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MQT SO YEU TO ANH HUONG 
DEN KY NANG GIAO TIER 
CUA C A N BO CONG CHUC 

Nguy§n Phuong Huy^n 

Trifdng Cao ddng Suphgm Trung uang. 

i 
TOM TAT 

Ddi vdi hogt dgng cdng vu ciia cdn bd cdng chitc, giao tie'p la mdt dieu kien 
khdng the thie'u trong cdc hogt dgng nghiep vu tgi vdn phdng, vi ledd, ky ndng giao 
tie'p dugc xem nhu la mdt trong nhimg ky ndng ea bdn nhd't ddng gdp vdo hieu qud 
hogt ddng hdnh chinh Nhd nude. Ket qud nghien cifu cho thd'y, cdc yeu td ehii quan 
(bao gdm: Ddc diem tdm ly cd nhdn; Kinh nghiem; Nhdn thifc ve tdm quan trgng eiia 
kyndng giao tie'p; Ddng ea ldm viec; Thdi do ciia edn bg cong chifc ve hogt dgng giao 
tiep hdnh chinh) ditgc cong chifc ddnh gid la cd dnh hifdng de'n ky ndng giao tiep ciia 
hg mgnh han so vdi mdt sd yen td tdc ddng khdch quan (bao gdm: Dde diem ciia nen 
hdnh chinh Nhd nude, dgc diem tdm ly xd hgi vdn hda truyen thdng, phong cdch 
ldnh dgo - vdn hda td chifc, thu nhgp vd dieu kien ldm viec). 

Dat van de 

Ky nang giao tiep eua can bd cdng ehiie cd y nghia vd cung quan trpng, 
do khdng chi don gian la mot thudc tinh eiia ea nhan, mdt "tai san ca nhan" ma 
dd cdn la mpt cdng eu hd trp cho hoat ddng quan ly eiia bat ky mdt Nha nude 
nao. Neu xem giao tie'p trong quan ly hanh chinh la mdt trong nhung didu kien 
dd xdy dung va duy tri mpt xa hpi thi ky nang giao tiep eiia can bd edng chiic la 
CO sd di hien thuc hda cac didu kien ay. Ky ndng giao tie'p ciia cdn bd cdng 
chdc Id su van dung nhdng tri thdc, kinh nghiem, hieu bie't... ve qud trinh giao 
tie'p vdo trong nhitng hodn cdnh giao tie'p cu the nham thitc Men muc tieu cua 
qudn Iy hdnh chinh Nhd nude. Theo chiing tdi, ky nang giao tiep cua can bd 
cdng chiic bao gdm 4 nhdm ky nang thanh phdn: Ky nang tao an tupng ban 
ddu, ky nang ldng nghe tich cue, ky nang sir dung ed hieu qua cac phupng lien 
giao tie'p, ky nang didu khidn cam xiic. 
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Viec Ihuc hien ky nang giao tie'p cua can bd cdng chiic chju anh hudng 
cua nhidu yeu td khac nhau. Trong nghien ciiu nay, chiing tdi tap trung xem xet 
mdt sd yeu id chii quan va khach quan dupc gia thuydt la cd anh hudng de'n ky 
nang giao liep ciia can bd cong chire. Cac ydu id chii quan duac xem xet bao 
gdm: Nh(in ihi'rc ciia can bd cdng chii'c vd ldm quan trpng cua ky nang giao tie'p; 
Thai dp ciia can bd cdng chiic ddi vdi hoal ddng giao tiep hanh chfnh; Kinh 
nghiem, ddng co' lam vice ciia can bd cdng chirc va nhiing dac didm tam ly ca 
nhan. Cac ycii td khach quan dupc xem xet la: Dac didm ciia ndn hanh chfnh 
Nha nude, van hda truyen Ihdng, phong each lanh dao ciia don vj va van hda td 
chiic, thu nhap ciia can bo cdng chii'c va didu kien lam viec. 

Phuong phap nghien ciiu va each danh gia 

Dc lai da sir dung phdi hpp cae phuong phap nghien ciiti phdng va'n, 
quan sal, didu tra bdng bang hdi va thd'ng ke loan hpc. Mu'e dd anh hudng ciia 
cac yeu id dupc xac djnh Ihdng qua tu danh gia eiia can bd cdng chii'c. 

Didm trung binh dupc tfnh iheo thang 3 miie dd, trong dd anh hudng 
nhidu lirng vdi 3 diem, anh hudng trung binh 2 didm va khdng anh hudng - 1 
didm. Vdi thang do nay, neu didm trung binh (DTB) tir 1 den 1,67 tuong irng 
vdi viec yeu td dupe nghien ciiu dupc danh gia la khdng cd anh hudng den ky 
nang giao tiep eua can bp cdng chiic. DTB tren 1,67 den 2,34 tuong iing vdi k6t 
qua yeu td dua ra ed anh hudng d miic dd trung binh den ky nang giao tiep ciia 
can bd edng chiic. DTB tren 2,34 ddn 3 tuong iirng vdi viec yeu td cd anh hudng 
kha ldn den ky nang giao liep cua can bd cdng chiic. 

Ke't qua nghien ciru 

7. Cdc yeu td ehu quan ed dnh hudng de'n ky ndng giao tiep eua edn 
bg cdng ehiie 

1.1. Ddnh gid chung 

Ket qua khao sat tai bang 1 cho thay, cac y6'u td chu quan dupc can bd 
cdng chire danh gia cd anh hudng kha ldn de'n ky nang giao tie'p ciia hp (DTB 
chung = 2,63). 

