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Trong thoi gian gan ddy, xd hdi thiee s bikc xiic va rdt quan tdm dén cdc hanh vi phi dao dirc,
thiéu trach nhiém ciia cdc doanh nghiép doi véi nguoi tiéu ding. Cdc hanh vi nay khéng nhitng
danh hwéng truc tiép dén hoat déng san xudt kinh doanh ciia ban than doanh nghiép ma con anh
hiong dén sw phdt trién bén vieng chung ciia ca xd héi. Vi vdy, van dé doanh nghiép sém nhdn
thire va thiee hién day i trach nhiém xd héi nham xdy dung long tin ciia nguwoi tiéu ding va ciia
xd hoi dé tao ra loi thé canh tranh 1 rdt can thiét trong béi canh hién nay. Bai viét chirng minh
moi lién hé giteka trach nhiém xa hoi voi nguoi tiéu dung co anh hwong manh mé toi hoat dong

sdn xudt kinh doanh ciia doanh nghiép, dong thoi dwa ra mét sé gidi phdp ndng cao trach nhiém
xd héi ciia cdc doanh nghiép Viét Nam nham ciing cé long tin d6i véi ngueoi tiéu ding Viét Nam

Twr khoéa: Trach nhiém x3 hdi ciia doanh nghiép, nguoi ti€u dung, long tin cua nguoi tiéu

dung, loi ich cua doanh nghié&p

1. Trach nhiém cia doanh nghiép doi voi
nguoi tiéu dung

1.1 Khdi niém trach nhiém xa hdi cua doanh
nghiép

(SR Ia gi?

Hién nay c6 kha nhiéu khai niém vé trach nhiém
xa hoi (Corporate Social Responsibility - CSR), mdi
khai niém déu biéu hién ndéi ham khac nhau tuy theo
cach tiép can ctia nguoi nghién ctru. Bai nghién ciru
str dung khai niém cuia cac chuyén gia Ngan hang
Thé gi6i “CSR 1a cam két ciia doanh nghiép déng
@op cho viéc phat trién kinh té bén viing, thong qua
viéc tudn thii chuan muc vé bao vé méi truong, binh
dding vé gidi, an toan lao déng, quyén loi lao dong,
tra lwong cong bang, dao tao va phdt trién nhan
vién, phdt trién cong dong... theo cdch cé loi cho ca
doanh nghiép ciing nhw phdt trién chung ciia xa hji-
bdo dam cdn bang loi ich cdc bén” (Blowfield &
Murray, 2008).

Thap trach nhiém xa hoi

Khi nghién ctru vé nhu cau cta con nguoi, Mas-

low dé dwa ra Thap nhu cau c6 ndm tang, trong do,
nhimg nhu cau ciia con ngudi duoc liét ké theo mot
trat tu thir bac hinh thap kiéu kim tu thap. Nhiing
nhu cau co ban ¢ phia ddy thap phai dugc thoa man
trudc khi nghi dén cac nhu cau cao hon. Cac nhu
cau bac cao s& nay sinh va mong mudn duoc thoa
mén ngay cang manh liét khi tat ca cac nhu cau co
ban & dudi (phia day thap) di duoc dap ung day du.
Cac nhu cu nay duoc chia 1am hai nhém chinh la
nhu cau co ban (basic needs) va nhu ciu bac cao
(meta needs). Tuong ty v&i ciu trac hinh thap, khi
nghién clru vé CSR vao nim 1999, TS.Archie
B.Carroll di dwa ra thap CSR vé tht ty wu tién bon
khia canh thudc trach nhiém xd hdi ma doanh
nghiép can phai thuc hién véi cac bén hitu quan d6
la: nghia vu kinh té, nghia vu phap luat, nghia vu
dao dirc xa hdi va nghia vy nhan van/long bac ai. pé
thyc hién nghia vu & muic cao thi doi hoi doanh
nghiém phai c6 trach nhiém thyc hién dﬁy da nghia
vu & muc thip hon (phia day thap). Nghia vu co ban
nhit ma doanh nghiép phai thuc hién 13 dam béo lgi
ich kinh té cho cac bén hitu quan va mang tinh bat
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budc 1a nghia vu phap ly, day la nghia vu co ban lam
tién dé dé thyc hién cac nghia vu cao hon phia dinh
thap (nhu thoa min nhu cau co ban sinh 1y ctia Mas-
low)

- Khia canh kinh té: Doi hoi doanh nghiép phai
dam bao loi ich kinh t& ddi v6i cac bén hitu quan,
nhu d6i véi khach hang doanh nghiép phai dam bao
vé chét lugng, an toan san pham, dinh gia tiéu thy,
thong tin quang cao cong bang,..

