban, thi thanh cong ctia ban cling
phu thudc vao kha ning nidm bit mong mudn va
nhu ciu ctia nhitng ngusi xung quanh. Chiing t6i da
chiing kién diéu nay lap di l4p lai & cong ty clia minh
khi tao cac ban trinh bay cho khach hang va huéng
dan ho cach truyén dat hiéu qua. Néu moi ngusi cam
thdy dugc lang nghe, ho sé dé tiép thu thong diép
ctia ban hon. Va bang cach liang nghe, ban hiéu ro
hon vé nhiing gi ho thuc su can - khong chi nhitng
gi ban nghi ho can - diéu nay sé thic ddy mai quan
hé ctia ban v6i cac bén lién quan vé lau dai.

Lam thé nao dé ban xay dung nang luc dong
cam? Ban c6 thé tip luyén cac bai tip dugc sit dung

trong nhiéu linh vuc. Cac nhan vién khéo gia bi mat
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dong vai khach hang mua 1€ va ghi lai danh gia ctia
minh. Cac nha phat trién sdn phdm phan tich cac
truong hgp st dung va phong van ngudi tiéu dung
dé muong tugng ra cach ho sé tuong tac véi san
phdm. Cac nha dam phan doéng vai dé hinh dung ra

cac quan diém doi lap truée khi nhép cude.

Khi da bat dau phat trién sy dong cdm nhu
mot k§ nang, ban c6 thé bién né thanh mét phan
khong thé thi€u trong cdng viéc cltia minh. Ban co
thé thirhinh dung quan diém khac nhau ctia cac bén
lién quan theo cach ma Giam ddc biéu hanh Airbnb
Brian Chesky va doi ngii ctia 6ng da lam. Nhu dugc
mo ta trong mot bai dang trén td Fast Company, ho
1ap bang phan canh cho ca chi, khach va quy trinh
tuyén dung - 14y cam hting tr k§ thuat lam phim
ctia Disney. Ho tao ra danh sach cac thoi diém quan
trong trong ba trai nghiém nay, sau do phat trién
nhiing thdi diém quan trong nhat va mang nhiéu

cam xtc nhat thanh nhing cau chuyén day dt hon.
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Ngudi dong sang 1ap Nathan Blecharczyk noi rang
ho da hoc dugce rat nhiéu diéu: “biéu ma bang phan
canh da thé hién ro rang la ching t6i da bo 16 mot
phan 16n ctia btc tranh. Co6 rat nhiéu khoanh khic
quan trong ma ching t6i da chang lam gi ca” Cac
bang phan canh cudi cung da giap cong ty thuc
hién chién luge di dong va thim chi truyén cam
htng cho cac tinh nang mdi, cho phép Airbnb két
ndi v6i khach du lich du ho ¢ bat ky dau.!

Ban cling phai ldng nghe cdn thin nhing
ngudi c6 lién quan va kiém tra hiéu biét ctia ban
than vé nhiing gi dang dugc nhic dén. Cac trong tai
lam viéc nay dé ndm dugc nhing gi ca hai bén can
trong mot tranh chdp, trude khi ¢d ging dua ra giai
phap. Cac giam doc diéu hanh moi thudng bat dau
ling nghe nhén vién va khach hang dé co dugce goc

nhin ctia ho vé cac van dé va co hoi.

Do la nhiing gi Lou Gerstner da lam vao thap

nién 1990, khi hdi ddong quén tri IBM tuyén dung 6ng
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nhim xoay chuyén tinh thé gan nhu pha san cta
cong ty. Gerstner goi chuyén nghe ngong ctia minh
la Operation Bear Hug (c6 thé hiéu la “tinh thé hoat
dong bit buoc”). Ong cho cac quan 1y ba thang dé
gap gd khach hang, hoi vé nhiing van dé ho dang gap
phai ciing nhu IBM ¢6 thé gitp d6 nhu thé nao. Sau
do, cac quan ly phéi tom tat lai cac cudce tro chuyén
thanh ban ghi nhé. Gerstner ciing tu minh goi dién
cho khach hang méi ngay. Ong tim hiéu nhén vién
bing cach xem nhiéu trang web khac nhau ctia IBM
va t6 chic cac budi hop dé chia sé thong tin cap
nhat, thit nghiém y tuéng va giai quyét cac maéi quan
tam. Ong t6 chitc cac budi Hoi & Pap khong co kich
ban san dai 90 phut v6i nhan vién, va noéi chuyén
truc tiép véi 20.000 ngudi lao dong.

Gerstner noi: “Toi da 1dng nghe va da rat cd

gang dé khong két luan voi vang.”

b6 la mot bude quan trong trong qua trinh

hoach dinh chién luge, cho phép nhém diéu hanh
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xay dung cac k€ hoach dé khién IBM tré nén phu
hgp va canh tranh dugc tré lai. Nhung n6 da dan
dén mot thay ddi 16n hon trong van hoa ctia IBM,
bién cong ty tir mot bd may quan liéu tip trung vao
bén trong thanh mot nha déi mai theo dinh huéng
thi truong.

Hay dong cam véi nhitng ngudi ban can thuyét
phuc mua san pham hay dich vu hodc nhing ngudi
lam viéc cham chi thay mat ban. Viéc do6 sé cung
cép cho ban nhiing y tuéng hay hon va khién 16i noi
clia ban tré nén co6 gia tri. Va néu cac bén lién quan
c6 thé dong cam ngugc lai v6i ban, thi ban dang
trén hanh trinh xay dung moi quan hé thuc su lau

dai vé6i ho day.

NANCY DUARTE la Giam ddc Piéu hanh clia Duarte Design va la tac

gia cuén HBR Guide to Persuasive Presentations (Trinh bay thuyét
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phuc’) (Harvard Business Review Press, 2012), cling nhu hai cuén sach
vé nghé thuét trinh bay, Slide:ology: The Art and Science of Create Great
Presentations (Hoc cach thiét ké slide™) (O'Reilly Media, 2008) va Resonate:
Present Visual Stories That Transform Audiences (tam dich: Tao su dong
cam: Trinh bay nhitng cau chuyén truc quan lam thay déi khan gia) (Wiley,
2010). Co 1a dong tac gia cung Patti Sanchez ctia llluminate: Ignite Change
Through Speeches, Stories, Ceremonies, and Symbols (tam dich: Soi sang
t6: Cham ngoi thay ddi thong qua cac bai phat biéy, cau chuyén, nghi thic
va biéu tugng) (Portfolio, 2016).

