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1- TONG QUAN VA THUAT NGU SU DUNG

1.1. Tong quan vé ngudi khuyét tat Viét Nam

Viét Nam 1a mot trong nhitng nude c6 ty 16 ngudi khuyét tat cao trong khu vire
chau A - Thai Binh Duong. Theo két qua Diéu tra Ngudi khuyét tt naim 2023 (VDS
2023), s6 luong ngudi khuyét tat tir 2 tudi trd 1én chiém ty 18 6,11% dan so, trong do,
ty 18 nguoi khuyét tat tir 16 tudi tre 1én chiém 7,31%. Khu vuc néng thon co ty 1& nguoi
khuyét tat cao gap 1,4 1an so voi khu vuc thanh thi’.

Nguoti khuyét tat van dong chiém s lugng 16n nhét trong cac dang tat, cu thé s6
ngudi khuyét tat van dong than dudi tir 16 tudi tro 1én (chiém 5,20%), tiép d6 1a khuyét
tat nhan thic (chiém 2,68%), van dong than trén (2,34%), nghe (2,21%), nhin (1,14%),
giao tiép (1,1%). Ngoai ra, sé luong ngudi khuyét tat tir hai chirc ning trd 1én chiém
3,65% dan sb. Vé lao dong viéc lam va thu nhép, c6 23,5% sb nguoi khuyét tat trong
dd tudi lao dong dang lam vi¢c trong nén kinh té; 43,4% nguoi khuyét tat duoc nhan
trg cAp hang thang. Viéc tiép cin cong nghé thong tin dbi voi nguoi khuyét tat ting 1én
dang ké so véi trude day khi ty 16 nguoi khuyét tat co dién thoai di dong nam 2023 1a
53,7% (gap gan 1,4 1an so v6i nam 2016). Ty 1& nguoi khuyét tat tiép can truy cap
internet nam 2023 13 33,6% (cao gip 05 lan so voi nam 2016)% Nhin chung, diéu kién
séng cua nguoi khuyét tat ¢6 su cai thién nhiéu so vdi trude day, tao diéu kién thuén loi
cho ho hoa nhap xa hoi, tham gia vao cac hoat dong kinh doanh, mua sam va céac hoat

dong tiéu dung cho cudc sdng hang ngay.

1.2. Thuat ngir lién quan

Nguoi khuyét tat: Theo Luat nguoi khuyét tat 2010, Nguweoi khuyét 6 la ngueoi bi
khiém khuyét mot hodic nhiéu bo phan co thé hodc bi suy giam chitc nang dwoc biéu hién
diedi dang tdt khién cho lao dong, sinh hoat, hoc tdp gap khé khéin (Khoan 1, Diéu 2).

Hoa nhap khuyét tat: rat ra tir tinh than va cac nguyén tac chinh cia Cong udc
qudc té vé quyén cua ngudi khuyét tit (CRPD): “Hoa nhdp khuyét tdt dwoc hiéu la mét

qua trinh xoa bo toan dién va triét dé cac rao can dé n gUOoT khuyét tat thue sy tham gia

1 Téng cuc théng ké (2018), Piéu tra nguoi khuyét tdat nam 2023 (VDS 2023)

2 Téng cuc thong keé, tldd.

3 Theo Cong udc qudc té vé& quyén cua ngudi khuyét tat (CRPD, Didu 1): “Nguoi khuyét tdt bao gom nhiing nguoi
6 khiém khuyét lau dai vé thé chdt, tam than, tri tué hodc gidc quan ma khi twong tdc véi nhitng rdo can khdc
nhau cé thé phuong hai dén sy tham gia hitu hiéu va tron ven cua ho vao xa hoi trén co so binh ddng voi nhiing
nguoi khac”.



moi hoat dong trong xd hoi trong moi truong binh dang, khong rao can, ké ca viéc dua

ra quyét dinh”.

Nguwoi tieu dung: la nguoi mua, sw dung san pham, hang hoa, dich vu cho muc
dich tiéu dung, sinh hoat cua cd nhdn, gia dinh, co quan, t6 chirc va khong vi muc dich

thwong mai” (khoan 1 Piéu 3 Luat Bao vé quyén loi nguoi tiéu dung Viét Nam 2023).

Nguoi tieu dung dé bi ton thwong: ld nguoi tiéu ding cé kha ning chiu nhiéu
tc ddng bdt loi vé tiép can théng tin, sikc khde, tai san, gidi quyét tranh chdp tai thoi
diém mua hodc sit dung san pham, hang héa, dich vu, bao gom: ... nguoi khuyét tit
theo quy dinh ciia phép ludt vé ngueoi khuyét tat...” (khoan 1 Diéu 8 Luat Bao vé quyén
loi nguoi tiéu dung Viét Nam 2023).

1.3. Chinh sach hd trg ngudi khuyét tat tai Viét Nam

Viét Nam da tham gia CRPD tir nam 2007 va da ban hanh Luat Nguoi khuyét
tat tir nam 2010. Dén nay, cac chinh sach d6i v6i ngudi khuyét tat da duoc 16ng ghép
trong nhiéu vin ban phap luat & Viét Nam nhu: B§ luat Lao dong 2019, Luat Kham
bénh, chira bénh 2023, Luat Gido duc 2019, Luat Vi¢c lam 2013, Luat Xay dung (stra
ddi, bd sung 2020), Luat thué thu nhap doanh nghiép (stra ddi, bd sung 2013); Luat bao
vé quyén loi nguoi tiéu dung 2023,... Nhin chung, hé thong chinh sach phap luat dang
duoc diéu chinh nham xo6a bo rao can dbi v6i ngudi khuyét tat, dam bao binh dang vé
quyén va loi ich trén moi linh vuc. Trong d6, cac linh vuc hoc nghé - viéc lam - kinh
doanh - tiéu dung, mot sé chinh sach hd trg nguoi khuyét tat nhu nguoi lao dong 1a
ngudi khuyét tat dugc tu van hoc nghé va viéc lam mién phi; duoc vay von wu dai véi
13i suét thép nhét (so vd&i cac doi tuong duoc uu dai khac) dé tu tao viéc lam; duoc
hudng ché do hd tro ciia Nha nudce trong hoc nghé (so cip). Doanh nghiép st dung trén
30% tong s6 lao dong 12 nguoi khuyét tat duoc huong nhidu chinh sach wu dii nhu vay
von wu dai vai 13i sudt thép, dugc hd tro cai tao diéu kién, moi truong lam viéc phu hop
cho ngudi khuyét tat; dugc wu tién cho thué dat, mit bang, mit , dugc mién, mién thué
thu nhap doanh nghiép theo quy dinh ctia phap luat thué thu nhap doanh nghiép... Pic
biét, trong linh vuc tiéu dung, nguoi khuyét tit duoc xép vao nhoém ngudi tiéu dung dé
bi ton thuong duoc uu tién bao vé theo quy dinh riéng.

Mic du chinh sach hd tro ngudi khuyét tat twong ddi ddy du va toan dién, song
ngudi khuyét tat véi tu cach 1a nguoi lao dong, ngudi hoc nghé, nguoi kinh doanh,

ngudi tiéu dung... van con gip nhiéu rdo cin trén thuc té.



- Vé co sé vit chit: miac du phap luat Viét Nam da quy dinh vé quy chuén tiép
can, nhung trén thuc té, cac cong trinh (cong trinh cong cong 14n céc dia diém san xuAt
kinh doanh, cung cap dich vu cua ca khu vuc cong va tu) dam bao dé nguoi khuyét tat
tiép can s dung con kha han ché (bac cura, bac thang lén xuéng; duong di; thiét ké céac

toa nha, tru s& co quan; cac phuong tién khac c6 lién quan...)

- Vé nhén thirc: D phap luat di cAm ky thi, phan biét d6i xir, nhung trén thuc
té nhitng rao can trong nhan thirc tir khong it cc to chirc, doanh nghiép van 1a mot trong
nhitng nguyén nhan quan trong khién cho ngudi khuyét tat han ché kha nang tiép can
v6i céac dich vu lién quan dén hoc nghé, viéc 1am, mua sim hang hoa. Ty I¢ nguoi khuyét
tat trong do tudi lao dong dang lam viéc trong nén kinh t& nam 2023 1a 23,5%, thép hon
nhiéu so véi ngudi khong khuyét tat 1a 76,3% (chénh 1éch 52,8 diém phan tram)®. C6
nhiéu nguyén nhan vé thuc trang ndy, trong d6 can tinh dén nguyén nhan vé ky thi, phan
biét ddi xtr v6i ngudi khuyét tat trong khau tuyén dung lao dong tir phia mot s to chrc,

doanh nghiép.

- Vé chinh séch: con thiéu 16ng ghép mot s6 chinh sach cu thé nham xo6a bo céac
rao can, thuc déy hoa nhap khuyét tat. Vi du chinh sach mién thué thu nhdp doanh
nghiép ddi véi doanh nghiép sir dung nhiéu lao dong 1a nguoi khuyét tat, nhung chinh
sach nay khdng ap dung ddi véi loai doanh nghiép siéu nho. Trong linh vuc tiéu dung,
mic du d3 duoc ghi nhan 1a d6i tugng ngudi tiéu dung dé bi ton thuong, dugc wu tién
bao vé trong Luat Bao vé quyén loi nguoi tiéu dung nam 2023, tuy nhién, dén nay van
thiéu mot s6 hudng dan, quy dinh cu thé nham dam bao quyén va loi ich hop phap cua
ngudi tidu ding 13 nguoi khuyét tat.

