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“Co6 ngudi gitup ban thé hién diém manh
ctia minh, ¢o ngudi lai lam ban béc 16

diém yeu, va tuong tu, ban ciing co thé
khai gai diém manh nhat tir nhiing dic tinh
xau nhat cia nguoi khac. Van de chi Ia hiéu
duoc xuat than cia ho va cach tiep can

vai ho ma thoi.”




“Giao tiép cing nhu so dién thoai.

Néu ban quay s6t mét so (chi Ia mét phan
mudi cac con sa) thi khéng thé goi duac.
Néu ban quay ma ving sau cung vi lic do
mdi nghi ra thi ciing khong thé noi

may dugc. Ban can tat ca cac con so,

va phai theo ding thi tu.”




' IJ L :

1k § B B
e T il s Ml od s
it R ST e, SRR A e

'DR.RICK BRINKMAN - DR.RICK KIRSCHNER

Ngudi dich: TRAN THI ANH OANH
Hiéu dinh: TS. TRAN THI THU MAI -
Pho Truong khoa Tam ly giao duc
Truong Pai hoc S’ Pham TP.HCM

Ung xir voi
nhirng nguwol
kho chiu

DEALING WITH DIFFICULT PEOPLE

24 bai hoc khi goi -
diéem manh cua tiing nguoi

\J
Lh 3 ; " a > rl

. : _ ; tas NHA XUAT BAN TONG HOP
ﬁ Education \ THANH PHO HO CHi MINH




The McGraw-Hill companies

Brinkman

DEALING WITH DIFFICULT PEOPLE

ISBN: 0071416412

Copyright © 2003 by The McGraw-Hill Companies, Inc.

Original language published by The McGraw-Hill Companies, Inc.
All Rights Reserved.

No part of this publication may be reproduced or distributed in any form
or by any means, or stored in a data base or retrieval system, without the
prior written permission of the publisher.

Vietnamese translation edition jointly published by McGraw-Hill
Education Asia and Ho Chi Minh City General Publishing House.
ISBN: 9780071265034

Brinkman
UNG XU vOI NHUNG NGUGI KHO CHIU

ISBN:0071416412
Béan quyén © 2003 thudc vé McGraw-Hill Companies, Inc.

McGraw-Hill Companies Inc. xudt bdn sdch ban ngfl.
Hoan toan gif bin quyén.

Khéng phin ndo trong xudt bin phim nay dugc phép sao chép hay phit
hanh dudi bit ki hinh thitc ndo ho#c bing bit ky phuong tién nio, hay
duge luu gilf trong cd s& dit lidu hodic hé thng truy cip, ma khong c6 sy
cho phép trude biing viin bdn clia Nha xudt ban.

Bin dich ti€ng Viét do McGraw-Hill Education Asia v Nha xudt bin Téng
hgp TP. H6 Chi Minh lién doanh xudt bdn.

ISBN: 9780071265034



Muc luc

L& gidi thiéu ..

Ung xaf voi nhﬂng ngu'ﬁi Khéchiu .............coooooiiin
Nhin dién 10 hanh vi khéng mong muén nhit.................

Lya chon cich ti€p cin ..
Tim hi€u b6n y dinh ..

Tim hifu ¥ dinh d4u tién: hoan thinh cﬁng Viec ...........

Tim hiéu ¥ dinh th\ hai: lJAm dding cich ......

Tim hi€u ¥ dinh thiba: hoa thun...............cc.ocoooei.,
Tim hi€u ¥ dinh th@ t: dugc nhin nhdn ...
Nhin bi€t hiu qui khi nhiing y dinh bidedoa.............
Giam thi€u sy KhAacbi@t ................ccocooooiieiiiieeee,
LAing nghe A€ hi€u ....................ooooovvviiicci e,

Hiéu biét sdu sic hon ..
N6i sao cho hg hiéu ...

Hudng tGi va kyvqngkétquﬁ t6t nhAt ..
Khoi ggi di€ém manh & ngudi Xe-ting (Tank) .................
Khoi gg¢i di€m manh & ngudi Bin-tia (Sniper) .................

Khoi ggi di€ém manh & ngudi Gi-cling-bié&t
(Know-It-All) ...

Khoi gg¢i di€ém manh 6 ngﬂo‘i Tu&ng rﬁng gl cing- bi&'t

(Think-They-Know-It-All) ...
Khoi g¢i di€m manh & nglm’i Lyu-dan (Grenade)

Khoi goi diém manh & ngudi Ving-a (Yes Persun)

Khoi goi diém manh & ngudi C6-thé
(Maybe Person) ..

Khoi ggi di€m manh 6‘ ngu’Ui Cam-nin

(Nothing Person) ..

Khoi ggi di€ém manh Ei ngu’di Hi-qu:an (No Person) .......
Khoi gg¢i diém manh ¢ Ké than vin (Whiner) ..................
Ba budc hanh A6ng Adu tién ....................ccoooevviiereinn,



Ldi gidi thiéu

lILg xUt 12 mot dé tai cta phép “dsi nhan x{ thé “ trong cudc séng.
3 moi thai dai, dé€ try vitng va thanh cong trén thuong trudng, cc
céng ty, xi nghiép... phdi xdy dung va nuéi dudng biu khong khi
hoa hgp, tuong than, tuong 4i, tao diéu kién dé nhan vién phat huy
hét khi ning va sy sdng tao cGa minh. Cudn sich “Ung xi vdi
nbimmg nguoi kbé chiu” do Nha xuit ban Téng hgp TP. Hé Chi
Minh phdi hgp vGi Nha xudt bin McGraw — Hill xuit ban tai Viét
Nam 12 24 bai hoc khoi ggi diém manh cla ting nguoi.

Sich “Ung xw véi nbitng ngudi kb6 chiu” giip cho cdc nha
quin ly, doanh nhan dat dugc muc tiéu cla giao ti€p - dng xr 1a lam
thay déi nhan thic, thdi d6 va hanh vi cla nhan vién. Sich day cho
nha quan ly, doanh nhin lam cho nhimng ngudi khé chiu hoa déng
nhan thdc, cAm xvc véi minh, hiéu duge minh, trén co s& dé6 ma thay
déi nhan thic, thdi dé va hanh vi theo muc dich cia minh.

Sdch “Ung xit v6i nbitng ngudi kb6 chin” gitp nhan dién 10
loai hanh vi qua phong cdch dng x{ cia ¢4 nhan khéng dugc moi
ngudi ua thich va nhing yé€u t& khién ngudi ta trd nén khé chiu nhu
vay. D€ dng x vSi nhiing ngudi khé chiu, sdch huéng din cic nha
quén ly, doanh nhan va chiing ta st dung bén lya chon co ban, nhan
dang bén y dinh cta hanh vi ciin bin dé thay déi hanh vi khé chiu
thanh tich cyec.

Sdch con tap trung vao chi din nhing ky ning giao ti€p thiét
y&u nhu diéu chinh va dinh hudng trong giao ti€p, cic k¥ ning ing
x khéo léo: giam thiéu sy khic biét, ling nghe dé hiéu, hiéu ngudi
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khé chiu sau sic va cdch néi cho ngudi khé chiu hiéu. Cic cdch khoi
goi diém manh & 10 kiéu ngudi cé nhitng hanh vi khé chiu sé gidp
cdc nhd qudn ly, doanh nhan dat dugc hiéu qua cao trong giao ti€p
véi nhan vién clia minh va ba budc hanh déng diu tién gitp ho biét
cdch vugt qua nhitng ngudi khé chiu khi ho hanh x khéng dé chiu
cing dugc nhin manh trong cuén sich nay.

“Nhiing bai boc giao tiép trong cuén sdch nay kbhbéng dinb dita ra
nhiing giai phdp nhanb chéng ma dica ra con dudng di dén gidi phdp
vé lau dai doi v6i cdc vdn dé ciia cdc mbi quan hé gitta con ngudi. ..
Khi ban bdt ddu dp dung nhiing thdi do va chién thudt nay thi ¢
nhidu co hoi ban sé gdt bai nhiu thanh coéng dé dang...” . Diéu
khdng dinh ndy trong cuén sich rit hitu ich cho cdc nha quan ly,
doanh nhin va médi ngudi chiing ta khi dang hoc cich Ung x{ vdi
nhau, bat chip nhing khic biét gita ching ta va dang di tim nhiing
bi quyét thanh céng cla Ung xu.

TS. TRAN THI THU MAI

Phé6 Trieong Kboa Tam Iy Gido duc
Dai hoc St ppam TP. H6 Chi Minb

Ung Xt Vi Nhiing Nguoi Kh Chiue 9



7 Ung xir
vOi nhimg nguai kho chiu

N hiing ngudi khé chju: 12 nhing ngudi ban khong thé chiu duge va
khong lam nhing gi ban mudén ho lam hoic lam nhing viéc ban
khéng mudn ho lam — va ban khéng biét phai lam gi véi ho!

Tin t6t day: ban sé khong phdi lam nan nhan cGa ho nra. Va du
khong thé thay dbi nhiing nguoi khé chiu thi ban vin ¢6 thé giao
ti€p véi ho theo cdch ma chinh ho sé wy thay déi.

Trong cudn sich nay, ching téi sé dinh nghia bén linh wvuc
chinh ban cin tap trung d€ gidi quyét van dé vdi con ngudi.

Trudc hét, ching t6i sé md tad 10 loai “hanh vi it dugc wva thich
nhat” va nghién ctu nhing yé&u 16 khi€n ngudi ta trd thanh khé chiu
theo nhiéu cdch khdc nhau dén vay. Sau dé ching t6i sé gidp ban
tao ra “mot thiu kinh” dé hiéu tai sao ngudi ta lai hanh déng nhu
thé. Kha ning nhan dang bén ¥ dinh thudc hanh vi ¢in ban la budc
ddu tién giup ban tdc dong thanh cong 1am ngudi khdc phai thay déi
hanh vi cia ho thanh tich cuc.

Sau dé, ching t6i sé tap trung vao ciach dng x théng qua giao
ti€p khon khéo, gébm c6, khong ké nhitng thi khéc, hoc nhing ky
ning thiét y&u vé diéu chinb va dinb hiténg. Ching t6i sé chi cho
ban nhitng k¥ thuat gidp ban ling nghe dé€ hiéu — va tr d6 dat dén
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muc do hiéu sau sic. Chung t6i sé dua ra nhiéu cdch gitp ban néi
sao cho ngudi khic hiéu. Véi nhiing ky ning nghe va néi hiéu qua
trong hanh trang ctia ban, ban sé ¢é thanh tri viing vang cho nhing
chi€n thuat cy thé d6i véi ting hanh vi gai géc nhat. Va néu ban
bi€n nhitng k¥ ning giao ti€p nay thanh théi quen thi ban ¢ thé
ngin chin dugc rat nhiéu hanh vi khé chiu.

Sau d6, ching toi sé ban vé ting loai trong 10 hanh vi it dugc va
thich nhit va chi cho ban cdch dat dugc két qua giao ti€p t0i da vdi
mdi loai. Ching t6i két thic bing 16i khuyén khich ban bit tay ngay
vao viéc va dé nghi mét vai budc hanh déng cu thé ma ban ¢ thé
thuc hién ngay ldp nic dé dng x 6t hon véi nhing ngudi ban
khong thé chiu dyng dugc.

Vay “chuing t6i” 12 ai? Chdng t6i 12 nhitng ngudi ban than, déi tdc
lam #n va bdc si. Chung t6i d4 bd ra nhiéu nim nghién cdu sic khoé
tir quan diém hanh vi va théi do. Tu rdt 1au chidng t6i da tin ring khi
ngudi ta dinh ré céc gid tri, cAp nhat cdc khdi niém, hoc cdc ky ning
giao ti€p va gili tf hiéu qua, va quyét dinh hanh dong dé dat dugc
cdc muc tiéu cta ho thi ho déu cdm thdy dé chju hon. Va khi suc
khoé tinh thdn va ¢Am xuc cta ho cii thién thi rat nhiéu triéu ching
thé chit da bi€n mat.

Nam 1982, mot té chic sic khoé tam thidn dd dé nghi ching t6i
thiét k&€ mot chuong trinh vé ciach dng x{ véi nhing ngudi khé chiu,
d4dnh ddu khdi ddu cho qui trinh din dé&€n ké&t qui 13 cudn sdch nay —
va cing thay ddi cdch ching t6i xdc dinh viéc dang lam. Gis day
ching t6i coi ¢éng viéc clia minh 12 sy nghiép céng cdng, hd trg cho
stc khoé va tinh thidn ca moi ngudi bing cich gido duc ho mot s6
ky ning séng thi€t y€u, déng thoi té chic cdng viéc gido duc
thudng xuyén cha chinh ching t6i. Trong gin hai thap nién, ching
t6i duge biét thém nhiéu vé niém hy vong va ndi s¢g hii ciia moi
ngudi, cdch ngudi ta gay dung hay phd huy cudc séng cla ho, moi
ngudi giao ti€p ra sao, diéu gi |1am ngudi ta trd nén khé chiu, va ot
nhit 12 phai x{r Iy nhiing vin dé t6i t& nhit ctia ngudi ta ra sao.

Chuing t6i viét cudn sich ndy dé€ chuyén théng tin dé€n cho ban.
Chiing téi trinh bay nhing ¥ tudng nay cho hang trim ngan ngudi,
théng qua sdch vd, bing tir va cic cudc hdi thao. Ching téi hy vong
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va tin wdng ring nhimg ¥ tudng trong cuén sdch nlay sé tao ra sy
khdc biét ddy y nghia va [au dai cho chdt lugng cudc séng clia ban.
Ca nhiing ngudi kho chiu va ai cang phai d6i mat véi ho: Ching t6i
dinh nghia 10 loai hanh vi gay ric r6i chung. Ban cé thé€ sé tim thiy
loai “khé uva nhit déi véi ban”.
Co nhing cach hiéu qué dé ung xir vdi nhimg ngudi nay: D6 cing
chinh 1a néi dung cuén sich nay.

“Cudn sach nay sé giup ban nhan dang va thu thap
nhiing yéu to giao tiép hiéu qua. Ban co thé vuot qua
va trd thanh mét trong so it ngudi c6 thé khoi goi
dugc diém manh ciia moi ngudi kho chju nhat.”
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D Trénh hnac lam ngd ngu’m kh

vI Nhan dien 10 hanh vi
khong mong muon nhat

Nhfrng hanh vi ndo la hanh vi khéng mong mudn nhat? Mdi ching
ta trd 161 ciu hdi ndy hoi khdc nhau thy thuoc diém manh va diém
y&u ctia ting ngudi. Nhung ching ta ¢6 thé cing déng ¥ loai ngudi
nao 12 khé chiu va ho lam gi ma lai trd thanh khé chiu. Ching t6i
dinh nghia 10 mdu hanh vi cu thé ma nhing ngudi tinh tio x&p loai
khi ho cAm thdy bi de doa hay giy han d€ réi tr dé ho chién ddu
(hay rit lui) véi nhitng hoan canh khéng mong doi.

Xe-ting (The Tank): hay thic giuc va nhdn tam, 16n ti€ng va
hay gy stc ép, hoic trim ling ghé gém va chinh xdc nhu tia laser
ding dé phiu thuat, Xe-ting cho ring két qui cudi cing ¢é ¥ nghia
quyét dinh. Néu ban cin dudng thi ban sé bj tiéu diét.

Bin Tia (The Sniper): Con ngudi hanh sy bi 4n nay déi khi lam
ban buyc tdc vi mét vai Iy do. Thay vi néi dién lén, anh ta hoic ¢6 ta
sé tim ra di€ém y&u cla ban va dung né d€ chéng lai ban, bing cich
ngdm ngdm phd hoai, ngdi 1& déi mach hoidc lam ban bé mit.

Lvu Pan (The Grenade): Ngudi nay bung lén nhing con gian
d ma ¢é vé khéng lién quan gi dén hoan cinh hién tai, budc ngudi
khdc phai tim noi dn ndu va thic mic vé 1y do.
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Gi-ciing-bi€t (The Know-It-All): Ngudi nay biét 98% moi diéu.
(C& thtr hoi di') Gi-cling-bi€t sé néi cho ban biét ho biét nhiing gi -
trong hang ti€ng déng hé! — nhung khéng bd ra 1ldy mét tich tic dé
ling nghe “nhing ¥ tudng r6 1a thua kém hon” cta ban.

Tudng-ring-gi-ciing-bi€t (The Think-They-Know-It-All): Mic
du nhiing ngudi nay khong bi€t nhiéu nhu ho t6 ra hiéu biét, nhung
khong vi th€ ma ho chin budc. Né€u ban khéng biét nhiéu vé diéu
ho dang ndéi thi ho ¢6 thé dua ban dén ric r6i hoidc 1am moi tha réi
tung lén.

Ngudi Vang-a (The Yes Person): Nhanh chéng déng ¥, ré ra
dua y ki€n, nguoi Vang-a dé€ lai 4n tugng vé nhing cam két dang d&
hay nhing hda hen bi nuét 1di. Mic di ho chdng lam ai hai long,
nhung ngudi Ving-a lai cam k&€t qud muc sé lam ngudi khdc hai
long.

Ngudi C6-th€ (The Maybe Person): Khi d&i mit véi quyét dinh
quan trong, ngudi C6-thé lién tuc tri hodn cho dén khi qu4 tré. Cudi
cung, réi cing dé€n mot diém ma quyét dinh sé ty xudt hién. Lic dé
sé khong con la 16i cia ai khdc ngodi cla chinh ¢6 ta hay anh ta.

Ngudi Cam-nin (The Nothing Person): Ban khong thé biét viéc
gl xdy ra vi ngudi Cam-nin khéng néi cho ban biét — khéng phin
hoi, ké ca bing 10i hay khéng bing 16i.