Trong 5 nhdm yeu td dupc dua ra xem xet thi miic dd anh hudng ciia 
chiing tuy khdng ddng ddu, nhung nhin chung deu kha ldn. Ddc diem tdm ly cd 
nhdn dupe can bd cdng chii:e danh gia la cd anh hudng ldn nha't trong nhdm cac 
yeu td chu quan. Qua trao ddi va quan sat, chiing tdi nhdn tha'y, nhirng dac 
didm nhu tfnh each, khf chdt, nang luc... cua ca nhan bieu hi6n kha ro net va 
sinh ddng trong hoat dpng giao tiep cua mdi ca nhdn, tao ra nhfing dien mao 
eho tiing ca nhdn dd. Yeu td kinh nghiem cung dupc dac bi6t dd cao. Theo y 
kie'n ciia nhidu can bp cdng chu:c, nhutig kinh nghiem dupc tich luy trong cudc 
sdng, trong qua trinh hpc tap, bdi dudng chuy6n mdn la tidn dd quan trpng giup 
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ca nhan cd dupe ky nang giao liep thudn thuc va hieu qua. Ben canh dd, nhdn 
thdc ve tdm quan trgng cua ky ndng giao tie'p cQng mang mdt y nghTa khdng 
nhd ddi vdi viec thuc hien ky nang, bdi cd nhan thuc diing ddn mdi cd thai dd 
diing ddn va hanh vi tfeh cue lap luyen. Cung rat gdn gui vdi yeu td tren, ddng 
ca ldm viec cua mdi can bd edng chuc cd anh hudng rat to ldn den ky nang giao 
tidp. Dpng eo lam viec tfch cue la yeu td quan trpng thiic day ca nhan ren luyen 
ky nang giao tidp cua minh dd thue hien tdt nhu'ng yeu cdu mang tfnh ihudng 
xuyen ciia edng viec. 

Bdng 1: Ddnh gid ciia cdn bd cdng chifc ve dnh hudng ciia 
cdc yeu to chu quan den ky ndng giao tie'p ciia hg 

TT 

1 

2 

3 

4 

5 

Cac yeu td chii quan 

Nhan thiic cua can bp cong chiic vi tdm quan trong 
ciia ky nang giao tie'p 

Thai dp cua can bp cong chirc ve hoat dong giao tiep 
hanh chfnh 

Kinh nghiem cua can bp cong chiic 

Dpng CO lam viec ciia can bp cong chiic 

Dac didm tam ly ca nhan 

DTB nhom 

DTB 

2,54 

2,47 

2,78 

2,53 

2,81 

2,63 

Thur bac 

3 

5 

2 

4 

1 

1.2. Nhdng bieu hien cu the cua cdc yeu to chu quan vd mifc do dnh 
hudng cua chiing de'n ky ndng giao tie'p cua cdn bd cdng chdc 

a. Yeu td nhan thiic 

Phan tich sd lieu bang 2 ta thay: Nhan thiic cd phdn anh hudng kha 
khiem tdn neu so vdi cac ye'u td khac dupc xem xet, nhung neu can cu' vao sd 
DTB = 2,54 cd the thdy, day cung la mot ydu td ed anh hudng kha ldn den ky 
nang giao tie'p ciia can bd cdng ehii:c. Trong dd, nhan thire hogt ddng nghiep vu 
dcaquan hdnh chinh Nhd nude ddi hdi cd ky ndng giao tie'p cung nhu ky ndng 
giao tie'p Id mdt ky ndng cdn thiet ciia mdi cdn bd cdng chdc cd anh hudng ldn 
hon ca de'n ky nang giao tiep ciia can bd cdng chiic. Qua trao ddi, chung ldi 
nhan tha'y, hdu hdi can bd edng chii:c ddu y thii:c dupe ky nang giao tidp la mdt 
ky nang nghd nghidp cdn thiet ma mdi can bp edng chirc cdn phai cd dd lam tot 
cdng viec eiia minli. Tii nhan thii:c nay, ban than hp cung mong mud'n dupe bdi 
duong ky nang giao tie'p cho chfnh minh dd cd the giao lidp tdt hon. Nhidu can 
bp cdng chiic chia se: "Chiing tdi hieu cdng viec ciia minh thudng xuyen phai 
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liep xiie vdi ngudi dan, do dd biel each giao tie'p la mdt Ipi the' nghd nghiep 
quan Irpng. Vi vay, chiing ldi rdt mong mud'n dupc tham du cac ldp bdi dudng 
cho can bd edng chiic vd ky nang giao tie'p dd cd thd lam tdt hon cdng viec cua 
minh" 

Nhan thii:c vd vi tri ciia caquan, dtfn vi minh trong bg mdy hdnh chinh 
Nhd nififc cung nhu vi tri, nhiem vu ciia hdn thdn tgi ca quan khdng dupc cac 
can bd cdng chiirc danh gia cao vd ldm anh hudng ddn ky nang giao tiep cua can 
bd cdng chirc. Day cung la mdt han chd ddi vdi viec ren luyen ky nang giao 
tiep eiia can bd cdng chiirc, bdi cd y thiic dupc tdm quan trpng cua vi trf, nhiem 
vu ciia CO quan. cua ban than minh thi cdng chii'c mdi cd mdt ddng co thiic ddy 
hp nd lire trau ddi, ren luyen ky nang giao lidp. 

Bdng 2: Anh hifdng cua ye'u it'inhdn thitc de'n ky ndng giao tie'p 
cua cdn bd cdng chitc 

TT 

1 

2 

3 

4 

Ndi dung 

Hoat dPng nghiep vu d co quan hanh chfnh Nha nude 
doi hdi CO ky nang giao lidp 

Ky nang giao tidp la mpt ky nang cdn thiet cho mdi can 
bd cdng chirc 

Vj trf cua CO quan trong bd may hanh chfnh Nha nude 

Vi trf, chiic nang cua ban than can bd cdng churc trong 
CO quan hanh chfnh Nha nude 