Ghichu

1 S. Kessler, “How Snow White Helped Airbnb’s Mobile Mission,”
Fast Company, ngay 8 thang Muoi mot, 2012, http:/www.
fastcocreate.com /1681924 /how-snow-white-helped-airbnbs-
mobile-mission; N. Blecharczyk, “Visualizing the Customer
Experience,” Sequoia Capital, https://www.sequoiacap.com/

article/visualizing-customer-experience/; A. Carr, “Inside

* Cudn sach da dugc Alpha Books mua ban quyén va xuidt ban nam
2016. (BTV)

** Cudn sach da duge Alpha Books mua ban quyén va xudt ban nam
2018. (BTV)
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Airbnb’s Grand Hotel Plans,” Fast Company, ngay 17 thang Ba,
2014, http: //www.fastcompany.com/3027107/punk-meet-rock-
airbnb-brian-chesky-chip-conley.
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Ké chuyén
khién moi ngudi
cam dong

Bai phdng vain ROBERT MCKEE
BRONWYN FRYER thuc hién



huyét phuc duge ngudi khac la phan quan

trong nhat cta hoat dong kinh doanh. Ban

phai thuyét phuc dugc khach hang mua san
pham hodc dich vu ctia cong ty ban, ban phai thuyét
phuc dugc nhan vién va dong nghiép déng hanh véi
ké hoach chién lugc méi hodc tai té chirc, ban phai
thuyét phuc dugce cac nha dau tu mua (hodc khong
ban) c6 phiéu ctia ban, ban phai thuyét phuc dugc
cac ddi tac ky két giao dich ti€p theo... Nhung bat
chdp tam quan trong ctia viéc thuyét phuc, hau hét
cac giam ddc diéu hanh déu gap kho khan trong
giao ti€p, chua noi dén viéc truyén cam hiang. Ho

thudng xuyén bi lac trong nhitng trang bi cho viéc
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thuyét trinh tai cong ty: cac slide PowerPoint,
nhitng ban ghi nhé kho khan va cac cong van cudng
diéu tir b phan truyén thong. Ngay ca nhiing nd
luc duge nghién cltu va can nhic ky ludng nhat
cling thuong duge don nhan béng thai do hoai nghi,
ué 0ai, hoac thdng thing gat bd.

Tai sao viéc thuyét phuc lai khé khan dén
thé va ban c6 thé lam gi dé khién moi ngudi tin
tuong? PE tim ki€m cau tra 16i, bién tap vién cip
cao cta HBR, Bronwyn Fryer, da dén tham Robert
McKee, giang vién bién kich néi tiéng va dugc kinh
trong nhat trén thé gidi, tai nha riéng ctia ong &
Los Angeles. La mdt cay viét va dao dién tung doat
gidi thuéng, McKee chuyén dén California sau
khi hoc tién si vé nghé thuét dién anh tai Pai hoc
Michigan. Sau do, 6ng giang day tai Trudng bién
anh va Truyén hinh thudc Pai hoc Nam California
truée khi thanh 14p cong ty riéng Two Arts dé dua

cac bai giang vé nghé thuit ké chuyén ctia minh ra
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toan thé gidi, téi véi khan gia bao gom cac nha van,
dao dién, nha san xuat, dién vién va giam doc diéu
hanh cong ty giai tri.

Cac sinh vién ctia McKee da viét, dao dién va
san xuat hang tram bo phim dinh dam, bao gom
Forrest Gump, Erin Brockovich, The Color Purple,
Gandhi, Monty Python and the Holy Grail, Sleepless
in Seattle, Toy Story va Nixon. Ho da gianh dugc 18
giai Oscar, 109 giai Emmy, 19 gidi Writers Guild va
16 giai Directors Guild of America. Nguoi doat giai
Emmy Brian Cox dong vai McKee trong bd phim
Adaptation nam 2002, ké vé cudc doi ctia mdt nha
bién kich ¢ ging chuyén thé cuon sach The Orchid
Thief (tam dich: K& trom Lan). McKee cling dong
vai tro tu van dy an cho cac cong ty san xuit phim
va truyén hinh nhu Disney, Pixar va Paramount
cling nhu cac tap doan 16n (bao gom céa Microsoft),
nhiing noi thuong xuyén ctt toan bo nhan vién sang

tao cia minh dén tham du cac bai giang ctia ong.
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McKee tin rang cac giam déc diéu hanh cé
thé thu hat ngusi nghe & mot cap do hoan toan
ma&i néu ho chiu bo cac slide PowerPoint di va hoc
cach ké nhiing cau chuyén hay. Trong cudn sach
ban chay Story: Substance, Structure, Style, and the
Principles of Screenwriting (tam dich: Cau chuyén:
Noi dung, cdu trac, phong cach va nguyén tic viét
kich ban) ctia minh, dugc HarperCollins xuat ban
nam 1997, McKee 14p luin ring nhitng cau chuyén
“dap ting mot nhu cau sau sic ctia con ngudi: nAm
bat cac khudn méiu séng - khong chi don thuan la
mot bai tép tri tué, nhung trong mot trai nghiém

rdt riéng tu, day cam xtc.

Noi dung ti€p theo la ban ghi da dugc chinh

stra va rat gon vé cudc trao déi ctia McKee v6i HBR.
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Tai sao mot CEO hodc nha quan ly
nén chu y dén mét nha bién kich?

Mot phan quan trong trong cong viéc ctia CEO 1a
thiic ddy moi nguoi dat duge nhiing muc tiéu nhat
dinh. Dé lam dugc diéu nay, ngudi do phai gin két
cam xuc ctia ho va chia khéa mé cira trai tim chinh
la cau chuyén. C6 hai cach dé thuyét phuc moi
ngudi. Cach dau tién 1a hung bién theo 16i cii, nhu
hau hét giam ddc diéu hanh duge dao tao. Do 1a
mot qua trinh tri tué va trong thé giéi kinh doanh,
noé thuong bao gom mdt ban trinh bay PowerPoint
ma trong d6 ban ndi: “Pay la thach thic 16n nhat
clia cong ty ching ta va day cling 1a nhiing gi chlng
ta can lam dé phat trién thinh vugng.” Ban dua ra s6
liéu thong ké, dit kién cling nhu trich dan tir nhiing
ngudi ¢6 thdm quyén. Nhung cach hung bién nay
6 hai van dé. bau tién, nhiing ngudi ma ban dang
tro chuyén cung da c6 nhiing can ct, s6 liéu thong

ké va kinh nghiém cta riéng ho. Khi ban c6 ging
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thuyét phuc ho, trong dau ho dang tranh cai v6i
ban. Th hai, néu thanh coéng trong viéc thuyét
phuc ho, ban ciing chi thanh cong trén co s6 tri oc.
Thé 1a chua dd, béi hanh dong ctia moi ngusi khong

chi dugc truyén cam hing dua trén 1y tri.

Mot cach khac manh mé hon nhiéu dé thuyét
phuc moi ngudi 1a hgp nhat y tuéng véi cam xac.
Cach t6t nhat dé lam viéc nay la ké mdt cau chuyén
hdp dan. Trong mot cau chuyén, ban khéng chi
truyén tai nhiéu thong tin vao cau chuyén ma con
khoi ddy cam xtc va nang lugng ctia ngusi nghe.
Viéc thuyét phuc bang céu chuyén khong dé. Bat
ky ngudi thong minh nao cting c6 thé ngéi xuong
va lap danh sach. Viéc xay dung ly luén biang phép
hung bién kiéu ct thudng doi hoi sy hgp ly nhung
khong qua sang tao. Nhung viéc trinh bay mot y
tudng chia i sttc manh cam xac dé tré nén dang
nhé thi doi hdi hiéu biét sdu sic va kj nang ké

chuyén song dong. Néu cd thé khai thac tri tudng
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tugng va cac nguyén tic ctia mdt cau chuyén duge
ké khéo 1éo, ban sé khién moi ngusi phai ding 1én

v0 tay thay vi ngap dai va phét 16 ban.
Vay mot cau chuyén la gi?

