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Komunikace v podniku

persuaze

Tomas Ondracek
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PERSUAZE

Church of Euthanasia (2017)
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PERSUAZE

Co je persuaze?

persuaze (persuasion)

Persuaze je specificka forma komunikace,
jejimz cilem je ovlivnit dusevni stav recipienta
v atmosfére svobodné volby.

Galik (2012: 10)
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PERSUAZE

e
NES WE CAN

2BAMA

Obama (2017)
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PERSUAZE komunikace

komunikace
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PERSUAZE komunikace

Co je komunikace?

komunikace (communication)

Komunikace je chapana jako zména v percepénim poli pfijemce
doprovazena predavanim informace.
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PERSUAZE komunikace

Independent (2017)
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PERSUAZE atmosféra svobodné volby

atmosféra svobodné volby
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PERSUAZE atmosféra svobodné volby

svoboda

Svobodna volba jako absence natlaku.

Natlak:
Nuceni osoby k chovani nebo zaujeti postoje, ktery odporuje jeji vili.
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PERSUAZE atmosféra svobodné volby

Netflix (2017)
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UNIVERZALNI PRINCIPY PERSUAZE

UNIVERZALNI PRINCIPY
PERSUAZE



UNIVERZALNI PRINCIPY PERSUAZE

univerzalni principi persuaze
(Cialdini, 2003)

e reciprocita (,reciprocity”)

e konzistence (,commitment and consistency")
e spolecenska platnost (,social proof®)

e oblibenost (,liking®)

e autorita (,authority®)

e princip nedostatku (,scarcity)
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ELM MODEL

ELM MODEL
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ELM MODEL

Elaboration Likelihood Model
(Petty & Cacioppo, 1986)

Za jakych podminek je pravdépodobné,
Ze Clovek bude, nebo nebude
o sdéleni hloubéji premyslet?
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ELM MODEL

cesty
(Petty & Cacioppo, 1986)

e PERIFERNI CESTA
e bez hlubsiho zvazovani, ,iracionalni“ divody

e CENTRALNI CESTA
e zvazovani davodu
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ELM MODEL

faktory determinujici cestu
(Petty & Cacioppo, 1986)

e MOTIVACE
e zainteresovanost, potfeba kognice

e SCHOPNOSTI
e znalost, pfitomnost distraktor(
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ELM MODEL

priklad periferni cesty

Vi,
20,679 Physicians

"“Y“LUCKIES

are less dvitating’

“It’s toasted”

Your Throat Protection against iritation against cough

Lucky Strike (2017)
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ELM MODEL

priklad centralni cesty

Ax.

Th.
Df.
Ax.
Th.
Df.
Ax.
Th.
Df.
Ax.
Th.
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Netflix (2017)
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PERSUASIVNI DIALOG

PERSUASIVNI DIALOG
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PERSUASIVNI DIALOG

persuasivni dialog (persuasive dialog)

Persuasivni dialog je oznacenim persuase ve vzajemné komunikacni
interakci.
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PERSUASIVNI DIALOG druhy perusasivnich dialogl

druhy perusasivnich dialogti
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PERSUASIVNI DIALOG druhy perusasivnich dialogl

rozliSeni

POCATECNI SITUACE

e Co vyvolalo stret?
CILE UCASTNIKU

e Ceho chce Utastnik dosahnout?
PROSTREDKY

e Jaké jsou povolené prostiedky?
UKONCENI

e Jak vypada ukonceni?
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PERSUASIVNI DIALOG druhy perusasivnich dialogl

druhy |

e HADKA

osobni konflikt

verbalni utok

vse (7)

odhalit hlubsi divod konfliktu

o VYJEDNAVANI
e stfet zajmu
e zisk
e pfemlouvani, smlouvani
e vyrovnani se / kompromis
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PERSUASIVNI DIALOG druhy perusasivnich dialogl

