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NGOAINGU VOI BAN NGU

PHAN TiCH CHIEN LUQC PHAN HOI PHAN NAN
TRONG THU TIENG ANH
CUA NGUOI HQC TAI VIET NAM

PHAN THI NGOQC LE*

TOM TAT: Nghién ctru nay khéo sat cac chién lugc ma nguoi hoc tiéng Anh nhu mot ngoai ngir
(EFL) tai Viét Nam st dung khi phan ho6i phan nan trong thu tiéng Anh trong sdu tinh hudng xa hoi
khac nhau, c6 sy bién dbi vé& quyén lyc va muire d quen biét gilta nguoi giao tiép. Tong cong 50 bai
viét dugc thu thap tir sinh vién hoc tiéng Anh tai Pai hoc Qubc gia Ha Noi. Dua trén phan tich noi
dung dinh tinh, nghién ctru xem xét cach nguoi hoc diéu chinh giong di€u, muc d9 lich sy va su phu
hop trong phan hoi ddi voi cac dbi tuong nhu phu huynh, ban bé, cip trén hodc cip dudi. Két qua cho
thiy ngudi hoc c¢6 nhéan thic nhit dinh vé yéu t6 xa hoi, nhung van thudng xuyén st dung cac cu
tric may moc, thiéu chién luoc giam nhe va kha nang diéu chinh linh hoat, dic biét trong cac tinh
huéng xa la hoac co quyén luc cao. Cac chuan muc van hoa va viéc thiéu dao tao nglr dung trong ki
nang viét thu 1a nhimng yéu t6 gop phan dan dén han ché ndy. Nghién ctru nhén manh sy can thiét cia
vi¢e giang day ngir dung rd rang hon trong ki nang viét tiéng Anh, va dé xuét tich hop cac hoat dong
theo nhiém vu, md phong thyc té va phat trién nang lyc giao tiép lién vin hoa trong 16p hoc. Nghién
cuu gop phan lam séang t6 nang lyc ngir dung Vlet ctia ngudi hoc Viét va dua ra goi y thiét thuc cho
giang day tleng Anh trong bdi canh hoi nhap qudc té.

TU KHOA: Ning lyc ngit dung trong viét; thu phan nan; chién lugc phan hoi phan nan; viét tiéng
Anh nhu mt ngoai ngilr; ngudi hoc Viét Nam.
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1. Din nhap

Trong giao tiép bang tiéng Anh, kha ning viét phu hop v6i muc dich va bdi canh giao tiép co vai
trd quan trong trong cac moi trudng hoc thuat va nghé nghiép. Thu phan nan va phan hoi thu phan
nan gilt vai tro quan trong trong dich vu khach hang va giao tiép kinh doanh, boi ching co thé tac
dong truc tiép dén murc do hai long cua khach hang ciing nhu uy tin cia té chirc (Sari, 2018). La mot
thé loai dic thu, thu phan nan va phan hdi khong chi doi hoi nang lyc ngdn nglr ma con yéu cau kha
ning ngit dung va sy nhay cam vé van hoa. Cac nghién ctru cho thay viéc phan hoi khong phi hop co
thé dan dén hiéu 1am, lam ton hai mbi quan h¢ hodc tham chi lam leo thang xung d6t (Friedman &
Currall, 2003). Trong khoang mét thap ki tré lai ddy, nghién ctru ngit dung di chu trong dén viéc
thuc hién cac hanh vi ngon ngit nhu xin 151, giai thich va dé xuat giai phap trong bbi canh hoc tiéng
Anh nhu ngén ngi thtr hai (Chen va cong sw, 2022). Tuy nhién, trong khi phan lon cac nghién ciru
tap trung vao giao tiép noi, thi cac nghlen ctru vé phan hoi thu phan nan bang vin ban van con han
ché, dic biét & khu vuc Péng Nam A nhu Viét Nam. Nhitng nghién ctru truée (Nguyén & Pham,
2021; Pham & Yeh, 2020) chi ra rang ngudi hoc Viét Nam thuong dua vao cac cym tur c¢b dinh va
gap kho khan trong viée diéu chinh muc do lich sy khi phan hdi. Bén canh d6, mot nghién ctru thyc
nghiém gin day tai Viét Nam ciing cho thiy mic du sinh vién di cai thién kha ning t6 chirc cu trac
email phan nan, ho van gip tr& ngai trong viéc dlen dat y tuong mot cach linh hoat (Mai, 2025).

Mac du néng lyc ngir dyng cua nguoi hoc tleng Anh nhu mét ngoa1 ngir (EFL) ngay cang nhén
duoc nhidu sy quan tAm, van con mot khoang tréng dang ké trong viéc hiéu cach nguoi hoc Viét
Nam van dung cac chién luoc ngit dung khi viét phan hdi thu phan nan. Bén canh d6, cac nghién ctru
vé ngudi hoc tiéng Anh nhu ngoai ngit tai Viét Nam cho thay hanh vi ngit dung trong giao tiép viét
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chiu anh huong manh tur cac chuin myc van héa Viét Nam. Diéu ndy dan dén xu hudéng lam dung cac
cum tir ¢6 dinh, xir li mirc do thing than chua phu hop va han ché trong kha ning thich tmg xa hoi-
ngit dung (Pham & Yeh, 2020). Nhing phat hién tuong tu ciing duge ghi nhan & cac bbi canh chau A
khac, nhu véi ngudi hoc Trung Qudc va Indonesia, khi nguoi viét L2 it sir dung cac chién lugc lam
diu va c6 xu hudng dién dat 16i phan nan mot cach tryc tiép hodc thiéu lich sy hon (Chen va cong su,
2022; Wijayanto va cong su, 2008). Tai Viét Nam, chuong trinh giang day tiéng Anh thuong uu tién
ngir phap va ki nang lam bai thi hon la huéng dan cy thé vé ngir dung trong giao tiép viét, bao gom
viéc kiém soat vin phong, phép lich sy va cau triic trong cac thé loai nhay cam nhu phan hoi thu
phan nan. Vi vdy, sinh vién c6 thé viét email dung ngit phap nhung van chwa dat duoc sy phu hop vé
mit ngit dung theo chudn ctia ngudi ban ng.

Trong bdi canh d6, nghién ciru nay tp trung phan tich cac chién lugc ma ngudi hoc EFL Viét
Nam str dung khi viét phan hoi phan nan trong thu bang tiéng Anh, dia trén phan tich dinh tinh 50
bai viét thu thap tur cac 16p hoc tiéng Anh ¢ bac dai hoc. Nghién ctru hudng dén viéc xéac dinh cac mo
hinh phan hoi pho bién, 1am rd nhimng diém manh va han ché vé mat ngir dung, ciing nhu xem xét anh
hudng cua yéu tb vin hoa. Thong qua viée phan tich cac dur lidu nay, nghién ctru ki vong gop phan
lam sdu sdc hon hiéu biét ve€ nang luc ngir dung trong viét cua nguoi hoc Viét Nam, dong thoi cung
cAp co s& cho viée phat trién cac phuong phép giang day tiéng Anh chi trong dén giao tiép lién van
hoa.

2. Tong quan va co sé li thuyet

2.1 Tong quan vé phan nan, phdan hoi phan nén, va thw phén hotphan nan

Phan nan (complaint) 1a hanh dong ngdn ngit qua d6 nguoi ndi biéu dat sy khong hai long trudc
mot tinh trang, hanh vi hodc két qua ma ho cho 1a khong pht hgp v6i mong doi. Trong nghién ciru
nglr dung hoc, phan nan thuong dugc xem la mot hanh dong c6 kha nang de doa thé dién vi n6 c6 thé
truc tiép hoic gian tiép chi ra 13i, trach nhiém hodc sy thiéu sot ctia ngudi khac. Cac nghién ctru vé
phan nan chu yéu tap trung vao cach ngudi ndi biéu dat sy khong hai long, muc d¢ truc tiép cua lo1
phan nan, cac chlen lwgc duoc sir dung dé thuc hién hanh dong phan nan va anh huéng cua cac yéu
t6 xa hoi nhu quyén luc, khoang cach xi hoi va muc do than quen giita nhirg nguoi giao tiép. Mot
cong trinh c6 anh huong trong hudng nghién ciru nay 1a Trosborg (1995), trong do tac gia danh mot
phan riéng dé phan tich chién lwgc phan nan cua ngudi ban nglr va nguoi hoc tiéng Anh. Trosborg
(1995) da phan tich cac chién lugc phan nan theo mirc d6 truc tiép khac nhau, tir nhitg cach dién dat
gian tiép dén cac hinh thire cdo bude va quy trach nhiém truc tiép.

Bén canh nghién ctru vé ban than hanh dong phan nan, mot hudéng nghién ctru khac tap trung vio
phan hoi d6i véi loi phan nan (complaint response). Phan hdi phan nan 1a hanh dong ngén ngir duoc
thyc hién boi ngudi nhan 16i phan nan nhim dap lai, xir 1i hodc giai quyet su khong hai long ma
nguoi phan nan da néu ra. Néu phan nan tra 10i cau hoi ¢ ngum phan nan biéu dat sy khong hai 1ong
nhu thé nao?”, thi phan hdi phan nan tra 1i cdu hoi “ngudi nhéan 16i phan nan dap lai sy khong hai
long d6 nhu thé na0?”. Phan hdi c6 thé bao gém viéc thira nhan van dé, xin 13i, giai thich, dua ra giai
phap, cam két thay ddi, d& nghi bu dap hoic str dung nhitng cach thirc khac dé duy tri quan hé giita
cac bén. Mot nghién ciru ndi bat 1a cua Laforest (2002), khi nghién ctru cac twong tac phan nan trong
hoi thoai gia dinh, tac gia di xem xét mbi quan hé gitra 16i phan nan va phan héi dugc 16i phan nan
d6 tao ra, qua d6 nhin manh vai tro ctia quan hé giita nhitng ngudi tham gia giao tiép d6i voi hinh
thirc ctia cé 101 phan nan va 1oi dap.