DTB nhom 

DTB 

2,63 

2,58 

2.43 

2,50 

2,54 

Thur 
bac 

1 

2 

4 

3 

b. Yeu td thai dp 

TCr sd lieu bang 3 ta thdy: Mong mudn cd mdi quan he tdt vdi ngudi ddn, 
tdn trgng ngudi ddn dupc danh gia la nhutig y6'u td cd anh hudng ldn de'n ky 
nang giao tiep ciia can bd cdng chiic. Anh N.Q.H - mdt can bd hai quan bay td 
quan diem: "Cac doanh nghiep, ngudi ddn Id khach hang cua chiing tdi, ban 
than chiing tdi cung mudn minh biei each giao tiep dd tao dufng mdi quan he tdt 
dep vdi khach, trudc h6i la de mdi gid lam viec dupc vui ve, nhe nhang, sau niia 
la di ca hai ben thoai mai cho cdng vi6c trdi chay, tranh dupc nhihig sai ldm 
dang tie'c ed the xay ra" Phdn ldn cac can bd cong chiic cGng danh gia y6'u td 
mong mudn gdn bd Idu ddi vdi ca quan cd anh hudng khdng nhd de'n ky nang 
giao tie'p ciia can bd cdng chiic (DTB 2,60). Thai dd nay se la didu kien thuan 
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Ipi gulp eae can bd cdng chii'c hinh thanh ddng co lam viec, nhu cdu thang tie'n 
tii dd cd y thiie bdi dudng chuyen mdn va dac biet la viec ren luyen ky nang 
giao nep. Ldng yeu nghe, hdi Idng vdi cdng viec hien tai ludn mang mdt y nghTa 
quan trpng dd'i vdi mdi ngudi lao ddng, bdi nd se lao ra nhung cam xiic tfch circ 
va lay lan nhu'ng cam xiie dd tdi nhirng ngudi xung quanh, giup cho cdng viec 
dat dupe kei qua tdt trong mdt trang thai vui ve, lac quan... Cac can bd cdng 
chiic duc3c chung tdi khdo sat ciing ehung quan didm rdng, day la mdt yeu td 
quan trpng cd anh hudng den ky nang giao liep eita can bd cdng chiic (xep thir 
3 trong tdng sd 5 ndi dung thudc nhdm nay). Cd mdt bat ngd la khdng cd nhidu 
can bd cdng chiic dd cao thai dd hudng den mot .xd hdi vdn minh khi md mgi 
ngudi bie't cdch de giao tie'p vdi nhau nhu la mdt yeu id ed anh hudng den ky 
nang giao tiep ciia can bd cdng chire (DTB 2,18), mac du chiing tdi danh gia 
day la mdt thai dd cd y nghia tfch cue, trach nhiem dd'i vdi ed cdng ddng trong 
bdi canh xa hdi dang cd nhu'ng chuydn bien lieu eire trong mdi quan he irng xir 
giGa con ngudi vdi con ngudi. 

Bdng 3: Anh hudng ciia ye'u tdthdi do 
de'n ky ndng giao tie'p ciia cdn bd cdng chitc 

TT 

1 

2 

3 

4 

5 

Npi dung 

Mong mud'n dupc cd mdi quan he tdt vdi ngudi dan 

Long yeu nghe, hai long vdi cong viec hien tai 

Hudng de'n mdt xa hpi van minh khi ma mpi ngudi biei 
each giao tie'p vdi nhau 

Tdn trpng ngudi dan 

Mong mud'n gdn bd lau dai vdi co quan 

DTB nhom 

DTB 

2,72 

2,30 

2,18 

2,60 

2,53 

2,47 

Thiir 
bac 

1 

4 

5 

2 

3 

c. Yeu td kinh nghiem 

Ye'u td kinh nghiem d day bao gdm tri thu'c, kinh nghiem dupe tfeh luy 
trong qua trinh sdng va hpc tap, vd'n sd'ng, vd'n van hod cua mdi ea nhan, kinh 
nghiem lam viec trong ITnh vuc cdng tac. Qua tham dd, chiing tdi nhan thay, 
day chinh la yd'u td ma cae can bd cdng chiic dac biet dd eao tdm anh hudng 
ciia nd de'n ky nang giao tiep. Dd dugc ddo tgo, bdi duang ve ky ndng giao tie'p 
la mpt the' manh theo danh gia cua phdn ldn can bd cdng chiic, yeu td nay 
chie'm vi tri thii 1 trong 5 ye'u td thupc nhdm. Tut kei qua didu tra, chi cd 19% 
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sd can bd cdng chuc tirng dupe iham gia cac Idp tap hudn, bdi dudng vd giao 
tie'p, nhung nhidu can bd cdng chii'c chia se chfnh ban than hp cung gap phai 
nhung khd khan, lung liing irong khi giao tidp vdi ngudi dan. So sanh thuc 16' 
nay vdi mdt sd don vj djch vu kinh doanh ngay lai Viet Nam da thay cd nhu'ng 
khac biel. Chdng han, Uii ca nhan vien ciia Cdng ly Kidm loan Deloite Viet 
Nam deu phai Iham du 20 gid tap hudn vd ky nang giao liep hang nam (chuong 
Irinh nay ndm trong khoa dao lao nhdm nang cao chdt lupng djch vu), vl vay, 
Ihco Ban lanh dao cong ty nay, nhirng phan nan ciia khach hang vd thai dd ii:ng 
xir. giao iicp ciia nhan vien cdng ly la rdt fl va uy tfn eiia cdng ty nhd dd cung 
dupc nang cao. Cac doanh nghiep phuc vti nhu Savills, SSI... ddu cd nhu'ng 
chuong ninh luong tu. Ong BTQ Phd chanh van phdng Tdng cue Hai quan 
thang thdn ihira nhan: "Cdng chiirc ben nganh chung tdi hang nam ddu dupc tao 
didu kicn iham du cac ldp tap huan vd nghiep vu, chuyen mdn nhung qua thuc 
bdi dudng cho anh em vc ky nang giao liep vdi khach hang thi lau nay it cd 
didu kien dc thuc hien dupc, mac dii lanh dao nganh rdi mudn lam tdt npi dung 
nay dc nang cao chdt lupng phuc vu ciia nganh" 

Bang 4: Anh huang cua yeu td kinh nghiem den ky ndng giao tiep 
cua cdn bf) cdng chitc 