druhy Il

o HLEDANI INFORMACI / ZJISTOVANI

potfeba informaci / vysvétleni

ziskat informace / evidenci

empiricka evidence

vymeénit informace / potvrdit nebo vyvratit hypotézu

e ROZVAZOVANI

prakticka volba

koordinace cil(i a jednani

ddraz na prakti¢nost
rozhodnout o nejlepSim postupu
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PERSUASIVNI DIALOG druhy perusasivnich dialogl

druhy Il

e KRITICKA DISKUSE

e rozdil nazor(

e presvéddlit oponenta / vyieSit nazorovy stret
e argumenty

e vyfeSeni nazorového sporu
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26 /102



FAKTORY ZDROJE

FAKTORY ZDROJE
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FAKTORY ZDROJE

faktory zdroje

autorita
kredibilita
atraktivita

reciprocita
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FAKTORY ZDROJE

faktory zdroje: autorita

e druhy autority
e Odkud je moc?
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FAKTORY ZDROJE

faktory zdroje: kredibilita

e expertiza

e odbornost, vzdélani, zkusenosti, uznani
e dlvéryhodnost

e upfimnost, charakter, bezpeci

e VSE JE POUZE O VNIMANI, NIKOLI O SKUTECNEM STAVU!
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30/102



FAKTORY ZDROJE

faktory zdroje: kredibilita - problémy

e efekt space (Hovland & Weiss, 1951)
e knowledge bias
e Komunikator sleduje sv(j osobni rozdilny zamér.
e reporting bias
e Komunikator nas chce ovlivnit ve sv(j rozdilny prospéch.
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FAKTORY ZDROJE

faktory zdroje: atraktivita

e socialni atraktivita

e fyzicka

e oblibenost
podobnost
blizkost
frekvence kontaktu
spoluprace
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32/102



FAKTORY ZDROJE

faktory zdroje: atraktivita - problémy

e socialni atraktivita

e fyzicka

e oblibenost
podobnost
blizkost
frekvence kontaktu
spoluprace
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FAKTORY ZDROJE

faktory zdroje: atraktivita - problémy

e Efekt blizkosti — Propinquity Effect
e Efekt prostého vystaveni — Mere Exposure Effect

e Jak ziskavat pratele a plsobit na lidi (Carnegie, 1991):

Nikdy nekritizuj, neodsuzuj a nestézuj si.

Upfimné chval.

Méj skutecny zajem o ostatni.

Usmivej se.

Pamatuj, ze lidé velmi radi sly$é své jméno. Proto ho
pouzivej.

Vice poslouchej nez mluv. Nech hovofit druhé.

e Mluv o tom, co zajima druhé, ne tebe.

Nefikej druhym, Ze se myli. KdyZ se sam pletes, hned to
pfiznej.
Oceriuj, obdivuj a chval.
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FAKTORY ADRESATA

FAKTORY ADRESATA
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FAKTORY ADRESATA

faktory adresata

e rozumnost (inteligence)
e potieba kognice

e zajem

e koherence (konzistence)
e reciprocita

e vnitfni nepohodli
e socialni odsouzeni

e dalsi vlastnosti
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FAKTORY ZPRAVY

FAKTORY ZPRAVY
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FAKTORY ZPRAVY

faktory zpravy

jednostrannost xx dvoustrannost

explicitnost
styl (jazyk/fec, rychlost)
situacni kontext
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FAKTORY ZPRAVY

faktory zpravy: priklad

e jazyk snizujici divéryhodnost

Ums, ers and other, ah, hesitation.

Totally and absolutely excessive exaggeration.

