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dCéach quy dinh thir nhat quy dinh rd “nguoi tiéu ding” 1a mot hoac
hodc mdt nhom ca nhan day la cach quy dinh cua rat nhiéu quoc gia
nhu Hoa Ky, nhiéu qudc gia chau Au va mot sd nudc chau A (vi du
Singapore,...)

L Cach quy dinh thi hai la quy dinh rd ca ca nhan va phap nhan, day
la cach quy dinh ctia Han Quoc, Malaysia, An Do,..

dCéch thir ba 1a khdng chi rd chi 1a ca nhan, chi 1a to chirc hay bao
gom ca cd nhan va to chuc. Vi du nhu quy dinh cta Trung Qudc, Thai

Lan,...
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1. MOT SO VAN PE LY LUAN VE QUAN LY BAO VE

\QUYEN LOINGUOI TIEU DUNG

J

Newoi tieu dung la nguoi mua, sir dung hang hoa, dich vu cho muc
dich tiéu ding, sinh hoat ctia ca nhan, gia dinh, to chire.

Luat sb: 59/2010/QH12

Negwoi tiéu dung 1 nguoi mua, sir dung san pham, hang hoa, dich vu
cho muc dich tiéu dung, sinh hoat ctia ca nhan, gia dinh, co quan,

to chire va khong vi muc dich thwong mai.
Luat s6: 19/2023/QH15
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[ 1. MOT SO VAN PE LY LUAN VE QUAN LY BAO VE ]
QUYEN LOI NGUOI TIEU DUNG

Tai sao phai bio vé quyén loi NTD bang Phap luit

> Tur vai tro to 16n cia NTD trong nén KTQD: Khong c6 NTD thi khong

c6 cau, khong thé Phat trien SXKD mdot cach bén viing.

> “Ngwoi tiéu ding bao gom tat ca ching ta, ddy 1a nhém doi twong Iom
nhat trong nén Kinh té, twong tac véi hau hét cac quyét dinh Kinh té. Tuy
nhién, dU quan trong nhw thé, nhung y kién va quan diém ciia nguwoi tiéu
dung /ai khdng duwoc lang nghe”

Co Tong thong My John Kennedy ngay 15-3-1962


https://vtc.vn/bao-ve-nguoi-tieu-dung-51.html

[ 1. MOT SO VAN DE LY LUAN VE QUAN LY BAO VE ]
QUYEN LOINGUOI TIEU DUNG

Tai 530 phai bao vé quyén loi NTD bang Phap luat

> Tu su yéu thé cua NTD trong quan hé Mua ban:

% Trong tiép can, xtr Iy va hiéu thdng tin vé hang héa, dich vu;

% Trong dam phan, ky két hop dong mua ban

% Trong chi phoi gia ca, cac diéu kién giao dich trén thi truong;

% Yéu thé trong kha nang chiu rai ro khi tiéu ding san pham;

% Trong quang céo, tiép thi, mua ban online va TMDT;

% Su loc 161, khén ngoan va kinh nghiém trong mua ban, quang cao, giao hang cua

ngudi Kinh doanh.



[ 1. MOT SO VAN PE LY LUAN VE QUAN LY BAO VE ]
QUYEN LOI NGUOI TIEU DUNG

Nouvén tic bao vé quvén loi

1.  Bao vé quyén loi nguoi tiéu dung la trach nhiém chung ctua Nha
nudc va toan xa hoi.

2. Quyen loi cia nguoi tiéu dung duogc tén trong va bao vé theo quy
dinh caa phéap luat.

3. Bao vé quyén loi cta nguoi tiéu dung phai dugc thuc hién kip thoi,
cdng bang, minh bach, dung phap luat.

4. Hoat dong bao vé quyén lgi nguoi tiéu dung khong duoc xam pham
dén loi ich cua Nha nudc, quyén, lgi ich hop phap cua to chuc, ca

nhan kinh doanh hang ho4, dich vu va t6 chtrc, c& nhan khac.



[ 1. MOT SO VAN PE LY LUAN VE QUAN LY BAO VE ]
QUYEN LOI NGUOI TIEU DUNG

Chinh sach ciia Nha nuéc vé bao vé quyén loi ngudi tiéu ding

1.

Tao diéu kién thuan loi dé to chirc, ca nhan chu dong tham gia vao viéc bao vé
quyén loi nguoi tiéu ding.

Khuyén khich to chtre, ca nhan tng dung, phat trién cong nghé tién tién dé san
xuat hang hoa, cung tng dich vu an toan, bao dam chat luong.

Trién khai thuong xuyén, dong bo cac bién phap quan ly, giam sat viéc tuan thu
phap luat ctia to chirc, c& nhan kinh doanh hang ho, dich vu.

Huy dong moi nguon luc nham tang dau tu co so vat chat, phét trién nhan luc
cho co quan, to chirc thuc hién céng tac bao vé quyén loi nguoi tiéu ding;

Tang cuong tu van, hd tro, tuyén truyén, pho bién, hudng dan kién thirc cho
nguoi tiéu dung.

Pay manh hoi nhap, md rong hop tac quoc té, chia sé théng tin, kinh nghiém

quan ly trong viéc bao vé quyén loi NTD. .



[ 1. MOT SO VAN PE LY LUAN VE QUAN LY BAO VE ]
QUYEN LOI NGUOI TIEU DUNG

Né6i dung co bén ciia phap luit bio vé ngwoi tiéu dung trén thé

gidi ndi chung:

= Quyén va Nghia vu ciia nguoi tiéu dung;

= Nghia vy, trach nhiém cua nguoi cung cap hang hoa, dich vu;

= Kiém soat cac diéu khoan khong cong bang (hanh vi gy nham
lan, ltra doi khach hang va cudng bire, lam dung d6i véi NTD);

= Giai quyét tranh chap véi NTD;

= C4c hanh vi bi cam va ché tai xur Iy d6i véi thuong nhan vi
pham PLBVNTD.
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[ 2. CAC VAN BAN PHAP LUAT VE ]
BAO VE QUYEN LOI NGUOI TIEU DUNG.

Sw can thiét ban hanh Luét bio vé NTD ¢ VIET NAM

= Thyc trang Vi pham quyén loi NTD ngay cang pho bién va
tinh vi

= Mic dU quy dinh cta Phap 1énh vé bao vé NTD da c6 nhung
con nhiéu bat cap chua tao ra co sé phap ly day du dé bao vé
quyén lgi NTD

= Luat bao vé quyén loi NTD chi quy dinh nhitng van dé chung
chua duogc quy dinh trong cac luat khac dé tao hanh lang phap
ly cho NTD tu bao vé minh.
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[ 2. CAC VAN BAN PHAP LUAT VE ]
BAO VE QUYEN LQI NGUOI TIEU DUNG.

Luat Bao vé quyén loi ngudi tiéu dung (Luat s6 59/2010/QH12)

Luat Bao vé quyén loi nguoi tieu dung (Luat s6 19/2023/QH15)
ND 99/2011/ND-CP huéng dan Luit 59/2010/QH12 vé Bao vé
nguoi tiéu dung

Nghi dinh so 98/2020/NB-CP ngay 26/8/2020 cua Chinh phu
quy dinh xtr phat vi pham hanh chinh trong hoat dong thuwong
mai, san xuét, budn ban hang gia, hang cAm va bao vé quyén loi
nguoi tiéu dung;

Nghi dinh s6 17/2022/ND-CP ngay 31/01/2022 cua Chinh phu vé
stra d6i, bo sung mot sé diéu cua cac nghi dinh quy dinh vé xu
phat vi pham hanh chinh;
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2. CAC VAN BAN PHAP LUAT VE
BAO VE QUYEN LOI NGUOI TIEU DUNG.

= Nghi quyét s6 82/NQ-CP ngay 26/5/2020 cua Chinh phu ban hanh Chuong

trinh hanh dong thuc hién Chi thi s6 30-CT/TW ngay 22/01/2019 ctia Ban Bi

thu Trung wong Pang vé ting cuong sy lanh dao cuia Pang va trach nhiém
quan Iy ctia Nha nudc doi vai cong tac bao vé quyén loi nguoi tiéu dung

= Quyét dinh 38/2018/QD-TTg ngay 05 thang 9 nam 2018 Danh muc hang hoa,
dich vu thiét véu nhai dine k¥ hon done theo mau. diéu kién aiao dich chung;

Hé thong chinh sach, phap luat vé

bao vé quyén lo'i ngwéri tiéu diung & Viét Nam

Nghi dinh
et Db 982020/ ND-
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2. CAC VAN BAN PHAP LUAT VE
BAO VE QUYEN LOI NGUOI TIEU DUNG.

Tién d6 xay dung Luét Bao vé quyén loi nguoi tiéu ding

Lap dé nghi Xay dung Trinh Chinh
xay dung Luat phu
e 2020-2021 < 5/2021 - 6/2022 . 6/2022 * 10/2022 * 06/2023
« BOCOng  « Bo Cong Thuong, e« Chinh phu e Qudc hoi e Qudc hoi
Thuong e Ban Soan thao

« T Bién tap
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[ 2. CAC VAN BAN PHAP LUAT VE ]
BAO VE QUYEN LOI NGUOI TIEU DUNG.

Luat s6: 19/2023/QH15
Luéat ¢6 hiéu lyc thi hanh tr 1/7/2024, véi 7 chuong, 80 diéu:

> So véi Luat Bao vé quyén loi nguoi tiéu ding ban hanh nam 2010,
Luat 2023 bo sung thém 1 Chwong 111 vé trach nhiém ctia to chire, ca
nhan kinh doanh dbi voi nguoi tiéu ding trong giao dich dic thu, so

luong cac diéu ting tir 51 Piéu [én 80 Piéu.
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[ 2. CAC VAN BAN PHAP LUAT VE }
BAO VE QUYEN LQI NGUOI TIEU DUNG.

Luat s6: 19/2023/QH15
Chuong 1: Nhitng quy dinh chung
Chuong 2: Trach nhiém cia to chirc, c& nhan kinh doanh d6i vai NTD

Chuong 3: Bao vé quyén loi NTD trong cac giao dich dic thi véi cac
to chire, ca nhan kinh doanh

Chuong 4: Hoat dong ctia T6 chire x4 hoi tham gia Bao vé quyén loi
NTD

Chuong 5: Giai quyét tranh chap gitra NTD va to chtrc, & nhan kinh
doanh

Chuong 6: Trach nhiém Quan Iy nha nuéc vé Bao vé quyén loi NTD
Chuong 7: Diéu khoan thi hanh

17



[ 2. CAC VAN BAN PHAP LUAT VE ]
BAO VE QUYEN LOI NGUOI TIEU DUNG.