TT 

1 

2 

3 

4 

5 

Npi dung 

Kinh nghiem sd'ng 

Van hoa giao liep ciia mdi can b6 cdng chiic 

Tham nien nghe nghiep va kinh nghiem cdng tac 

Kinh nghiem trong tie'p xiic, lam viec true tiep thudng 
xuyen vdi ngudi dan 

Da dupc dao tao, bdi dudng ve ky nang giao tiep 

DTB nhom 

DTB 

2,75 

2,77 

2.80 

2.79 

2.81 

2,78 

Thu 
bac 

5 

4 

2 

3 

1 

Kinh nghiem sd'ng va vdn hod giao tiep ciia mdi cdn bd cdng chdc cung 
la nhu'ng yeu td quan trpng cd anh hudng d6'n ky nang giao tie'p cua can bd 
cdng chiirc (DTB - 2,75 va 2,77). Day dupc coi nhu mdt vdn qui, mpt "quydn 
luc mdm" chi phdi manh me den ky nang giao tie'p ciia tutig ca nhan trong hoat 
ddng giao tie'p hanh chfnh. Sau kinh nghiem sdng, kinh nghiem cdng tdc, kinh 
nghiem trong tie'p xuc, Idm viec thudng xuyen vdi ngudi ddn ddng thdi dupc 
nhidu can bp cdng chii:c danh gia cao (DTB - 2,79), chi P.K.H - cdng chiic 
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Phudng Djch Vpng cho biet: "Em la can bd tre, ed nhCfng linh hudng thuc sir 
khdng biet giai quyet ra sao, ldm khi phai edu cuu eae anh chj Idn ludi cd kinh 
nghiem lam viec lau nam, hon niia thdi gian ddu di lam eung ehua true tiep tiep 
xiie vdi dan ndn cang bd ngd, ngay chuyen don gian nhdt la xung hd nhidu luc 
cung khdng biet nen la em hay tdi" Can bd cdng ehiie cd tham nien cdng tac 
hay kinh nghiem lam viee lau nam vdi ngudi dan ihudng cd tam ly tu lin, chit 
dpng trong giao tiep, each thuc gidi quyet cac tinh hudng nay sinh eua hp cung 
Unh hoat hon so vdi cae cdng ehiie Ire. 

Su lieh luy kinh nghiem sdng, kinh nghiem cdng lac tao nen sir hoan 
thien ky nang giao tiep eua can bd cdng chirc. Danh gia nay ddng thdi the hien 
trong kdt qua khao sal. Nhung can bd edng chire nao cd bd day cdng lac va da 
qua dao tao, bdi duong thi ky nang giao tiep ciia hp cang dupc hoan thien, the 
hien trong sir tinh te, linh hoat, dn djnh va sang tao. Nhung thieu hut can ban vd 
nhutig ndi dung tren cung nhu han chd eua chuong trinh dao tao ngay tir bac dai 
hpc cho den viec coi nhe edng lac bdi dudng tai eo quan hanh chfnh Nha nude 
da cd anh hudng ldn den nhiing tdn lai trong ky nang giao tiep eua can bd cdng 
chiic. 

d. Yeu id ddng eo 

Phan tfch sd lieu bang 5 eho thdy: Ddng co cung la yeu td dupc danh 
gia la cd anh hudng den ky nang giao tiep ciia can bd cdng chiic. Neu can bd 
edng chiic cd ddng co lam viec, cd nhu cau tfeh luy kinh nghiem sd'ng, kinh 
nghiem lam viec hudng den Ipi feh cp quan va Ipi feh ban than thi ky nang giao 
tie'p ciia hp se dupc nang cao. 

Trong cac npi dung dupe dd cap trong yeu id ddng co, cac can bd edng 
chirc dac biet coi trpng nhiing ddng co vi ca nhan, eu thd la Icfi ich cua cd nhdn 
(DTB - 2,80), tao dung hinh anh ban than, thiet lap dupe nhidu mdi quan he, 
dupc lanh dao danh gia cao va tich luy kinh nghiem sd'ng, kinh nghiem Idm viec. 
Chia se van dd nay, anh D.T.D cdng chiic thupc Tdng cue Hai quan eho biet: 
"Tdi cung nhu nhidu anh em ddng nghiep khac ddu chung quan niem rdng, didu 
thiie day chiing tdi lam viec tdt, giao tiep tdt vdi khach hang chfnh la de ren 
luyen cho ban than minh, xay dung hinh tupng mdt ngudi can bd ljeh su cd van 
hoa. Didu dd edn giiip chiing tdi cd dupc nhidu mdi quan he hon, dupe lanh dao 
nhin nhan va ddng thdi md ra nhung cP hdi trong su nghiep ciia chfnh minh" 
Nhutig ye'u to nhu M ich ca quan (DTB - 1,83) va md rdng hon la gdp phdn 
xdy dung mdt nen hdnh chinh Nhd nude vdn minh, hien dgi (DTB - 2,68) tuy 
khdng phai la nhiing ddng eo ed anh hudng ldn, song khdng the phii nhan day 
cung la yeu td thiie day can bd cdng chiic ren luyen ky nang giao tie'p. Kdt qua 
nay mot mat phan anh nhu cdu, dac diem tam ly eita can bp cdng chiic khi dpng 
CO lam viec cd khuynh hudng vi Ipi ich tap thd nhidu hon hay ca nhan nhidu 
hon. Mat khac, do dac diem cua co quan hanh chfnh Nha nude, can bd cdng 
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chiic hau nhu khdng cd ddng co phdi canh tranh dd thu hut khach hang, khdng 
phai gdn Ihu nhap ciia minh vdi chai lupng phuc vu khach hang gidng nhu khdi 
doanh nghiep hay cac don vi hanh chfnh sir nghiep cd thu. 

Bdng 5: Anh hifd'ng cua yeu ldd()ng ca de'n ky ndng giao tie'p 
cua cdn br) cdng chitc 

TT 

1 

2 

3 

4 

Npi dung 

Loi fell ciia ca nhan (VD: tao dung hinh anh mot 
ngudi \an minh, lich su. tao dung dupc nhidu mdi 
quan he. dd dupc lanh dao danh gia cao...) 

Loi fch ciia co quan (uy tfn xa hpi, sir tin cay ciia cdp 
t i c n . . . ) 

Mong mudn gop phdn xay dung mot ndn hanh chfnh 
Nhii nude van minh, hien dai 

Tfch luy kinh nghiem sdng va kinh nghiem lam viec 

DTB nhom 

DTB 

2.80 

1.83 

2.68 

2.80 

2,53 

Thii bac 

2 

4 

3 

1 

e. Dae didm ca nhan 

Qua sd lieu bang 6 la thay: 

Bang 6: Anh hifcfng ciia ye'u to ddc diem cd nhdn de'n 
ky ndng giao tie'p ciia cdn bd cimg chifc 

TT 

1 

2 

Npi dung 

Dac diem ca nhan ciia mdi can bd cong chiic (ua 
thfch giao tiep, kha nang sir dung ngdn ngCi tdt...) 

