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LOI KHEN TANG DANH CHO

EQ - TRi THONG MINH XUC CAM
TRONG CONG VIEC

“EQ - Tri thong minh xiic cdm trong cong viéc la
cudn sach duwgc nghién ciu ky ludng voi nhiéu
ciu chuyén hdp dan rat dang @€ doc. N6 la tai san
v6 gid cho nhitng cong ty dang tim kiém sy thdu
hi€u vé kha ning lanh dao va quan ly, déng thoi
gitp cai thién toan bd vin héa doanh nghiép.”

MARSHALL GOLDSMITH, nha tw duy lanh dao néi
tiéng va tdc gia clia hai cudn sach ban chay nhét,

Triggers (tamt dichy Céng tic cudc song)y va What

Got You Here Won't Get You There (tam dich: Thanh
cong hdm nay chua chic thanh dat ngay mai)

“Tri tué xtic cam thit sw 1a gi? Justin Bariso da

hoan toan giai dap dugo.cau hgi nay trong EQ -



EQ- TRi THONG MINH XUC CAM TRONG CONG VIEC

Tri thong minh xiic cam trong cong viéc. VOi cai nhin
modi mé, tac gid cho ching ta thdy mét khia canh
khéc ctia Tri tué xdc cam ciing nhiw huéng dan cho
ddc gia cach ty phat trién né tirmg budc mot. Day
1a quyén sach nhét dinh phai doc.”

REBECCA JARVIS, nit nha bdo doat giai Emmy va
ngudi din churong trinh No Limits with Rebecca Jarvis

“Nhd sy cdn bang hoan hao gifta viéc
nghién cttu chuyén sau, giai thich don gian va
161 k& chuyén hdp dan, EQ - Tri thong minh xiic
cam trong cong viéc la mot cudn sach mai, déng
doc vé dé tai phat trién Tri tué xdc cam. Dt ban
la CEO, quan ly cap trung, nhan vién mdi hay
b&t ky vi tri nao khdéc, ban ciing sé hoc duwoc rat

nhiéu diéu tit quyén sach nay.”

J.T. 0’ DONNELL, nha sang lap va CEO caa Work
It Daily

“EQ - Tri thong minh xiic cam trong céng viéc
la cudn sach gdy chit y vdi rdt nhiéu théng tin

uyén bac va thuc te. Duday fa\ 6idn sach dau
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JUSTIN BARISO

tién hay cudn sach thit ndm ban doc vé Tri tué
xtic cam, ban ciing sé khai pha duogc nhitng
nhin thitc mdi mé, thoi thic hanh dong ma ban

c6 thé 4p dung tit hom nay.”

KEVIN KRUSE, nha sang 1ap va CEO ctia LeadX va
tac gia cudn sach Employee Engagement 2.0 (tam
dich: Dan than cta nhan vién 2.0)

“EQ - Tri thong minh xiic cim trong cong viéc la
‘kim chi nam’ cta tri théng minh cam xc, la cam
nang huéng dan day hitu ich va kich thich ti duy
dé ban tré thanh mot nha lanh dao gici hon, mot
con nguoi tot hon.”

JEFF HADEN, tic gia cudn sach The Motivation
Myth (tam dich: Nhitng nhim teong vé dong lwrc)

“Quan dim gy cht y ctta Justin Bariso vé Tri

tuéd xtic cam sé khién ban phai suy nghi lai hoan
toan vé cach ban than dua ra quyét dinh. Trong
sudt sy nghiép, toi 1a mot phy nit da lam viéc
trong nganh cong nghiép ¢ lwong nam gisi ap
dao. Pic biét trong linh virc cong nghé, phu nit

thueon g/bi fang Héfg 14 qrdaiiay cam’. EQ - Tri
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EQ- TRI THONG MINH XUC CAM TRONG CONG VIEC

thong minh xiic cim trong cong vigc nhédn manh rang
chia khéa d& thanh cong khong phai la gat bd cam
xtc trong moi trieong hgp. Ma thay vi thé, ta can
xtt ly nhitng cam xtic d6 sao cho ta c6 thé tw hao
vé ban than minh, nhd vay tao nén nhitng két qua
tuyét voi.”
MANDY ANTONIACCI, doanh nhén, dién gia TED
va nha dau tw “thién than”!

“Hau hét nhitng cudn sach vé tri thong minh
cam xtc déu dugc viét ma khong ¢é du tri théng
minh cam xtc. Tuy nhién, trong EQ - Tri thong
minh xilc cdm trong cong vigc, Justin Bariso da ditng
lai @& tim hiéu vé cach ban hoc hoi, cam nhan va
mong mudn duwoc tro chuyén. Thdm chi ban sé&
bi€t thém nhiéu hon nhitng gi ban nghi minh da
hoc dwoc.”

CHRIS MATYSZCZYK, chu tich cua Howard

Raucous LLC, nguoi viét bai cho muc Technically
Incorrect cha CNET va Absurdly Driven ciia Inc.

! La ca nhan gidll ¢8 Clifig ¢Ap Von cho mot doanh nghiép khoi
nghiép, thuwong dé d6ildy ng chiuycn @éi hode von chi so hitu.
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JUSTIN BARISO

“Tdi d3 thu dwoc rat nhidu bai hoc thuyec té€ ti
EQ - Tri théng minh xiic cdm trong cong viéc, nhuw
tiép thu duwoc nhiéu hon tir cac 16i gop y, hoc cach
trd nén thuyét phuc hon mot cach tich cic, hoc
cach kifm soat cam xtc t&t hon va t6i chic chidn
rang ban ciing s& cam thdy nhu vay. D6 1a cach
tiép can Tri tué xtic cam thiec &€ ma ching ta déu

mong cho.”

JEREMY GOLDMAN, nha sing lap Firebrand
Group, tac gia cudn sach Going Social (tam dich:
St dung mang xa hoi) va Getting To Like (tam
dich: D& dugc yéu thich)

“Trong EQ - Tri thong minh xiic cam trong cong
viéc, Justin Bariso cho thdy quan diém tha vi rang
tai sao Tri tué xtic cam ngay nay lai quan trong hon

| bao gio hét. Nhitng quan diém ctia anh &y vé cach
_ 1mg xir sé gitp ban hiéu dugc nguoi khac - ciing

nhw ban than minh.”

SALLY HOGSHEAD, tac gia ban chay cua New York
Times v6i cdc tdc phdm Fascinate (tam dich: Meé
ho#c) va How The World Sees You (tam dich: Cach
thegioinhin whan ban)
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“Hiéu duogc vai trd cia cam xuc trong cong
viéc va kiém soat chiang mét cach khon khéo
chinh 13 chia khda dan téi sy thanh cong ctia
doanh nghiép. Cuén sach tuyét voi nay da giai
thich cdn nguyén ctia viéc d6 va trinh bay chinh
xac cach thye hién.”

ALEXANDER KJERULF, Giam dc Quéan ly Hanh phtic
(Chief Happiness Officer) ctia céng ty Woohoo



LOI GIOI THIEU

%ém 1995, nha tdm ly hoc va phong vién
khoa hoc Daniel Goleman da xudt ban
cudn sach gidi thidu cho moi ngwdi nhitng khai
niém so khai vé Tri tué xdc cam. Y twdng cua sach
dé cap dén kha ning thdu hiéu va diéu chinh cam
xtc sé tao ra nhiéu co hoi thanh cong cho chung
ta. Khai niém nay nhanh chéng tré nén phd bién
va gy anh hudng 16n dén cach moi nguoi tue duy

vé cam xtic va hanh vi tng xtt.

Hon 20 nadm k€ tit khi Goleman phat hanh
cudn sach, thé gidi da thay doi dang k& vanhu cau
veé Tri tué xuic cam dang ngay mot tang.

Hoat dong ctia cdc dang phai chinh tri 1a mot

vi du diénhinhikhi céc ¢ng ¢, vién sir dung nhitng
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EQ- TRI THONG MINH XUC CAM TRONG CONG VIEC

cam xuc gidn di va so hai d€ lam “vii khi thuyét
phuc hang loat”. Nhitng nguoi quan tam chinh sy
sé nhanh chéng danh gia “nguwoi khac” la nhitng
- ké ngBc hét thude chita qua nhitng cude tranh lusn
s6i n6i va lap luan cong kich ca nhéan. Tat ca déu
nh&m muyc dich trao ddi binh ddng va khach quan
nhung that sy la khong thé.

Chién tranh, toan cau hoéa va d6 thi héa ngay
cang kéo moi nguoi tir cac qudc gia, chung tdc,
van hda khac biét tién lai gan nhau. Nguoi giau
va ké ngheo tro thanh hang xém cta nhau trong
cac thanh ph8 dong dan. O mét s8 nuwde, ngudi
ta xdy dyng cac 'trai ti nan xung quanh khu dan
cw kién ¢8. Nhung st xa la khién ndi so sinh s6i
va nhitng khéc biét s& khién moi nguoi hoai nghi
va lo lang.

Internet cho ching ta luegng théng tin khong
16 chi sau m3i cti nhdp chudt. Nhung khi tin tic
truyén di véi t6c d) anh sang thi rat khé dé€ chon
loc sy thét trong nhitng ditu hw ciu. Két qua la
thoi dai sau-su-that bt dau, d6 1a Iac nhiing cam
xuc va niém tin cad nhan con c6 anh huwdng hon cac

sit that khach quati.
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JUSTIN BARISO

Sw phat trién cta dién thoai thong minh va
thiét bi di dong da thay thé nhitng khoanh khéc ty
quan sat va te soi chiéu ban than bang loat hanh
dong doc va tra 1oi cac tin nhin, tim kiém tin titc
trén mang xa hoi hodc don gian la tra cttu Internet
- tdt ca nhitng hanh déng nay déu duoc thic diy
bdi cam xiic lo ling, chan nan va sg bo 16 diéu gi
d6. Thé nén bat cit khi nao thuc sy ti€p xic voi
nguoi khac, ching ta déu ¢é xu hudéng chia sé
cam xdc qua mtec va thiy hoi tiéc ngay lap téc vi
nhitng suy nghi, 16i ndi gay ton thwong.

Swe1é thudc Pavlov! triede cac thiét bi cong nghé
sé dan phd hay kha ning tw cht cam xtic va ty
suy nghi cita ban than. Nhitng trang web ching ta
thieong st dung dong vai tro rat quan trong trong
viéc tao nén cam xdc. Nhitng cau chuyén, tin ti,
video chiing ta doc hay xem déu tac dong dén tam
trang va suy nghi, dan dan hinh thanh nén nhiing
quan diém vaw thirc cd nhin ma thim chi ching

ta khong nhan thdy duoc.

' Pugc goi 1a “phan xa c6 diéu kién” do Ivan Pavlov chirng minh
vio thap nién 1890. Ong nghién citu chirc ning da day cia loai
ché bang cich quan sat su tiét dich vi khi phat hién tin hiéu cé
thitc dngsau-dé-tinh-toan-va-phén-tich-dich-vi-eiing nhu phan xa
cua ching duGicag diéu kifn khac vhaw:

17



EQ - TRI THONG MINH XUC CAM TRONG CONG VIEC

Chiing ta biét rang thé gidi ngay cang phat
trién thi chiing ta ciing can phai hi€u vé Tri tué
xuc cam.

Khi thuat ngit nay lan dau dugc dé xuit,
nhidu nguoi cho rang Tri tué xtic cAm vén mang
tinh dao dtc. Phe thuan y lién c§ tung h6 né
nhu mot cach giai quyét triét d€ cac van dé khac
nhau, tr viéc hoc sinh bi bat nat & truong dén
tinh trang nhan vién lam viéc khéng tét. RO rang,
nguoi ta c6 thé st dung Tri tué xtc cam gidng
nhuw tri tué truyén thdng cho ca hai muc dich dao
dtec va phi dao dirc. Chang han, cac nha nghién
ctru da chirng minh rang mot s8 ngudi cd muke Tri
tué xtic cdm cao thureong loi dung cac ky ning cta
minh nhdm gy anh huédng xdu hoic mudén thao
tung ngwoi khac.

Nhung viéc ti xay dung Tri tué xiic cam cé
thé gitip ban xac dinh va d6i phé véi nhitng méi
nguy. Bang viéc trau déi kién thic vé cam xtic va
cach chiing hoat déng, ban c6 thé hiéu rd ban than
ciing nhw nhitng ly do dang sau mdi quyét dinh
cia minh. Diéu nay sé gitp ban ¢ k& hoach tong
thé d€ chu dong diéu chinh cdc phan tng cam xtc,
tranh néi va lam-nhtng viéce, sau, nay khién ban

18



JUSTIN BARISO

than héi tiéc cling nhuw thic ddy ban hanh dong
khi can thiét. Cudi ciing, ban sé& hoc dwoc cach st
dyng cam xtc d€ giap dd nguoi khiéc, tao ra cac

A A 7 ~ A g R v s
moi quan hé y nghia va sau sac hon trong moi giai

doan cudc doi.

D6 méila mot vai ly do vi sao ngay nay ching

ta can Tri tué xtc cam hon bao gio hét.

D€ di sau vao chi dé nay, ching ta sé cing tim

hiéu nhitng cdu hoi dudi day:

e Lam thé nao d€bién ngudn cam xtic tiéu cure
tro nén hitu ich?

e Lam thé nao d€ dit cau hoi chinh xac va mo
rdng von tir cam xdc gitp ban thau hiéu ban
than t6t hon?

e Tai sao phat trién kha nang tw kiém soat
lai kho dén vay? Lam thé nao d€ cai thién

diéu nay?

¢ Lam th& nao d€ hiéu duoc cach nio bo hoat
dong nham gitp ban xay dung théi quen
cam xuc? '

e Ban dén nhan y kién tich cuwc va tiéu cyc
nhwth@nao?

19



EQ - TRi THONG MINH XUC CAM TRONG CONG VIEC

e Lam thé nao d€ gép y ¢ ich cho nguoi khac?
¢ St d6ng cam sé mang lai loi ich gi va né
ciing ¢ thé khién ban ton thueong ra sao?

Lam thé nao dé tao strc thuyét phuc va tac

dong tich ciee dén nguoi khac?

Tri tué xﬁc cam giup ban xay dung va duy

tri nhitng m6i quan hé y nghia va sdu sac
nhw thé nao?

Lam thé nao d€ bao vé minh khdi nhiing
ngudi 1gi dung cac nguyén tic thuyét phuc
va anh hueong dé€ gay ton hai va thao ting
ban cting nhu nguoi khac?

Toi sé két hop phuong phdp nghién ctu
chuyén sdu va chia sé nhitng cau chuyén thuec t&
dé dua ra cau tra 10i thiét thuc. Téi cling s€ chia
sé kinh nghiém ca nhan, ly giai Tri tué xtic cam da
day tdi cach lanh dao va hoc hoi ra sao. Chinh kha

ning thau hiéu va cham tdi moi nguoi vé mat xtc
cam da gitp toi theo dubi vg minh va tré thanh
nguoi chéng, éng bd tuyét voi hon bao gio hét.
Tuy nhién, t6i cling sé néu rd cac rui ro phai déi
mit trong sudt qua trinh d6 va giai thich vi sao
can rén luyén dé néing cao vaying dungehi s6 Tri

20



JUSTIN BARISO

tué xic cdm EQ - manh ghép ctia tro xép hinh.
N6 sé gitip ban trd thanh phién ban t6t nhat cua
chinh ban.

Muyc tiéu sau cung rat don gian: Téi mudn
ban hoc dugc cdch khién cam xtic tro gitup thay vi
chéng lai ban.

2%



B THU VIEN
B9 HUBT

TAI LU PHUC VU THAM KHAO NO18O




TULY THUYET DEN THUC HANH
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T ik T e cam trong i thic

“Cam xtc con ngudi bién chuyé&n nhanh han nhiéu so véi
tri théng minh cda ho.”

OSCAR WILDE




EQ - TRI THONG MINH XUC CAM TRONG CONG VIEC

Nam 1997, Steve Jobs quay trd lai Apple, cong
ty 6ng dong sang lap va tiép tuc tao ra mot trong
nhitng bién chuyén dang k& nhat trong lich st
cong nghé. Ong dua Apple ra khoi bo viee pha san,
giup né tro thanh cong ty sdng gi4 nhat hanh tinh.

Sy thanh c6ng nay cang &n twong hon khi
ching ta biét ring 12 nim triede Jobs bi ddy ra khoi

*+ cOng ty ma minh tlrng 1a mét thanh vién sang 1ap.

Ong néi tiéng nho sw tai gioi va nang lwc
truyén cam hing nhung ciing 14 tuyp nguoi kiéu
ngao, bdc déng va néng nay. Tinh canh trd nén
kho khin hon gitta 6ng va ban gidm d6c clia Apple
khi ho dén nhiéu nhiém vu cho éng va khién ong
gan nhu kiét stic. Jobs cam thdy bi phan bdi nén
da roi khoi céng ty va bt dau dy an cong ty khoi
nghiép NeXT.

bang chu y 1a nhiéu nhén vién cip cao clia
Apple da theo 6ng sang cong ty méi. Thoi diém
nay, Jobs - ty phti 31 tudi cdm thdy ty méan va
Iudén dwoc ﬂéuéi khéc dong vién réng éng da lam
dting. Ong rdt nghiém khic, thich doi hoi va doi
héi nhiéu hon nita. Véy tai sao nhitng nhan vién
uu td nhat lai ri bo chiéc ghé vitng chic cita minh
dé chdp nhén dorig hanh cimgéng?

2%



JUSTIN BARISO

Andy Cunningham'® sé cho ching ta 10i goi
y. Chinh ¢6 da gitp khoi dong Marcintosh® khi
con lam viéc & bd phan Quan hé cong chung cua
Apple va van tiép tuc cong tic voi Jobs tai NeXT
va Pixar. T6i néi chuyén voi Cunningham va hiéu
rang cd tran trong thoi gian 1am viéc vdi ngudi sép
danh tiéng ctia minh.

“Nédm ndm t6i lam viéc khong ngiing vdi Steve
qua 1a mot diéu phi thueong”, ¢6 chia sé. “Nhiing
gl nguoi ngoai nhin thdy - qua nhitng bai phong
van va phat biéu truyén cam hitng — cling chinh
14 ban chét ctia anh &y. Dit anh &y 6 nghiém khic
thi t6i vAn cam thay vinh hanh khi dwoc lam viée
cung anh. Nhitng didu tuyét voi trong cudc séng
ludn cén sy hy sinh va su danh déi sé khién moi
tht tro nén dang gia.

Steve da khién t6i trai qua nhiéu cung bac
cam xtc tir kinh ngac, gidn d& dén hai Iong. Anh

dy dua toi dén nhitng noi ma toi chira ting nght
minh sé dat chan téi.”

! Nit doanh nhin nguoi My, chuyén gia tiép thi va truyén thong
chién luoc.

2 Dong.san.phim.may.tinh.ci.nhan dugc thiét ké, phat trién va
dua rathi tnrong bdi Apple:

25



EQ - TR THONG MINH XUC CAM TRONG CONG VIEC

Néu ban ting thdy Jobs gi6i thiéu mot san
phém gy tiéng vang thi ban di duwgc ching kién
kha ning ctia 6ng théng qua hanh dong thuec t&.
Jobs bi€t cach 13y cam tinh ctia khach hang. Ho
mudn céc san phdm ctia Apple bdi vi chiing khién
ho ¢6 cam xtic.

Tuy nhién, cdc nha phé binh cho rang Jobs di
dat dugc thanh cong bat chdp kha ning kism soat
cam xdc yéu kém cua 6ng.

Vay liéu Steve Jobs c6 Tri tué xtic cam hay khéng?

Trude khi tra 10i cau hoi ndy, ching ta can
hiéu khai niém c6t 16i ctia Tri tué xtic cam.

DINH NGHIA TRI TUE XUC CAM

Trudce khi Daniel Goleman xuAt ban cuén sach
Emotional Intelligence (tam dich: Tri tué xic cam)
vao ndm 1995, ciing da c6 mot s8 it nguodi ting
nghe dén thuét ngit nay. Trong gidi hoc thuat, né
van 1a khai niém moi - hai nha tim ly hoc John
D. Mayer va Peter Salovey dua ra gia thuyét ring
tuong tw voi viéc con nguwdi sé hitu nhidu loai
ndng lyec tri tué, ho cling c6 cac k(}"r ndng cam xuc
da dang anh hweéng. dén.suy.nghi-va-hanh dong
ctia minh.

26



JUSTIN BARISO

Nhung tat ca moi thit déu thay ddi khi tap chi
TIME nhan manh khéi niém nay trén trang bia vao
ngay 2 thing 10 ndm 1995 bing tiéu dé in ddm va
ndi bat: “EQ ctia ban 1a gi?”

Emotional Intelligence lot vao danh sach nhitng
cudn sach ban chay nhit cia New York Times sut
mot ndm rudi va dugce dich sang 40 ngén ngi.
Harvard Business Review mo ta khai niém nay nhu
“cudc cach mang” va “pha vo khuodn mau”. Su
phat trién dot ngdt da khién nhiéu ngudi phai suy
xét lai qﬁan diém ctia minh vé hanh vi tri tué va
cam xtic. Tuy nhién, dut vao thoi di€ém dé thuat
ngtt “Tri tué xtic cAm” van con kha méi, y tuong
vé noé da duoc hinh thanh tie [au.

Sudt nhiéu thé ky, cac nha 1anh dao va triét
gia da khuyén nhiing nguoi ung hd minh nén
dé y téi cach cam xtc tac dong dén hanh vi. Vao
dau nhitng ndm 1980, nha tam Iy hoc ling danh

Howard Gardner da dua ra Iy thuyét rang i tué
khéng chi bao gébm moét kha nang chung chung
duy nhat, ma con nguoi so hitu nhiéu loai “tri
tud”, nguoi nay c6 thé vuot trdi hon nguedi khac ve
mitnao d6. Cac tri tué nay bao gom kha ning thau
hifu cam-xe elia chinh;minhsvai tro cta ching

27



EQ - TRI THONG MINH XUC CAM TRONG CONG VIEC

trong cach tmg xtt (tri tué ndi tAm) ciing nhw kha
nang thong hiéu hanh vi cam xtic ctia ngudi khac
(tri tug tuong tac).

Tuy vay, Goleman, Mayer, Salovey v nhfrhg
nguoi khac lai gitip chiing ta thdu hiéu hon vé cam
xtc. Khi linh viee nghién cteu Tri tué xtc cam phat
trién, cac nha khoa hoc bit dau tim tdi va nghién
ctru sdu hon d€ mang nhiing hi€u biét méi mé dén
v6i thé gidi.

Vay chung ta nén dinh nghia Tri tué xtic cam
nhu thé nao? Trong bai béo gdc clia minh, Mayer

-va Salovey md ta nhuw sau: '

Tri tué xtic cAm la kha ning kiém soat cam
giac va cam xtic ctia ban thén cling nhw nguoi
khac, phan biét duogc cac loai cam xtic va st
dung chimg d€ diéu chinh suy nghi va hanh
dong cia minh.

Theo dinh nghia, Tri tué xtic cdm thit sy nhan
manh dén viéc ap dung vao thuc tién. N6 khéng
don thuén 13 kién thic vé& cdm xtic va cach ching
hoat dong ma 1a kha ning van dung ngudn théng
tin d€ diéu chinh hanh vi va cdc mé&i quan hé c4
nhén nhim datkétquamongmid)
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N6i don gian: Tri tué xdc cam la kha ning
khién cam xtic trg gitp thay vi chdng lai ban.

Trong thuc t& cudc song thi diéu dé cb nghia
la gi?

Gia st trong cudc tro chuyén, ban khong thay
hai long nhung phai gitt thai 6 hoa nha, r6i dot
nhién ban bit diu tranh luan hét stec cing thing.
Ngay khi nhén ra tinh canh tré nén x&u di, ban
lién 8 géng kifm soat cam xtc cta minh. Thim
chi ban ty ngan ban than dimg ndi va lam nhiing
diéu c6 thé gay tiéc nudi sau nay.

Hojc néu ban thdy doi phuong néi nang va
hanh xt ky la, dit ho dang biéu hién cam xtc thai
qué thi ban vAn giit binh tinh. Sau d6 ban c6 ging
giai quyét tinh hinh bang cach ti tir chuyén sang
cht dé khac. Néu thiy phai tiép tuc cude trao dodi,
ban sé ch¢ d6i phwong 6n dinh lai trang thai, trong

khi d6 ban van suy nghi can thin cach tiép cin van

dé 6n thoa nhat.

Trong tdm ctia nhitng vi du nay khong phai
la khuyén ban nén lang tranh moi xung dot hay
tranh luin gay gat, ma ban can hoc cach xac dinh

khi nao chéngxay ra.dé khong-yo tinh cham tran
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ciing nhw giai quyét ching theo hudng tidu cuc.
Tri tué xtac cam ciing lién quan dén viéc thiu
hi€u nhitng suy nghi va cam xtc ti géc nhin cia
nguoi khac, nho vdy trude khi ban néu 1én quan
di€m ctia minh, ban ciing sé khong bi d6i phuirong
phan bac.

Nhung chting ta chi méi cham dén bé néi
~ ma thoi.

Tritueé xtc cam la kha ndng
khien cam xdc tro gitp thay vi
chang lai ban.
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BON KHA NANG CUA TRi TUE XUC CAM

D& hiéu duoc y nghia toan dién ctia Tri tué xtc
cam, t0i sé chia chung ra thanh bdn loai kha ning

tong quat.

Twnhan thitc la kha ndng phéan biét, thiu hiéu
dwoc cdm xtic va tac dong cia chiing dén ban than.
Diéu nay nghia 12 ban nhan ra dwoc cach cam xtic
tac dong dén suy nghi va hanh déng (va nguoc
lai), cing nhw cam xtic da hd trg hay can tré ban

tién dén muc tiéu nhw thé nao.

Ty nhan thitc bao gom kha ning nhan biét
duoc cac khuynh hwdng cam xtc, diém manh va
diém yé&u ban than.

Tw ki€m soat 1a kha nidng quan 1y cam xtc
giup ban hoan thanh c6ng viéc, ti€p cidn muc
tiéu va mang lai loi ich. N6 bao goébm ca kha

ndng ty lam chu nhitng phan Ging cdm xtc cta

ban than.

Boi vi cam xtc lién quan dén nhitng cam
nhéan tt nhién rdt ban ning va bi tdc dong bai
cdc chat héa hoc doc ddo trong nio bo, nén ban

khéng thedue nao cung kiém. soat duoc ching.
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Nhung ban ¢é thé kiém soat dugc hanh vi (hodc
kiém ché& hanh dong) dwa theo cam xtc. Do d6,
viéc ty kiém soat cam xuc s€ giup ban han ché
néi va lam nhitng diéu khién ban phai héi tiéc,
ddc biét la trong nhitng truwong hop bi cam xuc
chi phéi.

Cang vé sau, kha néng t kiém soat tham chi
sé€ con gitup ban cht dong xac dinh khuynh hudng
cam xuc cia minh. |

Nhain thitc xa hoi 1a kha nang tiép nhén chinh
xac nhitng cAm xtc ctia nguoi khac va nhan ra
cach chiing tac dong dén hanh ddng.

Kha ning nhan thitc xa hoi phat trién dua trén
st dong cam, cho phép ban nhin nhin moi viéc t
quan di€ém ctia nguoi khac. S déng cam sé gitp
ban hiéu rd nhu cdu, wéc mudn cua nguoi d6; nho
vay tao diéu kién d€ ban dap tng tt hon, ning
cao gia tri twong tac. Kha nang nhan thtec xa héi
ciing cho ban cai nhin tong quat vé nguoi khac va
gitp ban hiéu dwgc vai tro cta cam xac trong cac

Al A
moi quan hé.

Quin ly méi quan hé 1 kha ning tin dung t&i

da cac mdi quanhé cta banvdi Mol HEHoL.
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N6 bao gom kha ning tao anh hudng thong
qua giao ti#p va hanh déng. Thay vi c§ ging ép
budcnguedi khaclam gi d6, ban co thé thau hiéu va
thuyét phuc ho t¢ nguyén hanh dong.

Kha ning quan ly méi quan hé ciing lién quan
dén viéc dem lai gid tri cam xtc cho nguoi khac.
Dién dan, diéu nay sé gitip méi quan hé giita ban
va d6i phreong thém dang tin cay va gan két hon.

Mbi loai kha nang déu c6 lién hé v6i nhau va
luén b6 sung cho nhau, nhung khong phai lac

nao ching cling phu thudc 14n nhau. Ban cé thé
thé& hién rat tdt trong khia canh nay nhung lai rat
té trong khia canh khac. Chéng han, ban c6 thé
rit gioi thau hi€u cam xdc ctia minh nhung lai
gdp phai kho khin trong viéc kiém soat chung.

Chia khéa @€ ting cuong Tri tué xtc cam la dau
tién ban phai x4c dinh dugc cic dic diém va xu
hwéng ca nhan roi sau d6 c6 chién luoc dé phat
] 5i da difm manh vA han ché t5i thisu dié

yéu ctia minh.

Hay thao luén qua dic tinh ctia kha nang nhan
thitc xa hoi. Kha ning dy doan va thdu hi€u cam
xtic cia ngreoi khac sé gitp ban tranh khoi sw phan
khéang khénig-ean thigt, khién ban tro nén dé mén
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va 161 cudn hon trong mét ngueoi khac. Nhung dic
tinh d6 cling ¢6 thé la di€ém yéu néu no gidi han
kha nang trinh bay y kién hay ngén can ban dua
ra cac chi trich c6 tinh xay dung, vi ban s¢ khong
biét ngueoi khac sé phan ting nhw thé nao.

Do d6, kha nang nhén thitc xa hoi chi phat huy
t0i da hiéu qua khi n6é dugc dung hoa véi ba kha
nang con lai. Kha nang ty nhén thitc s€ gitip ban
biét dwge khi nao cam xdc cta ngudi khac ngin
ban néi va lam nhitng diéu can thiét. Kha ning
tw kiém soat lién quan dén viéc chudn bi tdm thé
cho nhiing tinh huéng xdu va rén luyén nhiing
théi quen thic day ban hanh d6éng. Cudi cling,
kha ning quan ly md&i quan hé sé giup ban ndi
ra nhitng diéu can thiét d€ hoan thanh muc tiéu,
dong thoi gia ting strc anh huong, giam bét cam
gidc bi ton thuong va xay dung duoc long tin.

Khi ti€p tuc doc tic pham, ban sé hoc duogc
nhitng khia canh khac nhau ctia mdi loai kha néng
va tie biét cach ap dung chiing cho ban than.
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EQ LA GIi? cO THE DO LUONG DUQC KHONG?

Mic dit nhidu nha nghién ctu thich viét tit
“Tri tué xtic cam” la EI (emotional intelligence)
trong cac bai bao hoc thuat va nghién cttu, nhung
EQ (viét tit clia “emotional intelligence quotient”
- chi s6 Tri tué xtic cdm) mdi la thuat nge théng
dung, d& bat gip trong nhiéu ngdn ngit khac nhau.

biéu nay hoan toan hgp ly néu ban thdy cach
chiing ta st dung IQ (intelligence quotient - chi s&
thong minh) mdi ngay khi trd chuyén. Trong thé
thao, ching ta thuong dé cap dén nhitng nguoi
hiéu tuong tin vé tran ddu la nhitng nguoi co chi
s6 thong minh cao (ho ¢6 IQ cao vé bong r6 hodc
béng da), nghia la ho hi€u rat rd quy luat va cach
thtrc tran dau dién ra. Kha ning nay thyc ra khong
thé can do dugc nhung cach dién dat nhw trén lai
rat thuc t&€ va dé hidu.

Twong t, khi néi vé EQ ctia mdt nguoi, nghia

fa chiing ta dé cdp dénkha nang thiu hiéucamxac

va cach chung hoat dong ctia nguedi dé. Nhung gia
tri clia nguén tri thitc sé bi han ché& néu n6 khoéng
dugc phat huy.

No6i cach khac, Tri tué xic cam dich thyece la

cach dp-dung EQ vap)thure e
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C4 nhiéu danh gia cho rang Tri tué xtc cdm cé
thé do luong dwoc. Nhung cac bai kiém tra nhw
thé déu cd gidi han: Chiang c6 thé cho ban biét
minh hi€u cam xdc va tac déng cua cam xtic 1én
hanh vi nhw thé ndo nhung lai khong thé danh gia
kha nang ban ap dung nhitng kién thitc d6 vao
tinh hudng thuc té ra sao.

Thay vi c§ gang cin dong Tri tué xtic cam, sé
hiéu qua hon néu ta tap trung nudi dudng mot tue
duy phat trién'.

Hay bat dau bang cach ty hoi riang: Ban
thay cam xtic chdng lai minh trong nhitng hoan

canh nao?
Vidu:

e Con nong nay khién ban ndi va lam nhitng
diéu khién ban phai hdi tiéc sau nay.

! Khai niém “trr duy phat trién” d4 phd bién trong nhiing nim gin
day, mot phin do nghién ciru ciia gido sw tAm ly Carol Dweck
thudc truong Dai hoc Stanford. Trong cudn sich Mindset (tam
dich: Quan ni¢m tim trf), ba cho rang nhiing ngudi tin vao viéc ¢6
thé phat trién tai ning bang céach luyén tdp chiam chi, c6 phuong
phap tét v tiép thu y kién nguoi khac (tw duy phat trién) s& dat
dwgc nhiéu thanh twu hon so véi nhitng ngudi tin ring tai ning
clia minh 14 mén qua thién bam chi c6 thé phat frién dén mri¢ nhét
dinh (tu duy khép kin):(TG)
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e Ban dong y dé nghi nao dé vi dang vui vé,
nhung sau dé lai nhan ra minh da khéng
can nhac k.

» Ban khéng hiéu dugc cam xic cta nguwoi
khac nén trong nhitng cudc ndi chuyén, ban
bi lo ling va méc nhiéu 15i té hai.

e Ban thdy khoé khin khi phai giai quyét

xung dot.

e Ban bo 16 mét co hoi tuyét voi chi vi lo lang
hodc so hai qua mttc.

Mot khi ban da xac dinh dwgc hoan canh, hdy
tiép tuc budc hai: xin nhan xét tir ngudi ban cam
thay tin tieong. C6 thé 1a vo chong hodc cic thanh
vién khac trong gia dinh, ban than, nguoi ¢6 van
hay tri ky. Hiy néi 16 rang ban dang c8 géng cai
thién ban thén nén can ho thanh thét tré 1oi cau
hoi: “Ban di titng thdy cam xuc chéng lai toi trong
nhitng trieong hgp nao?” Hay cho ho da thoi gian

dé€ suy nghi roi cling nhau thao luén ciu tra 10i.

Bai tap nay rat quan trong bdi vi quan diém
ciia ban chi hinh thanh trong tiém thirc va bi anh
hudng béi v s6 cac yéu t6, bao gom:

e Noibanilon ten
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e Cach ban dugc day dd
e Nhitng nguoi ban két than
¢ Nhitng diéu ban throng nghi

Muc tiéu ctia cudc thao ludn khong phai d€ xac
dinh quan diém ctia nguoi khac vé ban 1a dang
hay sai. Thay vao d6, ban nén tim hiéu sy khac
biét gitta cach moi nguroi nhin nhan ban va cach
ban ty nhin nhan ban than, cling nht hau qua cua
sit khac biét nay. Nghiém tiic suy xét cau hoi va
nhitng 10i gép ¥ thang thin sé gitip ban xay ding
kha ning ty nhén thirc va xac dinh dugc diém yéu
n3o ctia ban than can wu tién khic phuc.

MUC TIEU CUGI CUNG

Hay cuing quay tré lai véi cdu hoi & phéan
m¢ dau sach: Liéu Steve Jobs ¢6 Tri tué xac cam
hay khoéng?

Ong chéc chan da tim ra cich tao dong lyc va
truyén cam hitng cho nhitng nguoi cing lam viéce
v6i minh va hang triéu khach hang trén toan thé
gidi - tham chi viegt qua rao can ngdn ngit va van
héa. Day déu-la-nhitng-déu-hiéu-cta-khi-ning
nhan thic xa héi dac biet cung nhiw' kha\nang tao

38



JUSTIN BARISO

sttc anh hwong - mot khia canh quan trong cua

kha ning quan ly m&i quan hé.

Nhung con cach giao ti€p khién nguoi khac
khé chiu va phién long ctia Jobs thi sao? Ong
noi tiéng 1a thay d6i cam xuc thdt thuwong, hay
té ra kifu ngao va tuw luyén. Tinh cich ctia 6ng
khién nhiéu nguwoi that vong, k€ ca gia dinh va
nhitng ngudi than bén minh. Jobs ty d6 16i cho
ban than vi khong ki€ém soat dugc cam xuic. Khi
Walter Isaacson - nguoi viét tiéu st cho 6ng hoi
veé tinh x4u nay, Jobs dap: “Day chinh Ia t6i, anh
khong thé mong toi hanh x nhuw mdt nguoi
khac dwoc.”

Nhung Isaacson khong nghi vay. Ong kétlugn
nhw vy sau khi danh ra hai ndm d€ phong van
hang trdm ban be, ho hang, déng nghiép va ddi
tht1 cia doanh nhan néi tiéng nay.

khong phai vi anh dy thiéu kha néng nhén thic

cam xdc”, Isaacson viét. “Ngugc lai, anh &y c6 the
thu htit moi nguwdi, thdu hiéu suy nghi ndi tdm va
biét cach k&t ndi vdi ho, thuyét phuc hay khién ho

ton thuongtiy.theg.y muon.”
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Liéu Jobs sé thay doi mot vai thit néu ong
co thé quay lai qua khit? Diéu nay that khé noi.
Nhung c6 mét bai hoc dat gia trong ciu chuyén
cia 6ng, d6 la Tri tué xtic cam sé tir thé hién theo
nhiéu cach khac nhau. Ngoai viéc quyét dinh chon
kha nidng nao d€ phat trién, ban cling phai chon

cach van dung né nhw thé nao.

Diéu quan trong chiing ta cin biét 1a gidng
nhw nhitng ngwoi théng minh theo kiéu “truyén
thdng” c6 nhitng tinh cach khac nhau, thi nhitng
nguoi c6 mirc Tri tué xtc cam cao ciing nhw vay.
Tinh céch thing thin hay tinh t& ngudi hudng
ngoai hay hudng néi, cé kha ning thiu cam tw
nhién hay khong — moi yéu t§ nay déu khong
quyét dinh EQ ctia ban.

Phat trién sy nhay bén cam xtcla viéc xac dinh
cdc kha nang, khuynh hudéng, wu khuyét diém ma
ban than vén c6. Nghia 1a ban phai hoc cach thau
hiéu, quan ly va tdi wu tit ca nhitng dic tinh trén
thi ban méi c6 thé tiép nhin chinh xac cach cam
xtc tac dong lén suy nghi, 101 néi, hanh déng cta
minh (va nguoc lai) cling nhw cach ching anh
huong dén nguai khac.
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Thay vi c§ gang nang cao chi s8 EQ cta ban,
muc tiéu cta t6i la cung cdp nhitng phwong phap
thire nghiém gitip ban hoan thanh k& hoach dé ra,
nudi dudng tu duy khéng nging phat trién va
biét ap dung kién thitc d€ ban va moi nguoi déu

: hanh dién.
D6 chinh 1a muc tiéu caa EQ - Tri thong minh
‘ xtic cdm trong céng viéc: Hay khién cam xdc trg

gitp thay vi chdng lai ban.
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Rén uy8n va caithién khd néng xic cam
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gay 15 thang 1 nam 2009, chuyén bay

Airways mang s6 hiéu 1549 cua My
khoi hanh tir thanh phd New York dén thanh phd
Charlotte, ti€u bang Bac Carolina. Véi co trudng
Chesley B. ”Sully” Sullenberger I1I, d6 chi la mot
chuyén bay thong thuong trong hang ngan chuyén
bay 6ng da lai qua hang chuc ndm cong tac.

Nhung ngay khi vira bay 1én d6 cao 3000 feet
(khoang 915 mét), Sullenberger va co phd Jeff
Skiles thdy modt dan ngdng ‘dang lao thing vio
may bay trong vong chuwa dén mét gidy, khién ca
hai dong co bi hong nghiém trong.

“Khi dan chim dam vao mdy bay, chiing t6i
cam thdy nhu ¢6 mét trdn mwa da d6 ao xudng
vay.” Sullenberger k€. “Ctt nhu con bao khing
khiép nhat ma t6i tirng thdy... Liic nhan ra dong
co bi v6 hiéu hda, t6i biét d6 l1a thir thach khong
Iuu t6i té nh4t minh phai d6i mit. DS 1a cam
gidc roi-ti-do, s¢ hai va tuyét vong nhat to6i

titng ném trai.”

¢

Tam tri Sullenberger lién xudt hién hai ludng
hoai nghi: Diéu nay khéng thé xay ra. Didu ndy sé -
khoéng xay ra vei tér dieoc:
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Khi d6, than kinh 6ng bi kich dong va cam giac
nhu ting huyét 4p vay. Ngay sau d6, dng va Skiles
phai nhanh chéng dua ra mot loat cac quyét dinh.
Cé v s8 cac yéu t8 d€ can nhic nhung lai khong
c6 thoi gian ban tinh cin than va cu thé. Day la
triedng hop khén cdp can chudn bi kj cang, nhung
lai phai xt¢ Iy nhanh chéng chi trong vai giay.

Dura vao nhiéu ndm kinh nghiém, Sullenberger
nhan ra kha ndng ctu song 155 mang nguoi trén
méy bay ciing twong duong véi c8 gang thyc hién
mot diéu minh chua ting lam. Thye té€ thi hau
nhu khéng cd phi cdng nao duoc dao tao cho tinh
hudng nhu thé. Sullenberger da ¢ ging ha canh

trén séng Hudson.

B4t chdp moi diéu, 208 giay sau khi dong co
bi v6 hiéu, Sullenberger can dam va binh tinh

dap may bay xuéng dong séng nam ngoai trung

treedng, co pho, nhin vién diéu khién khong lueu,

ddi ngti ti€p vién va hang ta nhan vién cttu ho
khén cip, tit ca 155 hanh khach va phi hanh doan
déu sdng sot. Sw kién nay da duoc biét dén véi tén

Phép mau tién séngFludsons
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Khi nh¢ lai, Sullenberger cam giac nhw chuyén
chi méi xay ra.

“T6i y thitc duwgc co th€ minh, cam thiy
adrenaline! chay khap nguoi. Téi chiac chin huy#ét
ap va nhip tim minh di ting vot 1én. Nhung t6i
biét minh phai tip trung vao nhiém vy va khong
dé nhitng cam gidc d6 khién minh phén tim”,
dng k€.

D3i v6i hang triéu nguoi trén khap thé gidi,
nhitng gi Sullenberger lam vao ngay dong nam dé
rdt dang kinh ngac, ding chit mot nghia ct anh
hiing. Lam thé€ nao ma 6ng, co phé va nhitng nhan
vién diéu khién khong leu c6 thé ki€m soat cam
xuc va tao nén “phép mau” nhw vay?

Cau tra 16i khong ndm & nhitng khoanh khic
bat ngo ma phai qua nhiéu ndm dao tao, rén luyén
va trai nghiém triede do.

! D6i khi goi 14 "epinephrin" hay "adrenalin", 14 hormone c6 tac
dung trén than kinh giao cam, dugc co thé tiét ra khi ban thiy
so hdi, tirc gidn hay thich thi va gip co the chuan b cho nhitng
phan ting chbng lainguy hiém;
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NAM THANG CHUAN B|

Thanh cong ctia Sullenberger trong nhiing
khoanh khéc déng kinh ngac trén méy bay khéng
phai 12 ngu nhién. Chi cin nhin so qua ly lich
cling biét 6ng da tich liy cho minh bao nhiéu ky
nang sudt nhitng ndm qua: cyu phi cdng diéu
khién mady bay quan sw cho Khong quan Hoa
Ky, co treong may bay dan dung gan 30 ndm, da
tham gia didu tra cAc vu tai nan va huwdéng dan

nhiéu phi hanh doan vé cach ting pho véi cac van

dé khong luu.

“Tdi nghi rang theo nhidu cach, t&i da danh ca
cudc doi minh chi d& xtr 1y khoanh khic dic biét
dé.” Sullenberger chia sé trong cudc phong van

v4i nit nha bao Katie Couric.

Phép mau trén song Hudson minh hoa chinh

xac ndng luc ctia hai loai kha ndng dau tién cua
- Tri tug xtic cam: kha nang tu nhan thic va ta
| kiém sodt.

Trong giay phut day s¢ hai, Sullenberger da
ching minh duoc ndang luc tie nhan thitc dang kinh
ngac: bi€t chdp nhan sy that va thdu hiéu nhiing
phan [tng eam tinhyeiing nhuesly, tinh ctia co thé.

47



EQ - TRI THONG MINH XUC CAM TRONG CONG VIEC

Sau do, 6ng van dung kha ndng ti lam cha phi
theong (mét khia canh quan trong ctia kha nang
tw ki€m soat) bang cach ap dat y chi clia minh 1én
tinh hudng.

Couric hoi Sullenberger liéu c6 qua sttc khi
phai viegt qua nhitng phan tng sinh ly cwc do
ma van can gitt binh tinh trudc tinh huéng nhuw
vay hay khong. Cau tra 16i ctia Sullenberger
c6 phdn dang ngac nhién: “Khéng. Chi cén tip
trung chat tho6i.”

D rang c6 thé ban sé& khong bao gid roi vao
tinh canh nhu Sullenberger, ban ciing sé phai d6i
mét voi nhitng tinh hudng ¢ thé khién ca cudc
doi thay doi. Kha ndng tw nhin thirc va ty kiém
soat sé tac dong dén quyét dinh ban dwa ra vao
thoi diém d6. Nhung ban can lam gi d€ phat trién
nhitng kha nang nay?

Moi thtr déu bat dau tie viée chudn bi.

D6 chinh 1a muc dich chinh cua chwong nay:
giéi thiéu dén ban nhitng ky thudt va phuong
phap d€ xdy dung kha nang ti nhan thic va rén
luyén kha ning tw ki#m soat. Tdi sé hudng dan

ban cach dit cau héi chinli Xdd'vd [#idrdng von
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tir cam xtic nhidm hiéu ban than nhiéu hon ciing
nhw cach 4p dung kién thire d6 sao cho co ich. Sau
d6, toi sé giai thich tim quan trong cta viéc tap
trung suy nghi vao nhitng khoanh Khic cam xtc
va chia sé cac phwong phép ghi nh¢ thiét thyee dé
gitp ban thic hanh.

CHAT VAN VA SUY XET

Tri tué xtic cam bit dau tit kha ning tr nhin
thitc. Chiing ta thuong c s6ng, ct phan ttng ma
khéng bao gid danh thoi gian d€ suy ngim vé ly
do vi sao chiing ta lai hanh xtt nhut vay. Song nhu
thé sé gidi han kha nang kiém soat suy nghi va
hanh dong cta chang ta.

