Ting cudng & dnh gid cic yéu t6 dicu tri chung (ENACT)
Ning luc trg gitp co ban cho nguoi trudng thanh

1. GIAO TIEP KHONG LOI & LANG NGHE CHU PONG

Huwéng dén cho dién vién: Sir dung cdc ngén ngi hinh the phit hop vé mdt vin héa dé thé hién cim xiic budn ba hodc lo ling
vio nhitng thoi diém thich hop trong qud trinh phong vin

Chon tit ci cdc hanh vi d4 thuc hién trong méi muc

Hanh vi khong C(l)llcih hodc c6 the gay K¥ ning trg gitp co ban K¥ ning trg gidp ni ng cao
O Lam nhang viéc khdc (vidu: tralsi | Cho phép su yén ling Q  Thuc bién tét cd cdc kj ndng tro gidip
dién thoai, hoan tdt tht tuc gidy O Duy tri giao tiép bing mit mot cich co bin
to) phu hgp O St dung ngdn ng@ hinh thé da
O Cudi nhat hoic ché nhao khéch O Duy trl tu thé hoa dong, ¢6i mé dang, phtt hop véi phan ting va ndi
hang (xoay ngudi vé phia khich hang) dung chia sé ctia khéch hang trong
O Biéu cam nét mit khong phu hop O Lién tyc st dung ngdn ngd co thé sudt qud trinh tu vin
O Tiép xtc co thé khong phi hop mang tinh hé trg (git dau) va loi
néi (da, ving) mang tinh tich cuc
O Khong thuc bién bét ky kj ning nao
kétrén

Chon mdc d6 phtt hop nhidt (chi chon duy nhit 1 mdc)
_ |Micdd 1 DMl’rc do 2 ~ Mucdo 3  Muc do 4

Bat ky hanh vi bt lgi nao Khéng cé hodic chi cé 1 C6 day da. ky ndng C6 day dd ky ndng co bén va
it kj ndng co’ ban co'bén it nhét 1 kj néng ndng cao

Ghi cha:
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2. KY NANG GIAO TIEP BANG LOI NOI

Huwéng din danh cho dién vién: Khi nguwoi tro gitp siv dung cau héi déng nhw “Anh/chi cé.... khong; anh/chj co t{zé
khong?”, hay trd loi co hodc khong. Khi nguoi trg' giiip sir d ung cdc cau hoi mo nhw “Anh/chi cé thé ké cho toi vé; hay chia
s€ vdi toi; diéu do xdy ra nhw thé nao...?”, hay trd loi cu thé, day du chi tiét.

Chon tit ca cdc hanh vi di thyc hién trong méi muc

Hanh vi khong C(I)I:;h hodc c6 the gay K¥ ning trg gitp co ban K¥ ning trg gidp ni ng cao

O Ngit loi/chen ngang 16i khich hang | 1 St dung ciu hoi mé Q  Thuc bién tét cd cdc ky ndng tro gidp

U Ditnhitu ciu hoi goi ¥ hoic ciu O St dung cdc cdu tém tit hoic dién co bin
hoi déng c6 tinh din dit (VD: gidi cdc vin dé O Khuyén khich khdch hang giai thich
Anh/chi thyc sy khong mudn lam O Doi khdch hang chia sé hét vin de thém (anh/chi cé thé cho téi biét
nhu vdy, phii khong?) trude khi phan hoi thém ve...)

QO Straloi ctia khdch hang (¥ ctia Q  Khéng thic hién bit ky kj ndng nao | Q St dung cdc cau lam r6 & ngoi tha
anh/chj la...) hoic dua ra nhiing kétrén nhit (T6i nghe anh/chi ndi ring,
nhin dinh mang tinh d6 16i Toi hiéu ring...)

(ban/chi khong nén néi vay véi O Tim ra nhip diéu pht hop véi
chong) khdch hang, cho phép tam diing

O St dung cdc tir ng@ hodc ngdn ng trong khodng thoi gian dai hoic
khéng phtt hgp véilGa tudi  va ngin hon, dya trén tinh hudng cu
vin hda thé ctia tirng khéch hang

Chon mtic d6 phti hgp nhit (chi chon duy nhét 1 mdc)
| Mic do 1 _IMucdo 2  |Mic d6 3  [Miic d6 4
Bdt ky hanh vi bét lgi nao Khéng c6 hodc chi cé 1 C6 day di ki ndng C6 ddy du kyj ndng co bén va

it kj néng co’ ban co'bén it nhét 1 kj ndng ndng cao

Ghi cha:
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3. GIAI THICH VA KHUYEN CAO TINH BAO MAT

Huong {hin danh cho dién vién: Trong qud trinh thuwe hanh dong vai, hoi nguoi tro ginp “Anh/chi cé noi cho ai nhirng diéu
t0i da ké voi anh/chi khong?” hodc “Toi lo la anh/chi sé dem diéu t6i noi di ké cho ngwoi khac?”

