
QUANTII-QUANLY 

KY NANG GIAI QUYET XUNG DQT 
CUA NHA QUAN TRI DOANH NGHIEP 

• TRAN THQ KHAI 

T 6 M TAT: 
Xung dpi nay sinh trong cong viec la dieu khong the iranh khoi. cd the xay ra d mpi cap dp 

irong mpl doanh nghidp. Tuy nhien, neu quan Iy mot each khoa hpc, mau thu2n - xung dpi co the 
lr6 ihanh dpng life mang tinh dpi pha cho sU phai irien doanh nghiep (DN). Vi vay, qudn iri xung 
dpi ]h khong ihe thie'u trong quan tri doanh nghiep, d3c biet doi vdi cac nha qudn tri cap cao. 

Bii vie't difa racach nhin tdng quan ve ky nSng gidi quyel xung dot cua nha quan iri Irong ih6i 
hi^n dai, tî  d6 g6p ph^n nSng cao ndng li/c qudn tri trong mpi hoat dong cua doanh nghipp. 

TiJf kho^: Xung dot, mSu Ihu^n, ndng life qudn tri. nha qudn trt, doanh nghiep. 

I. (iiiVi Ihi^u vai net ccf ban vi xung dpt 
1.1. Xung dgt 
Nung dot la qua tnnh trong do mot ben nhan ra 

i|u>C"n IcJi cua mtnh hoac do'i 12p, ho3c bi anh 
hifiing bdi mot ben khac Xung dot co the mang 
JcMi nhiing ke't qud lieu cifc hoac tich CLTC. phu 
thupc vao ban chat va cu'dng do ciia nd. 

Xung dpi la dieu khdng the tranh khdi irong 
Mini tru'dng Iam viec. Cac cupc xung dot cd the 
phat sinh gida cac dong nghiep giam sat \a cap 
du'di hoac giiJa cac nhan vien vdi cac do'i tac ben 
ngoii. chdng han nhif: khach hang, nha cung cap 
vi cdquan quan Iy. 

Giai quye't xung dot la mot nang li/c quan Iy chu 
chdt ma tat ca cac chu doanh nghiep deu can du'dc 
nghien ciJu. thi/c hanh ky nang de duy tri mot mdi 
Inrdng Iam viec lich ciTc. 

1.2. Su gidng va khdc nhau gida xung dgt vd 
cgnh tranh 

- Canh tranh \a) ra khi hai hay nhieu ca nhan 
ho.k- nhdm theo duoi miac lieu mi muc Ueu nay cd 
the diTdc dat tdi chi bdi mot phia (ca nhan hoac 
nhdm). 

- Canh tranh lim lang len str khuay ddng, sii 
thu'c tinh. \a su^dpng vien. Dieu nay lam nang suat 
tins len. 

- Canh tranh va xung dot khac nhau ve mu'c dp 
ldi ich ca nhan ciia mdi ben. Sif khdc biet nhd nay 
cd mot ke'l cue quan trpng cho thanh cdng ciia nhdm 
hay to chu'c. Canh tranh khdng bao gdm nhu'ng hiinh 
ddng iri/c tie'p bdi mpl phia irong viec can thiep 
hoac gaj trd ngai cho hoal dpng cua phia ben kia. 
Cdn dd'i vdi \ung dot, mpl phia c6' gdng ngan chin 
hoac cdn ird thanh cong cua phia ben kia. 

1.3. Phdn bi^t xung dgt vd mdu thudn 
- Khai niem mau thuan dung de chi md'i lien he 

ihd'ng nha't, da'u tranh va chuyen hoa cua cac mat 
dd'i lap trong mdi sii vai hoac giffa cac su" vat trong 
qua tnnh van ddng. phat trien ctia chUng (vdn t5t: 
la md'i lien he thd'ng nha'l va da'u tranh giffa cac 
mat dd'i lap). Nhif vay, mau thuan la ton tai khach 
quan vd'n cd cua bat cff mpl sff vat, hien tffdng, qua 
trinh nao trong tff nhien, xa hdi va tff duy. 

- Xung dot la hlnh thffc cud'i cung cua mau 
thudn. (Bang 1). 

2. Cac loai .xung doi ma nha quan tri cSn giai 
quye't 

Tren thifc te chung ta tha'y cd hai loai xung dot: 
• Xunt^ dot ngodi doanh nghiep: 
+ Doanh nghiep vdi nha cung cap 
+ Doanh nghiep vdi doanh nghiep 
+ Nhan vien vdi khdch hang 
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Bong 1. 