Ngoai ra, trong nghién ctu nay, thu phan hoi phan nan (complaint response letter) duoc hiéu 1a

van ban viét duoc tao 1ap nham dép lai mot 1o phan nan da dugc dua ra truge d6. Do dir liéu nghién
ctru gdm cac bai viét cua sinh vién dugc yéu cau tra 1oi nhiing tinh hudng phan nan gia dinh, d6i
tuong tryc tiép duoc phén tich khong phai 1a ban than 16i phan nan ma 1a cach nguoi hoc td churc va
dlen dat luot phan hdi bang van ban. Trong bdi canh ngudi hoc tiéng Anh nhu mot ngoai ngir, viéc
viét thu phan hoi phan nan dat ra nhiéu thach thirc déc thu. Nguoi hoe khong chi can nam viing ngén
ngit ma con phai phat trién ning lyc ngit dung, bao gdm kha ning diéu chinh giong di¢u, sir dung cac
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chién lugc lich sy phu hop va hiéu dugc nhitng ki vong vin héa an sau hanh vi phan nan. Chang han,
trong tiéng Anh, thu phan hdi phan nan thuong doi hoi mire d6 gian tiép nhat dinh cung véi cac chién
lwoc 1am dju dé tranh giy cam gidc qua thing thin hodc gay git. bay 1a diém ma nguoi hoc Viét
Nam thuong gip kho khin, do sy khac biét trong chuan muyec giao tiép xa hoi va van hoa (Nguyén &
Pham, 2021).

Nhu vy, c6 thé thdy nghién ciru vé phan nan da phat trién tir viée tap trung vao cach ngudi noi
thue hién hanh dong phan nan sang xem xét ca qua trinh tuong tac gitta phdn nan va phan hoi phan
nan. Tuy nhién, cac nghién ctru v€ phan hoi phan nan trong hinh thirc van ban cua nguoi hoc tiéng
Anh tai Viét Nam van con tuong d6i han ché, dic biét 1a nhitng nghién ctru xem xét dong thoi cac
chién luge phan hdi, dic diém ngon ngilt hién thuc hoa chién luge va tac ddng cua cac yéu t6 xa hoi
trong nhitng tinh hudng giao tiép khac nhau. Pay 1a khoang tréng ma nghién ciru hién tai hudng toi.

2.2. Khdi niém vé chién lwgc va chién lwge phan hoi phan nan

Trong nghién ctru nglr dung, chién lugc (strategy) c6 thé duoc hiéu 1a cach thirc ngudi tham gia
giao tiép lya chon va to chirc cac ngudn luc ngon ngir nham dat dwoc mot muc dich giao tiép nhét
dinh trong mét ngir canh cy thé. Theo cach hiéu nay, chién lugc khong dong nhét véi mot tir, mot
cum tir hodc mdt cu tric cau cb dinh. Mot chién luge c6 thé duge hién thuc hoa béng nhiéu phuong
tién ngdn ngir khac nhau va mot phan hdi co thé dong thoi chira nhiéu chién lugce. i v6i hanh dong
phan nan, Trosborg (1995) sir dung khai niém chién lugc dé phan loai nhiing cach thirc khic nhau ma
nguoi noi thuc hién hanh ddng phan nan véi cac mirc do truc tiép va mutrc d6 de doa thé dién khac
nhau. Tuy nhién, trong nghién ctru hién tai, thuat ngi “chién luge” duoc st dung theo nghia khac voi
“chién lugc phan nan”, boi dbi tugng nghién ciru 1a luot dap lai 161 phan nan.

Chién lwgc phdan héi phan nan (complaint response strategy) dugc hiéu 1a cach thirc nguoi nhan
101 phan nan lya chon, to chirc va két hop cac hanh dong ngdn ngir va phuong tién ngdn ngit nhim
dap lai va xir i sy khong hai long da dugc néu ra, dong thoi hudng t6i mot hodc nhiéu myc dich nhu
thira nhan van dé, thé hién thai do phu hop, giai thich nguyén nhan, khic phuc hau qua, dua ra giai
phap, cam két thay ddi hodc duy tri quan hé giao tiép. Trong nhitng nghién ctru gan day, khai niém
complaint response strategies dugc sir dung rd rang hon dé mé ta cac cach thirc ma ngudi nhan Iya
chon khi xir 1i 10i phan nan. Cac nghién citru vé phan hdi phan nan cho thiy mot phan hoi ¢ thé bao
gdm nhiéu chién luge duge két hop trong cing mét luot giao tiép. Chiang han, Thongtong (2022),
trong nghién ctru vé email kinh doanh ctia nguoi hoc tiéng Anh nhuw mot ngoai ngit tai Thai Lan, xac
dinh cac chién lugc phan hoi phan nan gom 1oi cam on (gratitude), 161 xin 16i (apology), 15 giai thich
(explanation), dé xuat giai phap (offer), 161 thinh ciu (appeal) va 1oi cam két (guarantee). Nghién ctru
ddng thoi xem xét mdi quan hé gilra chién luoc phan h01 va cac chién Iuoc lich su, cho thay phan h01
phan nan khéng chi lién quan dén noi dung giai quyét van dé ma con lién quan dén cach nguoi viét
diéu chinh mirc d truc tiép va lich su cta thong diép.

Trong bdi canh Viét Nam, hudng nghién ctru nay cling da bét dau duoc quan tam. Dbang chu y,
nghién ctu cua Ly va Nguyen (2026) v€ sinh vién dai hoc Viét Nam da phan biét truc tlep giita chién
liwgc phan nan va chién luoc phan hoéi phan nan, ddng thdi xem xét anh hudng ciia quyén luc xa hoi
d6i v6i viée lwa chon cac chién luoc ndy. Nghién ctru sitr dung mot hé thdng ma hoa riéng cho hai loai
hanh dong va cho thay cac chién luge duoc sir dung khi phan nan khong dong nhét VOl cdc chién
lugc dugc st dung khi dap lai phan nan. Ngoai ra, Ly (2025) ciing sir dung tryc tiép thuat ngir
complaint response strategies khi so sanh chién lugc phan hoi phan nan ciia nguoi Viét Nam va
ngudi My. Két qua nghién ctru cho thay ca hai nhém déu c6 xu hudng tranh nhiing chién lugc qua
d6i dau va thuong két hop nhiéu chién luge trong ciing mot phan hoi. Tuy nhién, ngudi My ¢ xu
hudng thién vé cac chién luoc truc tiép va dinh huéng giai phap, trong khi nguoi Viét ¢ xu hudng
wu tién nhitng chién luoc hudng t6i duy tri s hai hoa trong quan hé giao tiép. Nhitng nghién clru nay
cho thay phan ho6i phan nan thuong khong duge thyuc hién bang mot hanh dong duy nhét ma co6 thé
bao gém su két hop cuia nhiéu chién lugc.
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Trén co sd do, nghién curu hién tai xac dinh “chién lugc phéan hoi phan nan” & cép dd chirc nang
giao tiép. Cac biéu thic nhu I am sorry, We understand your concern, We will investigate the
issue hoac We would like to offer you... khong tu thdn dugc xem la nhitng * ‘chién lugc” doc lap;
chang 1a nhitng phuong ti€n ngén ngir ¢o the duoc st dung dé hién thuc hoa céac chién lugc phan hoi
khac nhau tiy thudc vao ngit canh. Céch tiép can nay ciing gitp phan biét chién luge phan hdi phan
nan voi “cach phan nan”. Néu nguoi phan nan s dung 101 cdo budc, chi trich hodc yéu cau dé thuc
hién hanh dong phan nan, thi ngudi phan hdi c6 thé sir dung xin 18, giai thich, dé xuat giai phap hodc
cam két dé xur 1i 101 phan nan. Vi vy, hai loai chién luoc khong chi khac nhau vé hinh thirc ngon ngi
ma con khac nhau vé vai tro ctia nguoi tham gia, myc dich giao tiép va vi tri trong chudi tuong tac.

2.3. Téng quan vé cdc chién lwgc phan hoi phan nan

Céc nghién ctru true cho thiy khong ton tai mot hé théng duy nhit dugce 4p dung cho moi bdi
canh phan hoi phan nan. Cac hé théng phan loai khac nhau dugc xay dung tuy thudc vao loai dir li€u,
d6i twgng nghién ciru va muc dich phan tich.

