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1 Cudn sach nay can thiét cho ai?

Nim trong bd sich Tdang Hiéu Qud Lam Viéc
Cd Nhén, cudbn DPam phdn trong kinh doanh
dudc thi€t k&€ danh riéng cho:

m chi doanh nghiép, va

w cdc nha qudn ly

m Cudn sdch nay can thiét trong cdc doanh nghiép vira vd nhd vdi
cho ai? muc dich trang bi cho ho nhi®tng c6ng cu

® Gidi thi¢u chung va ki€n thitc qudn 1y co bdn.

m Muc tiéu ciia cudn sdch Tuy nhién, nhdn vién lam viéc trong cdc

doanh nghiép vira va nhdé va sinh vién
nghién cfu linh vuc qudn tri ciing c6 thé
tham khdo cuén sdch niy, né cé thé giip

- s ] . ~ 7 & s a*
cdc ban c¢6 cdi nhin tong thé vé cdc vin
m  Hay ddt muc tiéu hoc cho dé quédn ly.

m T6i sé tim dugc gi tit cudn
sdach?

m  Phuong phdp hoc

minh!

Cuén sdch niy nhim cung cip cho ban
nhitng ki€n thitc c¢d bdn, nhung toan dién,
vé qui trinh dam phdn d€ trén cd s8 dé,
ban c6 thé tirng budc cdi thién ky ning
dam phdn clia minh.

2 Gidi thiéu chung

Thanh céng hay thdt bai cia nha quidn 1y
trong cdc cudc dam phdn cé tic dong rat
16n dén hiéu qud hoat déng clia doanh
nghi€ép. Pam phdn thanh c6ng vdi khdch
hang c6 thé mang lai doanh thu, 1gi nhuén
nhiéu hon. Pam phdn thinh céng vdi nha
cung cip c6 thé gitip gidm chi phi tén kho,
gidm ty 1& vit tu tiéu hao, ning cao chit
lugng san phaAm. Pam phdn thanh cong vdi
ddi tdc c¢6 thé md ra nhitng cd hdi méi,...
Quan trong hon, ddm phdn thanh céng gitip
doanh nghiép xdy dung, duy tri va clng c6
nhitng m&i quan hé hdp tic ldu diai. Ngudgc
lai, sai 1dm trong nhifng cudc daim phian nhu




Gidi thi¢u cuén sdch

ii

vdy ¢6 thé khi&€n doanh nghiép chiu thiét thoi, m&t mdt, thidm chi
14 ph4 sdn,

Phdi 1dm gi d€ dim phdn thanh c6ng? P4dng ti€c 1a khéng c6
mdt cdu trd 131 r6 ring va don gidn. Cdc nha dim phdn gidi
cing thudng 12 nhi¥ng ngudi gidu kinh nghiém, ho hoc dim
phdn théng qua nh¥ng bii hoc thinh c6ng v thit bai cia bdn
thin. Hoc phi cho nhing bdi hoc ndy d6i khi qud dit.

Khéng ai ¢é th€ ud thinh mdt nhi ddm phédn gidi chi bing cdch
doc sdch, tuy nhién, véi cudn sdch ndy ching t6i muén cung cip
cho ban nhitng hudng din thiét thuc dé€ rit ngdn con dudng di
dé€n dam phdn thanh cong. Ban s& cé thé hoc nhiéu hon, nhanh
hon t nhitng cufc ddm phdn thyc sy clia minh.

Cudn sdch bao gom 3 phan. Phdn ddu thio ludn v€ bin chat cia
dam phdn, nhitng nguyén t{c d€ c¢6 th€ dat dugc thda thuin cing
c6 1gi cho 14t cd cdc bén tham gia dam phdn, v cdc giai doan co
bdn trong mét cudc dam phdn.

Phidn thit hai mé td chi ti€t giai doan chu&n bi cho mét cude dim
phédn, bao gém xdc dinh muc tiéu dim phdn, thu thip théng tin
thi trudng, xdc dinh phuong 4n thay th& t6t nhdt, (im hiu dé&i
tdc, xdc dinh chién lugc va chién thuit dim phdn, chuidn bi dia
diém, tai liéu.

Phin cudi ciing 13 nhitng hudng din khi ti€n hinh dim phdn, bao
gdm cic bude md ddu, trao ddi thong tin, dua ra dé nghi, thuong
lugng va két thiic,

Muc tiéu hoc tdp cla cudn sich

Khi hoc hét cudn sdch nidy ban sé:

am hi€u siu sic bin chdt clia dam phdn 13 gi;

gidi thich dugc naim giai doan cdg bin cia qui trinh dim phén;

x4c dinh nhitng céng viéc chuin bi cin thi€t cho mot cudc dim phin;

bi€t cdch ti€n hinh mét cudc dam phdn hiéu qui.



Gisi thigu cudn sdch

4 T6i sé tim duge gi tif cudn sach?

Cuén sdch niy dudc chia thanh nhiéu phin tip trung vio titng chi
dé cy thé lién quan dén muyc tidu clia cudn séch. Trong titng phan,
ban s& fim thiy:

w 1y thuy&t bao gdm ndi dung chi (iét, gidi thich va vi du vé cdc khdi
niém chi yéu;

m bai thye hinh dugc dan xen vao ndi dung nhim gitip ban chi dong
suy nghi vé kh4i niém va vdn dé dang dugc thio luin;

» bai tdp ty ddnh gid nhim gitp ban d4nh gid nhitng ki€n thitc ma
ban ti€p thu dugce tir mbi phdn cda cudn sich;

w tém tdt cic diém quan trong trong néi dung cla ting phin;

= cd hdi d€ ban suy nglm nhitng diéu tim dfc trong titmg phdn clia cudn
sdch, tit d6 xay dung k& hoach hanh ddng cho cdng viéc ciia ban.

Ngodi ra, ban ciing sé tim thdy trong phan cudi cuén s4ch:

a bii ki€m tra nhanh d€ ki€m tra sy hi€u bi&t cia ban v& cdc kh4i
niém trong cudn sich;

a bai tép tinh hudng cho phép ban 4p dung ki&n thidc va k¥ ning cla
ban vio viéc phin tich mdt tinh hudng cu thé,

m cd hdi d€ suy ngdm va danh gid mdc dd dat dude cdc muc tiéu hoc
tip cia ban d8i véi cudn sdch;

s k& hoach hanh d§ng nhim 4p dung nhiing ki€n thifc trong cudn sdch
vao thie tién ¢dng viéc cia ban;

= phiin mé réng d€ ban cé th& nghién citu sdu hon v& linh vire nay;

w ddp dn tham khdo cho cdc bai tip ty ddnh gid, ki€m tra nhanh, mét
s& bai thyc hinh va bii tip tinh hudng.

P& gitip ban tién theo ddi ndi dung clia cufn sich, cdc biu tuong
sau ddy dugc s\t dung:

iii



Gidi thiéu cudn sdch

Hiy tdp trung nd lye 1am cdc bai tip thyc hanh, bai kiém tra nhanh
vd bai tdp tinh hudng.

Hay tr ddnh gid mic d6 ti€p thu ki€n thite cla ban sau mdi phin

hgc.

Hiy ghi nhé cdc ndi dung chinh cda titng phin hoc.

Sau m6i phin hoc, ban hay danh 5 phit ngim nghi vé nhing didu
ban tim ddc va muén 4p dung.

Hiy luu ¥.

9 Phuang phép hoc

5.1 T6i nén hoc & diu?
Bdt cw noi nao!

Cudn sdch ndy dudc thi€t k& dic biét theo phudng phap ty hoc, cho
nén ban ¢6 thé nghién cifu cudn sich ndy & moi ndi. Tuy nhién d&
dat dugc hiéu qui cao nhit, ban nén tdp trung, trdnh bi phin tim
bdi cdc y€u t8 xung quanh.

5.2 T6i nén hoc khi nao?

Bat cit bic nao!

Mbi ngudi s& c6 thisi gian thich hdp riéng d€ nghién cdu cudn sdch
mdt cdch higu qud. TSt nha't 12 ban nén lap k&€ hoach trudc v dianh
mdt khodng thdi gian nhit dinh d€ hoc cudn sich ndy. Ban ditmg b6
qua cdc bai thiec hanh trong timg phdn, bdi vi chiing gilip ban cing
c&' lgi kién thic vira hoc va ddn ddt ban sang ndi dung 1iép theo.



Gidi thidu cudn sdch

Ciing khéng nén lo 1ing néu nhv ban mit thdi gian cho mét bai
thuc hanh nao dé hdi 14u hon so véi thdi gian dy ki€n. Hiy nghién
cifu cudn sdch theo khd ning tiép thu cia ban.

5.3 T6i nén hoc nhu thé€ nao?
Bdt cd cdch nao!

Cudn sich nay dudc thi€t k& dé€ ty hoc trong thdi gian 10 tiéng,
nhung khéng c¢6 nghia 13 ban phdi ¢6 gdng dinh ding 10 ti€ng
lién tyc d€ hoan thinh cudn sdch. TSt nhit ban nén bit ddu bing
rdt thdi gian bidu déu din, vi dy mdi 1dn chi hoc mét ti€ng. Hoc
déu din s& ¢6 két qui 6t hon nhidu so vdi thinh thodng hoc dén
trong mdt théi gian dai. Tuy nhién, ban cling khdng nén kéo dai
thdi gian hoc cudn sdch, n€u khdng ban s& cdm thiy chin nin.
Khi si dung cudn sich ndy, ban nén ¢é sdn trong tay cidy hit chi
c6 tdy (gdm) d€ c6 th€ ghi chép hoiac linh hoat thay d&i nhiu 1in
phin bai tip thuc hanh vi cdc bai tip khc.

Cuén sich s& din dit ban qua cdc hoat déng hoc tip sau: hoc,
doc, ghi chép, 1am cdc bai thyc hanh, bii tip w ddnh gid, bai kiém
tra nhanh, bai tdp tinh hudng, phin tém lugc va suy ngidm. Sau mbi
phin hoc, ban idy dirng lai it phit 3 trang Suy ngdm dé€ di€m lai
nhitng diéu ban edm thiy tdm ddc nh4t vi nhitng du dinh ma ban
mudn 4p dung vio thyc ti€n cbng viée. Pifu nay gilip ban tirng
budc xdy dung K& hoach Hanh déng sau khi nghién ctfu xong cudén
sdch.

Hiy thdo ludn cdc ¥ tudng va kinh nghiém thuc & véi déng nghiép
hodc cHng su clia ban. Piéu dé s& gidp ban ning cao su hifu bi&t
va khic sdu nhitng gi ban di hoc. Nén fim mdt ngudi ciing hoc dé
gitip ban duy tri tinh than hoc tip cho d&n khi k&t thic cubn sich.

Khi ban di hoc xong cudn sich, ban s& c6 cd hdi d€ 4p dung nhiing
diéu ban hoc theo hai cdch thifc sau:

m gidi quyét van dé dat ra trong bai t4p tinh hudng;

m 1ip k&€ hoach hanh déng.
Bai tdp Tinh hudng s&€ mé td mdt tinh hudng thyc t€ xdy ra trong
cdc doanh nghiép Viét Nam. N6 s& gitip ban xem xét tit cd nhitng
diéu ban di hoc va k€t hgp vdi cdc kinh nghiém cia ban d€ xay
dung mdt gidi phdp thuc t€ cho mot van dé phic tap.



Gidi thigu cudn sdch

vi

K& hoach Hanh déng 1a modt cd hdi d€ ban 4p dung 1y thuyét vio
thue tién va tao ra sy thay d8i tai ndi 1am viéc clia ban! N&u cin
thi€t, ban c¢6 thé trao d6i véi déng nghiép hoidc cong su d€ xay dung
k€ hoach hianh déng. Hiy cy thé hod ké hoach hinh d6ng thanh
titng bude va dinh lugng thdi gian hoan thinh cho mdi bude. Luu ¥
ring k&€ hoach hanh ddng 14 mét ¢éng cy hudng din linh hoat, chit
khong phdi 12 mét khudn khé cing nhic. Hay treo k& hoach hinh
déng tai nai 1am viéc cda ban, thudng xuyén kiém tra lai va diu
chinh néu thiy cin thiét.

5.4 Ai c6 thé gidp t6i?

Bdt cit ngudi nao!
Ban ¢6 th€ tim sy gidp 43 Y rat nhidu ngudi:

Chinh ban than ban. Khi gip phii vin dé chwa hidu, hiy 6 ging
doc lai. Pitng bé cudc. Néu ban vin chua hidu, hiy tam ngung, thu
giin réi doc lai 1dn nita.

Gia dinh, ban bé hoiic ddng nghiép. Ngay ci khi ho khdng hi€u
chii & ma ban dang trao ddi thi trong qud trinh thio luin bi&t dau
ciu trd 18 lai loé 1én ngay trong diu ban.

Dich vu h trg. Mot s§ 3 chitc dao tao va gido duc sé& gitlip ban
ti€p cin v&i cdc nhia chuyén mén d€ gidi ddp cdc cdu hdi va cdc
vin dé vudng mic. Ban c6 thé lién hé v6i Business Edge d€ bi&t
thong tin v& cdc dich vo ndy. (Xem dia chi lién lac cia Business
Edge & bia cudn sich.)

5.5 Viéc hoc cua t6i sé€ dugc ddnh gid nhu thé nao?

Né&u ban nghién ¢fu cudn sdch mot cich doc lip, thi chinh cdc bai
thuc hinh, cdc bai tip ty dinh gid, cdc bai ki€m tra nhanh va k&
hoach hanh ddng sé& gidp ban ty ddnh gid ti€n bd clia minh,

Céc bai tdp thudng khéng ¢6 cdu trd 18i chinh xdc duy nhit Pip 4n
cho cdc bai tip chi mang tinh tham khdo va huéng din, do viy ciu
trd 13i ciia ban c6 thé khdng hoan toan giSng nhu ddp 4n.



Gidi thigu cubn sdch

6 Hay dat muc tidu hoc cho minh!

Nio bdy gi®, ban hiy danh it phit suy nghi vi vi€t ra nhitng mong
dgi cia minh.

Céc k&t qud ma t6i muén dat dudc cho ban thin la:

(Vi du: T3i mudn biét cdch xdc dinh mong mudn thuc sy cia déi tdc
dam phdn.)

Cic két qud ma t6i mudn dat dugc cho doanh nghiép cda toi la:

(Vi du: Téi mudn doanh nghiép cia t6i cd vi thé 16t hon trong cdc
cufc dam phdn vdi nha phdn phéli.)

Chiic ban thanh cdng!

Chiing 61 hy vong ring ban s& thich cufn sdch nay. Di ban hoc &
déu, hoc lic ndo, hoc véi ai va hoc bing cdch ndo, ban ludn khdm
phd va git hdi nhitng diéu mdi mé va bs ich. Chiic ban thanh cong
theo phudng thic hoc linh hoat.

vii



Phan A

-
Tim hiéu 1 Dan nhép

Céng ty Ha Nguyén 1 nha cung cip bao bi nhya §
cho ¢ong ty Anh Duong tif 2 ndm nay. Anh Duong
rat hai 1ong vé chat lugng sdn phdm ciing nhu
dich vu clia Ha Nguyén, ho dy dinh s& mua bao bi
clia HA Nguyén cho loai san phdm méi clia minh
va nhu vay lugng hang ma Anh Duong mua clia
Ha Nguyén s& tdng gdn gdp doi. Anh Duong dé
nghi Ha Nguy&n xem xét lai hgp dong cung cap:
» Pam phdn la gi? Anh Duong s& mua khéi lugng hang 16n g4p doi,
ddi lai Ha Nguyén gidm 2% gid ban va ting thoi
gian thanh todn cham tir 10 ngay 1&n 20 ngay.

dam phan

m Ddn nhap

m Dam phdn trén ldp truong

b Trong qué trinh dam phén, Ha Nguyén nhat dinh

khdng thay d6i cc diéu kién clia hgp déng cung
cdp. Ly do Ha Nguyén dua ra 1a trong ndm nay,
méc du gid nguyén liéu da tdng hon 10%, nhung
c¢bng ty van cd géng gill nguyén gia cung cdp cho
a Cdc kj thudt xit Iy Anh Duong. Ngoai ra, yéu cdu téng thdi gian thanh
todn chdm 1a khéng hgp Iy vi khi tdng lugng hang
I&n gap ddi thi han mic tin dung ma Ha Nguyén
m Cdc giai doan ciia mjt cung cdp cho Anh Duong ciing da ting gdp doi.

trén loi ich

m Co sd cua dam phdn “cung

thdng”

xung dot lgi ich

cugc dam phdn : Anh Duong da bdo vé& quan diém clia minh bing
cach ching minh nhiéu nha cung cip khac sén

= Tom tat sang dap (ing c4c yéu cdu clia ho.

m Suy ngdm

K&t qud cla cudc dam phdn niy sé& nhu thé
nao? Cé thé€ ho sé dat dugc thda thuin ma
ciing c¢6 thé khéng. N&u cd hai bén déu
khoéng chiu nhugng bd, cudc dam phdn cé
1& s& thit bai. Muén c6 dudc thda thuin hai
bén phdi thda hiép véi nhau, mdi bén “lui”
mot chiit.

C6 phuong thitc ddm phdn nio cé thé dem
lai mot k€t qud ma théa man dudc 1¢i ich cla
cdc bén nhiéu hon khéng? C6 cich nio dé
dim phdn mang lai cho ching ta nhiéu gi4
tri hon khéng?




Tim hiéu dam phdn

2.1

Trong thuc (€, ¢6 rit nhiéu cudc dam phén roi vao khuén miu trén:
cdc bén dua ra lip trudng clia minh, tim cich d€ bdo vé& lip trudng
clia minh va tdn cbng 14p trudng cia ddi tdc, 1dn lugt nhugng b
tirng budc mét d€ cudi ciing di d&n duge mot thda thuin.

Khi cdc nhd dam phdn chi tip trung bio vé ldp trudng cia minh, vd
hinh chung ho da ty b6 budc minh vao ldp trudng d6. Bdo vé lip
trudng tré thinh muc tiéu dam phdn clia ho, ho cho ring d6 13 cdch
duy nhat d€ ddp dng nhitng nhu cdu clia minh. Vi cach dam phdn
nhu vdy, hai bén s& khé dat dudc thda thuin. N&u dat dudc thda
thuin tht d6 ciing chi 13 “cua d6i” phin chénh léch gita lip trudng
cda hai bén ma thdi.

Trong phin ddu cda cudn sdch niy ching ta s& cing fim hi€u mdt
phudng thite dim phdn ¢6 thé dem lai nhiéu 1gi ich hon cho tit ¢
cdc bén dam phdn. Ching ta s& bit diu bing viéc thdng nhi't mot
cdch hiéu ding v& dam phdn. Sau d6 chiing ta s& xem xét su khdc
nhau gitta phuong thic dim phdn dya trén lap trudng truyén théng
va phudng thif'c dim phdn dya trén Igi ich. Ching ta ciing s& nghién
cifu nguyén tic dam phén dé cdc bén ciing thing. Cudi ciing, ching
ta s& fim hi€u cdc giai doan cia mot cudc ddm phdn.

Sau khi hoc xong phin nay ban sé:

gidi thich dugc bdn chdt cda dam phdn;

phin bigt dudc dam phin dua trén 1gi ich va dam phén dya rén lap trutng;
gidi thich dugc nguyén tic d€ cing thing trong dim phén;

md td nim giai doan ¢d bdn cha mdt cudc dam phén.

Pam phén 1a gi?

D€ hi€u ding v& bin chi't cia dam phan, trudc hét ching ta cing
im hi€u nguyén nhin cda cdc cudc dam phén.

Vi sao dam phan?

Son vira vugt qua 3 ddi thil canh tranh d& gianh dugc hop ddng thiét k& ndi
thdt cho mdt nha mdy. Theo yéu c4u clia khich hang, San sé slfa lai mét s6
chi ti€t trong ban thigt k&. Son dé nghi khach hang cho thuong lugng lai thdi
han ban giao cdng trinh.



Tim hiéu dam phdn

m Mot 16 gidy xuat khdu clia cdng ty gidy Tan Lac vira bj khach hang tra lai vi khdng
dam béo chat luong. Ngén — trubng phdng thu mua, yéu cdu nha cung cip da chiu
trach nhiém vi ho da cung cap da nguyén lidu khdng ding chat lugng.

m Hang taxi G mubn dugc doc quyén don khach cho tda nha SYS. Tda nha yéu
cdu mifc 18 phi kha cao, L4n — gidm déc kinh doanh clia G hen gap gidm doc
diéu hanh clia SYS dé thuong lugng.

Thuc hanh 1 2 phut &

Nhitng 1y do ma ban di néu c6 thé bao gdm:

m Ngudi ta mubn c6 dudc di€u minh muén v6i mitc chi phi hgp 1y;
m Khéng c¢6 cdch ndo khic dé c6 dugc diéu minh muén;

» Ngudi ta tin ring dam phdn c6 thé mang lai nhitng k&t qua t&t hon;
m Gidi quyét nhitng diém bat dong dé dat dugc 1¢i ich chung;

s P& bdo vé 1di ich ciia minh.

Pam phdn khdi ngudn tir chd ching ta mudn dat dugc mot diéu gi
d6 hodc c6 dudc vat gi d6 ciia ngudi khdc d€ théa min nhu ciu cia
minh. Nhung chi muén khéng théi thi chua di. Ching ta bit ddu
nghi xem minh s& mang cdi gi minh c6 dé ddi 1dy diéu dé hodc vt
d6. Vat trao d8i dwong nhién phdi 1a thit c6 gid tri d6i v6i bén kia,
c6 thé dip ng dugc nhu ciu ndo dé clia ho.

Son muén khach hang cho thém thdi gian, Huong muén nha cung
cip bdi thudng, Lin muén mdt mic 1é phi thdp hon. Pudng nhién,
dé ¢6 dugc thd minh muén, ho phidi chuin bi trao ddi. Son c6 thé
dé nghi thyc hién thém mdt s6 hang myc, Huong c6 thé dé nghi
khong ti€t 16 thong tin, gidm ddc kinh doanh ciia G c6 thé dé nghi
ddm bdo chdt lugng dich vu,...
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Thudng thi ngudi ta khong théng nhi't dudc v6i nhau ngay vé cich
thitc trao d8i. Nguyén nhin 12 do nhitng khdc biét vé quan diém,

nhitng 1¢i ich d6i 1ap (chdng han nhu ngudi mua mudén gid thip, ngudi
bdn mudn gid cao). Pam phdn chinh 12 dé x4c dinh moét phuong thitc
trao d8i ma cdc bén cing chip thuin.

Nhu viy, 1y do cd ban khi&€n ngudi ta ddm phdn 1a d€ thda min nhu
cdu clia minh mét cdch t8t nhi't c6 thé dudc. Anh Duong va Ha
Nguyén dam phan khéng phadi vi lap trudng khdc nhau — mot bén
mudn gidm gid con bén kia thi khong. Hi Nguyén cé thé théa min
nhu ciu ciia Anh Duong va ngudc lai, Anh Duong c6 thé théa min
nhu ciu cia Ha Nguyén. Ho dim phdn d€ tim cdch ddp ng nhu
ciu ciia minh mot cdch tSt nhat.

2.2 Dinh nghia

Thuc hanh 2 2 phiit &

Mb td clia ban c6 thé bao gém:

m dam phdn 12 quéd trinh hai hoidc nhiéu bén 1am viéc v6i nhau d€ dat
dugc mot thda thuin;

m dam phdn la gidi quy€t nhitng xung dot, mau thudn mot cdch hda binh;

m dam phdn 13 ban bac d€ tim ra mot gidi phdp kha thi cho nhiing sy
khdc biét;

m dam phdn 12 thong nhi't phuong thic trao d6i: trao cho tdi cdi ma tdi
mudn ddi lai anh sé nhin dugc cdi ma anh can.

Pam phdn 1A qué trinh hai hoic nhiéu bén c6 nhitng l¢i ich chung

va l¢i ich xung dét, ciing nhau tim ra va théng nhat mot gidi phdp
dé gidi quy&t van dé.
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Dam phdn la qud trinh doi héi sy tham gia mdt cich ty nguyén cla
tit cd cdc bén lién quan. Cic bén tham gia dam phdn vi ho muén
vin dé dudc gidi quy&t va tin ring dim phédn c6 thé giip ho dat
dugc nhiéu 1di ich hon.

“Ciing c6 1gi” 12 y&u t§ cbt 16i clia dam phdn. Mot s6 ngudi dam
phdn cho ring muc tiéu quan trong nhdt cla ho 12 1¢i dung nhitng
sd hd ciia d6i tdc. Lam nhu vAy 12 ty chudc 14y that bai vi né€u quyén
1gi clia mdt bén dim phan khong dudgc quan tim, bén d6 sé& rit lui.
Mic di trong qud trinh dAm phdn, cdc bén luén tim cich dé bio vé
quyén 1¢i clia minh, ddm phdn khéng phdi 12 mdt cudc canh tranh.
Muc dich clia cdc bén khi tham gia dam phén la d€ théa méan nhu
cdu cia minh mdt cich tdt nhat chit khong phai la bde vé lap
trudng hay chi€n thing ddi tdc. Diéu nay cé nghia 13 trong dam
phdn ching ta muén k€t qud t6t nhdt cho bdn thin nhung khong
phdi nhdm d4dnh bai déi tdc, ching ta theo dudi Idi ich ciia minh va
cdc d&i tdc khdc ciing viy.

Hung vira dat dugc thda thuén thué van phong v6i mdt khach hang. Anh rat
hai long vi da thuy&t phuc dugc déi tac chap nhan mdc gi4 thué cao hon so véi
céc khach hang khac. Khach hang clia Hung 13 vin phong dai dién ca mot
cong ty tai chinh I6n c6 try s& chinh & Anh. Ho dang rdt phan khéi vi vira xin
dugc gidy phép md van phong dai dién va mudn ky hop déng thué vin phong
gdp. Vi tri ma Hung gi6i thiéu lai rat vira véi nhu cdu clia ho. Biét duoc diéu do
nén Hung da d& dang c6 dugc thda thudn rat “hoi".

Thuc hanh 3 3 phut 8

Khich hang cia Hing c6 thé théa thuin dugc mic gid thué thip
hon. Tuy nhién, khach hang chip nhéan, diéu d6 néi 1én ring ho ciing
dudc 1gi t¥ thda thudn d6. Ho s& khong chdp nhin mot thda thuin
bat 1gi cho minh.
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“ Mbi bén d6i tac khi budc vao dam phin déu dit ra nhitng muc tiéu

cho minh. Gid cd dudng nhién 12 mét muc tiéu quan trong nhung
khong phdi 13 muc tiéu duy nhat. Cic bén ciing c6 thé d4nh gid tim
quan trong cla gid cd khdc nhau. Trong trudng hgp cia Hing, gid
thué c¢6 thé 12 muc tiéu quan trong nha't d&i vdi anh nhung d&i vdi
khéch hang cla anh thi thdi gian ¢6 thé 12 myc tiéu quan trong hon.
Vi thé, n€u cdc bén dam phdn c6 thé thdng nhit dugc mot giai phdp
thi tdt cd cdc bén ¢ lién quan it nhidu déu dugc 1gi tir gidi phdp d6.
Né€u gidi phdp dat dugc 13 do sy thidu hi€u biét ciia mdt bén (hoic
do bj lita gat) thi gidi phdp 46 khong bén vitng va hai bén dam phdn
khong thé c6 mdi quan hé lau dai.