Mduthu£i 

Xay ratnidc 

Xung dot 

Xay ra sau 

MtlcdOthSp Mile d$ cao 

Khac b($t v6 quan diem, j Su va ch^m, xu hudng ddi 
nh$n thilc. phuong phap [ lap trong tSm ly ca nhSn. 
lamvi^c.... ho^t d^ngtd chile,... 

» Xung d^t ben Irong doanh nghiip: 
f Ci nhSn vdi ci nhan 
f Nhdm vdi nhdm 
f Ci nhSn vdi nhdm 

Trong pham vi bii vi^t se di s;ni jhien ciJu 
va lim ro hdn nhffng xung dOt bin "ong to chllc 
v4 ky ning xii IJ xung dOt trong to cii'l' >:"'' "^^ 
quin tri. 

2.1. Xung dfl giOa ai nhtn vi ca nhdn 
Trong loai xung d^t niy cd cic loai xung dOt 

sau, gdm: 
- Xung dO giila nhtn vien vii nhSn viCn (xung 

dot niy c6 th^ xiy ra giOa cic d6ng nghiSp vdi 
nhau hoic giffa nh5n vidn cO vdi nhSn vidn mdi). 
(Bang 2). 

- Xung d$t giSa nhSn viin vdi cfi'p trdn 
(Bing 3). 

Bdng 2, 

Xung dot vlquyfo 101 

<^ Nguy6n nhBn: 
Ngudi quan l( hay bO ph^n 
nhSn SM khdng c6 si; giSi thich 
th6a ddng vd cOng khai cdc 
chinh sich cho nhSn vifin nfin 
dcTn tdi tinh tr^ng "hi^u tclm" 
hay 'bdt man' trong cdng ty. 

^ Gta phdp: 
Nhd qudn tn c5n c6 nhOng quy 
dinh rd rang v€ lUdng, thudng 
vd di€u chinh kjp thdi mdc 
tUdng cOa nhdn vidn kdm theo 
thdng tin vS lUdng ndn dupe bl 
m§t, trdnh rd n* ra bdn ngoai, 
gdy ra nhQng mdu thuSh ndi 
bO do mffc luong khdng b&ng 
nhau. 

Xung dot vldardi vpng 

• ^ f4guy§n n/ian; 
VI cdc cd nhdn mudn tranh gidnh 
quy^n lî c vd danh vgng. Nhdn 
vidn ludn mudn the hiOn ndng lî c 
bdn thdn vd t^o v| thS vOng vdng 
trong cdng vi$c. do dd ludn cd si; 
ganh dua ngSm giQa cac cd 
nhdn. 

•^ Giil phap: 
+ Ngffdi lanh dgo cSn cd st; cdng 
bSng trong phdn cdng cdng vi$c 
cho timg nhdn vidn phij hop vdi 
timg bd phdn. 
+ Tgo diiu kidn d l nhdn vien -
nhdn vidn hd'trp lan nhau va 
cQng phdt trien. 

Xung dot v6 d$c tinh cd nhfin 

^ NguySn rOiSn: 
+ Do sif khac biOt v€ ngudn gdc vd tinh each cua 
mdi cd nhdn: Didu ndy id mdt le \\j nhidn ndn rS\ 
dd'xay ra xung ddt glQa nhdn vidn vd nhdn vidn. 
+ Sy thidu hieu bilt ho^c khdng ldn trpng dung 
mi/c v l trach nhidm va chuydn mdn cua nhau. 

^ Gidi phdp: 
+ Nhd qudn tr| d n phdi t^o ra khdng khi thdn 
thidn, hod ddng bong doanh nghidp, nhff: liS chQc 
nhQng chuyin di chdi ngdn vao mdi dip nghi, xdy 
ddng gdc thff gian ngay trong vdn phdng d l nhdn 
viln cd th i gdn ket hdn va cung Id d l gidm dp 
lyc trong cdng vide, t$o hi^u qud lam viOc cao. 
+ Khi xudt hidn nhQng tinh trang trdn c3n nghidm 
tire xit t(, khdng the hien thai dd thidn vi. 

Bdng 3. 

