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LO1 CAM ON

T6i xin trdn trong cam on giang vién huwéng dan TS. Nguyén Th; Thu Nga
dd nhiét tinh hwéng dan, givip dé téi trong qud trinh hoan thanh khéa ludn tot
nghiép. Cé luén dong hanh, dong vién , khich 1é , tao méi trieong thudn loi dé téi
thuc hién ludn van mét cach tét nhat.

T6i xin bay t6 long biét on sdu sdc dén cdc thanh cé gido cua trieong Pai
hoc Thi Pé Ha Noi néi chung va cdc thdy c6 gido Khoa KHXH cua truong Dai
hoc Thi B6 Ha Néi néi riéng da nhiét tinh , tdn tam giang day t6i trong suot 3
nam hoc.

T6i xin chdn thanh cam on gia dinh da tao diéu kién tét nhat dé téi hoan
thanh nhiém Vu Cua minh, va ciing xin chdn thanh cam on nhitng nguol ban da
tin twong, cung toi chia sé va vuot qua nhitng kho khan trong hoc tap va cugc
song.

Dii dd c6 gang thuc hién va hodn thanh ludn véin bang tat ca tam huyét va
N6 luc ciia minh nhung ludn vin sé khéng tranh khoi nhiing thiéu sét . Téi rat
mong nhdn duwoc y kién nhdn xét va déng gop chdn thanh ciia quy thdy c¢é dé cé
thé hodan thién minh hon.

T6i xin chdn thanh cam on !

Ha No¢i, ngay 13 thang 5 nam 2019
Nguoi thuc hién

DPang Bich Ngoc
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PHAN 1. MO PAU

1. Ly do chon deé tai:

1.1. Ly thuyét hgi thoai néi chung trong Ngi# dung hec.

Ngir dung hoc la mot phan nganh khoa hoc cia ngén nglr hoc miéu ta,
gitip chung ta nghién ctu cac don vi san pham cia ngdén ngit hinh thanh trong
giao tiép bang ngdn ngir. Ngir dung hoc gitip chiing ta tra 10i cac cau hoi: Chiing
ta lam gi khi chung ta ndi? Chung ta thucC Su ndi gi khi chung ta noi? Chung ta
can biét nhitng gi dé cdau néi khéng con mo ho nira? Hay Ai ndi véi ai? Anh nghi
t6i 1a ai ma cé thé néi véi téi nhw vay?... Nén nd da mang lai rat nhidu diéu méi
mé va thu vi trong qua trinh nghién cttu, hoc tap.

Ngit dung hoc nghién ciru ngdn ngir gan lién vai ngit canh ( hoan canh néi
nang) nén 1y thuyét hoi thoai 1a mot trong nhimg 1i thuyét tru cot cua Ngir dung
hoc. Giao tiép 1a hoat dong chi yéu, khong thé thiéu ddi véi con ngudi trong
cudc séng, c6 hai hinh thic giao tiép co ban 1a ngdn ngit va phi ngon ngit. Trong
d6, hoi thoai 13 hinh thuc giao tiép bang ngén ngit duoc st dung phd bién va
quan trong nhat. Ly thuyét hoi thoai nghién ciru: Cac phwong cham hoi thoai, ciu
trac hoi thoai, van dong hoi thoai, quy tic hoi thoai...v.. O trong khoa luan nay,
chung t6i tap trung nghién ciru V& “cau trac hoi thoai”,

Trong cudc séng c6 nhiéu kiéu hoi thoai khac nhau, trong d6 hdi thoai trao
d6i, mua ban 1a mot loai hinh giao tiép kha dac biét va pho bién , nhat 13 trong
nén kinh té thi truong hién nay. Nghién ciu vé cau triic hoi thoai gitip chung ta
xac dinh dugc nhitng ranh gidi gitra cac doan thoai trong cugc thoai, trong van
dong hoi thoai, dac diém cua cac doan thoai ma cu thé trong khoa luan nay la cau
tric doan mo thoai va két thoai trong cudc thoai mua ban qua khao sat tu lidu &
mot s6 cho ngi thanh Ha Noi.

Ban chat con nguoi chi bac 16 ra trong giao tiép. Nguoi Trung Quéc viét chir
“nhan” v6i nghia 1a “tinh nguoi” bang cach ghép chit “nhi” v6i bo “nhan ding”
tinh nguoi boc 16 trong quan hé giita hai nguoi. Nha triét hoc nguoi Puc L.
Pheurbach ting viét: “Con nguwoi ca thé khéng chira ban chdt con nguweoi trong
minh... Ban chdt con nguoi chi béc 16 ra trong giao tiép, trong thé thong nhat giza
con nguwdi Vi con nguoi. Con ngudi dé cho minh chi la con ngieoi theo nghia thong
thuwong, con con nguoi trong giao tiép vai dong logi, trong su thong nhdt giita T6i
véi Anh méi chinh la Thuong dé” [8,tr 307]. Nghién ciru vé hoi thoai néi chung va
cau trac hoi thoai néi riéng giup ta co cai nhin méi hon, day di hon vé cudc thoai,
Vvé con ngudi trong giao tiép, thay duoc nhitng hiéu qua, cach thirc trong giao tiép.
Tir 46, dua ra budce dau li giai vé sy chi phéi cia van hoa Viét ¢én hoat dong noi

nang, giao tiép cta con nguoi trong trao doi, mua ban.



1.2.Y nghia ciia nghién ciru

Tir mot s6 tu liéu cudc thoai mua ban & mot s6 cho noi thanh Ha Noi,
ching téi timra :

- Céu tric doan mé thoai, két thoai, ranh gidi cac doan thoai trong cudc
thoai, va thay duoc thuc té dién ra nhu thé nao giita nguodi mua va ngudi ban,
doan mé thoai, két thoai d6 c6 gép phan dat dwoc muc dich mua - ban cua ho
hay khong?

- Nhitng nét chung véi hoi thoai thong thuong va nét chuyén biét riéng cta
hoi thoai trong mua ban.

- Ngon ngit hoi thoai ¢ day vira 1a san pham va vira 1a cong cu dé dat dugc
muc dich chinh cta ca ngudi mua lan ngudi ban, phuc vu cho nhu cau thiét yéu
cua cd hai bén.

- Li giai vé yéu t6 vin hoa Viét chi phdi hoat dong trao d6i, mua ban cia
ho nhu thé nao.

-Pua ra cac két luan, y kién danh gia gop phan cai thién nhiing han ché
con ton tai trong su chi phdi cia vin hoa dé giao tiép tré nén hiéu qua, dé dang,
van minh hon, nhét 1a d6i véi thoi budi kinh té thi trudng nhu hién nay.

2. Lich sir van dé

2.1.Nhitng céng trinh nghién cieu vé Iy thuyét hgi thogi:

Lich str ra doi va phét trién caa Ly thuyét hoi thoai dén nim 1970 méi
thuc su thang hoa, no6 tr¢ thanh doi tuong cua xa hoi hoc, xa hoi ngoén ngir hoc,
dan toc hoc & Mi. Phan nganh ngon ngir hoc lan dau xuat hién & Mi v6i phan
nganh phén tich hoi thoai ( conversation analysis). Vi thé nhiéu nha ngén ngir
hoc ciing da bat dau quan tdm dén van dé nay. N6i bat nhat chinh 1a H.P.Grice,
nguoi da co nhitng dong gbp hon ca cho van dé 1y thuyét hoi thoai. Trong “Logic
and conversation” [H.P.Grice, 1975, Logic and conversation], 6ng da nghién ctru
nguyén 1i cdng tac hdi thoai vdoi cac phuong cham hoi thoai co ban, cling nhu
twong tac hoi thoal, tir d6 da dat ra co so 1i luan cho nhitng nghién ctru cia cac
nha Viét ngir hoc.

Tir khi ra doi ¢ Viét Nam dén nay, Ngit dung hoc di c6 rat nhiéu cong
trinh nghién ciru, nhung dic biét lién quan dén van dé 1y thuyét hoi thoai. Ta phai
ké dén tac gia P Hiru Chau v6i dong gop to 16n tir cong trinh nghién ciru “Ngit
dung hoc” ( xuat ban nam 1993) trong “Pai cuong ngdn ngit hoc”. O cong trinh
nay o6ng da viét vé su van dong hoi thoai, cac yéu té kém 101 va phi 10i, cac quy
tic hoi thoai, thuwong lwong hoi thoai, cau trac hoi thoai...Nhat 1a d6i véi phan
quy tac hoi thoai, P4 Hitu Chau da 1i giai vi sao can phai co quy tac trong mot
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cudc thoai dé thdy dugc tam quan trong caa né. Ong chon phan tich, 1i giai ba
quy tic hoi thoai quan trong nhit 1a quy tic diéu hanh ludn phién luot 1oi, quy tic
diéu hanh noi dung cua cudc thoai va quy tic chi phéi quan hé lién ca nhan —
phép lich su; [2].

Tac gia Nguyén Thién Giap voi “Dung hoc viét ngi” [4]. Lan dau tién cac
van dé lién quan dén ngit dung hoc nhu: Chiéu vat, chi xuat, hanh dong ngon
ngi, 1i thuyét 1ap luan, 1y thuyét hoi thoai, nghia tudng minh, ham an duoc trinh
bay mot cach c6 hé thong trén cac ngir lidu Tiéng Viét, hoic tir cac tic pham vian
chuong. Pic biét ong da dé cap dén cac van dé vé hoi thoai nhu: Phan tich hoi
thoai, voi phan nay, 6ng da chi ra cac yéu td cau trac hoi thoai, cap ké can, cap
d6i dap, nhitng 161 wém trude va nhitng yéu td phi ngdn ngir trong hoi thoai;
ngodi ra tac gia con dé cap dén khai niém lich sy, chién lugc giao tiép, nguyén
tac hop tac va ham y hoi thoai (gom nguyén tac cong tac, nhitng loi rao don trong
giao tiép va ham y hoi thoai).

Tir cic nghién citu nén tang trén da co rat nhiéu gido su, tién si, hay cac
tac gia khac ciing da van dung li thuyét ngir dung hoc, dic biét 1a 1y thuyét hoi
thoai dé tim hiéu vé cac khia canh cua Tiéng Viét, trong cic tac pham vin
chuong hay trong doi séng hang ngay. C6 thé ké dén “Cach dap lai 1oi khen
trong Tiéng Anh va Tiéng Viét — Tir goc nhin phan tich hoi thoai” ciia Kiéu Thi
Thu Huong. ( Ngon ngit s6 1, nim 2006); hay “Ngon ngit giang day cua Gido
vién bac Tiéu hoc dudi goc nhin Hoi thoai” cia TS. Quach Thi Gam;) ...v....v.
Tir cac cong trinh nghién ciru 4y dé cho ta thiy cai nhin bao quat vé 1y thuyét hoi
thoai nhu: van dong hoi thoai, quy tic hoi thoai, cau tric hoi thoai, ngir phap hoi
thoai, ngir nghia hoi thoai...dé cac nha nghién citu vé sau c6 thé ap dung, mo
rong, lién hé trong thuc tién va ca vian hoc.

2.2.Nhitng cong trinh nghién ciru Cdu triic héi thogi:

Pay 1a mot dé tai kha moi mé trong viéc nghién ctiru cudc thoai tir goc
nhin Ngit dung. D3 c6 mot s6 cong trinh nghién ctru vé van dé nay nhu “Budc
dau tim hiéu viéc phan chia cau triic doan thoai trong cudc thoai trao d6i — mua
ban” ( Nguyén Thi Qué Pan, Tiéu ludn khoa hoc thac si Ngit vin, Truong Pai
hoc Sw pham Ha Ngi I, nam 1994), hay  Cau tric hoi thoai trong truyén cudi” (
Tran Chdu Ngoc, Khéa ludn thac si ngit van, truong dai hoc s pham TPHCM,
nam 2001)..v..v. Nhung vé6i viéc budc dau 1i giai Van hoa viét chi phdi doan
thoai, nhat 1a doan thoai trao d6i, mua ban ra sao thi vin con nhiéu bé ngo.
Nhitng cong trinh néu trén sé& 1a tién d& va co so 1i luan quan trong dé giup ching

t6i hoan thanh t6t hon khéa luan nay.



3. Muc dich nghién ciru va di twong,:

3.1.Gidi han dé tai:

Trong 1y thuyét hoi thoai c6 rat nhiéu phuong dién dé nghién ctru nhung
trong tiéu luan nay chung toi tap trung nghién ctu cau tric hoi thoai & khia canh
cac cudc thoai va doan thoai ma tap trung & doan mo thoai va két thoai, 1ay ngir
lieu khao sat tir cac cudc thoai mua bén, trao ddi & cic cho ndi thanh Ha Noi.
Tim ra cac yéu to6 dé mé ta doan mé thoai, két thoai va ranh giéi phan dinh no
vé6i than thoai, cac dau hiéu nhan biét doan thoai chuyén tiép. Bén canh d6 két
hop véi cac chién lugc lich su trong giao tiép nham 1i giai vé& yéu tb vin hoa Viét.

3.2.Déi twong nghién ciru:

Céc cudc thoai va doan mo thoai, két thoai mua — ban cac mit hang do
dung, thyc pham, & mot s6 cho noi thanh Ha Noi. Cha yéu 13 nhitng cudc thoai
mang tinh chat song thoai, gitta ngudi mua va ngudi ban, c6 thé hién duoc su
phan chia rd rang giita ba doan m& thoai, than thoai, két thoai dé tir d6 phuc vu
cho viéc nghién ctru doan mé thoai va két thoai trong mét cudc thoai trao doi,
mua ban.

3.3.Muc dich nghién ciru:

Van dung 1y thuyét hoi thoai dé mé ta cau tric doan ma thoai va két thoai
dwa trén 50 cudc thoai mua ban da thu thap duoc dudi goc nhin ngir dung, dé
budc dau i giai su chi phdi cua van hoa Viét dén doan thoai ciing nhu trong giao
tiép cta con ngudi.

4. Phwong phap nghién cuwru:

Trong khoa luan nay, chung téi str dung phuong phap phan tich dién ngon.

Cung v6i cac thu phap nhu:

4.1.Khdo sdt tw li¢u:

50 cudc thoai mua — ban mat hang thuyc pham, dd dung ca nhan & mot sd
chg ndi thanh Ha No§i qua video, sach bao, va chinh ban than ching t6i tham gia,
chang kién.

4.2. X ly tw ligu:

- Ghi 6 phan loai 50 tu liéu theo ngay, thang, nam khao sat, dia diém, mat
hang cu thé 1a gi, dic diém cia ngudi mua, nguoi ban ( vé giéi tinh, 1ra tudi,
ngoai hinh...)

- Tur tu liéu rat ra cdu tric doan mo thoai, két thoai va ranh gidi phan chia
cudc thoai mua ban, cac dau hiéu chuyén tiép cudc thoai.

- Thong ké s6 liéu ¢ tirng phan.



Phan 2: NOI DUNG
Chuwong 1: Co sé li ludn cia dé tai (dwa trén li thuyét cia tic gia D6 Hiru
Chau - D5 Viét Hung, 2001, Gido trinh ngit dung hec (in lan thi hai), NXB
PH Suw pham) [1,tr99]

Hoi thoai 13 hoat dong giao tiép cin ban, thudng xuyén, phd bién cua
ngoén ngit. Cac hinh thirc hanh chic khac cta ngon ngir déu duoc giai thich dya
vao hinh thic hoat dong can ban nay.

Nén luu ¥ ring cac dang co ban cua hoi thoai 1a dang song thoai (
Dialogue) tuc 1a dang dién ra giita hai nhan vat d6i dap. Tuy nhién, hoi thoai con
c6 thé c6 dang tam thoai ( ba nhan vat) va néi chung 1a da thoai ( nhiéu nhan vét)
Li thuyét hoi thoai thé giéi dang bat dau nghién ctru dang da thoai cia hoi thoai.
O day chung ta chi lam quen vé&i dang song thoai, mit d6i mat caa hoi thoai.

Doi vai hoi thoai, mudn giao tiép duoc dién ra thong thuong bang ngén
ngit ngudi ta thudng quan tdm dén cac van dong cua hoi thoai.

I. Cac van dong hoi thoai

1- Trao loi

La van dong ngudi néi Spl néi ra va hudng loi nodi ciia minh vé phia
nguoi nghe Sp2. O day, Spl va Sp2 1a hai ca thé doc lap, trir trudng hop doc
thoai ( Sp1 n6i mot minh). Khi néi ra cé thé di kém cac van dong co thé nhu diéu
bo, cir chi, nét mit dé b sung cho 101 néi ctia minh. ( Khi n6éi mdt minh ciing c6
thé di kém nhiing van dong co thé 4y hudng dén minh). Tuy nhién, trong tiéu
luan nay chiing t6i chi xét dén truong hop Spl va Sp2 1a hai ca thé doc lap.

