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bigu 1. Pham vi diéu chinh A1Z. HY
Luat nay quy dinh vé quyén va| ©] H< AH|xe] At o,
nghia vy cia ngudi tiéu dung; A2B|A} &% &98 7AHste
trach nhiém cua t6 chiic, ca nhan 7§Q1, ©A|e] A<l ALw|xpe] A
kinh doanh hang hoéa, dich vy dsi | 2] H.zo] =t 10}‘“ AL3] eHA) €]
v6i ngudi tiéu dung; trach nhiem Y, 3% 8492 Ast= 7
cia t6 chtic x3 hoi trong viec | Q1-©A|-AH[RF 7He] A 4
tham gia bao vé quyen 1gi ngudi | A¥| A} #Hg] B #3h :?7}
tiéu dung; giai quyét tranh chap & g o] w3t FA43H
giffa nguoi tiéu dung va té chdc, | T

cd nhan kinh doanh hang hoa,
dich vu; trach nhiém qudan 1y nha
nidc vé bdo vé quyeén lgi ngusi
tiéu dung.

bieu 2. Dai tugng ap dung

Luat nay 4ap dung do6i vl nguoi
tiéu dung; t6 chtic, cad nhan kinh
co

doanh hang hoéa, dich vuy;
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KLIY et=HEddEe

quan, td chic, c4 nhan c6 lién
quan dén hoat dong bao vé quyén
1g1 nguot tiéu dung trén lanh tho
Viét Nam.

bieu 3. Giai thich tt ngit
Trong Luat nay, cac ti ngit dusi
day dugc hiéu nhu sau:
1. Nguoi tiéu dung la nguoi
mua, st dung hang hoéa, dich vu
cho muc dich tiéu dung, sinh
hoat ctia ca nhan, gia dinh, t6
chtc.
2. T6 chiic, cd nhan kinh doanh
hang hoa, dich vu la t8 chtic, cé
nhan thyc hién mot, mot sO
hodc tit ca cic cong doan cua
qua trinh dau tu, t0 san xuit
dén tiéu thu hang hoéa hodc
cung Ung dich vy trén thi
truong nham muc dich sinh 1gi,
bao gom:
a) Thuong nhan theo quy
dinh cua Luat thuong mai;
Cé hoat
thuong doc
thuong xuyén, khong phai
dang ky kinh doanh.
3. Hang hoa c6 khuyét tat la
hang hoa khong bdo dam an

b) nhan dong

mai lap,

toan cho ngudi tiéu duang, coO
kha ndng giy thiét hai cho tinh

mang, stc khoe, tai san cua
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Q SRA @ KA R A KLIS stamamg

ngudi tieu dung, ké ca truong U
hop hang hoa do duge san xudt =
theo dung tiéu chudn hoic quy &
chu4dn k¥ thuat hién hanh nhung &
chua phat hién dugc khuyét tat
tai thor diém hang hoa dugc
cung cdp cho ngudi tiéu dung,

bao gom:

a) Hang hoa san xuidt hang a) 7= AAZRE LA
loat c6 khuy&t tat phat Asto] A= FAYAL =
sinh ti thiét ké& k¥ thuat; N3

b) Hang héa don 1lé& co b) Ak THE, 5, A%
khuy&t tat phat sinh tu A A DA Ao
qua trinh san xudt, ché I T BE
bién, van chuyén, liu gif;

c) Hang hoa tiém 4n nguy c) g I F AdHE ¢
cd gidy midt an toan trong < 9ol &I A= =
qua trinh st dung nhung Foly Au| Rl Al F w3
khong c6 hudng dan, canh oHy, Havb 9l B

bao day du cho ngusi tiéu
dung.
4. Qudy r61 ngudi tiéu dung la| 4
hanh vi ti€p xtc truc ti€p hoic & A
gian tiép v6i ngudi tiéu diung dé | Y, AW
gi6i thiéu vé hang hoa, dich vy, | ¢
t6 chiic, c4 nhan kinh doanh | 89& Ast= 79, @A *
hang hoéa, dich vu hoic dé nghi| +
giao k&t hgp dong trai vei ¢ 7] $l8}h
mudn clia ngudi tiéu dung, gdy | —
can tr§, anh huéng dén cong| LSt}
viéc, sinh hoat binh thudng cua
nguoi tiéu dung.
5. Hop dong theo miu la hgp | 5. ‘A ol AW|Ape} 1L
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dong do t6 chiic, cd nhan kinh
doanh hang hoa, dich vu soan
thao dé giao dich vGi ngudi tiéu
dung.

6. Dieu kién giao dich chung la
nhitng quy dinh, quy tic ban
hang, cung Gng dich vy do té
chitc, c4 nhan kinh doanh hang
hoa, dich vu cong bs va ap dung
doi v6i ngudi tiéu dung.

7. Hoa giai 1la viéc gial quyét
tranh chdp gitta ngudi tiéu dung
va td chtic, ca nhan kinh doanh
hang hoa, dich vu thong qua
bén thi ba.

bitu 4. Nguyén t3c bao vé quyeén
101 ngudi tiéu ding
1. Bao vé quyeén Igi nguoi tiéu
dung la trach nhiém chung cua
Nha nu6c va toan xa hoi.
2. Quyeén lgi
dung dugc ton trong va bao vé

clla ngusi tiéu
theo quy dinh cua phap luat.

3. Bado vé quyén Igi cua ngudi
tiéu dung phai dugc thyc hién
kip thoi, cdong bang, minh bach,
dung phap luat.

4. Hoat dong bao vé quyén lgi
tiéu dung khong dugce
xam pham dén lgi ich cua Nha
nuéc, quyen, lgi ich hgp phap
clia t6 chtc, ca nhan kinh doanh

nguoi
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hang hoa, dich vu va t6 chc,
ca nhan khéc.

bieu 5. Chinh sach ctia Nha nudc

ve bao vé quyeén lgi ngudi tiéu

dung
1. Tao diéu kién thuan lgi dé to
chtic, c4 nhan chu dong tham
gia vao viéc bdo vé quyeén lgi
ngudi tiéu dung.
2. Khuyén khich t6 chtic, ca
nhan ting dung, phat trién codng
nghé tién tién dé san xudt hang
hoa, cung tng dich vy an toan,
bao dam chat lugng.
3. Trién khai thuong xuyén,
dong bd cac bién phap quan ly,
gldm sat viéc tuin thu phap
luat cua t6 chtic, cd nhan kinh
doanh hang hoéa, dich vu.
4. Huy dong moi ngudn lyc
nhim tang dau tu co sd vat
chat, phat trién nhan lyc cho co
quan, t6 chtc thyc hién cong
tac bao vé quyeén 1g1 ngudi tiéu
dung; thuong xuyén tdng cuong
td van, ho trg, tuyén truyeén,
phd bién, huéng dan kién thic
cho ngudi tiéu dung.
5. D4y manh hoi nhap, md rong
hgp tac qudic té&€, chia sé thong
tin, kinh nghiém quan 1y trong

viéc bao vé quyeén 1gi ngudi tiéu
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dung.

bieu 6. Biao vé thong tin cua

nguol tiéu dung
1. Ngusi tiéu dung duge bao
dam an toan, bi mat thdng tin
ctia minh khi tham gia giao
dich, s dung hang hoa, dich
vy, tri trudng hop cd quan nha
nuiéc c6 thdm quyeén yéu cau.
2. Truong hgp thu thap, sa
dung, chuyén giao thong tin cua
ngudi tiéu dung thi té chiic, ca
nhan kinh doanh hang hoéa, dich
vu ¢6 trach nhiém:

a) Thong bao ro rang, cong
khai truéc khi thyc hién
vl nguol tiéu dung veé
muc dich hoat dong thu
thap, st dung thong tin
clla ngudi tiéu dung;

b) St dung thong tin phu
hgp v61 muc dich da thong
bado vG1 ngudi tiéu dung va
phai dugc ngudi tiéu dung
dong ¥;

c) Bao dam an toan, chinh
xac, day da khi thu thap,
st dung, chuyén giao
thong tin cta ngudi tiéu
dung;

d) Ty minh hoic co6 bién
phap dé ngudi tiéu ding
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cap nhat, dieu chinh thong HE 222 FAHSEE
tin khi phat hién thdy gAY AT WES A
thong tin d6 khong chinh 33k},

XAac;

d) Chi dugc chuyén giao d) WEIANA G A=
thdong tin clia ngudi tiéu A2 AYsdta, 48R
dung cho bén tht ba khi o] Fo7t Ae A-Felnt
coO sy dong ¥ cua ngudi A 3AF Al v A A H I}
tieu dung, trii truong hop o] Ht},
phap luat c6 quy dinh
khac.

bieu 7. Bdo vé quyen 1¢i ngusi | A|7R. ARATFS SHA ¥
tiéu dung trong giao dich v6i ca wHA, HA7|Ho=2 HHdEdsS
nhan hoat dong thuong mai doc | 3h+= 7BQ13e] e Al AH|A}

1ap, thuong xuyén, khong phai| ¥8 H3E
dang k¥ kinh doanh

1. Cian ctt vao quy dinh cua| 1. AFE AIAAESES F1A
Luat nay va quy dinh khac cial &1 =HZA, A7|do=z A
phap luat co6 lién quan, Chinh| Z&& st 7IQ7e WS A
phtt quy dinh chi tiét viéec bao| ©] W 1A 7|} AHE W
vé quyéen lgi ngusi tieu dung & T EASIe] A¥jA} A
trong giao dich v6i cd nhan hoat | ¥ H3S GHFo thste] AA 3]
dong thuong mai doc lap, T+ 3Hch

thuong xuyén, khong phai dang
ky kinh doanh.

