TAP POAN CONG HOA XA HQI CHU NGHIA VIET NAM

BUU CHINH VIEN THONG Pjc 1ap — Tw do — Hanh phc
VIET NAM
S6:459/VNPT-CLG-TL Ha Ngi, ngay othang o2dm 2021

V/v béo co dinh ky chat lugng
dich vu phét thanh, truyén hinh
Nam 2020

BAO CAO PINH KY CHAT LUQONG
DICH VU PHAT THANH, TRUYEN HINH

Kinh gui:  Cuc Phat thanh, Truyéq hinh va Thong tin dién t
- B6 Thong tin va Truyén thong.
I. Théng tin don vi cung cap dich vu:
- Tén don vi cung cap dich vu: Tap doan Buu chinh Vién thdng Viét Nam.
- bia chi: 57 Huynh Thic Khang, Quan Pdng Pa, Thanh phé Ha Noi.
- Loai hinh va phuong thirc dich vu cung cap (ddnh ddu M vao 6 trong phi hop)

Tén dich vu Truyén hinh tra tién

Dich vu truyén hinh cap cong nghé IPTV M

I1. Thei gian béo cao: (Pdnh ddu M vao 8 tréng phi hop)

Nam: 2020

- Bao c4o dinh ky lan 1 cho 6 thang dau nam (s6 liéu bao cao tir 01/01-30/6) ™

- Bao c4o dinh ky lan 2 cho 6 thang cudi nam (s6 liéu béo céo tir 01/07-31/12) M

I11. Noi dung béo céo:

1. Chap hanh cac quy dinh vé quan ly chat lwong dich vu:

(Chép hanh: Pdnh ddu M ; Chua chap hanh: Pdnh ddu X )

- Thuc hién cong bé chat lugng theo quy dinh %}

- Xay dung muc quan ly chét luong trén website M
Puong lién két (link) dén muc quan ly chat luong:
https://vnpt.com.vn/gioi-thieu/quan-ly-cldv/cong-bo

- Ban hanh quy ché tu kiém tra M
- Thuc hién gidm sat dich vu thuong xuyén 4]
- Thuyc hién do kiém dinh ky |



2. Két qua do kiém chat lwong dich vu

- Pon vj thuc hién do kiém: Tap doan Buu chinh Vién thong Viét Nam
Dia chi: 57 Huynh Thic Khang, Quan Béng Da, TP. Ha Noi

- Thai gian thyc hién do kiém: tir 01/01/2020 dén 31/12/2020

- bia diém do kiém: 63/63 tinh, thanh phé VNPT cung cap dich vu.

- Dich vu: Dich vu truyén hinh cép cong nghé IPTV.

+ S lugng mau do kiém téi thiéu theo quy dinh: Thuc hién theo céc quy
dinh cua Thong tu sb 24/2016/TT-BTTTT va Quy chuan ki thuat quéc gia s6
84:2014/BTTTT va cac vian ban hudng din caa Bo Thong tin va Truyén thong.

+ S6 lugng mau do kiém thuc té: Tuan tha theo céc quy dinh cua Thong tu
s6 24/2016/TT-BTTTT va Quy chuan k§y thuat qUOc gia so 84:2014/BTTTT va
cac van ban hudng dan cua B Théng tin va Truyén thong.

- Két qua do kiém theo ting tinh, thanh phé tai Phu luc 1.1, 1.2 cho béo céo ky 1
Nam 2020 va Phu luc 2.1, 2.2 cho bao céo ky 2 Nam 2020 gtri kém theo cong van
nay.

Tran trong./.

TL. TONG GIAM POC

Noi nhgn: KT.TRUONG BAN CHAT LUQNG
- Nhu trén; PHO TRUONG BAN
-TGD (dé b/C), Ky boi: TAP POAN BUU CHINH VIEN

THONG VIFT NAM
Thoi gian ky 01/02/2021 16:54:42

- Cac P.TGD (dé blc);

- Truong Ban CLG (dé b/c);

- Cac TCty: VNPT-Media, VNPT-Net,
VNPT-Vinaphone;

- Cac VNPT tinh, thanh phé;

- Ban CN (d¢é ph/h);

- Luu: VT, CLG.

S eOffice: 77263/VBKS



TAP POAN

BUU CHINH VIEN THONG

VIET NAM

KET QUA TU PO KIEM CHI TIEU CHAT LUQNG KY THUAT DICH VU TRUYEN HIiNH - IPTV

(Ban hanh kém Céng vin sb: 459/VNPT-CLG-TL)

CONG HOA XA HOI CHU NGHIA VIET NAM
Poc lap — Tw do — Hanh phuc

PHU LUC: 1.1

Ky bao cao 1 nam 2020

Chi tiéu chat lwong tin hi¢u Video

Chi tiéu (tén chi tiéu, tham s6, mirc quy dinh theo QCVN 84:2014/BTTTT)
E:ll: :i{,;mh phd Chit Céc chi tiéu truyén dan doi V"x}éh vu SDTV, VoD ma MPEG-4 | 40 (hi tieu truyén ddn déi véi dich vu HDTV, VoD mi MPEG-4

Sé lwong tin (tbc b ludng 3 Mbps) AVC (toc dg ludng 8 Mbps)

T \2:;'2:) , ‘ | lé‘mdrt goi , ‘ |\ lé‘md’t goi
o VST | e | mé < | roote | WS T el < | ppa | Sl T o
donvi | thanh pho MOS):= | 200 (Ms): <50 | “ipy. <6 | 161/ gic): <1 | binh: <585 | 200 (M) <50 | “\py- <14 | 161/ gic): <1 | binh: < 1,28

3,0 E-06 E-06
(1) (2) 3) (4) (5) (6) (7 (8) (9) (10) (11) (12) (13) (14)
1 |AGG An Giang 4,19 14,91 4 0 0 0 15,09 7,18 0 0 0
2 |BDG Binh Duong 4,26 34,19 2,75 0,13 0 0 40,44 3,81 0 0 0
3 |BDH Binh Dinh 42 20,33 0 0 0 0 24,37 0 0 0 0
4 |BGG Béc Giang 4,24 30,73 9,95 0,05 0 8,0E-08 56,05 6,65 0,03 0 1,0E-08
5 |BKN Béc Can 4,27 85,25 7,5 2,19 0 4,1E-07 73,06 6,63 2,25 0 1,3E-07
6 |BLU Bac Liéu 4,17 16,88 2 0 0 0 33,13 1,25 0,5 0,13 0
7 |BNH Béic Ninh 4,17 81,5 1,13 0,13 0 7,4E-07 33,13 1,25 0,13 0 2,7E-07
8 |BPC Binh Phusc 4,17 17,67 0 0,08 0 0 22,58 0 0 0 0
9 |BTE Bén Tre 4,18 34,67 0,33 0 0 0 37,33 0 0 0 0

10 |BTN Binh Thugn 4,16 57,44 8,78 0 0 0 35,78 8,33 0,11 0 5,0E-08

11 |CBG Cao Bing 4,25 50 0,4 0,07 0 2,0E-08 128,07 0,14 0,07 0 8,0E-08

12 | CMU Ca Mau 4,15 52,16 4,63 0,56 0 0 63,29 4,29 0,04 0,04 0

13 |CTO Cin Tho 4,16 35,86 2,79 0 0 0 24,36 5,64 0 0 0




Chi tiéu chat lwong tin hiéu Video

Chi tiéu (tén chi tiéu, tham so6, mirc quy dinh theo QCVN 84:2014/BTTTT)
E:ll: A phd opg | CAc chitiu truyén dan doi V"Zf}g‘ vu SDTV, VoD ma MPEG-4 | 5¢ chi tiéu truyén din dbi véi dich vy HDTV, VoD mi MPEG-4

S6 1‘1’0’1?% tin (tbc bd ludng 3 Mbps) AVC (toc d¢ luong 8 Mbps)

T \fﬁjeelt) , ‘ | I Z,é‘md’t goi , ‘ |\ lé‘md’t goi
MA | VNPTGnh, | im | 1rémy:< | Rungpha | ol R L mrdgme < | Rungpna | et SRR video trng
donvi | thanh pho MOS):= | 200 (M): <50 | “ipy. <6 | 161/ gic): <1 | binh: <585 | 200 (M) <50 | “\py- <14 | 161/ gic): <1 | binh: < 1,28