Sy trao loi nham thé hién Sp2 phai c6 mit trong 101 néi cia Spl qua hai
khia canh:

- Qua cach xung ho, st dung ng6i thir, nguoi no6i Spl xung “t6i” va noi
Vv6i ngudi nghe bang ngéi thir hai.

- Qua tién gia dinh giao tiép, 1a hiéu biét ctia ngudi néi vé ngudi nghe va
giita ca hai nguoi di c6 sin, déng thoi ciing 14 hing thi, tAm trang cia ngudi
nghe khi giao tiép

Vé phia ngudi noi, ngudi trao 10, phai ludn “lan trude” vao ngudi nghe
Sp2, x4y dung dugc hinh anh tinh than caa Sp2, phai du kién dwoc phan tng cua
ngudi nghe dé vach ra ké hoach, dinh hanh dong sao cho c6 thé 4p dit diéu minh
mudn néi vao Sp2.

2 —Trao dap:

Phat ngdn sé& trd thanh hoi thoai khi nguoi nghe Sp2 déap 10i, s& ¢6 su lan

luot thay doi vai noi, vai nghe giira cac nhan vat giao tiép.
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Chung ta d4 biét, phat ngon 1a san pham cua cac hanh dong ¢ 1oi. Tat ca
cac hanh dong ngdn ngir déu doi hoi mot s hdi dap. Pidu nay khong chi ding
V6i cac hanh dong nhu hoi — tra 161, chao — dap lai, cau khién — nhan lénh,tir
chéi,... ma con dung véi ca hanh dong trinh bay ( xéc tin, khang dinh, miéu ta).
Pua ra mot xac tin ngam 4n 1 hoi ngudi nghe c6 ¥ kién nhu thé nao vé 1oi khang
dinh ctia minh, do d6 doi hoi nguoi nghe phai co phan wng bang 10i phu hop. Néu
ngudi nghe té ra khong chu ¥, xao nhang dén 10i trinh bay thi nguoi néi phai tim
cach kéo anh ta trd lai v6i didu minh dang khang dinh.

Néu nhu khong c6 sy hdi dap cua sp2 thi ciing khong xuat hién cudc thoai
va nguoi noi spl sé roi vao tinh trang doc thoai, bai vay trao dap 1a mot van dong
vO cung quan trong trong hoi thoai.

3-Sw twong tac:

Céc thoai nhan anh huong dén nhau, tac dong dén cach (ng xu cua ting
nguoi trong qua trinh hdi thoai.

Truéc khi hoi thoai, cac thoai nhan c6 sy khac biét nhau vé tudi tac, hiéu
biét, nghé nghiép, tam li,.. néu khong c6 su khac biét nay thi giao tiép tro thanh
thtra. Trong hoi thoai va qua hoi thoai, khoang giao nhau gitra cac mat cua nguoi
d6i thoai m& rong dan va mot cudc hoi thoai thanh cong 1a cudc hoi thoai ma sau
d6 su khéac biét bi mat di. Va ciing s& ¢ nhitng cudc hoi thoai khong thanh cong,
1a khi su khac biét 4y khong thay doi, tham chi con 16n hon. Vi thé, giira hai
thoai nhan phai c6 su twong tic dé xem sy khac biét Ay c6 thay d6i hay khong.

Trong hoi thoai, mot 161 néi bi cham dit khi nguoi kia to ra khéng cha ¥
dén noi dung cua no, lang xa nd. Lic ndy ngudi néi phai hoa phdi lai cuoc hoi
thoai bang cach kéo ddi phuong trd lai véi cdu chuyén va khoi dong lai cau
chuyén dé dat duoc muc dich giao tiép.

Tuong tac la mot trong nhiing dac trung cua mét cudc thoai, nhitng quy
tac, cau trac, chic ning trong cudc thoai déu bat nguon tir van dong hoi thoai ma
cha yéu 1a twong tac. Nhic dén twong tac, doi hoi hai thoai nhan hoa phdi 1an
nhau, dé c6 thé duy tri sy hoa phdi dy thi nguoi ta thuong dua vao hé thong cac
luot 1oi.

Khi mot ngudi noi xong 101 ctia minh, tiép dén nguoi kia noéi thi d6 duoc
cho 12 mot luot 161. Luot 10 c6 tinh chit luan phién. Nhimg ngudi trong cudc
thoai phai phan theo nhitng quy tic nhat dinh thi méi ¢é sy phan chia thanh luot.
Vi pham luot 10i 1a khi ngudi nay néi tranh phan cia nguoi kia ( cudp 10i ),
giong nhu trong hoat dong di lai ¢ truong hop dén da do roi c6 ngudi van ¢b tinh
vuot bang duoc. Hay c6 nhitng truong hop trat khop vé luot khi ¢6 sy ngat quang
qué dai giira hai luot 16i hodc c6 su dam dap 1én nhau trong luot 15i ( ca hai

nguoi cung noi)...



Dé giir su can bang trong twong tac doi hoi thoai nhan phai tao ra cac cap
ké can. M&i hanh dong & 1oi ndi ra, con goi 1a hanh dong din nhap hay bo phan
thi nhat, thuong goi ra hanh dong & 16i dap lai. Hanh dong dan nhap va hanh
dong hoi dap thich tng tao thanh mot cap ké can. Trong hoi thoai, phd bién nhat
la cap hoi — tra loi.

Bén canh d6 con c6 nhirng cip trao dap, cung ¢, sira chita. Trao dap cung
cd nham thiét 1ap hay lam vitng chic quan hé giita ngudi trong cudc dé cudc
tuong tac dat hi¢u qua. Thi du khi ta vao mdt nha tro, chi nha thuong héi han sic
khoe, vé chuyén di,.. cua khach dé tao quan hé chu tro - khach tro. Nhiing nu
cudi, anh mét, ¢t chi von v, viéc liy cho ngudi ban dén tham cdc nudce, ngay
xua “miéng trau 1a dau cau chuyén” déu 1a trao dap cing co.

Ngoai nhitng yéu té bang loi khi twong tac thi hé thong cac yéu to kém
ngodn ngir ciing 1a yéu t6 quyét dinh dén cach cu xir, anh huéng dén nhau cia cac
thoai nhan trong hoi thoai. Spl phai thuc hién hanh dong kém ngoén nglr cua
minh sao cho phi hop véi Sp2, c6 thé 14 anh mat, nu cudi, cai , bat tay nhau... dé
cudc thoai dat duoc muc dich giao tiép. Nguoc lai, néu Spl c6 hanh dong than
thién ma Sp2 dap lai bang nhimg hanh dong kém 11 khiém nha, thiéu lich su thi
chic chén cuoc thoai sé dan dén tiéu cuc.

Toém lai, ba van dong hoi thoai: Trao loi, dap 101, twong tac 1a ba van dong
dic trung khong thé thiéu trong mot cudc thoai. N6 chi phdi cac quy tic, cau
tric, chirc nang cua hoi thoail.

I1.Quy tic hdi thoai

DPé nham cho cac luot 10i cia cac thoai nhan dugc dién ra troi chay va di
dén mot cuoc thoai tich cuc thi ching ta can nam dugc cac quy tac hoi thoai.

Nha ngon ngit hoc Phép, nir gido su C.K.Orecchioni chuyén gia vé ngit
dung hoc twong tac cho rang cac quy tac hoi thoai chia thanh ba nhom:

1- Nguyén tic luin phién lwot 1oi:

Trong cugc thoai, nguoi kia phai néi khi nguoi nay nhuong loi cho anh ta
theo cach 10i ngudi nay ké tiép loi ngudi kia, khong c6 sy dim dap 1én 10i cua
nhau. Spl 1a ngudi néi, Sp2 1a nguoi dap thi nguyén tic nay cho ta : Sp1-Sp2-
Sp1-Sp2... Do ban chat tuyén tinh nén su giao tiép bang 10i doi hoi phai giam
thiéu dén murc thap nhat sy dam dap 1én 15i ciia nhau.

Khi ndo ngudi nay nhudng 16i cho nguoi kia? R rang 1a ¢ nhiing dau
hiéu nhat dinh, bao mot cach ty dong cho nguoi kia biét rang anh ta c6 thé noi.
D6 1a nhitng dau hiéu nhu su tron ven vé 1i, su tron ven vé ct phap, ngit diéu, cac
cau hoi, cac tor nhu “nhé”; “nghen”... Tuy nhién, hién nay ching ta chua chu y
nghién ctru nhitng dau hiéu danh dau su két thuc luot 101 nay.



2- Nguyén tic lién két hi thoai

Mot cudc hoi thoai khong phai su lap ghép ngiu nhién, tly tién cac phat
ngodn, cac hanh dong ngdn ngit ma ching phai dugc lién két v4i nhau. Tinh lién
két hoi thoai duogc thé hién trong long cta phat ngdn, giita cac hanh dong & 10i,
giita cac don vi hoi thoai. Néu khong c6 sy lién két thi s& dan dén cudc hoi thoai
“ong nodi ga, ba noi vit”

3- Cac nguyén tic hdi thoai:

Hoi thoai mot cach chan thyc doi hoi nguoi tham gia phai ton trong mot
s6 nguyén tic. Nhimg nguyén tic nay khong chit ché& nhu nhitng nguyén tic
ngodn ngit hoc thuan tay. o 14 cac nguyén tic:

3.1.Nguyén tic cong tac hi thoai

Do Grice néu ra tir nim 1967. Nguyén tic nay dugc phat biéu tong quat
nhu sau: Hiy 1am cho phan dong gop cua anh vao cudc hoi thoai dung nhu né
dugce doi hoi ¢ gi doan nao ( cua cudc hoi thoai) ma né xuat hién phu hop dich
hay phuong hudéng caa cudc hoi thoai ma anh di chap nhan tham gia vao.

Mot khi nhitng nguoi tham gia ton trong nguyén tic nay thi cudc hoi thoai
dat tinh chat ning dong hoi thoai, c6 nghia 13 cudc hoi thoai tuan ty tién dén muc
dich, khong luan quan, khong giat i tro lai.

Nguyén tic cong tac hoi thoai dugce Grice tach thanh bén phuong cham
nho:

3.1.1. Phuwong chim vé hrong

Hay lam cho phan dong gép ciia anh c6 luong tin diing nhu doi hoi cua
dich cudc thoai.

Pung lam cho lugng tin cia anh 16n hon yéu cau ma né doi hoi.

3.1.2. Phwong chim vé chit

Hay ¢ gang lam cho phan dong gop cua anh 1a dung, dic biét 1a: Pung
n6i diéu gi ma anh tin 1a khong dung; Ping néi diéu gi ma anh khong c6 du bang
chung.

3.1.3. Phwong chim quan hé ( phwong chim quan yéu)

Hay lam cho phan déng goép cua anh quan yéu ( pertinent) tirc 1a c6 dinh
liu dén cau chuyén dang dién ra

3.1.4. Phwong cham cach thic

Dang téng quat ctia phuong chim nay 1a hiy néi cho rd rang, dac biét 1a «

- Tranh 16i néi t6i nghia

- Tranh 16i noi map mo, mo ho vé nghia

- Hiy néi ngan gon

- Hay néi co trat tu.



3.2. Nguyén tic ton trong thé dién cia nhirng nguoi trong hdi thoai

Trong doi séng tap thé xa hoi, mdi ca nhan ( hay t6 chic, mdi qudc gia)
déu co thé dién ctia minh, xua ciing vy, nay cling vay. J.Thomas dinh nghia:
“Thé dién nén hiéu la cam gidc vé gid tri cd nhdn cia Moi ngudi, né la hinh anh
Vé ta, Vé chinh minh Cdi hinh dnh ndy cé thé bi ton hai, dwoc Qi gin hay dwoc
dé cao trong twong tac”. [1,tr110]. Do d6 trong mot cudc thoai, chung ta can
tranh khong dung cham t&i chd yéu cua ho, hoic budc long phai noi téi thi cb
gang nodi sao cho it xtiic pham dén ho nhat.

C6 hai loai thé dién 1a thé dién am tinh va thé dién duong tinh

- Thé dién duong tinh 13 thé dién t6n trong nhan cach, vi tri xa hoi, nghé
nghiép, dao durc,v...v. cia ngudi minh noi téi. La tong thé nhitng hinh anh ty
danh gia cao vé minh ma mdi c4 nhan trong xi hoi tu xay dung nén va cb ap dat
cho nguoi chung quanh, bugc chung ta phai ton trong.

- Thé dién am tinh duoc coi 1a 1anh dja c4 nhén, 1anh dia tai san, 13nh dia
tri thae bi mat cua ting nguoi, ké ca thoi gian néi ciia ngudi ndi trong hoi thoai.
La nhu cau tu do hanh dong, khéng mudn bi nguoi khac can thiép, doc lap. La
chd yéu riéng cuia mdi ngudi ma ho mudn tranh khong nodi téi ( chang han nhiing
khuyét diém cua ban than, nhitng tinh x4u). Néu ta dung cham dén thé dién tiéu
cuc nay thi ho s& tu i, d& dang day hoi thoai di dén chd tiéu cuc.

Viéc ton trong thé dién cua nhitng nguoi trong hoi thoai 1a viéc giit gin thé
dién ctiia minh va ctia ngudi sao cho né khong bi ton hai béi cac hanh vi & 1i. Co
nhu vay, quan hé lién c4 nhan méi hai hoa, cudc hoi thoai méi “thuan budm xudi
gio”

4. Céu tric hdi thoai va don vi hgi thoai

Cac nha ngon ngit hoc nghién ciru vé hoi thoai ¢ Thuy Si, tiéu biéu
la Eddy Roulet va & Phap, tiéu biéu la Catherine Kerbrat Orecchioni vao
nam 1980 c6 nhiéu diém théng nhét v&i nhau vé céu trac hoi thoai cling nhu vé
phuong hudng nghién ctru hoi thoai. Li thuyét hoi thoai Thuy Si- Phap cho
rang hoi thoai 1a mot t6 chire t6n ti nhu t6 chirc mot don vi ¢ phap. Cac don vi
ctia cau trlic ctia hoi thoai tir 16n dén don vi toi thiéu la:

- Cudc thoai

- Cép trao dap

- Tham thoai

- Hanh vi ng6n ngir

4.1. Cudc thoai

Cudc thoai 1a don vi h¢i thoai bao trim, 16n nhét. D6 14 toan bd cudc doi
dap giita cac nhan vat tir khi bat dau dén khi két thic.



1.1. Tiéu chi dé x4c dinh mot cudc thoai

(1) Nhan vat hoi thoai

Mot cudc hoi thoai duge xac dinh bdi su gdp mat va su chiatay cia 2
ngudi hoi thoai. Khi sb lwong hay tinh chit ctua ngudi hoi thoai thay ddi thi
ching ta c6 cudc hoi thoai mai.

(2) Tinh thdng nhit vé& thoi gian va dia diém. Cudc thoai dién ra &
mot thoi gian, dia diém nhat dinh.

(3) Tinh théng nhat vé dé tai dién ngon

Mot cude hoi thoai, néi theo Grice phai theo mot hudng nhat dinh tir dau
cho dén khi két thuc. Tuy nhién, muc dich hay cha dé c6 tinh thuyét phuc hon dé
tai bé mat trong viéc xac dinh cudc thoai.

Ba ti€u chi trén khong chat ché nén Orecchionni dua ra mot dinh nghia
mém déo: “Dé cé mot va chi mot cudc thoai, diéu kién can va di la mot nhém
nhdn vt cé thé thay doi nhung khéng dirt qudng, trong mét khéng gian va thoi
gian c¢é thé thay doi nhung khéng dirt quing, néi vé mét van dé c6 thé thay doi
nhung khong dirt quang.” [7]

4.2 Doan thoai

Doan thoai 1a mét s6 mang dién ngén do mot s6 cip trao dap lién két véi
nhau vé ngit nghia hoic vé ngir dung. Vé ngit nghia, d6 1a sy lién két chu dé: do
13 mot chu dé duy nhét va vé ngir dung thi né hudng vé mot dich duy nhat.

Doan thoai dugc xac 1ap bai su gap mat, trao dap cuia hai nguoi va ciing
dién ra theo chu dé, thoi gian, dia diém nhat dinh. Dién bién caa doan thoai 1é
thudc vao chii dé ciia nd va do céac thoai nhan chi phéi, quy dinh va tién hanh.

