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CUC QUAN LY CANH TRANH

BAO CAO KET QUA KHAO SAT NGUOI TIEU DUNG

I. THONG TIN CHUNG

Luat Bao vé quyén loi ngudi tiéu dung da duoc Qudc hoi khoa X1 thdng qua
ngay 17 thang 11 ndm 2010 va c6 hi¢u lyc thi hanh tir ngay 01 thang 7 nam 2011.
Trong thoi gian 5 nam vira qua ké tir khi Luat nay c6 hiéu luc, cac co quan quan ly
nha nuéc, cac té chirc x& hoi tham gia bao vé quyén loi ngudi tiéu ding di tich cuc
trién khai nhiéu hoat dong thuc thi Luat Bao vé quyén loi ngudi tiéu ding, dac biét
la viéc diy manh cong tac tuyén truyén, pho bién phap luat nhim nang cao nhan
thirc vé& quyén caa ngudi tiéu dung, trach nhiém cua cac td chic, ca nhan kinh doanh
d6i voi nguoi tiéu dung, phat trién hé thdng co quan bao vé quyén lgi ngudi tiéu
ding, gép phan xay dung mot moi truong tiéu dung va kinh doanh lanh manh.

Bén canh d6, cdng tac hoan thién phap luat bao vé quyén loi ngudi tiéu ding
(BVQLNTD) ciing di duoc cac co quan, té chic ¢6 lién quan quan tam, chi trong,
v6i dau 4n 1a ngay 10 thang 07 nam 2015, theo dé nghi ciia B6 Cong Thuong, Tha
tuéng Chinh phu da ban hanh Quyét dinh s6 1035/Q-TTg lay ngay 15 thang 3 hang
nim 1a Ngay Quyén ciia ngudi tiéu ding Viét Nam.

Nham co cai nhin téng quat d6i véi két qua trién khai cac hoat dong bao vé
quyén lgi nguoi ti€u dung trong thoi gian qua, tao co s cho viéc nang cao hi¢u qua,
hiéu luc thuc thi phap luat bao vé quyén loi ngudi tiéu dung trong thoi gian t6i, véi
su hd tro ciia T6 chirc Hop tac Qudc té Pirc (GIZ), Cuc Quan 1y canh tranh da phdi
hop vai Vién Nghién ctiru Thuong mai, Bo Cong Thuong tién hanh khao sat y kién,
nhan thic clia nguoi tiéu dung trén mot sd tinh, thanh phd trong ca nudc. Dudi day
la két qua tong hop cho Dy an khao sat néu trén, cu thé nhu sau:

1. Muc dich khao sat

Panh gia nhan thie ciia Ngudi tiéu ding vé cong tic BVQLNTD ¢ Viét Nam
trong giai doan 2011-2015, tao co s& dé xuat, xay dung c4c giai phap nang cao hiéu
qua thuc thi phap luat BVQLNTD trong thoi gian toi.



2. Poi twong va s6 lwong khio sat
- Khao sat dugc thyc hién qua hinh thirc phong van tryuc tiép;

- Pbi twong duge khao sat 1a nguoi tiéu dung nédi chung & Viét Nam (duogc
chia lam cac nhom: Cong chirc, vién chirc; Chu cong ty, Doanh nghi€p; Nhan vién
Cong ty; Hoc sinh, Sinh vién; Noi trg; Ca nhan tu do va doi tuong Khac).

- Tong sb ban khao sat truc tiép duoc sir dung dé 1am béo céo 1a 3.000 bén
(hoan thién), cu thé phan bo nhu sau:

o Thanh Hoa 200 Ban o Ngh¢ An 200 Ban

o Ha Tinh 200 Ban o Tién Giang 200 Ban
o Ha Noi 400 Ban o Pha Tho 200 Ban

o Pk Lak 200 Ban o Ho Chi Minh 400 Ban
o Hai Phong 300 Ban o Quang Ninh 200 Ban
o Pa Ning 300 Ban o Binh Duong 200 Bén

3. Thoi gian va cach thirc chon méu

Khao sat dugc thuc hién trong thang 3 va 4 nam 2016 thong qua su hop tac,
phéi hop véi mot s6 Hoi BVQLNTD va chuyén gia tai cac dia phuong ndi trén.

Trudce khi tién hanh khao sat, nhom khao sat da tap huan, huéng dan cho cac
chuyén gia va don vi thuc hién cach thitc chon mau. Theo d6, khdo sat loai trir cac
d6i tugng nguoi tidu dung 14 cac can bo, nhan vién dang cong tac tai cic don vi quan
Iy nha nuée truc tiép vé BVQLNTD (nhu Phong Quan 1y thuong mai ciia S& Cong
Thuong,...), cac Ho1 BVQLNTD.,...

4. Cac ngi dung chinh ciia bang cau héi khao sat

Viéc khao sat tap trung vao cac ndi dung chinh sau:

- Panh gia hiéu biét cua ngudi tiéu ding vé Luat Bao vé quyén loi ngudi tiéu
dung;

- Panh gia hiéu biét cua ngudi tiéu dung vé co quan, to chic bao vé ngudi
tiéu dung;

- Nhan dién hanh vi, linh vic thuong bi vi pham quyén loi nguoi tiéu dung;

- Pénh gia (mg xr ciia nguoi tidu dung, doanh nghiép khi c6 tranh chap;

- Panh gia ciia ngudi tiéu dung vé co quan, to chitc BVQLNTD;

- Panh gia vé hoat dong ctia Tong dai 1800-6838;

- P& xudt vé phuong thirc, cach thic ning cao hiéu qua cong tic
BVQLNTD.

Danh sach cAu héi nhu ¢ phan cudi ciia Bao céo nay.



5. Co cau ddi twong khao sat

Trong s6 3.000 ngudi tham gia khao sat truc tiép, c6 61,8% 1a Nit va 38,2% 13
Nam, tip trung chu yéu trong d6 tudi tir 25 - 35 (chiém 33,23%).
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33.23%

o 21.90%
21.20% 19.67% °

18 - 25 25-35 35-45 45-60 60+

Biéudo 2: T V 1é nguoi duoc khdo sat theo do Ui



Il. KET QUA KHAO SAT

1. Van dé 1: Panh gia hiéu biét cia nguwoi tiéu ding vé Luit Bio vé
quyén loi ngudi tiéu dung

Hon 70% s6 nguoi tiéu dung duoc hoi, cho rang minh da timg nghe, hoic biét
dén Luat BVQLNTD truéc khi nhan dugc bang cau hoi khao sat.

75.0%
_JA
25.0%
!
Cé biét Khéng biét

Biéu d6 3. Mitc dé ngueoi tiéu ding biér dén Lugt BVQLNTD.

Ty 1é nay cho thay tong sé nguoi biét dén Luat BVQLNTD la chiém phan Ién
trong tong sé ngudi duoc khao sat. Qua ty 1& ndy, phan nao cho thay cong tac tuyén
truyén, phd bién kién thuc, phap luat vé BVLQNTD thoi gian qua da dat dugc két
qua dang ghi nhan.

Khac
Truyén hinh (qua tivi,...)
T& roi, khdau hig¢u, bing rén tuyén truyén

Qua ban be, nguoi thin

Phat thanh (qua radio, qua loa phat thanh,
tuyén truyen,...)

Hbi nghi, Hdi thao

Bio gidy, bao dién tir
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Biéu do 4. Cdc phwong thirc tuyén truyén giip nguoi tidu ding
biét vé Ludt BVQLNTD.
Qua biéu db trén cho thay truyén hinh; béo chi (bdo gidy, bao dién tir); phét
thanh (radio,...); to roi, bang ron, khau hiéu;...1a nhiing phuong thuc tuyén truyén
chiém ty 1¢ cao nhit ma thong qua d6 ngudi tiéu dung biét dén Luat BVQLNTD.



C6 dén 71% sb ngudi tham gia khao sét tra 101 biét dén cac quyén co ban caa
ngudi tiéu ding. Mic du nhiéu clu tra 10 14 chua ddy du do ngudi tiéu dung chi
chon mot s6 quyén co ban trong danh séch 8 quyén ma bang khao sat dua ra. Véi
két qua nay cho thiy nguoi tiéu dung d3 ngdy mot y thic hon vé cac quyén cua
minh khi tham gia giao dich véi cac t6 chirc, c& nhan kinh doanh.