3,0 E-06 E-06

(1) (2) 3) (4) (5) (6) () (8) 9) (10) (11) (12) (13) (14)

14 | DBN Dién Bién 4,25 46,45 10,27 0,36 0 3,6E-07 39,27 8 0,36 0,09 2,2E-07

15 |DLC Pic Lic 4,24 16,4 6,33 0,4 0 3,4E-07 24,07 3,33 0,67 0,2 4,2E-07

16 | DNG Da Ning 4,18 51,29 0 0 0 0 46 0 0 0 0

17 | DNI Pong Nai 4,26 21,64 0,07 0 0 0 13,86 0 0 0 0

18 | DNO Pic Nong 4,2 70,31 1,38 0 0 0 75,54 2,08 0 0 0

19 | DTP Pong Thap 4,27 58,67 8,67 0,44 0 8,2E-07 48,7 7 0,3 0 1,5E-07

20 | GLI Gia Lai 4,18 42,96 5,72 0,16 0 4,0E-07 43,68 3,36 0 0 0

21 | HAG HAu Giang 4,18 60,38 0 0,13 0 4,6E-07 48,5 0,25 0,63 0 3,2E-07

22 | HBH Hoa Binh 4,18 23,64 0 0,09 0 1,2E-07 40,82 0 0 0 0

23 |HCM H6 Chi Minh 4,17 30,08 7,38 0,33 0 6,6E-07 57,75 6,29 0,63 0 5,4E-07

24 | HDG Hai Duwong 411 10,88 0 0,04 0 1,1E-07 10,75 0 0 0 0

25 | HGG Ha Giang 4,16 127,18 24,91 0,27 0 1,2E-07 115,38 23,19 0,1 0,19 0

26 | HNI Ha Noi 4,23 23,3 9,73 0,07 0 3,0E-08 39,76 10,34 0 0 0

27 | HNM Ha Nam 4,2 11,17 0 0 0 0 11,67 0 0 0 0

28 HPG Hai Phong 4,16 34,05 7,59 0,08 0,03 1,2E-07 16,72 5,51 0,18 0 1,2E-07

29 |HTH Ha Tinh 4,14 12,6 1,8 0,93 0,33 1,76E-06 16,07 0,53 1,53 0 5,3E-07

30 |HUE Thira Thién Hué 4,2 23 0,2 0,2 0 2,3E-07 22,4 0 0,1 0 1,1E-07

31 |HYN Hung Yén 4,18 29,6 0 0,3 0 4,2E-07 23,1 0 0,3 0 2,1E-07

32 | KGG Kién Giang 4,17 12,13 0 0 0 0 11,63 0 0 0 0

33 | KHA Khéanh Hoa 4,21 80,64 0,09 0 0 0 82,91 0,09 0 0 0

34 | KTM Kon Tum 4,19 44 .54 0 2,77 0 3,09E-06 60,13 0 0,33 1 3,8E-07

35 | LAN Long An 4,19 38,05 0 0 0 0 44,29 0 0 0 0

36 |LCI Lao Cai 4,27 7,06 10 0,28 0 2,8E-07 57,24 7,76 0,24 0 1,5E-07

37 |LCU Lai Chau 4,23 63,63 9,38 0 0 0 11,75 10,63 0 0 0

38 |LDG Lam Dong 4,2 29,14 1,86 0 0 0 67,71 1,88 0 0 0

39 |LSN Lang Son 4,29 72,31 9,08 0,08 0 1,9E-07 46,85 6,12 0 0 0

40 | NAN Nghé An 4.4 78,19 7,75 0 0 0 127,26 8 0 0 0

41 | NBH Ninh Binh 4,2 12,27 0 0 0 0 13 0,4 0,2 0 1,4E-07




Chi tiéu chat lwong tin hiéu Video

Chi tiéu (tén chi tiéu, tham so6, mirc quy dinh theo QCVN 84:2014/BTTTT)
E:ll: A phd opg | CAc chitiu truyén dan doi V"Zf}g‘ vu SDTV, VoD ma MPEG-4 | 5¢ chi tiéu truyén din dbi véi dich vy HDTV, VoD mi MPEG-4

S6 1‘1’0’1?% tin (tbc bd ludng 3 Mbps) AVC (toc d¢ luong 8 Mbps)

T \fﬁjeelt) , ‘ | I Z,é‘md’t goi , ‘ |\ lé‘md’t goi
M VNPT mh, | (@iem | 7 gmy: < | Rungpha | gl | ERREE G T < | Rungpna | el e | video trung
don vi | thanh pho MOS):= | 200 (M) <80 | “\oy. 6 | Gi/gio): <1 | bink- <585 | 200 (M) <80 | by <14 | 161/ gio): < 1 | bink: <1,28

3,0 E-06 E-06

(1) (2) 3) (4) (5) (6) () (8) 9) (10) (11) (12) (13) (14)

42 | NDH Nam Dinh 4,23 34,87 7,2 0,33 0 7,1E-07 42,63 7,5 0,07 0 5,0E-08

43 | NTN Ninh Thuin 4,3 36,88 9 0,13 0 1,9E-07 59,88 5,38 0,25 0 1,8E-07

44 | PTO Phu Theo 4,2 19,19 2,73 0,27 0 3,2E-07 42,27 1,5 0 0 0

45 |PYN Pha Yén 4,17 28,33 0 0 0 0 43,56 0 0 0 0

46 | QBH Quéng Binh 4,2 26,27 2,14 0,18 0,05 2,5E-07 18,82 141 0,05 0,05 0

47 | QNH Quing Ninh 4,22 60,36 0,29 0 0 0 41 0,07 0 0 0

48 | QNI Quéng Ngai 4,2 41,57 0,2 0 0 0 39,17 0,1 0 0 0

49 | QNM Quing Nam 4,22 32,22 9,57 0,09 0 1,4E-07 29,95 9,9 0 0 0

50 | QTI Quing Tri 4,01 27,85 0,05 0,03 0,03 9,0E-08 19,54 0,03 0,05 0 0

51 |SLA Son La 4,19 26,48 3,17 0 0 0 26,28 1,13 0 0 0

52 | STG Séc Tring 4,18 12,73 0 0 0 0 34,36 0 0 0 0

53 | TBH Théi Binh 4,2 59,94 0,31 0,06 0 5,0E-08 41,5 0,44 0 0 0

54 | TGG Tién Giang 4,19 31,29 1,43 0,14 0 3,8E-07 48,43 2 0,07 0 3,0E-08

55 | THA Thanh Hoa 4,19 32,1 1,93 0,03 0 6,0E-08 27,28 0,9 0 0 0

56 | TNH Tay Ninh 4,24 67,41 10,24 0 0 0 48,33 7,67 0 0 0

57 | TNN Thai Nguyén 4,19 12 2,88 0,19 0 2,4E-07 44,22 6,33 0,28 0 0

58 | TQG Tuyén Quang 4,2 61,04 1 0,23 0 5,0E-08 52,81 0,58 0,19 0 6,0E-08

59 |TVH Tra Vinh 4,17 38,31 0 0,13 0 2,4E-07 48,75 0 0 0 0

60 |VLG Vinh Long 4,2 100,75 5,13 0,94 0,19 5,0E-07 103,19 5 0,63 0,13 1,3E-07

61 |VPC Vinh Phuc 4,26 65,5 0 0 0 0 88,7 0 0,1 0 7,0E-08

62 |VTU Ba Ria - Viing Tau 4,16 21,03 6,11 0 0 0 20,43 5,5 0 0 0

63 | YBI Yén Béi 4,2 25,1 0 0 0 0 19,05 0 0 0 0




TAP POAN
BUU CHINH VIEN THONG
VIET NAM

KET QUA TU PO KIEM CHI TIEU CHAT LUQNG PHUC VU DICH VU TRUYEN HINH - IPTV

CONG HOA XA HOQI CHU NGHIA VIET NAM
DPoc lap — Tu do — Hanh phic

PHU LUC: 1.2

Ky bao cao 1 nam 2020
(Ban hanh kém Céng vian sé: 459/VNPT-CLG-TL)