Mot trong nhitng cach hiéu qua nhat dé
phat trién kha ndng tu nhan thitc la ddt cau hoi

dang trong tAm. Viéc nay co thé giup ban mé

— rbng gquan diém va bi€t dwoc ngudi khac nhin

nhin ban ra sao. Hon nita, ban cling sé hiéu
dugc qua trinh suy nghi va hinh thanh cam xuc
cua ho.

Nhu di thao ludn 6 phan trudce, ban c¢é thé hiéu
rdt nhiéu vé ban tharibang cachniir hdi minh rang:
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“Cam xtic da chéng lai toi trong nhiing trieong
hop nao?” Dudi day 1a mot s6 cdu hoi khac ban ¢
thé tw dit ra cho ban than:

e Céch giao tiép ctia t6i nhue thé nao? C6 thing
thin khéng? Néng nay? Ré rang? Do du?
Tinh t& hay khéo 1é0? Nguwoi khéc thay toi
giao ti€p nhw thé nao?

o Céch tdi giao ti€p anh hwong nhw thé nao
dén nguoi khac?

e Cach toi dua ra quyét dinh nhu thé nao?
Nhanh hay chdm? Yéu t6 nao da tic dong
dén t6i?

e Tam trang hién tai anh huong dén suy nghi
va quyét dinh cta t6i nhw thé nao?

o Tbi c6 wu khuyét diém gi vé mit cam xtic?

e T6i c6 coi mé ti€p nhan y kién cia nguoi
khéc khong? Téi ¢ dé bi lung lay vi quan
diém ctta nguoi khéc khong?

e T6i nén bét da nghi hay nén da nghi hon?.
Vi sao?

o Toi c6 hay chil y dén mot mit tich cuiec hodc
tieu cuec nao do cia ngedi khad Kidng?
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e Tinh cach nao cta ho khién t6i thay phién

ha? Vi sao?

¢ T6i c6 dem lai lgi ich cho ho khi bay to sw

hoai nghi khong? Vi sao ¢, vi sao khong?

e Toi c6 thdy khé khan khi thira nhan minh sai

khéng? Vi sao cd, vi sao khong?

Day chi la bai luyén tap nho. Muc tiéu khong
phai 1a ban ng6i xudng va tra 10i ranh rot tat ca
nhitng cau hoi nay trong vong mot ngay. Ma quan
trong hon, ban can xdy dung tw duy hoc hoi. Ty
chat van sé thic ddy ban dit nhiéu cau hoi hon dé

hiéu r6 ban thin va cach cam xtc tac dong dén ban.

Bai tip cho ban: Hay danh mét it thoi gian
trong tuAn &€ tra 15i mot vai cAu hoi nhu
trén. Tranh tra 10i qua loa. Hay suy nghi va
chiém nghiém that kj, danh ra it nhit nam
phttt cho mdi ciu héi (ban nén viét cau tra
]\ . |] \ ] 2 ] ~ t ﬁu; CA/ M

dong ndo d€ nghi ra thém nhiéu cau hoi vé

cam xtc ban than ma ban mudn tra 1oi. Vao
[An tiép theo bi kich déng cam x1tc qud mikc,
! ‘ hay tu hoi tai sao minh lai hanh déng nhw
viy va bai hoc rat ra tie 86 la gi.
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SU'DUNG VON T CAM XUC

Mot ngay no, ban thic day voi mot con dau
di doi chua tling thdy va quyét dinh dén bac si
kham. Lan dau tién, béc si sé hoi ban dau nhw thé
nao. Tuy vao thuc t& ban sé ditng mét s6 tit nhu
dau kinh khiing, dau nhé nhe, dau rat, dau nhéi,
dau am i, dau di* doi, dau buét, dau quén, dau é
am, dau dai dang. Ban cang mo ta cu thé con dau
thi bac si cang d& chdn doan va ké toa phu hop
cho ban.

Cam xuc cling gidng nhu vay. St dung tir ngit
cu thé€ d€ md ta cam gidc s€ gitip ban “chan doan”
cam xtc t6t hon va biét dugc ching bat ngudn
~ tte ddu va ly do vi sao ching xudt hién. Dung tte
chinh xac sé gidp ban tim ra cin nguyén cua cam
xtc, qua do 6 thé biéu hién né tét hon d€ nguoi
khac thiu hiéu duoc.

D¢ hiéu 15 hon, hay tudng tuegng rang ban tré
vé nha sau mot ngay lam viéc mét nhoc va bit dau
tranh cdi v6i ngreoi ban yéu quy. Ho hoi tai sao ban
lai kho chiu dén vay va ban cling khéng 16 1y do
vi sao ni¥a. Ban chi c6 thé néi rang ban dang chan
nan va buén buwenhung-saukhi-cin nhde-cam. xc,
ban néi rang minh bi tén thitohg vd [phéah boi. Ly
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do ttr dau? Chuyén la vao sang hém do, ngwoi yéu
da trach méc ban gay gat. Khi &y ban ching néi
gi vi nghi minh s€ cho qua dwgc théi, nhung bay
gio thi sy thiee moi hién hién, vét thuong trong
long sau hon ban twong. Hay chia sé thanh that
v6i nhau d€ d6i phwong biét rang 16i néi ctia ho
anh hudng dén ban nhu thé nao, nho vy gitp ho
hiéu durgc cam xtic ctia ban t6t hon trong cac hoan
canh khac.

R

Bai tip cho ban: Lan téi néu ban bi kich
dong cam xtic qua mirc, hdy danh thoi gian
tim hiéu cam giac do la gi va tai sao ban
cam thay nhw vdy. Hiy miéu ta cam xtc cia
minh, cang cu thé cang t6t. Sau khi lam tdt ca
nhitng diéu trén, ban c6 th€ quyét dinh cach
hanh d6ng phut hop.

TAP TRUNG KIEM SOAT SUY NGHI

Cam xuc ¢6 tac dong rdt I6n dén hanh vi ctia
chiang ta. D6 la 1y do vi sao kha ning ti kiém soat
cam xuc va diéu chinh hanh vi cuc ky quan trong.

Néu c6 thé kiém soat t6t nhitng cam xtdc bat
chot ctiaminh thi ban ¢¢ thé diéy, chinh hanh déng
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sao cho phl‘l hop v6i nhitng gia tri ma ban than
ban theo dudi. Ditu nay sé giup ban phat trién
nhitng phdm ch&t nhwe quyét doan va nhin nai,
- nho vy tiép can muc tiéu hiéu qua hon. Kha ning
tir ki€m sodt khong chi ngén chdn hanh dong dang
ti€c xay ra ma con gitip tim ra cach thiic ddy ban
than tién budc va hanh déng ngay ca khi viéc d6
ching dé dang gi.

Vay lam thé nao d€ phat trién kha niang quan
1y nhdm khién cam xdc trg giup thay vi chéng
lai ban?

Boi vi hau hét cam xtic ban trai qua déu dién
ra rdt ti nhién, ban khong thé kiém soat dwoc
chiing trong bat ky tinh huéng nao. Nhung ban c6
thé didu chinh cdch phin tng khi nhitng cam xc
d6 ap dén bang cach tap trung kiém soat suy nghi
clta minh.

Diéu nay khéng cd nghia la ban phai ngin
minh ngu’ng suy nghi. TAt ca chung ta déu co
nhitng suy nghi ching may hay ho va ching ta
déu bi anh hwdng rit 16n tir cac yéu t8 ndm ngoai
fam kim soat, bao.gdm yéu t6 di truyén va moi

truong song.
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Nhuw ngwoi ta da ndi, ban khong thé ngéan con
chim du lén dau minh nhung ban ¢6 thé ngan
chiing khéng lam t6 trén do.

Kha ning ty nhin thac va twe kiém soat cam
xuc di d6i voi nhau. Mot khi da xay dung mixc
nhan thitc ¢6 dinh, ban thuong sé biét dugc khi
nao cam xuc vugt khoi tim kiém soat. Kha niang
ki€m sodt suy nghi trong nhitng tinh huéng nay
cling gidng nhu ban diéu chinh cic nt bam ctia
dau dia vdy. Néu cac nat bam gitp ban xem phim
va nghe nhac thuin tién hon, hudng gidi quyét
dudi day cling sé gitip ban diéu chinh dwgc phan
{mg cam xtic ctia minh.

1. Tam dumng (Pause)

Tam dumg 14 k ning quan trong nhat trong
“bd dung cu” cam xtc cua ban. D€ tam ding, ban
phai danh thoi gian nglmg han 1a1 va suy nghi

. Tk S ATAL S % & Khidn ba
than vé sau hdi tiéc.

Nhung viéc tam ding khoéng chi hiéu qua
khi phai gidi quyét nhitng tinh hudng hén loan.

Théng thuong, ching ta d& bi cdm d boi nhiing
co hoi “béobeé” nhat thoi nhung lai chira that sy
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can nhic k. Ban c6 timg @'y lic di mua sim, ban
sé chi tiéu qua tay vi dang thdy vui (hay bubn)
chwa? Hay stt dung ché d6 tam ding d€ xac dinh
lai tim trang va quyét dinh liéu ban c6 that long
“mudn mua mén d6 d6 hay khdng, hoic ban sé

thdy hdi han ngay sau khi mua nd.

C6 rdt nhiéu cach d€ tam dimg, ban c6 thé
luyén tip qua nhiéu hodn canh khac nhau. Khi
budn, ban sé thdy viéc dém tir mot dén muoi trong
im lang rat cé ich. Trong nhiing treong hop khéc,
ban c6 thé sé can di chuyén (budc ra khéi phong
ching han) d¢ diéu chinh,

N6i thi d& lam méi khé. Tham chi khi d3
phat trién dwgc kha ning tu kiém soat hiéu qua,
cac y&u t§ nhw tdm ly cing thing hay tim trang
toi t& co thé trc ché kha ning tam dirng ciia ban
bdt ky luc nao. P6 1a ly do tai sao viéc ban ap
dung ché& d¢ tam ding mbi ngay rat quan trong.
- Theo thoi gian, ban sé tao ra duoc thdi quen phan

tng than trong.
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Bai tip cho ban: Néu ban thdy minh bj cam
xtic 1an at trong tinh huéng nao d6, hay tam
ding. Néu dwoc, hay di dao mét vong. Mot
khi ban cdm thdy binh tinh r6i thi hay quay
tré lai va quyét dinh buedce tiép theo.

2. Am lugng (Volume)

Khi giao tiép, d6i phwong thuong phan tng

ciing tong giong va phong cach véi ban. Néu

giong ndi cta ban 6n hoa va mach lac, ho cling sé
vay. Néu ban la hét, ho ciing sé la hét.
| DAy chinh 13 ltc ban cAn diéu chinh 4m luong
ctia minh. Néu ban can cudc tro chuyén chét luong,
hay néi mét cach binh tinh va ty chu.

Ba1 tap cho ban Neu cuoc thao luan tro nén

béng cach ha tong giong. Ban s€ ngac nhlen
khi thay d6i phwong ciing binh tinh theo ban.
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3. Im ldng (Mute)

Néu cudc tro chuyén véi ai d6 trd nén “qué
cam xtic” va ban ciing khéng th€roi di dwoc thi tot
nhét ban nén chuyén sang ché& 6 im lang Nghia
la, hay ngting néi chuyén.

Cach nay sé c6 ich vi vao thoi diém d6, viée
chia sé y kién ctia ban s& ching giai quyét duoc gi,
trai lai con khién moi thit trd nén toi té hon. Chi
can khoi ddng ché d6 im ldng 1a ban c6 thé &€ d6i
phuong chia sé cam xtic ciia ho mot cach tron ven.

T4t nhién, viéc ngdi khong va lang nghe nguodi
khac néi mot trang chang dé chiu gi. Vay ban ¢6
the'’kiém soat cdm xtic ban than nhw thé ndo trong
nhiing treong hop nhuw vay?

Bai tap cho ban: Hay hit tho sdu va nhic ban
thin rang ca tim trang clia ban va ctia ngudi
dang ndi chuyén voéi ban déu chi 1a tam thoi.
Hay nh6 la nhitng diéu ho néi ngay ic &6 ¢6
kho chiu va qua dang dén dau thi ban ciing
phai kiém ché& d€ khong hanh xt bdc dong,.
Trong nhiéu treong hop, khi d6i phuong da
noi thoa long r6i thi ho sé binh tinh lai. Trong
khi gitt imJang, hay chie.chénlaban-sé...
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| 4. Ghi am (Record)

| Ghi 4m nghia 1 tip trung léng nghe dé€ tim
‘ hi€u nhitu hon vé quan diém cia ngudi khac.
Nghia 13, hdy léng nghe dé€ thau hiéu thay vi nghe

d€ tim cach phan hoi.

Bai tip cho ban: Khi ling nghe ngudi khac,
ban dirng v6i phan xét hay khuyén bao,
» ‘: tham chi ding cd tim hi€u ngudn gdc van
dé va giai phap.

Thay vao d96, hdy tép trung ti€p nhén thong
tin. Muc dich & day la d€ c6 cai nhin twong
tan: biét nhiéu hon vé cach ho nhin nhan ban,
cich ho nhin nhan ban than ho, ciing nhw
céch ho nhin nhan hoan canh. Khi cha y Iing
nghe, ban sé& xac dinh dwoc nhitng thic¢u sot
ve kién thirc hodc nhan thirc cia minh, hodc
ban cling sé tim thay nhitng hiéu [am co ban
ma ban khong ngo rang ching ton tai.

5. Tua lai (Rewind)

Nhiing cudc trd chuyén bi cdm xtc chi phoi
thuong cé nguyén nhan sdu xa nao d6. Néu ban

tron tranh; van. dé.sé, figp tue nay sinh. Do la ly
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do vi sao ban khéng nén tam ditng hodc im ling
nhim ddy moi chuyén vao quén lang.

Thay vao d6, hay tua lai d€ suy xét van dé sau
khi ca hai bén da 14y lai binh tinh.

Bai tap cho ban: Truwdc khi trao d6i mot van
dé nhay cam, hay suy nghi that k§ vé thoi
gian, dia diém tro chuyén. Myc dich cube
déi thoai cting phai hop tinh hop ly.

- Cach ban goi lai van dé ciing rat quan trong.

Vi dy, hay bt dau véi 16i xin 18i chan thanh
hodc dam bao rang ban va d8i phwong da
dong thuin & mot sd diém nhat dinh, @& ho
gidm bét canh gidc va sdn sang dén nhan
nhitng gi ban sip néi. -

6. Tua nhanh (Fast-forward)

Tua nhanh c6 thé lam hdng thuwdc phim,
nhung né that sy 1a mét ki néng hitu ich d€ giai
quyét vin dé cam xtdc. Néu dang trong hoan canh
bi cdm xtic chi phdi, thi trede khi hanh dong, hay
I lai mOt bude d€ suy nghi vé hiu qua ngan han

cling nhw dai han ¢da hanh-dong do:
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Vi dy, ban dugc mét dong nghiép quan tam
chu ddo qua da sudt nhiéu ndm lién, mc dit ban
da néi rd 1a ban da co gia dinh va khong hing tha
véi mdi tinh nao khac. Nhung moét ngay no, ban
cii nhau dit déi v6i vg/chdng va ngay lap tic suy
nghi khac di. Moi tht phia trueéc bong tro nén hdp

dan va cam do ban.

Déy chinh 14 Iic d€ tua nhanh. Hay quén di
cam gi4c ca ban vao thoi di€ém do. Hay tw hoi
rang: Quyét dinh nay sé anh huong dén ban nhu
thé& nao trong mét thang, mdt nam hay nam ndam
t6i? Hay nghi vé nhiing tac ddng ban sé gy ra
cho vg/chdng, cac thanh vién gia dinh, Irong tam

minh va thidm chi la céng viéc ctia ban.

Bai tap cho ban: Néu cam xuc lan at kha
ning danh gid vén dé ctia ban, hay tua nhanh
khoanh khic nay. Ban sé thdy du oc sang

sudt va dua ra quyét dinh dang dan hon.

7. Xem trudc (Trailer)

Xem triedc sé c6 ich khi ban dang c8 géng 14y
lai donglue hodc phaiphin dau khong tri hoan

61



EQ- TRI THONG MINH X0C CAM TRONG CONG VIEC

hanh ddng. Khi ban khéng c6 hting xem mét bo
phim dai hon 90 phiit ma ban chéng biét gi vé né,
chéc chin ban sé bo thoi gian d& xem trude doan
gidi thiéu. Tu’ong tl,f, thir lam m&t nhiém vu trong
ndm phut sé thuyét phuc ban rang day la viéc
dang dé'lam.

Xem trudc con c6 tén goi khéc 1a “quy tic
nam phat” — mét tha thuat cta liéu phap hanh vi
nhan thiec di c6 tie 1au. Day 1a cach quy tac nay
hoat déng: Hay budc minh thyec hién mét nhiém
vu trong vong ndm phut, ban biét 1a ¢ thé dimg
lai sau nam phit d6. T4t nhién, da phéan truong
hop ban sé khdng bo cudc, ma ban s& ludn cé dong
Iwec @€ lam tiép. Ché d6 xem trirde rat can thiét vi
khi thoi diém bét dau nhiém vy thuong 1a lac khé
khan nhét. '

“Chung ta thuong s¢ phai d6i méat véi nhiing
nhiém vu I6n, boi vi né qua khéng 16 va mo hd,
khién chiing ta lo 1ang khong biét sé giai quyét né
toi cing trong vong hai tiéng hay la hai ngay”, nha
tam ly hoc Andrea Bonoir giai thich. Nhung chinh
phuc durgc rao can tam ly lac khai dau sé khién
ngudn ning leong tudn.chay, tao-da-giap-ban dé
dang tiép tuc vahoan thani ¢ng vid&ibt hon.
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Bai tp cho ban: Néu ban dang phai vat Ion
hong tim ki€ém dong lyc &€ bit dau, hay
danh ra chi nam phit lam thi viéc d6.

THU THUAT BA GIAY cu VAN MOI QUAN HE

Chung ta da thiy viéc dat dang cdu hoi sé
giup xay dung kha nang t nhan thitc va kj nang
tam dimng kip thdi nham dua ra quyét dinh khon
ngoan hon nhu thé nao. Bay gio, hay két hgp hai
phuong phéap nay lai, cing xem cach dat cau hoi
chinh xac vao dung thoi diém sé giip ban quan ly
phan tmg cam xuc hiéu qua ra sao.

Nhiéu ndm lién t6i dd phai khé so voi tinh
“vdi néi voi 1am”, c6 khi ching thém suy nghi
chin chdn. Thé 13, t6i bat dau 4p dung phuong
phap dit ba ciu héi d€ khéc phuc yéu diém nay.
T6i hoc durge nd trong budi phong van nghé si

hai Craig Ferguson tir vai nam truede. Ong da goi
y rang:

Ban phai ludn ty héi minh ba diéu trudc
khi noi:

Co cam thi€t phaingi dieu nay khong?
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Ngudi néi ¢ nhét thiét phai 1a t6i khong?

T6i c6 cAn phai ndi ngay bay gio khong?

" V6i to1, viéc ddc thoai ndi tdm nhanh chdéng
chinh 1 chiéc phao cttu sinh. N6 da giap toi
tranh néi nhitng diéu déng tiéc trong nhiéu hoan
canh, cad & nha va trén céng ty. N6 cling khong
ngin can tdi ndi 1én nhiing diéu can thiét. Nhiéu
ltc dép 4n cho ca ba cau hoi déu la “Co”, ké ca
khi diéu t6i n6i ra chang dé chiu gi cho ca tbi va
ddi phureong. Mdi lan nhuw vy, cach thitc nay déu
gitp toi trinh bay ty tin va xi ly vidn dé quyét
dodn hon.

Nhung ¢é thé ban lai ¢6 khuynh hudng nguoc
 lai. Néu ban do dy ndi 1én y kién, diéu té nhat xay
ra la ban sé git im'1dng. Khi d6, d€ quan ly phan
tng cdm xtc, ban c6 thé tw hoi ring: “Néu toi
khong néi diéu nay ngay bay gio, liéu vé sau toi
c6 hoi ti€c khong?”

D6 chi 1 hai vi du. M&u chét vAn 1a hiy chdt
van, suy xét vé théi quen va khuynh hwéng cua
ban than ban. M6t khi xdy dyng dugc kj ning
nay, ban ¢4 thé-tw-nghi-cau-héi-cho-riéng-minh,
van véi muc tida 1a canbarighdid Mi&
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Bai tap cho ban: Hay danh thoi gian suy
ngﬁm vé cach ban giao tiép. Liéu ban cd
thuong “bubt miéng”, dong y thoa hiép qua
nhanh hay 18 néi gi d6 khién minh héi han?
Hay ban sé giit im ling, sau d6 wdc gi minh
da bay t6 ban than nhiéu hon?

Hay tht ap dung nhiing cau héi ¢ trang
trude (hodc tw nghi cdu hoéi cho minh) d€
gitp ban diéu tiét cam xhc hiéu qua va
hanh dong dung muc.

Khoéng bao gid dwa ra quyét dinh lau dai
dwa vao cam xtc nhat thoi.

KIEM SOAT TAM TRANG

T4t ca chung ta déu c6 nhitng cam xuc tiéu
cuc: ndng gian, thit vong, so hai, ghen tic, budn

phién, chan ghét. Chiing at s& gay ra hu qua néu

ta ct bo lo chiing.
Khi d6, nhitng cam xtic nay cling sé anh hueong
dén tinh trang sttc khoe co thé. Néu ban thdy déi,
hdy &n vt mot chat dé€ tim trang binh thuong tro

lai, vi lueng deong buyéixuong thap sé khién ban
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c6 tdm trang xdu khong thé twong dugc. Ban c6
ngt da gidc khong? Nghién cizu chi ra rang thiéu
ngl cé thé can trd nghiém trong kha ning kiém
soat phan tng cam xtc ctia ban.

Dbng thoi, cam xdc tiéu cyc sé cd loi néu ban
biét cach khai thac ching hiéu qua. Duéi day la
hai cach dé€ ban thiec hién.

1. Tan dung cam xuc tiéu cuc lam chat xic tac
dé thay doi

Trong cudén Emotional Agility (tam dich: Linh
hoat cam xtc), nha tam ly hoc Susan David thudc
Dai hoc Harvard giai thich ring nhitng cam xtc
tiéu cyc that sy khién ching ta suy nghi cham lai
va chtt y nhidu hon dén cac chi tiét tinh t& thay vi

két luan vdi vang.

“Tam trang ‘tiéu cyc’ sé khién ban suy nghi
chu déao va than trong hon, giip ban nhén dinh
dung sai theo mot hirédng nhin méi mé va ro rang
hon”, c6 chia sé, “Khi qua vui ming, chung ta
theong bd qua nhitng hiém nguy khén lwong.
Nhung khi ¢6 chiit so hai, ching ta thueong sé xody

sau vao no. Nhimngfiguoi mang,camxuc tiéu cue

66



JUSTIN BARISO

sé cdn trong hon va rét kho bi thuyét phuc, trong
khi nhitng nguoi dang cam thdy vui vé lai dé dang
ch&p nhan moi diéu va ddt niém tin vao nhitng nu
cuedi gia tao.” '

D& tin dung cam xtic tiéu cyc, ban can quyét
dinh minh nén lam gi véi ching.

Vi dy, Susan David k€ lai chuyén minh da di
du lich vong quanh thé& giéi d€ gap khach hang
cho cdng viéc tue van va dao tao doanh nghi¢p. Khi

ngbi trong cin phong sang trong, quan sat khung
canh tuyét dep va tdn hudng dich vu khach san,
c6 bdng cam thay t&i 161 hon bao gid hét. Boi vi ¢o
khong thé phu chong minh trong bon tré va thue
t& c6 dang sdng rat “ti do tue tai”.

“T6i nhén ra ring cam giac toi 15i c6 thé gitp
ban than ban nhan ra nhitng wu tién va diéu chinh
lai hanh déng clia minh”, cb viét, ”Dé’u hiéu ctia
dinh. Né gitp t6i hiéu ring cudc séng cia minh
chi 1& ding 16i khi t6i danh dugc nhiéu thoi gian
hon cho ngudi than. Téi 181 nhu ‘mdii tén dan 161’

hudng t6i vé nhitng ngudi minh yéu quy va cudc

A ALY ATy
sOng toLhang mong muon.
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2. Tan dung cam xiic tiéu cuc dé tap trung cao do

b€ lam dugc diéu nay, ban phai tim ra cach
phan loai va bién chuyén cam xdc cta minh thanh
nhitng hanh dong tich cuc.

Chuyén gia than kinh hoc, gido sw tdm 1y Lisa
Feldman Barrett ctia Dai hoc Northeastern sé chia
sé cho ban cach thuc hién trong cuén sach How
Emotions Are Made (tam dich: Qua trinh hinh thanh
cdm xtc). Néu thdy cing thing khi bit fau mot
viéc gi d6, ban nén phan loai nhitng cam xiic lo du
v6 nghia nhu “Oi khong, t6i chét chic roil” thanh
nhitng mong doi thiét thirc hon nhu “T6i thiy tran
day ning Ivong va sin sang lam viéc”.

Nghién cttu da chitng minh tinh hitu ich cta
cach thizc nay. Chéng han, nhitng hoc sinh dat
di€ém cao bai kiém tra mén Toan cho biét ho da
xac dinh cam xtc lo lf?’mg- 1Ia m6t ddu hiéu ma -
co thé can d6i phé. Hodc trong mot nghién ctru
khéc, khi cdc cd nhan phai thyc hién cdc hanh
ddng khac nhau bao gém hat karaoke va noi
triedc ddm ddng, mdi nguodi déu duoc yéu ciu
n6i “Téi thdy hao hiing”, “Téi thay lo ldng” hoic
khong néi gi treéde khixudthién,/Nhiom “hao
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hitng” hat tot hon cling nhw phat biéu tw tin va
thuyét phuc hon nhitng nguoi “lo 1ling” hoic
khong ndi gi.

Trong nhitng thoi di€ém khac, tinh canh tam
thoi sé tao ra cam xdc tiéu cuc - va ban phai tim
cach “bat sdéng” ching.

Chung ta hay 1dy vi du tir trai nghiém gan day
ctia ban toi - Julia.

Julia Ia mot nha tri li€u, cong viéc cta c6 la
gittp nguoi khac giai quyét hiéu qua cam xtc tiéu
circ ctia ban than. Nhung néu c¢6 mot ngay cuc
ky t6i té, c6 dy cling phai d8i mit véi diéu twong
twe. Tinh canh khéng may xay ra khi ¢6 cung dta
con bdn tudi phai cho xép hang d€ thanh toan phi
dau xe trong khu thuong mai, mot chiéc xe téng
vao co tit phia sau. Téi hom d6 ¢6 phai mat mét

tiéng rudi dong ho d€ goi cho cdng ty bao hi€m

trong khi ¢6 gang cho cac con ngtt yén. Sau Khi
thu x€p 6n thoa, c6 chudn bi di ngu thi toilet lai bi
hu. C6 va chong phai thitc dén mot gio rudi sang
dé stra. Cubi cling hai gi sang c¢6 mdi duoc nga
lung xudng givrdng voi cdm gidc “am wong” chua
titng théy.
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“D6i khi t6i 6 mét ngay t6i té nhung van phai
¢S binh than véi moi th”, Julia chia sé, “Nhung
riéng [an nay thi khéng thé.”

“Tuy vay, du c6 ‘than than trdch phén’, hay
tw chi trich ban than vi suy nghi tiéu cyc thi cling
ching lam moi thiz kha 1én dugc. Vay nén, thay vi
chudc thém phién mudn va ti trach méc vi nhitng
lic buce doc khong dang thi t6i hit mét hoi that
sau, bang long véi nhitng cdm xtic d6 va tg nhu
ring ching chi 1a tam thoi, gidng nhe mei diéu
khac trén doi - va tdi sé vugt qua dugc.”

“Té6i hom d6, Julia thira nhan nhitng cam xuc
té hai van chuita hoan toan bién mat nhung ching

ciing khong con kiém soat co nita.

“Co nhiéu ngay rat kho khin. Nhung day la
s thit ma tdt ca ching ta phai d6i mat. Thay vi
déi dau véi diéu d6 hay tu trach ban than, hay
thira nhan rang ching ta 1d mo6t con ngudi c6 dt
moi cam xiic. Khong ¢ cam xtic nao la kéo dai mai
mai. Ching ta khong hé khac thuwong, ban cung
hay thiéu st khi-eé-cam xtie-Dala-ngudi-thi-phai
nhw vay.”
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Biét chdp nhén va d6i mat véi cam xtic di gitip

Julia chuyén tir “nguodi da cam” thanh “nguodi ¢6

Tri tué xtic cam”.

Bai tap cho ban: Néu thdy ban than dang
chéng choi véi cam xuc tiéu cuee, hay tw hoi
ring: “Cam xtic nay dang mudn néi véi
minh diéu gi? Minh c6 thé tan dung né d¢
thay d6i khong? Hay minh c6 thé tim ra cach
vuot qua no, nha r;?mg moi thit ngay mai sé
t6t hon?”

SAU PHUONG PHAP LA-MA-QUEN GIUP PHAT
TRIEN TRI TUE XUC CAM

Cac nha nghién cttu da chi ra mot s hoat
dong giai tri 6 thé gitp phat trién kha ning
thdu hiéu va quan ly cdm xtc. Dwdi day la sau

phuong phap la-ma-quen gitp rén luyén chi sd

EQ cua ban.

1. Xem phim

Néu dam mé phim anh, ban sé nhdn ra phan

tng came xue véi motbe phimphay ¢6 thé truyén
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cam hiing cho minh, tr viéc dong cam vdi nhén vt
¢6 s6 phan bi thuwong dén cam giac lac quan, tich

* cyee vi cau chuyén da truyén déng lwce cho minh.

Lan t6i khi xem phim, ban hay danh it phut @€
cin nhic cdm xtic ctia minh qua titng phan canh.
Hay tw héi rang: “B phim di anh huong dén toi
th& nao va vi sao?” Diéu d6 sé gitip ban hiéu dwge

phan tng cam xtc ctia minh t6t hon.

2.>Ng‘he nhac

Am nhac ¢ tac dong khong 16 dén cam xuc
ctia ching ta. Vao lan nghe nhac tiép theo, ban
hdy chi1 y d&n cAm xtic ma mdi bai hat truyén tai
va 8 gang xac dinh vi sao ching lai anh huong

dén ban.

3. Poc sach

Nhitng nghién ciu gan day da chi ra rang
doc ti€u thuyét tac dong ddc biét dén kha ning
tw duy. Khi nhap tam vao cau chuyén, ban sé biét
dit minh vao hoan canh ctia nhan vat dé thau

hiéu nhitng suysight, cam <Miend dghg e ciia ho.
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Diéu nay sé gitp ban phat trién dugc kha néng
dong cam dé€ st dung trong cudc séng thuong

ngay cta minh.

4. Tap luyén thé thao

Trong mét bai tong hop gom 36 nghién ctru
dénh gia Tri tué xtc cam tir goc nhin hoat dong
thé chét, cac nha nghién cttu nhan thiy rang Tri
tué xdc cdm cao c6 moi twong quan voi phan Gng
sinh ly tich cuc triede ap luc, tng dung tam ly hoc
phtt hgp va thai d6 vui vé vdi nhitng hoat dong
thé chat.

Thém vao dd, cac téc gia ciing cho biét mdi ca
nhan phai khé luyén va chiu ap lyc thi ddu déu co
kha ning thau hiéu va diéu tiét cam xtc ctia minh

cling nhtr ctta ngueoi khac.

5. Viét

Theo nhiéu nghién ctru, viéc viét vé cac su
kién dau budn hay cing thang ciing giéng mot
dang giai tda tdm trang, giup ich rdt nhiéu cho

tinh trang €aim xuic-evamolnguoi.
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6. Dulich

Mbt nghién ctru gan déy chi ra ring di du lich
nhiéu sé gitp ting kha ndng 6n dinh cam xtc. Hay
budc ra khoi vung an toan ctia minh va chiu kho

suy nghi theo nhiéu hudéng khac nhau.

CHAM MA CHAC

Pén hom nay, co trwdng “Sully” Sullenberger

van khéng dinh minh khéng phai la ngudi huing.

“Vg toi tin rdng anh hiing 12 ngudi dam ligu
mang séng cua minh d€ xong vao tda nha dang
chay”, 6ng viét trong hoi ky. “Chuyén bay 1549
thi khac, né 1a mét tai hoa dp xudng tbéi va phi
hanh doan. Ching t6i chi ¢8 ging hét stxc, ap
dung moi bai huén luyén, dua ra nhiing quyét
dinh ding dn. Ching t6i khéng bo cude... va két
qua that tuyét voi. Toi khong biét tir ‘anh hung’
c6 pht hop trong tinh huéng nay khong. Sé dung
hon néu néi ring chiing ti da gitt dwgc sw binh
finh vio tinh canh ngay hém d6 v moi thit ching
toi ting tap luyén tie trede d‘é?u da duoc ste dung

cho viécnay.”
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Véi si chudn bi kj cang, ching ta co thé ap
dung triét ly tuong tu dé€ phat trién kha ning tw
nhan thitc va kiém soat cam xac.

Trong chuong ndy, ching ta da thao luén vé
cAc bai luyén tip c6 thé dp dung dé ting cuong
cac kha ning cdm xtic. Giéng nhw nhiéu van dong
vién phai trau doi nhitng ky thuat riéng biet cho
man biéu dién t6t nhat, ban cling phai rén luyén
kha ning cam xic ctia minh - bdng cach nhan biét
| ngudn stec manh cam xtic va hoc cach diéu khién

chiing theo huéng tich cge. Néu nhw nim bat
nhitng ki thuit rén luyén thé chit mat nhiéu thoi
gian, ban ciing can phai kién nhan khi trau d6i cac
k§ ning cam xtic va tinh than.

Hiy bit dau bing viéc tip trung rén luyén
titng phuong phap mot. Hay sdp x€p thoi gian dé€
suy nghi va tra 10i nhitng cdu hoi. Tim co hoi &

4p dung ching vao cdng viec hang ngay ctia ban.
-~ Sau d¢, hay luyén tip thudng xuyén giéng nhee
van dong vién cho dén khi ban ndm long nhiing
thoi quen do va xem ching la ban ndng thir hai
ctia minh.
Khi tich liiy dwgc ki ndng va kinh nghiém,
ban sé o6 thékét hop.nhitng ki thuat va phuong
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phép véi nhau nham tao ra ky tich cam xtc phi
thuedong, bién ngudn cam xdc tiéu cyc tré nén
hitu ich.

Va du khéng tir goi minh la ngwoi hiing thi
ban van cé thé citu 14y thé gidi.
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THIET LAPTHOI QUEN

Suy nghi va thei quen dnh hudng dein cim i
hir thé naof

“Gieo suy nght gt |&i ndi, gieo 10i ndi gat hanh dong, gieo
hanh déng gat thoi quen, gieo thdi quen gét tinh céch,
iy gieo tinh céch gat so phan.”

FRANK OUTLAW
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ot ngady no, khi dang ngb6i trén
chiéc ghé dai trong cong vién don

nidng, ban quan sat thiy c6 6ng bd tré (ching ta
sé goi anh dy la James) dang vui dlia v6i bon tré
nha minh.

Pién thoai James bdo c¢é tin nhin dén. Vai
phit sau, anh chuyén sang tip trung vao email
cong viéc cia minh. Bon tré dan mat kién nhin,
doi b6 quay lai choi véi minh. “Dgi bo chit”, anh
bao nhung mét van dan vao man hinh dién thoai.
Bon tré lién tuc khong ngimng goi to 1én: “B6 oi...
BG oi... B6 0i...” '

James d6t nhién quat: “B6 dé bao la doi mét
chiit r6i mal”. Trong tich tac, hinh anh 6ng bd hién
lanh va 6n hoa da bién mét, khién bon tré hoang
s¢ va khoc 16n. Anh 1ap tiec cAt dién thoai d€ db
bon tré, hoi han vi khi triede di 18y no ra.

Ngay hom sau, canh phim d6 13p lai.

Chuyén twong ty xay ra véi nguoi phu nit tén
Lisa. C6 dang trén duong dén ga tau dién ngam
dé€ chudn bi vé nha sau mdt ngay dai lam viéc. Dot
nhién, c6 bi phan tdm khi thiy chiéc bang hi¢u
giam gia ¢ clrahang minhryéuthidy: 1di c6 quyét

78



JUSTIN BARISO

dinh ghé vao “chi d& xem”, diu biét ring minh

' khong du tién mua b d6 méi. Trong vai phit, cb
phat hién ra mét d6i giay minh khéng thé bo 16.
Nhung c6 ciing biét réng minh dang mic no chdng
chét va hoa don thé tin dung cling ngay mot ting
nhiéu hon trong vai thang qua.

“Pay la lan cubi cing”, Lisa tw nha khi nhan

vién thu ngan quet thé cta co.

Tiép d6 la Steve. Sau nhiéu ndm ¢S ging cai
| thudc 14, anh thdy minh cudi cling ciing tién bo.
| Anh da bo hit trong mét thang va khong con thiy
} them nita.

Nhung hém nay la mét ngay lam viéc cing
théng. Sau cudcndi chuyén dién thoai khong thuin
loi vdi quan ly ctia minh, Steve lén vao phong ban
minh hat mét di€u va quay tré ra ngoai. Xong
xudi, anh lién cam thay t6i 16i.

Ban c6 thé nhan ra it nhit mot tinh hudng
 trongnhiing ciu chuyénnay. Hoan canh hay cdm
dd cua riéng m&i ngudi c6 thé khac nhau, nhung
kiéu hanh ddng thuong la giéng nhau. T4t ca déu
din dén mét sy that duy nhit khong thé chéi cai:
cam xuc va théi quen ctia chiing ta lién két rat chit

ché voi nhau;
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SU'THAT PHU PHANG

Khi néi vé phan ting cam xdc, ching ta déu
c6 diém yéu nao d6. Du ching ta cé thé dp dung
ch& @ tam ditng vao cudc séng hing ngay, ta van
theong gl di nhitng email ma ta wdc gia minh
¢ thé thu hoi lai. Ching ta c§ géng ling nghe va
tdn trong nhiéu y kién khac nhau cho dén ngay
mot trong s6 ching thach thirc nhitng gia tri ma ta
luén nudi dudng.

Nhiing vi du nay cho thdy viéc phat trién kha
ning tw ki€m sodt, quan ly suy nghi, 16i ndi va
hanh dong - ddc biét 1a trong tinh huéng cam xtc
bi chi ph6i khé dén mikc ndo.

Qua trinh cd géng thanh thao mot ky nang
theong [a thé nay: Ban hoc ly thuyét. Ban ap
dung nhitng gi minh da hoc. Ban thuc hanh ngay
qua ngay va bét dau ti€n bo, cudi ciing ban dat
dwgc mirc ning lyc t6i da. T4t nhién, ludn ton
tai nhitng diéu cdn ban cai thién thém - nhung
néu nhin lai ching duedng ctia minh, ban cé thé
thdy nhitng ddu hiéu tién bd rd rang. Ban khong

phaila ]imiiHendrix, nhunguhéat dimbyban da tré
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thanh mdt tay choi guitar thao hon nhiéu so véi
mot nam truede.

Phat trién kha ndng tw ki€ém soat kéo dai lau
hon va gdp nhiéu that bai hon. Theo thoi gian, ban
sé thdy minh tién by do6i chat; nhung sau dé lai
mét canh giac vi mét tinh huéng qua “cam xuc”.
Ban sé 16 miéng noi diéu gi d6é khién minh thiy
héi tiéc va chan nan. Nhanh chéng, ban “ngugc
dong” vé nhiing thdi quen xau.

Xay dung kha nang tu kiém soat vi sao lai kho
dén vay? Co phai ching ta déu la nan nhéan, phai
v6 thitc ganh chiu nhitng hanh vi sai lam 13p di
13p lai suét cudc doi?

Trong chuwong nay, t6i sé chia sé mt s6 thong
tin vé su lap trinh cam xtic cta ndo bo, giai thich
vi sao no lai lién quan dén su phat trién twe duy va
kham pha qua trinh thay ddi théi quen. Téi cling
xtic khdng ché” va hudng dan ban cach thoat khoi
d6. Cudi cung, t6i sé phén tich sw khac biét gitra
hanh vi chtt ddng va phan xa - gitip ban thay rang
hanh vi cha dong ¢ thé “cam ré”, tic dong toi
hanh vi phaixa nhw theé mae:
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Théng qua nhitng diéu nay, ban sé nhéin ra
- cho du viéc thay d6i théi quen lau ndm chang hé
dé dang, né van cé thé thiee hién dwoc va déang @&

ta c8 géng.

TAI KI'CH'HOAT NAO

Nao con nguoi cyee ky phtte tap, cac nha khoa
hoc Iudn khéng ngimg im hiéu chinh xac cach né
hoat dong. Mot nghién cttu gan day da lam sang
t6 mét diém dang chil y ctta ndo bé con ngudi: né
¢ kha nang thay doi.

“Trong nhiéu thap ky, cac nha thin kinh hoc
déu cho rﬁng bb ndo co ban da duoc ¢d dinh vé
hinh thttc va chtc ndng”, nha khoa hoc than kinh
ndi tiéng Richard Davidson viét trong cudn sach
The Emotional Life of Your Brain (tam dich: B ndo
c6 cam xiic). “Nhung gioy chiing ta biét rang nhan
dinh ndo bo khoéng c6 kha ning thay d6i la sai.
Thay vao d6, ndo c6 mot déc tinh goi la ‘kha bién
than kinh’ (hay tinh mém déo ctia ndo bd) - tic
kha néng thay d6i cdu trdc va chic ning mét
cach dang k€. Su thay d6i xay ra d&€ phan hoéi voi
nhitng trai nghiém ciing nhw nhitng suy nghi caa
chung ta.”
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Hay nghi thtr xem. Vé co ban, nho tinh “kha
bién” hay kha ning thay d6i cia ndo ma ban hoan
toan ¢é quyén tan dung né theo “lap trinh” cua
riéng minh. Théng qua viéc can nhéc thdu ddo va
hanh déng c6 muc dich, ban c6 thé tac dong mixc
kiém soét 1én cac phan tng va khuynh huéng cam
xtic ban sé thé hién.

Triét ly nay di ddi v6i nhitng khdm pha cha
gido su tm ly Carol Dweck ctia Pai hoc Stanford. .
Trong nhiéu ndm, Dweck nghién ctu nhitng quan
niém c4 nhan d€ giap moi nguoi biét cach hanh
dong, te thic day ban than va xay dung kha nang
tee kifm soat cho minh. Qua nhiéu thap ky tht
nghiém, ba da chitng minh réng dtt ban sinh ra da
c6 nang lec hay tai ning thién bAm nhét dinh, thi
sw trai nghiém, rén luyén va nd lwe cd nhan méi
gitip ban tr¢ thanh nguoi ban mudn trd thanh.
“Trong tw duy phat trién, vin dé ban dang ddi mat
chi 13 diém khoi dau dé tiép tuc tién budce”, Dweck

giai thich trong cudn sach Mindset ban chay nhat
ctia ba. “Mbi nguoi déu cé thé thay d6i va phat
trién nho thue hanh va trai nghiém.”

Nhung khi néi vé cam xtc, ban cé that sw mudn

kiém soatnhing trai nghiém cam xtic cia minh?
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Hay cung xem qua moét vai truong hop dé
hiéu vi sao ban nén lam nhuw vay.

THOAT KHOI TRANG THAI CAM XUC KHONG CHE

C6 bao gio ban thdy minh 13 ké t6i t& mién
cudng ciia cam xuc hay khong? Nhu thé ban dwgc
lap trinh d€ phan tGing theo ding mot cich cho mot
loat cac tinh hudng nhiat dinh, va don gian 1a ban
khéng thé lam gi khac?

Mot trong nhitng ly do chiung ta hanh ddng
nhu vay 1a do ban than bi xudi theo théi quen
va cdm xuc trudc nhitng tinh huéng kich thich
nhat dinh. Phan ¢ng nay lién quan t6i hach hanh
nhan (amygdala), bd phan xtt ly cam xtc trong

ndo cua ban.

Hach hanh nhén la thé cdu tric hinh quéa hanh
nhén phttc tap nam sau trong ndo (tén bd phan
nay bat nguon tir tiéng Hy Lap “amygdale”, nghia
la qua hanh nhén), chiu trach nhiém cho nhiéu
chtc ndng nhan thic va cdm xic. Nao bd cd hai
hach hanh nhan nam m&i bén ban cau nio. Nhitng
thé cdu tric nay ddng vai tro rat 16n trong viée xte

ly kha nang ghi nhg, déc bigt trong, viéc két ndi
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cam xtic v6i ky trc. Chang han khi thdy ai d6 tréng
quen mit, hach hach nh4n s& hoat dong nhuw thé&
nay: Néu nguoi d6 la ban thin, ban sé& thdy vui
mimg khoén xiét; con néu d6 la nguoi ban khong
ua, ban sé cam thdy ngugc lai.

Dti phén I6n qué trinh dua ra quyét dinh xay
ra 0 nhitng khu viee khac ctia ndo (nhu voé thuy
triedce tran), cac nha khoa hoc nhin ra hach hanh
nhéan cé xu hudng hoat ddng trong nhitng hoan
canh cu thé.

Hay quay tr¢ lai v6i James. Ngay khi nghe
tiéng chubng béo email, anh lién mat tap trung. Vé
thé xéc, anh vin ngoi canh bon tré nhung tim tri
lai d& & cong ty. Khi bon tré mat kién nhan, chiing
bt chap moi thir € thu hit sy chd y ctia 6ng bé.
Chung cang nai ni, 6ng b6 cang buc bdi — dén mitc
anh noi cau lén. Két qua 1a email chua go xong
: ] hai dtka nthé d3 khoc, vi ca t Sida

cam thay thdt vong tran tré.

Pay 1a vi du don gian ma tic gia Daniel
Goleman goi 1a tinh trang cam xdc khéng ché
(hay, trang.thai.khéng.ch&)..mét-tinh hudng ma

cam xue da “v6 hicwhda"/ qud\trinh suy nghi tw
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nhién ctia ban. O diy ching ta c6 the so sanh thé
nay, phan g ctia hach hanh nhan giéng nhuw
nio bd bi qué tai bdi tinh trang khin cip, dan
dén hanh dong thiéu kiém soat bat ctt khi nao
chiing ta thiy lo 1ing hoic bi de doa. Ta s& sdn
sang phan khéang, trn chay hodc té liét ching
thé néi gi. Ong b8 mudn hoan thanh céng viéc
ctia minh nhung bon tré dot nhién lai c6 ngin
anh 1am vay. Khi hach hanh nhén hi€u diéu nay
nhu mdi de doa, né sé gay ra phan tng kich dong
ngay lap ttc.

Trang thdi cam xdc khéng ch& ¢ thé mang
lai lgi ich hodc gay ra bat 19i cho chling ta. Trong
treong hop cip bach that sy, hach hach nhan sé )
giup ban c6 can dam dé bao vé nguoi than khoi
nhitng ké y manh hiép yéu. Nhung né ciing co
thé khién ban hanh xt liéu linh, v6 1y va tham chi
nguy hiém trong cac tinh huéng héng ngay.

