TAP POAN CONG HOA XA HQI CHU NGHIA VIET NAM

BUU CHINH VIEN THONG Pjc 1ap — Tw do — Hanh phc
VIET NAM
S0: 4985/VNPT-CLG-TL Ha Ngi, ngay ;#hang giim 2024

V/v bao céo dinh ky chat luong
dich vu phét ;hanh, truyen hinh
dinh ky lan 1 nam 2024

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

Kinh gui:  Cuc Phat thanh, Truyéq hinh va Thoéng 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 6 tréng phi hop)
Nam: 2024

- Bao cao dinh ky lan 1 cho 6 thang dau nam (s liéu bdo céo tir 06/12/23-
05/06/24) ™

I11. Noi dung béo céo:

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

(Chéap hanh: Pdnh ddu M ; Chua chap hanh: Bdnh ddu X )

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

- Xay dung mucquan ly chat 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]
- Thuc hién do kiém dinh ky |


Lê Thanh Bình
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Lê Thanh Bình
17

Lê Thanh Bình
6
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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 Dong Pa, TP. Ha Noi.

- Thai gian thuc hién do kiém: tir 06/12/2023 dén 05/06/2024.

- 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-cac quy
dinh cua Thong tu s6 24/2016/TT-BTTTT va Quy chuan ky thuat qudc gia s6
84:2021/BTTTT va cac vian ban hudng din caa Bo Thong tin va Truyén théng.

+ S6 lugng mau do kiém thuc té: Tuan tha theo céc quy dinh cua Thong tu
s6 24/2016/TT-BTTTT va Quy chuan ky thuat qUOc gia so 84:2021/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 'va Phu luc 2 giri kém
theo cong van nay.
Tran trong./.

Noi nhgn: TL. TONG GIAM bOC
- Nhur trén; TRUONG BAN CHAT LUQNG

- TGP TP (dé b/c)
‘ m- om\i \

- Cac PTGD TP (dé blc);
eu’u CHINH |

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

- C4c VNPT tinh, thanh phd;

- Cac Ban CN, PCTT (dé ph/h);

- Luu: VT, CLG.

Sé eOffice: 480410 /VBKS "8 Thanh Binh



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 HIiNH - IPTV

Ky bao cao ky 1 nam 2024
(Ban hanh kém Cong van so: 4985/VNPT-CLG-TL)

Chi tiéu

Pon vi, Tinh, thanh phé

Chi tiéu chit lwong tin hiéu Video

(tén chi tiéu, tham sé, mirc quy dinh theo QCVN 84:2021/BTTTT)

Cic chi tiéu truyén din doi véi dich vu SDTV, VoD ma MPEG-4 (H.264) (toc do

Cic chi tiéu truyén din ddi véi dich va HDTV, VoD ma MPEG-4

Sé o bit ciia ludng truyén tii 3 Mbp/s) (H.264) (tdc dd bit ciia ludng truyén tai 8 Mbp/s)
T Dhl‘en;z C;hcilzttlwng . : : Ty I¢é mat géi tin
— bi;’z z\% . ;;l”ei | Chukpmdtgoi | cachmdy | T 16 mdt g tin ciia | Chuky mat goi Khodng cdch cza- zua‘nggvi o
Mi don vi ‘ 1nl£1, MOS): > 3.0 Rung pha (ms): twong ing trong - 26i (st kien IGi lu07?g video ]P’ tru‘ng Rung pha (ms): fuong ung trong mcit goi (su 'k‘le‘n IP trung binh
thanh pho <50 céac goi f 6(gOI IP): trong gic): < I bllihjtbg;nEg_ggg. <50 Ca(; gﬁllplggm loi trogg] gio). teong ing:
<5, : = < 1,28 E-06
(1) (2) ©) (4) (5) (7) (8) (9) (10) (12) (13) (14)
1 AGG An Giang 4,34 0,04 0 0 0 0,02 0 0 0
2 BDG Binh Duwong 42 0,71 0 0 0 0,43 0 0 0
3 BDH Binh Pinh 4,21 0 0 0 0 0 0 0 0
4 BGG Bic Giang 4,26 12,3 0 0 0 8,8 0 0 0
5 BKN Bic Can 4,38 2,17 0 0 0 2,26 0 0 0
6 BLU Bac Liéu 4,19 0,44 0 0 0 0,11 0 0 0
7 BNH Bic Ninh 4,15 0 0 0 0 0 0 0 0
8 BPC Binh Phudéc 4,2 0,83 0 0 0 0,17 0 0 0
9 BTE Bén Tre 4,24 0,13 0 0 0 0 0 0 0
10 BTN Binh Thuan 4,16 8,78 0 0 0 8,33 0,11 0 5,0E-08
11 CBG Cao Bing 4,2 0 0 0 0 0 0 0 0
12 CMU Ca Mau 4,26 0,44 0 0 0 0,11 0 0 0
13 CTO Cin Tho 4,25 4,44 0 0 0 5,94 0 0 0
14 DBN Pién Bién 4,24 10,36 0 0 0 7,64 0 0 0
15 DLC Pic Lic 4,23 6,56 0,38 0 6,8E-07 4,69 0,5 0,06 4,1E-07
16 DNG Pa Ning 4,17 0 0 0 0 0 0 0 0
17 DNI Pong Nai 4,24 0,5 0 0 0 0,07 0 0 0