D6i voi nguoi lao dong, doanh nghiép phai dam
bao ché d¢ luong, thuéng, bao hiém y té, bao hiém
xa hoi, méi truong lam viéc,... Pong thoi doanh
nghiép phai dam bao duy tri va phat trién von ddi
voi cac cha s¢ hitu va dong thué day da véi Nha
nude theo quy dinh.

- Khia canh Phap ly: Khia canh phap ly trong
trach nhiém xa hdi cia mot doanh nghi¢p la doanh
nghiép phai thyc hién day du nhiing quy dinh vé
phép 1y chinh thirc dbi véi cac bén hitu quan, bat
budc doanh nghi€p phéi thyc hién theo quy dinh
trong cac bo luat, day 1a nghia vy mang tinh bat
budc. Nhimg diéu luat nhu thé nay sé& diéu tiét duogc
canh tranh, bao v¢ khach hang, bao v¢é moéi truong,
thiic ddy su cong bang va an toan va cung cap nhiing
sang kién chéng lai nhitng hanh vi sai trai. Cac
nghia vu phap 1y dugc thé hién trong luat dan sy va
hinh su.

- Khia canh dao dirc: D6 1a nhiing hoat dong va
hanh vi duoc coi 1a diing ma cac dbi trong hiru quan
mong doi tu phia doanh nghiép nhung khéng dugc
quy dinh trong phap luat, thé hién & mirc d¢ cao hon
vugt trén ca nhiing quy dinh cia phéap luat nhung
khong duoc thé ché hoa thanh luat. Khia canh dao
dirc ctia doanh nghiép dugc thé hién théng qua thyc
hién cac nguyén tic, quy tic (g xir, gi4 tri dao dirc
duogc ton trong va dugc thé hién trong ban tuyén bd

str ménh va chién lugc ciia doanh nghiép.

- Khia canh nhan van/long bdc di: Day la khia
canh cao nhat, thé hién su hy sinh mudn déng gop
ctia doanh nghiép cho su phét trién bén viing cua
toan xa hoi, khia canh nay dugc diéu chinh boi
lwong tAm. Su mong mudn déng gdp su phat trién
chung c6 thé trén bén phuong dién: nhim nang cao
chit lugng cudc séng, san sé ganh ning véi chinh
phil, ning cao ning lyc lanh dao va phat trién nhan
cach dao duc cho nguoi lao dong.

1.2, Cdc nji dung CSR déi véi nguoi tiéu diing

Céc hoat dong CSR c6 anh huong dén rat nhiéu
d6i twong hitu quan (xem hinh 2) theo hudng biét
ling nghe nguyén vong ctia nhimng bén hitu quan va
dap lai nhitng nguyén vong d6 mot cach chan thanh,
nham tang dén muc t6i da cac tac dung tich cuc va
giam ti t6i thiéu cac hau qua tiéu cuc ddi voi toan
xd hoi, dbi véi cac bén lién quan, dam bdo sy can
bang lgi ich cac bén.

Nguoi tiéu ding 1d mot trong sd d6i tuong hitu
quan quan trong dbi véi bat ky doanh nghiép nao,
doi hoi doanh nghiép can phai biét “ludn ludn ling
nghe va luén luén thau hiéu” dé thuc hién dﬁy du
nghia vy cua minh mgt cach chan thanh nhét. Trong
bbn khia canh ciua CSR, d6i v6i nguoi tiéu ding,
trach nhiém kinh té cta doanh nghiép 1a phai dam
bao quyén lgi vé kinh t& d6i v6i khach hang, nhu
chinh séch vé gia, chat lugng san pham, ché d6 bao
hanh hang héa, khiéu nai, thong tin san pham...Con
trach nhiém phap ly cua doanh nghi¢p la bao vé
ngudi tidu ding (cing v&i bén khia canh khéac 1a
diéu tiét canh tranh, bdo v€ moi truong, an toan va
binh ding, khuyén khich phat hién va ngan chin
hanh vi sai trai).

Céc ndi dung ctia CSR bao gém trach nhiém véi
thi truong va nguoi ti€u dung, trdch nhiém bao vé

Hinh 1: Thap trach nhiém xa hi cia Carroll

Nhon nghia vu bc cao
mang tinh tw nguyén
(khing bit buje)

Nghia vu dao dirc

\<—--->

Nghia vu phap Iy
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Nhom ghta vu co' bin

Nghfa vu kinh té
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Hinh 2: Méi quan hé giita doanh nghiép véi cic bén hiru quan

Nha cung
wng, doi tac

NGUOITIEU

Kha niing than

Chét hrong, gi ca,..