70.5%

29.5%

Co biét Khéng biét

Biéu do 5. Mitc dé biét vé quyén ciia nguwoi tiéu ding

Trong s nhitng quyén co ban ma nguoi tiéu dung lya chon thi Quyén duoc
cung cap théng tin; Quyén dugc lua chon hang hoa, dich vu; Quyén dugc yéu cau
boi thuong thiét hai; Quyén duoc khiéu nai, t6 cdo, khoi kién 1a nhitng quyén chiém
ty 16 lra chon cao nhat. Pidu d6 cho thidy mirc do quan trong ciing nhu tdm ly quan
tam, tim hiéu caa nguoi tieu ding ddi véi nhiing quyén, loi ich “sat swon” véi minh,
Pay ciing 1a nhitng quyén phd bién ma ngudi tiéu ding thuong sir dung dén dau tién
khi c6 tranh chap véi t6 chic, ca nhan kinh doanh.

Khac

Quyén duge yéu ciu bdi thuong thiét hai
Quyén dugc tham gia xay dung va thuc thi
chinh sach, phap luat
Quyén duoc tu van, hd tro, huéng din kién
thirc vé tiéu dung

Quyén duge khiéu nai, tb cdo, khai kién

Quyén duoc gop ¥y kién voi té chire, ¢ nhan
kinh doanh

Quyén duoc cung cép théng tin

Quyén dugc bao dam an toan tinh mang, stc
khoe, tai san

Quyén dugc lua chon hang hoa, dich vu %Yo
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Biéu do 6. Mite dé hiéu biét vé cac quyén co ban cia nguoi tiéu ding

Khi dugc hoi vé nhitng trach nhiém ma ngudi tiéu dung can luu y thuc hién
tot trong qué trinh mua, str dung hang hoa, dich vu trén thi truong, hau hét nhiing
nguoi dugce hoi déu cho rang can Lya chon san pham c6 ngudn goc, xuat xi ro rang,



¢6 hoa don chung tir (chiém 72,97%); Kiém tra san pham trude khi tiép nhan (chiém
70,87%); va Thuc hién chinh xac, day di hudng dan sir dung san pham (chiém
50,33%). Diéu nay cho thay, bén canh nhén thitc vé cac quyén co ban ctia minh thi
nguoi tiéu dung ciing dang nhan thire tt hon vé céc trach nhiém, dic biét trach
nhiém lya chon san pham c6 ngudn gdc, xut xr rd rang, co6 hoa don chimg tir; kiém
tra san pham trudc khi tiép nhéan; thyc hién chinh xéac, diy du huéng dan sir dung
san pham, khi tham gia giao dich mua hang hoa va tiéu ding.
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Kiém tra san Kip thoi thong Kip thoi thong Khac Lua chon san  Thuc hién

pham truée  tin, phan anh  tin, phan anh pham c¢6  chinh xac, day
khi tiép nhan vé hanh vivi vé san pham ngudn gbe, du huéng din
pham cuaté  khoéng bao Xudt xarrd st dung san
chtrc, c4 nhdn dam an toan, rang, c6 hoa phim
kinh doanh  chét lugng don chung tir

Biéu do 1. Murc do hiéu biét vé trach nhiém cua nguoi tiéu dung
khi mua, sw dung hang hoa, dich vu

2. Van dé 2: Panh gia hiéu biét ciia nguoi tiéu ding vé cic co quan quin
1y nha nudre, t6 chirc xi hi tham gia BVQLNTD

Hon mdt nira s6 ngudi tham gia khao sat tra 15i 1a c6 biét dén co quan quan 1y
nha nuéc vé BVQLNTD (58,80%). Tuy nhién, con sb nay chua thuc su phan anh
chinh xac ty 18 ngudi lya chon ding tén cic co quan quan Iy nha nudc vé
BVQLNTD boi vi bang cdu hoi dua ra 4 lya chon. Mot s6 ngudi mic du tra 161 co
biét dén co quan quan 1y nha nudc vé BVQLNTD, nhung khi lya chon tén co quan
chuyén trach thi khong dung. Chinh vi vay, dir liéu vé lva chon chinh xéc tén co
quan chuyén trach vé BVQLNTD can dugc can nhéc, xem xét khi phan tich.

mcod

mKhong

Biéu do 8. Murc dé biét dén co quan quan 1y nha nuwée vé BYQLNTD



Két qua khao sat cho thay c6 48,7% trén tong sd ngudi dugc khao sat tra 10i
dung phuong an dwa ra (B6 Cong Thuong (Cuc Quan 1y canh tranh) va UBND cép
tinh (S& Cong Thuong)); 20,0% cho riang cac co quan 1y nha nude vé BVQLNTD la
B Y té (Cuc An toan thuc pham) va S& Y té cac tinh; 17,20% thi lai cho rang quan
1y nha nude vé BVQLNTD 1a chtrc ning cua Bo Khoa hoc va Cong nghé (Tong cuc
Tiéu chuan, Po luong, Chat luong) va cac Chi cuc Tiéu chuan, Po luong, Chét
lugng ¢ tinh.

Ty 1& tra 1i chinh xé4c 13 48,7% cho thdy chitc ning, vai trd ciia cic co quan
quan 1y nha nuéc vé BVQLNTD di duoc nhiéu nguoi tiéu dung biét dén va ghi
nhan. Dé c6 duoc két qua ndy, co phan quan trong cua cong tac tuyén truyén, thong
tin toi ngudi ngudi ticu dung. Trong thoi gian vira qua, bén canh viée nd luc ho tro,
tu van, giai quyét khiéu nai cho nguoi tiéu dung, thi cac co quan, t6 chirc 6 lién
quan nhu Bo Cong Thuong, Cuc Quan 1y canh tranh, S& Cong Thuong, cac Héi Bao
vé quyén loi ngudi tiéu dung va cac co quan truyén thong, bao chi da tich cuc day
manh hoat dong tuyén truyén, phd bién phap luat, ndng cao nhan thirc, kién thirc vé
bao vé quyén loi nguoi tiéu ding cho ngudi tiéu dung va céc t6 chirc, c nhan kinh
doanh. Két qua khao sat néi trén di thé hién phan nao tinh hiéu qua cua céng tac
tuyén truyén, thong tin trong thoi gian qua.

60.00%

48.70%

20.00%

17.20%

0.70%
0.00% - T
Bo6 Cong Thuong Bo Khoa hoc va Cong Bo Y té (Cuc An toan Khéc
(Cuc Quan Iy canh  nghé (Tong cuc Tiéu thuc pham); So' Y té
tranh); UBND cép chuén, Po ludng, cac tinh.

tinh (S6 Cong ~ Chét lugng); céc Chi
Thuong); UBND cap cuc Tiéu chuan, Do
huyén, xa. Iudng, Chat lugng &
tinh.
Biéu do 9. Ty Ié nguoi tiéu dung lwa chon
ddu la cdc co quan quan ly nha nuoc vé BVQLNTD

Ty 1¢ s6 luong nguoi tiéu dung biét dén cac T chirc x4 hoi tham gia
BVQLNTD thép hon (52%) so v&i sb nguoi biét dén Co quan quan 1y nha nudc vé
BVQLNTD (58,80%). Tuy nhién, khi lwa chon phuong an chinh xac dau la cac To
chtrc x4 hoi vé BVQLNTD, thi c4c ty 1& nay 1a ngang nhau, cu thé ¢ 48,60% sb
ngudi dugc hoi tra 161 chinh xac Hoi Tiéu chuan va Bao vé NTD Viét Nam
(VINASTAS) va cac Héi BVQLNTD cép tinh, cap huyén 1a cac T chuc x3 hoi



tham gia BVQLNTD; 16,39% cho rang d6 1a Trung wong Hoi Nong dan Viét Nam
va cac Hoi Nong dan cip tinh, cap huyén, xa; 1,19% dua ra phuong an khac.
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48.60%

50.00%

40.00%

30.00%

20.00%

9.67%
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0.00%
Hbi Tidu chuén va Bio Khac Trung wong Hoi Nong
vé NTD Viét Nam dén Viét Nam; cac Hoi
(VINASTAS); va cac hji Nong dan cap tinh, cap
BVQLNTD cap tinh, huyén, xa

cap huyén

Biéu do 10. Ty I¢ ngueor tiéu dung chon dau la
cac To chirc xa hoi tham gia BVQLNTD

3. Van dé 3: Nhan dién cac hanh vi xam pham quyén loi ngudi tiéu ding
phén theo nhém hang héa, dich vu va hanh vi vi pham

Theo nhom hang héa, dich vu:

Hon mét nira s6 ngudi tiéu ding tham gia khao sat tra 1oi da timg bi xam
pham quyén loi véi tur cach 13 nguoi tiéu dung trong khoang thoi gian tir nam 2011
dén 2015 (chiém 56%).

