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1. Dat van dé

Trong qua trinh giao Uép gilta ngudi va ngudi mau thuan 12 diéu khong
th trédnh khoi, ngay khi ¢4 hai d6i tuong giao tiép déu sir dung chung mot ngon
ngd va cing dén tr mot nén vin héa. N6i cach khde, mau thuin 1a mot phan tat
yéu trong hoat dong giao tiép hiang ngay". Cich gidi quyét mau thuin ctia mdi
ngudi ciing khédc nhau, phu thudc vao nhiéu y&u 16 nhu van héa, xa hoi va cd
nhan®. Trong moi trudng lam vice da van hda (intercultural communication),
nhiing ngudi giao 1i€p tuy ¢6 thé ding chung ngon ngit, nhung dén i nhiing
nén vin héa khdc nhau, nén kha niang xdy ra mau thuan cing I6n hon va cich
gidi quyct méu thuan ctia méi bén cling ¢é nhidu khac biét hon. Tuy nhién, cho
dén nay, cdc nghién cttu van chi tap trung tim hiéu va so sanh cach giai quyét
mau thudn trong cdc moéi trudng giao ti€p van hoa thudn nhat (mono-cultural
communication) chit chua nghién ctu day di céch giai quyét méu thuin trong
moi treong giao tiép da van héa'l,

Nghién cttu nay tim hiéu céch thic giai quyét mau thuén trong cic moi
lrudng giao U¢p da van hdéa & tai cdc van phong phi chinh phit (NGO) taj Viét
Nam va céc yCu 16 anh huong dén xu huéng gidi quy& mau thuén cta nhing
nguoi trye tiép tham gia giao tiép. Nghién ctu ciing sir dung nhiing gid tri van
hda truyén thong d¢ gidi thich nhiing xu hudng giai quy¢t mau thuan cha nhitng
nhan vi¢n Viét Nam lam vi¢c trong moi truding ndy. Péng thdi, nghién cifu két
hop ding nhitng phan hoi tlf phia khich the la ngudi nude ngoai lam vige trong
nhiing van phong NGO, nham dua ra nhitng d¢ xudt thich hop cho qué trinh
giao 1icp cua ngudi Vict Nam tai cdc viin phong nay.

2. Khach thé va phuong phap nghién ciru
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2.1. Khdch thé nghién citu

Khich thé nghién cttu chia dé ai bao gém hai nhom. Nhém 1 gém 17
ngudi nude ngoai (5 ngudi Uc, 6 nguoi My va 6 ngudi Anh; 11 nam va 6 niy)
lam vigc tai cac van phong du 4n cia NGO tai tinh Thira Thién Hué, Quang Tri
va Quang Binh. Dﬁy la nhitng ngudi timg ¢6 kinh nghiém lamn viéc tai cdc van
phong NGO tai cdc nude khac trén the gidi, dac biét 1a & cdc nudc nghc,o va cac
nudc dang phét trién trude khi dén lam viée & Viet N am. Vi thé, von kién thic
ciia ho v¢ van héa phuong Dong kha (6t. Ho thudng ndm gift nhiing vi tri chi
chot tai cac van phong du én, vi du nhu ¢d vin trudng cdc chwong trinh du 4n
hodc chuyén gia/cd van chuyén mon. ~

Nh6m khéch thé thif hai bao gom 24 nhan vieén ngudi Viet Nam (9 nir
va 15 nam) lam viéc chinh thifc tai cdc van phong nay. Nhém nay gém nhiing
ngudi Viét Nam c¢6 kinh nghiém lam viéc trre ti€p véi ngudi nude ngodi tai céc
vdn phong du 4n NGO tir 4 dén 8 nam. Tro 1y, thu ky va nhan vién chuolng trinh
la nhitng vi tr{ phé bic¢n nhat ctia nhém khach thé nay. Trong moi lru'(mg lam
viéc tar cae van phong du 4n ndy thi ngon ngit giao 1i¢p hang ngay 1a tiéng
Anh. V@i kinh nghlem lam viée va uep xuc lau ndm véi ngudi nude ngoai, Lung
nhu dé dap ing yéu cdu cla cong viéc, nhung nhédn vién ngudi Viét nay ndi va
Vil tiéng Anh kha thong thao. Theo két qua khao sét so bo trong qua trinh
nghién ctru, nhém khach thé nay cling ty danh gid kha 6t v¢ kién thic va ky
nang giao (i€p clia ho trong moi trudng giao tiép da vin hda.