C^trdn 

- Cdch thdc ra quylt dinh khdng hgp ly 
- BSt ddng quan dilm trong cong vide 
- 0|nh kiln cd nhdn, Idm vide theo cdm tinh 
- Thilu bdn ITnh. tranh cdng. 06 ldi 
- Theo dudi quyln IMC 

Nhdn vidn 

- Khdng hai Idng vdi phong each lanh dgo 
- Thilu sy tdn trpng d p trdn 
- Bd't ddng quan dilm trong cdng vi|c 
- Su khdng tuong thich giffa tradi nhi^m va lpi (ch 

Hudi^S^quy& 

- Ngudi cd vai trd thd 3; Rmng nhdn sy, cdng doan ho$c ngudi cd dnh hudng ddc bi|t cd I h l gidi quyet 
- d p trdn: Ldng nghe. ra quylt dinh "dinh chiln', tim hilu nguyin nhdn dUa ra cac gidi phap. nhu: thay ddr van hda 
cdng ty. thay ddi phong each Idnh dao, thay d6i mdt so quy d)nh trudc ddy. 
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- Xung ddt gitfa cac cS'p quan l> (Xung dpi 
niy cd the \a\ ra giffa Ciic nha quan iri cap cao 
vdi nhau hodc giffa nhS qudn iri ca'p cao vdi nha 
quan in cap irung). 

Cac nguyen nhan chu yeu gay ra nhQng xung 
dOi niy la: 

Gida cdc cap quan tri 
- Xung dpi do sif khdc biet ve dja vi, quyen 

Iffc: Ngifdi cd uy the' Ihap hdn cd the se mud'n 
lha\ ddi \! the cua minh bang each iao ra xung 
dpi de nang cao quyen Iffc va lam anh hffdng cua 
minh trong id' chffc va ngifdc lai. 

• Do sff bat ddng trong quan diem hdp tac cdng 

- Do khd nang qudn ly ye'u kem. 
Hffdng giai quyd't chinh cho nhffng xung ddt 

nay ta stf thffdng Iffdng giffa 2 ben hoac cd sff can 
thiep gidi quyel cua ngffdi thff 3 cd du cdng b5ng, 
sdng sud't, kheo leo. khdch quan dffng ra lam 
trung tam hda gidi. 

• X((/i,ij dot bin trong cd nhdn 
Phi) bien nha't la xung ddt giffa nhiem vu dffdc 

giao vd kha ndng cua cd nhan, cung cd the la 
xung dpi giffa yeu cau cdng viec va nhu cau cua 
ca nhdn. Cd nhffng trffdng hdp, do yeu cau lam 
viec, nhan vien phai lam ca ngay chu nhal. ngay 
le, dieu nay thffdng mau thuan vdi nhu cau ca 
nhan la dffdc vui chdi, gidi tri hay nghi ngdi ciing 
gia dinh. 

DC" giai quye't dffdc loai xung ddt nay, nha 
quan tri phdi tao dffdc mdi trffdng lam viec cdng 
bing. cd cd hgi thdng lien cho ngu'di Iao ddng. 
Khi dffdc Iam viec trong mdi tru'dng on djnh vdi 
nhieu dieu kien, cd hpi phdt trien ihi chdc chan 
ngffdi Iao ddng se cd'ng hien hel minh cho cdng 
viec. cho to chffc Nha qudn tri cung can giai 
quyet nhQng xung dpi ca nhan trong chinh ban 
than minh. Cd nhff vay. nha quan tri mdi cd the 
Iffa chpn dffdc phffdng phdp lanh dao hdp Iy, cdng 
bSng. minh bach nha'l 

2.2. Xung dgt giffa nhdm vdi nhdm 
Ddi \di loai xung ddt nay ihi nguyen nhan chu 

\culd: 
- Su" phu thudc Ian nhau khi lam viec 
- Miic lieu khdng ihd'ng nha't 
- Sff md hd ve pham vi. quyen han 
- Sff chenh lech cung nhff phan bo khong deu 

cac ngudn Iffc, qu>en ban, irdch nhiem... 
Ddi vdi nha qudn tri, de giai quyet cdc xung 

dot nay can: 

- Ddng I liic 3 vai trd: Tff \a'n. hda giai \a 
Irpng tai. Nha quan in phdi thai cdng bang, khdch 
quan. nha'n manh nhffng diem chinh, khen - che 
dung luc va dac biet la bdc Id mem tin vao 2 ben 
la nhff nhau. 

- Gay ap Iffc tao sffc ep tff ben tren: Kheo leo 
de hp thay ne'u va'n de di qua xa Ihi nguy cd \c 
thanh danh, dia vi cdng ldc, cd hpi thdng lien \a 
cdc Idi ich vat chd'i, tinh than cua ho se bi 
bien ddng. 