Vé co ban, mdt cau chuyén thé hién cudc song thay
d6i thé nao va tai sao. NO bat dau bang tinh huéng
cudc song tuong doi can bing: Ban di lam ngay nay
qua ngay khac, tuan nay qua tuan khac, moi thr déu
6n. Ban mong dgi né sé cir dién ra nhu thé. Nhung
c6 mot sy kién - trong linh vie viét kich ban, ching
toi goi la “bién ¢6 thuc ddy” - khién cudc song mat
can bang. Ban nhan dugc mot cong viéc méi, hodc
ong chti chét vi dau tim, hodc mdt khach hang 16n
de doa roi di. Cau chuyén ti€p tuc mo ta lam thé
nao, trong nd luc khdi phuc su can bing, nhiing
ky vong chti quan ctia nhan vat chinh va phai thuc
té€ khach quan bat hgp tac. Mot ngudi ké chuyén

gidoi mo ta viéc doi pho véi nhiing thé luc chdng doi

114



Ké chuyén khién moi ngudi cam déng

nay, kéu goi nhan vit chinh dao sau hon, lam viéc
v6i cac nguon tai nguyén khan hiém, dua ra nhiing
quyét dinh kho khan, hanh dong bat chip rti ro va
cudi cung kham pha ra su that. Tat ca nhiing ngusi
ké chuyén tuyét voi k€ tir budi binh minh ctia thoi
dai - tir nguoi Hy Lap c6 dai dén thoi Shakespeare
va cho t6i ngay nay — déu da giai quyét van dé co

ban nay gitra ky vong chit quan va thuc té tan khéc.

Mét giam déc diéu hanh hoc cach
ké chuyén nhu'thé ndo?

Nhiing cau chuyén da thim nhuan vao ban hang
nghin 1an ké ti khi me bé ban vao long. Ban da
doc nhiing cudn sach hay, xem phim, kich. Hon
nita, ban tinh tu nhién cdia con ngudi la muon giai
quyét cac cau chuyén. Cac nha tam 1y hoc nhan
thitc mo ta cach tam tri con ngudi, trong nd luc
hiéu va ghi nhg, tip hgp cac manh ghép cia kinh

nghiém thanh mot cau chuyén, bit dau v6i mong
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muoén ca nhan, muc tiéu cudc song, sau d6 miéu
ta cudc ddu tranh chong lai cac thé luc ngan can
mong mudén do6. Nhitng cau chuyén la cach chiing
ta nhd; chiing ta c6 xu huéng quén cac danh sach

va gach dau dong.

Cac doanh nhan khong chi phai hiéu qua kha
clia cong ty minh ma con phai du tinh tuong lai.
Va ban hinh dung tuong lai nhu thé nao? Nhu mot
cau chuyén. Ban tao ra kich ban trong dau vé cac
su kién c6 thé xay ra trong tuong lai dé c6 gang
doan truée sinh ménh ctia cong ty hodc cudc song
ca nhan ctia chinh minh. Vi vay, néu mot doanh
nhan hiéu rang tam tri ctia ho tu nhién mudn long
ghép trai nghiém vao mot cau chuyén, thi chia khéa
dé thu hat khan gia khong phai la chong lai thoi
thiic nay ma la don nhan no6 bing cach ké médt cau

chuyén hay.
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Piéu gi tao nén mét cau chuyén hay?

Ban thuc su sé khong mudn ké mot cau chuyén tu
dau dén cudi mo ta két qua dap tng ky vong nhu
thé€ nao. Viéc nay sé rat nham chan va vo vi. Thay
vao do, ban muon thé hién cudc dau tranh gita ky

vong va thuc t€ cling tit ca su khé chiu ctia no.

Chéng han, hay hinh dung cau chuyén vé mot
cong ty khoi nghiép cong nghé sinh hoc ma ching
ta sé goi la Chemcorp, giam ddc diéu hanh cta
cong ty phai thuyét phuc mét s6 chit ngan hang &
Pho Wall dau tu vao. Anh ta c6 thé noi voi ho rang
Chemcorp da phat hién ra mot hgp chit hoa hoc
ngan ngua cac con dau tim va dua ra rat nhiéu trang
trinh bay quy mo thi truong, ké hoach kinh doanh,
so do té chirc... Cac chti ngan hang sé gat dau mot
cach lich su va ngap ngan ngap dai trong khi nghi
vé tat ca cac cong ty khac c6 vi tri tot hon trong thi

truong ctia Chemcorp.
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Hodc thay vao d6, giam ddc diéu hanh c6 thé
bién man thuyét phuc ctia minh thanh mot cau
chuyén, bit dau véi viéc mot ngudi gan gii voi anh
ta - chang han nhu cha anh ta - da chét vi dau tim.
Nhu thé, chinh trang thai tu nhién tré thanh nhan
vat phan dién dau tién ma giam doc diéu hanh -
v6i tu cach la nhan vat chinh - phai vugt qua. Cau
chuyén c6 thé dién ra nhu thé nay: Trong con dau
buon, anh nhan ra néu bénh tim c6 chat chi thi hoa
hoc thi cai chét ctia cha anh c6 thé da dugc ngan
chan. Cong ty ctia anh da phat hién ra mot loai
protein xuat hién trong mau ngay truéc con dau
tim va phat trién mét thit nghiém dé thuc hién véi
chi phi thap.

Nhung bay gid, ho phai d6i mat v6i mot doi
thtt m6i: FDA. Qua trinh phé duyét day rui ro va
nguy hiém. FDA tir chdi don dang ky dau tién, nhung
nghién ctru méi cho thdy thit nghiém nay tham chi

con hoat dong t6t hon mong dgi ctia bat ky ai, vi vy

118



Ké chuyén khién moi ngudi cam déng

co quan chdp thuin don dang ky thit hai. Trong khi
do, tién ctia Chemcorp dang can kiét dan, mot ddi
tac quan trong rdi di va bat dau thanh 1ap cong ty
ctia riéng minh. Gi¢ day, Chemcorp dang trong mot
cudc dua nudce rat dé co duge tdm bing sang ché

dang kinh ngac.