Nhiéu nghién ctru trén thé gidi da phan tich cac chién lugc ngit dung phd bién trong phan hoi
phan nan, bao gém xin 15i, dén by, giai thich nguyén nhan va cam két khic phuc. Ching han,
Prachanant (2006) khi khao sat nguoi hoc tiéng Anh trong nganh khéch san tai Thai Lan da xac dinh
moét loat chién luoc thuong duoc sir dung nhu: 16i xin 16i, thira nhan trach nhiém, giai thich su cd, dé
xudt giai phap, cam két cai thién va dua ra khung thoi gian thyc hién. Bén canh do, Einwiller va
Steilen (2014) phén tich cac phan hdi phan nan trén mang x4 hoi va nhan thay rang 1oi xin 18i don
thuan khong phai lic nao ciing mang lai hiéu qua tich cuc, trong khi cac phan hoi thé hién sy hd trg
cu thé lai c6 mdi lién h¢ chat che voi mirc d6 hai 1ong cua khach hang. Tuong tu, Bradley va Sparks
(2009) ciing chi ra ring nguodi tiéu dung thuong ki vong vao cac yéu t6 nhu giai thich hop li, dé xuit
bién phap khéc phuc hodc dén by, vi nhitng yéu t6 ndy gop phan tao cam giac cong bang va nang cao
su hai long. Trong mdt nghién ciru gan déy, Thongtong (2022), xac dinh cac chién lugc gom 10i cam
on (gratitude), 101 xin 16i (apology), 101 giai thich (explanation), dé xudt giai phap (offer), 161 thinh
cau (appeal) va 1oi cam két (guarantee) trong email kinh doanh cua nguoi hoc EFL. Mot sO nghién
ctru khéc lai tap trung vao cac chién lugc phan hdi thu phan nan théng qua viéc sir dung cau tric
ngon ngir lich sy, cac k¥ thuat lam diu va nhén manh viéc khoi phuc niém tin cta khach hang. Cu thé,
Tereszkiewicz (2019) dd phan tich cic chién lugc lich sy theo huéng tich cuc va tiéu cuc
(positive/negative politeness), cung voi 161 xin 16i, d& nghi hd trg, xac nhan bién phap khic phuc va
ca céac chién luge né tranh trong phan hdi phan nan trén Twitter. Tuong tu, Decock va cong su (2020)
dé cap den céc chién luge nhu “milder buffer” (161 mo d4u mang tinh lam diu), giai thich va cach
dién dat mém mong nhu nhimg céng cu hiu qua dé giam mirc d6 cing thang (mitigation) trong céc
thong diép tir chdi hodc xr 1i khiéu nai tryc tuyén. Gan day hon, Wu va Qi (2023) da nghién ctru viée
chatbot sir dung “l6i cam on” (appreciation) thay cho “16i xin 16i” trong phan héi, va két qua cho thiy
chién luge nay co tac dong tich cuc hon dén mirc d6 hai long ctia khach hang trong giai doan phuc
hdi dich vu.

Trong bbi canh hoi nhép qudc té va sy phat trién manh mé cua linh vyc thuong mai dich vy, cac
nghién ctru vé chién luge tra phan hdi phan nan tai Viét Nam ngdy cang nhan duoc nhiéu sy quan
tam. Cac cong trinh nay chu yeu tap trung phan tich cach ngudi Viét sir dung ngdn ngir khi phan hoi
khiéu nai, dong thoi xem xét tic dong cua cac yéu td vin héa va nhitng chudn muc xa hoi dic thu
trong giao tiép. Chang han, nghién ctru ciia Ngb (2023) cho thiy ngudi Vi€t thuong str dung cac
chién luoc nhur xin 151, gidi thich va cam két hanh dong, nhung dugc thé hién mét cach mém mong,
tranh trye dién va luén huéng dén viée duy tri sy hoa hop trong quan h¢ giao tiép. Nghién ctru ctia Ly
va Nguyén (2026), trong khi d6, dya trén hudng tlep can cua Laforest dé phan tich phan hi phan nan
cta sinh vién Viét Nam va nhén dién céc chién luge nhu giai thich cho hanh vi cia ban than
(excusing oneself), ddng ¥ thay doi hanh vi (agreeing to change behavior) va dé xuét phuong an thay
thé (suggesting alternatives).
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Duya trén muyc ti€u, dir liéu va dac diém cua cac tinh hudng trong nghién ciru hién tai, cac chién lugc
duoc tap trung phan tich gdm xin I6i (apology), gidi thich (explanation), dé xuat gidi phdp/ khdc phuc
(repair/offer), cam két (promise/guarantee), dén bii (compensation). Bén canh do, nghién ctru xem xét
lam dju (mitigation) nhu mot phuong dién ngdn ngi-ngit dung c6 vai tro diéu chinh mirc do tryc tiép va
mirc d6 ap dat cia cac chién lwoc phan hdi. Mdi chién luoc co nhimg dic diém cu thé nhu sau.

Xin 16i (apology): la chién lwgc qua d6 ngudi viét thira nhan hodc thé hién su tiéc nubi trude van dé
gdy anh huong dén nguoi phan nan. Trong phan hoi | phan nan, xin 18i c6 thé gop phan gidm cang thang,
thira nhén trai nghiém tiéu cyc cua ngudi nhan va hd tro khoi phuc quan hé giao tiép. Tuy nhién, xin 16i
khong nhat thiét dong nghia véi viéc nguoi viét thira nhan toan b trach nhiém; mic d6 nhan trach
nhiém can duoc x4c dinh dya trén ndi dung va ngilt canh cu thé.

Giai thich (explanation): 1a chién Iugc cung cap nguyén nhén, hoan canh hodc thong tin lién quan
den Van dé duoc phan nan. Giai thich c¢6 thé gitip ngudi nhan hiéu tai sao s ¢d xay ra va giam cam giac
rang vin d& bi bo qua. Tuy nhién, giai thich chi c6 hiéu qua khi khong duoc sir dung nhu mot cach né
tranh trach nhiém hodc phu nhén trai nghiém cuia ngudi phan nan.

Pé xudt gidi phap hodc khdc phuc (repair/offer). la chién Iugc hudng to1 viée xur li hdu qua cua van
dé thong qua mot hanh dong cu thé, ching han stra chita, thay thé, cung cdp dich vu khac hodc dé nghi
mdt phuong an giai quyét. Pay 13 nhom chién luge o tinh dinh huéng hanh dong cao va thudng dong
vai trd quan trong trong viéc bién phan hoi tir mot 10i giai thich don thuan thanh mét hanh dong khac
phuc.

Cam két (promise/guarantee): la chién luoc thé hién ¥ dinh thyc hién mot hanh dong trong tuong
lai, chang han cam két cai thién quy trinh, tranh 13p lai sy c¢6 hoac bao dam mot van dé tuong tu s€ dugc
xir 1i trong twong lai. Cam két c6 thé gop phan khoi phuc niém tin ctia nguoi phan nan néu duge dién
dat cu thé va phu hop véi vin dé da néu.

Pén bt (compensation): 1a chién lugc trong d6 ngudi phan hdi dé nghi hodc cung cap mot hinh thirc
bu dap cho ton that hoic bat tién ma nguoi phan nan phai chiu. Dén bu ¢6 thé dugce thé hién bang hoan
tién, thay thé san pham cung cép dich vu bo sung hodc nhimg hinh thirc bu dap twong duong. Trong
phan hoi phan nan, chién luge ndy thudng gin voi nhitng tinh hubng ma vén dé gy ra hau qua cu thé
va nguoi phan nan ¢ co s¢ dé mong doi mot bién phap khic phuc tuong xing.

Lam dju (mitigation): khac v6i nhiing chién luoc trén & chd né chi yéu lién quan dén cach nguoi
viét diéu chinh mirc d truc tlep, ap dat hodc de doa thé dién cua thong di€p. Cac phuong tién nhu ngén
ngit rao dén (hedging), cu tric gian tiép, dong tir tinh thai hodc nhing cach dién dat than trong c6 thé
duoc sir dung dé lam cho 10i giai thich, dé nghi, yéu cau hodc cam két tr& nén mém mai hon. Vi vy,
trong nghién ctru nay, lam diu (mitigation) dugc xem la mét phuong dién ngén nglt-nglr dung ho trg
viéc hién thuc hoa céac chlen lugc phan hoi, thay vi dong nhat hoan toan véi cac chién luge xir 1i noi
dung nhur xin 18i hay d& xuét giai phap.

2.4. Cdc yéu té ngit cinh trong phéin hoi phan nin

Phan hdi phan nan khéng dién ra trong mot mdi trudng giao tiép trung tinh ma chju anh hudng cua
cac yéu t6 xa hoi va quan h¢ gilta nhimg nguoi tham gia. Trong nghién ciru hién tai, hai yéu tb duoc tap
trung xem xét 1a quyén luc xa hoi (power) va mirc do quen biét/ khoang cach xd hi (social distance).

Quyén lyc lién quan dén mirc do bat doi xung vé vi thé giira ngudi phan nan va nguoi phan hoi. Khi
nguoi phan hdi ¢ vi thé thap hon, viée phan hdi c6 thé doi héi mirc d6 ton trong va giam nhe cao hon;
nguoc lai, khi nguoi phan hoi ¢ vi thé cao hon, ho c6 thé c6 nhiéu kha nang st dung cac biéu thrc tryc
tiép hodc dinh huéng hanh dong hon. Tuy nhién, quyén luc khong quyét dinh mot cach tuyét dbi viec
lwa chon chién luoc ma twong tac v6i cac yéu tb khac cia tinh huong giao tiép.

Mirc d6 quen biét hodc khoang cach xa hoi phan anh murc d¢ gan gii gitra nhimg nguoi giao tiép.
Nhimg nguoi c6 quan hé than thiét thuong co thé sir dung céach dién dat it trang trong hon, trong khi
giao tiép giira nhitng nguoi xa la hodc ¢6 quan h¢ nghé nghiép c6 thé doi hoi muc do trang trong va
than trong cao hon. Nghién ciru vé phan hoi phan nan ciing cho thdy quan hé giita cac bén c6 thé anh
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hudng dén hinh thirc ctia phan hoi. Laforest (2002), chang han, chi ra mdi lién hé giita tinh chat cua 1oi
phan nan/ phan hdi va mirc d than mat trong cac tuong tac gia dinh.