Kha nang lam chii cam xiic ciia ban than (thai dp vdi 
mpi ngudi, kiem soat duoc nhCmg liic cau gian) 

DTB nhom 

DTB 

2,81 

2,80 

2,81 

Thiir bac 

1 

2 

NhCrng dac didm ca nhan nhu xu hudng, tinh each, nang lire, gidi tfnh, 
tudi tac... cd dnh hudng sdu sdc d6'n ky nang giao tie'p ciia can bp cdng chGc, 
chiem thir bac 1 trong cac yeu td anh hudng dupe nghien cihi. 91% sd can bd 
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cdng ehiie eho rdng, nhCfng dac diem eu the nhu cd nhdn vd'n ua thich giao tie'p, 
cdi md, hudng ngogi, cd khd ndng su dung ngdn ngu td't... se ed nhidu Ipi thd 
trong giao tiep hon (DTB - 2,81). 

2. Cdc yeu td khdch quan ed dnh hudng de'n ky ndng giao tie'p cua 
edn bg edng chitc 

2.1 Ddnh gid chung 

Phan tfch sd lieu bang 7 ta thdy: Cac yeu td khach quan dupe nghien 
ciiu bao gdm: Dac didm eua ndn hanh chfnh Nha nude, dac didm tam Iy xa hdi 
- van hda truydn thd'ng. phong each lanh dao van hda id ehiie, thu nhap va 
didu kien lam viec. Kdt qua khao sat cho thdy: Can bd cdng chuc danh gid anh 
hudng ciia cae yeu td khach quan ddn ky nang giao tiep eiia hp d mirc kha 
(DTB nhdm = 2,58). Ca 4 nhdm ydu td khach quan cQng ddu ed anh hudng d 
mu:e nay. Yeu td thu nhdp vd dieu kien ldm viec dupe cae can bd cdng chiic 
danh gia rdt cao bdi anh hudng gian tiep cua nd den viec ren luyen cung nhu 
thuc hien ky nang giao tiep trong hoat ddng hanh chfnh cdng vu. Qua trao ddi 
vdi chung tdi, da sd cac can bd edng chire ddu ed quan diem ehung la ne'u thu 
nhap dam bao ddi sd'ng cung vdi mdt didu kien vat ehdi lai noi lam viee tuong 
dd'i ddy du va lien nghi thi didu dd se thiie day edng chiic yen tam cdng tac, 
nhiet tinh hon vdi cdng viee dupe giao. Ben canh dd, phong cdch Idnh dgo, vdn 
hda td chitc cung dupc dac biet di cao. Yeu td ddc diem tdm Iy xd hdi, vdn hda 
truyen thd'ng mac dii ed mirc dp anh hudng kha Idn, song cd su chenh lech dang 
ke vdi 2 ye'u td trdn. Cae can bd edng chiic cho rdng, yeu td ddc diem cua nen 
hdnh chinh Nhd nude chi cd anh hudng d miic dp trung binh. 

Bdng 7: Ddnh gid cda cdn bd cdng chdc ve cdc ye'u td khdch quan 
dnh hudng de'n ky ndng giao tie'p cua hg 

TT 

1 

2 

3 

4 

Cac yeu td khach quan 

Dac diem cua ndn hanh chfnh Nha nude 

Dac didm tam ly xa hpi, van hda truyen thdng 

Phong each lanh dao, van hoa td chiic 

Thu nhap va dieu kien lam viec 

DTB nhom 

DTB 

2,30 

2,47 

2,75 

2,78 

2,58 

Thiir bac 

4 

3 

2 

1 

2.2. Cdc bieu Men cu the cua cdc ye'u to khdch quan vd mdc do dnh 
huang cua chung de'n ky ndng giao tie'p cua cdn bg cdng chdc 

TAP CHf TAM Ly HOC, Sd 2 (155), 2 - 2012 83 



a. Yen id dac diem ciia ndn hanh chfnh 

Cd 2 ndi dung ma chiing toi lien hanh tham dd khi nghien ciiu anh 
hudng ciia yen id nay. Cac can bd cdng chirc cho rdng, tinh chd't ciia nen hdnh 
chinh (lam anh hudng den ngudi dan, doanh nghiep, vj trf ddc quydn) cd anh 
hudng khdng nhd dcii ky nang giao tiep ciia can bd cdng chiic (DTB = 2,48). 
Vdi nhung dac thii ciia ndn hanh chfnh Nha nudc (hanh chfnh cdng) ddn den 
tfnh cha! hoat dong ctia id chii'c n;iy ed nhu'ng khac biel so vdi cac ITnh vuc 
khac trong xa hdi, ma bicu hien sinh ddng nhat thd hien trong cung each lam 
vice, each thirc giao licp ciia can bd cdng chirc. Ong P.N.A, Phd Chii tjch 
UBND Phudng Dich Vpng Ihang thdn Ihira nhan: "'Hiai dp cira quydn, bach 
dich ciia mdt sd can bo cong chiic c(') phdn nao bdt ngudn tir chd ngUdi ddn 
budc phai phu thuoc vao hp dc hoan thanh cdng viec ciia minh. NhCrng cdng 
Mcc ciia ngudi dan phdn Idn la nhCrng cdng vice khdng dirng dupc nhu xin gidy 
phep xay dung, xin giay phep kinh doanh, chiing thue quydn sir dung ddt... 
Nhirng cdng xicc dai loai nhu vay deu ed thd anh hudng gay tdn kem cho chfnh 
ngudi dan neu khdng cd dupc sir giai quyct ciia can bd cdng ehii:c phu trach 
cdng vice dd. Do dd, can bd cdng chire ihicu hidu biei, ihicu dao dure nghd 
nghiep, kinh nghiem thi sc nhanh chdng cd tam ly lam dimg quydn ban ciia 
minh dc gay khd de vdi dan" 

Bdng 8: Anh hudng cua yeu td ddc diem nen hdnh chinh 
de'n ky ndng giao tie'p ciia cdn be) cdng chifc 

TT 

1 

2 

Npi dung 

Do tfnh chdt ciia nen hanh chi'nh Nha nudc (ddc quyen. 
quan trpng, co anh hudng sdng cdn ddn ngudi dan \'a 
doanh nghiep...) 