- Vé truyén thong: da s thong tin vé dich vu va san pham chua tiép can duéi
moi dinh dang phu hop voi dang tat caa nguoi khuyét tat, dic biét 1a dang khuyét tat
nhin va khuyét tat nghe, néi. Vi tu cach 1a ngudi tiéu dung, ngudi khuyét tat dang nhin
kho tiép can véi cac thong tin vé hang hoa, cac hop dong kinh doanh - dich vu do thiéu
cac thiét bi chuyén thé tir dang van ban viét sang dang 4m thanh... ngudi khuyét tat
nghe, n6i khoé tiép can véi nhiing thong tin trong qua trinh giao - nhan hang hoa trong
hoat dong mua sam truc tuyén; gip khé khin trong tiép can dich vu y té (thiéu phién
dich ngon ngit ky hiéu, ho ciing khong duoc bao hiém y té thanh toan vé thiét bi tro
thinh tinh dén thoi diém hién tai (ndm 2024)....

4 Theo théng ké Diéu tra qubc gia vé& ngudi khuyét tat, chi co khoang 22,6% sb cong trinh y té&; 11,3% trung tim
hoi nghi, try s¢ co quan... dam bao ti€p can cua ngudi khuyét tat.
5To6ng cuc thong ké, tldd.



2- CHINH SACH BAO VE QUYEN LQI KHACH HANG KHUYET
TAT CUA DOANH NGHIEP

2.1. Trén thé gi6i

Phép luat vé bao vé quyén loi ngudi tidu dung dwoc hinh thanh va phat trién
manh mé trén thé gi6i, trong d6 cac nudc EU (ddc biét 1a Phap) dugc coi 14 tién phong
trong viéc ban hanh cac van ban luat vé bao vé nguoi tiéu dung, theo d6 ghi nhan sy
can thiép kha manh ctia Nha nudc nham dam bao quyén cia ngudi tiéu ding duogc ton
trong trén thyc té. Cac nude Phap, Thuy Sy, Tay Ban Nha... déu di c6 Bo luat bao vé
nguoi tiéu diung. Cac nude Pic va Ao c6 mot ludt chuyén biét bao vé ngudi tiéu dung®.
Bén canh d6 mot loat qudc gia ciing déu c6 luat lién quan dén bao vé nguoi tiéu ding
nhu Anh (2015); Canada (2010); Uc (2010). Riéng cac nude Chau A hau nhu cac qubc
gia cling déu ban hanh luat lién quan dén bao vé nguoi tieu dung, nhu Nhat Ban (2000,
stra d6i bo sung 2022); Singapore (2003); An D6 (2019); Dai Loan (1994 stra doi, bo
sung 2015); Viét Nam (ban hanh lan dau nim 2011 dugc thay thé bang Luat nim 2023).

Hau hét cac van ban phap luat vé bao vé ngudi tiéu dung trén thé gidi bao gdm
mot sb ché dinh co ban nhu sau ap dung dbi véi doanh nghiép, nham bao vé quyén loi
nguoi tieu dung:

- Nghia vu trong cung cdp théng tin véi khdch hang: Trung thuc trong cung cip
thong tin vé hang hoéa, dich vu dugc khéng dinh 1a mot nghia vu quan trong hang dau
ctia doanh nghiép. Doanh nghiép c¢6 nghia vu tao diéu kién cho nguoi tiéu ding biét

duoc nhirng dic tinh cha yéu cua hang hoa hoic dich vu trude khi giao két hop dong.

- Nghia vu bdo dam cho hang hod, dich vu an toan, ding chudn cdch: Ngay sau
khi dugc dua ra luu thong trén thi truong, hang héa do doanh nghiép cung tng phai dap
{rmg cac yéu cau theo quy dinh phap luat hién hanh vé an toan va strc khoé ctia con nguoi,

ve sy lanh manh cua cac giao dich thuong mai va vé bdo v€ quyén lgi nguoi tiéu dung;

- Nghia vu bdo hanh cia doanh nghiép déi véi hang héa, dich vu do doanh
nghiép cung vng: Nghia vu ndy ap dung ca v4i khuyét tit an gidu cua hang hoa ma
ngudi tiéu dung trung binh khong thé nhan biét dugc vao thoi diém giao két hop dong
(ngay ca trong trudng hop chinh doanh nghiép ciing khong biét vé khuyét tat do);

6 Nguyén Hiru Huyén (2017), “Kinh nghiém phép luat ctia Phap va EU vé bao vé quyén loi ngudi tidu dung”,
Bai viet dang trén Cong thong tin dién tw B¢ Tu phap, https://moj.gov.vn/qt/tintuc/Pages/nghien-cuu-trao-
doi.aspx?ltemID=1210, ngay cap nhat 06/07/2017



https://moj.gov.vn/qt/tintuc/Pages/nghien-cuu-trao-doi.aspx?ItemID=1210
https://moj.gov.vn/qt/tintuc/Pages/nghien-cuu-trao-doi.aspx?ItemID=1210
https://moj.gov.vn/qt/tintuc/Pages/nghien-cuu-trao-doi.aspx?ItemID=1210

- Nghiém c4m doanh nghiép dua ra céc diéu khoan lam dung ngudi tiéu ding
trong cac hop dong miu (cung cép dién nudc, dich vu truyén hinh...) va quy dinh co
ché han ché t6i da viéc dua ra cac diéu khoan gay bat loi cho nguoi tiéu dung trong cac

hop déng mau;

- Pua ra cac quy dinh nham nghiém cdm doanh nghiép quang céo gian doi dudi

moi hinh thirc;
- Quy dinh trach nhi¢ém cua doanh nghi€p trong bao v¢ thong tin khach hang;

- Cho phép va khuyén khich céc t6 chirc bao vé ngudi tiéu dung tham gia xay
dung chinh sach bao v¢ nguoi ti€u dung; tu van, hd tro nguoi tiu dung; tham gia giai
quyét tranh chip, hoa giai giita doanh nghiép va ngudi tiéu dung; dai dién cho ngudi
tiéu dung khoi kién trong cac vu kién dan su bao vé quyén loi ngudi tidu dung theo quy
dinh;...

Vé bdo vé nhom “ngwoi tiéu ding dé bi ton thuwong”:

Tuy chua c6 sy nhat quan vé cach xac dinh nhom nguoi tiéu dung dé bi tén
thuong’, nhung hau hét cac qudc gia va céac to chirc qudc té déu dong thuan vé viéc can
gianh su bao vé cao hon cho “ngudi tiéu ding dé bi tén thuong” so v6i nhiing tiéu chuan
thong thudng (Nguoi khuyét tat thudc Nhom nguoi tiéu dung dé bi ton thuong). Cu thé:

- Lién hi€p qudc str dung thuat nglr “vulnerable and disadvantaged consumer”
trong Huéng dan vé Bao vé nguoi tiéu dung nam 2015, néu ra su can thiét ciia viéc bao

vé quyén loi nguoi tiéu dung dé bi ton thuong va bi thiét thoi.

- Lién minh Chau Au (EU) sir dung thong nhat thut ngit “vulnerable consumer”
trong cac van ban phap 1y vé bao vé quyén loi nguoi tiéu dung. Trong d6, di quy dinh
16 cac yéu td xac dinh nhom ngudi tiéu dung dé bi ton thuong, 13: Mot nhém nguwoi xdc
dinh dé bi tén thirong béi hanh vi hay sdn pham co ban do sw yéu dudi ciia ho vé tinh
than va thé chat, tuéi tac va sw cd tin; va doanh nghiép, mét cach hop Iy, c6 thé thdy
trieée dwoc tinh dé bi ton thwong ciia nhém nguoi nay (Khoan 3 diéu 5 cua Chi thi
2005/29/EC va muyc 34 phan md dau cua Chi thi 2011/83/EU).

- Tai khu vuc Dong Nam A, cac vin ban phap 1y ctia Hiép hoi cac qudc gia Dong
Nam A (ASEAN) vé bao vé quyén loi nguoi tiéu dung ciing d& cip dén cum tir

"Thé gi¢i hién nay c6 hai cach tiép can chinh véi khai niém “ngudi tiéu ding dé bi tdn thuong”: Cach tiép can
dau tién xac dinh va phan loai nguoi tiéu dung dé bi ton thuong dya dac diém chung cia nhoém nguoi cu thé (class-
based vulnerability). Cach tiép can thir hai cho rang, tat ca ngudi tiéu dung trong nhimng tinh hudng cu thé déu c6
thé trg thanh nguoi tieu dung dé bi ton thuong (state-based vulnerability). Cach tiép can nay s& xac dinh nguoi
tiéu dung dé bj ton thuong dya trén yéu t6 ca nhan va tinh tiét cu thé cua ting vu viée. Pa sb cac qudc gia dua ra
khai ni€ém nguoi tiéu dung dé bi tdn thuong chon cach tlep can thir nhét.



“vulnerable consumer” trong dinh hudng ting cudng bao vé nhom nguoi dé bi ton
thuong...

2.2. Viét Nam

Tai Viét Nam, khach hang ngudi khuyét tat duoc xép vao nhom ngudi tiéu dung
dé bi t6n thuong. Béi vay, khi giao dich ban san phim hang héa, cung cip dich vu cho
khach hang ngudoi khuyét tat, cac doanh nghiép Viét Nam vira phai bao dam cac quyén
clia ngudi tiéu dung noéi chung; vira phai dam bao cac quyén, chinh sach wu tién ddi véi
ngudi tiéu dung d& bi ton thuong theo phap luat tiéu dung va dam bao cac quyén, chinh

sach ru tién dbi voi ngudi khuyét tit theo quy dinh khac cua phap luat c6 lién quan.