Budc quan trong trong viéc xac dinh va rat
kinh nghiém tir trang trai cam xtic khéng ché'la
phai thdu hiéu cach hoaf ddng cua hach hanh
nhan cfing nhw xdy dyng hudng giai quyét. Tat
nhién, sé rit t6tnéu-ban-te-nhin-ra-trang-thai

kich dong cua/minh, nhirng thirong-ns sé xay
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ra theo chiéu hudng khéc: ban sé bi kich thich
ndi hodc 1am diéu gi d6 khién ban than thdy
hdi tiéc.

Bay gid ban hdy lga chon: mét 1a, ban c6 thé
quén chuyén gi dd xay ra, ti€p tuc phan ting nhuw
vay khi gdp phai tinh hudng twong tu Ian tdi; hai
13, ban ¢6 gang sap x&p suy nghi va cam xdc clia
minh gidng nhitng manh ghép hinh. Khi bt dau
hiéu tai sao minh lai hanh d4éng nhw vay, ban c6
thé luyén tip nhitng phan tng méc dinh d€ c6 thé
hanh ddng khac di vao lan tiép theo.

Néu chon phuong 4n hai, ban c6 thé bit dau
qua trinh nay béng cach ti cht van ban than dé€

suy ngdm vé hanh ddng ctia minh:
1. Tai sao t6i lai hanh déng nhw vay?

2. Hanh dong d6 gy hai hay gitp ich cho t6i?

3. Tinh hudng nay c6 pht hop v6i hoan canh
chung? T6i s& cam thdy nhw thé nao sau
mot gio, mét tuan hay mot ndm?

4. Tbi ¢6 thé hifu [Am hay mac sai [am g, dic

bigtla-trong-hig nonggian nhw vay?
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5. Néu duoc lam lai, t6i sé thay d6i diéu gi?

6. TGi sé tir ndi gi voi minh d€ [an t6i cd thé

nghi thong sudt hon?

Muc dich cta nhitng cau hoi nay la khién ban
phai suy nghi, qua dé nhan thitc dwge vé hanh vi va
khuynh huéng cAm xtic sap xay ra cita minh. Nho
véy ban c¢ thé hanh déng nham thay ddi nhitng
hanh vi cham tdi gidi han hodc gay nguy hiém.

Trong cudc sdng thuec tai thi diéu d6 c6 nghia
la gi?

Chiing ta hay l&y vi du khi dang 14 xe, ban sé
thuong bi buc bdi bdi cac tai x& khac. Néu cb xe
ap sat hodc lan duong, tw dong ban sé tranh di.
Nhung tir Itic nao khong biét, ban sé bi cudn theo
tinh canh, thé l1a ban tim cadch bam du6i hodc tra
thti kiéu khac d€ nhitng nguoi d6 biét ban méi
la “trum xa 16”. T4t nhién, ban roi vao trang théi
cam xuc khéng ché, lic nay nguy co gy ra tai nan
va bao luwc dién ra chi 1a méi quan tam sau clung

cta ban.

D vay, ban van c6 co hdi d€ binh tinh lai. Khi

do, ban sé cam thay biét orrwy moi/thte khong di
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qua xa tam ki€m sodat va nhan ra hanh dong x6¢

ndi c6 thé khién ban gép rac rdi sau nay.

Nhitng cau hoi va phwong phap o cac trang
triedc sé 1a nén tang gitp ban suy ngm vé tinh

huéng. Hay tu hoi nhiing cdu sau day:

o Toi sé thay d6i suy nghi nhu thé nao néu
biét nguoi tai x& kia dang gip phai truong
hop khén cdp nhu véi dua ba bau sip sinh
dén bénh vién hay ¢S ging dén nguoi nha
bi thuwong?

o Néu tai x& do6 khong ¢6 v thi sao? Toi ¢
pham 18i giao théng khong? Ho sé phan
ting thé nao néu téi vi hi€u nham ma tdn
cong ho?

e Néu t6i tiép tuc tra dila, ho sé phan tGng
thé nao? Diéu nay anh huong dén gia dinh

va ban than t6i th€ nao? C6 déang mao

hiém khong?

e Tinh hudng nay c6 phu hop véi bdi canh
chung khong? Liéu t6i cé thuc sw ban tam
dén viéc ho lan duwong minh sau mot gio,

mottuan-haymot nag say dé?
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Muc dich ctia nhitng ciu héi nay la thay d6i
cach xt ly tinh huéng ctia ndo. Néu khong xem
hanh dong ctia ho la don céng kich ca nhan, ban sé
kich thich nhitng b phan khac ctia ndo hoat dong
khi thdy bé tic, tit d6 suy nghi thong sudt va dua
ra quyét dinh dting dn hon.

Bay gio hdy cting quay lai vdi James. Anh thay
héi 16i khi la mang bon tré va wdc gi minh ¢ thé
thay d6i. Sau khi suy nghi lai, anh nhin ra minh
dé byc tizc khi 8 viét email trong lac dang choi
dtia v6i bon tré. Vi vdy, anh quyét dinh sé tra loi
tin nhin vio nhitng khung gid ¢§ dinh. Anh dit
ch& d6 im ling (hodc tit hoan toan) d& khong bi
phén tam khi chudng d6. Va khi dén luc kiém tra
email, anh ndi treedc voi bon tré: “B6 can vai phat
dé gidi quyét chuyén cong viéc”. Anh chic chin
trong thoi gian d6 bon tré vin duwoc ngudi 1én

tréng nom cén than.

Suy nghi chu dao gitp James phat huy duwoc
kha nang ty nhén thirc va thau hiéu moi viéc ky
cang hon. Anh nhan ra 1am qué nhiéu viéc cling
ltc sé can tro_minh giao tiép hiéu qua. Anh tap
trung lam viéc hon khi nhafi th:é ditgcidiéu nay.
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O vin phong, anh cit dién thoai sang bén d€ c6
thé& 1am dugc nhiéu viéc hon va chi kiém tra dién
thoai vao nhiing khung gid ¢8 dinh. Anh nd lyc
tap trung hoan thanh nhiém vu (hodc it nhét 1a
dirg diing lic) 48 bt d4u cong viéc khac. O nha,
khi vo anh mudn ndi chuyén, anh sé xin vai phut
1am nét viéc dang do d€ cd thé danh toan tam
cho c6.

James cam thdy tuyét voi vé nhiing thay doi
nay. T6i biét vi James chinh la t6i. (Vang, James la
tén 16t cia t6i).

Téi quyét dinh bién trang thai cam xtic khong
ché thanh chat xtc tac cho suy nghi va hanh dong
quyét doan. Ngay khi biét minh la ai, dang dung
dau thi t6i hifu dugc sy thay doi la can thiét.

T6i nhan ra cong viée ctia minh da trd nén
“nguy hiém” nhu thé nao - boi vi t6i say mé no.

méy tinh hon hai tiéng thi t6i sé& thdy kho chiu

ngay. Mién khi nao c6 co hdi, toi déu quay lai vdi

céng viéc.
Nhung d6 khong phai 1a nguoi t6i mudn
tr¢ thanh.
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Sau vai ndm thee hién nhitng thay d6i nay, két
qua that dang kinh ngac. Téi that sy thich céng
viéc ctia minh nén ludn cam thay bi cam db. D6
la cudc dau tranh tim ki€m sy can bang va ¢ cai
nhin bao quét (T6i khéng hoan hao. Chinh vo toi
da giap do rat nhiéu). Toi thdy dong cam véi cb Ay
va bon tré hon bao gid hét. Téi lam viéc niing sudt
hon va tap trung ciing t5t hon. Nhiing thay d6i
don gian da gitip t6i tré thanh ngudi chong, éng
b8 va nhan vién tuyét voi.

Bai hoc tir cdu chuyén: trang thai cam xdc
khéng ché& vén khéng dé chiu gi nhung ta vin
c6 th€ trénh khoi né. Cau héi 1a: Ban sé lam gi
véi trang théi nay? Véi cich thie pht hgp, ban
c6 thé diéu khién cam xtic tro gitp thay vi chéng
lai ban.

Tuy nhién, diéu quan trong ban can biét rang
nhitng diéu chinh nay khéng xay ra mét sém mot
chiéu. Nguoi ta da c6 cau: Théi xadu khé bé.
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XAY DUNG THOI QUEN CHU DONG THAY Vi PHAN XA

Céch ta hinh thanh nhitng théi quen la mdt
yéu t6 khac tac dong dén viéc “1ap trinh” cd nhan.

“Theo cac nha khoa hoc, théi quen xudt
hién khi nao lién tuc tim cach tiét kiém strc lic”,
Charles Duhigg, tac gia cudn sach ban chay The
Power of Habit (tam dich: Sttc manh thdéi quen) da
viét. Khi ndo hoat dong téi wu, chiing ta khong
can lién tyc suy nghi vé nhitng hanh vi co ban
nhuw di bd, néi chuyén ma nao sé gitup chiang ta ste
dung ngudn ning lugng y thitc vao nhitng viéc
khac. (Day 1a 1y do co thé c6 thé tw hoat ddng khi
ta danh ring hodc dd xe song song). Khi ndo xac
dinh dugc mdt hanh vi cy thé nao d6 lap di lap

lai dan dén két qua mong mudn, thoi quen méi

sé ra doi.

‘ Tuy nhién, vén dé 1a ndo khong thé phan biét
nit trong ciu chuyen, sé khong di vao cta hang
boi vi cd &y cin mot b d6 méi. C6 Ay lam vay boi
c6 d c6 théi quen phai théa man dugc tinh td md
ctia minh, né cling gic”%?\ginhu) mot phan thuong
mang tinh-cam. xuc. Tlrdhg tir, mac du Steve
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nghiém tiic bo thudc 14 nhung anh van tai pham
khi bi cing thing quéa mtc. Ndo anh da quen véi
viéc tim ki€m cam gidc nhe nhdm béang nicotin cé
trong diéu thudc.

Théi quen ctia ban cd thé khac. Ban thich thitc
khuya xem Netflix nhung n6 sé khién ban bi mat
ngu vé lau dai va anh heong xdu dén tam trang
ctia ban. Hodc c6 thé€ ban sé ¢ hoan thanh thém
mot cOng viéc trong khi phai roi di ngay dé tham
due mot cude hop. Két quéilé ban phai chay dua véi
thoi gian, rude thém cing thing vo ich cho ngay
- 1am viéc cia minh.

"Chung ta dugc tao thanh bdi
nhing gi ta lap di lap lai. Su
xuat sac khang phai [a mot hanh
dong, ng la thdi quen.’

- Will Durant -

Tlebo théi quen x4u 1a mot viée day thach thize,
thuc t€ la chang khéng hé thuwong x6t ban. Cac
nha khoa h¢c da i hidunang nhitng théi quen
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nay sé khong don thuin ty mét di, nhung ching
ta c4 thé thay thé ching. Nghia la ban khéng bi ép
phai chiu canh théi quen hién tai l3p di lap lai chi
vi ban da ludn lam nhu thé sudt nhiéu ndm. Thay
vao d6, ban cé thé tai kich hoat ndo be‘”mg cach xay
dung thoéi quen mdi.

Chung ta hdy tim hi€u coéng viéc ctia nha tri
liéu Brent Atkinson. Sau nhiéu ndm thyc hién cac
bai tap tri liéu mdi tuan cho cac cip doi, Atkinson
nhin ra ngay ca nhitng cip déi rat hidu nhau vin
c6 théi quen hanh dong ldp di lap lai “theo 161
mon”. Ong lién két didu nay véi trai nghiém cta
cac khach hang.

“Céc nghién ctru vé nio cho thay rang trong
subt cudc doi, con ngudi s€ phat trién nhitng
co ché ndi tai d€ ddi phéd véi nhitng diéu lam
ho phién mudn”, Atkinson giai thich. “Nao bo
sé sap x&p cdc co ch& d8i phd nay thanh céc
chuong trinh phan éng than kinh tie vé chit ché,

c6 kha ning ty dong hoa cao. Mot khi chuong
trinh hoan thién va dwgc khdi dong, mot chudi
suy nghi, mong mudn va hanh déng c6 thé du
doan sé xay ra. Cac chuong trinh phan tng cta

hé than Kinh sé chiu anh huong dang ke tie sw
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nhan thiec va dién giai cita con ngrrdi ma ta tham
chi con khéng hay biét; din téi khuynh hudéng
hanh ddng cong kich, phong tht hodc bo cudc
ddy manh mé." :

Noi cach khdc, cach ban phan tng khi cam
thdy budn chan 1a théi quen ma y thirc da tao ra
nham bao vé chinh né va didu nay oz lip di lap lai
nhiéu [an. (Nhiéu cdp vo chong thuong tranh luan
theo nhitng kich ban hoi thoai rat dé nhan théy).
Chia khoda d€ can thiép chu trinh nay la diéu chinh
lai cach ban phan ung trong nhitng tinh hudng
nhw thé.

Atkinson va cac déng sy dd gitp nhiéu khach
hang lam duwgc diéu nay bang cach chi ho cach suy
nghi linh hoat hon khi bi cing thing. Ho yéu cau
cac cdp vg chong ghi am 10i néi ctia minh trén dién
thoai bt ct khi nao cam thiy khong hai long hoac
khong chip nhan dugc hanh vi caa d6i phuong,
“tirong tw nhu viéc ho d¢ lai tin nhan thoai cho
nguoi kia vay”.

Mot lat sau, cac nha tri liéu mo doan ghi am
1én v6i muc dich gitip ho thuc hién nhitng diéu
dwdi day: '
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¢ Xac dinh phan tng ndi tim ngay cang bi kich
dong khi ho nghe d6i phuwong than phién.

* Suy xét cach phanting Iy tuong trong nhitng
khoanh khic dé.

e Luyén tap cach suy nghi va tra 1oi khac di
khi ban thén thiy khé chiu hogc b4t man.

Két qua rit dang kinh ngac khi khach hang
nhanh chéng hoc dugc cach suy nghi cham lai va
thay d&i cich phan tmg trong lic bi cing thang.
“V6i nhiéu khach hang, day 1a [an déu tién trong
doi ho that sy chi y dén nhiing diéu xay ra bén
trong minh khi ho phai nghe phé binh, chi trich”,
Atkinson chia sé.

Vay lam thé nao d€ 4p dung cac bai hoc nay
vao nhitng tinh huéng ctia ca nhan ban?

9:7.
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[

Bai tap cho ban: D€ thay d6i thdi quen phan
ung, hdy luyén tap voi phuwong phap ba
budc sau day:

1. Tao dong luc

Atkinson lwu y rang nhing ngudi mong
mudn thay d6i théi quen phai tao dwoc
dong luc mot cach hop ly. “Ho phai nhan
thiec dwoc ring nhitng théi quen ctia minh
rat can stra d6i va ban than ho that sy mudn
thay d6i chiing”, Atkinson viét.

Viy nén, hiy tim dong lwc cho minh. Ban
muén séng lau va thanh cong hay khéng?
Ban mudn tan hwdng cudc séng chi?

Khi danh thoi gian suy ngdm vé cach théi
quen hd tro hay can tré ban than thirc hién
muc tiéu nhu thé ndo, ban sé cé thé tap
hop duoc ddng luc d€ tao nén sy thay ddi
dang keé.

2. Luyén tap

D& thuin thuc k§ ndng moi, ban phai luyén
tap nhiéu Tan cho dén khi thudc ndm long.

Ban c6 thé dp dung goi y ctia Atkinson d¢

ghi &m “10i thoai phan nan” ctia d6i phuong
sau d6 bat nghe-mét minh. Neu khong thich
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lam nhu vay, ban cé thé tin dung tinh
hudng khac: Vao Ian tdi ban doc bao hay
lwdt tin trén mang xa hi, hay tim nhitng
binh ludn hay y kién ma ban quan tam.
Ping tra 10i lai, thay vao d6, hdy chu y dén
suy nghi noi tam. Hay hoi minh sau cau tu
chit vin da dwoc dé cap trong chwong nay.
Cudi cung, hay nhé vé canh ban tung gap
rédc réi trede day va rén luyén tinh thin vé
cach ban sé giai quyét nhitng tinh hudng
twong tu sau nay nhu thé nao.

Hay nhd lai phép so sanh vdi cac van dong
vién chuyén nghiép: Giéng nhw ho phai tap
luyén ky thuat hang nghin Ian triedc khi biéu
dién & san khu 16n, ban ciing phai luyén tap
tinh than tredc khi d6i vién véi tinh hudng
bi cam xuc khéng ché.

3. Ap dung

. Cacvandoéngviéntip luyénhang giodétich
liy dwoc nhitng kinh nghiém quy gia khi

tham gia thi d&u thwe t€ D ¢ sén thi ddu
trong nha hay ngoai troi, cac thi sinh ciing
déu ap dung moei kj ndng minh hoc dwgc.
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Ban ciing vay, c6 rdt nhiéu co hoi d€ ban
thwe hanh. Mdi ngay déu c6 nhitng gidy
phtt ban bi cam xtc chi phdi - mot cude
tranh luan phin nd véi déng nghiép hay
thanh vién trong gia dinh; hay mot cam d6
nao d6 khé cudng lai dwoc.

Khi d4p dung nhitng phuong phap nay, t6i
da it gip phai tinh hudng bi cam xtc khéng
ché hon trudc. Thém vao do, mbi ltc trang
thai nay xudt hién, t6i déu cam nhan dugc nd
va sé “lui mot budc” d€ ngin chan tai hoa.
Trong mot s6 treong hop, mot 10i xin 16i chan
thanh vi phan tng titc thoi triede d6 sé nhanh
chéng xoa diu tinh hinh. Sau d6 ban thén toi
ciing nhu nguoi khac déu dé dang binh tinh
tré lai, d& moi nguoi déu cé thé tiép tuc “tién
budc” mot cach thoai méi va hieu qua.
Ban dirng mong minh sé phat trién dwoc
kha ning tw ki€ém soat mot sém mot chidu.
Nhung néu tiép tuc “xay dung théi quen”
mdi khi ¢ co hoi, ban c6 thé chi dong dinh
huéng dwgc phan ting cam xtc ctia minh.
K&t qué 13, ban trd nén céng ci va sdn sang
hon dé€ dwong d4u véi nhitng trd ngai xtc
cam kinh Hoang nhat:
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KHONG TU BO!

Pitng pham sai lam: C8 ging thay d8i hanh
vi cam xtc khéng phai nhiém vu don gian. D€ cai
thién, ban s€ phai nhiéu lan giai quyét cac mdi lién
két dd dugc phat trién tir lau trong hé than kinh.
ThAm chi sau khi “tién budc”, ban van c6 thé phai
di gidt Iui. Co thé ¢ nhiing lic ban sé ban khoan
liéu minh ¢4 that sy tién b chit nao khong.

Sw that lIa khong ai trong ching ta c6 thé
kiém sodt t8t cam xtic. Chiing ta luén pham 15i va
van sé tai pham. Hay cho t6i thdy mot “chuyén
gia” vé Tri tué xtic cam, va tdi sé cho ban thdy
mot nguoi khac dd danh mét binh tinh va dua
ra quyét dinh cam tinh sai lam trong nhiing tinh
canh bi trc ché ra sao.

Nhung néu cin nhéc trang thai bi cam xdc
khéng ché nhu viéc nghién cttu hanh vi xtic cam
cia ban than, d6 sé 1a nhiing trai nghiém dang d€

hoc tip. Hay c8 ging xac dinh sy kién nao khién
ban phan {tng nhw vay va thdi quen lau nam nao |
da “gop bao” vao tinh canh. Hay st dung tri tedng
teeong d€ danh gia va luyén tap. Tim moi cach thay
déi théi quen xau bang thoi quen t6t. Cudi cling 1a

luyén tap,Tuyén tapva luyenstap.
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Khi thite hién, ban c6 thé tieng budc “tai lap
trinh” cac phan ¢ng ban nang ctia ndo - va xay
dung théi quen can thiét d€ thanh céng trong viéc
can bang cac cam xtc.
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—~ hi con nho, Thomas Keller vin

' thuong phu bép & nha hang Palm
Beach ctia me. Anh ngay cang yéu thich viéc ndu
4n va sau cling di quyét tm trd thinh dau bép.
Dat dugcnhiéu giai thiedng uy tin, Keller ni tiéng
- V6i tee cach la mot trong nhitng nghé s &m thuc ¢6

tay nghé bac nhat thé gidi.
Déy 12 Iy do nha phé binh 4m thuc hing dau

ctia New York Times, Pete Wells da khién dw ludn
x6n xao khi chi trich khét khe quén #n Per Se tai
New York ctia Keller. Wells ké lai ba Ian an tdi fai

- day (vao giao muia thu déng nam 2015) 1a “tir that
vong tran tré dén nhat nhéo thyee sy”. @ng khong
nuong tay khi st dung cdc tir “tlty tign”, “vo vi”,
“thtra thai” va “dai nhach” d€ miéu ta nhitng mén
ong thtr qua.

Vay Keller, nguoi theo chit nghia hoan hao va
1a mot dau bép danh tiéng sé phan ting thé nao khi
bi tdn cong don dép bdi cing to bdo vao bén ndm
tredc da goi Per Se 1a “nha hing tuyét voi nhat
New York”?

Anh néi 16i xin 161,
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Vi bai phat biéu vira khiém tén vira ddy cam
hitng, Keller nhén trach nhiém vi chit luong kém
caa Per Se va hira sé cai thién t6t.

“Chung t6i ty hao khi duy tri theo cac tiéu
chuan hang dau, nhung lai pham sai [dm trong
sudt qua trinh kinh doanh”, Keller tuyén bd trén
trang web cia minh. “Chting ti xin 16i vi khién
cac ban that vong.”

Trong buéi phong vin véi tap chi Town

& Country vai thang sau d6, Keller thira nhan
khéng xem bai danh gia cua Wells la don cong
kich ca nhan. “C6 thé chung t6i d3 tyw man”, anh
chia s¢, “T6i nhan ra rang c6 1& moi nguedi trong
nhom ctia t6i da qua kiéu ngao, pho truong cai

t6i qua nhiéu.”

Ngay khi to0 New York Times cdng bd bai
nhan xét, Keller dd dén mot sd nha hang anh
. sbhitudégip 1029 nhinvitnva duaraloigiai
| thich. Anh bao cach duy nhét dé gidm nhe tac
dong caa bai danh gia la hay “hoéa than” thanh
méi khach hang.
Trong thé giGi &m thuc cao cip, noi cac dau
bép hang dau ludm dwec tén sung thi cach tra
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16i ctia Keller da thdi mot ludng gié mdi, dong
thoi cho nhitng cong sy than cn véi Keller thay
dwoc wu &ifm néi troéi cia anh trén san khiu
16n: anh cé kha néng thu loi ich tit nhitng nhan

xét tiéu cuec.

TAI SAO CH_l'JNG TA LUON CAN GOP Y?

Trudc khi ban bac bd, cho rang 16i tuyén b
ctia Keller nhie mot ddng thai PR gia tao, hdy suy
xét hanh dong nay trong thuec t&€ kho khan nhie the
nao: chdp nhan mot phan hoéi day tiéu cuc va gay
git, kiem ché tw i va néi 10i xin 16i.

Dau bép dat giai Grant Achatz, ngudi timg
l1am viéc b6n ndm dudi s quan ly cta Keller tai
nha hang French Laundry néi tiéng ¢ California
md ta day 1a mo6t hanh dong da &n vao gen ¢6 van
cli ctia anh. |

“Khi nhitng diéu ki€u nay xay ra... anh dy
ludn lap titc phan tng theo hudng tich cuec va cd
géng cai thién n6 tdt hon”, Achatz chia sé. “Chung
ta 6 thé suy doan anh ta 1a ngudi kiéu ngao va tue

man, nhung anhdy ldhibng hénhw vay::
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Néu giéng t6i, ban c6 thé nhanh chéng nho
vé cac tinh hudng twong tw khi ban da phan tmg
khong médy hay ho vdi nhitng 10i chi trich.

Khéng khé dé€ hiéu ly do tai sao. Cam xtic cia
chiing ta ludn gan lién véi cong viéc, niém tin vay
ki¢n ctia ta. Chic chin chung ta déu tuyén bd'sé hoc
héi va cai thién @€ trd thanh phién ban t6t nhét caa
chinh minh. Nhung khi c6 nguoi dén hoi ching
ta 1am thé nao, chiing ta lai thiy cing thng, nhay
cam va chan nan.

Nhung chuyén gi sé xay ra néu ban biét cach
nhin nhan 16i phé binh theo nhiéu hudéng khac
nhau, hodc néu ban tim ra cach thay ddi tac dong
ctia nhitng binh luan nay - tir don cong kich thanh
diéu cé ich v6i ban?

Chung ta c6 th€ so sanh 16i nhan xét nhuw

vién kim cuwong chua dugc danh béng. Voi cai

— nhinnghiépdu;- vienda qﬂy—fﬂ@i—khﬂi—th&%é@%hH

khong miy gia tri, hodc thdm chi khong hép dan
gi. Nhung sau qué trinh phén loai, cat got, danh
béng phuc tap va lién tuc, gia tri thuec sit ciia no sé
trd nén ro rang. Tuong tw, hoc cach “kiém loi” te
nhitng chitrich.sé ted thanh, mot ki néng vo gia.
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Tat nhién, moi gép y ban nhin dwgc khong
phai liic ndo ciing gay gat. Loi khen ngoi ding ltce
hay cé mot chat xu ninh sé khién ban mim cudi.
Nhung ngay ca 16i khen chan thanh ciing c6 thé
gy bét loi sau mét thoi gian néu ban khong hoc
cach nhin nhan né ding dan. '

Vay lam thé nao d€ tdn dung 10i chi trich cia
nguoi khac?

D6 1a cau hoi ching ta sé tra 10i trong phan nay.
Téi s& cho ban thdy nhén xét ctia ngudi khéc anh
hudng dén ban nhw thé nao, tham chi theo nhitu
huéng ma ban khéng d€ y téi. Sau d6, toi sé gidi
thiéu kiéu gop y nao mang lai nhiéu loi ich nhat va
chia sé mét s§ meo gitip ban nhin biét dugc ching.

LOI GOP Y LA MOT MON QUA

“Noi tinh Amazon: V4t 1on v6i nhitng y tiedng
I6n trong méi truedng “‘thuweong tich’.”

Do 1a tiéu dé cia mot bai béo tai tiéng duoc
dang tai boi New York Times vao ndm 2015. Cau
chuyén miéu td Amazon, behemoth' ctia nganh

! Behemoth 12 mdt loai sinh v4t than thoai dwoc ‘dé cip dén trong
tdc phdm Sach J ob (Kmh Théanh). Ngay nay, behemoth dugc
dung nhu mét tir &n du d& chi mot thuc thé c6 kich thude khéng
16 va stic manh phi thuong;
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thuwong mai dién tt 1a mot 1o cha tan bao da dit
nhitng cach tin va hiéu sudt cong ty trén ca hanh
phtic va an toan ctia nhan vién.

Bai bdo md dau véi doan: “Tai Amazon, nhan
vién dugc khuyén khich ‘xé toi’ y tuwdng ctia nhau
trong cac cudc hop vira mudn vira lau, dugc to
chtrc theo cdc tiéu chudn ‘cao v6 Iy’ ma cong ty 1dy
lam tw hao”. Theo céc tac gia, hanh vi gay thuong
ton va vo dao ditc rit pho bién. Nhan vién truedce
day va hién tai cia Amazon da chia sé nhitng cau
chuyén vé cdc quan ly dd nhan tdm tho o vdn dé
sttcc khoe nghiém trong va bi kich gia dinh ctia
nguoi lao dong.

“T6i thdy hau nhu nhiing dong nghiép déu
titng khoc trén ban lam viéc”, mét nhan vién truedc
day cho hay.

Céau chuyén nhanh chéng duoc lan truyén.

va x&u. (C cho la Amazon tuyén dung hon ba

nghin nguoi trén toan thé gioi). Bai viét thu hut
| gan sau nghin binh luén trén trang web New York
Times va tham chi con gay ra cudc tranh ludn cong

khai gitta mét giam doordieu-hanh cia Amazon

109



EQ - TRI THONG MINH XUC CAM TRONG CONG VIEC

va tong bién tap cua to Times trén Medium, trang
blog triec tuyén dugc yéu thich. '

Trong ludng truyén théng nhiéu loan &y, ndi
bat lén cau tra 10i cia mot nguwoi dan ong.

Vao cling ngay bai bao dugc dang tai, ngwoi
sang lap va giam d6c diéu hanh Amazon, Jeff
Bezos dd gti mot lwu y toi cac nhan vién cua
Amazon, néi rang ho nén “doc k§” bai viét cla
New York Times.

Loi chi trich chdc chdn gay choang. “Téi
khong nhin nhan Amazon nhu vy, va toi rat hy
vong cac ban ciing th&”, Bezos nhic nhan vién va
néi thém rang cau chuyén ctia Times “khong mo
ta Amazon theo cach t6i tieng biét hay cac nhan
vién t6t bung lam viéc cting t6i mdi ngay”. Ong
khuyén khich nhan vién béo cao bat ky sw ¢6 nao
twong tir véi cau chuyén trong bai bdo. Bezos
tham chi con yéu cdu moi ngwoi lién hé tryc tiép
véi 6ng qua email.

“K€ ca khi cac hanh dong d6 hiém gdp va ca
biét, gidi han chiu dung cta ching t6i cho bat
ky sw thi€u ddng-cam-nao-ciing-bang-khong”,

Bezos viét.
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RS rang, Bezos cam thdy hén loan khi suy
nghi vé cach giai quyét con khung hoang nay.
Tuy nhién, 6ng d4 tan dung phan héi tiéu cyc lam
chat xtic tdc d€ danh gia lai tinh canh hién tai ctia
cong ty va thé hién 6ng nghiém tic ra sao trudce
cao budc.

Liéu 1oi kéu goi day hap dan clia Bezos c6 hiéu
nghiém? Nam 2016, cong ty thong bao nhitng thay
d6i dang k&€ vé cach danh gid nhan vién thing tién.
Trong tuyén bS chinh thitc, quy trinh mdi nay
dugc md ta 1a “da don gian hoa triét d&”, duy tri
viéc tdp trung vao diém manh ctia nhin vién chiy
khéng xoay sau vao “thiéu sot khuyét diém”.

Thong bao tdi nhan vién cua Bezos gidng hét
cau tra 10i ban dau ctia Thomas Keller truGe bai
danh gia tiéu cuc. D6 la nhitng minh ching séng
vé viéc ching ta nén xem 10i chi trich nhw co hoi
dé hoc hoi.

Nhung cach phan ting nay thwong khong phd
bién - va rt dé& higu Iy do tai sao.

Ban d3 d6 bao nhiéu mau, md hdi va nudc mit
vao coéng viéc nén ban cam thdy dau long khi ai
d6 xem thuomg nohgeciia minh 12 diéu rat binh
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thuong. Ma sy thit la nhiing gia tri, niém tin va
quyét dinh ca nhén di tao nén ban. Phi bing ching
nghia la anh chj cong kich t6i thieong la nhitng phan
tng méc dinh.

~ S& con t6i té hon néu ban bi ban bg, vg chong
hay ngudi thén chi trich. Sao ho ¢ thé, ban tu hoi
minh, Ho ching phdi ditng vé phia minh sao?!

Van dé & day la: khong phai ai luc nao cling
diing. Ban can nguoi khéac chi ra diém yéu va
thiéu sét ctia minh vi d6 sé 1a cach ban cai thién
ban than.
~ Khoéng may, da s 101 gép y ching ta nhan
ching bao gid nhi mong doi. Thi thoang ching
hét stec thd 16, tham chi vo 1y theo nhiéu cach
khéc nhau. Nhung ngay ca khi 16i phé binh khong
mang tinh xdy dung, ban cling nén coi ching nhw
1a mén qua - boi vi chi trich bt ngudn tix sy that,
nghia 1 ban ¢4 thé suy xét ching ki cang d€ gitp
minh cai thién.

Cho di1 1oi gbép y b v6 cin ct dén mdy, no
van that sy c6 gia tri khi gitip ban hi€u duoc cach
nhin nhin sy viéc cia moi ngwoi khac ban ra sao.
Hoc hoi quan di€m va eactityluén et ngroikhac
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con gitip ban tw tap trung suy nghi, dinh nghla lai
niém tin va gia tri ciia minh.

Hiy xem phan hoi tiéu cyee nhue mot co hoi dé
hoc héi va luyén tdp nhitng diéu sau day:

e Déanh gi4 xem y kién ctia minh c6 dung dan
va chuin bi tim thé cho nhiing chi trich
tuong ty trong tuong lai.

e Chuan bi cach minh phan hoi, sao cho thong
diép ban truyeén tai sé dugc nhitng nguoi co
géc nhin khéc thau hiéu.

e Xac dinh lai d6i teong muc tiéu caa ban.

e Thay d8i va thich nghi khi can thiét.

TAt nhién, t6i sé& d€ bung nhitng 10i chi trich
gay t6n thuiong hay thi€u suy nghi. Néu ban cin
phé binh, hay thé hién mét cach ton trong va khéo
1é0. D6 khong chi la hanh dong tir &€ ban c6 thé
1am, ma con gitip ban thu duwoc két qua t6t hon.

(Xem thém trong nhitng trang sach ti€p theo).

Nhung néu ban la nguoi phai nhan chi trich,
ban khéng may man duoc hudng sy sung sudéng
d6 dau. Hay nho rang 10i gop y gidng vién kim
cuong thomdi dao én: n6 khong dep nhung lai co
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tiém ning 16n vé gia tri. DAy chinh 1a lac can cit
got, mai gifia, hoc héi va phat trién.

BIEN TIEU CUC THANH TiCH cuc

Dé gép y tré nén b ich, diéu quan trong la
ban can nhé moi yéu t6 de doa khién hach hanh
nhan phan ttng dot ngot ma khong them suy xét
téi qua trinh dwa ra quyét dinh thong thuong
cta ban. Trd “che mét thién ha” nay bién dang
theo nhitu ki€u: Cé thé ban thdy cing thing
va khéng muén nghe nita. Hodc ban bit diu
tit bién minh nhitng gi minh néi hodc lam. Ban
tham chi con c§ ging thu hep van dé va d6 16i
cho nguoi khac.

Nhitng hanh dong nay ching mang loi cho ai.
Nhung lam thé nao ban c¢6 thé gitt cam xtc khong
noi loan?

MAu chét ndm & viée ban ti luyén tép, hay
nhin nhan 16i gép ¥ nhuw mot co hoi hoc hoi chir
khong phai Ia don cong kich ca nhén.
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Bai tap cho ban: Bat ctt khi nao bi gop y, ban

hay tap trung vao hai cdu héi sau:

e Néu gat bo cam xtic ca nhén, t6i ¢ thé hoc
duoc gi tir quan diém trai chiéu nay?

e Toi c6 thé tan dung 1oi gbp v d€ cai thién
minh nhu thé nao?

Can nhic nhitng cau hoi nay sé gitp ban
chuyén do6i thoi gian va nang lwong cua minh
thanh bai tap luyén ning sudt. Qua that, ban cé
thé& bién tinh hudng tiéu cuc thanh trai nghiém
tich cuwc — mot co hdi d€ hoc hoi va cai thién
ban than.

Phaéi thira nhan rang khong dé gi d€ bat dau.
Phan ting tie nhién ctta ban trude 101 gép y thuong

b&c dong - mot théi quen “bat ré” da lau. Nhung
néu danh thoi gian tra 10i nhu’ng cau h01 tham
duoc gi d6. Va néu duy tri diéu nay xuyén sudt,
phan tng tw nhién cta ban trudc 10i gbp y dan
dan sé thay déi.

Kha vit va d€ t6i hiéu duoc bai hoc nay. Nhiéu
nam trieec khi moi-tam lanhy dao, toi da phai trai
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qua qua trinh thay d6i kho long quén dwoc. Toi
phat mét thanh vién trong nhém - hdy goi anh &y
13 David - vi pham 18i nghiém trong. Lé ra toi nén
truyén dat theo cach khéc t6t hon cho dit quan
difm ctia minh nghe ciing hop ly.

David lap ttc cuc cin: “Anh biét khong, anh l1a
loai quan Iy m chiing t6i ghét 1am ddy.”

That dau long!

T4t nhién, David ¢ thé bay t6 y kién ciia minh
Kkhéo 1éo hon. Nhung c6 nghi nita ciing ching dé
lam gi, vi quan di€ém cta David cfing c6 y nghia
nhat dinh. T6i rit 4 tim t6i nhitng 101 anh néi, hoi
Iy do tai sao anh &y cam thdy nhu vy va rat kinh
nghiém tir sy thanh that ctia anh. Cudi cling, diéu
d6 khién t6i tro thanh ngudi quan ly t6t hon - va
cho David thdy ring t6i khong phai la tén khdn
nhw anh 8y nghi.

Du vay, hdy than trong: Dlig bi dan vit qua
nhiéu bdi cac gop y tiéu cuc.

Lam thé& chi khién ban thém “té liét” va bi
“chén ép” boi nhitng nguoi luén cé thanh kién, ho
thich phé binh-va-chi-trich-dén-khi-ban.cam, thiy

nhu mudn budag xubi moi thd! Baw c& e quen di
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nhitng wu tién va gia tri cila minh. Hodc ban sé bi
théi thic phai chiimg minh 1a ho sai, dén ndi danh
mAat wu thé ban than va t6n thoi gian nd luc trd
thanh mét ai dé khéng phai ban.

Khi ngwoi khéc chi ra “diém mut” ctia ban,
diéu ban can 1a hoc hoi va budc tiép. Phan Ién
gop y cua nguoi khac déu mang tinh chu quan,
hiy nhé nhu vay. Hon nita, nhitng khi sy ty tin
trong ban xudng cuc diém, dé 1a lic ban can
tap trung nhiéu hon dén nhiing viéc ban dang
lam dtng, thay vi ¢6 tim cach cach hoan thién
ban than.

Cudi cling, c6 nhitng lic nhat dinh ban can
dap tat hoan toan nhitng 10i chi trich tir nguoi
khéc. Néu ban biét ¢6 nguoi dang ¢d ham hai ban
hotc bdi nho gia tri ctia ban thi t6t nhat 1a dimg,
suy nghi gi ca. Thay vao d¢, hay tim kiém gép y tix
nhitng ngu’cn ban quen biét, tin tuwdng va thatlong

Li‘ar‘ tan
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NGHI VE LOI KHEN MOT CACH TiNH TAO

Kiém soat cam xtic khi bi gép y 1a diéu quan
trong, thé khi dwgc khen ngoi thi sao?

Co rét nhiéu loi ich khi danh 16i khen chan
thanh va cu thé€ cho nguoi khac, chiing ta sé kham
pha nhitng diéu nay trong cac chuong tié’p theo.
Khi bi phé binh qua mitc, 101 khen nggi c6 the gitap
ban nhin thdy dugc diém manh clia minh, th€ hién
duoc long tie ton va tw tin vao kha nang ban than

cling nhu tao dong liec can thiét.

Nhung ¢é mébi nguy hiém tiém an sau nhiing
16i “mat ngot rét tai” ma chiing ta can phai ban
luan. Cte &€ cAm xtic tudn trao ngau himg sé khign
ban qua dé cao kha ning cia minh, khién ban trd
nén thi€u can trong, v cam, thim chi kiéu cing.
Ban s& bt dau coi thuong ngudi khac hodc phat

trién y thitc vé ddc quyén ca nhan’.

1 Nim 2015, c4c nha phén tich Ha Lan cong bé ban nghién ctu ring
tré em dugc b me khen ngoi qua muc s& thé hién sy ty mén cao
hon. Brad Bushman, m§t trong cac tac gia ciia nghién ctru va gido
st Truyén thong - TAm ly ctia Pai hoc bang Ohio cho biét: “Nhiing
ngudi c6 long t trong cao nghi minh tdt nhr moi ngwdi; trong khi
nhitng ngudi tw man thinghi'minh. 6t Houl 6 girdi MHACE | (TG)
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Ban cling nén nghi xem liéu nhitng 10i tung
hé danh cho minh la thanh that hay c6 moét
dong co an kin nao d6. Khen nggi véi y tén
trong xuat phat tir sy chin thanh nhung ninh
bo lai thuong do tinh ich ky thac ddy. “Hinh
thitc thao ting pho bién nhét chinh la sy ting
bdc - va né ciing la hinh thitc nguy hiém nhat”,
cd van lanh dao Mike Myatt viét trong cudn
sach ban chay Hacking Leadership (tam dich:
Meo théng linh), “Tuc nglt xwa cd cau ‘Ninh
hot sé dua ban 1én chin ting may’, y ndi nhitng
ngurdi ¢ am muu bat chinh khong chi 4m muu
trong dau ma con hanh dong gay hai cho nguwoi
khac. Nhitng ké lwoi biéng, ham mudn quyén
Iwc, tham lam, ha miéng cho sung, hay nguwoi
mic chimg r8i loan da nhan cich déu hiéu ting
bdc 1a khong vo hai. Trdi ngureoc la dang khac,

cac ké déo moém nay déu biét rang ting bdc cd

strc anh hweong, ¢6 thé pha huy, tiéu diét va lita
gat nguoi khac... Thao tung duwdi hinh thirc
tang bSc khéng don gian chi 13 mét cach thtc

cong kich.”
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- "Ke thich duoc tang bac, that
xing dang véi nhiing |61 tang boc.

WILLIAM SHAKESPEARE, TRICH VJ KICH
TIMON OF ATHENS

Vay nén, hdy canh giac véi nhitng nguoi chi
c&t 10 khen ting cho nhitng ai ho ¢ th&1gi dung.
Thay vi thé, hdy tran quy loi khen nhuw mot cong
cu gitip ban xé4c dinh va phat trién vu diém ban
than. Hay tan dung loi khen lam dong luc cho ban
lam viéc chdm chi va lién tuc cai thién minh. Pong
thoi, hﬁy nhd ring moi kha ning, kj niang hodc tai
ning ban s& hitu déu 1a két qua ban nhan duoc tie
ngudi khac. Biéu nay sé gitip ban tranh khoi cam
dd phé bay quan diém thai qua hay ty cho minhla
niguoi hoan héo, vi sau cing né chi khién ban ém
14y thit vong ma thoi.
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Bai tip cho ban: Lan t6i néu c6 ai d6 khen

ban, hay lich su cam on ho, r6i tr hoi minh
‘nhitng cau dudi day:

e To6i hoc duoc gi tir 10i khen ctia ho? Lam the

nao dé 13p lai nhitng viéc minh lam dung?

w e Ai da gitp toi thé hién t6t nhu vay? Toi co

: thé cam on hay khen ngwoc lai ho khong?

e Liéu 1o khen cta nguoi d6 c6 chan thanh

hay ho chi c¢6 ninh bo d€ nhén lai gi d6?

LAMTHENAODENHANDUOC LOI GOP Y BAN CAN?

Ban néi: “T6i nhin ra minh cin nguoi khac
nhan xét d¢ tién bo hon. Nhung néu khong ai
mudn gop v cho tdi thi sao?”

Co6 rat nhiéu ly do tai sao dwa ra 10i nhén xét

_ cbichlai khé dén vay. O cong ty, sép vadong
' nghiép c6 thé khong xem hinh thitc giao tiép nay

1 wu tién. Hodc ho thiy viéc nay kha dang so, vi

ho e ngai khong biét d6i phuong sé phan ting ra

sao. Néu ban 13 sép, nhan vién c6 thé sg hau qua

khi Ien &g phé binh ban,
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Con & nha, it “1oi qua tiéng lai” s& khién mdoi
quan hé dan di dén hoi két. Thay vi 8 géng ddi
thoai, cac thanh vién da tir théa man khi ho c6 thé
danh thoi gian doc sach, xem phim hay choi game.
Dt chi ng6i cach nhau vai mét, tdm tri ho duong
nhu xa cich téi nira vong Trai DAt.

Nhung cé cach rat don gian d€ nhan dwoc gép
y ban thét sy cin: hdy yéu cdu dwoc gop .

Khéng ai trong chiing ta c§ gang 1am diéu nay.
Vi dy, lan cudiban yéu ciu vg/chdng, con cii hodc
- dong nghiép ctra minh chia sé nhiing gi ho nghi
veé ban 1a khi nao? Ban ¢6 d& nghi ho néi véi ban
nhiing diéu ho mong ban sé cai thién hay khéng?
Phai that sy c6 can dam méi héi dwge nhitng cau
nhu vdy... nhung hdy tudng tuong vé nhiing gi
ban cé thé lam véi cac cau tra 10i.

Khi ban thuong xuyén tim kiém sy gdp y,
nguoi khdc sé c6 khuynh hudng néi voi ban nhiing
diéu ho thét sy nghi, do d6 ban cang ¢6 co hoi d¢
hoc hoi. Nhung ciing con 1oi ich khac khi yéu cau
nguoi khac chia sé y kién cta minh: d6 1a moi
nguoi sé ¢6 khuynh huéng dénh gia cao nhiing
nguoi luén mong dwecnhin gopy phé Ginh. |
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“Nguoi ludn dé nghi duoc tw van la nhitng
nguoi c6 kha ning ghi long tac da va phat trién
thanh that nhit”, hai tic gia Sheila Heen va
Douglas Stone viét trong cudn sach Thanks for the
Feedback (tam dich: Cam on ban da gop y). “Cling
vi yéu cau ngudi khac gop y ma ban khong chi biét
duwoc cach moi ngwoi nhin nhan minh, ma con tac
dong triec iép dén cach ho nghi vé ban. Viéc yéu
cau gép y mang tinh xay dung sé gitp ban phat
huy dwgc tinh khiém nhueong, ton trong, cau toan

va ty tin, tit thay cung mét lac.”

T4t nhién, trao d6i 1a con duong hai chiéu.
Ban cling sé cén gop y véi moi nguoi vé nhitng
gl ban tran trong ¢ ho cling nhu nhitng mat ho
con thiéu sét. (Xem thém cach déng gdp y kién o

chuong 7).

Nhung ditu nay c6 that sg dé dén vay? Liéu

chi cdn yéu cau la moi nguoi sé cho ban nhitng 161
gop y hitu ich, hiéu qua hay sao?

Yéu ciu ngudi khac gop y truc tiép sé gitup
ban kham phd ra nhiéu thit, nhung ban cling nén

cAn nhacveky-nangxin y, kién.
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Bai tip cho ban: Heen va Stone khuyén khong
nén hoi nhitng cdu mo hé nhu: “Ban c6 goép y
gi cho t6i khong?”. Thay vao d6, hay gidi han
pham vi. Vi dy, ban c6 th& héi y kién ctia sép,
dong nghiép hodc ngudi quan ly tryc ti€p nhue
thé nay: “Ban thay t6i con thiéu st diéu gi d€
c6 th& 1am viéc hiéu qua hon khéng?”!

“C6 18 ngueoi A6 sé dé cap toi hanh déng dau
tién nay ra trong dau ho hodc van dé quan trong
nhit trong danh sach ctia anh ta/c6 ta”, cac tac gia
viét, “Du thé nao thi ban cling nhan dugc thong
tin chi tiét va cd thé khai thac triét dé hon theo
cach riéng ctia minh.”

