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LOI CAM DOAN

T6i xin cam doan rang cong trinh nghién ciru “Péi chiéu chién luoc thuc
hién va héi dap hanh vi ngdn ngir phan nan ctia nguoi Viét Nam va ngudi My ban
ngir” 12 cdng trinh nghién ctru cua riéng t6i. Cac sb lidu va két qua nghién ciru
dugc néu trong ludn an la déu do t6i tu minh thuc hién, trung thyc va chua tung
duogc ai cong bd trong bat ky mot cong trinh khoa hoc nao khac.

Thanh phé Hué, ngay ... ... thang...... nam 2025

Tac gia

Lathrac—

Ly Hong Thai



LOI CAM ON

Trude tién, toi xin bay to 1ong biét on sdu sic dén PGS. TS. Nguyén Ho
Hoang Thuy. Su huéng dan tin tinh, nhitng gop ¥ sau sic va sy dong vién kip thoi
cua Co da giup t61 vuot qua kho khan va hoan thanh luan an nay.

Dong thoi, t6i xin giri 10 tri 4n dén Quy Thay C6 truc tiép giang day va Quy
Thay C6 trong cac Hoi dong chuyén dé va tu vin. Nhitng kién thirc cung nhiing
nhan xét, gop ¥ quy bau ctia Quy Thay C6 da gitip t6i hoan thién ludn 4n nay.

T6i xin goi 101 cam on chan thanh dén Quy Thay C6 trong Ban Giam hiéu,
Khoa Viét Nam hoc va cac phong ban cia Truong Pai hoc Ngoai ngilr, Pai hoc
Hué da giup do va tao moi diéu kién thuan loi cho toi trong subt qua trinh hoc tap
va nghién ctru tai Truong.

T6i tran trong cam on Ban Giam hiéu Pai hoc Can Tho da hd tro kinh phi
cling nhu tao diéu kién tot nhat dé t6i co thé toan tdm theo hoc va hoan thanh
chuong trinh ddo tao Tién si.

Lu4n 4n nay s& khong thé hoan thanh néu thiéu su gitip d& nhiét tinh tir Quy
Thay Cb, ban bé dong nghiép va cac em sinh vién trong qua trinh thu thap di liéu.
Pic biét, toi xin goi 1oi cam on dén 6ng Giam dbc Seth Napier va anh Huy Nguyen
tir Chuong trinh “Coach for College” cuing Chi Diem Xuan Hua d3 hét 1ong hd tro
t6i trong viéc thu thap dir liéu nghién cru vé nguoi My.

Sau cung, toi xin danh tat ca tinh yéu thuong va long biét on dén gia dinh.
Su quan tdm, cham so6c va dong vién cua gia dinh la dong luc gitp téi vugt qua
nhing thir thach dé di dén ngay hom nay.

Ngay ....... thang ....... nam 2025
Tac gia luan an

Ladhrac

Ly Hong Thai




TOM TAT

Lu4n 4n nay nghién ciru d6i chiéu cac chién luge (CL) thyuc hién va hdi dap
(HD) hanh vi ngdn ngir phan nan (HVNNPN) cua nguoi Viét Nam ban ngit (trong
tom tat nay, tir ddy goi 12 ngudi Viét Nam) va ngudi My ban ngit noi tiéng Anh
(trong tom tit nay, tir day goi 1a ngudi My), dong thoi phan tich vai trd cua céc
bién tb khoang cach xa hoi va quyén luc xa hoi trong viéc lua chon cac CL nay.
Luan 4n nay ap dung thiét ké nghién ctru hdn hop giai thich tuan ty. Dit liéu dinh
luong duogc thu thap tir 100 nguoi tham gia (bao gdbm 50 nguoi Viét Nam va 50
ngudi My) thong qua phiéu hoan thanh dién ngén (DCT). Dir lidu dinh tinh duoc
thu thap thong qua phong van hoi tuong ban cau tric tir 12 ngudi tham gia, nham
bd sung va dién giai cac phat hién tir phan tich dinh lwong. Luan an st dung ca
phuong phap phan tich dinh luong (thdng ké mé ta, kiém dinh Chi-binh phuong
v6i chi s6 Cramer’s V va kiém dinh chinh xac Fisher) va phan tich dinh tinh
(phuong phap phan tich chu d¢). Kiém dinh Chi-binh phuong véi chi s6 Cramer’s
V va kiém dinh chinh xac Fisher dugc thyc hién nhiam xac dinh méi lién h¢ c6 y
nghia thong ké giita cac bién t6 khoang cach xa hoi va quyén lyc xa hoi voi viée
Iwa chon CL thyc hién va HD HVNNPN. Két qua phan tich va ddi chiéu cho thay
ring viéc str dung va lura chon c&c CL thuc hién va HD HVNNPN ctia nguoi Viét
Nam va nguoi My ¢6 nhirng diém tuong dong va khac biét. Pbi voi CL thuc hién
HVNNPN, ca nguoi Viét Nam va ngudi My déu uu tién chién luge Puwa ra loi
yéu cau, phan anh xu hudng dinh huéng tim kiém giai phap. Pong thoi, ca nguoi
Viét Nam va ngudi My déu né tranh sir dung cac chién luoc c6 tinh chat cong kich
ca nhan nguoi bi phan nan. Khi phan nan, ca nguoi Viét Nam va ngudi My déu
c¢6 xu hudng két hop nhiéu CL nham dat hiéu qua giao tiép. Tuy nhién, nguoi Viét
Nam sir dung CL Pua ra 167 yéu cau nhiéu hon, trong khi ngudi My vu tién CL
Buoc toi truc tié}y nhiéu hon, phan anh tinh tryc tiép cua van héa My. DPdi véi CL
HD HVNNPN, ca hai nhém déu tranh cac CL d6i dau va uu tién cac CL mang
tinh chat hoa giai. Nguoi Viét Nam wu tién CL Pong y thay doi hanh vi va CL
Thira nhdn trach nhiém, nham duy tri hoa hop va bao vé thé dién. Nguoi My vu
tién CL Thira nhdn trach nhiém va CL Dé nghi gidi phdp thay thé, thé hién sy truc
tiép trong viéc thira nhan trach nhiém va wu tién dinh huéng giai quyét van dé.
Bén canh d6, két qua nghién ctru ciing cho thay rang cac bién to khoang cach xa
hoi va quyén luc xa hoi c6 mbi lién hé véi viéc lua chon CL thuc hién va HP
HVNNPN ctia ngudi Viét Nam va ngudi My. Ca hai nhom déu diéu chinh cac CL
theo bdi canh giao tiép voi khoang cach xa hoi va quyén luc xa hoi khac nhau. Két
qua nghién ctru cta luan 4n c6 nhitng dong gop vé 1y thuyét va phuong phap luan
va dua ra nhitng ham y thyc tién cho viéc giang day ngdn ngir va trong bién soan
tai lidu.



Ki HIEU

HD
HDLPN
HVNNPN

DANH MUC Ki HIEU VIET TAT

TU TUONG UNG / Y NGHIA

Distance / Khoang cach xa hoi

Khoang cach xa hoi nho

Khoang cach xa hoi trung binh

Khoang cach xa hoi 16n

Discourse completion task / Phiéu hoan thanh dién ngén
Chién lugc

Hbi dap

Hoi dép 1oi phan nan

Hanh vi ngén nglt phan nan

Power / Quyén luc xa hoi

Ngudi ndi cd quyén lyc thip hon ngudi nghe
Nguoi néi va nguoi nghe co quyén ngang nhau
Nguoi néi ¢d quyén luc cao hon ngudi nghe
Rank of imposition / Mtrc d¢ ap dat



DANH MUC MA CHIEN LUQC

MA CHIEN LUQC TEN CHIEN LUQC

Cl Tt bé phan nan

C2 Noi béng gio

C3 Bay t6 su kho chiu

C4 Dién ta hiu qua x4u

C5 Budc toi gian tiép

C6 Budc t01 truc tiép

C7 Trach mang ngam

C8 Trach mang tuong minh vé hanh vi

C9 Trach mang tuong minh vé con nguoi

C10 Pua ra 161 yéu cau

Cl1 Dua ra 101 de doa

R1 Thira nhan trach nhiém

R2 Bao chira

R3 DPong y thay d6i hanh vi

R4 Bién minh

R5 Phan héi thiéu nghiém tac

R6 Dé nghi giai phap thay thé

R7 Dit ra cac diéu kién chap nhan trong twong lai
R8 Phti nhén 161 phan nan

R9 Cong kich nguoc lai

R10 Khong thira nhén hanh vi dang trach

R11 Tur chdi tranh luan

R12 Chdi bo trach nhiém (du thira nhan hanh dong)
R13 Khong quan tam téi 161 phan nan (im 1ang)
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MO DAU
1. Ly do chon deé tai

Ngon ngit hoc ddi chiéu, dic biét la ngit dung hoc dbi chiéu, gitp nhan dién
va ly giai cac diém tuong dong va khac biét trong viéc thuc hién hanh vi ngén
ngir gitta cac cong ddng van hoa va ngdn ngir khac nhau. Bang cach so sanh cach
thire thue hién cac hanh vi ngdn ngit mot cach c6 hé thdng, cac nghién ciru dbi
chiéu vé ngit dung hoc cung cip nhirng tri thirc vé cach sir dung ngdn ngit trong
moi quan hé voi van hoa va nhimg ham y thyc tién c6 thé van dung dugc dé qua
trinh giao tiép duoc thanh cong hon.

Chién luoc dung hoc dugc st dung dé thuc hién cac hanh vi ngdn ngir 1a
mot trong nhitng ddi tugng nghién ctru quan trong cia ngit dung hoc ddi chiéu.
Trong s6 d6, chién luge thyc hién hanh vi ngén ngit phan nan 1a d6i tugng nghién
ctru dang quan tim vi hanh vi ngén ngit nay 1a mot hanh vi de doa thé dién (face-
threatening act) (Brown & Levinson, 1987), c6 nguy co cao giy ra xung dot va
that bai trong giao tiép, ddc biét 1a giita nhitng nguoi & cic nén van hoa khac
nhau do su khac biét vé nhan thic phép lich su va cach tng xt vian hoa (Boxer,
1993a; Trosborg, 1995). Viéc lua chon chién lugc thuc hién hanh vi ngén ngit
phan nan va hoi dap lai mot cach phu hop khong chi phan anh niang lyc ngon
ngir, ma con thé hién cac quy tic tng xt van hoa clia mot cong dong ngdn ngit.

Trong bdi canh mdi quan hé hop tac giita Viét Nam va My ngay cang phat
trién trén nhiéu phuong dién tir kinh té, gido duc dén van hoa, nhu cau hiéu biét
1an nhau ngay cang trd nén can thiét hon. Trong thuc té giao tiép, nhitng khac
biét lién quan hanh vi ngdn ngit phan nan co thé gay ra hiéu lam dang tiéc hodc
sdc van hoéa. Chang han, nguoi Viét Nam, véi xu hudng giao tiép coi trong sy
hoa thuan va té nhi (Tran Ngoc Thém, 1996), c6 thé dién giai mot 151 phan nan
tryc tiép, huéng dén giai phap ciia ngudi My ban ngir 1a thiéu lich sy hodc cong
kich ca nhan. Nguoc lai, mot 161 phan nan gian tiép, vong vo ctia ngudi Viét Nam
c6 thé bi ngudi My ban ngir xem 1a khong rd rang va thiéu tinh xay dung. Nhiing
kho khin nay cho thiy sy can thiét cia mot nghién ciru ddi chiéu chuyén sau, co
hé thong vé viéc str dung cac chién luoc thyc hién hanh vi ngon ngit nay gitra hai
cong dong: Viét Nam va My.

O trén thé gidi cling nhu ¢ Viét Nam, hanh vi ngdn ngit 1a mot ddi tugng
nghién ctru dugc quan tim trong ngit dung hoc. C6 nhiéu cong trinh da phan tich
va nghién ctru cac hanh vi ngon ngit khac nhau, cu thé nhu hanh vi ngén ngit xin
16i (Blum-Kulka & Olshtain, 1984), yéu cau (Blum-Kulka & Olshtain, 1984;
Trosborg, 1995), phan nan (Olshtain & Weinbach, 1987, 1993; Nguyén Ho
Hoang Thuy, 2016; Trosborg, 1995), xin 18i (Trosborg, 1995), tir chdi (Kwon,
2004; Tran Quang Ngoc Thuy, 2013), va phé phan (Ha Van Hau, 2018; Nguyén



Thi Thay Minh, 2005).

O Viét Nam, hanh vi ngon ngit phan nan ciing duge mot sb hoc gia tim hiéu
va nghién ctru (Vi Thu Ha, 2013; Nguyén Thu Hanh, 2020; Nguyén H6 Hoang
Thity, 2016, 2017a, 2017b, 2019). Tuy nhién, van con nhiing khoang trng
nghién ctu dang ké can duoc lép déy dé c6 cai nhin toan dién hon. Pham vi
nghién ctru cta luan an nay dugc mo rong dé bao gém ca chién luge thyuc hién
va hoi dap hanh vi ngoén ngit phan nan. Day 1a mot khia canh it dwgc chu trong
trong cac nghién clru trudce day.

Tir nhitng 1y do trén, luan an “Doi chiéu chién luge thyc hién va hoi dap
hanh vi ngoén ngtr phan nan cua ngudi Viét Nam va ngudi My ban ngli” dugc
thuc hién. Ludn an nay dit muc tiéu 1ap day cac khoang tréng nghién ctru da chi
ra bang cach tién hanh mot nghién ctiru d6i chiéu co hé théng vé cac chién luoc
thue hién va hoi dap hanh vi ngdén ngir phan nan cua nguodi Viét Nam va ngudi
M¥ ban ngi, phan tich mbi lién hé gitra cac bién t6 khoang cach xa hoi va quyén
luc xd hoi va su lwa chon chién lugc cua ca hai nhom va ddi chiéu tim ra nhiing
diém twong dong va khac biét. Luan an hy vong mang lai nhimg déng gop c6 v
nghia vé mat 1y thuyét cho linh vuc dung hoc x3 hoi va nhitng ham y thyc tién
cho viéc giang day ngon ngit va phat trién nang luc dung hoc va bién soan tai
liéu giang day.

2. Muc tiéu va cau héi nghién ciru
2.1. Muc tiéu nghién ciru

Hanh vi ngon ngit phan nan (HVNNPN), 1a mét trong nhitng hanh vi ph
bién trong cudc sdng hang ngay, dugc dung dé bay to su khong hai 1ong vé mot
nguoi hay mot su vat, sy viéc nao do (Boxer, 1993a; Olshtain & Weinbach,
1993). HVNNPN dugc xem la hanh vi de doa thé dién cua nguoi tham thoai va
thudng gay ra sy that bai trong giao tiép do su khac biét nhan thirc vé phép lich
sy va cach ung x1r van hod ctia nguoi tham thoai thude cac nén vin hoa khac
nhau (Boxer, 2010; Trosborg, 1995).

Chinh vi thé, muc tiéu nghién ctru cta luan an trudce tién la tim hiéu toan
dién hon vé viéc st dung cac chién lugc (CL) thuc hién va hoi dap (HD)
HVNNPN cua nguoi Viét Nam ban ngir (trong luan an nay, tur day goi la nguoi
Viét Nam) va ngudi My ban ngir ndi tiéng Anh (trong luan an nay, tir day goi 1a
ngudi My). Cu thé, luan 4n tap trung vao mo ta va phan loai mot cach chi tiét va
toan dién cac CL thyuc hién va HD HVNNPN dugc sir dung bdi ngudi Viét Nam
va ngudi My, va tir d6 xac dinh cac CL phd bién va xu huéng st dung cac CL
nay cua ho. Luén &4n con phan tich va dbi chiéu méi lién hé cua céc bién t6 quyén
lyc xa hdi va khoang céch xa hdi véi su lua chon cac CL nay cia nguoi Viét
Nam va ngudi My, mét cach tiép can dic trung cta ngit dung hoc xa hoi.



Muc tiéu ké tiép ctia luén an la phan tich mdi lién hé cta cac bién t6 xa hoi,
cu thé 1a khoang cach xa hoi va quyén luc vo1 viée thuc hién va HD HVNNPN
clia ngudi Viét Nam va ngudi My nham 1am sang to cac xu hudng trong viée lua
chon cac CL lich sy phu hop.

Cudi cung, ludn an tap trung vao so sanh, ddi chiéu mét cach ¢ hé théng
viéc sur dung va lua chon cac CL thuc hién va HD HVNNPN gitta nguoi Viét
Nam va ngudi My, tir d6 tim ra sy twong dong va khac biét ddng thoi xac dinh
xu huong chu dao trong viéc thyc hién va HD HVNNPN cua nguoi Viét Nam va
nguoi My.

TOm lai, luan an tap trung vao hai nhiém vu nghién ctru chinh v6i bon nhiém
vu cu thé sau day.

1. Phan tich va déi chiéu cac CL thuc hién va HD HVNNPN ctlia ngudi Viét
Nam va ngudi My, véi hai myc tiéu nghién ctru cu thé bao gdm:

a. Xac dinh, mo ta va phan tich cac CL va loai hinh CL thyc hién va HD
HVNNPN dugc nguoi Viét Nam va ngudi My st dung

b. Pbi chiéu va thao luan nhitng diém twong ddng va khac biét trong cach
st dung cac CL nay gitra nguoi Viét Nam va nguoi My.

2. Phan tich va d6i chiéu moi lién hé gita cac bién t6 xa hoi va viéc lya
chon CL thyc hién va HD HVNNPN ciia ngudi Viét Nam va nguoi My, bao gdm
hai nhiém vu cu thé nhu sau:

a. Phan tich méi lién hé va muc d6 anh hudng cia hai bién t6 khoang cach
xa hoi va quyén luc xa hoi véi viéc lua chon CL thuc hién va HD HVYNNPN cua
nguoi Viét Nam va ngudi My.

b. P6i chiéu va thao luan nhimng diém twong ddng va khac biét trong mbi
lién h¢ nay gitra nguot Viét Nam va nguoi My.

2.2. Cau héi nghién ctru

Tuong mg v&i bén nhiém vu nghién ctru cy thé nhu da trinh bay & trén,
ludn an tap trung tra 10i bon cau hoi nghién ctru sau day.

1. Nguoi Viét Nam va nguoi My sir dung cac CL thyc hién va HP
HVNNPN nhu thé nao?

2. Viéc st dung cac CL thuc hién va HD HVNNPN gitra nguoi Viét Nam
va ngudi My c¢6 nhitng diém twong dong va khéac biét nao?

3. Hai bién t6 khoang cach xa hoi va quyén lyc xa hoi ¢6 mdi lién hé nhur
thé nao véi viéc lua chon CL thuc hién va HD HVNNPN cua nguodi Viét Nam
va nguoi My?

4. Mbi lién hé giira hai bién t6 khoang cach x3 hoi va quyén luc x3 hoi véi
viéc lya chon CL thyc hién va HD HVNNPN cua nguoi Viét Nam va nguoi My
c¢6 nhitng diém twong dong va khac biét nao?



Bon cau hoi nghién ctru nay sé& duogc tra 10i mot cach ddy du trong hai
chuong chinh cia luan an. Cu thé, Chuong III s€ mo ta cac CL thuc hién va Hb
HVNNPN duoc str dung, ciing nhu chi ra nhitng diém twong dong va khac biét
gitra nguo1 Viét Nam va nguot My, qua do tra 161 cho cau hdi nghién ctru 1 va 2.
Tiép theo, Chuong IV sé& tap trung phéan tich mbi lién hé cta cac bién t6 khoang
cach xa hoi va quyén luc xa hoi voi viée lya chon cac CL nay, déng thoi ddi
chiéu nhitng diém twong dong va khac biét v& mbi lién hé nay giita ngudi Viét
Nam va ngudi My, nham tra 10i cau hoi nghién ciru 3 va 4.

3. Pdi twong va pham vi nghién ctu

3.1. P6i twong nghién ciiru

Déi twong nghién ciru cua lun an 1a cac CL thyuc hién va HD HVNNPN
cua nguoi Viét Nam va nguoi My. Cu thé, luan an tap trung vao cac binh dién
sau day cta ddi tuong nghién ciru:

- Céac CL dung hoc dugc nguoi Viét Nam va nguoi My sir dung dé thuc
hién va HD HVNNPN.

- Méi lién hé cua cac bién té quyén luc xa hoi va khoang cach x3 hoi dén
viéc lya chon va sur dung cac CL dung hoc néu trén ciia nguoi Viét Nam va nguoi
My.

3.2. Pham vi nghién ctru

Dé d¢am bao tinh kha thi va chiéu sau cta nghién ctru, luan an xac dinh pham
vi nghién ctru nhu sau:

- Vé noi dung: Luan an nghién ctru phan tich cac CL thuc hién va HP
HVNNPN. Mic du vé mit 1y thuyét, HYNNPN va HD HVNNPN dugc xem xét
13 mot cap ké can (Sacks va cong su, 1978) nhung dé dap tmg muc tiéu nghién
clru, phuong phap luan cia luan an nay tap trung vao viéc xac dinh va phan tich
cac CL thyuc hién HVNNPN va cac CL HP HVNNPN mét cach riéng biét. Cach
tiép can nay cho phép luan an nghién ciru timg loai CL mot cach chi tiét va toan
dién hon, 1am co s¢ cho viée di chiéu viéc Iya chon cc CL thuc hién va HD
HVNNPN gitra nguoi Viét Nam va nguoi My.

Luan 4n ciing giéi han khao sat chi hai bién t6 xa hoi 1a quyén lyc x4 hoi va
khoang cach xa hoi vi tinh phd quét va anh hudng manh mé cia hai bién té nay
dén viéc lya chon CL lich sy (Brown & Levinson, 1987). Céac bién td khac nhu
mirc do ap dat, gidi tinh, tudi tic cia nguoi tham gia nghién ctiru duge loai trix
khoi pham vi nghién ctru vi nhiing tranh cai trong hoc thuat va tinh phuec tap,
tranh bi qua tai, khong kha thi do sy tac dong qua lai cia qua nhiéu bién té xa
hoi.

- V& khach thé tham gia nghién ctru: Nghién ciru duoc thyc hién trén hai
nhom khach thé: (1) nguoi Viét Nam dang sinh sng va lam viéc tai Viét Nam



va (2) ngudi My dang sinh song va lam viéc tai My. Khach thé da dang vé do
tudi, nghé nghiép va giéi tinh dé mang tinh dai dién.

-Vé nguén dir 1iéu: Luan an thu thap hai loai dit liéu dung cho phan tich
dinh lugng va dinh tinh. Dir liéu dinh luong dugc thu thap tir cAc khach thé tham
gia nghién ctru (50 nguoi Viét Nam va 50 nguoi My) thong qua DCT. Dir li¢u
dinh tinh duoc thu thap théng qua phong van hoi tudng, cd ghi 4m, ghi hinh tir
mot phan nhom ngudi da tham gia tra 101 DCT (6 ngudi Viét Nam va 6 nguoi
M%) cho dén khi dat diém bao hoa dir lidu.

-Vé 1y thuyét: Luan an chu yéu dua trén Ly thuyét lich su cia Brown va
Levinson (1987), cac chiéu vin hoa cta Hall (1989) va cua Hofstede va cong su
(2010) va cac quan diém vé van hoa giao tiép cua nguoi Viét Nam theo Tran
Ngoc Thém (1996, 1999) va Pham Thi Hong Nhung (2008) d¢ tién hanh phan
tich va ddi chiéu dit li¢u.

4. Pinh nghia cic thuat ngir chinh

Nham bao dam tinh mach lac va su nhat quan, muc nay tién hanh dinh nghia
c4c thuat ngir chinh, duoc sir dung xuyén sudt trong luan an. Cac dinh nghia nay
dugc sir dung dé 1am co s¢ phan tich va ddi chiéu dir liéu cua luan an.

Hanh vi ngon ngir phan nan dugc dinh nghia 1a mot hanh vi & 161 thude loai
biéu cam hoic diéu khién, duoc sir dung dé bay té sy khong hai long hoic kho
chiu dbi v6i mot hanh dong d3 hodc dang dién ra, hodc thai do tiéu cuc d6i voi
mot nguoi hay sy viéc ma nguoi nghe dugc cho 1a phai chiu trach nhiém. Trong
nghién ctru ndy, hanh vi ngdn ngit phan nan, con duoc tiép can dudi quan diém
mo rong vé hanh vi ngit dung ciia Mey (2001, 2009), khong chi phu thudc vao
hinh thtrc phat ngén ma con bi chi phdi boi y dinh, muc tiéu cia ngudi nodi, cling
véi su mong doi va dién giai ciia nguoi nghe. Hanh vi ngdn ngit phan nan duoc
xem la mot hanh vi de doa thé dién.

Hoi ddp hanh vi ngén ngit phan nan 13 phan tha hai cua hanh vi ngén ngiv
phan nan, dugc nguoi bi phan nan thuc hién ngay sau mét 161 phan nan, véi muc
dich nham dé thay ddi mét sy tinh hodc phan tng lai véi 101 phan nan.

Lich si1a mot hé thong cac CL giao tiép nham giam thiéu sy xung dot trong
tuong tac x4 hoi va duy tri mbi quan hé hoa hop. Khai niém nay lién quan mat
thiét d¢én viéc giam thiéu mirc d6 de doa thé dién va bao toan hinh anh ban thin
trong giao tiép.

Thé dién trong luan an duoc dinh nghia theo Brown va Levinson (1987) 1a
hinh anh ctia ban than truéc cong chung ma mdi thanh vién mudn minh ¢6 duoc.
Thé dién dugc chia thanh hai loai chinh: thé dién am tinh 1a nhu cau dwoc doc
1ap, tu do hanh dong va khong bi ap dat; va thé dién duong tinh 1a nhu cau dugc
chap nhan, yéu thich boi ngudi khac va dugce dbi xtr nhu thanh vién cia ciing



mot nhom xa hoi.

Khodng cdch xd hoi theo Brown va Levinson (1987) 13 mét bién t6 xa hoi
c6 tinh ddi xtng, thé hién murc d6 than mat, quen biét va tin suit twong tac giira
nguo1 noi va nguoi nghe. Trong luan an, khoang cach xa hoi dugce phan thanh ba
cap d6: D- (nho, twong tac voi ban bé than, ngudi than), D= (trung binh, trong
tac voi nguoi quen biét), va D+ (16n, trong tac voi ngudi la).

Quyén lyre xa héi 13 mot bién td x4 hoi phan anh mdi quan hé bat dbi ximg
vé vi thé hodc kha ning kiém soat giira nguoi néi va nguoi nghe (Brown &
Levinson, 1987). Trong luan an, quyén luc x4 hoi duoc phéan loai thanh ba trudng
hop: P- (nguoi ndi c¢6 quyén luc thap hon ngudi nghe), P= (nguoi ndi va ngudi
nghe c6 quyén ngang nhau) va P+ (ngudi ndi cé quyén luc cao hon ngudi nghe).
5. Y nghia ciia dé tai

Dé tai ndy gdp phan mang lai nhig déng gop khoa hoc ¢6 gi tri trén céc
binh dién sau day:

- Vé mat 1y thuyét:

Lu4n an gop phan 1ip day khoang tréng nghién ciru va lam phong pht thém
tri thire vé chudi HVNNPN, dic biét 1a vé cac CL thuc hién va HD HVNNPN
ctia nguoi Viét Nam va ngudi My baoi vi nghién clru ctia luan an nay khong chi
don thuan liét ké cac CL thyc hién va HD HVNNPN ma con di chiéu c6 hé
thdng cac CL thuc hién va HD HVNNPN giita nguoi Viét Nam va nguoi My
mot cach c6 hé théng, xem xét dén moi lién hé gitra cac bién t6 x4 hoi va su lua
chon cac CL phu hop. Vi thé, luan an nay ciing huéng dén viéc cung cap thém
dir liéu thuc nghiém nham dé gdp phan phat trién mot khung 1y thuyét toan dién
hon dé nghién ctru cac CL thuc hién va HD HVNNPN ctia ngudi Viét Nam va
nguoi My.

Luan 4n con gép phan lam rd va kiém chimg nhitng phat hién trong céc
nghién ciru trude day vé HYNNPN va HD HVNNPN; va mé rong pham vi tmg
dung cua cac 1y thuyét ngit dung hoc x3 hoi va cac Iy thuyét vé lich su.

- V& mit phuong phap luan:

Luan 4n dugc thiét ké sir dung phuong phép nghién ciru hdn hop két hop
giita phuong phap phén tich dinh lwong va phén tich dinh tinh nén két qua nghién
ciru mang lai mot céai nhin toan dién va chi tiét hon vé CL thuc hién va HD
HVNNPN cta nguoi Viét Nam va nguoi My.

Luan an khong gioi han nghién ctru CL thuc hién HYNNPN don 1¢ ma con
bao gdbm CL HD HVNNPN. Ddng thoi, luin an dugc thyuc hién di chiéu dé tim
ra su tuong déng va khac biét trong viéc lya chon cac CL nay cua nguodi Viét
Nam va nguoi My.

Cong cu nghién ctru khong chi gidi han trong cic tinh hudng giao tiép



truyén thong, truc tiép mat ddi mit, ma con duoc md rong va bd sung thém céc
tinh hudng phd bién va dic trung, trén khong gian mang, nham gitp cho dé tai
mang tinh cip nhat va phu hop hon véi thuc té giao tiép xa hoi phong phua va da
dang trong ky nguyén sb ¢ hién tai.

- V& mat thyc tién:

Lu4n 4n dua ra cac ham ¥ lam co sé khoa hoc dé tng dung trong linh vuc
giang day va dao tao. Cac phat hién trong nghién ctru ndy c6 thé duoc st dung
dé thiét ké va phat trién cac chuong trinh dao tao va tai liéu giang day vé giao
tiép trong moi truong da vin hoa, ciing nhu giang day ngon ngi, dic biét 1a tiéng
Viét cho nguoi nudc ngoai va tiéng Anh cho ngudi Viét Nam, nham gitp ngudi
hoc c6 hiéu biét sau sic vé sy khac biét van hoa trong phan nan va HPLPN ciing
nhu giai quyét mau thuln trong giao tiép mot cach c6 hiéu qua hon va xay dung
méi quan hé bén vitng hon. Cuy thé, luan 4n gop phan cung cip cho ngudi Viét
Nam va nguoi My thém nhiing hiéu biét chi tiét hon lién quan dén cac CL lich
su khi thuc hién va HD HVNNPN, va dac biét 1a su khac biét trong cach lya chon
cac CL nay gitra ngudi Viét Nam va nguoi My. Cac hiéu biét nay c6 thé giup ho
giao tiép mot cach phu hop hon, tranh bi hiéu nhdm va thit bai trong céc tinh
huéng giao tiép nhay cam nhu phan nan va HP 15i phan nan.

Hién nay & Viét Nam, theo két qua khao sat cua mdt s6 nha nghién ctru
(Ton-Nu & Murray, 2020; Vii Ngoc Minh, 2017), cac bd sach gido khoa tiéng
Anh danh cho hoc sinh & cac truong phd thong do ngudi Viét Nam bién soan va
cac gido trinh tiéng Anh day cho sinh vién khong chuyén tiéng Anh & mot sd
truong dai hoc cé rat it thong tin vé nglr dung hoc. Vi vay, viéc bo sung thém tai
lidu trong qua trinh thiét ké sach gido khoa va ting cuong hoat dong bd sung
trong qua trinh giang day, tich hop ngit dung hoc, dac biét la hanh vi ngon ngf,
13 can thiét dé giup nang cao kién thirc va niang luc ngit dung cho nguoi hoc.

Két qua nghién ciru ctia luan an hy vong gép phan gitp gido vién day tiéng
Anh cho ngudi Viét Nam va gido vién day tiéng Viét cho ngudi nudc ngoai nhan
thirc duoc rﬁng viéc nang cao nang luc nglr dung xa hdi cho nguoi hoc, déc biét
giao tiép trong cac tinh huéng nhay cam vé vin héa nhu phan nan va HDLPN,
c6 thé thuc hién dugc thong qua giang day hanh vi ngdn ngir trong 16p hoc va
huéng dan nguoi hoc str dung cac CL lich sy phu hop (Ton-Nu & Murray, 2020).

6. Bo cuc ciia luin an

Ngoai phan M& dau, Két luan va dé xuét, Tai liéu tham khao va Phy luc,
n6i dung chinh cua ludn an duoc té chte thanh bon chuong, dam bao tinh hop 1y
va chit ch&. Luan 4n c6 ciu trac cu thé nhu sau

- Chwong I: Co sé ly thuyét va tong quan van dé nghién ciru: trinh bay
Cac co so Iy thuyét chinh, 1am nén tang cho luan an, bao gém: Ly thuyét vé hanh



vi ngdn ngir; cac 1y thuyét vé lich sy. Cac dic diém giao tiép trong van hoa cia
ngudi Viét Nam va ngudi My cling dugce bao gdm dé 1am khung quy chiéu phu
hop trong dién giai két qua nghién cru. Chuong nay ciing tip trung vao céc ly
thuyét vé HYNNPN va HD HVNNPN. N6i dung chuong con bao quat cac nghién
ctru trén thé gidi va cac nghién ctru tai Viét Nam, tir d6 chi ra nhitng khoang
trng nghién ciru ma luan 4n hudéng dén giai quyét.

- Chuong IT: Phuwong phap nghién ciru: trinh bay chi tiét vé& phuong phap
luan dugc st dung trong ludn an. Noi1 dung bao g6m thiét ké nghién ctru, nguoi
tham gia nghién ctru, phuong phap thu thap dit liéu. Cudi cung, chuong nay thao
luan cac phuong phép phan tich dir li¢u.

-Chwong I11: Phan tich va ddi chiéu chién lwgc thue hién va hoi dap
hanh vi ngon ngir phan nan cia ngwoi Viét Nam va nguwoi My: mo ta va phan
tich cac CL thuc hién va HD phan nan cta timg nhom khach thé nguoi Viét Nam
va ngudi My, bao gdm ca cac CL don 1é va cac t6 hgp CL. Noi dung ké tiép cia
chuong nay la so sanh, ddi chiéu dé tim ra nhitng diém twong dong va khac biét
trong viéc lya chon CL gitra hai nhom nguoi Viét Nam va nguoi My.

-Chwong 1V: Phan tich va ddi chiéu vai tro ciia cac bién té xi hdi trong
viéc lrra chon chién lwge thye hién va hoi dap hanh vi ngon ngir phan nan
ciia ngwoi Viét Nam va nguwoi My. Noi dung chinh cua chuong nay la phén tich
mdi lién hé gitra hai bién tb khoang cach xa hdi va quyén luc xa hdi vo1 viée lua
chon CL thuc hién va HD HVNNPN cua tirng nhém nguoi Viét Nam va nguoi
M§. Tir d6, so sanh va chi ra nhiing twong dong va khac biét vé muc d6 anh
huong ciia cac bién t6 ndy va dua ra cac 1y giai cho cac xu hudng lua chon CL.



CHUONG I
CO SO LY THUYET VA TONG QUAN VAN PE NGHIEN CUU

1.1 D4n nhap

Chuong nay trinh bay co sd 1y thuyét nén tang cho luan 4n va tong quan
mot cach c6 hé théng vé cac nghién ciru trude ddy vé hanh vi ngdn ngir phan nan
va hdi dap hanh vi ngon ngit phan nan.

Chuong nay trinh bay céac co sé 1y thuyét quan trong, bao gdbm 1y thuyét vé
hanh vi ngén ngir va 1y thuyét vé lich sy. Cac dic diém giao tiép va lich sy trong
van hoa Viét Nam va My cung véi cac khai niém lién quan dén hanh vi ngon ngi
phan nan va HP ciling dugc trinh bay trong muc nay.

Tiép theo, chuong nay tong quan cac nghién ctru trude day vé hanh vi ngon
ngir phan nan va HP, dugc phan loai thanh cic cong trinh don ngir va déi chiéu
trén thé gidi va tai Viét Nam.

1.2 Co sé 1y thuyét
1.2.1 Ly thuyét vé hanh vi ngén ngir

1.2.1.1 Ly thuyét kinh dién vé hanh vi ngén ngir

Ly thuyét hanh vi ngdn ngit 1a mot trong nhing 1y thuyét nén tang trong
ngir dung hoc, nghién ctru cach ngdn ngit duoc str dung khong chi dé trinh bay
thong tin ma con dé thuc hién cac hanh dong. Ly thuyét nay dugc khoi xudng
bai Austin (1962) va sau d6 duoc Searle (1979) hé théng va tiép tuc phat trién.

a. Phdn loai hanh vi ngon ngir theo Austin (1962)

Austin (1962) cho ring khi chung ta phat ngén 13 chung ta hanh dong. Tt
quan diém d6, Austin (1962) chia hanh vi ngdn ngir trong mot phat ngdn dudi ba
pham tru chinh:

Hanh vi tgo 107 13 hanh vi st dung céc yéu t6 ctia ngdn ngir nhu ngit am, tir,
cac kiéu két hop tir thanh cau, dé tao thanh mot phat ngon dung vé hinh thirc va
ndi dung, hay noéi cach khéac do 1a hanh vi noi céc tir voi y nghia du dinh (intended
meaning) (Huang, 2017).

Hanh vi ¢ 161 1a nhitng hanh vi str dung mot cau dé thuc hién mot hanh dong
nhét dinh, chéng han nhu yéu cau, canh céo, htra hen, xin 13i.

Hanh vi muon loi 1a nhitng hanh vi mugn phuong tién ngoén ngit, noi ding
hon 12 muon cac phat ngdén dé tao ra mot hiéu qua ngoai ngdn ngit & ngudi nghe,
nguoi nhan hodc ¢ chinh ngudi noi.

b. Phédn loai hanh vi ngon ngii theo Searle (1979)

Searle (1979) cho riang cach phan loai hanh vi ngon ngi ciia Austin (1962)
c6 mot sd han ché diém chua hop 1y. Searle (1979) chia hanh vi ngon ngir thanh
nim 16p dya trén bon tiéu chi quan trong (dich & 161, hudng khép 10, trang thai



tam 1y dugc biéu hién va ndi dung ménh dé) (P4 Hiru Chau, 2006; Mey, 2001).

Hanh vi tdi hién 1a cac hanh vi ngdn ngitr mo ta mot sy tinh trong hién thuc
(vi du: ké, miéu ta, tuong thuat).

Hanh vi diéu khién 1a cac hanh vi ngdn ngit ma ngudi néi nd luc bit bude
(direct) nguoi nghe thyc hién mot hanh vi trong twong lai (vi du: ra Iénh, sai
khién, yéu cau).

Hanh vi cam két 1a cac hanh vi ngdn ngit ma ngudi nodi, khong phai 1a ngudi
nghe, bét budc phai thyc hién mot hanh vi nham tao mot sy thay ddi nao d6 trong
hién thuc ¢ twong lai (vi dy: hta, cam két, cam doan).

Hanh vi biéu cam 13 cac hanh vi ngdn ngit bay to trang thai tam 1y bén trong
ctia ngudi néi (vi du: than thé, phan nan, than phuc, xin 16i, cam on, khen, ché).

Hanh vi tuyén bo 1a cac hanh vi ngdn ngir ¢6 anh huong, lam thay doi mot
su tinh (vi du: tuyén bd, tuyén an, budc t6i).

C. Phan biét hanh vi ngén ngi trwe tiép va gidn tiép

Duya trén mbi quan hé gitra thé loai cau va luc o 101, Searle (1979) phan biét
hai loai hanh vi ngén ngii: hanh vi ngdn ngit tryc tiép va hanh vi ngén ngir gian
tiép.

Hanh vi ngdn ngir truc tiép 1a hanh vi ngdén ngir ma cé sy trung khop truc
tiép gitta loai cau (cau truc) va luc & 10 (chire nang) (Huang, 2007, 2014). Vi dy:
khi chung ta dung cAu tric cAu tuong thuat dé dua ra mot nhan dinh thi do6 1a
hanh vi ngdn ngir truc tiép. Hay noi cach khac, hanh vi ngén ngit truc tiép c6
quan hé truc tiép giita hinh thtrc dién dat (c4u trac) va muc dich dién dat (chuc
nang) (Yule, 1996).

Hanh vi ngdn ngit gian tiép 13 hanh vi ngdn ngit c6 mdi quan hé gian tiép
gira cAu triic cau vé6i luc ¢ 101 (Huang, 2007, 2014); hay néi cach khac hon hanh
vi ngdn ngit gian tiép 1a hanh vi ngdn ngit ¢ quan hé gian tiép gitta ciu trac va
chtrc nang (Yule, 1996). Vi du: khi cau nghi van dugc st dung dé dua ra mot yéu
cau thi chung ta c6 mot hanh vi ngdn ngir gian tiép.

1.2.1.2 M¢ rpng Iy thuyét vé hanh vi ngon ngi

Mic du cic 1y thuyét hanh vi ngén ngit c¢o dién c6 vai tro rat quan trong
trong ngir dung hoc, gitp cac hoc gia nim bat duoc cac binh dién khac nhau cta
hanh vi ngdén ngir (Culpeper & Haugh, 2014) nhung 1y thuyét ndy ciing bi nhiéu
nha nghién ctru ngdn ngir phé binh vi qua hinh thic, triru tugng va ly tudng hoa
(Mey, 2001, 2009). Ly thuyét hanh vi ngdn ngit nay bd qua tinh da dang, phtc
tap va tinh sang tao cua viéc str dung ngdn ngit ty nhién va khong tinh dén cac
binh dién ngit dung cia giao tiép, vi du nhu tinh lich sy hay viéc sir dung hai
huéce va an du. Ngoai ra, theo Culpeper va Haugh (2014), 1y thuyét hanh vi ngén
ngit cing nhic va tap trung qua hep vi hanh vi ngén ngir c6 su khac biét khi &
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cac nén van hoa khac nhau, ca vé phuong dién ngit dung hoc ngdn ngit va ngir
dung hoc xa hoi.

Vi thé, dé khic phuc nhitng han ché nay, Mey (2001, 2009) giéi thiéu ly
thuyét hanh vi ngir dung (pragmatic act theory). Mey (2001, 2009) dinh nghia
hanh vi ngltr dung (pragmatic acts) la cac hanh vi dugc thuc hién béi nguoi su
dung ngdn ngit trong cac ngit canh va tinh hudng cu thé.

Mey (2001, 2009) phan biét hanh vi nglr dung va hanh vi ngén ngtr. Hanh
vi ngoén ngit c6 y nghia theo quy udc hodc theo y dinh cua nguoi noi. Nguoc lai,
hanh vi ngt dung c6 ¥y nghia bi quy dinh b1 y dinh va muyc ti€u ciia ngudi noi
cling nhur sy mong doi va dién gidi cia ngudi nghe. Hay néi cach khac hon, hanh
vi nglt dung khong chi phy thudc vao suy nghi cia ngudi néi ma con phu thude
vao HD cuta ngudi nghe (Culpeper & Haugh, 2014).

Ngoai ra, theo Mey (2001), hanh vi ngir dung bao gdm cac yéu t6 ngdn ngir
va ca cac yéu to phi ngon ngit va can ngdn ngit. Hanh vi ngir dung c6 tinh chat
tuong tac va nang dong hon (Culpeper & Haugh, 2014). Hanh vi ngir dung mang
tinh tién trién mot cach ting dan (incremental) va mang tinh chat tudn ty
(sequential), c6 nghia la cac hanh vi ngir dung khong dlimg ¢6 1ap ma phu thude
va anh hudng dén cac hanh vi trude va sau trong hoi thoai. Bén canh do, hanh vi
ngit dung mang tinh cong tac va hop tac Vi dugce tao ra tir nd luc ctia Ngudi néi
va nguoi tiép nhan (Culpeper & Haugh, 2014). Vi du, theo 1y thuyét vé& hanh vi
nglr dung, 161 phan nan, mot hanh vi thé hién khong hai long vé ai d6 hodc mot
hanh vi trong qua khtr, khong dimg ¢6 1ap ma ¢ thé nhan duoc nhiéu phan tng
khac nhau tir ngudi nghe, c¢6 thé 1a chip nhan 10i phan nan nhu dua ra 16i xin 13i
hoic tir chdi 101 phan nan.
1.2.1.3 Hanh vi ngén ngit phan nan va héi dip

a. Khai nigm vé hanh vi ngén ngiv phan nan

Theo sy phan loai hanh vi ngdn ngtr ciia Searle (1979), HVNNPN thudc
loai hanh vi ngdn ngit biéu cam, bay to trang thai tim 1y bén trong ctia ngudi noi.
Ngoai ra, HVNNPN con duoc cho 1a hanh vi diéu khién vi khi hanh vi phan nan
dugc dua ra thi ngu y c6 hanh vi diéu khién, duoc thuc hién hodc c6 thé c6 mot
hanh vi diéu khién duoc dua ra tiép theo (Trosborg, 1995).

Theo Olshtain va Weinbach (1987, 1993) trong hanh vi phan nan, nguoi
noi bay to su khong hai long hoac su kho chiu nhu mdt phan ng ddi véi mot
hanh dong da hodc dang dién ra ma c6 anh hudng bat loi d6i v6i ngudi noi va
ddng thoi ngudi nghe phai chiu trach nhiém vé hanh dong d6. Trosborg (1995,
2010) thi dinh nghia rang hanh vi phan nan 14 moét hanh vi ¢ 161 ma ngudi
no6i/ngudi phan nan biéu 16 sy khong hai long hodc bay to cac cam xiic mang tinh
tiéu cuc vé mot sy tinh dugc miéu ta trong ménh dé (proposition) va ngudi
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nghe/ngudi bi phan nan phai chiu trach nhiém mot cach truc tiép hodc gian tiép.
Vi viy, Trosborg (1995) cho rang hanh vi phan nan 1d mot hanh vi mang tinh
ling ma (abusive act) va de doa thé dién (face-threatening act) theo quan diém
cua Brown va Levinson (1987).

Murphy va Neu (1996) cho rang HVNNPN 1a mot chudi hanh vi ngén ngi
(speech act set) bao gdm nhiéu thanh phan ngit nghia (semantic component) khac
nhau. Murphy va Neu (1996) phat hién ra ring chuéi HVNNPN bao gém bén
thanh phan co ban 1 giai thich muc dich, phan nan, bién minh va dua ra giai
phap: 151 yéu cau.

b. Diéu kién tién dé ciia hanh vi ngén ngit phan nan

Theo Olshtain va Weinbach (1987, 1993), trén quan diém ciia nguoi noi,
céc diéu kién ban dau (preconditions) sau ddy can dugc dap img dé¢ HVNNPN
c6 thé dién ra:

- Nguoi noi S mong doi mdt su kién thuén lgi xay ra (mdt cude hen, viée
thuc hién mdt 101 hira, v.v.) hodc mdt su kién bat 1oi bi ngan chan, khong xay ra
(hay bo, thiét hai, xtic pham, v.v.). Vi vay hanh dong A gay ra sy that vong cho
nguoi néi S do khong thé ngan chan hodc that bai khi ngan chan sy kién gy
phién 10ng xay ra.

- Ngudi néi S xem hanh dong A 1a c6 hau qua bét loi cho S. Do d6 hanh
dong A 1a hanh dong xuc pham.

- Ngudi néi S xem ngudi nghe H 13 nguoi chiu trach nhiém vé hanh dong
A.

- Nguodi noi S chon lya bay to su that vong va buc minh bﬁng 161 noi.

C. Phdn loai hanh vi ngén ngit phan nan truc tiép va gidn tiép

Boxer (1993a, 1993d, 2010) dya trén cau trGic va chic ning phan chia
HVNNPN thanh hai loai gdm c6 HVNNPN tryuc tiép va HVNNPN gian tiép.
HVNNPN dugc cho 1a truc tiép khi ngudi bi phan nan bi doi hoi phai chiu trach
nhiém vé mot sai pham hodc bi bit budc phai thue hién mot hanh vi dé thay ddi
hay khac phuc sai pham. Khi ngudi phan nan néi ra hoic ngu y rang nguoi nghe
phai chiu trach nhiém vé sai 1am cta ho thi HVNNPN tryc tiép nay de doa thé
dién duong tinh ctia nguoi nghe. Khi ngudi phan nan néi ra hodc ngu y ring
ngudi nghe phai chiu trach nhiém thuc hién mot hanh vi dé sira chira thi
HVNNPN nay de doa thé dién am tinh cua nguodi nghe. Nguoc lai, HVNNPN
gian tiép thé hién sy khong hai long ciia ngudi néi. Khi thue hién HVNNPN gian
tiép, nguoi néi chi mudn tim kiém su dong tinh hodc mudn duy tri mbi quan hé
x3 hoi tot dep ma khong doi hoi ngudi bi phan nan phai chiu trach nhiém. Vi vay,
HVNNPN gién tiép khong mang tinh de doa thé dién.

Trosborg (1995) cho rang phan nan cé thé duoc thé hién & nhiéu mic do
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truc tiép khac nhau, tir goi ¥ cho dén tir chdi. Mtre do truc tiép cua HVNNPN bi
anh hudng boi cac yéu td sau day: 11 phan nan dugc miéu ta truc tiép hay gian
tiép; su lién quan cua ngudi bi phan nan dugc dién dat twong minh hay ham an
va danh gia tiéu cuc ciia nguoi phan nan vé su viée, hanh vi hodc ban than nguoi
bi phan nan duoc dién dat tuong minh hay ham an.

d. Cdc chién licgc thuwe hién hanh vi ngén ngiv phan nan

C6 nhiéu cach tiép can dé phan loai CL thuc hién HVNNPN, vi du nhu dya
trén céac tiéu chi vé mac do tryc tiép, mirc do de doa thé dién hay ciu tric ngir
nghia (semantic formulas) cia HVNNPN.

Olshtain va Weinbach (1987) dua vao dédc trung ngon nglr (linguistic
features) thé hién murc do de doa thé dién cia HVNNPN chia cac CL thyc hién
HVNNPN thanh niam loai chinh, sip xép theo mirc do nghiém trong tir murc do
thip dén mirc do cao nhu sau:

1) Bé qua phan nan: hoan toan tranh dé cap truc tiép va gian tiép dén sy
kién hodc ngudi nghe.

Vi du: - “Never mind, nothing serious happened.” (tr. 200)

(Dreng lo, khong co gi nghiém trong dau.)

2) Bay 16 su khé chiu hodc khéng hai long: tranh dé cap truc tiép hodc gian
tiép dén méi lién hé cua su kho chiu hodc khong hai 10ng voi sy kién hodc ngudi
nghe nhung am chi rang sy kién d6 hodc ngudi nghe 1a nguyén nhan giy ra su
phién long.

Vi du: - “Is this acceptable behavior?” (tr. 200)

(Hanh vi d6 la chdp nhan dwoc khéng vdy?)

3) Phan nan twong minh: phan nan c6 dé cap dén ngudi nghe hodc hanh vi
hodc ca hai nhung khong c6 dua ra bi¢n phéap trung phat nao.

Vi duy: - “You are always late.” (tr. 200)

(Céc em luén dén tré.)

4) Budc toi va rian de: dé& cap dén hanh vi twong lai va dua ra bién phap
tring phat tiém tang d6i véi nguoi nghe.

Vi du: - “Next time I will let you wait for hours.” (tr. 201)

(Lan sau t6i sé cho em doi hang gio.)

5) De doa tryc tiép: tAn cong thé dién cua ngudi nghe.

Vi du: - Pay the money right now. (tr. 201)

(May tra tién cho tao ngay.)

Duya vao muc do truc tiép, Trosborg (1995) chia cac CL thuc hién
HVNNPN thanh bén loai chinh, trong d6 gdm c6 tam CL cu thé. Cac CL duoc
sap xép theo mirc d tryc tiép ting dan nhu sau:

Loai 1: Trach moc khdng twong minh. Ngudi néi khong dé cap dén sy viée
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dang phan nan nhung ngu ¥ rang ho biét vé sai pham va gian tiép quy trach nhiém
cho nguoi nghe.

Chién lugc 1: N6i bong gi6

Vi du: - “The kitchen was clean and orderly when I left it last.” (tr. 316)

(Nha bép da sach sé va ngdn ndp khi téi roi di.)

Loai 2: Bay t6 su kho chiu hodc khong hai long. Nguoi ndi bay to cam xic
tiéu cuc ciia minh ma khong quy két trach nhiém mot cach rd rang.

- Chién luoc 2: Bay 16 si khé chiu

Vi du: - “Look at these things, all over the place.” (tr. 316)

(Nhin kia, d6 dac c6 & khdp moi noi.)

- Chién luoc 3: Néu hdu quad xdu

Vi du: - “I have got to live in this dump, you know, and it's not very nice
sitting here night after night at home, you know, and just looking round at all the
mess.” (tr. 317)

(Téi phdi song trong cdi chd toi tan nay, ban biét ddy, va khong hé dé chiu
khi ngéi ddy ¢ ngdi nha nay téi nay dén téi khdc, ban biét khong, chi ngoi nhin
may thit bira bén nay.)

Loai 3: Budc téi. Nguoi noi quy két ngudi nghe phai chiu trach nhiém, mot
cach truc tiép hodc gian tiép.

- Chién luoc 4: Budc téi gidn tiép

Vi du: - “Look what | just found in my cupboard, your dirty clothes.” (tr.
317)

(Nhin xem téi vira tim thdy gi trong ti ciia 101, qudn do ban ciia ban.)

- Chién luoc 5: Budc t4i truc tiép

Vi du: - “You don’t even clean up after you when you've been there, you
used to do it, what's up with you now?” (tr. 317)

(Ban khéng don dep gi sau khi xong viéc & do, truée kia ban van lam ma,
sao bdy gio lai nhw thé?)

Loai 4: Trach mdng. Ngudi néi gia dinh rang ngudi bi phan nan c6 16i va
dua ra 101 phan xét, c6 thé 1a trach mang ngdm hodc twong minh vé hanh vi hay
ban than nguoi bi phan nan.

- Chién luoc 6: Trach mdng ngam

Vi du: - “You could have said so, | mean, if you had so much to do.” (tr.
318)

(Néu ban c6 qud nhiéu viéc phai lam, ¥ 10i 1, ban ¢é thé néi ra ma.)

- Chién luoc 7: Trdch mdng twong minh vé hanh vi

Vi du: - “You never clean up after you, I'm sick and tired of it.” (tr. 318)

(Ban khdng bao gio don dep sau khi 1am xong, t6i chdan ngdy chuyén dé

roi.)
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- Chién luoc 8: Trach mang twong minh vé con nguoi

Vi du: - “Mette (swear-word), really, one can never (swear-word) trust you
a damn.” (tr. 319)

(Mette (101 chiri thé), thét sw, nguoi ta chang bao gio (101 chiri thé) cé thé
tin tuong may nita.)

e. Hoi ddp hanh vi ngon ngir phan nan

Do HVNNPN 1a hanh vi ngén ngit de doa thé dién bao gém ca thé dién
duong tinh va am tinh ctia nguoi nghe (Brown & Levinson, 1987) nén khi tiép
nhan 101 phan nan, nguoi nghe doi hoi phai c6 cac hanh vi tiép theo lién quan dén
tinh huéng phan nan nham dé thay d6i mot sy tinh. Theo quan diém ctua Mey
(2001, 2009) vé hanh vi ngit dung, HD HVNNPN ciing mang tinh tién trién dan
dan va mang tinh chat tun ty. Ngoai ra, HD HVNNPN ciing mang tinh cong tac
va hop tac vi dugc tao ra tir nd lyc cuia ngudi bi phan nan va ngudi phan nan
(Culpeper & Haugh, 2014). Theo Laforest (2002), theo sau 10i phan nan c6 thé
la su chép nhan hodc khong chép nhan 156i phan nan, bién ho cho su pham 16i
hodc xin 13i... Vi thé, HVNNPN dugc cho 12 mot chudi hanh vi ngdn ngit phan
nan, bao gém nhiéu thanh phan ngit nghia khac nhau (Murphy & Neu, 1996).
Laforest (2002) phan loai ciu HP cia HVNNPN tryc tiép thanh bén loai chinh
bao gom:

- Chdp nhdn l6i phan nan: bao gdm thira nhan chiu trach nhiém cho hanh
vi bi phan nan, xin 161 vi hanh vi bi phan nan

- Chdp nhdn mét phan 1oi phan nan: bao gdm bién ho cho hanh vi bi phan
nan, khong nhan 16i mot cach nghiém tic

- Tir choi 167 phan nan: bao gdm khong thira nhan hanh vi bi phan nan, d6
16i cho ngudi phan nan, thach thirc ngudi phan nan

- Khong quan tam toi loi phan nan: ngudi bi phan nan im lang hoac gia vo
khong lién quan dén 15i phan nan.

Boxer (1993d) da tim thiy sau loai cdu HD cho HVNNPN gian tiép bao
gom: (1) khdng cé cdu tra 1oi hodc chuyén doi chi dé, (2) dat cau héi, (3) nbi
nguwoc lai, (8) néi dua, (5) khuyén bdo hodc giang giai va (6) dong y, tran an
hodic cam két. Theo Boxer (1993d), trong séu loai cau HP cho HVNNPN gian
tiép thi loai thir sau 1a pho bién nhét, chiém gan phan nira s6 luong cdu HD trong
nghién ctru ciia Boxer (1993d) vi tac gia cho rang loai cau HD nay gip ngudi
tham thoai duy tri dugc mbi quan hé xa hdi hodc thé hién tinh doan két.

1.2.2 Ly thuyét vé lich sw

1.2.2.1 Khdi ni¢m vé lich sw
Lich su 1a mot van dé quan trong trong ngit dung hoc, thu hat sy quan tdm
nghién ctru cua nhiéu hoc gia. Khai niém lich su 1a khai niém phé bién nhung
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mang tinh da dién va kho nam bat vi vi viéc dinh nghia né tiy thudc vao goc do
quan sat (Landone, 2022). Vi thé, lich st c6 nhiéu ¥ nghia khac nhau, tuy thudc
vao quan diém cua timg ngudi. Theo nghia thong thuong, lich sy c6 nghia 1a sir
dung 101 n61 va hanh vi ding chuan muc hoic phu hop vé mat xa hoi (Huang,
2017). Vi 151 n6i va hanh vi c6 lién quan dén cam xtic va mong doi clia nhiing
ngudi dang giao tiép voi nhau nén lich sy doi héi c6 su chu ¥ dén 101 néi va hanh
vi dé qua trinh twong tic dién ra thanh cong.

Trong linh vuc ngit dung hoc, cac nha ngdn ngit dua ra nhiéu dinh nghia
khéc nhau vé lich su. Theo Lakoff (1973, 1975), lich su 1a phuong tién dé giam
thiéu su xung dot trong twong tac xa hoi ciia cac ca nhan. Leech (1980) lai cho
réng lich sy 1a tranh mau thuan, 1a su bu dép nhitng hao ton, thiét thoi do hanh
dong ndi ning cua ngudi ndi gay ra cho ngudi nghe, 13 sy ddm bao can bang xa
héi va tinh than gitra nguoi ndi va ngudi nghe. Brown va Levinson (1987) xem
lich su 1a hé théng cac CL nhim giam thiéu mtrc d6 mat thé dién da hoic s& xay
ra trong qué trinh giao tiép ctia con ngudi. Con Huang (2014) quan niém lich sy
c6 thé 1a bat ky hanh vi nao, du bang 161 hay khong bang 1i, nham duy tri thé
dién cua ban than va cua ddi tac giao tiép.
1.2.2.2 C4c hwéng tiép cin vé Iy thuyét lich sw

Mic du c¢6 nhiéu dinh nghia chi tiét vé lich su, cac ly thuyét vé lich su trong
ngir dung hoc c6 thé duoc phan thanh hai khuynh huéng chinh (Culpeper &
Haugh, 2014). Huéng tiép can tht nhat, trén binh dién vin hoa - xa hoi, xem lich
su 1a chuan tac xa hoi (social norms), va hudng thir hai, theo binh dién ngit dung
hoc, xem lich sy 14 cac CL giao tiép (communicative strategies).

a. Quan diém lich sw theo binh dién vin héa - xi hji

Theo quan diém lich sy nhu chuén tic x3 hoi, lich sy duoc hiéu 1a sy tuan
thu cac quy tc va chuan muc ung xu dugc xa hoi thira nhan. Hanh vi dugc xem
1a lich su khi né phut hgp véi nhitng ky vong va quy wéc sin co trong mot cong
d6ng hodc mot bdi canh vin hoa cu thé. Trén quan diém nay, lich sy ngon ngit 1a
viéc sir dung céac cach dién dat vira phi hop véi ngir canh vira duge nguoi tiép
nhan danh gia 1a tich cuc vé mat xa hoi (Culpeper & Haugh, 2014). Cach tiép
can ndy nhin manh vai tro cta cic quy udc xi hoi trong viéc dinh hinh va danh
gia hanh vi lich su.

b. Quan diém lich sw theo binh dién ngiv dung hoc

Trén quan diém ngir dung, cac 1y thuyét vé lich su nghién ciru cach thic
cac CL giao tiép duoc sir dung dé duy tri hodc thuc diy sy hoa hop xa hoi (Brown
& Levinson, 1987; Leech, 1983) hay noi cach khac hon, ngudi ndi chu dong lya
chon cac phuong tién ngon ngit dé quan 1y cac mbi quan hé lién nhan va giam
thiéu kha nang xung dot. Theo Culpeper & Haugh (2014), quan diém nay 1a nén
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tang cho cac 1y thuyét lich sy kinh dién bao gém 1y thuyét dua trén phuong chim
hoi thoai va Iy thuyét thé dién va c6 anh hudng nhét trong ngit dung hoc.
- Ly thuyét dwa trén phwong chdm hgi thoai

Nhitng ngudi tién phong va tiéu biéu theo cach tiép can nay la Lakoff
(1973) va Leech (1983, 2014). Céc tac gia ndy cho rang lich sy 14 sy tudn thu cac
phuong chiam lich su dé giao tiép hiéu qua va tranh xung dot. Céc tac gia di dua
cac bd phuong cham khac nhau.

Lakoff (1973) dudi quan diém ngit dung hoc dua ra quan diém phuong
cham hoi thoai v4i hai nguyén tic bao gom (1) quy tac hoi thoai Hay ré rang va
(2) quy tac lich sy Hay lich su.

Quy tic lich sy cua Lakoff (1973) gdm c6 ba phuong cham: Phuong chdm
“khong ap dat”, Phuong cham “danh cho nguoi ddi thoai sy lya chon” va Phuong
cham “tao cho nguoi khac cam giac bé ban than thiét”.

Khac véi Lakoff (1973), Leech (1983), dua trén khai niém chi phi (cost) va
loi ich (benefit) giita ngudi néi va ngudi nghe do ngdn tir gy nén, cho rang lich
su 1a giam chi phi t6i mic t6i thiéu va tang loi ich t6i muc téi da. Vi thé, Leech
(1983) dua ra nguyén tac lich su bao gom sau phwong cham: phwong chim té
nhi, phwong cham rong luong, phwong cham tan thuong, phuwong cham khiém
ton, phwong cham dong thudn va phwong chdam thién cam. Sau d6, dé tranh viéc
suy luan va hiéu sai cac phuong cham, Leech (2014) mé rong, bo sung thém bén
phuong chdm thanh muoi phuong cham vi dng van cho rang cic phuong cham
nay 1 cac nhan t6 anh huong dén cac hanh vi giao tiép.

- Ly thuyét thé dién

Ly thuyét lich su dya trén quan diém bao vé thé dién cua Brown va
Levinson (1987) 1a mdt trong nhiing 1y thuyét c6 anh huong nhét trong nghién
ctru ngit dung hoc (Culpeper & Haugh, 2014; Huang, 2014). Theo hudng tiép
can cua Brown va Levinson (1987) thi lich su dugc cho la tranh xung dot va gitr
gin thé dién. Ly thuyét ndy bao gdm céc thanh phan cé méi lién hé chit ché véi
nhau bao gdm: khai niém thé dién (face), hanh vi de doa thé dién, cac bién té xai
hoi anh huong dén su de doa thé dién va nam chién luoc ngit dung

Khai niém thé dién trong 1y thuyét nay dugc Brown va Levinson (1987)
phat trién dua trén khai niém vé thé dién cia Goffman (1967). Khai niém thé
dién cuia Goffman (1967) tap trung vao khia canh cong chung trong khi Brown
va Levinson (1987) thi nhan manh yéu t6 ca nhan. Brown va Levinson (1987)
dinh nghia thé dién 12 hinh anh cuia ban than truéc cong chiing ma mdi thanh vién
mudn minh c¢6 duge.

- Thé dién 4m tinh va thé dién dwong tinh:

Theo Brown va Levinson (1987), thé dién gdm thé dién 4m tinh va thé dién
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duong tinh. Thé dién am tinh duoc dinh nghia 1a nhu cau duge doc 1ap, tu do
trong hanh dong, khong bi ngudi khac ap dit (Yule, 1996). Thé dién dwong tinh
14 nhu ciu duogc chép nhan, tham chi dugc yéu thich bdi nguoi khac, dugc dbi
xUr nhu 1a thanh vién cia cung mot nhoém xa hoi va nhu cau duoc biét réng mong
mudn ctia minh ciing duoc ngudi khac chia sé (Yule, 1996). Dua vao khai niém
thé dién, Brown va Levinson (1987) nhan dién bon kiéu thé dién: thé dién duong
tinh ctia ngudi noi; thé dién 4m tinh cua ngudi néi; thé dién duong tinh cua ngudi
nghe; thé dién am tinh ctia nguoi nghe.

- Hanh vi de doa thé dién (face-threatening act):

Brown va Levinson (1987) cho rang trong qué trinh tuong tac xa hoi, luén
¢6 nhitng hanh vi tiém 4n nguy co de doa thé dién cta nguoi ndi hodc/va ngudi
nghe. Nhitng hanh vi ndy dugc goi 1a hanh vi de doa thé dién (face-threatening
act, viét tit 1a FTA). Vi vdy, khi tvong tac xa hoi, mdi nguoi déu mudn bao vé
thé dién va vi thé déu mudbn giam muc do de doa thé dién dén muc thép nhét. Do
do, cac CL lich sy dugc st dung nhdm muc dich hd tro hodc nang cao mat thé
dién duong tinh va tranh vi pham quyén tu do hanh dong va tranh khoi sy ap dat
cua nguoi nghe (Watts, 2003).

- Mt s6 phé binh vé 1y thuyét lich su ciia Brown va Levinson (1987)

Mic du 1y thuyét lich su ctia Brown va Levinson (1987) ¢6 anh huong sau
rong dén cac nghién ciru trong ngir dung hoc vi da cung cip mot khung 1y thuyét
va khung mo ta tong quat, c6 gia trj cho cic nghién ctru vé lich su nhung 1y thuyét
nay van vap phai nhiéu phé binh vé tinh phd quét ctia né (Culpeper & Haugh,
2014). Ly thuyét nay duoc dua trén vin hoa cia cac nudc phuong Tay (Eelen,
2001; Huang, 2014, 2017) nén gip kho khan khi ap dung cho cac nén vin hoa &
chau A (Kadar va Mills, 2011). Ngoai ra, 1y thuyét nay qué tap trung vao chi y
va CL cua nguoi néi, bo qua vai tro danh gia va dién giai cia nguoi nghe vé sy
lich sy (Eelen, 2001).

Mic du c6 nhirng han ché nhu trén, Iy thuyét ciia Brown va Levinson (1987)
van duoc xem 13 nén tang cdt 16 trong cac nghién clru vé cac CL lich su. Viéc
néu ra nhitng phé phan vé 1y thuyét niy nham dé nhan biét nhitng han ché va tim
cach bd sung ly thuyét cho phu hop v&1 nhiém vy nghién ctru ctia luan an. Vi vay,
luan 4n sir dung 1y thuyét ciia Brown va Levinson (1987) 1am co sé 1y thuyét
chinh do tinh hiéu qua, gia tri va pht hop vdi muc tiéu nghién ciru cua luén an,
dong thoi dé giai quyét cac han ché, luan an con bd sung va dbi chiéu véi cac 1y
thuyét khac nhu Ly thuyét quan 1y mdi quan hé cia Spencer-Oatey & KAadar
(2021), cac chiéu vin héa ctiia Hofstede va cong su (2010) va cac dic diém vian
hoa giao tiép dic trung ctia ngudi Viét Nam theo Tran Ngoc Thém (1999), Pham
Thi Hong Nhung (2008); va ctia ngudi My theo Hall (1989). Cach tiép can nay
cho phép luan an c6 mot phan tich da chiéu va nhitng thao luan phu hop voi van
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hoa vé viéc lya chon cac CL cua nguoi Viét Nam va nguoi My.
C. Mo rgng cdch tiép cdn vé lich sw

- Tiép cén dién ngon vé lich sw

Tiép can dién ngdn vé lich su cua Watts (2003) dua trén quan diém phé
phan cac 1y thuyét lich su ctia Brown va Levinson (1987). Watts (2003) cho rang
lich su khong phai 1 diéu vdn c6 trong cac hinh thirc ngdn ngir ma 1a mot phan
doan dua trén nglr canh. Watts (2003) cling “phan biét cai goi l1a hanh vi than
trong (politic), tirc 1 lich su bi ché dinh vé xa hoi va lich sy chién luoc, & do
ngudi noi vuot xa nhitng gi dugc yéu cau” (Nguyén Thién Giap, 2022, tr. 216).
Watts (2003) ciing cho rang lich sy c6 thé thay do6i tiy theo canh hudng va thé
nao 13 lich su hay bat lich sir 12 do nhén thtc ctia nhitng ngudi twong tac.

- Ly thuyét quén 1y méi quan h¢

Khung ly thuyét Quan Iy mbi quan hé (rapport management) ciia Spencer-
Oatey va Kadar (2021) cung cidp mot mo hinh toan dién dé phan tich cach quan
ly mbi quan hé va su hoa hop trong giao tiép, dic biét 1a giao tiép lién vin hoa
(Landone, 2022). Theo Spencer-Oatey va Kadar (2021), viéc quan 1y mdi quan
hé phu thudc vao céch cac cd nhan quan ly hai khia canh co ban trong tuong tac:
thé dién va quyén/nghia vu xa hoi (sociality rights and obligations).

Thé dién trong khung 1y thuyét ndy gin lién v6i ban sic va cc gia tri ca
nhan. Thé dién bao gom hai loai: thé dién chat lugng (quality face) lién quan dén
pham chat, nang lyc, ngoai hinh va thé dién cin cude xa hoi (social identity face)
lién quan dén vai tro, tu cach thanh vién nhom. Viéc quan 1y thé dién 13 nhitng
nd lyc nham khéng dinh, duy tri, bdo v¢ hodc nang cao cac khia canh thé dién
cho ban than va ddi tic. Spencer-Oatey va Kadar (2021) con cho rang su hoa hop
trong quan hé con vao phu thudc vao viéc cac bén tham gia c6 cam théy cac
quyén loi chinh dang ctia minh duoc ton trong va cac nghia vu twong tng duoc
thuc hién hay khong.

Viéc quan Iy cac mdi quan hé phu thudc vao nhiéu yéu td, bao gom cac bién
t6 xa hoi nhu quyén luyc xa hoi (P) va khoang cach xa hoi (D), va dic biét 1a cac
chuan muc va gié tri van hoa.

1.2.2.3 Chién lwoc ngiv dung va chién lwgc lich sw

Trén quan diém ngit dung, CL ngit dung 14 thuat ngit chi cach thirc ngudi
n6i chu dong lya chon cac phuong tién ngdn ngir dé dat duge muc tiéu giao tiép
(Culpeper & Haugh, 2014). Muc tiéu cta viéc st dung cac CL 1a nhim duy tri
hoic thuc ddy sy hoa hop x3 hoi (Leech, 1983).

Duya trén khai niém vé thé dién va hanh vi de doa thé dién, Brown va
Levinson (1987) cho rang trong bdi canh 1y thuyét lich sy, CL lich sy tap trung
vao viéc quan 1y cac mdi quan hé 1ién nhan va giam thiéu kha ning xung dot hoic
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cac moi de doa thé dién.