Kinds of qualifications that sort of lack assertion, | guess.
Politeness, sir, that indicates subordination.

| know it is silly to say this, but disclaimers do reduce
credibility
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ARGUMENTACE
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ARGUMENTACE

Co je argumentace?

argumentace (argumentation)

Argumentace je Cinnost, ve které jsou predkladany argumenty.
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ARGUMENTACE slozky argumentace

slozky argumentace
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ARGUMENTACE slozky argumentace

zakladni

tvrzeni/vyrok (assertion)

Tvrzeni je véta, u které ma smysl ptat se na pravdivostni hodnotu.

stanovisko/teze (statement)

Stanovisko je tvrzeni, které chce strana v ramci komunikace
obhajovat a které je zpravidlaa kontroverzni.
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ARGUMENTACE slozky argumentace

komplexni

argument (argument)

Argument je soubor alespori dvou tvrzeni, kdy jedno tvrzeni (premisa,
vychodisko) je pfedlozeno za ucCelem zvyseni prijatelnosti druhého
tvrzeni (zavér, stanovisko).
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ARGUMENTACE slozky argumentace

Co neni argument?

NEPODPORENE TVRZENI
PODMINKOVE TVRZENI
VYSVETLENI

ILUSTRACE
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ARGUMENTACE slozky argumentace

implicitni prvky

Ne pfimo vyjadfené prvky argumentu, které je tfeba doplnit,
aby byl argument platny.

e implicitni premisy
e implicitni zavér

TO . KOPO: komunikace - persuaze - 2023 46 /102



ARGUMENTACE slozky argumentace

doplniovani implicitnich prvki

e VALIDITA

e Doplnime prvky, které ¢ini argument validni.
e PRIJATELNOST

e Bereme ohled na zaméry autora.
e VSTRICNOST

e Volime nejsilnéjsi variantu.
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ARGUMENTACE hodnoceni argumentu

hodnoceni argumentu
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ARGUMENTACE hodnoceni argumentu

e VALID - FORMALNE SPRAVNY
e Premisy podporuji zavér.
e SOUND - PLATNY
e Premisy jsou platné.
e PLAUSIBLE - VHODNY
e Predlozeny argument se vztahuje k diskusi.
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ARGUMENTACE druhy argumentt

druhy argumenta
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ARGUMENTACE druhy argumentt

argumentacni schémata

stovky
desitky (Walton, 1987)
jednotky (van Eemeren, Grootendorst, & Henkemans, 2002)
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ARGUMENTACE druhy argumentu

priklady rizych argumentt

Wikimedia (2017)
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http://www.godlessgeeks.com/LINKS/GodProof.htm

ARGUMENTACE argumentadni fauly

argumentacni fauly
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ARGUMENTACE argumentadni fauly

tradi¢ni pojeti (Hamblin, 1970: 12)

Argumentacni faul je to,
co vypada jako spravny argument,
ale neni.

e seznamy argumentacnich fault (Walton, 1987)
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ARGUMENTACE argumentadni fauly

Argumentaéni fauly

o
O
®
®
O

Centrum obcanského vzdélavani (2017)
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ARGUMENTACE argumentadni fauly

THE ADVENTURES or: WHEREVER SOMEONE 15 ILLOGIGL..
TWILL BE Thehe
VHENEVER SOMEONE 15 WRONG,
| WILL TELL THEM WHY.

L0 o DEBATE
ST o REAYON!

w o "““,fm"
NNNN‘ n

YEAH, | DON'T KNOW MAN, APPERL To
PEYTON_ MANNING SIS pUTH
Tl 15 THE MosT TALENTED

ROSTER HE'S BEEN ON, | THINK

T MIGHT BE THEIR YEAR.

BUT LENN
VEM\ NGIDIW

va w
L\sEEN 0 mmm%

Excistetial Comics (2017)
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ARGUMENTACE argumentadni fauly

F | GVE YOU FREE REFLLS
THEN 1L HAVE To GIVE
TeM T0 EVERYONE!

| LOST MY JOB, MY WIFE
LEFT ME, MY BACK PROBLEMS
HAVE GOTTEN MUCH WORE,

|| (e
¥ (ot oM, ARRRE. PN

Excistetial Comics (2017)
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ARGUMENTACE argumentadni fauly

7’5 THE_DEBATE WORLD CHAPIONSHIP WITH

. AND THAT, 15 WHY WE
SHOULD 60 BACK T0 THE
GOLD STANDARD.

