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Cén ctt Hién phap nudc Cong hoa xa hoi chu
nghia Viét Nam;

Qudc hoi ban hanh Luat Bao vé quyén Igi
ngudi tiéu dung.

Chuong I NHOUNG QUY DINH CHUNG

bieu 1. Pham vi dieu chinh

Luat nay quy dinh vé nguyén tic, chinh sach
bdo vé quyeén Igi ngudi tiéu dung; quyeén va
nghia vu ctia ngudi tiéu dung; trach nhiém
cta t6 chtic, ca nhan kinh doanh dé&i véi
ngudi tiéu dung; hoat dong bao vé quyén Igi
nguol tiéu dung cua co quan, td chtc; giai
quyé&t tranh chip giffa ngudi tiéu dung va té
chtic, ca nhan kinh doanh; quan ly nha nudc
ve bdo vé quyeén I¢gi ngudi tiéu dung.
bieu 2. D6i tugng ap dung

1. Ngudi tiéu dung.

2. T8 chiic, ca nhan kinh doanh.

3. Mat tran T6 qudc Viét Nam; t8 chiic
chinh tri — x4 hoi.

4. T8 chic chinh tri xa hoi — nghé nghiép,
td chiic x4 hoi, t6 chtic x4 hoi — nghe
nghiép (sau day goi chung 1a t8 chtic x4 hoi)
tham gia bao vé quyeén lgi ngudi tiéu ding.
5. Cg quan, t6 chtic, ca nhan trong nuéc va
nuéc ngoai ¢b lién quan dén bao vé quyen lgi
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nguoi tiéu dung.
bigu 3. Giai thich ti ngi
Trong Luat nay, cac tt ngit dusi day dugc
hiéu nhu sau:
1. Ngudi tiéu dung 1a ngudi mua, st dung
san phdm, hang hoa, dich vu cho muc dich
tiéu dung, sinh hoat cta céa nhan, gia dinh,
cd quan, t6 chic va khong vi muc dich
thuong mai.
2. T8 chtic, ca nhan kinh doanh 1a t6 chtc,
ca nhan thyc hién lién tuc mot, mot s hodc
tdt ca cic cong doan ctia qua trinh tit dau tu,
san xudt dén tiéu thuy san phdm, hang hoéa
hodc cung cdp dich vu trén thi tridng nhim
muc dich sinh Igi, bao gdbm:
a) Thuong nhan theo quy dinh cua Luat
Thuong mai;
b) Cé4 nhan hoat dong thiong mai doc lap,
thuong xuyén, khong phai diang ky kinh
doanh.
3. Théng tin cta ngudi tiéu dung bao gom
thong tin ca nhan ctia ngudi tiéu dung, thong
tin vé qud trinh mua, st dung san phdm,
hang hoéa, dich vu clua ngudi tiéu dung va
thong tin khac lién quan dén giao dich gitta
ngudi tiéu dung va té chiic, ca nhan kinh
doanh.
4. San phdm, hang hoa c6 khuyé&t tat la san
phdm, hang hoa khéng bdo dam an toan cho
ngudi tiéu dung, c6 kha nidng gay thiét hai
cho tinh mang, stic khoe, tai san cta ngudi
tiéu dung nhung chua phat hién duge khuyét
tat tai thoi diém san phdm, hang hoa dugce
cung cap cho ngudi tiéu dung mic du san
phdm, hang héa d6 dugc san xuit theo dung
tiéu chudn, quy chuidn k¥ thuat hién hanh,
bao gom:
a) San phdm, hang hoa san xudt hang
loat c6 khuyé&t tat phat sinh ti thiét ké
k¥ thuat;
b) San phdm, hang hoa don 1é cé khuyét
tat phat sinh tt qué trinh san xuit, ché
bién, van chuyén, luu gitt va s dung;
¢) San phdm, hang hoa tiém 4n nguy co
giy mat an toan trong qué trinh s dung
nhung khong c6 huéng din, canh bao day
du cho ngusi tiéu dung.
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5. Glao dich ti xa 1a giao dich duge thuc

hién trén khdng gian mang, phuong tién dién

t® hodc phuong tién khac ma ngudi tiéu diung

khong duge kiém tra, ti€p xuc tryc ti€p véi

san phdm, hang hoéa, dich vu truée khi tham

gia giao dich.

6. Cung cép dich vu lién tuc 1a viéc cung

cdp dich vu co6 thoi han ttt 03 thang tré 1én

hodc khong xac dinh thoi han.

7. Ban hang tryc tiép la viéc t6 chtc, ca

nhan kinh doanh chu dong ti€p can ngudsi

tiéu dung, gidi thiéu san phdm, hang hoa,

dich vu dé béan, cung cdp cho ngudi tiéu

diing, bao gdbm cdac hinh thiic sau day:
a) Ban hang tan ctfa 1a hoat dong ban san
phdm, hang hoa, cung cép dich vu tai noi
@, noi lam viéc ctia ngudi tiéu dung;
b) Ban hang da cdp 1a hoat dong ban hang
hoa thong qua mang lu6i ca nhan tham
gia gdm nhiéu c4p, nhieu nhanh, trong dé
ca nhan tham gia dugc huéng hoa hong,
tien thuéng va 1gi ich kinh té& khac tit k&t
qué ban hang héa ctia minh va ctia cé
nhin khéc trong mang 1u6i;
c) Ban hang khong tai dia diém giao dich
thuong xuyén 1a hoat dong gidi thiéu, ban
san phdm, hang hoéa, cung cdp dich vu tai
cac dia diém khong phai la dia diém ban
lé san phdm, hang hoa c6 dinh, gi6i thiéu,
cung cdp dich vu thudng xuyén.

8. Giao dich dic thut bao gbm giao dich ti

xa, cung cdp dich vu lién tuc va ban hang

tryc ti€p gifta td chiic, c4 nhan kinh doanh va

nguoi tiéu dung.

9. Ngudi c6 anh hudng 1a chuyén gia, ngudi

c6 uy tin, ngudi duge x3 hoi chu ¥ trong linh

vigc, nganh, nghé cy thé theo quy dinh cua

Chinh phu.

10. Tiéu dung beén viing la viéc st dung san

phdm, hang hoéa, dich vu dap ting muc dich

tiéu dung, sinh hoat cua ca nhan, gia dinh,

c0 quan, t6 chtic mot cach hiéu qua, dong

thoi gidam thiéu cac tac dong tiéu cyc vé moi

truong, kinh t€ — x4 hoi.

bitu 4. Quyeén cia ngudi tiéu ding

1. Dugc bao dam an toan tinh mang, stic

khoé, danh d¢, nhan phdm, uy tin, tai sdn,
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b&o vé thong tin, quyeén, 1gi ich hgp phap
khéac khi tham gia giao dich, st dung san
phdm, hang hoa, dich vu do t8 chiic, cd nhan
kinh doanh cung céap.

2. Dugce cung cdp hoa don, chiing ti, tai liéu
lién quan dén giao dich; thong tin kip thoi,
chinh xac, day dua vé san phdm, hang hoa,
dich vy, no0i dung giao dich, ngudn goc, xuat
XU san phdm, hang hoa, dich vy va vé té
chtic, ca nhan kinh doanh.

3. Lya chon san phdm, hang hoa, dich vuy, t6
chtic, cd nhan kinh doanh theo nhu cau, dieu
kién thyc t€ cua minh; quyé&t dinh tham gia
hodc khoéng tham gia giao dich; thoa thuan
cac noi dung giao dich véi t6 chtic, ca nhan
kinh doanh; dugc cung cdp san phdm, hang
hoa, dich vu dang v6i noi dung da giao két.
4. Gop ¥ vGi t6 chtic, ca nhan kinh doanh veé
gid, chat lugng san phdm, hang héa, dich vy,
phong cach phuc vy, phuong thtic giao dich
va ndi dung lién quan dén giao dich gifta
ngudi tiéu dung va té chiic, cd nhan kinh
doanh.

5. Yéu cau t6 chiic, cd nhan kinh doanh bbi
thuong thiét hai khi san phdm, hang hoa cé
khuyé&t tat, san phdm, hang hoa, dich vu
khong phu hgp tiéu chuin, quy chuin k¥
thuat, khong bao dam an toan, do ludng, s6
lugng, khoi lugng, chit lugng, cong dung,
gi4, nd1 dung khéc theo quy dinh cta phap
luat hodc khong dung vai dang ky, thong
bao, cong bd, niém yé&t, quang cdo, gidi
thiéu, giao ké&t, cam k&t ctia td chiic, ca nhan
kinh doanh.

6. Tham gia xay dyng chinh sach, phap luat
ve bao vé quyeéen Igi ngudi tiéu dung.

7. Khiéu nai, t6 céo, khdi kién hodc dé nghi
t6 chiic x4 hoi khai kién dé bao vé quyeén 1gi
cta minh theo quy dinh cua Luat nay va quy
dinh khéc cua phép luat cé lién quan.

8. Dugc tu van, hd trg, hudéng dan ve kién
thtic va k¥ nang tiéu dung san phdm, hang
hoéa, dich vu.

9. Dugc tao diéu kién lga chon méi trudng
tiéu dung lanh manh va bén viing.

10. Dugc bao veé khi stt dung dich vy cong
theo quy dinh cta Luat nay va quy dinh khac

A, 27, Wel, 13,

)

-
2

O:

i
>{l

it
i
=2
i
1%
o

5. AL FE, BE
4 goo] 7% @ 7| &HEF P A oh)
SAY WE 74 ol Al A5, £, §
% EA, &8, M2, 1 ve) Abge] ngE A
o F S Ei A BEL B vl L )
Qo] 5=, B, WE, A, Fa, 2, A,
HEH UG Aol d A, A HES S
R C PR R E AR

6. iB]X]' ?ﬂﬂ E_.—é‘_oﬂ 3714_'—‘:5__ Xé] :]]J 1;1; 1:]]3% _/F%;

off Froigt.

7. AR A0 9 wEe] 9
o W 743} 71 yre] wel WE Aol




Q SR A @ AMIAE A 2 e

cua phap luat co lién quan.

11. Quyeén khéac theo quy dinh ctia phap luat.
bigu 5. Nghia vy ctia nguéi tiéu ding

1. Kiém tra san phdm, hang hoa trugc khi
nhan theo quy dinh cta phép luat; lga chon
tiéu dung san phdm, hang hoa c6 ngudn gdc,
xudt X ro rang.

2. Tiéu dung khong vi pham phap luat,
khong trai v6i thuan phong m¥§ tuc va dao
dtc x4 hoi, khong xam pham dén Igi ich
qudc gia, dan toc, 1gi ich cong cong, khong
gay nguy hai dén tinh mang, stic khoe, tai
san cua minh va cua ngudi khac.

3. Tuan thu diéeu kién, huéng dan van
chuyén, bdo quan, st dung sian phdm, hang
hoa, dich vu; quy dinh vé kiém dinh, bao vé
moi trudng, tiéu dung bén vitng theo quy
dinh ctia phap luat.

4. Thong tin kip thdi, chinh xac cho ¢od quan
nha nudc, t6 chiic, cd nhan c6 lién quan khi
phat hién san phdm, hang hoa, dich vu Ivu
hanh trén thi triusng khong bao dam an toan,
gay thiét hai hodc de doa gdy thiét hai dén
tinh mang, stic khoe, danh dy, nhan phim,
uy tin, tai san ctia ngudi tiéu dung; hanh vi
cda td chtic, cad nhan kinh doanh xam pham
dén quyeén, Igi ich hgp phéap cua ngudi tiéu
dung.

5. Chiu trach nhiém veé viéc cung cdp khong
chinh xac hodc khong day du ve thong tin
lién quan dén giao dich gitta ngudi tiéu dung
va t6 chic, ca nhan kinh doanh theo quy
dinh cta phap luat.

6. Nghia vu khac theo quy dinh cua phap
luat.

bieu 6. Nguyén tic bao vé quyeén 1gi ngudi
tiéu dung

1. Bao vé quyen Igi ngusi tiéu dung 1a trach
nhiém cta Nha nudc, t6 chiic, cd nhan va
toan x4 hoi.

2. Quyen, 1¢i ich hgp phap cua ngudi tiéu
dung dugc cdng nhan, ton trong, bado dam va
bao vé theo quy dinh cua phép luat.

3. Bao vé quyeén 1gi nguoi tiéu dung phai
duge chu dong thyc hién kip thdi, cong bing,
minh bach, dung phap luat.

4. Hoat dong bao vé quyén lgi ngudi tiéu
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diing khong duge xam pham dén lgi ich cua 5SS WAl 2 NS, 1 wke] whAl 2 )
Nha nude, quyen, lgi ich hgp phap cua t6 olo] g Al Al e} o] S Hasto A=
chtic, ca nhan kinh doanh va t8 chtic, ca oly Hrt}.

nhan khéc.
5. Bao dam cong bing, binh ding, khong 5 ¢ S
phan biét vé gidi, ty nguyén, khong vi pham | 9 A= 344, 35,
phap luat, khong trai véi thuan phong my tuc | AS H HE
va dao dic x4 hoi trong giao dich gita ngusi | 5 U< L A3 52l ‘?}3} ] 0}14 Eia=
tiéu dung va t6 chtic, cd nhan kinh doanh.
bigu 7. Chinh sach ctia Nha ni6c ve bao vé | A|7F A2u|& A B350 B3 =71 3
quyén lgi ngudi tiéu dung

1. Tao digu kién thuan 1gi dé ngudi tiéu 1. &M A}, 22 Hhe] 7], oA B 7l o] 4]
dung, cd quan, t6 chtic, ca nhan khac thuc 2 Ag HE &S T o zple] Aot 9
hién day du quyen, nghia vu va phat huy sy | 75 ¢4d3] o|dislal 5202 o3tk 4=
cht dong trong hoat dong bao vé quyeén lgi V=S e 208 2445k AnjAF dg
ngudi tiéu ding; khuyén khich, ton vinh B35 g5 st AR}, 1 9he] A
ngudi tiéu ding, t6 chtic, ca nhan khac tham | 2 7§1S el 43k}

gia bdo vé quyeén lgi ngudi tiéu dung.

2. Khuyén khich, hd trg t6 chiic, ca nhan 2. A} =S 5= whA 2 Jfjelo] AwjAt A
kinh doanh nghién ctiu, tng dung, phat trién | 2 HEE ¢ato] 3t 7|4 2L JAS A,
khoa hoc, cong nghé va d6i mai sang tao g 9 el s gy stal A sk,

trong hoat dong bao vé quyeén lgi ngudi tiéu
ding.

3. Tao dieu kién thuan lgi huy dong cac 3. 28|zt A E HEEE 7| dwhA 2 7
ngudn lijc dau tu co s vat chdt, phat trién A 7 GA T A TR D JAHEGA S T
nhan ljc cho cod quan, t6 chtic thic hién cong | AEFH A ol HE gk A S A5t
tac bao vé quyen lgi ngudi tiéu dung va co A A B &k A WHE X2 2
quan, t6 chtic cé lién quan; khuyén khich, 71 Aol 33t A, A Y, TH 2 Bgg
ddy manh x4 hoi hoa cong tac tu van, hé trg, | ol et o= Aefdta f?ﬂ cja=

tuyén truyén, phd bién chinh sach, phap
luat, kién thiic, huéng dan k¥ ndng veé bao vé
quyén lgi ngudi tiéu dung.

4. Bao vé quyeén lgi ngudi tiéu dung gin voi 4, A} J =AY E5S FHstar Ay
thac ddy thyc hanh kinh doanh co trach fre AdS thztstelm =g Aol Ay ARl
nhiém, da dang hoa cac kénh phan phéi hién | AA 7+53 dHH 202 A8 5 B55

dai, xay dyng neén kinh t& doc lap, ty chu.

5. P4y manh hoi nhap, mdé rong hgp tac qudc | 5 2]
té&, chia sé thong tin, kinh nghiém trong viéc | F3lx g o] o 2
bao vé quyeén Igi ngudi tiéu dung.

6. Nang cao dao dtc kinh doanh, hinh thanh 6. 71%] 8= JNAskar ebdEtar o A Aol
van hoa tiéu dung an toan, vin minh, lanh AAsa A& 7Hs e AR 3 E 53*3 3f
manh va bén vitng; xit 1¥ nghiém, kip thdi ] An|xF dE] HE] B9 et dAsEa
cac hanh vi xam pham quyen lgi ngudi tiéu A &3} A 2] skt

dung.

7. Thtc ddy san xudt va tiéu ding béen viing, | 7. th& 7} 39 &% & E3to] %<& 7153 A
bao gdom cac hoat dong sau day: 2 |
a) Khuyén khich, thac ddy dau td, san a) A2H| A}

192 F441717] Aste] =541
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xudt, lvu thong, phan phdi, xudt khiu,
nhap khiu san phidm, hang hoa, dich vu,
cdng nghé than thién moi trudng huéng
dén kinh t€& xanh, kinh t€ tuan hoan nhim
nang cao lgi ich cua ngudi tiéu dung;
b) Hb trg t6 chiic, ca nhan (ing dung,
phét trién khoa hoc, cong nghé tién tién,
m3a s, mi vach, truy xudt nguon goc dé
san xudt, cung cap san phdm, hang hoa,
dich vy an toan, bdo dam chéat luong,
nang cao nang lygc canh tranh ctia san
phdm, hang hoa, dich vuy;
¢) Tham gia chd dong va co6 trach nhiém
vao cac hoat dong thuc ddy san xudt, tiéu
dung bén vitng ctia khu viic va thé& gidi.
bieu 8. Bao vé quyen Igi ngudi tiéu diung dé
bi t6n thuong
1. Ngudi tiéu dung dé bi tén thuong 1a ngusi
tiéu ding c6 kha nang chiu nhiéu tac dong
b4t 1gi veé ti€p can thong tin, stic khoe, tai
san, gidl quyé&t tranh chép tai thdi diém mua
hodc st dung san phdm, hang hoa, dich
v, bao gom:
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a) Ngudi cao tudi theo quy dinh ctia phap
luat vé ngudi cao tudi;

b) Ngudi khuyét tat theo quy dinh cta
phap luat vé ngusi khuyét tat;

¢) Tré em theo quy dinh cua phap luat
Ve tré em;

d) Nguoi dan toc thiéu s6; ngudi sinh
sfng tai ving dong bao dan toc thiéu s@
va mién nui, hai dao, viung c6 diéu kién
kinh t& — x4 hoi kho khén, viung cé diéu
kién kinh t&€ — x3 hoi dic biét kho khin
theo quy dinh cua phéap luat;

d) Phu nif dang mang thai hodc nudi con
dué6i 36 thang tudi;

e) Ngudi bi bénh hiém nghéo theo quy
dinh cua phéap luat;

g) Thanh vién ho nghéo theo quy dinh
ctua phéap luat.

2. Viéc bédo vé quyeén Igi ngudi tiéu dung dé
bi t6n thuong duge thyc hién nhu sau:

a) Ngudi tiéu dung dé& bi tén thuiong duge
bao dam cac quyeén cua ngudi tiéu dung
theo quy dinh cua Luat nay va cac quyeén,
chinh sach uu tién theo quy dinh khac
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cua phap luat co lién quan;

b) T6 chtic, ca nhan kinh doanh chud b) AFAE =L 3= whA| 2 7ol o] %
déng, tu chiu trach nhiém t6 chtc thuc A3 FAS A= o0 2 o]ghstar HH o
hién quy dinh tai khoan 3 Digu nay; 2 S Ht.

¢) Khi ngudi tiéu dung dé bi tén thuong c) F ijiﬂ 2} 7} AFAl o] F ek A ] #}o] 3L
c6 yéu cau duge bao vé kém theo chiing 21 A7 A H A5 E dFehe 5
cd, tai lieu chitng minh minh 13 ngusi tiéu A 2 g s AEsHH ;‘J g HTE QAT
dung d& bi tén thuong va vé viéc quyeén AL AAEdES 5= A 9 Aol e o]
1gi ctia minh bi xaAm pham, t& chtc, ca QAHS Ao T A4 L A st Art
nhan kinh doanh phai wu tién ti€p nhan, ol 74 | & 4“{‘7} N+ o-rE A &) 5)aL
xU 1y va khong chuyén yéu ciu cia ngudi = 2Rt e] 84S AdA o Al s A st
tiéu dung cho bén tht ba giai quyét, trit i Agsto] = 0}14 Hr}

truong hgp bén th ba do c¢6 nghia vy lién

quan.