Luat s0: 19/2023/QH15
“Poi twong 4p dung
1. Nguoi tiéu dung
2. T6 chire, c& nhan kinh doanh.
3. Mit tran T6 quoc Viét Nam; to chirc chinh trj - Xa hoi
4. T6 chtre chinh tri X3 hoi - nghé nghiép, to chirc X4 hoi, to chirc X4 hoi
- nghé nghiép (sau day goi chung l1a t6 chirc x& hoi) tham gia bao vé
quyén loi nguoi tiéu ding.
5. Co quan, to chtic, ca nhan trong nudc va nude ngoai cd lién quan

dén bao vé quyeén loi nguoi tiéu ding.”
18



[ 2. CAC VAN BAN PHAP LUAT VE ]
BAO VE QUYEN LQI NGUOI TIEU DUNG.

Luat s6: 19/2023/QH15

« Luat Bao vé quyén loi nguoi tiéu ding 2023 bo sung thém doi tuong ap
dung, cu thé: bo sung nhdm chu thé 1a Mat tran T6 qudc Viét Nam; to chirc
chinh tri - x4 hoi; 1am rd t6 chirc x4 hdi bao gom t6 chire chinh tri x& hoi -
nghé nghiép, t6 chirc X4 hoi, to chirc X& hoi - nghé nghiép.

« Do6i vébi to chic X3 hoi tham gia bao vé quyén loi nguoi tiéu ding bao gom
t6 chirc x4 hoi ¢6 ton chi, muc dich tham gia bao vé quyén loi nguoi tiéu
ding (thuong dugc biét dén 1a cac Hoi Bao vé quyén lgi ngudi tiéu dung)
va to chire x4 hoi khac tham gia bao vé quyén loi nguoi tiéu dung.

e T6 chic x& hoi tham gia bao vé quyén loi nguoi tiéu ding 1a to chire duge
Nha nudc giao thuc hién mot sé nhiém vu vé bao vé quyén loi nguoi tiéu
ding. Pong thoi, t6 chtc cling duoc Nha nude hd tro kinh phi theo quy
dinh ctia phap luat vé ngan sach nha nudc.
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2. CAC VAN BAN PHAP LUAT VE
BAO VE QUYEN LQI NGUOI TIEU DUNG.

Luat sb: 19/2023/QH15
Piéu 4. Quyén ciia ngwoi tiéu dung
1. PUQC BAO PAM AN TOAN tinh mang, sitc khoé, danh dy, nhan pham, uy tin,
tai san, bao vé thdng tin, quyén, loi ich hop phap khac khi tham gia giao dich, st dung
san pham, hang héa, dich vu do t6 chirc, ca nhan kinh doanh cung cap.
2. PUQC CUNG CAP hoéa don, chtng tur, tai liéu lién quan dén giao dich; théng tin
kip thoi, chinh xac, day du vé san pham, hang héa, dich vu, ndi dung giao dich, ngudn
gdc, xuat xr san pham, hang hoa, dich vu va vé to chic, c& nhan kinh doanh.
3. LUA CHON san pham, hang héa, dich vu, t6 chitc, c& nhan kinh doanh theo nhu
cau, diéu kién thuc té cua minh; quyét dinh tham gia hoic khong tham gia giao dich;
thoa thuan cac ndi dung giao dich véi to chire, c& nhan kinh doanh; dugc cung cép san
pham, hang hoéa, dich vu dung véi nodi dung da giao két.
4. GOP Y véi to chuc, ca nhan kinh doanh vé gid, chat lugng san pham, hang héa, dich
vu, phong cach phuc vu, phuong thic giao dich va noi dung lién quan dén giao dich
gitra nguoi tidu ding va to chire, ca nhan kinh doanh.
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2. CAC VAN BAN PHAP LUAT VE
BAO VE QUYEN LQI NGUOI TIEU DUNG.

Luat s6: 19/2023/QH15

Piéu 4. Quyén ciia ngwoi tiéu dung
5. Yéu cau to chire, ca nhan kinh doanh BOI THUONG THIET HAI khi san pham,
hang héa c6 khuyét tat, san pham, hang hda, dich vu khéng phd hop tiéu chuan, quy
chuan k¥ thuat, khéng bao dam an toan, do ludng, sé luong, khéi lugng, chat luong,
cong dung, gia, noi dung khac theo quy dinh cua phap luat hodac khdong dung véi dang
ky, thong bao, cong bd, niém yét, quang céo, gidi thiéu, giao két, cam két cua to chirc,
ca nhan kinh doanh.

6. THAM GIA XAY DUNG CHINH SACH, PHAP LUAT vé bao vé quyén loi
nguoi tiéu dung.

7. KHIEU NAI, TO CAO, KHOI KIEN hoiac dé nghi to chtrc xa hoi khoi kién dé bao
vé quyén loi ciia minh theo quy dinh cia Luat ndy va quy dinh khac cua phap luat c6
lién quan.

8. PUQC TU VAN, HO TRQ, hudng din vé kién thirc va k¥ ning tiéu ding san
pham, hang héa, dich vu.

9. PUQC TAO PIEU KIEN lya chon mdi trudong tiéu ding lanh manh va bén vimg.
10. PUQC BAO VE khi st dung dich vu c6ng theo quy dinh cua Luat nay va quy dinh
khac ctua phap luat co lién quan.

11. Quyén khac theo quy dinh ctia phap luat.
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2. CAC VAN BAN PHAP LUAT VE
BAO VE QUYEN LOI NGUOI TIEU DUNG.

Luat s6: 19/2023/QH15

NGU Ol TIEU DUNG CO QUYEN DU'OC CUNG CAP
THONG TIN CHINH XAC, PAY bU VE HANG HOA VA
DICH VU

Khi nhan thiy cac théng tin vé san pham va dich vu cé kha nang la khéng chinh xac,
nguéi tidu dang cé quyén:

Kiém tra kiy nhian mac, ¥&u cau doanh nghiép @ Phan anh té&i cac cor
cac danh gia va chi tiét giai thich chi tiét hon quan bao vé ngudri
vé gia ca tieu dung hoac cac cor

quan hiu quan khac
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[ 2. CAC VAN BAN PHAP LUAT VE }
BAO VE QUYEN LOI NGUOI TIEU DUNG.

Luat sb: 19/2023/QH15

Dieu 5. Nghia vu cta ngwei tiéu dung

1. Kiém tra san phdm, hang héa trwdc khi nhan theo quy dinh cta phap luat;
lwa chon tiéu ding san pham, hang hda c6 ngudn gbc, xut x rd rang.

2. Tiéu dung khdng vi pham phéap luat, khdng trai véi thuan phong my tuc va
dao drc xa hdi, khdng xam pham dén Igi ich qudc gia, dan téc, Igi ich cong cdng,
khéng gay nguy hai dén tinh mang, strc khde, tai sédn ctia minh va cla nguodi khac.

3. Tuan tha diéu kién, hwdng dan van chuyén, bdo quan, s&¢ dung san pham,
hang héa, dich vu; quy dinh vé kiém dinh, bdo v& méi trwdng, tiéu dung bén virng

theo quy dinh cua phap luat.
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[ 2. CAC VAN BAN PHAP LUAT VE ]
BAO VE QUYEN LQI NGUOI TIEU DUNG.

Luat sb: 19/2023/QH15

Pieu 5. Nghia vu cta ngwei tiéu dung

4. Thong tin kip thi, chinh xac cho co quan nha nwérc, td chlrc, ca nhan cé
lién quan khi phat hién san pham, hang hoéa, dich vu lwu hanh trén thi trwdng
khdng bao dam an toan, gay thiét hai hodc de doa gay thiét hai dén tinh mang, strc
khde, danh dw, nhan pham, uy tin, tai sdn cla ngwdi tiéu dung; hanh vi cda tb
chirc, ca nhan kinh doanh xam pham dén quyén, loi ich hop phap cla ngudi tiéu
dung.

5. Chju trach nhiém vé viéc cung cap khéng chinh xac hodc khéng day da vé
thdng tin lién quan dén giao dich gitra nguwoi tiéu ding va té chirc, ca nhan kinh
doanh theo quy dinh ctia phap luat.

6. Nghia vu khac theo quy dinh cua phap luat.
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2. CAC VAN BAN PHAP LUAT VE
BAO VE QUYEN LOI NGUOI TIEU DUNG.

Luat sb: 19/2023/QH15

Picu 6. Nguyén tic bao vé quyén loi ngwoi tiéu ding

1. Bao vé quyén loi nguoi tiéu ding 1a trach nhiém cta Nha nudc, to chirc, ca nhan va toan
Xa hoi.

2. Quyén, loi ich hop phép cta nguoi tiéu ding duoc céng nhan, tén trong, bao dam va bao
vé theo quy dinh cua phap luat.

3. Bao vé quyén loi nguoi tiéu dung phai dugc chu dong thuc hién kip thoi, cong béng,
minh bach, dang phap luat.

4. Hoat dong bao vé quyén loi nguoi tiéu ding khdng duoc xdm pham dén loi ich cua Nha
nudc, quyeén, loi ich hop phap cua té chire, ¢& nhan kinh doanh va to chire, ca nhan khéc.

5. Bao dam c6ng bang, binh dang, khéng phan biét vé gidi, tu nguyén, khéng vi pham phap
luat, khong trai véi thuan phong my tuc va dao dic xa hoi trong giao dich gitta ngudi tiéu

ding va t6 chirc, ca nhan kinh doanh.
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2. CAC VAN BAN PHAP LUAT VE ]
BAO VE QUYEN LOI NGUOI TIEU DUNG.

Nhiing diém méi ctia Luat so: 19/2023/QH15

Chu dé 1:

“Bao v¢ thong tin nguot ti€u dung”
trong Du thao
Luat Bao vé quyén loi nguoi tiéu dung
(stra d6i)
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[ 2. CAC VAN BAN PHAP LUAT VE ]
BAO VE QUYEN LOI NGUOI TIEU DUNG.