O nh3, ban ciing ¢6 thé hai vo/chdong hoidc
thanh vién khéc: “Con diéu gi ma em thay anh c6
~ thé cai thién d€ chiing minh gin k&t hon khéng?
Em biét ddy, mét théi quen x4u em mudn anh thay
ddi chang han, hodc 1a mot vin dé nao d6 anh ¢6
thé giai quyét t6t hon?”

! Trong budi phong vin c4 nhan, Heen gi6i thiéu phuong thuc
twong ty gitip ban danh gia kha ndng lam viéc trong tinh hubng
cu thé. Vi du, bancothé hoi=“Titucon didu BITAtoiTo thé 1am
tbt hon trong cudc hop hay budi tHEVét trinh khdhg?” (TG)
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Hoi nhw vay c6 thé gay bat ngo 1on, nén hay
dé déi phuong c6 co hodi suy nghi va gop y cho
ban. TAt nhién, ban cling nén chuéan bi cho moi
viéc 6 thé xay ra. Nhung khi 12 nguoi tim ki€ém s
gbp ¥, ban hay kién tri muc tiéu dén cing - cu thé

14 cai thién ban than va ciac moi quan hé.

CAC TG CHUC LON TAN DUNG GOP Y NHU
THE NAO?

Moi cong ty déu noi ring ho trin trong suw
minh bach va chan thanh. Da phén 1a n6i déi.

Mot cong ty minh bach that su sé khuyén khich
nhan vién trao d6i thanh that va r6 rang, mdt cong
ty nhu thé rat kho tim dwoc. Thay vao do, ban sé
thdy mot mang ludi phirc tap day tinh “chinh tri
vin phong”. Nhan vién thuong do dw vi khong c6

quyén phé binh nguoi quan ly va nhom tredng.

Ho so minh sé bi xa lanh, giang c&p hodc tham chi
thdi viéc.

Néu dang giit vi trf 1anh dao, t6 chitc cua ban
¢in xay dyng tinh minh bach that sy bang hai

bude duegiday:
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1. Chimg minh tinh minh bach béng céch khen
thudng cho ngudi c6 gép y chan thanh

Thay vi xdy dung nhitng cai mdy phat lai
va thic ddy te duy theo s§ dong, hdy dé€ moi
ngudi phét bidu y kién va quan di€m d6i lap,
sau d6 khen thudng ho. Mot s§ c6ng ty khuyén
khich déng goép y kién cai thién théng qua
“Hop thu gép y” (theo cach truyén thdng hoic
dién tir) va thuwedng tién cho nhitng ai c6 y kién
kha thi nhét.

2. Tap trung vao noéi dung thay vi cach truyén dat

Néu la ngwoi nhén gép ¥, ban dirng tén thoi

gian suy nghi vé cach truyén dat.

Mot nhén vién lau ndm cua céng ty da giy
sOc khi d6t ngdt thdng bao nghi viéc tdi tat ca
moi nguoi. Cht tich céng ty quat ming nguwdi
nay, sau d6 tuyén bg: “T6irdt mudn nghe 16i phé
binh mang tinh xay dung vi né sé thit sy lam
ban phai suy nghi. C6 phai tdi nén tro chuyén
vOi moi nguoi thuong xuyén hon khong? Dé 1a

mot van dé quas trong.”
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Hiy nhé ring, di1 1oi gép ¥ ¢6 v6 1y di nita thi
né van cho ban céi nhin déng gia vé quan diém
cua nguoi khac.

Vay nén, dui ban la quan Iy hay gidam d6c, hay
khuyén khich moi nhén vién chia sé suy nghi ctia
minh nhit th€ hém nay la ngay cu6i ho con lam
viéc 6 day.

HAY TIM VIEN KIM CUONG CUA BAN

Khong ai thich nguwoi khiac néi minh sai.
Nhung dé thdy dugc vé dep tinh khiét ctta vién
kim cuong tho, ta can trai qua qué trinh tim hiéu
va danh gia, phai quan sat nhitng khia canh khac
nhau ctia méi y kién déng gop d€ duc két duoc cac
gia tri dich thuc.

Nhiing gép y tit bén ngoai sé gitip ban nhin
nhan duoc ban than qua céc lang kinh khac nhau
va phat hién cac “di€m mu1”. NS con gitp ban biét

cach t6i wu hoa thé manh va giai quyét triét d& cac
nhuoc diém ctia minh.

Walt Disney titng chia sé: “Ban c6 thé khong
nhan thay khi nao viéc nay xay ra, nhung bi ‘d&i xt
té bac” doLkhila diey tuyét yoinhat trén thé gidi.”
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Mong mudn dwoc nhén xét chinh la ly do
nhitng cong ty thanh cong nhit trén thé gidi moi
cac chuyén gia te vin bén ngoai vé, cling nhu viéc
nhitng nha khoa hoc nho déng nghi¢p xem trudc
nghién ctru € dua ra danh gia. D6 1a ly do vi sao
dau bép néi tidng thé gisi nhu Thomas Keller chi
¥ d&n bai phé binh. Va tham chi cling la ly do céc
vin dong vién tai ning nhét trén thé gidi déu co
huan luyén vién.

Kha ning tiép nhan hiéu qua 1di gép ¥ la rat
quan trong vi né gitip ban mo réng taim nhin va
hoc héi kinh nghiém tr ngudi khac. Diéu do that
st ching lién quan dén tudi tic hay gidi tinh clia
ban, va né ap dung ddi voi bat ctt ai - d6i tac hay
gia dinh, tir CEO dén nhan vién moi.

Véy nén khi 6 ai d6 sén sang chia sé gép ¥,
ban hiy trdn trong mén qua nay. Tiép nhan, suy
xét, chdp nhan va hoc hoi. Dt 16i nhén xét tiéu cue
hay tich cyc thi ciing dimg d& né dinh hinh nén
con ngudi ban. Ct d6n nhan nhitng diéu minh co
thé va tiép tyc phat trién.

Hiy nh¢ rang: mic du ching ta thuong chu
y dén nhitng ngudicsd cing quan diem voi minh
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nhung nhiing ai ¢6 thanh kién, hay la méng, néu
8 vu nhreoc diém ban than van 1a ngudi gitp
chiing ta tién bd. Nhitng nguwoi that sy thir thach
chiing ta sé khién ching ta t&t hon.
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4m 2008 t6i die dinh 8 chic 18 cudi
vé6i tinh yéu doi minh. C6 &y khi d6
dang s6ng tai Dirc. Cudc sdng that tuyét voi.

T6i d3 - danh muwoi ndm 1am viéc cho td chirc
phi lgi nhuan tai New York, yéu thich cong viéc va
dang dugc cin nhic thing chitc. Khi vo sap cudi
va t6i bat dau chudn bi cho cudc s6ng méi thi tinh
hinh d6t nhién chuyén bién. Vi céng ty téi to chizc
nén muén cit giam nhan lgc. Cong viéc khong
con 6n dinh nita nén ca hai ching t6i nghiém tic
ban vé viéc chuyén sang Dirc sinh s6ng. Chiing t6i
quyét dinh rang, néu tdi thoat khoi vu cit giam
nhan sy thi c6 Ay sé ¢ lai ciing t6i. Nguwoc lai, toi sé
1a nguoi theo ¢6 dy.

Ho bao t6i cho thwe quyét dinh cubi cing trong
vong bon dén sau tuan.

Sau tuan troi qua. R6i dén bay tuan.

Va tdm tudn...

Chin tuan...

Tb6i khong chac minh sé kién nhan dwoc bao
lau. Tham chi con khong biét liéu minh cd bi “bo

x6” hay khong; t6i chitcan biét mét digu gt do, Toi
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goi cho bd phin nhan sy, 8 ging nghe ngdéng tin
ttec nhung cling khong c6 két qua gi.

Sau cling, t6i quyét dinh xtr Iy theo hudng khac.

Toi viét thu truc ti€p ghi dén Ong Pierce,
tredng bo phan nhén sy, ngudi ciing nam trong
ban diéu hanh. Email t6i viét ddy ton trong nhung
van rat thing thin. Téi giai thich tinh canh caa
‘minh cling véi viéc dang chuin bi bay sang Dtrc
vai ngay nita d€ gdp vo chua cwedi. Toi bao moi thir
sé rat tuyét néu dugc triee tiép cung c6 &y doc thuw
phan héi tir ng.

TG chitc ciia t61 c6 gan 6.000 nhan vién tai thoi
di€m do, va t6i thi chua bao git gip 6ng Pierce -
nén t6i nghi nhiéu kha ning bitc thw ctia minh sé

bi chon v trong hop thuee dén cua 6ng Ay.

Nhung sau khoang hai thang rudi cho doi dai
nhdt doi minh, t6i chi mat hai ngay dé nhan 14 thw

quyét dinh sau khi gtri tin nhin d6.

Sau hom gtri email, t6i 1én may bay sang Ditc,
va chua day 12 gio sau, t6i va vi hon thé cia minh
cung nhau mo thu.

“Emse thich New Yorlk thoi!, to1 bao.
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uéc MUON THI DE, BAY TO MGI KHO

Khi Pierce doc dwgce email, 6ng khodng chi coi
bizc thw d6 12 yéu cau ciia mét quan ly cdp trung
binh thuong. Ong con doc thiy sy quan tdm sau
sac va nhitng cam xuc cta thanh vién trong gia
dinh nhan vién dy. Van dé nay rat quan trong voi
t61, nén no ciing quan trong voi ong ay.

Vi du nay gitp ching ta hiéu duoc gia tri cia
st dong cam, kha néng quan sat va cam nhan moi
thiz tir quan diém ctia ngueoi khac.

Ban thuwong nghe moi ngudi néi minh can
déng cam hon trong cudc sng. RS rang ban da
trai nghiém diéu nay trong nhiéu trudng hop:
Nguoi quan 1y khong can dy gi dén nhiing ndi
kh6 khin ma ddi anh ta gdp phai, va ngugc lai.
Chdng va vg khong con hiéu nhau nita. B6 me da
quén mat cudc song nién thidu la nhw thé nao...
va bon tré thi khong thé biét dugc b me quan tam
dén minh ra sao.

Hoic ban c6 thé nhin vao th€ gidi tryc tuyén.
Poc binh luan cho mdi cau chuyén r6i ban sé thdy
hang t4, hang trdm ngudt-dang“khé-chién’ voi
nhau trong khihg chdngheé qtien bietKhong don
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thuan 12 nhitng y kién khac nhau, do6 1a su xUc
pham, miét thi, tham chi de doa.

Nhung néu tit ca chung ta déu mong moi
' nguodi c§ ging nhin nhén sy viéc tit quan diém clia
minh thi tai sao lai qua khé d€ ching ta thuc hién
didu twong twe dén vay?

Trong chuong nay, ban sé hi€u ra ly do tai sao
déng cam thueong bi hi€u nhdm cling nhw thdy
dwoc nhitng trd ngai khi ban mudn nang cao kha
ning dong cam. Ching ta s& tim hi€u kj hon vé
cach dong cam trg giup cling nhuw gdy phién ban
nhuw the nao trong cudc séng hing ngay. Cudi
cling, chiing ta s& xdy dung cac budc luyén tap
thye t& 46 ban 6 thé dong cam ding cach. D6 1a
ditu s han gén m&i quan hé ci nhan va ting tinh

hiéu qua trong mai viéc ban lam.

DONG CAM LA GI? (VA DIEU Gl KHONG PHAI LA

DPONG CAM?)

Tt “empathy” (dong cam) trong ti€éng Anh
méi chi t6n tai trong khoang mot thé ky. Nhung
dé€ tim hiéu ngudn gdc cua khéi niém, chung ta

phai ngugeve qua kb xa hon.

135



EQ - TRI THONG MINH XUC CAM TRONG CONG VIEC

Khéng Tt, triét gia Trung Hoa s6ng cach day
hon 2.500 ndm da néi “Céi minh khéng thich, ché
lam cho nguoi”. Sau hang trdm nam, cac tin d6
Co D6c ¢ thé ky dau doc kinh Tan Uéc lai duwoce
truyén dat “Nguoi va ta, vui ciing vui, khéc cling
khéc va kho cung kho”.

Ngay nay, ban sé bat gip rit nhiéu dinh
nghia khac nhau vé d6ng cam, tiy nguodi ban
héi 1a ai. Nhung hdu hét moi ngudi sé dong v
voi khai niém bién thé sau day: D6ng cam 1a kha
néng thau hiéu va chia sé véi suy nghi hodic cam
xuc caa nguoi khac.

D€ cam nhén va thé hién sy dong cam, ban
khong cén thiét phai chia sé trai nghiém hoic tinh
- canh tuong dong véi moi ngudi. Thay vao dé,
déng cam 1a 8 ging th&u hifu ngudi khac hon
b?mg cach nhin nhén theo quan diém cta ho.

Nha tdm ly hoc Daniel Goleman va Paul
Ekman da phéan khéi niém “d6ng cdm” thanh ba
loai nhw sau.

Dong cam nhin thic la kha ning hifu.cam

xuc va suy nghi cia ngudi khag, gitip/tatruyen tai
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théng tin d€ tiép can ngudi do t6t nhit co the, qua
d6 gitip ching ta giao tiép t6t hon.

Poéng cam cam xtc (hay con dwoc biét la
thdu cAm cam xuc) 1a kha ning chia sé cam xic
v6i nguoi khac. Mot s6 nguoi mo ta nd nhu kiéu
“trai tim t6i ciing cam nhan dwoc ndi dau ban
dang chiu dgng”. Loai déng cam nay sé giup
ban xay dyng nhitng két n6i vé mat cam xuc vai
moi ngudi.

Pong cam thuong cam (ciing duwgc biét dén
nhw déng cam quan tam) vugt 1én ca kha nang
th&u hiéu va chia sé cam xtc v4i nguoi khac: né
that sy théi thic ching ta hanh déng, c§ ging
giup d& hét mic trong kha ning cho phép cua

ban than.

D€ minh hoa cho ba loai déng cém cung lac
hoat dong nhu thé nao, ban hiy nghi dén mét
ttng tw nhién ctia ban la thwong cam (sympathy),
- ¢6 cam giac ti€c nudi hodc dau budn. Thuong
cam sé khién ban chia sé hodc giri thiép chia
budn - va nguoi ban dy sé rét tran trong nhitng

hanh dongnay.
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Nhung thé hién sy déng cam (empathy) ton
nhiéu thoi gian va cdng stic hon 13 thuong cam
(sympathy). N6 bat dau tir giai doan dong cam
nhén thitc: hiy nghi dén viéc ngudi d6 dang phai
trai qua. Ho mét ai? Ho gan giii v6i nguoi do6 dén
dudng nao? Bén canh ndi dau vi mat mat, cudc
song bay gio clia ho sé thay d6i nhu thé nao?

Dong cam & cam giac “trai tim
toi ciing cam nhan dugc néi dau
ban dang chiu dung.’

D6ng cam cam xtc sé khong chi gitip ban hi€u
dugc cam giac cua ban minh ma theo cach nao do
ban con biét chia sé chiing. Sau tham trong long, |
ban thiu hifu ndi budn siu sic va ndi dau tinh
thin nguoi dy dang chiu dyng, va ban c8 gang két
ndi v6i cam xtic sdu thim 4y. Ban ¢ thé nhd vé
cam giac khi ban mét di moét ngudi than thiét, hodc
tudng twegng ban sé cam thay thé nao ké ca khi ban
chwa phai trai qua diéu do.

Cudi ciing, d6ng cam thuong cam sé khién ban
hanh d6ng. Ban sé ndumothira cho megroi ban d6
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d& ho khéng can lo dén viéc ndu nudéng. Ban cling
c6 thé dé nghi gitp ho goi nhitng cudc dién thoai
can thiét va lam méy viéc 14t vat trong nha. Hodc
ban chi can & bén d€ gitp ho khong cam thay lac
16ng; hodcnéu ho c¢an 6 mot minh, ban ¢o thé giup
ho tréng chitng con cai. '

Day chi la m6t vi du vé cach hoat dong cua s
dong cam, nhung mdi ngay ludn c6 nhiing co hoi
méi dé ban phéat huy kha ndng nay. Thuc t&, moi
twong tac ban c6 voéi nguoi khac 1a mot co hoi @é
ban nhin nhan s viéc i goc nhin khac, dé€ chia sé

cam xuc va giup d& moi nguoi.

CACH XAY DUNG PONG CAM NHAN THUC

Hoc cach suy nghi va cam nhén tir quan diém
ctia ngudi khac khong hé don gian. R4t dé hidu
lam nhiing dong tic co thé va biéu cdm guong
miit. Ny cuoi i€ : i
khoi, nhung cling 1a d&u hiéu cta ndi buon va
nhidu cam xtic khac. Nhung xay dung dong cam
nhan thitc 12 viée dua ra phong doan sau qua trinh
hoc hoi, va nhitng bai tap dudi day sé gitp ban

rén luyéakliznangnay.

139




EQ - TRI THONG MINH XUC CAM TRONG CONG VIEC

Ban phai lién tuc trrong tic véi moi ngudi &
cdng ty, & nha, tham chi 14 ca khi 1am viéc vat hay
di mua sim. Trudc khi giao ti€p véi ai d6, ban nén
cén nhic minh hiéu gi vé quan diém ciia ho. Hay
tie héi nhitng ciu sau:

* Nguoi d6 bao nhiéu tusi? Hoan canh gia

dinh ho thé nao?

Ho lon 1én & d&u? Ly lich ho thé nao?

Ho lam nghe gi?

Tinh trang sttc khée ho thé nao?

Ai la ban ctia ho? Ho ngurong md ai? Muc
tiéu, mong mudn va hoai bio ciia ho 1a gi?

Ho biét va khéng biét nhitng gl vé chti d
ban dang n6i? Cam gidc ho nhw thé nao?

T6i s& cam théy thé ndo khi & trong hoan
canh ctia ho?

* Ho sé suy nghi va cdm nhan khéc t4i nhuw
thé nao?

I
Ho s€ tra 16i thé nao voi nhitng diéu t6i budc

phai né6i?

Du ban traloinhiing ca v hei by higdua dén
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mttc nao, cach ban giai nghia tam trang, hanh vi
hodc suy nghi clia nguoi khac van bi tac dong tir
trai nghiém ban c¢6 trudc d6; nén phai xac dinh
rang ban ning cta ban c6 thé sé sai [dm. D6 la ly
do sau khi trd chuyén véi ai d6, ban can thoi gian
d€ suy ngdm vé cach giao ti€p ctia minh bang cach
stt dung cac cau hai sau day:

o Moi thit ¢ dién ra sudn sé khdng? Vi sao cd,

vi sao khong?

e Ho phan tng diéu gi dung nhu téi da dw
doan? Diéu gi khién t6i bat ngo?

e Ho thich hodc ghét diéu gi?
e Toi hoc dwgc gi vé ho?

Hiy can nhic mdi hinh thitc gép y ctia d6i

phuong (bdng 16i ndi, viét tay, ngdn ngix hinh
thé) dé ban ¢6 thé hoc hoi sau mbi trai nghiém.
Lam nhu vay sé gitip ban khéng chi hiéu duoc

- lr] r] ? ].lﬂll N 3 ‘I-/\"i . ]ll-Al

nhan nhiing suy nghi va cach giao ti€p cua ban
nhu thé nao.
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-~ RAO CAN CUA DONG CAM

Chiing ta déu mong moi ngudi c6 thé “bit
nhip” d€ hiéu quan diém va cdm nhan cta chung
ta. Nhung vi sao chiing ta thuong thét bai khi “bat
nhip” lai véi ho? Cé mot Iy do, d6 13 can rat nhidu
thoi gian va céng strc d€ cat nghia “visao” va “nhu
thé ndo” vé cam xtic clia mét nguodi. Thang than
ma néi, chiing ta khong sin 1ong dau tw nhiéu nhuw
thé cho qua nhiéu ngweoi.

Nhung ké ca khi s&n long ddng cam - tham chi
13, khi chting ta nghi minh dang thé hién syt dong
cam - thi fAm nhin ctia ta van khong rd rang nhuw
ta nghi.

Trong cudn sach ban chay Give and Take (tam
dich: Cho va nhén), chuyén gia tdm ly hoc t6
chizc Adam Grant dd din chimg thi nghiém do
chuyén gia tdm ly Loran Nordgren cta Dai hoc
Northwestern tién hanh. Trong thi nghiém, nhitng
ngudi tham gia sé phai dg doan mtc d6 té budt
khi ng6i trong phong lanh sudt ndm gio dong ho.
Nhom th¢ nhat dwa ra due doan khi gitt tay trong
x0 nitdc Am va nhém thit hai thi du doan khi gite
tay trong x0 nroc lanh.
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Puang nhu ban dang nghi, di doan vé con té
buét clia nhitng nguoi gitt tay trong x6 nudc lanh
la dang so nhat.

Nhung ¢é nhém thit ba cling cho mét tay vao
x0 nwée lanh. Sau d6 ho rat tay ra khoi x6 nuede va
cho mudi phit trude khi déanh gid con té budt khi
ngoi trong phong lanh.

Két qua thé nao? Dy doan ctia ho giéng hét véi
nhitng di doan ctia nhom gitt tay trong nudc dm.

Nhom thit ba da chiu nhiét d6 lanh céng chi
trong muoi phat dau va ngay sau khi khéng
tiép xtic nira thi ho khéng con nhé nhiéu vé cam
giac do.

Céc nha tdm 1y hoc cho biét diéu nay giong
v4i su dong cam hodc chénh léch quan diém.
Grant giai thich: “Khi ching ta khong trai qua
trang thai thé chit hoic tAm ly cing thing, ching

—~ In L4 g N SA A ? 2 7

tinh huéng.”

Sy khac biét vé quan di€ém ly giai vi sao céc
béc si lién tuc sai sot khi ¢§ ging wdc lugng mic
d6 dau ddn caa bénh nhén, hodc chung ta cam
thay rat khédé dataminh, vaovi tri ctia vo/chong

143




EQ - TR THONG MINH XUC CAM TRONG CONG VIEC

hay cac thanh vién khac trong gia dinh. Chang
ta thuong c6 xu hwdéng danh gia sai hanh vi va
nhitng wu tién ctia chinh minh, tuy theo trang thai
hién tai cia ta. Tham chi, di1 ta d trai nghiém diéu
tuong ty véi nguoi ta dang c8 gang dong cam, ta
van sé nghi 1 minh di xtt Iy né t8t hon nhidu so

voi thuec té.

Chuyén gia tdm ly, nha kinh t& hoc hanh vi
George Loewenstein da nghién ctru sy chénh
1éch nhén thitc trong nhiéu nam. CA)ng chi ra mét
huedng khac ma ching da tac dong dén ching ta:
ching c6 kha ning thdi phong nang lwc y chi.
“Khi giai quyét hanh vi sai trai, chung ta déu
thién cin, b6c dong va hy sinh vo 1y d€ lam thda
man y chi ciia minh”, Loewenstein chia sé trong
budi phéng vén. “Nhung khi thdy ngudi khac
phai vat 1on véi sai [am ctia ho, chiing ta lai nghi
‘That la tham hai’.”

T6i dd nhén ra st that nay dugc mot thoi gian.

Trong nhiéu ndm, vo to6i ¢ mot thdi quen
khién t6i ddc biét khé chiu: ¢d ay don tdi rac day
khéi thung rac nha bép ma khong chiu thay tai
mdi vao. Toi that sy khiép dam khi nhan ra cai
thing rac day emalat khéng ¢d tai=lér. Toi tha
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thiét khan cau nhung v ich vi ¢6 dy ludn vién cé
nao dé, hodc ¢6 bi phan tam vi bon tré con rdi phai
v0i v ra khoi nha ngay.

“Sao cd ay lai thi€u y t& nhu thé nhi?”, toi tw
nghi. “C6 &y khong hé quan tdm dén 161 ndi cta
t6i? Cam xdc cua téi khong du quan trong voi co
dy sao?”, toi khéng thé hiéu duoc.

R6i mét ngay no, tdi bong gidc ngo.

Vo t6i cling khong thé chiu ndi canh t6i roi ban
an ma khong mang dia ctia minh vao bép. Nhiéu
nam qua, cd dy bao tdi bao nhiéu lan hdy don
dia ctia minh sau khi an xong, t6i khong hé quén
nhung lai threong tra 101 chac nich rang “chut nita”
to1 sé lam.

Mot ngay ng, sau khi an t&i mét tiéng, t6i di
ngang qua ban dn va thay n6 hoan toan sach sé -
ngoai trit duy nhdt mot chiéc dia con ban.

gidng hét vo minh.

Téi xin 16i vi théi quen bay bira trén ban va
htta sé thay d6i. T6i wu tién lam diéu nay dén ndi
c6 ay dan cha v va tu thay d6i théi quen cta cd.
Diing vay,c¢6ay bat daw thay-tdi rac mai.
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Ban c6 thé thdy vi du nay khong quan trong.
Nhung bai hoc ta rit ra khong chi 1a “dam ba cai
viécnha”.

Tim ra sy chénh léch vé quan diém rat quan
trong vi khi thiéu si d6ng cam ¢ noi lam viéc hay
& nha thi cdc mdi quan hé déu trd nén xau di. Ca
hai bén déu ty hoi rang, Tai sao trén doi nay lgi cd
ngwoi nghi va hanh dong nhw vy dwoc kia chie? Ho
lubén chil y vao thét bai ctia ngueoi khéc thay vi
tim céch k&t néi véi ching. Két qua 1a mbi ngudi
déu gip bé tic vé tinh than va cam xuc khi gite
chit “khiu sting” ctia minh, chang cé van dé nao
dugc xit Iy va ching c6 tinh canh réc r6i ndo dwgc
hda giai. '

Nhung chit dong dong cam c6 thé pha bo vong
13p bé tic nay.

Khi moét nguoi c6 cam giac “dugc hiéu”, ho
sé threong c8 géng hét stzc d€ hidu ngwoc lai doi
phuong. Theo thoi gian, cach thitc trao d6i nay sé
tao nén mdi quan hé vitng chic d€ ca hai bén c6
dong luc chia sé loi ich va tha thit cho moi 151 [Am
nho ctia nhau.

Ban chi cAntraloi-cauhoi: Toi-cothé suy.xét sy
viéc qua cach nhin etia ngudi Midc vl the nao?
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Pé lam dwoc diéu nay, ban phai luyén tap
nhim nang cao ¥ thitc vé nhitng thanh kién va
quan diém con han ché ciia ban than. Ban ¢6 thé
dya vao kinh nghiém ca nhan nhung phai nhin
nhin sau hon nira. ‘

Bai tip cho ban: Vao Ian tdi, néu gidp kho
khin khi quan sét sy viéc dudi quan diém
ctia ngudi khac, ban hiy c8 géng ghi nhé
nhitng diéu sau:

o Ban khéng s¢ hitu bitc tranh t3ng thé. O bat
ky thoi diém nao, mét nguedi nao d6 cling phai
d6i mdt voi nhiéu yéu t6 ma ban khong biét rd.

e Céch ban suy nghi va cam nhén vé mét tinh
hudng c6 thé rdt khac nhau tit ngay nay sang
ngay khac do nhiéu yéu t§ anh hwdng, bao
gom ca tam trang hién tai ciia ban.

o Khi bi cing thing, ban c6 thé cu xi rdt khac
s0 véi nhitng gi minh nghi ban dau.

Viéc ghi nhé nhitng diéu nay sé tac dong

dén cach ban quan sat va teong tac vai mot
nguedi. Boi vi mbi ngurdi trong ching ta lic
nay lic kia déu phai vuot qua trd ngai cta
ban théan, nén chi la van dé thoi gian trudc
khi ban can d6ng cam ¢ mic d6 nao do.
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CAP PO TIEP THEO

Hoc cach 1ép day khoang tréng trong nhén
thic va lién két v6i nhitng trai nghiém ctua ngueoi
khéc 1a viéc rat quan trong d€ phat trién d6ng cam
nhan thttc - kha néng thau hifu suy nghi va cam
xtc cita mot ngwoi.

Nhung dong cdm cam xtiic con doi hoi ching
ta cam nhin sdu hon. Muc dich 1a dé that sw chia
sé nhitng cam xiic va két ndi chit ché hon véi
ngudi dé.

Hay cung theo doi vi du vé Ray - ngwoi dang
s0 hitu mét doanh nghiép nho.

Vera, mot quan ly ctia Ray da chia sé rang
gan ddy c6 cam thdy bi qua tai. Ngoai cic cong
viéc quen thudc, c6 con phai dam nhan cong
viéc ctia mét nhan vién chil ch6t dang xin nghi
phép dai han. C6 bao cdng viéc thrrdng ngay cta
minh la “vé tan”.

Ban d4u Ray cam thay thit vong khi nghe Vera
chia sé. Triege khi nhén Vera vao, Ray phai tee diéu
hanh van phong nén anh biét viéc d6 khé khén thé
nao. Nhung anh ciing dd d6i mét voi nhiéu tinh
canh thir thach treng mét kheang thoi gian rat dai.
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Ray nghi, “C6 ay khong c6 gi déng d€ than
phién ca. Tai sao c6 &y khong thé vuot qua?”

C¢ 1é Ray dang phai chiu dung mét truong
hgp khac biét vé quan diém. Nhung cling chua
hén, c6 thé chi don gian 13 Vera khéng thé thuc
hién dugc nhitng diéu Ray mong doi, it nhit 1a
trong thoi diém nay.

Nhung tinh canh nay gitp Ray c¢6 co hoi thé
hién st dong cam cam xtc - tdp trung vao cam giac
ctia Vera thay vi qua d€'y vao tinh canh ctia c6 dy.

Vera ndi minh bi qua tai, nén Ray ty hoi minh:
Liic nao minh cam thiy qud tdi nhi?

Anh nhé khoang thoi gian méi bat dau kinh
doanh, anh phai “phan than” d€ lam moi viéc.
Goi dién ki€ém m&i ban hang, git s6 thu chi, thanh
toan héa don tré han - anh phai 1am tat ca, chua k&
cong viéc chinh ctia minh nita. Diéu nay ddy anh

to1 gidi han.

Khi tu soi chiéu lai, Ray da tim cach két ndi véi
cam xtic ctia Vera khi phai xtt Iy hang déng cong
viéc. Anh khong thdy Vera nhw mot ké hay than
phién.nita..Gio.day,-anhthiy.c6la-mét ngurdi mudn
hoan thanh t6t cén g Vidd daug rétcan gitp do.
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Tiép nita, ditu nay khién Ray nay sinh dong
cam thuwong cam, anh tim cach gitap cd. Anh tryc
tiép hoi liéu cd cd bat ky dé nghi nao dé xoa diu
tinh hinh hay khéng. Anh c6 th&€ phan bd déu
lugng viéce cho céc thanh vién khéc trong nhém.
Anh cé thé cho ¢6 nghi han mot ngay d€ hoi
phuc tim trang. Vay 1a khéng chi dwoc gitp do
khi ngudi sép that tim cd gang vi minh, Vera con
¢ thém dong lyc va cam hing dé lam viéc hét
kha ndng. ’

T4t nhién, khong phai nguoi sép hay quan ly

ndo ciing trai qua nhitng tinh canh nhw vay va c6
san ngudn lyc d€ gitip d6 nhan vién. Nhung khi
hiéu duoc cAm xtdc clia nguoi khac, ban sé bi thic
ép phai 1am nhitng diéu minh c6 thé.

Dbng cam cam xuc rdt quy gia trong cudcséng
hang ngay vi nd sé gitip ban c6 tim nhin bao quat
hon trong nhitng hoan canh chung. N6 con giup
ban hi€u dugc nhitng ngudi b ngudn géc va van
héa khac nhau, gitip ban két ndi véi nhitng nguoi
phai chiu cdc dau 6m hay khuyét tat ma ban chua
tieng trai qua.

Vay lam $he' o g8 phit trigh kha ning dong

cam cam xic?
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Bai tap cho ban: Hay cha y khi ai dé k&
cho ban nghe nhiing khé khén caa ho. Ban
can kiém ché€ khong danh gid con nguoi
hay hoan canh cta ho, khéng ngit ngang
d€ chia sé kinh nghiém ban than ban va dé
xudt hiedng giai quyét. Thay vao d6, hay tdp
trung d€ hi€u cam giac ctia nguoi d6 va tai
sao ho lai cam thdy nhu vay.

Hay nhé rang mdi nguwoi déu 6 nhiing trai
nghiém rat khac biét, va nhitng cam xac di
kem theo ctia ho ciing vay. Vi thé, hay tranh
noi nhitng cau duoi day:

» Toi biét chinh xac ban cam thay nhw thé nao.
o To6ida titng trai qua diéu nay trude day roi.
e Téi hoan toan hiéu/T6i biét roi.
‘Ma hay ndéi nhiing cau sau day:

o Toi rat ti€c vi chuyén da xay ra.

e Toi c6 the hinh dung duoc cam giac ctia ban.

e Cam on vi da chia sé. Ban hay ké thém cho
toi nita di.

151



EQ - TRI THONG MINH X(C CAM TRONG CONG VIEC

Chia sé cam xtic khong hé dé& nén hiy giup
nguoi khac thdy an tdim bang cich cam on ho vi
di coi mo va chén thanh. Tuy vao mdi ngudi (va
tinh hudng), ban ¢6 thé khuyén khich ho chia sé
nhiéu hon nhw “Ban cam thdy vay bao lau r6i?”
ho3c “Ban di ting trai qua hoan canh nhw thé bao
git chira?”. Hay cin trong khi hoi d€ tranh khién
nguoi khic cam thiy minh dang bi “thdm vin”.

Quan trong hon ca, hiy trén an ho - bang 10i

néi va hanh dong - rang ban dtng vé phia ho.

Tiép theo, diéu quan trong la can danh thoi
gian d¢& suy ngidm. Mot khi hiéu 13 cam giéc
clia nguredi khdc, ban sé phai tim cach d&€ két néi

vdi chang.

Bai tdp cho ban: Hay tu hoi: Khi nao toi cé
cim gidc gibng véi diéu ho mo ta?

Tién si Hendrie Weisinger, nguoi ban, nguoi
dong nghiép va tic gid cudn sich ban chay
Emotional Intelligence at Work (tam dich: Tri tué xtic
cam trong cong viéc) ¢ minh hoa 6 nét didu nay

- trong budi tro chayén etia. chittig ¥oi;
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“Néu c6 ai noéi ‘Téi da pha hong bai thuyét
trinh r6i', t6i sé khong nghi dén tinh hudng minh
titng pha hong bai thuyét trinh — mot thit ma sau
khi da trai qua, t6i nghi ciing chéng c6 gi to tat.
Thay vi vay, t6i nghi dén thoi diém minh cam thay
da thyc sie phd hong gi do, c6 thé la Iuc lam bai
ki€m tra hay diéu gi khac quan trong ddi véi ban
than. D6 1a cam giac khi ban that bai va muén nhé

lai chit khong phai 1a mot sy kién cu thé.” -

Tham chi khi nguoi khac khéng mudn (hodc
khong thé) chia sé cam xdc, kha ning tuong
tiong van cé thé gitip ban kiém soat duwoc méi

quan he.

Vi dy, ban hady suy nghi vé cach giao tiép hoic
hanh déng ciia minh sé thay d6i thé nao khi bi 6m
dau, hodc dudi ap lyc cao d9, hodc dang vat 1on
voi van dé ca nhan. Ban ¢6 thé xit 1y nhiing tinh
hudng d6 mdt cach dé dang khdng? Néu hidu rﬁng

d6i phuong cling cam thiy khé khén, ban sé luyén
tip duoc tinh kién nhan va biét cdch tan dung t&i
da nhitng hoan canh kho khan.

T4t nhién, ban sé khong bao gio c6 thé tuwong
teong dwge chinh xéac nguiol khac cam nhan nhw
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th& nao. Nhung su 8 ging sé giup ban thiy gan
giii hon rit nhitu mdc du khoéng o trong tinh
canh do. |

Mot khi tim ra dugc cdch két néi voi cam xdc
cia ho va ¢6 duge bic tranh tng quat hon vé tinh
hudng, ban sé& sdn long chia sé. Lic nay, bat luan
thé nao ban ciing sé hanh djng d¢€ giup dd ho.

Bai tap cho ban: Hay truc ti€p hoi xem li¢u

"ban ¢6 thé 1am gi &€ hd trg. Néu ho khéng
th€ (hodc khong muén) chia sé, hay tw hoi:
Diéu gi s¢ giip toi trong nhitng lic nhw viy?
Hodc Diéu gi dang ra da givip dwoc t6i?

Ban c6 thé€ chia sé kinh nghiém hodc dua ra
goi ¥ nhung tranh thé hién “qué trén” réng minh
dd hiéu hét moi thit hodc biét hét dap an. Thay
vao d6, hdy bay to ring day la nhitng didu trredc
day da tiing giup ban. Puwa chiing ra nhw Iira chon
thich hop véi hoan canh ctia ho khi d6, thay vi cot
chiing nhwe mét giai phap “tron géi”.

Hay nhé rang diéu gi phit hop véi ban hodc
tham chi v6i nhidu nguoi thi ciing chira chic sé cd
hidu qua véi ngrat khac, Nhung dimgide sie that
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nay can trd ban gitip d6 ho. Don gian 1a hiay c

1am nhiing diéu ban c6 thé.

MAT TRAI CUA DONG CAM

Bén canh nhiéu loi ich ma déng cam mang lai,
chiing ta ciing nén thira nhan ring né van c6 mit
han ché va nguy hiém. Vi sy dong cam tach roi
ban ra khoi trai nghiém cam xtic ctia riéng ban, va
nhitng cam xtc manh mé thuong kéo dai khong
lau; viéc dwa hoan toan vao dong cam d€ dua ra

quyét dinh c6 thé géy ra tai hoa khon luong.

Paul Bloom, gi4o sw tim ly trieong Pai hoc
Yale va 1a tac gia cudn sach Against Empathy (tam
dich: Chéng lai dong cam) tranh luan rang dong
cam c6 khuynh huéng che mit ching ta trudc
nhiing hanh vi giy hiu qua lau dai. C6 thé nhan
thdy diéu nay khi chinh phu loi dung sw dong

cam dé khién moi ngreoi threong xot ndi dau cia
nhitng nan nhan, tir do thuyét phuc ho bo phiéu
ting ho chién tranh. Tuy nhién, chinh pht lai hiém
khi dé cip t&i viéc s& c6 bao nhiéu nguoi phai bo
mang hay bao nhiéu van dé khac ndy sinh tir cudc

chién do.
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Hay suy xét vé mét tinh hudng khac, khi déng
cam gy hai nhiéu hon 13 trg gitip. Ban c6 thé that
s¢ cam thdy ndi dau ctia ngudi khic trong tim
minh nhung lai khéng sén long gitip d6 theo cach
ho that sg cAn ma ban chi ¢é thé “danh nhanh
rut gon”. Dit nhitng hanh ddng d6 c6 thé xoa diu
luong tim clia ban nhung van khéng that sy giai
quyét dugc van dé. Thyec t& né khién moi thit tré
nén té hon.

Hay ldy chuyén di trdi nghiém ctia ban toi
Nicole lam vi dy, d6 1aTan dau tién c6 dén An P6.

Khi di dao trén duong, Nicole bi 4n teeong
boi 161 kién tric tuyét m§ va dem long yéu mén
nguoi dan théan thién va niém nd noi day. Nhung
c6 dy khong thé€ gitip gi ngoai viéc thdy dau long
khi chiing kién nhiéu nguoi phai séng trong tinh
trang ddi ngheo.

Dot nhién ¢ cau bé dén gin ¢6 va xoé ban tay
ctia minh ra. C6 cam thdy tdi nghiép va giti ciu bé
vai dong xu 1é.

T ddu xudt hién nguoi dan 6ngda 1én hoang
hét, h6 goi moi-ngwdilai-va-ewxir+thdé1d-voi ban
t6i. Nicole ngay lap titc so-hai, c6.chay Khdi nguoi
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dan 6ng. Khi da & khoang cach an toan, ¢ mdi hoi
vi sao Ong ay lai kho chiu dén vay.

“Ong &y bao I& ra c6 khong nén cho thing bé
bt ctt ddng nao”, mot ngudi dich ho cd. “Thing
bé thoéng minh, tré tudi, khde manh va cé thé lam
viéc cham chi d€ tu minh xay dung cudc séng tot
hon. Nhung ¢6 da cudp di diéu d6 - khi chi n6
cach ‘ngtra tay xin tién’ ma kiém song.”

Diéu nay tic dong siu sic dén Nicole vi sy
dong cam da thac day c6 &y hanh dong: don gian
c6 chi mudn gitip va nghi rang néu cd & trong tinh
canh cia thing bé, cb sé thiy rat biét on vi mén
qua nho bé d8. Nhung sau héi ngam nghi, c6 tu
héi liéu ngudi dan 6ng c¢6 dung thit khéng. Thit
s O d3 “thém diu vao lra” w?

Mit trai tiém an cta sy dong cam la “lam can
khé” hét nhitng cam xtic. Hai tién si Robin Stern
va Diana Divecha di tién hanh nghién ctu véi

Trung tam Yale vé Tri tué xtic cdm, mo ta né la
mot “chi€c bay dong cam”.

Ho viét, “Nghé thuit dong cam chu trong
toi si quan tdm dén nhu cdu ctia nguoi khac ma
khong phathy sinh.diéu,gi dé-ciia ban than. Diéu
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khién dong cam trd thanh mot hanh dong bi giat
day 14 khi ngwdi thu hueong nhin thdy sy quan
tam vo6 cung c6 1gi cho ho... D€ hiéu dwoc hoan
canh ctia ngudi khéc, ching ta phai c§ ging can
bang gitta ly tri va xtic cAm, gitta ban than vanguoi
Kkhac. N&u khong, ddng cam sé trg thanh chiéc bay
khién chiing ta bi cam xtic cia ngwoi khac bat 1am

con tin.”

Néu khong nhén ra sy that nay, ban sé bi ki€t
stec vé ca thé chat 1an tinh than.

Nhiéu nghién citu dd phat hién ra cac y
ta4 chdm séc bénh nhin méc bénh nan y c6 xu
huwéng ganh chiu hdu qua vi long thuwong cam
cao hon hét. Tinh trang nay dwoc dinh nghia
nhu “sie suy giam thé chat, tinh than va tdm hon
ctia ho 1a hé qua cuaa viéc cham séc cho cac bénh
nhin dang bi chén thwong tam ly va sttc khoe
nghiém trong”. Cac y ta budc phai qua chu y
dén nhu ciu cta bénh nhan, con hon la nhu cau
ctia chinh minh, diéu nay vé co ban sé vat kiét
nang luong ctia ho.

T4t nhién, ban khong cin la y ta hoac diéu
dudng méi ¢é nguy co bi vudng phai chiéc bay
dong cam. Trung fam nghien ety Pepy da phan
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tich mét loat cac treong hop, moét s6 trong d6 cho
thdy viéc sit dung cac phuong tién truyén théng
x3 hoi s& khién mitc do cing thing ting cao hon.
Ly do la gi? No6i don gian 13, bdi vi nguoi dung cé
y thitc r5 hon vé ndi khoé khan ctia nhitng nguwdi
trong mang lwdi két ndi cia minh.

Chéng han:

¢ Mtkc d6 cing thang tam ly sé cao hon 14%
khi mét phu nit biét ai d6 xung quanh ho
dang dau khd vi cdi chét caa con minh,

nguoi yéu hay vo/chéng.

o Mitc d6 cing thing tdm ly sé cao hon 9% khi
mot phu nit biét nguredi quen ctia minh bi cat
chitc hodc gidm Iwong thang.

o Mttc d6 cing thdng tam ly s& cao hon 5%
khi mét phu nit biét ngweoi than minh phai
nhap vién vi bi tai nan hodc chin thuong

nghiém trong.

Vén dé khéng nam 6 viéc nguoi stt dung mang
x3 hoi s€ hinh thanh nhan thic vé nhitng sy kién
tiéu cyc trong cudc song cua nguoi khac, ma la
cong nghé ky thuat s6 phat trién khién con nguoi
tiép nhan-nhiéu thong tin nhanh chéng va gan
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giti hon. That vy, biét nhitng tin tic nhuw thé s&
gitp ching ta c6 co hdi an i, ting hd ngwoi khac.
Nhung tiép xtic thuong xuyén véi cac van dé cla
ngudi khac c6 thé khién ban bj kiét qué cam xuc.

Sw dong cam vira dem lai sy gan két va xay
dung m&i quan hé, vira gy hdu qua xdu trong
nhiing tinh huéng nhét dinh.

Viy, 1am thé nao d¢ gitt dong cam & ding vi

tri ctta né?

PONG CAM TRi TUE XUC CAM

Chia khéa d¢€ dat dugc déng cam Tri tué xac
cam - hay khién cam xic tro gitip thay vi chdng lai
ban - chinh 12 fim ra s cAn bang thich déng.

Trudce tién va hon hét, hiy nhé rang muc dich
ctia ddng cam 1a gidp ban hiéu 16 hon vé nguoi
khéc va nhitng nhu ciu cam xtc ctia ho - ma khong
phai dya trén s hy sinh ctia chinh minh. Néu ting
di may bay, ban phai biét quy tic: deo m3t na oxy
cho minh trede khi gitp nguoi khac. Néu khong
ban sé& ching gitip ich dwgc gi... hodc chi tao thém
ganh ning. Tuong tw, d€ thé hién sy dong cam
ding céch, trege hétban can hiéucam xiic va nhu
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cau ctia minh. N6 bao gom viéc xay dung kha nang
ti nhan thirc; cu thé, hdy thir qua cac bai tap duoc
gidi thiéu ¢ chuong dau cudn sach.

Kho khin ¢ day la déng cam khéng thit sy la
mot ning lyc ma ban c6 thé tit bt tity y. Khi da phét
trién duge kha ning thiu hiéu cam xtc ctia nguoi
khac, ban sé ty dong trai nghiém nhiing cam gidc
d6. (Ban c6 thé nhan ra diéu nay khi ban dot ngdt roi
nudc mat vi xem phim, nghe mot cdu chuyén hodc
nghe bai hat ndo d6). Muc dich cua ching ta la thé
hién sy d6ng cam ma khong lam ban than kiét sttc,
vand doi hoi ban thiét 1ap gidi han, tham chi khong
dugc can du vao nhiing tinh huéng nhat dinh.

Bai tip cho ban: Néu cong viéc yéu cau duy
tri trang thai “bat” ché d6 doéng cam trong
thoi gian dai (nhw lam gido vién hodc y ta),
ban s& dé bj kiét qué cam xtc. D& tranh duoc
tinh canh nay, ban c6 thé chia nhé thoi gi

nghi ngoi d€ c6 thé thweong xuyeén thu gidn

va hoi phuc ning lwong. Hodc ban c6 thé

cung sép va dong nghiép phan b6 lai cac
| nhiém vy va cdng viéc nhat dinh dé€ ngay
lam viéc cia moi ngwoi can béng hon.
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-
Bai tip cho ban: Hay gia sit ban va vo/
ch6ng tré vé nha sau mét ngay lam viéc
t6i té. Ban thi chdng cé tdm trang d&
cam théng hay an i d6i phuong; nhung
thuee t&€ 13 ban r4t mong dwoc nhan sy
thong cam.