Tuong ty nhu nhiéu qudc gia trén thé gidi, Luat bao vé quyén loi nguoi tidu ding
2023 ciing yéu cau doanh nghiép thuc hién cac nghia vu ddi voi nguoi tiéu dung lién
quan dén cung cap thong tin; bao dam cho hang ho4, dich vu an toan, ding chuéan cach;
bao hanh d6i vai hang hoéa, dich vu do doanh nghiép cung ng... Bén canh do, Luat bao
vé quyén loi ngudi tiéu dung 2023 cling dua ra mot s6 quy dinh dic thu, phu hop véi
tinh hinh thuc té cua Viét Nam dé dam bao quyén loi hop phap cho nguoi tiéu ding, co
thé ké dén nhu: Nguoi tiéu dung cling dugc bao vé khi st dung dich vu cong (Diéu 4).
Quy dinh nay khong thuong thiy trong nhiéu luat bao vé ngudi tiéu dung ciia cac qudc
gia trén thé gioi, von thuong tap trung vao cac dich vu thuong mai. Bac biét, Luat bao
vé quyén loi nguoi tiéu dung 2023 cia Viét Nam xép nguoi khuyét tat va mot s ddi
tuong khac nhu nguoi cao tudi, phu nit c6 thai, tré em;... thugc Nhom nguoi tieu dung
dé bi tén thuong va quy dinh mot s6 co ché dic tha nham dam bao quyén lo1 cia nhom
ngudi tidu dung nay (Piéu 8).

Theo d6, khi giao dich vi nhom khach hang 1a ngudi khuyét tat, bén canh nhiing
trach nhiém ddi voi nguoi tiéu dung noi chung, doanh nghiép phai chu dong, tu chiu
trach nhiém to chue thyc hién cac quy dinh nham dam quyén loi ciia ngudi tiéu ding
dé bi ton thuong dugc quy dinh tai khoan 2, 3 Piéu 8 Luat bao vé quyén lg1 nguoi tiéu
dung 2023 va mot loat cac quy dinh dam bao quyén ctia nguoi khuyét tat trong Luat

Nguoi khuyét tat 2010 va cac van ban phap luat c6 lién quan.

- Vé tiép cdn vdt Iy: Cac quy dinh bao dam nhu cau tiép can sir dung cong trinh

thuan lo1, an toan cho nguoi khuyét tat (Luat Xay dung ndm 2014 stra ddi, bo sung nam

8 Pham Van Anh (2024), “Hoan thién khai niém “ngudi tiéu ding d& bi tén thwong” trong phéap luat Viét Nam:
Bai hoc kinh nghiém tir Lién minh chau Au”, Tap chi Qudn 1y nha nuéc,
https://www.quanlynhanuoc.vn/2024/04/25/hoan-thien-khai-niem-nguoi-tieu-dung-de-bi-ton-thuong-trong-
phap-luat-viet-nam-bai-hoc-kinh-nghiem-tu-lien-minh-chau-au/, ngay cap nhat 25/04/2024



2020; QCVN 10:2024/BXD). Bén canh do, cac phuong tién giao thong cong cong (xe
buyt, 6 to khach thanh phd, tau hoa...) ciing phai dam bao tiép can véi nguoi khuyét tat
theo quy dinh tai Nghi dinh 28/2012/ND-CP quy dinh chi tiét va hudng dan thi hanh
mét sb diéu cua Luat nguoi khuyét tat; Luat Puong sit nam 2017; QCVN
82:2019/BGTVT Quy chuan k¥ thuat qudc gia vé 6 to khach thanh phd dé ngudi khuyét

tat tiép can, st dung...

- Vé tiép cdn thong tin: Phap luat tiéu dung quy dinh doanh nghiép buén ban
hang hoa, cung cap dich vu c6 trach nhiém cung cap chinh xéac, day du thong tin vé san
pham, hang héa, dich vu ma minh ban, cung cap cho nguoi tiéu dung (trong d6 c6 khach
hang ngudi khuyét tat). Bén canh do, trong viéc quang cdo san pham, dich vu, phap luat
tiéu dung yéu cau to chuc thiét 1ap, van hanh nén tang sb 16n c6 trach nhiém thiét lap
kho Iuu trit quang cdo c6 sir dung thuét toan dé hudng dén nguoi tiéu dung, nhém nguoi
tiéu dung cu thé (trong d6 c6 nhom nguoi tidu ding dé bi ton thuong nhu ngudi khuyét
tat). Luat Cong nghé thong tin 2006 ciing khang dinh, Nha nudc c6 chinh sach vu dai
dé t6 chirc, c4 nhan c6 hoat dong tmg dung va phat trién cong nghé thong tin d6i véi
ngudi khuyét tat, tir 46, thuc day kha ning tiép can cong nghé cho moi dbi tuong trong
xa hoi, trong d6 c6 nguoi khuyét tat, ting cuong kha nang tiép can cac dich vu cong
nghé, san pham s va nén tang truc tuyén; Thong tu 26/2020/TT-BTTTT quy dinh viéc
ap dung céc tiéu chuan, cong nghé hd tro ngudi khuyét tat tiép can, sit dung san pham,

dich vu thong tin va truyén thong.
- Vé dich vu ho tro khdch hang khuyét tat:

+ Cdc chinh sach tro gia, ung xir, dich vu mua dat, thanh toan; dich vu hdu mai:
Cdc quy dinh vé cdac chinh sdch tro gid gép phan dam bdo ngwoi khuyét tdt ¢o co hoi
duoc tiép can vai cac dich vu thiét yéu. Chang han, ngudi khuyét tit nang, dic biét ning
duoc huong chinh sach mién, giam gia vé, gia dich vu vin hoa, thé thao, giai tri va du
lich, giao thong cong cong (Nghi dinh 28/2012/ND-CP)...

+ Vé thai dé, vg xir doi véi nguoi khuyét tat trong qud trinh mua ban hang héa,
cung cdp dich vu cho khdch hang la nguwoi khuyét tdt, Luat Bao vé quyén loi nguoi tiéu
dung 2023 yéu cau doanh nghiép phai chdng ky thi, phan biét ddi xtr, loi dung yéu t6
d& bi ton thuong dé xam pham quyén, lgi ich hop phap ctia ngudi tiéu dung 14 ngudi
khuyét tat.

+ Vé dich vu hé tro, cham séc khdch hang nguoi khuyét tdt trong qud trinh mua
ban, sur dung dich vu, phap luat Viét Nam da c6 quy dinh lién quan dén viéc hd tro,
chiam soc khach hang ngudi khuyét tat. Chang han, Luat Ngudi khuyét tat 2010 néu 13,



ngudi khuyét tat dugc vu tién mua vé, duge giup dd, sap xép chd ngdi thuan tién khi sir
dung cac phuong tién giao thong cong cong. Luat Hang khong dan dung 2006 (sira doi,
bd sung nim 2014) quy dinh ngudi van chuyén hanh khach c¢6 nghia vu quan tim, chim
s6c hanh khach, dic biét d6i voi hanh khach 13 nguoi khuyét tat hodc can sy chim soc
trong qué trinh van chuyén. Cac quy dinh nay ciing gian tiép yéu cau cac doanh nghiép
phai tién hanh tuyén dung, dao tao nhan sy, nang cao kha nang tiép xuc, lam viéc voi

ngudi khuyét tat.

+ Vé dich vu tiép nhdn thong tin, tiép nhén va gidi quyét phan dnh, yéu cdu, khiéu
nai ciia nguwoi tiéu ding, bén canh cac trach nhiém dbi véi ngudi tiéu dung noéi chung
dugc quy dinh tai Diéu 31 Luat Bao vé quyén lg1 nguoi tieu dung, doanh nghiép con
phai tuan thu cac quy dinh dic thu tai Didu 8 Luat nay dé bao vé quyén loi cia nguoi
tiéu ding dé bi ton thuong (bao gom ngudi khuyét tat) nhu: (i) Doanh nghiép c6 trach
nhiém uu tién tiép nhan, truc tiép xtr 1y va khong chuyén yéu cau duge bao vé ciia nguoi
tiéu dung 1a nguoi dé bi tén thwong cho bén thir ba giai quyét (trir truong hop bén thir
ba d6 c6 nghia vy lién quan). Khong duogc tir chdi giai quyét yéu cau dugc bao vé cua
ngudi tidu dung dé bi ton thuong do khac biét vé tiéng ndi, chir viét, phong tuc, tap
quan;...Trudng hop cham, tir chéi vu tién hodc tir chdi tiép nhan, xtr 1y yéu cau cia
ngudi tidu dung dé bi ton thuong khong diing quy dinh, doanh nghiép phai phai bdi
thuong thiét hai theo quy dinh ctia phap luat vé dan su;... (ii) Ap dung co ché giai quyét
khiéu nai, tranh chap theo quy dinh ctia phap luat phut hop v6i khach hang nguoi khuyét
tat; (ii1) Xay dung, ban hanh trinh ty, thu tuc, phuong thirc hoac bién phap phu hop voi
ngudi khuyét tat dé bao dam quyén khiéu nai, yéu cau giai quyét tranh chap va céc

quyén khéc ciia ngudi khuyét tat.

- Lién quan dén van dé truyén théng nang cao nhdn thirc vé khdch hang ngueoi
khuyét tGt: Phap luat bao vé quyén loi ngudi tiéu ding yéu cau doanh nghiép phai chong
ky thi, phan biét d6i xu, loi dung yéu t6 d& bi ton thuong dé xam pham quyén, loi ich
hop phép cta ngudi tidu dung 1a nguoi khuyét tat. Pong thoi, cac doanh nghiép? phai
xay dung, cap nhat, cong khai cho nguoi khuyét tat cac ndi dung lién quan dén trach
nhiém cua doanh nghiép khi giao dich véi nguoi tiéu dung d& bj t6n thuong (trong do6
c6 ngudi khuyét tat) theo quy dinh theo hinh thirc niém yét tai tru s&, dia diém kinh
doanh hodc ding tai trén trang thong tin dién tir, phan mém tng dung (néu c6) va dao
tao, tap huan cho nguoi lao dong ciia minh vé céc nodi dung do (diém d, e, khoan 3 Diéu

8 Luat Bao vé quyén loi nguoi tiéu ding nam 2023). Vi cac quy dinh nay da gian tiép

*Péi twong doanh nghiép 4p dung khong bao gdm cé nhan hoat dong thuong mai doc 1ap, thudng xuyén, khong
phai dang ky kinh doanh; doanh nghiép nho, si€u nho khong thyc hién giao dich dac thu.



yéu ciu cac doanh nghiép phai tién hanh phd bién, tuyén truyén ning cao nhan thic,
thai d9, ing xtr cia nhan vién khi giao dich voi khach hang 1a ngudi khuyét tat.

