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Theo Cuc Canh tranh va Bdo vé nguai tiéu dung, thuc té tiép nhan va gidi quyét
cac phan anh, khi€u nai tai co quan quan ly nha nudc cling nhu céc té chic xa
hoi vé bao vé ngudi tiéu dung cho thay, thuong mai dién t la moét phuong thic
mua sam mdi, thu hut sé luogng I6n ngudi tiéu dung nhung ciling tén tai nhiéu
bat cap.

Muén ki€u vi pham

Trong dé, cac khiéu nai, phdn anh chu yéu tap trung vao cac nhém hanh vi cu
thé nhu sau:

Hanh vi cung cap théng tin trong giao dich. Hang nhan dugc khéng giong véi
quang cao (vé hinh dang, tinh nang, cong dung, théng sé ky thuéat,...). Vi du:
Nguai tiéu dung dat mua USB 256GB nhung nhan dugc USB 128GB;

Thong tin sai vé xuat x& hang hda: Mot s6 té chirc, cd nhan ban cac hang héa
khong cé xuat x&r hoac xuat x(& tir cac quéc gia khéac véi cac quoc gia dugc
qudng cdo (vi du: hang xuat x& Trung Quoc nhung thong tin la hang Nhat,
My...);

Théng tin sai vé gid ca: Doanh nghiép dang sai vé gid dé thu hat ngudi tiéu
dung. Tuy nhién, thuc té lai khéng cé hang hoac cé rat it hang héa duoc ban véi
gid dugc quang cdo.

Hanh vi vi pham vé cung cép théng tin clia té chic, cd nhan kinh doanh cé thé
bi x&r phat theo Diéu 66 Nghi dinh 185/2013/ND-CP ngay 15/11/2013 cta Chinh
phu quy dinh x& phat vi pham hanh chinh trong hoat dong thuong mai, san
xuat, budn ban hang gid, hang cam va bdo vé quyén lgi ngudi tiéu dung: Hanh
vi vi pham vé cung cap théng tin vé hang héa, dich vu cho nguai tiéu dung.

Hanh vi vé cung cap chiing tu giao dich. Khong cung cap héa don: viéc khong
cung cap héa don khong chi thé hién t6 chirc, cd nhan kinh doanh khong
nghiém tuc thuc hién nghia vu thué véi nha nudc ma nd con khién ngudi tiéu
dung thiéu can c, co sé khi muén khiéu nai.



Anh minh hoa

Hanh vi vi pham vé chiing tir giao dich cla té chirc, cd nhan kinh doanh c6 thé
bi phat cdnh cédo hoac phat tién theo Diéu 77 Nghi dinh 185/2013/ND-CP ngay
15/11/2013 cua Chinh phd quy dinh x& phat vi pham hanh chinh trong hoat
dong thuong mai, sdn xuat, budén ban hang gid, hang cam va bao vé quyén Igi
nguoi tiéu dung: Hanh vi vi pham vé cung cap bang chiing giao dich.

Cac hanh vi vi pham khéac vé bdo vé quyén Igi nguoi tiéu dung nhu: Giao thiéu
hang khuyé&n mai: Trong mot so truong hgp hang hda da hét chuong trinh
khuyé&n mai nhung t6 chirc, cd nhan kinh doanh khéng diéu chinh théng tin véi
muc dich ti€p tuc thu hut ngudi tiéu dung. Sau dd, giao thi€éu hang khuyén mai.

Giao hang hdng nhung khéng thu hoi lai: Nhiéu nguai tiéu dung khi€u nai nhan
hang bi v& hoac hu hdng nhung t6 chirc, cad nhan tir chéi hoac dé 16i cho ngudi
tiéu dung hoac don vi van chuyén.

Céac hanh vi nay cé thé bi x&t phat theo Diéu 80 Nghi dinh 185/2013/ND-CP ngay
15/11/2013 cua Chinh phd quy dinh x& phat vi pham hanh chinh trong hoat
dong thuong mai, san xuat, buon ban hang gia, hang cdm va bao vé quyén lgi
nguadi ti€u dung: Hanh vi vi pham khac trong quan hé véi khach hang, nguai
tiéu dung.

Giao hang cham: Giao hang cham so véi thoi gian da cam két.

