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DPAC PIEM PHAT NGON HOI TRONG GIAO TIEP
GIUA CONG CHUC VA CONG DAN TAI MOT SO

CO QUAN CONG QUYEN TREN PIA BAN HA NOI
LINGUISTIC FEATURES OF QUESTIONS BETWEEN CIVIL SERVANTS AND
CITIZENS IN SOME STATE ORGANS IN HANOI

LUONG THI MO
(ThS; Vién Ngon ngir hoc)

Abstract:

This study focuses on the analysis of questioning features

in the

communication between civil servants and citizens in some State organs in Hanoi. It also
identifies some factors which are closely related to these utterances.
Key words: questions; questioning utterance; administrative communication.

1. Pit van dé

1.1. Giao tiép cong quyén (GTCQ) la loai
hinh giao tiép mang tinh chat phap Ii, tinh
chat céng vu, vira bi rang budc bai cac nhan
t6 quy thirc vira bj chi phéi bai nhitng yéu té
thuoc vé tuoi tac, quyén thé, gisi tinh, nghé
nghi€p, van hoa,... Trong bai viét nay, ching
t6i tién hanh nghién ctu dic diém cac phat
ngén hoi cua céng chac (CC) va céng dan
(CD) tai mot sb co quan cong quyén (CQCQ)
trén dia ban Ha Noi. Bé thyuc hién nghién cau
nay, chding tdi tién hanh ghi am 70 cudc thoai
gitta CC va CD dién ra tai mot s6 CQCQ, bao
gom: UBND quan Thanh Xuan, Tru sé Cong
an quan Thanh Xuan, Chi cuc thué quan
Thanh Xuan, UBND quéan Cau Gidy, UBND
phuong Dich Vong Hau va Tru s¢ Cong an
phuong Dich Vong Hau - quan Cau Giay:;
Tru s& COng an quan Cau Gidy. Sau khi
thong ké, ching t6i thu dwoc 274 phéat ngn
hoi, bao gdm 187 phét ngdn hoi caa CC va 87
phat ngdn hoi caa CD. Pac diém cac phat
ngén hoi caa CC va CD sé dugc chdn g toi
phan loai va phan tich cy thé trong myc 2 cua
bai viét nay.

1.2. Tir “cong quyén” xuat hién rat pho
bién trén cac phuong tién thong tin dai ching,
Chang han: co quan cong quyéen, b may cong
quyén, can bd cong quyén,... va duoc cong
ching chap nhan, sir dung ngay cang thuong
xuyén hon. Tuy nhién, hién chua c6 mét dinh

nghia nao that day du, chi tiét vé khai niém
“cong quyén”. Trong bai viét nay, ching toi
st dung tir “cong quyén” hiéu theo nghia
rong 1a “quyén luc cong” hay quyén luc nha
nude. Thep do, giao tiép cong quyen la giao
tiép dién ra tai cac co quan quyén luc nha
nuéc (cac Bo, UBND tinh, huyén, x4,
phuong, chi cuc thué, co quan cong an cac
cap,...). Pay la hoat dong giao tiép mang tinh
chat phap i, tinh chat cong vu cho nén han
ché (tham chi triét tiéu) yéu té cam tinh, chu
quan ca nhan. Pac thu nay duoc phan anh rd
nét & tat ca cac nhan to nhan t6 trong giao
tiép nhu nhan vat glao tiép, vi thé giao tiép,
hoan canh giao tiép, dé tai giao tiép va muc
dich giao tiép.

1.3. Néu nhu phét ngbn la su hién thyuc
hoa cua cau trong giao tiép, theo d6, mot phat
ngdn co thé 1a mot cau hoan chinh, mot phan
ctia cau hoac gom nhiéu cau thi phéat ngdn hoi
la cau hoi (cau nghi van) duoc ding trong
giao tiép, gan véi muc dich giao tlep dat
trong mot hoan canh giao tiép cu thé. Phét
ngdn hoi giir vai trd gan nhu quyét dinh, anh
huong truc tiép dén phat ngdn tra 1oi, dinh
hudng cho phat ngdn tra loi. Thong qua su
tuong tac hoi - tra loi ma cac nhan vat giao
tiép s& dat t6i muc dich nao d6 (Iam cho mdi
quan hé thém gan giii, dat dwoc nhiing loi ich
khé&c cho ban than,...). Trong GTCQ, tuong
tac hoi - tra loi dién ra gitra mot bén la CC va
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mot bén 1a CD (khi thi CC hoi - CD tra loi,
khi thi CD hoi - CC tra loi). Tuong tac hoi -
tra 1oi luén huéng dén muyc dich giao tiép la
giai quyét cac van dé lién quan dén phap Ii.
Vi vay, cac phéat ngdn hoi tac dong truc tiép
t6i loi ich cia nguoi tham gia giao tiép. Cac
phét ngdn hoi, do d6, mot phan ciing thé hign
chién Iuoc cua cac nhan vat giao tiép.