Pé dam bao nhitng trach nhiém dbi voi nguoi tiéu dung va ngudi khuyét tat cia
doanh nghiép, phap luat Viét Nam ciing c6 ché tai ché tai xir Iy vi pham d6i véi cac
hanh vi vi pham vé bao vé quyén loi ngudi tiéu dung noi chung va cac hanh vi vi pham
lién quan dén cung cép hang héa, dich vu theo quy dinh d6i v6i nguoi khuyét tat tuy
theo mirc do va hau qua ctia hanh vi cu thé. Chéng han, doanh nghiép thyc hién hanh vi
vi pham vé bao vé quyén lgi ngudi tiéu ding noéi chung va cac hanh vi vi pham lién
quan dén cung cip hang héa, dich vu theo quy dinh di voi ngudi khuyét tat (nhu Ky
thi, phan biét doi xtr nguoi khuyét tat; Khong bao dam céc diéu kién day va hoc phu
hop v6i ngudi khuyét tat theo quy dinh ciia phap luat; Khong uu tién kham bénh, chita
bénh véi nguoi khuyét tat dic biét nang; doanh nghiép san xuat, phan phdi san pham,
dich vu thong tin va truyén thong, bao gébm phan ciing, phan mém va noi dung thong
tin s6 vi pham mot trong cac quy dinh bat budc 4p dung tiéu chuan, cong nghé hd tro
ngudi khuyét tat tiép can, str dung san pham, dich vu thong tin va truyén thong;...) s&
bi xur phat theo quy dinh tai Nghi dinh 98/2020/ND-CP, Nghi dinh 130/2021/ND-CP.
Hon nia, tiy ting hanh vi va hau qua cu thé, ca nhan, phap nhan thuong mai vi pham
phap luat lién quan dén bao vé quyén loi ngudi tiéu ding con co thé bi truy ctru trach
nhiém hinh sy theo quy dinh tai B0 luat Hinh sy nam 2015 (stra ddi, bd sung nam 2017).
Tuy nhién, chua c6 ché tai xir phat néu cac cong trinh, phuong tién khong dam bao tiép

can theo quy chuan.
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3- NHU CAU VA RAO CAN CUA KHACH HANG KHUYET TAT

Nhu ciu va cic rao can ma khach hang khuyét tat thuong gip phai khi mua sim
duoc khao sat 97 nguoi khuyét tat thong qua bang hoi online va offline. Cu thé, 97
ngudi khuyét tat tir 17 tinh/thanh phd trén ca nude dai dién cho cac ving mién. Trong
d6, nguoi khuyét tat van dong chiém 79,7%; nguoi khuyét tat nhin 8%, nghe néi 1a
6,7%, con lai 1a 5,6% cac dang khuyét tat khac va tri tué.

Cac mit hang duoc nguoi khuyét tat quan tim mua sim véi trén 50% lya chon
cho thiy:
- Nhu yéu pham (d6 an, d6 ubng, mit hang tiéu dung hang ngiy) chiém ty
trong cao nhat véi 84,1%;
- Vat dung, d6 cho ca nhan, gia dinh (quan 4o, giay dép, dién thoai, tii lanh,...)
chiém 67%;
- Hang héa/dich vu chiam soc sitc khoe (kham chita bénh, thude va thyc pham

chtrc ndng, dung cu cham séc¢ va phuc hoi,. . .) chiém 51,1% (hinh 1).

84.1%
80.0%
70.0% 67.0%
60.0%
51.1%
50.0%
43.7%
A0.9%
A0.0% 35.2%
pu b Y 70
30.0% 284
20.0%
10.0%
0.0%
Nhu yéu phdm Vat dung, dd Dich vu Hang hoa, dich Dichvugido Dichvudn Hang hoa, dich
dac ca nternet, dién vy trongfinh duc udng vui cho vu khéc
nhan/gia dinh nuwoc virc cham soc giai tr
sttc khde

Hinh 1: Nhu cAu mua sim ctia nguoi khuyét tat trong thoi gian gan day
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Céac hinh thirc mua sim dugc nguoi khuyét tat lua chon chu yéu la mua truc tiép

tai ctra hang tap hoa la 74,1%, cho dan sinh 14 63,5%, hé théng siéu thi va ctra hang tién

tich 13 45,9% (hinh 2). Hinh thic mua sam online qua cic san thwong mai dién tir

(Shopee, Lazada, Tiki...) dang 1a xu huéng dugc nguoi khuyét tat lwa chon véi hon

64,7% nguoi khuyét tat Ivra chon.

80%

70%

60%

50%

40%

30%

20%

10%

0%

74.1%

Clra hangtap hoa

63,5%

Chog dan sinh

45,9%

Siéu thi, clra
hang tién ich

64,7%

34,1%
30,6%

Cacclrahang  Mua, dat hang Dia diém, hinh

chuyén dung online thirc mua hang
(thoi trang, dung khac
cu)

Hinh 2: Pia diém va hinh thirc mua sim dwoc nguoi khuyét tat lwa chon

Céc rao can khi mua sam ma ngudi khuyét tat thuong gap duoc nhan dinh gdm

tiép can tai cac diém mua sam, tiép can thong tin mdt hang, thong tin hd tro dich vu

thanh toan, thai d¢ phuc vy va ho tro nguoi khuyét tat khi mua hang, dich vy hau mai,

thdng tin vé cac chinh sach khuyén mai, quang céo san pham. Trong d6, nguoi khuyét

tat gdp rao can nhi€u nhat (véi 65,1% - hinh 3) vé tiép can tai cac diém mua sam (161

vao, 16i di, ké hang khong tiép can, khong c6 nha v¢ sinh, phong thir dd hay chd do xe

tiép can). Ti€p dén la cac rao can vé tiép can thong tin mat hang, dich vu hadu mai (véi

27,7%). Thai d6 phuc vu, hd trg nguoi khuyét tat khi mua sam ciing 13 rao can 16n cho
nguoi khuyét tat (voi 26,5%).
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cac diém mua vu, hd trg NKT tin mathang  tro dich vu mai cac chinh sach khac
sdm, dich vu thanh toan khuy&n mai,
quang cdo san
pham

Hinh 3: Rao can ciia ngudi khuyét tit khi mua sim

Céc rao can nay gy kho khin (duoc danh gia thong qua cac murc rat han ché,
trong d6i han ché, khong qua han ché va gan nhu khong han ché) cho nguoi khuyét tat
khi mua sdm va dit dich vy, dic biét 1a cac dich vu an udng va vui choi giai tri va chim
soc ste khoe; cac dich vu vé internet, dién nuée hay cac dich vu vé gido duc co it kho
khéan hon cho nguoi khuyét tat, cu thé:

- 52,3% nguoi khuyét tat rat han ché va tuong ddi han ché khi mua céc dich vu

an udng, vui choi giai tri;

- 47,7% ngudi khuyét tat rat han ché va trong ddi han ché khi mua hang va

dich vu cham soc stre khoe;

- 46,6% nguoi khuyét tat rat han ché va tuong dbi han ché khi mua vat dung

va do c4 nhén, gia dinh;

- 43,2% ngudi khuyét tat rat han ché va twong doi han ché khi mua nhu yéu

pham;

- 37,5% ngudi khuyét tat rat han ché va tuong ddi han ché khi ¢t mua cac dich

vu gido duc;
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- 32,9% ngudi khuyét tat rat han ché va tuong d6i han ché khi mua cac dich vu

internet, dién nudc.

Bén canh d6, tham van nhom 08 nguoi khuyét tat nghe nodi dai dién cho mién
Bic va mién Nam cho thdy ho thuong gip kho khin trong viéc xac nhan dit va nhan
hang khi mua sam tryc tuyén. Ong N.T.L - khuyét tt nghe noi “Mdi lan nhan/dit hang
online, t6i dd ghi chii la nguwoi diéc cho ngwoi ban qua kénh Shopee nhung van goi dé
xdc nhdn s6 heong, loai hang va nguoi giao hang goi dién khi nhdn hang, t6i thuong
phdi nho nguwoi nha nghe hodc nhdn hé hang”. Cac mat hang mua sam chu yéu 1a nhu
yéu pham, d6 dung ca nhan (quan 4o, giay dép), do dién tir (dién thoai, may tinh, may
anh). Pdi v6i mua truc tiép (tai siéu thi, ctra hang tién loi, cho dan sinh), ho thuong gip
kho khan giao tiép khi chon hang, thanh toan (mat thoi gian xép hang chd thanh toan,
lam anh hudng dén ngudi khac). Bén canh d6, nguoi khuyét tat nghe néi gap kho khin
khi nhan vién ban hang khong biét cach giao tiép, hd trg ngudi khuyét tat nghe noi chon
hang va d6i khi con bi ki thi khi mua sam. Chi P.T - Nguoi khuyét tat nghe noi cho biét
“Khi mua sam & cho dan sinh hay cira hang tap héa, khi thanh todn khéng tra tién

nhanh dwoc, chii hang chi xép hang phia sau nhwong cho nguwoi khdc thanh todn triée”.

