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Abstract: The study is divided into three main parts: theoretical content; the practical study with
all the analysis of the data recorded and taken, based on the model of analysis leading to a discovery
of verbal adjustments and summaries, then some findings chiefly found by comparing the
realization of verbal strategies by native English and non-native speakers.

Some recommendations are also made to teaching and learning foreign languages as a
preparation for a business life and it ends with suggestions for further study into the matter.

Key words: Strategies; verbal communication; English native and non-native speakers;
workplace; communication; conversation; information.

1. Mé dau

1.1. Hién nay, Viét Nam c6 rat nhiéu cac
cong ty lién doanh, lién két véi cac cong ty
nudc ngoai & nhidu hinh thic, do vy su tuong
tac, giao tiép gitra nguoi ban dia va ngudi nudc
ngodi dién ra thuong xuyén. Su khac biét vé
trinh d6 tiéng Anh, Vé vin hoa, da dang, hoan
canh giao tiép...luén 14 nhitng rdo can cho
nhitng nguoi tham gia giao tiép. Pay chinh 1a
giao tiép giao thoa van hoa “giita nhitng ngudi
dén tr nhiing nén vin hoa khic nhau”
(Richards et al., 1992:92).

1.2. Ngudi ban ngit trong khi giao tiép voi
ngudi phi ban ngir thuong phai diéu chinh ngdn
nglr cia minh, str dung cai ma cac nha nghién
cau goi la “Foreigner talk” (Kaye Malcom,
1994:145). Nguoi phi ban ngit ciing gip rét
nhiéu kho khan giao tiép kiéu ndy. Chién lugc
giao tiép ¢ day duoc hiéu la sy “diéu chinh co
chién Iwoc”, 1a “ ké hoach c6 tinh chu dong
nham giai quyét nhitng van d& ma nguoi giao
tiép gap phai nham dat muc dich giao tiép”
(Faerch & Kasper, 1986: 36). Nhiing chién
lugc nay khac nhau trong nhitng hoan canh
khac nhau.

1.3. Tu liéu khao sét cua bai viét nay duoc
ghi chép, ghi &m, quan sét tir nhitng tinh hudng
giao tiép cong viéc tai Ngan hang ANZ, vin
phong Vién Pai hoc M& Ha Noi, Pai hoc
Ngoai thuong. Nhiing nguoi tham gia thuong
la nhitng nguoi ¢6 vi thé xa hoi khac nhau,
khong c6 mdi quan hé than thiét, hodc doi khi
14 nguoi hodn toan la mat, lan dau gap gd.

2. Nhitng khao sat cu thé doi nguoi Vigt
néi tiéng Anh ( tiéng Anh phi ban ngir)

2.1. Khindi

1) Nguoi néi thuong loai bo nhitng thanh
phan cau khéng quan trong khi giao tiép, do
vay ho thuong khéng ding nhimg cau day du,
thuong thiéu chu ng, va bat dau bang dong ti,
hoac don gian chi la cum danh tir. Vi du:

NS (Native speaker): What about the
meeting this afternoon, sir?

NNS (Non-native speaker): Got a report
here. Oh, at 3.

NS: Do | have to submit the report on last
year investment?

NNS: Of course. Do it as | told.

Viéc gian Iugc nhu vay trong tiéng Anh ndi,
theo R. Carter va M.McCarthy (1997:14) thi
chi yéu mang tinh tinh hudng. Nhimg ngudi
sir dung phuong phap nay thuong co vi thé xa
hoi ngang nhau, hay don thudn chi 1a dong
nghiép.

2) Nguoi ndi giam tai thong tin. Vi du:

NNS1: Good morning, have a good day
everyone.

NNS2: Good morning.

NS: Hi.

NNS3: Hi.

NNS1: Have you heard anything in the
newspaper today?. Well, I'm wondering
whether it is true. Hmm, people are talking
about our company.

NNS3: Oh, really. What is it? Tell us now.
Tea?

NNS1: Already, thanks. Do you that our
budget is losing, and there is now an
investigation into the cause. Many of our clients
refuse to lend their money here, but worst of all
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is that some are trying to withdraw the money
and transfer to other banks.