Trén thuc &, ching ta vdn b4t gip nhitng cudc dam phdn trong 46
cdc bén tham gia canh tranh vdi nhau d€ giinh chi€n thing v két
qua 1a thda thuin dat dudc chi mang lai Igi ich cho mét (hodc mdt
s8) bén. Diéu nay thudng x4y ra khi cic bén dam phan khéng quan
tim d€n m&i quan hé hgp tdc Iau dii, hodc mot vai d6i tic dam phan
khdng ¢6 thoi gian hay cho ring k&t qud dam phén khéng quan trong
1im nén s&n sang nhugng bd. Trong cuén sich niy, ching ta chi
xem xét nhitng cube dam phdn ¢6 cdc dac di€m sau:

® cdc bén tham gia déu mudn bdo v& mdi quan hé hop tdc liu dai;

m cdc bén tham gia sin sing dinh thdi gian cho dam phdn;

w k&t qud dam phdn c6 ¥ nghia quan trong d6i vai tit ci cic bén tham gia.
Pam phdn la cach héa giai nhilng xung dgt 1¢i ich, nhitng khac

bi¢t v& quan di€m thong qua mot gidi phdp duge tit cid cdc bén
chdp nhén,

3 DBam phan trén l4p trudng va dam phan trén Igi ich

Trd 1ai tinh huéng dim ph4n cia céng ty Hi Nguyén vi cbng ty
Anh Dudng. Hai bén di bit ddu cude dam phdn véi ldp trudng dbi
Hp, mot bén mudn thay ddi didu kién cda hgp ddng cung cip va
mét b&n mubn gitt nguyén. Trong qud trinh ddm phén, hai bén déu
nd luc bdo v& ldp trudng cla minh vi tin cdng l4p trudng cla ddi
tdc. Cdch ddm phdn nay dude goi 1a dam phdn trén 1ap trudng.

Vi phuong thitc dam phdn trén lip tru¥ng, cic bén dim phdn chi
tip trung vio nhitng miu thuin tric ti€p ma khong tim hi€u nguyén
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nhin phia sau nhitng miu thudn dé: nhu cdu thuc su. K&t qud 13 cic
bén khéng tim ra dugc nhitng cdch gidi quyét sdng tao, c6 thé dip
tng dugc nhu ciu cla tit cd cdc bén. Ngoai ra cdch ti€p cin nay
khi€n cudéc dam phdn mang tinh canh tranh va né dnh hudng xiu
dé€n mdi quan hé giita cdc bén.

Thuc hanh 4 4 phut 8

N&u chi nhin vio méu thuin lip trudng, hin ban ciing nhin ra ring
khong c6é gidi phdp nio c6 thé€ thda min nhu cdu cla cd hai bén.
P& c6 thé tim ra mot gidi phdp nhu vdy, hai bén dam ph4n cin chi
trong vao nhu cdu thyc sy ding sau mdi ldp trudng — nghia 1 1gi
ich — chi khong phdi 1a sy d6i 14p vé lap trudng. Hai bén cin tim
hi€u tai sao Anh Dudng mudn gidm gid va kéo dai thdi han thanh
todn? tai sao Ha Nguyén lai khong thé gidm gid va gia han thdi han
thanh todn?

Gia sit Anh Duong dang phai d6i ddu véi thi trudng canh tranh nén
c6 gdng khéng ting gid trong khi mdt s6 nguyén vit liéu di ting
gid va cho khdch hang nhiéu cong ng hon. Céng ty mudn cit gidm
gid thanh sdn xud't vd chi€m dung tin dung nhiéu hon tif cdc nha
cung cip. Trong khi d6, do 4nh hudng cla ty gid hdi dodi, gid hat
nhya nhip khdu ting, Hd Nguyén di c6 gdng duy tri mic gid ci
cho Anh Duong. Dy dodn gid hat nhwa sé c6 nhitng bi€n dong 16n
nén Ha Nguyén di mua dy trit khd nhiéu, vi vdy vén quay vong
clia cong ty bi thu hep. Trong trudng hgp ndy, mdt gidi phdp c6 thé
thda min 1di ich cla cd hai c6 thé 1a:
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: = Ha Nguyén sé gitip Anh Dudng cit giim gid thanh bing cdch giim
: A s6 lugng sin phdm héng do 18i bao bi;
= Ha Nguyén giip Anh Duong dn dinh gi4 thanh thong qua viéc ky
k€&t hop déng cung cdp dai han véi mic gid c& dinh;

= Ha Nguyén s& giip Anh Duong canh tranh t5t hon bing cdch cung
cdp bao bi chit lugng vugt troi.

Céu chuyén trdi cam dudi diy 1A mdt minh hoa di€n hinh cho dam
phdn dua trén 1di ich.

Hai chi em nha ng tranh nhau mgt trdi cam, ngudi me phai diing ra phan xd.
Ba hdi tiing dfa con vi sao nd mudn trai cam. Da chi n6i mudn 14y vé cam dé
cat thanh hinh bdng hoa. Dda em néi mudn udng nudc cam. Ba me lién got
qua cam, 1dy vo dua cho difa I6n va vat nuc cho dia nhd.

Néu ngudi me chi gidi quy&t don gidn 12 cit trdi cam ra 1am hai phdn
bing nhau thi cd hai difa tré déu khong hai 1ong (da ndo ciing mudn
dugc cd trdi cam) va lgi ich ma ching nhin dugc ciing it hon. Nhg
hi€u ding mong mudn ciia tiing da con ma ba me di c6 cdch gidi
quyét “ven cd d6i dudng”.

Nhv vdy bang céch tip trung vao nhitng nhu ciu thuc su (Igi ich cot
161), gidi quy&t nhitng vdn dé thyc sy ching ta c6 thé tim ra nhiéu
gidi phdp khdc nhau cho nhitng mau thudn vé 1ip trudng. D6 chinh
12 nguyén tic clia dam phdn dva trén 1gi ich va ciing 1a cd s§ d€ tit
cd cdc bén ciung thing trong dim phén.

Thuc hanh 5 3 phit 3




Tim hiéu dam phdn

Mic dit dim phédn dya trén 1gi ich sé dem lai két qua 5t hon cho tat
ca cdc bén dim phdn, phuong phdp ndy khd thuc hién hon so vdi
dam phdn dua trén 13p truong. N6 déi hdi ngudi dam phdn phdi tim
hi€u nhitng nhu cdu thyc sy ding sau lap trudng ciia d8i tic, phai
tim ra nhiing gidi phdp sdng tao mang lai 1¢i {ch cho tit cd cdc bén,
phai cé dugc sy hgp tdc va tin tudng clia dbi tic,... Khéng phdi tat ca
cdc cudc ddm phan déu ddang d€ ngudi dam phin nd luc nhe viy!

Pam phdn dya trén ldp trudng, vi th€, ¢6 thé phi hgp trong nhitng
trudng hop sau:

K&t qud dam phan khéng quan trong 1im d6i véi ngudi dim phan:
néu ban di mua vai d6 ding vin phdong phd&m nhu bit chi, kéo, dao
cit gidy thl ching nén t6n céng sitc d€ tim hi€u nhu ciu thyc sy
cia ngudi bin.

Vin dé ddm phdn khéng phifc tap: néu ban cin phii thdng nhit vdi
nh3 cung cap vé khdi lugng t3i thiéu clia mdt don dit hang thi ching
nén nd lyc phin tich mong mudn cia nhd cung cip.

Viée xay dyng mdi quan hé hdp tdc ldu dai v6i d6i tdc dam phdn 1
khéng quan trong: n€u d&i tdc dim phdn khdng phdi 12 mdt khdch
hing quan trong hay giao dich chi didén ra mét 1in, c6 thé ban khong
cAn phdi quan tdm nhiéu d€n viéc tim nhitng gidi phdp nhim thda
mén lgi ich cda cd hai bén.

Cg s6 ctia dam phan “ciing thdng”

B mudn trd thanh nha phan phdi doc quyén san phdm cla nhad sdn xuat A
trén dia ban tinh S. A d& nghi ty {& chigt khiu 6% trén doanh thu, B mubn ty
& chiét khdu 12 8%. Ty 18 chiet khdu 10i da ma A co theé cho B 14 7% va A giao
hang tén kho clia B. Ty 18 chigt khau t6i thiu d& B chap nhin 11 6,5%. A va
B dam phén dé théng nh&t mét ty 18 chigt khau ma ¢& hai bén clng chip
nhén dugc.
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Thuc hanh 6 4 phut 8

Khéng c6 mot gidi phdp nio gidp cd hai bén thda man t&i da 1di ich
ctia minh. Vi 1di ich clia cd A va B déu gin véi ty 1& chiét khdu, hai
bén chi c6 thé dat dugc thda thuin n€u mdi bén chdp nhin gidm
bét 1¢i ich clia minh. N&€u hai bén dat dugc théa thuin thi ty 1& chiét
khdu phdi nim trong khodng tit 6,5%-7%.

N€u hai bén th6ng nhdt ty 1& chi€t khiu 6,5%, théa thuin niy cé
1gi cho A nhiéu hon. N&u hai bén thdng nhit ty 1& chiét khau 7%,
théa thuan nay cé 1gi cho B nhiéu hon.

Né&u ty 1& chi€t khiu dugc thong nhit 1a 6,75%, ty 1& nay c6 vé cong
bing cho cd hai bén, tuy nhién, cd A vd B déu khong dat dudc 1gi
ich ma ho mong muén.

B T§ 18 chiét khau
M (% doanh thu)
6 '|( 7 : T
[ 6.5 | | 8 »
N 75
A

B c6 mdt doi xe ti chd hang thué. Doi xe clia B thudng chd hang 1&n thanh
phd (noi c6 nha may clia A) va nhiéu khi phai chay xe khong vé vi khdng c6
hang. Ngugc lai, xe clia A di giao hang cho B thi khi vé lubn chay khdng tai.
Chi phi van chuyén clia A thudng chi€m khodng 2% gi4 ban do d6 néu B nhan
hang tai nha mdy clia A thi A c6 thé gidm gid ban 2%. Do khai thdc dugc
cong sudt du thira clia ddi xe nén chi phi van chuyén hang clia B thap hon
(khodng 1%). N&u B nhan hang tai nha méy clia A thi B c6 thé chdp nhén
mic chiét khdu t6i thiéu 12 5,5%.

Nhu vdy, v8i di€u kién B sé nhin hing tai nhd mdy cla A, mic
chi€t khiu 6% sé& thda main 1di ich clia ci hai bén mot c4ch t6t nhat.
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Bing dudi diy minh hoa diéu nay:

Mong mudn K&t qua “

Nha san xui't A | Mic chi€t khiu 6% gid ban | Mic chiét khiu 6% gid ban

Nha phén phdi B| Miic chiét khdu 8% gid ban | Miic chi&t khiu 6% gid bén

Gida mua 100% Gid mua 98% (giam 2%)
Tan dung dugc cdng suit
du thira ctia doi xe.

So dd dudi diy minh hoa cdc két qud dam phdn khdc nhau va tudng
quan 1¢i ich ciia bén A va bén B. Chiéu mii tén 1a chiéu Igi ich
ting din.

I v

=

B Lt obeeg e b b b
5 it I

v

Lgi ich clia B
Gii phip 1y tudng nhit cho xung dot 1¢i ich clia 2 bén ndm & vi trf
g6c trén bén phidi (IV) — nhu cdu cla cdc bén déu dugc thda man.
Ciéc gidi phdp nim & géc trén bén trdi (I) va géc dudi bén phdi (III)
s& gitip thda min nhu ciu clia mdt bén nhiéu hon bén kia. Gidi phdp
nim & géc dudi bén trdi (II) théa min nhu ciu clia cdc bén it nhat.
Gidi phdp IV chinh 12 muc tiéu ciia tit cd cdc cuoc dam phdn.

Thuc hanh 7 3 phit &

11
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Chic ban di nhin ra mdt diéu rat quan trong 13 ngoai nhiing 1gi ich
xung dot, gitta A va B con ¢6 nhitng 1¢i ich b8 sung cho nhau: A khéng
c6 19i th€ trong viéc vin chuyén hing, B khéng c6 hing d& ché. Viéc
chuyén vai trd vén chuy€n hing héa ur A sang B vira gidp A gidm
chi phi vin chuyén (nhd d6 gidm dudc gia ban) vira gidp B khai thic
dudc cong suit du thita clia d6i xe (nhe d6 ting dudc Igi nhudn).

Nhitng 1¢i ich b& sung chinh 13 ¢d s& cho nhitng gidi phdp gidp thda
min nhu ciu clia 18t c4 cdc bén dam phdn mot cdch 15t nhat hay la
ddm phdn “cing thing”. Tuy nhién, khdc vdi nhitng 1di ich trdi
ngugc, 10i ich b6 sung khéng d& nhin bi&t. Dam phdn chinh 13 qud
trinh d€ cdc bén tim hi€u nhu ciu clia nhau va tr d6 cé the xdc dinh
dudc nhitng 1¢i ich b8 sung cho nhau.

Piéu thd vi Ia nhu ciu cdia ching ta thudng khong gidng nhau, cling
mét thif s€ c6 ¥ nghia khdc nhau d8i v6i nhitng ngudi khdc nhau.
Vi th€, ching ta ¢6 nhidu kha ning 6im thdy nhitng 1¢i ich b6 sung.
D€ tim ra duge nhitng gidi phdp t3i vu cho mdt xung dot 1gi ich, cdc
bén dam phan cdn tdp trung vao nhitng l¢i ich ma minh mudn dat
dugc (hon 12 mot két qui cu thé nao dé — l1ap trudng) va ¢d c4i nhin
rong m& vé cdc phudng 4n thda mén nhitng idi ich d6. Luén cé nhidy
con duding d€ di d€n cling mdt dich!

Cac ky thuat xu Iy xung dét Igi ich

Pam phén 1a qud trink cdc bén ciing nhau tim cdch héa gidi nhifng
xung dot Igi ich. D€ qud trinh dam phan gat hai két qud t6t dep, cic
bén can 4dp dung nhiing c4ch thic xit ly xung dot hop ly. Duéi day
1a nadm ky thudt xif 1y xung dot thudng gip:

Lang trdnh: c§ ¥ khong dé cip d&€n mot xung ddt 1gi ich nio d6 dé
han ch€ dnh hudng cda ng.

Canh tranh: nhdt dinh gianh phin thing cho minh bing cdch tdn cong
lgi ich cla dbi tdc ddm phdn, khong chdp nhin nhugng bs,
Nhugng bb: chdp nhin théa man nhu ciu cda d&i tic dam phan bling
cdch hy sinh mét phdn 1¢i ich ciia bdn than,

Théa hiép: cic bén dam phdn ciing chdp nhdn gidm bdt mot phin
I¢i ich clia ban thin.

Hgp tdc: cdc bén dam phdn tim cdch d€ bio d4dm 1gi ich ciia nhau
mdt cach t5t nhit.
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Cic k§ thuit x{t Iy xung d6t déu c6 nhitng wu di€ém va nhugc diém.
St dung k¥ thuit ndo phdi thy thudc vao tinh chi't cling nhu bdi cdnh
cu thé ciia xung dot.

Thuc hanh 8 ' 3 10 phut 8

Ban hdy so sdnh cau trd 13i cia minh v6i phin trd 13i du6i day.

Léng trdnh phd hdp vdi nhitng xung dot 1¢i ich nhd, 1di ich dé khéng
phdi la mdt myc tiéu quan trong. Lang trénh ciing thich hdp véi nhitng
xung dot ma ban cho ring 1¢i ich dem lai khong di b dip chi phi
dé gidi quyét (thdi gian, cong sitc, mdi quan hé,...) hay nhitng xung
dot ma ban bi€t 1a khong thé gidi quyét dude.

13
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Canh tranh d€ gay ra b€ tic, khong gidi quyét dudc van dé hoic anh
hudng xadu d€n mdi quan hé 1au dai. Nén sit dung chi€n thuit canh
tranh mot cdch than trong. Ban c6 thé si dung chién thuit ndy trong
nhitng trudng hgp “tw vé&” — khi d&i tdic mudn khai thic nhitng di€ém
y€u clia ban dé giy siic ép va 1gi ich d6 rit quan trong d6i v6i ban.

Nhugng bo 12 cdch ng xi t&t nht khi ban nhén ra ring xung dot
d6 dang tao ra mdt trd ngai khong thé vugt qua dudc va né cé nguy
cd 1am hdng cudc dam phdn. Nhugng bd 1a can thi€t khi ban biét
ring yéu cdu clia minh c6 phin khong hgp 1y. Nhugng bo ciing phi
hop khi ban muén gidm cing thing cho cudc dam phdn va khi xung
d6t dé khéng nghi€ém trong.

Thda hiép dugc st dung dé gidi quy&t nhitng xung dét 19i ich do
muc tiéu ctia cdc bén hodn toan d6i lap. Khi d6 cdc bén phdi tim ra
mét di€ém dé€ trung hoda 1gi ich. C6 1€ thda hiép 12 cdch t6t nhat cho
nhitng cudc thuong lugng vé gid ci.

Hdp tdc thudng phi hdp v6i nhitng xung dot 1gi ich phic tap, 1gi ich dé
c6 ¥ nghia quan trong d6i véi tit ca cdc bén. Hop tac ddi hdi sy cam két
clia tit cd cdc bén lién quan va thdi gian d€ tim ki€m gidi phip.

Céc bén dam phdn thudng c6 nhiéu muc tiéu va vi th€ cé nhiéu
xung dot 1¢i ich. Thda man t4t cd cdc 1gi ich dudng nhu 12 mot diéu
quéd 1y tudng. Cdc bén cin xdc dinh muc tiéu nao 1a quan trong va
muc tiéu ndo ¢6 thé hy sinh, nhd d6 c6 thé linh hoat s dung cdc
ky thudt xt Iy xung dot khdc nhau. Cé nhitng 1¢i ich phdi kién quyé&t
bdo vé, cé nhitng 1¢i ich c6 thé nhugng bd. C6 nhu vy dam phédn
méi c6 thé thanh cong dudc.

Céc giai doan ctia mdt cudc dam phén

Thuc hanh 9 3 phut 8
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Mot cudc dadm phédn thudng bao gébm 5 giai doan co bin sau:

Chudn bi: trong giai doan niy, truc tién cdc bén dam phan cin xdc
dinh rd muc tiéu cda minh dya trén cd sd phin biét nhitng gi minh
mudn va nhitng gi minh thyc sy cdn. Sau d6, cdc bén dam phan s&
thu thip thong tin cdn thi€t d€ dua ra d& xuit clia minh va tim hiéu
vi th€ ciia ddi tic ddm phdn. Cubi ciing, cdc bén dAm phan s& thinh
lip doan dam phdn, lva chon chién luge va chién thuat dim phén
phil hgp, xdc dinh dia di€m, th3i gian, lich trinh 1am viéc, chuin bi
k¥ ning dAm phédn, chufin bi tai lidu.

Trao d&i théng tin: trong giai doan nay, cdc bén dam phan trao d&i
thong tin lién quan d&€n tinh huéng dam phén, xay dung sy hiéu biét
14n nhau, thim dd xem d&i tic quan tim d&n diéu gl va dy dodn két
qud dam phédn. Giai doan nay ddi héi nhitng ngudi dam phdn phéi
c6 k¥ ning king nghe va quan sdt d6i tdc 16t Trong giai doan nay,
nhitng ngudi dim phdn cling cin suy nghi mdt cdch linh hoat.

Pua ra d€ nghi: diy 12 giai doan ma cic bén dam phdn dua ra d& nghi
dé tham do phin @ng ciia d6i tic. Nhitng ngudi dam phén s& dit cau
hoi 3¢ 1am 1o dé nghi cfia d8i tic, tém tit nhitng thong tin di nhan dugc
va dép lai biing mot dé nghi phi hgp v6i nhu ciu cla d5i tic. Giai doan
ndy c¢6 vai trd tao bdi cdnh cho viée thuong lugng dién ra sau dé.

Thudng lugng: cdc bén xem xét Iy 18 va k&t qud ma d6i t4c mong mubn
trong tuong quan vdi két qui md minh mong mudn. Giai doan nay ciing
dién ra viéc trao ddi Idfi ich, mdt bén dé nghi cic bén kia ddp dng nhu
cdu clia minh va ddi lai ho s& ddp ng nhu cdu cla cdc bén kia —
“Né&u 6ng... chiing tdi sé... vi chiing ta sé& dat dudc thda thuin,”

K&t thiic: trong giai doan thucng lugng, cdc bén di théng nhit duce
v8i nhau vé€ nhitng vdn d& chinh, trong giai doan nay cdc bén s&
tdng k&t 1ai toan bd nhilng k&t qui di dat dudc va tim cdch gidi quyét
mét 56 vin dé vudng mic con lai. Sau d6, mdt bén dam phdn s€
dua ra dé nghi cubi cing. N€u dé nghi cudi cling duge chip thuin,
cdc bén ti€n hanh ky két hgp doéng. Nguge lai, cedc dim phdn két
thiic ma khong dat duge thda thuin nio.

Chiing ta vira tim hi€u bdn chdt clia dim phén, nhilng cdch ti€p cin
dam phdn khdc nhau, ¢d s& clia ddm phdn cling thing, cdc k¥ thudt
gidi quyét xung dét 1¢i ich va cdc giai doan khdc nhau ciia mét cude
dim phdn. Phin cdn lai clia cudn sdch sé& giip ban fim hiéu céch
ti€n hanh ddm phdn mét cdch cy thé. Tuy nhién, trudc khi chuyén
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Tim hiéu dam phdn

sang phdn sau, ban hdy danh it phit d& d4nh gi4 nhirng gi ban di
hoc dugc trong phin ndy théng qua bai dp tf ddnh gid dusi day,

CR)  Hay ty danh gis 1 10 phit &

Céc phdt bifu dudi diy 12 ding hay sai? Gidi thich ngdn gon tai sao.
I Ly docd bidn cla cic cude dam phédn 12 nhitng mau thudn vé ap trudng.

2 Pam phin ciing gidng nhu viéc phin chia mdt mi€ng bénh, bén thing
13 bén gidnh dugc phin nhidu hon.

.3 Né&u thda thuin dat duge mang lai cho ban nhiéu Igi ich hon so vdi
© d8i tdc, ban di thanh cdng trong cudc dam phin dé.

4 Mot ngudi dam phdn gidi 1 ngudi c6 thé khi€n ddi tic dam phin
cia minh déng ¥ v4i nhitng thda thuin khdng ¢6 1di cho ho.
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Tim hiéu dam phdn

5 Dam phdn 1d phuong thic gidi quy€t t8i wu nha't cho cic xung dot JHN
1gi ich.

6 Dam phdn wén Igi ich s& mang lai k&t qua t8t hdn cho cdc bén ¢6 lien
quan so v4i dam phdn trén 1ap trudng. Vi viy, trong moi tinh hudng
dam phdn, chiing ta khong nén 4p dung ddm phan trén ldp trudng.

7 Hgp tdc 12 k¥ thuit ddm phdn t5t nhit cho moi finh hudng dam phén.

8 Trong 5 giai doan dam phdn, thuong lugng 12 giai doan quan trong nhat.

Ban cé thé tham khdo ciu trd I8i & phin Pdp dn cdc bai e ddnh

gld & cudi cudn sich.
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Tim hiéu dam phdn

“ 7 Tom tat

W
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Tim hidu dam phdn

8 Suy ngim

] Baiy gig ban danh 5 phit d€ suy ngdm nhitng vin dé vita nghién
@3 cifu va nghi xem ban s&€ dp dung chiing vao thyc t&€ céng viéc cia
ban nhu thé nio? Hiy viét ra nhilng suy nghi clia ban:

A!l'T6i d3 hoc duge ...

................................................... Ap dung khinao?

Ap dung didu d6 & cong viec nao?

A1TSi 44 hoc dugc ...

Ap dyng khi n3o?
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Phan B
Chuan bi

1 Dan nhap

- . - - ~ A = &
Chuén bi lu6n 12 mdt viéc quan trong va can

dam phan

Ddn nhdp

Vi sao dam phdn khéng

thanh céng?
Xdc dinh muc tiéu
Thu thdp thong tin

Xdc dinh phuong dn

thay thé tot nhat
Tim hiéu déi tdac dam phdn

Xdc dinh chién lugc va cde

chién thudt dam phdn
Mét 56 chudn bikhde

Tém tdt

Suy ngam

thi€t truéc khi 1am bat ct viéc gi. PSi véi
dam phdn, chudn bi khéng chi 12 mét viéc
quan trong ma cdn 12 mot viéc thiét y&u dé
dam phdn thanh céng. Chuin bi sé tao cho
ban s ty tin cdn thi€t khi dAm phdn. Ngudc
lai, khéng chudn bi hoic chuin bi khéng chu
ddo s& khi€n ban bi dong, bdc 16 nhirng di€m
yéu va ban sé& rdi vao th€ bat Igi.

Phin nay cla cudn sich sé& gitip ban biét cin
phdi chudn bi nhitng gi va chudn bi nhu thé&
nao cho mét cudc dam phan. Sau khi hoc
xong phin nay ban sé&:

xdc dinh dudc cdc muc tiéu dam phdn mot
cdch 6 rang;

liét ké dudc cdc théng tin cAn tim hiéu vé
ddi tic dam phdn va cdch thu thip cdc thong
tin dé;

nhén biét dugc modt s6 chién thuit dam phin
thudng st dung;

mé td dugc cdch thinh 1dp mot doin dim

phdn va cdc vai trd khdc nhau cia nhiing
ngudi tham gia dam phan.

Vi sao dam phan khdng thanh
cong?
“...Cudc dam phén gitia cdc bén lién doanh da két

thic ma khong dat dugc thda thudn ndo vé van dé
chuyén nhugng phén vén gdp clia ddi tc nubc ngoai.”

“..Cong ty X da pham sai 1am khi ky két hgp déng
véi nha cung cdp dich vy va phai béi thudng mot
khoan tién I6n.”

“..Hang ty dong da bi lang phi khi doanh nghiép
C nhép vé mdt day chuyén san xudt qua lac hau.”
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Chudin bi dam phdn

22

Nhirng théng tin nhu vdy dudc ding tdi khd thudng xuyén trén cédc
phuong tién thong tin dai ching. Piéu d6 néi Ién ring, di va sé& c6
nhiéu cudc dam phdn khéng thinh céng. Vi sao?

Thuc hanh 10 3 phut &

Pam phdn thudng thit bai vi cdc nguyén nhin sau:

dit muc tiéu khéng kha thi;

xdc dinh sai muc tiéu;

ma't dinh huéng trong qud trinh dim phén;

khong cé hodc thi€u thdng tin vé d6i tdic dAm phén;
thi€u thong tin can thiét.

C6 thé cdn c6 rat nhiéu nguyén nhin khic nita, nhung hin ban ciing
dong § ring mot nguyén nhan cd ban nhit 12 ngudi dam phdn chua
chuin bi chu ddo cho cudc dam phdn.

Diéu kién can d€ dam phdn thinh cong 1a chuin bi. N&€u ban cé
nhi€u thong tin hon d6i tic dam phdn, ban ¢6 nhiéu cd hdi dat muc
tiéu hon. Trude khi ngdi vao ban dim phdn, ban cin:

xdc dinh ding muc tiéu ddm phdn cia minh 12 gi;

tim hiu thong tin;

xdc dinh phudng dn thay th€ t6t nhdt cho dam phdn;
nim bit dugc thong tin can thi€t vé ddi tdc dAm phén;

chuin bi dugc mot chi&n luge dam phdn 16 rang v6i cdc chi€n thuit
cu thé;



Chudin bi dam phdn

xdc dinh dudc noi dam phdn phu hgp;
chuin bi chuong trinh dim phan chi tiét.

Sau diy chiing ta sé xem xét tirng phin viéc chudn bi.

Xac dinh muc tiéu

Do cOng viéc kinh doanh phat trién nhanh, cang ty tu van Phuong Chi du dinh
s& md rdng qui md hoat dong vao ddu nim t6i. Viec mé rong qui md doi hoi
cdng ty phai c6 van phong rong rai hon. Huong dugc giao nhiém vy tim thué
m@t van phong khéc.

Thuc hanh 11 3 phit &

3.1

C6 thé ban cho ring Huong cin 1dp danh sdch nhitng don vi cho
thué vin phong, tim hiéu thi trudng, thim do gid ci, tim ki€m doi
tic dam phdn,...

D6 1a nhitng viéc ma Huong sé phdi lam, nhung trudc tién Hudng
can hi€u 15 nhu cdu ciia cong ty. Khong hi€u r6 nhu ciu, ngudi dam
phdn sé& khoéng c6 dinh huéng cho viéc tim ki€m. Hi€u ré nhu ciu
cling chinh 1a cd sd cho viéc xdc dinh muc tiéu dam phén.