CAu trac tong quat cia mot cudt thoai bao géom céac doan thoai :

- Poan ma thoai

- Doan than thoai

- Doan két thoai

4.3. Cap trao dap (cap thoai)

Vé nguyén téc, cap trao dap 1a cap don vi ludng thoai tbi thiéu dé tao nén
doan thoai. Va tir doan thoai cAu thanh nén cudc thoai. Céap thoai duoc cAu thanh
tr cac tham thoai.

4.4. Tham thoai

Tham thoai la ph?m dong gbp cua tirng nhan vat héi thoai vao cédp thoai.

VD:

(1)Sp1: Nam, di dau day?

(2)Sp2: Chao, t& xudng vin phong.
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O day ta thay co6 hai cip thoai Chao-chao va hoi — tra 10i. O (1) ¢6 hai
tham thoai, v6i “Lan” 13 hanh vi chu huéng dé chao va “di dau ddy” 1a hanh vi
mé rong dé hoi. O (2) cling ¢6 2 tham thoai v6i “Chao” 1a hanh vi chu huéng dé
chao va “t& xubng van phong” 13 hanh vi mé rong: Tra 1oi.

4.5.Hanh vi ngon ngir:

Hanh vi ngon ngit 1a don vi nho nhat cta “ngir phap hoi thoai”

Céc ung xir bang 10i (va bang cac yéu té kém ngbn ngit) déu cin clr vao
cac hanh vi ngon nglr di trudc, khong phai can clt vao cac don vi nglt phap thong
thuong nhu tu va cau.

- Xét trong quan h¢ hoi thoai, cac hanh vi ngén ngit co thé chia thanh 2 nhom:

+ Nhitng hanh vi ¢6 hiéu lyc ¢ 15i 1a nhitng hanh vi lam thay doi quyén
lyc va trach nhi€ém ctia nguoi hoi thoai.

Vi du: Khi ¢6 To héi: “Ba Cuu co nha khong q?”’thi anh Han co
trach nhi¢m phai tra 101.

Vidu 2: Spl: -Pong cdi cura lai.

Sp2: (dung day dong ctra) thyc hién 1énh bang hanh vi phi ngon ngi

+ Nhitng hanh vi lién hanh vi nam trong quan hé giita cac hanh vi tao nén
mot tham thoai, chiing c6 tinh chat don thoai, trong khi cac hanh vi ¢ 101 ¢6 tinh
chét dbi thoai.

Vi du: Spl:- Téi hoi khi khong phdai, co phdi c6 ném con chudt nay vao gio
rac nha toi khong?

Sp2: - Chuot a? Nha chau cha coé con chuot nao ca.

Trong vi du trén ¢6 cac hanh vi lién hanh vi sau:

Spil: Co6 2 tham thoai. Tham thoai thir nhat 1a hanh vi xin 161 (76i hoi khi
khong phai). Tham thoai thtr hai 1a tham thoai véi hanh vi chi hudng hoi ( co
phai c6 ném con chudt nay vao gio rac nha téi khong?)

Sp2: C6 2 tham thoai. Tham thoai thir nhat 14 hanh vi phu thudc : nhic lai
(Chugt a?) Tham thoai thtr hai 14 hanh vi chii huéng khang dinh ( nha chau cha
¢6 con chudt nao ca) Cau tra 16i SP2 c¢6 hanh vi phil dinh ham an cho hanh dong
ném con chuot.

-Cac hanh vi lién hanh vi gém: dan khoi, tiép tuc, nhic lai, cung ¢,
két thuc, cha thich,danh gia, diéu chinh, bién minh, tém tit, nhin manh. ..

4.5.1. Phan loai ciac hanh dong & 1oi:

S6 lugng cac hanh dong & 10i rat 16n. Cho dén nay, cac nha Ngir dung van
chua thoa thuin véi nhau vé sb lugng, viéc phan loai ching cling vay. Theo

Searle, 6ng chia cac hanh dong ¢ 161 thanh nam pham tru:
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4.5.1.1. Trinh bay ( con goi la biéu hién, miéu ta, xdc tin)

Céc hanh dong & 10i ndy c6 dich miéu ta, ké lai, tran thuat lai mot sy tinh
nham 1am cho Sp2 biét su tinh d6. Trang thai tim i 1a Sp1 tin rang ndi dung p 14
dang. GOm céc hanh dong nhu: K&, tu sy. miéu ta, mach, tuong thuat, bao cao,
thuyét minh, 13p bién ban, tuong trinh, td cdo, khai bao,... Ciling thudc pham tru
nay con c6 cac hanh dong nhu: khoe, két luan, téng két, tom tat, din, nhic. ...

4.5.1.2. Diéu khién

bich ¢ 161 ctia pham tru nay la dat Sp2 vao trach nhiém thyc hién mdt
hanh dong nao d6 trong twong lai: Trang thai tim 1i 1a Spl thuc sy mong mubn
Sp2 thuc hién hanh dong trong tuong lai duoc dua ra. Noi dung ménh dé néi dén
hanh dong trong twong lai Sp2 phai thuc hién. Bao gdm cac hanh vi: ra 1énh, sai,
yéu cau, dé& nghi, xin phép, cho phép, khuyén, chi dinh, kién nghi... Cac hanh
dong khac nhu hoi, tra hoéi

4.5.1.3. Cam két (wéc két)

bich ¢ 161 cua pham tru nay la nham dat Spl vao trach nhiém thyc hién
hanh dong trong twong lai dugc néu ra trong biéu thirc ngir vi. Trang thai tim 1i
la Sp1 thuc su c6 ¥ dinh thuc hién hanh dong trong tuong lai d6. No1 dung ménh
dé noi dén hanh dong trong twong lai ma spl dua ra. Bao gdm cac hanh vi: hira,
cam doan, cam két, giao udc, bdo dam, thoa thuan...

4.5.1.4. Biéu cam

Trang thai tam 1i cta Spl 1a bay to su vui mung, buc doc, budn rau...
Trang thai tim 1i thay d6i tiy theo hanh dong cu thé & 10i, nhung co ban 1a Spl
thuc su co, thuc su cam théy trang thai tam 1i dugc bay t6. Noi dung ménh dé 1a
mot trang thai tdm 1i cia Sp1 trudc mdt tinh trang nao d6 cia chinh minh hoac
ctia nguoi khac. Bao gom céc hanh vi: Cam than, than tho, than phyc, trAm tro,
cam on, xin 10i, 4n han, léy lam tiéc. ..

4.5.1.5. Tuyén bo

Pham trit nay c6 dich ¢ 15i 1 1am cho c6 hiéu lyc diéu dugc néu ra trong
ndi dung ménh dé cia biéu thirc ngir vi. Trang thai tam li 13 ngudi tuyén bé tin
rang minh c6 tham quyén tuyén bd va diéu minh tuyén b c6 hiéu luc ngay khi
duogc tuyén bd. Noi dung ménh dé 1a diéu ma hién thuc Sp2 phai thay doi. Do 1a

cac hanh vi: tuyén bo, tuyén an, budc toi...

Tiéu két
Ngay nay, phan tich hdi thoai la mdt phuong phap dugc su dung trong xa
hoi hoc, nhan hoc, ngdn ngit hoc, tim 1y hoc. N6 dic biét anh huong dén ngon

ngit hoc xa hoi twong tac, phan tich dién ngdn va tdm 1y hoc dién ngén. Tiéu
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diém cua phan tich hoi thoai 1a cac tién trinh lién quan dén twong tac xa hoi chir
khong bao gbm céc vin ban viét. Phuong phap cua nd 1a hudng dén viéc xac
dinh cac phuong phéap va cach thirc ma nhirng ngudi tham gia twong tac su dung
va dua vao d6 dé tao ra phan dong gdp cua minh trong cudc thoai va nhan ra
nhitng déng gop cta nguoi khac. Tuy nhién, phan tich vé hgi thoai chung toi tap
trung di sau vao cac van dé lién quan dén hoi thoai nhu: cdu tric hoi thoai, cac
hanh dong ngon ngit, cac quy tac hoi thoai...

Trong pham vi nghién ctru cua khoa luan nay, tir viéc chi ra nhitng co s&
Iy thuyét nhur quy tac hoi thoai, cac van dong hoi thoai, chung toi tap trung vao
van dé cau trac hoi thoai nhidu nhat. C6 thé néi rang, ciu trac hoi thoai da thé
hién duoc déy du nhat nhirng dac trung cua hdi thoai trong mot cudc giao tiép va
n6 ciing 1a yéu t6 bi chi phéi nhiéu boi van hoa. Tir cau trac hoi thoai, chung toi
c6 thé tim hiéu sau hon vé hoi thoai va day ciing 13 co s¢ chinh dé chung toi di
vao xac dinh duogc cau tric doan mé thoai, két thoai trong cudc thoai mua ban —

trao doi.
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Chuong 2: Céu tric doan mé thoai qua khao sat tw liéu cic cudc thoai mua
ban & mét s6 che ndi thanh Ha Noi.

Trude khi di vao tim hiéu cau tric doan m¢ thoai. Chiing ta can phai tim
hiéu xem cudc thoai va doan thoai mua ban 1a gi ? Tur d6 rat ra duge nhiing dac
diém dé phan chia ranh gi¢1 doan m¢ thoai trong cudc thoai mua ban.

I. Cudc thoai mua ban va doan thoai mua ban:

1. Cudc thoai mua ban:

Dua vao cac tiéu chi dé xac dinh cudc thoai, cudc thoai mua ban duoc xac
dinh bdi su gdp mat, tuong tac, tao ra cac van dong hoi thoai gitra hai nhan vat
Spl: Nguoi ban hang; Sp2: Nguo1 mua hang.

V& tinh thong nhat thoi gian va dia diém thi thoi gian cudc thoai mua ban
c¢6 thé kéo dai hodc rit ngin tiy thudc vao ngudi ban va ngudi mua hang trong
qua trinh trao ddi c6 dat duoc dén muc dich 1a ban duogc hang va mua dugc hang
hay khong. Vé dija diém, cac cudc thoai mua ban s& dién ra & nhiing noi td chire
giao luu trao doi hang hoa nhu chg, cac cura hang, si€u thi,.. v&1 nhitng méat hang
khac nhau. O khoa luan nay chung t6i tip trung nghién ciru cac cudc thoai & mot
s6 cho noi thanh Ha Noi.

Cudc mua ban c6 thé duge kéo dai hay rat ngén déu tuy thudc vao su
thuong lugng gitta nguodi ban va ngudi mua. Tuy nhién, du cude thoai dai hay
ngan thi dé tai ciia cudc thoai mua — ban mang chu dé chung tir lac bat dau cho
dén khi két thiic 12 mua ban hang hoa. Hoi thoai mua ban khong khéc véi cac
cudc hdi thoai khac, ngudi ban va ngudi mua khong chi sir dung ngoén ngt ma
con st dung cac phuong tién khac di kém nhu cr chi, nét mat. Dé phan loai cac
cudc thoai mua ban, nguoi ta can ctt vao dich chinh cua cudc mua ban va mat
hang dugc chao moi dé mua ban 13 gi. Vi cac hanh vi: chao moi, hoi han vé chat
luong hang hoéa, gid ca, mac c4, thdéa thuan.. Cude thoai mua ban tich cuc la cudc
thoai ma ngudi ban va ngudi mua déu dat dugc muc dich giao tiép cua minh trén
su “ thuan mua vira ban”. Néu khong c6 su thoa thuan, thuong luong duge vé gia
ca thi s& di dén cudc thoai tiéu cuc: khong dat duoc muc dich mua ban.

1.1.Céu tric tong quat ciia cudc thoai mua ban gom 3 phén:

- Dan ching

Chii dé: Mua bdn giay dép

Dia diém: Cho Hom Duic Vién, Pho Hué - Ha Noi

Thoi gian: Ngay 30-10-2018

Doan mo thoai:

(1)Sp1: Nguoi dep oi! Vao xem giay dép di. Toan mau méi vé day

(2)Sp2: Poi Channel mau ndu kia co size 36 khong chi?
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(3)Spl: Péi y hét 36 roi, con 35 véi 37 théi. Chan em trang thé kia di
mau den véi dé man dep \am ddy. Hai mau y thi vin con dii size.

(4)Sp2: Chi ldy cho em thir déi mau den size 36 xem nao.

(5)Spl: Pady, déi nay dang hot nhiéu ngwoi mua lam. Ngoi ghé thir di em.

(6)SP2: Ving

(7)Spl: Pdy tréng lén chdn ém chan chua?

Doan than thoai:

(8) Sp2: Doi nay bao nhiéu chi?

(9)Sp1: 320.000, dung gia

(10)Sp2: Pat thé, em thdy trén mang ngudi ta bdn c6 hai tram rudi théi

(11)Sp1: Hang nha chi la hang qudang chdu xin lam gi ¢6 gid ¥ em. Ldy thi
dau gio chiéu chi bot cho 20 nghin tron 300 nhé.

(12)Sp2: Chj noi thach qua!

(13)SP1: Hang xin dep thé nay lam gi c6 gia nhw em bdo. Chj déd bét cho
em hai chuc ldy ché di lqi roi.

(14)Sp2: Em tra 280.000 chi bdn khong?

(15)Sp1:Théi dwoc roi! Chi dé em sdt gid nhdp roi ddy nhé.

Dogn két thogi

(16)Sp2: C6 thé chi! Cho em cd hép nita ddy.

(17)Sp1: Puwoc réi, dii Ca

(18)Sp2: Em guzi tién nay.

(19)Spl: U, sau mua gi lai qua hang chi nhé.

(20)Sp2: Ving.

2. Poan thoai mua ban:

Vi doan thoai 1a don vi cAu tao nén cudc thoai nén doan thoai mua ban 1a
doan thoai nam trong cudc thoai mua ban, duy tri cudc thoai mua ban véi chir dé
va muc dich chung cta toan cudc thoai 1a mua ban hang hoa.

Du 13 doan mo thoai, két thoai hay than thoai thi déu co nhiing chirc nang
riéng dé hoan chinh mot cudc thoai vi chung déu chung mét chi dé va muc dich
giao tiép ctia toan bd cudc thoai d6. Pdi vdi cude thoai mua ban, cha dé caa né 1a
mua ban hang hoa cho nén mdi doan s& c6 mot vai trod riéng. O day chung toi tap
trung nghién ctru vé céu trac va chirc nang cua doan m¢d thoai, két thoai trong
cuoc thoai mua ban.

I1.Céu tric doan mé thoai trong cudc thoai mua ban.

1. Céu tric doan mé thoai:

1.1. Céu triic dogn mé thogi trong cuéc thoai mua bdn:

Tir viée phan tich tu liéu, chung t6i thdy dugc doan mo thoai trudc tién sé

nam ¢ phan dau cua cudc thoai. Xac dinh cau truc cua doan mo thoai, chiung to6i
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dua vao cap thoai dé xét clu trac cta luot 16i. Tu luot 16i di nghién ctru cac tham
thoai va chi ra cac hanh vi ngén ngir va rit ra muc dich chung cua doan mo thoai.

Doan m¢ thoai trong cudc thoai trao ddi mua ban s& duogc tao bdi mot cap
thoai vdi su kién 1061 nd1 chao mo1i, quang cdo cia nguoi ban voi ngudi mua hoac
nguoc lai, 1a viéc tham do, nhu cau cla nguoi mua vé san phém. Trong cdp thoai
ay s& bao gém cac luot 10i cua Spl va Sp2, doi hoi Spl va Sp2 phai tuan thi
nguyén tac luan phién luot 10, tranh viéc cudp 10i ciia ddi phuong va phai duy tri
duoc chi dé mua ban hang hoa dé doan thoai duoc dién ra tuan tu. Trong cac
lugt 101 s€ co cac tham thoai dugc tao bdi cac hanh vi ngon ngir tuong tng voi sy
kién 101 n61 ¢ cdp thoai.

1.2. Phén tich ciu triic doan mé thoai:

Chii d@é: Mua bdn do phao

Pia diém: Cho Pém, Pong Xudin — Ha Noi

Thoi gian: 2-11-2018

Nhén vat: Spl: Nguoi ban hang la nit, khodng hon 40 tudi

Sp2: Ngwoi mua hang la nit, khodng tir 20-25 tudi.

Pdc diém ciia ngwoi mua hang: dn mdc dimg dan, gon gang, c6 phan hoi
gia dan.

Mg thoai

(1)Sp1: Vao xem ao phao di gai o1, do phao dai han day

(2)Sp2: Ao phao c6 size khéng chi oi ?