ARGH RIVAL BASEMENT BOY.

; ; i ﬁ T
%

xithcy rnn preranes )| (RepEL To AUTHORTTYY! e
His RESPONSE... [FALLACY o CoMPOsITioN, FALSE
ATTIBTION! [NNsisENT | [
(OMPARISON! NIRVANA Fauacy,| P A

terrie Logle!

g PRGUMENT ol

Py

Excistetial Comics (2017)
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ARGUMENTACE argumentadni fauly
P . ’
nova pojeti

e Informal logic / pragmaticky pfistup (Walton, 1987)
e Argumentacni faul jako ta argumentace, kdy dojde k selhani
v zodpovidani kritickych otazek.
Pragma-dialektika (van Eemeren et al., 2002)
e Argumentacni faul jako to, co brani vyieSeni nazorového
stfetu.
e Argumentacni faul jako poruseni pravidel kritické diskuse.
Bayesiansky pfistup (Oaksford & Hahn, 2004)
e Poruseni bayesianskych zasad.
Virtue pfistup

Destruktivni dilema: vidli¢ka falacii (Boudry, Paglieri, & Pigliucci,
2015)

Argumentacni fauly nelze urcit
bez dikladné znalosti kontextu diskuse.
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ARGUMENTACE myslenkové experimenty

myslenkové experimenty
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ARGUMENTACE myslenkové experimenty

Co je mysSlenkovy experiment?

myslenkové experimenty (thought experiments)

Myslenkové experimenty chapeme jako
soubory pokyni urcujicich, co si predstavit, chceme-li néco zjistit.

Picha and Pichova (2013: 12)
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ARGUMENTACE myslenkové experimenty

priklad myslenkového experimentu

SRF Kultur (2017: 12)
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KRITICKA DISKUSE

KRITICKA DISKUSE
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KRITICKA DISKUSE zaklady kritické diskuse

zaklady kritické diskuse
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KRITICKA DISKUSE zaklady kritické diskuse

konverzacni maximy

e KVANTITA
e Prispévek by mél byt informativni, jak je pozadovano.
e Prispévek by nemél byt vice informativni, nez je
pozadovano.
e KVALITA
e Prispévek by mél byt pravdivy.
o Neftikejte néco, o em se domnivate, Ze je to lez.
o Nefikejte néco, pro co nemate dostate¢né divody.
e VZTAH
e Budte relevantni.
e ZPUSOB
e Prispévek do koncerzace by mél byt jasny, srozumitelny.
e Vyhnéte se nejasnym vyrazdm.
e Vyhnéte se dvojznacnosti.
e Budte strucni.
e Prispévek by mél mit jasnou strukturu.

TO « KOPO: komunikace - persuaze - 2023 Gricey¥951



KRITICKA DISKUSE idealizovany model kritické diskuse

idealizovany model kritické
diskuse
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KRITICKA DISKUSE idealizovany model kritické diskuse

faze kritickeé diskuse

KONFRONTACNI

e Ma smysl ptat se, zda je pravdivé nebo nepravdivé.
OTEVIRACI

e Ma smysl ptat se, zda je pravdivé nebo nepravdivé.
o ARGUMENTACNI

e Dvé tvrzeni ve vztahu podpory.

e Soubor alespon dvou tvrzeni, kdy jedno tvrzeni je
predlozeno
za Ucelem zvysen/ prijatelnosti druhého tvrzeni.