Nhitng diém méi ctia Luat so: 19/2023/QH15

3. Théng tin ciia ngwoi tiéu ding bao gom:

» Thoéng tin ca nhan cta nguoi tiéu
dung,

= Thong tin vé qua trinh mua, st dung
san pham, hang hoéa, dich vu cua
nguoi tiéu dung va

= Céc thong tin khac lién quan dén giao
dich giira nguroi tiéu dung va to chire,
ca nhan kinh doanh.

Bi MAT CA NHAN
CUA NGUGI TIEU DUNG
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2. CAC VAN BAN PHAP LUAT VE
U BAO VE QUYEN LOI NGUOI TIEU DUNG.

Nhitng diém méi cua Luat so: 19/2023/QH15

~ Trach nhi¢m bao v¢ thong tin cta
ngudi tiéu dung
(bicu 8)

1. To chire, c4 nhan kinh doanh tw minh hoic
uy quyén, thué bén thir ba thwc hién viéc thu
thap, luu trir, st dung, chinh sira, huy b6 thong
tin cia ngwoi tiéu dung phai:
» bao dam an toan, an ninh thong tin cua nguoi

tiéu dung,... |
2. Trwong hop iy quyén hodc thué bén thir ba =
thwe hién viéc thu thap, Iwu trix, sit dung, chinh
stra, huy b6 thong tin cia ngwoi tiéu dung, thi
doanh nghiép phai:

m 3. Trwong hop nguwoi tiéu
dung thwe hién giao dich

_ q X s L gua bén thwr ba thi:
thoa thuan cu thé bang Ve?n ban va ) m bén thi ba ¢6 trach nhiém
= phai quy dinh rd pham vi, trach nhiém cta moi bio vé théng tin cua

bén trong viéc bao v& thdng tin ctia nguoi tiéu

ding, ... nguoi tiéu dung, ...
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2. CAC VAN BAN PHAP LUAT VE
BAO VE QUYEN LOI NGUOI TIEU DUNG.

Nhitng diém méi cua Luat so: 19/2023/QH15

~ Bao v¢ thong tin clia ngudi tidu dung

(Diéu 9)

1. T6 chitc, ca nhan kinh doanh thu

thap, luvu trix, sir dung thong tin caa
nguoi tiéu dung phai xay dwng chinh

sach bao vé thong tin véi cac ngi dung
Sau:

29

Muc dich thu thap thong tin;

Pham Vi str dung thong tin;

Thoi han luu trir théng tin;

Bién phap bao vé thdng tin, bao dam

an toan thong tin cta nguoi tiéu dung.

/

2. Néi dung quy dinh tai khoan 1 Piéu nay
phai dwoc cong bé cong khai 6 vi tri dé
nhin thay tai:

tru so,

dia diém kinh doanh va

trén trang thong tin,

tng dung dién tir (néu cd) va
thong tin rd rang,

tao diéu kién dé nguoi tiéu dung lua chon
trudc hodc tai thoi diem thu thap thong
tin.



[

Thong bao khithu thap, sit dung 5 py4; thiét 1ap co ché ro rang dé nguoi tiéu

BAO VE QUYEN LQI NGUOI TIEU DUNG.

Nhitng diém méi cua Luat so: 19/2023/QH15

thong tin cia ngwoi tiéu dung

1. Té chire, cA nhan kinh doanh ©

(Piéu 10)

phai thong bao rd rang, cong

khai, bang hinh thirc pht hop véi

ngwoi tieu dung veé:

30

muc dich,

pham Vi thu thap, sir dung
thong tin truoc khi thuc
hién va phai duoc nguoi
tiéu dung dong .

ding lwa chon pham vi thong tin dong V

cung cap va bay t6 sw dong y bang hinh

thirc phu hep, trir treong hop:

Pé cung cap san pham, hang héa hoic dich

vu theo yéu cau cua nguoi tiéu dung va chi

trong pham vi thdng tin do nguoi tiéu dung

da dong y;

» Pé thuc hién cic nghia vu theo quy dinh
cua phap '+




(__BAO VE QUYEN LQI NGUOI TIEU DUNG.

Nhitng diém méi cua Luat so: 19/2023/QH15

Théng béo khi thu thép, sir dung

~ théng tin ciia nguai tiéu dung o o

(Pidu 10) 1; Phai th_ong bao\ro rang,
cong khai, bang hinh thirc
phu hop véi ngwoi tiéu

3. Khong phai thue hién nghia ding vé:

vu quy dinh tai khoén 1 Piéu = muc dich,

nay trong trwong hop: = pham vi thu thap, st
= thu thap thong tin da | - ~ dung thong tin trude

duoc nguoi tiéu dung
cong khai hoac

= cho phép cong khai trong
cac truong hop khac theo
quy dinh cua luat.

khi thuc hién va
phai duogc nguoi tiéu
dung dong y.
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2. CAC VAN BAN PHAP LUAT VE
BAO VE QUYEN LOI NGUOI TIEU DUNG.

Nhitng diém méi cua Luat so: 19/2023/QH15

Str dung thong tin cia ngwoi tiéu dung
(Diéu 11)

1. Khi thay d6i muc dich, pham vi

str dung thong tin da thong bao cho

ngwoi tiéu dung thi phai:

= thong béo lai va

= nhéin duoc sy dong Y cta nguodi
tiéu dung veé viéc thay doi.

3. Phai str dung thong tin cia nguwoi

tiéu dung:

= chinh xéac, phu hop v&i muc dich,
pham vi da thdng bao va

= phai duoc nguoi tiéu dung dong y
32

4. Phai c6 co ché dé ngwoi tieu dung lwa chon viéc
cho phép hoac khdng cho phép:

Chia s¢, tiét 16, chuyén giao thdng tin cho bén thu
ba, trir trudng hop chuyén giao théng tin phl hop
quy dinh cua luat, cho bén thir ba luu trir hoac
phan tich nham phuc vu hoat dong kinh doanh
ctia bén chuyén giao va hai bén di co thoa thuin
bang vin ban vé viéc bén thtr ba cd trach nhiém
bao vé thong tin nguoi tiéu dung;

Str dung théng tin dé quang céo, gidi thiéu san
pham, hang hda va cac hoat dong c6 tinh thuong
mai khac.




2. CAC VAN BAN PHAP LUAT VE
BAO VE QUYEN LQI NGUOI TIEU DUNG.

Nhiing diém moi ctia Luat s6: 19/2023/QH15

Bio dam an toan thong tin ciia
nguoi tieu dung
(Piéu 12)

1. Phai bao dam an toan, chinh xac, day du
thong tin cia ngwoi tiéu dung da thu thap, s
dung, Iwu trir va cé bién phap ngan ngira Cac
hanh vi sau:

=  Panh cap hoic tiép can thong tin trai phép;

» St dung thong tin trai phep;

= Thay d6i, pha huy thong tin trai phép.

2. Phai cO co ché tiép nhéin va giai quyét khiéu
nai cia ngwoi tiéu dung lién quan deén viéc thu
thap trai phép, sir dung sai muc dich hoac pham
vi da thong bao.

3. Trong truwong hop hé thong thong

tin bi tan cong lam phét sinh nguy co

mit thong tin ciia ngwoi tiéu dung, cac

bén lién quan phai:

= thong bao cho co quan chirc nang
trong vong 24 gid sau khi phat hién
su ¢d va

= thyc hién c4c bién phap can thiét dé
bao dam an toan thong tin.



2. CAC VAN BAN PHAP LUAT VE
BAO VE QUYEN LOI NGUOI TIEU DUNG.

Nhitng diém méi cua Luat so: 19/2023/QH15

4Ifi@naﬁfhinh stra, cAp nhéat, chuyén giao
— hoac huiy bé thong tin cia ngwai tiéu dung
(Pieu 13)

1. Ngwoi tiéu dung c6 quyén yéu cau td chire, ca
nhan kinh doanh thwe hién viéc kiém tra, chinh
sira, cAp nhit, hily bo hoiic chuyén giao thong tin
cia minh cho bén thi ba:

Té chire, c& nhan kinh doanh c6 nghia vu:

= thyc hién theo yéu cau cua nguoi tiéu ding
quy dinh tai khoan 1 Piéu nay hoic

= cung cap cho ngudi tiéu ding cong cu dé tu

[ o 110 Iﬁll._l

kiém tra, chinh stra, cidp nhat, chuyén giao | ..
b L Cyen 9 - [

hoac hiay bé thdng tin cua minh.

3. Hily bé thong tin ciia nguwoi tiéu dung khi hét
thoi han luu trir.

B iy S I
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[ 2. CAC VAN BAN PHAP LUAT VE
__ BAO VE QUYEN LOI NGUOI TIEU DUNG.

Nhitng diém méi cua Luat so: 19/2023/QH15

Ho*pdﬁng giao két véi ngudi tiéu dung, hop
dong theo mau, diéu kién giao dich chung
(Pieu 23)

3. Hop dong theo miu phai ¢6 cic ndi

dung co ban sau:

= Trach nhiém bao vé thong tin clia nguoi
tiéu dung

35
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2. CAC VAN BAN PHAP LUAT VE
BAO VE QUYEN LQI NGUOI TIEU DUNG.

Nhiing diém moi ctia Luat s6: 19/2023/QH15

Piéu khoan ciia hop dong giao két véi nguoi
tiéu dung, hop dong theo mau, diéu kién giao
dich chung khong c6 hi€¢u luc

(Piéu 25)

2. Diéu khoin ciia hop dong giao két véi nguoi tiéu
dung, hep dong theo miu, diéu kién giao dich chung
khong co hi€u lwe trong cac trwong hop sau day:
= Quy dinh nguoi tiéu ding phai déng y cho to
chuire, ca nhan kinh doanh thu thap, luu trir, st
dung théng tin cua nguoi tiéu dung 1a diéu
kién dé giao két hop dong, diéu kién giao dich
chung, trir truong hop phap luat cé quy dinh
khac

CONTRA; |

S _r'.;
(" _
TERMS oF AGREEMENT

Y Ny Yy

ey Y P
*_*.'-_IHH‘.'_E‘_‘!MH ; é, G
g gt b e el = 8 5 y \?'