Ngudi Bi-quan (The No Person): Ngudi nay néi: “Pam may bac
nao cling ¢é nhitng dudng vién den” va “T6i khéng bi quan dau. Téi
rdt thyc t€.” Ngoan ngoin va khéng ding khi, ngudi Bi-quan lam
cho ngudi khic tuyét vong.

Ké Than-van (The Whiner): Nhing ngudi nay chim ddm trong
sdu bi, lién tuc ca than va kéo ngudi khic xuéng bing sic ning cta
nhing két luan chung chung ctia ho ring khéng cé gi ding hét, tat
ci déu sai, va lic nao moi sy cling nhu vay ddy néu chiing ta khong
hanh déng.
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Mot vai ¥ tudng ban ddu nhidm x{ 1y 10 hanh vi khéng mong
mudn nhat:

Hiéu rang moi ngudi phan ing theo mét cach khac nhau trudc nhing
loai hanh vi nay: Ngudi d6i véi ban 12 khé chiu nhit ¢6 thé lai 12 ngudi
dugc ai d6 chidp nhan dé dang nhit.

Tim hiéu nhimg loai hanh vi nay: Méi loai hanh vi cin mét cdch xit
su tuong xung. Hay nghi vé nhiing ngudi quanh ban. C6 ai dé & chd
lam hay & nha thudéc mét trong nhing mé ta trén hay khong?

Nhan biét vai tré cia ban: Lic nio ching ta cing ¢ thé trd thanh
ngudi khé chiu. Hi€u nhing hanh vi nay trong chinh ban than ban
sé giip ban thanh céng vdi nhing ngudi khac.

q “Trong x4 héi lich su, nhiéu ngudi cung dong y
ve su nhan dién nhimg ngudi kho chju va nhing vigc lam nao
cua ho lam cho ngudi khac thay kho chiu.”

Ung Xt V6i Nhang Nguei Kho Chiue 15



[ Phan dng theo ban nang

Lua chon cach tiep can

Tn.l’c'jc khi chiing ta ti€n xa hon, cin phdi nhdn manh vé sy tén tai it
nhilt ¢ bén lya chon khi dng x vdi nhitng ngudi ban khéng thé
chiu dugc. Khong ¢é céng thic thin ky nlo c¢i; ban 12 thdm phdn 6t
nhit lua chon cdch x sy nao 1a ding trong bt ¢t tinh huéng cu thé
nao - mic du, nhu ban sé thiy, ching téi tin ring lya chon diu tién
trong bon lya chon nly thuc t&€ 12 khong chon gi ca.

Bén lya chon dé la:

An binh va khéng lam gi. Khéng 1am gi khong nhit thiét 1a
hoan toan bit déng; ¢6 thé ban chiu dyng va phan nan véi mét ai
d6, ngudi nay cing khong thé [am gi duge. Khong lam gi rat nguy
hiém, bdi vi sy tuyét vong ddi vdi ngudi khé uva ¢é xu hudng xuit
hién va chdng chit theo thoi gian. Va phan nan véi nhiing ngudi
khong thé lam gi dugc ¢ xu hudng 1am suy gidm gid tri dao dic va
ning sult cdng viéc, déng thai tri hodn hanh dong hiéu qua.

B6 phi&u “biing chan”. Dsi khi lua chon t6t nhit cia ban 13 bd
di. Khéng phdi tat ¢4 cdc tinh huéng déu giai quyét dugce, va mot s6
tinh hudng khong ding dugc gidi quyét. Bd phi€u “bling chan” chi
¢6 tac dung khi ti€p tuc Ung x& véi ngudi khé chiu nay khong con
nghia gi nita. Néu tinh hinh xdu di, né€u nhing 16i ban néi, viéc ban
lam chi lam cho vdn dé tr& nén tdi &, va n€u ban thdy minh khéng
con ty chl ndta thi hay nhd rit lui 12 diéu t6t nhit cho phdm gid cha
ban. Lic d6 hiy bo di. Eleanor Roosevelt di néi: “Khéng ai dugc
lam cho ban ¢idm thdy thua kém néu ban khéng cho phép.” Tuy
nhién, trudc khi quyét dinh bd di, ban ¢ thé muén xem xét hai lya
chon khic.
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Thay d6i thdi d6 ctia ban. K& ci khi ngudi khé chiu vin ti€p
tuc duy tri hanh vi khé chju thi ban vin ¢é thé hoc cich nhin ho
theo cdch khic, ling nghe ho theo cich khdc, va cdm nhian khdc di
vé ngudi ndy. D6i khi ty thay déi thdi do cla ban sé gidp thodt khoi
nhing phidn ng déi véi nhiing ngudi chuyén gy ric r6i.

Thay d6i hanh vi ctia ban. Khi ban thay ddi cich dng x{ véi
nhing ngudi khé chiju, ho phai hoc cich méi d€ déi phé véi ban. C6
nhiing chi€n thuat hiéu qua va dé hoc nhdm ng x véi nhiing hanh
vi gy ric r6i nhidt. BS cing chinh 14 néi dung cuén sich nly.

Tém lai:

Hay nhén ra rang nhimg hanh vi kho chiu pha hop vdi timg loai, nhung
cac tinh huong lai rat khac nhau: Ban cin phai quyét dinh sé phin Gng
th& nao trong ting tinh hudng.

Tranh an binh bat dong: Chi¢n thuat dé 6 thé sé khong dugc lau
dai. Néu tinh hinh da x4u di thi ban sé cdn phai ra tay.

Thay doi thai d cda ban trude, roi mdi dén hanh vi: B6i khi chi thay
ddi thai d6 théi chua dG. Nhung ban muén thay déi hanh vi thi luén
luén 1a mot nhiém vu khé khin.

“Ding tuyét vong. Hay nhd rang khi img xdr vai
nhilng ngudi kho chiju, ban luén luén co lua chon.
Thuc ra ban ¢o nhiing bon lua chon co day.”

Ung Xir Véi Nhitng Ngudi Kho Chive 17



] Bimg lo lang vé dong co

V1 Tim hiéu bon y dinh

B udc ddu tién thay ddi hanh vi cta ban d6i véi 10 hanh vi khéng
mong mudén nhit 12 hiéu ching. Chia khéa dé hi€u la bén ¥ dinh cta
moi ngudi khi phin ng trudc cdc tinh huéng va hai bi€n s6: mitc dé
quydt dodn va sit tap trung chii y.

Ngudi ta dugc x€p tif thu dong (kém quyét dodn) dén ty tin
(quyét dodn hon). Midc d6 quyét dodn thudng chiu tic dong cia
hoan cinh: khi d&i mit véi thich thitc, khé khin hay cing thing,
ngudi ta ¢ xu hudng rdi bd “ving thodi méi” va trd nén hoic thy
déng hon hoic ty tin hon.

Sy tap trung chi ¥ trong mét tinh huéng ¢6 thé cht yéu dén vao
chinh nhiém vu truéc mit - tap trung vao nhiém vu - hoic vio mai
quan hé - tdp trung vao con ngudi. Khi gip khé khin hay bi cing
thiing, hdu hét ngudi ta tap trung vao hoic 1a “viéc gi” (nhiém wy)
hoic 12 “ai” (con ngudi) ctia hoan canh.

Bay gid hdy dit hai bi€n s6 canh nhau. M6t ngudi 6 thé tap
trung vao con ngtedi mét cdch qud khich (vi du: gay hin), mét cich
ty tin (vi du: ché mui vao), hoic mét cich thu déng (vi du: phuc
ting) hoic vao nhigm vu mot cach qué khich (vi du: qua quyé&o), mét
cich tu tin (vi du: chd mdi vao) hodc mot cich thu dong (vi du: it lui).

M&i ngudi ching ta ¢6 mdt vung thodi mdi clia hianh vi binh
thudng - hanh vi it nhiéu dugc chdp nhan - ma nhing thdch thuc,
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khé khin hay cing thing ¢6 thé budc chiing ta rdi bd né dé€ budc tdi
mét vung hanh vi phéng dai - hoic gay ric 16i.

Mbi hanh vi (dt dugc chdp nhan hay khéng) déu cé nhing ¥
dinh cin ban hay muc dich ma né <& gidng hoan thién. Ching ta da
nhin dang bén ¥ dinh quyét dinh phan @ng ctia ngudi ta trong bit ¢
hoan cdnh nao:

e Hoan thanh cbéng viéc

e Lam dung cich

e Hoa thuin véi moi ngudi
e Dugc céng nhin

(Trén day khéng phii la nhing y dinh duy nhit tao déng ca cho
con ngudi, nhung ching déng vai trd mét khung hitu ich nhim hiéu
va Ung x{ v&i nhing hanh vi khé chiu.)

Khi nhitng ¥ dinh nay trd thanh vat cian hoic ndi tuyét vong thi
rdc r6i sé nay sinh. Cdc hanh vi sé bj ddy dén théi cyc - tr dé ¢6 thé
din dé€n nhiing hanh vi khé chiu duge dé cap trude day.

So d6 dudi diy minh hoa bén y dinh lién quan thé& nao véi bén
hanh vi.

Tap trung
vio nhiém vu

Y dinb Y dinb
lam ding hoan thanh
cich cong viéc

Ning né

Y dinb
dugc cong
nhan

Tap trung
vao con ngudi

Y dinh thudng xuyén thay d6i, tiy thudc viao con ngudi va hoan
cdnh dua dén thay déi hanh vi. Vi th€ ban nén:
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Hiéu bon y dinh: T4t ci nhing ¥ dinh nay déu ¢6 vi trf va thoi gian
trong cudc séng cla ching ta. Khi chiing ta git ching can bing thi
két qua sé thanh céng hon va it cing thing hon.

Hay chi y mau giao tiép (167 ni, giong diéu va ngén ngi ctr chi):
Ching sé tiét 16 ¥ dinh ban ddu clia ngudi khé chiu va chi dan cich
ing x{ vdi ho.

Ding trd thanh ngudi kho chju: Khi cdc v dinh cla ban bi ngin cin,
ban cing ¢é thé trd thanh khé chiu. Ban cang biét nhiéu tai sao
ngudi ta hanh xr nhu vay ban cang cé thé thay déi ban than.

“Ban da bao gid timg ngac nhién khi thay hanh vi cia
mot nguai nhanh chong thay doi phat trudéc phit sau chua?”
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v1 Tim hiéu y dinh dau tién:
hoan thanh cong viéc

B an da bao gid cdn phii quyét lam cho xong, hoan tat hoic bd lai
phia sau viéc gi chua? Néu cin phii hoan thanh céng viéc, ban tip
trung vio nhiém vy trudc midt. Va khi ban thuc sy cdn hoan thanh
cdng viéc, ban sé ting t8c, tip trung vao hanh déng va ha quyét
tdm. Tham chi ban ¢é thé bat cdn va néng ndy hon, lao vao phia
trudc trude khi ban nhin hodc néi ma khéng suy nghi. Moi ngudi
xung quanh ban tré thanh thi yéu.

Khi nd luc hoan thanh céng viéc nay lam vao tuyét vong, né cé
thé bép méo nhin thic clla moi ngudi vé hoan cidnh truSc miit.
Bdng nhién, nhiing ngudi khdc xudt hién 1am ho mat thoi gian, bi
thay ddi lién tyc hay chi don gidn 12 ho da mat qud nhiéu thd. Y dinb
téing ddn theo cuomg dé va banh vi k€ tiép sé tré thanh banh vi kiém
sodt.

Ba hanh vi khé kiém sodt nhdt 12 cha Xe-ting, Bin tia va Gi-
cling-biét.

Xe-ting. Trong nhiém vu hoan thanh céng viéc, Xe-ting khong
thé gidm t6c d6 va ¢é thé thic giuc ban hoic chay vugt qua ban
trong qud trinh gi4i quyét. C4 nhan Xe-ting khéng thdy dc ché vi da
lam cho ban te tua, nhung khéng c6 gi la cd nhan ci: ban chi tinh ¢c&
cin 16i ho théi. V&i nd lyc kiém sodt qud trinh va thyc hién nhiém
vy, hanh vi cha Xe-ting c6 thé tr thic ép nhe nhang dén gay hin
thing thing.
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Bin-tia. Khi moi viéc khéng dugc gidi quyét theo ¥ cla anh Ay
hay ¢6 4y, ngudi Bin-tia sé c6 ging kiém sodt ban bing cdch lam bé
mit hoic nhuc ma. Hiu hét moi ngudi déu s¢g bi mat miit truée ddm
dong - moét sy thyc ma ngudi Bin-tia chuyén lgi dung bing cdch dua
ra hang loat binh phdm va nhan xét cham bi€m vao nhing lic ban
dé bj tén thuong nhit,

Gi-ciing-bi&t. Nguoi Gi-cling-bi€t kiém soit ngudi khic va céc sy
kién bing cich lan luét cude trd chuyén véi nhiing binh luan dai dong
va ngao man va tiéu diét d6i phuong biing cich tim ra nhing sai sét va
diém y&u nhim ha thdp uy tin cha cic quan diém khéic. Vi nguoi Gi-
ctng-biét thuc sy ¢6 hiéu biét va nang luc nén nhing ngudi khic nhanh
choéng bi cac chién thuat chia ho danh guc, va cudi cung chiu thua.

Cac y dinh thay d6i theo thdi gian. Ban c¢é thé bidt ddu moét
Phiém vu véi ¥ dinh lam ding cdch, sau dé ban phdt hién ra da hét
thai gian va phai thay ddi d€ hoan thanh céng viéc. Khi bit ddu moét
nghé, ban ¢é thé hoc nhiéu hon cich hoa thuin véi déng nghiép,
nhung theo thdi gian ban c¢é thé sé tap trung dé€ dugc céng nhan
nhiéu hon.

Cdc diém quan trong:

Hay hiéu rang cac hanh vi doi khi bi chi phoi bdi y dinh hoan thanh cong
viéc: Y dinh nay khéng nhit thi€t x4u hoic khong thich hgp. Thuc
ra, ¢6 thé cdn dé€n y dinh nay.

Biét dong luc cia y dinh hoan thanh céng viéc: Pong luc nay 1am cho
ngudi ta tap trung vao nhiém vy, ting téc va quyét dodn hon. Ho ¢6 thé
bat ¢dn, coi moi ngudi xung quanh 12 tht y&€u va hanh déng néng nay.

Hay nhan ra rang y dinh hoan thanh cong viéc ¢ thé dan dén nhimg hanh
vi kiém soat: Nhirng hanh vi nay dugc thé hién trong hanh vi ham doa
cia Xe-ting, trong nhiing nhan xét chét ngudi ctia Bidn-tia, hay
nhitng bai gidng ldn luét ca ngudi Gi-cling-biét. Nhung ho ¢6 diém
chung 12 muén kiém sodt ban va tinh huéng.

“Néu ban can hoan thanh cong viéc, thi ban sé tap trung
vao nhiém vy trude mat. Bat cir 167 canh bao nao cia moi ngudi
cing Ia thir yéu hodc khéng can thiét dé hoan thanh nhiém vu...

Ban ¢6 xu hudng tang toc..., hanh dong..., hodc quyét doan...
Tham chi ban co thé bat can hon va néng nay hon.”
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v Tim hiéu y dinh thir hai:
~lam dung cach

L;‘im ding cach la mét chd § tip trung vao nhiém vy khic anh
hudng dén hanh vi. Ban di bao gid tim cdch trdnh sai sét bing cdch
lam tdt cd moi viéc ¢6 thé d€ ngian ngua sai 1dm x4y ra hay chua?
Khi lam ding cdch 1a wu tién hang ddu cta ban thi ban gidm téc do
dt d€ nhin thdy ting chi ti€t. C6 thé ban sé quan sét 1au hon va ki
cang trude khi cdm ddu vao - néu trude day ban di ting lao vao giai
quyét cong viéc. Ban ¢é thé khong hanh déng vi cim thdy khéng
chidc chidn vé két qua.

Khi cht ¥ lam ding cich bi can trd hay phd r6i thi moi thd
quanh ngudi nay sé trd nén hén loan va cdu thi. Con bé bang hon
nira, moi ngudi con dung nhiéu 15 1& ngdy cang mi md trudc nhiing
méi lo ling nay.

Kbi dat dén ciedng do cdn thiél, két qud la hanb vi bi quan va cdu
toan tang ddn. K& Than-vin, Bi-quan vid Cam-nin 12 tieu biéu cho
hanh vi nay.

Ké Than-vin. Trong thé gidi khéng hoan hio cta chung ta, ké
Than-vin tin rdng anh dy hoic ¢6 4y bat luc khi muén tao ra thay
déi. K& Than-vin bi dé ning va chiu dp lyc vé nhing diéu mo hd
quanh viéc sai 1dm ¢6 thé x4y ra, vi thé€ ho tir bd tdt ¢4 nhiing ¥ dinh
gidi quyét cong viéc. Thay vao d6, khi cAm gidc tuyét vong ngay
cang ting, ho tip trung vao bat o ric r6i ndo ¢ thé duge coi la
bing chitng cho ¥ kié€n khai quit chung nht clia ho. Ho bdt ddu phan
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nan, “Khéng ¢6 gi ding ca. T4t cA déu sai.” T4t nhién, nhu vay chi lam
ngudi khac ndi dién 1én - v2 tinh hinh t3i t& hon lai ny sinh thém nhiéu
16i phan nan hon.

Ngudi Bi-quan. Khong giéng nhu ké than-vin, ngusi Bi-quan
khong cim thdy ty luc duge khi déi mit véi rdc r6i. Vi thé, ngudi Bi-
quan trd nén tuyét vong. Poan chic ring nhing sai sét sé khoéng
bao gid dugc chinh stta, ngudi Bi-quan khéng hé thay dc ché khi dé
cho nguoi khédc thdy cam gidc cha minh. “Quén di, chiing t6i da thi
réi. Lic d6 chidng in thua gi diu, bay gid clng vy, anh sé bién
thanh trdo dua n€u anh ndéi khic moi ngudi ddy. Bé di théi, ¢ ging
cing hodi cong.” HE den thdi dé nay kéo ngusi khdc vao ndi tuyét
vong ¢4 nhan cia ngudi Bi-quan.