Chi ticu Thoi gian thiét 1ap dich vu , Dich vu h‘:’dtrg ';lh’ich hang
, . RN . Thoi gian khac phuc dich vu (mirc quy dinh theo QCVN
(muec quy dinh theo QCVN 84:2014/BTTTT) HAi Am Khidu 84:2014/BTTTT)
Khiéu nai cua rl]l ;rl] c‘(l,? k ?Aa}cl?.
Don vj 5 khi ‘ 5 thiét 1ap duone day thud khéch hang vé | o9 (1Y fe ol
Do khi dung Truwong hop khong Truwong hop co thiet 1ap dwong day thué chét Iwong dich am khiéu nai cho S _
) cita dich vu. 1Ep dat dl;'(‘)’ng day bao o o o vu (S& khiéu khach hang trong o Ty 1€ cuge gol
5 Mizc th N 22 Noi thanh, thi xa Thij tran, xa, lang . hoi han 48 gid Thoi gian cung | tdi dich vu ho
So uc theo thué bao (Ty 18 s6 ) S AA A . nai/100 khach | H01han48gio ) 191 8 : s
TT QCVN hop déng cung c&p | NOi thanh, thi xa Thj trin, xa, lang | (Ty 1650 lan mat dich | (Ty1¢ 50 lan mat dich | 20 ), | ke urthoi diem | cap dichvuho | trg khich hang
84:20L4/BTTT: | (ich vu c6 thori gian | (TY 1630 hopdong | (Ty 1¢ 50 hop dong vu dugc khic phyc | vu duge khac phue | - gh Cg | tiép nhankhiéu | tro khachhang | chiém mach
>99.5% ‘thiét 1ap dich vu cung cip dich vu c6 | cung cap dich vu c6 trong khoang thoi trong khoang thoi 3 41'120(;12/08'QI'T'IY'I¥ nai). bang nhan cong | thanh cong va
Ma Tinh. thanh trong khodng thoi | thoi gian thiét lap thoi gian thiét lap gian <36 gio). Muc | gian <72 gio). Muc L 0p5 | Mictheo QCVN | qua dién thoai | nhan dugc tin
don vi hé ’ gian < 5 ngay). Mirc dich vu trong khoang | dich vu trong khoang theo QCVN theo QCVN =V 84:2014/BTTTT: | 1a24 gio trong h}@u tra lc_n cua
PP t?weo QCVN thoi gian < 12 ngay). | thoi gian < 20 ngay). 84:2014/BTTTT: > 84:2014/BTTTT: > 100% ngay: 24 gid dién thoai vién
84:2014/BTTTT: > Miic theo QCVN Mirc theo QCVN 90% 90% trong ngay trong Vong 60
' 90% "7 | 84:2014/BTTTT: > 84:2014/BTTTT: > gidy: > 80%
90% 90%
(1) ) ©) (4) (5) (6) (7) (8) (9) (10) (11) (12) (13)
1 |AGG | anGiang 99.99% 99.89% 99.78% 100% 100% 100% 0 100% 24 99.56%
2 | BDG | Binh Duong 99.99% 97.45% 97.24% 99.89% 97.79% 99.83% 0 100% 24 87%
3 | BDH | Binh Pinh 100% 100% 100% 100% 99.04% 99.69% 0 100% 24 100%
4 | BGG | Bic Giang 100% 100% 100% 100% 98.52% 99.95% 0 100% 24 99.91%
5 | BKN | Bjc Can 100% 99.91% 100% 100% 100% 100% 0 100% 24 99.84%
6 | BLU Bac Liéu 100% 99.74% 100% 100% 99.36% 100% 0 100% 24 97.77%
7 | BNH | Bic Ninh 100% 100% 100% 100% 100% 100% 0 100% 24 100%
8 |BPC Binh Phuéc 100% 100% 100% 100% 100% 100% 0 100% 24 98.40%
9 |BTE Bén Tre 99.99% 99.99% 100% 99.97% 100% 100% 0 100% 24 89.60%
10 | BTN Binh Thuin 100% 98.90% 99.83% 99.91% 100% 99.53% 0 100% 24 99.52%
11 | CBG Cao Bing 99.98% 99.53% 99.78% 99.45% 99.31% 100% 0 100% 24 99.89%
12 |CMU | caMau 100% 99.99% 100% 100% 100% 100% 0 100% 24 90.37%
13 |CTO Cin Tho 100% 100% 100% 100% 98.69% 99.22% 0 100% 24 98.81%




Dich vu hd trg khach hang

Chi tiéu Thoi gian thiét 1ap dich vu. _ . .
(mitc quy dinh theo OCVN 84:2014/BTTTT) Thoi gian khac phuc dich vu (mutc quy dinh theo QCVN
Hbi 4m khidu 84:2014/BTTTT)
' Khiéu nai cia nf'l i ciia k hAéCEI.
bon vj D khi dung | Tyyong hop khong Truong hop c6 thiét 1ap dwong diy thué khach hang ve érgrﬁ%igynﬁ 1;?110
. cia dich vu. 1p dat dl;'img day bao ) chat lu’(Z)’Hg ,(}idl khach hang.trong Ty 1€ cudc goi
Sé Mittc theo thué bao (Ty 16 56 : N9i thanh, thi xa Thi tran, x, lang vu (SO kh1Fu thoi han 48 giy | Thoi gian cung |  t6i dich vu hd
T QCVN hop dong cung ckp | NOi thanh, thi xi | Thi trn, xa, ling | (TY 16 s01an mét dich | (Ty 1¢ 56 lan mat dich | V10 KACh 1 4& i o giém | cdp dich vuho | tro khiich hing
84:2014/BTTT: | gich vy oo thoi gian | (TY 160 hopdong | (Ty 1¢ 50 hop dong v duge khéc phyc | vy duge khdc phyc | MaNOBANG). | ia s kidy | o khach hang | chiém mach
>99.5% thiét 1ap dich vu cung cép dich vuco | cung cép dich vu c6 trong khodng thoi trong khoang thoi | Muc theo QCVN nai) bang nhan cong | thanh cong va
Ma | Tinh, thanh trong khodng thoi | thoi gian thiét 1ap | thoi gian thiét 1gp gian < 36 gi). Mirc | gian <72 gio). Mire | 84201BTTTT | e oo QCVN | qua dién thoai | nhan duoc tin
donvi | phb gian < 5 ngay). Mic | dich vu trong khoang | dich vy trong khoing theo QCVN theo QCVN <0.25 84:2014/BTTTT: | 1224 gior trong | hiu tra 15i cia
: theo QCVN thoi gian < 12 ngay). | thoi gian < 20 ngay). 84:2014/BTTTT: > 84:2014/BTTTT: > 100% ngay: 24 gio dién thoai vién
M2MBTITT > | o | Seootamirrn A A
90% : 1> : 1> gidy: > 80%
90% 90%
(1) (2 3) 4 ) (6) (7 (8) 9) (10) (11) (12) (13)
1: SEN Di,én B’ién 100% 100% 100% 100% 100% 100% 0.05 100% 24 99.96%
- DN(; Pic Iiﬁc 100% 100% 100% 100% 99.39% 99.98% 0 100% 24 99.75%
oy Dizl Ning 100% 99.95% 100% 100% 99.88% 100% 0 100% 24 98.13%
T D(?ng Nai 100% 99.50% 97.80% 98.21% 99.58% 99.43% 0 100% 24 93.22%
o o })z‘ic Nong 100% 100% 99.73% 100% 100% 100% 0 100% 24 100%
T Pong Thap 99.99% 99.19% 99.10% 99.19% 99.49% 100% 0 100% 24 99.15%
T Gia Lai 100% 100% 100% 100% 100% 100% 0 100% 24 100%
= H:G HAiu Giang 100% 99.67% 100% 100% 98.15% 99.73% 0 100% 24 98.22%
= HC; H(:)a Binh 100% 100% 100% 100% 98.17% 99.73% 0 100% 24 100%
e Ho6 Chi Minh 100% 100% 100% 100% 100% 100% 0 100% 24 96.94%
25 HGG Haii Duwong 100% 99.89% 100% 100% 98.71% 99.93% 0 100% 24 99.88%
- HNG Ha Giang 100% 99.74% 99.77% 99.88% 100% 100% 0 100% 24 99.90%
b | Ha Noi 100% 100% 100% 100% 99.06% 99.83% 0.005 100% 24 99.90%
: NM Ha Nam 100% 100% 100% 100% 100% 100% 0 100% 24 99.85%
8 | HPG Hai Phong 100% 98.49% 97.87% 99.91% 94.28% 98.10% 0.027 100% 24 99.61%
29 | HTH ?}?‘Th’i‘l;l“ 100% 98.10% 100% 100% 99.57% 100% 0 100% 24 100%
30 | HUE ua thien
e Hueé 100% 100% 100% 100% 100% 100% 0 100% 24 98.23%
N Hung Yén 100% 99.99% 100% 100% 100% 100% 0 100% 24 100%
32 | KGG Kién Giang 100% 98.89% 98.37% 99.21% 97.99% 99.63% 0 100% 24 99%
23 E:A Khéanh Hoa 100% 100% 100% 100% 99.41% 99.84% 0 100% 24 100%
. LA::]/I Kon Tum 100% 99.94% 100% 100% 100% 100% 0 100% 24 100%
o Long An 99.99% 99.87% 100% 100% 96.30% 99.97% 0 100% 24 93.50%
Lao Cai 100% 98.38% 99.43% 99.87% 99.81% 0 100% 24 98.91%
37 | LCU Lai Chau 100% 100% 100% 100% 100% 100% 0 100% 24 100%