(3)Spl: Cé i size luén, mua cho chong cho nguwoi yéu dam bdo ung y

(4)Sp2: Em da lam gi c6 chong, em mua cho bé em mét cdi

(5)Spl: Thé 4, thich cdi nao chilay cho, chdt dep am lam chon di

Than thoal

(6)Sp2: Ldy cho em cdi mau ndu c¢é mii kia xem nao, chdC bé em mdc size
M thoi

(7)Spl: Bady, cdi y thi siéu day luén, thio dwoc mii ra ddy nhé, mau ciing
dep nira

(8)SP2: Chj ldy bao nhiéu?

(9)Sp1: Dung gia 520.000 em oi

(10)Sp2: Pat thé, mdy sap trucc em di c6 3 tram 6 théi day.

(11)Sp1: Thé em thir mang hang ddy so Véi hang nha chi xem ¢6 khdc mét
trol mot vuee khong

(12)Sp2: Ao phao don gian thé ma tin 5 tram mdy, em khéng ldy dau

(13)Spl: Chi noi dung gia ma em, loi lai dwoc bao nhiéu cdi hang nay

(14)Sp2: ( Khong tra loi, bo di )

16



Cudc thoai mua ban trén la cudc thoai chi ¢c6 md thoai va than thoai.
Chung t6i tap trung vao doan md thoai. O day doan mé thoai bat dau tir luot 1oi
(1) dén (5) va bao gém 1 cdp thoai. Cdp thoai nay vé6i su kién 151 ndi chao moi
mua hang.

Cip thoai & phan mé thoai bao gdm 5 luot 15i do Spl va Sp2 trao ddi véi
nhau dé din nhap trude khi thuong lwong vé gia cia hang hoa. Xét luot 10i:

(1) Spl: Gom c¢6 2 tham thoai véi muc dich chao moi

- Tham thoai 1: Vao xem 4o phao di gai oi ( Hanh vi cht huéng: Moi)

- Tham thoai 2: Ao phao dai han day ( Hanh vi mo rong: Quang cdo vé
mat hang )

(2) Sp2: C6 1 tham thoai héi vé thong tin mat hang

- Tham thoai: Ao phao c6 size khong chi 0i? ( Hanh vi chi huéng: hoi)

(3)Spl: Gom 2 tham thoai v&i muc dich tra 161 khach

- Tham thoai 1: C6 du size ludn ( Hanh vi cht hudng: Tra 161)

- Tham thoai 2: Mua cho chong cho nguoi yéu dam bao ung y ( Hanh vi
mé& rong: Cam doan)

(4) SP2: Gém 2 tham thoai véi muc dich tan thanh

- Tham thoai 1: Em 1am gi di ¢6 chong ( Hanh vi phy thudc: ké )

- Tham thoai 2: Em mua cho b em mét cai ( Hanh vi cha huéng: Tan thanh)

(5) SP1: Gom 3 tham thoai v&i muc dich chinh 13 khen:

- Tham thoai 1: Thé a ( hanh vi phu thudc : xac nhan lai 101 no6i cta khach)

- Tham thoai 2: Thich cai ndo chi ldy cho ( Hanh vi mé rong: cam két)

- Tham thoai 3: Chat dep 4m lam chon di ( Hanh vi chu huéng: Khen)

Qua céc luot 1i, ca Spl va Sp2 déu sin sang chuan bi cho muc dich mua
ban hang hoa bang mot loat cac tham thoai v6i hanh vi chao mai, giéi thiéu, khen
vé mat hang ctia ngudi ban va sy tan thanh ciia ngudi mua. Bai vay ma doan mo
thoai dan nhap, mé duong cho cac thoai nhan dén véi dién tién tiép theo & phan
than thoai dé thuong luong vé gié ca.

2, Céc loai doan mé thoai trong cudc thoai trao déi mua ban dwa trén
cAu tric doan mé thoai:

Poan m¢ thoai cua cudc thoai mua ban thuong dugc chia lam hai dang :
Nguodi ban 1a nguoi trao 101 trude va Nguoi mua la ngudi trao 101 trude. Tur hai
dang nay mai tién dén cac van dong khac trong cudc thoai.

2.1. Doan mé thoai v4i nguwoi ban 1a nguwoi mé 101 trwée:

Poan mé thoai trong cudc thoai mua ban bat dau bang 16i cia ngudi ban hang
thuong c6 101 chao moi hang hda, gidi thiu hang hoa, giy thién cam cua nguodi ban

mdt cach chu dong, néu 161 chao moi hap dan thi ngudi mua sé tién dén hoi. Con xuat
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hién ca nhitng 161 dua day, ninh not cia nguoi ban dé tao sy gan giii va thuyét phuc
ngudi mua hing mot cach nhanh nhat véi muc dich s& ban dugc hang.

Dan ching:

Chui dé: Mua bdn giay dép

Dia diém: Cho Hom Dikc Vién, Pho Hué - Ha Noi

Thoi gian: Ngay 30-10-2018

Nhén vat : Spl: ngueoi ban hang, la nit, khodng 35-40 tudi

Sp2: nguoi mua hang la nik, sinh vién, khoang 20-25 tugi

MGt S6 mé ta vé nguwoi ban va nguoi mua hang:

+Nguoi ban: nét mdt sac sao, rat nhiét tinh, vui vé khi tiép khdach

+Nguroi mua: An mac gon gang, sanh diéu, hop thoi trang.

(1)Sp1: Nguoi dep oi! Vao xem giay dép di. Toan mau méi vé day

(2)Sp2: Poi Channel mau ndu kia co size 36 khong chi?

(3)Spl: Péi y hét 36 roi, con 35 véi 37 théi. Chan em trang thé kia di
mau den véi dé man dep \am ddy. Hai mau y thi van con dii size.

(4)Sp2: Chi ldy cho em thir d6i mau den size 36 xem nao.

(5)Spl: Pdy, déi nay dang hot nhiéu ngwoi mua lam. Ngoi ghé thir di em.

(6)SP2: Vang

(7)Spl: Pdy tréng lén chan ém chén chwa?

(1) Luot 101 dau tién ciia ngudi ban “ Nguoi dep oi! Vao xem giay dép di.
Toan mau moéi vé day”

- O (1) ¢6 3 tham thoai nham huéng dén muc dich chao moi. Tham thoai
thir nhat “ Nguoi dep oi” 1a hanh dong mo rong khen dé chao bai dbi tugng mua
hang ctia sap hang nay 1a nit, va d6i voi mot phu nit thi c6 mot 18 thuong 1a bat ki
ai ciing muén dugc khen xinh, trong trudng hop nay ngudi mua con & do tudi tré
trung, an mac sanh di¢u nén rat d& bi thu hut. Spl da st dung hanh dong ¢ 101 ton
vinh thé hién ctia Sp2 d¢é tac dong dén Sp2.

Déi v6i tham thoai thir hai  Vao xem gidy dép di” 1 mot tham thoai v6i hanh
dong chi hudng la moi moc, day 1a muc dich chinh ctua Sp1 trong cudce thoai.

Tham thoai thitr ba “Toan mau m&i vé day” 1a mot tham thoai mé rong
gidi thidu vé miu ma, chat luong ciia san pham. Trong 15i gidi thi¢u vé hang hoa
nay ching toi dic biét cha y dén logic 1ap luan ciia nguoi ban. Vi luan cir “toan
mau méi vé day” va két luan ngim an ctia n6 chinh 13 nén mua vi méi. Theo 18
thuong thi tim li cta tit ca nhimg ngudi di mua hang déu thich sy méi me, chu
khong ai thich mua nhitng mau ma cii ca.

- V6i luot 101 (3) ¢6 3 Tham thoai, tham thoai thtr nhat “Poi ¥ hét 36 roi

con 35 voi 37 thoi” 1a hanh dong chi hudng tra 101 cho cau hoéi ve size so cua
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Sp2. Tham thoai thir 2 13 : “Chéan em trang thé kia di mau den v6i do6 man dep
lam ddy” 1a mot hanh vi mo rong dé khen. Tham thoai th ba 1a “Hai mau y van
con du size” 1a tham thoai mé rong dé khang dinh vé size s6. O luot 15i nay,
ngudi ban hang muén thuyét phuc co gai mua hang liy sang hai mau kia nén da
rat khéo 1éo sir dung 151 khen vé ban chan cua c6 4y, viéc nay tao nén himg thi
cho ngudi mua xem tiép nhimg mit hang khac. Guong mit sic sao nhung lubn
tuol cuoi, nhiét tinh cung voi 101 khen da gdy dugce thién cam cho c6 gai mua
hang, cling nhu thé hién d6 1a mot ngudi ban hang rat hiéu tdm 1i khach. Loi hdi
dap (4) Co gai ddng y da cho thiy ngudi ban hang di thanh cong khi khéo 160 sir
dung 161 khen dé moi co gai thir sang mau khac.

- O luot 16i (5) ngudi ban hang tiép tuc dua ra 16i quang cdo vé mit hang
cia minh bang tham thoai md rong xac tin: “Pay, doi nay dang hot nhiéu nguoi
mua lim déy”. Nguoi ban cling da st dung mot 1ap ludn voi luan ctr : “do61 nay
dang hot”, va két luan “nhiéu ngudi mua ldm day” dé thuyét phuc co gai. Ngudi
ban str dung lap ludn nay dua trén co so 18 thudng: cai gi c6 nhiéu nguoi mua, sir
dung tirc 14 n6 tot dé thuyét phuc co gai. Trong gout thoi trang, méit thim mi cua
dai da s6 nguoi Viét hién nay van ludn chuong “mot” theo phong trao, giéng nhu
mot hién tugng phd bién.

Vi cau tric doan thoai duge cAu thanh tir cap thoai, lugt 161 va cac tham
thoai cung vdi cac hanh vi ngédn ngtr nhu chao moi, khen ngoi, gidi thiéu, goi y
mot cach niém nd cia ngudi ban nhu vay nguodi mua sé bi thuyét phuc va ca hai
s& cung tién dén doan than thoai dé trao d6i, thuong luong vé gia ca ctia mit
hang. Pay dugc goi la nhitng doan m¢ thoai tich cyc vi da chao moi hang thanh
cong, ddn nhap, mé dudng cho doan than thoai tiép theo.

Bén canh nhitng doan m¢& thoai tich cuc thi con ¢6 nhitng doan mo thoai
tiéu cuc, la truong hop khi nguoi ban da chao moi, gioi thi¢u nhung ngudi mua
khong c6 sy ddng thuan dé tién dén thuong luong vé gid ca, vi vy ma cudc thoai
mua ban 4y khong ¢ doan than thoai, ngudi ban ciing s& khong ban dugc hang.

Dan chimg:

Chui @é: Mua bén titi xdch

Dia diém: Cho Hom Dirc Vién — Phé Hué, Ha Noi

Thoi gian: Ngay 30-10-2018

Nhén vat: Spl: ngwoi ban hang, nit, dg tuoi tré khodng 18-20 tuéi

Sp2: nguoi mua hang, khodng 35-40 tudi

MG ta vé nhan vat:

+Nguwoi ban: Guwong mdt hién lanh, dn mdc don gian, giong néi déi ché

bi ngong.
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+Nguoi mua: Ding ddn, phong thdi sang trong, lich su.

(1) SP1: Xem tui di chi gdi oi

(2) SP2: ¢6 mdu ndo ma mdy Cu trung nién dimg dwoc khéng em? Chi
mua cho me ch;

(3)SP1: C6 chir, chj thich ¢ ndo kiéu ndo vao ddy em chon cho

(4)Sp2: Logi nao khodng hon 30 xdng cé khéng em? Mau den ¥, ding ldy
cdi nao tré qua

(5)Spl: Day, chi ung cai nay khong?

(6)Sp2: Cdi nay ddy dai qud, con kiéu ndo khéng?

(7)SP1: Pdy, hay chi chuyén sang logi ¢é quai xdch

(8)SP2: Quai ngdn cé khéng em? Ma da mém mot ti

(9)Sp1: Cé médi cdi xanh nay théi chi a, bdc deo kiéu nay ciing dep ma chi.

(10)Sp2: Chj khéng thich mau nay lam, cam on nhé.

Cu trac doan mo thoai & day dugc tao bo1 mot cap thoai va 10 luot 1o1. O
day khi xét vé luot 10i ciia nguoi ban hang Spl ¢ cac luot (1) (3) (5) ( 7) ta thdy
nguodi ban hang da rat ¢ ging str dung nhiitng 16i chao moi va gidi thiéu cho Sp2
rat nhiéu mau tai khac nhau qua céc tham thoai va dén (9) ngoai hanh vi chu
huéng 1a tra 101 khach dé xac tin thi nguoi ban ciing di dua ra tham thoai mo
rong 12 mot 16i khen v&i mit hang ctia minh nhung ngudi mua van khong thuan.
O doan mé thoai nay ta khong thdy c6 tham thoai nio giéi thiéu, quang cdo vé
chat luong ctia mat hang. Nguyén nhan chinh cua viéc doan mé thoai tiéu cuc
khong phai do nguoi ban hang chao moi khong khéo ma do nguodi mua hang &
day 1a mot ngudi kén chon, k¥ tinh. Viéc doan md thoai tich cuc hay ti€u cuc phu
thudc vao rt nhiu yéu td ngoai canh, nhimng chiéc tii d6 c6 thé dep véi ngudi
ban nhung ngudi mua khong ung ¥, va dé dat duoc muc dich giao tiép d6i khi
nguoi ban hang an ndi rat khéo 13 van chua du. Hon nita ta thiy rang nguoi ban
hang & day voi do tudi tré hon so v6i ngudi mua nén cach nhin nhan vé thim mi
ciing c6 su khac nhau, ngudi ban d6i chd giong néi bi ngong, khong phai dan Ha
Noi chinh gbc cho nén ngudi mua ciing ¢6 suy nghi nguoi ban khong biét tu van
va chon cho minh nhitng mau khong phu hop.

Trong tong s 50 cudc thoai chung toi khao sat thi ¢6 27 cudc thoai duge
bat dau bang 10i ctia ngudi ban. Trong d6, 15 cudc thoai c6 doan mé thoai tich
cuc trén téng 6 50 cudc thoai.

2.2. Poan mé thoai véi ngwdi mua la ngwoi mé 1o trude:

Khi ngudi mua 14 nguoi mé 101 trude thudng duoc bit dau bing viée hoi,
tham do vé& mit hang bang cach khen ché, dua ra yéu cau cua minh vé mit hang

can mua, Néu ngudi ban dap ung dugc thi nguoi mua s€ ¢ lai dé ti€p tuc cudc
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thoai, néu khong thi nguoi mua sé roi di. O tat ca nhimg cudc thoai ma chiing toi
da khao sat thi 100% ngudi ban déu dép ing duoc nhu cau ciia ngudi mua khi ho
mo 101.

Dan ching:

Chui d@é: Mua ban cd khé

Pia diém: Cho Yén Phu, Tay Ho - Ha Ngi

Thoi gian: 6-11-2018

Nhdn vat: SP1: Nguoi mua hang, nit, sinh vién, do tuéi 20-25 tudi

Sp2: Ngwoi ban hang, nit, khodng hon 50 tuéi.

M6 ta vé nhén vat: Spl: An mdc don gian, phong thdi nhe nhang, hién
lanh, lich su

Sp2: An mdc gian di, nét mat kho tinh, sdc sdo.

(1) SP1: Cé oi cd khé nay bao nhiéu tién mét lang?

(2) Sp2: 35.000 mét lang nhé, ldy di cé bét cho

(3) Spl: Chau ldy hai lang, ¢6 bét dwoe bao nhiéu a?

(4) SP2: 2 lang 65.000 nhé Iy ca hop thi thém cho c6 3.000

(5) Spl: Bot nita khong cé oi?

(6) Sp2: May sinh vién cé bdn ré cho chir ¢é néi thach lam gi, ldy di ¢é
goi luon cho

(7) Spl1: Co bot nika di a, 60.000 dwoc khong co?

(8) Sp2: Théi khéng dwoc ddau, 65.000 la ré nhdt cdi khu nay réi day

(9) Spl: Bét di ¢6 oi chéu ldy luén khéng mudn roi

(10) SP2: Khong dwoc ddu, co noi dung gia la dung gia

(11)  Spl: Thé théi chau cam on.

Cudc thoai trén c6 doan ma thoai 1a mot cap thoai (1)(2) 1a cap ké can ua
thich vaéi cap Hoi-tra loi.