2. Pic diém caa phat ngon héi va cac
nhan to Chl phdi trong giao tiép tai co quan

cong quyen

2.1. Dic diém cia phat ngobn héi cia
cong chac

The nhdt, khi dua ra cac phat ngon hoi,
cac CC c6 thé str dung cac phat ngdn hoi truc
tiép hoic gian tiép doi vsi CD. Qua khao sét
70 cudc thoai, chung toi phan loai va thng
ké duoc sb lwong, ti 1é cac phat ngdn hoi truc
tiép va gian tiép ma CC sur dung nhu sau:

S0 lugng Tilé %
Truc tiep 161 86%
Gian tiep 26 14%
Tong so 187 100%

'Bang 1: Phat ngon hai tryc tiép va gian
tiep cua céng chuc

Vidu:

- Phat ngdn hoi truc tiép:

(1) CC: Nguyén Xuan Quang! Mdy bdn
nhi?

CD: Dg, em can lam 3 ban.

- Phat ngdn hoi gian tiép nham cac muc
dich khac nhu phé phan, tir chdi hoic bay to
thai d6 nao do, vi du:

(2) CD: Anh oi em muon cong ching bang
al

CC: Sap hét gio roi, ching toi chi lam
dén muwoi ruedi thdi. Sdng mai moi anh dén.

CD: Vdy em guri anh hé so & ddy cé dwoc
khong a?

CC: Khong duoc anh q! Gui o day nho
mdt bang thi sa0? Pd cé triong hop dy xdy
ra roi.

Trong doan hdi thoai trén, cau hoi caa CC
dua ra khong nham myc dich mong mudn
CD s& tra loi minh rang s& xtr 1i nhu thé nao
néu mat bang ma nhim muc dich tir chdi
nhan hé so gt lai, ddng thoi i giai va canh
bdo rang: gui hd so lai rit cd thé s& bi mat
bang.

Khao sat muc dich cua 26 phat ngon hoi gian tiép, chung toi thu duoc két qua nhu sau:

Bac | Ngac | Nhic | Nhin Tu Phé | Ché Che bé Tong
bo nhién | nho manh | choi | binh giéu |nghi |so
50 7 |6 3 3 2 2 1 1 1 26
lugng
Tile% | 27% | 23,1% | 11,5% | 11,5% | 7,7% | 7,7% | 3,8% | 3,8% | 3,8% | 100%

Bang 2: Muc dich cia cac phat ngdn héi gian tiép cua céng chirc

C6 thé thay, viéc thuc hién kiéu cau gian
tiép cd tac dung khién cho phat ngon tré nén
mém mong hon, d& lot tai hon va vi thé ciing
lich sy hon ddi v&i nguoi nghe. Tuy nhién,
didu d6 khong phai luc nao ciing dang. Trai
lai, c6 mot sb phat ngdn gian tiép cua cac
CC nham muyc dich bay t6 thai do khéng hai
long d6i véi CD va mang giong diéu gay
gat, khd chiu, do vay ciing thiéu tinh lich sy
Va1 nguoi nghe. Hon nira, viéc ché trach CD
gitra chd dong ngudi cang khién cho mic do
t6n hai thé dién cua CD tré nén nang né hon

va khién ho cam thy nguong nging hon. Vi
du:

(3) CD: Noi ldp hop dong cong_ching
lic nay co kia cd ay bdao khéng can, anh
gach di roi.

CC: (Git gong) Hop dong coéng ching
sao lai khong can, anh nay?

CD: Llc ndy co kia cd dy bdo gach di
xong 1a anh gach di roi.