14



4- HOA NHAP KHUYET TAT CUA DOANH NGHIEP TU MOQT SO
VI DU THUC TIEN

4.1. Thuc trang hoa nhap khuyét tat cia mét sé doanh nghiép Viét Nam

Mot s6 loai hinh kinh doanh ctia doanh nghiép tai Viét Nam dugc lua chon tham
van g@)m kinh doanh ban 1¢ (siéu thi Coopmart Dong Ha, Quang Tr1); dich vu nghi
dudng, an udng (04 nha hang, khach san tai Quang Tri, Thira Thién Hué va Quang
Nam); chdm soc sttc khoe (Cong ty Dugce liéu An Xuéan - Quang Tri). Ngoai ra, khao
sat tiép can duoc thuc hién tai mot sb siéu thi, cia hang tién ich. Cac ndi dung vé hoa
nhép khuyét tat duoc dé cap gém tiép can co so ha téng, vat chat; chinh sach hd trg
ngudi khuyét tat (cham soc khach hang, chinh sach khuyén mai, hdu mai; ké hoach hoa
nhap khuyét tat cua doanh nghiép). Mot s két qua vé hoa nhap khuyét tat ciia doanh

nghiép dugc ghi nhan nhu sau:

- Céc nha hang khéch, khach san dugc khao sat da c6 cac hang muyc tiép can nhu
nha vé sinh, khong gian cong cong tiép can, hd tro khach hang khuyét tt nhan
phong, chuyén d6 va wu tién phong nghi tiép can cho khach hang khuyét tat khi
co yéu cau. Céc chinh sach hd tro nguoi khuyét tat dat va st dung dich vy duoc
diéu chinh, b6 sung trén co s¢ dé nghi truc tiép tir khach hang khuyét tat ciing
nhu cac gop ¥ tir don vi 1am viée voi ngudi khuyét tat thuong xuyén st dung
dich vu nhu Vién Nghién ctru phat trién cong dong (ACDC). Bén canh mot sd
hang muc tiép can, cac don vi kinh doanh nay chua c6 chinh sach cu thé hd trg
khach hang 13 ngudi khuyét tat. Tuy nhién, khach san, nha hang sin sang diéu
chinh co s& vat chat dé hd trg nguoi khuyét tat nhu ram di dong hd tro khach
hang khuyét tat di xe 1an hay huéng dan nhan vién luu y thong tin va yéu cau hd
trg cua khach hang khi nhan, dat dich vu.

- Céc si€u thi/dai si€u thi: si€u thi Coopmart c6 quy dinh vé co s6 ha tﬁng dam bao
tiéu chuén tiép can cho ngudi khuyét tat (161 vao, thang may, nha vé sinh tiép can
cho nguoi khuyét tat (hinh 4); c6 quy tic tng xtr va hd trg khach hang dic biét
trong qua trinh mua hang va thanh toan nhu ngudi khuyét tat, nguoi cao tudi,
chinh sach khuyén mai dugc cong khai & bang gia tai siéu thi va website voi tan
suat 2 tuan/lan. Pa sb céc siéu thi chua chi trong b tri chd dé xe cho ngudi
khuyét tat. Chi N.P.L - Nguoi khuyét tat nghe noi cho biét “Nhiéu siéu thi do
khéng cé ché do xe cho nguwoi khuyét tdt ciing nhie hé tro nguoi khuyét tdt ra vao

siéu thi nén ho ngai di va lva chon phwong thirc khac dé mua sam”. Mot s0 si€u
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thi nhu Tops Market c6 hanh lang 16i ra vao tiép can cho ngudi khuyét tat nhung
da duoc cai tao v4i cac rao chin din dén can trd cho nguoi khuyét tat van dong
tiép can (hinh 5) hay c6 chd d6 xe danh cho ngudi khuyét tat nhung duoc lap

dﬁy phuong tién khéc, hodc cach xa siéu thi.

- CAc siéu thi/ctra hang tién ich nhw Winmart hién da phii rong ¢ cac thanh phd va
cac huyén ¢ khu vuc nong thon, tuy nhién da sé cac cira hang chua dam bao tiép
can cho nguoi khuyét tat van dong tir 16i vao chua c6 dudong déc dam bao tiép

can, 16i di gifra cac gian hang hep (hinh 6).

- Doanh nghiép kinh doanh nho (ctra hang chuyén dung, cong ty ban dugc li¢u,
quay thudc): nhiéu doanh nghiép da thiét ké website dé gidi thidu va quang ba
san pham v4i cac thong tin can thiét cho nguoi tiéu ding tham khao va dat/mua
hang. Tuy nhién, da sé cac doanh nghiép chwa tinh dén chinh sach hd tro khach
hang 1a ngudi khuyét tat (théng tin dat hang, chinh sach hd tro giao hang,...). Ba
L.H.N - bai di¢n doanh nghi¢p Dugc li¢u Xuan An cho biét “Doanh nghiép
chura biét cach nhdn dién, chiea ¢ céce hé tro riéng biét danh cho khach hang la
nguwoi khuyét it ciing nhir cdc quy dinh lién quan dén hé tro nguoi tiéu ding la
nguoi khuyét tdt. Doanh nghiép sé luu y va thuc hién cdc chinh sach hé tro khdch

hang khuyét tdt néu dwoc cung cap va huong dan cac ngi dung lién quan vé bao

vé quyeén loi khdch hang khuyét tit”.

Hinh 4: Ldi vao, chi din nha vé sinh tiép cin cho ngudi khuyét tat tai siéu thi
Coopmart Dong Ha
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Hinh 5: Lbi vao cé hang muc tiép cén nhung dwgec cai tao thanh
rao can cho ngwoi khuyét tat tai siéu thi Topsmarket Nguyén Xién

A
TUOI NGON THUONG HANG!

Hinh 6: Ldi vao, 16i di khong tiép can tai siéu thi Winmart+ Ha Noi
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4.2. Co hoi va lgi ich ciia hoa nhap khuyét tat cho doanh nghiép

Vé6i hon 1,3 ty ngudi khuyét tat trén toan caul®, khach hang ngudi khuyét tat
duoc danh gia 14 thi treong tiém ning cta thé gisi. Nhiéu doanh nghiép Ion trén thé gidi
diéu chinh va cam két hoa nhap khuyét tat trong chién lugc kinh doanh (nhu
Valuable500!) trong moi linh vuc nhu thoi trang (thoi trang thich ng cua Silvertst?),
dich vu du lich (cung cip khach san tiép can caa TUI*) nham dap wang cac san pham
phU hop t6i wru cho khach hang khuyét tat. Tai Viét Nam, cac san pham va dich vu dap
ng tét hon véi khach hang khuyét tat ciing bat nhip xu huéng tao céc san pham thoi
trang (gidy dép, quan 40) pht hop véi nhu cau dic thu cia ngudi khuyét tat!4, dia diém
va phuong tién cong cong tiép can (tram dirng va xe bus tiép can)?® hay phat trién (ng
dung cdng nghé hd trg ngudi khuyét tat nhu ban db tiép can D.MapS,... Xu huéng phét
trién hoa nhap khuyét tat caa cac doanh nghiép twong dong véi cac co hoi, loi ich ciing
nhu mé rong thi truong, doanh thu, loi thé canh tranh ciing nhu giam thiéu cac rui ro
phéap ly mang lai cho doanh nghiép.

- Co hdi mé rong thi truong, tao loi thé canh tranh: dau tu hoa nhap khuyét tat
s& mé ra mot thi trudng khach hang tiém nang véi tong sirc mua 1én téi hon 18 nghin
ty do la My*’. Cac san pham, dich vu duoc thiét ké c6 tinh dén kha nang tiép can sé
gitp doanh nghiép mo rong dugc pham vi ngudi tiéu dung gap 04 1an so véi cac san
pham khong tinh dén kha nang tiép can'®. Tai Viét Nam, véi s6 6,11% dan s6 (1a nguoi
Khuyét tat tir 02 tudi tré 1én) s& 1a nhom khach hang tiém ning, co hoi 16n cho cac doanh
nghiép dau tu.

- Tang doanh thu: theo mot nghién ciru cia Accenture (2020) cho thay, cac doanh
nghiép tich cuc tham gia vao viéc hoa nhap khuyét tat sé dat dugc doanh thu cao hon

10 WHO (2023), Disability, https://www.who.int/news-room/fact-sheets/detail/disability-and-health, 7 March
2023

W hitps://www.thevaluable500.com/: Té chirc toan ciu véi hon 500 ddi tAc va cong ty cam két hoa nhap khuyét
tat trong chién luoc kinh doanh

12 https:/fiwww.silverts.com/ca/

13 TUI | AccessAble

14 Xudng Giay Himistore (https://himistore.com/dong-giay-cho-nguoi-chan-thap-chan-cao-chan-nguoi-khuyet-
tat/); Xuong giay Buc Ha (https://giaynamducha.com/dong-giay-cho-khach-chan-bi-tai-nan-chan-cao-chan-
thap/), cong ty TNHH Dau tu Yén Phét (https:/aothuntees.com/ao-thun-dong-phuc-danh-cho-nguoi-khuyet-tat/)
YA

15 https://bacthuathienhue.vn/doi-song/giup-nguoi-khuyet-tat-tiep-can-dich-vu-de-hoa-nhap-140173.html

16 https://www.drdvietnam.org/vi/du-an/ban-do-tiep-can-dmap.html

7 The Return on Disability Group (2024), The Global Economics of Disability Report: 2024, Executive
Summary, p.2.

18 The Benefit of Designing for Everyone, Centre for Inclusive Design, Sydney May 2019. www.cfid.org.au.
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http://www.cfid.org.au/

trung binh 28%, thu nhap rong ting gap doi va bién lgi nhuan cao hon 30% so vai cac
ddi tha cua ho®.