Trong luot 16i (1)SP1 thuc hién 1 tham thoai ¢6 hanh vi cha huéng hoi vé
gia cia mat hang can mua. Luot 10i (2) cia Sp2 thuc hién hai tham thoai. Tham
thoai thir nhat v6i hanh vi chii huéng tra 1i cho cau hoi ctia Sp1. Tham thoai thi
2 1a 161 moi chao mua hang thong qua hanh vi mé rong. Loi chao mua hang nay
con ¢ ¥ hira s& giam gia cho ngudi mua, khién ngudi mua cé hing tha dé tiép
tuc cudc trao ddi. Sau khi luot 16i (2) dugc noi ra thi ngudi mua da bat dau thuan
¥ di vao than cudc thoai dé thwong luong vé gia ca. Poan ma thoai tich cuc.

3.Bwéc diu li giai giai yéu té vin hoa chi phdi dén cau tric doan mé
thoai mua ban trong cudc thoai mua ban.

M6t cudc thoai bi chi phdi bai cac yéu té nhu nhan vat giao tiép, thoi gian,
dia diém va tinh théng nhat vé chu dé giao tiép, nhung bén canh d6 ta ciing can
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phai quan tam dén ngir canh va hoan canh giao tiép cua cudc thoai. P6 1a nhing
hiéu biét cua ca ngudi néi va ngudi nghe vé van hoa, chinh tri, kinh té, ton giao,
tam 1i...ma ngudi giao tiép ndm dugc. Mot trong s6 do, yéu té vé vin héa da co
su chi phdi khong nho dén cudc thoai mua ban ciing nhu cac doan thoai mua ban.

Hién nay, véi su anh huong caa nén kinh té thi truong thi viéc mua ban,
trao d6i 14 mot hoat dong dé phat trién kinh té rat phd bién ¢ moi loai hinh va c6
tinh canh tranh cao. P4i véi mo hinh cho, loai mit hang dugc bay ban da dang
hon, s6 lugng 16n hon va gia ca co sy thay doi, chénh 1éch theo thoi vu, nguoi
mua hang c6 vo van lua chon cho ban than minh ma khong phai bi b6 budc boi
diéu kién kinh té. Boi vay, nhimg ngudi ban hang ngay nay luén c6 sy chu dong
lén tiéng trude dé chao moi, gisi thiéu hang hoa va rat don da, lich su. Viéc sir
dung céac chi dau lich su trong 16i néi cua ho va nhitng 151 khen, ninh not khach
con cho ta thdy duoc sy phét trién vé mat nhan thirc ciing nhu vé giao duc, dan tri
va doi séng cia ngudi dan di cao hon, gan nhu ho khong con budng ra nhitng loi
tho thién, bat lich sy, thiéu chu ngi, vi ngir, thai 6 kho chiu, kénh kiéu, héng
hach khi khong ban dugc hang nhu trude, da tao dugc cam hirng cho ngudi mua,
thé hién giao tiép co van hoa, lich su. Ngudi ban hang hién nay ciing di rat chiu
kho tiép thu, hoc hoi nhitng cach thic quang cao vé mat hang ciing nhu tich liy
kinh nghiém ban hang, chu yéu ¢ nhitng mat hang thoi trang va ddi twong khach
hang 12 nit dé tim hiéu vé tam 1i ctia ho, béi vay ma nhitng 10i quang cao déu dua
trén logic 1ap luan tir nhitng 1& thuong. Trén hét, tat ca déu dua trén quy luat
thuan mua vira ban.

Bén canh d6, ngudi mua hang ngay nay dong mot vai tro khong nho trong
viéc trao d6i, mua ban bdi néu co cung thi phai c¢6 cu, va nhu cau trong viéc
mua ban ¢ thoi diém hién nay vai ho 13 rat cao vi chi can c6 tién thi s& mua duoc
thir ho muén. Du 1a mua hang ¢ cho nhung ho lva chon, xem xét sao cho that ti
mi, that ung ¥ mdi c6 thé mua hang, vay nén doi hoi ngudi ban phai khéo 1éo,
don da, tao dugc cam hing khi mé dau doan thoai mua ban dé ngudi mua cd tim
thé thdy minh duoc phuc vu tét ma mua hang. Ho c6 thé mua hang khéng vi moén
hang d6 qua xuat sic ma vi thdy ngudi ban hang nhiét tinh, khéo 1éo, tuy nhién
trong mot s truong hop voi nhitng ngudi qua ki tinh thi viéc ngudi ban c6 khéo
dén miy ciing khong thé thuyét phuc duoc ho boi cai ho quan tim hang dau 1a
chat lugng ciia mat hang.

Ngoai viéc dit van hoa vao su phat trién kinh té ctia dat nude thi chung toi
con xét thém vé mit thoi quen, van hoa giao tiép cia nguoi Viét tir xua dén nay.

3.1. Vi d6i tuong giao tiép , nguoi Viét Nam c6 thoi quen ua tim hiéu,
quan sat, danh gia [8, tr310,311]... V& tudi tac, ngoai hinh, dia vi xa hoi,... Thoi
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quen ua tim hiéu ndy (hoan toan trai nguoc véi nguoi phuong Tay), vi vy ta
cling c6 thé dé dang giai thich dugc vi sao trong doan m¢ thoai cua cudc thoai
mua ban, nguoi ban hang thudng chao moi khach bang nhimng luot 16 dai dong,
V6i cac hanh dong khen ngoi, ninh not vé bé ngoai cua khach dé tao cam giac
gan giii voi nguoi mua hon va giy an tuong véi ngudi mua.

Dan chung:

Chii dé: Mua bdn giay dép

Dia diém: Cho Hom Dikc Vién, Pho Hué - Ha Nji

Thoi gian: Ngay 30-10-2018

Nhan vat:

Sp1: Nguwoi ban, nit, khoang 30 tudi

Bic diém: Guong mdt hoi gia ddn so Véi tudi, 167 néi ngot ngdo, dwa day.

Sp2: Ngwoi mua, nit, khoang 22 tudi.

Pdc diém: Mdc vdy ngdn, téc xodn, trang diém dam.

Dogn mo thogi:

Spl: Ngwoi dep oi! Vao xem giay dép di. Toan mau méi vé day

Sp2: Doi Channel mau ndu kia co size 36 khong chi?

Spl: Péi y hét 36 roi, con 35 véi 37 théi. Chdan em trang thé kia di mau
den véi do mdn dep lam ddy. Hai mau y thi van con di size.

Sp2: Chj lay cho em thir d6i mau den size 36 xem nao.

Spl: Bady, déi nay dang hot nhiéu nguoi mua lam. Ngoi ghé thit di em.

SP2: Ving

Spl: Ddy tréng 1én chdan 6m chan chwa?

Moi chao khach bang nhiing 101 khen nhu “Gai xinh oi, ngudi dep oi...”
déu dya vao su quan sat, ddnh gia qua cai nhin ban dau tir trang phuc, cach di
dung,...nhat 1a ddi voi dbi tuong khach hang 1a nit. Pay ciing 1a mot chién luoc
mua ban thong minh ma chung ta hoc héi dugc nho su phat trién chung cta nén
kinh té, vin héa trong thoi dai méi. Nho thoi quen nay ma ngudi ban danh gia
dugce ngudi mua qua ngoai hinh va di st dung lich sy chién luoc quy wéc va cac
nguyén tac lich sy nang cao thé dién cua ddi phwong nham dua day, m¢ dau dé
bat dau cudc ma thoai vai hi vong sé ban duoc hang.

3.2. Do phan biét chi li cac quan hé xa hoi, mdi cap giao tiép thuong co
cach xung hé riéng va mit khac chung ta c6 hé thong nghi thic 1oi néi rat phong
pht, khong chi co cac dai tir nhan xung ma ching con dugc bién doi linh hoat
bang luong 16n cac danh tir chi than toc (chi-em; anh-em; cd-chau; chu-chau;...)
Bai thé nén, ngudi Viét c¢6 théi quen sir dung cac danh tir chi than toc dé xung
hé, giao tiép [8, tr314]
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Dan chung:

Dia diém: Chg Hom Dirc Vién

Chui dé: Mua ban khdn, mil len.

Thoti gian: 18-01-2019

Nhén vit: Spl:Nguwoi ban hang, nit, khodng hon 50 tudi

Sp2: Ngwoi mua hang, nir, Khodang 20 tusi, la sinh vién.
Mg thogi

Spl:
Sp2:

Vao xem khén ndy con gdi oi! Vao ddy ¢é lay ré cho

Chau xem cdi khan Agne do kia nhe.

Spl: Mau y dang hot, nhiéu khdch héi lam, con cit deo thir di, ¢é d@é ré cho.

Sp2:

Ving

Thdn thoai

Spl:
Sp2:
Spl:
Sp2:
Spl:
Sp2:
Spl:
Sp2:

Cdi nay bao nhiéu thé a?

C6 chang néi thach dau, ding gid 130,000 con gdi oi

Bét duwoc khong cé, trén mang chdu thdy ban ¢é 100.000 ddy cé.
O ddy khéng cé gid y dau con oi

Thé théi chdu khéng \dy dau

Tra thém co 10000 nita dwoc khong?

Ving duoc a.

U réi.

Két thogi

Spl:

Chau gui, co xem du chwa?

Sp2: B réi con.

Spl:
Ciap xung hé Co-con cta nguoi ban thé hién vai vé, la tudi cua ca hai
thoai nhan rat rd rang. Nguoi ban goi ngudi mua 1a “Con” cho thdy mdi quan hé
1a khong c6 khoang cach, gan gili, than mat du ho 13 hai ngudi xa la, tao ra hiéu

Chau cam on nhe.

qua rat 16n trong sudt qua trinh giao tiép.

Bén canh d6, ngoai st dung cac danh tir than toc dé xung ho thi trong cach
xung ho ctia ngudi Viét & cac luot 10i cia ngudi kém tudi hon thuong di kém
cudi cau cac tiéu tir tinh thai nhu “nhé”; “a”;...Néu khong co cac tiéu tir tinh thai
nay rat c6 thé cudc giao tiép sé bi danh gia 1a néi “tréng khong” va diéu iy khong

phu hop véi van hoéa cia nguoi Viét Nam.

Dan ching:

DPia diém: Chy Déng Xudn — Hoan Kiém — Ha Noi.
Chu dé: Mua ban si 1é do phéng nam

Nhdn vat: Spl: Nguoi mua, Nam, khodng 30 tudi.
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Sp2: nguoi ban, nir, khoang 45 tuoi.

Thot gian: 02-11-2018

Mo thoai:

Spl1: Chao chi, cho em hoi hang chi co bo st ado phong tron nam khong a?

Sp2: Em mua si @, vao day chi bao.

SP1: Ving.

C6 thé noi, cach xung ho tham gia vao giao tiép biéu hién tinh lich su
chuan myc. Néu nhu vi pham nhitng chuan muc trong xung ho chinh 1a da vi
pham phép lich sy tdi thiéu cua ngudi Viét, nhat 1a ddi véi nhitng ngudi co tudi
tac 16n trong xa hoi thi viéc xung hd cang phai nghiém ngat. Hon nira, khi két
hop Véi théi quen quan sat danh gia, & mot sé truong hop khéc, khi doan ngam
d6 tudi cua khach hang ngudi ban s& diéu khién 101 néi cia minh xung ho sao
cho phu hop. Qua khao sat 50 cudc thoai, c6 nhitng cudc thoai du ngudi ban
nhiéu tudi hon khach nhung van goi bang “chi”, “anh”, diéu d6 khién cho ngudi
mua cam thay duoc tén trong, gan giii. Hay ¢ nhitng cudc thoai, ca hai déu goi
nhau xung em va goi nhau 14 chi. Piéu d6 thé hién duoc ca tinh ton ti, ki ludng
“xung khiém ho ton” cua chung ta. Du la nguoi mua hay nguoi ban, ho ciing sé
c6 nhitng quan sat, danh gia vé ddi phuong dé diéu chinh 1oi an tiéng ndi cua
minh sao cho chuan muc, 18 phép, vin minh va rd rang.

3.3. Théi quen ua tim hiéu, quan sat khong chi chi phdi cach xung ho giita
ngudi mua va nguoi ban ma con 13 yéu té tic dong dén cac tham thoai va hanh vi
& 101 cua nguoi ban khi moi chao. Co thé nodi, ngudi Viét chuong hinh thic va
thuong dya vao hinh thirc dé danh gia vé dbi phuong, véi dbi tugng khach hang
di & do tudi nao nhung qua cach ho quan séat vé trang phuc, phong thai, dién mao
ma ho quyét dinh c6 st dung 16i moi chao thé nao cho phu hop. Nhét 1a trong
mua ban, trao d6i & nhiing cho ndi thanh Ha Noi, Vi nhitng khach hang c6 trang
phuc sanh diéu, sang trong, hop mode, v&i phong thai tu tin trong giao tiép ma ho
thuong danh gia day 1a nhimg d6i twong khach hang c6 diéu kién kha gia, thoang
trong viéc dinh vé gia ca, duoc danh gia 1a dan Ha Noi gbc, giong nhu mot
“khach hang tiém ning”, dé dang dat dugc muc dich trong mua ban thi ho s& c6
nhitng 101 chao moi v&i nhiéu thong tin hon vé mit hang, va bén canh dé con 1a
nhitng cdu chuyén khac dé chao hoi, lam quen, khen ngoi, ninh not nham thuyét
phuc d6i phuong. Trong quan sat, nhitng khach hang c6 trang phuc don gian,
hoac tham chi hoi “qué mua”, phong thai khong tu tin, nhit nhat hoac dién mao
binh thuong thi doi khi nguoi ban chi moi chao & mirc co ban 1a moi vao mua
hang mdt cach lich sy chtt khong cé nhitng hanh vi ngdén nglr nao khac nita. Bac

biét, nhitng diém trén chi c6 ¢ giao tiép mua ban & cac cho, khic voi cach thirc
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chao moi ¢ cac khu mua sim 16n nhu khu thuong mai, siéu thi, du 1a d6i tuong
khach hang nao ciing duoc chao moi nhu nhau va c¢6 quyén lgi duoc phuc vu
riéng. Nhitng yéu tb nay ciing chi ndm trén co so cua sy danh gia chung dya trén
nhitng tu liéu khao sat, tiéu luan khoa hoc nay chung t6i khong quy chup cho tat
ca cac truong hop.

3.4. Mot diéu nira chung t6i nhan thiy trong doan mé thoai cua cudc thoai
mua ban & mot s6 cho nodi thanh thi van dé chao hoi ciing 13 mot diém can duoc
no6i toi. Ngudi Viét tir xua dén nay c6 thoi quen chio hoi. Chao nhau khong chi 1a
diéu bat budc caa cudc giao tiép c6 van hoa ma con thuc hién mo dau cua chién
luoc giao tiép. Vi thé cach chao héi mé dau ddi véi nguoi Viét co gia tri tinh
than hét sic duoc coi trong - mot gia tri tin than cao hon ca vat chat: “Loi chao
cao hon mam ¢6”. [5]. Tuy nhién & trong mot s6 doan ma thoai chung toi thu
duogc c6 rat it doan mo thoai ¢6 10i chao, thudng chi co ¢ khach quen véi nguoi
ban (chao bang cach hoéi thim nhau “Di dau day?”; “Mo hang som thé chi?”;
“Hom qua di dau ma khong mo hang?”’). Nguoi Viét chao hoi khong trong nghi
18, c6 thé chao bang hoi, hoi tham, goi tén, nhung mot thuc té cho thay viéc chao
hoi nhu vay chi duoc dién ra ddi véi nhitng nguoi quen nhau, c6 quan hé than
hodc so. Con dbi véi trong mot cudc thoai mua ban khi hai thoai nhan 1a hai
nguoi Xa la thi viéc chao hdi duong nhu da bi bo qua, khong c6 nguoi ban hang
nao & cho co théi quen ay, va chi con lai buéc mdi moc cua ngudi ban, hoi han
vé mit hang cua nguoi mua. Qua khao sat 50 cudc thoai, chung toi thay chi co
duy nhat 01 cudc thoai c6 101 chdo dén tir ngudi mua hang.

Dan ching:

Pia diém: Chy Déng Xudn — Hoan Kiém — Ha Noi.

Chu dé: Mua ban si 1é do phong nam

Nhdn vat: Spl: Nguoi mua, Nam, khodng 30 tudi.

Sp2: nguwoi ban, nit, khoang 45 tuai.

Thot gian: 02-11-2018

Mg thogi:

Spl: Chao chi, cho em hoi hang chi co bo st ao phong tron nam khong a?

Sp2: Em mua si a, vao day chi bao.

SP1: Ving.