2.2. Phuong phdp nghién citu

Nhiing ngudi thue hién nghicén citu da sir dung phuong phap tham khao
tai li¢u, két hop phuong phép dinh tinh va dinh lugng d¢ trd 101 nhiing cau héi
nghién cttu. Mdi khdch thé déng y tham gia vao qud trinh thu thap sé licu ciia
dé tai déu duge yéu cau ghi chép mét cach chi tiét nhitng sy kién mang tinh
titu cue, gay xung dot va mau thuan véi dong nghidép Viet Nam (néu khach thé
12 ngudi nudc ngoai) va vai dong nghi¢p nude ngoai (néu khach thé 1a nguoi
Vi¢t Nam) ma ho titng cting lam viéc. Cu thé 1a khich thé duge yéu cdu mo ta
lai moi trrdng xay ra mau thuan, nhiing nguoi cd mat khi xung dot xay ra, cam
xdc va phan tng tic thoi cia khéch the khi mau thuan xay ra, phan tng sau dé
(n€u cd) cua khéch thé va Iy do cha nhitng phan \ing dé. Sau khi nhitng ghi
chép dugc thu thap, khdch thé duge yéu cdu tham gia mot cudc phong van kéo
dai tir 40-60 phut dya vao nhirng thong tin ma khidch thé da cung cadp trong
bang ghi chép nay, nham lam rd nhimg ly do nao dan dén hudng giai quyét
méau thuin nhu khich thé da miéu 14 trude do.

Sau khi qud trinh thu thap sd li¢u két thic, 97 tinh hudng ¢é xung dot
mau thuan dygc mo ta tir phia nhan vién Viét Nam va 39 tinh hudng cé xung
dot mau thuan duge cung cap tir phia nhan vién nude ngoai. Chi yéu cdc mau
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thuan nay déu xuat phét tir cich gidi quyct cong vice, va trong sd nay chi ¢6 2
mau thudn 12 lién quan dén bat dong vé ton gido va sd thich ¢ nhan. 41 cudc
phong van dugce thue hién véi thoi lugng cho méi cude phong van dao dong i
40 phit dén 78 phut.

3. Két qua nghién citu
3.1. Cdc cdch thitc gidi quyét mau thuan

Két qua khao sat chi ra 4 nhém phuong phdp chinh duge sir dung d¢ giai
quyct méau thuan trong moi truong giao llcp da van hoa cla cdc van phong du
an phi chinh phi. Nhitng phuong phdp ndy 1a: 1. Im lang, c& tranh khong d¢é
cap dén mau thuan; 2. Giai thich va f:]d] quyét ngay mau thuan ngay khi nhéan
thdy ¢6 mau thuan; 3. Nho trg gidp cla ngudi/phia thit ba dé gldl quyét mau
thudn, va 4. Dgi mot thdi gian sau khi mau thuan xay ra va giai quyét mau
thuén khi tim thdy di¢u ki¢n thuan lgi. Tuy céc khéch th¢ 1a nhan vién Viét
Nam vi khéch thé 1a nhan vién ngudi phuong Tay déu sir dung ca 4 cach thic
trén dé giai quyét mau thuan, nhung mitc dé sir dung ching rat khac nhau gitra
hai nhom khach thé duge khao sat.

Biéu do 1: Cdch thirc gidi quyét mdu thudn trong moi truong giao Hép da van
hod & cdc vdan phong va du dn phi chinh phu

B Nhan vién Viélt Nam B Nhin vién nuwde ngodi

T

T

[€OF &

404

Cach thire giai quyét
mau thuan
Ghi chi: 1. Im ldng, khong dé cap dén mau thuan.
2. CO gang giai thich va gial quydt ngay khi xdy ra mau thuén.
3. Nhd dén ngudi thit ba giai thich.
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4. Pgi mot thoi gian thuan tién s& gidi thich sau dé.
5. Nhitng phuong an khac.