2. Cin cti vao quy dinh cua| 2. ©] WY 4, AF9 +4,
Luat nay, quy dinh cta Chinh| A¥ T+ TA]-#LS ¢9] Qv
phit va dieu kién cy thé cua dia| 43 e] FAZH Z&, I
phuong, Uy ban nhan dan x3, 2 A Ao A
phusng, thi trdn, ban quan 1y Z3lol| LA AP AE =
chg, khu thuong mai trién khai SHA il w94, A7|H o
thyc hién cac bién phap cu thé A ES st JQde] &
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dé bao dam chat lugng, s6
lugng, an toan thiyc phdm cho
nguol tiéu dung khi mua, st
dung hang hoéa, dich vu cua cé
nhan hoat dong thuong mai doc
lap, thuong xuyén, khong phai
dang ky kinh doanh.

bieu 8. Quyén cua ngudi tiéu

dung
1. bugc bdo dam an toan tinh
mang, stic khoe, tai san, quyeén,
11 ich hgp phap khéac khi tham
gia giao dich, st dung hang hoa,
dich vu do t6 chtic, c4 nhan
kinh doanh hang hoa, dich vu
cung cap.
2. bugc cung cdp thong tin
chinh x4c, day dua veé t8 chic,
cd nhan kinh doanh hang hoa,
dich vyu; ndi dung giao dich
hang hoa, dich vy; ngu6n gdoc,
xudt xt hang hoa; dugc cung
cdp hoa don, ching tu, tai liéu
liétn quan dén giao dich va
thong tin can thiét khac ve
hang hoa, dich vy ma ngudi tiéu
dung da mua, st dung.
3. Lya chon hang héa, dich vy,
t6 chiic, cd nhan kinh doanh
hang hoa, dich vu theo nhu cau,
dieu kién thyc té cua minh;
quyét dinh tham gia hoic khong
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tham gia giao dich va céc noi
dung thoa thuin khi tham gia
giao dich v61 t6 chic, cid nhan
kinh doanh hang héa, dich vu.

4. Gop v kién vG1 t6 chtic, ca
nhan kinh doanh hang hoéa, dich
vy vé gid ca, chit lugng hang
hoa, dich vu, phong cich phuc
vy, phuong thtic giao dich va
ndi dung khac lién quan dén
giao dich gifa ngudi tiéu dung
va t8 chiic, cA nhan kinh doanh
hang hoa, dich vu.

5. Tham gia xay dyng va thuc
thi chinh sach, phap luat vé bao
vé quyeén Igi ngudsi tiéu dung.

6. Yéu cau boi thuong thiét hai
khi hang hoa, dich vy khong
dung tiéu chuln, quy chuidn k¥
thuat, chat lugng, so lugng, tinh
nang, cdng dung, gid ca hoic
nd1 dung khac ma td chic, céa
nhan kinh doanh hang hoa, dich
vu da cong bd, niém yé&t, quang
cdo hodc cam két.

7. Khi€u nai, t6 cdo, khdi kién
hodc dé nghi t6 chiic x4 hoi
khét kién d€ bao vé quyeén lgi
ctia minh theo quy dinh cua
Luat nay va cac quy dinh khac
clila phap luat c6 lién quan.

8. buge tu vdn, hd trg, huéng
dan kién thiic veé tiéu dung hang
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hoa, dich vu.

bieu 9. Nghia vu cua ngusi tiéu
dung
1. Kiém tra hang hoa truéc khi
nhan; lga chon tiéu dung hang
hoa, dich vy c6 ngudn g6c, xuit
X ro rang, khong lam tén hai
dén mo1 truong, trai véi thuan
phong m¥y tuc va dao dc x4a
hoi, khong giy nguy hai dén
tinh mang, stic khée cta minh
va cta ngudi khac; thyc hién
chinh xac, day dua huéng dan su
dung hang hoa, dich vu.
2. Thong tin cho c¢o quan nha
nuiéc, t6 chiic, cA nhan co lién
quan khi phat hién hang hoa,
dich vy lvu hanh trén thi triong
khong bdo dam an toan, gay
thiét hai hodc de doa gay thiét
hai dén tinh mang, stic khoe, tai
san cua ngudi tiéu dung; hanh
vi cla t6 chtic, cd nhan kinh
doanh hang hoéa, dich vy xam
lgi ich hogp
phap cta ngudi tiéu dung.

pham dén quyén,

bigu 10. Cac hanh vi bi cdm
1. T6 chtic, ca nhan kinh doanh
hang hoa, dich vu ltta d&1 hodc
gidy nham 1an cho ngudi tiéu
dung thdong qua hoat dong
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quang cao hodc che gidu, cung
cdp thong tin khong day dua, sai
léch, khong chinh xac ve mot
trong cac nodi dung sau day:

a) Hang hoa, dich vu ma tg
chitc, cd nhan kinh doanh
hang hoa, dich vy cung
cap;

b) Uy tin, khda ning kinh
doanh, khd ndng cung cép
hang hoa, dich vy cua to
chitc, c4 nhan kinh doanh
hang hoa, dich vy;

c) Noi dung, dic diém giao
dich gifa nguoi tiéu diung
v61 t6 chiic, cd nhan kinh
doanh hang hoéa, dich vu.

2. T6 chiic, cd nhan kinh doanh
hang hoa, dich vu quiy roi
nguidl tiéu dung thong qua tiép
thi hang hoa, dich vu trai v ¥
mudn cua ngudi tiéu dung ti 02
lan tré& 1én hodc c6 hanh vi khac
gidy can trd, anh hudéng dén
cong viéc, sinh hoat binh
thuidng ctia ngudi tiéu dung.

3. T6 chtic, cd nhan kinh doanh
hang hoa, dich vu ép budc ngudi
tiéu dung thong qua viéc thuc
hién mot trong cic hanh vi sau
day:

a) Dung vil lyc, de doa dung

vl lgc hodc cac bién phéap
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XNo1g XN
1o 1o

e

2

o

tlo i o o




Q SRR @ MR B ME

khéac gay thiét hai dén tinh
mang, sttc khoe, danh duy,
uy tin, nhan phidm, tai san
cla ngudi tiéu dung;

b) Loi dung hoan canh kho
khian cua nguoi tiéu dung

hodc lg1 dung thién tai,
dich bénh dé& ép budc giao
dich.

4. TGS chiic, cd nhan kinh doanh
hang hoa, dich vu thyc hién
hoat dong xuc tién thuong mai,
dé nghi giao dich tryc ti€p vei
dé1 tugng 1la ngusi khodong co
nang lgc hanh vi dan sy hodc
nguidl mat nang lgc hanh vi dan
S1f.

5. T6 chiic, cd nhan kinh doanh
hang hoéa, dich vu yéu cau ngudi
tiéu dung thanh toan hang hoa,
dich vu da cung cdp ma khong
c6 thoa thuan trudc v61 nguoi
tiéu dung.

6. Ngudi tiéu dung, t6 chiic x3
hoi tham gia bdo vé quyén lgi
nguoi tiéu dung, td chiic, ca
nhan kinh doanh hang hoa, dich
vu 101 dung viéc bao vé quyén
Ig1 ngusi
pham g1

tiéu dung dé xam
ich cua Nha nudec,
quyeén, 1gi ich hgp phap cua t6
chiic, ca nhan khéc.

7. T6 chtic, cd nhan kinh doanh

b)
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hang hoa, dich vu Ig1 dung hoan
canh kho khdn cua nguoi tiéu
dung hoidc 1g1 dung thién tai,
dich bénh dé cung cdp hang
hoéa, dich vu khong bao dam
chit lugng.