Truong hop tii chdi giai quyét yéu cau Fekan|zte] dld 84S AFshE BT,
clia ngudi tiéu dung dé bi tén thuong, t6 ANAEES st EA 2 Nl WA A
chtic, c4 nhan kinh doanh phai tra 1oi of o] Z A3 whe} FxE 4 g2
bidng vin ban, trong do néu ro cin cl o] BYE A|sle] Ao 3]s
phap 1y va sy khéng pht hgp v6i noi dung of sk},

chinh sich d3 cong bd theo quy dinh tai
khoan 3 biéu nay;

d) T6 chitc, ca nhan kinh doanh phai bbi d) AFF &S 3k A 9 A1 o] g
thuong thiét hai theo quy dinh ctia phap Alce Aol & AH|R}e] 8 A&
luat ve dan sy cho ngudi tiéu ding dé bi A AA A} A8 = 7%—‘?—0}‘: 75
tén thuong trong truong hgp cham, tu = A 2 Ay E AFSE E$ WAL
ch6i du tién hoidc tif chéi tiép nhan, xit Iy st HE ol whel 3 eFan]|zbol Al &
yéu cau clia ngudi tiéu dung theo quy vl S sfofof sttt

dinh tai diém c khoan nay;

CONY I

Lk

d) Co quan quan 1y nha nudc vée bao vé d) ¥z A o E 995t 77
quyen lgi ngudi tiéu ding, t6 chic chinh 713, APS A X GA] DAL A = S kA
tri — x4 hoi, t6 chitic xa hoi bado dam uu HizLe]l @ ¢S -4 Ao 2 A star, F
tién ti€p nhan, x 1y yéu cau ctia ngudi kA H| A7) ARAl o] A 7F Z e EH =
tiéu ding dé bi tén thuong va huéng dan TAY AEE AEstEF hy st

ngudi tiéu dung dé bi tén thuong cung
cdp cac ching cw, tai liéu vé viéc quyeén
1g1 ctia minh bi xa4m pham;

e) Co quan quan 1y nha nudc vée bao vé e) AH|AF AE HEE gt =7 3y
quyen 1¢i ngudi tiéu dung, t6 chiic chinh 713, A3 A XA 2 AR Al = 9] Z:
tri — x4 hoi, t6 chtic xa hoi co6 trach |38k -4 o] JJrXq Oﬂ A HE 74
nhiém huéng dan, kiém tra, giam sat, xi Halol| whe} At &5 S 3 oA _7631
1y vi pham d6i véi t6 chic, ca nhan kinh o 3t X =, HAAF ¥ Z.}Ec, S 3l YukAL
doanh trong qué trinh t6 chiic thuc hién S A A H.

trach nhiém quy dinh tai khoan 3 Diéu
nay phu hgp v6i thdm quyén theo quy
dinh ctna phap luat.

3. Khi giao dich v6i ngudi tiéu dung dé bi 3. =

tén thuong, t6 chtc, ca nhan kinh doanh c6 = A 9 e g 7 s IS H
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KLY sauumps

trach nhiém sau day:
a) Bao dam viéc thyc hién quyén cia
ngudi tiéu ding dé bi tén thuong trong
qud trinh mua ban san phdm, hang hoa,
cung cap dich vu theo quy dinh cua phap
luat;
b) Ap dung co ché& giai quyét khiéu nai,
tranh chédp theo quy dinh cua phép luat
pht hgp véi tiing d61 tugng ngudi tiéu
diing dé bi t6n thuong;
¢) Khong duge tii choi gidi quyét yéu cau
dugc bao vé cuia ngudi tiéu dung dé bi ton
thuong quy dinh tai diém c khoan 2 biéu
nay do khac biét veé tiéng noi, chit viét,
phong tuc, tap quéan;
d) Chéng ky thi, phan biét dsi xu, Igi
dung yé&u t8 d& bi tén thuong dé xam
pham quyeén, 1gi ich hgp phap cua ngusi
tiéu dung trong qud trinh thyc hién giao
dich;
d) Xay dyng, ban hanh trinh ty, thu tuc,
phuong thttc hodc bién phap phu hgp vl
tiing ddi tugng ngudi tiéu dung dé bi tén
thuong d€é bao dam quyén khiéu nai, yéu
cau giai quyé&t tranh chdp va cac quyén
khac ctia ngudi tiéu dung dé bi tén
thuong;
e) Xay dyng, cap nhat, cong khai cho
nguoi tiéu dung dé bi tén thuong cic noi
dung quy dinh tai khoan nay theo hinh
thiic niém yét tai tru s@, dia diém kinh
doanh hodc dang tai trén trang thong tin
dién t, phan mém tng dung (néu cod) va
dao tao, tap huin cho ngudi lao dong cua
minh veé cac ndi dung do.
Trach nhiém quy dinh tai diém nay khong
bit budc ap dung dd6i v6i cd nhan hoat
dong thuong mai doc 1ap, thudng xuyén,
khong phai ding ky kinh doanh; doanh
nghiép nho, siéu nho theo quy dinh cua
phap luat, tri trusng hgp doanh nghiép
d6 thyc hién giao dich quy dinh tai
Chuong III cua Luat nay;
g) Trach nhiém khac theo quy dinh cua
Luat nay va quy dinh khac ctua phap luat
co lién quan.

bieu 9. Bao vé quyeén 1gi ngudi tiéu ding

a) & gl wet AE, %S wialet
3§98 AFatE FA A FHeFAan R}
o] #g] PALE BAsoh

b) W& Al whel FoFAn|x} 22l A
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trong giao dich v6i cd nhan hoat dong thiong
mai doc 1ap, thudng xuyén, khong phai ding
ky kinh doanh
1. C4 nhan hoat dong thuong mai doc lap,
thuong xuyén, khong phai diang k¥ kinh
doanh theo quy dinh ctia Luat nay chi phai
thyc hién cac trach nhiém sau day:
a) Bao dam an toan, do ludng, s6 lugng,
khoi lugng, chat lugng, cong dung cuia san
phdm, hang hoéa, dich vu ma minh ban,
cung cap cho ngudi tiéu dung;
b) Khong dugc ban, cung cdp cho ngudi
tiéu dung cac loal san phdm, hang hoa,
dich vu trai phap luat, trai véi thuan
phong m¥ tuc va dao diic xa hoi;
¢) Cung cép chinh xac, day da thong tin
vé san phdm, hang hoa, dich vy ma minh
ban, cung cdp cho ngudi tiéu dung;
d) D61 hang hoa cho ngudi tiéu dung hoic
tra lai tién va nhan lai hang hoa tit ngusi
tiéu dung trong trudng hgp hang hoa do
minh ban, cung c4dp khéng bao dam an
toan, do luong, sd lugng, khoi lugng, chat
lugng, cong dung nhu thong tin ma minh
cung cap;
d) Chép hanh quyét dinh thu hoi san
phdm, hang hoéa trong trudng hgp san
phdm, hang héa do minh ban, cung cédp
thudc dién phai thu hoi; chiu chi phi dé
tiéu huy san phdm, hang hoa trong truong
hgp san phdm, hang hoéa phai tiéu huy
theo quyé&t dinh cluia c¢d quan c6 thdm
quyeén;
e) Trach nhiém khac theo quy dinh cua
Chinh phu.
2. Cén ¢t vao quy dinh ctua Luat nay va quy
dinh khéc cua phép luat cé lién quan, Chinh
phu quy dinh chi tiét viéc bdo vé quyeén 1gi
ngudi tiéu ding trong giao dich vGi ca nhan
hoat dong thuong mai doc lap, thudng xuyén,
khong phai ding ky kinh doanh.
3. Can ct vao quy dinh cua Luat nay, quy
dinh cna Chinh phu va diéu kién cu thé cua
dia phuong, Uy ban nhan dan cdp xi, ban
quan ly chg, khu thuong mai trién khai thiyc
hién cac bién phap cu thé dé bao dam an
toan, do ludng, s6 lugng, khoi lugng, chat
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lugng cua san phdm, hang hoéa, dich vu va

bao vé quyen, 1oi ich hgp phap khac cho

ngudi tiéu dung khi mua, st dung san phdm,

hang hoéa, dich vu cua ca nhan hoat dong

thuong mai doc lap, thuong xuyén, khong

phai didng ky kinh doanh.

Pigu 10. C4c hanh vi bj nghiém cdm trong

bao vé quyeén lgi ngudi tiéu diung

1. T8 chtic, ca nhan kinh doanh bi nghiém

cdm thyc hién céc hanh vi sau day:
a) Liia d6i hodc gy nham 14n cho ngudi
tiéu dung théng qua viéc cung c4dp thong
tin sai léch, khong day du, khong chinh
x4c ve mot trong cac noi dung sau day:
san phdm, hang hoa, dich vy ma té chtc,
ca nhan kinh doanh ban, cung cép; uy tin,
kha nang kinh doanh, kha ning cung cidp
san phdm, hang hoa, dich vu cta té chiic,
ca nhan kinh doanh; noi dung, dic diém
giao dich giffa ngudi tiéu dung véi t6
chtic, ca nhan kinh doanh; hinh anh, gidy
tg, tai liéu ching nhan cta co quan nha
nudc c6 thdm quyeén vé sian phdm, hang
hoéa, dich vu hodc t8 chiic, ca nhan kinh
doanh;
b) Qudy r6i nguoi tiéu dung thong qua
hanh vi ti€p xuc tryc ti€p hodc gian ti€p
trai v61 ¥ mudn cta ngudi tiéu dung dé
g161 thiéu ve san phdm, hang hoa, dich
vy, t6 chiic, ca nhin kinh doanh, dé nghi
giao k&t hgp dong hoic c6 hanh vi khac
giy can trd cong viéc, sinh hoat binh
thudng cia ngudi tiéu dung;
¢) Ep buoc ngusi tiéu diing mua san
phdm, hang hoéa, dich vy trai v6i ¥ mudn
clia ngudi tiéu dung thong qua viéc thyc
hién hanh vi dung vi lyc, de doa dung vii
Iyc hodc hanh vi khac co6 tinh chét tuong
tu;
d) Ep budc ngudi tiéu ding thanh toan
cho san phdm, hang hoa, dich vu d3 cung
cdp ma khong co6 thoa thuan trude véi
ngudi tiéu diung;
d) Khong deén bu, tra lai tien hodc déi lai
san phdm, hang hoéa, dich vu cho ngusi
tiéu ding do nham 1an cua t8 chic, ca
nhan kinh doanh;
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2. T8 chic, ca nhan ban hang da cép bi
nghiém cdm thyc hién cac hanh vi sau day:

e) Khong deén bu, tra lai tién hodc d6i lai
san phdm, hang hoéa, dich vu cho ngusi
tiéu ding do san phdm, hang hoa, dich vu
khong dung v6i ddng ky, thong béo, cong
bd, niém yé&t, quang cao, gidi thiéu, giao
ké&t, cam ké&t cua t6 chic, ca nhan kinh
doanh;

g) Danh trdo, gian 1an san phdm, hang
hoéa, dich vu khi giao hang, cung cédp dich
vu cho ngudi tiéu dung;

h) Khong thong bao trise, khong cong
khai cho ngudi tiéu dung viéc tai trg cho
nguoi c6 anh hudng dudi moi hinh thitic dé
st dung hinh anh, 161 khuyén, khuyén
nghi ctia ngudi nay nham xtc tién thuong
mail hodc khuyé&n khich ngusi tiéu dung
mua, st dung san phdm, hang hoa, dich
VU,

1) Ngan can ngudi tiéu dung kiém tra ve
san phdm, hang hoa, dich vy, trif trudng
hgp phap luat c6 quy dinh khac;

k) Yéu cau ngudi tiéu dung phai mua
thém san phidm, hang hoa, dich vy nhu 1a
dieu kién bit budc dé giao k&t hgp dong
trai v6i ¥ mudfn cda ngudi tiéu dung;

1) Quy dinh dieu khoan khong dugc phép
tal Dieu 25 cua Luat nay trong hgp dong
giao k&t vGi ngudi tiéu dung, hgp dong
theo mau, diéu kién giao dich chung;

m) Thu thap, lvu trit, st dung, chinh stia,
cap nhat, huy bo thong tin ctia ngudi tiéu
dung trai quy dinh ctia phap luat.

a) Yéu cau ngudi khac phai dit coc, nop
mot khoan tién hoic mua mot sd lugng
hang héa nhat dinh d€ tham gia ban hang
da cép;

b) Cung cdp thong tin gian d6i, gdy nham
1an cho ngudi tiéu dung, ci nhan tham gia
ban hang da cép;

¢) Kinh doanh theo phuong thtic da cdp
khong c6 gifdy chiing nhan ding k¥ hoat
dong ban hang da cdp; t6 chic hoat dong
gi61 thiéu veé hoat dong kinh doanh theo
phuong thtic da cdp khong c6 gidy chiing
nhan ding ky hoat dong ban hang da cép;
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d) Kinh doanh theo phuong thiic da cap
d6i1 voi dich vy hodc hinh thiic khac
khong phai 14 mua ban hang hoa, tru
truong hgp phap luat co quy dinh khéac;
d) Phat trién mang lu6i ban hang da cép
khong dya trén giao dich mua ban hang
hoa;
e) Thyc hién hanh vi quy dinh tai khoan
1 Dieu nay.

3. T8 chtiic, ca nhan kinh doanh thiét lap,

van hanh, cung cdp dich vy nén tang so bi

nghiém cdm thiyc hién cic hanh vi sau day:
a) Ep budc hoic ngin can ngudi tiéu ding
dang ky st dung hodc st dung nén tang
s@ trung gian khac nhu la dieu kién bit
budc dé st dung dich vuy;
b) Han ché& quyeén lia chon ctia ngudi tiéu
dung thong qua viéc sdp x€p uu tién lya
chon san phdm, hang hoa, dich vu gitta
cac t6 chiic, cid nhan kinh doanh cung cdp
trén nén tang s6 ma khong cong khai tiéu
chi lyga chon;
c) St dung bién phap ngin hién thi hoidc
hién thi khong trung thyc két qua phan
hoi, danh gia cua ngudi tiéu dung vé san
phdm, hang hoéa, dich vy, t6 chiic, ca nhan
kinh doanh trén nén tang sg, trit trudng
hgp phan hoi, danh gia d6 vi pham quy
dinh cna phap luat, trai dao dtic x3 hoi;
d) St dung bién phap ngin can ding ky,
hoat dong, danh gia, hién thi phan hdi cua
td chiic xa hoi tham gia bao vé quyeén Igi
nguoi tiéu dung;
d) Ngin can ngudi tiéu dung gd bo phan
meém, tng dung cai dit sdn ma khong anh
hudng dén tinh ndng k¥ thuat cg ban giup
nén tang s6 van hanh binh thutng hoic
budc ngudi tiéu dung cai dit phan meém,
ting dung kém theo trén nén tang so;

e) Thiic hién hanh vi quy dinh tai khoan
1 Diéu nay.
4. T6 chic, cd nhan bi nghiém cdm g1 dung
viéc bao vé quyeén Igi ngudi tiéu dung dé
xam pham 1¢i ich ctia Nha nuéc, quyeén, 1gi
ich hgp phép ctia td chiic, cad nhan khéc.
5. Chinh pht quy dinh chi ti&t khoan 2 Digu
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nay.

Pigu 11. Yéu ciu cd quan nha nudc x 1y vi
pham phép luat cé lién quan d&n quyeén 1gi
ngudi tiéu ding

1. Truong hgp phat hién hanh vi vi pham
phap luat veé bao vé quyeén 1gi ngudi tiéu
dung va quy dinh khac cua phép luat veé
quyeén 1gi ngusl tiéu dung, ngudl tiéu dung,
td chtc, cd nhan co6 lién quan c6 quyeén yéu
cau tryc ti€p hodc bing van ban dén co quan
nha nuéc c6 thdm quyeén dé duge xit 1y theo
quy dinh ctia phép luat.

2. Co quan nha nuéc c¢6 thdm quyeén co6 trach
nhiém ti€p nhan va gidl quyé&t yéu cau cua
nguoi tiéu dung, td chic, ca nhan c6 lién
quan theo chttc ndng, nhiém vy, quyeén han
va linh vic duge phan cong.

3. Trudng hgp ¢ quan quan 1y nha nugc veé
bao vé quyeén lgi ngudi tiéu dung nhan duge
yéu cau quy dinh tai khoan 1 Diéu nay thudc
linh vic quan 1y ctia ¢6 quan nha nu6c khac
thi co trach nhiém chuyén yéu cau dén co
quan d6 va thong bao cho ngudi tiéu dung, t6
chtic, ca nhan c6 lién quan biét.

4. Nguoi tiéu dung, t8 chiic, ca nhan co6 lién
quan c6 trach nhiém cung cdp thong tin,
bang chiing vé hanh vi vi pham phép luat cua
t6 chiic, ca nhan kinh doanh.
bieu 12. Hgp tac qudc t€ trong bao vé quyeén
1gi ngudi tiéu dung

1. Hop tac qudc t€ trong bao vé quyeén Igi
nguol tiéu dung dugce thyc hién trén nguyén
tdc ton trong doc lap, chu quyeén, toan ven
lanh thé qudc gia, khong can thiép vao cong
viéc nd1 bo cua nhau, binh ddng va cung cb
1g1, pht hgp v6i Hién phdp, phap luat cua
Viét Nam va diéu u6c qudc t€ ma nudc Cong
hoa x4 hoi chu nghia Viét Nam la thanh
vién.

2. Truong hop nudc Cong hoa x3 hoi chu
nghia Viét Nam chua phai 1a thanh vién cua
diéu u6c qudc t€ co lién quan thi viéc hgp
tadc qudc t€ trong bdo vé quyén lgi ngudi tiéu
ding duge thyc hién theo nguyén tic c6 di
c6 lai nhung khong duge trai vl Hién phap,
phap luat cua Viét Nam va phu hgp v6i phap
luat, tap quan qudc té.
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3. Pham vi hgp tac qudc t& trong bao vé
quyén lgi ngudi tiéu dung bao gdbm tham véan,
trao d61 thong tin, tai liéu, ti€p nhan va giai
quyé&t tranh chép, x Iy hanh vi vi pham
quyeén lgi ngudi tiéu dung hoic hoat dong
hgp tac qudc t& phiu hgp khac theo quy dinh
ctia phap luat Viét Nam va diéu udc quic té&
ma nudc Cong hoa x4 hoi chi nghia Viét
Nam 1a thanh vién.
bigu 13. Ngay Quyeén ctia ngudi tiéu dung
Viét Nam