(ling nghe

Cac nha
déu tw

va dip lai

moi truong, trach nhiém véi nguoi lao dong, trach
nhiém vé6i cong dong. Trong d6 trach nhiém xa hoi
ctia doanh nghiép ddi véi ngudi tiéu dung duoc thé
hién qua cac ndi dung:

Tiép thi cong bang, thong tin trung thiec va khong
thién vi, thiee hién hop tdc cong bang: Pidu nay doi
héi doanh nghi¢p khong dugc gian 1an, phai dua ra
nhitng thong tin trung thuc véi san pham clia minh.
Doanh nghiép phai tinh dén cac yéu t6 vé thuong
mai cong bang (Fair Trade) va phét trién bén viing
cho doanh nghiép va toan xa hoi.

Bdo dam siurc khoe va sy an toan ciua nguoi tiéu
diing: Poi hoi san pham ciia doanh nghiép phai dam
bao céac tiéu chudn vé sinh an toan thyc phdm cua
cac co quan chu quan quy dinh.

Dich vu nguwoi tiéu ding, hé tro va gidi quyét
khiéu nai, tranh chdp: Doi hoi doanh nghiép phai co
hé thdng hd trg bao vé nguoi tiéu ding.

Bdo vé dir liéu ca nhan va sy riéng tw cua nguoi
tiéu dung: DAi hoi doanh nghiép phai ton trong
quyén riéng tu c4 nhan cia khach hang, bao mat
nhirng thong tin khach hang da dang ky giao dich
riéng voi doanh nghiép.

Givp khéch hang tiép can cdc dich vu thiét yéu
mét ciach dé dang: Doi hoi doanh nghiép phai co cac
bién phap phong ngira, cung cdp huéng dan sir
dung; diéu kién, thoi han, dia diém, thu tuc bao hanh

toan,..

nguyén vong

chéin thanh)

Nguwdi lao

Su tin twong
vao SP- DV

trong truong hop hang hoda, dich vu c6 bdo hanh;
Thong bao chinh xéc, ddy dii cho ngudi tiéu dung vé
hop ddng theo mau, didu kién giao dich chung trudc
khi giao dich.

Moi lién hé giita CSR va nguoi tiéu ding

Trong s6 cac dbi twong hiru quan cia hoat dong
CSR thi nguoi tiéu dung 1a mot trong nhing dbi
tuong hltu quan quan trong ma doanh nghiép phai
dam bao cac lgi ich mong mudn cua ho. Boi vi,
khach hang s& 1a ngudi “chap nhan hay tay chay“
doanh nghiép. Thyc té 1a khi doanh nghiép thuc
hién trach nhi€ém mot cach chan thanh, dam bao strc
khoe, d6 an toan dam bao loi ich kinh té cho nguoi
st dung s¢€ xay dung dugc long tin cua ho, xay dung
dugc phong cach, ban sic van héa, dugc ngudi tiéu
ding chép nhén, c6 kha ning c6 hop dong kinh té
d6i vai thi truong kho tinh doi hoi tiéu chuan cao vé
CSR, c6 kha nang m¢ rdng thi truong, c6 kha nang
kéu goi cac ddi tac hop tac dau tu dén tir cac qudc
gia phat trién c6 nhimng yéu ciu tiéu chuan rat cao
vé CSR.

