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BIEU HIEN CUA MACH LAC QUA CAC MOI QUAN HE
TRONG THU TIN THUONG MAI PHAN NAN
BANG TIENG VIET (POI CHIEU VOT TIENG ANH)

Pham Héng Nhung’

Mach lac trong van ban la két qua cta nhiéu yéu t6, biéu hién qua céc phép lién két va
cac moi quan hé caa cac cau van va doan van trong van ban. Van ban duoc coi la mach lac
khi ngudi doc ¢ thé hiéu duoc y nghia mét cach dé dang. Bé cé duoc médt van ban mach
lac, nguoi viét can tao l&p duoc cac cadu van, doan van mach lac va dat ching trong cac mbi
quan hé chat ché cung tap trung dién dat vé mot cha dé chung. Tinh mach lac duoc biéu
hién trong tit ca cdc loai van ban, trong do cd thw phan nan, mét loai dién hinh cda thuw tin
thirong mai. Theo quan sét cia chung téi, dé dat duoc hiéu qua cao nhét, thw phan nan can
biéu hién tinh mach lac théng qua cdc méi quan hé trong van bén nhw quan hé gitra c4c tir
ngt¥ trong cdu, quan hé vé dé tai - chi dé gitta cac céu, quan hé vé trat tw hop Ii gitra céc
cau hay quan hé lap luan gitra cac cau.

Tir khoa: mach lac, thw phan nan.

Coherence in texts is the result of many factors, represented by cohesion and relations
of sentences and paragraphs in a paper. Thanks to coherence, readers can easily absorb
the ideas writers want to convey. To achieve coherence, a writer should write
comprehensible and logical sentences and paragraphs to express a common topic.
Coherence is presented in all sorts of writing, including letter of complaint — a typical type of
business correspondence. To maximize the effectiveness, letters of complaint should
present coherence through relations between words in a sentence, topic of sentences,
logical order or arguments among sentences.
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1. Dan nhip cong trinh nghién cuu cua V. Dijk (1973),
M.A K. Halliday va R. Hasan (1976), D.

Nunan (1993). C4c nha nghién ctru tam

1.1. Khdi niém mach lac

Thugt ngit “mach lac” (coherence) chi théng nhét & cdch hiéu mach lac trong van

m&i xudt hién trong nhiing thap ky gin
day, cu thé 1a trong giai doan th& hai cua
viéc nghién ctru nglt phdp van ban (giai
doan thir nhit tip trung vao khai niém
“lién két”). Khéi niém mach lac 1a khai
niém phirc tap, duoc dé cip trong nhitng
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ban c6 nghia 12 cic y tudng trong mdi
doan phai duoc lién két va c6 quan hé véi
nhau, van ban c6 dugc mach lac khi nguoi
doc hiéu duogc mét cich d& dang nhitng ¥
tudng ma nguoi viét mudn dién dat. Tuy
nhién, nhiing biéu hién cu thé cia mach
lac ¢6 thé dugc hiéu khdc nhau.
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Téc gia V. Dijk (1973), trong cdng
trinh nghién ctu “Nhitng mo hinh cua ngir
phdp vin ban” da phan bac lai quan diém
cho rang hai ciu dung gan nhau 1a c6
mach lac v6i nhau, 6ng nhdn xét rﬁng hai
cu dimg gan nhau c6 thé khong mach lac
v6i nhau néu khong ¢6 mdi quan hé nao
voi nhau. Nam 1976, M.A.K. Halliday va
R. Hasan tuy khong nghién ctru truc tiép
vé mach lac trong cong trinh “Lién két
trong tiéng Anh”, nhung ching ta c6 thé
hiéu quan niém vé mach lac cua ho la
“... sw phu thudc ciia yéu té nay vao yéu
16 khdc @é gidi thich dwoc né”[116, tr.22].
D. Nunan, véi tdc phdm “Ddn nhdp phdn
tich dién ngon” (1993), cho rang mach lac
khong dugc tao ra don gian chi véi “lién
két”, va tinh mach lac ctia vin ban cé
duoc 13 nho nguoi doc ¢6 s dung kién
thirc ngdn ngit ciia ho dé lién hé thé gidi
dién ngdn voi nhitng con ngudi, vat thé,
su kién va su thé bén ngoai ban than van
ban hay khong.