1. Ngay 15 thang 3 hing ndam la Ngay
Quyeén cua ngudi tiéu dung Viét Nam.

2. Chinh phtu quy dinh viéc t6 chitic thyc hién
cac hoat dong hudng ting Ngay Quyeén cia
ngudi tiéu dung Viét Nam.

Chuong II TRACH NHIEM CUA TO CHUTC,
CA NHAN KINH DOANH b6I VOI NGUCGI
TIEU DUNG

bietu 14. Bao dam an toan, do lidng, sd
lugng, khoi lugng, chit lugng, cong dung san
phdm, hang hoéa, dich vy ban, cung cdp cho
ngudi tiéu ding
1. T8 chtic, ca nhan kinh doanh phai béo
dam an toan, do luong, sd lugng, khoi lugng,
chit lugng, cong dung san phdm, hang hoa,
dich vy ban, cung cdp cho ngud: tiéu dung
theo dung noi dung da dang ky, thong béo,
cbng bd, niém yé&t, quang cao, gidi thiéu,
giao két, cam két hoidc theo quy dinh cua
phéap luat.
2. T8 chtic, ca nhan kinh doanh phai canh
bao san phdm, hang hoa, dich vu c6 kha ning
giy mdt an toan, anh hudéng x4u dén tinh
mang, stic khoe, tal san ctia ngudi tiéu ding
va thong bao veé cac bién phap phong ngtlia
theo quy dinh cua phap luat.
bieu 15. Bao vé thong tin cia ngudi tiéu
diing
1. T8 chtic, ca nhan kinh doanh ty minh
hodc Uy quyeén, thué bén th ba thyc hién
viéc thu thap, lvu tr@t, sit dung, chinh sia,
cap nhat, huy b6 thdng tin cta ngudi tiéu
ding phai bao dam an toan, an ninh théng tin
ctia ngudi tiéu dung theo quy dinh cua Luat
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nay va quy dinh khac cua phap luat c6 lién
quan.
2. Truong hgp t6 chiic, ca nhan kinh doanh
iy quyén hodc thué bén th@ ba thyc hién
viéc thu thap, luu tr@¥, st dung, chinh siia,
cap nhat, huy bo théng tin cta ngudi tiéu
dung thi phai dugc sy dong ¥ cuia ngudi tiéu
dung.
Viéc uy quyeén hoic thué bén th ba phai
duge thyc hién bing van ban, trong d6 quy
dinh ro pham vi, trach nhiém cta méi bén
trong viéc bdo vé thong tin ctia ngudi tiéu
dung theo quy dinh cta Luat nay va quy
dinh khéc cua phép luat c6 lién quan.
3. Truong hgp ngudi tiéu diung thyc hién
giao dich thong qua bén thit ba thi bén th@
ba c¢6 trach nhiém bao vé thong tin cta
ngudi tiéu dung theo quy dinh ctia Luat nay
va quy dinh khac cua phap luat c6 lién quan.
bigu 16. Xay dyng quy tic bao vé thong tin
clia ngudi tiéu diung
1. Tri truong hgp phap luat co6 quy dinh
khac, t6 chitc, ci nhin kinh doanh thu théap,
lvu trit, st dung thdng tin cta ngudi tiéu
dung phai xay diyng quy tdc bdo vé thong tin
4p dung chung cho ngudi tiéu dung v8i cac
nodi dung sau day:
a) Muc dich thu thap thong tin;
b) Pham vi st dung thong tin;
c) Thoi han luu trif thong tin;
d) Bién phap bao vé thong tin, bdo dam
an toan théng tin cta ngudi tiéu dung.
2. No1 dung quy dinh tai khoan 1 Diéu nay
phai dugc t8 chiic, ca nhan kinh doanh cdng
khai theo hinh thtc niém yét ¢ vi tri d& nhin
thédy tai tru s@, dia diém kinh doanh va ding
tal trén trang thong tin dién t®, phin mém
ting dung (néu co), tao dieu kién dé€ ngusi
tiéu dung ti€ép can tridc hodc tai thdi diém
thu thap théng tin.
bieu 17. Thong bao khi thu thap, st dung
thong tin ciia ngudi tiéu ding
1. T8 chtic, cd nhan kinh doanh phéai théng
bao ro rang, cong khai, biang hinh thic phu
hgp v61 ngudi tiéu dung vé muc dich, pham
vi thu thap, st dung thong tin, thdi han luu
tri thong tin cta ngudi tiéu dung trude khi
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thyc hién va phai duge ngudi tiéu dung dong
¥, trit truong hop quy dinh tai khoan 3 biéu
nay.
2. T8 chtic, ca nhan kinh doanh phai thi&t
lap phuong thiic ro rang d€ ngudi tiéu dung
liga chon pham vi thong tin dong ¥ cung cdp
va bay to sy dong ¥ hodc khong dong y, trid
truong hgp quy dinh tai khoan 3 Diéu nay,
diém b va diém c khoan 3 Diéu 18 cua Luat
nay.
3. T8 chiic, ca nhan kinh doanh khong phai
thyc hién nghia vu quy dinh tai khoan 1 Diéu
nay trong trudng hgp thu thap thong tin da
duge nguoi tiéu dung cong khai hoic triong
hgp khac theo quy dinh ctia phap luat.
bieu 18. Sit dung thong tin ciia ngudi tiéu
diing
1. Trudce khi t6 chiic, ca nhan kinh doanh
thay d6i muc dich, pham vi st dung thong
tin da thong bao cho ngudi tiéu dung thi phai
thong bdo lai va duge ngudi tiéu dung dong ¥
ve viéc thay déi.
2. Viéc st dyng thong tin cua ngudi tiéu
dung quy dinh trong Luat nay bao gdm ca
viéc chia sé, tiét 10 va chuyén giao thong tin
clia ngudi tiéu dung cho bén thit ba.
3. T chiic, cd nhan kinh doanh phai st dung
thong tin cta ngudi tiéu dang chinh x4c, phu
hop v61 muc dich, pham vi da thong bédo va
phai dugc ngudi tiéu dung dong ¥, trit cac
truong hgp sau day:
a) Co thoa thuan riéng v6i ngudi tiéu
dung vé muc dich, pham vi st dung ngoai
nhttng muc dich, pham vi d3 thong béo;
b) D& ban, cung cdp san phdm, hang hoa,
dich vy theo yéu cau cua ngudi tiéu ding
va chi trong pham vi thong tin do ngudi
tiéu dung da dong v,
c) Dé thyc hién nghia vy theo quy dinh
ctua phéap luat.
4. T6 chic, cd nhan kinh doanh thu thap, st
dung thong tin cuia ngudi tiéu dung phai co
c0 ché& dé nguoi tiéu dung lga chon viéc cho
phép hodc khong cho phép thiyc hién cac
hanh vi sau day:
a) Chia sé, tiét 1o, chuyén giao thong tin
cho bén tht ba, trit triuong hop td chiic,
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ca nhan kinh doanh chuyén giao thong tin
da dugce thu thap phu hgp quy dinh cua
Luat nay va quy dinh khac ctua phap luat
c6 lién quan cho bén th@ ba luvu trit hoic
phan tich phuc vu hoat dong kinh doanh
cta bén chuyén giao va hai bén di co
thoa thuan bing van ban vé viéc bén thid
ba c6 trach nhiém bao vé thong tin ngudi
tiéu dung theo quy dinh tai Luat nay;
b) Stt dung thong tin ctia ngudi tiéu dung
dé quang cdo, gi6i thiéu san phdm, hang
hoa, dich vy va hoat dong c6 tinh chit
thuong mai khéc.
bigu 19. Bao dam an toan, an ninh thong tin
ctia ngudi tiéu dung
1. T6 chtic, ca nhan kinh doanh phai bao
dam an toan, an ninh thong tin ctia ngudi
tiéu dung ma ho thu thap, luu trit, st dung
va cO bién phap ngidn ngita cac hanh vi sau
day:
a) Danh cip hoic ti€p can thong tin trai
phép;
b) St dung thong tin trai phép;
¢) Chinh sta, cap nhat, huy bé thong tin
trai phép.
2. T6 chiic, ca nhan kinh doanh phéi ti€p
nhan va gidl quyé&t phan anh, yéu cau, khiéu
nai cuia ngudi tiéu dung lién quan dén viéc
thong tin bi thu thap trai phép, st dung sai
muc dich, pham vi da thong béo.
3. Trong trudng hgp hé thdng thong tin bi
tdn cong lam phat sinh nguy c¢d méat an toan,
an ninh thong tin cia ngudi tiéu dung, té
chtic, ca nhan kinh doanh hodc bén luu tri
thong tin lién quan phai thong bao cho co
quan quan ly nha nudc c6 thdm quyeén trong
thoi han 24 gio k& tit thoi diém phat hién hé
théng thong tin bi tdn cong va thiyc hién cac
bién phép can thi€t dé bao dam an toan, an
ninh théng tin cuia ngudi tiéu dung theo quy
dinh cua phap luat vé an ninh mang, an toan
thong tin mang, giao dich dién t® va quy
dinh khéc cua phép luat cé lién quan.
bieu 20. Kiém tra, chinh stta, cap nhat, huy
b6, chuyé&n giao, ngiing chuyén giao thong tin
clia ngudi tiéu diing
1. Ngudi tiéu dung c6 quyeén yéu cau td
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chtic, ca nhan kinh doanh thyc hién viéc
kiém tra, chinh sa, cap nhat, huy bo,
chuyén giao hoic ngting chuyén giao thong
tin ctia minh cho bén thi¢ ba.
2. T8 chtic, ca nhan kinh doanh c6 trach
nhiém thiyc hién yéu cau cua ngudi tiéu ding
theo quy dinh tai khoan 1 Diéu nay hodic
cung cdp cho ngudi tiéu dung cong cy, thong
tin dé& ty thyc hién theo quy dinh cta phap
luat.
3. T8 chiic, c4d nhan kinh doanh phai huy bo
thong tin ctia ngudi tiéu dung khi hét thoi
han lvu trit theo quy dinh tai diém ¢ khoan 1
bieu 16 cua Luat nay hoic quy dinh khac
clia phap luat co lién quan.
bigu 21. Cung cédp thong tin vé san phdm,
hang héa, dich vy, hgp dong theo miu, dieu
kién giao dich chung cho ngudi tiéu dung
T6 chiic, ca nhan kinh doanh c6 trach nhiém
sau day:
1. Cung cép thong tin chinh xac, day du ve
cac ndi dung sau day:
a) San phdm, hang hoa, dich vy, bao gbom:
do luong, s6 lugng, khoi lugng, chat
lugng, cong dung, gid, xudt x& hang hoa,
thoi han st dung, phi, chi phi, phuong
thic, thoi han giao hang, phuong thiic van
chuyén, thanh todn;
b) T& chiic, ca nhan kinh doanh;

¢) Nhan xét, danh gia cuia ngudi tiéu
dung vé san phdm, hang hoéa, dich vy, t6
chtic, ca nhan kinh doanh (néu c6);
2. Thyc hién ghi nhan hang hoa bao dam
trung thuyc, ro rang, chinh xac, phan anh
dung ban chit cua hang hoa theo quy dinh
cua phéap luat;
3. Niém yét gia theo quy dinh cta phap luat
ve gid;
4. Cung cdp thong tin vé kha nang cung @ng
linh kién, phu kién thay thé cua san phém,
hang hoéa;
5. Cung cdp huéng dan st dung; chinh sach
bao hanh theo quy dinh tai Dieu 30 cua Luat
nay trong trudng hgp san phim, hang hoa,
dich vu c6 béao hanh;
6. Minh bach thong tin vé thanh phan, chic
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nang, 1¢gi ich khac biét d6i v6i san phdm,
hang hda duge san xuét, dich vu duge cung
cdp danh riéng cho tiing gi6i tinh;
7. Thong bao chinh xac, day du cho ngudi
tiéu dung vé hgp dong theo mau, diéu kién
giao dich chung trudce khi giao dich.
bieu 22. Trach nhiém ctia bén tht ba trong
viéc cung cdp thong tin vé san phdm, hang
hoa, dich vy cho ngudi tiéu dung
1. Truong hgp t6 chiic, ca nhan kinh doanh
cung cap thong tin vé san phdm, hang hoa,
dich vu cho ngudi tiéu dung thong qua bén
th ba thi bén tht ba c6 trach nhiém sau
day:
a) Bao dam cung cép thong tin chinh xéc,
day dua veé san phdm, hang hoa, dich vu do
t6 chtic, ca nhan kinh doanh cung cip va
chuong trinh danh gia, x€p hang lién quan
(néu co);
b) Yéu cau t6 chtic, c4 nhan kinh doanh
cung cdp thong tin, tai liéu, phuong tién
dé chiing minh tinh chinh xac, day du cua
thong tin vé san phdm, hang hoa, dich vu;
¢) Chiju trach nhiém lién d6i vé viéc cung
cdp thong tin khdong chinh xac hodc khong
day dua vé san phdm, hang hoa, dich vy,
trit truong hgp chiing minh da thyc hién
tdt ca bién phap theo quy dinh cta phap
luat dé kiém tra tinh chinh xac, day du
cua thong tin vé san phdm, hang hoa,
dich vu;
d) Thuyc hién quy dinh khac cda phap luat
co lién quan.
2. Truong hop t6 chiic, ca nhan kinh doanh
cung cap thong tin vé san phim, hang hoa,
dich vu cho ngudi tiéu dung thong qua
phuong tién truyén thong thi chu phuong
tién truyeén thong, nha cung cédp dich vu
truyeén thong c6 trach nhiém sau day:
a) Thuyc hién quy dinh tai khoan 1 Dieu
nay,
b) Xay dyng, phat trién, thyc hién giai
phép k¥ thuat ngdn chin viéc phuong
tién, dich vy do minh quéan 1y bi st dung
vao muc dich quiy réi ngudi tiéu dung;
c) Tt chdi cho t6 chiic, ca nhan kinh
doanh st dung phuong tién, dich vu do
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Q) =i @A KLIS sanmss
minh quan 1y d& qudy réi nguoi tiéu dung; « WA 2 &9 S AMgsteE AS AR
=
d) Ngiing cho t6 chiic, c4 nhan kinh d) #E =71 713 8ol upe} A H S s
doanh st dung phuong tién, dich vu do S 3t ©A 2 Ullo] Anjxte] ks
minh quan 1y dé thuc hién hanh vi quiy of71& LA o=m zpalo] Fe| sk wiA 2
réi nguydi tiéu dung theo yéu ciau cta co LA & AFESE A S SAAIHL
quan nha nuéc c6 thdm quyen.
3. Trudng hgp t6 chiic, ca nhan kinh doanh 3.AMEEE S 8 oA 2 sfQle] dEF
cung c4p thong tin vé san phdm, hang hoa, 5 Folo] A, B Y &9 gk R
dich vu thong qua ngudi c6 anh huéng thi & AFsts A, ld dEFAN= v 7
ngudi c6 anh hudng co trach nhiem sau day: | o #JS #c},
a) Thuyc hién quy dinh tai khoan 1 Dieu a) o] & Al1ge] A4S =3
nay,
b) Thong bao trude cho ngudi tiéu dung b) AE, =F 2 &9 g HEE A
ve viec minh duge tai trg dé cung cdp st7] Y3lA = AFalo] L& W=Tthe AL
thong tin ve san phdm, hang hoa, dich vu. NS A APl Al AR FA] gk
bigu 23. Hgp ddng giao k&t véi ngddi tieu A23% Av|A e} A A A%, EFA %A
diing, hgp ddng theo miu, ditu kién giao dich | 2 dwtA# %4
chung
1. Hinh thtic hgp dong giao két vai ngudsi 1. &vjrpefe] A4 Ak, FAFA 2 o
tiéu dung, hgp dong theo miu, dieu kién giao | WFAE 2709 A& WAle] #Ast HE 2 1
dich chung dugc thyc hién theo quy dinh cua | e 3¢ WHE o] &}
phap luat vée dan sy va quy dinh khac cua
phéap luat co6 lién quan.
2. Ngon ngit, hinh thiic cia hgp dbng giao 2. 2n| At} Ao 2 ZHA S A A AkA, &
ké&t v6i ngudi tiéu ding, hgp dong theo mau, | A 2 WA 21 dojof F2lo
dieu kién giao dich chung trong tridng hgp g e3tar o] sstr] | A EH ] ofof st

bing van ban phai dugc thé hién ro rang, dé
hiéu.
Ngon ngit stt dung trong hgp dong giao két
v@i ngudi tiéu dung, hgp dong theo mau,
dieu kién giao dich chung la tiéng Viét.
Cac bén c6 thé thoa thuan st dung thém
ti€ng dan toc khac cua Viéet Nam hodc tiéng
nuéc ngoal.
Trong trudng hgp co sy khac biét gitta ban
ti€ng Viét v6i ban tiéng dan toc khac cua
Viet Nam hoic ban tiéng nudc ngoai, ban co
1g1 hon cho ngudi tiéu dung duge vu tién ap
dung.
3. Hop dbng theo miu phéi c6 cac ndi dung
c0 ban sau day:
a) Thong tin cta cac bén trong hgp dong
bao gdm: tén, dia chi, sd dién thoai,
phuong thtc lién hé khac (néu co);
b) Thong tin vé san phdm, hang hoa, dich
vu duge ban, cung cdp theo hgp dong;
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Q) =i @A KLIS sanmss
¢) Do luong, sd lugng, khai lugng, chat c) I, AlFEHE AE, 2F 2 99 A
lugng, cong dung, gia cia san phdm, hang T S 4, 88 7 AE B
hoa, dich vu duge ban, cung cép, cac & % 8§99 HF M4 S A A8
thanh phan c4u thanh gia cudi cling cua 2(CE, EF 2 899 71E S I
san phdm, hang hoa, dich vu néu phap SIS WyAle HE o] e H9)
luat c6 quy dinh phai cong khai cdu thanh
g1a cua san phdm, hang hoéa, dich vuy;

d) Phuong thiic, thsi han thanh toan; d) A& g 2 7|7

d) Thai gian, dia diém, phuong thic ban, d) E, B 2 &9 dvsta AlEs)
cung cdp san phdm, hang hoa, dich vy; = Al a2 R

e) Quyeén va nghia vu ctia cac bén bao e) ol | E e AH HE fAS T=F
dam tuan tha quy dinh cta Luat nay va sl7] 91k GALARe] A2 ef o

quy dinh khac cua phap luat co lién quan;

g) Trach nhiém bao vé thong tin ctia g) 2 AAEE HEE A

nguoi tiéu dung;

h) Truong hgp chdm dit thyc hién hgp h) AleFS Al 45 2 Aok siA =
dong va trach nhiém phat sinh do chdm olsfo] WA Eh= A 9l

dt thigc hién hgp dong;

i) Truong hgp bat kha khang theo quy i) HE FA4E 7159 4%

dinh cta phap luat;

k) Phuong thitc gidi quyét tranh chép; k) w434 Wy

1) Thei diém giao két hgp dong, thoi han D Ak A2 A1 = Ak 713E

ctia hgp dong.

4. Ngoai cac nodi dung cd ban quy dinh tai 4. 0] = A3 A WAHE 7] g8 9ol %

khoan 3 Diéu nay, hgp dong theo mau phai TASA = 2 9] A HES TF5kolof

tuan tht quy dinh cta phap luat khac co lién | 3o}

quan.

5. Chinh pht quy dinh chi tiét khoan 2 Dieu 5. AH-= o] & A2ds AAls] A sk

nay.

bitu 24. Giai thich hgp dong giao ké&t vai
ngudi tiéu ding, hgp dong theo miu, digu
kién giao dich chung

Trong truong hgp hiéu khac nhau vé noi
dung hgp dong giao k&t v61 ngudi tiéu dung,
hgp dong theo mau, diéu kién giao dich
chung thi viéc giai thich dugc thyc hién theo
huéng c6 1¢i cho ngudi tiéu dung.
bieu 25. bieu khoan khong duige phép quy
dinh trong hgp ddng giao két v6i ngudi tiéu
dung, hgp dong theo miu, didu kién giao dich
chung

Trong hgp dong giao k&t vG1 ngudi tiéu
dung, hgp dong theo mau, diéu kién giao
dich chung, t6 chiic, c4d nhan kinh doanh
khong duge quy dinh céc dieu khodn sau
day:

1. Han ché, loai trit trach nhiém dugc phap
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luat quy dinh cua t6 chtic, ca nhan kinh
doanh d61 v6i ngudi tiéu dung, trid truong
hgp phap luat lién quan quy dinh trach
nhiém d6 duge han ché, loai tri;

2. Han ché, loai trit quyeén khiéu nai, khai
kién cua ngudi tiéu dung;

3. Cho phép t8 chiic, cd nhan kinh doanh don
phuong thay d6i quy dinh cua hgp dong da
giao ké&t vG1 ngudi tiéu ding;

4. Cho phép t6 chtc, cd nhan kinh doanh don
phuong thay d6i dieu kién giao dich chung
ma khong quy dinh quyeén chdm dtit thuc
hién hgp dong cho ngudi tiéu dung;

5. Cho phép t6 chiic, ca nhan kinh doanh don
phuong x4c dinh ngudi tiéu dung khong thic
hién mot hoic mot so trach nhiém;

6. Cho phép t6 chtic, ca nhan kinh doanh quy
dinh hodc thay dd6i gia tai thoi diém giao san
phdm, hang hoa, cung cédp dich vu, trit
truong hgp phap luat cé6 quy dinh khac;

7. Cho phép t8 chtic, cad nhan kinh doanh
thay d6i1 gia trong qua trinh cung cép dich vu
lién tuc ma khong quy dinh quyén chdm dit
thic hién hgp dong cho ngudi tiéu dung;

8. Cho phép t6 chiic, cd nhan kinh doanh giai
thich hgp dong, diéu kién giao dich chung
trong truong hgp dieu khoan cua hgp dong,
dieu kién giao dich chung dugce hiéu khéac
nhau;

9. Loai tri trach nhiém cuta td chtic, c4 nhan
kinh doanh trong trudng hgp té chitc, ca
nhan kinh doanh ban san phim, hang hoa,
cung cdp dich vu thong qua bén thit ba;

10. B3t budc ngudi tiéu dung phai tuan thu
trach nhiém khi t6 chtic, cd nhan kinh doanh
khong hoan thanh trach nhiém cda minh;

11. Cho phép t6 chtic, cid nhan kinh doanh
chuyén giao trach nhiém cho bén th® ba ma
khong dugc ngudi tiéu dung dong y, trit
truong hgp phép luat c¢6 quy dinh khéc;

12. Quy dinh vé ché tai theo huéng bat 1gi
hon cho ngudi tiéu dung do vi pham hodc
chadm dit thyc hién hgp dong;

13. Cho phép t6 chtic, ca nhan kinh doanh
gia han hgp dong da thoa thuan v6i ngusi
tiéu ding ma khong quy dinh trach nhiém
théong bao trudc hodc khong co cd ché dé
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ngudoi tiéu dung liga chon gia han hay chdm
dtit thyc hién hgp dong;

14. Quy dinh ngudi tiéu dung phai dong ¥
cho t6 chtic, ca nhan kinh doanh thu thap,
liu trit, st dung thdng tin cta ngudi tiéu
dung la dieu kién dé giao k&t hgp dong, dieu
kién giao dich chung, trit trudng hop phap
luat c6 quy dinh khac;

15. Quy dinh trai v6i nguyén tic thién chi
theo quy dinh cua phép luat vé dan sy, dan
dén mit can bing vé quyeén va nghia vy cua
cac bén theo huéng bat 1gi cho ngudi tiéu
dung.
Ditu 26. Thyc hién hgp dong theo miu

1. T8 chtic, c4 nhan kinh doanh phai danh
thoi gian hop 1y dé ngudsi tiéu dung nghién
cttu hgp dong trudge khi giao k&t hgp dong
theo mau.

