MOT SO VAN BE LV LUAN CHiNH TRI VA TRUYEN THONG TRONG THUC TIEN NGHIEN C(U VA DAO TAO

Truyén thdng bao vé quyén loi ngudi tiéu ding trong
méi trudng s - thach thiic va giai phap
Consumer protection communication in the digital environment -
Challenges and solutions

ThS. LE NGUYEN HOANG KIM
Hoc vién Chinh tri qudc gia Hb Chi Minh; Email: Inhoangkim1203@gmail.com

Ngay nhan bai: 20/02/2026 Ngay phan bién: 21/02/2026
Chu dé cua bai viét thudc linh vire: Béo chi, truyén thong

Ngay duyét dang: 20/3/2026

Tom tit: Kinh té so, thwong mai dién tir va va cdc nén tang so giip tiéu ding thudn tién hon, dong thoi
kéo theo nhitng riii ro méi nhw hang gid, quang cdo sai sw thdt, lira déo triee tuyén, xam pham dit liéu cd
nhan... lam suy giam niém tin thi treong. Trong boi canh d6, truyén théng vé bdo vé nguoi tiéu ding phdi
dwoc nhin nhw hoat dong mang tinh phap ly, giao duc va giam sat, khong chi phan anh vi pham ma con
gidi thich khung phap ly, canh bdo rui ro, huong dan ky nang tw bdo ve, tang cuong minh bach thi truong.
Truoc nhiing thach thire méi ciia méi truong s6, bai viét goi mé mot s6 gidi phap nhw déi méi t duy
truyén thong theo hudng ldy nguoi tiéu ding lam trung tam, néng cao chat hrong néi dung, ddy manh img
dung cong nghé sé, tiang cwong phoi hop giita cdc bén lién quan dé gép phan xdy dung méi truong tiéu
diimg minh bach, an toan va bén viing.

Tir khéa: bio vé quyén loi nguoi tiéu ding; truyén thong; méi truong s6; thwong mai dién tr; kinh té so.

Abstract: The digital economy, e-commerce, and digital platforms have made consumption more
convenient while also introducing new risks such as counterfeit goods, misleading advertising, online
fraud, and personal data breaches, thereby undermining market trust. In this context, consumer pro-
tection communication should be viewed as a legal, educational, and supervisory activity that not
only reflects violations but also explains legal frameworks, warns of risks, guides self-protection
skills, and enhances market transparency. In response to the challenges of the digital environment,
this article proposes solutions such as adopting a consumer-centered communication approach, im-
proving content quality, strengthening the application of digital technologies, and enhancing coor-
dination among stakeholders to build a transparent, safe, and sustainable consumption environment.
Keywords: consumer protection;, communication; digital environment; e-commerce, digital economy.

1. Pit van dé

Su phat trién manh mé& cta kinh té s6, thuong
mai dién tr, mang xa hdi va cac nén tang xuyén
bién giéi dang lam thay d6i sau sic hanh vi, thoi
quen tiéu ding, gitp ngudi dung tiép cin hang
hoéa, dich vu ngay cang nhanh, da dang va thuan
tién hon. Tuy nhién, di cung véi do 1a hang loat rui
ro md&i nhu hang gia, quang céo sai 1éch, ltra dao
truc tuyén, xam pham dit li€u cd nhan va tranh

chép trén khong gian mang, truc tiép de doa quyén,
loi ich hop phap ctua nguoi tiéu dung va lam suy
giam niém tin vao méi truong kinh doanh sb.
Trong bdi canh d6, truyén thong déng vai tro ngay
cang quan trong trong viéc cung cép thong tin,
canh bao rui ro, dinh huéng nhén thirc va phé bién
phap luat cho cong chung, giup nguoi tiéu dung
nhén dién hanh vi gian lan, hoc k¥ nang tiéu dung
an toan, dong thoi thiic ddy trach nhiém xa hoi cua
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doanh nghiép, gop phan giam thiéu sy bat cin
xtng thong tin, hd tro hanh dong va ting cuong
minh bach thi truong. Thong qua viéc nghién ctiru
tai liéu, phan tich cac thach thirc, bai viét dé xuat
cac giai phap ting cudng hiéu qua truyén thong
bao vé quyén loi ngudi tiéu ding trong moi
truong so.