CC: Khéng ai nguoi ta chi anh thé dau!

Trong vi du trén, néu nhu thay vi hoi mot
cach gat gong “Hop dong cong ching sao
lgi khong can, anh nay?”, ngudi CC ndi véi
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CD rang “Hop dong cong ching 1a can thiet”
thi nguoi nghe s& cam thay dé chiu, thoai mai
hon rat nhiéu. Thém vao do, tir “nay” ding
sau tir xung ho “anh” dit ¢ cudi cau va cao
giong, cang thé hién sy cau kinh, thiéu ton
trong véi CD va dudng nhu ciing ngam y
rang “cai anh nay (va chi minh anh nay) cha
biét gi ca”. Cach sir dung phat ngén hoi nhu
vay da khién cho CD cam thay ton hai the
dién va ngai ngung hon tru¢c mat moi nguoi.
(D6 14 chua ké dén viéc khong dién vao 6 noi
lap hop ddng cong ching 1a do mot CC khéc
huéng dan CD lam). Nhu vay, cac phat ngon
hoi truc tiép hay gian tiép ciing cho thiy thai
d6 lam viéc caa CC dbi vai CD.

Ther hai, cdu tao cac phat ngdn hoi cua
CC c6 mot sb dic diém dang chu y nhu: viéc

sir dung cac phu tir nghi van, cac thanh phan
tang cuong lich su, cac tir xung ho, cac tiéu
tu tinh thai cing nhu d6 dai cua cac phat
ngoén hoi,...

1) Trong s6 187 phat ngon hoi cua CC,
ching tdi nhan thay nhiéu nhat 1a cac cau hoi
¢6 ndi dung huéng vao viéc hoi tén tudi, muc
dich va cac thong tin lién quan dén hd so
cling nhu thong tin ¢4 nhan cua nguol dugc
hoi. Chinh vi vay, cac tir nghi van chuyén
dung duoc sir dung nhiéu nhat ciing 1a nhitng
tir nghi van phuc vy cho nhitng muc dich nay.
S6 lwong céc phu tir nghi van, (c6 khi la tiéu
tir tinh thai duoc ding nhu phu tir nghi van)
thuong duoc st dung dé tao lap phat ngon hoi
dugc chung toi théng ké trong bang sau:

Tunghivan | S6 lwong Tunghivan | S6 lugng T nghi van S6 lwong
gi 39 Ai 14 may 4
a 31 Sao 14 ha 2
ddu 22 Nao 14 a 1
khong 16 Hay 9 %) 2
chuwa 16 bao nhiéu 7

Bang 3: Cac phu ti, tiéu tir tinh thai dung cau tgo phat ngdn hoi cua cong chic
(Chu thich: ki higu @ chi nhitng cau hai khong cheza tr nghi van ma chi si dung ngir diéu

nghi vdn dé tao phat ngdn hai).

2) Vé viéc str dung cac tiéu tir tinh thai
nham tang cuong sic thai cho phat ngdn,
chung t6i chti ¥ dén tan sb xuat hién cua tiéu
tir ¢ trong cac cau hoi. Théng ké cho thay,
CC st dung 19 phat ngdn chwa tiéu tir tinh
thai nay trong khi giao tiép voi CD, chiém
10,2% téng s6 cau hoi caa CC, trong do:

VGi v6i  CD | Tong
CD cing  do | sb
hon | tudi hoic
tudi | ndi chung
S6 luong | 8 11 19
tr a
Tilé % 42% 58% 100%

Bang 4: Ti l¢é tiéu tor "a"
hoi cua cdng chic

Nhu vy, ti 16 cac cau hoi sir dung tiéu tir
a nham thé hién thai do lich sy cua nguoi

trong phat ngén

noi 1a khdng nhiéu, cho du 1a giao tiép voi
ngudi hon tudi. Piéu nay cho thidy CC chua
that chi trong dén van dé lich su trong giao
tiép voi CD. Vi dy:

(4) CC: Cé oi hé khdu ciia ¢é ddu a?

CD: Pdy, ¢ cudi chau nhé!

CC: Thé sao ¢6 ké khai dia chi nao day
a?

CD: N6 thugc céi to day.