2. T6 chic, ca nhan kinh doanh phai ldu giit
hgp dong theo miu da giao k&t cho dén khi
hgp dong hé&t hiéu lyc.

Truong hgp hgp dong do ngudi tiéu dung gitt
bi m&t hodc hu hoéng thi trong thdi han 07
ngdy lam viéc ké tit ngdy nhan dugc yéu cau
tit ngudi tiéu dung, té chiic, cd nhan kinh
doanh c¢6 trach nhiém cung cdp ban sao hgp
dong.

3. Hgp dong theo mau phai dugc t6 chiic, ca
nhan kinh doanh céng khai theo hinh thtic
niém yét ¢ vi tri dé nhin thdy tai tru s@, dia
diém kinh doanh va ding tai trén trang
thong tin dién tii, phan mém ttng dung (néu
c6) dé nguoi tiéu dung biét vée noi dung cua
hgp dong trude khi ngudi tiéu dung giao két
hop dong hodc thyc hién hoat dong dit coc,
thanh toan truéc khi hgp dong duge giao két.
bieu 27. Thyc hién diéu kién giao dich chung
1. T6 chtic, cd nhan kinh doanh st dung diéu
kién giao dich chung c6 trach nhiém cong
khai va phai danh thoi gian hgp Iy d€ ngudi
tiéu dung nghién cttu diéu kién giao dich
chung truéce khi giao dich.

2. biéu kién giao dich chung phai quy dinh
ro thoi diém 4p dung va phai dugce t6 chtc,
cé nhan kinh doanh cong khai theo hinh thtic
niém yé&t ¢ vi tri dé& nhin thdy tai tru s¢, dia
diém kinh doanh va ding tai trén trang
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thong tin dién ti, phan mém tng dung (néu
c6) dé nguoi tiéu dung biét ve noi dung cta
dieu kién giao dich chung.

3. Dieu kién giao dich chung chi c6 hiéu lyc
v61 ngudi tiéu dung trong trudng hgp dieu
kién giao dich chung d3 dugc cong khai dé
ngusi tiéu dung biét vée dieu kién do trude
khi giao dich.
bitu 28. Kiém soat hgp ddng theo méiu, digu
kién giao dich chung

1. T6 chtic, cd nhan kinh doanh san ph&m,
hang hoéa, dich vu c6 sd lugng 16n ngudi tiéu
ding mua, st dung thutng xuyén, lién tuc,
c6 tac dong tryc ti€p, lau dai dén ngudi tiéu
dung phai dang ky hgp dong theo miu, dieu
kién giao dich chung v6i cd quan quén ly nha
nudc vé bao vé quyeén Igi ngudi tiéu ding
trude khi st dung dé giao k&t v6i ngudi tiéu
dung.

Cén ct vao dieu kién kinh t&€ — x3 ho1 va
nhu cau bdo vé quyeéen Igi ngudi tiéu dung
trong tting thoi ky, Thu tuong Chinh phu ban
hanh, stta d61 Danh muc san phdm, hang hoa,
dich vy phai dang ky hgp dong theo mau,
dieu kién giao dich chung theo quy dinh tai
bieu nay.

2. Cg quan quan 1y nha nuéc vé bao vé
quyeén lgi ngudi tiéu dung ty minh hodc theo
de nghi ctia ngudi tiéu dung hodc t6 chiic x4
hoi tham gia bao vé quyeén Igi ngudi tiéu
dung trong trudng hgp dugc ngudi tiéu ding
Uy quyén yéu cau td chtic, cid nhan kinh
doanh huiy bo hoic stta d6i hgp dong theo
mau, dieu kién giao dich chung khi phat hién
hgp dong theo mau, diéu kién giao dich
chung vi pham quyeén 1¢i cia ngudi tiéu
dung.

3. Viéc xac dinh hau qua phép ly cua viéc
huy bo, stta d61 hgp dong theo mau, diéu
kién giao dich chung dia xac lap v6i ngudi
tiéu dung trong giao dich cu thé dugce thuyc
hién theo quy dinh cua phap luat vé dan suy.
4. Co quan quan 1y nganh, linh vyc, trong
pham vi nhiém vy, quyén han ctia minh c6
trach nhiém ph6i hgp v6i ¢d quan quan 1y
nha nu6c vé bao vé quyeéen lgi ngudi tiéu
dung trong viéc kiém soat hgp dong theo
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mau, dieu kién giao dich chung theo quy
dinh tai Diéu nay.

5. Chinh phit quy dinh chi tiét Dieu nay. 5. 5= o] =& A8l A g
bieu 29. Cung cdp bing chiing giao dich A29ZF A W AF
1. TG chtic, ca nhan kinh doanh c6 trach 1. A E S ol A 2 1S HE 1A
nhiém cung cdp cho nguydi tiéu ding hoa don, | T+ WA} @ Ao whel Aol I
chiing tit, tai liéu lién quan dén giao dich T, o84 D ARE YA A AT F
theo quy dinh ctia phap luat hoic theo yéu AL Xk
cau cula ngudi tiéu dung.
2. Trudng hgp giao dich trén khong gian 2. AFol ] F-Z1ol A 7% ot A, A E s
mang thi t6 chtc, ca nhan kinh doanh c6 S Sf WA 2 NI o] F A1gel A48 H
trach nhiém tao dieu kién cho ngudi tiéu dre, A R AR A, W], A
diing truy cap, tai, liu trit va in hoa don, A HE T e 21E 24T S
chiing tit, tai liéu theo quy dinh tai khoan 1 2t}
bieu nay.
bigu 30. Bao hanh san phdm, hang héa, linh | A30ZE AE, EF, £F € £&Fd dig B
kién, phy kién >
1. San phdm, hang hoa, linh kién, phuy kién 1.4 B35 2 d R&EE 0 oz} 719
duge bao hanh theo thoa thuan cda cac bén glo] E= WHE A4 e} oo g BHE
hoZc b4t budc bao hanh theo quy dinh cua Hoh
phap luat.
2. Truong hgp san phdm, hang hoa, linh 2.4, %, B 2 FE5F0] BF O
kién, phu kién digc bao hanh, t6 chiic, ca A4 A ES obe oA 2 el o 7t
nhan kinh doanh c6 trach nhiém sau day: 59 Ads )
a) Cong bd cong khai chinh sach bao a) e AHAE I/ o= Hxsie,
hanh.
Chinh sach bao hanh bao gbm céac noi B3 A= A8 A7), 717k, W&, ¥
dung cht y&u sau day: thoi diém, thoi 9, B ol W A AN S5 S obe
han ap dung, ndi dung, pham vi, phuong A 2 le]l HE S WA= AMekat
thttc thiic hién bao hanh va cac truong 22 FQ Y&o] L3ET)

hop loai trit trach nhiém bao hanh cua té
chiic, c4 nhan kinh doanh;

b) Thiic hién chinh xac, day du trach b) Z}N ol AlFete AE, BEE FEE T
nhiém bao hanh san phim, hang hoéa, linh &3 3l B= Hels At A st
kién, phu kién do minh cung cép; Al o] & stty,

¢) Cung cédp cho ngusi tiéu dung vdn ban c) K 7] HE WA HAIgE A | BF
ti€p nhan bao hanh hozc hinh thiic tiép M e LY FEe BEA FAE &
nhan bao hanh tuong duong khac, trong ]7\}01] Al A&k,

do6 ghi ro thot gian thyc hién bao hanh.

Thoi gian thuyc hién bao hanh khong tinh B3S olddste 7| A, BE, -
vao thoi han bao hanh san phdm, hang W REFol BF 7|7 EghE X] of] gt
héa, linh kién, phu kién. =

Trudng hgp t6 chiic, ca nhan kinh doanh ALA &5 S Shs oA 2 sl o] B -
thay thé linh kién, phy kién thi th&i han H3e A A5 g T B HEEY
bao hanh linh kién, phu kién d6 duge tinh HE 717§, FE5EFS wAg A E T
lai ttt thoi diém thay thé linh kién, phu B t}A] 7]k}

kién.
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Truong hgp t6 chtic, ca nhan kinh doanh
d61 san phdm, hang héa méi thi thoi han
bao hanh san phdm, hang hoa d6 dugce
tinh lai t@ thot diém d61 méi san phém,
hang hoa;
d) Cung cédp cho ngudi tiéu dung san
phdm, hang hoa, linh kién, phu kién tuong
ty dé st dung tam thoi hodc c6 hinh thac
gidl quyét phu hgp theo théa thuan gitta
ngusi tiéu dung va td chtic, cd nhan kinh
doanh trong thai gian thyc hién bao hanh;
d) D61 san phdm, hang hoa, linh kién, phu
kién ma6i tuong t¢ hodc thu hdi san phdm,
hang hoa, linh kién, phuy kién va tra lai
tien cho ngudi tiéu dung trong trudng hgp
hé&t thdi gian thyc hién bao hanh ma
khong stta chita dugc hoic khong khic
phuc duge 161 hodc trong trudng hgp da
thic hién bao hanh san phdm, hang hoa,
linh kién, phu kién tt 03 1an tr& 1én trong
thdi han bao hanh ma van khoéng khic
phuc dugc 161;
e) Chiu chi phi stta chita, van chuyén san
phdm, hang hoa, linh kién, phu kién tit noi
@ clia ngudi tiéu dung hodc noi st dung
san phdm, hang hoéa, linh kién, phuy kién
dén noi bao hanh va tit noi bado hanh dén
noi ¢ clia ngudi tiéu dung hoic naoi st
dung san phdm, hang hoéa, linh kién, phu
kién;
g) Chiu trach nhiém veé viéc bao hanh san
phdm, hang hoéa, linh kién, phu kién cho
nguoi tiéu dung ca trong truéng hgp uy
quyén hodc thué t6 chiic, ca nhan khac
thuc hién viéc bao hanh.
bieu 31. Trach nhiém ti€p nhan va giai quyét
phan anh, yéu ciu, khi€u nai ctia ngudi tiéu
diing
1. T8 chtic, ca nhan kinh doanh cé trach
nhiém t6 chtic ti€p nhan va giai quyé&t phan
anh, yéu cau, khi€u nai cua ngudi tiéu dung.
2. T8 chiic, ca nhan kinh doanh cé trach
nhiém thong bdo cho ngudi tiéu dung vé viéc
ti€p nhan phan anh, yéu cau, khi€u nai cta
ngusi tiéu dung trong thdi han 03 ngdy lam
viéc ké tit ngay nhan dugc phan anh, yéu
cau, khi€u nai do.
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3. T6 chtiic, ca nhan san xuit, nhap khiu san
phdm, hang héa hodc tryc ti€p ban, cung cap
san phdm, hang hoa, dich vu cho ngudi tiéu
dung co6 trach nhiém xay dyng, cong khai
quy trinh ti€p nhan va gidi quyé&t phan anh,
yéu cau, khi€u nai ctua ngudi tiéu dung theo
hinh thtc niém yé&t ¢ vi tri dé nhin thdy tai
tru s¢, dia diém kinh doanh va dang tai trén
trang thong tin dién t, phan mém ing dung
(néu co).
Quy dinh tai khoan nay khoéng b3t budc ap
dung ddi v6i ca nhan hoat dong thuong mai
doc lap, thuong xuyén, khong phai dang ky
kinh doanh, tdt ca doanh nghiép siéu nho
theo quy dinh ctia phap luat.
bigu 32. Trach nhiém d6i v6i san phdm, hang
héa c6 khuyé&t tat
1. Khi phat hién sin phdm, hang hoa c6
khuyé&t tat, t6 chtic, ca nhan kinh doanh co6
trach nhiém sau day:
a) Thu hoi va xit ¥ san phdm, hang hoa
c6 khuyé&t tat theo quy dinh tai bieu 33
cta Luat nay va quy dinh khéc cta phap
luat co lién quan;
b) Thyc hién c4c bién phap can thiét dé
b&o vé quyeén 1gi ngudi tiéu dung trong
qué trinh thu hdi va xt 1y san phdm, hang
hoa c6 khuyét tat;
¢) Bao c4o co quan quan ly nha nudc ve
b&o vé quyeén I1gi ngudi tiéu dung va co
quan quan ly nha nudc cbd lién quan trude
va sau khi thyc hién viéc thu hoi; thyc
hién viéc thu hoi dung noi dung da bao
céo, thong bao va chiu cac chi phi phéat
sinh trong qua trinh thu hoi.
2. Co quan quan ly nha nugc ve bao vé
quyén lgi ngudi tiéu dung cép tinh va co
quan chuyén mon cdp tinh nodi thiyc hién thu
hoi san phdm, hang hoa c6 khuyé&t tat co
trach nhiém kiém tra, theo doi viéc thuyc
hién dé bao dam viéc thu hoi dung noi dung
da bao céo, thong béo, bao dam quyeén, 1¢i
ich hgp phap cua ngudi tiéu dung va phu hgp
v61 quy dinh cua phép luat.
Truong hgp viéc thu hdi san phdm, hang hoéa
c6 khuyé&t tat duge tién hanh trén dia ban ti
02 tinh, thanh phd trygc thudc trung uong tré
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lén thi cg quan quan 1y nha nuéc vé béo vé

quyén lgi ngudi tiéu ding ¢ trung wong va co

quan quan ly nha nudc co lién quan G trung
uong c6 trach nhiém kiém tra, theo doi.

3. Chinh pht quy dinh chi tiét Diéu nay.
bigu 33. Thu hdi san phdm, hang héa céd
khuyé&t tat

1. San phdm, hang hoa co khuyét tat bao

gbm:
a) San phdm, hang hoa c6 khuyét tat

nhém A 14 san phdm, hang hoa c6 kha
ndng gdy thiét hai cho tinh mang, stc
khoe ctuia ngudi tiéu dung;
b) San phdm, hang hoa c6 khuyé&t tat
nhom B la san phdm, hang hoa c6 kha
nang gay thiét hai cho tal san cua ngudsi
tiéu dung;
¢) San phdm, hang hoa c6 khuyét tat co
kha ndng gay thiét hai cho tinh mang, stic
khoe, tai san ctia ngudi tiéu dung thi ap
dung cac quy dinh d6i v6i san phdm, hang
hoa c6 khuyé&t tat nhom A.
2. Truong hgp phat hién san phdm, hang hoa
c6 khuyé&t tat nhom A, t6 chic, cd nhan kinh
doanh ty minh hodc theo yéu cau ciia co
quan quan ly nha nudc vé bao vé quyeén Igi
nguol tiéu dung hoidc cd quan quan 1y nha
nudc nganh, linh vyc lién quan c6 trach
nhiém sau day:
a) Kip thoi tién hanh moi bién phap can
thiét d& ngling viéc cung cdp va thu hoi
san phdm, hang héa c6 khuyét tat trén
thi trudng;
b) Cong khai vé san phdm, hang hoa co
khuyét tat va viéc thu hoi san phdm,
hang hoa do theo hinh thiic niém yé&t tai
tru sd, dia diém kinh doanh va dang tai
trén trang thoéng tin dién ti, phan mém
ting dung (néu c6) cua td chiic, ca nhan
kinh doanh cho dén khi k&t thuc viéc thu
hoi;
¢) Thong bao cong khai vé san phdm,
hang hda co khuyét tat va viéc thu hoi
san phdm, hang hoéa do¢ it nhit 05 sd lién
ti€p hodc 05 ngay lién tiép trén dai phat
thanh, dai truyen hinh, béo in, bdo dién
tl ¢ trung vong va dia phuong noi san

29

3.

0N m e

k)

Y
W
o
uiy
i)
12

e o
e ot
[
okt
i

o
of
o,
30
rlr
ox
i
WE,
it
i
rlo
iv)
lo
s
for
i

off r
B~
=

ox
o

%0 3L
’r o

0% o

%2

.

stolM = AY A S B =3l B9

32 A gat

A Ast A3 W EES A 49 AL
O F= v 2 fole Axg HEE
2 A REE gdsle 157 #E 7|3 &
Hd Hi 9 Boks gidels o7t 3y
ol g Aol mel v 2t 59 AAE R
a) Agro] &= AEY =50l Al T
&= RS FAAZAL 367] flske] =
Al AQs RE 2 E FH 3o},

b) Ago] &= AE 2 B G A
9 5359 35 diste] A}, ARl
AA S 3l7F 5 u7hA] A9 S5
S S whA 2 Q1] IAFolE W o) &
gl Aol M (A= A F) ol F7)sk)

EECEEEREE N
NE-S Eato] Aol
7 85l diate] 24




Q SR A @ AMIAE A 2 e

coxr ™
phdm, hang héa d6 lvuu thong.
3. Trudng hgp phat hién san phdm, hang hoa | 3. BE Ad A& 9 Z325 WA 49 A1y
c6 khuyét tat nhém B, t6 chiic, ca nhan kinh | S5S 3k @A 2 71QS 2A2 i 4|
doanh ty minh hoic theo yéu cau cua co A B35 Gdsh= 7 38 7|3 = 34
quan quan 1y nha nuéc vée bao vé quyen 1gi B g Foks ddsteE 7 #E 7139 o
ngydi tiéu ding hoic cd quan quan 1y nha ol whe} o] Z A28 Alas 2 Abs FHS
nudc nganh, 1inh vyc lién quan c6 trach olgjst AlS Hr}
nhiém thiyc hién quy dinh tai diém a va diém
b khoan 2 Dieu nay.
4. Noi dung thong bao, cong khai quy dinh 4, 0] Z A|23 U A3 HAH FH L F
tai khoan 2 va khoan 3 Diéu nay bao gom: A Wgoll= v 2t 55 sty
a) Mo ta san phdm, hang hoa phai thu a) 3l A AE 2 5ol g A
hoi;
b) Ly do thu hdi san phdm, hang hoa va b) A% % 7Y T AT EAE R =
canh bao nguy co thiét hai do khuyét tat o] Agtom Qg af el thek HF L
clia san phim, hang hoa gay ra;
¢) Thoi gian, dia diém, phuong thitc thu ¢) AFE R =F I AR a2 Y
hoi san phdm, hang hoéa;
d) Thai gian, phuong thiic khic phuc d) AF 2 559 28-S sl dst= Al7|<
khuyét tat ctia san phdm, hang hoa; el
d) Noi dung khac co lién quan (néu c6) d) 282 AEE BEs7] Y3k 1 vke
dé bao vé quyeén Igi ngudi tiéu dung. dd &A= 49)
5. Chinh phd quy dinh chi tiét Dieu nay. 5. AF-& o] & A8 A
Digu 34. Bbi thudng thiét hai do san phdm, A34x Ao Y= 4F L EFLEZRIT &
hang hoa co khuy&t tat giy ra 3 ull A
1. T6 chtic, c4 nhan kinh doanh cé trach 1. A9 85 S sh ©A 2 el #pAalo] ¥
nhiém boi thusng thiét hai trong tridng hgp B3k Asto] )&= AE U EE 0 F Qe 4w
san phdm, hang hoa c6 khuyét tat do minh Zpo] AW A7) E A Akl &7t A A
cung cdp gdy thiét hai dé&n tinh mang, stc -, A35z0l HAE A5 Asta 43w

khoe, tai san cta ngudi tiéu dung, ké ca khi
t6 chiic, ca nhan d6 khong biét hodc khong
c6 161 trong viéc phéat sinh khuyé&t tat, trit
truong hgp quy dinh tai Dieu 35 cua Luat
nay.
2. T8 chiic, ca nhan kinh doanh cé trach
nhiém boi thudng thiét hai quy dinh tai
khoan 1 bieu nay bao gom:
a) T4 chiic, ca nhan san xudt san phdm,
hang hoa;
b) T6 chtic, ca nhan nhap kh4u san phdm,
hang hoa;
¢) T&6 chtic, ca nhan gin tén thuong mai
lén san phdm, hang hoa hodc st dung
nhin hiéu, chi dan thuong mai khac cho
phép nhan biét do 1a t6 chiic, ca nhan san
xudt, nhap khiu san phdm, hang hoéa;
d) T6 chtic, ca nhan thyc hién hoat dong

Aol tste] &

&g )

T

@]
~—

2 o o
Bl 1> o o

2 % We

0
M
>1I

[@N
~—




Q SR A @ AMIAE A 2 e

trung gian thuong mai d6i v6i san pham,
hang hoa;
d) T6 chtic, ca nhan trygc ti€p cung cap
san phdm, hang héa cho ngusi tiéu dung;
e) T8 chtic, ca nhan khac chiu trach
nhiém veé san phdm, hang héa theo quy
dinh khéc cua phép luat cé lién quan.
3. Truong hgp khong xac dinh duge t6 chic,
céd nhan kinh doanh tai cac diém a, b, ¢, d
va e khoan 2 Dieu nay thi t8 chiic, ca nhan
kinh doanh quy dinh tai diém d khoan 2 Dieu
nay cé trach nhiém bdi thudng thiét hai cho
ngudi tiéu diung, trit triong hgp phap luat co
quy dinh khéc.
4. Trudng hgp nhiéu t8 chtic, c4 nhan kinh
doanh quy dinh tai khoan 2 Diéu nay clung
gay thiét hai thi cdc t6 chtic, ca nhan kinh
doanh d6 phéi lién d6i bodi thuong thiét hai
cho ngudi tiéu dung.
5. Viéc boi thuong thiét hai duge thyc hién
theo quy dinh cta phap luat veé dan sy va
quy dinh khac cua phap luat co lién quan.
bieu 35. Mi&n trach nhiém bodi thudng thiét
hai do san phdm, hang héa c6 khuy&t tat giy
ra
T3 chiic, ca nhan kinh doanh quy dinh tai
bieu 34 cua Luat nay dugc mién trach nhiém
b0i thudng thiét hai trong cac truong hgp
sau day:
1. Khi chiting minh dugc khuyé&t tat cua san
phdm, hang hoa khong thé phat hién dugc
v6i1 trinh do khoa hoc, cong nghé cua thé
2161 tinh dén thoi diém san phdm, hang hoa
g4y thiét hai;
2. T8 chiic, ca nhan kinh doanh d3 4p dung
day du céc bién phap quy dinh tai Digu 32
va bieu 33 cua Luat nay, ngudi tiéu dung da
ti€p nhan day du thoéng tin nhung van c6 ¥
st dung san phidm, hang hba c6 khuyét tat
g4y thiét hai;
3. Truong hgp khac theo quy dinh cua phép
luat vé dan sy¢ va quy dinh khéc cua phap
luat co lién quan.
bieu 36. Trach nhiém trong viéc cung cép
dich vy khong dang noi dung da diang ky,
thong béo, cong bd, niém y&t, quang céo, gi6i
thiéu, giao ké&t, cam ké&t

31

o

>

w Do
o
BN >

op fI H
b

Ot
o
2

He & o 2

it

b

g o2

I~

ut

i)
it
=
ol

NI
=

o,

rr

o %2 I

_

>
>~

of.
>
— ™
F it
>
i Q.