Dich vu hd trg khach hang

Chititu (mikc quTvl;;;% oo lgecsrl;\}) 8?.%?3/'BTTTT) Thoi gian khac phye dich vy Hai m Khibu WWBZ%(%?B%?TQ)CVN
Khiéu nai caa na i ciia k hAéCEI.

Pon vi DO khi dung | Truomg hop khong | 17O hop o thiét 13p duomg day thué clﬁ'ﬁﬁl; :jg% lvc(; afgzg igynlg:i 1;;)110 ; |

Sé CIll\jl[lgé ct}l:e‘(;u' lipugiga‘;u(’?}gl fi ﬁ;y a0 Noi thanh, thi xa Thi trén, x4, lang vu (Sé khi,éil k:]héé:ihhf;inggtr;r‘log Thoi gian cung ;fg’l ?igl?(.\)]i%%l

T QCVN hop dong cung ckp | NOi thanh, thi xi | Thi trn, xa, ling | (TY 16 s01an mét dich | (Ty 1¢ 56 lan mat dich | V10 KACh 1 4& i o giém | cdp dich vuho | tro khiich hing

84:2014/BTTT: | dich vu c6 thoi gian | (1¥16$0hopdong | (Ty1¢sohopdong | vwduoc khicphuc | vu duge khac phye | 118 Srég\)]N tiép nhdn khiéu | tro khach hang | chiém mach

=99.5% thiétlap dich vy | cungedpdichvuco | cungeapdichvuco | trongkhoangthol - trong khoang thotr g/ o) pprrrr. nai). bang nhan cong | - thanh cong va

M3 Tinh, thanh trong khodng thei | thoi gian thict 1ap ,, thoi gian thict 1ap ,, gian <36 gi¢). Muac | gian <72 gio). Muc <025 " | Muc theo QCVN | quadiénthoai | nhan dugc tin
donvi | phé gian < 5 ngay). Mic | dich vu trong khoang | dich vy trong khoang theo QCVN theo QCVN 84:2014/BTTTT: | 1a24 givrtrong | hiu tra 101 cia

theo QCVN thoi gian < 12 ngay). | thoi gian < 20 ngay). 84:2014/BTTTT: > 84:2014/BTTTT: > 100% ngay: 24 gio dién tho\al vién

M0ETTIT: 2 | e s | MoAI4BEEI > A A

90% ; > : > gidy: > 80%
90% 90%
(1) (2 3) 4 ) (6) (7 (8) 9) (10) (11) (12) (13)

38 | LDG Lam Pong 100% 100% 100% 100% 100% 100% 0.106 100% 24 97.41%
39 | LSN Lang Son 100% 99.97% 100% 100% 100% 100% 0.007 100% 24 99.98%
40 | NAN Nghé An 100% 98.80% 99.28% 96.99% 99.60% 100% 0 100% 24 99.89%
41 | NBH Ninh Binh 99.98% 100% 100% 100% 100% 100% 0 100% 24 98.02%
42 | NDH Nam Dinh 100% 99.99% 100% 99.98% 99.92% 99.99% 0 100% 24 100%
43 | NTN Ninh Thuén 99.98% 100% 100% 100% 100% 100% 0 100% 24 100%
44 | PTO Phii Tho 100% 98.26% 99.39% 99.42% 99.75% 98.49% 0 100% 24 100%
45 | PYN Phua Yén 100% 100% 100% 100% 99.62% 99.36% 0 100% 24 100%
46 | QBH Quing Binh 100% 99.70% 99.24% 98.69% 99.77% 100% 0.005 100% 24 100%
47 | QNH Quing Ninh 100% 100% 100% 100% 99.91% 99.91% 0 100% 24 99.76%
48 | QNI Quing Ngéi 100% 100% 100% 98.29% 100% 100% 0.003 100% 24 100%
49 | QNM | Quing Nam 100% 99.88% 100% 100% 99.82% 99.89% 0 100% 24 100%
S0 | QTI Quing Tri 100% 99.99% 100% 100% 100% 100% 0 100% 24 99.74%
51 | SLA Son La 99.75% 100% 100% 100% 100% 100% 0.043 100% 24 100%
52 | STG Séc Tring 100% 99.97% 100% 100% 100% 98.92% 0.005 100% 24 97.85%
53 | TBH Thai Binh 100% 99.94% 100% 100% 100% 100% 0 100% 24 100%
54 | TGG Tién Giang 100% 99.18% 99.71% 99.63% 100% 99.98% 0 100% 24 100%
55 | THA Thanh Hoa 100% 99.86% 99.80% 99.99% 99.88% 100% 0 100% 24 99.99%
56 | TNH Tay Ninh 100% 100% 100% 100% 99.61% 99.85% 0 100% 24 92.19%
57 | TNN Théai Nguyén 100% 100% 100% 100% 99.92% 99.83% 0 100% 24 99.99%
58 | TQG Tuyén Quang 99.99% 99.88% 100% 99.91% 99.89% 99.69% 0 100% 24 100%
59 | TVH Tra Vinh 100% 100% 100% 100% 99.57% 99.61% 0.007 100% 24 95.86%
60 | VLG Vinh Long 100% 100% 100% 99.88% 100% 100% 0 100% 24 95.62%
61 | VPC Vinh Phiic 100% 99.97% 100% 100% 100% 99.56% 0 100% 24 93.09%