Tuong ty nhu vdy, Nguyén Thién Giap (2004, tr. 107) dinh nghia “chién
lwgc giao tiép 1a cac phuong chdm va cac bién phéap sir dung cac hanh vi ngén
ngir trong giao tiép nham giit thé dién va tranh de doa thé dién”.

Brown va Levinson (1987) dua ra nim siéu CL, nham dé tranh de doa thé
dién hoan toan hodc 13 it nhat cling giam thiéu de doa thé dién. Cac CL dugc Sép
xép theo mirc d6 gian tiép ting dan (theo mirc d lich su ting dan).

Chién lugc 1: Hanh déng truc tiép, khéng giam nhe

Chién luoc 2: Lich sw dwong tinh

Chién lugc 3: Lich sw dém tinh

Chién lugc 4: Hanh déng béng gié

Chién lugc 5: Khéng thue hién hanh vi de doa thé dién

Brown va Levinson (1987) con dua ra cac tiéu CL, thudc hai loai: CL lich
su duong tinh va CL lich sy am tinh. CL lich sy duong tinh bao gém cac tieu CL
tap trung vao viéc thé hién su gan giii va quan tim nham tim kiém su dong thuan
hodc tranh bét déng (Brown & Levinson, 1987). Chién luoc lich sy 4m tinh duoc
str dung dé giam nhe bang cach 1am cho 10i néi gian tiép hon hodc thé hién sy
nhun nhuong (Brown & Levinson, 1987).

1.2.2.4 Cdc yéu té dnh hwéng dén viéc lica chon chién lwoc

Brown va Levinson (1987) cho rang cac hanh vi ngdn ngit c6 thé de doa
thé dién cua nguoi né1 hodc nguoi nghe va mic d§ nghi€ém trong ctia sy de doa
thé dién (weightiness of FTA) duoc xac dinh boi ba yéu té chinh: quyén luc xa
hoi (P), khoang cach xa hoi (D), va mirc do ap dit cta hanh vi (R). Ba bién té x4
hoi nay chi phdi truc tiép viéc chon lya CL lich sy trong qué trinh giao tiép. Theo
Brown va Levinson (1987), ba bién t6 nay duoc xem 14 cac tham sb doc lap, duoc
cong gdp lai dé tinh ra téng muc do nguy co de doa thé dién, tir d6 dan dén viéc
lga chon mot trong nam siéu CL lich su.

- Quyén lwe phan anh mbi quan hé bat d6i xang vé vi thé hoic kha ning
kiém soat gifta nguoi noi (S) va ngudi nghe (H). Theo Brown va Levinson (1987,
tr. 77), quyén lyc bat ngudn tir hai ngudn chinh: “su chi phdi vé vat chat” va “sy
chi phéi siéu hinh”. Su chi phéi vé vat chat gém su kiém soat vé kinh té hodc strc
manh vé thé chit. Su chi phdi siéu hinh 1a quyén luc v6 hinh; d6 1a kha ning ap
dat y muén dya trén niém tin hodc su déng thuan ctua nguoi khac. Brown va
Levinson (1987) cho rang quyén lyc ctia mot c4 nhan 14 sy két hop hoic sy chong
chéo ciia ca hai ngudn trén.

- Khoang cach xi hdi 1a mirc d6 than mat hodc quen biét giita ngudi noi
(S) va nguoi nghe (H). Theo Brown va Levinson (1987), khoang cach xa hoi 1a
moi quan hé xa hoi c¢6 tinh d6i xtng gitta ngudi néi (S) va ngudi nghe (H). Trong
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nhiéu truong hop, khoang cach xa hoi duoc danh gia dya trén tin suat tuong tac
trong cac mbi quan hé hodc sy trao ddi vat chét hoac phi vat chét (bao gff)m ca
thé dién). Vi duy, khoang cach xa hdi nhé cho théy mot mdi quan hé than thiét,
dugc xdy dung qua thoi gian v6i nhiéu 1an twong tac va chia sé, nhuw mdi quan hé
gifta ban be than hay cha me va con cai. Nguoc lai, mbi quan hé v&1 mot nguoi
la hodc mot ngudi mdi quen phan anh khoang cach xa hoi 1on.

- Mire d ap diit duoc dinh nghia 13 sy xép hang vé mirc d6 ap dit ciia mot
hanh vi ddi vai nguoi nghe (Brown & Levinson, 1987). Muc do ap dat nay dugc
danh gia dya vao hanh vi de doa thé dién am tinh va duong tinh. Theo Brown va
Levinson (1987), muc do ap dat (R) 1a mot bién t6 phirc tap va linh hoat nhét,
phu thudc vio tiimg nén vin hoa va tinh hudng cu thé.

Bién td gidi tinh ciing duoc cho 13 ¢6 anh huong dén hanh vi ngdn ngit &
nhiéu binh dién (Holmes & Wilson, 2022) nhung bién t gi6i tinh duoc loai trir
khoi pham vi nghién ciru cua ludn an vi con ton tai nhitng tranh ci trong hoc
thuat lién quan bién t6 nay (Holmes & Wilson, 2022).

Trong pham vi luan 4n nay, mbi lién hé giira hai bién t6 khoang cach x4 hoi
va quyén luc xa hd1 voi viée lua chon CL thuc hién va HD HVNNPN duoc xem
Xét Vi tinh phd quat va mirc do anh hudng manh mé ciia hai bién t6 xa hoi nay
dén viéc Iya chon chién lugc lich sy, dic biét 1a d6i voi cac hanh vi de doa thé
dién nhu phan nan (Brown va Levinson, 1987; Trosborg, 1995).

1.2.3 Giao tiép va lich sw trong vin héa Viét Nam va My

1.2.3.1 Pdc diém giao tiép va lich sw trong vin héa Viét Nam

Vin hoéa giao tiép ctia ngudi Viét Nam dugc cho rang hinh thanh tir nhiing
dic diém dac trung cua nén vin héa dan toc Viét Nam, vi su téng hoa cua tu
duy truyén thong ctia vin hoa ndéng nghiép lua nudc véi sy tiép nhan cac gia tri
ciia Nho gido va Phat gido ciing voi mot phan anh hudéng cua vin hoa Phuong
Tay (Tran Ngoc Thém, 1996, 1999).

Mot ddc diém ndi bat trong cach thire giao tiép ctia ngudi Viét Nam 1a tinh
té nhi va ¥ tir bi vi nguoi Viét Nam song trong mot nén vin héa nong nghiép
laa nude véi tinh cong dong rat cao (Nguyén Thién Giap, 2004, 2022; Nguyén
Vién Huyén, 2020; Tran Ngoc Thém, 1996, 1999). Hofstede va cong su (2010,
tr. 97) ciing cho ring Viét Nam véi chi s6 ca nhan thap (20/100) 1a mot quéc gia
c6 chil nghia tap thé cao. Vi thé, trong giao tiép nguoi Viét Nam thuong “vong
vo tam qubc” ma khong di thang vao van dé (Nguyén Thién Giap, 2022; Tran
Ngoc Thém, 1999). Dic diém giao tiép vong vo nay ctia ngudi Viét Nam thé hién
tinh gian tiép trong van hoa tip thé theo quan diém cua Hofstede va cong su
(2010). Ngudi Viét Nam c6 xu hudng dung 161 chao héi gian tiép dé bat dau cau
chuyén dé tao khong khi thodi mai. Bén canh do, nguoi Viét Nam ciling lya chon
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cach xung hé phi véi tudi tac hay dia vi ciia ddi tuong giao tiép dé dinh hinh mbi
quan hé (Tran Ngoc Thém, 1996, 1999). Trong giao tiép ciia nguodi Viét Nam,
viéc Iya chon tir xung ho phu hop 1a rat quan trong dé thé hién sy kinh trong va
vi tri ctia m&i ngudi trong mdi quan hé xa hoi. Piéu nay phan anh viéc dé cao thu
bac va quan h¢ gia dinh trong xa ho1 Viét Nam.

Trong vin héa Viét Nam, lich sy trong giao tiép c6 thé dugc hiéu nhu 12
lich sw, lich lam, lich thiép, thanh lich, 1é phép, 1é dé... (Vi Thi Thanh Huong,
1997; Pham Thi Hong Nhung, 2008). Quan diém vé lich su trong vin hoa Viét
Nam duogc cho rang c6 ngudn gde tir chit Lé trong Nho Giéo (Chew, 2011; Vii
Thi Thanh Huong, 1997; Pham Thi Hong Nhung, 2008). Pic diém giao tiép y tir
va té nhi ctia ngudi Viét Nam c6 thé 1a do anh hudng tir chit Khiém trong Nho
gido v6i y nghia 1 khiém tén, khiém nhuong (Pham Thi Hong Nhung, 2008). Vi
thé, trong giao tiép, ngudi Viét Nam thuong dung cac biéu thirc mang tinh khiém
t6n khi néi vé ban than. Diéu nay thuong thdy khi nguoi Viét Nam tiép nhan 10
khen hoic khi ting qua cho ngudi khac. Nguoi Viét Nam thudng tir chbi hodc
tranh 101 khen ngoi khi nguoi khac khen minh (Vii Thi Thanh Huong, 1997;
Pham Thi Hong Nhung, 2008) va khi ting qua thi ¢6 xu huéng noéi giam gia tri
moén qua, vi du nhu thuong st dung cac cum tir nhu chut qua mon (Pham Thi
Hong Nhung, 2008).

Theo Nguyén Thién Gidp (2022) va Tran Ngoc Thém (1999), ngudi Viét
Nam con c6 cach giao tiép vong vo, thé hién phuong cham “di hoa vi quy”’, nhim
tao ra su hoa d@)ng va tranh 1am ton hai dén thé dién. O Viét Nam, thé dién cua
c4 nhan va gia dinh duoc ludn duoc coi trong (Tran Ngoc Thém, 1999) va chinh
vi thé, thé dién c6 anh hudng 16n dén hanh vi giao tiép ctia nguoi Viét (Pham Thi
Hoéng Nhung, 2007, 2008). Trong giao tiép ngudi Viét Nam cam thiy bi “mat
mit”, thé dién bi tén thuong khi khong dugc cu xur theo cac chuan muc x3 hoi
phtt hop véi dia vi, tudi tac va tiéng tim ctia minh trong xa hoi (Pham Thi Hong
Nhung, 2008). Pic diém giao tiép nay cua ngudi Viét Nam duoc cho 1a anh
hudng tir Nho Gido (Pham Thi Hong Nhung, 2008; Tran Ngoc Thém, 1999).

Ngoai ra, ngudi Viét Nam c6 “tam 1y wa hoa thuan” trong giao tiép, thé hién
qua cau noi “Mot sy nhin la chin sy lanh.” (Trén Ngoc Thém, 1999). Vi thé trong
giao tiép, nguoi Viét Nam ¢ xu hudng “nhudng nhin” nham tranh giy ra xung
dot va duy tri sy hai hoa trong cac mébi quan hé. Diéu nay thé hién sy anh hudng
no6i bat ciia Phat gido véi gido 1y tir bi (Tran Ngoc Thém, 1999).

Trong giao tiép ctia ngudi Viét Nam, nu cudi ciing cd vai trd quan trong
nhu mot cach dé tranh phai dwa ra mot quyét dinh hay cach giai quyét van dé va
dong thoi nu cuoi con 13 mot cach dé duy tri sy hoa thuan, thuong xuét hién ca
trong nhimng lic it duge mong doi nhat (Tran Ngoc Thém, 1999).

Véi sy anh hudng cua vin hoa Phuong Ty, dic diém giao tiép ciia ngudi
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Viét Nam c6 nhitng thay doi vé tu duy va st dung ngdn ngit khi tiép. Trong giao
tiép cua ngudi Viét Nam, “y thirc vé vai trd con ngudi ¢4 nhan duoc ning cao
dan b6 sung cho ¥ thirc cong dong truyén thong” (Tran Ngoc Thém, 1999, tr. 48).
Vi thé, trong giao tiép, nguoi Viét Nam dan din c6 xu hudng thé hién quan diém
va mong mudn cua ca nhan mot cach rd rang va truc tiép hon, bo sung vao xu
huéng giao tiép truyén théng mang tinh tip thé va vu tién su hoa hop.
1.2.3.2 Diic diém giao tiép va lich sw trong vin héa My
Nudc My dugce cho 1a mot xa hoi da dang vé vin hoa va sic toc (Stewart,
& Bennett, 1991). Mic du vay, van héa giao tiép ciia nguoi My van c6 nhitng
dic diém vin hoa cdt 161, gitip dinh hinh cdc mo hinh giao tiép ddc trung cua ho.
Céc nha nghién ciru Hall (1989) va Hofstede va cong sy (2010) da xac dinh rang
van hoa giao tiép clia nguoi My c6 nhitng dic trung cia giao tiép ngit canh thap
va chi nghia ca nhan cao. Pic biét 1 trong giao tiép, ngudi My c6 xu hudng
truyén dat thong diép mot cach truc tiép va tap trung vao viéc giai quyét van dé
dé dat dugc hiéu qua (Samovar va cdng su, 2017; Stewart & Bennett, 1991).
Trude tién, vin hoa cia nudec My duoc cho rang 13 mot nén vin hoa ngir
canh thap (Hall, 1989). Trong vin hoa giao tiép ngir canh thap, “phan 16n thong
tin dugc ma hdéa mot cach rod rang va tudng minh trong chinh 161 n6i” (Hall, 1989,
tr. 91). Vi thé, trong giao tiép ctia ngudi MY, viéc truyén tai thong tin mot cach
r0 rang va tuong minh ludn duogc dé cao (Hall, 1989; Hofstede va cong su, 2010;
Stewart & Bennett, 1991). Vi ddc trung van hoa giao tiép ngit canh thap, nguoi
M¥ ¢6 xu hudéng sir dung ngon ngit dé dién dat suy nghi cia minh mét cach truc
tiép, ranh mach va chinh xac, khong can giai thich nhiéu hozc suy luan tir phia
nguoi nghe dé tranh hiéu 1am (Hofstede va cong sy, 2010; Samovar va cong su,
2017). Ngudi My ciing xem trong viéc c6 thé “ndi 1én suy nghi ctia minh”
(Samovar va cong su, 2017, tr. 222). Cu thé, trong giao tiép nguoi My thich noi
ra béng 101 ndi va xem sy im lang 1a bat thuong (Samovar va cong sy, 2017).
Bén canh d6, Hall (1989) va Hofstede va cong sur (2010) déu c6 chung nhan
dinh rang van hoa cua nudc My ciing 1a mot nén vin héa dé cao chu nghia ca
nhan. That vay, theo Hofstede va cong su (2010) chi s6 chu nghia c4 nhan cua
vin hoa My rit cao (91/100). Diéu nay c6 nghia ring van héa My dit ning gia
tri c4 nhan. Trong giao tiép, ngudi My ¢6 xu huéng ning cao gia tri ban than va
bao v¢ loi ich ca nhan (Samovar va cong sy, 2017; Stewart & Bennett, 1991).
Bén canh d6, chu nghia ca nhan ciing gan lién véi su truc tiép va thang than
trong vin hoa My. Viéc uvu tién su truc tiép va thang than 1a mot dic diém ndi
bat trong giao tiép ctia ngudi My (Samovar va cong sy, 2017; Stewart va Bennett,
1991). Ho ¢6 gang tranh su mo hd va di thang vao van dé vi ho cho rang trong
giao tiép, sw vong vo hoic gian tiép thuong bi cho 1a khong dang tin cdy hodc gia
dbi. Vi thé, khi dap lai mot cau hoi truc tiép, ho thuong tra 101 1a “c6” hodc
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“khong” mot cach 1o rang (Samovar va cong su, 2017).

Samovar va cong su (2017) con nhan dinh ring trong cc tinh hudng twong
tac xa hoi, ngudlt My c6 xu hudng tap trung vao vi¢c xac dinh, phan tich va giai
quyét van dé mot cach hiéu qua. Do dé, cac giai phap va nhiém vu cu thé thudong
duogc wu tién dua ra ban bac khi giai quyét van dé trong giao tiép. Cach tiép can
nay ctia ngudi My thé hién tinh thuc dung va dinh hudéng két qua.

1.2.4 Khung 1y thuyét

Co so 1y thuyét ciia luan an da duoc trinh bay véi cac 1y thuyét nén tang
bao gébm Ly thuyét vé hanh vi ngdn ngit va Ly thuyét vé lich sy. Khung Iy thuyét
ap dung trong luan an nay dugc xay dyng trén co sd tong hop céac 1y thuyét nén
tang nham phan tich va d6i chiéu cac CL thuc hién va HD HVNNPN cua ngudi
Viét Nam va nguoi My. Dong thoi, luan 4n tich hop cac chiéu van héa cua
Hofstede va cong su (2010) cung cac dic trung vin hoa giao tiép ctua nguoi Viét
Nam (Pham Thi Hong Nhung, 2008; Tran Ngoc Thém, 1996, 1999) va ciia nguoi
My (Hall, 1989) dé cung cip nén tang cho viéc dién giai va thao luan nhiing
tuong dong va khac biét trong xu hudng lya chon CL thuc hién va HD HVNNPN
va mbi quan hé véi cac bién t6 khoang cach xa hoi va quyén luc xa hoi. Khung
1y thuyét nay dinh huéng cho viéc phéan tich dinh luong va dinh tinh trong
Chuong 1T va Chuong IV. Khung 1y thuyét 4p dung cho luan an duoc tom tat
trong Bang 1.1.
Bang 1.1
Khung Iy thuyét ap dung trong ludn dn

Tén Iy thuyét Tac gia Ap dung trong luin 4n

Ly thuyét vé hanh ~ Austin (1962); Searle Cung cip nén tang phan loai HVNNPN

vi ngén nglt (1979)

Ly thuyét vé hanh  Mey (2001, 2009) Tiép can HVNNPN va HD HVNNPN

vi ngilt dung dudi goéc do hanh vi bi quy dinh boi y
dinh, muyc ti€u cia ngudi noi va sy dién
giai cua nguoi nghe.

Ly thuyét vé lich ~ Brown va Levinson  Dinh nghia thé dién am tinh va duong

su (1987) tinh 1am co s& phan tich hanh vi de doa

thé dién trong HVNNPN va HD
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HVNNPN.
Xac dinh Quyén lyc va Khoang cach x&
hoi 14 cac bién td doc 1ap, chi phdi mirc
do de doa thé dién va viéc lya chon CL.
Céc chidu vin hoa Hofstede va cong sy Phan tich cac dic trung van hoa:
(2010) Khoéang cach Quyén lyc va Chu nghia

tap thé cao vs Chil nghia c& nhan.

Dic diém giao Tran Ngoc Thém Cung cap khung quy chiéu vé tinh té

tiép ctia nguoi (1996, 1999); Pham  nhi, y tr, di hoa vi quy va ton ti trat tu

Viét Nam Thi Hong Nhung cua nguoi Viét, ly giai xu hudng uu tién
(2008) hoa hop xa hdi.

Dic diém giao Hall (1989) Cung cip quan diém vé giao tiép ngir

tiép ctia nguoi My canh thp va chi nghia ca nhan cao

1.3 Tong quan van deé nghién ciru

1.3.1 Céc nghién ciru truée dy trén thé giéi

HVNNPN 14 hanh vi ma ngudi néi (ngudi phan nan) thé hién su khong hai
1ong va cam xuc tiéu cuc ctia minh dbi vi mot tinh hudng hodc hanh dong ma
ngudi noi cho rang ngudi nghe (nguoi bi phan nan) phai chiu trach nhiém, du
tryc tiép hay gian tiép (Olshtain va Weinbach, 1993; Trosborg, 1995). HYNNPN
bao gdom HVNNPN tryc tiép va HVNNPN gian tiép (Boxer, 1993c). Trong khi
HVNNPN tryc tiép 1a hanh vi gdy mat thé dién (face-threatening acts) ctia nguoi
nghe (Trosborg, 1995; Murphy & Neu, 1996; Boxer, 2010) va mang yéu t6 bat
lich sy (Trosborg, 1995; Boxer, 2010) thi HYNNPN gian tiép 13 hanh vi ngon
ngit ma ngudi ndéi mudn trat gian hoic tim kiém sy dong thuan (Boxer, 2010).
Con HDb HVNNPN la cach ma ngudi nghe phan tng trude nhitng 161 phan nan
tir ngudi khac (Boxer, 1993¢); va Laforest (2002) dd nghién ctru va tim ra bén
loai CL dung dé HD lai 161 phan nan, bao gdm chap nhan 16i phan nan, chi chéap
nhan mot phan 161 phan nan, tir chdi 161 phan nan va khdng quan tam 16i phan
nan.

Trén thé gi6i, c6 nhiéu cong trinh nghién ctru khac nhau vé HVNNPN va
HP. Cac hoc gia st dung nhiéu phuong phap va cong cu nghién ciru khac nhau
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nhu bang ciu hoi, dong vai, phiéu hoan thanh dién ngon (DCT), dit liéu ty nhién
hodc phan tich kho dir liéu dé nghién ctru nhiéu binh dién khac nhau cua
HVNNPN va HD. Mot s6 hoc gia tip trung nghién ciru HYNNPN trong bdi canh
hanh vi ngén ngit nay duoc sir dung trong mot ngdn ngir hodc trong mot nén van
hoa cu thé nao d6, vi du nhu trong tiéng Do Thai (Olshtain va Weinbach, 1987),
trong tiéng Phap (Laforest, 2002), hay trong mot nén van hoa cu thé nao d6 vi du
trong nén vin hoa cua ngudi Thai (Thongtong, 2022) hay ciia ngudi voi Ma-roc
(Laabidi & Bousfiha, 2020). Trong mdt sé nghién ctru khac, HYNNPN duoc
nghién ctru dudi quan diém lién ngon ngit hay lién van hoa, ¢6 so sanh dbi chiéu
HVNNPN trong tiéng Anh hodc trong nén vin hoa cac nudc noi tiéng Anh véi
cac thir tiéng khac hodc trong nén van héa ban x{ cia nguoi hoc tiéng Anh vi du
nhu véi Trung Quéc (Chen va cong su, 2011; Yang, 2016; Yuan, 2011; Zhang,
2001), voi Thd Nhi Ky (Bikmen, 2015; Deveci, 2003; Onalan & Cakir, 2018),
vo1 Ma Lai (Farnia va cong su, 2010), véi Nhat Ban (Ellwood, 2008; Sato, 2010;
Brenish, 2013), voi Nga (Gallaher, 2014) va vi Ma-roc (Ezzaoua, 2020). Céc
nghién ctru duoc dé cap o trén dua ra nhiéu két luan véi nhidu phat hién hitu ich
trén nhiéu phuong dién cia HVNNPN, ma trong d6 quan trong nhat 1 ¢6 nhiéu
phat hi¢n maoi vé cac CL thuc hién va HD HVNNPN dugc sir dung trong cac
ngdn ngir va nén vin hoéa khac nhau. Pic biét, mot s nghién ctru tiéu biéu xem
x€t sy anh hudng cua cac yéu t6 x3 hoi, nglr canh nhu gidi tinh, tudi tac, dia vi
xa hoi, khoang cach xa hdi, quyén luc... 1én su lua chon CL thuc hién va HD
HVNNPN.

1.3.1.1 Cac nghién ciru don ngiv

La mot trong nhitng nguoi di tién phong nghién ciru vé HVNNPN trén thé
gidi, Olshtain va Weinbach (1987) nghién ctru vé cac ciu trac ngit nghia
(semantic formulas) hodc CL tao thanh chudi hanh vi ngdn ngir niy trong tiéng
Do Thai va céc tac gia cling dong thdi xem xét cac yéu td xa hoi anh huéng dén
su lwa chon cac CL ndy. Trong nghién ctru ndy, DCT dugc st dung dé lay dir
lidu tir hai nhom sinh gdm c6 35 sinh vién nguoi Do Thai ban ngir va 35 sinh
vién ngudi nude ngoai hoc tiéng Do Théi. Két qua ciia nghién ctru ndy chi ra rang
chudi HYNNPN trong tiéng Do Théi bao gdm nam CL thuc hién HVNNPN dugc
v6i cac mirc d6 nghiém trong khac nhau. Ngoai ra, két qua nghién ciru ciing chi
ra rang yéu t6 khoang cach va quyén lyc c6 anh huéng manh hon céc yéu t6 khac
dén viéc chon lua cac CL thuc hién HVNNPN. Cu thé, dia vi x4 hoi cta nguoi
nghe c6 sy anh hudng dén su lya chon CL thuc hién HVNNPN cua nguoi noi.
Trong tinh hudng ngudi noi ¢ dia vi va quyén thap hon ngudi nghe thi cac CL
thue hién HVNNPN c¢6 muc do it nghiém trong nhu b6 qua loi phan nan va bay
16 khéng hai 10ng dugc sir dung phd bién nhat. Nguoc lai, khi nguoi ndi co dia
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vi cao hon nguoi nghe thi ho cé xu hudéng sir dung cac CL c6 muc dd nghiém
trong cao hon nhu phan nan va ran de.

Trong tiéng Phap, Laforest (2002) nghién ctru vé chudi HVNNPN va 1oi
HPD trong cac cudc trd chuyén hang ngay giita nhitng ngudi quen biét, c6 mbi
quan hé gia dinh than mat va c6 cung vai vé. Nghién ctru ndy phén tich cac cudc
trd chuyén gitra nim cdp thanh vién trong gia dinh noi tiéng Phap (tir 21 dén 50
tu6i) sdng tai Montréal, Canada. Qua phan tich ngit liéu cta cac cudc ndi chuyén
dugc ghi Am trong céc gia dinh nay, Laforest (2002) nhan thiy rang hanh vi phan
nan vé sy khong hai long dugc thé hién bang nhiéu cach thire khic nhau va co
lién quan dén murc d6 than thiét ciia mbi quan hé giita nhitng ngudi tham gia hoi
thoai. Trong nhiéu truong hop, cac 10i phan nan thuong dugc thyc hién ma khong
c6 cac CL lich su thudng thay trong cac hanh vi de doa thé dién nhu rao dén, noi
giam néi tranh hodc xin 16i. Theo két qua phan tich ctia nghién ctru ndy thi chudi
HVNNPN phé bién nhét 1a dé cdp dén hanh vi gdy khé chiu (mentioning the
offensive act) va tiép theo sau 12 hanh vi chi trich tiéu cwc déi véi nguoi nghe
(adverse criticism of the hearer).

Bén canh d6, nghién ctru nay ciing chi ra rang nhitng 16i HD lai hanh vi
phan nan chil yéu mang tinh phong thi1 va bac bo, hon 1a hop tac va hd trg. Ngudi
bi phan nan thuong phu nhan, thach thirc hoac phan cong lai 161 phan nan thay vi
chép nhan, xin 16i hoic dua ra giai phap. That vay, theo két qua théng ke, loai
CL HP lai 161 phan nan duoc ngudi bi phan nan sir dung phd bién nhat 1a CL #ir
chéi 1oi phan nan, tiép theo sau 13 hai loai CL: chdp nhdn mét phan 1oi phan nan
Va khéng quan tam dén 107 phan nan. CL chdp nhdn hoan toan 16i phan nan hau
nhu khong dugce ngudi bi phan nan sir dung dén. Trong cac tinh hudng ma co
nhiéu 101 phan nan xuat hién tap trung chi trong thoi gian ngan thi nhitng ngudi
tham thoai st dung nhiéu CL khéac nhau dé tranh dan dén tranh cii, vi du nhu
ngudi phan nan chon cach néi mia mai dé lam giam muirc d6 nghiém trong hoic
ngudi bi phan nan chon cach néi hai hude hodc phdt 1 161 phan nan. Cudi ciing,
ngudi phan nan thuong tranh phan nan dén 1an tht ba dé khong tao ra tinh trang
xung dot hay gay tranh cii. Diéu ndy cho thiy rang su phan khang va xung dot
c6 thé ndy sinh tir viéc phan nan, ngay cé giita nhimg ngudi than thiét.

Khac véi Forest (2002), Thongtong (2022) chi nghién ctru su khac nhau
giita gidi tinh nam va nir trong viéc sir dung CL dé HD 16i phan nan trong email
thuong mai ciia ngudi Thai hoc tiéng Anh nhu mot ngoai ngit va s anh huéng
cua nang luc tiéng Anh dén viéc st dung CL lich su ctia ho. Tac gia thu thap dir
liéu tir email cua hai nhom sinh vién ngudi Thai hoc tiéng Anh gdm c6 30 sinh
vién nam va 30 sinh vién nit. Trong mdi nhém c6 15 sinh vién c6 ning lyc tiéng
Anh cao va 15 sinh vién ning lyc tiéng Anh thap, dugc phan loai bang bai thi
TOEIC. Cac sinh vién tham gia nghién ctru ndy duoc yéu cau viét email tra 10i
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cho cac 101 phan nan trong ba tinh hudng cho sin. Tir két qua phan tich dit liéu
ctia nghién ctru nay, tic gia chi ra rang cac CL hoi dap hanh vi ngdn ngir phan
nan trong email cta ngudi Thai bao gdm c6 sau CL: cdm on, xin 16i, gidi thich,
dé xudt, thinh cau va cam két. Ngoai ra, két qua nghién ctru cho thiy c6 su khac
nhau gitra nam va nit nguoi Thai khi st dung cac CL lich su dé Hb HVNNPN
trong email. So voi nhém nit, nhém nam ngudi Thai sit dung cac CL dé xudt va
thinh cau thuong xuyén hon. Trong khi d6, nhém nit ¢6 xu hudng lwa chon CL
cam két thuong xuyén hon. Ngoai ra, két qua thong ké cia nghién ctru nay cho
thdy rang viéc str dung CL lich su rdo dén (hedges) co su khac biét dang ké gitra
nam va nitr ngudi Thai hoc tiéng Anh. Thongtong (2022) két luan rang trong nén
van hoéa Thai Lan, ngudi nit ¢6 xu hudng sir dung nhiéu CL rdo dén hon ngudi
nam. Bén canh do6, do sy anh hudng cua trinh do tiéng Anh khéc nhau, trong
nhom sinh vién nguoi Thai ¢6 nang lyc tiéng Anh cao thi ¢ sy khac biét déng
ké trong viéc sir dung CL rao don gitta nam va nit, nhung sy khac nhau khong co
y nghia giita nam va nit trong nhom sinh vién ngudi Théi c6 nang luc tiéng Anh
thap. Thongtong (2022) giai thich rang co sy khac biét trong viéc sir dung CL rao
don trong nhoém ngudi Thai ¢6 ning luc tiéng Anh cao 1a do c¢6 thé ho biét cach
1am cho viéc giao tiép trd nén uyén chuyén, vira phai, lich sy va linh hoat hon
bang cach dung CL rio don.

Khac v6i nhitng cong trinh nghién ctru & trén, cong trinh nghién ctru cta
Ezzaoua (2020) diéu tra cac CL thyc hién HVNNPN ma sinh vién ngudi Ma-réc
hoc tiéng Anh (EFL) ¢ céc truong dai hoc sir dung nhu thé ndo va dong thoi
nghién ctru sy anh hudng cta khoang cach xa hoi va mirec do nghiém trong cua
hanh vi phan nan lén sy lya chon CL thuc hién HVNNPN cta hg. Tuong ty nhu
Olshtain va Weinbach (1987), Ezzaoua (2020) ciing sir dung DCT bao gdm nam
tinh hudng dé thu thap dit liéu tir 37 sinh vién nam tht hai va thit ba ¢ Pai hoc
Moulay Ismail, Meknes. Két qua nghién ctru chi ra rang sinh vién hoc tiéng Anh
ngudi Ma-roc st dung cac CL thuc hién HVNNPN gian tiép thudng xuyén hon
ma trong d6 pho bién nhét 1a CL bay t6 sy khé chiu. Nghién clru nay ciing chi ra
rang sinh vién ngudi Ma-roc da thay doi CL thuc hién HVNNPN tuy theo khoang
cach xa hoi gitra ho va nguoi bi phan nan va tuy theo mirc do nghiém trong cia
hanh vi gay 16i. Két qua phan tich di liéu cho thdy ho sir dung nhidu cum tir giam
nhe, vi du nhu str dung céc cach dién dat than mat nhu chii ciia chdu, chi ciia em
va ba ciia con. Tac gia nghién ciru ndy giai thich rang viéc thay d6i CL thuc hién
HVNNPN cua sinh vién ngudi Ma-réc 1 do sy anh huéng cia t6n gido va van
hoéa ctia ngudi Ma-réc.

Nghién ctru cua El-Dakhs & Ahmed (2023) 1a mdt nghién ctru déc biét quan
trong vi d6i twong nghién ciru clia cong trinh ndy tap trung vao viéc khao sat ca
HVNNPN va HD phan nan cung nhau trong cing mot nghién ctru. Hudng tiép
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can trong nghién ctru ctia EI-Dakhs & Ahmed (2023) 1a mot cach tiép can hiém
khi dugc 4p dung trong cac nghién cuu trudc day. Muc tiéu nghién clru trong
cong trinh cia El-Dakhs & Ahmed (2023) la kham pha cac CL thuc hién
HVNNPN cua sinh vién va cac CL HD HVNNPN cuia gido su trong bdi canh
tuong tac gitta sinh vién va gido su bang tiéng A Rap & mot truong dai hoc & Al
Cap. Bén canh d6, nghién ciru nay ciing xem xét su anh hudng cua cac bién td
x3 hoi nhu gi6i tinh va tudi tic dén viée st dung cac CL. Sir dung cac phuong
phap théng ké mo ta va théng ké suy luan trong phén tich dinh luong dé xir Iy dir
liéu thu thap dugc tir dong vai, nghién ctru cia El-Dakhs & Ahmed (2023) da c6
nhimng phat hién quan trong vé cac CL thyc hién va HD HVNNPN. Dbi véi sinh
vién, CL Yéu cau sita chita (Requests for repair) 1a CL chiém wu thé nhat, chiém
50% trong tong s6 101 phan nan cua sinh vién. Cac CL thue hién HVNNPN phd
bién khac cua sinh vién bao gdm bdy 16 sw khéng tin thanh (expressing
disapproval), dwa ra cdo budc (making accusations) Va do 16i (casting blame).
Diéu nay cho thiy sinh vién c6 xu huéng tiép can dua ra 10i phan nan mét cach
tryc tiép, thuc dung va tim kiém giai phap truc tiép cho van dé ho gip phai. Khi
ho6i dap hanh vi ngdn ngit phan nan cta sinh vién thi gido su str dung cac CL
thudc loai hinh chdp nhdn mét phan (partial acceptance), vi du nhu bién minh
cho ban thin (justifying oneself), dé xudt cdc gidi phdp thay thé (suggesting
alternatives) va dat diéu kién dé chdp nhdn trong tuwong lai (setting conditions
for future acceptance). Piéu nay cho thiy gido su c6 xu hudng duy tri mbi quan
hé tot vai sinh vién nhung dong thoi vin mong mudn giai quyét dugce van dé
bang cach dua ra giai phap (El-Dakhs & Ahmed, 2023). Mot phat hién khac cia
nghién ciru ndy 1 cac bién té x4 hoi gidi tinh va tudi tac néi chung khong c6 anh
hudng déng ké dén viéc thuc hién HYNNPN ciia sinh vién va hdi dap HVNNPN
cua giao su.

Noi tom lai, nhiéu binh dién caia HYNNPN va HD trong dugc nghién ctru
trong nhiéu ngdn ngit khac nhau. Cac thanh phan ngit nghia cta chudi HYNNPN
va CL thuc hién HVNNPN 1a cac binh dién ph bién cia HVNNPN dugc da s6
céc tac gia nghién ciru. Két qua nghién ciru ctia cic cong trinh nghién ciru trude
day rat phong phu va da dang. Tuy nhién, s6 nhiéu cac cong trinh tip trung nghién
ctru HYVNNPN va céc nghién ctru vé HD HVNNPN con han ché (Laforest, 2002;
Thongtong, 2022). Cong trinh nghién ciru dong thoi ca CL thyc hién HVNNPN
va CL HD HVNNPN la cong trinh nghién ctru don ngtt, chura phai 1a mét nghién
ctru ddi chiéu ngén ngit hoic vin hoa.

Trong s cac nghién ctru ké trén, DCT 1a cong cu thu thap dit liéu dugc st
dung pho bién nhat va chi c6 mot nghién ctru sir dung ngdn ngit ty nhién (Forest,
2002). Pa phan cac nghién ctru nay thiéu cac cong cu thu thap dir liéu khac nham
dé bd tro cho két qua nghién ctru c6 duge tir DCT dé tang do tin cdy va tinh chan
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thyc cua dir liéu nghién curu.

1.3.1.2 Cdc nghién citu doi chiéu

Murphy va Neu (1996) nghién ctru so sanh cac thanh phan cua chudi
HVNNPN cua ngudi Han Qudc va ngudi My va xem xét viéc nguoi ban ngir
danh gia chudi HVNNPN ciia nguoi Han Qudc nhu thé nio, c6 mang tinh cong
kich (aggressive), ton trong (respectful), tin cdy (credible) va phu hop
(appropriate) hay khong. Nghién ctru ndy sir dung DCT bang 101 (oral discourse
completion task) voi chi mot tinh hudng ma theo d6 sinh vién duoc yéu cau noi
chuyén véi gido su vé diém sb ctia minh do sinh vién chwa hai long v6i diém sd
do gido su danh gia. S6 lwong nguoi tham gia nghién ciru nay bao gém 14 sinh
vién nam nguoi My va 14 sinh vién nam ngudi Han Qudc. Két qua nghién ctu
cho thay chudi HVNNPN cta ngudi My va nguoi Han Qudc ¢ sy khac biét.
Chudi hanh vi phan nan cta ngudi My bao gébm bén thanh phan co ban 1a gidi
thich muc dich, phan nan, bién minh va dwa ra gidi phap: loi yéu cau. Mic du
trong chudi HVNNPN ciia ngudi Han Qudc ciing ¢6 cac thanh phan nhu gidi
thich muc dich, bién minh va duwa ra gidi phap: loi yéu cau nhung thay vi phan
nan thi 79% ngudi Han Qudc st dung hinh thirc phé phan, 1am thay doi lyc ngon
trung ctia chudi HVNNPN thanh phé phan. Trong nghién ctru nay, so v&i 16i phan
nan thong thudng, nguoi ban ngit danh gia chudi HYNNPN ciia nguoi Han Quéc
duong nhu chua phu hop, mang tinh cong kich nhiéu hon, thé hién su t6n trong
va dg tin cdy it hon.

Tuong ty nhu vay, trong cac nghién ctru cuia Deveci (2003), Bikmen (2015),
va Onalan va Cakir (2018), két qua ciing cho thay rang trong chudi HVNNPN
clia ca sinh vién ngudi Tho Nhi Ky ciing c¢6 thanh phan ngit nghia phé phan. Tuy
nhién, theo Deveci (2003), chudi HYNNPN cuia sinh vién ngudi My ban ngit ¢6
thanh phan ngit nghia phé phan trong khi Murphy va Neu (1996) nhan thiy sinh
vién ngudi My khong str dung hinh thire phé phan khi thyc hién HVNNPN.

Céc nghién ctru dbi chiéu HYNNPN cua ngudi My ban ngit noi tiéng Anh
v6i ngudi Thd Nhi Ky co thé ké dén cac nghién ciru ciia Deveci (2003), Bikmen
(2015), va Onalan va Cakir (2018). Mic du cac nghién ciru nay déu xem xét
chudi HYNNPN nhung cac phuong phéap nghién ctru dugc sir dung trong 3 cong
trinh nay 1a khac nhau. Deveci (2003) st dung hinh thirc dong vai két hop véi
phong van lam cong cu nghién ciru; trong khi d6 Bikmen (2015) thi str dung DCT
¢6 10 tinh hudng giao tiép; con Onalan va Cakir (2018) thi lai két hop ba cong
cu nghién ciru gdm phiéu dénh gia dién ngdn, dong vai va phong van mo. Khi
phan tich sb liéu thi Deveci (2003) va Onalan va Cakir (2018) dwa trén co so 1y
thuyét cia Murphy va Neu (1996) trong khi d6 thi Bikmen (2015) dya trén két
qua nghién ctru ctia Trosborg (1995). Sau khi phén tich s6 liéu, Deveci (2003)
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két luan rang trong chudi HVNNPN cta cé sinh vién ngudi Tho Nhi Ky (23,8%)
va sinh vién ban ngit néi tiéng Anh (20%) déu co6 thanh phan ngit nghia phé phan.
Két qua nghién ctru nay khac biét so voi két qua nghién ctru ctia Murphy va Neu
(1996) vi Murphy va Neu (1996) nhan thay sinh vién nguoi My khong st dung
hinh thitc phé phan. Pang ké 13, két qua nghién ctru cho thiy sy khac biét 16n
gifra sinh vién Thé Nhi Ky va ngudi My ban ngit: hau hét sinh vién ngudi Thd
Nhi Ky st dung CL gian tiép khi phan nan, con ngudi My ban ngit ¢6 xu hudng
chon CL truc tiép (Onalan va Cakir, 2018). Bén canh d6, nhan thuc vé mirc d6
phu hop khi sir dung 151 phan nan tryc tiép va gian tiép ciing co su khac biét 1on
gitta sinh vién Tho Nhi Ky va ngudi My ban ngir: sinh vién Tho Nhi Ky thi than
trong va gian tiép hon trong hanh vi phan nan so véi nguoi My ban ngir, vi vy
ma dan dén that bai trong giao tiép bang tiéng Anh véi ngudi ban ngit boi vi sinh
vién Thé Nhi Ky nghi ring nguoi My ban ngit qué thd 16 va truc tiép, nén dbi
v6i ngudi Tho Nhi Ky nhu vay 1a qua bat lich su.

Zhang (2001), Yuan (2011) va Yang (2016) nghién ctru so sanh HVNNPN
clia sinh vién tiéng Anh ngudi Trung Qudc véi sinh vién ngudi My va Anh Quéc
ban ngtt. Yang (2016) nghién ctru so sanh CL thyc hién HVNNPN gitra nguoi
Trung Qudc va ngudi Anh Qudc trong khi d6 khach thé trong nghién ctru cia
Zhang (2001) va Yuan (2011) 14 sinh vién ngudi Trung Quéc va sinh vién nguoi
My. Trong ca ba nghién ctru nay, cong cu dé thu thap dir licu déu 1a DCT. Két
qua nghién ctru cta Zhang (2001) cho thay rang 15i phan nan cta ngudi Trung
Quéc va ngudi My khac biét rat 16n vé thanh phan ngit nghia va mic do truc
tiép. Nguoi Trung Qudc sir dung thuong xuyén hon ngudi My cac thanh phan
ngir nghia bao gdm goi md, dinh huéng, bién minh, khdc phuc va két thic trong
khi d6 thanh phan ngir nghia tuyén ngoén hanh vi (act statement) dugc nguoi My
sir dung pho bién hon. Tuy nhién, theo Yang (2016), CL thuc hién HVNNPN ma
sinh vién nguoi Trung Qudc va Anh Qudc str dung c6 nhiéu diém tuong dong
con su khac biét thi khong dang ké. Yang (2016) cho rang gidng nhu két qua
nghién ciru ctia Olshtain va Weinbach (1987), sinh vién ngudi Trung Qudc thich
st dung céc CL thuc hién HVNNPN véi d6 nghiém trong ¢ mirc trung binh.

Khi nghién ctru vé mdi quan hé gitta HVNNPN véi cac yéu té xa hoi nhu
quyén lyc va khoang cach xa hoi, Zhang (2001) va Yuan (2011) déu c6 cac phat
hién twong dbi gidng nhau. Két qua cta hai nghién ciru cho thay rang quyén luc
va khoang cach xa hoi c6 anh huong dén viéc lua chon CL thuc hién HVNNPN
ctia sinh vién ngudi Trung Qubc va nguoi My. Khi danh gia vé mire do truc tiép,
Zhang (2001) nhén thiy trong méi trudng hoc dudng, sinh vién tiéng Anh ngudi
Trung Qudc phan nan gian tiép trong khi sinh vién ngudi My thi c¢6 xu hudng
tryc tiép hon khi phan nan. Khi phan nan véi gido su, sinh vién nguoi Trung
Qudc thé hién su t6n trong gido su nhiéu hon sinh vién nguoi My (Yuan, 2011).
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Tuy nhién khong c6 su khac biét dang ké trong viéc chon lga CL lich su gilra
sinh vién ngudi Trung Qudc va sinh vién ngudi My trong tinh hudng phan nan
v6i cha me (Yuan, 2011). Theo Zhang (2001), khi gitta nguoi néi va ngudi nghe
hau nhu khong c6 khoang cach xa hi thi ca sinh vién Trung Quéc va My déu
chon bién minh dé gift thé dién cho nguoi nghe va lya chon st dung murc do tryc
tiép va phép lich su phu hop.

Dé nghién ctru dbi chiéu HYNNPN duoc thue hién boi ngudi My va nguoi
Nga ban ngit, Gallaher (2014) thu thap dit liéu vé cac phan loai ngit nghia
(semantic categories) ctia chudi HVNNPN truc tiép duoc thuc hién bdi1 hai nhém
ngudi tham gia nghién ciru bao gdm 20 sinh vién ngudi My va 20 sinh vién ngudi
Nga ban ngit thong qua cong cu nghién ctru DCT ca dang noi va dang viét. Tac
gia tim ra rang cau trac ciia chudi HYNNPN cua ca hai nhom sinh vién ngudi
M¥ va ngudi Nga ban ngit déu bao gom tat ca cac thanh phan ngit nghia giéng
nhau nhung tan suat va thir ty xuat hién ctia cac thanh phan ngit nghia trong chudi
HVNNPN c6 su khac biét 16n, ma tac gia giai thich rang sy khac biét nay 1a do
su khac biét vé quy tic lich su va gia tri vin héa & My va Nga. Cu thé, két qua
nghién ciru cho thay nguoi My thuong sir dung nhiéu 10i giai thich, 10i xin 151,
101 cam on va 10i khen dé tranh gdy méu thudn va dé 1am giam viéc 1am mét thé
dién ctia nguoi nghe. Trong khi d6, sinh vién ngudi Nga thuong st dung nhiéu
101 ché, 161 de doa, 151 phé binh... va diéu nay de doa dén thé dién cta ho va cla
nguoi nghe trir khi ho giao tiép vdi nguoi ¢6 dia vi xa hoi cao hon. Tac gia cho
rang ngudi My sir dung cac CL thuc hién HVNNPN mang tinh lich sy hon ngudi
Nga va ngudi Nga st dung cac CL tryc tiép khi phan nan thuong xuyén hon céc
CL giir thé dién.

Ciing dong thoi nghién ciru vé HVNNPN nhu Gallaher (2014) nhung Shea
(2003) lai tim hiéu cach nguoi Nhat ban ngit, ngudi Nhat noi tiéng Anh va nguoi
M§¥ ban ngir thyc hién HVNNPN bang tiéng Anh nhu thé nao. Tuy nhién, Shea
(2003) str dung hinh thirc dong vai (role plays) véi 12 tinh hudng thay vi sir dung
DCT nhu cac tac gia khac. Trong két qua nghién ctru, Shea (2003) nhan thay
rang ca nguoi Nhat va ngudi My déu sir dung tat ca cac CL thyc hién HVNNPN
nhung khéc nhau vé tan suét va tht tu sir dung cac CL trong cac tinh hudng phan
nan. Két qua ctia nghién ctru ndy chi ra rang trong tat ca cac tinh hudng nghién
ctru, ngudi Nhat ban ngir sir dung cac CL thyc hién HVNNPN véi tha ty giéng
nhau va véi tin suat cao trong khi ngudi My ban ngir thi thay doi thir tw cac CL
thie hién HVNNPN trong céc tinh hudng khac nhau. Ngoai ra, Shea (2003) ciing
phat hién ra rang khoang cach x3 hoi va dia vi c6 anh hudng nhiéu dén tan suit
st dung cac CL thuc hi¢n HVNNPN cua ca ngudi Nhat va nguoi My, trong khi
gidi tinh c6 it anh huong hon. Cu thé, Shea (2003) két luan khoang cach xa hoi
anh huéng dén CL thuc hién HVNNPN cua ngudi Nhét it hon cua ngudi My

32



nhung ca nguoi Nhat va ngudi My déu sir dung nhiéu CL thyc hién HVNNPN
v6i tan sudt cao khi phan nan voi ngudi quen biét. Twong tu nhu vay, khi phan
nan véi ngudi ¢ dia vi thip hon, ca ngudi Nhat va nguoi My st dung nhiéu CL
thuc hién HVNNPN hon trong truong hop phan nan véi nguoi c¢6 cung dia vi
nhung khi phan nan véi ngudi ¢ dia vi cao hon thi ngudi My dung nhiéu CL
nhung d6i véi nguoi Nhat thi khéng c6 su khac biét so véi khi phan nan véi
ngudi cung dia vi. Sy khac biét ndy, theo Shea (2003), 1a do trong ngon ngi tiéng
Nhat da c6 hé thong kinh ngit (honorifics) nén ngudi Nhat co thé khong can thé
hién sy khéac biét vé dia vi x3 hoi bang cach thay doi tan suat st dung cac CL
thuc hiéen HVNNPN.

Ciing dong thoi nghién ctru vé CL thuc hién HVNNPN va anh huong cia
c4c bién t6 x4 hoi nhu quyén lyc va khoang cach xi hoi dén viée sir dung CL
thue hién HVNNPN, Laabidi va Bousfiha (2020) khao sat mdi quan hé va su
khac biét trong viéc str dung cac CL thuc hi¢n HVNNPN gitra hai nén van hoa:
Ma-réc va My. Tuong tu nhu cac nha nghién ctru duoc dé cap o trén, Laabidi va
Bousfiha (2020) ciing sir dung cong cu DCT, mot cong cu pho bién trong nghién
ctru ngit dung hoc, dé thu thap dir liéu tir 135 nguoi tham gia nghién ctru gdm co
45 sinh vién nguoi Ma-roc hoc tiéng Anh, 45 sinh vién ngudi Ma-réc ban ngit va
45 sinh vién nguoi My. Két qua nghién ctru ctia Laabidi va Bousfiha (2020) cho
thdy rang cac CL thuc hién HVNNPN gian tiép duoc str dung phd bién nhit trong
ca ba nhém. Tuy nhién, nhém sinh vién nguoi My sir dung nhiéu CL gian tiép
hon hai nhém con lai. Noi cach khac, sinh vién nguoi Ma-rdc lya chon cac CL
thuce hién HVNNPN truc tiép nhiéu hon sinh vién ngudi My. Ngoai ra, tir két qua
phan tich dir liéu, Laabidi va Bousfiha (2020) chi ra rang c¢6 su chuyén di ngit
dung tiéu cyc trong nhom sinh vién ngudi Ma-rc ban ngir. Nghién ctru nay ciing
cho rang trong nén vin héa ctia nguoi Ma-rdc, quyén luc va khoang cach xa hoi
1a yéu t6 quyét dinh va quan trong trong nhiéu tinh hudng giao tiép.

Tom tai, cic cong trinh nghién ciru trén thé gidi da c6 nhirng phat hién vé
nhiéu binh dién khac nhau cia HVYNNPN va HD HVNNPN trong nhiéu ngén
ngi va nén van héa khac nhau, vi du nhu tiéng Do Thai, tiéng Phap, tiéng A Rap
va tiéng Théi. Bén canh d6, c6 nhiéu nghién ctru d6i chiéu lién vin hoa gitra tiéng
Anh voi tiéng Han, tiéng Trung Qudc, tiéng Nga, tiéng Tho Nhi Ky va tiéng
Nhat. Trong cc nghién ctru néu trén, cau tric ngit nghia cia chuéi HVNNPN va
CL thyc hién HVNNPN 1a c4c binh dién pho bién nhat, duoc quan tim va nghién
ctru nhiéu nhit. Céc tac gia di tim ra nhiéu CL thuc hién HVNNPN khac nhau
trong cic ngdn ngit va nén vin hoa ndy. Két qua ciia cac nghién ciru nay ciing
chi ra réng viéc lya chon CL thuc hién HVNNPN chiu anh hudng bédi cac bién
t6 xa hoi, bao gdm gidi tinh, dja vi xa hoi, khoang cach xa hoi va quyén luc.
Trong khi d6, cac nghién ctru vé CL HD HVNNPN con twong ddi han ché, chua
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dugc quan tim nghién ciru nhiéu. Trong cac nghién ctru trén, DCT 14 cong cu thu
thap dir liéu duoc st dung phd bién nhat vi duoc cho 14 cach hiéu qua va kha di
dé thu thap mot lwong 16n dit liéu trong mot khoang thoi gian ngén, nhung thiéu
su b sung tir cac cong cu khac nham ting cudng do tin cdy va dam bao phép
tam giac dac trong nghién ctru.

1.3.2 Cac nghién ctru truée day ¢ Viét Nam

Bén canh cac nghién ciru ddi chiéu vé HVNNPN trén thé gigi, HYNNPN
cling thu hut duoc sy quan tdm cta cac nha khoa hoc ¢ Viét Nam, v6i nhiéu cong
trinh tiéu biéu, vi du nhu cic cong trinh ctiia Bui Quang Thuan (1980); Tran Thi
Van Dung (2008), Vii Thi Thanh Huong (2009), Pd Thi Thanh Ha (2013), Vii
Thu Ha (2013), Nguyén H6 Hoang Thuy (2016, 2017a, 2017b, 2019), Diém Thi
Thu Thuay (2017), Ha Van Hau (2018) va Nguyén Thu Hanh (2020). Néi dung
ctia cac cong trinh nghién ctru nay huéng dén cac phuong dién khac nhau cia
HVNNPN. Mot s6 tac gia tap trung nghién ctru cac CL lich su ciia ngudi Viét
Nam sir dung khi thuc hién HYNNPN (Ha Vin Hau, 2018; Nguyén H6 Hoang
Thuy, 2016, 2017a, 2017b, 2019) va phan tich vai trd ctia cac yéu té xa hoi hodc
c4c bién t6 nhu gidi tinh, khoang cach xa hoi, quyén luc d6i voi viéc Iya chon
CL (Nguyén H6 Hoang Thity, 2016, 2017a, 2017b, 2019). Bén canh d9, cac tac
gia khac nghién cru HVNNPN dudi goc d6 so sanh ddi chiéu 101 phan nan trong
van hoa Viét Nam véi cac nude khac, vi du nhu véi My (Tran Thi Van Dung,
2008), Trung Quéc (B4 Thi Thanh Ha, 2013; Vi Thi Thanh Huong, 2008, 2009),
Anh Qudc (Diém Thi Thu Thuay, 2017), Uc (Nguyén Thu Hanh, 2020) hay so
sanh hanh vi ngdn ngit ndy trong tiéng Viét va tiéng Anh (Bui Quang Thuan,
1998). Cac tac gia khac nhu Nguyén Thi Thiy Minh (2005, 2008) va Vii Thu Ha
(2013) nghién ctru vé chuyén di ngit dung tiéu cuc trong st dung HVNNPN va
phé phan.

1.3.2.1 Cac nghién ciru don ngix

Khi nghién ciru vé HYNNPN trong tiéng Viét, cac tac gia sir dung da dang
cac phuong phap nghién ctru va tdp trung vao cac phuong di¢n khac nhau cua
HVNNPN. Ha Vin Hau (2018) nghién ciru diém gidng nhau va khac biét giira
HVNNPN va hanh vi ngdn ngit phé phan trong tiéu pham béo chi tiéng Viét.

Tac gia phan tich ngir liéu 1a 85 HVNNPN va nhan dinh ca hai loai hanh vi
ngon ngir noi trén déu 1a “hanh dong biéu cam tiéu cuc”, thé hién trang thai tam
1y, cam xtic 4m tinh cia ngudi n6i. Tuy nhién, HYNNPN thé hién “trang thai tim
ly - cam xGic” con hanh vi ngdn ngit phé phan “boc 16 truc tiép quan diém, y kién
danh gia”. Biéu thirc ngén ngit cia HYNNPN bao gom 2 thanh phan: thanh phan
cam than bdc 19 trang thai tdm ly, cdm xuc ti€u cuc va thanh phén ndi dung m¢nh
dé mo rong. Tac gia két luan HVNNPN phé phan c6 mirc de doa thé dién thap,
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1a mot CL phé phan gian tiép mang tinh lich su.

Nghién ctru chi tiét hon vé cac CL thuce hién HVNNPN, Nguyén H6 Hoang
Thuy (2016, 2017a, 2017b, 2019) thu thap ngir liéu thong qua hinh thirc dong vai
tir 72 ngudi Viét Nam tham gia nghién ciru. Két qua nghién ctru cho thay chudi
(set) HVNNPN cua nguoi Viét Nam bao gdm 11 CL thyc hién HVNNPN duoc
xép theo mirc d6 nghiém trong ting dan. Ngudi Viét Nam thich st dung cac CL
it de doa thé dién nhét, han ché st dung cac CL cong kich truc tiép va cO xu
huéng két hop cac CL.

V& vai tro ctia cac bién t6 xa hoi, Nguyén HO Hoang Thuy (2016, 2017a,
2017b, 2019) xem xét gidi tinh, dia vi va khoang cach xa hoi. Bdi véi gidi tinh,
Nguyén H6 Hoang Thuy (2017a) nhan thay gidi tinh clia ngudi phan nan khong
¢6 mbi lién quan rd rang véi HYNNPN nhung gidi tinh ciia ngudi bi phan nan
thi c6 méi lién hé rd rang hon. Ngudi Viét Nam ¢6 xu hudng phan nan véi ngudi
cung gi6i nhiéu hon 1a véi nguoi khac giéi. Nam gidi o6 xu hudng lich su hon
khi phan nan véi phu nit, hon 14 v&i nam gigi. Nguoc lai, nit gigi ¢ xu hudng
lich su hon khi phan nan v&i nguoi cung gidi. Sy khac biét nay dugc giai thich
1a do sy nhén thire vé sy mong doi trong giao tiép gilra nam va nir.

Doi véi dia vi xd hoi, Nguyén HO Hoang Thity (2017b) nhan dinh nhiing
nguoi ¢o6 chure vu cao st dung cac CL thuc hién HVNNPN véi ) luong nhiéu
hon dang ké so v&i ngudi c6 vi tri ngang bang hodc thap hon. Nguoc lai, khi phan
nan, nhirmg ngudi c6 dia vi thip hon sir dung cac CL khong de doa thé thuong
xuyén hon. Nhu vy, bién t6 dia vi xa hoi c6 anh hudng dén viéc chon luya CL
cua nguoi Viét Nam.

Dbi voi khoang cach xi hoi, nghién ctru cia Nguyén H6 Hoang Thuy
(2019) chi ra rang bién t6 nay khong c6 anh hudng dang ké dén viée st dung cac
CL thuc hién HVNNPN. Tuy nhién, mbi quan h¢ lién nhan c6 tac dong dang ké
dén tan suét str dung cac CL thyc hién HVNNPN. Nhiing ngudi c6 méi quan hé
quen biét nhau str dung nhiéu nhit CL b6 qua phdan nan va CL yéu cau khdc
phuc, diéu chinh. Piéu nay thé hién su phuc tap va giang co giita viéc mudn duy
tri mot moi quan hé hoa hao va bao vé vi thé ctia minh véi d6i phuong.

1.3.2.2 Cdc nghién ciru doi chiéu

Trong nghién ctru dbi chiéu vé cach biéu dat su phan nan va cach dép lai
trong tiéng Viét va tiéng Anh, Bui Quang Thuan (1998) phan tich hinh thirc ctia
101 phan nan va HD nham tim ra sy twong dong va khac biét ctia hanh vi ngén
ngir ndy. Két qua nghién ctru chi ra sy khac biét giita ngudi Viét Nam va ngudi
noi tiéng Anh trong viéc st dung CL lich su va thé dién. Ngudi Viét Nam thuong
su dung CL lich sy am tinh nham 1am cho nguodi tham thoai cam thfiy thoai mai
va duoc danh gia cao. Nguoc lai, ngudi néi tiéng Anh thi thuong xuyén sir dung
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CL lich sy duong tinh.

Khac véi Bui Quang Thudn (1998), Tran Thi Van Dung (2008) so sénh
HVNNPN gitra nguoi Viét va nguoi My, tap trung xac dinh sy anh hudng cia
quyén lyc va khoang cach xa hoi dén su chon lya cac CL lich su. Nghién ctlru sur
dung DCT khao sat 30 ngudi My ban ngit va 30 sinh vién ngudi Viét Nam. Két
qua cta nghién ctru nay chi ra rang ngudi Viét va nguoi My sir dung hanh vi
ngdn ngir da dang va c6 sy nhan biét vé cac CL hanh vi ngdn ngit. Tuy nhién,
ngudi My c¢6 xu hudng tryc tiép hon nguoi Viét. Vé quyén lyc, trong cac tinh
huéng giao tiép khi dudi quyén va ngang quyén, c6 sy khac biét dang ké trong
viéc chon luya CL lich sy. Trong cac tinh huéng dudi quyén, ngudi M¥ thich st
dung cac CL truc tiép (budc téi gidn tiép, budc ti truec tiép VA trach mdng ngam)
trong khi ngudi Viét Nam Iwa chon cac CL gian tiép (n6i bong gio, bay 16 su khé
chiu Va budc t6i gian tiép). Khi hon quyén, ca ngudi My va nguoi Viét Nam déu
sit dung CL budc t4i truee tiép voi tan suat cao nhat. Khi ngang quyén, nguoi Viét
Nam wu tién cac CL gian tiép hon (n6i bong gio, bay 16 suw khé chiu hay bugc téi
gidn tiép) trong khi ngudi My thi gia ting su tryc tiép, thuong xuyén sir dung cic
CL tryc tiép va mang tinh ap dat. Tir 6, nghién ctiru ndy két luan ring yéu td
quyén luc ¢6 anh huong 1én su chon lya CL lich sy khi phan nan.

Vé khoang cach xa hoi, nghién ciru nay cho thay rang yéu t6 khoang cach
x4 hoi hau nhu khong c6 anh hudng dén viéc chon lya CL cua ca nguoi Vit Nam
va ngudi My, twong dong voi két qua nghién ctru cia Nguyén HO6 Hoang Thuy
(2019), Trong nghién ctru ndy, Tran Thi Van Dung (2008) chi ra rang nguoi Viét
Nam c6 xu hudng chon Iya cac CL gidng nhau trong cac tinh hudng véi mirc do
quen biét khac nhau (chi yéu 12 hai CL: bay 16 su khé chiu va budc tdi truc tiép).
Nguoc lai, ngudi My thudng hay chon CL budc 16i truec tiép Va trich mdng tuong
minh trong cac tinh hudng phan nan véi ngudi than va sir dung CL budc téi gidn
tiép v6i ngudi xa la.

Khi so sanh HYNNPN ctia ngudi Viét Nam va ngudi Trung Quéc, ca Vil
Thi Thanh Huong (2009) va D& Thi Thanh Ha (2013) cuing sir dung DCT dé thu
thap ngir liéu tir sinh vién Viét Nam va sinh vién ngudi Trung Qudc hoc tiéng
Viét. Két qua nghién ctru ctia DS Thi Thanh Ha (2013) cho thdy rang ca ngudi
Viét Nam va ngudi Trung Qudc hoc tiéng Viét sir dung bay CL co ban khi thuc
hién HYNNPN bang tiéng Viét. Ngoai ra, cac nghién ctru nay déu cho thay khi
thuc hién HVNNPN bang tiéng Viét, ngudi Trung Qudc doi lac sir dung cac CL
lich sy khong phu hop trong mét s6 tinh hudng. B Thi Thanh Ha (2013) b
sung: khi néi chuyén véi ngudi trén quyén, “sinh vién Trung Quédc khéng chi co
xu huéng sir dung hanh vi phan nan nhiéu hon ma con sir dung cac phuong tién
lich sy it hon”.

Nghién ctru ctia Diém Thi Thu Thuay (2017) tap trung vao viéc dap lai 1oi
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phan nan ctia ngudi Viét va ngudi Anh ban ngit trong giao tiép lién van hoa.
Nghién ctru nay ciing sir dung DCT dé thu thap sd liéu tir 30 ngudi Viét Nam va
30 ngudi Anh ban ngit voi d6 tudi va nghé nghiép da dang. Két qua nghién ctru
cho thdy ca ngudi Viét Nam va ngudi Anh sit dung 13 CL khi dap lai 10i phan
nan nhung c6 nhiéu sy khac nhau trong viéc lya chon CL ua thich. Khi HP lai
phan nan, ngudi Anh c6 xu huéng chon cac CL ngin va tryc tiép nhu tr choi va
xin 16i trong khi ngudi Viét wa thich két hop nhiéu CL vé&i nhau dé thé hién su
chan thanh (pho bién nhét 1a xin 16i VA bay t6 su lo ldng). TAc gia két luan rang
ngudi Anh it bi anh hudng boi nguoi doi thoai khi lya chon CL HP (ngoai trir
khi HP ong chit) trong khi nguoi Viét bi anh huong nhiéu boi nguoi ddi thoai.
Khi HD nguoi c6 quyén cao hon, ca ngudi Anh va ngudi Viét déu chon cach né
tranh st dung cac CL tiéu cuc (phan nan tré lai hodc tir choi). Trong tinh hudng
nay, ngudi Anh chon CL xin i trong khi ngudi Viét chon CL xin [6i va bay t6
su lo ld'ng nham thé hién sy tén trong va bay to sy an nan.

Nguyén Thu Hanh (2020) nghién ctru d6i chiéu cac CL thuc hién HVNNPN
va mirc do gian tiép gitta nguoi Uc ban ngit va nguoi Viét néi tiéng Anh trong
bbi canh ngir dung hoc lién ngdn va giao tiép giao vin héa. T4c gia phan tich su
lua chon cac CL thuc hién HVNNPN, hanh vi diéu khién va cac chi t6 lich su.
Nghién ctru nay duge thuc hién trén 30 ngudi Uc ban ngit va 30 ngudi Viét Nam
noi tiéng Anh véi cac nghé nghiép khac nhau. Két qua nghién ctru chi ra rang ca
nguoi Uc ban nglt va nguoi Viét Nam hoc tiéng Anh déu st dung céc CL truc
tiép (CL budc tgi truec tiép va do 16i) khi phan nan trong cac tinh huéng c6 cach
biét vé quyén luc xa hoi va khoang cach xa hoi va déu nhan thic dugc rang
HVNNPN 12 hanh vi mang tinh chét de doa thé dién va c6 nguy co 1am do v&
mdi quan hé ca nhan. Tuy nhién, ngudi Viét Nam phan nan manh mé& hon nhung
ho thiéu cach dién dat lich su cho 10i phan nan. Ho thuong xuyén chon Iya CL
Ién an trye tiép nguwoi bi phan nan nhung day lai 1a CL rét bat lich sy. Nguoc lai,
ngudi Uc lai thudng tim cach 1am cho 161 phan nan hiéu qua hon bing cach chon
Iira dién ta sy khong hai 1ong hodc dé cap hiu qua mot cach coi ma. Két qua
nghién ciru ndy chirmg minh rang ngudi Uc ¢é xu hudng sir dung cac CL lich sy
am tinh trong khi do6 thi ngudi Viét hoc tiéng Anh lai lua chon cac CL lich su
duong tinh. Tir d6, Nguyén Thu Hanh (2020) nhan xét va két luan ring kién thtc
ngit dung can duoc chu trong hon trong qua trinh giang day tiéng Anh.

Toém lai, cac cong trinh nghién ciru cho chiing ta thay rang viéc sir dung CL
thue hién HVNNPN trong tiéng Viét c6 mot s6 nét twong dong va nhiéu khac
biét so voi trong cac thir tiéng khac. Cac tac gia déu phat hién rang cac yéu td x4
hoi déu c6 anh hudng 18n viée Iya chon cac CL thyc hién HVNNPN. Tuy nhién,
quan diém vé HVNNPN trong tiéng Viét con c6 sy khac biét gitra cac cong trinh
nghién ctru khac nhau. Nguyén Thu Hanh (2020) cho rang ngudi Viét Nam lya
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chon cac CL lich sy duong tinh khi phan nan trong khi cac tac gia khac (Bui
Quang Thuén, 1998; Tran Thi Van Dung, 2008) thi cho ring ngudi Viét Nam
thuong str dung cac CL lich sy @m tinh va mang tinh lich su nhiéu hon.

1.3.3 Khoang trong nghién ciru

Téng quan tinh hinh nghién ctiru vé HVNNPN va HD HVNNPN trén thé
gidi va & Viét Nam cho thdy rang chudi hanh vi ngdn ngir ndy dugc nghién ctiru
trén nhiéu binh dién khac nhau. Tuy nhién, cic nghién ctru trude ddy duge tong
quan & phan trén van con nhimng khoang tréng nghién ctru can duoc lap day. Thi
nhat, mic du cac cong trinh nghién ctru trude ddy dua ra nhidu phét hién hiru ich
nhung ndi dung nghién ctru ctia cac cong trinh nghién ctru ndy con bi phan manh.
Pa s6 cac nghién ctru thudng tap trung vao hanh vi phan nan. S6 luong cac cong
trinh nghién ciru vé HD HVNNPN con han ché. Cuy thé, vé HVNNPN, cac cong
trinh hién tai & Viét Nam chi tap trung vao cau triic hay cac thanh phan ngit nghia
cua HVNNPN hodc su lua chon cac CL lich sy khi phan nan. Mot vai tac gia
khac thi chi tim hiéu 1oi HP phan nan. Pic biét, ¢ rat it cong trinh nghién ciru
d6ng thoi ca HVNNPN va HD HVNNPN trong cling mot nghién ciru. Cong trinh
ctia El-Dakhs va Ahmed (2023) 1a mét trong nhitng cong trinh hiém hoi trinh
khao sat dong thoi ca HYNNPN va HD HVNNPN nhung 13 mét nghién ctru don
ngir, chua phai 1a nghién ctru d6i chiéu ngén ngit hodc vin hoa. Vi vay, can c6
cong trinh nghién ciru ddi chiéu HYNNPN va HD HYNNPN mét cach bao quat,
dong thoi xem xét dén sy anh hudng cia cac bién t6 xa hoi dén HVNNPN va HP
HVNNPN, nhu cac yéu té vé ngit canh va ngudi tham thoai.

Tht hai, vé mit phuong phap luan, cong cu thu thip dit liéu dugc st dung
phd bién nhét trong da sd cac cong trinh nghién ciru vé HYNNPN va HD trude
day la DCT dang viét (written DCT), mot cong cu thu thap s6 liéu dang goi ma,
nhung thiéu cac cong cu nghién ctru khac dé ting do tin ciy va dam bao tam giac
dac trong nghién ctru. Pa sd cac cong trinh nghién ctru trude wu tién st dung
phuong phap phan tich dinh luong dit liéu thu thap duoc tir DCT. Mot sd it cong
trinh ¢6 két hop phan tich dinh tinh nhung chua dugc 4p dung mot cach thoa
dang. Vi vay, viéc ap dung phuong phap nghién ctru hdn hop, két hop phan tich
dinh luong va dinh tinh, 14 can thiét d& khic phyc han ché nay, nham ting cudng
d6 tin cdy cua dit liéu va cung cip su hiéu biét diy du va chi tiét hon.

Bén canh d6, cac tinh huéng trong DCT duoc sir dung trong cic cong trinh
nghién ctru trude ddy con chua bao gdm céc tinh hudng giao tiép trén khong gian
mang von rat pho bién trong thuc té giao tiép hién nay.

Cubi cing, cac nghién ctru & Viét Nam thuong van dung khung 1y thuyét
lich su cia Brown va Levinson (1987) dé dién giai va thao luan. Cach tiép can
nay chua phan anh day du cac dic trung trong vin hoa giao tiép ciia ngudi Viét
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Nam. Do d6, viéc tich hop céc quan niém giao tiép truyén thong dugc dé cap
trong cic cong trinh nghién ciru cua Tran Ngoc Thém (1996, 1999), Pham Thi
Hoéng Nhung (2008) va Lé Phiic Thién (2013) 1a can thiét dé c6 mot goc nhin
toan dién hon.