8. T6 chtic, c4 nhan kinh doanh
hang hoa, dich vu khdng bao
dam chdt lugng gay thiét hai
dén tinh mang, stc khoe, tai
san clla nguol tiéu dung.

bieu 11. Xt 1y vi pham phéap luat

vée bdo vé quyén lgi ngudi tiéu

dung
1. C4 nhan vi pham phéap luat
vé bao vé quyén g1 ngudi tiéu
dung thi tuy theo tinh chét,
mtic do vi pham ma b1 x@ phat
vi pham hanh chinh hodc bi truy
cfu trach nhiém hinh sy, néu
giy thiét hai thi phai boi thuong
theo quy dinh cua phap luat.
2. T6 chtic vi pham phép luat
ve bdo vé quyeén 1gi ngudi tiéu
dung thi tuy theo tinh chét,
muc d0 vi pham ma bi xt phat
vi pham hanh chinh, néu gay
thiet hai thi phai bdi thuong
theo quy dinh cta phép luat.
3. C4 nhan lgi dung chtic wvuy,
quyeén han vi pham phap luat vé
bdo vé quyén I¢gi ngusi tiéu
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dung thi tuy theo tinh chat, ¢
meic do vi pham ma bi xt Iy ky | 5 WAY FAAAS Ay,
luat hoic bi truy c@u trach| <
nhiém hinh sy, néu gay thiét A
hai thi phai bo1 thudng theo quy
dinh cua phéap luat.
4. Chinh phtt quy dinh chi tiét 4. A& Az d8] 23 ¥
viéc xt phat vi pham hanh chinh | & S§A W X HA}S o] 51
trong bao vé quyen lgi ngudi tieu | A3 -4 sk},
dung.

Chuong 11 A 27
TRACH NHIEM CUA T6 AH|Re} BE, £9& A
CHUC, CA NHAN KINH 3t N, SA o HY

DOANH HANG HOA,
DICH VU DOI VOI
NGUCI TIEU DUNG

bigu 12. Triach nhiém cua t6 A12ZF. 28| AN A EF 2 &
chiic, ca nhan kinh doanh hang  Sol 3t AHE A3 AH
hoa, dich vu trong viéc cung cidp Al &3, €9 Adst= 719,
thong tin vé hang hoa, dich vu | ©A]e] <]
cho ngud1 tiéu dung
1. Ghi nhian hang héa theo quy| 1. HE9Y A wg} E=
dinh cua phap luat. AAVEHS 7] A S
2. Niém yé&t cong khai gia hang | 2. AFg#, €9 AlF Ao E3F
hoéa, dich vu tai dia diém kinh | % &9 7}48 71 AA gk}
doanh, van phong dich vu.
3. Canh b4o kha ning hang hoa, 3. 2H|A] A%, A, 2k
dich vu c6 anh huéng xdu dén| <Y EFS vz 7ol U=
F 2 &9 "ol AnE
al

=

o]
stic khoe, tinh mang, tai san| &

clla ngudi tiéu dung va cac bién
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ph4p phong ngtia.

4. Cung cidp thong tin veé kha
nang cung wUng linh kién, phu
kién thay thé€ clia hang hoa.

5. Cung cdp huéng dan st dung;
dieu kién, thoir han, dia diém,
thi tuc bdo hanh trong truong
hop hang hoa, dich vu c6 bao
hanh.

6. Thong bdo chinh xac, day du
cho nguoi tiéu dung veé hgp
dong theo mau, dieu kién giao
dich chung trugc khi giao dich.

bieu 13. Trach nhiém cua bén
thit ba trong viéc cung cdp thong
tin vé hang hoa, dich vu cho
nguoi tiéu dung
1. Truong hgp t6 chiic, cad nhan
kinh doanh hang hota, dich vu
cung cidp thong tin cho ngusi
tiéu dung thong qua bén thi ba
thi bén thd ba c6 trach nhiém:

a) Bao dam cung cdp thong
tin chinh xac, day du ve
hang hoa, dich vy duge
cung cap;

b) Yéu ciu t8 chiic, ca nhan
kinh doanh hang hoa, dich
vy cung cidp ching cw
chiing minh tinh chinh
xac, day du cua thdng tin
vé hang hoa, dich vuy;

6. S A FFAE AdutA
z710] B3lo] Au|Rlol| A A8k
slal F=H3A F R

A13Z. WA} A B35, 899
#3k AHE AFs= G5 A
A 32Fe] A<

a) ATHE B3I 894
Hel gl FEI A
B AFE BAs}

b) &%, 89S ATse
M, A7 B35, 8999
ot HAHo HEAd, oA
S SWHstal FHS53H
Assl s Q-3
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Q) =i @HEnE e KLIS sz

¢) Chiu trach nhiém lién doi c) =, &9 ¥ HH
ve viéc cung cdp thong tin o] A xS HA}
khong chinh xac hoic st7] flste HE A
khong day du, trit trudng mel RE WHS et
hop chttng minh da thuyc d5g AlYsta, FAS
hién tat ca cac bién phap StAY =9t AR
theo quy dinh cua phap Azoll thafA= A=<
luat dé kiém tra tinh chinh < o,
x4c, day du cua thong tin
vé hang hoa, dich vuy;

d) Tuan thu cac quy dinh d) AZujAe] ISt HE,
ctia phap luat vé bao chi, Fare] #3k HE FAES
phap luat vé quang cdo. =3k

2. Truong hgp t6 chic, ca nhan | 2. =35, %—1 S Adst= <,

kinh doanh hang hota, dich vu
cung cdp thong tin cho ngusi
tiéu dung théng qua phuong
thi
phuong tién truyén thong, nha

tién truyén thong chu
cung cip dich vu truyén thong
c6 trach nhiém:

a) Thyc hién quy dinh tai
khoan 1 Diéu nay;

b) Xay dyng, phat trién giai
phap k¥ thuat ngan chin
viéc phuong tién, dich vu

st
dung vao muc dich qudy

do minh quan 1y bi

rdi ngudi tiéu dung;

c) T chdi cho t6 chtc, ca
nhan kinh doanh hang hoa,
dich vy st dung phuong
tién, dich vy do minh quan

FA 7L vt A v A E Es)
o Aug ATde 4% 1)
Aol Fol, wjA|e] Mu|XA~ A
271 AMelL R},

.Q
= ~!

=z

a) o] = A% FAL
B3

b) ZnlAol A Ee
How Aol

Esl A

S
=
s

c)
Rel, A 7F w A
H| 2= 9] ALE- Al 4] A}

A 585 = 7ol 3l
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Q SRA @ KA R A KLIS stamamg

1y néu viéc st dung co6 kha = A9 o]& AAg).
nang dan dén qudy roi
ngudl tiéu dung;

d) Ngiing cho t6 chiic, ca d) =%, &95 Adste
nhan kinh doanh hang héa, e, ©A 7 AH]| A}l Al
dich vu st dung phuong 2SS T Y= s
tien, dich vu do minh quan Aste] wjA] 2 AMH]|AE
Iy dé thigc hién hanh vi AMEEE A A =7t
qudy r6i ngudi tiéu ding 713 = WA A
theo yéu cau cia ngudi of we} T},

tiéu dung hoic yéu cau
clla ¢d quan nha nudc cobd
thdm quyeén.

bieu 14. Hop dong giao k&t vai | A|14ZF. AW A9} A As= Ak
nguol tiéu dung

1. Hinh thitc hgp dong giao k&t | 1. A&H[AFe} Adste= A o
vHi ngudi tiéu dung duge thuc| 21 HAbe] #3F WHE A9

hién theo quy dinh cua phap W&t}
luat vé dan suy.
2. Truong hgp giao két hgp | 2. A2BH|R} AHo =z ASkS
dong v6i ngudi tiéu ding bing AA3= AS A foj= A
van ban thi ngon ngt cia hop st HA olsled & I==
dong phai dugc thé hién ro 3E & Eo]of it}

rang, d& hiéu. Zy AR @] AsEAY 7|
Ngon ngit st dung trong hop HEC] AT 455 A9
dong giao k&t v6i ngusi tieu | st B[R} Aok A A A
dung 14 tiéng Viét, tri truong | AFE3slE doj= HEWo = 3

o

{

hgp cac bén co thoa thuan khac | T

hodc phap luat c6 quy dinh

khac.

3. Trudng hgp giao két hop| 2. AXA Hp2lo =z AokS A
dong bing phuong tién dién t dsl= A% BEE, 89%
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KL%

thi t6 chtic, c4 nhan kinh doanh
hang hoéa, dich vu phai tao diéu
kién dé& ngusi tiéu dung xem
xét toan bd hgp dong trude khi
giao két.