Nhirng nhém hang hoéa, dich vu duge nhiéu nguoi tiéu ding phan anh di timg
bi xdm pham quyén loi trong thdi gian qua 1a Thuc pham, nude giai khat (19,69%),
Db dién tir gia dung (13,05%), Hang ho4 tiéu dung thuong ngay khac (12,88%),
Dién thoai, vién thong (9,17%), Thoi trang, trang stc (6,57%), Du lich, nha hang
(5,6%), May tinh, két nbi Internet (5,37%), Y té, cham soc sitc khoe (5,29%). Piéu
nay thé hién dung thuc trang thi truong tiéu ding, ciing nhu cac khiéu nai chu yéu
clia ngudi tiéu dung hién nay, trong d6 van dé vé thyc pham khdng an toan, mat vé
sinh, chat luong, ché do bao hanh d6 dién tir gia dung, dién thoai, dich vu vién
thong,...dang gay nhiéu birc xtrc cho ngudi tiéu dung.



Khac

Y té, cham séc strc khée
Thuc pham, nude giai khat 19.69%
Thoi trang, trang sir'c

Thiét bj, van phong

Tai chinh, Bao hiém, Ngan hang

Noithat, ngoai that

Nang luong, Mai trurdng

May tinh, Két ndi Internet

Hang héatiéu dung thudng ngay khac
Gido duc, Giai tri

Pé dién tir gia dung

Dién thoai, Vién thong

Dulich, Nha hang

Dich vu van tai, Phuongtién van chuyén
Bat d6ng san, Nha &

T
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Biéu do 11. Xdam pham quyén loi nguoi tiéu diing
phan theo nkom hang hoa, dich vu

Theo nhém hanh vi vi pham:

Nhom nhitng hanh vi vi pham quyén loi nguoi tiéu ding duoc ngudi tiéu
ding cho biét di timg gip nhiéu nhét trong thoi gian vira qua nhu Chat luong khong
dam bao (25%), Bi quiy roi thong qua tiép thi, quang céo trai y mudn (18%), Gian
lan vé do luong (16%), Gian 1an vé xuat xt (12%), Gian lan vé thoi han st dung
(10%), Khong cung cip hoa don, ching tir mua hang (8%), Khong thyc hién day du
trach nhiém bao hanh hang hoa (7%)... cling di phan anh phan nao thyc té hién nay.

Khﬁng thire hién Khac Bi lira dao khi mua
day da trach nhiém ________0_0/0__\ hang héa (khéng
Bao hanh giao hang,...)

Khdng cung 7%
cap hoa dcrn,/
chirng tir mua o
Bi quay réi thong qua
tiép thi, quang céo,..
traiy muén
18%

hang Gian 1an vé xudt xar
8% 12%

Gian lan vé thoi

han st dung
; .
10% Chatlugng khéng
dam bao
25%

Biéu do 12. Xdam pham quyén loi nguoi tiéu ding
phan theo hanh vi vi pham

4.Van dé 4: Vé tng xir ciia nguoi tiéu dung, doanh nghiép khi xay ra
tranh chap trong tiéu dung

Mic du s6 luong ngudi tham gia khao st tra 101 da timg bi xadm pham quyén
loi véi tu cach 1a ngudi tiéu dung 13 kha 16n (56%), xay ra trong nhiéu linh vuc hang



hoa, dich vu khac nhau, nhung sé lugng ngudi quyét dinh phuong an dé co thé tu
bao vé minh nhu chu dong khiéu nai truc tiép tdi to chirc, ca nhan kinh doanh hoic
yéu cau cic co quan, t6 chic BVQLNTD hd tro van chua dap ung duge mong mudén
clia cac co quan quan ly nha nude. Cu thé, khi duoc hoi “Trong qua trinh mua, sir
dung hang hoéa, dich vu va xay ra tranh chép v6i tO chire, ca nhan kinh doanh, thi
thudng chon phuong an ndo?” C6 tdi 44% s6 ngudi duoc hoi chon phuong 4n Im
lang va bo qua vu vi¢c; 20% chon phuong an Yéu cau hd tro tir Co quan, t6 chirc
BVQLNTD:; 36% thyc hién viéc Khiéu nai dén to chirc, ca nhan kinh doanh hang
ho4, dich.

®Imlang, bo qua vu viéc

® Khiéu nai tryc tiép toi T
chire, cd nhan kinh doanh

mYéucduCo quan,té
chirc cotham quyén ho
tro

Biéu d6 12. Cdach thirc gidi quyét tranh chdp

Ly do dugc nguodi tham gia khao sat dua ra cho viéc Im lang, bé qua vu viéc
1a vi Gi4 trj tranh chip nho (38.56%); Vi cho rang thi tuc khiéu nai, khiéu kién t6i
co quan c6 tham quyén phirc tap (22.05%); Vi cho rang don vi kinh doanh s& khong
giai quyét (15,92%); Vi khong biét dén quy dinh phap luét c6 lién quan (11,1%); Vi
khong biét dén co quan, t6 chirc hd tro giai quyét khiéu nai cho nguoi tiéu dung
(10,75%),...

Vi khéng biétl dén co quan, t chirc hd tro H 10.75°
giai quyét khiéu nai cho NTD 11970

Vi khéng biét dén cac quy dinh phap luat o
c6 lién quan _ 11.10

Vi gia tri tranh chdp nho 8.56%

Vi cho r.%mg thu tuc khiéu n_ai, khiéu kién _ 22.05°
t&i co quan c6 tham quyén la phic tap ooy

Vi cho rang don vi kinh doanh s& khéng
1 oho ¥ I 15.92¢
gial quyet

Khac F 1.62%
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Biéu do 13. Ly do ciia viéc ngueoi tiéu dimg chon Im ling, bé qua vu viéc
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30,72% s6 ngudi tham gia khao sat cho rang td chirc, ca nhan kinh doanh giai
quyét t6t khiéu nai ciia ngudi tiéu dung. Theo d6, 1y do ma nguoi tiéu dung da lua
chon phuong an nay dugc thé hién nhu biéu dd phia dudi. Trong s6 d6, nhimg 1y do
chiém ty 18 dugc lua chon cao nhat nhu D& dang lién hé dé thyc hién quyén khiéu
nai (28%); C6 Tong dai cham soc khach hang va nguoi tiéu dung (21%), Thai do,
cach ung xir ctia to chirc, ca nhan kinh doanh d6i véi NTD 1a diing muc (20%), ...

Tot 30.72%

Khong c6 y }{iél} (vi chua turng
khiéu nai dén to chirc ¢4 nhan _ 38.51%

kinh doanh)

30.76%

Chua tot

Biéu do 14. Banh gid doi voi To chure, cd nhan kinh doanh
vé viéc giai quyét khiéu ngi cua nguoi tiéu dung

Thuc hién viéc Co Tong dai
bdi thuong, bdi chim soc
hoé}n thiét hai khach hang va
déy du cho Thai d("), cach NTD
If;[;) rng x1r cua to 21%
0 chirc, ca nhan
kinh doanh di
v6i NTD 1a rit
ding muc
20%

Nhanh chong
va kip thoi tra
l(‘)i/phéu} hoi
cac yéu cau cla

NTD Khac

19% 1%
Biéu d6 15: Ly do ddnh gid t6 chirc, cd nhén kinh doanh gidi quyét Tot
khiéu nai cua nguoi tiéu dung

30,76% cho rang cac t6 chirc, ca nhan kinh doanh giai quyét Chua Tét cac
khiéu nai, khiéu kién ctia ngudi tiéu dung va 38,51% khong co ¥ kién vi chua timg
khiéu nai dén cac t6 chtrc, ca nhan kinh doanh. Cac ly do chinh cua viéc dua ra danh
gia chua tot ddi vdi cac to chiic, ca nhan kinh doanh 13 vi Rét khé lién hé dé thuc
hién khiéu nai (31%); Thoi gian tra 15i/phan hdi yéu cau ctia ngudi tiéu dung 13 qué
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lau (23%); C4 tinh trén tranh trach nhiém (22%); Thai do, cach xir sy khong ding
muec, thiéu t6n trong ngudi tiéu dung (21%). ...