Két qua nghién cifu cho thay, ciach thidc duge nhan vién Viét Nam su
dung nhiéu nhat dé gidi quyét mau thuin dé [a im lang, tranh dé cap dén mau
thuan ngay lic nhan thay ¢6 mau thuan xay ra ciing nhu sau nay (41,1%). Cich
thifc nhd dén su tdc dong hodc trg gidp cia ngudi thit ba dé gidi quyét mau
thuan ciing nhu xu hudng tri hoan khong giai quyét mau thuan ngay ma doi
thdi gian thuan tién méi giai quyét cling duge si dung tuong doi thudng xuyén
(1an luot 1a 31,7% va 25,7%). Trong khi do trong s6 97 truong hgp mau thuén
do khach thé 1a ngudi Viét cung cap, chi ¢é 8 trudng hop duge khich thé o
gang giai quyét ngay khi xay ra mau thuan 8,3%.

Ngtrge lai, d6i v6i nhém khéach thé 1a ngudi nude ngoai 1am vi¢e trong
cdc moi tredong giao ti€p da van héa nay thi cdch nd lue giai quyét mau thuan
ngay tai thoi diém nhan thdy ¢6 méu thuén lai chiém 161 69,3% trudng hop mau
thuan. Két qua nay cting phit hgp v mot s6 k&t qua nghién ciru vé xu hudng
giai quyét mau thudn trong moi truong giao thoa vin hda tai cdc nuée Dong
Nam A khdc. Mot trong nhitng nghi¢n ctu d6 1 cia Olckalns (1998), tim hiéu
cich thire giai quy&t mau thuin trong moi truong lam vice da van hoa gitta
ngudi Uc, ngudi Thai Lan va ngudi Singapo. Nghién citu clia Olekalns cho thay
ngudi Uc ¢6 xu hudng dénh gid cao tinh chan 1y vi su 13 ring, nén &6 xu huéng
néi thang va thich tranh luan c6 chiéu hudng déi chat trong céc tinh huéng mau
thuan, trong khi dé ngudi Singapore va ngudi Thai Lan thi cho rdng mau thuan
va gidi quyét mau thuén truc tiép s 1am 10n hai dén moi quan h¢ giita hai bén,
vi th& ho thudng trdnh, khong giai quyét mau thuan®. Mot sé nghién ciu dau
nhitng nam 90 ciing cho thdy, ngudi nude ngoai ¢d xu hudng giai quyét mau
thudn truc tiép cao hon nhiéu so véi ngudi chau A, cu thé 13 ngudi Han Qudc'®
v Trung Quéc™.

Ngoai ra, két qua nghién citu cdn chi ra su khdc biét ddng k¢ gitta 14n
sudl sir dung cach thite thi nhdt (im lang, ¢d trdanh khong dé cap, khong nhic
dén mau thuan) va céch thic thit ba (nhd dén su tac dong bén ngoai) trong qua
trinh lya chon phuong thitc gidi quyét mau thuan cia hai nhom khéch the.
Trong khi kha nang st dung hai cdch thite nay cua nhan vién Viét Nam 1a kha
[6n thi 14n suat sir dung hai cdch thiic ndy cua khiach thé 1a nhan vién ngudi
nude ngoai 1am viée trong ctng mot maot truong dé lai kha it (1dn luot 1a 41,1%
va 5,2% véi céach thide thit nhat va 31,7% va 5,2% vdi cach thite thit hai).

Nhiing khéao sat cu th¢ dudi day v¢ nhimg y&u 16 tac dong dén su lya
chon céch thic giai quyét mau thuan giita nhan vién Viét Nam va nhan vicn
nudc ngoai trong moi trudng 1am viée da van hda s¢ 1am rd hon két qua trén.
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3.2. Céc yéu 16’ tdc dong dén cdch thire gidi quyét mau thudn
K¢t qua khao sat cho thay:

1. €6 8 y€u 16 chinh tdc dong dén quyét dinh Iva chon cdch thic giai
quy¢t mau thuén cia khach thé.