D6 1a trén pham vi qudc té, con & Viét
Nam, nhitng cong trinh nghién ctru vé
mach lac dd c¢6 nhung chua nhiéu. Pau
tién 1a cong trinh nghién ctu “Hé thong
lién két van ban tiéng Viér” (1985) cua
Tran Ngoc Thém. Trong cong trinh nay,
tac gia dé cap dén lién két va hé thong lien
két trong vin ban tiéng Viét, theo d6 c6
hai loai lién két 1a lién két hinh thic va
lién két ndi dung. Quan niém cia tic gia
vé lién két noi dung (phét trién chu dé, duy
tri chu dé) rat gﬁn véi cdch hiéu mach lac.
Nam 2009, Diép Quang Ban trong cdng
trinh nghién ctru “Giao tiép dién ngon va
cdu tao ctia vin ban” da cho ring “mach

lac trong van bdn la hién twong coé thuc
nhung rdt mo ho, va né con la mot hién
twong ¢é mirc do (tiec 1o ¢6 thé nhiéu hay
it), chir khong phdi chi co hai cwc mach
lac va khong mach lac”.

1.2. Khdi niém thw phan nan

Khi mot nguoi khong hai long vé mot
san phim hay dich vu nao dé, ho thuong
thé hién bang hai cich: hodc bay to ¥ kién
clia minh, hogc lang ling bo di. Khi ai d6
phan nan 1a ho van con mudn néi chuyén
v6i ngudi cung cdp san pham hay dich vu
va tao co hdi cho ngudi cung cip san
pham hay dich vu c6 thé giit chan ho.
Trong mot thé gidi hau nhu moi thir déu
duoc ndi mang Internet nhu ngay nay,
nhitng 10i ri tai truyén miéng khong con
quanh quén tai mot ban an t6i don thuin
ma ching trd thanh dé tai ban tdn sbi noi
trong nhiing budi tiéc c6 dén hang ngan
thuc khach. Cho nén, cho du cdc nha cung
cip san pham hay dich vu thudong khong
thich nhin nhiing phin héi tiéu cuc,
nhung chinh cdc khich hang truc tiép
phan nan véi ho méi 1a nhitng nguoi dang
mang dén cho ho mot mén qua, gidp ho c6
nhitng diéu chinh kip thoi dé giit duoc
khach hang.

Trong tic phim “Nghé thudt chinh
phuc khdch hang” (2009), Janelle Balow
va Claus Moller da dua ra khdi niém “moi
101 phan nan 13 mot mén qua cung cap mot
phwong tién tuyét voi dé giai thich cich
thitc mot cong ty c6 thé cung cap dich vu
hoan hdo va xu ly 161 phan nan thong qua
nhitng mdi quan hé khach hang duoc cai
thién, ma cudi ciing 1a givp gia ting doanh
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s6 ciing nhu cai thién sy hai long cua
khach hang”.

Thu phan nan la mét dang thu kha
nhay cam, duoc gui t6i cd nhan hay td
chirc nao d6 khi nguoi viét khong hai long
vé san pham hay dich vu ctia nha cung cap
nao d6. Tuy theo hoan canh s€ cé ciach
viét khic nhau sao cho phui hop. Nhin
chung, thu phan nan can thé hién tinh lich
su va r0 rang, chinh xéc.

2. Biéu hién ciia mach lac qua céc
mdi quan hé trong thw phan nan tiéng
Viét (d6i chiéu véi tiéng Anh)

Trong cbng trinh nghién cuu “Giao
tiép dién ngon va cdu tao ciia van ban”
(2009), Diép Quang Ban da nhin xét
“mach lac la quan hé nghia ma ciing co
thé la quan hé chikc ndng giita cdc hanh
déng néi trong nrong tdc”. Nhitng biéu
hién dé& nhéan biét cua mach lac dugc thé
hién trong cic pham vi cu thé sau day:

- Mach lac biéu hién trong quan hé
gifra cac tir ngir trong mat cau.