4. Chinh phu quy dinh chi tiét
cac hinh thtic giao két hgp dong
khac v&i nguoi tiéu dung.

bieu 15. Giai thich hgp dong giao
k&t v61 ngudi tiéu diung

Trong truong hgp hiéu khac nhau
ve ndi dung hgp dong thi t6 chiic,
ca nhan c6 thdm quyén gl
quyé&t tranh chdp giai thich theo
huéng c6 1¢i cho ngudi tiéu dung.

bieu 16. bieu khoan cua hgp
nguci
dung, diéu kién giao dich chung

dong giao két voi tiéu
khong c6 hiéu lyc
1. bieu khoan cua hgp dong
giao k&t vO1 ngudi tiéu dung,
dieu kién giao dich chung khong
c6 hiéu lyc trong cac trudng
hgp sau day:
a) Loai trit trach nhiém cua
t6 chrc,
doanh hang hoéa, dich vu

cA nhan kinh

dé1 v61 nguol tiéu diung
theo quy dinh cua phéap
luat;

b) Han ché&, loai trit quyén

=] -
or—

Adats A9,
A7} Aok A2
A HEY F 3

nhsteof gt
4. BH5 2nzete] 7g A
oF AA PAol| sl A8
sy

A15%.
3l A1

Aok el #ste] A= o= A
olgjst+= A5, A S 7K
7Hel, dAE AB|R A o]ZL
FEow dfHste] A4S A

IR TN EE
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khaoi
ngudl tiéu dung;
c) Cho phép t6 chiic, ca
nhan kinh doanh hang hoa,
dich vu don phuong thay
dé1 dieu kién cua hgp dong
dda thoa thuan trudc vdi
nguoi tiéu dung hodc quy

khiéu nai, kién cua

tdc, quy dinh ban hang,
cung @ng dich vu 4p dung
do1 vo1 ngudt tiéu dung khi
mua, st duyung hang hoa,
dich vy khong dugc thé
hién cu thé trong hdgp
dong;

d) Cho phép t6 chtc, ca
nhan kinh doanh hang hoa,
dich vu don phuong xéac
dinh
khong thiyc hién mot hoac

nguidt tiéu dung
mot s6 nghia vu;

d) Cho phép t8 chiic, ca
nhan kinh doanh hang hoa,
dich vy quy dinh hoic
thay déi1 gid tai thor diém
giao hang hoa, cung Ung
dich vu;

e) Cho phép t6 chiic, ca
nhan kinh doanh hang hoa,
thich hogp

truong hop

dieu khoan cua hgp dong
dugc hiéu khac nhau;

dich vy giai
dong trong
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g) Loai trit trach nhiém cua
td chitc, ca4 nhan kinh
doanh hang hoa, dich vu
trong trudng hgp t6 chiic,
cd nhan kinh doanh hang
hoa, dich vu ban hang hoa,
cung ng dich vy thong
qua bén thd ba;

h) B3t budc ngudi tiéu dung
phéi tuan thu cic nghia vuy
ngay ca khi t6 chtic, céa
nhan kinh doanh hang hoa,
dich vu khong hoan thanh
nghia vu ctia minh;

i) Cho phép td chiic, ca nhan
kinh doanh hang héa, dich
vy chuyén glao quyeén,
nghia vu cho bén th@ ba
ma khong dugc ngudi tiéu
dung dong ¥.

2. Viéc tuyén bg va xu Iy dieu
khoan cua hgp dong giao két
v61 nguol tiéu dung, diéu kién
giao dich chung khoéng c6 hiéu
luc duge thuyc hién theo quy
dinh cuia phép luat vé dan sy.

bieu 17. Thyc hién hgp dbng
theo mau
1. Khi giao k&t hgp dong theo
mau, t6 chdc, ca nhan kinh
doanh hang hoa, dich vy phai
danh thot gian hgp ly dé€ ngusi

9e Adsk= A

£FA% A2 A BE §
& Adste A9, aAE &
A7 Aoke $AE FelHel
g Folok gt
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Q SRA @ KA R A KLIS stamamg

tiéu dung nghién ctu hgp dong.
2. T6 chiic, cd nhan kinh doanh | 2

hang hoa, dich vu phai lvu gitt| A= FT=AIFe] a=do] &
hgp dong theo mau da giao két | & w7} 21 AFAE H AT}
cho dén khi hgp dong hét hieu| ©oJoF gt} AH|R}el] 9)ste] A
ligc. Truong hgp hop dong do| <A 7F EAE AV £AHE
ngysi tiéu ding gitt bi mat hoic| =E=%, €9 Asie
ht héng thi t6 chiic, cd nhan| WA= 2| X}l Al Al kA AFE
kinh doanh hang hoa, dich vu co & < g Felo] 9t}

trach nhiém cdp cho ngudi tiéu
dung ban sao hgp dong.

bigu 18. Thyc hién dieu kién | A|18F. dWrAgZA o] 3
giao dich chung
1. T6 chtic, ca nhan kinh doanh | 1. I¥FA A S =
hang hoéa, dich vy sit dung dieu| =%, €49 AHs= 74, o
kién giao dich chung c6 trach A= AH|RFL}] e A =]y
nhiém thong bao cong khai dieu | AgPFAL F/NHoz EHTH
kién giao dich chung trudc khi| = do] At}
giao dich v61 ngudi tiéu dung.
2. bieu kién giao dich chung

phai xac dinh ro thoi diém ap S AEs] Aot 1 &S
dung va phai dugc niém yé&t & H 27 &5 4 Qe ug A
oo st

2

Z]

=

a2
noi thuan 1¢i tai dia diém giao & HZ gk 2o AA]
dich dé ngudi tiéu dung co thé | T
nhin théy.

bidu 19. Kiém soat hgp dong | A19%. Z Ak AwtAdgzxA
theo mau, dieu kién giao dich ¢ &
chung

1. T6 chtic, ca nhan kinh doanh | 1. ZY Zg7} &3t ¢
hang hoéa, dich vy thudoc Danh| E3%, &9 ZEZo &3 =
muc hang hoa, dich vu thiét yéu | ==, €98 7Adgst= 71l o
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KLIS staszigg

do Tha tuéng Chinh phu ban
hanh phai dang ky hgp dong
theo mau, diéu kién giao dich
chung v6i c¢o quan quan 1y nha
ndidc c6 thdm quyén vé bdo vé
quyeén lgi ngudi tiéu dung.

2. Co quan quan 1y nha nudc co
thdm quyén vé bao vé quyeén lgi
nguidl tiéu dung ty minh hoic
theo dé nghi cua ngusi tiéu
dung, yéu cau t6 chiic, cad nhan
kinh doanh hang hota, dich vu
hity b6 hodc stta déi hgp dong
theo mau, diéu kién giao dich
chung trong trudng hgp phéat
hién hgp dong theo mau, diéu
kién giao dich chung vi pham
quyeén 1gi cua ngudi tiéu dung.
3. Chinh phu quy dinh chi tiét
biéu nay.

bieu 20. Trach nhiém cung cap
bing chiing giao dich
1. T8 chtic, ca nhan kinh doanh
hang hoa, dich vu c6 trach
nhiém cung cdp cho ngudi tiéu
dung hoa don hodc chiing tu, tai
litu lién quan dén giao dich
theo quy dinh cua phéap luat
hodc theo yéu cau cua ngudi
tiéu dung.
2. Truong hgp giao dich bing
phuong tién dién t thi t6 chuc,

A= A8 A8 1S o #
7

of & =7 #
Ak, dRtAgz=AS

oF g},

i_l{l
N
N
”
1 = [-4‘1 }\l
2
©
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Q SRA @ KA R A KLIS stamamg

c4d nhan kinh doanh hang hoa, ¢l, ©Al&= AW A7} o] % A1
dich vu c6 trach nhiém tao dieu| 3SrollA A3 =g, 4= 9
kién cho ngudi tiéu dung truy | =AE AAM, AL AA 2 <9l
nhap, tai, Itu gitt va in hoa don, | Hst=s & o] 3l
chiing tu, tai lieu quy dinh tai
khoan 1 Diéu nay.
Digu 21. Trach nhiém bao hanh A|21F. E3&, H3F F&5F B
hang hoa, linh kién, phu kién > A4
Hang hoéa, linh kién, phy kien =%, H3%, F&5EFL 72 GAA}
dugc bao hanh theo thoa thuan ¢ &olo uwag} BFE FHAY H
clia cic bén hodc bit buoc bao | £ A uwg} HFEojoF gl
hanh theo quy dinh cda phap | U &3, B3, H&3Fo] HE
luat. Truong hgp hang hoa, linh & A% EFS Adst= 9,
kién, phu kién dugc bao hanh, t6 | @Al Al = o] At}
chtic, c4 nhan kinh doanh hang
hoa co6 trach nhiém:
1. Thyc hién day da nghia vu| 1. ARAlo] A|F3ste= =35, 535,
bdo hanh hang hoa, linh kién, | &% HZFT oFE ol
phu kién do minh cung cép; =
2. Cung cdp cho ngusi tieu| 2. 2B|x}AA HE=AE A58
ding gidy ti€p nhan bao hanh, 3 I HZE=Ad] HZ=7]7+8 9
trong do ghi ro thdoi gian thyc | 23] 7| A3t} HS7| bl +=
hien bao hanh. Thai gian thic| =%, ¥%, &% BRIV
hién bdo hanh khong tinh vao & AFJeHA &&=k E5FS 7
thgi han bdo hanh hang hoa, @3t 7HQ, ©AZE A= F
linh kién, phy kién. Trudng hop | 3=+, &% == B35 w A3}
t6 chtic, c4 nhan kinh doanh| + A% 1 B % H&Z o=
hang hoa thay thé linh kién,B =#%9% HIF7|FS A= HFE,
phu kién hoZc d6i hang hoa m6i| HE5%F S+ EF°] WA|EH&
thi th&i han bdo hanh linh kién, A& HF-E 7|2k}
phu kién hoic hang hoa do duge
tinh tt thoi diém thay thé& linh
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kién, phu kién hodc d6i hang
hoa maoi;