Viéc cac tac nhan déi khang dén lai thé nay
tao ra sy hdi hop. Nhan vat chinh da khoi 1én trong
dau cac 6ng chii ngan hang y nghi ring cau chuyén
c6 thé khong co két thic c¢6 hau. Anh da kich thich,
khién ho phéai nhap nhém vi hoi hdp va anh néi:
“Chung toi da thing cudc dua, chiing toi da c6 bang
sang ché, chiing toi da sin sang dé ra mit cong
chiing va ctu séng 1/4 triéu ngudi mdi nam.” Roi

cac 6ng chti ngan hang c thé tung tién ra.
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Phai chdng anh dang ndi vé viéc
phong dai va l6i kéo?

Khong. Mdc du doanh nhan thudng nghi ngd nhitng
cau chuyén vi cac ly do ban dé xuat, thuc té€ la s6
liéu thong ké dugce st dung dé noi doi va nodi doi
tham té, trong khi cac bao cao ké toan thuong trinh
bay bong bay nhung ndi dung vé van - hay ¢t nhin
Enron va WorldCom.

Khi moi ngudi yéu cau tdi gitip bién bai thuyét
trinh ctia ho thanh cau chuyén, toi bit dau bang
cach dat cau hoi. T6i phan tich tam ly cac cong ty
ctia ho va ca loat sy viéc day kich tinh xuat hién.
Nhung hau hét cac cong ty va giam doc diéu hanh
déu gidu hét nhiing chuyén chdng mdy hay ho, cac
kho khan, nhitng dich tha va sy vat 16n ctia minh.
Ho thich trung ra mot bic tranh mau hong - va
buon té - cho thé gisi. Nhung véi tu cach 1a mot

ngudi ké chuyén, ban sé muon dit cac vin dé ra
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tru6e mit, sau do cho thdy minh da vugt qua chung
nhu thé nao. Khi ban ké ciu chuyén vé cudc diu
tranh chong lai nhiing dich thi thuc sy, khan gia sé
thay ban la mét ngudi nang dong, tha vi. Va toi biét
phuong phap ké chuyén c6 hiéu qua, béi sau khi toi
tu van cho hang chuc cong ty dé ngudi ding dau ké
nhiing cau chuyén tha vi cho Phd Wall, ho déu da

nhan dugc tién.

Vé mot burc tranh tich cuc thi co gi sai?

N6 khong ding. Ban c6 thé gii mot thong cao bao
chi néi vé doanh s6 ban hang tang 1én va mot tuong
lai tuoi sang, nhung khan gia ctia ban biét ring viéc
chua bao gi¢ dé dang nhu vay. Ho biét ban khong
hoan héo; ho biét ddi thti canh tranh ctia ban khong
hén 1a ké x4u. Ho biét ban da xuyén tac tuyén bd
dé€ khién cong ty minh c6 vé tét dep. Nhiing hinh
anh tich cuc, mang tinh gia dinh va thong cao bao

chi soan sin thuc su chdng lai ban, vi ching khién
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nhiing ngudi ma ban dang cd ging thuyét phuc mat
long tin. Tdi ngo ring hau hét cac CEO déu khong
tin chinh nguoi dua ra y tuéng cho ho - va néu ho
da khong tin nhing 16i théi phong, thi tai sao cong
chang phai tin?

Diéu tré tréu vi dai ctia su ton tai la nhiing
diéu khién cudc song tré nén dang song lai khong
dén tir khia canh “mau hong”. T4t ca chiing ta thém
1a ké hai long v6i cudc song hién tai, biéng ludi, vo
lo v6 nghi, nhung cudc dsi khong cho phép nhu
vay. Nghi luc song dén tir mat téi. N6 dén tir moi
thir khién chung ta khé s6. Khi dau tranh chéng lai
nhiing stic manh tiéu cuc nay, chiung ta budc phai

song sau sic hon, day da hon.

VAy viéc thira nhdn mat téi nay
giup chung ta co suc thuyét phuc hon?

T4t nhién. B&i ban thanh thuc hon. Mot trong
nhing nguyén tac ké chuyén hay la hiéu dugc rang
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tit ca ching ta déu phai sdng trong ndi khiép sg.
So hai la khi ban khong biét diéu gi sé xay ra. Khiép
so la khi ban biét diéu gi sé xay ra va khong thé lam
gi dé ngan lai. Cai chét la ndi khiép sg 16n; tit ca
chiing ta déu song trong bong t6i khong ngung thu
hep ctia thai gian, va tir bay gid dén ltc d6, moi diéu
toi té déu co thé xay ra.

Hau hét chung ta kim nén ndi khi€p sg nay.
Chung ta loai bd n6 bing cach truyén no vao ngusi
khac thong qua sy mia mai, ltra d6i, ngugc dai, tho o
- nhiing hanh dong tan ac 16n va nho. Tat ca chung
ta déu pham vao nhimng diéu xdu xa nho nho do6 dé
gidm bét ap luc va khién minh cam thay tot hon.
Sau do, chung ta hgp Iy hoa hanh vi xau ctia minh
va tu thuyét phuc ban than la ngudi tét. Cac té chic
cling 1am diéu tuong tu: Ho phti nhan su ton tai ctia
diéu tiéu cuc trong khi gay khi€p s¢ cho cac té chic

khac hodc nhan vién ctia minh.
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Néu la ngudi thuc té, ban biét ring day la ban
chat ctia con ngudi; ban nhin ra hanh vi nay 1a nén
tang ctia tat ca ban chit. Ménh 1énh trong tu nhién
la tuan theo quy tic vang ctia su s6ng con: DJi xir
v6i nguoi khac theo cach ban mudén ban than duge
dai x. Theo 1€ tu nhién, néu ban dé nghi hgp tac va
nhan lai sy hgp tac, mdi quan hé ctia ban sé tré nén
tot hon. Nhung néu ban dé nghi hgp tac va nhin
lai su chdng doi, ban ciing sé dap lai bing su chong

dai - ¢ cdp do cao hon.

Ké tir khi con ngdi quanh déng Iira trong hang
dong, con ngudi da ké nhiing cau chuyén dé gitp
minh d6i pho véi ndi kinh hoang ciia cudc song va
cudc diu tranh dé ton tai. Tat ca nhiing cdu chuyén
tuyét voi déu soi sang mat tdi. Toi khong noi vé diéu
goi 1a cai ac “thuan tay”, béi n6 khdng ton tai. Tat

cé chung ta déu c6 mat xdau va tét va chang lién
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tuc chi€én diu véi nhau. Kenneth Lay* noi rang viéc
x0a s6 cong an viéc lam va cac khoan tiét kiém ctia
ngudi khac 1a khong cha y. Hannibal Lecter™ hom
hinh, duyén dang, thong minh va anh ta an gan
ctia nguoi khac. Khan giad danh gia cao tinh trung
thuc ctia mot nguoi ké chuyén dam thira nhan mat
tdi ctia con ngudi va thanh thit vé cac su kién doi
nghich. Cau chuyén tao ra nang lugng tich cuc
nhung thuc t€ cho nhitng ngudi nghe.