Tiéu két chwong I

Trong chuong I, Iy thuyét vé& hanh vi ngdn ngit da duoc trinh bay rd rang,
bao gdm cac 1y thuyét kinh dién vé hanh vi ngén ngit va cac khai niém c6 lién
quan dén HVNNPN va HD HVNNPN. Ngoai ra, chuwong I ciing khai quat cac
hudng tiép can vé 1y thuyét lich sy, dac biét 1y thuyét lich sy cua Brown va
Levinson (1987), nham cung cp co so cho khung phén tich dung trong lun an.
Trong chuong nay, cac dic diém giao tiép va lich sy trong van héa Viét Nam va
vin hoa My ciling duoc thao luan chi tiét. Vin hoa giao tiép ctia nguoi Viét Nam
c6 didc trung té nhi va ¥ tt. Trong giao tiép ngudi Viét Nam dit nang tinh di hoa
vi quy va t6n trong thir bac. Nguoc lai, giao tiép clia nguoi My ¢ dic trung cia
van hoa ngit canh thap va chu nghia ca nhan vdi tinh truc tiép va huéng dén giai
phap. Trén co so 1y thuyét cta luan an, khung 1y thuyét 4p dung trong luan an
nay da dugc xay dung va trinh bay.

Cac cong trinh nghién ctru truée ddy vé HVNNPN va HD HVNNPN trén
thé gii va & Viét Nam ciing duoc tong quan mot cach co hé thong. Sau do, cac
han ché va khoang tréng nghién clru tir cac cong trinh nay ciing dugc chi ra.
Nhirng khoang tréng nay lién quan dén sy phan manh trong ndi dung nghién ctru,
thiéu cong cu nghién ctru bd sung dé ting do tin ciy va tam giac dac trong phuong
phap luan va khung 1y thuyét chua duoc két hop thém véi cac quan niém ¢ lién
quan dén vin hoa giao tiép va lich su ctia ngudi Viét Nam.
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CHUONG 11
PHUONG PHAP NGHIEN CcUU

2.1. Dan nhip

Chuong II trinh bay va thao luan phuong phap luan dugc st dung trong
luan 4n nhdm hoan thanh cac muc tiéu nghién ctru va tra 10i cac cau hoi nghién
ctru dugc dat ra trong luan an.

Chuong I bao gdm noi dung chi tiét vé thiét ké nghién ctru, tiéu chi va qua
trinh Iya chon nguoi tham gia, cac cong cu va quy trinh thu thap dir li¢u, cling
nhu phuong phéap phan tich dit liéu dinh luong va dinh tinh. Cudi cung, chuong
nay trinh by phuong phap ddi chiéu dugc 4p dung trong luén 4n dé tim ra nhiing
diém tuong dong va khac biét.

2.2. Thiét ké nghién ciru

2.2.1. Nén tang 1y luan vé phwong phap nghién ciru

- Phwong phap nghién cvu dinh luwgng

Theo Dornyei (2007), phuong phép nghién ctru dinh lugng 1a phuong phap
nghién ctru tap trung vao viéc thu thap dir lidu dudi dang sé (numerical data) va
st dung cac phuong phéap théng ké dé phan tich dir liéu thu thap duoc.

Trong nghién ctru ngtr dung hoc, nghién ctru dinh lugng dong vai tro giai
thich hanh vi ctia con ngudi bang cach quan sat cac d6i tugng nghién ciru mot
cach cu thé (House & Kadar, 2021). N6i mot cach cu thé, cac nghién ctru dinh
luong tap trung vao viéc phat hién cac quy tic va khai quat hoa mot hién tuong
ngir dung dua trén di liéu thu thiap duoc thong qua cac k¥ thuat thong ké va tinh
toan (Dornyei, 2007; House & Kadar, 2021). Dé c6 thé théng ké va tinh toan dir
liéu thu thap dugc, viéc chon lwa ddi tugng nghién ciru va phuong phap thu thap
dir liéu dugc chudn hoéa (vi du nhu cac phuong phap nghién ctru thuc nghiém)
trong phuong phap nghién ctru dinh lugng dong vai tro vé cung quan trong
(Schneider, 2018).

Dérnyei (2007) cho rang sir dung phwong phap nghién ciru dinh lwong co
diém manh nhu sau:

- D¢ tin c@y cao: Phuong phap nghién ctru dinh lugng str dung cac cong cu
nghién ciru va quy trinh thu thap, phan tich dir liéu duoc chuan hoa nén két qua
nghién ctru mang tinh khach quan va c6 d¢ tin cdy cao.

- D6 gia tri cao: Phuong phap nghién ciru dinh lugng st dung ngudn dir liéu
16n va phuong phéap phan tich dit liéu chinh xac nén két qua phan tich c6 ¥ nghia
thdng ké va vi thé két qua nghién ctru c6 do gia tri cao.

- Hiéu qua cao: V6i sy tro giup ciia cac phin mém phan tich trén may vi
tinh, viéc phan tich khdi lwong dir 1iéu 16n s& nhanh hon, chinh x4c hon, tiét kiém
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thot gian va cong suc.

Tuy nhién, Dérnyei (2007) lwu ¥ ring phuong phap nghién ctiru dinh lwong
cling c6 mot s han ché nhu sau. Mic du két qua théng ké phan tich trong phuong
phap nghién ctru dinh lugng mang tinh khai quat hoa cao nhung két qua nghién
ctru khong giai thich duge dong luc hoic 1y do phia sau cac hién tugng tim thay
dugc trong két qua nghién ctru; va vi thé, dan dén thiéu sy hiéu biét sdu sic vé
bdi canh va hién tuong. Ngoai ra, cac phuong phap thu thip dit liéu khac nhau
c¢6 thé mang lai ty 18 nhan duogc cau tra 101 tir ngudi tham gia nghién ctru sé khac
nhau cho tung cong cu thu thap dit liéu, vi du phong van ¢6 ti 1¢ tra 161 1a 100%
nhung bang cau héi questionnaires nhan dugc cau tra 101 chi 1a 25% (House &
Kéadar, 2021).

- Phwong phap nghién cvru dinh tinh

Theo Dornyei (2007), phuong phap nghién ctru dinh tinh 1a phuong phép
nghién ctru thu thap dir liéu ma cho ra két qua dir liéu & dang ma, khong phai ¢
dang s6 (open-ended, non-numerical data) bao gdom dang vin ban va hinh anh.
Sau d6 dir liéu dugc phan tich chii yéu bang cac phuong phép phi théng ké, vi du
nhu nghién ctru duoc thuc hién bang cach phong van. Sau dé, cac doan ghi 4m
dugc chuyén sang van ban va dugc phan tich bang phuong phap phan tich noi
dung.

Khac véi nghién ctru dinh lugng, nghién ctru dinh tinh trong nghién ctru
ngit dung giao van hoa c6 muc dich nghién ctru dé hiéu dwuoc hanh vi ciia con
ngudi Va cung cap nhitng hiéu biét chi tiét va toan dién vé ddi tugng nghién ciru
Vi nhu cac hién tuong xa hdi phire tap (House & Kadar, 2021). Nghién ctru dinh
tinh con cho phép nha nghién ciru di sau vao van dé nghién ciru va dua ra cic gia
thuyét (House & Kadar, 2021).

Theo Dérnyei (2007), phuong phap nghién ciru dinh tinh c6 nhitng diém
manh nhu sau. Trudc tién, phuong phap nghién ciru dinh tinh cung cap hiéu biét
sau rong vé d6i twong nghién ciru, va cu thé trong nghién ctiru ngit dung giao vin
hoéa, phuong phap nghién ctru dinh tinh dua ra quan diém toan dién, nhimng hiéu
biét chi tiét va phong pht vé hanh vi con ngudi va bdi canh van hoa (Dérnyei,
2007; House & Kadar, 2021). Nghién ciru dinh tinh phi hop dé kham pha va tra
101 cac cau hoéi "tai sao" va lam rd nguyén nhan phia sau cac hinh vi cua con
nguoi (Dornyei, 2007). Phuong phap nghién ctru dinh tinh 1a phuong phéap
nghién ctru phu hop va hi¢u qua trong cac linh vuc nghién ctru méi vi thudong sur
dung miu nho hoic tap trung thu thap di liéu phong pht va chi tiét tir cc tinh
huéng dién hinh (case study) (Dornyei, 2007).

Tuy nhién, nghién ctru dinh tinh ciing ¢6 nhitng han ché nhat dinh. Theo
Dérnyei (2007), nghién ciru dinh tinh mang tinh chii quan cao vi két qua nghién
ctru phu thudc vao kinh nghiém va quan diém cua nha nghién ciru béi vi thién
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kién va dic thu ca nhin cta nha nghién ctru ¢6 anh huong dén viéc phan tich dir
lidu. Vi thé, két qua nghién ctru trong nghién ctru dinh tinh gip nhiéu thach thuc
vé d6 tin cdy (House & Kadar, 2021). Phuong phap nghién ctru dinh tinh ciing
gip han ché khi két qua nghién ctru can duoc khai quat hoa do kich thudc miu
nghién cru nho va mang tinh dac thu (Dornyei, 2007; House & Kadar, 2021).

- Phwong phdp nghién civu hon hop

Trong cac thip nién gin ddy, phuong phap nghién ctru hdn hop, mot
phuong phap tich hop c4 nghién ctru dinh tinh va nghién ctru dinh lugng, ngay
cang tré nén pho bién hon trong thiét ké nghién ctru vi néu chi don thuan ding
nghién ctru dinh tinh hay dinh luong thi khong du dé danh gia mot hién tuong
ngon nglr mot cach chinh xéc va co6 gia tri (Greene va cdng su, 1989; House &
Kéadar, 2021; Ross & Hong, 2019).

Dérnyei (2007) chi ra rang nghién ciru hdn hop ¢ cac diém manh nhu sau
khi so v&i nghién ctru dinh lwgng va nghién ctru dinh tinh. Nghién ctru hdn hop
c6 thé tang diém manh cta hai phuong phap nghién ciru va bu dap diém yéu cia
ting phuong phép riéng 16. Tir d6, nghién ctru hdn hop c6 thé cai thién do gia tri
ctia két qua nghién ctru. Nghién ciru hdn hop con cho phép phén tich da cip céac
véan dé phirc tap.

Bén canh do, Greene va cong su (1989) nhan ra nam muc dich cia viéc st
dung phuong phap nghién ciru hon hop:

- Muc dich tam giac dac: Phuong phap nghién ctru hon hop duoc sir dung
vo1 muc dich chinh 1a tam giac dac, vdi mong mudn rr:ing cac bo dir li¢u khac
nhau hoic cac phuong phap nghién ciru khic nhau déu dan dén céc két qua tuong
tu va do d6 két qua nghién ctru dugc viing chic va c6 do tin cay hon.

- Muc dich b6 sung: Phuong phap nghién ctru hdn hop duogc str dung nham
dat duoc su hiéu biét bao quat va chuyén sau hon vé hién tuong nghién ciru boi
vi két qua nghién ciru tir cic phuong phap khac nhau c6 thé bo sung va 1am 1d
cho nhau.

- Muc dich phat trién: Phwong phap nghién ciru hdn hop sir dung két qua tir
mot phuong phép niy dé phat trién phuong phéap khac, bao gdm viéc chon mau
nghién ctru va thiét ké, phat trién cong cu nghién ctru. Vi vay két qua cua viée
thu thap dir liéu sé c6 dd tin cay cao hon.

- Muc dich khéi xuéng: Phuong phap nghién ctru hdn hop duoc thiét ké
nham khdm pha nhiing nghich 1y va mau thuan c6 y nghia, dé 1am sang t6 mot
hién tuong trén cac binh dién khac nhau, va tir do, co thé goi ra nhitng quan diém
méi dua trén nhitng khac biét giita két qua nghién ctru trong dir liéu dinh tinh va
d liéu dinh luong.

- Muc dich mé rong: Phuong phap nghién ciru hdn hop duoc thiét ké nhim
mé rong pham vi va muc tiéu cia nghién ctru bang cach sir dung cic phuong
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phap khac nhau cho cac ddi twong va muc tiéu nghién ciru khac nhau.

2.2.2. Thiét ké nghién ciru ciia ludn an

Vi céc cau hoi nghién ctru cua luan an va sy phu hop cia phuong phap
nghién ctru hdn hop vé muc dich tam gia dac, bd sung va mé rong nhu ban luan
& trén, luan 4n ap dung thiét ké phuwong phap nghién ctru hdn hop giai thich tuan
tu (explanatory sequential mixed methods design) (Creswell & Creswell, 2023)
va duoc thuc hién trong hai giai doan. Trong giai doan dau tién, dit liéu dinh
lwong vé CL thyc hién va HD HVNNPN dugc thu thap thong qua khao sat bang
cong cu DCT. Sau d6 trong giai doan hai, tic gia sir dung phong van hoi tudng
dugc thuc hién bang cong cu hop truc tuyén Google Meet va phong van truc tiép
c6 ghi 4m véi sy cho phép cta ngudi tham gia phong van, dé thu thap dir liéu
dinh tinh nhim dé tim hiéu nhan thtrc, quan diém va danh gia ctia ngudi tham gia
nghién ctu vé viée sir dung cac CL thuc hién va HD HVNNPN cua ho.

Bang cach cach két hop cac phuong phap nghién ciru dinh lugng va dinh
tinh dugc néu trén, tic gia mong mudn két qua nghién ciru cé do tin cdy cao va
cung cap sy hiéu biét ddy di va chi tiét hon vé hién twong nghién ciru.

2.3. Nguwoi tham gia nghién ctru

Pé dam bao tinh twong dong giita hai nhom nguoi Viét Nam va ngudi My,
gitip cho viéc ddi chiéu trd nén hop 1¢ hon, nhitng nguoi tham gia trong nghién
ctru nay dugc chon theo cac tiéu chi va qui trinh tuyén chon chit ché nhu bén
dudi.

2.3.1 Tiéu chi ngén ngi:

Nguoi tham gia nghién ctru gdm c¢6 hai nhém: nhém mot bao gém nhiing
nguoi Viét Nam ban ngit va nhém hai bao gdm nhitng ngudi My ban ngir noi
tiéng Anh nhu tiéng me de.

Dé dam bao d¢ tin cdy cta dir liéu thu thap duoc, phan anh ding cac gia tri
va chuan muc lién quan dén viéc thuc hién va HD HVNNPN cua nguodi Viét
Nam ban ngit va ngudi My ban ngit néi tiéng Anh, nhitng ngudi néi song ngi
tiéng Anh va tiéng Viét (nguoi gdc Viét sbng & M¥) va ngudi My khong néi tiéng
Anh nhu tiéng me dé déu khong dugc chon tham gia nghién ctru.

2.3.2 Tiéu chi vé nhan khau hoc:

Nhitng nguoi duoc moi chon tham gia nghién ciru dam bao sy da dang vé
vé do tudi (tir 18 dén 60) va nghé nghiép. Tiéu chi gidi tinh duoc kiém soat thong
qua sang loc dir liéu nham dam béo su da dang vé gidi tinh va han ché su chénh
1éch 16n vé gi6i tinh gitra hai nhom.

Sau qua trinh lam sach va sang loc dir 1i€u, ngudi tham gia nghién clru trong
luan 4n ndy c6 nhiing dic diém nhan khau hoc nhu sau.
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Bang 2.1

Ddc diéem nhan khau hoc cua nguoi tham gia nghién ciru

Pic diém Nhan khiu hoc ~ Nguwoi Viét Nam (n=50)  Ngudi My (n = 50)

*Gi6i tinh
Nam 21 (42%) 18 (36%)
Nit 29 (58%) 32 (64%)

*Po tuoi

18-22 20 (40%) 3 (6%)
23-30 3 (6%) 2 (4%)
31-45 12 (24%) 20 (40%)
45-60 5 (10%) 15 (30%)
Khong mubn néu cu thé 10 (20%) 10 (20%)
*Nghé nghiép

Sinh vién 13 (26%) 5 (10%)
Giao vién/Giang vién 11 (22%) 8 (16%)
Nghé nghiép khac 26 (52%) 37 (74%)

Ghi chi: n = s6 lugng nguoi tham gia.

2.3.3 SO lwong nguoi tham gia:

S6 lugng ngudi tham gia tra 151 khao sat cho DCT 1a 100 nguoi, trong d6
bao gdm 50 ngudi Viét Nam va 50 ngudi My. S6 luong 100 nguoi tham gia tra
16i DCT ¢6 duoc nhu trén 1a do viéc tiép can véi ngudi My dé moi tham gia
nghién ctru bi han ché so v&i ngudi Viét Nam. Ngoai ra, day 1a két qua cta qua
trinh lam sach va sang loc dir li¢u dé loai bo dit liéu 164, khong hoan chinh va
khong pht hop vai nghién ciru ciing voi viée dam bao cén bang s6 luong giita
hai nhém nguoi Viét Nam va nguoi My.

Sau d6, dé bo sung dir li€u thu thap to DCT, mot phan nhém ngudi tham
gia nghién ctru duoc mdi tham gia phong van hdi twong nham thu thap dir liéu
dinh tinh chuyén sau. Qua trinh phong van duogc tién hanh lién tuc cho dén khi
dat duoc diém bio hoa dit liéu. Trong nghién ctru nay, diém bio hoa da dat dugc
sau khi phong van 12 ngudi tham gia (Sau ngudi Viét Nam va sau ngudi My).
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2.3.4 Qui trinh tuyén chon ngwdi tham gia nghién ciru

Qua trinh tuyén chon ngudi tham gia nghién ctru dugce thue hién theo
phuong phap 1ay mau thuén tién két hop véi cach 1dy mau théng qua mang luéi
va mdi quan hé xa hoi dé c6 thé tiép can cac khach thé nghién ctru & Viét Nam
va My.
2.3.4.1 Tuyén chon ngwoi Viét Nam

Viéc tuyén chon ngudi Viét Nam tham gia nghién ctru dugce thyc hién thong
qua cac mdi quan hé ciia ¢4 nhan tac gia, ngudi quen, dong nghiép va ca viée sir
dung cac kénh mang xa hdi nhu cac nhoém 16p cta sinh vién trén Zalo. Tac gia
gdi email hodc tin nhan Zalo dé moi ho tham gia. Trong email hodc tin nhin
Zalo, tac gia giGi thidu vé ban than va dé tai nghién ctru, cung cip thong tin day
da vé muc dich va nghia vu tham gia, ciing véi lién két cua Google Form cua
DCT. Pdi véi viéc moi tham gia phong van hoi tudng, tac gia dua trén thong tin
ma ho cung cip qua ciu hoi tu chon s6 5 trong DCT vé viéc ho dong ¥ tham gia
phong vén, tac gia tiép tuc gdi email cho ho dé giai thich va thu xép thoi gian va
cach thirc phong van. Tat ca cic phong van ngudi Viét Nam déu duoc thyc hién
tryc tiép bang tiéng Viét va co ghi am / ghi hinh.

2.3.4.2 Tuyén chon nguwoi My

Viéc tuyén chon ngudi My ban ngir tham gia nghién ctru chii yéu thong qua
mang lu6i cu thé tai M¥ va vai truong hop bang mdi quan hé cia ca nhan va dong
nghiép & Viét Nam. Viéc lién hé chu yéu bang cach sir dung email va cac cong
cu lién lac truc tuyén. P6i vai nhdm sinh vién nguoi My, tac gia da lién hé thong
qua 6ng Giam déc mot chuong trinh danh cho sinh vién ngudi My, lam cong tac
thién nguyén trong ba tudn tai Viét Nam. Sau khi ong 4y dong ¥ hd tro, tac gia
d3 giri email gi6i thiéu vé nghién ciru va sau d6, ong chuyén tiép email nay dén
nhom sinh vién tinh nguyén nguoi My ctia chuong trinh dé moi ho tham gia khao
sat. Poi v6i nhom gido vién trung hoc ngudi My, tac gia tiép can ho thong qua
mot nhoém riéng ma ho 14p ra nham dé sén long tham gia tra 161 cic nghién ctru
khoa hoc. Ngoai ra, tac gia con nhan dugc su hd tro tir mot ngudi quen dang sinh
song & My. Nguoi ndy chuyén tiép email moi tham gia nghién ctru dén mang
ludi ddng nghiép va ngudi than quen & My, nham mé rong pham vi mau vé nghé
nghiép va d6 tudi ciia nguoi tham gia.

Viéc lién lac dé thu xép phong van nguoi My duoc thyc hién twong ty nhu
d6i voi nguoi Viét Nam. Viéc phong van nguoi My duoc thuc hién bang tiéng
Anh, thong qua cong cu Google Meets (c6 ghi hinh). Hai ngudi trong s6 ho duoc
phong vén truc tiép bang tiéng Anh do tring véi thoi gian ho tinh nguyén & Viét
Nam.
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2.4. Phwong phap thu thap dir liéu
2.4.1 Nén tang ly luin vé phwong phap thu thap dir li¢u

Theo Kasper (2008), cac phuong phap thu thip dir liéu trong nghién ctru
dung hoc dugc chia thanh ba loai: (1) twong tac (interaction) vi du nhu dién ngdn
chén thyc, hoi thoai goi mé, déng vai, (2) bang cau héi nhu DCT, phiéu tra 1oi
tric nghiém va (3) tuong thut bang vin ban hoic bang miéng nhu nhat ky va
cac giao thuc 161 noi (verbal protocols). Tuy nhién, Gallaher (2011) lai chia
phuong phap thu thap dit li¢u thanh hai loai: phuong phap dan tdc hoc va phuong
phap thuc nghiém. Dir lidu thu thap bang phuong phap dan toc hoc 1 dir lidu tu
phat trong doi séng thuc con phuong phap thuc nghiém thu thap dit liéu thong
qua cac cong cu goi mo (Schneider, 2018).

Dt liéu ty phat trong doi séng thuc duoc cho 1a phan anh tot nhat viéce st
dung ngdn ngir va su twong tac trong qua trinh giao tiép (Bardovi-Harlig, 2010)
nhung viéc thu thdp dir liu loai nay lai it dugc 4p dung trong cac nghién ctru
dung hoc vi nhitng khé khin va thach thire (Félix-Brasdefer, 2010; Nguyén Thi
Thay Minh, 2019), vi du nhu kho kiém soat cac bién t6 xi hoi (Beebe &
Cummings, 1996; Félix-Brasdefer, 2010) va tén rat nhiéu thoi gian (Cohen,
1996; Félix-Brasdefer, 2010).

Phuong phép thuc nghiém méc du gip thach thirc vé tinh chan thuc cua dir
liéu nhung duoc rat nhiéu hoc gia st dung vi nhiéu vu diém nhu tinh hé théng
cta dit liéu va kha nang kiém soat cac bién t6 xa hoi va tinh hubng giao tiép
(Félix-Brasdefer, 2010; Gallaher, 2011; Schneider, 2018). Mot sé cong cu thu
thap dir liéu phd bién bao gdm DCT, dong vai va tudng thuat bang 151 (Félix-
Brasdefer, 2010; Golato & Golato, 2020; Nguyén Thi Thiy Minh, 2019; Taguchi
& Roever, 2017).

Dua trén thiét ké nghién ctru hdn hop cua ludn an va bdn ciu hoi nghién
ctru, ludn 4n nay str dung két hop hai cong cu thu thap dir liéu: DCT va phong
van hoi tuong nham phat huy wu diém va khic phuc nhimg han ché cua timg
cong cu. Su két hop hai cong cu nay con giup dam bao tinh tam giac dac boi vi
hai loai dit liéu tir DCT va phong van hdi tudng c6 thé cung cip mot cai nhin
toan dién va chi tiét hon vé dbi tuong nghién ctru, qua do cai thién do tin cay va
do gia tri cua két qua. Nhitng diém manh va thach thirc ctia hai cong cu nay dugc
thao luan trong CAC phan tiép theo.

2.4.2 Phiéu hoan thanh dién ngén

Phiéu hoan thanh dién ngén (DCT) trude tién dugc phat trién va sir dung
trong mot nghién ctru cua Blum-Kulka (1982) vé viéc thuc hién hanh vi ngon
ngir ctia nguoi hoc tiéng Do Thai. Sau d6, DCT tiép tuc dugc Blum-Kulka va
Olshtain (1984) phat trién trong du an c6 tén “Cross-Cultural Speech Act
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Realization Project” (CCSARP) dé nghién ciru cac CL thuc hién hai hanh vi ngén
ngir: yéu cau va xin 16i ¢ trong nhiéu ngdn ngit va cic nén vin hoa khac nhau.
Sau d6, DCT tré thanh mét trong nhirng cong cu thu thap di liéu phd bién, dugc
st dung rong rii trong nhiéu nghién ctru vé cac hanh vi ngon ngir khic nhau, vi
du nhu yéu cau (Trosborg, 1995), xin 16i (Trosborg, 1995), tir chdi (Kwon, 2004;
Tran Quang Ngoc Thuy, 2013) va phan nan (Boxer, 1993; Trosborg, 1995).

Do ¢6 nhiéu loi ich, DCT van duoc st dung phé bién nhu 13 mot cong cu
thu thap dit liéu trong cac nghién ctru ngir dung hoc vé hanh vi ngdn ngit mic du
viéc sir dung DCT trong cac nghién ctru ndy gap mot s6 thach thirc do bi mot sb
nha nghién ctru hoai nghi va phé phan (Félix-Brasdefer, 2010; Sweeney & Hua,
2016). Mot trong nhitng diém manh 16n nhat ciia DCT trong nghién ctru dung
hoc 1a sy tién lgi trong viéc thu thap dit liéu nghién ctru vi DCT gitp thu thap
mot lugng 1on dir liéu mot cach nhanh chéng (Beebe & Cummings, 1996; Félix-
Brasdefer, 2010; Houck & Gass, 1996; Schneider, 2018; Sweeney & Hua, 2016)
va véi mot lugng 16n ngilr liéu duoc tao ra nhu vay, DCT co thé cho phép duara
cac nhan dinh khai quat hoa vé mot hanh vi ngdn ngir cy thé. Bén canh do, DCT
gitip kiém soat dugc cac bién t6 x3 hoi trong cac tinh hudng duoc thiét ké trong
nghién ctru, vi du nhu mbi quan h¢ vé quyén luc xa hoi, khoang cach xa hoi, gidi
tinh va tudi tac (Yuan, 2001). Cudi ciing va quan trong nhét, trong cac nghién
ctru lién ngdn ngir va giao vin héa, viée sir dung DCT cung cap cho ngudi nghién
ctru cac bd dit liéu ¢6 thé so sanh duoc véi nhau (Culpeper va cong su, 2018; Ha
Cam Tam, 2007; Schneider, 2018; Shishavan & Sharifian, 2016).

Mic du DCT giap thu thap luong 16n dir liéu nhanh chéng va kiém soat
bién t6 x3 hoi nhung dit li€u thu thdp dugc mang tinh nhan tao, khong thé phan
anh day du tinh twong tac hai chiéu va loai trir phan 16n cac yéu té phi ngon ngi
va can ngon ngir.

a. Mo td thiét ké DCT

Trong pham vi luan &4n nay, DCT duoc thiét ké dudi dang DCT dang viét,
bang cong cu Google Form va nguoi tham gia khao sat thyc hién truc tuyén.
Google Form dung cho DCT duoc thiét ké dé tra 10i an danh, khong thu thap va
luwu trit thong tin c4 nhan cta nguoi sit dung (tai khoan Google). Cach thiét ké
DCT theo dang truc tuyén nhu thé nay phu hop véi luan 4n vi theo Cohen va
cong su (2018), cach thiét ké ndy mang lai nhiéu loi ich. Cong cu Google Form
gitip khac phuc cac han ché vé khoang cach dia Iy va thoi gian, dic biét dbi voi
ngudi tham gia nghién ctru 1a nguoi My. Ngoai ra, ngudi tham gia ¢6 thé phan
hdi an danh va khong phai truc tiép dbi dién véi ngudi nghién ctru. Pidu nay phu
hop véi dao dirc nghién ctru. Vi thé phan hoi ctia ngudi tham gia nghién ctru c6
tinh xac thyc hon va it bi anh hudng boi ngudi nghién ctru. Nhitng thuén lgi khac
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ctia viéc thu thap dit liéu bang DCT truc tuyén ciing bao gdm mau nghién ctu
16n va da dang, dong thoi qua trinh mé héa, thdng ké va phén tich ciing chinh
xac va thuan tién hon (Cohen va cong su, 2018).

DCT duoc thiét ké vai hai phién ban bang hai ngdn ngir tiéng Viét va tiéng
Anh, gém c6 hai phan:

- Phén 1: Giéi thiéu va théng tin c4 nhan

Phéan nay cung cap thong tin co ban vé& nghién ctru ndy (tén tac gia, muc
dich nghién ctru, muc dich khdo sat) va giai thich quyén ctia ngudi tham gia
nghién ctru. Sau d6, 12 phan hudéng din cach dua ra ciu tra 16i cac tinh hudng
trong DCT danh cho nguoi tham gia nghién ctru. Phan thong tin nhan khau hoc
bao gom C&C cau vé gidi tinh, d6 tudi, nghé nghiép va tiéng me dé. Phan thong
tin nhan khau hoc giup tac gia sang loc dir liéu khéng phui hop véi nghién ctru
(vi du nhu tiéng me dé ctia ngudi tham gia nghién ctru) va giup cin doi sb luong
ctia ngudi tham gia & mdi gidi tinh.

-Phin 2: Cac tinh hudng

Phan nay bao gom 12 tinh hudng thyc hién va HD HVNNPN (tham chiéu
Phu luc A). C4c tinh hudng nay dam bao cac yéu t6 phd bién, chan thuc va gan
gili v6i kinh nghiém song cta ngudi tham gia, dong thoi phu hop véi van héa
clia ca nguoi Viét Nam va ngudi My dé ho co thé dé dang hinh dung va tra 10i
mot cach ty nhién nhat c6 thé. Cu thé, nhim d€ kiém soat hai bién té xa hoi va
dam bao sy can bang dir liéu, tic gia thiét ké sau tinh hudng (tinh huéng 1 dén
tinh hudng 6) nham thu thap dir liéu vé CL thyc hién HYNNPN va sau tinh hudng
khac (tinh huéng 7 dén tinh hubéng 12) nham thu thap dir liéu vé CL HP
HVNNPN. Trong giai doan thir nghiém, céc tinh hudng trong DCT dugc chon
loc tir cac nghién ctru ctia Trosborg (1995) va cua El-Dakhs va Ahmed (2023),
sau d6 dugc diéu chinh va bo sung cung véi nhimng tinh hudng do tac gia thiét ké
dua trén kinh nghiém ca nhan. Pé thu thap dir li€u chinh thirc, cac tinh huéng
nay sau d6 duoc hoan thién théng qua viéc tham khao y kién tir cac chuyén gia
va nguoi tham gia nghién ciru dé dam bao tinh phu hop. Mot sé tinh huéng da
dugc thay thé bang nhiing tinh hudng lién quan dén giao tiép trong khong gian
mang.

Céc bién t xa hoi dugc kiém soat trong DCT gdm c6 khoang cach xa hoi
va quyén lyc xa hoi.

- Khoang cach xa hoi (D) thé hién d6 than mat trong cac mbi quan hé
(Brown & Levinson, 1987) va biéu thi mirc do quen biét va tan suat twong tac
giira hai nguoi dbi thoai. Trong lun 4n, khoang cach x hoi duoc phan thanh ba
cap do:

(1) D- (D nho): tuong tac véi ban be than, nguoi than trong gia dinh

(2) D= (D trung binh): tuong tac véi nguoi co quen biét
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(3) D+ (D 16n): twong tac voi nguoi la

- Quyén luc x3 hoi (P) phan anh su bat d6i xting vé vi thé xa hoi gitra ngudi
n6i va ngudi nghe (Brown & Levinson, 1987). Quyén lic xi hoi biéu thi mirc d6
ma ngudi n6i co thé ap dat y chi ctia minh 1én nguoi ddi thoai. Trong ludn é4n,
quyén lyc xa hoi duoc phan loai thanh ba trudng hop:

(1) P- (S<H): ngudi noi (S) ¢6 quyén luc thip hon ngudi nghe (H)

(2) P= (S=H): hai nguoi dbi thoai trong ngit canh ¢ dia vi ngang nhau

(3) P+ (S>H): ngudi ndi (S) ¢6 quyén luc cao hon ngudi nghe (H)

Béng 2.2 bén dudi trinh bay sy phan loai cic mbi quan hé phd bién trong
x3 hoi dya trén hai bién t6 khoang cach xa hoi (D) va quyén luc x3 hoi (P).

Bang 2.2
Phaén logi cac moi quan hé xa hoi theo cac bién t6 xd hoi
Tinh hudng Khoéng cach xa hoi Quyén lye xa hoi
(D) (P)
Tuong tac véi ban be D nho (D-) P=(S=H)
Tuong tac voi con cdi trongnha D nhd (D-) P+ (S>H)
Tuong tac voi giang Vién D trung binh (D=) P- (S<H)
Twong tac v6i cap trén D trung binh (D=) P- (S<H)
Tuong tac véi ngudi ban hang D 16n (D+) P+ (S>H)
Tuong tac voi nguoi la D 16n (D+) P=(S=H)

b. Tién trinh thu thép dir ligu véi DCT

Tién trinh thu thap dir li¢u vo1 DCT dugc thuc hién tuan tu theo cac buéde
sau day.

- Thtr nghiém DCT: DCT duogc thtr nghiém ban dau véi mot nhom nho
ngudi tham gia (trong d6 bao gdm nam ngudi Viét va nim nguodi M§). Muc dich
cua vi¢c thr nghiém cong cu thu thap dir liéu nay nham dam bao d tin cay va
tinh pht hop ctia DCT nay. Sau khi hoan thanh viéc tra 16i cho céc tinh hubng
trong DCT thir nghiém, ngudi tham gia dwoc hoi ¥ kién vé DCT qua email. Noi
dung thao luan lién quan dén su rd rang, tinh pht hop va phd bién cua cac tinh
hudng theo trai nghiém ciia ngudi tham gia ciing nhu vé cach sir dung ngon tir
trong DCT.

- Tham dinh cta chuy@n gia va tinh chinh DCT: Dé dam bao tinh gia tri noi
dung va d6 tin cay cua DCT, tac gia moi cac chuyén gia thim dinh, ra soat va
gop y. Chuyén gia ngdn ngir tiéng Viét 1a mot giang vién dai hoc, trinh do tién si
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va c6 kinh nghiém trong nghién ctru lién quan dén ngon ngir hoc. Con chuyén
gia ngdn ngit tiéng Anh 12 mot tinh nguyén vién ngudi My ndi tiéng Anh, giang
day tiéng Anh tai mdt trudong dai hoc, ¢ trinh do thac si vé ngodn ngit tiéng Anbh.
Chuyén gia ngdn ngir tiéng Anh nay c6 thoi gian song tai Viét Nam va cé thé
giao tiép tiéng Viét & mirc co ban. Muc dich ctia qua trinh nay 1a bao dam ngén
tor duoc st dung trong cac tinh huéng cua DCT duoc sur dung chinh xéc, tu nhién,
13 rang, mach lac va cac tinh hudng phai phu hop vé mit vin héa. Dya trén nhitng
gop Y cua nhitng nguoi tham gia nghién ctru ¢ giai doan thir nghiém va cua hai
chuyén gia, tac gia d tién hanh tinh chinh lai ca hai phién ban ctia DCT dé hoan
thién cong cu trudc khi thu thap dir liéu chinh thirc. Cac ndi dung diéu chinh bao
gdm cach st dung tir vung va cau tric cau, dic biét 1a dé phu hop véi tiéng Anh
— M¥ va thay doi mot vai tinh hudng dé da dang hoa va phu hop véi tinh hinh
thue té, vi du nhu thay tinh hudng phan nan vé viéc lam d6 ca phé bang tinh
huéng phan nan vé chat luong san pham mua truc tuyén.

- Thu thap dir li€u chinh thic vé1 DCT: Tuy thudc vao tiéng me dé cua
ngudi tham gia nghién ctru ma tac gia cung cp phién ban phu hop voi ngdn ngir
cua hg. Nguoi tham gia khao sat nhan dugc 161 moi tham gia nghién ctru qua
email. Trong email nay, ngudi tham gia duoc cung cap cac thong tin co ban vé
tac gia cta nghién ctru, muc dich nghién ctru va cac quyén ciia nguoi tham gia
nghién ctru. Phia cudi ctia email 13 duong link cia DCT. Néu ngudi tham gia
nghién ciru dong ¥ tham gia thi truy cap link caa DCT va dua ra cau tra 10i (bang
tiéng Viét hodc tiéng Anh) dudi dang van ban. Sau khi ngudi tham gia tra 10i va
g1 phan hoi, ciu tra 10i dugc ghi nhan lai va luu trir thong qua Google Drive clia
tac gia.

2.4.3 Phéng van hoi twéng

Phong van trong nghién ciru ndy dugc thiét ké dudi dang phong van hoi
tuong. Vé ban chat, phong van hdi tudng nay thudc dang phong van ban ciu tric,
bao goém céc cau hoi dugc xay dung trude va cac cAu héi md. Nguoi tham gia
phong van dugc yéu cau hodi tudong vé cac tinh hubng ma ho da thuc hién va HP
HVNNPN trong qua khir va sau d6, miéu ta hay ké lai cac chi tiét ma ho nhé, c6
lién quan dén céc tinh huéng d6. Bén canh do, nguoi tham gia con dugce hoi vé
nhan thirc, quan diém va danh gia cua ho vé cac CL thuc hién va HD HVNNPN.
Phong van hdi tudng duge sir dung nham thu thap dir liéu dinh tinh chuyén sau.
Dir liéu ndy bo sung cho dir liéu thu thap tir DCT va dugc sir dung dé tim hiéu
nhan thirc, quan diém, 1y do dang sau va danh gia cia ngudi tham gia phong van
vé viéc lua chon c4c CL thuc hién va HD HVNNPN cua ho.

a. Thiét ké phéng vin hoi twong
Trong pham vi nghién ciru ndy, phong van hoi tuong duoc thiét ké gdom co
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hai phan. Trong phan 1, nguoi tham gia phong van duoc hoi vé cac CL thyc hién
HVNNPN. Phan 2 bao gém céc ciu hoi vé CL HD HVNNPN. Trong mdi phan
bao gdm hai loai cau hoi: (1) cac cau hoi lién quan dén cac tinh hudng da duoc
tra 101 trong DCT va (2) cac cdu hoi mé tim hiéu vé viéc phan nan va HP lai 1oi
phan nan cua ban than ngudi tham gia nghién ctru.

Céc cau hoi cho ca phan 1 va phan 2 duoc thiét ké dudi dang cac cau hoi
m& theo cac chu dé. (Cac cau hoi phong van déu dugce phong van bang tiéng Viét
d6i voi nguoi Viét Nam va tiéng Anh d6i véi nguoi My.)

- Nhan thire, quan diém cia nguoi tham gia nghién ctru vé HVNNPN va
HD HVNNPN. Vi du: “......” Day la loi phan nan/ HP loi phan nan trong tinh
huong (.....). Anh / chi nghi nhuw thé nao vé cau néi nay? Theo anh/chi, thé nao
la mét HP tot cho 101 phan nan?

- Kinh nghiém ca nhan ctia nguo1 tham gia nghién ctru khi thuc hién va Hb
HVNNPN trong céc tinh hudng khac nhau. Khi tham gia phong van, ngudi tham
gia nghién ctru dugc yéu cau nhé lai va miéu ta cac tinh huéng ma ho da ting
phan nan hodc HPLPN. Vi du: Xin anh/chi vui long nho lai mot tinh huéng gcin
ddy ma anh/chi phdi dwa ra o7 phan nan va xin anh/chi mé ta tinh huéng dé that
chi tiét, vi du nhw phan nan véi ai? Nam hay nit? Anh/ chi phan nan vé van dé
gi? NOi cau gi? Anh/chi da bao gio nhan dwoc loi phan nan tir nguoi khdac chua?
Anh/chi dia HP nhu thé nao va tai sao?

- Céc bién t6 x4 hoi, van hoa (khoang cach xa hoi, quyén luc xi hoi) anh
huong dén viéc lua chon CL thuc hién va HD HVNNPN. Vi du: 4Anh / chi sir
dung CL gi dé tranh lam mat thé dién nguoi doi thoai khi phan nan? Khi déap lai
loi phan nan, anh / chi ¢6 bi anh hwéng boi mike dd than quen hay quyén lyc ciia
nguoi tham thoai? Anh/ chi c6 thay doi cic CL lich sw khi HDLPN do sy dnh
hwéng ciia khodng cach xd héi hay quyén luc xd héi ciia nguwoi bi phan nan hay

khong?

b. Tién trinh thu thép di¥ ligu véi phéng vin hoi twong

Phong van hoi tuéng dugc thuc hién trong giai doan hai ciia nghién ctru.
Trude tién, viéc lwa chon ngudi tham gia phong van hoi tuong duge thyuc hién
dua trén su tu nguyén cua ho. Tac gid lya chon nhirng nguoi san long tham gia
phong van hdi tuong dya vao thong tin tra 101 cau hoi 5. Tuy chon (Optional)
trong Phan 1 ctia DCT. Bén canh d6, su da dang vé gidi tinh, do tudi va nghé
nghiép clng véi kha ning chia sé thong tin chi tiét va phong phu ciia ngudi tham
gia phong van ciing duoc can nhic dé bao dam chiéu sau cua dit liéu dinh tinh.
Sau d6, cin cr vao dia chi email ma ho cung cép, tic gia email moi ho tham gia
phong van. Tuong tu nhu trong email moi tham gia khao sat DCT, thong tin co
ban vé nghién ciru va quyén ctia nguoi tham gia phong van dugc cung cép va
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giai thich. V¢ hinh thire, phong van thnay duoc thuc hién béng cong cu hop truc
tuyén Google Meet va phong van truc tiép c6 ghi hinh / 4m véi sy cho phép cua
ngudi tham gia phong van va vao thoi diém thuan tién theo sy thdng nhét véi
nguoi tham gia phong van. Qua trinh phong van dugc tién hanh cho dén khi dat
duoc diém bio hoa dit liéu. Trong nghién clru nay, diém bio hoa d3 dat duoc sau
khi phong van sau nguoi Viét Nam va sau ngudi M. Sau d6, dir 1iéu ghi am /
ghi hinh tir cac cudc phong van duoc luu vao Google Drive cia tac gia va duoc
chuyén ma tir ban ghi 4m, ghi hinh thanh van ban.

2.5. Phwong phap phén tich dir li¢u
2.5.1 Ma héa dir li¢u

2.5.1.1. Ma héa dir li¢u tir DCT

Trudce tién, dit liéu thu thap tor DCT dugc sang loc va lam sach. DPé dam bao
do tin cdy, do gia tri va tinh dai dién cua mau nghién ctru, trude tién qua trinh
lam sach dir li€u duogc thuc hién br?mg cach sang loc dir liéu. Cac dir liéu bi 161,
khong hoan chinh hodc khong phu hop s€ bi loai bo. Ti€u chi ngdn nglr va ndi
dung ciia cac phat ngon, tra 11 cho cac tinh hudng trong DCT duoc xem xét vé
tinh hop 1€ dé sang loc loai bo nham dam bao dir liéu thu thap dugc phu hop voi
muc tiéu nghién ctiru. Budc ké tiép la can béng dit liéu, nham dam bao sb luong
nguodi tham gia & nhém nguoi Viét Nam va ngudi My bang nhau dé 1am co sé
cho viéc dbi chiéu két qua. Tiéu chi cAn bang gi6i tinh giita hai nhom ciing duoc
can nhic dé khong c6 sy chénh léch qua 16n, 1am anh hudng dén do tin cay, do
gia tri va tinh dai dién cia mau nghién ctru. Két qua thu dugc cta qua trinh nay
1a thu thap duoc dir liéu sach, c6 thé ding cho ma hoa tir 100 ngudi tham gia (50
nguoi Viét Nam va 50 nguoi My).

Sau qué trinh lam sach va sang loc, dit liéu dwoc ma hoa va phan loai. Luan
an nay sir dung hai khung phan loai dé phan loai cac CL thyc hién HVNNPN va
c4c CL HP HVNNPN. Khung phén loai cac CL thuc hién HVNNPN (tham chiéu
Bang 2.3) trong luan an nay dugc xay dung va ap dung theo Trosborg (1995).
Trong khung phan loai cuia Trosborg (1995), cdc CL thyc hién HVNNPN duoc
phan thanh tam loai CL chinh, duoc chia thianh bon cip d6 tir nhe nhat dén ning
nhat. Sau dé, El-Dakhs va Ahmed (2023, tr. 18-19) di diéu chinh, bd sung thém
hai loai chién luoc, cu thé 1a loai 1: Tir b6 phan nan (Khéng néi gi) va Loai 6:
Hanh vi diéu khién, bao gém chién luoc 10: Puwa ra 16i yéu cau va chién lugc
11: Pua ra loi de doa. ElI-Dakhs va Ahmed (2023) da ap dung Khung phan loai
diéu chinh cua Trosborg (1995) vao nghién ctru ciia minh. Khung phan loai nay
da chung t6 hiéu qua vi bao quat thém nhiéu chién lugc thuc hién HVNNPN. Vi
thé, luan an ap dung Khung phén loai (dugc diéu chinh) cta Trosborg (1995)
(tham chiéu Bang 2.3) véi sau loai CL, gdm c6 mudi mot CL thuce hién HVNNPN
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cu thé.

Bang 2.3
Khung phdn loai céc chién lirge thue hién hanh vi ngén ngit phan ndn
Chién Iigc phan Giai thich Vi du
nan
Loai 1 — Chién luoc Khong noi gi -“Im lang, khéng néi gi.”

1: Tt bo phan nan

Loai 2 — Chién luoc

2: NOi béng gio

Khoéng dé cap truc tiép -May lanh nay co hoat dong

ma am chi dén dicu

can phan nan.

Loai 3: Bay to su kho chiu hodc khong hai long

Chién lugc 3: Bay

td su kho chiu

Chién luge 4: Dién

ta hau qua xau

Loai 4: Budc t01
Chién lugc 5: Bude

t0i gian tiép

Bay td su kho chiu cua

nguoi noi

Dién ta hau qua tiéu
cuc phat sinh tir mot
hanh dong ma nguoi
nghe phai chiu trach

nhiém

DPua ra 101 budce toi

gian tiép

khong vay?
-Facebook post should be

positive and kind. (US02_S1)

-Sao chi lai chen ngang hang
nhu vay?

-I'm not satisfied. (US29_S3).
-May di tré hodi. Tao sé khéng
lam bai chung voi may nita.

-1 will not be able to proceed
without your assistance.

(US30_S4)

-Sao ¢é dd én bai cho em rdt kj
ma diém thi ciia em van thap
nhu vay?

-There are a lot of people who

have been waiting here for a
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Chién lugc 6: Bude
t01 truc tiép

Loai 5: Ché trach
Chién lugc 7:

Trach mang ngam

Chién luoc 8:
Trach mang tuong

minh vé hanh vi

Chién luoc 9:
Trach mang tuong
minh vé con nguoi
Loai 6: Hanh vi diéu khién
Chién lugc 10: Pua

ra 101 yéu cau

Chién luoc 11: Pua

ra 101 de doa

Pua ra 101 budc toi

truc tiép

Thé hién su trach
mang mot cach c6 ngu

y.

Bay to su trach mang,
1én an vé mot hanh vi

mot cach ro rang
Bay t6 sy trach mang,
1én an mot ngud1 mot

cach rd rang

Pua ra yéu cau

be doa, dua ra mét toi

hau thu

very long time. (US49_S6)

-Anh lai giao sai hang roi?

-Néu ban dén diing gio hop
nhom thi toi da kip di lam thém
roi.

-1 have been waiting for your
response. (US33_S4)

-Con an uéng ma khéng don dep
gi hét?

-This behavior is unacceptable.
(US11_S2)

-Em lam bai kiém tra ma khéng

can thin gi hét viy.

-Con deo tai nghe vo.

-Chj o1, lam mon nhanh giup em
nhe.

-Go to another area. (US03_S2).
-Néu anh khéng tra 16i mail cia
toi ngay, toi sé bao cho Giam
doc do.

- Also, I will second a copy to
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the supervisor. (US42_S4).

Cac CL HP HVNNPN (tham chiéu Bang 2.4) duoc phan loai dya trén
khung phan loai dugc ap dung trong nghién ctru ctia Laforest (2002) va El-Dakhs
va Ahmed (2023). Khung phan loai do Laforest (2002, tr. 1065-1068) dé xuat da
xép loai cac CL HD HVNNPN thanh bdn loai, gdm c6: chdp nhdn loi phan nan,
chdp nhdn mét phan 161 phan nan, tir choi 16i phan nan V& khéng quan tém téi
loi phan nan. Trong nghién ciru cua El-Dakhs va Ahmed (2023), phién ban diéu
chinh van giit nguyén bén loai chinh nhu Laforest (2002) vi van ¢6 hiéu qua. Tuy
nhién, phién ban diéu chinh nay dd mé rong va bo sung thém cac CL con (sub-
strategies) dé phu hop hon véi dir lidu thyc té thu thap dugc. Trong nghién ciru
nay, theo khung phan loai cua EI-Dakhs va Ahmed (2023, tr. 19-20), cac CL Hb
HVNNPN dugc phan thanh bon loai véi 13 CL HD HVNNPN cuy thé nhu trong
Béang 2.4.

Bang 2.4
Khung phan loai cdc chién liwge hoi ddp hanh vi ngén ngit phan nén
Chién lwgc HP phan Giai thich Vi du

nan

Loai 1: Chap nhan 10i phan nan

Chién lugc 1: Thiranhdn  Ngudi bi phan nan chip -Dag, xin [6i chi.

trach nhiém nhan trach nhiém vé 161 -l apologize. (US42_S8)
phan nan va thtra nhan
16i.

Chién lugce 2: Bao chita ~ Ngudi bi phan nan dua  -Xin I6i nhe. Hom nay tao ngi
ra ly do bao chira cho quén.
vigc thuc hién hanh -I'm too busy. (US39 S10)
dong gay ra 101 phan
nan.

Chién lugc 3: Pong ¥ Nguoi bi phan nan thwra -Co sé doi thoi gian nop bai.
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thay d6i hanh vi

nhan hanh vi giy ra
phan nan va dong y thay

doi hanh vi do.

Loai 2: Chip nhan mot phan 16i phan nan

Chién lugc 4: Bién minh

Chién lugc 5: Hoi dap
thiéu nghiém tc dén 10i

phan nan

Chién luoc 6: Bé nghi

giai phap thay thé

Chién lugc 7: Dat ra cac
diéu kién chap nhan

trong tuong lai

Nguoi bi phan nan cho
rang minh ¢6 1y do chinh
dang dé hanh dong nhu

vay.

Nguoi bi phan nan phan
hdi lai bang cach cudi

hoac néi dua.

Nguoi bi phan nan dé
nghi nhitng cach giai
quyét thay thé cho hanh

vi gay ra phan nan.

Nguoi bi phan nan dét ra
mot diéu kién dé cu xu

khac di trong tuong lai.

-I’ll go to the back of the line.

(US07_S12)

-Gia hang cua shop em cao
mét chit nhung doi lai shop
em bdo dam chdt lwong hang
hoa.

-1 have many deadlines today.
(US08_S10)

-May biét tao chdm nhiw ria
roi ma.

-I’'m happy to meet you.
(US12_59)

-Em d6i mén hang khé&c cho
chi nhe.

Let’s set up a meeting and
talk through your concerns.
(US16_S9)

-Lan sau anh/chi ddt ban
triede thi quan em sé giiv chd
dep cho anh/chi.

-We will issue you a refund if
you send us pictures and also

specify the points for your
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Loai 3: Tir chdi 10i phan nan

Chién lugc 8: Phu nhan

161 phan nan

Chién lugc 9: Cong kich

nguoc lai

Chién lugc 10: Khong
thira nhan hanh vi dang

trach

Chién luoc 11: Tu chéi

tranh luan

Chién luoc 12: Chéi bo

trach nhi€ém

Nguoi bi phan nan phu
nhan hanh dong gay ra

phan nan.

Nguoi bi phan nan chi
trich hodc cao budc

nguoi phan nan.

Nguoi bi phan nan tu
chbi xem hanh vi gay ra
phan nan la dang trach,

thach thirc nguo1 noi.

Nguoi bi phan nan sé tur
chdi tranh tranh luin
hodc thao luan thém vé
161 phan nan.

Nguoi bi phan nan thira
nhan hanh dong gay ra
161 phan nan nhung né
tranh trach nhiém géy ra

161 phan nan.

dissatisfaction. (US16_S11)

-Diém bai kiém tra cia em
nhu vay la diing roi.

-This information is not false.
(US29_S7)

-Con khong co lam hu TV. Me
dirng dé 16i cho con,

-You must try harder. Try
your best. (US02_S9)

-Di tré ¢6 1 chut, dau cé gi
nghiém trong dau.

-Why do you think your grade
was too low? You were
marked carefully. (US15_S9)
-Néu may néi vdy thi tao mién
ban.

-Dé6 la quyét dinh cudi ciing
ciia cdp trén.

-Hang giao tré la do cao diém
dip Tét, shop em di cé ging
roi.

-Ban khong lién lac dwoc voi
t6i la do dién thoai toi bi hw

mdy ngay nay.
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Loai 4 — Chién lugc 13:  Ngudi bi phan nan van  -Shhhhh (US08_S12)
khong quan tam toi 101 im lang.

phan nan

2.5.1.2. Md héa dit liéu tir phéng vin

Dit liéu ghi 4m tir cac cudc phong van duoc chuyén ma tir ban ghi am, ghi
hinh thanh van ban (transcription). Sau do, cac doan ngir liéu c6 y nghia tuong
d6ng duoc phan loai va ma hoa theo cac chii dé khac nhau (thematic coding) dua
vao cac budc theo khuyén nghi cuia Braun va Clarke (2021). Cac budc thyc hién
theo khuyén nghi cua Braun va Clarke (2021) duoc tiép tuc thdo luan chi tiét
trong tiéu myc Phan tich dinh tinh.

2.5.1.3. Bdo ddam d¢ tin cdy ciia ma hoa div li¢u

D0 tin cdy cua viéc ma hoéa dir liéu dong vai tro cuc ky quan trong dbi voi
tinh xac dang va do tin cdy ciia két qua nghién ctru (Creswell & Creswell, 2023).
Vi thé, dé dam bao d9 tin cdy trong qua trinh ma hoéa dit liéu trong nghién ctru
nay, nhiéu phuong phap dugc ap dung mot cach nghiém tic, trong d6 bao gdbm
thuc hién quy trinh ma hoéa ro rang, cé su nhat quan va bao dam su déng thuan
giita nhig ngudi ma hoa (Creswell & Creswell, 2023). Cu thé, viéc ma hoa
duogc thyuc hién doc 1ap gitra hai ngudi ma hoa. Ngudi ma hoa thir nhat 13 tac gia
va nguoi ma hoa thir hai 1a mét giang vién dai hoc nguoi Viét Nam, duoc lua
chon dé kiém chung tinh chinh xac cua dit liéu. Nguodi ma hoa thit hai nay co
nang lyc st dung thanh thao cé tiéng Viét va tiéng Anh va c6 kinh nghiém hoc
tap va sinh song & My. Nguoi nay dong thoi cé kinh nghiém nghién ctru lién
quan linh vue ngon ngir hoc. Trudc khi thuc hién ma hoa, ngudi ma hoa thir hai
dugc tap huan vé khung phan loai cac CL lugc thuc hién va HP HVNNPN ciing
vai quy trinh m& hoa ap dung cho nghién clru nay.

Sau d6, mirc d6 dong thudn giira hai ngudi ma héa duoc kiém tra bang cach
stt dung phan mém Excel dé so sanh két qua ma hoa ctia hai ngudi ma hoa. Két
qua so sanh hai bd dir liéu ma hoa tir hai ngudi mi héa cé ty 1 gidng nhau 1a
92%. C4c truong hop bat dong trong qua trinh ma hoa dugc thao luan mot cach
can thin gitra nhitng nguoi ma hoa dé di dén thong nhat.

2.5.2 Phwong phap phan tich

Trong pham vi nghién ciru cua luan 4n, tic gia dit ra bén cau hoi nghién
ctru nhu da néu & phan trén.

1. Nguoi Viét Nam va nguoi My su dung cac chién luogc thuc hién va hdi
dap hanh vi ngén ngit phan nan nhu thé nao?

2. Viéc sir dung cac chién lugc thyuc hién va hoi dap hanh vi ngén ngit phan
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nan gitta ngudi Viét Nam va nguoi My c6 nhitng diém tuong ddng va khac biét
nao?

3. Hai bién t6 khoang céach xa hoi va quyén luc x4 hoi ¢6 mdi lién hé nhu
thé nao vai viée lya chon chién luge thuc hién va hdi dap hanh vi ngdn ngtr phan
nan cua nguoi Viét Nam va nguoi My?

4. Méi lién hé giira hai bién t6 khoang cach x hoi va quyén lyc x3 hoi véi
viéc lira chon chién luoc thyc hién va hdi dap hanh vi ngén ngir phan nan cua
ngudi Viét Nam va ngudi My ¢6 nhimg diém twong dong va khac biét nao?

Pé thu thap dir liéu nghién ctru, tac gia sir dung hai céng cu thu thap dit liéu
la DCT va phong van hoi tudng, dang ban cau trac; vi thé, tuong ing voi cac
cong cu duge str dung dé thu thap dir liéu gom c6 hai loai dir liéu bao gom dir
lidu tir cong cu DCT va dir liéu tir phong van hoi tudng.

Ngir li¢u sau khi duoc thu thap tir DCT, dugc danh gia va sang loc. Trudc
tién, cac ngilr li€éu khong phu hop voi tiéu chi dan tdc hoc bi loai bo vi du nhu dbi
v6i ctia nhom ngudi Viét Nam thi cac ngir lidu tir ngudi Viét Nam sinh song &
nudc ngoai nhu nude My bi loai trir hodc dbi voi nhém nguoi My thi ngir lidu tir
ngudi My khong noi tiéng Anh ciing bi sang loc. Tiép theo sau, cac ngir lidu chia
cac cau tra 101 khong hoan chinh hozc ndi dung khong phut hop véi cac tinh huéng
cling bi loai bo.

2.5.2.1 Phan tich dinh lugng

Sau qua trinh sang loc va ma hoa dir li€u, trude tién tac gia da lya chon su
dung phuong phéap phéan tich dinh lugng phu hop véi loai dir 1i€u thu thép duoc.
Cac phuong phap phan tich dinh luong duoc ap dung bao gdm phuong phap phan
tich théng ké mo ta, kiém dinh Chi-binh phuong va kiém dinh chinh xac Fisher.
Nhirng phuong phap nay dugc dp dung dé phan tich dir liéu dinh luong thu thap
tir DCT va d3 dugec ma hoa. Tat ca cac phan tich dinh lugng nay dugc thuc hién
bang phan mém IBM SPSS Statistics, version 27.

- Thong ké mé ta

Két qua phan tich thong ké mo ta tap trung vao ba chi s6 chinh: tan suat, ty
trong va ty 1¢ phén tram. Tan sudt 1a s6 1an xuét hién ctia mdi CL thuc hién va
HD HVNNPN hoic t6 hop CL. Ty trong (%) dugc tinh bang phan trim tan suit
xuét hién ctia mot CL hodc mét td hop CL cu thé trén téng s6 1an xuit hién cua
tat ca cac CL hodc to hop CL dugc ghi nhéan trong mot ngir canh cu thé. Chi sb
nay dugc st dung dé xac dinh mtrc do phé bién hodc wu tién cua mot CL hodc to
hop CL, qua d6 xéac dinh vai trd ciia nd trong tong thé.

Ty 1& phan trim (%) dugc tinh dya trén tan sudt xuét hién caa mot CL so
v6i tong s6 phan hoi thu thap dugc tir mdi nhém ngudi tham gia tra 16i DCT. Cu
thé, téng s6 phan hodi duge phan tich cho mdi nhom d6i véi mdi loai CL thyc
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hién hodc HD HVNNPN la N = 300. Pi véi phan tich vai tro cta cac bién t6
khoang cach xi hoi (D) va quyén luc xd hoi (P), tong s6 phan hoi cho mdi cip
d6 bién té (vi dy: D+, P-) 1a n=100. Phuong phap tinh ty 1& phan trim nay 13 cin
thiét dé dam bao viéc so sanh hop 1y, chit ché va mang tinh thuyét phuc cao. Do
mot ciu tra 101 (phat ngdn) trong mot tinh huéng cu thé ¢ thé chira déng thot
nhiéu CL, tong ty 1& phan trim cua tit ca cac CL dugc bao cdo trong cac bang s&
khong bang 100%.
- Kiém dinh Chi-binh phwong:

Kiém dinh Chi-binh phuong 14 phuong phap thdng ké suy luan nhim dé
xéac dinh xem liéu c6 mot mdi lién hé co y nghia thong ké giira hai bién dinh tinh
hay khong (Csomay & Crawford, 2024). Trong nghién ctru nay, dir li€u la cac
bién phan loai (categorical variables) & dang nhi phan vi thé theo Cohen va cong
su (2018), Kiém dinh Chi-binh phuong duoc xem xét 1a phuong phap phan tich
phtt hop & budc ban dau dé danh gia méi lién hé giira cic bién t6 khoang cach x4
hoi (D-, D=, D+) va quyén luc (P-, P=, P+) vdi viéc lya chon CL thuc hién va
HD HVNNPN cua nguoi Viét Nam va nguoi My.

Tuy nhién, trong qua trinh thyc hién Kiém dinh Chi-binh phuong d6i véi
cac CL thuc hién va HD HVNNPN theo cép d¢ clia cac bién t6 khoang cach xa
h¢i (D-, D=, D+) va quyén lyc (P-, P=, P+), két qua cho thdy rang mot s6 CL
dugc sir dung voi tan suat thap. Cu thé, trong cac bang chéo (cross-tabulations),
cac 6 co tan sb ky vong (expected frequencies/ expected count) nhé hon 5 chiém
ty 1€ trén 20%. Theo Cohen va cong su (2018), trong trueong hop nay, gia tri p-
value cua Kiém dinh Chi-binh phuong c6 thé khong hoan toan hop 1é va khdng
dang tin cdy dé dua ra két luan vé ¥ nghia thong ké.

- Kiém dinh chinh xac Fisher:

Dé dam bao tinh chat ché va do tin cay cua cac két luan théng ké suy luan,
luan 4n tiép tuc sir dung kiém dinh chinh xéac Fisher boi vi kiém dinh chinh xac
Fisher dic biét phu hop trong nhiing trudng hop cac mau nho hoic khi gia dinh
tan sb ky vong bi vi pham, khéc phuc han ché cua kiém dinh Chi-binh phuong
(Field, 2024). Vi vay, nghién ciru nay uu tién bao cdo gia tri p tir kiém dinh chinh
xac Fisher dé dua ra cac két luan vé mdi quan hé c¢6 ¥ nghia thong ké.

Bén canh d6, dé cung cép cai nhin toan dién vé mdi lién hé cua cac bién td
xa hdi véi viée chon lya cac CL, nghién ctru ciing bdo cdo ca gia tri théng ké Chi-
binh phuong (x?) ciing véi bac tu do (df) nhu mot chi sé6 mo ta vé su chénh léch
gifra tin sd quan sat va tan s ky vong (Cohen va cong su, 2018; Field, 2024).
Dong thoi, hé s Cramer’s V vé kich thudc hiéu tmg (effect size) duoc st dung
dé dinh lugng d6 manh cua mdi lién hé gitra cac bién tb xa hdi voi viée lua chon
c4c CL va bo sung cho két luan vé y nghia thong ké (Cohen, 1988; Field, 2024).
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Theo qui udc ctia Cohen (1988), dd 16n cua chi s6 Cramer's V dugc phan loai
theo cac mirc do sau: 0,00 — 0,10: mdi quan hé yéu (kich thudc hiéu tng nhd),
0,10 — 0,30: mdi quan hé vira phai (kich thudc hiéu trung binh), 0,30 — 1,00: mdi
quan hé manh (kich thudc hi¢u tng 16m).

Tém lai, d6i véi phan tich dinh luong, nghién clru nay trude tién dya trén
phan tich théng ké mé ta voi phan phdi tan suét, ty trong va ty 16 phan trim cac
CL. Sau d6, két luan vé y nghia théng ké dwa trén gid tri p (p-value) cia Kiém
dinh chinh xéac Fisher, va d6 16n ciia méi lién hé duoc dinh luong bang chi sb
Cramer’s V.

2.5.2.2 Phén tich dinh tinh

Phuong phéap phan tich chil d¢, dua trén cac khuyén nghi cua Braun va
Clarke (2021), dugc sir dung dé nhan dién va phan tich cac chu dé trong dit liéu
dinh tinh thu thap dugc tir phong van hdi tuong. Muc tiéu ciia phuong phap phan
tich chii dé nay 1a nham cung cap nhiing hiéu biét sau sic va toan dién hon vé
d6i tugng nghién ctiru (Guest va cong sy, 2012) boi vi két qua tir phan tich chil
dé dong vai tro bo sung cho két qua phan tich dinh luong va giup khac phuc han
ché cua phan tich dinh luong. Bén canh do, dé dam béo su phong phu cua dit liéu
dinh tinh, cac chu dé khac c6 thé phat sinh tir dit liéu thyuc té. Phuong phap phan
tich nay cho phép tac gia c6 thé dién giai cac két qua phan tich dinh luong mot
cach thoa dang va bao quat hon. Vi thé, phuong phap phén tich cha dé trong luan
an nay ap dung cach tiép can két hop gitta phuwong phap dién dich (deductive) va
quy nap (inductive), phu hop véi thiét ké nghién ctru hdn hop giai thich tuan ty
cua luan an. Qui trinh phéan tich nay dugc thuc hién theo cac budc, co ban dua
theo khuyén nghi cia Braun va Clarke (2021). Dit liéu ghi am, ghi hinh cta
phong van hoi tudng, sau khi dugce chuyén thanh vin ban, thi duwge ma hoa chi
tiét. Cac ma hoa ban dau dugc tao ra dyua trén cac cau hoi nghién ctru va khung
ly thuyét. Bén canh do6, cac ma hoda khéc, co6 lién quan dén cac khai niém chinh
cua ludn an, cling dugc tao ra.

Céc chu dé chinh dugc xac dinh trong budc nay, dua trén cac cau hoi nghién
ctru va khung 1y thuyét, bao gdm:

-Chu dé 1: Nhén thirc va quan diém vé CL thyc hién va HD HVNNPN. Chu
dé nay tap trung vao cach thirc ngudi Viét Nam va ngudi My lua chon cac CL
hiéu qua va phu hop khi thyc hién va HD HVNNPN. Bén canh d6, quan diém vé
lich su va chuan muc x3 hoi lién quan dén viéc lua chon CL thyuc hién va HD
HVNNPN ctia nguoi Viét Nam va ngudi My cling dugce xem xét.

-Chu dé 2: Anh huong cua bién td khoang cach xa hoi dén lya chon CL
thuc hién va HD HVNNPN. Chu dé nay tim hiéu va dién giai cach nguoi tham
gia phong van diéu chinh viéc lya chon CL theo cac murc d6 vé khoang cach xa
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hoi khac nhau.

-Chu dé 3: Anh huong cia bién td quyén luc dén lya chon CL thuc hién va
HD HVNNPN. Chu dé nay ciing nhdm lam sang to cach ngudi tham gia phong
van nhan thirc va diéu chinh CL trong cac bbi canh quyén lyc khéac nhau.

Céc chu dé khéc ciing duoc phat hién trong budc ndy, vi du nhu 1y do két
hop cac CL, dinh hudng giai quyét vin dé va cach giam thiéu de doa thé dién cua
nguoi Viét Nam.

Sau d0, cac ma hoa duoc sip xép theo ba chii dé chinh da dugc xac dinh.
Céc ma héa phat sinh méi tir dit lidu ciing dugc nhom lai dé hinh thanh céc chu
dé con dudi mdi chu dé chinh. Tiép theo, cac chu dé nay dugc xem xét va diéu
chinh dé bao dam rang cac chii dé nay bam sat va tra 10i duoc cac cau hoi nghién
ctru. Cubi cuing, cac trich dan truc tiép tir dir liéu phong van duoc st dung dé
minh hoa, giai thich va bo sung cho cac phat hién tir két qua théng ké.

2.6. Khung phan tich

Khung phén tich ap dung cho Iuan an nay duoc xay dung dya trén CAC muc
tiéu nghién ctru va co so 1y thuyét da duogc trinh bay. Khung phan tich nay duoc
st dung cho qua trinh mé hoa dir liéu, thuc hién phan tich thong ké va di chiéu
c4c két qua nghién ctru (tham chiéu Bang 2.5). Khung phén tich nay dam bao
tinh nhat quan va chit ché trong viéc xir 1y dir liéu hdn hop, qua d6 cho phép
phén tich CL thyc hién va HD HVNNPN cua nguoi Viét Nam va nguoi My va
lam rd mbi lién hé c6 ¥ nghia théng ké cia cac bién té khoang cach xa hoi va
quyén luc xa hoi.
Bang 2.5
Khung phén tich

Yéu to phan tich Phuwong phap phéan tich Trich din ngudn

CL thyc hién Thong ké mé ta, Kiém dinh Chi-binh Piéu  chinh tur
HVNNPN phuong; Kiém dinh chinh xac Fisher; Trosborg (1995)
Chi s6 Cramer’s V
CL HD HVNNPN  Théng ké mé ta, Kiém dinh Chi-binh Piéu  chinh  tir
phuong; Kiém dinh chinh xac Fisher; Laforest (2002) va
Chi s6 Cramer’s V El-Dakhs & Ahmed
(2023)

Khoang cach Xa hoi Thdong ké mé ta, Kiém dinh Chi-binh Brown va Levinson
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phuong; Kiém dinh chinh xac Fisher; (1987), Cohen
Chi s Cramer’s V (1988)

Quyén luc Xahoi  Théng ké mé ta, Kiém dinh Chi-binh Brown va Levinson

phuwong; Kiém dinh chinh xac Fisher; (1987), Cohen
Chi s Cramer’s V (1988)
Quan diém, nhén Phan tich theo chu dé Braun va Clarke
thirc va dién gidi ctia (2021)
nguoi tham gia
phong van
Sy twong dong va Phuong phép ddi chiéu Krzeszowski (1989)
khac biét

2.7. Phwong phap doi chiéu

Trong luan an nay, phwong phap d6i chiéu dugc sir dung dé nghién ciru tim
ra sy turong déng va khac biét vé cac CL thuc hién va HD HVNNPN duoc nguoi
Viét Nam va nguoi My st dung, va dac biét 1a dudi su chi phéi cta hai bién t6
x4 hoi bao gébm khoang cach xi hoi va quyén luc xa hoi. Quy trinh ddi chiéu
duoc thuc hién theo ba budc chinh bao gém md ta, ddi chiéu va phan tich
(Krzeszowski, 1989).

Budoc mot: Mo td

Muc tiéu cua budc nay la hé théng va mo ta chi tiét cac CL thyuc hién va
HD HVNNPN ctia ngudi Viét Nam va nguoi M. Dau tién trong budc nay 1a xac
dinh don vi phan tich trong luan 4n nay goém c6 cic CL thuc hién va HD
HVNNPN cung vé6i hai bién t6 x3 hoi 1a khoang cach x4 hoi va quyén luc x3 hoi.
Sau d6, cac CL va cac xu hudng Iua chon CL cua tirng nhém nguoi Viét Nam va
ngudi My dugc md ta mot cach chi tiét thong phan tich thong ké mé ta ciing nhur
nhan thic va quan diém cta timg nhom dugc mo ta thong qua phan tich dinh
tinh. Budc nay 1a khau quan trong ctia phuong phap ddi chiéu boi vi “két qua
miéu ta khoa hoc, nhat quéan la tién dé cho su ddi chiéu chinh xéc, hiéu qua” (Lé
Quang Thiém, 2008, tr. 25).