3. Cung cidp cho ngusi tiéu
dung hang hoa, linh kién, phu
kién tuong ty d€ st dung tam
thoi hodc c6 hinh thtic giai
quyét khac dugc nguoi
dung chip nhan trong thoi gian
thyc hién bao hanh;

4. D61 hang hoa, linh kién, phu
kién m&i tuong ty hodc thu hoi
hang hoa, linh kién, phu kién va

tiéu

tra lai tién cho ngudi tiéu dung
trong truong hgp hét thor gian
thyc hién bao hanh ma khong
stta chifa dugc hodc khong khic
phuc dugc 181.

5. D61 hang hoéa, linh kién, phu
kién mé1 tuong ty hodc thu hoi
hang hdéa va tra lai tién cho
nguol tiéu diung trong trudng
hgp da thyc hién bado hanh hang
hoa, linh kién, phu kién tit ba
lan trd lén trong thoi han bdo
hanh ma van khong khic phuc
dugc 161;

6. Chiu chi phi stta chita, van
chuyén hang hoa, linh kién, phu
kién dén noi bao hanh va ti noi
bdo hanh dén noi cu tra cuta
ngudi tiéu dung;

7. Chiu trach nhiém veé viéc béo
hanh hang hoéa, linh kién, phu

1. BZo|@y|zre] Axtgolw
ek HA @t Al
NARA 2o S FAE B
3z 2 WA 57
=] 2~
s

WE AaA, 2 BE
ARE 2uAe] AFA7A

1 3¢ | =
=w, T ™|
) =
RN =

ﬂJ

7. RFolPAFE 7]

Aol fl sk 747

H
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kién cho nguoi tiéu dung ca
trong trudng hgp uy quyeén cho
td chic, ca nhan khac thyc hién
viéc bao hanh.

bitu 22. Trach nhiém thu hoi

hang hoa c6 khuyét tat

Khi phat hién hang hoa c6 khuyét

tat, t6 chtc, cd nhan san xuit,

nhap khi&u hang hoéa co6 trach

nhiém:
1. Kip thot tién hanh moi bién
phidp can thiét dé nging viéc
cung cdp hang hoéa c6d khuyét
tat trén thi truong;
2. Thong bao cong khai vé hang
hoa c6 khuyé&t tat va viéc thu
hoi1 hang hoa d6 it nhat 05 s§
lién tiép trén bao ngay hodc 05
ngay lién ti€p trén dai phat
thanh, truyén hinh tai dia
phuong ma hang héa do6 dugc
ltu thong véi cac nd1 dung sau
day:

a) Mo ta hang hoa phai thu
ho1i;

b) Ly do thu hdi hang hoa
va canh bao nguy cd thiét
hai do khuyé&t tat ctia hang
hoa gay ra;

c) Thoi gian, dia diém,
phuong thtic thu hodi hang
hoa;
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d) Thoi gian, phuong thiic
khic phuc khuyé&t tat cua
hang hoa;

d) Cac bién phap can thiét
dé bao vé quyeén lgi ngudsi
tiéu dung trong quda trinh
thu hoi hang hoa;

3. Thyc hién viéc thu hoi hang
hoa c6 khuyét tat dung noi
dung da thong bio cong khai va
chiu cac chi phi phat sinh trong
qué trinh thu hor;

4. B4o cado két qua cho cd quan
quan 1y nha nu6c vé bao vé
quyén lgi nguot tiéu dung cap
tinh no1 thiygc hién thu hoi hang
hoa co6 khuyét tat sau khi hoan
thanh viéc thu hoi, truong hgp
viéc thu ho1 hang hoa co6 khuyét
tat dugc ti€n hanh trén dia ban
ttt hai tinh trd lén thi bdo céo
k&t qua cho co quan quan 1y
nha nudc vé bao vé quyeén lgi
ngudl tiéu dung ¢ trung uvong.

bitu 23. Trach nhiém boi thuong
thiét hai do hang hoa c6 khuyét
tat gay ra

1. T6 chtic, ca nhan kinh doanh
hang hdéa co6 trach nhiém bbi
thuong thiét hai trong trudng
hop hang hoa co6 khuyét tat do
minh cung cdp giy thiét hai dén
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tinh mang, stic khoe, tai san| 2ZB[xFe] AW AZF A Akl
clia nguoi tiéu dung, k& ca khi| <= 7|3 HAF EEFS
t6 chtc, ca nhan d6 khong biét | 3= 7N, GAA &35
hodc khong co6 161 trong viec| 79 F Yol Qi)

phat sinh khuyét tat, trit truong
hop quy dinh tai Bieu 24 cua
Luat nay.

2. T8 chiic, ca nhan kinh doanh | 2.

hang hoa quy dinh tai khoan 1| E3¥%& Adst= 71, W=
bieu nay bao gom: ==

S}

a) T6 chiic, c4 nhian san a) EE= AisteE 9
xudt hang hoa; A

b) TG chiic, ca nhan nhap b) %S T3t i<
khdu hang hoa; A

¢) T6 chtic, ca nhan gin tén c) 7hQl, ©@AZF A
thuong mai 1én hang hoa st 9o AT
hodc st dung nhan hiéu, 5 B3 HAYHEES
chi din thuong mai cho ASIAY HFIEE AR
phép nhan biét do 1a t6 U A g E ek
chtic, cd4 nhan san xudt, o1, oA
nhap khiu hang hoéa;

d) T& chtic, cad nhan tryc d) a, b, czol| 143 &3
ti€p cung cdp hang hoa co g Aol = T
khuyét tat cho ngudi tiéu GA 3d o= 2
dung trong trudng hgp A &e A4S, 23
khong xac dinh duge t6 AE EFS AH[AA

chttc, c4 nhan c6 trach A AFsh= e, T
nhiém bo1 thuong thiét hai
quy dinh tai cac diém a, b
va ¢ khoan nay.

3. Viéc boi thudng thiet hai 3. Eduly dF5= WAL

duge thyc hién theo quy dinh| 3+ W

cta phap luat vé dan su.
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bieu 24. Mién trach nhiém boi
thuong thiét hai do hang hoa cé
khuyét tat gdy ra

T6 chtc,
hang hoa quy dinh tai bieu 23

cd nhan kinh doanh

cia Luat nay dugc mién trach
nhiém bo01 thuong thiét hai khi
chting minh dugc khuyé&t tat cua
hang hobéa khong thé phat hién
duge v61 trinh dd khoa hoc, k¥
thuat tai thoir diém t8 chiic, ca
nhan kinh doanh hang hoa cung
cdp cho ngudi tiéu dung.

bieu 25. Yéu cau co quan quan Iy

nha nudc bao vé quyén 1gi ngudi

tiéu dung
1. Truong hgp phat hién hanh
vi vi pham phap luat vé bao vé
quyén lgi ngudi tiéu dung cua
té chac,
hang hoa, dich vu gay thiét hai
dén 1g1 ich ctia Nha nudc, 1gi ich
ctia nhiéu ngusi tiéu dung, lgi

cd nhidn kinh doanh

ich cong cOng thi ngusi tiéu
dung, t6 chttc x4 hoi cd quyén
yéu cau tryc ti€p hodc bing van
ban dén co quan quan ly nha
nudc vé bao vé quyeéen lgi ngudi
tiéu dung cidp huyén noi thuc
hién giao dich giai quyét.