* Nha sang lap, CEO ctia Tap doan Enron vang bong moét thoi nuée My,
clng la mot trong nhiing nhén vat cht chét lién quan trong mot trong
nhitng vu an kinh t€ nghiém trong va phtc tap nhét lich st doanh nghiép
M§, cudi cting chét chim cung tap doan ma minh da giy dung va dan
dét. [ND]

** Nhan vat bac si tam ly nhung ciing 1a ké giét ngudi hang loat va an thit
ngudi trong Sy im lang ctia bdy ctu, duge binh chon la nhén vat phan dién

$6 mot trén man anh. (ND)
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Diéu nay cé nghia anh phai 1a mét ké bi quan?

Van dé khong phai 6 chd ban lac quan hay bi quan.
Téi thdy dudng nhu con ngudi van minh 1a con ngudi
da nghi - nguoi khéng tin nhiing gia tri bé mat. Chi
nghia hoai nghi 1a mdt nguyén tic khac cta ngusi
ké chuyén. Nguoi hoai nghi hiéu su khac biét gitta
van ban v6i nhing diéu bat thanh van dn ding sau,
va luon tim hiéu diéu gi dang thuc su dién ra. Ngusi
hoai nghi tim ki€m sy that bén dudi bé mat ctia cude
séng, biét rang suy nghi va cam xtc thyc su ctia cac
t6 chitc hodc ca nhan la vo thitc va khong dugce boe
10. Ngudi hoai nghi ludn nhin sau 16p mat na. Vi du,
nhiing dita tré duong pho véi hinh xam, khuyén tai,
day xich va 4o da, deo nhiing chi€éc mat na tuyét vai,
nhung ngudi hoai nghi biét chi€c mat na chi la mot
nhan vat. Bén trong bat cir ai dang c6 td ra ndi loan
nhu vdy la mét con ngusi mém mong. Nhiing ngudi

thuc su cing ran thi khong can co.
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Vay thi mét cdu chuyén bao ham ca méat toi sé tao ra
néng lugng tich cuc & ngudinghe?

Chéc chin rdi. Chung ta nghe theo nhitng ngusi ma
minh tin tuéng. Cac lanh dao gidi nhat ma tdi ting
ti€p xtic - nhitng nha san xuit va dao dién - da phai
chdp nhan thuc té€ c6 phan u téi. Thay vi giao ti€p
thong qua ngudi soan vé cho minh, ho dan dat dién
vién va doi ngti vugt qua sy doi nghich ctia mot thé
gi6i ma trong do6 co hoi dé mot bo phim duge san
xuat, phan phoi va ban cho hang triéu ngusi xem la
1/1.000. Ho hi€u rd nhitng ngusi lam viéc cho ho
yéu thich cong viéc va song vi nhitng thanh tuu nho

gop phan vao chién thing cudi cung.

Tuong ty, cac CEO phai ngdi ¢ dau ban hoac
trudc micro, léo 1ai cong ty vugt qua nhitng con bao
ctia nén kinh t€ tdi té va su canh tranh gay git. Néu
ban nhin thdng vao mat khan gia, bay ra nhiing thir

thach thuc su dang s¢g ctia minh va néi: “Chtng ta
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sé gap may man néu vugt qua dugc diéu nay, nhung
day la diéu tdi nghi chung ta nén lam,” ho sé ling

nghe ban.

Pé khién moi ngusi Gng ho minh, ban c6
thé ké mdt cau chuyén trung thuc. Cau chuyén vé
General Electric that tuyét voi va khong lién quan
dén viéc cuu Chi tich Jack Welch stung bai su néi
tiéng. Néu co cai nhin rong 16n vé cudc séng, ban
c6 thé nhin thdy & tat ca cac cap do phtc tap cta
no6 va ton vinh noé trong mdt cau chuyén. Mot giam
doc diéu hanh vi dai la ngudi hiéu va chidp nhan ban
than véi tat ca nhiing diém tdt 1an x4y, vi thé ho
cling ¢6 long tric dn v6i ngudi khac. Long tric dn

nay dugc thé hién trong cac cau chuyén.

Lay vi du vé tinh yéu cdng viéc. Nhiéu nam
truée, khi con hoc cao hoc, t6i da lam cong viéc
diéu tra gian 1an bao hiém. Nguosi yéu cau boi
thuong trong truong hop no la mét ngudi nhap cu

da bi chan thuong niang & dau trén mot day chuyén
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lap rap 6 to. Anh la ngudi 1p rap ctra s6 nhanh nhat
day chuyén va rat tu hao vé céng viéc ctia minh.
Anh noi chuyén véi toi khi dang dgi dé dugce 1dp mot

tam ludi titanium vao dau.

Nguoi dan 6ng nay da bi thuong ning, nhung
cdng ty cho rang anh la mot ké lua déo. Bat chap
diéu d6, anh van vé cung tan tam. Tat cad nhing
gl anh mudn 1a tré lai lam viéc. Anh biét gia tri
clia cong viéc, bat ké noé 1ap di lap lai nham chan
dén thé nao. Anh tu hao vé diéu d6 va tham chi vé
cong ty da budc tdi minh gian déi. That tuyét voi
cho CEO ctia cong ty xe hoi do khi ké vé viéc cac
nha quan ly da nhén ra su sai trai trong 16i budc
toi ctia ho va sau dé thuéng cho nhan vién kia vi
su cong hién ctia anh. Déi lai, cdng ty duge dén
dap bing né luc gap dbi tir tat ca cac nhan vién da

nghe chuyén.
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Lam thé ndo dé ngudi ké chuyén kham pha
va khai quat nhirng cdu chuyén muén duoc ké?

Ngudi ké chuyén kham pha cau chuyén bing cach
dat mot s6 cau hoi chinh. Pau tién, nhan vat chinh
ctia tdi muon gi dé khoi phuc sy can bing trong
cudc sdng? Khao khat 1a “mau” ctia mot cau chuyén.
Khao khat khong phai la mot danh sach mua sam
ma la mot nhu cau c6t 16i, néu duge thoéa man, cau
chuyén sé dung lai. Tiép theo, diéu gi dang ngan
can nhan vat chinh dat dugc mong mudn ctia minh?
Cac stic manh bén trong? Su nghi ngd? No6i s¢? Su
réi rdim? Xung dot ca nhan voi ban bé, gia dinh,
ngudi yéu? Xung dot xa hdi ndy sinh tai cac thé ché
khac nhau trong xa héi? Xung dot vé thé chat? Cac
th€ lyc ctia Me Thién nhién? Cac bénh gay chét
nguoi trong khong khi? Khong di thoi gian d€ hoan
thanh cong viéc? Cai 6 to chét tiét khong né may?
Nhiing su doi khang dén tur con ngudi, xa hoi, thoi

gian, khong gian va moi déi tugng trong do, hoac
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bat ky su két hop nao cta céac luc lugng ay cung
mot ltc. Khi do, nhan vat chinh quyét dinh hanh
dong thé nao dé dat dugc mong mudn khi doi mat
v6i nhiing thé luc ay? Tra 16i cho cau hoi nay, ngusi
ké chuyén kham pha ra sy thit vé cac nhan vat cta
ho, béi trai tim ctia mot ngudi duge boc 10 qua lua
chon ma ho dua ra khi bi ap luc. Cudi cuing, ngudi
ké chuyén dua vao thiét ké ctia cac sy kién ma ho
da tao ra va hoi: “Téi c6 tin diéu nay khong? Toi
khong théi phong, ciing khong phai dang tim cach
giam nhe thuc t€ ctia cudc dau tranh ch? bay co

phai 1a 16i ké trung thuc, du tréi 6 thé sup khong?”

