TAP POAN CONG HOA XA HQI CHU NGHIA VIET NAM

BUU CHINH VIEN THONG Pjc 1ap — Tw do — Hanh phc
VIET NAM
$6:9212/VNPT-CLG-TL Ha Ngi, ngay gthang pmim 2023

V/v bao céo dinh ky chat luong
dich vu phét ;hanh, truyen hinh
dinh ky lan 2 nam 2023

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 Truyen thong.
I. Théng tin don vi cung cap dich vu:
- Tén don vi cung cap dich vu: Tap doan Buu chinh Vién thong 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: 2023

- Bao cao dinh ky lan 1 cho 6 thang dau nam (Tt .../.../20... - .../.../20...) O

- Bao c4o dinh ky 1an 2 cho 12 thang (s liéu bao céo tir 25/11/22-24/11/23) ™

I11. Noi dung béo céo:

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

(Chap hanh: Ddnh ddu M ; Chua chip hanh: Pdnh ddu X )

- Thuc hién cdng bé chat luong theo quy dinh 4]

- 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|
- Thyc hién do kiém dinh ky |
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2. Két qua do kiém chat lweng dich vu

- Pon vi thyc hién do kiém: Tap doan Buu chinh Vién thdng Viét Nam
Dia chi: 57 Huynh Thic Khang, Quan Bong Da, TP. Ha Noi

- Thoi gian thuc hién do kiém: tir 25/11/2022 dén 24/11/2023

- Pia 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 hi¢n theg cac quy
dinh cua Thong tu sé 24/2016/TT-BTTTT va Quy chuan ky thuat qUOc gia so

84:2021/BTTTT va cac vian ban hudng din caa Bo Thong tin va Truyén théng.

ot S6 lwong mau do kiém thuc :[e. Tuan thu theo cac quy dinh ctua Thong tu
S0 24/2016/TT-BTTTT va Quy chuan ky thuat quoc gia so 84:2021/BTTTT va
cac van ban huéng dan cua Bo Thong tin va Truyen thong.

- Két qua do kiém theo tiing tinh, thanh phd tai Phy luc 1 va Phu luc 2 giri kém
theo cong van nay.

Tran trong./.

Noi nhgn: TL. TONG GIAM POC

- Nhu trén; TRUQGNG-BAN CHAT LUQONG

- TGD TD (dé b/c) 1

- Cac PTGD TP (dé blc);

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

- Cac VNPT tinh, thanh phé;

- Cac Ban CN, PCTT (dé ph/h);

- Luu: VT, CLG.

, m- aom \
] aUu CHINH P

S6 eOffice: 945730 /VBKS



TAP POAN

BUU CHINH VIEN THONG

VIET NAM

CONG HOA XA HOI CHU NGHIA VIET NAM

PHU LUC 1

Déc 1ap — Tw do — Hanh phuc

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

Ky bao cao ky 2 nam 2023

(Ban hanh kém Céng vin sb: 9212 /VNPT-CLG-TL)

Chi tiéu

Pon vi, Tinh, thanhphd

Chi tiéu chit lwong tin hiéu Video
(tén chi tiéu, tham so, mirc quy dinh theo QCVN 84:2021/BTTTT)

Céc chi tiéu truyén dan doi véi dich vu SDTV, VoD mid MPEG-4
(H.264) (toc do bit ciia luong truyen tiai 3 Mbp/s)

Céc chi tiéu truyén dan doi v6i dich vu HDTV, VoD ma
MPEG-4 (H.264) (toc d¢ bit ciia luong truyen tai 8 Mbp/s)

SH Piém chat T 16 mét o6t
inh 4 Y g, ¢ mat goi
m lu?:tjgnglgﬁ]ﬁnh Chu ky mat goi Khoang cdch 052: llliéﬁ(agté;le:?]) C}ltzggﬂgm Khodang cdch tz% ciia luégng
M3 don vi VN‘PT tint’l, MOS (diém Rung pha tuong ung trong m}c.it g0i (Su’ ‘kién trung binh tirong Rung pha trong A gbi I?/idf gf’i (su VId(?O IP trung
: thanh pho MOS): > 3,0 (ms): <50 cac goi IP (gbi | loi trong gio): < img: (ms): <50 IP (q6i IP): kl,en. {01 trong | binh twong
IP): <6 1 <585 E-06 ~14 gio): <1 ung:
<5, <1,28 E-06
1) (2) 3) (4) (5) () (8) 9) (10) (12) (13) (14)
1 AGG An Giang 4,33 0,03 0 0 0 0,02 0 0 0
2 BDG Binh Duong 4,22 0 0 0 0 0,09 0 0 0
3 BDH Binh Dinh 4,22 0 0 0 0 0 0 0 0
4 BGG Biic Giang 4,23 12,4 0 0 0 9 0 0 0
5 BKN Biic Can 4,39 0,02 0 0 0 0,03 0 0 0
6 BLU Bac Liéu 4,22 0 0 0 0 0 0 0 0
7 BNH Biic Ninh 4,16 0,38 0 0 0 0,5 0 0 0
8 BPC Binh Phudc 4,26 1,08 0 0 0 0,58 0 0 0
9 BTE Bén Tre 4,25 0 0 0 0 0 0 0 0
10 BTN Binh Thuin 4,16 8,78 0 0 0 8,33 0,11 0 5,0E-08
11 CBG Cao Biing 4,25 1 0 0 0 0,36 0 0 0
12 CMU Ca Mau 4,25 0,79 0 0 0 0,37 0 0 0
13 CTO Cin Tho 4,29 2,2 0 0 0 4,12 0 0 0
14 DBN Pi¢n Bién 4,24 10,73 0 0 0 7,82 0 0 0
15 DLC Pic Lic 4,18 2,5 0,17 0 2,6E-07 1,92 0,25 0 2,2E-07