Chon tit ci cdc hanh vi di thuc hién trong méi muc

Hanh vi khong c6 ich hodc c6 thé gay L ., . L .
hai K¥ ning trg gidp co ban KY¥ ning trg gitip ni ng cao
Q  Ep budc khich hang tiét 16 thong U  Giai thich khdi niém vé tinh bao O Thuc bién tét cd cdc kj ndng tro gidp
tin cho ngudi trg giup hoic ngudi mait co ban
khic O  Liét ké nhing truong hop ngoai 1é QO Giai thich chi ti€t quy trinh Khong
QO Giai thich khong chinh x4c vé tinh ddi vdi viée phd v6 quy tic bio mit 16 ¥ chd nay lién quan t6i tinh bio
bio mit (vd: T6i chi néi véi gia (vi du: nguy co khdch hang ty lam mit va cdc trudng hop ngoai Ié
dinh ban thoéi) hai cho ban thin hoic giy nguy U Dit ciu hoi dé dénh gid muic do
O Cam két sé bio mét toan bo thong hiém cho ngudi khéc) hiéu biét ctia khéch hang hiéu ve
tin trong moi trudng hgp ma khong | A Giai thich tim quan trong cta viée tinh bao mat
c6 ngoai 1é phd v& quy tic bao mit trong mot U Céc cha dé thio ludn dugc xdy
O  Coinhe nhtng lo ngai ctia khéch s0 truding hop cu thé dung pht hgp véi tinh bao mét
hang vé tinh bao mat (vi du: khong | O Khdng thuc bién bit ky kj ning nao
quan trong néu c6 ai nghe thdy kétrén
chiing ta néi chuyén)

Chon mutc d¢ phit hgp nhit (chi chon duy nhit 1 mtic)

| Mic d6 1 _]Mucdo 2 Muc d6 3 ~ Miic d6 4
Bdt ky hanh vi bét loi ndo Khéng cé hodc chi cé 1 C6 déy du ky néng C6 ddy du ki ndng co bén va
it kj ndng co’ ban co' bén it nhét 1 ky ndng ndng cao
Ghi chu:

4. XAY DUNG MOI QUAN HE VA TU BOC LO

Hudng dén danh cho dién vién: Khéng gidi thiéu tén hay bat ky théng tin cd nhén triv khi ngwoi tro’ gitip yéu ciu

Chon tit ca cdc hanh vi di thuc hién trong méi muc
Hanh vi khong c6 ich hoic c6 thé giy L ., . L .
hai KY ning tro giup co ban Ky ning trg gitp ni ng cao

O Lin dt toan bo cudc trao d6i dé chia | L Tuy gidi thiéu va giai thich vai tro Q  Thuc bién tét cd cdc ky ndng tro gidp

sé nhiing trai nghiém c4 nhin ctia ban thian co bian
U Giam thiéu vin dé cta khdch hang O  Taora cudc trao d6i thin thién, U Yéu ciu khich hang phan 4nh lai

bing cdch mo6 ta cdch ngudi hé trg thoai mdi v6i ngudi trg gitp vé nhing thong

giup giai quyét vin dé d6 nhu thé O Yéu ciu khéch hang tyu gidi thiéu. tin dugc chia sé

nao Vi du: hoi khich hing mudn duge | 1 Kiém tra thudng xuyén dé dam bao
O  Dit nhang ciu hoi cd nhan khong goi nhu thé nao khéch hang cam thdy thoai mdi (vi

can thi€t, giy xdu hé cho khéch O  Chiasé nhiing kinh nghiém chung du: moi ngdi, st dung ngdn ngit ma

hang c6 lién quan dén khdch hang (vi du: khéch hang mong mudn)
O Thao luin céc thong tin bio mit vé cdng dong hoic ton gido ctia

khic véi khéch hang mot ngu'si)

Q  Khing thuc bi¢n bit ky kj ndng nao
kétrén
Chon muc d§ phit hgp nhit (chi chon duy nhit 1 mtrc)
Muic dé 1 _IMucdo 2  |Micdd 3 we d6 4
Bé@t ky hanh vi bét lgi ndo Khéng cé hodc chi cé 1 C6 day du ky ndng C6 dédy du kjj néng co bdn va
it kj ndng co’ ban co' bén it nhét 1 ky ndng ndng cao

Ghi chu:
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5. TIM HIEU VA BINH THUONG HOA CAM XUC

Huong din danh cho die:n‘vie”n: Khéng chia sé cam nhgn hodc cam xic trir khi nguoi tro giup hoi. Vi du, “Anh/chi cam thiy i
thé nao; Hay ké cho toi diéu gi gan ddy khién anh/chj lo lang, suy nghi; Téi nhdn thay khi mdi toi, anh/chj cé vé buén, hay ké
cho toi vé nhirng diéu khién anh/chi phién long.”