- Tao loi thé vé hinh anh va thwong hiéu trong bdi canh khach hang ngay cang
quan tdm dén trach nhiém xa hoi cua doanh nghiép: ngudi tiéu ding ngay cang quan
tam dén yéu t6 bén viing va co tinh tac dong cua thwong hiéu khi mua sim vai 66%
ngudi tiéu ding san sang tra nhiéu tién hon cho cac san pham mang tinh bén viing, tao
ra tic dong xa hoi tich cuc?, con sb nay tai Viét Nam 1a 72%%2L. Trong bdi canh nay,
hoa nhap khuyét tat A mot trong nhitng yéu té quan trong gidp xay dung hinh anh doanh
nghiép than thién va co trach nhiém xa hoi.

- Viéc tudn thu cac quy dinh vé dam bao hoa nhap khuyét tat trong kinh doanh
con gitp doanh nghiép giam thiéu cac rai ro phap ly hoac khiéu nai lién quan dén phan
biét ddi xir: viéc vi pham quy dinh ctua Pao luat Nguoi Khuyét tat Hoa Ky vé yéu cau
tao diéu kién hop ly cho nhan vién va khach hang khuyét tat co thé khién céc doanh
nghiép bi phat tién 1&n ti 75.000 USD hoic bi khai kién?2. Tai Viét Nam, doanh nghiép
c6 hanh vi phan biét dbi xir nguoi khuyét tat ¢d thé bi phat tién dén 10 triéu dong. Bén
canh d6, diéu nay ciing c6 thé gay tac dong tiéu cuc nghiém trong dén hinh anh va uy
tin cua doanh nghiép, tham chi mat di co hdi tiép can thi truong nguoi tiéu dung rong
I6m, dac biét khi thé hé tré dang ngay cang coi trong Cc gid tri xa hoi.

19 https://bemyeyes.com/blog/four-business-kpis-influenced-by-
accessibility#:.~:text=According%20t0%20a%202020%20study,profit%20margins%20than%?20their%20counter
parts

20 hitps://csic.georgetown.edu/magazine/corporate-social-responsibility-matters-ignore-millennials-
peril/#:~:text=1n%20its%202015%20Nielsen%20Global%20Corporate%20Sustainability,offerings%20%E2%8
0%94%20up%20from%2050%%20in%202014.

21 https://vietnamagriculture.nongnghiep.vn/72-of-viethamese-consumers-are-willing-to-spend-more-on-green-
products-d398120.html

22 nttps://eriecustomsigns.com/happens-businesses-dont-comply-americans-disabilities-
act/?srsltid=AfmBOop2qEul12Q9s3BJskuoUalzEGInrSA1-FqTOvR0598eBPcDKabbY
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5- PE XUAT CAC THUC HANH KINH DOANH HOA NHAP
KHUYET TAT

Thyc hanh kinh doanh hoa nhap khuyét tat dugce goi ¥ cho cac hinh thic kinh
doanh ma nguoi khuyét tat ¢6 nhu cau va xu hudng lua chon st dung ciing nhu han ché
kho khan ma khach hang khuyét tat thuong gap khi mua sam. Trong khuon kho tai liéu
nay, cac dé xuat tap trung cho nhom khuyét tat van dong, khuyét tat nghe noi va khuyét
tat nhin. Cac dé xuét dap Gmg nhu cau ctia nguoi khuyét tat va dam bao quyén loi nguoi
tiéu dung theo cac tiéu chi chinh nhu sau:

e Dam bao tiép can co sé ha téng (léi vao tiép can, 16i di, gian/k¢ hang tiép can,
phong thir d6, nha vé sinh, chd dd xe...): nham xo6a bé rao can vat 1y lam han
ché kha ning mua sim cua nguoi khuyét tat. Tiép can cong trinh, co s vat chat
|2 rao can hién hiru dau tién ma ngudi khuyét tat gap phai khi mua hang truc tiép.
Co sé ha tﬁng tiép can s& hd trg dic biét dbi vai nguoi khuyét tat van dong va
cac loai hinh mua sam hang hoa, str dung dich vu ma ngudoi khuyét tat dang gip
rao can 1o6n nhu mua truc tiép tai cra hang tap héa, chg dan sinh (dién hinh 12 s6
luong 16n nguoi khuyét tat séng tai khu vuc nong thon); dich vu kham, chira
bénh, khu du lich nghi dudng.

o Pam bao tiép can thong tin mat hang (tén, gia san pham, chinh sach khuyén mai
niém yét cong khai) phtt hop voi dic thii va nhu cau cia timg dang tat: gop phan
han ché cac rao can ma ngudi khuyét tat thuong gip khi mua saim nhu tén mat
hang dé khong dung vi tri gay kho khin cho nguoi tiéu ding tim kiém chinh xac
san pham. Thong tin mat hang tiép can s& hd trg tét cho ngudi khuyét tat van
dong va nghe noi nhu bo sung, bang/bién thong tin chi dan cic mit hang vé
duong ddc tiép can, hay viéc niém yét gia san pham va dé ding vi tri gid niém
yét tai cic quiy ban hang & siéu thi, cira hang gitp ngudi khuyét tat cha dong
trong khi mua hang.

e Dich vu mua/dat hang, thanh toan can tinh dén cac bién phép hd tro nguoi khuyét
tat gitip ngudi khuyét tat thanh toan dung, du, kip thoi vira khong anh hudng dén
khach hang khéc, dic biét d6i v6i khach hang khuyét tat kho khin trong giao tiép
khi phat sinh su ¢6. Cac hinh thtrc kinh doanh dé xuat 4p dung gdm hé thong

kinh doanh ban I¢ (si€u thi, ctra hang tién lo1), dich vu vui choi giai tri.
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o Dich vu hdu mii, co ché tiép nhan va giai quyét khiéu nai: v6i hd tro linh hoat
cho nguoi khuyét tat van dong, nguoi khuyét tat nghe néi nham khac phuc cac
kho khin trong giao tiép, di chuyén khi can/tra doi hang.

 Nang cao nhan thirc, trang bi cac k¥ ning can thiét cho nhan vién ban hang: hd
trg ngudi khuyét tat van dong va nghe no thong qua cac chinh sach va chuong
trinh tdp hudn nham dam bao hoa nhap khuyét tat trong tiéu dung.

o Ung dung cong ngh¢, hd trg ngudi khuyét tat khi mua online: Sir dung cong
nghé, mo ta san pham (giong noéi, ngdn ngir ky hiéu), hay bd sung trudong thong

tin ghi cht cho khéach hang can hd tro dic biét 1a nguoi khuyét tat nghe noi.
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5.1. Goi y cho hinh thitc kinh doanh truc tiép

Dé xuét cho 03 linh vuc chinh gé)m kinh doanh ban 1¢ (h¢ théng siéu thi, ctra hang tién loi, cho dan sinh); kinh doanh dich vu

giai tri, nghi dudng; kinh doanh dich vu cham séc sttc khoe (bang dudi).

Noi dung dé xuat

Kinh doanh ban 1é

(siéu thi, ctra hang tién loi, chg dan sinh)

Kinh doanh dich vu giai tri,
nghi duéng
(khach san, khu tham quan,

diém du lich, rap chiéu phim)

Kinh doanh dich vu cham
soc sirc khoe
(co so kham chira bénh,
doanh nghiép ban duogc
phém, dung cu phuc hoi

churc nang)

Cii thién tiép cin
co s& ha ting, vat
chat

Pam bao quy dinh vé tiép can theo quy chuan
quéc gia, dic biét 1a v6i cac cong trinh:

Puong, 16i vao, clra ra vao, quiy thanh toan,
nha vé sinh, chd/khu vuc dd xe. tiép can

Lbi di thong thoang, ké hang tiép can

Thang may (néu c6) tiép can
Quﬁy thanh toan tiép can

Nha v¢ sinh tiép can

Phong thir d6 (siéu thi 16n) tiép can

Chd/khu vuc d6 xe tiép can

Lbi vao, 16i di, quay 18
tan/ban vé, thang may tiép
can

Khoéng gian cong cong:
chd ngéi tiép can, nha vé
sinh tiép can

Phong nghi tiép can (nha
vé sinh, phong tam,
givong, 161 di)

Phong trung bay (tai diém

thdm quan)

Lbi vao, quay 18 tan/thanh

toan tiép can

Nha vé sinh tiép can,

thang may (néu co) tiép

can

Chd ngdi uu tién tiép can
Trudng hop chua thé cai tao
co s& vat chat dam bao tiép
can ngay: dé xuat nhu linh

vuc kinh doanh ban 1¢é.
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- Gio dung hang/xe day hang tiép can cho
ngudi khuyét tat

(Luu y: d6i v6i cira hang chuyén dung hay cho
dan sinh can dam bao céac yéu td tiép cin co ban
cho nguoi khuyét tat nhu 16i vao, 16i di, chd dé
xe tiép cén, dic biét ¢ ving ndéng thon véi sb
luong ngudi khuyét tat 16n). Truong hop khong
thé cai tao co so vat chat ngay lap tirc, can c6
bién phép thay thé tam thoi:

+ B4 tri duong dbc tam thoi dé dam bao ngudi
khuyét tat van dong (di xe ln, ding nang...) co
thé tiép can néu c6 chénh léch dd cao gilra mat
dat va mat béng dia diém kinh doanh;

+ B4 tri nguoi hd tro ngudi khuyét tat (dang van
dong, nhin...) trong qua trinh di chuyén vao dia

diém kinh doanh.

- Hé thong 4m thanh/tin hi¢u
hd trg trong phong nghi.

- Chd ngdi wu tién

Truong hop chua thé cii tao

co s vat chat dam bao tiép

can ngay: dé xuat nhu linh vyc

kinh doanh ban 1¢.

Tiép cin thong

tin (mat hang,

chinh sach
khuyén mai,
quang ba)

- Chi din, niém yét mit hang theo ké hang.
Dic biét 1a chi din dia diém ban hang tiép
can tai dia diém ban/hodc trén website (néu
co).

- Mit hang dé dang vi tri trén ké va niém yét
gia cong khai

- Bang tin cong khai chinh
sach hd trg khach hang
khuyét tat (gom ca dia
diém tiép can).