Viéc tré thanh mot ngudi ké chuyén gidi cd khién
anh ta trd thanh mot nha lanh dao gioi khéng?

Khong nhét thiét, nhung ban ndm dugc cac nguyén
tic ké chuyén, ban c6 thé hiéu rd hon vé ban than
cung ban chat con ngudi va diéu do sé khién co hoi

nghiéng vé phia ban. Tdi c6 thé day cac nguyén tic
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chinh thtic ctia cau chuyén, nhung khong thé day
cho mot ngudi chua thuc sy séng mot cach diang
dan. Nghé thuit ké chuyén doi hoi tri thong minh,
nhung cling doi héi kinh nghiém s6ng ma toi da ghi
nhin & cac dao dién tai nang: ndi dau ctia tudi tho.
Chén thuong thdi tho du ddy ban vao mdt dang tam
than phén liét nhe khién ban nhin cudc s6ng dong
thoi theo hai cach: Thit nhat, do la trai nghiém truc
tiép, theo thoi gian thuc, nhung dong thoi ndo ctia
ban ghi lai n6 nhu duéi dang nguyén liéu ma tur do
ban sé tao ra y tudéng kinh doanh, khoa hoc hoic
nghé thuat. Giong nhu mdt con dao hai ludi, tri 6c
sang tao sé xuyén vao sy that cia ban than va nhan
tinh ctia ngudi khac.

Hiéu biét vé ban than la goc ré ctia moi cau
chuyén tuyét voi. Mot nguoi ké chuyén tao ra tat
cé nhéan vt tu chinh ban than bang cach dat cau
hoéi: “Néu la nhan vat nay trong nhiing hoan canh

nay, toi sé€ lam gi?” Cang hiéu rd vé con ngudi minh,
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ban cang c6 thé danh gia dang con ngusi ctia ngudi
khac trong tit ca cudc dau tranh thién-ac cta ho.
T6i 1ap luan ring nhitng nha lanh dao vi dai ma Jim
Collins mo6 ta la nhiing ngudi hiéu rat ré vé ban
than. Ho can bang hiéu biét sdu sic vé ban than va
long tu trong v6i thai do hoai nghi. Nhiing ngudi ké
chuyén vi dai - va toi ngé rang, cad nhimg nha lanh
dao vi dai - la nhitng ngudi hoai nghi hi€u ré mat na
ctia chinh ho cling nhu cac mit na ctia cudc séng
va su hiéu biét nay khién ho tré nén khiém tén. Ho
nhin thay nhan tinh ctia ngusi khac va doi xi véi
nhiing ngudi nay bang long thuong nhung thuc té.

Tinh hai mat d6 tao nén mot nha lanh dao tuyét vai.

ROBERT MCKEE tung la giang vién bién kich ndi ti€ng tai Truong bién
anh va Truyén hinh, Pai hoc Nam California. Cong ty Two Arts ctia anh
dua cac chuyén dé nghién ctu vé nghé thuit ké chuyén cta anh ra
toan thé gisi, dén voi dong dao khan gid gdm cac nha bién kich, tiéu
thuyét gia, nha viét kich, nha tho, nha lam phim tai liéu, nha san xudt

va dao dién.
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BRONWYN FRYER la mdt cay viét cdng tac va cuu bién tip vién cap cao

ctia Harvard Business Review.
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Kha nang thuyét phuc
dang ngac nhién
cua mot td giay

ghi chu

Kevin Hogan



ay hinh dung ban thuc su can thuyét phuc

ngudi khac 1am diéu gi do, chdng han nhu

hoan thanh nhiém vu. Ban cé thé ngac
nhién khi bi€t mot trong nhiing cach tot nhat dé
khién ai d6 tudn tht theo yéu cau ctia ban 1a thong
qua mot viéc lam rat nho gitp tao thém dau an ca
nhan: dan mot td gidy ghi cha.

Mot bd thir nghiém tuyét voi cta Randy
Garner tai Bai hoc Bang Sam Houston & Huntsville,
Texas, da phat hién ra a) thém ddu an ca nhén va b)
khién ai d6 cam thay ban dang nhé ho (cht khéng
phai bat ky ai) c6 thé mang lai két qua an tugng khi

dugc thyc hién cung lac.!
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Muc tiéu cac thlr nghiém ctia Garner la dé
xem diéu gi can thiét tao ra sy dong y hoan thanh
khdo sat - thuong kha dai va té nhat - béi cac giao
su dong nghiép tai truong dai hoc, chi lién lac qua
thu ndi bo. Yéu t6 tac dong trong cac thi nghiém
nay la viéc st dung cac giay ghi chd. Trong moét thir
nghiém, anh giri khao sat dén ba nhém riéng biét,
moi nhoém c¢6 50 giao su (téng cong 150 gido su). Ba

nhom nhan duge ba yéu cau khac nhau nhu sau:

Nhém 1 nhan duge ban khao sat dinh kém mot
to gidy ghi cht yéu cau tré lai ban khao sat da
hoan thanh.

Nhéom 2 nhan dugce ban khao sat véi thong
diép tuong tu dugc viét tay trén phong bi thay
vi trén gidy ghi cha.

Nhém 3 nhdn duge ban khao sat trong phong
bi nhung khong c6 thong diép viét tay.

Chuyén gi da xay ra?
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e Nhdém 3: 36% giao su tra lai khdo sat.
e Nhom 2: 48% giao su tra lai khao sat.
e Nhom 1: 76% gido su tra lai khao sat.
Viéc pho bién thir nghiém nay trong cac boi
canh khac chi yéu cau viéc hiéu tai sao gidy ghi cht
lai hiéu qua nhu vdy. N6 dai dién cho nhiéu kich
hoat hanh vi manh mé bao ham trong mét mén do
bé nho:
1. N6 khong pht hgp v6i moi truong: To giay
ghi chti chi€m khong gian va trong réi mét.
Do d6, bd ndo mudn noé bién mat.

2. N6 thu hat su cht y truée hét vi diéu 1.
That kho dé bo qua.

3. N6 dugce ca nhan hoa. (P6 1a sy khac biét

gitta Nhom 2 va Nhom 3 trong thir nghiém.)

4. Cudi cung, to gidy ghi cha dai dién cho

viéc mot ngudi dang giao ti€p véi mot nguoi
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quan trong khdac - gan nhu la mdt yéu cau
dic biét, khién ngudi nhan cam thiy minh

quan trong.