Chon tit cd cdc hanh vi d4 thuc hién trong méi muc

Hanh vi khong c6 ich hoic c6 thé
giy hai

K¥ ning trg gitp co ban

KY¥ ning trg gitip ni ng cao

O Duaranhén dinh ring phan ting
ctia khdch hang I bit thuong hoic
khong giong cdch xt' s u ctia nhiing
ngudi khéc trong tinh hudng tuong
ty (vi du: moi ngudi thudng khong
phin ting nhu thé)

O Giam thiéu hoic bé qua cim nhin
hodc cam xtc ctia khdch hang

a Ep budc khdch hang miéu ta cim

O Khuyén khich, dong vién mot cich

phtt hop dé khich hang chia sé cam
nhin

Giai thich ring nhttng ngudi khéc
c6 thé ciing ¢ nhing tri¢u chiing,
phintngvaloling tuongtunéu
ho trai qua nhing diéu tuong ty
Yéu cau khédch hang phan hoi vé trai
nghiém khi chia sé cim xtc

Thutc bién tét cd cdc kj ndng tro
giiip co ban

Tim hiéu cdc ly do tiém 4n khién
khéch hang e ngai khi chia sé cim
xUc

Nhin xét bi€u cim trén guong mit
cta khdch hang mot cdch cin thin
dé khuyén khich ho thé hién cim

xuc

xuc Khing thue bién bit ky kj ndng nao Xdc thyc cdc phan ¥ng mang tinh
kétrén cam xutc va kiem ché cdc phan ting
cam xuc c6 thé cé hai
Chon mutc d¢ phit hgp nhit (chi chon duy nhit 1 mtrc)
Mic d6 1 Midc d6 2 Muc dd 3 vc do 4
Bdt ky hanh vi bét loi ndo Khéng cé hodc chi cé 1 Cé déy du ky nding C6 ddy du kj ndng co bén va
it kj ndng co’ ban co' bén it nhét 1 kyj ndng néng cao

Ghi cha:
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6. THE HIEN SU CAM THONG, AM AP VA CHAN THANH

Huong din danh ?choodién vién: Tqi nhitng thoi dg'e:m thich hgp trong qud trinh phong van, si dung ngon ngir co {héplgit hop
vé mdt van hoa dé the hi¢n sy dau buon hodc lo lang (twong tw hudng din phan 1), va khi dwgc yéu cau chia sé noi buon dé
quan sdt cach nguoi trg giup phdan wng nhw thé nao (twong tuw huwong dan phdn 5).

Chon tit ca cdc hanh vi di thyc hién trong méi muc
Hanh vi khong C(I)I:;h hodc c6 the gay K¥ ning trg gitp co ban K¥ ning trg gidp ni ng cao
O Phé phdn nhiting lo ngai cia khich | d  Thé hién than thién, 4m 4p va chin Thutc bién tét cd cdc kj ndng tro gidp
hang thanh trong sudt qud trinh trao déi co ban
O Coi thudng hoidc coi nhe nhitnglo | U Lién tuc thé hién sy lo ling hoic Yéu ciu khéch hang phan dnh lai
ling ctia khdch hang quan tim dén khédch hang (vi du: nhing ciu néi dong cam ctia ngudi
O Phan tng cim xdc cta ngudi trg nghe budn qud; anh/chi c6 thé ké trg gitip (vi du: Ban nghi gi khi t6i
giup c6 vé khong phu hop, gia tao thém véi t6i?) n6i ring ban cé vé budn?)
hoic dién O Dit cdu héi dé x4c dinh r6 khich
hang dang cam thiy nhu thé nao (vi
du: t6i thic mic khong biét khi viéc
dé xdy ra, anh/chi cim thdy budn
hay téc gidn)
Q  Khing thuc bi¢n bit ky kj ndng nao
kétrén
Chon mtic d6 phtt hgp nhit (chi chon duy nhét 1 mdc)
 Micdo1 |Micds 2 Micdp 3 Micdo4
Bét ky hanh vi bét lgi nao Khéng cé hodc chi cé 1 Cé ddy du ky ndng C6 ddy d kjj néng co bdn va
it kj ndng co’ ban co' bén it nhét 1 ky ndng ndng cao
Ghi chu:
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7. DANH GIA KHA NANG TU LAM HAI CHO BAN THAN, KHA NANG LAM HAI NGUOI
KHAC, MOI NGUY HIEM TU NGUOI KHAC & XAY DUNG KE HOACH PHAN UNG PHU
HQP

