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LOI GIOI THIEU

Hin ai trong ching ta ciing tirng trai qua nhirng
khoanh khéc nhiém mau cua cudc séng. Vi t6i, hanh
phiic chinh 14 khi dwgc nhin thiy c6 con gai sdu tudi
chay vé phia minh, dang rong vong tay reo mirng:
"Bé oi! B 0i!", hoic khi dugc ngdi yén binh bén vo
ngam nhin dan vit dang 16i bi 16m trong ao, khi ling
nghe ban nhac "Bai ca hanh phuc" (Ode to Joy) cua
Beethoven, hay khi ching kién c4u con trai bude 1én
buc nhan bang cir nhan luat, va ca cai khoanh khic
khi t6i chot nhan ra con minh dé truéng thanh. Tat
canhirng gidy phtt ay, ky niém 4y that ngot ngao va
ky diéu. Ky diéu la boi vi duwong nhu khong con
khoang cach giita wéc mo va nhirng diéu hién thue.

Cho du ¢ bat ky dia vinao, di1 1a mét 6ng bd, ba
me, mot ngudi vo, nguoi chong, mot nhan vién hay
mét vigiam ddc thi cudc séng cia ching ta déu 1a
cudc hanh trinh tim kiém cac phuong thue dé x6a bo
nhirng khoang tréng, dé lap day nhirng 156 hong giira
hién thuc va vdc mo.

\ https://thuviensach.vn
bao Tiéu Vii eBook



Hay tuong tuong ¢6 mot vian phong ma noi dé
moi nhan vién déu dap ing duoc tit ca cac yéu cau
cua cap 1anh dao, nghia 1a giita thyc té va udc mo
khong hé c6 khoang cach. Piéu d6 qua that rat tha vi.
Tuy nhién, thuc té lai luon ton tai nhirng nghich 1y,
nghia 14 lu6n c6 nhirng khoang c4ch, nhiing 156 hong
it nhidu can duoc loai bo dé néi lién hién thyue véi
nhirng diéu ching ta mong uéc.

D6 ciing chinh 1a van @& ma ban t6i, Ken
Blanchard, va cac dong nghiép cia anh 1 Dana va
Jim Robinson dé cap dén trong cudn sach ndy. Qua
cau chuyén tuéng chirng don gian vé mot tinh huéng
kho khan cua hai vitruong phong, cac tac gia da gui
gam nhirng kinh nghiém rat sau sic va bé ich trong
kinh doanh ma ban c6 thé tham khao va van dung
vao thuc té cong viéc ciia minh.

Néu ban nghi minh that kém may mén khi phai
1am viéc v6i mot vi sép khit khe chibiét chi trong
dén cac con sé, thi hdly mim cudi vi du sao sép cia
ban van chua phai 1a Angela B. Krafft, visép kho tinh
bac nhit chi quan tAm dén két qua ma tic gia da xay
dung rat thanh cong trong cu‘?ﬂtﬁ%‘?ﬂﬁWensa ch.vn
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Mot diéu thi viva sau sic khic ma cudn sach
nay da chirala ban c6 thé loai bo 16 hong ngay ca khi
khong c6 su hd tro cua cic nha quan 1y cip cao va
trong ca nhirng tinh huéng khé khin nhat.

Bill va Sarah, hai nhan vat chinh cua cau
chuyén, khong chi di tim ngudn gbc cua nhirng truc
tric trong bo phan ho phu trach, tirng bude loai bo
nhitng 16 hong trong cong viéc ma con phai duong
dau véi ngudn ngan sach han hep. Ho chi c6 thé trong
cdy vao tai ning cia chinh minh va vao sy hd tro it ai
ngo nhét @ hoan thanh cong viée. Pay chinh la
thong diép cét 16i ma tac gia mudn gui gim dén ban
doc: chinh ban phai 1a nguoi tim ra giai phap dé loai
bo 16 hong giira wée mo va hién thye trong moi tinh
huéng, nhitng yéu t6 con lai chi mang tinh khach
quan ma thoi.

Bén canh viéc gitip ban tim thay chién luge vahé
théng tuyet voi dé loal b6 16 héng trong cude séng,
trong coéng viée, cubén sach nay con dem dén mot
thong diép tha ba, rat bat ngo va day tha vima toi
mudn giit bi mat dé cac ban ty khdm ph4 ¢ phan cudi.
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C6 thé ban biét minh phai lam gi, nhung thanh
cong chi dén khi ban that sy biét van dung nhirng diéu
d6 vao cudc song.

Ken Blanchard khong chinéi tiéng vé kién thuc
diéu hanh, t6 chire ma con c6 kha ning truyén dat dé
hiéu, stic tich gitip nguoi khac c6 thé linh hoi va ap
dung d& dang vao thyc tién. T 6i tin ban sé& tim thay
nhiéu diéu hiru ich tir cuén sach nay.

Than mén,

Sheldon Bowles
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LOI TAC GIA

MJi nim, 16 hong giira két qua thyc té va muc
tiéu dé ra trong cong viéc thuong khién céc t6 chire
tén kém bac ti. Néu khong phat huy t6i da thé manh
cua minh, tir khach hang cho dén céc t6 chure, c4
nhén déu c6 thé ganh chiu thiét hai. Khong mét to
chtre ndo c6 thé ton tai néu bo qua cac 16 héng. Vay
1am thé ndo dé c6 thé khic phyc 16 héng mot cach hé
théng va c6 phuong phap, @& cudi cung tao duwgc anh
huong tich cuc dén tit ca cac bén lién quan? Véi muc
dich gitp ban doc cach x4c dinh c4c 16 hong, tim hiéu
nguyén nhin siu xa, tir @6 dé ra bién phap khic phuc
cht khong voi vang dé ra giai phap, chiing toi da
quyét dinh bién soan cuén sach nay.

Bbi canh cua ciu chuyén 1a mot trung tam ho tro
khach hang qua dién thoai tai mot cong ty chuyén
san xuat va phéan phdi phan cirng, phan mém may
tinh. Di nhién, két qua hoat dong kinh doanh cua
trung tAm nay phu thudc phan lén vao nhan té con

ngudi. Néu nhan vién caa ho Cl‘?tit&ﬂ K LiEHOS Solfua
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khach hang nhanh chong va hiéu qua ngay tur lan goi
dau tién thi qua tuyét voi. Nhung nguoc lai, néu dé
khach hang phai cho 14u hoic goi lai nhiéu 1an thi tinh
trang nghén mach s& dién ra va diéu nay anh huong
khong nho dén hoat dong cua trung tAm.

Tuy bbi canh cAu chuyén chi gisi han tai trung
tAm ciia mot to chire, nhung nhirng bai hoc 1ong
trong d6 lai vo cting phong phi, va ban doc c6 thé ap
dung rong rai trong nhiéu té chire cling nhu céc khia
canh khéac nhau cua cudc song Ngay khi gip sach lai,
ban se nhan ra duge cac LO HONG tai cong ty minh.
Va néu that sy cht tAm 4p dung nhitng diéu dugc
huéng dan & ddy, ban ching nhirng khong mét diéu
gl, ma nguoc lai, con cé thé dat duoc moi thu. Va
khong chi ¢6 ban, ca khach hang, t6 chire va nhan
vién cua ban déu duoc huong loi tir thanh cong nay.

Chtc cac ban c6 duge cude sébng méi tuoi dep tir
viée loai bo cac LO HONG!

- Ken Blanchard

Dana Robigson&lignBabinson
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Vi Sao C6 Su Khic Biée?

Nguwoi dan 6ng dirng quan sat hai cay co thuge
giéng co Mexico vt vé mat kha to mo. Ca hai cay co
nay déu ciing dg tuot, cung chiéu cao khi diroc
chuyen tir vuwon wom vé, va lgi cung dwoc trong vao
cdi 16 vira dao xong ¢ viing dat kho can nay trong
mot ngay.

Thé nhung khi quan sat chiing, anh thay ro sw
khac biét: Mot cay lon rat nhanh, cao va cirng cap,
con cay kia thivan vdy.

- Tqi sao lai thé nhi? - Anh héi. - Chiing dwoc
trong cung lic, vay tai sao mét cay cao, mot cay lai
thap? Suw khac biét nay rot cuge la do dau?

- Cau héi hay day! - Giong mét nguoi dan 6ng
khac vang Ién. - Nhung dé c6 dwoc cau tra loi,
chuing ta sé cting tim hiéu mét chiit vé géc ré cua
chiing!
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- Nghia la van dé nam ¢ré cay w? - Nguoi dan
ong thir nhat tiép tuc hoi.

- Ciing khéng han la vdy. Nhung ¢ day c6 mét
$6 yeu to can duwoc xem xét. Chiing ta khong the voi
vang rit ra ket lugn duoc.

- T61 hiéu - Nguoi dan 6ng dm ir, long vdn con
mo ho.

Con bay gio, moi ban hay cung William J. "Bill"
Ambers, nguoi van khong ngirng thic mic vé sy khac
biét giira hai cdy co, bit dau cudc hanh trinh day tha
vikham ph4 nhitng diém tvong ddng giira cau chuyén
vé nhirng ciy co va cac doanh nghiép ciing d6i ngii
nhan vién cua ho.
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ViSao C6 Su Khéac Biét?

Chuong 1:BAN THONG BAO

Chuong 2:TREN SAN GOLF

Chuong 3:BAI HOCTU CO

Chuong 4:NHUNG"VIEC CAN LAM"

Chuong 5:DUYET HAY KHONG?

Chuong 6:1LO HONG NAM O DAU?

Chuong 7:CONG CULAP LO HONG
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Chuong 8:NHUNG MANH GHEP CON SOT

Chuong 9:CHON DUNG GIAI PHAP

Chuong 10:TU NGUY EN NHAN DEN GIAI
PHAP

Chuong 11:TIN VUI!

Phan két: Tién Pén Thanh Cong!
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Chuong 1: BAN THONG BAO

"Pay chang phdi la tin tét lanh. Minh biét chdc
roi chi ¢é rac roi thoi!". Bill ty nha nhu vay khi doc
luét qua ban thong bao dugce giri dén toan thé nhan
vién trong cong ty bang duong e-mail.

Theo ban thong bao, cong ty sé bé nhiém mét vi
chu tich méi cho Tap doan Dich vu Doanh nghiép -
ma vé co ban 1 trung tAm tu van qua dién thoai cua
cong ty san xuét phan cirng va phan mém may tinh,
noi Bill dang lam truéng phong Dich vu Khach hang.
Bill doc lu6t qua mot sé thong tin vé visép mai dé
hinh dung cu thé hon nhirng gi minh c6 thé déi dién
trong thoi gian sip toi. D phan 16n chila suy doan c4
nhan nhung anh van khong thé khong nghi ngoi.

Angela B. Krafft. "Khong biét minh nén goi ba
4y 1a "Ba Krafft" hay Angie nhi?" - Bill tham nghi.

MBA truong Stanford. "Con minh thi hoc bén
ndm tai mot truong dai hoc cORglansthuviensach.vn
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Pa két hon. Khong cé con cdi. "Co thé ciing
khong hé nuéi mot con vat gi trong nha. Mot cudce
séng rat ngan nap" - Bill phong doan.

Lam viéc cho déi thu canh tranh suét tém nam
qua. "Khong biét c6 phai ba ay bi sa thai khong nhi?"

Dat nhiéu thanh tich véi nhitng cdi tién dang ké
trong viéc t6 chirc phong ban. "Oi troi!". Cudi cung,
Bill thot 1én.

That 1ong, Bill khong thich c6 sép mdi.

Mudi mét nam lam viée tai Dyad Technologies,
anh da phai lam viéc véi ba visép. Va ba Krafft nay
la nguoi thu tu.

"Liic ndo dén ho cling mudn x4i tung moi thir
ngay lap tuc". Bill nhé lai. Theo kinh nghiém cua
anh, nhirng cum tir nhu "dat diroc nhiéu thanh tich”
hay "c6 nhitng cdi tién dang ké trong viéc té chirc
phong ban"1a bang chirg rd rang cho thiy sé c6
thay d6i du anh c6 thich hay khong.
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Va chi hai ngay sau d6, nhirng diéu Bill lo ling
va duy doan da tré thanh sy that. Thu ky cua visép
mdi goi dién cho anh.

- Ngay mai ba Krafft mudn gip anh khoang nira
tiéng. Anh c6 ranh vao ldc muai gio khong? - C6 thu
ky hoi.

Bill im ling trong gidy lat nhu thé anh s& c6 mot
cudc hop quan trong theo ké hoach lic muoi gio. Di
nhién, anh chang hé ¢6 cudc hop nao ca.

- Téi ranh. - Bill tra 10i, cam thay hoi lo ling.

- Thé thi tét. Vay dting muoi gio sing mai anh
dén van phong chu tich. Ba Krafft rat mong dugc gap
anh.

Cé thé chi la budi gap"lam quen”. Bill ty tran an
mic du tir @4y 10ng, anh nghi rang sép mdi lic nao
ciing chi mang lai rdc rdi. Vay thilan ndy ciing thé
thoi, s& ching c6 gi khac biét ca!
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* %%

Ngay hom sau, Bill mic 40 khoéc thé thao di
lam mic du anh da bat dau dn mic thoai mai hon ké
tir khi cong ty nai long quy dinh vé trang phuc. "Can
phdi tao an twong tot". D6 chinh 1a myc dich cua anh.

Bill vén ty tin sau nhirng thanh cong da dat duoc
trong gan ba muoi ndm lam viéc. Pic biét, khi vao
lam ¢ Dyad, anh con dugc ting huy hiéu "bai bang”",
phén thuong cao quy nhat ma cong ty danh cho céc
nhan vién. Day khong phai la "bai bang" bo phan.
Day 14 huy hiéu "Pai bang" Quéc gia - "Dai bang 1én"
han hoi.

Nhung d6 14 chuyén cua sdu nim vé truée. Hai
visép trude ra di dé lai cho anh ndi thit vong ghé
gém. Anh cho doi mot co hoi thing tién nhung diéu
do6 da khong thé tro thanh sy that vi sy xuat hién cia
hai "nguoi la". Hai nguoi nay chua tirng lam viée cho
Dyad nhung lai dwgc dé bat ngay vao vitri phé chu
tich, vitri ma anh ludn theo duéi. Bill luon ty hoi:
"Minh da lam viéc cham chi va la ngwoi dang tin
cay, vay tai sao minh khong %@gqﬁm\;‘gg@é@'ﬁ vh
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"Cé thé lan nay sé khac. Cé thé vi sép nay sé
gitip cuée song cia minh dé chiu hon”, Bill thaim nghi
khi buée qua hai lan cira kinh dé vao phong cho cua
ba chu tich bo phéan lae 10 gio dtng.

- Anh Ambers day a? - Mot phu nir dirng tudi véi
vé ngoai tao nha ma Bill chua ting gip 1én tiéng hoi.

- Vang, dang a! - Bill tra loi.
- Ba Krafft dang cho anh. Cir di thang vao trong.

Bill Ambers mé canh cira buée vao van phong
cuia ba chu tich nganh hang va cam théy rat ngac
nhién. Thay cho b6 ban lam viéc bang g gu 16n, ghé
boc da béng nhoang, tranh son dau vé chan dung cac
vi chi tich tién nhiém... 1a mot bo ban ghé don gian
v6i phong cach trang tri rat dac biét, c6 thé goila
"Sanh danh vong cia m6n Tennis": Vot tennis dugc
trung bay trong cac hop Lucite, thém nhirng trai
banh tennis c6 chir ky dugc sap trong mot chiée hop
g0 chia thanh nhiéu ngin c6 nip day bang kinh.
Ngoaira, con c6 hinh cua tat ca cac danh thi tennis

da ky tang riéng cho "Angie" hogs ARSEENsach.vn
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T sau ban lam viéc, ba chu tich méi trong bo
trang phuc gian di deng day va tién vé phia Bill, chia
tay ra chao anh than thién.

- Chao Bill, t6i 12 Angela Krafft. Rit han hanh
duoc gap anh. T6i 4 nghe no6i nhiéu vé anh va biét
ring anh da ting dwoc trao ting huy hiéu Dai bang
Quéc gia. A, "Pai bang 16n", t6i nghe ho goi nhu thé.

Bill 1ap tirc cam thay rat thoai mai.

- btng thé, thva ba Krafft. T6i that sy rat hanh
dién khi nhan duoc phin thuéng cao quy do.

- Chién thing bao gio cling dang dé hanh dién,
Bill a. Anh ctr goi t6i 1a Angie. Khong can phai khach
sdo nhu thé khi chiing ta cting trong mot doi.

Bill lai nhin khép vin phong mét luot. Ba iy noi
ding, anh khong hé cam thay dau hi¢u cua bat ky
nghi thirc nao ¢ day. Moi thu rat thoai mai. Mot lan
nita, anh lai bj thu huat béi cac vat dung tennis. Gio
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anh méi nhén ra trong phong con trung bay mot sb
chiéc ctip ma lic nay anh khong dey.

- Chic ba rat thich tennis? - Anh bét chuyén.

- Pang vay. That ra t6i yéu thich tit c4 cdc mon
thé thao. Nhung tennis 1a niém dam mé cua t6i. T 6i
bit dau choi tennis tir thoi trung hoc va van tiép tuc
khivao dai hoc. T6i tirng vdc mo tré thanh van dong
vién chuyén nghiép, nhung khi that bai trong ky thi
Olympic, t6i @3 quyét dinh chuyén sang linh vuc
kinh doanh.

"Quad la mét phu nir thang than!”, Bill nghi. -
Han ba d3 rét that vong? - Anh hoi nho.

- Pting thé, nhung t6i da hiéu ra ring thit bai
trong linh vyc nay khong c6 nghia 1a minh khong thé
thanh cong trong linh vyc khac. Chién thing rat
quan trong ddi véi toi, vi thé t6i ludn tap hop quanh
minh nhitng nguoi chién thing.

- T6i hiéu. - Bill néi va cé ging doan xem cudc
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tro chuyén sé di dén dau.

- Bill, t6i tin rang moi ngudi trong cong ty niy
déu 1a nguoi chién thing, hoic sé tro thanh nguoi
chién thing trong tuong lai. Theo nhu t6i biét thi
Dyad khong tuyén dung nhirng nguoi bat tai.

- T6i hiéu. - Bill 1ap lai. "Tro1 g, wéc gi minh tim
ra cau tra loi nao hay hon!", anh ty nhu.

- Véan dé cua trung tAm tu van qua dién thoai ndy
14 nhitng con s6 chting ta dat dwoge khong nam trong
cot s6 chién thing. Né6i theo thuat ngir tennis, ching
ta hoa trén tong s van, nhung lai thua 30-0 trong
tro choi nay.

-Thatray balasao a? - Bill hoi véi vé mit lo
ling.

- Nghia 12 t6i da xem lai s6 liéu cua ca ba calam
viéc cta cac nhan vién dich vu khach hang. Nhan
vién cua chiing ta khong nhanh nhen trong viéc tra
161 dién thoai nhu ching ta mong muédn. Muyc tiéu
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giai-quy ét-van-dé-chi- trong-mot-lin-goi hau nhu
khong dat yéu cau. Tilé bo 15 cudc goi ngay cang cao.

Bill hi¢u r6 nhirng gi vi sép méi dang dé cap. Anh
biét thong thuong phai mit khoang nam phit khach
hang méi gap dugc ding nhan vién phyc vy khach
hang ho can tim, trong khi muc tiéu dé rala trong hai
phit hoic it hon. Va tilé giai quyét van dé trong mot
lan goi chiém khong dén 70%. Anh ciing biét nhiéu
khach hang gac may chivi cholau va qua mét moi.

- Néu Dyad khong kip thoi cung cap cho khach
hang giai phap phan ctrng va phan mém hiéu qua, ho
s& bo chiing ta dé dén vai cac cdng ty c6 bo phan dich
vu khach hang vuot troi hon. Hay tin t6i, Bill, c6
khong it cong ty nhu vay dau. Khong gi c6 thé bao
dam rang c4c d6i thi khac khong thé thAm nhap thi
truong cua ching ta. San pham cua Dyad vuot troi,
nhung dé bao vé thi phan ciia minh, chiing ta can c6
dich vy hd trg khach hang twong xing. - Angie tiép
tuc

- Vay ba c6 @8 xuét gi khong? - Bill dé dat hoi.
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- Bill, t6i can anh lam thay d6i cac con sé va dio
nguoc tinh thé. Chiing ta can loai bo c4c 16 hong 1on
trong cong viéc cua minh. Khong giau gi anh, toi
dugce didu vé day dé thay dbi cac con sb. Su nghiép
cua ca toi va anh sé gap ric réi néu ching ta khong
1am dugc diéu d6. T6i s& lam tat ca nhitng gi c6 thé dé
ho trg anh, nhung vi anh 14 truong phong dich vu
khach hang nén trach nhiém s& de ning trén vai anh
hon. Vi thé, t6i mong anh thét sy ¢b ging va timra
giai phap dlng dan. - Angie nhan manh.

- T6i cam doan véi ba rang t6i dang 1am nhirng
gl tét nhat c6 thé. - Bill 4p ting. - Nhung c6 mét sb van
dé t6i khong thé giai quyét duge. Chiing ta khong co
&t nhan sy. Tilé nhan vién nghiviéc cao, ngay ca
trung tdm dich vy khach hang ciling vay. Trong khi
d6, viéc dao tao nhan lyc lai chua dap ing duoc yéu
cau. T6i nghi bo phan nhan sy chwa lam t6t cong viée
cua ho.

- Vay t6i muon hoi anh mot cau, Bill. - Angie hoi
van lai. - T6i mudn biét anh ¢6 xem nhan vién phong
nhan sy lé cong su cua bé phan minh khong? T 61 biét

tai mot s0 cong ty, vai tro cua phongnhin su-chug,
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duoc danh gia diing mire, nhung t6i tin ho c6 thé 1a
dong minh tuyét voi nhat cua anh. Trong moi truong
kinh doanh ngdy nay, chiing ta cin dya vao nhau,
can tim cong su trong moi linh vuc va tin tuéng vao
su hop tac véi ho @é tim ra giai phap cho nhu cau
kinh doanh cta minh. Pé t6i n6i cho anh nghe diéu
nay. T6i khoi nghiép tir linh vue nhén sy, roi sau d6
tro thanh quan Iy b phan, mét vitri ciing gan glong
vitri hién tai cua anh. Vi the t6i hiéu duoc van de dca
hai mit. T6i da hoc dwgce rang thinh thoang ta can
dao sau dé tim ra giai phap, va c6 thé mot ai @6 dang
giit c4i xéng ma minh khong hé hay biét.

- T6i hiéu.

Cau no6i nay khong biét tir bao gio da tro thanh
cau than cha cua Bill. Bat ctr khi nao khong that sy
hiéu van @¢, anh lai tra 16i nhu vay.

- Thé thi tét! - Vi chu tich nganh hang mim cuoi
noi tiép. - T6i dé nghi phuwong huéng hanh dong cua
anh s&1a x4c dinh thuc chat vin dé va dva ra ké
hoach t6i vu dé giai quyét. Hai tuan nita anh s& gap lai

t6i dé bao cdo, va chiing ta s& ﬁHBg F}tﬁg\),gﬁgéfam
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hoach cua anh.

"Hai tuan a? R6 rang la chang c6 nhiéu thoi
gian!", Bill tham nghi.

- C6 thé anh da doan ra, t6i s& gap tat ca cac
truong phong. Va di nhién, t6i s& gap ca Sarah
Becker - truong phong nhan sy. Phuong cham cua
toi la ching ta dén day khong phai dé choi va cho doi
két qua tét dep. Ching ta cin nhim vao céc 16 hong
va triét tiéu chiing @é chién thang. Va tit ca chiing ta
s& ciing nhau lam diéu do.

DPoan ba ding day, di vong qua ban lam viéc va
chia tay ra bit tay. Bill Ambers lic ndy van dang
dung im nhu phdng. Chot tinh, anh v6i va dua tay ra
rdi tién vé phia cra. Bill that sy mudn ra khoi noi day.

Nhung khi anh toan vin nim cira dé buée ra
ngoai thi bdng ba Krafft cat tiéng goi anh lai.

- Bill, t6i c6 doc hd so cua anh, va duoc biét anh
thich choi golf, dGng khong?
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- bing vay, thua ba! - Vé mat Bill hoi tuoi 1én khi
nhé lai chién thing ctia minh ¢ san golf 154 mét hoi
thang tu vira ri.

- Thé thi t6i nho anh mét viée. - Angela Krafft
tiép tuc. - Cong ty chiing ta c6 hd trg mot s6 hoat
dong tir thién cua t6 chirc Phoenix, trong d6 c6
UMOM, noi gitp @& nhirng nguoi vo gia cu. To6i da
ding ky tham gia giai d4u tir thién cua t6 chire nay
nhung rat tiéc lai khong tham dy duoc. Anh cb thé
choi thay t6i duoc khong? Vao thi sau tudn t6i?

Bill khong kiém dwoc cam giae vui suéng. Tir
1au, anh d3 nghe néi nhiéu vé giai diu ndy. Anh s&
duoc tan huong mot ngay nghivaéi b6 mén minh yéu
thich ma van duge tra lvong, va quan trong 1a giai
d4u nay lai duoc t6 chire tai mot cau lac bo doc quyén
& Scottsdale.

- Pugc chu, t6i thich 1dm! - Anh tra loi.

Bill tro vé phong lam viée véi nu cudi rang rd.
"Sep mdi nhu ba ay ciing khong dén noi nao!", anh

nghi. Thé nhung ngudi xua com&"ﬁh@k%@g@e\;rgl
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con tot hon".
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Chuong 2: TREN SAN GOLF

Bill néng 1ong cho doi ngay thi dau nhung thoi
gian troi qua cfing khién anh lo lang. Trong nhitng
ngay cho doi, anh suy nghi mai ma van chua tim ra
giai phap cu thé ndo dé cai thién hiéu qua hoat dong
cua bd phan anh phu trach.

Sang sém ngay thir sau, Bill chét gay d4anh golf
vao thi xach va lén duong dén san golf. "That la mot
ngay dep troi!", anh sang kho4i ty nhu khi huéng vé
phia bic duong Scottsdale. "Hy vong minh da bo
dung cu nhat béng vao tiii xach". Trong hon ba
muoi nim choi golf, khong biét bao nhiéu lan Bill 42
danh béng vao nude. Du phat bong di rat xa va
thang, nhung khong hiéu vi sao trai Titleist "nghién
nude" cia anh van cb thé dap xudng ngay trén dau
binh phun nuéc gitra duong lan bong.

Bill d6 xe ngay ¢ chd trong dau tién tim duoc
trong bai, liy tdi x4ch va bude voi vé phia dai sanh
liac nay da dong nghet nguoi. o /thuviensach.vn
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- Chao c0, toi dén choi thay cho Angela Krafft. -
Bill n6i véi nhan vién tinh nguyén ngoi sau tim 4p
phich c6 dong c6 hang chit "G dén N" ¢ ban ding ky.

C6 gai tré vui vé ludt qua danh sach thi sinh
tham duy giai dau roi dap.

- A, tén ba iy day rdi. Anh s& choi trong doi bén
nguoi cua Michael St. Vincent.

"Michael St. Vincent... cai tén nay nghe quen
quen...", Bill nghi.

Bill liy mét cdc ca phé 1on rdi bude voi vé phia
diém phat bong dau tién. Ba nguoi con lai trong
nhém ciing véi hai chiée xe di chuyén trong san golf
da c6 mat ¢ do.

- O day c6 ai la Michael St. Vincent khong nhi? -
Bill hoi to mot cach vui vé. - T6i s€ choi trong nhom
bén ngudi ciia anh Ay .

- T6ila Mike. - Mot nguoi dan 6ng dirng tudi
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trong rit ca tinh véi voe dang khoe manh va nuée da
ram ning d4p. - Nhung rd rang anh khong phai 12
Angela Krafft.

- bting vy, t6i 1a nhan vién cua ba dy. T6i la Bill
Ambers.

Mike chia ban tay to 16n ciia minh ra bét lay tay
Bill.

- Han hanh duoc gip anh, Bill. That ra, t6ico
nghe n6i Angie khong tham gia dwgc. Rat vuila co ay
da tim duoc nguoi choi thay minh.

- T6i cfing vui vi ba dy can nguoi choi thay. - Bill
th that véi nu cudi rang ro.

- Piém chép cua anh 1a bao nhiéu? - M6t trong
hai nguoi con lai hoi.
- Muoi hai, néu hém d6 phong d6 tét.

Mike t6 ra rat thich thu.
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- Pay s&1a mot vong dau thi vi ddy, cac chang
trai a.

Réi 6ng quay sang giai thich véi Bill.

- Pay 1a vong diu vong tron. Lan luot ting nguoi
mot s& phat bong. Sau d6 ching ta s& chon diém roi
boéng tét nhét, timg ngudi sé tiép tuc danh ci thi hai
va ct nhu vy cho d&n khi danh bong vao hét céc 16.
T6i dém bong kha tét. Jerry day néi tiéng trong viéc
két thudc tran d4u rat sém, con thé manh cua Ed 1a
choi gay bit sit. Vi thé néu anh phat bong tt, doi
chiing ta s& chién thing day.

- T61ihy vong hom nay sé la ngay vui v¢, - Bill
noi, - nhit 1a khi chting ta ¢ vii cho nhau.

Tran ddu hom 4y qua that rat vui. Bill dd c6 mot
ngay tuyét voi trén san golf, va anh khong danh
nham vao viing nuée 1an ndo. Bang nd lyc cua toan
d6i, ho két thiic tran dau véi ti sé 17 diém dudi chuan
va gianh dugc giai nhi. Mot két qua tuyét voi!
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Buoi t6i, ca doi t6 chire 4an mirng chién thang va
rom ra ban luan vé golf. Tuy vay, Bill lai muon tim
hiéu thém vé nhirng nguoi cung choi trong doi.

Bill nhan théay hai nguoi trong d6i duong nhu
ching quan tAm dén diéu gi khac ngoai thii choi golf,
nhung nguoi con lai ¢6 1& c6 cude séng thi vithat sy
ngoai thé giéi cau lac bo dong qué nay. Nguoi d6 1a
Michael St. Vincent.

- Mike nay, anh lam viéc trong linh vuc nao
vay? - Bill goi chuyén véi Mike.

- Anh c6 thé goi t6i 1a nguoi 1am vuon. - Mike
nhay mat tinh nghich d4p 1oi.

- T6i hiéu. - Bill néi vay nhung long van thic
mic khong hiéu vi sao mét nguoi lam vuon nhu Mike
lai c6 du kha ning dé tro thanh hoi vién caa mot
trong nhirng ciu lac by hang dau Scottsdale nay.

- That ra, - Mike tiép tuc - t6i khoi nghiép trong
linh vec ngan hang nhung lai dac biét yéu thich
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nhitng thir c6 kha ning sinh s6i nay no. Thé 12 t6i bét
dau chuyén sang kinh doanh cay canh, sau d6 mo
thém vai vuon wvom va trung tAm cung cap cay canh
tron gbi cho khach hang. C6 1& anh da tirng nghe noi
dén cong ty cua tdi: Vuon vom va thiét ké cay canh
Saint.

- Chi nghe thoi sao? Anh that sy 13 mot huyén
thoai dy, Mike! - Bill thét 1én thich thu. - Khi x4y lai
nha, t6i c6 hoi ¥ kién mot sé ngudi, ai cling khuyén
t6i nén str dung dich vu cua c6ng ty anh.

- Ngudi ta noi hoi qua 10i ddy. - Mike khiém tén
dap.

- Khong, nghiém tiic that sy ddy. T6i hoan toan
bi thuyét phuc bai dich vy khach hang ma anh cung
cap. Ngay ca khi cong viéc da hoan tit, nhan vién
cua anh van goi dién thoai hoi thim t6i nhiéu lan dé
dam bao moi thtr van én. Tham chi ho con dén tan noi
dé sira lai mot vai tryc tric ma khong hé thic mac gi.
Vi sy phuc vu tuyét voi ndy nén toi quyét dinh ky
hop ddng dich vu véi cong ty anh diy.
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- T6i rat vui khi nghe anh néi véy. - Mike twoi
cuodi ndi. - Toi nghi chic anh ciing da thay nhan vién
cua toilam viée chdm chi thé ndo trong vuon cay ¢
cong ty anh roi. Ching t6i c6 hop dong véi Dyad
Technologies trong ba nam. Anh lam viéc ¢ @6 dting
khong?

- bing vay. T6i lam truéong phong Dich vu
Khéich hang tai trung tAm ho tro khach hang qua dién
thoai.

- O, trung tAm hd trg khach hang qua dién thoai
a? Vay cong viéc ¢ d6 1a gi, anh giai thich cho t6i
duoc khong? - Mike thic mic.

- That ra ciing dé hiéu thoi. Cong ty chiing t6i
ban may tinh va phin mém, ma khich hang phan lén
l1a nhitng doanh nghiép. Cac cong ty 16n thuong co6 bo
phan k¥ thuat, nhung da sb cong ty nho lai khong du
ngan sach du tu cho khoan nay. Ma hién nay, nhiing
cong ty nhu vay rat nhiéu. Do d6, c4c ki thuat vién &
trung tam chung to6i sé dong vai tro nhan vién ky
thuat cho ho tu xa.

. https://thuviensach.vn
bao Ticu Vil eBook



- Nghia la khi gap ric réi vé may tinh, ho s& goi
cho cic anh phai khong? - Mike hoi.

- Chinh x4c 12 vay. - Bill gt dau. - Chting tbi giai
dap thic méc cia khach hang, xtr 1y 16i phan mém,
gitp ho x4c dinh xem c6 bd phan nao trong may bi
16i khong va hd tro ho nang cip mdy tinh. San pham
cua ching tdi phirc tap hon céc loai may tinh dé ban
hay x4ch tay thong thuong, do vay chit luong dich
vu khach hang d6ng vai tro rat quan trong.

- Vay anh c6 thich lam viéc & d6 khong? - Mike
to mo hoi.

- Cau hoi thti vi ddy. T6i ludn nghi minh lam tot
cong viéc, nhung chung toi vira co mot sép mai. A,
chic anh biét rd vi toi choi thay ba 4y hom nay ma.
Ba 4y dang ra soat lai tit ca va mudn tao nén mot
"cudc cach mang" that sy trong cong ty. Nhiém vu
cua t6i lac nay 1a cai thién nhirng con sb, néu khong
thi... coi nhu "lén duong". Nhung qua that, t0i khong
biét phai bat dau tir dau. - Bill lic ddu ngan ngam.

- Anh ¢6 muén nghe vai lgikhuyéncaaandt Ong
Dao Tiéu Vii eBook



gia lam vuon khong? - Mike hoi mot cach thong cam.

- Anh néi di, t6i rait mudn nghe. - Bill déng ¥
ngay.

- Khi phai giai quyét mot van dé khé khin, toi
thuong bat dau bang cach dit cau hoi: "Nhu cau la
gi?". Vay nhu cau cua anh 1a gi, Bill? - Mike hoi.

- O, thé thi don gian qua. Anh biét rdi day, toi
can cdi thién cac con so, can lam vui long sép.

- Pugc, cir cho 13 vay, nhung dé t6i chi anh thiy
t61 muon noi dén diéu gi nhé. - Mike cuoi.

Doan 6ng lay bt ra, trai cai khin #n con hoi uét
1én ban va vé mot hinh chir nhat. Gan phia trén cliing
bén trong hinh chir nhat, 6ng ghi dong chit "Nhu Cau
Kinh Doanh".
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NHU CAU KINH POANH

- biéu dau tién anh can nam virng d6 1la nhu cau
kinh doanh cua anh. Ly do d¢ cac anh ton tai la gi?

- Piéu ndy ciing khong c6 gila khé. - Bill d4p. -
Chiing t6i ton tai la @é hd tro cho khach hang, cu thé
14 c4c c4 nhan va doanh nghiép, @@ mua phan cirmg
va phdn mém cua cong ty minh.

- bon gian vay thoi sao? - Mike hoi lai.
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- A, con vai nguyén nhan nira. Theo ¥ cua sép
méi, chiing t6i vao cdng ty khong phai dé choi tro
dich vu khach hang. Chiing t6i phai gianh chién
thing va cung cap dich vy khach hang xuét sic dé
khong mit thi phan.

- Vay lam thé ndo dé cac anh biét duoc minh c6
cung cap "dich vu khach hang xuat siac" hay khong? -
Mike hoi tiép.