Ngudi Cam-nin. Khi cic sy kién khong dat dén chudn muc
hoan hio, mét s6 ngudi that vong dén muc nit lui hodn toan. C6 thé
ho sé hét 1én véi ngudi da khong lam ding: “Pugc réi! Ci lam theo
cdch ctia anh di. Khéng dugc thi ding cé trach t6i day!” Tu dé trd di
ho khéng néi — va lam gi ca.

Céc diém quan trong:

Hiéu réng doi khi cac hanh vi bj chi phoi béi y dinh lam ding céch: Mot
ldn nta, hanh vi nay khéng nhdt thi€t xdu hay khéng thich hop.
Thuc ra, ¥ dinh lam ding cédch chinh 12 yéu cdu cha hoan canh.

Biét dugc dong ca cia y dinh Iam ding céch: Con ngudi tap trung
vao trdnh sai sét va 1am cham lai d€ chd ¥ hon nita vao tiing chi tiét.
Ho ¢6 thé sé khéng hanh dong vi ho lo ngai hau qua. Ho ¢6 thé thdy
ngudi khdc sai 1dm vi da khéng chd ¥ ding mic,

Nhan ra rdng y dinh lam ding cach co thé dan téi hanh vi cau toan: biéu
nay thé hien trong nhing 16i phan nan cha k& Than-vian, thai do tiéu
cyc clia ngudi Bi-quan, hay im ling it lui cia ngudi Cam-nin. Nhung
ho ¢6 mét diém chung 12 ho dodn chic khéng ¢ gi dem lai két qua tich
cyc hét.

“Khi 1am ding cach 1a uu tién cia ban thi ban sé giam toc do
du dé xem xét cac cong doan... Tham chi ban c6 thé sé tir choi
bat tay vao chi vi nghi ngd vé hau qua.”
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v Tim hiéu y dinh thir ba:
hoa thuan

Y dinh thd ba 12 hoa thuan véi moi ngudi. Viéc nay rit cin thi€t néu
ban mudn thi¢t 12p v phdt trién m6i quan hé. Khi mudn hoa thuan véi
ai ban s& bét qua quyét hon vi ban dit nhu cdu va méi quan tAm cia ho
[én trén ¢4 nhan minh. Néi cich khac, nhitng ham muén ¢4 nhan trd nén
it quan trong hon y dinh hoa thu2n véi moi nguoi.

Vin dé 1a khi ngudi nao tip trung vao ¥y dinh hoa thuan véi
nguoi khdc thi lai thuong khong chic chin vé thdi d6 cta nguoi
khic déi véi ho, va vi thé€ ho ¢é xu huéng hanh dong, binh luin hay
thé hién nét mit tuy theo c4 tinh mdi ngudi. Hanhb vi trd thanh chdm
chdm mudn dicoc cbd’p thudn va trdnb bi tir chéi. Ba hanh vi tim
ki€m su chip thuian nhung khé chju nhdt 1a ngudi Cam-nin thy déng,
ngudi Ving-a nhat nhoa va ngudi Cé-thé khéng dit khoit,

Nguoi Cam-nin. Rut ré, khéng thoidi mii, khéng chidc chin,
nhing nguoi CAm-nin mudn hoa thudn rit gidi khoin cin lusi. Vi
khong ¢6 gi hay ho dé néi nén ho khong néi gi ¢i. Té nhat (khi thay
kém thoai mdi nhat) ho hdu nhu khéng néi moét ti€ng nio. Viéc nly,
theo nhiéu cdch, 1a chi€n lugc hoin hio trinh xung dét, tranh lam
t6n thuong cAm xtc cha ai d6, va dé uwdnh [am ai d6 ndi gian. Tuy
nhién, vi ngudi Cam-nin khéng thé lién két mét cach tin cay hay néi
mot cich trung thyc, nén anh dy hoic co6 dy khong thuc sy hoa thuan
vdi ai ci.

Nguoi Vang-a. Ngudi Vang-a ¢d ging hoa thuidn véi ngudi khac
bing cich lam hai long moi ngudi. Ngudi Vang-a déng y vdi tdt ca
nhiing 10i yéu cdu, khong ¢in nghi dén hau qui. Ching bao lau, nguoi
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Vang-a da hita qua nhiéu hoic lam qua it d€n muic do tdt cA moi ngudi
ma anh ta hay ¢6 ta muén hoa thuan déu ndi ciu. Trong mét s& trudng
hgp hi€m hoi khi gitt dugc 161 hita, cudc sdng clia ngudi Vang-a khéng
con 12 cGa anh ta hay ¢6 ta nita, vi tdt ¢4 lya chon déu duge thyc hién
theo yéu ciu hay ménh lénh cia nhimg ngudi xung quanh. Viéc nay
tao ra méi lo ngai bam ré sau xa va nhiéu odn han trong ngudi Vang-a
va ¢6 thé din dén nhiing hanh déng phi hoai vé thiec.

Ngudi Cé-thé€ Ngudi Coé-thé tranh bi tir chsi bing cich trinh
quyét dinh. Suy cho cung, luya chon sai ¢é thé lam ai d6 phat long,
va ai sé bi trach day? Gidi phdp la hoan quyét dinh, dong dai va
vong vo cho dén khi ai d6 quyét dinh - hodc quyét dinh sé ty xuit
hién. Cing nhu tat cd nhing hanh vi khé chiu khéic, hanh vi nay duy
tri rdc r8i ma né du tinh gidi quyét, chi yéu la bing cich giy ra
nhiéu byc béi va thdt vong dén mic ngudi C6-thé bi bat ra khoi
nhitng méi quan hé ddy y nghia véi ngudi khic.

Céc y quan trong:

Hiéu rang cac hanh vi dai khi bj chi phoi bdi y dinh muén hoa thuan vai
ai do: Nhu sé thdy trong cdc chuong ti€p theo, tao ra mot ti€ng ndi
chung Ia mét ky thuat hiéu qua. Nhung diat hanh doéng cGa ban - va
long ty trong cta ban - vao viéc hi€u biét cich ngudi khdc nghi vé
ban thudng phin tic dung.

Biét dong co cua y dinh hoa thun véi moi nguoi: Moi ngudi ¢ xu
huéng cam thdy khéng chic chin vé cam gidc cla ngudi khidc vé
minh, vi th€ ho hi€u cic hanh déng, nhing 10i binh luin hay nét miit
theo cdch cla minh va x sy theo nhing cich ma ho tin ring dugc
chép thuian hoic it nhat tranh bj tU chéi.

Nhan ra rang y dinh hoa thuan véi moi nguoi cé thé dan dén nhimg hanh
vi tim kiém sy dong y: Piéu ndy thé hién trong su rit lui cla ngudi
Cam-nin, trong sy ludn luén déng y cia ngudi Vang-a, va trong sy
khong quyét dinh dugc cia ngudi Cé-thé. Nhung ho ¢6 mét diém
chung 1a ban thyc sy khéng biét ho dang ¢ ¥ dinh gi.

“Néu hoa thuan t{o"i moi ngudi la uu tién cua ban...,
thi nhilng mong muon riéng tv sé kém quan trong hon
y dinh hoa thuan vdi ngudi khac.”
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v Tim hiéu y dinh thir tu:
duoc cong nhan

Y dinh thit tv ndy doi hdi mic dd nd lyc cao hon, cling nhu sy tap
trung cda con ngudi cao hon dé€ duge nhin thiy, nghe thay va dugc
nhan ra. Udc mudn déng gép cho ngudi khdc va duoc cong nbhdn vi
nhitng déng gép dé 1a mot trong nhing déng co manh mé nhit.
Nghién cttu da cho thdy nhitng ngudi yéu cong viéc cla minh - cling
nhu nhing cip vg chéng yéu nhau tha thiét - cam thdy dugc céng
nhan vi ho la ai va viéc ho da lam.

Khi ¥ dinh dugc cong nhan bi cin trd, thi€u théng tin phin héi
thi tri 6¢ cta con ngudi sé két hgp vdi nhiing phin Gng, binh luan va
nét mit ctia ngudi khac va ngudi dang ¢6 ¥ dinh dugce cong nhan sé
hiéu nhiing diéu trén theo cdch cia minh. Y dinh dugc céng nhin
tdp trung tim ra bing ching cho thiy thi€u phin héi tin thudng ti
ngudi khdc va hanh vi ric r6i trd thanh nbhdm muc tiéu la thu biit s
chii y.

Ba hanh vi thu hit chd ¥ khé chju nhdt 12 két qua chia mong mudn
dugc cong nhan cla ngudi Lyu-dan, Bin-tia, va Tulng-ring-gi-cing-biét.

Ngudi Lyu-dan. Nguoi Lyu-dan cam thdy ho khong hé dugc
céng nhan hay dugc kinh trong. Khi sy im ling 14n luét moi thd, ban
hiy coi chiing con bung phdt cta ngudi Lyu-dan: “3J day ching ai
quan tam ci! DS chinh 12 rdc r6i cha the gidi ngay nay. Téi cing
khong biét tai sao téi lai d€ ¥ thé nay! (Trong khi ngudi Xe-ting tap
trung héa lyc vao mét hudng, chi dung mét voi phun cu thé thi
ngudi Lyu-dan tao ra vu nd ngoai tim kiém sodt theo tdt ci cic
huéng: con gian cGa anh ta hay ¢6 ta ¢6 thé hoan toan khéng lién
quan gi d€n hoan cinh hién tai.) Vi hanh dong tuyét vong nay tao ra
su chu ¥ tiéu cyc va sy kinh sg, nén ngudi Lyu-dan tham chi con dé
bung nd hon khi ti€p dé lai bi khiéu khich.
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Nguoi Bin-tia Than Thién. Ngudi Bin-tia nay, mét bién thé cla
nguoi Bin-tia khéng than thién, ¢ ging dinh gid thip sy tr chi cla
ban, thuc sy thich ban va cach bin tia cha anh ta hay ¢6 ta 1a cdch thu
hit sy chd v “vui v&”. Rit nhiéu ngudi ¢é nhitng ban bé 1a tay bin tia
than thién. Thuong thi phong tha 6t nhit 1a tin céng hiéu qui, bdi vi
thay vi tidn cong, bin tia dap tra la ddu hiéu cha sy ddnh gid. Nhung néu
ngudi dang bi bdn tia khong vira ¥ hay céng nhan sy ngudng mo theo
cach nay thi anh ta hay ¢6 ta ¢ thé cudi ngoai ma rdu trong,

Ngudi Tudng-ring-gi-cling-biet. Ngudi Tudng-ring-gi-cling-biét
la chuyén gia phdng dai, néi nla sy that, dung biét ngl, nhing loi
khuyén vo ich va nhing ¥ ki€n khong moi. C6 stc 16i cuén va nhiét
tinh, con ngudi lic nao cing mudn dugc chd y nay ¢b thé thuyét phuc
vl din ¢i nhém nhitng ngudi ngdy tho vao nhing khé khin nghiém
trong. N€u ban tranh cii véi ngudi Tudng-ring-gi-ciing-biét, ho sé cao
giong va khong nhugng bd va sau dé tir chdi rit lai 16§ néi cha minh cho
d&n khi ban bién thanh thiing ngéc y nhu ho vay.

Céc diém quan trong:

Hiéu rang cac hanh vi doi khi bi chi phéi béi y dinh dugc ngudi khac
cong nhan: Tat ci ching ta déu muén dugc céng nhan. Van dé Ia
ching ta phin ddu th€ nao d€ dugc céng nhan.

Biét dong co cua y dinh dugc moi ngudi cong nhan: Nhing ai quan
tdm sao cho dugc chi ¥ mét cich tich cuc thudng hiéu sy thi€u ving
phan héi khiing dinh theo cich riéng clia minh va suy dién qua nhiéu &
phin Gng, binh luan hay nét mit cla nhing ngudi xung quanh.

Nhan ra rang y dinh dugc moi nguéi céng nhan co thé dan dén nhing
hanh vi muén dugc cha y: Diéu nay thé hién trong con giin bliing phat
cia ngudi Lyu-dan, trong nhing cau chuyén dua nhao bing cla
ngudi Bin-tia than thién, va trong thdi d6 khoe khoang cia ngudi
Tudng-ring-gi-cing-bi€t. Nhung ho ¢6 mdt diém chung 12 ho bubc
ban phii dé y dén ho.

Mong udc dong gop cho ngudi khac va duoc cong nhan
nhirng dong gop do la mot trong nm?‘ny
dong co manh mé nhat dugc biet.”
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[1 Tap trung vao hanh vi, khong vao I do

Nhan biet hau qua
khi nhimmg y dinh bi de doa

B 6n ¥ dinh - hoan thanh céng viéc, lam ding cdch, hoa thuan véi
moi ngudi va dugc céng nhan - déu gilt vi tri va chi€m thdi gian
trong cudc song cla ching ta. Uu tién cda nhiing ¥ dinh nay cé thé
thay ddi lic nay ldc khdc. Chung ta thudng c¢an bing nhing y dinh
nay dé thanh céng hon va it cing thing hon.

Nhung sé ra sao néu y dinh cia mot ngudi khéng duge ddp dng?
Hdy xem xét tung y dinh va hau qua khi ching bi de doa. (xem so
dé trang 30)

e Khi ngudi ta mudn hoan thanh céng viéc va sg ring khong thé

hoan thanh dugc thi hanh vi cia ho tré nén kiém sodt hon. Ho
¢ gidng vugt qua va lao vé phia trudc.

e Khi ngudi ta mudn lam diing cdch va s¢ sé lam sai thi hanh vi
cta ho trd nén cdu toan hon. Ho tim thay ting so hd va sai 1im
tiém tang.

e Khi ngudi ta muén hoa thudn véi moi nguedi va sg bi ra ria thi
hanh vi cia ho trd thanh tim kiém sie déng y. Ho bit ddu hy sinh
nhitng nhu cdu ¢4 nhan cta minh d€ 1am hai long ngudi khic.

e Khi ngudi ta muén dioc cong nbdn va sg y dinh nay sé thit bai
thi hanh vi cla ho sé tr& thanh thu biit si¢ chii y. Ngudi khac khé
ma [am lo ho dugc.

Va th€ 12 moi tha bit ddu: mét ngudi trong hoin cinh khic ¢é thé
hanh ddng trong “ving binh thudng” giao ti€p gilta ngudi véi ngudi sé
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buéce ra khadi khu vuc dé, ti€n vao “ving xam” cta hanh vi it duge chdp
nhan hon va tham chi cla hanh vi gay ric r6i nhiéu hon.

Cac diém quan trong:

Hiéu rdng méi y dinh déu IGn Ién tir ban tinh cda con ngudi: Suy cho
cung, ngudi ta ai cing 12 con ngudi ma!

Biét rang méi y dinh déu dan dén nhiing loai hanh vi doan trudc dugc:
Ngudi mudn hoan thanh cbéng viéc sé thich kiém sodt hon. Ngudi
mudn lam diing cdch sé cdu toan hon. Ngudi mudn hoa thudn sé

luén tim kiém sie déng y. Ngudi mubn diigc céng nbdn sé thich thu
biit sut chii y bon.

Tap trung
Ciu toan vio nhiem vu  Ki€m sodt

Y dinh Y dinh
lam ding hoan thanh
cich g cdng viéc

Thu dong Ning nd
Y dinh ~ Y dinh
hoa dugc céng
thuian nhan
Tim ki€m Tap trung Thu hut
sy ddng y vao con ngudi sy chui y

Hay canh giac trude cac dau hiéu cho thay hanh vi cia mot nqudi sé
vuol qua “ving binh thuéng”: D6 12 khi ngudi ta hanh déng chdp nhan
dugc trude lic sé bit ddu bién thanh ngusi khéng thé chiu dugce.

“Mot khi ngudi ta khong thay duoc cai ho muon, hodc cai h
khéng mudn Iai xay ra thi hanh vi ctia ho bi day deén thai qua
va vi thé sé Iam nhimg nguoi khac khéng thé chiu ndi.”
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1 Chéap nhan su khac biét a vat can

Giam thiéu su khac biét

Biéu gi lam cho mo6t s6 ngudi dé tao 1ap méi quan hé con ngudi
khac lai khé chiu dén thé? Ching toi cho riing mau thuin trong mdi
quan hé x4y ra khi nhin manh s kbdc biét thay vi si¢ titong déng.
Hay nghi th&€ nay: “Poan két thi s6ng, chdng lai thi chét.”

Vi th€ quan trong 12 phii gidm di sie kbdc biét néu mudn dng xu
vdi nhiing ngudi khé chiu. Thanh céng trong giao ti€p phu thudc
vao viéc tim ra mét ti€ng ndi chung, va sau dé ¢6 ging dinh hudng
lai giao ti€p dé€n gidi phdp mdi.

Hai ky nidng giao ti€p quan trong sé giip ban giim dugc sy
khic biét: diéu chinb va tdi dinb biong. “Diéu chinh” chi hanh vi
nhd dé ban gidm dugc su khic biét gitta chinh ban véi ngudi khic.
“Tdi dinh hudng” 1a bit ¢ hanh vi nao ma nhd dé ban ngay cang to
ra than thién dé€ thay déi hudng dén cha giao ti€p cla ban. Tit
nhién, nhitng k¥ ning nay khéng phai 1a mdi; ma la mét phin cta
sy giao ti€p gitta con nguodi binh thudng. Thuc ra, & mic do nao dé
ban di ting st dung ching.