Do d6, viéc phan tich chién lugce phan hoi phan nan can dit cac biéu thirc ngdn ngit trong bdi canh
x3 hoi cu thé thay vi chi dya trén tan sudt xuat hién cua tung cAu tric. Mot 16 xin 161, mot 10 giai thich
hoac mot dé nghi co thé mang gia tri ngit dung khac nhau tuy thudc vao quyén lyc, khoang cach xa hoi
va muc dich cia nguoi Viét

2.5. Co s¢ li thuyét vé hanh dong ngon ngir va lich sy

Li thuyét hanh dong ngdn ngit cung cap co s dé xem xét phan hoi phan nan khong chi nhu nhiing
cau van chtra thong tin ma con nhu nhitng hanh dong dugc thyc hién théng qua ngén ngir. Theo hudng
tiép can ciia Austin (1962) va Searle (1969), mot phat ngdn ¢ thé thuc hién nhimg chirc ning giao tlep
khac nhau, chang han xin 13i, giai thich, cam két hoac d& ngh1 Trong nghién ctru hién tai, cac chién
lwoc phan hoi phan nan dugc xem xét dya trén chirc nang giao tiép ma ching thuc hién trong toan b
van ban phan hdi.

Bén canh do, li thuyét lich su ciia Brown va Levinson (1987) cung cap co s& dé giai thich tai sao
nguoi viét can diéu chinh cach dién dat khi phan hoi phan nan. Phan nan von 1a hanh dong c6 kha nang
de doa thé dién, trong khi phan hi phan nan co thé tlep tuc de doa, duy tri hoac lam giam muc do de
doa d6 tiry thudc vao cach ngudi viét lua chon ngén ngit. Cac phuong thire nhu xin 15i, thé hién sy quan
tam, str dung cach dién dat gian tiép hodc cic phuong tién giam nhe c6 thé gop phan han ché tac dong
tidu cuc dbi v6i quan hé giita cac bén.

Tuy nhién, trong nghién ctru hién tai, lich sy khong dugc xem la mét chién luoc phan hdi phan nan
ngang hang voi xin 181, giai thich hay dé xuét giai phap. Thay vao do, lich sy dugc sir dung nhu mot co
s& dé danh gia cach thirc cac chién luoc phén hoi duoc hién thuc héa trong ngu canh cu thé. Cach phan
biét nay giup tranh déng nhat gitra “ndi dung/ chirc ning cia chién lwogc” va “cach thuc lich sy hoa
chién luge”.

Ngoai quyén lyc va khoang cach xa hoi, viéc quan li quan h¢ giita nhitng nguoi tham gia ciing 1a
mdt phuong dién quan trong trong phan hdi phan nan. Theo hudéng tiép can quan li quan hé cua
Spencer-Oatey (2015), viéc duy tri quan h¢ trong giao tiép khong chi lién quan den thé dién ma con lién
quan dén quyén loi, nghia vu xa hoi va muc tiéu trong tac cua cac bén. Cach tiép can nay déc biét hitu
ich d6i v6i nghién ctru phan hdi phan nan, boi nguoi viét thuong phai ddng thoi giai quyét van d& va
duy tri quan hé véi ngudi phan nan.

2.6. Khodng trong nghién civu va dinh huwong ciia nghién ciru

Cac nghién ctru trude da tao 1ap co s& quan trong cho viée nghién ciru phan nan va phan hoi phan
nan. Nghién ctru vé ' phan nan da lam ro nhiéu cach thic ngudi noi/ viét thue hién hanh dong phan nan
va vai trd clia cac yéu to ngit canh, trong khi cac nghién ciru vé phan hoi phan nan da budc dau xac dinh
nhitng chién lugc nhu xin 161, giai thich, d nghi giai phap, cam két va cac hinh thirc xir 1i khac. Céac
nghién ciru vé& ngudi hoc EFL ciing cho thay chién lugc phan hdi ¢ thé chiu anh hudéng cua trinh do
tiéng Anh, chién luge lich sy va dic diém vin hoa.

Tuy nhién, vin con mot sd khoang tréng. Thir nhat, mic du da c6 nghién ctru vé chién lugc phan hoi
phan nan ctia nguoi Viét Nam, so luong nghlen cuu tap trung rleng Vao san pham viét bang tleng Anh
clia ngudi hoc Viét Nam trong nhing tinh hudng c6 su thay déi vé quyén luc va mic do quen biét van
con han ché. Thir hai, cac nghién ctru trude thuong tap trung vao viéc xac dinh loai chién luoc dugc sir
dung, trong khi can tiép tuc xem xét cach cic chlen lwge d6 duge hién thue hoa bang ngdn nglr va muc
d6 phu hop cta chung trong timg béi canh giao tiép. Thir ba, can phéan biét rd chién lwoc phan nan véi
chién lugc phan hdi phan nan dé tranh danh dong hai vi tri khac nhau trong chudi trong tac.

T nhimng khoang trong trén, nghién ctru nay tap trung phan tich chién lugc phan hoi phan nan trong
thu tiéng Anh ctia ngudi hoc EFL tai Viét Nam. Nghién ciru xem xét cac chién lwge phan hdi cha yéu
gbm xin 181, giai thich, dé xuét giai phap/ khic phuc, cam két va dén bu, ddng thoi phan tich vai tro cua
cac phuong tién lam diu trong qua trinh hién thuc héa nhiing chién luge nay. Bén canh viéc xac dinh
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tan suat st dung, nghién ctru con xem x¢t sy thay doi trong lya chon chién lugc theo quyén luc xa hoi
va mirc do quen biét gitra nguoi phan nan va ngudi phan hoi.

Theo huéng tiép can nay, nghién ctru khong xem “chién lugce phan hdi phan nan” 1a nhimg miu cau
c¢b dinh ma xem d6 14 nhiing Iyra chon ngén ngit c6 chiic nang giao tiép cu thé, duge nguoi hoc sir dung
va két hop dé xir li mot 10 phan nan trong mot ngit canh x4 hoi nhét dinh. Cach tiép can nay tao co so i
luén cho viéc phan tich dit liéu & cac phan tiép theo, dong thoi cho phép danh gia khong chi viéc ngudi
hoc ¢6 sir dung mot chién luge hay khéng ma con xem xét mirc do phu hop vé lich sy, tinh thuyét phuc
va sy phil hop véi boi canh giao tiép.

3. Cach thirc nghién ciru

3.1. Ngwoi tham gia va boi cinh khdo sdt

Nghién cuu dugc thuc hién voi 50 sinh vién Viét Nam dang hoc tiéng Anh nhu mét ngoai ngir
(EFL) tai Bai hoc Quoc gia Ha Noi, Viét Nam. Nguoi tham gia ¢6 do tudi chu yeu tir 19 dén 22 va dang
theo hoc cac hoc phan tiéng Anh & trinh do tir trung cip dén trén trung cép (Intermediate-Upper-
Intermediate). Viéc lya chon nhom nguoi tham gia nham tao ra mot nhom tuong dbi dong nhit vé do
tudi, trinh d9 tiéng Anh va bbi canh hoc tap, qua d6 han ché anh hudng clia cac bién ngoai lai dén két
qua phan tich.

Khao sat duge tién hanh trong hoc ky 1 ndm hoc 2025-2026. Ngudi tham gia dugc thong bao vé
muyc dich cua hoat dong khdo sat va dugc yéu cau thyc hién mot nhiém vy viét bang tiéng Anh dya trén
mot tinh huong phan nan dugc cung cép san. Dit liéu duoc st dung cho nghién citu chi bao gdm céc bai
viét dap v ing day du yéu cau ctia nhiém vu.

3.2. Thiét ké khdo sdt va thu thap dir liéu

Dir lidu nghién ciru gdm 50 thu phan hoi phan nan, twong tmg voi 50 bai viét caa 50 sinh vién. Mi
sinh vién chi thuc hién mot nhiém vu viét va tao ra mot thu phan hdi, do d6 téng s6 thu duoc thu thap
va phan tich 1a 50.

Pé tranh viéc khai niém “phan hoi phan nan” dugc hiéu qua chung chung, nghién ctru xay dung cac
tinh hubng theo cu trac gdm thur phan nan va thu phan hoi. Cu thé, trudc khi Vlet phan héi, nguoi
tham gia dugc cung cAp mot tinh hudng trong d6 mot nhan vat giri thu phan nan vé mot van dé cu thé.
Nguoi tham gia duge dét vao vai nguoi nhén thu phan nan va duge yéu cau viét thu tra 161 nham xir 1i
vén d& duoc néu trong thu phan nan.

Nhu vay, dbi trong phan tich truc tiép ctia nghién ctru 1a thu phan hoi phan nan, nhung mdi thu
phén hoi ludn duge dit trong mbi quan hé voi thir phan nan twong img. Noi dung cua thu phan nan
duoc giit ¢6 dinh theo timg tinh huéng dé bao dam rang su khac biét trong phan hoi co thé duge xem
xét trong mdi quan hé véi cac yéu tb ngir canh dugce thiét ké trude.

Nghién ctru st dung sau tinh huéng khao sat, dugc xay dung dua trén su Kkét hop cua hai bién x3 hoi:
quyén lyc xa héi (power) va khodang cdch xa hdi/ mirc dé quen biét (social distance). Sau tinh hudng
bao gdm:

1/Nguoi phan nan c6 quyén lyc cao hon va quen biét nguoi tra 10i;

2/Hai bén c6 quyén luc ngang bang va quen biét nhau;

3/Ngudi phan nan c¢6 quyén lyc thap hon va quen biét nguoi tra 10i;

4/Nguoi phan nan c6 quyén lyc cao hon va khong quen biét nguoi tra 10;

5/Hai bén c6 quyén luc ngang bang va khong quen biét nhau;

6/Nguoi phan nan ¢ quyén luc thap hon va khong quen biét nguoi tra 101.