2. Két qua nghién ciru va thio luin

2.1. Truyén théng béo vé quyén lpi nguoi tiéu
ding trong méi truong so

Theo khoan 1 Diéu 3 Luét Bao vé quyén loi
nguoi tiéu dung nam 2023, “nguoi tiéu dung” la
nguoi mua, st dung san phém, hang hoa, dich vu
cho myc dich tiéu dung, sinh hoat va khong vi muc
dich thuong mai. Trén co sé do, Diéu 4 xéac lap cac
quyén co ban nhu “quyén dugc bao dam an toan
va bao vé thong tin”, “quyén dugc cung cip th6ng
tin chinh xé4c, day du”, “quyén lua chon Va quyet
dinh tham gia giao dich”, “quyen yéu cau boi
thuong thict hal” “quyén khleu nai, to cao, khoi
kién” va “quyén dugc tu van, hd trg, huéng dan
kién thirc, k¥ ning tiéu dung” (Luat Bao vé quyén
loi nguoi tiéu dung, S6 19/2023/QH15, 2023).
Trong mdi trudng s, cac quyén nay c6 ¥ nghia
dac biét vi nguoi tiéu ding thudong khong c6 didu
kién tiép xtic tryc tiép voi hang hoa, khé xac minh
danh tinh ngudi ban va dé bi tac dong bdi quang
céo, danh gia tryc tuyén, thudt todn goi ¥ va cac
hinh thirc truyén thong thuyét phuc cao. Vi Véy,
néu phap luat la co so xac lap quyen thi truyen
thong chinh 1a cau nbi giup chuyen héa cac quyén
do6 thanh kha nang nhan biét, lwa chon va hanh
dong ctia cong chung.

Mot diém tién bo dang chii y ciia Luat nim
2023 1a sy ghi nhan “ngudi tiéu ding dé bi tén
thuong” (Luat Bao vé quyén loi nguoi tiéu ding,
S6 19/2023/QH15, 2023) tai Diéu 8, tic 1a nhom
¢6 kha ning chiu nhiéu bat loi hon trong tiép can
thong tin, strc khoe, tai san va giai quyét tranh
chip. Quy dinh nay dic biét c6 y nghia trong moi
truong s, noi chénh léch vé k¥ niang cong nghé,
hiéu biét phap 1y va ning luc tu bao vé gi&a cac
nhoém cong chiing ngay cang 15. Tir d6 ¢6 thé théy,
truyén théng bao vé quyén loi nguoi tiéu dung

khong thé chi trién khai theo mot mo hinh dong
loat, ma can cha y dén muc do hiéu biét, kha ning
tiép nhan va nang lyc hanh dong cta tirng nhém
dbi tugng. Vé ban chét, day 1a qua trinh cac chu
thé truyén thong, dic biét 1a co quan béo chi, sur
dung nén tang sé dé phd bién thong tin, canh bao
rli ro, giam sat hanh vi vi pham va huéng dan ky
ning tiéu dung an toan. Hoat dong nay gop phan
giam bt can xting thong tin, ting tinh minh bach
ctia thi truong va hd trg ngudi tiéu dung trr bao vé
minh t6t hon.

Nhur vay, truyén thong bao vé quyén loi ngudi
tiéu dung trong méi truong sb 14 hoat dong truyén
thong xa hoi mang tinh phap 1y, gido duc va giam
sét 16 nét. N6 bao gdm pho bién phap luat, canh
bdo rui ro, giam sat viéc cung cap thong tin va
hudng d?m nguoi tiéu dung ky nang tu bao vé
trudc cac rai ro méi ciia nén kinh té s6.