Rét kho lién h¢ C4 tinh trén
dé thyc hién tranh trach
khiéu nai nhiém

31% 22%
Khac

4/3%

Thoi gian tra

16i/phan hoi Thai do, cach
yéu cau clia ung xu khong
NTD la qua lau ding murc,
(qua 10 ngay) thiéu ton trong
23% NTD
21%

Biéu d6 16: Ly do danh gid {5 chike, cd nhan kinh doanh gidi quyét
Khong Tot khiéu nai cia nguoi tiéu dung

5. VAn dé 5: Panh gia ciia nguoi tiéu diung vé co quan, té chic bao vé
quyén lgi nguwoi tiéu dung

Khi dugc hoi: “Ong/Ba di timg lién hé tdi co quan, to chirc nao dé yéu cau hd
trg giai quyét tranh chap?” thi ¢ dén 53,60% s6 ngudi duge hoi chua timg lién hé
v6i bat ky co quan, t6 chirc ndo. Va c6 23,43% di lién hé voi cac Co quan quan Iy
nha nuéc vé BVQLNTD; 14,70% di lién hé véi cac T6 chuc xi hoi tham gia
BVQLNTD:; 8,27% da lién hé voi cac co quan, td chure khac.

T6 chirc xi hi tham gia BVQLNTD - o
(H$i BVQLNTD) 14.70%

Co quan, tb chirc khac . 8.267%

Co quan quan 1y nha nuwéc vé °
BVQLNTD 23.43%

0.0% 10.0% 20.0%  30.0%  40.0% 50.0% 60.0%

Biéu do 17. Ty 1é ngudi tiéu ding lién hé co quan, t6 chirc
dé yéu cau giai quyét khiéu nai
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Trong s6 ngudi tiéu dung lya chon lién hé dén cac Co quan quan 1y nha nudce
vé BVQLNTD thi ¢6 36% da lién hé téi UBND cip Huyén, Xa; 29% tra 10i 1a da
lién hé t6i B6 Cong Thuong, Cuc Quan 1y canh tranh, va ngang bang véi ty 1é chon
lién hé dén UBND cap tinh, S& Cong Thuong.

UBND cép Bo Cong
Tinh, S¢é Cong Thuong, Cuc
Thuong Quan ly canh
29% tranh
29%
UBND cip l K62/a°
Huyén, Xa ’
36%

Biéu do 18. Ty Ié nguoi tiéu ding lién hé 16i
cac Co quan quan ly nha nuéc vé BVQLNTD
Déi véi viée lién hé t6i cac T chire x4 hoi tham gia BVQLNTD, c6 32% da
lién hé vai Hoi/chi Hoi BVQLNTD & cép Quan, Huyén, Phuong, Xa va 31% )
nguoi tham gia khdo sat da lién hé véi VINASTAS, 31% lién hé téi Hoi BVQLNTD
cap Tinh. C4c ty 1¢ nay gan nhu bang nhau, phan nao cho thay mic do hiéu biét cua
ngudi tiéu dung vé chirc nang ciia cac t6 chic niy 1a nhu nhau. Trén thuc té thi néu
tai dia phuong cu tra da thanh 1ap Hoi/ chi Hoi BVQLNTD thi nguoi ti€u dung
thuong wu tién tim dén Hoi/chi Hoi nay dé yéu cau sy giup dd.

Hbi
BVQLNTD
cua tinh (néu
c0)
31%

Hoi hoac Chi
Hoi
BVQLNTD
cap Quan/
Huyén/Xa/
Phuong (néu
co)

32%

Khac
6%

Hbi Tiéu chuan
va Bao vé NTD
Viét Nam
(VINASTAS)
31%

Biéu do 19: Ty 1é nguoi tiéu diing lién hé 16i
cac To chirc xa hoi tham gia BVOQLNTD
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Bén canh cac co quan quan 1y nha nudc vé BVQLNTD va céc t6 chire x3 hoi
tham gia BVQLNTD thi bang khao sat cting cho phép lua chon phuong an lién hé
t6i c4c Co quan, t6 chirc khac (co quan quan 1y chuyén nganh, co quan bao chi, trong
tai, tda an). Cu thé, c6 41% ngudi tiéu dung tra 1oi da lién hé toi Co quan nha nude
khac (vé quan 1y chuyén nganh nhu an toan thuc pham, tiéu chuan, do luong, chat
luong....); 39% lién hé téi Co quan bao chi, truyén thong 39% va 20% tim dén
Trong tai, Toa an. Nhu vy co thé thiy cac co quan bao chi, truyén thong ciing dang
ngay giit vai tro quan trong trong hoat dong BVQLNTD, két qua nay hoan toan phu
hop véi thuc t& hién nay khi nhiéu ngudi tiéu dung coi bao chi, truyén thong nhu
mot kénh dé truyén thong diép t6i to chire, ca nhan kinh doanh khi quyén loi cua ho

A

bi vi pham ma khong biét “kéu” dén ai va phai lam nhu thé nao.

Trong tai, Toa an
20%
Co quan nha

nuée khac (vé
quan 1y chuyén

nganh nhu an
toan thye pham,

tiéu chudn, do
ludng, chit

Co quan bao chi,
truyén théng
39%

Biéu d6 20: Ty 1¢ nguoi tiéu ding lién hé tdi cdc co quan chitc nang khdc

Ty 18 nguoi tham gia khao sat danh gia Tot vé cong tac giai quyét khiéu nai
nguodi tiéu dung tai cac Co quan quan Iy nha nuéc vé BVQLNTD khdng cao
(23,4%). Trong khi d6 ty 1& danh gia Chua T6t 1én toi 42,77% va 31,17% cho biét
khong c6 ¥ kién (vi chua timg lién hé hodc khdng biét dén cac co quan nay).

45.0% 42.77%
40.0%
35.0%
31.17%
30.0%
25.0% 23.40%
20.0%
15.0%
10.0%
5.0% 2.67%
0.0% [ |
Chua tot Khéng y kién Tét Y kién khac

Biéu d6 21: Ddnh gid vé gidi quyét khiéu nqi nguoi tiéu dung
cua cac Co quan quan ly nha nwoc vé BVOQLNTD
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Ly do cho viéc dua ra danh gia Chua Tt dbi voi cong tac giai quyét khiéu nai
ngudi tidu ding tai cac Co quan quan 1y nha nuée vé BVQLNTD c6 thé duoc liét ké
ra nhu Quy trinh, tha tuc giai quyét phirc tap, ruom ra (27%); Khong nhan duogc su
hd tro hiéu qua tir can bo chuyén trach (21%); Tham quyén trong giai quyét vu viée
tranh chdp NTD con han ché (19%); Khong c6 duong day nong (dién thoai/ email)
dé NTD lién hé (15%) va Khong c6 can bo chuyén trach (16%);...

Khéc
2%

Khong c¢6 can b
chuyén trach
16%

Khong co duong
day nong (dién
thoai/ email) NTD
lién hé
15%

Khéng nhan duge
sur hd tro hiéu qua
tir can bg chuyén
trach
21%

Thim quyén trong
giai quyét vu vide
tranh chip NTD
con han ché
19%

Quy trinh, thu tue
giai quyct phire tap,
rudm ra
27%

Biéu d6 22. Ly do danh gid Chira tot vé gidi quyét khiéu nai nguoi tiéu ding
tai cic Co quan quan Iy nha nwée vé BVOQLNTD

Viéc danh gia Tét duoc dua ra do cong tac giai quyét khiéu nai nguoi tiéu
dung tai cac co quan quan 1y nha nude vé BVQLNTD c6 mét sd wu diém chinh sau:
Giai quyét vu viéc tranh chép cua nguoi tiéu dung cé hi¢u qua, nhanh chong (28%);
Thu tuc khiéu nai don gian, thuan tién cho ngudi tiéu dung (24%); Nguoi tiéu dung
d& tiép can vdi co quan dé yéu cau hd tro (22%); C6 can b chuyén trach (21%)....

Thu tuc khiéu C6 can bd

nai don gian, chuyén trach
thuén tién cho 21%

NTD
Giai quyét vu
viéc tranh chép
cua NTD ¢6
hiéu qua, nhanh
chong
28%
Khac

24%
5%

NTD dé ding
tiép can vdi co
quan dé yéu cau
hé tro
22%

Biéu d6 23. Ly do danh gid Tot vé gidi quyét khiéu nai nguoi tiéu ding tai cdc
Co quan qudn 1y nha nwée vé BVOQLNTD
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Khi danh gia vé cac hoat dong BVQLNTD cua cac Héi BVQLNTD cé
26,73% cho danh gia Tét, 52,53% danh gia Chua tot va 20,73% khong ¢ ¥ kién (do
chua tirng lién hé hodc biét dén cac Hoi BVQLNTD nay).