Ban ¢6 thé diéu chinh cho hgp véi ngudi khic theo nhiéu cich.
Vé thj gidc, ban ¢6 thé diéu chinh bing cich thay déi nét mit, mic
d6 bdt chude, va ¢l chi ctia than thé dé phu hgp véi ngusi khdc. Vé
161 n6i, diéu chinh x4y ra khi ban ¢8 ging pht hop vé am thanh va
tdc do ndi chia ngudi doi dién. Va ban diéu chinh ci khdi niém bing
cich st dung tr ngt. Khi ngudi ta thich ban ling nghe ho va ban
hiéu ho, dé 1a két qua cha sy diéu chinh. Néu diéu chinh cho phu
hop véi ngudi ban thich hay véi ngudi ¢6 cing quan diém thi cing
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12 diéu ty nhién. Nguoc lai, cing ty nhién y nhu thé€ néu ban khéng
diéu chinh @€ phu hgp véi nhitng ngudi ma ban nhan thdy khé chiu.
* Nhung khong diéu chinh dugc sé ¢6 nhiing hdu qua nghiém trong, vi
néu khong diéu chinh thi sy khic biét gitta déi bén sé tr¢ thanh cin
nguyén cla mau thuin.

Ba diém quan trong:

Hay nhd rang khéng ai hop tac vdi ngudi nao cé vé chong Iai ho: Trong
m&i quan hé ca lodi ngudi, khéng cé chd cho thdi dd ba phai, hoidc
12 v thice, hodc la vo y thiic, moi ngudi vin mudn biét: “Anh UGng ho
hay chéng t6i?” Ban sé c¢é dugc mdi quan hé hoidc than thi€t hoic
lanh Iung - dugc coi 12 ¢é nhiéu diém chung hoic thuée vé hai thé
gidi xa la.

Hay giam su khac biét giga chinh ban va nhitng ngudi khac: Ban c6
thé diéu chinh bing cdch thay déi nét mit, cl chi, w thé, am lugng
va toc d6 101 ndi cla ban cing nhu tr ng ban dung.

Piéu chinh trudc khi ban chuyén hudng, hoac Ia ban nghe dé hiéu hoac
ban nén noi ra dé hiéu dugc: Chi sau khi tao ra méi quan hé than thién
véi ngudi khé chiu théng qua diéu chinh, ban méi ¢é thé chuyén
huéng giao ti€p va thay ddi chién thuat vé phia két qua (gidi phip/
16i ra) kha quan. Trong khi déi dién véi mot ngudi khé chiu cy thé,
hay ¢ ging nhd lai nhiing thi du ma ban da dp dung thanh céng chién
thuat diéu chinh va chuyén huéng véi ngudi nay trong qui khit va hay
hinh dung nhiing hoan canh trong dé ban ¢é thé lam lai nhu vay.

“Mau thuan phat sinh khi qua chii trong su khac biét.
Giam di su khac biét co thé bien mau thuan thanh su hop tac.”
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C1 Lam cho moi ngudi hiéu ban trudc

w2

Lang nghe dé hié

K hi ngudi ta thé hién minh biing 1¢i, it nhdt ho mong chd hai diéu:
dugc ldng nghe va dugc hiéu. Ngudi giao ti€p gidi trude hét sé cd
ging trd thanh ngudi biét ling nghe. Chung t6i dé nghi nim budc dé
biét ling nghe.

Bugc ddu tién nghe hiéu qui - dd dugc gidi thi¢u & bai truéc —
1A didu chinh. M6t ngudi biét ring ban dang.nghe va hiéu ho néi
bing cdch nao? V& ban chit 1a théng qua vé mit va loi néi cia ban
trong khi ho néi. Thay vi lam cho mét ngudi khé chiu dién lén vi vé
mit bdi réi, thinh thodng lai ngit 16i ho hoidc bing nhing cau ndi
khong déng tinh, ban hiy giip c6 dy/anh 4y thé hién hét y nghi va
tinh cAm cta minh. Ban thé€ hién bing cdch gat ddu déng y, néi cho
ho thdy ban hiéu. Ci con ngudi ban tir ¢t chi dén giong ndi, Am
lugng déu phii tao nén 4n tugng ban dang nghe va hiéu ho néi.

Khi con ngudi ric r8i ban dang d6i mit bit ddu ip lai nhing gi
da ndi tr trude thi dé 1a ddu hiéu nén ti€n dé€n budc thd hai: ldp lai.
D6 1a lip lai mot s6 tr nhdt dinh ma ngudi khdc da dung, gli dén
mét thong diép ré6 rang ring ban dang ling nghe va ban nghi ring
nhiing diéu ho ndi rat quan trong. Dién dich hoiic néi lai nhing diéu
ho di ndi sé c6 thé phin tdc dung va ¢é thé tao ra 4n tugng ban
khong hiéu.

Khi da nghe ngudi khé chiu néi, budc ti€p theo la lam ré. Tai
diém nay, bdt ddu thu thap théng tin vé ¥ nghia clia nhing diéu da
trinh bay. Hay dit mot vai cu hdéi md cho phép ban hinh dung ra
con ngudi khé chiu trudc mit va c6 dy/anh 4y hy vong sé lam thoa
min ¥ dinh ndo véi hanh vi nhu thé.
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Khong phii lic ndo cing ¢ thé hiéu dugc tai sao mét ngudi buc
minh. Cim xudc che phii nhing kha ning tranh luan ctia nhiéu ngudi
d€n muc tri thong minh cla ho trd nén tich biét hoan toan véi cim
xtic cha ho. Trong khi ré rang khéng thé tranh luan véi mét ngudi
dé xic dong thi ban vin ¢é thé td ra 1a ban hiéu, dé cap lai nhiing gi
ban da nghe va lic d6 ban di & mo dé @it cau hai.

Budc thit te 12 tém tdt nhing diéu da nghe. Viéc niy cho phép
ban bido ddm ring ca ban va ngudi khé chiu dang ddng trudc mit
ban cling néi vé mét viAn dé. Khi ban lam thé sé ¢6 hai kha ning x4y
ra. Truge hét, n€u ban con sét diéu gi, ¢6 dy/anh 4y cé thé sé bd
sung v€ chi ti€t. That hai, mét lAn ni¥a ban di thé hién ring ban dang
thuc sy ¢6 gidng hi€u hét su viéc. Nhu vay sé ting khi ning ngudi
khé chiu dé sé hgp tdc véi ban.

Sau khi di ling nghe ky cang, gid ddy ban ding trudc moe
quy€t dinh quan trong. Nhung trudc khi ti€p tuc, ban hdy khdng
dinb véi nguoi dé ring anh dy/cé Ay cim thdy hai long vi vin dé
cta anh dy/c6 4y da dugc gidi bay. Hay hoéi xem anh dy/co 4y ¢é
cadm gidc dugc hi€u khong. Hiy héi xem con thi gi khdc cdn phai
ban luin d€n nia hay khéng.

Khi ldng nghe chan thanh, dit cau hdi, quan tim va ghi nhé da
ddy di va dugc tap hop lai, thudng ngudi ta sé hiéu vin dé va nguoi
kho chiu sé bét khé chiu hon va hgp tic hon.

Cdc diém quan trong:

Lang nghe trude, hay nghe that ky: Néu ngudi khé chiu trudc mit
chua néi duge diéu anh dy/c6 4y phai néi ra thi ban cé thé sé roi
vao cdnh néi ma khéng ai nghe (hoic hiéu).

Hay hoc va thuc hanh nam budc Iang nghe higu qua: T ra 12 hiéu, dé
cap lai nhing diéu da nghe, lam 6, tém tit va khing dinh.

Béo dam ngudi kia biet dugc ban da nghe va hiéu: Ban phai thé hien
diéu nay trudc khi dinh 1am cho anh 4y/c6 4y nghe va hiéu ban.

“Khi hai hay nhiéu ngudi hon muén dugc lang nghe va khéng ai
muon nghe thi khéng thé tranh khdi su tranh cai. Trudc tién hay
lang nghe va thau hiéu, va ban sé md khoa dugc canh cira dan dén
tam tri cua ngudi khac.”
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Hiéu biet sau sac hon

Chfmg ta di thio luan va déng v ring ling nghe la phuong phép
ting cudng long tin, sy hgp tdc va hiéu biét. Nhung d6i khi nhitng
khia canh quan trong va hitu ich nhdt cta giao ti€p da bi che gidu -
khong chi d6i véi ngudi nghe, ma con do tr phia ngudi néi. Khi ban xac
dinh dugc y&u t8 lam cho ngudi ta trd thanh khé chiu, ban sé dat dén
muc do hiéu biét sau sic hon vé nhu cdu va y dinh clia ngudi dé.

Xdc dinh ¥ dinh 1a buéc di quan trong ddu tién dé€ hiéu duoc
ngudi khé chju. Ban ¢é thé dp dung chién luge diéu chinh d6i véi
bén ¥ dinh dé ting cudng sy hop tdc va gidm bét hiéu 1dm.

Vi du:
e Né&u ban déi dién v6i mdt ngudi ma vu tién hang ddu cha ho ¢

vé la hoan thanb coéng viéc thi ban nén giao ti€p véi anh ta
hoic ¢6 ta ngidn gon va di thing vao vin dé.

e Néu ban d6i dién véi mét ngudi ma uvu tién hang ddu cta ho c6
ve la lam diing cdch thi ban nén chd y hon vao chi tiét khi giao
tiép.

e Néu ban ddi dién véi mét ngudi ma uu tién hiang diu cta ho cé
vé la hoa thudn véi ban thi hdy can nhic khi giao ti€p dé thé
hién maéi quan tdm cba ban déi véi anh 4y hay cé dy.

e Néu ban déi dién véi mét ngudi ma wu tién hang ddu cta ho ¢6
vé 1a mudn duoc cong nhdn thi hiy céng nhian déng gép clia
anh 4y hay c6 4y bing 13i 1€ tran trong nhiét tinh.
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N6i cdch khic, diéu quan trong 12 ban hiy ty hdi minh xem 1 ding
sau hanh vi hay cich giao ti€p cia mdt ngudi 1a ¢6 ¥ gi. That ngac
nhién 12: ngay cd kbi ban boan toan kbong biét chéic chén y dinb that su
dé la gi di nita, ban bdy cit chon ra mot cau tra loi c6 kbd ndng diing va
hanhb dong tiiong 1tng. Bdi vi nhitng ¢ dinh nay that ra déu do ban dodn
va trong hdu hét cic trudng hop, truc gidc clia ban sé ding va ban sé
c6 duge sy dip trd t6t dep va ting cudng mdi quan hé than thién. Va
néu khong duoc nhu vy thi chi ¢in thir cich khic.

Mot c4ch khic dé hiéu biét sau sic vé ngudi khé chiu la xdc dinb
nhitng tiéu chi quan trong déi v6i bo. Céc tiéu chi 12 bd loc déi véi cac
quan diém cha ching ta - nhiing tiéu chuin ma theo dé ching ta do
ludng cac ¥ tudng va kinh nghiém dé xac dinh ho 14 ngudi t6t hay xdu.
Cic tiéu chi trd nén dic biét quan trong khi ban luan dén nhing ¥ tudng
hay quan diém khic nhau. Bit ¢ lic nao ban xic dinh dugc tiéu chi
trong mot cudc tranh ludn, ban sé tao ra sy linh déng va hgp tac hon.

Bt c¢ khi ndo cude tranh luan bidt ddu bién thanh mau thuin,
ban hiy x4c minh ly do tai sao ngudi ta ing ho hay chéng lai quan
diém nao d6. Sau d6 hdy tim ki€m mot ¥ tudng hay giai phdp cho
van dé ma cé thé diéu chinh céc tiéu chi theo cing mét hudng - mét
c4ch khdc bi€n mau thuin thanh hgp téc.

Cic diém chinh:

Xac djnh va hanh dong theo cac y dinh: Vi du néu ai dé cin dugc ban
tran trong thi ban hay thé hién r6 thai d¢ trin trong cla minh.

Hay hanh déng dap tmg y dinh ngay ca khi ban chua chac chan veé y
dinh: B&i vi nhing ¥ dinh nay 1a do ban phin dodn, nén hay dé wyc
gidc din ddt ban. Vi néu viéc dang lam khéng dem lai két qua thi
ban chi cin thit cich khic.

Hay ding cac tiéu chi dé hiéu biét sau sac han: Ngudi ban thiy khé
chiu dang ¢é nhitng tiéu chi gi? Ban sé dung hiéu biét cia minh vé
nhing tiéu chi ndy dé€ tao ra nhing lya chon méi nhu thé€ nao?

“Van de Ia hiéu diéu gi sé giup ban giao tiép hiéu qua,

ngan ngira nhitmg mau thuan trong tuong lai, va giai quyét

mau thuan hién tai trudc khi no vugt khdi tam tay ban...,

mdt dang hiéu biét dem lai két qua khi ban tim hiéu ky cang hanh
vi kha chiu cho dén khi ban co thé thay déng co dang sau do.”
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L Chi can néu y kién

Noi sao cho ho hiéu

Chﬂng ta dd déng v ling nghe hiéu qua 12 cdch t6t nhdt ting cudng
niém tin, hgp tdc va hiéu biét - va Ia diéu kién tién quyét cho giao
ti€p hiéu qua véi ngudi khé chiu. Khi ban thé hién minh, quan trong
la phai thé hién sao cho tao ra hiéu tng tich cyc. Ra ddu, biéu tugng,
va nhitng 1di dé nghi, vén tao ra két qua giao ti€p cla ching ta, sé
dem lai co hoi qui gia dé gay 4nh hudng lam cho méi quan hé t6t
dep hon. Sau day la nam ky thuat hiéu qua.

Kiém soét gigng diéu cia ban. Giong dieu cha ban gii di moét
thong di¢p hoic tich cyc hoic tiéu cyc. Ngay ci khi ban lya chon tr nglt
ky cang, nhung néu giong ndi cla ban voi va, hin hoc hay phong tha
thi ngudi ta déu ¢ thé hiéu sai véi diéu ban dinh néi.

Cac thong diép gay khé hiéu do giong néi khéng phi hop véi
ngén tr s dung sé 1am cho giao ti€p bi that bai. N€u ban ty thdy
minh dang gl di mét théng diép gay khé hiéu thi hay chd y vao dé
va giai thich nhing 1&i di ndi: “T6i biét nghe giong t6i ¢é vé gian
di¥, nhung d6 1a vi vin dé nay rdt quan trong d6i véi t61.”

Trinh bay y dinh chinh e¢tia ban. Thé hién ¥ dinh chinh ca ban sé
lam cho moi ngudi biét ban muén gi. Néu ¥ dinh clia ban chi duge néi
ngu ¥ thay vi trinh bay tryc ti€p thi két qua ¢6 thé 12 ban sé bj hiéu 1Am.
Néi cho moi ngudi biét tai sao ban dinh néi diéu nay trudc khi ban thyc
sy néi ra la cich don gidn hudng sy chi ¥ cia ho dén noi ban muén.

Ngdt 16i mgt cdch § ti. C6 nhing lic cAn phai ngdt 181 ngusi
khé chiu. N€u ai dé dang la hét ban, chi€m linh cuéc hop hay phan
nan khéng ddt bing nhitng 1i tiéu cyc thi ngdt 16i c6 thé 1a gidi
phidp rdt khon khéo. Néu dugc thyc hién mét cdch than trong thi
ngdt 101 c6 thé rdt hieu qua.
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Ngit 10i khéo léo dugc thuc hién khéng kém theo con gian du,
khéng quy két va khéng sg hii. Chi cdn lip di lap lai tén ngudi khé
chiu, theo cédch ty nhién nhat cho dén khi ho chid y dén ban. Lip di
IZp lai nhu th€ tao ra mét sitc manh khong thé cudng lai duge ¢6 thé
lam xao nhing ngudi Xe-ting, Gi-cing-bi€t, Luu-dan va Ké Than-
vin dén lic ho phii ngiing néi d€ tim hiéu diéu ban muén.

N6i sy that. Long trung thuc ¢é thé dem lai hieu qua, bat ké hanh
vi clia ngudi khé chiu 1a nhu thé nio, néu ban thanh thyc theo cich tao
1ap m&i quan hé véi ai d6 thay vi ha bé anh dy hay c¢6 4y. Hiy nhé néi
véi nguoi khé chiu tai sao ban néi that trude khi ban thuc su tiét 16 su
that. Néi r6 ¥ dinh tich cuc ca ban va néi ro tai sao ban nghi ngudi dé
sé quan tAm mudn nghe diéu ban phai néi. Hay chic chin la ban sé néi
rd P kién ctia minh. Sau d6 néi cy thé vé hanh vi gay khé chiu, cho ho
thdy hanh vi d6 di danh bai ¥ dinh cha anh 4y hay ¢é 4y nhu thé nao va
dé nghi nhitng hanh vi mdi thay thé cho nhitng hanh vi ci.

Phai linh déng. Néu ngudi khé chiu trudc mit ban trd nén co
cum, ty vé thi hay ngung néi ngay d€ tap trung chd y vao phan dng
ctia hg. Hay cd hét sic hiéu hét nhing trd ngai biing cdch lip lai 1i
di néi, 1am rd, tém tdt va khdng dinh. Viéc niy ¢é thé mit thdi gian,
nhung nhin chung sé lam tén it ning lugng hon bit ¢ cudc tranh cii
nio ma ching di dé€n dau.

Nhitng diém chinh:

MGt khi da nghe ky hay tién dén budc noi hiéu qua: Viéc nly ty nhién
la két qua cua viéc khic.

Hay hoc va thuc hanh nam ky thuat noi sao cho ngudi khac hiéu: Vang,
néi hiéu qui khé hon va thudng mit thoi gian hon - trong thdi gian
ddu. Nhung dé 1a cdch t6t nhat dem lai két qua vé lau dai.

Hay nhd “giao tiép” ¢ cang gbc vai “diém chung” Giao ti€p 12 tao ra
hiéu biét chung. (Trong ti€ng Anh: “communicate” ¢é nghia 12 giao
ti€p, “common” ¢6 nghia 12 chung, hai t¥ ndy ¢ chung gbc tir la
“common” - ND).