Chi tiéu Thoi gian thiét 13p dich vu. Théi gian khic phuc dich vu D(;iqjgcvuuhiigg :Zléicgé’aw“vg
(mikc quy dinh theo QCVN 84:2014/BTTTT) g phuc dich vy bt m Khidg oh D014 BTTTT)
Khiéu nai cia na i cua khéch.
Don vi . vkl 1A . n n Kkhach hz‘ing Ve hang (Ty 1¢ hoi
! Do kha dung Trwong hop khong Trwong hop co thieét 1ap dwong day thué chét lrgng dich am khiéu nai cho o .
) cia dich vu. lip dit duong day bao o o e vu (S & khidu khéch hang trong . T}’_ 1€ cude go1
So Miic theo thué bao (Ty 18 sb - Noi thanh, thi xa Thi tran, xa, lang 197100 khach, | thoi han 48 gio TI}Ol gian cung | t6i d;c’h Vl_l‘hO
TT QCVN hop ddng cung cap | NI thanh, thi xa Thi tran, xa, lang | (Ty 1850 lan mat dich | (Ty 1¢ s0 lan mat dich | ng/3 thang), | KC U thoi diem | cap dichvuho | tro khach hang
84:2014/BTTT: | dich vu c6 thoi gian (Ty 1¢ 6 hop dong (Ty 1€ s0 hop dong vu duge kl}ac ph}l_C vu duge kl}ac ph}J? Miie theo O cvn | tiép nhan khiu tro khth haAng chiém mach
> 99.5% .thiétilép dioh oo cung cép dich vucd | cung cép dich vy c6 Frong khoang thoi t.rong khoang thoi 84:2014/BTLTT- nai). bang nhan cong thanh céng va
« . . v oL | thoi gian thiét lap thoi gian thiét lap gian <36 gi¢). Muac | gian < 72 gio). Mirc ' " | Mirc theo QCVN | quadién thoai | nhén dugc tin
M3 Tinh, thanh trong khoang thoi dich Kkhoa dich kho3 theo QCVN theo QCVN <025 . - | 1224 gid tron hiéu tra 16i cta
donvi | phé gian < 5 ngay). My | dich vu trong khoang | dich vy trong khoang . . . . 84:2014/BTTTT: 4 gidtrong | hig i ot
. theo QCVN thoi gian < 12 ngay). | thoi gian < 20 ngay). 84:2014/BTTTT: > 84:2014/BTTTT: > 100% ngay: 24 gio dién tho\a,u vién
84:2014/BTTTT: > Mirc theo QCVN Mirc theo QCVN 90% 90% trong ngay trorjg vong 60
90% | 84:2014/BTTTT:> | 84:2014/BTTTT: > gidy: = 80%
90% 90%
(1) (2) 3) (4) (5) (6) (7) (8) (9) (10) (11) (12) (13)
62 | VTU Ba Ria - Viing
Tau 100% 98.75% 98.85% 99.96% 98.17% 99.25% 0 100% 24 95.85%
63 | YBI Yén Bai 99.87% 99.87% 100% 100% 99.95% 100% 0 100% 24 100%




TAP POAN

BUU CHINH VIEN THONG

VIET NAM

KET QUA TU PO KIEM CHI TIEU CHAT LUQNG KY THUAT DICH VU TRUYEN HIiNH - IPTV

(Ban hanh kém Céng vin sb: 459/VNPT-CLG-TL)

CONG HOA XA HOI CHU NGHIA VIET NAM
Poc lap — Tw do — Hanh phic

PHU LUC: 2.1

Ky bao cao 2 nam 2020

Chi tiéu chét lwong tin hiéu Video

Chi tiéu (tén chi tiéu, tham so, mirc quy dinh theo OQCVN 84:2014/BTTTT)
g:]l:’ :i;énh pho Chét Céc chi tiéu truyén dan doi Vozg}éh vu SDTV, VoD ma MPEG-4 Cic chi tiéu truyén din df')’i v6i dich vu HDTV, VoD ma MPEG-4

Sé lwong tin (t6c by ludng 3 Mbps) AVC (toc 4 luong 8 Mbps)

T \fﬁj@;} , ‘ | I l,é‘mdrt goi , ‘ |\ lé‘mdrt goi
M [ VNPTanmh, | (@iem | 7 o< | Rungpha | ol BT G T g < | Rungpha | el e | video trung
don vi | thanh pho MOS):= 1 200 (M) <80 | “\oy. 6 | Gi/gic): <1 | bink- <585 | 200 (M): <80 | by <14 | 16/ gic): < 1 | bink: <1,28

3,0 E-06 E-06
1) (2) ©) (4) (5) (6) () (8) 9) (10) (11) (12) (13) (14)
1 AGG An Giang 4,19 15,09 3,64 0 0 0 14,64 6,27 0 0 0
2 BDG Binh Duong 3,58 37,89 3,95 0,42 0 4,0E-07 37,74 3,26 0,11 0 0
3 BDH Binh Dinh 4,18 36,06 0 0 0 0 38,68 0 0 0 0
4 BGG Bic Giang 4,25 26,25 10,55 0 0 0 34,45 7,8 0 0 0
5 BKN Bic Can 4,29 82,69 7,19 2,25 0 4,1E-07 72,13 6,69 2,13 0 1,3E-07
6 BLU Bac Liéu 4,19 24,63 0 0 0 0 41,13 0 0 0 0
7 BNH Bic Ninh 3,37 38,63 5,38 0,13 0,13 2,4E-07 36,75 4,13 0,88 0,25 5,9E-07
8 BPC Binh Phuéc 4,17 15,33 0 0,08 0 0 22,25 0 0 0 0
9 BTE Bén Tre 4,18 46,1 0,43 0,05 0 4,0E-08 34,46 0,38 0,04 0 3,0E-08

10 |BTN Binh Thuén 4,16 57,44 8,78 0 0 0 35,78 8,33 0,11 0 5,0E-08

11 | CBG Cao Bing 4,25 46 0,13 0,07 0 3,0E-08 80,33 0,13 0,07 0 4,0E-08

12 | CMU Ca Mau 4,16 63,07 6,32 0,39 0 0 74,64 6,04 0,5 0 0

13 | CTO Cin Tho 4,2 41,56 2,44 0 0 0 25,17 3,11 0 0 0

14 | DBN Dién Bién 4,23 40,36 9,36 0,09 0 1,0E-07 18,36 6,82 0,18 0 4,0E-08

15 |DLC Pic Lic 3,95 27,4 8,93 0 0 0 27,53 7,33 0,07 0 5,0E-08
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Chi tiéu chat lwong tin hiéu Video

Chi tiéu (tén chi tiéu, tham s6, mirc quy dinh theo QCVN 84:2014/BTTTT)
E:ll: A phd opg | CAc chitiu truyén dan doi V"Zf}g‘ vu SDTV, VoD ma MPEG-4 | 5¢ chi tiéu truyén din dbi véi dich vy HDTV, VoD mi MPEG-4

S6 1‘1’0’1?% tin (tbc bd ludng 3 Mbps) AVC (toc d¢ luong 8 Mbps)

T \fﬁjeelt) , ‘ | Z,é‘md’t goi , ‘ |\ lé‘md’t goi
M VNPT mh, | (@iem | 7 gmy: < | Rungpha | gl | ERREE G T < | Rungpna | el e | video trung
donvi | thanh pho MOS):= | 200 (M): <50 | “ipy. <6 | 161/ gic): <1 | binh: <585 | 200 (M) <50 | “\py- <14 | 161/ gic): <1 | binh: < 1,28

3,0 E-06 E-06

(1) (2) 3) (4) (5) (6) () (8) 9) (10) (11) (12) (13) (14)