UZAVIRACI
e Cinnost, ve které jsou predkladany argumenty.

van Eemeren et al. (2002)
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KRITICKA DISKUSE idealizovany model kritické diskuse

Co je dukazni bremeno?

ddkazni bremeno (burden of proof)

Dukazni bfemeno vyjadfuje zavazek strany k obhajobé jejiho
stanoviska.
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KRITICKA DISKUSE problémy

problémy
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KRITICKA DISKUSE problémy

NORMATIVNI vs. DESKRIPTIVNI
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PRIROZENA ARGUMENTACE



PRIROZENA ARGUMENTACE

Co je jesté treba vzit v potaz?

KONTEXT

e CILE
PROSTREDKY
MOTIVACE
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PRIROZENA ARGUMENTACE priklady

priklady
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PRIROZENA ARGUMENTACE priklady

RJ Reynolds Tobacco (1984)

Some
surprising advice
to young people
from R] Reynolds
, "Iobacco.

Don'tsmoke.

For one thing, smoking has always been an adult custom. And
evenfor adults, smoking has become very controversial,

So even though we're a tobacco company, we don't thirk its a
goodideafor young people tosmoke.

sometimes backfire.
But if you take up smoking just to prove you're an adhlt, you'e
reallyproving ust e opposite.
ecause deciding to smoke or 1ot to simoke s something you

should dowhen you don have anything to rove.

Think it over. .

After all,you may not be old cnough to smoke. But you'e old H

y enoughtothink :

RJ.Reynolds Tobacco Company

RJ Reynolds (2017)
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PRIROZENA ARGUMENTACE priklady

RJ Reynolds Tobacco (1984)

Don’t smoke.

For one thing, smoking has always been an adult custom. And
even for adults, smoking has become very controversial.

So even though we're a tobacco company, we don't think its a
good idea for young people tosmoke.

Now, we know that giving this kind of advice to young people can
sometimes backfire.

But if you take up smoking just to prove you're an adult, you're
really proving just the opposite.

Because deciding to smoke or not to smoke is something you
should do when you don’t have anything to prove.

Think it over.

After all, you may not be old enough to smoke. But you're old
enough to think.

RJ Reynolds (2017)
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PRIROZENA ARGUMENTACE priklady

RJ Reynolds Tobacco (1984)

1. Young people should not smoke

T

1.1a Smoking has always 1.1b Even for adults smoking
been an adult custom has become controversial

van Eemeren et al. (2002)
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PRIROZENA ARGUMENTACE priklady

RJ Reynolds Tobacco (1984)

(1) (There are no good reasons for young people not to smoke)
((1).1)  (There are only bad reasons advanced for young people not to smoke)
((1).1’)  (If there are only bad reasons advanced for not doing something,
then there are no good reasons for not doing it)
(((1).1).1a)  (Smoking has always been an adult custom is a bad
reason)
(((1).1).1b)  (Even for adults smoking has become controversial is a
bad reason)
(((1).1).1a-b) (These are the only reasons advanced for young peo-
ple not to smoke)

van Eemeren et al. (2002)
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PRIROZENA ARGUMENTACE priklady

Philip Morris Inc. (1996)

Our position on underage smokin;
BSithard to understand.
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PRIROZENA ARGUMENTACE priklady

Philip Morris Inc. (1996)

Our position on underage smoking
isn't hard to understand.

At Philip Morris USA, we don’t want minors to have access to cigarettes.
Minors shouldn’t smoke. Period.

The question is, what are we doing about it?

We'e fully committed and working hard to prevent minors from having
access to digarettes. That's the goal of our Adion Against Access program.

For instance, we don’t distribute free sample cigarettes—or send cigarettes
to consumers by mail. And we're proposing that access to cigarette vending
machines be restricted to adults.

We've joined with retailers, wholesalers, and other major cigarette
manufacturers to support an ambitious new program which will provide
stores across the country with signs and educational materials to promote
awareness of minimum-age laws and the importance of checking ID.

We're also supporting the passage of state legislation to more
effectively enforce minimum-age laws.

These are just some of the things we’re doing to help prevent underage
smoking. We don’t claim that any one of them is an answer by itself.

But they all help keep dgarettes away from kids.