- Mach lac biéu hién trong quan hé
gitta cdc de tai - chu dé cua cic cau.

- Mach lac biéu hién trong trat ty hop Ii
gitta cdc cau hay cac ménh de.

- Mach lac biéu hién trong quan hé 1ap
luan.

Quan niém cua Diép Quang Ban la co
s& dé ching toi khao sat mach lac trong
thu phan nan tiéng Viét, c6 so sanh vdi
tiéng Anh, thong qua cic cau dich cia thu
phan nan tiéng Viét ma tu liéu ching toi
c6 duoc.

50

2.1. Mach lac biéu hién trong quan hé
giita cdc tir ngit trong mot cau

Theo Diép Quang Ban (2009), mbi
quan hé gifta cic tir ngit trong mot cau la
quan hé céu tric vé mit nghia hodc vé ci
phdp, va quan hé ciu tric nay bao gio
cling tao ra dugc mach lac. Hay cung xem
xét vi du sau day:

Chiing toi ddt chiéc ghé dém mau xanh
dwong, nhung éng goi dén chiing téi chiéc
mau xanh ld cdy. (We ordered a blue sofa,
however you sent us a green one).

Moéi quan hé gitta hai ménh dé trong
cu thé hién 1o & hai tir chi mau sac “mau
xanh duong” (blue) va “mau xanh 14 cay”
(green), khién cho hai ménh dé duoc lién
két chat ch& v6i nhau ca vé mat nghia va
ngilt phap, do d6 cau van cé tinh mach lac.
Hai mau sic nay duoc hiéu 12 cling md ta
vé mot vat thé, nhung mot mau 1a mau
dugc mong mubn, con mau kia 13 mau
khong dugc mong muén.

2.2. Mach lac biéu hién trong quan hé
gitta cdc dé tai - chii dé ciia cdc cdu

Tén goi dé tai - chu dé ¢ day dé chi ca
dé tai 1an chu thé. D& tai c6 thé 1a danh tir
hay tinh tr trong chirc nang cd phdp vi
ngit, mién 1a ching c6 thé d6i chiéu véi
nhau gitra nhitng cdu khic nhau, nhiing
phé‘m khac nhau cta van ban. Mach lac
trong quan hé dé tai giita cdc cau duogc
thyc hién theo hai cdch 1a duy tri dé tai va
trién khai dé tai. (Diép Quang Ban, 2009).

2.2.1. Duy tri dé tai

Duy tri dé tai 12 truong hop mot su vat,
mot su viéc, mot hién tugng nao d6 duoc
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nhac di nhac lai bang cac tir hodac cum tir
khac nhau véi tu cach 1a dé tai cua cac
ménh dé hay cau do.

Vin dé thir nhdt la khong dit ghé cho
budi tiéc dé chiing toi ngoi cing véi nhau,
va vin @é thir hai la chiing téi phdi cho
hon mot tiéng dong ho dé dwoc phuc vu.
(The first problem was that there weren't
enough seats in the party for us to sit
together, and the second problem was
that we had to wait more than an hour to
be served).

2
A9

Tir “van d&” (problem) & diy duoc lap
lai khién cho hai ménh dé c6 chung mot
dé tai va c6 tinh mach lac, ro rang. Day la

cdch duy tri dé tai bang phép lap.
Mot vi du khac nhu sau:

Téi viét thu nay dé yéu cdau ban diéu
chinh thiéu sét nay ngay ldp ticc va dé
ddam bdo rdng cdc 16i nhie vy khong xdy
ra moét ldn nita. (I am writing to ask you to
fix the shortfall immediately and to ensure
that such errors do not happen again).