16 | DNG Da Ning 4,18 51,29 0 0 0 0 46 0 0 0 0

17 | DNI Pong Nai 4,27 18,29 0,29 0,21 0 3,9E-07 16,57 0 0 0 0

18 | DNO Pic Nong 4,2 73 1,17 0 0 0 78,25 1,67 0 0 0

19 | DTP Pong Thap 4,26 56,55 9,27 0,18 0 3,1E-07 60,55 4,84 0 0 0

20 | GLI Gia Lai 4,19 43,96 5,65 0,04 0 1,7E-07 44,96 3,47 0 0 0

21 | HAG Héu Giang 4,13 76,25 0 0 0 0 34,63 0 0 0 0

22 | HBH Hoa Binh 4,17 35,82 0 0 0 0 24,73 0 0 0 0

23 |HCM H6 Chi Minh 4,25 64,04 0,33 0 0 0 70,83 0,5 0 0 0

24 | HDG Hai Duong 4,18 12,54 0 0 0 0 11,67 0 0 0 0

25 | HGG Ha Giang 4,17 126,36 25,09 0,27 0 1,2E-07 115,59 23,18 0,09 0,18 0

26 | HNI Ha Noi 4,25 26,47 9,77 0,07 0 4,0E-08 36,87 9,73 0 0 0

27 | HNM Ha Nam 4,18 12,17 0 0 0 0 13,17 0 0 0 0

28 | HPG Hai Phong 4,17 26,67 7,36 0,08 0,03 1,2E-07 16,54 5,64 0,18 0 1,2E-07

29 |HTH Ha Tinh 4,12 17,53 0 1,07 0,13 1,92E-06 10,13 0,33 1,53 0 5,0E-07

30 |HUE Thira Thién Hué 4,19 23,4 0 0,7 0 1,49E-06 35,8 2,6 0,5 0 3,1E-07

31 HYN Hung Yén 4,18 29,6 0 0,3 0 4,2E-07 23,1 0 0,3 0 2,1E-07

32 | KGG Kién Giang 4,18 25 0 0 0 0 28,13 0 0 0 0

33 | KHA Khéanh Hoa 4,2 28,36 0 0,55 0 3,0E-08 35 0 0 0 0

34 | KTM Kon Tum 4,08 33,17 0 0,83 0 8,6E-07 49,41 0 0 0 0

35 |LAN Long An 4,19 58,21 0 0 0 0 52,05 0 0 0 0

36 |LCI Lao Cai 4,27 9,32 9,56 0,24 0 2,6E-07 48,73 7,54 0,15 0 1,0E-07

37 |LCU Lai Chau 4,24 62,89 9,22 0 0 0 11,56 10 0,22 0 1,3E-07

38 |LDG Lam Dong 4,19 28,33 0,25 0 0 0 38,6 11 0 0 0

39 | LSN Lang Son 4,29 72,12 9,23 0,08 0 1,9E-07 47,04 5,96 0,04 0 6,0E-08

40 | NAN Nghé An 4,35 81,42 7,53 0 0 0 125,8 8,03 0 0 0

41 | NBH Ninh Binh 4,2 12,27 0 0 0 0 13 0,4 0,2 0 1,4E-07

42 | NDH Nam Dinh 4,24 35,8 6,77 0,23 0 5,2E-07 37,97 7,17 0,03 0 2,0E-08

43 | NTN Ninh Thuin 4,31 36,88 9 0,13 0 1,9E-07 59,88 5,38 0,25 0 1,8E-07

11




Chi tiéu chat lwong tin hiéu Video

Chi tiéu (tén chi tiéu, tham s6, mirc quy dinh theo QCVN 84:2014/BTTTT)
E:ll: A phd opg | CAc chitiu truyén dan doi V"Zf}g‘ vu SDTV, VoD ma MPEG-4 | 5¢ chi tiéu truyén din dbi véi dich vy HDTV, VoD mi MPEG-4

S6 1‘1’0’1?% tin (tbc bd ludng 3 Mbps) AVC (toc d¢ luong 8 Mbps)

T \fﬁjeelt) , ‘ | I Z,é‘md’t goi , ‘ |\ lé‘md’t goi
M VNPT mh, | (@iem | 7 gmy: < | Rungpha | gl | ERREE G T < | Rungpna | el e | video trung
don vi | thanh pho MOS):= | 200 (M): <50 | “ipy. <6 | 161/ gic): <1 | binh: <585 | 200 (M) <50 | “\py- <14 | 161/ gic): <1 | binh: < 1,28

3,0 E-06 E-06

(1) (2) 3) (4) (5) (6) () (8) 9) (10) (11) (12) (13) (14)

44 | PTO Pha Tho 30,96 2,83 0,38 0 3,3E-07 21,21 2,33 0,08 0 5,0E-08

45 | PYN Phi Yén 4,17 36,56 0 0 0 0 23 0 0 0 0

46 | QBH Quaing Binh 4,2 20,82 0,64 0,68 0,05 9,6E-07 20,91 0,95 0,77 0,05 3,2E-07

47 | QNH Quing Ninh 4,25 23 0,6 0 0 0 22,6 0,47 0 0 0

48 | QNI Quing Ngai 4,2 36,83 0 0 0 0 33,9 0,23 0 0 0

49 | QNM Quéing Nam 4,22 34,04 9,57 0,09 0 1,4E-07 33,04 10,17 0,57 0 9,4E-07

50 | QTI Quang Tri 4,12 24,52 0 0 0 0 15,06 0 0 0 0

51 |SLA Son La 4,16 22,84 4,35 0,03 0 5,0E-08 21,58 3,67 0,09 0 2,2E-07

52 | STG Séc Tring 4,19 28,91 0 0 0 0 27,36 0 0 0 0

53 | TBH Thai Binh 4,21 62,92 0,83 0 0 0 40,58 0,92 0 0 0

54 | TGG Tién Giang 4,2 39,18 2,76 0,18 0 7,5E-07 42,06 4,12 0,65 0 1,4E-07

55 | THA Thanh Héa 4,2 25,03 1,1 0 0 0 23,72 0,45 0 0 0

56 | TNH Tay Ninh 4,25 64,94 9 0 0 0 31,94 6,94 0 0 0

57 | TNN Thai Nguyén 4,2 16,17 7,33 0,28 0 0 24,72 6,33 0,28 0 0

58 | TQG Tuyén Quang 4,16 120,39 14 1,7 0,22 1,48E-06 106,13 10,39 2,74 0,17 3,5E-07

59 |TVH Tra Vinh 4,18 35,5 7,31 0,19 0 3,0E-07 54,5 2,38 0,06 0 5,0E-08

60 | VLG Vinh Long 4,26 90,56 5,88 0,88 0,19 5,0E-07 91,44 5,69 1,5 0,06 1,3E-07

61 |VPC Vinh Phuc 4,23 82,8 0 0 0 0 69,3 0,7 0 0 0

62 |VTU Ba Ria - Viing Tau 4,17 45,87 2,6 0,13 0 1,7E-07 34,47 1,53 0,2 0 1,0E-07

63 | YBI Yén Bai 4,19 20,24 0 0,24 0 2,0E-07 14,9 0 0,05 0 0
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TAP POAN
BUU CHINH VIEN THONG
VIET NAM

KET QUA TU PO KIEM CHI TIEU CHAT LUQNG PHUC VU DICH VU TRUYEN HINH - IPTV

CONG HOA XA HOI CHU NGHIA VIET NAM

DPoc lap — Tu do — Hanh phic

PHU LUC: 2.2

Ky bao cao 2 nam 2020
(Ban hanh kém Céng van sd: 459/VNPT-CLG-TL)

, Dich vu hé trg khach
Chi tiéu Thoi gian thiét 1ap dich vu. e z . hang
(muec quy dinh theo QCVN 84:2014/BTTTT) Thoi gian khac phyc dich vu Héi Am khiéu | (muc quy dinh theo QCVN
' nai ciia 84:2014/BTTTT)
. o . Khieu nai khach hang o
Pon vi D6 khi Trudng hop Truwong h({p co tl}let l1ap dwong ciia khach | (Ty 1¢ hdi 4m Ty 1@; cuge
dun ciia | Khong Lip dit day thue bao N . ., | hangvéchlt | khiéunaicho | Tpyjgian | 8% '01dich
dl% E . dwong day thué . Noi t!1a11 hZ tlg! Thi tran, xa, lwong dich khach hang cung cap vu ho tro
86 Ve tee | bao (Tylesé | NOi thanh, thi | Thitran, xa, | Xa(Iylesolan | lang (Ty 160 1 vy (S5 khiéu | trong thoi han | gichvy hs | KN4 hang
T ggVNeo hop dong cung | X& (Ty 150 hop | lang (Ty 1¢ s6 matdichva | lanmatdichvu | pai/100 khach | 48 gioké tir | trg khach | CicM mach
T 84-2014/B chp dich vu ¢6 dong cung cap hop dong cung duogc khac Phuc duogc khac Phuc hang/3 thang). | thoi diém tiép héﬁg bing thaph cong
201 hoi g,;ian thige | dichvucothdi | cép dich vu co trong khoang trong khoang Miic theo nhan khiéu nhan cong va nhan
Ma | gg};(y > lap dich vy trong | &ian thiét 14p thoi gian thiét thoi gian <36 | thoi gian <72 QCVN nai). qua dién dugc tin
don | o h ohé " | Khoang thoi gian | dich vu trong lap dich vu trong | gi0). Mc theo | gi0). Muc theo | 84:2014/BTT | Muctheo | thoailao4 | MEU tra 10
vi P < 5 ngay). Mirc khoang thoi gian | khoang thoi gian QCVN QCVN TT:<0.25 QCVN i 5 trong Cua.dlg:fl
theo OCVN | < 12 ngay). Mitc | <20 ngay). Mirc | 84:2014/BTTTT | 84:2014/BTTTT B4:2014/BTT | noty: 24 oiey | 03 vien
84:2014/BTTTT | theo QCVN theo QCVN +Z90% +290% TT:100% | trongngay | tondVvond
.S 90% 84:2014/BTTTT | 84:2014/BTTTT: 60 giay: =
- 1> 90% > 90% 80%
@] @ 3) (4) () (6) (7) (8 &) (10) (11) (12) (13)
1 | AGG | AnGiang 100% 99.63% 99.85% 100% 98.97% 99.94% 0 100% 24 99.56%
2 | BDG | Binh Duong 100% 98.18% 98.25% 99.87% 98.64% 99.83% 0 100% 24 92.41%
3 | BDH | Binh Pinh 99.99% 100% 100% 100% 95.18% 96.92% 0 100% 24 95.16%
4 | BGG | Bic Giang 100% 99.97% 99.93% 100% 99.39% 100% 0 100% 24 100%
5 | BKN Bic Can 100% 99.92% 100% 100% 99.26% 99.88% 0 100% 24 100%
6 | BLU Bac Liéu 100% 100% 99.53% 100% 99.73% 100% 0 100% 24 92.41%
7 | BNH Bic Ninh 100% 100% 100% 100% 100% 100% 0 100% 24 100%
8 | BPC | Binh Phuéc 100% 100% 100% 99.93% 100% 100% 0 100% 24 96.80%
9 | BTE Bén Tre 99.95% 100% 100% 100% 99.65% 99.92% 0 100% 24 94.71%
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Dich vu hd trg khach