2. Nguoi tiéu dung, té chiic xa

KLIg st2ygn
A24x. ATS FEsE =%
A Eenld A | A
53235 Adst= A, dEAV}
LA A EES AlFsE A
Aol 7%, Hg o= EBEF
o] HAslo] A" 4 g9
SHE = AF o] ¥ A23F99A
T3t =55 Adsts 71,
A o] Eeiuld AP HAE
=3
A25%, =7} BE7|Bowme] A

vz A7 B 8%

1. = 7ke] o]e] AH|A} tfar9
&2 o]do £dE 7
ARAE AR HE #d Y
Rk E 2
H| 2} ARG A = =5,
A= i, @A 9
AYE = Ao =71 &
g 7)) HAH T Auow
AAS st A7t Aok

S

’

rr 4

M N O,

& 4

:

o

)
D 9o
o 1

o >

A

&

2. WA ALSEAl = =,
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hoi c6 nghia vy cung cdp thong
tin, bdng chiing c6 lién quan
dén hanh vi vi pham cua t&
chtic, c4d nhan kinh doanh hang
hoa, dich vu.

biegu 26. Giai quyét yéu cau bao
vé quyeén lgi ngudi tiéu dung
1. Khi nhan dugc yéu cau cua
ngudi tiéu dung, cd quan quan
1y nha nudc vé bao vé quyeén 1gi
ngudl tiéu dung cidp huyén co
trach nhiém yéu cau cic bén
gial trinh, cung cdp thong tin,
bdng chting hodc ty minh xéac
minh, thu thap thoéng tin, bing
chting dé x@ ly theo quy dinh
clia phéap luat.
2. Co quan quan 1y nha nu6c ve
bdo vé quyén lgi nguoil tiéu
dung cdp huyén co6 trach nhiém
tra 161 bang van ban viéc giai
quyé&t yéu cau bao vé quyeén lgi
nguoi tiéu dung; trudng hgp xac
dinh t6 chdc, ci4 nhan kinh
doanh hang hoéa, dich vy wvi
pham quyeén lgi ngudi tiéu dung,
van ban tra 101 phai c6 cac noi
dung sau day:
a) Noi dung vi pham;
b) Bién phap khic phuc hau
qua;
c¢) Thoi han thyc hién bién

9 Adste el vA 9
wreslsl Bl AR, FAS
AET 9%k gk,

’

A26%. 2H|A AF Hs 8F
o] 4

L &vAe] 245 ke o
2RzE de] e - d0R)
R B e R R
APE AR, A5 AT H
ARsAY ~aR e A
of weh A2jshr] flste] FuE,
TAE T R SAstEs 8

A
g Aol Ut

2. 2vA A wE wa
(Reglel b pel e &
WA A BE eqel A ¢
To AWow Pud el
k. BEF £9L A
AQl, WAt 2% AHE
st A A g
thgol ugel glofof dth,

>r'

il
s

l
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phap khic phuc hau qua; 7]k
d) Bién phap xt 1¥ vi pham d) A AHE BHol
hanh chinh, néu co. A5 1 uE

3. Bién phap khic phuc hau qua . o] = A2gA bz +A 3f
O

3 3.9
quy dinh tai diém b khoan 2| Z2 WHLE o Y& ¥3}
dieu nay bao gom: sja=s

a) Buoc t8 chtic, ca nhan a) =%, &9& Adste
kinh doanh hang hoéa, dich A, GA 2E5S 3T,
vu thu hoi, tiéu huy hang H7etAY =%, 899
héa hoic ngling cung cidp A THotEs 78
hang hoa, dich vuy;

b) Dinh chi hoic tam dinh b) 701, @A AHEE<
chi hoat dong kinh doanh HES 4] B 5o
clla t6 chtic, cA nhan wvi
pham;

c) Buoc t6 chtic, ca nhan c) =%, &9& Adste
kinh doanh hang héa, dich QL GAZE ZEA I, A
vu loai bo dieu khoan vi A zAde] Aux Ay
pham quyeén lgi ngudi tiéu A3 24 glole=s %
dung ra khoi hgp dong ieh

theo mau, diéu kién giao
dich chung.

o] X A 3&ol|AM A=
e =%, §9& AU
AR, SA7E Anjar A
ThAl W= 49 1

4. Ngoai cac bién phap quy dinh
tai khoan 3 Diéu nay, td chrc,

o

cd nhan kinh doanh hang hoa,
dich vu tal pham con bi dua vao

b
=
N

Danh sach t6 chtic, ca nhan

ofo

12

tlo =
)

&

ol

rl

=

©

kinh doanh hang héa, dich vu vi

24 i o g O o
:cg
gl

o
e
3,
o
i
o

pham quyeén lgi ngudi tiéu dung.

5. Chinh phu quy dinh chi tiét| 5
Dieu nay. 17 Sk},
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Chuong III

TRACH NHIEM CUA TO
CHUC XA HOI TRONG
VIEC THAM GIA BAO VE
QUYEN LOI NGUOI TIEU
DUNG

bitu 27. T6 chiic x4 hoi tham gia

bdo vé quyeén Igi ngudi tiéu dung
1. T6 chic x3 hoi thanh lap
theo quy dinh cua phap luat va
hoat dong theo dieu 1& dugc
tham gia hoat dong bao vé
quyeén 1gi ngudi tiéu dung.
2. Hoat dong bao vé quyén lgi
nguoi tiéu dung cua té chiic xa
ho1 phai theo quy dinh cua Luat
nay va quy dinh khac cua phap
luat c6 lién quan.

bieu 28. No1 dung tham gia béo
vé quyeén lgi ngudi tiéu dung cua
td chtic x4 hot
1. T8 chtic x4 hot tham gia bdo
vé quyeén lgi nguoi tiéu dung
bdng cac hoat dong sau day:

a) Hu6ng dan, giup do, tu
van ngudi tiéu dung khi co
yéu cau;

b) Dai dién ngudi tiéu dung
khé1 kién hoic ty minh
khéi kién vi gt ich cong

3%
avlA @Y wEo] Felal
= AggAe A9

A27&, 2¥A Ay HEof
o] k= AF3| A
1. &9 1A uzgt ¥y
o zdel mEt EEste AL
SA = 4nA AdE BE F
of ojsk 4= Ut
2. Ab3ekA|e] Anx} Ag H
52 o] el A% 7E
Sl Tl wefok gk

==
o 1
HE

i ol

A28%F. A3 A o] ABv|A Ad
B3 Fo Y&

1. A EA= thee SF5o =
2nAE e Bao] ol
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cOng;

c) Cung cdp cho cd quan
quan 1y nha nuéc vé bao
vé quyeén Igi ngudi tiéu
dung thong tin vé hanh vi
vi pham phap luat ctua té
chitc, cd nhan kinh doanh
hang hoa, dich vuy;

d) Doc lap khao sat, tha
nghiém; cong bd két qua
khao sat, tht nghiém chat
lugng hang hoa, dich vu do
minh thyc hién; thong tin,
canh bdo cho ngudi tiéu
dung vé hang hoa, dich vu
va chiu trach nhiém trudéce
phap luat vé viéc thong
tin, canh bdo ctua minh;

ki€n nghi c¢d quan nha
nuidc c6 thdm quyén xd 1y
vi pham phéap luat vé bdo
vé quyén 1gi nguoi tiéu
dung;

d) Tham gia xay dyng phap
luat, chu truong, chinh
sach, phuong huéng, ké&
hoach va bién phap veé béo
vé quyeéen lgi nguoil tiéu
dung;

e) Thyc hién nhiém vu dugc
co quan nha nudc giao
theo quy dinh tai Dieu 29

d) &vA feg B #
WE, 3, A, 3
4 s et gl

3]
of St

) )

b ok

e) o W Al29ze] Ao
e} 77| gel A Hold)

ke i ks
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o

KL

=R

#

cta Luat nay;

g) Tham gia tuyén truyeén,
phé bién, gido duc phap
luat va kién thiic tiéu
dung.

2. Chinh phu quy dinh diéu kién
dé td chiic xa hoi tham gia bao
vé quyeén lgi ngusi tiéu ding
thyc hién quyeén khat kién vi 1gi
ich cong cong quy dinh tai diém
b khoan 1 Diéu nay.

bieu 29. Thyc hién nhiém vu

dugc co quan nha nudc giao
1. Khi thyc hién nhiém vu dugce
cd quan nha nudéc giao, t6 chic
x4 hoi tham gia bdo vé quyeén
Igi ngudi tiéu dung duge Nha
nuiéc hd trg kinh phi va cac diéeu
kién khac theo quy dinh cua
phap luat.
2. Chinh phu quy dinh cu thé
nhiém vy c¢d quan nha nudc giao
cho t6 chtic xa hoi tham gia bao
vé quyeén lgi ngudi tiéu ding
thitc hién.

Chuong IV

GIAI QUYET TRANH
CHAP GITA NGUCI TIEU
DUNG VA T6 CHUC, CA
NHAN KINH DOANH
HANG HOA, DICH VU

g) 28] A4 8 fE A,

w, w5 e

2.