{
of

A, &R, AA, B, &7, A
€3 dol ¥ &4 ATl




Q) =i @A KLIS sanmss
1. Trong truong hop cung cdp dich vy khong | 1. 89 A& Aol 5=, Sx|, &%, AA, &
dung noi dung da ding k¥, thong bo, cong a, a7, AleF 2 BE5k 83 Aol sk 89
bd, niém yé&t, quang cdo, gidi thiéu, giao két, | & #A|&3F 45, A E5S 5= A 2 )
cam ké&t tai thi diém dich vu d6 duge cung o1& Lu|zte} gtole] 7F 59 Fp e 1
cdp, t6 chiic, ca nhan kinh doanh co trach ol e A E HET A At
nhiém thoa thuan v6i ngudi tiéu dung dé
thuc hién mot hodc mot sd bién phap khic
phuc sau day:
a) Cung cép lai dich vy; a) 895 vA] AFs,
b) Tiép tuc cung cdp dich vu nhung b) €95 A A|&3sty, o] AT &
khong thu tién hodc giam gia d6i vdi phan Ao st a5 A 5HA oty AY T
dich vy d3 cung cdp; o135} A|-&-3tct
¢) Chdm diit viéc cung cdp dich vu va c) &9 AFE Fslal A A}bol A &
hoan tién cho ngudi tiéu dung; ia=s
d) Bien phap khac theo thoa thuan cta d) GAAZE gHel sk 1 vhe] A E H g
cac bén. t}.
2. T8 chtic, ca nhan kinh doanh chiu cac chi | 2. AAQEF L st= @A E el e 5= 5
phi trong viéc thyc hién cac bién phap khic | A, 3%, AA], Far, 270, Ak 2 B3
phuc d6i v6i dich vu cung cdp khong dung L3} v 89 A Fol ok A AXAE FH e}
noi dung da ding ky, thong bao, cong ba, © b =& v]8-8 s,
niém yé&t, quang céo, gidi thiéu, giao két,
cam két.
3. Ngudi tiéu ding c6 quyen yéu cau boi 3. 2B A= 55, A, W, A, Fa, A
thudng thiét hai trong truong hgp dich vu N, Al 9 B &3 v 89 AT e
cung cdp khong dung noi dung da ding ky, 2 ) FA g 3ol diste] S-S A

thong bao, cong bd, niém y&t, quang céo,
gi61 thiéu, giao ké&t, cam k&t giy thiét hai
cho ngudi tiéu dung.

4. T8 chic, ca nhan kinh doanh dugc mién
trach nhiém bdi thuong thiét hai khi chiing
minh duge viéc cung cdp dich vy khong diung
noi dung da dang ky, thong bdo, cong bd,
niém yét, quang céo, gidi thiéu, giao két,
cam k&t khong thé phat hién dugce v6i trinh
do khoa hoc, cdong nghé cua thé€ gidi tai thoi
diém t6 chidc, ca nhan kinh doanh cung cép
dich vu cho ngudi tiéu dung hodc thudc
truong hgp mién trach nhiém boi thudng
thiét hai khac theo quy dinh cua phép luat.
5. Viéc boi thuong thiét hai duge thyc hién
theo quy dinh ctua phap luat vé dan sy va
quy dinh khac cta phap luat co6 lién quan.

Chuong III TRACH NHIEM CUA TS CHUC,
CA NHAN KINH DOANH DOI VOI NGUCGI
TIEU DUNG TRONG GIAO DICH DAC THU
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Muyc 1 GIAO DICH TU XA

bieu 37. Trach nhiém cua t6 chtic, c4 nhin
kinh doanh trong giao dich ti xa
1. Khi thyc hién giao dich tit xa, t8 chtc, ca
nhan kinh doanh phai cung c8p chinh xac va
day du cho ngudi tiéu dung cac thong tin sau
day:
a) Tén, dia chi, s§ dién thoai, phuong
thtic lién hé khac (néu c6) cua t6 chc,
c4 nhan kinh doanh hoZc cua dai dién cua
t6 chitc, ca nhan kinh doanh tai Viét Nam
(néu co);
b) S6 gidy chting nhan ding ky doanh
nghiép hodc mi s6 doanh nghiép hoic tai
liéu tuong duong khac d6i v6i t6 chiic
kinh t&; ma sd thu€ cd nhan d6i véi ca
nhan;
¢) Do lusng, s6 lugng, khoi lugng, chat
lugng, cong dung, gia, ngudn gdc, xXuat
x1, thoi han st dung cta san phdm, hang
hoa, dich vy,
d) Chi phi giao hang (néu co);
d) Phuong thtic, thoi han thanh toan; thoi
gian, dia diém, phuong thtic ban, cung cdp
san phdm, hang hoéa, dich vuy; diéu kién va
phuong thtic d6i, tra san phdm, hang hoa,
dich vuy;
e) Thai gian c6 hiéu lyc cua dé nghi thyc
hién giao dich;
g) Thong tin vé cac khodan phi, chi phi,
thué gia tri gia tang, cach thtic tinh phi,
chi phi c6 thé phat sinh va cac diéu kién
giao dich chung ap dung trong qua trinh
cung cip san phdm, hang hoa, dich vu cho
ngudi tiéu diung;
h) Chi tiét ve cong dung, cach thic st
dung, bdo hanh ctia sdn phidm, hang hoa,
dich vuy;
1) Quyen cta ngudi tiéu dung quy dinh tai
khoan 3 bieu 38 cua Luat nay;
k) Quy trinh x Iy viéc d6i, tra san
phdm, hang hoéa, dich vu hodc chdm dut
thuc hién hgp dong da giao két;
1) Quy trinh ti€p nhan va giai quyé&t phan
anh, yéu cau, khi€u nai cuia ngudi tiéu
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dung.

2. Truong hop giao dich duge thyc hién
thong qua dién thoai hodc hinh thiic lién lac,
dam thoai khéc, t6 chtic, cd nhan kinh doanh
c6 trach nhiém thong tin ngay tit dau veé tén,
dia chi cta minh va muc dich cta cudoc dam
thoai.

3. Truong hgp giao dich duge thyc hién trén
khdng gian mang, t6 chic, cd nhan kinh

doanh c6 trach nhiém thyc hién quy dinh cua

Luat nay, phap luat ve thuong mai dién ti va

quy dinh khac cta phap luat c6 lién quan.

4. Chinh phu quy dinh chi ti&t Diéu nay.
Dieu 38. Giao k&t hgp dong trong giao djch
t xa

1. Khi giao dich tit xa v61i ngudi tiéu dung, t6

chiic, ca nhan kinh doanh c6 trach nhiém xay

diyng cong cu va thiyc hién bién phap béo
dam sau day:
a) Cung cép chinh x4c, day du noi dung
hgp dong dé ngudi tiéu dung nghién citu
tride khi giao két hgp dong;
b) Ngudi tiéu dung trao déi, lam ro noi
dung hgp dong va xac nhan dong ¥ giao
ké&t hgp dong;
c) Ngudi tiéu dung xem lai va tai ve hgp
dong da c6 xac nhan ky két ctia nguot
tiéu dung.

2. NO1 dung hgp dong bao gdm: cac thong tin

quy dinh tai khoan 1 Bieu 37 cta Luat nay;

tén, dia chi, sd dién thoai, phuong thtic lién
hé khac (néu c6) ctia ngudi tiéu dung; quyén
va nghia vy ctia cic bén.

Truong hgp c6 nhiéu bén tham gia thyc hién

hgp dong, no1 dung hgp dong phai xac dinh

ro chu thé, quyén va nghia vy cuia ting chu
thé.

3. Truong hgp t6 chiic, ca nhan kinh doanh

cung cdp khoéng chinh x4ac hoic khong day du

thong tin quy dinh tai khoan 1 Diéu 37 cua

Luat nay, ngudi tiéu dung c6 quyeén sau day:

a) Thoa thuan lia chon cach thtc xit 1y
hgp dbng véi t6 chiic, ca nhan kinh
doanh;

b) Trong thdi han 30 ngay ké tif ngay
giao k&t hgp dong, don phuong chdm diit
thyc hién hgp dong d3 giao két va thong
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bao cho t8 chtc, cd nhan kinh doanh.
Ngudi tiéu dung khong phai tra bat ky chi
phi ndo du6i moi hinh thitc dé chdm dut
thuc hién hgp dong, trit chi phi d61 v6i
phan san phdm, hang hoa, dich vu d3 st
dung;
¢) Yéu cau ¢6 quan c6 thdm quyeén tuyén
bd hgp dong vo hiéu hodc huy bo hgp
dong theo quy dinh cua phap luat ve dan
S,
4. Truong hgp ngusi tiéu dung don phuong
chdm dtit thyc hién hgp dong theo quy dinh
tal diém b khoan 3 Diéu nay, t6 chdc, ca
nhan kinh doanh phai hoan tra cho ngudi tiéu
dung khoan tién da thanh toan tuong ting véi
phan san phdm, hang hoéa, dich vu chua st
dung trong thdi han 30 ngay ké& tit ngay
nguoi tiéu dung tuyén bd don phuong chdm
det thyc hién hgp dong.
Qué thoi han nay, t6 chiic, ca nhan kinh
doanh phai tra 141 d6i v6i s6 tién cham tra
theo 141 sudt do hai bén thoa thuan hoic
theo quy dinh cta phép luat vé dan su.
Viéc hoan tra duge thyc hién theo phuong
thiic ma ngudi tiéu dung da thanh toan, tru
truong hgp ngudi tiéu ding dong ¥ thanh
toan bdng phuong thiic khac.
Truong hgp viéc chdm dit thyc hién hgp
dong gay thiét hai cho ngudi tiéu dung thi to
chtic, ca nhan kinh doanh phai boi thudng
thiét hai theo quy dinh cua phap luat vé dan
S,
bieu 39. Trach nhiém cua t8 chic, c4 nhan
kinh doanh véi ngudi tiéu dung trong giao
dich trén khong gian mang
1. T8 chtic, ca nhan kinh doanh trén khong
gian mang bao gom:
a) T6 chiic, ca nhan kinh doanh san
phdm, hang hoa, dich vy théong qua hé
thong thong tin ty minh thiét 1ap hoic
thong qua nén tang sd;
b) T6 chtic thiét 1ap, van hanh nén tang
s@ trung gian.
2. T6 chtic, cd nhan kinh doanh trén khong
gian mang c6 trach nhiém thyc hién quy dinh
tai bieu 37 va bieu 38 cua Luat nay, Muc 2
Chuong nay trong truong hgp cung cdp dich
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vu lién tuc.

3. Ngoai trach nhiém quy dinh tai khoan 2

Dieu nay, t6 chdc thiét 1ap, van hanh nén

tang sO trung gian c6 trach nhiém sau day:
a) Chi dinh, cong b6 cong khai dau mé6i
lién hé, ngusi dai dién duge Uiy quyeén
phéi hgp v6i ¢o quan nha nude c6 thdm
quyeén trong viéc gidl quyét cac van de
lién quan dén bdo vé quyeén lgi ngudi tiéu
dung;
b) Xay dung, cong b6 cong khai quy ché&
hoat dong ctia nén tang s@ trung gian cho
ngudi tiéu diung, trong do phan dinh rd
trach nhiém cua cac bén tham gia giao
dich;
¢) Cung c4p thong tin ve t8 chiic, ca nhan
kinh doanh hoat dong trén nén tang s@
trung gian khi ngudi tiéu diung giao dich
v0i1 t6 chiic, ca nhin kinh doanh do6 co
yéu cau;
d) Cho phép ngudi tiéu dung phan hoi,
danh gia ve t6 chiic, cd nhan kinh doanh,
san phdm, hang hoa, dich vy do td chtc,
ca nhan kinh doanh ban, cung cip, dong
thoi hién thi day dua, chinh xac két qua
phan hoi, danh gia, tri trudng hgp phan
hoi, danh g14 d6 vi pham quy dinh cta
phap luat, trai dao diic x3 hoi;
d) Hién thi day dd, minh bach thong tin
san phdm, hang hoa, dich vy do td chtc,
ca nhan kinh doanh ban, cung cép, bao
gdm cac noi dung bit budc thé hién trén
nhin hang hoa theo quy dinh cuia phap
luat vé nhan hang hoa, tri cac thong tin
c6 tinh chét riéng biét theo san phim,
bao gbm: ngdy, thang, ndm san xuit; thoi
han st dung; s8 16 san xuét; s6 khung, s6
may; tiéu chuin k&t qua can dat dugc
trong cung cdp san phdm, hang hoéa, dich
Vi
e) Chi dinh, cong b8 cong khai dau mdi
t1€p nhan va gidi quy€t phan anh, yéu
cau, khi€u nai ctua ngudi tiéu dung lién
quan dén san phdm, hang hoa, dich vy,
nodi dung thong tin trén nén tang so trung
glan; ti€p nhan va gidl quyé&t phan anh,
yéu cau, khi€u nai cta ngudi tiéu ding
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d6i voi t6 chiic thiét 1ap, van hanh nén
tang sd trung gian;
g) Co bién phap cho phép hién thi du tién
danh gia, phan anh, kién nghi cta t6 chtic
x4 hoi tham gia bao vé quyeén 1gi ngudi
tiéu dung hoic t6 chiic danh gia tin nhiém
theo quy dinh ctua phap luat;
h) Truyc ti€p lvu trit thong tin hoic cung
cdp gial phap luu trit thong tin vé san
phdm, hang hoéa, dich vu va cac giao dich
lién quan, cho phép ngudi tiéu dung truy
cap, truy vét, tai, luu trit va in hoa don,
chiing ti, tai liéu lién quan dén giao dich
trén nén tang sd trung gian ma minh quan
ly;
1) Minh bach hoat dong quang céo trén
khong gian mang theo quy dinh ctia phap
luat trong trudng hgp c6 hoat dong quang
cao;
k) Cung cdp bédo cao vé cac hoat dong
kiém duyét nodi dung da thyc hién theo
yéu cau cua c¢d quan nha nudc c6 thdm
quyeén;
1) Duy tri tai khoan béo céo tryc tuyén
va cung cdp thong tin, dit liéu cip nhat
dén thoi diém duge yéu cau bao cdo dé
phuc vu hoat dong thanh tra, kiém tra
cla c6 quan quan 1y nha nuéc cd thdm
quyén theo quy dinh cua phéap luat;
m) Xac thic danh tinh t6 chiic, c4 nhan
ban san phdm, hang hoa, cung cdp dich vu
trén nén tang s@ trung gian cta minh;
n) Chiu trach nhiém v6i ngusi tiéu dung
theo quy dinh cua phép luat vé thuong
mai dién ti trong truong hop t6 chtic, ca
nhan kinh doanh trong nuéc va nudc
ngoal ban, cung cap san phidm, hang hoa,
dich vu cho ngudi tiéu dung trén lanh thd
Viét Nam;
0) Thyc hién trach nhiém khac theo quy
dinh cua Luat nay va quy dinh khac cua
phép luat c6 lién quan.
4. T6 chic thiét lap, van hanh nén tang s¢
16n phai thyc hién quy dinh tai khoan 3 Dieu
nay va co6 trach nhiém sau day:
a) Thiét lap kho ldu trit quang céo co sit
dung thuat toan dé huéng dé&n ngudi tiéu

37

7L o & AR
o5 5] g5k 24

it

EFHE AT 227} OAE F)
Z9E Ad B J5FF, FHA L 4

6T o, ©
B L N e = N K-l

12, %4

N

—_
~—

L
>l

_,d
s

o

N
I~

d
o

~
>

o T

S
X
1o
B

okl fZ rfo 1o
e rlo 1

£ 4o e

2
i,
i\
=

>,

=2

& o to flo ok
o, K

Hir

£ e
Wﬁér_
EEESOlNOFO

4 12 lm
o, o ot
=)

2
oL
i
SIRg
ol

.

Qoo & P 0o B

o
o

M
2




Q SR A @ AMIAE A 2 e

diing, nhom ngudi tiéu dung cu thé;
b) Danh gia dinh ky hoat dong kiém
duyét noi dung, viéc st dung hé théng
thuat toan va quang cdo huéng dén ngudi
tiéu dung, nhom ngudi tiéu dung cu thé,;
¢) banh gia dinh ky viéc thyc hién quy
dinh xt 1y tai khoan gia, viéc st dung tri
tué nhan tao, cac giai phap t¢ dong toan
bd hoic ty dong mot phan.

5. Chinh pht quy dinh chi ti€t khoan 4 Diéu

nay.

bieu 40. Trach nhiém cong khai, g& bo thong

tin canh bdo ngudi tiéu diung trong giao dich

trén khong gian mang

1. N6i dung cong khai thong tin cinh bao

bao gbm:
a) Danh sach t6 chtc, ca nhan kinh doanh
trén khong gian mang c6 hanh vi vi pham
quyen, lgi ich hgp phap cua ngudsi tiéu
dung bi xtt 1y theo quy dinh ctia Luat nay
va quy dinh khac cua phap luat c6 lién
quan;
b) Danh sach t6 chtic, ca nhan kinh doanh
trén khong gian mang c6 hanh vi vi pham
phap luit vé bdo vé quyeén lgi ngudi tiéu
dung bi xtt Iy bdi c¢d quan nudc ngoai cbd
thdm quyeén va c6 anh huéng dén quyeén
1gi ngudi tiéu dung Viét Nam.

2. Trach nhiém cong khai cic thdng tin canh

b4o dugc quy dinh nhu sau:
a) Bo, co quan ngang Bo, Uy ban nhan
dan cdp tinh c6 trach nhiém cung cép,
cobng khai thong tin canh bao ngudi tiéu
dung trong giao dich trén khong gian
mang quy dinh tai khoan 1 Diéu nay
thudc thdm quyeén theo quy dinh cua phap
luat;
b) T chiic, c4 nhan kinh doanh trén
khong gian mang c6 hanh vi vi pham bi
xU Iy theo quy dinh cua Luat nay va quy
dinh khéc cua phép luat c6 lién quan co
trach nhiém cung cédp thong tin cho co
quan qudn ly nha nuéc c6 thdm quyeén
thong qua hé thong thong tin, bdo céo
theo quy dinh cua phéap luat;
c) Co quan bdo chi, t6 chtic chinh tri —
x4 hoi, t6 chic x3 hoi tham gia bao vé
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quyeén 1gi ngudi tiéu dung cong khai thong
tin canh bdo ngudi tiéu dung trong giao
dich trén khong gian mang béng hinh thiic
pht hgp, bdo dam thuan tién cho ngudi
tiéu dung ti€p nhan thong tin.
Viéc cong khai thong tin canh bao phai
tuan thu quy dinh cua Luat nay va quy
dinh khéc cua phép luat c6 lién quan.