Nhidu CO quan hanh chi'nh Nha nudc hien phai lam viec 
qua tai 

DTB nhom 

DTB 

2,48 

2,12 

2,30 

Thii 
bac 

1 

2 

NhCrng hanh vi eu xir ed van hoa, biet tdn trpng ddi tupng giao tie'p la su 
kdt tinh ciia vdn sdng, vdn van hoa, tri thiic... va dac biet quan trpng la nhan 
thiic cua chfnh cae can bp cdng chiic. Trong didu kien kinh t6' - xa hpi phat 
tridn nhu hien nay, khi ndn hanh chfnh Nha nudc cd su phat tridn theo xu hudng 
tidn bp, tfch cue (chuydn tir hanh chfnh cai tri sang hanh chfnh phuevu), mdi 
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can bd cdng chiic edn thay ddi nhan thii'c vd tfnh chat, dac diem cua ndn hanh 
chfnh Nha nudc eung nhu vai trd, trach nhiem eita chfnh minh trong bd may dd. 

Su qua tai ciia nhidu co quan hanh chfnh Nha nudc cQng duoc nhidu ean 
bd edng chiic danh gia la cd anh hudng den ky nang giao tiep (DTB = 2,12). 
Trong qua trinh quan sat, ehung tdi eung nhan thdy, d cac co quan hanh chfnh 
Nha nudc (dac biet la d eae cdp co sd) nhu UBND phudng, xa hay cae ehi cue 
hai quan cira khdu, can bd cdng chuc kha vat va vdi sd lupng khach ra vao 
thudng xuyen vdi cac su vu didn ra lien tuc. Didu nay eung ed anh hudng 
khdng fl de'n ky nang giao liep. 

b. Yeu td tam ly xa hdi, van hoa truydn Ihdng 

Phan tfch sd lieu bang 9 ta cd the dua ra nhan xet sau: Cdng cudc eai 
each dupc thuc hien da dupc hom hai muoi nam ma sir chuydn bien rdt rd net la 
nhung tie'n bd trong bd may hanh chfnh Nha nude, ciing vdi dd la quan niem 
cua ngudi dan vd hoat ddng eua id chuc nay, nhung khdng the phit nhan dupe 
mdt thuc te' la siic nang eita ba chir "ngudi nha nude" vdn edn fl nhidu gia tri. 
Didu nay the hien trong kei qua danh gia eita can bd edng ehiie vd mire dp anh 
hudng ciia ydu td tam ly ngudi ddn ludn cd xu hudng phdi cdu cgnh, nhd vd cdc 
cdn bd nhd nude de cho cdng viec eita hg dugc thuc Men nhanh chdng vd thudn 
Igi (DTB = 2,81) va ngitdi ddn cdn cdn bd cdng chuc han Id cdn bg cdng chdc 
cdn ngitdi ddn. Chj T.V.Tr, mdt ngudi dan den xin giay cap phep xay dung d 
UBND Phudng giai thich cho su rut re eiia minh: "Em phai bd trf mai mdi diing 
ngay d Phudng lam viec nay, khd qua, xay lai cai nha, da lam hpp ddng vdi thp 
xong he't ca rdi, may hdm nay vat lieu tang vu vii sdt hel ea rudt. Minh chang 
quen biet ai ca nen cung phai nhe nhang, nhun nhan, ngudi ta ma khdng bang 
long lai gay khd dd cho minh thi ehi minh mat cdng, mat siic thdi, them mdt 
ngay la them tdn kem" Qua tidp xiie vdi nhidu ngudi dan de'n UBND Phudng, 
xa chiing tdi ciing bdt gap tam ly tuong tu. Quan niem "qua sdng luy dd" khien 
cho ngudi dan khi den cae co quan hanh chfnh Nha nude ed each thuc giao tiep 
rat rut re, e ngai ludn mud'n cdu canh cac can bd edng ehiie true tiep thu ly hd 
so cdng viee cua mlnh. Mae du vdn biet giai quyet edng viec la nhiem vu eiia 
can bd cdng chiic, song d hp vdn xuat hien suy nghT "dan can can bd edng chiic 
hon la can bp cdng chiic edn dan" minh lam viee khdng kheo leo thi thiet hai 
trudc het la minh. Chfnh yeu td tam ly dd trong mdt bd phan ngudi dan da lam 
xudt hien trang thai "ban nga phu mdu" d ngudi can bd cdng chiic khi giao liep 
vdi dan, bidu hien d thai dp trjnh thupng, cira quydn. Thuc 16' nay edn lam phat 
sinh mpt sd hien tupng tieu cue nhu djch vu lam hd gidy td, xin cdp phep eae 
loai, tham chf hdi Id... 
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Bdng 9: Anh hud'ng cua yen td tdm Iy .xd hf)i, vdn hod truyen thd'ng 
di'ii ky ndng giao tie'p cua cdn bg cdng chifc 

TV 

1 

2 

3 

4 

Npi dung 

Ngudi dan luon co xu hudng phai cau canh, nhd va cac 
c;in bp nha nU(')c cho cong vice ciia hp dupc thuc hien 
nhanh chony \'a thuAn Ipi 

Ngudi dan c;1n cac can bp cong chirc hon la cac can bd 
cong chiic can nguoi dim 

Ngirdi dan Vict Nam ft co van hoa xep hang va lam diing 
lual nen hp lam dii mpi each de minh cd thd duoc uu lien 

Ngirdi Viet Nam co xu hudng lay tinh cam hay nhirng 
nidi quan he ea nhan dd hanh dPng va giai quyet cdng 
vice hon la can cti vao cac qui dinh mang tfnh phap ly 