Xéc dinh nhu cau

Nhu da thdo ludn trong phin A, ching ta dAm phédn 1a d€ théa min
mot nhu cau nao d6, vi viy, ngudi dim phdn cin hi€u & minh thyc
sy can gi. Trén thyc t&, ching ta thudng hay bi 14n 16n giita nhitng
diéu minh cin vdi nhitng diéu minh muén. Tinh hubng dudi diy
minh hoa diéu nay.

D& thyc hién k& hoach md rong san xudt, Tudn — chii mdt cd s gia céng co
khi — cdn mua mgt manh dét & ngoai 6 rong khodng 1000 m2. Sau mot thoi
gian tim kiém, Tudn mua dugc mdt manh d4t c6 vi thé rdt dep: ndm gin chg
dau mai, nam trén mat tién dudng I6n, tién kinh doanh budn ban, c6 kha ning
sinh Igi cao. Mdc du phdi chi phi mdt khoan tién nhiéu gan gap ddi so véi dy
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Chudn bi dam phdn

tinh, Tudn rdt ming vi anh mua dugc manh dat dé véi gia ré, chi bing 80%
gia thj trudng, do ngudi ban cdn ban gdp dé thanh todn ng.

R4t c6 thé sau d6 Tudn s& nhin ra ring minh khong con di tién dé
thuc hién k€ hoach md rong sdn xudt (xdy nha xudng, mua sim trang
thi€t bi,...). Diéu ma Tuin thyc sy cdn 12 mdt dién tich di 16n dé
xdy dung nhd xudng sdn xud't. Nhung Tuin mudn nhiéu hon thé,
anh muén ménh dit d6 sé sinh 13i, anh muén gid ré, anh muén thuin
tién cho viéc kinh doanh.

Thuc hanh 12 4 phit 8

Céch don gidn nha't dé€ phan biét nhu ciu thyc sy vdi nhitng mong
mudn 12 dit ciu héi “Tai sao?”. Hiy tv hdi tai sao ban mong mudn
mot k€t qud cu thé nio d6 va ddnh gid xem Iy do d6 c6 lién quan
dén nhu cau thye sy nhu thé nio.

Trong trudng hgp clia Tudn, n€u hdi “Tai sao Tuin muén mua minh
dat d6?” Cau tra 18i c6 thé s& 1a “vi n6 ré”, “vi né c6 thé sinh Idi
nhanh”, “vi né thudn tién cho viéc kinh doanh” — dé ding nhin
thdy tdt cd cdc ciu trd 13i nay khong thuc sy lién quan d&€n nhu ciu
md rong sdn xudt cia Tudn.

Trd lai tinh hu6ng di thué vin phdng cia céng ty Phuong Chi, gidm
d&c cho Huong bi€t 6ng cin mdt vin phong rong khoing 200 m?,
ndm & trung tdm trong vong ban kinh 2 km, c¢6 thang mdy, hdp dong
5 nidm, c¢6 chd dé xe cho khodng 50 nhin vién va khich hang, gi4
thué khodng 2.000USD/thding. Tim hi€u ly do clia nhitng yéu ciu
nay, Huong xdc dinh dudc nhu cidu thuc su cia cong ty nhu sau:



Chudn bi dam phdn

Mong muédn

Nhu cfu

Dién tich 200 m?

- Pdp tng nhu ciu hién tai déng thdi chuin
bi cho nhu cidu phét trién trong 5 nim t6i.

- Tao moéi rudng ldm viéc chuyén nghiép.

Vi tri:
Trung tim, bin kinh 2 km

Thuén tién cho khdch hang.

C6 thang may

Thuin tién cho khach hiang,

Hdp déng 5 nim

- On dinh
- Tiét kiém chi phi

Cé chd dé€ xe cho 50
nhan vién va khdch hang

- Thudn tién cho khdch hing

- Thudn tién cho nhin vién

Gi4 thué 2.000USD/thdng

Ti€t kiém chi phi

Nhin mit bing
tredc théang 10

Ugc tinh cin ¢6 2 thdng d€ trang tri ndi thit
cho vin phong méi. Céng ty phdi chuyén

sang vin phdong mdi vio ddu nim t8i.

Hi€u ding nhu cAu thyc sy sé gifip viéc fim ki€m van phdng clia Huong
dé dang hon nhidu vi Huong ¢6 thé linh hoat hon. Thay vi di tim vin
phodng ddp dng tit c¢i nhilng y&u cdu trén, ¢6 cé thé cin nhic mdt vin
phdng khdng dép dng diéu kién v& chd d€ xe néu van phong dé nim
canh mot bai gilf xe cdng cOng 16n (v cA hai phuong dn déu dim bio
dip dng nhu ciu “thuin tién cho khich hang vi cho nhan vién”) hodc
mot tda nha khéng cé thang miy néu mit bing thué nim & ting wé.

Tém lai, xdc dinh ding nhu cdu thue sy gidip ngudi dam phén:
m khdng mit dinh huéng trong qud trinh dam phdn;

s linh hoat hdn trong viée tim ra cdc gidi phdp thda min nhu ciu,

3.2 Xdc dinh cdc pham vi dam phdn

That 12 Iy wing néu tit cd cdc mong mudn déu dude d4p ving. Tuy nhién,
trong dam phén, mong mudn cla chiing ta thudng bi gidi han bdi nhiing
mong mudn cla d6i tic dim phén, Dam phén 1 qud trinh thuong lugng
va trao d8i I¢i ich: bén A dip (ng mong mudn clia bén B d€ d8i lai bén
B s& ddp tng mong mudn cia bén A. Ban cin chuin bj d& trao d8i.
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Chudn bi dam phdn

Thuc hanh 13 2 phit 8

Chudn bi trao ddi nghia 1a ban phai x4dc dinh dudc mic dd nhugng bd
trong mdi mong mudn va nhitng mong mudn nao ban cé thé hi sinh,
nhitng mong mudn nao thi khdng. PE 1am dugc diéu dé, ban cin:

m xdc dinh pham vi cho cdc mong mudn clia minh;

w phin loai cic mong mudn.
Xdc dinh pham vi cho cdc mong mudn 1a xdc dinh gi6i han trén va
gidi han dudi. Ban sé ngung dam phdn néu vudt qua gidi han dé.

Mong mudn vé vin phdong méi clia cong ty Phuong Chi ¢6 thé dugc
thé hién nhv sau:

Mong mudn Téi thi€u Ly tuéng Téi da
Dién tich 180 m? 200 m? 220 m?
Vi tri Céach trung tdm bén| C4ch trung tam

kinh 4km ban kinh 2km
C6 thang may Khdng cé thang may | Cé thang may

thi vin phong phai &

14u 1
Thdi han hgp déng | 3 nim 5 nam 10 nam
Chd dé xe Khoéng c6, nhung gn | 50

bai xe cdng cdng.
Gié thué 2.000USD/thdng | 2.200USD/thang
Thoi gian nh&n mat| Gita thang 10 Théng 10 Théng 8
bing
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Cdc mong muébn ¢é thé dugc chia 1am 3 loai:

thi€t y&€u: nhirng mong muén nhdt dinh phii duge ddp vng

quan trong: nhifng mong muén cin duge ddp tng
c6 thi t8t: nhitng mong mudn ¢6 thé bd qua ma khdng dnh hudng nhidu
Hi€u 18 1y do cda cdc mong mudn sé giiip ban d& dang phin loai

dwgc cdc mong muén. Céng ty Phuong Chi di phin loai cdc yéu
ciu nhu sau:

m Dién tich

Thigt y&u m Thdi diém ban giao mit bing

w Thai han hgp dong thus

Quan trong | m Gid thué

m Vit

Co thi 8t w C6 thang may

= CO ¢chd dau xe cho nhdn vién va khach hang

Céc yéu cau dit ra ciing nhu viéc phin loai tAm quan trong clia mdi
yéu cdu sé& rit khdc nhau vdi cdc doanh nghiép khdc nhau. P6i tic
dam phdn clia ban cling ¢6 nhitng y&u cdu va ciing phin loai ching.
Yéu cdu cda ngudi ¢6 vin phdng cho thué c¢6 thé nhy sau:

= Dat dugc thda thudin gid cho thué 13i da

Thiét yéu m Thda thudn lai gid thué hang nam

m Linh wifc kinh doanh cha khach hang phi) hop
Quan trong | w B&o trufc 6 thang néu thanh ¥ hgp déng trudc thii han
w Hop déng thud dai han

Co thi tat m Thanh toan vao ddu thang
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Nhv vdy, muc tiéu cia Huong 13 tim thué viin phdng véi nhitng diéu

kién sau:
Mong mufn T4 thiéu L{ tuding T6i da
Dién tich 180 m? 200 m? 220 m?
Thdi gian nhdn mit | Gilla thdng 10 Thang 10 Thang 8
bang
Thdi han hgp déng 3 nim 5 ngm 10 ndm
Gia thugé 2.000USD/thédng | 2.200USD/thang

Vi tri

Céch trung tam ban
kinh 4km

Géch trung tdm
bédn kinh 2km

Cé thang may

Khéng ¢ thang mdy

C6 thang may

thi van phong phai 6
14u 1

Khéng ¢6, nhung gidn| 50
bdi xe céng cbng

Chd dé xe

Biy gid Huong di ¢6 mdt myc tiéu cu thé, nhing muc tidu dé xuit
phdt tf nhu cdu cla céng ty, n6 c6 thé khéng khd thi. Huong cdn
phdi dit ching trong b6i cdnh thi tudng thuc t&, vi vy, budc ti€p
theo ¢6 cin tim hiéu thi trudng, vé€ linh viec ma cd sé& dim phén,

4 Thu thap théng tin

Théng tin s& mang d&n cho ban nhilng lgi th€ trong qui trinh dim
phdn, ban s& d4nh gid ding nhitng dé nghi cda déi tdc ciing nhy
nhitng thong tin ma ho dua ra. Cang cé nhiéu théng tin vé linh vyc
dam phdn, ban cang ty tin hon.

Théng tin 14 tai san quan trong nhit trong dam phdn. Khong cé
thong tin ban s& & trong tinh thé bat lgi.

D€ chudn bi cho cubéc dim phan cia minh, ban cdn bi&t théng tin
vé gid cd, nha cung c4p, ngudi mua, cung va cdu, nhitng yéu ciu
clia ban c6 khi thi khéng, nhitng nha cung ¢ip hodc d3i tic nio ¢
thé d4p Ung yéu ciu cia ban,... Nhitng k&t qud quan trong ma viée
thu thip thdng tin thi trudng cin dat dugc Ia:
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m ddnh gid tinh kha thi cia cdc yéu ciu va diéu chinh muc tiéu.

® lya chon dugc mot (hodc mot vai) d8i tdic dAm phén: ching han nhu

tdoa nha ddi dién dang c6 mot vin phong tréng, mot khu vin phong
cho thué s€ hoin cbng vao thing sau.

m xdc dinh dugc cdc phuong 4n khdc nhau c6 thé thda min nhu ciu
cla ban: ludén c6 nhiéu cdch khiac nhau dé€ théa mian mét nhu ciu
nao dé. Ngoai gidi phdp thué mdt vin phdong khic rong rii hon, cic
gidi phdp khdc cho nhu cdu md rong vin phong ciia Phuong Chi c6
thé 12 thué kho d€ chita d6 va thi€t k& lai vin phong hién tai, mé
thém mot chi nhdnh khdc trong cing thinh phé.

Thuc hanh 14 2 phit &

C6 rdt nhiéu ngudn tin hitu ich ma ban c6 thé thu thip, bao gbém:

m Thong tin trén cdc phudng ti€én thong tin dai ching

Cong ty Phudng Chi c6 thé tim ki€m céc bai bio ban vé thi trudng
vdn phdng cho thué trong thdi gian gin diy. Nhitng tda nha nio
dugc ddnh gid t6t, nhitng tda nha nao c6 vi tri dep, va cd nhing tranh
chdp lién quan d€n hgp ddng thué vin phong,... Théng tin quing
cdo cling 12 ngudn tin ban cin tham khio.

m Thong tin t¥ cdc nha cung cip hoic cdc trung gian mdi gibi

Cong ty Phuong Chi c6 thé 1ap danh sich nhitng don vi ¢6 vin phong
cho thué trong thanh phd va dé nghi ho cho biét gi4 ci va diéu kién thué.

m Kinh nghiém clia nhiing ngudi ban

Nhitng ngudi ban clia cong ty Phuong Chi (nhd cung cip, ban hing,
nhén vién,...) c6 thé chia sé kinh nghiém cia ho trong viéc di thué
vin phong, cung cdp nhitng dia chi ddng tin ciy.
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K&t qud ciia qud trinh thu thip thong tin thi trudng 12 ban x4c dinh
duge nhitng gidi phdp khdc nhau dé€ théa min mong mudhn, nhifng
d6i tdc dam phan thich hdp. Ban ciing st dung nhiing thong tin thu
thip dudc dé€ diéu chinh lai nhimg mong mudn cia minh cho hop 1y.

Tim hiéu thi trudng vin phong cho thud Huong dugc bigt gia thué viin phéng
d khu trung tdm la khodng 12-15 USD/m2théng. Huong dé nghj gidm ddc
diéu chinh lai vd théng nhat muc tigu nhu sau:

Mong mudn Téi thi€u Ly tuéng Tdi da
Dién tich 180 m? 200 m? 220 m?
Thoi gian nhan mat | Gifta thang 10 Thang 10 Thang 8
béng
Thai han hgp déng 3 nam 5 nim 10 niim
Gia thué 2.000USD/théng | 2.200USD/thang
Vi tri Cach trung tdm bdn| Cach trung tim

kinh 4km ban kinh 2km

Cd thang may

Khéng cé thang may

C6 thang may

thi vin phdng phéi &
4u 1

Cho dé xe Khéng cd, nhung gan| 50

bai xe ¢éng cdng

Huang ciing x4c dinh dugc 2 ddi tac tiém ning ma ¢b cb thé dam phén Ia:

= T0a nha ma hién tai cdng ty Phuong Chi dang dit vin phong: mt van phong
trong cling tda nha sdp déng clra vao thang 8, vin phong nay ¢ dién tich
150mz2.

m Mot ngdi nha 2 I4u ¢6 dign tich sit dyng khoéng 250m? hign dang bd tréng.

V@i nhifng thong tin vita thu thap dudc, Huong cdn cin nhic xem
liéu ¢6 gidi phdp naoc t8t hon dim phdn khéng trude khi quy&t dinh
lva chon d6i tdc diAm phén.
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5 Xéac dinh phugng an thay thé t6t nhat

Phuong 4n thay thé€ t6t nhdt cho mét cuéc dam phdn 1a gidi phdp
théa min nhu cAu t6t nhdt ma mot bén dam phan c6 thé c6 duge di
khong tham gia cuéc dam phdn do.

Thuc hanh 15 3 phut &

Hin ban con nhé, mot trong nhitng muc tiéu khi thu thip thong tin
thi trudng 12 xdc dinh cdc phudng 4n khdc nhau dé théa man nhu
ciu ciia ban. Tuy nhién, cdc phuong 4n thay thé€ hip din thudng
khong c6 sin ddu d6 d€ “chd” ban, thong thudng 12 ban phdi tao ra
dva trén nhitng théng tin ma ban c6 dudc. Ba bube dé xdy dung
phuong 4n thay th€ t6t nhat 1a:

1 Nghi ra cang nhiéu phudng 4n thay th€ cang tot:

Huong cho réng cng ty c6 thé ting dién tich vin phong biing céch thué kho
& b&n ngodi va cai tao dién tich kho hién tai thanh khu 1am viéc, b6 tri lai van
phong cho hgp Iy hon, chdp nhin thué dién tich 150 m? va thué thém kho
hoic mé thém mdt chi nhanh khac trong ciing thanh pha.

2 Lua chon nhitng phudng 4n trién vong nh4t va bi€n ching thanh
hién thuc:

Gia st phuong 4n m& thém chi nhanh khac va thué kho 1a hai phuong 4n trién
vong nhat, Huong phai bién phuong 4n do thanh hién thyc bang cach xéc
dinh xem chi nhanh do s& dit & dau, sé& thué dia di€m nao, chi phi thué kho,
cai tao van phong, thué van phong chi nhanh la bao nhiéu,..

3 Pénh gid xem phudng 4n thay th€ nao 1a t5t nhit: ban cin c6 nhiing
tiéu chi dé ddnh gid, d6 chinh 12 mic do ddp ¢ng nhu ciu cia mdi
phudng dn.
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Trong thyc t€, cdc nha dim phdn thudng qui chi trong viéc dam
phdn ma quén xem xét nhirng phuong 4n thay th€ cho cudéc dam
phdn d6. Hi€u dudc gid tri cla phudng 4n thay thé tt nhit c6 ¥ nghi
dac bi€t quan trong. N6 khdng chi giip ban tranh dudc nhitng cudc
dam phdn khong cin thi€t ma cdn gidp ban trdnh dudc nhitng thda
thudn bat 1¢i. Khi ban hi€u dugc gid tri ciia phudng 4n thay thé t&t
nhdt va quyé&t dinh dam phén vi viéc d6 c6 thé mang lai cho minh
nhiéu 1¢i ich hon thi phuong 4n thay th& tSt nhit s& 12 cd sd khich
quan dé€ ban bi€t dugc khi nao thi nén ridt lui.

Huong dang dai dién cho céng ty Phuong Chi dé dam phan v6i chli ngdi nha
ma cdng ty mudn thué. C6 da dat dugc thda thudn v6i chil nha trong c4c van
dé khac, ngoai trir gid thué. Huong biét muc gid hop Iy 13 khodng 2.200 USD/
thang nhung c6 mudn thoa thudn dugc mitc gid 2.000 USD/thdng. Mac du rat
hai long véi ngdi nha, Huong cho ring ¢ s& khéng tra qué 2.400 USD.

Thuc hanh 16 3 phut &

C6 thé ban cho ring quyét dinh ciia Huong 1a ding bdi vi néu chip
nhin mic gid cao hon thi s&€ qud d4t, khéng hgp 1y. Ngoai ra, muc
ti€u dit ra ban dau 1a chi phi thué khéng qua 2.400 USD/théng.

Ddénh gid trén 12 mot ddnh gid khong khich quan vi né cin cit trén
nhitng tiéu chi chi quan. Qué dit hay hgp 1y chi 1A nhin dinh chi
quan clia Hudng, trén cd sd cdm nhén cla ¢ vé gid tri sit dung ciia
ngdi nha. Muc tiéu dit ra ban ddu ciing 1 chd quan ciia cong ty
can cd trén ngin sdch dinh cho viéc thué vin phong.

DE€ ¢6 thé dénh gid khdch quan hon, ching ta cAn biét phudng 4n thay
th€ n&u khong thué dugc ngdi nha d6 cia cong ty Phuong Chi 1a gi?
Néu phuong 4n d6 mang lai nhiéu Igi ich hon 1d chdp nhan mic gid
2.600 USD/thdng thi d6 12 mdt quyét dinh sdng sudt. Ngugc lai, néu
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khong c6 phuong 4n nao t6t hon thi dé 12 mot quyét dinh sai 14m.
Rit c6 thé sau d6 Huong khong tim dugc mot dia diém nao phd hop
hon va khi quay trd lai thi ngudi khdc da thué ngéi nha dé rdi.

Phuong én thay th€ tSt nhat chinh 1a cd s& dé€ x4c dinh gidi han dam
phén. Trong qud trinh dam phédn ban s& so sdnh phuong 4n t6t nhat
ma ban c6 th€ c6 dudc véi gid tri thda thudn ma ban c6 thé dat dugc
trong cudc dam phan. N&u phuong 4n thay thé tSt nhit mang lai nhiéu
1¢i ich hon thi dudng nhién ban khong thé chidp nhin thda thuin dé.

Thuc hanh 17 4 phut 8

L P

e

............. LR

srsssssssssans sessssssrsanaaas sesssssassarsananans R sessssrsaneans

Pham vi xdc dinh-cho méi muc tiéu dugc dua ra trén cd s mong
mudn clia ngudi dam phédn trong khi d6 phudng 4n thay thé 5t nhat
12 gidi phdp c6 thit cho nhu ciu clia ngudi dam phén.

Hén ban ciing nhan ra ring nhitng pham vi d6 s& khi&n cho cudc dam
phdn trd nén kém linh hoat. V& nguyén tic, ban khong thé thay ddi
nhitng pham vi d6 trong qud trinh dam phdn. Nhung trong qué trinh
dam phén, rdt c6 thé€ ban bi€t thém thong tin vé& d5i tic va nhin thy
minh c6 thé c6 dugc mot thda thudn c6 1¢i hon n&u chdp nhin vugt
qua mdt pham vi ndo d6 dé thda min mdt muc tiéu khic nhidu hon.
Cudc dam phdn cia ban ciing tré nén khé khin hon khi c6 nhiéu
gi6i han va ban phdi ddm bdo khong vugt qua bi't cit gidi han nao.

Vi thé€, ban c¢6 nguy cd bd qua mdt cd hdi t8t hodc c6 mot thda thuin
bat 14i.
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Tém lai, dit pham vi cho mbi muc tiéu c6 thé gidp ban rdnh dugc
nhitng théa thuidn bit 1gi, nhung né ciing cdn trd ban tim ra nhiing
gidi phdp sdng tao hodc tif ch8i nhitng théa thuin ma ban nén chip
nhin,

Cin nhé ring chiing ta ddm phin vi mong mudn dat dugc modt k&t
qua tdt hon 13 khong dim phan. Do d6, két qui ¢6 dude ma khong
cin ddm phdn sé& 1a chuin myec d€ chiing ta d4nh gid nhitng thda
thuin ¢6 thé dat duge trong dAm phdn. Phudng dn thay thé (6t nhat
khdng chi 1a thudc do chinh xdc hon ma cdn 13 thudc do linh hoat
hdn, né cho phép ngudi dim phdn tim ki€m nhitng gidi phdp sdng
tao cho mdt xung 46t 1gi ich.

Phudng 4n thay thé t6t nhit chinh 12 mét cédng cu hifu ich wrong qué
trinh ddm phdan. N6 khéng chi gitip ban trinh dudc nhitng théa thuin
ba't 1gi ma con ¢é thé gitip ban dat dugc nhifng thda thuin cé 1gi
hon, Phiong 4n thay thé€ cia ban cing t8t thi ban cing cé nhiéu lgi
th& trong dam phén.

Hiy hinh dung ban dé nghi sép ting lwong cho minh vi cdm thiy
mifc ludng clia minh khéng thda ding. Ban ¢6 cdm thiy ty tin hon
khi néi ring: “Cong ty B di dé nghi tdi v6i mifc luong cao hon 1,5
1an”, thay vi ndi: “T6i cim thdy mifc luong nhu viy 1a khéng thda
didng” hodc “Anh X ciing 1am cdng viéc nhi t31 mi lwong lai cao
hon” khéng? Hai cach néi sau chitng td ban ching ¢6 phudng 4n
thay th€ nao cd. Pam phdn trong kinh doanh ciing twdng ty, khi ban
dam phdn vdi nhd cung cAp hay véi khdch hing, ban sé& tf tin hdn,
sé& c6 nhiu quyén lyc hon néu ban cé nhitng phuong an khic ciing
rit hidp dan.

Tim hiéu ddi tdc dam phan

Ban di c6 théng tin thi «rudng, ban d3 biét rd muc tiéu dam phéan
bao gdm nhitng 1gi ich ma ban cin dat, pham vi va tim quan trong
ctia mdi 1¢i ich va cd phuong 4n thay thé€ néu dim phin khéng thanh
cong. Ban ciing di lwa chon dugce ddi tdic dim phéin. Budc 1iép theo
¢ vé nhu rit rd rAng va don gidn — m hiu d6i tic dam phdn.



Chudn bi dam phdn

Thuc hanh 18 2 phut 3

C6 thé ban da trd 13i: “T4t c4, cang nhiéu cing t5t”. Ban mudn bi&t
minh s& dam phdn véi ai, di€ém manh va diém yé&u clia ho 1a gi, phong
cdch dam phdn cia ho, nhitng théi quen dic biét, nhitng linh vuc
ma ho bi€t rdt rd va nhitng so hd cda ho, v.v...

C6 nhiu thong tin chua hin 1a di t6t, vin dé 1a phai c6 nhitng théng
tin cin thi€t. Nhitng théng tin quan trong 1a:

muc tiéu dAm phédn cla ho, ban cé thé phan doin muc tiéu cla dsi
tic thdng qua nhirng théng tin nhu:

= d8i tdc dam phdn c6 chiu 4p lyc nao khong? nhitng dong cd c6 thé
bi che gidu 12 gi? ho c¢6 van dé gi vdi nha cung cip/khich hang
hién tai khong? tinh hinh ti chinh ctia ho c6 &n dinh khéng? doanh
s0 bdn clia ho thay d6i nhu thé nao trong thdi gian gin day?

» phuong dn thay th€ t8t nhat clda d6i tic n€u khong dat dugce thda
thudn véi ban la gi?

cdc thanh vién tham gia dam phén (ai, lam gi, ¢6 nhiéu kinh nghiém

khong, c6 quyén ra quy€t dinh khdng, thudng ¢ hianh vi nhu thé

nao trong dam phdn);

cdc thinh vién tham gia ddm phdn c6 phdi 1a cdc nha dim phdn

chuyén nghiép khong, c6 nim virng théng tin khong;

d6i tdc dam phdn bi€t nhitng théng tin gi vé ban.

Vin dé ditra 12 1am thé nao d€ c6 dudc nhitng thong tin nay? Puong

nhién 12 khé c6 thé cé dudc tat ca céc thong tin ndy mot cdch chinh

xdc. Nhung ban can phdi tim ki€m vi n€u khong thi ban sé& ching

bao gid c6 dudc.
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Nhitng thong tin ma ban cidn tim hi€u vé& d6i tdc s& bao gbm ci
nhitng thdng tin thuc t€, badn chit 12 chic chin (vi du nhu nhi cung
cip/khdch hing hién tai, nhitng ngudi thudng tham gia cdc cude
dam phdn twong ty) vi ci nhitng thdng tin khéng hoin toin chic
chdn, mang tinh ch4t nhin dinh, quan di€m (vi du nhy tin d6n vé
tinh hinh tai chinh). D0 13 théng tin thudc loai nio, ban ¢é thé fim
kiém dude théng qua:

héi ddi tdc dam phin;
tim hiéu cdc cudc dam phén twong ty cla d6i tic trong qud khi,
tinh hinh hoat ddng hién tai cla doi t4c dim phdn;

nhitng thong tin thi trudng c6 lién quan d&n hoat ddng clia ddi tic
dam phdn.

C6 thé ban khdng c6 dugc tit c¢d nhitng théng tin ma ban mudn biét
vé€ d6i tdc dam phan, thudng 13 nhy vay, ban sé phdi dua ra nhitng
gid dinh dua trén kinh nghiém cda minh, clia déng nghiép hodc dua
trén nhitng ngudn théng tin sfn ¢6. Nhung ban cin hwu ¥ kiém tra
lai nhitng gid dinh cia minh trong qud trinh ddm phdn, khi ban di
c6 thém théng tin v& d6i tic.

Trén cd sé nhitng théng tin vé muc tiéu dim ph4n cla 481 tdc, ban
cin d&i chi€u véi muc tiéu dam phdn ctia minh d€ dy dodn nhitng
vin dé dam phdn.

Huong da thu thap dugc nhitng thng tin sau vé ddi tac dam phan:

Toa nha ndm & vj tri trung tAm, ¢6 thang méy, gid ca phai ching, cho thué 1au
dai. Quan ly tda nha chi mudn cho thud dign tich 150m? sdp thanh Iy hgp
dong. C6 mot viin phong Iuat sv & bén canh rdng khodng 40m?2, quén Iy ta
nha ¢6 thé thuong lugng dé di chuyén van phong Juat s« nhung viéc do cb thé
khi€n ho mat mgt khdch hang nhd hojc phdi bdi thudng cho khdch hang. Néu
phai thudng lugng vdi vin phong [udt sy, ban quan Iy tda nha cdn ¢d thdi gian
dé thuong lugng. Chd dé xe clia tha nha chit do d6 ban quéan Iy thudng han
¢hé 8 lugng cho mai van phong.