G]GN HERE

= --Hc;ip"déng theo mau



[ 2. CAC VAN BAN PHAP LUAT VE l
BAO VE QUYEN LQI NGUOI TIEU DUNG. -

—

Nhitng diém méi ctia Luat s6: 19/ 2023/ QH15

Chu dé 2:

“Bao v€ nguoi tieu dung trong cac giao dich trén
nén tang $0”
trong
Luat Bao vé quyén loi ngudi tiéu ding
19/2023/QH15




2. CAC VAN BAN PHAP LUAT VE
BAO VE QUYEN LOI NGUOI TIEU DUNG.

Nhitng diém méi cua Luat so: 19/2023/QH15

Trach nhiém ciia té chirc, ca nhan kinh doanh
trong giao dich tir xa v&i nguoi tiéu dung
(Dléu 38) P I’ & - < .
- . |

—_—

1. Phai cung cip chinh x4c va diy dii cho ngudi tiéu dung ™  Thong tin vé cic khoan phi, chi phi, thué gié tri gia

nhirng thong tin sau: tang, cach thirc tinh phi, chi phi c6 thé phat sinh va
®  Tén, dia chi, sb dién thoai, hodc cta dai dién theo cac diéu kién giao dich chung &p dung;
phap luat cta td chirc, c4 nhan kinh doanh tai " Chi tiét vé tinh nang, cong dung, cach thirc st dung,
Viét Nam (néu co); bao hanh cia san pham, hang hoa, dich vu 1a ddi

" Giaca, chét luong, nguén géc xudt xt, thoi han tuong giao dich;
st dung cta san pham, hang hoa, dich vy; Quyén ciia Nguoi tiéu dung quy dinh tai khoan 3 Piéu
Chi phi giao hang (néu c6); 39 cua Luat nay;

" Phu’O’ng thirc thanh toan, phuong thirc giao hang, " Quy trinh xtt 1y viéc tra lai san pham, hang hoa, dich
cung cap dich vu; diéu kién va phuong thic doi, vu hodc chdm dut thyc hién hop dong da giao két;
tra hang; " Quy trinh tiép nhan va xur 1y khiéu nai ctia ngudi tiéu

" Thoi gian ¢ hiéu luc ctia dé nghi giao dich; dung.

38
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2. CAC VAN BAN PHAP LUAT VE
BAO VE QUYEN LOI NGUOI TIEU DUNG.

Nhiing diém méi cua Luat so: 19/2023/QH15

" Trach nhiém cta to chire, ca nhan kinh doanh
trong giao dich tir xa vo1 nguoin tiéu dung
(biéu 38)

4. Chinh phii quy dinh chi tiét Piéu

2. Trwong hop giao dich dwgce thye hién thong ndy

gua dién thoai hoac cac hinh thirc lién lac, dam
thoai khac, to chire, ca nhan kinh doanh cé

trach nhiém thong tin ngay tir dau ve: '
= tén, dia chi cua minh va | HOA BON PIEN TU

= muc dich cua cudc dam thoai.

3. Trwong hop giao dich dwoc thwe hién trén
khong gian mang, t6 chirc, cd nhan kinh doanh
c6 trach nhiém thye hién:

= quy dinh cia Luat nay va

= cac quy dinh cua phap luat lién quan.



2. CAC VAN BAN PHAP LUAT VE
BAO VE QUYEN LQI NGUOI TIEU DUNG.

Nhiing diém méi cua Luat so: 19/2023/QH15

Giao két hop dong trong giao dich tir xa
(biéu 39)

cu va thuc hién bién phap bao dam:

dung nghién ctru trude khi Xac 1ap giao dich;

" Nguoi tiéu dung trao d6i, 1am rd nodi dung hop dong va xac
nhan dong y giao két;

" Nguodi tiéu dung xem lai va tai vé hop dong da ky két.

2. Noi dung giao két hop dong thwe hién theo quy dinh tai
khoan 1 Diéu 38.

" Trudng hop c6 nhiéu bén tham gia, ndi dung giao két hop
ddng phai xac dinh rd cac cha thé, trach nhiém, quyén loi cta

" timg chu thé lién quan.

o o . 3. Truong hop cung cap khong chinh xac heic khong
1. To chire, ca nhan kinh doanh co trach nhiém xay dung cOng giy di cac thong tin quy dinh tai khoin 1 Didu 38 thi

trong thoi han 30 ngay ké tir ngay giao két hop dong,
" Cung cap chinh xac, day da noi dung hop dong dé nguoi tiéu Nguoi tieu ding c6 quyen:

Thoéa thuan lua chon cach thure xur Iy hop
déng véi to chire, ca nhan kinh doanh;

Pon phuong chdm dut thuc hién hop dong da
giao két hodc yéu cau co quan c6 thim quyén
tuyén hop dong vo hiéu hodc tuyén bd hity bo
hop dong va thong bao cho to chirc, c4 nhan
kinh doanh.

Nguoi tiéu dung khong phai tra bat ky chi phi
nao dé cham dat hop dong va chi phai tra chi
phi d6i voi phan san pham, hang hoa, dich vu
da su dung.



[ 2. CAC VAN BAN PHAP LUAT VE
__ BAO VE QUYEN LOI NGUOI TIEU DUNG.

Nhitng diém méi cua Luat so: 19/2023/QH15

Giao két hop dong trong giao dich tir xa
(biéu 39)

4. Trwong hop nguoi tieu ding don phwong cham
dirt thue hién hop dong, to chire, ca nhan kinh doanh
phai:
= Tra lai tién cho nguoi tiéu ding cham nhat 1a
30 ngay ké tir ngay nguoi tiéu dung tuyén bo
don phuong cham dit thuc hién hop dong.
= Qué thoi han nay, phai tra 13i doi voi so tién
cham tra theo 14i suit do hai bén thoa thuin
hodc theo quy dinh cta phap luat dan su.
= Viéc hoan tra dugc thuc hién theo phuong thirc
ma nguoi tiéu dung da thanh toan, trir truong
hop ngudi tiéu dung dong ¥ phuong thirc khac.
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2. CAC VAN BAN PHAP LUAT VE
BAO VE QUYEN LQI NGUOI TIEU DUNG.

Nhiing diém méi cua Luat so: 19/2023/QH15

Trach nhiém ctia to chtrc, c4 nhan kinh doanh véi nguoi
ti€u dung trong cac giao dich trén khong gian mang
(biéu 40)

2. To chire, ca nhan kinh doanh hang hda,
dich vu thong qua hé thong thong tln tw
minh thiét 14p hoiic cac nén ting sd co
trach nhiém thwe hién:

Quy dinh tai Chuong |, Chuong II,

Piéu 38, Biéu 39 cua Luat ndy va

=  Muc 2 Chuong III trong truong hop
cung cép dich vu lién tuc.

1. To chire, c& nhan kinh doanh trén khong
gian mang gom:
= T6 chure, c& nhan kinh doanh hang hoa,
dich vu thong qua hé thong thong tin tu
minh thiét lap hodc cac nén tang s0;
= To chuc thiét 1ap, van hanh nén tang so;
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2. CAC VAN BAN PHAP LUAT VE
BAO VE QUYEN LOI NGUOI TIEU DUNG.

Nhiing diém méi cua Luat so: 19/2023/QH15

Trach nhiém cua to chirc, ca nhan kinh doanh v61 nguo1 tiéu
dung trong cac giao dich trén khong gian mang
(biéu 40)
3. To chirc thiét 1ap, vAn hanh nén tang sé trung gian phai

thue hién thém cac trach nhiém sau:
=  Chi dinh, cbng bo cong khai dau moi lién hé, nguoi dai

3. To chirc thiét 1ap, van hanh dién dugc uy quyén dé pho1 hop véi co quan quan ly
nén tang sb- nha nudc giai quyét cac van dé vé quyén loi nguoi tiéu
dung;

Quy dinh tai Chuong I,
Piéu 38, Piéu 39 va Muc 2
Chuong Il cia Luat nay.

Xay dung, cong bd cong khai quy ché hoat dong cua
nén tang trong d6 phan dinh rd trach nhiém ctia cac bén
tham gia giao dich;

= Cung cap thdng tin vé to chic, c& nhan kinh doanh hoat
dong trén nén tang khi nguoi tiéu ding c6 yéu cau;
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2. CAC VAN BAN PHAP LUAT VE
U BAO VE QUYEN LOI NGUOI TIEU DUNG.

Nhiing diém méi cua Luat so: 19/2023/QH15

Trach nhiém cua t6 chirc, ca nhan kinh doanh v&i ngudi
tiéu dung trong cac giao dich trén khong gian mang
(biéu 40)

3. To chirc thiét lap, van hanh nén ting so trung

gian phai thwc hién thém cac trach nhiém sau: ' M'ﬁ’ 9

= Cho phép ngudi tiéu ding phan hoi, danh gia
vé to chtrc, ca nhan kinh doanh, dong thoi
hién thj két qua phan hoi, danh gia do; |

= Chi dinh, céng bd cong khai ddu méi tiép |
nhén, giai quyét cac phan anh, khiéu nai cua
nguoi tieu ding lién quan dén san pham, noi
dung théng tin trén nén tang;

= C6 bién phap cho phép hién thi wu tién danh
gia, phan anh, kién nghi cta t6 chirc xa hoi vé
nguoi tiéu ding hodc to chirc danh gia tin
nhiém theo quy dinh cta phap luat;
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2. CAC VAN BAN PHAP LUAT VE
BAO VE QUYEN LQI NGUOI TIEU DUNG.

Nhitng diém méi cua Luat so: 19/2023/QH15

Trach nhi€m cua t6 chirc, ca nhan kinh doanh vé1 nguoi ti€u
dung trong cac giao dich trén khong gian mang

(Piéu 40)

3. To chire thiét 14p, van hanh nén tang so6
trung gian phai thwc hién thém céac trach
nhiém sau:

45

Luu trit théng tin vé san pham va cac giao
dich thuc hién; cho phép nguoi tiéu dung
truy nhap, truy vét, tai, luu trir va in hoa
don, tai liéu lién quan dén giao dich nén
tang ma minh quan ly;

Minh bach hoat dong quang céo trén khong
gian mang theo quy dinh cua phap luat trong
trrong hop €0 hoat dong quang cdo di kem;

Cong bo cong khai bdo cao vé cac hoat
dong kiém duyét noi dung da thyc hién
hodc theo yéu cau cua co quan nha
nudc co tham quyeén;

Két noi, cung cap dir liéu théng tin
theo thoi gian thuc phuc vu hoat dong
kiém tra, gidm sat cua co quan nha
nudc cO tham quyeén;

Thuc hién cac trach nhiém khac quy
dinh tai Luat nay va quy dinh ctia phap
luat khac c6 lién quan.