60.0%

52.53%

50.0% -

40.0% -

30.0% -

20.73%

20.0% -

10.0%

0.0% T 1 1

Chua t6t Khéng c¢é y kién Tt

Biéu d6 24. Danh gid vé hoat déng BVOLNTD
cua cac To chiee xa hoi tham gia BVQLNTD

Ly do duoc ngudi tidu dung dua ra cho danh gia Chua Tt tap trung vao cac
nodi dung nhu do Quy trinh, thu tuc giai quyét khiéu nai phuc tap, ruom ra (27%);
Khéng c6 duong diy néng (dién thoai/ email), ddu méi chuyén trach dé ngudoi tiéu
ding lién hé (22%); Khong c6 Van phong khiéu nai hodc dugc dit ¢ vi tri khéng
thuan tién cho nguoi tiéu ding (21%); S6 lugng can bo it, co s& vat chat han ché,
thiéu kinh nghiém (20%).

S6 lugng can bo
it, co s& vAt chét
han ché, thiéu
kinh nghiém
20%

Khéng cé duong
day néng (dién
thoai/ email),
dau méi chuyén
trach ¢ NTD
lién hé
22%

Quy trinh, thi
tuc giai quyet
khieu nai phirc

ong c6 Van
phong khiéu nai
hodc dugc dit o

tap, ruom ra A
279, vi tri khong
thuén tién cho
NTD

Biéu do 25. Ly do ddanh gid Chuwa Tét vé hoat dong BVQLNTD
cua cac Hoi BVQLNTD

Ly do cho danh gia Tét nhu Giai quyét vu viéc tranh chap caa nguoi tiéu
dung hiéu qua, nhanh chéng (29%); Nguoi tiéu dung dén khiéu nai khdng mat phi
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(25%); Thua tuc don gian, thuan tién (22%); Doi ngl can bo nhiét tinh, c6 kinh

nghiém, kién thirc (19%),...

Pdi ngii can b
nhiét tinh, co

Thu tuc don kinh nghiém,
gian, thuan tién kién thirc
22% 19%
Giai quyét Vi
viéc tranh chap
cia NTD hiéu
Nguoi tiéu ding q“aif,lhanh
dén khiéu nai o0
khong mat phi 0%

25%

Biéu d6 26. Ly do danh gid Tot vé hoat dong BVOLNTD
cua cac Hoi BVOLNTD

6. Van dé 6: Panh gia vé hoat dong cia Tong dai Tw van, hd tro ngudi

tiéu ding (1800-6838)

Trong s6 3.000 khao sat duoc nguoi tiéu dung tham gia danh gia, c6 25% sb
ngudi duoc hoi (~750 nguoi) biét dén Toéng dai Tu véan, hd tro Ngudi tiéu dung

1800-6838 cua Cuc Quan ly canh tranh.

Trong d6, c6 40,79% ngudi tiéu dung cho rang Tong dai 1800-6838 d hoat
dong rat hiéu qua, 51,66% cho rang hoat dong Binh thudng va chi c6 ~8% cho rang

Tong dai 1800-6838 hoat dong chua hiéu qua.

DPANH GIA TONG PAI 1800-6838

mbinh thudng
mchuahiéu qua

W Rat hidu qua

Biéu d6 27. Pdnh gid hiéu qua Tong dai 1800-6838
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7. Van dé 7: Panh gia, dé xuit vé phwong thirc, cich thirc ning cao hiéu
qua cong tac bio vé quyén loi ngudi tieu dung

Dbi voi cong tac tuyén truyén, phd bién phap luat BVQLNTD, hau hét nguoi
tham gia khao sat cho rang nén ting cudng cong tac tuyén truyén trén truyén hinh
(26,01%); thong qua bao dién tir, trang tin, trang mang xa hoi facebook,
twister...(17,73%); théng qua phat thanh (radio,..) (14,2%); treo bang ron khau hiéu,
phat to roi, tudn hanh (13,71%); to chtrc hoi thao, tp huan (10,26%).

30.0%

26.01%
25.0%
20.0%
17.73%
15.0% - 14.20% 13.71%
9.97%, 10.26%
10.0%
7.66%
5.0%
0.46%

0.0% | , — | | ! ! |
Bio dién tiv, Bao gidy Khic Phit thanh Té chirc H§i  Tw véin Treo biing Truyén hinh
mang xa hoi thao, Tdp théong qua rén khau (phong sw,
(Facebook, huin Tong dai tw hi¢u, phat t&  clip,...)
Twistex....) van roi, tuin

hanh
Biéu d6 28. Phuwong thirc truyén truyén, théng tin

can duoc tang cuong cho nguoi tiéu dung

Két qua khao sat ciing cho thiy nguoi tiéu dung mong mudn trong thoi gian
t6i Nha nudc ¢an vu tién, tich cyc ting cudng cac hoat dong nhu dudi day dé nang
cao hi¢u qua cong tic BVQLNTD:

- Tuyén truyén, gido duc phap ludt BVQLNTD va kién thtc tiéu dung
(20.58%)

- Thanh tra, kiém tra, xir Iy vi pham quyén loi nguoi tiéu ding (15.49%).
- Giai quyét hiéu qua khiéu nai ctia nguoi tiéu dung (14,08%)

- Hoan thién chinh sach, phap luat vé BVQLNTD (10,7%)

- HO tro va nang cao hiéu qua hoat dong cho cac Hoi BVQLNTD (9,7%)

- Hoan thién bd may, nang cao hiéu qua thuc hién ctia cac co quan quan ly
nha nude vé BVQLNTD.
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Thanh tra, kiém tra, xir 1y cdc vi pham
quyén loi NTD
Tuyén truyén, gido duc phap luat

, < o/
BVQLNTD va kién thirc v ti€u dung 20.58%
Khac
HO tro va nang cao hiéu qua hoat dong cho
cac H6i BVQLNTD )
Hoan thién chinh sach, phap ludt vé
BVQLNTD

Hoan thién bd may, nang cao hiéu qua
thuc hién cua cac co quan quan 1y nha...
Hoan thién bd may, nang cao hiéu qua
thue hién cta co quan quan 1y nha nudc. ..

Giai quyét hiéu qua khiéu nai cia NTD

B6 sung ngudn luc (nhan luc va kinh phi)

0
cho hoat dong BVQLNTD 5%

0.0% 5.0% 10.0% 15.0% 20.0% 25.0%

Biéu d6 29. Nhitng hoat dong Nha nwéc can tang cuong trong thoi gian t6i dé
ndang cao hiéu qua cong tac BVQLNTD

Poi voi cac H)i BVQLNTD, nguoi tiéu dung dé xuat cin ting cuong cac
hoat dong nhw sau trong thoi gian téi:

- Tham gia xay dyng chinh sach, phép luat BVQLNTD (24.27%);

- Hudng din, hd trg NTD giai quyét tranh chip voi to chirc, ca nhan kinh
doanh (16,82%);

- Théng tin, canh bao cho ngudi tiéu ding vé hang hoa, dich vu (16,61%);
- Khai kién (dai dién cho ngudi tiéu ding hoic ty minh) khi quyén loi cua
nguoi tiéu dung bi vi pham (15%);
- Kién nghi xir Iy cac vi pham quyén loi ciia nguoi tiéu dung (13,85%);...
Théng tin, canh bio cho NTD vé& hang hoa,
dich vu

Tham gia xdy dung chinh sach, phap luat
BVQLNTD

Tuyén truyén, phd bién phap luat BVQLNTD,
ning cao kién thirc vé tiéu dung cho NTD

24.27%

Phan anh v6i Co quan c6 thim quyén vé dau
hiéu vi pham quyén lgi NTD

Khoi ki‘én (dai dién cho NTD hoac ty minh)
khi quyén lgi cia NTD bi vi pham
Khac

Kién nghi xir Iy céc vi pham quyén loi NTD

Hudng din, hd trg NTD giai quyét tranh chip
vai to chire, ca nhan kinh doanh

16.:12%

0.0% 5.0% 10.0% 15.0% 20.0% 25.0% 30.0%

Biéu do 30. Hoat dong can dwoc cac Hpi BVOLNTD ting cuong trong thoi gian t6i
dae ndng cao vai tro la 16 chirc dai dién cho NTD
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Ciac dé xuit, kién nghi khac ciia nguoi tiéu ding:

- Tuyén truyén Luat BVQLNTD dén tan dia phuong, toi tin ngudi tiéu ding
& nong thon, ving sau, ving xa, thong qua nhiéu hinh thirc khac nhau.