Buéc hai: Déi chiéu

Sau khi cac CL thuc hién va HD HVNNPN cua nguoi Viét Nam va nguoi
My§ dugc mé td mot cach chi tiét va co hé théng, budc tiép theo la dat chung canh
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nhau va thiét 1ap tiéu chi dbi chiéu dé so sanh. Phuong phap d6i chiéu trong luan
an 1a sy két hop hai thi phap chinh: “so sanh chung” dé xac dinh cac diém twong
ddng va “so sanh d6i lap” dé xac dinh cac diém khéac biét (Lé Quang Thiém,
2008, tr. 24). Trong pham vi luan an ndy, tiéu chi ddi chiéu duoc thiét lap dua
trén c&c CL thyuc hién va HD HVNNPN duogc phan loai va ma hoa theo cuing mot
khung phan loai thong nhét (tham chiéu Bang 2.3 va 2.4) cing vdi cac bién t6
khoang cach xi hoi va quyén lyc x3 hoi.

Buwdéc ba: Phan tich va thdo lugn

Céc diém tuong dong va khac biét dugc xac dinh théng qua ddi chiéu cac
két qua phan tich dinh luong va dinh tinh.

- Phan tich dinh luong:

Két qua thong ké mé ta bao gdm phan bd tan sudt xuat hién va ty 18 phan
tram duoc sir dung cia timg CL duoc dung dé so sanh ddi chiéu vé mic d6 phd
bién cia timg CL.

Kiém dinh théng ké bao gdm Kiém dinh Chi-binh phwong va Kiém dinh
chinh xéac Fisher duoc sir dung dé xac dinh xem sy khéc biét vé tan suit sir dung
cac CL giita ngudi Viét Nam va ngudi My c6 ¥ nghia théng ké hay khong.

- Phan tich dinh tinh:

Phan tich chirc nang nglr dung ctia cac CL: Nghién ctru phan tich cac dir
lidu tir phong van hdi tudng nham hiéu 16 hon cach cac CL dugc sir dung nhu
thé nao va nhiing 1y do ding sau cua viéc str dung cac CL do.

Phén tich cach thic cac bién td quyén luc xa hoi va khoang cach xa hoi co
anh hudéng dén su lwva chon cac CLthyc hién va HD HVNNPN cua nguoi Viét
Nam va nguoi My.

Céc phat hién tir phan tich dinh lwong va dinh tinh duoc so sanh va dbi
chiéu dé xac dinh cac diém twong dong va khac biét. Cac diém twong dong va
khac biét duoc thao luan va giai thich dya trén khung 1y thuyét nhu 1y thuyét lich
su ctia Brown va Levinson (1987), cac chiéu vin hoa cuia Hofstede va cong sy
(2010) va cac dic trung trong van hoa giao tiép ctia nguoi Viét Nam theo Tran
Ngoc Thém (1996, 1999) va nguoi My theo Hall (1989).

2.8. Dao durc nghién ciru

Viéc x4c 1ap va tuan thi cic nguyén tic dao dic nghién ctru 13 mot yéu cau
can thiét dé bao dam tinh 1iém chinh, do tin cdy va trach nhi¢m xa hoi cia moi
cong trinh nghién ctru. Theo Cohen va cong sy (2018), mdt trong nhitng muc
dich co ban cta dao dtrc nghién ctru 13 nham bao vé quyén loi va sy ton trong ddi
v6i ngudi tham gia nghién ciru. Trong nghién ctru ndy, hai nguyén tic co ban cta
dao dirc nghién ciru duge xac 1ap bao gom bao vé quyén loi c4 nhan cta ngudi
tham gia nghién ctru trong qua trinh thu thap dir liéu va ddm bao tinh khoa hoc
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khach quan trong xtr 1y va trinh bay dir liéu.

Qua trinh thu thap dir liéu trong luan an nay dugc thuc hién vai cac nguyén
tic dao dirc nghién ctru nhu sau:

-Nguyén tic dong thuan va tu nguyén tham gia: Trudc khi tham gia qua
trinh thu thap dit liéu véi DCT va phong van hoi tuong, nguoi duge moi tham
gia thu thap dit liéu duoc cung cip thong tin mot cach day da va minh bach vé
luan 4n nhu tén, muc dich nghién ctru va nguoi thyc hién luan an. Quyén cua
ngudi tham gia nghién ciru cling duoc giai thich 1d rang, bao gdm quyén ty
nguyén tham gia va rat lui ma khong chiu bat ky hau qua nao, quyén cho phép
ghi 4m ghi hinh trong qué trinh phong van. Tat ca quyén nay ciia ngudi tham gia
nghién ctru duoc thé hién trong phan 1 caa DCT, email moi phong van va tuyén
b6 ghi 4m/ ghi hinh truéc khi phong van.

- Nguyén tic bao mat va 4n danh: Téac gia cam két rang tat ca thong tin ma
ngudi tham gia cung cip bao gom dit liéu tir DCT va phong van déu dugc giit bi
mat va chi dung cho muc dich nghién ctru. DCT duéi dang Google Form khong
yéu cAu nguoi tham gia nghién cru dang nhap bang tai khoan (tham gia an danh)
va khong luu lai bat ky thong tin ca nhan nao cta ngudi dung tai khoan (Google
account user). Ngudi tham gia duoc ma hoa bang mot ma duy nhat va duoc st
dung trong bao cdo két qua nghién ctru. Dit liéu nhan khau hoc vé gidi tinh, do
tudi va nghé nghiép dwoc thu thap nham muc dich sang loc va dam bao tinh dai
dién cua mau.

Qua trinh xir 1y va trinh bay dit liéu ciing tuan tha nguyén tac dam bao tinh
khoa hoc khach quan. Két qua ctia cac phuong phap thong ké duoc bao cdo trung
thuc, bao gém ca cac han ché, vi du nhu viéc lya chon kiém dinh chinh xac Fisher
dé khac phuc han ché ciia kiém dinh Chi-binh phuong khi gia dinh vé tan s ky
vong bi vi pham. Pao dic nghién ctru con dugc thé hién qua viéc trinh bay cac
han ché cua nghién ctru mot cach trung thuc khi duoc nhan ra va viéc trich dan
day du cac ngudn tham khao.

2.9. Tiéu két chwong II

Chuong II da trinh bay phuong phép luén dugc ap dung trong luan an nay
mot cach chi tiét. Trong ludn 4n ndy, phuong phap nghién ciru hdn hop voi thiét
ké giai thich tudn tu duoc stir dung nhim ning cao do gia tri va dam bao tam giac
dac trong nghién cuu.

Qua trinh tuyén chon nguoi tham gia nghién ciru va phuong phép thu thap
dtr liéu, bao gém viéc thiét ké cac cong cu thu thap dir liéu nhu DCT va phong
van hdi tudng ban ciu tric da duoc mo ta va giai thich mét cach rd rang.

Trong chuong II, khung phén loai cac CL thyc hién HVNNPN duoc diéu
chinh va 4p dung tir khung phan loai ctia Trosborg (1995). Theo khung phéan loai
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nay, cac CL thuc hién HVNNPN duogc phan loai thanh sau loai véi muoi mot CL
thuc hién HVNNPN cu thé. Cac CL HD HVNNPN dugc phan thanh bon loai véi
13 CL HD phan nan, dua trén nghién ctru ctia Laforest (2002) va El-Dakhs &
Ahmed (2023).

Céc phuong phap thong ké dinh lwong nhu théng ké mé ta (tan suét, ty 18
phan tram), kiém dinh Chi-binh phuong va Kiém dinh chinh x4c Fisher, cung véi
hé s6 Cramer’s V, d3 duoc ap dung dé x4c dinh céc xu huong va mbi lién hé co
y nghia théng ké. Phuong phap phan tich chu dé& dbi v6i dir liéu phong van da
dugc thuc hién nham cung cip nhitng hiéu biét chi tiét va toan dién hon. Phuong
phap d6i chiéu duoc thyc hién theo ba budc: mé ta, dbi chiéu va phan tich, nham
xac dinh nhitng diém tuong dong va khac biét. Cudi cung, cac nguyén tic vé dao
dtrc dugc xéc lap va thuc hi¢n trong nghién ctru dugc trinh bay.
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CHUONG 111
PHAN TICH VA POI CHIEU CHIEN LUQC THU'C HIEN VA HOI
PAP HANH VI NGON NGU PHAN NAN CUA NGUOI VIET NAM
VA NGUOI MY
3.1 Din nhip

Chuong Ill tap trung tra 161 cau hoi nghién ctru s6 1 va sé 2. Chuong nay
trinh bay két qua phan tich va déi chiéu cac CL thyuc hién va HD HVNNPN cua
nguoi Viét Nam va ngudi My. Muc tiéu ctia chuong nay 1a nhan dién va hé théng
hoéa cac xu hudng lya chon CL thuc hién va HD HVNNPN, lan luot d6i voi ngudi
Viét Nam va nguoi My. Ludn an nhan dién, phan tich va 1y giai nhiing tuong
dong va nhiing khac biét dic thu trong viéc lwa chon CL giita hai nhom ngudi
Viét Nam va nguoi My. Qua do, nhitng phat hién trong chuong nay 1a co sé cho
viéc phan tich sau hon vé mdi lién hé cta cac bién té xa hoi & chuong tiép theo.

Khung 1y thuyét duoc sir dung dé 1y giai cho sy lya chon CL cila nguoi Viét
Nam va nguoi My trong chuong nay dua trén 1y thuyét lich sy cia Brown va
Levinson (1987), cic khai niém vé hanh vi de doa thé dién lién quan dén
HVNNPN ctia Trosborg (1987, 1995), cac chiéu van hoa cua Hall (1989) va
Hofstede va cong su (2010), cac dic diém trong van hoa giao tiép cuia ngudi Viét
Nam theo Tran Ngoc Thém (1996, 1999), Pham Thi Hong Nhung (2008) va cta
nguoi My theo Hall (1989) va Stewart va Bennett (1991).

Noi dung ctia chwong 111 1an luot phan tich chi tiét va hé thdng cac CL thuc
hién va HD HVNNPN ciia nguoi Viét Nam va sau d6 1a ciia nguoi My. Cudi
cung, chuong nay phan tich va déi chiéu tim ra nhitng diém twong dong va dic
biét chi ra nhitng khac biét c6 y nghia théng ké giita nguoi Viét Nam va ngudi
My trong vi¢c lua chon cac CL nay.

3.2 Chién hroe thye hién va héi dap hanh vi ngoén ngir phan nan ciia nguoi
Viét Nam

3.2.1 M ti khai quat cac chién lwgc thye hién hanh vi ngén ngir phan nan
cua nguwoi Viét Nam

Két qua thong ké mo ta voi cac chi s6 tin suat xuat hién va ty 1¢ phan tram
cua CL thuc hién HVNNPN cua nguoi Viét Nam dugce trinh bay trong Bang 3.1,
cung cAp mot cai nhin tong quan va chi tiét vé viéc lwa chon cac CL thuc hién
HVNNPN ciia ngudi Viét Nam. Sau khi phan tich 300 phat ngon vé HVNNPN
ctia nguoi Viét Nam (N = 300) trong séu tinh hudéng ciia DCT, két qua cho thay
rang tong sb 1an xuat hién cua tit ca cac CL ma ngudi Viét Nam sir dung 12 510
luot. Trong sb cac CL duoc ghi nhan, CL CI10: Pua ra l6i yéu cau 1a CL thuc
hién HVNNPN duogc nguoi Viét Nam sir dung nhiéu nhat, véi tin suit xuét hién

67



tan suat = 227 lugt (ty 1é phan trim=75,7%). Tiép theo sau 1a CL C3: Bay 16 sw
khé chiu (tan suat = 73, ty 1& phan trim = 24,3%) va CL C6: Budc tdi truc tiép

(tAn suat = 53, ty 1& phan trim=17,7%).
Bang 3.1

Phan bo tan suat xudt hién va ty I¢ phan tram cdc chién luoc thuc hién hanh vi

ngoén ngit phan nan cua nguoi Viét Nam (N = 300)

M4 Ty 1é phan
| , . Tymwong
chién Tén chién lugc Tan suat (f) tram
(%)
luoc (%)
C1 Tt bdé phan nan 12 2,4 4.0
C2 Noi bong gid 28 55 9,3
C3 Bay t6 su kho chiu 73 14,3 24,3
C4  Dién ta hau qua x4u 21 41 7,0
C5  Budc toi gian tiép 25 49 8,3
C6  Budc toi tryc tiép 53 10,4 17,7
C7  Trach ming ngim 22 43 73
Trach mang tuong minh vé
C8 19 3,7 6,3
hanh vi
Trach méng tuong minh vé
C9 14 2,7 4,7
con nguoi
C10 Dua ra 161 yéu ciu 227 445 75,7
C11 Pua ra 101 de doa 16 3,1 5,3
Total 510 100% 170%

Céc CL thyc hién HVNNPN dugc nguoi Viét Nam st dung ¢ mire d6 trung
binh v&i tan suat xuat hién va ty 1¢ phan trim gan twong dwong nhau, khong khéc
biét 1on bao gém chién luge C2: NGi bong gio (tan suat = 28, ty 1 phan trim =
9,3%), C5: Budc téi gidn tiép (tan suat = 25, ty 18 phan tram = 8,3%), C7: Trach
mdng ngdm (tan suat = 22, ty 18 phan traim=7,3%) va C4: Dién td hdu qud xdu

(tan suat = 21, ty 1 phan tram = 7,0%).
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Bén canh d6, Bang 3.1 con cho thiy nguoi Viét Nam né tranh sir dung céac
CL thyc hién HVNNPN mang tinh dbi dau va truc tiép v61 do nghiém trong cao
nhim dua ra mot phan xét hay 1én an truc tiép mot hanh vi hodc ca nhan ngudi
bi phan nan, hodc nghiém trong hon la dua ra 161 de doa nham quy trach trach
nhiém cho nguoi bi phan nan. Cu thé, cac CL thuc hién HVNNPN duoc st dung
v6i tan sudt rat thap gdm c6 CL C9: Trdach mdng tuwong minh vé con nguwoi (tin
suat = 14, ty 18 phan trdim = 4,7%), C11: Dua ra loi de doa (tan suit = 16, ty 18
phan trim = 5,3%) va C8: Trdch mdng twong minh vé hanh vi (tan suat = 19, ty
1¢ phan trim = 6,3%).

Dit liéu trong Bang 3.1 cho thdy CL CI: Tir b6 phan nan c6 tan sut sir
dung thap nhét (tan suat = 12, ty 1& phan trim = 4,0%), chung to day 1a mot lya
chon khéng duoc uu tién trong giao tiép ctia ngudi Viét Nam. Su lya chon nay
cho thiy rang khi gip phai su khong hai long, ngudi Viét Nam c6 xu hudng it
khi chon cach im ling hodc bo qua van dé. Thay vao do, ho thudng sir dung cac
CL khac dé thuc hién HVNNPN nham giai quyét tinh hudng.

Mt sb vi du vé cac CL thuc hién HVNNPN phé bién cua nguoi Viét Nam
tur dir li¢u thu thap duoc béng DCT nhu sau.

-Chién luge C10: Pua ra loi yéu cau : Con mé nhé lai dé cha lam viée.

(VNO3_S2)

-Chién lwgc C3: Bay 6 sw khé chiu: Minh rdt that vong vi diéu nay.
(VN22_S6)

-Chién lugc C6: Budc tdi truc tié}): Hang cua ban khong nhu mo ta.
(VN27_S5)

Theo phén tich két qua théng ké mo ta & trén, xu hudng ndi bat trong viéc
lga chon CL thyc hién HVNNPN cua nguoi Viét Nam 1a né tranh sir dung cac
CL mang tinh d6i dau tryc tiép va cong kich ca nhan, nham truc tiép vao hanh vi
hodc con ngudi ciia ngudi bi phan nan, vi du nhu cac CL C8: Trdch mdng tuong
minh vé hanh vi, C9: Trdch mdng twong minh vé con ngwoi va C11: Pua ra loi
de doa. Viéc han ché s dung cic CL niy cho thdy ngudi Viét Nam c6 mong
mudn giam thiéu murc d¢ de doa thé dién va duy tri sy hoa hop trong giao tiép xa
hoi boi vi HVNNPN duge xem 1a mot hanh vi de doa thé dién (Brown &
Levinson, 1987; Trosborg, 1995). Bén canh d6, ngudi Viét Nam ciing thé hién
su wu tién cach tiép can mang tinh xay dung vé6i viec CL C10: Pua ra 16i yéu
cau duoc str dung véi ty 18 phan traim cao nhat (75,7%). Piéu nay chimg to khi
thue hién HVNNPN, nguoi Viét Nam thé hién sy vu tién tim kiém giai phap cho
van dé thay vi bay t6 su kho chiu. Dit liéu phong van dinh tinh di 1am rd thém
diéu nay. Mot nguoi tham gia phong van (VN_I06) nhan manh rang van dé dugc
giai quyét mot cach hiéu qua 1a quan trong, chir khong phai dé bay t6 sy kho chiu.
Nguoi ndy (VN_I06) néi rang: “...quan trong la muc dich cudi ciing ciia minh,
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la van dé dweoe gidi quyét mot cach hiéu qud. Chir khéng phai muc dich cudi ciing
ciia minh la dé t6 ra khé chiu véi nguoi doi dién véi minh.” va “ding nhiing 1o
cau c6 hodc la trach méc véi nhau, diéu d6 né khong gidi quyét dwoc vin dé”.

Céac phat hién vé viéc nguoi Viét Nam ua chudong cac CL thyc hién
HVNNPN c6 mirc d6 de doa thé dién thap va né tranh cac CL c6 tinh cong kich
cao co sy twong dong dang ké véi két qua nghién ctru ciia Nguyén HO Hoang
Thuy (2016). Cac phat hién nay pht hop v6i quan diém vé phép lich sy trong vin
héa Viét Nam von dé cao su té nhi va coi trong sy hoa thuan (Pham Thi Héng
Nhung, 2008; Tran Ngoc Thém, 1999; Lé Phtc Thién, 2013). Tuy nhién, lun an
nay ghi nhan mot khac biét nho vé thir tir vu tién cac CL cu thé so véi nghién
ctru ciia Nguyén H6 Hoang Thuy (2016). Trong nghién ctru cia Nguyén HO
Hoang Thuy (2016), CL Buoc toi “accusation” dugc ngudi Viét Nam su dung
nhiéu nhat (20,1%), va sau d6 1a CL bdy 16 sw khé chiu “expression of annoyance
or disapproval” (17,7%). Trong luan an nay, cac CL thudc loai “budc t4i”
(accusation) bao gom C5: Budc téi gidn tiép va C6: Budc t6i truc tiép ciling 1a
nhimg CL phd bién, nhung ding sau CL C10: Pua ra loi yéu cau va C3: Bay t6
su kho chiu.
3.2.2 Két hop cac chién hrge thue hién hanh vi ngdn ngir phan nan cia nguoi
Viét Nam

Két qua thong ké mo ta trong Bang 3.1 cho thay tong sd lugt st dung céac
CL thuc hién HVNNPN cua nguoi Viét Nam 1a 510 lugt trén 300 phat ngdn. Nhu
vay, trung binh mdi phat ngon ctia ngudi Viét Nam chira nhiéu hon mot CL (1,7
CL/ 1 phat ngdn). Diéu nay chimg té nguoi Viét Nam c6 xu hudng st dung két
hop nhiéu chién lugc trong mot phat ngdén. Trong pham vi ludn 4n nay, viéc st
dung nhiéu CL don 1é khac nhau trong cting mot phat ngon duogc goi 1a to hop
CL. Két qua phan tich 300 phat ngdn lién quan dén CL thuc hién HVNNPN cua
nguoi Viét Nam, dugce thu thap to DCT (tham chiéu Bang 3.2) chi ra rﬁng co
téng cong 42 to hop CL thyc hién HVNNPN khac nhau da dugc nguoi Viét Nam
sir dung, v6i tong s6 tan suat xuat hién 1a 163 lan. Céc t6 hgp CL nay dugc phan
loai thanh nhoém, dugc goi 13 bdn loai hinh t6 hop nhu duge trinh bay trong Bang
3.2. Theo Bang 3.2, loai hinh t6 hop cac CL thuc hién HVNNPN pho bién nhat
14 loai hinh t6 hop hai CL, véi 124 lugt sir dung (s6 lwong t6 hop = 22, ty trong
= 52,4%). Loai hinh t6 hop it dugc sir dung nhét 1 loai hinh t6 hop sau CL, chi
xuét hién mét lan duy nhét (sé) luong to hop=1, ty trong=2,4%), dugc thuc hién
trong tinh hudng 4: Nhan vién phan nan véi cap trén vé viéc cham tra 151 email
cong viée. Két qua nay cho thdy nguoi Viét Nam c6 xu hudng sir dung nhiéu loai
hinh t6 hop CL khac nhau khi thie hién HVNNPN, thay vi chi dung mot CL don
1é. Két qua nay phan anh sy phong pht va da dang trong cach ngudi Viét Nam
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két hop cac CL thyc hién HVNNPN, tao thanh nhiéu loai hinh t6 hgp CL khac
nhau.

Bang 3.2

Phdn bé céc loai hinh t6 hop cdc chién luoc thuc hién hanh vi ngon ngit phan
nan cia nguoi Viét Nam

Loai hinh t6 hop S6 luong t6 Ty trong (%) Tan suat
hop

Loai hinh t& hop 2 chién lugc 22 52,4 124

Loai hinh t6 hop 3 chién lugc 14 33,3 33

Loai hinh t6 hop 4 chién lugc 5 11,9 5

Loai hinh t6 hop 6 chién lugc 1 2,4 1

Total 42 100,0 163

Trong sd tat ca cac to hop CL duoc ghi nhan, Bang 3.3 trinh bay mot s t6
hop duoc st dung phé bién v&i tAn suit cao vuot troi. Vi 29 1an xuit hién, chiém
9,7% trong tong sd cac phat ngdn phan nan cia ngudi Viét Nam (N = 300), t6
hop C3 + C10: Bay 16 su khé chiu + Pua ra 16i yéu cau trd thanh td hop phd
bién nhét, duoc nguoi Viét Nam ua thich st dung khi thuc hién HVNNPN. Sau
t6 hop C3 +C10 , t6 hop C6 +C10 1 t6 hop phd bién dimg thir hai v6i 23 1an
xudt hién, chiém 7,7% trong céac tinh huéng phan nan cua ngudi Viét Nam.
Bang 3.3
Cdc 16 hop cdc chién lwoc thwe hién hanh vi ngén ngit phan nan phé bién ciia
nguoi Viét Nam

Ma t6 hop T6 hop céc chién lugc Tan suat Ty 18 phan
tram (%)

C3 +C10 Bay t6 su kho chiu + Pua ra 1i yéu cau 29 9,7

C6 +C10 Budc t6i truc tiép + Pua ra 10i yéu cau 23 7,7

C5 +C10 Budc t0i gian tiép + Pua ra 16i yéu cau 14 4,7

C7+C10 Trach mang ngam + Pua ra 101 yéu cau 10 3,3
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C3+C6 +C10 Bay to sw kho chiu + Budc t9i truc tidp + 9 30
Pua ra 101 yéu cau
C2 +C10 N6i bong gid + Pua ra 101 yéu cau 8 2,7

C4 +C10 Dién ta hau qua x4u + Dua ra 101 yéu cau 8 2,7

Bang 3.3 con cho théy khi thyc hién hanh vi phan nan, nguoi Viét Nam vu
tién két hop CL C10: Pua ra loi yéu cdu cing véi mot CL khéc, c6 thé 1a mot
CL gian tiép, it de doa thé dién vi du nhu vdi C2: N6i bong gi6 (trong t6 hop
C2+C10) hoac véi mot CL truc tiép mang tinh de doa thé dién cao, vi du nhu véi
C6: Budc ti truec tiép (trong t6 hop C6+C10). Hon thé nira, ngudi Viét Nam con
két hop linh hoat CL C10: Puwa ra l6i yéu cau dong thoi véi ca hai loai CL: truc
tiép (de doa thé dién cao) va gian tiép (mang tinh de doa thé dién thap), vi du
trong t6 hop C3 +C6 +C10.

-T6 hop C3 + CI0: Bay t6 sir khé chiu + Pua ra 101 yéu cdu:

T6 hop C3 +C10 1a sy két hop gitta mot CL luoc gian tiép, it de doa thé
dién (C3: Bay t6 suw khé chiu) véi mot CL truc tiép, mang tinh de doa thé dién
cao (C10: Puwa ra 167 yéu cdu). Su két hgp nay phan dnh mot cach tiép can nhe
nhang hon trong viéc phan nan cia nguoi Viét Nam.

Vi dy: trong tinh hudng 6: phan nan vé viéc chen ngang hang noi cong cong

-Té6i lwot cia t6i, t6i cho da lau. Ban vui long xép hang nhw moi nguoi.
(VNO6_S6)

Trong phéat ngon cua VNO6_S6, ngudi noi thé hién sy khong hai long ciia
minh nhung theo cach gian tiép va sau d6 yéu cau nguoi nghe thay dbi hanh vi.

- T6 hop C6 + CI10: Bujc t6i triee tiép + Pua ra 161 yéu cau:

Trong t6 hop CL ndy, CL C6: Budc tdi triee tiép cho thdy nguoi phan nan
cdo budc nguoi bi phan nan da thuc hién hanh vi sai trdi mot cach ro rang va
manh mé¢, trong khi CL C10: Puwa ra loi yéu cau thé hién sy mong doi cia ngudi
no6i (ngudi phan nan) mong mudn ngudi nghe (ngudi bi phan nan) phai thyc hién
mot hanh dong dé thay thé hay sira chira hanh vi sai trai cia ho.

Vi du: trong tinh hudng 1: phan nan vé viéc ding tin khong chinh xac trén
mang xa hoi:

-Théng tin nay bia ddt, minh nén gdp mdt dé trao doi. (VN02_S1).

Vi du: trong tinh hudng 5: phan nan vé chat lugng hang hoa

-Shop o1, sao hang bi 16i r6i? Shop xit Iy gitim em nhe. (VN41_S5)

Trong ca hai vi du VN02_S1 va VN41_S5, ngudi néi bat dau bang CL budc
toi truc tiép nguoi nghe (ngudi bi phan nan), de doa thé dién duong tinh cta
nguodi dang tin (VNO2_S1) va cua nguoi ban hang (VN41_S5) do nhitng nhan
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dinh tiéu cuc va tryc tiép lién quan dén ho. Tiép theo sau 1a mot 101 dé nghj vé
mot hanh dong cu thé dé giai quyét vin dé (minh nén gdp mdat dé trao doi.
VNO02_S1) va yéu cau c6 hanh dong khic phuc tir phia cira hang (Shop xit Iy gitim
em nhe. VN41_S5). T6 hop cac CL thyc hién HVNNPN nay mang tinh de doa
thé dién cao vi viée budc tdi truc tiép c6 thé khién nguoi bi phan nan cam théy
xau hd, mat thé dién hoic anh hudng tiéu cuc dén uy tin cua ho trong cong dong.
Tuy nhién, trong hai vi du trén, nhiéu CL lam giam nhe (mitigation strategies)
dugc st dung dé tranh xung dot truc tiép, gifr gin thé dién cua nguoi bi phan nan
va duy tri hoa khi, cu thé nguoi phan nan st dung cac dai tir xung ho (kinship
terms) mang tinh than thién, gan giii, nhun nhudng vi du nhu “minh”, “em”, cac
tir ]am mém hoa (softened hedges) vi du nhu “giim”, “nhe” (Lé Phiic Thién,
2013) va dang cau nghi van (5a0...?).

Két qua phén tich cta dit liéu tir phong van hoi tuong d lam sang to cac ly
do d:;ing sau viéc két hop cac CL thuc hi¢n HVNNPN cua nguoi Viét Nam. Déi
v6i viée két hop cac CL C3 +C10, dong co chinh ma ngudi tham gia phong van
cho biét 13 ho mong mudn nguoi bi phan nan phai thyc hién mot hanh dong tac
thi nham thay d6i, khic phuc hanh vi khong phu hop vira gdy ra. Viée két hop
CL C3: Bay 16 sw khé chiu véi CL C10: Puwa ra loi yéu cau nham muc tiéu dé
ngudi néi thé hién sy khong hai long mot cach rd rang tuong minh, dé gia ting
ap luc cho ngudi bi phan nan thay d6i hanh vi, giai quyét van d& mot cach hiéu
qua. Pong thoi, viéc 16ng ghép C10: Puwa ra 16i yéu cau cung voi CL C3: Bay 16
sw khé chiu gitip 1am giam mirc d6 de doa thé dién nguoi bi phan nan va tranh
d6i dau, gy cang thang khong can thiét noi cong nhung van dén mot giai phap
c6 thé thuc hién duoc. Su két hop nay khong nhiing duy tri dugc sy hai hoa va
moi quan hé xi hoi tot dep ma con dam bao rang yéu cau cua ngudi phan nan
dugce dap tng. Cu thé, trong phong van hoi tudng, nguoi tham gia phong van
(VN_102) giai thich : “....doi véi nhitng nguwoi ¢ ngoai dwong thi em cho rdang
khéng cé ai nhin ai nén la ho sé chon cdch néi thang ra nhitng gi ho nghi, nhing
ciing vira phdi dé khéng cdi 1én hay danh nhau.”

Bén canh do, dit liéu dinh tinh trong phong van hoi tudng bd sung thém
rang viéc két hop CL C6: Budc ti truc tiép cung véi CL C10: Puwa ra 1oi yéu
cau khong nhim chi trich ngudi bi phan nan ma thay vao dé 1a dua ra Iy do dé
cho ngudi bi phan nan thay rang yéu cau cua ho 1a chinh dang va muc tiéu giao
tiép can dat duoc 1a mau thuan duoc giai quyét. Ho giai thich: “...thwong thiong
em sé chon cdch néi thang véi ban luén d@é cho ban ¢ thé cdi thién...” (VN_101).

Diéu nay ching t6 rang t hop CL thuc hién HVNNPN nay phu hop véi
chuan myc van héa Viét Nam néi chung, von 1a coi trong hoa khi, té nhi va gitr
gin thé dién trong giao tiép do chiu anh huéng tir Nho gido (Pham Thi Hong
Nhung, 2008; Tran Ngoc Thém, 1996, 1999).
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Két qua phan tich vé sy két hop cac CL thyc hién HVNNPN ciia nguoi Viét
Nam trong luéin 4n ndy c6 su twong ddng dang ké vai cac phat hién trong nghién
ctru ctia Nguyén HO Hoang Thuy (2016). Ca nghién ctru hién tai va cdng trinh
ctia Nguyén H6 Hoang Thuy (2016) déu di dén két luan rang nguoi Viét Nam co
xu hudng két hop cac CL thuc hién HVNNPN mdt cach da dang. Mot diém chung
ndi bat giira hai nghién ctru 1a xu hudng uu tién két hop mot CL c6 tinh de doa
thé dién thap (CL gian tiép) v6i mot CL co tinh de doa thé dién cao (CL truc
tiép). Cu thé, cac td hop nhu "Bay to sy kho chiu + Dua ra loi yéu cau" va "Budc
toi truc tié}y + Dua ra loi yéu cau" duoc ghi nhén 1a co tan sut st dung cao trong
ca hai nghién ctru. Tuy nhién, mgt dong gép mai ciia nghién ctru ndy 1a mo rong
cac phat hién trude ddy bang viéc xac dinh thém nhiing t6 hgp CL thyc hién
HVNNPN phirc tap hon, bao gom su két hop tir ba CL trd 1én. Phat hién nay
cung cép mot cai nhin toan dién vé su da dang trong viéc str dung c&c CL thuc
hién HVNNPN cua nguoi Viét Nam.

N6i tom lai, két qua phan tich & trén da cho thdy ngudi Viét Nam c6 mot
xu hudng 10 rang vé viéc sir dung cac to hop CL thyc hién HVNNPN mot cach
phong phu va da dang. Viéc sir dung cac t6 hop CL nay c6 thé duoc nhan dinh 13
nham dé dat duoc hidu qua giao tiép cao hon ciia ngudi Viét Nam.

3.2.3 M6 ta khai quat chién lwoe hoi dap hanh vi ngon ngir phan nan cua
nguoi Viét Nam

Theo Sacks va cong su (1978), HVNNPN khong phai 1a mét hanh vi ngon
ngir don 1¢, biét 14p ma 13 phan dau tién (first pair part) cia mot cip ké can
(adjacency pairs), qua do kéo theo mot loat phan hdi mong doi tir ngudi nghe
(ngudi bi phan nan) dugc goi 1 cac phan thir hai (second pair parts) cua cip ké
can. Do HVNNPN biéu dat cam xtc tiéu cuc va mang tinh de doa thé dién cao
cua ca nguoi nodi va nguoi nghe ma trong dé6 ngudi ndi (nguoi phan nan) mong
doi nguoi nghe (nguoi bi phan nan) sé€ hdi han, xin 161, hodc dé nghi stra chira
(Trosborg, 1995) nén cac phan hoi cho 10i phan nan ¢ thé 1a mét 10i xin 161, mot
161 bao chira, mot 161 tir chdi trach nhiém, hodc thdm chi 1a mot 10 phan nan
nguoc lai (Sacks va cong su, 1978; Trosborg, 1995).

Két qua phan tich dir liéu cac CL HD HVNNPN ctia nguoi Viét Nam dugc
mi hoa tir 300 phat ngon (N = 300) trong Bang 3.4 cho thiy rang nguoi Viét
Nam su dung 463 lugt CL HD HVNNPN. Béng 3.4 cling ghi nhén nguoi Viét
Nam str dung 12 trong s 13 loai CL trong bang phan loai cac CL HD HVNNPN
(tham chiéu Bang 2.4). Chién lugc duy nhit khong duoc nguoi Viét Nam str dung
la CL R12: Chéi b6 trach nhiém (dii thiva nhdn hanh déng).

Bang 3.4 cho thdy rang trong s cac CL HD HVNNPN duoc ghi nhan, bon
CL dugc ngudi Viét Nam st dung nhiéu nhit 1a: R3: Dong y thay déi hanh vi
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(tan suat = 149, ty 18 phan tram = 49.7%), R1: Thira nhén trach nhiém (tan suét
= 99, ty 1& phan trim = 33%), R2: Bdo chita (tAn suat = 75, ty 1é phan trim =
25%) Va R6: Dé nghi gidi phdp thay thé (tan suit = 64, ty 1& phan trim = 21.3%).
Bang 3.4

Phdn bé tan sudt va ty 1é phdn tram cdc chién lugc héi dap hanh vi ngén ngir
phan nan cua nguoi Viéet Nam (N=300)

Ma Tén chién lugc Tansuat (f) Tytrong Ty 18 phan trim
chién (%) (%)
luvoc

R1 Thira nhan trach nhiém 99 21,4 33

R2  Bao chita 75 16,2 25

R3 Pong ¥ thay d6i hanh vi 149 32,2 49,7

R4  Biénminh 20 4,3 6,7

R5 Phan hoi thiéu nghiém tac 2 0,4 0,7

R6 Dé nghi giai phap thay thé 64 13,8 21,3

R7 Dit ra cac diéu kién chap nhan 15 3,2 5,0

trong tuong lai

R8 Pht nhén 161 phan nan 13 2,8 4.3

R9 Cong kich nguoc lai 4 0,9 1,3

R10 Khong thira nhén hanh vi dang 14 3 4,7
trach

R11  Tir chdi tranh lugn 1 0,2 0,3

R12 Chbi bo trach nhiém (du thira 0 0 0
nhéan hanh dong)

R13 Khéng quan tam t4i 101 phan 7 1,5 2,3

nan (im lang)

Total 463 100 154,3
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CL R3: Péng y thay déi hanh vi 1a CL HD HVNNPN pho bién nhat, c6 tan
suat xuat hién cao nhit voi 149 luot trong tong sb 463 luot (ty trong=32,2%),
tuong ung v&i 49,7% ty 1& phan tram. Piéu nay phan anh rang ngudi Viét Nam
¢6 xu huéng tiép nhan 16i phan nan va cam két thay doi hanh vi, phan anh su wu
tién cho viéc duy tri hoa khi va tranh xung dot tryc tiép trong giao tiép. Vi du
trong tinh huéng 11: HD phan nan do da lam on:

-Con xin 16i ba/me. Con sé van nhé ém lwong hodc deo tai nghe dé khong
lam anh huéng dén ba/me nhé. (VNOS_S11)

Trong phéat ngdén cia VNO8_S11, ngudi bi phan nan (con) dong ¥ thuc hién
mot hanh dong sta chita (van nhé am heong hodc deo tai nghe) nham thay doi
hanh vi ctia minh va khac phuc sai 1am vira gay ra (Iam anh hwéng dén ba/me).

- CL RI: Thira nhdn trach nhiém, dugc st dung 99 lan (ty trong = 21,4%),
chiém 33% ty 1 phan tram, 12 CL HP HVNNPN phd bién thtr hai, sau CL R3.
Két qua thong ké nay cho thay rang ngudi Viét Nam khi tiép nhan 16i phan nan
tir nguoi khéac thi ua thich su thanh that va bay to sy chan thanh, mong mudn giai
quyét vin d& mot cach minh bach. Vi du: Trong tinh hudng 7: phan hoi vé viéc
cho diém tir sinh vién:

-C6 0 thé c6 sai sot trong viéc cham diém cho em lan nay. (VNO1_S7)

- Cac CL HD HVNNPN pho bién khac bao gdbm CL R2: Bdo chita (tan suat
=75, ty trong = 16,2%, ty 18 phan trim=25%) va R6: Pé nghi gidi phdp thay thé
(tAn suat = 64, ty trong = 13,8%, ty 18 phan trim=21,3%). Vi du:

- CL R2: Bao chita: Xin 16i, théng cam givp téi. Téi dang rdt gap.
(VNO6_S11)

- CL R6: Dé nghi gidi phdp thay thé: Chiing téi sé givi lai cho quy khdch
1 san phdam khéc va kém theo mét mén qua cam on quy khdich da théng cam.
Mong quy khdch sé tiép tuc iing hd. (VN11_S7)

Viéc sir dung pho bién cac CL nay thé hién nguoi Viét Nam mong mudn
giit gin thé dién khi tiép nhan 151 phan nan va thé hién thién chi hop tac bang
cach chii dong dé nghi giai phap dé giai quyét van dé. Trong dit liéu nghién ctru,
CL R6: Pé nghi gidi phdp thay thé duoc ngudi Viét Nam sir dung mot cach linh
hoat bao gém ca hai hinh thirc yéu cau truc tiép (direct requests) va yéu cau gian
tiép (indirect requests), theo phan loai ciia Trosborg (1995).

Vi du: cac yéu cau truc tiép (direct requests) duoc thuc hién béng 101 dé
nghi khic phuc hau qua (offer repair) “Chiing t6i sé gii lai cho quy khdch 1 sdin
pham khdc va kém theo mét mén qua...” (VNI11_S7)

Vi du: cac yéu cau gian tiép (indirect requests) duoc thuc hién mot cach da
dang hon, ¢ thé 1a mot 101 thinh cau: “Mong quy khdch sé tiép tuc uing hé.”
(VN11_S7), c¢6 thé 1a mot phat biéu mong mudn ctia nguoi néi ma qua dé 1a mot
dé nghi: “Tui (Téi) xin thanh todn truéc dwoc khong?” (VNO9_S11)

76



Bén canh cac CL HD pho bién ¢ trén, ngudi Viét Nam hau nhu khong st
dung hoic sir dung véi tan suét rat thip cac CL thudc loai 3: Tir choi loi phan
nan nhu CL R11: Tir choi tranh ludn, R5: Phdn hoi thiéu nghiém tiic va R9: Cong
kich nguoc lai. Cu thé, trong s6 nay, CLRII: Tu choi tranh ludn chi xuét hién 1
luot (ty trong = 0,2%), chiém ty 1¢ phan trdm 1a 0,3% (Cé biét nhung Vi 14 bai
trdc nghiém nén em khéng can gidi thich gi thém ddau. Vay nhe. VN20_S9). Viéc
ngudi bi phan nan tranh sit dung CL R11: Tir chéi tranh ludn cho thiy rang ngudi
Viét Nam khong chon CL HP mang tinh chat ddi dau truc tiép, gay ra xung dot
Vi CL RI1: Tir chéi tranh ludn duoc cho 12 biéu hién cua sy bat hop tac, khong
dap ung mong muén duoc ton trong hoidc duoc coi trong cia ngudi phan nan,
dic biét 1a ddi vai nguoi co vi tri xa hoi cao hon, vi thé de doa thé dién tich cuc
cua nguoi phan nan (Brown & Levinson, 1987). Tuong tu nhu vay, cac CL R5:
Phan hoi thiéu nghiém tic (tan suat = 2, ty trong = 0,4%, ty 1& phan trim = 0,7%)
Va R9: Céng kich ngwoc lgi (tan suat = 4, ty trong = 0,9%, ty 18 phan trim =
1,3%) véi tan suat xuat hién va ty 1¢ phan trim thap nhu vy cho phép chung ta
tiép tuc suy luan rang khi HD HVNNPN ngudi Viét Nam giam thiéu sir dung cac
CL c6 thé gay ton hai dén thé dién cta ngudi nghe va lam anh huéng x4u dén
mbi quan h¢ xa hoi.

Két qua phan tich dinh luong ¢ trén cho thdy rang nguoi Viét Nam co xu
huéng chon cac CL HD HVNNPN mang tinh hoa giai, cam két stra d6i va nhan
trach nhiém. Bén canh d6, xu hudng chon cdc CL nhiam tim kiém giai phap va
giai thich 1y do dé duy tri hoa khi va mbi quan hé xa hoi ciing 13 xu hudéng pho
bién cta nguoi Viét Nam. Két qua phan tich cac cudc phong véan ciing khang
dinh va cung cap thém nhing dién giai cho xu hudéng nay. Khi tiép nhan 15i phan
nan, ngudi phong van VN_I03 néu quan diém “Em cam on ho vi ho di cho minh
biét cdi khuyét diém ciia minh dé minh c6 thé sira" Va "dwa ra cdi phirong phdp
gidi quyét". Ngudi tra 151 phong van ndy con giai thich thém rang "xoa diju tinh
hinh bang mot cach la minh giri 1o cam on". Mot ngudi khac, VN_101, ciing thé
hién viéc thira nhan trach nhiém va tim kiém giai phap bang cach dé xuat phuong
an boi thuong khi bi khach hang phan nan: “Bén em sé cé boi thuong cho anh
chi la mot ly nuoc hodc la mot bich snack gi do nén mong anh chi thong cam
giumem...” (VN_IO1).

Bén canh cac xu hudng trén, nguoi Viét Nam dong thoi tranh hodc han ché
t6i da viéc sir dung cac CL mang tinh de doa thé dién va d6i dau tryc tiép khi HP
HVNNPN nhim dé bao vé thé dién cho minh va nguoi phan nan. Néu quan diém
vé xu hudng chon lya cac CL HD HVNNPN, nguoi phong van VN_102 cho biét
la wu tién duy tri mdi quan hé hon 1a thing trong mot cudc tranh cdi. Nguoi niy
giai thich 1y do khong néi thang 14 vi "sé ¢6 xich mich" va "so ban gign".
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C4c phat hién nay twong dong va cang cd thém cho cac nghién ctru trude
day vé CL HD HVNNPN trong bdi canh Viét Nam, cu thé 14 cong trinh ctia Diém
Thi Thu Thuy (2017). Nghién ctru ciia Diém Thi Thu Thuy (2017) cling chi ra
rang ngudi Viét Nam hiém khi hoic khong duoc str dung cac CL HD HVNNPN
mang tinh de doa thé dién nhu CL Tir chéi (Rejecting) Va CL Pe doa nguwoc lai
(Threatening back). Bén canh d6, trong luin 4n nay, con ghi nhin thém riang
ngudi Viét Nam ciing né tranh cac CL HD phan nan R11: Tir chéi tranh ludn va
R12: Chéi b6 trach nhiém (dir thira nhdn hanh déng). Sy nhat quan nay tiép tuc
khang dinh dic trung van hoa "di hoa vi quy™ (Nguyén Thién Giap, 2022; Tran
Ngoc Thém, 1996) va coi trong mdi quan hé xa hdi cia nguoi Viét Nam (Tran
Ngoc Thém, 1996; L& Phtc Thién, 2013).

Ngoai ra, trong nghién ctru ciia Di¢m Thi Thu Thuy (2017), thuat nglt T
chéi (Rejecting) duge dung dé chi mét CL HP phan nan vi mot pham vi rong,
¢6 thé bao ham nhiéu CL twong ty nhau. Tuy nhién, trong lun 4n nay, Tir choi
loi phan nan (rejection of the complaint) 1a mdt loai hinh CL, dugc phan chia
thanh nam CL cy thé va nhé hon, bao gém cac CL tir CL R8: Phii nhdn loi phan
nan dén CL R12: Chéi bé trdach nhiém (dir thira nhdn hanh déng). Su phan loai
nay c6 thé gilp cho viéc phan tich cac CL HD HVNNPN duoc rd rang va chi tiét
hon.

3.2.4 Két hop cac chién lwge hoi dap hanh vi ngén ngir phan nan cia nguwoi
Viét Nam

Két qua phan tich 300 phat ngdn vé cac CL HD HVNNPN ciia nguoi Viét
Nam ¢ Bang 3.4 & trén cho thay ring ngudi Viét Nam c6 xu hudng két hop nhiéu
CL véi nhau trong mot phat ngén khi HD HVNNPN. Bang 3.5 trinh bay két qua
phan tich vé sy két hop hay con goi 14 to hop cac CL nay.
Bang 3.5
Phdn bé cdc logi hinh té hop cdc chién lwoc héi dap hanh vi ngén ngit phan nan

cua nguoi Viét Nam

Loai hinh t6 hop S6 lwong to Ty trong Tan suat
hop (%)

Loai hinh t6 hop 2 chién lugc 20 57,1 111

Loai hinh t6 hop 3 chién lugc 12 34,3 20

Loai hinh t6 hop 4 chién lugc 3 8,6 4

Total 35 100,0 135
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Két qua trong Bang 3.5 xac dinh ¢6 35 t6 hop CL HP HVNNPN ctia nguoi
Viét Nam dugc ghi nhén, voi tan suat xudt hién 1a 135 luot, bao gff)m ba loai hinh
t6 hop tir hai dén 4 CL. Trong d6, loai hinh t6 hop gdm c6 hai CL 14 loai hinh t6
hop chiém wu thé (c6 20 trong tong sd 35 t6 hop duoc ghi nhan, chiém ty trong
= 57,1%), xuét hién 111 lan.

Phén tich chi tiét cac t6 hop CL HD HVNNPN (tham chiéu Bang 3.6) cho
thiy nguoi Viét Nam c6 xu hudng wu tién cac to hop mang tinh chip nhén 16
phan nan va cam két stra chita, nhiAn manh viéc duy tri mbi quan h¢ va su hoa
hop x4 hoi. Trong cac to hgp CL pho bién, nguoi Viét Nam két hop hai CL thudc
loai chap nhan 15i phan nan (CL R1, R2, R3) hoic két hop mot CL thude loai
chip nhan 161 phan nan (CL R2, R3) v6i mot CL chap nhan mot phan (CL R6:
Pé nghi gidi phdp thay thé).
Bang 3.6
CAac t6 hop cdc chién hege hoi ddp hanh vi ngon ngit phan nan phé bién cia
nguoi Viét Nam

Ma t6 7 , o Ty 1¢ phan
T hop cac chién luge Tan suat
hop tram (%)
R1+R3 Thira nhan trach nhiém + Pong ¥ thay 34 11,3

d61 hanh vi

R1 +R2 Thira nhan trach nhiém + Bao chira 19 6,3

R2 +R3  Bio chita + Dong y thay ddi hanh vi 15 5,0

R2 +R6 Bao chita + Dé nghi giai phap thay thé 10 3,3

R1+R6 Thira nhan trach nhiém + Dé nghi giai 8 2,7
phap thay thé

T6 hop R1 + R3: Thira nhdn trach nhiém + Pong y thay déi hanh vi 13 t6
hop duoc uu tién st dung nhét, véi 34 luot xuét hién (chiém ty 1€ phén tram =
11,3% trong téng sd phat ngdn hoi dap N=300). T6 hop nay 1a su két hop giita
viéc thé hién su sin long chiu trach nhiém cho hanh vi ciia minh hodc 1a sy héi
16i cung v6i cam két sira ddi hanh vi hodc su khic phu trong tuong lai. Vi du:
trong tinh hudéng10: HD HVNNPN vé viéc cham tra 101 email:

-Cho t6i xin 16i i téi dd chdm tré. Téi sé giai quyét ngay. (VN49_S10)

T6 hop RI + R2: Thira nhdn trach nhiém + Bao chita 14 t6 hop phd bién
thir hai, v6i 19 luot xuat hién (chiém ty 1 phan tram = 6,3%). St dung to hop
nay, ngudi bi phan nan thira nhan trach nhiém va dong thoi giai thich 1y do hodc
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cung cap thém thong tin dé 1am rd hoan canh nham giam nhe mic d6 nghiém
trong cta hanh vi pham 15i. Sy két hop nay vira bao vé duoc thé dién cua nguoi
phan nan va nguoi bi phan nan. Vi du:

- C6 viéc qud gdp nén t6i ¢6 hanh ddng mdt lich sie nhwr vdy. (VN02_S12)

T6 hop R2 + R3: Bao chita + Péng y thay déi hanh vi duge st dung 15
luot, v6i ty phan trim=5,0%. Trong t6 hop ndy, ngudi hdi dap hanh vi ngdn ngir
phan nan dua ra Iy do dé thanh minh cho minh va sau d6 cam két thay d6i hanh
vi. Vi du:

-Do t6i bdn qud nén khéng check email dwoe. Téi cam két ddy la lan cudi
dé ban phdai ban tam vé van dé tra 1oi chdm tré nay cia téi. (VN18 _SI11)

Céc t6 hop hudng dén giai phap bao gom cac to hop R2 + R6: Bdo chita +
DPé nghi gidai phdp thay thé (tan suat =10, ty 1 phan trim = 3,3%) va R1 + R6:
Thira nhén trach nhiém + Dé nghi gidi phdp thay thé (tan suat = 8, ty 1¢ phan
tram = 2,7%) ciing duoc sir dung nhung vdi tan suat thip hon. Cac t6 hop nay
déu bao gdm CL R6: Pé nghi gidi phdp thay thé, thé hién mot xu hudng tich cuc
chu dong tim cach giai quyét van dé, bén canh viéc thira nhan trach nhiém hodc
dua ra 101 giai thich. Vi du:

-T6i 6 viéc gia dinh rdt gdp. Mong ban théng cam cho t6i thanh todn trude.
(VN16_S8)

-Xin 16i vi da giri hang khéng ding véi mé ta. Toi sé givi lai san pham khdc.
(VN13_S10)

Viée st dung cac to hop nay c6 thé duoc 1y giai trén binh dién muc dich
giao tiép va van hoa ciia ngudi Viét Nam. Trude tién, muc dich két hop cac CL
HD HVNNPN cua nguoi Viét Nam la nham thé hién su lich sy va tén trong ddi
v6i ngudi phan nan vi mot phan hoi dai va chi tiét 1a biéu hién cua lich sy va
chan thanh. Phan tich dinh tinh tir dit liéu phong van hoi tudng cho thiy rang
ngudi Viét Nam nén tranh cac phan hoi ngan gon vi nhu 16 giai thich ctia mot
ngudi tra 101 phong van (VN_I05): “...khéng nén trd 161 cdc loc, nhie vdy la bat
lich su.” (...khong nén tra loi ngdn gon, nhu vay la bat lich sw.). Ngoai ra, sy uu
tién két hop cac CL HD HVNNPN mang tinh chat chap nhan 15i phan nan (R1,
R2 va R3) con phan anh chuin myc giao tiép ctia nguoi Viét Nam 13 sy tuan thi
nguyén tic “di hoa vi quy” (Tran Ngoc Thém, 1996) va wu tién sy tinh té va khéo
1é0, dic biét khi xir Iy cac tinh huéng de doa thé dién (Pham Thi Hong Nhung,
2008; Lé Phuc Thién, 2013).

Két qua phan tich & trén vé su két hop cac CL HD HVNNPN cua ngudi
Viét Nam c6 su twong dong véi cac nghién ctu trude ddy. Trong nghién ciru
trudc ddy ctua Diém Thi Thu Thay (2017), két qua da chi ra rang cac CL HP
HVNNPN ciia ngudi Viét Nam khong chi 1a nhitng hanh vi don 1¢ ma bao gom
cac t6 hop gdm hai CL. Diém Thi Thu Thuy (2017) nhdn manh ring ngudi Viét
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c¢6 xu huéng két hop nhiéu CL trong cac phat ngon dai hon va chi tiét hon nham
thé hién sy chan thanh va an nin. Phat hién nay cta Diém Thi Thu Thuy (2017)
nhat quan véi két qua phan tich cua luin 4n nay, ghi nhan xu hudng wu tién sir
dung cac t6 hop hai CL khi HD HVNNPN ctia ngudi Viét Nam véi muyc dich thé
hién su chan thanh, lich su, giam thiéu cang théng va duy tri mbi quan h¢ xa hoi.

Ngoai su twong dong v6i nghién ciru trude ddy vé sy phd bién cua cac to
hop CL HD HVNNPN, luan 4n ndy con bd sung va 1am rd hon vé cdu trac cua
cac to hop phd bién. Phat hién trong luan an nay xac dinh CL R6: Dé nghi gidi
phdp thay thé 13 mot thanh t6 quan trong trong cac t6 hop CL HD HVNNPN cia
ngudi Viét Nam, nhan manh xu hudng coi trong tim kiém cach giai quyét van dé
cua nguoi Viét Nam khi HD HVNNPN bén canh viéc duy tri hoa khi.

3.3 Chién lwgc thye hién va hdi dap hanh vi ngdn ngir phan nan cia nguoi
My
3.3.1 M ta khai quat cac chién lwgc thuc hién hanh vi ngén ngir phan nan
cua nguoi My

Két qua phan tich théng ké mé ta tir 300 phat ngdn (N = 300) di thu thap
duogc tir 50 ngudi My tra 101 sau tinh hudng lién quan dén cach st dung CL thuc
hién HYNNPN trong DCT da dugc thuc hién nham phan tich sy phan b6 cac CL
ma ngudi My str dung dé thuc hién hanh vi ngdén ngit nay va tir 46 mo ta khai
quat va xac dinh xu huéng lya chon cac CL nay cua ho. Két qua (Bang 3.7) cho
thiy ngudi My sir dung tong sd 443 luot CL, duge chia thanh 11 loai CL khac
nhau. Cac CL thuc hién HVNNPN duogc nguoi My sit dung nhiéu nhat bao gom
cac CL: CI0: Puwa ra Ioi yéu cdau (tan suat = 191), C6: Budc tgi truc tiép (tan
suat = 85), va C3: Bay 16 sw khé chiu (tan suat = 58). Trai lai, nguoi My né tranh
hozc hau nhu khong dung cac CL mang tinh de doa thé dién cao nhu C9: Trach
mdng tuwong minh vé con nguwoi (tan suat = 5), C8: Trdch mang twong minh vé
hanh vi (tin suat = 3) va C4. Dién ti hdu qud xdu (tan suat = 1).
Bang 3.7
Phdn bé tan sudt va ty 1é phan tram cdc chién lege thwe hién hanh vi ngén ngir
phan nan cua nguoi My (N = 300)

Mi chién ) i ) Ty trong Ty 1¢ phan trdim
Tén chién lugc Tan suat (f)
lrgce (%) (%)
C1 Tt bo phan nan 22 5,0 7,3
C2 NGi bong gid 27 6,1 9,0
C3 Bay t6 su kho chiu 58 13,1 19,3
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C4 Dién t4 hau qua x4u 1 0,2 0,3

C5 Budc t6i gian tiép 29 6,5 9,7
C6 Budc t6i tryuc tiép 85 19,2 28,3
C7 Trach méng ngﬁm 14 3,2 4,7

Trach méng tuong
C8 ‘ 3 0,7 1,0
minh vé hanh vi

Trach mang tuong
C9 ‘ 5 1,1 1,7
minh v€ con nguodi

C10 Pua ra 10i yéu cu 191 43,1 63,7
Cl1 Pua ra 101 de doa 8 1,8 2,7
Total 443 100,0 147,7

Cac CL cu thé ma ngudi My st dung duge mo ta va phén tich chi tiét nhu
sau.

Trudce hét, CL CI10: Pua ra 101 yéu cau (ty trong=43,1%) 1a CL pho bién
nhat, xuat hién 191 1an, chiém ty 18 phan traim = 63,7%. Su wu tién lya chon CL
nay khang dinh ring muc tiéu hang dau khi phan nan ctia ngudi My 1a tim kiém
mot giai phap hodc mot hanh dong khic phuc cu thé tir phia ngudi bi phan nan.

Vi du: trong tinh hudng 2: phan nan con céi vi bi 1am 6n ao:

-Turn off the video and go play outside. Or you can read a book. (US18 S2)

(Tat video va di ra ngodi choi. Hay la con c6 thé doc sdch.)

Trong phét ngdn nay, US18_S2 (ngudi phan nan) mong mudn ngudi nghe
thay d6i hanh vi (it video) va dong thoi dua ra yéu cau nham giai quyét van dé
nhanh chéng (di ra ngoai choi, doc sach).

CL C6: Budc ti truc tiép (ty trong=19,2%) dung tht hai vé mtc do phd
bién véi 85 lugt sir dung, chiém ty 1é phan traim=28,3%.

Vi du: trong tinh huéng 1: phan nan vi dang tin khong chinh x4c trén mang
xa hoi:

-The information you posted is wrong. (US38_S1)

(Théng tin ban déing bi sai roi.)

CL C3: Bay to su kho chiu (ty trong=13,1%) dung thtr ba sau CL C10 va
C6, 1a CL duoc ngudi My str dung kha thudng xuyén véi 58 luot, ty 1& phan
tram=19,3%.

Vi du: trong tinh hudng 4: phan nan vi chim phan hoi email:
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-This is my second reminder, | need your guidance for an urgent matter.
(US42_S4)

(Téi nhdc lan thir hai réi. Téi can anh (chi) huéng dan gidi quyét gap.)

Viée str dung cac CL nhu C6: Budc t6i truc tiép va C3: Bay 16 su khé chiu
v6i tan suat cao cho thay khi phan nan, ngudi My ¢ xu hudng chi ra van dé hodc
16i sai ctia ngudi bi phan nan mot cach rd rang va truc tiép, hodc bay to thai do
mot cach twong minh. Pay 14 dic diém ndi bat ciia nén vin hoa ngit canh thip
cua nudc My (Hall, 1989; Hofstede va cong su, 2010).

Bang 3.7 cling chi ra cac CL duoc str dung & murc trung binh cua ngudi My
bao gom cac CL: C5: Budc tgi gian tiép (tan suat =29, ty 1& phan trim=9,7%),
C2: N6i bong gio (tan suat =27, ty 1& phan traim=9,0% ), C1: Tir b6 phan nan (tan
suat =22, ty 18 phan tram=7,3%), C7: Trdch mdang ngam (tan sut =14, ty 1é phan
tram=4,7%). Mot s6 vi du ctia cac CL trén trong mot vai tinh hubng cu thé nhu
Sau.:

-CL C5: Bugc téi gidn tiép: Excuse me, the line starts back there...
(US17_S6)

(Xin 16i. Xép hang bdt dau ¢ dang kia.)

-CL C2: Noi bdng gid: You must be in a big hurry. (US09_S6)

(Chdc ban dang gap/véi lam nhi.)

-CL CI: Tw bo phan nan: | don't care for them. (US24_S1)

(T6i khéng quan tam dén cdc chuyén do.)

-CL C7: Trach mdng ngam: | thought 1 should receive a better grade. |
worked and studied hard for it. (US07_S3)

(Em nghi la em déng nhdn diém cao hon. Em dd cé gdng hoc rat nhiéu.)

Maic du trong van héa My, HVNNPN c6 thé duoc cho 1a tuong ddi truc tiép
(Farnia & Salim, 2010; Yuan, 2011) trong mot sb ngir canh, nhung Béang 3.7 thé
hién rang nguoi My van né tranh cac CL mang tinh thach thirc, dbi dau truc tiép
va tin cong truc dién nguoi bi phan nan, vi du nhu CL C4: Dién td hdu qud xdu
chi xuat hién véi ty 1¢ phan trim cuc thap 1a 0,3% (tan suat =1), CL C8: Trach
mdng twong minh vé hanh vi v6i ty 18 phan traim=1,0% (tan suat =3), va CL C9:
Tréch mdng twong minh vé con nguoi véi ty 16 phan trim=1,7% (tan suit =5).
Viéc tranh cac CL mang tinh de doa thé dién & muc cao, cong kich thé dién duong
tinh cia nguoi nghe (Brown & Levinson, 1987) cho thiy ngudi My van co sy
can nhac lya chon CL dé dat dugc muc tiéu giao tiép ma khong giy ra xung dot
nghiém trong hay ton hai mdi quan hé.

Céc dit liéu dinh tinh tir phong van hdi tudng cling gop phan cung cip thém
nhing hiéu biét 16 rang hon vé nhitng phat hién & trén. Nguoi tham gia phong
van (US_102) chia sé rang khi gip van dé khong hai long, ho thuong dua ra mot
yéu cau tryc tiép nhdm thay d6i hanh vi nhung mang tinh x4y dung, thay vi mot
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ménh 1énh mang tinh cong kich. Quan diém nay ciing c¢b sy vu tién str dung CL
C10: Pua ra loi yéu cau. Ho dua ra vi du minh hoa cho cach tiép can cua minh
nhu sau. Trong truong hop khi con cai gdy on do trong nha thi ho (US_102) noéi
“I think I would, um, tell my child to turn off the TV or go into their room.” (T0i
nghi la toi sé, om, bao con toi tat TV di hodc vao phong cua no.). Cu thé, ho sé
nodi vai con: “Hey, this is not polite... Can you go to your room?” (Nhw vdy la
khéng lich sw... Con ¢ thé vao phong ciia minh dwgc khéng?). Ho giai thich
thém rang cach phan nan ciia ho nhur vay la “mang tinh xay dung hon” (“It's more
in a constructive manner”’, US_102) va myc dich 1a hudng t6i tinh gido duc con
cai va tranh tao ra cing thang, d6i dau (“I don't want to create a tense situation
for people”, US_101).

Tom lai, cac phan tich trén cho phép chiing ta tiép tuc khang dinh rang khi
thuc hién HYNNPN, ngudi My uu tién cach tiép can minh bach va tryc tiép nham
giai quyét van dé mot cach hiéu qua, dong thoi van nd lyc giam thiéu giy xung
dot va ton hai thé dién nghiém trong cho nguoi nghe. Xu hudng nay duoc thé
hién qua viéc lya chon st dung cac CL CI10: Pua ra loi yéu cau, C6: Budc toi
truec tiép Va C3: Bay t6 sw khé chiu voi tan suat cao ding dau, va tranh cac CL
C4: Dién ta hdu quad xdu, C8: Trach mdng twong minh vé hanh vi va C9: Tréch
mdng twong minh vé con nguoi. Cac phat hién nay nhat quan véi cac két qua
trong cac nghién ctru trude day. Cu thé, cac cong trinh cua Chen va cong su
(2011); Farnia va Salim (2010) va Yuan (2011) déu di dén két luan rang nguoi
M7V c6 xu hudng str dung cac CL thuc hién HVNNPN truc tiép. Do d6, c6 thé
thiy xu hudng wa chudng su truc tiép khi phan nan cua ngudi My 1a mot dic
diém da duoc ghi nhan mot cach 6n dinh trong cac nghién ctru ddi chiéu.

3.3.2 Két hop cac chién hrge thue hién hanh vi ngdn ngir phan nan cia nguoi
My

Két qua phan tich thong ké mo ta ctia 300 phat ngén HVNNPN cua nguoi
M5 cho thdy ring ngudi My sir dung 443 luot CL trong tat ca sau tinh hudng
phan nan (tham chiéu Bang 3.7), tuong duong trung binh ¢6 1,48 CL trong méi
phat ngon. Piéu nay cho thdy xu huéng két hop nhiéu CL khi thyc hién
HVNNPN cua ngudi My. Bang 3.8 chi ra rang trong 300 phat ngdn nay, cé tong
cong 134 luot sir dung cac td hop CL, chiém 44,7% téng $b phat ngon. Téng
cong 21 to hop CL khéac nhau da dugc ghi nhén, bao gém 14 t6 hop thudc loai
hinh t6 hop hai CL va bay t6 hop thudc loai hinh ba CL. Trong d6, loai hinh to
hop hai CL chiém phan 16n (chiém 66,7% trén tong sé cac loai hinh t6 hop), véi
125 luot xuét hién. Chi co bay td hop thudce loai hinh ba CL dugc st dung voi
tong cong 9 luot xuét hién.

84



Bang 3.8
Phdn bé cdc loai hinh té hop cdc chién hege thiee hién hanh vi ngén ngit phan
nan cua nguoi My

Loai hinh t6 hop S6 luong to Ty trong (%) Tan suat
hop

Loai hinh t6 hop 2 chién lugc 14 66,7% 125

Loai hinh t6 hop 3 chién lugc 7 33,3% 9

Total 21 100,0% 134

Bang 3.9 trinh bay céc to hop cic CL dugc ngudi My sir dung phd bién
nhat. Dit liéu cho thdy mot xu hudng rd rét 1a nguoi My thuong két hop CL C10:
Pua ra 161 yéu cau véi mot CL khac, dU mang tinh truc tiép hodc gian tiép.
Bang 3.9

Cdc t6 hop cac chién luoc thuc hién hanh vi ngén ngit phan nan pho biéen cua

nguoi My
Matdo hgp  T6 hop cac chién luge Tan suat Ty 1& phan
tram (%)
C6+C10  Budc toi truc tiép + Pua ra 10i yéu cau 45 15,0
C3+C10  Bay to su kho chiu + Pua ra 16i yéu cau 38 12,7
C2+C10  Noi bong gi6 + Pua ra 1i yéu cau 9 3,0
C5+C10  Budc toi gian tiép + Pua ra 10i yéu cau 9 3,0
C7+C10  Trach ming ngdm + Pua ra 1i yéu cau 9 3,0

T6 hop C6 +C10: Budc téi truc tiép + Pua ra 16i yéu cau 13 t6 hop phd
bién nhit, v6i 45 luot sir dung, chiém ty 16 phan trim 1a 15,0% trén tong sb phat
ngdn. T6 hop nay cho thiy ngudi My cé xu hudng tryc tiép xac dinh 15i sai cua
nguoi nghe (C6) va déng thoi yéu cau mot hanh dong khéc phuc hodc mot gidi
phap (C10). Vi du:

-The information is wrong. You need to remove it. (US39 _S1)
(Théng tin nay sai roi. Ban can g6 bo né di.)

Trong phat ngdn vé phan nan ctia US39_S1 trong tinh hudng 1: phan nan
vé mot bai viét trén mang xa hdi c6 ndi dung chua chinh xac thi trude ti€én nguoi
phan nan budc t6i mot cach rd rang rang tin nay 1a sai (wrong) va tiép theo 1a yéu
cAu mot hanh dong stra chira: g& bo nd (to remove it).
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T6 hop C3 +C10: Bay 16 sit khé chiu + Pua ra 16i yéu cdu, 13 t6 hop phd
bién thir hai, véi ty 16 phan trim=12,7% (twong tng voi tan sudt =38).

Viéc két hop CL C3: Bay 16 su khé chiu voi mot yéu cau cu thé (C10: Dua
ra 107 yéu cau) phan anh rang mong mudn truc tiép chi ra van dé (budc toi, bay
t6 su kho chiu) va dong thoi yéu cau mot hanh dong khac phuc cu thé hay mot
giai phap thuc té. Vi du:

-1 am disappointed with the quality of my purchase. Please let me know
the procedure for returning the product. (US04 _S5)

(T6i cam thdy thdt vong véi chat lirong mon hang téi mua. Xin cho t6i biét
thii tuc dé trd lai san phdam.)

Trong phét ngdn US04_S5 trong tinh hudng 5: phan nan vé chat luong hang
hda mua online thi ngudi phan nan bay to thai do that vong (disappointed with
the quality) trude, roi sau d6 yéu cau ngudi bi phan nan dua ra cach giai quyét
cho van dé (thii tuc dé tra lai san pham).

Céc t6 hop bao gdbm mot CL gian tiép hon nhu C2: Néi bong gio, C5: Bujce
t6i gidn tiép hoac C7: Trach mdng ngam, két hop v6i CL C10: Puwa ra 16i yéu
cau thi mic du thude cac to hop CL phd bién ctia ngudi My nhung lai c6 tan suit
xudt hién thap hon dang ké vai 9 lugt cho mdi loai (twong duong ty 1¢ phan trim=
3,0% trén tong sd phat ngdn). Céc vi du cu thé cho cac t6 hop trén nhu sau:

-T6 hop NGi bong gié + Pua ra loi yéu cau: -Make sure you have done
your chores and your homework? Then if so, go watch (Youtube) in the other
room. (US06_S2)

(Chdc la con dd lam xong viéc nha va bai tdp réi? Néu vdy thi di xem
(Youtube) o phong khac nhé.)

-T6 hop Budc tdi gian tiép + Pua ra loi yéu cau: -Excuse me, I'm in front
of you. You need to get in line. (US41_S6)

(Xin 161, t6i dang ding triedc ban. Ban can phdi xép hang.)

-T6 hop Trdach mdang ngam + Pua ra loi yéu cau: -My friend, | read your
post and wanted to send these links with articles that might give you some new
perspectives on these issues. Please feel free to talk with me about this.
(US10_S1)

(Chao ban, toi co doc bai viét ciia ban va muon gui cho ban vai dwong link
VGi cdc bai viét c6 thé gip ban c6 cdi nhin méi vé nhitng vin dé nay. Néu muon,
ban cé thé néi chuyén véi téi vé van dé nay nhé.)

Dit liéu dinh tinh tir phong van giGp 1am rd ly do va cung cip thém cai
nhin da chiéu hon vé viéc ngudi My két hop cac CL thuc hién HVNNPN. Truéc
tién, nguoi My thuong két hop hodc chuyén doi giira cac CL tly thudc vao ngir
canh va muc tiéu giao tiép. Nguoi phong van (US_I03) cho biét ho thudng bat
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dau phan nan mot cach lich su bang cach thé hién sy thau hiéu, giai thich Iy do
va rdi méi thé hién thai do.

“I try to bring it up to them in a very polite way, and I've found that it often
helps to acknowledge their point of view. And | would explain my reasoning like,
so you made me feel this way, but I understand you might have done it because
of this or that, but | just wanted to point out that this is how I feel...”

(Toi co gcfng ae cdp voi ho mot cach rat lich su, va t6i nhdn thd'y rcing viéc
céng nhdn quan diém cia ho thwong hitu ich. Va téi sé gidi thich Iy do ciia minh
nhu, ban da khién téi cam thdy nhw vdy, nhung toi hiéu cé thé ban da lam diéu
dé vi Iy do nay hay Vi Iy do khdc, nhung téi chi muén chi ra rang day la cam xiic
cua toi.)

Chia sé trén cia US_103 cho thay ngudi My ¢6 su linh hoat trong giao tiép.
Ho khong chi truc tiép bay to su khong hai 10ng ma con chu dong giai thich 1y
do, tao bdi canh dé ngudi nghe dé tiép nhan hon, giam thiéu tinh de doa thé dién.

Khi phan nan vé viéc 1ai xe nguy hiém, ngudi tham gia phong van US_101
két hop cac CL bang cach dua ra mot yéu cau gian tiép cing véi viéc bay to su
kho chiu:

“Excuse me, can we slow down just a little bit? | don't feel too comfortable
in this situation.”

(Xin 16i, c6 1é chiing ta c6 thé di chdm lai mét chit dwoce khéng? Téi khéong
cam thdy thodi mdi ldm trong tinh huéng nay.)