Chi tiéu

Pon vi, Tinh, thanh phd

Chi tiéu chat lwgng tin hi¢u Video
(tén chi tiéu, tham so, mirc quy dinh theo QCVN 84:2021/BTTTT)

Céc chi tiéu truyén din doi véi dich vu SDTV, VoD mid MPEG-4
(H.264) (toc d¢ bit ciia luong truyen tiai 3 Mbp/s)

Cac chi tiéu truy("%n' din doi véi dich va HDTV, VoD ma
MPEG-4 (H.264) (toc d¢ bit ciia luong truyen tai 8 Mbp/s)

SH Diém chat T 16 més odi
soh 4 R Ty g ¢ mat goi
o luﬂiglgﬁﬁnh Chu ky mat géi | Khodng cach Ty fe Iy “ ot o Chu ky m?t 0t Khoang cach l‘i)l; ciia luégng
, | , I .. | cua luong video IP twong ung £ 9. .
M3 don vi VN‘PT tml}’ MOS (diém Rung pha tuong g trong m:c.zt g0i (Su’ ‘kl,en trung binh tirong Rung pha trong A gbi l'nﬁat goi (su VId(?O IP trung
: thanh pho MOS): > 3.0 (ms): <50 cac goi IP (géi | loi trong gio): < img: (ms): <50 IP (q6i IP): kl,en' {01 trong bzn}f twong
IP): <6 1 <585 E-06 =14 gio): <1 ung:
<5, <1,28 E-06
(1) (2) ©) (4) () (1) (8) 9) (10) (12) (13) (14)
16 DNG Pa Ning 4,3 0,43 0 0 0 0,43 0 0 0
17 DNI Dong Nai 4,23 0,64 0,36 0 8,0E-07 0,07 0 0 0
18 DNO Dic Nong 4,2 1,38 0 0 0 2,08 0 0 0
19 DTP Pong Thap 4,39 0,21 0 0 0 0,31 0 0 0
20 GLI Gia Lai 4,2 1,51 0,4 0 7,3E-07 0,75 0,06 0 1,7E-07
21 HAG Hiu Giang 4,17 2,11 0,78 0 5,1E-07 0,25 0,25 0,13 9,0E-08
22 HBH Hoa Binh 4,2 0 0 0 0 0 0 0 0
23 HCM H0 Chi Minh 4,4 0 0 0 0 0 0 0 0
24 HDG Hai Dwong 4,17 0 0 0 0 0 0 0 0
25 HGG Ha Giang 4,26 0,66 0 0 0 0,63 0 0 0
26 HNI Ha Noi 4,29 0 0 0 0 0 0 0 0
27 HNM Ha Nam 4,13 0 0 0 0 0 0 0 0
28 HPG Hii Phong 4,14 15,62 2,21 0 0 12 4,03 0 0
29 HTH Ha Tinh 4,14 9,93 0 0 0 4,29 0 0,14 0
30 HUE Thira Thién Hué 4,4 0,06 0 0 0 0,04 0 0 0
31 HYN Hung Yén 4,18 0 0 0 0 0 0 0 0
32 KGG Kién Giang 4,27 0,06 0 0 0 0,06 0 0 0
33 KHA Khanh Hoa 4,2 0,55 0 0 0 0,09 0,09 0 2,0E-08
34 KTM Kon Tum 4,23 0 0 0 0 0 0 0 0
35 LAN Long An 4,24 0 0 0 0 0 0 0 0
36 LCI Lao Cai 4,27 9,82 0,41 0 4,7E-07 8,12 0,04 0 2,0E-08
37 LCU Lai Chau 4,25 7,63 0,5 0 4,3E-07 6,75 0 0 0
38 LDG Lam Dong 4,21 0,27 0 0 0 1,82 0,09 0 8,0E-08
39 LSN Lang Son 4,29 9,23 0,08 0 1,9E-07 5,96 0 0 0
40 NAN Ngh¢ An 4,39 7,7 0 0 0 8,31 0 0 0
41 NBH Ninh Binh 4,23 0,43 0 0 0 1,82 0,12 0 8,0E-08
42 NDH Nam Dinh 4,21 0 0 0 0 0 0 0 0




Chi tiéu

Pon vi, Tinh, thanh phd

Chi tiéu chat lwgng tin hi¢u Video
(tén chi tiéu, tham so, mirc quy dinh theo QCVN 84:2021/BTTTT)

Céc chi tiéu truyén din doi véi dich vu SDTV, VoD mid MPEG-4
(H.264) (toc d¢ bit ciia luong truyen tiai 3 Mbp/s)

Cac chi tiéu truy("%n' din doi véi dich va HDTV, VoD ma
MPEG-4 (H.264) (toc d¢ bit ciia luong truyen tai 8 Mbp/s)

SH Piém chét T 16 mét o6i
h A N ITOr g ¢ mat goi

T ] luﬂigfﬁ]ﬁnh Chu ky mat goi Ighoa?i?g cdc.hA czg ZZSOAZZ?EZZU;P C@Zﬁ;ﬁ;gm thdng.cdch Z‘ZJI; ciia luégng