Chi tiéu chét lwong tin hiéu Video

Chi tiéu (tén chi tiéu, tham sé, mirc quy dinh theo QCVN 84:2021/BTTTT)
, Don vi, Tinh, thanh phd Cic chi tiéu truyén din d.(“')i v6i dich vu SDTV, VoD ma MPEG-4 (H.264) (tbc dd Cic chi tiéu truyéri d?u} d«j&i véi dich vu HDTV, VoD mi MPEG-4
SO : 2 P bit ctia luong truyén tiai 3 Mbp/s) (H.264) (toc d¢ bit cua luong truyén tai 8 Mbp/s)
T %zlenn;z Zﬁc}lztzlﬁng ( . : Ty 1é mat géi tin
VNPT i bz‘ilah MOS ;diéii ) Chu ky mat goi Khodng cdch mat Ty ;lé mc?t gdi fin cua ) Chu ky mat goi [ghoér?g Cdc.hA cZa.lqu‘nggvideo
M don vi ‘ lnl’{l, MOS): > 3.0 Rung pha (ms): twong ing trong - 26i (sur kién 10 lum?g video IP’ tru.ng Rung pha (ms): fuong tng trong mcit goi (su 'k‘l'e'n IP trung binh
thanh pho <50 cac goi I<P 6(gO| IP): trong gid): < 1 bzzihjtzgg’ngforgg. <50 caci I(5;)0.|<IP1§1g0| loi tro;@g; gio): tuong img:
<), . = <1,28 E-06
(1) ) ®3) (4) () () (8) (9) (10) (12) (13) (14)
18 DNO Pic Nong 42 1,5 0 0 0 1,93 0 0 0
19 DTP Pong Thap 4,48 4,52 0 0 0 4,86 0 0 0
20 GLI Gia Lai 4,19 1,41 0,24 0 3,2E-07 0,71 0 0 5,0E-08
21 HAG Hau Giang 4,17 3 1,33 0 1,17E-06 0,56 0,33 0,11 1,4E-07
22 HBH Hoa Binh 4,24 0 0 0 0 0 0,16 0,11 1,29E-06
23 HCM Hb Chi Minh 4,4 0,11 0 0 0 1,26 0 0 0
24 HDG Hai Dwong 4,11 0 0 0 0 0 0 0 0
25 HGG Ha Giang 4,25 7,33 0 0 0 7,48 0 0 0
26 HNI Ha Noi 4,28 0,11 0 0 0 0,13 0 0 0
27 HNM Ha Nam 4,21 0 0 0 0 0 0 0 0
28 HPG Hai Phong 4,36 29 2,56 0 0 21,44 5,46 0 0
29 HTH Ha Tinh 4,15 9,4 0,47 0,07 1,51E-06 4,87 2 0,33 3,5E-07
30 HUE Thira Thién Hué 4,4 1,05 0 0 0 1,06 0 0 0
31 HYN Hung Yén 4,18 0 0,3 0 4,2E-07 0 0,3 0 2,1E-07
32 KGG Kién Giang 4,25 0 0 0 0 0 0 0 0
33 KHA Khanh Hoa 4,19 0,55 0 0 0 0,09 0 0 0
34 KTM Kon Tum 4,24 0 0 0 0 0 0 0
35 LAN Long An 4,23 0 0 0 0 0 0,05 0 5,0E-08
36 LCI Lao Cai 4,26 9,88 0,12 0 1,7E-07 7,71 0,06 0 3,0E-08
37 LCU Lai Chau 4,25 7,63 0,5 0 4,3E-07 6,75 0 0 0
38 LDG Lam Pong 4,18 0,25 0 0 0 0,25 0,17 0 6,0E-08
39 LSN Lang Son 4,29 8,88 0,08 0 1,9E-07 6,31 0 0 0
40 NAN Nghé An 4,35 8,21 0 0 0 8 0 0 0
41 NBH Ninh Binh 4,2 0,43 0 0 0 0,57 0,07 0 4,0E-08
42 NDH Nam Dinh 4,21 0 0 0 0 0 0 0 0
43 NTN Ninh Thuan 4,33 9 0,13 0 1,9E-07 4,68 0,2 0 1,4E-07
44 PTO Pha Tho 4.4 0,47 0 0 0 0,33 0 0
45 PYN Phu Yén 4,22 0 0 0 0 0 0 0
46 QBH Quang Binh 4,25 0 0 0 0 1,91 0 0