Ngdi nha 2 14u d3 bb tr6ng tif 4 thang nay. Chil nhd mudn cho thué cang sém
cang t6t. Ngbi nha ndm & vi tri trung tdm, khéng c6 thang may, c6 thé dung
toan bd tang trét dé dé xe. Chl nha chi mun ky hop ddng 2 n&m, mirc gia dé
nghi la 3.000 USDAhdng.
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Nhu vy, n€u dam phan v6i ban quin 1y toa nha, Huong sé& phdi dam
phdn vin dé dién tich, thdi gian ban giao mat bing, s& lugng chd dé
xe, va c6 the 1a chi phi dé di chuyén vin phong luat su. Trong khi dé,

néu dam phan véi chii ngodi nha, Huong s& phai dam phan vé gid thue,
thdi han hop dong, thdi gian ban giao mit bing, khoin bdi thudng
né€u mdt bén don phuong chdm dit hgp ddng trudc thdi han, thi gian
bdo trude khi mudn thanh 1y hgp ddng trude thdi han.

D6i khi vin dé dam phdn ri't 16 rang, ching ta ¢6 thé du dodn
dudc hodc dya trén nhitng dé nghi cia d8i tdic dam phdn, nhung
ddi khi vAn dé dam phdn chi c6 thé xdc dinh dudc trong qud trinh
trao dGi tryc ti€p vdi cdc dbi tdc dam phan.

7 Xac dinh chién lugc va cac chién thuat dam phan

Béy gid, da dén lic ban phdi xdc dinh mot chi€n ludc cu thé dé dat
dugc muc tiéu da dé ra. Ban cin quyé&t dinh:

® nhing ai s& tham gia dam phdn, ai 12 ngudi ra quyé&t dinh;
® chudng trinh va ndi dung dim phén;

® nhitng chi€n thuit ma ban sé sit dung.

7.1 Thanh I4p phdi doan dam phén

DBam phan c6 thé dién ra giita hai c4 nhin hoic gilta hai nhém. Nhitng
cudc dam phén 16n, vin dé dam phdn phic tap thudng ddi hdi sy
tham gia clia nhiéu ngudi.

Thuc hanh 19 3 phit &
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Nhitng 16i th€ ma ban ¢6 duge véi mdt nhém dam phén c6 thé bao gdm:
nhém sé c6 ki€n thic rong hon va c6 khd ning da dang hon;

céc thanh vién c6 thé dim nhdn nhitng nhiém vu khdc nhau va thim
chi c¢6 thé déng vai trd khdc nhau.

Tuy nhién, nhém dam phédn ciing c¢6 nhitng bat 1gi, d6 1a khi nhém
phdi hgp khéng in ¥, c6 miu thudn gitta cdc thanh vién. Vi viy,
khi 14p nhém dam phén ban cin chi ¥:

nhém dam phdn phdi di 16n nhung khéng qud 16n: véi nhém qud
nhd, ban s& bi phin tdn trong nhiéu vai trd vad nhiém vu khdc nhau,
bao gdm ci nhitng vai trd ma ban thyc hién khong t&t Iim. V6i nhém
qué 16n, viéc phdi hgp sé& trd nén khé khin hon;

cdc thanh vién trong nhém cin c6 cdc ky ning, khd ning, va kinh
nghiém b8 sung cho nhau;

phdi phidn cong rd vai trd va nhiém vu cda ting thanh vién;
cdc thanh vién phdi tin tudng 1in nhau.

Mic di khéng phdi lic nao ban ciing xdy dung dugc mot nhém dam
phan 1y tudng, ¢6 ¥ ki€n cla nhitng ngudi khdc tr van rit quan trong.
Vi vdy, hiy ludn c¢d ging khdng phdi dam phdn m6t minh.

Viéc Iva chon cdc thanh vién tham gia doan dam phdn cidn cf vao:

thanh vién tham gia dAm phdn cda d&i tdc: n€u doan dam phén cia
ddi tic c6 ngudi rat gidi vé mot linh vuc ndo dé thi nhém cia ban
cling cin c6 mdt ngudi c6 khd ning “d6i ddp” dudc vdi ngudi dé;

nhitng hd trg ma ban cin trong qud trinh dam phén: chdng han nhu
ban cAn mot ngudi hiéu sdu vé& céng nghé sin xuit d€ gidi thich vé
tinh siéu viét clia sin phim.

Thuc hanh 20 2 phit 8




Chudn bj dam phin

Cdc thinh vién trong mdt dodn dam phdn thudng ddm nhin mét
trong ba vai trd ¢d bdn sau:

Vai trd lanh dao: ngudi ddm nhin vai trd ndy thuding 13 trudng doan NS

dam phdn, Ngudi 1anh dao khong nhit thi€t 1a ngudi cé nhidu kinh
nghiém nhdt nhy chiing ta thwdng nghi. Ngudi linh dao thudng dim
nhin nhiing nhiém vy sau:

» dicu khién cudc thio ludn;

» dua ra d& xudt tron géi;

» d& nghj trao d8i cic diéu kién;
» dé nghi (am dimg dam phén.

Vai trd t8ng k€t vai trd nay cdn dude goi 13 vai trd giy khé khin
(bad guy), ngudi déng vai trd ndy ludn cdnh gidic véi nhilng gi doi
tic n6i hay lam va thu¥ng ddm nhén nhitng nhiém vu sau:

» dit cdu hdi cho phia dé6i tic;

= gidi thich nhitng thic mic cia d6i tdc d€ 1am rd van dé:

= t6m tit nhiing ndi dung di thao luin vao nhing thai diém phi hc_ip;"
» “cdu gid” d€ cho ngudi linh dao c6 thdi gian suy nghi;

= dam bdo cudc dam phdn di ding hudng;

= khdng bd qua bat k¥ mot ¥ ki€n nao;

» bdo vé muc tidu.

Vai trd quan sdt: vai trd ndy cdn duge goi 1a vai trd tao thuin lgi
(good guy). Ngudi déng vai trd ndy sé& thic diy viée dat dugc thoa
thuin va hi€u quan diém cla d8i tdc. Nhiing nhiém vu ma ngudi
nay thudng ddm nhin bao gdm:

= theo di cudce thdo luin;

» ling nghe;

s ghi chép;

» phdn dodn nhitng “sit thit bi che gidu” trong qu4 trinh dam phin;
= gill yén ling,

Khi phin ¢6ng vai trd cho cdc thanh vién, ban cin cin nhic sy
phu hgp giffa khd ning va nhi€m vy ma ho phdi dim nhin. P&
nhém dam phdn phdi hgp hiéu qud, cdc thanh vién tham gia dim
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phdn cin dugc chuin bi k¥ ning dam phdn ciing nhu nhitng hiéu
bi€t vé vdn dé dam phdn.
M5t diéu rdt quan trong nifa 1 nhém dam phdan c4dn phdi twin thi

chit ché nguyén tic tam viéc. Dudi diy 12 tdim nguyén tic cd bin
cho moi nhém dam phén;

s M&5i 1dn chi mét ngudi phit bifu.
a Tit ci cdc thanh vién trong doan cin biét va hiu vai trd clia minh,
chuin bi s¥n sing d& phat biu khi d&n lugt.

m Ngu®i lanh dao dodn ddm phdn cdn ra diu cho cdc thinh vién biét
khi ho c¢in phat biéu.

s Khéng bao gi¢ thé hién sy bt ddng trwdc mit ddi tic dam phan.
m Khi ¢6 do du, hdy tam dirng cudc dam phdn.

® Tao ra mdt cdch trao d6i thdng tin phi ngdn ngit gilta cdc thanh vién
trong dodn.

® Di d6i tdc ¢6 hanh dong nhy thé nao, khong d€ ho giy anh hudng
d€n hanh vi ciia ¢& doan hay bit ci¥ mdt thanh vién nio trong doan.

w Théng diép cla doin dim phdn phdi thong nhit cd trong 187 néi va
hanh déng.

Trong trudng hgp ban phdi di ddm phdn mot minh, hiy nhd chuin
bi d€ thyc hién tat cd ba vai trd cing mdt ldc.

7.2 Chudn bi chudng trinh dam phén

X4y dyng mot chuong trinh cu thé nhitng viéc ban s& 1am, nhifng
vin dé& ban s& dé cip, thdi gian cho m3i ndi dung s& gitup ban va
d6i tdc chd dong trong qui trinh ddm phdn. P8i khi chuwong trinh
lam viéc cling 12 mét vin dé gdy tranh cdi giffa cdc bén dam phén.
Dé khéng xay ra tinh trang d6, ban nén soan thdo chwong trinh
r6i dé nghi d6i tdc diéu chinh b3 sung. Sau dé cdc bén sé cing
th&ng nhdt mdt chudng trinh 1am viéc cy thé. C4ch lam nay khéng
chi gidm bt nhitng bat ngd cé thé xuit hién trong qud trinh dam
phdn ma cdn gidp ban bi€t dugc mdt vai “sy thit ngdm hiu” vé
d6i tdc dim phin.

Trong qud trinh trao d5i d€ théng nhit chuong trinh dam phén, ban
cling nén dé€ nghi d6i tdc cho bi&t thinh phin tham du cda ho d€
chudn bi dén ti€p (va d&i pho).
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7.3 Quyét dinh cdc chién thuét sé st dung

Chié€n thudt 12 nhitng hanh dong cla ban, 1a cdch ban “d6i ddp” véi
déi tic dam phdn. Mot chi€n thuit ddm phdn thudng lién quan dén
hoan cdnh va b6i cdnh cla tirng cudc dim phdn cu thé chit khong
c6 mot chi€n thudt cho moi cudc dam phén. Nhung tit ci cic chién
thudt déu phdi bd sung va phi hgp véi chién luge. Vi vAy hdy than
trong v4i tdt cd cdc chi€n thuit ma ban si dung.

Thuc hanh 21 3 phut 3

Dudi diy 1a mot s6 chi€n thuit dim phdn thudng dudc st dung:
= Né&u ban 1a ngudi ban, dé nghij cao sau dé gidm xudng tir tir. N&u ban 13 ngudi
mua, dé nghj thap sau d6 ting dan: chién thuat nay kha nguy hiém i rat c6

thé sau d6 ban khéng c6 co hdi nao dé tdng hay gidm khi déi tdc cla ban
quyét dinh rat lui.

w Khdng cudng diéu vé minh va sin phdm: thdi phéng su that co thé khi€n ban
rai vao tinh hudng “khé xi” khi di tac clia ban biét su that.

= Khi dd dat dugc thda thudn trén mot van dé, nhanh chéng chuyén qua van dé
khdc: chdn chir ¢d thé tao diéu kién cho ddi tac suy nghf lai.

m Gill 1i hita: khéng thyc hién nhitng gi ban n6i s& ddn dén nhitng nghi ngd va
nghi ngd s& dén dén khéng tin tubng, khdng tin tubng thi khdng thé din dén
mdt théa thuan.

= Biét tam ngung dlng lic: tam ngung dam phan c6 thé gilp ban 14y lai binh
finh, trong c6 vé than trong hon, va gidm “nhiét” cho qua trinh dam phén.

» Hiu r6 myc tiéu clia ddi tac tru6c khi bat ddu thuong lugng: ban sé d& dang
ban dugc hang hon khi ban biét khach hang clia minh muén mua gi.

w Khong bao gid nhugng b mot cach vo diéu kién, phai dbi lai mot diéu gi dé:
nhitng cdi gi dugc “cho khdng” theo mdt nghta nao dé thi khéng cd gid tri.
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Nhugng bo tir tir va ngay cang it hon: déi téc sé ¢ cam gidc ho da dén rat
g4n gidi han cudi clng clia ban.

D€ danh mot nhugng bd nhd cho giai doan k&t thic: mdt nhugng by nhd vao
thoi diém thich hgp cé thé mang lai k&t qua quan trong.

Dé cho ddi tac c6 cam gidc ho da dat dugc mot thda thudn t6t; 14n sau ban lai
c6 thé c6 co hoi hgp tac.

Thay d6i gi4 |2 thay d6i toan bd giao dich: d6i tac s& hiéu ring mc gid dé
nghi dd dugc can nhic k§ IuBng.

Thoi gian ludn 12 mot v&n dé c6 thé thuong lugng: thdi gian cé thé co dan.

Nh&n manh wu th& trong dé xu4t clia ban: ngudi ta ludn cam thdy d& chiju khi
nghe vé& wu th& chi khdng phai 14 chi phl.

Sir dung xdc cdm mdt céch ¢d chll ¥ nhung chan that: bifu I8 xic cdm mot
céch khong kiém soét thi rdt d& that bai.

Khai thac nhiing khodng im I&ng: im 1&ng c6 thé 14 mot phan (ng than trong
hoic dugc cin nhdc ky truéc mot dé nghi mang tinh cong kich hodc khdng
chdp nhan dugc.

Khdng qué gy 4p Iuc (ch&ng han nhu ra t6i hau th): diéu nay c6 thé dan dén bé tac.

Ban ciing cin chuin bi mdt s& chién thuit dy phong dé tiy theo din
bi€n clia cudc ddm phdn ma sit dung: “néu ddi tic ..., ching ta s& ...”
Cong ty Phuong Chi quy&t dinh dam phan dé thué ngdi nha. Qua tim hiéu
Phuong Chi dugc biét ngudi tryc ti€p dam phén s& 12 chl nha, mgt ngudi it
hoc, méi trd nén giau c6 nhd nhitng phi vu [am &n khd md hd. Mt ngudi ban
con cho Phuong Chi biét ngudi chli ndy lubn td ra b4t cdn va hi€u chién.

Thuc hanh 22 4 phut 8
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8.1

Chudn bi dam phdn

Du6i day 1a mdt vai gdi § khi ban gdp mdt ddi tac dam phén “hung hang’™

Né&u ddi tac de doa: ban nén tit chdi dam phén. Ban hdy n6i véi d6i tac
dam ph4n riing ban s& chi nhugng bd néu ho dua ra nhiing ly 1€ hop Iy, dya
trén nhitng thdng tin thyc t&. Hay chudn bj d€ rat lui.

N&u d6i tac xic pham ban: gill binh tinh, khéng ndi gidn hay lang ma ho.
Knh&ng dinh lai vi trf clia ban mot cdch r5 rang va binh tinh. Canh béo ddi tac
ring néu ho tiép tuc xtc pham ban thi két qua 12 cudc dam phén s& bj hily bo.

N&u d6i téc ng&m ngdm “ép” ban: doi khi viéc ndy dugc thyc hign rét tinh vi,
kh6 phét hién. N&u ban phét hién ra diéu do, hdy nhd ring dé chi 1a mot thi
doan. Hay canh gidc, khong dé vi bj 4p lyc ma d& dang chép thudn mot thoa
thudn hodc mdt sy nhugng b9.

NE&u d6i tac chia ré nhém clia ban dé chinh phuc: day 1a mdt thl doan khéc. Ban
hay chufin bj k§ IuBng d& dai tac khdng c6 ca hoi sir dung thi doan nay. Ban cling
c6 thé tam ngung dam phén dé giai quyét nhiilng mAu thuéin trong doan minh.

Néu d6i tac dung thil doan lifa bip: ban hay chf ra sy d6i tra clia ho, tif choi
dam ph4n theo kiéu nay. Canh gidc v6i tit ca nhiing gl ho ndi va yéu cdu bing
chiing néu ban nghi ngd ho dang bija dat.

Mat so chudn bi khéc

Dia diém dam phén

Dia diém dam phdn 12 mdt y&u t6 quan trong ma cdc nha dam phdn
phi cAn nhfc. Pon gidn 12 vi n6 c6 thé tao thudn l¢i hay giy khé
khin cho cuéc dam phan ciia ban. Dia diém dam phdn thudng dudc
chia 1am 3 loai: tru s& ciia ban, try s3 clia d6i tdc hodc mot ndi trung
gian. M3i ndi déu c6 nhitng thudn 1gi va nhitng bét 1di.

Thuc hanh 23 3 phut 3
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Thuin 1i khi dam phdn dugc ti€n hinh ngay tai try sd cda ban ¢é
thé bao gdm:

ban s& chi dong hdn d6i tic dam phan;

dia di€ém dam phin quen thudc cé thé khién ban e tin hdn;
dé dang dugc h8 trg khi cdn hon;

c6 thé b8 tri dia diém dam phén d€ tao Igi thé cho ban:

c6 thé thu x&p nhifng gidn doan mang tinh “chién hvgc”.

Nhitng khé khin ma ban ¢6 thé gip phdi khi ti€n hanh dam phin
ngay fai try s& clia minh 12 c6 thé bi 4nh hudng bdi nhitng can thiép
ndm ngodi du kién, d6i tdc ¢6 thé Idi dung nhﬁ’ng s6 hd cla ban dé
tim hi€u nhifng théng tin ma ban mudn che gidu.

Tuong tw, khi dAm phdn trén “sén khich” nhitng 1gi th€ ma ban c6
dudc khi dim phdn trén “sdn nha” s& trd thinh Igi th€ ciia “dé&i
phudng” va khé khin cia ban.

M6t dia diém trung gian 5& cong bing hon cho tit cd cdc bén dam
phdn. Nhung khi lya chon mét dja diém trung gian ban cin dim bio
né thye sy trung gian. Khong ¢6 gi tdi t& hon khi ban lua chon mdt
khach san cho cudc dim phdn clia minh rdi sau dé nhén ra ring déi
tdc cia ban chinh 1a khdch hang quen thudc ciia khich san dé. Ngoai
ra, ban cling cin théa thuin véi d3i tic v& viéc chia sé chi phi thué
dia di€m va 1§ chuc,

Bai khi ban khong duge quyén quyét dinh dia di€m dam phan, ching
han nhu cong ty ban phin mém quin 1y doanh nghiép thudng phai dam
phdn vdi khich héng ngay tai vin phong cla khich hang. Trong trung

hgp dé, ban cling can c& ging lam t4t ca nhitng gi ¢ thé d& gidm the
bit lgi cha minh. Dl dam phdn & dau, ndi dam phan phai 1a noi:

ban cdm thdy thodi mdi ¢ vé thé ch4t 1in tinh thin;

ban c6 th€ nghe dude mét cdch 15 rang todn b nhitng ndi dung
dam phén;

c6 tit cd cdc trang thi€t bi ma ban cAn, ching han nhu dén chiu, bing,...;

kin d40 va an todn d€ ddm bio hiéu qud ciia cubc dam phén déng
thdi bdo mait théng tin;

thuén tién cho viéc di lai (néu ban phdi nghi dém tai khich san thi
nén chon & gin noi dim phén).
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8.2 Vi tri trén ban dam phan

Ban ciing can xdc dinh vi trf clia cdc thanh vién trén ban dim phdn.
Céc thanh vién trong doan dim phdn cin ngdi & nhitng vi tri thich
hgp v4i vai trdo clia minh. Ngudi ta ciing thudng cin cd trén vi tri |
clia nhitng ngudi tham gia doan dam phédn cla d6i tic dé xdc dinh *
sém vai trd cla ho.

Thuc hanh 24 2 phit 3

.........................................................................................................

Néu ban 1a trudng doan dam phdn, ban nén ngdi & vi tri:

m gin nhitng thanh vién ma ban cin trao d8i hoic ban bac trong qua
trinh dam phdn;

m gin hoic ddi dién vdi nhitng ngudi (thudéc nhém déi téc) hay giy
kh6 khin cho ban nhit d€ ban c6 thé giao ti€p bing mit véi ho trong
khi néi;

w dé giao ti€p bing mdt vdi nhing thanh vién chi chdt trong doan
dam phédn ciia d6i tdc cling nhu cia doan minh.

8.3 Phong cdch dam phdn

Phong cdch dam phdn ciing 1a m6t loai “vi khi” ma cdc nha dam
phian thudng sit dung, lua chon phong cdch dam phédn 1a mdt quyét
dinh mang tinh chi€n lugc. Ban c6 thé theo nhitng phong cich khic
nhau trong nhitng cuéc dam phdn khdc nhau, phé trudng hodc deé
dit, quy&t liét hodc thd o, cdi md hoic kin ddo, thu dong hoic hi€u
chién, thin thién hoic thi dich.

Nhung lua chon phong cdch dam phédn 12 m6t chuyén, thé hién phong
cdch d6 lai 1a mdt chuyén hoan todn khdc, nhdt 1a khi ban phii d6i
mét v8i nhitng 4p lyc tir phia d&i tdic dAm phdn. Do d6, ban cin lva
chon mot phong cich dim phdn ma ban cdm thdy thodi m4i va khi
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phin vai cho c4c thinh vién cin ddm bio ring vai trd dé phu hdp
v6i phong cdch ty nhién cda ho. Hiu hét moi ngudi déu “dién”
t8t vai gdn gi6ng v8i bian chd't ty nhién cda ho. That khé d€ mot
ngudi vén c6 vé mit biéu cdm phii ra vé& phdt tinh va phdi duy tn
vé mit d6 trong mét th¥i gian dai.

Di theo phong c4ch ndo, ban cling cdn phdi:

m suy nghi thiu ddo;
® cin thin; vi
® binh tinh,

8.4 Cdc 1ai ligu cén thiét

Cé thé ban cin dem theo tii liéu d€ chitng minh, thuy&t phuc d6i
tdc dam phdn hodic hd trg cho viéc trinh biy cla minh. Hiy liét ké
tdt cd nhitng tai liéu cin thi€t dé ddm bdo ban khéng bd sét.

Dé&n diy, hin 13 ban di bi€t ré phdi chuin bi nhitng gi va chuin bj
nhu th€ nido cho mét cude dim phdn. Trong phin ti€p theo chiing
ta s& nghién cifu viéc thuc hién dam phdn va ban s& hiéu 15 hon ¥
nghia cla viéc chudn bi. Con bay gid, ban hiy hoan thanh bai tip
ty dénh gid 2.

Hay tu dénh gis 2 15 phut &

Ban hdy phdn tich nhitng Gnh huéng dim phdn dudi diy vi trd 13i
cidu hdi bén dudi.

Ong Phat la gidm déc clia cong ty duoc phdm Phét Dat. Ong dang tham gia mot
cude tridn [Am qudc t& vé thidt bi nganh dugc & Chau Au va tinh cd duoe bist cb
mdt may dong géi cli dang dugc rao bén véi gid rat hip din, chi bing 1/3 gi4
cha mdy mdi ciing loai. 6 12 mdt cai may méi sir dung duge 2 nam, ngudi
ban cho bi&t ho mudn b4n d& mua may cong sudt |6n hon. May déng g6l clia
Phat Dat d3 qué cli, vi viy sau khi thué ngudi kifm tra may ki iuGng va thu
thap théng tin v& ngudi ban, ng Phat quyst dinh ngdi vao ban dam phén.

Ban nhan xét nhu th€ ndo v& phin chuin bi cho dim phén cda 6ng Phat?
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.........................................................................................................

.........................................................................................................

.........................................................................................................

.........................................................................................................

2 Vinh Hoa 14 nha san xuit d8 nhya gia dung cé uy tin [Au ndm trén th
trudng. Do tinh hinh canh tranh ngdy cang gay g4t, ndm nay cdng ty quyét
dinh thué mdt céng ty tu v&n thigt k& cac chuang trinh marketing chi khéng
ty 1am nifa. Chj Vinh, trudng phdng kinh doanh, 48 ddm phan v6i 3 ¢bng ty
tv v&n réi nhung déu th4t bai. V&n dé ma chi g&p phdi 12 khéng thba thudn
dugc gi4 cd. CA ba céng ty d8u dua ra muc chi phf cao hon gidi han ma
cong ty dit ra qua nhiéu.

Theo ban, chi Vinh cdn 1aim gi d€ trinh dudc van dé€ nay?

3 Theo qui hoach clla Thanh phd, xubng co khi clia Thanh phi di chuyén ra khu
vyc ngoai 6. Sau mot thai gian tim kiEm dia diém dé di ddi xubng, anh da
chon dugc mdt chd rat Iy tubng: phi hgp voi nhu cdu cla anh va lai ¢6 kha
n4ng sinh 13i cao. Anh d chap nhan mua khu d&t mac du gidy t& phép Iy cla
n6 chua hoan chinh. Sau khi mua Thanh méi nhén ra rdng ddng IE anh
khéng nén mua vi rdi ro qué I6n.

Anh Thanh di mic phai sai 1dm gi?

.........................................................................................................
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4 Céng ty Song HAng dang dam phan vdi hang sdn xuit db choi tré em E-
TOY dé duge cung cap binh 4c qui cho san phdm xe 8 t6 dién mdi. Doan
dam phan cla Séng Hang cb 4 thanh vién: Minh la truding phong kinh
doanh, Tun va Phong 12 2 nhan vién k¥ thuat, va Hing thu ky clia bd phan
kinh doanh. Tuin va Phong chiu trach nhigm gidi thich cho d6i tac vé cac
vin dé lién quan dén ky thuat. HAng chiu trach nhiém ghi cheép lai t41 ca
ndi dung thao lun. T4t ci nhing viée khac do Minh - trudng doan — dam
nhiém.

Ban nhan xét nhy the nio vé cich t& chie doan dam phédn cia Song
Héng?

.........................................................................................................
.........................................................................................................

5 Hung va Diing clng gép v8n d& m& mot cdng ty trach nhiém hiiu han 2 thanh
vién. C8ng ty d3 hoat dgng duge 5 nam va dang hoat dong tét nhung Diing
muBn rit lai phan von gép clia minh d€ dau tu vao mdt dy dn khac. Hung dam
phan véi Diing d& mua lai phdn vén gop clia Ding. Cudc dam phan di dién ra
trong mét quan bar va két thic biing mot cudc du da. Ding I€ phi théng
nhat véi nhau vé gid tri ciia cdng ty thi Hung va Diing dd tranh cai vé dong
g6p ciia mBi bén cho sy phét trién clia cong ty. Hung cho ring Ding chi (2
ngudi gop vBn can toan bd vige didu hanh va quan Iy cong ty 13 Hing. Hung
con dem nhiing chuyén riéng tu cia Diing d€ ¥ing ma anh. Ngi gidn, Ding
cadm vd chai ném Hung.

Diing di mic nhitng sai 1dm gi?

.........................................................................................................

Ban c6 thé tham khdo cdu trd 181 8 phin Pdp dn cdc bai iy ddnh
gid @ cudi cufn sich.
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10 Suy ngam

cifu va nghi xem ban sé 4p dung ching vio thuc t&€ cong viée cia

-é_gs Biy gid ban danh 5 phit ¢€ suy ngim nhitng van dé vira nghién
ban nhy thé nio? Hiy viét ra nhiing suy nghi clia ban:

A!Téi di hoc duge ...

..................................................... Ap dung khi nao?

Ap dung diéu d6 & cong viéc nio?

A!1Téi da hoc dugc ...

Ap dung khi nao?



Phan C
Tién hanh 1 Dén nhap
ﬂam phén Abraham Lincohn, mét trong nhitng Téng

théng vi dai nhit clia nudc My néi ring néu
cho 6ng tdm gid d€ chit mot ciy 16n, 6ng
s& danh dé€n sdu gid d€ mai riu. Véi quan
di€m d6 thi ngudi dam phdn cin phai danh
phin 16n nd Iyc cho giai doan chudn bi.

» Ddn nhap

Ban bit diu cong tdc chudn bi bing cdch ty
. Md dau héi minh mong muén mot k&t qui nhu thé
nao tr cugc dam phdn va nhu cau thit sy cia
minh 1a gi. Ti€p dén, ban thu thip thong tin
w Pé nghi thi trudng d€ xdc dinh tinh kha thi cia muc
ti€u dé ra dong thdi tim ki€m cdc gidi phap
ddp @ng nhu cau. Trudc khi dam phén véi
mot ddi tdc cu thé, ban ciing xdc dinh mot
phuong dn thay thé& t6t nhi't cho cudc dam
m T6m tdit phdn d6. Hi€u minh réi, ban ti&p tuc tim hiéu
déi tdc dam phdn cda minh. Ban thu thip
thong tin d€ phdn dodn muc tiéu dam phén
cla d6i tdc va tim hi€u nhitng ngudi s& dam
phdn v@i ban. Trén cd sé nhing théng tin
nay ban lya chon cho minh cdc chién lugc,
chién thuit sé& sit dung trong dam phén sip
tdi. Ngoai ra, ban khong quén chi y dén
nh@ng chi ti€t nhé nhung khéng thé coi
thu®ng trong dam phédn, d6 1a viéc lva chon
dia di€m, sdp x&p chd ngdi va phong cich
ban s& thé hién trong dam phan.