3. Chinh pht quy dinh chi tiét Diéu nay.

Muc 2 CUNG CAP DICH VU LIEN TUC

Dieu 41. Trach nhiém ctia t6 chtic, cid nhan
kinh doanh cung c4p dich vu lién tuc

1. T8 chtic, ca nhan kinh doanh cung cép
dich vu lién tuc trén lanh thé Viét Nam co
trach nhiém thong bdo cong khai vé dai dién
theo phap luat tai Viét Nam.

Truong hgp t6 chtic, ca nhan kinh doanh
cung cdp dich vu lién tuc trén lanh thd Viét
Nam khoéng co6 dai dién theo phap luat tai
Viét Nam thi phai chi dinh dai dién theo uy
quyeén tai Viét Nam va thong bao cong khai
ve dai dién theo Uy quyén tai Viét Nam.
Dai dién cua t6 chic, ca nhan kinh doanh c6
trach nhiém thyc hién quy dinh ctia phap
luat veé bao vé quyén Igi ngudi tiéu dung.

2. Khong dugc yéu cau ngudi tiéu diung
thanh toan bat ky khodn tién nao trudc khi
dich vy dugc cung cip dén ngudi tiéu dung,
trit trudng hgp cac bén c6 théa thuan khac.
3. Khong dugc don phuong chdm dtt thyc
hién hgp dong, ngiing cung cip dich vu
khdng dung hgp dong hoic trai quy dinh cua
phéap luat.

Trudng hgp can stia chita, bédo tri hodc vi ly
do khéac bit budc phai ngting cung cdp dich
vy, t6 chitc, cid nhan kinh doanh cung cédp
dich vu phai théong béo tridc cho ngudi tiéu
dung veé thoi gian nging cung cdp dich vu va
thoi gian cung cdp lai dich vy cham nhét 1a
03 ngay lam viéc tru6c ngdy ngiing cung cap
dich vy, tri trudong hgp bat kha khang.

4. Thuong xuyén kiém tra chat lugng dich
vy ma minh cung cdp, bdo dam chit lugng
dich vu nhu d4 cam ké&t v6i ngudi tiéu dung.
5. Thyc hién quy dinh tai Dieu 37 va bigu
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38 cua Luat nay trong trudng hgp cung cip
dich vu lién tuc thong qua giao dich ti xa.
bigu 42. Hgp dong cung cdp dich vy lién tuc
1. Hgp dong cung cap dich vu lién tuc phai
duge 1ap thanh van ban va cung cdp cho
ngudi tiéu ding 01 ban.
2. Hgp dong theo mau vé cung cédp dich vu
lién tuc phai c6 nodi dung quy dinh tai khoan
3 bieu 23 cna Luat nay va céc noi dung sau
day:
a) Tén, dia chi, s6 dién thoai, phuong
thitc lién hée khac (néu c6) cua td chiic,
ca nhan kinh doanh hodc dai dién cua t6
chitc, ca nhan kinh doanh tai Viét Nam
(néu co);
b) Mb ta dich vu duge cung c4p;
¢) Thoi diém va thoi han cung cédp dich
VU,
d) Thong tin chinh xac, day du ve cac
khoéan phi, chi phi, cich thtc tinh phi, chi
phi c6 thé phat sinh va cic diéu kién giao
dich chung dugc ap dung trong qud trinh
cung cdp dich vu cho ngudi tiéu dung;
d) Thong bao cho ngudi tiéu dung ve
viéc nop phi dé ti€p tuc st dung dich vu
theo cach thtic da dugc thoa thuan tdi
thiéu 07 ngay lam viéc trudc ngay hét
han st dung dich vu;
e) Thong bao cho ngudi tiéu dung veé thoi
diém k&t thuc hgp dong theo cach thtic
da duge thoa thuan toi thiéu 07 ngay lam
viéc truéc ngay hgp dong két thuc.
3. Trit truong hgp cac bén céd thoa thuin
khéac, ngudi tiéu dung cd quyeén don phuong
chadm dit thyc hién hgp dong cung cép dich
vu lién tuc tai bat ky thoi diém nao va thong
bao cho t8 chic, cd nhan kinh doanh cung
cdp dich vu.
Trong trudng hgp ngudi tiéu dung don
phuong chidm d¢t thyc hién hgp dong, ngudsi
tiéu dung chi phai thanh toan d6i v6i phan
dich vy ma minh d3 st dung.

Muc 3 BAN HANG TRUC TIEP

bieu 43. Trach nhiém ciia t8 chtic, c4 nhan
kinh doanh trong hoat dong ban hang tan ctta
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1. T8 chtic, ca nhan kinh doanh thyc hién
hoat dong ban hang tan cita thdéng qua céac
hinh thiic sau day:
a) Ty minh thyc hién;
b) Ngudi lao dong ctia t6 chtic, ca nhan
kinh doanh;
c) Dai dién duge thué hoic duge dy
quyeén.
2. C4 nhan quy dinh tai khoan 1 Diéu nay
khi ban hang tan ctta c6 trach nhiém sau
day:
a) Gi6i thiéu tén, sd dién thoai, dia chi,
tru s@ cua t6 chiic, ca nhan kinh doanh
chiu trach nhiém veé hoat dong ban, cung
cdp san phdm, hang hoa, dich vy; cung
cdp tai liéu chiing minh moi quan hé véi
t6 chtic, ca nhan kinh doanh;
b) Khong dugc ti€p tuc dé nghj ban, cung
cdp san phdm, hang hoéa, dich vu khi
nguoi tiéu dung da tit chdi;
¢) Giai thich cho ngudi tiéu dung day du,
chinh x4c, ro rang vé noi dung hgp dong,
thong tin ma ngudi tiéu dung quan tam
lién quan dén san phdm, hang hoéa, dich
V.
3. T6 chiic, ca nhan kinh doanh phéai chiu
trach nhiém d61 v61 hoat dong ban hang cua
ca nhan ban hang tan ctta quy dinh tai khoan
1 Diéu nay.
bigu 44 Hgp ddng ban hang tan ctia
1. Hgp dong ban hang tan ctta phai dugce 1ap
thanh van ban va cung cip cho ngudi tiéu
ding 01 ban, tri truong hgp cac bén co thoa
thuan khac.
2. Truong hop hgp ddong ban hang tan ciia
dugce 1ap thanh van ban thi t6 chiic, ca nhan
kinh doanh phai danh t61 thiéu 03 ngay lam
viéc ké tit ngay giao két hgp dong dé ngusi
tiéu ding can nhic lai viéec quyét dinh thyc
hién hgp dong.
Trong th¢i han nay, ngudi tiéu dung co
quyén don phuong cham diit thyc hién hgp
dong da giao két va thong bao cho td chic,
ca nhan kinh doanh.
3. Trudng hop hgp ddong ban hang tan ciia
duge 1ap thanh van ban, khi k¥ két hgp dong,
ngudi tiéu dung phéi ty ghi ngay, thang, ndm
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giao két.
bieu 45. Tréach nhiém ctia t6 chtic, c4 nhin
ban hang da cdp
1. T8 chtic ban hang da c8p co6 trach nhiém
sau day:
a) Niém yé&t cong khai cac tai liéu hoat
dong tai tru s@ chinh, chi nhanh, vin
phong dai dién, dia diém kinh doanh,
trang thong tin dién tt, phan mém Ung
dung (néu c6) cta t6 chtic ban hang da
cap;
b) Thiyc hién dang quy tic hoat dong, ké
hoach tra thuéng;
¢) Xudt hoa don theo ting giao dich ban
hang;
d) Nhan lai hang hoa va tra lai tién theo
yéu cau ciia ca nhan tham gia ban hang
da cdp hoic ngudi tiéu dung néu yéu cau
duge thyc hién trong thoi han 30 ngay ké
t ngay nhan hang hoéa va hang hoa con
nguyén bao bi, tem, nhin va con thdi han
st dung;
d) Chiu trach nhiém dé6i v6i hoat dong
ban hang da cdp cua ca nhan tham gia
ban hang da cdp trong truong hgp hoat
dong d6 duge thigc hién tai tru sé chinh,
chi nhanh, vin phong dai dién, dia diém
kinh doanh hoZc tai cac hoi nghi, hoi
thao, khoa dao tao cua t6 chtic ban hang
da cép.
2. Ca nhan tham gia ban hang da cép co
trach nhiém sau day:
a) Xudt trinh thé thanh vién truidce khi
gi61 thiéu hodc ti€p thi, ban hang;
b) Tuan thd hgp dong tham gia ban hang
da cdp va quy tic hoat dong;
¢) Khong duge 1¢i dung chiic vy, quyén
han, dia vi x3 hoi, nghé nghiép
dé khuyén khich, yéu cau, 161 kéo, du dé
ngusi khac tham gia vao mang lu6i ban
hang da cdp hodc mua hang hoa kinh
doanh theo phuong thic da cép.
3. Chinh phu quy dinh chi ti&ét Diéu nay.
bieu 46. Hgp dong tham gia ban hang da cip
1. T8 chtic ban hang da cdp va cd nhan tham
gia ban hang da cédp phai giao két hgp dong
tham gia ban hang da cdp bdng vin ban.
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KLIS st=EHEEH A

2. Hop dong tham gia ban hang da cdp phai
dap tng cac dieu kién vé ngdn ngit, hinh
thiéc theo quy dinh ctua Luat nay va phap
luat vé quan ly ban hang da cép.
Dieu 47. Tréach nhiém ctia t6 chtic, c4 nhin
kinh doanh trong hoat dong ban hang khéng
tai dia diém giao dich thi@dng xuyén
1. Trit truong hgp phap luat c6 quy dinh
khéc, khi ban san phdm, hang hoa, cung cap
dich vy khong tai dia diém giao dich thutng
xXuyén véi téng gia tri hon 10 triéu dong, t6
chtic, cd nhan kinh doanh c6 trach nhiém sau
day:
a) Thong bao d&n Uy ban nhan dan cip
X4 tai ndi t6 chiic ban san phdm, hang
hoa, cung cép dich vu trude khi thyc hién
cac noi dung sau day: tén, dia chi, s6
dién thoai lién hé cta t6 chiic, cd nhan
kinh doanh, dia diém dy kién t6 chtic ban
hang, noi dung chuong trinh ban hang,
phuong thitc ban hang, gid va san phdm,
hang hoa, dich vuy;
b) Niém yé&t cong khai thong tin vé t6
chtic, ca nhan kinh doanh va san phim,
hang hoa, dich vu tai dia diém t6 chic
ban hang;
¢) Duy tri thong tin lién hé, giai quyét
phéan anh, yéu cau, khi€u nai ctia ngusi
tiéu dung trong va sau khi két thiuc ban,
cung cip san phdm, hang hoa, dich vuy;
d) Cung cdp thong tin day du, trung thyc,
chinh xac vé san phdm, hang hoa, dich vu
va hoat dong cta t6 chiic, ca nhan kinh
doanh;
d) Nhan lai san phdm, hang hoa, dich vu
trong thoi han 30 ngay ké tit ngay ban,
cung cap v6i dieu kién con nguyén bao
bi, nhan hang hoa, tem (néu co), con thoi
han st dung;
e) Giao hoa don, chiing tt mua ban, giao
nhan san phdm, hang hoéa, dich vu;
g) Truong hgp hgp dong cung cdp san
phdm, hang hoa, dich vu quy dinh tai
bieu nay dugce 1ap thanh vin ban thi té
chtic, ca nhan kinh doanh phai chuyén
hgp dong cho ngudi tiéu dung.
Trong thoi han 03 ngay lam viéc ké tu
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ngay nhan dugc hgp dong, ngudi tiéu
dung c6 quyeén quyét dinh thiyc hién hgp
dong hodc don phuong chdm dit thuc
hién hgp dong da giao k&t va thong béo
cho t6 chtic, ca nhan kinh doanh.
Trusce khi hét thoi han nay, t6 chdc, ca
nhan kinh doanh khong duge yéu cau
ngudi tiéu dung dit coc, thanh toan hoic
thuc hién ndi dung hgp dong, trit tridng
hop phap luat co6 quy dinh khac.
2. Uy ban nhan dan c4p xa co trach nhiém
ti€p nhan thong bdo, theo doi va kiém tra
viéc ban hang cua t6 chtic, ca nhan kinh
doanh theo nodi dung di thong bao quy dinh
tal khoan 1 Diéu nay.
3. Chinh pht quy dinh chi tiét Diéu nay.

Chuong IV HOAT DONG BAO VE QUYEN
LJI NGUGI TIEU DUNG CUA MAT TRAN
TG QUGC VIET NAM, TG CHUC CHINH
TRI — XA HQI VA T6 CHUC XA HOI

bieu 48. Trach nhiém cia Mt trédn T6 qubc
Viét Nam va t6 chtic chinh trj — x3 hoi
1. Mit tran T6 qudc Viéet Nam co6 trach
nhiém sau day:
a) Tuyén truyén, van dong dé ngusi dan
hiéu ro va thyc hién chu truong, dudng
161 cua Dang, chinh sach, phap luat cua
Nha nudc vé cong tac bao vé quyeén 1gi
nguoi tiéu dung;
b) Giam sat viéc thyc hién quy dinh cida
phap luit vé bdo vé quyeén lgi ngudi tiéu
dung cua co quan quan ly nha nudc cac
cép, t6 chtic, cd nhan kinh doanh; phan
bién x3a hoi d6i vai dy thao van ban phap
luat, k& hoach, chuong trinh, dy¢ an, dé an
cta co quan nha nudc veé bdo vé quyeén Igi
ngusi tiéu dung.
2. T8 chtic chinh tri — x4 hoi ¢6 trach nhiém
sau day:
a) Thuc hién quy dinh tai khoan 1 Dieu
nay;
b) Tu vén, hé trg cho doan vién, hoi vién
va Nhan dan veé cac van deé lién quan dén
bao vé quyeén 1gi ngudi tiéu dung.
bieu 49. T8 chdc x4 hoi tham gia bao vé

44

gl
= oo
2 o

Flo

o
b

IS
m%;x
-
20

2. AbF W9 3] = o]
2 EHE HEE
e a2 = I )

[e)
EEDE D

al g =

A, A AX A, AR S A
AHZHY BE BF

s

A




Q SR A @ AMIAE A 2 e KLIS st2wzimsl

quyeén lgi ngudi tiéu diing

1. T6 chttc x4 hoi thanh 1ap va hoat dong 1. @gol A HES wgh A 2 g5+
theo quy dinh cta phap luat vé hoi duge ALS| A= AN R fElE HEs] Sk &
tham gia hoat dong bdo vé quyén lgi ngudi ol zhest 4= 9ty

tiéu dung.

2. T8 chiic x4 hoi tham gia bao vé quyen lgi | 2. 28] A @8] B30 FHoJst= AL Ao =
nguydi tiéu ding bao gom té chiic xa hoi co 282 A RS E YR BAH o7 3= A}
ton chi, muc dich tham gia bao vé quyeén lgi slekA ¢ AnjAp A S0 Fojsl= 1 uF

g X
ngudi tieu ding va té chiic xa hoi khac tham | ¢ A3 etA| 7} k= o}
gia bdo vé quyeén 1gi ngudi tiéu dung.
3. T8 chitic x3 hoi tham gia bao vé quyeén 1gi 3
ngudi tiéu dung hoat dong theo quy dinh cia | ©]
Luat nay va quy dinh khac cua phap luat co Hr}.

lién quan.

4. Nha nu6c khuyén khich cac t6 chiic xa hoi | 4. 5 7}= AFS) @A 7F Av) A} Ag] HEo Z+
tham gia bao vé quyen 1gi ngudi tiéu ding. of el =5 A sk}

T6 chitc xa hoi tham gia bao vé quyeén Igi AU 2 A B 740% St AL G A = =
ngudi tiéu ding duge Nha nude giao thuc 7} o Akef] A3k HE 3o #skHE 2L 1
hién mot s6 nhiém vy vé bao vé quyeén Igi ko] 7t WE ﬁl éoﬂ mel 72 5 E A
ngudi tieu ding va duge Nha nude hd trg 2} A Hoo #3 JFE Fota 2 A A
kinh phi theo quy dinh cta phap luat vé ngan | A 9< WS 4 gl

sach nha nudc, phap luat ve hoi, quy dinh
khac cua phap luat co6 lién quan.
bidu 50. Hoat dong clia t8 chtic x3 hoi tham | A50F A¥|A} A B39 FA3= A3 A

gia bao vé& quyén lgi nguidi tiéu dung 9 g%
1. Hoat dong cua t6 chiic xa hoi tham gia 1. 282 A8 B Fofslt= A A 9
bdo vé quyeén Igi ngudi tiéu dung bao gdbm: 452 v 7 a9
a) Hu6ng dan, gitp do, tu van ngudi tieu a) 2H]zke] 8 Al A8 AE oh|Eta =
dung khi c6 yéu cau; - z}Esko)
b) Cung c4p cho ¢ quan quan 1y nha b) 3 =7} e 7]%01] A &5 S 5=
nuidc c6 thdm quyen thong tin vé hanh vi A 2 7Q1e] HE ke Uit YR E

vi pham phap luat cia t8 chiic, cad nhan A& sk},

kinh doanh;

¢) Tham gia gop ¥ xay dyng chu truong, c) 2Nz Ay Boof sk ukbx g
chinh sach, phap luat, k& hoach, chuong B A48, 2203 e AE 94 73] =Yy
trinh, dy 4n, d& an vé bao vé quyen lgi of thgt o]d& A A g,

ngudi tiéu diung;

d) Tuyén truyén, phd bién, gido duc chu d) 282} 98 BEo) B3 AH, A D
truong, chinh sach, phap luat vé bao vé HET #d A3, A4 2 HEof tjsho]
quyeén 1gi ngudi tiéu ding va chd triong, TR, ARAFT L uS5S s

chinh sach, phép luat c6 lién quan;

d) Tham gia h6 trg thuong ligng, hoa d) AnjAke] @30l oS A5 HE wet
giai tranh chédp gifta nguydi tiéu dung va té 22 A S o oA 2 Q1 3
chtie, ca nhan kinh doanh theo quy dinh o] BA a2 248 A Y3}

cta phap luat khi c6 yéu cau;

e) Doc lap khao sat, thit nghiém, cong bd e) HE 40 wet 5, B 2 89
két qua khao sat, thit nghiém do minh o thsle] SHA o2 A L A S
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thyc hién vé chit lugng san phdm, hang
hoa, dich vu theo quy dinh cua phép luat;
phan anh, danh gid méc do tin cay cua to
chtic, ca nhan kinh doanh trén khong gian
mang; thong tin, canh bdo cho ngudi tiéu
diing vé san phdm, hang hoéa, dich vu va
chiu trach nhiém truéc phép luat vé viéc
thong tin, canh bao cua minh; ki€én nghi
c0 quan nha nudc c6 thdm quyeén xi 1y vi
pham phap luat vé bao vé quyén 1gi ngudi
tiéu dung;
g) Dai dién cho nguoi tiéu dung thiic hién
khéi kién vu 4n dan sy vé bao vé quyeén
1gi ngudi tiéu dung khi co6 yéu cau va uy
quyeén theo quy dinh ctia phap luat;
h) Ty minh khéi kién vy 4n dan sy ve
bdo vé quyeén Igi ngudi tiéu dung vi 1gi
ich cong cong khi dap ting dieu kién quy
dinh tai khoan 2 Diéu nay;
i) T6 chtic dao tao nang cao nhan thtic va
kién thtic tiéu dung cho ngudi tiéu dung.
2. T8 chtic x4 hoi tham gia bao vé quyeén Igi
ngudi tiéu dung c6 quyeén ty minh khaéi kién
vy an dan sy vé bao vé quyeén 1gi ngudi tiéu
dung vi Igi ich cong cong khi c6 du cac dieu
kién sau day:
a) Duge thanh 1ap hgp phap theo quy
dinh cta phéap luat;
b) Co ton chi, muc dich hoat dong vi
quyeén lgi ngudi tiéu dung hoic vi Igi ich
cobng cong lién quan dén quyeén 1gi ngudi
tiéu dung;
c) Co thoi gian hoat dong t6i thiéu 01
nam ké tit ngady t6 chic x4 hoi duge
thanh lap dén ngay t6 chiic x4 hoi thuc
hién quyeén ty khdi kién;
d) Co6 pham vi hoat dong tif c4p huyén
tré 1én.
bieu 51. Quyen cua t8 chitc xa hoi tham gia
bdo vé quyeén Igi ngudi tiéu ding
1. Tham gia cac hoat dong ki€ém tra lién
quan dén bao vé quyeén Igi ngudi tiéu ding
theo yéu cau ciia ¢d quan nha nudc cd thdm
quyen.
2. Ph61 hgp v61 cac ¢d quan, t6 chiic trong
hoat dong tham gia bdo vé quyén 1¢i ngusi
tiéu dung.
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3. bugc co quan quan 1y nha nudc thong béo
ké&t qua ti€p nhan, xt ly, bao mat thong tin
do minh cung cép, ki€n nghi.