Viéc két hop cac CL cua US_101 thé hién sy hiéu qua trong giao tiép, vua
dat dugc muc tiéu dua ra 161 yéu cau mét cach rd rang vua duy tri su lich su,
tranh giy cang thang khong can thiét.

Dit liéu phong van con cung cip thém mét s6 1y do ngudi My két hop cac
CL thuc hién HVNNPN. Mot trong s6 1y do chinh 1 ho khéng muén lam t6n hai
dén cac mdi quan hé hay anh huéng tiéu cuc dén hinh anh cua ban than trudc
cong chung (I don't want to harm my relationship or my public image/ T6i khong
muén lam ton hai dén mai quan hé cua minh hay hinh anh cua minh trudc moi
nguoi. US_104)

Nguoi khac (US_101) thi dua ra 1y do mudn duy tri hinh anh xa héi tich
cuc: “We want to maintain a positive image nonetheless ” (Chiing t6i van muén
duy tri mét hinh dnh tich cic.) va khong mudn 1am tinh hinh giao tiép tré' nén
cing thang: “I don't want to create a tense situation for people ” (T6i khong muon
lam moi nguoi thdy cang thang).

Nhitng 1y do ma nhitng ngudi tham gia phong phan da chia s& nhu trén cho
thdy rang, mic du c6 xu hudng giao tiép truc tiép, ngudi My van coi trong viée
duy tri sy hoa hop va giir gin thé dién, dic biét 1a trong nhitng tinh hudng cé thé
dan dén mau thudn nhu khi phan nan.
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Phét hién nay ciing twong dong véi cac nghién ctu trude day vi két qua
nghién ciru cta cac cong trinh nay ciing ghi nhan rang ngudi My thudng st dung
cac to hop CL thuc hién HVNNPN chtr khong chi mot CL don 1é. Cuy thé, nghién
ctru ctia Chen va cong su (2011) chi ra rang hon 70% cac chudi phan nan
(complaint sequences) cta ngudi My c6 str dung cac CL két hop, duoc phan loai
thanh sau loai t6 hop CL chinh. Ngoai ra, Chen va cong su (2011, tr. 265) da xé4c
dinh sau loai t6 hop CL chinh ma trong sb d6 t6 hop CL bay 16 sw khdong hai long
+ yéu cau khdc phuc, sira chita (“dissatisfaction + request for repair - DS + RR”)
13 t6 hop duogc st dung thuong xuyén nhat déi véi nguoi My. T6 hop CL nay
trong nghién ctru ciia Chen va cong su (2011) twong tng véi t6 hop C3 + C10:
Bay t6 sw khé chiu + Puwa ra 167 yéu cau trong luan an nay, ma ciing duoc ghi
nhan 13 t6 hop pho bién thu hai.

Farnia va Salim (2010, tr. 16, 18) ciing ghi nhan rang viéc két hop cac CL:
“khoi xuéng theo sau la 1oi phan nan va sau dé la loi yéu cau" (“initiators
followed by complaints and requests” — “I+C+R”) 1a cach két hop CL dugc sir
dung thuong xuyén nhét trong ca tinh hudng trang trong va khong trang trong
d6i voi nguoi My.

Tom lai, su hién dién ctia CL Pua ra loi yéu cau trong cac to hop cac CL
thuc hi¢n HVNNPN cua ngudi My trong ludn an nay va ca cac nghién ciu trude
day phan anh vai tro quan trong cua CL nay.

3.3.3 Md ta khai quat chién lwge hdi dip hanh vi ngén ngir phan nan cia
nguoi My

Két qua phan tich théng ké mo ta 300 phat ngon vé HD HVNNPN cua
ngudi My dugc thu thip qua DCT trong Bang 3.10 cho thiy tong cong 486 luot
CL HP HVNNPN di duoc ghi nhan. Két qua thong ké (Bang 3.10) cho thay
ngudi My sir dung 11 trong tong s6 13 CL HD HVNNPN (theo khung phan loai
trong Bang 2.4).
Béng 3.10
Phdn bé tan sudt va ty 1é phan tram cdc chién hege hoi dap hanh vi ngén ngir
phan nan cua nguoi My (N=300)

Mi chién  Tén chién lugc Tansuat(f) Tytrong Ty Ié phan
lugc (%) tram (%)
R1 Thira nhan trach nhiém 178 36,6 59,3
R2 Bao chira 50 10,3 16,7
R3 DPdng y thay doi hanh vi 64 13,2 21,3
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R4 Bién minh 21 4.3 7,0

R5 Phan hodi thiéu nghiém tiic 8 1,6 2,7
R6 Dé nghi giai phap thay thé 114 23,5 38,0
R7 Dit ra cac diéu kién chép 9 1,9 3,0

nhan trong tuong lai

R8 Phti nhén 161 phan nan 18 3,7 6,0

R9 Cong kich nguoc lai 7 1,4 2,3

R10 Khoéng thtra nhan hanh vi 1 0,2 0,3
dang trach

R11  Tu choi tranh lugn 0 0,0 0,0

R12 Chdi bo trach nhiém (du thira 0 0,0 0,0
nhan hanh djng)

R13 Khong quan tam téi 161 phan 16 3,3 5,3

nan (im lang)

Total 486 100,0 162,0

Trong téng s6 cac CL duoc st dung, c&c CL RI: Thira nhan trach nhiém,
R6: Dé nghi gidi phdp thay thé va R3: Pong y thay doi hanh vi 1a céc CL phd
bién va chiém vu thé, véi ty trong cao. Cu thé, CL RI: Thira nhén trdach nhiém
laCL phé bién nhat, voi tan suét xuat hién = 178 lan, ty trong = 36,6%, chiém ty
1¢ phan traim = 59,3% tdng s6 300 phat ngdn. Diéu nay cho thay xu huéng chu
dao ctia ngudi My khi d6i dién véi 10i phan nan 1a thira nhan trach nhiém vé hanh
vi gay kho chiu hodc xtc pham nham thé hién su chan thanh va mong muén khoi
phuc méi quan hé (Spencer-Oatey & Kadar, 2021). Vi dy:

-Oh no my mistake. Thank you for pointing it out. (US07_S7)

(Oi, 16i ciia téi. Cam on ban dd chi ra.)

Cac CL R6: Pé nghi gidi phdp thay thé Vva R3: Pong y thay doi hanh vi,
cling 1a nhitng lya chon phé) bién, 1an lwot co tan suit xuat hién 1a 114 va 64 1an,
v6i ty 18 phan trim 13 38,0% va 21,3%. La CL phd bién thi hai, R6: Dé nghi gidi
phdp thay thé phan dnh rang viéc dé xuat mot giai phap thay thé dé hoa giai bat
d6ng hodc xung dot 1a mot CL phd bién cua nguoi My. Vi du:
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-Let's schedule a meeting to resolve the issue. (US29_S10)

(Chiing ta lén lich hop dé gidi quyét van dé nay nhé.)

CL R3: Pong y thay doi hanh vi 1a CL phd bién thir ba (tin suat = 64, ty 1é
phan traim = 21,3%). Su xuat hién thuong xuyén cta CL R3: Péng y thay doi
hanh vi chimg t6 nguoi My chil dong sira doi hanh vi khong chi nham khac phuc
hau qua ma con thé hién sin sang tuan thu cac chuin muc xa hoi duge ky vong
(Spencer-Oatey & Kadar, 2021). Vi du:

-Sorry! I'll go to the back. (US47_S12)

(Xin 16i! Dé téi di ra phia sau.)

Nguoc lai, c6 nhitng CL rat hiém khi hodc khong bao gio duoc nguoi My
sit dung khi HD HVNNPN. Céac CL R11: Tir choi tranh ludn va R12: Chéi b
trach nhiém dii thira nhdn hanh déng hoan toan khong xuat hién (ty 1& phan
tram=0,0%). Cac CL nay dugc xem la truc tiép de doa thé dién duong tinh
(positive face) ctia nguoi phan nan (Brown & Levinson, 1987) va gay ton hai
nghiém trong dén moi quan hé va vi pham cac chuan muc xa hoi (Spencer-Oatey
& Kadar, 2021). Diéu nay giai thich tai sao cac CL nay khong duoc sir dung
trong cac phat ngdbn HD HVNNPN, vi lam trdm trong thém van dé va c6 kha
ning cao dan dén su suy dién tiéu cuc vé cach hanh xir vé viéc nhan 15i va chiu
trach nhiém khi can thiét (Spencer-Oatey & Kédar, 2021).

Trong dit liéu phong van hoi tudng, ngudi tham gia dwa ra nhiéu quan diém,
gilp 1y giai cach ngudi My Iya chon cac CL HD HVNNPN. Dit liéu phong van
cho théy, khi HD HVNNPN, nguoi My c6 su linh hoat trong viéc Iua chon cac
CL HD HVNNPN, bao gdm su cong nhén trach nhiém, giai thich Iy do, tao su
thay d6i va cam két giai quyét van de.

Trude hét, nguoi My uvu tién viée cong nhan quan diém cta ngudi khac dé
giam thiéu cang thang va chuyén hudng tir xung dot sang giai quyét van dé. Mot
ngudi tham gia phong van (US_103) chia sé

“l would probably acknowledge their complaint, explain why | did what |
did, or maybe not realize the effects of my actions, and of course, apologize...”
US_103

(T6i co [é sé thira nhdn phan nan cua ho, gidi thich Iy do tai sao téi da lam,
nhitng gi téi da lam, hodc cé thé la t6i khéng nhén ra tic dong cia hanh déng
ciia minh, va tat nhién, la xin lo’i.)

Sy san sang dong y thay d6i hanh vi con duge mot ngudi khac (US_104)
khang dinh: “I generally would try and make the changes to react to it.” (76i
thwong sé cé gang tao ra sw thay doi dé phan hoéi lai nd.”. Phat ngdn nay cung
6 xu huéng lya chon giai phap va cam két khac phuc nhitng sai pham cia nguoi
My khi HD HVNNPN.
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Bén canh d6, trong phong van hoi tuong, CL R6: Pé nghi gidi phdp thay
thé cing 12 mot lwa chon phd bién ciia ngudi M. Tuy nhién, US_103 chia sé cach
dua ra giai phap thay thé 1a “..cé & la hira sé gidi quyét van dé.” (...maybe
promising to resolve the issue...). Ly do cho céch tiép cin nay dugc US_103 giai
thich 1a chi dua ra giai phap khi thuc sy thay c6 van dé: “I wouldn't give them a
solution if I don't actually believe that there was a problem in the first place.”
(Téi sé khéng duea ra gidi phdp néu t6i khéng thuc sw tin rang cé van dé ngay tir
dau.)

Diéu nay thé hién sy than trong ctia ngudi My trong viéc dua ra giai phap
dé HD HVNNPN. Giai phap cua ho ludn dua trén danh gia thuc té vé van dé va
dong thoi, ho tranh dua ra giai phap khi chua xac dinh rd nguyén nhan. Sy than
trong nay pht hop v6i dic trung vin héa ngit canh thap cia nuée My voi thong
tin can duoc dién dat rd rang va twong minh (Hall, 1989; Hofstede va cong su,
2010).

T6m lai, su phan bd cac CL HD HVNNPN nhu phan tich & trén (tham chiéu
Bang 3.10) cho thdy mot xu hudng 1 rang trong vin hoa giao tiép ciia nguoi My
1a wu tién cac CL mang tinh hop tac, hoa giai va hudng dén giai phap khi HD
HVNNPN, trong khi cac CL ddi dau, né tranh hodc lam ton hai mbi quan hé it
dugc ua chudng hon.

3.3.4 Két hop cac chién lwge hoi dap hanh vi ngén ngir phan nan cia nguwoi
My

Phan tich dir 1iéu 300 phat ngobn HD HVNNPN cua nguoi My (Bang 3.10)
cho théiy téng cong 486 luot s dung CL HD HVNNPN da dugc ghi nhén, tuong
duong ty 1& trung binh 1.62 CL trén mdi phat ngon. Piéu nay chi ra rang trong
da s6 cac truong hop, nguoi My khong chi str dung mot CL don 1é ma thuong
két hop nhiéu CL trong mot phéat ngon, tao nén céc t6 hop CL. Bang 3.11 trinh
bay tong quan vé cau tric cua cac té hop nay.
Bang 3.11
Phdn bé cdc logi hinh t6 hop cdc chién lwge héi dap hanh vi ngén ngit phan nan
cua nguoi My

Loai hinh t6 hop S6 lugng t6 Ty trong Tan sudt
hop (%)

Loai hinh t6 hop 2 chién lugc 21 70,0 129

Loai hinh t6 hop 3 chién lugc 8 26,7 27

Loai hinh t6 hop 4 chién lugc 1 3,3 1
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Total 30 100,0 157

Theo Bang 3.11, c¢6 30 loai t6 hop khic nhau duoc ghi nhin, dugc nhém
thanh ba loai hinh chinh dya trén sb luong chién luogc thanh phan. Loai hinh t6
hop hai chién luoc 14 loai hinh dugc wa chudng nhét, v6i 129 1an xuit hién, chiém
ty trong = 70,0% tong sb cac loai té hop. Tiép theo sau 1a loai hinh t6 hop ba
chién lugc, xuat hién 27 lan, chiém ty trong = 26,7%. Loai hinh t6 hop bén CL
thi chi c6 mot trudng hop duoc ghi nhan. Sy phan bd nay minh chig rang trong
khi két hop CL HD HVNNPN, ngudi M ¢6 xu huéng vu tién cac phuong thirc
két hop ngan gon va hiéu qua.

Dir liéu phan tich chi tiét cac to hop CL HD HVNNPN pho bién nhat ciia
ngudi My (tham chiéu Bang 3.12) cho thdy mot xu hudng rd rét 1 hau hét cac t6
hop c6 su hién dién ctia CL R1: Thira nhdn trach nhiém cung voi mot CL khac
thuoc loai chép nhan mot phﬁn 161 phan nan hoac chép nhan 161 phan nan.

Béng 3.12
Cdc t6 hop cac chién lwoe hoi dap hanh vi ngén ngiv phan nan phé bién cia
nguoi My (N=300)

M3 t6 hop T6 hop céac chién lugc Tan suét Ty 1é phan
tram (%)
R1+R6  Thira nhan trach nhiém + Dé nghi giai 36 12,0
phap thay thé
R1+R3  Thira nhan trach nhiém + Dong y thay 32 10,7

do1 hanh vi

R1+ R2  Thira nhan trach nhiém + Bao chita 28 9,3

T6 hop RI + R6: Thira nhdn trdach nhiém + Pé nghi gidi phdp thay thé 1a
t6 hop pho bién nhét (tin suat =36, ty 1¢ phan tram=12% tong s6 phat ngon). T
hop CL nay thé hién cach tiép can chap nhan trach nhiém (CL R1) va hudng t6i
giai phap (CL R6) ciia ngudi My. Vi du: trong tinh hudng 11, HD vé 16i phan
nan vé chat lugng san pham, ngudi HD bat dau bang viée thira nhan 15i va sau
d6 dua ra giai phap khic phuc hau qua:

-I'm sorry that it didn’t meet your expectations. Would you prefer an
exchange or a refund? (US15_S11)

(T6i xin 16i vi san pham khéng déap g dwoc mong doi ciia ban. Ban mudn
déi san pham hay hoan tién?)
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T6 hop RI + R3: Thira nhdn trdch nhiém + Pong y thay déi hanh vi dtng
thr hai v& mirc d6 phd bién (tdn sudt = 32 lan, ty 1¢ phan trim =10,7%). T6 hop
nay thé hién tinh truc tiép va tich cuc trong khi HD HVNNPN cia ngudi My vi
khi str dung t6 hop nay, ngudi tiép nhan 10i phan nan chap nhan 16i phan nan
hoan toan va cam két khic phyc van dé. Vi du:

-1 apologize for the late response. | am looking into it right now.
(US11_S10)

(Xin 16i vi t6i chdm trd 1oi. Téi xem xét ngay ddy.)

T6 hop RI + R2: Thira nhdn trdch nhiém + Bdo chita xuét hién it thuong
xuyén hon (28 14n, ty 18 phan tram = 9,3%). Vi t6 hop nay, nguoi HD chap nhan
trach nhiém nhung dong thoi dua ra mot 16i bao chita hodc giai thich cho hanh
dong ctia minh dé giam nhe mirc d6 nghiém trong cua 18i hodc cung cap bdi canh
cho hanh dong da xay ra, tr d6 bao vé phﬁn ndo thé dién tich cuc ctia chinh nguoi
HD. Vi du:

-I'm so sorry. | am very late, and | need to get out of here as soon as
possible. (US49_S12)

(Minh xin 16i nhiéu, (do) minh bi tré va minh can phdi ra khéi cang sém
cang tot.)

Tom lai, cac t6 hop CL HD HVNNPN pho bién ctia ngudi My, dic biét 1a
viéc wu tién CL R1: Thira nhdn trach nhiém, thé hién mot cach tiép can truc tiép
nhung mang tinh hop tac va xay dung khi tiép nhan 16i phan nan cia ho khi ho
tryc tiép thé hién viéc chiu trach nhiém va chu dong tim kiém giai phap hodc cam
két cai thién, sira chita hanh vi dé giam thiéu méi de doa thé dién ciia nguoi phan
nan.

Xu huéng st dung cac t6 hop CL HD HVNNPN ciia ngudi My ciing duoc
ly giai thong qua viéc phan tich dit liéu dinh tinh tir phong van hoi twong. Trong
dir liéu phong van, ngudi My ciing thé hién xu huéng két hop nhiéu CL khi HD
HVNNPN va dién gidi tai sao CL R1: Thera nhdn trach nhiém dugc su dung dé
két hop véi cac CL khac. Ho thuong bat dau bﬁng viéc thira nhan trach nhiém:

“accepting responsibility, uh no matter how big or small ” (US_101)

(thira nhdn trach nhiém, du l6m hay nho)

Sau d6, ho bay to dé nguoi phan nan biét rang ho dang lang nghe. Ho nhan
16i va khic phuc:

“...let them know I'm listening. | accept it. Let's make a change. ” (US_101)

(...cho ho biét téi dang ling nghe. Téi chdp nhdn diéu dé. Hay cing thay
doi.)

Cudi cung, ho tong két mot sy két hop cac CL HD HVNNPN mét cach
toan dién, khong chi bao gdbm CL nhén 16i ma con dua ra cic phuong an gidi
quyét va dé nghi trao dbi.
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»”

“take responsibility, provide alternatives, and make some suggestions
(US_101)

(chiu trdach nhiém, dwa ra cdac lva chon thay thé va dwa ra mét sé dé nghi)

Tom lai, viée sir dung céc t6 hop CL ctia nguoi My thé hién mong mudn
duy tri sy hoa hop thong qua viéc nhan trach nhiém va hudng dén tim kiém giai
phap thyuc té. Xu hudng nay phan anh dic tinh ctia nén vin hoa ngit canh thp
cua My (Hall, 1989; Hofstede va cong su, 2010).

3.4 Sy twong ddng va khac biét trong viéc lua chon chién lwge thue hién
hanh vi ngon ngir phan nan giira nguoi Viét Nam va nguoi My

3.4.1 Su twong dong trong viéc lwa chon chién lwge thue hién hanh vi ngén
ngir phan nan cia ngwoi Viét Nam va nguoi My

Phén tich ddi chiéu dir liéu théng ké mo ta tir Biéu d6 3.1 va két qua céac
kiém dinh théng ké suy ludn trong Bang 3.13 cho thay ring giita ngudi Viét Nam
va nguoi My, ¢6 nhitng diém twong dong trong xu huéng lua chon CL thyc hién
HVNNPN.

Trude hét, két qua so sénh ty 1é phan traim cta cac CL thyc hién HVNNPN
ctia nguoi Viét Nam va ngudi My (Biéu d6 3.1) thé hién su twong dong rd rét
trong xu hudng lya chon C10: Pua ra loi yéu cau 1am CL chu dao dé thuc hién
HVNNPN cua ca nguodi Viét Nam va nguoi My.

Biéu d6 3.1
So sanh #y Ié phan tram cdc chién lwpc thwe hién hanh vi ngén ngit phan nan cia
nguoi Viét Nam va nguoi My

B Nguoi Viét Nam B Nguoi My
80%

70%
= 60%
=
£ 50%
S 40%
@ 30%
e
= 20%

10%
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Cl C2 cC3 C6 C7 C8 C9 C10 Cc11

So sanh chién lwgc thyc hién hanh vi ngén ngir phan nan

n

P

g 2
C4 C5

Déi véi ca nguodi Viét Nam va ngudi My, CL C10: Pua ra 1oi yéu cdu 1a
CL c6 tan suat xuat hién cao nhét, voi ty 18 phan tram 1a 75,7% dbi voi ngudi
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Viét Nam va 63,7% dbi voi ngudi My. Xu hudng vu tién CL nay cho thay rang,
trong ca hai nén vin hoa, trong tim caia HVNNPN khong chi don thuan 1 dé bay
t6 sy hai long hay cam xuc tiéu cuc, 1am ton hai thé dién ctia ngudi nghe ma quan
trong hon 14 dé tim kiém mat giai phap hay mot su khac phuc cho van dé da xay
ra, tao co hoi dé nguoi nghe sura chira sai 1am va qua do, khoi phuc lai thé dién
ctia chinh minh. Theo Brown va Levinson (1987), CL nay cé thé xem 1a mot
hanh vi de doa thé dién (FTA) cong khai, kém theo hanh dong giam nhe, nhim
dat dugc myc tiéu giao tiép ma van duy tri mbi quan h¢.

Vi du, trong tinh hudng s 1 phan nan vé viéc dang tin khong chinh xéc trén
Facebook, ca ngudi Viét Nam va ngudi My déu co su twong dong vé viée st
dung C10: Pua ra 1oi yéu cau. Ca ngudi Viét Nam va ngudi My déu lua chon
thue hién HVNNPN trong tinh hudng nay bang cach dua ra yéu cdu x6a bai diang.
Cu thé:

-VN20_S1: Ban go tut (bai dang) ho minh nha.

-US39_S1: You need to remove it. (Ban nén g& xuong di.)

Mic du khac nhau vé mit ngon ngit nhung hai vi dy trén con c6 sy turong
ddng vé mat cau tric dung hoc. Theo 1y thuyét ctia Searle (1979) trong cé hai vi
du, HVNNPN déu 13 mot hanh vi diéu khién (directives), yéu cau nguoi nghe
thuc hién mot hanh dong cu thé (“gé bai dang”).

Biéu d6 3.1 ciing cho thay ring ca ngudi Viét Nam va nguoi My déu thé
hién xu hudéng né tranh cac CL mang tinh cong kich ¢4 nhan va c6 muc do de
doa thé dién cao. Cu thé, cac CL C9: Trdch mdng tiwong minh vé con nguoi Va
C11: Pua ra loi de doa déu dugce sir dung & muc do rat thap. Xu hudng nay phan
anh rang trong giao tiép cling can c6 su gidi han khi cong kich ¢4 nhan bai vi cac
CL nay c6 thé din dén xung d6t va 1am d6 v& mbi quan hé, phu hop véi cac
nguyén tic phé quat vé CL lich sy ctia Brown va Levinson (1987).

Bang 3.13
Két qua kiém dinh Chi-binh phwong va Fisher so sanh viéc lira chon chién lwoc
thuc hién hanh vi ngén ngir phan nan giita nguoi Viét Nam va nguoi My

Mi chién CL thuc hién HVNNPN Giatriy> Bacty  Kiém dinh
lugc do (df) Fisher (p)
C1 Tir bé phan nan 3,12 1 111
C2 NGi béng gi6 0,02 1 1,000
C3 Bay t6 su khé chiu 2,20 1 166
C4 Dién ta hau qua x4u 18,87 1 <,001"
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C5

Cé6

C7

C8

C9

C10

Cl1

Budc toi gian tiép
Budc t01 truc tiép

Trach mang ngam

Trach mang tuong minh vé hanh vi

Trach mang tuong minh vé con

nguoi
Dua ra 161 yéu cau

Pua ra 101 de doa

0,33
9,64
1,89
12,08

4,40

10,22

2,78

1

1

,669
,003"
228

,001

,059

,002"

,143

Ghi chl. Dau * biéu thi su khac biét c6 ¥ nghia thong ké & mirc p < ,05.

Két qua kiém dinh Chi-binh phuong va Kiém dinh chinh xac Fisher (Bang
3.13) da xac dinh c6 su tuong déng trong viéc st dung mot s6 CL gitta nguoi
Viét Nam va ngudi My do khong ¢ sy khac biét c6 ¥ nghia thong ké vé tan suat
sit dung (p > ,05). Cac CL nay (tham chiéu bang 3.14) c6 tan suét sir dung véi ty
1¢ phan trim tuong dwong nhau giita nguoi Viét Nam va nguoi My va la cac CL
mang tinh gian tiép va it dbi dau.

Bang 3.14
CAc chién legc thuwc hién hanh vi ngén ngit phan nan khéng khdc biét ¢ y nghia

théng ké giiva nguwoi Viét Nam va ngueoi My

Mi chién CL thyc hién Nguoi Vit Nam  Ngudi My (ty  Kiém dinh

lugc HVNNPN (ty 1€ %) 1€ %) Fisher (p)
C1 Tur boé phan nan 4,0 7,3 111
C2 NOi bdng gid 9,3 9,0 1,000
C3 Bay td su kho chiu 24,3 19,3 ,166
C5 Budc tdi gian tiép 8,3 9,7 ,669
C7 Trach méng ngﬁm 7,3 4.7 228
Cl11 Pua ra 101 de doa 5,3 2,7 143

Sy twong ddng ndy ching to rang ca ngudi Viét Nam va ngudi My déu
nhan thirc duoc tinh de doa thé dién cua HVNNPN (Trosborg, 1995) va ¢ xu
huéng st dung cac CL gian tiép nham giam thiéu rui ro xung dot tiém tang khi
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giao tiép va hoan toan phu hop véi cac nguyén tic phd quat vé cac CL lich su
d6i voi cac hanh vi de doa thé dién ctia Brown va Levinson (1987).

Khi ddi chiéu véi cac nghién ctru trude ddy, viée lua chon phd bién cua CL
C10: Pua ra loi yéu cau khi thyc hién HVNNPN trong ludn 4n ciing c6 sy nhat
quan. Cy thé, Chen va cong su (2011) da chi ra "yéu cau khdc phuc, sita chita"
13 mot thanh phan quan trong trong chudi hanh vi phan nan cia ngudi My.
Nguyén H6 Hoang Thuy (2019) ciing xac dinh CL "yéu cau khdc phuc, diéu
chinh" 13 mot trong nhitg CL duoc nguoi Viét Nam uu tién sir dung. Su nhét
quan nay cung cap thém bang chtng dé cung cd tinh phd bién ctia muc tiéu hudng
td1 gidi phap khi phan nan cuia nguoi Viét Nam va nguoi My.

3.4.2 Sw khac biét trong viéc lra chon chién lwgc thue hién hanh vi ngon ngir
phan nan giira ngwoi Viét Nam va ngwoi My

Bén canh nhitng diém chung, kiém dinh Chi-binh phuong (Bang 3.13) da
1am noi bat nhimg khac biét c6 ¥ nghia thong ké trong cach thyc hién HVNNPN
giita nguoi Viét va nguoi My, phan 4nh sy chi phdi ciia cac quy chuan vin hoa
x4 hoi riéng biét cta timg nén vin héa. Su khac biét c6 y nghia théng ké duoc
thé hién rd nhit trong su vu tién ctia CL C10: Puwa ra loi yéu cdu va su phan hoa
trong viéc su dung CL C6. Buoc toi truc tié'p. Mac du CL C10: Pua ra loi yéu
cau c6 diém giéng nhau ¢ ca hai nhém ngudi Viét Nam va ngudi My 1a CL duoc
ua chudng nhat khi thuc hién hanh vi phan nan nhung két qua kiém dinh Chi-
binh phuong va Fisher cho thdy ngudi Viét Nam sir dung CL nay véi tan suét
cao hon mét cach ¢ ¥ nghia thong ké so voi nguoi My (ty 18 phan trim = 75,7%
s0 v6i 63,7%:; x> = 10,22, p = ,002). Nguoc lai, d6i véi CL C6: Budc tdi truc tiép,
ngudi My lai sit dung nay nhiéu hon dang ké so véi nguoi Viét (ty 18 phan traim
= 28,3% so voi 17,7%; x> = 9,64, p = ,003).

Su khac biét trong viéc chon lya cac CL nhu trén gitta ngudi Viét Nam va
ngudi My phan anh nhing nét khac biét co ban va dic trung trong giao tiép gitra
hai nén van héa Viét Nam va My. Mic du ca hai nhém nguoi déu mudn hudng
dén giai phap, nhung ddi vai nguoi Viét Nam, viéc tap trung s dung CL C10:
Puea ra 16i yéu cdu thudng xuyén hon va it thuong xuyén hon ddi véi CL C6:
Bugc ti truc tiép thé hién mot cach tiép cdn mang tinh xay dung hon, gitp giam
nhe mirc d6 de doa thé dién va mo ra co hoi dé nguoi nghe sira chita sai 1am, qua
d6 bao toan mbi quan hé cho ca hai bén, phan anh gié tri van hoa coi trong su
hoa hop va duy tri mbi quan hé trong van hoa ciia nguoi Viét Nam (Chew, 2011;
Pham Thi Hong Nhung, 2008; Tran Ngoc Thém, 1996, 1999; Lé Phtic Thién,
2013). Nguoc lai, ddi véi ngudi My, xu hudng chon lya CL thyc hi¢n HVNNPN
cua ho (uu tién CL C6: Buoc toi truc tié}? nhiéu hon) cho thfiy ho dé cao su rd
rang, tuong minh va thang thin trong viéc thé hién quan diém c4 nhan va xac
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dinh trach nhiém. Phét hién nay phu hop véi ddc tinh cta van hoa ngit canh thap
(low-context) ctia nude My (Hall, 1989; Hofstede va cong su, 2010).

Mot khac biét ¢6 ¥ nghia quan trong khac duge xac nhan qua két qua thong
ké mo ta la sy khac biét trong cach chon CL nham nhdn manh muc do nghiém
trong ctia van dé (tham chiéu Biéu d6 3.1). Nguoi Viét sit dung cac CL C4: Dién
td hdu qud xdu (ty 1 phan trim=7,0%) va C11: Dua ra loi de doa (ty 1& phan
tram=>5,3%) voi mirc 46 thuong xuyén cao hon dang ké so véi ngudi My (C4: ty
1¢ phan trim=0,3%; C11: ty 1¢ phan trim=2,7%). Mic du tan sut c6 cao hon,
nhung sy khac biét trong viéc su dung CL C11: Dua ra loi de doa gitta nguodi
Viét Nam (ty 1¢ phan trim=>5,3%) va ngudi My (ty 1é phan trim=2,7%) khong c6
y nghia théng ké (y2 = 2,78, p = .143). Tuy nhién, sy khac biét vé viéc lya chon
CL C4: Dién ta hdu qua xdu nay c6 y nghia thong ké rat cao (x> = 18,87, p <
,001). Sy khéc biét nay c6 vé mau thun véi nguyén tic duy tri hoa khi trong vin
hoéa giao tiép ctia ngudi Viét Nam (Chew, 2011; Pham Thi Hong Nhung, 2008;
Lé Phtic Thién, 2013) vi c4c CL nay de doa dong thoi ca thé dién tiéu cuc
(negative face) va thé dién tich cuc (positive face) ciia ngudi nghe (Brown &
Levinson, 1987). Tuy nhién, theo Brown va Levinson (1987), viéc st dung cac
CL nay nham dé gay ap luc budc nguoi nghe (nguoi bi phan nan) phai lam diéu
ma ngudi ndi (ngudi phan nan) mudn va ngudi ndi dat ning tinh hiéu qua hon va
xem viéc giai quyét vin dé 1a quan trong hon viéc gitr thé dién cua ngudi nghe.

Két qua kiém dinh Chi-binh phwong va Fisher trong Bang 3.13 ciing thé
hién mot su khac biét c6 ¥ nghia thong ké giita hai nhom trong viéc Iya chon céac
CL mang tinh céng kich ca nhan cao. Cu thé, viéc st dung CL C8: Trdch mdng
twong minh vé hanh vi gitra ngudi Viét Nam va ngudi My c6 sy khac biét dang
ké vé mit thong ké (p=,001). Ty 18 sir dung CL C8: Trdch mdng twong minh vé
hanh vi ctia nguoi Viét Nam (ty 1é phan trim=6,3%) cao hon gap sau lan so vai
ngudi My (ty 1& phan tram=1,0%). Déi voi CL C9: Trach mdng tuong minh vé
con nguoi, mac du ty 1¢ dugc ghi nhan 1a nguoi Viét Nam st dung thuong xuyén
hon (ty 1& phan trim=4,7%) so véi nguoi My (ty 1¢ phan trim=1,7%), su khac
biét nay (32 = 4,40, p = ,059) nam rat sat ngudng c6 y nghia thong ké alpha =
0,05.

Céc diém khéc biét néu trén cho thiy nguoi Viét Nam c6 xu huéng lwa chon
cac CL mang tinh cong kich ca nhan cao thudng xuyén hon ngudi M. Diéu nay
c6 vé di nguoc lai nguyén tac giao tiép dinh hudng hoa hop cua ngudi Viét Nam
(Pham Thi Hong Nhung, 2008). Tuy nhién, do dic diém chung vé vin hoa lich
su trong giao tiép cua ngudi Viét Nam chiu anh hudng tir Nho gido (Pham Thi
Hong Nhung, 2008) nén nghich 1y nay c6 thé duoc giai thich bang cach xem xét
lich sy trong bbi canh quyén lyc va khoang cach xa hoi khic nhau véi vai tro ctia
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“1&”, thiét lap cac chuan muc x3 hoi va dao duc trong van hoa Viét Nam (Chew,
2011; Pham Thi Hong Nhung, 2008; Lé Phuc Thién, 2013).

3.4.3 Su twong dong trong viéc lwa chon chién lrge hoi dap hanh vi ngbn
ngir phan nan cdia nguwoi Viét Nam va ngudi My

Mic du Viét Nam c¢6 dic diém van hoa x3 hoi mang tinh tap thé va ngl
canh cao trong khi van hoa xa hoi My mang tinh c4 nhan, ngit canh thip (Hall,
1989; Hofstede va cong sy, 2010) nhung phén tich d6i chiéu dir liéu cho thay
ngudi Viét va ngudi My ¢ nhitng diém chung dang ké trong viéc lwa chon CL
HP HVNNPN. Sy tuong dong ndi bat giita hai nhom 1a ca nguoi Viét Nam va
ngudi My déu ¢ xu hudng né tranh cac CL mang tinh déi dau truc tiép va cong
kich c4 nhan (tham chiéu Biéu d6 3.2).
Biéu dd 3.2
So sanh ty 1é phan tram cdc chién lwge héi dap hanh vi ngén ngit phan nan cia
nguoi Viét Nam va nguoi My
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Ca nguoi Viét Nam va ngudi My déu khong st dung CL - Chéi bé trach
nhiém (du thira nhan hanh dong). CL : Tu choi tranh ludn dugc nguoi Viét Nam
sir dung mot 1an duy nhat (ty 1& pham tram = 0,3%) va khong ghi nhan truong
hop st dung nao & ngudi My. Xu hudng né tranh cac CL d6i dau truc dién nay
biéu hién rang ca ngudi Viét Nam va ngudi My tuan thii nguyén tic ngit dung
pho quat vé giam thiéu muc d6 de doa thé dién (Brown & Levinson, 1987). Sy
tuong ddng noi trén con duoc cung cb boi két qua thong ké suy luan tai Bang
3.15 vi tan sudt str dung hai CL R11 (p = 1.000) va R13 (p =,087) ctia ngudi Viét
Nam va ngudi My khong c6 su khac biét c6 y nghia thong ké (p > ,05).
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Bang 3.15
Két qua kiém dinh Chi-binh phwong va Fisher so sanh viéc lya chon chién lirgc
hoi déap hanh vi ngén ngit phan nan giita nguwoi Viét Nam va nguoi My

Mi chién CL HD HVNNPN Giatri  Bac ty do Kiém dinh
luoc 1 (df) Fisher (p)
R1 Thira nhén trach nhiém 41,85 1 <,001"
R2 Bao chira 6,32 1 016
R3 Pong ¥ thay d6i hanh vi 52,59 1 <,001"
R4 Bién minh 0,03 1 1,000
R5 Phan hoi thiéu nghiém tic 3,66 1 ,106
R6 Dé nghi giai phéap thay thé 19,97 1 <,001"
R7 bat ra cac diéu kién chép 1,56 1 ,298

nhén trong tuong lai

R8 Phu nhan 101 phan nan 0,85 1 461

R9 Cong kich nguoc lai 0,83 1 ,545

R10 Khoéng thtra nhan hanh vi 11,56 1 ,001"
dang trach

R11  Tu chdi tranh luan 1,00 1 1,000

R12 Chbi bo trach nhiém (du thira N/A N/A N/A
nhan hanh dong)

R13 Khéng quan tam t6i 161 phan 3,66 1 ,087

nan (im lang)

Ghi chl. Dau * biéu thi su khac biét c6 ¥ nghia thong ké & mirc p < ,05.
N/A: Gia tri khong thé tinh toan duoc do tin suét xuét hién bé’mg 0.

Bang 3.15 con cho thiy khong c6 su khac biét co y nghia thong ké (p > ,05)
giita tan suét sir dung ctia ngudi Viét Nam va ngudi My trong viée sir dung céac
CL sau: CL R4: Bién minh (p = 1,000), R5: Phdn hoi thiéu nghiém tic (p = ,106),
R7: Bdt ra cdc diéu kién chdp nhdn trong twong lai (p = ,298), R8: Phii nhdn 1oi
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phan nan (p = ,461), R9: Céng kich nguoc lai (p = ,545) va R13: Khéng quan
tam/ Im lang (p = ,087).

Dit liéu phong van dinh tinh d3 cung cip nhitng 1y giai cho su twong dong
vé xu huéng tranh sir dung cac CL dbi dau, vi du nhw CL RI2: Chéi bé trdach
nhiém (du thuwa nhdgn hanh dong) cua nguoi Viét Nam va nguoi My khi HDP
HVNNPN. Trudce hét, d6i véi ca nguoi Viét Nam va ngudi My, viée nhdn trach
nhi€ém khi nhan 161 phan nan dugc xem 1a mot phuong thirc cdt 161 dé duy tri su
hoa hop va thé hién sy ton trong. Nhu mot ngudi Viét Nam khi tham gia phong
van chia sé rang cai vd voi ban bé “chi lam mat tinh ban théi chir khéng gidi
quyét dwoc van dé” (VN_101), vi thé ho cho rang dU “trong bat ky hoan canh ndo
ciing phdi dam bao tinh lich sy’ (VN_106). Khi HD mot phan nan, ho “cé gdng
md long va chdp nhdn toan bé trach nhiém.” (Trying to be open and accept all
responsibility. US_101) bai vi ho giai thich rang “Pdy khéng phdi la liic dé, ban
biét ddy, cdi vd hay tranh ludn vé moi thir. Pdy la thoi diém dé, ban biét day,
hiéu ré hon nhitng gi dang dwoc néi véi chiing ta va lam thé nao chiing ta cé thé
sir dung thong tin d6 d@é diéu chinh cho twong lai.” (This is not a time to, you
know, argue or deliberate on things. This is a time to be, you know, more
comprehensive of what is being told to us, and how we can utilize that
information to make adjustments for the future... US_101)

Ngoai ra, viéc thira nhan 161 con 1a mot cach dé thé hién sy chan thanh va
déng cam. Ddi véi nguoi Viét, muc tiéu cua vi¢c thira nhan 16i huong dén viéc
xoa diu cam x0c ctia nguoi nghe. Nguoi tham gia phong van da chia sé “su chdn
thanh cia minh lic d6 quan trong nhdt” d& ngudi phan nan “ngudi ngoai”
(VN_I01).

Tuong tu, ngudi My ciing nhdn manh tdm quan trong cta viéc thira nhan
trach nhiém, nhung tip trung mo ta cach giai quyét: “I would probably
acknowledge their complaint, explain why I did, what I did, or maybe not realize
the effects of my actions, and of course, apologize.” (US_103).

(T6i co lé sé thira nhan phan nan cua ho, gidi thich ly do tai sao téi da lam,
nhitng gi téi da lam, hodc c6 thé la t6i khéng nhén ra tic dong cia hanh déng
ciia minh, va tat nhién, la xin l(5~i.)

Dit liéu phan tich phong van cho thiy mot diém chung gitta nguoi Viét Nam
va nguoi My trong viéc chu dong nhan trach nhiém. Diéu nay dugc xem la mot
trong nhitng CL HD HVNNPN hiéu qua. Tét nhién, diéu nay ciing giai thich 1y
do tai sao khong ding CL R12: Chéi bo trach nhiém (dii thira nhdn hanh déng)
cua nguoi Viét Nam va nguoi My.

Két qua nay cing c¢d két luan cua Diém Thi Thu Thay (2017) cho ring
nguoi Viét Nam va ngudi Anh déu tranh sir dung cac CL HP mang tinh d6i dau
nhu de doa nguoc lai. Hon nita, sy twong déng trong viéc tranh cac CL R11: Tw
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chéi tranh ludn va R12: Chéi bo trach nhiém cla ca ngudi Viét Nam va nguoi
M5 con nhdn manh sy vu tién nguyén tic duy tri méi quan hé va tranh xung dot
khi tiép nhén 16 phan nan.

3.4.4 Sw khéc biét trong lya chon chién lwgc hdi d4p hanh vi ngdn ngir phan
nan giira nguwoi Viét Nam va ngwoi My

Bén canh nhitng diém twong dong, cach ngudi Viét Nam va ngudi My lua
chon cac CL HD HVNNPN ciing thé hién nhirng khac biét, dac bi¢t la & cac CL
pho bién nhat. Nhitng khac biét ndy phan dnh c4c chuan myc vian héa va quan
niém vé gia tri xa hoi khac nhau giita Viét Nam va M¥ trong céach tiép nhan va
HD HVNNPN.

Két qua kiém dinh Chi-binh phuong va Kiém dinh chinh xé4c Fisher trong
Bang 3.15 di xac dinh rang c¢6 sy khac biét c6 ¥ nghia théng ké (p <,05) ddi véi
nim CL HD HVNNPN, bao gém: R1, R2, R3, R6, va R10. Su khac biét n6i bat
nhat tap trung vao su vu tién ngugc nhau ddi véi cac CL nay.

Béng 3.16
CAac chién lwoc hoi dap hanh vi ngén ngit phan nan cé sw khdc biét ¢é y nghia
thong ké giiva nguwoi Viét Nam va ngueoi My

M3 chién CL HD HVNNPN Nguoi Viét Nguoi Kiém dinh
lugc Nam (ty1¢ My (ty 1¢ Fisher (p)
%) %)
R1 Thtra nhan trach nhiém 33,0 59,3 < ,001"
R2 Bio chita 25,0 16,7 016"
R3 Dong y thay d6i hanh vi 49,7 21,3 <,001"
R6 Dé nghi giai phap thay thé 21,3 38,0 <,001"
R10 Khoéng thtra nhan hanh vi 47 0,3 ,001"
dang trach

Ghi chi. Dau * biéu thi sy khac biét co y nghia thong ké & muc p < ,05.

Sy khac biét c6 ¥ nghia thong ké & mirc rat cao (p <,001) d dugc ghi nhan
giita hai nhom dbi véi ba CL pho bién nhat: cac CL R1: Thira nhdn trach nhiém,
R3: Déng y thay doi hanh vi va R6: Pé nghi gidi phdp thay thé. Dbi v6i nguoi
Viét Nam, CL pho bién nhét 1a CL R3: Pong y thay doi hanh vi (ty 1& phan trim
= 49,7%), gip hon hai 1an so véi ngudi My (21,3%). Su uvu tién nay cho thiy
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nguoi Viét Nam nhin manh vao su cam két stra chita va khéc phuc dé khoi phuc
su hoa hop va bao vé mbi quan h¢ xa hoi.

Nguoc lai, ngudi My st dung CL R1: Thira nhdn trdch nhiém voi ty 16 phan
tram cao nhét (59,3%), gan gap d6i so v6i nguoi Viet Nam (33%).

CL R6: Pé nghj gidi phdp thay thé 13 CL pho bién dung thir hai dbi véi ca
ngudi Viét Nam va ngudi My nhung ngudi My st dung CL nay nhiéu hon
(38,0%) so véi nguoi Viét (21,3%). Viée nguoi My sir dung CL R6 nhiéu hon
cho thdy mot xu huéng vin hoa thién vé giai quyét van dé.

Phat hién vé viéc ngudi My stt dung CL R1: Thira nhdn trdach nhiém va R6:
Dé nghi giai phdp voi tan suat vuot trdi nhu trén c6 thé duge 1y giai thong qua
cac chiéu vin héa cia Hofstede va cong sy (2010). Xu huéng nay cho thay rang
day c6 thé 1a mot biéu hién cua tinh chii nghia c4 nhan, mot gid tri van hoa cot
161 cua xa hoi My. Viée su dung CL RI: Thira nhdn trach nhiém dugc xem la
mot hanh dong thé hién sy tu chu va dang tin cdy. Bén canh do, viéc lya chon
R6: Pé nghi gidi phdp c6 thé phan anh dic trung cia mot nén vin hoa coi trong
su hiéu qua trong viéc giai quyét vin d&. Cach tiép can nay duong nhu hudng
dén viéc xir 1y cong viéec mot cach nhanh chéng va dirt diém, thay vi wu tién cac
yéu t6 mang tinh quan hé. Do d6, c6 thé cho rang sy truc tiép, minh bach va hiéu
qua trong cach HD HVNNPN ciia ngudi My khong phai 14 ngau nhién, ma bét
ngudn tir cac gia tri van hoa nén tang, nhu di dugc Hofstede va cong sy (2010)
chi ra.

Nguoc lai, nguoi Viét Nam thé hién manh m& thién chi hop tac, san sang
thay d6i hanh vi nham stra chita cho hanh dong sai pham trudc d6 nhung lai co
xu huéng than trong hon trong viéc truc tiép thira nhan trach nhiém. Diéu nay
phan &nh mo{t quan ni¢m van hoéa coi trong vi¢c bao vé thé dién cling nhu uu tién
duy tri sy hoa thuan va giao tiép gian tiép (Lé Phic Thién, 2013).

Su khéc biét trong viéc lya chon CL HD HVNNPN gitra ngudi Viét Nam
va ngudi My phan anh nhitng quan niém khac nhau vé tinh quan hé, bao gdm ca
khai niém thé dién, duoc hinh thanh béi cac cau triic xa hoi va hé thong gia tri
van hoa doc ddo ctia mdi nén vin hoa (Spencer-Oatey & Kadar, 2021). Ngudi
Viét Nam c6 xu huéng cam két khic phuc va duy tri sy hoa hop dé bao vé thé
dién, trong khi ngudi My ¢4 xu huéng nhan manh trach nhiém va hiéu qua giai
quyét van de.

3.5 Tiéu két chwong Il1

Két qua phan tich mo ta va ddi chiéu cac CL thuc hién va HD HVNNPN
ctia ngudi Viét Nam va ngudi My da duoc trinh bay mot cach chi tiét va co hé
thong trong Chuong Ill. Tir két qua phén tich dinh luong va dinh tinh, chuong
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nay di hé thong va mé ta chi tiét cac CL va mo hinh két hop cac CL thuc hién va
HD cua ca nguodi Viét Nam va nguoi My.

V& CL thuc hién HVNNPN, két qua nghién ctru cho thiy diém twong dong
quan trong vé viéc uu tién str dung CL hudng dén viéc giai quyét van dé cia ca
ngudi Viét Nam va ngudi My thong qua sy phd bién ctia CL C10: Pua ra loi yéu
cau. Ca ngudi Viét Nam va nguodi My déu c6 xu hudng két hop nhiéu CL khi
phan nan nhung c6 su khac biét 1o rét trong viéc uu tién st dung cac loai hinh
két hop cac CL. Nguoi Viét ¢6 xu hudng sir dung t6 hop CL C10 + C3: Bay 6
sw kho chiu + Pua ra loi yéu cau, tao nén hudng tiép can vira biéu dat cam xuc
clia c4 nhan vira tim kiém cach giai quyét van dé, giam thiéu d6i dau truc tiép.
Nguoc lai, ngudi My wu tién dung t6 hop C6 +C10: Budc tdi truc tiép + Pua ra
loi yéu cau, phan anh su dé cao tinh minh bach, xac dinh 16 trach nhiém va déng
thoi mong mudn giai quyét van d& mot cach hiéu qua.

Vé CL HP, ca ngudi Viét Nam va ngudi My déu c6 xu hudng tranh cac CL
mang tinh d6i du truc tiép va wu tién cac CL mang tinh hoa giai. Tuy nhién, khi
HD HVNNPN, nguoi Viét uu tién CL R3: Pong y thay doi hanh vi, nham cam
két thay d6i hanh vi dé khic phuc 16i 1am, duy tri sy hoa hop va bao vé mdi quan
hé xa hoi. Trong khi do, ngudi My lai thich st dung CL RI: Thira nhdn trach
nhiém Va R6: Bé nghi gidi phdp thay thé, thé hién sy san sang nhan trach nhiém
c4 nhan va khic phuc su cd.
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CHUONG 1V
PHAN TICH VA POI CHIEU VAI TRO CUA CAC BIEN TO XA
HOQI TRONG VIEC LUA CHON CHIEN LUQC THUC HIEN
VA HOI PAP HANH VI NGON NGU PHAN NAN CUA NGUOI
VIET NAM VA NGUOI MY

4.1 Dan nhap

Chuong 1V tap trung tra 10i cau héi nghién ctru sé 3 va sé 4. Chuong nay
trinh bay két qua phan tich va déi chiéu vé vai trd ciia hai bién t6 khoang cach xa
hoi va quyén luc xa hoi trong viéc lya chon CL thuc hién va HD HVNNPN cua
nguoi Vit Nam va ngudi My. Dé dién giai két qua nghién ciru, chuong niy van
dung két hop cac 1y thuyét khac nhau, bao gdm Ly thuyét lich sy ctia Brown va
Levinson (1987), Ly thuyét quan Iy méi quan hé ctia Spencer-Oatey va Kadar
(2021), cac quan diém vé van hoa giao tiép cua Hall (1989), Hofstede va cong su
(2010) va cac quan diém vé vian hoa Viét Nam ciia Tran Ngoc Thém (1996, 1999)
va Pham Thi Hong Nhung (2008). Trong chuong nay, két qua kiém dinh Chi-
binh phuong, kiém dinh chinh xéac Fisher va chi s6 Cramer’s V duoc sir dung dé
xac dinh mdi lién hé c6 y nghia théng ké gifra cac bién t6 x4 hoi va su lua chon
CL. Dit liéu dinh tinh tir phong van ban ciu tric, dong vai trd cung cip nhing
phan tich va dién giai vé nhan thirc, quan diém va 1y do Iya chon CL cua nguoi
tham gia nghién ctru.

Noi dung ctia Chuong 1V 1an luot trinh bay két qua phan tich riéng biét vé
mdi lién hé giira cac bién té xd hoi va viée lwa chon CL thuc hién va HP
HVNNPN ctia nguo1 Viét Nam va sau do6 1a cia nguoi My. Sau do, chuong nay
s& chi ra nhitng diém twong ddng va khac biét giita ngudi Viét Nam va My trong
viéc lya chon céc CL nay dudi sy chi phéi ctia hai bién t6 khoang cach va quyén
lyc xa hoi.

4.2 Mobi lién hé giira cAc bién t6 x4 hi va viéc lwa chon chién lwgc thwe hién
va héi dap hanh vi ngdn ngir phan nan cia ngudi Viét Nam

4.2.1 Moi lién hé giira khoang cach xi hdi véi viéc lwa chon chién hrge thue
hién hanh vi ngon ngir phan nan cia nguwoi Viét Nam
Bang 4.1 trinh bay dit liéu téng quan vé viéc lwa chon cac CL thyuc hién
HVNNPN cua nguoi Viét Nam trong ba bdi canh khoang cach xa hoi: khoang
cach xa hdi nho (D-), khoang cach xa hdi trung binh (D=), va khoang cach xa hdi
16m (D+).
Theo Bang 4.1, v6i sb phat ngon thu thap duoc trong mdi bdi canh 1a 100
(n=100), tan suét cua cac CL thuc hién HVNNPN duoc nguoi Viét Nam st dung
trong cac bdi canh khoang cach xa hoi 1an luot 1a 150 lugt & D-, 165 luot & D=
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va 195 & D+. Tong s6 lugt sir dung CL ctia ngudi Viét Nam ting nhe khi khoang
cach xa hoi tang.
Bang 4.1
Phdn bé tan sudt va ty 1é phan tram cdc chién lege thwe hién hanh vi ngén ngir
phan nan cua nguoi Viét Nam theo khoang cach xa hoi (n=100)

Ma D- D= D+

chién  Tén sudt Tyléphan Tansuat Tyléphan Tansuat Ty 1é phan

lugc tram (%) tram (%) tram (%)
C1 8 8,0 4 4,0 0 0,0
C2 8 8,0 11 11,0 9 9,0
C3 15 15,0 18 18,0 40 40,0
C4 11 11,0 8 8,0 2 2,0
C5 2 2,0 18 18,0 5 5,0
C6 15 15,0 6 6,0 32 32,0
C7 2 2,0 7 7,0 13 13,0
C8 2 2,0 1 1,0 16 16,0
C9 2 2,0 4 4,0 8 8,0
C10 78 78,0 83 83,0 66 66,0
Cl1 7 7,0 5 5,0 4 4,0
Total 150 150,0 165 165,0 195 195,0

Trong Bang 4.1, CL C10: Puwa ra 161 yéu cdu 1a CL duoc st dung véi tin
suét cao nhat ¢ ca ba muc do khoang cach xa hoi, 1an luot 1a 78 luot (ty I¢ phén
tram = 78,0%) ¢ D-, 83 luot (ty I¢ phén tram = 83,0%) ¢ D= va 66 luot (ty 1¢
phan trim = 66,0%) & D+. Nguoc lai, CL C9: Trdch mdng twong minh vé con
nguwoi, mot trong cac CL ¢d tinh cong kich c& nhan cao, co tan suit stt dung &
murc rat thp trong ca ba bdi canh (2 lugt & D-, 4 luot & D= va 8 lugt & D+).

Viéc nguoi Viét Nam st dung CL C10: Pua ra 16i yéu cau lam CL chi dao
xuyén sudt trong ca ba bdi canh khoang cach xi hoi khac nhau, phan anh xu
huéng vu tién giai phap khi thyc hién HVNNPN. Xu huéng ndy cho thiy ngudi
Viét Nam thuong tim kiém mot hanh dong hodc sy khic phuc cu thé. Theo 1y
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thuyét lich su cia Brown va Levinson (1987), CL nay thudc nhém céc CL lich
sw 4m tinh. Khi str dung CL nay, nguoi Viét Nam mong mudn giam nhe hanh vi
de doa thé dién, tir d6 bao vé thé dién cua ca nguoi ndi va nguoi nghe. Bén canh
d6, xu hudng han ché st dung CL C9: Trdch mdng tiwong minh vé con nguwdi
trong tat ca cac bdi canh khoang cach xi hoi duoc xem la phu hop véi nguyén
tic giao tiép "di hoa vi quy" trong vin héa Viét Nam (Nguyén Thién Giap, 2022;
Tran Ngoc Thém, 1996) boi vi CL C9: Trdch mdng twong minh vé con nguoi
thudc loai de doa thé dién duong tinh & mutc cao (Brown & Levinson, 1987) vi
no tin cong truc tiép vao hinh anh ban than ctia ngudi nghe, tiém an nguy co giy
ra xung dot va pha v& mdi quan hé.

Ngoai ra, trong ca ba bdi canh khoang cach xa hoi, CL C2: N&i bong gid
dugce ngudi Viét Nam sir dung voi mire d6 twong dwong nhau, véi ty 18 phan traim
trén dudi 10%. Viéc nguoi Viét Nam stir dung CL C2: N6i bong giéo mot cach
nhat quan bat ké khoang cach xi hoi, khong phu thudc vao mdi quan hé than mat
hay xa la, tiép tuc khang dinh xu hudng Iya chon cac CL gian tiép nham duy tri
hoa hop xa hoi va bao vé thé dién cua nguoi Viét Nam.

Bén canh do, khi khoang cach xa hoi tdng 1én, c6 mdt sy thay ddi ro rét
trong viéc sir dung cac CL mang tinh truc tiép va de doa thé dién cao. Trong céc
tinh hudng c6 khoang cach xa hoi 16n (D+), cac CL de doa thé dién duong tinh
ctia ngudi nghe nhu CL C3: Bay 16 su khé chiu (ty 18 phan trim = 40,0%) va c4c
CL mang tinh di dau cao va cong kich truc tiép ngudi nghe nhw C6: Budc tdi
truec tiép (ty 18 phan trim = 32,0%) va C8: Trdch mdng twong minh vé hanh vi
(ty 1& phan trim = 16,0%) c6 tan suat sir dung ting vot va cach biét so véi trong
céc boi canh khoang cach xa hoi nhé (D-) va trung binh (D=).

Cu thé, trong bdi canh khoang cach xa hoi nho (D-), CL C3: Bay t6 su khé
chiu dugc st dung véi ty 18 15,0% va C6: Budc t6i truc tiép 12 15,0%. Trong bdi
canh khoang cach xa hdi trung binh (D=), C3: Bay to su kho chiu dugc st dung
v6i ty 16 18,0% va C6: Budc téi truec tiép 14 6,0%. Dbi v6i CL C8: Trach mdng
twong minh vé hanh vi, ty 1& st dung 1a 2,0% trong boi canh D- va 1,0% trong
bbi canh D= Piéu nay cho thay trong cic bdi canh khoang cach xa hoi nho va
trung binh, CL C3 va C6 van duogc st dung vé6i tan sut dang ké, mic du thip
hon nhiéu so v&i bdi canh D+, con CL C8 duoc sir dung voi tan suét khong dang
ké.

Dir lidu phong van cho thay trong nghién ctru nay, ngudi Viét Nam sir dung
cac CL thuc hién HVNNPN mot cach linh hoat va tinh té cta trong cac bdi canh
khoang cach xa hoi khac nhau. Khi phan nan véi nguoi la trong moi truong dich
vu, nguoi tham gia phong van vira néi thang truc tiép vé van dé phan nan dé dat
dugc muc tiéu, vira han ché gy ton thuong va giir thai d6 6n hoa nhu cac chia
sé sau. VN_104 nhan manh: “minh ciing sé lam sao dé ngudi ta biét cam thdy la
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minh khé chiu nhung minh ciing han ché dén mirc toi thiéu gady ton thwong cho
ho” (VN_104). Con VN_101 thi m6 ta cach tiép can cua ban than “cé gdng gianh
quyén loi ciia minh mét cdach nhe nhang nhung kién quyét” (VN_101).

O chiéu nguoc lai, trong cac bdi canh phan nan voi khoang cach xi hoi
giam dan khi méi quan hé gan gili hon thi ngudi Viét Nam c6 xu hudng sir dung
c4c CL mang tinh gian tiép va né tranh thudng xuyén hon. Trong bdi canh twong
tac gitra nhirng nguoi than (khoang cach xa hoi D-), CL CI: Tur bo phan nan
dugc nguoi Viét Nam sir dung thudng xuyén hon trong bbi canh phan nan véi
ngudi khong xa la ma ciing khong than thiét, vi du nhu v6i dong nghiép (khoang
cach xa hoi D=) nhung CL nay khong dugc sir dung trong bdi canh giao tiép véi
nguoi la (khoang cach xa hoi D+). Tuong ty, tan suat xuat hién cua CL C4: Dién
ta hdu qua xdu ciing giam dan khi khoang cach x3 hoi ting 1én.

Dit liéu phan tich tir phong van hoi tudng cling xac nhan rang khi twong tac
v6i nguoi than trong gia dinh hay ban bé than thiét, nguoi Viét Nam thuong sir
dung cac CL thuc hién HVNNPN mang tinh gian tiép va né tranh. Xu hudng nay
duogc thé hién rd nét qua 101 phat biéu cua ngudi tra 101 phong van VN_102. Cu
thé, VN_102 chia sé rang “sé im ldng” néu nguoi 16n tudi nhu ba me hay ba con
trong gia dinh 1am buc minh va dbi v6i “ban bé than trong I6p binh thuong thi
em sé mdc ké doi voi nhitng phan nan nhé nhat” va cling sé “cdn nhdc bay t6 cdi
quan diém cd nhan doi véi nhitng phan nan nghiém tic hon ...”

Tuy nhién, CL C11: Pua ra loi de doa, mét trong nhitng CL mang tinh
ddi dau va de doa thé dién cao, mic du duoc nguoi Viét Nam st dung voi ty 1€
phan trim khong cao nhung c6 su khéac biét trong cac bdi canh khoang cach xa
hoi khac nhau. Trong céc tinh hudng giao tiép than mat (D-), nguoi Viét Nam sir
dung CL C11: Pua ra loi de doa thudng xuyén hon so véi trong bdi canh D= va
D+ nhung sy chénh 1éch khong 16n (7% so v&i 5% va 4%). Phat hién nay co thé
duogc giai thich va bién luan v6i méi tuong quan véi bién td quyén luc xa hdi cta
viéc lua chon CL thuce hién HVNNPN cua ngudi Viét Nam. Cu thé, trong céc
mbi quan hé than mat trong van héa Viét Nam do bi anh hudng boi Nho gido nén
tinh tAng béc rat rd rang rang (Tran Ngoc Thém, 1999). Vi vay, trong quan hé xa
hoi, ngudi 16n tudi hon hodc co quyén lyc hon c6 quyén sir dung cac CL giao
tiép truc tiép hon va it nhun nhuong dé dinh hudng hoic ky luat cap dudi ma
khong lo ngai lam pha v& méi quan hé, von duoc cing ¢b bai cac gid tri gia dinh
(L& Phuc Thién, 2013).

Két qua kiém dinh chinh x4c Fisher (Bang 4.2) xac nhan rang bién t6
khoang cach xd hoi c6 mdi lién hé co ¥ nghia thdng ké ( p < 0,05) voi viée lua
chon hau hét cac CL thuc hién HVNNPN ciia ngudi Viét Nam, ngoai trir cac CL
C2: N6i bong gi6 (p = ,826), C9: Trdch mdng twong minh vé con nguoi (p = ,154)
va Cl1: Dua ra loi de doa (p = ,730). Dua trén chi sé Cramer’s V va theo céc
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quy udc ctia Cohen (1988) vé d6 16n cta chi s Cramer’s V, trong s6 cac CL thuc
hién HVNNPN cutia nguodi Viét Nam, cac CL sau day co mbi lién hé manh nhat
va c6 kich thudc hiéu tng trung binh (0,10<V<0,30) véi bién td khoang cach xa
hoi: CL C6: Budc ti triee tiép (V = 0,283), C8: Trdch mdang twong minh vé hanh
vi (V =0,281) va C3: Bay to su kho chiu (V = 0,260).

Bang 4.2

Két qua kiém dinh Chi-binh phiong va Fisher vé moi lién hé gitra khodng cdch
xd héi va cde chién luoc thuc hién hanh vi ngon ngit phan nan cua nguoi Viét
Nam

M3 chién CL thuc hién Giatri Bactwdo Cramer’s Kiém dinh
lugc HVNNPN e (df) \ Fisher (p)
C1 Ttr bo phan nan 8,33 2 0,167 ,008"
C2 NOi bdng gid 0,55 2 0,043 ,826
C3 Bay t6 su kho chiu 20,24 2 0,260 <,001"
C4 Dién ta hau qua x4u 6,45 2 0,147 032"
C5  Budc toi gian tiép 18,94 2 0,251 <,001"
C6 Budc t6i tryuc tiép 23,97 2 0,283 <,001"
C7 Trach mang ngam 8,93 2 0,173 011"
C8 Trach mang tuong 23,71 2 0,281 <,001"

minh vé hanh vi

C9 Trach méng tuong 4,20 2 0,118 ,154
minh vé con nguoi

C10 Dua ra 161 yéu ciu 8,29 2 0,166 017"

Cl1 Dua ra 101 de doa 0,92 2 0,056 ,730

Ghi chi. Dau * biéu thi c6 y nghia thong ké & mirc p < ,05.

Tir phan két qua cac kiém dinh théng ké & trén, ching ta c6 thé suy ra rang
bién t6 khoang cach xa hdi c6 tac dong dang ké nhat dén viéc lwa chon cac CL
mang tinh quy trach nhiém va biéu dat cam xtc tiéu cuc cia ngudi Viét Nam.

Két qua trong nghién ctru ndy nhin manh & trong bdi canh khoang cach 16n
(D+), ngudi Viét Nam c6 xu hudng sir dung cac CL tryc tiép va mang tinh dbi
dau nhiéu hon. Két qua nay hinh nhu c6 sy khac biét so v6i du doan theo 1y
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thuyét ciia Brown va Levinson (1987) vi theo 1y thuyét nay, khi khoang cach xa
héi ting, ngudi ndi s& lua chon cac CL lich sy phirc tap va gian tiép hon dé giam
nhe mdi de doa thé dién. Tuy nhién, sy khac biét nay cé thé duoc 1y giai dua vao
su phan biét nhém nodi bd (in-group) va nhom bén ngoai (out-group) trong cac
nén vian hoéa tap thé nhu Viét Nam theo Hofstede va cong sy (2010). Mic di nén
van hoa ctia Viét Nam mang tinh tap thé (Hofstede va cong su, 2010) va giao
tiép trong vin hoa Viét Nam c6 xu hudng gian tiép va coi trong sy hoa nhi va
duy tri su hoa hop (Pham Thi Hong Nhung, 2008; Tran Ngoc Thém, 1996, 1999;
Lé Phac Thién, 2013) nhung quy tic nay cha yéu dugc ap dung cho trong giao
tiép gifta cac thanh vién trong ciing mot nhém ndi bd (in-group) (Hofstede va
cong sy, 2010). Trong bdi canh khoang cach xi hoi 16n (D+) nhu giao tiép véi
khach hang va nguoi la (tinh hudng 5 va 6), dugc xem 13 giao tiép véi ngudi
thudc nhom bén ngoai (out-group), thi ngudi Viét Nam co thé cam thiy it bi rang
budc boi nghia vu duy tri sy hoa hop va thé dién theo cach truyén thong. Picu
nay cho phép ho sir dung cac CL giao tiép truc dién hon, thim chi mang tinh d6i
dau, vi ho khéng c6 nghia vu duy tri mbi quan hé hoic thé dién cta nguoi ngoai
nhom theo cach twong tu nhu véi nguoi trong nhom ndi bo (in-group).

Mic du c6 xu huéng tryc tiép hon trong bdi canh D+ nhung ngudi Viét
Nam van tranh cac CL cong kich ca nhan, vi du nhu C9: Trdch mdng tuwong minh
vé con nguoi. Didu ndy goi ¥ rang ngudi Viét Nam van mong mudn duy tri mot
murc d6 lich sy nhét dinh, phu hop véi van hoa tranh xung dot, “di hoa vi qui”
ctia Viét Nam da duoc Tran Ngoc Thém (1999), Pham Thi Hong Nhung (2008)
va Lé Phuc Thién (2013) dé cap.

Céc phat hién vé mdi lién hé gitta sy lya chon cac CL thyc hién HVNNPN
clia nguoi Viét Nam va bién t6 khoang cach xa hoi trong luan an nay c6 nhiing
diém tuong dong véi cac nghién ctu truée day (Tran Thi Van Dung, 2008;
Nguyén Thu Hanh, 2020; Nguyén H6 Hoang Thuty, 2019). Cu thé, trong nghién
ctru ciia Nguyén Hd Hoang Thuy (2019), ty 1é st dung cta chién luoc Yéu cdu
khdc phuc, sira chita (Strategy 8 - Request for repair) c6 su khac biét trong céac
bbi canh khoang cach xa hoi khac nhau va ty 1é nay dat dinh & nhém quen biét
(21,4%). Két qua nay tuong tir véi nhirng phat hién trong luan 4n ndy. Bén canh
d6, Tran Thi Van Dung (2008) ciing chi ra rang tuong tu nhu trong lun an nay,
hai CL ph6 bién ctia ngudi Viét Nam trong cac bdi canh véi khoang cach xi hoi
khéc nhau la c&c CL Bay to sy kho chiu (Annoyance) va Budc tgi truc tié'p (Direct
accusation). Vé vai tro ctia bién t6 khoang cach xa hoi, Nguyén Thu Hanh (2020)
cling c¢6 cuing nhan dinh cho thiy ring bién td khoang cach xa hoi (D) thuce sy co
anh hudng dén su lya chon CL thuc hién HVNNPN.

Tuy nhién, cac phat hién nay trong luén an cing c6 mot vai sy khac biét so
v6i két qua cua Nguyén HO Hoang Thuy (2019) va Tran Thi Van Dung (2008)
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vé anh huong cua khoang cach xa hoi d6i véi viée lwa chon CL thuc hién
HVNNPN cua ngudi Viét Nam. Nguyén H6 Hoang Thuy (2019) két luan rang
ngudi Viét Nam ¢6 khuynh huéng st dung s6 lwong CL twong duong nhau cho
du khoang cach xa hdi gifra nguoi phan nan va nguoi bi phan nan c6 khac nhau
nhu thé ndo. Tuong ty, Tran Thi Van Dung (2008) ciing cho rang nhin chung yéu
tb khoang cach xa hoi hau nhu khong c6 anh huong dén viéc chon lya CL cua
nguoi Viét Nam.

Tom lai, luan an nay voi viée sir dung phan tich thong ké dinh lugng bao
g6m kiém dinh Chi-binh phuong va Kiém dinh chinh xac Fisher cting véi phan
tich dinh tinh mot cach chi tiét da c6 dii bang ching cho thay rang khoang cach
x4 hoi thue su c6 mbi lién hé co y nghia théng ké voi viéc lua chon cac loai CL
thyc hién HVNNPN cua nguoi Viét Nam.

4.2.2 Mbi lién hé giira quyén lwe xa hdi véi viéc lwa chon chién lwoc thue
hién hanh vi ngéon ngir phan nan cia nguwoi Viet Nam

Tiép ndi phan tich vé khoang cach xa hoi, phan nay tap trung phan tich mdi
lién hé gitra bién td quyén luc xa ho1 va viéc lua chon cac CL thuc hién HVNNPN
ciia nguoi Viét Nam. Dya trén két qua théng ké mé ta (tham chiéu Béang 4.3),
quyén luc x3 hoi ciing cho thay 1a mot yéu t6 chi phdi viée lya chon cac CL chu
dao khi thuc hién HVNNPN cta nguoi Viét Nam.
Bang 4.3
Phdn bé tan sudt va ty 1é phan tram cdc chién lwoc thiee hién hanh vi ngén ngi
phan nan ciia ngwoi Viét Nam theo quyén lwc xd héi (n=100)

Ma P- P= P+

chién Tansuat Tylé¢phan Tansuat Ty 1¢ phan Tan Ty 1é phan

lugc tram (%) tram (%) suét tram (%)
Cl 4 4,0 6 6,0 2 2,0
C2 11 11,0 13 13,0 4 4,0
C3 18 18,0 25 25,0 30 30,0
C4 8 8,0 11 11,0 2 2,0
C5 18 18,0 3 3,0 4 4,0
C6 6 6,0 16 16,0 31 31,0
Cc7 7 7,0 9 9,0 6 6,0
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C8 1 1,0 14 14,0 4 4,0

C9 4 4,0 8 8,0 2 2,0
C10 83 83,0 66 66,0 78 78,0
Cl1 5 5,0 6 6,0 5 50

Total 165 165,0 177 177,0 168 168,0

Két qua kiém dinh Chi-binh phuong va kiém dinh chinh xéac Fisher ( tham
chiéu Bang 4.4) xac nhan mdi lién hé co y nghia thong ké (p < ,05) giita quyén
luc xa héi va viéc lya chon nam trong s6 mudi mot CL thuc hién HVNNPN cua
ngudi Viét Nam. Cac CL bi bién t6 quyén luc x4 hdi chi phdi bao gom: C4: Dién
ta hdu qua xau (p = ,032), C5: Budc téi gian tiép (p < ,001), C6: Budc toi truc
tiép (p < ,001), C8: Trach mdng twong minh vé hanh vi (p = ,001), va C10: Pua
ra 16 yéu cau (p=,017). Dya trén chi s6 Cramer’s V, cac CL sau ddy c6 mdi lién
hé dang ké nhat (kich thudc hiéu tng trung binh) véi bién t6 quyén luc xa hoi.