M3 don vi VN‘PT tml}’ MOS (diém Rung pha tiong ung trong m:c.lt gO0i (Su’ ‘kz:en trung binh tirong Rung pha trong A gbi l'nﬁat goi (su VId(?O IP trung
thanh pho MOS): > 3.0 (ms): <50 cac goi IP (géi | loi trong gio): < img: (ms): <50 IP (q6i IP): kl,en' {01 trong bzn}f twong
IP): <6 1 <585 E-06 =14 gio): <1 ung:
<5, <1,28 E-06

(1) (2) ©) (4) () (1) (8) 9) (10) (12) (13) (14)

43 NTN Ninh Thufn 4.4 0,07 0 0 0 0,07 0 0 0

44 PTO Phii Tho 4,4 0,25 0 0 0 0,21 0 0 0

45 PYN Phu Yén 3,73 0 0 0 0 0 0,22 0 0

46 QBH Quing Binh 4,32 0 0 0 0 0,03 0 0 0

47 QNH Quing Ninh 4.4 0,39 0 0 0 0,23 0 0 0

48 QNI Quiing Ngii 4,23 0 0 0 0 0 0 0 0

49 QNM Quing Nam 4,23 9,38 0 0 0 8,89 0 0 2,9E-07

50 QTl Quang Tri 4.4 0,04 0 0 0 0,04 0 0 0

o1 SLA Son La 4,24 0 0 0 0 0 0 0 0

52 STG Séc Tring 4,21 0 0 0 0 0 0 0 0

53 TBH Thai Binh 4.2 0 0 0 0 0 0 0 0

54 TGG Tién Giang 4,17 4,12 0,29 0 0 4,18 0,24 0 0

55 THA Thanh Hoéa 4,22 0 0 0 0 0 0 0 0

56 TNH Tay Ninh 4,18 0,6 0 0 0 0,1 0 0 0

57 TNN Thai Nguyén 4,2 7 0,44 0 0 6,12 0,29 0 0

58 TQG Tuyén Quang 4.4 0,09 0,11 0,04 0 0,08 0,07 0 0

59 TVH Tra Vinh 4,14 8,75 0,17 0 2,7E-07 4,58 0,08 0 7,0E-08

60 VLG Vinh Long 4,21 6,25 0,38 0,06 0 5,25 1,06 0,06 0

61 VPC Vinh Phiic 4,23 0 0 0 0 0 0 0 0

62 | vry | PRER T 44 03 0 0 0 0,28 0 0 0

63 YBI Yén Bai 4,22 0 0 0 0 0 0 0 0




TAP POAN

BUU CHINH VIEN THONG

VIET NAM

CONG HOA XA HOQI CHU NGHIA VIET NAM

PHU LUC 2
KET QUA TU PO KIEM CHI TIEU CHAT LUQNG PHUC VU DICH VU TRUYEN HINH - IPTV

Ky bao cdo ky 2 nam 2023
(Ban hanh kém Coéng vin sb: 9212/VNPT-CLG-TL)

Poc lap — Tu do — Hanh phic

Theoi gian khic phuc dich vu

Hoi Am khiéu nai cia khach hang

Dich vu tr¢ giup khach hang

Chi tiéu Théi gian thiét 13p dich vu
. . N @401 (murc quy dinh theo QCVN <X - (mirc quy dinh theo QCVN (mirc quy dinh theo QCVN
(mire quy dinh theo QCVN 84:2021/BTTTT) 84:2021/BTTTT) ﬁ‘;iﬁ Ei'ig“ii 84:2021/BTTTT) 84:2021/BTTTT)
) Trwong hep chua c6 dudng day chit lwong dich Ty 18 hoi é}m (gpi
Don vi thué bao Vi dién thoai, nhan
\ < — 8 S khibu nai ctia | ¢ 18 pA; aq | N, gl email,.) A A
o sk dwomg | N0 thanh, | ThE trin X3, | Khich hing vé | (aunnan ban) | Khiéy i cua 6 dioh o 13
P$ kha dung |day thué bao:|”c- Ty 1& s6 hop | ya- lana: ig GIC khicu nai  cua khach han Thoi gian cung | trg khach hang
= dich vu. | TV 1& sb hop | Ty 1€ so hop| .3 X S i 9- ., |vu(quacichinh | pNCCDV  cho 9| c&p dich vu tro | chiém  mach