Trong truong hop nay, ban c¢6 thé chia sé.
nhw sau: “Anh rét ti€c vi em c6 mot ngay
lam viéc khéng sudn sé, va anh ciing vay.
Thé& ching ta danh thoi gian thw gian (tap
th& duc hay dung bita t6i) cing nhau chi?
C6 thé chit nita ching ta sé di dao va tam
st h&ét moi diéu.”

Dong thai nay sé néu rd nhu cdu cta ban
than, dong thoi giai quyét ém xudi nhu
ciu ctia d8i pheong. Chi mét vai gidy dé
noi ra nhung nhitng 101 &y lai tao hiéu tng
tuyét voi tdn may gid, thdm chi mdy ngay
lién tiép.
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Bai tip cho ban: Néu thidy cac mang xa hoi
dang “ngau nghién” cam xuc caa ban, hay
gidi han thoi gian stt dung ching. Dit bao
thirc va lén k&€ hoach cho viéc can lam, d€ khi
hét thoi gian danh cho mang xa hdi, ban sé
c6 ddng lyc tit hét moi thiét bi.

Cudi cung, d6ng cam Tri tué xic cam ciing
bao goém Viéc nhén ra ai d6 chea muén sy gitp
dd ctia ban hay don gian 1a ho chwa sin sang
chia sé suy nghi va cam xtc ctta minh. Trong
nhitng treong hop nay, hdy cho nguoi d6 nhidu
thoi gian va khdng gian nhat c¢6 thé. Hiy d€ ho
biét ban luén c6 mit néu ho cédn, va ban ciing
dimg ngai hoi tham ho sau mét khoang thoi gian
nhét dinh.
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PONG CAM TRONG HANH DONG

Gidm ddc diéu hanh Facebook, Sheryl
Sandberg gan diy da chiing minh vi du thuc té vé
déng cam thwong cam.

Sandberg da phai trai qua tinh canh bi tham
khi ngroi chong dot ngdt qua doi trong chuyén di
d&én Mexico vao nam 2015. D6t nhién, cd phai d6i
mét khong chi véi ndi dau tinh than khi m4t chong,
ma con la thach thitc khi mot tay nudi hai dtra con.
Chi mét thang sau khi chéng mét, Sandberg chia
sé cho moi ngudi biét suy nghi va cam xtc ctia cd
qua dong trang thai trén Facebook.

Cd viét, “Téi nghi khi tham kich xay ra, n6 cho
toi sw lra chon. Ban ¢6 thé phé méc tét ca cho s
tréng rdng nay, dé trai tim va budng phdi tréng
rong, d€ su tréng rong tréi budc kha ning suy
nghi, va thdm chi, ca kha nang h6 hap ctia ban.

Hodc ban ¢6 thé ¢§ gang tim ra y nghia ctia nd.”

Sandberg tiét 16 mot cai nhin thoang vé ndi
théng khé ctia ¢6. Nhung dong thoi, cb cling cho
thay rang c6 mudn hoc dwoc didu y nghia tir hoan
canh ctia minh.vabang.cachnao.dé, gitip.ddnguoi
khac qua nhitngbai hocnay
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Thang 2 nam 2017, Sandberg viét bai ding
khac trén Facebook - [an nay c6 théng bao nhiing
thay ddi dang ké d6i véi chinh sach ctia cong ty,
bao gébm cac mitc hd trg ngay nghi c6 lwong khac
nhau d€ nhan vién lo hau sy cho nguoi than hay
ho hang qua doi, ciing nhw d€ ho ¢6 thé cham séc
cho nguedi nha méic bénh cap hodc man tinh,

Co viét, “Trong con ac mdng vé cai chét cla
Dave va bon tré thi can t6i hon bao giv hét, toi
thiy biét on vi dugc lam viéc mdi ngay tai cong
ty. Ho vira cho t6i thoi gian dé tang chong, vira
cho tdi linh dfng trong cdng viéc dé€ ¢ thé dan
phuc héi.”

Khéng chi don gian 1a tiép tuc cit budc,
Sandberg con lam nhiéu diéu hon thé. C6 tan dung
ndi bat hanh ctia minh nhw chét xic tic d€ suy
ngAm vé viéc nguoi khéc ciing s& bi anh hudng
ra sao trong nhitng hoan canh tuong tw. Va ngoai

viéc cho phép hénihénfthﬁ%dbngrcémfcé;c‘on—

luyén tdp bang cach titng buede gitip d& moi ngudi.

T&tnhién, ban khéng can phai la giam d8c diéu
hanh d€ bay t6 déng cam thuong cam vdi nguoi
khac; vi luén cé nhitng co hoi nhwe vy trong cudc
sOng thwongngay.
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Lan téi khi vg/chong, dong nghiép, ban be
hay thanh vién trong gia dinh bao véi ban réng ho
dang cam thdy khong On, ban ciing ding suy xét
né theo huwdng tiéu cyc. Thay vi véy, hdy nho dén
lan gan day nhét ho (hodc ai dd) da gitp ban trong
tinh canh tirong tw. Sau d6, hiy ap dung vi du ay
dé€ lam diéu tich cye khién ho thay tot hon.

Day 1a tat ca nhiing diéu can nhd vé dong
cam thuwong cam: kha ning bién doi sy thdu hiéu
quan diém va 1ong thirong cam thanh hanh déng
tich cuec. D6 14 khi ban cho moi ngwdi thy du ban
khong thé hiéu chinh xac nhitng diéu ho dang trai
qua, ban van biét ho cam thdy dau budn va ban
mudn giap do.

Thé hién d6ng cam theo cach nay can thoi gian
va cbng stzc, nhung d6 1a khoan dau tw can thiét
dé x4y dung cac mbi quan hé vitng chiac va mang
lai nhitng diéu t6t nhét cho moi nguoi.
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PONG CAM DANG GIA NGAN VANG

S dong cam 1a thanh phén thiét yéu ctia Tri
tué xdc cam, giap két ndi ban va nguoi khac.
N6 doi hoi st két hgp cdc k§ nang, bao gom kha
ning ling nghe va cach st dung tri tedng tuong
hiéu qua.
© Vén dé 6t 16i ctia khai niém dong cam duoc
tdng k&t bing chim ngdn “Quy tic Vang”: Hay
d6i xtt voi moi ngudi theo cach ban mudn moi
nguoi d6i x& voi ban.

N6i ngin gon, Quy tic Vang thé€ hién ca ba
yéu t6 clia sy dong cam: nhén thirc, cam xic va
thuong cam. D€ dp dung dwoc, chiung ta khong
phai suy nghi va cdm nhan ma con phai tich cuc
hanh dong.

Cac nha phé binh cho réng Quy tic Vang da
161 thoi. Sau tat ca, moi ngudi van nhén thic va

__ trai nghiém khac nhau. Ching phai nén la “Hay

d6i xtt véi moi nguoi theo cach ho mudn dugc doi
xtt” sao?

Nhung ly do nay da bo sot cai hay ctia Quy tac
Vang: tinh thyec tién ctia n6. N6 dé nho, va khuyén
khich metngudi ton trong céc,cam xuc va két ndi
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voi nhau. Hon nita, d€ dat téi mtkc “canh gi6i” ctia
Quy tdc Vang, nd ddi héi ta phai suy xét kj nhan
thitc, gid tri va quan diém ctia méi cAnhan.

Xét cho ciing, d6 ching phai 1a nhitng diéu
ban muén ho lam khi tiép xtc véi ban sao?

Tuy nhién, dttng pham sai [am: viéc tuan theo
quy tic nay khong hé dé& dang. Nghia 1a kiém ch&
dé€ khong di mot mach dén két luan - didu chiing
ta thuong lam - ma thay vao d6, ct mic dinh tin
déi phuong la dung du ban chua biét gi. Nhung
khi ap dung theo lap trueong Tri tué xtic cam thi sg
dong cam c6 thé cai thién d‘éng k€ tinh trang ctia
chc mBi quan hé - va tham chi ca chét leong cude
sOng ctia ban.

Ban con nhé 6ng Pierce, nguoi t6i da k€ & phan
dau chuong khong?

Budn thay, 6ng dad qua doi cdch day vai ndm.
Toi thudng tirhoi 6ng dd doc bao nhiéu email, bie
thw va nhitng 10i dé nghi giéng nhau trong ngan
dy ndm. M6t trang bao da viét:

“Ong Pierce da lam viéc cho nhiéu nganh
ban... [va] phai di cong tac khdp noi theo yéu
cau cta t6 chic,Batechap khdi lrgng edng vide
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16n, 6ng van dugc moi nguedi biét dén vi theong
danh thoi gian cho nhitng ai can 10i khuyén hay
giap d5, va 6ng thuong giup moi nguoi thoai
madi nho nu cedi dm ap va khiéu hai hude cta
minh. Nhitng cong sw than can nht chia sé ring
nhitng ngudi dén tir cdc nén vin hoa khac nhau
ho#ic c6 ngudn gdc khac nhau van déu tw nhién
yéu mén ong.”

T6i chuwa bao gio quén nhitng bai hoc tir lau
dng Pierce da day cho tbi. Va t6i chdc chan rdng c6
nhiéu nguoi cling vay.

Poéng cam la v6 gid. N6 khién ching ta linh
hoat, 4n can va gitp ngwoi khac vui vé khi 6 bén
ta. Nhung du kha nang chia sé véi cam xdc cta
ngudi khac 1A mot mén qua, né van phai duogc
ki€m sodt - néu khong sé bi phan tac dung.

Hoc cach ap dung diéu nay khong chi giap
ban gin k&t m&i quan hé bén chit hon, ma con

nudi dwong cudc song ca nhan ban thém phan tot
dep - boi ban da hoc dugc cach trai nghiém thé
gidi qua doi mat ctra ngudi khac.

169



B\ THU VIEN
& HUBT

TAI LU PHUC VU THAM KHAO NOQ180O




ST MANH CUA TAM ANH HUGNG

Sirket ol cém wic phd vcdc rao ¢in va thay doi

quan diéin nhu the naol

“Véi ngudi khdng lang nghe, phéi ép ho cdm nhan.”

NGAN NGO pUcC



EQ - TRI THONG MINH XUC CAM TRONG CONG VIEC

8 hris Voss c6 1€ 1a chuyén gia dam phan
B gioi nhat thé gidi. Voss da phuc vu cho
FBI trong hon hai thap ky, trong d6 c6 15 nam hoat
dong véi twe cdch mét chuyén gia thuong thuyét,
gitip giai ceu con tin cho hon 150 vu bat c6c quéc
t&. Cudi ciing, 6ng duoc lwa chon trong hang ngan
dic vu d€ tro thanh chuyén gia dam phén bt cc
qudc t€ hang dau cua FBI - trong vong bén nam.

Voss nhd lai mot ngay nam 1998, khi ding tai
hanh lang hep bén ngoai can hé & Harlem, thanh
ph& New York. Théng tin cho biét c6 ba ké dao tiu
duoc trang bi vii khi hang nang dang & bén trong
toa nha - chiing 1a nhitng ké bo trén trong vu ddu
sting vdi cac bing dang ddi th vai ngay trudc.
D6i Chién thuat va Vi khi dic biét (SWAT) dtng
sau Voss chi vai buedc chan. Cong viéc ctia Voss 1a
thuyét phuc bon dao tdu d4u hang ma khong phai
gay chién.

Khong co s6 dién thoai d€ goi, Voss budc phai
noi chuyén qua ctra ra vao can ho trong sudt sau
tiéng nhung van khong cé tiéng dap tra ndo. Roi
anh bit diu hoi xem c6 ai ¢ bén trong khong.

D6t nhién, canh ctta mé ra. Mot nguoi phu niz
xudt hién, lién ngay saw <o ta ba ké\botedn.
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Khéng mot phat ban. Khong ai thiét mang.
Tham chi khong can dung 10i cay nghiét.

Anh £y 1am didu d6 nhu thé nao?

Anh k& minh dad néi “giong DJ trén dai FM
dém khuya”, Voss thuat lai: “Cé vé nhw cac anh
khong mudn ra ngoai. Chac la cic anh lo 1ang ring
néu ma ctra, chung tdi sé ap vao véi nhitng khau
sting da 1én dan. C¢ 1€ 1a cac anh khéng mudn
quay trd lai phong giam.”

Sau d6, Voss thay to mo vi khéng biét r6t cude
diéu gi da khién nhitng ké bo trén 16 dién.

Chting bao, “Chting t6i khéng mudn bi bt hay
bi bén, nhung anh da gitip chiing t6i thay an tam.
Chting t6i tin anh sé khong bo di, vi vay chung toi
da chiu xudt hién.”

Qua nhiéu ndm, Voss diéu chinh linh hoat cac
phu’ong phap thuong thuyé't ctia minh dé€ giai cttu

Khong phai 12 t6i c8 gang khoi goi cam xiic,

ma 12 né van ludn & d6”, Voss chia sé véi tdi trong
budi phong van. “Cé mot khéi cam xidc khéng 16
ludn hién hitu trong moi cudc trao dbi: do la diéu
ching ta-muén vamg|dugedua trén nhitng gi
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chiing ta quan tdm. Mdi ngudi trong ching ta déu
c6 nhitng quyét dinh riéng dupa trén nhiing diéu
minh quan tdm &y va chinh né khién ching ta dua
ra quyét dinh, n6i mét cach khac, d6 1a qua trinh
hinh thanh cdm xac.”

“Céch tifp cin cia toi 1a hiy thoi dla cot chinh
minh. Céc chuyén gia thwong thuyét giai cttu con
tin khong tw lira d8i cam xiic ban than, ma la diéu
chinh tir cdm xtic nay sang cam xtc khac. Diéu nay
sé gitip ban d4t minh dtng vio vi thé cé thé tac
d6ng d&n nguodi khac bang long tin va tao ra két

qua ban mudn dat dwgc.”

“N6 cho phép ban thay ddi quan di€ém cta

moi ngueoi.”

THE GIOI LA “DAT DUNG VO” CUA BAN

C6 thé ban chua bao gi¢ d6i pho véi truong
hop bét céc con tin, nhung mdi ngay ban déu phai
d6i mat véi vo sb co héi d€ gay anh hudng va bi
tac dong.

M&i Ian ban tiép xtc véi ai d6, m6i quan hé
sé duwoc tao ra hodc bi dnh hwéng. Mot trong s&
chung kéo dai khorng lau, gidag)khiban/giap nhan
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vién ban hang r6i théi. Con nhitng méi quan hé
khac - véi gia dinh va ban be - sé kéo dai sudt doi.
Nhung tat ca ching déu lién quan dén viéc phai
trao d6i va tiém &n nguy co: gitip hodc dugc gitp,
hai hodc bi hai.

Quan ly méi quan hé 1a tén dung téi da moi
tuong tac dua trén nguyén tic anh hudng - tic
kha néng ban tac déng dén ngudi khac va hanh vi
ctia ho, ciing nhw kha ndng nguoi khac tac dong
tdiban. Nhung néu mét s§ anh hudng xay ra rat ty
nhién, khéng hé c6 cha dinh - kidu nhw ban cang
danh nhiéu thoi gian véi ai d6, ban cang gay anh
hudng nhiéu dén ho, va nguoc lai; thi quan 1y méi
quan h¢ 1a hanh déng c6 chu dich. N6 bao gém
viéc ap dung ba kha ning ctta Tri tué xtic cam - tiz
nhan thikc, tw kiém sodt va nhan thikc xa hoi - &€
gitp ban thuyé€t phuc va tao ddng Iwc cho nguoi

khac, ki€m soat xung dot hiéu qua va t6i da hda

cac loi ich.

Trong chuong nay, chiing ta sé xem xét nhiing
khia canh ctia tim anh hudng va tim hiéu xem kha
ndng quan ly méi quan hé r6t cudc 1a gi trong thé
gioi hién nay, cling nhy,cach-chiing c6 thé gitp
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ban tré thanh nguoi déi tac dugc wa thich trong
moti linh viec cudc séng.

Muc dich don gian 1a: khai pha nhitng diéu t6t
nhat & moi ngudi va nguoc lai, cho phép ho khai
phé nhitng diéu tSt nhét ctia ban.

DINH NGHIA TAM ANH HUONG

Anh huong 13 hanh vi gy tac dong dén tinh
cach hotic hanh vi ciia mdt ngudi béng nhiéu hinh
thizc khic nhau, thay vi cudng ép hodc truc ti€p ra.
1énh. Chiing ta thuong khong chit y dén diéu nay:
nhi m6t nhan vién ngudi My sang Anh lam viéc
c6 the khong nhan ra cac dong nghiép dang anh
hudng dén v8n tir va chit giong caa minh - cho
dén khi c6 tro vé nha va dugc gia dinh bao rang
giong minh nghe khac khac.

Bt ctt ai ciing c6 thé vo tinh gay anh hudng
theo hudng tiéu cuee. Vi dy, mot thanh nién c6 kha
ning nhan thitc xa héi kém ¢o6 thé khong nhan ra
minh thich néi nhidu vé ban than - nhi¢u dén noi
ngudi khac chi muén tim cach tranh anh ta khi
c6 thé. Vi du khac, mot ngudi ban than c6 the ap

dat y kién t6i ndi ban changumuonxingloi khuyén
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ttr ho nita. Ca hai truong hop déu khong nhén ra
ngudi khic dang nhin nhin ho thé nao.

Bén canh do, ta con ¢6 sw anh hwong cé chu
dich. Nguoi gay anh huong ap dung cac nguyén
tac thuyét phuc va thiac day d€ vuot qua tré ngai
hodc quan ly xung dot. Ho truyén cam hing dé
mot nguoi suy nghi khac di, nhin nhan sy viéc
bang quan diém méi va tham chi d& thay d6i hanh
vi ctia ngueoi do.

Nhiing c§ ging gay anh hiedng nhu vy c6 thé
chi 13 trong ng_én han. Vi dy, ban ¢6 thé dang cd

géng thuec hién nhitng ditu sau:
o Thuyét phuc ngwoi yéu mua hodc khoéng
mua mot thir gi do.
e Thuyét phuc bon tré tw giac don phong,

khong can b8 me yéu cau tryc tiép.

s An i ngwot khidc khi ho thiy bubn.
Hodc ban c6 thé tac ddng dén ai d6 trong dai
han, nhw khi ban ¢§ gang dé:

e Gitp d5 chdng/vo bo thudc 1a hodc tap thé
duenhiéu han
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e Khién sép it giam sat ban trong ting hanh

déng nho nhat.

e U8n nin tinh cach con céi.

TAt nhién, kha ning tao ra tim anh hudng la
cong cu vira gitp ich vira gay hai. Trong chuong
8, chiing ta sé& thao luin vé viéc stec anh hudng va
cac dic tinh khéc ctia Tri tué xtic cdm bi st dung vi
muc dich phi dao dttc nhu thé nao - ciing nhu cach
ban c6 thé ty bao vé chinh minh.

Nhung trizdc hét hdy cing suy ngam vé nhiing
phuwong phap gy anh huong khac nhau nham
biét dugc cach chiing hoat ddng trong thuec t€.

BAY TO MOI QUAN TAM CA NHAN

Trong quyén sach kinh dién How to. Win
Friends and Influence People (tam dich: DPic nhan
tdm), Dale Carnegie k& lai cdu chuyén 6ng gdp
mot nha thiee vat hoe néi tiéng tai biva tiéc toi.

Carnegie viét rdng sudt budi d6 6ng ctt ngdi
hao htic tai chd, bi 161 cudn bai nhitng cu chuyén
vé thiyee vat ngoai lai va cac thi nghiém trong vuon
ctia nguoi dan Ong kia. Carnegie lién tuc hoi 6ng
ta vé nhitng van dé khilam veon vabay to su cam
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kich vi 6ng da danh thoi gian cho minh. Dén lic
roi tiéc, nha thuwce vt hoc quay sang cht nhan bita
tiéc va cangoi Carnegie 1a “ngudi cé tai an néi hap
dan nhat”.

Céu chuyén nay da minh hoa thanh cong mot
trong nhiing chia khéa dau tién d€ gay anh hueong:
thé hién niém quan tam ctia ca nhan.

Khi coi ai @6 1a nguwoi thi vi, ban sé ddt nhiing
cau hoi - khong phai theo cach toc mach hay xam
pham, ma 1a hoi vi to mo. Ban dén tir dau? Ban 16n
1én ¢ dau? Ban da ¢ nhitng dau tir tredc toi nay?
D6 la ba bién thé cua clung mot cAu hoi don gian
nhung lai ¢6 kha ndng tao nén cudc trdo chuyén
lau dai.

Carnegie kKhuyén, “Néu mong muén tré thanh
ngudi 6 tai #n néi, ban hay 1a nguoi biét ling
nghe. Hiy nhé rang nguoi ban dang néi chuyén

quan tim dén ban than, wéc mudn va van dé caa

ho nhiéu gdp tram [an m6i quan tdm ho danh cho
ban va cac van dé ctua ban.”

Loi khuyén cua Carnegie v6 cling gia tri trén
trang sach thoi do, nhung né thdm chi con phu
hop hon-nita trong.thoi,budihien nay, vi sy phat
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trién clia céc thiét bi cong nghé hién dai da rat
ngan si quan tim ta danh cho nhau. Khi dén bat
ky nha hang nao, chic chan ban s& thdy mot s&
nguoi c phai kiém tra dién thoai ctia minh sau
vai phiat va thuong khién cho nguoi di cing ho
cam théy kho chiu.

Nguoc lai, khi ban d6i xtt hét long véi mot
nguoi - cam thay to mo vé suy nghi va y kién ctia
ho - ti ban sé ndi bt theo cach riéng. Cudc tro
chuyén sé khéng c6 dung sai, chi don gian la bay
t6 quan diém. Khi ban c8 géng hiéu tai sao mot
nguoi lai suy nghi va cam thdy nhw vay, twnhién
ho cling sé to mo vé ban. Nhuw mot tac dung phuy,
ho cdi md hon d€ ling nghe, can nhic vé suy
nghi va y kién cta ban - ngay ca khi ho khong hé
tan thanh. -

Coi moi nguwoi la nhitng ca nhan thu vi sé gidp
ho luén & trang théi tot nhat, va hay ho 13, n6 cling
khién ban tré thanh ngudi duge moi ngwdi yéu
quy, mong mudn & bén. Béi lam gi ¢6 ai lai khong
thich dwgce ndi vé ban than minh?
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KHUYEN KHICH TGN TRONG LAN NHAU

Ton trong san sinh ton trong. Véi mét s6 ngudi,
ditu nay c6 vé 1a binh thudrig. Nhung trong xa hoi
- noi chung, nghé thuat bay t6 st tén trong dang
dn bj tan Iyi. Cham biém va chi trich d tros thanh
phan tmg mic dinh noi céng s& va trong gia dinh. -
Hon ni¥a, khi bi cam xtc lan 4t, ching ta sé cang
dé quén di nhitng phép tic lich s t5i thidu.

Dudi day Ia mot s6 meo gitp ban ¢4 thé khién
nguoi khéc ton trong minh.

1. Thira nhan moi ngudi

Tham chi triede khi ma 104, ban van ¢ thé bay
to s ton trong béng cach chao d6n sw c6 mit ctia
mot ai d6. Gat dau nhe, mim cwdi, hay chao hoi
don gian la nhitng cach rit hiéu qua khi gay &n
teong ban dau.

Khi thao luan vé chii dé ban khong thich, hay
hoc cach ch&p nhén y kién ctia d6i phwong. Hay
cam on ho vi da céi md chia sé quan diém. Néu
khong tan thanh y kién, hdy dit cho ho nhiing
cau hoi cf lién quan dén chu dé. Hay thie néu lai
quan di€m eiia hortheo v minh va héi xem liéu
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ban trinh bay ¢6 dting khong. T4t ca nhitng hanh
d6ng nay sé gitip ngudi khac cam thdy minh duwegc
ling nghe. 4

2. Nam dugc day da cau chuyén

Hay cin than khi voi vang dua ra kétluan dua
trén nhitng sy kién hodc tinh hu6ng ban khong
tan mit ching kién. Rt c6 kha ning nhiéu chi tiét
va y&u t6 da bi bo s6t. Ma k& ca khi tin mét ching
kién, ban van c6 thé bo sot gi d6 vi ban da quan
st van d& qua mot “bd loc” day ap thanh kién va
khuynh hueédng ca nhan — nhitng diéu s€ tac dong
dén nhan thire clia ban. ’

Can than trong nim bat cac chi tiét ctia tinh
hudng trudc khi hanh dong. Hay hoi tham moi
ngudi ki hon vé nhitng ltic ho thdy vén dé tro nén
toi t&. Ho sé trdn quy viéc ban danh thoi gian im
hiéu sau hon vé ciu chuyén va chinh viéc nay sé

thiic ddy sy t6n trong 1an nhau.

3. biéu chinh phong ca’ich giao tiép

Néu tiép canrai-dé-mot-cdch diém-tinh-va hop
Iy, ban sé duocho déi xu gitng yakurway. Hay
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cong nhan nhitng kho khén va thach thitc ho gap
phai, @& ho sdn long ling nghe ban hon. Nguoclai,
néu ban bit dau mia mai hay la 18i, ban sé khién
hach hanh nhan cta ho bi qua tai.

Néu mudn néu 16 y kién, hiy to ra tix t€ va
théng thin nhung khéng budc toi. Nguoi xua cb
cau: Mat ngot chét rudi. It nhat, hiy dé€ mat ong la

moén khai vi cho cude tro chuyén.

4, Giir tdm trang on dinh

Moi nguoi sé nhanh chéng mat ton trong
véi nhitng ai thé hién sy kiéu ngao hodc tu phu.
Treong hop nguoc lai cling rat nguy hiém: néu
thiéu quyét doan hay khong tw tin, ban sé trd nén
yéu dudi va dé bi loi dung.

Thay vao d6, hdy ¢ gang gitt vitng tdm trang

va biéu hién ctia minh trong cac méi quan hé. Ban

’ aA . A7 A7 N A ~ A
€ - ting vay-Duy———

tri trang thai cAn bang khong phai ltic nao ciing
dé&, dic biét 1a khi ban va nguoi khac bat dong y
kién hodc c6 nhitng niém tin khac “mot troi mét
viec”. Nhung ban c¢6 thé lam dwgc nho tip trung

xad dinh-ditm maph, cta.ca hai bénl
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PONG CAM CO LY TRi

Cudc trd chuyén v6n dang binh thuong béng
nhién tré thanh cudc tranh cdi khién ban cam
thdy “néng bing”. D6i phuong c6 quan diém trai
nguoc va bat dau thé hién 1y 18 bing nhiing tir ngt
ning né.

Ban sé dap tra thé nao?

Trong nhiéu trweong hop, 6 1& ban sé khong
mudn néi thém gi ca. Bannhanra r%mg that khong
dang d€ bay té6 cam xtic hodac day khong phai la
thoi di€m hodc dia diém thich hgp. Hodc ban sé
nhay vao tranh cii ma khéng quan tdim may t6i
quan di€m ddi phuong, kich liét tin céng ho la
“sai”, trong khi ban ¢§ tranh luén d€ chirng minh
quan diém phit hgp véi nhitng gié tri riéng (ma
ban thueong khéng 16 rd) ciia minh. Ban tham chi
c6 thé quay sang da kich tinh céch, chi trich ho
thiéu y thirc hay cw xtr khéng dung muc. Diéu
nay sé kich dong ho bay td phan tng cam xtc
teong tw. Viéc tranh ludn tay do6i sau cung sé
ching dem lai két qua gi, két qua 12 ca hai bén ctt
“mbi ngudi mot.y” va ngay cang tach biét nhau

hon ca lic bit dau.
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Tuy nhién, c6 mot cach t6t hon d€ giai quyét
vén dé, n6 duoc goi la ddng cam cé 1y tri.

Cach tiép can duya trén ly 18 sé& khoéng thién vi,
cd co s 16 rang va hop tinh hgp ly. Van dé la nhan
dinh “khéng thién vi, r6 rang va hop ly” ctia nguoi
nay khéc rit nhigu véi nguoi kia - dic biét khi gip
phai nhitng chu dé gay tranh cai. D6 1aly do vi sao
d6ng cam lai quan trong: né gitdp ban suy lun tir
quan di€m ctia nguoi khéc thay vi quan diém cta
riéng minh.

DPoéng cam c¢6 1y tri khién ngwdi khac cht
dong ling nghe va cho ho mét thir d€ suy ngim
ke ca khi dd ngiing tro chuyén. N6 1am nén tang
cho cudc trao d6i tiép theo, giip mot ngudi can
nhic y kién méi hodc tham chi thay d6i suy nghi

clia minh.

Vay thay vi c6 ngan nguoi khac tranh luan,
lam thé nao d€ ban cb thé khién ho ling nghe vi

suy nghi?
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1. C6 diém khdi dau giong nhau

P& thuyét phuc duoc nguoi khac, diéu quan
trong trudc tién 12 hiy tim mot di€m ma ca hai déu
tan thanh. N6 gitp ban xem d6i phuong nhu ddi
tdc hodc dong minh thay vi ke thu.

“Nhitng ngudi gidi thuyét phuc phai biét xac
dinh vi tri va bdc 16 wru thé cia minh mot cach
chuyén nghiép”, gido su kinh doanh dang kinh
Jay Conger, tac gia ctia cudn sach The Necessary Art
of Persuasion (tam dich: Nghé thuat thuyét phuc)
giai thich. “Ban c6 thé nghe nhiéu phu huynh bao
ring cach nhanh nhét khién dam tré ty nguyén di
theo minh dén ctta hang tap hda landi voi chiing &
quay tinh tién c6 rat nhiéu keo... Trong tinh huéng
khéc, ‘dan ¥’ thuyét phuc 16 rang sé phtc tap hon,
nhung nguyén tac co ban la nhe nhau. D6 1a qua
trinh xac dinh dwoc loi ich chung.”

Khi chon cach thuyét phuc, diéu thiét yéu la
d4u tién ban phai hidu rd d6i phuwong. Tat nhién,
ban cAn biét van dé nio quan trong véi ho, nhung
cang quan trong hon khi biét 1y do tai sao nhiing
van dé d6 lai quan trong. Néu thét bai & budc nay,
nhitng nd lyec-thuyét.phuc.ctia.ban ching. con y
nghia gi.
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Vay nén, im kiém diém chung nghia la “lam
bai tap vé nha”: hay tro chuyén voi moi nguoi va

lang nghe y kién cta ho.

“Céac budc d6 gitip [nhitng nguoi thuyét
phuc giséi nhét] suy nghi thdu ddo trong sudt
qua trinh trinh bay nhiing tranh luan, bang
chttng va quan diém”, Conger giai thich.
“Théng thredng, qua trinh nay sé khién ho thay
d6i hodc t thoa hiép vdi y dinh riéng cua minh
trwe khi bit dau thuyét phuc. Chinh nho cach
tiép can ki ludng, dd qua nghién ctru can than
ma ho phat trién dugc cac ‘dan ¥’ khién nguoi

nghe bi 16i cuén.”

D€ minh hoa diéu nay, hay gia st ban dang
¢8 gang thuyét phuc quan ly ting long cho ban.
Ban c6 thé “huing h8” budc vao, trinh bay chi tiét
qué trinh lam viéc tai cong ty, bd ki nang dic
biét va danh sach thanh tich ctia minh. Trong

© suy nghi cua ban, ddy la cich lap lugn cwcky

thuyét phuc.

Tuy nhién, ban khong biét réng quan ly clia
minh dang “dau soi lira bong” vi ngan sach vuot
quéa mtec va sin sang lam bat cix diéu gi d€ giai
quy&t vénde nay ~than chi Jacit giam nhén lyec.
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Ho sé thdy ban dang b4t méan voi tinh hinh hién tai
va Iita chon t6t nhat 1a sép c6 thé cho ban nghi “dé
nhw &n chao”.

Nhung néu viéc diu tién ban lam 1a tap
trung tim hiéu nhu cau ctia nguoi quan ly thi
sao? Hay nghién cttu d€ tim ra cic uwutién hién
gid ctia ho. Ban hiéu rang néu cé thé gitp ho giai
quyét van dé, ban sé co 1gi thé hon khi yéu cau
tang lwong.

Céch tiép can déng cam nay gitip ban 1én “dan
y” thuyét phuc clia minh xoay quanh cac vu tién
ctia s8p, cung c&p giai phap cu thé cho vin d& cap
bach nhét cia ho cling nhu ting co héi ¢d duoc
diéu ban mudn.

2. Dt cau hoi mang tinh chién luge

Tiép tuc im hi€u vé d6i phuong, ngay ca khi
ban dang trong lic thao luin sbi ndi nhat 1a viéc
rdt quan trong.

Bit cau hoi dung sé giap dé’i\phuong 6 co hoi
thé hién ban than va bay t6 suy nghi vé cha de,
khuyén khich ho trao d6i cdimd hon d€ban ¢6 thé
hiéu rd hon vé hoan carih clia-Ho!
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Vi du:

¢ Ban cam thédy thé naové...?

e Diéu gi thuyét phucban. . .?

e Ban sé hanh dfng nhw thé nao néu. . . ?

e Diéu gi sé thay ddi cam xtic ctia ban vé. . . ?

Ngoai ra, viéc ban yéu ciu d6i phuwong giai
thich tiing chat mét vé quan diém cta ho co
thé kich thich ho suy nghi sdu hon vé van deé.
Théng thuong, ho sé nhan ra ho khong hiéu van

dé nhiéu nhw ho tudng, do d6 ho tré nén mém

mong hon.

3. Pua bang chimg xac dang

B4t ky cudc tranh luin ndo cling doi hdi bang
chitng thuyé&t phuc. Nhung trong thoi dai day ap
dit lidu va thong tin khdng dugc kim ching, 1am
thé nao ban cé thé tim thay bang chiing vira thuyét

phuc vira chinh xac?

Hiy nhd rang moi ngudi déu khéc biét vé lai
lich, nén gido duc va vin hda - diéu nguoi nay thay
thuyét phuc c6 thé khong hé cé y nghia véi nguoi
khéc. Do lady do ban phai kigém tra Ky ludng cac
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théng tin cua d6i phwong. Ai gay anh huéng va
truyén cam hing cho ho? Ho trich dan tr ngudn
théng tin hodc nghién cu nao? Sau khi tra 101
nhitng ciu hoi nay, ban ¢6 thé tim kiém dit liéu va
y kién chuyén gia tir cic ngudn dang tin cdy. (Hay
can than d¢ khong trich dan nham hoic 18y thong
tin ma khong d€ y téi ngit canh, diéu do sé lam
gidm uy tin cta ban).

Nhitng nd lyc nay rdt can thoi gian va gip
phai nhiéu thir thach. Nhung d6 1a khoan dau tr
xtimg dang, gitip ban trinh bay 1y 1& thuyét phuc
ddi phwong hon thay vi ling phi thoi gian vao
nhitng tranh ludn ma ho khong bao gio quan tam.

4. Biét thai diém nhugng bd

Trong cudc tranh ludn, c6 thé ban sé nhén ra
nguoi kia “sai dit dudi” r6i. Ban cé thé nhin thdy
diém yéu chét nguoi trong lap ludn ctta ho va ban
dé sén sang “ra don quyét dinh”.

Nhung moi ngroi thueong gite viing niém tin
clia minh mot cach cam tinh. Néu ban tan nhin
phoi bay moei khiém khuyét trong lap ludn cta
d6i phrong, ho sé eami thaybida kichs Fach hanh
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nhan Iac nay sé chiém quyén kiém soat. Ho sé
khong con lang nghe hay thao luin én hoa nita;
thay vao d6, ho sé tu bao vé hodc tdn cong ban.

Thay vi ¢ gdng 4p dit hoan toan, hiy tap
trung tim hiéu quan diém ctia nguwoi khac nhiéu
hon, ciing nhu nhing ly do dang sau cam xtic clia
ho. Sau d6, tap trung tai thiét lap diém chung dé
xay dung cudc trao d6i iép theo dwa trén nén tang
ma ca hai cling d6éng nhat. Hon hét, hdy c6 gang
két thiic cudc trod chuyén véi mét tinh thin tich cuc

- bang cch cam on ho vi dd khong ngai chia sé y
kién va gitip ban hi€u rd hon vé quan diém ctia ho.

Hay nhé ring ban can thoi gian d€ anh hudng
lau dai dén mot nguoi. Muc tiéu ctia ban khong
phai la “chién thing cudc tranh luan” hosc thay doi
tam tri cua ai d6 chi sau mét budi d6i thoai. Thay
vao dé, hay c8 gang xem xét biic tranh 16n hon.

—b‘ﬁowkhe(ﬁemkhanmo—
khang dinh quan diém ma
|<hong gdy han thu.

ISAAC NEW T,Q:N
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KHUAY DONG CAM xUC

Thuyét phuc modt nguoi tin tedng rat khéac so
véi viéc théi thiic ho lam diéu gi d6.

D& that sy kich thich nguoi khac hanh dong,
ban phai khudy dong cam xtc cia ho - thdm nhép
thatsau d€ gay tac dong dén suy nghi va cam nhan
cta ngroi do.

Céc nghé si la nhitng chuyén gia khoi goi phan
ting cam xtc. Hay nghi dén cic dién vién, vii cong
hoéc nhac si ban yéu thich. R4t c6 thé ban bi thu
hit vi ho c6 kha ning khién ban dang tran cam
xtic. Mic dit chura bao gi® gip mit nhung ho van
c6 thé khién ban cam thdy gan giii, than thiét. Ho
khién ban cwedi, khéce réi nhay khi ban khong bi ai
dom ngd.

Hodc, hay nghi vé nhitng ngay di hoc ctia ban.
Ban con nhé gi4o vién hay gido su minh yéu mén
khéng? Ho gitip ban ap dung nhitng kién thic
khé khan vao cudc séng. Nhitng cau chuyén, s6
thich ho k& khong khéc gi “diém nhan” tuyét voi
cho ngay ctia ban. C6 thé gido vién d6 da déng vai
trod siu sic giﬁp dinh hinh nén con nguoi hién tai

cuta ban.
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Mic du nhitng b6i canh ban tim kiém su
anh huong 13 khéc nhau, nhung nguyén tac két
néi cam xtc 1a nhw nhau. B¢ thac day nguoi -
khéac hanh dong, ban phai khudy déng cam xuc

cua ho.

Dudi day 1a mot s8 cach d€ thuc hién diéu do.

1. Th& hién sy dam mé

St nhiét tinh dé lan truyén. Néu that sy tin

vao nhitng diéu minh néi, niém say mé ctia ban

te nhién sé dwoc lan toa va tao cam hing cho

ngudi khac. (Hay nghi vé ngudn niéng luong dé

lan truyén ctia cac thdy cb gido hodc hudn luyén
\ vién ca nhan).

Diéu nay khoéng c6 nghia la ban phai pho

truong hay tro thanh nguwoi nao d6 khong phai

R T trong 1 \ 1a ban hoan tod

dwoc niém say mé thuyét phuc. Néu khong cam

thdy vay, hay danh thoi gian suy nghi that ky vé

nhitng y tudng va niém tin ca nhan. Tap trung gia

tang gia tri. Sau d6, ban sé thanh tam bay to sw

dam meé ctaminh:
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2. Tan dung sttc manh ctia cac cau chuyén va dan
chimg sinh déng

Céc con s0, dit liéu va ludn c chinh dang la
nhitng khfa canh quan trong tao nén béng chiing
thuyét phuc. Nhung néu chi c6 vay , mtec tiép can
ctia chung sé rat han ché€. N6i don gian la ching
rat nham chan.

Nhung moi nguoi déu thich mét cdu chuyén
hay. Ban c6 thé ké vé mot nhan vat hodc vi du
c6 that dé minh hoa cho chu dé, hay bién né tréd
nén sdng déng trong mét d6i phuong. Pigu d6
sé anh hudng dén tdm tri ctia ho, khién ho xtc
dong. Va ban ciing sé két ndi dwoc ly thuyét va
thic hanh.

Diing chi ké lai sy that; hdy khién chiang tro

nén song dong.

3.Lap dilap lai

- Gi4o vién xu#t sic nhat 1a nhitng chuyén gia
“lap di ldp lai”. Hay nghi b6 me d& phai nhic nho
ban bao nhiéu Idn trdc khi ban thwe sy hi€u dwgc
diéu ho néi. Hogc ban c6 thé chiiy dén cic dién
gia tai ba thinh thoang van 13plei edc ¢ tir quan
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trong nhu thé nao, gidng nhw ban ling nghe doan
di€p khic trong bai hat minh yéu thich vay. Cach
Martin Luther King str dung cum ttr “Téi c6 mot
gidc mo” la mét vi du rét thuyét phuc.

C6 mot 101 khuyén kinh dién danh cho nguoi
phai trinh bay mét vdn dé: Hiy cho moi nguoi
biét ban s€ ndi gi véi ho. Néi cho ho nghe diéu
dé. Roi nhic lai cho moi nguoi biét ban da néi gi
vdi ho.

Nim duoc nghé thuét lip di Lip lai c6 the kha
thie thach vi t6i so rf?lng ban sé bi kh6 khan hoac
cing nhic. Lip lai nhiéu l4n cum tir quan trong
can phai that hdp din, ban c6 thé lam diéu do
béng nhiing cach dién dat sau:

» Noi cach khac/Vé ban chit. . .
* Nhiing gi t6i dang c8 gang trinh bay 1a . . .
e Diy la van dé/Day 1a mAu chét. . .

Meo nho nay gitp ban lap lai cic y chinh
ma khong phai néi y hét, qua d6 kiém soat duoc
nhitng diéu ngudi nghe c6 thé nhd nhiéu nhat.
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4. Tao yéu t6 bat ngo

Mbt phat bidu bat thudng hodc ”gay s6c” that
s c6 thé thu hit sy chit ¥ clta ngudi khac. Chéng
han, nha vin Lyz Lenz, ban cta t6i, ting viet mot
doan vin sau sic véi tira dé: “Con gai yéu, me

mudn con that bai.”

Bai viét k& vé nhitng gi Lenz hoc dwoc khi
phai d6i mat véi that bai ¢ tudi mdi 1n, hoc tap
tit nhitng sai [Am va tr& nén manh mé hon bao
git hét. C d6i nghich véi kidu “cha me ti tuyét”
ludn 8 bao vé con cai khoi that bai va tao diéu
kién séng tot nhét cho chung.

“Cudc sdng ma khong cé thit bai s& khong co
thanh céng, nd that fAm thudng”, Lenz lap ludn.
“T6i khong mudn day con bé cach tir bo hodc vach
sin duwong cho nd. T6i mudn day con bé ‘lui mot
bude, tidn ba budcd va ludn o8 gang hét Tan nay
dén [an khac.”

Luén ctt xac dang, quan diém noi bat. Nhung
néu khong cé tiéu dé manh mé, phan 16n moi

ngudi sé khong doc bai bao. Ban cling c6 thé lam

! Tir gbe: snowplow parent, ¢hi nhiing bic cha me luon b gilt
con minh tranh khithat bai dang ti€c. '
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vay. Bang cach phat biu gay sdc d€ khudy dong
cam xtc nguoi nghe, ban sé& khién ho phai chi y.
Sau d6, hdy chia sé thong diép nhim ctng cd gia

tri ban mudn truyén tai.

TRONG GIA DINH

Tudng tuong rang ban dang trao d6i yén lanh
vdi chong/vg vé mot van dé. Chi it phat sau d6,
ban thdy bdt dong y kién dit doi va nhin ra r:‘ing
d6i phuong dang “qua nhay cam”. Ban c6 thé tiép
tuc bao vé quan diém ctia minh va sdn sang mao
hiém d€ d6i phuong mét kiém soat. Hodc ban ¢
thé cho dé chdng/vo chia sé v kién ctia ho, lang
nghe can thin, sau dé tim cach cling giai quyét.

Khi gitip d6i phuong binh tinh lai, ban da tao
anh huwong téi cam xtc cia ho. Va sau day thi sao?
Néu day la mét chit ¢é quan trong thi hdy trao d6i
lai trong Tan néi chuyén tiép theo. Lam thé nao d€

thirc hién hiéu qua viéc d6?

Hay can nhic dia diém va thoi gian hop ly
dé€ néi chuyén. Vi du nhitng ltic ca hai déu thay
thw gidn va c6 tim trang t6t. Ban cling nén dé y

dén ¢ach goilai chi dé. TTay nhd md 101 bang cau
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xin 16i (néu thich hop), bay tb cAm kich, hodc néu
quan diém chung nham gitp bau khéng khi trd
nén tich cue va tao ra nhiéu co hoi dé€ cung thau

hiéu va hop tac vdi nhau.

ANH HUONG TRONG HANH DONG: PONG CAM
TREN SAN KHAU LGN

D6 1a mét ngay lam viéc binh thuwdong cla
Celine Dion, mét trong nhitng ca si danh gia va
ndi tiéng nhat thé gisi. Co biu dién trudc hang
nghin ngudi nhw bao [an, va san khiu lan nay la
0 Caesars Palace, Las Vegas. Dot nhién, mot khan
gia nit trong trang thai say xin dp 1én san khau va
c8 chay dén bén canh Dion. Nguwoi hAim md nay
khong chiu roi bd ¢d méc cho sy can thiép cta
nhan vién an ninh.

Tinh hudng nay c6 1& sé nhanh chdng trd nén
“xau mat” néu khong nho cach x ly diém tinh
ctia Dion trong khoanh khéc dé.

Thay vi d€ vé si lam nhiém‘vu hodc don gian
la bo chay, Dion lai thé hién sw ton trong khi & lai
tro chuyén cuing c6 dy. Dion thidm chi con bay to

long biét on 01 véingwoi ham mo nay.
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“Dé€ t6i k€& cho ¢6 nghe diéu nay,” Dion néi
khi dang siét chit tay nguoi phyu nit. “Téi ming
la c6 da 1én sdn khu t6i nay. T6i mitng vi... ¢ da
mudn dén gan hon vdi t6i.”

Lutc nay, nguoi hAm md 6m va vit ca chin
lén nit ca si. Cac vé si ngay 14p tic tién gan lai
nhung Dion vin bao ho nan lai va & gin d6 trong
treong hop cb can gitp dé. Sau do, nit ca si tiép
tuc binh tinh, nhe nhang tro chuyén véi ngudi
phu nit.

Khan gia bén dwéi khong thé nghe duoc
nguoi phu nit nay noéi gi nhung Dion thi dd nhan
ra mot diéu c6 thé gitp ¢ tao ra diém chung va
tao nén mdi lién két. Dion ndi, “Co6 biét khong?
Chung ta cé nhitng diém chung. Ching ta déu c6
nhiing dira tré ma minh yéu mén va ching ta sé
ddu tranh vi ching. Va [ca hai] ching ta déu dang
mic d6 mau vang. D6 14 tin hiéu t6t.”