-CL C6: Budc téi triee tiép (V = 0,269) 1a CL c6 d6 16n hiéu tmg manh nhét,
cho thdy quyén luc x4 hoi chi phdi viée sir dung CL truc tiép dé quy trach nhiém.

- Céac CL C5: Buéc toi gian tiép (V = 0,248) va C8: Trach mang tuwong
minh vé hanh vi (V = 0,228) ¢6 mirc d6 lién hé véi kich thude hiéu tmg trung
binh véi bién t6 quyén luc xa hoi.

Bang 4.4
Két qua kiém dinh Chi-binh phwong va Fisher vé moi lién hé giita quyén lic xa

hoi va cdac chien luoc thuc hién hanh vi ngon ngir phan nan cua nguoi Viét Nam

Ma CL thyc hién Gia tri Bac tu Cramer’s Kiém dinh
chién HVNNPN 2 do (df) \Y Fisher (p)
lwoc

C1 Tur bo phan nan 2,08 2 0,083 ,409

C2  N6i béng gid 5,28 2 0,133 ,064

C3  Bay to sy kho chiu 3,95 2 0,115 146

C4  Dién ta hau qua xau 6,45 2 0,147 032"

C5  Budc toi gian tiép 18,41 2 0,248 <,001"

C6  Budc tdi truc tiép 21,77 2 0,269 <,001"
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Cc7 Trach méng ngém 0,69 2 0,048 ,790

C8  Trach méng tudng 15,62 2 0,228 ,001
minh vé hanh vi

C9  Trach méng tudng 4,20 2 0,118 154
minh vé con nguoi

C10  Puaraldi yéu ciu 8,29 2 0,166 017

Ci11 Pua ra 101 de doa 0,13 2 0,021 1,000

Ghi chd. Dau * biéu thi c6 ¥ nghia thong ké & muc p < ,05.

Theo két qua trong Bang 4.3, trong tat ca cac bbi canh quyén lyc khac nhau,
ngudi Viét Nam van chon CL C10: Pua ra loi yéu cau 1a CL chua dao khi thuc
hién HYNNPN nhung tan suat st dung c¢6 sy khac nhau. Trong bbi canh P- khi
giao tiép voi ngudi co quyén luc cao hon thi CL C10 duoc sir dung nhiéu hon
(83%) so v&i trong bdi canh quyén luc ngang nhau P= (66%) va khi tuong tac
v6i ngudi c6 vi thé thip hon P+ (78%). Khi c6 quyén luc thap hon (P-), dé giam
thiéu rai ro, ngudi phan nan (ngudi nodi) 6 xu hudng sir dung cac CL lich sy 4m
tinh hoic gian tiép (Brown & Levinson, 1987) nén viéc uu tién sir dung CL C10:
Pua ra 167 yéu cdu trong bdi canh nay dugc xem 1a CL lich sy 4m tinh vi dé tranh
bi xem Ia thach thuc quyén luc va giam thiéu sy de doa dén thé dién cua nguoi
¢ quyén lyc xd hoi cao hon (cip trén, thiy co gido). Trong bdi canh nguoc lai,
khi ngudi phan nan ¢ vi thé quyén luc cao (P+), viéc st dung C10: Pua ra loi
yéu cau c6 thé xem 1a mot CL giam nhe, cho ngudi bi phan nan c6 quyén luc xa
hoi thap hon nhu cip dudi cé co hoi stra chita va giir thé dién. Tém lai, nguoi
Viét Nam d sir dung C10: Puwa ra 1oi yéu cau nhu mot CL hudng dén giai phap,
vira dé giam nhe hanh vi de doa thé dién khi giao tiép véi ngudi cé quyén luc cao
hon vira giir thé dién cho ngudi cé quyén luc thap khi tao co hoi khic phuc cho
ho (Tran Ngoc Thém, 1999).

Trong boi canh quyén luc P-, ca hai CL C3: Bdy 16 s khé chiu va C5: Buge
t6i gidn tiép (déu co ty 1é phan traim=18,0%) ding thir hai vé tan suat s dung,
thé hién mot su can nhic gitra vi¢c biéu dat thai do vé su khong hai long va vi¢c
gidm nhe muc do budc td1. Nguoc lai, CL C6. Bugc toi truc tié'p dugc str dung
v6i ty 16 rat thap (6%) minh ching ring trong x3 hoi Viét Nam, ngudi ¢6 quyén
luc thap hon (P-) phai thé hién su t6n trong va tranh thach thire nguoi cé quyén
Iic cao hon hon (Tran Ngoc Thém, 1996, 1999). Quan diém t6n trong ngudi co
quyén luc cao hon dugc thé hién rd nét qua 11 phat biéu cua VN_101 vé cach
thirc phan nan voi giang vién vé diém sd: “tén trong va lich sw nhe nhang nhat
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99 ¢¢

c6 thé” .. .tai vi thdy ciing la nguwoi thay vira day em hoc ky roi” va “...dé gay...
thién cam.” Theo Brown va Levinson (1987), cac CL thuc hién HVNNPN nay la
cac CL lich si 4m tinh, dugc sir dung nhu hanh dong giam nhe (mitigation) nham
bao vé thé dién am tinh cta ngudi nghe va thé dién duong tinh ciia ngudi noi.

Trong bbi canh quyén luc ngang bang (P=), c6 mét sy thay doi 16 rét & chd
ngudi Viét Nam gia ting st dung cac CL tryc tiép va mang tinh di dau cao. CL
C3: Bay t6 si khé chiu trd thanh CL phd bién thir hai (25,0%) va lan luot cac CL
C6: Buoc toi truc Z‘ié;l? va C8: Trdach mcfng tuwong minh vé hanh vi dugc st dung
& mic 16,0% va 14,0%, ting manh so véi trong bdi canh P-. Didu nay ching t6
khi phan nan véi ngudi ngang hang, nguoi Viét Nam duong nhu ty do hon trong
viéc biéu dat quan diém va thai do.

Trong béi canh quyén luc P+, ngoai CL phd bién nhat C10, CL mang tinh
ap dat C6: Bugc tdi truc tiép chiém uu thé hon so v6i cac CL khéc voi ty 1é phan
tram 1a 31,0%. T d6, ching ta c6 thé nhan thay khi c6 wu thé vé quyén luc,
nguoi Viét Nam c6 xu hudng quy trach nhiém mot cach thang than va manh mé
khi phan nan nguoi dudi quyén.

Dit liéu phong van cho thiy cac cach tiép can cua nhitng nguoi tham gia
phong van trong viéc chon Iya cac CL thyc hién HVNNPN khi ho c6 quyén luc
cao hon. Nguoi tham gia phong van VN_101 chia sé ddi v6i em ut nhé tudi trong
gia dinh thi “...thay vi em la mdng, em sé nhdc nhé nhe nhang dé tranh gdy cang
thang”. D61 v6i VN_I05 thi khi cip dudi lam sai s& hudng dan lai tirc 13 s& dua
ra mot yéu cau dé nhan vién thyc hién (“Khi n6 sai thi minh ra minh coaching
lai, minh hwéng dan lai.””) VN_105 giai thich rang trong cong ty khéng duoc dua
ra 161 de doa vi can danh cho cép dudi su ton trong, do la chuin muc giao tiép
trong cong ty (“Poi vdi nhdn vién thdm chi nhé hon minh mét hai cap di chang
nita thi cdi respect (t6n trong) ciia minh ciing phdi giong nhw danh cho 6ng sép.)
Nhiing 10i giai thich nay phu hop voi quan diém vé lich su trong vin héa Viét
Nam, vén coi trong su nhe nhang va ton trong nguoi khac trong giao tiép, ngay
ca khi nguoi néi & vi thé cao hon (Pham Thi Hong Nhung, 2008; Tran Ngoc
Thém, 1996, 1999; L& Phuc Thi¢n, 2013).

Cung voi két qua trong Bang 4.4, nhan dinh quyén lyc 13 mot bién t6 xa hoi
hoc ¢6 tac dong thuc su dén viéc lya chon CL thyc hién HVNNPN cuaa nguoi
Viét Nam c6 thé tiép tuc dugc cung 6. That vay, dua trén chi sb khoang cach
quyén luc cao, Hofstede va cong su (2010) nhan dinh vin héa Viét Nam ¢ xu
huéng manh mé trong viée duy tri ton ti trat tu va phu hop voi su phan tang trong
cac mdi quan hé x3 hoi. Xu hudng nay co thé chi phdi viée lwa chon CL giao tiép
nham thé hién su ton trong ddi voi trat tu truyén théng, dac biét trong mbi quan
hé cip trén cap dudi. Do d6, viéc diéu chinh su lya chon cdc CL thyc hién
HVNNPN theo quyén luc x4 hoi co thé dugc nhan dinh rﬁng do phu thudc vao
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phép lich su va tudn tha cac chuan muc x3 hoi da duoc thiét 1ap, nham duy tri sy
hai hoa va cac mbi quan hé xa hoi.

Phat hién & trén vé anh huong cua quyén luc x4 hoi dbi véi viée lua chon
CL thyc hién HVNNPN cua ngudi Viét Nam c6 nhitng twong dong véi cac
nghién ctru trudc ddy. Ca Nguyén Ho Hoang Thiy (2017b) va Tran Thi Van
Dung (2008) déu chi rd ring dia vi xa hoi hay con goi 1a quyén lyc x3 hoi ¢ anh
huong dén viée sir dung loai CL ndy cua ngudi Viét Nam va ngudi Viét Nam
diéu chinh su lua chon cac CL thuc hién HVNNPN mdt cach tinh té tuy thudce
vao dia vi ctia nguoi bi phan nan. Cac két qua nghién ctru déu cho thay ngudi
Viét Nam khi c6 quyén lyc thap hon thi c¢6 xu hudng sir dung cac CL it de doa
thé dién va khi ho ¢ quyén luc cao hon thi st dung cac chién lugc truc tiép hon
dé quy trach nhiém.

Mot dong gép mai cua luan an so voi cac nghién clru trude day 1a xac dinh
CL C10: Puwa ra loi yéu cau 1a CL wu tién hang dau cta nguoi Viét Nam trong
moi bdi canh quyén lyc, dic biét 1a khi phan nan trong béi canh P- (83%) hoic
P+ (78%). Piéu nay cho thdy xu huéng tim kiém giai phéap 1a xu huéng cha dao
trong HVNNPN cta nguoi Viét Nam bén canh viéc diéu chinh mtrc do de doa
thé dién.
4.2.3 Moi lién hé giira khoang cach xi hdi véi viéc lra chon chién luwoc hoi
dap hanh vi ngon ngir phan nan cia ngwoi Viét Nam

Su phan bé tan suat xuat hién cua cac CL HDP HVNNPN trong Bang 4.5
phan anh su thay ddi rd rang trong viéc lwa chon CL HP phu hop véi cac bdi
khoang cach xa hdi cia ngudi Viét Nam.
Bang 4.5
Phdn bé tan sudt va ty 1é phan tram cdc chién liwge hoi dap hanh vi ngén ngiv
phan nan cua nguoi Viét Nam theo khoang cach xa hoi (n=100)

Ma D- D= D+

chién  Tansudt Tyléphin Tansudt Tyléphin Tansudt Ty Ié phan

lugc tram (%) tram (%) tram (%)
R1 33 33,0 22 22,0 44 44,0
R2 8 8,0 26 26,0 41 41,0
R3 65 65,0 48 48,0 36 36,0
R4 4 4,0 14 14,0 2 2,0
R5 0 0,0 0 0,0 2 2,0
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R6 9 9,0 20 20,0 35 35,0

R7 7 7,0 4 4,0 4 4,0
R8 7 7,0 5 5,0 1 1,0
R9 0 0,0 4 4,0 0 0,0
R10 2 2,0 11 11,0 1 1,0
R11 0 0,0 1 1,0 0 0,0
R12 0 0,0 0 0,0 0 0,0
R13 3 3,0 1 1,0 3 3,0
Total 138 138,0 156 156,0 169 169,0

Két qua kiém dinh Chi-binh phuong va kiém dinh chinh xé4c Fisher (Bang
4.6) ciing cung cap bang ching xac nhan mbi lién hé c6 ¥ nghia thong ké (p <
,05) giita khoang cach xa hoi va da s6 cac CL HP HVNNPN cuia ngudi Viét
Nam. Trong s6 d6, CL R2: Bao chita (V = 0,312) 1a CL chiu sy chi phdi manh
m@& nhét cta bién t6 khoang cach xa hoi & mirc tic dong manh (V > 0,30) theo
Cohen (1988). Cac CL R6: Bé nghi gidi phdp thay thé (V = 0,260) va CL R3:
Pong y thay déi hanh vi (V = 0,238) c6 mirc do lién hé co kich thudc hiéu tng
trung binh véi bién té khoang cach xa hoi. Tir d6, chung ta co thé két luan rang
nguoi Viét diéu chinh CL HD 10i phan mot cach cé hé théng dua trén muc do
than so ctia mdi quan hé.
Bang 4.6
Két qua kiém dinh Chi-binh phirong va Fisher vé moi lién hé giita khodng cdch
xd hoi va cdc chién hege hoi dap hanh vi ngdn ngit phan nan cia nguwoi Viét Nam

Mi chién  CL thyc hién HYNNPN  Giatri Bacty Cramer’s Kiém dinh

lugc 12 do (df) \/ Fisher (p)
R1 Thira nhan trach nhiém 10,95 2 0,191 ,004”
R2 Bao chita 29,12 2 0,312 <,001"
R3 Pong y thay déi hanhvi 16,99 2 0,238 <,001"
R4 Bién minh 13,29 2 0,21 ,003"

116



R5 Phan hoi thiéu nghiém 4,03 2 0,116 331

tlc

R6 Dé nghi giai phap thay 20,30 2 0,26 <,001"
thé

R7 Dit ra cac diéu kién chdp 1,26 2 0,065 670

nhan trong tuong lai

R8 Phu nhén 161 phan nan 450 2 0,123 ,092

R9 Cong kich nguoc lai 8,11 2 0,164 ,036"

R10  Khong thiranhdn hanhvi 13,64 2 0,213 ,003"
dang trach

R11 T choi tranh luan 2,01 2 0,082 1,000

R12 Chbi bé trach nhiém (du N/A N/A N/A N/A
thtra nhan hanh dong)

R13 Khoéng quan tam toi 101 1,17 2 0,062 , 706

phan nan (im lang)

Ghi chd. Dau * bi€u thi c6 y nghia thong ké ¢ mirc p < ,05.
N/A: Gia tri khong thé tinh toan dugc do tan suat xuat hién bang 0.

Tham chiéu Bang 4.5, CL R3: Pong y thay déi hanh vi duoc uu tién sir
dung dé HD HVNNPN vdi tan suét cao, chiém ty 1& gan nhu tuyét di, 1én t6i
65,0% trong bdi canh tuwong tac voi ngudi co quan hé gan giii, khoang cach xa
héi nho (D-). Bén canh d6, CL RI: Thira nhdn trach nhiém ciing xuét hién vai
tan suat cling kha cao (33,0%). Cac CL HP khac chiém ty 1& khong dang ké.
Trong bdi canh khoang cach xa hoi nho (D-), tuong tac véi ngudi cé quan hé gan
giii dugc xem 1a trong tac voi nguoi trong nhém ndi bd (in-group) nén trong van
hoa Viét Nam véi tinh tap thé cao, muc tiéu quan hé (relationship goal) dugc wu
tién trén hét (Hofstede va cong su, 2010; Spencer-Oatey & Kadar, 2021). Bang
cach uu tién st dung CL R3: DPong y thay doi hanh vi khi HD HVNNPN, ngudi
no6i sin sang hy sinh mot phan thé dién ciia minh (bang cach thira nhan 15i va
dong ¥ thay d6i) dap tmg nhu cau thé dién duong tinh ctia nguoi phan nan (mong
mudn duoc thau hiéu, t6n trong) dé ciing cd mdi quan hé va cing cb sy hoa hop

117



gilta nguoi trong nhom nodi bo. Pidu nay cho thay trong cac mbi quan hé than
thiét, ngudi Viét Nam dat sy uu tién hang dau 1én viéc cam két sira chira dé duy
tri moi quan hé.

Khi khoang cach x4 hoi tang 1én murc trung binh (D=), CL R3: Pong ¥ thay
d6i hanh vi van 13 Iya chon hang dau (ty 1¢ phan trim=48,0%) trong sé cac CL
HD nhung viéc st dung cac CL mang tinh tu v€ va giai thich c6 xu hudng thay
d6i, ting manh rd rét so véi trong bdi canh khoang cach xi hoi D-. CL R2: Bao
chita tang vot 1€n 26,0% va CL R4: Bi¢n minh ciing tang manh 1én 14,0%. Bén
canh d6, CL R6: Pé nghi gidi phdp thay thé ciing ting 1én, dat ty 18 1én 20,0%,
xap xi voi cac CL R2 va R4. Trong bdi canh nay, & cac mbi quan hé xa giao,
ngudi HPLPN vira ¢ ging duy tri quan hé vira bao vé thé dién cia minh bang
cach dua ra ly do hodc giai phap.

O bbi canh khoang cach 16n (D+), viéc lya chon CL HD HVNNPN lai thay
d6i lan nita. Cac CL mang tinh tu vé va tap trung vao giai quyét van dé R1: Thira
nhdn trach nhiém va R2: Bao chita 1a hai CL dugc ding nhiéu nhat, 1an luot 1a
44,0% va 41,0%. CL R6: Pé nghi gidi phdp thay thé ciing duoc st dung voi ty
1¢ dang ké & mirc 35,0%, 1a mirc cao nhit cia CL nay qua ba bdi canh xi hoi.
Nguoc lai, CL R3: Pong y thay déi hanh vi duoc sir dung giam di, it nhat so vi
trong hai bbi canh D- va D= (36,0%). Trong bdi canh khoang cach xa hoi 16n
(D+), viée giai quyét van dé va bao vé thé dién c4 nhan tré nén quan trong hon,
bén canh sy duy tri hoa hop xa hdi, tranh ddi dau. Su gia tang cua CL R2: Bao
chita VA R6: Dé nghi gidi phdp thay thé c6 thé duge xem 1a cac CL lich sy am
tinh (Brown & Levinson, 1987).

Dir liéu phong van hoi tuong da 1am sang to thém xu hudng ngudi Viét sir
dung cac CL Hb HVNNPN mang tinh hoa giai, dac biét trong cac tuong tac véi
ngudi than quen (D-). Két qua phan tich dinh tinh cho thiy trong bbi canh tuong
tac v6i ngudi than quen (gia dinh, ban bé than thiét, nguoi than), ngudi tham gia
phong van thudng lwa chon cac phwong an nhu nhén 18i, dung sy hai huée, giai
thich mot cach nhe nhang, hodc gilr im lang dé tranh ddi dau truc tiép. Mot vi du
dién hinh 14 chia sé ciia VN_I01 vé cach phan hoi khi bi ba me phan nan. Nguoi
nay chon cach dap lai: “Thi con cuwoi théi, con néi la dé con rdng lam nhanh
nhanh xiu.”. Ly do dang sau ma ho chon cach phan tng nhu thé nay duoc giai
thich 12 vi “minh hiéu la ba me néi ciing vi muén tot cho minh théi, nén minh
khéng cé phan g gay gdt nita.”

Trong tinh hudng ngoai dudng twong tac véi ngudi la (D+), ngudi tham gia
phong vén sé xin 16i ngay lap tirc va dua ra Iy do dé giai thich nham dé giai quyét
mau thudn nhanh chéng. VN_106 dua ra phuong an: “Néu ma nguoi la d6 phan
nan vé minh thi em ciing sé gidi thich ré rang” Va “la 16i ciia minh réi nén la cdi
ddu tién la minh sé xin 16i né”.
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Tém lai, bién to khoang céach xa hdi c6 anh hudéng dang ké viéc lua chon
CL HP HVNNPN cua ngudi Viét Nam va ngudi Viét Nam diéu chinh CL khi
HD HVNNPN theo khoang cach xa héi voi ngudi tham thoai.

4.2.4 Méi lién hé giira quyén lwe xa hdi véi viéc Iwa chon chién luge hoi dap
hanh vi ngon ngir phan nan cia nguwoi Viét Nam

Phan tich vé& méi lién hé gitra bién td quyén luc xa hoi va viéc lua chon CL
HD HVNNPN cua ngudi Viét Nam, dua trén két qua thong ké mé ta (Bang 4.7)
va thong ké suy luan (Bang 4.8), cho thdy rang quyén luc xa hoi 1a mot bién td
chi phéi ddng ké dén viéc lya chon cac CL nay cta nguoi Viét Nam.
Bang 4.7
Phdn bé tan sudt va ty 1é phdn tram cdc chién lwpc hdi dap hanh vi ngén ngir
phan nan ciia ngwoi Viét Nam theo quyén lic xd hoi (n=100)

Ma P- P= P+

chién  Tan suét Tylé phan Tansuat Tyléphan Tansuat Ty Ié phan

luge tram (%) tram (%) tram (%)
R1 43 43,0 34 34,0 22 22,0
R2 5 5,0 44 44,0 26 26,0
R3 65 65,0 36 36,0 48 48,0
R4 1 1,0 5 5,0 14 14,0
R5 0 0,0 2 2,0 0 0,0
R6 28 28,0 16 16,0 20 20,0
R7 4 4,0 7 7,0 4 4,0
R8 0 0,0 8 8,0 5 5,0
R9 0 0,0 0 0,0 4 4,0
R10 3 3,0 0 0,0 11 11,0
R11 0 0,0 0 0,0 1 1,0
R12 0 0,0 0 0,0 0 0,0
R13 2 2,0 4 4,0 1 1,0
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Total 151 151,0 156 156,0 156 156,0

Két qua kiém dinh Chi-binh phuong va kiém dinh chinh xac Fisher (Bang
4.8) cho thay quyén luc x3 hoi c6 mdi lién hé co ¥ nghia théng ké (p <,05) dbi
v6i bay CL HD HVNNPN pho bién ciia ngudi Viét Nam bao, gdm CL R1, R2,
R3, R4, R8, R9, va R10. Trong s cac mdi lién hé nay, bién td quyén luc c6 hiéu
mg manh nhét 1én CL R2: Bao chita (V = 0,368), v6i kich thudc hiéu tng 16n
(V > 0,3) theo cac quy u6c cia Cohen (1988). Cac CL khac c6 mdi lién hé vira
phai bao gdm R3: Pong ¥ thay doi hanh vi (V = 0,238), R10: Khéng thira nhin
hanh vi dang trach (V= 0,220) va R4: Bién minh (V =0,218).
Bang 4.8
Két qua kiém dinh Chi-binh phirong va Fisher vé moi lién hé giiva quyén lyc xd
héi va cdc chién lwoc hoi ddap hanh vi ngdn ngit phan nan ciia nguoi Viét Nam

M3 chién CL thuc hién Giatri Bactwrdo Cramer’s Kiém dinh
lugc HVNNPN 1 (df) \Y/ Fisher (p)
R1 Thira nhan trach 10,04 2 0,183 ,006"
nhiém
R2 Bio chita 40,64 2 0,368 <,001"
R3 Pong ¥ thay doi hanh 16,99 2 0,238 <,001"
Vi
R4 Bién minh 14,25 2 0,218 ,001"
R5 Phan hoi thiéu nghiém 4,03 2 0,116 331
tuc
R6 Pé nghi giai phap thay 4,45 2 0,122 ,120
thé
R7 Dit ra cac diéu kién 1,26 2 0,065 ,670

chap nhan trong twong

lai

*

R8 Phu nhén 101 phan nan 7,88 2 0,162 ,010
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R9 Cong kich nguoc lai 8,11 2 0,164 036"

R10 Khong thira nhan hanh 14,54 2 0,22 ,001

vi dang trach

R11  Tu chdi tranh luan 2,01 2 0,082 1,000
R12 Chéi b6 trach nhiém N/A N/A N/A N/A
(du thtra nhan hanh
dong)
R13 Khong quan tam toi 2,05 2 0,083 512

161 phan nan (im lang)

Ghi chd. Dau * biéu thi c6 ¥ nghia thong ké & mic p < ,05.
N/A: Gia tri khong thé tinh toan dugc do tan suét xuat hién bang 0.

Dua trén két qua trong Bang 4.7, trong bdi canh quyén luc P-, dbi voi nguoi
Viét Nam khi ¢ vi thé thdp hon, CL R3: Pong y thay doi hanh vi duoc wu tién
chon hang dau véi ty 1¢ phan tram 13 65,0%, tiép theo sau 1a CL R1: Thira nhén
trach nhiém (ty 1& phan traim =43,0%). Cac CL nay mang tinh xoa diu xung dot
va hop tac, thé hién xu hudng rd nét vé viéc thé hién sy tuan thu, nhan 18i va
ddng ¥ sira chira sai 1am khi tiép nhan 101 phan nan tir nguoi ¢6 quyén luc cao
hon. Pong thoi, cac CL HD HVNNPN thiéu nghiém tuc, mang tinh ddi dau truc
tiép va thach thirc quyén luc déu khong dugce st dung nhu cac CL R5, R8, R9, va
R11. Khi & vi thé thip (P-), ngudi Viét Nam st dung linh hoat cac CL lich sy
duong tinh (CL R3: DPéng y thay déi hanh vi) va am tinh (R1: Thira nhdn trdch
nhiém) (Brown & Levinson, 1987). Theo Brown va Levinson (1987), bang cach
thé hién dong y diéu chinh hanh vi khi HP HVNNPN, nguoi néi thé hién sy san
long dé dat dugc sy dong thuan hodc duy tri sy hai hoa va ciing ¢ mbi quan hé.
Khi dung CL RI: Thita nhén trach nhiém, ngudi HD HVNNPN thé hién sy ton
trong, khiém nhudng va giam thiéu su ap dat 1én ngudi nghe (ngudi phan nan),
d6ng thoi thira nhan rang hanh dong ctia minh d hodc c6 thé giy ra su phién toai
hodc rang bude.

Trong cac tinh hudng twong tac véi ngudi ngang hang (P=), CL R2: Bao
chita da dugc st dung véi sy gia ting dang ké, dat 44,0%, tré thanh mot trong
nhimg lwa chon hang dau véi 44,0%. Trong d6, & trong cac tinh hudng giao tiép
v6i nguoi ¢6 quyén cao hon (P-) thi CL R2: Bao chira duoc sir dung rat it, chi
chiém 5,0% . Su thay d6i dot bién nay cho thay trong cac mdi quan hé d6i xung,
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nguoi Viét Nam c6 xu hudng khong mudn mét thé dién trudc ngudi ngang hang
bang cach dua ra 1y do hodc cung cp thong tin vé bdi canh cho hanh vi mic phai
dé bao vé thé dién ciia minh.

Khi HD HVNNPN tir ngudi noi ¢6 vi thé thap hon, nguoi Viét Nam lai thay
d6i cach lya chon CL HP khi minh & vi thé quyén lyc cao (P+). Trong bdi canh
nay, CL R3: Pong y thay déi hanh vi van con 1a CL phd bién nhét (48,0%) nhung
cac lya chon mang tinh ty v€ va ap dat lai tang 1én 10 rét. Cac CL R4: Bién minh
(14,0%) va R10: Khéng thira nhdn hanh vi dang trach (11,0%) c6 ty 1& phan trim
st dung cao nhét so vdi trong cac bdi canh P- va P=. Khi ¢ vi thé cao hon (P+),
nguoi Viét Nam, voi van hoa cé chi sé khoang cach quyén luc cao, it bi rang
budc boi nghia vu phai duy tri thé dién cho cap dudi (Hofstede va cong su, 2010).
Vi vay, khi giao tiép voi nguoi dudi quyén, nguoi Viét Nam cam thiy ty do hon
trong viéc su dung cac CL thach thuc 101 phan nan nhu R10: Khong thira nhan
hanh vi dang trach hoac CL nham chiing minh ¢6 du 1y do cho hanh vi nhu R3:
Bién minh. Cac CL nay dugc str dung nhu thé con thé hién su khang dinh vi thé
quyén lyc ctia ngudi phan hoi.

Tom lai, quyén luc x4 hoi 1a mot bién t6 c6 mdi lién hé c6 ¥ nghia thong ké
va anh huong dang ké dén cac lua chon CL HD HVNNPN cila ngudi Viét Nam.
Vi thé co thé nhan dinh rang nguoi Viét Nam c6 xu huéng diéu chinh CL HP
HVNNPN khi giao tiép nham tuan tha cac trat tu trong cdc mdi quan hé xa hoi.
Phat hién nay phan dnh xu hudng cua mdt nén vin héa duoc nhan dinh 1a ¢
khoang cach quyén luc 16n (Hofstede va cong su, 2010).

4.3 Moi lién hé giira cac bién to xa hoi va viéc lra chon chién lwgc thue hién
va hdi dap hanh vi ngdn ngir phan nan cia ngudi My

4.3.1 Mobi lién hé giira khoang cach xa hdi va viéc lwa chon chién lwogc thue
hién hanh vi ngéon ngir phan nan cia nguwoi My

Phan tich dir liéu dé tim hiéu mai lién hé cia bién t6 khoang cach xi hoi
v6i vige lya chon CL thyc hi¢én HVNNPN cua ngudi My dugce thuc hién dya trén
céc két qua thong ké tir Bang 4.9 va Bang 4.10. Bang 4.9 trinh bay su phan bd
tan sut va ty 1& phan trim cta cac CL theo ba bdi canh: D- (thdn mat), D= (xi
giao), va D+ (xa la).
Bang 4.9
Phan b6 tan sudt va ty 1é phan tram cdc chién lwge thwe hién hanh vi ngén ngir
phan nan cua nguwoi My theo khodang cach xa hoi (n=100)

D- D= D+
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Ma Tansuat Tyléphan Tansuat Tyléphan Tansuat Ty Ié phan

chién tram (%) tram (%) tram (%)
Iuoc
C1 16 16,0 4 4,0 2 2,0
C2 11 11,0 10 10,0 6 6,0
C3 21 21,0 23 23,0 14 14,0
C4 0 0,0 1 1,0 0 0,0
C5 5 5,0 2 2,0 22 22,0
C6 20 20,0 19 19,0 46 46,0
C7 2 2,0 10 10,0 2 2,0
cs 3 3,0 0 0,0 0 0,0
C9 2 2,0 2 2,0 1 1,0
C10 56 56,0 75 75,0 60 60,0
C11 0 0,0 8 8,0 0 0,0
Total 136 136,0 154 154,0 153 153,0

Két qua kiém dinh Chi-binh phuong va Fisher (tham chiéu Bang 4.10) xac
nhan rang khoang cach xa hoi c6 mdi lién hé c6 y nghia théng ké (p < ,05) vai
viéc Iya chon sau CL thyc hién HVNNPN cua ngudi My, trong d6, bao gom cac
CL CI: Tir b6 phan nan, C5: Buéc téi gian tiép, C6: Budc téi truc tiép, C7: Trdch
mdng ngam, C10: Puwa ra 10i yéu cau va C11: Puwa ra loi de doa. Cu thé, CL C5:
Budc t6i gidn tiép (V = 0,298) c6 mdi lién hé véi khoang cach xa hoi, véi kich
thude hiéu tng gan véi mic dd manh. Mbi lién hé cta khoang cach xa hoi véi
cac CL con lai (C1, C6, C7, C10, va C11) co kich thudc hiéu tng trung binh
(0,10<V<0,30). Cac CL C5: Budc téi gidn tiép (V = 0,298) va C6: Budc t4i truc
tiép (V = 0,277) c6 chi s6 Cramer’s V cao ching t6 rang ngudi My diéu chinh
HVNNPN manh m¢ lién quan dén cac CL mang tinh budc toi.

Béng 4.10
Két qua kiém dinh Chi-binh phirong va Fisher vé méi lién hé giita khodng cdch

xd hoi va cac chiéen luogc thue hién hanh vi ngén ngir phan nan cua nguoi My
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Mi chién CL thuc hién HVNNPN  Gi4 trj > Bactuy Cramer’s Kiém dinh

lugc do (df) \Y/ Fisher (p)
C1 Ttr bo phan nan 16,87 2 0,237 <,001"
C2 NGi béng gi6 1,71 2 0,075 440
C3 Bay t6 su khé chiu 2,86 2 0,098 254
C4 Dién ta hau qua x4u 2,01 2 0,082 1,000
C5 Budc tdi gian tiép 26,64 2 0,298 < ,001"
C6 Budc tdi truc tiép 23,08 2 0,277 < ,001"
C7 Trach mang ngam 9,59 2 0,179 017"
c8 Trach mang tudong minh 6,06 2 0,142 ,109

vé hanh vi
C9 Trach mang tudong minh 0,41 2 0,037 1,000

V€ con nguoi

*

C10  Puaraloi yéu cau 8,67 2 0,170 ,011

*

Cl1 Pua ra 101 de doa 16,44 2 0,234 <,001

Ghi chl. Dau * biéu thi c¢6 ¥ nghia thong ké ¢ muc p < ,05.

Theo két qua théng ké mo ta trong Bang 4.9, trong cac mdi quan hé gan giii
véi khoang cach xa hoi nho (D-), ngudi My van lya chon CL thyc hién HVNNPN
gidng nhu cach tiép can chung cta ngudi My mang tinh giai quyét van dé trong
cac bdi canh phan nan trong giao tiép. CL C10: Pua ra 1oi yéu cdu (ty 18 phan
tram=56,0%) van 14 lya chon hang dau ciia ngudi My khi phan nan véi nhing
ngudi than quen. Song song dé, cac CL truc tiép va de doa thé dién cao ciing
hién dién véi ty 1é dang ké, bao gdbm CL C3: Bay 16 sur khé chiu (21,0%) va C6:
Budc ti truc tiép (20,0%), cung voi CL tranh dbi dau CI: Tir b6 phan nan
(16,0%) véi mirc do thuong xuyén gan bang nhau.

Trong cac mdi quan hé gan gili v6i khoang cach xa hoi nho (D-), ngudi My
van lya chon CL thuc hién HVNNPN giéng nhu cach tiép can chung ctia nguoi
M§ mang tinh giai quyét van dé trong cac bdi canh phan nan trong giao tiép. CL
C10: Pua ra loi yéu cdu (ty 1& phan trim=56,0%) van 13 Iya chon hang dau cua
nguoi My khi phan nan véi nhitng ngudi than quen. Song song do, cac CL truc
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tiép va de doa thé dién cao ciing hién dién voi ty 18 dang ké, bao gom CL C3:
Bay 16 sw khé chiu (21,0%) va C6: Budc t6i truec tiép (20,0%), cing véi CL tranh
d6i dau C1: Tir b6 phan nan (16,0%) véi muce do thudng xuyén gan bang nhau.

Trong céc tinh hudng xi giao véi cac mdi quan hé khong than khong so
(D=), chién lugc C10: Pua ra I6i yéu cau dat dén dinh cao (75,0%). Trong bdi
canh nay, di véi ngudi My CL nay chimg t6 1 CL nén tang va hiéu qua trong
giao tiép khi bay t6 161 phan nan. Tuy nhién, CL mang tinh thach thtrc va de doa
thé dién cao nhat C11: Pua ra loi de doa (8,0%) lai duy nhat xuét hién mot cach
c¢6 ¥ nghia trong bdi canh D=, ma khéng c6 xuat hién trong cac bdi canh con lai.
Vin hoa My véi chii nghia ca nhan rat cao, danh du ca nhan ca nhan dugc dé cao
va doi dau c6 thé mang lai loi ich (Hofstede va cong sy, 2010). Vi thé, ngudi My
thuong st dung giao tiép truc tiép, 16 rang va quyét doan. Viéc dua ra 10i phan
nan truc tiép va san sang d6i dau nhu CI1: Puwa ra 16i de doa duge cho 13 can
thiét dé dat dugc muc tiéu va giai quyét van dé nhanh chong va hiéu qua.

Trong bdi canh giao tiép véi ngudi xa la & noi cong cong (D+), c6 sy thay
ddi 16m trong viéc lya chon CL thyc hién HVNNPN cua nguoi M. Bén canh vu
tién sir dung CL nén tang C10: Puwa ra 1oi yéu cdau (60,0%), ngudi My gia ting
sit dung cac CL budc toi nham quy két trach nhiém cho ngudi nghe (nguoi bi
phan nan). CL C6: Budc téi truc tiép da ting vot 1én 46,0% va CL C5: Buéc tji
gidn tiép dimg & vi tri tiép theo sau (ting manh 1én 22,0%). Piéu nay cho thay
trong cac boi canh cong cong hodc giao dich, ngudi My ¢6 xu huéng phan nan
mot cach rat thang than va quyét doan.

Trong dit liéu phong van hdi tudng, nguoi My cho biét ho thudng sir dung
cdc CL mang tinh tryuc tiép cao trong cac tinh hudng phan nan véi ngudi than
(gia dinh) va ban bé than thiét véi khoang cach xa hoi thap (D-) vi ho cam thay
thoai mai hon Va tin ring mdi quan hé da dugc xay dung trén nén tang tin cay
cho phép su thang than. Mot ngudi tra 16i phong van (US_I01) néi rang:

“I think because we already built that certain level of trust. | feel more open
to them, so | can be more direct with how I feel. | feel more confident to speak
my mind.”

(T6i nghi béi vi chiing t6i da xdy dung dwoc mét mire dé tin cdy nhat dinh.
Téi cam thdy c6i mé hon véi ho. Vi vdy téi c6 thé n6i tryc tiép hon vé cam xiic
ciia minh... Téi cam thay tw tin hon khi néi ra suy nghi ciia minh.)

Mot nguoi khac (US_103) ciing dong tinh:

“I think I'm most direct with my family members or friends.”

(T6i ngh téi thang thang nhdt véi cdc thanh vién trong gia dinh hodc ban

be.)
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Tuy nhién, v&i ngudi la, trong dir liéu phong van, ngudi My thé hién mot
xu huéng tiép can khac. Ho cho biét ho tré nén gian tiép hon va lich su khi phan
nan véi nguoi la dé tranh gay cang thing hodc xung dot. Cu thé, US_101 cho biét:

“When it comes to strangers, people | meet in the public, um I think this is
a time when | would be a little more indirect, right? Just because again, | don't
want to create a conflict or create an issue.”

(Khi néi dén nguoi la, nhitng nguoi téi gdp & noi cong cong, rm, t6i nghi
dady la Lic t6i sé gidn tiép hon mdt chit, phdi khéng? Chi vi mét lan nita, khéng
muon tao ra xung dét hay van dé.)

Mot nguoi khac (US_103) ciing ¢6 dong quan diém:

“l am more indirect with people that are strangers because | probably
wouldn't really see them again, and usually it's never an issue that's (big) enough
that | need to directly tell them.”

(Téi gidn tiép hon véi nhitng nguoi la vi téi ¢ 1é sé khéng gap lai ho, va
thwong thi khéng bao gio la van dé di 1ém dé téi can truc tiép néi véi ho.)

Tom tai, két qua phan tich xac dinh rang khoang cach xa hoi c6 mdi lién hé
cO y nghia théng ké véi viée lya CL thyc hién HVNNPN cua nguoi My. CL C10:
Pua ra 10i yéu cau 1a lua chon hang dau cua nguoi My trong cc bdi canh giao
tiép v4i khoang cach xa hoi khac nhau. Tuy nhién, khi khoang cach xi hoi ting
1én, sy lya chon cac CL quy két trach nhiém cta nguoi My ciing thay doi, ting
theo mot cach co hé théng.

4.3.2 Moi lién hé giira quyén lwe xa hi va viéc lwa chon chién lwge thye hién
hanh vi ngon ngir phan nan cia nguoi My

Béng 4.11 trinh bay su phan bd tan sut va ty 18 phan trim cta cac CL trong
ba bdi canh quyén luc (P-, P=, P+) khi thuc hién HVNNPN cua ngudi My. Két
qua phan tich dir li€u co thé cho théy su diéu chinh su lya chon CL theo quyén
luc trong van hdéa My.
Bang 4.11
Phdn bé tan sudt va ty 1é phan tram cdc chién lwoc thye hién hanh vi ngoén ngiv
phan nan ciia ngwoi My theo quyén lyc xa héi (n=100)

Ma P- P= P+

chién Tan Tyléphan Tansuat Tyléphan Tansuat Ty 1¢ phan

lugc suét tram (%) tram (%) tram (%)
C1 4 4,0 15 15,0 3 3,0
C2 10 10,0 15 15,0 2 2,0
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C3 23 23,0 7 7,0 28 28,0
C4 1 1,0 0 0,0 0 0,0
C5 2 2,0 27 27,0 0 0,0
C6 19 19,0 29 29,0 37 37,0
C7 10 10,0 4 4,0 0 0,0
C8 0 0,0 2 2,0 1 1,0
C9 2 2,0 2 2,0 1 1,0
C10 75 75,0 27 27,0 89 89,0
Cl1 8 8,0 0 0,0 0 0,0
Total 154 154,0 128 128,0 161 161,0

Dé xac dinh y nghia thong ké ctia cac xu hudng Iya chon CL ctia ngudi My,
kiém dinh Chi-binh phuong va Fisher da dugc thuc hién (Bang 4.12). Két qua
khang dinh quyén luc x4 hoi c6 mdi lién hé ¢ ¥ nghia théng ké (p <,05) véi viéc
lya chon tam CL thuc hién HVNNPN cua ngudi My, bao g@)m: C1, C2, C3, C5,
C6, C7, C10 va C11. Trong sb cac CL nay, CL CI0: Pua ra loi yéu cau (V=
0,552) va CL C5: Budc téi gidn tiép (V = 0,416) 12 hai CL chiu su chi phdi manh
mé& nhat cia bién t6 quyén luc xa hoi. Piéu nay chung to rang, khi thuc hién

HVNNPN ctia ngudi My, quyén lyc xa hoi chi phdi manh mé nhét su Iya chon

gifra cac CL.

Bang 4.12

Két qua kiém dinh Chi-binh phwong va Fisher vé moi lién hé giita quyén lyc xa

hoi va cdc chién luoc thuc hién hanh vi ngon ngit phan nan cua nguwoi My

Mi chién  CL thuc hién HVNNPN  Gi4 tri Bicty Cramer’s Kiém dinh
lugc 1 do (df) \/ Fisher (p)
C1l Ttr bo phan nan 13,05 2 0,209 003"
C2 Noi bong gid 10,50 2 0,187 ,003"
C3 Bay t6 su kho chiu 15,43 2 0,227 <,001"
C4 Dién ta hau qua x4u 2,01 2 0,082 1,000
C5 Budc tdi gian tiép 51,84 2 0,416 < ,001"
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C6 Budc toi truc tiép 8,01 2 0,163 ,020"

C7 Trach ming ngam 11,39 2 0,195 ,002

C8 Trach ming tudng minh 2,02 2 0,082 176
vé hanh vi

C9 Trach ming tudng minh 0,41 2 0,037 1,000

v€ con nguoi

*

C10  Puaraloiyéu cau 91,42 2 0,552 <,001

*

Cl1 Pua ra 101 de doa 16,44 2 0,234 <,001

Ghi chd. Dau * biéu thi c6 ¥ nghia thong ké ¢ muc p < ,05.

Két qua trong Bang 4.11 thé hién xu huong Iya chon CL thyc hién
HVNNPN ciia ngudi My theo bdi canh quyén Iyc x3 hoi. N6i bat 1én 1a sy phan
bb ctia CL C10: Pua ra loi yéu cdu. CL nay 1a CL phd bién nhat ¢ hai béi canh
v6i quyén lyc x3 hoi P- (75,0%) va P+ (89,0%) nhung lai giam manh & béi canh
quyén luc ngang hang P=(27,0%). Xu hudng nay ciia ngudi My trong bdi canh
quyén luc xa hoi P- va P+ hoan toan phu hop véi dic tinh cia mot nén vin hoa
c6 khoang cach quyén luc thip, giao tiép ngit canh thap va mang tinh c4 nhin
cao nhu nude My (Hall, 1989; Hofstede va cong su, 2010). Do do, trong van hoa
MY, trong bdi canh phan nan véi ngudi ¢6 quyén luc xa hoi thap hon (P+), viéc
ngudi c6 quyén luc hon ra 1énh va mong doi sy tuan thu tir ngudi dudi quyén dé
dang duogc chip nhan va viéc yéu cau truc tiép 1a cach hiéu qua dé giai quyét van
dé. Tuong tu nhu vay, khi giao tiép véi nguoi co quyén lyc xa hoi cao hon (P-),
v6i dic trung van hoa giao tiép ngit canh thap, nguoi My duoc khuyén khich thé
hién quan diém va chia sé cam xtic mdt cach trung thuc nén vi¢c dua ra yéu ciu
Vi cap trén co thé 1a xin y kién tham khao hay dé dat mot nguyén vong.

Su sut giam ctia CL CI0: Pua ra loi yéu cau trong boi canh giao tiép voi
ngudi ngang hang (P=) c6 vé nghich 1y v&i ddc trung vian hoa khoang cach quyén
luc thap va giao tiép ngit canh thap ctia nudc My nhung that ra diéu nay duoc 1y
giai bang sy gia ting sir dung cac CL truc tiép va quy két trach nhiém nhu C5:
Budc téi gidn tiép va C6: Budc tdi truec tiép nhu mot su bu dap. CL C5: Budc toi
gidn tiép tang tir 2,0% & bdi canh P- 1én 27,0% ¢ bdi canh P=. Cung luc d6, CL
C6: Bujc tdi truc tiép ciing dugc st dung véi tan sudt dang ké (29,0%) trong bdi
canh quyén luc P=.

Trong bdi canh & vi thé quyén lyc cao (P+), ngudi My sir dung CL C6:
Bugc tdi triee tiép & mirc cao (37,0%) chi sau CL C10: Pua ra 161 yéu cau. Nguoc
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lai, cac CL gian tiép nhu C5: Budc téi gidn tiép va C7: Trdach mdang ngdam hau
nhu khong xut hién hodc v6i mot ty 16 rat hiém. Phat hién nay cho thiy khi phan
nan véi nguoi dudi quyén, ngudi My ¢6 mot xu hudng rd rang vé sy minh bach
va quyét doan.

Tom lai, bién td quyén lyc xa hoi 14 yéu té chi phdi rit manh mé viéc lya
chon CL thuc hién HVNNPN, dic biét voi CL C10: DPua ra loi yéu cau va C5:
Budc tgi gidn tiép. Mbi quan hé nay phan anh xu huéng wu tién tinh truc tiép,
minh bach va quyét doan dé thiét lap trach nhiém ca nhan trong vin hoa My.
4.3.3 Méi lién h¢ giira khoang cach xa hoi va viéc lra chon chién lrgc hoi
dap hanh vi ngon ngir phan nan cia nguwoi My

Phan tich dir liéu cho thay bién t6 khoang cach xa hoi ¢ anh hudng va chi
phdi dén cach ngudi My lwa chon CL HD HVNNPN. Bang 4.13 trinh bay su
phan bd tan suit ctia cac CL theo ba bdi canh: D-, D= va D+.

Béng 4.13

Phdn bé tan sudt va ty 1é phan tram cdc chién liwge hoi dap hanh vi ngén ngiv
phan nan cua nguoi My theo khoang cach xa hoi (n=100)
Ma D- D= D+

chién  Tansudt Tyléphin Tansudt Tyléphin Tansudt Ty Ié phan

lugc tram (%) tram (%) tram (%)
R1 58 58,0 38 38,0 82 82,0
R2 7 7,0 16 16,0 27 27,0
R3 28 28,0 24 24,0 12 12,0
R4 2 2,0 17 17,0 2 2,0
R5 3 3,0 3 3,0 2 2,0
R6 20 20,0 48 48,0 46 46,0
R7 1 1,0 4 4,0 4 4,0
R8 12 12,0 5 5,0 1 1,0
R9 3 3,0 4 4,0 0 0,0
R10 0 0,0 1 1,0 0 0,0
R11 0 0,0 0 0,0 0 0,0
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R12 0 0,0 0 0,0 0 0,0

R13 15 15,0 0 0,0 1 1,0

Total 149 149,0 160 160,0 177 177,0

Kiém dinh Chi-binh phuong va Fisher (Bang 4.14) xac nhan khoang cach
x4 hdi c6 mbi lién hé rd rét trong viéc lya chon CL HD HVNNPN cua nguoi My
trong ba bdi canh khoang cach xa hoi. C6 dén tam trong s6 13 CL HD HVNNPN
ctiia ngudi My (R1, R2, R3, R4, R6, R8, R13) c6 sy khac biét co y nghia théng ké
(p < .05). Cac CL R1: Thira nhan trach nhiem (V = 0,366 ) va R13:Khong quan
tam (Im lang) (V = 0,305) c6 mbi lién hé c6 ¥ nghia thong ké & murc rat cao va
manh mé (V > 0,3). Piéu nay cho thay tiy thudc vao mirc do than quen, ngudi
My sé& lua chon hodc 14 chdp nhan hoan toan hodc 1a phét 10 161 phan nan. Tiép
dén, CL R4: Bién minh (V = 0,277) VA R6: Pé nghi gidi phdp thay thé (V = 0,263)
c6 moi lién hé mat thiét véi kich thude hiéu Gmg trung binh theo quy udc cia
Cohen (1988).

Bang 4.14

Két qua kiém dinh Chi-binh phirong va Fisher vé moi lién hé giita khodang cdch

xd hoi va cac chién lwoc hoi dap hanh vi ngon ngir phan nan cua nguoi My

Mi chién  CL thuc hién HVNNPN Giatri Bacty Cramer’s Kiém dinh

lugc ya do (df) \Y Fisher (p)
R1 Thira nhan trach nhiém 40,23 2 0,366 <,001"
R2 Bao chira 14,45 2 0,219 ,001"
R3 Dong y thay doi hanh vi 8,26 2 0,166 ,013"
R4 Bién minh 23,04 2 0,277 < ,001"
R5 Phan hdi thiéu nghiém tic 0,26 2 0,029 1,000
R6 Dé nghi giai phap thay thé 20,71 2 0,263 <,001"
R7 Dit ra cac diéu kién chap 2,06 2 0,083 405

nhan trong tuong lai

R8 Pht nhan 161 phan nan 10,99 2 0,191 ,005

R9 Cong kich nguoc lai 3,80 2 0,113 ,168
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R10 Khong thtra nhan hanh vi 2,01 2 0,082 1,000

dang trach
R11 Tur chdi tranh luan N/A N/A N/A N/A
R12 Chéi bo trach nhiém (du N/A N/A N/A N/A
thira nhan hanh dong)
R13 Khoéng quan tam t6i 101 27,86 2 0,305 < ,001"

phan nan (im ldng)

Ghi chl. Dau * bi€u thi c6 y nghia thong ké ¢ mirc p < ,05.
N/A: Gia tri khong thé tinh toan duoc do tin suét xuat hién bﬁng 0.

Bang 4.13 cho thay cic xu hudng lua chon CL HD HVNNPN cuia ngudi
M5 theo bdi canh khoang cach xi hoi. Nhin chung, cdc CL mang tinh chp nhan
101 phan nan, duy tri sy hoa hop x4 hoi va huéng dén giai phap nhw CL R1: Thira
nhdn trach nhiém va R6: Dé nghi gidi phdp dugc duge uwu tién sir dung thuong
xuyén nhét trong ca ba bdi canh. Nguoc lai, cac CL R11: Tw choi tranh ludn va
RI12: Chéi b6 trdach nhiém (di thira nhdn hanh déng) thé hién su né tranh hodc
d6i dau hoan toan khong xuét hién trong dir liéu thu thap.

Khi Hb HVNNPN trong bi canh khoang cach xa hoi nho (D-) v6i cac mbi
quan hé than thiét (ban bé than, gia dinh), bén canh CL R1: Thira nhdn trdch
nhiém (R1) dugc st dung phé bién nhat, chiém ty 1€ ap dao 58,0%, nguoi My
cling ¢6 xu hudng ua thich thudng xuyén st dung cac CL R3: Dong y thay doi
hanh vi (28,0%) va R6: Pé nghi gidi phdp thay thé (20,0%). Xu hudng lwa chon
c4c CL HP HVNNPN trong cic moi quan hé than thiét nhu thé c6 thé phan anh
cac chidu vin hoa ndi bat ciia nude My theo 1y thuyét cua Hall (1989) va Hofstede
va cong su (2010). Véi khoang cach quyén lyuc thap, trong nén vin hoa My véi
cht nghia ca nhan cao, cac mdi quan hé thudng mang tinh binh dang hon nén
moi nguoi ciing it che gidu 16i 1am hon va viéc thira nhan hanh vi gy 16i mot
cach trung thue va thiang thin dugc danh gid cao. Viée sin sang thay d6i hanh vi
tiép nhan 161 phan nan ciing cho thiy sy t6n trong dbi v6i cac mdi quan hé gan
giii, 1au dai va duy tri sy hoa hgp cuia nguoi My.

Dang chil ¥, trong bbi canh D- ndy, cAc CL mang tinh d6i dau hogc né tranh
nhu R8: Phi nhdn loi phan nan (12,0%) va R13: Khong quan tam (im lang)
(15,0%) xuét hién voi tan sudt cao hon déng ké so véi cac bdi canh khac. Theo
Brown va Levinson (1987), CL R13: Khdng quan tim (im ling) co thé 1a mot
hanh vi de doa thé dién duong tinh ctia ngudi phan nan (ngudi nghe). Tuy nhién,
trong bdi canh vin hoa nudc My voi cha nghia ca nhan, CL thé hién su khong
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quan tam hay im 1ang khi HD HVNNPN tur nhitng nguoi than quen cua nguoi
M§ co thé dugc dién giai nhu 1a mdt CL nham tranh mot cude ddi dau khong can
thiét c6 thé 1am ton hai dén méi quan hé 1au dai.

Trong bdi canh khoang cach xi hoi ting 1én & mirc trung binh (D=), ngudi
M3 ¢6 xu huéng thay doi CL HD HVNNPN, dich chuyén tir viéc nhan 15i sang
viéc giai quyét van dé. CL R6: Dé nghi gidi phdp thay thé tr& thanh CL chu dao
v6i ty 16 48,0% va CL RI: Thira nhén trach nhiém van phd bién nhung giam
xubng con 38,0%. Bén canh d6, cac CL tur bao chita nhu R4: Bién minh (17,0%)
va R2: Bdo chita (16,0%) duoc sir dung ting manh hon so véi trong bdi canh
khoang cach xa hoi nho (D-).

O bbi canh c6 khoang cach xa hoi 16n (D+), ngudi My chu yéu chi sir dung
hai CL R1: Thira nhdn trach nhiém va R6: DBé nghi gidi phdp thay thé véi tan
suat cuc ky, lan luot vai ty 16 82,0% va 46,0%. Nguoc lai, cac CL dbi dau hoic
gy xung dot bién mat hoan toan (R9, R10, R11 va R12) hoic hiém khi xuat hién
(R13).

Trong tra 161 phong van, ngudi My ciing ¢6 xu huéng chi dong thira nhan
trach nhiém va tim kiém giai phap khi HD HVNNPN tir ngudi than va ban be
v6i khoang cach xi hoi thap (D-). Khi dugc hoi vé viéc phan ung ra sao khi bi
ban bé phan nan vé ding tin sai trén Facebook, ngudi tham gia phong van US_105
tra 1oi:

“I think my first response is to apologize... | probably would apologize and
delete my post.”

(Téi nghi phan 1ing dau tién cia t6i la xin 16i... Téi ¢é 1€ sé xin 16i va xda
bai dang cua minh.).

Ho (US_104) giai thich Iy do ho c6 thé n6i chuyén thang thin véi cac thanh
vién trong gia dinh vi mirc d6 rui ro thap. Ho chia sé:

“whereas with a family member, you can just kind of talk it out, and it feels
like the stakes are a lot lower.”

(trong khi véi mot thanh vién gia dinh, ban cé thé chi can néi chuyén thing
than ra va cam thdy mirc d riii ro thap hon nhiéu.)

Két qua phan tich phong van hoi tuéng cling xac nhan ngudi My co xu
huéng thuong st dung hai CL RI: Thira nhdn trdch nhiém va R6: Pé nghi gidi
phdp thay thé khi HD HVNNPN véi nguoi la. US_106 khang dinh: “I would
apologize and say sorry and find a way to, you know, resolve it as best as | can.”
(Téi sé xin 16i va tim cdch gidi quyét né tot nhdt c6 thé.) Tuy nhién, US_103 ciing
lru ¥ rang d6i v6i ngudi la thi ho than trong va phong thu hon:

“l probably wouldn't take them as seriously as someone | know, just
because like, in my personal opinion, when people complain, people complain
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over the smallest things, and they don't have a good sense of fairness in the
world.”

(T6i co Ié sé khong xem xét ho mot cach nghiém tic nhw nguoi toi quen
biét, chi vi theo y kién cd nhdn cia t6i, khi moi ngwoi phan nan, ho phan nan vé
nhitng diéu nhé nhdt nhat, va ho khéng c6 mét cam gidc cong bdng tot trong thé
gioi.)

Tom lai, phan tich dit liéu & trén minh ching rang khoang cach xa hoi 1a
mot bién t6 ¢6 anh huong dén viéc ngudi My Iya chon CL HD HVNNPN. Xu
hudng chung 1a khi khoang cach xa hdi tdng 1én, cac CL HDP tré nén quy udc,
hoa gidi va tap trung vao giai phap hon.

4.3.4 Méi lién hé giira quyén lwe xa hdi va viéc lwa chon chién lwgc hdi dap
hanh vi ngon ngir phan nan cia nguoi My

Két qua phan tich thong ké mé ta (Bang 4.15) voi dit liéu vé sy phan bb tan
suat va ty 18 phan tram sir dung cac CL HD HVNNPN cila ngudi My, phan anh
céc xu hudng lya chon cac CL nay theo ba cip do quyén luc xa hoi (P-, P=, P+).
Két qua Kiém dinh Chi-binh phuong va chinh xac Fisher (Bang 4.16) xac dinh
va dién giai mbi lién hé c6 ¥ nghia thong ké giira bién td quyén luc x3 hoi va viée
lra chon CL HD HVNNPN ciia ngudi My mot cach ¢6 hé thong.

Bang 4.15
Phdn bé tdn sudt va ty 1¢é phan tram cdc chién hege hoi dap hanh vi ngén ngir
phan nan cia nguwoi My theo quyén lyc (n=100)

Ma P- P= P+

chién  Tansudt Tyléphdn Tansudt Tyléphian Tansuat Ty 16 phin

lugc tram (%) tram (%) tram (%)
R1 74 74,0 66 66,0 38 38,0
R2 3 3,0 31 31,0 16 16,0
R3 23 23,0 17 17,0 24 24,0
R4 3 3,0 1 1,0 17 17,0
R5 4 4,0 1 1,0 3 3,0
R6 52 52,0 14 14,0 48 48,0
R7 4 4,0 1 1,0 4 4,0
R8 2 2,0 11 11,0 5 5,0
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R9 0 0,0 3 3,0 4 4,0

R10 0 0,0 0 0,0 1 1,0
R11 0 0,0 0 0,0 0 0,0
R12 0 0,0 0 0,0 0 0,0
R13 6 6,0 10 10,0 0 0,0
Total 171 171,0 155 155,0 160 160,0

Su phan bd tan suat cia cac CL HD HVNNPN cila ngudi My trong ba boi
canh quyén lyc xi hoi (Bang 4.15) ciing dién td mot xu hudng lwa chon cac CL
mang tinh chap nhan 10i phan nan, duy tri su hoa hop xa hoi va hudng dén giai
phap. Cac CL RI: Thira nhdn trach nhiém va R6: Pé nghi gidi phdp thay thé van
tiép tuc 1a hai CL dugc lya chon hang dau, cho théy mot dinh hudng chung khi
HD HVNNPN trong vin hoa My 14 wu tién giai quyét van dé va phuc hoi sy hoa
hop, bat ké mdi quan hé quyén lyc. Tuy nhién, thir tw vu tién va mic do sir dung
cua hai CL nay c6 su khac biét tuy thudc vao boi canh quyén luc. Cu thé, CL R1:
Thira nhan trach nhiém dugc st dung voi tan suit rit cao & ca ba boi canh véi ba
cap d6 quyén luc xi hoi P- (74,0%), P= (66,0%) va P+ (38,0%). Tuong tu, CL
R6: Pé nghi gidi phdp thay thé ciing duoc st dung dang ké khi nguoi noi co
quyén luc thap hon (P-, 52,0%) hoic cao hon (P+, 48,0%), tuy nhién lai giam
manh khi quyén lyc ngang bang (P=, 14,0%).

Trong cac tinh hudng HDP ngudi c6 quyén luc cao hon (P-), bén canh céac
CL pho bién theo xu hudng chung, ngudi My ciing sit dung CL R2: Bao chita
v6i ty 1é rat thap (3,0%). Cac CL mang tinh ddi dau nhu R8: Phii nhdn 16i phan
nan (2,0%) va R13: Khéong quan tam (im ling) (6,0%) gan nhu khong dugc sir
dung. Dé giam thiéu nguy co de doa thé dién tir HVNNPN cua mot nguoi c6
quyén luc cao hon, ngudi nodi véi vi thé quyén luc thap hon sé sir dung cac CL
lich sy am tinh v&i nd lyc giam nhe muc d6 nghiém trong cua vi pham va thé
hién sy ton trong ddi voi thé dién cua nguoi phan nan.

Trong khi twong tac v6i nhitng ngudi c6 quyén lyc ngang bang (P=), ngudi
My thay ddi cach Iwa chon CL HD HVNNPN mét cach dang ké. CL RI: Thira
nhdn trdach nhiém van 1a CL phd bién nhit (66,0%) nhung ty 1¢ phan trim nay da
giam so vdi trong bdi canh quyén luc xa hoi ctia ngudi HD HVNNPN thap hon
(P-). Ngoai ra, CL R2: Bdo chira lai ting do6t bién tir 3,0% & trong bdi canh quyén
luc P- 1én dén 31,0%. Nguoc lai, CL R6: Pé nghi gidi phdp thay thé lai giam
manh tir 52,0% trong bdi canh (P-) xudng chi con 14,0%. Viéc van sir dung R1:
Thira nhén trach nhiém & mic do cao cho thdy ngudi My van wu tién duy tri su
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hoa hop nhung sy gia ting manh mé& ciia CL R2: Bdo chita cho thdy mét nd luc
nham béo vé thé dién cta ban than véi nd luc gidi thich cac yéu t6 bén ngoai hoac
hoan canh giam nhe, nhim giam mirc d6 nghiém trong cua hanh vi pham 15i.
Trong bbi canh P+, khi HD HVNNPN véi nguoi dudi quyén, ngudi My
thay d6i viéc lwa chon cac CL HD HVNNPN moét cach dang ké. Khac véi cac
bdi canh quyén luc khac, khi & vi thé quyén luc cao hon nguoi phan nan (P+),
ngudi My thay ddi cach lya chon CL HD HVNNPN bang cach wu tién st dung
CL R6: Dé nghi gidi phdp thay thé voi ty 1& 48,0%. Ciing trong bdi canh nay,
mac du CL RI: Thira nhdn trach nhiém van duoc st dung dang ké nhung ty 1€
phan tram sir dung CL R1 da giam xudng & mirc thap nhat trong ba bdi canh, chi
con 38,0%. O chiéu nguoc lai, CL R4: Bién minh lai ting vot 1én 17,0%, cao hon
han so vé6i trong bdi canh P- (3,0%) va P= (1,0%). Sy gia ting st dung CL R4
ndy ching minh rang ngudi cé quyén luc cao hon c¢6 thé cam thay it 4p lyc hon
trong viéc phai thtra nhan sai sot. Thay vao d6, ho lya chon phuong an giai thich
va dua ra 1y do chinh dang hodc hop 1y dé bién minh cho hanh dong hoic quyét
dinh ctia minh. Phét hién nay pht hop voi quan diém cta Hall (1989) va Hofstede
va cong sy (2010) vé van hoa ngilr canh théip cua nudc My, voi sy minh bach va
thang than trong giao tiép trén co sd cta su hop 1.
Bang 4.16
Két qua kiém dinh Chi-binh phiong va Fisher vé moi lién hé giita quyén lic xd
héi va cdc chién lwoc hoi ddap hanh vi ngdn ngit phan nan ciia nguoi My

M3 chién CL thuc hién Gia tri Bicty Cramer’s Kiém dinh
lugc HVNNPN 1 do (df) \ Fisher (p)
R1 Thira nhan trach 29,62 2 0,314 < ,001"
nhiém
R2 Bao chira 28,27 2 0,307 < ,001"
R3 Pong y thay d6i hanh 1,71 2 0,075 456
Vi
R4 Bién minh 23,35 2 0,279 < ,001"
R5 Phan hoi thiéu 1,80 2 0,077 543
nghiém tdc
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R6

R7

R8

R9

R10

R11

R12

R13

Dé nghj giai phap 37,01
thay thé
Dit ra cac diéu kién 2,06

chip nhan trong

tuong lai

Phu nhén 101 phan 7,45
nan

Cong kich nguoc lai 3,80
Khoéng thtra nhan 2,01
hanh vi dang trach

Ttr chéi tranh luan N/A
Chdi b6 trach nhiém N/A
(du thtra nhan hanh

dong)

Khong quan tam téi 10,04
161 phan nan (im

lang)

N/A

N/A

2

0,351

0,083

0,158

0,113

0,082

N/A

N/A

0,183

< ,001"

,405

,032"

,168

1,000

N/A

N/A

,003

Ghi chl. Dau * biéu thi c6 ¥ nghia thong ké ¢ muc p < ,05.

N/A: Gia tri khong thé tinh toan dugc do tan suat xuat hién bang 0.

Két qua kiém dinh Chi-binh phuong va Fisher (Bang 4.16) cho thay sau
trong s6 13 CL HD HVNNPN cua ngudi My, bao gom cac CL: R1, R2, R4, R6,
R8 va R13 c6 mdi lién hé ¢ ¥ nghia thdng ké (p < ,05) d6i véi quyén luc x3 hoi.
Trong s ndy, ba CL c6 mdi lién hé c6 y nghia thong ké giira bién t6 quyén luc
x4 hoi manh mé& nhit, & muc tac dong 16n (V > 0.3) bao g@)m R6: Pé nghi giai
phdp thay thé (V= 0,351), RI: Thira nhdn trach nhiém (V= 0,314) va R2: Bao
chita (V= 0,307). Theo Cohen (1998), ba CL con lai, gdbm c6 R4: Bién minh (V
=0,279), R13: Khéng quan tadm (V = 0,183) va R8: Phu nhdn loi phan nan (V =
0,158) déu cho thiy c6 méi lién hé dang ké vai kich thude hiéu tng trung binh

(0,10 <V < 0,30).
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Trong phong van hoi tudng ngudi My ciling thé hién sy t6n trong va tranh
d6i dau tryc tiép dé duy tri mbi quan hé khi phan hdi phan nan tir ngudi c6 quyén
lirc cao hon (P-). Trong bdi canh cong viéc, ngudi tham gia phong van US_104
cling nhdn manh tAm quan trong cta sy ton trong va khong tranh cai khi phan hi
sép: “If it's in my boss, | feel more respect for them.” (néu dé la Sép t6i, t6i sé
cam thdy tén trong ho hon.) va “not argue about it” (khéng tranh cdi vé diéu do).
Trong bdi canh gia dinh, d6i voi cha me, ho (US_I06) ludn t6n trong qui tic
“always be polite and never be disrespectful to our parents.” (luon luén lich suw
va khéng bao gio bdt kinh véi cha me).

Bén canh do, dir liéu phong van cho thdy mot xu hudng rd rét trong cach
ngudi My HD HVNNPN tir nhitng ngudi ¢6 quyén luc xi hoi ngang hang (P=)
nhu déng nghi¢p hodc ban be. Ho c6 xu hudng tiép can van dé mot cach truc
tiép, xem ddy 1a mot co hoi dé ddi thoai va cai thién, thay vi mot sy xung dot.

Quan diém nay dugc ngudi tham gia US_104 1y giai mot cach rd rang.
Nguoi ndy cho biét: “..if it's a peer, I think I would be a lot more direct” (...néu
la mét dong nghiép, t6i nghi t6i sé thang than hon nhiéu). Ly do cho sy thang
than ndy bit ngudn tir nén tang ctia mdi quan hé sin cé: “we have a good
relationship already. They can take a lot more feedback.” (Chiing t6i da cé moi
quan hé tot roi, nén ho cé thé tiép nhan nhiéu phan hoi hon.). Chia sé nay cho
thy, trong bdi canh cac mdi quan hé ngang hang, sy truc tiép khong bi xem la
hanh vi thiéu lich sy ma nguoc lai, dugc xem la mgt phuong thirc giao tiép hiéu
qua, xay dung trén su tin tuong va hudng dén su cai thién chung.

Dir lidu tir phong van cia nguodi My ciing cung cip thém minh chimg cho
su gia ting st dung CL R4: Bién minh trong bdi canh P-. Khi tra 16i vé cach HD
sinh vién vé van dé diém sb trong vai trd 13 gido vién, nguoi tra 10i phong van
US_104 chon cach tim hiéu nguyén nhan va giai thich. Viéc US_104 giai thich
quy trinh va ti€u chi chdm diém cho sinh vién 1a mot hinh thic bién minh cho su
hop 1y cua két qua bai kiém tra.

“Um, | would try and figure out what the cause of their dissatisfaction was.
Um, | would explain to them how | graded the assignment. | would say: This is
what I did. Um, | graded everybody using the same criteria” (US_104).

(T6i sé o gdng tim hiéu Iy do tai sao ho khéng hai long. Téi sé gidi thich
cho ho cdch t6i cham bai. Téi sé néi: Pdy la cach thay/cé da lam. Thay/Cé chdm
bai cia tat ca moi ngudi theo cung mét tiéu chi.)

Tém lai, bién td quyén lyc xa hdi ¢6 anh hudng dang ké dén viéc lya chon
cac CL HD HVNNPN cua ngudi My. Trong tit ca cac bdi canh quyén lyc khac
nhau, mac du cac CL R1: Thira nhdn trach nhiém va R6: Dé nghi gidi phdp thay
thé 1a nhitng CL phd bién nhung nguoi My thay doi mac d6 wu tién va tan suét
st dung cac CL nay theo timg bdi canh quyén luc. Khi HD HVNNPN, nguoi My
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c6 xu hudng thira nhan trach nhiém va sy hoa giai khi ho ¢ vi thé thap va khi ¢
vi thé quyén luc cao hon thi wu tién sy bién minh va tim kiém giai phép.