Bill suy nghi trong chéc 14t réi tra loi:

- T6i nghi néu chting t6i dat hoic vuot chitiéu
dé ra nghia la chiing t6i da 1am tot cong viée cua
minh.

- Chitiéu a? Anh giai thich thém cho t6i nghe
duoc khong? - Mike hoi va cho doi.

- Puoc chu. Ching han, chitiéu dé ra 1a khong @é
khach hang chd qua hai phat méi dwoce tro chuyén
v6i nhan vién minh can gip, nhung thyc té con sé
nay trung binh 14 5 phtt. Hoic trong 85% s6 cudc
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goi dau tién, ching toi phai giai quyét dut diém
nhirng thic mic cua khach hang, nhung két qua dat
dugce chi o mic 70%. Pay chila hai trong sb rat nhiéu
vi du khong dat chitiéu dé ra, nghia 13 tiéu chuin ma
chiing t6i cam két thuc hién dugc.

Vé mat Mike tré nén dam chiéu.

- Thoi duoc, @6 1 cach nhin nhan vén dé caa
cong ty anh. Nhung lam thé nao biét dugc khach
hang nghi gi? C6 thé ho ciing ching phién 1ong gi khi
phai mat nim phut cho dién thoai thi sao.

- O, chtng t6i biét chu! - Bill tra 1oi. - Chting t6i
c¢6 mot chitiéu khac goi la "tilé bo cudce goi". Pay la ti
1¢ phan anh sb nguoi gac may vi khong duoc noi
chuyén v6i nhan vién dich vu khach hang. R6 rang
viéc cho doi da 1am gia tdng tilé huy bo cudc goi.

- C6 thé nhu vay, nhung 1am thé ndo céc anh biét
nhirng khach hang duoc néi may c6 hai long khong?

Bill nim kha virng vé nhirng van dé Mike hoi nén
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1ap tie c6 cau tra loi.

- Thir nhét, trong phan 16n c4c cudc goi, chiing
t6i yéu cau cic quan Iy cim tai nghe dé theo dai. Ho
c6 thé cam nhan dugc khiach hang c6 hai long khong
thong qua nhan xét va giong diéu trén dién thoai.
Tht hai, chting t6i thué mét cong ty doc 1ap chuyén
khao sat y kién khach hang bang cch giri e-mail dén
ho dé tham do ¥ kién.

- Cach nay hay déy. - Mike tan thanh. - T6i cling
thira biét ¢6 rat nhiéu ddi thu canh tranh trong nganh
mudn chiém khach hang cua minh, vi thé ching t6i
rat chi trong dén dich vu khach hang. Anh cé néila
sau khi hoan thanh c6ng viéc, nhin vién cua toi van
goi dién thoai hoi thim dé biét chéc rang anh hai long
v6i nhirng gi ching t6i 4 lam va cdy ¢ van dang
dam chéi nay 1oc. D6 1a mét trong nhirng cach thire
dé chiing t6i ¢6 duoc nhirng khich hang trung thanh
day. Chéc hin anh ciing bi thuyét phuc boi cung cach
phuc vy niy nén da chon ky hop dong dich vy véi
cong ty ching to6i. Bay gio toi sé cho anh xem mot
thir khac.
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Mike v& mot hinh chit nhat khac bén trong hinh
chit nhat dau tién roi viet dong chir "Yéu Cau Hoat
bong" vao @6, cling gan phia trén cung.

- Piéu t6i mudn néi & day 1a nhu cau kinh doanh
quyét dinh yéu cau hoat déng. Néi cach khac, anh
nghi nhan vién dich vu khach hang ciia minh can
phai 1am thém diéu gi, tét hon va khéc biét hon, dé
dat duoc nhu cau kinh doanh?
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- Cau hoi hay lim. - Bill nhin nhitng hinh v& roi
no6i. - Nhung khong chic tdi c6 cau traloi. C6 18 nhan
vién dich vy khach hang cua chiing t6i can biét cach
huéng vao chu dé chinh dé c6 thé két thic cudc goi
s6m va danh thoi gian cho nhitng khach hang khéac.
Nhung diéu d6 lai mau thuin véi myc tiéu cung cip
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quyét van @& dut diém trong cudc goi diu tién dé
khach hang khong phai goi lai, nhu thé s& tranh dugc
tinh trang qua tai 1am ngh&n mang dién thoai.

- Thé anh c6 sang kién nao dé gitip cac nhan
vién dat duge két qua mong muon trong khi cac muc
tiéu nay mau thuan véi nhau khong? - Mike tiép tuc
hoi.

- That sy 1a téi chua nghi ra dwoc giai phap nao
moi mé va mang tinh dot pha ca. - Bill thira nhan. -
C6 1& chiing t6i can t6 chire thém cac khoa huén
luyén nghiép vu dé nang cao chat luong 1am viéc cho
nhan vién.

- C6 thé, nhung t6i nghi anh dirng v6i dua ra giai
phap. - Mike nhac nho. - Huan luyén nghiép vu
khong chic da la gidi phap t6i vu. C6 18 anh can suy
nghl sau hon vé van dé nay. Pé t6i cho anh xem yéu
t6 tiép theo nhé.

- Lai mét hinh chir nhit khac, ding khong? - Bill
hoi.
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- Pting véy. - Mike cuoi rdi vé mot hinh chir nhat
tha ba nho hon nam trong hinh thir hai va viét vao do
dong chir: "Mo6i Truong Lam Viéc va Yéu Cau Nang

"

Luc".

- C6 18 t6i da doan ra anh muén néi gi réi, nhung
t6i van khong r6 nhirng diéu nay c¢6 lién quan gi véi
nhau? - Bill nhin nhirng hinh chir nhét, tram ngam
noi.

- Cling may la t61i lai ¢6 mot cach giai thich khac
tht vihon diy. Thé chiédu mai anh c6 ké hoach gi
khong? - Mike hoi.
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NHU CAU KINH POANH

YEU CAU HOAT PONG |

Mol TRygNG LAM VIEC
va YEU CAU NANG Ly

I =

- Gia ma c6 thé goi viée dan gidy tuong nha bép
1a ké hoach nhi! - Bill than van.

- Viy sao anh khong hoan né dén tuan sau? -
Mike dé nghi.

- Ciing kho diy, nhung tai sao lai khong? Puoc
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thoi, thé anh c6 ké hoach gi hay nao? - Bill cho doi.

- Choi golf, vay thoi. Va cling tai day. T 6i dang
ky choi lic mot gio chiéu véi Jerry, nhung anh ay
khong dén dugc.

- Nghe hay déy. - Bill dng y. - Hen gip anh ngay
mai nhé.
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Chuong 3: BATHOC TU CO

Thét ra ching ta c6 mit & day vi haily do. -
Mike néi trong khi chuan bi phat bong vao budi
chiéu thir bay dep troi dy. - Ly do thir nhit va quan
trong hon ca, di nhién 12 @ choi golf. Con ly do thir
hai 13 tim hiéu vé co.

- Anh néi sao? Tim hiéu vé c6 a? - Bill ngac
nhién hoi lai.

- Pting véy. - Mike d4p 10i khi dang ¢ tu thé phat
bong. Ong cham rai kéo diu gay vé&, xoay ngudi bat
boéng that manh, va mot tiéng "xoac!" vang 1én 1am
ong bdi réi.

- Bat bong chiang qua 13 dé trinh dién, dém bong
méi 1a diéu quan trong. - Mike khé néi khi thay qua
béng xo4y vao phan sin gb ghe.

- Vay chic anh s& day t6i vé& miy cong co dai nay
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phai khong? - Bill chivao dam co, dua.
- Nghe ciing vui diy chu. - Mike mim cudi.

Bill phat bong, qua bong bay thang rdi cudi ciing
roi ngay xudng duong lin bong, va that nguy hiém
khi né lai nim ngay viing nuée dong céch noi ho
dirng gan 250 mét.

- 0, vay 12 t6i bi 4p d4o rdi!- Mike nhan xét. -
Anh c6 muén cudc choi thém phan hap dan khong?

Vathéla véi vai d6-la dat cuoc, cude choi cua ho
bat dau tré nén cang thang va tha vihon.

Khi d hoan thanh chin 16 dau tién, Mike dung
xe di chuyén dén diém phat bong thir muoi.

- Chiing ta nghi ngoi n6i chuyén vai phtt réi hay
choi tiép chin 156 con lai nhé! - Mike dé nghi.

- Pugc thoi. Anh mudén ndi vé dé tai gi ndo? - Bill
to mo khong biét Mike s& noi vé diéu gi.
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- A, ching phai d tai to tat gi dau. Hay nhin
xung quanh xem. - Mike bt dau goi §. - Anh thay
nhirng gi nao?

- T6i thay nti d6i, troi dat, nhirng nguoi choi golf
khéc va toa nha cua cau lac bo. - Bill nhin quanh réi
traloi.

-0, khong, khong phai nhitng thir d6. - Mike lic
diu. - Y t6i mudn noi vé c6 dy. Anh thiy gi nao?

- U thi... t6i thay co. - Bill dap cham rai. Anh
bdng nhd Mike da n6i mét trong nhirng 1y do ho dén
day choi l1a dé tim hiéu vé co.

- Di nhién réi, nhung anh c6 thiy diém gi dic
biét & ching khong? - Mike hoi va cho doi.

- A, t6i thdy co6 moc trén duong lin bong, chiing
moc dai hon ¢ phan san gb ghé, trong khi lai dugc cat
ngan hon ¢ diém phat béng va ving dém bong.

- Chinh x4c! - Mike hoan hindi. - Chiing khong
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phai cing mét loai ¢6 vi tiy theo muc dich ma nguoi
ta st dung nhirng loai ¢6 khac nhau. Thé anh con nhé
hinh minh hoa t6i vé t6i qua khong?

- Co, t0i c6 gitt lai. - Bill tra loi.

- Hinh chir nhat bén ngoai 12 "Nhu Cau Kinh
Doanh," dang khong?

- Pting vay. - Bill gat dau.

- Vay theo anh, nhu cau kinh doanh ciia san golf
nay 1a gi ndo? - Mike hoi tiép.

- La thu hit hoi vién dé ting thu nhap, dong thoi

duy tri hoat dong cua né. - Bill dap.

- Pling, vé coban 1 vay. - Mike gat dau. - Thé
theo anh, ban quan Iy san golf nay cin lam gi thém,
doc d4o hon, hoic khac di dé canh tranh hiéu qua véi
céc san golf khac trong ving Phoenix nay?

- T6i khong chic lim, nhung c6 thé ho nén giam
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phi thanh vién cau lac bd hoic dwa ra mirc hoi phi
hang thang hoic hang nim thap hon. - Bill phong
doan.

- Ué6c gi nhitng diéu anh ndi 1a sy that. Tuy
nhién, trén thyc té, mtc phi cua cau lac bo nay lai
cao nhit so véi tit ca c4c sin golf trong viing
Arizona déy. - Mike cuoi.

- Sao la thé? - Bill ngac nhién hoi lon.

- T'6i nghi mét trong nhirng cach gitp ho tao loi
thé canh tranh va dat dugc muyc tiéu dé rala duy tri
mot san golf dang cap hang dau, véi nhirng tién nghi
cao c4p phuc vy nhu ciu cua héi vién va chét luong
thue &n tuyét hao. L& duwong nhién, phai ké dén ca su
than thién, niém né va hiru ich cua doi ngti nhan vién
nira. O day, ning lyc cia nhin vién dong vai tro rat
quan trong. - Mike giai thich.

- Nghe hay déy. - Bill dong y.
- Ta thir ban vé nhan vién phuc vu nhé. Theo
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anh, ho can 1am gi thém, tét hon, hoic khac di dé duy
tri sy thanh cong cua cau lac bo?

- T6i thiy c6 mot vai yéu to. - Bill n6i khi nghi
dén mot vai nha hang yéu thich. - Vi du, viéc dit ban
dugc thyc hién ding hen, nhan vién phuc vu than
thién, thirc dn dugce phuc vu nong, cac yéu cau dic
biét duoc d4p tng vui vé, va diéu quan trong nhét 1a
khong c6 sai sot trong hoa don!

- Tét1am! Tét 1am! - Mike mim cuoi, gat dau. -
Qua that d6 12 tit ca nhitng gi can thiét. Nhung anh
biét khong, nhirng diéu anh vira néu ra ciing chinh 1a
dac diém phuyc vu cua nha hang noi day diy.

- Pting vy, t6i nhan thiy ho chuan bi cho bira
tiéc rat chu d4o va phuc vu rat tét. - Bill n6i va nhé lai
budi tiéc t6i h6m trude.

- Khong nhitng vy, cau lac b nay con thuong
xuyén tién hanh thiam do ¥ kién hoi vién va khuyén
khich hoi vién cho y kién vé moi thir & ddy. Ngay ca
nhiing yéu cau nho nhat ciing s& dugc giai quyét tie

thi. Chang han, chi can t6i baoxrgihin Vg guan by
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la c6 mot mang co to bibong ra trén duong lan bong,
ho s& cho sira chira ngay lap tuc.

- 0, véy ha? - Bill ngac nhién. - Han d6 1a vi muyc
tiéu duy tri dang cip san golf hang dau cua ho. Va toi
chic rang dé 1am dugc diéu d6, ho phai tn rat nhiéu
cong stc.

- Di nhién réi! - Mike dong y - Nhan vién ¢ day
khong chind lyc hon mirc mong doi, ma con huéng
dén muyc tiéu tao ra sy khac biét so véi nhitng san
golf khac. Nhung gép phan 1am nén dang cip hang
dau cua san golf nay con cé mot yéu té khac, d6 1a
co.

- 0, khong phai vay chir, Mike? - Bill thét 1én. -
Co du sao cling chila co thoi ma! Pingla co trén
ving dém bong thi ngin, co trén duong lan bong thi
dai, nhung ngoai nhirng tha d6 ra thi...

- Bing sau mot san golf tuyét voi la sy hd tro cua
canén khoa hoc, cong nghé hién dai va sy dau tu vao
nhiing ky ning chuyén sau day, Bill a. - Mike ngat 1oi
Bill. - Biéu ndy c6 lién quan d%bé@hﬁ&\ﬂé%cﬂmrba
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t6i da veé cho anh.

Bill bdng cam thay bdi réi, that sy anh chua hiéu
hét y cua Mike.

- Chiing ta da n6i vé hinh chir nhat thir nhét, tic
12 nhu cau kinh doanh bao gém dich vy 4m thyc
tuyét hao va mot san golf ding cap, dang khong? -
Mike bit dau giang giai.

- Ptng vay. - Bill gat dau.

- Chuing ta ciing da néi vé hinh chir nhat thu hai,
tire 1a yéu cau hoat dong c6 lién quan dén chit luong
thae &n ngon, néng sét, phong cach phuc vy nhanh
nhen va than thién.

- Qualavay. - Bill tiép tuc gat dau.

- Thé thi budc tiép theo s&1a dam bao cac yéu
cau vé niang lyc. O bude nay, ky ning va kién thuc
cua nhan vién 1a diéu c6t yéu. Cac dau bép khong thé
ché bién duoc cac mon dn tuyét voi néu ho khong
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biét sy khéac nhau giita 14 oregano) va muéi. Nhan
vién phuc vu ban khong thé 1am tét cong viée cua ho
néu khong biét cach khui mét chai ruou ngon hoic
bay ban an hop Iy dé khach c6 thé thoai mai dung
bira. M6t san golf muoi tam 15 tét ciing vay. Nguoi
quan ly va nhan vién cham séc san golf cling phai am
hiéu tuong tan ting chi tiét, luong trude nhitng vin dé
¢ thé xay ra va khic phuc kip thoi. Va cubi ciing,
yéu td moi truong 1am viée ciing phai duoc xem xét
can than. Pau bép khong thé nau thirc #n néng sét
néu 16 bi hu. Nhan vién phuc vu ban khong thé rét
ruou cho khach néu khong cé @6 mo nat chai tai chd.
Con vé san golf, nhirng yéu cau tbi thiéu vé moi
treong 1am viée can cb 12 hé thong tudi tiéu tét, thiét
bi cit co trén duong lin bong va ving dém bong phai
dat chat luong cao va... sir dung dting loai co cho ting
muc dich.

- Thé nghia 14 c6 khong chila co, phai vay
khong? - Bill ngdm nghi.

- bting thé. - Mike gat dau. - N6i cu thé hon, mdi
loai ¢6 duoc dung phai trong ing véi nhu cau cua

nguoi choi golf. Thuong thi trépyaipg,déahong aph
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s& thiy loai c6 éng. Ching c6 mat d6 day, 14 lai rat
mong va cb thé cit ngin con khoang hon 2 mm. Nho
thé, anh s& c6 dugc bé mit san phing phiu, muot ma,
mot diéu kién 1y tuong dé dém bong.

- Con ¢ duong 1dn bong thi sao? - Bill thic mac.

- A, d6 lai 1a chuyén khéc. - Mike giai thich ti mi.
- Thong thuong, trong diéu kién khi hau nay, chiing
ta ding c6 Tifway, vén 1a mét giéng c6 Bermuda. N6
c6 thé chiu dugc sirc ning cua cac xe golf cling nhu
cua nhitng ngudi choi di chuyén trén bai. Véi loai co
nay, viéc sira chira khi c6 mét mang nao d6 bibong
ra cling dé dang hon. N6 cfing c6 mat @6 day nhung
chi cit ngan duoc dén khoang 9 mm. Nguoi ta cling
duing loai co nay cho ving san bai go ghé nhung dé
n6 moc dai hon trén duong lan bong.

- T6i nghi 1a minh d3 hiéu ra van d roi. - Bill gat
gll. - Nghia 12 yéu cau hoat dong s& quyét dinh cayéu
cau mdi truong 1am viée 1an yéu cau ning lyc. Dé ¢
thé tao ra mot san golf ding cap hang dau, nguoi
chim séc sin golf can dﬁng ding loai c6, ding cong

cu cit co, va ding hé théng tthFﬁ%‘}/ﬂ%lﬁ/F&sach vh
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- Pting vay! Song con ¢ nhitng yéu t6 vé moi
truong 1am viée tiém an nira, Bill a. Nguoi choi golf ¢6
thé khong nhin thiy, nhung chiing méi 1a nhirng yéu
t quan trong bac nhét day.

Trén nét mit Bill thé hién ro sy bdi rdi. Do d6,
Mike c6 gang giai thich mot cach dé hiéu hon.

- Nguoi chim séc san golf khong chi don thuin
gieo hat, tu6i nude, cit co, va hy vong cb duoc mot
san golf dang cip hang dau, ma diéu quan trong 1a
phai tao duwoc mot méi truong thich hop. Thong
thuong, méi truong bao gom céc yéu té ma nguoi
choi golf khong bao gio nhin thiy. Chiing an bén duéi
bé mit. Vi du, trude khi trong co s& cé rat nhiéu cong
viéc can chuan bivé dit. O san golf nay, phan dit bén
dudi viing d@ém bong c6 khoang 85% cat va 15% chét
hiru co. Nguoi ta phai phan tich cat trong phong thi
nghiém dé x4c dinh kich thude phan tir chinh xéc, dé
ching han, muoi nim sau van cé thé tudi tiéu ding
cach. T4t ca nhirng diéu nay gitip tao nén moi truong
can thiét @ c6 duge mot san golf dang cap hang dau.

- T6i chua hé nghi phai Cﬁﬁh@% ohinb; gﬁga%ﬁlg}ﬁoa
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hoc dén vay! - Bill v 12.

- Théat ra, n6 con phirc tap hon nhirng gi anh
hinh dung duoc day. Nguoi ta con phai thuong xuyén
chty dén cac yéu té vé dinh dudng va méi truong
cho co. Co ngin trén ving dém bong va tai cac diém
phét béng can dugc cung cip lwong nito, phdt pho va
phén 1an nhiéu hon loai ¢ dai trén duong lin bong.
Néu dé mat can bang dinh dudng, c6 s& bi trui hét. Va
tat nhién, viéc tudi tiéu cling 1a mot trong nhirng yéu
t6 vO cling quan trong.

- Oi! That phire tap. Nhung lam sao ho tim ra
duoc nguoi du ning luc dé chim lo tit ca nhirng viée
nay? - Bill that sy cam thay bithu hat.

- Anh c6 bao gio nghe no6i dén nhirng chuong
trinh dao tao kién thiee vé cac 16p dat bé mat duoc
cap bang han hoi chua? - Mike hai lai.

- Chura bao gio! - Bill lic dau, khong giau vé ngac
nhién.
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- Vinhu ciu cong viée, cac nha quan ly san golf
thuong tham gia nhitng chuong trinh ddo tao vé cac
16p d4t bé mat. Nhiéu truong dai hoc nhu Michigan
State, Penn State, Arizona va mot sé truong khac tur
lau da c6 cac chuong trinh dao tao chuyén sau hai
nim hoic bén niam vé linh vyc nay. P 1a mét nganh
hoc @06i hoi cao, do vay cac cau lac bo nhu cau lac bo
nay ludn canh tranh nhau dé sin tim nhirng sinh vién
tSt nghiép gioi nhat. Sy thanh cong cua mdi cau lac
b6 c6 phan dong gép quan trong cua nguoi quan 1y va
nhan vién cham séc san bai. Nguoc lai, cong viéc cua
ho duoc hd tro bang nang luc cua chinh ho ciing nhu
céac cong cy, thiét biva cac ngudn lyc khac tao nén
moi treong lam viée.

- That dang ngac nhién! Nhirng gi anh ndi that
4n twong. T 6i da bat dau nhin thay sy lién két giira
céc yéu té trong ba hinh chit nhat véi nhau. D6 1a 1y
do vi sao anh vé& hinh chit nhat nay 16ng vao hinh chir
nhat kia. - Bill thét 1én va ldy tam khin dn nhau nat
ra xem lai c4n than.

- Thé 1a anh nam duoc véan dé réi day! - Mike

hoan nghenh - Van dé cling t‘fﬁ%t}ﬁﬁ{}j\}fe%gﬂ]%m
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céc cong ty. Dé dat duoc két qua mong mudn, trude
hét anh phai hiéu nhu cau kinh doanh. Tiép theo anh
phai x4c dinh yéu cau vé hoat dong, tir d6 xét dén
ning luc can cb cua nhan vién dé dap ung nhirng yéu
cau da dat ra. Néu mot trong ba van dé khong duoc
quan tAm dang mire, anh s& gap ric roi. T6i dam bao
day, Bill a!

Bill that sy 4n tuong véi nhirng gi Mike noi.

- Phai thira nhan @y 13 bai hoc hiru ich nhit ma
toi hoc duoc tir san golf day.

- Tuyét! T6i rat vui khi nghe anh néi vay. - Mike
mim cuoi.

- Gio thi, - Bill dé nghi, - dé t6i tiét 16 vai bi quyét
vé cach cam gay va thé dirng gitp anh phat bong
duoc thang nhé.

-Y anh noi 12 t6i choi khong hay chu gi? - Mike
dua.
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- Theo t6i thi hinh nhu 14 vy diy. - Bill nhay
mit. - Anh can nang cao kha ning ctia minh, va tdi c6
mit ¢ day dé gitip anh!
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Chuong 4: NHUNG "VIEC
CANLAM"

Du khong thé hoan thanh viéce thay gidy dan
tuong nha bép vao cudi tuan vira réi, nhung Bill da c6
nhiing bai hoc thi vi tir san golf. Vg anh cling ngac
nhién khong kém khi nghe anh ké vé nhirng bai hoc
ndy.

- Gia nhu anh ké cho em nghe sém hon vai tuan
thi t6t biét my. Em c6 thé sir dung nhirng thong tin
nay trong cong viéc cua minh réi. - Vo Bill ndi mot
cé4ch tiéc nudi.

Bill chang méy thich tht khi bat dau tuan méi
vao sang thi hai, vi n6 thuong mé ra mét dot bao cao
méi. Piéu nay dong nghia véi viée anh phai kiém tra
lai moi van dé da phat sinh ¢ tuan truée, trong khi
c4c ban b4o c4o lai it khi mang dén tin tire tot 1anh.

Tuy nhién, thir hai h6m %B%Q}/%HS 8 A hl%c

Pao Tiéu Vi eBook



di. Budc di kién quyét, Bill ty nha: "Tién lén, chia
son lam!". Duong nhu anh da sin sang d6n nhan moi
thtr thach va diéu nay hoan toan ching giéng phong
thai thuong ngay ctia anh chit nao.

Bill biét ring nhiém vy ctia anh trong nhitng tuan
sap t6i 12 1am hai 1ong vi chi tich nganh hang Angela
Krafft. T4t ca nhitng gi anh can lam 13 dinh huéng lai
hoat dong cua trung tdm dich vu khach hang theo
dting v6i nhu cau kinh doanh. Pé thanh céng, anh
phai d&am bao céc yéu ciu vé ning lyc cua nhan vién
ciing nhu moi truong lam viéc duwoc thoa man. Anh
can suy nghi xem nhan vién cua minh phai "lam gi
thém, hay hon, hoic khac di" va yéu cau ho thuc
hién dting nhu vay. Cum tir "huén luyén" cr &m anh
mai trong tam tri anh.

"C6 vé nhu day la cong viéc cua phong nhan
sw!", Bill ty nhu va cam thay suy nghi nay c6 ly.

Anh dén bén ban lam viée, luét qua danh sach
dién thoai noi bo va tim s6 ctia truéng phong nhan su.
"A, day roi! Sarah Jane Becker, truéng phong nhan

su". Bill quay sb, va khi nghe ¢apLradal oA dom th
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thoai ty dong, anh dé lai 10i nhén.

- Chao Sarah, t6i 14 Bill Ambers ¢ s6 2350. Co
¢6 thé goi lai cho t6i dwoc khong? T6i can sy gitp &
cua co cang sém cang t6t. CaAm on!

Sau d6, Bill bit tay vao giai quyét cong viéc budi
sang, ké ca viéc xem lai bao c4o hoat dong von ching
may kha quan cia tuan truée. Khoang mudi gio rudi,
chuong dién thoai cua anh reo vang.

- Chao Bill, Sarah day. - Giong mét phu nit vang
Ién trong may.

- A, chao cd Sarah.

- Xin 15i vi khong thé goi cho anh sém hon. T6i
ban hop véi vi chu tich méi.

- T6i hiéu réi. T6i cling d3 c6 mot cude hop nhu
vay. - Bill n6i, vé thong cam.

- Vay t6i ¢ thé gitp gi duge cho anh, Bill? -
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Sarah hoi.

- CO c6 thoi gian gip t6i mét chut dwoe khong?
T6i co vai van deé can giai quyét, va can co giap. - Bill
de nghi.

- Puoc chir, khoang hai muoi phtt nita t6i ranh
day. O chd anh hay chd t6i nao? - Sarah héi lai.

- O quén ca phé lic mudi mot gio duge khong?
- Pong y. - Sarah néi rdi ctip may.

KK *

Bill dén quéan ca phé lic 10 gio 58 phit theo
dong ho cua anh. Sarah d3 c6 miat ¢ d6 va dang nham
nhap mét tach ca phé.

- Cam on c6 da danh thoi gian cho t6i du ching
dugc bao trude sém. - Bill chao Sarah roi ngoi xuong.

- C6 gi au Bill. Thé c6 tin s6t déo gi vay? -
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Sarah hoi.

- Tin s6t déo 12 doanh sé cua chiing ta khong
duoc nhu mong doi. Muc tiéu giai- quyét-van-dé-
trong-mot-lan-goi chua dat yéu cau, thoi gian nhan
vién tra loi cudc goi khong nhanh nhu ching ta mong
mubn. A, chéc 14 c6 biét réi ddy, van 1a nhirng vén dé
thuong 1€ thoi. C6 c6 xem béo cao, ding khong?

~ -Vang, t6i biét, va t6i dang nghi xem minh c6
thé gitip duoc gi khong. - Sarah tra 1oi.

- Theo t6i thiy, chiing ta c6 hai van dé riéng biét
ma néu giai quyeét duoc, moi viée sé dau vao day. -
Bill n6i ro6i cho doi.

- T6i nghe d4y. - Sarah hoi nghiéng ngudi vé
phia trude véi vé quan tam.

- T6t! - Bill bat dau. - Van @@ tha nhat 1a nhan su.
T6i do4n 12 c4c tong dai khéc ciling dang gip van dé
twong tu. Ap luc cong viée thi nhiéu ma tién lvong lai
thép. Y t6i 13, tilé nhan vién nghiviéc kha cao, ngay
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ca ban than t6i ciing khong mudn 1am coéng viée tra
161 dién thoai. Vi thé chdng ta phai nhanh chong
tuyén ngudi méi @€ lap day nhirng vitri con trong.

- U nhi. - Sarah ghi cht va ngang dau 1én mim
cuol.

- Con van @ thu hai, - Bill tiép tuc, - 1a ching ta
can mé thém cac khoa huén luyén nghiép vu. Mot sé
nhén vién méi tham chi con khong biét cach noi cau:
"T6i c6 thé gitip gi duge cho 6ng/ba?" chir dirng noi
dén viéc giai d4p c4c thic mic cua khach hang.

- U nhi.

- M6t chuong trinh huan luyén nghiém ngat va
duoc thiét ke t6t, c6 thé dung cac cong ty tu van bén
ngoai, s€ giip giai quyeét 6n thoa moi van deé.

- U nhi. - Sarah gat dau.
- Sau khi huén luyén, chiing ta sé tién hanh thir

nghiém dé chac chan nhitng nhan vién nay da naim
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virng moi thong tin va st dung ching moét cach thanh
thuc.

- U nhi.

- Sarah, sao ¢b ¢t n6i "U nhi" mai thé? That ra
¢6 muon noi gi vay? - Bill hoi mét cach kho chiu.

- Bill, tit ca nhitng ¥ kién cua anh déu rat tuyét...
- Nhung sao? - Bill n6ng nay hoi lai.

- Ngoai trir mot diéu.- Sarah lip ling.

- Piéu gi vay?

- Trong cudc hop sang nay véi Angela Krafft, toi
c6 xin ting ngan sach nhung @ bi tir chéi. Ba 4y yéu
cau t6i phai chung to duoc phong nhén sy that sy
dem lai loi ich cho cong ty. Ba 4y mudn biét chting
t6i c6 thé 1am duoc gi dé 1ap cac 16 hong trong hoat
dong cuia cong ty. Piéu té nhat 12 ba dy bao t6i phai
nghi ra phuong thuc sang tao dé chién thang.
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- "Chién thing", ba 4y ludn bao thé. "Lip 15 hong
va chién thing". Lam thé ndo ma ching ta l4p 15 hong
va chién thing dugc khi bitréi tay troéi chan cha?
Gidng nhu... giéng nhu 13 choi tennis ma bugc vot
sau lung vay! - Bill 1im bam.

- P4 méi la vin @8, phai khong nao? - Sarah
budng cau hoi cham cham, ra chiéu nghi ngoi.

Bill trim ngam suy nghi vé tinh thé bét loi ndy.
R6i mot nu cuoi bong xuét hién trén khuén mit anh.

- T6i mubn c6 gip mot nguoi! - Bill d&é nghi.

- Aivay? - Sarah dé dat hoi.

- Rdi ¢6 s& biét. - Bill vira ndi vira rat dién thoai
ravabam day s6 dugc ghi nguéch ngoac trén mau
giay nhap mang theo trong tii. - Vui long cho t6i no6i
chuyén véi 6ng Michael St. Vincent!

Sau vai gidy im lang, Bill nghe c6 tiéng chao.
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- T6ila Mike day. T6i c6 thé lam gi dé gitip cude
song cua ban tré nén hoan hao?

"Quad la loi chao ki cuc nhat ma minh tirng
nghe", Bill nghi tham.

- Chao Mike, t6i 1a Bill Ambers day. Anh con
nhé t6i khong - bat bong thi xa ma dém bong thi té
day.

- O! Nhé ch, Bill. T6i c6 thé gitp gi cho anh
nao? - Mike hoi.

- Anh ¢6 thoi gian dung bita trea hOm nay
khong?

- A, t6i tinh di D.C. trén chuyén bay Air Force
One(2), nhung t6i nghi minh c¢6 thé doi lai dwoc. -
Mike vui vé dua. - Nhung c6 chuyén gi vay?

- A, t6i mubn moi anh diing bira trua. - Bill néi.

- Nghe hay diy, nhung hay dé t6i moi anh. Nhu
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thé toi sé thiy thoai mai hon mét chit vi dii sao toi
cling la nguoi thang cuoc trong tran golf thir bay tuan
roi ma.

- Tuyét! Nhung thét ra tdi ciing chang nhé
chuyén d6 dau. - Bill tra 1oi.

- Thir hai t6i thuong in moén Y. Anh c6 thich
khong?

- Nhit tri. Néu anh khong phién, t6i c6 thé di
cung trudéng phong nhan su cia chiing toi duge
khong? - Bill than trong dé nghi.

- T6t thoi. Mudi hai gio rudi tai Brunello nhé.
Anh biét chd d6 khong?

- Biét chu. Hen gap anh ¢ @6 nhé. - Bill néi roi
ctip may, long van day suy tu.

KK *

- biéu gi khién anh lo ling vay? - Mike hoi khi
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bit dau diing mon salad.

- Sang nay t6i di 1am trong tAm trang rat phan
chén nho nhirng gi hoe dwgce tir anh vé nhu cau kinh
doanh, yéu cau hoat dong, yéu cau ning luc cling
nhu yéu cau vé moi truong 1am viée. - Bill bit dau.

- Thé rdi sao...?

- T6i quyét dinh rang c6 hai viée chiing t6i can
1am dé giai quyét on thoa moi van dé 1a bao dam mdi
chiéc ghé tréng c6 mot nhan vién méi ngdi, déng thoi
nhirng nguoi d6 phai dugce huan luyén va kiém tra
toan dién.

Mike suy nghi trong chéc lat, réi quay sang
Sarah.

- Thé ¢6 nghi gi vé viée nay?

- T6i ddng ¥, nhung duong nhu khong kha thi
lam. T 6i da hop véi chii tich nganh hang va xin ting
ngAn sach, nhung ba 4y lam t6i thit vong. - Sarah tra
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1od.
Mike mim cuoi.

- P6 han phai 1a ba Angela Krafft khét tiéng,
nhi?

- Pting 1a ba 4y dy. - Sarah ciing cudi.

- Néu vay thi cAc ban nham lan ca réi. - Mike néi.
- Trudce khi @é ra giai phap cho van dé nao doé, cac
ban can phai 1am mét diéu quan trong.

- Piéu gi vay? - Ca Bill va Sarah dong thanh hoi.
- Cac ban phai xdc dinh nhiing "viéc can lam".
- Ha? - Ho lai cuing d6ng thanh hoi.

- X4c dinh nhitng "viéc can lam". - Mike néi,
doan dua tay vao tai 4o 1dy ra mot xap thé nho nhiéu
mau xanh, vang, luc, d6, tim. Rdi dng chon ra hai the
mau vang. - Hau nhu lic nao t6i cling mang theo
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nhirng tdm thé nay. T6i con c6 mot bo nhu vay da
son trong vi. N6 gitp to6i thuong xuyén nhé dén mot
nguyén tic don gian dé diéu hanh cong viéc kinh
doanh cua minh trong nhiéu nim qua.

Ong dua cho mdi ngudi mot the. Ca hai nhw dang
doc nhirng mat ma kho hiéu nao d6 ma khong thé giai
thich duge.

"NHIEU HON, HAY HON, HOAC
KHAC bI" LUON LUON PONG
NGHIA VOI "VIEC CAN LAM™".

HAY XAC DINH NHUNG "VIEC
CAN LAM"!

- Mike, day 1a gi vay? Qua that t6i chang hi¢u gi
ca? - Bill n6i khi doc xong tim thé.

- T6i biét, nhung sé khong nbi dau! - Sarah dap
va cudi toe toét.
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Mike cwoi nong nhiét va tiep tuc.

- Céc ban cin x4c dinh nhirng "viéc can lam". D6
phai 12 nhirng viéc vu tién s6 mot va cac ban nhét
dinh phai lam dugc. Trong truong hop cua cac ban,
6 hai loai "viéc can 1am". Loai thir nhat 14 cai ma cac
ban goi 14 chi tiéu. CAc ban muén cac cudc goi dén
phai dugc traloi ngay, ding khong? Do 1a mét "viée
canlam". Hay thyc hién diéu d6! Cac ban mudn moi
van dé duoc giai quyét ngay trong lan goi dau tién,
ding khong? Thé thi hay lam di! Cac ban muén ty 1&
khéch hang hiy bo cude goi thip hon? Hay lam di!
D6 12 nhirng "viée can 1am" trong cdng viée cua cac
ban. Hiy bién ching thanh hién thuc!