Dé bao dam mdi tinh hudng khao sat c6 ndi dung va quan hé giao tiép cu thé, sdu tinh hubng duoc
xdy dung véi cac dbi twong giao tiép, noi dung phan nan va mdi quan hé xa hoi khac nhau. Cu thé: (a)
sinh vién tra 101 thu phan nan cia giang vién vé viéc khong hoan thanh bai tp ding han; (b) mot nguoi
ban phan nan vé viée ngudi viét quén mot cude hen da thong nhét; (c) em trai/ em gai phan nan v6i anh/
chi vé viéc duoc giao qua nhiéu viéc nha; (d) cép trén/ dai dién quan li phan nan vé viéc nhan vién
cham ndp béo cao; (e) mot dong nghiép 'khong quen biét phan nan vé mét van de trong bao cdo hoac
cong viée chung; va (f) mot nhan vién/ cap dudi khong quen biét phan nan vé mét van dé lién quan dén
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viéc thyc hién cong viéc. Nhu vay, moi phan hoi trong dit liu déu g?in v6i mot thu phan nan c6 nodi
dung cu thé, nguoi phan nan cu thé va quan hé quyén Iuc - x4 hoi dugc xac dinh trude. Khi gén moi
phan hdi v6i mot ndi dung phan nan xac dinh, “phan hi phan nan” s€ khong dugc coi 1a mét loai van
ban dong nhét khong phuy thude vao van dé duge néu ra. Boi noi dung va mirc do nghiém trong ciia 1oi
phan nan c6 thé anh huong dén cach nguoi nhan phan hoi, cic yéu to nay dugc xem xét khi dién giai
két qua.

50 nguoi tham gia duoc phan bo vao sau tinh hudng khao sét trén, trong d6 méi nguoi tham gia chi
thyc hién mot tinh hudng. S6 luong bai viét dwoc phan bo lan lugt 1a 8 bai cho tinh huéng (a), 8 bai cho
tinh huong (b), 8 bai cho tinh huong (c), 9 bai cho tinh hudng (d), 9 bai cho tinh hudng (e) va 8 bai cho
tinh hudng (f), tng cong 50 bai viét. Viéc m01 ngudi tham gia chi tra 161 mot tinh hudng nhdm tranh
hién twong ngudi tham gia thay doi cach viét do di 1am quen voi nhiém vu hodc diéu chinh ciu tra 10
dwa trén céc tinh hudng trudc d6. Nguoi tham gia duge yéu cdu viét mot thu phan hdi bang tiéng Anh,
trong d6 thé hién cach ho s€ xur 1i 101 phan nan dugc dua ra trong tinh hudng. Tét ca ngudi tham gia
thuc hién nhiém vu viét truc tiép trén 16p trong thoi gian duoc quy dinh va khéng dugc sir dung tai liéu
hd trg, qua d6 dam bao diéu kién thyc hién nhiém vu trong dbi dong nhét gitta cac nhom.

3.3. Phwong phdp phdn tich dir liéu

Nghién ctru str dung phuong phép phan tich ndi dung dinh tinh (qualitative content analysis), két
hop véi viée théng ké tan suat xuat hién ctia cc chién lwoc nham mo ta xu hudng sir dung chién lugc
trong 50 thu phan hdi.

Cac thu phan hdi duoc ma hoa dwa trén khung 1i thuyét vé chién lugce phan hdi phan nan duoc trinh
bay ¢ phan co s li thuyét. Sau nhoém chién luge/ phuong dién phan hoi dugc tap trung phén tich gom:

1/Xin 15i (apology); 2/gidi thich (explanation); 3/dé xuat giai phap/khic phuc (repair/offer); 4/cam
két cai thién (promise/guarantee); 5/dén bu (compensation); 6/1am dju (mitigation).

Quy trinh phan tich dit liéu dugc tién hanh theo ba budc. Thir nhit, toan bd 50 thu duoc doc nhiéu
1an dé xac dinh ndi dung, ciu trac va ddc diém chung cua dit liéu. Thir hai, cac don vi ngdn ngit co chirc
nang thyuc hién hodc hd tro mot chién luoc phan hdi duoc xac dinh va ma hoa. Thir ba, cic ma dugc
téng hop theo timg nhom chién luoc va duge dbi chiéu gitra sau tinh hudng khao sat.

Mot thu co thé chtra nhiéu chién luoc phan hdi khac nhau. Vi vay, téng ) luot Xuét hién cua cac
chién lugc khong nhat thiét bang 50 va mot bai viét co thé ddng thoi duge ma hoa & nhiéu nhém chién
luoc. Cach ma hoa ndy phan anh dic diém thuc t& cia phan hdi phan nan, trong d6 nguoi viét thuong
két hop xin 16i, giai thich, cam két hodc dé xuét giai phap trong ciing mot van ban.

Pé tang do tin cdy clia qua trinh mi hoa, toan bo dir liéu dwoc ma hoa hai lan & hai thoi diém khac
nhau. Két qua cta hai 1an mi héa dugc dbi chiéu nhiam phat hién va diéu chinh nhimg trudng hop chua
thong nhat, qua d6 tang tinh nhat quan ciia viéc nhan dién cac chién lugc.

3.4. Tiéu chi phdn tich va so sanh

Sau khi mi hoa, nghién ciru tién hanh thong ké sé lwong va ti 18 thu c6 str dung ting chién lugc
trong tong s 50 thu. D4i voi ting tinh hudng, ti 18 dugce tinh trén tong sb bai viét thude tinh hudng do,
nham phan anh sy phan b cta cac chién lugc trong timg bbi canh giao tiép. Két qua dinh luong nay
duogc st dung cha yéu dé mé ta xu huéng chung, trong khi phan phén tich dinh tinh tip trung lam rd
cach cac chién luge duoc hién thyc hda bang ngdn ngir trong timg ngit canh.

Nghién ciru dong thoi so sanh cac thu phan hdi giita sau tinh huéng nham xem xét lidu sy thay doi
vé quyén liwc xd héi va khodng cdch xa héi co di kém voi su thay dbi trong lua chon chién lugc hay
khong. Khi dién giai két qua, nghién ctru ciing luu ¥ dén ndi dung cia thu phan nan, béi cing mot chién
luoc c6 thé duge st dung vé6i chirc ning va mirc d6 pht hop khac nhau tiy thudce vao vin d& ma ngudi
phan nan néu ra.

Céc phan hdi duoc xem xét trén ba phuong dién chinh: (1) tinh lich sy, (2) tinh phu hop véi muc
dich xir 1 van dé va (3) su phu hop voi bbi canh giao tiép. Trén co s& do, nghién ctru khong chi xac
dinh chién lugc ndo xuat hién ma con xem xét cach ngudi hoc két hop cac chién luge va diéu chinh
ngdn ngit theo timg tinh huéng.



108 NGON NGU & bOI SONG S6 9(386)-2026

Voi th1ét ké trén, nghién ctru tap trung vao mot tap dir liéu c6 quy mé 50 thu phan hoi phan nan,
dong thoi van bao dam kha ning so sanh giira cac boi canh xa hoi khac nhau. Cach thiét ké ndy giup
1am rd mdi quan hé gitra thu phan nan, thu phan hdi va cac yéu tb ngit canh, thay vi xem phan hdi phan
nan nhu mot loai van ban chung chung khong phu thugc vao néi dung cua 161 phan nan.

4. Két qua nghién ciru va thao luin

4.1. Két qud nghién civu

D¢ bb trg cho phén tich dinh tinh vé céc chién lugc phan hdi phan nan, nghién ctru tién hanh tong
hop tan sudt xuat hién cua cac chién luge chinh trong 50 bai viét ctia sinh vién. Két qua nay nham cung
cAp céi nhin tdng quan vé& xu hudng sir dung chién luge cua ngudi hoc.

Bing 1. Tan sudt sir dung cdc chién luoc phan hoi

Chién Iwgc 50 l“g:l‘lglgba‘ cosw Ti 1§ (%)
Xin 16i (Apology) 39 78%
Giai thich (Explanation) 38 76%
Cam ket cai thién (Promise) 35 70%
be¢ xuat giai phap (Repair/Offer) 27 54%
Lam diu (Mitigation) 21 42%
Dén bu (Compensation) 12 24%

Két qua trong Bang 1 cho thiy chién lugc xin 18i dugc st dung pho bién nhat (92%), tiép theo la
giai thich (76%) va cam két cai thién (70%). Piéu nay cho thiy nguoi hoc c6 xu hudng uu tién cac
chién lugc mang tinh an toan va quen thudc trong méi truong hoc tap. Nguwoc lai, cac chién lugce doi hoi
ning luc ngit dung cao hon nhu 1am diu (42%) va dic biét 1a dén bu (24%) xut hién v6i tin suat thip
hon dang ké.

Két qua nay phan anh sy mat can dbi giita ning lyc ngdn ngit hinh thirc va nang lyc ngir dung, khi
ngudi hoc d& dang st dung cac cu truc quen thudc nhung gip kho khin trong viée didu chinh ngon
ngir theo ngit canh. Xu hudéng nay ciing phi hop véi cac nghién ctru truée (Nguyén, 2008; Pham &
Yeh, 2020), cho réng ngudi hoc EFL thudng phu thudc vao cidc mau ciu ¢b dinh va thiéu linh hoat
trong giao tlép

Bén canh phén tich tong thé, nghién ctru ciing xem xét su khac biét trong viéc s dung chién luoc
theo sau tinh hudng giao tiép gia dinh, duoc xay dung dua trén hai yéu t6 1a quyén lyc xa hoi va mirc do
than quen giita ngudi phan nan va nguoi tra 16i thu. Do nghién ciru chi sir dung 50 bai viét, cac tinh
huéng nay duoc st dung nhu cac b61 canh phan tich dinh tinh, thay vi xem mdi tinh hudng 12 mét nhém
mau dinh lugng doc 1ap. Cach tiép can nay cho phép nghién ctru tap trung vao viéc nhdn dién su thay
d6i trong lya chon chién lugc ngon ngir khi boi canh giao tiép thay ddi, dong thoi tranh viéc md rong
quy md dit liéu vuot qua pham vi thuc té ciia nghién ciru.