4.4 Sy twong dong va khac biét vé mdi lién hé ciia cac bién t6 x4 hdi véi viée
lra chon chién lwge thyue hién hanh vi ngon ngir phan nan giira nguoi Viét
Nam va nguoi My
4.4.1 Sy twong dong vé méi lién hé ciia bién t6 khoang cach xi hdi véi viée
Iwa chon chién lwgc thwe hién hanh vi ngdn ngit phan nan giira ngudi Viét
Nam va nguwoi My

Biéu do 4.1 minh hoa viéc sir dung cac CL thyc hi¢n HVNNPN cua nguoi
Viét Nam va nguoi My trong timg boi canh khoang cach xa hoi va tir d6 cho thay
nhitng xu hudéng chung trong viéc lya chon cadc CL nay cua c4d ngudi Viét va
ngudi My trong mdi tuong quan véi cac bdi canh khoang cach xa hoi.
Biéu dd 4.1
So sanh chién hege thue hién hanh vi ngén ngit phan nan ciia nguwoi Viét Nam va
nguoi My trong cdc boi canh khodng cdach xd héi

90.0%

80.0%

70.0%

£ 60.0%

2 30.0%
20.0%

10.0%
0.0% I I II | [ I ] “ | Il ‘ I [ 1 I

Cl C2 C3 C4 C5 C6 C7r C8 C9 C10 C11
So sanh chién lwgc thye hién hanh vi ngdn ngir phan nan

VN, D- ®=VN, D= mVN, D+ US,D- mUS, D= mUS, D+

Ghi chd. VN: nguoi Viét Nam. US: nguoi My

DPiém tuong déng ndi bat nhat trong viéc lya chon CL gifra nguoi Viét Nam
va ngudi My 13 d6i v6i ca hai nhom, CL C10: Pua ra 167 yéu cau 13 lua chon
duoc vu tién hang dau va pho bién nhat trong moi bdi canh khoang cach xa hoi.
Dic biét, trong bdi canh khoang cach xi hi trung binh (D=), ty 1& sir dung CL
nay dat ty 18 cao nhét dbi véi ca nguoi Viét Nam (83,0%) va ngudi My (75,0%).
Sy pho bién va wu tién sir dung CL ndy trong ca hai nén vin hoa Viét Nam va
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M5y c6 thé 1y giai rang CL nay duoc xem 14 CL hiéu qua khi thyc hién HVNNPN.
V& mit théng ké, chi s6 Cramer’s V cua CL C10: Pua ra 10i yéu cau c6 gia tri &
murc thdp va gin nhu bang nhau déi véi ngudi Viét Nam (V = 0,166) va ngudi
My (V=0,170). Vi vy, mirc d6 chi phdi ctia khoang cach xa hoi ddi véi viéc lua
chon CL C10 1a tuong ddi thip va 6n dinh trong ca hai nén van héa.

Vi dy: trong tinh hudng s6 9: phan hdi phan nan cua sinh vién vé diém sb
(D=), ca ngudi Viét Nam va ngudi My déu dung CL C10: Pua ra 16i yéu cau,
mot CL giai quyét van dé mang tinh xay dung va hop tac, nhu sau:

-Ngudi Viét Nam: Chiing ta cing xem tiéu chi cham diém va so sdnh véi
bai lam cua em nhe! (VN28_S9)

-Ngudi My: There was a rubric for you to check, but let’s review your paper
together when | have more time. (C6 mét bang tiéu chi @é em xem dé, nhung dé
khi ndo thay/cé c6 nhiéu thoi gian hon thi ching ta sé cung xem lai bai ciia em
nhé.) (US06_S9)

Bén canh d6, ca ngudi Viét Nam va ngudi My déu co xu hudng gia tang sir
dung céc CL thyc hién HVNNPN mang tinh ddi dau truc tiép khi khoang cach
xa hoi v6i ngudi bi phan nan 16n dan. Trong bbi canh khoang cach xa hoi D- giao
tiép mang tinh chat thin mat v4i nhitng ngudi than trong gia dinh hay c6 mbi
quan hé than thiét, nguoi Viét Nam sir dung hai CL C3: Bay t6 suw khé chiu Va
C6: Budc téi truec tiép v6i ty 16 15,0%. Trong bdi canh D+ khi phan nan ngudi
xa la, ty 1€ su dung cta cac CL nay cia nguodi Viét Nam tang vot: CL C3: Bay to
sw khé chiu 18n t6i 40,0% va C6: Budc t6i truc tiép 1a 32,0%. Tuong ty nhu vay,
xu hudng st dung ciac CL mang tinh d6i dau nay cia ngudi My con manh mé
hon trong bdi canh D+, dic biét 1a d6i cac CL nham quy két trach nhiém nhu C5:
Budc tgi gidn tiép (ting tir 5,0% |én 22,0%) va C6: Budc téi triee tiép (ting tix
20,0% lén 46,0%). Piéu nay cho thiy rang ca ngudi Viét Nam véi nén vin hoa
thién vé chil nghia tap thé va nguoi M§ voi nén van hoa cé tinh ca nhan cao déu
c6 xu huéng giam b6t cac rang budc vé sy hoa hop va lich su khi giao tiép voi
nguoi ngoai nhom (Hofstede va cong sy, 2010).

Mot diém tuong dong ciing khong kém tdm quan trong 1a ca nguoi Viét
Nam va ngudi My déu né tranh str dung cac CL kich truc tiép vao ca nhan va
mang tinh de doa thé dién nghiém trong bét ké khoang cach xa hoi nhu thé nao,
nhu CL C9: Trdach mdng twong minh vé con ngwoi va C11: Puwa ra loi de doa.
Dbi v6i ca nguoi Viét Nam va ngudi My, hai CL c6 méi lién hé khong c6 ¥ nghia
thng ké hoic kich thudc hiéu ung rit nho ddi véi bién td khoang cach xa hoi.
Cac CL nay de dao thé dién duong tinh cta ngudi nghe vi viée cong kich nhan
cach 1a mdt trong nhitng hanh vi de doa thé dién & mirc do cao nhat (Brown va
Levinson, 1987), ¢ thé din dén xung d6t nghiém trong va gy d6 v& mdi quan
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hé. Sy né tranh nay phan anh rang trong giao tiép cling ton tai mot gidi han khi
cong kich ca nhan.

Tom lai, sy twong dong trong mdi lién hé cua bién td khoang cach xi hoi
voi1 viée lya chon CL cua nguoi Viét Nam va nguoi My duogc thé hién qua vi¢c
lua chon CL C10 lam chi dao va né tranh cac CL de doa thé dién cao.

4.4.2 Sw khac biét vé méi lién hé ciia bién t6 khoang cach xa hdi voi viée lua
chon chién lwgc thie hién hanh vi ngdn ngir phan nan giira nguwoi Viét Nam
va nguoi My

Maic du c6 nhiing diém chung, viéc lya chon CL thyc hi¢n HVNNPN cua
ngudi Viét va ngudi My trong cac bdi canh khoang cach xa hoi thé hién nhiing
khac biét phan anh cac hé thong gia tri va chuan myc giao tiép cia mdi nén vin
hoa. Sy khac biét dé thay nhat (tham chiéu Biéu dd 4.1) 13 Iyra chon sir dung céc
CL mang tinh truc tiép va ddi dau duoc diéu chinh theo cac bdi canh khoang cach
xa hoi khac nhau. Trong bbi canh khoang cach xa hoi nho (D-), ngudi Viét Nam
sit dung CL C11: Puwa ra loi de doa & mic cao nhat (7,0%) so véi bdi canh D=
(5,0%) va D+ (4,0%) trong khi Ngudi My hoan toan khong st dung CL C11 nay
(0,0%) trong bdi canh D- va D+ va chi sir dung CL C11 véi mirc cao (8,0%)
trong bdi canh khoang cach xi hoi & muc trung binh (D=). V& mit thong ké suy
luan, kich thuéc hiéu Gmg cua bién t6 khoang cach xi hoi dbi voi CL C11 ciing
c¢6 sy khac biét. Kich thuc hiéu ing cta bién t6 khoang cach xa hoi d6i voi CL
nay cua nguoi Viét Nam ¢ muc nho (V= 0,056) nhung cua ngudi My thi & mirc
trung binh (V=0,234).

Ngoai ra, viéc st dung cac CL gian tiép cling c6 sy khac biét gilta nguoi
Viét Nam va ngudi My. Trong bdi canh D-, ngudi My sit dung CL CI: Tir bo
phan nan voi ty 18 cao gip d6i (16,0%) so voi ngudi Viét Nam (8,0%). Piéu nay
chimg t6 ngudi My cha dong hon trong viéc bao vé mdi quan hé than thiét bang
cach tranh xung dot. Ngoai ra, vé mit thong ké, mirc do chi phdi cua bién t6
khoang cach xi hoi ddi voi CL nay gitta nguoi Viét Nam (V= 0,167) va ngudi
My (V= 0,237) ciing c6 su khac biét dang ké.

Mic du trong bdi canh khoang cach xa hoi 16n (D+) nguoi Viét Nam va
ngudi My déu str dung cac CL thuc hién HVNNPN mang tinh ddi dau truc tiép
& muc cao hon nhu di phan tich & phan trudc nhung cach thirc thé hién lai khac
nhau. Nguoi Viét Nam dung CL C3: Bay to sy kho chiu (tang vot 1én 40,0%)
nham thé hién cam x{ic c4 nhan va sy that vong. Ngudi My thi trai lai tap trung
cha yéu vao viéc quy két trach nhiém cho ngudi bi phan nan véi CL C6: Bude
16i triee tiép (tang vot 1én 46,0%).

Phan tich dit liéu phong vén cho thdy ca ngudi Viét Nam va ngudi My déu
diéu chinh CL thuc hién HVNNPN ctia minh dua trén khoang céach xa hoi. Tuy
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nhién, 1y do nén tang va cach thirc diéu chinh cta ho lai thé hién nhitng khac biét
van héa 1o nét.

Dbi v6i ngudi Viét Nam, viée diéu chinh CL chil yéu nhim muc dich duy
tri sy hoa hop va bao vé cac mdi quan hé xa hoi hoi (Tran Ngoc Thém, 1996,
1999). Trong cac mbi quan hé gan giii nhu gia dinh va ban bé than thiét, nguoi
Viét Nam van c6 truc tiép bay to su khod chiu nhung thuong sir dung thém céc
bién phap xoa diu nhu giai thich nhe nhang hay nu cudi dé duy tri mdi quan hé
va ton trong. Ho giai thich: “Cueoi la cdi than thién, dé néi nhdt d6.” (VN _101).

Con dbi v6i ngudi la thi ngudi Viet Nam giit thai do 6n hoa, xin 16i ngay
1ap tirc néu minh c6 16i dé giai quyét van dé va tranh xung dot.

“...nguwoi than thi buc boi la em sé thé hién ra la em buc béi vé cdi gi do.
Con voi nguoi la thi em sé kiéu gitr binh tinh mot nhat dinh nao dé va em sé noi
V6i ho la cdi van dé nay khéng tot, lam cho téi khé chiu...” (VN_106)

Nguoc lai, ngudi My khi phan nan véi nguoi than thi truc tiép hon do ho
c6 su tin cdy va cam thay thoai mai bay to suy nghi va dong thoi ho chap nhan
trach nhiém. (I think I'm most direct with my family members or friends just
because again, they probably know me well enough, Téi nghi minh thang thdin
nhdt véi céc thanh vién trong gia dinh hodc ban be, vi ho co lé hiéu t6i kha ré.
US_103). Tuy nhién v6i nguoi la, thi ho vin hudng dén giai phap va lich su. Ho
van quan tdm dén viéc khong tao ra xung dot khong can thiét va bao vé hinh anh
noi cong cong. US_I01 chia sé rang khi phan nan véi nguoi la thi tim kiém giai
phap t6t nhat dé giai quyét van dé (<...find a way to resolve it as best as | can.”)
bdi vi giai phap t6t hon 1a né tranh (“solution is better than having closed doors,
for sure”.)

4.4.3 Sy twong dong vé méi lién hé ciia bién td quyén lwe xi hdi véi viée lwa
chon chién lwgc thyre hién hanh vi ngén ngir phan nan giira nguwoi Viét Nam
va nguoi My

Mic du Viét Nam 1a xd hoi c6 khoang cach quyén luc cao trong khi My ¢6
nén vin héa véi khoang cach quyén luc thap (Hall, 1989; Hofstede va cong su,
2010) nhung két qua phan tich ctia dit liéu van thé hién mot s6 xu hudng twong
dong trong viéc st dung CL thyc hién HVNNPN lién quan dén quyén luc cua
ngudi Viét Nam va My. Biéu d0 4.2 cho thiy nhiéu diém tuong ddng trong xu
hudng lya chon CL thuc hién HVNNPN cua nguoi Viét Nam va nguoi My trong
c4c bdi canh quyén Iyc xa hoi khac nhau.

Mot diém chung ndi bat tir Biéu d6 4.2 ma chung ta dé dang quan sat duoc
1a viéc ca hai nhém déu sir dung CL C10: Pua ra loi yéu cau mdt cach linh hoat.
CL nay la CL chu dao véi chirc ning nhu mot cong cu hiéu qua dé tranh d6i dau
va tap trung vao giai phap, dic biét trong cac bdi canh khong can bang quyén luc
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giita nhitng ngudi tham thoai (P- va P+). Trong bdi canh P-, giao tiép v6i ngudi
¢ quyén cao hon, CL CI0: Pua ra 1oi yéu cau duge ca ngudi Viét Nam (83,0%)
va ngudi My (75,0%) déu sir dung voi tan suat rat cao. Khi quyén lyc ngang nhau
(P=), ca ngudi Viét Nam va ngudi My déu giam sit dung CL CI0: Puwa ra loi
yéu cdu. Tuy nhién khi quyén luc ctia nguoi phan nan cao hon (P+), CL C10:
Pua ra 167 yéu cau lai tré thanh CL phd bién nhét cua ca hai nhom, dic biét &
nhém ngudi My ty 18 phan trim ting dén 89,0%. Su twong ddng ndy cua CL
C10: Pua ra loi yéu cau vé mat vé chirc nang dugc st dung nhu 1a mot hanh vi
lich su am tinh, giGp 1am giam mirc d6 de doa thé dién va tao co hoi cho ngudi
nghe sira chita sai lam (Brown & Levinson, 1987).

Biéu db 4.2

So sdanh chién hege thue hién hanh vi ngén ngit phan nan cia ngwoi Viét Nam va
nguoi My trong cdc béi canh quyén liee xa héi
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So sanh chién llrg’c thuc hlgn hanh vi ngon ngir phan nan

Ty 1 phan trim

VN, P- mVN,P= mVN,P+ ®=mUS P- mUS P= mUS, P+

Ghi chu. VN: nguoi Viét Nam. US: nguoi My

Vidu: CL C10: Puwa ra 16 yéu cau cha ngudi Viét Nam va nguodi My trong
cac bdi canh quyén luc:

-Trong tinh hudng s6 5: Phan nan nguoi ban hang vé chit lugng hang hoa
(bbi canh P+)

-Ngudi Viét Nam: Shop théng cam cho téi doi lai mon hang nay vi khdng
giong nhu t6i da dat. (VN31_S5)

-Nguoi My: | would like to return this item to you. It doesn't appear to
match the description that was given. (US09_S5)
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(T6i muén hodn tra lai mén hang ndy cho ban. N6 ¢6 vé khéng khép véi mé
ta di dwoc cung cdp.)

-Trong tinh hudng sé 6: Phan nan ngudi la vé viée chen ngang hang noi
cong cong (bdi canh P=)

-Ngudi Viét Nam: Anh chi oi minh vui long xép hang dé cho thanh todn a.
(VN19_S6)

-Nguoi My: Excuse me, please join the line. (US18_S6)

(Xin 16, vui long xép hang.)

-Trong tinh hudng sé 4: Phan nan sép vé viéc cham tra 10i email (bdi canh
P-)

-Nguoi Viét Nam: Kinh thua lanh dao, xin lanh dao cho em y kién dé gidi
quyét gap van dé ma em da trinh trong nhitng mail trude. (VNO2_S4)

-Nguoi My: | need your guidance about the new matter. Please reply my
email. (US43 _S4)

(Téi cdn sy hudng dan ciia Sép vé van dé méi phat sinh. Vui long tra 16i
email cua toi.)

Khi quyén luc cua nguoi noi tang 1én, viéc st dung CL C6: Budc toi truc
tiép c6 xu hudng gia ting ddi v4i ca ngudi Viét Nam va ngudi M. O vi thé
quyén luc cao hon, ca hai nhéom st dung CL C6. Bugc toi truc tié}) dé phan nan
mot cach manh mé nhét. Trong bdi canh P- véi quyén luc thap hon, CL C6 déu
duoc cd hai nhém stir dung mgt cach han ché. Nguoi Viét Nam lya chon CL C6:
Budc t4i tryee tiép mot cach than trong vai muc 6,0% khi phan nan voi nguoi trén
quyén. Trong khi d6, nguoi My ciing dung CL nay ¢ muc thap hon so véi cac
bbi canh khac (19,0%). Piéu nay cho thiy ca hai nhdm déu nhan thirc dugc rui
ro khi d6i dau truc tiép véi nguoi ¢ quyén luc cao hon. Trong bdi canh P= véi
quyén luc ngang hang, ca hai nhom déu gia ting dang ké viéc st dung CL C6.
Nguoi Viét Nam ting gan gap ba lan, 1én toi 16,0%. O nhém ngudi My, ty 18
phan tram str dung CL C6 ciing ting 1én mirc 29,0%. Ty 1 phan trim ctia CL C6:
Buoc toi truc tiéb dat dén dinh cao & ca hai nhom trong bdi canh P+ khi ¢6 wu
thé vé quyén luc. Nguoi Viét Nam sir dung CL nay & murc 31,0%, va ngudi My
la 37,0%, bién nod thanh cong cu chinh dé khang dinh vi thé va quy két trach
nhiém. Su tuong dong nay co thé duoc 1y giai theo 1y thuyét ciia Hofstede va
cong su, 2010. O Viét Nam, do dic diém vin hoa chii nghia tap thé va khoang
cach quyén lyc cao, trong giao tiép, viéc sir dung CL mang tinh chat budc toi truc
tiép thuong dugc han ché, dic biét 1a tur cép dudi 1én cép trén. Nhung khi quyén
Iirc cta ngudi phan nan ting 1én, dia vi cao cho phép nguoi Viét Nam lam diéu
dé ma khong s¢ bi lam mét thé dién ciia ban than hodc nguodi khac. Do dac diém
van héa chi nghia ca nhan va khoang cach quyén lyc thap, nguoi My da c6 xu
huéng giao tiép truc tiép va sin sang ddi dau véi cac van dé. Khi quyén luc cia
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ngudi phan nan ting 1én, xu hudng nay s& cang duoc cang ¢ vi diéu nay phu
hop vé6i cac gia tri vin hoa ¢t 161 ciia nude My.

Tuong tu nhu trong mbi quan hé véi khoang cach xa hoi, sy twong dong vé
viéc lya chon CL thuc hién HVNNPN gitta nguoi Viét Nam va nguoi My trong
mdi quan hé véi bién t6 quyén lyc xa hdi ciing thé hién qua viéc ca hai nhoém déu
né tranh sir dung CL tin cong truc tiép vao ca nhin ngudi bi phan nan bat ké vi
thé quyén luc cua ho. Biéu db 4.2 cho thiy trong tat ca cac bdi canh quyén luc
xa ho1 P-, P=va P+, ty I¢ phén tram st dung CL C9: Trach méng tuwong minh vé
con ngueoi ciia ngudi Viét Nam va ngudi My luén nam ¢ mire thp, dudi 10,0%.
Theo Brown va Levinson (1987), CL C9: Trdch mdng tuwong minh vé con nguwoi
tan cong truc tiép vao thé dién dwong tinh ciia nguoi nghe 1a mot trong nhiing
hanh vi de doa thé dién nghiém trong nhat nén viéc né tranh st dung CL nay
nham duy tri sy hoa hop 1a mot quy tic ing xir co ban, ma bién t6 quyén lyc xa
hoi ciing khong thé vuot qua.

Maic du van hoéa My va Viét Nam c6 nhitng dac diém khac nhau vé chu
nghia c4 nhan va cha nghia tip thé theo Hofstede va cong sy (2010), phan tich
vé dir liu phong van cho thy su trong dong trong cach ngudi Viét Nam va
nguodi My Iwa chon CL thyuc hién HVNNPN cua ho dua trén vai trd quyén lyc Xa
héi. Dit lidu cho thiy ca ngudi Viét Nam va nguoi My déu c6 xu hudng diéu
chinh CL thyc hién HVNNPN tuy thudc vao vi thé quyén luc cta nghe. Khi phan
nan voi nguoi co quyén luc cao hon (P-), vi du nhu cép trén, cha me va théy cO,
ca nguoi Viét Nam va ngudi My déu str dung cac CL gian tiép, giam nhe va tranh
d6i ddu nham dé bao vé thé dién cia ca hai bén va duy tri mdi quan hé. Khi phan
nan vé diém thip véi thay c6, VN_I01 dé nghi: “...em cé thé xin thay tiéu chi
chdam két qua thi @é em cé thé tién so sanh véi bai kiém tra ciia em vira roi" v6i
thai do “xin ndi ni théi” vi di véi thﬁy co 1a “ton trong va lich sw nhe nhang nhat
cd thé".

Nguoi tham gia phong van VN_103 ciing c¢6 dong quan diém khi chon lya
cac CL thuc hién HVNNPN véi lanh dao: “Minh ciing muén danh su ton trong
nhat dinh béi vi di sao cting la lanh dao cua mot don vi.”

Trong bbi canh P- thi nguoi My ciing sir dung cac CL giam nhe nhu dua ra
101 giai thich va tim kiém sy thdu hiéu. Cu thé, ngudi tra 101 phong van US_103
s& chon cach giai thich 1y do ctia minh nhiéu nhét véi sép hodc gido su vi ¢o 4y
cam thay diéu do rat chuyén nghiép. (“I think | would explain my reasoning most
to a boss or a professor because | feel like that's very professional. ” / T6i nghi
16i s€ gidi thich 1y do ciia minh nhiéu nhdt véi sép hodc gido sw vi t6i cam thdy
diéu dé rat chuyén nghiép). Ngoai ra, US_104 ciing khang dinh s& “lich sy hon
rdt nhiéu va cé 1€ sé it phan nan hon” (“be a lot more polite and probably
complain less”) véi sép.
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Mot diém tuong dong ndi bat khac tir dir liéu phong van 13 khi & vi thé
quyén luc cao hon, ca ngudi My va ngudi Viét déu c6 xu hudng chuyén tir viée
phan nan don thuin sang huéng dan va dua ra giai phap. Trong vai trd gido vién
hodc phu huynh, nhiing nguoi My tham gia phong van déu cho biét s& tap trung
vao viéc huéng dan thay vi ra 1énh. Vi dy, khi con cai lam 6n thi US_I04 ciing
s& dua ra “mot yéu cau don gian”. (I think 1'd just make a simple request like,
“Could you please listen to that somewhere else? ). Con nguoi Viét Nam thi khi
em 0t trong gia dinh gay viéc buc minh, VN_101 cho biét s& “thay vi em la méng
em sé nhdc nhé nhe nhang dé tranh gdy cang thang.”

4.4.4 Sy khac biét vé moi lién hé ciia bién té quyén hre xa hi véi viée lua
chon chién lwge thue hién hanh vi ngdn ngir phan nan giira nguoi Viét Nam
va nguoi My

Biéu d6 4.2 ¢ trén ciing cho thdy nhiéu diém khac biét giita ngudi Viét Nam
va ngudi My khi lya chon CL thyc hién HVNNPN khi giao tiép v6i nhitng ngudi
co quyén luc xa hdi khac nhau. Trudc tién, sy khac biét gitta ngudi Viét Nam va
ngudi My thé hién qua su phan hoa trong viéc st dung cac CL C5: Budc tdi gidn
tiép va C11: Puwa ra loi de doa.

Khi c6 quyén luc cao hon (P+), ngudi My hoan toan khong sir dung CL C5:
Budc tgi gian tiép nhung trong khi d6, ngudi Viét van sir dung (4,0%). Trong boi
canh P+ nay, thay vi st dung CL C5: Budc téi gidn tiép, ngudi My st dung lai
CL C6: Budc tdi truc tiép voi ty 18 ap dao (37,0%). Khac v6i nguoi My, trong
bbi canh quyén luc P=, ngudi Viét dung CL C5: Budc téi gidn tiép it hon rat
nhiéu (3,0%). Nguoi My st dung CL C5: Budc téi gian tiép véi ty 18 kha cao
(27,0%) khi phan nan voi nhitng ngudi ngang hang. Khi & vi thé thap (P-), nguoi
Viét Nam lai st dung CL C5: Bugc toi gian tié}a v&i mire cao nhét 18,0%, gép
nhiéu 1an so véi trong cac bdi canh P= va P+. Nguoc lai, ngudi My hau nhu
khong str dung CL C5: Buéc ti gidn tiép (2%) trong bdi canh nay.

DBéi véi CL Cl1: Pua ra loi de doa, nguoi Viét sit dung mot cach rai rac
nhung nhat quan & ca ba bbi canh quyén lyc xa hdi véi ty 1& phan tram tir 5,0%
dén 6,0%. Ngudi My chi stt dung CL C11: Pua ra loi de doa khi & vi thé thip
(P-) vé6i ty 1& phan trim 8,0% nhung khi giao tiép v&i nguoi c6 quyén luc thip
hon (P+) hodc vdi nguodi ngang hang (P=), nguoi My khong bao gio dung CL
ndy. Vé mat théng ké suy luan, quyén luc xa hoi c6 mdi quan hé khong co
nghia thong ké dbi véi viée lua chon CL C11: Pua ra loi de doa ctia nguoi Viét
Nam (p = 1.000) nhung d6i voi ngudi My thi mdi quan hé nay cé y nghia thong
ké (p <,001) va kich thude hiéu trng trung binh (V=0,234).

Viéc nguoi Viét Nam lai sit dung CL C5: Buéc téi gidn tiép nhiéu nhat khi
& vi thé thap hon (P-) cho thay nguoi Viét Nam tranh phan nan truc tiép voi ngudi
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c6 quyén luc cao hon nham giam thiéu de doa thé dién ctia ngudi bi phan nan va
thé hién sy ton trong ctia ngudi dudi quyén ddi v6i ngudi co quyén cao hon. Day
12 mot dic trung clia nén van hoéa véi ngir canh cao va chil nghia tap thé giéng
nhu Viét Nam, noi ma tinh tﬁng bac trong xa hoi va sy hoa hop luén dugce coi
trong (Tran Ngoc Thém, 1996, 1999). Véi dic trung ctia nén vin héa véi ngir
canh cao va cha nghia tap thé, trong giao tiép, ngudi Viét Nam thudng wu tién
cach giao tiép vong vo va gian tiép dé tranh gay mat hoa khi hodc lam mét thé
dién ctia nguoi tham thoai (Hofstede va cong su, 2010; Tran Ngoc Thém, 1996,
1999). Nguoc lai, viéc ngudi My né tranh hoan toan cac CL gian tiép va mang
tinh ddi dau khi & vi thé cao hon (P+), vi du nhu cac CL C5: Bugc t6i gidn tiép
va Cl1: Pua ra loi de doa. Thay vao d6, ho str dung CL C6: Budc téi truc tié'p.
Viéc lua chon cac CL céc CL khi phan nan cho thidy mét dic trung trong giao
tiép cua nguol My vt van hoa ngir canh théip vO1 su uu tién tinh truc tiép, su
minh bach va tinh hi¢u qua (Hall, 1989; Hofstede va cong su, 2010).

4.5 Sy twong dong va khac biét vé moi lién hé ciia cac bién t6 xa hoi véi viée
Iwa chon chién hwge hdi dap hanh vi ngdn ngir phan nan giira nguoi Viét
Nam va nguoi My

4.5.1 Sy twong dong vé mdi lién hé ciia bién t6 khoang cach xi hdi voi viée
lwa chon chién luge hoi dap hanh vi ngéon ngir phan nan giira ngwoi Viét
Nam va nguoi My

Két qua phan tich dir liéu dugc minh hoa & Biéu dd 4.3. cho thidy mét sd
trong dong trong cach ngudi Viét Nam va ngudi My lwa chon CL HD HVNNPN
duéi su chi phdi cua khoang cach xa hoi.
Biéu dd 4.3
So sanh chién lwoc HP hanh vi ngén ngit phan nan ciia nguwoi Viét Nam va ngueoi

M trong cdc boi canh khodang cdch xa héi
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Ghi chu. VN: nguoi Viét Nam. US: nguoi My

Trude hét, cac CL HD thudc loai chap nhan 151 phan nan nham xoa diu tinh
hinh va stra chita sai pham chiém ty 1¢ ding dau. Cac CL HP RI: Thita nhdn
trach nhiém, R2: Bdo chita, v R3: Pong y thay doi hanh vi déu dugc ca ngudi
Viét Nam va ngudi My wu tién sir dung hang dau véi tan suit cao. Nguoc lai, cac
CL HP phan nan thudc loai tir chdi 161 phan nan, mang tinh d6i dau va de doa
thé dién cao, nhu cac CL R11: Tir chéi tranh ludn va R12: Choi bé trach nhiém
(dii thiea nhdn hanh déng), gan nhu khong dugc sir dung & ca hai nhém nguoi
Viét Nam va nguoi My. Riéng CL R10: Khong thira nhdn hanh vi dang trdach
nhin chung it duoc ngudi My str dung (véi ty 16 phan trim 0,0% dén 1,0% & cac
bbi canh khoang cach xa hoi) va ty 1¢ phan trim str dung CL nay clia nguoi Viét
Nam ciing thap trong bdi canh D- (2,0%) va D+ (1,0%). Trong bi canh khoang
cach x4 hoi trung binh (D=), ngudi Viét Nam str dung CL nay & ty 1¢ dang ké
(11,0%). Nhin chung, mac du c6 su khac biét nho nay, xu hudng chung cua nguoi
Viét Nam va ngudi My trong viec HD HVNNPN van 13 sy wu tién duy tri hoa
khi va né tranh viéc tan cong nguoc lai nguoi phan nan vi 6 nguy co tao ra xung
dot tram trong hon.

CL R2: Bao chita dugc ca ngudi Viét Nam va ngudi My st dung thuong
xuyén trong moi bdi canh khoang cach xa hdi va gia tang s dung CL nay theo
ty 16 thudn v6i khoang cach xa hoi. Viéc diéu chinh mutc d6 ting dian mot cach
ddng nhat thé hién sy nht quan giira nguoi Viét Nam va nguoi My.
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Dit liéu tir ngudi Viét Nam cho thay ty 16 sir dung caa CL R2: Bdo chira ¢6
su gia tang lién tuc va manh mé. Cu thé, trong bdi canh khoang cach xa hoi nhd
(D-), giao tiép véi ngudi c6 mbi quan hé gan giii, CL R2: Bdo chita duge st dung
rat han ché, chi chiém 8,0%. Khi chuyén sang bbi canh mang tinh xi giao véi
khoang cach xa hoi trung binh (D=), ty 1& ndy ting vot 1én 26,0%. O bdi canh
HD HVNNPN tir nhitng ngudi xa la (D+), CL nay dat dén dinh diém sir dung véi
41,0%, tr& thanh mot trong hai CL HD HVNNPN phd bién nhit cta ngudi Viét
Nam.

Déi voi ngudi My, xu hudng st dung CL ndy ciing gia ting tuong ty, tir
7,0% trong boi canh gan giii (D-), ting cao & bdi canh D= va tiép tuc tang lén
dén 27,0% & bdi canh D+. Theo Brown va Levinson (1987), CL R2: Bdo chita
1a mot CL lich sy am tinh, dé giam thiéu sy 4p dat va mic d6 nghiém trong cta
hanh vi pham 16i. Vi vay, khi HD HVNNPN tur nguoi la, viéc dua ra mgt 1y do
dé bao chira 1a mot cach hiéu qua dé bao vé thé dién ciia ngudi néi va giup tranh
mot cude d6i dau khong can thiét véi ngudi thude nhom bén ngoai (out-group).

Vi duy, trong tinh huéng 12, HD HVNNPN véi nguoi la vé viéc chen ngang
hang & noi cong cong, ca ngudi Viét Nam va ngudi My déu Iya chon CL HP gan
nhu y hét vé mit cdu tric va chirc nang dung hoc:

-Nguoi Viét Nam: Oi, t6i xin 16i! Téi ¢6 viéc gdp nén vé tinh khéng dé .
Rat mong ban théng cam. VNO3_SI12

-Nguoi My: My apologies, | did not notice the line. (Xin 16i, téi da khéng
dé y dén viéc xép hang.) US18_S12

Trong hai vi du trén, ca ngudi Viét Nam va nguoi My déu trudce tién dua ra
101 xin 18i nham Thira nhén trach nhiém (VNO3_S12: Oi, t6i xin 16i!; US18_S12:
My apologies.) va sau d6 1a Bao chira, cung cip mot Iy do dé giai thich cho hanh
vi cia minh, ngy ¥ rang sai pham d6 1a khong co y. (VNO3_SI12: ...Téi c6 viéc
@dp nén vo tinh khéong dé y.; US18_S12: ...I did not notice the line.)

Mot diém tuong ddng khac gitta hai nhom ngudi Viét Nam va ngudi My
dugc nhan biét qua xu huéng giam dan mot cach nhat quan ciia CL R3: Pong y
thay d6i hanh vi khi khoang cach xa hoi ting 1én. D6i v6i nguoi nguoi Viét Nam,
CL R3: Pong y thay doi hanh vi 1a CL duoc sir dung phd bién nhat trong bdi canh
khoang cach xi hoi thip (65,0%.) nhung giam dan xudng chi con 36,0% trong
bbi canh khoang cach xa hoi 1on. Ngudi My ciing ¢6 cach thirc sir dung CL R3:
Pong y thay déi hanh vi tuong ty nhu vdy. Xu hudng giam dong nhat ciia CL R3
cho thdy CL nay c6 mdi lién hé mat thiét voi mirc do than thiét ciia méi quan hé
clia ca ngudi Viét Nam va ngudi My. Déi véi cac mdi quan hé gan giii ca ngudi
Viét Nam va nguoi My déu coi trong va uu tién cam két sira chira dé duy tri cac
moi quan hé nay.
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Tom lai, két qua phan tich cho thdy su twong dong vé mbi lién hé cta bién
tb khoang cach xa hoi véi viéc lua chon CL HD HVNNPN cua ca nguoi Viét
Nam va nguoi My. Pac biét, khi khi khodng cach xa héi tang ca ngudi Viét Nam
va ngudi My ¢6 xu hudng ting cudng sir dung CL mang tinh bao chira dé ti vé
va giam cam két thay doi hanh vi dé duy tri quan hé.

4.5.2 Sw khac biét vé méi lién hé ciia bién t6 khoang cach xa hdi voi viée lua
chon chién lwgc hoi dap hanh vi ngén ngir phan nan giira ngwoi Viét Nam
va nguoi My

Mic du ca hai nhém nguoi Viét Nam va ngudi My déu uu tién sir dung ca
hai CL RI: Thira nhdn trach nhiém va R3: Pong y thay déi hanh vi nhung thir tu
ru tién va tim quan trong ctia cac CL nay trong cac bdi canh khoang cach x4 hoi
khac nhau, cho théy mot sy khac bi€t can ban trong cach tiép can van dé cua
nguoi Viét Nam va ngudi M. Trong bdi canh khoang cach xa hoi nho (D-), CL
dugc nguoi Viét Nam st dung nhiéu nhat 1a CL R3: Pong ¥ thay déi hanh vi
(65,0%) nhung ddi v6i ngudi My, CL RI: Thira nhin trach nhiém (58,0%) lai 1a
vu tién hang dau. Trong bdi canh D=, CL R3: Péng y thay doi hanh vi (48,0%)
van 1a CL pho bién nhét d6i voi ngudi Vit Nam nhung nguoi My lai lva chon
CL R6: Pé nghi gidi phdp thay thé (48,0%). Trong bodi canh D+, ty 1é sir dung
CL RI: Thira nhdn trach nhiém ciia ngudi My (82,0%) dat dinh, cao gan gap doi
ngudi Viét Nam (44,0%). Ngoai ra, bién t6 khoang cach xa hoi chi phdi CL R1:
Thira nhdn trach nhiém & ngudi My manh hon dang ké (V = 0,366) so voi nguoi
Vi¢t Nam (V =0,191).

Mot su khéc biét dang chu ¥ khéc 1a sy khac biét trong viéc sir dung CL
né tranh, mang tinh d6i dau, cu thé 1a CL R13: Khéng quan tdm (im ldng). Ngudi
My st dung CL nay véi ty 1& cao hon dang ké (15,0%) trong bdi canh khoang
cach x4 hoi nho (D-) so véi cac bdi canh khac. Trong khi d6, ngudi Viét Nam
hau nhu khéng sir dung CL dbi dau nhu thé nay trong mdi quan hé gan giii.

Phan tich dir liéu phong van cho thiy ca nguoi Viét Nam va ngudi My
déu diéu chinh CL HP HVNNPN ctia minh dua trén khoang cach xa hoi, tuy
nhién, 1y do va cach thirc diéu chinh cta ho lai thé hién nhitng khac biét vin héa
dang chu y.

Dbi véi nguoi Viét Nam, trong cac mdi quan hé gan gili (D-), ho ¢ xu
hudng vu ti€n duy tri sy hoa hop va ton trong thir bac. Mac du co thé truc tiép vé
ndi dung van dé, cach thtrc thé hién cua ho lai rAt mém déo dé tranh xung dot.
Diéu nay dugc minh hoa rd qua chia sé ctia nguoi tham gia phong van VN_[01.
Cu thé, ngudi tham gia phong van VN_101 chon cach “khdng cdi lai" cha me vi
do6 l1a cach "ton trong va lich sy” va voi ban be than, thi chon cach giai thich nhe

nhang “cuwoi cwoi ndi la kiéu gio minh sé co gang lam nhanh hon” va “giai thich
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la nguyén do con va mong ban hiéu” dé “tranh cir cdi” va “tén trong ho”. Tuong
tu, CL im lang cua VN_IDO02 ciing 1a mét biéu hién cta viéc vu tién gitr gin mbi
quan hé¢ hon 1a tranh ludn dung sai vi “ndi lgi” s¢ b1 Xxem 1a “khong ton trong”.

Nguoc lai, d6i v6i ngudi My, sy diéu chinh CL lai dua trén nén tang cua su
tin tudng va quen biét. Ho ciing c6 xu huéng truc tiép hon trong cac mdi quan
hé gan giii, nhung 1y do 13 vi ho tin ring mdi quan hé tét dep sin c6 cho phép su
thang thin d6. Nhu US_101 chia sé, anh s& “truec tiép hon mét chit” véi ngudi
quen, nhung lai “gidn tiép mét chit” véi ngudi la.

“...ifit's with strangers, a little more indirect, right? But if it's somebody | know
or have at least a somewhat personal relationship with, | would be a little more
direct for sure.”

(...néu la véi nguwoi la, thi ¢é thé gidn tiép mot chiit, ding khéng? Nhung néu la
ngueoi toi quen hodc it nhat cé moi quan hé c¢d nhdan nao dé, téi chdc chdn sé truc
tiép hon mét chit.”).

Sy thay doi nay tré nén rd rét hon khi d6i mat vai nguoi la (D+), noi ho ¢o
xu hudng tré nén phong thua hon. US_I03 1y giai cho thai do nay: “Toi co 1€ cam
thiy phong thii hon véi nhitng nguoi la chi vi toi cho rang nhimg ngudi la khong
thuc su hiéu chuyén cho 1am.” (“I probably feel more defensive with strangers
just because | perceive strangers as people that don't really like understand the
world very well.”)

Nhin chung, su khac biét trong CL HD HVNNPN gitra nguoi Viét va nguoi
M¥ thé hién & dinh huéng giao tiép. Nguoi Viét ¢ xu hudng chon cac CL HP
chu trong giai thich bdi canh, nhan trach nhiém va bay to su san sang thay doi
hanh vi dé khoi phuc sy hoa hop. Nguoc lai, caich HP cua nguoi My thuong
mang tinh truc tiép va tap trung vao cc giai phap thuc té.

4.5.3 Sy twong ddng vé moi lién hé ciia bién t6 quyen lwe xa hdi véi viée lua
chon chién lwge hdi dap hanh vi ngdn ngi¥ phan nan giira ngudi Viét Nam
va nguoi My

Trong méi lién hé véi bién té quyén luc xa hoi, diém twong dong co ban
nhat giita ngudi Viét Nam va ngudi My 13 ca hai nhém déu cho thiy sy diéu
chinh CL HP phan nan mot cach c6 hé thdng va nhat quan dwa trén cac mdi quan
hé quyén lyc v6i nguoi phan nan. Khi HD HVNNPN tir mot ngudi c6 vi thé
quyén lyc cao hon (P-), ca nguoi Viét Nam va nguoi My déu cé xu huéng st
dung cic CL mang tinh hoa gii, hop tac va giam thiéu xung dot (tham chiéu
Biéu db 4.4).

Biéu do 4.4
So sanh chién lwoc HD hanh vi ngén ngir phan nan cua nguoi Viét Nam va nguoi

M trong cdc boi canh quyén lwc xd hoi
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Ghi chu. VN: nguoi Viét Nam. US: nguoi My

Trong bbi canh nay, nguoi Viét Nam uu tién hang dau CL R3: Pong y thay
d6i hanh vi (65,0%) va R1: Thira nhdn trach nhiém (43,0%). Nguoi My ciing cho
théy mot xu hudng twong tu khi lwa chon RI: Thira nhdn trach nhiém lam CL
chu dao véi ty 18 rat cao (74,0%), theo sau 1a CL R6: Dé nghi gidi phdp thay thé
(52,0%).

Vi du, trong tinh hudng s6 8, HD lai 15i phan nan cta ba me (P-) vi lam 6n,
ca nguoi Viét Nam va ngudi My déu str dung cac CL R1: Thira nhdn trach nhiém
Va R3: Pong y thay déi hanh Vi

Ngudi Viét: Da con xin 16 con sé nhé tiéng lai. VN13_S8

Ngudi My: Sorry | will lower the volume. (Xin [6i, con sé vin nhé am thanh
lai) US19_S8

Diém twong dong rd rang nhat trong hai vi du 1a ca hai ngudi noi déu sir
dung mot ciu trac HD gdém hai CL vo clng hiéu qua. Ca hai déu bat dau bang
CL dua ra mot 10i xin 16 ngén gon, truc tiép dé thira nhan hanh vi gay ra su kho
chiu va sau d6 dua ra mot 101 htra hen vé hanh dong s& thuc hién trong tuong lai
dé khic phuc van dé& (VN13_S8: ...con sé nhé tiéng lai.; US19 S8 ...I will lower
the volume.) Sy twong ddng gitra hai vi du nay cho thay, khi d6i mat v6i mot 10i
phan nan tir ngudi co quyén luc cao hon trong mot mdi quan hé than thiét, ca
ngudi Viét Nam va ngudi My déu c6 xu hudng sir dung CL xin 161 va cam két
sura doi.
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Tuy nhién, khi twong tdc v61 nguoi ngang hang (P=), cd nguoi Viét Nam
va ngudi My déu thay d6i CL HD HVNNPN, gia tang st dung CL R2: Bao chita
nham bao vé thé dién cua ban than. Khi so sanh ty 1€ phﬁn tram st dung CL R2:
Bdo chita trong cac bdi canh khoang cach xa hoi thi dbi voi nguoi Viét Nam, CL
R2: Bdo chita dugc st dung nhiéu nhit trong bdi canh P= (ty 1& phan
traim=44,0%) trong khi d6 & bdi canh P- thi c6 ty 16 phan trim sir dung rat thip
(ty 1& phan traim =5,0%). Twong ty nhu vy, ngudi My ciing ting cudng sir dung
CL R2: Bao chira trong bbi canh P= voi ty 16 ting manh, tir 3,0% (trong bdi canh
P-) 1én dén 31,0%. Ngoai ra, su twong dong ndy duoc xac nhin qua gia tri
Cramer’s V cao cua CL R2: Bao chita & ca nguoi Viét Nam (V = 0,368) va nguoi
My (V = 0,307). Piéu nay ching t6 rang quyén luc xa hoi chi phdi manh mé nhu
cau bao vé thé dién ca nhan cua nguoi HD.

Khi & vi thé quyén luc cao hon ngudi phan nan (P+), ca nguoi Viét Nam va
ngudi My déu c¢6 xu hudng giam st dung CL R1: Thira nhdn trach nhiém va tang
cudng st dung CL R4: Bién minh. Trong bdi canh P+, ty 18 st dung CL R1: Thira
nhan trach nhiém cua nguoi Viét Nam giam xuéng muc thép nhét con 22,0% va
dong thoi, CL R4: Bién minh tang 1én 14,0%. Dbi véi ngudi My, ty 1¢ cua CL
R1: Thira nhdn trach nhiém cling giam xudng muc thap nhat 38,0%. Cung luc
do, CL R4: Bién minh tang vot lén 17,0%.

Tom lai, két qua phén tich ddi chiéu cho thiy su twong dong vé vai trd chi
phéi ctia quyén luc x3 hoi ddi voi CL R2: Bdo chita. Ngoai ra, sy tuong dong
nay con duoc xac nhan qua xu hudng ca hai nhom déu vu tién cac CL hoa giai o
bbi canh P- va P+,

4.5.4 Sy khac biét vé mdi lién hé ciia bién t6 quyén lwe xa hdi véi viée lwa
chon chién lugc hoi dap hanh vi ngén ngir phan nan giira ngwoi Viét Nam
va nguoi My

Trong bdi canh HD HVNNPN cua ngudi ¢6 quyén luc cao hon (P-), mic
di ca ngudi Viét Nam va nguoi My déu c¢6 xu hudng lwa chon cac CL HP c6
tinh chat duy tri sw hoa hop trong mbi quan hé 1am chii dao nhung sy wu tién lya
chon cac CL HD cu thé lai khac nhau. Khi & vi thé thap hon, ngudi Viét Nam wu
tién CL R3: Pong y thay doi hanh vi, thé hién sy tuan thi va sin 1ong stra doi ban
than dé duy tri sy hai hoa. Ngudi My lai chon CL R1: Thira nhdn trdach nhiém ty
1€ ap dao, thé hién su thrflng than va trach nhiém ca nhan.

Khi tuong tac voi ngudi ngang hang (P=), khi &p luc tir thir bac khong con,
nguoi Viét Nam dich chuyén sang viéc bao v¢ thé dién va wu tién su dung CL
R2: Bdo chira. Trong bdi canh nay, ddi v6i nguoi My, CL nén tang van 1a CL
R1: Thira nhdn trach nhiém, duy tri st dung & murc rat cao 1a 66,0%.
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Viéc lua chon cac CL HP ciia ngudi Viét Nam va ngudi My khi & vi thé
quyén luc cao hon (P+) ciing ¢ su khac biét dang chu y. Nguoi Viét Nam van
duy tri stt dung CL R3: Pong ¥ thay doi hanh vi mot cach thudong xuyén, phd
bién (48,0%) nhung dong thoi cling gia ting sir dung cac CL mang tinh thach
thicc nhu R4: Bién minh (14,0%) va R10: Khong thira nhdn hanh vi dang trach
(11,0%). Nguoc lai, ngudi My khi phan hoi voi nguoi dudi quyén thi o xu hudng
chuyén sang giai quyét vin dé biang cach wu tién chon CL R6: Pé nghi gidi phdp
thay thé va CL nay tro thanh CL duo phd bién nhat (48,0%).

Phén tich phong van hoi tudng cling cho thiy sy khac biét vé sy anh hudng
cua quyén luc x4 hoi dén viéc chon lyva CL HD HVNNPN cua nguoi Viét Nam
va nguodi My. Nguoi Viét Nam thé hién su ton trong 1 rét vdi cap trén va nguoi
16n tudi trong viéc HP phan nan. Diéu nay khang dinh khia canh ton ti trat tw va
t6n trong ngudi 16n 13 rat quan trong trong x4 hoi Viét Nam (Tran Ngoc Thém,
1996, 1999). Con cai va hoc tro thuong im lang hodc giai thich mt cach nhun
nhuong, khong dam ci lai cha me hodc thay ¢ du c6 thé khong dong ¥ vi hanh
vi d6 bi xem 1a thiéu t6n trong. Cu thé, VN_102 cho biét khi giang vién phan nan
vé viéc di tré thi thi “xin I6i thdy ¢6” va “hita em sé co gang di sém hon”. VN_102
nhan manh sé& “khong cdi lai” Vi “gido vién ma nén la minh la hoc sinh nén la sé
co mot sy ton trong”. Trong moi truong lam viéc thi theo VN_106, quyén luc co
vai tro tuyét d6i vi “Chu ndi la phai nghe. Con gan nhuw khéng nghe truong hop
linh cdi lai chii hét tron. Khi né cdi la cdi xong réi la mai nghi d6.”

Nguoc lai, ngudi My ton trong quyén luc mot cach chuyén nghiép, san sang
chap nhan phan hi tir cap trén va stra d6i hanh vi. (“If a boss complained to me
about my work, I'd be very quick to fix it. / Néu sép phan nan vé céng viéc ciia
101, toi sé nhanh chong sira ngay. US_103.)

Véi cap dudi, ho khuyén khich sy céi mé va chit dong chap nhén trach
nhiém dé xay dung mdi quan hé va thuc day su phat trién. US_106 mo ta céch
HD phan nan tir cap dudi. Trude tién, ho s& ...being very respectful and very
gentle to the situation because you know, | guess, accepting responsibility.”
(...rdt toén trong va rdt nhe nhang véi tinh huong vi ban biét ddy, téi nghi, chdp
nhdn trach nhiém.)

va “...encourage to say something out loud to let me know something is
wrong.” (...khuyén khich néi ra dé cho téi biét sai cdi gi)

4.6 Tiéu két chwong 1V

Chuong IV d3 thuc hién mot phan tich va ddi chiéu vé mdi lién hé giira cac
bién t x4 hoi, cu thé 1a khoang cach xa hoi va quyén luc xa hoi, va viéc lya chon
céc CL thyc hién va HD HVNNPN cua nguoi Viét Nam va ngudi My. Bang cach
két hop dir liéu dinh lwong va dinh tinh, chuong nay da trinh bay nhitng phat hién
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vé nhitng xu hudng rd rang trong viéc thyc hién va HD HVNNPN cua ca nguoi
Viét Nam va ngudi My, dong thoi chi ra nhitng diém twong dong mang tinh phd
bién va nhitng khac biét mang tinh dic trung cta nguoi Viét Nam va nguodi My.

Két qua phan tich cho thiy hai bién t6 khoang cach xa hoi va quyén luc xa
hoi c6 anh hudng mang tinh dic trung van hoa dén viéc lya chon CL thuc hién
va HD HVNNPN cta ca nguoi Viét Nam va nguoi My.

V& su twong dong, két qua nghién ctru di xac nhan ring CL C10: Pura ra
loi yéu cdu 1a mot lya chon wu tién va hiéu qua d6i v6i ca ngudi Viét Nam va
ngudi My, dic biét trong cac bdi canh giao tiép co su chénh léch vé quyén luc
xa hoi hoac voi khoang cach xa hdi 1on. Su Iyra chon CL nay cua ca hai nhém véi
muc dich duy tri sy hoa hop va huéng dén giai phap. Bén canh dé, ca nguoi Viét
Nam va nguoi My déu diéu chinh CL khi thyc hién va HD HVNNPN mot cach
co hé théng dua trén vi thé quyén lyc va mtrc do than quen.

Vé cac khéc biét, ngudi Viét Nam wu tién sy hoa hop trong cdc mbi quan
hé xa hoi. Khi thuc hién HYNNPN, Nguoi Viét Nam thé hién 13, c6 xu huodng
tranh d6i dau truc tiép trong cac mébi quan hé than mat (D-) va st dung cac CL
gian tiép khi ¢ vi thé c6 quyén luc x3 hoi thap (P-).

Khi HD HVNNPN, nguoi Viét Nam thé hién sy wu tién doi véi CL R3:
Pong y thay doi hanh vi (49,7%) va CL R1: Thira nhdn trach nhiém (33,0%). Xu
hudng nay phan anh mot dinh huéng mudn 1am diu tinh hinh théng qua viéc khic
phuc 13i va chap nhan trach nhiém dé bao vé thé dién. Piéu nay phu hop voi dic
trung cia mot nén van hoa tap thé va c6 khoang cach quyén luc 16n (Hofstede va
cong su, 2010).

Nguoc lai, ngudi My ¢6 xu hudng tap trung vao giai quyét vin dé va bao
vé thé dién ca nhan bing viéc thuong xuyén st dung cac CL C6: Bugc toi truc
tiép va C10: Pua ra 1oi yéu cau. Trong HD HVNNPN cua ngudi My, cac CL
R1: Thira nhdn trach nhiém va R6: Dé nghi gidi phdp thay thé 1a cac CL phd bién
nhat trong cac bdi canh giao tiép, cho thiy su truc tiép va chan thanh trong viéc
thira nhan 16i va mot dinh hudéng vao cac giai phap giai quyét van dé.
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KET LUAN VA PE XUAT

1. Dan nhap

Chuong nay tom tat cac phat hién chinh ctia luan 4n vé cac CL thuc hién va
HD HVNNPN ctia ngudi Viét Nam va nguoi My, ciing nhu vai tro cia hai bién
t6 khoang cach xa hoi va quyén luc xa hoi trong viéc Iyra chon cac CL nay. Pong
thoi, chuong nay trinh bay nhitng dong gop vé mit 1y thuyét va phuong phap
luan ciia nghién ciru, cing véi nhitng ham y thyc tién quan trong. Cudi cing,
chuong nay dé cap dén cac han ché ciia nghién ctru va nhitng dé xuat cho cac
nghién ctru trong tuong lai.

2. Tém tat két qua nghién ctru

a. Cac chién lwoc thwe hién va hoi ddp hanh vi ngén ngiv phan nan ciia
ngwoi Viét Nam va nguoi My:

- Chién lwgc thwc hign hanh vi ngén ngiv phan nan

Sw twong dong: Ca ngudi Viét Nam va ngudi My déu wu tién str dung CL
C10: Pua ra 16i yéu cau nhu 13 lya chon hang dau khi phan nan. Piéu nay cho
thdy khi thyc hién hanh vi phan nan, ca nguoi Viét Nam va ngudi My khong chi
13 bay to su khong hai 1ong ma con 13 tim kiém giai phap khic phuc. Dong thoi,
ca hai nhom déu c6 xu hudng né tranh cac CL mang tinh cong kich truc tiép vao
c4 nhan hodc de doa thé dién nghiém trong, vi du nhu CL C9: Trach méng tuwong
minh vé con ngwoi, C8: Trach mdng twong minh vé hanh vi, va C4: Dién ta hdu
qua xau. Két qua nay cho thdy xu hudng giam thiéu mdi de doa thé dién trong
giao tiép 1a mot xu hudng pho bién giita nhitng ngudi tham gia nghién ciru.

Sw khac biét: Tuy nhién, su khac biét thé hién rd qua sy khac nhau c6 y
nghia thong ké vé tan suat sir dung ctia cac chién luge CL CI0: Pua ra loi yéu
cau Va C6: Budc t9i truc tiép. Nguoi Viét Nam co xu hudng sir dung CL C10:
Pua ra 167 yéu cdu véi tan suat cao hon dang ké so v6i nguoi My. Nguoc lai,
nguoi My thuong xuyén su dung CL C6. Budc toi truc tié'p, nhiéu hon nguoi SO
v6i nguoi Vit Nam. Sy khac biét nay cho thay ngudi My c6 xu huéng dé cao
tinh tryc tiép va thang than trong viéc xac dinh 18i va trach nhiém. Diéu nay co
thé lién quan dén dic trung cta van hoa ngit canh thap.

T6 hop chién hrge: Ca hai nhom déu c6 xu hudng két hop nhiéu CL khi
phan nan. Nguoi Viét Nam thuong két hop CL C10 véi cac CL gian tiép, it de
doa thé dién (nhu C3: Bay 16 su khé chiu) dé duy tri hoa khi. Trong khi d6, ngudi
M5 wu tién két hop CL C10 véi cac CL tryc tiép (nhu C6: Budc t4i triee tiép)
nhim dat dugc giai phap hiéu qua.

- Chién lwoc héi dip hanh vi ngén ngit phan nan

Sw twong dong: Ca ngudi Viét Nam va ngudi My déu c6 xu hudng uu tién
cac CL HD mang tinh hoa giai, chip nhan trach nhiém va dinh hudng giai phap,
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vi du nhw CL RI: Thira nhdn trach nhiém, R2: Bao chita, R3: Pong y thay doi
hanh vi va R6: Dé nghi gidi phdp thay thé. Ngugc lai, cac CL mang tinh d6i dau
hogc thudc loai tir choi hoan toan nhu R11: Tir chéi tranh ludn va R12: Chéi bo
trdch nhiém hau nhu khong dugc stir dung.

Sw khac bi€t: Tuy nhién cling c6 su khac biét gitta nguoi Viét Nam va
ngudi My trong viée st dung CL HD HVNNPN. Sur khac biét ¢6 y nghia thong
ké duoc thé hién rd qua sy uu tién mat s6 CL. Nguoi Viét Nam uu tién CL R3:
DPong y thay doi hanh vi. Ngudi My lai wu tién CL R1: Thira nhédn trach nhiém
VA R6: Dé nghi gidi phdp thay thé. Sy khac biét c¢6 ¥ nghia thong ké nay co thé
cho biét rang ngudi Viét Nam mong mudn thay d6i hanh vi, cam két khac phuc
sai Jam nham duy tri sy hoa hgp. Nguoc lai, ngudi My ¢6 xu huéng chu trong sy
thang than trong viéc thira nhan trach nhiém ca nhan va dinh hudng giai quyét
van de.

T6 hop chién lwge: Khi HD HVNNPN, ca hai nhém déu c6 xu hudng két
hop nhiéu CL. Ngudi Viét Nam thuong két hop cac CL dé thé hién sy chan thanh
va trach nhiém. Trong khi d6, ngudi My ciing dung két hop cac CL thé hién cach
tiép can truc tiép, hop tac va xay dung.

b. Vai tro ciia cdc bién té khodng cdch xi hi va quyén lwe xi hoi trong
viéc lwa chon chién lwgc thue hién va héi ddp hanh vi ngén ngit phan nan ciia
nguwoi Viét Nam va nguoi My:

Két qua kiém dinh Chi-binh phuong va Kiém dinh chinh x4c Fisher da cho
thdy rang ca khoang cach xa hoi va quyén luc x3 hoi déu co6 mdi lién hé co y
nghia théng ké va anh hudng dang ké dén viéc lua chon CL thuc hién va HP
HVNNPN cua ca nguoi Viét Nam va nguoi My.

- Méi lién hé véi khodng cdch xa hoi

Sw twong dong: Khi thyc hién HVNNPN, ca hai nhém déu chon CL huéng
dén giai phap (CL C10: Puwa ra loi yéu cdu) trong moi bdi canh khoang cach x4
hoi. Pidu nay cing c¢b su phd bién ciia CL hudng dén giai phap. Khi khoang cach
xa hoi véi ngudi bi phan nan 16n dan thi ca nguoi Viét Nam va nguoi My déu co
xu huéng gia tang sir dung cac CL mang tinh d6i dau tryc tiép hon.

Khi HD HVNNPN, c4 hai nhém déu st dung CL R2: Bdo chita thudng
xuyén hon khi khoang cach xa hoi ting 1én, giup bao vé thé dién khi giao tiép
v6i nguoi la.

Sw khac biét: Trong céac mbi quan hé than mat (D-), ngudi Viét Nam van
stt dung CL C11: Pura ra 16i de doa & mirc 46 nhét dinh, trong khi nguoi My hau
nhu khong sir dung. Nguoi Viét Nam van vu tién CL C3: Bay 16 su khé chiu khi
D+. Trong khi d6, ngudi My tap trung vao CL C6: Budc téi truec tiép khi D+.

- Méi lién hé véi quyén lwe xa hoi
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Sw twong ddng: Ca ngudi Viét Nam va ngudi My déu st dung CL C10:
Pua ra 10i yéu cau nhu mdt CL cha dao khi phan nan, dic biét khi c¢6 sy chénh
léch quyén lyc (P- va P+), nhim dé tranh d6i dau va tip trung vao giai phap.
Déng thoi, ca hai nhom déu né tranh su dung CL tryuc tiép tan cong truc dién vao
ca nhan, vi du nhu C9: Trdch mdng twong minh vé con nguoi.

Khi quyén luc ciia ngudi néi ting 1én (P+), ca hai nhom déu gia ting sir
dung CL C6: Budc tdi truee tiép. Didu nay cho thdy ngudi c6 quyén luc cao hon
c6 thé cam thiy thoai mai hon khi quy két trach nhiém.

Trong HD HVNNPN, khi ddi mat vai nguoi co quyén luc cao hon (P-), ca
hai nhom déu wu tién cac CL hoa giai va hop tac.

Sw khac biét: Tuy nhién, khi c6 quyén lyc thap hon (P-), ngudi Viét Nam
6 xu huéng dung CL C5: Budc t4i gidn tiép nhiéu nhat trong ba bdi canh quyén
luc nhim dé tranh mat thé dién. Nguoc lai, nguoi My hau nhu khong stir dung
CL gian tiép nay, c6 thé do dic trung van hoa dé cao tinh truc tiép trong giao
tiép.

3. Dong gop cia ludn an

a. Péng gop vé mat Iy thuyét

Luan 4n nay da c6 nhitng dong gop lam phong phu thém kién thirc vé ngi
dung hoc x3 hoi. Cuy thé, luan 4n da kiém chiig va bd sung cho cac phat hién
cho céac nghién ctru trude day, 1am phong phu thém kién thirc vé CL thyc hién va
HD HVNNPN cua nguoi Viét Nam va nguoit My. Mot dong gép madi cia luan
an 1a di xac dinh va dinh luong cac to hop CL pho bién. Trong khi ca hai nhom
déu uu tién chién luoc giai phap C10: Puwa ra loi yéu cau nhung cach két hop
cua nguoi Viét Nam va nguoi My lai hoan toan khac biét. Nguoi Viét Nam uvu
tién két hop CL C10 voi CL C3: Bay t6 sw khé chiu, cho thiy xu hudng bay t6
cam xuc ca nhan va dat giai phap. Nguoc lai, ngudi My wu tién két hop C10 véi
CL C6: Bugc téi truc tiép, thé hién mot cach tiép can truc tiép, quy két trach
nhiém 13 rang dé dat giai phap. Lu4n an cling gop phan 1ap diy khoang tréng
nghién ctiru vé HD HVNNPN, vén chua dugc nghién ctru sau rong trong cic cong
trinh nghién ctru trudce day.

Luan an gop phan gop phan 1y giai su phirc tap trong viéc lwa chon CL cia
ngudi Viét Nam khi c6 vé mau thudn giita quan diém hoa hop va viée sir dung
cac CL trong bdi canh quyén lyc va khoang cach xa hoi 16n. Cac cong trinh vé
van hoa Viét Nam (Tran Ngoc Thém, 1999) thuong nhan manh nguyén tic “di
hoa vi quy” ctia nguoi Viét Nam. Trong khi d6, cac nghién ctru vé HVNNPN &
Viét Nam lai ghi nhan ngudi Viét Nam stir dung cac chién lugce truc tiép khi & vi
thé quyén lyc cao. Vi két qua phan tich thong ké va phén tich dinh tinh, ludn an
da tong hop va 1y giai dugc nghich 1y nay.

157



b. Pong gdp vé mit phwong phdp ludn

Vi thiét ké nghién ctru hdn hop, luan an d3 két hop phan tich dinh luong
va dinh tinh nhdm dat dugc tam gidc dac va cung cip 1y giai da chiéu hon vé
nhan thac va ly do dr:ing sau cua viéc lua chon CL thuc hién va HD HVNNPN
ctia ngudi tham gia nghién ctu. Pong thoi, ludn 4n ciing mo rong ddi twong va
pham vi nghién ctru, khong chi gidi han ¢ CL thuc hién HYNNPN don 1¢ ma con
bao gébm ca CL HD HVNNPN trong cung mot nghién ctru. Ludn an duogc thuc
hién theo hudng ddi chiéu nham tim ra su tuong déng va khac biét trong viéc lya
chon CL giita nguoi Viét Nam va nguoi My voi cach tiép can theo ngit dung hoc
x4 hoi.

Bén canh d6, cong cu thu thap dit liéu (DCT) dugc mo rong va bod sung
thém céc tinh hubng giao tiép dic trung trén khong gian mang Internet. Qua do,
ludn 4n dam bao tinh cap nhat va phu hop véi thuc té giao tiép phong phu, da
dang trong ky nguyén s6 hién nay.

4. Ham y thue tién

CAc phat hién ctia ludn 4n ndy mang lai nhitng ham ¥ thuc tién quan trong,
c¢6 thé duoc tmg dung trong cac linh vuc giang day ngdn ngit va bién soan tai
liu.

a. Doi véi viéc giang day ngén ngiv va va phdt trién ning lwe ngir dung

Mot trong nhitng ham ¥y quan trong cta luin an 14 su can thiét dé tich hop
viéc phat trién nang luc nglr dung, dac bi¢t 1a nglr dung xa hoi, trong céac 16p hoc
ngdn ngi, bén canh viéc giang day nang luc ngdn ngit. Vi kién thic vé ngir
dung xa hoi dugc trang bi, nguoi hoc s€ co thé diéu chinh céc thong di¢p ngon
ngir va phi ngén ngit dé phu hop v6i ngit canh van hoa (Neuliep, 2015).

Két qua nghién ctru di chi ra nhitng khac biét vé viéc Iyra chon CL khi thuc
hién va HD HVNNPN giita nguoi Viét Nam va nguoi My. Do d6, nhiing phat
hién nay c6 thé dugc str dung dé trang bi cho ngudi hoc nhan thirc va ki niang vé
phép lich su va cach tng xir ciia cac nén vin hoa Viét Nam va My. Tir d6, nguoi
hoc ¢6 thé van dung dé dién giai cac hanh vi giao tiép mot cach chinh xac hon,
giam thiéu xung dot van hoéa, tranh hiéu 1am va that bai trong giao tiép, dac biét
1a giao tiép gitta nguoi Viét Nam va M. Vi du, nguoi Viét Nam can hiéu rang
su truc tiép ctia ngudi My khong phai lac nao ciing 13 bat lich s, va ngudi My
can nhan ra sy té nhi, gian tiép ctia ngudi Viét nham duy tri hoa khi.

b. Doi vi vige bién soan tai ligu giing day

Luan 4n cung cap co s¢ khoa hoc dé cac nha bién soan tai lidu giang day bo
sung cac bai hoc vé cach lua chon CL phu hop khi thyc hi¢n va HD HVNNPN
va cach diéu chinh CL theo ting bdi canh cu thé, lién quan dén quyén luc va méi
quan h¢ cua nguoi nghe.
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Céc hoat dong giang day can dugc thiét ké da dang, tich hop thém quan
diém vé vin héa Viét — My. Cac vi du va bai tap can phan anh dang dic trung
van hoa cta ngudi Viét Nam va ngudi My, giup ngudi hoc phat trién su nhay
cam vin hoa trong giao tiép.

5. Han ché ciia nghién ciru

Mic du di dat duoc nhirng két qua quan trong va c6 nhitng déng goép nhit
dinh, nghién ctru ndy van con ton tai mot sé han ché can dugc ghi nhan va lam
co s& dé xuét cho cac cong trinh nghién ctru trong tuwong lai.

Vé dir liéu nghién ctru, mac du luan an st dung DCT két hop v6i voi phong
van hoi tuong dé ting do tin cay cho dir liéu thu thap duoc, do da bd sung nhiing
thong tin lién quan dén y dinh ctia nguoi tham thoai va cac yéu té van hoa thong
qua phong van hoi tuong nhung dit liéu thu thap dugc tir DCT véin chua phan
anh dy du tinh tu nhién va sy tuong tic giita nhitng ngudi tham gia giao tiép
trong doi séng thuc té. Bén canh d6, do s6 lugng ngudi tham gia nghién ciru con
han ché nén dir liéu vé mot sé CL chua dugc ghi nhan, din dén viéc khai quat
hoa két qua nghién ctru ciing bi han ché. Mot han ché khac 1a cac yéu té phi ngon
ngir va can ngdn ngir khong thé thu thap duoc thong qua DCT dang viét nhu
trong luan &n. Vi thé, phan tich da phuong thirc khong thé ap dung trong luan 4n.

Vé pham vi nghién ctru, luan an tap trung phan tich hai bién t6: khoang cach
x4 hoi va quyén luc x4 hoi nhung chwa phén tich tic dong cia cac bién t6 khac.
Cu thé, bién t6 mutrc do ap dat (R), mot trong ba yéu t6 cdn ban c6 anh huong dén
viéc lya chon CL theo Brown va Levinson (1987), chua thiét ké va kiém soat
trong DCT, dan dén viéc khong co dit liéu phan tich vé su anh hudéng cia bién t6
nay. Ngoai ra, luan an chwa kham pha cic bién t6 xa hoi trong mbi quan hé ning
dong, co su twong tac qua lai. Viéc khong phan tich cac bién t6 nay c6 thé 1am
thiéu di mot sé goc nhin quan trong vé sy da dang trong hanh vi giao tiép. Cudi
cung, dé dam bao tinh kha thi va chiéu siu cua nghién ctu dbi chiéu, luan an da
gidi han pham vi bang cach xac dinh va phan tich cac CL thuc hién va HD
HVNNPN mot céch riéng biét, chua phan anh dugc tinh chat 1a mot chudi tuong
tac tuan tuy va ning dong cia HVNNPN va HP nhu mét hanh vi ngit dung trong
thuce té giao tiép.

6. P¢ xuit cho cac nghién ctru twong lai

Duya trén nhitng déng gép va han ché nhu trén, mot sé dé xuat cho céc
nghién ctru twong lai c6 thé ké dén nhu sau:

Céc nghién ctru sau nay can xem xét két hop DCT véi cac phuong phép thu
thap dit liéu ty nhién dé nang cao tinh chan thuc cta ngtr liéu thu thap duoc, déng
thoi thu thap dugc cac thong tin vé cac yéu td can ngdn ngir va phi ngdn ngir,
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phan anh dung va ddy du su tuong tic trong viéc thuc hién va HD HVNNPN
trong giao tiép thuc té.

Céc nghién ctru trong twong lai can nhic 4p dung phan tich da phuong thic
d6i v6i dix liéu c6 cac yéu td can ngdn ngir va phi ngdn ngir, dé tim hiéu cach lua
chon CL thyuc hién va HD HVNNPN mot cach da chiéu va toan dién hon.

Céc cong trinh trong tuong lai can nghién ctru, phan tich cac CL thuc hién
va HD HVNNPN trong mot chudi twong tac cia HVNNPN nhu mot cip ké can
va 1am 13 cach cac CL duoc san sinh, thay d6i va diéu chinh trong qua trinh tuong
tac tuln tu.

Céc nghién ctru trong twong lai can mé rong quy mé thu thap dit liéu du 16n
dé co thé thuc hién duge day du cac phuong phap phan tich thong ké dé dam bao
tinh dai di¢n va kha nang khai quat hoa.

Céc nghién ctru trong tuong lai c6 thé mo rong khao sat cac bién té xa hoi
khac, bao gdm mirc d6 ap dat (R), gidi tinh, do tudi, trinh d6 hoc véan, hoic nghé
nghiép ctia khach thé nghién ciru nham cung cdp mot cai nhin da chiéu hon vé
su phtc tap trong giao tiép. Cac nghién ctru trong twong lai ¢ thé xem xét mbi
tuong tac ning dong cua cac bién td nay dén viéc lua chon cac CL thuc hién va
HD HVNNPN.