Huwdng dén danh cho dién vién: Trong qud trinh déng vai, néi ré “Nhiéu khi di ngii , téi wéc rang minh sé khéong tinh lai vio
sang hom sau”. Néeu dwoc hoi vé vigc da tirng tw lam bdn than bi thwong hay tw tir, hdy noi “Déi khi toi nghi vé cdi chét,
nhung toi khong co y lam minh bi thwong”. Neu dwgc hoi ly do vi sao ngirng lai, khong lam bdn thdn bi thuwong nirva, hdy gidi

thich: “Téi muén song dé cham séc gia dinh. Néu t6i chét, ai sé chiam séc ho”. Néu dwoc héi di tirng thir lin nao chwa, hay
trd 1oi: “Chura, t6i chwa tirng thir tw tir”

Chon tit ci cdc hanh vi d4 thyc hién trong méi muc
Hanh vi khong c6 ich hodc c6 thé L ., . L .
. K¥ ning trg giup co ban KY ning trg gidip ni ng cao
gay hai
O Khong hoivé viéc tylam haiban | 1 Hoi ve viée ty lam hai ban thén, Thute bién tit cd cdc ky ndng tro
thin hodc lam hai t6i ngudi khéc, hoic gidp co ban
O Giai thich cho khich hang khéng bat ky t6n hai nao ma khéch hang Néu nguy co hién tai cao hoic
nén ty lam hai minh vily ton gido nhic dén thap, giup khdch hang x4y dung
hoic luit phip (vi du: dieu dé la O Hoi ve muc tiéu hién tai, cdch ké hoach an toan (vi du: chién
t0i 161, hodc dieu d6 1a pham thic thic thuc hién hoic nhing luge Gng phé va tim kié€m sy giup
phép) lan tht thyc hién truée day de)
O Thé hién, bay t6 sy khong tin O Hoi vé cdc yéu t6 nguy ca va/hoic
tudng (vi du: budc toi khich hang céc yéu to bao vé
tu lam hai ban thin dé thu htiesy | O Khong thuc hién bit ky kyj ning
cht ¥; néi ring khong cé ai thuc nao kétrén
sy lam hai khdch hang hoic con
ctia khdch hang diu)
O Khuyén khich khdch hang git kin,
khong néi véi ai vé y dinh ty gay
hai cho ban thin hoic giy hai cho
ngudi khic
Chon mtc d6 phtt hgp nhit (chi chon duy nhit 1 mic)
Mic d6 1 Midc d6 2 Mdc d6 3 DMl’fc do6 4
Bét ky hanh vi bét lgi ndo Khéng cé hodc chi cé 1 C6 day du kyj ndng C6 dédy di kjj ndng co bén va
it kj ndng co’ ban co' bén it nhét 1 ky ndng nédng cao
Ghi chu:
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8. KET NOI VOI CAC CHUC NANG XA HOI VA TAC PONG DEN POI SONG

Hudng din danh cho dién vién: Néu nguoi trg gitip héi vé cic hoat djng hang ngay, hay ndi rang doi khi ban kho c6 thé lam
duwgc mot s6 hoat dong, thong thuwong nhu: tw cham séc ban than, cham soc con cdi, ban doi hay nguwoi than khdc vi ban cam
thay lo lang hodc buon ba.

Chon tit cd cdc hanh vi d4 thuc hién trong méi muc

Hanh vi khong c6 ich hoic c6 thé

K¥ ning trg gitp co ban

KY¥ ning trg gitip ni ng cao

giy hai
O Phé phédn khéch hang da dé cic O Hai vé sinh hoat hang ngay ctia Thutc bién tét cd cdc kj ndng tro
triéu chitng anh hudng téi sinh khich hang giiip co ban
hoat hang ngay (vi du: anh/chiyéu | O Thao luin, trao d&i vé méi lién Lam r6 va/hoic hd trg méi lién
dudi, anh/chi khong ¢6 y chi) quan (tuong quan) gitra sinh hoat quan gitra sinh hoat hang ngay va
O Néi véi khéch hang ring nhiing lo hang ngay va sttc khoe tim thin stic khoe tim thin ctia khich hang
ling vé stic khoe tAm than khong Q  Khing thuc bi¢n bit ky kj ning nao hoic dieu chinh lai néu cin thiét