2. C6 mot su khédc biét rd rang vé ly do dan dén cach giai quyét mau
thuan.

Tém yCu to chinh nay la: 1. Danh gid clia khich thé vé mite do mau
thuan; 2. Ddnh gid cta khach thé vé do than mat ctia mai quan h¢ giita minh va
ddi wgng giao Liép; 3. Dédnh gid cla khach thé vé tinh cdp thidt giai quyét mau
thuan/dénh gid clia khach thé dén anh hudng ctia mau thuin dén cong vice; 4.
banh gi# clia khich thé vé moi quan hé quyén Iuc giita khich thé va doi wong
giao 1icp; 5. Danh gid ca khach thé vé sy hién dién ciia ngudsi thd ba khi c6
méu thuan xdy ra; 6. Y thitc ciia khach thé vé khac bilt van héa giira hai bén; 7.
Dinh gia cta khédch thé vé mau thudn va anh hudng ctia né dén méi quan h¢
gitfa hai bén va 8. Mong mudn duge gif thé dién cho khach thé hoic/va ngudi
cling giao i¢p. Bicu dé doi chicu dudi day cho thay su khdc bi¢t trong muc do
tac dong cuia cdc yéu 16 nay 1én hai nhém khach thé.

Biéu do 2: Cdc yéu 16 1dc dong dén su lua chon cdch thite gidi quyét
mdu thudn trong mot trucomg giao tiép da van hod

—®—Nhan vien Viet Nam % Nhan vién mude ngoii

Céc y€u 16 tdc dong

Ghi chid: Céc yéu 16 tdc dong: 1: Quan hé quyén luc giita hai bén, 2: Anh
hudng ctia mau thudn Ién moi quan hé gitta hai bén, 3: Anh hudng cia mau thuin lén
cong vite, 4: Mic dd mau thuan, 5: Mite do than thiét giita hai bén, 6: Su ¢6 mat cua
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ngudl tha ba, 7: Y thtic v& su khéc biét van héa, va 8: Mong mudn giit thé dién cho
minh/déi tac.

D61 vdi nhitng khach thé 12 ngudi Viét Nam thi yéu (6 ¢6 tdc dong 16n
nhdt va thudng xuyén nhét dén su lya chon céch thitc gidi quyét méau thuin giita
ho va dong nghiép ngudi nudc ngoai do chinh la y¢u t6 quyén luc/hay dia vi
cha ngudi cing giao ti€p. Do da s0 nhilng ngudi nude ngoai 1am viéc tai céc
vin phong du 4n NGO déu nam gilf nhiing vi tri quan 1y cao hon nhan vién
ngudi Viét nén két qua ndy ciing 1a di¢u d¢ hicu. Dudi dnh hudng cha gia tri
védn héa truyén thong, cu thé 1a Nho gido, phuong thic giao tié€p ctia nguoi Viét
Nam bi anh hudng I6n boi gid tri cia 1€ (1i), mot trong 5 gia tri dao didc nén
tang ctia Nho gido (Ngil luan)®®. Sy t6n trong quyén luc cha ngudi Viét thé
hi¢n & viéc ton trong ngudi 16n tudi hon minh (tuéi tic ciing 12 mot quyén luc),
ngudi ¢ vai v€ va dia vi xa hoi 16n hon minh va viée thé hién su ton trong
trong trudng hop nay trd thanh mdt chudn muyc cu- xit clia xa hoi. Nhu vay, khao
sdt nay cho thdy nhan vién ngudi Viét da chiu tdc dong cha gia tri van héa
truyén thdng trong cédch lua chon phuong thitc giai quyét mau thuén trong moi
trudng giao ti€p da van héa.