Sé cua dich vu.| 7 & | dong cung chp dgng cung cap | Ty 1¢ so lan mat | Ty 1¢ s0 lan mat | thye:  giri van khach ha trong thoihan48 | .~ khach hana | thanh cona. va
T Mic quy dinh | dong cung cip | one SR8 DR dich v ¢ th3i | gich vu duge | dich Ve duoe | ban e dign | o P9 o ke i thoi | 9P Kdch hing | thanh cong v
theo QCVN dich vu co thoi | ¢ © ~ | gian thiét 1ap | phz : i e - j > 8C . UYL | trong tbGl han 48 | $.; . ~_ | bang nhan cong | nhan dugc tin
T . gian thiét lap | gian thiét lap | 5 khac phuc trong | khac phuc trong | thoai, nhdn tin, | giey k& tir thoi | ST UeP nhan | o ® dien thoai. | hiéu tra 10 cua
Ma | Tinh. |84202U/BTTT | & " dich vu trong | dih VU trong | khoang thoi gian | khoang thoi gian | gyi 2 oo | khiéu nai khong | U0 C o e
nh, . 5 99,50, dich wvu trong | dich vu 1o khoang thoi gian [ R < 36 v |[R < 72 gio 0y d1erp tiép nhan béng vin ban Mirc theo | dién tho\z_u vién
don | thanh khoang thoi gian | Khoang thoi gian E < 5 ) L ‘ LT - | email,...)/100 khiéu nai bang : 5 - | QCVN trong vong 60
vi phd v |[E < 5 ngay = ngay | Murc theo | Muc theo | khach ~ hang/3 < . < | (khach hang goi : o
! E < 3 ngay. = -7 | (khong tinh ngay ; don, van ban. | }.. . . | 84:2021/BTTTT | giay.
, (khong tinh ngay | ,x QCVN QCVN thang. , dién thOaI, nhan . .\ ,
Murc theo | \2HPTE 2V, thit 7 va cht | 84:2021/BTTTT | 84:2021/BTTTT ’ Murc theo | . .. |1 24 gio trong | Mirc theo
CVN 1€, thir 7 va chu : : Mirc theo | oCcVN tin, gul 5 CVN
Q 50 My nhat). £ >95% £ >95% CVN Q email,....) ngay Q
84:2021/BTTTT | nhdt). Muc theo |\ o - theo |~ = Q 84:2021/BTTTT |~ 84:2021/BTTT
Yy QCVN 84:2021/BTTTT | - 100 Mire theo > 200
1> 0 QCVN : 0 1> 80%
84:2021/BTTTT : <0.25 QCVN
> 90% 84:2021/BTTTT 84:2021/BTTTT
= £ > 90% :
:290% : 100%
@ @ 3) (4) (5) (6) (7) (8) 9) (10) (11) (12) (13) (14)
1 | AGG Gﬁ?]g 99.99% 100% 100% 100% 100% 99.97% 0 100% 100% 24 97.95%
2 | BDG Di'ﬂﬁg 99.99% 99.71% 99.69% 100% 98.83% 99.85% 0 100% 100% 24 97.95%
3 | BDH g'l::: 99.99% 97.84% 99.48% 99.72% 90.79% 93.62% 0 100% 100% 24 98.53%
4 | BGG G]?;l;g 100% 100% 99.26% 100% 99.47% 100% 0 100% 100% 24 98.11%
5 | BKN ggfl 100% 99.44% 99.26% 100% 90.06% 98.36% 0 100% 100% 24 100%
6 | BLU fgﬁ 99.99% 99.84% 99.81% 100% 99.53% 100% 0 100% 100% 24 97.95%
7 | BNH ,\]?I?]% 100% 99.61% 99.61% 100% 96.89% 98.18% 0 100% 100% 24 99.06%
8 | BPC PE;'EQC 100% 99.99% 100% 100% 98.99% 100% 0 100% 100% 24 97.95%