Luan an nay di dat duoc cac muc tiéu nghién ctru dé ra thong qua viéc phan
tich va ddi chiéu céc CL thyc hién va HD HVNNPN giita ngudi Viét Nam va
ngudi My. Pong thoi luan an di 1am rd vai tro phic tap cia cac bién t6 khoang
cach xa hoi va quyén lyc x3 hoi trong viée lya chon cac CL ndy. Nhimg dong
g6p vé mat 1y thuyét, phuong phéap luan va ham ¥ thuc tién tir nghién ctru nay sé
1a nén tang cho viéc nang cao ning luc giao tiép va thuc day su hiéu biét giira
ngudi Viét Nam va ngudi My trong bdi canh toan cau hoa hién nay.
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PHU LUC
Phu luc A: Phan bd cac bién t6 khoang cach va quyén lwe xa hdi trong 12

tinh hudng trong DCT

TINH HUONG KHOANG QUYEN CHU DE
CACH XA LUC XA

HOI HOI

Thyc hién hanh vi ngén ngir phan nan
1. Ban bé tuong tac véi ban D nho P= Vé viéc dang tin
bé (D-) (S=H) khdng chinh xéac

trén mang xa hoi

2. Cha me tuong tac véi D nho P+ Vé viéc gy on a0
con céi trong nha (D-) (S>H) trong nha

3. Sinh vién tuong tic voi D trung binh P- Vé viée diém sb
giang vién (D=) (S<H) bai kiém tra khong

nhu ky vong

4. Nhan vién tuong tac véi D trung binh P- V& viéc cham tra
cAp trén (D=) (S<H) 161 email cong viéc

5. Khach hang tuong tic D 16n P+ V& chét luong
v&i nguoi ban hang (D+) (S>H) hang hoa

6. Nguoi la tuong tac véi D 16n P= Vé viéc bat can
nguoi la (D+) (S=H) noi cong cong

Hbi dap hanh vi ngén ngir phan nan
7. Ban be tuong tac véi ban D nho P= Vé viée dang tin
bé (D-) (S=H) khong chinh xac

trén mang xa hoi
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10.

11.

12.

Con céi tuong tac voi
cha me
Giang vién tuong tac voi

sinh vién

Cép trén tuong tac voi
cap dudi

Nguoi ban hang tuong
tdc voi ngudi mua hang
Nguoi la twong tac véi

nguoi la

D nhd

(D-)

D trung binh

(D=)

D trung binh

(D=)
D 16n
(D+)
D 16n

(D+)

V& viéc gy on a0
trong nha

Vé viéc diém sb
bai kiém tra khong
nhu ky vong

Vé viéc cham tra
161 email cong viéc
Vé chit luong
hang héa

Vé viéc tmg X1t noi

cong cong
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Phu luc B: PHIEU HOAN THANH DIEN NGON
PHIEU HOAN THANH DIEN NGON

(phién ban tiéng Viét)
PHAN 1: GIOI THIEU VA THONG TIN CA NHAN

e Xin chao cac anh chi. Téi xin gi6i thiéu t6i tén 1a Ly Hong Thai, giang vién
Truong Pai hoc Can Tho, hién tai 1a nghién ctru sinh nganh Ngon ngit hoc so
sanh ddi chiéu cua Truong Pai hoc Ngoai ngir, Pai hoc Hué, Viét Nam.

e Toi dang thyc hién luan 4n nghién ctru ddi chiéu vé chién luge thyc hién va
HD hanh vi ngbén nglr phan nan cua nguoi Viét Nam va ngudi My. Bang cau
hoi ndy dung dé thu thap mot phan dir lidu cho nghién ciru cua toi.

e Kinh moi cac anh chi tham gia khdo sat, tra 161 bang cau hoi nay. Viéc tham
gia nghién ctru nay 1a hoan toan mang tinh tw nguyén. Anh chi c6 quyén dimng
tham gia khao sat bat cir lac ndo ma khong can néu 1y do va khong phai chiu
bat ky hau qua nao. Tt ca thong tin ma anh chi tra 10i trong bang cau hoi nay
s€ dugc gilr bi mat va chi dugc sir dung cho muc dich nghién ctru.

e Trudc khi tiép tuc, vui long xac nhan rﬁng anh chi d3 hiéu rd muc dich nghién
ctru va dong ¥ tham gia khao sat.

0 dong ¥ tu nguyén tham gia vao nghién ciru nay
0 khong tham gia va dung tai day

e Toi xin cam on cac anh chi d3 dong ¥ tham gia vao qua trinh thu thap dir liéu
cho nghién clru nay.

e Cac anh chi vui 1ong doc ting tinh huéng dudi ddy va ghi ra cau néi hoic cau
dap lai trong timg tinh huéng ndy mét cach tu nhién nhu cac anh chi da timg
néi / viét hodc ching kién trong cudc séng thuc té. Céc anh chi c6 thé viét tir
“im lang ” néu trong tinh hudng thuc té cudc séng cac anh chi s& khong noi
hay don gian la chi im lang.

THONG TIN CA NHAN
1. G161 tinh cta anh/chi:
0 Nam o Nir 0 Khong mudn néu cu thé
2. Do tudi cuia anh/ chi:
0 18-22 0 23-30 031-45 0 46-60 o trén 60 0 Khong mudn
néu cu thé
3. Nghé nghiép chinh cta anh/chi: ...........................
4, Tiéng medécuaanh/chi:......................l.
5. Tuy chon: o0 T6i dong ¥ tham gia phong van. Email lién hé: ............

P11



PHAN 2: CAC TINH HUONG

1. Cac tinh hudng thiee hién hanh vi ngdn ngir phan nan

Tinh hm"ing 1: Ban dang luét Facebook va doc dugc mdt chia sé cua mot ngudi
ban than trén Facebook nhung day 1a 1 tin gia, c6 anh hudng x4u dén ban va nhiing
nguoi ban cua minh. Ban cdm théy khoé chiu nén binh luan dudi bai dang cua ban
ay:

Tinh hudng 2: Ban dang 1am viéc trén may tinh & nha. Ban can yén tinh dé tap
trung lam viéc nhung con ban dang xem video clips trén Youtube trén dién thoai
rat on do0. Ban khong thé tap trung va cam thay rat byc minh. Ban noi véi con ciia
ban:

Tinh hudng 3: Khi gido vién phat bai kiém tra giita ky mon viét luan tiéng Anh,
ban cam thdy khong hai long v6i két qua bai kiém tra vi diém bai kiém tra qua
thép so v&i nd luc cua ban va ban da 6n bai can than va lam bai rat tot. Vi thé, cudi
gid hoc, ban dén gip gido vién trinh bay ¥ kién va hoi rd hon vé tiéu chi chim
diém. Ban noi:

Tinh huong 4: Ban da g1 email xin y kién cta cap trén dé giai quyét 1 van dé
ma&i phat sinh can giai quyét gap nhung s€p cua ban chua tra 101 ban mdc du ban
da nhi€u lan nhac nhé. Trong email 1an nay, ban viét:

Tinh hudng 5: Ban dit mua 1 mén hang trén 1 trang thuong mai dién tir nhung
khi ban nhan dugc hang thi ban nhan thdy mén hang khong giéng nhu mo ta va
c6 chat lugng khong cao. Ban lién lac va phan nan véi nguoi ban hang. Ban nhan
tin:

Tinh hudng 6: Ban dang xép hang chd thanh toan tién ¢ siéu thi gan 30 phit.
Khi gén dén luot ban, c6 mot nguoi la trac tudi cta ban cd géng chen vao hang
trudc mat ban. Ban cam thay rat khong hai long vi ban da phai xép hang cho doi
tir lau. Ban n6i voi nguoi nay:
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2. Céc tinh huéng HP hanh vi ngén ngir phan nan

Tinh hudng 7: Ban chia sé¢ 1 bai ding trén trang Facebook c4 nhan ctia ban. Mot
ngudi ban than doc dugc chia sé nay va phan nan dudi bai dang cta ban rang ban
chia sé 1 tin gia va co6 thé gdy anh hudng xau dén ban 4y va nhiing ban bé khac.
Ban tra 101 binh luan ctia ban éy:

Tinh hudng 8: Ba/me ban dang lam viéc trén may tinh ¢ nha va lac nay ban dang
xem video clips trén Youtube trén dién thoai. Ba/me ban cam théy rit buc minh
va la riy ban vi cho rang ban gy 6n a0 nén ba ban khong tap trung lam viéc dugc.
Ban tra 101 ba/me ban:

Tinh hudng 9: Sau khi ban phat bai kiém tra giita ky mén viét luan tiéng Anh cho
sinh vién, ¢ 1 sinh vién dén gip ban trinh bay v6i ban rang em ay cam thay khong
hai long vai két qua bai kiém tra vi diém bai kiém tra qua thap so v6i nd luc cia
em vi em 4y da on bai cin than va 1am bai rat tot. Dong thoi em sinh vién hoi ban
vé tiéu chi chdm diém. Ban tra 16i em sinh vién:

Tinh huéng 10: Mot nhan vién cép dudi gui ban mot vai email xin y kién cta ban
vé cach giai quyét 1 vin dé méi phat sinh. Tuy nhién do ban rat ban va chua tra
161 cac email d6. Lan nay, ban nhan dugc 1 email ciia nhan vién nay phan nan vé
viéc ban cham tra 161 email trong khi nhan vién can c6 y kién cta ban gip dé giai
quyét su viéc. Trong email trd 101, ban viét:

Tinh hudng 11: Ban 12 nguoi ban hang trén 1 trang thuong mai dién tir. Ban nhan
dugc 1 tin nhan phan nan tir 1 khach hang vé chat luong hang hoéa khong nhu
mong doi va hang hoa khong gidng v6i mé ta. Ban nhan tin tra 151 khach hang:

Tinh huéng 12: Ban dang & quiy thanh toan tién & siéu thi. Ban c6 viéc gap nén
v tinh chen ngang trudc mit mot ngudi trac tudi dang xép hang. Ngudi dé cam

thdy rat khong hai long va phan nan véi ban rang ho da phai xép hang cho doi tir
lau. Ban tra 10i nguoi ay:

Xin chan thanh cam on Anh/Chi da danh thoi gian hoan thanh khao sat!
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DISCOURSE COMPLETION TEST
(English version)

SECTION 1: INTRODUCTION AND DEMOGRAPHIC INFORMATION

e | would like to introduce myself. I am Ly Hong Thai, a lecturer at Can Tho
University, and currently a PhD student in Contrastive Linguistics at the
University of Foreign Languages and International Studies, Hue University,
Vietnam.

e | am conducting a comparative doctoral study on the complaint and complaint
response strategies employed by native Vietnamese and American speakers.
This questionnaire is designed to collect data for this research.

e You are kindly invited to participate in this survey. Your participation in this
research is entirely voluntary. You have the right to withdraw from the survey
at any time without any reason or consequences. All information you provide
in this questionnaire will be kept confidential and only used for research
purposes.

e Before proceeding, please confirm that you understand the purpose of this
research and agree to participate in the survey.

o I agree to participate in this research.
o I do not participate and stop here.

e | would like to express my sincere gratitude for your willingness to participate
in the data collection procedure for my study.

e Please read each of the following scenarios carefully. Then, write down what
you would naturally say or write in that situation, based on your personal
experience or observation. If you would not say anything or simply remain
silent, you write "Silent".

DEMOGRAPHIC INFORMATION

1. Gender:
0 Male o Female O Prefer not to say
2. Age:
0 18-22 0 23-30 0 31-45 0 46-60 o over 60 o Prefer not to
say
3.Mainjob: ......oooiiiiiiii

4. Mother tongue: ...
5. Optional: o | agree to participate in the interview. Contact e-mail: ............
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SECTION 2: SCENARIOS

1. Scenarios of making a complaint

Scenario 1: While browsing your Facebook feed, you come across a post shared
by a close friend. You realize that it contains false information, which negatively
Impacts you and other friends. You feel upset and comment directly under your
friend's post:

Scenario 2: You are working on your computer at home and need to focus.
However, your child is watching YouTube video clips on their phone loudly.
Being unable to get focused and feeling very annoyed, you scold your child:

Scenario 3: When your teacher returns the midterm English writing exam, you
are dissatisfied with the results because the grade is too low compared to your
effort. You studied carefully and did well on the exam. Therefore, at the end of
class, you approach your teacher to talk about your concerns and ask for
clarification on the grading criteria. You say to your teacher:

Scenario 4: You sent an email requesting your supervisor's guidance on how to
resolve an urgent new matter, but despite your reminders, your supervisor hasn’t
responded to your email. In this email, you write:

Scenario 5: You ordered an item from an e-commerce platform. When receiving
it, you find it doesn't match the description and is of poor quality. You contact the
seller to complain via the platform. You leave a message:

Scenario 6: You have been waiting in the supermarket at the checkout counter for
nearly 30 minutes. As it is almost your turn, a stranger of your age tries to cut the
line in front of you. Feeling frustrated by the long wait, you say to that person:
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2. Scenarios of responding to a complaint

Scenario 7: You share a post on your Facebook page. A close friend reads the
post and complains in the comment that you are sharing false information that
could negatively impact them and other friends. You reply to the comment:

Scenario 8: Your father/mother is working on his/her computer at home, and you
are watching YouTube videos on your phone. Your father/mother is very annoyed
and scolds you for being noisy. You reply to your father/mother:

Scenario 9: After you hand back the midterm English essay writing exam papers
to your students, one of your students comes to you and expresses dissatisfaction
with his/her grade. He/She feels that it is too low compared to his/her effort
because he/she studied hard and did well on the exam. That student also asks you
about the grading criteria. You reply to the student:

Scenario 10: One of your staff members sends you several emails asking for your
guidance on how to resolve a new urgent issue. However, you are very busy and
haven’t answered those emails. This time, you receive an email from that
employee complaining about your slow response because they urgently need your
opinion. In your reply email, you write:

Scenario 11: You are a seller of an e-commerce platform. You receive a message
from a customer complaining about an item's poor quality and inaccurate
description. You reply to the customer:

Scenario 12: You are at the checkout line at the supermarket’s checkout counter.
You are in a hurry, and accidentally cut a line in front of a person of your age.
That person feels unhappy and complains to you about the long wait. You reply
to that person:

Thank you for your time!
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Phu luc C: CAU HOI PHONG VAN HOI TUONG
PHONG VAN HOI TUONG
(Phién ban tiéng Viét)

Xin chao anh / chi. Téi xin giéi thiéu toi tén 1a Ly Hong Thai, nghién ciru
sinh cua truong Pai hoc Ngoai ngit, Pai hoc Hué, Viét Nam. T6i dang thyc hi¢n
luan &n nghién cuu ddi chiéu vé chién luge thuc hién va HP hanh vi ngdn ngir
phan nan cua nguoi Viét Nam va nguoi My.

T6i xin cam on anh/chi dd dong y tham gia phong van nham thu thap dir
lidu cho luan 4n nodi trén. Toi xin cam két cac thong tin dugc thu thap trong cudc
phong van nay s& dugc bao mat va chi dugc str dung cho muc dich nghién ciru
trong pham vi Luén an nay.

Trude khi bat dau cudc phong van, t6i xin thong bao rang cudc phong van
nay s& dugc ghi am/ghi hinh dé phuc vu cho muc dich nghién ctru. Anh/ Chj ¢
quyén tir chdi tham gia hodc dimng cudc phong van bat cir lic nao ma khong phai
chiu bat ky hau qua nao.

I. CAU HOI VE CHIEN LUQC THUC HIEN HANH VI PHAN NAN

1. Cau héi vé phan tra 10i trong cac tinh hudéng phan nan trong phiéu hoan

thanh dién ngén

a. Trong phan tra 1i trong phiéu hoan thanh dién ngén, khi phan nan véi ....... ,
anh/chi noi: “......... . Anh/chi gidi thich tai sao anh/chi n61 nhu vay?

b. “...... ” Pay 14 16i phan nan trong tinh hudng (.....). Anh / chi nghi nhu thé nao
vé cau ndi ndy.

2. Cau héi mé

a. Xin anh/chi vui long nhé lai mot tinh huéng ma anh/chi phai dua ra 101 phan
nan va xin anh/chi mo ta tinh huéng d6 that chi tiét, vi du nhu phan nan véi ai?
Nam hay nit? anh/chi phan nan vé van dé gi, & ddu? Anh/chi di noi cau gi?

b. Anh/chi c6 ¢ ging t6 ra lich su khi anh/chi phan nan khong? Néu c6 thi trong
cac tinh hudng nao? Anh/chi di lam gi dé tranh 1am mat thé dién ngudi bi phan
nan?

c. Murc do than quen trong mdi quan hé gitta anh/chi véi ngudi ma anh/chi phan
nan ¢ anh hudng dén viéc Iya chon chién lugc hay ngén tir khi anh/chi phan
nan hay khong? Anh/chi hay cho vi du.

d. Quyén lyc ciia ngudi ma anh/chi phan nan (cap trén, ban bé ngang hang, cap
duéi...) c6 anh huong nhu thé nao dén cach ma anh/chi phan nan véi ho?

e. Anh/chi c6 két hop nhiéu chién lugc khac nhau khi phan nan dé dat dugc muc
dich giao tiép tot dep hay khong?
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II. CAU HOI VE CHIEN LUQC HOI PAP HANH VI PHAN NAN
1. Cau héi vé phin tra 10 trong cac tinh hudng dap lai 16 phan nan trong

phiéu hoan thanh dién ngén

a.

(5]

Trong phan tra 15i trong phiéu hoan thanh dién ngén, khi HP lai 161 phan nan
VOl ....... , anh/chi no1: “......... . Anh/chi gidi thich tai sao anh/chi n6i nhu

...... ” Pay 14 161 HD 161 phan nan trong tinh hudng (.....). Anh / chi nghi nhu
thé nao vé cau néi nay.

. Cau héi mé

a. Xin anh/chi vui 10ng nhé lai mot tinh huéng ma anh/chi phai HP 15i phan nan

va xin anh/chi moé ta tinh huéng d6 that chi tiét, vi du nhu dap lai 101 phan nan
ctia ai? Nam hay nit? Anh/chi dap lai 101 phan nan vé van dé gi, & dau? Anh/chi
da noi cau gi?

Anh/chi ¢6 ¢ gang to ra lich su khi anh/chi dap lai 151 phan nan khong? Néu
c6 thi anh/chi da lam gi dé tranh lam mat thé dién ngudi phan nan?

Anh/chi ¢ thay d6i cac chién luge lich sy khi HP 16i phan nan do su than
quen véi v6i nguoi phan nan hay khong? Anh/chi hiy ké 1 tinh hudng cu thé.
Quyén lyc ciia ngudi ma dang phan nan anh/chi (cip trén, ban bé ngang hang,
cap dudi...) c6 anh huong nhu thé nao dén cach anh/chi tra dap lai 16i phan
nan cua ho?

Anh/chi ¢6 két hop nhiéu chién luoc khac nhau khi HP 16i phan nan dé dat
duoc muc dich giao tiép tot dep hay khong?
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RETROSPECTIVE INTERVIEWS
(English version)

| am Ly Hong Thai, a PhD student of University of Foreign Languages
and International Studies, Hue University, Vietnam. | am conducting a
comparative study of complaint and complaint-response strategies used by
Vietnamese and American speakers.

Thank you for agreeing to participate in the interview to collect data for
this research. All information will be confidential and used only for research
purposes within this study.

Before the interview begins, I’d like to inform you that this interview will
be recorded (audio/video) for research purposes. You have the right to refuse
participation in or stop the interview at any time without any consequences.

I. Complaining strategies

1. Questions about answers from DCTs

a. In the DCTs, when making complaints to [...], you said “[...]”. Can you
explain why you said that?

b. “...... ” This is a complaint in the situation that (....... ). What do you think

about it?

. Open-ended questions

a. Please recall a situation in which you made a complaint and describe the
situation in detail, for example who did you complain to? Male or female?
What did you complain about and where did the situation take place? What did
you say in that situation?

b. Do you try to be polite when making a complaint? If yes, in which situations?
What did you do to avoid threatening the complainee’s face?

c. Does the level of familiarity in your relationship with the person you
complained to affect your choice of strategies or language for complaining?
Please give some examples?

d. How does the power of the person you are complaining to (your superior, peer,
subordinate...) affect the way you make a complaint to him or her?

e. Do you combine different strategies when making a complaint to achieve
successful communication purposes?

I1. Responding to complaints

1. Questions about answers from DCTs

a. Inthe DCTs, when responding to a complaint from [...], you said “[...]”. Can
you explain why you chose to respond like that?

b. “...... ” This is a response to a complaint in the situation that (....... ). What do
you think about it?

N
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2. Open-ended questions

a.

Please recall a situation in which you responded to a complaint and describe
the situation in detail, for example whose complaint did you respond to? Male
or female? What was the complaint and where did the situation occur? What
did you say in that situation?

Did you try to be polite when you responded to a complaint? If so, what have
you done to avoid threatening the complainer’s face?.

Do you change your politeness strategies for responding to a complaint
because of your familiarity with the person who is complaining to you? Please
give an example.

How does the power of the person complaining to you (your superior, peer,
subordinate...) affect the way you respond to his / her complaint?

Do you combine different strategies when responding to a complaint to
achieve successful communication purposes?
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Phu luc D: THONG TIN NHAN KHAU HQC CUA NGUOI THAM GIA
PHONG VAN

M4 héa Quac tich Gi6itinh | Tudi Nghé nghiép
VN_I01 Viét Nam Nir 18-22 Sinh vién

VN_102 Viét Nam Nam 18-22 Sinh vién

VN_103 Viét Nam Nam 31-45 Nghé nghiép khac
VN_104 Viét Nam Nam 45-60 Nghé nghiép khac
VN_105 Viét Nam Nir 45-60 Gido vién
VN_106 Viét Nam Nir 31-45 Nghé nghiép khac
US_I01 My Nam 31-45 Gidao vién

UsS 102 My Nam 45-60 Gidao vién

UsS_103 My Nir 18-22 Sinh vién

US_104 My Nir 18-22 Sinh vién

US_105 My Nam 45-60 Nghé nghiép khac
US_106 My Nam 31-45 Nghé nghiép khac
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Phu luc E: DU LIEU VA CAU TRUC DU LIEU MA HOA DCT
E.1 Dir liéu ma héa cac CL thwe hién HVNNPN cia ngudi Viét Nam va My

E.3 Céu tric dir liéu mi héa cac CL thue hién va HP HVNNPN

nguoi tham gia.

Tén / Ki hi¢u Dién giai Vi du Mi héa

CaselD M3 dinh danh duy nhat cho mdi phat | VNO1_S1, VNO1_S2,
ngdn/ tra 16i cho mdi tinh huéng (Vd: | ..., US50_S12
ParticipantID_Scenario)

ParticipantID Mi dinh danh duy nhat cho mdi | VNO1, US50

Group Nhoém ngon ngili / van hda cua nguoi | 1 = Nguoi Viét (VN),
tham gia. 2 = Nguoi My (US)
Scenario S6 thu ty tinh hudng trong DCT. 1,2,3,..,12
SpeechAct Type Loai chién luoc (CL thuc hién |1 = CL thuc hién
HVNNPN / Hb HVNNPN) HVNNPN  (Scenario
1-6), 2 = Hb
HVNNPN  (Scenario
7-12)
Distance Mirc 46 Khoang cach xa hoi (D) dy | 1=D-,2=D=,3=D+
dinh cho tinh hudng.
Power Murc 36 Quyén luc xa hoi (P)dudinh | 1 =P-,2=P=,3 =P+
cho tinh hudng.
C1_OptOut Chién lugc: C1 Tir bo phan nan 0=Khéng, 1 =Co
C2_Hint Chién lugc: C2 Néi bong gi6 0 =Khong, 1 =Co
C3_Annoy Chién luoc: C3 Bay to sy kho chiu | 0 = Khdng, 1= C6
C4_llICons Chién lugc: C4 Dién ta hau qua xau | 0= Khéong, 1= C6
C5_IndAcc Chién lugce: C5 Budc toi gian tiép | 0= Khéong, 1 = C6
C6_DirAcc Chién luge: C6 Budc t6i truc tiép 0=Khdng, 1=C6
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C7_ModBlame

Chién luge: C7 Trach mang ngam

0 = Khong, 1 = Co

C8_ExpBIm_Beh

Chién lugc: C8 Trach mang tuong
minh vé hanh vi

0= Khéng, 1 = C6

C9_ExpBIm_Per

Chién lugc: C9 Trach mang tudng
minh v€ con ngudi

0= Khéng, 1 = C6

C10_Request

Chién luoc: C10 Pua ra 16i yéu cau

0 = Khéng, L= C6

C11 Threat

Chién lugc: C11 Pua ra 16i de doa

0=Khong, 1 =Co

R1 _AdmitResp

Chién lugc: R1 Thira nhan trach
nhiém

0 =Khong, 1 =Co

R2_Excuse

Chién luge: R2 Bao chita

0=Khong, 1 =Co

R3_AgreeChange

Chién lugc: R3 Pong y thay doi hanh
Vi

0 =Khoéng, 1 =Co

R4 Justify Chién lugc: R4 Bién minh 0 =Khéng, 1 =Co

R5_NotSerious Chién luwgc: R5 Phan hodi thiéu | 0 = Khong, 1 = C6
nghiém tlc

R6_SuggestAlt Chién luoc: R6 Pé nghi giai phap | 0 = Khong, 1 = C6
thay thé

R7_SetCond Chién luoc: R7 Pit ra cac diéu kién | 0 = Khong, 1 = C6
chap nhan trong twong lai

R8_Deny Chién lugc: R8 Phu nhan 16i phan | 0 = Khéng, 1= C6
nan

R9_Counter Chién lugc: R9 Cong kich nguoc lai | 0= Khéng, 1= C6

R10_NotAck Chién luoc: R10 Khéng thira nhan | 0 = Khdng, 1= C6

hanh vi dang trach

R11_RejectArg

Chién luge: R11 Tir chdi tranh ludn

0 = Khong, 1 = C6

R12_AckNoResp

Chién luge: R12 Chdi bo trach
nhiém (du thtra nhan hanh dong)

0= Khéng, 1 = C6

R13_Disregard

Chién lugc: R13 Khong quan tam toi
161 phan nan (im 1ang)

0=Khoéng, 1 =Co
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Phu luc F: Vi DU CAC PHAT NGON TRONG DU LIEU, MINH HQA CL
THU'C HIEN VA HP HVNNPN CUA NGUOI VIET NAM VA MY

Bang c4c vi du minh hoa cac chién lwge thue hién hanh vi ngén ngir phan

nan
Ma CL Tén CL Nguwoi Viét Nam Nguwoi My
. s | -Khong biét noi gi nira. :
C1 Tur bo phan nan (VN8 S3) Silent. (US19_S4)
~ A A i1 . -Facebook post should be
C2 | Néibonggio | -y song that véilong minh 1 o ciiie ond kind,
nhe. (VNO1_S1) (US02 S1)
— T6i rat :[hét vong vi san pham -I'm not satisfied
N . khong gidong nhu mo ta trén '
Bay t6 su kho - (US29_S3).
. : . (VN12 -
€3 chiu h\;\:yetbci!li éi e cﬂi?ﬁ 14U -How can my results come
v b . - - ?
(VNOG_S6) out like this? (US40_S3)
Didn t4 hiu qua | ~ EM 89 bi tré a. (VNO5_S4) -1 will not be able to
C4 <Au wq — no s€ anh hudng dén moi proceed without your
nguoi (WVN32 S1) assistance. (US30_S4)
_ r ’ 5+ 1 - A )
(Vfl)\lozzoé)f)al la ban viet’ -I'm sorry but there are a
c5 Budc t0i gian " Da sac ' thév hane hinh lot of people who have
tiep nhtri;%?l;ngliér?gy trgrrllinh vay been waiting here for a
shop? (VN44 S5) : very long time. (US49_S6)
— Hang cua ban khong nhu mé | -It is of poor quality and
Bude 161 truc ta, trong nhu la Itra dao vay? not as described.
C6é qén (VN27_S5) (US11_S5)
P — Thong tin nay bia dat. -Hey this information is
(VNO02_S1). wrong. (US45 S1)
— Tui thi khong chip nhan viéc | -Excuse me. I don’t believe
Trach mén chia sé mot tin sai su that nhu this is my correct results.
o7 A & vay. (VN22_S1) (US44_S3).
£ — Ban oi ban c6 thdy minh dung | -1 have been waiting for
day khong? (VN20 S6) your response. (US33_S4)
Trachmang | Ban cin xéb hane chit -This behavior is
C8 | twongminhvé |\ (el p hang chd. unacceptable. (US11_S2)
hanh vi -
Trach méng | — Con nguoi cua ban ludn luén ;/IO?JOT(IJ Sh;gr gzglthlng from
C9 tuong minh vé | khong c6 quy tac nhu nay do -Yo.u owe me an anolo
con ngudi gidy 4? (VN37_S6) (Usa2 S1) potogy.
~ Conménho lai dé chalam |
cro | Puaraloiyeu | yiee onqudcha khong i vite | (05 5p)
cau = Baﬁ vui l(‘)n_g xép hang nhur | would like a refund
moi ngudi. (VNO6_S6) please. (US16_S5)
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Cil1

Pua ra 101 de
doa

— Néu sép khong phan hdi em
xin phép khong giai quyét vin
dé nay nira. (VN17_S4)

— No6i dung sai sy that s€ bi xur
phat. (VN34 S1)

-Also, I will second a copy
to the supervisor.
(US42_S4)

*Ghi cht: Ki hiéu trong dau () 1a Ma dinh danh duy nhat cho mdi phat ngén/ tra 10i cho moi
tinh huéng (Vd: US42_S4: ID nguoi tham gia_S6 tinh hudng).

Bang vi du minh hoa cac chién lwgc hoi dip hanh vi ngon ngir phan nan

'\C/IE TenCL Nguwoi Viét Nam Nguwoi My

R1 | Thira nhan — con xin 15i vi d3 1am 6n. — My fault. (US31_S8)
trach nhiém (VN43_S8) — | apologize. (US42_S8)

— Xin 16i ban vi da khong giao
hang ding san pham a
(VN15_S11)

R2 Bao chira — T6i ¢6 viéc gap nén vo tinh | — I’'m too busy.

khong dé y. (VN34 S12) (US39_S10)
— Minh voi qua. (VN24_S11) | — I’min a hurry.
(US16 S12)

R3 D?)ng y thay — con sé& diéu chinh Am lugng — I’m turning it down.
d6i hanh vi nho lai. (VN40_S8) (US37_S8)

— Shop minh s& ¢ ging khac — I’ll go to the back of the
phuc 18i. (VN49_S11) line. (USO7 S12)

R4 Bién minh — Hién dang giai doan kha — | have not yet

nhiéu hoat dong trong cung responded as several

mot ngay toi phai giai quyét rat | urgent matters have arisen
nhiéu mail. (VNO09_S10) in the past week.

— Do t6i tap trung giai quyét | (US04_S10)

cac van dé quan trong hon nén | — | have many deadlines
chua c6 thoi gian tra 101 Mail today. (US08_S10)

em dugc. (VNO1 S10)

R5 | Phan hoi thiéu | — (Cwoi) Xin 13i ban, minh — I’'m happy to meet you.
nghiém tdc quén hoi y kién ban trude. (US12_S9)

(VN21_S12)
R6 Pé nghi giai | — Shop s& hoan tién lai cho ban | — Please send the item
phap thay thé | néu co sai sot gi a. back to me and | will issue
(VN44_S11) a refund. (US17_S11)
— Minh sé kiém tra lai va g& — Let’s set up a meeting
bai néu can. (VN42_S7) and talk through your
concerns. (US16 S9)

R7 | Ditracacdiéu | — Néu dung nhu véy, ti s& doi | — We will issue you a
kién chap nhan | tra cho ban. (VN31_S11) refund if you send us
trong twong lai pictures and also specify

the points for your
dissatisfaction.
(US16_S11)
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R8 Phti nhén 1oi — Pay la mot thong tin chinh — This information is not

phan nan thong da dugc nha nudc xac false. (US29_S7)
nhéan nén khong thé 1a tin gia — 1 did review your test
duogc. (VN22_S7) but the result is the same.

— Anh chi o1, cha ai vao day (US34_S9)
ma xEp hang theo thur tu ca!!

(VN32 S12)
R9 | Cong kich — T6i coi lai néu ma dung nhu | — You must try harder. Try
nguoc lai toi cho 0d luon nghe. your best. (US02_S9)
(VN21_S9)

— Bai kiém tra khong dat diém
cao la do ban than ban khong
lam bai tt. (VN22_S9)

R10 | Khong thira — Con can dugc giai tri ma. — Why do you think your
nhan hanh vi (VN09_S8) grade was too low? You
dang trach — Chéc @& dot nay yéu cau hoi | were marked carefully.

cao nén diém thap ciing khong | (US15_S9)
sao,coi nhu rit kinh nghiém dé
lam bai khac tot hon nhé.

(VN29 S9)

R11 | Tuchditranh | — C6 biét nhung vi 1a bai tric | (Di liéu khéng co ghi
luan nghiém nén em khong can giai | nhdn)

thich gi thém dau. Vay nhe.
(VN20_S9)

R12 | Chdibo trach | (Dir liéu khéng cé ghi nhén) (Dt liéu khong co ghi
nhiém (du thtra nhdn)
nhan hanh
dong)

R13 | Khéng quan — Im lang (VNO5_S8) — Shhhhh (US08_S12)
tam toi 101 — Im lang (VN0O5_S12) — Probably not respond
phan nan (im verbally. (US05_S8)
lang)

*Ghi chu: Ki hiéu trong dau () 1a M dinh danh duy nhat cho mdi phat ngén/ tra 10i cho moi
tinh huéng (Vd: VN21_S9: ID nguoi tham gia_S6 tinh hudng).
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Phu luc G: MOT SO MAU BAO CAO CAC KIEM PINH THONG KE TU

PHAN MEM SPSS

G.1 Bao c4o Kiém dinh Chi-binh phwong va Fisher so sanh viéc lwra chon CL
thwe hién HVYNNPN gitra nguwoi Viét Nam va nguoi My

C1 _OptOut * Group

Chi-Square Tests

Exact
Asymptotic Sig.
Significance  Exact Sig. (- Point
Value df (2-sided) (2-sided) sided) Probability
Pearson Chi-Square 3,1182 1 0,077 0,111 0,055
Continuity Correction® 2,525 1 0,112
Likelihood Ratio 3,162 1 0,075 0,111 0,055
Fisher's Exact Test 0,111 0,055
Linear-by-Linear 3,113¢ 1 0,078 0,111 0,055 0,030
Association
N of Valid Cases 600

a. 0 cells (,0%) have expected count less than 5. The minimum expected count is 17,00.

b. Computed only for a 2x2 table

c. The standardized statistic is 1,764.

Symmetric Measures

Approximate Exact
Value Significance Significance
Nominal by Nominal Phi 0,072 0,077 0,111
Cramer's V 0,072 0,077 0,111
N of Valid Cases 600
C2_Hint * Group
Chi-Square Tests
Exact
Asymptotic Sig.
Significance  Exact Sig. (1- Point
Value df (2-sided) (2-sided) sided) Probability
Pearson Chi-Square ,0202 1 0,887 1,000 0,500
Continuity Correction® 0,000 1 1,000
Likelihood Ratio 0,020 1 0,887 1,000 0,500
Fisher's Exact Test 1,000 0,500
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Linear-by-Linear ,020¢ 1 0,888 1,000 0,500 0,111
Association

N of Valid Cases 600

a. 0 cells (,0%) have expected count less than 5. The minimum expected count is 27,50.
b. Computed only for a 2x2 table

c. The standardized statistic is -.141.

Symmetric Measures

Approximate Exact
Value Significance Significance
Nominal by Nominal Phi -0,006 0,887 1,000
Cramer's V 0,006 0,887 1,000
N of Valid Cases 600
C3_Annoy * Group
Chi-Square Tests
Exact
Asymptotic Sig.
Significance Exact Sig. (1- Point
Value df (2-sided) (2-sided) sided) Probability
Pearson Chi-Square 2,1972 1 0,138 0,166 0,083
Continuity Correction® 1,914 1 0,167
Likelihood Ratio 2,201 1 0,138 0,166 0,083
Fisher's Exact Test 0,166 0,083
Linear-by-Linear 2,194¢ 1 0,139 0,166 0,083 0,026
Association
N of Valid Cases 600

a. 0 cells (,0%) have expected count less than 5. The minimum expected count is 65,50.
b. Computed only for a 2x2 table

c. The standardized statistic is -1,481.

Symmetric Measures

Approximate Exact
Value Significance Significance
Nominal by Nominal Phi -0,061 0,138 0,166
Cramer's V 0,061 0,138 0,166

N of Valid Cases 600

C4 _llICons * Group
Chi-Square Tests
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Exact

Asymptotic Sig.
Significance Exact Sig. (1- Point
Value df (2-sided) (2-sided) sided) Probability
Pearson Chi-Square 18,8742 1 0,000 0,000 0,000
Continuity Correction® 17,034 1 0,000
Likelihood Ratio 23,055 1 0,000 0,000 0,000
Fisher's Exact Test 0,000 0,000
Linear-by-Linear 18,842¢ 1 0,000 0,000 0,000 0,000
Association
N of Valid Cases 600
a. 0 cells (,0%) have expected count less than 5. The minimum expected count is 11,00.
b. Computed only for a 2x2 table
c. The standardized statistic is -4,341.
Symmetric Measures
Approximate Exact
Value Significance Significance
Nominal by Nominal Phi -0,177 0,000 0,000
Cramer's V 0,177 0,000 0,000
N of Valid Cases 600
C5_IndAcc * Group
Chi-Square Tests
Exact
Asymptotic Sig.
Significance Exact Sig. (1- Point
Value df (2-sided) (2-sided) sided)  Probability
Pearson Chi-Square .3262 1 0,568 0,669 0,335
Continuity Correction® 0,183 1 0,669
Likelihood Ratio 0,326 1 0,568 0,669 0,335
Fisher's Exact Test 0,669 0,335
Linear-by-Linear .325°¢ 1 0,569 0,669 0,335 0,097
Association
N of Valid Cases 600

a. 0 cells (,0%) have expected count less than 5. The minimum expected count is 27,00.

b. Computed only for a 2x2 table

c. The standardized statistic is .570.

Symmetric Measures
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Approximate Exact
Value Significance Significance
Nominal by Nominal Phi 0,023 0,568 0,669
Cramer's V 0,023 0,568 0,669
N of Valid Cases 600
C6_DirAcc * Group
Chi-Square Tests
Exact
Asymptotic Sig.
Significance Exact Sig. (1- Point
Value df (2-sided) (2-sided) sided)  Probability
Pearson Chi-Square 9,6372 1 0,002 0,003 0,001
Continuity Correction® 9,044 1 0,003
Likelihood Ratio 9,706 1 0,002 0,003 0,001
Fisher's Exact Test 0,003 0,001
Linear-by-Linear 9,621¢ 1 0,002 0,003 0,001 0,001
Association
N of Valid Cases 600
a. 0 cells (,0%) have expected count less than 5. The minimum expected count is 69,00.
b. Computed only for a 2x2 table
c. The standardized statistic is 3,102.
Symmetric Measures
Approximate Exact
Value Significance Significance
Nominal by Nominal Phi 0,127 0,002 0,003
Cramer's V 0,127 0,002 0,003
N of Valid Cases 600
C7_ModBlame *
Group
Chi-Square Tests
Exact
Asymptotic Sig.
Significance Exact Sig. (1- Point
Value df (2-sided) (2-sided) sided) Probability
Pearson Chi-Square 1,8912 1 0,169 0,228 0,114
Continuity Correction® 1,448 1 0,229
Likelihood Ratio 1,906 1 0,167 0,228 0,114

P30



Fisher's Exact Test 0,228 0,114

Linear-by-Linear 1,888¢ 1 0,169 0,228 0,114 0,054
Association
N of Valid Cases 600

a. 0 cells (,0%) have expected count less than 5. The minimum expected count is 18,00.
b. Computed only for a 2x2 table
c. The standardized statistic is -1,374.

Symmetric Measures

Approximate Exact
Value Significance Significance
Nominal by Nominal Phi -0,056 0,169 0,228
Cramer's V 0,056 0,169 0,228
N of Valid Cases 600
C8_ExpBIm_Beh *
Group
Chi-Square Tests
Exact
Asymptotic Sig.
Significance Exact Sig. (1- Point
Value df (2-sided) (2-sided) sided) Probability
Pearson Chi-Square 12,0792 1 0,001 0,001 0,000
Continuity Correction® 10,617 1 0,001
Likelihood Ratio 13,416 1 0,000 0,001 0,000
Fisher's Exact Test 0,001 0,000
Linear-by-Linear 12,059¢ 1 0,001 0,001 0,000 0,000
Association
N of Valid Cases 600

a. 0 cells (,0%) have expected count less than 5. The minimum expected count is 11,00.
b. Computed only for a 2x2 table
c. The standardized statistic is -3,473.

Symmetric Measures

Approximate Exact
Value Significance Significance
Nominal by Nominal Phi -0,142 0,001 0,001
Cramer's V 0,142 0,001 0,001

N of Valid Cases 600

C9_ExpBIm_Per * Group
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Chi-Square Tests

Exact
Asymptotic Sig.
Significance  Exact Sig. (2- Point
Value df (2-sided) (2-sided) sided) Probability
Pearson Chi-Square 4,4032 1 0,036 0,059 0,030
Continuity Correction® 3,479 1 0,062
Likelihood Ratio 4,578 1 0,032 0,059 0,030
Fisher's Exact Test 0,059 0,030
Linear-by-Linear Association 4,395¢ 1 0,036 0,059 0,030 0,021
N of Valid Cases 600

a. 0 cells (,0%) have expected count less than 5. The minimum expected count is 9,50.
b. Computed only for a 2x2 table
c. The standardized statistic is -2,096.

Symmetric Measures

Approximate Exact
Value Significance Significance
Nominal by Nominal Phi -0,086 0,036 0,059
Cramer's V 0,086 0,036 0,059
N of Valid Cases 600
C10_Request * Group
Chi-Square Tests
Exact
Asymptotic Sig.
Significance Exact Sig. (1- Point
Value df (2-sided) (2-sided) sided) Probability
Pearson Chi-Square 10,2212 1 0,001 0,002 0,001
Continuity Correction® 9,661 1 0,002
Likelihood Ratio 10,272 1 0,001 0,002 0,001
Fisher's Exact Test 0,002 0,001
Linear-by-Linear 10,204¢ 1 0,001 0,002 0,001 0,000
Association
N of Valid Cases 600

a. 0 cells (,0%) have expected count less than 5. The minimum expected count is 91,00.
b. Computed only for a 2x2 table
c. The standardized statistic is -3,194.

Symmetric Measures
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Approximate Exact

Value Significance Significance
Nominal by Nominal Phi -0,131 0,001 0,002
Cramer's V 0,131 0,001 0,002
N of Valid Cases 600

C11_Threat * Group

Chi-Square Tests

Exact
Asymptotic Sig.
Significance Exact Sig. (1- Point
Value df (2-sided) (2-sided) sided) Probability
Pearson Chi-Square 2,778 1 0,096 0,143 0,072
Continuity Correction® 2,127 1 0,145
Likelihood Ratio 2,829 1 0,093 0,143 0,072
Fisher's Exact Test 0,143 0,072
Linear-by-Linear 2,773¢ 1 0,096 0,143 0,072 0,042
Association
N of Valid Cases 600

a. 0 cells (,0%) have expected count less than 5. The minimum expected count is 12,00.
b. Computed only for a 2x2 table
c. The standardized statistic is -1,665.

Symmetric Measures

Approximate Exact
Value Significance Significance
Nominal by Nominal Phi -0,068 0,096 0,143
Cramer's V 0,068 0,096 0,143

N of Valid Cases 600

G.2 B&o cao kiém dinh Chi-binh phwong va Fisher, so sanh viéc lwa chon
chién lwge HP HVNNPN giira ngudi Viét Nam va nguoi My

R1_AdmitResp * Group
Chi-Square Tests

Exact
Asymptotic Sig.
Significance  Exact Sig. (1- Point
Value df (2-sided) (2-sided)  sided) Probability
Pearson Chi-Square 41,8532 1 0,000 0,000 0,000
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Continuity Correction® 40,800 1 0,000
Likelihood Ratio 42,366 1 0,000 0,000 0,000
Fisher's Exact Test 0,000 0,000
Linear-by-Linear Association 41,783¢ 1 0,000 0,000 0,000 0,000
N of Valid Cases 600
a. 0 cells (,0%) have expected count less than 5. The minimum expected count is 138,50.
b. Computed only for a 2x2 table
c. The standardized statistic is 6,464.
Symmetric Measures
Approximate Exact
Value Significance Significance
Nominal by Nominal Phi 0,264 0,000 0,000
Cramer's V 0,264 0,000 0,000
N of Valid Cases 600
R2_Excuse * Group
Chi-Square Tests
Exact
Asymptotic Sig.
Significance  Exact Sig. (1- Point
Value df (2-sided) (2-sided)  sided) Probability
Pearson Chi-Square 6,3162 1 0,012 0,016 0,008
Continuity Correction® 5,821 1 0,016
Likelihood Ratio 6,350 1 0,012 0,016 0,008
Fisher's Exact Test 0,016 0,008
Linear-by-Linear Association 6,305¢ 1 0,012 0,016 0,008 0,003
N of Valid Cases 600
a. 0 cells (,0%) have expected count less than 5. The minimum expected count is 62,50.
b. Computed only for a 2x2 table
c. The standardized statistic is -2,511.
Symmetric Measures
Approximate Exact
Value Significance Significance
Nominal by Nominal Phi -0,103 0,012 0,016
Cramer's V 0,103 0,012 0,016
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N of Valid Cases

600

R3_AgreeChange * Group

Chi-Square Tests

Exact
Asymptotic Sig.
Significance  Exact Sig. (2- Point
Value df (2-sided) (2-sided)  sided) Probability
Pearson Chi-Square 52,5892 1 0,000 0,000 0,000
Continuity Correction® 51,359 1 0,000
Likelihood Ratio 53,706 1 0,000 0,000 0,000
Fisher's Exact Test 0,000 0,000
Linear-by-Linear Association 52,502°¢ 1 0,000 0,000 0,000 0,000
N of Valid Cases 600
a. 0 cells (,0%) have expected count less than 5. The minimum expected count is 106,50.
b. Computed only for a 2x2 table
c. The standardized statistic is -7,246.
Symmetric Measures
Approximate Exact
Value Significance Significance
Nominal by Nominal Phi -0,296 0,000 0,000
Cramer's V 0,296 0,000 0,000
N of Valid Cases 600
R4 _Justify * Group
Chi-Square Tests
Exact
Asymptotic Sig.
Significance  Exact Sig. (- Point
Value df (2-sided) (2-sided) sided)  Probability
Pearson Chi-Square ,0262 1 0,871 1,000 0,500
Continuity Correction® 0,000 1 1,000
Likelihood Ratio 0,026 1 0,871 1,000 0,500
Fisher's Exact Test 1,000 0,500
Linear-by-Linear Association ,026¢ 1 0,872 1,000 0,500 0,127
N of Valid Cases 600
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a. 0 cells (,0%) have expected count less than 5. The minimum expected count is 20,50.

b. Computed only for a 2x2 table

c. The standardized statistic is .162.

Symmetric Measures

Approximate Exact
Value Significance Significance
Nominal by Nominal Phi 0,007 0,871 1,000
Cramer's V 0,007 0,871 1,000
N of Valid Cases 600
R5_NotSerious * Group
Chi-Square Tests
Exact
Asymptotic Sig.
Significance  Exact Sig. (1- Point
Value df (2-sided) (2-sided) sided) Probability
Pearson Chi-Square 3,6612 1 0,056 0,106 0,053
Continuity Correction® 2,542 1 0,111
Likelihood Ratio 3,916 1 0,048 0,106 0,053
Fisher's Exact Test 0,106 0,053
Linear-by-Linear Association 3,655°¢ 1 0,056 0,106 0,053 0,043
N of Valid Cases 600
a. 0 cells (,0%) have expected count less than 5. The minimum expected count is 5,00.
b. Computed only for a 2x2 table
c. The standardized statistic is 1,912.
Symmetric Measures
Approximate Exact
Value Significance Significance
Nominal by Nominal Phi 0,078 0,056 0,106
Cramer's V 0,078 0,056 0,106
N of Valid Cases 600

R6_SuggestAlt * Group

Chi-Square Tests
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Exact

Asymptotic Sig.
Significance  Exact Sig. (1- Point
Value df (2-sided) (2-sided) sided) Probability
Pearson Chi-Square 19,9692 1 0,000 0,000 0,000
Continuity Correction® 19,178 1 0,000
Likelihood Ratio 20,174 1 0,000 0,000 0,000
Fisher's Exact Test 0,000 0,000
Linear-by-Linear Association 19,936°¢ 1 0,000 0,000 0,000 0,000
N of Valid Cases 600
a. 0 cells (,0%) have expected count less than 5. The minimum expected count is 89,00.
b. Computed only for a 2x2 table
c. The standardized statistic is 4,465.
Symmetric Measures
Approximate Exact
Value Significance Significance
Nominal by Nominal Phi 0,182 0,000 0,000
Cramer's V 0,182 0,000 0,000
N of Valid Cases 600
R7_SetCond * Group
Chi-Square Tests
Exact
Asymptotic Sig.
Significance  Exact Sig. (- Point
Value df (2-sided) (2-sided) sided) Probability
Pearson Chi-Square 1,563 1 0,211 0,298 0,149
Continuity Correction® 1,085 1 0,298
Likelihood Ratio 1,579 1 0,209 0,298 0,149
Fisher's Exact Test 0,298 0,149
Linear-by-Linear Association 1,560°¢ 1 0,212 0,298 0,149 0,077
N of Valid Cases 600

a. 0 cells (,0%) have expected count less than 5. The minimum expected count is 12,00.

b. Computed only for a 2x2 table

c. The standardized statistic is -1,249.

Symmetric Measures
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Approximate Exact
Value Significance Significance
Nominal by Nominal Phi -0,051 0,211 0,298
Cramer's V 0,051 0,211 0,298
N of Valid Cases 600
R8_Deny * Group
Chi-Square Tests
Exact
Asymptotic Sig.
Significance  Exact Sig. (1- Point
Value df (2-sided) (2-sided) sided) Probability
Pearson Chi-Square .8502 1 0,356 0,461 0,231
Continuity Correction® 0,544 1 0,461
Likelihood Ratio 0,854 1 0,355 0,461 0,231
Fisher's Exact Test 0,461 0,231
Linear-by-Linear Association .849¢ 1 0,357 0,461 0,231 0,096
N of Valid Cases 600
a. 0 cells (,0%) have expected count less than 5. The minimum expected count is 15,50.
b. Computed only for a 2x2 table
c. The standardized statistic is .921.
Symmetric Measures
Approximate Exact
Value Significance Significance
Nominal by Nominal Phi 0,038 0,356 0,461
Cramer's V 0,038 0,356 0,461
N of Valid Cases 600
R9_Counter * Group
Chi-Square Tests
Exact
Asymptotic Sig.
Significance  Exact Sig. (1- Point
Value df (2-sided) (2-sided) sided) Probability
Pearson Chi-Square .8332 1 0,361 0,545 0,273
Continuity Correction® 0,370 1 0,543
Likelihood Ratio 0,844 1 0,358 0,545 0,273
Fisher's Exact Test 0,545 0,273

P38



Linear-by-Linear Association .832¢ 1 0,362 0,545 0,273 0,161

N of Valid Cases 600

a. 0 cells (,0%) have expected count less than 5. The minimum expected count is 5,50.
b. Computed only for a 2x2 table

c. The standardized statistic is .912.

Symmetric Measures

Approximate Exact
Value Significance Significance
Nominal by Nominal Phi 0,037 0,361 0,545
Cramer's V 0,037 0,361 0,545
N of Valid Cases 600
R10_NotAck * Group
Chi-Square Tests
Exact
Asymptotic Sig.
Significance  Exact Sig. (- Point
Value df (2-sided) (2-sided) sided) Probability
Pearson Chi-Square 11,5562 1 0,001 0,001 0,000
Continuity Correction® 9,846 1 0,002
Likelihood Ratio 13,735 1 0,000 0,001 0,000
Fisher's Exact Test 0,001 0,000
Linear-by-Linear Association 11,536¢ 1 0,001 0,001 0,000 0,000
N of Valid Cases 600

a. 0 cells (,0%) have expected count less than 5. The minimum expected count is 7,50.
b. Computed only for a 2x2 table
c. The standardized statistic is -3,397.

Symmetric Measures

Approximate Exact
Value Significance Significance
Nominal by Nominal Phi -0,139 0,001 0,001
Cramer's V 0,139 0,001 0,001

N of Valid Cases 600

R11 RejectArg * Group
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Chi-Square Tests

Exact
Asymptotic Sig.
Significance  Exact Sig. (2- Point
Value df (2-sided) (2-sided) sided)  Probability
Pearson Chi-Square 1,0022 1 0,317 1,000 0,500
Continuity Correction® 0,000 1 1,000
Likelihood Ratio 1,388 1 0,239 1,000 0,500
Fisher's Exact Test 1,000 0,500
Linear-by-Linear Association 1,000¢ 1 0,317 1,000 0,500 0,500
N of Valid Cases 600
a. 2 cells (50,0%) have expected count less than 5. The minimum expected count is .50.
b. Computed only for a 2x2 table
c. The standardized statistic is -1,000.
Symmetric Measures
Approximate Exact
Value Significance Significance
Nominal by Nominal Phi -0,041 0,317 1,000
Cramer's V 0,041 0,317 1,000
N of Valid Cases 600
R12_AckNoResp * Group
Chi-Square Tests
Value
Pearson Chi-Square 2
N of Valid Cases 600
Symmetric Measures
Value
Nominal by Nominal Phi 12
N of Valid Cases 600
R13_Disregard * Group
Chi-Square Tests
Exact
Asymptotic Sig.
Significance  Exact Sig. (2- Point
Value df (2-sided) (2-sided) sided)  Probability
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Pearson Chi-Square 3,6622 1 0,056 0,087 0,043

Continuity Correction® 2,894 1 0,089

Likelihood Ratio 3,758 1 0,053 0,087 0,043

Fisher's Exact Test 0,087 0,043
Linear-by-Linear Association 3,656° 1 0,056 0,087 0,043 0,028
N of Valid Cases 600

a. 0 cells (,0%) have expected count less than 5. The minimum expected count is 11,50.
b. Computed only for a 2x2 table

c. The standardized statistic is 1,912.

Symmetric Measures

Approximate Exact
Value Significance Significance
Nominal by Nominal Phi 0,078 0,056 0,087
Cramer's V 0,078 0,056 0,087

N of Valid Cases 600

G.3 B4o c4o kiém dinh Chi-binh phwong va Fisher vé méi lién hé giira khoang
cach xa hi vai viéce lya chon CL thuc hién HVNNPN cua nguoi Viét Nam

Distance * C1_OptOut

Chi-Square Tests

Exact
Asymptotic Sig.
Significance  Exact Sig. (- Point
Value df (2-sided) (2-sided)  sided) Probability

Pearson Chi-Square 8,3332 2 0,016 0,015
Likelihood Ratio 11,424 2 0,003 0,008
Fisher-Freeman-Halton Exact 8,940 0,008
Test
Linear-by-Linear Association 8,306 1 0,004 0,005 0,003 0,002
N of Valid Cases 300

a. 3 cells (50,0%) have expected count less than 5. The minimum expected count is 4,00.

b. The standardized statistic is -2,882.

Symmetric Measures

Approximate Exact
Value Significance Significance
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Nominal by Nominal Phi 0,167 0,016 0,015
Cramer's V 0,167 0,016 0,015
N of Valid Cases 300
Distance * C2_Hint
Chi-Square Tests
Exact
Asymptotic Sig.
Significance  Exact Sig. (1- Point
Value df (2-sided) (2-sided)  sided) Probability
Pearson Chi-Square .5512 2 0,759 0,826
Likelihood Ratio 0,545 2 0,761 0,826
Fisher-Freeman-Halton Exact 0,568 0,826
Test
Linear-by-Linear Association ,059° 1 0,808 0,904 0,452 0,093
N of Valid Cases 300
a. 0 cells (0,0%) have expected count less than 5. The minimum expected count is 9,33.
b. The standardized statistic is .243.
Symmetric Measures
Approximate Exact
Value Significance Significance
Nominal by Nominal Phi 0,043 0,759 0,826
Cramer's V 0,043 0,759 0,826
N of Valid Cases 300
Distance * C3_Annoy
Chi-Square Tests
Exact
Asymptotic Sig.
Significance  Exact Sig. (1- Point
Value df (2-sided) (2-sided)  sided) Probability
Pearson Chi-Square 20,2402 2 0,000 0,000
Likelihood Ratio 19,512 2 0,000 0,000
Fisher-Freeman-Halton Exact 19,213 0,000
Test
Linear-by-Linear Association 16,916° 1 0,000 0,000 0,000 0,000
N of Valid Cases 300

a. 0 cells (0,0%) have expected count less than 5. The minimum expected count is 24,33.
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b. The standardized statistic is 4,113.

Symmetric Measures

Approximate Exact
Value Significance Significance
Nominal by Nominal Phi 0,260 0,000 0,000
Cramer's V 0,260 0,000 0,000
N of Valid Cases 300
Distance * C4_llICons
Chi-Square Tests
Exact
Asymptotic Sig.
Significance  Exact Sig. (- Point
Value df (2-sided) (2-sided)  sided) Probability
Pearson Chi-Square 6,4522 2 0,040 0,044
Likelihood Ratio 7,519 2 0,023 0,032
Fisher-Freeman-Halton Exact 6,960 0,032
Test
Linear-by-Linear Association 6,200° 1 0,013 0,017 0,009 0,005
N of Valid Cases 300
a. 0 cells (0,0%) have expected count less than 5. The minimum expected count is 7,00.
b. The standardized statistic is -2,490.
Symmetric Measures
Approximate Exact
Value Significance Significance
Nominal by Nominal Phi 0,147 0,040 0,044
Cramer's V 0,147 0,040 0,044
N of Valid Cases 300
Distance * C5_IndAcc
Chi-Square Tests
Exact
Asymptotic Sig.
Significance  Exact Sig. (1- Point
Value df (2-sided) (2-sided)  sided) Probability
Pearson Chi-Square 18,9382 2 0,000 0,000
Likelihood Ratio 18,512 2 0,000 0,000
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Fisher-Freeman-Halton Exact 17,454 0,000
Test

Linear-by-Linear Association .587° 1 0,444 0,525 0,262 0,076

N of Valid Cases 300

a. 0 cells (0,0%) have expected count less than 5. The minimum expected count is 8,33.

b. The standardized statistic is .766.

Symmetric Measures

Approximate Exact
Value Significance Significance
Nominal by Nominal Phi 0,251 0,000 0,000
Cramer's V 0,251 0,000 0,000
N of Valid Cases 300
Distance * C6_DirAcc
Chi-Square Tests
Exact
Asymptotic Sig.
Significance  Exact Sig. (1- Point
Value df (2-sided) (2-sided)  sided) Probability
Pearson Chi-Square 23,9712 2 0,000 0,000
Likelihood Ratio 24,471 2 0,000 0,000
Fisher-Freeman-Halton Exact 23,837 0,000
Test
Linear-by-Linear Association 9,901° 1 0,002 0,002 0,001 0,001
N of Valid Cases 300

a. 0 cells (0,0%) have expected count less than 5. The minimum expected count is 17,67.

b. The standardized statistic is 3,147.

Symmetric Measures

Approximate Exact
Value Significance  Significance
Nominal by Nominal Phi 0,283 0,000 0,000
Cramer's 0,283 0,000 0,000
V
N of Valid Cases 300

Distance * C7_ModBlame
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Chi-Square Tests

Exact
Asymptotic Sig.
Significance = Exact Sig. (- Point
Value df (2-sided) (2-sided)  sided) Probability
Pearson Chi-Square 8,9272 2 0,012 0,013
Likelihood Ratio 9,693 2 0,008 0,009
Fisher-Freeman-Halton Exact 9,029 0,011
Test
Linear-by-Linear Association 8,873P 1 0,003 0,004 0,002 0,001
N of Valid Cases 300
a. 0 cells (0,0%) have expected count less than 5. The minimum expected count is 7,33.
b. The standardized statistic is 2,979.
Symmetric Measures
Approximate Exact
Value Significance Significance
Nominal by Nominal Phi 0,173 0,012 0,013
Cramer's V 0,173 0,012 0,013
N of Valid Cases 300
Distance * C8_ExpBIm_Beh
Chi-Square Tests
Exact
Asymptotic Exact Sig.
Significance Sig. (2- (1- Point
Value  df (2-sided) sided) sided) Probability
Pearson Chi-Square 23,7122 2 0,000 0,000
Likelihood Ratio 22,883 2 0,000 0,000
Fisher-Freeman-Halton Exact Test 21,050 0,000
Linear-by-Linear Association 16,465° 1 0,000 0,000 0,000 0,000
N of Valid Cases 300
a. 0 cells (0,0%) have expected count less than 5. The minimum expected count is 6,33.
b. The standardized statistic is 4,058.
Symmetric Measures
Approximate Exact
Value Significance Significance
Nominal by Nominal Phi 0,281 0,000 0,000
Cramer's V 0,281 0,000 0,000
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N of Valid Cases

300

Distance * C9_ExpBIm_Per

Chi-Square Tests

Exact
Asymptotic Exact Sig.
Significance Sig. (2- (- Point
Value df (2-sided) sided) sided) Probability
Pearson Chi-Square 4,1962 2 0,123 0,154
Likelihood Ratio 4,198 2 0,123 0,154
Fisher-Freeman-Halton Exact Test 3,868 0,154
Linear-by-Linear Association 4,032 1 0,045 0,064 0,032 0,018
N of Valid Cases 300
a. 3 cells (50,0%) have expected count less than 5. The minimum expected count is 4,67.
b. The standardized statistic is 2,008.
Symmetric Measures
Approximate Exact
Value Significance Significance
Nominal by Nominal Phi 0,118 0,123 0,154
Cramer's V 0,118 0,123 0,154
N of Valid Cases 300
Distance * C10_Request
Chi-Square Tests
Exact
Asymptotic Sig.
Significance  Exact Sig. (- Point
Value df (2-sided) (2-sided) sided) Probability
Pearson Chi-Square 8,2922 2 0,016 0,016
Likelihood Ratio 8,169 2 0,017 0,017
Fisher-Freeman-Halton Exact 8,052 0,017
Test
Linear-by-Linear Association 3,897° 1 0,048 0,058 0,029 0,009
N of Valid Cases 300

a. 0 cells (0,0%) have expected count less than 5. The minimum expected count is 24,33.

b. The standardized statistic is -1,974.
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Symmetric Measures

Approximate Exact
Value Significance Significance
Nominal by Nominal Phi 0,166 0,016 0,016
Cramer's V 0,166 0,016 0,016
N of Valid Cases 300
Distance * C11_Threat
Chi-Square Tests
Exact
Asymptotic Sig.
Significance  Exact Sig. (- Point
Value df (2-sided) (2-sided) sided) Probability
Pearson Chi-Square .9242 2 0,630 0,730
Likelihood Ratio 0,910 2 0,635 0,730
Fisher-Freeman-Halton Exact 0,918 0,730
Test
Linear-by-Linear Association .888P 1 0,346 0,435 0,217 0,081
N of Valid Cases 300

a. 0 cells (0,0%) have expected count less than 5. The minimum expected count is 5,33.

b. The standardized statistic is -.943.

Symmetric Measures

Approximate Exact
Value Significance Significance
Nominal by Nominal Phi 0,056 0,630 0,730
Cramer's V 0,056 0,630 0,730

N of Valid Cases 300

G.4 B&o c4o kiém dinh Chi-binh phwong va Fisher vé mdi lién hé giira quyén
Iwe xa hoi vai viéc luwa chon CL thuc hién HVNNPN cia nguwoi My

Power * C1_OptOut

Chi-Square Tests

Exact
Asymptotic Sig.
Significance Exact Sig. (1- Point
Value df (2-sided) (2-sided) sided) Probability
Pearson Chi-Square 13,0482 2 0,001 0,002
Likelihood Ratio 12,227 2 0,002 0,003
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Fisher-Freeman-Halton 11,538 0,003
Exact Test
Linear-by-Linear ,073b 1 0,787 0,893 0,446 0,103
Association
N of Valid Cases 300
a. 0 cells (0,0%) have expected count less than 5. The minimum expected count is 7,33.
b. The standardized statistic is -.271.
Symmetric Measures
Approximate Exact
Value Significance Significance
Nominal by Nominal Phi 0,209 0,001 0,002
Cramer's V 0,209 0,001 0,002
N of Valid Cases 300
Power * C2_Hint
Chi-Square Tests
Exact
Asymptotic Sig.
Significance Exact Sig. (- Point
Value df (2-sided) (2-sided) sided) Probability
Pearson Chi-Square 10,5012 2 0,005 0,005
Likelihood Ratio 12,356 2 0,002 0,003
Fisher-Freeman-Halton 11,568 0,003
Exact Test
Linear-by-Linear 3,894b 1 0,048 0,063 0,032 0,014
Association
N of Valid Cases 300
a. 0 cells (0,0%) have expected count less than 5. The minimum expected count is 9,00.
b. The standardized statistic is -1,973.
Symmetric Measures
Approximate Exact
Value Significance Significance
Nominal by Nominal Phi 0,187 0,005 0,005
Cramer's V 0,187 0,005 0,005
N of Valid Cases 300

Power * C3_Annoy

Chi-Square Tests

P48



Exact

Asymptotic Sig.
Significance Exact Sig. (1- Point
Value df (2-sided) (2-sided) sided) Probability
Pearson Chi-Square 15,4322 2 0,000 0,001
Likelihood Ratio 17,439 2 0,000 0,000
Fisher-Freeman-Halton 16,984 0,000
Exact Test
Linear-by-Linear 799 1 0,371 0,422 0,211 0,048
Association
N of Valid Cases 300
a. 0 cells (0,0%) have expected count less than 5. The minimum expected count is 19,33.
b. The standardized statistic is .894.
Symmetric Measures
Approximate Exact
Value Significance Significance
Nominal by Nominal Phi 0,227 0,000 0,001
Cramer's V 0,227 0,000 0,001
N of Valid Cases 300
Power * C4_llICons
Chi-Square Tests
Exact
Asymptotic Sig.
Significance Exact Sig. (1- Point
Value df (2-sided) (2-sided) sided) Probability
Pearson Chi-Square 2,0072 2 0,367 1,000
Likelihood Ratio 2,204 2 0,332 1,000
Fisher-Freeman-Halton 1,824 1,000
Exact Test
Linear-by-Linear 1,500 1 0,221 0,667 0,333 0,333
Association
N of Valid Cases 300
a. 3 cells (50,0%) have expected count less than 5. The minimum expected count is .33.
b. The standardized statistic is -1,225.
Symmetric Measures
Approximate Exact
Value Significance Significance
Nominal by Nominal Phi 0,082 0,367 1,000
Cramer's V 0,082 0,367 1,000
N of Valid Cases 300
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Power * C5 IndAcc

Chi-Square Tests

Exact
Asymptotic Sig.
Significance Exact Sig. (- Point
Value df (2-sided) (2-sided) sided)  Probability
Pearson Chi-Square 51,8392 2 0,000 0,000
Likelihood Ratio 54,358 2 0,000 0,000
Fisher-Freeman-Halton 49,757 0,000
Exact Test
Linear-by-Linear .228P 1 0,633 0,721 0,360 0,085
Association
N of Valid Cases 300
a. 0 cells (0,0%) have expected count less than 5. The minimum expected count is 9,67.
b. The standardized statistic is -.478.
Symmetric Measures
Approximate Exact
Value Significance Significance
Nominal by Nominal Phi 0,416 0,000 0,000
Cramer's V 0,416 0,000 0,000
N of Valid Cases 300
Power * C6_DirAcc
Chi-Square Tests
Exact
Asymptotic Sig.
Significance Exact Sig. (- Point
Value df (2-sided) (2-sided) sided) Probability
Pearson Chi-Square 8,0112 2 0,018 0,020
Likelihood Ratio 8,178 2 0,017 0,020
Fisher-Freeman-Halton 8,072 0,020
Exact Test
Linear-by-Linear 7,952 1 0,005 0,006 0,003 0,001
Association
N of Valid Cases 300
a. 0 cells (0,0%) have expected count less than 5. The minimum expected count is 28,33.
b. The standardized statistic is 2,820.
Symmetric Measures
Approximate Exact
Value Significance Significance
Nominal by Nominal Phi 0,163 0,018 0,020
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Cramer's V 0,163 0,018 0,020
N of Valid Cases 300
Power * C7_ModBlame
Chi-Square Tests
Exact
Asymptotic Sig.
Significance  Exact Sig. (- Point
Value df (2-sided) (2-sided) sided) Probability
Pearson Chi-Square 11,3892 2 0,003 0,003
Likelihood Ratio 14,543 2 0,001 0,002
Fisher-Freeman-Halton Exact 11,817 0,002
Test
Linear-by-Linear Association 11,201° 1 0,001 0,001 0,000 0,000
N of Valid Cases 300
a. 3 cells (50,0%) have expected count less than 5. The minimum expected count is 4,67.
b. The standardized statistic is -3,347.
Symmetric Measures
Approximate Exact
Value Significance Significance
Nominal by Nominal Phi 0,195 0,003 0,003
Cramer's V 0,195 0,003 0,003
N of Valid Cases 300
Power * C8 ExpBIm_Beh
Chi-Square Tests
Exact
Asymptotic Exact Sig.
Significance Sig. (2- (- Point
Value df (2-sided) sided) sided)  Probability
Pearson Chi-Square 2,020 2 0,364 0,776
Likelihood Ratio 2,793 2 0,247 0,776
Fisher-Freeman-Halton Exact 1,837 0,776
Test
Linear-by-Linear Association 503 1 0,478 0,739 0,370 0,222
N of Valid Cases 300

a. 3 cells (50,0%) have expected count less than 5. The minimum expected count is 1,00.

b. The standardized statistic is .709.
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Symmetric Measures

Approximate Exact
Value Significance Significance
Nominal by Nominal Phi 0,082 0,364 0,776
Cramer's V 0,082 0,364 0,776
N of Valid Cases 300
Power * C9_ExpBIm_Per
Chi-Square Tests
Exact
Asymptotic Exact Sig.
Significance Sig. (2- (1- Point
Value df (2-sided) sided) sided) Probability
Pearson Chi-Square 4072 2 0,816 1,000
Likelihood Ratio 0,444 2 0,801 1,000
Fisher-Freeman-Halton Exact 0,592 1,000
Test
Linear-by-Linear Association .304° 1 0,581 0,788 0,394 0,186
N of Valid Cases 300
a. 3 cells (50,0%) have expected count less than 5. The minimum expected count is 1,67.
b. The standardized statistic is -.551.
Symmetric Measures
Approximate Exact
Value Significance Significance
Nominal by Nominal Phi 0,037 0,816 1,000
Cramer's V 0,037 0,816 1,000
N of Valid Cases 300
Power * C10_Request
Chi-Square Tests
Exact
Asymptotic Sig.
Significance  Exact Sig. (1- Point
Value df (2-sided) (2-sided) sided)  Probability
Pearson Chi-Square 91,4162 2 0,000 0,000
Likelihood Ratio 94,765 2 0,000 0,000
Fisher-Freeman-Halton 93,563 0,000
Exact Test
Linear-by-Linear Association 4,222b 1 0,040 0,047 0,024 0,007
N of Valid Cases 300
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a. 0 cells (0,0%) have expected count less than 5. The minimum expected count is 36,33.

b. The standardized statistic is 2,055.

Symmetric Measures

Approximate Exact
Value Significance Significance
Nominal by Nominal Phi 0,552 0,000 0,000
Cramer's V 0,552 0,000 0,000
N of Valid Cases 300
Power * C11 Threat
Chi-Square Tests
Exact
Asymptotic Sig.
Significance Exact Sig. (- Point
Value df (2-sided) (2-sided) sided) Probability
Pearson Chi-Square 16,4382 2 0,000 0,000
Likelihood Ratio 18,020 2 0,000 0,000
Fisher-Freeman-Halton 13,479 0,000
Exact Test
Linear-by-Linear 12,288 1 0,000 0,000 0,000 0,000
Association
N of Valid Cases 300
a. 3 cells (50,0%) have expected count less than 5. The minimum expected count is 2,67.
b. The standardized statistic is -3,505.
Symmetric Measures
Approximate Exact
Value Significance Significance
Nominal by Nominal Phi 0,234 0,000 0,000
Cramer's V 0,234 0,000 0,000
N of Valid Cases 300
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