lién quan gi dén cdc hoat dong sinh

kétrén

Tim hi€u méi lién quan theo ca 2

hoat hang ngay, hoic khong hoi gi chieu (doi s6ng hang ngay tic dong
t6i triéu chiing, va cic triéu chiing
anh hudng t6i doi song hang ngay)
Hoéi truéce day khdch hang sinh hoat
hang ngay nhu thé nio va so sénh

veé viéc stic khoe tAm tim cé anh
hudng gi dén sinh hoat hang ngay
ctia khéch hang Qa

O Phé phidn, chi trich khdch hang vi
dé dé van deé ctia ho inh hudng téi
con cd i, ban doi va ngudi thin khic

O Khién khich hang cam thdy t6i 16
vi da anh hudng t6i con cdi, gia
dinh va nhiing ngudi khdc

v6i boi canh x4 hoi hién nay (vi du:
COVID-19; chuyén d6 da xay ra
bao ldu roi? ...)

Chon mdc d6 pht hgp nhit (chi chon duy nhit 1 mdc)

Mtic d 1 Muc d6 2 Miic d6 3 tic d6 4
Bét ky hanh vi bét loi ndo Khéng cé hodc chi cé 1 Cé déy du ky nding C6 ddy du kj ndng co bén va
it kj ndng co’ ban co' bén it nhét 1 kj néng ndng cao

Ghi chu:
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9. TIM HIEU NGUOI BENH & MANG LUGI HO TRQ XA HOQI, GIAI THICH VAN BE (MO
HINH NGUYEN NHAN & GIAI THICH)

Huwéng din danh cho dién vién: Néu dwoc héi vé nguyén nhin gdy ra vin dé, hay dwa ra cdc loai cdu trd 1oi khdc nhau dé
Xem nguwoi tro givip phin héi nhw thé nao. Vi du: “Téi khong biét ligu minh cé gdp phdi nhitng vin dé nay hay khéong vi hién
tai t6i di khong con vige lam va lic nao ciing lo ling. Hodc, téi chi bi nguyén riia théi.” Néu dwgc héi vé hiéu biét ciia gia
dinh, hay dwa ra mgt nguyén nhén khdc, vi du: “Gia dinh toi cho rang t6i dii gdp nhing vin dé nay vi toi yéu duéi va luwoi

biéng”.

Chon tit ci cdc hanh vi d4 thyc hién trong méi muc

K¥ ning tr¢ giup ni ng cao

Hanh vi khong c6 ich hoic c6 thé L ., .
> . K¥ ning trg gitp co ban
giy hai
O Phé phdn quan diém cta khdch U Tim hiéu quan diém cta khich d
hang vé vin dé dugc cho 1a thi€¢u hang vé nguyén nhin ctia vin dé
hiéu biét, mé tin, v.v., etc. O Tim hi€u quan diém cua gia dinh d
U Xdc nhin niém tin khong cé ich ctia hodc mang ludi hd trg xa hoi ve
khdch hang hoic mang x4 hoi nguyén nhin ctia vin dé (vi du: Gia
dinh ban di néi gi vé nguyén nhin
gdy ra vin dé nay?) d
O Khong thuc bién bét ky ky ning nao
kétrén
d

Thute bién tét cd cdc ky ndng tro
gidp co ban

Két hop céc quan diém ctia khich
hang vé nguyén nhin gly ra vin dé
va lap ké hoach chim séc theo cich
khong gy hai cho ho

Thao luin vé nhing gidi phdp thay
thé cho nhtng gidi phdp khong c6
ich (vi du: Ban d4 néi ditu nay 1a do
ban d4 lam gia dinh minh thit
vong, toi tu hoi liéu cé cich nao
khéc dé nghi vé tinh hudng nay
khéng?)