Thoi gian khic phuc dich vu

Hoi am khiéu nai cia khach hang

Dich vu tr¢ giup khach hang

Chi tiéu Thoi gian thiét 13p dich vu
. . N QA . (mirc quy dinh theo QCVN . X . (mirc quy dinh theo QCVN (mirc quy dinh theo QCVN
(mire quy dinh theo QCVN 84:2021/BTTTT) 84:2021/BTTTT) e ;‘:;gcti 84:2021/BTTTT) 84:2021/BTTTT)
) Trwong hop chua cé duwong diy chit lwong dich T}Z 1¢ hoi am (g?i
Don vi thué bao vy , d_u;n tvh_oal, n_han
Trudng hop di Thi trin. x3 S0 khiéu nai cﬁz} Ty 18 hdi Am EE:Agu’l emall,:.) Ty 1& cude goi
c6 sin dwong | NOi thanh, thi| = =77 ° . khach hang Ve | (Gonvan ban) | SicU mar cud toi dich vu hd
A R 81 s lang: . Noi thanh, thi | Thi tran, x&, | chit lvone dich | L1s4. . .- | DNCCDV cho o 1T
P$ kha dung day thué bao: | Xa , Ty 1& sb hop | ya- Lt ong dl khiéu nai cua . N Thoi gian cung | tro khach hang
: : ;1A A TV 16 s6 h J 6 P | xa: lang: vu (qua céc hinh khach hang | z = . 2
. ciia dich vu.| Ty 1& so hop | 1Y € op dong cung cAp | Tv 18 <& 1An ma O A DNCCDV cho .. cap dich vu tro | chiém  mach
SH : N * | ddng cung cap | . ) | Ty 1€ s0 lan mat | Ty 1€ s 1an mat | thge: o vin . N trong thoi han 48 | .- . \ N A .
M dinh | dong cung cap g g P | 4ich 5 the . . g khach hang | .. =z ... .. | gilp kh&ch hang | thanh cbng va
T uc quy din ) o | dich 5 thei | e V8 €O Ol dich vy duge | dich vu  dugc | pan. coi  dién . gid ké tur thoi | 7 N A « .
theo CVN | dich vu c6 thoi | dich vu co thol | . thidt 14 P P > 801 QIeN | trong thoihan48 | 9.2 .« ~_ | bang nhan cong | nhan dugc tin
T Q . X 1A ‘ thiét 1ap | 8@ tuet fap | khac phyc trong | khac phuc trong | thoai. nhdn tin. | ;s L& v v | di€m ti€p nhan " il I
84:2021/BTTT | gian thiét lap | &lan 1€t 4P | dich ¢ ; . X . al, > | gio ke tur thoi A S qua di¢n thoai. | hi¢u tra 161 cta
M& | Tinh, : / Sich vu  trono | dich v trong ieh v rong | khoang thoi gian | khoang thoi gian gt diém tiép nhan khiéu nai khong Mt theo | dicn thoai vien
don | thanh :299.5% 160 Ve oS khoane thoi gian khoang thoi gian | R < 36 gio. [R < 72 gio. email,...)/100 % . .3 | bang van ban ' N
! ! khoang thoi gian g B E <75 ngay | v h , h all,..)1 LY khiéu nai bang Khach ha . | QCVN trong vong 60
vi | phé E < 3 ngay |BE S 5 ngly| e o o0 | Mae theo | Mte theo | khach  hang/3 | don, van ban, | Chach NaNG 901 | 840021 /BTTTT | gidy
: = gay. Khona tinh nas (khong tinh ngay QCVN QCVN than L " | dién thoai, nhan ' -\ bl
Mtc theo | (Khong tinh ngay 13. thir 7 va chu : : g. Mtc theo | . : .. |1 24 gid trong | Muc theo
OCWN 1, thir 7 va cha | o W/ V& Ot 84:2021/BTTTT | 84:2021/BTTTT | Myc theo | QCVN tin, gui | s QCVN
- nhat). Mic theo | “H40- 12 95% 12 95% QCVN 2021/BTTTT | Cmail--.). Y 84:2021/BTTT
84:2021/BTTTT eV Mitc theo S g | B4202UBTTTT | oo 84:202
:2>90% _ QCVN o : 100% QCVN 1 >80%
84:2021/BTTTT _ 0 <0.25
.= 90% 84:2021/BTTTT 84:2021/BTTTT
= :>90% : 100%
IR ®3) (4) () (6) () (8) (9) (10) (11) (12) (13) (14)
9 | BTE .'}er‘e‘ 99.98% 100% 100% 99.99% 98.04% 99.59% 0 100% 100% 24 97.95%
10 | BTN TBl)llsz“t]n 100% 99.57% 99.86% 99.95% 100% 100% 0 100% 100% 24 97.95%
11 | CBG éﬁl"g 99.99% 99.87% 99.96% 100% 99.73% 100% 0 100% 100% 24 98.77%
12 |CMU I\Sl::u 100% 98.32% 99.84% 99.64% 97.98% 08.61% 0 100% 100% 24 97.95%
13 | CTO g;g 100% 93.65% 99.43% 100% 99.51% 98.26% 0 100% 100% 24 97.95%
14 | DBN gllgl; 100% 97.82% 100% 99.95% 87.97% 98.42% 0 100% 100% 24 98.11%
15 | DLC i)gz 100% 100% 100% 100% 100% 100% 0 100% 100% 24 98.54%
16 | DNG Ngig 100% 99.93% 100% 100% 100% 100% 0 100% 100% 24 98.53%
17 | DNI Dl\?:ig 100% 98.97% 100% 100% 99.65% 99.86% 0 100% 100% 24 97.95%
18 | DNO ,\*I’@?fg 99.99% 99.42% 99.62% 99.95% 98.64% 99.17% 0 100% 100% 24 95.75%
19 | DTP }T)ﬁgﬁ 100% 95.57% 99.94% 100% 96.74% 99.35% 0 100% 100% 24 97.95%
20 | GLI E:il 100% 99.86% 100% 99.93% 98.30% 99.56% 0 100% 100% 24 99.63%
21 | HAG Gl-ilgrlllg 100% 99.88% 99.88% 100% 96.92% 98.01% 0 100% 100% 24 97.95%
22 | HBH ;?}i 100% 100% 100% 99.67% 99.78% 100% 0 100% 100% 24 98%