Garner khong thé ngung viéc kham pha thém
yéu t6 gidy ghi chd. Anh quyét dinh thuc hién thi
nghiém tht hai, gifi cho mét nhém gido su mot
mau gidy ghi chua trong khong dinh kém mot trong

nhiing khao sat. Day 1a nhiing gi da xay ra:

¢ Nhom 1 nhian dugc ban khao sat v6i mot
thong bao trong td¢ gidy ghi cht duge ca

nhan hoa.

e Nhém 2 nhan duge ban khao sat dinh kém
mot to gidy ghi chi trong khong.

e Nhdém 3 nhan duge ban khéo sat khong co
gidy ghi chu.

biéu gi da xay ra trong nghién ctu thit hai?

* Nhom 3: 34% tra lai khao sat khong co gidy
ghi chu (tuong tu thir nghiém dau tién).
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* Nhom 2: 43% tra lai khao sat voi gidy ghi
cht trong khong.

e Nhom 1: 69% tra lai khao sat véi gidy
ghi cht duge ca nhan hoéa (tuong ty thir
nghiém dau tién).

Co vé diéu ky diéu thuc sy khéng nam & ban
than t¢ gidy ghi chti ma 1a cam giac két ndi, y nghia
va nét nhan dién ma no dai dién. Ca nhan nguoi gt
khao sat dang nho t6i gitip theo mot cach dac biét

(khong chi viét ra trén ban khao sat).

Nhung két qua khong chi dung lai & viéc cod
dong y lam theo hay khong; ngoai ra con c6 téc do
thuc hién va chat lugng ctia né luc. Garner da thi
nghiém dé€ xem moi ngudi sé tra lai ban khao sat
ti€p theo nhanh nhu thé nao néu co td giay ghi cha
kém theo dong thdi do luong lugng thong tin ma
ngudi dugce khao sat phan hoi lai khi cé ghi cht dinh
kém so v6i nhom khong nhan dugce ghi cht. Anh

nhén thay nhiing diéu sau:
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e Nhom1(c6 ghi chu) tra lai phong bi c6 dan
tem dia chi ctia ho (SASE) va ban khao sat
trong vong trung binh bon ngay.

e Nhom 2 (khong cé ghi cht) tra lai SASE va
khdo sat trung binh trong nam ngay rudi.

Nhung khac biét dang chd y nhit la Nhom 1
cling gtri nhiéu binh ludn hon dang ké va tra 16i cac
cau hoi mé dai hon Nhém 2.

Cac thr nghiém sau hon cho thady néu mét
nhiém vu dé thuc hién hoac dé tuan th, mot yéu
cau ghi cht don gian khoéng can phéi ca nhan hoa
thém. Nhung v6i nhiém vy doi hoéi nhiéu hon, mot
to gidy ghi cha duge ca nhan héa cao hon rd rang
hiéu qua hon gidy ghi chd thong thuong dang ké.
biéu gi khién n6 thuc sy mang tinh ca nhan? Viét
mot thong diép ngan gon la hiéu qué, nhung viéc
thém tén clia ngusi nhan & trén cing va tén viét tat
clia ban & dudi cung sé khién mtc dé dong y lam

theo cao hon dang ké.
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T6i da st dung ly thuyét ca nhan hoa nay véi
cac doanh nhan trén khip thé giéi va dat dugc
thanh coéng 16n. Vi du: mot nha moi gisi thé chip
ma toi lam viéc cung da thir nghiém phuong phap
nay trong thu tu, gitp tang gap doi s6 lugng cudc
goi tr nhitng ngudi mudn vay mot cach hiéu qua.
Va n6é khong chi hi€éu qua tai van phong hoac voéi
khach hang. Nhitng ngudi ban séng cung cling sé
phén @ng v6i md hinh gidy ghi cha. (Hay thir dan
mot mau gidy ghi cht 1én guong trong phong tam

va xem diéu gi xay ra.)

Gan day, gidy ghi cht dugc ca nhan hoa da
dugc chuyén sang dang ky thuit s6 dé€ sir dung
trong e-mail, v6i nhiéu két qua khac nhau. Hiéu
qué dat dugc cao nhat trong e-mail khi hai ngudi
da gap hoac bi€t nhau. N6 chi c6 tac dung khiém
ton trong cac thu chao hang dugc thiét ké cho muc
dich ban hang ngay lap tac, khi ngusi doc khong
biét tac gia cta la thu. Viéc st dung ghi chu trong
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thu chao hang dugc thiét ké cho khach hang hién

tai can thit nghiém thém.

Lan t6i khi ban can dong nghiép déng y lam
theo yéu cau, hodc khi cung cdp danh muc dau tu
cho khach hang tiém nang xem xét, hay thir dinh
kém mot gidy ghi chi. Mot dau an ca nhan nho sé

gitp ban dat dugc két qua nhu mong muon.

KEVIN HOGAN la tac gid cta 21 cudn sich, bao gébm cuon The Science
of Influence: How to Get Anyone to Say Yes (tam dich: Khoa hoc ctia viéc
tac dong: Lam sao dé ngusi khac dong y) (Wiley, 2010) va The Psychology
of Persuasion: How to Persuade Others to Your Way of Thinking (tam dich:
Tam ly thuyét phuc: Cach thuyét phuc ngudi khac theo cach nghi ciia
ban) (Nha xuat ban Pelican, 1996).

Ghichu

1. R. Garner, “Post-it Note Persuasion: A Sticky Influence,” va
“What'’s In a Name? Persuasion Perhaps,” Journal of Consumer

Psychology, 2005.
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08

Khi nao thuyét phuc
bang con s6
va dif kién?
khi nao thu hut
bang tinh cam?

Michael D. Harris



hi nao nhan vién ban hang nén thuyét phuc
béng con sd va dir kién, khi nao ho nén cd
gang danh vao tiém thirc cam xtc cltia ngudi
mua? Khi nao ban nén ndi chuyén véi Ly tri va khi

nao nén nodi chuyén véi Truc giac?

T6i cho rang viéc ban hang cho Ly tri thudng
xuyén dan dén té liét phan tich, dac biét doi véi cac
san phdm hoic dich vu phitc tap. Tuy nhién, hau
hét moi ngudi van chi ti€p thi cho Ly tri. Két qua
la chiing ta danh qua nhiéu thdi gian theo dudi cac
co hdi ban hang ma cudi cung bi dinh tré. Chang ta

can cai thién kha nang ban hang cho Truc giac.
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Ching ta mic dinh ban cho Ly tri vi khi nghi
vé ban than, ching ta déong cam véi ly tri tinh
tao ctia minh. Ching ta khong thé hinh dung cac
giam doc diéu hanh nghiém nghi lai dua ra quyét
dinh duya trén cam xtc, bdi ching ta coi cac quyét
dinh dya trén cdm xtdc ctia ban than la phi ly va vo

trach nhiém.