Bill néi dba:

- Pugc réi Mike, chiing t6i ai ching biét nhirng
"viéc can lam" ay. Hai phut, tAim mwoi lam phan
tram, va...

Mike cit ngang.

. https://thuviensach.vn
bao Ticu Vii eBook



- Pling, tat ca nhitng viéc d6 chithudc vé mot
loai nhirng "viéc can lam". Nhung t6i da néila c6 hai
loai. Loai tht hai thudc vé ning luc nhan vién. Quay
trdlai van dé cac nhan vién dich vu khach hang can
lam gi thém, hay hon, hoéc khac di, n6i cach khac,
d6 1a nhitng viéc can 1am dé c4c nhan vién ang xir
duoc nhu chiing ta mong muén.

- Nghia 12 chiing t6i phai tién hanh buéc ké tiép,
ding khong? - Sarah hai.

- Pting. Céc ban can phat hién dau 1a nhirng
nhan vién xuat sac, va hay tim hiéu xem ho can lam
gi thém, hay hon hoiac khac di. - Mike gat dau.

- T6i hiéu. - Bill tra 1oi nhung khong cam thay
thuyét phuc cho lim.

Mike hiéu nhirng gi Bill dang cam nhan.

- biéu nay that sy quan trong déy, Bill 2! LAm
thé nao anh biét dwgc nhitng ai 13 nhan vién dich vu
khach hang gioi nhat? - Mike hoi.
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-Nhovao cac quan ly. Nhu toi da n6i hom
truée, ho di quanh phong va cam tai nghe vao bang
diéu khién cua nhan vién dich vy khach hang dé theo
ddi cude goi va hé tro khi can. Nhan vién nao it can
hd tro hon 1a nhan vién giéi hon.

- Anh chic chi? - Mike tiép tuc.

- A... chic. - Bill ngap ngung. - Két qua lam viéce
cua ho da thé hién diéu d6. Ho giai quyét duoc nhiéu
van dé trong cudc goi dau tién hon c4c nhan vién
khéac. Thoi lwong cudce goi trung binh cua ho ciing
ngin hon, vi thé ho c6 thé xir Iy nhiéu cudc goi hon.

-Vay thi diéu gi mai la quan trong? Giai quyet
xong van dé ngay trong cudc goi dau tién hay cb ging

dé két thiic cudc goi som?

- That ra d6 khong phai 12 vin @8, vi sép yéu cau
chiing t6i phai hoan thanh tot moi chitiéu.

- T6i hiéu rdi - Mike noi.
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- Ctr cho 1a chiing t6i c6 thé xac dinh tit ca cac
nhan vién gioi nhat. Nhung sau @6 ching t6i phai
lam gi nao? - Sarah xen vao.

- Cac ban phai dat cau hoi. Hay héi cac nhan
vién xuat sic xem ho c6 biét minh da lam gi dé dat
duoc ket qua @6 khong. Hay tim hiéu bi quyét cua ho.

- Anh nghi cach nay sé dem lai hiéu qua a? -
Sarah hoi lai.

- Chic chin! Pé t6i ké cho c4c ban nghe mot vi
dy. Cach day vai nim t6i quyét dinh kinh doanh cac
loai dung cu lam vuon chat luong cao chay bang
xang. T6iban du loai: tir may quat 14, cwa xich, may
cit c6 dén may xén hang rao. Gi4 ca nhirng mit hang
nay tuy c6 cao nhung rat dang dong tién. Tuy nhién,
doanh s6 thu duoc lai khéng nhu mong doi, két quala
t6i 6m mot déng hang ton kho. T6i phai tra tién 13i va
giai phong mat bang quy gia. T 6i that sy can ban
duoc hang. "T6i phai lam gi day?", lac d6 t6i tu hoi.

- Thé anh d4 1am gi? - Bill td mo héi.
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- Chinh x4c 1a khong lam gi ca, it ra Iic dau la
vay. Thé réi mot chuyén hoan toan bat ngo xay ra.
M6t nhan vién ¢ phong trung bay nghiviéc, va toi
ding quang c4o tim nguoi thay thé. T6i nghi van dé
ton kho s& con kéo dai, nhung t6i dd nham.

Ca Bill va Sarah cting nhoai nguoi vé phia trude
nhu muén noi: "Ke cho ching t6i nghe tiép di!".

- Trong vong mot tuin ké tir khi thué anh chang
méi ndy, t6i nhan thay mot s6 mat hang bat dau voi
di. T6i khong hiéu chuyén gi dang dién ra. Va sau ba
tuan, anh ta dén vin phong gap t6i va béo rang
chiing t6i can dat thém hang may cit co, may xén,
may quat 14 va mot vai dung cu x¢é gb chay bang xang.
T6i hét strc ngac nhién, bén héi anh ta lam thé nao
ma d6t nhién moi nguoi ban dwgc nhiéu hang dén
vay.

- Thé anh ta noi gi?
- Anh ta n6i thit ra chi c6 mot minh anh ta ban
duoc. Dinhién la t6i khong thé tin noi va toi da hoi
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-Rdisao...?

- Anh ta tra 16i rang theo anh ta, d6i thu canh
tranh 16n nhit ciia ching t6i 13 c4c cira hang ban
hang giam gia. Nghi vay nén khi khach hang vao
tiém hoi mua cay hay phan bon, anh ta ben hoi ho c6
thay céc dung cy lam co chay bang dong co cua ching
toi chua. Khi ho noi da ¢, anh ta bén hoi tiép xem
chiing da cii chua, ho ¢6 hai long khong va khi nao
dinh thay c4i méi. R6i anh ta giai thich véi ho vé
nhirng vu diém cua san pham chiing t6i va cac loi ich
c6 duge tir nhirng vu diém d6 so véi cac mit hang
khéc. Anh ta con néi véi ho vé dich vu hau mai chu
d4o ma ching t6i dem lai cho khach hang, diéu ma
céc cira hang giam gia khong thé 1am duoc.

- Thé u? - Bill hoi.
- Bting vay d6. - Mike gat dau.
- Thé anh c6 dit thém hang khong? - Sarah thic

mic.
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- T4t nhién 14 c6 rdi. Nhung chua dirng lai & d6.
Sau khi kham ph4 nhitng "viéc can lam" - tic 12
nhirng diéu ma nhan vién xuét sic cua toi da lam
dugc trong khi nhiéu nguoi khéc thi khong thé - toi
da truyén dat thong tin d6 cho c4c nhan vién con lai
dé ho ciing dat dwoc két qua tuong tu.

- C6 hiéu qua khong?

- Nhu ¢6 phép mau vay! - Mike cuoi man
nguyén. - Hién nay t6i 1a nha phan phéi 16n nhat cic
san pham nay & khu vuc phia tdy song Missisippi
day.

- Thé anh cho ring chiing t6i ciing nén 1am
nhitng diéu twong tu vay a? - Bill hoi.

- Chinh xé4c!
Sarah phan déi.
- Khé 1im Mike a! Nhu t6i dd néi, chiing t6i

khong duoc hd trg thém khoan tién nao trong ngan
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séch, trong khi chuyén nay lai c6 ve rat tén kém.
Chiing t6i khong du chi phi dé thyc hién thém mot
chuong trinh méi.

- Thé c4c ban c6 di tién in trua véi t6i hom nay
khong day? - Mike dua.

- Di nhién roi. - Sarah bat cuoi vi cdu nodi dua cua
Mike.

- Thé thi ngay mal hay bat dau bang viéc dua
cac nhan vién xuét sic cua cic ban di &n trua. Phai
biét cach khai thac dé ho chia sé bi quyét cua ho,
tirng nguoi mot. S& khong tén kém nhiéu cho cong ty
cua cac ban dau. - Mike dé xuat y tuong.

- Nhung hinh nhu phuong phap nay khong dugce
chuyén nghiép cho lam! - Bill phan ddi.

Mike cuoi.

- Pay khong phai 12 viéc 1am luan 4n tién si hay
khai thic nhirng dir liéu khoa hoc, cting khong phai
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14 mot nd luc dé dat dugce thoa thuan chung nao d6.
N6 don gian chila tim cach giai quyét van dé. Anh
phai 1am nhirng "viéc can 1am" va theo t6i, @6 1a cach
gianh chién thang déy Bill.

"Néu minh ma nghe tir "gianh chién thang”
thém mét lan nira, thé nao minh ciing dn mdt ngon”,

Bill nghi.

-Y anh 13 chting t6i chi can dén @6 va hoi that
nhiéu vao phai khéng? - Anh néi lén.

- Khong han vay. Hoi thi d&, nhung hoi nhu thé
nao va hoi nhirng gi méi 1a van dé. - Mike lic dau.

- Thé nghia 1 sao? - Bill lai hoi.

- Cau hoi hay ddy. Nhung trude tién hay dé toi
hoi anh vai cau nhé. Anh c6 thich cong viéc cua
minh khong, Bill?

-Vé cobanla cé. - Bill gat dau.
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- Anh c6 nghi Dyad 1a mét cong ty tét délam
viéc khong?

- Chéc chén rdi. C6 chu.

- Anh c6 tin la phong dich vy khach hang ¢
nhiéu cong ty khac 1am tét hon c4c anh khong? -
Mike tiép tuc hoi.

Bill bat dau hoi canh giac.

- Khé nbi lim, t6i ciing khong biét nita. Nhung
theo t6i doan thi c6 thé 1im! - Bill than trong tra 1oi.

- Sarah, c6 c6 biét trong tit ca nhirng cau tdi hoi
vira roi 6 nhuoc diém gi chung khong? - Mike quay
sang hoi Sarah.

- Co. - Sarah tra 1oi. - T4t ca déu 1 nhirng cau hoi
d6ng va khong dua ra huéng trao doi tich cuc. Béi vi
cau traloi duy nhat chila ¢6 hodc khong ma thoi.

- Gioi lim! - Mike tan thuong. - T6i c6 cau tra 1oi
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tr Bill, nhung lai khong thu duge nhirng thong tin
hiru ich. T'6i dat cAu hoi, nhung khong hoi ding van
dé can hoi. Gio dé toi thir lai nhé, véi nhirng cau hoi
mo.

- T 6t théi. - Bill che doi.

- Bill, anh thich diéu gi nhit trong céng viée cua
anh, va theo anh thi can cai thién nhirng gi?

- A, t6i hiéu ¥ anh rdi. - Bill reo 1én. - Nhung dé
¢6 duoc nhirng théng tin hiru ich, t6i nghi minh nén
dat nhirng cau hoi sao cho cé thé xac dinh nhanh
chong dinh Ivong va phan loai thong tin tra loi phai
khong?

- Piéu d6 ding trong mot sé truong hop. - Mike
dong tinh. - Nhung t6i nghi, véi anh, viée dinh luong
khéng quan trong lim. Anh phai xac dinh nhirng van
dé ma nhan vién cua anh "can" 1Am. Anh phai tim
hiéu that ky cang dé c6 duoc ciu traldi, va cac nhan
vién xuét sic chinh 1 ngudn cung ng ciu tra 1oi tét
nhat. Vi nhu truong hop anh nhan vién kinh doanh
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hoi anh 4y da 1am gi thém, hay hon hoic khac di. Chi
khi ¢6 duoc nhirng ciu tra 1oi d6 t6i mai c6 thé gitp
c4c nhan vién kinh doanh khic khadm pha ra cach dé
dat duoc két qua tuong tu.

Sarah liéc nhin dong ho réi thét 1én:

- Oi, troi oi! Bill, cude hop cua toi da bt dau
cach day gan muoi phut!

Sarah va Bill voi dirng day chao vé.

- Xin 16i 3 1am cé4c ban tré gio. - Mike noi. - Lg
ra toi khong nén mat nhiéu thoi gian dé néi vé nhirng
"viéc can lam" nhu véy.

- Khong sao dau. - Sarah vui vé tra loi. - biéu
nay that sy rat bo ich cho chiing t6i ma.

- Chic chan nhu vay. - Bill néi thém. - CAm on
anh da danh thoi gian cho chting t6i... va vé bira trua
hom nay nira.
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Va ca haira vé, hdo hirc muon thay doi ca thé
gioi cua ho.
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Chuong s: DUYET HAY
KHONG?

Bill va Sarah bat tay vao giai quyét cong viée
trude mat véi tat calong nhiét tinh. Ho tin chic rang
mot khi da x4c dinh duoc bi quyét thanh cong cua
nhitng nhan vién dich vu khach hang gioi nhét, ho c6
thé tién hanh mot chuong trinh huin luyén dic biét
dé chia sé tat ca kinh nghiém thuc tién niy cho nhirng
nguoi khéc.

- Pay s&1a chuong trinh huin luyén hiéu qua
nhat ma ching ta tirng thyc hién! - Bill hao hung néi.

- C6 thé vy 1am chu. - Sarah dong y. - Mot khi
biét duoc bi quyét thanh cong cua cac nhan vién gioi
nhit, viéc hé théng hoa thanh mét chwong trinh huén
luyén chi con 14 van dé thoi gian. Tham chi né c6 thé
tao nén mot cude cach mang trong cong tac huin
luyén nhan vién dich vy khach hang trén toan cau
déy, Bill!
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- Tuy viy, c6 mot van dé nho, Sarah a! - Bill lo
ling. - T6i c6 hai con dang hoc dai hoc va mét dua
dang hoc trung hoc Chi phi cho chl’mg con nhiéu
hon ca doi bong quoc gia ddy. T6i e rang minh khong
c6 du tién dé moi nhiéu nguoi nhu vay di in trua.

- Ngoai ra, anh ciing biét 1a chiing ta khong thé
yéu cau cac nhan vién 1am viée theo ca tinh nguyén
hy sinh thoi gian cta ho duge. - Sarah nhic thém va
d& nghi - Theo lut dinh thi cong ty phai tra lvong
cho ho. Chuting ta hdy cé ging thuyét phuc Angie
thanh toan cac khoan chi phi d6 nhé.

Sarah va Bill hen gip duoc Angie vao dau gio
sang hom sau. Ca ba nguoi déu dén dang gio dén ndi
gan nhu dAm sim vao nhau trude cira vin phong
Angie.

- Cam on ba da danh thoi gian gip ching t6i s6m
thé nay. - Sarah vira n6i vira bat tay Angie, va ngoi
xuong.

- Qua that, chiing t6i that sy cam on ba vé diéu
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- Khong véan dé gi. - Vi chu tich nganh hang 1én
tiéng. - T6i thay viéc san sang 1a mot trong nhirng
nhiém vu chinh cua minh.

"Qua la mét sy thay doi dé chiu!", Bill tham nghi
khi nh¢ lai chinh sich dong ctra do nguoi tién nhiém
cua Angie déra.

- Chiing t6i da cting nhau ban cach giai quyét
van dé lién quan dén dich vy khach hang. - Bill mo
16i. - T6i biét ba yéu cau nop ban ké hoach bang viin
ban vao tuan t6i, nhung chiing ti vira méi nay ra
mot ¥ tuong nén muén thao lun ngay véi ba. Chiing
t6i tin minh c6 thé giai quyét 16 héng trong hoat dong
dich vu khach hang bang c4ch tim hiéu xem c4c nhan
vién giéi nhat da 1am gi va truyén dat nhirng k¥ niing
d6 cho cac nhan vién khac.

Angie suy nghi trong chéc 14t.

-Y kién nay hay déy, Bill . Thé theo anh, lam
cach nao dé thyc hién thanh cong y tuéng nay?
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- Chiing t6i mubn moi cac nhan vién dich vu
khéch hang gioi nhat di dn trra va tro chuyén, mot
doi mot. - Bill @é xuat y kién.

-Y anh 4y 1a hai @i mot, thua sép. - Sarah @5 1o
cho Bill.

- Pting thé, t6i xin 15i, hai d6i mot. Di nhién 1a
Sarah ciling s& truc tiép tham gia vao hoat dong nay. -
Bill nhin sang Sarah va cho doi.

Angie khong tén nhiéu thoi gian dé suy nghi, ba
da c6 san cau tra loi.

- Thé anh da tinh to4n chi phi phat sinh dé tra
tién lam ngoai gio va tién an chua?

- Chiing t6i tin ring néu phong van tam nguoi,
tire khoang 5% s6 nhan vién dich vu khach hang, méi
ngudi mot gid, ching ta cé thé dat duoc muc tidu cua
minh. - Sarah tra 16i. - S& khong tén qua sau tram do-
la dau, thua ba!
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- Di nhién rdi, anh chi dau c6 dua ho dén nha
hang nam sao phai khéng nao. - Angie cudi néi. -
Theo t6i, @6 khong phai 1 s6 tién 16n, nhung nhitng
khoan nho cong lai s& tén kém day. T 6i ty hoi ching
18 khong c6 cach nao khac dé dat dwge myc tiéu ma
khong phai ton kém mot d6-la ndo sao?

"Troi ot, ba dy that la keo ki¢t!", Bill tham nghi.

- Thé ba c6 sang kién gi cy thé khong a? - Sarah
hoi.

- Dinhién la c6. - Angie traloi dit khoat. - T6i
dé nghj c4c anh chi tiép tuc cong viéc minh da lam.
Hay cim tai nghe vao bang diéu khién cua nhitng
nhan vién gioi nhat va ling nghe xem ho tng x1r véi
khach hang nhu thé ndo. Thir xem cac anh chi c6 thé
phat hién ra kiéu mau nao khong.

- Cac quan Iy ciing nhu ban than t6i da lang nghe
rat nhiéu trong nhirng thang gan day. - Bill phan ddi.
- Nhung chiing t6i khong nhén théay c6 kiéu mau nao
ca, thua sép.
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Angie tra 16i ngin gon, giong lanh lung.

- Thé thi c6 1& cac anh can xem lai cach nghe cua
minh.

Sarah nhén thay tinh thé c6 vé dang xau di, voi
tim cach giai nguy cho Bill.

- Angie 3, s¢ di chiing t6i & xuét ¥ tuong an trua
nay 1a vi chting t6i tin ring no sé& gitp giai quyét van
dé nhanh hon viée chi don thuan ngéi ling nghe ma
khong hoi nhitng cau héi mang lai hiéu qua cao,
trong khi cac s liéu can phai dugc thay d6i cang sém
cang tét.

Angie can nhic lap luan cia Sarah mot cach than
trong.

- Pting 14 ¢6 da dé xuat mot vai ¥ hay. Thoi
dugc, t6i s& ky duyét dé xuat cua anh chi. Sau tram
do6-la chic khong thé 1am ching ta phé san duoc.

KX *
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Bill va Sarah roi khoi van phong Angie véi nu
cuodi rang rd. Mai dén khi da ré ngoat sang hanh lang,
ho moi that sy tin 1a ba chu tich nganh hang da dong
y.

Ca hai déu néng 1ong mudn bit tay vao viée
ngay.

- Ngay ngay mai, chiing ta hay noi chuyen Vi
vai nhan vién xuét sic nhé! - Mot nguoi dé nghi.

Va ho da thyc hién dtng nhu vay.

T sy hop tac nhiét tinh ctia cac nhén vién gioi
nhit trong céc bira trua theo ké hoach, ho da thu
duoc kha nhiéu thong tin hitu ich. Chua diy mot
tuan, Bill va Sarah d3 thuc hién xong c4c cugc phong
van va tap hop thanh mét bdo cao diy du vé nhitng
diéu ho phat hién dwgc. Sang tht hai tudn sau 6, voi
ban bao céo trén tay, ho c6 mit trude ctra van phong
Angie.

- T6i rat vui vi anh chi da 1am viéc ndy mét cach
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nghiém tac. Thé anh chj dd kham pha duoc nhirng gi
nao? - Angie hoi ngay khi gip ho.

Bill 14p ttrc c6 cau traloi.

- That dang ngac nhién, ching t6i da phat hién
ra muoi hai cach g xr khac nhau ma theo chiing
t0i, n6 tao nén sy khéc biét giita nhan vién xuat sic
va nhan vién binh thuong. Ba c6 thé tim thiy trong
ban liét ké ¢ trang hai, kém theo 16i giai thich cu thé &
trang ba va bén. Con trang nim va sau 1a ké hoach dé
xuét trong thoi gian téi...

Angie 14t qua trang hai xem ban tém tit c6 noi
dung nhu sau.

Kinh nghiém caa cac nhan vién dich vu
khach hang xuat sac tai Dyad

« Str dung cac cAu hoi mé, hiéu qua cao dé nhanh
chong tap hop thong tin vé van dé khach hang dang
gap phai.
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« Cham chu lang nghe va nhin nhin van dé mot
cach nghiém tac.

« DBiéu chinh cugc ndi chuyén tity theo phan tng
cua khach hang dva trén cam xtc hoac suy nghi cua
ho.

« Khéng tranh ci, gay g6 hay xtic pham khach
hang qua ngir diéu tro chuyén.

» Thuong xuyén goi tén khach hang trong cudc
noi chuyén.

« Tim hiéu mong muén cua khach hang va xac
dinh r6 nhitng van dé ma cong ty can giai quyét.

« Pua ra thoi han thyc té dé giai quyét van dé.

« Thé hién sy kién nhan va cho phép khach hang
trat gian.

» C6 kha nang thuc hién nhiéu cong viéc cung
Iic ma khong lam gian doan cudc nbdi chuyén.
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~ +» Hudng cudc goi vao chu dé chinh, gitp giam
tong thoi gian cudc goi.

« Xin 16i khach hang khi cong ty hoic bat ky
nhan vién dich vy khach hang nao pham 16i.

« Cam on khach hang @3 goi dén va tim hiéu mutre
d6 hai long cua khach hang vé két qua cong viéc.

Angie dat ban bao c4o xudng ban.

- Theo t6i, ban b4o c4o ndy tuong ddi hoan
chinh. Kh4 lim!

- Cam on ba. - Bill dap.

- M6t van dé co ban nhung khong dugc dé cap
trong ban bao c4o ny 1a "trinh d6 am hiéu vé san
pham", vi rd rang cic nhan vién dich vu khach hang
gioi nhét ludn hiéu rat r6 san pham cia cong ty. O
day, ching t6i cha yéu tap trung vao ky ning Gng xir.
C6 thé goi @6 12 nhirng kinh nghiém thyc tién cy thé
do cac nhan vién dich vy khach hang lam viéc hiéu
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qua nhét thye hién. - Sarah n6i thém suy nghi cua
minh.

- T6i hiéu. - Angie néi. - Vay anh chi dy dinh lam
gi v6i nhitng thong tin nay?

- Néu lat dén trang niam, ba sé thiy giai phap
chiing t6i dwa rala to chirc huan luyén nhirng ky
ning nay dé cic nhan vién dich vu khach hang khéc
ciing c6 thé gia nhap d6i ngii nhirng nhan vién hang
dau. Chung t6i da phéc thao chuong trinh, dy kién
ngan sach ciing nhu két qua mong doi. - Sarah tra 1oi.

Bill va Sarah héi hop cho doi trong khi Angie
xem xét phan ké hoach dé xuét. Mot 14t sau ba dat
ban bao cao xuong.

- Erang t6i khong thé tan thanh ké hoach cua
anh chi. - Ba tuyén bé chac nich.

-Tai sao a? - Bill hoi, ¢6 kiém nén con buec tuc. -
C6 phai vi van dé ngén sach khéng?
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- Khong, khong phai vi tién. - Angie lic dau.

"Cé 1é ba dy muén minh thdt bai dé dwa nhitrng
nguwoti ban hoc vao thay thé day ma. - Bill nghi -
Ngay ca ké ngéc ngéch ciing cé thé thay day la mét
ké hoach hay. Khéng, mét ké hoach tuyét voi méi
ding! Ba dy diing la con dc mgng nhu minh tirng

'i’n

nghi.
- Thé thi vi sao a? - Sarah hoi.

- Rat don gian. DPé xuét cua anh chitrong ban bao
c40 nay 1a mudn huin luyén dong bo cho tat ca nhan
vién dich vy khach hang. Nhung t6i thiy c6 mot sé
van dé can suy nghi lai. Tht nhét, chiing ta khéng du
nhan lyc dé c6 thé ganh véc phan viée ciia nhirng
nhén vién tham dy khéa huin luyén vao bat ky thoi
diém ndo. Thir hai, qua trinh huin luyén nay s& kéo
dai. Thir ba, sé rt tén kém. Valy do cubi ciing dong
thoi ciing 1a 1y do quan trong nhat, lam sao anh chi
biét hau hét cAc nhan vién dich vy khach hang cua
chiing ta thiéu c4c k§ niing anh chi d3 trinh bay, hoic
khéa huan luyén sé tao nén diéu khac biét?
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Ca Bill va Sarah déu phan van chua biét tra 1oi
thé nao thi Angie lai tiép tyc.

- Lam sao anh chibiét viéc thiéu ki niing ndo do6
141y do duy nhét khién mot sé nhan vién dich vu
khéch hang khong thé 1am tét nhu nhirng nhan vién
khac?

- A... chting tdi... qua that chting t6i chua nghi
dén. - Ho thira nhan.

- T6i khong thé tuong tuong rang c6 nhan vién
dich vu khach hang nao lai khong biét mot diéu so
ding trong kinh doanh dich vy 12 phai goi tén khach
hang trong sudt thai gian tro chuyén. Hon nira, 1am
sao anh chibiét 1a khach hang quan tAm dén diéu d6?

- Chiing t6i khong biét. - Ca Bill va Sarah cung
lic dau.

- Néu phai chon s4u véan dé dé tap trung huan
luyén, anh chi c6 biét dau la van @€ can vu tién
khong? - Angie van tiép tuc hoi.
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- Chiing t6i ... chiing t6i khong biét...

- Vay thi, - Angie két luan. - t6i & nghi anh chj
dirng nghi dén viéc xay dung bat ky chwong trinh
huén luyén nao trude khi tim dwge cau tra loi cho
nhirng diéu t6i vira néu. Thay vao d6, anh chihay
tap trung vao cac kinh nghiém thyc tién ¢6 anh
huéng that sy d@n hiéu qua kinh doanh.

"Ba ta thdt la khé chiu", Bill nghi lac anh dung
day. "Minh dodn ba dy muén lam khé bon minh
day!".

Ca Sarah va Bill c6 gang bat tay Angie nong nhiét
hét mue c6 thé roi tré vé van phong riéng cia minh.

- Vai phat nita t6i s& goi cho c6. - Bill tham thi
khi ho chia tay.

Vé dén vin phong, Bill tram ngaAm sau ban lam
viée dén vai phit, cd xua di ndi chua chat tir cudc
cham tran véi Angie vira rdi. Khi da binh tinh trolai,
anh goi cho Sarah.
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- That 13 tan bao! - Anh néi ngay khi c6 nhéc
may dién thoai.

- Pling véy. - Sarah dong ¥. - T6i thiy minh nhu
mot sinh vién nim nhét bi dwa dén phong hiéu truéng
vi da 1am n6 tung phong thi nghiém héa hoc vay.

- Néu c6 dinh choc cho t6i cudi bang nhitng cau
bong dua thi quén di. T6i khong thé nao cuoi ndi sau
khi @ bi ché nhao nhu vay. - Bill cau kinh.

- Pugc rdi, thé thi téi c6 mot ¥ khac day. Do 1a
bén chir: M-I-K-E!
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Chuong 6: LO HONG NAM &
DAU?

Trong mat hai nguoi e nhu hai dia tré vira méi
danh mat chd ctn con yéu quy cta minh vay. - Mike
dua khi don Sarah va Bill vao van phong minh.

- C4m on anh nhiéu. Ping 14 ca hai ching t6i
dang cam thay t6i té nhu vay day. - Bill lac dau ngan
ngam.

- Thé @3 xay ra chuyén gi nao? - Mike hoi véivé
quan tam thanh thuec.

- Ching t6i lam ding nhing gi anh da goiy. -
Bill giai thich. - Chiing t6i phong véan c4c nhan vién
glol nhit va phat hién ra muoi hai ky ning ung xtr chu
yéu ma chiing t6i tin 1a da giap ho thanh cong.

- Tt, sau @6 thi sao?
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- Chiing t6i dén gap sép va trinh bay nhirng phat
hién cua minh.

- Réi sao nita? - Mike tiép tuc hoi.

- Chiing t6i thao ra mot ban ké hoach dé xuét
chuong trinh huan luyén dé dao tao nhirng ky nang
nay cho cac nhan vién dich vu khach hang khac.

- Vay thai do ctua ba dy d6i véi viée ndy ra sao? -
Mike to mo.

- Chang méy t6t dep. - Bill tra1oi. - Ba dy béo trir
phi ching t6i chung minh duoc nhirng ky nang con
thiéu & cac nhan vién dich vu khach hang that sy anh
huong dén hi¢u qua cong viée, khong thi dirng nghi
dén chuyén huin luyén nao ca.

Mike ngam nghi trong chéc 14t r6i noi:

- T6i nghi rang minh da nhin ra van dé roi day.
Hai ban khong chi phai phat hién ra nhirng "viée can
lam" ma con phai phan tich thuc trang van de nita.
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- Phén tich thyuc trang vén @& a? That su toi
khong hiéu, Mike a... - Bill thira nhan.

- T6i ciing thé. - Sarah phu hoa theo.

-bo6 laly do tai sao ching ta c6 miat & day, cac
ban cua toi a. - Mike n6i mot cach ty tin. - T 61 s& noi
¥ kién cua toi vé van @ nay, con ap dung nhu thé nao
thi tuy thudc vao cac ban.

- O, tat nhién! - Ca hai déu dong y.
Mike cho tay vao tii 40 so mi, 4y ra hai tim thé

mau d6 réi dua cho Sarah va Bill mdi ngudi mot theé.
Ho doc thay nhitng dong chit sau day:

TAT CA NHUNG GI CHUNG TA
PANG CO GOI LA "THUC TRANG".
LO HONG NAM O THUC TRANG!
VI THE, HAY PHAN TICH THUC
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- Bay gio thi t6i that sy hiéu rdi. - Bill dap véi ve
hao hirng thé hién ro trong giong ndi - Mic du 15
héng ton tai do sy khéc biét gitra nhirng gi ching ta
mong mudn va thue trang van dé, nhung khong phai
ca muoi hai k§ ning g xtr chu yéu déu c6 16 hong.
Do vy, ching ta khong can phai chti tAm dén tat ca
nhitng k§ ning d6.

- Anh hiéu van d8é rdi diy, Bill a! - Mike ¢4 vii. -
Nhu trén tim thé c6 ghi, 16 hong nim & "thye trang”,
nhung ciing khong nén cho ring ca muoi hai ky ning
g x1r déu ¢6 16 héng.

- Thé thi cong viée cua ching ta 1a x4c dinh cho
duogc dau 1a nhirng 16 hong that su. - Sarah nhan xét.

- Pting thé! - Mike dap. - T6i cho rang sép cua
c4c ban hoan toan cé 1y bsi cac ban c6 thé phai tén
kém cho viéc huan luyén nhitng ky ning khong can
thiét. Khi & xuit van @ huan luyén véi sép, cac ban
da qua voi vang khi di d@én giai phap. Thay vao do,
c4c ban can so sanh thuec trang hiéu qua cong viée

. https://thuviensach.vn
bao Ticu Vii eBook



voi ket quda mong muon dé xac dinh xem 16 héng that
su nam ¢ dau.

- C6 vé nhu chiing t6i phai quay trélai van
phong @é hoi cac nhan vién dich vy khach hang tiéu
biéu xem ho da 1am gi véi muoi hai ky ning ung xu
kia. - Bill phong doén.

- Pting véy. - Mike dong y. - Pay la mot khau
quan trong trong viéc phan tich thyc trang. Cac ban
phai xem xét tirng 16 hong va tim hiéu nguyén nhan
ton tai cuia ching.

- Nhung chiing t6i c6 thé 1am duoc viée d6 bang
cach nao? - Bill hoi lai.

- Pé bat dau, - Mike giai thich. - t6i nghi c6 thé
tién hanh thao luan theo nhém véi cac nhan vién tiéu
biéu. Hay cb tim hiéu xem theo ho, d4u 12 nhirng k¥
ning dé thyc hién nhit, va dau 1a nhirng ky ning kho
thyc hién nhat. Hoi xem ho c6 cam nhan dugc phan
g cu thé cua khach hang hay khong. Va chinh cac
ban hoic cong ty c6 thé lam gi dé gitp ho lam tot hon

cOng viéc cua minh. Tt ca nhﬁﬁggmHmn%eagwpn
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céc ban phan tich thyc trang van dévatimraly do
ton tai ciia nhirng 16 hong.

- Thé theo anh, chting t6i nén chii trong dén
nhirng thong tin cu thé nao? - Sarah hoi.

- T6i khong thé chic chin diéu gi 1a tot ddi voi
linh vuc kinh doanh cua cac ban, nhung t6i s& n6i véi
cac ban vé nguyén tic kinh doanh co ban cua t6i, tir
d6 chiing ta c6 thé rat ra mot sé kinh nghiém can
thiét.

- Chiing t6i sin sang nghe dy. - Sarah noi. -
Chting t6i hoan nghénh moi sy gitp dd c6 thé co.

Mike cho tay vao chiéc tai dyng may vi tinh da
son cua ong.

- T6i rat thich cac biéu d6 va wa ding so do dé to
chtre cong viée. T6i goi cai nay 12 "Phuong Phap Lip
L5 Héng". - Va 6ng dat mot to gidy trude mat Bill,
dong thoi dua cho Sarah mot to tuong tu.
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- Nio, chiing ta bat dau nhé! - Mike phén khoi
noi.
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Chuong 7: CONG CU LAP LO
HONG
Bill va Sarah chim cht nhin vao nhitng to gidy.
CONG CU LAP LO HONG

Hiéu qua hoat déng trong cong viéc

/1 N\

Cac yéu to | | Cac yéu to | | Cac yéu t6
bén ngoai | | bén trong | | bén trong
t6 chtic t6 chiic | [moi ca nhan

Khong doi ho 1én tiéng hoi, Mike giai thich ngay:
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-Cbba ly do tao nén 16 héng trong cong viéc.
Mot trong s6 @6 nam ngoai kha ning kiém so4t cua
ching ta, con hai cai kia thi nguoc lai.

- Vay dé t6i do4n thir xem nhé. - Sarah xen vio.
- Ly do khong nam trong kha ning kiém soat cia
chting ta 1a chiéc khung bén trai: Cac yéu t5 bén
ngoai to chirc.

- C6 doan dting rdi diy. - Mike nhan xét. - Vi @b
14 nhitng diéu ma khéng mot ai trong chiing ta c6 kha
niing thay ddi. Chiing bao gom tinh hinh kinh té, cac
déi thu canh tranh dang ton tai cling nhu méi xuét
hién, cac yéu t6 vé nhan khéu, thué ma, va quy dinh
cua chinh phu...
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CONG CU LAP LO HONG

Hiéu qua hoat dong trong cong viéc

4

l

N\

Cac yeu to| |Cacyéu td | | Cac yeu to
bén ngoai | | bén trong | | bén trong
t0 chuic t6 chic | |mai ca nhan
Céc yéu t6 ndm

ngoai tam kiém

504t clia 18 chiic.

Vi du: tinh hinh
kinh t&, su canh
tranh, cac quy
dinh cta chinh
ph...
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- Nhung t6i cho ring ching ta c6 thé mua chudc
déi thu canh tranh hoic van dong hanh lang dé chinh
phu ha thué suit hay néi long cac quy dinh. - Bill chot
1én tiéng.

- Pang vay, nhung trong hau hét cac truong hop,
né sé gy ton kém ca vé thoi gian, cong sirc, tién bac.
Vi thé, t6t nhét 1a hily xét dén nhirng yéu t6 ma céc
ban c6 kha niing kiém so4t nhiéu hon. Ching ta hay
xem chiée khung thir hai: Céc yéu té bén trong t6
chue. Pay chinh 13 cic yéu ciu vé méi truong lam
viée. Néu anh con nhé nhirng gi toi da vé trén chiée
khin in, thi yéu cau vé moi truong 1am viée va yéu
cau vé niang lyc nam trong hinh chir nhat nho nhét.

- Nhé chir, e nao t6i cling mang chiée khiin dn
ay theo bén minh ma. - Bill n6i r6i rat chiéc khan ra
khoi thi.

- Hinh nhu anh 1am né son di réi ddy! - Mike
dua.

- U nhi! L& ra t6i phai cho ép cing va dong

khung truée khi n6 ra ra méi dapg. 7RBillidapdahvih
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ho cluing cuoi vang.