2.2. Nhiing thich thirc véi truyén théng bio
vé quyén loi nguoi tiéu ding trong moi truong so

Mot la, thach thitc tir chinh méi truong so Vi
khong gian thong tin blen dong manh, nhiéu tang
nic trung gian va tiém an nguy co sai léch cao.
Néu trong moi truorng truyen thong, nguoi tiéu
ding c6 thé tryc tiép kiém ching hang hoa, dich
vu va x4c minh danh tinh, uy tin ciia chii thé kinh
doanh, thi trén khong gian s, qua trinh tiép can
nhing thong tin nay chiu tac dong cia quang cao
tai trg tur san thuong mai dién tu, nén tang mang
x4 hoi, cong cy tim kiém va hé sinh thai ngudi co
anh huong. Diéu nay khién méi truong thong tin
trd nén phan manh, lan truyén nhanh nhung kho
xé4c minh, dé bi pha tron giira thong tin khach quan
véi quang cao tra hinh, danh gia 4o hodc céac hinh
thirc thao ting hanh vi ti€u dung tinh vi. Pac biét,
cac giao dich xuyén bién gidi, tai khoan an danh,
nén tang nudc ngoai va phuong thirc lira dao ngay
cang phurc tap da lam gia tang kho khan cho hoat
dong truy vét, giam sat va xu ly vi pham. Théng
ké tu Uy ban Canh tranh Qudc gia (Bo Cong
Thuong) cho thdy “c6 2% phan anh qua ASEAN
Committee on Consumer Protection (ACCP) va
1,2% phéan anh & nudc ngoai. Pay la minh chiimg
cho tinh chat xuyén bién gi6i cua cac tranh chép
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ngudi tiéu ding trong bdi canh toan cau hoa va
thuong mai dién tr” (Hong Kiéu, 2025).

Hai la, thach thac tir tm ly, thoi quen va ky
ndng cua ban than nguoi tiéu dung. Mot bd phan
ngudi tiéu ding do thiéu k¥ nang s6 nén van bi tic
dong boi cac thong di¢p giat gan, duong link gia
mao, tmg dung gia, tin nhin rac hodc cac chiéu
thirc thu thap dir liéu c4 nhan niip bong khuyén
mai. Trong 9 thang dau nam 2025, co quan chiic
nang tiép nhan 11.542 cudc goi qua tong dai va
642 don, thu phan anh, yéu cau, kién nghi cua
nguoi tidu dung trén pham vi ca nudc. Trong sb
642 don thu, “Thanh phé H6 Chi Minh dan dau
vGi 228 phan anh (35,5%), tiép theo 1a céc tinh,
thanh phd khac (210 phan anh - 32,7%) va Ha Noi
(183 phan anh - 28,5%)” (Hong Kiéu, 2025). Su
chénh 1éch nay cho phép du doan viéc nguoi tiéu
dung & cac dia phuong cé xu huo‘ng e nga1 phan
anh, yéu cau, kién ngh1 lién quan dén quyen loi
ctia minh, hodc khong ndm rd quy trinh khiéu nai.
hodc thiéu niém tin vao hiéu qua xu 1.

Ba la, théch thirc vé tinh hap dan ctia san pham
truyén thong lam anh hudng dén kha ning tiép
can, tac dong dén ddi tugng truyén thong. Trong
bbi cénh truyén théng sO Vé‘i nhiéu san pham da
dang vé thé loai, hap dan vé noi dung, phong phu
ve cach thirc thé hién, viéc truyén thong bao v¢
quyen loi nguoi ti€u dung con nang vé tuyén
truyén, dién glal phap luat, it san pham dang cau
chuyén, tinh huong dién hinh, huéng dan thao tac
cu thé, d6 hoa, video giai thich, myc hoi - dap va
san pham tuong tac... kho thu hut va gitt chan
cong chung.

Bén la, thiéu co ché phdi hop giita co quan
quan ly, t6 chirc x4 hoi, nén tang 56, doanh nghi¢p
trong cung cap, chia sé, xir ly thong tin giita co
quan truyén thong, co quan quan 1y, t6 chirc xa hoi,
doanh nghiép. Viéc chua rd d4u mdi chi dao, chiu
trach nhiém xir 1y nén téc d6 xr Iy thong tin sau
phan 4nh cham, lam giam niém tin vao truyén
thong chinh thong.