NNS2: Oh, my god. I've heard that the
board is trying to solve problem, and there is a
meeting this afternoon. But I don’t want to go
far into it. It’s not my business.

NNS1: How about you? You keep silent.
(laugh to the NS)

NS: | have no idea. It is interesting for tea
after work, I think, but | have to go to take my
copy now. Go out.

NNS3: | think the press is making fuss about
us. (To the NNS1), have you phoned Mrs.
Miller yet? She phoned you late yesterday
afternoon.

NNS1: Oh, thanks. I'll phone her now.

Vi du trén cho thay, moi ngudi khong hing
thd lam véi cha dé dang dwoc ndi téi, va cb
gang tim cach két thiic nd. Vithé, co cac chién
luge dugc ap dung trong doan thoai nay nhur:
thay d6i chu dé, tranh thao luan, tang lo cac cau
hoi, tir chdi tra 10i. Do kha nang ngoai ngir cua
ngudi noi trong doan thoai ndy con han ché,
nén ho c6 xu hudng cat giam thong tin, tranh
ban luan sau, tham chi bo mac théng tin hoac
chuyén sang truy van nguoi khac. (“But I don'’t
care, I don’t want to go far into it. It’s not my
business ., or “How about you? ")

3) Nguwoi nbi si dung chién heoc dién gidi:
Déi v6i mot sd ngudi Viét khi phai ding tiéng
Anh giao tiép, rat kho dé dién dat rd rang ngay
diéu gi do6, ma ho phai ding bién phép lap di,
lap lai, hoic dién giai theo cach khac. Phwong
phap nay cling duoc st dung khi ngudi noi gap
kho khan trong viéc sir dung tur vung, hoac
khéng c6 tir vung thich hop dé dién dat, bat
budc ho phai dién giai. Vi du:

NS: Excessive?

NNS: Large movement, excessive movement.

2.2. Khi hoi ddp

Khi hoi dép , do kho khan Vé viéc sir dung
ngdn tir nén ngudi ta thuong chon chién luoc
né tranh, bang cach tra loi nhu né tranh, sir
dung cach tra loi tSi gian, ndi loanh quanh, ...

a. Bé tra Ioi nhitng cau hoi, yéu cau kho,
ngudi nghe tu hiéu rang ho s& khong thé dua ra
mot cau tra loi thoa man, nén tim cach thoat ra
khoi &p luc do bang cach n6i doi, nhung 1a
white lie (ndi d6i v hai) va doi khi cling mang
lai ca tiéng cuoi. Vi du dudi day la mot cudc
thoai ngan gitra mot quan 1i cong trudng va mot
Ki su da tinh co dugc ghi lai trong khi ho dang
Kiém tra tién trinh xdy dung tai cong truong:

NS: I am pleased with the current process of
cementing and forming the base. It is OK, isn'’t
it? Really. Oh, what about the project of
maintaining and  repairing after the
completion?

NNS: Well, of course, I've already thought
of and finished. (In fact he has not finished the
project). However, | need a little bit more time
to consider more carefully the expenses. (In
fact, he needs more time to complete the
project).

Cach dung “Well”, “Of course” giup cho
nguoi n6i ¢ thém thoi gian dé nghi ra 10i ndi
ddi hop i nhat.

b. Chi dung nhirng “tir khéa” (Key Words)
Vi luong thong tin dwa ra du khong thua,
khong lap. Vi vay, ho s& khdng gap ric ro|
trong viéc bi hoi lai. Do vay cudc thoai ngan,
lu6n duoc kiém soat, va ciing cho thdy 1a nguol
nghe dang nghe, khuyén khich nguoi noi tiép
tuc noi. Vi du:

NS (customer): Can | have a second class
stamp, please?

NNS (Assistant): You can ... .

NS: Thank you.

NNS: One penny. Thank you.

NS: That'’s for me to spend, is it?

NNS: That’s right.

NS: | bought a new book of ten first class
when [ was in town today and I've left them at
home in my shopping bag.