3) Céc cau hoi cia CC thuong ngan gon,
do trong cau hoi khéng c6 hoac it co6 cac
thanh phan ting cuong lich sy nhu rao don,
hd goi, xin 16i, xin phép, tham do,... tham
chi cac tir xung ho ciing bi lugc bo. Tién
hanh thong ké, ching toi thu dugc 116/187
phat ngdn hoi cia CC c6 tinh chat “trong
khong”, tic la khdng st dung bat ki thanh
phan rao don ndo, khong co phan hd goi, xin
16i, xin phép, khdng co tir xung ho, khong co
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phan phu tinh thai nham tang cuong tinh lich
su. Vi du:

(5) CC: Anh chi dy ¢6 con chua?

CD: C6 hai chau roi ¢! Hai chau nhap vé
hét ba ngoai ddy roi.

CC: Chuyén vé nha méi thi ai sé 1a chu
ho?

CD: Nhung ma hai vo chéng cing mua
thi...

CC: Nhung ma ai la chu hg?

CD: Thi c6 khong biét...

CC: (Ngét 1i, hoi céu) Nhung ai ld chii
hg? Trong hai ve chong ai 1a chi hg?

CD: Thi c6 nghi la em Vin no dang ho
khdu ¢ day...

CC: (Ngiat loi) Théi co ciz bao anh ch; dy
dén day nha! Cé khéng biét thi 1am sao chau
hwéng ddn dioc?

S6 lwong nhitng phéat ngdén hoi trong
khong chiém t&i 62% tong sé phat ngdn hoi
ma CC sir dung trong giao tiép véi CD. Piéu
nay, thém maot 1an nita cho thiy thai do lich
su, nhd@ nhan trong khi thi hanh céng vu cua
CC chua duogc chu trong nhleu ngay ca khi
giao tiép véi nhitng CD hon tudi.

Trong nhiéu truong hop giao tiép véi CD
ngang tudi hoac it tudi hon, CC con st dung
nhitng cau hoi rat ngan, hau nhu luge bo di
tat ca cac thanh phan, chi giir lai noi dung
hoi. Vi du:

(6) CD: Em dén ldy giay to cong ching

a.

CC: Gidy hen dau?

SP1: Pay a!

Déi chiéu véi cac phat ngdn hoi cia CD,
chiing toi khong thay c6 truong hop nao ma
CD st dung nhitng cau hoi ngan nhu vay.
Piéu nay cho thay stc ning cua quyén luc
khi dugc trao vao tay nhirng nguoi thyuc thi
cdng vu s& chi phéi cach ho hra chon va st
dung phat ngén trong giao tiép.

2.2. Dic diém phat ngdn héi criia cong
dan

Mgt 1a, qua khao sat, chiing t6i thu duoc
87 phat ngbn hoi cua CD, déu l1a cac cau hoi
truc tiép, khdng co cau hoi gian tiép. Day 1a
su khac biét gitta CC va CD trong viéc su
dung cau hoi dé thuc hién muc dich néi. CD
chi dung cau hoi tryc tiép nhim dua ra cac
thac mac vé thu tuc hanh chinh, tim kiém
thong tin huéng din dé hoan thanh cong viéc
ctia minh mot cach nhanh chdng nhat. Xét
trén mot khia canh nao do, do tu y thirc minh
& vao vi thé giao tiép 1a “nguoi di xin”,
“nguoi di nho va”, ho tranh cach dat cau hoi
thé hién thai do, tranh 1am cac CC mat long,
phat y, ¢ thé gay kho khin cho cong viéc.

Hai 14, trong s6 87 phat ngdn hoi cua
CD, chlng tdi nhan thdy nhiéu nhat Ia cac
cau hoi ¢6 ndi dung hudng vao viéc hoi quy
trinh thuc hién cac thu tuc hanh chinh. Do
d6, cac tiéu tir, phu tir nghi vin chuyén dung
duoc str dung nhiéu nhét ciing nham tao lap
nhitng cau hoi tim kiém théng tin phuc vu

CC: Tén gi? cho muyc dich nay, cy thé nhu sau:
CD: Thao a!
Turnghivan | SO lwong | Tunghivan | S6 luong Tt nghi van S6 luong
khong 24 Gi 8 sao 2
nao 13 nhi 3 bao gio 1
a 12 Hay 2 bao nhiéu 1
ha 12 Chuea 2 %] 2