Hay don hang khong ly do: Mot sé doanh t6é chirc, cd nhan kinh doanh cé tinh
hay don hang da dugc xac nhan trudc dé dé€ bubc ngudi tiéu dung phai dat lai



v@i gia cao hon.

RUi ro tir cac t6 chirc, cd nhan lra ddo: Trong hoat ddng thuong mai dién tu,
ngudi tiéu dung bi xam pham quyén Igi ré rang nhat la khi giao dich véi cac to
chic cd nhan cé cha dich Ira dao, dac biét la qua mang xa hdi nhu facebook,
zalo... Nguoi tiéu dung chi lién lac qua dién thoai hoac qua trang mang xa hdi.
Khi tra tién xong, nguai tiéu dung khéng nhan dugc hang hoac nhan hang hoan
toan khac so véi quang cdo (vi du: mua dién thoai nhung nhan dugc hép dung
mot vién gach...). Sau khi ban hang, ngudi ban lap tlc chan dién thoai,
facebook clia nguGi mua... Tham chi khi lugng ngudi tiéu dung khi€u nai 16n
hodc co quan quan ly vao cudc, nguoi ban lap tic bd sé dién thoai, tai khodn
facebook...

Céc hanh vi nay c6 thé bi x&r phat theo cac quy dinh phap luat khéc.
Khuyén cao nguoi tiéu dung

D& mua sam truc tuyén thuc su la hinh thirc mua sédm mang lai nhiéu tién ich,
bén canh né lyc tlr cdc co quan quan ly nha nudc, ngudi tiéu dung can cha dong
tiéu dung théng thai va tim hi€u ky vé hinh thdc mua sam nay. Nguoi tiéu dung
c6 thé tham khao nhiing luu y sau:

Nén mua hang tai nhitng trang web uy tin, dugc cap phép hoat dong, c6 théng
tin lién lac r6 rang (dia chi, s6 dién thoai, ma s6 thué...);

Tim hiéu ky vé cac diéu kién va diéu khoan cua trang web (Term&Conditions),
dac biét la nhirng diéu khodn vé bao hanh, tra lai hang, hoan tién, giao nhan,...;

Tim hi€u ky vé san pham/dich vu trudc khi mua: ngudi tiéu dung cé thé tim
kiém thong tin vé san pham/dich vu trén internet nhu: nguon goc xuat x(, tinh
nang, danh gia (review) vé san pham/dich vu nham tranh trudng hgp mua phai
san pham/dich vu kém chat lugng;

Canh giac véi nhiing yéu cau cung cap thong tin t&r nhiing trang web la nhu: ho
tén, s6 dién thoai, ngay sinh, dia chi, sé thich, tién s&t khdm bénh... Day c6 thé
la nhitng trang web s dung théng tin ngudi tiéu dung trdi véi quy dinh phéap
luat, gay phién toai cho nguoi tiéu dung hoac tham chi danh cap cac thong tin
tai chinh cla nguoi tiéu dung;

Canh giac vai nhirng trang web/tai khodn mang xa hdi la quang cao san
pham/dich vu véi gia rat thap hodc khuyén mai I16n, yéu cau nguoi tiéu dung
phai cung cap thong tin va chia sé chuong trinh;



Canh giac véi théng bao vé viéc tring thudng phiéu mua hang dung dé mua
san pham cua cbng ty, theo dé phi€u mua hang thuong cé gia tri nho hon gia tri
san pham, ngudi tiéu dung phai chi thém mot khoan tién nira. Tuy nhién, khi
nhan hang thi san pham thuong cé gia tri thap hon so véi khodn tién nguoi tiéu
dung da bé ra. Canh giadc tuong tu vdi hinh thirc thdng bdo tring thudng va
ngudi tiéu dung phai dong tién thué/phi dé€ nhan dugc san pham.

Trong truong hop phat sinh tranh chap trong thuong mai dién td véi té chirc, ca
nhan kinh doanh, nguai tiéu dung cé thé lién hé téi co quan quan ly nha nudc
dé dugc ho trg, tu van: Cuc Canh tranh va Bao vé ngudi tiéu dung, B Cong
Thuong: Tong dai 1800.6838 hoac gui don khi€u nai téi dia chi 25 Ngb Quyén,
Q. Hoan Kiém, Ha Nbi.
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