“Nhing diéu ban ndi véi moi ngudi co thé tao ra thai do phong
thi hodc long tin, lam gia tang su phan khang hogc sy hgp tac,
thiuc day mau thuan hoac hiéu biét.”
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] Khong nén ky vong qua nhiéu & ngudi khac

vI Huong toi va kyvong
ket qua tot nhat

H anh vi khé chiu clia ngudi chuyén gy ric r6i thudng xuyén dugc
cing ¢d, va tham chi con leo thang bdi nhing phan tng thi€u suy
nghi vivholic tiéu cyc tif nhitng ngudi xung quanh ho. Vi th€ néu ban
muodn ¢6 anh hudng tich cuc thi ¢An phii ¢ phan dng than trong.

Chinh vi ban quan tdm nén ban chip nhan ngudi khé chiu la
ding diAn. Cing chinh sy quan tdm cGa ban lam cho ho khéng con
dva vao nhing hanh vi tiéu cyc va cing ¢d nhing hanh vi ¢é tinh
x4y dung hon. Néu ban lam viéc nay nhu théi quen thi ngusi khé
chiu ¢é thé tim dé&n ban 1am déng minh thay vi coi la ké thu va luén
sdn sang ddp dng nhing ky vong tich cyc cta ban.

Sttc manh cia nhiing ky vong ¢6 thé bi ddnh gid thap. Chung téi
goi dé 1a hién tugng Sttc manh Pigmé. N&u ban ndi véi moi ngudi la
ban ky vong cao & ho thi ho s& khong phQ nhan diéu dé. Trén thyc
t€ ho sé ti€n mot bude theo hudng niay. Nhung ngugc lai, néu ban
dé cho ho biét ban ky vong thdp & ho thi nhitng ky vong thidp d6
cta ban cling sé dé dang trd thanh sy that.

Khi ngudi khé chiu dang déi mit véi ban ¢é hanh vi tiéu cuc,
ban ¢é thé muén néi: “Pé chinh 1A viAn dé cda anh. Anh lic nio
cing ...”. P& st dung Stic manh Pigmé hiéu qua, hay hoc cich néi:
“Ching gi6ng anh chit nao! Anh hoan toan ¢6 thé ...” va sau d6
miéu tA ban muén ho thanh ngudi nhu th€ nio nhu thé anh 4y hay
c6 dy von di 12 ngudi nhu thé. Va bat ¢ khi ndo ngudi khé chiu cu
xtt ding din, ban hiy clng ¢6 hanh vi d6 biing cdch néi: “P6 chinh
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la diéu lam t6i thich & anh. Lic nao anh clng...” va néi lai viéc

ngudi dé di lam thanh céng dé anh 4y hay c6 4y sé lam lai 1dn n@a.

Sttc manh Pigmé khong phdi 12 ky thuat ¢6 thé dng dung dé
dang nhat khi ai d6 hanh x{ téi t¢. C6 thé ban sé phai bd thdi gian
thuc tap trudc khi ban 1am theo cdch nay. C6 thé ban sé phii ¢d hy
vong ngudi dé ¢ kha ning thay déi trong khi moi bing ching déu
cho thdy diéu ngugc lai. Nhung, ching t6i khong nghi ngd riing ban
¢6 thé sé 1am chinh minh ngac nhién vui ming trudc kha ning khoi
goi diém manh & moi ngudi ngay ci khi ho khé chiu nhat.

Nhing diém quan trong:

Hiéu va img dung St'c manh Pigmé: Ban tinh cta con ngudi 1a vén
c6. Néu ban néi v&i moi ngudi ring ho dang lam sai thi ho ¢é thé sé
phong thi. Ban ¢6 thé giam thiéu phan Gng dé bing cich chdp nhan
ring ho di cu xit diing d4n va mong chd diéu t6t dep nhit. Poi khi
ban toai nguyén day!

Tran trong nhiing 167 phé binh: Thyc ra day chi 12 miit sau cta Sic
manh Pigmé. N&u ban mudn td ra phong thi trudc nhing 151 phé
binh thi ¢6 thé ban sé thay ring nhu vy thudng chi lam cho tinh
hinh xdu di. Ngu ¥ & day 1a ban phong tha chinh 1a ban di thd nhan
t6i 16i, va bat o diéu gi ban néi déu ¢6 thé chéng lai ban. Sau day 1a
cdch don gian nhanh chéng ngin chin 15i phé binh chi trich ma
khong bi€n né thanh ban chdt hodc chéng lai né: dinh gid cao 16i
chi trich bing I3i. C6 thé chi ciAn phai néi mét cau don gidn “cim on
vi di ¢6 16i phé binh”, va th€ 12 hét. Hodc cdch khic, ban cé thé
ling nghe mot cich hiéu qui, giip ngudi dang chi trich trinh bay cu
thé cho dén khi ban tim dugc diéu gi dé hitu ich, anh 4y hay c6 4y
sé bi€t d6 khong phai la tai ban, hodc anh 4y hoidc ¢6 4y khong con
mudn chi trich ban na.

“Thuc teé la con nguti dat t6i dugc hodc tut xudng tam muc ky
vong cia ban & ho. Hay sir dung nhiing chién lugc xac dinh
ky vong dé thic day ngudi kho chiv nhing thay doi chinh ho.”
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Khai goi diém manh
0 nguoi Xe-tang (Tank)

K hi ban bi ngudi Xe-ting tdn céng, ban sé bi coi 14 mét phdn cia
ric r6i. Hanh vi qud khich 12 nhim muc dich hoic ddiy bat ban vé
sau hoiic diét trir can trd ma ban la dai dién. Muc tiéu cua ban nén la
lam sao dé dugc kinh trong vi don gidn 12 ngudi Xe-ting khéng tdn
céng nhing ai ho coi trong. Nhiing ngudi qué khich yéu cdu nhing
phén ing quyét dodn. Sau day 1a k&€ hoach gém nim budc nhim gii
di ddu hiéu r6 rang ring ban manh mé va ¢é ning lyc.

Git nguyén y ki€n. Hay kién quyét. Pung thay déi quan diém
va cling ding td ra qud phong vé hay ¢6 thi. Hiy chd dén khi cude
tdn cong cham dut, sau dé ndi cho ngudi Xe-ting bié€t ban sé lam gi
(k€ ci phuong dn ban phai bd di) - va sau d6 hanh déng y nhu da
néi. Ldn khdc ban cé thé chuyén sang budc ti€p theo.

Can thiép vao cudc tdn c¢déng. Goi tén ngudi dé nhiéu lidn cho
dén khi anh 4y hay ¢6 4y d€ ¥ d€n ban. Néu di bit ddu budc nay thi
ding nit lui. Nhitng ngudi qud khich thich ngudi quyét dodn nhung
vin ¢6 thé ty vé mién 12 ho khong coi dé 12 cude tdn céng. Gid Am
lugng giong ndi cia ban chi bing 75% cha giong Xe-tidng. Sau dé
anh 4y hoic cé 4y sé nhan thidc dugc ban 1a ngudi quyét dodn nhung
khéng qua khich.

Quay lai dé tai ban ddu (backtrack). Bay gid ban di dugc
nguoi Xe-tang chu ¥, hdy rit lai 16i két t6i ban ddu. Viéc nay thé
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hién ban dang ling nghe mét cich tran trong va ban da nghe thay
anh 4y hay c6 4y ndéi. Ngudi Xe-ting thudng néng rudt, chi chd ¥
trong thoi gian ngdn. Hai ba cau néi la qud di 16i. Anh Ay hay ¢6 Ay
c6 thé sé lai ndi déa lén ddy. Hay chd vai gidy, sau dé lai ngdt 1oi va
rit lui 1An nwa.

Nhim vio dich cudi cing va bin. Hiy chuyén hudng cuéc
trd chuyén dén dich cudi cung - dich dén cla ngudi Xe-ting néu
anh 4y hay c6 4y diing, clia ban né€u anh 4y hay c6 4y sai. Nguoi Xe-
ting mudn 1am dugc viéc, va co hoi tét nhit cia ban nhiim két thic
cude tdn céng 12 hod cing chl y cha anh 4y hay c6 dy. Dich dén
cuéi cung rdt khic nhau tuy thudc hon canh ctia ban, nhung thudng
dugc trinh bay trong hai hay ba cau. N6i ngidn gon va nhe nhang;
kha ning tap trung chd y cha ngudi Xe-ting dic biét ngdn nghi. Hay
¢6 trinh bay ring anh 4y hay c6 4y va ban dang ¢6 cung y kién: vi
du: “Ca hai ching ta déu muén dy 4n nay cé két qui t6t dep nhat.”
Hoic phén dng trude van dé: vi dy: “Té thit, t6i d€n d€ giip anh va
ching ta sé cung giai quyét nhé.” Thdi do lanh trdch nhiém sé hoan
toan pht hgp véi ngudi Xe-ting. Néu ban khéng cing y ki€n thi chi
cin néi viéc 12 nhu thé€, vi du: “Téi sé ban thém véi anh khi nio anh
sdn sang néi chuyén véi tam thé thodi mdi hon.”

Hoéa binh trong danh dy. Piung bao gid déng sip clra trudc
mui Xe-ting. Khi ban dé clra md, Xe-ting sé ¢é co hoi lui lai va cé
th€ sé chdp nhan. Ban ¢6 thé dé€ cho anh 4y hay c6 4y néi 15i cudi
cung ... nhung ban quyét dinh viéc nay dién ra & dau va bao gid: vi
du: “Khi nao anh sdn sang ndi chuyén va tén trong téi thi téi sin
sang nghe anh néi.”

C6 ba loai phan dng dién hinh d6i véi ngudi Xe-ting dang tdn
cong. T4t cd déu rdt ty nhién - va tdt ca déu vo ich. Vi thé hiy diéu
chinh thdi d6 cta ban:

Dimg phan cong ! Hiy trinh day dua vio ngudi Xe-ting. Ban cé
thé thing tran chi€n, nhung ban vin c¢é thé€ thua toin cuc néu Xe-
ting quyét dinh tim lién minh chéng lai ban.

Dimg tu vé, giai thich hay danh gia: Ngudi Xe-ting khong hé quan
tam dé€n gidi thich cla ban va hanh vi ty vé chi lam ting con tdc gian
cla ngudi Xe-ting ma théi.
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Dimg sap cifa: Khong sg hidi hoic trdnh mau thulin, ban cé thé
mudn rdt lui. Nhung s¢ hai la ddu hiéu ré rang cho ngudi Xe-ting
thdy riing cudce tdn céng di bi dinh ki€n va ¢ thé tao cAm hing cho
anh 4y hay ¢6 4y quay lai tAn cong ti€p.

“Ngudi Xe-tang rat hiéu thang, thang than va hay gian di,
dadc biét hay thuc ép va co hanh vi qua khich.”
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Khai goi diem manh
0 nguai Ban-tia (Sniper)

K hi moi viéc khong nhu k& hoach hoic bi ngudi khac cin trd, thi
ngudi mudn hoan thanh cong viéc c¢é thé sé tiéu diét d6i phuong
bing cdch bdn tia. Muc tiéu cta ban khi déi dién véi ngudi Bin-tia 12
16i anh 4y hay ¢6 4y ra khoi ché 4n ndp. Vi quyén ning han ché cta
ngudi Bin-tia bdt nguén tir cdc hoat dong bi mat thay vi cong khai
nén mét khi ban khdm phd ra vi trf cia ngudi Bin-tia thi vi tri d6 sé
trd thanh v6 dung.

Ngung lai, nhin va mit lui. Vi muc tiéu cba ban 1a kéo ngudi
Bin-tia ra khdi noi 4n ndp nén trudc tién ban phai san bing noi 4n
nidp cta anh 4y hay ¢6 4y. Néu ¢é vé nhu ai dé dang tinh nhidm bin
vao ban thi hay nging lai! - ké ¢4 khi dang néi gitda chirng. Dét ngét
dimng lai s& lam cho ngudi Bin-tia chd ¢, mét cich hiu hiéu théi bay 16p
vd ngodi ctia anh dy hay c¢6 dy. Hay nhin thing vao mit anh 4y hay c6
Ay trong gidy lat, sau d6 binh tinh trdnh xa khdi sy chd ¥ ca ho.

Dung nhiing cau héi din dit. Gid d3 dén ldc bat tin hiéu din
ddt, hay dit cau hoi dé kéo nguoi Bin-tia ra va phoi biy hanh vi cla
anh 4y hay ¢6 4dy. Hai cau héi hay nhdt 12 dya trén ¢ dinh va sy
tuong quan: “Khi anh néi nhu th€ (quay lai sy viéc), thyce ra anh dinh
néi gi vay?” va “Viéc dé (backtrack) cé lién quan th€ nao véi viéc
nay?”. Mau chét cha viéc dit cau hdi din ddt 1a gitt giong néi cla
ban trung tinh va duy tri vé trung tinh (dugc hiéu 12 “ngay thg”) trén
khuén mit ban.
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Haiy s\ dyng chi€n lugc d6i véi ngudi Xe-ting néu cdn thiét.
Néu ngudi Bin-tia trd thanh ngudi Xe-ting thi ban thyc sy phai cai
thién tinh hinh; it ra bay gid ban da biét ric r6i nay thudc loai nao
rbi. Hay dp dung chi€n lugc ding dé doi phé véi Xe-ting nhim
gianh dugc sy kinh trong khéng nhiing ctia ngudi Bin-tia ma con
nhiing ngudi ching ki€n cudc tdn céng.

Tim hiéu ndi niém. Néu ban nghi ngd ring ai d6 khéng cé
thién chi d6i véi ban nhung ban chua chdc chin thi hdy nghi cich
tim ra sy that. N&€u ban thdy c¢é ching cf ring ai d6 giy thu han thi
ban cin phai gidi quy&t ngay. Néu ban dua dugc ndi niém 4y ra dnh
sang thi hay ling nghe k¥ cang nhing diéu ngudi Bin-tia phii ndi
ra. Mot khi ban da hiéu r6 ndi long thi hiy dé cho ngudi déi dién
biét ring ban dd hiéu va hay thé hién thédi d6 tran trong vi anh ay
hay c6 4y da thing thin bay t6 vdn dé.

Pé nghi m6t tuong lai hoa binh. Cho du néi riéng hay trudc
nhiéu ngudi, hdy két thic cude trd chuyén bing cdch dé nghi mot
cdch cu xtt khdc trong tuong lai. Cudi bit ¢ cudc cham tran nao vdi
ngudi Bin-tia, quan trong 12 phai dé cho anh 4y hay ¢6 4y biét ring
trong tuong lai ban mong muén mét cudc giao ti€p cdi md va than
thién hon.

Vi thé. ..

Ding phan ting thai qua: Phin tng quia manh déi véi ngudi Bin-tia
¢6 thé khuyén khich anh 4y hay ¢6 4y hanh dong nhu ca. Thdi do
t6t nhat 1a toé ra td mo mét cdch tha vi. C6 gdng diing coi chuyén do
[a riéng tu; thay vi nhu vay hdy tdp trung vao ngudi Bin-tia, dung
vao chinh ban.

Phén biét giira ngudi Béan-tia than thién va thi hdn: Ngusi Bin-tia
than thién ¢é y dinh dugc céng nhan, ¢é nhu cdu dugc ngudi khdc
chd y. Ngudi Bin-tia tht hin, ngugc lai, ¢é ¥ dinh hoan thanh coéng
viéc va thod min nhitng nhu cidu cAm quyén bing cich tim cich ha
thap sy kiém sodt ctia ngudi khdc.

0i vdi nguai Ban-tia than thién, hay thir dong khung lai: Hay coi 15i
nhan xét cham bi€m 12 d4u hiéu quan tam hoic ¢6 tat thuéc vé hanh
vi. N€u ban khong thé bat cudi trude 1oi nhan xét 4y thi it nhat ban
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cing nén hoc cich cudi xi x6a. Hoic chi cdn dé cho ngudi Bidn-tia
biét riing ban khéng bi€t cich phan dng tuong xing vdi nhing 1i
tréu choc hoidc nhitng cau dua bdt nha. Vi thich ban nén anh 4y hay
c6 dy ¢6 thé thay d6i hanh vi ca minh d&i véi ban. Va khi ho da
thay déi, ban hay cing ¢6 bing cich d4nh gid cao anh 4y hay c6 4y
vi da thay déi.

“Binh lugn thé 18, giéu cot sdu cay hay phdt I co y,
lam che ban qué dg la ngon nghé cia nguti Ban-tia.”
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[l Ung xit vdi ngue

Khai goi diém manh G
nquoi Gi-cing-biét (Know-It-All)

N hing ngudi Gi-cing-biét 12 ngudi hiu biét va dic biét ¢6 khi
ning, cuc ky quyét dodn va luén thé hién quan diém ctia ho. Y dinh
cta ho 1a hoan thanh céng viéc theo cdch ma ho nhit quyét la 6t
nhdt, vi thé ho ¢é thé rit clra quyén, khé chdp nhan dinh chinh hay
trdi y. Ngudi Gi-cang-bi€t coi nhing ¢ tudng mdi la thich thic dsi
vdi quyén lyc va kién thdc cha ho va sé chdp nhan nhing thich
thic nady. Ho sé lam tdt ¢ moi thi dé trdnh bi bé bang.

Muc tiéu cta ban d6i véi ngudi Gi-cling-biét 1a khai m& tri 6c
ctia anh 4y hay c6 4y dén vdi nhitng théng tin va ¥ tudng mdi.
Nhung nhu ching ta da thdy viéc nay qui khong dé dang chit nao
(). Béi vdi ngudi Gi-cing-bi€t, hdu nhu khong thé nido nhét duge
mét déng xu y tudng ctia ban vio ddu ho.