» Trao déi thong tin

m Thuong luong

w  Két thiic dam phdn

® Suy ngdm

Giai doan Chudn bj da xong, gid diy ban
da sdn sang Hanh d¢ng. Trong phin nay
ching ta s& tim hi€u cdc giai doan ti€p theo
clia qud trinh dam phdn bao gdm trao déi
thdng tin, dua ra dé€ nghi, thuong lugng, va
két thic dam phdn. Khi hoc xong phin nay,
ban s& c¢6 khd ning:

® gidi thich nguyén tic md ddu mot cudc dam
phdn;
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nhin bi€t mdt s& tin hiéu cho biét thdi diém dua ra dé nghi;
mb td cach dwa dé nghi va nhin mot dé nghi;

md tad phuong phdp 1am cho dé nghi cla ban hdp din hon ma khong
thyc sy ting gid tri clia né;

md td mot s& chi€n thuit thuong lugng cd bén;
nhan biét thdi diém thich hgp d€ két thic dim phén.

2 M6 dau

2.1

Pi dén lic ban ddi dién v6i di tdic dam phdn, xdc 14p mdt b6i cdnh
phit hgp ngay tir ddu 1a quan trong. P& c6 mdt sy khdi ddu tSt dep
ngudi dam phdn cin ty tin, tin tudng vao bdn thin cling nhu nhitng
k&t qud minh muén dat dudc.

Thuc hanh 25 2 phit &

Ba budc diu tién d€ md diu mot cudc dam phdn la:
chio hoi;

tim ti€ng néi chung; va

thong nhi't chuong trinh dam phén.

Chao hoi

Chao héi 12 mot nghi 1€ binh thudng trong moi cudc gip gd. Chiing
ta mim cudi, hdi tham, bt tay,... thit 1A don gidn! Nhung c6 nhitng
nha dam phan da phdi trd gid d€ hi€u dugc chao hdi khong don gidn.
L3i néi ciia ban, cif chi clia ban c¢6 thé khi€n d6i tdic dam phan hiéu
sai vé ban va hinh dong mdt c4ch tiéu cuc.
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M@t trudng phdng thu mua k€ tai: T6i dai dién cho ¢dng ty ddm phan v&i mot
nha cung cdp. Phia nha cung cap gém c6 3 nguisi: gidam déc, trung phdng
kinh doanh va trubng phong sin xudt. Cuc dam phan diln ra tai tru s cla
nha cung c&p. Khi 16i vira budc vao phong, 6ng giam déc nhin mét héi réi noi:
“Cong ty cif ngudi tré dep thé nay thi bén anh cdn dam phén gi dude nifa, em
clr dua hdp ddng 12 ky théi.” Ciing ¢6 thé 13 mdt cau dia v, nhung cdi Nhin  gees
clia 6ng dy dudng nhu coi thuding t6i. Cufc dam phan sau dé rat cing thang vi

ti cam thdy khdng c6 thign cam véi dng ta. .

C6 nhitag hanh ddng, 151 néi wing chitng nhu rit binh thudng nhung
trong mdt hodn cdnh ndo dé né lai 12 difu khéng th€ chdp nhan duge.
Thong thudng, nhitng viéc ban nén lam khi chao hdi la-

= budc vao phong dam phdn, khong cdm vit gl bén tay phai;
m chi déng bdt tay d6i tdc ngay;

m biy tay chdc vi nhanh nhung khong si€t chit qu4;

® mim cudi mdt cdch cdi md nhung khdng gudng ép;

m nhin thing vio mit d&i tic;

= [ing nghe 13i chio clia d8i tdc va ddp lai.

Khi thue hién nhitng nghi thitc x4 giao ndy, ban cdn lvu § y&u 18
vin héa clia d&i tdc ddm phan. Ching han nhu véi nhidu nuwéc chiu
A thi bit tay khong phai 12 mdt nghi thic chio héi.

2.2 Tim tiéng ndi chung

Khi hai bén dd ngdi vio ban dim phdn, ban nén sit dung nhifng
gidy phit ddu tién d€ xay dung biu khéng khi thudn 1¢i cho cudc
dam phén: tin cdy va 1y tin, Cdc bén dam phdn nén bit diu bing
viée trao ddi nhitng chi dé don gidn, ching han nhv tin tic thdi s,
tinh hinh thdi ti€t, tin thé thao, phim 4nh, cdc hoat ddng vin hoa,
tinh hinh gia dinh, s& thich, v.v... N&u d6 13 14n gip g8 ddu tién thi
ban ¢6 thé st dung nhitng phiit dae d€ tim hiu thém théng tin vé
déi tdc, ching han nhy doanh nghi€p c¢é bao nhiéu nhin vién, thanh
lap t¥ khi ndo, linh vyc kinh doanh. Trao d8i xung quanh nhifng
vin dé nay gidp ban va d&i tic dam phdn trd nén gin giii hon. Cin
chd ¥ 1a khéng nén qud On io hodc qud 0 md vi né sé tao ra 4n
twgng xiu.
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2.3 Théng nhét chuong trinh dam phan

Tim dugc ti€ng néi chung gitip ban dé dang chuyén tit nhitng nghi
18 mang tinh chit xd giao sang phin ndi dung chinh cia cudc dam
phdn. Ban hodc d6i tdc s& gidi thiéu chuong trinh dAm phdn ma cic
bén di thong nhit trude d6.

Thuc hanh 26 3 phut &

Khi bit diu dam phdn, cic bén tham gia cAn phdi hiéu rd ho s& dam
phdn nhitng vin dé gi. Muc tiéu clia mdi bén c6 thé khic nhau nhung
vin d& dam phdn ciAn dudc néu ra mdt cich 16 rang ngay tir dau.

M3i bén sé néu rd vdn dé dim phédn theo cdch nhin clia minh va
1dng nghe cdc ddi tac khdc trinh bay vin dé theo cdch nhin ciia ho.
Sau d6, cdc bén cin thong nhit vé& nhitng vin dé sé thdo ludn. Vi
vdy, néu ban 12 ngudi gidi thiéu chuong trinh, hdy ddm bdo ring
ban cung cip cho ddi tdc dim phdn nhitng thong tin sau mdt cich
rd rang va ngin gon:

m 1y do ban dén véi cudc dam phdn nay;

® nhifng vin dé ma ban nghi 1a cin phdi thdo luin;

® ban muén thdo luin nhitng van dé d6 theo trinh ty nio;
m uGc tinh thdi gian cia cudc dam phan.

Vi ban ciing nhd hdi cdc ddi tdic xem ho c¢6 nhit tri vé vin dé dam
phdn v chudng trinh 1am viéc khéng. N€u ban 12 ngudi dén nhin
chudng trinh, cin t6 thdi d§ thin thién d€ tao khong khi ddm phdn
thit thodi m4i. Hiy 1ing nghe ddi tdic d€ xem c6 di€m nao nim ngoai
dy ki€n clia ban khéng va né c6 dnh hudng nhu th€ nio dén k&
hoach ciia ban. Duéi diy 1a mot vi du vé chuong trinh dam phédn.
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Béy gid t6i xin trinh bay vé chuong trinh l1am viéc. Nhu qui vi d biét, ching
t6i d@ mua phdn mém quan trj cla GS 3 théng trudc. Tuy nhién, trong qua
trinh st dung ching t6i phat hién ra phdn mém c6 18i. L&i nay anh hudng rét
I6n t6i khach hang cla ching t6i trong khi d6 thi viéc khic phuc sy cd rat
cham. Trong cudc hop hdm nay, ching t6i mudn thao ludn véi GS vé van dé
thai gian khdc phuc sy c6, chat lugng clia phdn mém, va viéc hudn luyén sir
dung. Tru6c tién ching ta sé thdo ludn vé chat lugng clia phdn mém va thyc
chét clia Ii phét sinh. Sau dé chiing ta s& thao luan qui dinh vé thdi gian khic
phuc khi ¢ sy c. Cudi cling ching ta ban bac vé van dé hun luyén sir dung
phan mém. Cuc hop dy tinh s& kéo dai 3 gid. Céc vi c6 ¥ kién gi vé chuong
trinh 1am viéc nay khdng?

Trao ddi théng tin

Trao di thong tin 1a giai doan thit 2 trong qui trinh dam phdn. Trong
giai doan déu tién, giai doan chuin bi, ban di tim hi€u d6i tdic dam
phdn ctia minh thong qua nhitng kénh thong tin gidn ti€p. Giai doan
nay chinh 12 cd hoi d€ ban tim hiéu d6i tic mot cdch truc tiép.

Thuc hanh 27 3 phit 3

Ban da chon nhirng 6 ndo? Hy vong 1a ban dd dénh diu vio 6 diu
tién va hai 6 cudi cing. Ban cin thong tin vé& d6i tic va d6i téc ciing
mudn bi€t thong tin vé ban. Hi€u bi€t 1in nhau 12 mot didu kién
quan trong d€ c6 th€ dam phén thanh cong. N&u ban mudn che gifu
thong tin thi d6i tic cia ban ciing sé e d&¢ khong mudn cung cip
thong tin. Nhitng ciu hdi gidn ti€p, vong vo ciing ¢6 thé khi&n d6i
tic ciia ban “cdnh gidc”.
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Chia sé théng tin tao ra sy tin ciy giifa ban va ddi tdc. Viéc ban
1{ng nghe va ghi nhin (chd khong phii déng ¥) nhitng nhu ciu cda
d3i tic th€ hién tinh thin hop téc clia ban. Ban nén s dung nhilng
phiit trao d6i nay nhu mdt cd hdi dé:

nhin bi€t nhitng nhu cdu ciing nhu nhitng gii han cia d8i téc;
ki€m tra nhitng gid dinh cda ban vé d&i tdc;

gdy inh hudng, thuy&t phuc v cung cdp cho d6i tdc nhing théng
tin cdn thi€t;

thim dd nhitng myc tiéu quan trong clia 461 tac.

Tuy nhién, ban cAn phdi cAn thin, khéng nén qud huénh hoang vé
minh hoic qué td md vé d8i tdc bdi vi diéu 6 c6 thé giy &n tugng
x&u. Ban cin trao ¢8i thdng tin mdt cdch xiy dyng, khdng chi trich
hodc chdm choc ddi tdc. Dit ciu hdi trye ti€p, san khi hdi xong gilt
im 13ng d€ nghe ciu trd 18i. Ban ciing c4n thudng xuyén té6m tdt lai
nhifng théng tin thu nhin dudc.

Dudi diy 13 mdt doan trich trong cude thdo ludn gilta cdng ty GS va
khdch hing (KH) ciia minh:

GS: Xin cdc 6ng md tA rB hon vé 181 phin mém dé ching t8i c6 thé xdc dinh
ding nguyén nhén.

KH: Nhitng thdng tin vé lugng hang t8n kho, cac khodn phai thu, phai tra cla
cac nha phan phdi khdng chinh xac. Nhigu khi khach hang da thanh todn, k&
toan da nhap dif liéu vao hé thBng nhung hé theng van khdng trit vao khodn
phai thu khi&n chang 101 thong tin sai tdi khdch hang.

GS: L8i nay c6 xay ra v6i tit ca cic khich hang khong?
KH: Khong, khong phii tat cd déu sai.

GS: C4c nhin vién k& toan cla cong ty ¢6 cdm thay thodi mai khi sif dung
phan mém khdng?

KH: Ho cho riing phdn mém qué phdc tap mét cach khdng cdn thiét. Ho thich
hach todn theo qui trinh ¢l hon.

@S: Céc 4ng c6 nghT 13 c4n huan (uy&n thém cho nhén vién vé qui trinh hach
todn méi?

KH: Didu d6 cling c4n thigt nhung ching 18i cdn mot phin mém khang 151 trutic.

GS: Nhu vay, 181 phdn mém mA c4c Ong a4 dé cap lign quan dén nhitng théng
tin khng chinh xdc trong céc bio cdo. LAi nay khdng xdy ra thuding xuyén.
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Céc nhan vién k& todn cam thay viéc sif dung phdn mém qué phic tap. Xin
cac 6ng cho biét cdn cd van dé nao khac nita khong?

KH: Tru6c mét thi ching t6i chi thdy nhiing van dé do thoi.

GS: Chang i hiéu ring didu quan trong nhat déi véi qui vi 1a mot phdn mém
dam bao khong I18i. Trén co s& nhiing thng tin ma quf vj vira cung cdp, chiing
t0i e ring nguyén nhén cé thé ndm & khau nhap di liéu.

Ban c6 nhdn thdy 12 GS da dit cdc cdu héi tryc ti€p d€ tim hi€u van
dé ciing nhv mong muén thyc sy clia khédch hang khéng? C4ch ti&p
cin cla GS thé hién nd lyc gidi quyét vdn dé. Thong qua céc ciu
hdi, GS cling ki€m tra dugc gid dinh cia minh vé nguyén nhéin
(khdng phdi 12 18i phAn mém ma 12 18i clia ngudi sit dung). GS ciing
tém t4t thdng tin truéc khi dua ra nhin dinh ciia minh.

4 D& nghi

Pé nghi lu6n 12 mot y&u t6 quan trong ciia moi cudc dam phén. D6
12 con dudng ma ban va d6i tdc cAn phdi di d€ dat dudc thda thuln.
D€ sit dung con dudng d6 thanh cong, dé nghi ciia ban cin:

dugc dua ra ding lic;
dugc trinh bay rd rang, ngdn gon va ty tin;

thé hién mong muén dat dugc thda thudn.
Xéc dinh thoi diém thich hgp

Thuc hanh 28 2 phut 3

Mot s8 ngudi mubn d€ d6i tdc dwa ra dé nghj trudc trong khi nhitng
ngudi khdc lai muén 12 ngudi dua ra dé nghi truéc. Bén dua ra dé
nghi truée c6 1¢i th€ 12 lya chon dugc thdi di€m thuin 1gi nhit cho
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dé nghi cia minh va dugc quyén dit mic ky vong. Ngudc lai, néu
ban chua chudn bi k§ va sd bi “hé” thi ban s&é mudn chd ddi tdc
dua dé nghi truc. Ban nén thin trong khi quyét dinh gi tri trén co
s& dé nghi clia d6i tic vi 1am nhu vdy c6 nhiéu rdi ro. T6t hon hét
12 ban cin chuin bi k¥.

Né€u tat cd cdc ddi tic dam phan déu chudn bi k¥, viéc bén nio dua
ra dé nghi truéc khong phdi 1a vin dé quan trong ma thdi di€m thich
hgp dé dua ra d& nghi. Néu ban dua ra d& nghi qud sém, di tic sé
cho ring ban mudn “ép” ho hoic ban dang & th€ bat Igi. P& nghi
nén dudc dua ra vao thdi diém cd hai bén d6i tic di phdn dodn dudc
vin dé. Mot dé nghi dugc dwa ra d€ hoa hdp 1¢i ich ciia cdc bén
v6i chuin muc di dugc dua ra s& c6 nhidu khi ning duge nhin nhin
nhu mdt nd lyc mang tinh chit xdy dung.

Thuc hanh 29 3 phit 3

Nhitng ngudi dam phdn c6 kinh nghiém cho ring c6 nhitng tin hiéu
cho biét da dé&n lic dua ra d& nghi, d6 1a tin hiéu cho thiy d6i tdc
sdn sang xem xét lai nhitng diéu kién ciia minh. Cdc tin hiéu d6
thudng thé hién bing nhiing thay d&i trong ngdn ngik ma déi tic si
dung, tir dit khodt sang ludng lu, ching han nhu ti “khéng thuc
hién dugc” sang “khé ma thuc hién dugc”.

Déi khi, cdc tin hiéu d6 khong thé hién thong qua 13i n6i ma thong
qua nhitng cit chi, diéu bd. Vi vdy ban phdi ling nghe, quan sit,
xdc nhdn lai khi cdm thdy chua r6. Dudi diay 1a mot s6 vi du cla
nhitng tin hiéu dé:
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Tin hiéu

Y nghia

Ching t6i cAm thay kh6 c6 thé hoan thanh
kip thoi han do

Khé khéng c6 nghia 1a khong thé

Cach bo trf ddy chuyén san xudt clia ching
t6i khdng phii hgp véi yéu cdu nay

Nhung n6 c6 thé thay déi

Toi khdng dugc phép quyét dinh & mitc gia nay

Hoi sép clha toi

Chang t6i thudng khéng dd hang

Vay ai thudng 1am viéc do6?

Céng ty ching tdi khdng bao gid thuong lugng
vé gié

Ching t0i mudn thuong lugng vé nhiing
gi ching t0i s& nhan dugc v6i miic gia do

Chiing ta c6 thé thdo luan van dé nay sau

V&n dé nay cé thé thuong lugng

Chang tdi khéng dinh thao ludn vé van dé d6
vao lic nay

C6 thé 1a ngay mai

Ching t6i khong thé sin xuat dugc lugng
hang dé trong thdi han yéu cu

Ching t6i mudn thuong lugng vé gia,
thdi han, diéu kién giao hang, chat
lugng, s6 lugng

Chinh sach clia chiing tdi 12 khéng giam gi4,
ma néu c6 giam di chang nia thi cling khéng
nhiéu hon 10%

Ching t6i sé giam 5%

Thuc hanh 30

2 phit 8

Ban khong nén thu doéng chd dgi tin hiéu tir phia déi tdc, déi khi
ban phdi phdt tin hiéu d€ c6 dudc tin hiéu ti¥ phia d&i tic dam phan.
Sau khi thdo luan, GS biét khach hang mudn GS dam béo chat lugng phan
mém trudc khi xem xét cac y€u t6 khac nhu qui trinh nhap di liéu va k¥ ning
cla nhén vién. Thao ludn da lau nhung khdng c¢6 tin hiéu nao cho thdy khach
hang sin sang ti€p nhan dé nghi. GS quyét dinh phat tin hiéu trudc: “N&u cac
6ng chdp nhan cho ching tdi kiém tra lai qui trinh nhap di liéu thi ching toi
s& xem xét diéu chinh dé phdn mém dé sit dung hon”.
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4.2 Pua ra dé nghj

Hin 12 ban ciing 44 chufn bi d& nghj cia minh 6 trwdc. Tuy nhién,
tuy theo nhitng théng tin ma ban vira thu thip dude trong giai doan
tim hi€u, ban ¢ thé diéu chinh lai cho phd hdp. N&u ban 13 bén
dwa ra dé nghi trude, cAn ddm bio ring d& nghi ciia ban:

c6 chira ché cho thuong lugng: gidng nhu ngudi bin thudng néi gid
cao han mot chit d€ ngudi mua trd gi4;

khdng bd sét bét cif von dé nao, ching han nhur diéu kién bio hanh,
phudng thite thanh to4n, van chuyén;

th€ hién r3 nhitng difu kién di k&m véi né: “Ching 8i s& chiju chi
phi van chuyén n€u nhu quy vj thanh todn ngay khi 44t hing.”

KHONG bao gdm bt ky su nhugng bd, loai trt, ciing nhy nhitng
di€u kién khéng thuc t& hodc qud uu dii ndo. Vi du: VI sy hop téc
lau dai, chiing 61 s€ danh cho qui vi mdt wu dai dic biét 12 gidm
10% chi phi van chuyén. Ching t4i chi dianh wu dii niy cho nhiing
khiach hing dic biét

P& nghij cla ban nén bit ddu bing nhirng diém d& théng nhit trudc.
Né&u ban cho ring d& nghi clia bén minh c6 th€ dugc didu chinh
trong qud trinh dam phdn, hdy thim dd nhitng dé nghj khdc. Ching
han nhy: “N&u 6ng/ba ... ching t8i s& can nhic...” “C6 thé ching tdi
$& cdn nhic kha ning...”

Ban ciing nén dv dodn nhitng phdn tng c6 thé cé tir phia d&i tdc va
chudn bi dé d6i ddp. Sau khi dua ra d& nghi, ban cin sin sing d€ trd
161 nhitng cdu hdi ciia d8i tdc. Hiy gidi thich d& nghi cia minh thét &
rang. Cubi cling ban hdy tém tdt lai d& nghi ciia minh va d& nghj d5i
tdc phdn hdi lai: “Quy vi nghi th€ nio néu ching t6i dé& nghi...”

4.3 Nhin dé nghi

Né€u d6i tdc 12 ngudi dua ra @ nghi trvde, hiy 1dng nghe dé nghi
ctia d6i tdc, khong c4t ngang khi ho dang tinh bay. N&u ban cim thdy
chua 15 vé vin dé gl d6, hiy dgi cho d&n khi d8i téc trinh by xong.

Quyén 1a nhan vién kinh doanh cita mt cong ty thit k& ndi that. C6 dang
dam phan v6i mdt khdch hang vé hgp dbng thigt k& ndi that cho vin phang.
Ho dé nghi c sira fai mdt sd chi tiét trong bin thigt k&, bao gém thay d8i mau
son & khu vifc dén khdch, thay d6i chidu cao clia hé th8ng 1l trung bay trong
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phdng khach. Quyé&n cam thay nhiing yéu cdu clia khach hang that khong thoa
dang, mau son s& khién cho bd mat clia vdn phong c6 vé u ém va tl trung bay
thap s& tao ra nhitng 18 hdng khong hgp Iy trong phdng khach.

Thuc hanh 31 3 phut &

Ban c6 cho ring minh s& thing thin dua ¥ ki€n ngay khéng? Hin
12 khi dva ra nhitng ¥ tudng thi€t k&, ngudi thi€t k&€ di c& gdng dua
ra mot miu thi€t k&€ dep nhit, d4p ¥ng nhu cdu cla khich hang nhit.
Tuy nhién, rit c6 thé ngudi thi€t k&€ chua hi€u hét vé nhu cdu cla
khach hang. Vi thé, trong trudng hgp nay, néu Quyén phin hdi ngay,
cd s& bd qua co hdi dé tim hi€u nhu cdu thuc su cda khich hang
sau nhitng dé nghi d6. Ban khong nén cho ring minh phdi c6 trich
nhiém “ddp lai” ngay. N&u cdn thi€t, ban c6 thé dé nghi tam dirng
dam phdn dé€ thdo luin, nhung ban cin han ch&€ dén mic thip nhat
viéc sit dung chién thuét nay.

Trudc khi phdn hdi ban cdn suy xét dé nghi ciia ddi tic, hi€u rd
nhitng ndi dung clia dé nghi va 1y do tai sao ddi tdc lai d& nghi nhu
viy. Pirng ngai dit cAu héi n€u ban can lam rd hodc mudn biét chi
ti€t hon v& mot diém nao d6. Pit ciu hdi ciing 12 cdch gidp ban tri
hoin phdn hdi clia minh truéc dé nghi ciia d&i tdc. Ngay cd khi da
bi&t cAu trd 13i, nhidu ngudi dam phdn vin dit cdu héi d€ thim do
y dinh va 1y 1& cia ddi tdc.

Thuc hanh 32 2 phut 8
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.........................................................................................................

P& khai thdc thém thdng tin v& d& nghi, v& nhitng mong mudn va
nhitng gid dinh cda d8i tic mot cach khdn khéo, cdc nha dam phén
thudng st dung cdu hdi thim dd dudi 3 hinh thic:

cdu hoi md: loai cdu héi ndy khién d&i tic d& ding néi ra nhitng
quan di€m va suy nghi cda minh nhd d6 ban ¢6 thé ki€m tra dudc
mét vin dé ndo d6 hoac nim bit dige tinh hinh. Vi du:

» Xin b2 cho biét nhitng yéu ciu cu thé 1a gi?

» Tai sao 6ng lai cho rdng phuong 4n d6 13 khong khi thi?

= Ong d3 quy€t dinh nh the nao vé didu kién thanh todn?

cau hdi ddng: loai cAu hdi ndy gitp c6 dwgc nhitng thdng tin cu thé,
nhd dé ban c6 thé tp trung vio mét vin dé nao d6. Vi du:

= Khi nao cong ty cin ban giao mit bing?

= Dia diém giao hang & dan?

» N&u ching 16 tiéu thy s& lugng 16n, mic chidt khiu t6i da ma
cdng ty dé nghi 12 bao nhiéu?

cdu héi xde nhin: loai cdu héi niy duge st dung dé gitip ban hiéu

chinh xdc y clia ddi tdc. Vi du:

= C6 phdiy ba 13 vin d€ d6 vugt qud thim quyén quyét dinh
cia ba?

= Né&u t6i khdng nhdm thi quy vi dang cin fim mdt nhi cung cip
diang tin cdy hon?

Ban nén sit dung ciu hdi md thudng xuyén, dic biét Ia trong phin
ddu cfa cuge dam phdn. Cdu hdi déng thudng duge sit dung sau
khi ban nhén dudc cdu trd 131 cho mdt ciu hdi md. Cau hdi xdc nhin
nén dude sit dung tridc khi ban tdn thinh nhilng mong mudn hodc
nhitng dé nghi cia d6i tdc hoic trwde khi d& nghi mét phuong 4n
thay th€. Chiing ta hdy xem cdch Quyén sit dung cdu hdi.

Quy&n: Ba mudn t0 trung bay cao bao nhigu?

Khdch hang: Vira tdm vdi 12 dugc réi. Theo thist k& clia ¢d, mdi khi mé 1l chic
13 phai bic thang.
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Quyén: Ba khdng mudn dung ngan tli trén cao dé c4t gilr nhiing tai liéu it khi
dung dén?

Khach hang: Khéng, t6i c6 phong kho dli rdng rdi, hon nita dung tai liéu thi
cdn gi 1am ti cho ton kém.

Quy&n: C6 phai ba mu6n gidm chiéu cao clia ti dé gidm bét chi phi?
Khéach hang: Bang vay, t6i mudn chi phi hgp ly.

Pit nhitng cdu héi chua dd, ban cdn phdi ling nghe nhitng ciu trd
13i mot cdch hiéu qud. Ban thudng 1am gi d€ ling nghe hiéu qua?

P& ling nghe hiéu qua, ban cin tip trung va thuc hién nhu sau:
giao ti€p bing mit vdi ngudi néi;

khuyén khich ngudi néi bing cd 13i néi (2, vdy hd, t6i ciing nghi
vdy,...) va hanh dong (git diu, mim cudi,...);

khong cdt ngang;

dat cdu hoi.

Thuc hanh 33 4 phit 3
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N&u ban lya chon cdch thi hai, ching t6i ddng ¥ véi ban. C4ch phédn
h6i thit nhat khi&n déi tdc c6 cdm gidc 1a ban chéng lai ho ma khong
chiu hi€u nhu ciu cia ho. Céch phdn héi thit hai thé hién su quan
tdim cda ban d6i vdi nhu ciu cla d6i tdc, ban di tim hi€u, di c6
ging ddp d@ng va dua ra nhitng phudng 4n thay thé.

Khi phdn héi lai dé nghi cda ddi téc, ban hiy bt ddu bing cich
téom tit lai d€ nghi clia ho, néi 1&én nhitng di€m ma ban thich va khong
thich trong dé nghi d6. Viéc nay c6 thé gitp ddi tdc chudn bi mot
dé nghi khdc. D& nghi ciia ban ciing cin ddp @ng nhitng yéu cdu
nhu khi ban 1a bén dua ra dé nghi trudc. Ngoai ra, dé nghi cia ban
nén dya trén cd sé dé nghi cda ddi tdc. Vi nhitng di€ém ma ban
khong thich trong dé nghi cia ddi tdc, ban nén dua ra nhitng phuong
4n thay th&. Phan hdi t& nhat Ia chi phd nhan dé nghi ciia 46} tac
ma khong dua ra duge bit cif gidi phdp nao!

Hay nhé ring ban khong nhat thi€t phdi chdp nhin dé nghi diu tién
cla d6i tdc. Ho, ciing giéng nhu ban, di bao gém ci mot khodng
danh cho thuong lugng trong dé nghi cia ho.