Khac voi cac nudc phuong Tay, ho luon c6 thoéi quen st dung loi chao
mot cach thoai mai dbi véi moi ngudi xung quanh. Viéc khong c6 11 chiao ¢
doan ma thoai do6i khi khong anh huong nhiéu dén dién tién cta qua trinh mua
ban, van dua cudc mua ban dén véi dich cudi cing nhung chiing toi cho rang néu
c6 151 chao giita hai ngudi trong cudc thoai mua ban du ho xa la voéi nhau van 1a
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mot diém cong 16n va cudc thoai ¢ kha ning thanh cong cao hon. Boi nd thé
hién dugc cach tng xt, dao duc ddi véi ngudi xung quanh, va Viét Nam 1a mot
dat nudc dang trong qua trinh hoi nhap, doi séng, dan tri cua ngudi dan ngay
cang dugc nang cao, ho thich dugc phuc vu that tét va cha trong nhiéu dén cach
thirc quan tam, ton trong khach hang. Viéc hoc cach tng xur lich sy tir cac nudc
phuong Tay 1a diéu hoan toan can thiét, nhat 1a ddi voi viéc trao d6i budn ban
nhiéu canh tranh nhu & cac cho va kinh té thuong mai s& ngay mot phat trién
trong tuong lai.

Tiéu két

Ly thuyét hoi thoai da gitip chiing ta di sau nghién ctru tim hiéu, van dung
thuc té cac cudc thoai mua ban. Trong toan bd cudc thoai, chiing toi nghién cau
vé cdu trac phan md thoai va cac yéu té van hoa viét chi phdi né rat ra dugc
nhitng két luan sau:

DPoan mé thoai 1a doan ma ra cudc thoai gitra hai ngudi trong giao tiép co
c4u trac kha don gian 1a 1 cap thoai c6 chtrc ning dan nhap, ma ra toan bo cudc
thoai. Trong cac cap thoai nay la cac lugt lo1 gitra nguoi mua va nguoi ban duoc
luan phién, ké tiép nhau phat ra. Trong mdi luot loi dugc cau thanh bai cac tham
thoai v&i cac hanh vi ngdn ngt khac nhau, c6 muc dich khéac nhau.

Trong doan m¢ thoai mua ban, du 1a ngudi mua mo 161 trude hay nguoi
ban mé 101 trude thi déu thuc hién nhitng hanh déng nhu: chao hoi, moi moc,
gidi thiéu hang hoa, su chap thuan caa ngudi mua. Néu ca ngudi mua va nguoi
ban déu phan hoi tich cuc dé din dén thuong lugng & phan than thoai thi doan
mé thoai nay dugc cho 1a tich cuc, thanh cong. Néu ca hai khong c6 su dong
thuan thi doan thoai dua cudc thoai dén sy két thuc va trd nén tiéu cuc.

Ttr viéc nghién ctru tim hiéu, phan tich, khdo sat cudc thoai mua ban tai
mot sé cho ndi thanh Ha Noi va chi ra ciu trac doan mo thoai, chung toi da bude
dau 1i giai vé yéu t6 van hoa Viét chi phdi doan mé thoai dé dwa né dén doan mo
thoai thanh cong. Yéu té van héa duoc dit trong su phat trién cua nén kinh té thi
vian hoéa ciing s& phat trién theo va da c6 nhitng budc thay doi rd rét. Bén canh d6
con mot s6 nét vian hoa riéng trong cach ung xir anh huéng dén doan mé thoai
nhu thoi quen trong giao tiép tir xwa dén nay can dugc phat huy hodc co nhiing
nét vin hoa can phai cai thién, tiép thu nhiéu hon dé cudc thoai mua ban tré nén

tich cuc hon vai tiéu chi van minh, lich su, c¢6 van hoa.
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Chuong 3: Céu tric doan két thoai qua khao sat tw liéu cac cudc thoai mua
ban & mét s6 che ndi thanh Ha Noi.

I. Phén loai doan két thoai trong cudc thoai trao di — mua ban:

1.1. Két thoai tich cuc

Poan két thoai phan anh két qua cua qua trinh dién bién tir luc mé dau cho
dén khi két thac cudc thoai thanh cong hay that bai. S¢ di, xuat hién doan két
thoai trong cugc thoai mua ban thuong la khi & doan than thoai nguoi ban va
ngudi mua da thuan y nhau vé gia ca, chat lwong mat hang sau qua trinh mic ca
dé tién dén budc trao doi hang hoa, tién mit (than thoai tich cuc). Néu nhu khong
¢6 sy dong thuan nay ¢ phan than cudc thoai thi cudc thoai ay s& bi hang, dut
doan va dan dén khong c6 phan két thoai.

Dan chung:

Dia diém: Cho Phiic Tan — Hoan Kiém - Ha Néi.

Chu d@é: Mua ban hoa qua

Nhdn vat: Sp2: Nguoi ban: Bdc ban hang nit, khodng hon 50 tudi,

Pdc diém: dn mdc gian di, giong néi nhe nhang.

Spl: Ngwoi mua: Ban nit sinh vién, khoang 20 tudi

Pdc diem: lich s, nhé nhe, hién lanh.

Mg thoai

(1)Sp1: Duwa hdu hém nay bao nhiéu mét cin ddy bdc oi?

(2)Sp2: Con it, t6i dé c6 20000 1 cin ddy.

Than thoali

(3)Sp1: Oi gioi, dat thé a!

(4)Sp2: Con c6 hai qua théi, c6 ldy thi lay

(5)Sp1: Bdc bot cho chdu di, qua nay chac gan 2 c¢dn chir may.

(6)Sp2: 17000 nhé, day toi can thi.

(7)Spl: Réi, can chudn ddy nhé bdc.

(8)Sp2: Yén tam di, 2 can 2 day nay, 36000 nhé?

(9)Sp1: Ving, chau ldy.

Két thogi

(10)Sp1: Tién ddy bdc.

(11)Sp2: Xin co nhe.

O cudc thoai trén, day 1a mot cudc thoai co phan than thoai tich cyc boi
ngudi ban va ngudi mua cing dong thuan vé chat luong mat hang va gia ca thong
qua mot loat luot 101 va cac hanh vi nhu mac ca, xac tin tir luot 101 (3) cho dén
(9). Tuy nhién ta chu trong vao lugt 161 cua SP1 va SP2 nhu sau:

(5)Luot 161 ciia nguoi mua hang véi 2 tham thoai véi muc dich dé nghi

28



- Tham thoai 1: Bac bt cho chau di ( hanh vi chii hudng: dé nghi)

- Tham thoai 2: Qua nay chac gan 2 can chir may (Hanh vi mé rong: Doan)

(6) Luot loi cua nguoi ban vai muc dich tan thanh, xac tin

- Tham thoai 1: 17000 nhé ( Hanh vi cht hudng: Xac nhan)

- Tham thoai 2: Pay t6i can thir (Hanh vi mé rong: thong bao)

(8) Luot loi cua nguoi ban vai muc dich hoi

- Tham thoai 1: Yén tam di ( hanh vi phu thudc: tra loi)

- Tham thoai 2: 2 cén 2 day nay ( hanh vi m¢ rong: thong bao)

- Tham thoai 3: 36000 nhé ( Hanh vi cht hudng: hoi)

(9) Luot 161 cta nguoi mua vai 2 tham thoai 1a muc dich tan thanh

- Tham thoai 1: Vang ( Hanh vi phu thugc: Tra loi)

- Tham thoai 2: Chau 1ay ( Hanh vi chi huéng: Tan thanh)

Xét doan than thoal, ¢ cac luot 101 va tham thoai ¢6 hanh vi xac nhan, tan
thanh ctia ca hai bén nén ca hai vui vé di dén budc trao ddi tién mit, hang hoa &
phan két thoai. Va ciing nhd ¢6 sy tan thanh 4y ma moi xuat hién doan két thoai
trong cugc thoai trao doi, mua ban & cac luot 16i (10) (11) véi hanh vi tra tién va
nhan tién cia ngudi ban, ngudi mua.

1.2. Két thoai tiéu cuc

Trong mot sb trudng hop, chiing ta van hay c6 sy nham 1an khi cho rang
khi Spl va Sp2 khéng c6 su thoéa thuan vé chat luong, gia ca va tir chéi mua
hang, ngudi mua bo di 1a két thuc cudc thoai, goi d6 1a doan két thoai tiéu cuc.
Thuc chét, doan két thoai nay thuoc phan than cudc thoai. Nghia 1a khi doan than
thoai tiéu cuc thi s& khong xuat hién doan két thoai.

Dan ching:

Chu dé: Mua bdn giay dép

Dia diém: Cho' Hom Diic Vién — Pho Hué - Hoan Kiém — Ha Ngi.

Nhan vat:

Spl: Ngwoi ban hang, nit, khoang 30 tudi

Bdc diém: An mdc loe loet, Jon gang, noi nhanh.

Sp2: Ngwoi mua hang, nit, khoang 20 tudi

Bac diém: An mdc sanh diéu, mau sdc.

Mo thoai

(1)Spl: Giay dép gi khéng em oi, vao xem di

(2)Sp2: Ving

(3)Spl: Em xem gidy dép gi cik chon di thir thodi mdi nhé

Thdn thogi

(4)Sp2: Doi dép long kia bao nhiéu chi?
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(5)Sp1: 160000 c6 hai mau ddy, mau den dep nhat em g

(6)Sp2: Tréong I6ng biing nhing thé ma tan tram sdu, em chiu théi, 90000
nhé, chi thé thoi!

(7)Spl: Cdi ¢é nay, hang nday hang dep day.

(8)Sp2: Chj néi thé dat qud, chiu théi

Két thogi

(9)Sp1: Khong mua thi thoi.

(10)Sp2: (Bo di)

Xét phan than cudc thoai cua doan thoai, giéng nhu cac doan thoai mua
ban, sau khi nguoi ban thong bao vé gid ca mat hang thi xuat hién hanh vi mac ca
Cla nguoi mua va xac nhan cua nguoi ban, tuy nhién ¢ day nguoi ban khong tan
thanh véi cai gia duoc dua ra, khién ngudi mua bo di. Nhu vay chua dat duogc cai
dich cua cudc thoai mua ban tirc 13 chua di dén cudi cung, ca hai van chua thoa
min duoc muc dich ca nhan, vi vay doan két thoai & trén dugc coi nhu nhap vao
than thoai.

Luot 101 (6) ctia ngudi mua vai 4 tham thoai muc dich chinh 13 hoi dé mic ca:

- Tham thoai 1: Trong 16ng bung nhing thé ma tan trim sau ( Hanh vi phy
thudc: Ché bai)

- Tham thoai 2: Em chiu th6i (Hanh vi mé rong: tir chdi)

- Tham thoai 3: 90000 nhé ( Hanh vi cha hudng: Hoi dé mic ca)

- Tham thoai 4: Chi thé thoi ( Hanh vi mé rong: két luan)

Luot 11 (7) ctia nguoi ban vai 2 tham thoai muc dich chinh 13 khang dinh

- Tham thoai 1: Cai c6 nay ( Hanh vi phu thudc: biéu cam)

- Tham thoai 2: Hang nay 1& hang dep ddy (Hanh vi chi hudng: khang dinh)

Luot 10 (8) ciia ngudi mua hang véi 2 tham thoai muc dich chinh 1a tir chdi

- Tham thoai 1: Chi n6i thé dit qua ( Hanh vi mé rong: Ché bai)

- Tham thoai 2: chiu théi ( Hanh vi chii hudng: tir chdi)

Luot 101 (9) ctia nguoi mua hang vai 1 tham thoai muc dich chinh 1a boc
16 cam xuc

- Tham thoai 1: Khong mua thi thoi ( Hanh vi cht huéng: Boc 16 cam xuc
buc doc)

Xét cac luot 10i tir (6) dén (9) cta hai nhan vat ta thiy van cing trong mot
su kién 1oi noi: hoi — tra loi vé viéc mic ca chir khong chuyén sang su kién 1oi
nodi khac. Nguoi ban hang khong ban dugc hang da to ra buc doc, khé chiu véi
khach hang khi ho ché bai mit hang va tra gia qua thap, khach hang cat ngang
cudc thoai bang cach im 1ang va bo di. Nhu vay, phan két thoai dugc nhap vao

than thoai vi van cung trong mot sy Kién 1&i noi.
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Khi nguoi ban to thai do bic doc, tho 16 da vi pham quy tac hoi thoai, do
d6 cudc hoi thoai di dén tiéu cuc. Cu thé 12 ngdn ngir phat ra con tho thién, thiéu
lich su khién cudc thoai bi cit ngang, bo do. Poan két thoai tiéu cuc s& dn nhap
ludn vao than cudc thoai.

Nhitng phan tich trén nham chi rd sy phan loai doan két thoai trao d6i mua
ban.Tuy nhién, trong khoéa luan nay, ching t6i chi tap trung nghién cttu nhiing
cudc thoai c6 két thoai tich cuc dé cudc thoai co dii cau tric 3 phan rd rét. Néu
nhu doan mé thoai bi chi phdi nhiéu boi yéu té ngoai canh thi doan két thoai
duong nhu hoan toan bi chi phdi boi than thoai, hoat dong mic ca, dinh gia.
Than thoai s& 1a buéc quan trong dé xac dinh xem cudc trao d6i, mua ban iy co
di téi cai dich khong, va cai dich dy chinh 1a két thoai.

Il. Cau triic doan két thoai trong cudc thoai trao doi, mua ban ( Trong
cudc thoai tich cwe day di, ro rang ciu tric ba phan)

1.1. Céu tric doan két thoai:

Tu viéc phan tich tu liéu, ching t61 théy duoc doan két thoai nam & phén
cudi cung cua cudc thoai. Xac dinh cAu tric cua doan két thoai, chung t61 dya
vao cdp thoai dé xét cu tric cla luot 16i. TUr lugt 10i di nghién ctu cic tham
thoai va chi ra cac hanh vi ngdn ngir va rat ra muyc dich chung ctia doan két thoai.

Céc doan két thoai tich cuc chung t6i nghién ctru déu ¢ cdu trac 13 mot
cap thoai vé6i cac su kién 11 noi thuong géap 1a: trao doi hang hoa, tién mat, 1oi
chao, 10i cam on, hen lan sau dén mua hang tiép. Cac tham thoai cta hai thoai
nhan s& lan luot thyc hién dich chinh cua cudc thoai mua ban dé ca ngudi mua va
ngudi ban déu dat duoc muc dich giao tiép cudi ciing ciia minh 1a ban duoc hang
va mua dugc hang.

Théng thuong, trong doan két thoai mua ban s& c6 nhitng dau hiéu nhan
biét don gian nhat 1a: Spl (ngudi ban) khang dinh gia, giao hang; Sp2 (nguoi
mua)tra tién, cam on; Hodc nguoc lai, Sp2 1a ngudi khang dinh lai gia, dé nghi
giao hang; Spl nhan tién va cam on. Ca hai bén déu théa méan dwoc muc dich
giao tiép trong vui vé, song phang. Ngoai ra sé co nhitng dau hiéu caa phép lich
su khac nhu hen ho, cam on, chao tam biét, nhung tuy nhién con tiy vao doi
tugng giao tiép 1a d6i twong nhu thé nao va phan nay ciing 1a mot trong nhiing
diéu bi anh huong nhiéu bai yéu t van hoa, xa hoi, dan tri ma chung toi dé cap &
phan sau.

1.2.Phén tich céu tric doan két thoai

Chu d@é: Mua bén rau cii.

Pia diém: Cho Yén Phu - Tay Ho - Ha Néi.

Thot gian: 29-12-2018.
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Nhén vat: Spl: Nguwoi mua hang: giGi tinh nit, khoang 40 tudi

Sp2: Ngwoi ban hang: giGi tinh nit, khoang 30 tudi

Pic diém: Spl: gia din, an mdc Kiéu cong sé, lich su.

Sp2: an mdc don gian, khac khé, la nguwoi ngoai tinh.

Mg thogi

(1)SP1: C6 rau méng toi khéng em oi ?

(2)SP2: C6 chir chi gdi, rau gi em chd c6, mong toi sang vira mang lén
dady, hay dn bdp Cdi ciing ngon ldm ndy chi

Thdn thoai

(3)Sp1: Théi, ldy chi hai mé mong toi di, lau khéng dn

(4)Sp2: Vang, mua nay an cho no mat

(5)Spl: Bao nhiéu day?

(6)Sp2: 18000 2 m¢ ch; ot

(7)SP1: Eo, 15000 dvwoc khong?

(8)Sp2: Bdy gio em Vdn bdn gid dy mad, hai mé nay to

(9)Sp1: Théi 15000 hai mé nay, chi con mua ¢ ddy nhiéu

(10)Sp2: Théi dwoc r6i, 10 ldi bao nhiéu dau ma chi Cit.

Két thoai

(11)Spl: Ldy mé ndo nhdt réi nhé.