NNS: Have you?

NS: And I've got one left.

NNS: Oh. (Laughing)

NS: Bye.

Co khi chi la Yes/No. Vi du:

There we are.



58 NGON NGU & POI SONG

S6 5 (235)-2015

NS: Come and sit down, please

NNS: Good morning. Thank you, sir.

NS: My name is James Goodman. I'm the
manager of the bank. Nice to meet you. Are you
Tran Quang Anh?

NNS: Yes. My name’s Tran Quang Anh

NS: I have your CV here. Did you graduate
from Banking University in Hanoi in 2001?

NNS: Yes, that’s right

NS: Where are you working now?

NNS: I'm..working for Contrexim 1, a
constrsuction company, | work in the
accounting department of the company.

NS: Why do you want to leave your
company?

NNS: | want to work in a bank. It’s my
dream

NS: Well, (laughing) working here involves
in some business trips at any time of the year
and you must be always ready to go if
requested. Do you mind travelling?

NNS: No, [ don'’t.

NS: i

Dung cau tra 1oi Yes/No dé xac nhan hoic
phu nhan thong tin. D61 khi ndé dugc dung trong
truedng hop ngudi tra 1oi khong hiéu dugc y cua
ngudi noi, ho thuong tra 161 “Yeah” hoac la
“Yes” ha thap giong, thé hién su khong chic
chan vé& noi dung. Bang cach nay ngudi noi s&
c6 cam giac phai nhac lai nhitng gi vira noi.

c. Ciing c6 rat nhiéu nhitng dau hiéu dién
ngoén duocC st dung nhu “Right”, “Ok”, “I
see” nhu 1a ranh gi6i gitta chu dé nay va chu dé
khac, gitp nguoi noi diéu chinh cach noi, quyét
dinh c6 nén tiép tuc hay két thic, cho ho thay
duoc gitra nguoi nghe va nguoi nodi co cung
quan diém hay khéng. Cac dau hiéu nay hoan
toan khéng mang noi dung cu thé nao, tuy
nhién chdng lai rat quan trong trong viéc I6i
kéo su quan tdm cua ca nguoi nghe va nguoi
noi. Vi du:

NNS: I have boredom in sorting document

NS: Do you really mean that?

NNS: Well, what I mean is I don’t think I am
perfectly happy with sorting document all day
long. Sometimes it is really boring, you know.

NS: Oh, | see.

d. Trong truong hop, nguoi nghe khdng
hiéu nguoi n6i hoi gi, ho thuong dua ra nhiing
cau tra 1oi mo hd, nudc ddi nhu “Maybe”,
“Perhaps”, “Well, that all depends”. Nguoi tra
l6i cling st dung C&c cau trac nhu:
“something”, “anything”, “whatever”, ‘“sort
of, “kind of”, “or so”, “around” & tranh
mac 16i dwa thong tin sai trong nhiing tinh
hudng cu thé. Nguoi nghe ciing ¢ duoc cau tra
|5, tuy nhién, ho ciing tu hiéu 13 “I have to find
it myself”. Viéc nay s& khong anh huong dén
quan hé giao tiép va ciing giit thé dién cho
nguoi nghe.

e. Trong truong hgp nguoi nghe khéng tap
trung, do vay s& khong tiép nhan dua théng tin,
tuy nhién dé khéng phat long nguoi néi, ho
thuong noi: “Mmm”, “I'm thinking”, hoac
“I'm listening ”, giup ho khdng phai tra loi1 ngay
va nguoi ndi ngam hiéu 1a “Just go on
speaking”.

Giir im lking ciing 1 mot phuong thuc tét,
khi ¢ khoang lang trong giao tiép ngudi tham
gia giao tiép ludn cam thay phai cé trach nhiém
vuot qua khoang lang d6, thuong ho noéi “ah”,
“er”, “uhm”. Nhirng &m nay hoan toan khdng
mang nghia nhung ham vy “Hold on. There’s
more to come”’.