- Bang tin cong khai tén, gia

hang/dich vu

- Thong tin san pham (tén,
gia

- Cong khai thong tin hd trg
khach hang khuyét tat

(g6m dia diém tiép can).
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- Niém yét cong khai mat hang/gia khuyén mai

cua doanh nghiép
Gio61 thi€u, mod ta san phém, chinh sach
khuyén mai qua hé théng 4m thanh, video (c6

phu @) trude mdi khu vuce hang hoa.

Thong tin vé céc hinh thirc
thanh toan dam bao thuan
tién, dé st dung

Gio1 thiu, mo ta san
pham, chinh sach khuyén
mai qua hé théng am
thanh, video (c6 phu dé).

Gidi thiu, mo6 ta san
pham, chinh sach khuyén
mai qua hé thong am
thanh, video (c6 phu dé)
trudec mdi khu vyc hang
hoa.

Phién dich ngon ngir ky

hiéu

Dich vu mua/dat
hang, thanh toan

Ma vach xac nhan khach hang khuyét tat

(tham khdo hinh thic cia Vietnam Airline)

- Nhan vién ban hang hd trg ldy, sip

xép/chuyén hang tai quay;

B6 sung quy dinh chinh sach giao hang dic
biét (tai nha) cho nguoi khuyét tat

Quay thanh toan wu tién cho ngudi khuyét tat
Quy dinh doi tra hang linh hoat, ho tro khach
hang khuyét tat.

Ludn sian sang lién hé dich vu phién dich

ngon nglr ky hiéu online khi can.

Cong khai thong tin hd tro
khach hang khuyét tat mua
hang/dat dich vu.

Phuong thirc thanh toan cu
thé, thuan tién (luu y véi
hinh  thuc

online, két n61 ngan hang)

thanh toan

Quy dinh dodi tra hang linh
hoat, hd trg khéach hang
khuyét tat.

Ludn sin sang lién hé dich
vu phién dich ngon ngit ky

hiéu online khi can.

Tuong tu hinh thtc kinh
doanh dich vu giai tri, nghi

dudng
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- Nhan vién chdm soc khach
hang c¢6 ki ning hd trg
khach hang khuyét tat

Dich vu hiu mai,

khiéu nai

Xay dung va ap dung Quy trinh tiép nhan,
giai quyét phan anh, khiéu nai, tranh chap
riéng cho khach hang nguoi khuyét tat (phu
hop véi tung dang tat) theo quy dinh phap
luat
Cung cap day du thong tin vé hau mai (bao
hanh, bao dudng), quy trinh khiéu nai don
gian cho khach hang khuyét tat.

- Nhéan vién cham soc khach hang c6 ki nang
hd trg khach hang khuyét tat lién quan dén

dich vu hau mai, khiéu nai

Tuong tu hinh thac kinh

doanh ban 1é

Tuong tu hinh thic kinh

doanh ban 1é

Nang cao Kkién
thire, ki niing h
trg khach hang
Khuyét tat

- Tang cudng thong tin, phd bién ndi dung Luat
bao vé quyén loi nguoi tiéu dung nim 2023 dén
toan bo nhan su trong doanh nghiép, tir cdp quan
ly dén cac nhan vién dé nang cao nhén thirc
trong quan hé véi nguoi tiéu dung;

- Ban hanh noi quy, quy ché cta doanh nghiép,

trong d6 can ddc biét chi ¥ nhirg ndi dung phu

Tuong tu hinh thac kinh

doanh ban 1é

Tuong tu hinh thtc kinh

doanh ban 1é
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hop v6&i Biéu 8 cua Luat Bao vé quyén lgi nguoi

tiéu dung nam 2023;

- Pao tao, tdp huan cho nhan vién vé:

Nhan dién khach hang khuyét tat (dic
biét 1a khach hang khuyét tit nghe noi).
Ki nang ho trg ngudi khuyét tat di xe lan;
k¥ nang giao tiép ddi voi khuyét tat nghe
no6i (tham khao phu luc - Danh muc cac
tir luu v khi giao tiép voi ngudi khuyét
tat);

Hudng dan thai do phuc vu, hd tro nguoi
khuyét tat d6i voi ngudi ban hang va
nhan vién giao hang.

Quy dinh vé tmg xir than thién, ho tro
khach hang khuyét tat

Co ché tiép nhan thong tin, giai quyét
phan anh, khiéu nai, tranh chap cta khach

hang ngudi khuyét tat.
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5.2. Goi y voi kénh ban hang online qua san thwong mai dién tir

Mot sb goi ¥ thiic day kinh doanh hoa nhap khuyét tat (dic biét hd trg nhém khéach hang khuyét tat nhin va khuyét tat nghe néi)

nhu sau:

Dé xuit Noi dung

Co sé vat chat, thong tin | - Website/App ban hang can duoc thiét ké dé doc, dé sir dung, diy du thong tin (md ta mat hang,
tiép can chtic ning va gia san pham, quy trinh va hinh thire dit hang, thanh toan thuan tién);

Ung dung cong nghé mé ta san pham (giong ndi, am thanh) dé khach hang khuyét tat nhin co thé
tiép can,

B sung phu dé tiéng Viét hodc phién dich ngon ngit ky hiéu trong video mé ta san pham dé khach

hang khuyét tat nghe néi c6 thé tiép can.

Dich vu hd trg dit/giao | - Céin cung cip da dang céc kénh thong tin hd tro thuan tién cho nguoi khuyét tat nhu qua cira so
hang truc tuyén chat truc tiép, email, nhan tin qua dién thoai. ..

Déi vai cac khung “Chat” can dugc thiét ké noi bat, hién ngay trén trang web/app dé ngudi khuyét
tat d& nhén biét,

Can c6 video huéng din quy trinh mua hang, thanh toan truc tuyén cho nguoi khuyét tat nghe noi
c6 thé tiép can va co phai hudng dan nguoi khuyét tat ghi chi nhu cau dic biét trudng thong tin
ghi chii danh cho khach hang cé nhu cau dic biét nhu ngudi khuyét tat nghe néi dé ho khong gip

rao can néu cd van deé can lién hé khi nhan/tra hang.
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Chinh sach hau mai, khiéu | - Dditra hang mién phi, ho trg van chuyén bao hanh tai nha (dac biét ddi v6i cac mat hang dién tr);

nai - Cung cap day du thong tin/hinh thirc khiéu nai cho khach hang néu c6 khiéu nai.

Ting cwong k¥ niang hd tre | - HOJ tro ky ning giao tiép voi khach hang khuyét tat nghe noi qua cac kénh tric tuyén.

nguoi khuyét tat - Pbi véi cac don hang ciia khach hang ngudi khuyét tat, can ghi cht cu thé nhu cau dic biét (vi du
lién hé qua tin nhén, lién hé qua dién thoai...) dé nguoi giao hang thuan tién trong vi¢e lién he,
giao hang, tra hang véi ngudi khuyét tat.

Hon nita, nham thiic day bao vé quyén lgi cho khach hang khuyét tat, can c6 hoat dong truyén thong ning cao nhan thirc cho
ngudi khuyét tat dé ho hiéu rd quyén lgi clia nguoi tiéu ding, tir d6 c6 thé chi dong bao vé quyén va lgi ich hop phép ctia minh trong
mua ban san pham, hang hoa, dich vu tai Viét Nam. Bén canh hoat dong pho bién Luat Bao vé quyén loi nguoi tiéu dung nim 2023 do
cac co quan nha nude c6 thim quyén t6 chuc trién khai, hoat dong nay ciing nén 1dng ghép trong cac hoat dong truyén théng nang cao
nhan thirc cho nguoi khuyét tat cua cac to chirc ciia va vi ngudi khuyét tat.

Mot sb kénh két ndi bao vé nguoi tiéu ding ma ngudi khuyét tat c6 thé tham khao:

Hoi bao vé nguoi ti€u dung Viét Nam (https://nguoitieudung.org.vn/) hotline: 1800-6838

Hoi Bao vé quyén loi nguoi tiéu dung cac tinh (Danh sach chi tiét: https:/nguoitieudung.org.vn/gioi-thieu/hoi-tinh-thanh-pho)

Lién Hiép hoi vé Nguoi khuyét tat Viét Nam; cac Hoi nguoi khuyét tat dia phuong.
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PHU LUC

Phu luc 1: Bang héi tham van ngudi tiéu dung 1a ngudi khuyét tat

A-  Théng tin vé nguoi khuyét tdt

Ho va tén: Dang khuyét tat:
Noi 6: Mitrc do khuyét tat:
Nam sinh:

B- Néi dung phong vin
- Céhc mit hang thudng mua, hinh thirc mua hang, tin suat mua hang
- Hinh thirc mua hang:
+ Ty mua sim hay nhd ngudi mua?

e Ty mua sim: Mua tai siéu thi, cira hang tién ich, ctra hang tap hoa/chg
dan sinh, mua online?

e Nho ngudi mua: Chia sé 1y do? Cac han ché, rao can (luu ¥ Q7-8).

+ Mua tryc tiép hay online (app mua sam, website, dién thoai...)?

e Dbi v6i mua sam truc tiép: Kho khan, rao can khi mua hang? (Vé co so
vat chat; Vé thai do ngudi ban, vé tiép can thong tin cic mat hang, thanh
toan, dich vu cham soc khach hang va co ché hd tro phan hoi nguoi tiéu
dung khi gip van dé nhu hang bi 13i...)

e D6i voi mua sim online: Chia sé vé thuan loi va khé khan khi mua hang?

e Goi y diéu chinh ctia doanh nghiép dé ngudi khuyét tat mua sim thuan
tién hon.

Mt s6 cdu héi goi y:
Q1- Ong/ba thwdng mua sim nhirng mit hang, dich vu nao sau trong thoi gian
gan day?