Cau van trén co6 tinh mach lac nho tir
“cdc 16i” (errors) duoc ding dé thay thé
cho tir “thiéu s6t” (shortfall). Khi céc tir
ngit dugc dung dé thay thé cho nhau dé
chi cing mot su vat, sy viéc nhu vy, tic
chiing dong chiéu, thi dé tai s& duoc duy
tri bang phép lap tir ngi.

2.2.2. Trién khai dé tai

Trién khai dé tai 12 truong hop dé tai &
mot ciu, mot doan nao dé giy lién lién
tuong dén dé tai trong mot cau, mot doan
khéc theo mot quan hé nao dé, khién cho

dé tai duoc phdt trién thém. Céc dé tai
duoc sir dung phai cé quan hé 16 gic thich
hop dé su phit trién dé tai 1a can thiét va
day du (Diép Quang Ban, 2009). Vi du:

Léi nay da dwea céng ty ciia ching téi
vao mot tinh thé khé khdn vi ching téi da
phdi mua mot s6 mdt hang khdn cdp dé
thiee hién cam két clia chiing t6i voi khdch
hang. Piéu nay da gdy ra cho chiing toi sw
thiét hai ding ké. (This error put our
company in a difficult position as we had
to make some emergency purchases to

fulfil our commitments to all our
customers. This caused considerable
inconvenience).

Trong hai cadu van lién nhau, 4 tr in
dam c6 quan hé nhén - qua rd rang, tir sau
la két qua cua tir trudc, khién cho dé tai
duoc mé rong dan ra. Su trién khai dé tai
theo mdi quan hé nhan - qua khién cho
cdc cau van c6 tinh mach lac, rd rang,
duoc lién két chit ch& véi nhau.

2.3. Mach lgc biéu hién qua trit tw
hop Ui gitta cdc cdu (ménh dé)

Gitra cdc ménh dé trong ciu hay giita
cic cu trong van ban cé thé c6 quan hé
nghia 16 gic nhu quan hé bd tro, quan hé
nghich déi, quan hé thoi gian, quan hé
khong gian, quan hé 1ap luan... Sau day la
moét vi du thé hién tinh mach lac thong
qua quan hé thoi gian:

Toi thdt thdt vong khi, chi sau hai tudn,
mdy gidt cua toi da bi hu. (I was very
disappointed when, after only two weeks,
my washing machine broke down).
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Céc sy viéc nam trong quan hé thoi
gian dugc dién dat bﬁng cdc ménh dé
duoc hién thi bang tir ngit cu thé nhu
“khi” (when) va ‘“‘sau” (after). Quan hé
thoi gian ¢ day la quan hé vat 1i khach quan.

Thém mot vi du khac:

Toi viét thw nay dé phan nan vé dich vu
kém chdt liwong t6i nhdn dwoc & khdch san
cua ban vao ngay 5 thang 7 nam 2014.
To6i 0 tai khdch san cua ban vao ngay
hém do. Thoi tiét bdt ngo tré xdu véi gio
manh va mua I6n. Nudc mua thi ri qua
mdi nha va lo swdi thi hoat dong kém. Toi
da bdo cdo cdc vdn dé nay cho nhan vién
dich vu khdch hang ctia ban ¢ quc‘iy 1é tan,
nhung ho chi dén, nhin vao 1o sudi va mdi
nha va néi, “Ching téi sé kiém tra

chiing”. Trong thuc té, ho chdng lam gi cd.

Sau dé, t6i yéu cdau ho doi phong cho toi,
nhung tiéc la khong cé phong trong vao
thoi diém do. Voi hai ngay va mét dém
trong diéu kién rdt nghéo nan, toi som da
doé bénh. Tré vé nha, téi da phdi xin sép
ctia toi cho toi nghi thém hai ngay va bo
16 mot cudc hop quan trong. (I am writing
to complain of the poor service I received
at your hotel on July 5, 2014. I stayed at
your hotel on that day. The weather
unexpectedly turned bad with strong wind
and heavy rain. The roof of my room was
leaking rain water, and the heater was not
working well. I reported the problem to
your customer service officers at the front
desk, but they just came, looked at the
heater and the roof and said, “We’ll be
working on them”. In fact, nothing was
done at all. Then I asked them to change
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my room, but unfortunately there were no
available rooms at that time. With two
days and one night in very poor
conditions, I soon got sick. Returning
home, I had to ask my boss for two more
days off and missed one important

meeting).