- Can day manh cong tac tuyén truyén dé moi ngudi dan biét dang quyén loi
va nghia vu cua nguoi tiéu dung. Can c6 kénh trao doi thong tin nhanh chong, thuan
tién dé moi ngudi dan dé dang tiép can thong tin.

- M6 rong Tong dai Tu van, hd trg nguoi tiéu dung (1800-6838), ting cudng
ning lyc tiép nhan dé dap tmg nhu cu tu van thuong xuyén va lau dai cia nguoi
tiéu dung.

- Xay dung chuyén muc thuong xuyén vé BVQLNTD phat trén Dai Truyén
hinh, phat thanh. T chitc cic cudc thi tim hiéu trén Truyén hinh, mang xa hoi vé
BVQLNTD.

- Tuyén truyén, thong tin, huéng dan cho nguoi tiéu dung vé cach thic,
phuong thirc va co quan, t6 chirc ma ho c6 thé gtri khiéu nai, to cdo dén.

- Quan tdm hon dén ngudi tiéu dung, thu thap v kién, dé& xuét ciia nhan dan
va nguoi tiéu ding dé kip thoi hd trg va BVQLNTD tét nhat. Thuc ddy cong tac
BVQLNTD bang moi hinh thirc ¢6 thé.

- Tuyén truyén manh mé& va thuong xuyén hon dé nguoi tiéu dung nhéan biét
hang gia, hang nhai, hang kém chét lugng, hang hoa doc hai, cac hanh vi gian lan
thuong mai,...(thong qua hoi thao, truyén hinh, truyén thanh, xay dung tai liéu tuyén
truyén nhu dia CD, clip, ...d¢é phan phat t&i cap phudng, xa, thi trdn, xom,...)

- Cac co quan, to chtic ¢ lién quan can ning cao hon tinh than trach nhiém
trong BVQLNTD.

- Can xay dung co ché phdi hop hiéu qua giita Hoi BVQLNTD va cac co
quan quan quan Iy nha nudc va giita cac co quan quan quéan 1y nha nude véi nhau dé
nang cao hiéu qua hoat dong BVQLNTD.

- Tang cudng kiém tra va xtr Iy nghiém d6i v6i kinh doanh hang gia, hang
nhai, hang kém chét lugng, gian 1an thuong mai, vi pham vé sinh an toan thuc pham,
vi pham quan 1y chat luong san pham,....

- Théng nhét sé dién thoai dudng diy ndéng cho ngudi tidu dung trén toan
quoc.

- Tiang cudng kiém tra, quan 1y cac hoat dong quang cdo hang hda-dich vu
tGi nguoi tiéu dung, dic biét quang cdo trén cic phuong tién truyén thong (truyén
hinh, bao, dai,...). Tang cudng quan 1y va xu 1y cic quang cdo bang tin nhan, goi
dién thoai, tin nhin rac.

- Tiang cudng tip huin cho nhiing ngudi lam coéng tic BVQLNTD ¢ dia
phuong, dac biét 1a can bo ciia Hoi BVQLNTD. Nang cao trinh dg, chuyén mon cho
can bd Phuong, X4, Thi trin,...vé BVQLNTD. Phé bién cac tai liéu vé BVQLNTD
t5i dia phuong, nang cao kha nang tu van va hd tro ngudi tiéu dung cho céac can bd.
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- Thyc hién nghién ctru, khao sat thuc té vé nguoi tiéu dung dé tap hop, xu
1y ¥ kién phan anh, xac dinh nhu cau, nguyén vong ctia nguoi ti€u dung.

- HOb tro thém kinh phi cho cac H6i BVQLNTD 6 dia phuong hoat dong.

- Kiém tra, giam sat chit ché hon cac hoat dong kinh doanh hang héa-dich
vu (niém yét gia ca, ngudn gdc xuat xtr, thoi han sir dung...) dé ngudi tiéu dung yén
tam mua va st dung.

- Giai quyét hiéu qua, kip thoi va dut diém cac khiéu nai, t6 cdo cta nguoi
tiéu dung. Xay dung, thuc hién quy trinh khiéu nai cho ngudi tiéu ding don gian va
thuan tién.

- Thong tin céng khai cac vu viéc vi pham quyén loi ngudi tiéu dung va
doanh nghiép vi pham trén cac phuong tién truyén thong.

- Tang cuong thanh tra, kiém tra dot xuét cac co sé san xuét- kinh doanh.
Nén giao cho 1 co quan c6 toan quyén thyc thi nhiém vu, khong can thiét phai co su
phéi hop qua nhiéu co quan dé tranh ro ri thong tin.

- Stra ddi, bd sung cac Nghi dinh xt 1y vi pham hanh chinh dam bao du st
ran de, dic biét trong linh vuc an toan thyc pham, hang gia, hang nhai, kém chét
luong.

- Can thiét lap cac Vian phong BVQLNTD ¢ dia phuong dé ngudi tiéu ding
duoc bao vé tdt hon.

- Tang cuong tuyén truyén phap ludt BVQLNTD cho cac t6 chirc, c& nhan
kinh doanh.

- Can hoan thién hé thong t6 chirc, b may va nang cao nang luc cho co quan
quan quan 1y nha nudc va Hoi BVQLNTD tir TW dén dia phuong.

- Xay dung céc to chire hoa giai tai cac lang, ap,.. dé tao diéu kién cho nguoi
tiéu dung dé tiép can va dugc hd trg. Tang cudng thanh 1ap cac Hoi BVQLNTD &
cép Huy¢n, Thi tran.

- Théng nhit hé thong, 6 chirc, tén goi tir TW dén dja phuong cua co quan,
t6 chirc vé BVQLNTD.

- Tang cuong ngudn nhan lyc cho cac co quan BVQLNTD.

- Hoan thién bd may, nang cao hi€u qua, hi¢u lyc thyc hi¢n ctia co quan
quan quan 1y nha nudc vé BVQLNTD ¢ dia phuong. Céc co quan quan quan 1y nha
nudc tir cap huyén trd 1én can co co quan BVQLNTD ddoc 1ap, c6 chuyén mon.

- Phdi hop céc co quan c6 lién quan dé ting cuong hoat dong kiém tra vao
cac dip cao diém (tét, ngay 18,...)

- Céac co quan, to chtc ¢6 lién quan can quan tdm va c6 trach nhiém hon dén
BVQLNTD.

- Cong khai sé dién thoai, dau mdi lién lac cua co quan, t6 chirc giai quyét
BVQLNTD, dac biét tai Trung tam thuong mai va Ban quan 1y Cho.

21



- Tang cudng viée xa hoi hoa cong tac vé BVQLNTD.

- Tang cuong hon nita trach nhiém quan quan 1y nha nudc vé BVQLNTD.
Tang cudng hon nita viée kiém tra chat lugng san pham trudce khi cho ra thi truong.

- Tiang cuong lién két gilta co quan quan 1y nha nuéc - Doanh nghiép va
NTD trong viéc d6i thoai, xir 1y khiéu nai. Kéu goi doanh nghiép ctng chung sirc
tang cuong hoat dong tuyén truyén, phbi hop BVQLNTD, dic biét 14 trach nhiém xa
hoi cua cac doanh nghiép.

- Cong khai duong day nong hd tro, tu vin ngudi tiéu dung trén bao bi san
pham, tai co s¢ kinh doanh dé nguoi tiéu dung tién thong tin, phan anh.

- B6 Cong Thuong cd vin ban chi dao S Coéng Thuong thuong xuyén to
chtc Hoi thao cho nguoi tiéu dung hiéu dugc quyén an toan, thyuc trang va giai phap
sap toi.

- B0 Cong Thuong phdi hop véi co quan chirc ning tiép tuc xdy dung cac
van ban phap luat va xt 1y nghiém nhiing hanh vi, nhitng doanh nghiép vi pham ddi
vo1 nguoi tiéu dung.
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I1l. KET LUAN

Két qua khao sat toan dién vé nhan thirc va hiéu biét ciia nguoi tiéu dung &
Viét Nam da dap tmg co ban muc tiéu dit ra thong qua viéc cung cap nhiing thong
tin kha cu thé va thiét thuc vé thuc trang cong tac bdo vé quyén lo1 nguoi tiéu dung
trong thoi gian qua. Viéc phan tich nguyén nhan va c4c nhan dinh, y kién ciia ngudi
tiéu dung tham gia khao sat s& 1a co s& dé cai thién hiéu qua trong t6 chirc thuc hién
cong tac BVQLNTD trong thoi gian tdi.