- Puoc rdi, ta quay lai cong viéc thoi! - Mike noi
tiép. - Theo céc ban thi d4u 1a nhitng yéu t6 c6 thé
kiém soat dé x6a bo 16 hong giira nhirng diéu ta
"mong mudn" véi "thyc trang hién tai" dé bao dam
thanh cong trong cong viéc?

~ -Chungtaco thé giai thich dé cac nhan vién
hiéu vai tro cta ho va nhitng gi chiing ta dang mong
doi. - Sarah goi y.
- Hay lim! - Mike gat dau.

- Chiing ta c6 thé huin luyén va hd tro ho. - Bill
thém vao.

- Tét. Con ai c6 ¥ kién nao khac nira khong? -
Mike hoi va cho doi.

- Tam thoi t6i chinghi duoc ¢6 vay. - Bill thira
nhan.
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- Thé thi & t6i thém vao vai y nhé. - Mike noéi. -
CAc ban c6 thé bao dam cac hé thong va quy trinh
1am viéc hiéu qua, hoic dua ra nhirng phan thuong dé
khuyén khich nhan vién 1am viéc tét hon, hay ciing
c6 thé bao dam tit ca nhan vién déu c6 thé tiép can
duogc thong tin, nhan sy, cong cu va nhirng hd tro can
thiét @& hoan thanh cong viéc cia minh.
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CONG CU LAP LO HONG

| Hiéu qua hoat déng trong cdng viéc |

/s

|

N

Cac yéu té
bén ngoai
t6 chuic

Céac yéu toé
bén trong
t6 chuc

Cac yéu 16
bén trong
mdi ca nhén

Cac yéu 18 nadm
ngoai tam kiém
508t cua 1o
chuc.

Vi du: tinh hinh
kinh t&, su canh
tranh, cac quy
dinh cda chinh
phi...

1.
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~ & A o
Yéu cau vé moi
trudng lam viéc

Cac yéu td ndm trong tAm
kiém sodt cla td chiic.

Vi du:

Lam ro nhiém vu cla

nhan vién va mong dgi

ctia 1o chic.

. Huén luyén va hd tro.
. Khen thudng khich 1&,
. Hé théng va quy trinh

lam viéc.

. Tiép can théng tin, nhan
su, cong cu va nhiing hd

trd khac trong cong viéc.
i S e e




- O, toi hiéu réi! - Bill néi trong lac ghi nguéch
ngoac y cudi cung trén to giay cua minh.

- Vay 1a chi con mot van dé can dwoc xem xét:
CAc yéu t6 bén trong mdi c4 nhan. Pay chinh la yéu
cau vé ning lyc 1am viée. - Mike néi. - Ndo, c6 ai co
kién gi vé van @& nay khong?

- Chting ta phai thué nguoi tai gioi. - Sarah tra loi
theo quan diém ctia mot truong phong nhan su.

- Pting thé. Va con gi nira? - Mike hoi khi Bill bét
dau ghi chtt mét danh sach bén dudi chiéc khung bén
phai.

- T6i nghi rang c6 4y mudén n6i moi c4 nhan

trong t6 chirc phai c6 du ning luc 1am viée. - Bill néi.

- Chinh x4c! Ho phai c6 c4c ky ning can thiét va
kién thire phit hop dé hoan thanh t6t cong viéc.

- Thé d6 khong phai 14 chire niing cua viée huin
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luyén dao tao hay sao? - Bill hoi nguoc trélai.

- Ciing c6 mot phan. - Mike ddng ¥. - Di nhién ky
ning va kinh nghiém ciing c6 thé tich lity dugc trude
khi di lam, tir treong dai hoc, truong ky thuat, cac
khoa hoc tai chitc... Anh ¢6 nh¢ t6i da tung ndi vai
anh rang nhitng nguoi quan 1y san golf gioi nhat
thuong 1 nhitng nguoi tot nghiép chuong trinh dao
tao chuyén mén vé cac 16p dat bé mat khong?

- C6 chu. - Bill gat dau.

- Tuy nhién van con mét yéu té khac. P6 14 cac
t6 chét can thiét. Chiang han, mot nguoi khong c6 kha
ning phéi hop tay-mat tét, thiéu kha ning chay
nhanh hoic giit thang bang thi khé c¢6 thé tro thanh
mot van dong vién chuyén nghiép.
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CONG CU LAP LO HONG

| Hiéu qua hoat déng trong céng viéc |

V'

!

N

Cac yéu té | | Cac yéu té | | Cac yéu to
bén ngoai bén trong bén trong
16 chtic 16 chiic moi ca nhan
Cac yéu t6 Yéu cdu vé méi  Yéu cau vé
,ndm ngoai trudng lam viéc nang luc
tAm kiém soat | ,
ctia 16 chic.  Céc yéu té nam trong tdm  Céc yéu 16 bén
Stttk kiém so&t cla té chifc. trong mdi ca
I du: tin ’ nhan gitip dam
hinh kinh té, Vi du: bao cho nhan
sucanh tranh, 4 15m 16 nhiém vu cla vién c6 kha
cac quy dinh nhén vién va mong dgi  hang dap tng
cuahclh[nh cia 16 chuic. yéu ciu cla 6
phi... ic.
2. Huén luyén va hb trg. ik
3. Khen thudng khich 18, ' 9%
1. K¥ nang va
4, Ha Ihfmg va quy trinh fie e
lam viéc. ) )
2. To chat.

5. Tiép can théng tin,
nhan su, cdng cu va
nhang hé trg khac
trong céng viéc.
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Trong lac Bill va Sarah khong ngirng ghi ch,
Mike tiép tuc.

- Hay xét mot vi du don gian: t6i can c6 cac nhan
vién thanh thao tiéng T4y Ban Nha dé phuc vu céc
khéch hang T4y Ban Nha va B6 Pao Nha. P6 1aly do
vi sao yo hablo espandol!3)

Khudn mit Bill sang hin 1én:

- T6i hiéu anh muén néi gi réi. Chuyén hoc tiéng
T4y Ban Nha cfing rat hiru ich véi téi day. T6i sé co
thém nhiéu ban bé noéi tiéng T4y Ban Nha, diéu ma
chic chén t6i s& khong thé c6 dugce néu khong hoc.
Ngoai ra, toi sé khong goi nham mén khi di dn & mot
nha hang Mexico thuan tdy!

Mike khong thé khong cuoi khi nghe Bill ni.

- RS rang t6 chét 1a nhitng gi chiing ta can luu y
trong qua trinh phong van cac irng vién khi tuyén
dung nhan sy. - Sarah nhan xét.
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- bing vay. - Mike x4c nhan.
Sarah noi tiép:

- Do d6, theo t6i diéu quan trong 1a phai xac
dinh duoc dau 1a nhitng t6 chit ma ching ta can.
Nghia 13, chting ta phai phan tich ky ludng nang luc
cua céc ung vién dé danh gia xem liéu ho c6 nhitng 15
héng ndo cb thé can tro viée dat duoc két qua ma
chting ta mong muén hay khong.

- Pting thé diy. - Mike dong ¥. - Nhung ciing can
luu ¥ rang c6 nhirng 16 hong 6 nhan vién ma ta c6 thé
khic phuc duoc. Pung loai ho chivihg khong hanh
xtr hay c6 nhung ky nang glong nhu ban mong doi.
Do d6, c4c ban can phai c6 mét k§ ning hét stre tinh
té mdi c6 thé xac dinh duoc dau 13 nhirng nhan vién
¢6 kha nang tao nén bude nhay tir "thyc trang hién
tai" sang "két qua mong muén".

- Troi a! - Bill thét 1én trong khi van tiép tuc viét.
- Sao ma c6 lim thr phai cAn nhic vay. Khong biét
chiing ta c6 du kha nang xem xét k§ luong moi thu
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- Néu anh khong thé 1am duoc tit ca thi ciing
dirng budn, Bill a! - Mike dong vién. - C6 nhiéu cong
ty ciing nhu vay day: Ho chithué nhirng ngudi gioi
rdi dé mic nhan vién ty xoay x6 trong nhitng viing
bién chang may thuan loi. Phai mat mét thoi gian dai
t6i moéi c6 thé dtc két duge nhirng kinh nghiém nay
va ap dung vao cong viéc kinh doanh ctua minh.

- T6i thdy c6 mot sb thir chiing ta c6 thé thay déi
ngay bay gio. - Bill xem xét ban ghi cha cua minh va
noi.

- Ctt binh tinh. - Mike nhéc nho. - C6 vé nhu anh
lai mudén nhay ngay dén giai phap mot lan nira roi.

Mike lai dua tay vao tii 4o so mi va rat ra hai
chiéc thé mau xanh 14 cay ro6i dua cho Sarah va Bill.
Trén chiéc thé nay c6 ghi dong chi:

NHAY NGAY DEN GIAI PHAP?
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Ho im ling doc dong chit ghi trén thé réi cling
cuoi vang.

- Ké tir bay gio, t6i nghi ching ta phai quan sat
can than trudce khi nhay! - Bill quay sang ni véi
Sarah.

* %%

Trové sau cudce gip mat voi Mike, Bill va Sarah
quyét tAm 4p dung nhirng bai hoc vira méi hoc duge
nay. Ho gip nhau tai van phong cua Bill vao ltc ba
gio Tudi chiéu hdm @6 khi ca hai déu kha ranh rdi.

- T6i dong ¥ v6i Mike rang thao luan nhém sé 1a
céch tét nhat dé ching ta thu dugc nhitng thong tin
chinh x4c vé "thyc trang" va "két qua mong doi".
Nhirng nguoi tham gia sé bé sung cho nhau va chiing
ta s& nhanh chéng c6 duge nhirng cudc thao luan hiéu
qua. - Sarah dé nghi.

- C6 nbi dting, nhung diéu nay lai lién quan dén
. https://thuviensach.vn
bao Ticu Vii eBook



ngan sach, va con tén kém hon nhiéu so véi ké hoach
moi com trra nhan vién ma ching ta da thuc hién.
Va ching ta s€ phai thuyét phuc Angie dong y.

- Thé thi chting ta hiy thao ngay mot ban dé
xuat. - Sarah dé nghi.

- C6 biét 1 toi ghét gip ba 4y ma... - Nhic dén
viéc n6i chuyén voi Angie, Bill chtun buée.

- Bill, ba 4y chilam céng viéc ciia minh théi. -
Sarah nho nhe.

- Thi nhitng con su tir ¢ d4u truong La Ma ngdy
xua ciing vay! - Bill ngan ngam.

- Théi nao Bill! Ba iy dau c6 dang so dén thé!

* X%

Vi da quen véi sy ding hen cua Sarah va Bill,
Angie don ho ngay tai ctra ra vao.
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- T6i rat thich su chinh xac veé gio giac. - Ba noi.
- N6 cho thay anh chilam viéc rat nghiém ttc.

- O, tat nhién, chiing t6i rat nghiém tic! - Bill
vira ndi vira liéc nhin Sarah.

Angie di ngay vao van dé bang cau hoi thing
than:

- Anh chi c6 tién bo gi khong?

"Co, nhung t61i sé khong cam on ba dau!", Bill
ty nhu trong 1ong.

- Cb, ching t6i tin 1a vay. - Sarah dap.
- Tét, dua cho t6i xem nao. - Angie dé nghi.

"Dirng, Bill ¢!", ndi lo ngai trong Bill 1én tiéng
chéng déi.

Nguoi cét tiéng tra 10i van 1a Sarah:
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- Chiing t6i tin rang cach tét nhit dé xac dinh
nhirng k{ ning va hanh vi tmg xt con thiéu noi nhan
vién dich vy khach hang binh thuong so véi nhan
vién xuét sic 12 tién hanh mét loat nhitng cudc thao
luan nhém. Vi chtng t6i tin ring mot khi nim ro
nhirng yéu t6 1am nén thanh c6ng cia nhirng nhan
vién xuit sic, ching tdi c6 thé rit ra mot sé phuong
phap huén luyén tap trung vao nhirng thiéu sét co
ban nhét ¢ cac nhan vién binh thuong.

- Théo ludn nhém a? - Angie tra 16i bing mot cau
hoi ngan.

Lic nay, Bill gat duvoc nhitng y nghi chéng ddi
qua mét bén va tham gia vao cudc noéi chuyén:

- Nhu ba da lvu y, that lang phi khi chung ta
huén luyén tit ca nhan vién vé moi ky ning néu
nhirng ky nang d6 khong gitp cai thién hiéu qua kinh
doanh hodc d6 khong phai 1a nhitng ky nang ho con
thiéu.

- Pling, dting 12 t6i @4 n6i nhu thé. - Angie gat
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- Va chtng t6i mudn dugc tién hanh ngay ké
hoach nay. - Sarah n6i thém.

- Thé c4c anh chi c6 biét dy 4n ndy tén kém
khoang bao nhiéu khong? - Angie hoi lai.

"Lai la van dé tien nong, cé Ié ba ta nghi minh
dang lam viéc cho mét cira hang giai khat chac?”,
Bill rua tham.

- Ching t6i wdce tinh sé khong qua hai ngan d6-la
dAu, thua ba. - Sarah binh tinh tra 1oi. C6 hiéu ré con

gian dir dang dién ra trong dau Bill ltc nay.

- Théi dugc, t6i dong ¥. Anh chitién hanh di. -
Angie gat dau.

- Cam on ba. - Ca Sarah va Bill cung dap.
Khi ho buéce ra ctra, Angie con nbéi thém:

- Tuy nhién, t6t hon hét 12 anh chinén thém vao
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céc phat hién cua minh mét sé giai phap chéc chan.
T4t ca chiing ta déu dang chiu 4p luc phai thay doi
moi thir xung quanh. Thiphan cua chiing ta dang c6
chiéu huéng giam va Tap doan sé khong dé yén nhu
vay dau.

Khi da chic Angie khong con nghe thay, Bill lién
tréu choc Sarah:

- Thé ddy, dao nay c6 c6 duge nghe 16i de doa
ngot ngao nao khong, Sarah?

- 0, c6 chir. Thé anh khong biét chuyén vé hai
nhén vién phai chiu rat nhiéu 4p lyc vi Tap doan
khong dong ¥ dé giam thi phan a? - Sarah tinh nghich
thém vao.

- Um... c6. Nhung ching thi viti ndo. - Bill
nhtn vai tra loi.
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Chuong 8: NHUNG MANH
GHEP CON SOT
Tt hon chiing ta khong nén 1am cho moi thir réi
tung l1én. - Bill n6i khi cting Sarah 14p danh sach

nhirng nhan vién cé thé tham du budi thao luan
nhoém.

- Plng vay day, Bill a! - Sarah dong tinh.

- Nhung khong hiéu sao t6i van cé cam gic
thiéu thiéu mot diéu gi d6. Hay con sét nhitng manh
ghép quan trong nao d6 ching? - Bill tram ngam suy
nghi.

- T6i ciing cam thiy thé. - Sarah gat dau dong y.

- C6 1& chting ta s& tim théy cau tra 16i trong céc
sach quan trihoic nhan sy chang?

- Theo nhu t6i biét thi khﬁﬁgsym(gﬂggé}?{}g
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nghi chiing ta ¢6 du thoi gian doc sach dau Bill a! -
Sarah phan ddi.

- Thé thi...
- La Mike, ding khong? - Sarah cuoi 1ém linh.

- Chinh x4c, ¢6 thong minh diy! - Bill mim cuoi
tan thanh.

***

Mike hen gap Bill va Sarah hai ngay sau do, khi
ong c6 thoi gian thong tha dé tiép ho.

- Véan d& nay s& ton kha nhiéu thoi gian dé giai
quyét day. - Ong n6i véi ho nhu vay qua dién thoai.

Khi moi nguoi da yén vi thoai mai trong nhirng
chiéc ghé tai vin phong ctia Mike, 6ng bat dau bang
mot cau hoi thang than:

- Nhitng goi y cua toi c6 gitp gi cho cac ban
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khong?
Bill hoi bdi réi.

- Tha that chting t6i van chua tién hanh thao
ludn nhom.

- Sép cua cac ban phan d6i a? - Mike ngac nhién
hoi lai.

- Ba 4y da duyét ngan sach, nhung that 1ong ma
noi, chiing t6i van chua ro tai sao viéc phan tich thuc
trang lai c6 thé gitip tim ra giai ph4p. Trong khi do,
sép t6i c6 noi rang thong tin thoi thi chua du, ba iy
yéu cau phai c6 ca giai phap.

bot nhién, Mike hoi mot cau lam cho ca Bill 1an

Sarah déu bét ngo.

- Cac ban c¢6 thoi gian di thuc dia véi t6i mot
chuyén khong?

DPAp lai cau hoi cua 6ng l1a vé mat ngac nhién cua
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hai nguoi.
- Nhung di d4u a? - Cudi ciing Sarah hoi.

- Bi mat. C4c ban phii tin tuong t6i vé viée ndy. -
Mike cuoi mot cach bi mat.

Thé 1a ca nhom 1én xe cua Mike - mét chiée
SUV{4) 6n thuong ding cho nhirng chuyén di thyc
dia - va tién thang vé viing ngoai 6 thung liing phia
dong. Thinh thoang Mike m¢ quyén huéng dan
Thomas Guide d¢é xem minh phai ré theo huéng nao.

- Ua, sao giéng khu vyc t6i séng qua vay! - Bill
thot 1én.

Qua that, chiée xe dang dua ho dén khu nha cua
Bill.

- Pang thé day. - Mike gat gu.
- Thé chting ta dén day lam gi ?

. https://thuviensach.vn
bao Ticu Vii eBook



- Roi anh sé biét. - Mike cudi, khong tiét 16 gi
thém.

Sau vai khiic ngoat nira, Mike 14ai xe ré vao mot
ngo6i nha kha xinh xan.

- Nay, day 1a nha t6i ma! - Mot 1an nita Bill thot

1én.

- Pting thé. Anh d3 goi cho doi thyc dia cua toi
b4o rang anh nhan thiy c6 diéu gi d6 khong 6n dbi
v6i cdy trong trong san nha anh. T6i nghi chiing ta
nén dén noi va xem thyc té thé ndo. Cong ty cua toi
phuc vu khach hang rat t6t ma, anh nhé chu? - Mike
giai d4p thac mac cua Bill.

- Lam sao anh biét duoc? Y t6i13, 1am sao anh
biét t6i goi dién thoai 4y ? - Bill van chwa hét ngac
nhién.

- T6i ¢ gang nam bat moi thi. Tuy khong phai
ltc ndo ciing thanh céng, nhung t6i ludn cb ging.
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Céaba nguoi ra khoi xe. Bill dwa ho vao khoang
san vuon rong rai, xinh dep phia sau nha.

- Nao, hily cho t6i biét van dé cua anh. - Mike
noi.

- Anh nhin miy cay co nay xem. - Bill n6i khi
anh ddn Mike va Sarah dén bén hai cay co Mexico.

Bill nhé ca hai ciy nay déu duoc trong vao mot
ngay, lai ¢ cung @6 tudi, chiéu cao va gidng nhau
nhu diac khi duge chuyén tir vuon vom cia Mike vé
va cling duoc trong vao c4ild vira ddo xong ¢ ving
dit kho can nay. Thé nhung gio day khi nhin ching,
anh thiy rd mot cAy 16n rat nhanh con cay kia thi
van vay. Mot cly cao, cang cap con mot cay lai coi
coc. Sy khéc biét qua r6 rang!

- T6i khong hiéu chuyén gi da xay ra. - Bill hoi. -
Tai sao cAy bén trai lai thap nhu vay? Sy khac biét
nay do dau ma c6?

- Cau hoi rat thi vi. - Mike d4p. - Nhung dé c6
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cAu tra 101, chting ta sé ciing tim hiéu mét chit vé ge
ré cua chung!

- Nghia 1a van dé nim 6 ré cay u? - Bill hoi.

- Ciing khong hin 12 nhu thé. Y t6ila 6 day ¢
mot so yéu t6 can dugc xem xét. Chung ta khong thé
voi vang dua ra két luan va hap tap di dén giai phap
duoc.

- T6i hiéu. - Bill n6i nhung 1ong anh van day théc
mac. V6ianh, @6 van con l1a diéu bi an.

- Thé theo anh, nguyén nhén c6 thé 14 gi?
- Mike nhin hai cay co réi quay sang hoi Bill.

- Um... - Bill suy nghi. - C6 thé vi mot cay nhan
duoc nhiéu nuée hon cay kia, vay nén toi nghi chiing
ta can tudi lvong nuée nhu nhau cho ca hai cay.

- C6 thé. - Mike vira n6i vira ctii xuéng kiém tra
hé thong tudi nude. - Nhung c6 vé nhu cé hai cay déu
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nhan duoc luong nude nhu nhau, trir khi mot dau tudsi
nudce binghet.

- Hay mét cay nhan duoc it 4nh sang mat troi
hon chiing? - Sarah nhin 1én cén nha, do4n. - C6 thé
céi cAy bén trai bi cin nha che khuat ldc mat troi
dirng béng. C6 18 Bill can doi n6 sang chd khac.

- P ciing 1a mot kha ning. - Mike dong ¥.

- C6 1& chting ta cain bon phan thém cho céi cAy
théap hon. - Bill néi tiép.

- Qualatdico goiy cho cac ban mot chiat, nhung
cac ban c6 nhan thay minh dang lam gi khong? -
Mike bong héi.

- Khong! - Ca hai cung dap.

- Cac ban dang nhay ngay dén giai phap ma
khong tim hiéu nguyén nhan sau xa. Bill, anh c6 nh¢
t6i da néi véi anh rang chinh nhirng diéu khong nhin
thay bén dudi 16p c6 & cic san golf méi that sy tao
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nén nhirng san golf ding c4p hang dau chi?
- Co, t6i nhé. - Bill gat dau.

- Chiing ta ciing c6 thé 4p dung nguyén tic nay
cho khu vuon cua anh. Ping, nguyén nhan c6 thé1a
do nuée hozc anh sang mit troi. Pay c6 thélaly do
tac dong nhung ciing c6 thé khong phai, vi thé chiing
ta van phai di tim cin nguyén van dé bang cach hoi
ding cau hoi, va hoi diang cach. Ching ta can tim d&én
tan ngudn goc dé hoi.

- Thé nghia 14 sao, that kho hiéu qua? - Bill chau
may suy nghi. Qua that, nhitng diéu Mike néi c6 vé
rat mo hd.

- Thé nay nhé. - Mike héi. - Anh c6 goi dén cong
ty dién thoai dé nho ho gitp giai quyét van dé cua hai
cay co nay khong?

- Dinhién la khong. - Bill tra 1oi.
- Thé con dich vu truyén hinh c4p?
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Bill bit diu nhéan thiy cau chuyén sé di dén dau.
- T4t nhién ciing khong. - Bill lic dau.

- Cau traloi hay 1am. Anh d3 goi cong ty cua toi,
va vi thé t6i mai dén day dé gitp anh. T6i s& tim hiéu
nhirng thir bén duéi bé mat cua dit, nhirng thir ma
anh khong thé nhin thiy dugc.

- Mike, anh c6 thé giai thich xem anh s& lam gi
khong? - Sarah sét rudt hoi.

- C6 chir. - Mike bt dau giai thich. - T6i s& cho
lay mau dit. Nhan vién cua t6i sé dén, khoan vaild
nho, va lay mau dwa dén phong thi nghiém. Chting t6i
phai dao du sau dé biét liéu c6 via 4 nao bén dudi cai
cay coi coc kia khong. Ké do, chting t6i s& kiém tra
van dé con trung, xac dinh d6 pH trong dat, kiém tra
thanh phan dinh duéng dé dam bao rang ca hai cay
déu nhan duoc ngudn dinh dudng thich hop. N6i
cach khac, chiing t6i sé dat dang cau hoéi theo ding
cach. Ching t6i s& tim dén tan gdc van dé, d6 1a dét
trong nhiing cdy co nay. Myc tiéu cua chiing t6i rét
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- Poi da Mike, t6i nghi minh can phai ghi lai mot
vai diéu. - Bill néi.

- Khong can dau, Bill. T4t ca nhirng gi toi giai
thich véi anh c6 thé tom gon trong bén tir d& nhd sau
day: Xac Pinh Nguyén Nhan. Cac ban dung bao gio
nhay ngay dén giai phap ma phai dao sau tim nguyén
nhan. Nhiéu khi chiing khong hién thi ngay truéc
mét ban ma 14n khuét dau d6 bén dusi bé mat.

Mike dua tay vao tti va lay ra hai tim thé mau
xanh dua cho Sarah va Bill. Trén d6 1a nhirng dong
chir:

HAY XAC PINH NGUYEN NHAN - NEU
KHONG,

CHUNG CO THE SE TROI CHAN BAN.

- Hay qua! - Bill néi. - O mot khia canh nao do,
t6i da hiéu duoc nhitng nguyén nhan c6 thé troi bude
chiing t6i roi. Chiing t6i da vat va tim cach giai quyét
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van & ma chua that sy ddo sau tim c6i ré nguyén
nhan. Ching t6i da biét nhirng "viéc can 1am" cua
minh 13 gi, chting t6i sé tién hanh thao ludn nhém dé
kham pha va phan tich thuc trang, nhung chtiing toi
van chua tim ra nguyén nhan tao ra cic 16 hong.

- Hoan ho! - Mike thét 1én vui mirng.

- Sao ma dai dong vay, Bill! Nghe ct nhu la mot
bai tho do et 4y. - Sarah tréu choc Bill v6i mot nu cuoi
hém hinh

-Um, c6 1&1a vay. - Bill tra 10i hoi nguwong ngting
nhung réi quay sang Mike, anh tiép tuc hoi. - Thé
anh c6 nghi la cac nhan vién dich vu khach hang
xuat sic c6 thé gitip chiing t6i x4ac dinh nguyén nhan
khong Mike?

- T4t nhién rdi! Néu anh hoi ding cau hai theo
dtng cach va that sy hiéu duge tAm tu cua ho, anh sé
ngac nhién vé nhirng phat hién cua minh day.

- T6i luén nghi rang cdng viée ciia minh 13 tuyén
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duoc nguoi cb ning lyce, huin luyén ho réi sau d6 dé
ho tu do lam viéc. - Sarah nho nhe dwa ra suy nghi. -
Nhung bay gio tdi tin rang mdi nguoi déu c6 mot vai
trd nhat dinh trong viéc giai quyét van dé va ting
cuong hiéu qua lam viéc cua ca nhan cling nhu cua ca
doi. Moi nguoi ai ciing thich dwgc héi ¥ kién va tham
gia vao qua trinh lam viéc chung.

- Ca hai ban déu tién bo vuot bac day. - Mike
khen ngoi. - Hay chon ding nguoi, hoi ding cau hoi
theo ding céach, cac ban s& phan tich dugce thuc trang
van dé va xac dinh duoc nguyén nhan. Khi 6, viée
l4p nhirng 15 hong giira hién trang va mong uéc chi
con 1a van dé thoi gian.

Sarah rat hai long véi nhitng gi kham ph4 duoc
qua chuyén di.

- Mike 4, t6i that sy khong biét n6i thé nao vé sy
gitp d6 ma anh danh cho chting t6i. - C6 bay to 1ong
cam kich.

Ngay khi vé dén vin phong cua Mike, Sarah voi

ra khoi xe va noi véi déng nghiép sy hsach.vn
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- Chting ta di lap nhirng 15 hong thoi, Bill!

- Nhat tri! - Bill gat ddu dong y.
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Chuong 9: CHON DUNG
GIAI PHAP

Ty tin v6i nhirng kién thire vira duge Mike trang
bithém, Bill va Sarah bit tay vao soan thao ban cau
hoi dé sir dung tai bubi thao luan theo nhém véi muc
tiéu phan tich thuc trang van dé va x4c dinh nguyén
nhan.

- Truéce khi tién hanh thao luan nhom, dé ting
tinh sang tao va tao khong khi hirng khéi cho moi
ngudi, toi cho rang ching ta nén nghi ra mot tén goi
khéc thay vi dung tir thao luén tap trung theo nhom.
Y t6i1a chting ta nén dwa ra mot chi @ nao dé. - Bill
dé xuat.

-Y kién nay hay ddy. - Sarah tan thanh. - Thé
anh c6 nghi ra tén goi nao chua?

- That sy 1a t6i chwa nghi ra.- Bill lic dau. Sau

mot lace suy nghi, Sarah hon thYSS }ﬁﬁhw ensach.vn
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- T6i nghi ra rdi! Ching ta s& goi la "Doi Phi
Tiéu", vi nhiém vu ctua ching ta la nham thang muc
tiéu, x4ac dinh nguyén nhan va triét tiéu 15 hong!

- T6i thiy goi nhu véy c6 vé hoi qua. - Bill cudi -
Nhung khong sao, t6i ung h¢ y kién nay. Vay ta dung
tén "Doi Phi Tiéu" nhé!

* %%

Khi tiép xtic v6i cac nhan vién dich vy khach
hang dé moi ho tham gia budi thao luan nhém, mot
lan nira Bill va Sarah lai ngac nhién vi thai @6 nhiét
tinh ciia ho. Gan nhu ai ciing sin long tham gia.

Tha ba tuan sau, Bill va Sarah bit dau véi nhom
dau tién gom tdm nhan vién dich vy khach hang
trong phong hop nho.

- S¢ di cac ban ¢6 mit ¢ day 1a vi ching t6i tin
rang khong ai hiéu rd vé dich vu khach hang va biét
c4ch nang cao chét luong phuc vu bang c4c ban. - Bill
vao deé. - Vi thé chting t6i @3 moi c4c ban tham gia
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vao Doi Phi Tiéu nay.

- Chu dé thao luan cua ching ta hdm nay 1a "Lap
L5 Hong". - Sarah tiép 10i Bill. - Nhu chting t6i da
thong bao trudce khi cac ban ding ky tham dw, budi
hop dau tién s& kéo dai gan ba tiéng. Sau do, cu vai
thang chiing ta s& c6 mot budi hop ngin dé ching toi
thu thap nhitng ¥ kién va nhan dinh méi tir cac ban,
néu co.

- N6i chung, chiing ta sé ban vé nhirng thir thach
ma cac ban gip phai trong c6ng viéc, cling nhu chia
sé ¥ kién 1am thé ndo dé nang cao chat luong phuc vu
khach hang. - Bill giai thich thém. - Muc ti€u cua
chiing t6i 14 tao co hoi dé cac ban phan héi thong tin
trong moi truong lam viéc theo nhom.

- 0, vay ra day la thao luan tap trung theo nhom
a! - M6t nguoi nodi to tir phia bén kia ban hop.

Bill mim cuoi nhin vé huéng ngudi vira 1én tiéng,
traloi:
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- Vay 1a anh nim duogc ¥ dinh cua ching t6i rdi
day. Chtng t6i mudn ting thém phan hio hing nén
da nghi ra mot chu dé cho budi thao luan va dit tén
cho cac nhém la nhirng Do6i Phi Tiéu. Nhung dang
nhu anh néi, day 12 budi thao luan tap trung theo
nhom.

Moi nguoi cuoi 6. Roi mot nguoi khac phat biéu:

- Anh goi thé ndo ciing dugc, nhung t6i rit vui vi
chting t6i c6 co hoi duge bay to ¥ kién cua minh. T6i
ciing da nghi dén mot vai diéu va muédn thao luan véi
moi nguoi.

- T6i ciing thé. - Mot nguoi khac manh dan noi
to.

Tiép @6, mot vai nguoi khac thé hién sy ddng
tinh cua minh bang cach gat dau hoac bo sung y kién.

Sarah va Bill that sy hai long véi nhirng gi dang
tién trién tai cudc hop.
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- Chiing ta s& c6 hai Dgi Phi Tiéu cho mdi ca. -
Bill n6i tiép. - Vi o Dyad khong c6 doi ndo 1a doi B ca,
nén ching ta sé dat tén cho cac doila boi 1 va Doi A.
Nhung ching t6i muén nhin manh rang day khong
phai la mét cudce thi. Cac ban s& khong duoc thuong
tién hay bat ky giai thuong cé gia trindo ca.

Cau nbi cua Bill 1am tiéng cuoi ron 1én trong
phong.

- Chiing t6i cfing mudn c4c ban biét rang trong
budi hop ndy moi ¥ kién déu duoc hoan nghénh. -
Sarah n6i thém. - Mic du vé nguyén tic, day 1a mot
buéi thao luan tap trung theo nhém, nhung ching ta
sé khong qua cirng nhic. Cac ban c6 thé ty do phat
biéu bt cir diéu gi minh mudn va moi thic mic gi déu
c6 thé dua ra thao luan!

- Piéu dau tién ching t6i mudn lam, - Bill néi, -
14 x4c dinh nhitng "viéc cin lam", hay noi cach khac,
do6 chinh 14 c4c con s6 chting ta can dat dugc vé thoi
gian tra 10i, muc tiéu giai- quyét-van-dé-ngay-trong-
cudc-goi-dau-tién, va ty 1¢ khach hang hﬁy bo cude
goi. Day 14 nhitng con s6 ma chHB§ m@ﬁgéch vh
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Sarah viét nhitng con s6 trén tam béang trang.

- Bay gio ching ta hily xem cac s6 liéu hién tai. -
Bill néi tiép. - Nhitng con sé ndy thé hién ning luc
hoat dong cua chung ta hién nay, theo két qua b4o
c4o cua tuan vira roi.

Sarah lai viét tiép nhirng con s6 d6 vao cot thu
hai, roi vach mot duong ké dam phan chia gitra hai
cot.

- Mtre chénh léch giira hai cot s6 ndy chinh 1415
hong can lap kin trong hoat dong cua chting ta. D6
ciing chinh 1a muc dich cua viéc thanh lap cac Doi
Phi Tiéu: Chang ta phai cing nhau xac dinh nguyén
nhan tao nén 16 hong va dé ra giai phap délap cac 15
héng d@6. - Bill két luan.

Tiép theo, Bill va Sarah moi moi nguoi tu do dat
cau hoi va tra1oi mot cAch thang thin. Sau d6, ho
phat ban liét ké muoi hai k§ ndng ing xur thanh c6ng
da thu thap tir trude va thim do ky ludng dé tim hiéu
xem cac nhan vién dich vy khach hang dién hinh that

su lam viéc nhu thé ndo. Ho dwapa nhREsRY oL Mo
Pao Tiéu Vii eBook



nhu: "Visao anh/chilai chon cach lam d6?" hay
"Anh/chixtu 1y viéc nay, viéc kia nhu thé nao?"...

Sarah ghi cht can than suét budi thao luin @é c6
thé phan tich thuc trang mot cach k§ cang vé sau.

Mot lie sau, moi ngudi xoay sang thao luan vé
nhirng nguyén nhén c6 thé gy ra 16 hong.

- T6i c6 mot s6 ¥ kién vé nguyén nhan cua
nhirng 15 hong ton tai trong hoat dong cua chiing ta. -
Mot chang trai tré phat biéu mot cach ty tin. - T6i da
suy nghi vé van dé nay tir khi anh dé nghit6i ding ky
tham gia thao luan.

- Tét lim, xin moi anh. - Bill dong vién.

- Pugc, t6i xin trinh biy van dé. Khi khach hang
goi dén Dyad, don gian 13 ho s& dwoc néi may voi
nhan vién dich vu khach hang ndo dang ranh. Néu d6
1a m6t nhan vién tuong déi méi, van dé ho gip phai c6
thé nam ngoai kha ning giai quyét cua anh ta. Do
vay, nhan vién d6 phai yéu cau khach hang cho may
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va tim nguoi thich hop @é hd tro. Néu khong may gap
ltc c4c nhan vién dich vu khach hang am hiéu vé san
pham déu dang ban tiép nhirng khach hang khac, thi
ngudi khach dang cho may sé phai doi rat 1au. Vi thé
ho s&bo cude goi, vay 1a muc tidu giai-quyét-van- dé-
ngay-tir-cudc-goi-dau-tién da khong thuc hién duge.

- Hay déy! - Sarah d4p. - Nhung anh di duoc du
mot khoa huan luyén tap trung vé chuyén mon khi
méi vao cong ty. Va myc dich cua viée huan luyén la
dé x6a bo khoang cach giita nhan vién méi vao va
nhan vién giau kinh nghiém kia ma?

- Chi vira méi néi ra mét tir mau nhiém day. -
Chang trai tré tra 1oi. - P6 1a kinh nghiém. B6 t6i
thuong néi, khong gi c6 thé thay thé kinh nghiém. Va
t6i nghi 6ng no6i dtng. Viée huin luyén cé thé cho chi
kién thirc, nhung kinh nghiém lai gitp chi 4p dung
kién thire d6 trong nhirng tinh hudng thyc té mot
céach thich hop.