2. CAC VAN BAN PHAP LUAT VE
BAO VE QUYEN LOI NGUOI TIEU DUNG.

Nhiing diém méi cua Luat so: 19/2023/QH15

Trach nhiém cua to chirc, ca nhan kinh doanh v61 nguo1 tiéu

dung trong cac giao dich trén khong gian mang

(Diéu 40)

4. Nén tang so 16m (theo quy dinh ciia Chinh
phi) phai thwe hién cac trach nhiém thém sau:

46

Quy dinh tai khoan 3 Piéu 40, va

Thiét 1ap kho luu trit cidc quang céo cO st
dung thuat toan dé nhim dén nguoi, nhoém
nguoi tiéu dung cu thé;

Panh gia dinh ky hoat dong kiém duyét nodi
dung, viéc sit dung hé thong thuat toan va
quang c40 nham dén nguoi, nhém nguoi tiéu
dung;

banh gia dinh ky viéc thuc hién
quy dinh xtr 1y tai khoan gia, viéc
s dung tri tu€ nhan tao, cac hanh
vi tu dong hodc tu dong maot phﬁn
khac.




Chu dé 3:

“Bao vé nguoi tiéu dung dé bi ton thuong”
trong
Luat Bao vé quyén loi ngudi tiéu ding
19/2023/QH15



___BAO VE QUYEN LQI NGUOI TIEU DUNG.

Nhiing diém méi cua Luat so: 19/2023/QH15

Bao vé quyén loi ngudi tiéu dung
de b1 ton thuong

(Piéu 7) tl i 1"‘“ 3

1. Ngwoi tiéu ding dé bj ton thwong 1a nhom
ngwoi cO dic diém va hoan canh khién ho cé
kha nang phai chiu:

Nhiéu tdc dong bat loi vé strc khoe, tai san
trong qué trinh mua hodc str dung san pham,
hang hoa, dich vu.

\Vulnerable
" Consumers

48
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2. CAC VAN BAN PHAP LU AT VE ]
BAO VE QUYEN LOI NGUOI TIEU DUNG.

Nhiing diém méi cua Luat so: 19/2023/QH15

— Bao v€ quyén 1¢1 nguoti tieu dung
de b1 ton thuong
(biéu 7)
1. Ngwoi tiéu ding dé bi ton thwong bao gom: g™ ”"*4 ssisTANCE ..-=
""--._‘____‘_ i
B i . -l

49

Ngudi cao tudi theo quy dinh ctia phap luat =
nguoi cao tudi;

Nguoi khuyét tat theo quy dinh cta phap lut
nguoi khuyét tat;

Tré em theo quy dinh cta phap luat tré em;




2. CAC VAN BAN PHAP LUAT VE
- (___BAO VE QUYEN LOI NGUOI TIEU DUNG.

Nhiing diém méi cua Luat so: 19/2023/QH15

Bao vé quyén loi nguoi tiéu dung
dé bi ton thuong
(biéu 7)

1. Ngwoi tiéu ding dé bi ton thwong bao gom

*  Ngwoi dan toc z‘hzeu sO; nguoi song o viing dong bao
dan éc thiéu s6 va mién nli, hai dao, ving c6 diéu
kién Kinh té - x& hoi khé khan, ving c6 diéu kién kinh
té - Xa hoi ddc biét kho khén theo quy dinh ciia phap
ludt vé cong tac dan téc; d)

»  Phu nit dang mang thai;

= Phy nit dang nudi con dudi 12 thang tuoi;

= Nguoi bi bénh hiém nghéo;
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2. CAC VAN BAN PHAP LUAT VE
BAO VE QUYEN LOI NGUOI TIEU DUNG.

Nhiing diém méi cua Luat so: 19/2023/QH15

Bao vé quyén loi nguoi tiéu dung
dé bi ton thuong
(biéu 7)

o 3. Khi giao dich véi ngwoi tiéu ding dé bj ton thwong,
2. Nguwoi tiéu dung de bi ton _ o chire, ca nhan kinh doanh co trach nhi¢m:
thwong duwgcc bao dam cac quyén

\ AN Bao dam thuc hién cic quyén wu tién cua nguoi tiéu
ciia ngwoi tiéu dung theo:

ding dé bi ton thuong trong qua trinh mua ban san

= quy dinh cta Luat nay va pham, hang hda, cung tng dich vu theo quy dinh cua
= CAc quyén, chinh sach wu tién phap luét;
theo quy dinh ctia phap ludtc6 = Ap dung co ché khiéu nai, giai quyét tranh chap phu
lien quan. hop voi yéu té dé bi ton thuong cta ngudi tiéu ding

theo quy dinh caa phap luat;

o1



2. CAC VAN BAN PHAP LUAT VE
BAO VE QUYEN LOI NGUOI TIEU DUNG.

Nhiing diém méi cua Luat so: 19/2023/QH15

Vulnerable Groups
Bao v¢ quyen 10’1 nguoi ti€u dung *

e‘nrs. cld
Babies
=6 month (.I idcare or
1 t I l t I I ng home
workers
L]
* /‘\ Peop e
ssssss
leu ch nnnnn
illnesses
People with weak Pregnant
WMuUNe syster women

3. Khi giao dich véi ngwoi tiéu dung dé
bi ton thwong, to chirc, ca nhan Kkinh

= Chong ky thi, phan biét doi xir, lgi dun
doanh c6 trach nhiém: g Ky thy, p . xu, loi dung

yéu to dé bi ton thuong dé xam pham

" Khﬁng duge tir choi ,giéi quyét’khiéu quyén Vva loi ich hop phap cua nguoi tiéu
nai, d¢ nghi giai quyét tranh chap cua dung trong qua trinh thuc hién giao dich
nguoi tiéu dung quy dinh tai diém d v6i nguoi tiéu dung dé bi ton thuong.

khoan 1 Piéu nay véi ly do khac biét
ve tiéng noi, chir viét, phong tuc, tap
quan;

= Thuc hién cac trach nhiém theo quy dinh
cua Luat nay va cac phap luat co lién
quan khéc.



[ 2. CAC VAN BAN PHAP LUAT VE
BAO VE QUYEN LOI NGUOI TIEU DUNG.

Nhirng diém méi cua Luat s6: 19/ 20/23//QH%5//

Chu dé 4:

“Co ché giai quyét tranh chap gitta nguoi tiéu dung va
doanh nghiép”

trong Luat Bao vé quyén lgi nguoi tiéu dung
19/2023/QH15



{__BAO VE QUYEN LQI NGUOI TIEU DUNG.

Nhiing diém méi cua Luat so: 19/2023/QH15

Phuong thitc giai quyét tranh chap gitta nguoi tiéu
dung va t6 chirc, ca nhan kinh doanh

(biéu 53)
1. Tranh chap dwoc giai quyét thong qua:
= Thuong luong; ) - o ® 9
= Hoa giai; \_‘ 0 ¢
= Trong tai; - y X m '
= Toa an. D
2. C6 thé dwoc thwe hién theo: ONLINE DISPUTE RESOLUTION
= hinh thirc truc tiép, ' H ’
= truc tuyén hoac m @
= cac hinh thirc khac theo quy dinh cua A _‘

phap luat co lién quan.
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2. CAC VAN BAN PHAP LUAT VE
BAO VE QUYEN LOI NGUOI TIEU DUNG.

Nhitng diém méi cua Luat so: 19/2023/QH15

Hop tac quoc té trong giai quyét tranh chap gitra
nguoi tiéu dung va cac to chirc, ca nhan nude ngoai
(bicu 54)

4. Pham Vi hop tac quoc té trong giai quyét tranh
chap bao gom:
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tham van,
trao do6i thong tin, tai liéu,
tiép nhan va giai quyét cac tranh chap,

xt Iy cac hanh vi vi pham quyén loi nguoi tiéu
dung hodc

cac hoat dong hop tac quoc té phu hop khéc theo
quy dinh cua phap luat Viét Nam va di€u udc
quoc t€ ma Viét Nam la thanh vién.




[ ‘ CAC VAN BAN PH AP LU AT VE ]
~{___BAO VE QUYEN LQI NGUOI TIEU DUNG.

Nhiing diém méi cua Luat so: 19/2023/QH15

Trach nhiém cung cap thong tin trong qua trinh giai
quyét tranh chap gitra ngudi tiéu dung va cac to
churc, ca nhan kinh doanh
(biéu 55)
2. Co quan nha nuée, to chirc X3 hoi
1. Co quan, té chirc, cad nhan co lién quan tham gia bao vé quyén loi nguwdi tiéu
cO trach nhi¢m: dung c6 trach nhiém:

cung cép ddy du, chinh xac va kip thoi cac ~ Bédo mat thong tin, tai liéu duge cung cap
théng tin, tai liéu theo yéu cau cua co quan nha  theo quy dinh cua phap luét.
nude, to chirc X4 hoi tham gia bao vé quyén loi
nguoi tiéu dung trong qua trinh giai quyét
tranh chap, trir truong hop phap luat co quy
dinh khac.
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2. CAC VAN BAN PHAP LUAT VE
BAO VE QUYEN LOI NGUOI TIEU DUNG.

Nhiing diém méi cua Luat so: 19/2023/QH15

THUONG LUONG (Muc 2)
(Diéu 56)

2. To chire, cd nhan kinh doanh phai tiép

nhin yéu cau thwong lwgng caa ngwoi ti€u 3. Truong hop to chike, c& nhan kinh doanh
diing theo quy dinh tai Diéu 57. khéng tra loi yéu cau thwong lwong ciia
ngwoi tieu dung theo quy dinh tai Diéu 57
hodiic tir chéi thwong lwong ma khong co I)'/
do Chlnh dang, ngwoi tiéu dung co quyén
yéu cdu co quan qudn ly nha nwde, to chirc
x& héi tham gia bdo vé quyén lgi nguwoi tiéu
ding hé tre thwong lwong khi cho ring
quyén, loi ich hop phap ciia minh bi xam
pham.
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2. CAC VAN BAN PHAP LUAT VE
BAO VE QUYEN LOI NGUOI TIEU DUNG.