Chi tiéu

Pon vi, Tinh, thanh phé

Chi tiéu chét lirgng tin hi¢u Video
(tén chitieu, tham so, muc quy dinh theo QCVN 84:2021/BTTTT)

Cic chi tiéu truyén din déi véi dich vu'SDTV, VoD ma MPEG-4 (H.264) (téc dd

Cac chi tiéu truyén din déi véi dich va HDTV, VoD mia MPEG-4

Sé o bit ciia ludng truyén tii 3 Mbp/s) (H.264) (tdc dd bit ciia ludng truyén tai 8 Mbp/s)
VNPT i bz‘ilah MOS ;diéii ) Chu ky mat goi Khodng cdch mat Ty ;lé mc?t gdi fin cua ) Chu ky mat goi [ghO(lir?g Cdc.hA cza.lué‘nggvideo
M don vi ‘ lnl’{l, MOS): > 3.0 Rung pha (ms): twong ing trong - 26i (sur kién 10 lum?g video IP’ tru.ng Rung pha (ms): fuong tng trong mcit goi (su 'k‘l'e'n IP trung binh
thanh pho <50 cac goi I<P 6(gO| IP): trong gid): < 1 bmj;zgngforgg. <50 caci I(5;)0.|<IP1§1g0| loi tro;@g; gio): tuong img:
<), . = <1,28 E-06
(1) (2) ®3) (4) () (7) (8) (9) (10) (12) (13) (14)
47 QNH Quang Ninh 4.4 2,62 0 0 0 2,32 0 0 0
48 QNI Quang Ngai 4,22 0 0 0 0 0 0 0
49 QNM Quang Nam 4,21 9,29 0 0 11,64 0 0 0
50 QTI Quang Tri 4,15 0 0 0 0 0 0 0 0
51 SLA Son La 4,22 0 0,04 0 8,0E-08 0 0,16 0 1,2E-07
52 STG Séc Trang 4,22 1,73 0 0 0 2 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 Héa 4,16 0 0 0 0 0 0,06 0 2,0E-08
56 TNH Tay Ninh 4,2 0,33 0 0 0 0,05 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 2,6 0,19 0,11 0 2,62 0,12 0,19 0
59 TVH TraVinh 4,14 8,5 0,17 0 2,7E-07 4,58 0,08 0 7,0E-08
60 VLG Vinh Long 4,28 9,25 0,25 0,06 0 8,44 1,06 0,06 0
61 VPC Vinh Phuc 4,24 0 0 0 0 0,4 0 0 0
62 VTU BaRia - Viing 44 2,33 0 0 0 2,67 0 0 0
63 YBI Yén Bai 4,24 0 0 0 0 0 0 0 0




BUU CHINH VIEN THONG

TAP POAN

VIET NAM

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

PHU LUC 2

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

Ky bao cao ky 1 nam 2024
(Ban hanh kém Cong van so: 4985/VNPT-CLG-TL)