Bing 2. Tan sudt sir dung chién luoc theo timg tinh huong

(a) (Newoi (c) Thip | (d) Cao+ | ONSNE | o ppap
A (b) Ngang A + khéng A
phan nan) + quen khong + khong
+ quen quen
) Cao quen quen
Chién lwoc + quen
(Ngwoi trd
loi thu)
(n=98) (n=98) (n=9) (n=9) (n=28)
Xin 16i 100% 87,5% 37,5% 100% 88,9% 37,5%
Giai thich 87,5% 62,5% 62,5% 88,9% 77,8% 62,5%
Cam k’ét 87,5% 62,5% 50% 88,9% 55,6% 75%
beé xuat giai 62,5% 62,5% 50% 66,7% 66,7% 75%
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phap
Lam dju 50% 37.5% 25% 77.8% 55,6% 50%
Dén bu 12,5% 12,5% 12,5% 44.4% 22.2% 37,5%

Ghi chii: n = s6 heong thu phan hoi dwoc phan tich trong timg tinh huong; mot bdi viét cé thé sir
dung dong thoi nhiéu chién lwoc, do d6 tong ti 1é ciia cdc chién hege khdng nhdt thiét bang 100%
Bang 2 cho théy su khac biét 10 rét trong cach lya chon chién lugc phan hoi tily theo mbi quan h¢ xa

hoi. Cu thé, chlen lwoc xin 181 va cam két duoc sir dung v6i tAn sudt cao nhit trong nhém (a) va (d), tuc
1a khi ngudi viét & vi thé thap hon. Piéu nay phan anh sy nhay cam cua nguoi hoc dbi voi yéu t6 quyen
lyc. Nguoc lai, trong cac tinh hudng nguoi viét co quyen lyc cao hon nhu nhom (c) va (f), tan sudt st
dung xin 16i giam manh, trong khi cac chién lwoc nhu d& xuit giai phap va chi dan lai ting 1én. Tuy
nhién, dang cha y 1a chién luoc 1am diu van chua dugc sir dung hiéu qua trong héau hét cac nhom, dic
bi¢t 1a nhom (c), cho thay han che vé nang luc ngir dung trong viéc giam thicu tinh ap dit. Ngoai ra,
chién luoc den bu xuét hién chii yéu trong cac tinh hudng mang tinh cong viéc hodc khong quen biét (d,
e, ), nhung van & mirc thip, phan anh viéc ngudi hoc chwa quen véi cac chién luge mang tinh thuong
lugng trong giao tiép.

Pé tim hiéu 15 hon vé cac chién luge phan hoi phan nan trong thu tiéng Anh cia nguoi hoc Viét
Nam, 6 tinh huong trén dugc phan tich va minh hoa qua cac vi du cu thé dudi day dé xem liéu dia vi xa
hoi hodic mdi quan hé gitra nhitng ngudi giao tiép qua thu c¢6 anh huéng dén lua chon ngdn ngit cia ho
hay khong.

a. Nguoi phan nan cé quyén liec cao hon va quen biét véi nguoi tra 161 thur

Trong nhém nay, ngudi tra 16i thu (hoc sinh) phai d6i mét voi ngudi phan nan co quyén lyc cao hon
(gido vién) va méi quan hé than quen, do d6 chién luge phan héi phan nan thuong phai thé hién sy ton
trong cao, str dung ngén ngir lich sur va hoa nha. Két qua trong Bang 2 cho thy chién lugc xin 18i xuat
hién véi tan suét rit cao (100%), cung voi cam két cai thién (87,5%), phan anh xu hudéng nhén manh
trach nhiém va sy hdi 16i trong bbi canh nay nhim duy tri quan hé gia dinh tot dep va tranh gy mau
thuan.

Vidu 1: Tra loi thu phan nan tir c6 gido

Dear Teacher, I'm really sorry for not finishing my homework on time. I had some difficulties with
the assignment, but I will try harder next time. (Kinh giri thdy c6, em thuwc sw xin 16i vi dd khong hoan
thanh bai tdp ding han. Em dd gdp mot so khé khan véi bai tdp ndy, nhung em sé c6 gang hon vao lan
sau)

Trong truong hop nay, ¢6 thé thiy phan hoi trong mau thu thuong sir dung 10i xin 16i rd rang (“I'm
really sorry”), qua do thé hién sy nhan trach nhiém va cam két cai thién. Cach dién dat nay phu hop voi
vi thé cta nguoi giri khi & vai trd thip hon va mong mudn  duy tri mdi quan h¢ t6t dep. Diéu nay ciing
phu hop véi quan diém cua Machino va cong su (2025), rang trong cac mdi quan hé c6 sy chénh 1¢ch
quyén lyc va mirc d6 than quen, yéu t6 cam xuc va xa hdi ¢6 anh hudng dang ké dén cach con nguoi
thé hién 161 phan nan ciing nhu cach phan hdi. Viée lya chon ngdn nglr mém mong va lich sy nhu vay
cling phan anh dédc trung cta véan hoa A Pong, noi su t6n trong cAp bac va nguoi 16n tubi duge dit 1én
hang dau (Pham & Yeh, 2020). Tuy nhién, nhiéu sinh vién c6 xu hudng lap lai cac cum xin 161 hoic
chura linh hoat trong cach dién dat, khién phan hoi déi khi tré nén khudn miu va thiéu tu nhién (Nasadi
et al., 2024).

b. Nguoti phan nan co quyén e ngang bang va quen biét voi nguoi tra loi thu

Trong bbi canh quyén lyc ngang va than quen, phong cach phan hoi phan nan thuong thoai mai hon,
sir dung ngdn ngir thdn mét va co the bao gom yéu t6 hai hudc hodc bay to su dong cam. Dir liéu trong
Béng 2 cho thiy chién luoc xin 18i van chlem ti 1€ cao (87,5%), nhung cac chién lugc khac nhu dé xuit
giai phap (62,5%) va lam diu (37,5%) xuét hién véi tan suat thap hon, cho thiy xu huéng don gian hoa
phan hdi trong cac m01 quan hé than mat. Nguoi viét co xu hudng st dung tir ngit gian di, tranh qua
trang trong nhung van gitr thai do ton trong.

Vidu 2: Tra loi thu phan nan tir ban bé
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Dear Lan, sorry about forgetting our plan yesterday! I got caught up with work. Let’s hang out this
weekend, my treat. (Lan than mén, xin 16i vi dd quén mat ké hoach hém qua! Minh bdn viéc qud. Cudi
tudn nay minh di choi nhé, minh moi)

_Trong nhom nay, viéc str dung 101 xin 18i nhe nhang két hop véi de nghi hudéng giai quyét cho thiy
mdi quan hé ban be mang tinh binh dang va sy thodi méi trong giao tiép. Nguoi hoc thuong dung ngén
ngit thdn mat, cach din dat gin giii va khong qua trang trong. D61 khi, sy thang thin hodc yéu t6 hai
hudc cling duge dua vao nham lam giam cang thing ciia tinh hudng N guyén & Pham, 2021). Tuy vay,
s0 v6i chuan myc tiéng Anh ctia nguoi ban ngir, cac phan hoi nay van con han ché vé sy da dang trong
chién lugc ngit dung, khi chu yeu tap trung vao xin 16i ma it sir dung céc cach lam diu khac nhu dé xuét
giai phap hodc chuyén huéng vin dé (Tran & Pham, 2023). Két qua nay ciing trong ddng voi nghién
ctru cua Pham va Yeh (2020), cho thay nguoi hoc tleng Anh tai Viét Nam c6 xu hudng dung cac cum
dién dat c¢b dinh va chua that sy linh hoat trong giao tiép xa hoi.

¢. Nguoi phan nan co quyen luc thap hon va quen biét voi nguoi tra loi thu

Khi ngudi tra 10i thu & vi thé quyén luc cao hon va c6 mbi quan h¢ than quen (vi du nhu anly/ chi voi
em), cach phan hoi phan nan thuong mang giong diu hudng dan hoic hd trg, dong thoi thé hién sy
kién nhin va quan tim. Diu nay duoc thé hién qua ti 1 thip cta chién lugc xin 16i (37,5%) va dic biét
1a chién luoc lam diu (25%) trong Bang 2, cho thay nguoi hoe ¢6 xu hudng st dung ngdn ngir tryc tlep
hon khi & vi thé cao hon. Du doi khi xut hién sic thai mang tinh yéu ciu hodc chi dan nhe, cach dién
dat van giit dugc sy than mat va tranh tao cam giac ap luc qua mirc cho ngudi nghe.