Thoi gian khic phuc dich vu

Hoi am khiéu nai cia khach hang

Dich vu tr¢ giup khach hang

Chi tiéu Thoi gian thiét 1ap dich vu h : . . . >
(mitc quy dinh theo QCVN 84:2021/BTTTT) (m“’cs‘}l‘_‘gogll‘}g}'ﬁgcw Khiéu nai ciia (m“’cg‘jl‘_‘zyo‘;’l‘}g;lﬁ%CVN (m“’°8‘}1':‘go‘;!1'}g$$$%CVN
: khiach hang ve i — i i
b ) Trwong hop chwa co duwong day chit lwong dich g}i 1é 3}01 am (ﬁ?'
on vl thué bao vu 1en thoat, nhan
\ . - X 1chidu nad i  ia 1. . | tin, gui email,.. i a .
ruong hop 8 | (i thanh, i | Thi trin, xd, Eﬁaﬁlelﬁar;agl |13 16 hoi am hiéu nai cﬁ; 131 cuoe gol
¢ sin dudng ) 7 » Cllang: Noi thanh, thi| Thi trdn, x& | chit luone dich | QorYa" P4 I pNcepy cho | .. 01 dich vu ho
P$ kha dung day thué bao:|2d- Ty 1& sb hop | yx- lana: ng dl khiéu nai cua khach han Thoi gian cung | trg khach hang
) ciia dich vu,| TV 16 s6 hop | Ty 18 80 hop i gs 7o o cdp | o 1a < (i s g vu (qua cdc hinh | pNCCDV - cho . g cdp dich vu trg | chiém  mach
S X | dong cung cap Ty 1¢ s6 lan mat | Ty 1¢ sO lan mét | thye: g van . N trong thoihan 48 | .~ . N . R s
T Mirc quy dinh df)ng cung cap dich vu c6 thoi dich vu c6 thoi | gich vu duoc | dich vu duoc bén' coi dién khach B hang giy ké tir thoi gitp khaf:h hc'jlng thaAnh cong va
theo QCVN dich vu co thoi | © - 20 0 gian  thiét  lap g g . 8%, %0 | trong thoihan 48 | 2.2 i ~ | bang nhan cong | nhan duogc tin
T . ian thiét Ilap | gian thiét 1ap | 5 khac phuc trong | khac phuc trong | thoai, nhdn tin, | giey k& tir thoi | ST USP nhan | o ® dien thoai. | hicu tra 10 cta
Ma | Tinh 84:2021/BTTT | & 4P dich tron dich vu trong khoang thoi gian | khoang thoi gian | oy & £ ~_ | khieu nai khong dua s N P A
Inh, | o o dich wvu trong | dich Vvu lrong ; Ni o o .| 8ul diém ti€p nhan | < .o | Mrc theo | dién thoai vién
. :2>99.5% \ . khoang thoi gian | g < = 34 R < 72 ] ' ban ban
don | thanh khoang thdi gian | kKhoang thoi gian ; = g10. = 19-1 email,..)/100 | khidy nai bing | e Vel DA AeyN trong vong 60
i & ) < | B =5 ngay | My theo | Mitc theo | khach ~ hana/ 0278 | (khach hang goi | &, -
vi pho < E < 5 ngay A X ac ang/3 (
Mac — theo | 2 0 os o | 16 thir 7 va chi | 84:2020/BTTTT | 84:202UBTTTT | My Muc theo | i, gui | | 24 g0 trong | Muc - theo
QCVN 1€, thir 7 va chu R Muc theo QCVN nga QCVN
1at). Mitc theo | Mhay.- 1> 95% £ >95% CVN email,...). 98y
84:2021/BTTTT | nhat). Muc theo | o - theo Q 84:2021/BTTTT | .=~ 84:2021/BTTT
->90% QCVN CVN 84:2021/BTTTT - 100% Mure theo ©>80%
- 84:2021/BTTTT Q_ : <0.25 QCVN -
> 90% 84.2021/BTTTT 84:2021/BTTTT
= £ >90% : 100%
1| @ @3) (4) (5) (6) () (8) (9) (10) (11) (12) (13) (14)
23 | Hom | FOCM T 10006 100% 100% 100% 100% 100% 0 100% 100% 24 97.95%
24 | HDG Dfrl(?;g 100% 99.86% 100% 100% 97.65% 99.63% 0 100% 100% 24 98.11%
25 | HGG Ggig 100% 99.90% 100% 100% 100% 100% 0 100% 100% 24 98.11%
26 | HNI | Ha Noi 100% 100% 99.92% 99.99% 99% 98.86% 0.007 100% 100% 24 98.11%
27 |—':/|N N:Il?n 100% 100% 100% 100% 100% 100% 0 100% 100% 24 99.19%
28 | HPG PI:;:Q 100% 99.54% 100% 100% 98.18% 99.82% 0.019 100% 100% 24 98.11%
29 | HTH Tl?nah 100% 100% 100% 100% 100% 100% 0 100% 100% 24 98.11%
Thira
30 | HUE | Thién 100% 99.93% 100% 100% 100% 100% 0 100% 100% 24 97.67%
Hue
31 | HYN If(‘g‘r‘]g 100% 100% 100% 100% 100% 100% 0 100% 100% 24 98.11%
32 | KGG Clji:r?g 99.99% 98.45% 99.22% 99.83% 95.82% 96.20% 0 100% 100% 24 97.95%
33 | KHA K:gzh 100% 99.96% 99.97% 100% 99.25% 99.89% 0 100% 100% 24 98.53%
34 | KTM ﬁj’r?] 100% 100% 100% 100% 100% 100% 0 100% 100% 24 97.98%
35 | LAN L/grr:g 99.98% 99.91% 99.86% 99.98% 99.47% 99.85% 0 100% 100% 24 97.95%
36 | LCI IE:aa? 100% 99.98% 100% 100% 100% 100% 0 100% 100% 24 98.11%