Ngay nay nhd c6 cac phuong tién truyén thong,
van d¢ trach nhiém xa hoi cia doanh nghiép nhanh
chong duge phd bién téi nguoi tiéu ding. Mot cude
tay chay & bén kia ban cau ciing s& co tac dong ticu
cuc t6i két qua kinh doanh, gia tri ¢6 phiéu cua
doanh nghiép hoat dong & mdt noi thudc nira ban
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cau con lai. Va nguoi tiéu ding hién dai trén toan
thé giéi hién nay coi tiéu chi danh gia vé trach
nhiém xa hdi cuia doanh nghiép la quan trong khi lua
chon cac nhéan hiéu dé tiéu dung. Trudc khi mua
hang hodc st dung dich vy, nguoi ti€u dung thuong
xem xét dén danh tiéng va nhitng cam két xa hgi cua
doanh nghiép. S6 lugng nguoi tiéu ding sin sang
tra gia cao cho nhiing san phélrn va dich vu duoc
cung cip boi cac cong ty co hd so duoc chimg minh
da lam viéc rat tot, gilr vilng cam két trach nhiém x4
hoi dang ngay cang gia tang khong ngung. Nguoi
tiéu dung c6 quyén quay lung, khéng mua hang hoa
ctia nha san xuit néu nhu doanh nghiép khong v
thirc dugc trach nhiém xa hoi va thyc hién nghia vu
nop thué vi loi ich cong dong. Co thé ndi mdi quan
ngai vé trach nhiém xa hoi dang 1a mbi quan tim sau
rong hang dau trong tAm tri nguoi tiéu dung khong
chi & bg phéan nguoi tiéu dung giau cd. Chinh nguoi
tiéu dung ngay cang tao ap luyc cho doanh nghiép
phai hanh xtr ding myc dé gay dung long tin. Moi
truong kinh doanh ngdy cang canh tranh, ngudn
nguyén li¢u tu nhién ngay cang han hep thi ap luc tr
nguoi ti€u dung 1én doanh nghi¢p ngay cang ning
né hon. Tir 6 cic doanh nghiép mai nhén thay rang
van d¢ trach nhiém xi hoi ciia doanh nghiép khong
chi 1a that sy can thiét cho su phat trién doanh
nghiép ma 16n hon 13 vi muc tiéu phat trién bén
vitng ctia doanh nghiép.

Theo GS.TS Ronald (BH Rotterdam — Ha Lan)
tai HO1 thao “Trach nhi€ém xa hdi ciia doanh nghiép
va giang day vé quan tri hoc” tai Pai hoc Kinh té
TP.HCM dua dan ching: Két qua khao sat toan cau
cta cong ty Edelman nim 2010 cho thiy c6 dén
86% nguoi tiéu dung mong mudn raing DN can phai
can bang loi ich x4 hoi va lgi ich DN. C6 71% ngudi
tiéu dung toan cau tin rang cac chién lugc kinh
doanh ctia DN c¢6 kha nang dam bdo trach nhiém xa
hoi, méi trudng va khach hang ciing dong nghia
gitip DN phat trién bén vimng.

2. Thye hién trach nhiém xa hi dbi véi nguoi
tiéu dung Viét Nam

2.1. Hi¢n trang thuc hién trach nhiém xa hoi
doi v6i nguwoi tiéu ding ciia cdc doanh nghiép Vigt
Nam

Hién nay, tai Viét Nam c6 kha nhiéu doanh
nghiép dd nhan thirc dang dan va da chu dong thuc
hién CSR vi quyén loi nguoi tiéu dung, tir d6 da tao
duoc hinh anh tét ddi véi cong ching, xiy dung
dugc 1ong tin d6i voi nguoi tiéu dung, nhu cac tap

doan Mai Linh, Tan Tao, Duy Loi, Viettel, Sacom-
bank, Kinh D6, Vinamilk... Mot s& doanh nghiép
thudc linh vyc thiy san thuc hién tbt trach nhiém xa
hdi ciia minh va dat duoc cac loai chirng nhan danh
gi4 chat lugng theo tiéu chudn quéc té nhu Global-
GAP, ASC, BAP... Dién hinh 1a Céong ty C6 phan
stta Viét Nam- Vinamilk (VNM), da x4y dung
bd “Chinh sdach trach nhiém xa hgi doanh nghiép -
Vinamilk” v&i nhitng quy dinh rat ddy da va cu thé
vé CSR d6i véi ngudi tiéu dung. Viée thuc hién tdt
chinh sach nay di gop phdn quan trong trong qua
trinh xdy dung hinh anh, thuong hi€u cua cong ty
vao tam tri nguoi tiéu dung, da tao duoc long tin dbi
véi nguoi tiéu dung Viét Nam.

Tuy nhién van c6 khong it doanh nghiép vi pham
quyén loi ngudi tiéu ding, nhiéu san phim va dich
vu Viét Nam van chua thuc sy chiém duoc long tin
clia ngudi tiéu dung tham chi giy phan no dbi véi
nguoi tiéu dung, 1am mat niém tin cua ngudi tiéu
dung dbi v&i doanh nghiép. Nhimg hanh vi thiéu
trach nhiém, vo dao dirc nay khong nhiing chua
dugc ngan chin hay han ché ma con thém tdo ton.
C6 thé khai quat thanh mot s6 van dé sau:

Gian ldn, khong trung thyc: hang gia, hang nhai
kha phé bién, cong bé sai hodc khéng minh bach vé
ngudn gdc san pham, tinh ning cong dung, nhiéu
san pham dich vu dua thong tin trén bao bi san
phﬁm sai 1&ch so véi gia tri thuc té cua san phﬁm ma
gan day 1a vu sita dé Danlait, doi hoi thong tin tiép
thi khong mang tinh 16i kéo du dd, lira dbi khach
hang (nhu vu MB24,...), nhiéu hanh vi gian d6i nhu
chinh stra ddng hd dé an gian trong tinh cudc taxi,
gén chip dién tr dé gian l4n xing dau...