Hiy sin sang va bi€t r6 diéu ban dinh néi. Néu cé bit ci so
hd nao trong ¥ nghi cGa ban, radar cta ngudi Gi-cling-biét sé do ra
nhirng thi€u sét d6 va dung ching dé€ céng ph4 toan bé ¥ tudng cta
ban. D& thuyét phuc dugc ngudi Gi-ciing-bi€t chidp nhan nhing y
ki€n thay th€ ctia ban, ban phai suy nghi trudc that ky cang vé théng
tin cia ban va trinh bay mét cich ré6 rang va chinh xdc.

D& cdp lai nhiing gi did nghe mét cdch trin trong. Cin biét
rang: vdi ngudi Gi-cling-biét, ban s& phai dung dén chién thuat nay
nhiéu hon bat cf véi ngudi khé chju ndo khdc. Ho phai ¢im thdy
ring ban da hi€u hoan toan sy théng théi trong quan diém cta ho
trudc khi ban ¢é thé€ diéu chinh ho dén véi cic quan diém khic.
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bé cap lai nhitng gi da nghe théi cling chua du; toan bd hanh vi
cia ban phaii todt 1én sy kinh trong va chan thanh. Ban phai td vé va
néi ning sao cho ding theo quan diém cla ngudi Gi-cing-biét.

Hoda cung sy nghi ngd va mong udc véi hg. Néu ngudi Gi-
cing-biét thyc sy tin tudng mot v ki€n bat ky, thi dé 1a vi nhing tiéu
chi cu thé lam cho ¥ ki€n d6 quan trong d6i véi anh 4y hay c¢é 4y.
Ban sé thdy rdt hdu ich khi cing hoa nhap vao nhing tiéu chi nay,
néu ban biét r6, bing cich nhic dé€n ching truge khi trinh bay y
ki€n cta ban. Sau dé ban hay néi ré ¥ tudng cla ban da can nhic
dén nhitng tiéu chi nay nhu thé nao.

Gidn ti€p trinh bay y tudng cia ban. Khi dén lic phii téi
dinh huéng nguoi Gi-cling-biét dé€n y kién cia ban, nhd dung nhimng
I6i & nhe nhang nhu “cé thé”, “cé 1&€”, va “xin cho t6i vai phut” dé
nghe nhu dua ra gid thuyé€t va gidn ti€p hon, va trdnh cuong quyét
va thich thic. C8 ging dung cau héi thay cho nhing binh luan
khing dinh va diung “chiing ta” thay cho “t6i”.

Bi€n hg thanh nhiing ¢§ vAn day kinh nghiém. Bing cich
dé€ cho ngudi Gi-cling-biét thdy ring ban cong nhin ho la chuyén
gia va rit muén dugc hoc tap ho, ban sé bét de doa hon. Nhu vay,
ngudi Gi-cing-bi€t sé danh nhiéu thdi gian hon dé hudng din ban
thay vi ngin cdn ban. Hoan toan ¢é kha niang ring cang ngay nguoi
Gi-cing-bi€t sé cang mudn ling nghe ban ndi hon.

biéu chinh thdi d6 cta ban:

Dimg st dung vi khi cia ngudi Gi-ciing-biét: Haiy trdnh xa cam dd
ban cing mudn trd thanh ngudi Gi-clng-bi€t vi nhu vay chi cang
lam cho chi€n luy cta ngudi Gi-cliing-biét thém ving chic.

Dimg tic gian ngui Gi-cing biét: Ban tinh cha ngudi Gi-cling-biét 12
khong chdp nhan ¥ kién thd hai. Gian di chi din dén cai co vo ich.

Dimg ap dat y tuéng cia ban cho ngudi Gi-cang-biét: Hay ty luyén
minh trd thanh ngudi linh hoat, kién nhin va that khéo léo vé cich
trinh bay ¥ tudng.

“It khi nghi ngd, ngudi Gi-ciing-biét it khi b6 qua su chinh sira
hay phi nhan. Tuy nhién, néu mét viéc gi do sai, thi nguai
Gi-ciing-biet sé noi vdi ban bang giong diéu cua ngudi co

tham quyén dang két téi-ban chinh Ia ngqudi c6 16i.”

48 e Dealing with Difficult Peaple



|:| Ung xit vm ngu'dl

Tudng- rang gi- cung-hlet"_-f___:-:_-----._ .

Khoi ggi diém manh 6 nguoi
Tudng-Rang-Gi-Ciing-Biét
(Think-They-Know-It-All)

N hing ngudi hanh xi nhu Tudng-ring-gi-cling-biét 1a do nhu ciu
dugc cong nhan. Khi ho hoi cdm thdy duge chi ¢ ho sé ¢6 ging
nhi¢u hon bao gid hét dé€ thu hdt sy chd y. Ngudi Tudng-ring-gi-
cing-biét nhiay bd vao nhing cudc trd chuyén ma ho c¢é thé 12
khich khéng mai.

Muc tiéu cia ban khi tng xt véi Ngudi Tudng-ring-gi-cling-biét
1a bit qué tang ho va dua ra mét chd bim cho nhiing ¥ tudng x4u
cia ho. Ban sé thanh céng nhit néu ban tranh dit Ngudi Tudng-
ring-gi-cling-bi€t vio cinh phong thd. Sau day la k& hoach hanh
déng d€ khoi goi di€m manh clia Ngudi Tudng-ring-gi-cling-biét.

Chui ¥ t6i ho thdt it. C6 hai cdch lam cho Ngusi Tudng-ring-gi-
cling-bi€t chd ¥. Cich thi nhit 12 nhic lai nhing 16i binh luan cia
anh dy hay c6 4y mot cdch nhiét tinh. Viéc nay sé lam cho ho biét
ring ban dang chd y (va djt nhitng tuyp ngudi niy vio thé dén nhan
két qud cubi ciung cha chinh sy ngu ngéc cta ho). Cich thd hai la
nhin bi€t y dinh tich cuc cta ngudi ndy ma khéng lam mit thdi gian
cua ban vao théng tin cia anh 4y hay ¢6 4y: ban dang tich cyc chd y
nhung khéng nhat thiét phii déng ¥ véi binh luan nhan xét clia anh
Ay hay cé dy.
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Lam rd nhiing diéu cy thé. Néu ngudi dé khong biét o vé
nhiing diéu ho dang ndi va ban biét thi rdt dé. Hay hdi vai cau lién
quan dén mét sd chi ti€t cy thé trong théng tin cha anh 4y hay ¢6 dy.
Vi Ngudai Tudng-ring-gi-cing-bi€t luén ndi cuc ky chung chung nén
hay chd ¥ dic biét dé€n nhing t nhu “tdt ¢ moi ngudi” hay “luén
luén”.

Né6i diing sy thyc. Hiy thian trong hudng cudc ndi chuyén vé
lai thyc t€. Ding ngdn tr “t6i” d€ cho nhan xét cla ban khéng ¢é vé
de doa. Ban ¢é thé trich din tai liéu dé€ dua ra bing chiing khéng thé
bic bd.

P& ho nghi. Tai di€ém niy di 16 rang ring Ngudi Tudng-ring-
gi-cing-biét khéng hé biét gi vé dé tai anh 4y hay c¢6 4y dang néi va
ban thi biét rat r6. Hiy tranh lam cho ho bé mit. Hiy cho ho mét 16i
ra, nhim giam thiéu nguy co ngudi Tudng-ring-gi-cling-biét sé chuyén
sang c¢6 thh. Ngudi Tudng-ring-gi-cing-bi€t khéng khing khing
bdo v& ¥ minh nhu ngudi Gi-cling-bié€t. N€u ban d€ cho ho co hoi
hoa thuan vdi ban thi ¢6 nhiéu kha ning ho sé sin sang nhay theo
phe ban ngay.

Ph4 v3 vong ldn qudn. M6t khi ngudi ta tin ring ai d6 chi 1a
ngudi Tudng-rang-gi-ciing-bi€t thi ho cé thé khéng ti€p tuc cong
nhan ngudi dé nita, k€ ci khi anh 4y hay c6 4y ddng dugc cong
nhan. Nhung nhu vay lai lam ting nhu cdu dugc c6ng nhan cia
ngudi Tudng-ring-gi-cling-biét, vi th€ anh 4y hay c6 4y sé cang gin
bé v&i hanh vi d6 hon nita. “Phd v& vong ldn qudn” nghia 1a sin
sang cong nhan néu nguodi 4y ddng dugc cong nhan. Ghi nhan ring
con ngudi khé chju nay da 1am ding va khen ngoi anh 4y hay c6 4y
vi viéc dé. B8i véi mét s6 ngudi, chi c¢dn quan tdm nhu vay da da dé
ho bd di hanh vi gay ric r6i cho ngudi khdc. Véi nhitng ngudi khic,
hdy dung nhing 16i phin d6i nhe nhang d€ ndéi cho ho biét sy that
vé hau qua cta nhing hanh vi tiéu cyc ctia ho.

Piéu chinh thdi d6 cta ban:

Dimg lam ho mét himg: Khi ban truc ti€p thich thdc ngudi Tudng-
ring-gi-clng-biét, cAch thoat ra duy nhit clia ho l1a phin céng bing

nhitng binh luin to t4it hon. Vi ho ¢é thé thuyét phuc duge nhing
ngudi khéng biét nhiéu bing ho.

504 Dealing with Difficult People



Dimg véi vang danh gia: Ching ta cé nhiing ¥ tudng phin béc lai
m3a chiing ta khéng thyc sy cdn thi€t phai tin ring ddng.

Dimng co kéo su that sang hudng khac: Ban c6 thé bi thua va mat uy
tin! Hiay han ch€ ham muén “dua tai” cing ngudi Tudng-rang-gi-
cling-biét. Bé qua nhing l4n ngit 151 vun vit cha ho.

“Ngudi Tudng-rang-gi-cing-biét khong thé lic nao cing lam

qué do tat ca moi ngudi, nhung ho co thé lam m@t s6 ngudi bé mat
moi lic hodc lam moi ngudi kho chiu mét vai Ian -

tat ca chi dé duac cha y.”
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v Khoi goi diem manh ¢
nguoi Luu-dan (Grenade)

Khi nd lyc duge céng nhin cla mét ngudi bi de doa bdi su thd o
lanh dam cta ngudi khéc thi anh 4y hay ¢6 4y ¢6 thé bung nd thanh
nhu ciu dugc chd ¥ mét cach ghe gém. Thi léng khong kiém ché cam
xuic la cich thic tr vé trude cdm gidc minh duge xem la khéng quan
trong - mot chi€n luge thudong xuyen dugc ngudi Luu-dan ding téi.

Néu la mét ngudi trudng thianh trong mét nhém, néu ban ting
mit kha ning kiém sodt cAm xdc cla minh thi ban sé biét viéc nay
l[am cho ngudi ta nhuc nha dén midc nao. Ngudi Luu-dan rit ghét ban
than minh vi nhing hanh vi nhu vay - nhung ndi cim thi ban than
nay trd thinh mét dung cu hen gid tao ra nhiing tran bung nd ti€p
theo. Chu ky dé bdc phét nay cé thé ti€p dién ma khéng dugc kiém
sodt - diéu nay ¢6 nghia 12 mot lang ngin nglta con b gid tri hon
mét ¢An thudce chita! Sau day 12 nam bude khoi ggi di€m manh cha
Nguoi Luu-dan.

Thu hiit sy chud y ctia Ngudi Lyu-dan. Lic nay 12 Iic ban cin
phii to ti€ng hon con ngudi ric réi trudc mit... nhung ding td ra
qud khich. Hay goi that to tén anh 4y hay ¢6 dy, nhung goi bing
giong quan tdm chi ding dung giong gian du.

Nhim vio trdi tim. Hiy thé hién méi quan tAm thuc sy ctia ban
bing cich néi véi ngudi Lyu-dan diéu ma anh 4y hay c6 4y muén
nghe. Bing cich ling nghe k¥ cang, ban ¢6 thé hiéu ra nguyén cd
clia con gidn bung nd, sau d6 nit lui trong khi vin b3o dim véi
ngudi dé vé méi quan tAm cha ban. Khi ban ddnh trning tim den, ban
s& ngac nhién khi thdy ngusi Lyu-dan nhanh chéng ha hdéa dén thé,
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Gidm cang thing,. Khi ban thiy ngudi Lyu-dan phin dng, Dy
nhé gidm cudng doé va su cing thing. Ban c6 thé lam cho ngudi dé
ha con bung nd cao d6 ma trd vé mic giao ti€p binh thudng bing
cdch gidm bdét cudng do trong chinh 16i ndi cda ban.

Tam thoi khéng phan dng trudc hanh vi xdu. C6 ging ndi
chuyén phii trdi véi ngudi Lyu-dan trong khi mic adrenaline®™ vin
ting cao thyc ching ¢é ich gi. Vi th€ hiay nghi ngoi va d€ cho moi
viéc ty ngudi ngoai. Sau dé yéu cdu quay lai vadn dé d€ tim ra cich
gidi quyét.

Trinh lam cho ngudi Lyu-dan gidn d@. Budc niy nhim dén
mo&i quan hé lau dai va vi thé 1a budc quan trong nhit trong khi ting
XU v&i ngudi Lyu-dan. Hiy c6 ging hinh dung nguyén nhin lam
tung ngdi nd cha ngudi Lyu-dan... va nhd ding rit ngodi! Néu ban
phat hién ra ring ngoi né 12 ai dé trong vin phong thi viéc huin
luyén cach giao ti€p gitta cic nhan vién va gidi quyét xung dot cd
thé rit hiu ich.

Piéu chinh thdi d6 cta ban:

Xa con gian cua ban: BS sung con gian clia ban vao mot tinh huéng
dang cing thing khac nao dé diu vao lla.

Hay hoc cach nhin ngudi Luu-dan theo cach khac: Bo6i khi cd tudng
tugng ngudi dang la hét la mét dda tré 1én hai con midc ta lai givp
dugc rdt nhiéu. Diéu chinh thdi d6 chidp nhan ngudi Lyu-dan cta ban
sé& cho ban mét khoing cdch cin thi€t trong tinh huéng gay cin.

Hay lang nghe ngudi Luu-dan: Bat ké nguyén nhan cta con biing
nd gian dit 1a gi, néu ban thyc sy muén diu tu thoi gian vao viéc ldng
nghe nhiing vin dé ma nguoi Luu- dang dang phai déi mat thi ban sé tir
tr ¢6 thé giam duoc cudng dd va tidn sudt cia con bung phit.

“Sau mot giai doan binh tinh ngan ngii, nguoi Luu-dan
sé bung phat can day ngh:en khong dat ve nhuhg diéu
khéng hé lién quan gi dén hoan canh hién tai.”

(1) adrenaline: hocmén do tuyén thugng than sinh ra lam ting nhip dap cia
tim va kich thich hé théng thidn kinh, gy nén cdm gidc hung phin.
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[ Ung xii véi ngudi Vang-a

Knhai goi diem manh 6
nguai Vang-a (Yes Person)

N gudi Vang-a ¢6 khd ning tap trung rit cao vao con ngudi nhung
kém tdp trung vao coéng viéc. Ho cuc ky thi€u ddu 6c t6 chic va
thudng xuyén hida qui nhiéu vi ho ¢§ ging séng cudc séng cla
minh dya trén nhing udc muén cha ngudi khdc. Béi khi ho khong
biét cich lam tr ddu dén cusi mot viec ho dd déng v 1am; trong hiu
hét cdc truong hgp, ho khong hé suy nghi vé hau qui cla nhing
viéc ho da déng y lam.

Ngudi Vang-a cdm thdy sa sit khi ho khéng thé thyc hién viéc
da hia. Nhung ho it khi cim thdy minh ¢é trach nhiém bdi vi ho
luon ludn thdy hodn canh thyc t€ nim ngoai kh ning kiém sodt cta
minh va vi th€ ma giy ra ric rdi.

Muc tiéu ctia ban d6i vd&i ngudi Vang-a 1a bdt ho hita diéu ma
ban ¢6 thé tin dugc. Sau day 12 nim budc khoi goi diém manh cia
nguoi Vang-a.

Cho hg biét trung thyc 1a an toan nhat. Thong qua cl chi
than 4i va 10i ndi trdn an, hdy bido ddm ring moi trudng giao ti€p cla
ban an toan, sao cho ban va ngudi Vang-a ca ban ¢é thé kiém tra
mot cdch trung thyc liéu ring anh 4y hay c6 4y cé git 16i hia hay
khéng. Khi ngudi dé trd nén thodi mdi hon vdéi ban thi ¥ nghi va tinh
cAm evia anh Ay hav ¢6 v sé phaoi bay dé dang hon.
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N6i that. Néu ban nghi ngudi Vang-a dang gian hay khé chiu
vé diéu gi dé holc ho tin vao nhing ¥ do minh da dua ra thi ban
hay néi cho ho biét. Hay nghe ngudi dé néi diung cai lai, ding voi
két luan cing dung phin déi. Hay ghi nhan anh dy hay ¢6 dy vi da
ndi that long.

Gitdp hg hoc cich hoach dinh. Mét khi ban di ling nghe
quan diém cla ngudi Vang-a thi hién nhién ban sé thdy ly do vi sao
ngudi dé khong thé thyc hién nhing 18i cam két ctia minh. Bay gio
12 Idc tao ra co hdi hoc tap. Bay cho ngudi Vang-a nhing ki ning
don gidn d€ ki€m sodt nhiém vu 12 cdch st dung ning lugng ctia ban
tét hon nhiéu so vdi vigc budn khé vi anh dy hay c6 dy khong git
15i cam két!

Bao didm cam ké&t. Hiy cAm on ngudi Vang-a vi di giao ti€p
cdi m& véi ban va hay yéu cdu anh 4y hay ¢6 4y ldn sau nén ti€p
cin tinh hudng theo hudng khic.