Dion thé hién sy déng cam tuyét voi trong
sudt tinh hudng. Dion téc dong dén tdm trang clia
nguoi phu nit, bién ¢6 ta tir ngoan ¢§ chéng tra
sang vui mimng hop tac. Va chua day hai phat,
Dion da_thuyeét phuyc, duoc ~ké giy r6i” budc
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xudng san khdu cting nhitng “nguoi ban” (vé si)
ctia minh, tao ra két qua tuyét voi trong mot tinh
hudng day thir thach. ‘

Sau d6, Dion nhe nhém roi san khau trong
tiéng v tay clia ddm dong.

Do la strc anh huedong cam xtic ¢ cdp d) caonhét.

TIEP CAN MOI NGUOI

Cho du 1a phong van di xin viéc, tim hang
giam gia, hodc hen ho ai d6, ching ta déu phai c§
ging gy anh hudng & diém nay hodc di€m khéc.

Nhung hiy nhé rang qua trinh anh huéng

phai trai qua mot loat tién trién.

Trong ciu chuyén & dau chwong nay, Chris
Voss da so sanh qua trinh nay voi chi€c cau thang.
“Chting ta 6 xu hieéng néi thang nhitng diéu minh
mudn”, éng giai thich. “Nhung trong trieong hop
nay, khoang cach ngan nhat giita hai di€m khong
phdi la mot duong thang. N6 1a budce timg budc d€
tao nén tang cho cac budc di tiép theo. Xay dung

moi quan hé doi-hoise. dong gam yva bwoc nay sé
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dan dén budc kia. T4t ca sé gitip ban ditng & mét
vi tri c6 thé d€ gay anh huong dén nguoi khac.”

D¢ thuyét phuc mét nguoi suy nghi khac di,
trudc tién ban phai hiéu ho suy nghi nhu thé nao.
Tim ki€ém nhitng diém khién ho bi tdn thwong ma
ban ¢6 thé€ gitip ho giai quyét. Tim hi€u cach giao
ti€p cung nhitng ddng lyc ca nhan cta ho. biéu
nay sé cho phép ban tro chuyén vdi ho mét cach
- thdu hiéu nhat.

Quan trong hon, hanh dong nay con gitip ban
ti€p can moi ngudi vé mit cam xuc, tr 46 thic ddy
ho hanh dong.

Nhung ban ciing phai biét con nguoi va tinh
canh sé€ thay ddi lién tuc. Nhitng m6i quan hé
dang quy nhét ctia ban phai dwgc hinh thanh qua

nhiéu ndm tuong tac.

Vay Tri tué xtic cam c6 thé giap ban tin hudng

moi quan hé “chat lugng cao” nhu thé nao?
Viéc nay doi hoi chung ta can xdy dung nén
tang vitng chac - va d6 la cha dé ctia chuong

ti€p theo.
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rong muoi ndm qua t6i da gap go va
(7_;hc’>ng vén nhiéu gidm dbc, quan ly va
doanh nhén, nhitng nguoi da gay dung sit nghiép
va thanh l4p c6ng ty trong m6 hoi, nuwéc mat,
tham chi 12 mau. Nhung khi néi dén dao ditc nghé
nghiép, khong ai trong sd ho c6 thé so sanh véi me

vQ toi, Margret.

Margret (nguoi toi goi 1la “Me”) sinh ra vao
thoi ky khé khin ndm 1958 tai Ba Lan. Ba biét cudc
sdng cia minh rat khé khin, nén khong bao gio ba
coi diéu gila hién nhién ca. Ba cling day hai c6 con
ghi nhw vy - tin huong khoanh khéc vui vé, sdn
sang cho thoi diém thir thach va xay dung cac méi

quan hé bén lau.

Diéu chi day cubi cung dén véi ba mot cach
ty nhién. Tkt nhitng ngudi moéi gép dén nhiing
nguoi quen lau ndm, moi ngudi déu thdy ba an
can va quy mén ba. Luc ba quyét dinh nghi cong
viéc don dep tai xuong san xudt xe hoi, c6 thw ky
gidm ddc da cau mong ba tiép tuc ¢ lai. CO rét tin
twong Me va da quen tro chuyén cing ba. Nhung
Me van quyét dinh roi di va d€ lai &n tuong that
st kho phai. €6 thwky-do khong dé mat lien lac,
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thi thoang c6 con ghé qua nha Me tro chuyén va
nham nhi tach ca phé.

Con cip vo chdong Laurie va Verdis ma Me
di quen trong chuyén du lich gia dinh dén
Hawaii thi sao? Laurie quen Me qua ban cua
ban, nhung cd va Me nhanh chéng trd nén than
thiét. Ho nhw hinh v6i bong. Hom chia tay, ca
hai déu roi nwéc mét. Nhitng nim qua Me va
Laurie van thuong xuyén lién lac v6i nhau, hau
nhu déu théng qua thu viét tay va email. Nghe
c6 vé khdng co6 diéu gi qua dac biét, ngoai trix

mot chi tiét nho...

Me khdng biét ndi tiéng Anh. Ba va Laurie
c6 chung mot nguoi phién dich (thwong la vo
t61). Rbi ca ba nguwedi ho da xoay xo nhw thé nao
d6 va xay dung duogc s¢i day lién két khong dé
pha vo.

Tham chi trong nhirng phitt cudi doi, Me van
mudn két ban. Ba sé khong ngtmg cam on cac bac
si va y ta ciing nhu gidi thiéu tat ca ching t6i voi
moi nguoi dang lam viéc tai bénh vién. Me rat
ngacnhién trudc kha ning duy tri ndng luong tich

cuc, totbung va theong ‘vt ghia ho, cho du ban
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chat cdng viéc ctia nhitng y si 1a ludn phai ddi mit
vé6i dau d6n mbi ngay. Ho xting déng dwoc cong
nhdn va danh gid cao. Va Me dd gitip ho nhén
duoc diéu do.

Téi c6 thé néi mai vé kha nang két ndi moi
nguoi véi nhau cia Me - ba danh nhiéu ndm chim
soc cho me dé va me chéng ctia minh, va khéng
th€ biét dugc rang ba da danh bao nhiéu thdi gian
de€ gitip d6 nhitng ngudi khdc. Nhung trong tat
ca nhiing bai hoc Me day t6i nhiéu nim qua, day
la diéu tuyét voi nhit: Nudi dudng nhitng méi
quan hé y nghia la viéc lam khé khin, nhung né

rit dang d€ no Iuec.

GIA TRI CUA MOI QUAN HE BEN VNG

Cudc séng ctia chiing ta phu thudc vao cac
moi quan hé véi nguoi khac. Tt khi dwgce sinh
ra, chiing ta da phu thudc vao nhiing ngwodi nubi
dudng, day bao va chim séc minh. B4t ké ching
ta tw 1ap hay tw Iec thé nao, ching ta ludn c6 thé
dat dugc nhiéu thanh truhonnéu.cd swhd tro.clia

nguoi khac.
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Nhung thanh tiru chi 1a khéi dau. Nghién citu
chi ra rang cAc mé&i quan hé t3t ciing sé gitip ching
ta hanh phtc va khée manh hon.!

Véy lam th€ nao d€ ban ¢4 thé cai thién mdbi
quan hé?

Vai ndm trede, mét nhém nghién ctru tai
Google da trién khai mét dw 4n véi tén goi
Aristotle nhdm nghién ctu phuong phap xdy
dung déi ngii hiéu qua. Tén duw an duoc dit nhw
vdy nhim bay to sy tén trong v4i cau noi ndi
tiéng ctia nha triét hoc: “Téng s8 toan phin 16n
hon téng s6 titng phéan.”

Doi nghién cttu phén tich hang chuc nhém
nguoi va phong vin hang trdim giam d8c diéu
hanh, truéng nhém va cic thanh vién. Ho nhan
thdy réng c6 nhitu yéu t8 gép phan vao hidu
sudt ctta m6t nhdm - nhung yéu t6 chiém wu thé
nhit Ia khi cac thanh vién trong nhém cam thay

“an tam” .

' Robert Waldinger 14 nha tAm than hoc hién dang trién khai nghién
ctru cia Dai hoc Harvard vé Su phat trién cua con ngudi - mét
trong nhitng nghién ctru toan dién nhét v& strc khée cam xiic trong
lich sir. Khi dugc yéu chu trinh bay két luan cua nghién ciru kéo
dai 75 ndm nay, dng chia sé manh mé& va rd rang: “Méi quan hé tét
gitip chiing ta hanh phic vakhéeymanh from: Chi vdy th6i.” (TG)
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“Khi mét nhém c6 cam gidc cyre ky an tam, cac
thanh vién sé thdy an toan dé€ chdp nhan rii ro khi
& bén cac cong sy”, cac nha nghién cttu viét. “Ho
thdy ty tin khi biét khong ai trong nhém khién
thanh vién nao d6 phai xau ho hodc bi tritng phat
vi thira nhan mic sai [Am, d#t cAu hoi hodc dwa ra
mot y teeong mai.”

Né6i don gian 13 mot doi ngit gidi phat trién
duea trén su tin twdng 1an nhau.

Péi khi, chting ta ph6 méc niém tin cho ngwoi
la ma khong can ddn do - nhu vién phi cong c6
nhiém vu ché chiing ta vé nha hodc nguoi dau
bép lam d6 &n khi ching ta di &n nha hang.
Nhung sy tin twdng nay chi mang tinh hoan
canh, né dén va di tuy thudc vao tinh hudng.
D€ xay dyng niém tin cho cdc méi quan hé sau
sac, chting ta phai dem lai loi ich cho ngudi khac
trong thoi gian dai hon.

Cé thé twong teong moi quan hé 1a mot cay
cau duoc dung 1én gitta ching ta va moi nguoi.
Bit ky cdy ciu vitng chic ndo ciing phai ¢6 nén
méng kién c§ — va d6i voi médi quan h§, nén méng
d6 1a s tin twéng. Néu khong cod.niém tin, ching
ta sé khong cé tiah yu, barifhié, [Khéfigag moi lien
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két lau dai nao gitta moi nguedi véi nhau. Cé nidm
tin it c6 dong liec. Néu tin ai d6 dang danh nhitng
loi ich t6t nh4t cho minh, chic hin ban cling sé
lam hét moi diéu ngudi d6 yéu cau.

Trong chwong nay, t6i sé goi y cho ban vai 1o
Khuyén htu ich d€ gianh dugc long tin ctia ngwoi
khac. Khi doc, hdy suy ngdm vé nhitng ngudi
xung quanh ban. Nhitng ngudi ma ban tin tudng
da dp dung cac 1oi khuyén nay nhu thé nao? Ban
o thé tir cai thién minh & nhitng khia canh nao?

Giai dap duoc nhitng cau hoi d6 sé gitip ban
nudi dudng va duy tri méi quan hé sau sic va y
nghia hon.

GIAO TIEP

Xay dung long tin doi hoi qua trinh giao tiép
hiéu qua va lién tuc.

Lien tuc giao ti€p gitup ban duy tri dugc méi
lién két voi cac sy kién ctia mot nguoi. Ban nhanh
chong biét dugc suy nghi va tim trang cua ho,
cach ho giai quyét chiing. Hon nita, ban nén chia
sé rang nhiing diéu quan trong voi ho cling rat
quan trong véi ban:
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Mot loat nhitng nghién ctru gin day duoc to
chitc nghién cru Gallup tién hanh da két luan
rang nhitng ngudi quan ly gioi nhét thuong giao
tiép bang cach két hop trao d6i truc ti€p, qua dién
thoai va cac thiét bi dién tir véi nhan vién; va ho
ciing s& hbi dép dién thoai hogc tin nhin trong
vong 24 gid. Ngoai ra, Gallup con nhén thdy rang
da s& nhén vién déu dénh gia cao khi tro chuyén
véi cac quan 1y vé “chuyén ngoai Ié cng ty”. Diéu
nay sé gitip quan ly hodc trudong nhém tro nén gan
giii hon trong mat nhan vién.

Mobi nguoi cb cich suy nghi va tro chuyén
khéc nhau, diéu quan trong la phai thé hién duoc
rd rang tim trang ctia ban than. Hay nhé réng
khong ai 6 the doc duge suy nghi ctia ban. Mot s6
ngudi sé can biét nhiéu dau hiéu hon so véi nguoi
khéc, nén hay luyén tap cdch thé hién tam trang dé
nguoi khéc c6 thé hiéu dugc.

Thé con & nha thi sao? Khong dé gi c6 thoi
gian d€ giao tiép. B6 me thi ban r¢n lam viéc. Bon
tré thi choi véi ban ¢ trudng 161 6 nha thi ddn mét
vao dién thoa_ii hoidc méy tinh. Lam thé nao ban c6
thé tro chuyén threong xuyén hon véi ngueoi than
ctia minh?
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Bai tdp cho ban: Hay 4n ciing nhau it nhat
mot bita trong ngay. Thay vi tranh gianh
d6 choi dién tir, hiy trdo chuyén véi cac
thanh vién trong nha qua tin nhin hodc
mang xa hgi. K& vé ngay ctia ban r6i hoi
vé ngay cta ho. Diéu niy khéng c6 nghia
la dung thiét bi dién tit d€ thay thé& cach -
tro chuyén mat-d6i-mit; ma chi don gian
la mét cach gia ting sw twong tac. Chi mét
16i nhdn “Anh cdm on”, “Em nhé anh” hay
“Me yéu con” cé thé€ giup moi ngudi cam
thay tin ciy va an tdm - ciing nhu khién
moi ngwoi mudn danh thoi gian bén nhau
nhiéu hon.

CHAN THAT

St chén that thue ddy long tin twéng. Ching

ta thuong bi thu hut boi nhitng ai chan that va

ludn 1a chinh minh. Nhung “chan that” chinh xac

co nghia gi?

Nguoi chan that thuwong chia sé suy nghi va

cam xuc that cta minh v6i ngwoi khac. Ho biét

khéng phaiai ciing dong tinh v¢i minh va ho thdy
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diéu nay hoan toan binh thuong. Ho hifu rdng
minh khéng hoan hido nhung van sin sing chia
sé cac khiém khuyét vi moi ngudi khéc ciing thé.
Chép nhén moi nguoi la chinh minh thi ching ta
mdi chan thanh hon véi nhau.

T4t nhién, néu néi “hiy thanh that” thi rat dé.
Trén thyece t€, nhiéu yéu t6 nhat dinh ctua Tri tué
xtic cdm c6 thé ngang duong ban.

Vi dy, néu kha ning nhan thitc xa hdi cao, ban
sé “nhay cam” khi 1oi ndi va hanh déng cia minh
gay tac dong lénngudi khdc. Tinh nhay cam c6 thé
gitp ich néu né giup ban khéo léo va bay to6 sy ton
trong. Nhung n6 ciing can trd kha nang xay dung
long tin néu ban lién tuc che gidu cam xtc that caa
minh va néi nhitng diéu khong that long.

Mot trong nhitng giam ddc ctia Apple, Angela
Ahrendts da bay to y kién nay trong cudc phong
vin voi nha bao Rebecca Jarvis. Khi dwgc hoi vé
10i khuyén su nghiép té hai nhat minh tieng phai
nhan, Ahrendts chia sé vé thoi gian 6 lam viéc tai
mét tap doan I6n. Quan Iy nhan sy bao rang néu
c6 mudn c6 nhitng phdm chét ctta mét CEO tiém
néng, ¢6 can phai thay d6i cach néi chuyén “qua
cam tinh”.
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Vay nén, Ahrendts da dén Minneapolis theo
loi gioi thiéu ctia cong ty d€ gép huln luyén vién
s€ giam sat va nhan xét ¢d. “T6i nghi minh sé & d6
vai ngay nhung that ra chi ¢6 vai gio”, Ahrendts
cho biét. “Vao bita trwa ngay dau tién t6i chi nhin
ho va bao rang, ‘Toi phai di. T6i khong mudn
tré thanh ngwedi ma t6i khong thich. To6i yéu ban
than va cho dén bay gi¢ t6i da lam kha t6t khi 1a
chinh minh. T6i 16n 1én trong gia dinh nhiéu thé
hé. Va ban biét ddy, me thuong toi, ban be quy
toi... Téi khong quan tam dén chtec vy hay dia vi.
Ban biét khong, mdi budi séng t6i van thire day
la toi va toi luén mudn tro thanh phién ban t6t
nhat cta chinh minh. Téi khong muén tré thanh
bat ky nguoi nao khéc. Vay nén, t6i that sy xin
16i nhung t6i phai di.” R6i toi roi di, va chinh xac
sau mot thang t6i nhan dugc cude goi gidp toi tré
thanh CEO cua Burberry. Thé nén t6i nghi, hay

ctt 1a chinh minh.

Thanh that khong c6 nghia la ban phai chia
sé moi thit vé ban than v4i moi ngudi, vao moi
lac. Thanh that 1a néi ding nhitng gi ban nghi, va
kién,dinh-véi-nhitng-gid-trivdnguyén tic cia ban
than ban.
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Khong phai ai ciing s€ danh gia caoban. Nhung
nhitng ai thit sy quan trong sé lam viéc d6.

SAN LONG GIUP DG

Mot trong nhitng cich nhanh nhat d€ cé dugc
long tin ctia ai d6 la gitp do6 ho.

Hay nghi vé nguoi sép hodc gido vien ban yéu
mén. Ho t6t nghiép tredong nao, nhan béng gi,
thdm chi nhiing thanh tich trede day cta ho - tat
ca déu khong lién quan dén méi quan hé cta ban
v6i ngudi d6. Nhung con thoi gian ho sén long bo
ra d¢ ling nghe hoiic gitip d6 ban dit c6 ban kin
lich thi sao? Ho ¢4 sdn sang ngoi lai va lam viéc

cung ban khong?

Nhiing hanh ddng nhu vy sé gop phan xay

dung niém tin.

Chiing ta cfing c6 thé 4p dung nguyén tic ndy
vao cudc song gia dinh. D6 thuong la 1am nhitng
didu nhé nhit nhung lai rdt quan trong: giup
ngudi thin pha mt tach tra hoiic e phé, phu don
do &n hodc lamviéelitvitkhac, hay.giupxach do

tir xe xudng.
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Thuec €, tinh than hay gidp d& chinh 1a diéu
da giup tdi theo dudi vg minh. Ching t6i c6 mét
nam lam ban vé4i nhau trude khi t6i dé nghi hen
ho, nhung 6 &y d4 tir chdi. Toi thiy rat kho xie. Co
&y bao chiing t6i van c6 thé1a ban - t6i khong chic
minh ¢4 thé lam dugc diéu nay. Nhung t6i biét c6
&y rat dic biét va van chua sin sang d& ¢b Ay 10i
khéi cude doi minh nén tdi da dong y.

Bing mét cach nao d6, ching t6i van 1a ban be.
Mot ndm sau, t6i nhan ra dwgce cam giac ctia ¢6 dy
danh cho t6i bit d4u thay d6i... nén da hoi xem
liéu ¢6 &y c6 can nhac lai khéng.

Nam 2018, chung t6i ky niém muoi ndm
ngay cuoi.

Khi dd & bén nhau, t6i lién hoi diéu gi da lam
thay doi suy nghi cia ¢6 dy. “Anh khéng bao gio
ngling t&t t€ va hay giap do em”, c6 dy chia sé.

“Néu em khong dap lai nhitng nguwoi dan ong
khac mot cach “tinh t&%', ho sé€ sdm tro nén ich ky,
d6 151, thAm chi bién thanh mét nguwoi hoan toan
khac. Nhung anh thi khéng. Anh da gitap em vuot
qua nhitng Iac khé khin, ngay ca khi em ttr chéi
anh. Thoi giai lam bary voi nhau 1au nhw thé da
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budc em phai suy nghi: Minh biét anh 4y sé tro
thanh nguwoi chong tuyét voi ctia ai d6. Tai sao ‘ai
dd’ khong phai 1a minh?”

Hay nhé ring, cho dit ban dang nuéi dudng
méi quan hé véi nguoi ban, ngueodi yéu hay dong
nghiép thi sy tin twdng van 1a trd choi thix thach
tinh kién nhan. Hay gitip ho tai bat ctt noi nao, vao
bét ¢t khi nao c6 thé.

KHIEM TON

Giup d& ngueoi khac phai di cing v6i sy khiém
ton. Khiém t6n khéng c6 nghia 1a thiéu ti tin hay
khong bao gio diing 1én bao vé y kién va nguyén
tic riéng clia minh. Thay vi vay, khiém t6n 13 khi
nhén ra rang minh khéng biét tit ca moi thit - va
san sang hoc héi tir nhitng ngudi khéc.

Chgmg han, ban con tré va it kinh nghiém hon
dong nghiép, khich hang, hiy thira nhan va khic
ghi diéu d6. Néu c6 thai d6 sn sang hoc héi, ban
s€ thé hién dugc tinh khiém t6n va nhan duoc sw
ton trong tir ngwoi khac.

Nguwoc lai, ban 16n tubi va cd nhitu kinh
nghiém hon, hdy téntiong ngudi khaebang cich
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don nhan cac y tudng, cac ky thuit méi. Hon
hét, hdy ton trong y kién va quan diém cta dong
nghiép, cling nhw thit sy 1dng nghe khi ho chia sé.
Khi ca hai bén déu nhén ra d6i phuong dang danh
loi ich cho minh thi moi viéc sé tu tién trién dua
trén bau khéng khi hoa thuan.

St khiém t6n ciing 6 nghia 1a sin long xin 16i.

“T6ixin16i” c6 th&la ba tir khé ndi nhat, nhung
cing la ba tit ¢ sitc ning nhét. Khi sin sing nhan
181, ban sé khéng dinh duoc 16 rang cach ban nhin
nhén vi tri ciia minh trong cdc m6i quan hé. Didu
nay sé te nhién khién moi nguoi gin giii, yéu mén
ban, dong thoi xdy dung dugc niém tin va long
trung thanh. '

“Xin 16i khéng phai lic nao ciing ¢6 nghia
Ia ban sai va nguoi kia ding. Xin 16i 12 khi
ban coi trong md&i quan hé nhiéu hon cai t6i

cla minh.”
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THANH THAT

Hau hét moi ngudi déu biét rang swe thanh that
va tin teong di doi véi nhau. Nhung giao tiép mot
cach thanh that khong chi don gian 1a néi nhiing
gl ban that sy tin. Thue chét, nd ¢ nghia la tranh
ndi nhitng diéu chi mang tinh “mot nira sy that”
va dam bao nhiing gi ban néi khong bi hiéu nham.
Tap trung vao ti€u tiét, nhitng so hd va cac hudng
bao bién c6 thé gitp ban thing kién tai toa an,

' nhung sé khong gitip ban gianh dwoc su tin tieong
ctia nguoi khéc.

Nhitng nguodi déi gat c6 thé thanh céng tam
thoi, nhung chang chéng thi chiy su that ciing sé
bi hé 15. Nguoc lai, nhitng nguwoi thanh that sé tré
nén nodi bat. Ho 14 nhitng nhén vién déng quy ¢
cong ty va la ngueoi khién gia dinh cam thiy binh
an. Ho ciing la nhitng ngwoi ban luén dwa ra cacy
kién that sy 6 y nghia.
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DANG TIN CAY

Ngay nay moi ngudi thuong “néi mot dang
lam mot néo” néu ho ndi hitng. Cho dut 1a k&' hoach
cudi tuin véi ban be, mot cai bat tay thoa thuan
lam &n, hay 101 hita véi nguoi yéu; nhiéu ngudi cd
thé rit lai 10i néi dé dang néu ho cam thy nhiing
bat tién dit la nho nhit nhat.

C6 rdt nhiéu ly do khién moi nguoi khong
gitt 10i, sw that don gian la: chung ta cd xu huong
chi s8ng tai thoi ¢iém. Néu loi ich ngay tredc mat
thi ndi “cd”, con khi bat tién qua thi ndi “khdng”,
nén hiu hét moi nguoi déu d& dang hita hen ma
khong can nhac ki liéu minh c6 thé 1am dugc

hay khong.
Viy chia khoa d€ gitt chit tin 1a gi?

Xay dung kha nidng tw nhén thic va ty kiém

Chéng han, c8 géng thé hién thai 6 qua tich cuc
va nhiét tinh tai noi lam viéc cd thé khién ban tro
thanh nguoi chuyén hita hen..., nhung mét khi
dd6i mat vdi thuee té, ‘ban lai 6 xu hudng chdi bay.

Nhan radwoe s that néy'dé’ @p suy nghi can than
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treede khi qua-hita-hen sé gitip ban giit cam két va
hoan thanh c6ng viéc ding han.

Cac nha nghién ctru ciing thiy rang nhitng
‘ngudi hay hira hen thuong gi chit tin t5t hon

néu ho | gén noé vdi y thirc trach nhiém dao dtc.
Ni cach khac, ho sé thiee hién cam két vi d6 1a
“diéu can lam”, ngay ca khi gip bat tién, bat loi
nao do.

Tat nhién c6 nhidu mitc dd cam két khac nhau.
Quén hen xem phim trén Netflix véi ban c6 thé sé
it gay go hon khi that hita vdi con cai hoic 16 han
cong viéc. Va doi khi, nhitng tinh tiét tdng nhuw
khong quan trong lai anh huong dén kha ning
ban thirc hién 16i hira.

Nhung néu ban xdy dung dugc théi quen gift
101 htra - dir viéc1dn hay nho - ban cling sé c6 dwoc
tiéng thom khéng ngét vi s chic chén va déng tin
cay ctia minh.
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HAY BAY TO TiNH CAM

Cach day nhiéu ndm t6i c6 diéu hanh mét
dw an va Jessica, thanh vién c6 kinh nghiém nh4t
trong nhdm da ting rat chat vat. Van dé khong
ndm ¢ cdng viéc vi ¢6 Ay thé hién rit t8t, chi 13’
c6 thay kiét strc. Khach hang ching t6i dang hop
tdc khong hé dé tinh, va Jessica da thét 1én ring:
“T6i khéng phai ‘ga con mdi 16n’, anh biét ddy.
T6i khong thé chiu dung dwgc nia.”

Téi tran an bang cich dénh gia cao cong viée cb
dy danglam va d€ c6 dy roi xa d6ng nhiém vu mot
thoi gian. Nhitng ngay con lai ching t6i lam viéc
ma khong 6 Jessica, khi d6 ¢6 dy chuyén sang dy
an khac. Luc két thuc, ching t6i nhin dugc danh
gi4 xuét sic tir phia khach hang va tdi biét minh
nén goi thong bdo cho ai.

Sau khi hoi thdm nhitng ngay qua cta Jessica
ra sao, toi lién k€ tin t8t cho c6 &y. Toi ndi ring

do 1a phan hoi y nghia nhdt ma chdng t6i timg
nhan dugc tie bat ky khach hang nao. Tdi dic biét
cam on cd ay vi da déng gbp cho du én va chia sé
rdng toi biét moi thi sé khong dién ra t6t dep néu

khéng ¢6 0 dy.
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Ban c6 th€ “nghe thdy” nu cwoi & dau diy bén
kia. C6 4y cam on t6i (hai lan) vi dd goi cho ¢d
fy. C6 dy noi treede khi gdc mdy: “Anh khong biét
cudc goi nay cd y nghia voi t6i nhu thé nao dau.
T6i rit sin 1ong 1am cho du 4n twong tw nhu vy
vao lan téi.”

Mot sw thay doi tuyét voi!

Cau chuyén da cho thdy gia tri cta 16i khen
chan thanh va thanh that, khong c6 chit ninh bg
nao, qua do gitp tdi tan dung dugc tiém ning
cua Jessica sau nay, chi véi it phat danh ra dé
ghi nhan c6ng lao ctia ¢6 - mét diéu rat dé bi lang
quén. Thuc t& mot trong nhitng 161 than phién
thuong th&y nhit trong bt ky m&i quan hé & hai
nao chinh la: “Téi khong cam thay dwgc danh
gié cao.”

Moi ngudi déu rit cAn khen ngoi va tén
thuong. Van dé & chd khong dé dé ai d6 néi 1oi
khich 1¢ va dong vién ngwoi khéc - boi vi ban
than ho chua titng nhan duwge né. Nhung ngay
ca khi Iuén bi chi trich ning né, ban van c6 thé
thay doi cach suy nghi néu tip trung vao cac

diéu sau:
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1. Hay thanh that

C8 ging ninh hodc khen qua loa sé gay
phan tac dung vé lau dai. Ban ciing khéng nén
coi 10i khen nhuw nhiém vu cin hoan thanh
trong danh sach viéc phai lam. Thay vao d4,
hay thanh théat khen, vi diy 1a diéu ban chi
c6 thé lam dwgc khi chi tAm tim kiém nhitng
diém tich cwc & nguoi khac.

Nhung néu ban phai vét va im digu gi d6 d¢
khen mét nguwoi thi sao? Ban thim nghi: Minh
khéng the thit tim danh 1oi khen cho bat ki ai,
ding khéng?

Sai r6i.

Moi ngwdi déu xing déng dwoc khen vi
diéu gi db. Hoc cach cong nhén va khen ngoi
ndng lyc sé gitp ho thé hién moi diéu t&t nhat

ctia minh.

Cach suy nghi nay s& giip ban nhin ra duoc
nhitng di€u 5t dep & ngudi khac va dugc truyén
cam hitng d€ khen ngoi ai dé. Xét cho cung, néu
ban thdy nhan vién dang mic ket vdi cac cu xt
sai afy, ban-se Khong the binh finh chp ho tw diéu
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chinh, ding khoéng? Néu vay, ban nén tich cuc
gitp nguedi d6 trau ddi hanh vi ¢6 ich va khuyén
khich ho tiép tuc phat huy.

2.Hayro rang

B4t ky khen ngoi nao ciing déu cd gia tri,
nhung ban cang rd rang bao nhiéu thi cang t6t bdy
nhiéu. Hiy ndi rd ban xem trong ho vi diéu gi va

tai sao.

Dudi day la cach dién dat ban c6 thé thiy
trong cong ty:

“Chao ——, anh cho t6i mdt phut
dwoc khong? T6i mudn ndi véi anh diéu nay. Téi
biét s khong thé tdm duoc hét y, nhung tdi that sy
danh gia cao nhitng diéu anh lam ¢ day. Cach anh
[chia sé v€ nhitng hanh dfng cu thé lién quan dén dy
dn, khich hang hay vin 48] rat tuyét voi. Toi that sy
thdy [chia sé v€ mot gid tri cu thé] trong hanh dong
ctia anh va diéu @6 gitip ich cho cong ty rdt nhiéu.
Hay cit phat huy ti€p nhé.” |

Nhitng 16i n6i d6 sé khién ban cam thdy
thé nao?
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Tatnhién, ban nén that sy mudn trao cho ai &
10i dong vién. Nhu thé, nguoi khac sé cam nhan
dugc si chan thanh va thém yéu quy ban.

Ban ciing nén cén trong: Trong bit ky viéc gi,
can bang van 1a can thiét. Ctt khen qua loa nd luc
ctia ngweoi khdc thi ban cling sé nhan lai nhue vay.
Ngoai ra, néu khen théi qua thi moi ngudi cling sé
khong nghiém tic véi ban.

Tuy nhién diéu nay hiém khi xay ra, va
thyc t€ 1a nhiéu ngudi cam thdy nhitng nd luc
ctia minh bi danh gia thdp hodc khong dwoc ghi
nhan. Day chinh 13 diéu khién 10i khen c6 stxc
anh huwong rat 1on: néu ban c6 thdi quen thé hién
su cam kich véi nguoi khac, ho cling sé lam diéu

tuong tw vdi ban.

225



EQ - TR THONG MINH XUC CAM TRONG CONG VIEC

Bai tap cho ban: Hay danh 20 phiit méi tuan
trong vong mot thang d& suy ngdm vé nhitng
diéu ban tran trong & mét nguoi quan trong
d6i vé6i ban. D6 ¢ thé€ 1a nguroi yéu (hodc
mobi thanh vién trong gia dinh), ngudi ban,
d6i tac kinh doanh, d6ng nghiép - hodc tham
chi la d6i tha canh tranh!

Sau d6, danh chiat thoi gian d€ viét cho ho loi
nhan, goi dién thoai hodc gip truc tiép. Hay
cho ho biét cu thé€ ho di gidp ban thé nao
hodc ban dénh gia cao diéu gi 6 ho. Ping dé
cip thém bit ky vin dé nao khéc, chi can thé
hién s cdm mén.

NGON HON BANH PIZZA

Dan Arieiy, gido sw tdm ly hoc va kinh t&
hoc hanh vi tai Pai hoc Duke, nhén manh gia tri
cua 10i khen trong mot thit nghiém tha vi. Trong
cudn sach Payoff: The Hidden Logic That Shapes Our
Motivations (tam dich: Thudng phat: Logic tiém
n dinh hinh déng lyc cta ching ta), Ariely ké lai
mot bai tip kéo dai mét tudn cua cac nhan vién

lam viéc tai motnha may chéjtao \¢hétban dan.
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Cong ty hita hen mét trong ba diéu sau néu ho ¢
thé& 13p xong s8 lwgng chip nhat dinh méi ngay:

o Thuodng tién mit 30 d6

e Phiéu mua pizza mién phi

e Tin nhén khich ¢ “Lam t8t 1dm” tir sép

Nhom thir tir Iam viée ding mitc quy dinh sé&
khong nhéan duoc gi. |

Thu vi 13, trong ngay d4u tién, pizza tré thanh
dong luc 16n nhat. Nang sudt lam viéc ting Ién
6,7% so voi nhom khong lam vwgt chi tiéu. Ditu
nay c6 phan dang ngac nhién khi phan thuong
tién mat chi lam ting 4,9% ning suAt... va thuc t&
nguoi coi tién lam déng lc da ¢ ning suét gidm
6,5% trong sudt tuin.

Nhung diéu tha vi hon nita, 1a hda ra 161 khen
lai tré thanh dong luc 16n nhat néu do leong trong
ca tuan.

Vay 13, néu loi hita c6 duge mdt tin nhin don
gian tlr sép c6 thé gitp ting ning suat lam viéc,
ban c6 thé hinh dung nhiing 1oi khen thit si chin
thanh sé lam dwoc gi roi chk?
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TU PHE BINH TIEU cUC DEN GOP Y MANG TiNH
XAY DUNG

* Khen ngoi va tan duong thiic day, trong khi
truyén cam hing va 10i phé binh lai can thiét dé
phat trién. D6 1a ly do trong chuong 4, t6i khuyén
khich ban xem 161 phé binh nhir mét mén qua.

Nhung khi phai nhan chi trich, ban nén biét
ring hau hét moi nguoi sé khong nghi moi viéc
theo huéng nhuw vdy. Ho thuong c6 xu huéng
xem 10i phé binh nhw don cong kich khién ho
phai phan c6ng nguoc lai. S¢ hédi phan tng sé
khién ban chun buedc, ngai chia sé nhiing diéu ho
that si can nghe.

Erika Andersen, tdc gid cudn sach Growing
Great Employees (tam dich: Phat trién nhan vién
xudt chiing) giai thich trong mét bai bao cua Forbes:
“Chiing ta thuong lo lang vé phan tng clia nguoi
khac. Chuyén gi xay ra néu cb &y néi gian? Néu
anh ta khéc thi sao? Diu gi s& x&y ra néu c6 ay noi
toi 13 mot thang ng6c? Néu anh ta qua dé phong
va bit dau d8 15i cho t6i thi sao? Ly do khién moi
thit tro nén khoé khan 1a ching ta khong biét phai
noi gi. Chiingta-tiwnhii Téi-that s khong thé néi
véi nguoi d6 rang toi nght andl &y Voiyithic. Anh
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ta s& bao rang minh c6 thai d6 t6t nhung tai sao toi
khong hiéu, yéu quy hay tdn trong anh &y, chic
hén moi chuyén sé ngay cang té hon.””

Dé€ d6i phé véi ndi so ndy, c6 nhiéu cach dé
dwa ra 10i nhan xét, vi du nhuw phuong phap banh
sandwich. Ban nén bit dau chia sé diéu gl do6 lac
quan, tiép theo mdi néi 101 phé binh va cudi cling
la gop y tich cuee. Nhung phuwong phap nay gip
vén dé & chd: Mot s8 ngudi sé bo qua viéc ban
c6 khen ngoi va gép y cho ho. Ho biét d6 khong
phai 1a muyc dich that sy nén nhitng phan hoi tich
cuee, tham chi rat chan thanh déu tr¢ nén lang phi.
Nguoc lai voi mét s6 nguoi khac, ho chi nghe
nhiing diéu t6t, con cac diém can khic phuc thi ho
chiang them dé tm.

Nhung néu khéng lam theo phwong phép
banh sandwich, ban nén gép y nhu thé nao? Téi
da tim duwoc cach hiéu qua nhw sau:

1. Tao co hoi dé dai phuong thé hién quan diém

Cho d&i phuong quyén kiém soat sé gitip ho
thdy dé chiu. Thém vao d6, ban sé hidu dwoc ho
suy xét tinh huéng nhu thé nao, diéu nay 6 thé'sé
giup|banchuyén dén bitgg Hdptheo.
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2. Cong nhan va déng cam véi cam xc cta ho

Néu ho bao r?mg ho dang gadp khoé khén, ban
c6 thé chia sé nhitng vin dé ban titng gdp phai
trong tinh canh twong ty, cling nhw nguwdi khac da
gitp d& ban nhu thé nao.

3. Dt cau hai thich hop

Dit cAu hoi phit hop ¢6 thé gitip ban hiéu
dwoc suy nghi, nhitng nhan thirc hodc cac khac
biét vé quan diém caa ngudi d6. Néu c6 dieu gi
d6 khéng ding va ho khong thé nhan ra, ban c6
th& ngd ¥ chia sé nhiing gi ban hodc ngwdi khac da
nhén thdy duoc.

4. Cam on ho da lang nghe -

Thay vi khen mdt nguoi vé diéu gi d6 khong
m4y lién quan, chi ¢an cam on ho vi da sin long
nghe ban gop y.

Bing cich gitp nguoi khéc hiéu ring gép ¥
ctia ban ¢6 1oi hon 13 ¢6 hai, ban c6 thé chuyén
d6i nhitng 161 phé binh mang tinh xtic pham thanh
nhan xét c6 tinlyxay dung.
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Viéc nay xay ra nhw thé nao trong cudc séng
ching ta? Hay lién twong dén kich ban sau day.

Ban gitt chitc vu quan ly tai cdng ty va Jenny,
mot thanh vién trong nhém ctia ban da pham vai
16i nghiém trong khi thuyét trinh. Ban cin danh
thoi gian dé€ trao doi véi cd ay.

Ban: “Jenny, cam on vi bai thuyét trinh hom
qua ctia ¢6. T6i mudn c6 chia sé suy nghi
ctia minh. C6 cam th&y thé€ nao sau khi
trinh bay xong?”

Jenny: “Thanh that ma néi, t6i gap rat nhiéu khé
khan khi thuyét trinh. Téi da luyén tap
18t ki va toi dd ndm 16 moi thtt trong
long ban tay. Nhung t6i rat lo ling khi
ding trude moi nguoi. Téi mat dan ty tin
va bat dau 1ap bap... Anh biét diy, diéu
tiép theo 1a téi bat dau néi bira hét ca.”

« “Toi hidu roi. That tide khi bict dé L mot
trai nghiém khé khan vdi ¢b. C6 biét
khéng, t6i vin cam thdy lo ling khi phai
tee minh thuyét trinh.”

Jenny: “Anh ndi that cht? Nhung trong anh
thanh thao.dén thékia.”

237



EQ - TRI THONG MINH XUC CAM TRONG CONG VIEC

Ban: “Cam on c6. Trong rnhitng nam qua toi

da phai luyén tip rit nhiéu. CO6 ndi la
minh di danh nhiéu thoi gian chudn bi,
rdt tuyét voi - d6 c6 18 1a diéu t6t nhét cd
o thé1am. T6i hoi ¢6 mdt cau nhé: Co da
chuén bi cho [an nay nhu thé nao?”

Jenny: “Trieée hét, t6i tie soan tdt ca cac trang

Ban:

thuyét trinh - béi vi t6i hinh dung dwoc
10 thong diép nén dugc truyén tai nhw
thé ndo. T6i lam xong cach day vai tudn,
ngoai trix chiit van dé can chinh stta nita
théi. Tai phai doc di doc lai nhitng trang
thuyét trinh nay trong dau dén hang
nghin [an.”

“Téi hiéu. Co ¢6 thie thuyét trinh thanh
tiéng treede khi cho ching t6i nghe chiea?”

Jenny: “Um... chua, t6i chua thir.”

Ban:

“Téi cling chua tling lam vay, cho dén
khi c6 ngweoi khuyén t6i. Téi da nhan ra
né that sy gitp ich - thuyét trinh ‘nh&m’
trong dau rat khac so véi lan dau trinh
bay thanh tiéng. Hon nitta, t6i c¢é thé
nhan.ra-vai-didu-tuy.rit binh thudng d6i
v6i mighy nhung lai aong phaila thir ai
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cling biét. Néu c6 ai d6 nghe thir cb tap
thuyét trinh thi con t6t hon niva.”

Jenny: “Cha. Diéu nay that si cdich, cam on anh.”

Ban: “Khong c6 chi. Cling nho ¢6 rat coi mé
va sdn sang nhan 10i gép y. C biét ddy,
khong phai ai cling c¢é th€ lam dugc
diéu do.”

Jenny: “Cam on anh nhé!”

Hay nh¢ rang, day khéng phai 13 cong thirc
chung cho moi tinh huéng; nhung hy vong rang
no sé la diém khoi dau.

Ngoai ra, khi thé hién sy quan tim, ban nén
dé do6i phuong c6 co hoi dép lai. Hiy chdp nhén
la sé c6 lac ban bd sét dieu gi d6 hodc tham chi
ban chinh la nguoi khién tinh huéng trd nén toi té.

A A ~ ’ A? ’ 7

lai réng: “Téi mudn luyén tap 1im nhung voéi ca
déng cong viéc anh ném cho t6i thi tdi ching con
thoi gian nital”) Dimg c§ ging biét liéu ngueoi d6
c6 sai hay khong; ma hdy tap trung vao viéc thay

ddi dé mei-viec tothon
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Khi di xiy dung dugc long tin nhét dinh
cho méi quan h¢, ban ¢ thé thing thén dua ra
10i nhan xét khi can thiét. Mot khi d6i phuong
xem ban nhu ngudi “cling phe” vdi ho, ho s& hiéu
dwoc moi 161 ban gop ¥ déu nham gitp ich cho
ho. Vi ban ¢6 thé trao ddi truc ti€p vdi ho rang:
“Ban c6 san long nghé toi gop y d€ gitp ban than
t6t hon khong?” Sau d6, hdy chia sé suc tich va
chén thanh.

Cudi cling, ban dirng quén: hiy danh 16i khen
néu thiy ho dang tién bd. Diéu nay sé gitp ho
phét huy cac dong thai tich cuec.

Té6i da hi€u ra ngudn sttc manh ctia 16i nhan
xét hitu ich tir nhitng ngudi sép dau tién ctia minh.
Marc rét tot bung va hai hudc - anh thuong chua
¥ dén cac mit tich cyc va tim ki€ém nhing diém
dang d€ khen.

Nhung khi ching tdi mic 16i, anh &y van chi
ra 151 sai mot cach than nhién. Thinh thoang anh
sé néi don gian “Pi.dao vdi toi mot lat nao”, trong
khi sé c6 nhitng lan ma ta cam thdy gidng nhu
dwoc moi 1én phong hidu trudng. Nhung tdi ludn
biét Marc rat quan tams Anhidy mudn ¢a bo phan
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thanh coéng va cling mudn t6i thanh dat. Nhiéu
ndm sau, khi t6i n6i chuyén véi vai déng nghiép
cii, ai trong chiing t6i cling cam thdy nhu vay.

Hoc cach dwa ra 1oi gép y - tich cuc 1an tiéu
cuc - sé hoan toan khién ban thay d6i cach tic
dong 1én nguoi khac. Ban khong phai nguoi sép
thiéu nhay cam khong biét thdu hiéu nhén vién,
khéng phai nguoi ma vo/chéng, con cai khong thé
chiéu y néi. Ban 12 nguoi biét quan tdm téi nhing
nguoi xung quanh, nguoi cb thé “che lung” cho
ho, ngwoi gitp ho trd nén t6t hon.

TUNG BUGC XAY DUNG MOI QUAN HE VA VIET
NHUNG MAU GIAY “CAM ON"

Khi Douglas Conant tiép quan vi tri chu tich va
giam d6c diéu hanh cia Campbell's Soup vao ndm
2001, 6ng phai d6i mat véi thir thach ddy cam go.
“Co phiéu cta cdng ty dang giam manh”, chuyén

gia vé lanh dao va tac gia sach ban chay Roger
Dean Duncan d viét trong phan m& diu clia mot
bai bao trén to Fast Company. “Trong tat ca cac
cong ty thiec pham 16n trén thé gidi, Campbell’s 1a
doanh nghiép bét bat nhat. Thach thitc cita Conant
la dwra cong ty-trolai giai doan hung thinh.”
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D6i v6i nhiéu ngwodi, nhiém vy nay dudng
nhuw khong thé thyc hién. Ban than Conant coi van
hda cOng ty hién rdt “ddc hai”. Theo Duncan, nhan
vién ching c6 déng lic, quan ly mét t8 chic va
long tin vé thuc t€ khong hé ton tai.

Tuy nhién, bang cich nao d6 Conant da thanh
cong. Chrra diy mudindm, céng ty danh ddu mot
budce ngodt dang chi y va c6 két qua vugt troi
vé chi s6 S&P 500. Doanh thu va lgi nhuin déu
ting. Khi cdng ty gianh dwgc nhiéu giai thuong,
mitc ge”'ln bé cita nhin vién di leo tir nhém té nhit
trong s8 cac doanh nghiép Fortune 500 lén dén
nhom t6t nhat.

Vay Conant da lam thé nao?

N6i mét cach don gian, vi giam ddc diéu hanh
chi tip trung vao viéc xay dyng long tin. Ong biét
cach truyén dat, dua ra cac vi du minh chting, khen
ngoi chin thanh va dic biét la thyec hién 16i htra
ctia minh. Ngay sau khi ti#p quan, Conant bat dau
c6 nhitng dong thai rit ddc trung: 6ng deo may
d&m budc chan trén that lung, mang gidy di bd
va twong tac chan thanh véi cac nhan vién, “Muc

1 Chi sb cb phiéu diratren et phinphd thong ctia 500 congty c6
von héa thi tredng [Gnnhét niémyet ensae’ chithgkhoan N'YSE.
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tiéu ctia 6ng 1a di 10.000 bude mbi ngay”, Duncan
viét. “Nhitng cudc gip ngan ngti nay c6 nhiéu loi
ich. Chiing gitip 6ng ndm bat dugc cac hoat déng
dang dién ra trong cong ty, gitip 6ng hoa hop véi
titng ngwoi ¢ moi vi tri. Ching gitp moi ngweoi
that sy cha tdm vao chién lugc va phuong hudng

cta cong ty.”