Giai quyét nhing khic biét trong
quan diém cua khdch hang va cta
ngudi khdc vé nguyén nhén giy ra
vin dé

Chon muic d¢ phtt hgp nhit (chi chon duy nhét 1 mdc)
D Muc d6 2  Mugc do 3
Khéng cé hodc chi cé 1 C6 day di kyj ndng
it kj ndng co' bén co' bdn

 Miicdo 1

Bé@t ky hanh vi bét lgi ndo

Ghi cha:

vc do 4
C6 dédy du kjj néng co bén va
it nhét 1 ky ndng nédng cao
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10. SU THAM GIA PHU HQP CUA CAC THANH VIEN TRONG GIA PINH VA NGUOI THAN
KHAC

Huwéng din danh cho dién vién: N,é'u duoc hoi v‘é nhitng nguwoi thin thiét trong cujc song ciia ban, hay mo ta nhitng nguwoi

than trong gia dinh. Tuy nhién, néu dwgc hoi vé nguoi than khdc ma ban muon cham soc, hday mé td vé ho, vi du: co, chu,

hang xom, v.v.

Chon tit ci cdc hanh vi d4 thyc hién trong méi muc

Hanh vi khong c6 ich hoic c6 thé - . . - A
Av hai K¥ ning trg gitp co ban K¥ ning trg giup ni ng cao
gay ha

O Yéu ciu khéch hang khong dé gia O Tim hiéu vé nhiing ngudi thin Q  Thuc bién tét cd cdc ky ndng tro

dinh hodc ngudi thin tham gia vao

thiét trong cudc song ctia khich

gidp co ban

bat ky hinh thiic ndo trong sudt hang (vi du: cdc thanh vién trong O Tim hiéu cic mong mudn cia

qud trinh ditu tri hodc phuc hoi gia dinh, ngudi thin hoic ban be) khdch hang ve viéc moi cdc thanh
Yéu cau khéch hang moi thanh vién Hoi khdch hang xem ho ¢6 muon vién gia dinh hodc ngudi than khéc
trong gia dinh hodc ngudi thin nhtng nguoi thin tham gia vio qui tham gia vio qud trinh diu tri
tham gia vio qud trinh diéu tri trinh chim séc O Déng vai hoidc thio ludn ve céc lya

O Yéu ciu néi chuyén véi gia dinh O Hoi khich hang xem ho dang sdng chon ctia khéch hang d€ ho c6 thé

hodc nguoi thin ctia khich hang ma tuong tic tét hon véi ngudi thin
khong dugc sy dong ¥ ctia khich a
hang

O Cho phép ngudi thin di cing dugce
quyén quyét dinh sy lya chon cia
khich hang

cung ai
Khéng thuc bi¢n bit ky kj nang nao cta ho (vi du: ngusi trg giip déng
vai la mot thanh vién trong gia

dinh)

kétrén

Chon mtc d6 pht hgp nhit (chi chon duy nhit 1 mic)
DM!’I‘C do1 EIMI’I’C do 2 DMt’l’c do 3
Bét ky hanh vi bét loi ndo Khéng cé hodc chi cé 1 C6 ddy du kyj ndng
it kj ndng co’ ban co' bén

DMl’I’c do 4
cs

ddy du kj ndng co bén va
it nhét 1 ky ndng nédng cao

Ghi chu:
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11. THIET LAP MUC TIEU PHOI HQP VA GIAI QUYET MONG PQI CUA KHACH HANG

Huéng din danh cho dién vién: Néu dwoc héi vé muc tiéu, diu tién hiy dwa ra mot s6 muc tiéu nhw “xin dwoc vige”, nhung
sau dé, néu dwoc ngwoi hé tro tro giiip thi dwa ra muc tiéu mang tinh tim Iy xi hoi hon. vi du: “Téi mudn minh sé bét lo ling
di dé co thé nghi ra ké hoach tim vigc lam...”

Chon tit ¢i cdc hanh vi d4 thyc hién trong méi muc
Hanh vi khong c6 ich hoic c6 thé L ., . L. A
1 . K¥ ning trg gitp co ban KY ning trg giup ni ng cao
giy hai
U Noi vé6i khich hang ring ho sé U Hoikhdch hang vé muc tiéuditu tri | Q  Thutc hién tit cd cdc ky ndng tro
khong thé dat duge muc tiéu (ky (ky vong) ctia ho gitip co ban
vong) da dit ra ma khong giai thich | 0 Giai thich 6 ring vé mtc d6 phu QO Uu tién va dieu chinh ké hoach dieu
ly do hop ctia muc tiéu va ky vong ctia tri cho phtt hop véi muc tiéu (ky
O Dua ra thong tin khong chinh xdc, khdch hang véi ké hoach diéu tri vong) ctia khdch hang
gdy hiéu [am hoic khong thuc t& nhu thé ndo O Lam viée v6i khdch hang dé dieu
vao cdc muc tiéu diéu tri O Khong thuc bién bét ky kj ning nao chinh muc tiéu ctia ho trong pham
Q  Ap dit myc tiéu cho khich hang kétrén vi k€ hoach diéu tri (vi du: Muc tiéu
(dua ra muc tiéu bit budc cho cta anh/chi 1a tim dugc viéc, nén
khéch hang) chiing ta s thao luin cting nhau
xem lam thé nao cé thé gitp
anh/chi tim dugc viéc [am phu
hop?)
Chon mutc d¢ phit hgp nhit (chi chon duy nhit 1 mtrc)
| Mic d6 1 _Mucdo 2  [Micdd 3 ~ Mudc do 4
Bdt ky hanh vi bét loi ndo Khéng cé hodc chi cé 1 C6 déy du ky néng C6 ddy du ki ndng co bén va
it kj ndng co’ ban co' bén it nhét 1 ky ndng ndng cao
Ghi chu:
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12. KHUYEN KHICH NHUNG HY VONG THAY POI THUC TIEN