2.3. Chién lwpc gitip nguoi ni tigng Anh
phi ban ngé hiéu théng tin

Mét 13, gidi thich va tém tat: Giai thich
nhitng gi minh vira nghe thay véi nguoi noi
gilip Xac nhan va dua ra phan hoi rang nguoi
nghe cd hiéu thong tin hay khdng.Viéc tom tat
lai ¥ cua ngudi noi cling c6 chic nang tuong
tu.\V6i nhirng nguorl noi tleng Anh phi ban ngt,
bang hai cach nay, ho c6 thé cho nguoi nGi thay
rang ho da nam bét nhiing thdng tin quan trong
chua, gitp cho hoi thoai rd rang va thdng subt.

Hai la, dat céu hoi: Pua ra nhirng cau hoi
m¢ gitip ngudi nghe ngudi noi chia sé cam xdic
va suy nghi t6t hon, gitp ngudi ndi chia s&
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thdng tin chi tiét hon. Nguoi nghe thuong tranh
cau hoi “Why?”, vi cau hoi nay ¢ y kém dong
tinh, 6 thé hoi xtic pham ngudi noi.

Ba 13, yéu cau nhdc lgi va danh van: Pay 1a
chién Iwoc thuong dung trong hoi thoai, khi
ngudi nghe khong hiéu y cia ngudi ndi, hoic
khi ho mudn c6 théng tin chi tiét hon. Viéc doan
y clia ngudi nGi nhiéu khi khong dang tin cay,
dac biét trong nhiing tinh hudng trao doi nhitng
thdng t|n quan trong. Tuy nhlen viéc dua ra
yéu cau nhic lai va danh van khong duoc
khuyén khich str dung qua thuong xuyén tai noi
lam viéc, do c6 thé gay nham chan cho nguoi
noi.

3. Nhiing khao sét cu thé d6i nguoi noi
tiéng Anh ban ngir

3.1. Khi noi

Trong giao tiép véi ngudi noi tiéng Anh phi
ban ngit, ngudi ndi tiéng Anh ban ngir st dung
tiéng Anh linh hoat va cha dong hon. Ho
thuong st dung cac chién luoc diéu chinh dé
phu hop vaéi ngudi nghe.

Thet nhdt, gidn heoc ngir Am, ngi# phap, ngi
nghia: Ngudi néi thuong tranh noi tét, luyén
am, giam su phurc tap trong phat am, hoac giam
téc d6 noi dé giam kho khan cho nguoi nghe
v6i trinh d6 nghe va kha nang phan biét cac am
kém c6 thé gay hiéu nham. Vi du:

(...) NNS: I see

NS: If I'm not wrong, your price reduction
stops at only ten thousand orders. Then you're
gonna lower it to seventy-five pence per each
item. I wanna say that’s not cheap when you
consider transport, custom duty, and a whole
variety of different taxes.

NNS:  Oh.....(silence)......, come Mr.
Richards. But....... there is a huge demand for
it.

Nguoi ban nglr cling c6 xu hudng don gian
hda cl phap. Vi du:

NNS (Customer): Excuse me

NS (Shopkeeper): Can | help you?

NNS: Can I have a film for my camera?

NS: How many exposures?

NSS: Pardon?

NS: How many exposures?

NNS: What does “exposures” mean?

NS: How many pictures? 24? 36? 40?

NNS: Ah, now. I understand. 40, please.

Nguoi ndi dung nhiing cau triic tuong
duong giai thich, cling cac cau ngan, don gian
gitip ngudi nghe dé hiéu.

Nguoi ban ngir cling dung rét it hoic khdng
ding thanh ngir , dong tir cau trdc khi noi, ho
cling giam viéc s dung céc dau hiéu biéu 1o
cam xuc (“Auch”, “Hmm”.) nhiam tranh
nhitng &m thira gay kho hiéu cho ngudi nghe.

Thit hai, gidn heoc muc dich giao tiép:
Trong khi giao tiép nguoi dat van dé thuong
xuyén phai diéu chinh muc tiéu giao tiép, co
thé la giam tai noi dung truyén dat, giup nguoi
nghe tap trung vao noi dung cét 18i. Sir dung
nhitng dau hiéu tom tat, két luan giup cat
ngan van dé, tao tap trung.