Trén day la toan bd ndi dung Bdo cao Két qua khao sat vé nhan thiuc cua
nguoi tiéu dung vé cong tac bao vé quyén lgi nguoi ti€éu dung & Viét Nam.
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CUC QUAN LY CANH TRANH VIEN NGHIEN CUU THUONG MAI

PHIEU KHAO SAT
Nhan thirc ctia Nguwoi tieu dung doi véi hoat dong Bao vé quyén lgi
Nguwoi tiéu dung ¢ Viét Nam

Dé danh gia nhan thic cua Ngudi tiéu dung vé cong tac Bao vé quyén loi nguoi tiéu dung &
Viét Nam thoi gian qua, dong thdi nhdam ning cao hiéu qua thyc thi trong thoi gian t6i, Cuc Quan
Iy canh tranh va Vién Nghién ctru thuong mai (thuoc B Cong Thuong) thuc hi¢n khdo sat nhan
thirc ciia Nguoi tiéu dung tai Viét Nam. R4t mong nhdn dugc su hop tac cia Ong/Ba trong viée

hoan thanh Phiéu khao sat dudi déy.

Trong phiéu khao sat nay:
“Nguoi tiéu dung” duogc viét tat 1a NTD
“Bio vé quyén loi Ngudi tiéu dung” duoc viét tit 1a BVQLNTD
“Uy ban Nhan dan” duoc viét tit 3 UBND

- MBoi cau tra loi c6 thé c6 mdt hodc nhiéu lya chon, xin hay danh dau (X) vao 6 dién ta

chinh xac ¥ kién ctiia Ong/Ba, trir truong hop c6 hudng din khéc.

PHAN I: THONG TIN VE NGUOI PUQC KHAO SAT

2. Giéi tinh: [ Nam O Nir
30 D0 tUOT: e
4. Pia chi:....: ...............................................................................
5. Nganh nghé lam viéc:
O Cong chuec, vién chuc O Noi tro
O Chu coéng ty, Doanh nghiép O Ca nhén ty do
O Nhén vién Cong ty ‘ ’ ?
O Hoc sinh, Sinh vién OKhéc (de nghi cho biet cu thé)............
6. biénthoai:........................ Email

PHAN II: CAU HOI TRAC NGHIEM

1. Trwée khi nhin dwec ban cau héi nay, Ong/Ba cé biét dén Luit Bao vé quyén loi Nguoi

tiéu diing (Luat BVQLNTD) hay khéng?

[ 6 biér. Ong/Ba biét vé Ludt BVQLNTD théng qua hinh thic nao?
O Truyén hinh (qua tivi,...)
O Phat thanh (qua radio, qua loa phat thanh,..)
O Bao gidy, bao dién tir
O To roi, khau hiéu, bang ron tuyén truyén
COHGI nghi, Hoi thao
OQua ban be, nguoi than

OOHIND thUC KNAC. . .ot e,

[ ] Chura biét.

2. Ong/Bél co biét cac Ql{yén co ban ctia NTD hay khong?
Co biét. Neu co thi theo Ong/Ba, NTD c6 nhitng quyén co ban nao dudi ddy?
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O Quyén duoc cung cip thong tin O Quyén duoc yéu cau boi thudng thiét hai
O Quyén duoc lya chon hang hoa, dich O Quyén duoc khiéu nai, td cao, khoi kién

vu O Quyén dugc tu van, hd tro, huéng dan
O Quyén dugc biao dam an toan tinh kién thirc vé tiéu dung

mang, stc khde, tai san
O Quyén duoc gop y kién voi to chirc, ca O Tét ca cac quyén néu trén

nhan kinh doanh O3 Y Kién KR&C:vvvorereerreeircreeeereeseereennnns
O Quyén duoc tham gia xay dung va

thuc thi chinh sach, phap luat

Chura biét. ,
3. Theo Ong/Ba, khi tien hanh mua, sir dung hang héa - dich vy, véi tw cach 1a NTD thi
Ong/Ba can luu y thuc hién tot nhitng trdch nhiém nao dwéi day?

O Kiém tra san pham trudc khi tiép nhan

O Lya chon san pham c6 nguon goc, xuat xu rd rang, c6 hda don chung tur

O Thyc hién chinh xéac, day du huéng dan sir dung san pham

O Kip thoi thong tin, phan anh V@ hanh Vj vi pham cua t6 chirc, ca nhan ,kinh doanh

O Kip thoi thong tin, phan anh vé san pham khong bao dam an toan, chat lugng

4. Ong/ Ba c6 biét dén cac Co quan Quian 1y nha nwéc vé BVQLNTD hay khong?
L1 €6 biét. Néu co, thi theo Ong/ Ba, déu la cée Co quan Quan 1y nha mweée vé BVQLNTD?

O B6 Cong Thuong (Cuc Quan 1y canh tranh);
Va UBND cap tinh (S¢ Cong Thuong); UBND cap Huyén, Xa.

O B6 Y té (Cuc An toan thuc phém); S& Y té cac tinh.

0 Bo Khoa hoc va Cang nghé (Tong cuc Tiéu chuén, Po luang, Chét luong);
Va cac Chi cuc Tiéu chuan, o luong, Chat luong ¢ tinh.

LI Y KII KNAC. . et
[ ] Chua biét
5. Ong/ Ba c6 biét dén cac To6 chirc xa hdi tham gia BVQLNTD hay khong?
[ ] €6 bibt. Néu c6 thi theo Ong/ Ba, ddu la céc T6 chire xa héi tham gia BVOQLNTD?
O Hoi Tiéu chuan va Bao vé NTD Viét Nam (VINASTAS); va cac Hoi BVQLNTD cép tinh,
cap huyén. ) )
O Trung wong Hoi Nong dan Viét Nam; va cac Hoi Nong dan cap tinh, cap huyén, xa.
DI Y KICN KNAC. ... o e e
[ ] Chua biée

6. Trong thoi gian qua (2011-2015), Ong/Ba di tirng bi xAm pham quyén lgi véi tw cach Ia
NTD hay chwa?

|:| Dii tirng. Néu da tirng, dé nghi Ong/Ba cho biét:
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Ong/Ba di bi xam pham béi nhitng hanh vi nao sau diy?

O Thong tin, quang c4o sai léch, gian dbi O Bi quiy rdi thong qua tiép thi, quang céo,..
O Chit luong khong dam bao trai ¥ mudn

O Gian lan vé do luong O Khong cung cip héa don, ching tr mua
O Gian 14n vé xuét xtr hang

O Gian lan vé thoi han sir dung O Bi ltra dao khi mua hang hoa (khong giao
O Khoéng thue hién diy du trach nhiém  hang,...)

Bao hanh O Hanh vikhac....................ooll.

Ong/Ba da bi xam pham thuc nhitng nganh/linh viee sin xudt, kinh doanh nao sau diy?

O b6 dién tir gia dung O Noi thét, ngoai that

O Thuc phdm, nudc giai khat O Tai chinh, Bao hiém, Ngan hang

O Bét dong san, Nha & O Thiét bi, vin phong

O Dich vu van tai, Phuong tién van O Thoi trang, trang stic

chuyén

O Du lich, Nha hang O Y té, cham soc stre khoe

O Giao duc, Giai tri O Pién thoai, Vién thong

O May tinh, Két ndi Internet O Hang hoa tiéu dung thuong ngay khac
O Nang luong, Moi truong O Linh vuc khac............coooeiiiiiiinnn,

|:| Chua.

7. Trong qua trinh mua, sir dung hang hoa - dich vu va xay ra tranh chép véi t6 chirc, ca
nhan kinh doanh, Ong/Ba thwong chon phwong an nao sau diy? (C6 thé lya chon 1 hodc nhiéu
Phuong an tra loi).

| Kniéu nai trwee tidp t6i Té chire, Cd nhén kinh doanh
|:| Yéu ciau Co quan, Té chivc cé tham quyén hé tro
L1 1 lidng, bé qua vu viéc. Xin Ong/Ba cho biét cdc Iy do nao dwdi day:

O Vi gia tri tranh chdp nho

O Vi cho rang don vi kinh doanh s& khong giai quyét

O Vi khong biét dén cac quy dinh phép luat c6 lién quan

O Vi khong biét dén co quan, t6 chic hd tro giai quyét khiéu nai cho NTD

[ Vi cho rang thu tuc khiéu nai, khiéu kién t6i co quan c¢6 thim quyén 1a phuc tap

EI Y KIEN KNAC. . .coevveveiereiscei st

8. Xin Ong/Ba cho biét danh gia ciia minh ddi véi Té chire, Ca nhin Kkinh doanh khi giai
quyeét cac khieu nai ciia Ong/Ba?