AH= 9]
Ol F % AFHSE o] &
2} AT B3 Hos)
215 A

A29%. =717 F9]
T 43

1. =7}7]3o] Hofsh=
T A, AW FdE RS
ZostE Als g A= HEY
ol whe H7FREE A b

= A eiten

o]
o

off 44 & d

2. =m7F71¢o] &njzk A B
s Folst= AbS Aol o
b= dFE Aol FAH L
= g3

A 47
=%, §9<& Adsk= A

A, @At &2H|R 7+ A
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bieu 30. Phuong thiic gidi quyét
tranh chdp gifa nguoi tiéu diung
va t6 chdc, cd nhan kinh doanh
hang hoa, dich vu
1. Tranh chidp phat sinh giita
ngudsi tiéu dung va té chtic, ca
nhan kinh doanh hang hoéa, dich
vu duge gial quyét thong qua:
a) Thuong lugng;
b) Hoa giai;
c) Trong tai;
d) Toa an.
2. Khong dugc thuong lugng,
hoa gid1 trong trudng hgp tranh
chdp gy thiét hai dén Igi ich
ctia Nha nuéc, 1gi ich cua nhiéu
nguoi tiéu dung, lgi ich cong
cong.

Muc 1 THUCONG LUONG
bieu 31. Thuong lugng

1. Ngusi tiéu diung cd quyeén
gl yéu cau dén t6 chiic, cé
nhan kinh doanh hang hoéa, dich
vu dé thuong lugng khi cho
rang quyeén, 1gi ich hgp phéap
ctia minh b1 xdm pham.

2. T6 chtic, cd nhan kinh doanh
hang hoa, dich vy c6 trach
nhiém ti€p nhan, tién hanh
thuong lugng v61 nguoi tiéu
dung trong thoi han khong qua

A30E. =%, &9&
MY, Aol vt 7+ A
ZE N

A1d JA
A31%. A4
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07 ngay lam viéc, ké tu ngay
nhan dugc yéu cau.

bieu 32. Két qua thuong lugng
Két qua thuong lugng thanh cua
td chtic, ca nhan kinh doanh hang
hoa, dich vy v61 nguoi tiéu dung
dugce tri
truong hgp cac bén c6 thoa thuan
khac.

lap thanh van ban,

Muc 2 HOA GIAI
bieu 33. Hoa giai
T6 chtc,
hang hoa, dich vu va ngudi tiéu

cd nhan kinh doanh

ding c6 quyén thoa thuan lyga
chon bén th# ba 1a cd nhan hoic
td chtic hoa giai dé thyc hién
viéc hoa gidl.

bitu 34. Nguyén tic thyc hién
hoa giai
1. Bdo dam khach quan, trung
thyc, thién chi, khéng dugc ép
budc, Itta doi.
2. T6 chtic, cd nhan tién hanh
hoa gidi, cdc bén tham gia hoa
giai phai bao dam bi mat thong
tin lién quan dén viéc hoa giai,
trif treong hgp cac bén cod thoa
thuan khac hodc phap luat co
quy dinh khac.

A32x. F3A T

7+ GA A ge] AeA] @o
A5 BF, &9 Adske= N
A, A= Awlareke] A<
FHdas ez 24 s
A24 313

A33%. 33

BEX gd9o A= o, o

Aot zulAE a2 o] 96
o Aot shal 71wl A3
o WAl gele A7t Ak,

2. BARE 9 gelain
YA FAHE BSE A
st sl AYshE A9
A, sl gelsts FAAE
Salst waAR Aue wuEe
nAsteloF @t

7N

= =2
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bieu 35. T46 chtic hoa giai

T6 chiic, ca nhan c6 du diéu kién
theo quy dinh cua Chinh phu
dugc thanh lap t6 chiic hoa giai
dé gidi quyét tranh chip giita
nguodil tiéu duang va td chiic, ca
nhan kinh doanh hang hoa, dich
V.

bieu 36. Bién ban hoa giai
1. Bién ban hoa giai phai co6 cac
no1 dung chinh sau day:
a) T6 chtic, ca nhan tién
hanh hoa giai;
b) Cac bén tham gia hoa
g1al;
¢) Noi dung hoa giai;
d) Thoi gian, dia diém tién
hanh hoa giai;
d) Y kién ctia cac bén tham
gia hoa giai,
e) K&t qua hoa giai;
g) Thdi han thyc hién ké&t
qua hoa giai thanh.
2. Bién ban hoa giai phai c6 chit
ky ctia cic bén tham gia hoa
gial va ch® ky xac nhan cua to
chtc,
gial.

cA nhan ti€n hanh hoa

bieu 37. Thyc hién k&t qua hoa
giai thanh
Céac bén co6 trach nhiém thyc hién

A|35%. 3}af 7]

ARk FASHE 2AS FE
2 Y, dAE BE, 80
Aeeks A9, WA vl
G BAS A2 dste] sl
g 4YE & Ao,

A36Z. 33 7=
1. glall 715 & o9 T8
Uj-g-o] EZ3FEofof gt}
a) 3tallE F8st=
A
b) gsloll Frofst= FARR}

NS,

c) shal Ul

d) st A& A, FAa

d) ssfjoll Frofste= GARA
o] oA

e) stsll Az

g) dHE staf 4o o]
7] gt

2. staf ol DARR}e] Mg
a2 AFat= Ao, A9

kel Argo] sl 7] Fol %lof
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k&t qua hoa giai thanh trong thoi
han da thoa thuan trong bién ban
hoa gial;, truong hgp mot bén
khong ty nguyén thyc hién thi
bén kia c6 quyén khdéi kién ra
Toa an dé yéu cau gial quyét
theo quy dinh ctia phap luat.

Muc 3 TRONG TAI

bieu 38. Hiéu lyc ctua diéu khoan
trong tai
T6 chtc,
hang hoa, dich vu phai thong bao

cd nhan kinh doanh

ve dieu khoan trong tai trudc khi
giao k&t hgp dong va dugc ngudot
tiéu dung chdp thuan. Truong
hgp diéu khoan trong tar do to
chtic, cd nhan kinh doanh hang
hoéa, dich vu duva vao hgp dong
theo mau hoidc diéu kién giao
dich chung thi khi xay ra thanh
chip, ngudi tiéu dung la ca nhan
cH6 quyeén lga chon phuong thtic
gial quyét tranh chip khéac.

bigu 39. Trinh ty, tha tuc gial
quyét tranh chép tai trong tai
Trinh ty, thu tuc gidi quyét tranh
chap tai trong tai dugc thyc hién
theo quy dinh cua phap luat vé
trong tai thuong mai.

bitu 40. Nghia vu chting minh

KLIS stazsg
stal 715 A st 71g el
ol o] om, YA

A3Ad FA

A38x. A =& ad
=, 898 Adske 79,
Alks A4zt doll &
59 st FA x3ol

FHelojof st} EiE,
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Nghia vy chiing minh trong gidi | =& A A Ao 9 oJF
quyét tranh chdp tai trong tai | & ©] WY A42x% FA- o wz}
duge thiic hién theo quy dinh tai 2 3%t}

Diéu 42 cna Luat nay.

Muc 4 GIAI QUYET TRANH Al4d HAAe £ &2
CHAP TAI TOA AN
bigu 41. Vu 4n dan sy vé bao ve | A41ZF. AW|# A HITO T
quyén 1gi ngudi tiéu ding sk qIAL AR
1. Vy an dan sy ve bao vé 1. &H|x @y B3 #3 W
quyén lgi ngudi tieu dung la vu| A} AFdolA AL o] e
an ma bén kh&i kién 1a ngusi| TR WE AWH|A s A&
tieu dung hodc t6 chtic x4 hoi| A HE HEo] FHost= AL
tham gia bao vé quyén lgi ngusi | A o] o},
tieu dung theo quy dinh cua

Luat nay.
2. Vu 4an dan sy vé bao vé| 2. AH|x} dd HIe T3 A
quyen lgi ngudi tiéu diung duge | AF AFAL thLo 2HS 5
gidi quyét theo tht tuc don gian | A WAFARSo] T3k d@<=3k ¥
quy dinh trong phap luat ve t6 | & 14 Zx}ol| ug} )2t}
tung dan sy khi c6 du cac dieu
kién sau day:
a) C4 nhan 1la ngudi tiéu a) alagQle] 7iQl AH|X}o]
dung khéi kién; t6 chdc, 3L, ¥ar4aglo]l  AH|xhe
c4 nhan tryc ti€p cung cip A =%, €95 AH A
hang hoéa, dich vu cho ol NS, SAQl A5
nguoi tiéu dung bi Kkhdi
kién;
b) Vu an don gian, chiing c@ b) sk Al olar, v &gl
rd rang; SA7F A= A5
¢) Gia tri giao dich dusi 100 c) nlHe] 7Ix|7F 4o o]
triéu dong. shel A
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bieu 42. Nghia vy chiing minh

trong vu an dan sy veé bdo vé

quyén lgi ngudi tiéu dung
1. Ngudi tiéu dung c6 nghia vu
cung ciap chi@ng ct va ching
minh trong vu 4n dan sy dé bao
vé quyeén, Igi ich hgp phap cua
minh theo quy dinh cuaa phap
luat ve t8 tung dan sy, tri viéc
chiing minh 161 cta t6 chtic, ca
nhan kinh doanh hang hoéa, dich
vu.
2. T8 chtic, c4 nhan kinh doanh
hang hoa, dich vu c6 nghia vu
chting minh minh khong c6 161
gdy ra thiét hai.
3. Toa an quyét dinh bén co6 161
trong vu an dan sy vé bdo vé
quyeén Igi ngudsi tiéu dung.

bigdu 43. An phi, 1& phi Toa an
d61 v61 vy an dan sy vé bao vé
quyeén lgi nguoi tiéu dung
1. An phi, 1& phi Toa 4n d6i véi
vu an dan sy vé bao vé quyén
Igi nguoi tiéu dung duge thuc
hién theo quy dinh cta phap
luat veé an phi, 1é phi Toa an.
2. Nguo1 tiéu dung khéi kién vu
an dan sy dé bao vé quyeén, Igi
ich hgop phap cua minh khong
phal nOp tam (ing an phi, tam

ting 1é phi Toa an.