Nhiing diém méi cua Luat so: 19/2023/QH15

Trinh ty, thu tuc thuong luong
(bicu 57)

1. Nguwoi tiéu dung giri yu ciu thwong
lwong véi cac thong tin, tai liéu lién
quan (néu cd) dén to chire, ca nhan kinh
doanh.

2. To chire, ca nhan kinh doanh c6 trach
nhiém tiép nhan, tién hanh thwong
lwong voi ngwoi tiéu dung trong thoi
han khong qua 07 ngay lam viéc ké tir
ngay nhan dwoc yéu cau. Truong hop tir
choi thi phai néu ré Iy do dé nguoi tiéu
dung biét.
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3. Trong truwong hop quy dinh tai khoan 3
Picu 56, ngwoi tiéu dung giri yéu cau to chire
thwong lwong va cac tai liéu lién quan dén co
quan quan |y nha nwée, t6 chire X3 hdi tham
gia bao vé quyén lgi ngudi tiéu dung.

4. Trong thoi han 07 ngay lam viée ké tir
ngdy nhan dwgce yéu ciu ciia nguoi tiéu
ding, co quan quan Iy nha nwéc, to chirc X3
héi tham gia bao vé quyén loi ngwoi tiéu
ding c6 trach nhiém chuyén yéu cau ciia
nguwoi tiéu dung dén t6 chire, cA nhan kinh
doanh.




2. CAC VAN BAN PHAP LUAT VE
- ___BAO VE QUYEN LOI NGUOI TIEU DUNG.

Nhitng diém méi cua Luat so: 19/2023/QH15

Trinh ty, thu tuc thuong luong
(bicu 57)

6. Truomng hop tir choi yéu ciu thwong
lwong cua ngwoi tiéu dung:
5. To chire, ca nhan kinh doanh c6 trdch = T4 chuc, ¢4 nhan kinh doanh phai tra
nhiém: 101 bang vin ban hodc cac hinh thirc ¢6
= Tién hanh thuong lugng véi nguoi tiéu ding gia tri twong duong va néu rd ly do.
trong thoi han 07 ngay 1am viée ké tir ngay
nhéan duoc yéu cau va
= Thong b4o bang vin ban két qua thuong
lugng dén co quan quan Iy nha nudc, to
chtrc x4 hoi tham gia bao vé quyén loi nguoi
tiéu ding trong vong 05 ngay 1am viéc ké tir
>’ thoi diém két thic thuong luong.




2. CAC VAN BAN PHAP LUAT VE
BAO VE QUYEN LQI NGUOI TIEU DUNG.

Nhiing diém méi cua Luat so: 19/2023/QH15

Cac truong hop khong tiép nhan, giai quyét yéu
cau ho tro thuong lugng

(Diéu 58)

1. Nguoi tiéu dung khong c6 nang luc hanh vi
dan su day du ma khong cé nguoi dai dién hop
phap.

2. Nguoi khéng c6 tham quyén dai dién thuc
hién yéu cau.

3. Nguoi tiéu ding khdng cung cap day du
thong tin, tai liéu dé xac dinh chinh xac to
chirc, ca nhan co lién quan hodc bang ching
lién quan dén giao dich.
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4. Noi dung yéu cau hd tro khdng thudc
chirc ning, nhiém vy, thAm quyén cta co
guan quan ly nha nudc vé bao vé quyén loi
nguoi tiéu dung hoac muc dich, pham vi,
linh vuc hoat dong cua to chirc X& hoi tham
gia bao vé quyén loi ngudi tiéu dung.

5. Yéu cau da dugc co quan quan ly nha
nude khac giai quyét hodc da dugc co quan
quan |y nha nudc vé bao vé quyén loi nguoi
tiéu dung, t6 chirc x4 hoi tham gia bao vé
quyén loi nguoi tieu dung giai quyét trude
do.



[

BAO VE QUYEN LQI NGUOI TIEU DUNG.

Nhiing diém méi cua Luat so: 19/2023/QH15

GIAI QUYET TRANH CHAP TAI TOA AN (Muc 5)
Vu an dan su vé bao vé quyeén loi nguoi tiéu dung
(biéu 70)

Vu 4n dan s vé biao vé quyén
loi ngwoi tiéu dung la vu an ma:
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bén khéi kién la nguoi tiéu
dung hoac

to chitc x& hoi tham gia bao
vé quyén loi nguoi tiéu dung
theo quy dinh tai Luat nay.

2. Puoe gidi quyét theo thi tuc rat gon quy dinh
trong phap luat ve to tung dan sw khi cé du cac
dieu kién sau day:

Nguoi tiéu dung khoi kién;

t6 chirc, cd nhan truc tiép cung cip san
pham, hang hda, dich vu cho nguoi tiéu
dung bi khoi kién;

Vu an don gian, ching ctr rd rang;

Gié tri giao dich dudi 100 triéu dong.



[ 2. CAC VAN BAN PHAP LUAT VE
BAO VE QUYEN LOI NGUOI TIEU DUNG.

Nhiing diém méi cua Luat so: 19/ 20/23//QH%5//

Chu dé 5:

“Sur dung ngudi noi tiéng, ngudi €6 tam anh huong dé quang ba
cac san pham, dich vu tdi nguoi tiéu dung’

trong
Luat Bao vé quyén loi ngudi tiéu ding 19/2023/QH15




___BAO VE QUYEN LQI NGUOI TIEU DUNG.

Nhiing diém méi cua Luat so: 19/2023/QH15

Giai thich tir ngtr
(biéu 3)

5. Ngwoi 6 anh huéng Ia: Du kién trong Nghi dinh hwéng din mot so diéu

’ an o Y 3 ia Ludt nay, sé inh nh :
= céc chuyén gia, nguoi duge xa ~ CUd Ludtnay, s¢ quy dinh nhusau

hoi chd y trong nganh nghé, Nguwdi cO 4nh hwéng bao gom:

linh vuc nhat dinh va =  Nguoi dd, dang ¢ chirc vy, quyén han, c6 hoc
ham, hoc vi, chitc danh cao nhu Giao su, Phd
Gido su, Pai s, Tién sy, Thac sy, Pai t4,
Thuong t4, hodac cao hon,... dang cOng tac
trong co quan, to chuc, don vi, khu vuc nha
nudc theo quy dinh cua phap luat;

» c4c dbi tuong khac theo quy
dinh ctia Chinh phu.

= Chuyén gia trong céac linh vuc;
63



2. CAC VAN BAN PHAP LUAT VE
BAO VE QUYEN LOI NGUOI TIEU DUNG.

Nhiing diém méi cua Luat so: 19/2023/QH15

Giai thich tir ngir
(biéu 3)

Nguoi 6 anh huéng bao gom :
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Nguodi biéu dién nghé thuat, trinh
dién thoi trang, ngudi dep, ngudi
mau di cd danh hiéu theo quy dinh
cua phap luat;

Nguoi ¢O uy tin theo quy dinh cia
phap luat;

Chu tai khoan, trang thdng tin ca nhan co
s0 luong 16n nguoi theo ddi trén khong
gian mang, thdng qua nén tang sO, mang
Xa hoi hodc duoc nén tang s6, mang Xa
hdi cong nhan, ching nhan do co quan
quan Iy nha nudc c6 tham quyén vé
théng tin va truyén thong céng bo;

Cac doi twong khac theo quy dinh cua
phap luat.



65

BAO VE QUYEN LOI NGUOI TIEU DUNG.

Nhitng diém méi cua Luat so: 19/2023/QH15

Céac hanh vi bi cAm

(Diéu 17)
KOL

Key Opinion Leader

St dung hoac lgi dung hinh anh, loi khuyén,
khuyén nghi ciia ngwoi cO anh hwéng nham (m): @ Celebrity

» Xlc tién thwong mai hodc khuyén khich
nguoi tiéu ding mua, st dung san pham,
hang hoéa, dich vy, ma khong thdng bao
trrdc cho nguoi tiéu dung day la cac nodi
dung duoc tai tro;

@\) Influencer

O
Mass seeder
®



2. CAC VAN BAN PHAP LUAT VE
BAO VE QUYEN LOI NGUOI TIEU DUNG.

Nhiing diém méi cua Luat so: 19/2023/QH15

~Trach nhiém cua bén thir ba trong viéc cung cap thong tin v€ san
pham, hang hoa, dich vu cho nguoi ti€u dung
(biéu 22)
1. Truwong hop to chire, ca nhan kinh doanh
cung cap thong tin vé san pham, hang hoa, dich
vu cho ngwoi tiéu dung thong qua bén thwr ba,
thi bén thr ba (vi du: ngwoi cO anh hwéng) co
trach nhiém:
= Bao dam cung cap thong tin chinh xac,
day du vé san pham, hang hda, dich vu
dugc cung cap va cac chuong trinh danh
gia, xép hang lién quan (néu co);
= Y@&u cau td6 chirc, cA nhan kinh doanh
cung cap ching ci chimg minh tinh
chinh xéc, day du cta thdng tin vé san
5 pham, hang héa, dich vu

3. Truwong hop td chire, c& nhan kinh
doanh cung cap thong tin vé san pham,
hang hoa, dich vu thdng qua nguwoi co
anh hwéng thi ngwoi €O Anh hwéng cod
trach nhiém:
»  Thuc hién quy dinh tai khoan 1
Piéu nay; (a)
= Thong bao trwée cho ngwai tiéu
dung day la cac ngi dung dwee
tai trg. (b)




[ 2. CAC VAN BAN PHAP LUAT VE
{__BAO VE QUYEN LQI NGUOI TIEU DUNG.

Nhiing diém méi cua Luat so: 19/2023/QH15

Trach nhiém ctia bén thit ba trong viéc cung cap thong tin vé san
pham, hang hda, dich vu cho nguo1 tiéu dung
(biéu 22)

1. Truwong hop to chire, ca nhan kinh doanh cung cap
thong tin vé san pham, hang hda, dich vu cho ngwoi tiéu
dung théng qua bén thw ba, thi bén thi ba (vi du: ngwai
c6 anh hwéng) co trach nhiém:
> Chiu trach nhiém lién d6i vé viéc cung cap thong tin
khong chinh xac hoac khdng day du, trir truong hop
chirmg minh da thyc hién tat ca bién phap theo quy
dinh ctia phap luat dé kiém tra tinh chinh xéc, day du
cua thong tin;
> Tuan tha cic quy dinh cua phap luat vé bao chi,
phap luat vé quang c4o.
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NHUNG THANH TUU

= Pi hinh thanh hé thong cac vin ban phap luat BVQLNTD tir
Luat- Nghi dinh hudng dan thi hanh lam co s& phap 1y cho thuc

thi cong tac BVQLNTD
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THUC TRANG CONG TAC BAO VE QUYEN LOI
NGUOI TIEU DUNG

NHUNG THANH TUU

H¢ thong co quan qudn 1y nha nuwde

P4 hinh thanh duoc hé thong cac co quan nha nude chiu trach nhiém bao vé

quyén loi nguoi tiéu ding:

e Tai Trung wong: Nhi¢m vu vé bao vé quyén loi nguoi tiéu dung tai B
Cong Thuong dugc giao chii yéu cho Cuc Canh tranh va Bao vé nguoi
tiéu dung.