Nhung néu Truc giac co logic riéng thi sao?
Trong nhiing nam gan déy, cac nha tam 1y hoc va
kinh t€ hoc hanh vi da chi ra quyét dinh cam tinh
khong phi 1y tri cing khong v6 trach nhiém. Bay
gig, chung ta hiéu rang cac quyét dinh vo thic ctia
minh thuc té€ tuan theo mot logic rdé rang. Ching
dua trén mot hé thong xtr 1y tri 6c theo kinh nghiém
sau sic c6 kha nang quay vong hang triéu bit dir liéu
mot cach dé dang ma khong bi qua tai. Mat khac,
tam tri co y thitc tdn tai mdt nat that ¢d chai, bdi nd
chi c6 thé xtr Iy cung ltic ba hodc bén mau thong tin

méi do nhitng gidi han cta tri nhé 1am viéc.!

147



Gay anh hudng & Thuyét phuc

Vi dy, nghién cttu lowa Gambling Task néu bat
muc do hiéu qua ctia bd ndo cam xuc khi dé dang
tim ra xac suit thanh cong dé dat dugc lgi nhuin
toi da.? Cac doi tugng tham gia duge cho mot khoan
tién tudng tugng va bon bo bai. Muc tiéu 1a thing
dugc cang nhiéu tién cang tét va dé lam nhu véy,
cac d6i tugng duge huéng dan rat bai tir bat ky bd

nao trong bon bo bai.

Cac doi tugng khong biét cac bo bai da dugc
chuén bi ky ludng. Rt tir hai trong s6 bén bo thi sé
lién tuc thing, trong khi hai bd con lai c6 mic tién
thudng cao nhung kém theo cac hinh phat “khiing”.
Lua chon hgp ly 1a tranh cac bo bai c6 rii ro va
sau khoang 50 la bai, moi nguci da ngung rat bai
ti cac b co rii ro. Tuy nhién, phai dén la thir 80,
moi ngudsi méi c6 thé giai thich Iy do tai sao. Logic
kha cham.

Nhung khi theo doi su ban khoan ctia cac dai

tuong tham gia, cac nha nghién ctu phat hién ra
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moi ngudi bit dau lo 1dng khi tim dén bo bai c6 rai

ro sau chi 10 14 da béc. Tryc giac rat nhanh.

Giao su Gerald Zaltman ctia Truong Kinh
doanh Harvard noi ring 95% quyét dinh mua hang
ctia chuing ta dién ra trong vo thirc. Vay thi tai sao
ching ta khong thé nhin lai lich st quyét dinh ciia
minh va tim ki€m vo sé vi du vé cac quyét dinh cam
tinh? Vi dau 6c tinh tdo cta ching ta sé ludn bia
ra nhiing 1y do bién minh cho nhiing quyét dinh
vO thec.

Trong mot nghién ctru 6 nhitng ngudi bi chia
tach ban cau ndo trai va phai dé tranh cac con co
giat dong kinh trong tuong lai, cac nha khoa hoc da
gti mot thong diép dén phan ndo phai la “Hay dén
vOi nuéc ¢ hanh lang va uéng nuée™ Sau khi thay
thong diép, doi tugng dung day va bit dau roi khoi
phong, d6 la ltic nha khoa hoc gt thong diép dén
phan ndo trai va hodi: “Ban dang di dau vay?” Hay

nh¢ rang phan néo trai chua ting thay thong diép
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vé voi nuée. Nhung liéu ndo trai c6 thira nhan no
khong biét cau tra 16i khong? Bap an la khong. Thay
vao do, no tro trén nguy tao mot ly do hop ly nhu:

“) day lanh qua. Téi di 14y 40 khoac”

Néu khong thé chic chan sir dung lich sir ra
quyét dinh ctia minh lam huéng dan, ban lam sao
biét khi nao minh nén ban hang dua trén logic va

khi nao dua trén cam xuc?

Dy la quy tdc may rti ngin gon: Ban hang don

gian cho Ly tri, ban hang phtc tap cho Truc giac.

Két luan nay dugc hd trg bdi mot nghién ctu
nam 2011 dya trén cac doi tugng lua chon chiéc xe
tot nhat ti bon chiéc xe da qua sit dung. Mdi chiéc
dugc danh gia 8 bén hang muc khac nhau (ching han
nhu tiét kiém xang). Nhung c6é mot chiéc xe ro rang
s6 hitu nhitng thudc tinh tét nhat. Trong tinh huéng
don gian chi v6i bon bién thé nay, nhiing ngudi ra

quyét dinh c6 y thic lam t6t hon 15% so véi nhitng
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ngudi ra quyét dinh vo thirc. Khi cac nha nghién ctru
dua ra tinh huéng phtc tap hon - 12 bién - nhiing
ngudi ra quyét dinh vo thirc lam t6t hon dén 42% so
v6i ngudi ra quyét dinh ¢ y thirc. Nhiéu nghién citu
khac ciing da chi ra tri 6c tinh tao ctia chiing ta bi
qua tai boi qua nhiéu thong tin nhu thé nao.

Néu ban mudn tac dong dén cam nhan cia
khach hang vé san pham cta minh, hdy cung cip
trai nghiém tao ra cdm xic mong mudn. Mot trong
nhiing cach tot nhat dé khach hang trai nghiém san
pham phirc tap ctia ban la chia sé cau chuyén song
dong vé khach hang. Nghién cttru da chi ra nhing
cau chuyén co thé kich hoat vung nao x& Iy hinh
anh, am thanh, vi giac va chuyén dong.* Daéi 1ap
v6i cach ti€p can nay, nhan vién ban hang sé cung
cép ca khoi dir liéu dusi dang mot ban trinh bay

PowerPoint véi 85 slide.

Thay vichotam tri cdm xdcla phily tri, hay nghi

vé n6 thé nay: Cam xtc chi don gian 1a cach ma sy
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v0 thirc truyén dat quyét dinh ctia n6 dén tam tri co

¢ thic.

MICHAEL D. HARRIS la Gidam ddc Piéu hanh ciia Insight Demand va 1a
tac gia ctia Insight Selling: Surprising Research on What Sales Winners
Do Differently (tam dich: Nghién cttu bat ngé vé cach lam khac biét cta
nhitng ngusi ban hang thang cudc) (Wiley, 2014).

Ghichu

1 N. Cowan, “The Magical Number 4 in Short-Term Memory: A
Reconsideration of Mental Storage Capacity,” Behavioral Brain
Science 24, s6 1 (thang Hai, 2001): 87-114.

2. A. Bechara va cong sy, “Insensitivity to Future Consequences
Following Damage to Human Prefrontal Cortex,” Cognition 50, s&
1-3 (thang Tu-thang Sau, 1995): 7-15.

3. M. S. Gazzaniga, “The Split Brain Revisited,” Scientific American,
ngay 1thang Bay, 1998.

4. G. Everding, “Readers Build Vivid Mental Simulations of Narrative
Situations, Brain Scans Suggest,” Medical Xpress, ngay 26 thang
Mot, 2009, https: //medicalxpress.com/news/2009-01-readers-

vivid-mental-simulation-narrative.html.
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