Cic y&u 16 2 (nhan dinh clia khach thé vé anh hudng clia mau thuan lén
moi quan hé gilfa hai bén), 8 (mong muén gitt thé dién cho minh/déi tic), 5
(ddnh gid cta khdch thé vé mic do théan thiét gilta hai bén) va 6 (dénh gia ciia
khach thé vé sy ¢6 mat clia ngudi thit ba) ciing ¢6 téc dong 16n dén viée lua
chon cach thire xir 1y mau thuan gitra minh va ddi tic nudc ngoai clia khich thé
ngudi Viét. Mot lan nita, nhin 1t géc d van hoa truyén thong, ngudi Viét Nam
von rat coi trong viéc duy tri va gin gilt cdc méi quan h¢ xa hoi, nén moi hanh
vi giao ti€p déu ¢ xu hudng bao v¢ nhitng quan hé nay, gilt thé dién cho minh
va ngudi khac, dong thoi trdnh nhitng du luan khong t6t vé minh. Nghién ciu
cita Chi-ching (1998) va Roongengsuke & Chansuthus (1998) ciing chi ra tac
dong cia yéu t6 nay doi véi xu hudng giat quyét mau thuan cia ngudi Trung
Qudac® va ngudi Thai Lan"”. Trong nghién cttu ndy, giff gin méi quan he giita
hai phia tham gia giao ti€p (harmony-oricnted) tré thanh mdi quan tam lén cla
nhan vién Viét Nam lam viéc trong mdi truong giao 1i€p da van hda va mai
quan 1am nay cé tdc dong manh hon ddnh gid cia khach thé vé mitc do cla
mau thudn va nhitng dnh hudng cé thé ¢ ctia mau thuan 1én cong viée chung,.

Trii lai, khi lya chon phuong phdp giai quyét mau thuan gita minh va
dong nghiép 12 ngudi Viét Nam, nhitng nhan vién nudc ngoai duge khao sat
cho thay, hai yéu td ¢6 anh hudng 16n nhat d6 la dinh gid cha ho vé anh hudng
cla mau thuan dén hiéu qua cong viée (effect ol conllict) va mice do cia mau
thuan (intensity of conflict). Nhitng nghién ciu trude day da chi ra van hoa
phuong Tay von coi trong muc ti¢u va hicu qua cong viée (goal-oriented), ciing
nhu ¢6 ¥ thifc 16n vé thoi gian va hicu qua sir dung thdi gian (time-oriented)®,
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nén thiét nghi anh hudng cta hai yéu t6 trén 1én viée lva chon cich thic giai
quyct mau thuén cia khéch thé 1a ngudi nude ngoai trong nghién citu nay 1a ¢6
thé 1y giai duge. Bén canh d6, két qua nghién ciu cdn cho thdy, khach thé 1a
ngudi nude ngoai chiu tic dong khd 16n vé yéu 18 <hdc biét vian héa. Néi cach
khdic, y thitc clia ho vé viéc ho dang lam viéc trong mot moi trudng ¢6 van héa
giao ti€p khdc véi mdi trudng van héa goc cha ho ciing ¢6 tic dong dén cach
thitc ho giai quyét mau thuan. Yéu 18 khic biét vé quyén luc ciing nhu su hién
dién cha ngudi thd ba von c6 tac dong 16n dén nhém khach thé 1a ngudi Viét
Nam lai khong c6 tac dong 16n dén viéc lua chon cdch giai quyét mau thuan
clia khdch thé 1a ngudi nudc ngodi. Dif licu ¢6 dugce tir nhiing phong van véi
nhém khdch thé thit hai ny cho thdy, dén tir mét nén van héa phuong Tay, ho
c6 xu huéng khong phan biét cich doi xir dua theo dia vi vd quyén luc
(cquality-oriented communication) ma trong qué trinh giao tiép hi¢u qua cong
viéc (clfectiveness-oriented) méi 1a dong luc 16n nkat. Nhém khach thé nay cho
ring tranh khong d¢ cap va khong giai quyét mau thudn khi né xay ra 1a mot
d&u hi¢u cia viée yéu kém v¢ nang luc. Vi thé, ho ,ﬁng mong mudn 1a nhimg
nhan vién Viét Nam lam viéc trén co sd binh dang, giai quycl méu thuan dua
trén hicu qua cong viée.