Conant cing ti tay viét 20 mau gidy nhé mbi
ngay dé€ chic ming thanh tich ctia nhan vién.
“Hau hét cac cong sd khong ¢ van hda ghi nhéan
nhitng déng gép cta nhan vién”, Conant chia sé.
“Vi vay, toi rén théi quen viét ghi cht bang tay cho
nhan vién minh. Chi c¢6 20.000 nhan vién nhung
da c6 hon 30.000 ghi chd dwoc gt di trong muoi
nam qua. Du t6i dat chan dén bat ky dau trén thé
gidi, tdi cling sé tim thay cac ghi chu viét tay cta
t6i dugc dén khap trén ban tin trong budng riéng
ctia nhan vién.”

D 1 t8ne ket nhime bai hoe kinh nghid

tir cau chuyén thanh céng ctia Conant:

“Céc 10i nhan 1t quan trong. Sy lip lai rét
quan trong. Su rd rang rat quan trong. Va tuong

tac ca nhan rat quan trong... Trong thoi dai thong
tin bi nhiéuloan, caenhalanhedao vi dai nhwe Doug
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Conant da nhin nhan nhiing giao tiép thudng nhat
thong qua mot Ling kinh méi mé. Mbi twong téc -
dit theo chii dich hay tu phat, don gian hay cau ky,
trong phong héi nghi hay ¢ xuwéng nha may - déu
1a co hoi d& tap luyén kha ning lanh dao sin sang
thich nghi véi thay d6i.” |

Va day con la co hoi d€ xay du’ng moi quan hé
vitng chic dya trén sy tin tuong.

XAY DUNG CAU NOI LAU DAI

Niém tin 1a nén tang boi dap nén céc cudc hon
nhén hanh phiic, 1a phdm chét cao quy cua nhitng
d6i nhém xudt sic. Niém tin 13 ly do ban san long
ling nghe tu vén ctia chuyén gia tao mau toc hodc
nguoi thiét ké ndi thit ciia minh - va niém tin cting
13 cach nhitng cong ty 16n xdy dung long trung
thanh tuyét d6i o khach hang.

Niém tin vitng chic va sau sac doi hoi sy két
ndi dya trén cam xtic. Nhung diéu nay sé khong
x&y ra mot som mot chidu. Long tin chi xuét hién
khi mdt ngudi c6 thé ching td ring minh déng
tin cdy. Long tin dua trén s an tdm, tin rang doi

phuong mudn ngd y gitip d61thay\vipucn gay
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hai - nhw niém tin vao thuyén treong khong bao
gio bo méc con tau va cac thay tha doan s€ lubén
ké vai sat canh bén nhau. D61 khi, s tin twdng con
doi hoi nhiéu hon nita. Hodc ¢6 nhitng ldc, long
tin chi don thuan 1a ¢ mot diéu gi dé gitp ta tiép
tuc c8 gang bam tru.

Sau cting, niém tin la viéc ban ludn ludn cé mit.

M&i 161 hta dwge dam bao, mdi hanh dong
khiém t8n, mdi 1oi khen chan thanh va cu thé,
mbi nd lyc dong cam sé gép phan xay dung nén
méi quan hé sdu sic va dang tin cdy - nhu bitc
tranh dep dugc vé nén bdi rat nhiéu nét but tinh
té, mong manh.

Du vay, hay canh giac: Long tin c6 thé mat
nhiéu nam d¢ gy dung nhung lai ¢6 thé bi huy
hoai chi trong phuat chdc. Mot 10i ndéi doi ¢ thé
phtt nhin moi s chin thit nhieu nidm xay dip,
_ mOt1di chi trich gay git ciing ¢6 thd mai mai thay

d6i m6i quan hé.

Tat nhién, sé€ ludn cé sai [am. Vi vay, hay do
18y moi nguedi khi ho nga. Néu ban van chua quén
nhitng [An minh thét bai, ban s& dé dang khich 1&
va nang do-ngroi khag honla khién ho nhuyt chi
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va suy sup. Tap trung vao nhiing diéu tich cuec,
khéo 1éo chia sé trai nghiém ban than hodc don
gian 1a nhdc moi nguoi rang ai ciing ¢6 mot ngay
£6i t&, ban sé khong chi khién tinh canh tro nén tot
hon - ma con gianh dugc niém tin tit nguoi khac
va truyén cam hiing d€ ho tré thanh phién ban t6t
nhitcaaho.

Ho sé s&n long tra on ban, hodc hon thé nita.

240



6O KHUAT CAM X0c
Tirbiic s Jekyl déh tén khin Hyde'

aquyénnang fam

viéc xau.”

MILTON FRIEDMAN

| ' Dua trén tac phdm Strange Case of Dr. Jekyll and Mr. Hyde
(tam dich: Vy én ky la cita bac si Jeky!l va quy ngai Hyde), y chi
mot sir vat c6 hai mit tdt va xdn.
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G hing ta da ching kién mot s phat
trién khac thuong va kinh hoang nhat
_ trong lich str loai ngudi vao giita thé ky 20. Adolf
Hitler, ké tlr mdt nghé si ngai giao tiép xa hoi dd
trd thanh si quan, ting budc tréo 1én chiéc thang
chinh tri clia D& qudc Diic va xdy dung tam anh
hwedng trong sudt qua trinh d6. Nha doc tai méi
noi lanh dao dat nwde tham gia Thé chién I va sau
6 trd thanh ké gay ra mot trong nhiing cudc diét
chiing tan bao nhét lich ste.

Nhung Hitler da xdy dyng cuong quyén o
méot qubc gia dan chu nhw thé nao?

Sau khi thit bai trong Thé chién I, Pttc roi vao
tinh canh hdn loan va tuyét vong. Nén kinh t€ tri
tré, ty 16 that nghiép cao. Cac nha yéu nudc va ceu
chién binh Ptc cam thay cac chinh khach da phan
bdi minh. Hitler dé nghi phai ¢é nguoi trd thanh
vat hy sinh, va d6 la hang trdm ngan nguoi Do
Thai d3 gia nhap xi hoi Piec nhung da s van bi
coi 13 ké ngoai tdc. Han d8 16i cho dan nhap cu va
nhitng nhém cw dan yéu thé khac 1a da gy ra cac
v&n nan cho nuwéc Diic, rdi bat dau dit ra k& hoach

khoi phuc sy vi dai ctta dat nrdge.
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Péng chi1 y nhit la kha ning khoi mao nhitng
cam xdc tiéu ciee nhw sg hai, ttc gidn va oan han
da giup Hitler nhdn dwgc sg tng hd tir quin
chting. 5S¢ hitu tai hung bién tw tin va thu hat,
Hitler luyén tap rét chu déo ca 16i néi 1an bidu dat
guong mit va cte chi. Han “d6 ngot” nhitng nguoi
ung h$ minh hét long. Cac phat ngén cta Hitler
cang duwgc dam dbng cha y nhiéu hon, tiéng tim
va anh huong cta han cang thém lan réng.

Cudi cung, Hitler gianh quyén ki€m soat toan
bd cac co quan ldp phap va diéu hanh ctia chinh

- phu, st dung quyén luc d€ ngidn bao chi ty do
ngdn luan, loai bo cac dang d6i lap va thong qua
luat phan biét d6i xtt. Nam 1934, Hitler tr& thanh
nha lanh dao duy nhét ctia d&€ qudc Purc.

“Khoé chiu 13, rit nhiéu bién phap ban dau

ctia Hitler khoéng hé dan dp quén chung”, Alex
——Geﬂdler—va%nﬂ%eﬂyuHazafeLg}afthiehJ&eﬂgubei
phim ngan How Did Hitler Rise to Power? (tam
dich: Hitler xay dung cwong quyén ra sao?). “Cac
bai phét bi€u ctia han danh d6ng vao ndi so hai va
si titc gidn nham hudng moi ngudi ting ho minh
va dang Quocxd. Teong khi dé; ¢ac doanh nhéan va
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tri thirc & phe canh hitu ctia duw ludn da pha nhan
Hitler. Ho ti nhic ban than va nguoi khac rang 16
18 cuec doan ctia hin chi danh &€ phd dién.”

Kha ning khoi goi, pho truong, tham chi thao
tiing cAm xtic nguoi dan ctia Hitler da néu rd mot
thyee t& khic nghiét va nghlem trong: Tri tué xdc

cam cling c6 mit t4i.

TRO THANH KE TOI TE

Dén thoi diém nay, téi van tdp trung vao
nhitng mit tich cuc khi chi s& EQ cao, chéng
han nhu cdch né gitp ban giai quyét mau thudn
hodc xay dung m&i quan hé sdu sic hon. Nhung
diéu quan trong can nhd 1a Tri tué xtic cam rat
giéng vdi tri tué "truyén théng". N6 khong hoan
toan 1a dao dtc cao quy, ma chi don thuan la
mot “cong cu”.

N6i cach khdc, Tri tué xtic cam c6 thé stt dung
cho muc dich t6t hodc xau.

Nhu ban biét, Tri tué xtic cam la kha nang stt
dung kién thitc vé cam xtc d€ nhén biét va diéu
chinh hanh vi va throng nham téi muc tiéu gi do.
Nhung cidc muyc téued thé kddg nhau déng ké gitra
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nguoi nay va nguoi kia. Ching ta da nghién cttu
vé 1gi ich ctia nhiing 16i khen chan thanh va cu thé,
nhung chuyén gi sé xdy ra néu ngudi nay khen
nguoi kia chi d€ gianh uy quyén cho ban than hoic
mudn nhan giup do cho mdt hanh vi déng ngd?
Diéu gi sé xay ra néu ho mudn boc 16 (hoiic che day)
cam xtc d€ 8 gang thao ting ngudi khac? Nhiing
ngudi ndm quyeén luc cim xic ciing ¢6 thé de doa
ngudi khac bang viée st dung ndi sg va ap lyc.
Chiing ta hdy cling can nhic cac tinh hudng sau:
* Nguoi cua cong chiing hodc chuyén gia
phé binh thuong c6 phat ngdn gay s6c va
chi trich qua mttc nhim thu ht gidi truyén
thong hodc dé gia ting nguweoi theo doi.
e Chong hodc vo che gidu chuyén ngoai tinh,
Itta d6i ban doi cia minh.

¢ Quan ly hodc nhdn vién “bép méo” sw that

—heaeeéﬁuﬂgmﬂeﬁde@mﬂr}ortheﬁ

mdt tdm ly so véi nguedi khéc.

Mot nhém cac gido sw quan ly da so sanh hanh
ddng nay véi hanh vi ctia Iago, nhan vat phan dién
trong vé Othello cia Shakespeare. Ho mé ta lagola
“nguoi dan éng bictthao ing-eam xtic clta nguodi
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khac trong khi rt biét ty ki€m soat cdm xuc ban
than” nham tim cach tiéu diét hoan toan ké thu
cttla minh.

Chiing ta goi déy la goc khut ctia Tri tué xic
cam: stt dung ngudn cam xtic cia ngweoi khac dé€
truc 1oi cho ban than ma khéng cén hodc thiéu
quan tim d&n ngudi d6. Gidng nhu mdt ngudi so
hitu tri tué siéu pham c6 thé tro thanh nha tham tx
tai ba hodc trim bang dang t6i pham, mot nguoi
véi chi s8 EQ cao sé ¢6 su liza chon gitra hai con
dueong rat khac nhau. '

Trong chuong nay, ching ta sé kham pha goc
khudt d6. Ban sé thay nhiéu vi du thiec t&€ hon vé
nhitng nguoi vi 1oi ich cd nhan ma san sang giy
anh huong dén cdm xtic cia ngudi khac. Ban sé
hiéu dugc tai sao ranh gidi ciia sy anh huong co
dao dtec va anh hudng phi dao diee khong bao gio
r5 rang - va thim chi mdt ngudi dit ¢6 y t6t nhung
van ¢4 thé trd thanh ké thao ting ngudi khac,
khéng trung thuc hojc dao dec gia. Cubi cung,
t01 s& gi6i thiéu mot s§ cach thirc thao ting cu the
ma nhidu ké d4 4p dung nhdm khién cam xtic ctia
ban chéng lai ban, ciing nhu cach déban tu"béo vé
chinh minh. '
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KE ROI LOAN DA NHAN CACH, KE TU' LUYEN VA
KE THAO TUNG

Thuat ngit “psychopath” (c6 thé hiéu la mot
dang r6i loan da nhén cach) c6 thé goi 1én hinh
anh nhiing ké giét nguoi hang loat. Nhung ching
rdi loan phitc tap nay - dic trung bdi nhiéu biéu
hién nhu hanh vi chdng dé6i xa hoi, tinh ngao man,
gia d6i va thiéu hyt dong cdm cam xuc - thuec ra lai
pho bién hon nhiéu nguodi nghi.

- Nha tam ly hoc tdi pham, Gido sut Robert Hare
dd danh phan 16n doi minh nghién ctu vé chiing
rdi loan da nhén cach va tim hiéu diéu gi da khién
ho trd nén bat thuong.! Trong cudc phéng van voi
Telegraph, Hare mo ta chitng r6i loan da nhan cach
ciing c6 “cac mirc 46 khac nhau” nham ngu y rang
nhitng ngudi mac bénh van ¢6 xu hwéng bi 1an
vao ddm doéng binh thureong: “Nhiéu nguoi c6 mic

do roi loan dt cao d& chan doan dwoc 1a da mac

chiing rdi loan nhan cach, nhung van chua cao dén
mtc c6 the gay rac réi. Khi ho 1a ban bé ctia ching
ta, ho rét vui vé binh thuong. Thinh thoang ho c6
! Hare 1a tac gia ciua Psychopathy Checklist (tam dich: Bang

KiémtraRéiloan-Danhin-cich) bang-dénh-gia thong dung nhit
dé khéo satnhimg dau hiéu roifogn tamnly & mot ngudi. (TG)
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thé 191 dung ching ta, nhung diéu d6 cling rit mo
ho va ho c6 thé bao bién ém xudi cho hanh vi dy.”

Hare tuyén bd rang cac dic diém ctia chiing
r8i loan da nhan cdch thim chi cd th€ giap ich
trong mot s6 treong hop. Vi dy, nhan vién thé
hién xudt séc & cdng ty nho kha ning thu hit va 16i
kéo nguoi khac. Trong mét s6 hoan canh, nhiing
nguoi quan ly con twdng minh dang bdc 1o nhitng
phédm chét linh dao, trong khi thyec chét d6 1a bidu
hién ctia r6i loan da nhan cach. |

“Lanh trach nhiém, dua ra quyét dinh va mudn
nguoi khac thuc hién theo y minh la nhitng déc
tinh dién hinh ctia lanh dao va quan ly. Nhung cac
dic tinh nay ciing c6 thé bi bién dang thanh hanh
dong cudng ché, thdng tri va thao tang ngudi
khac”, Hare va déng tac gia Paul Babiak giai thich
trong cudn sach Snakes in Suits: When Psychopaths
Go to Work (tam dich: Rén d6c mic comple: Ké r6i
loan da nhan cach noi cong s6). “Nguoi ta c6 the
nghi rang hanh vi ngwoc dai, gian d6i d6i véi dong
nghiép cudi cung phai bi tritng phat va cham dut.
Nhung dwa trén cac tinh huéng ching t6i da xem .
xét, moi thit thuong khong dién ra nhu vay.”
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Tat nhién, khong chi nhitng ké rdi loan da
nhan cach méi vi loi ich cA nhan ma lam dung stic
anh huong cam xc.

Chung ta hay cing xem xét cac vi du sau:

¢ Nhom céc nha khoa hoc DPtec phat hién ra
nhiing ca nhéan c6 cac bi€u hién ty luyén
nhét dinh (nhw coi trong ban than hon bat
ky ai va cho ring minh 12 “ci r6n vii try”)
sé& dé gay &n twong ban dau véi dong nghiép
nho khiéu hai hude va nét mit thu hit.

* Nghién cttu nam 2011 chi ra nhiing
“Machiavellians” (nguoi ¢6 khuynh huwéng
thao ting ngwoi khac vi loi ich c4 nhan),
tlec nhitng c4 nhan thiu hiéu cic quy lujt
cam xdc, s& c6 nhiéu kha ning hanh xt bt
thudong, ching han nhu 8 tinh khién ai 6
phai bé mit tai noi 1am viéc.

|« Nghién ctru nim 2013 cho bidt nhi o

c6 xu hudng loi dung ngudi khac vi muc

dich cd nhan thuong rit gioi “doc” cam xc,
ddc biét la nhitng cam xdc tiéu cuec.

D€ hiéu thém cich hanh xt nay c6 thé anh
huodng toi vdn - hoa-mét cach quy moé nhuw thé
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ndo, hay cling xem xét cdc rac r6i cia mot trong
nhiing cdng ty gan day van c6 tiéng tdm bac nhat
nudc My.

TRUC LQI TU' SU'HUY DIET CAM XUC

Thang 9 nam 2016, bao dai dua tin s6t déo
vé cic nhan vién lam viéc cho Wells Fargo, fnét
trong nhitng ngan hang 16n va thanh cng nhat
trén thé gidi, da ltra dao hang triéu khach hang
thong qua cac hoat dong kinh doanh bt hop
phap. Chung da bi mat ding ky hon 565.000 thé
tin dung ma bat can yéu cau cta khach hang,
thiét 1ap khoang 3,5 triéu tai khoan ngén hang
trai phép khién khach hang tiéu ton hang triéu
@6 la chi phi, tao tai khoan email gia d€ te y ddng
ky thém cac dich vu b8 sung cho khach hang, va
chuyén tién qua lai gitta cc tai khoan ctia ho ma

khong cé sw cho phép.

Vi hanh dong nay, Wells Fargo bi Cuc Bao
vé Tai chinh Ngudi tiéu dung phat 185 triéu do,
phai chi ra gin 110 triéu d6 la cho vy kién fép thé
(thém d6 12 hang triéu chi phi phép ly khac) cing
nhu danh tiéng ngin hang bi ton hai ning né va
kéo dai.
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Trong moéi truong kinh doanh khdc liét hién
nay, cling dé hinh dung théi khi mét it nhan vién
bat chinh da thuc hién cic hanh vi phi dao dc.
Nhung ban sé ban khoan: Lam thé nao hon 5.000
nguoi lai bi lién luy vao mét vu lita dao tro trao 6
quy mo6 16n dén vay?

Mot cude diéu tra doc 14p vé tinh trang ban
hang clia cong ty nay da dwa ra két ludn r6 rang:

“Nguyén nhin siu xa cta kinh doanh thit
bai la hé théng quan ly hoat ddng va van héa
ban hang cua ngin hang da bi bién dang, cing
véi viéc ép doanh s6'don dip va gdy dp lwc cho nhin

- vién d€ ban cac dich vu ma khach hang khéng c6

nhu cu, va trong mot s6 treong hop, dé thiét lap
tai khoan trai phép.” (Y in nghiéng 1a quan diém
ctia toi).

“T6i da bi nhiéu quan ly hét vao mat”,
Sabrina Bertrand, nguoi titng la chuyén vién

d]: vu ac ang cua vvells Fargo o Houston

vao ndm 2013 cho biét. “Ho mudn ban mao hai tai
khoan thanh toan cho nhitng khach hang tham
chi khong thé€ quanly tai khoan géc ctia minh.
Ap lyc doanh s8 tir bo phan quan ly that khong
thé chiunot”
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Erik lam viéc tai chi nhanh chinh ctia Wells
Fargo tai San Francisco, k& rang nhén vién kinh
doanh lién tuc bi ép phai ban cac dich vu ngan
hang (tai khoan, thé tin dung, khoan vay). Ho
phéi “v4t 16n” d€ dap tng han mtc mbi ngay
nhung van bi “khién trach va bi sai khién lam
da tha”.

“Téi dd nhiéu [an thdy cic déng nghiép cta
minh suy sup vi ap lic”, anh chia sé. “Nude mét
roi nudc mat rong rong, lién tuc bi kéo vao phong
d6i chat mot-mot d€ kho luyén.”

Monica ciing lam viéc tai chi nhénh chinh, noi
rang d6 1a nhitng budi tdp “hanh x4c”. Hai quan
ly sé “h¢ tong” Monica dén mét cdn phong khéng
co ctra sO va sau d6 khéda ctra lai. Ho bao ¢6 ng6i
xudng ban hop, duwa cho ¢6 ban “canh cdo chinh
thic” va yéu cau co ky vao.

“Néu khong giai quyét dugc van dé, c6 khong
phai la thanh vién ctia nhdm”, cac quan ly nghiém
nghi n6i. “Néu khién nhém tut ddc, c6 sé bi sa thai
va diéu nay sé vinh vién nam trong hd so ctia ¢6.”
Monica, ¢6 gai tudi d6i muoi s hii viéc phai di

tim viéc mdi, dac biét la trong)gial doan khung
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hoang tai chinh. “D¢ la khi ban cam thiy bé'tac va
khéng c6 ngroi sép nao mudn thué ban vi ban sé
bi tham bai”, ¢6 ké'lai.

Diéu xay ra tai Wells Fargo khong gidng nhu
Tri tué xtic cdAm ma ching ta thuong suy xét.
Nhung thiee t€, lanh dao cong ty da thao ting cam
xtic va ddi gat - cAc mit t6i ctia chi s§ EQ - nhim dat
muc tiéu ctia minh. Du rit khé d€ wdc tinh khoan
| béi thuong Wells Fargo phai tra, it nhit cling c6
| hai giam doc diéu hanh hang dau lién quan téi vu

bé béi da phai roi khoi cong ty voi hang triéu d6
| la b6i thuong.!

Diéu dang chi1 y 6 ciu chuyén nay khong phai
1a nhitng hanh vi v6 dao ditc, ma 1a sy thit r?mg
Wells dd méc vao mang Iwdi lira dao ctia chinh
minh, va toan bg cong ty déu bi béu riéu cong khai
vi nhitng hanh dong dang x&u hd d6. Khéng may
1, v6 s6 ké van c6 thé loi dung cam xtic ctia ngudi

| ]]r ] A m‘}(. - . ]& —h‘é]]A , ]

! Theo tap chi Fortune, sau khi thanh toan céc khoan tién tra
khéch hang va téng s6 tién bdi thuomg, cuu Gidm déc didu hanh
ctia Wells Fargo, John Stumpf di bi yéu cdu phai tra lai 40%
trong s6 174 triéu do la ong nhén dwogc tir Wells Fargo khi nghi
huu. Cimu giam déc dich vu ban 1é Carrie Tolstedt thi bi yéu ciu
tra lai 54 % clia-g6i 125 triéu do da:
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Nhung liéu céc hanh ddng thao ting cam xuic
c6 dé nhan ra nhw viy hay khong?

TUVE

Ngudi khac ¢§ tac dong tdi cam xtc cha ban
theo rat nhiéu cach khac nhau. Chang han, ban c6

thé xem xét cac vi du sau:

Khi xem cac doan quang cdo hodc bude vao bat
ky ctra hang nao, ban sé cam nhéan dugc nha ban
hang dang c8 gang thuyét phuc minh. B4 phan
tiép thi phai chi hang triéu d6 la d€ “tan cdng” ban
md&i ngay bing ngdn tir sic bén va hinh anh séng
dong. T4t ca déu dugc thiét k&€ nhdm cham dén
cam xtc ctia ban, kich thich st ham mudén nhitng
san phdm mdi nhit, thd vi nhat, khién ban cam
thdy minh phai c6 san phdm ngay ldp tiec. Cac cong
ty luén thu thap lueong thong tin khdng 16, theo
d5i moi ddng thai ctia ban nhidm ca nhén héa cac
trai nghiém quang cao va khuyén khich ban mua
nhiéu hon.

Nhitng nha linh dao doanh nghiép thuong c&
ging tan dung ngudn sitc manh cam xtc dé dat
duoc muc tiéu. Gido sw Stanford, Joanne Martin
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cung nhom nghién cttu ctia ¢6 dd danh thoi gian
v0i cac nhéan vién ctia hdng ban 1é da qudc gia The
Body Shop dé nghién ciru vé hanh vi cam xtic. Cé
thoi dié’m,'ngu(‘)i sang lap va ceu giam déc diéu
hanh Anita Roddick biét duwoc mot nit nhan vién
thuong hay suy sup va khoc 1éc khi thay chan
nan. Ba xem day 1a mot co héi chién lwgc va bao
VvGi cd “phai tan dung” diéu nay. Sau d6, Roddick
dong vién cd truyén tai cam xdc dé trong cudc

1 hop sép toi, tham chi huéng dan cy thé Iic nao
thi c6 nén khoc.

| Nadm 2012, Facebook tién hanh thr nghiém
kéo dai mét tuéin, nhdm quan sat phan tng caa
nguoi dung déi véi nhitng thay d6i trén trang tin
(newsfeed) ctia ho. Mot s6 nguedi dwgce xem cac tin
vui vé va tich ciee, mot s6 khac lai phai doc cac tin
tiéu cye hon. Nhung khi Facebook cng khai chi
ti€t cudc thir nghiém, cong chiing lién cam thiy bi
thao ting cdm xc trang tron.

T4t nhién, mbi ngay ban sé phai déi mit véi
nhitng ngudi ludn cb y tic ddng dén hanh vi cua
ban, phin 16n céc cd ging d6 déu doi thudng hon
s0 vOi caevidu O tén, Doi khi ching dugce thé
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hién rat rd: ngudi yéu hon déi khi khéng duoc
nhu y, déng nghiép cau gt nham kich dong sép.
Trong nhiéu trudng hop khéac, ching lai rdt tinh
t& khé nhan ra — va tham chi nguoi ta c6 thé da
stt dung mot s6 ki thudt va phuwong phép chiing
ta timg thao luén trong cac chuong truedc de lam
viéc do.

Vay ciu hoi la: Lam thé nao dé xtt 1y hi¢u qua
nhitng hanh vi thao tiing cdm xtic ctia ngwoi khac?

Déy chinh la “dét dung v&” cho ban phat huy
kha ning nhén thitc xa hoi. Chéang han, ban c6 kha
ning nhan thitc duge chinh xac ndng liee chi phéi
cam xtc ctia d6i phuong, qua d6 xdy dung co ché
tw vé cho ban than - mot loai “hé théng bao dong
cam xac” canh béo ring dang c6 ngudi ¢S gang
diéu khién cam xtic ciia ban, khién ban phai hanh
dong theo hudng khéng cd 1oi cho minh hodc
khi#n ban mau thun véi cc gia tri va nguyén tic
ctia ban than.

Hiy cling tim hiéu mét s& cach thirc phi dao
dttc ma nhiéu ngudi 4p dung nhdm khai thdc cam
xtic ctia ban, cling nhu kham pha xem tri tu€¢ cam
xtic ctta ban c6 thé d6i pho véi ching nhe thé nao.
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SQ HAI

Nhitng ngueoi biét thao ting cam xdc thueong
day cong tao ra, hodc khoi diy ndi sg nhim doa
ban phai hanh dong. Ching c6 thé hanh ddng mét
cach tinh t€, théng qua nhitng 101 phdng dai gian
doi, hodc truc tiép de doa theo nhiéu cach khac
nhau hay thdm chi khiing bd bang 10i néi.

Bai tip cho ban: Hiy c6 ging xac dinh
nhitng khi ngwe6i khac stt dung ndi so d€ anh
huwéng téi cam xtic va hanh dong caa ban.
Chung ta thuong s¢ nhitng diéu ta khong
biét; do d6, hay nghién ctru kj tinh hudng
va can nhic trudc khi dwa ra nhin xét hodic
quyét dinh. Hay c6 gE?'mg quan sat toan canh.
Néu bi nguoc dii, ding d6i m3t véi ditu d6
mot minh; hay cau ctru ngwoi ban tin tudng.
Khong thé loai bé hoan toan moi ndi so,
nhung viéc xac dinh dwoc tinh canh va

chuan bi tam the sé giup ban tuw tin hon.
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TUC GIAN

Trong chwong 2, t6i da liét ké mot s6 phuong
phap d6i phé voi cam xuc tiéu ciee. Nhung néu cd
ngwoi 6 y choc tire ban thi sao? Cé thé1a d6i thi
canh tranh mudn loai ban khoi cudc choi, hodc
c6 ké trén mang nao d6 gio trd nhim thu hut sy
chuy.

Tién si Drew Brannon di danh hon mudi
nam d€ tu van cho cac van dong vién, déi nhom
va hufin luyén vién chuyén nghiép vé cach d6i
phé véi nhitng 10i néi khiéu khich: nhitng diéu
ma cac d6i thu canh tranh theong lam d€ gay dao
d6ng, bao mdn niém tin ciia ban. “Né&u c6 ngudi
¢6 xam nhép vao tam tri bari”, Brannon chia sé
voi toi, "Hay nghi rang ditu d6 cang khién ban ty
tin hon, vi nd ¢ ngh”ia rang ban chinh 12 méi de
doa d6i véi d6i thy, 1a myc tiéu ma d6i phuong
nham dén.” '

Diéu & hai s& xay ra khi ¢4 ngudi thao ting
ban thanh cong, khién ban c¢6 nhitng quyét dinh
phi 1y va dang héi han.
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Bai tdp cho ban: Cach ban d6i xtt véi kiéu
ngudi nly sé phu thudc nhiéu vao hoan canh
va diéu ban mong muén dat dwoc. Vi dy, néu
phai xt ly mot d6i thi canh tranh, ban sé biét
trude didu gi s& dién ra va 6 thé chuén bi cach
ung pho véi nhitng tro choc titc. Brannon goi
day la k§ nang “Dén xanh” (Green Light).

“Véi kj ning Dén xanh, t6i hwéng din moi
nguoi cach lap k& hoach va mau tmg phé véi
nhitng tinh hudng khiéu khich”, Brannon néi.
“V6i ki€u phan ttng 14p trinh nay, ban s& biét
chinh xdc minh can tap trung suy nghi diéu
gl khi cac d6i thtt c¢ lién tuc cham choc, do
d6 khéng bi sao nhang khoi nhiém vu. Ky
ndng Pén xanh rat co ich, vi ndo bo sé hoat
dong hiéu qua nhit khi ching ta biét minh
c6 du nang Iec € hoan thanh thix thach. Khi
chuyén xay dén, ban chi cin lam nhitng gi
ban di luyén tap bay lau.”

— Bancing ¢6 thé Gng phd v6i nhing ké choi
khdm &n danh trén mang theo cach nhw vay.
Mic du t6i khéng khuyén khich moi nguwdi
twong tac voi nhitng ké choi khidm, nhitng ké
¢d tinh cach qua khich trén mang; nhung ban
van c6 th&bi sa vao nhitng trivdme hop nhu vay.
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(Hiy nhé rang chung tham chi ¢ khi khéng
phai nguoi thit — ma la robot tro chuyén tw
d6ng hodc nhitng ngwoi duoc thué “dién
kich” v6i muc dich gieo mam bat hoa va gay
tac dong duw ludn.) Trong truong hop nay,
hay khéo 1éo sit dung nhiing cach thic tao
anh huong dén nguroi khac durge néu trong
chrong 6 (bay t6 mdi quan tam cd nhan,
khuyén khich ton trong lin nhau, thuyét
phuc bang déng cam) d€ tmg pho hié¢u qua
nhit cé thé. Nhung néu d6i phwong van ci
cong kich, da d&n licban nén phot 1o va tiép
tuc 1am viéc ctia minh,

GAY PHAN KHiCH

Nhiéu sw kién gan déy da chitng to nhitng ciu

chuyén chura xac thye lai ¢6 thé lan truyén vdi t6c
d6 chéng mit. Tin ¢on va théng tin sai léch ludén
12 vdn dé nhttc nhdi, nhung cong nghé hién nay

con khién chiang lan téa dén moi ngwoi nhanh

hon ntra.

Khi ;iQC chuyén hodc xem video gay tadc dong

manh mé téi cam xite, ol wgwoi/ thirong chia
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sé chung qua mang xa hdi hodc cac kénh truyén
thong khac. Cang nhiéu nguoi chia s¢, cdu chuyén
cang dang tin. Hon nita, hiy nghi d&n bdi canh
nganh truyén thong hién tai, khi vd s& bén san
xudt tin tirc kiém tién nhd mdi ¢t nhap chudt vao
trang quang cdo tinh phi. Luong ngwoi doc cao
twong duong lugng khach hang cao (va doanh
thu cling cao), khién bai viét giat gin va thién léch
ngay cang xudt hién nhiéu hon.

Két qua la da phét sinh m{t méi truong day
ray nhitng ké muén thao tiing cdm xtc ctia ban.
Nhiéu ca nhan va nhém loi ich thudong sé lan toa
cau chuyén chwa dwgc xac thyee va thién léch dé
truyén ba tu tuong cd nhan hogc dé kiém lgi vé
mat tai chinh.
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Bai tip cho ban: Thay vi tin twdng ngay lap
titc va chia sé ciu chuyén, hinh anh hodc
video, hdy can nhéc nhitng diéu sau:

1. Ngubn thong tin tir dau?

Né&ungudn thong tin chwea r6 thi rit khé ¢€xac
dinh tinh chan tht. Théng tin dwa trén s8 sach
ghi chép va cd thé truy ngudn thuong dang tin
cay hon.

“Ngoai ra, hdy canh giac véi nhitng to chikc
chuyén dwa ra trich dan sai ma khéng c6
ngudn dam bao”, Ian Fisher, trg ly bién tap
cac hoat dong ky thuat sd tai New York Times
cho biét. “Ho khéng thwong dan ngudn dang
hoang. Ho ludn c6 thé néi rang; ‘O, ngudi ta
ndi day chit, c6 phai chiing t6i dau.”

2. B8i canh nhw thé nio?

Ngay ca khi truc tiép doc dan ching hodc
xem/nghe ai d6 phat biéu hay hanh d6ng thi
van khé cé thé hifu 16 tinh hudng néu khong
biét bdi canh nhu thé nao. Quan diém chung
ma ngudi d6 dang cd ging truyén tai 1a gi?
Nhiing chi tiét bi,cit xén nao da cé thé thay
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ddi nhitng diéu ban nhin hodc nghe thiy?
Nhiing cau hoi nay cé thé gitp ban hifu rd
hon vé mét tinh hudng trwdc khi binh luin
vénd.

3. Théng tin giit gin dén mitc nao?

Néu mét cau chuyén c6 vé khong déang tin, thi
kha néng cao la né khong déang tin that.!

Hon nita, diéu quan trong 1a phai xac dinh
duwoc mitc dd thién vi ctia bat k€ bén thi ba
nao dua tin. C6 phai cau chuyén chi cung cdp
mot mét ctia van dé? Liéu ciu chuyén cé quéd
tang bGc hodc ha uy tin cia mét nguoi? Aiséla
nguoi cd loi néu cau chuyén dwoc lan truyén?
Ngubn dua tin ¢6 dong co gi khéng?

' Nim 2017, t& Guardian dua tin vé “tién bd  trong linh vye tri tué
nhén tao va d6 hoa mdy tinh c6 thé phat trién mét cong cu xit ly
video va dm thanh mdi la” da cho phép tao ra canh quay gia mao
trong y nhur that, Vi dy, phin mém phat trién tai Dai hoc Stanford
da duoc st dung de chmh sua canh quay co su xuat hlen clia cac

nguoi bat ky kh1 ho n01 vao webcam rdi ghep cac bleu cam do
vao guong mgt ngudi ndi tleng trong video goc. Sau d6, st dung
phan mém khac, mét nhém cé thé sao chép giong ndi cia mot
nan nhén tir ba dén nam phut (théng qua video trén YouTube) va
tao ra giong mdi glong dén mirc c6 thé danh lia hé thdng an ninh
sinh tric clia mot s0 ngdn hang va dién thoai thong minh. Két
qua 1a xuht hién video cAc nhan VAt c6ng chiitig xuat hién va chia
sé nhitng, diéun1d ho ch\a g phat ngdul (TG)
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4. Cac bén khac néi gi vé ciu chuyén?

“Né&u mdt t8 chic théng tin tuyén bé ring
‘Chiing t6i cé th& xac nhan viéc nay da dién
ra’, hdy chil y xem cac bén khac néi gi”, Andy
Carvin, nha chién lwgc cdp cao thudc ban ky
thuit s6 ctia NPR cho biét. “Ban ¢6 thé ap dung
phép tam gidc dac! d€ tim ra dwoc thong tin ¢6
that nao d6 tt cAu chuyén. Cang c6 it ngudn
d6i chiéu, ban cang nén than trong.”

5. T6i c6 thuee sy can chia sé diéu nay?

Hay nhé vé nhitng céng cu ban da hoc duoc,
bao gdm ché d6 tam dimng va ba cau hoi: Co
can thiét phai n6i diéu nay khong? Nguwoi noi
c6 nhat thiét phai la t6i khéng? Téi ¢6 can phai
ndi ngay bay gio khong?

Chi mé&t vai phiat, va ban sé khong chia sé
thong tin sai léch ciing nhw tranh khai viéc
phai dinh chinh hay x6a bé phét ngon.

I Tir gbe “triangulation”: phat tich va dbtchibrtheng tirtl cac
khia canh khac nhau;
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GAY ROI LOAN

Nhiéu lic, ¢6 nguwdi 8 tinh 1am ban béi 16
nhidm dat muc dich gl do. Vi dy, ho ¢6 thé ndi
nhanh hon, sit dung ngén tir la, hodc lién tuc phu
nhén diéu ban biét 1a dung.

Bai tdp cho ban: Néu khong r6 diéu gi, hay
yéu cau nguoi dé néi chm lai hodc lip lai
nhitng gi ho da noi. Sau d6, tiép tuc dit cau
héi cho dén khi ban hiéu ra vén dé. Ban ciing
6 the thuat lai quan di€m caa ho theo ¥
minh hodc yéu cau ho cho vi du - nhitng viéc
nay gitp ban gianh lai quyén kiém soat cudc
tro chuyén. Cudi cuing, dl‘l'ng ngai tim kiém
thém nhiéu y kién tit nhitng nguedi ban tin
teong.

CO QUA CO LAI

Noi mot cach don gian, “c6 qua c6 1ai” nghia
la ching ta mudn dap 1é nhitng nguoi ting gitp
do minh. Néu cé ngudi mua qua hoic trg gitp
cho ta, chung ta thuong cam thiy cin phai bao

dap lai.
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Tuy nhién, vin dé & chd mét s§ ngudi 4p
dung quy tic “cé qua cd lai" d€ loi dung ngudi
khac. Gido s tAm ly hoc Robert Cialdini giai
thich trong cudn sach ban chay Influence (tam
dich: Nhitng don tAm ly trong thuyét phuc): “Vi
nhitng ké chi mudn nhin ma khéng mudn cho di
déu dé bi cam ghét, chiing ta sé& & gang hét st
d& khong tro thanh kiéu nguoi nay. Nhung cling
vi 16 d6 ma ta c6 thé bi mot s§ ca nhén loi dung,
nhing ké mudn kiém 1oi tir cam gidc bi mic no
cta ching ta.”

Chéng han, mot nguoi giup do ban chuyén
con con nhung lai muén ban bao dap that hau
hinh. Hodc ho ¢6 thé ting nhitng mén d6 xa xi, tan
duong ban 1én “chin ting may” chi vi mét ly do
duy nhét, d6 1a phuc vu loi ich cd nhéan va tao tam
anh huéng 1én ban.
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Bai tip cho ban: Hay can than vdi nhiing
ngudi thuong ting qua va gitp d ban, dong
thoi canh giac voi nhitng nguoi chi cho di
khi ho can diéu gi dé nguoc lai. Tat nhién
1a khéng nén chéi bo hodc hoai nghi moi lic
moi noi, vi diéu nay c6 thé cudp mat ctia ban
co héi cdm nhén sy chu dao va tdt bung cuia
ngudi khéc. Thay vao d6, hay can nhéc dén
m&i quan hé gitta ban va ngwoi dd, cling nhwe
déng co d%mg sau ctia ho la gi.

Ngoai ra, hdy tap xac dinh cach nguwoi khac
lam dung quy tic “cé qua c6 lai”, diéu d6 sé
gitip cam xtc ban than thém manh mé, tranh

bi “choi xau”.

CHUNG cU’ XA HOI VA AP LUC NGANG HANG

Khi mt nguot thdy mong lung, ho sé quan sat

dlll QOITE (Ta TIg O d1d e 1iuap [ ] Crtta A
) -

quyét dinh. Day la loai chiing ctt xa hoi tich cyee vi

né gitip ngan chin hanh vi v phép tic.

Du viy, d6i khi mét ngweoi hoac mét nhom
cé thé str dung ching cit xa héi dé€ ép budc ban
hanh dong-chidng lai cée gid i hodc nguyén tic
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ciia minh. Vi dy, hdy tuong twong van dong
vién chuyén nghiép dang thuyét phuc déng doi
dung thudc kich thich vi vién cé “ai ciing déu

lam vay”.

Bai tip cho ban: Néu lién tuc danh thoi
gian xem xét va soi chiéu cac gia tri.caa
ban than, ban c6 thé tu thuyét phuc minh
luon kién dinh voi ching, ngay ca khi
phai d6i mdt véi ap lwc tir nguoi khac.
Ngoai ra, hay ap dung cac ky thuat trong
chuong 2 (nhu ch€ d6 tam dung va tua
nhanh) d€ gitp ban suy nghi théng sudt -
thay vi “bam du6i” theo dam dong dang
di sai hudng.

HANH VI CONG KICH THU DONG

Hanh vi cdng kich thu ddng la viéc thé hién
cam xtc tiéu ciee, phan né va hung hing mot cach
khoéng 15 rang hodc rat “thu dong”. Dé nhan thdy
biéu hién nay ¢ thdéi quen hay tri hodn va ¢8 tinh
lang tranh nhitng cudc d6i thoai bay té cam xtc,
nhitng binh luan va hanh déng mo h6 am chi sw
khong hai long, '
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N6 ciing bao gébm cac hanh dong sau:
e Chéibd cam giac tirc gian |
o Hon doi, to thai do
¢ Khong thém noéi chuyén
o Am ir10i d6ng y dé nghi clia ngudi khéac chi
nhdm cho xong chuyén, nhung khong lam
t6i noi tdi chdn (hodc ¢d tinh kéo dai thoi
gian dé khoi phai thiec hién)
e C8 y hoan thanh céng viéc dudi mtc
mong doi
e Doi duge 6 yén mot minh
« Khen gia tao
e Noi mia mai
Nhiéu nguoi thueong hanh xt cong kich thu
dong c6 khi con khéng thé nhan ra minh dang lam
nhu vay. Nhung diéu d6 ciing chang lam nhiing
hanh d6ng ctia ho dé chiu hon.
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Bai tap cho ban: Signe Whitson, d6ng tac gia
ctia cudn sach The Angry Smile (tam dich: Nu
curdi phin nd) cho biét cach duy nhit d& that
sw giai quyét duoc hanh vi cong kich thu
ddng chinh la d6i mit véi né:

“Ta khong ti€p can mét cach ddc dodn kidu
néi-thing-cho-ma-biét, gian-s6i-nguoi, ép-
ching-thtta-nhan-diéu-chung-da-lam; ma
ta st dung ki ning can thiép bing 1oi néi
on hoa va tir ton, tiec 1a ta nhe nhang nhung
théng thin chia sé suy nghi ctta minh vé
hanh vi ctia d6i phutong, ciing nhw ndi tic
gian kho giai bay cta ho.”

Délam duoc diéu nay, hay dam bao ring ban
truyén tai 6 rang cam xic va mong doi ciia
minh. Néu ban nghi minh biét nguyén nhan
cu thé khién d6i phuong tic gidn, hay hoi
xem d6 c6 phai diéu khién ho phién long hay
khéng. Néu ho pht nhéan, hdy ct gitt cudce
d6i thoai tiép tuc mét cach nhe nhang. Ban
nén cht ddng xin 181 vi da 1am bat c diéu gi
lam t6n thwong cam xdc ciia ho va hoi xem
ban c6 thé lam gi d€ cai thién tinh hinh.

Khi xé&c dinh dwoc van dé, hay trao d6i cung
nhau d€ tim ra hudng giai quyét gitp ca hai
thay thoa man.
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QUA BOM TiNH CAM

“Qua bom tinh cam la hinh thitc c8 y giy
anh huong dé€n mét nguoi thong qua viée bay to
quan tam va tinh cam qua mirc”, béc si tim than
Dale Archer cho biét. Anh giai thich rang: Khéng
nhut cac mdi quan hé lanh manh ma sy thé hién
tinh cam dién ra lién tuc va hanh dong di kem 101
ndi, qua bom tinh cdm thurong lién quan dén “sy
bién chuyén dot ngdt vé mizc d6 quan tam, tir
thuong mén chuyén sang kiém soét va tic gian,
va d6i phuong thi lién tuc dwa ra nhitng doi hoi
phi 1y.”

Archer va cac chuyén gia y hoc dd xac dinh
qua bom tinh cam gi6ng moét loai vii khi, duwéi
hinh thttc thao ting tm ly véi muc dich duy tri
quyeén Iyc va sy ki€m soat trong mdt méi quan hé.

Co moi gidi mai dam va trim x3 hoi den thuong

dung cach nay dé ich 1& s “tan tam tan tuy”.

Cac nha cdm dau gido hoi ciing dd budc nhitng
con chién ti sat hang loat. Va ¢ rit nhiéu nguoi
da doi xtr tan té vdi ngudi yéu b%ng viéc stt dung
‘qué bom tinh cam.
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Lam thé nao dé chién dau v
nhing mat xau xa cua Tri tué xuc
cam? Hay tap luyén dé nang cao

Trf tué xtc cam cta chinh ban.

Bai tap cho ban: Hay nhd rang viéc xdy dung
niém tin cho méi quan hé can cé thoi gian.
Ban ciing nén can thin véi nhitng nguoi
lubén im cach ve vudt cai tdi cia ban, nhitng
ngudi cd day méi quan hé dén tinh canh khé
xtr hojc voi vang th& hién sy quan tim va &m
4p nhung sau d6 lai nhanh chéng mat binh
tinh hodc tim dua cach “trimg phat” ban khi
moi thtt khong nhu y.

Né&u mdi quan hé tién trién qua nhanh, ding
ngai lam moi thit cham lai, cling nhr hay
bidt tir chéi dung lic. Néu cam thdy minh
bi “Iin sau” vao méi quan hé “lanh it d&
nhiéu”, hiy chia sé véi gia dinh va ban be
minh tin twdng hodc tim sy gitp 46 tie cac
chuyén gia.
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Tét nhién, day chi 13 mot vai bifu hién cta sw
thao tiing cam xtc, nhung danh séch nay chuwa hé
day du. Lam thé nao dé' ban c¢6 thé tw bao vé minh
khoi nhitng manh khde tirong tie?

Hay nh¢ ring kién thitc chinh 13 strc manh.
Thong qua nhiing cach ngudi khac skt dung d&
khién cdm xtic ch6ng lai ban, ban ¢4 thé tw phat
trién kha ning nhan thitc vé ban than vA x hoi
cua minh. Sau d6, hiy ¢ ging can bing ban nang
va céc phan tng cdm xtc bang 14ap luan vitng chic
va suy ngh hop ly - cling v6i viéc 4p dung cac ky
thuat khac nhau ma ban di hoc duoc trong cuén
sach nay.