(12)Sp2: Em nhdt réi ma, em xin tién nao.

(13)Sp1: Pady (rit tién ra tra), cho chi hai tiii riéng nhé.

(14)Sp2: Ving. An rau gi mai lai ra hang em nhé.

Doan thoai mua ban trén 1a doan thoai mua ban cé day du ciu tric ba
phan, nhu ching t61 da dé cap & trén, boi day 1a doan than thoai tich cuc, khi
ngudi ban va ngudi mua cing théng nhat duoc véi nhau vé mit hang va gia ca. O
doan két thoai trong doan thoai nay, chiing t6i xac dinh dugc mét cap thoai Voi
su kién 101 noi: Yéu cau lay hang - trao d6i tién va hang.

Cap thoai nay & phan két thoai bao gém céc luot 10i tir (11) dén (14) do Spl va
Sp2 thuc hién dé tién dén trao doi hang hoa, tién mat. Xét cac luot loi, ta thay:

(11)Sp1: Luot 16i ciia ngudi mua hang véi 1 tham thoai myc dich yéu cau

- Tham thoai: LAy m& nao nhat rdi nhé (‘hanh vi cht hudng: yéu cau)

(12) Sp2: C6 2 tham thoai v&i myc dich khang dinh

- Tham thoai 1: Em nhit roi ma ( hanh vi cha huéng: khang dinh)

- Tham thoai 2: Em xin tién nao ( Hanh vi mé rong: Xin)

(13)Sp1: Gom hai tham thoai véi muc dich xac nhan

- Tham thoai 1: Pay ( di kém véi hanh dong rat tién ra tra, hanh vi chu
hudng: Xac nhan)
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- Tham thoai 2: Cho chj hai tai riéng nhé ( Hanh vi mo rong: yéu cau)

(14) Sp2: Gém hai tham thoai véi muc dich hen ho

- Tham thoai 1: Vang ( Hanh vi phu thudc: X4ac nhan yéu cau)

- Tham thoai 2: An rau gi mai lai ra hang em nhé ( Hanh vi chii huéng: Hen)

=> Qua céc luot 10i, ta thiy duoc su chu dong, song phang cia ca ngudi
mua va nguoi ban trong viée trao d6i hang héa. Puoc thé hién qua cac tham thoai
v6i mot loat hanh vi nhu yéu cau, dé nghi giao hang, giao tién, xac nhan va hen
lan sau lai quay lai cia ngudi ban véi ngudi mua. Khong khi ctia cudc thoai thoai
mai, khong c6 su khé chiu cho ¢4 hai bén vi da chap thuan vé gié c4 tir doan than
thoai. Bgi viy ma chtic ning ctia doan két thoai 1a danh dau sy thanh cong cho
cudc thoai trao ddi, mua bén, tirc 1 ca hai thoai nhan déu dat duoc muc dich giao
tiép cuia minh va di dén khép lai cudc thoai. Noi dung caa cudc trd chuyén & doan
két thoai thudng ngan gon, nhanh chéng va it ruom ra hon doan mé thoai.

1.3. Nhan xét, danh gia:

Ngoai cac hanh vi nhu yéu cau, dé nghi, xac nhan, tra tién, hen quay lai thi
con cac hanh vi khac nhu cam on, chao,.. thuong xuat hién ¢ doan két thoai ma ta
khong thiy c6 trong doan thoai nay. S¢ di, c6 xuét hién cac hanh vi y hay khong
déu phu thudc vao cach @ng xir, phép lich sy, hiéu biét, von séng, van hoa cua ca
nguoi ban va ngudi mua, va trong cac doan thoai khac nhau gitta cac thoai nhan
khac nhau ciing s€ c6 su khac biét. Trong doan thoai trén hoan toan khong c6
phan cam on, chao hoi sau khi mua duogc hang, s& di, ta thAy nhan vat giao tiép &
day 1a hai nguoi phu nit, cach néi chuyén cua ho kha céi mé, xét nguodi mua hang
trong trudng hop nay 1a mot phu nit cong so, dang dan va lich sy, cha dong hoi
vé loai rau can mua, va muc dich ctia ngudi nay 1a mubén mua duoc rau véi gia ré
nén cach néi chuyén c6 phan than mat véi nguoi ban hon khi chu dong xung chi,
em, khi dd mic ca dugc voi ngudi ban thi chi dong dua ra nhitng yéu cau, dé
nghi cho mat hang cua minh, khi ngudi ban thuc hién yéu cau, trao hang lai
khong c6 101 cam on. Vay, ngudi phy nit nay tuy cé nhimg dic diém cia nguoi
¢6 hoc thirc nhung lai cu xtr chua lich su, day ciing la mot bai hoc ma ngudi ta
van thudng néi “ dimng trong mat ma bat hinh dong”. Xét vé phia ngudi ban hang,
day 1a mot nguoi phu nit ngoai tinh, don gian, khac kho, ciing ¢6 thé vi nhiing
dic diém nay cua ngudi ban ma ngudi mua c6 sy danh gia thap vé dia vi xa hoi,
trinh d6 hoc van nén dan dén cach tng xir nhu vay. Mat khac, ta ciing thiy ¢ luot
loi (12), ngudi ban chi dong xin tién tir khach da 1a vi pham quy tac hoi thoai, de
doa vao thé dién am tinh ciia ngudi mua, nhung tuy nhién trén thuc té dién ra nd
lai 12 sy song phang trong mua ban. Khi nhan dugc tién tir nguoi mua, ngudi ban

cling khong c6 hanh vi cam on. Ciing c6 thé coi 16i hen quay lai mua hang tiép &
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luot 101 (14) 1a thay cho 10i chio ctia nguoi ban hang, bai nd thé hién mong mudn
cho nhitng cudc thoai mua ban, trao doi tiép theo s& thanh cong, va theo tam li
ban hang thi ho thich c6 nhiéu khach quen, nén viéc hen khach quay lai la diéu
tat yéu dé ho dat duoc muc dich ban hang. Theo danh gia chi quan cia chung toi
thi viéc xuat hién cac hanh vi ¢ 10i n6i trén bi anh huéng boi vén séng, trinh do
van héa ctia ngudi ban con han ché.

Bén canh d6, cling c6 nhitng doan két thoai thé hién dang quy tic hoi
thoai, dap g duoc su tuyén duong thé dién cia ngudi mua va ngudi ban. Do 13
khi ngudi mua cha déng nhan hang, giao tién. Ngudi ban c¢6 10i cam on tryc tiép,
hen lan sau dén mua. Hoic nguoi ban chi dong giao hang, ngudi mua tra tién,
cam on khi nhan hang

Dan chung:

Pia diém: Cho Ngoc Ha — Ba Pinh — Ha Ngi
Chu d@é: Mua ban mii luéi chali

Két thoai

Sp2: Cua em day!

Spl: Em guri tién.

Sp2: Cdm on em. Sau mua mii gi cir dén hang chi nhé, chi dé ré cho.

SP1: Vdng, em cam on.

O doan két thoai trén, ta thdy & Sp1 va Sp2 déu st dung nhiing tham thoai
c¢6 hanh vi tuong minh “Cam on” sau qué trinh trao doi v&i nhau. Nhu vay, doi
tuong Spl va Sp2 & day déu 1a nhitng ngudi giao tiép cé vin hoa, lich sy, khéo
1¢o.

Tuy nhién, nhitng doan két thoai trén c6 tan sé xuat hién trong cac cudc
thoai trao d6i mua ban & cac cho noi thanh chi dat khoang 15% ( Trén tong sb 50
cuoc thoai).

Hon nita, v6i mo6 hinh chg, dbi tuong trao d6i mua ban & day ciing bao
gom nhiéu tang 16p khac nhau, phirc tap, nhung da phan nhitng ngudi budén ban
cac miat hang thyc pham tai day déu kinh doanh nho 1é, c6 sap 1a hang rong va
XUat than ngoai tinh, trinh d6 hoc van c6 phan con han ché. Vi thé nén quan diém
cua nhiéu nguoi dén thoi diém nay van thuong danh gia nhiing nguoi lao dong,
budn ban hang rong & chg thudng 1a it hoc, tho 15... Vé van dé vian héa cam on
trong mia ban & mo hinh chg ching t6i s& con dé cap thém & phan sau.

1. Cac dau hiéu nhan biét chuyén tiép tir than thoai sang két thoai:

Céc dau hiéu nay dugc rat ra tir cac cudc thoai c6 doan than thoai tich cuc
dé chuyén tiép sang doan két thoai tich cuc. Qua khao sat, cac dau hiéu nay duoc
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Xuat phat tir luot 101 ciia ngudi mua hang 1a chu yéu, vai trd ciia nguoi ban hang
& phan chuyén tiép nay 1a tan thanh hanh vi mac ca cua nguoi mua, théa man nhu
cau cua ngudi mua. Cudc mua ban trao d6i budc tdi két thoai phu thudc vao chu
dich ctia nguoi mua hang, d6i khi ¢6 nhitng trueong hop du da mac ca thanh cong,
thuan mua vira ban nhung ngudi mua co thé thay doi y kién véi li do khong thich
mat hang nay nira. Trong cudc thoai mua béan trao doi, nguoi mua hang luon ¢
vai vé cao hon theo dung phuwong cham “khach hang 1a thugng dé”.

2.1.Chuyén tiép bing hanh vi dé nghi, yéu ciu ldy mit hang cia
ngudi mua sau khi da théa thuan vé gia:

Trong trudng hop dé nghi, yéu cau ldy mat hang ctua nguoi mua dé chuyén
tiép sang doan két thoai thi ngudi ban bat budc phai thuc hién yéu cau, dé nghi
ay, d6 ciing chinh 1 mong mudn, nhu cau cua ngudi ban. Hanh dong dé nghi o
day khong nhat thiét phai bat dau bang tir “dé nghi”, dé nghi & day 1a mot hanh vi
gian tiép, ham an rang ngudi mua xac nhan, chic chan s& ldy mit hang nay dé
tién dén budc trao ddi tién. N6 ciing thé hién duogc tu thé cua ngudi mua 1a duoc
coi trong hon, quan tim hon trong cudc thoai va mang tinh chat quyét dinh co
Xuat hién doan két thoai hay khong.

Dan chung:

Pia diém: Cho Long Bién — Ha Ngi

Chu dé: Mua bdn hoa qud

Thot gian: 20-01-2019

Thdén thoagi

(1)Sp1: 8000 1 cén théi, mua nhiéu thi chi lgi giam

(2)Sp2: Thé cho em qud fo to kia kia, chac mét ti day

(3)Spl: Pady, 3 can 2 dung luon. 25000 cua em gdi.

Két thogi

(4)Sp2: Ving, em guri.

Spl: Cua em day.

Sp2: Em xin.

O luot 16i(2)cta nguoi mua ¢ 2 tham thoai véi muc dich chinh 1a dé nghi

- Tham thoai 1: Thé cho em qua to kia kia ( Hanh vi cha huéng: Bé nghi)

- Tham thoai 2: chiac mét ti diy ( Hhanh vi mo rong: Nhic nho)

Céu tric ctia hanh vi dé nghi chuyén tiép ctia ngudi mua thudng la:

Spl: Lay cho/cho + Spl(cich xung ho)+(sé luwong)tén mat hang+dic
diém(néu co) nhé(hoic cac tinh thai tir nhu “a”)

Sp2: Tan thanh (liy hang va dua)

Hoac
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Spl: Spl(cach xung ho)+ 1dy +(s6 lwong)tén mit hang+miu ma,dic
diém+nhé(hodc cac tinh thai tir nhu “a”)

Sp2: Tan thanh ( 14y hang va dua)

Sau d6 chuyén tiép sang phan két thoai voi hanh vi trao doi tién.

Khi ngudi mua st dung hanh vi dé nghi lay mat hang vira gitp cudc thoai
tién trién va vira thé hién duoc su ¥ thirc vé vi thé cia minh trong cudc thoai mua
ban trao ddi ( & Vi tri cao hon ngudi ban), ho 1a ngudi duoc phuc vy nén hanh
dong nay 1 hoan toan hop li. Trong 10i dé nghi thoa man vé chii dé cia cuéc mua
ban 12 hudng dén mat hang, ciing chinh 13 cai dich cua cudc thoai nén dé& nghi
nay khong gy ra can trg. Thuong thi hanh vi dé nghi s& di kém véi nhitng tham
thoai khac v6i hanh vi nhac nho, xac nhan lai mot 1an nira, hoidc c¢6 thé khong di
kém thém tham thoai nao khac vi muc dich cua lugt 16i da thé hign chic chan
rang 90% ho s& lay mén hang do.

Trong tong sé 50 cudc thoai dd khao sat thi 80% cac cudc thoai co doan
két thoai tich cuc xuat hién du hiéu chuyén tiép nay.

2.2.5%& dung cac tham thoai véi hanh vi phu thugc muc dich xac tin,
¢6 cau tao 1a cac than tir:

Ngoai cac tham thoai v6i hanh vi dé nghi, yéu cau thi dau hiéu chuyén
tiép con dugc thé hién ¢ cac tham thoai véi hanh vi phu thuéc muc dich xéc tin,
tan thanh xuat hién & ca luot 15 ciia ngudi mua va ngudi ban khi ca hai cing
thoa thuan duoc vé gia ca mat hang & budc mic ca, thuong luong. Tuy nhién dé
budc duoc sang doan két thoai thi nhitng tham thoai c6 hanh vi phu thudc 4y phai
Xuat phat tir nguoi mua, nhu di néi & trén, ngudi mua & Vi tri cao hon va 16i néi
ctia ngudi mua ¢ kha nang quyét dinh cao hon ngudi ban, vi ngudi mua cé thé
thay d6i y kién, nhu cau cia minh bat ¢t lic nao tiiy vao s thich, hoan canh hay
phu thudc vao thai d6 cia nguoi ban.

Dan ching 1:

Dia diém: Cho Troi — Nguyén Cong Trir - Ha Noi.

Chu dé: Mua ban phu kién xe may, 6 to

Thoi gian: 21-12-2018

Than thoai

(1)Sp1: Ca cong lip 1a bao nhiéu cha?

(2)Sp2: Ca cong lip thi 200000, con mua vé ty lap thi chi 150000 thoi, c¢6
bao hanh nhé

(3)Spl: Vang, chii cho chau nghe thir miy cai xem

(4)Sp2: Ung cai nay khong, tiéng to ma khong bi inh tai

(5)Sp1:Vang. C6 bdt dugce khong chu?
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(6)Sp2: Tinh ca cong lap ma c6 200000, cau di ra hang khong c6 gia ¥ dau

(7)Sp1: Vang. Lip cho chau ludn nhé.

Két thoai

(8)Sp2: Téi lip hai muoi phut 1a xong, ngdi ddy doi

(9)Spl: Vang, chau giri tién ludn a.

(10)Sp2: To1 xin.

O doan than thoai trén, ddu hiéu chuyén tiép dugc thé hién & luot loi
(7)cua Spl-ngudi mua. Pay 1a tham thoai véi hanh vi phu thudc tra 161 nham tan
thanh vé gia tién ma Sp2 dua ra & (6), du hanh vi cha huéng & (7) 1a dé nghi.
Than tir “Vang” & day dé tra 1oi mot cach 18 phép, 18 do, to ¥ ung thuan, thé hién
duoc tudi tac, vai vé trong cude trd chuyén, khién dbi phuong cam thay duoc ton
trong, cudc mua ban s& dién ra dé dang, thoai mai, vui vé hon, tir 46 ma tién dén
két thoai. Ngoai ra, con gitip ta danh gia duoc ngudi mua 13 nguoi cé van hoa,
lich su.

Dan ching 2:

Pia diém: Cho Tét truyén thong — Hang Luoc

Chui dé: Mua bdn dé trang tri

Thot gian: 30-01-2019

Thén thoagi

Spl: Chi mua it théi, 4 chiéc thi la bao nhiéu tién

Sp2: 25000 1 chiéc ¢é 2 logi ddy

Spl: Bot khong em? 20000 nhé?

Sp2: Ldy 5 cdi thi em bét 20000 tron 100000

Spl: Ciing dwoc, ldy chi méi logi mét chiéc

Két thogi

Sp2: Viang, cua chi day

Spl: Dady chi gui tien

Sp2: Xin chi gai nhé. Em gia lai nay.

DAu hiéu chuyén tiép ¢ dan ching 2 d6 1a ¢ 1oi cia nguoi mua Spl véi
than tir “Ciing dwoc”, to y ung thudn du chua that sy thoa man véi gia tién.