4. K€t ludn va dé xuat

Nghlen cttu nay budc dau da chi ra nhitng tac dong nhat dinh cta van
héa truyén thong dén cédch thifc gidi quyét mau thudn trong moéi trudng giao
ti¢p da van hda cua nhan vién Vi¢t Nam lam viée véi dong nghic¢p phuong Tay
trong cdc van phong du dn phi chinh phu tai cdc tink Thira Thién Hu¢, Quang
Tri va Quang Binh. Ddng thoi, né cing chi ra su khdc bi¢t ddng k& vé cdch thite
gidi quyét mau thudn ciia hai nhom khéch thé duge khado sat va mitc do anh
hudng khac nhau cia cdc yéu t§ duge khao sdt 1ér hai nhom khdch thé nay.
Nham nang cao hiéu qua giao ticp va hi¢u qua hgp téc trong cong viéc, nhiing
ngudi tnre 1iép lam vice trong moi trudng giao tiép da van hda cin hiéu thém vé
nhitng tdc dong cua cic gia tri van héa ctia ddi trgng cling tham gia giao tiép
len cach hanh dong va cu xi, cu thé la cdch giai quydt mau thuan clia ngudi dé.
Ciing tir nhitng hi€u biét ndy nhitng ngudi tham gia giao tiép ¢6 (hé diu chinh
cich thite giao ti€p cling nhu cdch thite giai quyét mau thuan mot cach hiéu qua
hon trong moi trudng lam viée da van hoa.

Ciing can phai luu y ring céc van phong du 4n NGO dugc khao sat trong
- nghién ctfu nay 14 nhitng van phong trién khai cdc du dn phi lgi nhuan. Vi thé
yCu 10 lgi ich kinh € tryc ti€p khong phai 1a muc tiéu cha cde dy 4n ndy ma
hi¢u qua trong viéc trién khai timg du an cu (h¢ mai 1A muc ti¢u chinh cta ho.
Do dé, két qua thu duge trong nghién citu nay khong thé va khong nén diing dé
danh gid cich giai quy&l mau thuan giva ngudi Viét va ngudi phuong Tay trong
cdc moi truong giao 1i€p da van héa ma ¢ do loi ich kinh ¢ [a muc tiéu truc
Liép.

62 TAP CHI TAM LY HOC, S5 2 (95), 2 - 2007



Tai liéu tham khao
|. Brew, F. P. & Cairns, D. R. (2004). Do culture or situational constraints determine

choice of direct or indirect styles in intercultural workplace conflicts? International
Journal of Intercultural Relations, 28, 331-352.

2. Brislin, R. W.& Kim, L. S. (2003). Cultural diversity in people’s understanding
and uses of time. Applied Psychology: An International Review, 52(3), 363-382.

3. Chi-Ching, E. Y. (1998). Socio-cultural context of perceptions and approaches to
conflict.: the case for Singapore, trich trong Conflict management in the Asia Pacific:
assumptions and approaches in diverse cultures, Leung, K., & Tjosvold, D. (chi bién),
(trang 123-145). Singapore:Wiley.

4. Chiu, R. K. & Kosinski, F. A. (1994). Is Chinese conflict-handling behaviour
influenced by Chinese values? Social Behavior and Personality, 22(1), 81-90.

5. Jamicson, L. Neil (1993). Understanding Vietnam. NXB Pai hoc California,
Califorma.
6. Lee, H. O., & Rogan, R. R. (1991). A cross-cultural comparison of organizational

conflict management behaviours. International Journal of Conflict Management, 2
(3), 181-199.

7. Leung, K. & Bond, R. G. (1991). On the empirical identification of dimensions of
cross-cultural comparisons. Journal of Cross-Culwural Psychology, 20(2), 133-151.
8. Nguyén Khic Vién (2004). Vietnam: A long history. NXB Thé Gidi, Ha Noi.

9. Olekalns, M. (1998). Negotiating with Australia: individual among us, trich trong
Conflict management in the Asia Pacific. assumptions and approaches in diverse
cultures. Leung, K., & Tjosvold, D. (chd bi¢n), trang 277-301. Singapore: Wiley.

10. Phan Ngoc (1994). Vdn héa Viét Nam va cdch tiép cdgn méi. NXB Van héa thong
tin, [1a Noi.

11. Quang Dam (1994). Nho gido xua va nay. Vién Khoa hoc xa hoi Viét Nam, Vién
BPong Nam A,

12. Roongengsuke, S., & Chansuthus, D. (1998). Conflict management in Thailand.
Singapore: Wiley.

TAP CHI TAM LY HOC, S3 2 (95), 2 - 2007 63