Thi¢z ba, diéu chinh trong hgi thoai:,
Nham Muc dich giap nguoi nghe hiéu thong
diép mudn truyén tai, ngudi néi tranh dung
cau dai, noi dung chinh dwoc tap trung, nhan
manh, hoac lap lai.Nguoi ban ngir cling dung
phuong phép dién giai, va lién tuc hoi lai
nhim kiém tra ngudi nghe c6 hiéu van dé hay
khong? (“Itis OK, isn’tit?”, “Is that clear?”).

bay co Ié la su khac blct vé vin hoa cta
ngudi tham gia giao tiép doi hoi phai co sy rd
rang, thdng sudt vé trao doi théng tin, viéc
nay gilp cai thién sy hiéu biét 1an nhau.

3.2. Khi nghe

1) Lang tranh: Nguoi ban ngt thuong
chap nhan viéc thay doi cha dé néi cua nguoi
phi ban ngir, ddng thoi ho to ra rat rong luong
trong trudng hop chi dé bi chuyén dot ngot
bang “Right on”, “Yes”, nham khuyén khich
ngudi n6i tiép tuc ndi. Ngoai ra ho ciing sir
dung cac phuong phap khac tuwong ty nhu
ngudi phi ban ngir trong tiép nhan thang tin.

2) Yeu cau gidi thich: Nguoi ban ngit
cling thuong dua ra nhitng yéu cau giai thich
lai nhitng thdng tin ma ho chua nghe hiéu,
hodc trinh bay chua rd. Dung cac cau nhu: “/
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wonder why ...”, “Why do you ...”, “ Don’t
you think...”... dé lay thém théng tin, hoic
giai thich rd hon.

Nguoi ban ngit str dung nhiing chién luoc
giao tiép nay thé hién sy hd tro va cam théng
cia ho trong hoi thoai nhim dat muc dich
giao tiép va tao khdng khi giao tiép thoai mai,
dé chiu.

4. Két luan

Giao tiép ¢ noi lam viéc dién ra do nhiing
Ii do truc tiép hay gian tiép, chu yéu 1a dé trao
d6i théng tin va tao dung cac mbi quan hé
lam viéc. Kha ning giao tiép dugc thé hién
trong chat lugng va cac ki nang giao tiép.

Cac chién luoc néu ra & trén cho thiy su
sang tao va linh hoat trong giao tiép thoi mo
ctra cua nguoi Viét. Viéc hoa nhap vao moi
truong lao dong quéc té hoa giup con ngudi
linh hoat hon, ki ning giao tiép tét hon va
kha nang thich nghi cao hon.

Qua do, nghién ctru nay ciing dua ra
nhitng goi Y trong cach day va hoc tiéng Anh
nham phuc vu muc dich lam viéc sau nay.
Th nhdt 1a nén ting cudng viéc luyén noi
gitra nguoi ban ngir va sinh vién Viét, giup
cho sinh vién c6 phan xa tot, ty hinh thanh
cac chién luoc giao tiép trong khi hoc. Thu
hai, nguoi day ciing khéng nén ciang nhéc
trong cach giang day, luén thé hién cho sinh
vién thay rang, trong giao tiép thuc té khdng
c6 khudn miu ctng nhic nao, ma doi hoi
ngu:ol giao tiép phai linh hoat trong moi tinh
hubng moi dat Mmuc dich giao tiép. Thtr ba,
ngudi day cling can néu ra nhitng ap luc,
kho khin co thé gap phal trong giao tiép,
gitp sinh vién c6 thé chuan bi tét cho nhitng
kho khin hozc tinh huéng bat ngod. Hon nita,

dong thoi voi viéc giang day ngbn ngi,
nguol day cling nén giup sinh vién c6 co hoi
tiép can cac kién thirc van héa ciia dat nudc
cd ngbn ngt ma ho dang hoc, gilp ho co
Kién thac vé giao thoa vin hoa, mot kién
thire rat quan trong cho méi truong lam viéc
tuong lai.
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