3. Giai phap ting cuong hiéu qua truyén
thong bao vé quyén loi nguoi tiéu ding trong
mai trudng so

Truée hét, can hoan thién co ché phdi hop gitra
cac chﬁ thé lién quan dén truyén thong bao Vé
quyén loi nguoi tiéu dung Trong mdi trudng s,
hoat dong nay khong thé chi do cac co quan truyén
thong thyc hién don 1¢ ma phai c6 su phdi hop véi
co quan quan ly nha nudc, cac to chirc xa hoi, cac
san thuong mai dién tir, nén tang s6 va doanh
nghiép. Kho khin hién nay khong chi 14 thiéu thong
tin, ma con 1a thiéu co ché lién thong dé chia sé dit
liéu, tiép nhan phan anh, xac minh vu viéc va phan
héi két qua xtr Iy mot cach kip thoi. Do d6, can xay
dung co ché phéi hop 16 dau mdi, 15 trach nhiém
va rd quy trinh trong viéc cung cip thong tin chinh
théng, canh bao rti ro tiéu dung, Xur ly khﬁng hoang
truyen thong va hd tro giai quyet khiéu nal cua
nguoi tiéu dung trén moi truong s0. Yéu cau nay
cang quan trong khi phap luat hién hanh da mé
rong pham vi didu chinh sang ca bén thtr ba, nén
tang trung gian, nguoi ¢6 anh hudng va cac giao
dich dac thu trén khong gian mang.

Hai la, cin nang cao chat lwong san pham
truyén thong theo hudng thiét thuc, d& hiéu va giau
tinh huéng dan. Mot han ché kha 13 hién nay la
nhiéu ndi dung van ning veé phan anh sy vu hoac
pho bién quy dinh phap luat mét chiéu, trong khi
ngudi tiéu dung trén moi trudng sé doi hoi phai co
sy turong tac va nhimg thong tin, dit liéu dé co thé
chuyén thanh hanh dong cy thé. Vi véy, hoat dong
truyén thong can dbi mai theo hudng truyén thong
giai phap, khong chi néu vin dé ma con chi ra cach
nhan dién rti ro, cach luwu giit chimg ct, cach khiéu
nai, yéu cau boi thuong va cac bude tu bao vé
trong timg tinh hudng tiéu dung. Nhimg ndi dung
lién quan dén hang gia, quang cdo sai sy that, lira
dao tryc tuyén, bao vé dir lidu ca nhan hay trach
nhiém ctia ngudi ¢6 anh huong can duoc trinh bay
bang ngdn ngit phd thong, vi du gan gili va két cdu
16 rang. Chi khi ndi dung vira c6 chiéu sau vira dé
tiép can, truyén thong méi that su trd thanh cong
cu hd trg ngu(‘)’i tiéu dung.

Ba la, can tang cuong nang luc phap ly vanang
luc s6 cho cac chii thé truyén thong, nhat 1a lanh
dao co quan truyén thong va doi ngii phong vién,
bién tap vién. Trong linh vuc bao vé quyén loi
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nguoi tiéu dung, chat luong truyén théng phu
thudc nhiéu vao kha ning nhan dién van d&, kiém
chimg thong tin, kha ning hiéu dung phap luat va
ban linh nghé nghiép. Vi vy, can ting cudng dao
tao chuyén sau vé phap luat bao vé quyén loi ngudi
tiéu dung, thuong mai dién tir, dir liéu ca nhan, an
ninh mang, diéu tra s6 va k¥ ning san xuét noi
dung da nén tang. Cac co quan truyén thong ciing
can thay doi tu duy quan tri, coi day khong phai 1a
mang thong tin phyu ma 13 mot ndi dung quan trong
cta bao chi phuc vu loi ich cong chiing. Cong nghé
¢6 thé hd trg quy trinh truyén thf)ng, nhung tinh
dinh huong, do tin cay va sirc chién d4u cta bao
chi van trudc hét phy thude vao con ngudi.