Sdn pham kém chat lwong, khéng an todan: Nhidu
san pham kém chét luong, khong dam bao vé sinh
an toan thyc phdm lam anh hudng dén stc khoe
nguoi tiéu dung va gay hoang mang trong xa hoi
nhu bang vé sinh, ti gidy cho tré em khong dam bao
chat luong, xing gy chay nd, xing pha axeton lam
hang loat xe may hong bugi, sita nhiém melamine,
ruou gia pha ethanol véi nude 13 lam chét nguoi
hang loat, hang tram tan thit, ngil tang dong vat, m&
qua han sir dung hodc nhiém vi sinh dugc nhap
khau, nudc tuong c6 chira chit 3-MCPD vuot qua
mirc cho phép c6 thé gay ung thu, thach rau ciu va
nude giai khat c6 sir dung chit phu gia tao duc chira
DEHP c6 thé giy ung thu, pha v& tuyén noi tiét va
lam thay d6i lwong hooc-mén trong co thé. Tinh
trang hang san xuit 1an sau, chit lwong kém hon
hang san xuét trude d6, thAm chi khac xa voi chi
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tiéu cong bd 1a kha pho bién. Trong 6 thang dau nim
2011, S6'Y t& TP HCM tién hanh thanh tra - kiém
tra 105 co so san xuat, kinh doanh thyc pham, thi da
phat hién co dén 85 co s vi pham an toan v¢ sinh,
chiém ti 1¢ 81%. Ong Nguyén Nam Vinh, chii nhi¢m
Vin phong phia Nam, Hoi Tiéu chuan va Bao vé
nguoi tiéu dung Viét Nam (VINASTAS) dan chimg,
trong ndm 2012, Van phong phia Nam VINASTAS
da tiép nhan 135 vy khiéu nai ctia nguoi tiéu ding
trong d6 co trén 85% la cac vu khiéu mai lién quan
dén chat lugng hang hoa, bao hanh va chat luong
dich vu. Ngoai ra cling da c6 trén 1.000 truong hop
nguoi tiéu ding phan anh qua dién thoai nho tu van,
hudng dan, giai quyét khiéu nai khi mua phai hang
hoéa dich vu khong dam bao chét lugng, nho hudng
dan vé luat phap trong d6 c6 70% truong hop phan
anh vé chat lugng hang hoa, bao hanh va chat lugng
dich vy

Gidi quyét khiéu nai, tranh chdp: Hién tai, & Viét
Nam hién nay, van d¢ giai quyét viéc khiéu nai tranh
chap giita khach hang va doanh nghiép 1a mét van
dé “xa xi”, thuong 1a nguoi tidu ding tu rut ra bai
hoc cho chinh minh, tu chiu thiét thoi khi xay ra sy
cd. Vi d@é thuc hién viéc khiéu nai mat qua nhiéu
thoi gian stc lyc, hé théng hd tro bao vé nguoi tiéu
ding 1a rit yéu kém. Ban than doanh nghiép ciing
khong dé cao van dé nay nén khach hang cang bi
thiét thoi hon. Khi c6 nhu cau hd trg va giai quyét
khiéu nai tranh chap, nguoi tiéu dung khong duoc
boi thudng vé nhig hanh vi gian 1an thuong mai.

Bdo vé dir liéu ca nhan va sy riéng tw cua nguoi
tiéu ding: Nhu hién nay van dé bao mat thong tin
van dé nay tai thi truong Viét Nam khong dugc ton
trong, c6 rat nhiéu trudng hop mua ban thong tin ca
nhén phuc vu cho cac dich vu quang c4o phuc vu loi
ich cac nhan...