Huong dﬁn’ddnh cho dién vién: Trong khi déng vai, héi nguoi trg gitip nhitng ciu hoi nhw “Li¢u gap anh/chi cé giup cdc vin
dé cua t0i tot hon khong? Li¢u gap anh/chi c6 giup t6i tim dugc viéc lam khong?” Dong thoi nhac dén nhirng diéu khién ban
¢6 hy vong (vi du: Truéc ddy toi da lam roi, nén chac chan t6i sé lam lgi dwgc) va diéu khién ban mat hy vong (vi du: toi da
thir moi cdch roi ma khong dwoc)

Chon tit cd cdc hanh vi da thuc hién trong méi muc
Hanh vi khong c6 ich hoic c6 thé . ., . . .
> Ky ning trg gitp co ban K§ ning trg gidp ni ng cao
giy hai
O Duwa ra nhin dinh tiéu cuc vé QO Giai thich cho khdch hang ring ho Q  Thuc bién tét cd cdc kj ndng tro
nhtng nghi ngd ctia khdch hang c6 thé hy vong vé kha ning moi giip co ban
(lam sao moi chuyén ctia anh/chj ¢6 chuyén sé thay d6i nhu thé nao O Tim toi va phét hién nhng dieu
thé tot dep hon néu anh/chi khéng | O Khuyén khich khdch hang tim kiém khéch hang nghi ngo vé viéc diu tri
¢6 chat hy vong nao) su chdm séc, hé trg O Ngudi trg gitp chia sé Iy do dé
O DPuara nhng mong doi khong Q  Khing thuc bi¢n bit ky kj ndng nao mang lai hy vong cho khdch hang
thuc t& (Moi viéc sé dugc chita khoi kétrén dua trén nhing kinh nghiém ctia
hoic giai quyét 6n thoa ...) ban thin hoic dya trén hanh vi ctia
O DPuara nhting nhén dinh vé viéc khich hang
chic chin k hong mang lai hy vong O Théo luin vé nhang ly do dé mang
thay d&i (Vin deé nay khong thé gidi lai hy vong khi khdch hang cam
quyét duogc...) thiy nghi ngo hoidc khong hai long
Chon muic d6 phit hgp nhit (chi chon duy nhét 1 mtrc)
| Micdd 1 _|Muc do 2 Mic d6 3 ~ Muic d6 4
Bét ky hanh vi bt loi ndo Khéng cé hodc chi cé 1 C6 ddy du kyj ndng C6 ddy d kjj ndng co bdn va
it ky ndng co’ ban co' bén it nhét 1 ky ndng ndng cao
Ghi chu:
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13. KET HOP CAC HANH VI UNG PHO VA CAC GIAI PHAP TRUGC DAY
Huéng din danh cho di(?l} vién: Trong khi dong vai, dwa ra nhirng vi du vé déi phé tich cuwee (vi du: lam vieon) va déi phé tiéu
cuwe (vi du: quadt thdo, dudi nguwoi khac di ra; uong ruwou, bia).

Chon tit ci cdc hanh vi d4 thyc hién trong méi muc

Hanh vi khong c6 ich hoic c6 thé
giy hai

K¥ ning trg gitp co ban

KY¥ ning tr¢ gitdp ni ng cao

O  Duara nhin xét tiéu cuc vé cich
ting i phé ctia khdch hang (cich dé
khéng bao gior ¢6 hiéu qua ...)

O Khuyén khich va thé hién sy chdp
nhin céc tng phé khéng cé ich cta

O Hoi khich hang vé hanh vi ting phé
hién nay hoic truée dy (khdch
hang di ¢6 ging ti€p tuc bing cich
nao sau khi vin dé xay ra...)