Trong qué trinh nay, ban cin thé hién thdi d6 bgp tic chit khong
phdi canh tranh. Thdi d§ canh tranh sé khién d6i tic thi th€ va khong
chia sé v6i ban nhitng mong muén ciing nhu nhitng lo ngai cia ho.
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4.4 Sdp xép lai dé nghi

Ban va ddi tdic dAm phdn déu di dua ra dé nghi clia minh, dé nghi
cla mdi bén sé& khdc nhau va biy gid cdc bén sé& thuong lugng dé
tim ra mot gidi phdp chung. Nhung trudc khi tién hanh thuong lugng,

ban hdy trinh bay lai dé nghi ciia minh cho phlt hgp vdi nhu ciu
clia d&i tdc, nhitng diéu ma ban vira mdi phat hién ra trong qud trinh n

trao d6i dé nghi.

Thuc hanh 34 2 phut 3

MGt ngudi ban hang khén ngoan chi néi véi khach hang nhitng gi
ho muén nghe chid khéng néi nhitng gi minh muén néi. Trong dam
phdn, khi dua ra dé nghi cia minh ngudi dim phdn ciing nén tuin
thi nguyén tic ndy. Vio thdi diém dua ra dé nghi, c6 thé ban chua
hi€u hé&t nhitng m&i quan tim cla ddi tdc, vi viy cich ti€p cin clia
ban c6 thé chua hgp 1y. Sau khi gidi thich dé nghi ctia minh va nhin
dugc dé nghi ddp lai clia di tdc, ban s& nim bit dugc nhitng 1¢i ich
ma ddi tdc quan tim, nhitng vAn dé ma ho lo ngai, thdi do cia ho
ddi v6i cudc dam phan mdt cich chinh xdc hon. Do dé ban c6 thé
sip x&p lai dé nghi ciia minh d€ ting gid tri cho né.

Pé nghi clia ban sé& c6 gi4 tri hon n€u né dip ng nhu ciu cla d6i
tdc t6t hon va it gdy trd ngai cho ho hon. Puong nhién 12 ban khong
nén di€u chinh dé nghi clia minh bing cdch nhugng bd cdc yéu cau
clia d&i tdc. Ban s& 1am ting gid tri cho dé nghi cia minh bing cdch
sdp x&p cdc yéu ciu sao cho phit hgp hon v6i mong mudn cia déi
tdc chit khdng phdi bing cdch hy sinh quyén 1gi clia minh.

Hay nhé ring dé nghi 1a gidi phdp cho mdt van dé vi th€ khi ban
dua ra dé nghi, ban hiy c6 ging xdc dinh vdn dé cla ddi tdc. Va
mot vin dé thi ludn c¢6 nhiéu gidi phdp khdc nhau.

67



Tién héinh dam phdn

68

Hay suy nghi mét cdch sdng tao vé cdc gidi phdp. Luén ddnh gid
gid tri clia nhitng gl ban nhugng bé theo quan di€m cia d6i tdc.
C6 thé ban ddnh gid rt cao sy nhudng bd ma ban di dé nghi nhung
dBi tdc lai khéng coi trong viée dé.

Thuong lugng

Viang thuong Iong

Khi ban dwa ra dé nghi ddu tién clia minh v nhdn dudc phdn hdi
cla d6i tdc (hodc ngugc lai) ban dd xdc dinh dude ving thuong ludng.
D6 1a nhitng vin dé ma ban va d8i tic d8i ddu, ching han nhu gid
ca, thai han giao hang, diéu kién thanh toén, ...

Trong phian B ching ta d4 dé cip d&n cic gidi han ma ban phéi dat
ra cho minh. B&i tic cda ban ciing ¢é nhiing gidi han nhu viy. Ving
thudng lugng 1a viing ma mong mudn cda hai bén chéng 14n nhau,
nhu trong hinh minh hoa dudi day.

Mit gid I Mic gid 0
ting cita da tia Ving chiing
nquiti mig ngudti 15h

O Gid br) Hing din

Mic gid t&i Mic gia by
thidu cim tuing cim
ngudi ban ngui bdn

N&u mong mudn ciia hai bén khéng c6 ving chdng 1dn, mdc gid t6i
da mi ngudi mua ¢6 thé trd thdp hon mdc gid t6i thi€u ma ngudi
bin c6 thé ban, thudng luong s& khong ¢6 cd hoi thanh céng. Ving
thuong lugng khong chi ton tai d8i vdi y&u & gid ¢ ma nhidu yéu
t6 khdc, s& c6 nhiéu ving thudng lugng tudng dng véi nhing vin
dé dam phdn khdc nhau.

MGG gid Iy M gid il
tuing cla da cla
NG mua g mug

Khbng cé ving
chiing 18

e Gid brj t3ng din

[ - -

Mide gid i Muc gid Iy
thidu cla g cla
npudt ban nguii bn




Tién hanh dam phdn

Thuc hanh 35 3 phit 8

Khi ban dua ra gidi han cudi cing ma d&i tdc vAn khong chip nhian
thi ban c6 thé chic chdn 1a khong c6 ving chdng 14n. Tuy nhién, cdc
nha dam phdn khong thé dgi dén lic d6, ho phai thim dd. Thim do
cdc gidi han clia d6i tdc 12 mdt nhiém vy cd ban trong qué trinh dim
phan. Cdc bén dam phén s& dua ra nhitng dé nghi khdc nhau d€ thim
dd phdn tng cia ddi tdc va qua d6 phdn dodn gidi han cla ho.

Trong cdc cudc dam phdn thuong mai, véi nhiéu xung dot 1gi ich,
nhitng budc thim do thudng c6 hinh thic: “N€u qui vi giao hiang
cho chiing t6i sém hon chiing t6i c6 thé trd cao hon 1%”. Cic bén
dam phdn cidn c vao mic dd nhugng bd va thdi d6 ciia nhau d€ du
dodn gidi han. N&€u ban di qud nhanh trong khi d&i tdc lai di rdt chim,
c6 thé ban sé& bi “hd”. N6i chung dy dodn gidi han cla ddi tic 1a
nghé thudt va ddi hdi ban phdi nhay trong phdn dodn. Viéc chuin
bi ban diu va viéc xdy duyng mot nén ting chung khi md diu cudce
dam phén sé& giip ddm bdo c6 ving chéng 14n. Dudi diy 12 mdt vi
du vé cdch thim do trong qud trinh thuong Iugng.

B&n ban: N&u qui vi déng y tir bd diéu kién 14p d%t va bao tri thi ching toi sé
can nhic mdt miic gia khéc.

Bé&n mua: Ching tdi sé xem lai cac diéu kién nady nhung con phy thudc mic
gid méi ma 6ng dé nghi.

(tam ngung)

Bén ban: N&u qui vi xdc nhan sdn sang tir bd nhitng diéu kién nay thi ching
t6i s& dé nghj mdc gi4 thdp hon khodng 5-7%.

B&n mua: Ching t6i khong chdp nhin dé nghi nay. Tuy nhién, néu 6ng sén
sang xem xét mic gia thap hon 10% thi chiing t6i c6 thé di d&n thdng nhat
véi 6ng & mot s6 diém.
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(tam ngung)

Bén bén: Toi khdng thé déng y v6i dé nghi clia qui vi. Tuy nhién, véi mong
mudn dat dugc thda thudn véi qui vi, t6i quyét dinh dua ra dé nghi cudi ciing
nhu sau: véi diéu kién qui vi thdng nhat chdp nhan mic gid gidm 7%, ching
t0i s& hun luyén mién phi cho 10 nhan vién ky thuat vé viéc IEp dit, van
hanh va bao tri mdy.

Thuc hanh 36 3 phit 8

Ban sé& thay ddi gidi han clia minh, thuy&t phuc d&i tic thay ddi giGi
han cia ho hay rit lui cing sém cang tot?

Cau trd 18i phu thudc vao 1y do tai sao ¢6 khodng cich d6. N&u ban
va doi tic clia minh déu dua ra nhitng gidi han mang tinh thuc & thi
viéc nay hi€m khi xdy ra. Can phdi dim bdo ring ban di nghién
cfu ky tinh hinh thi trudng va giéi han ma ban dit ra mang tinh thuc
tién. Nhung n€u vi mot ly do gi d6 ma ban di dit ra mot gidi han
khong hgp 1y (ching han nhu ban khéng c6 di thdi gian d€ nim
tinh hinh thi trudng vi s€p mudn nhanh chéng c¢6 k&t qui), ban cin
phdi di€u chinh lai gidi han cia minh va s dung gidi han cia déi
tic. Lam di€u nay dodi hdi phdi c6 diing khi va nghi lwc. T6t nhat 1a
nén dua ra quy€t dinh ndy sau khi tam ngung dam phdn hoic sau
khi nghi gidi lao d€ cho d&i tic c¢6 thé nhin thdy d6 1a mot sy didu
chinh thuc su.

N€u ddi tdc cla ban 1a ngudi khong chuin bi k§ hoic khéng nim
vitng tinh hinh thi trudng hodc qud tham vong thi rit c6 thé xdy ra
van dé d6. Nhung ban khong nén qui lo 1ing. Pam phdn véi mot
d6i tdc khdng chuin bi chu ddo néi chung 1a s& d& hon so véi khi
dam phdn v6i mot d6i tdic ma da trang bi diy di dé chéng lai ban.



Tién hanh diam phin

Vi dBi tdc loai ndy (hi ban hdy chia sé théng tin v&i ho dé gidp ho
hi€u finh hinh thuc € hon.

Tuy nhién, ban phdi lam viéc ndy mot cdch t& nhi. Khong ai muén
bi néi ring ho sai, ching ta khong ai muén thira nhin sai 1dm cila
minh. Vi vy hiy t4 ra thodi m4di va tlf ton chia sé théng tin md ban
biét. D31 tdc clia ban 6 thé cin thdi gian d€ tim hifu va suy nghi [P
v& théng tin ma ban cung cip cho ho.

N&u ban nhan thi'y cdch ti€p cin niy khdng tao ra mét dong thdi
tich cyfe tir phia d1 tdc, ban cin chdp nhén thyc t& 1A ban dang gip

phdi m4t d6i tdc “khd chiu”, chi mudn giinh phin thing. Trong
trudng hop d6, ban khéng nén méit nhiéu thdi gian d€ thuyé&t phuc

di tdc. Hay kién dinh d€ d6i phé véi nhilng xdo thuit ciia d6i tic.

Cu6i ciing, né€u ddi tdc khong chiu didu chinh thi ban hiy ngung

dam phan,

Viéc xdc dinh khodng chdng 18n ¢é ton tai hay khéng that 13 khé,
né phu thudc rdt nhiéu vio sy nhay cdm cla ngudi dam phdn. That
may 12 hdu h&t - mic du khéng phai 12 tat cd — cdc cude dam phdn
déu c6 mdt khodng chdng 14n va cudi ciing cac bén sé& thdng nhat
dude tai mdt diém.

5.2 Cdc chién thudt thuong lugng

C6 khodng chéng 1an 12 diéu kién dé€ cudc dam phdn c6 cd hdi thanh
cdng. Nhung wr khodng chong 1an d&n dat dugc thda thuin vin 13
mdt quing dudng dai. Bi d€n lic ban cin phdi sit dung cdc thi thuit
d€ chuyén cudc dam phdn o chung chung d&n cu thé, tir thim do
dén dé nghi va tr d& nghi dén thda thuin. Nhitng thi thuit nay sé&
gidp ban va d&i tdc d€n gin nhau hon, tim ra nhitng céch dé ting
co hdi dat dugce thda thuan. S& dung chi€n thuit nio phu thude vio
nhin dinh cla ban. Dudi diy 13 mot s6 chién thuit:

Chién thuat Nhén xét

Chia nhd Nhirng vdn dé 16n thudng khé dat dude thda thudn
hon 12 nhitng vin d€ nhd. Vi vdy, cdc nhd dam phén
st dung chi€n thudt nay dé chia nhé nhitng van dé
dang can trd viéc dat dudc théa thuin ra thinh nhidu
mang nhd, nhin ra nhitng van dé c6 thé gidi quyé&t
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va dOng y dugc véi di tdc d€ dua cude thuong lugng
ti€n 1én phia trudc. Vi dy, khi ban dam phdn vin dé
gid cd cho mdt diy chuyén thiét bi va khong thé dat
dugc thda thudn. Thay vi chi tdp trung vio viAn dé
gid, ban c6 thé ché nhd thinh thdi han thanh todn,
han mite dn dung, déng tién st dung dé€ thanh todn,
thdi han giao hang.

Phudng 4n mdi

Khéng ngitng suy nghi vé nhitng phuong 4n mdi.
Hiy nhd ring n€u dé nghi ciia ban déng gid, ngay ca
nhirng diéu kién citng £n nhit hoic nhitng thdi han
citng nhic nhdt ciing ddt nhién c¢é thé thwdng lugng
dugc. Vi du, khi gid bdn qud gin vdi gid thanh sin
xuflt khi€n cho bién 1gi nhuidn qui mdng, ban ¢é thé
yéu cdu d6i tic thanh todn bing ngoai t& manh néu
thiy ring chénh l1&ch ty gid c6 thé tao cho ban mot
khodn 18 tii chinh...

Tham do:
dat ciu hdi “Néu ...”

Nhifng cdu héi nhur “Quy vi thdy th€ nao néu chiing
t6i chdp nhin ky hop ddng dai han?” hoic “Céc 6ng
s& nang muc chi€t khdu 1én bao nhiéu néu chiing t6i
trd ti€n mat?” Nhitng miu cdu ndy td ra rit hiéu
nghiém dé md 18i thodt trong khi thio luan van dé
v4i d8i tdc. Tuy nhién, khdng nén lam dung né vi né
¢ th€ khién d6i tic nghi ring ban khong chic ban
mudn gi.

Ling trdnh

Khi cuéc dam phén di vio chd b& tic, ban c6 thé tam
thdi gdc mit vin dé c6 vé khé sang méot bén. Chi
lam nhu vay khi ban cam thdy néu ctt iép tuc thio
ludn vé vdn dé d6 thi ¢6 thé 1am hdng cd hdi dat
duge thda thudn. Ban phdi quay trd lai vAn dé sau 46
— du chi 12 d€ cing ¢dng nhin ring vdn dé d6 da
duge x{t 1§ bdi nhitng quyé&t dinh khdc. Vi du: Cude
dam phdn dé ky k€t hgp ddng phan phdi doc quyén
di vio b€ tic khi nha phin phi nhit dinh khong
chip nhin diéu kién ky qui. Pai dién cla nha sin
xuit dé nghi tam gdc vin d& thanh todn va chuyén
sang thudng lugng vé ty 18 chi€t khiu. PE duge hudng
ty 1& chi&t khau cao, nha phin phdi di Iya chon hinh
thitc thanh todn bing tién mit. Trude khi két thic
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dam ph4n, dai dién nha sidn xudt quay ud lai van
dé ky qui d€ xdc nhin v6i nha phin phéi 13 vin dé
nay di duge gidi quyét vi thanh todn bing tién mat
khéng ddi hdi ky qui.

Thién chi hgp tic

Td thién chi sZn Idng xem xét cic dé xudt ciia di tac
ho4c ban sin sing thita nhin 1y 1& clia ho — ma khong
¢6 bat k¥ cam k&t ndo — s& tao mot mdi trudng tin
wéng va hi€u bi€t 1in nhau. Ban cin c6 diu nay dé
dat dudc thda thuén. Gidng nhu cich iép cin thif 2 ma
Quyén d3 ding d€ d4p lai dé xuit cha khich hang.

Trao d8i nhugng bd

Nhugng bé d€ d8i 14y nhugng bd chit khdng bao
gi® nhugng bd dodn phuong. Chi nhugng bd khi
khéng con cdch ndo khdc va khéng nhugng bd qud
sdm. Ching han, khi bin d&€n vdn dé xi¥ 1y tranh
chép, d6i tdic mudn chon tda 4n thudng mai qudc 1€
d London d€ gidi quy&t, n€u khdng cé cdch ndo
khédc, trudc khi ban nhugng bd hiy tim cdch bdo vé
minh, ching han, ban ddi d6i tic chdp nhin cd quan
¢dp chitng chi cha't lugng ¢6 vin phong § Viét Nam
hay d6i 14y phuong thic giao hang gid FOB... dé
trdnh bét cdc rii ro thuong mai...

NG luc va quy€t tAm

Chién thuit ndy 12 con dao hai lu@i vi vdy phdi sit
dung mdt cdch thin trong. Cudc dam phin cang kéo
dai, ban va d8i tdc cang nd luc thi ¢d hai bén cang
quyét tim dat dugc théa thuin. Khi ddi tdc quyét
tim dat duge thda thudn, ho s& sin sing théa hiép
hon — vi khéng muén bd phi bao nhiéu cdng sifc
dd bd ra. Hay thin trong vi ban ciing nhu viy.

Téng két
tirng giai doan

Pinh k¥ téng k&t nhitng thda thuin ¢i dat duge hoic
danh thdi gian xem lai ti€n trinh thuong lugng c6 thé
12 mot cch hitu ich d€ gidp cudc dim phén ti€n trién
t8t. Nhitng tdng k&t d6 cling ¢ nhitng gi da dat dugc
va xiy dung cd s& vitng chic cho ti&€n trinh ti€p theo.
N6 cling gidp phét hién nhitng hi€u nhim vé vi thé
hién tai cla m3i bé&n. Trudc khi ti€p tuc ddm phén,
cin gidi quy€t nhitng hi€u 14m ndy. Lim viéc ndy
s6m s& t8t hon nhiéu so vdi tranh cdi v& né khi cudc
dam ph4n tudng chitng 44 cd thé két thic.
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Gilt thé dién
cho d5i tic

Tranh ditng bao gid lam m4t thé dién d&i tic. Trong
trudng hdp ban thiy ¢6 nguy cd lam mit thé dién d6i
tdc, ban ¢6 th€ 1am nhu sau:

- «chira cdc Igi ich d6i véi d8i tdc

- t8i thi€u héa cdc 16i ich clda ban

- khen nggi su sdng sudt v ¥ chi cia ho

- trinh cdc nhin xét thing-thua gita d6i tdéc va ban
Vi du: Khi ban bin mft mén hang gi4 cao hon gid
thyc t&, d€ trdnh cho ngudi mua bi hut hing khi ph4t
hién ra, ban tuyén b& s& kéo dai thdi gian bio hinh

hodc ty nguyén giao hang hoic cho ngudi 1£p rép tén
nhd cia khdch hang

Tin hiéu quyé&t dinh

T4t cd chiing ta déu thé hién nhitng tin hiéu ndo dé
khi sip quy&t dinh. Ddu hiéu c¢6 thé 13 mét su thay
déi trong cdch chiing ta néi: tiY ngép ngitng sang chic
chfn va wy tin, ti¥ nhitng cdu khéng mach lac, lan
man sang nhitng cidu qui quy€t v ngidn gon, hoic
cdc hanh ddng nhu thu gon gidy t3. Khi ban phat
hién nhitng tin hi€u nay, dirng chin chit, hiy hanh
dong va hanh dong ngay. C6 th€ ban cin phii chdp
nhén rii ro nhung ditng lo 14ng - rdi ro cfia ban thudng
khi€n ddi tdc dua ra mdt cam k&t thuc sy.

Stc ép thdi gian

Chién thuit ndy dugc st dung khi ngudi dam phin
mudn thit gdy stc ép d€ d&i tic di d&n quyét dinh
hodc khi ngudi ddm phdn mudn cé thém thdi gian dé
can nhic nhitng lwa chon khdc. Chi€n thuit nay nhdm
muc dich thiic ddy d6i tdc nhudng bd, ¢6 thém thdi
gian d€ thu thip va ddnh gid ching cd, ¢ didu kién
d€ thdo ludn v6i nhém.

Vi du:

- “Chiing t6i mufn c6 c4u tra 18i chim nhit 12 vio
tht Hai tudn sau.”

“T6i nght biy gid tit c¢d moi ngudi déu di mét
va d6i, chiing ta nghi trua d3™.
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Nhitng chién thuit ndy dudc sit dung dé dva ban va ddi tdc cing di

vao tim di€m cia ving thuong lugng. Viéc lya chon chién thudt
nao phu thudc vao dédnh gid cda ban trong nhitng tinh hudng cu thé.

Thuc hanh 37 3 phit &

.........................................................................................................

5.3 Xt ly khi thuong ligng roi vao bé tac

Mic di khi budc vao dam phdn thi tit cd cdc bén tham gia déu c6
mong mudn dat dudc thda thuin. Nhung trén thuc t€, khong phdi
tit cd cdc cudc dam phan déu c6 thé di d€n diém cudi cing 1a dat
thda thuin. C6 nhiéu ly do khi€n cho mdt cudc thuong lugng di vao
bé& tic va két qua 1a dam phan thit bai. P6 c6 thé 1a do ban khéng
chudn bi k¥, vi chié€n lugc clia ban sai, vi ban khong ling nghe ddi
tdc, vi muc tiéu cia ban khong thuc t&€. B6 ciing c6 thé 1a do ban va
d6i tic déu dit minh vao nhitng b&i cdnh khdc nhau, d&i lap nhau.
Cudc thdo ludn vi viy trd nén déng bing. Ban nhin ra minh bi “mic
ket” trong mdt lap trudng ddi 1ap ma doi tdc c6 vé nhu khdng khoan
nhugng — va khong di tin ciy 14n nhau d€ ti€n 1én. Khi diéu nay
xdy ra, ban c6 hai lya chon:

m cd ging thodt khdi tinh thé d6; hoidc
® rit lui va k€t thic dam phédn.

75



Tién hanh dam phdn

Thuc hanh 38 4 phit 8

sesssananrnans sessasrnnn ssanans sesssssrnnnn sessssrannsans sesssssrnsnnan sesasarsanaans sessassrannsans .
sesssssnsans T TITI sesssssrssnsanenarnnans R T T T T sesssssrssnnnan .
D R TP T T T essssssannaan T T TR T T e,

Nhirng viéc cdn 1am khi cudc thudng lugng rdi vao b€ tic 1a:
m t6m tit 14p trudng clia d6i tac;
= t6m tit 14p trudng cla ban;
® théng bdo “chiing ta dang rdi vao bé& tic”;
® tich bach gita cdm xidc va thuc t&;
® tich bach con ngudi va vin dé;
» dGi tién d€ 14y dugc nhitng thit khic;
m thay d6i ngudi dam phén;

= ngung dam phén trén cd s& nhitng gi da thong nhit dugc va dé nghi
s€ thdo luin sau;

® st dung phuong 4n thay thé t8t nhat;
= b3 sung nhitng phuong dn thay th€ — ngay tai chd hoidc sau dé.

Thuc hanh 39 3 phuit 8

B R T T T L T T T T

3
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.
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Khi ban bé di, ban chiu rdi ro. Rdi ro 1 d6i tdc s& khéng quay trd
lai, ho s& khong lién lac lai khi moi viéc dd 1dng xudng va ban mit
¢d hdi dat dugc théa thudn véi ho. Vi Iy do d6, ban cdn cin nhic ky
khi quyé&t dinh bd di. N&u ban bé di chi vi ty 4i hoic trong con béc
déng, sau d6 ban s& hdi ti€c. NEu ban di cin nhic k§ va quy&t dinh
12 ddm phdn s& khong dem lai k€t qud g, ban hdy rit lui mét cich
binh finh va thanh thin. Ban phdi lam nhitng viéc sau:

Tao cho minh mét khodng khéng gian d€ cé thé€ 14y lai binh tinh
(n€u ban 41 mét né) a& c6 th€ nghi thiu ddo vé nhirng g1 da xiy ra
va quyét dinh liéu ban cé nén rit lui, tai sao rt lui va khi ndo rit
lui. N€u ban Iam nhu vdy va ban vin thyc sy cim thdy di d&€n ldc
phdi k&t thic dim phdn (di ban di t6n nhidu céng sitc d€ chudn bi
vd tham gia ddm phdn) thi rit lui 12 clu trd 13i. Nhung hanh déng
rit lui khong phdi 14 sy tuyét vong ma 12 mét hinh déng can didm.
Phdi thyc sy can ddm mdi c6 thé chdp nhén ring hy vong vid mong
mudn cia ban di khong dat dudc va phii can ddm méi c6 thé chuyén
diéu d6 thanh mét hanh ddng tich cye.

Chuén bi cho sy nit lui. Hiy nhd ring diy khong phii 1 mot hanh dong
boc dong, d6 1 mot hanh dong binh tinh va thin trong, 13 hanh dong
ma ban phai ti€n hanh mdt cdch chuyén nghiép nhw khi ban ti€n hanh
nhifng viéc khic trong cudc dam phdn cia ban. Vi vAy hiy ngdi xufng
va vi€t ra mét vai diéu bd ich khi ban trinh bay vdi doi tac:

» lip trudng cda ban;
» ban hiu nhy thé€ nao vé lap trudng clia d6i téc;
= visao hai b&n khéng dat duge thda thuin. _

Né&u ban ¢6 thdi gian, chuyén nhitng diéu ndy thanh mét 14 thy dé
dua cho d8i téc sau khi ban di néi vdi ho, mit d6i mit. D ban c6
ndi gi, diéu quan trong 1 khong d8 18i cho d8i tic, chi ni v& nhitng
thyc t€. Khi vi€t xong, hiy doc lai vd ddm bdo ring né bao gdm
nhitng ndi dung ban mudn truyén dat mét cdch chinh xdc. Cudi cing,
hiy nhé k&t thiéc bing cdch cim on d6i tdc.

Biy gid ban d sfn sing dé thong bdo quy&t dinh ciia mink véi d6i
tdc. Hiy gip tryc tiép d€ néi vé quy€t dinh cila minh, bing céch 46
ban cé thé k&t hop 18 néi v6i cif chi, v8 mat va diéu bd. N6 cling
gitip ban thdy dugc phdn tng cda d8i tic va doc duge ngdn ngit hinh
th€ cla ho. Cdn 1am viéc ndy mét cdch lich sy va thin trong, VA
luén mé ra ¢d héi cho tuong lai.
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6

6.1

Két thiic dam phén

Sau ciing thi ban va d6i tdc dam phdn ciing di thda thuin dugc vdi
nhau trén hu hét nhitng di€ém quan trong. Tuy nhién vidn con mot
s0 van dé nhd chua dugc gidi quy&t. Can phdi lam gi d€ gidi quyét
nhitng vdn dé d6 va nhanh chéng két thic dam phdn? D6i tic da
sdn sang di dé€n thda thudn cudi clng chua?

Xéc dinh thoi diém dé két thic dam phan

Ban cén ph4t hién ra cd hoi thich hgp d€ két thic ddm phdn. N&u
xdc dinh sai, hy vong dat dudc thda thuén ciia ban s& tan thinh may
khéi. C4c nhd dam phén it kinh nghiém thudng d€ tudt mit cdc co
hoi di d€n théa thuin cudi cliing, kéo dai cuéc dim phdn. Hiu qui
1a d6i tdc hi€u 1dm sy tri hodn d6, ho cho ring ban khong thién chi
va ho trd nén bdi r6i hoic phong thi.

Thuc hanh 40 __3phit X

Cdc nha dam phdn thudng chon thdi di€ém dé k&t thic dim phdn
dua trén truc gidc va suy ludn thong thudng. Khi d6i tdc di sin sing,
ho s& “néi” vdi ban, cé thé 1a théng qua tu th€ ngdi (ngdi hudng vé
phia trudc), théng qua cdch ho nhin ban, théng qua cdch néi cia
ho. Kinh nghiém s& mdch bdo ban tim ki€m nhitng tin hiéu dé.
Nhitng co hdi két thiic dAm phdn phd bi€n nhat 12 mdt ciu héi cla
d6i tic vé mot di€m nhd trong dé nghi cla ban, ching han nhu:

“Gid d6 da bao gébm phi vin chuyén chwa?”
“Ai s& chiu cdc chi phi phdp 1y?”
“Ong ¢6 dinh xem xét lai nhitng hgp déng di ky truéc ddy khong?”
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6.2 Dat théa thuin

Khi dd nhin ra nhitng tin hiéu cho thdy c¢6 th€ k&t thic dam phén,
ban hdy nhanh chéng di dén thda thuin cudi ciing. Dugi day 1a cdc
budc ban can thyc hién:

m Tém tdt: Trong sudt qud trinh dim phdn ban di thuc hién nhitng
t6m tit dinh k¥ d€ nhdc nhd ban va d8i tic vé tién tién cda cude
dam phdn ddng thdi tao ra cd s& viing chic cho cdc budc tién ti&p
theo. Nhung vao thdi di€m ndy, khi cuéc dam phén di di vio giai
doan cudi, myc dich clia viéc t6m tdt 13 d€ ki€m tra xem ban 44 sin
sang cho vig¢c dat thda thudn vi k&t thic dAm phdn chwa. Chi ¢ ddm
bdo rling t6m tft cla ban bao gdm tit cd nhiing diém di dudc thdo
luén.

m Quay trd lai nhiing viin dé chua théa thuin duge: Trong qué trinh
dam ph4n, c6 thé ban di quyét dinh bd qua mot vai vdn dé khé.
Ban di quyét dinh nhy vy v8i hy vong ring viéc dat duge thda
thudn trén nhitng vdn dé€ khdc c6é thé khi&€n cho van dé nay duoe
gidi quyét d& dang hon sau d6. Viéc xem xét lai nhitng vadn dé dd
bd qua chi c6 hiéu qud néu:

» ban da thyc sy di xa hon trong ti€n trinh dAm phdn k& tir lic dé, va
= ban va d6i tdc di tin twdng nhau hon.