Thoi gian khic phuc dich vu

Hoi am khiéu nai cia khach hang

Dich vu tr¢ giup khach hang

Chi tiéu Thoi gian thiét 13p dich vu
. . N QA0 1 (mirc quy dinh theo QCVN . X - (mirc quy dinh theo QCVN (mirc quy dinh theo QCVN
(mire quy dinh theo QCVN 84:2021/BTTTT) 84:2021/BTTTT) e ;‘:;gcti 84:2021/BTTTT) 84:2021/BTTTT)
Truong hgp chwa c6 duwong day chit lwgng dich Ty 18 hoi é}m (goi
Don vi thué bao vu dién thoai, nhan
Trwong hop da Thi trin. xa S6 khiéu nai cia Ty 16 hdi 4m tm.’ Agul emall,:.) Ty 1& cudc goi
c6 sin dwong | NOi thanh, thi| = =77 77 . khach hang Vvé | (donvan ban) | KCu nai cua toi dich vu hd
A R > | x&- lang: . NGi thanh, thi| Thi tran, x4, |chit lugng dich |y, . .- | DNCCDV cho o 1T
P$ kha dung day thué bao:|2d- Ty 1& sb hop | ya- lana: ng Gl khiéu nai cua khach h3 Thoi gian cung | trg khach hang
o2 dich vu. | Ty 1& s& hop|Ty 1& so hop| < = copxa o flangs | vu(quacac hinh | pyceDY  cho | KPS 91 chp dich vu tro | chié h
£ cia dich vuy.| 1Y ¢ SO NhOp | ¢ x| dong cung cap | Tv 16 s6 1in mat | TV 16 s 1an mét | a.v AR cho |, thoi han 48 | €4P dich vu rg | chiem —  mac
Sé A dl Vi 3 ‘| ddng cung cip | S > °AP | Ty 1¢ 50 lan mat | Ty 1¢ s0 lan mat | thye: i van | gpgch hang | trong thoi han iio khach hang | thanh cona va
Mirc quy dinh | dOng cung cap | . . | dich vu co thoi | gich d dich d \ e ac ang | 5 k& tr thei | 9'UP Khach hang | thann cong va
T : i 5 thoi | dich vu co thoi | X 1a Ich v duge | dich vy duoC | ban, goi di¢n yi g k¢ Ol | 3 An b 5 i
theo QCVN dich vu c6 thoi - gian thiét 1ap g g ) , ¥ trong thoi han 48 | §.2 £ .| bang nhan cong | nhan duogc tin
T i ; hiét 1ap | glan thiét lap | 5. “P'| khac phuc trong | khdc phuc trong | thoai, nhén tin, | ;s Ké tr thoi diém ti€p nhéan dién thoai. | hidu tra 10i ct
. . glan thiet lap | & dich vu tron , e , e o gi1o0 k& tu thoi e . N qua dien thoai. | hi€u tra lo1 cua
Ma | Tinh 84:2021/BTTT | &1 dich tron ! - g | khoang thoi gian | khoang thoi gian | gy . £ ~ | khiéu nai khong . A . a
mh, .5 99,50, dich wvu trong | dich Vvu lrong khoang thoi gian o .| 8ul diém ti€p nhan | < .o | Mrc theo | dién thoai vién
don | thanh | :29% ) e khoang thoi gian MIR < 36 gio.|R < 72 gi0. | email,...)/100 X 3 bang van ban A
! khoang thoi gian E < 5 nea , . ) \ khiéu nai bang : \ . | QCVN trong vong 60
i hé B < 5 no = g4y | Murc theo | Murc theo | khach ~ hana/3 - . = | (khach hang goi | 5. .
Vi pho E < 3 ngay. = 8Y| (khong tinh ngay 955 | don, vin ban. | }.. .Y 20 | 84:2021/BTTTT | gidy.
, (kh@ng tinh ngay x ; . d QCVN QCVN thé_ng , dl@n thoal, nhan . . ,
Murc theo | \f 13. thit 7 va ch _ _ Mirc theo | .. .| 24 gio trong | Mirc theo
13. thit 7 va cha | < va chu | 84:2021/BTTTT | 84:2021/BTTTT | My theo tin, gui N
QCVN 3 ’ nhat). > 959 > 050 QCVN email,...) ngay QCVN
84:2021/BTTTT | nhat). Muc theo |\ o - theo | = = QCVN 84:2021/BTTTT | S 84:2021/BTTT
> 90% QCVN 84:2021/BTTTT | - 100% Mire theo > 80%
.= i QCVN . 0 CVN . = 0
84:2021/BTTTT | &%) : <0.25 Q
1> 90% 84:2021/BTTTT 84:2021/BTTTT
= :>90% : 100%
IR ®3) (4) () (6) () (8) (9) (10) (11) (12) (13) (14)
37 | LCU CIF%IU 100% 100% 99.75% 99.69% 97.84% 95.88% 0 100% 100% 24 95.85%
38 | LDG gj;“g 100% 100% 99.76% 99.95% 98.46% 100% 0.001 100% 100% 24 97.95%
39 | LSN LS‘;‘;:Ig 100% 100% 100% 100% 100% 100% 0.013 100% 100% 24 98.11%
40 | NAN Nghe 100% 97.10% 95.64% 95.47% 98.54% 98.91% 0 100% 100% 24 98.11%
An
41 | NBH g:gn 99.97% 99.99% 100% 100% 99.53% 99.80% 0 100% 100% 24 98.12%
42 | NDH ]l_\l)?nTl 100% 99.90% 100% 100% 100% 99.98% 0 100% 100% 24 98.11%
43 | NTN NmAh 100% 99.54% 99.90% 99.75% 100% 100% 0 100% 100% 24 97.95%
Thuan
44 | PTO ,Fl),rlll; 100% 99.93% 100% 100% 100% 100% 0 100% 100% 24 98.11%
45 | PYN \P(gﬁ 100% 99.97% 100% 100% 99.06% 91.09% 0 100% 100% 24 98.53%
46 | QBH QE;;f']‘;]g 100% 98.37% 99.96% 99.98% 97.69% 99.23% 0.002 100% 100% 24 98.25%
47 | QNH Q,\‘I‘ii']‘;g 99.90% 100% 100% 100% 99.93% 100% 0 100% 100% 24 98.11%
48 | QNI Qh‘l‘é‘;ig 99.99% 98.64% 99.57% 99.12% 97.71% 98.71% 0 100% 100% 24 99.33%
49 ?\AN Q[\lll;rlrl]g 99.92% 99.38% 99.35% 99.54% 96.25% 90.01% 0 100% 100% 24 96.98%
50 | QTI Q;j;‘g 100% 100% 100% 100% 100% 100% 0 100% 100% 24 98.53%