Hau qua la khong it nguoi tiu dung Viét Nam da
quay lung véi rt nhiéu san phiam dich vu vi khong
dugc dam bao quyén loi; nhur trudng hop clia cong
ty Toyota, nghi 4n sita dé Danlait kém chét luong,
“thit ga dai” ctia siéu thi BigC, van dé lra d6i khach
hang trich 10 dong/g6i mi tom Gau D6, thudc chira
bénh kém chat lugng... di gay ra thiét hai rat 16n ddi
v61 ban than doanh nghi¢p va anh hudng tam ly xa
hoi. Dién hinh nhit 13 truong hgp Cong ty O 6
Toyota Viét Nam (TMV), ké tir cudi naim 2009 dén
cubi nam 2012 da phai d6i mat véi hai su ¢b thu hdi
xe clia Toyota vi Cong ty da che dau nhiéu 16i k¥
thuat anh huong nghiém trong dén sy an toan cua
hanh khach khi st dung. Toyota Vi¢t Nam da thua

nhén ban ra hon 8.700 xe bi 16i. Chinh diéu d6 din
dén, ngay tai Viét Nam thi phan ctia Toyota gidm tir
28,2% xudng con 24,8%. Cubi nim 2012, Toyota
Viét Nam phai thu hoi trén 5300 xe trén toan qudc,
dan dén nhitng thiét hai ddng ké vé kinh té va uy tin
ctia TMV. M6t dién hinh khac 1a hang thity san xuat
khau cua Viét Nam, chit luong khong dam bao tiéu
chudn 14 nguyén nhan chinh lam giam uy tin hang
thily san Viét Nam trén thi truong quéc té dan dén
toc d6 xuat khau ludn giam trong thoi gian qua, thuc
té 13 ty 1¢ xuat khau nhiing thang dau nim 2013
giam 7% - 8% so véi cung ky nam trudc, dac biét
trong thang 3 giam dén 13%.

Dang tiéc 1a khong it doanh nghiép da quén mat
rang, chinh nho nguoi tiéu dung 1a “ngudn cau” ma
ho méi c6 co hoi lam “ngudn cung”. Vay dang 18 ho
phai dam bao nghia vy va trach nhiém cta minh ddi
v6i khéach hang, nhung chinh ho pha v& co hdi cla
minh, pha v& nén san xuat. Khi doanh nghiép khong
thyc hién trach nhi€ém ctia minh, nguoi ti€u dung
nhan thiy quyén loi ctia minh bi coi thuong qua
mirc, ngudi tiéu dung s& to thai do bang bién phap
cling ran nhat “s& quay lung va tay chay”. Dic biét,
trong con khung hoang nay, doanh nghiép nao
khong dit quyén loi ciia khach hang 1én trén hét s&
kho long diing viing trong thi truong.

2.2. Gidi phap tang cwong trach nhiém xa hoi
nham ciing cé long tin doi v6i nguwoi tiéu ding ciia
cdc doanh nghiép Viét Nam

Giai phap tir doanh nghiép

Thir nhat: Nang cao nhén thirc vé anh hwéng cia
CSR doi véi ngieoi tiéu ding. Mdi doanh nghiép can
phai biét danh gia loi ich cua viéc thyc hién CSR
d6i v6i nguoi tiéu dung mang lai cho doanh nghiép,
biét phan tich xu huéng va doi hoi cliia nguoi tiéu
ding c6 lién quan dén CSR hién nay va tuong
lai. Can timg budc xay dung d6i ngii 1anh dao doanh
nghiép c6 tinh than trach nhiém xa hoi cao, dic biét
1a thay doi tu duy va y thirc ctia cac nha lanh dao
doanh nghiép dbi voi CSR.

Thit hai: Doanh nghiép phdi trung thuc va quan
tam thiee sw t6i nguwoi tiéu ding. Doanh nghiép can
phai tién hanh xay dyng bo cam két CSR téi timg
thanh vién trong doanh nghi¢p, phai thyc hi¢n va
xdy dung bd quy tic ung xir dbi v6i khach hang,
thyre hién hd trg tinh than CSR cho cac cdp quan ly
va timg nhan vién, t6 chirc thao luan v6i khach hang
tim hiéu mong mudn vé trach nhiém cua doanh
nghiép ddi v6i ho, thanh 1ap nhom 1am viéc dé phat
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trién cac cam két, theo doi thuc hién cam két CSR,
xdy dung va phat trién quyét dinh CSR 1am nguyén
tac thuc hién. Doanh nghiép phai thyc hién ké hoach
kinh doanh song song v&i CSR dbi véi khach hang,
nang cao nhan thirc va thu hat nhan vién cam két
thyc hién, ¢6 hinh thirc thuong phat cu thé v6i nhan
vién khi thyc hién CSR.