N&u cd hai diéu nay déu khong cé, thi chic 12 ban chua sin sing
d€ ket thic dam phan, va/hodc gidi quyét vin dé nay. N&u ban da
dat dugc cd hai di€u wén thi hiy gidi quy&t nhitng vin dé& d6 ngay
vio ldc nay. Cdc bién phdp gidi quyét vin dé thudng dudc st dung
trong giai doan nay bao gém:

= Nhugng b: Pua ra hoic chip nhdn mdt nhugng bd ding lic ¢
thé bi€n cudc dam phdn cda ban ti¥ b€ tic sang thanh cong my
min, Nhung hiy thin trong — bdi vi nhwgng bd v6 didu kién hodc
chdp nhin di€u ma ban di khéng chiu chdp nhin trwde dé trong
qué trinh dam phdn c6 thé dude xem nhw 12 mét hanh déng khong
logic - hodc thé hién diém y&u. Can phdi nhin manh ring khi ban
nhugng bd 12 ban ciing thyc hién trao ddi — hdy ddm bao ring ban
thyc hién nguyén tic nay.

» Cua dbi: Mot trong nhitng cdch md ban c6 thé sit dung dé thost
khoi mot thé b€ tic 13 d€ nghi mét gidi phdp & giita hai dé nghi d6i
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lap trude d6. BE viéc ndy ¢6 hiéu qua, ban cdn phai ‘chia khodng
cdch khdc biét" mdt cdch that cdng bing. Ban sé cin dim bdo
ring cd ban va d6i tdc khdng ai dugc 1gi tir sy hy sinh ciia bén kia
hodc bi thiét hai vi 1¢i ich clia bén kia.

= Chon phudng 4n nay hay phudng 4n kia: Mot cich khdc d€ gidi
quy€t van dé vi ti&n 1&n 12 dua ra hai phuong 4n thay th€ khdc
nhau nhung twong dudng. Vigce nay thé hién ban 43 nd luc dé dat
dudc thoa thuin. Nhung khéng c6 gi ddm bdo ring d6i tdc s& chip
nhin mdt trong hai dé nghi cla ban.

» Tron géi: Tron géi thudng 18n hon tong cdc phin cia né mdt chit
— ho#c it ra 12 né c6 vé nhy viy. Téng hop cdc thda thuin don 18
lai c6 th€ tao ra mét d& nghi hdp din hon, né thé hién dugc nhitng
1gi ich cdng hudng ma ban di bd qua trudc d6 khi ban tip trung

- vao nhiing chi ti€t. Diéu ndy c6 thé€ 13 mdt lyc ddy dic bidt khién
cdc b&n ddm phén di dén théa thudn,

= Y tudng hodic 8 nghj méi: Y wdng mdi c6 thé gitp thay d&i cdch
nhin vin dé va vi th&€ d& dang gidi quy&t hon. Tuy nhién, vao thdi
diém nay, gidi thidu mét d8 nghi méi ¢6 thé lam hoéng tdt cd nhitng
thda thuin ma ban da dat dugc trude d6 va ¢ nguy cd 1A ban sé&
phdi 1am lai tir ddu. Hay thin trong khi s dung bién phip nay.

6.3 Két thic

Khi ban va d8i tic di dat dugc thda thuin — mdt phuong 4n ma ci
hai bén cling chip thuin — dé6 1 thdi diém d& ban két thic cudc dam
phin. Nhung k&t thic khong tw d€n vi ban vin phai 1am mét s6 viée
dé thyc hién né. Viéc ddu tién 12 chufn bi cho chinh minh. Nhiing gi
ban da dat dugc 13 quan trong. B6 1 thinh qud cia nhitng nd huc va
cbng sic cia ban. T4t cd nhitng diéu ndy tao ra mét cdm gidc chdn
ron trong con ngudi ban. Ban s&, mdt mit cdm thiy lo ling — “N&u
ma minh sai thi 520?7” Ban ciing ¢6 thé s& cim thdy khd mién cudng
dé€ chitng ki&n sy két thiic, ban ciing c6 thé cim thdy khong chic chin
li¢u thda thuin ma ban dat dugc c6 phdi 12 t6t nhit hay khéng. Khi tit
¢4 nhitng diéu nady xdy ra, hdy gidi lao it phdt.

Trong lic gidi ao, hdy xem xét lai t4t cd. Hiy nh¥{c nhd bar vé& nhilng
muyc tiéu cia minh, so sdnh chiing vé8i nhilng gl ban di dat dugc.
N&u chiing ¢6 sy khic biét, hiy ty hdi liéu ban c6 thé chdp nhin sy
khdc biét 46 khdng va tai sao lai ¢6 sy khdc bidt 46. N&u ban khong
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thé — ban chua sin sang dé két thic, cin phii dim phédn thém. Nhung
né€u ban cé thé — budc tiép theo s& 12 ban trinh bay d& nghi cudi
cing cia minh. Ban s& ty 1am diéu d6, hoic d6i tdc cla ban hoic
v6i nhém cia ban. Ban sé& chi ra nhitng di€m manh ciia dé nghj cudi
cing nay, ban sé quyé&t dinh cdch trinh bay t5t nhat.

6.4 Dua ra dé nghij cuéi cing

Ban da vugt qua mét ching dudng dai va biy gid 1a lic vé dich.
Bay gid ban phdi trinh bay dé nghi cudi cing ciia minh va c6 dugc
sy chdp thuin cla d6i tic véi dé nghi dé.

Thuc hanh 41 3 phit &

T6t nhat 12 ban hiy dua ra dé nghi nay biing cdch di€m lai mot cach
ngdn gon vé nhitng nd Iyc ma ca hai bén di lam. Ban ciing c6 thé
chon cdch ca nggi d6i tdc, cdm on ho di nd luc, kién nhin va théng
cdm. D& nghi cudi cing nay c6 thé nén dudi dang vin ban — chi
khong phdi 12 nhitng dé nghi miéng ma ban di lam trudc d6. T4t ci
nhifng viéc lam nay la d€ nhin manh tdm quan trong ciia nhing gi
ban dang 1am. Khi ban trinh by dé nghi cudi cing xong, ban nén
st dung nhitng cif chi d€ nhdn manh tinh cudi cang clia né. Ching
han nhu thu x&p lai gidy t3, t6 vé nhu ban sip ding diy — hon 1a
ngdi lai va dgi d6i tdc trd 18i nhu ban da lam truc d6, trong qud
trinh dim phdn.

Liéu hanh dong nay c6 thé hién thdi do bit cAn khong? Khong. Hanh
dong nay dudc lam v@i chii dich 1am 16 véi doi tic ring cudc dam
phdn da dé€n hoi két thic. Tham chi ban c6 thé 1am r5 bing cich
néi thing, chdng han nhu “Téi khong c6 d& nghi nio 5t hon nita”,
hodc “T6i da nhugng bd nhiéu hon 13 t6i dyv dinh”.
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Khi di nghe d& nghi cudi cling clia ban, d6i tdc c6 thé cin c6 thdi
gian d€ thio luin vé né. D ¢ cin thdi gian hay khéng, néu daoi
tic hi€u d6 14 dé nghi cubi ciing cda ban, ho s& trd 15i rd rang ddng
¢ hodc khong. N&€u ban khong 1am cho déi tic hi€u d6 13 dé nghi
cudi ciing, ho sé& tranh ludn v&i ban, bit bé tirng chi 1i&t hodc thim
chi dua ra mét dé nghi mdi. Ban phdi ngin cin nhing viéc nay —
mdt cich rd rang, kién quy&t vi manh mé. N&u d6i tdc 1Am nhy vy
12 vi ho thi€u kinh nghiém, lo 14ng hodc ludng Iy, ban nén théng
cdm — nhung chi § mdt mifc d6 nao dé. Ban di t6n nhifu thdi gian
va nd Tyc dé€ d&n dude thdi di€m niy vi ho phidi nhin ra diéu d6 dé
sin sing dwa ra mdt ciu d 18i dirt khodt déng ¢ hay khéng. Né&u
ho néi khéng, hiy thu x&p d€ nit lui — nhung khéng budn phién
hodc cay cti. Néi cho cling ban ciing khéng biét khi nao ban s& gip
tai ho, N&u ho déng ¥, ban cAn phai nhanh chéng chuyén sang budc
ti€p theo — ddm bio ring nhitng gl ban di théng nh&t dugc vi€t ra
gidy tring muc den: ky k&t hop dong.

Ban vira tim hiéu qud trinh thuc hién mdt cude dam phdn bao gSm
b&n giai doan ¢ ban 13 trao d8i thoéng tin, dua ra dé nghi, thuong
Iugng, va k&t thiic. Hiy hoan thanh bai t ddnh gid dudi diy dé ki€m
tra xem ban di nim vitng cdc ndi dung thdo ludn rong phin C chua.

Hay ty danh gia 3 15 phut 8

Tam dang dam phdn vdi mot nha sin xudt d€ duge phan phdi sin
phim cla ho. TAm di mdt minh con d8i tdc cé 2 ngudi. Dudi diy 1a
doan 461 thoai dau tién:

T4m: Xin chao! T8i 1a Tam, giam ddc nganh hang thyc phdm clia nha ban si
MT (viia ndi vita trao danh thiép).

D6 tac 1: Toi & Duang, giam déc ky thuat (trao danh thiép).

Dai tde 2: Con t8i 14 Ting, gidm ddc kinh doanh (trao danh thiép).

Tam: Ching 18i dang m& rong nganh hang thyc phdm va mudn b sung thém
nhiing san phidm ¢6 uy tin va chat lugng dam bao. Hém nay tdi dén day dé

thao uan v& kh& ning hgp tac véi cong ty. CAc anh co v kién gi vé chuong
trink 1am viéc ma 14i 43 gl khdng?

Ban nhin xét nhu thé nio v& cdch md dau cudc dim phdn ciia Tam?
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2 (dng ty Séng Hong va E-TOY dang dam phdn d€ ky k&t hgp déng cung cip
san phdm binh 4c qui. Song Hing rdt mudn trd thanh dai tdc cia E-TOY va
hy vong trong tuang lai hai bén s& c6 nhidu cg hoi hgp tac hon nda. Vi vay,
sau khi higu r nhu cdu clia E-TOY, Song Hong quyét dinh dua ra mdt dé nghi
t6t nhat ma ho ¢6 thé d& hai bén nhanh chong dat théa thuan ma khéng phai
thudng Iugng: “N&u E-TOY tigu thu trén 1000 don vi va chip nhan ky hop
dong 3 n&m chlng 16} s& cung c&p san phdm cd thiét k& theo yéu c4u clia E-
TOY. San phdm s& ¢4 logo clia ¢ Séng Héng vA E-TOY. Ching 15i s& bao
hanh san pham trong thdi gian 1 nam va dan gid Ja 371.000 déng. Bay 12 dé
nghi t8t nhat ma ching tdi ¢é thé danh cho qui vi.”

Ban nhédn xét nhv th€ nao vé dé nghi cla Song Hdng?

3 Ban hdy cho biét nhifng ngudi ddm phdn dudi diy dang 4p dung
chién thuit thicng Iudng nio?

“A: Chiing 18i khdng thé hoan thanh todn b cdng trinh vao thdi han d6 duge.
B: C4c anh c¢6 thé hoan thanh hang muc 1 vao ngay 15/10 dugc khdng?

A Puge.

B: Con hang muc 3, ¢ thé rit ngdn lai cdn 2 tudn dugc khong?

A: Nhu vay ching t6i ¢an ¢6 thdm 10 nhan céng nita.”

Chi&n thuit ma A dang 4p dung 13

“Téi hiéu quan di€m clia ba, nhung khdng biét s€p ti ¢ déng y khong. Toi
cén phai thio ludn lai véi s&p vé vin dé nay.”
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Ngudi dim phdn dang dp dung chi€n thulit ..c.oooviereciicnvniine,

“BA c6 thé cam k&t mic doanh s6 bao nhiée n&u ching tbi cung cdp thém mdt
nhém 5 nhén vién ban hang?”
Ngudi dam phdn dang 4p dung chi€n thult ..o,

“NEu qui vi cam k&t khéng béan cac san ph&m canh tranh thi chiing tbi s& xem
xét khd ning diu tu mdt s trang thit bi cho clta hang.”

Ngudi dim phdn dang 4p dyng chi€n thudt.......ccooiiiiniinnn

“Can phong nay c6 vi tri rdt dep, mot bén nhin ra séng con mdt bén co thé
nhin hao quat toan thanh phd. C6 rat nhiéu nguti mudn cin phong nay. Ong
that may min i ding ldc c6 ngudi vira chuyén di.”

Ngudi dam phdn dang 4p dung chién thuft

Cudc dam phén cla LAm v&i d8i tac roi vao b tic khi hai b&n khéng théng
nhat dugc voi nhau vé trach nhiém va quyén han cia mdi bén trong qué trinh
hop téc. D& tac 8 rang chi mudn Lim gdép v8n ma khdng mudn anh tham gia
vao qua trinh ra quy&t dinh. Khang thé thay ddi ldp trubing cha ddi tic, LAm
quy&t dinh rat lui; “T8i rdt mudn hgp tac vdi chi. Ti gop vBn khdng chi dé
chia sé Igi nhudin va riii ro ma t8i cling mudn duge tham gia vao cdng viéc
quan Iy. Khdng phai t6i khdng tin tudng chi, t6i mudn duge gdp stc. Toi hiéu
chi lo ngai nhitng phién phic khi cé ngudi khac tham gia quan Iy. Nhung nhu
vay thi 10i ciing khdng dat duge cdc muc tidu clia minh khi gdp van. T&i quyét
dinh rit lui. Di sao cling ¢dm on chi d4 danh cho i mt co hdi.”

Ban nhin xét nhy th€ ndo vé& cdch rit lui clia Lam?

Ban c¢6 thé tham khdo ciu trd 181 & phdn Pdp dn cdc bai e ddnh
gid & cudi cudn sdch.
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7 Suy ngam

i} By gid ban danh 5 phit d€ suy ngdm nhitng v&n dé vira nghién
cfu va nghi xem ban s& dp dung ching vio thue t& céng viée ciia
ban nhy thé nio? Hiy vi€t ra nhitng suy nghi cda ban:

A1Téi1 da hoc dugc ...

Ap dung khi nao?

A!'TG6i da hoe dudgce ...

...................................................... Ap dung khi nao?
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Pénh gia két qua
1 Bai ki€m tra nhanh
Dé&n diy, ban dd gdn nhu hoan tit viéc nghién cifu cudn séch. Hay
trd 13i nhiing cdu hdi sau d€ ddnh gid xem liéu ban di nfm viing
nhifng khdi niém chinh di dugc néu trong cudn sdch.

Hiy trd 18i cdc clu hdi vé KJ ndng dam phdn dudi day:
Cau 1 Ly do co bdn khi€n ngudi ta tham gia vio cdc cube ddm phén 12 g?

Ciu 2 Diéu gl s& x3y ra n€u k&t qud dim phdn chl mang lai igi ich cho
mdt bén dam phan?

Cédu 3 Phin biét dam phén dya trén 1ip trudng vad dim phdn dua trén 1di ich?

Ciu 4 Hiy k& tén 5 k¥ thuat xit 1¥ xung dot cd ban.

.........................................................................................................
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Ddnh gid k&t qué

Ciu 5 Gidi thich ndi dung giai doan thi 4 cla qud trinh d¢dm phén?

Ciu 6 Liét k& nhirng viéc cdn 1am d€ chufn bi cho mét cudc ddm phén?

Cdu 7 Lam th€ nio d€ phan biét dugc mong mudn va nhu cdu thye su?

Cau 8 Phuong 4n thay th€ 5t nhit cho mét cudc dim phdn 13 gi?

Ciu 9 Liét ké ba loat thong tin quan trong vé& d6i tic dim phin ma ngudi

dam phdn can biét.

Céu 10 Ba vai trd ¢d bdn ma céc thanh vién trong mdt dodn dam phin thudng
phdi th€ hién 1a g1?
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Céu 11 Ngudi dam phdn nén st dung giai doan trao d&i thong tin dé 1am gi?

Céu 12 Hiy md td dic di€m cla mot dé nghi t6t.

Ciu 13 Hay k€ tén 5 chi€n thuit ddm phdn thudng dugc sit dung trong qué
trinh thudng lugng.

CAu 14 Nhitng viéc ban nén lam khi thuong lugng rdi vio b€ tdc 1a gi?
Ciu 15 P& két thic cubc dam phdn, ban c6 thé si dung nhitng chi€n thuit
nio d€ gidi quyé&t nhitng vin dé cdn chva théa thujn duge?

Ban c6 th€ tham khdo cdc clu trd 181 & phdn cudi cudn sdch.
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2 Bai tap tinh huéng

Hiy nghién cifu tinh huéng dudi diy vi trd 13i cdc cdu hdi & bén
dudi ra mdt 16 gifly riéng.

Tu mét co s6 kinh doanh thudc nhudm nhd, hai nam trudc An Thai tri thanh nha
phan phdi dbc quyén cla mét hang thudc nhudm danh ti€ng clia Han Qudc. An
Théi dang nd Iyc tim ki€m nhiing khéch hang 16n thay vi nhitng khéch hang nhd
I truyén thang. An Th4i dang dam phén véi Dong A, mot cong ty dét hang ddu
& Thanh phd H3 Chi Minh 08 ky k&t hgp déng mua ban thudc nhudm. Dai dién
cla An Thai 12 Nam, gidm ddc. Dai dién clia Déng A 12 Phugng, trufing phdng
thu mua va Linh, gidm ddc sdn xust. Bja difm dam phan 14 try sd clia Déng A.
Broan hgi thoai duti ddy 13 mdt phin cla cudc dam phén.

Phugng: T4t ca céc nha cung cip clia ching t8i déu chip nhan thanh toan cham.
Chiing ta ¢ thé ban bac v& v&n dé nay sau, du sao diéu ma ching i quan tam
nhét vin Ja chat lugng hang, kha ning cung cdp khdi lugng I6n va ding hen.

Nam: N&u Dong A dit hang trudc 1 thang thi ching t4i ddm bao c6 thé dap
ling bt ci yéu cdu nao vé khdi luong, véi don hang nhé hon 5 tan thi chi cdn
dat hang trudc 1 tudn. V6i mitc gia 10.000 USD/tan thi cac vi ¢4 thé hoan
toan tin tubng vao chét luong, ching i s& nhan Jai hang néu khdng dat chat
lugng. Mirc gia nay s& dugc xem xét lai sau mdi 6 thang. B&n mua phdi thanh
toan 10% gié tri don hang khi dit hang, phdn con lai s& thanh to4n nét khi
nhdn hang. Bén mua s& nhén hang tai kho clia ching 1i.

Linh: Vi sao 8ng d& nghi mot phuong thic thanh todn qud chat ch& nhuy vay?
Phai chang khéng tin tubng Déng A?

Nam: B¢ c6 thé dap dng 6t nhu cdu khach hang chang toi phai duy tri miic
ton kho kha cao, trong khi d ching 3i phai md L/C ngay khi dit hang voi
nha cung cdp nuGc ngodi nén von Iuu dong han ché.

Linh: Ong dé nghi ching ti dat hang trudc c& thang ma lai phai thanh toan
ngay 10%, nhu vay dng khéng cung c4p tin dung cho khach hang ma con
chiém dung v8n cha khach hang.

Nam: Ching t4i biét ¢ nhigu nha cung cap s&n sang cung cép tin dung cho
khach hang, nhung ching tbi cung cdp hang dam bao i vé chét lugng IAn
khi lugng, cac vi s& khdng bao gid phai chd vi hét hang.

Phugng: Ong cling biét Bong A 1a cdng ty Ién, cb uy tin. Hang ndm, ching t6i
tigu thy iugng I6n thubc nhudm trén thi trudng. Nha cung cip nao ciing sin
sang danh cho ching t6i nhiing diéu kign wu dgi hhat. NEu An Thai chdp nhdn
muic gi4 8.000USD/tan thanh todn sau 20 ngdy k€ ti ngay nhan hang th!
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chiing 16i ¢6 thé can nhdc nhan hang tai kho clia An Thai.

Nam: Mic gia 8.000 USD/tan thi ¢hing t8i khdng thé chdp nhan difgc.
Phugng: Vay mic gid nao dng s& chdp nhin?

Nam: D& nghi cudi cing clia t6i 13 mic gid 9.000USD/4n, thanh todn ngay
khi nhdn hang va nhan hang tai kho clia ching téi.

Linh: Tai bigt m§t vai co s& nhd mua thuSe nhudm cling loai cla 6ng véi gid
8.500 USD/tan.

Nam: D6 12 loai s&n phdm khéc. Bdng A khdng dung dugc san phim db dau.

T6i r4t mubn tao dyng quan hé d8i tac vai Dong A nén da dua ra nhiing diu
kién 16t nhat rdi.

Phugng: Ching t6i 58 khBng mua voi mirc gid cao hon 8.500 USD/tAn.

Nam: N&u vay thi chiing ta khang thé di d&€n thda thuan dugc rdi. Trén thi
truding ¢6 thé ¢é mic gid th4p hon v6i nhiing digu kién vu ddi hon nhung céc
vi khé c6 thé tim dugc mt don vi cung cdp dim bio ci vé ch4t iugng va dich
vy nhy ching t8i. Cac vi clf xem x&t k¥ rdi quy&t dinh, khi ndo sin sang thi
lién hé véi toi. Dii sao cling cam on DAng A da quan tdm d&n chao hang clia
chang t&i va ¢ho chdrg t8i mt cd hoi.

(Loai thudc nhudm ma Béng A héi mua dang duge ban cho cac khach hang
nhd véi gid 9.200 USD/tdn, khach hang thanh toan tién ngay khi mua hang,
nhén hang tai kho clia An Thii.)

Ciu hol:

Poan hdi thoai trén thé€ hién nhitng giai doan nio cia cudec dam
phdn?

Ong Nam di chuidn bj k¥ cho cudc dam phdn ndy chua? Hiy néu
nhitng diém 6ng da Im 5t vA nhitng di€m cdn phii cdi thién.

Theo ban, cu§c dim phdn ndy dya trén 1gi ich hay dua trén ldp
truding? Tai sao?

Ban nhin xét nhu th€ nio vé dé€ nghi clia dng Nam?

5 Ban nhin xét nhu thé nao vé cdch dng Nam phan héi lai dé nghi

clia d6i tic? Ong 6 thé lam gi d€ mang lai k&t qui t3t hon?

N€u ban 13 6ng Nam, ban s& gidi quy&t tinh hudng bé tic cudi cling
nhy thé nio?

Ban c6 thé tham khdo cdu trd 131 & phdn Pdp dn cho bai tdp tinh
hudng & cubi cudn sich.
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Hay tom lugc va suy ngam

1 Tém luge va suy ngdm

Ban da doc xong cudn sich niy, biy gi¥ chic ban da hi€u r6 hon
ban chit cda dim phédn, nhitng nguyén tic d€ cdng thing trong dam
phdn va cdch thyc hién mét cudc dim phin &€ dat duge muc dich
nay. Ching ta hiy cling xem lai cdc muc tiéu cda cudn séch.

Khi hoc xong cudn sdch ndy ban s& cé thé:
m mb td bdn chft ciia ddm phdn 13 gi.

Chung ta dAm phén 12 d€ im c4ch thda min nhu ciu cia minh mét
céch 8t nhdt, Viéc cdc bén dam phdn hidu 6 nhu cdu cla nhan s&
gitip tim ra nhitng gidi phdp ddp ¥ng nhu ciu t&t hon. Vi vy, dim
phédn khong phéi 12 mdt cudc canh tranh trong 46 bén nio cling muén
gianh phdn thing. Cing c6 1gi 12 y&u t§ cOt 16i cla dam phén, muc
tiéu cia darm phdn khéng phdi 12 phin chia mdt mi€ng bdnh ma 1am
cho mi€ng banh dé 1n han.

» Ban dd lam gi dé tim hiéu nhu cdu cia d6i tde dam phdn?

s Trong cdc cufc dam phdn, ban dé lam nhit thé ndo dé tim kiém cdc
gidi phdp nhdm théa man nhu cdu ciia mink va cd d6i tde dam phdn?

Muc tiéu thit hai 1a:
m gidi thich ndm giai dogn ciia qui trinh dam phén.

Moi cudc dam phén, tir don gidn dén phdc tap thudng bao gbm 5 giai
doan cd ban 12 chufn bj, trao d8i thong tin, dua ra d& nghj, thuong lugng,
va két thdc. Trong giai doan chufin bj, ngudi ddm phén phidi xdc dinh
muyc tidu dAm phén, tim hiéu théng tin v& linh vitc dam phén, tim hiu
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d5i tac, chufn bj phuong 4n thay thé, thinh lap doan dam phdn, x4c
dinh chi&n lwge va chién thudt ddm ph4n, va nhitng thi tuc khéc.

Trong giai doan trao ddi théng tin, cdc bén dAm phin sé xiy dung
su hiu biét 14n nhau, thim dd nhitng muc tiéu cla d&i tic. Ti€p 4o
12 giai doan dua ra d& nghi, cdc bén s& dua ra d& nghi d&€ tham do
phdn dng ciia d6i tdc, dat cAu hdi &€ 1am 16 € nghi cia d6i tdc.
Giai doan thudng lugng, cdc bén s& trao ddi Igi ich, titng budc xay
dung mdt thda thuin d4p dng nhu ciu cla tat cd cdc bén. VA cudi
cling, dé k&t thiic dAm phén, cdc bén s& xem lai cdc k&t qui da dat
dudc, gidi quyé&t ndt nhitng vedng mic cdn lai d€ di d€n thda thuin
cudi cling,

» Trong cdc cu@c dam phdn ma bgn tham gia, cd giai doan ndo bj
bé qua khéng? Néu cd, né dd cd dnh hudng nhu thé ngo?

Muc tiéu tiép theo 1a:
xdc dinh nhitng céng viéc chufin bj ¢in thi€t cho mdt cude dam
phéin.

Nhu ching ta di thdo ludn, chuin bi 1a thi&t y&u d€ dam phén thinh
cong. Ban cin didm bio hifu 1d myc tiéu dam phin cla minh, bing
cdch phin biét gilta mong mudn va nhu cdu, xic dinh pham vi cho
cdc mong muén clia minh va phin loai cdc mong muén d6. Tiép
theo, ban ¢in thu thip cdc théng tin cin thit véi ba muc tiéu co
ban 1a d4dnh gid tinh khi thi cia muc tiéu ban da dit ra, lua chon
ddi tdc dam phdn va xdc dinh dugc cdc phuong 4n thda mdn nhu
cdu khdc nhau.