Bén la, nang cao nhan thirc phap ly vanang luc
tu bao v¢ ctiia nguoi tiéu dung Truyén thong can
day manh gido duc k¥ ning sb, k§ nang phap 1y
va k¥ nang Umg xtr ti€u dung an toan. Nhirng noi
dung nhu cach nhan biét website giad mao, kiém
tra d0 tin cdy ctia nguoi ban, doc diéu khoan giao
dich, bao v¢€ dir li¢u ca nhan, luu giit chimg ctr dlen
t hay gm phan anh dén co quan chirc nang can
duoc phd bién thuong xuyén, ¢ hé thong va dé
thuc hanh. Pong thoi, thong diép ciing can duogc
phén tang theo timg nhom cong chung, nhit 13
nguodi cao tudi, thanh thiéu nién, phu nit noi trg,
nguoi tiéu dung & nong thon va cac nhom dé bi
t6n thwong, dé tranh tinh trang truyén thong chung
chung, kém hi¢u qua.

Ném la, can phat huy vai tro va trach nhiém
ctia doanh nghiép trong truyén thong bao vé quyén
loi nguoi tiéu dung. Trong mdi truong sd, doanh
nghiép khong chi 1a d6i turong bi giam sat ma con
phai la chu thé c6 trach nhiém trong vi¢c cung cap
thong tin trung thyc, minh bach va chu dong bao
vé khach hang. Diéu nay doi hoi doanh nghiép
phéi cong khai day du thong tin vé san pham, dich
vu, diéu kién giao dich, chinh sach ddi tra, bao
hanh va phuong thirc giai quyét khiéu nai; dong
thoi tuan tha nghiém cac quy dinh vé quang céo,
bao vé dit lidu c4 nhan va quyén loi ctia ngudi tiéu
ding d& bi ton thuong. Ddi véi cac doanh nghiép
hoat dong trén nén tang s6, dac biét 1a san thuong
mai dién tir va cac don vi st dung KOL/KOC, yéu

cau minh bach cang phai dwoc dit ra cao hon.
Truyén théng can vira giam sat, phan bién, vira gop
phan thuc ddy vin hoa kinh doanh c6 trach nhiém,
coi bao vé quyén loi nguoi tidu dung 1a mot bo
phan cua uy tin thwong hi¢u va nang lyc canh tranh
bén viing.

4. Két luan

Trong diéu kién kinh té sb, thuong mai dién tir
va cac nén tang truyén thong truc tuyén phat trién
manh, bao vé quyén loi nguoi tiéu ding dang tré
thanh mot yéu cau cap thiét gan véi ca quan 1y thi
trudng, thuc thi phap luat va truyén thong xa hoi.
Truyén thong bao vé quyén loi ngudi tiéu dung
trong moi trudng sb khong chi co chire ning cung
cap thong tin ma con giit vai trd canh béo i ro,
dinh huéng nhén thirc, giam sat xa hoi va hd trg
nguoi tiéu dung nang cao nang luc tu bao vé. Tuy
nhién, hiéu qua ctia hoat dong nay hién van bi dit
trude nhiéu thach thic nhu tinh phiic tap cia
khong gian thong tin sb, su gia ting cia quang cao
tra hinh va thong tin sai 1éch, han ché trong k¥
nang tiép nhén va ty v¢ cua mot b phan nguoi
tiéu dung, ciing nhu sy thiéu dong bd trong co ché
phdi hop gitra cac chii thé lién quan. Tir d6 cho
thdy viéc nang cao hiéu qua truyén thong bao vé
quyén loi ngudi tiéu ding can 1y nguoi tiéu ding
lam trung tam, két hop gitra d6i méi ndi dung, da
dang hoéa hinh thuirc thé hién, nang cao nang luc
ctia chu thé truyén thong va ting cudng trach
nhiém cua doanh nghiép, nham gop phﬁn xay
dung moi truong tiéu dung minh bach, an toan va
bén ving trong ky nguyén so./.
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