LONG DUNG CAM VA SU KIEN CUONG CO THE
TAO RA BUGC NGOAT NHU THE NAO?

Gan day ching ta da biét vé cudc chién giita

hai mit ti va sdng ctia Tri tué xdc cam khi nhidu

phu nit diing cam (va mot s6 nam gidi) da thing
than lén tiéng vé cic vu bao hanh va qudy r6i tinh
duc tai noi 1am viéc.

Phong trao quy mé nay duogc truyén cam hing
boi mot baibdo clia-New ¥ork Fines. Bai vidt di cdo
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budc manh mé nhitng hanh vi xam hai tinh duc
ciia nha san xuét ndi tiéng tai Hollywood, Harvey
Weinstein. Nhidu phy nit tuyén b3 réng Weinstein
da sit dung quyén luc va sttc anh huong trong
nganh c6ng nghiép dién anh dé€ ép budc ho phai
phuc vy nhu cau tinh duc.

Nhiéu tuin sau do, nhitng cdo budc vé hanh
vi vo liém si nay ting theo cip s6 nhan, tir hinh
thiec de doa dén quay ri va tham chi 1a bao hanh.
Hang chuc ngudi dan 6ng quyeén luc trong cac
nganh cong nghiép da phai tie chic hodc bi sa thai
vi c6 qua nhiéu cio budc chdng lai minh, cudi cing
tao ra diéu ma ta goi la “hiéu 1’1’hg Weinstein”.

biéu xay ra 1a mot budc ngoat that su. Trén
cac phuong tién truyén thong xa hoi, hang triéu
ngudi sit dung hashtag #MeToo do nha hoat
ddng ting hd nit quyén Tarana Burke khoi xudng
va nit dién vién Alyssa Milano lan truyén, nham
gép thém tiéng néi vao phong trao. Nhiéu nan
nhan dwoc truyén cam himg da dimg 1én chia se
nhitng cau chuyén ca nhan ctia minh, dua “dich
bénh tham ling” ra ngoai 4nh sang. Ban be, gia
dinh va nhitng nguwdi nhan vién & moi noi bt
d4u ban luan vé.van.dé, nguyén.do.clia no va
cach d€ ngan chan.
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Nhung tai sao lai la bay gio? Vi sao van nan
kinh khting nay dét nhién nhan duoc sy chi y ma
no da khao khat suét bao thang ndm qua?

R4t khé @€ dién gidi, nhung c6 vé chinh qua
khit da dan dén hién tai ndy.

Nhitng ndm qua, rdt nhiéu phu nit khéng dam
k& vé ndi khé ctia minh. Ciing vi nhiéu Iy do: s¢
nguoi khac khéng coi trong (hodc khong ai tin
tiedng), sg nguoi khac si nhuc va ché bai, hodc so
bi tra thit. Va ho s¢ cai khoanh khic d6 — khoanh
khic ma ho da bi ép budc - s& quyét dinh toan bd
phan doi con lai cua ho.

Nhung ngay cang cd nhiéu phu nit 1én tiéng
chdng lai nhitng hanh vi quay rdi tinh duc trong
sudt thip ky qua. Ho truyén cam hing cho nguoi
khéc chia sé cau chuyén cia minh. Khi moi nguoi
cunglén tiéng, nhiéu nan nhan nhin ra minh khéng
don doc vi chinh ho da tr¢ thanh s& déng ap dao.

Va tiéng ndi ctia ho dan ¢é strc anh huong hon

- dén mitc “tirc nuedc vo bo”.

Cay but Sophie Gilbert chia sé danh thép trén
to Atlantic:

“Con rdt nhiéu viéc quan trong can thuc hién
dé€ doi pho voi tinh trang xam hai tinh duc - &6
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1a khi phu nit bi coi thuong, nguoc dai va lam
dung, thdm chi con bi dudi khoi nganh cong
nghiép ho theo dudi. Nhung hanh déng cong
khai phoi bay van nan da mang tinh cach mang
theo dung nghia.”

PAU TRANH CHONG LAI QUYEN LUC

Vao mét Itc nao do, ban sé gap phai nhitng
ké ludn c6 tin dung mat t6i ctia Tri tué xic cam
dé truc loi cd nhan. Mot trong s6 ching cha dich
muén lap muu, mudn thao ting. Mot s6 khac chi
don gian tin ring ching dang c§ ging dat duoc
muc tiéu. Trong ca hai trieong hop, ban phai nhé
rang: chinh ban méi toan quyén kiém soat cac phan
tng cam xdc cua ban.

Nhitng cam xtic nhw gidn dit va s hai c6 thé
gy ra ton hai 16n - dac biét néu ban qua vdi vang
két luan triede khi tim hiéu sy that. Mot khi long
tin bi cam xtc tréi budc thi cang khé khin hon d€
duy tri si khach quan. D6 la 1y do vi sao ban phai
lién tuc suy nghi v cAm nhin - ¢& dam bao rang
minh d3t niém tin ding chd.

C4n néi rd rdng muc tiéu cua toi khéng phai
la khuyén khich banfght ngo-quamichodc vé ra
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bttc tranh mot minh ban chdng lai thé gii. Nhung
t0i khuyén ban nén thdn trong - va tham chi hoai
nghi - khi can thiét. Thay vi xem nhiing cudc cham
trén 1a trd choi ngudi nay thing thi ngudi khac
thiét, hay xem ching nhw co hdi hoc hoi dé cai
thién Tri tué xdc cAm ctia minh. Khi biét ai dé ¢
kha ndng kich dong cam xiic bén trong ban, hay
thira nhén sttc manh d6; nhung hay c§ géng cin
béng chiing véi 16i néi va hanh dong ctaa chinh
ban. M6t khi cam xtc ling xudng, hiy cAn nhic
“cai gi” va “tai sao”: Loi ndi hodc hanh dong nao
dé kich dong cam xtic ctia ban? Tai sao d6i phurong
lam vay? Déng co va y mudn that sw ctia ho la gi?

Dugc nguoi khéac thuyét phuc, déng vién, va
gy anh huong c6 thé'1a mot diéu t6t - mién 1a cach
hanh xtt sau cting ctia ban van phtt hop véi cac gia
tri ma ban gin gitt. Néu khong - thi ngay Itic biét
minh b Itra gat hodc 1a nan nhan - hay ¢§ tim hidu
minh da sai huéng & dau valam sao d6khéngpham

lai sai IAm. Br?mg cach luyén tap, ban sé lién tuc hinh
thanh nén kha nidng nhén thitc vé ban than va xa
hi, ddng thoi cling kiém so4t t6t hon nhitng suy
nghi va hanh dong ctia minh. Diéu ndy sé gitip ban
lam, chii.duoc-cam-xiic,ngay-ca-khi-gé mot chuyén
gia thaotingnao dg-¢&corgitiic 1oi tr ban.
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- Trén hét, hdy nhd rang: cich t8t nhit dé tir bao
vé ban than khoi mit xu ctia Tri tué xtic cam chinh
1a nd Iwc cai thién Tri tué xtc cdm cta chinh minh.

Mic dit phat biéu nay cling di kém v6iloi canh
béo: khi kha ning quan Iy va tao anh hudng vé cam
xtic clia ban tién trién, né sé tré thanh quyen luc -
va quyén lye thuong s& muc rudng. Nhu ching ta
thdy, cdc nhan vt tai tiéng nhat trén the gidi déu
da thé hién mot s6 biéu hién nhat dinh ctia nguoi
s& hitu Trf tué xtic cdm cao. C6 phai quyén loi ban
than da thoi thic ho “got gifia” thém nhiing ky
ning nay? Hay 1a céc ning lyc cam xtc da gitp
ho “h&t tron” loi ich c4 nhan? Vao thoi diém nao
su ¢ ging kiém soat cam xtic nguoi khac sé trd
thanh hanh vi phi dao dtc?

Can nhic nhimg cau hoi d6 sé nhic ching ta
nhé réng Tri tué xtc cam chi 1a mot manh cta tro
ghép hinh.

Kién tri tap luyén d€rén gifia va 4p dung chi s6
EQ vao thuc t& - nhung dimng danh d6i cic nguyén
thc ctia ban. Thay vao d6, héy st dung lwong tam
Jam kim chi nam d& x4c dinh rd nhitng nd lyc can
thiee hién, diing dao dtc va cac gia tri viing bén dé€
phat trién dang hudng.

Hiy lam 4t camoi thit, va hy vong rdngban
sé khong phai [anan nhan cia goc khaat cam xuc.

278



TIEN VE PHIA TRUCL

(A buidc trén chuyén hanh trinh cm xii

—Barrthatf}erkhré&ehﬁhtfﬁg‘eaﬁrxueeu&mnhwdei—
va d6 that su |4 mot hanh dong ding cam.”
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uyeén sudt quyén sach, t6i da giai thich

% tam quan trong cta Tri tué xic cam va
hwdéng dan ban cic phuwong phéap cy thé d¢ ting
cuong chi s6 EQ ctia minh. Ban di biét rang thdu
hi€u nhitng cam xdc va cach ching hoat déng 1a
rdt quan trong, nhung quan trong hon nita, la biét
ap dung ngudn kién thitc d6 nham dat dwgc muyc
tiéu ctia ban.

Ban cling da biét cach danh thoi gian d€ dat
nhitng cau hoi phtt hop - cho ban than va cho
ngudi khac - d€ gitp phat trién nhan thic vé ban
than va xa héi cling nhuw hoc cach kiém soat suy
nghi va quan ly cam xtic hiéu qua hon. Ban khéng
chi hiéu vé khéi niém trang thai cam xuc khong
ché ma con biét cich lam thé nao d& thoat khoi d6,
va tai sao ban nén xem 161 gép y nhue mén qua - nd

mang lai co hdi hoc hoi va cai thién ban than.

Hy vong ban da tim dwgc cac ki nang thiét
thiee d€ lap chién lwoc phat trién EQ trong tuong
lai. Vi dy, ban c6 thé hinh thanh théi quen lanh
manh thay thé théi quen xdu, qua d6 cht dong
dinh hinh nhitng phan tng cam xtc qua thoi gian
—nho do tai kich hoat ndo bo cua ban. Hon nira,

ban con c¢6 thé trayén eam Iitdg Jcho| figtol khac
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nho thé hién nhitng phdm chat nhuw thanh that,
khiém nhuong va ludn ton trong moi nguoi. Ban
ciing ditng quén gia tri cia dong cam Tri tué xdc
cam - hinh thitc gitp xdy dung moi quan hé va
tang cueong két noi véi nguoi khac ma khong gay
ra tinh trang kiét qué cam xuc.

Khi tién vé phia trude, t6i khuyén ban nén d€
y nhitng bi€u hién cua Tri tué xtic cAm trong cudc
s6ng hing ngay ctia minh.,

D6 ¢ thé 1a nu creoi than thién va kj nang tro
chuyén ctia nghé si pha ché ban yéu thich, nguoi
Judén khién ban vui vé hon. Hodc ban sé tim thdy
nhing biéu hién vé EQ dy & ban be, thanh vién
gia dinh hay d6ng nghiép - nhitng ngudi ludn sén
sang lang nghe va dong cam véi ban.

Ban c6 thé nhan ra Tri tué xtic cam trong hanh
ddng ctia mot dia tré, giong nhuw t6i da ting trai
nghiém. Khi nhan ra b6 no khéng vui, con trai da
ngo6i xudng cant toi, tay om nive vai toi va nhin
thang vao mat t&i roi néi “Con yéu bs”. Chi ba
ttr don gian nhung du manh mé dé thay d6i tam
trang cta tdi ngay lap tic.

Nhung ban ciing da biét rdng, khéng phai ltic
nao nhixng hamh dongthé higrn EO cao cling dem
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t6i cho ban cam gidc &m ap, dé chiu. Ching c6
thé xay ra dwdi hinh thirc that xdu xi - nhie dong
nghiép c8 kich ddng ban lam theo y ctia ho, hodc
ké lita bip trén mang c¢6 tinh khién ban phai néi
cdu. Néu diéu d6 xay ra, hdy nhé ap dung nhiing
gi ban da hoc.

Khi tiép tuc 'cuéc'hénh trinh cam xtc, ban sé
nhin thiy rdng cdm xdc cta chiing ta luén méau
thuin theo nhiéu hwéng khac nhau. Tét ca ching
ta déu trai qua cam giac yéu thwong, thtt ghét, vui
bubn, diing cam rdi so hii. Nguyén ly chung nay
vita két ndi, nhung ciing c6 thé chia ré ching ta
dén cling. Nhung mot trong nhitng diéu ti hoc
duoc qua nhidu ndm, d6 la: chiing ta giéng nhau
hon 1a khac nhau. Khéc biét chi don gian la mét co
hdi cho chiing ta hoc hoi.

Hay nhd dén cb ban hay néi triede khi nghi
ctia t6i, Jill - ddi khi c6 gay &n tegng xdu ngay lan
dau gip gd, c6 la nguoi rat dé budt mdm ndi hé.
Thuong Jill sé khong biét dwoc 1oi ndi cta minh
anh hudng dén ngudi khac nhu thé nao va chinh
kha ning nhan thitc xa hdi kém ciing da khién co

bi ton thwong nhiéd lan.

282



JUSTIN BARISO

4 ‘ Nhung cach trd chuyén bGc déng cta Jill ciing
| ] thé manh. Jill khéng ngai néi ra diéu gi do co
thé gay khé x& - nhu viéc bao nguoi khac di “stc
miéng” néu thdy can. C6 khong ngai bay to cam
xtic thing thin, va né di din téi mot két qua tha
vi: moi nguoi déu quy mén c6. Nhiéu nguoi cam
kich st chan that ctia Jill vi ho biét rang cd cd ¥ tot.
Ho thay thodi méi va c6 th€ coi mé hon khi lam
viéc cung co.

Sau nay t6i nhén ra tinh cach d6 mang lai cho
Jill kha ning ti€p can ngudi khac rat tuyét voi ma
chi mot s8 it ngueoi lam duoc, €6 so hitu kha nang
khich 18 va gay anh hudng. Hau nhu tat ca nhimg
ai quen biét Jill déu yéu mén va sdn long nghe theo
su lanh dao cta co.

La nguoi hay gip khé khin véi cdc xung dot,
tdi hoc dwoc rat nhidu diéu tie Jill. C6 ay da day
tdi loi ich clia viéc dam 1én tiéng vi muc dich tot
i tep, dit méi dau dicu d6 1 5i khde khé chiu,
Va khi t6i tan dwong nhitng cudc néi chuyén t&
nhj chin chan; Jill day t6i khong nén suy nghi qua
nhiéu vé 10i ndi va hanh déng ctia minh.

Day 14 bai hoc ban phai c8 gang khac ghi: Tri

tué xtecam co. mudn hinhy yan trang. Bat ké nam
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hay ntt, yén lang hay 6n ao, xac lao hay dé bao,
nguoi chi huy hay ngwoi néi got.

Khi nhan thite duoc cic xu huodng cam xic va
nhitng thi€u s6t ctia ban than, hay cd gang hoc hoi
tte nhitng nguwedi khac ban nhiéu nhét.

Boi vi trong nhiu trudng hop, d6 chinh la
nhitng nguedi c6 thé day cho ban nhiéu diéu hon ca.
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g am xuc cta chung ta anh huong dén
moi thit trong cudc séng cua ta. N6
khién ta thich hay khéng thich mét by phim, mét
bai hat hay mot tac phdm nghé thuat. No giap ta
theo dudi con duong sy nghiép, lwa chon cong
viéc. NO tac dong dén viéc ta quyét dinh séng o
dau, trong bao 1au. N¢ gitip ta Iira chon nén danh
thoi gian cho ai, hen ho, yéu dwong va két hon véi

al... tham chi nén roi bo ai.

Cam xuc khién ching ta dua ra quyét dinh
trong mot gidy, nhung hau qua thi theo sudt doi
minh. Thi thoang, ching khién ta roi vao tinh canh
bé tic — dit cho phén con lai ctia thé gidi nghi rang

ta van on.Nhung chiing ciing co thé mang dén
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4nh sang cudi duedng ham, giup tinh hudng toi té
nhét ciing tré nén dé chiu hon.

Cam xtic quyét dinh cach chiing ta chon nguoi
lanh dao minh, cling nhu cach ho chon chung ta.
Chiing 1a ngu6n con ctta moi cudc chién khoc liét -
va ciing 1a g&c ré ctia moi hiép wéc hoa binh.

Vi tat ca nhitng 1y do trén, Tri tué xtic cam la
vO gia.

Hiy nhé rang Tri tué xdc cam khong phai 1a
thiu hifu moi cAm xtic ban ¢6 hay phén tich moi
tinh hudng xay ra. Ma d6 1a kha ning tim kiém sy

cAm nhan siu sac va tan heong moi khoanh khac.

Khéng cé chimg nhan sudt doi nao cho chi s6
EQ. Gidng nhur nguoi nhac si khong thuong xuyén
luyén tap thi sé sém “lut nghé”, néu ban khoéng
thuong xuyén ty suy xét ban than va nhin nhan
moi viéc theo cac quan diém da chiéu, Tri tué xuc
cam ciing sé bi mai mot dan theo thoi gian. Ngay
thoi diém ban thdy minh dd “théng thao” khia
canh nao d6 caa Tri tué xic cam thi ban sé pham
phai sai [dm 16n. Nhung chinh cach ban khic phuc
sai Jam s& quyét dinh chi s6 Tri tué xtc cam cua

ban. Nhitng iicrihwvay, vieciivsuy xétva luyén
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tap sé dem lai nhitng hi€u biét bat ngd va nhiing
khoanh khéc “giac ngd” - nhitng diéu c6 thé thay
ddi ban theo huéng t6t hon, néu ban sén 1ong dé

chung giap ban.

'Khi diéu nhuee vy xay dén véi ban, vui long
hiy chia sé vdi toi qua thong tin lién hé & cudi
cuén sach nay. Suy cho cling, tat ca chiing ta déu
1a nhitng hoc sinh. Va ching ta van dang hoc hoi
1an nhau.

V4y nén, ban hiy tiép tuc nhitng bai hoc nay.
C& gang phat huy stzc manh tuyét voi ctta cam xtc
dé€ khong tré thanh nd 16 cta nd. Trau doi kién
thirc va su thau hiéu dé€ tién bd hon. Str dung kién
thirc d6 d€ tw bao vé minh khoi nhitng nguweoi ludn
0 loi dung ban va cam xtc ctia ban.

Hon hét, hay nhé rang cam xtc luén dep tuyét
voi. Ching khién ching ta trd thanh con nguoi.

Tan huong. Yéu thueong. Tran quy chung.

Nhung cling ditng bao gio danh gia thap stkc
manh va sy nguy hiém tiém an cua chung.

Hay hoc cdch dung hoa nhiing sy that tit yéu
nay - va nhét dinh ban sé khién cam xtc tro giap
thay vi chénglai minh,
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PHU LUC

MUOI LOI KHUYEN VE TRi TUE
XUC CAM

1. Ban nén suy nghi vé cam xtic

ri tué xtic cdm bat dau tir viéc dit ding
cau hoi nhu:

o Cam xtc cta t6i 6 vu va khuyét diém gi?

e Phong cach giao tiép cua toi nhw thé nao?
Moi nguwoi nhin nhdn né ra sao?

e Tam trang hién tai anh hwdng nhw thé nao
dén suy nghi va quyét dinh ctia t6i?

 Trong nhitng tinh huéng nao thi cam xtc da
chéng lai t6i?

Suy nghi vé nhitng diéu nay sé gitip ban xay

dung kha ning te nhéan thirc, gitip ban thu lai
nhiing théngtin gia-tui, cd ichecho ban than,
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2. Ban nén hoc cach nhin nhan da chiéu

Khi nghe ai d6 néi, dimg tap trung vao viéc
dtng sai; thay vao d6, hiy 8 tim sy khac bi¢t vé
quan di€m va ly do vi sao lai ¢6 khdc biét do.

Hanh déng nay bao gom ca viéc hoc cach don
nhén y kién tiéu cic dé€ban nhanra thifu sét va ty

cai thién ban than. .

3. Ban nén hoc cach tam dimg

Tam dirng don gian 1a ngitng lai va suy ngam
thém mét gidy triede khi lam hay néi gi d6. Nhung
ban nén biét ring: néi thi dé, lam méi kho.

Dtng mong doi sy hoan hao. Cix lién tuc tap
luyén, va tam ditng sé gitip ban tranh duoc nhiing
tinh hudng khé xit va cttu van dwogc nhiéu méi,

quan heé.

4. Ban nén hoc cach déng cam

Thay vi phan xét hay gan mac ngueoi khac, hay
8 ging quan sat moi thit qua géc nhin cta ho.
Ling nghe d& thiuhiéuho.va guan diém cia ho,
k€& ca khi ban khéng tan thatil] Hay/t@hoi: Tai sao
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ngueoi do lai cam thiy nhw viy? Co diéu gi udn khiic
dang dién ra khong?

Poéng cam gitp ban anh hudéng dén nguoi
khac nhiéu hon va cho phép ban xdy dung mdi
quan hé thém sau sic va gan gili.

5. Ban nén hoc cach khen ngudi khac

Mbi c4 nhan déu mong dugc thita nhin va
khen ngoi that long. Khi bay té sy cam kich véi
ai do, ban da dap tng dwoc khat khao ctta ho - va

déan dan xay dung duogc niém tin.

Hay nh¢ rang, moi ngudi déu xiing dang duoc
khen. Hay chi y vao mat t6t ctia ho, sau dé dic
biét chia sé diéu ban danh gia cao & ddi phuong
va truyén cam hiing dé€ ho trd thanh phién ban tét
nhdt ctia minh.

6. Bannén hoc cach xin 16i

“Tdi xin 16i” ¢ thé 1a ba tir khé ndi nhit,
nhung lai manh mé nhét.

Thira nhan sai [Am va xin 16i dting ltic sé gitp

ban phat-huy duwoc.cac pham.chat nhw khiém tén
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va trung thuee, va ti nhién sé ¢6 ngudi yéu mén
ban vi diéu dé. '

7. Ban nén hoc cach tha thi

Nhat quyét khong tha thit giéng nhu xat mu6i
vio vét thuong - ban khong bao gio cho minh co
hoi d€ chita lanh.

‘Thay vi ¢t mai b4t man trong khi d6i phuong
d3 tién vé phia tredc, chi bang hdy tw minh tha thi
ma ti€p tuc séng vui ve.

8. Ban nén hoc cach thanh that

Nguoi thanh that thuong chia sé suy nghi va
cam xuc that long ctia minh véi ngueoi khac. Ho
biét khong phai ai ciing ddng tinh. Ho cling hiéu
ring minh khong hoan hao nhung van sin long
néi ra moi khiém khuyét boi vi ho biét ai cling ¢6
nhitng khiém khuyét nhu vay.

Thanh that khong 6 nghia la chia sé moi thit
vé ban than voi bat ky ai, bAt ky licnao. Ma thanh
that 13 that sy nghi nhitng gi ban cam nhan, noi
nhiing gi ban mudn néi, va trén hét la van kién
dinh véi nhitng gia trivanguyen tac/cizban than.
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9. Ban nén hoc cach kiém soét suy nghi

Khi roi vao hoan canh tiéu cuc, ban sé kho ¢
thé diéu tiét dwoc cam xiic ctia minh. Nhung mét
khi tap trung suy nghi, ban s& ki€m soat dwoc cac
phan tng cam xdc d4.

Khi tap trung suy nghi, ban s& khiéng phai trd
thanh nd 1¢ ctia cdm xtic. Thay vi vay, ban c6 thé
chdp nhan va tiép tuc dung hoa chiing véi cadc muc
tiéu va gia tri cia ban than.

10. Ban nén khong ngimg hoc hoi

Tri tué xtic cdm khéng nam & viéc phai tré nén
hoan hao hodc dat dén c&p d6 nhit dinh nao d6
caa EQ, boi khi cam thdy minh da “théng thao”
chin 1oi khuyén con lai thi ban van ¢4 thé pham 16i
I6n. Nhung chinh cdch ban khéc phuyc sai [Am s&

quyét dinh chi s6 Tri tué xtc cam that sw ctia ban.

— Dungbao giv xem thuwong nhitng mat t6tlAn

nhitng mit xdu cta sitc manh cam xdc. Va hiy
lu6n c8 gang khién cam xtic tr gitip thay vi chéng
lai ban.
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hi nhin lai, t6i vin luén th&y chu dé

cam xtic rat thi vi. Moi thit bat nguén
tlr b6 me t6i, nhitng ngueoi & hai thai cee khac
nhau. Toi rat giéng me - ngudi ct hap tap thé hién
cam xtc cta minh. Ba thich cuoi dtia nén ludn tim
moi co h¢i d€1am thé. Ba ciing dé xtic d6ng. Va ba
da truyén lai su da cam 4y cho t6i, thit khién t6i
tré thanh con ngwoi nhuw bay gio. Trong vo sd bai

hoc cude doi, me da day t6i vé gia tri ciia sw dong

cam, t6i mai mai biét on me vi diéu dé.

BG t6i thi khac, 6ng kiém soat rat t3t cam xdc
cua minh. Bang chiing la 6ng khoi goi duwgc cam
xuc cia ngureoi khac: 6ng la nguoi k€ chuyén tuyét
voi, khicnban bi cudn theo tling con chit - va ludn
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(i tir) hé 10 nhitng tinh tiét tuyét voi. Nhung vi 1&
d6, 6ng phai gidu di nhitng cam xtc nhét dinh, vi
50 to ra y&u dudi trudc moi nguoi. (Dén hém nay,
t6i van chua thdy 6ng khoc bao gid). Nho bé ma
t6i m&i hiéu ra rang dir ching ta cd trai quanhitng
cam xtic giéng nhau thi mdi chiing ta vn thé hién
chiing theo nhitng cach khac nhau.

Chi t6i 1d ngudi phu nit xinh dep va quyét
doan. Chi &y da hoc dugc sy kién cwong khi d6i
mit v6i nhitng thir thach khic nghiét, chién d&u
trie dién véi chiing va khong bo cude. Chi dy day
toi lam diéu twong twe. Sy tw tin cta chi da truyén
cam htmg cho tdi.

Em trai t0i thong minh va khiém ton. N6 cd
khiéu thé hién cam xtc t6t hon t6i. Hai ching tdi
c6 mdi lién két dic biét va mac du 16n hon em trai
tan muoi tudi, téi van khong nglimg hoc hoi né.
Nhiéu khi t6i wéc minh ¢6 thé giéng nhu nd.

B6 vo t6i 1a mot trong nhiing nguodi an can,
nong nhiét, chan chita yéu thuwong va chdm chi
nh4t t6i timg gdp, va me vo toi ciing vay. Toi ludn
biét on ho da cho tdi tré thanh thanh vién trong
gia dinh tuyét voi cia ho va t6i khong thé cho dén
ngay gdp lai Me:
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Anh chi vo cta t6i, Adam va Ella, con hon ca
mot gia dinh, ho la nhitng nguoi ban. Khi séng &
mot dat nudc voi thik ngbn ngit, nén 4m thue va
van hoa mdi la, chinh ho da gitip t6i cam thay nhue
dang & nha.

Nhiéu thiy c6 gido da vun dap tinh yéu con chit
noi t6i nhung khéng ai sanh bang ¢6 Jane Glasser.
C6 la gido vién mén phén tich van hoc nim cudi
cua toi. C6 ludn dong vién t6i viét, khong chi cho
ban than minh ma con cho nhitng ngudi khac.

Nam 1998, t6i duge moi dén lam viéc tai Bethel
- try 5O chinh cta phéi Nhan Chéng Jehovah &
New York. T6i danh 13 ndm cudc doi & d6, hoc
dwoc rdt nhiéu tir nhitng nguedi thay xudt sic nhuw
Marc VéVIESS Portillo, Kevin Wier, Mark Flores,
Max Larson, John Larson, John Foster, Andres
Reinoso, Alex Gonzales, Duane Svenson, Jon va

Janet Sharpe, Alan va Joan Janzen, Ty va Rebecca

Fulton, Diane Khanna, Tony Perez, Tony Giriffin,
Mark Mattson, Chuck Woody, Doug Chappel,
Virgil Card, Thomas Jefferson va nhiéu ngudi
khac. Ho day t6i biét rang lanh dao khéng nim &
cdp bac ma la & hanh ddng. Ho ciing cho t6i thay
cac quanly gioi nhét ludn lay-gon ngudi lam géc.

297



EQ - TRi THONG MINH XUC CAM TRONG CONG VIEC

Pay la bai hoc va trai nghiém vO gia ma tdi s€
khong bao gioy danh d6i voi bat ky diéu gi.

Cam on Fausto va Vera Hidalgo, Roel va
Sheryl Tuzon, muc su Price, Sandra va Orvil
Hinojos, Jesse va Liz Hoefle (va gia dinh caa ho),
gia dinh Venturina, gia dinh Figueras, gia dinh
Flores, gia dinh Lemsic, gia dinh Carlos, gia dinh
Myszczenko, gia dinh Asare, va gia dinh Romano
d3 xem t&i nhu ngudi than trong nha, va giup toi
nhitu d&n muc t6i khé long béo dap. Moi nguoi
dau chiém mot vi tri déc biét trong long toi.

Cam on ba Lisle, Belen del Valle, gia dinh
Mann, Anita Beyer, va Kris Sistrunk da gitap do
t61 c6 khoi dau thuan 1gi & Duc ciing nhuw chi t6i
cach kinh doanh & chéu Au.

Cam on nhém soan thao va bién tap LinkedIn
- gobm Daniel Roth, Isabelle Roughol, Chip Cutter,
John C. Abell, Amy Chen, Laura Lorenzetti Soper
va Katie Carroll da cho t6i mot nén tang d€ chia
sé suy nghi va y twdng, mo ra cho t6i nhiéu co hoi
khong tuong.

Cam on Jeff Haden d3 quan tim va chi day t6i
nhiéu hon ca, gitip toithanhredn g vdi ingach la tac
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gia - ma khong vi ly do gi ca, ngoai viéc anh 4y la
mdt nguoi tot.

Cam on Laura Lorber da cho t6i co hoi viét bai
trén Inc.com, gitp t6i tir mot tac gia vo danh tro
thanh ciy viét gia ddn hon.

Cam on Daniel Goleman, Carol Dweck,
Howard Gardner, Brené Brown, Satya Nadella,
Howard Schultz, co truéng Chesley B. “Sully”
Sullenberger III, Robert Cialdini, Sheryl Sandberg,
Simon Sinek, Tiffany Watt Smith, Tom Peters,
Richard Davidson, Travis Bradberry, Jean Graves,
Sharon Begley, Daniel Ariely, Daniel Kahneman,
Victor Cheng, Joseph LeDoux va Susan David da
chia sé nhitng diéu sdu sic vé cam xuc, tAm tri,
nhiing bai hoc ly thuyét va thee hanh d€ tao nén
tang cho cudn sach cta toi. '

Cam on Hendrie Weisinger (Tién si Hank),
Adam Grant, Chris Voss, Andy Cunningham, Drew

Brannon, Lorenzo Diaz-Mataix va Julia Kristina da
danh thoi gian trd chuyén va tham gia phong van
nham chia sé cdc kién thikc, triét ly va kinh nghiém
cta minh. Cung voi Brian Brandt, Trent Selbrede,
va Kristin Sherry da giup tdi diéu chinh va trinh
bay 1o nhitng-y.tudng cua miak.
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Cam on Kevin Kruse va Sally Hogshead da
s&n long chia sé 10i viét vang ngoc cho toi.

Cam on nhdm Page Two da giup t6i viét va
xudt ban cudn sach nay. Cam on Jesse Finkelstein
dd trao mén qua tuyét voi - khi te van vé hudng
di cia cudn sdch. Cam on Gabi Narsted d3 nd luc
hét minh d€ nhém lubn kip tién d6. Cam on bién
tap vién Amanda Lewis vi moi thtt, c6 dy gitp toi
phét huy th& manh ciing nhuw khéc phuc dang k&
nhitng thiéu sét cua cudn sach, qua do giup téi
quan sat th& giéi nay qua con mat ctia doc gia - va
vi 0 di ludén ddng vién t6i trong sudt qua trinh
viét. Cam on May Antaki va Jenny Govier da giap
t6i tinh chinh va dién ta cau tit rd va dting hon voi
suy nghi cia minh.

Cam on Peter Cocking, Taysia Louie va Aksara
Mantra di trinh bay bia sach va n6i dung rét cuén
hit, boi ta biét moi nguoi déu danh gia mét cudén
sach qua trang bia... cling nhu cach trinh bay bén
trong ctia no.

Cam on Ivette K. Caballero vi sy thong minh,
kinh nghiém va nd lyc ctia ¢ trong viée diéd
hanh nhém quang ba cuén sach. Cam on Michelle
Alwine vi cach rayén dat day.cam\teng: Cam on
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moi ngwoi da ciing nhau mang cudn sich dén tay
that nhiéu doc gia.

Déc biét cdam on LeRon Pinder, Ruth Flores,
Francis Bonilla, Myron Loggins, Chris va Sugeiri
Brown, Masai Collins, Joe va April Paglia, Craig
Martin, Dan va Priscilla Pecsok, Skip va Geege
Koehler, Ralph va Sasha Mejia, Ernie va Diana
Reed, Chris Boyce, Sherman Butts, Kevin Clanton,
David va Arnie Locquiao, Curtis va Marlene
Walters, Quirin va Jemima Gumad]as, gia dinh
Marcelo, gia dinh Pefia, gia dinh Porcema, gia
dinh Jose, Stefan va Cherry Sanidad, Phil va
Ailen Santiago, Kevin va Mayleen Smith, Ronnel
Tuazon, Chelsea va Joshua Pulcifer, Tim va
Monica Purscell, James Flood, Pete va Rebecca
Schmeichel, Jim va Christa Birner, Jogesh Khana,
Eric va Loida Lundy, Derrel Jones, Giraud
Jackson, Jeremy va Zuleka Murrie, Eddie Castillo,
Lena Johnson, Franklin va Rita Saucedo, Michael

va Rebecca Gietler, Phil va Michelle Geringer,
Gerry va Amy Navarro, Tim va Pam Zalesky,
Joe Lueken, Aquil Khan, Glenn Balmes, Connie
va Jonathan Lei, Genelle Morrison, John athan va
Maureen Dimalanta, Melvin Dimalanta, Erick va
Erica Calunsag; Rodge, Jansuy,-Mitch va Bridgeta
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Lipayon, Eric Islas, Randy va Johanna Rosabal,
Omar Morales, Noe Luna, Joe va Barbara Lynch,
Patrick va Rachel Swann, Mark va Linda Sprankle,
gia dinh VADALA, Don va Andria Benjamin, gia
dinh Rivera, Spencer va Rachel Wetten, Micah
va Ashlie Helie, gia dinh Boie, Anne Brackett,
Sia Stephanos, Sally Thornton, Mike va Jennifer
Reis, Dawn va Todd Meyer, Zoe va Bill Conger,
gia dinh Wardlow, Gary va Linda Gorum, gia
dinh Robertson, gia dinh Campau, gia dinh Lello,
Michael va Theresa O'Neill, Isabel va Ray Perez,
gia dinh Mattson, Jocelyn va Darius Whitten,
‘Beverly Stephens, Lemar va Rabiha Garnett, gia
dinh Al-Shaffi, Matthias va Avelina Eichler, Ben
va Monika Jenkins, Manuel va Hana Krause,
Stefan Steiner, Jeremy Borkovic, Hannelore va
Peter Mitrega, Harald va Sybille Beinczyk, Pieter
va Karen Vousden, Rainald va Ruth Kahle, Niki
va Nikita Ka tlstroem, Daniel va Dolores Hahn,
Solano va Cyndi Williams, Virgil va Deidre Card,
Dan va Katie Houghton, Alex va Tabitha Scholz,
gia dinh Quohilag, Fernand va Jill Oundjian, Olga
va Adam Grzelczyk, Magda va Rafal Szjabel,
Lidia Mikunda, Agnieszka Zachariasz, Nella va
Olli Schueller, Einstva Jessica Schneidereit, Russ
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va Arianne Miller, Tim Kouloumpas, Michael
Reinmueller, Alex Reinmueller, Mark Noumair,
Guy Pierce, Gerritt Losch, Bobby va Galina Rivera,
Kris va Doro Sistrunk, Falko va Dani Burkmann,
Moritz va Vroni Strauss, Loren va Elsbeth Klawa,
gia dinh Zachariadis, gia dinh Ohene-Korang,
gia dinh Ordonez, Bernd va Inge Wrobel, Silas
va Melanie Burgfeld, gia dinh Schwicker, gia
dinh Quedraogo, gia dinh Schoemer, Vasilis va
Veronika Chantzaras , Sonja va Uwe Herrmann,
Elsbeth va Lorén Klawa, gia dinh Latimer, Daniel
vaRachel Pilley, gia dinh Rosenzweig, Nora Smith,
Virginia va Anais Chan, Daniel Wirthmueller, Jack
va Caroline Simpson, Albin Fritz, Bill va Jason
Liber, Sebastian Elstner, gia dinh Rurainski va
nhiéu ngudi t6i xin 16i khi khéng thé k& tén hét &
day. T6i da hoc duoc rat nhiéu digu tir moi nguoi.

Cam on hai con Jonah va Lily d4 khoi déy
nhiéu cung béc cdm xtic ma bd chura ting biét dén.

B6 thdy minh trong con - Jonah - nhiéu dé€n mitc b6
khéng thé tin vao mat hay tai minh nita. Con Lily
thi lu6n mang tdi sy bat ngd, moi kha nang Tri tué
xtic cam ctia b6 ciing khong thé cudng lai vé dep
cua con. (Hy vong con bé sé tdn dung né mét cach
hitu ich) Mbingay bd déu eamyth4y hanh dién vi
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hai con. BS cam on Diic Jehovah vi di ban cho bd
trach nhiém va dic 4n nudi day hai con.

Va cubi cling 13 vo t6i Dominika. Anh d3 biét
em rat dic biét ngay khi hai dtta minh gdp nhau
va em thi lubn gay an tugng cho anh ké tie [an do.
Muoi nim vé chung mét nha, va anh van yéu em
say ddm. Em gitip anh tré thanh phién ban tGt
nh4t ciia minh. Em 13 t4t ca ctia anh. Anh sé lac 161
thit sy néu khong c6 em.

Nhung vi cé em, anh la nguoi dan dng hanh
phtic nhét trén Tréi Dat.
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Chuong 1: Tir ly thuyét dén thuc hanh

25 “N&m ndm t6i lam viéc khéng ngirng voi Steve”: Andy
Cunningham, phéng van boi tic gia, ngay 8 thang 12
nam 2017.

27 “Emotional Intelligence lot vao danh sach nhitng cudn sach
ban chay nhat”: “About Daniel Goleman”, trén website
Daniel Goleman, truy cdp vao ngay 7 thang 1 nam 2018,
www.danielgoleman.info/biography.

27 “Howard Gardner d3 dua ra ly thuyét rang”: Howard
Gardner, Frames of Mind: The Theory of Multiple Intelligences,
tai ban Iin ba. (New York: Basic Books, 2011).

28 “Mayer va Salovey md ti”: Peter Salovey va John
D. Mayer, “Emotional Intelligence”, Imagination,
Cognition, and Personality 9, no. 3 (1990): 185-211, http://
ei.yale.edu/wp-content/uploads/2014/06/pub153_
SaloveyMayerlCp1990_OCR.pdf.

35 Chi thich: Daniel Goleman, Richard Boyatzis, va Annie
McKee,—Primal _Leadership:  Unleashing the Power of
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Emotional Intelligence (Boston: Harvard Business Review
Press, 2013).

36 Chi thich: Carol S. Dweck, Mindset: The New Psychology of
~ Success (New York: Random House, 2006).

39 “Khi Walter Isaacson - ngudi viét ti€u sir”: Walter Isaacson,
Steve Jobs (New York: Simon & Schuster, 2011).

Chuong 2: Trong tam kiém soat

44 “Khi dan chim d4m vao mdy bay”: Chesley B. “Sully”
Sullenberger III va Jeffrey Zaslow, Sully: My Search for
What Really Matters (New York: William Morrow, 2016).

47 “T6i nghi rang theo nhiéu cach”: Chesley Sullenberger,
phong van boi Katie Couric trén chwong trinh 60 Minutes,
CBS, ngay 8 thang 2 ndm 2009.

62 “Chéng ta thuong sg phai ddi mit véi nhing nhiém
vu 16n”: Andrea Bonoir, “The Surefire First Step
to Stop Procrastinating”, Psychology Today, ngay 1
thang 5 nim 2014, www.psychologytoday.com/ blog/
friendship-20/201405/the-surefire-first-step-stop-
procrastinating.

66 “Nghién cteu chi ra rang thidu ngu c6 thé can tré”: Louise
Beattie, Simon D. Kyle, Colin A. Espie, va Stephany
M. Biello, “Social Interactions, Emotion and ,Sleep: A
Systematic Review and Research Agenda”, Sleep Medicine
Reviews 24 (2015): 83-100.

66 “TAm trang ‘tiéu cuc’ s& khién ban suy nghi”: Susan David,
Emotional Agility: Get Unstuck, Embrace Change, and Thrive in .
Work and Life (New: York: Penguiry 2016).

306



68

JUSTIN BARISO

“chia sé cho ban cach thuc hién”: Lisa Feldman Barrett,
How Emotions Are Made: The Secret Life of the Brain (New
York: Houghton Mifflin Harcourt, 2017).

68 “nhitng hoc sinh dat diém cao bai ki€m tra mén Toan”:

Jeremy P. Jamieson, Wendy Berry Mendes, Erin
Blackstock va Toni Schmader, “Turning the Knots in Your
Stomach into Bows: Reappraising Arousal Improves
Performance on the gRE”, Journal of Experimental Social
Psychology 46, no. 1 (2010): 208-212.

68 “Nhdm ‘hao himg’ hét t6t hon”: Alison Wood Brooks,

“Get Excited: Reappraising Pre-performance Anxiety as
Excitement”, Journal of Experimental Psychology: General
143, no. 3 (2013): 1144-1158.

72 “Nhitng nghién ciru gin diy da chi ra doc tiéu thuyét”:

David Kidd va Emanuele Castano, “Different Stories: How
Levels of Familiarity with Literary and Genre Fiction Relate
to Mentalizing”, Psychology of Aesthetics, Creativity, and the
Arts 11, no. 4 (2017): 474-486; P. Matthijs Bal va Martijn
Veltkamp, “How Does Fiction Reading Influence Empathy?
An Experimental Investigation on the Role of Emotional
Transportation”, PLOS One 8, no. 1 (2013): e55341.

73 “Trong mét bai tong hop gom 36 nghién cliru”: Beattie,

73

“Social Interactions, Emotion and Sleep.”

AT,

“Theo nhiéu nghién ciru, viée viét vé cac s kién”: Karen

A. Baikie va Kay Wilhelm, “Emotional and Physical
Health Benefits of Expressive Writing”, Advances in

Psychiatric Treatment 11, no. 5 (2005): 338-346.

74 “Mot nghién ctu gin diy chira ré"mg di du lich nhiéu”:

Julia Zimmermann va Franz J. Neyer, “Do We Become

- a Different Person When Hitting the Road? Personality

Development of Sojourners”, Journal of Personality and
Social Psychology 105, no. 3 (2013): 515.

74 “anhhtnglanguoj dém litu mang song”: Sullenberger, Sully.

307



EQ - TRI THONG MINH XUC CAM TRONG CONG VIEC

Chuong 3: Thiét 1ap théi quen

82 “Trong nhiéu thap ky, cic nha thin kinh hoc déu cho
rang”: Richard J. Davidson, The Emotional Life of Your
Brain: How Its Unique Patterns Affect the Way You Think,
Feel, and Live—and How You Can Change Them (New York:
Penguin, 2012).

83 “Triét Iy nay di d6i v6i nhitng kham pha cia gido su tam
ly Carol Dweck”: Dweck, Mindset.

84 “Phan ing ndy lién quan t4i hach hanh nhan”: Joseph E.
LeDoux, “Amygdala”, Scholarpedia 3, no. 4 (2008): 2698.

93 “Theo cic nha khoa hoc, théi quen xuét hién”: Charleé
Duhigg, The Power of Habit: Why We Do What We Do in
Life and Business (New York: Random House, 2012).

95 “Céc nghién ctu vé ndo cho thdy rang trong subt cudc
doi”: Brent J. Atkinson, “Supplementing Couples
Therapy with Methods for Reconditioning Emotional
Habits”, Family Therapy Magazine 10, no. 3 (2011): 28-
32, www.thecouplesclinic.com/pdf/ Supplementing_
Couples_Therapy.pdf.

Chuong 4: Vién kim cuong tho

104 “Dé4y la 1y do nha phé binh 4m thurc hang du cta New
York Times, Pete Wells”, “At Thomas Keller’s Per Se, Slips
and Stumbles”, New York Times, ngay 12 thang 1 ndm
2016.

105 “Chiing t6i tw hao”: Thomas Keller, “To Our Guests”,
déng trén Thomas Keller Restaurant Group (website),
truy cip ngay 8 thang 12 ndm 2017, www.thomaskeller.
com/messagetoourguests.

105 “ching tdi"d& tir man": Gabe Ulla,“Can-Thomas Keller
Turn AroundPerSe?, Town € Country, thang 10 ndrm 2016.
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109 “Tai Amazon, nhin vién duwge khuyén khich”: Jodi
Kantor va David Streitfeld, “Inside Amazon: Wrestling
Big Ideas in a Bruising Workplace”, New York Times,
ngay 16 thang 8 nam 2015.

109 “gdy ra cudc tranh luén céng khai”: Dean Baquet, “Dean
Baquet Responds to Jay Carney’s Medium Post”, Medium,
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Controversial Program amid Huge Growth”, GeekWire,
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Harvard Business Review, s0 thang 1 + 2 ndm 2014, https://
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124 Cht thich: Carolyn O’Hara, “How to Get the Feedback
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THONG TIN LIEN HE

67—51' rdt hdo htic chia sé cac nghién ciy,
bai phong van va nhitng nguén théng
tin thu thap trong nhiéu ndm qua trong cudn sach
nay. Béng cach tiép can thyc tién, t6i di sit dung
nhitng vi du c6 thit d€ lam noéi bat cach Tri tué
xtc cam dugc ting dung vao cac tinh hudng hang
ngay, tai noilam viéc cling nhuw tai cac gia dinh, va
ly do tai sao diéu nay lai tré nén quan trong hon
bao gio hét.

Néu mudn moi toi néi chuyén tai sy kién sip
toi cia ban, hdy lién hé qua LinkedIn hodc gui
email to1 info@eqapplied.com.

Ngoai ra, néu cudn sach di truyén cam

htngichoban, gitp ban than ra nihieu diéu méi
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mé va c6 nhitng y twdng bat ngd, hdy chia sé
cau chuyén ctia ban véi tdi. Néu ban khéng tan
thanh véi quan diém cua t6i hodc mudn chia sé
nhitng gép y mang tinh xay dyng thi t6i cling
sén sang ling nghe.

T6i mong mudn dugc ling nghe va hoc hoi
tte ban. ' o
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