Truwde khi ti€n hanh dim phdn, ban cling cin xdc dinh phudng 4n
thay th& (8t nhdt cho cudc dim phdn d6. Pay chinh 13 mét c¢d sd
khdch quan d€ gidp ban trénh dugc nhitng thda thuin bit loi. Ban
ciing cin tim hi€u vé d&i tdc dim phdn ciia minh, phdn dodn muc
tiéu cia ho, thim dd thinh phdn tham gia dim phdn, nhitng hiéu
biét cia ho vé linh vuc dam phdn néi chung vi vé ban néi riéng.
Trén cd s8 hi€u bi&t vé d6i t4c dam phdn, ban s& chudn bi chi€n
lugc va chi€n thudt dim phén cho phil hgp. Cubi ciing, ban phii
chudn bi dija di€m, phong c4ch dam phdn vi cdc tii lidu, trang thiét
bi ¢in thiét.
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» Theo kinh nghié¢m ciia ban, viéc chudn bj ndo 14 khd khin nhdt?
Ban sé lam gi d€ vuot qua nhitng khé khdn d67

.........................................................................................................

Muc tiéu cudi clng 1a:
md ta cdc bude ti€n hinh m$t cudc dam phin,

Trong phin C chiing ta d3 xem xét cdc bude d€ ti€n hanh mét cudce
dam phan. P& md ddu dim phan mot cich t5t dep, cic bén dam phén
cin xiy dyng biu khéng khi ¢di md, tin ciy. Sau d6 cdc bén cin tim
ti€ng néi chung thong qua nhitng dé tai don gidn va din dit vao ndi
dung chinh bing cdch thdng nhat chuong trinh dam phan.

Trong qué trinh trao d&i théng tin, didu quan trong 12 ban phii bit
céch dat ciu hoi, ldng nghe vA ¢di md. Ban phdi nhin bigt duge nhiing
tin hi¢u cho thdy dd d&n ldc thich hgp d€ dua ra dé nghi. Chiing ta da
thdo ludn cich trinh bay dé nghi va nhitng tiéu chuin clia mot d& nghi
t8t. Sau khi trinh by d& nghi, ban cin chuin bi d€ trd 13i cdc cau hdi
cha d8i tic. Ban s& nhin dugc phdn hdi cla d&i tic. P& nghi ciia mdi
bén chic s& khdc nhau va hai bén cin phii thuong lugng dé€ di dén
thda thuan. Nhung trisée khi di vao thugng Iugng, ban hiy trinh bay
lai dé nghi clia minh cho phil hdp véi d6i tic hon.

N&u ban 12 ngudi nhin dé nghi, ddm bio ring minh hiéu & dé nghi
cla déi tdc trude khi phin hdi.

Trong giai doan thudng ludng, ngudt dim phan s€ phii s dung cic
chi€n thudt dim phdn khdc nhau &€ gidi quyét nhitng khéc biét. Diéu
quan trong ma ban cin nhd 1a khdng bao gid nhugng bd méot cich
v6 diéu kién. Thuong lugng c6 thé roi vao bé tic, ching ta di thio
ludn cdch gidi quyé&t trong nhitng finh hudng b€ tic d6.

Cudi cing, ban phdi nhin ra dugc thdti diém thich hgp dé k&t thic
dam phén. Ban s& phdi gidi quy&t mdt s& vin dé& con tdn tai d€ dat
théa thuin. Ching ta da xem xét mét s& bién phdp gidi quyét cic vin
dé ton tai ndy. Trudc khi dua ra dé nghi cudi cling, ban cdn xem xét
lai muyc ti€u clia minh va so sénh ching v&i nhilng gi ban di dat duge.
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Ban thudmg lam gi d& tao ra mbi trong dam phdn thdn thién va
tin cdy? Ban si dung nhitng chii dé ndo dé ban va d6i tdc tré nén
gdn giii hom?

TR R R T R N L L L L L R L P T T PP P P

Déi tdc clia ban ¢6 thuimg cdi md trong qud trinh trao doi thong tin
khéng? Néu khong, ban cé thé lam gi d€ ho sdn sang chia sé hom?

D R R R T P P P

Ban thuong la nguoi dua ra dé nghi trude hay nhdn dé nghi? Vi
sao bgn lam nhu viy?

B R R T T R L TR T TN

Ban dd gdp tinh hudng dam phdn khéng cd ving chdng ldn chua?
Khi do ban dd lam gi?

Bgn lam gt khi thuong ligng roi vao b€ tdc? Ban co hai long vdi
cdch gidi quyét cia minh khéng? Vi sao?
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» Khé khdn ciia ban khi két thic mét cude dam phdn thuong la gi?
Ban 6 thé lam gi &€ vugt qua kho khan d6?

Biy gid ban hdy xem lai myc ti@u hoe ma ban di «r 44t ra cho minh
& ddu cudn sdch. Ban ¢ dénh gis xem muc tiéu da dat dudc & miic
d6 ndo?

C6 18 ban di phan niao théa min véi muc tiéu nim bit ki€n thic,
nhung con nhifng muc tiéu mang tinh chat hinh déng thi sao? Phin
ti€p theo s& gitip ban 4p dung nhitng kién thitc ma ban git hdi dugc
vio thyc ti€n cdéng viéc,

2 K& hoach hanh dong

2.1 K& hoach hanh dgng la gi?

K& hoach hanh d6ng 12 mdt cdng cu gitip ban 4p dung nhiing gi rit
ra dugc tir cudn sdch vao thyc 18 cdng vide.

2.2 Lam thé nao d& lap mot k€ hoach hanh déng?

Bdy la hic ban xem lai nhitng ghi chép ciia mink & trang Suy ngdm
sau mGi phdn trong cudn sdch va nhitng cdu trd 106 & muc Tém luge
va Suy ngim.

Trudc ti€n, hdy xdc dinh cdc muc ti€u ma ban mong mudn dat dude
1a gi? D& dat dugc cdc muc tiéu nay, ban c6 thé s& gap phdi nhitng
vin dé€ ndo? Hay liét k& ching. Sau d6 hiy phin tich xem dé gidi
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quy€t tiing vin dé, ban sé cin thyc hién nhitng hanh dong gi, vdi
cdc ngudn lyc ndo, va trong thdi gian bao 1au?

Hiy ddm bdo tirng muc tiéu trong k&€ hoach hanh ddng clia ban ludn
ddp tng cdc tiéu chi sau:

cu thé;

¢6 thé do ludng dudc;

c6 thé dat dudc;

phit hop (v6i muc tiéu clia nhém va muc tiéu cia doanh nghiép);
th&i han hdp ly.

Vi du:

_ Muc tiéu khfmg cu thé’ Chu#in i ky hdn cho czic cuge dam

Mvéf.ﬁ'é..u'.c_n.;t‘ié? :

i phén sép tdi.

. Xdc dmh phlrdng ﬁn thay th€ tﬁ't nhﬁ't
-~ cho cube dam phén véi khéch hﬁ.ng vao
.;__théng sau ' Sy

D€ ddm bdo tinh kha thi, trong mét k& hoach hianh dong, ban chi
nén dé xuit mot muc tiéu cin dat duge va khéng qui 3 vin dé cin
phdi gidi quy€t trong mot khodng thdi gian nhit dinh.

2.3 Lam gi vdi k€& hoach hanh déng?

100

Khi di 1ap xong k& hoach hanh dong, ban nén bit tay ngay vao viéc
thuc hién. Ping d€ bt ky diéu gi tri hodn ban! Trong qui trinh thuc
hién, rdt c6 thé s& c6 nhitng y&u t& anh hudng d&€n nhitng du kién
cla ban. Ban hdy phéin tich ky lu8ng nhitng dnh hudng ndy va trong
trudng hop cin thi€t, ban dirng e ngai gi néu phii thay d6i mot s6
dv ki€n trong k& hoach hanh déng clia minh. Nhung luu ¥ ring cudi
cing ban phdi dat dugc muc tiéu da dit ra.

K& hoach hanh dong 1a danh cho ban. Trir khi ban yé&u ciu, khong
ai ddnh gi4, chAim di€ém hay xem xét k&€ hoach clia ban. Hiy treo
k& hoach hanh dong & ndi lam viéc va bit tay thuc hién ngay!

Ban nén xem xét lai k&€ hoach clia minh theo dinh ky (cé thé hing
thang) va diéu chinh k&€ hoach khi cin thiét. Hiy xem lai:
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® nhing gi dang phdt huy tic dung?

® nhiing gi cin dugc cdi tién?

= lam thé ndo d€ ¢ thé thuc hign cac cai tign d6?
Khi da thifc hién xong k€ hoach hinh déng, ban khéng nén voi vang
cit né vao ngin ban. Ban nén dinh chit thei gian d& d4anh gid vide
thuc hién k€ hoach hanh dong va so sinh xem k&t qua ma ban dat
dudc ¢ nhw mong muén hay khong. Diéu niy sé gitp ban tich liy
kinh nghiém d€ thuc hién thanh cdng cdc k& hoach hanh déng trong
tudng lai.

Ding quén ghi nhin nhitng ti€n bd ma ban di dat duge. Hiy 4n
ming nhing thinh céng cia minh!
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3 Dap an cac bai ty danh gia
Bai tif ddnh gia 1

1 Sai. Ly do ¢d bdn d€ ching ta dam phdn 1a tim cdch théa min nhu
cau clia minh 15t hon,

2 Sai. Cing c6 1d¢i 1a muc dich c6t 161 cda dim phdn. Vi thé, ngudi
dim phdn s& nd lyc d€ lam cho “miéng banh” 16n hon d€ cdc bén
ciing dude thda man nhiéu hon.

3 Phat biu ndy cé thé diing va c6 thé sai. S¢ 1a ding néu ban khong
quan tAm dén viéc x4y dung mSi quan hé liu dii vdi d6i tdc dam
phan. S& 12 sai néu méi quan hé 14u dai 14 quan trong bdi vi khi ban
thing va d8i tdc thua, ho s& khéng muén hgp tic vdi ban nita.

4 Sai. MOt ngudi dim phdn gidi phii 12 ngudi ¢ thé ciing vdi d6i tic
fim ra nhitng gidi phdp théa man Igi ich cho tt ¢d cdc bén mdt cich
tdt nhit,

5 Sai. Pam phdn ¢6 thé khéng phd hgp vdi nhilng xung d6t lgi ich
nhd, hodc nhitng xung d6t 19i ich khong thé didu dinh dugc. Trong
nhitng trudng hgp d6, dim phén chi tdn thdi gian vo ich.

6 Sai. Pam phdn trén lip trudng cé thé phit hgp trong nhitng tinh hudng
dam phdn md vdn dé dim phdn don gidn (nhw mua mot c4i ghé),
mdi quan hé hgp tdc lau dai khdéng quan trong (chi thue hién giao
dich mét 1an), khong cé nhiéu thdi gian dé dam phéin.

7 Sai. Cdc k¥ thudt xif 1y xung ddt déu cé nhitng wu diém va nhugce
di€m, khéng cé k¥ thuit nao phd hgp cho moi tinh hudng dim phén.
Hgp tdc chi phdt hgp véi nhitng cudc dim phdn phic tap, két qui
dam phén ¢6 ¥ nghia quan trong d8i vdi tdt cd cdc bén lién quan,
vi ho sfn sing danh thdi gian d€ tim ki€m gidi phép.

8 Sai. Cd 5 giai doan dim phdn déu quan trong nhu nhau vi dAm ph4n
s& thit bai néu bd qua bit k¥ mot giai doan nao.

Bai ty danh gid 2

1 Ong Phat di ¢6 sy chudn bi cho cudc dam phén: ¢6 thong tin vé& gid
cd, thué ngudi kiém tra m4y, tim hiu v& ngudi b4n. Tuy nhién, 6ng
da b qua mot s& budc quan trong 13 xdc dinh muc tiéu va xdc dinh
phuong 4n thay thé t6t nhat. C6 thé 6ng mudn mua mdy déng goi
vi gid hdp din rrong khi doanh nghiép chua ¢ nhu cau thuc sy (mdy
dd qué4 ci khéng c¢6 nghia 13 cdn thay th€ ngay). Ngoai ra, c6 thé
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ong khéng nim vitng nhitng y&u cdu k§ thuit cu thé déi véi mdy
déng géi cia doanh nghiép minh (su phd hgp vé& céng suit, cong
nghé,...). L& ra 6ng Phdt nén tri hodin viéc ddm phén d€ xem xét cdc
k€ hoach clia doanh nghiép va x4c dinh nhu cAu. N&u Phit Pat thuc
sy ¢6 nhu cdu thay thé mdy déng géi, ho ciing cAn tim ki€m nhiing
gidi phdp ddp tng nhu cdu khdc nhau. Ho ¢6 thé mua mdy mdi, thué
mdy, hoic mua mdy di qua s dyng. Cin cdn nhic tit cd cdc gidi
phdp nay trirdc khi ngdi vio ban dim phén.

Dudng nht muc tiéu dam ph4n cda chi Vinh 13 khdng kha thi. Chi
Vinh cdn fim hi€u thém théng tin v& thi trudng dich vu tv van, dic
biét Ia vn dé gi4.

Hai sai 1dm 16n cia Thanh la khéng c6 thong tin diy dii va khong
cin nhic phudng 4n thay th€ 5t nhit. C6 thé vi khong c6 thdng tin
ddy dd nén anh khéng bigt mic d6 rii ro khi mua dit ma gify o
phdp 1y chwa hodn chinh. Anh qud hai 1dng vdi khu d4t nén khéng
tinh tdo d€ ddnh gid mdt cdch khdch quan, cin nhic cdc gidi phdp
thay th€ khdc. Anh cé thé fim th§y mét vi trf khéc tuy khéng t5t
bing vi tri 46 nhung lai an toan hon.

Cédch phén c6ng nhiém vu cho cc thinh vién trong doin dam phdn
clia Song Hong cho th'y Minh s& phdi thue hién ci 3 vai trd 13 1inh
dao, tng k&t va quan sét, trong khi d6 vai trd cfia 3 thanh vién con
lai khd thy dong. Mac dit mdt ngudi ddm phan c6 thé cing lic dim
nhdn cd 3 vai trd, trong trudng hgp ndy Minh nén khai théc Igi thé
vé nhin lyc. Minh nén cin ¢ vdo ning lyc cha mdi thinh vién d&
giao cho ho nhitng vai trd tich cyc hon. Lam nhu viy s& ¢6 nhiéu
cd héi thanh céng hon.

Diing 44 mic phdi nhitng sai 1im sau:

Chon dia diém dim ph4n khéng phit hdp: quin bar khong phai 1a
mét ndi thich hgp dé dim phdn nhitng vin dé quan trong nhy viy.
Trong mdi trudng d6, cdc bén dam phén rdt dé rdi vao trang thai
khong con dd tinh tdo d€ dam phdn.

Hai bén khong chufn bi mdt chudng trinh dim phén cu thé.

Diing d& khong chufn bi t6t d€ d6i phé véi tinh hudng nay nén di
hanh ddng mét cdch mé4t binh tinh.
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Bai ty ddnh gid 3

Tim d4 bd qua budc “tim ti€ng néi chung” giffa hai bén dam phan.
Pi ngay vdo vdn dé sé& gilp tiét kiém thdi gian dam phdn hon. Tuy
nhién, diu dé c6 thé khi€n d6i tdc dam phin cam thiy khdng thodi
mdi, khéng thin thién vi ho s& e de, cdnh gidc hon.

Pé nghi cda S6ng Hbng c6 th€ hién nhitng didu kién di kém va
khdng bao gdm nhugng bd. Nhung Séng Héng di bd qua mdt sb
vin dé quan trong nhu thanh todn, giao hing, thdi han xem xét lai
hgp ddng,... Sdng Héng di khdng chira chd cho thuong luwgng khi
néi, “Pay 1a d& nghi (6t nhit mA ching tdi ¢6 thé danh cho qui vi”.
N&u d6 thyc sy 1a dé nghi cudi ciing, khéng thé thuong lugng thém,
Séng Hong dd glti mot thong diép t6i d8i tic dam phén: hoic 1a qui
vi chip nhin dé nghi ciia tdi, hoac 13 k&t thic dAm phin & day, Diéu
nay s€ khién d6i tdic dam phdn cdm thiy minh khdng cé chit quyén
lvc ndo va s& chon nit lui néu ho ¢6 lva chon khéc.

Néu dé nghi d6 khéng phdi 1a dé nghi cudi ciing nhu Séng Héng
n6i, nghia 12 Séng Héng van chip nhin thuong lugng thém, didu
nay s& khi€n d6i tdc ddm phdn khéng tin tudng vio Séng Hong va
Séng Héng cé thé bi mat thé dién.

Trong tinh huéng diu tién, ngudi dim phén 4p dung chién thuit chia
nhd. Trong tinh hudng thit hai, ngudi dam phin 4p dung chi€n thuit
thdi gian, c¢6 thém thdi gian d€ cin nhic ky. Trong tinh hudng thi
ba, ngudi dam phdn dp dung chi€n thuit thim do, dat cdu hdi
“Néu...” Trong tinh huéng thit tu, ngudi ddm phdn 4p dung chi&n
thuit trao ddi nhugng bd. Trong tinh hudng cudi ciing, ngudi dam
phdn dang giit thé dién cho déi téc.

Lim di 1am rdt t6t. Anh di trinh bay 16 14p rudng cda minh va
hi€u biét clda anh vé 13p trudng cda 461 tdc, sau d6é anh gidi thich
ly do vi sao hai bén khong thé dat dugc thda thudn. Lim chi trinh
bay nhitng thitc t&, khéng suy di&n, khéng d8 15i cho d6i tic. Bing
cdch nay, dt khéng dat dudc thda thuin, mdi quan hé gilta Lim
va d8i tdc vin t6t dep. Lam c6 th€ 1am tSt hon bing cdch md ra
mdt ¢d hdi d€ ndi lai ddm phdn, ching han nhu: “N&u chi tim dudc
gidi phdp nao khéc thi cho td1 biét nhé, 6i rat s&n 1dng hgp tdc.”
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4 Dap 4n bai ki€ém tra nhanh

Tra 13i 1

Trd 161 2

Trd 181 3

Trd 151 4

Trd 181 5

Trd 13i 8

Tra 151 10

Trd 13i 11

106

Ly do cd ban khién chiing ta tham gia dim phdn 12 d€ tim cdch
théa min nhu cdu ciia minh t6t hon.

Né&u k&t qui dam phdn chi mang lai 19i ich cho m6t bén, mdi
quan hé giita cdc bén khé c6 thé duy i lau dai.

bam phédn dya trén 14p trudng tip trung vao nhitng mau thuin
truc ti€p, cdc bén dam phén nd lyc bio vé lap rudng cla minh
va tin cOng I4p trudng clia d6i tic. Pam phén dua trén lgi ich tip
trung vio nhu ciu thyc sy cia cdc bén dam phdn, cdc bén nd lhic
tim ra gidi phdp c6 thé ddp dng nhu cdu cla tdt cd cdc bén.

Nim ky thuit xi 1§ xung d6t cd ban 1a 1dng trinh, canh tranh,
nhugng bd, thda hiép, vd hgp tic.

Gial doan thit 4 cila qud trinh dam phédn 1 thuong lugng. Trong
giai doan nay, cdc bén dim phdn s& xem xét dé nghi cia nhau,
gidi quyét nhitng khdc biét bing cdch trao d8i Idi ich.

Nhitng viéc cdn 1am d€ chudn bi cho mét cudc dim phdn bao
gdm xdc dinh muc tiéu, thu thap thong tin cdn thi€t, xdc dinh
phuong dn thay th€ t6t nhit, tim hiu d6i tic dAm phédn, xdc dinh
chi€n luge va cdc chién thuit dAm phdn va mot s& chuin bi khdc
nhy dia didm, ti lidu.

Céch don gidn nhdt d& phén biét nhu ciu thwe sy v6i mong muén
1a gidi thich 1y do cho mdi mong muén clia minh mét cdch ré
rang. D4t cdu hdi “Tai sa0?” cho mdi mong mudn,

Phuong 4n thay th€ t5t nhdt cho mét cudc dam phdn 1a gidi phdp
ddp dng nhu ciu 5t nhat ma ngudi dam phin c6 thé€ c6 dudc ma
khdng cin tham gia cudc dam phdn do.

Ba loai thong tin quan trong v& d6i tic dam ph4n bao gdm: muc
tiéu dam phédn, cdc thinh vién tham gia doan dim phdn, d6i tdc
dam phédn biét gi v& ban.

Ba vai trd cd bdn ma cdc thanh vién rong mot dodn dam phdn
thuwdng phdi thé hién 1 vai trd 14nh dao, vai trd tdng két, va vai
rd quan sat.

Trong giai doan trao d8i théng tin, ngudi dim phdn nén coi day
12 mdt ¢d hoi d€ nhin bi€t nhu cdu ciing nhy nhitng gidi han cida
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Hay 1ém hwoe va suy ngdm

ddi tdc, ki€m tra nhitng gid dinh vé& d6i tdc, cung cdp cho dGi
tdc nhitng thdng tin cin thiét, thim do nhitng muc tiéu quan
trong clia d&i tdc, gy dnh hudng va thuy&t phuc déi tdc.

Mat dé nghi (5t cdn c6 mdt pham vi nhdt dinh d€ thuong lugng,
khéng bd s6t bit cif vin ¢ nao, thé hién ré nhitng diéu kién di
k&m, va khong bao gom bit k¥ sy nhugng bd, loai triY, hay qud wu
dai nao.

Ban ¢6 thé k€ nam chién thuit trong s6 cdc chi€n thuit dim
phdn thudng dugc sl dung trong thudng ludng sau: chia nhd,
tim ki€ém phuong 4n mdi, thim dd, 13ng trdnh, s&n ldng hop tdc,
trao d6i nhugng bd, nd Irc va quyét tim, tém tit tirng giai doan,
gil th€ dién cho ddi tdc, nhin ra tin hiéu ra quyét dinh, thdi
gian.

Nhilng viéc nén lam khi thuong lugng rdi vio bé tic 1a:
tém tdt 14p truding cla ddi tdc

tém tit 14p trudng cia minh

théng bdo “chiing ta dang b& tic”

tdch bach gitta ¢dm xdc va thyc t&

tich bach con ngudi v van dé

déi tién dé 14y dude nhiing thi khic

thay ddi ngudi dim phédn

ngung dam phén trén cd sd nhitng gl di thong nhit duge vi dé
nghi sé& thdo luin sau

sit dung phudng 4n thay thé t6t nhat
b sung nhitng phwong dn thay the khic.

Nhifng chién thut thudng duge st dung d€ gidi quy&t nhirng van
dé con chua théa thuin duge trude khi két thic dam phin bao
gdém nhugng bd, cua ddi, lya chon giita hai phudng dn, tron géi,
dé nghi phuong 4n mdi.
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5 Dap an bai tap tinh hudng

| Doan hdi thoai bao gdm cdc giai doan dua ra dé nghi, thudng lugng

va k&t thic. Qua ciu ndi cia Phugng (ban bac sau), 6ng Nam di
nhin ra tin hi¢u va dwa ra dé nghi. Sau d6, Linh dit ciu héi dé€ 1am
& dé& nghi cia 6ng Nam ddng thdi ciing tim hiéu nhu ciu thyc sy
cia An Thdi diing sau d& nghi dé. Phuong duva ra d& nghi phdn héi
vd hai bén chuyén sang thudng lwgng. Cudc dim phén roi vio b€
tic khi hai bén déu gilf 1dp (rudng ciia minh. Ong Nam quyét dinh
rit lui v chd dong két thic cudc dam phdn.

2 Thong tin tif doan hdi thoai cho thdy 6ng Nam di chuin bi t&t cho

cudc dim phdn. f)ng cé muc tiéu rd rang vi cy thé (thé hién qua
dé nghi va nhugng bj). C)ng dam phan mdt cach binh tinh, 1y tin va
quy&t dodn khi rit lui. Piéu d6 cho thiy 6ng am hidu thi trudng va
c6 phuong in thay thé& t&t nhit.

M6t di€m ma 6ng ¢6 thé 1am 8t hon d6 13 xdc dinh pham vi dAm
phdn gid. Dudng nht mitc gi4 dé nghi ban ddu cia dng khdng hop
1y. Trude mébt ddi tdc dam phan nhy Péng A (cong ty dét 16n, mua
thu§c nhuém thudng xuyén), 6ng Nam nén dinh pham vi thuong
lugng hep hon, ching han nhu USD 9.000 — 9.200.

Cudc dim phdn ndy dya trén lap trudng bdi vi ¢d hai bén dam phén
chi tip trung vio nhitng miu thuin I¢i fch truc tiép 12 gid va didu
kién thanh todn,

Ong Nam di dua ra m6t d& nghi t5t: ¢é chita chd cho thuong lugng,
¢6 bao gdm cdc didu kién di k&ém, khéng bao gébm nhugng bd.

Khi Phugng dua ra dé nghi, 6ng Nam ¢4 ddp lai bing su phdn d6i
{Muc gid 8.000 USD/tan thi chiing t6i khong th€ chip nhin dudgce.)
ma khéng dé nghi mdt cdch gidi quyét nio khdc cho dén khi d6i
tic yéu cAu. Ong Nam da phan hdi lai dé nghi cla ddi tic ngay ma
khong héi 16 hon hodc tim hi€u nhu ciu ciia d6i tic. Ong Nam ciing
nhugng bd qud nhanh (1 10.000 xuéng 9.000) vd nhudng bd mot
cdch v6 didu kién. L& ra khi nhin dugc dé nghi clia d8i tdc, 6ng b
th€ hdi xem Pdng A dang mua foai thudc nhudm dé vdi gid bao
nhiéu, di€u kién thanh todn nhu th€ ndo, vi sao ho mudn tim nha
cung cAp khdc,... Vi khi nhugng bd, éng can nhugng bd titng budc
mot, vdi nhitng diéu kién khic di kém, chdng han nhu “né€u Déng
A chdp nhan mua don hang Idn thi ching t5i c6 thé can nhic giam
gid xudng...”



Hay i6m lape va suy ngdm

6 Ong Nam quyét dinh riit lui rdt nhanh. C6 thé 6ng cdm thdy Pong
A s& khong chip nhin mdc gid 6ng d¢é nghi vA nén ngung dam phdn
cing sém cang (6t. Mic dil 6ng Nam ¢6 md ra mdt ¢ hdi dé c6 thé
n8i lai ddm phin sau nay (Cdc vi cff xem xét k¥ réi quyét dinh, khi
nao sin sang thi lién hé vdi t6i.), nhung cdch lam nay c6 thé khién
d8i tac titc gidn. Ong Nam nén trinh biy cho déi tdc hi€u 13 13p trudng
clia minh v3 nhitng hiéu biét ciia dng vé ldp trudng cia d6i tdc sau
d6 gidi thich vi sao cudc dam phén rdi vio b& tfe. Ong c6 thé hdi
xem d8i tdc c6 cdch nao d€ gidi quy&t b€ tic khong.
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DAM PHAN TRONG KINH DOANH

C6 thé ban da quen thuéc, tham chi nham chén véi cau: “hai bén cung trao déi thao luan
trén tinh than hop tac..” thudng dugc viét trong hop déng kinh t&. Nhung trén thyc té, trong
qua trinh dam phan trudc khi di dén hop déng, khdng phai nha quan Iy nao ciing “da
thoéng” va thyc hanh tu tudng nay. Ho mat rat nhiéu thdi gian dé “khu khu” bao vé lap
truéng cda minh va ai cling muén gianh phén théng vé minh ca! Lam nhu vay la tu chuéc
Idy that bai vi néu quyén Ioi clia mot bén dam phan khéng dugc quan tdm, bén dé sé rat
lui. Bam phan khong phai Ia mét cuée canh tranh, bdi ban biét theo dudi 0i ich ciia minh
thi déi tac ciing vay. C6 phuaong thiic dam phan nao dem lai mét két qua ma théa man
dugc Igi ich cla cac bén nhiéu han?

Cubn sach sé giup ban tra 15i dugc cau hoi nay. Cuén séch phu hgp véi chii doanh nghiép
ho&c nha quan ly trong doanh nghiép nhé va vua Viét Nam. Boc xong cuén sach nay, ban
c6 thé:

hiéu ro co s8 clia dam phan Ia hop tac, néi céch khac la “hai bén cung théng”, thay vi canh
tranh,

biét st dung nam ky thuat xir ly xung dét Igi ich tuy thudc vao bsi canh cy thé cla tiing
xung dét trong qua trinh dam phan,

chuén bj chu déo cac viéc can lam trudc khi dam phan nham tranh roi vao thé bat lgi,

ti€n hanh dam phan thanh céng nhd biét phuong phap lam dé nghi ctia ban hap dan hon.
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