 Tai dia phwong (cap tinh): 100% S¢ COng Thuong di giao nhiém vu
bao vé quyén loi ngudi tiéu ding cho cac Phong chuyén mén...

« Tai cap huyén: Giao nhiém vu bao vé quyén lgi nguoi tiéu ding cho

Phong Kinh té hoic Phong Kinh té Ha tang...



Piic trung ciia moO hinh hé thong co quan
nha nwdc vé bao vé NTD é Viét Nam

» La mo0 hinh phi tap trung: Trach nhiém trong viéc bao vé NTD
khong tap trung vao mot co quan duy nhat & Trung uong.
= Uu diém: Tao kha ning huy dong luc lugng dong dao dé thuc
hién muc tiéu bao vé NTD
= Han ché: Tao kha ning chong chéo vé tham quyén hoic dun day
trach nhiém trong viéc thyc hién nhiém chung.
> He¢ thong Co quan quan Iy nha nuéce vé bao vé NTD
= B6 Cong Thuong;
» B§ khoa hoc va Cbng nghgé;

" BOY té; 70



TRACH NHIEM QUAN LY NHA NUOC VE BAO VE
QUYEN LOI NGUOI TIEU DUNG ¢ Viét Nam

CAC BO
CHUYEN NGANH

UBND TiNH i

Sé Cong Thwong Cac co quan

truc thudc
UBND HUYEN h
' Phong Kinh té / Ban
UBND Phuong/xa l
-




THUC TRANG CONG TAC BAO VE QUYEN LOI
NGUOI TIEU DUNG

NHUNG THANH TUU

H¢ thong té chive X4 hi

D3 hinh thanh mang ludi Hoi bao vé quyén loi nguoi NTD tur
trung wong dén co so

Tai mot sO tinh, thanh da phat trién mang ludi Hoi xudng cap
huyén, xa; tao hé thong bao phul rong khap cac tinh thanh trén ca
nudec.

Cong tac tuyén truyén nang cao nhan thirc vé quyén ciia NTD da
thay doi co ban nhan thic cia NTD ca nudce; Ngay Quyén cua

nguoi tieu dung Viét Nam vao ngay 15/3 hang nam.
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HOAT PONG CUA HOI BAO VE QUYEN LOTI NTD

1. Tham gia tuyén truyén, pho bién, gidao duc phap luit va kién
thirc tieu dung;
Hang gia, hang khéng dam bio chit lwgng
An toan Thwc phim
Gia ca tiéu dung
Ning cao hiéu qua Bio vé nguwdi tiéu ding trong cac van dé khic

| Té chirc tw van kién thirc tiéu diung

2. Tu van, giup do, giai quyét cac khieu nai, phan anh cua nguci
tiéu dung;

3. Pai dién nguai tieu dung khai kién vi Igi ich cong cong

4. Cung cap thong tin cho co quan quan ly nha nu'éc vé hanh vi vi
pham quyén Igi ngudi tiéu dung;

5. Doc lap khao sat, thir nghiém va cong bo két qua khao sat;

6. Tham gia xay dung phap luat, chu truong, chinh sach, phuong
hudng, ké hoach va bién phap vé bao vé quyén Igi NTD.



THUC TRANG CONG TAC BAO VE QUYEN LOI
NGUOI TIEU DUNG

NHUNG THANH TUU

Viét Nam da thuc su hdi nhap quéc té vé cong tac BVQLNTD; Tham
gia Mang ludi thuc thi bao vé nguoi tiéu dung quoéc té (ICPEN); Uy
ban bao vé nguoi tiéu ding ASEAN (ACCP); T6 chtrc Quoc té ngudi
tiéu dung (ClI).
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NHUNG HAN CHE
Phap luat BVQLNTD con han ché chi pht hep véi TM truyén
thong chwa phi hop véi TMPT va cach mang CN 4.0
= Co ché Quan ly?
= Qui dinh trach nhiém cua thuong nhan trong khuyén mai chua chat
ché, chua bao dam loi ich cua khach hang;
= Nhiéu ngudi khi gip thiét hai khong biét khiéu nai ¢ dau ( mua

online)?
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THUC TRANG CONG TAC BAO VE QUYEN LOI
NGUOI TIEU DUNG

NHUNG HAN CHE

>Han ché vé t6 chirc b§ may, ning lwe, kinh phi va mé hinh hoat
dong chuyén moén ciia cong tac BVQLNTD.

- Nhiéu co quan cung tham gia, khdng ai chiu trach nhiém chinh vé
QLNTD:

- COn mot s6 it tinh chua ¢6 Hoi BVQLNTD?
>Quyeén loi ciia NTD khong dwore ton trong, de doa strc khoe, tinh
mang cua NTD khi sir dung hang nhai, hang gia; dac biét an toan vé

sinh thuc pham (1am hai ca giong noi), anh hudng dén phat trién.
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THU'C TRANG CONG TAC BAO VE QUYEN LOI
NGUOI TIEU DUNG

NHUNG HAN CHE
» Thuwe thi phap luat BVQLNTD chwa nghiém:

- Tiép nhén va giai quyét yéu cau ctua khach hang chua dap tng
yéu cau cia thuc té

- Chi phi khéi kié€n, thué luat sw, di lai, giam dinh va thai gian
giai quyét kéo dai ciing khién nguoi tiéu dung e ngai.

- Quan |y thi treong kiém tra 160.000 vu- xt 1y 103.000 vu/ nim;

chiém 45 % so vu vi pham bi xt Iy hanh chinh.
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NGUYEN NHAN KHACH QUAN CUA HAN CHE

O ViET NAM

et

KHONG BINH DANG
- Vi thé giira NTD
vai don vi SXKD

Hang hoa, dich vu

~_=

N



THY'C TRANG CONG TAC BAO VE QUYEN LQI
NGUOI TIEU DUNG

1. Nhan thirc cua co quan quan ly va nguci
tiéu dung

2. Ché tai chua du mirc ran de véi cac hanh
Vi vi pham phap luat

3. Nang luc, hiéu qua thuc thi phap luat
Cua cd quan Quan ly Nha nudc

4. Cong tac thanh tra, kié@m tra con han ché

5. NTD khong cung cap dudc day du chinh xac
Chirng cr vi pham: hang héa khéng nguyén ven,
Hoa don rach nat hoac bi mat..




3 Chi thi s6 30-CT/TW cua Ban Bi thu Tang cuong su lanh dao cua
Pang doi véi cong tac bao vé quyén loi cia NTDTCCT, Ngay 22
thang 01 nam 2019;

e Tuyén truyén nang cao nhan thirc cho NTD va Té6 chic SX KD.

e Hoan thién phap luat, chinh sach bao vé quyén loi NTD.

« Hoan thién co ché phdi hop gitra C4c co quan, to chirc & trung wong
vo1 dia phuong;

« Nang cao trach nhiém ctia cac ca nhan, to chtc kinh doanh HH, DV;

« Nang cao trach nhiém va nghiép vu cua cac to chirc X4 hoi Bao vé
Quyén Lo1 NTD;

o Tro thanh Nguoi tieu dung thong minh.
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Chi thij s6 30-CT/TW ciia Ban Bi thw d6i véi cong tac bao
vé quyen lgi cua NTD

Tang cwong s lanh dao caa
Cac cap iy Pang & TN
nguwoi dirng dau

Hoan thién khudén kho phap 1y,

«6nhém ol to chirc bo may chuyén trach

phapicnaban
of st

Pay manh xa hoi hoa,
nang cao trach nhiém
cua T.C san xuat, KD
\

Day manh cong tac tuyén truyeén,
giao duc, pho bién chinh sach
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1. Tuyén truyén nang cao nhan thirc vé
Bio vé quyén lgi ciia NTD
Xac dinh sir dung tong hop cac hinh thirc tuyén truyén téi tan cac
vung Sau, vung Xa
X&c dinh rd noi dung tuyén truyén:
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S$6 lwgng cic Hoi Bao vé ngudi tieu dung trén ca mrdc
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Bdng: S6 lrong cdc HSi Bdo vé ngiedi tiéu ding trén cd medc qua cde ndm

Pai hoi thanh I15p HOi BUNTDVN duoc t6
chutc vao ngay 29/11/2018 tai Ha,\Noi



1. Tuyén truyén nang cao nhan thirc vé
Bao vé quyeén loi cua NTD

Quyét dmh sO 1035/QD TTg ngay 10/7/2015



1. Tuyén truyén nang cao nhan thic vé
Bao vé quyen loi cua NTD

Ngay quyén cua nguoi tieu dung Viét Nam nam 2024 13
“Thong tin minh bach - Tiéu dung an toan.
. Lé phé_t d@l’lg Ngé_y Quyén cua B RS b ‘

Nguoi tieu dung Viét Nam dugce to
chure vao 18h ngay 9/3

CAC HOAT DONG CHINH

HUGNG UNG NGAY QUYEN
CUA NGUJI TIEU DUNG
3 VIET NAM NAM 2023

“Théng tin minh bach - Tiéu dung an toan”

- @ CHUOHG THINH HUIONG UG
o mane  MGAY QUYEN CUA NCUSI TIEW DUNG VIET NAM NAM 2023

READ MORE
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LE PHAT DONG '

NGAY QUYEN CUA NGUJI TIEU DUNG VIET NAM NAM 2023
Thdi glan: 18h00 ngdy 2 thdng 3 ndm 2023

Bia diém: Cang vién Théng Nhdt, cang phé Trdn Nhdn Tong,
phudng Lé Bai Hanh, quan Hai Ba Trung, Ha Noi =

NGAY QUYEN CUA NGUOI TIEU DUNG
VIET NAM




1. Tuyén truyén nang cao nhén thirc vé
Bao vé quyen loi cua NTD
Ngay quyén ciia nguoi tiéu dung Viét Nam nam 2024 1a

“Thong tin minh bach - Tiéu dung an toan”.