Chi tiéu e A O Thoi gian khic phuc dich vu Khiéu  nai Hbi Am khiéu nai ciia khach hang | Dich vu trg gitip khach hang
Thoi gian thiét1ap dich vu . . ‘ . . . .
(mikc quy dinh theo QCVN 84:2021/BTTTT) (mirc quy dinh theo QCVN | cia  Khich (mirc quy dinh theo QCVN (murc quy dinh theo QCVN
ya ) 84:2021/BTTTT) hang vé chét 84:2021/BTTTT) 84:2021/BTTTT)
Trudmg hgp chua c6 duong da lugng  dich A LA A :
Don vi Truwong hop ) (nz[hué bao o vu . Ty 1€ hoi am (gol
~ ? g 5 khié i | Ty 1€ hoi am | dién thoai, nhan
) | dd  c6 sin Noi thanh, | Thi trdn, xa, | oy o (don,vin ban) | tin, gii email,.) | Thoi gian
by khd | guong day , ot thanh, | “hi ram, Xa,|cua  khach | (qomvan bah) jtin, gul €Mail,.)) 1hot gIan | 1o s oyae ooi t6i
dung ciia | hys a0 [N As eh s .. | Thi trdn, xa,|thi oxa:|lang: | hang vé chét | khi€u nai cua | khiéu nai cua cung  cdp | 0T TR o
dich v | o 1a 4 1o | NOI thanh, thi xa: lang: Ty 1¢ s0 lan | Ty 1& s6 lan | jygng dich vy | PNCCDV cho | DNCCDV  cho | dich vu trg |, 7 % x
fie  quy | o0 ¢ S0 BOP | Tyl sd hop dong | [UN ) s it dich v |mat dich vu|(qua cdc hinh | Khach  hang | Khach hang trong | gidp Khach | KNdch hang chiem
£ Mirc  quy | 4dne cune ci A g Ty I¢ so hgp dong e L ! /4 | (qua cac hinh 9 9 g | giup Khach |~ 1 thanh con
So di & CUR& ®aP | cung cap dich vu i di d khic | d kh&C | thire: otri vin | trong thoi han | thoi han 48 gio ké | hang  bang | |y g
inh  theo | 4ich thoi | e e < | cung cap dich vy | 4U0¢ ac | duoc aC | thie: gwri van | trong thot ha 01han 40 gio K€ | hang  bang | . o0 duoc i
TT ! ich vu c0'thdi | ¢ thei gian thiét | “0 o <P s ¢ h ; ' DA AS wid ket |t thoi diém tido | nhan  cong | VA than duoc tin
QCVN gian thiét 18p | ap dich vu trone | €0 01 gian thict | PIMC rong | PAUC — ONg | ban, goi dign | ¢ £10, KC Jur| 0 thol diem ep "9 | hisu tra 10i cua
3 . . 84:2021/BT | gich-vu troflg g4p dich vu trong lap dich vu trong | khoang thoi | khoang  thoi | thoai, nhan | thoi diém tip nhe_Aln khiu nai | qua  dién dien thoai vien
Ma . Tinh, tilanh TT: > khoéng. P khoang :[hO'I gian khodng thoi gian | glan R < 36| gian R < 72| ¢ guri | nhan khiéu nai | khong bang van | thoai. trdng vdng 60
don vi pho 99 5% Gim B < 3 15 Sh 5 nga}{ :(kt}}llong E < 5 ngay (khong gi&f' gi(‘yr. email,...)/100 bf}ng don, van | ban (knéch hang | Mirc  theo gidy.
e = inh ngay e, thu 7). o ngay 13, thy 7 | Muc theo | Murc theo | khach hang/3 | ban. goi dién thoai, | QCVN Mitc theo QCVN
gay. va chi nhat). Murc | » 2y | QCVN QCVN h3 Mirc theo | nhan  tin, gui | 84:2021/BT | o *1€0
; ) ng. v g : ) .
Mic  theo | theo QCVN | Y2 chu  nhan). | <~ _ tha . | 84:2021/BTTT: >
QCVN Muc theo QCVN | 84:2021/BTT | 84:2021/BTTT | My theo | QCVN email,...). TTT: 24 gio 80%
62001 BTTT | CR202UBTTTT: | g4 0021/BTTTT: |TT:295% | T:295% QCVN 84:2021/BTTT | Mirc theo QCVN | trong ngay
' = 90% )00 ' : T: 100% 84:2021/BTTTT:
T: > 90% >90% 84:2021/BTT | !- - :
TT: <0.25 100%
(1) (2) 3) (4) Q) (6) ) (8) ©) (10) (11) (12) (13) (14)
1 AGG An Giang 100% 99,73% 99,87% 99,98% 100% 100% 0 100% 100% 24 95,81%
2 BDG Binh Duong 100% 99,93% 99,77% 100% 96,72% 99,76% 0 100% 100% 24 95,81%
3 BDH Binh'‘Dinh 100% 99,25% 100% 100% 99,65% 100% 0 100% 100% 24 95,81%
4 BGG Bic Giang 100% 100% 100% 100% 100% 100% 0 100% 100% 24 99,21%
5 BKN Bic Can 100% 100% 100% 100% 100% 100% 0 100% 100% 24 98,40%
6 BLU Bac Liéu 100% 99,60% 99,77% 100% 100% 100% 0 100% 100% 24 95,81%
7 BNH Bac Ninh 100% 99,98% 99,82% 100% 99,22% 100% 0 100% 100% 24 94,06%
8 BPC Binh Phuéc 99,99% 100% 100% 100% 99,32% 100% 0 100% 100% 24 95,81%
9 BTE Bén Tre 99,98% 100% 100% 100% 100% 100% 0 100% 100% 24 95,81%
10 BTN Binh Thuan 100% 97,54% 100% 100% 100% 100% 0 100% 100% 24 95,81%
11 CBG Cao Bing 100% 100% 100% 100% 100% 100% 0 100% 100% 24 88,86%