Chi tiéu Thaoi gian thiét 1ap dich vu. v e z . hang
(mike quy dinh theo QCVN 84:-2014/BTTTT) Thoi gian khac phyc dich vu Hoi Am Khibu | (mite quy dinh theo OCVN
nai ciia 84:2014/BTTTT)
. L Khiéu nai | khach hang o
Pon vi b6 khi Trudng hop Truwong hq:p co tlAnet lap dwong ciia khdch | (Ty 1¢ hdi am Ty lel cuge
0 Kha Khone 15p dit day thué bao ) hang vé cht | khiéunaicho | Thei o goi toi dich
dung ciia ong lap da No6i thanh. thi Thi trin. xa U nal 01 gian ha
dich duwong day thu@ . sy T , f DV X3 lwgng dich khach hang cung cip vy o tro
S6 feh v bao (Ty 1é s6 Noi thanh, thi | Thj tran, xa, xa (Ty 1€ 6 lan lang (Ty1€s0 | yy (Sé khiéu trong thoi han | dich vu he kh,QCh hang
T Mt theo hon e o x& (Ty 1& so hop | lang (Ty 1 so mat dich vu lan mét dich vu | 141/100 khach | 48 gidy ké tir ‘o khach chiém mach
QCVN Op dong cung X B N d khic ph d khic ph ¢ . R e trg khac thanh c
T 84-2014/B chp dich vu c6 dong cung cap hop dong cung uge khac phuc uoe khac phuc | hang/3 thang). | thoi diém tiep hang bing arl cong
N thoi f,;ian thidt | dichvucothoi | cap dich vu co trong khoang trong khoang Muc theo nhan khiéu nhan cong va nhén
M3 i TTT.0 > lap dich vu trong gian thiét 1ap thoi gian thiét thoi gian < 36 thoi gian < 72 QCVN nai). qua dién fiu’qc tin .
don th‘f‘ h ohé 99.5% khoang thoi gian | dich vu trong | 1ap dich vu trong | gi®). Mc theo | git). Muc theo | 84:2014/BTT |  Muirc theo | fhopija 24 | MUtraloi
vi anfi pho : .. | khoang thoi gian | khoang thoi gian QCVN QCVN TT:<0.25 QCVN cua dién
: < 5 ngay). Muc _ _ gio trong oA
theo QCVN < 12 ngay). Mrc | <20 ngay). Muc | 84:2014/BTTTT | 84:2014/BTTTT 84:2014/BTT | ngay: 24 giv thoai vién
. 0 . 0 : )
84:2014/BTTTT | theo QCVN theo QCVN +290% +290% TT:100% | trong ngay | ondvong
.S 90% 84:2014/BTTTT | 84:2014/BTTTT: 60 giay: =
- 1> 90% >90% 80%
ORNY) 3) (4) () (6) (7) (8) (9) (10) (11) (12) (13)
10 | BTN | Binh Thujn 99.99% 99.25% 100% 99.31% 100% 100% 0 100% 24 99.38%
11 | CBG | CaoBing 99.98% 99.97% 100% 100% 100% 100% 0 100% 24 100%
12 | CMU Ca Mau 100% 99.98% 100% 99.97% 100% 100% 0 100% 24 92.17%
13 | CTO Cin Tho 100% 91.83% 84.91% 94.43% 99.56% 99.52% 0 100% 24 99.34%
14 | DBN | Dién Bién 100% 100% 100% 100% 99.68% 100% 0.122 100% 24 100%
15 | DLC Pic Lic 100% 99.98% 100% 100% 99.42% 99.93% 0 100% 24 95.71%
16 | DNG Pa Niing 100% 100% 100% 99.13% 99.89% 99.82% 0 100% 24 95.02%
17 | DNI DPong Nai 100% 99.84% 99.32% 100% 97.43% 95.22% 0 100% 24 94.67%
18 | DNO | Dic Nong 100% 99.83% 100% 100% 98.40% 99.42% 0 100% 24 100%
19 | DTP | Déng Thap 100% 99.83% 97.55% 98.12% 98.98% 100% 0 100% 24 91.36%
20 | GLI Gia Lai 100% 99.97% 100% 100% 99.70% 98.85% 0 100% 24 99.45%
21 | HAG | Héiu Giang 100% 99.33% 99.46% 99.95% 96.66% 99.78% 0 100% 24 92.40%
22 | HBH Hoa Binh 100% 100% 100% 100% 99.82% 100% 0 100% 24 96.80%
23 | HCM | Hé Chi Minh 100% 100% 100% 100% 99.28% 99.15% 0 100% 24 98.68%
24 | HDG | Hai Duong 100% 99.93% 100% 100% 97.99% 100% 0 100% 24 99.54%
25 | HGG | HaGiang 100% 99.87% 100% 100% 99.55% 100% 0 100% 24 96.65%
26 | HNI Ha Noi 100% 100% 99.98% 100% 99.31% 99.42% 0.004 100% 24 93.54%
27 | HNM Ha Nam 100% 100% 100% 100% 100% 100% 0 100% 24 99.68%
28 | HPG | Hai Phong 100% 96.32% 100% 100% 92.97% 98.93% 0.019 100% 24 99.83%
29 | HTH Ha Tinh 100% 100% 100% 100% 99.18% 99.24% 0 100% 24 93.54%
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Dich vu hd trg khach