Str dung céc than tir lam hanh vi phuy thudc tra 161 thuong sir dung cac than
tir nhu: Vang, ok, cling duoc, théi cling duoc, , ... Vi mbi than tir s& thé hién
mét trang thai cam xtc, tdm 1i khac nhau ctia ngudi mua va thé hién dugc trinh
d6 van hoa trong giao tiép cua ho c6 ton trong d6i phuong hay khong. Viéc sir
dung cac than tir nay tao nén su chic chin trong 1oi ndi ciia ngudi mua hang vé

chu dé cta cudc mua ban.
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Céu trac cua viéc sir dyung than tir 1am hanh vi phu thudc 1am dau hiéu
chuyén tiép sang két thoai 1a:

Spl(nguoi mua): Than tir(Vang, u, ok, cling dugc...) + tham thoai Vi
hanh vi yéu cau, dé nghi.

Hoac

Spl (nguoi mua): Than tir(Vang, u, ok, cling duogc...)

Tan sd xuat hién cac than tir nay lam tham thoai cta cac luot 101 & ngudi
mua dé tién dén két thoai xuat hién 95% & cac cudc thoai co két thoai tich cuc.

I1l.  Buwéc dau li giai yéu té viin hoa chi phdi doan két thoai:

3.1. Yéutd van hoa dau tién ching toi dé cap dén ¢ day do 1a van hoa
“Cam on” ciia ngudi Viét. Ma cu thé 13 trong giao tiép mua ban & mo hinh Chg.
Vi 50 cudc thoai, cac doan két thoai véi muc dich trao d6i tién nong, hang hoa
déu han ché & 10i cam on, da sb chi xuat hién & nguoi mua khi nhan dugc hang
va khong c6 sy phan hdi tir ngudi ban. Mot trong nét truyén thong quy bau cua ta
d6 chinh 1a “An qua nhd ké trong cdy”; “Tén su trong dao” nhung ching toi
nhan thay loi cam on & cac cudc thoai khong bat nguon tir truyén thdng ay, liéu
day co phai 1a mot sy mau thudn? Ngudi ban hang & mo hinh chg chua co thoi
quen ndi 16i cam on, du nhitng o1 cam on dy ndi ra tir ngudi ban hang mang muyc
dich thuc dung kinh té, tao mdi thién cam véi nguoi mua dé ho quay lai, nghia la
van hoa cam on chua phai 1a mét thoi quen that sy trong cach cu xu lich su voi
chung ta. Trai han voi cac nudc phuong Tay, khi dugc hoi "How are you today"
(Hom nay anh khoe khong?), thi cau tra 101 luc nao ciing kém theo hai chir cam
on -thank you. Phai c6 chit cam on dang sau. Pi chog mua hang, sau khi tra tién,
nguoi ban hang cling "cam on", va minh (nguoi mua hang) cling "cam on" lai.
Bén Mi, ho con lich sy hon nita: cam on, va chic 6ng/ba mot ngay tot dep. Baoi
vy, van con c6 nhitng ¥ kién trai chiéu vé van dé “cho bua”, Vai nén kinh té thi
treong hién nay, thoi dai 4.0, véi su du nhap va phat trién, xuat hién nhiéu hinh
thtrc trao d6i, mua ban mdi, ngudi ta van cho réng van héa irng Xt ¢ cac chg con
rat thiéu van minh, yéu kém, bai nhitng nguoi budn ban ¢ d6 thiéu di cai lich su
t6i thiéu 14 “Cam on”. Va ngudi ta sin sang bo thém mot khoan tién nira dé dén
cac siéu thi, trung tam thuong mai, hay mua hang online dé duoc phuc vu mot
cach tan tinh hon. Vin héa cam on ciing 1a mot trong nhitng chién lugc kinh
doanh ma cac nudc phat trién hay chinh nhitng mé hinh kinh doanh 1én hon da
tan dung no, ap dung vai chién luge trao d6i mua ban. Hay chi so sanh riéng voi
cac trung tam thuong mai, siéu thi I6n, du ngudi mua khong mua hang ho cling
van nhan duoc 10i cam on, bai khi dy ngudi mua s& cam thay minh c6 gia tri va
dugc ton trong. Hon thé nita, Loi cam on ¢ ddy khong chi 1a mot cach tri an
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ngudi hd tro, giup d& minh ma con 13 mot cir chi bay té rang ¢ trén doi moi
ngudi déu phai tiiy thudc nhau ma séng, va 1a mot cach ton trong nhan pham cia
nguoi khac. Van héa cam on can duoc thuc hanh nhiéu hon béi nod thé hién duoc
cach ung xir, dao duc ddi véi ngudi xung quanh, va Viét Nam 1a mot dat nudc
dang trong qua trinh hoi nhap, doi song, dan tri ciia nguoi dan ngay cang duoc
nang cao, ho thich dugc phuc vy that tét va chi trong nhiéu dén cach thuc quan
tam, ton trong khach hang. Viéc hoc cach ung xt lich sy tir cac nudc phuong Tay
1a diéu hoan toan can thiét, nhat 1a déi véi viéc trao doi budn ban nhiéu canh
tranh nhu & cac cho va kinh té thuong mai S& ngay mot phat trién trong twong lai,
g6p phan gitp cho viéc mua bén, trao ddi thuan loi hon, van minh hon.

3.2.  Yéu tb van héa thir hai chung toi mudn nhac dén ¢ day d6 chinh 1a
nhitng 101 noéi tuc tiu, chiri thé cua nguoi Viét trong giao tiép budn ban, chinh vi
nhu vay méi din dén viéc cudc giao tiép khong thé di dén cai dich 1a két thoai
khi ca hai déu dat dugc muc dich ctia minh. Chua yéu nhirng 10i I8 nay xuat hién ¢
nhitng doan két thoai tiéu cyc (dn nhap ludn vao than thoai ) va & 10 cia ngudi
ban hang nén ngudi mua méi bo di, két thuc cudc thoai giira chung. Nguoi Viét
hay chui, bi mat cip: chiri; bi va quét xe: chui; ra duong thiy ngudi khac dn mic
16 lang: chiri; mua hang bi tinh tién sai: chui...[11]Viéc chui thé ciing c6 coi
ngudn vin hoa riéng. Ngudi Viét tir nhitng nam dau caa thé ki XX da dugc danh
gia 1a mé tin di doan [10]. Bén canh do, nguoi Viét Nam ciing bi anh hudng van
hoéa tir cac ton giao, dac biét 1a Phat gido nén ludn tin vao chuyén cé ma quy. Vi
nguoi Viét, viéc chiri thé gidng nhu mot cach dé tran ap ma quy, xua dudi di
nhitng diéu xui xéo. Vi mé tin nén nhitng nguoi mua ban thudng rat chu trong
vao ngdy mong Mot dau thang, hoic lic md hang bai né s& quyét dinh viéc lam
an cua ho trong suét mot thang, mot ngay. Néu trong ngdy mong Mot vira mo
hang ma da c6 khach “co ké bot mot thém hai”, tham chi mua hang roi thay doi
quyét dinh, doi doi tra thi chac chan ngudi ban sé rat kho chiu, s bi “sai” nén da
n6i ra nhitng cdu mang tinh chat churi thé, tuc tiu dé xua dudi. Nhung tuy nhién,
nguyén do khong chi c¢6 vay, viéc chui thé giup giai téa nhirng bic xuc trong cac
mbi quan hé xa hoi nén ngudi Viét da lua chon cach nay. Chung ta c6 thé thira
nhan ngudi Viét chii tuc ¢ bat cir dau, dic biét 1 & méi trudong cac chg, nhung
tinh dén thoi diém hién nay thi khong phai 1a tat ca béi nhiéu ngudi da nhan thic
dugc vai Vé, dia vi, vi tri cia minh trong x hoi va hoc hoi duoc nhing chién
lvgc mua ban van minh tir cac phuong tién hién dai cua thoi dai 4.0. Viéc chui
tuc, chui thé chu yéu ¢ nhitng phu nit ¢6 thoéi danh da, chua ngoa, ké cho, mé tin
khi khong ban dugc hang lic mé hang nén da noi ra nhiing 1oi 1& thiéu van héa
v6i khach:
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Dan chung:

Pia diém: Chg Béng Xudn — Hodn Kiém — Ha Néi.

Chu dé: Mua ban quan do tré em.

Thot gian: 18-01-2019.

Nhén vat: Spl: Nguwoi mua hang, nit, khoang 30 tudi.

Sp2: Ngwoi ban hang, nit, khodang 50 tudi.

Pic diém: Spl: ¢é con gdi nhé di ciing, néi ndng nhe nhang, 1é dg.

Sp2: Gia dan, giong noi lon, danh da.

Mg thogi

(1)Spl: Co bo ngu mdc nha cho bé gai khong chi oi?

(2)Sp2: Co, vao ddy chon di.

(3)Spl: Hang trén a chi?

(4)Sp2: Dady cd dwdi nira em.

Thdn thoai

(5)Spl: BG hoa tim kia bao nhiéu chi? Néi ding gic cho em ddy nhé.

(6)Sp2: 120000 nké, chdt cotton xin.

(7)Spl: Gan bang dé nguwoi \én luén réi, 100000 nhé.

(8)Sp2: Vira md hang dd mac cd, \dy thi ldy khéng lay thi théi, day bén
dung gia.

(9)Sp1: 100000 ma con khong ban cho em a?

(10)Sp2: Théi khéng mua thi dimg dam do, sdang ra da ham.

Spl: (bo di)

O luot 10i (10), Sp2 vi khé chiu da c6 nhiing loi 18 thiéu van héa, xtc
pham dén thé dién duong tinh cta Spl nén Spl di bé di. Hon nita trong sudt qua
trinh, Sp2 ciing khong niém nd vai Spl do dic diém vé tinh cach, tam li. Cudc
thoai khong co phan két, ca Spl va Sp2 déu khong dat duoc muc dich mua ban
cia minh. Yéu té vin hoa nay da chi phéi cudc thoai khién cuoc thoai khong co
doan két.
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PHAN 3 KET LUAN

Trén co so 1i thuyét vé hoi thoai, quy tac hoi thoai va hanh dong ngon ngi,
thong qua khao sat, phén tich tu lidu thyc té, khoa luan “Cau triic doan mé thoai
va két thoai mua ban (Khao sat ngir liéu tai mot s6 cho noi thanh Ha Noi)”,
chung t6i di dén nhirng két luan sau:

1. Cudc thoai mua ban day du 14 cudc thoai co ciu traic gdm 3 doan: Mo
thoai, than thoai, két thoai.

Cudc thoai trao d6i mua ban dwoc tim hiéu tir diu dén dich chinh véi
muc dich 1a mua-ban mot loai mat hang nao d6 va co di dén cudi cung hay khong
1a phu thudc vao chirc ning cta timg doan thoai, mdi doan thoai cé cau tao riéng,
chtc ning riéng va giir vai trd phét trién cudc thoai, dac biét & day 1a doan mo
thoai va két thoai, chung c6 mdi quan hé mat thiét véi than thoai, chi phdi 13n
nhau. Cu thé 13, mo thoai quyét dinh c6 than thoai hay khong va than thoai quyét
dinh c6 két thoai hay khong.

2. Poan ma thoai c6 cau trac 1a mot cap thoai véi su kién 161 néi c¢6 chuc
ning dan nhap mé ra toan bo cudc thoai. Trong cac cap thoai nay 1a cac lugt 10i
cua ca hai bén, chira nhitng tham thoai 13 cac hanh vi din nhap chi yéu tir nguoi
ban nhu: moi chao, goi ¥, khen ngoi,...Phd bién va chu yéu nhat vat 1a hanh vi
chao moi, day 1a mot nét dic trung cia cac cho tir xua dén nay. Di voi nguoi
mua, vi ho ¢ Vi tri duoc phuc vu nén chii yéu hanh vi din nhap ho sir dung ¢
doan m¢ thoai thuong 1a: Hoi, yéu cau, dé nghi...Nguoc lai, di voi ngudi ban
ho ciing luén mong mudn dé cao vj tri ciia khach hang. Sir dung hanh vi ngén
ngir nao dé dan nhap tuy thudc vao vi tri ciia doan thoai. Ngudi mua ¢6 xu hudéng
sir dung hanh vi tham do, nghi van vé chat lugng mat hang thi ngudi mua lai luén
dé cao, khen ngoi vé chat luong ctia mat hang. Tuy nhién, cac cdp trao dap phai
duoc dién ra tuan ty, ca nguoi mua va ngudi ban déu tich cuc chuan bj cho cudc
mua ban dé tién dén doan than thoai 1a trao doi, thuong luong vé gia ca (“mac
ca”’) cua mat hang.

3. boan két thoai co ciu trac 1a mot cap thoai chinh, 1a budc cudi cung
cua cudc thoai mua ban khi ca hai thoai nhan da cing thoa man vé gia ca, chat
luong cua mat hang dé tién dén budc trao doi vé tién mat. Poan két thoai s& c6
nhitng dau hiéu chuyén tiép nhat dinh ¢ phan than thoai dé xem xem cudc thoai
nay co di dén cai két khong. Vé cau trac cua cap thoai ciing bao gdm cac luot loi
va tham thoai, V6i cac hanh vi ctia ngudi mua va ngudi ban nhu trao doi hang
hoa va tién mat. Boi v6i nguoi ban, vai tro ctia ho du 1a doan mé thoai hay két
thoai déu Ién nhu nhau béi day 1a hoat dong mang lai lgi ich vé mat gia tri vat
chat nén & doan két doi khi can khéo 1éo hon ca doan m¢ thoai, ho phai kém
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thém 101 cam on, htra hen s& giam gia, hen khach 1an sau d¢én mua tiép, hay don
gian 12 néi thém nhiing cau chuyén khac dé lam quen dan véi khach. ..

4. Trong luan vin ndy, vi diéu Kién c6 han nén chung t6i méi chi budc dau
li giai yéu té vin hoa chi phdi doan mé thoai va két thoai. Tiép can khia canh
nay, chiing t6i nhin nhan tir ¢4 hai phia nguoi mua va nguoi ban. Do diéu kién
phat trién cta xa hoi nén ca nguoi mua va ngudi ban & doan ma thoai, két thoai
déu tao diéu kién dé cuoc thoai dat duoc dén cubi cing. Tuy nhién, trong cudc
thoai trao d6i mua ban thi vai tro, vi tri, cach Gng Xir ctia nguoi ban ¢ timg doan
thoai bao gio ciing 14 yéu té quyét dinh 16n dé ngudi mua co quyét dinh mua
hang hay khong.

Nho yéu t6 van hoa, thoi quen wa tim hiéu quan sat, cach xung ho, sir
dung 151 chao moi phu hop, ma ngay tir dau khi mé ra cudc thoai di cé nhirng
diém sang tich cuc dé ngudi ban thu hut ngudi mua véi minh. Qua cach xung hd
ta cling thdy ca ngudi mua-ngudi ban déu noéi ning, xung hd day du cha ngit vi
ngtr, xac dinh duogc tudi tac, vai vé ciia minh trong cudc tro chuyén ma 161 noi
chuan muc, ro rang, khong kénh kiéu, hach dich.

Con voi doan két thoai, yéu t6 van hoa chi phdi doan nay 1a rat it, bai né
thuong nam & nhitng théi quen lich sy trong giao tiép nhu noéi 1oi cam on, tam
biét, hen gap ma bat ¢t ai ciing phai biét du 1a & d6 tudi nao. Vin hoa cam on 1a
mot van dé khong mdi nhung van ludn 13 van dé dugc nhac dén nhiéu, nhat 1a
trong giao tiép cua nguoi Viét tir xwa dén nay. C6 nguoi cho rang, viéc quén
khong néi 161 cam on d6 1a hé qua tat yéu cua 16i song thuc dung; v kién khac thi
bao, nguyén nhan cua tinh trang nay 1a do su long 1éo cua chuan myc Gng xir; lai
¢6 quan diém: 16i song cong nghiép 1am con nguoi thay do6i, hay do ban tinh cb
hitu cia mot ngudi cu thé nao d6 von khong quen véi hai tir cam on. Nhung du 1a
1i do nao thi day 12 mot han ché ma chung toi da rat ra dugc tir khao sat tu liéu cac
cudc thoai va mong rang s& c6 nhitng giai phap, cach thuc hién vin hoa nay mot
cach pho bién, 1au dai dé tat ca nhitng cudc giao tiép trao doi, mua ban dat duoc
hi¢u qua cao hon.

Nhiing két qua nghién ciru trén day ching toi chi coi 1a tién dé dé mo ra
nhitng huéng nghién ctu méi cho dé tai sau nay dic biét 1a van dé van hoa chi
phdi doan két thoai.
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