And that’s the best way to keep kids away from dgarettes.

Philip Morris (2017)
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PRIROZENA ARGUMENTACE priklady

Philip Morris Inc. (1996)

AB :

Fr o

Philip Morris (2017)
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PRIROZENA ARGUMENTACE problémy

problémy

TO . KOPO: komunikace - persuaze - 2023 81/102



PRIROZENA ARGUMENTACE problémy

problémy

NADINTERPRETACE
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APLIKACE

APLIKACE
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APLIKACE omluva

omluva
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APLIKACE omluva

omluva

We have a responsibility
to protect your information.
If we can’t, we don’t deserve it.

e sy stoppedsps et fromgetuing so much
N g e A .
o s gaingevery s s ht o s e s
bt o e e s e et odwncnve

it e il b hm nd o ey

ol e iy g e bt
oo can st ff the e you o wan

Tk you forbekeingn s communky romse o dobeter oy
™y
Mk ey

Bennett (2018)
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APLIKACE analyza

analyza

(1) (Users can trust Facebook.)
(1.1) (Facebook can protect data of users.)
(1.1.1) (Facebook is not responsible for data breach.)

1.1.1.1 The leak of data was done by another actor.
(1.1.1.2) (The leak of data was enabled by consent of users.)

1.1.1.2.1 Users can stop apps from accessing their data.
1.1.2 Facebook will prevent future leaked of data.
(1.1.2.1) (Facebook is sorry not taking further steps to prevent leak of data.)

1.1.2.1.1a Facebook did not took further steps to prevent leak of data.
(1.1.2.1.1b) (Facebook believes that not taking further steps was an offence
against users.)
1.1.2.1.1c Zuckerberg regrets not taking further steps to prevent leak.
1.1.2.1.1d Zuckerberg is sorry.
1.1.2.2 Facebook taking steps to correct this situation.
1.1.2.2.1 Facebook stopped apps from getting so much information.
1.1.2.2.2a Facebook will ban apps violating rulles.
1.1.2.2.2b Facebook will tell everyone affected.
1.1.2.2.3 Facebook will remind users of theirs consent to apps.
(1.1.2.3) (Facebook made promise to do more.)

1.1.2.3.1 Zuckerberg promised to do more.

Ondracek (2018)
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APLIKACE analyza
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(6]
(Users can trust Facebook.)

(1)
(Facebook can protect data of users.)

,/\

112
Facebook will prevent

(111)
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Tor ata breachy furure teaked of data.
1111 (1.11.2) .1.2.1) 122 (1.1.2.3)
The leak of data (The leak of data (Facebook is sorry Facebook taking steps (Facebook
was done was enabled not taking further steps to correct made promise
by another actor. by consent of users.) to prevent leak of data.) this situation. to do more.)
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21 112110 (12110 112110 112110 11221 11222 112220 11223
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APLIKACE kampan

kampan

Cerqueirova (2010)
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SHRNUTI A ZAVER

Co si odnést?

K hodnoceni argumentace, argumentu je tfeba znat dikladné kontext.
Nestaci pouze forma, ale dllezity je i obsah.
Argumenty jsou o pfijatelnosti (perlokucni efekt) nikoli o pravdeé.
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diilezité pojmy a koncepty

e persuase
e ELM model
e dveé cesty, faktory volby cesty
e persuasivni dialog
e déleni a druhy persuasivnich dialogu
e argumentace
e argument
e slozky argumentu, implicitni prvky, hodnoceni argumentu
e argumentacni faul
e myslenkovy experiment
e kriticka diskuse
e argumentacni bfemeno
e problémy v teorii argumentace
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SHRNUTI

zaklady pro komunikaci

e poznani sebe

e poznani adresata

e poznani zpravu

e volba formy

e volba reakce

e hodnoty

e respekt a férovost

o fakta“ ne domnénky

e odliSnosti a odliSné pohledy
e vlastni identita
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