- Rét dtng. - Bill thira nhan va viét dong chii:
"Phan bo cudc goi mét cach ngau nhién"1én tam

bang trang, dudi tiéu dé: Cac W&eﬁtﬂh%lggéﬂﬁ\}ﬁ
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héng.

Sarah bdng nh¢ lai lan cudi cting ¢6 goi dén sé
may hd tro ky thuat khi gap phai sy ¢ nho véi chiée
mady tinh ¢ nha. Sau khi nhin s6 may tong dai, c6
phai tiép tuc nhan thém vai s dé gap duoc nhan vién
dich vu khéach hang thich hop. Pau tién, ¢6 nhén s6 3
dé cho biét minh dang gap réc rdi véi may tinh dé ban
cht khong phai may xach tay. Ké d6 c6 nhan phim 5
de chiro doi may dang str dung Cudi cung, c6 nhin
sbodé duoc tu van vé van dé phan mém cu thé ma co
dang gap ric rbi. Va sau khi néi chuyén véi nhan
vién dich vy khach hang chua day hai phut, van dé
cua co6 duoc giai quyét nhanh chéng boi mot nhan
vién giau kinh nghiém. Lic d6, c6 da nghi rang day
quala giai phap tu van tuyét voi qua dién thoai.

- Chiing t6i ciing gap mot van dé khéc tuong tu
nhu vay. - Mot phu nit tré néi. - Trong mét s6 truong
hop, chting t6i biét ring cach duy nhét dé giai quyét
van dé cua khach hang 1a cir mot ky thuét vién dén
noi lap dit. Khach hang bao gio cling muén lay lich
hen ngay khi ho goi dién thoai dén. Thé nhung, t6i

ludn phal cho ca 10 phit hay lﬁ%omﬁhglghggghw
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Bo6 phan Ky thuat. Trong ldc d6, khach hang bibudc
phai nghe nhac cho dén khi duoc ndi may trolai. Va
khi d6, thuong thi ho da gac may vi cho qua lau.

- Thong tin nay thi vi day. - Bill néi khi tiép tuc
viét 1én tam bang trang mot nguyén nhan nira: "Van
de giao tiep giita cac b phan khac nhau”.

- C6 mét viée quan trong ma t6i da nhiéu lan
phan anh. - M6t nguoi dan 6ng ding tudi vai vé ngoai
hoi nghiém khac phat biéu. - T6i da lam viéc ¢ day
gan nhu tir ngdy Dyad méi thanh lap, va cac trang
thiét bi cua ching ta ciing vay. Y t6ila may tinh va
phan mém dang sir dung da qua cii, vi thé khong thé
dap ng tét yéu cau cong viée ngdy nay. C6 thé laba
bdn nim trude né con thich hop, nhung bay gio thi...

- Vay anh c6 hinh dung dugc moi thir nén thay
doi nhu thé nao khong? - Bill ngat 1oi 6ng ta.

- C6 chur. - Nguoi dan ong tra loi. - Bon tré con ¢
nha c6 thé luét qua ca mot luong thong tin khong 16
trén Internet trong khoéng thoi gian con nhanh hon

ca thoi gian ching ta chuyén RN RRhRE SARG
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man hinh khac. Khach hang huy bo cudc goi vi phai
doi qué 1au dé chiing ta chuyén déi. Khong nhirng
vay, khi lam nhirng viéc nay, tén khach hang cting
nhirng thong tin khac lai khong duoc cip nhat trén
man hinh méi. Hé théng thong tin noi bo cua ching
ta chua duogc td chue tét, tham chi con thua téc do
truy cap thong tin trén trang web danh cho khach
hang cua ching ta nira...

- Thé nghia 1a anh muén bang cach nao d6 lam
cho hé théng thong tin néi bo dé sir dung hon? - Bill
hoi lai.

- Ptng vay. Y t6ila thé. - Nguoi dan 6ng gat dau

va ngbi xudng.

Bill ghi thém mot ¥ khac 1én tim bang: "H¢é
thong thong tin khéng day di".

Tiép d6, mot nhan vién tuong ddi mai néi véi veé
ban khoan:

- T6i rat ngai khi hoi diéu ndy, nhung that tinh
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to6i van khong ro chitiéu nao 1a quan trong nhét. Liéu
d6 c6 phai 1a muc tiéu giai quyét dut diém van dé
trong cudc goi dau tién hay cé gang két thiic som dé
c6 thé xr Iy nhiéu cudc goi hon? T6i biét viée danh
gia nhan vién s& dva trén tit ca cdc muc tiéu nay,
nhung t6i that sy khong biét muc nao duoc wu tién
hon. T6i ciing cho ring nhirng muc tiéu nay c6 vé hoi
ky cuc!

- C4m on anh vé nhirng suy nghi nay. - Sarah
noi.

”Nghe ¢6 vé nhw day la cong viéc cua Siéu
Giam doc", Bill nghi khi Vlet nhitng tir nay 1én bang:
"Ky vong khong ro rang".

Mot chang trai tré cuc ky tu tin khac noi to:

- T6i mudn biét chiing ta cin c4c quan 1y dé1am
gi T6i xin 161 khi n6i nhu vay véi moi nguoi ¢ day, va
néu cong ty c6 sa thai t6i cling dugc. Nhung quy tha
ma bit ho di! Ho cir di vong vong, cim tai nghe Vao
bang diéu khién, nghe ngong mot lac lai thio ra, roi

chuyén qua ngudi ké tiép. Ho q;hg&g/mg%rgwa
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ciing khong bao gio nhan xét vé nhitng viéc chiing toi
dang lam, cho du la khen hay ché.

Cin phong tran ngap nhiing tiéng cuoi bi kiém
nén. Bill ghi cht thém trén bang: "Cac quadn lyj khéng
hudn luyén nhan vién va khéng cé § kién phan hoi".

Cang vé sau, moi nguoi cang dua ra nhiéu y kién
don dap. Bill va Sarah rat cam kich trude nhirng gi
ma bji A cua calam viéc ban ngay dé xuat.

- Theo anh thi chiing ta c6 can gap doi con lai
khong? T6inghila chiing ta da biét tat ca nhirng gi
can biet dé giai quyét van deé. - Sarah dé nghi.

Bill phan d6i y kién d6 gin nhu ngay lap tiec.

- Néu chi dva trén nhitng gi nghe dugc hém nay,
chiing ta s& lai nhay ngay dén giai phap thoi. Ching
ta can gap doi kia dé tim hiéu xem liéu ho c6 gap phai
nhirng van dé tuong ty hay khong, va that sy nhiing
van dé nay nghiém trong dén dau chi!
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- Thoi duoc, c6 1& anh no6i dtng, Bill a. - Sarah
thira nhan. - Néu chting ta lai nghe thiy nhirng van dé
nay, thi c6 nghia day chinh la nhirng nguyén nhan
¢6i ré can dugce giai quyét. Nguoce lai thi né chila
nhirng ¥ kién mang tinh c4 nhan ma théi.

K X%

Ngay hom sau, D6i 1 tip trung trong phong hop.

- Kho khin cua t6i 1a khong ¢6 sin phuong tién
tro gitp dé dinh huéng van dé mot cach nhanh
chéng. - Nguoi tinh nguyén tham gia dau tién phat
biéu. - T6i khong bao gid biét chic phai mé man hinh
nao 1én dé tim cau tra 1oi, vi thé hau nhu 12 t6i phai
mo mim mét lie rdi méi tim dwge dting c4i minh can.
Can c6 cach ndo d6 tot hon dé két ndi nhanh chéng
tir khéa véi man hinh cung cép giai phép.

- Quala mét y hay! - Bill x4c nhan va viét dong
chit "Giao di¢n tét hon"1én tam bang.

- Chiing ta c6 thé sir dung chinh nhitng man hinh
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do6 - Mot nguoi khac goi y. - Nhung c6 qua nhiéu man
hinh ma khong c6 méi lién két ndo rd rang giira
chiing, va phai mat rat nhiéu thoi gian méi mé ching
1én duoc. Thoi gian toi truy cap Internet ¢ nha con
nhanh hon thoi gian cho doi dé vao nhiing trang toi
can tai cong ty nira!

"Lai thém mét diém can Leu 1j!”, Bill nghi trong
Idc anh béi roi khong biet nén viét gi 1én tam bang.

Mot nhéan vién dich vu khach hang khéac dé nghi
tang thém gio nghi giai lao.

- Nhu véy t6i 6 thé tinh to tro lai va tiép tuc
lam viéc nhiéu gio trén dién thoai.

"Piéu nay khéng bao gio dwoc chdp nhdn dau”,
Sarah nghi. Nhung Bill van viét 1én bang "Gio nghi
gidi lao dai hon" vixét cho cung thi "khong c6 y
kién ndo 1a ngd ngan ca".

- T6i nghi van dé 1a ching t6i duoc thué, dugc
dao tao coban, roi bibo roi. - Mot nguoi khac dung

. https://thuviensach.vn
bao Ticu Vii eBook



day. - Khong co ai that sy theo d6i xem ching t6i
lam gi sau d6 ca.

- Thé c4c quan Iy thi sao? - Sarah hoi.

- T6i da nghi ho c6 thé gitp t6i hiéu rd hon vé
san pham, mic du t6i cling da biét kha rd vé chiing.
Nhung thue té, t6i khong nhan duoc sy tro gitp nao
khi can phai déi phé véi nhirng khach hang néng
tinh. D6 1a diéu t6i that sy can. T 6i rt dé nan long.

Bill viét thém "Lam thé nao dé déi phé véi
nhirng khach hang néng tinh"1én tim bang tring lac
nay da day dac chit.

Bill va Sarah bit dau nhan thiy mot miu sé
chung nao d6 giira cac dé xuit. C6 nhiéu y kién lién
quan dén nhu ciu tiép c4n thong tin chinh xac,
nhanh chéng. Mot s6 ¥ kién khac lai @& cap dén nhu
cau dugc huan luyén, mét van dé ma cac quan 1y can
phai luu tam.

CAc budi gap g& véi ca sau Poi Phi Tiéu da két
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thic trong vong mét tuén. Bill va Sarah quyét dinh
gap nhau dé chon loc va tong két tir c4c ghi chi cua
Sarah.

- Chiing ta c6 dwge mot s nhan vién that sy gioi
lam viéc ¢ day. - Sarah nhan xét khi buge ra khoi
buoi hop cubi cuing.

- Pang thé! - Bill ddng y. - Va chiing to6i rét biét
on phong nhan sy vé diéu do.

* KX

Ngay hom sau, Bill ngoi tai ban 1am viée cua
minh va nghién ctru ban tom tat ma anh va Sarah da
tong ket.

"Mt sé dé xudt trong cuwc kij don gian, - anh
nghi, - nhung nhitng 1 kién khac sé can rat nhiéu thoi
gian va tién bac dé nghién ciru va thuc hién.”

Bill xem di xét lai danh sach c4c y kién, va mot
ndi hoang mang dan xuat hién. Anh goi dién thoai
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cho Sarah.

- T6i that sy cam thay béi rdi, Sarah a. C6 qua
nhiéu giai phap, va hau hét déu hop ly. Vay lam sao
chiing ta biét nén chon giai phap nao?

- C6 1& chting ta phai danh thém thoi gian dé gap
co van dang yéu cua chiing ta théi! - Sarah @é nghi.

- C6 noéi dang diy. T6i s& goi cho anh 4y.

Bill liéc qua khoang thoi gian ranh réi trong lich
1am viéc cua anh va Sarah rdi goi ngay cho Mike. Sau
ciu chao "t6i-c6-thé-lam- gi-dé-cudc-sdng-cua-ban-
tro-nén-hoan-hao" thuong 1¢ cuia Mike, Bill di thang
vao van dé.

- Mike nay, chtng t6i that sy da khai thac dwoc
rat nhiéu thong tin tuyét voi tir cac Doi Phi Tiéu cua
chiang t6i.

- boi Phi Tiéu la cai gi vay? - Mike ngac nhién
hoi lai.
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- A, @6 1a tén goi cac nhom théo ludn cua chiing
t6i ay ma. - Bill voi dap.

- Tén nghe hay lim! - Mike nhéan xét. - T6i
murng 1 moi thtr 3 bat dau cb két qua véi anh!

- Mic du véy, céc ¥ kién thu duoc lai qua da
dang. - Bill gidi bay. - Nhiéu ¥ kién rat hop 1y, nhung
r6 rang ching t6i khong thé thyc hién tit ca duge.
T6i dang béi r6i khong biét nén lam gi tiép theo day.

- C6 1& chting ta nén ngoi lai dé thao luan van dé
nay. - Mike dé nghi.

- T6i cling nghi nhu vay! - Bill mung r& dap loi.

Thé 1 sang hém sau, mot 1an nira Sarah va Bill
lai cuing ngoi thodi méai trong van phong cua Mike.

- Theo nhirng gi anh néi véi toi qua dién thoai,
c4c nhan vién cua anh that sy da dwa ra nhiéu y kién
hop 1y, ding khong? - Mike bat dau.
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- Pting thé day. - Bill &ap. - Mot sb goi ¥ don gian
dén ndi ching t6i cam thay hoi nguong vi trude day
da khong nghi ra.

- Anh ké t6i nghe mét vai vi du xem nao?

- Pugc théi. - Bill suy nghi trong chéc 14t roi tra
16i. - Nhiéu nhan vién néi rang ho phai tén kh4 nhiéu
thoi gian méi mé ding man hinh cung cap théng tin
can thiét. Mot nguoi dé nghinén c6 mot phuong tién
tro gitip ludn sin sang dé ho biét phai mé man hinh
nao. Viéc nay qua don gian. Chi can mot tam thé nho
in chir hoic c4i gi trong ty nhu thé 1a xong.

- Trong nghé 1am vuon, - Mike cuoi mot cach
thoéi mai - ching t6i goi d6 1a "qua treo canh thap".

- Nghia la sao? - Bill lic dau khong hiéu.

- "Qua treo canh thap", nghia la c6 nhirng qua
ma anh cé thé thu hoach ngay ca khi ding dudi dit,
chican kéo canh cay xudng 1a c6 thé hi duoc. Anh
khong can phii bic thang hay ging stc tréo 1én cao
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dé hai. b6 1a nhirng giai phap dé thyc hién, khong can
bo ra nhiéu cong sirc hay tién bac. Tuy nhién, diéu
quan trong 13 phai chic chin khong c6 nguy hiém
nao di kém véi viée hai qua treo canh thép. Y t6ila,
anh phai doan chic khong c6 mét t6 ong bip cay nio
trén cay khi vin canh hai qua.

- 0, nghe hay qu4, Mike a. Thé anh c6 tir ndo dé
goi nhirng giai phap kho thuc hién hon, ton kém hon,
hay phuc tap hon khéng? - Sarah nhan xét.

- C6 chur. - Mike traloi. - Chuing toi goi d6 la
"qua hai bang sao". Pay 1a nhirng loai qua ¢ cao hon
ma cac ban khong thé hai néu ding duéi dat. Pé thu
hoach chiing, cac ban can mot thiét bi hd tro tinh vi
hon, mot c4i sao hai bang may gan trén mot chiéc xe
tai chang han. C4c ban phai chui vao trong cai gio
treo ¢ dau sdo, sir dung dong co diéu khién thiy luc
dé nang n6 1én va hai qua. P6 1a mot cong viée phie
tap hon va doi hoi nhiéu cong strc hon.

- Thé thi chting ta phai lam gi day? - Bill hoi va
cho doi.
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- i véi loai qua nay, diéu cuc ky quan trong 1a
phai chon ding giai phap trong sé rat nhiéu giai phap
duoc dé xuét.

Mike dwa tay vao tdi 40 so mi va rit ra hai tim
thé mau tim.

- bay la chiéc thé cudi cung cua t6i, - 6ng vira
noéi vira dwa cho cac vikhach, - nhung t6i rat tu hao
vénd.

POI KHI GIAI PHAP SAI CON TE
HON LA

KHONG CO GIAI PHAP NAO!

HAY CHON PUNG GIAI PHAP!

- Piéu ndy c6 nghia 13 cac ban phai chon giai
phép phu hop véi nguyén nhan. - Mike di thiang vao
van dé. - D6 1a 1y do vi sao ti canh bao cac ban
khoéng duoc nhay ngay dén giai phap. Vi néu cac ban
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khong xdc dinh chinh xdc nguyén nhan thi khong
thé dua ra giai phap diing duoc.

- Qualarat hop ly! - Ca Bill va Sarah cting nhan
xét.

- Va day la mot vi du réat rd. - Mike néi tiép. -
Bill, trong san nha anh c6 mot cay co thip hon cay
kia, va anh khong thich nhu thé vi né pha v tinh
can d6i. T6i ¢ thé giai quyét van dé cua anh bang
cach nho cdy co thip hon va thay bing mot cay khac
c6 cung chiéu cao véi ciy con lai. Anh s& néi: "Cam
on Mike d3 giai quyét van dé cua t6i" va tuong thé 1a
c6 thé yén tAm. Nhung néu t6i khong x4c dinh ding
nguyén nhan sau xa da gay nén sy chénh léch gitta
hai cay ltc dau, rat c6 thé tinh trang ndy sé lai tai
dién. C4i cAy mdi s& lai thua stt cay ban dau vé chiéu
cao, tham chi c6 thé no sé chét.

- Nhung anh da khong lam nhu thé. - Bill tiép loi
- Thay vao dé, anh ding loai phan b6n hap thu theo
thoi gian hay mot thir gi d6 twong tu vay, va anh cam
doan véi toi no sé co tac dung.
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- Chinh x4c! Nhén vién cua t61 da xac dinh duoc
nguyén nhan cdi ré va chon diing giai phap. Khi dat
da hap thu hét lugng phan bdn, ca hai cay s& c6 chicu
cao gan nhu nhau. Néu dugc chim séc va tia canh
dang cach, chting s& mai nhu thé.

- That tuyét voi, Mike a! - Bill ming r3. - Cam on
anh vé nhirng gi anh da 1am dé giai quyét van dé hai
cay co cua toi. Va ca Sarah l4n t6i ciing rat biét on sy
uyén thAim ma anh dé truyén dat cho chiing t6i nita.
Cam on anh nhiéu Iim!

- C6 gi dau, cac ban. - Mike cuoi.

- Sau khi da c6 dip nghe anh huéng dan, t6i méi
nhan ra ring anh ludn van dung nhitng nguyén tic
cua minh. - Bill n6i thém - Qua that, anh la nguoi
khong chithuyét giang suong, Mike a!

- T6i khong hiéu hét ¥ anh, Bill. - Pén luot Mike
béi ri.
- T6i biét anh 4y mudn noéi gi roi. - Sarah giai
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thich ho Bill. - Nghia 1a anh khong chi biét bén duéi
mit dat c6 nhirng thir gi quan trong, ma anh con sin
long, tham chi 1a hao hiang, cim ly cai xéng va dao
dén tan goc véan de.

- Cac ban khéo quan sat nhi, thdm chi t6i con
khong ¥ thirc duge 1a minh 1am nhirng diéu d6. -
Mike cuoi man nguyén. - Toi khong biét liéu dé c6
phai 12 ban niing ty nhién cua minh hay 12 két qua cua
nhitng 1an truyén dat kién thire vé 156 hong cho moi
nguoi. Nhung néu nhirng thoéi quen cua t6i gitp duoc
céc ban thi t6i rat vui.

Mot 1an nira, Bill va Sarah cam on Mike. Ho tro
vé vn phong cua minh, ty tin sé chon duoc giai phdap
dung.
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Chuong 10;: TUNGUYEN
NHAN DEN GIAI PHAP

Suét may ngdy sau d6, Bill va Sarah quyét dinh
hai cang nhiéu "qua treo canh thp" cang tét, nhung
ho than trong chon nhirng giai phap chic chin dé
khong gay tac hai gi. Mot trong nhirng ¥ tuwéng don
gian ma ho c6 thé ap dung ngay chinh 14 tao phuwong
tién trg gitip nhan vién trong cong viéc. Do 1a mot
tam theé in laser ma cac nhan vién dich vy khach
hang c6 thé d4n vao man hinh lam céng cu tim kiém
nhanh. M6t y tuong khac 14 1ap trinh cac phim chue
ning trén ban phim thanh nhitng phim tit chuyén
biét. Mic du nhitng giai phap ndy van chua that su
triét dé, nhung ho van c6 thé chu dong vé mit thoi
gian va chi phi cia dé xuat, dong thoi ching té6 minh
da dap ung duoc dé nghj cua cic nhan vién dich vu
khach hang.

Tiép d6, Bill va Sarah chuyén sang nhirng giai
phip Kkt thy hién hon. Ho bt fay yAo ké hoch,
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"qua h4i bang sao".

- Chting ta da tim ra rat nhiéu nguyén nhan,
nhung chiing ta khong thé giai quyét tat ca duoc,
Sarah a! - Bill than van.

- Tai sao chiing ta khong thir ling nghe y kién
cua tat canhan vién dich vu khach hang nhi? - Sarah
d& nghi.

- T6i e rang chang c6 ich loi gi. - Bill phan déi.

- Ciing khong hin vo ich d4u, Bill! - Sarah phan
tich. - RS rang chiing ta khong thé giai quyét tat ca
c4c nguyén nhan, vay thi phai xem cai nao cin dugc
vu tién hon. Bang cach n6i chuyén véi ho, chiing ta
c6 thé x4c dinh nhirng nguyén nhan cha yéu anh
huéng dén hoat dong kinh doanh.

- Nhung viéc d6 sé& ton nhiéu thoi gian, trong khi
ching ta lai dang chiu 4p luc phai dwa ra giai phap va
thu duoc két qua ngay, Sarah a. Chiing ta phai hanh
dong, chir khong phai ngdi cho két qua nghién ctu
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thém.

- T6i hiéu, Bill a, nhung néu tdi c6 két qua trong
vong bén muoi tdm gio thi sao ndo? - Sarah van c¢b
thuyét phuc Bill.

- Néu vay t6i s& tan thanh y kién cua c6. Nhung
lam thé nao c6 ¢6 duoc két qua @6? - Bill thac mac.

- Chiing ta s& guri cau hoi khéo sat dén cho moi
nguoi bang e-mail, va cling s& nhan cAu tra 16i bang e-
mail. Tiéu dé thu s&14: "Nao cac nhan vién dich vu
khach hang. Hay cting 1am cudc song ciia ban tot dep
hon!".

Bill dong ¥ v6i y tuong ciia Sarah va két qua thu
duoc that bat ngo. Gan nhu tat ca moi nguoi déu tra loi
e-mail trong vong bon muoi tAm gio, va ca hai bat
dau téng hop dir lidu.

- That kh6 ma tin duoc nhitng gi chting ta phat
hién tir cudc khao sat nay! - Sarah thét 1én trong lic
mai mé v6inhirng dir liéu thu thap duoc. - N6 xac
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nhan mot sd thong tin chit dao ma ching ta da kham
phé trong cac budi hop nhém.

- Nguyén nhan chu yéu anh huong dén hoat dong
cua cic nhan vién dich vu khach hang lai thuoc
nhom "Céc yéu té bén trong t6 chire”, ma coban 1a
cac diéu kién can thiét @ nhan vién dich vu khach
hang c6 thé tiép can luong thong tin nhiéu hon va tét
hon. - Bill nhan xét. - Di nhién, diéu nay s& cai thién
duoc két qua cua giai phap giai quyét van dé ngay tur
lan goi dau tién.

- Pting vay! - Sarah tan thanh. - Con mot diém
quan trong khéc 12 1am thé ndao dé cc nhan vién cé
thé tiép can thong tin nhanh chéng va chinh x4c.
Diéu ndy s& gitp két thic cudc goi nhanh hon, giam
ty 1 huy bo cudc goi, va duong nhién, cac cudc goi
mdi nho d6 cling s gia tang.

- Tuyét qua! - Bill phan khéi. - Ching ta khong
chixéc dinh dugce nguyén nhan, ma con c6 thé sip
xép chiting theo tht ty vu tién. Gio thi phai tim cach
thu hoach qua ma khong phai chi mot khoan tién

khong16 day! Nhung Sarah a, t@i, d3/noh sbysbm \i
Pao Tiéu Vii eBook



mot trong nhitng chuyén gia phat trlen phan mém
hang dau cua chung ta, c6 dy bao néu thiét ké lai toan
b6 hé théng phan mém dé c6 thé chuyén d6i nhanh
chong giita cdc man hinh dit liéu s& phai ton it nhat 1a
mot triéu rudi do-la.

- C6 thé chiing ta van dat duoc diéu d6 ma khong
can dén mot phan mém mdi. - Sarah bat ngd dé xuat. -
Chiing ta chi can thiét ké mot trang thong tin noi b,
rdi chuyén tit ca dir liéu tir hé thong hién tai qua, va
thém vao @6 chire ning do tim. Chiing ta s& yéu cau
cac nhan vién dich vu khach hang tao mét danh sach
nhirng trang web ma ho yéu thich, nhu thé ho c6 thé
tu sép xép cdc man hinh cua minh hop 1y va hiéu qua
nhat.

- Nhung luén cé it nhit ba nhan vién dich vu
khéch hang ding chung mét méy vi tinh day Sarah! -
Bill nhic co.

- Khong véan dé gi. Mbi nguoi c6 thé dung tén
truy cép riéng dé phan biét danh sach céc trang
thong tin can thiét khi truy cap.
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- C6 18 s& 6 tac dung that ddy. - Bill thira nhan. -
Nhung t6i e 14 s& van ton dén hang trim ngan do-la
dé tao trang web noi bo nay.

Sarah suy nghi mét ltic, réi gwong mit ¢ tuoi
tinh han 1én.

- A, t6i c6 mot nguoi ban chuyén thiét ké trang
web va cac chuong trinh xtr Iy thong tin. Trong hai
nim qua, anh 4y luén ¢ ging tré thanh nha cung cip
cua cong ty ta nhung chiing ta lai chua cé nhu cau.
T6i nghi, anh 4y s& dé nghi mot mire gia phai chiing
dé bat dau sy hop tac véi chiing ta day.

- Nhung bo phan K§ thuat sé yéu cau phai c6 mot
noi gisi thiéu uy tin va mot sy dam béo chéc chin mai
cho phép mot nha cung cip méi tiép can hé théng cua
chiing ta. - Bill hoai nghi y kién cua Sarah.

- Nhung anh dy c6 nhitng don vi gisi thiéu tuyét
voi co ma, ¢& nhu Fortune 500 ching han. Va diéu
quan trong 13 tuan trude anh ay vira bao toi rang
cong viéc ¢ chd anh dy tién trien hoi cham, tham chi

anh 4 ay con budc phai cit glamm{&m}{m,éﬁm
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¢ thé 1a thoi diém thich hop nhit déy! - Sarah ¢
thuyét phuc Bill.

- Thé c6 c6 nghi la Angie s& tAn thanh y kién nay
khong? - Bill hoai nghi.

- Chikhi ndo chiing ta chirng minh duoc ring
viéc dau tu nay sé mang lai gia tri va két qua tot hon
nhiéu cho cong ty.

- Thé thi chting ta bit dau ngay di! - Bill s6t rudt
noi.

- Nhung trude khi lam thé, sao ta khong ban voi
bo phan Ky thuit va cac nhan vién dich vu khach
hang xem y kién ho thé ndo nhi? - Sarah dé nghi.

* K%

Cac nhan vién dich vu khach hang hoan toan
ung ho y kién cua ho; anh ban cua Sarah nim ngay co
hoi hop tac nay; va Angie ciing dong ¥ vai nhirng ¥
twong ma Bill va Sarah dé xuat. B6 phan Ky thuat tuy
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lac dau khong mudn giao cong viée cua minh cho
mot nha cung cip bén ngoai nhung sau khi xem xét
mot s6 du 4n ma anh ban cua Sarah da lam va xét dén
luong cong viée dang ganh vac, ho thiy c6 thé tin
tuéng & chuyén mon anh iy nén da nhanh chéng tan
thanh.

Tuy vy, c6 1& mot trong nhitng thay d6ilén
nhit di xay ra chinh 1a cach thire tra loi dién thoai.
Do chi phi thiét lap mot hé théng vién thong méi qué
cao nén tu lau ¥ tuong nay khong thuc hién duge.
Nhung nay nho gia giam, viée thay mot hé théng méi
da tro nén kha thi. Angie 1ap tirc nhan raloi ich caa
viée dau tu va da ky duyét ngan sach can thiét. Vay 1a
thay vi cho duoc néi may nhu thuong 18, tir nay
khach hang s& chu dong chon s6 dich vy can ndi va
gap ngay nhan vién dich vu khach hang can tim. Piéu
nay dem dén mot anh huong tich cyc khac: Cac quan
Iy khéng con phai xtr Iy nhirng cudc goi khoé do céc
nhén vién thiéu kinh nghiém chuyén dén nhu trude,
thay vao d6, ho c6 thé danh thoi gian d huan luyén
cac nhan vién binh thuong va gitip ho dat nhig
thanh tich xuét séc.

. https://thuviensach.vn
bao Ticu Vii eBook



Bill ciing da c6 mot quyét dinh quan trong khi
sip xép cac chitiéu theo thu tu vu tién. Trong mot
thong bao vé chinh sach cia cong ty, anh da tuyén
bé rang myc tiéu giai quyét van dé ngay tir lan goi dau
tién duoc xem 14 vu tién hang dau. Nho d6, cac nhan
vién dich vy khach hang khong con pha1 phén van
chon lya giita c4c nhiém vy can giai quyét.

Diéu tuyét voi trong toan bo tién trinh nay 1a khi
Bill va Sarah trinh bay cac nguyén nhan va giai phap
pht hop cho Angie nghe, ba da tich cyc tham gia va
dwa ra nhiéu gép y gla tri. Trong vai tuan sau d6, Bill
va Sarah hy vong va ciu mong trong cac ban bao c4o
sang thir hai s& c6 nhirng tién trién that su.

Va ho da khong thit vong.
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Chuong 11: TIN VUI!

Budi sang thir hai hom do, Bill ngdi tai ban 1lam
viéc ciia anh va hoi hop cam ban bao c4o hang tuan
1én xem. Mic du ca anh va Sarah da nd luc hét ste,
anh ciing khong hoan toan ty tin ring ban bio c4o
nay s€ c6 gi khac biét so véi nhitng bao céo trudce do,
va anh ciing biét thoi gian dé 14p 16 hong da sip hét.

"Cai gi thé nay?", Bill ngac nhién khi xem céc
con s6. O @6, trén gidy trang muc den, 121y do dé anh
hy vong. Chitiéu giai quyét van dé ngay tir lan goi dau
tién da ting 8% so véi tuan trude. Thoi gian tra 10i
cudc goi van con & mire binh thuong, va tilé huy bo
cudc goi c6 giam di d6i chat nhung ciing chua phai la
tin vui. Tuy vay, con s6 tAm phan tram that sy da
khién anh vui suéng hat vang: "Ching ta 12 nhing
nha vo dich!".

- T6i hy vong rang d6 khong phai 1a do may
mién. - Anh goi cho Sarah dé chia sé tin vui.
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Va dtng 12 khong phai do may mén that. Tuin
ké tiép, chitiéu nay da ting1én 12%.

Tuén sau nita, da bit dau cé sy tién bo dang ké
vé thoi gian tra 101 dién thoai. Bill bat dau cam thay
nhe nhom.

Khi Bill va Sarah dén viin phong Angie sang thir
Hai tuan sau d6 dé dy hop nhu thuong 1¢, ho nhan
duoc sy chao d6n ndéng nhiét tir vi chu tich nganh
hang va cac quan ly 1am viéc ban ngay. Can phong
dugc trang hoang ryc ro véi nhirng qua bong nhiéu
mau sic, cd hoa va biang ron chiic mirng.

- C6 chuyén gi vay? - Bill hoi nhu thé anh khong
tai nao doan ra duogc.

- Bill... Sarah... - Angie cét 16i khi dwa ca hai d&én
bén ban 1am viéc cua ba. - Pay 14 1in diu tién ching
ta dat duogc sy tién bo ¢ ca ba chitiéu. Ching t6i rat ty
hao vé sy chu dong va sang tao cua cic ban. Ching
t6i cling tw hao vé cach cac ban phéi hop véi nhau dé
lam nén nhfrng ky tich ndy. Cac ban c6 thé cho

chting t6i biét minh da lam dltﬂ%tggylm@}%géﬁ vn
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khong?

- T4t ca nhirng gi t6i 1am 14 thué nhirng nguoi
gioi. - Sarah mim cuoi d4p. - Va phdi hop chit ché véi
Bill dé thyc hién nhiém vy tha vinay. Bill oi, sao anh
khong n6i cho moi nguoi biét di?

- A, ciing khong c6 gi dic biét. - Bill n6i mot
cach hoi dé dat. - Moi chuyén bt dau tir ltic Angie goi
to6i vao phong lam viéc néi ré nhirng van dé can giai
quyét, va bao t6i can phai lap cac 16 hong. T 6i tranh
thu sy gitip d& cua Sarah, roi chiing t6i bat dau tim
kiém giai phap. Cudi ciing chtng t6i dd kham pha ra
¥ nghia cua "chién thang", it ra 12 d6i véi ching toi.

- Pau tién, chiing t6i nhin vao thuc té khong
méy kha quan hién tai va quyét dinh can phai dat
duoc "viée can lam", tirc 1a nhirng diéu ma ching ta
mong mudn dat duge. Ké @6, chiing t6i tién hanh
phan tich "thuc trang”, tac 1a sy khéc biét giira két
qua mong muén va thuc trang dang cé. - Sarah giai
thich thém.

- Réi ching t61 hiéu rang ﬁ%@h’?ﬁ Faesinbn vn
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nguyén nhan. - Bill tiép 1oi Sarah. - Chting t6i biét
minh can l4p c4c 16 hong, nhung ciing khdm pha ra
rang muén 1am dugc diéu d6, minh can phai ddo sau
hon dé tim nguyén nhan coi ré.

- Cudi cting chiing t6i x4c dinh rd minh can phai
chon dung giai phap. Trude day, chung toi thuong
voiva nhay ngay dén giai phap va da khong thanh
cong. Pé that su 1ip duoc 16 héng, ching t6i cin tim
hiéu that ky, that sau dé chon giai phap thich hop.
Giai phap khong phai ltic nao ciing c6 thé nhin thay
rd rang, d6i khi chting 4n bén duéi bé mit, nam ngay
bén canh nguyén nhan sau xa.

Niém tu hao hién 1én trén guong mit Sarah.

- Cudi cting t6i da giai quyét xong CAC LO
HONG!

- Pting thé day, Sarah. T6i ciing d3 1am ra mot
tam theé cho riéng minh, trén d6 giai thich ro tat ca
nhirng viéc nay. - Bill dwva tay vao tii 4o so mi, rat ra
mot vai chiée thé mau tring, roi dua cho Angie va

Sarah mdi ngudi mot thé. Tréndocoghiiensach.vn
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XAC PINH "VIEC CAN LAM".
PHAN TICH "THUC TRANG".
TIM RA NGUYEN NHAN.
CHON GIAI PHAP PUNG.

- Nhirng diéu ndy that sy c6 ¥ nghia day, Bill a. -
Angie nhan xét khi doc luét qua tim thé. - Lam thé
nao anh nghiray tuéng nay?

- Angie, phai thira nhan rang chting t6i may mén
c6 duoc sy hd tro tir bén ngoai. - Bill tra 161 mot cach
thanh that.

- Thé u? Anh tim dén nhan vién tu van a? -
Angie khong khoi thac mac.

- Khong han thé. Ba con nhé lan nho t6i choi
thay cho ba trong giai gofl  UMOM Homeless
Shelter mua thu nam ngoai ch?
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- C6, t6i nhé. - Angie gat dau.

- A, ¢ d6 toi da gip nguoi... nguoi lam vuon, toi
nghi chac ba biét 6ng ay, mét ngudoi thuéc nhém bon
nguoi cua toi.

- Nguoi lam vuon a? - Angie hoi lai.

- Phai... ma dtng hon 13 nguoi chuyeén thiét ké
cdy canh. That ra, cong ty 6ng ay dang chim séc cay
canh cho Dyad.

- T6i hiéu réi. - N6i doan Angie ngdi xudng sau
ban lam viéc cua ba, nhan nit loa ngoai trén dién
thoai va bam so.

- Xin chéo, Mike St. Vincent day. Toi co thé lam
gi dé gitp cudc song cua ban tré nén hoan hao? - T
chiéc dién thoai phat ra giong noi.