A2z, 2n4 Ag Hao
& WAL Ao E1 o)

L BE 892 Adsts 719,

wAe 3L

sl AR gEA A,

ole]e BEF] Aske] WAL

Fol w3 WE 7ol wet
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|

s WA ARel EAE AT

HE o7 gk,

3. WAL AuA Ael wEo
W3 WAL ARIel A whe] 9]
= 22 Agan.
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3 WAL AR B AEnE, A
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bieu 44. Thong bao thong tin veé
vu an dan sy vé bao vé quyeén lgi
ngudi tiéu dung do t6 chiic xa hoi
khai kién
1. T8 chtic xa hot tham gia bao
vé quyén lgi nguoi tiéu dung céd
trach nhiém thoéng bao cong
khai bang hinh thtic phu hgp ve
viec khéi kién va chiu trach
nhiém vé thong tin do minh
cong bd, bao dam khong anh
huiéng dén hoat dong binh
thuong cua t6 chic,
kinh doanh hang hoa, dich vu.

cA nhan

2. Noi1 dung thdong bido quy dinh
tal khoan 1 Diéu nay bao gdm:
a) T6 chiic xa hoi tham gia
bdo vé quyén 1gi ngusi
tiéu dung khai kién;
b) T6 chdc,
doanh hang hoa, dich vu bi

cd nhan kinh

kién;
¢) Noi dung khéi kién;
d) Thu tuc va thsi han diang
ky tham gia vy an.
3. Toa an co6 trach nhiém niém
y&t cong khai tai tru s¢d Toa an
thong tin ve viéc thu ly vu an
trong thoi han 03 ngay lam
viéc, k& tui ngay thu Iy vu an
theo quy dinh cta phap luat to
tung dan su.
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bieu 45. Thong bao ban 4an, A|45ZF. A3 GA 7} AH| 2 A

quyé&t dinh cua Toa an giai quyét
vy 4n dan sy vé bao vé quyén Igi
nguoi tiéu dung do t6 chiic xa hoi
khai kién

Ban 4an, quyét dinh cua Toa an
g1al quyét vu an dan sy vé bao
vé quyeén lgi ngusi tiéu dung do
t6 chic xa hoi khdéi kién phai
dugc niém yé&t cong khai tai tru
s¢ Toa an va cong bd cong khai
trén phuong tién thong tin dai
chting bdng hinh thtic thich hogp.

bigu 46. Tién boi thusng thiét
hai trong vu an dan sy vé bao vé
quyén 1gi ngudi tiéu dung do to
chtic xa hoi khaor kién vi 1g1 ich
cong cong

Tién boi thuong thiét hai trong
vu an dan sy vé bao vé quyeén lgi
ngudi tiéu dung do t6 chiic xa hoi
tham gia bdo vé quyén 1gi nguoi
tieu dung khdét kién vi 1gi ich
cong cong dugc thiyc hién theo
ban an, quyét dinh cta Toa an.

Chuong V

TRACH NHIEM QUAN LY
NHA NUGC VE BAO VE
QUYEN LCJI NGUOI TIEU
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DUNG

bieu 47. Trach nhiém quan 1y
nha nu6c vé bao vé quyén Igi
ngudi tiéu dung
1. Chinh pht théng nhat quan 1y
nha nudc vé bao vé quyén lgi
ngudl tiéu dung.
2. Bo Cong thuong chiu trach
nhiém tridc Chinh phu thyc
hién quan ly nha nudc vé bao
vé quyeén lgi ngudi tiéu dung.
3. B0, co quan ngang B0 trong
pham vi nhiém vy, quyén han
ctia minh c6 trach nhiém phoi
hop v6i Bo Cong thuong thuyc
hién quan ly nha nudc vé bao
vé quyeén lgi ngudi tiéu dung.
4, Uy ban nhan dan cac cip
trong pham vi nhiém vy, quyén
han cta minh thic hién quén ly
nha nudc vé bao vé quyén lgi
ngudl tiéu dung tai dia phuong.

bieu 48. Trach nhiém cua BO

Cong thuong
1. Ban hanh theo thidm quyeén
hodc trinh co quan nha nuéc co
thdm quyén ban hanh va té
chtic thyc hién chién luge, quy
hoach, k& hoach, chuong trinh,
dy¢ an, chinh sach, phap luat ve
bdo vé quyén I¢gi ngusi tiéu
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dung.

2. Quan 1y hoat dong bao veé
quyeén 1gi nguoi tiéu dung cua
chitc hoa
g1a1, hgp dong theo mau va diéu

t6 chtc xa hoi, to
kién giao dich chung theo quy
dinh tai Diéu 19 cta Luat nay.
3. Tuyeén truyén, phd bién, gido
duc phap luat vé bao vé quyén
Igi ngudi tiéu dung; tud vdn, ho
trg va nang cao nhan thic ve
bdo vé quyén lgi nguol tiéu
dung.

4. Xay dyng co s@ dif liéu thong
tin phuc vu cong tac bdo vé
quyén 1gi ngudi tiéu dung; dao
tao ngudn nhan lyc, boi dudng
nghiép vu phuc vu cdng tac bao
vé quyen lgi ngudt tiéu dung.

5. Thanh tra, kiém tra,
quyét khiéu nai, td cao va xit 1y

glal

vi pham phép luat vé bao vé
quyeén lgi ngudi tiéu dung theo
thdm quyeén.

6. Thuc hién hgp tac qudc té veé
bdo vé quyeén lgi ngusi tiéu
dung.

bidu 49. Trach nhiém cua Uy
ban nhan dan cac cap

1. Ban hanh theo thidm quyén
hodc trinh ¢ quan nha nudc céd
thdm quyén ban hanh va té
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chitc thyc hién vian ban quy
pham phap luat vé bado vé
quyeén 1gi ngudi tiéu dung tai
dia phuong.

2. Quan 1y hoat dong vé bao vé
quyeén 1gi nguoi tiéu dung cua
t6 chiic x4 hoi, t6 chic hoa giai
tai dia phuong.

3. Tuyén truyeén, phd bién, gido
duc phap luat vé bao vé quyén
Ig1 nguot tiéu dung; tu van, hd
trg va nang cao nhan thic ve
bdo vé quyén Igi ngusi tiéu
dung tai dia phuong.

4. Thanh tra, kiém tra, giai
quyét khi€u nai, td cdo va xit Iy
vi pham phéap luat vé bdao vé
quyeén lgi ngudi tiéu dung theo
thdm quyeén.

Chuong VI
DIEU KHOAN THI HANH

bieu 50. Hiéu lyc thi hanh

Luat nay co6 hiéu lygc thi hanh to
ngay 01 thang 7 nam 2011.

Phéap 1énh Béo vé quyén lg1 nguoi
tieu dong s6  13/1999/PL-—
UBTVQH10 hét hiéu lyc ké ti
ngay Luat nay co6 hiéu lyc.
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bitu 51. Quy dinh chi tiét va

AS1ZE. A T8I ABA =

44




Q SRR @ MR B ME

huiéng dan thi hanh

Chinh pht quy dinh chi ti&t va
huéng dan thi hanh cac diéu,
khodn dugc giao trong Luat;
huéng dan nhitng no1 dung can
thi€t khac cua Luat nay dé dap
ling yéu cau quan ly nha nuéc.

Luat nay da dugc Qudc hodi nude
Cong hoa xa hoi chu nghia Viét
Nam khoa XII, ky hop thd 8
thong qua ngay 17 thang 11 nam
2010./.

CHU TICH QUOC HOI
(b3 ky)
Nguyén Pha Trong
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