Bang 5: Cac phuy tar, tiéu tir tinh thai dung cdu tgo phat ngén héi ciia cong dan

Pbi chiéu bang 3 va bang 5, néu nhu chi
c6 1/187 (chiém 0,5%) phat ngdn hoi cua
CC sir dung tiéu tir ¢ thay cho phu tir & dé
tao cau hoi thi ti 1€ nay ¢ CD la 12/87 phét

ngdn (chiém 13,8%). Mat khéc, néu tinh ca
nhitng tir ¢ xuat hién véi tu cach 1a tiéu tir
tinh thai di kém phat ngon hai thi co 21/87
phat ngdn hoi cua CD chua tiéu tir nay,
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(chiém 24%), trong khi ti 1& nay & phéat ngon
hoi cua CC la 19/187 (chiém 10,2%). Nhu
vay, ti Ié cac cau hoi sir dung tiéu tir ¢ nham
thé hién thai do lich sy caa CD 1a kha Ion.
Diéu nay cho thay CD rat chl trong dén van
dé lich su trong giao tiép véi CC. Thém vao
d6, néu nhu trong phat ngdn hoi cua CC, tiéu
tir ¢ chi dugc dung dé giao tiép voi CD I6n
tudi hodc ddi khi 1a str dung dé hoi mot cach
chung chung, khong huéng dén mot nhan
vat giao tiép cu thé nao (chang han, Ai la
Nguyén Van Trung a?) thi trong phéat ngén
hoi caa CD, tiéu tir ndy tham chi duoc cac
CD 16n tudi dung dé giao tiép véi nhitng CC
it tudi hon minh rat nhidu. Vi du:

(7) CD: Anh oi téi lam lgi gidy khai sinh.

CC: Chi 14 thé ndo véi ngusi nay? La
me a?

CD: Khong ¢, la ba ngoai.

CC: Thé chi dién vao gidy nay theo céc
muc ndy nhé.. Cudi clung bac ghi ngay
thang nam.

CD: Xong me no ki a?

CC: Vang.

CD: Xong rai cdng ching a?

CC: Vvang, cong chung chirng minh thu,
hg khdu ciia me chdu xong mang lén day.

CD: Chi cong ching chitng minh thu, ho
khdu thi g?...

Néu nhu cac cau hoi ciia CC thudng ngan
gon, do trong cau hoi khéng c6 hoac it cd
c4c thanh phan ting cudng nhu rao don, hd
goi, xin 16i, xin phép, tham do,... thi nguoc
lai, cac phat ngbn hoi cia CD thuong kha
day du cac thanh phan, hiém gap cac cau hoi
mang tinh “trbng khong” cho du d6 1a
truong hop CD 160 tudi hoi CC it tudi hon.

Nhirng cau hoi sir dung thanh phan rao
don c¢6 dang nhu “X lam on cho Y hoi...”;
“Cho Y hoi...”, hoac “X oi cho Y hoi...” ;
“Y héi nay...”; “Bdy gio' Y muén héi nhu
thé nay nay...” xuat hién khé nhiéu trong cac
cau hoi caa CD trong khi khdng thiy nhitng

thanh phan nay xuét hién trong cau hoi cua
CC. Qua khao sét, chiing t6i théng ké duoc
18/87 phat ngdn hoi cd dang nhu trén, chiém
20,7%. Viéc dua cac thanh phan nady vao
phat ngbn, mot mat thu hat sy chd y cua
nguoi nghe, mat khac tang cuong thém tinh
lich sy, khién cho phat ngén tré nén nha
nhin, mém mong hon.

Tim hiéu cy thé hon, chung t6i nhan thay
cac CD nit sir dung thanh phan rao dén
nhiéu hon cac CD nam (16/18 phat ngon).
Trong d6, c6 téi 7/16 phat ngbn cac nix CD
I6n tudi sir dung thanh phan “xin phép hoi”
Kiéu X lam on cho Y héi... véi nhitng CC it
tudi hon minh. Vi du:

(8) CD: (...) Thé lam on cho ¢é héi la
cdi trwong hop 1a Vi du nhir con ré cia cd nd
muon nhdp hé khdu vao cuing véi nha cd cé
duoc khong?

CD: Chdu oi lam on cho ¢6 héi thé nay:
Thé bay gio cdi dat dy la ddt canh tic ddy
chau ¢, thi khong biét c6 chuyén duoc
khong?