[ ] Tét, Xin Ong/Ba cho biét 1y do nao duéi day:

[0 Dé dang lién hé dé thuc hién quyén khiéu nai

[0 C6 Tong dai cham soc khach hang va NTD

[0 Nhanh chong va kip thoi tra 10i/phan hdi cac yéu cau ciia NTD

O Thai do, cach tng xtr dang muc, NTD théy dugc ton trong

O Thyc hién viéc bdi thuong, bdi hoan thiét hai day di cho NTD

1Y KIEN KRAC. ..eueveeeeereireeeise i
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Chua tét, Xin Ong/Ba cho biét Iy do nao dudi day:

O Rét kho lién hé dé thuc hién khiéu nai

O Thoi gian tra 16i/phan hdi yéu cau ciia NTD 1a qua 1au (qua 10 ngay)

O Thai d9, cach trng xtt khong ding muc, thiéu ton trong NTD

O C4 tinh trén tranh trach nhiém

L0 Y KICN KNAC.......cveoeeoeeceeee et

|| Knéng cé y kién (vi chua timg khiéu nai dén t chitc, ca nhan kinh doanh).

9. Xin cho biét 6ng/B£1 da tirng lién hé t6i Co quan, Té chire nao dwéi day dé yéu cau hd
tro  giai quyet tranh chap vei té chirc, ca nhan kinh doanh:

|:| Co quan qudn Iy nha nwéc vé BVOLNTD. Xin cho biét cu thé tén Co quan da lién hé:
O B6 Cong Thuong, Cuc Quan ly canh tranh
0 UBND cép Tinh, S& Cong Thuong
0 UBND cap Huyén, X4
DY KIEN KDAC. ... oo

L1 76 chike xa héi tham gia BVOLNTD (Hpi BVQLNTD). Xin cho biét cu thé tén Té chire da
lién he:

O Hoi Tiéu chuan va Bao vé NTD Viét Nam (VINASTAS)

0 Hoi BVQLNTD cua tinh (neu cd) ’

O Hoi hodc Chi Hoi BVQLNTD céap Quén/ Huyén/Xa/Phuong (neu co)

Y KIEI KNAC. . .ottt e e e e e e e e e e e e e e et e e s esaree s

I:I Co quan, to chirc khdc:

O Trong tai, Toa an

O Co quan béo chi, truyén théng

O Co quan nha nudc khac (nhuw quan Iy an toan thuc pham, tiéu chudn, do heong, chat
Tirgng....). XiN ChO DIEL BN CUENE: ..ottt

[ ] P KON KRGC...........ccc s

10. Xin Ong/Ba cho biét danh gia cia minh ddi véi cong tac giai quyét khiéu nai cua
NTD cia Co quan Quén ly nha nwéc vé BVQLNTD ma Ong/Ba da tieng lién hé hoac biet
dén?

[ 761, Xin Ong/Ba cho biét Iy do nio duéi day:

O Giai quyét vu viéc hiéu qua, nhanh chong

O Co6 can bd chuyén trach

O Tha tuc khiéu nai don gian, thuan tién cho NTD

O NTD dé dang tiép can véi co quan dé yéu cau hd trg

E0 Y KIEN KRAC. ...t

[ Chua tot, Xin Ong/Ba cho biét Iy do ndo duwdi ddy:

O Khong c¢6 duong day nong (dién thoai/ email) @& NTD lién hé
O Khoéng c6 can bo chuyén trach

O Quy trinh, thu tuc giai quyét phtc tap, rudm ra

[0 Khong nhan duoc sy hd trg hiéu qua tir can bo chuyén trach
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O Tham quyén trong giai quyét vu viéc tranh chap NTD con han ché
O Y KICN KNAC. ..ot

|:| Khéng c6é ¥ kién (vi khong biét hodc chua timg lién hé dén cac co quan quan 1y nha nude nay).

11. Xin Ong/Ba cho biét dénh gia ciia minh déi véi hoat dgng BVQLNTD cita cac Hdi
BVQLNTD ma Ong/Ba da tirng lién hé hodc dwoc biét?

I:I Tét, Xin Ong/Ba cho biét Iy do nao duwdi day:

O Giai quyét vu viéc tranh chap ciia NTD hiéu qua, nhanh chong

O Nguoi tiéu dung dén khiéu nai khong mat phi

O Thu tuc don gian, thuan tién

O Do6i ngli can bo nhiét tinh, c6 kinh nghiém, kién thirc

EI Y KIEN KRAC. ..ottt

(1 Chura tét, Xin Ong/Ba cho biét I do nao dudi day:
0 Khong c6 duong déy nong (dién thoai/ email), dau mdi chuyén trach dé NTD lién hé
O Khong c6 Van phong khiéu nai hoéc duqc d’;lt,é’ vi tri khong thuan ti¢n cho NTD
O S6 luong can bg it, co so V:cﬁt chﬁ:[ han ché, thiéu kinh nghiém
O Quy trinh, thu tuc giai quyét khiéu nai phirc tap, ruom ra
O Y KN KRAC. ... e e
I:I Khong c6 y kién (vi khong biét hodc chua ting lién hé dén cac Hoi BVQLNTD nay).

12. Ong/Ba c6 biét dén Tong dai Tw van, h trg Ngudi titu dung (s6 DT: 1800-6838) ciia
Cuc Quan ly canh tranh, B Cong Thwong khong?

|:~| C6 biét. Néu cé, Ong/Ba danh gid nhw thé nao vé tinh hiéu qud cia Tong dai nay trong viéc
ho tro NTD va Ong/Ba?

O Rét hidu qua O Binh thuong O Khong hiéu qua
[ | Chura biét.

13. Theovf)ng /Ba, nhimg phuong thirc tuyén truyén, thong tin nao dwéi diy cin dwoc
tang cwong dé dem lai hi¢u qua cao nhat cho NTD?

O Truyén hinh (phéng su, clip,...) O Treo bing ron khau hiéu, phét to roi, tuan
[ Phat thanh hanh

O Bao giay O Tu véan thong qua Tong dai tu van

O Bao dién tir, mang xa hoi (Facebook, [ Hinh thirc khac:.....................cooinee
Twister,....)

O T6 chuc Hbi thao, Tap huén

14. Theo Ong/Ba, Nha nuwérc can ting cwong hoat dong nao dwéi diy trong thoi gian téi dé
nang cao hi¢u qua cong tic BVQLNTD?

O Tuyén truyén, gido duc phap luat O Hoan thién by may, nang cao hi¢u qua thuc
BVQLNTD va kién thirc v€ ti€u dung hién cia cidc co quan quan 1y nha nudc vé
O Thanh tra, kiém tra, x&r 1y cac vi pham BVQLNTD ¢ bia phuong
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quyeén lgi NTD

O Giai quyét hiéu qua khiéu nai cia NTD
O B sung ngudn lyc (nhan lyc va kinh
phi) cho hoat dong BVQLNTD

O Hoan thién bd may, nang cao hi¢u qua
thuc hién ctia co quan quan ly nha nudc
vé BVQLNTD ¢ Trung wong

O Hb trg va nang cao hiéu qua hoat dong cho
cac Ho1 BVQLNTD

O Hoan thién chinh sach, phap luat vé
BVQLNTD

O Y Kién Khac.....covvreeeiiiieaiiiieee,

15. Theo Ong/Ba, H§i BVQLNTD nén ting cudng cic hoat dong nao dudi diy trong thoi

O Huéng dan, hd trg NTD giai quyét
tranh chip voi to chic, ca nhan kinh
doanh

O Khoi kién (dai dién cho NTD hoac tu
minh) khi quyén loi cia NTD bi vi pham
O Phan anh v6i Co quan c6 thim quyén
vé dau hiéu vi pham quyén loi NTD

O Thong tin, canh bao cho NTD vé hang
hoa, dich vu

gian t6i dé nang cao vai trd 1a té chirc x4 hi dai dién cho NTD?

O Kién nghi xir 1y cac vi pham quyén loi NTD.
O Tham gia xay dung chinh sach, phap luat
BVQLNTD

O Tuyén truyén, phd bién phap luat
BVQLNTD, nang cao kién thic vé tiéu ding
cho NTD

O3 Y Kién KR&C woooevvvererririeeeeieeeeeee

16. Y kién dé xuat khac dé day manh cong tac BVQLNTD & Viét Nam trong thoi gian t6i?

Xin tran trong cim on!

thang 03 nam 2016
Nguwoi tiéu dung
(Ky tén)

.......... , Ngay
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