Thoi gian khic phuc dich vu

Hoi am khiéu nai cia khach hang

Dich vu tr¢ giup khach hang

Chi tiéu Thoi gian thiét 13p dich vu
. . N QA0 1 (mirc quy dinh theo QCVN . X - (mirc quy dinh theo QCVN (mirc quy dinh theo QCVN
(mire quy dinh theo QCVN 84:2021/BTTTT) 84:2021/BTTTT) e ;‘:;gcti 84:2021/BTTTT) 84:2021/BTTTT)
) Trwong hop chua cé duwong diy chit lwong dich T}Z 1¢ hoi am (g?i
Don vi thué bao i dign tvh_oal, nhan
Truong hop da | I Thi tén, xa, SO khicu nai cia | Ty J¢ hdi am E}T{égmnear?a”c’i{; Ty 18 cude goi
¢6 sin duwong | NOi thanh, thi Iéln.g' e in . . Lk _ | khach hang VC | (don,vin  ban) : toi dich vu hd
) X A A > | xa: S Noi thanh, thi | Thi tran, x&, | chit luong dich . X ..~ | DNCCDV cho N . N
P$ kha dung day thué bao: , Ty 1& sb hop | ya- . khiéu nai cua . N Thoi gian cung | tro khach hang
- a4 O D 1A A Ty 16 sb hop|.{ P xar | lang: .| vu (qua cac hinh khach hang | 2 = . iy
i ciia dich vu. | Ty 1€ s6 hop | *; P | ddng cung cap A A 1A £ ) A A 1A X . DNCCDV cho . cap dich vu tro | chiém  mach
Sé A dl vu | ‘| ddng cung cip | S > “9P | Ty 1¢ s0 lan mat | Ty 1€ s0 lan mat | thge: gui  van . N trong thoi han 48 | ~.° . N . R s
Mirc quy dinh | dong cung cap dich vu c6 thoi | 1 . H Vdll khach hang | .S % . .7 .. | gilp khach hang | thanh cong va
T ! . . e | dich vu ¢ thoi | O o ) 0t bdich vuo duge | dich vu duoc | pan, goi  dién . gio ké tur thoi | s A oA A .
theo QCVN dich vu c6 thoi - gian thiét 1ap g g ) , ¥ trong thoi han 48 | §.2 £ .| bang nhan cong | nhan duogc tin
T _ . A 1as | gian  thiét lap | S P | khac phuc trong | khac phuc trong | thoai, nhén tin, | oin LA o the | G1€M ti€p nhan A N
. . 84:2021/BTTT | gian thiét lap | & dich vu trong khoang thoi gian | khoang thoi gian | oy gio ké tur thot Khidu nai khone | 192 dién thoai. | hiéu tra 101 cua
Ma | Tinh, | 5 99 50, dich vu trong |dich vu ‘trong yp o hai gian g an | gui diém tiép nhan | aoo T SIONE ) My theo | dién thoai vién
don | thanh = \ e khoang thdi gian MIR < 36 gio.|R < 72 gi0. | email,...)/100 X 3 bang van ban A
! khoang thoi gian E < 5 ngiy , . khiéu nai bang : X . | QCVN trong vong 60
i hé . |E < 5 nea = ay | Mtrc theo | Mtrc theo | khach  hana/3 < . = | (khach hang goi _ A
Vi pho E < 3 ngay. = gay (khong tinh ngay 9/5 | don, vin ban. | .. .2 27 | 84:2021/BTTTT | giay.
, (kh@ng tinh ngay x ; . d QCVN QCVN thé_ng , dl@n thoal, nhan . . ,
Murc theo | \f Y| 18, thit 7 va chi | 84-2021/BTTTT | 84:2021/BTTTT Mirc theo | .. .| 24 gio trong | Mirc theo
QCVN I8, ther 7 va chu nht) e e Muc theo | ocVN tin, gl | ay QCVN
84:2021/BTTTT | nhdt). Mitc theo |\ o7 }=95% $295% QCVN 84:2021/BTTTT | mail). 84:2021/BTTT
> 90% QCVN QCVN 84:2021/BTTTT - 100% Mire theo ©>80%
84:2021/BTTTT 84-2021/BTTTT © <0.25 QCVN =
:>90% = 90 84:2021/BTTTT
:>90% : 100%
IR ®3) (4) () (6) () (8) (9) (10) (11) (12) (13) (14)
51 | SLA | Son La 100% 99.93% 99.93% 100% 99.80% 99.75% 0.018 100% 100% 24 100%
52 | STG ngﬁg 100% 99.81% 99.66% 99.92% 100% 100% 0 100% 100% 24 97.95%
53 | TBH -I_I%-‘lhnaf: 100% 99.85% 100% 100% 100% 100% 0 100% 100% 24 98.11%
54 | TGG C-;ri:rrl]g 99.97% 99.78% 96.15% 98.21% 96.61% 99.93% 0 100% 100% 24 97.95%
55 | THA Tn%r;h 100% 99.96% 100% 99.98% 99.61% 99.98% 0 100% 100% 24 98.11%
56 | TNH l\-ll_lér11};1 100% 100% 100% 100% 100% 100% 0 100% 100% 24 97.95%
Thai
57 | TNN | Nguyé 100% 100% 100% 100% 99.44% 99.86% 0 100% 100% 24 98.51%
n
58 | TQG | JWEN | 99,9906 100% 100% 99.96% 96.56% 98.38% 0 100% 100% 24 98.11%
Quang
50 | TVH | 8 100% 99.58% 100% 100% 97.06% 100% 0 100% 100% 24 97.95%
60 | VLG Z(l)l:]g 100% 100% 99.72% 99.94% 98.47% 99.70% 0 100% 100% 24 97.95%
61| vec | MO 100% 97.97% 99.97% 99.98% 98.34% 97.61% 0 100% 100% 24 98.77%
Ba Ria
62 | VTU | - Viing 100% 99.93% 100% 100% 98.94% 99.97% 0 100% 100% 24 97.95%
Tau
63 | YBI Eg? 99.89% 99.77% 99.48% 99.83% 98.87% 99.90% 0 100% 100% 24 98.11%
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