Trong cdc dy 4n tuong lai, hdy bido dam ring ngudi Vang-a sé
cam két ngay tr ddu. Nhé yéu cdu anh 4y hay ¢6 4y tém tit dy an dé
thé hién minh di hiéu nhing yé€u t6 lién quan dén dy 4n. Hiy viét
ra gidy 10i cam két. Tham chi ban c¢in phai dua ra han cudi cung dé
dam bido khung thdi gian dugc 4n dinh. Cuéi cung, hiy nhé dé cap
dé€n nhitng hau qua tiéu cyc sé cé n€u ngudi Ving-a khong lam theo
cam két.

Cling c6 mo6i quan hé. Hiy coi méi lin giao ti€p 12 mét co hoi
cling ¢6 m&i quan hé. Hiy coi mbi ldn nguoi 4y 1am tron cam két [a
mot dip An ming va coi mébi sai sét hay that hita 1a co hoi gidp ngudi
Vang-a phat trién k¥ ning cta anh 4y hay c6 4y.

Piéu chinh thdi d6 cta ban:

Bing quy trach nhiém: D8 15i cho ngudi Vang-a chi 1am cho anh
dy hay c6 4y thém xdu hé, va sé ti€p tyc hanh vi hita hen bt cd
diéu gi chl y€u la dé 1am ban vua long.

Phai kién nhan: Phai cong nhan ring ngudi Vang-a cla ban thi€u
ky ning t6 chic va khéng thé nhan ra hay sra chia viéc nay néu
khoéng duge gitip d6. Mot khi ban da gidp ngudi Vang-a hoan thién
ky ning gidi quyét cong viéc thi bin chat htu ich cba anh 4y hay c6
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4y sé bién ho trd thanh ngudi cing 1am viéc t6t nhat ma ban c¢é thé
hy vong.

Giap ho ky ndng quan ly: Yéu cAu ngudi Vang-a gidi thich cic co
s@ cta dy 4n, nhiing cong viéc lién quan, va bit c hau qui tiéu cyc
nao néu anh 4y hay c6 4y khéng thyc hién cam két. Sau d6, hay
giup anh 4y hay ¢6 4y lén k&€ hoach cho kip thai han va ding khung
thai gian da dinh.

“DE lam vira 1ong moi ngudi va tranh xung dot,

nguadi Vang-a noi “vang” ma khéng hé suy nghi ky cang.

‘ Ho phan img vdi nhiing yéu cau mai nhat theo thai gian
bang cach quén di nhiing cam keét trude do cho dén khi chinh ho
ciing khéng con thai gian nira. Lic do ho bat dau buon kho.”
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v1 Khoi goi diem manh 6
nguoi Co-thé (Maybe Person)

N gudi cuong quyét bi€t ring mbi quyét dinh déu cé mit t6t va miit
x4u va ¢6 thé can nhic nhing khi niang khi ho dua ra dugc nhing
quyé€t dinh sing sut nhat. Ngudi C4-thé, ngugce lai, khong thé ra
quyét dinh, dic biét khi hau qua nhing quyét dinh cta ho c¢é thé
anh hudng dé€n ngudi khdc theo cdch khéng duge ho chdp nhan. Vi
th€ ho trl hodn viéc ra quyét dinh khé khin, ho hy vong mot lya
chon sdng sudt hon c¢é thé sé xudt hién. That khéng may, hiu hét
cdc quyét dinh déu dé€n mot diém qud tré dé lya chon: quyét dinh ty
xuit hién.

Ngudi C6-thé ¢6 rit nhiéu ly do dé€ khéng tim ki€m sy gitp dé;
ho khéng mudén lam phién hay 1am buén long ai ¢4 va ho khong
mudn la nguyén nhan cha bat ¢ sai ldm nlo. Muyc tiéu clia ban khi
Ung x{ véi ngudi C6-thé 12 dem dén cho anh 4y hay c6 4y mét chién
lugc ra quyét dinh va dong co d€ thyc hién viéc ndy. Sau day 12 nim
budc khai goi di€ém manh cha ngudi C6-thé.

Thié€t 1ap m§t viing an toan. Khi ban dang dgi dién véi nhiing
nguoi chi muén hoa thudn, cdch t6t nhit 12 ban nén l12p ra mét ving
an toan thodi mdi quanh qud trinh dua ra quyét dinh. C& thong tha.
Hiy tdi khing dinh véi ngudi Cé-thé ring ban tin tudng cic mdi
quan hé dugc cai thién thong qua giao ti€p cdi mé.

D3di dién v6i mau thuidn va lam ré cdc Iya chon. Hiy kién
nhin nghién cttu t4t ¢ cdc lya chon va cin trd qud trinh ra quyét
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dinh theo quan diém cla ngudi C6-thé. Nghe dé tim ra nhimng tir ngap
ngling nhu “cé thé”, “cé 1&” va “tdi nghi thé” coi dé 1a ddu hiéu gidp
khdm pha hon nita. Néu nguoi 4y lo ling vé thii d chia ban trude quyét
dinh clia anh Ay hay ¢6 4y thi hiy tdi khiing dinh ring ban sé khong sao
va viéc dé sé khong 4nh hudng xdu dén mdi quan hé vdéi ban.

Thyc hién qui trinh ra quy&t dinh. N&€u ban ¢é mét qui trinh
ma ban di thyc hién rit t6t thi hdy day cho nguoi Cé-thé cta ban.
Pon gidn nhat 1a cling anh 4y hay c6 4y liét ké nhing diém cong va
trif clia ting khi ning. Nghién ctu cy thé ting chi tiét nay sé lam
cho Iua chon tét nhit trd nén ré rang hon.

Trin an va theo d&n cung. Mot khi di ra quyét dinh thi ban
hiy trdn an ngudi Co-thé€ ring khéng ¢é quyét dinh nao 12 hoan hio
va ring quyét dinh cla anh 4y hay c¢6 4y 1a quyét dinh t6t. Sau do
nhd giit lién lac cho dén khi quyét dinh dugc ti€n hanh.

Thit chit méi quan hé. Thinh thoing hiy danh vai phit ling
nghe méi lo ngai cla ngudi Cé-thé va gilp anh dy hay ¢6 4y hoc qui
trinh ra quyé€t dinh bat cd khi n2o ¢6 co héi. Khi long kién nhin tang
din, bi€t dau ngudi Cé-thé sé trd thanh mot trong nhing ngudi
chuyén ra quyét dinh ddng tin nhat cta ban.

Piéu chinh thdi d6 cta ban:

Ding thic ép ngudi Co-thé: Su khé chiu, thi€u ki€n nhin hay gian
dir sé chi lam cho viéc ra quyét dinh khé khin hon ma théi.

Hay kién nhan: Néu nguoi C-thé clia ban cim thdy bj thic ép thi
anh 4y hay c6 dy khong thé thofi mdi va suy nghi r6 rang dugc.

Gid@ binh tinh: Sy héi thic hay béng gié sé 1am cho ngudi C6-thé
chim siau hon vao thai d6 khong ham muén gi. Tham chi k€ ca khi
ban di ép duge ho ra quyét dinh thi ho cling vin ¢é thé déi y ngay
khi ai dé thic ép ho bing lich trinh khic,

“Trong thai khdc quyét dinh, ngudi Co-thé chan chir

vdi hy vong rang mét lua chon tof hon sé tu xuat hién.
Pang buon 13 vdi hau hét cac quyét dinh, khi dén lic phai quyét
thi da qua tré, con qua it thoi gian va quyét dinh sé tu hinh thanh.”
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L1 Ung x& véi ngudi Cam-nin

Khai goi diem manh &
nguoi Cam-nin (Nothing Person)

N gudi Cam-nin r4t thu dong, nhung cé thé tap trung vio céng viéc
hay tip trung vdo con ngudi tay thudc vao chu ¥ cha ho - lam diing
cdch hay boa thudn. Khi cht y bhoa thudn bi de doa thi nhitng ngudi
nhit nhdt ¢é xu huéng rit lui v trd nén thu ddéng hon nita. Khi dinh
lam dudng cdch, n€u nguoi Cam-nin thdy mong udc dat dén sy hoan
hio cla minh bi cin tr& thi ho tuyét vong va rit lui, ho tin rliing
khong ¢6 gi thay ddi dugc tinh hinh, bat ké ho néi hay lam gi.

Mic du ngudi Cam-nin ¢6 vé rdt lui khoi mau thudn nhung bén
trong ho 12 nhiing vac nudc s6i ddy han tht. Im ling ¢6 thé 12 hinh thic
chéng d6i clia ho. Muc tiéu cla ban véi ngudi Cam-nin 12 pha vd sy im
lang nay va thuyét phuc anh 4y hay ¢6 4y néi ra. Sau day la quy trinh
nam budc khong thé thit bai dé phd v& su im Ling clia ngudi Cam-nin.

Hoach dinh du thdi gian. Ung x{ thanh céng véi ngudi Cam-
nin ¢ thé mit rit nhiéu thoi gian. Néu ban cing thing vi quy thoi
gian han hep thi ban ¢6 thé t& ra qua hing hdi muén kéo anh 4y hay
¢6 4y ra khdi thdp nga. Ban cang hing hdi bao nhiéu, ngudi Cam-nin
cang chim sau bdy nhiéu vao ly do khéng dau. Vi thé hiay danh thai
gian va noi chon thich hgp dé€ tiép can véi ngudi CAm-nin sao cho
ban ¢é dd thai gian x ly viéc nay.

Hiy dit nhitng cAu héi md bing mdt cung cich diy hy
vong. Cau hdi t&t nhat danh cho ngudi Cam-nin 14 cau ma hg khong
thé tra 10i c6, hay khong, hay chi nhin vai. Hiy héi nhitng cau bt
diu bing “Ai”, “Cdi g, “Khi nao”, “O dau” va “Th€ nio” d€ m& diu
dé tai ban luan. Hay bio dim ring giao ti€p khéng 18i ndi clia ban
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cing cin ¢6 héi ddp. Ban phii td ra va an ndi sao cho ban muén
nghe ciu trd 10i ngay. Ching t6i goi dé la cdi nbhin by vong — va viéc
nay ¢ tic dung diy.

Hay lac quan. Khi khéng cé két qui thi hai hudc mét chit cé
thé gitp ich. Pua ra nhing phin doin ky quic, phéng dai hay
khong thé cé d6i véi Iy do cla sy im ling sé tudc v khi cia mét s6
ngudi Cim-nin ngoan ¢6 nhit.

Phin dodn. N&u ngudi Cim-nin cOa ban vin khéng phin dng
gi thi hdy th hinh dung ban dang & vi tri cia anh 4y hay ¢6 4y, va
hiy suy nghi vé& toan bé qué trinh x4y ra cic sy kién d€ doin xem
ngudi 4y ¢6 thé cim thay thé€ ndo. Hiy ndi ra thanh ldi nhing suy
nghi dé, nhanh nhau nhan dinh nhing kha ning 4y 12 ddng tin hay
bé di. Viéc 4y khéng quan trong. N€u ban tim ra nguyén nhan cla
sy im ling thi ngudi 4y sé nghi di dén lic va ¢é thé ho s& m& miéng.
Né&u ban khong tim ra nguyén nhan thi ngudi Cam-nin cho ring ban
khong hé ¢6 ddu méi nao hét va cam thdy budc phai néi cho ban biét.

Cho h¢ thdy twong lai. P6i khi cich duy nhidt buéc ngusi
Cam-nin néi ra 12 lam ngo ho trong vai phiit va cho ho thiy hau qua
néu ho ti€p tuc im ling. Pung dua ra nhing 10i de doa suéng, ma
hday néi ré hanh vi cla ho ¢é thé 1am hdng dy 4n hay méi quan hé
cua ban nhu thé& nao.

Piéu chinh thdi d6 cha ban:

Gidm tc d6: Thach thic 16n nhit véi ngudi Cam-nin 12 tim ra thoi
gian dé Ung x{r véi anh 4y hay c6 dy. D€ ldy duge cdi gi d6 cla
nguoi CAm-nin, ban phai binh tinh va thoai mai.

Hiéu y dinh: Ngusi Cam-nin ¢6 thé€ tap trung vio nhiém vy, néu ¥
dinh cta ho 1a lam ding cich; hoic tap trung vao con ngudi, néu y
dinh cla ho 1a hoa thuan. Hiy tim hiéu va quyét dinh chl ¥ nao.

Tranh ndi gian: Ngudi Cam-nin cta ban dang c8 ging trdnh mau
thuiin va khéng dugc chdp thuin. Néi gian sé chi ddy ngudi Cam-nin
chim sdu vao nhing 1y do khéng dau ctia anh 4y hay cé 4y ma théi.

“Khéng 16i noi phan hoi, khéng cir chi phédn hoi.
Khong gi ca. Ban con mong chd gi khac nifa 6 ngudi Cam-nin?”
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[l Ung xii véi nguoi Bi-quan

Khai goi diém manh G
nguoi Bi-quan (No Person)

N gudi Bi-quan tap trung vao nhiém vy, luén ¢é ging tranh mic sai
lAm vi ¢6 ¥ dinh lam ding cdch thic ddy. Sy hoan hio 14 tiéu chuin
cia anh 4y hay c6 4y: khi khuyét diém xuit hién, ngudi Bi-quan
tuyét vong va thdy ai hay cdi gi cing ddy tiéu cyc.

Khi tng x vSi ngudi Bi-quan, nhiém vu ca ban 13 chuyén tir
viéc tim 16i sang gidi quyét vdn dé. C6 kha ning ban khéng thé nao
ngin chin hoan toan dugc lan séng y nghi tiéu cyc tudn trao, nhung
ban ¢6 thé thay déi dong chiy. Sau day 12 nim budc tng x thanh
cong vdi ngudi Bi-quan.

Hoa vao dong chdy. Viéc 16i t&¢ nhdt ban ¢é thé 1am cung
ngudi Bi-quan 12 ¢ gidng thuyét phuc ho ring moi viéc khong téi té
nhu ho nghi. Budc diu tién dng x véi ngudi Bi-quan 12 ci& dé€ ho
suy nghi tiéu cyc nhu ho muén.

Coi hq 1a ngudn 1gi ich. Nhing ngudi Bi-quan ¢6 thé phuc vu
hai muc tiéu quy gid trong cudc séng cha ban. Trudc hét, ho ¢é thé
12 ngudi tao dyng tinh cdch ¢4 nhan cho ban. N€u muén cé sic
manh, ban ¢in phdi tap ¢ ta. Néu ban muén ¢6 thdi d6 tich cyc, hay
danh nhiéu thoi gian tich cyc bén ngudi Bi-quan.

Nhing ngudi Bi-quan cing ¢6 thé 1a hé théng cinh bdo sdm.
Gita cdnh déng tiéu cyc thé nlo cling ¢é nhitng hat gidng sy that.
boi khi ngudi Bi-quan canh gidc truéc nhing viAn dé quan trong ma
nhing ngudi khdc bdé qua. Ching t6i ¢6 biét mét céng ty cé ngudi
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Bi-quan trong d6i ngid quan ly. Bing cich dé€ cho ¢6 4y thyc hién
tiing k& hoach mdi, ho thudng xuyén tim ra diém y&u ma nhing
ngudi khic ¢é thé bd qua.

Pé€ cita md. Ngudi Bi-quan ¢é xu huéng hoat déng theo mot
thai gian khic véi nhimg ngudi khic. Bat ¢ nd lyc nio nhim thic
ép ho déu lam ho cham lai. Hanh déng khén ngoan nhit déi véi
ngudi Bi-quan 12 cho ho thai gian suy nghi, va d€ canh clra réng md&
dé ho ¢6 thé quay lai khi da sin sang.

Tim ki€m phin dng d6i ldp. Poi khi, ban ¢ thé dio ngugc
tinh th€ vdi ngudi Bi-quan bing cdch dé nghi nhiing gidi phdp thay
thé tieu cyc trude khi anh 4y hay ¢6 4y lam nhu thé€. Trong nhing
trudng hgp nhu vy, ngudi Bi-quan ¢6 thé phan Ung tich cyc - hoic
12 vi c4ch ti€p can cha ban d3 thuyét phuc ho riing ban dang x{ Iy vdn
dé mot cach thyc t€, hofic 12 vi ho tiéu cyc tham cin 8 d€ dén mic ho
mudn ching t6 ring ban da sai ngay ca khi ho da déng y véi ban.

Ghi nhin ¥ dinh t6t dep ctia hg. Chip nhin va mong dgi chi
y t6t dep bén dudi hanh vi tiéu cyc, vi du “Cam on vi da chi ra vidn
dé dé€ tdt ca chuing ta ¢6 thé tim ra cdch giai quyét” hodc “T6i rat tran
trong vi anh di mong muén viéc nay lam ding cich”. Théng qua
Stic manh Pygmeé, ngudi Bi-quan cé thé din din tin diéu dé. Viéc
nay ¢6 thé din nguoi Bi-quan dén viéc st dung thidi d6 cdu toan
dugc phan tich k¥ cang ctia anh 4y hay ¢6 4y theo cich xay dung
hon - hoic theo cdch bét khé khin hon.

Piéu chinh thdi d6 cta ban:

Duy tri kha nang nhin nhan van dé mét cach hop Iy: Khi ngudi ta cu
x mét cdch tiéu cyc thi thudng chuyén dé ¢é lién quan dén nhing
cau chuyén ching 14y gi [am hay lim. Ban khong cin phai biét vé
nhitng nguyén nhan d6, nhung nén ¢ ging thdu hiéu hanh déng
cha ngudi Bi-quan.

Hay kién nhan: Do6i khi thay déi chi dién ra trong tich tic. Nhung
néu ban kién nhin thi khéng c6 gi ddng quy hon khi thiy ngudi ta
kiém ché& hanh vi tiéu cyc cla minh.

Tran trong ngudi Bi-quan: Anh 4y hay c6 4y c6 thé dua ra mot s6 y
ki€n c6 gid tri n€u ban d0 khén ngoan loc ra tf nhing y ki€n tiéu
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cyc. Chi vi ngudi Bi-quan thudng di d€n céc théi cyc diéu d6 khong
c6 nghia 12 anh 4y hay c¢6 4y sai 1dm.