DTB nhom 

DTB 

2,81 

1,44 

2,81 

2,81 

2,47 

Thur 
bac 

1 

4 

1 

3 

Mdt yeu id nira dupc cac can bd cdng chu'e danh gia cd anh hudng 
tuong ddi ldn den ky nang giao tiep ciia can bd cdng chirc la tam ly e nggi xep 
hdng, Idm dung ludt vd .xu hitimg Id'y tinh cdm hay cdc mdi quan he cd nhdn de 
gidi quye't cdng viec. Anh N.T.V.A, can bd Hai quan cira khdu Npi Bai cho biet: 
"Giai quyet cdng viec la nhiem vu ciia chiing tdi, khdng phai \i quen than ma 
chiing tdi lam, khdng quen than thi dd hp d lai, nhirng ai cung thfch phai nhd va 
ngudi quen, het dien thoai ngudi nay den ngudi khac giri gdm nhCrng \iec chdng 
cd gi. Trong khi khach nudc ngoai hp rat trat tur, kien nhdn chd xep hang lam 
thit tuc thi ngudi dan minh thfch chen la'n, uu tien. Du cac mdi quan he \'a ly do 
khien chiing tdi cung lie che' va khd xir nen ddi luc ddn den thai dd khdng duoc 
nhir mong mudn" Cd mdt tam Iy kha phd bien la khi can gidi quyet cdng viec 
gi 0 cac CO quan hanh chfnh Nha nudc thi ngudi dan thudng tan dung nhirng 
mdi quan he quen biel di cdng vice dupc Iron tru, mau le. Quan niem "tram cai 
ly khdng bang mpt tf cai tinh", "mdt ngudi lam quan ca ho duoc nhd", mdt mat, 
vd hinh chung da lam suy giam trdt tu, ky cuong cua bdmay hanh chinh Nha 
nudc, mat khac, lam anh hudng den tfnh chai cua mdi quan he giua can bd 
cong chu'e va ngudi ddn bieu hien true lie'p qua ky nang giao tiep hang ngay cua 
can bp cdng chiic. 

c. Yeu td lanh dao, van hod td chirc 
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Qua sd lieu bang 10 la thdy: Yeu id lanh dao, van hoa id chii'c dupc 
danh gia cd anh hudng rat ldn den ky nang giao liep eita can bd edng ehiie. Yeu 
Id nay dupe thd hien qua 3 npi dung cu thd. Trudc hdt la dcic diem phong cdch 
giao tie'p cua ngudi Idnh dgo day la mdt yeu id dupe cac can bd cdng chirc 
thira nhan cd mot sii:c lan loa, anh hudng true liep den ky nang giao tiep cua 
nhdn vien dudi quydn (DTB - 2,80). Dac didm giao tiep eiia ngudi lanh dao se 
lao nen nhung dau dn mang tfnh khudn mdu vd hanh vi ting xir cQng nhu cac 
quan he giao tie'p vdi ngudi dan d noi eo quan cdng sd, dnh hudng den hanh vi 
eiia nhan vien la can bd cdng chire. Ben canh dac didm phong each giao liep 
ciia chfnh ngudi lanh dao, nhung yen cdu do ngifcfi Idnh dgo dell ra dd'i vdi nhdn 
vien cQng la mdt yeu td anh hudng den ky nang giao liep eita can bd cdng chirc 
(DTB = 2,77). Cimg trao ddi vd van dd nay, anh B.Q.M - cdng chiic Phudng 
Mai Djch cho bidt: "Du mudn hay khdng thi nhung yeu cdu do lanh dao dat ra 
cung tac ddng den chiing tdi, nhidu anh em vf lanh dao la "eon mdt thir 3" giam 
sal anh em nhan vien neu dd la ngudi sau sat edng viee, dat ra nhirng yeu edu 
eao ddi vdi tac phong phuc vu, giao lidp ddi vdi dan" Ciing ed chung quan 
diem nay. anh P.V.T - cdng chii:e Tdng cue Hai quan chia se: "La nhan vien 
dudi quydn, ehung tdi e ngai nhdt la bj Thu Irudng djnh kien, do vay ehung ldi 
tu nhii la cd gdng thuc hien tdt nhung yeu edu thudc vd ITnh vuc cdng viec. Thu 
trudng cang dat ra nhCrng yeu edu eao, nghiem khde, mdu muc bao nhieu, anh 
em cang phai cd gdng tranh mdc eae sai sdt bay nhieu" Thuc te quan sal cho 
tha'y, 0 CO sd nao lanh dao td ra bam sat edng viee, ddi hdi cao d nhan vien thi d 
dd bp mat van phdng cd sir khac biet dang ke the hien lir each bai trf, sdp xep 
dd diing cho de'n trang phuc, thai dp giao tiep vdi dan eiia can bd cdng chire. Su 
nghiem khde cua lanh dao se gdp phdn tfeh cue den viee hinh thanh y thiic ren 
luyen nghiep vu ndi ehung va ky nang giao tiep ciia can bd edng chirc ndi 
rieng. Dac trung nay eho thdy, vai trd ciia yeu id lanh dao cd y nghTa hei siic to 
ldn ddi vdi nhan vien dudi quydn, nhung ddng thdi nd ciing bdc Id mdt han che 
vd su thie'u hut tinh chuyen nghiep va tu giac cua dpi ngQ can bd edng chiic 
chiing ta hien nay. 

Vdn hod td chdc la mdt thuat ngu mdi, song tfnh chat eita nd thuc id ludn 
song hanh vdi mdi mpt td chiic (DTB 2,66). Ndn tang di xay dung nen van 
hoa td chiic la phong each lanh dao, thdi quen, hanh vi eiia ngudi diing dau id 
ehiie dd. Van hoa td chiic tiep luc dupc hinh thanh va phat tridn thdng qua cae 
mdi quan he giua cac thanh vien cua td chu:e va khach hang (ngudi sir dung cac 
djch vu hay san phdm cua td chiic) chfnh la dd'i tupng chju su lac ddng nhidu 
nhdt. Qua mdt thdi gian dai tien hanh thuc nghiem, quan sat chiing ldi nhan 
tha'y, ne'u don vi nao coi trpng tfnh ky luat trong cdng viee, mdi quan he giao 
tiep giiia npi bd co quan didn ra tdt dep thi ky nang giao tiep eita can bd edng 
chiic don vj dd vdi ngudi dan eiing ed nhCing ddu hieu tfeh cue. Nhidu edng ty, 
tap doan ldn trong nudc da cd nhung nd lue trong viee xay dung van hoa td 
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chirc nhu Tap doan Ddu khf Qudc gia Vicl Nam, Tdng edng ly Hang khdng 
Vicl Nam... chfnh nhu'ng bude di diing hudng nay da ddn nhdn dupc nhieu 
phan hdi Uch cue lir khach hang vd vdn dd thai dd phuc vu ciia nhan vien. Hy 
vpng rdng day sc la mdi gpi md cho cae co quan hanh chfnh Nha nudc nham 
sdm lim ra ldi giai dung hudng cho bai loan "nang cao van hoa giao tiep cho 
can bd cdng chiic" 

Bdng 10: Anh hifdng cua yeu It)'Idnh dgo, vdn hod id chifc 
ddn ky ndng giao lie'p cua cdn hd cdng chifc 

TT 

1 

2 

3 

Ndi dung 

Do dac diem phong each giao tiep ciia ngudi lanh dao 
(nghiem tiic, nha nhan, on ton hay nong nay, cue cdn, tu 
do...) 