Chi tiéu Thaoi gian thiét 1ap dich vu. v e z . hang
(mike quy dinh theo QCVN 84:-2014/BTTTT) Thoi gian khac phyc dich vu Hoi Am Khibu | (mite quy dinh theo OCVN
’ nai ciia 84:2014/BTTTT)
. o . Khieu nai khach hang o
Pon vi . Trudng hop Truong hq:p co tlAnet lap duwong ciia khach (TY 16 hdi 4m TY 1¢’ cudc
Do kha NI day thué bao 3 A chi A : . goi toi dich
. khéng Lip dit . hang vé chat | khiéu nai cho Thoi gian Y
dung cua N Noi thanh, thi | Thi tran, xa : 2ch ha : vu hd trg
) dich duwong day thu@ . x o 1A A 1A- NI lwong dich khach hang cung cap b
SO M!' ;III'L bao (T}v, 16 Sé) N@l thz‘mh,rthi Th! tran, Xﬁ,, xa (:Fy 1.6 $0 lan Lang STy 1€ s0 vu (S@ khiéu trong thoi han dich vu hd kha;Ch hang
T Q‘Ié\t/Neo hop déng cung | & (TY 1& s hop | lang (Ty 1é s0 matdichvu | lan mat dich vu | nai/100 khach | 48 giokétr | rg knach | chicm mach
T 84'2014/B chp dich vu ¢6 dong cung cap hop dong cung duoc khac Phuc duoc khac ]E)hl,lc hang/3 thang). | thoi diém tiép héhg bing tharlh C?ng
N thoi f,;ian thidt | dichvucothoi | cap dich vu co trong khoang trong khoang Muc theo nhan khiéu nhan cong va nhén
Ma | gng,'o/ = | lap dich vy trong | &ian thiétlap | thoi gian thiés thoi gian <36 | thoi gian < 72 QCVN nai). quadien | duoctin
don the‘ml,l hé 270 khodng thoi gian dich vu trong lap dich vu trong | g10). Muc theo | gio). Murc theo | 84:2014/BTT Mitc theo thoai 14 24 hlqzu tre.lAlcn
vi p < 5 ngay). Mitc khoang thoi gian | khoang thoi gian QCVN QCVN TT:<0.25 QCVN i 5 trong cua.dlc:an
< oo QC\/ " < 12 ngay). Mtrc | <20 ngay). Muc | 84:2014/BTTTT | 84:2014/BTTTT 84:2014/BTT | ngay: 24 giv thoai V}én
84:2014/BTTTT theo QCVN theo QCVN :290% :>290% TT: 100% trong ngé.y trong. yong
.S 90% 84:2014/BTTTT | 84:2014/BTTTT: 60 giay: =
- 1> 90% >90% 80%
@] @ 3) (4) () (6) (7) 8 ©) (10) (11) (12) (13)
30 | HUE | Thua Tpen 100% 99.96% 100% 100% 100% 100% 0 100% 24 96.20%
31 | HYN | Hung Yén 100% 100% 100% 100% 100% 99.97% 0 100% 24 100%
32 | KGG | Kién Giang 100% 99.17% 98.02% 99.76% 96.24% 98.67% 0.003 100% 24 93.77%
33 | KHA | Khéanh Hoa 100% 100% 100% 100% 99.76% 99.84% 0 100% 24 100%
34 | KTM Kon Tum 100% 100% 100% 100% 100% 100% 0 100% 24 93.73%
35 | LAN Long An 99.99% 99.74% 100% 100% 96.47% 99.79% 0 100% 24 93.75%
36 | LCI Lao Cai 100% 100% 100% 100% 99.25% 100% 0 100% 24 98.96%
37 | LCU Lai Chau 100% 100% 100% 100% 99.86% 100% 0 100% 24 100%
38 | LDG | Lam Pong 100% 100% 100% 100% 100% 100% 0.072 100% 24 95.93%
39 | LSN Lang Son 100% 100% 100% 100% 100% 100% 0.009 100% 24 99.96%
40 | NAN Nghé An 100% 99.45% 99.18% 99.71% 99.59% 99.86% 0 100% 24 95.01%
41 | NBH | NinhBinh 99.82% 100% 100% 100% 100% 99.91% 0 100% 24 96.90%
42 | NDH | Nam Dinh 100% 99.99% 100% 99.98% 100% 100% 0 100% 24 93.99%
43 | NTN | Ninh Thuén 100% 99.96% 100% 100% 100% 100% 0 100% 24 99.40%
44 | PTO Phu Tho 99.99% 99.73% 100% 99.24% 99.77% 99.50% 0 100% 24 99.82%
45 | PYN Phu Yén 100% 100% 100% 100% 98.27% 99.57% 0 100% 24 95.16%
46 | QBH | QuingBinh 100% 98.79% 99.07% 97.56% 98.01% 98.33% 0 100% 24 90%
47 | QNH | Quang Ninh 100% 99.76% 99.93% 100% 99.95% 99.89% 0 100% 24 98.14%
48 | QNI | Quing Ngai 100% 100% 99.68% 97.62% 5% 71.76% 0 100% 24 100%
49 | QNM | Quiéng Nam 99.98% 99.62% 99.82% 99.88% 99.76% 100% 0 100% 24 95.16%
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Dich vu hd trg khach

Chi tiéu Thaoi gian thiét 1ap dich vu. v e z . hang
(mike quy dinh theo QCVN 84:-2014/BTTTT) Thoi gian khac phyc dich vu Hoi Am Khibu | (mite quy dinh theo OCVN
nai ciia 84:2014/BTTTT)
Truime hoo 6 thik 1an dut Khiéu nai | khach hang 015 eud
Don vi o Truémg hop ruwong hop cé thiét 1ap duong cia khach | (Ty 1¢ hoi am yle cuoc
Do kha Khéne 150 dat day thué bao ) hang vé chat | khicunai cho | Thoi of goi t6i dich
dung ciia ong lap da Néi thanh. thi Thi tri ~ ’ \ 01 glan ha
dich duwong day thu@ . sy T , f DV X3 lwgng dich khach hang cung cip vy o tro
S6 feh v bao (Ty 1é s6 Noi thanh, thi | Thj tran, xa, xa (Ty 1€ 6 lan lang (Ty1€s0 | yy (Sé khiéu trong thoi han | dich vu he kh,QCh hang
T Mué \t/hNeo hop déng éung Xa (Ty 1é s6 hop lang (:r}”, 18 sb mat dlgh vu lan mat ghch VU | 1ai/100 khach | 48 gio K& tur tfo’ kh.él ch chl\ém nlach
T 5 4Q_201 g | cipdichvuco |dongcungcap | hop dong cung dugc khac phuc | dugc khac phue | hang/3 thang). | thoi diém tiép | pang bing | TaMN CONG
N thoi f,;ian thidt | dichvucothoi | cap dich vu co trong khoang trong khoang Muc theo nhan khiéu nhan cong va nhén
M3 —_— TTT.0 > lap dich vu trong gian thiét 1ap thoi gian thiét thot gian < 36 thoi gian < 72 QCVN nai). qua dién fiu’qc tin .
don th‘f‘ h ohé 99.5% khoang thoi gian | dich vu trong lap dich vy trong | gi0). Mirc theo | gio). Murc theo | 84:2014/BTT | Muic theo thoai 1404 | Dicutra loi
vi anfi pho < : .. | khoang thoi gian | khoang thoi gian QCVN QCVN TT:<0.25 QCVN cua dién
' < 5 ngdy). Muc 3v). M ; vc | 84:2014/BTTTT | 84:2014/BTTTT GIOTIONG | 4 1ai vid
theo QCVN <12 ngay). Muc | <20 ngay). Mitc : ] ) O 84:2014/BTT ngdy: 24 gid thoai vién
84:2014/BTTTT | theo QCVN theo QCVN +290% +290% TT:100% | trong ngay | o9 vond
.S 90% 84:2014/BTTTT | 84:2014/BTTTT: 60 giay: =
- 1> 90% >90% 80%
L] @ 3) (4) (5) (6) (7) (8) 9 (10) (11) (12) (13)
50 | QTI | QuingTri 100% 99.84% 100% 100% 97.08% 99.40% 0 100% 24 99.85%
51 | SLA | SonLa 100% 99.98% 100% 100% 99.91% 99.79% 0.062 100% 24 100%
52 | STG | Séc Tring 100% 100% 100% 100% 100% 100% 0.005 100% 24 92.40%
53 | TBH | ThaéiBinh 100% 99.80% 100% 100% 100% 100% 0 100% 24 100%
54 | TGG | Tién Giang 99.99% 100% 100% 100% 100% 100% 0 100% 24 98.14%
55 | THA | Thanh Hea 100% 99.89% 99.89% 99.99% 99.65% 99.87% 0 100% 24 95.73%
56 | TNH | Tay Ninh 100% 99.98% 100% 100% 97.33% 99.82% 0 100% 24 92.41%
57 | TNN | Thai Nguyén 100% 99.99% 100% 100% 99.87% 100% 0 100% 24 93.41%
58 | TQG | Tuyén Quang 99.99% 99.93% 100% 100% 100% 99.81% 0 100% 24 100%
59 | TVH | Travinh 100% 99.95% 100% 100% 98.50% 99.82% 0.005 100% 24 96.83%
60 | VLG | Vinh Long 100% 100% 100% 99.83% 100% 99.67% 0 100% 24 94.42%
61 | VPC | Vinh Phic 100% 99.91% 100% 100% 99.34% 99.17% 0 100% 24 95.96%
62 | VTU V‘fﬁlg‘{;‘au 100% 99.03% 99.41% 100% 95.16% 98.17% 0 100% 24 92.41%
63 | YBI | YeénBai 99.91% 100% 100% 100% 99.95% 99.94% 0 100% 24 100%
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