O Khen ngoi khdch hang vi da tirng

Q  Thuc bién tét cd cdc ky ning tro
gidp co ban

O Khuyén khich khéch hang tiép tuc
dp dung cdc hanh vi ting phé tich
cuc

U Phan hoi lai nhtng chién luge

Bdt ky hanh vi bét loi ndo

Ghi cha:

Khéng cé hodic chi cé 1
it ki ndng co’ ban

co' ban

Cé déy du ky nding

khich hang hoic dang c6 nhing gidi phdp tich
cuc va an toan khong lanh manh truée diy va cting
Q  Khing thuc bi¢n bit ky kj ndng nao nhau suy nghi, dua ra cdc chién
kétrén lugc thay thé
Chon muic d¢ phti hgp nhit (chi chon duy nhét 1 mdc)
DMt’fc do1 Midc d6 2 DMﬁ’c do 3 vc do 4

C6 ddy du kj ndng co bén va
it nhét 1 kj néng ndng cao

14. GIAO DUC TAM LY VA SUDUNG NGON NGU PIA PHUONG

Huéng din danh cho dién vién: Néu nguwoi hé tro siv dung cdc thudt ngiv chuyén nganh, hiy héi “tiv dé cé nghia la gi” dé
Xem nguwoi trg giup co thé dién gidi dugc cdc thudt ngir do bang ngon ngir dia phwong khong.

Chon tit ci cdc hanh vi d4 thyc hién trong méi muc

Hanh vi khong c6 ich hoic c6 thé
giy hai

K¥ ning trg gitp co ban

K¥ ning trg giup ni ng cao

O St dung cic thudt ng chuyén
nganh ma khéng kiém tra xem
khéch hang c6 hiéu khong

O St dung cdc thudt ngl mang tinh
chatky thi vé stic khoe tim thin

O Thuc hién gido duc tim ly chinh
xdc v6i nhiing thuit nga don gidn

O Cé st dung céc khdi niém va thuit
ng dia phuong trong khi gido duc
tim ly

O Khong thuc bién bét ky kj ning nao
kétrén

Q  Thut bién tét cd cdc ky ndng tro
gidp co ban

O Kéthop cich moé ta vin dé cua
khéch hang

U Kiém tra khich hang hiéu vé gido
duc tim Iy nhu thé nao

Chon mtc d6 pht hgp nhit (chi chon duy nhit 1 mc)

DMl’l’c do1

Bdt ky hanh vi bét loi nao

Midc d6 2 DMl’l’c do 3 DMl’I‘c do6 4
Khéng cé hodc chi cé 1 C6 day dd ky ndng C6 ddy du kj néng co bén va

it kj ndng co’ ban co'ban it nhét 1 ky ndng ndng cao

Ghi chu:
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15. KHOI GOI PHAN HOI KHI PUA RA LOI KHUYEN, KHUYEN NGHI VA PE XUAT

Huong dan danh cho dién vién: Néu nguwoi ho trg yéu cau dwa ra phan héi vé cdc dé nghi, hay tra loi
rang mot sé 101 khuyén cé hivu ich, nhung mot sé khdc thi khé cé thé lam dwoc trong tinh huong ciia
ban. Sau do, hay hoi xem ho con co lwa chon hay hoat dong nao khdc khong.

Chon tit ci cdc hanh vi d4 thuc hién trong méi muc

Hanh vi khéng c6 ich hodc c6 thé

gy hai K¥ ning trg givup co ban Ky ning trg gitp ni ng cao
O Thuyét giang cho khich hang can | 1 Yéu ciu khdch hang phan hoi dé Q  Thuc hi¢n tét cd cdc kj ndng tro
phai lam gi ma khéng yéu cau dénh gid xem ¢ dé nghi, 1o gidp co bdn
khdch hang phan hoi khuyén nao hu ich khong O Tém tit phan hoi ctia khdch hang
U DPuaranhiing dé nghi tiéu cuc O  Giai thich cu thé, dieu chinh lai va kiém tra xem dién giai di ding
hoic c6 hai hoic dua ra goi y thay thé dya trén y khdch hang chua

phan hoi ctia khdch hang
Q  Khong thuc hién bit ky ky ning

nao kétrén

Chon muic d¢ phti hgp nhit (chi chon duy nhét 1 mdc)

| Mic do 1 _|Micdo 2  Mucdé 3 DMu’c do 4
Bt ky hanh vi bt loi ndo Khéng cé hodc chi cé 1 Cé day di ky ndng Cé6 ddy du ky néng co ban va
it kj ndng co’ ban co' bén it nhét 1 ky ndng néng cao
Ghi cha:
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