- Chao bé, con Angie ddy. B6 biét khong, con da
khuyén b6 nén viét nhing y tusng cua minh vé LO
HONG thanh sach. Con biét chic 1a viéc d6 sé gitip
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duoc rat nhidu nguoi. N6 da gitp cho moi ngudi &
cong ty con day.

Bill va Sarah nhin nhau kinh ngac.
Roi ho nghe tiéng Mike cuoi vang.

- B6 thiy hinh nhu con d4 phat hién viéc bb
tham nhéap vao hang ngii ctia con roi!

- Con ciing chivira méi duge biét thoi, bd a.
Nhung qua that, con rit mirng vi da nho Bill Ambers
choi golf thay con nam ngoéi. - Angie tra 1oi.

- Anh 4y c6 ct bat bong tuyét voi, Angie a. Thé
nén anh 4y that sy 13 tai san quy gia trong nhém bén
nguoi bon bb ddy. Anh 4y ciing c6 thai do tich cyc ddi
v6i Dyad Technologies. B6 chic chén anh 4y ciing 1a
tai san dich thuc ctua cong ty con nita.

Bill @6 mat khi nghe nhirng 16i ay.
- Pting thé diy, bé a. - Angie noi.
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- B6 rat vui khi chia sé nguyén tic LAP LO
HONG vdi anh 4y va Sarah. - Mike noi tiép. - Ho 1a
mot doi tuyét voi diy! B6 ming 1a moi viée da c6 két
qua tot dep.

Angie cAm on bé vé nhirng gi 6ng da 1am cho
Dyad r6i ho n6iloi chia tay.

Bill ngi lang im sirng sét mot ldc, r6i nguong
ngung thira nhan:

- T6i khong hé biét vé diéu nay, that khong co
mot dau hiéu nao @€ nhan biét.

- Néu anh tim sy giéng nhau vé ngoai hinh thi
ding 1a khong cé. - Angie thong cam. - B4 me nhan
t6i lam con nudi nidm t6i 1én bén. Roi me tdi mat nim
t6i duge chin tudi, va bé 8 mot minh nudi toi. Hai
bé con t6i rat than thiét véi nhau trong subt thoi gian
qua. Ong ltc nao ciing 1a nguoi dan dat t6i va ludn
quan tAm dén viéc phat trién sy nghiép cua toi. Toi
thu(‘mg theo dng di quanh vuon va dao dat dé tim

"nguyén nhan coi ré", trong ltic 6ng nhan nai day toi
vé LAP LO HONG. Khi quan Sﬁﬁﬁ@ﬁfﬁ%&‘é&ﬁ‘\’/}ﬁet
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van dé ciia céc ban, toi dd nh¢ dén triét Iy LAP LO
HONG cua 6ng.

- T6i da thic mac khong biét vi sao Mike luon
sin 1ong danh nhiéu thoi gian cho ching t6i nhu thé,
bay gio thi téi da hiéu. - Sarah 1én tiéng. - T6i biét
chéc 1a Bill cling nghi nhu thé. Riéng toi, toi rat biét
on vi bd ba da dau tu thoi gian va cong stc dé glup do
chting t6i. T 6i nghi chic 6ng iy biét diéu nay c6 y
nghia v6i ba nhu thé ndo. R rang ba c6 mot vi tri rat
dac biét déi vei dng.

- T6i biét, va 6ng ciing dic biét vai toi nhu vay. -
Angie dap, that sy cam dong trude nhirng viéc dang
dién ra. Sau d6, ba quay sang moi nguoi, phat biéu. -
Chting ta @3 hoan thanh xuat sac céc chitiéu nhung
khong thé ngii quén trong chién thing. Ching ta déu
12 nhirng nguoi xuat sic - tit ca chiing ta. Ching ta sé
phai tiép tuc tién 1én, khao sat va diy manh hoat dong
dé ngay cang tién bo hon. T6i tin ring con nhiéu
thing loi dang cho ta phia trude! Hay tién 1én! Hay
14p kin tit ca nhirng 16 héng trén duong di cua chiing
ta!
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N / . / /
Phin két: Tién Dén Thanh
Cong!
Ong.

La nhitng ngudi mang dén cho ban ciu chuyén
ndy, ching tdi tin rang moi cong ty, bat ké1a cong ty
cung ing san pham hay dich vu va thugc thanh phan
kinh té nao, déu c6 thé lip kin 16 hong va chuyén bai
thanh thing néu cong ty d6 c6 md hinh kinh doanh
hop Iy va dap tmg dwoc nhu cau thét sy cua khach
hang.

Mot s cong ty c6 thé phai vat va hon cac cong
ty khac do ban chit nganh nghé kinh doanh, do thi
truong canh tranh khoc ligt, hoae do nhu cau d6i moi
cong nghe lién tuc von rat ton kém. Céc truong hop
that bai gan day déu 12 nhirng minh chtung rd rang vé
c4c mo hinh kinh doanh khéng hop 1y ma nhiéu lic,
nguyén nhan c6 thé 1a do ho khong phan do4n chinh
x4c nhu cau that sy caa khach hang; hoic do déi thu
canh tranh d4p ung t6t hon nhitng nhu cau nay.
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Nhung ciing da c6 nhiéu cong ty xuét sic c6
mirc tang trudng 6n dinh ngay ca trong thoi ky kinh
té kho khin nhit. Nhitng cong ty nay hiéu ring ning
lyc hoat dong cua nhan vién chinh 14 yéu t6 then
chét, cho du diéu @6 dwogc thé hién qua 16i chao nong
nhiét danh cho khach hang trén dién thoai, dugc
ting cuong qua cic khoa huén luyén hay dat duoc
bang cach thay d6i moi truong lam viée.

Trong truong hop cua Dyad Technologies, cac
con sb van tiép tuc ting truong mot cach tir tir nhung
chic chan.

Thinh thoang khi can thiét, ho van tién hanh hop
mat cac Doi Phi Tiéu, tir d6 dua ra nhirng cai cach
nho nhung quan trong lién quan dén hé thong va quy
trinh lam viéc. Bill, Sarah va tit ca cac thanh vién
khéc trong d6i déu tin rang thanh cong lién tuc cua
ho ¢6 duoc 1a nho chién luoe LAP LO HONG.

Mic dii van con nhirng khé khin ¢ phia trude
nhu viéc nang cap phan mém c6 nhiéu sai sét, b
phén dich vu khach hang c6 ldac roi tung 1én khi phéi

déi dién véi nhirng khach han&fﬁ%lgfﬂl}h éﬁ‘é’aﬁﬂcv}’]an
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d& méi @oi hoi phai ¢ giai phap méi va stc tuong
tuong phong pht, nhung véi sy hd tro khong ngirng
cua Angie, ca Bill, Sarah va cac thanh vién khac
trong doi da c6 c4i nhin méi mé vé cong thire LAP LO
HONG:

XAC PINH "VIEC CAN LAM".
PHAN TiCH "THUC TRANG".
TIM RA NGUYEN NHAN.

CHON GIAI PHAP PUNG.

Dyad Technologies manh dan tién hanh cai cach
dé nang cao ning lyc hoat dong cua c4 nhan va tap
thé. Angie, Bill va Sarah ludn sat canh cting nhau
trong qua trinh ap dung chién luoc LAP LO HONG
nham bao dam thanh céng cho tat ca cAc thanh vién
trong doi.

Ho tiép tuc nhan dién va x4c dinh chinh xac céc
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yéu cau cua to chure, yéu cau kinh doanh, yéu cau vé
moi treong lam viéc va ning luc cua nhan vién.

Ho tap trung vao viée tuyén dung nhitng nguoi
¢6 k¥ ning pht hop véi yéu cau cia cong ty. Ho tim
kiém nhirng ngudi c6 kha niing hoc hoéi nhanh chéng
va dam dwong nhiéu cong viée cuing ltc.
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Henry David Thoreau (1817 — 1862): Triét gia, thi si, nha
tiéu luan nguoi My.

Hanukkah: Mot 18 hoi truyén thong kéo dai 8 ngay cua
nguoi Do Thai.

Me Teresa (1910 — 1997): Mot nit tu Cong gido nguoi
Albania, 1a nha sang lap Dong Thira sai Bac ai ¢ Calcutta,
An Do, nam 1950. Trong hon 40 nam, ba cham séc
ngudi nghéo, nguoi bénh tat, tré mod coi, nguoi hap hdi,
trong khi hoan tat nhiém vu linh dao dong tu phat trién
khip An D6 va dén cac qubc gia khac.

Albert Schweitzer (1875 — 1965): Tién si, bac si, nha
triét hoc, than hoc ngudi Pirc. Ong doat giai Nobel Hoa
binh ndm 1952 vi da c6 cong 16n trong gitip d& nguoi
chau Phi, bat chip gian kho, bénh tat.

Auschwitz: Trai giam giit ti nhan khét tiéng tan bao cua
Puc qubc xa.

Leonard Bernstein (1918 — 1990): Huyén thoai ctia nhac
cd dién My. Ong duoc xem la nhac trudng vi dai, mot
pianist hoan hao, dong thoi 1a mot trong s6 nhitng nha
soan nhac xuét sic nhat nudc Mgy.

Holocaust: Tén goi nan tan sat khoang 6 tri€u nguoi Do
Thai va nhiéu nhém thiéu s6 khac & chau Au va Bic Phi
do phat xit Dirc va cac nudc cung phe gy ra trong Thé
chién thtr hai.
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Duomo Pieta: Nha tho Duomo ctia Y dugc xdy dung vao
thé ki 14, bén trong co6 buc tugng Pieta — mot tuyét tac
bang d4 cim thach cua kién trac su vi dai Michelangelo
(1475 — 1564).

Dylan Thomas( 1014 — 1953): Nha tho ndi tiéng nude
Anh.

Johann Sebastian Bach (1685 — 1750): Nha soan nhac
thién tai nguoi Dtrc.

Inuit: Mot toc ngudi sdng & ving Bic My, gan Bic Cuc,
trén dao Groenland, tai eo bién Bering.

Camillo: Mot tén goi kha phd bién cuia nguoi Y.
Model-T: Mau xe xe hoi ndi tiéng ctia cong ty Ford,
dugc tung ra thi truong lan dau tién vao nam 1908 va
chim dut san xuét vao nam 1927 véi hon 15 triéu chiée
da duoc ban ra. Pay la dong xe hoi dau tién tiép can véi
gioi binh dan, dugc xem la san phém ma& ra thoi dai xe
hoi cho thé gi6i va duoc binh chon 1a “mau xe cia thé
ky”.

Kipbi: Mot loai bai phd bién ¢ cac nuée ndi tiéng Anh, c6
thé choi duoc tir 2 dén 4 nguoi.

1. Can kich 1a mot thé loai kich truyén théng cua Trung
Quéc.

* Mary Kay Ash (1918 —2001): Nir doanh nhan nguoi
My, ng}xo*l sang 1ap nén hang my Rggr}}t%a\lﬁ%r%agcﬁanD
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* John Wesley (1703 — 1791): Nha than hoc, nha truyén
gido va 1a nha sang lap Phong trao giam ly — ND.

* Virgil (70 TCN — 19 TCN): Tén thuong goi cua
Publius Vergilius Maro, nha tho 16n ctia La Ma cb dai,
nguoi sang tao ra thé loai tho sir thi — ND.

* Walter Wheeler (1841 — 1907): Cau thu bong chay
nguoi Anh — ND.

* Super Bowl: Giai vo dich ctia Lién doan bong bau duc
qudc gia, hiép hoi hang dau cia bong bau duc My ké tir
nam 1967. Trong hau hét cac nim qua, Super Bowl Ia
chuong trinh duoc theo doi nhiéu nhat trong cac chwong
trinh phat séng ca truyén hinh My. Ngay ddu chung
két ctia giai Super Bow1 khong chi i mét trong nhitng
su kién thé thao 16n nhit ma bay gio duoc coi nhu ngay
1& cia Hoa Ky — ND.

* Ray Kroc (1902 — 1984): Mot trong nhitng nhan vat
¢6 anh huéng nhét thé gioi do tap chi Times binh chon.
Nam 1955, duoc thira ké mot cong ty quy mé nho
McDonald’s, Kroc di xay dung, phét trién né tré thanh
thwong hiéu thirc an nhanh ndi tiéng nhét thé giéi. Chinh
sy thanh cong cua tap doan nay khong chi mang lai cho
ong loi nhuén 16n véi hon 500 tri€u USD ma con giup
Ray Kroc dugc biét dén voi danh hiéu bat hu Vua
hamburger — ND.
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* Hannibal (247 TCN — 183 TCN): Mot tuong linh va
nha chién thudt quan su nguoi Carthage. Chir “Hannibal”
nghia [a “niém vui cua than Baal” (vi than chu cta ngudi
Carthage), con dong ho “Barca” ctia 6ng c6 nghia la “tia
chdp”. Ong dugc cong nhan 1a mot trong nhitng vi
tudng va nha chién thuat tai ba nhét trong lich sir quan
su thé giéi. Ong ciing duoc biét dén véi mot cau noi ndi
tiéng: “Chung ta s€ hoac tim, hodc tao ra mot con
duong” — ND.

* Hunter S. Thompson: Nha bao My ndi tiéng v6i thé
loai phéng sy — ND.

* Hare Krishnas: Tén day du la The International Society
for Krishna Consciousness, 1 mot to chirc ton gido cia
dao Hoi, duoc thanh lap & thanh phé New York ndm
1966 — ND.

* Margaret Mead (1901 — 1978): Nha nhan loai hoc
ngudi My va 1a dién gia thuong xuyén xuat hién trén cac
phuong tién thong tin dai ching nhitng nam 60 va 70 —
ND.

* Felix Adler (1851 — 1933): Nha nghién ctru dao dtic,
chinh tri va xa héi nguoi Do Thai va la mt nha cai cach
xa hoi. Ong 1a nguoi tao nén Phong trao van hoa dao
duc va dugc xem la mét trong nhiing nguoi c6 anh
huong nhét t6i phong trao Chi %P Pt% Théi nha van
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—ND.

* Eldrige Cleaver (1935 — 1998): Thanh vién lanh dao
cua Pang Bio Pen va tac gia ctia cudn sach Soul on Ice
— ND.

* Nordstrom: Chudi cira hang bach héa do gia dinh
Nordstrom thanh Iap nam 1901 tai Seattle, Washington,
Hoa Ky, dat dich vu khach hang Ién lam t6n chi cao nhét
—ND.

* PBX (Private Branch Exchange): Co nghia 14 tong dai
dién thoai ndi bg, 1a mdt mang dién thoai riéng duogc st
dung trong pham vi mdt cong ty — ND.

* Dale Carnegie (1888 — 1955): Tén day du la Dale
Breckenrldge Carnegle la nha van, nha thuyét trinh
ngudi My, ndi tiéng voi cubn sach How to win friends
and influence peope (Pdc nhan tim) dugc viét nim
1936, mot cudn sach thude hang ban chay nhét va duoc
biét dén nhiéu nhat cho dén tan ngay nay — ND.

* Susan RoAne: Nha vin, dién gia hang dau thé gi6i
nguoi My — ND.

* Lord Chandos: Nhan vat hu cau trong tac phiam The
Letter of Lord Chandos (Buc thu cta Lord Chandos)
cua tac gid Hugo von Hofmannsthal — BT.

* Francois de La Rochefoucauld (1613 — 1680): Nhan
vat thudc doi thir sau ctua dong ]H?tp a Rochefouc aH1 d._
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Ong hru danh hau thé véi tu cach nha vian, nha triét hoc
v6i nhitng chiém nghiém nhéan sinh dugc dac két thanh
nhitng c4u danh ngdn bt hu — BT.

* Joseph Pulitzer (1847 — 1911): Chu bt bao New York
World New York World, 1a ngudi dé xuét giai Pulitzer —
giai thuong dugc trao cho nhiéu finh vire, trong d6 quan
trong hon ca 1a bao chi va van hoc — ND.

* Thomas Jefferson (1743 — 1826): Tong thong thir 3
cta Hoa Ky, 1a nguoi du thao ban Tuyén ngon ddc lap
nam 1776 va nguoi thiét lap nén truong dai hoc Virginia
— ND.

s Adolf Hitler (1889 — 1945): Nguoi ding dau ché do
phét xit Ptrc, giy nén cudc chién tranh thé giéi thir Hai
— ND.

* Ambrose Bierce (1842 — 1914): Nha bao, nha phé binh
vin hoc, cdy but truyén ngan ngudi My. Vi quan diém
nhao bang ciing nhu su s6i ndi trong vai nha phé binh,
ong duoc dat biét hi¢u “Bitter Bierce” (Blerce chua cay)
Ong nbi tiéng dén mirc nguoi ta noi rang ¥ kién ong vé
bai bao hay bai tho c6 thé bét dau hay két thuc su nghi¢p
cua mot tac gid — ND.

* [PO (Initial Public Offering): Phat hanh lan dau (c6
phiéu) ra cong ching — ND.

* Philip Gilbert Hamerton (1834h : tF1)§9/? L};/Ell(e: 13 &h}\%en
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viét sach “hoc 1am nguoi”, I tac gia cudn Human
Intercourse — ND.

% MySQL: Hé quén tri co s& dit liéu ma ngudn mé phd
bién nhat thé giéi va dugc cac nha phat trién rat ua
chudng trong qua trinh phat trién ing dung vi MySQL la
co s6 dit liéu toc d6 cao, 6n dinh, d& sir dung, c6 tinh
kha chuyén, hoat dong trén nhiéu hé diéu hanh, cung
cép mot hé théng 16n cac ham tién ich rat manh — ND.

* Dorothy Sarnoff: Nit dién gia hang dau nguoi My —
ND.

* Dorothy Parker (1893 — 1967): Nha tho, nha phé binh,
nha vin ngudi My ndi tiéng vai tai hom hinh va cham
biém — ND.

* Jane Wagner: Nha viét kich, nha vin, mot trong nhitng
tac gia cua loat truyén Chicken Soup for the Soul — ND.
* Oracle: Tén cia mét hang phﬁn mém, mot hé quan tri
co so dit lidu phd bién trén thé gioi. Hang Oracle ra doi
vao nhirng nim 70 cua thé ky XX tai Hoa Ky — ND.

* Sun: Mot cong ty san xuat phan mém, bong ban dan
va may tinh dugc thanh 1ap nam 1983, ¢6 tru sé tai
Thung liing Silicon — ND.

* Larry Ellison (1944 — ): Dong sang lap va CEO cua
hang phan mém doanh nghiép 16n Oracle, la mot ty phua
vuot 1én s6 phan — ND.
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% Morgan Stanley: Ngan hang dau tu, mot cong ty
chung khoan c6 tru sé chinh tai Hoa Ky, dugc thanh 1ap
nam 1935. Pay 1a mot trong nhitng thé ché tai chinh Ion
nhit cua thé gi6i, phuc vu nhitng nhém dbi tuong 1a
chinh phu, t6 chirc tai chinh khac va c4 nhan — ND.

* McKinsey & Company: Cong ty tu van ndi tiéng, duoc
sdn don va thanh cong bén virng. Doi ngii chuyén gia
chién Iuoc wu ta cua cong ty di dao tao duoc nhiéu
CEO hang dau thé gioi — ND.

* Anton Chekhov (1860 — 1904): Nha viét kich nguoi
Nga ndi tiéng va c6 anh huong 16n trén thé gidi véi thé
loai truyén ngan — ND.

* Evelyn Waugh (1903 — 1966): La mot nha van ngum
Anh. Ong Vlet tiéu thuyet tu truyén va sach du lich. Ong
14 tac gia cudn tiéu thuyét noi tiéng Brideshead Revisited
(Tham lai Brideshead) da dwoc dao dién Julian Jarrold
chuyén thé thanh phim — ND.

* Walt Mossberg (1947 — ): Cay bt cong nghé cua tap
chi The Wall Street Journal, nguoi ¢6 rat nhiéu nam lam
viée trong linh vic viét vé cong nghé va 1a nguoi sép dit
cho cudc gdp mat lich su gilta Steve Jobs va Bill Gate
nam 2008 — ND.

* TechCrunch: Blog cong nghé ndi tiéng nhét thé gioi —
ND.
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* Fox Interactive: Mt don vi cua tap doan News
Corporation bao gdm giéi tri, tin thoi sy, thé thao trén
Internet — ND.

* CallPERS: Hé théng huu tri cong chirc California. Co
quan phy trach huu tri va cac khoan phuc loiy té cho
cac cong chirc cua bang California — BT.

* Steve Wozniak (1950 — ): K§ su may tinh ngum My va
1a nguoi dong sang 1ap nén cong ty may tinh noi tiéng
Apple — ND.

* Hew lett-Packard: Viét tat 1a HP, Ia tap doan cong nghé
thong tin 16n nhat thé gi6i tinh theo doanh thu, dwgc
thanh 13p nam 1939 tai Palo Alto, Hoa Ky va hién c6 tru
s8¢ tai Cupertino, bang California, Hoa Ky — ND.

* Tickle.com: Trang web cho phép moi ngudi danh gia
ca tinh va chinh ban than minh thong qua céac bai test
[ma phan 16n] ¢6 cin ctr khoa hoc nham tim hiéu vé
hanh vi con nguoi. Tickle dugc Monster mua lai nim
2004 véi gia khoang 100 triéu do6 la — ND.

* Paul Graham (1964 — ): Lap trinh vién, nha dau tu mao
hiém, Paul ndi tiéng vdi viée sang lap nén Viaweb (sau
nay Yahoo mua lai d6i thanh Yahoo! Store) va sang lap
cua Y-Combinator — quy dau tu mao hiém chi danh cho
viée dau tu vao cac y tudng moi. Cung voi Guy
Kawasaki (tac gid cuon sach na¥?t’[p }ﬂ Graham d e
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biét dén nhu 14 mot trong hai trong dai sdng trong thé
gi6i khoi nghiép cong nghé. Nhitng bai hoc cung 161
khuyén ciia 6ng ludn luon 14 kim chi nam cho bét ki mot
c6ng ty nao mudn khoi nghiép trong finh vuc cong nghé
— ND.

* Ann Winbald: Nit lp trinh ¢6 anh hudng nhit trong
thé giéi cong nghé — ND.

* Adobe: Mot tap doan phan mém may tinh ctia Hoa Ky
¢6 tru so chinh dat tai San Jose, California, Hoa Ky,
duoc John Warnock va Charles Geschke thanh lap vao
thang 12 nam 1982 — ND.

* Xerox: Mot cong ty dich vu k¥ thuat tri gia 8,54 ti
bang Anh va 1a mét trong nhiing thwong hi¢u dugc cong
nhan ngay l4p tirc trén thé gioi — ND.

* Sequoia Capital: Tén mot cong ty quy dau tu ndi tiéng
6 My — ND.

* Herbert Hoover (1874 — 1964) Tong thong thir 31 cua
Hoa Ky, 1a mot ky su mo noi tleng va la mot nha cam
quyén theo chu nghia nhan dao. Ong la ngudi di xuc tién
hién dai hoa nén kinh t& duéi thoi hai tong théng Warren
Harding va Calvin Coolidge — ND.

* Ezra Pound (1885 — 1972): Nha tho, dich gia, nha phé
binh nguoi My, mot dai dién xuét sic ctia trao hru van

hoc Anh My hién dai nira dau thﬁt%(gs%uwenlslgcsn vn
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nhitng nguoi con sdng, 6ng 1a ngudi da 1am nhidu nhat
dé danh thue nhitng khat khao méi mé trong tho ca”,
theo 101 nha tho Carl Sandburg — ND.

* Doanh nhan ndi tai: nhitng nguoi khéi nghi€p tir cong
ty dang hoat dong — BT.

* George Bernard Shaw (1856 — 1950): Nha soan kich
ngudi Anh goe Ireland doat giai Nobel van hoc nim
1925 — ND.

* Con bo hai ra tién (cash cow): Y chi san phim noi
tiéng — ND.

* Hai gd & gara: Y chi Steve Jobs va Steve Wozniak, hai
ngudi dong sang lap Apple — ND.

* MIT: Hoc vién cong ngh¢ Massachusetts, Hoa Ky —
ND.

* John Milton (1608 — 1674): Nha tho, soan gia, nha
binh luan vin hoc ngudi Anh. Ong ndi tiéng véi bai tho
“Thién duong da mat” (Paradise Lost), “Thién duong tré
lai” (Paradise Regained) va Areopagitica — bai luan Ién an
su kiém duyét — ND.

* Bién cong ngh¢ thanh san phim — ND.

* William Shakespeare (1564 — 1616): Nha tho, nha soan
kich thién tai ngudi Anh — ND.

* Wendy: Tén day du I Wendy s Old Fashioned
Hamburgers, 1a mot h¢ thong nhh tlE) ng t%n nhanh
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tiéng vé hamburger — ND.

* César Chavez (1927 — 1993): Céng nhén, nha lanh dao
ngudi lao dong, nha hoat dong vi dan quyén nguoi My.
Ong 13 nguoi dong sang lap Hiép hoi ngudi lao dong
néng trai qubc gia Hoa Ky — ND.

* Nelson Mandela (1918 — ): Tong théng Nam Phi tir
1994 — 1999 va Ia tong thong dau tién duoc bau cir dan
chi theo phuong thirc phd thong dau phiéu. Trude khi
tré thanh tong théng, 6ng 1a nha hoat dong chdng chu
nghia phan biét chung toc va 1a nguoi ding dau phai vii
trang cua Pang qudc dai (ANC). Ong ciing 14 nguoi
nhéan dugc giai thuong Nobel Hoa binh nam 1993 — ND.
% David Livingstone (1813 — 1873): Nha truyén gido
ngudi Scotland thudc Hoi truyén gido London va la nha
tham hiém kham phé khu vyc Trung Phi. Ong Ia nguoi
chau Au dau tién nhin thay thac Victoria. David
Livingstone 1a nhan vat thir 98 trong s6 100 ngudi Anh
vi dai nhat thudc moi thoi dai theo két qua mdt cudc bau
chon dugc dai BBC tién hanh ndm 2002 — ND.

* Jaguar (bdo ddm): Hang san xuat xe 6 t6 hang sang
cta Anh duogc thanh lap ndm 1922, c6 tru s¢ tai Whitley,
Coventry, Vuong quc Anh — ND.

*G. B. Trudeau: Da theo ddi va t1rn hiéu 40 nam cua
nén vian hoa My qua sau cudc ch ?n trﬂ]ﬁh va tam %hmh
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quyén tng thong — BT.

* David Letterman: Ngudi ddn chuong trinh truyén hinh
va mot dién vién hai. Ong phu trach chuwong trinh Tro
chuyén dém khuya trén kénh truyén hinh CBS. Nam
1996, 6ng dugc binh chon Ia mét trong 50 ngoi sao
truyén hinh ndi tiéng moi thoi dai — ND.

* Guy Lombardo (1902 — 1977): Nghé s¥ violin ni tiéng
ngudi My gbe Canada —

* Lo Tur: Nhan vat chinh yéu trong triét hoc Trung
Qudc, sbng vao khoang thé ky thir 6 TCN, dugc coi la
nguoi da viét Pao duc kinh (cuén sach cua DPao gido co
anh hudng l6n), va dugc cong nhan 1a khai td ctia Pao
gido — ND.

* David Ogilvy (1911 — 1999): Bugc ménh danh la cha
dé cuia nganh quang cdo — ND.

* R & D: Hoat dong nghién ctlru va phét trién — BT.

* Tom Bodett (1955 —): Tac gia, dién Vlen long tiéng,
nguoi ddn chuong trinh truyén thanh ndi tiéng ngudi My
—ND.

* Mortimer Feinberg va John J. Tarrant: Dong tac gia
cudn sach “Tai sao nguoi thong minh lai lam diéu ngu
ngdc” — BT.

* Gary Hart va Donna Rice: Bugc coi la mot trong
nhitng vu bé bdi tinh &i ndi tlengn 1{8% /H%:h Sur Mg(/: 1ua
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{rng cir vién hang dau cho vi tri tong thong ctia dang
Dan chu, Gary Hart véi Donna Rice — ND.

* Dennis Kozlowski: CEO cua cong ty Tyco
International Ltd, bi két toi vao ngay 17/6/2005 vé toi
gian lan cong quy va phai nhan hinh phat 25 ndm tu —
ND.

* Vua David: Chang trai chan ctru khon ngoan, da danh
bai gi khong 16 Goliah dé tir dia vi thip hén trg thanh vi
vua danh tiéng voi nhitng chién cong lay hrng.

* Bathsheba: Con gai ctia Eliam, von 1a vo ctia Uriah xir
Hittite, sau liy vua David.

* Watergate: Vu bé bdi chinh tri da khién tong thong
Nixon phai tuyén bé tir chirc. Nixon 13 tong théng duy
nhét ctia nuéc My phai roi khoi chiéc ghé quyén hrc khi
chua hét nhiém ky — ND.

* Whitewater: Cudc diéu tra bat dong san lién quan dén
gia dinh tong thng Bill Clinton, tuy nhién két luan dua ra
14 Clinton khong dinh liu gi trong vu tai tiéng nay — ND.
* Anton Lavey (1930 — 1997): Nguoi sang 1ap cua gido
hoi Satan. Ong tirng tuyén bd khong ¢6 nhitng cam
hing nhu Hitu than — ND.

* Enron Corporation: Pugc thanh 1dp vao nam 1985, véi
doanh thu Ién dén 101 ty USD trong nam 2000. Ho tl‘rng
la tdp doan nang luong hung maﬂﬁp h?}t cua My
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dong & trén 40 nude va hau thuan manh mé& cho Téng
thong Bush. Thé nhung, qua nhiéu vy 1am dn man tré,
héi 16, hién nay cac khoan n¢ Ién dén 15 ty USD va cong
ty hoan toan mét kha ning chi tra — ND.

* Chuck Palahniuk: Téc gia ctia nhiéu tiéu thuyét da
duoc chuyén thé thanh phim, trong dé c6 tiéu thuyét Doi
dau hay chét mon (duoc dyng thanh bo phim Fight
Club) dugc xem 1 cudn sach gbi dau giwrong cta nhitng
nha phé binh vin chuong vé vin d& méau thuén xa hoi
trong thé gi6i hau hién dai — ND

* Friedrich Nietzsche (1844 — 1900): Nha triét hoc nguoi
Phd, khong duoc danh gia cao trong thoi dai ctia ong,
nhung dau thé ky XX, 6ng da dwgc gi6i tri thirc ¢ Puc,
Phap va Anh cong nhan. Nietzsche la nguoi c6 anh
hudng truc tiép va gian tiép t6i thuyét hién sinh, cha
nghia hdu hién dai, phan tam hoc va nhiéu tu tudng theo
sau do — ND.

* Sau sigma: Hé thong bao gdm céc cong cu va chién
lrge nhdm nang cao qua trinh hoat dong do hing
Motorola phat trién dau tién vao nam 1985. Muyc dich
ciia sau sigma la nang cao chét lwong ctia qué trinh cho
ra thanh phém béng cach nhén di¢én va loai bé nhiing
nguyén nhan gdy 16i va khuyét tat, giam thiéu t0i da do
bat dm}} trong san xuat va hoat %?Fp%lf hus%ar%la(_:hs\;h
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* Carl Rogers (1902 — 1987): Bugc biét dén 1a mot trong
nhitng ngudi dit nén tang cho viée nghién ctru lidu phap
tam Iy va dwoc vinh danh vi nhitng cdng hién tién phong
ctia dng trong cach tiép can nhan vin c6 tim anh hudng
sau rong trong tam Iy hoc. Rogers dugc xem 1a mot
trong sau nha tam 1y hoc kiét xuat nhat cua thé ky XX
va duoc xép thir hai sau Sigmund Freud — ND.

* Dwight D. Fisenhower (1890 — 1969): Tudng 5 sao
trong luc quan Hoa Ky va 1a Téng thong Hoa Ky thir 34
tir ndm 1953 dén 1961 —

* Robert W. Sarnoff (1918 — 1997): Chu tich cua NBC
va RCA— tép doan truyén thong va radio ciia My — BT.
% Wayne Gretzky: Danh thu khic ¢6n cau — ND.

* Waterfall Forecast: M6 hinh dugc cac chuyén gia su
dung dé phéan tich cac hang muc chinh dé xac dinh 13,
13i va can bang doanh thu — ND.

* Don Marquis (1878 — 1937): Nha van, nha bao nguoi
My — BT.

* Alexa: Cong ty chi nhanh cia Amazon.com, chuyén
cung cap thong tin vé hru hrong truy cép dén cac
website — BT.

* Johann Wolfgang Von Goethe (1749 — 1832): Pugc coi
la mot trong nhitng vinhan cta nén van chuo‘ng thé gi(’)ri.
Ong 1a mot nha tho, nha viét klcllllf ¢ tlel} / Rux
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van, nha khoa hoc, hoa sy cua Puc. Tac phém kich tho
Faust cta 6ng la mot trong nhitng dinh cao ciia nén vin
chuong thé gioi — ND.

* Lyd1a Sigourney (1791 — 1865) Nha tho nit nguoi My
ndi tiéng trong nhung nam dau va giira thé ky XIX. Ba
thuong dwgc nhic dén nhu “nir sy ngot ngao cia
Hartfold” — ND

* Alain Van Der Heide (1970 — ): Hoa sy thiét ké c6 nhiéu
dong gop cho cac dia danh thuong mai va cong cong
khép noi trén thé gioi — ND.

* Ban cirng: Dya vao ndi lo sg, 1ong tham cua nguoi
mua d& ho ra quyét dinh mua mét cach nhanh chéng.
Tuy nhién vi muc dich 13 ting doanh sb ti 1 thuén vi
thiét hai cho khach hang nén “ban ctrng” bi li¢t vao danh
sach “choi khéng dep” trong marketing — BT.

* Martin Veitch: Cay but cong nghé khdi nghiép tur tap
chi PC Week. Céc bai viét ciia anh thudng xuyén xuét
hién trén The Wall Street Journal phién ban chau Au,
BBC News Online, CFO va the Guardian, va nhiéu tap
chi danh tiéng khac — ND.

* Henry Ward Beecher (1813 — 1887): Nha céi cach xa
hoi, dién gia nira cudi thé ky 19 — ND.

* CAPTCHA: Chuoi ky tw ma thanh vién phai dién vao
khi m¢ tai khoan, la mét dang szﬂot dat o it dau
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Completely Automated Public Turing test to tell
Computers and Humans Apart (Phép thtr Turing cong
cong hoan toan tu dong dé phan biét may tinh voi
ngudi), duoc Pai hoc Carnegie Mellon ¢b ging dang ky
thuong hiéu nhung da bi bac bd. Pay la qua trinh may
tinh yéu cau ngudi dung hoan tat mot kiém tra don gian
ma may tinh c6 thé dé dang tao ra va danh gia nhung
khong thé ty giai n6 dugc. Vi méy tinh khong thé giai
dugc CAPTCHA, nén ddi twong nao nhap ding chudi ky
tu do s€ dugc coi la con nguodi — ND.

* Katherine Paterson (1932 — ): Nha vin My chuyén viét
truyén cho thiéu nhi — ND.

* Geodude va Lickitung: Hai nhan vat trong phim hoat
hinh Pokémon — BT.

* Abraham Lincoln (1809 — 1865): Tong thong thir 16
cta Hoa Ky. Ong 1a mot trong nhirng ngudi da thiét lap
bang Cong hoa nam 1854, lanh dao Hoa Ky vuot qua
cudc khung hoang va cham dirt ché do no 16 — ND.

* Mazel tov: Tir thudng dugc ding dé chic tung trong
truong hop hodc sy kién vui vé, c6 nghia twrong duong
“good luck” (chiic may man) hay “Congratulations”
(chtic mung) — ND.

* Stephen Jay Gould (1941 — 2002): Mot trong nhirng
tac gia dong sach khoa hoc phd tﬁ ng /<f‘o luggg n um
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doc dong dao nhit thoi 6ng. Phan 16n thoi gian, 6ng
gidng day sinh hoc ¢ dai hoc Harvard — ND.

* Lyman Bryson (1888 — 1959 ): Nha gido duc, ¢6 vin
truyén thong cho dai CBS — ND.

* Fall Out Boy: Nhom nhac rock cua My dugc thanh 1ap
nam 2001 va duge xép hang thir 93 trong s nhirng
nghé sy xuét sic nhat tir nam 2000 dén nim 2010 do
Billboard bau chon — ND.