Thir ba:Doanh nghiép phdi tuan thu nghiém cac
bo tiéu chudn vé chat lwong, Vvé an toan san phcfm, vé
moi triwong: Trong mai truong kinh doanh hién nay,
doanh nghiép can phai thé hién trach nhiém xa hoi
cua minh thong qua viéc c6 dugc mét ) chung chi
va bd quy tic tmg xtr duoc qudc té cong nhan va 1a
yéu cdu cua thi truong. Céc tiéu chuan CSR d6i véi
ngudi tidu dung quan trong nhat trén thé gisi va Viét
Nam hién nay la: Yéu cu vé vé sinh an toan thuc
pham hai san (VSATTP), HACCP (Hazard Analysis
Critical Control Point) 1a hé thong quan 1y chit
lwong vé sinh an toan thyc pham dya trén nguyén
tic phan tich mdi nguy va kiém soat diém kiém soat
t6i han trong qué trinh san xuat thyc phim dé dam
bao rang thyc pham 13 an toan khi tiéu dung,..

Thie tu: Doanh nghiép phdi tudn thu nghiém cac
bé ludt nhw Ludt bao vé nguoi tiéu dung va cdc nghi
dinh ciia Chinh phii lién quan dén bao vé quyén loi
nguoi tiéu dung. Doanh nghiép phéi nghiém chinh
thuc hién theo Luét sb 59/2010/QH12 cua Qudc hoi
Viét Nam, Ludt bao vé quyén loi nguoi tiéu dung.
Nghi dinh s6 99/2011/ND-CP quy dinh chi tiét va
hudng dan thi hanh mot sé diéu cta Luat Bao vé
quyén loi ngudi tiéu ding va nhiing quy dinh trong
cac B luat khac co lién quan.

Thir ndm: Doanh nghiép phdi chii y t6i y kién ciia
nguwoi tiéu ding qua mang xa hoi dé truyén thong
hiéu qua, thuc hién viéc danh gia va cdi tién thyc
hién trach nhiém xa héi. Doanh nghiép phai biét
ling nghe va thau hiéu mong mudn cing nhing
nhan xét danh gia cla xa hdi trén cac phuong tién
théng tin dé cai thién trong qua trinh thyc hién trach
nhiém cta minh

Déi véi ccfp Nha nuoc, By, Nganh

Mot la: Phdi xdy dung hé thong chinh sdch phdp
ludt cia niee ta vé bao vé nguoi tiéu dung mot cach
dong bj, nhdt qudn. Xay dung cac ché tai xu ly
cling nhu cac bg luat Thuong mai, Canh tranh, Phap
1&€nh bao v€ nguoi tiéu dung phai du strc ran de, co
nhiing hinh phat thich dang vdi nhiing hanh vi kinh
doanh 1am anh huéng dén sic khoe va tinh mang
nguoi tiéu dung ma dic biét 1a thuc phém va duoc

pham.

Hai la: Khi trién khai thuc hién phdi phdn cdp
céng viée ré rang cho timg cap B Nganh, cdc co
quan chike ndang chii quan tranh chong chéo. Hién
nay, viéc thuc thi chinh sach phéap luat nhim bao vé
loi ich cua ngudi tiéu dung do nhiéu co quan dam
nhan khong phan quyén va trach nhiém rd rang: Ban
quan 1y thi truong, Quan 1y canh tranh, Cong an,
Hai quan, Y té, Bd Nong nghiép, Hi€p hoi bao vé
nguoi tiéu dung, cac Ban thanh tra chuyén nganh...
nhung thyc té khi ngudi tiéu dung bi anh hudng
x4m pham thi nguoi tiéu dung van khong dugc bao
v€é mot cach an toan dung theo quy dinh.

Ba la: Tang cudng cung cb luc lugng thuc thi
cong vy, cac phuong tién va cong cu kiém tra, dam
bao ngudn kinh phi hoat dong va dic biét nang cao
dao dirc nghé nghiép ciia nhitng ngudi thuc thi cong
vu. Ddng thoi, ting cudng su phdi hop giita cac luc
lrong co quan chirc nang vai cac hi€p hdi nganh va
doanh nghiép.

Bén la: Thuc hién phd bién, cong khai trén cac
phuong tién thong tin cac vin ban phap luit vé bao
vé quyén loi cia nguoi tiéu dung, ting cudng su
phéi hop gitta cac luc lugng chire ning véi cac hiép
ho6i nganh hang va doanh nghiép. Pdng thoi c6 ché
d6 thuong phat cong minh ddi voi cac bén tham gia
quan 1y CSR ciing nhu viéc thuc hién CSR cua tung
doanh nghiép.