Yeu cdu cLia ngudi lanh dao ddi vdi nhan vien (danh gia 
nhan vien qua hanh vi giao tidp hay doi hdi nhan vien 
phai chii trpng den giao tie'p vdi ngudi dan \a ddng 
nghiep...) 

Van hoa giao tiep ciia td chiic (cac dong nghiep khac 
giao tidp vdi ngudi dan van minh Ijch sir. ldn irpng hay 
thdo, coi thudng...) 

DTB nhom 

DTB 

2,80 

2,77 

2,66 

2,75 

Thii 
bac 

1 

2 

3 

d. Yeu td thu nhap va didu kien lam viec 

Day la yeu td ma cae can bd cdng chiirc tham gia didu tra danh gia cd anh 
hudng to ldn den ky nang giao tiep cua can bd cdng chii'c hien nay. Ndi dung 
luang cdng chitc va cdc khodn thu nhdp ngodi Iitang dupc danh gia la cd anh 
hudng ldn (DTB 2,81). Cac nha nghien ciiu vd quan ly dii khdng dinh, thu 
nhap cd anh hudng quan trpng de'n tam ly ngudi lao ddng, cd y nghTa quy6't 
djnh de'n viec hp cd nd luc dd lam viec, tao ra nhChig san phdm cd chat lupng 
hay khdng. Qua trao ddi vdi cac can bp cdng chiic, dac biet cac can bp cdng 
chiic d cac UBND, chiing tdi nhan thdy, didu ldi cudn hp nhat de lam cdng viec 
nay la "sir dn djnh va thoai mai vd thdi gian" chi P.T.N - cong chii:c d UBND 
Phudng cho biet: "Tdi tdt nghiep Hpc vien Tai chfnh, nhidu ban be chpn nhung 
edng viec khac cd thu nhap hang chuc trieu ddng, nhung tdi ban con nhd, mudn 
tim cdng viee dn djnh nen xin vao lam can bp d Phudng, dupc cai loi la dua ddn 
dupc cac con di hpc hang ngay. Thu nhap ciia can bd d ca'p UBND nhu chiing 
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tdi mdt thang khoang dp hPn hai trieu (kd ea trp cap) rd rang la khdng dit chi 
lieu trong giai doan hien nay" Theo thdng ke, sd lupng can bd cd muc thu nhap 
tir 1 - 3 trieu ddng tren mdt thang chiem 17%, miic thu nhap lii' 3 5 tneu ddng 
chiem 62% va tren 5 trieu ddng chiem 21%. Vdi mii'c thu nhap phd bien nhu 
vay, ro rang khdng thd tao ra dupe dpng eo ifch cue thiie day can bd cdng chire 
lam viee het minh, nd lue canh tranh dd lam cho ldi cdng viec ciia minh, bdi chi 
phf sinh boat eho mdt gia dinh hien nay ngay cang ddt dd, ddn de'n can bd cdng 
chire danh mdt long yeu nghd hay loay hoay vdi nhung cdng viec khac ben 
ngoai dd bu ddp cho chi tieu, tham chf la lam dung quydn han ciia minh dd cd 
them thu nhap. 

Bang 11: Anh hitffng ciia yeii td thu nluip vd dieu kien Idm viec 
de'n AT ndng giao tiep ciia cdn bd cdng chifc 

TT 

1 

2 

3 

Noi dung 

Luong cong chiic hien nay 

Cac khoan thu nhap ngoai luong 

Didu kien co sd vat chat tai co quan hanh chfnh Nha nudc 
(ban ghe, phong dc, he thdng dieu hoa khong khi...) 

DTB nhom 

DTB 

2,81 

2,81 

2,71 

2,78 

Thir 
bac 

7 

1 

3 

Phan tfeh sd lieu bang 11 cho thdy: Dieu kien ca sd vdt chd't tgi cdc ca 
quan hdnh chinh hien nay cung la mdt trong nhung tac nhan ed anh hudng den 
chat lupng lam viec va eu thd la ky nang giao tiep eita can bd cdng chiic (DTB 
= 2,71). Theo ghi nhan ban ddu, cac co quan hanh chfnh Nha nude ma chiing 
ldi lien hanh didu tra ddu cd co sd vat chat kha khang trang va day dii. Cae thiet 
bj van phdng thiet yeu nhu may tfnh, may photocopy, may in, dien thoai, may 
didu hoa nhiet dd cho den eae tii hd so dupc trang bj hien dai va ddng bd. Day 
cung chfnh la nhiing didu kien co sd vat chat thuan Ipi tao didu kien eho cae 
can bd cdng chiic lam tdt edng viec ciia minh ndi chung va thue hien ky nang 
giao tie'p ndi rieng. 

Vdi nhii:ng ket qua nghien ciiu da dupc phan tfch d tren, ed the danh gia 
nhung yeu td chii quan va khach quan dupc dua ra tham dd ddu anh hudng 
khdng nhd den ky nang giao tiep cua can bd cdng chiic, trong dd cd tdi 28 ydu 
td cd anh hudng ra't ldn. Ket qua nay cho thdy, khi nghien cim vd ky nang giao 
tie'p cung nhu tim kiem cac bien phap nhdm nang cao ky nang giao liep ciia can 
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bd cdng chiic khdng thd bd qua cae ydu td ndi tr6n nhu la mdt hudng di mang 
tfnh can ban va triet di. 
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