Vi vi du trén, trong mdt doan van dai,
cdc ménh dé va céc cau khong chi dugc
két ndi v&i nhau tao sy mach lac thong
qua cdc lién tir hay trang tir chi thoi gian
ma ngay ca cac su viéc cling duoc ké theo
trinh ty thoi gian. V&i trinh ty thoi gian
duoc md ta sat sao nhu vdy, ngudi doc dé
hinh dung ra nhitng khé khin ma nguoi
viét thu da gap phai dé c6 thé nhan ra van
dé duoc dé cap dén trong thu phan nan.

2.4. Mach lac biéu hién trong quan hé
ldp ludn

Quan hé 13p ludn la quan hé gitta luan
clr v6i két luan. Mot két luan ding phai
dua trén ludn cir ding va phai dwoc rit ra
bang nhitng 1ap luan ding (Diép Quang
Ban, 2009). Vi du:

Mdy vi tinh ciia téi bi hong. Tdt ca
phdn mém da ngiemg hoat dong. Téi cdn
phdi goi cho dwong day nong dé xem ho
cé thé sira né khong. (My computer's
crashed. All the applications have stopped
working. I'll need to phone the help-line to
see if they can fix it).

Vi du trén duoc l1ap luan theo hudng
13p luan khong lién quan dén khoa hoc-
cong nghé ma 1a 14p Iuan dung trong doi
séng hang ngay. Theo d6, vi mdy vi tinh
va phan mém déu da hong, khong sir dung
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duoc nira nén s€ phai goi dién nhd nguoi
stra chita. DAy c6 thé chi 1a 1ap luan chii
quan tai thoi diém phat ngén. Vao mot lic
khéc, nguoi phdt ngdn cé thé thay déi y
kién va khong goi nguoi sira chita nita ma
tu minh tim c4ch stra chita may tinh. Nhu
vay, theo Diép Quang Ban (2009), gia tri
ding cta luan ctr hay két luan c6 thé thay dbi

theo thoi gian va theo ¥ thirc hé cua xa hoi.

3. Két luin

Cac mdi quan hé trong ciu va giita cic
céu trong vian ban vdn duoc xem 1a bién
phdp tao mach lac dé su dung va phé bién
d6i v6i hau hét cdc thé loai van ban. Viéc
st dung cdc méi quan hé nhu quan hé
gifta cic tir nglr trong mot cau, quan hé
giita cdc dé tai - chu dé cia cdc cau, trat ty
hop 1f giita cic ciu hay cdc ménh dé, quan
hé 13p ludn sé tao ra duoc tinh mach lac
cho loai thu phan nan trong thu tin thuong
mai. TAt nhién, viéc sir dung cdc mdi quan
hé nay diing chd va hop 1y s& tao ra nhiing
hiéu qua dién ngon 16 gic va mach lac cho
thé loai vin ban nay. Nguoc lai, néu
khoéng nim dwgc nhimng trudng hop s
dung va khong sir dung cdc mbi quan hé
nay ciing nhu cic nguyén tic sit dung
chiing nhu trinh bay trong nghién ctru nay

c6 thé s& tao ra nhiing van ban thu phan
nan sai pham vé phong cich dién ngdn &
ca hinh thitc va néi dung. Do d6, ching t6i
hy vong rang két qua nghién ciu nhiing
biéu hién ctia mach lac qua céac mdi quan
hé trong vin ban thu phan nan tiéng Viét
(d6i chiéu vdi tiéng Anh) s& gitip cho
cong viéc soan thdo cic van ban thu phan
nan hi€u qua hon va gitp cho viéc tham
khdo va tra ctru cua nhiing ngudi quan
tam thudn loi hon.
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