4. Dugc dao tao, tap huan kién thtic, k¥ nang
ve hoat dong bao vé quyeén Igi ngudi tiéu
dung.

5. Gia nhap céac t6 chiic qudc t€ vé bao vé
quyen 1gi nguoi tiéu dung theo quy dinh cua
phép luat vé hoi va quy dinh khac cua phap
luat co lién quan.

6. Tham gia chuong trinh, d¢ an, de tai
nghién ctiu, tu van, phan bién, giam dinh x3
hoi va cac hoat dong khac lién quan dén bao
veé quyeén 1gi ngudi tiéu dung theo de nghi
cla c6 quan quan 1y nha nuéc cd thdm
quyeén.
bieu 52. Trach nhiém cua t6 chttc xa hoi
tham gia bao vé& quyen lgi ngudi tiéu dung

1. Tuan thu quy dinh cda Luat nay va quy
dinh khac cua phap luat cé lién quan.

2. Khong xam pham 1¢i ich cta Nha nudéc,
quyen, lgi ich hgp phap cua t6 chiic, cd nhan
trong qua trinh tham gia hoat dong bao vé
quyén lgi ngudi tiéu dung.
bigu 53. T8 chiic x4 hoi c6 ton chi, myc dich
tham gia bdo vé quyeén I¢i ngudi tiéu diung

1. T8 chtic x3 ho1 c6 tdon chi, muc dich tham
gia bdo vé quyeén Igi ngudi tiéu dung thuc
hién céc hoat dong quy dinh tai khodn 1
bieu 50 cua Luat nay.

2. T8 chitic x4 hoi ¢6 ton chi, myc dich tham
gia bdo vé quyeén 1gi ngudi tiéu dung duge co
quan quan ly nha nudc c6 thdm quyén giao
thuc hién hoat dong quy dinh tai cac diém a,
d, d, e, g, h va1 khoan 1 bieu 50 cua Luat
nay.

3. T8 chiic x4 hoi c6 ton chi, muc dich tham
gia bao vé quyeén lgi ngudi tiéu ding khong
dugce tit chdi tu van, hd trg nhitng khiéu nai
chinh dang cua ngudi tiéu dung.

Chuong V GIAI QUYET TRANH CHAP
GITA NGU'OI TIEU DUNG VA TO CHUC,
CA NHAN KINH DOANH

Muyc 1 QUY DINH CHUNG
bieu 54. Phuong thic giai quyé&t tranh chédp
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Q) =i @A KLIS sanmss
gitta ngudi tiéu dung va t6 chtic, ca nhan kinh | 7+e] ¥4 312 w24
doanh
1. Tranh chdp phat sinh gita ngudi tiéu dung | 1. 28] 2} A 52 sF= oA 2 7l 7
va t6 chiic, ca nhan kinh doanh dugc giai o] drAst A 3 7t 3o vkalo 7 3|4
quyé&t thong qua cac phuong thtic sau day: Eia=3
a) Thuong lugng; a) ¥
b) Hoa giai; b) &4
c) Trong tai; c) = A
d) Toa an. d) A
2. Khong duge thuong ligng, hoa giai trong 2.8 7t 59 AL A 2 xAHS 8 4 9
cac tridng hgp sau day: t},
a) Xam pham dén Igi ich qudc gia, dan a) 7 2 W59 o] = FelS F 3
toc, Igi ich cong cong; 3= A5
b) Vi pham dieu c4m cua luat hoic trai b) Hel 24 F+4& st AY A3 f-2
dao dtc x4 hoi; of Hkal= %
c¢) Gay thiét hai dén lgi ich ctia nhigu c) a5 P& v A 71 A E B¢
ngudi tiéu diung, trit trudng hgp xac dinh E A Q3 T AnjAbe] o] 94 T § &
day du s6 lugng ngudi tiéu dung bj thiét A A5
hai.
3. Phuong thiic gidi quyét tranh chdp gifta 3. 2~H| A} AL E 5 S = w2 sl 7
ngydi tieu ding va té chiic, ca nhan kinh o] B4 |4 whale A HE g wet
doanh dugc thyc hién theo hinh thtc tric i, 2249 e 1 9Fe] W o' o] Fof 3l
tiép, tryc tuyén hoic hinh thtic khac theo =3
quy dinh cua phép luat cé lién quan.
bigu 55. Trach nhiém cung cédp thong tin, tai | A55F 28|} AP SFE 3= G 2 7))

liéu trong qué trinh giai quyé&t tranh chép
gifta ngudi tiéu ding va t6 chdc, c4 nhan kinh
doanh

1. Co quan, t6 chtic, ca nhan c6 lién quan cé
trach nhiém cung cédp day du, chinh xac va
kip thoi thong tin, tai liéu theo yéu cau cua
c0 quan nha nudc c6 thdm quyeén, t6 chic xa
hoi tham gia bao vé quyeén Igi ngudi tiéu
dung trong qud trinh giai quyé&t tranh chip
giffa ngudi tiéu dung va td chic, ca nhan
kinh doanh theo quy dinh cta phap luat.

2. Cd quan nha nudéc co6 thdm quyeén, td chtic
x4 hoi tham gia bao vé quyeén 1gi ngudi tiéu
dung c6 trach nhiém bao mat thong tin, tai
litu duge cung cdp theo quy dinh cta phap
luat.

Muyc 2 THUONG LUQONG
Pigu 56. Yéu ciu va ti€p nhan thuong lugng

1. Ngudi tiéu ding c6 quyén yéu cau to
chtic, ca nhan kinh doanh thuong lugng.
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Q) =i @A KL saezzss
2. T6 chiic, ca nhan kinh doanh phai tiép 2. Ak %l%-% sk WAl B 7RIS ASTE At
nhan yéu cau thuong ligng ciia nguidi tiéu Aol whef Anjake] dAF QA& Hgslo]of
diing theo quy dinh tai Dieu 57 cua Luat ia=s

nay.

3. Trudng hgp t6 chiic, ca nhan kinh doanh 3. )R] Al delo] e uf AFFE
khong tra 181 yéu cau thuong lugng ctia ngudi | &< o= WA ‘3‘< 7H Qlo] A572 FA ol u&
tiéu ding theo quy dinh tai Dieu 57 cua Luat | 28] 2] FAF QAo $-3}4] o}y 3 A} A
nay hoic tit chdi thuong ligng ma khong co 933k ALS- glo] FAS ARSI E AS An)A)
¥ do chinh dang, ngusi tiéu dung cé quyeén = 2nA dy 230 A3k =71 @ 7|33
yéu cau cd quan quan 1y nha nudc ve bao vée | A2B|AF @] B3l Fodst= A3 whAo] &
quyen lgi ngudi tiéu ding, t6 chic x3 hoi A ALE AT A8 E 7R

tham gia bao vé quyén Igi ngudi tiéu diung ho
trg thuong lugng khi quyeén, 1¢i ich hgp phap
cta minh bi xadm pham.
bieu 57. Trinh ty, tha tyuc thuong ligng

1. Ngudi tiéu dung giii yéu cau thuong lugng
va thong tin, tai liéu lién quan (néu c6) dén
td chtic, ca nhan kinh doanh tai try s& chinh,
chi nhanh, vin phong dai dién, dia diém kinh
doanh, trang thong tin dién t® hodc thong
qua phuong thtic lién lac khac do t8 chtic, ca
nhan kinh doanh d3 cong khai hodc dang ap
dung.

2. T8 chtic, c4d nhan kinh doanh c6 trach
nhiém ti€p nhan, ti€n hanh thuong lugng véi
ngudi tiéu dung trong thoi han 07 ngay lam
viéec ké tit ngdy nhan dugc yéu cau.

3. Trong trudng hgp quy dinh tai khoéan 3
bieu 56 cua Luat nay, ngudi tiéu dung gui
yéu cau hd trg thuong lugng va thong tin, tai
liéu lién quan béng hinh thtic tryc ti€p hodc
qua duong buu dién hodc tryc tuyén dén co
quan quan ly nha nudc vé bao vé quyeén Igi
nguoi tiéu dung, t6 chiic xa hoi tham gia béo
veé quyeén lgi ngudi tiéu dung.

4. Trong thoi han 07 ngay lam viéc ké tit
ngdy nhan dugc yéu cau cua ngudi tiéu dung,
cd quan quan 1y nha nui6c vé bdo vé quyén
1g1 ngudi tiéu dung, t6 chitic xa hoi tham gia
bao vé quyeén 1gi ngudi tiéu dung cb trach
nhiém chuyén yéu cau clua ngudi tiéu dung
dén t6 chiic, ca nhan kinh doanh dugc yéu
cau thuong lugng.

5. T6 chtic, ca nhan kinh doanh c6 trach
nhiém tién hanh thuong lugng v61 ngudi tiéu
diung trong thoi han 07 ngay lam viéc ké ti
ngay nhan dugc yéu cau va thdong bdo bing
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van ban k&t qua thuong lugng dén co quan
quan ly nha nudc vé bao vé quyeén 1gi ngusi
tiéu dung, t6 chc x3 hoi tham gia bao vé
quyeén lgi ngudi tiéu dung trong thdi han 05
ngdy lam viéc ké tit ngay ké&t thiuc thuong
lugng.
6. Trudng hop tit chéi yéu cau thuong lugng
clia ngudi tiéu dung, trong thoi han 07 ngay
lam viéc k& t ngay nhan dugc yéu cau
thuong lugng, t6 chiic, cd nhan kinh doanh
phai tra 161 bdng van ban va néu ro ly do.
bieu 58. Trusng hgp khong ti€p nhan va giai
quyé&t yéu ciu hd trg thuong lugng
1. Ngudi tiéu dung la ngusi chua thanh nién,
ngudi mat nang lygc hanh vi dan sy hoic han
ché& nang lyc hanh vi dan sy hoic c6 kho
khén trong nhan théc, lam cht hanh vi ma
khong c6 ngudi dai dién hgp phéap.
2. Ngusi yéu cau hd trg thuong lugng khong
phai 1a ngudi tiéu dung hodc ngudi dai dién
hgp phép cua ngudi tiéu dung.
3. Ngudi tiéu dung khoéng cung cdp day du
thong tin, tai lieu dé xac dinh chinh xac té
chtic, ca nhan c6 lién quan hoic bing chiing
lién quan dén giao dich.
4. Noi dung yéu cau ho trg thuong lugng
khong thudc thdm quyeén cta c¢d quan quan
Iy nha nudc ve bdo vé quyeén Igi ngudi tiéu
dung hoic muc dich, pham vi, 1inh vyc hoat
dong cua td chiic xa hoi tham gia bao vé
quyeén lgi ngudi tiéu dung.
5. Yéu cau ho trg thuong lugng da duge co
quan nha nudc c6 thdm quyeén, t6 chtic xa
hoi tham gia bdo vé quyeén 1gi ngudi tiéu
dung giai quyét.
bieu 59. Quyen va trach nhiém ctia cac bén
trong qua trinh thuong lugng
1. Trong qua trinh thuong lugng, ngudi tiéu
ding va t6 chiic, cd nhan kinh doanh c6
quyén sau day:
a) Dong ¥ hoic tit chsi tham gia thuong
lugng theo quy dinh cua Luat nay;
b) Lita chon thdi gian, hinh thtic thiong
lugng;
¢) Yéu cau tam diing hodc chdm dut
thuong lugng;
d) Yéu cau git bi mat vé viéc thuong
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lugng;
d) Duge ty do bay té ¥ chi vé ndi dung
thuong lugng;
e) Quyen khac theo quy dinh cia Luat
nay va quy dinh khac cua phép luat c6
lién quan.
2. Trong qué trinh thuong lugng, ngudi tiéu
ding va td chiic, cd nhan kinh doanh c6
trach nhiém sau day:
a) Tién hanh thuong ligng theo quy dinh
cua phap luat va phu hgp v6i dao dic xa
hoi, quyeén, trach nhiém cdng dan, van
hoa kinh doanh;
b) Trinh bay dung s¢ that cac tinh tiét
clia tranh chép, cung cdp thong tin, tai
lieu c6 lién quan dén vu tranh chédp;
¢) Thyc hién két qué thuong ligng thanh
trén nguyén tic trung thyc, thién chi;
d) Trach nhiém khac theo quy dinh cua
Luat nay va quy dinh khac ctia phap luat
c6 lién quan.
bigu 60. K&t qua thudng lugng
1. K&t qua thuong lugng cta td chtic, ca
nhan kinh doanh v&i ngudi tiéu diung duge
lap thanh van ban, trit truéng hgp cac bén co
thoéa thuan khéc.
2. Truong hop k&t qua thuong lugng duge lap
thanh vdn ban, van ban vé k&t qua thuong
lugng bao gom céc ndi dung sau day:
a) Cac bén tham gia thuong lugng;
b) Thoi gian, dia diém tién hanh thiong
lugng;
¢) Noi dung thuiong ligng;
d) Két qua thuong lugng;
d) Noi dung khac theo thoa thuan cua cac
bén phu hgp v6i quy dinh cta phap luat.
3. Trudng hop k&t qua thuong lugng duge lap
thanh van ban thi van ban phai c6 chit ky
ho#c diém chi ctua cac bén thuong lugng.

Muc 3 HOA GIAI

biéu 61. Trinh ty, tha tyuc hoa giai

1. T6 chtic, cd nhan kinh doanh va ngudi tiéu
dung c6 quyeén thoéa thuan lga chon bén thit
ba dé thyc hién viéc hoa gial.

2. Trinh ty, thu tuc hoa giai thyc hién theo
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quy dinh cua phap luat vé hoa giai.
bigu 62. Nguyén t4c thiyc hién hoa giai
1. B4do dam khach quan, trung thuyc, thién
chi, binh ding, cdong bing, ty nguyén; khong
duge ép budc, ltta doi.
2. T8 chic, ca nhan ti€n hanh hoa gidi, cac
bén tham gia hoa giadi phai bdo dam bi mat
thong tin lién quan dén viéc hoa giai, trit
trudng hgp cac bén cé thoa thuan khac hoic
phép luat c6 quy dinh khéc.
bieu 63. T8 chic hoa giai
1. TG chtic hoa giai tranh chédp gifia ngudi
tiéu ding va té chtic, cad nhan kinh doanh bao
gom:
a) T6 chtic xa hoi tham gia bao vé quyén
1¢i ngudi tiéu dung;
b) T6 chiic hoa giai theo quy dinh cta
phap luat vé hoa giai thuong mai, phap
luat ve hoa giai tai co s&, phap luat ve
hoa giai tai toa an;
¢) T6 chiic khac co chtic ndng hoa giai
tranh chép gitta ngudi tiéu dung va té
chtic, ca nhan kinh doanh theo quy dinh
cua phéap luat.
2. T8 chtic hoa giai theo quy dinh tai diém a
va diém c khoan 1 Dbiéu nay co6 trach nhiém
cdng nhan, cong bd Danh sich hoa giai vién
du dieu kién theo quy dinh cua Luat nay va
chi dinh céc hoa giai vién tham gia thyc hién
viéc hoa giai theo yéu cau ciia cac bén.
bieu 64. Hoa giai vién
Hoa giai vién hoa giai tranh chédp gitfa ngudi
tiéu diing va té chtic, cad nhan kinh doanh bao
gom:
1. Hoa giai vién theo quy dinh ctia phap luat
ve hoa giai co6 lién quan;
2. Hoa giai vién thudc t6 chtic quy dinh tai
diém a va diém c khoan 1 bieu 63 cua Luat
nay la cong dan Viét Nam dap ting du cac
diéu kién sau day:
a) C6 ning lyc hanh vi dan sy day du;
b) Co6 phdm chat dao dtc t6t, trung thyc,
co uy tin;
c) C6 k¥ ning hoa giai, hiéu biét phap
luat vé bao vé quyeén Igi ngudi tiéu dung
va phap luat khac co lién quan;
d) Khong dang trong thoi gian bi truy
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cu trach nhiém hinh sy hodc da bi ké&t
4n ma chua dugc x6a an tich.
3. Truong hgp tranh chép gitta ngudi tiéu
dung va t6 chtic, cd nhan kinh doanh ma co6
ngudi dan toc thiéu s6 thi phai cé it nhit 01
hoa giai vién la ngudi dan toc thiéu s6 hoic
1a ngudi st dung thong thao ti€ng ctia dan
toc thiéu sd do.
Trudng hgp khong c6 hoa gial vién dap tng
yéu cau tai khoan nay thi cac bén tham gia
hoa giai ty bd tri phién dich hodc de nghi
hoa giai vién b6 tri phién dich, trit trudng
hgp céc bén c6 thda thuan khéc.
bieu 65. K&t qua hoa giai
1. Khi dat dugc k&t qua hoa giai thanh, cac
bén 1ap van ban ve k&t qua hoa giai thanh.
2. Vian ban vée két qua hoa giai thanh d61 v6i
truong hgp quy dinh tai diém a va diém c
khoan 1 bieu 63 cua Luat nay phai co céac
nodi dung sau day:
a) T6 chtic, ca nhan tién hanh hoa giai;
b) Cac bén tham gia hoa giai;
c) Thoi gian, dia diém ti€én hanh hoa giai;
d) Noi dung hoa giai;
d) Y kién ctia cac bén tham gia hoa giai;
e) K&t qua hoa giai va giai phap thuyc
hién;
g) Thoi han thyc hién két qua hoa giai
thanh;
h) Noi dung khac theo thoa thuan cua cac
bén phu hgp v6i quy dinh ctia phap luat.
3. Van ban ve két qua hoa giai phai c6 chit
ky hodc diém chi ctia cac bén tham gia hoa
gidl, ¢6 chit ky xac nhan cua ca nhan tién
hanh hoa giai va dong ddu xac nhan cua té
chtic ti€én hanh hoa giai (néu co).
biedu 66. Thyc hién va cong nhan k&t qué hoa
giai thanh
1. Cac bén tham gia hoa giai co trach nhiém
thuc hién két qua hoa giai thanh trong thoi
han d3 thoa thuan trong van ban ve két qua
hoa giai thanh.
2. Mot trong cac bén tham gia hoa gial co
quyeén yéu cau Toa an ra quyé&t dinh cong
nhan k&t qua hoa giai thanh.
3. Viéc yéu cau va codng nhan k&t qua hoa
gial thanh thyc hién theo quy dinh cua phap
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luat veé t8 tung dan suy.
Muyc 4 TRONG TAI

bigu 67. Hiéu lygc ctia dieu khoan trong tai
1. T8 chtic, ca nhan kinh doanh phai théng
bao ve diéu khoan trong tai truéc khi giao
k&t hgp dong va duge ngudi tiéu dung chép
thuan.
2. Truong hgp dieu khodn trong tai do t8
chitc, ca nhan kinh doanh duva vao hgp dong
theo mau hodc diéu kién giao dich chung thi
khi xay ra tranh chép, ngudi tiéu dung co
quyen lyga chon phuong thiic gidl quyé&t tranh
chédp khac.
bieu 68. Trinh ty, thid tuc gidi quyét tranh
chép tai trong tai
Trinh ty, tha tuc gidi quyét tranh chdp tai
trong tai dugce thyc hién theo quy dinh cua
phap luat veé trong tai thuong mai.
bigu 69. Nghia vu chitng minh
1. Ngudi tiéu dung c6 nghia vy cung cap
chiing ct va chiing minh dé bao vé quyeén,
g1 ich hgp phéap ctia minh theo quy dinh cua
phap luat, trt viéc chiing minh 181 cia td
chiic, ca nhan kinh doanh.
2. T8 chtic, ca nhan kinh doanh c6 nghia vu
chttng minh minh khong c6 161 gy ra thiét
hai theo quy dinh cua phép luat.

Muc 5 GIAI QUYET TRANH CHAP TAI
TOA AN

biegu 70. Vy an dan sy vé bao vé quyeén lgi
ngudi tiéu diung

1. Vu 4n dan sy veé bao vé quyeén lgi ngusi
tiéu dung la vy 4&n ma bén khdéi kién 1a ngudsi
tiéu ding hodc t6 chiic x4 hoi tham gia bao
vé quyeén lgi ngudi tiéu dung theo quy dinh
tai Luat nay.

Toa an gial quyé&t vy an dan sy vé bao veé
quyeén lgi ngudi tiéu dung theo trinh ty, thu
tuc quy dinh tai Bo luat T6 tung dan sy.

2. Vu an dan sy vé bao vé quyén 1gi ngudi
tiéu dung co6 gia tri giao dich dudéi 100 triéu
dong thi duge gial quyét theo thu tuc rat gon
ma khong phai dap tng cac dieu kién quy
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dinh tai khoan 1 bieu 317 cua Bo luat T4

tung Dan sy.

3. Vu an dan sy vé bdo vé quyeén lgi ngudi .ol Z A2 sl E A oY TF= AH|AF
tiéu dung khong thuoc trudng hop quy dinh A Bof B3 UALASL MIALASW,
tai khoan 2 Dieu nay duge giai quyét theo A317FA 18}l HA|E RE o] ==
thu tuc rat gon khi dap tng du cac dieu kien | & 4% 22 dxleo] wel 2= 4= ot
quy dinh tai khoan 1 biéu 317 cua Bo luat

T6 tung dan suy.