1. Nhu yéu pham: Db an, thirc udng, hang tiéu dung hang ngay

2. Vat dung, dd dac c4 nhan/ gia dinh: Quﬁn ao, giéy dép, dién thoai, may tinh, tivi,
ta lanh; bép gas...

3. Dich vu internet, dién nudc...

4. Hang hoéa, dich vu trong linh vuc cham so6c suc khée: dich vu y té kham bénh,
chita bénh; mua sim thudc udng, thuc pham chirc niang; dung cu phuc hoi chirc
ning, trg gitip (mat kinh, nang, gdy...); Mua bao hiém stc khoe. ..

5. Dich vu gido duc: Mua sam tai liéu, tham gia cac khoa hoc

6. Dich vu an uéng vui choi giai tri nhu: nha hang, hang coffee, xem phim, cac
diém vui choi, du lich nghi dudng
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Q2-Néu c¢é, xin vui long cho biét dia diém/hinh thirc mua cac mit hang theo céc

goi y sau:

1.

a s~ N

6.

Ctra hang tap hoa

Cho dan sinh

Siéu thi, ctra hang tién ich

Céac ctra hang chuyén dung (thoi trang, dung cu...)

Mua, ddt hang online

Q3-Theo Ong/ba, cic rao cin nao hay gap khi mua sam cac sdn pham va dich vu

sau?
1.
2.

Tiép can tai cac diém mua sam, dich vu: 16i vao, 161 di, ké hang, quﬁy thu ngan,...
Thai do phuc vu, hd tro nguoi khuyét tat khi mua hang hoa hay dat dich vu (vé
tau, xe, khach san nghi,...)

Tiép can thong tin mat hang (thong tin vé tén, ma hang, gia san pham dé tiép

can, dé hiéu?)

o o &

Thong tin hd tro dich vu thanh toan (online, két nbi ngan hang,...)

Thong tin vé cac chinh sach khuyén mai, quang cdo sdn pham

Dich vu hau mai (stra chita, dén by, bdi thudng... khi san pham bi 16i, hong)

7. CACT1a0 CAN KNAC: it e

Q4-Ong/ba danh gia mirc dd han ché ciia ngwoi khuyét tat khi mua sim cac san

pham va dit dich vu sau nhw thé nao?

Mat hang dich vu

Rit han ché

Twong doi

han che

Khoéng qua

han che

Gan nhw

khong han ché

Nhu yéu pham: D6 an,
thic udng, hang tiéu
dung hang ngay

Vat dung, dd dac ca
nhan/gia dinh: Quan 4o,
giay dép, dién thoai, may
tinh, tivi, ta lanh; bép

gas. ..

Dich vu internet, dién

nudc. ..
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Mait hang dich vu

Rat han ché

Twong doi
han ché

Khong qua
han ché

Gan nhw

khéong han ché

Hang hoa, dich vu trong
linh vuc cham soc suc
khoe: dich vy y té kham
bénh, chitta bénh; mua
sam thudc uéng, thuc
phém chtrc nang; dung cu
phuc hoi chire nang, tro
gilp (mat kinh, nang,
giy...); Mua bao hiém

stc khoe...

Dich vy, dich vu gido
duc: Mua sam tai liéu,

tham gia cac khoa hoc

Dich vu an uéng vui choi
gidi tri nhu: nha hang,
hang coffee, xem phim,
cac diém vui choi, du lich

nghi dudng

Mait hang, dich vu khéc

Q6- Véi nhirng han ché trén, Ong/ba c¢é dé xuit giai phap khic phuc niao?

Q7-C6 mit hang héa/dich vu nao ma Ong/ba c¢6 nhu ciu tiép cin nhung khong thé

tiép can dé mua? Ly do, ngoai trir 1y do thiéu tién?

Q8-Cac yéu to nao anh hwéng dén viéc Ong/ba lwa chon mua sim hang héa hoic

str dung dich vu?
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Phu luc 2: Danh muc c4c tir can lwu y sit dung khi giao tiép véi nguoi khuyét tat

Nén

Khong nén

Nguoi khuyét tat; Tré em khuyét tat, ngudi co
khuyét tat

Nguoi tan tat; Tré em tan tat; nguoi bi
khuyét tat

Nguoi khong khuyét tat; Tré em khong khuyét
tat

Nguoi binh thuong; Tré binh thuong

Nguoi/tré khuyét tat tim than

Dién, dé hoti

Nguoi/tré khuyét tat tri tug; khuyét tat hoc tap

Than kinh; cham tri tué

Nguoi/tré mi/nhin kém/khiém thi, hong mot

mat

Dui, chot

Nguoi/tré khiém thinh/ nghe kém/ngudi diée

[Céng dong nguwoi diéc ¢ Viét Nam mudn dwoc
sir dung tir “nguwoi diéc” hon la “khiém thinh”
do dé tiy ngit canh va cdch hanh véin vin cé
thé sir dung tir “nguoi diéc” ma khéng gdy su

ky thi]

Nghénh nging, diéc 10i

Nguoi/tré di xe lan; khuyét tat van dong

Que, cut

Nguoi/tré khuyét tat ngon ngit

Cam, ngong

Nha v¢ sinh tiép can

Nha vé sinh cho ngudi tan tat

Chuong trinh/chinh sich vé hoa nhdp ngudi
khuyét tat/vé khuyét tat

Chuong trinh/chinh sach cho nguoi khuyét
tat
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Phu luc 3: Bang kiém hoa nhap khuyét tat danh cho doanh nghiép

Noi dung

Tra loi

Giai thich néu
Iwa chon tra
1oi “C(’)”

1. Chinh sach chung

1.1. Doanh nghiép c6 chinh sach/quy dinh vé hoa nhap
khuyét tat (co so vat chat tiép can, thong tin mat hang tiép
can, dich vu chim soc, dich vu hiu mai, khiéu nai)®

khong?

OCé
[OKhong

1.2. Doanh nghiép c6 dao tao/tap huan lién quan dén hoa
nhap khuyét tat danh cho nhan vién khong?

OCé
[OKhdng

1.3. Doanh nghiép c6 két hop véi cac t6 chirc vé nguoi
khuyét tat nham tim hiéu va ting cuong kién thtic cho
nhan vién vé dic diém riéng cia khach hang khuyét tat,
k¥ ning phuc vu, hd tro khach hang 13 ngudi khuyét tat
khong?

OCé
[OKhdng

1.4. Nguoi khuyét tat co duoc tinh dén trong qua trinh 1ap
cac chién luoc, ké hoach hoat dong va phat trién cta
doanh nghiép khong?

OCo
OKhong

1.5. Doanh nghiép c6 cac uu dai, hd tro dic thu danh cho
khach hang 13 ngudi khuyét tat dua vao tinh trang khuyét
tat cia ho khong?

- Chinh sach mién/ giam gid theo quy dinh

- B6 tri nguoi ho tro khdch hang khuyét tdt (néu can).

- C6 san cdc thiét bi hé tro khdch hang khuyét tdt (xe lan,
xe ddy...) néu can.

OCo
OKhong

1.6. Cac ngudn luc ciia doanh nghiép c6 duoc phan bo dé
thic day hoa nhap khuyét tat (vé co s& vat chat tiép can,
thong tin mat hang tiép can, dich vu cham soc, dich vu
hau mai, khiéu nai) khong?

OCé
OKhoéng

28 C4c noi dung hoa nhap khuyét tat: co s& vat chit tiép can, thong tin mat hang tiép can, dich vu cham soc, dich

vu hau mai, khiéu nai xem muc 5.1
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1.7. Trong cac bao cao/sb liéu vé hoat dong kinh doanh
ctia doanh nghiép c6 tinh dén chi sb khach hang 1a nguoi
khuyét tat khong?

Co
[OKhong

2. San pham/ dich vu

2.1. Pia diém kinh doanh/cac dich vu lién quan c6 dam
béo tiép can véi khach hang 13 ngudi khuyét tat khong?
(Céc tiéu chudn, quy chuan tham chiéu: Quy chudn
OCVN 10:2024/BXD; cdc Tiéu chuan TCVN 4319:2012;
TCXDVN 264:2002; TCXDVN 265:2002; TCXDVN
266:2002...)

Co
[OKhdng

2.2. Thong tin mat hang co tiép can véi khach hang 1a
ngudi khuyét tat khong?

(Hang héa duwoc thiét ké dé hiéu, hinh anh minh hoa phi
hop, tem madu, nhan c6 ché néi theo tiéu chudn quac té)

OC6
[OKhong

2.3. Dich vu cham soc khach hang c6 tiép can cho khach
hang 13 nguoi khuyét tat khong?

(Hinh thaec thire cham soc thich hop theo dang tdt: goi
dién thoai, giri email, goi video, gdp truec tiép...)

OCé
[OKhdng

2.4. Khiéu nai/giai quyét tranh chap c6 dam bao tiép can
cho khach hang 12 nguoi khuyét tat khong?

- Da dang kénh tié’p nhan thong tin: Email/ dién thoai/
fanpage/buu dién...

- Uu tién tiép nhan, xir Iy va khéng chuyén yéu cau cho
bén thir ba gidi quyét (trir triong hop bén thir ba dé ¢é
nghia vu lién quan...)

OCo
OKhong

2.5. Phuong thirc truyén théng mat hang co tiép can véi
khach hang 13 nguoi khuyét tat khong?

- Thong tin mdt hang trén website, 10 roi dé hiéu, cac
hinh anh minh hoa phu hop voi cdc dang tat khac nhau
(nhw nguwoi khuyét tt nghe, néi);

- Kénh gidi thiéu mat hang O tich hop phién dich ngon
ngir ky hiéu cho khdch hang khuyét tdt nghe néi hay cac
dich vu hé tro cho khdch hang khuyét tdt nhin

OCo
OKhoéng
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