= Hoi cho "Hang hod, san pham vi nguoi
tiéu dung" duoc to chuc tir ngay 9/3 dén
13/3/2023 véi quy mo khoang 140-150
gian hang cua doanh nghiép, t6 chirc
Kinh doanh. HOI CHO

HANG HOA, SAN PHAM Vi NGUGI TIEU DUNG
Thai gian: TU ngay 9 dén ngdy 13 thdng 3 ndm 2023
Pia diém: Céng vién Théng Nhdt, céng phé Tran Nhén Téng,
phudéng Lé Dai Hanh, quén Hai Ba Trung, Ha NGi
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READ MORE
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1. Tuyén truyén nang cao nhan thic vé
Bao vé quyen loi cua NTD

= CHUGNG TRINH HUGNG UNG
swotmamuone wemeare NGAY QUYEN CUA NGUGI TIEU DUNG VIET NAM NAM 2023

= Giai chay "Vi Quyén loi
nguoi tiéu dung" - Race
for Consumers dién ra vao
6h30 ngay 11/3

GIAI CHAY
Vi QUYEN LGI NGUGI TIEU DUNG

Thdai gian: 06h30 ngay 11 thdng 3 ndm 2023
Pia diém: Céng vién Théng Nhdt, céng phé Tran Nhan Téng,
phudng Lé bai Hanh, qudn Hai Ba Trung, Ha No6i

READ MORE




1. Tuyén truyén nang cao nhan thirc vé
Bao vé quyen loi cua NTD




2. Hoan thién co ché phdi hop giira cac co quan, to chirc &
trung wong voi dia phuong

Phan cong, phan cap vé trach nhiém cu thé gitta B6 Cong Thuong- Bd Khoa hoc &
cong nghé- Bo Y té vé6i cac dia phuong, 1am r6 trach nhiém vé BVQLNTD.

Thuong xuyén phoi hop gitta Cac co quan véi nhau va nang cao trach nhiém ciia
nguoi dimg dau.

Tang cuong phoi hop giita S& Cong Thuong cac tinh véi Hoi Bao vé quyén loi
NTD.

Nang cao trach nhiém cuta c4c co quan hanh chinh nhu quén Iy thi truong ca vé tu
cach dao dirc cong vu, k¥ ning nghiép vu trong dau tranh c6 hiéu qua doi véi cac
hanh vi vi pham vé buén 1au, gian lan thuong mai va hang gia dang I1a ndi lo cua
NTD.

Hoan thién co ché va trinh tu giai quyét tranh chap tiéu ding c6 yéu to nudc ngoai
hodc Xuyén bién gidi; bo sung diéu khoan bao vé nguoi tieu ding trong thuong mai
dién tur.

Hinh thanh cac chuan muc vé k¥ thuat, trinh tu giai quyét tranh chap nham nang cao
niém tin cia NTD vao phép luat BVQLNTD.
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3. Nang cao trach nhiém cua cac ca nhan,
t6 chirc kinh doanh HH, DV

Hinh thanh tu duy Kinh doanh lanh manh cda ca nhan, to chirc cung
cap hang hoa va dich vu cho NTD;

Bao vé quyén loi NTD I trach nhiém chu yéu va quan trong cia
nguoi kinh doanh, phuc vu t6t nhu cau ctia NTD la con duong 1 giau
chinh dang va lau bén nhat;

Tuan tha trach nhiém cung cap théng tin, bao hanh bao tri hang hoa,
qui dinh ghi nhdn méac va xuat xt hang hda nhat 12 hang nhap khau.
Phat hién, tuyén truyén dién hinh va cé chinh sach khen thuong d6i
v6i cd nhan to chitre kinh doanh vi quyén loi cuia NTD;
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3. Nang cao trach nhiém cua cac ca nhan,
t6 chirc kinh doanh HH, DV

e CO cac hinh thic xt Iy vi pham thich dang véi ca nhan, to chic 1am
giau bat chinh, loi dung su thiéu hiéu biét cuia NTD, k& hd cua luat
phép, loi dung sy khan hiém hang héa dé kiém 1oi bang moi céach;

e Can c0 canh bao voi cac ca nhan kinh doanh thuong mai dién tir vé
gitr bi mat thong tin, bao dam an toan trong giao dich va cung ung
hang hoéa, dich vu;

 Tang cudng cdng tac thanh tra, kiém soat hoat dong ctia ca nhan, to

chtrc kinh doanh nham tao niém tin cta nguoi tiéu dung.
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3. Nang cao trach nhiém cua cac ca nhan,
to chirc kinh doanh HH, DV

DOANH NGHIEP NEN CUNG CAP CAC KENH THONG TIN TIEP

NHAN VA GIAI QUYET KHIEU NAI CUA NGUO'l TIEU DUNG

A\

AN

Doanh nghiép phai cé trach nhiém vé viéc:

Thiét lap dwéng day e Giai thich ré rang cac diéu Cung cap cac chinh sach
néng, tdng dai cham séc kién va théng tin lién quan bdi thwong pha hop*
khach hang hoac trung tam dén viéc bdi thwéng
hé tror khach hang

(*) dwa trén chinh séch vé bdo hanh

Tang cwdng cac trach nhiém cua doanh nghiép gop phan giam
thieu so Iwong khieu nai tier ngweri tiéu dang:

TERMS AND
CONDITIONS




4. Nang cao trach nhiém va ki ning nghiép vu ciia Cac to
chirc xa hoi

e CO chinh sach khuyén khich cac to chtrc X4 hoi, phat trién mang luédi
hoi vién tham gia cong tac bao vé quyén loi ctia NTD:;

e Thuong xuyén tap huan nang cao chuyén mon nghiép vu cho cac
thanh vién ctia to chirc Xa hoi trong bao vé QLNTD;

e Hoi BVQLNTD lubn nam bat chil truong, ¢O nhitng ¥ kién tham muu
trong ké hoach to chtrc cac budi cho hang Viét & ndng thon, dua hang

hoa vé ving sau ving xa v.v
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4. Nang cao trach nhiém va ki ning nghiép vu ciia Cac to
chirc xa hoi

Lam tot cong tac tu van lua chon hang hda va tu van giai quyét khiéu
nai, tranh chap bao vé quyén loi NTD;
Tham gia Poan kiém tra lién nganh vé kiém tra chong gian 1an thuong
mai V& cng tac bao dam an toan thuc pham trong dip Tét, cao diém
mua sam;
Tham gia tham gia xt Iy vu khiéu nai cua nguoi tiéu dung vé vé sinh
an toan thuc pham, budn 1au, gian 1an thwong mai va hang gia;
Phoi hop cling cac co quan chirc niang kiém tra, giam sat thi truong,
canh bao cho ngudi tiéu dung vé cac mat hang kém chat luong, hang

gia, hang nhai. 03



5. Tré thanh ngwai tieu dung thong minh
> Trong boi canh hdi nhap KTQT, SXKD trong cach mang CN 4.0; co
ché giai quyét khiéu nai con bat cap, thi nguoi tiéu dung phai tré thanh
nguoi tieu dung thong minh:
- Hiéu rd quyén loi va trach nhiém cia NTD dé tu bao vé quyén loi cta

N\

minh;

- Hiéu qui dinh vé nhdn méac va xuat x hang hoa dé Lua chon hang hoa
phU hop véi nhu cau ctia minh, tranh mua phai hang gia, hang nhai;

- Bao vé thong tin ca nhan khong dé bi loi dung so hé thong tin nhat 1a

trong Iinh vuc thanh toan;



5. Tré thanh ngwoi tiéu dung thong minh

- Day cho hoc sinh tiéu hoc k¥ ning séng, chil y dén an toan thuc pham dé biét
tu bao vé minh, hinh thanh y thirc tu bao vé ban than khi tiéu dung ngay khi
con nho;

- Khéng mua hang & nhitng noi khéng c6 dia chi rd rang hoic niém yét gia
ban ré hon nhiéu so vai gid tri thuc té hang hoa;

- Yéu cau duge cung cap thdng tin trung thue, dugc boi thudng khi bi thiét
hai; khai kién céc to chire, c& nhan san xuéat kinh doanh, dich vu sai trai:

- Phét hién, t6 c4o cac hanh vi gian lan tiéu chuan, do luong, chat luong, nhan
hiéu hang hoa, gia ca;

- Luu gitr cac bang chung vi pham day du dé 1am bang chung xac thuc viée

minh bi vi pham dé doi quyén loi ctia NTD.
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Quy ché phdi hop thuc hién cac hoat dong bao vé quyén loi nguoi tiéu ding
trén dia ban tinh (s6 18/2022/QP-UBND ngay 14/7/2022)

1. Phoi hop trong trao doi thong tin vé cong tac bao vé quyén loi nguoi tiéu dung va
c4c thdng tin vé san pham hang hoa cua cac doanh nghiép; trao d6i théng tin trong qué
trinh xir Iy c4c van dé lién quan dén hoat dong bao vé quyén loi ngudi tiéu ding trong
pham Vi chirc nang, nhiém vu, quyén han duogc giao cua co quan, don vi.

2. Phoi hop trong cong tac tuyén truyén, pho bién phap luat lién quan dén bao vé
quyén loi nguoi tieu ding; tu van, hd tro hudng dan kién thire, k¥ ning va nang cao
nhén thitc vé bao vé quyén loi nguoi tiéu ding.

3. Phoi hop trong cong tac thanh tra, kiém tra viéc chap hanh phap luat vé bao vé
quyén loi nguoi tiéu ding

4. Phéi hop trong cong tac diéu tra xir [y xac minh hanh vi vi pham quyén loi nguoi
tiéu dung

5. Phoi hop thuc hién ché d6 bao c4o két qua thwe hién quan Iy Nha nudc vé bao vé
quyén loi nguoi tiéu ding.
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TU VAN, HO TRQ NGUO'I TIEU DUNG

. 25 Ngé Quyén, Hoan Kiém, Ha Noi

@ khieunai@bvntd.gov.vn

. bvntd.gov.vn
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