Vi du 3: Tra loi thu phan nan tir em gai/ em trai

Dear little sister, I read your letter and saw that you complained about being given too much
housework. I think that it’s important to keep the house tidy. So, please make sure to finish your chores
before going out. (Em gdi yéu quy, chi da doc thu em va thay em phan ndn vé viéc bi giao qud nhiéu
viéc nha. Chi nght rang viéc giir nha cira gon gang la rdt quan trong. Vi vdy, em hay dam bao hoan
thanh viéc nha trudc khi ra ngoai nhé)

Trong bdi canh quyén lyc cao hon nhung van c6 quan hé than quen, ngudi viét thuong sir dung 16
dién dat mang tinh nhic nhé hodc huéng dan, doi khi nhin manh trach nhiém cua nguoi nhan. Tuy vay,
cach phan hoi van giir dugc sy mém moéng va thé hién sy quan tam, tranh tao cam giac ap dat qua muc.
bay la dac diém kha phd bién trong vén hoa Viét Nam, noi chu trac gia dinh vira d@ cao tinh thir bac,
vira duy tri sy gin gli trong giao tiép. Tuy nhién, trong bbi canh giao tiép bang tiéng Anh, vi¢c chua su
dung day du cac chién luoc giam nhe c6 thé khién 10i néi tré nén truc tiép hon mirc can thiét hodc bi
cam nhén 13 thiéu lich sy d6i voi ngudi ban ngit (Brown & Levinson, 1987; Scollon & Scollon, 2001).
Vi vay, da s6 sinh vién can duge huéng dan thém dé phat trién cac chién lugc 1am mém hoéa ménh 1énh,
qua d6 nang cao hi¢u qua khi viét thu phan hoi phan nan.

d. Nguoi phan nan cé quyén liuc cao hon va khéng quen biét véi nguoi tra 10 thie

Trong trudng hop ngudi tra 10i thu c6 vi thé thap hon va khong quen biét ngudi phan nan, phong
cach phan hdi thudng mang tinh trang trong cao. Két qua & Bang 2 cho thiy chién luoc xin 18i duoc sir
dung véi tan suit cao nhat (100%), di kém véi cac chién luge lam diu (77,8%) va cam két (88,9%), cho
thdy nguoi hoc rat nhay cam vé6i yéu ciu vé tinh lich sy trong bdi canh nay. Vi vay, viéc sit dung ngbn
ngit chuin muec, lich su cung vdi ciu trac dién dat rd rang dong vai tro dic biét quan trong.

Vi du 4: Trd loi thu phan nan tir sép

Dear Mr. Smith, I sincerely apologize for the delay in submitting the report. Due to unforeseen
circumstances, 1 was unable to complete it on time. I will ensure this does not happen again. (Kinh gui
ong Smith, t6i thanh thdt xin 16i vi sw chdm tré trong viéc ndp bdo cdo. Do nhitng Ii do bat kha khdng,
16i da khéng thé hoan thanh bdo cdo diing han. Téi sé dam bao diéu nay sé khong xay ra lan nita)

C6 thé thiy riang trong nhom nay, phan hdi thuong nhan manh sy héi 16i va cam két, déng thoi duy
tri khoang cach lich sy phu hop voi sy chénh 16ch quyén luc va mirc d6 xa la gitta hai bén. Ngbn ngit
duoc sir dung mang tinh trang trong, v6i su két hop da dang cac chién lugc giam nhe nhu xin 15i, thé
hién sy héi 16i va dé xuat huong giai quyét (Sugimoto, 1997; Trosborg, 1995). Nguoi hoc ciing chi
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trong dén viéc tao dung khoang cach xa hgi phii hop va thé hién sy ton trong d6i v6i nguoi ¢6 vi thé
cao hon, qua d6 phan 4nh mirc d6 nhay bén nhit dinh vé vin hoa trong giao tiép bang ngon ngit thir hai.
Tuy nhién, mot s6 sinh vién van c6 xu hudng sir dung cach dién dat mang tinh khuén mau, thiéu linh
hoat, khién théng diép doi khi tro nén guong gao va kém tu nhién (Mai, 2025). Diéu nay cho thdy can
tang cuong ren luyén nang lyc nglr dung theo hudng linh hoat hon, thong qua cac hoat dong thyc hanh
giao tiép da dang va sat voi tinh hudng thuc té.

e. Nguoi phan nan c6 quyén luc ngang bang va khéng quen biét véi nguweoi trd 1oi thu

Khi hai bén c6 quyén lyc ngang nhau nhung khong quen biét, nguoi viét can dung hoa giira sy trang
trong va tinh than thién trong cach dién dat. Dit liéu cho thdy cac chién luoc nhu gii thich (77,8%) va
dé xuat giai phap (66,7%) duoc sir dung kha thudng xuyén, trong khi chién luoc 1am diu chi & mirc
trung binh (55,6%). Piéu nay cho thiy nguoi hoc da phan nao dat dugc sy can bang, nhung chua that
su tinh té trong viéc diéu chinh mtrc d9 lich su. Vi vay, thong diép can dugc trinh bay r0 rang dé tranh
hiéu nhim, ddng thoi van duy tri thai do hop tac va ton trong ngudi nhan.

Vi du 5: Trd loi thu phan nan tir dong nghiép

Dear colleague, I noticed a few issues in the last project report. Could we discuss and find a
solution together? Thank you for your cooperation. (Kinh giri dong nghiép, téi nhdn thdy mot vdi van
dé trong bdo cdo dir én gan day nhat. Ching ta cé thé cing nhau thdo ludn va tim ra gidi phdp khéng?
Cam on su hop tac cua ban)

Trong truong hop ndy, ngudi phan hdi phan nan da st ' dung cac chién lugc mang tinh hop tac, tranh
6 15i truc tiép, qua do thé hién su ton trong va mong muén duy tri moi truong lam viée chuyén nghiép.
Phan h01 nhin chung dat dugc sy can bang gitra tinh lich sy va sy truc tlep, v6i su két hop hop li gitra
yéu cau va 1oi dé nghi hop tac. Diéu nay cho thiy nguoi hoc di phan nao nim duge cach to chirc giao
tiép hidu qua trong t bbi canh cong so. Tuy nhién, viéc chua khai thac nhiéu cac bién phap giam nhe hoic
lam diu ngon tir van 1a mot han ché, co thé anh hudng dén quan hé hop tac lau dai (Pham & Yeh,
2020). Cac nghién ctru vé ngit dung lién vin héa ciing khuyén nghi can ting cuong dio tao nhiing chién
luoc nay, nham giup ngudi hoc giao tiép linh hoat hon va han ché nguy co phat sinh xung dot trong moi
trrong lam viéc da van hoéa.

f. Nguoi phan nan cé quyén hee thap hon va khéng quen biét véi ngueoi trd 1oi thie

Trong trudng hop ngudi tra 161 thu c6 quyén luc cao hon va khong quen biét véi ngudi phan nan,
cach phan hoi thuong vu tién tinh hiéu qua va dinh hudng giai quyét van dé. Dir liéu ¢ Bang 2 cho théy
céc chién lugc nhu d& xuat giai phap (75%) va cam két (75%) duoc sir dung nbi bat, trong khi xin 101 o
ti 16 thap hon & mirc 37,5%. Piéu nay phan anh xu huéng tép trung vao két qua cong viéc hon 1a yéu tb
cam xuc. Phan hdi trong nhom nay thuong mang tinh xay dung, str dung ngdn ngir nhe nhang va gitt
duogc su chuyén nghiép, dong thot tranh cdc sac thai mang tinh ménh 1énh tryc tiép, nham duy tri sy ton
trong du c6 sy chénh I&ch vé quyen luec.

Vi du 6: Trd 10i thu phan nan tir dong nghiép cdp dudi

Please ensure that all documents are submitted before the deadline. If you need any assistance, feel
free to contact me. (Vui long dam bao tat cd tai liéu dwoc nop trude thoi han. Néu ban can hé tro, vui
long lién hé voi toi)

Trong nhom ndy, ngudi viét thuong sir dung cac cach didn dat mang tinh chi dan nhe, két hop véi
101 dé nghi hd trg nham duy tri sy chuyén nghiép ma khong tao cam giac ap dat. Cach viét vira nhan
manh yéu cau cong viéc, vira mé ra kha nang hop tac, qua d6 giup giam bot tac dong cta su chénh 1éch
quyén luc. Viée sir dung céac cAu trac lich su ciing gop phan lam cho thong diép tré nén phu hop hon

v6i chuin myc giao tiép tleng Anh. Tuy nhién, mot s6 sinh vién van c6 xu hudng dung cu tran thuat
mang tinh chi thi kha truc tiép, thiéu sy mem mai can thiét. Didu nay cho thay nhu cau tiép tuc rén
luyén nang luc ngit dung va ki ndng giao tlep, dac biét trong bdi canh lam viéc da van hoa, noi su tinh
té trong cach dién dat dong vai trd quan trong.
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4.2. Thao ludgn

Téng hop cac két qua dinh tinh va dinh luong trong nghién ctru cho thiy sinh vién EFL tai Viét Nam
d3 budc dau thé hién kha nang nhén thirc va vén dung yeu t6 quyén lue xa hoi cling nhu mue do than
quen trong viéc lua chon chién Iugc phan hoi phan nan trong thu tiéng Anh. Pic biét, trong cac tinh
hudng c6 mbi quan hé rd rang hodc than quen, nguoi hoc c6 xu hudng sur dung cac chién Iugc phu hop
nhu xin 131, giai thich va cam két cai thién. Didu nay duoc ‘phan anh qua tAn sudt cao cua cac chién lugc
nay trong Bang 1 va sy phén bo hop li theo tung tinh huong trong Bang 2, cho thay nguoi hoc khong
hoan toan thiéu nhén thic vé yeu t6 ngir canh trong giao tiép.

Tuy nhi€n, mot phat hién noi bat 1a viéc sir dung cac chién luge nay van mang tinh cong thirc va
thiéu linh hoat. Trong nhiéu truong hop, nguoi hoc 1dp lai cac cum tir quen thuoc nhu “I’m sorry”,
“Please” hoac “Kindly” ma chua co6 sy diéu chinh phu hop theo tung tinh huéng cu thé. Piéu nay cho
thiy nang luc ngir dung cua ngudi hoc van con han ché, dic biét & kha ning bién ddi ngdn ngir dé dap
g cac sic thai giao tiép khac nhau. Két qua nay phu hop véi cac nghién ctru tru6e (Pham & Yeh,
2020; Mai, 2025), vbn chi ra ring ngudi hoc Viét Nam thudng phu thudc vao cic miu ciu co sin va
gap kho khan trong viée sit dung ngdén ngtr mét cach linh hoat va tu nhién.