Pbigu 71. An phi d6i v6i vy 4n dan sy ve bao 21]71 28z A8 B350 B3 WAL S 9
vé quyen lgi ngudi tiéu dung 4 H|-&

1. An phi d6i v6i vu an dan sy vé bao vé 1 /\H] A A Hgo #e WALAFS] A%
quyeén 1¢i ngudi tiéu ding duge thige hién v 2 A7 v)Le A4 ug 2 Qg ug
theo quy dinh ctia phap luat ve an phi, 1é phi | o &3 HE % o] H FA o W},

Toa an va quy dinh cua Luat nay.

2. Ngudi tieu dung khoi kién vy 4n dan syg 2. 2B A= APale] st HelS H 3]
bao vé quyen, 1gi ich hgp phap ctia minh, t6 sl WMALASS A 7|8kar, A8 A HE] B
chiic x4 hoi tham gia bdo vé quyen lgi ngusi | <o FroJsh= AL WA= AR d8] HE
tiéu dung dai dién cho ngudi tiéu dung theo E 98t AR Al 9195 wo} RIALAS
iy quyén khéi kién vy an dan sy vé bdo ve S A7 5 Y= PIL AL Qo A
quyeén 1gi ngudi tiéu dung khong phéi ndp % 8] 88 v)g] % E3}A] o}y 3},

tién tam dng an phi.

3. T8 chtic x4 hoi tham gia bao vé quyeén lgi | 3. 322 ¢Y3le] An|A A B30 #3k 7l
ngudi tiéu dung khai kién vy an dan sy ve AL adS A 7)6E M)A HE B Zo]
bao vé quyen lgi ngudi tiéu dung vi 1gi ich e AL P A= A% v 8L v)g A&
cong cong khong phai nodp tién tam ing an U 2 8-S A5 " avt gl

phi, khong phai chiu an phi.
bieu 72. Cong khai théng tin v& vy 4n dan sy
ve bao vé quyeén lgi ngudi tiéu dung vi 1gi ich
cong cong do t6 chiic x3 hoi tham gia bdo vé
quyen 1gi ngudi tiéu ding khéi kién

1. T8 chtic x4 hoi tham gia bao vé quyeén Igi
nguol tiéu dung khdi kién vy an dan sy vé
b&o vé quyeén 1gi ngudi tiéu dung vi Igi ich
cdng cong co6 trach nhiém codng khai thong
bao thu 1y vu 4n cua Toda an vé viéc khai
kién trong thoi han 07 ngay lam viéc ké tu
ngady Toa an thu Iy.

2. Viéc codng khai théng béo thu 1y vu an
duge thyc hién bing hinh thitc niém yé&t tai
tru s@d va dang tai trén trang thong tin dién
tf, phan mém @ng dung (néu co6) cua té
chtic x4 hoi tham gia bao vé quyén Igi ngudi
tiéu dung t61 thiu 15 ngay ké ti ngay niém
yét, dang tai.

3. Trong thoi han 07 ngdy lam viéc ké ti
ngay ké&t thic vu an, t6 chic x4 hoi tham gia
bao vé quyeén Igi ngudi tiéu dung cé trach
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nhiém cong khai k&t qua giai quyét vu an
theo hinh thiic, thoi han quy dinh tai khoan 2
Diéu nay.
bieu 73. Tien bdi thudng thiét hai trong vy
4n dan sy vé bao vé quyeén lgi ngudi tiéu
diing vi 1gi ich cong cong do t8 chitc x3 hoi
tham gia bdo vé quyen lgi ngudi tiéu dung
khéi kién

1. Tién boi thuong thiét hai va d6i tuong thu
huéng trong vy an dan sy vé bdo vé quyén
1gi ngudi tiéu dung vi 1gi ich cong cong do t§
chtic xa hoi tham gia bdo vé quyén Igi ngudsi
tiéu dung khai kién duge thyc hién theo ban
an, quyét dinh cua Toa an.

2. Trong trudng hgp khong xac dinh duge
d6i1 tugng thy husng, tién bdi thuong thiét
hai trong vy 4n dan sy vé bao vé quyeén Igi
nguoi tiéu dung vi Igi ich cong cong do t6
chitc x4 hoi tham gia bao vé quyeén 1¢i ngudi
tiéu dung khai kién dugc st dung dé phuc vu
cho cac hoat dong chung vi quyeén 1gi ngusi
tiéu dung theo quy dinh cua Chinh phu.

Chuong VI QUAN LY NHA NUGC VE BAO
VE QUYEN LI NGU'GI TIEU DUNG

bieu 74. Trach nhiém quan 1y nha nui6c veé
bao vé quyen Igi ngudi tiéu dung

1. Chinh pht thong nhat quan 1y nha nuéc veé
b&o vé quyeén Igi ngudi tiéu dung.

2. Bo Cong Thuong la cg quan dau mdi giup
Chinh phu théng nhat quan ly nha nuéc vé
b&o vé quyeén Igi ngudi tiéu dung.

3. B0O, co quan ngang B0, trong pham vi
nhiém vy, quyén han cua minh, c6 trach
nhiém trién khai hoat dong bao vé quyeén lgi
ngusi tiéu dung trong linh vyc duge phan
cbng quan ly, phéi hgp v61 Bo Cong Thuong
thyc hién quan 1y nha nuéc vé bao vé quyén
1g1 ngudi tiéu dung.

4. Uy ban nhan dan cac cép, trong pham vi
nhiém vy, quyén han ctia minh, thyc hién
quan ly nha nudc vé bao vé quyeén 1gi ngusi
tiéu dung tai dia phuong.
biedu 75. Tréach nhiém ctia B Cong Thitong
1. Ban hanh theo thdm quyeén hoic trinh co
quan nha nuéc c6 thdm quyeén ban hanh va té
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chttic thiyc hién chinh sach, phap luat, chién
luge, k& hoach, dy an, dé an, chuong trinh,
hoat dong cdp qudc gia vé bao vé quyeén lgi
ngudi tiéu diung; thuc ddy san xudt va tiéu
dung bén vitng huéng dén kinh t€ xanh, kinh
t€ tuan hoan; khuyé&n khich, thiuc ddy dau tu,
san xudt, phan phoi, xuat khdu, nhap khiu
san phdm, cdong nghé than thién moi truong,
thuc hanh kinh doanh c¢6 trach nhiém vi
ngudi tiéu dung phu hgp véi 10 trinh hoi nhap
qudc té€ va thyc hién cac dieu w6c qudc t& cod
lién quan.

2. T6 chic thyc hién tuyén truyén, phd bién,
gido duc kién thiic va phap luat veé bao vé
quyeén lgi ngudi tiéu dung; tu van, ho trg va
nang cao nhan thtic vé bao vé quyeén Igi
nguoi tiéu dung; dao tao ngudn nhan lyc, boi
dudng nghiép vy phuc vu cong tac bao vé
quyen lgi ngudi tiéu dung.

3. T8 chiic hoat dong khao sat, thit nghiém;
cdng bd két qua khao sat, thit nghiém chat
lugng san phdm, hang hoa, dich vu; thong
tin, canh bdo cho ngudi tiéu diung vé san
phdm, hang hoéa, dich vu trong linh vyc dugce
phan cong quan ly.

4. Xay duyng co s¢ dit liéu thong tin qudc gia
veée bao vé quyeén 1¢gi ngudi tiéu dung.

5. Thyc hién viéc giao nhiém vu cho td chtic
x4 hoi ¢6 ton chi, muc dich tham gia bao vé
quyeén lgi ngudi tiéu dung theo quy dinh tai
khoéan 2 Dieu 53 ctia Luat nay va quy dinh
cua luat khac co lién quan.

6. Quan 1y hoat dong bao vé quyeén 1gi ngudi
tiéu dung cua t6 chic x4 hoi tham gia bao vé
quyén lgi ngudi tiéu dung, t6 chiic hoa giai
ve bao vé quyeéen Igi ngudi tiéu dung theo
quy dinh cua phép luat.

7. Xay dyng co ché& phoi hgp véi cac Bo, co
quan ngang B0 co lién quan dé trién khai cac
hoat dong ve bao vé quyén Igi ngudi tiéu
dung theo thdm quyeén.

8. Yéu cau cac B, cd quan ngang Bo, Uy
ban nhan dan cép tinh bdo cao dinh ky, dot
xudt vé cong tac bao vé quyeén lgi ngudi tiéu
dung, téng hgp bao cdo cd quan nha nubc co
thdm quyeén.

9. Kiém soéat hgp dong theo méiu, dieu kién
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giao dich chung theo thdm quyeén.
10. Thanh tra, kiém tra, gidi quyé&t khi€u
nai, t6 cdo va xt ly vi pham phéap luat vé bao
vé quyeén Igi ngudi tiéu dung theo thdm
quyeén.
11. Thyc hién hgp tac qudc té& veé bao vé
quyén lgi ngudi tiéu dung.
bigu 76. Trach nhiém cila cac B9, cd quan
ngang Bo
1. Thyc hién trach nhiém quy dinh tai céac
khoan 1, 2, 3, 5, 6, 10 va 11 bieu 75 cua
Luat nay trong linh vyc dugc phin cong
quan 1y; phoi hgp vl Bo Cong Thuong thuc
hién trach nhiém quy dinh tai khoan 4 va
khoan 9 Diéu 75 cua Luat nay.
2. Chu tri, phoi hgp vl Bo Cong Thuong xay
diyng va trién khai thyc hién cac hoat dong
vé bdo vé quyeén 1gi ngudi tiéu dung theo
thdm quyeén trong linh vic dugc phan cong
quan 1y.
bigu 77. Trach nhiém cta Uy ban nhan dan
cac cip
1. Uy ban nhan dan c4p tinh c6 trach nhiém
sau day:
a) Thyc hién trach nhiém quy dinh tai
cac khoan 1, 2, 3,5, 6,9, 10 va 11 bieu
75 cua Luat nay theo thdm quyeén tai dia
phuong; phoi hgp véi Bo Cong Thuong
thic hién trach nhiém quy dinh tai khoan
4 bieu 75 cua Luat nay;
b) Ban hanh quy ché& phdi hgp quan 1y
nha nuéc vé bao vé quyeén 1gi ngudi tiéu
dung va ti€p nhan, giai quyét phan anh,
yéu cau, khi€u nai ctia ngudi tiéu dung tai
dia phuong;
¢) Huéng dan chuyén mon, nghiép vy dé
c0 quan quan ly nha nudc vé bao vé
quyeén 1gi ngudi tiéu dung cdp huyén thyc
hién cac noi dung lién quan dén bao vé
quyeén 1gi ngudi tiéu duang;
d) Tham gia hgp tac qudc té vé bao vé
quyén lgi ngudi tiéu dung theo phan cong,
phan cdp hodc hgp tac qudc té& vl dia
phuong cua cac qudc gia c6 chung dudng
bién gi6i theo quy dinh ctia phap luat.
2. Uy ban nhan dan c4p huyén cé trach
nhiém sau day:
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a) Thuyc hién trach nhiém quy dinh tai
khoan 10 Diéu 75 cua Luat nay theo
thd8m quyeén tai dia phuong;
b) Tuyén truyén, phé bién, gido duc kién
thtic va phap luat vé bao vé quyeén lgi
ngudi tiéu ding; tud van, hd trg va nang
cao nhan thttic vé bao vé quyeén Ig1 ngudi
tiéu dung tai dia phuong;
¢) Kiém tra hoat dong cta t6 chtic xa hoi
tham gia bdo vé quyeén Igi ngudi tiéu
dung thudc thdm quyén quan ly tai dia
phuong;
d) Quéan 1y theo thdm quyen d6i v6i cac
chg, trung tdm thuong mai trén dia ban
dé bao vé quyeén 1gi ngudi tiéu dung khi
nguoi tiéu dung mua, st dung san phdm,
hang hoéa, dich vu tai cac dia diém nay;
d) Huéng dan chuyén mon, nghiép vu dé
Uy ban nhan dan c4p xa thyc hién cac
bién phap can thiét dé€ bao vé quyeén Igi
ngudi tiéu ding khi ngudi tiéu dung mua,
st dung san phdm, hang hoéa, dich vu cua
cac ca nhan hoat dong thuong mai ngoai
pham vi chg, trung tdm thuong mai;
e) Bao cdo ké&t qua thic hién quan 1y nha
nudc vé bao vé quyeén Igi ngudi tiéu ding
trén dia ban theo dinh ky hodc theo yéu
cau cua cd quan nha nudc c6 thdm quyén
cidp trén,;
g) Ban hanh quy ché& phdi hgp quan 1y
nha nuGc vé bao vé quyén Igi ngudi tiéu
diing tai cac cd quan nha nugc cdp huyén.
3. Uy ban nhan dan cdp xa c6 trach nhiém
sau day:
a) Thyc hién trach nhiém quy dinh tai
diém b khoan 2 Diéu nay tai dia phuong;
b) Kiém tra hoat dong ctia cac ban quan
Iy chg, thuong nhan kinh doanh chg trén
dia ban trong viéc thyc hién noi dung bao
veé quyeén lgi ngudi tiéu dung trong ndi
quy cua chg theo quy dinh cua phap luat.
Trong truong hgp khong c6 Ban quan ly
chg, thuong nhan kinh doanh chg thi Uy
ban nhan dan cdp x4 co6 trach nhiém thyc
hién céc bién phap dé bao vé quyeén lgi
ngudi tiéu ding trong pham vi chg;
¢) Quéan 1y, kiém tra hoat dong ctia cac
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cé nhan hoat dong thuong mai doc lap,
thuong xuyén, khong phai diang k¥ kinh
doanh hoat dong tai dia phuong ngoai
pham vi chg, trung tam thuong mai dé
bdo vé quyeén Igi ngudi tiéu dung;

d) Tiép nhan thong bao cua td chiic hoat
dong ban hang khong tai dia diém giao
dich thuong xuyén va kiém tra, theo doi
hoat dong ban hang khong tai dia diém
giao dich thudng xuyén trén dia ban theo
quy dinh cua Luat nay;

d) X 1y vi pham vé bdo vé quyén lgi
ngudi tiéu ding theo thdm quyeén va theo
quy dinh cua phap luat;

e) Tuyén truyen, khuyén khich dé ca
nhan hoat dong thiong mai trong pham vi
chg, trung tdm thuong mai; tao diéu kién
dé& c4 nhan hoat dong kinh doanh trong
pham vi chg.

Chuong VII PIRU KHOAN THI HANH

bigu 78. Stra d6i, b6 sung mot s6 dieu cua
B0 luat T6 tung dan sy s6 92/2015/QH13 da
dugc stia @61, b6 sung mot sd digu theo Bo
luat s6 45/2019/QH14, Luat
s6 59/2020/QH14 va Luat
s6 13/2022/QH15
1. Stta d61, b6 sung diém b khoan 3 Diéu
191 nhu sau:
“b) Tién hanh thua tuc thu Iy vy an theo
tht tuc thong thudng hoic theo thu tuc
rat gon néu vy an c6 da diéu kién dé giai
quyé&t theo thu tuc rat gon quy dinh tai
khoan 1 hodc khoan 5 biéu 317 cua Bo
luat nay;’.
2. Stia d61, b6 sung mot s6 khoan cua Diéu
317 nhu sau:
a) Stia d6i, b6 sung doan mé dau khoan 1
nhu sau:
“1. Trit truong hop quy dinh tai khoan 5
bieu nay, Toa an gidi quyét vy an theo
thu tuc rat gon khi c6 du cac diéu kién
sau day:”;
b) B6 sung khoan 5 vao sau khoan 4 nhu
sau-
“5. Dieu kién ap dung thd tuc rat gon

60

522 54 ohsta A%

A 5B
AE o)Roln EgA-grHow
59 o el BEL Bl
o

@) o % el whak A
7} obd 3ol A Bl sk
SR R EDEE
7} obd ol Al o] ol ats

B ol A
AL gestar, Al
AL %A

= -0

A7 A =%

A 782 HE A|45/2019/QH1435., A
59/2020/QH143 2 #13/2022/QH1535 ¢ o}
2 A8 Z3o] MA-BARA MIAAEH, A
92/2015/QH13%5 9] & %3S MA-B

[e)

3} =

[}

A 191 %A 38#b
=

“b) #A317ZFA13} B=+= A5
21 A apol| whet A e 5= 9l
o A4S Yk Aaf == oF

whet Al RS AR g

L. g the) ol g
3l
)

2

o WA=
=%

Aol

2
A

A

L

e
oF
=

Q)
=

2. A317%9]
B kst




Q SR A @ AMIAE A 2 e

=|I-I

oo

Bl

trong viéc gial quyét vu an dan sy ve bao
vé quyeén Igi ngudi tiéu dung cbd gid tri
giao dich duéi 100 triéu dong duge thuc
hién theo quy dinh tai khoan 2 Diéu 70
ctia Luat Bao vé quyeén 1gi ngudi tiéu
dung.”.
bigu 79. Hiéu Iygc thi hanh
1. Luat nay co6 hiéu lgc thi hanh t ngay 01
thang 7 nam 2024.
2. Luat Bao vé quyen 1gi ngudi tiéu dung
s6 59/2010/QH12 da dugc stia d6i, bd sung
mot s6 dieu theo Luat
s6 35/2018/QH14 hét hiéu lyc ké tit ngay
Luat nay co6 hiéu lgc thi hanh, trit triudng hgp
quy dinh tai diém a khoan 1 va khoan 2 biéu
80 cua Luat nay.
bigu 80. bigu khoan chuyén tié&p
1. Dai v6i giao dich gifta td chiic, cid nhan
kinh doanh va ngudi tiéu dung duge xac 1ap
triudc ngay Luat ndy c6 hiéu lyc thi hanh thi
viéc ap dung phap luat duge thyc hién nhu
sau-
a) Giao dich giifa t6 chtic, ca nhan kinh
doanh va ngudi tiéu dung chua duge thyc
hién ma c6 nodi dung, hinh thic khac véi
quy dinh ctia Luat nay thi cc bén tiép
tuc thuc hién theo quy dinh cua Luat Bao
vé quyeén lgi ngudi tiéu dung
s6 59/2010/QH12 da dugc stia dsi, bd
sung mot s6 diéu theo Luat
s§ 35/2018/QH14. Trusng hgp cac bén
c6 théa thuan maéi ve viéc sta doi, bd
sung ndi dung, hinh thtic cua giao dich thi
phai bao dam phu hgp v61 Luat nay va ap
dung quy dinh ctia Luat nay ké ti ngdy
Luat nay co6 hiéu lgc thi hanh.
Giao dich gifta t6 chiic, ca nhan kinh
doanh va ngudi tiéu dung dang duge thyc
hién ma c6 nodi dung, hinh thic khac véi
quy dinh cua Luat nay thi 4p dung quy
dinh cua Luat Bao vé quyeén 1gi ngudi tiéu
dung s6 59/2010/QH12 da dugc stta déi,
b8 sung mot s6 dieu theo Luat
s6 35/2018/QH14;
b) Giao dich gifta t6 chtic, ca nhan kinh
doanh va ngudi tiéu dung chua duge thic
hién hodc dang dugc thuyc hién ma c6 noi
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ctia Luat nay thi 4p dung quy dinh cua
Luat nay.
2. D61 v6i hgp dong theo méau, diéu kién giao
dich chung d3 dugc cong khai, 4p dung d6i
v@l ngudi tiéu diung tride ngay Luat nay cod
hiéu lygc thi hanh thi viéc ap dung phép luat
duge quy dinh nhu sau:
a) Hop dong theo mau, dieu kién giao dich
chung khong thudc truong hgp phai dang ky
theo quy dinh cua phap luat, t6 chtc, ca
nhan kinh doanh phai hoan thanh viéc stta
d6i, b6 sung noi dung, hinh thiic cia hgp
dong theo mau, dieu kién giao dich chung va
cong khai d€ phu hgp v6i quy dinh cta Luat
nay truéc ngay 31 thang 12 nam 2024;
b) Hgp dong theo mau, dieu kién giao dich
chung thudc truéng hgp phai ddng ky theo
quy dinh cua phap luat tai thoi diém Luat
nay c6 hiéu lygc thi hanh, t8 chic, ca nhan
kinh doanh phai hoan thanh viéc dang ky hgp
dong theo mau, dieu kién giao dich chung
phtu hgp v61 quy dinh cta Luat nay trudc
ngdy 31 thang 12 nam 2024.
Luat nay duge Qudc hoi nude Cong hoa xa
hoi chu nghia Viét Nam khoa XV, k¥ hop thi
5 théng qua ngay 20 thing 6 ndm 2023.
CHU TICH QUOC HOI
(P ky)
Viong Pinh Hué
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