2.3. Xung dgt giffa cd nhdn iti nfiom 
Loai mau thuan giffa cd nhan \ a nhdm do quan 

diem hay ldi ich khdng phu hdp. Chdng han. irong 
mot nhdm ban hang, da sd'cdc Ihdnh vien Irong 
nhdm cho ring nen ha gia san pha'm de lieu ihu 
hang nhieu hdn va nhanh hdn. Nhffng trong nhdm 
cd mpl cd nhan khdng tan ihanh vi cho rang khi 
giam gid se dnh hffdng de'n Idi nhuan vd cd ihe bj 
khdch hang danh gia san pham dd kem chd't 
Iffdng. Khi hai ben khdng thdng nha't dffdc y kie'n. 
mau thuan xung dot cd the xdy ra. 

Cach giai quye't xung dot nay: 

- Xoa diu nhQng mau thudn: Ndi rd sff hdp tdc 
la bat budc. Khi ngffdi qudn ly cho phep mdi nhan 
vien hanh ddng thie'u thien chi se ldm cho nhffng 
ngffdi cdn lai ba'l man. Can thiet lap chinh sach 
khdng khoan nhffdng vdi sff phan dd'i vd ly. 

Tim tie'ng ndi chung: Thdch thffc dd'i vdi 
ngu'di quan Iy Id Iam cho cdc ben mau thuan gat 
di nhffng sff khac biet. Ngffdi quan Iy phai chf ra 
nhffng gid tri chung giffa cac ben. Vi du, cac ben 
deu mud'n cdng ly ihanh cdng, dd la mpl muc dich 
chung. Ngffdi quan ly can chi rd sU bat hoa cira ho 
dang phd huy muc tieu chung dd. 

3. K^'t lu |n 
Xung ddt Id mdt hien tffdng xa hdi pho bie'n 

trong mpl loai hinh td chffc. Tuy nhien, trong ra't 
nhieu trffdng hdp. xung dot khdng dffdc xff ly, 
khdng phdi vi ngffdi la khdng nhan ra sff tdn tai 
cua chung ma do ngffdi ta khdng biê t xff ly nhif 
the'nao. 

Xung dpi la qua irinh irong dd mpl ben nhan ra 
rdng quydn ldi cua minh hoac dd'i lap hoac hi anh 
hffdng tieu cffc bdi mdt ben khac. Xung ddt cd the 
mang de'n nhffng ke'l qud tieu cffc hoac tich cffc, 
phu thudc vdo bdn chat, cffdng dd cua xung dot va 
vao cdch giai quyel no. Ne'u dffdc giai quye't lot. 
xung dot se dem lai cac diem lich cffc, nhff: Ndng 
cao sff hieu biet va sff tdn trpng lan nhau giQa cdc 
thanh vien trong nhdm; Nang cao kha nang phd'i 
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,n kv help nhom thong qua % icc ihao luan. ihKdng thao Chinh vl vay, nhiin thiJc Jii n 
khi giai quNcl mau Ihuan. Nang cao hieu biet cua xung dot theo hudng cd lOi cho H' _ 
tifng thanh vien ve cac muc tieu ciia minh. biet nang quan trong doi veil moi nh.i .| ly cu g 

nhiil. nhu mdi ca nhan ndi chung. C u nha qiwn in IUAIL dau la nhffng muc tieu quan trong 
NcU.V lai. xung dcil khong dUdc \0: ly tot -.c ga> cung nen danh thdi gian de niing 
ra siJc tan pha ldn: \l.iu thuan u-ong cong MCC de quan in xung '" " ' 
dJngchu) en Ihanh miu thuan ca nhan; Tinh than difdc molsiii 
lam vii-c nhdm tan ra. tai nguyen b| lang phi. tieu da de ra 

ky niing 

. . .iJc tan pha ldn: \l.iu thuan u-ong cong \ iec de quan in xung ddt de giiip cdiij ly minh lap trung 
dJng chuyen Ihanh mau Ihuan ca nhan; Tinh than dUdc molsiic manh toi da Jc dai duoc c muc 
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THE CONFLICT M.ANAGEMENT SKILL 
OF CORPORATE MANAGERS 
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ABSTRACT: 
Conlliuls ansing at work is an inevitable issue and this issue occurs at all level of enterprises. 

However, under scientific management approaches, conflicts could be ci, idered a 
breakthntugh engine for business development. As a result, the conflict mana^. icnl is an 
indispensable corporate governance skills, especially for senior managers. 

This article ptesenls an overview of conflict management skills of modem adminisi .lor,,̂  
conuibuting to improving the managemeni capacity of administrators in all oper:; i. ,,f 
enterprises. 

Keywords: Contlicis. disputes, managemeni capacity, manager, businesses. 
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