Bén canh do, dit liéu ciing cho thiy su thiéu hut dang ké trong viéc sir dung cac chién luge 1am diu
(mitigation strategies), dac bit trong cac tinh hudng c6 sy chénh 1éch quyén luc hodc khi ngudi giao
tiép khong quen biét. Viéc thiéu cac yeu t6 giam nhe nhu ding ngdn ngi than trong (hedging), cau trac
gian tiép hoac biéu dat mang tinh diéu chinh c6 the khlen thong di€p tré nén qua tryc tlep, tham chi gay
cam giac thiéu tinh té trong moi truong giao tiép tiéng Anh. Diéu nay ciing di dugc nhan manh trong
cac nghién clru quoc té (Prachanant, 2006; Tereszkiewicz, 2019; Wu & Qi, 2023), cho rang hiéu qua
cua phan hoi phan nan phy thugc 16n vao kha nang két hop linh hoat nhiéu chién lugc, thay vi chi dya
vao 10i xin 16i don thuén.

Mot diém dang cha ¥ khac 1a sy mét can ddi giita cac nhom chién luge. Trong khi cac chién lugc
nhu xin 16i va giai thich dugc sir dung vdi tan suat cao, thi cac chién lugc mang tinh twong tac va
thuong luong nhu dé xuit giai phap, dén bu hodc thé hién thién chi hop tac lai it duoc khai thac. Didu
ndy c6 thé anh huong dén hidu qua giao tiép tong thé, dic biét trong cac bdi canh chuyén nghi¢p, noi
nguoi nhdn mong doi khong chi sy thira nhan 16i ma con ca hanh dong khéc phuyc cu thé.

Tir nhimg két qua trén, c6 thé thiy rang viéc phat trién ning lyc ngit dung cho ngudi hoc EFL tai
Viét Nam can duoc chu trong hon trong giang day. Cu thé, cac chwong trinh dao tao nén tich hop cac
hoat dong day hoc mang tinh thyc tién va lién van héa, nhu md phong tinh hudng giao tiép thyc té,
phén tich mau phan hoi tir nguoi ban ngi, hodc thyc hanh viét trong cic bdi canh da dang. Cac phuong
phép nhu hoc theo nhiém vu (task-based learning) va dong vai (role-play) cling dugce xem 1a hi¢u qua
trong viéc gitip ngudi hoc phat trién kha ning didu chinh ng6n ngir linh hoat theo ngir canh.

Tém lai, mic du nguoi hoe d co nhimg budc tién nhit dinh trong viée str dung chién luge phan hoi
phan nan, nhung van can cai thién dang ké vé tinh linh hoat va chiéu siu ngit dung. Viéc két hop gitra
nhén thirc Ii thuyét va thuc hanh giao tiép da dang s€ 1a hudng di quan trong nhiam nang cao hiéu qua sir
dung tleng Anh trong céc tinh hudng giao tiép thyc té.

5. Két luan

Nghién ciru nay tap trung phan tich cac chién lugc phan hdi phan nan trong thu bang tiéng Anh cua
nguoi hoc EFL tai Viét Nam trong sau tinh hudng giao tiép khac nhau, dya trén sy chénh léch quyén
lyc va mirc d9 quen biét gitra nguoi viét va nguoi nhan. Két qua cho thay ngudi hoc nhin chung ¢ kha
nang diéu chinh ngoén ngir theo bdi canh, thé hién sy ton trong, lich su hodc than thién tuy thudc vao
mdi quan hé v6i ngudi giri thu phan nan. Tuy nhién, nhidu phan hdi vin mang tinh khudn mau, phu
thudc vao cac cum tir quen thudc nhur “I'm sorry”, “Please understand” hay “I will try my best”, dan
dén su thiéu linh hoat va chua dat duoc sic thai ngir dung tinh té nhu ngudi ban ngit. Trong céc tinh
hudng c6 su chénh léch quyén luc hodc thiéu quen biét (ché‘ing han khi viét cho cip trén hodc ddng
nghiép mai), nguoi hoc thuong gap kho khan trong viée dleu chinh giong di¢u: hodc tré nén qua trang
trong va ctmg nhic, hodc lai qua tryc tiép va thiéu cac yéu t6 giam nhe. Nguoc lai, trong nhimg bdi
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canh than mat nhu voi ban beé hodc nguoi than, cach dién dat co xu hudng tu nhién hon, nhung d6i khi
lai trd nén qua sudng si va chua phu hop voi chuin muc lich sy trong tiéng Anh hoc thuat hodc méi
truong chuyén nghi¢p. Nhimg han ché nay ciing tuong ddng véi cac nghién ctru trude déy, cho thay
nang lyc ngit dung viét clia nguoi hoc Viét Nam van chiu anh huéng dang ké tir chuan myc giao tiép
van hoa ban dia va chua duoc phat trién mot cach hé thong thong qua dao tao chuyén sau.

Nhin chung, bai viét nay mang lai gia tri thiét thuc ca vé mit li luan 1an ung dung. V& phuong dién
hoc thuat, nghién ctru gop phan bo sung vao linh vuc ngit dung hoc ng dung tai Viét Nam, von chua
¢6 nhiéu cong trinh di su vao nang lyc phan hoi bang van ban trong tleng Anh. Viéc phén tich phan
hdi dua trén hai yéu t6 quyén luc va muc do quen biét cling gitip lam rd moi lién hé gitra cac nhén t6 x4
hoi va lya chon ngén ngit trong giao tiép lién van hoa. O goc do thuc tin, két qua nghién ciru c6 thé hd
tro gido vién tleng Anh, nha thiét ké chuong trinh va nguoi hoc EFL trong viéc nhén dién cling nhu cai
thién cac chién luoc ngon ngir khi phan héi thu phan nan, mot thé loai nhay cam nhung phé blen trong
hoc tap, cong viéc va giao tlep quoc té. Qua do, nghlen cuu gop phan nang cao nang luc glao tlep tleng
Anh theo huéng chuyén nghiép hon, ddng thoi ho tro ngudi hoe Viét Nam thich mg t6t hon v6i moi
truong toan cau héa. Tur nhimg phat hién nay, nghién ctru cling dé xuat can dua ngir dung hoc vao
chuong trinh giang day tiéng Anh mét cach rd rang va co hé thong hon, dic biét & ki ning viét. Cac
hoat dong nhu phan tich tinh huéng thuc té, luyén viét email phan hdi, thao luan vé 13i nglr dung, hay
thyc hanh dong vai nén dugc tich hop thuong xuyén. Viée gitip nguoi hoc nhan thirc 1o vai tro cua
quyén luc, khoang cach xa hoi va yéu t6 vin hoa trong lwa chon cach dién dat s€ gop phan nang cao kha
nang phan hdi mot cach linh hoat, hidu qua va phu hop voi chuan myc giao tiép quoc té.

Bén canh nhitng dong gop néu trén, nghién clru nay van ton tai mot s6 han ché nhat dinh. Trudc hét,
dir liéu dugc thu thép tir 50 bai viét trong mdi truong 16p hoc nén co thé chua phan anh day du sy da
dang vé trinh do, do tudi ciing nhw bdi canh str dung ngdn ngit trong thyuc té. Thir hai, day 1a nghién ctru
cit ngang (cross-sectional), do d6 chua theo ddi dugc sy phat trién nang luc nglr dung cta nguoi hoc
theo thoi gian. Thir ba, vi cac tinh huong phan héi dugc thiét ké dudi dang bai tap hoc thuat, nén cau tra
101 ¢6 thé thiéu tinh tu nhién so véi cac tinh hudng giao tiép thuc té qua email hodc trong moi truong
lam viéc. Tur nhitng han ché nay, cac nghién ctru trong tuong lai nén mo rong pham vi dbi tuong, bao

g0m ngudi hoc & nhiéu trinh d9, nganh nghé va bdi canh giao tiép khac nhau. Bén canh d6, cac nghién
ctru theo hudng doc (longitudinal) s€ hiru ich trong viéc danh gia sy tién bo cua nguoi hoc sau khi dugc
dao tao v€ ngilt dung viét. Ngoal ra, Vlec so sanh chién lugc phan hoi trong giao tlep viét Va noi cung co
thé mang lai nhimg hiéu biét sau hon vé sy khac biét giira hai hinh thirc nay. Cudi ciing, can trién khai
thém cac nghién ctru can thiép su pham nham kiém ching hiéu qué cta viée giang day ngit dung, dac
biét thong qua cac phuong phap nhu hoc theo nhiém vu (task-based learning) hodc m6 phong giao tiép
trong bi canh thye té.
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An analysis of complaint response strategies in English letters by learners in Vietnam
Abstract: This study explores the strategies used by Vietnamese EFL learners when responding to
complaint in English letters in six different social scenarios involving variations in power and social
distance. A total of 50 written responses were collected from English learners at Vietnam National
University, Hanoi. Through qualitative content analysis, the study examines how learners manage tone,
politeness, and appropriateness across contexts such as responses to parents, friends, bosses, or
subordinates. Findings reveal that while learners show some awareness of social variables, their
responses often rely on fixed expressions, and show limited use of mitigation or flexible strategies,
especially in unfamiliar or high-power situations. Cultural norms and limited exposure to pragmatic
instruction in letter writing skills may contribute to these challenges. The study highlights the need for
more explicit teaching of pragmatics in EFL writing, including genre awareness, speech acts, and
intercultural competence. Practical recommendations include integrating task-based activities and real-
life writing simulations into classroom instruction. By identifying both strengths and limitations in
students’ complaint response strategies, this research contributes to understanding L2 pragmatic
competence in Vietnam and offers implications for improving English instruction in intercultural and
professional contexts.
Key words: Written pragmatic competence; Complaint letters; Complaint response strategies; EFL
writing; Vietnamese learners.




