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Tt Thay dén Hieu
From Seeing to Understanding

Bdc thang tiép theo sau Nhin va Thdy, bac ma rdt it noi cham tdi.

Lai la téi, D6 Van ban, Chairman ddy. Lan trude, ching ta da cung nhau di qua hai chit Nhin va Thay. Hom nay,

t6i muon di thém mot bac nita, mot bac ma rdt it noi cham téi: tit Thdy dén Hiéu.

NHIN - THAY - HIEU

Lan trudc, chiing ta di tie Nhin dén Thdy. Lan nay, tic Thdy dén Hiéu.

*

01 - THAY LA VE SU VIEC, HIEU LA VE CON NGUOI

Seeing vs. Understanding
Thay la khi tam dirng lai dd 1au dé nhan ra mot diéu dang dién ra: khach dang budn, hém nay 13 ngay ky niém, dira tré rut ré, déi

giay gay got. Thay tra |&i cho ciu hoi: c6 chuyén gi dang xay ra?

Hiéu 13 khi ta di thém mot buéc, dé ndm dugc diéu nam phia sau dau hiéu y: vi sao khach budn, ngay ky niém dy mang y nghia gi

V@i riéng ho, dira tré rut ré vi da quen bj tir chdi. Hiéu tra I&i cho cau hoi: vi sao lai nhu vay, va ngudi ndy that su can gi?

“Thdy la thay giot nudc mat. Hiéu la biét vi sao ngudi ta khoc.”

02 - Vi SAO THAY THOI VAN CHUA PU
Why Seeing Is Not Enough

Mot ngudi cé thé Thay rat gioi ma van phuc vu sai. B&i Thay chi cho ta phan (rng diing v&i mot dau hiéu, con chi Hiéu méi cho ta

phan (rng ding v&i mot con nguoi.

Hay hinh dung: mét ban nhan vién Thay hém nay 13 ky niém ngay cudi ctia doi khach, lién mang ra mét chiéc banh, thip nén, hat
chdc mirng that rén rang. Nhwng néu ban ay khéng Hiéu rang hai vi khach vira mat di mét ngudi than, thi man chic mirng 3y lai

thanh mét vét clra. Cling mét dau hiéu, nhung thiéu cai Hiéu, diéu tir té cé thé bién thanh diéu vé duyén.

“Thdy gitip ta khong bé 16. Hiéu gitp ta khong lam sai.”

03 - BON LAN RANH GIUA THAY VA HIEU

Four Lines Between Them
Mat, Thay la vé su viéc; Hiéu 13 vé con ngudi.

Hai, Thay dén ttr su’ quan sat; Hi€u dén tir su 1ang nghe va dit minh vao vi tri ciia ngudi kia.
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Ba, Thay 1a mdt khodnh khic; Hiéu 1a mét qua trinh, tich 10y qua thoi gian va qua lich str cia m&i quan hé.

Bén, Thay gitp dich vu dung; Hi€u md&i khién dich vu cham, mai ¢6 cai “wow”, cé giot nwdc mat, c6 ky trc dé doi.

“Thdy c6 thé hudn luyén dugc. Nhung Hiéu thi doi hoi mot su to mo ve con ngudi, va mot tam long
that, thit khong may méc nao lam thay dugc.”

04 - HIEU KHONG PHAI LA POAN

Understanding Is Not Guessing

Nhung & day cé mot cai bay ma nhiéu ban méi rat hay mic phai. Trong ltc ¢6 ging Hiéu, cac ban lai vé tinh chuyén sang Doan:
nghe mot cau, thay mot vé mit, roi tu suy dién ra ca mot cau chuyén, va hanh dong theo diéu minh tudng twong. Xin nhé, Hiéu

sai con nguy hiém hon 13 chua hiéu.

“Doadn la minh ty nght thay cho khach. Hiéu la minh nam dugc diéu khach that sy can. Hai thit dy
khac nhau mot troi mot vuc.”

Vay lam sao dé Hiéu cho ding, thay vi doan? Cé ba viéc rat gian di:
Mat, quan sat ky truéc khi két luan. Thu thap tin hiéu that, dirng voi gan y nghia cho mét diéu minh chua chic.
Hai, khi chura ch3c thi héi, mot cach khéo 1éo. Mét cau héi ding ltc bao gid cling an toan hon mét phdng doan sai.

Ba, 1ang nghe dé khach tu boc 16, dirng dién vao chd tréng bing suy nghi clia minh. Va v&i nhirng diéu quan trong, hay xac nhan

lai trwéc khi hanh déng.

05 - PHEP MAU LUON NAM & CHU HIEU
The Magic Is in Understanding

Hay soi vao chinh nhirng cu chuyén ctia nha minh, sé thay diéu ky diéu luén nam & chir Hiéu.

Poi giay gay gét: Thay mot doi gidy hong. Hi€u mot ngudi phu nir khéng muén nguong trwede ngudi thuong. Nén méi cé chuyén

thay gidy, stra xong roi ldng 1€ thay lai.

Cau bé William: Thay mét dira tré it noi. Hiéu mot gia dinh da quen bi tir chéi, mot dira tré can ngudi chi déng dén trudc mot

buéc. Nén méi cé anh Remy di bat than lan cung em.

Dia banh xéo cia Kim Anh: Thay khach budt miéng néi thich. Hiéu mét ndi nhé nha, mét khao khat huong vi qué. Nén méi co

chuyén ty tay cuén tirng chiéc cho khach.
“O ca ba cau chuyen, ai ciing da Thdy. Nhung thit lam nén cau chuyén, la ho da Hiéu.”

*

Vay nén, bac thang clia nghé ching ta gid da ré: Nhin, réi Thay, roi Hiéu. Nhin 13 mat ghi nhan. Thay 13 tam dirng lai. Con Hiéu, 13

long that sy cham dugc vao mot con ngudi.
1. Lan gan nhat, t6i mai chi Thay dau hiéu cha khach, hay da that sy Hi€u con ngudi ding sau dau hiéu ay?
2. C6 khi nao téi lam dang hét quy trinh, ma van khién khach chanh I6ng, chi vi t6i Thay ma chuwa Hiéu?
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3. Hom nay, t6i c6 that 1ong td mod muén hiéu mot vi khach, hay chi dang x&r Iy mét yéu cau?

“Thdy khién dich vu ciia chiing ta ding. Nhung chi Hiéu mdi khién né cham dén trdi tim.
Va cdi cham dy la thi khong mét doi thii ndo sao chép dugc.”
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