Nam la: Té chire cdc hoat dong nham ndng cao
nhén thirc vé CSR cho nguoi tiéu ding. Ban than
ngudi tiéu dung ciing can duoc nang cao nhan thirc
vé CSR. Khi trinh d6 cua nguoi tiéu ding duoc
nang 1én thi nhan thirc v& moi doanh nghiép phai c6
trach nhiém d6i voi nguoi tiéu dung 1a diéu duong
nhién. Pong thoi gitip ngudi tiéu dung biét sir dung
“quyén luc mém” ctia minh gay ap luc dé cac doanh
nghiép va doanh nhan phai tén trong dao durc kinh
doanh, trach nhiém x& hoi va hanh xtr c6 nhan céch,
tang kha ning nhan biét san pham hang hoa dich vu
dé nguoi tidu dung c6 thé tu bao vé minh gop phan
“tay chay” san pham va chu thé kinh doanh khong
thuc hién dﬁy du trach nhiém cua minh.

Déi véi ban than ngueoi tiéu ding

Trong bdi canh viéce thuc hién CSR cua cac doanh
nghi€p va céng tac quan ly cta cac co quan chirc
ning trong viéc bao vé quyén loi ngudi tiéu ding
con rat nhiéu han ché nhu hién nay, thi nguoi ti€u
ding can phai chu dong tim hiéu quyén loi va nghia
vu clia minh dé tro thanh “Ngudi tiéu dung théng
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thai” hay “ngudi ti€u dung kho tinh” st dung
“quyén lyc mén cua thuong d&” dé bao vé chinh
minh. Nguoi tiéu ding can phai hiéu tim quyén loi
clia minh di duoc Lién Hiép Qudc thong qua, d6 1a:
quyén dugc an toan; quyén duoc thong tin; quyén
duogc lwa chon; quyén duoc gop ¥; duoc tham gia
xay dung va thyc thi chinh sach, phap luét vé bao vé
quyén loi nguoi tiéu dung; quyén dugc khiéu nai va
bdi thuong; duge tu van, hd tro, huéng dan kién
thirc vé tiéu ding hang hoa, dich vu.

Mit khac, ngudi tiéu dung cling phai hiéu va thuc
hién nghia vy ctia minh gop phan thuc dy qua trinh
thuc hién CSR, bao gém:

-Kiém tra hang hoa trudc khi nhan; lya chon tiéu
dung hang hoa, dich vu c6 ngudn gbc, xuit xtr rd
rang, khong lam ton hai dén méi truong, trai véi
thuan phong my tuc va dao dirc xa hoi, khong gay
nguy hai dén tinh mang, strc khoé ctia minh va cong
dong x3 hoi; thyuc hién chinh xac, day di huéng dan

Cha thich:

st dung hang hoa, dich vu.

- Thong tin cho co quan nha nudc, t6 chire, ca
nhan c6 lién quan khi phat hién hang hoa, dich vu
luu hanh trén thi truong khong bao dam an toan, gay
thiét hai hodc de doa gy thiét hai dén tinh mang,
suc khoé, tai san clia nguoi tiéu dung; hanh vi cta
t6 chirc, ca nhan kinh doanh hang ho4, dich vu xam
pham dén quyén, loi ich hop phap cta ngudi tiéu
dung.

Két luan: Chi riéng CSR khong théi s& khong du
mang lai nhiing thanh cong cho doanh nghiép.
Nhung phai khéng dinh rr:ing, trach nhiém xa hdi ma
dic biét trach nhiém ddi v6i nguoi tidu dung 1a mot
nhan t6 quan trong dé doanh nghiép phat trién bén
vitng. Vi véy, doanh nghiép cin phai sém nhan thirc
va nghiém tac thuc hién CSR 1am c6ng cu déc luc
nhdm tao ra vu thé canh tranh trong bdi canh kinh té
hién nay ddng thoi khing dinh va 1ay lai long tin d6i
vGi nguoi tiéu dung.(J

1. http://vx.worldbank.org/cgi-bin/lyris.pl?visit=smes-csr-wbi
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Improving social responsibility of enterprises to Vietnamese consumers

Abstract:

Recently, society has been very concerned about the unethical behavior, and lack of social responsiblity of
businesses to consumers. These behaviors not only impact on businesses’ activities, but also the sustain-
able development of the society. Then, businesses must aware and fully implement the social responsibili-
ty to build the loyaty from consumers and society to create the competitive advantages. This paper analyzes
the relationship between corporate social responsibilities and consumers which cause strongly influence
on businesses’ performance, and gives solutions to enhance the corporate social responsibility for Viet-
namese enterprises to boost the loyalty for consumers in Vietnamese market.
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