6




Chi tiéu
Thoi gian thiét 1ap di
. ) ap dich Thoi gi < )
(mirc quy dinh theo QCVN 84.~20;11°l i gian khic phyc dich vu | Knié T :
: /BTTTT) (mirc quy dinh theo QCVN icu - nal Hoi 4m khieu nai ciia khach ha i
Pon vi Truomg hop ch — 84:2021/BTTTT) lcll‘la !}héc’h (mirc quy dinh theo QCVN ng chl} vu tr¢ gitp khach hang
Trudng  hop O’ff[r? wa c6 dudng day , ang vé chat 84:2021/BTTTT) (mirc quy dinh theo QCVN
Do Khi aa‘ c6  sin ué bao Vl:’lf.)’ng dich 84:2021/BTTTT)
, dich v | o 1s < bao: | N&i thanh. thixg: | T tram  xé hi anh, | Thi trdn, XA, | oos  khich y 1¢ hdi am | dién thoai, nhin
So Mie oo | Ty 1€ 50 hop | Ty 1¢ anh, thixa: [ o0 thi ~ xi:) lang: cia  khach | (don.van ban) | tin, gui “emai
TT dinh  they | dOne cung cp | oo 1§ 0 hop dong To b2k | Ty 18 s0 lan | Ty 1¢ so lan hing vé cht | khiéu nai coa | khiéu email,..) | Thoi  gian | 1. o
QCVN €0 | dich vy c6 tho | oS P dieh v y 1636 hop déng | mat dich vu vy o | luong dich vu DNGCDY cho | DNCCDY - aho | diat chp | 1Y 16 cube goi tGi
M ] ‘ 64200 gian thiét lap c6 thoi gian thiét cung cap dich vu dugc  khdc | dugc  khic (qua cac hinh | khach  hang | khach ha cho | dich vu trg dlC’h vu ho tro
Tinh, thanh :2021/BT | g; 4P | 1ap dich vu t 6 thoi gian thiét | phu ' ac | thirc: guri vi p ch hang trong | gitp kha khach hang chié
do’n Vi h’{ TT: > ICh vu trOHg kh S g rO.ng lA d 1€t p (3 trong phuC trong R C gul van trong thOl han th(‘).l han 48 . 2 g‘ p h?-Ch R gc¢ 1em
1 pho 99.5%% > | khoang  thoi | oang :[hol gian k@E’ ( ich Vl‘,l‘trong khOang thoi | khoang  thoi ban, goi dién | 48 gl ké tir | tir ol i glo.lfe harAlg bing rr{ach Athanh cong
. gian E < 3| <5 ngay~(kh6ng B gang }hcn gian | g1an R< 36|gian R < 72 thOai, nhin | thoi diém tiép nhan khl'e‘m tlep nhan céng V?A nhaq duoc tin
ngay. tinh ngay 1€, this 7 | /- 5 ngdy (khong | 8I0- gio. | i | nhan khiéu nai | khong hicu - nai | qua dicn | Didu tré 100 cla
Mitc theo Vr? chu nhat); Mirc Inh ngay 18, thee 7 | Muc theo | Mirc theo Emf:lll,...)/loo bang don, vin | ban (khéarr:g van thoai. dién tho\a;u vién
QCVN t e.o QCVN va chu nhat). QCVN QCVN khach hang/3 | ban. goi dié C han_g Mitc  theo tr_qng vong 60
64200 /BTTT | o 2021/BTTTT: Mirc theo QCVN | 84:2021/BTT | 84: théng. Mirc ol dién  thoai, | QCVN giy.