* Arctic Monkeys: Nhém nhac rock cia Anh duogc
thanh 1ap nam 2002 va la mot trong nhirng ban nhac néi
danh nho Internet. Arctic Monkeys dugc xem la ban
nhac thay d6i cach thirc hinh thanh ciing nhu marketing
ctia cac nhom nhac thoi dai méi — ND.

* My Chemical Romance: Ban nhac rock cua My tung
duoc dé cir giai thuong Am nhac My va giai Grammy,
duoc thanh Iap nam 2001, gém cac thanh vién Gerard
Way, Mikey Way, Frank Iero, Ray Toro va Bob Bryar —
ND.

* Black-Eyed Peas: Ban nhac rap, pop, hip hop dén tir
Los Angeles, My. Ban nhac da tung 6 lan gianh giai
thu(mg Grammy cho ban nhac thé hién pop hay nhat
thé hién rap hay nhét, video 4m nhac thoi lwgng ngén
hay nhat trong cac nam 2005, 2006, 2007 va 2010 —
ND.
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* Sidney Madwed (1948 — ): Tac gia, dién gia ngudi My
chuyén viét va dién thuyét vé van dé str dung nguoi
trong céc cong ty, thé ché, to chirc — ND.

* Peter Drucker (1909 — 2005): Chuyén gia hang dau thé
gi6i vé tu van quan tri. Ong duoc coi la cha dé cua
nganh Quan tri kinh doanh hién dai, 1a tac gia nhiéu cudn
sach quan 1y nbi tiéng, trong d6 c6 cudn Nhitng thach
thirc cua quan 1y trong thé ky 21. Nhitng déng gop ciia
ong duoc danh gia rat cao, tap chi Financial Times (Thoi
bao tai chinh) da binh chon 6ng 1a mot trong bdn nha
quan Iy bac thay ciia moi thoi dai (cting véi Jack Welch,
Philip Kotler va Bill Gates) — ND.

* John F. Kennedy (1917 — 1963): Tong thong thir 35
cua Hoa Ky. Ong 14 chinh khach tré tudi nhit ting déc
ctr Tong théng Hoa Ky — ND.

* Rick Cook (1944 — ): Mot nha bao, mét tin tac may
tinh va 1 cay but ndi danh vi su hai hude cta minh —
ND.

* George Carlin (1937 — 2008): Tac gia, nha phé binh xa
hoi va dién vién hai ngudi My da ting 5 lan gianh giai
thuéng Grammy danh gia cho cac album hai cia 6ng —
ND.

* Cookie: Nhirng phéan dir liéu nhé ¢6 cau trac dwgc chia
sé gilra trang web va trinh duyehﬁps 1?/%}118;1/ %%% o flugc
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luu trit dudi nhitng tép di liéu nhé dang van ban (dung
lwong dudi 4k). Chung duoc céc trang tao ra dé Iwu
trit/truy tim/nhan biét cac thong tin vé nguoi dung da
ghé tham trang va nhirng ving ma ho di qua trong trang
— ND.

* Dich nghia: Nay X4 Loi Ttr, sic chang khac gi khong,
khong chang khac gi sdc, sic chinh 1a khong, khong
chinh 14 sic, Tho, Tuéng, Hanh, Thic ciing déu nhu
thé — BT.

* Carnegie Hall: Nha hat 16n ¢ thanh phd New York, My,
noi thuong t6 chirc cac budi hoi thao, dién thuyét ciia
nhitng dién gia hang dau thé giéi — ND.

* Jascha Heifetz (1901 — 1987): Pugc xem la ngh¢ si
violin vi dai nhat ctia moi thdi dai — ND.

* Carl Philipp Emanuel Bach (1714 — 1788): Nha soan
nhac ndi tiéng ngudi Piac — ND.

* Rosalind Russell (1907 — 1976): Nit dién vién ndi tiéng
nguoi My — ND.

* Robert C. Murphy (1926 — 2000): Luat su, tirng giir
chirc Chanh 4n toa 4n ti cao Maryland tir nam 1972 dén
nam 1996 — ND.

* Diéu luat quy dinh nguoi bi bit ¢6 quyén giir im ling —
ND.

* Franklin D. Roosevelt (1882 — % t945) thonﬁ thir
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32 cua Hoa Ky, 1a guong mat trung tdm cua cac su kién
thé gi6i giira thé ky XX khi 6ng linh dao Hoa Ky sudt
thoi gian ¢6 cude khing hoang kinh té toan cau va chién
tranh thé gi¢i — ND.

* Technorati: Tén diy du l1a Technorati Media, do Dave
Sifry thanh lap c6 tru so chinh ¢ San Francisco,
California, Hoa Ky. San phiam ctia Technorati Media 1
technorati, mot cong cu tim kiém internet ding dé tim
blog, canh tranh véi Google, Yahoo! va IceRocket. Tinh
dén thang 4 nam 2007, Technorati c6 phu luc gdm 75
triéu trang blog — ND.

* Malcolm S. Forbes (1919 — 1990): Doanh nhan nguoi
MY, ngudi sang lap nén tap chi Forbes — ND.

* George Eliot (1819 — 1880): Bat danh ctia nit nha van
nguoi Anh Mary Anne Evans. Ba la m{t trong nhitng nha
vin tién phong cua thoi dai Victoria. Nhiing tiéu thuyét
cta ba phan anh doi sng trung lru tai mién nong thon
nuée Anh, ndi tiéng v6i nhitng mo ta hién thyc don gian,
tinh cam, tdm li. Ba st dung bat danh nam cho céc tac
pham dé dam bao rang tic pham cia ba duoc chi trong,
dé minh khong bi coi 1a mdt nha van lang man don thuan
— ND.

* Red flag: Nghia den la o' do, am chi hodc bao dong
mdi nguy sap téi— ND.
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* Buzz Lightyear: Tén m&t nhan vat hoat hinh trong bd
phim Toy Story (Cau chuyén db choi) — ND.

s Quyén chon (options): Mot loai chirng khoan phat
sinh, thé hién quyén duoc chon ban hodc mua mot loai
¢6 phiéu nao d6 — BT.

* Craigslist: Mot cong dong truc tuyén c6 tinh ning
phong pht, noi mua ban, trao ddi cac san phém dich vu,
cac quang cao tim viéc va c¢6 ca cac muc ca nhéan, véi 4
ti lrot truy cap mdi thang — ND.

* Ernest Henry Shackleton (1874 — 1922): Nha tham
hiém ngudi Ireland gbc Anh, la nguoi dan déu bon cude
tham hiém dén chau Nam Cuc — ND.

* Carol Dweck: Gido su tam 1y thudc Dai hoc Stanford,
ngudi di tién hanh nghién ctru trén hon 400 hoc sinh tiéu
hoc ¢ khiap nudc My trong sudt mot thap ky dé rat ra
két luan: khen ngoi, nhan manh hay chu trong su nd lyc
cua tré s& gitip cai thién tinh kién tri ciing nhu két qua
cbng viéc tré lam hon nhiéu so véi khen tré thong minh
—ND.

* Ken Iverson: Giam ddc diéu hanh da bién mot cong ty
gan pha san vao nhitng nam 60 ciia thé ky trude thanh
cong ty san xut thép 16n nhat va thanh céng nhit & My
— ND.

* P. J. O’rourke: Nha béo, nha Chht?ps ]?/]ﬁwu m chinh tri
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ngudi My ndi tiéng, duogc so sanh ngang voi Mark Twain
vé d6 hai hude — ND.

% Piranha: Loai c4 nude ngot & Nam My chuyén tin
cong va an thit cac dong vét sdng — ND.

1. Henry David Thoreau (1817 — 1862): Nha van, nha
tho, sir gia va triét gia nguoi My — ND.

1. Thung liing Silicon: Noi c6 hang ngan tdp doan cong
nghé, trong d6 c6 ca cac cong ty nam trong danh sach
Forbes 500 —

2. Frank Sinatra (1915 — 1998): Mot ca s, dién vién
ngum My tung doat gidi Oscar cho nam dién vién phu
xuét sic nhét cho bo phim From Here to Eternity — ND.
3. Macintosh: hay Mac, 1a mot dong san pham may tinh
ca nhan cua hang Apple — BT.

(1) Masterwort: Mot loai cay lau nam c6 tén khoa hoc 1a
Peucedanum ostruthium, ré ctia né c6 cong dung khang
khuén, loi tiéu, giam dau va tang cudng mién dich.

(2) Gypsywort: Mot loai cay lau nam c6 tén khoa hoc la
Lycopus europaeus, c6 cong dung chira lanh cac vét
thwong va giam sét.

(3) Motherwort (Leonurus cardiaca): Mot loai thao mdc
lau nam, duoc s dung nhu mot vi thude trong y hoc cd
truyén, c6 tac dung ngan ngira nhiém tring tir cung &
phu nit, gitip an than va ting cugﬂ% sSW%hlﬁ}\l/?gntslrancﬁ]aCh
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(4) Nguyén van “Jack-o’-lantern”, dich sat tung chir c6
nghia 14 “Jack cam 16ng dén” — chinh Ia chiéc 16ng dén
Jam bang cu cai hay bi ngd trong dip & Halloween. Theo
than thoai Ireland, c6 mot anh chang tén Jack rat 1ém
linh, rdn mat, chi thich di ra nguoi khac. Gap ai gi
ciing lira, dén quy ciing chang chira. Mot lan Jack lira
mot con quy tréo lén cdy sau khi né dinh Iira Jack dé liy
cudp linh hdn. Quy tréo 1én cay réi, Jack khic hinh
thanh gia quanh than cay. Quy khong thé tréo xudng vi
n6 rat so hinh chir thap, thé 1a quy bat dau van xin. N6
thé s& khong bao gio cudp linh hon Jack nita néu gi chiu
x6a hét cac hinh thanh gia trén cay dé n6 leo xudng. Khi
Jack chét, thién duong khong mo cura cho gﬁ boi qua
khtr toan di lra ngum thé 1a ga Iui thui di xubng dia
nguc.Nhung khi téi cong dia nguc, quy nhan ra Jack va
nh¢ toi théa thuan khi xwa nén Jack khong dugce vao tra
ngu. Thé 14 linh hon cua Jack ching con noi dinh cu va
¢t quanh quan chang biét di vé dau. Ctr phai qud quang
trong dém t6i, Jack xin quy chut lira dé soi dwong. Cudi
cung quy thuong tinh ném cho anh chang hon than liy
tir bép lira dia nguc khong bao gid tit. Va Jack lay mot
ct cai dem khoét rong thanh hinh mit quy, bén trong
dat hon than. Va cr thé ma Jack mai lang thang trong
ldn ranh thuc-hu, giira thién du% %
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chiéc 10ng dén trén tay... Sau nay vao thé ky 19 khi
ngudi Ireland di cu dén My thi cu cai dugc thay thé
bang bi ngd va hinh tuong iy dén giv da tré thanh biéu
trung cua I8 Halloween trén khip toan cau.

99. Tuc Yeltsin.

100. Chau Thanh Cat Tu Han, tirng chi huy quan Mong
Cb tién danh chau Au, thdng tri nwéc Nga vao thé ky
XIII va lap ra qubc gia Kim Trudng.

101. Ta phai néi thém rang véi thoa thuan Belovezh do
Yeltsin ky, linh tho nude Nga bi mat di nhiéu hon nhiéu
so v6i hoa ude Brest “si nhuc”. (Chu thich cua tac gid).
102. Tén céc tuéng chi huy quan Bach vé chéng lai nha
nude X6 viét trong nhitng nim ndi chién (1917-1923).
103. Ngudi da sap nhap Crimea vao linh thd Nga nim
1783.

104. Nguoi da ra lénh xay dung phdo dai Groznaya, sau
nay 1a thanh phd Grozny, thii phii Chechnya sau khi
nham chitc Tu 1énh quan doi Nga & Gruzia.

105. G. E. Burbulis (sinh ndam 1945): tung gilt cac chirc
vu Qudc vy khanh Lién bang Nga, Pho Tha tudng thi
nhét, Quéc vu khanh thudc Téng théng Nga. Tét nghiép
khoa triét hoc Dai hoc Téng hop Ural.

106. Vo Yeltsin.

85. Tén nhitng Dan ty Noi vu (ﬂ% /ﬁgngl an) duhm thoi
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Stalin.

86. Thanh phan Uy ban gém: Chii nhiém Uy ban kiém
tra dang thugc Trung vwong Pang Cong san Lién X6 N.
M. Shvernik (chii tich Uy ban), Chu tich Hoi déng Bo
truong nudc CHXHCN X6 viét Gruzia G. D.
Dzhavakhishvili (thay cho Bi thu thtr nhat Trung wong
Pang Cong san Gruzia V. P. Mzhavanadze bi “6m dot
ngdt™), Bi thu thir nhat Thanh uy Moskva Pang Cong
san Lién X0, P. N. Demichev, Chu tich Uy ban an ninh
qudc gia Lién X6 A. N. Shelepin va Chu tich X6 viét
Moskva N. 1. Dygai (Pugai). (Chu thich cua tac gid).
87. Cau noi trén dugc Pushkin dat vao miéng Mozart
trong tac pham bi kich Mozart va Salieri ctia 6ng.

115. Khodynka: vu gidm dap chen nhau nhan qua trong
ngay dang quang cta Sa hoang tai bai Khodyn ngay 18
(30 theo lich mai) thang 5 nam 1896, khién cho hon
1300 ngudi chét va hang ngan nguoi bi thuong. Sau dé
Sa hoang van tiép tuc chuong trinh da hoi, khiéu vii.
Tsusima (Ddi Ma): déo cta Nhat Ban giap eo Tridu Tién
va eo Tsusima, thong giita bién Nhat Ban va bién Hoa
Dong, noi xay ra tran hai chién Nga-Nhat (1905) véi that
bai ning né cua quan Nga. Ngay Chu nhat dAm mau 9
(22)-1-1905: quan doi Sa hoang dan ap doén‘biéu tinh &
Saint P?tersburg, lam hang ‘[1ramh t%l)%ﬂ} ) t%}bl ﬁgﬁsrggﬁ ngan
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nguoi chét, vai traim nguoi bi thuong. Vu tham sat Lena:
vu ban giét cong nhan béi cong 6 mo vang gan song
Lena (Siberia) ngay 4 (17)-4-1912 lam khoang 270
ngudi chét va 250-500 nguoi bi thuong.

116. Thuong phu gido chu Tikhon sinh nim 1865, mat
nam 1925.

117. Tén that 1a Minei Gubelman (1878-1943), uy vién
UBTU, c¢6 thoi ky 1a Bi thu BCS Lién X6. Nha tu tudng
vé t6n gito ctia DCS Lién X6, thi hanh chinh sach vo
than, chdng ton gido manh mé.

91. D6 dbc quan Bach vé thoi ndi chién sau Cach mang
Théang Muoi & Nga, bi xtr tur nam 1920.

92. Thoa udc x6a bo Lién X6, thanh 1ap Cong ddng céac
qudc gia doc 1ap do ba nha linh dao Nga (Yeltsin),
Belarus (Shushkevich) va Ukraina (Kravchuk) ky ngay
8-12-1991.

93. E. D. Stasova (1873-1966): iy vién Trung wong
DCS Nga (1918-1920), sau lam viéc & Qubc té Cong
san. Tro cdt dugc an tang trén tuong thanh Kremli. L. A.
Fotieva (1881-1975): thu ky riéng cta Lenin (1918-
1924).

94. Tén nay dugc dit theo kiéu Dirc, phién theo tiéng
Anh 1a Saint- Petersburg (thanh phd Thanh Pyotr/Peter).
Dén nam 1914 dbi sang tén kleuhl\%gs }?ﬂlietro rad. Thoi
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ky 1924-1991 mang tén Leningrad.

95. Tap chi Luan ching va su kién.

70. Nha van Nga (1891 1926), chinh uy su doan
Chapaev, tac gia tiéu thuyét Chapaev di dich ra tiéng Viét
(Sa-pa-¢ép).

71. Chiing t6i ciing mudn nhic dé cac doc gia hién nay
ndm dugc chirc vu ciia cac nha lanh dao dé: 1. V. Stalin
- Tong bi thu UBTU BCS Nga (Bolshevik), N. 1.
Bukharin - Téng bién tap bao Sy that, M. I. Kalinin -
Chu tich BCHTU Lién X6 (vé mit danh nghia 1a nguyén
thii qudc gia), L. B. Kamenev va A. 1. Rykov - Pho Chu
tich Hoi dong dan iy (Pho Thii tuéng) Lién X0, L. D.
Trotsky - Dan uy phu trach quan d6i va hai quan kiém
Chu tich Hoi déng quan su cach mang Lién X0.
Bukharin va Kalinin 13 Uy vién du khuyét BCT UBTU
DCS, nhitng nguoi con lai 1a Uy vién chinh thire BCT.
Vang mit trong cudc hop 14 hai iy vién BCT UBTU
DCS: Chu tich Ban chap hanh Qudc té Cong san G. Ye.
Zinoviev (ai ciing biét 1a 6ng phat biéu ting ho dé nghi
wdp xac) va Chu tich Hoi dong trung wong cac cong
doan toan lién bang M. P. Tomsky. (Chu thich cua tac
gid).

72. Nay thudc Ukaina.
73. Nay thugc Estonia.
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74. Pantaleon (khoang 275-khoang 303), sinh &
Nicomedia (nay thudc Thé Nhi Ky), 1am nghé thiy
thudc, bi hoang dé La Ma xt tir vi theo dao. Athos Ia tén
ban dao & Bong Hy Lap, noi ¢6 ngon ntii cung té€n va 20
tu vién.

82. Mot diéu tha vi la L. B. Krasin, nguoi nam 1924 chiu
trach nhiém giam sat cong tdc udp xac Lenin, nam 1887
da tt nghiép truong trung hoc nay. Liéu Krasin c6 doan
trude duoc rang thi hai Viadimir Ilyich gio lai nim trong
toa nha ngdi trudong qué huong cta 6ng & Siberia khong!
(Chu thich cua tac gid).

83. Trong nhitng ndm 1990 nguyén pho gido su 1.
Zbarsky, ngudi trude d6 da nhiéu 1an khang dinh rang thi
hai Lenin dat trong Lang la ‘mot bau vat cua dan tdc*,
rang viéc gin giir thi hai ciia Nguoi 1a chién cong cua
nén khoa hoc X6 viét, nhung nay lai dua ra nhitng tuyén
b theo chiéu hudéng khac hin: rang, thi hai Lenin trén
Quang truong Do 13 ‘biéu twong ctia mot thdi bao
quyén‘, viéc gin giir thi hai lA mot hanh dong di man
‘khoéng phu hgp voi truyén théng cuia cac dan tdc van
minh‘, va dng ta, tic 1. Zbarsky, chua bao gid yéu quy
Lenin (bdo Sy that thanh nién ra ngay 23 thang 2 ndm
2000) va rang phai “‘dem chon® Lenin. Trong thoi gian
Chién tranh Vé qudc vi dai, vi pl?ft)t g ﬁtﬁu méi 30 u01
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nay, trong khi cac ban dong trang lira dang chién dau
ngoai mat trén voi bon phat xit, dau c6 dam kéu goi
‘chén cat® Lenin, vi néu thé thi anh ta chic chén phaira
mit tran. Sudt cude chién tranh anh ta trén trong hau
phuong & mot noi xa tit, dudi sy che chd dp U clia ngudi
cha, hay n6i mot cach hinh twong 1a nap sau thi hai
Lenin. Nam 1942 tham chi anh ta con gia nhap Pang
Cong san Nga (Bolshevik). Tinh cach v6 dao duc phat
16 dén mirc kinh tom ctia mot ké co hoi thiy rd trong
nhitng 161 bdc bach cua 6ng ta hién nay. ‘T6i ludn ludn
phai noéi trai long minh, —ké co hdi dé thi nhén, —lam
cong viéc tuyén truyén va tham chi Ia thanh vién cip uy
ang (L. Zbarsky, Muc tleu sb 1, trang 191). Lenin tirng
14 than twong, ngudn nudi sdng, tao ra ddi séng sung
tac, danh vong va phan thuong cho 1. Zbarsky. Chinh
trong Phong thi nghiém cua Lang, 1. Zbarsky da trudng
thanh va dinh hinh thanh nha khoa hoc. Nhung khi thoi
thé ddi thay, Lenin bi cong kich, bdi nho thi I. Zbarsky,
luc nay da trd thanh vién si, lai chay sang véi chu maéi.
Hanh dong d6 goi la dao ngii trong chién dau. (Chd thich
cua tac gid).
84. Dang phong truyén théng dé sinh vién sinh hoat, hoi
hop. ) i
58. Tu Mavzoley (Lang trong tlfﬂ%ﬁjN%LRﬁte nguo %
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tén goi vua Mausolus. Lang m¢ 6ng vua nay dugc xay
dung & Halicarnassus (Tiéu A) béi cac kién trac su
Pythis va Satyrus vao giita thé ky IV truéc Cong nguyén
(Chu thich cua tac gia).

59. Thoi diém viét nhitng ky ¢rc nay 1a vao nam 1937
(Chu thich cua tac gia).

60. Bela Kun (1886-1938): mot trong nhitng nguoi sang
lap DCS Hungary va linh dao nuéc Cong hoa X6 viét
Hungary (1919), tham gia Ban linh dao Qudc té cong
san. Bj Stalin x{r ban & Nga.

61. Nguyén van: Vasily Blazhennyi (Chan phudc Vasily),
chuyén sang tiéng Anh 1a Saint Basil [the Blessed].

62. Hién nay 14 co dugc luu giit tai cac kho tang cia chi
nhanh Bao tang Lich st qudc gia 1a “Bao tang V. I.
Lenin” & Moskva. (Chu thich cua tac gid).

63. Cac mo hinh thu nhd cua toa Lang tha hai dugc luu
giir tai cac kho tang cuia chi nhanh Bao tang lich str qudc
gia la “Bao tang V. I. Lenin” va cta Bdo tang nghién ctru
khoa hoc kién tric qudc gia mang tén A. V. Shchusev &
Moskva. (Chu thich cua tac gia).

64. Gidy vé cao cap kho tay xoa, dit theo tén nha cong
nghiép san xuat gidy ngudi Anh J. Whatman.

65. Tén viét tit Lién bang Cong hoa Xa hoi chi ngha
X0 Vlet, (Lien X0) bing tieng Ngr‘%‘ftps://thuviensach.vn
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66. Bia da trén m¢ Napoléon ¢ Paris ciing dwgc lam
biang d4 thach anh cua vung Karelia. (Cha thich cua tac
gid).

67. Tham gia ban giam khao 1a cac kién triic su ndi tiéng
nhét: L. N. Benua, 1. V. Zholtovsky, 1. 1. Rerberg, 1. A.
Fomin, V. A. Shchuko, A. B. Shchusev va nhiéu nguoi
khac nira. (Chu thich cua tac gia).

68. Kich thudce ciia nd 1a 185 x 220 cm2. (Chu thich
cula tac gia).

69. B) chit cai Arap vao nhling ndm do duogc dung &
nude Cong hoa Xa hoi chi nghia X6 viét Azerbaijan.
(Chu thich cua tac gid).

107. Tru s& X6 viét Tdi cao Lién bang Nga (nghi vién
cil), nay Ia try sé Chinh pha Nga. Con goi 1a Nha Tréng.
97. Nay la Istaravshan, thuéac Tajikistan.

98. Nay la Turkmenbasy, thugc Turkmenistan.

1. Loi bai hanh khiic canh mang Cac dong chi, can dam
di déu budc cua Leonid Radin (Radin).

2. Loi ca trong vo opera Song Pong ém dém, nhac 1.1,
Dzerzhinsky, 101 tho cua L.I. Dzerzhinsky.

3. Y noi khau hiéu Ty do, Binh dang, Bac 4i. (Cac cha
thich déu ciia nguoi dich va Ban bién tap tiéng Viét, trir
khi c¢6 ghi cht khéc).

4. 17977. nam dién ra chinh bién ﬁt]fl[r)lg ﬁt% LI}Slne ﬁggghhsﬁ
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Phap sau khi phéi hitu ndm quyén. 1830: nim Céch
mang, lién sau d6 Louis-Phillippe 1én ngdi vua. 1848:
nam Cach mang va nén Cong hoa thir hai ra doi. 1871:
Napoléon I1I thodi vi sau khi thua tran trong chién tranh
Phép-Phé, dan t6i su ra doi cua nén Cong hoa thir ba.

5. Xem phan phu luc ¢ cubi sach.

6. V. A. Soloukhin (1924-1997): nha van Nga. Turng lam
linh gac Dién Kremli (1942-1945).

7. A. N. Yakovlev (1923-2005): Tién si khoa hoc lich st,
vién si thong tan Vién han lam khoa hoc Nga. Ting la
linh bo binh chng phat xit Ptrc. Nguyén Vién truéng
Vién kinh té thé gi6i va quan hé quéc té thude Vién han
lam khoa hoc Lién X6, Truéng Ban Tuyén truyén Trung
uong Pang Cong san Lién X6, Bi thu Trung uwong Pang,
iy vién Bo chinh tri Trung wong Pang. Ung ho manh mé
duong 16i cai to ctia Gorbacheyv.

8. Mot hoi kin coi nhau 1a huynh d¢, von bt nguén tur
phuong hoi ciia cac tho né Anh tir thoi trung dai (vi thé
¢ tén 1a freemasonry), sau tré thanh mot hoi doan
hudng dén Iy tudng cao ca nhu béc 4i, binh dang va hoa
binh. Céc thanh vién c6 du céac tﬁng 16p (chinh khéch,
nghé si, nha khoa hoc,...), trong d6 c6 nhiéu nhan vat
trong yéu ctia cudc cach mang Phap.

9. Ttc Nicholas/Nikolai 11, Ngaﬁ}?pngl&u01 cun 1
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chinh quyén cach mang giét chét cing gia dinh nim
1918.

10. Hai nha cach mang Phap: Jean-Paul Marat (1743-
1793), bi mdt nit thich khach dam chét, va Honore-
Gabriel Mirabeau (1749-1791).

11. Pao & Nam Pai Tay Duong, noi Napoléon bi day lan
thtr hai cho dén khi chét.

12. Ngay chiém nguc Bastille 14-7-1789, duoc lay lam
ngay Qudc khanh Phap.

13. L& ky niém 200 niam Cach mang Phap duoc t6 chirc
nam 1989.

14. Chlr “dd” (xpacHsiii) trong tén goi Quang truong Do
vbn dugc dung theo nghia ¢ 1a “dep”. Mot s6 thanh phd
¢ cua Nga ciing c6 cac quang trudng chinh mang tén
“do/dep” tuong tu.

15. Phong trao cta nhitng ngudi Nga luu vong, chi yéu
1a tri thirc, thay ddi thai d6 tir chd chéng dbi chinh
quyén Xo-viét sang thira nhan chinh quyén nay. Tén goi
“DPoi cot mde™ xudt phat tir tén to tap chi (Smena vekh)
cua phong trao, xuét ban & Pari thoi ky 1921-1922. N.
Ustryalov (1890 1937), nha tu tuéng cua phong trao
“Poi cot mde”, da quay vé Lién X6 nam 1935 sau khi
hru vong, nhung dén ndm 1937 bi két toi lam gian diép
va bi xtr tur.
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16. Pai Cong tudc Moskva, nguoi da danh bai quan
Tatar (Mdng C0) trong tran Kulikovo (1380).

90. A. A. Vlasov (1900-1946) trung tudng Lién X0, bi
Puc bét lam ti binh va hop tac voi Dirc chdng lai Lién
X6. Sau chién tranh bi xir tir vé toi phan quéc.

109. Khasan: hd ¢ vung Vién Pong, gan bién gidi voi
Triéu Tién. Khalkhin-Gol (Cap Lap Cép Ha): song ¢ vung
bién giéi Mong C6 va Trung Qudc, noi quan doi Lién X6
cung quan doi Mong Cb da danh thang quan Quan Dong
cua Nhat Ban nam 1939.

114. D. A. Volkogonov (1928-1995): Tién si st hoc, vién
s1thong tan Vién han 1Am khoa hoc Nga, thuong tudng.
Tung lam Vién trudng Vién lich st quan sy thudc B
Qudc phong Lién X6 nhung bji mat chirc nam 1991 vi
“t6i boi den lich sir Lién X6”, sau lam ¢6 van vé qudc
phong cho Tong thdng Nga Yeltsin. Co cha bi xtr ban va
me bi Iwu day dudi thoi Stalin. B ba tac pham viét vé
Lenin, Stalin va Trotsky duoc giai thuéng Nha nudc Nga
1996 vé van hoc nghé thuat.

111. Ty phii Nga (sinh ndm 1946), tién sikhoa hoc k¥
thuat nganh toan, vién si thong tan Vién han lam Nga.
Ting lam Pho thu ky Hoi dong An ninh thoi Yeltsin,
nhung dén thoi Putin bi két t6i va phai sng hru vong,
112. Yushenkov (1950-2003) ngh% }?ﬂ%l{/ Itgn d01.
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Pho tién s triét hoc. Mt trong nhirng tha finh ctia Dang
Nuée Nga tu do, dai biéu Puma qubc gia. Bi 4m sét
chét.

113. Nude Nga ban dau duoc chia thanh 89 chi thé
hanh chinh, nay giam con 83 chu thé. Mot chu thé co
thé 1a mot tinh, mot viung, mot thanh phé lién bang, mot
khu tu tri hay mot nude cong hoa.

96. Karbovanets 1a don vi tién té ctia Ukraina thoi ky
1992-1996; manat 1a don vi tién té cua Azerbaijan va
Turkmenistan.

108. Chung t6i trich dan thong tin bao chi. (Chu thich
cula tac gia).

17. Gorki (Topkw - ‘khu ddi nh6*): khu dinh thy & tinh
Moskva, cach duong vanh dai thanh phd Moskva
khoang 10 km vé phia nam, noi dudng bénh cta Lénin
trude khi mat. Sau khi Lénin mét duoc d6i tén la
Leninskiye Gorki va tro thanh bao tang. Can phan biét
v6i Gorky (Topekwii) 13 tén cii cuia thanh phd Nizhny
Novgorod tir ndm 1932 dén 1990, dit theo tén cua van
hao Maxim Gorky.

18. Tho Mayakovsky trong trudng ca Vladimir Ilyich
Lenin (1924). Ban dich ctia Hoang Ngoc Hién trong
Maiacépxki, con nguoi, cudc doi va tho, NXB Dai hoc
va trung hoc chuyén nghiép,

1976.
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19. L. B. Kamenev (1883-1936): iy vién By Chinh tri
Trung wvong Pang Cong san (BCT TU DCS) Bolshevik
Nga va Pho Chu tich Hoi dong Déan ty Nga, ting chu tri
cac phién hop cua By Chinh tri khi Lenin dm. Sau nay bi
Stalin bai chirc, khai trir khoi Pang va bi xu ban. G. Ye.
Zinoviev (1883-1936): iy vién BCT TU DCS Bolshevik
Nga, Chu tich Ban chap hanh Qudc té Cong san (1919-
1926). Sau nay bi bai chirc, khai trir khoi Pang va bi xt
bén cung voi Kamenev, cung duge phuc hdi danh du
nam 1988. M. L. Kahnln (1875-1946): ngum dung dau
nha nude Lién X6 vé danh nghia trong nhiéu nim, véi
cwong vi Chii tich Ban chap hanh Trung wong (BCHTU)
toan Nga va Lién X0 (co quan quyen luc lap phap toi
cao), sau la Chu tich X6 viét Téi cao Lién Xo.

20. V. D. Bonch-Bruevich (1875-1955): nha cach mang,
tién sikhoa hoc lich s, tung lam Chanh van phong Hoi
ddng Dan uy Nga.

21. Tuc Krupskaya, vo Lenin.

22. A. S. Yenukidze (1877-1937): ban thoi tré cua Stalin,
thu ky Poan Chu tich BCHTU Lién X6 (1922-1935).
Sau bi khai trir Pang va bi xtr bén. Pugc phuc hdi danh
du nam 1960.

23. F. E. Dzerzhinsky (1877-1926): thu trudong dau tién
cla co quan an ninh Lién X6 Voh%tpsc/ /%anh Chu t
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ban dac biét toan Nga. V. V. Kuybyshev (1888- 1935):
uy vién BCT va Bi thu Trung wong PCS Bolshevik Nga,
Ph6 Chu tich thir nhat Hoi ddng Dan uy kiém Chu nhiém
Uy ban Ké hoach Nha nuéc. T. V. Sapronov (1877-
1937): ting lam thu ky Poan Chu tich BCHTU toan Nga
va uy vién Poan Chu tich kiém thu ky Hoi dong Trung
wong cac Cong doan Lién X6 (dén nam 1924). Sau bi
khai trir Pang va bi dan ap, dugc phuc hdi danh dy sau
khi chét. Ye. M. Yaroslavsky (1878-1943): iy vién Trung
wong Pang, uy vién Uy ban Kiém tra Trung wong, vién
s1, uy vién ban Bién tdp bdo Su that.

24. Loi bai Hanh khtic dua tang, 101 tho cua A.
Arkhangelsky, thuong sir dung trong I& tang cach mang.
25. G. G. Yagoda (1891-1938): Dan uy (tirc B truong)
No6i vu (1934-1936), sau bi Stalin xur ti.

26. B. V. Petrovsky (1908-2004): nha ngoai khoa, B
truong Y té Lién X6 (1965- 1980), vién si Vién Han lam
Lién X6/Nga va Vién Han lam Y hoc Lién X6/Nga.

27. Chi tiét hon vé nguyén nhan cai chét ciia V. I. Lenin
dugc ndi trong bai bao cua vién siB. Petrovsky “Vét
thuong va bénh tinh ciia V. I. Lenin” (b4o Su that, 25,
26 thang 11 nam 1990) va trong tra 16i phong van ctia
vién sT Vién Han 1am Y hoc Yu. Lopukhin “Benh t1nh va
cai chét cua V. I. Lenin: bia dat Yﬁt }%Huw tuin
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Cong khai, 18 thang 10 nam 1990) (Chu thich cua tac
gid).

28. Trich trong truong ca Vladimir Ilyich Lenin ctia
Mayakovsky.

29. Hién nay vién dan dugc hru giir tai chi nhanh “Bao
tang V. I. Lenin” ctia Bao tang lich st qudc gia &
Moskva (Chu thich cua tac gia).

30. Thi trén bén bd vinh Phan Lan, noi Lenin an néu
tranh sy truy ling gat gao ctia Chinh phi 1am thoi.

31. Xin Iwu ¥ rang nhitng 10i n6i thé hién tinh than lac
quan cach mang cua G. M. Krzhizhanovsky da tr¢ thanh
nhitng 10i tién tri: ¢it nuwéc ciia Lenin da trg thanh qubc
gia ma gan nhu ai ciing biét doc biét viét, chdm dit nan
that nghi€p, dat dugc nhitng dinh cao khoa hoc va ky
thuét, van hoc va nghé¢ thut, da ctru cac dan toc chau
Au khoi ach phat xit, dd dwa nguoi Ién vil try (Chi thich
cua tac gia).

32. Xin lvu y day khong phai co quan ctia Pang Cong
san Nga (Uy ban Trung wong) ma ] co quan quyén lhrc
ti cao vé mat lap phap cua Lién X6, do Pai hoi cac X6
viét bau ra. Tlr nim 1938 né dugc thay thé bang X6 viét
Tbi cao Lién Xo.

33. Thu d6 Gruzia.

34. Tén that 1a Ismet Inonu (185?14&689:%’%% Pasha la tudc
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hiéu cao quy. Sau nay 6ng la Téng thng thir hai cua
Thé Nhi Ky.

35. Nay la ngoai 6 phia bic Paris.

36. Turc La Habana, thu d6 Cuba.u'

37. Tén goi cii cua Ulan Bator, tha d6 Mong C5.

38. Tén goi cii cua Oslo, thu d6 Na Uy.

39. Trich trong treong ca Vladimir Ilyich Lenin cua
Mayakovsky, ban dich ciia Hoang Ngoc Hién (sdd).

40. Trich trudong ca cua Mayakovsky.

41. Trich trudong ca cua Mayakovsky.

42. Nay la ga Leninskaya (Chu thich cua tac gid).

43. Thc cac bd trudng.

44. Otzovisty: phai cuyu Bolshevik hinh thanh nam 1908,
doi triéu hdi cac dang vién xa hdi dan chu ra khéi Puma
qudc gia, chdm dut hoat dong hop phap, 1am Pang Xa
hoi dan chu bi tach roi khoi quan chiung. Nam 1909 nhap
vao nhom “Tién 1én”.