“Tinh tiéu cuc cua ngudi Bi-quan co suc hdy diét su nhiét tinh
con hon cd vién dan dang bay, lan at ca niem hy vong,

co thé chan dimg nhing y tudng to I6n chi bang mot cau noi.
Nguy trang dudi con ngudi binh thudng hoi e de,

ngudi Bi-quan chién dau khéng mét méi cho su vé ich,

khéng hy vong va tuyét vong.”
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; L] Ung XU voi ke Than-véh' -

v1 Khoi goi diem manh G
ke Than-van (whiner)

N godi mot s§ 10 than van ¢6 tic dyng diéu tri d6i véi ngudi than
vian va tham chi mét s6 con ¢6 tic dung hitu ich cho ngudi nghe,
phdn 16n nhiing 1&i than vin déu chi dé€ dugc théng cadm. D6 1a ngén
nghé cha ké Than-vin. Nhing 18i phan nan cta ké Than-vin hiu
nhu rdt it lién quan dén viéc gidm cing thdng va hi€m khi hiu ich.
Ké Than-vin 12 ba con cla ngudi Bi-quan néu nhin theo géc do
hanh déng cla ho la do chi y lam ding cich ma ra. Nhung mic du
ho ¢ biét 1a moi viéc ¢é thé khic nhau thi ho vin khong biét viéc
x4y ra nhu th€ ndo. Vi thé€ thay vi hanh dong ho lai ngéi than thd.

Muc tiéu ctia ban véi ké Than-van la tao ra lién minh gidi quyét
vin dé. (Va néu viéc nay khong cé két qua thi cdn diéu chinh muc
tiéu 12 bd chidng di!) Viéc t6t nhat ban ¢6 thé 1am cho nhing ngudi
dang cim thay bdt lyc khi gip khé khin 12 thu bep st bdt liec cta ho
bing cdch cung ho tim ra cdc gidi phdp. Sau day I1a nam budc lam
viéc thanh céng véi ké Than-vin.

Ling nghe tim di€m chinh. Ling nghe 13i ca thdn cta ké
Than-vin ¢é thé 1a viéc cudi cing trén doi ndy ban muén lam.
Nhung day lai la budc quan trong ddu tién. Tham chi ban con c¢in phai
ghi chi nita. Viéc nay cho ké Than-van thdy ban dang ling nghe va
dam bdo ban s& nhin ra 16i phan nan néu ké Than-van tua lai.

Ngit 10i va héi nhitng di€m cy thé€. Hay kiém sodt cudc trd
chuyén va héi dé€ l1am r6 nhing diém cu thé cha vin dé. Néu ké

Than-vin cta ban khéng thé néi cy thé dugce thi hiy dé nghi anh Ay
hay ¢6 4y ra ngoai dé thu thap thém théng tin.
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Thay déi tip trung vao gidi phdp. Vi ké Than-vin hay phan
nan nhiing diéu chung chung khéng r6 rang nén ho thudng khéng
nghién ctu vin dé dd lau dé c6 thé nghi dén cach gidi quyét. Hoi
ho mudn gi ¢6 thé budc ho suy nghi theo hudng hoan toan mdi.

Cho ho thiy tuong lai. Khi ngudi ta cam thdy bt luc, cich
mang tinh xay dung nhdt 12 dua ra cho ho mét myc tiéu nao dé dé
hudng t6i. Hiy dé nghi t6 chiic mét cudc hop mit véi nhing ngudi
ma ké& Than-vin dang phan nan hoic chi ¢in 4n dinh thoi gian dé
cung ban thao ky hon vé vin dé. C6 thé ban sé thdy hiu ich néu dé
nghi ho quay lai v&i ban khi did cé giai phdp trong tay trong mét
khodng thdi gian nhit dinh.

Thié€t ldp gidi han. Néu nhing budc trén day khong thuc sy
tao ra thay déi thi cin thi€t phai dua ra giéi han. Néu ké Than-vin
ctia ban ti€p tuc nhai lai nhitng diéu phan nan thi hiy ngit 16i ho.
NGi 16 rang ring ca cdm mii vé van dé ma khong dua ra duge cich
gidi quy€t thi khéong cé tic dung gi hét va lam mit thoi gian ctia ban
... hay cQa bdi cit ai kbdc.

biéu chinh thdi d6 cta ban:

Bimg dong y hay bt dong vdi ké Than-van: Néu ban déng ¥ thi chi
khuyén khich ho ti€p tyc ca than. Néu ban khéng déng v thi ho ¢
thé cam thiy bj thic ép phai lip lai nhitng diéu ric r6i clia ho.

Dung co gang giai quyét van dé cua ké Than-van: Ban sé khong thé
gidi quyét dugc vian dé cha ho cho ho; ban cdn ho tham gia vio.

Bung hoi ké Than-van tai sao ho ca than: Ho sé coi day 12 161 moi
goi ti€p tuc phan nan nita ma théi.

“Ké Than-van cam thay bat luc va bj ap dao trudc thé gidi

bat céng. Tiéu chuan cia ho Ia s hoan hao, va khéng ai va

khéng c6 gi sanh dugc vdi su hoan hao do. Nhung kho dau Iai thich
c0 ngudi dong hanh nén ho mang rac roi cia ho dén cho ban.

Néu dua ra giai phap, ban sé trd thanh nguoi dong hanh kém canh,
va vi thé ho lai cang leo thang than van.”
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.1 Cho dén khi co rac roi

Ba buac hanh dong
dau tien

N hing bai hoc giao ti€p trong cuén sich nay khéng dinh dua ra
nhing gidi phdp nhanh chéng ma dua ra con dudng di dén giai
phdp vé lau dai déi véi cac vian dé cla cic mdi quan hé gilta con
ngudi. Mgt van dé cang mit thoi gian hinh thanh va phdt trién bao
lau thi ban cang phii bd ra thdi gian va niing lugng nhiéu bdy nhi¢u
dé gidi quyét ching. Khi ban bdt diu 4p dung nhing thdi do va
chi€n lugc nay thi ¢6 nhiéu co hoi ban sé git hidi nhiéu thanh céng
dé dang... cing nhu nhing nd luc bat thanh na. Tuy nhién, quan
trong hon “thdng” hay “thua”, ban sé ¢6 nhiéu co hoi, nhiéu dip va
nhiéu hanh vi thay thé& cho thdi d6 chiu dung. Bay gid ban di 6 thé
Ia ngudi tao ra dién bi€n ti€p theo thay vi 1 nan nhin cla nhing
viéc nguoi khdc da lam.

Nhing ngudi kho chiu 12 mét phin cla cude séng cua mbi
ngudi. Ho cé mat th ddu moi sy - bd chay, quy két va rit lui. Nhung
véi cam két va 1ong bén chi, mdi ching ta déu ¢6 thé gép phin
minh gitp gidm di hiéu ldm va loai trir nhiing mau thuin dang gay
dau khd trén th€ gian nly. VA khéng hé pho truong, ching t6i nghi
ring ké cing cong bing n€u ndi tuong lai cha lodi ngudi phu thude
viio mbi ching ta dang bhoc cdch chiu dung ldn nhau, bt chdp nhing
khic biét gita ching ta.

Mic du ban khéng thé tryc ti€p thay déi mét ai d6, nhung sy
linh hoat va hiéu biét ciia ban c6 thé giip moi ngudi thay déi chinh
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ho. Vi thé, sdp tdi khi phai d6i dién véi mét ngudi ban khéng thé
chiu dugc thi hidy nhd diéu ndy: Cudc séng khong phai [a mét bai thi
ma thyc sy 12 mét tinh huéng khin cdp. Chic ban may min!

Sau day 12 mét vai budc hanh déng don gidn ma ban ¢é thé thyc
hién ngay lap tdc:

Cuong quyét trd thanh ngudi giao tiép hiéu qua: Hay coi muc tiéu cla
ban 1a tr¢ thanh moét ngudi giao ti€p hiéu qua; lgi dung bat ¢ co hoi
nao ¢6 duge dé€ thyc hanh va hoan thién nhing k¥ ning nay. Hay
chid ¢! Cho di ban dang xem phim hay di hop, ban sé thiy rit nhiéu
vi du vé nhing nguoi dang st dung hoiic khéng st dung thanh cong
nhing ky ning va chién lugc trong cudn sich nay.

Tim mét ngudi céng tac giao tiép: Hiy két nhém vdi nhing déi téc
giao ti€p ndo cing him hd hoc hdi nhu ban. Hiy chia sé nguén
thong tin (vi du cudn sdch nay) véi ho dé€ cdc ban ¢6 ti€ng néi chung
trong cidc cudc trd chuyén. Hiy gip nhau tudn mét 1in dé€ thio luan
vé nhing diéu di quan sit, hoc dugc va da thir 4p dung trong tuin
qua. Hon bdt ¢ hanh déng nlo ban ¢é thé thyc hién, cdc cudc gip
gd thudng xuyén vdi nhing doi tdc giao ti€p sé nhic ban chu v,
déng thoi gidp ban tap trung phat trién va cai thién ky ning cla
ban.

Hay lac quan ! Néu ban c6 co hdi xa xi doc cudn sdch nay thi ban
da la ngudi khé gid hon khoang 80% dan sé trén th€ gidi réi ddy. C6
thé ban ¢6 mét mdi nha, ¢é di dé An thic uéng, c6 ngudi than cho
ban yéu thuong va chim séc va ¢é ngudi quan tdm dén ban. Cubc
soéng di qud dd khé khin nén ban khéng ¢in 14p ddy cudc dai minh
bing nhitng ¥ nghi tiéu cyc va bd phi cudc doi vao viéc lo ldng va
cang thdng. N&€u ban nh¢ lac quan hom nay va méi ngay thi ban sé
c6 sic manh va sy tAp trung d€ dén nhan nhing thich thdc ma
nhing ngudi khé chiu dem lai.

“Ban khéng thé thay doi nhimg ngudi kho chju, nhung ban ¢
~_ thé giao tiep vai ho theo cach lam hg thay doi ban than.
Van dé 2 biét cach vuot qua ho khi ho hanh xir khéng dé chiu.”
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“Neu ban 1am viéc vai nhiing nguai

kho chiu thi co ca tin tot Ian tin xau.

Tin xau Ia ban phai Iam viéc vdi ho.

Tin tot Ia ban co thai gian nghién civu ho,
hiéu mau hanh xir cia ho va hoach dinh
phan ing chién luoc cia ban.”
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CAM NANG DANH CHO NHA QUAN LY

(22 cuon sach giup ban
trg thanh nha quan ly gioi)

1. Cde dé xudt va gidi thi¢u dn khdch
PERSUASIVE PROPOSALS AND PRESENTATIONS - Heather Pierce
24 bai hoc danh cho nhitng ngudi thanh dat

2. Taichinh danh cho nhitng nha qudn ly khéng chuyén
FINANCE FOR NON-FINANCIAL MANAGERS - Katherine Wagner
24 bai hoc d€ hi€u va dinh gid kha ning tai chinh ciia cong ty

3. Qudn Iy vao nhitng thi diém dién ra thay déi
MANAGING IN TIMES OF CHANGE - Michael D. Maginn
24 ¢Ong cu danh cho cdc nha qudn 1y, cdc cd nhin va cdc nhém

4. Xdy dung quan hé dé thanh céng trong sy nghiép
NETWORKING FOR CAREER SUCCESS - Diane Darling
24 bai hoc d€ lam quen vdi nhitng ngudi ban cin

5. Thudt lanh dao trude moi tinh huéng
LEADERSHIP WHEN THE HEAT'S ON - Danny Cox

24 bai hoc qudn ly cong viéc dat hiéu qua cao

6. Phong cdch Jack Welch
THE WELCH WAY - Jeffrey A. Krames
24 bai hoc tir CEO cia tdp dodn 16n nhit thé€ gidi General Electric

7. Khich I¢ titng nhén vién nhi thé nao
HOW TO MOTIVATE EVERY EMPLOYEE - Anne Bruce
24 chié€n thuit di dugc chitng minh nhim ning cao niing suit lao d6ng d ndi
lam viée
8. Nhitng nguyén tdc cita Lombardi
THE LOMBARDI RULES - Vince Lombardi, Jr.
26 bai hoc tr vi hudn luyén vién vi dai nhdt th€ gidi Vince Lombardi

9. Cdm nang danh cho nha qudn Ii méi
THE NEW MANAGER'S HANDBOOK ~ Morey Stettner
24 bai hoc dé€ lam chi vai trd mdi clia ban

10. Nguyén tde Powell
THE POWELL PRINCIPLES - Oren Harari
24 bai hoc rit ra ti¥ cudc ddi nha linh dao kiét xuit Colin Powell
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11. Cdm nang danh cho nhén vién kinh doanh
THE SALES SUCCESS HANDBOOK - Linda Richardson
20 bai hoc vé cich ggi md va két thic cdc thuong vu trong thdi dai ngay nay

12. Ung xit véi nhitng nguvi khé chiu
DEALING WITH DIFFICULT PEOPLE - Rick Brinkman, Rick Kirschner
24 bai hoc khdi ggi di€m manh cia tifng ngudi
13. Tai sao khdch hang khéng lam diéu ban muén
WHY CUSTOMERS DON'T DO WHAT YOU WANT THEM TO DO - Ferdinand
Fournies
24 gidi phap khdc phuc nhitng vin dé ban hing thudng gip

14. Lam thé nao dé tré thanh nha qudn lj gidi

HOW TO BE A GREAT COACH - Marshall J. Cook

24 bai hoc d€ khoi diy kha niing sdng tao clia moi nhdn vién
15. Thiic ddy nhém lam vigc hi¢u qud

MAKING TEAMS WORK - Michael Maginn

24 bai hoc dé€ 1am viéc cing nhau mot cdch thanh cong

16. Phuong phdp qudn Iy hi¢u sudt céng viéc
HOW TO MANAGE PERFORMANCE - Robert Bacal
24 bai hoc d€ cai thién hiéu suit lam viéc clia nhin vién.
Kim chi nam d€ ning cao hiéu sudt cong ty.
17. Cdm nang cho cdc nha linh dgo
THE HANDBOOK FOR LEADERS - John H. Zenger and Joseph Folkman
24 bai hoc danh cho nha lianh dao kiét xuit
18. Quan Iy du dn
PROJECT MANAGEMENT - Gary R. Heerkens
24 bai hoc d€ gitip ban thanh coéng moi du 4n

19. Sdu sigma danh cho nha qudn ly
SIX SIGMA FOR MANAGERS - Greg Brue
24 bai hoc vé viéc ndm bdt va vin dung cdc nguyén tic sdu Sigma trong
moi 18 chifc
20. Té chite cong vige hiéu qud
GETTING ORGANIZED AT WORK - Ken Zeigler
24 bai hoc vé dit muc tiéu, ldp wu tién va quin 1y thdi gian ban thin

21. Nhdn t6'Ghosn
THE GHOSN FACTOR - Miguel Rivas - Micoud
24 bai hoc séng tao tir Carlos Ghosn - CEO cdng ty da qudc gia thanh dat nhit

22. Cdch hogch dinh va thuc thi chién luge
HOW TO PLAN AND EXECUTE STRATEGY - Wallace Stettinius

24 budc d€ thanh cong bat e chi€n Iugc nio cla cong ty
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DEALING WITH DIFFICULT PEOPLE

24 bai hoc
. . oA ? - . g
khoi goi diem manh cua tung nguoi
Trong thip nién vifa qua, cdng nghe¢ di tao ra mdt hinh thifc hoin toan mdi chuyén giy phién
nhiéu. Tir nhitng tay chuyén chat qua dién thoai di dong d€n nhiig thu rac dién i trong
nhifng hdp the thoai ddy nhoc, cudce song con dic nghet nhimg con ngudsi kho chiu nita.

Khi dang trong tim trang thodi mdi nhat, nhitng ngudi nhu thé da cing thiing va khong
dé chju. Lic tdi t& nhit, ho ¢6 thé cin trd khong cho ban dat dude nhitng muc tiéu quan
trong. Nhung khuyén khich duge hay khéng nhitng ngudi dang trong tim trang cing
thiing d6 thé hién duge di€ém manh nhit cla ho lai hodn todn nim trong kha ning cia
ban. V@i phuong phip ng xif v6i ngudi khé chiu ddy sdng tao va di duge chitng minh
ctia Brinkman v Kirschner, ban sé hoc cich:
* Nhiin dang 10 hinh vi giy khé chiu va dng xir thiinh cong tride moi loai dé
* Hiéu ¢ nghi vii ndi s¢ hii cia nhitng ngudi kho chiu
* Ding “cdc k¥ niing ling nghe " tinh t& dé md cinh cira
din dén nhu ciu sdu xa nhit cha moi ngudi

* Ung dung chin k¥ niing “nhin traich nhiém™ dé bién méiu thuin thinh su hop tic

Khong ¢ 1y do gi dé cho nhitng ngudi khé chiu cdn bude nhirng thianh tich cia ban tai
cong s& hay trong cudc sdng cla ban. Vdi nhitng phuong phép ti€p ciin hiéu qud nhim
hiéu va trdnh duge hanh vi khoé chiu va cdn trd nay, ban ¢6 thé vugt qua duge nhitng trd
ngai tif nhitng ngudi kho chiu.

Tién siRick Brinkman vi Tién si Rick Kirschner la nhitng dién gid chuyén nghiép, ho con
Ia ddng tic gid cubn sich dang ban rit chay Ung xi¢ véi nhitng nguoi khé chiu
nhu thé nao kém bing cassette va video va cudn Ung xi véi nhitng ngudi ban
khong thé chiu dung duge. Tit nam 1980, ho cliing chia sé quan diém cta ho vdi
khén thinh gid toan th€ gid thong qua cong ty ciia ho 12 R&R Productions.
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