CD: Thé a? Thé thi bay gio lam on cho
cd hoi thé ndy nha: Thé bay gio néu nhu anh
con ré cd khdng chuyén vé cdi dat day thi ba
me con nha né chuyén tir sé cua cd sang Cai
dat ddy c6 dwoc khong?

Nhu vay, c6 phan dbi 1ap véi cac CC, cac
CD rét ¢ y thac trong viéc lra chon cac
phuong tién giao tiép nhim ting cuong tinh
lich su cho phat ngén. Ngay ca trong cach
xung hd, ho ciing thién vé cach xung ho than
toc, nhat 13 cac CD nit. Cac CD nit c6 xu
huéng kéo gan khoang cach, tao su than
mat, gan giii trong khi giao tiép v&i CC hon
la cac CD nam. Chang han, trong truong hop
CD nhiéu tu6i hon CC, khi mé dau mot cau
hoi, CD nir thuong bat dau bang: Chau lam
on cho ¢6 héi..., nhung CD nam thuong bt
dau cau hoi bang Chj lam on cho t6i héi....
Trong khi d6, khi giao tiép véi CD ngang
tudi hoac it tudi hon, ching toi nhan thay
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CC c¢6 xu hudng thién vé st dung céc tir
xung hd c6 sic thai trung tinh, chang han
CC xung t6i va goi CD la anh hoac ch;. Vi
du:

(9) CD: Anh oi em muén cong ching ho
SO.

CC: Ch; cong chung gi a?

CD: Em muén cong chitng hé so nha dat.

CC: The nhdt 1a phdi phé t6 truéc. Thir
hai la chi phai ghi tén vao day. Thir ba la
chding t6i chi lam dén 10 rui thoi.

3. Két luan

Khao sat tai cac CQCQ trén dia ban Ha
Noi, ching ti nhan thiy cac phat ngdn hoi
duoc str dung rat nhiéu trong suét qué trinh
giao tiép gitta CC va CD. Céc phat ngon nay
mang nhitng dac diém riéng vé cau tao, noi
dung, giong diéu, miac do lich su,... Nhitng
phan tich trén day da cho thay nhitng khéc
biét trong cach sir dung phat ngbn hoi cua
CC va CD tai cac CQCQ:

Vé sé luwong cau hei, khao sat 70 cudc
thoai, chung to6i thu dugc 187 cdu hoi cua
CC va 87 cau hoi cua CD. Nhu vay, sd
lwong ma CC sir dung nhiéu gép 2,1 lan CD.

Vé viéc sir dung cau hdi gian tiép, CC st
dung kha nhiéu cau hoi gian tiép thé hién
cac muc dich noi nhu: bac bo, bay to thai do
ngac nhién, nhic nho, nhan manh, tir chdi,
phé binh,... trong khi CD khong st dung
loai cau hoi nay.

Vé mdt cau tgo, cau hoi cia CC thuong
ngan hon, it sir dung cac thanh phan ting
cuong tinh lich sy hon cau hoi cia CD. Do
vay ma céac phat ngon hoi cua CC c6 phan
kém lich sy hon cac phat ngon hoi cua CD.

Vé cdch xung hé, CC thuong co xu huéng
thién vé xung hd quy thic, khach quan hon
S0 vo6i CD.

Thém vao d6, vi thé giao tiép ciing chi
phdi giong diéu cua phéat ngdn hoi. Qua khao
sat, ching toi nhan thay, khi dat cau hoi, CC
thuong hoi to, rd rang, vai mot giong cao,

nhiéu khi boc 16 su khd chiu, git gong.
Trong khi @6, CD thuong dat cau hoi voi
thai 6 dé dat, on ton, mém mong hon, cao
d6 thap hon va it thay sic thai gat gong, buc
boi trong phat ngdn cua ho.

Nhitng dac diém nay bat nguon tir sy chi
phdi cua nhiéu yéu té nhu tudi tac, gioi tinh,
hoan canh giao tiép, muc dich giao tiép,...
nhung ndi bat hon ca 1a yéu té quyén luc.
Ap lyc quyén lyc anh huéng dén quan hé
giao tiép gitra CC va CD ¢ nhitng muc do
khac nhau.
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