45. Mezhrayontsy: phai dang vién xa hoi dan chu ton tai
& Petrograd thoi ky 1913-1917, gdm nhém Trotkit,
Menshevik, cyu Bolshevik thoa hiép, da s6 thanh vién
nhém “Tién Ién”. Chu truong dung hoa hai phal
Bolshevik (“Pa s6”) va Menshevik (“Thleu s6”) trong
mot Bang Xa hoi dan chu “théng nhat”. Bén nam 1917
da s0 ho doan tuyét véi nhom 1\/{1 tl%ShQYt]flw( hong thu, tro
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thanh nhiing ngudi Bolshevik.

46. Nhom trong Bang Cong san Lién X6 nam 1918,
gém N. I. Bukharin, K. B. Radek, G. L. Pyatakov,...
chdng viée ky hoa udc Brest véi Puc, ho hao tiép tuc
chién tranh cach mang.

47. Detsisty: phai “co hoi” trong Pang Cong san Lién X6
thoi ky 1920-1921, giai thich nguyén tic tap trung dan
chu theo cach doi c6 tu do phe phai trong Dang.

48. Khuynh hudéng trong Pang Cong san Lién X6 thoi ky
1920-1922, gém A. G. Shlyapnikov,. A. M. Kollontay,...
coi cong doan chir khong phai Bang Cong san la hinh
thirc t6 chirc cao nhét cua giai cdp cong nhan.

49. Trich truong ca Vladimir Ilyich Lenin ctia
Mayakovsky.

50. Ban dau Lang dugc goi 1a hAm mé (sklep) (Chu
thich cua tac gid).

51. Chi tiét hon vé viéc nay xem muc “Ky thuat udp xac
hoan hao” (Chu thich cua tac gia).

52. Dmitriy Ilyich Ulyanov (1874-1943): em trai Lenin;
Maria Ilyinichna Ulyanova (1878-1937): em gai Lenin;
Anna llyinichna Yelizarova-Ulyanova (1864-1935): chi
gai Lenin.

53. Loi cuia bai hat dwoc dung lam “hanh khuc dua tang”
& Lién X6 trude ddy. Pho tho c1ha t%s %huw ésg wn
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54. Thu d6 Belarus.

55. Tién than cua Pang Cong san Nga (Bolshevik), sau
nay la Pang Cong san Lién Xo.

56. Thu d6 Uzbekistan.

57. Tha d6 Azerbaijan.

88. Nhan vt thiéu nhi trong tiéu thuyét Nhitng ngudi
khdn kho ciia nha van Phéap Victor Hugo.

89. xagien = 2,134 m.

110. Nay 1a Kaliningrad.

75. Nhitng hoc vién si quan cua truéng quan sy mang
tén BCHTU Lién bang X6 viét cling chiu trach nhi€ém
tuan tra canh gac Pién Kremli. (Cha thich cua tac gi).
76. Nong dan nghéo kho.

77. Phong trao Hbi gido & Trung A ndi day chéng chinh
quyén Xo-viét ngay tir nam 1917 cho dén thap ky 1930.
78. Chi tiét hon vé Di vé binh danh dy thuc Ling
Lenin duogc ké lai trong cudn sach Nhitng nguoi linh gac
& vitri gac sé lctia A. Abramov. (Cha thich cua tac
gid).

79. Sau nay trudong doi tén thanh Truong Dai hoc ST
quan chi huy (toc Trudong Quan sy) mang tén X0 viét
Tbi cao CHXHCNXVLB Nga (1958-1993), nay 1a truong
Chi huy Quan sy Moskva. )

80. Nhic dén cudc tranh gianh ?#P] }%c giza tonfgi vn
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thong Yeltsin va Xo6-viét T6i cao dan dén xung dot vii
trang v6i phan thing thudc Vé Yeltsin.

81. By truong Bo tuyen truyén thong tin ciia ché do Puc
qudc x4, ndi tiéng vé phuong cham cir lap di lap lai 1oi
n6i dbi thi nguoi ta s& tin.

(1) Biéu mudi: em ho.

(2) Biéu ca: anh ho.

(3) “Thai mudi”: ¢ thé hiéu mot cach don gian Ia “nir
luu manh”.

(4) Thanh: xanh; xich: do; tao: den; bach: tréng.

(1) Zombie: Thay ma sbng lai nhd phti phép. Tha nudi
Zombie la nhan vt trong game “My Pet Zombie”.

(1) Cung nhau sat canh bay cao, y ndi tinh cam nam nit
4n 4i, tAm dAu y hop, méi khong chia lia.

(2) Pay du 1a “vinh két dong tdm”, chi vo chong an 4i,
hoa hop, bén nhau dén gia.

(3) Trai nguoc v6i chinh khi, gan gidng nhu ta khi.

(4) Bai hat “Tur bo” - Nhom nhac Yéu.

(1) Bbc chién: quan sat va dc thuc tran danh.

(1) Quat hom cua Trung Qudc, thuong lam bang gd, co
thé mé ra, dung dé quat bép 10.

(2) “Ngu ty” Ia tir ding dé chi mét ¢6 gai hoi tu nhiu
yéu td: chin chén, nho nha, kién cuong, tu tin, diém
dam, c6 tri tué, bao dung, c6 le
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(1) Tao khang (tao khang): ngudi vo liy tir lic con
nghéo kho, ngoai ra , ngoai ra con chi nhirng thtr vo
dung, bi bo di.

(2) Méi quan he than thiét, chan thanh, khong c6 bét cr
diéu gi glau giém ddi phuong. Nhung & day, ¥ Nhuoc
Nhat mudn n6i 1a hai nguoi d tirg c6 nhitng lic khong
manh vai che than khi & trude mat dbi phuong.

(1) Nuong tinh khi ra tay.

(1) Khi ma sat: Mot loai thé khi nhu swong mu sinh ra
khi con nguroi nhap ma, ¢6 thé gay ra rdi loan tinh than,
¢6 thé 1am giam tu vi.

(1) Nguoi c6 phong thai tai hoa khong ai sanh kip.

(1) Khéng néi trong khi an va ngu.

(1) Vén 1a mot cu tho trong bai “Hiép khach hanh” cua
Ly Bach, o trong bai “Hi€p khach hanh” cua Ly Bach,
nguyén van: “Thap bd sat nhit nhén, thién Iy bét lwu
hanh”.

(1) Tén mot huyét dao trén mu ban tay.

(1) Vi Mac Mic c6 cach phat am la “mo mo”, gan am
Vi tir s0, doc 13 “md” nén d& khién ngudi ta nghe nham.
(2) Tinh yéu gifta nit va nit.

(1) Mi Canh Pao 1a nam dién vién Dai Loan, sinh ngay
10212, anh Pao 1a nam dién vién DPai Loan, sinh ngay
16/02/1962, sau khi tt nghiép rﬁ%[r)l %ﬁn anh, an duorc
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moi tham gia nhiéu by phim truyén hinh chuyén thé tir
tiéu thuyét Quynh Dao nhu: Tuyét Kha, Co non bén bd
nudc song trong xanh, Mai Hoa tam 1ong...

(1) Chu Ba Thong (F&{H:#) 1a mot nhan vat c6 that
trong lich str Trung Qudc, 6ng sdng vao cudi thoi Bic
Téng, c6 anh huéng 1on trong viée sang lap Toan Chéan
giao. Tlr sau ndm 157, nhiéu ngudi biét dén ong nhur mot
nhan vat trong tiéu thuyét vo hiép cua Kim Dung.

(2) Hap tinh dai phap 1a mot mon vo cong trong tiéu
thuyét Kim Dung, nguoi sir dung mén vo cong nay co
thé hép thu ndi cong cua d6i thu, bién nodi cong cua dbi
thu thanh cua minh.

(1) Poan trich trong bai “Giang thanh tu” cua T6 Thuc,
nha tho doi Téng.

(1) Ding mot vat thé dé tan cong mot thi gi do.

(1) Y 1a di thuyén & noi khong c¢6 séng gié ma ciing lat,
qua 1a xui xéo.

(2) Qudc hoa hay con goi I tranh Trung Qudc, 13 nhirng
burc tranh duoc veé trén lua, giéy Tuyén Thanh, c6 truc
cudn. Quéc hoa 1a hinh thirc hoi hoa truyén théng cua
dan toc Han. Dé tai cua cac buc quéc hoa 1a con nguoi,
song nui, hoa co, chim choc... thé hién sy nhén thirc
cta ¢ nhan vé tu nhién, x4 hoi va cac finh vuc lién quan
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(3) Mot loai but phap dac biét trong thu phap, glua nét
v& ¢6 nhitng vét trang Phi bach ciing 1a mot biéu hién
dién hinh cua su két hop hai hoa giita hu va thyc trong
nghé thuat quan truyén thong ctia Trung Qudc.

(1) Vi voi nguoi khong khéo an nédi hoac nguoi co tinh
cach lanh lung, it noi.

(1) Trinh Gido Kim (??5 2025), tén ty Tri Tiét, i cong
than Trinh Gido Kim (??5 2025), tén ty Tri Tiét, 1 cong
than khai quc nha Puong, 1 trong 24 cong than Lang
Yén cac. Cau nay chi sy viéc bat ngd xay ra, nim ngoai
du lLiéu.

(1) Nguyén van: ky ba, von 1a mét loai hoa dep quy
hiém, nay thuong dugc ding dé chdm choc nhitng
nguoi c6 hanh vi quai dan, khac voi nguoi thuong.

(1) Ttr gbc Han cua “rua den” 14 “6 quy”. “Vu quy” (1
gu) co am doc 0 quy”. “Vu quy” (wu gui) c6 am doc
gan gibng voi “6 quy” (wii gui) nén Nhugce Nhit nghe
nham.

(1) Xem tinh twong: xem sy sang tdi va vi tri ctia cac
ngdi sao dé doan wong: xem sy sang tdi va vi tri ciia cac
ngdi sao dé doan diém cat hung hoa phiic clia ngudi va
viée.

(2) “Tring” nghla la
(1) Trong tiéng Trung, tir “T Eﬁ% lmxaohang élé?la la
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khong biét xau hd, nghia mit chir la “khéng can mat”.
(1) Y ndi guc dau xudng ngo.

(1) biét nhi: Chau.

(188) Chd nay c6 I8 tac gia nham 1an 30 thay vi 50, doan
duéi nhan vét nay ké hoc 16p 7 vao nam 1972 thi hién
nay phai trén 50 tudi ri.

(189) Chuyén di (transference) la hién twong trong tri
liéu tAm Iy khi bénh nhén coi ngudi tu van tam Iy nhu
mot nguoi quen than cda minh, thuong 1a nhan vat chinh
trong cau chuyén ctia minh hon 1a chi 1a ngudi ling nghe
va tro giup dé thao g& van dé, ngudi bénh co thé nay
sinh nhitng cam xac nhu d6i véi nhan vat dong nhat ma
6 thé anh huong dén hiéu qua cua viéc didu tri.

(190) D. Grossman, Death as a way of life: From Oslo
to the Geneva agreement (Tam dich: Chét nhu 1a mot
cach séng: tu hiép dinh Oslo dén hiép dinh Geneva).
New York: Picador, 2004, trang 8.

(191) Nhu chu thich 204, trang 7.

(192) Nhu chu thich 204, trang 30.

(193) Nhu chu thich 204, trang 43.

(194) Nhu chu thich 204, trang 44.

(195) L& hoi ngay 25 thang 3 tudng nhé viéc Maria dugc
thong bdo ba s& 1a me cua Chua Jesus.

(196) D. Grossman, To the end r?t]; the ?&Rfl é%asngcg?\?h
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(197) R. Cooke, “David Grossman: “I cannot afford the
luxury of despair™” (Tam dich: David Grossman: T6i
khong du strc trang trai cho ndi tuyét vong), Observer,
29 thang tam, 2010.

(198) Avraham Balaban, “The unquenchable
bereavement of losing a child” (Tam dich: N&i dau
khong thé nao ngudi clia viéc mat mot dira con),
Haaretz, 9 thang 10, 2011.

(199) David Grossman, Falling out of time (Tam dich:
Lac budc thoi gian). Tel Aviv: New Library, 2011, trang
120, 138 — 39. Tiéng Hebrew.

(200) Mot dang tu va, dugc su dung voi myc dich ton
gido, trong d6 c6 1& Yom Kippur ctia ngudi Do Thai, xuét
hién nhiéu trong Kinh Théanh.

(201) Moshe Amirav, Jerusalem symdrom: The
Palestinian — Israeli battle for the Holy City (Tam dich:
Hoi chung Jerusalem: cudc chién Palestine — Israel gianh
gidt Thanh phd Thiéng). Eastbourne: Sussex Academic
press, 2009.

(202) Oz Almog, The Sabra.

(203) Tu géc: permanent collection, chi bd suu tap
thu¢c s& hitu cua bdo tang, thuong duge trung bay vinh
vién.

(204) Nhiép anh gia ngudi Israe]’,1 t%
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(205) Nghia 1a chi trich kich liét.
(206) Oz Almog, Farewell to “Srulik”: Changing values
among the Israel elite (Tam dich: Vinh biét “srulik’:
nhitng gia tri thay ddi trong gidi tinh hoa Israel). Tel
Aviv: Zmora-Bitan, 2004.

(207) David Brooks, “Aloud and promised land” (Tam
dich: ving dét htra 6n a0), New York Times, 16 thang
tu, 2009.

(208) A. Falk, Fratricide in the Holy Land.

(209) D. Grossman, Death as a way of life.

(210) Nhu chu thich 222, E. Shalit, “The relationship
between aggression and fear of annihilation in Israel”
(Tam dich: Méi quan hé giira sy hung hiang va ndi so bi
huy diét cua Israel), Political Spsychology sé 15 (1994),
trang 415 — 34. O. Grosbard, Israel on the couch.

(211) Y. Ezrahi, Rubber bullets., trang 251.

(212) D. Grossman, To the end of the land, trang 592.
(213) D. Grossman, Falling out of time, trang 99.

(214) Dalia Karpel, “He will return (or not)” (Tam dich:
Anh 4y s& tro vé (hodc khong)), Haaretz, 2 2 thang 10,
2002. Tiéng Hebrew.

(215) Almog, The sabra.

(216) Yaron Peleg, “Heroic conduct: Homoeroticism and
the creation of modern, Jewish Jﬁlt? 1}}1{% ities”’
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dich: Phim chét anh hung: ddng tinh luyén 4i va su tao
thanh phém chét nam tinh cua nguoi Do Thai hién dai),
Jewish social studies 13, s6 1 (thu 2006), trang 31 — 58.
(217) Yoram Kaniuk, 1948, trang 113 — 21.

(218) Viét tit cua ching rdi loan stress sau sang chin.
(219) John Wayne (1907 — 1979): Dién vién, dao dién
ngudi My ndi tiéng véi thé loai phim cao boi.

(220) Karpel, sdd.

(221) Dai tuong niém thyc chat 14 hai hd nude duge xay
dung trén chinh vi tri cua hai tdoa nha bi danh sap, nay
da khong con. Kién trac su dat tén cho hai hd nay nhu
vély ¥ n6i chiing phan chiéu (reflecting) khoang tréng noi
hai toa thap timg hién dién (absence), nhung cling la noi
du khach dén day dé chiém nghiém (mot nghla khac cua
reﬂectmg, o day c6 phép da nghla) vé su vang mat nay,
ciing 1a vé cai vo thudng, ¢di chét, bién mét.

(222) Dan Senor va Saul Singer, Quéc gia khoi nghiép:
Cau chuyén than ky vé nén kinh té Israel. New York:
Twelve, 2009.

(223) Almog, The sabra, trang 234.

(224) Bruno Boccara, “Policy making and its
psychoanalytic underpinnings” (Tam dich: Lam chinh
sach va nén tang phéan tdm hoc cua no).
www.socioanalyticdialogue.org. ‘https-//thuviensach.vn
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(1) Tiéng Hebrew 1 bar mitzvah. Nghi 1& duoc t6 chirc
danh déu thoi diém truéng thanh cho tré em dén tudi 13.
L& danh cho bé trai 1a bar mitzvah (bar nghia la con trai),
cho bé gai la bat mitzvah. Mitzvah c6 nghia 13 diéu ran.
(2) Holocaust: 1a cudc diét chung do Ptrc Qudc xa tién
hanh va dan t6i céi chét ctia khoang 6 triéu nguoi Do
Thai. Mot s nha sir hoc sir dung dinh nghia nay bao
gdm ca 5 triéu nan nhan khong phai Do Thai thiét mang
vi cac cudce tham sat cua Piec Quéc x3, dua téng s6 nan
nhan Ién con s6 11 triéu nguoi.

(3) Khoang 45 mét.

(4) Thi tran Do Thai nho.

(5) Chi vi ctru tinh dén giai phong dan toc Do Thai.

(6) Lé Vuot Qua (hay con goi 1a 1& Qua Hai) 1a I8 quan
trong nhét ctia ngudi Do Thai, kéo dai mot tudn trong
khoang thang 3 hoic 4 duong lich. Lé dugc ctr hanh
nhu mot cude twdng niém nham gitp méi ngudi sdng lai
kinh nghiém ctia cha 6ng da giai phong minh khoi ach
nd 1€ cua Ai Cap xua kia.

(7) Nam 1917, ngoai truédng Anh Arthur Balfour tuyén
b6 cong nhan ving dat Palestine 1a d4t cta ngudi Do
Thai.

(8) Chinhitng cudc tham sat ngudi Do Thai ciia Nga
hoang.
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(9) Diaspora: chi ngudi Do Thai phai bé xur Israel lang
thang phiéu bat ké tir thé ky VI trudc Cong Nguyén. O
day y noi ho di quay vé Israel.

(10) Ngay nghi hang tuin bat dau trudc Kic mit troi lan
vao thtr Sau cho dén trude khi mat troi [in vao tha Bay.
(11) L& Pén t6i, dién ra vao thang thir 7, ngay tht 10.
(12) Khu cho nguoi Hoi gido.

(13) Nhitng mén an ciia nguoi Hoi gido.

(14) Vi dién ra ngay vao ngay I& ndy nén né dugc dit tén
nhu viy.

(15) O day tac gia choi chir, tir gdc college con c6 nghia
long 1a nha tiy, s& lién quan dén phan tac gia duoc “tha”
ra & cudi doan nay.

(16) Nguoi Do Thai dugc sinh ra ¢ Israel

(17) Chu nghia Zion la mét hinh thitc cua chu nghia dan
toc ctiia nguoi Do Thai va van hoéa Do Thai, ung hd mot
nha nudc qubc gia Do Thaéi trong lanh thd duoc xac dinh
14 viing dat Israel. Chu nghia Zion tng ho ngudi Do Thai
phat huy ban sic Do Thai ciia ho va chdng lai sy dong
héa nguoi Do Thai vao cac xa hdi khac cling nhu Ung
ho viéc trd lai cua ngudi Do Thai Israel, nhu cho nguoi
Do Thai dugc giai thoat khoi sy phan biét ddi xir chdng
ngudi Do Thai, truc xudt va birc hai da xay ra trong céc
xa hoi khac.
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(18) Y chi canh hitu va canh ta. Sau ndy tac gia noi rat
nhiéu vé su ton tai song song cua hai phe nay trong ban
dd chinh tri Israel.

(19) La phuong phap rat gon dit lidu, tim mbi lién quan
gitra cac bién lién tuc, nhém cac bién co lién quan...

(20) Hermann Rorschach (1884 - 1922), nha tdm than
hoc, nha phan tim hoc nbi tiéng theo truong phéi Freud
Thuy Si. Ong ndi tiéng véi thi nghiém dé ddi twong thi
nghiém quan sat mot birc tranh ¢6 nhitng vét dau myc
loang dbi xung Thong qua miéu ta cta déi twong thi
nghiém vé buc tranh ho lién tuong thay dugc, ngum ta
rit ra két luan vé tinh cach va nhitng ham mudn trong
vO thirc cua ho.

(21) Trong truong hop nay no6 c6 nghia la “ngay / chinh
xac 1a bay gio”.

(22) Do Thai Pong Au.

(23) Viét tit cia Weapon of mass destruction: Vii khi
hay diét hang loat.

(24) Tén goi chung cho cudc ndi day ciia nguoi
Palestine chong nguoi Israel.

(25) Phong vén tryc tiép Tom Segev, thang 8 — 2005.
(TG)

(26) Phong vén tryuc tiép Emanuel Berman, nim 2005.
(TG)
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(27) Martin Fletcher, Walking Israel: A Personal Search
for the Soul of a Nation (Tam dich: Rong rudi mién
Israel: Cude tim kiém tdm hdn dét nude cua mot ca
nhan). New York: St. Martin’s Press, 2010.

(28) Ethan Bronner, “An Isracli Novelist Writes of Pain,
Private and Public,” (Tam dich: Tiéu thuyét gia Israel
viét vé ndi dau, ca nhan va cong ching), New York
Times, 16 thang 11, 2010.

(29) Mot loai ruegu nho do.

(30) Mot dong nguoi Do Thai hién chiém sé dong nhitng
nguoi Do Thai.

(31) R. Cramer, How Israel lost: The four questions
(Tam dich: Israel di mat mat nhu thé nao: bén cau hoi).
New York: Simon & Schuster, 2004.

(32) Viét tit ctia Special Weapon And Tactics: Doi chién
thudt va vii khi ddc biét, la mot don vi chién thuat wu ti
trong cac co quan thi hanh phéap luat, duoc dao tao dé
thue hién nhirng nhiém vu nguy hiém nim ngoai kha
nang cua canh sat thong thuong.

(33) Y chi nhitng nguoi canh ta ty do, dic biét cam
thong va d4u tranh cho nhiing tang 16p thiét thoi.

(34) David Biale, Power and powerlessness in Jewish
history (Tam dich: Quyén lyc va bét luc trong ]ich st
Do Thai). New York: Schocken rﬁ?p k?/t 19806, t
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(35) La to chirc dau tién c6 trach nhiém vé van d& nhap
cu va tiép nhan ngudi Do Thai, tir Diaspora dén
Palestine.

(36) Khoang 27 mét.

(37) Mot t6 chirc phi chinh phi tai Israel, muc tiéu phan
d6i va giam sat hoat dong xay dung cac khu dinh cu cua
chinh quyén Israel.

(38) Kiéu hanh hinh ciia bon phan biét ching toc My véi
nhitng nguoi da den.

(39) Mil dan ong Do Thai d6i khi cau nguyén.

(40) Thu tudéng Rabin c6 mot su nghiép quan sy 1y
ling trude khi 1am thi tudng, ong ciing 1a ngudi dong
nhan gidi Nobel hoa binh cung Shimon Peres va Yasser
Arafat.

(41) Tur gdc: sociopath, chi nhitng ngudi rdi loan nhan
cach, chong ddi xa hoi, co nhitng hanh vi bat chip luat
phéap, tap tuc, quyén loi... cua x3 hoi.

(42) Thuat nglt c6 y nghia khac nhau trong Kinh Thanh
va trong doi séng chinh tri. Trong Kinh Théanh, tir nay
bién d6i theo thoi gian, chii yéu vé van dé bién gisi va
pham vi linh thd.

(43) Puogc luat phap Israel cong nhan Ia ban rabbi t6i
cao vé doi sdng tam linh ton gido Do Thai & Israel.

(44) Tiéng Yiddish: Céi méng. https://thuviensach.vn
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(45) C. Kluckhohn va H. A. Murray, Personality in
nature, society and culture (Tam dich: Tinh cach trong
tu nhi€n, xa hdi va van hoa), New York: Alfred Knopf,
1948.
(46) Raphael Patai, The Arab Mind (Tam dich: Tam thurc
nguoi A Rép), Long Island City, N.Y: Hatherleigh Press,
2002.
(47) Phong vén tryc tiép Yaron Ezrahi, 12 thang 8, 2005.
(48) Theo www.jewpi.com
(49) Tir gbc: computer worm, gibng nhu virus nhung
strc pha hoai 16n hon, c6 thé ty tai tao.
(50) Mot hinh anh ddi l4p lai v6i bd cau hoa binh.
(51) O day, tac gia ap dung thuyét vé sau cép do khoang
cach trong cac mbi quan hé xa hdi. Bay 1a mot hoc
thuyét chua dugc chirng minh noi rang thé giéi rat nho
bé, bét ctr ai trén hanh tinh nay ciing két ndi véi nguoi
khéc trong mot chudi lién két v6i nhau, xa nhét 1a can toi
sau méi trung gian dé lién hé duoc v6i nhau. Co thé thy
1d hon vé thuyét nay trong cac mang xa hoi nhur
Facebook, Linkdle...
(52) David Biale, sdd, 28.
(53) Qua nhiéu vu tan sat, hiry diét, nhiéu ngudi Do Thai
da cai sang dao khac, mot sé ngudi thi khong.
(54) M. Botticini va Z. Eckstein, The chosen few: How
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education shaped Jewish history, 70 - 1492 (Sé it duoc
Ira chon: Gido duc hinh thanh nén lich sir Do Thai nhu
thé nao, 70 — 1492). Princeton, N.J.: Princeton
University, 2012.

(55) B. Beit-Hallahmi, Original sins: Reflections on the
history of Zionism and Israel (Tam dich: Toi to tong: Vai
suy nghi vé lich str chti nghia Zion va Israel).
Northampton, Mass: Interlink Publishing Group, 1998.
(56) Nhu chu thich 53.

(57) Tom Segev, One Palestine, Complete: Jew and
Arabs under the British mandate (Tam dich: Mot
Palestine, tron ven: ngudi Do Théi va ngudi A Réap duéi
ché do Uy tri ciar Anh). New York: Picador, 2001, trang
1.

(58) Tir gbc: Mayflower, tén cia mot chiéc thuyén
budm chd nhitng ngudi theo dao Ki to doc 1ap véi Anh
glao tr vung Trung nudc Anh di cu dén Hoa Ky dé bt
dau mot cude sdng méi vao nam 1620. Tir d6, cai tén
Mayﬂower dugc coi la biéu tuong ch1 su di dan tir chau
Au sang Hoa Ky. Nhleu gia dinh quyén quy or My hién
nay déu mong mudbn xem xét t6 tién minh ndm trong s6
nhiing nguoi trén con tau do.

(59) Beit-Hallahmi, sdd, trang 77.

(60) Nhu chu thich 57.
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(61) George Orwell, nha van Anh véi nhirng tac phdm
ndi tiéng nhu Chuyén & nong trai (Animal Farm) 1984...
(62) Theo www.jerusalemofgold.co.il.

(63) Moshe Amirav, Jerusalem syndrome: the Palestinian
— Israeli battle for the Holy city (Tam dich: Hoi ching
Jerusalem: cudc chién Palestine — Israel gianh lai thanh
phd Thiéng). Eastbourne: Sussex Academic Press, 2009.
(64) Tiéng Anh: the facts on the ground.

(65) Sergio DellaPergola, “Sergio DellaPergola vs. the
author of “Voodoo Demographics™” (Tam dich: Sergio
DellaPergola vs. tac gia cudn “Nhan khéu hoc v00doo”),
Azure Online 27 (BPong nam 2007).

(66) Cang Jaffa.

(67) Martin Fletcher, sdd, trang 753.

(68) Nurit Gerzt, Captive of a dream: National myth in
Israeli culture (Tam dich: Truy tim mdt giéc mong:
huyén thoai dan toc trong van hoa Israel). Tel Aviv:
Amoved publishers Ltd,. 1995, ban tiéng Hebrew.

(69) Y noéi vé Sang kién phong thu chién hrge duogc
Reagan gidi thi€u vao nam 1983, bi dat tén nhai la Chién
tranh gilta cac vi sao, tén mdt bd phim ndi tiéng cua My,
vi Reagan xuat than la mot dién vién Hollywood. Day la
mot dy 4n qudc phong s& su dur}g cac hé thong c6 cin
cu treno khong gian va mat dat dﬁ t?gg: /‘/fﬁqlﬂl\%% rI%/a lé oi
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céc cudc tan cong béng tén Itra hat nhan lién luc dia
chién luge va khong loai trir s€ dugc phat trién thém
phong thu trude kha ning tin cong tir ngoai vii tru.
(70) Mot thanh phd cang & dong bang duyén hai mién
nam Israel.

(71) Mot nhanh Do Thai gido chinh thong, con c¢6 tén
tiéng Viét 1a Ha Tay Biec.

(72) Martin Fletcher, sdd, trang 753.

(73) Mot cudc tham hoi gia dinh ho hang than thiét vira
¢6 nguoi qua doi.

(74) Tiéng Ptic, nghia 1a “Dém cua nhirng manh v&”, 1
cudc tan sat ngudi Do Thai dién ra trén hau khip linh
thd nudc Pic va mot phan nude Ao, xay ra vao dém
mung 9 rang mung 10 thang 11 nam 1938 (dém do,
nhitng ngudi cong dan Pirc duge toan quyén tra tan,
cudng hiép hoic giét ngudi Do Thai) va dién ra dén sang
ngay hém sau, nhitng manh v& kinh rai rac day duong
phé noi ¢6 nhitng cira hiéu va chd ¢ ctia ngudi Do Thai.
Day 1a khoi dau clia cude tan sat ching toc Holocaust.
(75) Cong dong nguoi Do Thai ¢ Palestine tién nha nudc
Do Thai.

(76) Tom Segev, sdd.

(77) Chi nhitng nhom toc ngudi noi chung ngon ngir

H
Semitic, trong do tiéng Hebrew, t%l)lg /[}hu P cachun
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(78) Avner Falk, Fratricide in the Holy Land: A
pschyoanalytic view of the Arab — Israeli conflict (Tam
dich: Huynh dé twong tan trén Dat Thanh: xung dot A
Rép — Israel nhin tur phan tam hoc). Madison WI:
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1\. Anh P6: Nay thudc phia Bic huyén Giang Lang tinh
HO Bic, la thu d6 cua nudce Sé.

1\. Trong Tam Ty Kinh Vuwong Ung Lam doi Téng c6
cau: “Pau huyén lwrong, Chily thich cd bi bat gido, tu
can kho” nghia Ia Toén Kinh treo dau Ién xa nha (dé hoc)
T6 Tan liy dui dém vao dui (d€ hoc), ngudi ta khong
duoc di hoc ma van cham chi clﬂlf% /ﬁﬁ{lj itgn}slg% 3 \%o
Dao Tiéu Vii eBook



day c6 nghia 1a dui.

1\. Pan sit: loai dan cb c6 16 day va 25 day.

1\. Bao Binh Khiu: Nghia 14 Miéng binh quy

1\. Doanh Chinh: Doanh la théng loi, 1a gianh duoc,
Doanh chinh Ia gianh duoc chinh quyén.

1\. Truc: loai dan ¢b ¢6 13 déy, giong dan tranh, ding
thudc tre danh vao day phat ra am thanh.

1\. Chir tinh c6 nghia la cai giéng, 6 dét ¢ giita 1 ctia
chii né phong kién, 8 6 dit xung quanh 13 ctia ndng nd,
ta dién.

1\. Hoang Lao chi hoc: Chi hoc thuyét cua Lao Tu
(Trang Tu).

2\. V6 vi nhi tri: cai tri dan ching thuén theo I€ tu nhién.
1\. Cudi ngua, bén tén, 3n mic nhu nguoi HO, bién viéc
danh nhau bang xe 13 chinh, d6i thanh cudi ngua tac
chién 14 chinh. Xem Triéu Ung - hd phuc ky xa, tr 175
dén tr.185, Muu Luoc Gia, tap 5 (Quan sy muu lugc
gia). Nxb Cong An nhan dan, Ha Noi, 1999. Duong Thu
ai bién dich.

(*) Danh thom thuong duoc dung dé chi tén cua cac co
gai tré, Tam Sinh bét chudc cac chang cong tur trong
sach nén mai hoi nhu vay.

(**) Hac Bach V6 Thuong: Theo truyén thuyét dan gian
Trung (Puoc, Vo6 Thuong la quyh%ﬁ) vay,con 0816113(1:8%
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Vo6 Thuong, Quy V6 Thuong lai c6 hai loai: Hic Vo
Thuong va Bach V6 Thuong. Nhiém vu cua Hic Bach
V6 Thuong 1a bit giit cac linh hon, twée di sinh ménh
con ngudi, dem linh hon cta con ngudi xudng 4m phu,
cho Diém Vuong xu ly.

(*) Mbi tinh dong tinh.

(*) Cu nay nguyén van 14 phan vuon thoi, trong tiéng
Trung phan vuron dong 4m véi tir duyén phan nén né
ciing dugc st dung véi nghia duyén phéan, nhung véi sic
thai giéu cot, dua cot. (N. d)

(*) Trong tiéng Trung, “bach tiru” (ruou trang) va “Bach
Ctru” ddng am. (N. d)

(*) Thét khiéu: gdm hai tai, hai mét, hai 16 miii va miéng.
(N. d)

*) BO tat Pia Tang: Mot vi Bo tat chuyén ctru d¢ sinh
linh trong dia nguc va tré con chét yéu. C6 khi BS tat
Pia Tang ciing duoc xem 1a Bd tat chuyén ctru gitp
nguoi It hanh phuong xa.

(*) Thu vién 1a mot hinh thie t6 chirc gido duc ¢ dia
phwong, xuét hién vao thoi Puong, phat trién & thoi
Téng, lac dau chido nguoi dan ty thanh lap, sau c6 su
tham gia ctia triéu dinh.

(*) Trong thoi ¢b, dan ong tron hai muoi tudi méi duoc
coi 1a da trudéng thanh.
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(*) D6t dan niu hac: Léy dan lam cui, niu chim hac lam
dd an, y noi pha hoai cai dep.

(*) Vo ta.

(*) Giam sat viéc hanh hinh.

L4 oregano: 1a mot loai Ia gia vi ma ngudi Y hay ding
trong ché bién banh pizza, spaghetti hodc 1am nude x6t
ca chua. (ND)

Air Force One la chuyén co danh riéng cho cac chuyén
cong du cua tong thong My. (ND)

Yo hablo espaniol: Ban phai hoc tiéng Tay Ban Nha.
SUV: Kiéu xe thé thao da chirc ning, cé thé vuot nhiing
dia hinh x4u.

Trd choi ma moi ngudi bay ghé thanh vong tron, sau d6
vira di chuyén xung quanh vira nhay theo nhac, dén khi
nhac dirng thi moi nguoi phai ngdi vao ghé, ai khong kip
ngdi ma bi nguoi khac tranh mat hét ghé thi bi loai.
Nhirng doan phim thd, chua qua chinh stra; hoac ¢ day
¢6 thé hiéu 1a nhitng budi xem va nhan xét vé nhitng
doan phim d6. Chung dwoc goi nhu vay la do trong qua
trinh lam phim, vao cudi ngay, nhitng canh quay trong
ngay s€ duoc tap hop, chén thém am thanh, roi in 1én
phim dé hom sau cho dao dién va céc thanh vién trong
doan 1am phim xem.

Loai kh?oa gom hai dai bang, m(,)f1 t(%gls C/llltﬁ% \llllzérrlé nghin_
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cai moéc i ti, mot dai chtra hang nghin vong tron cling
nho khong kém. Khi ghép hai déi bang nay lai, moc sé
gin vao vong tao nén mot co ché giit hét strc chic chin
nhung van rat d& g& ra. N6 xuét hién trén rat nhiéu loai
d6 dung nhu quai gidy, cdp xach, v.v...

Nhan vat nguoi me trong phim hoat hinh Gia dinh siéu
nhan.

Nhan vat nguoi con trai ut trong phim hoat hinh Gia
dinh si€u nhan.

Disney’s Nine Old Men: nhitng nha lam phim hoat hinh
chu chdt cua Walt Disney, da tao ra nhiéu bd phim hoat
hinh kinh dién cta Disney nhu Nang Bach Tuyét va bay
cht Lun, Nguoi dep ngu trong rung, Pinocchio v.v...
Cai tén nay do chinh Walt Disney dat cho ho.

Viét tit cua kindergarten, tuc la mam non, danh cho tré
tlr 4-6 tudi

Multi-plane camera: mdt loai may quay dac biét c6 kha
nang tao ra hiéu mg khong gian ba chiéu trong phim
hoat hinh, trai nguoc voi nhitng birc vé hai chiéu duoc
dung dé san xuat phim hoat hinh truyén thong.

Ingmar Bergman (1918-2007) la dao dién ndi tiéng ctia
Dbric, dugc goi la “nguc‘ri dua cac con chin thuong cua
chung ta 1én man anh”. Cac bd phim cua dng c6 vai tro
va anh huéng vo cung lon dbi v% doi ﬁ%nﬁ/?éar?s}alg wn
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