:>909 - \! X : ‘= 0 - > 050 uc theo N . ’ . BT 0
T: > 90% Z 84:2020/BTTTT TT:295% | T:295% M Qcv o gui | 84:2021/ e theo QCVN
1) >90% QCVN 84:2021/BTTT | M seee)- TTT: 24 gid 84:2021/BTTT: >
@) 3) @ 84:2021/BTT | T: 100% 84‘.150350 QCVN | trong ngay | 30%
12 | CMU Ca Mau 100% > (©) (7) TT: <0.25 100% STTTT:
13 | CTO X ° 99,92% 100% ® ©)
Can Tho 100% 98 569 : 99,84% 08.43% (10) (11)
14 | DBN | Di¢nBién 1009 i 97,74% 99,61% - L% 0 t2) (13) (14
15 | DLC | bioLic o 1088 99,08% " : 92,70% 95,12% 0 L% 100% 2 5 )
a ! 0,
16 | DNG Pa Ni Do 99,95% 99,96% 00% 83,95% 100% 0,215 o 100% ” 5,81%
ang 100% ’ 100% o ’ 100% 95,81%
17 DNI X 100% 1000 100% 100% ° 100%
bong Nai 0% 0 0 0 24
T oo T oo 100% 99.92% — 100% 100% 100% , 100% 100% oy 91,93%
ong 99,91% 100% 100% 98,73%
19 DTP X ! 99% 1009 99,42% 99 12% 0 100%
Pong Tha 0% 1000 12% 0 24
20 | GLI CALLN T 98,31% 1000 00% 96,05% 97,44% 100% 100% 90.89%
Gia Lai 100% % 100% R 0 100% 24 95,81%
< 0,
22 | HBH | HoaBi hg g 99.70% 99,88% g 99.13% 98,92% 0 100% 100% 24 297
in 100% ! 99,52% ’ 100% 95,81%
23 | HCM | Hb chi 100% 1009 97,78% 99,69% ° 100%
Hé6 Chi Minh 00% 1000 10970 0 24 1009
24 | HDG | HaiD o 100% 100% : o 100% 99,65% 5 ~00% 100% 24 -
won 0,
25 HGG Ha Gi : 100% 100% 100% 0% 100% 100% 0 100% 100% 24 %,61%
an 1000
26 HNI Ha Nn-g 100% 100% 100% 00% 93,99% 99 91% . 100% 100% ” 98,40%
ol 1009 '
27 HN M Ha N 100% 100% 99 85% 00% 100% 100% 0 100% 100% 24 95,81%
am 100% ’ 100% 100% 91,93%
;g Al Hai Phong 100% 99.83% 100% 100% 100% il 0.005 100% 100;) “ 91,93%
’ 0
HTH | HaTinh 100% 100% 100% 100% 0 100% ° 24 91,93%
T T 0 100% 98,99% 99,869 ° 100% ’
30 HUE hwa Thién 100% ,86% 0.01 24
Hué 100% 100% 100% 100% 100% : 100% 100% 99,30%
0 0
31| HYN | HungYen 100% 100% 0 100% 2 91,93%
100% 99.900 100% 100%
32 | KGG a0 G ,90% 100% 100% 0 24 91,939
Kién Giang 100% g b 100% oy 100% L00% ,93%
97% 96.14% 6 100% 0 ’ 24 89,199
99,74% 95.160 100% 19%
16% 95,38% 100% 24
0 100% 91,93%
100% 4
95,81%
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Chi tiéu . O 2
Thoi gian thiét 1ap dich vu Thoi gian khic phuc dich vu | Khiéu  nai | H0i Am khiéu nai ciia khach han i it 4
. . LPTRS: ; . N 2 ) A g | Dich vu trg gitip khich han
(mirc quy dinh theo QCVN 84:2021/BTTTT) (m“’°8‘311_12yo‘;!11;g¥$$ %CVN cia  khich (mirc quy dinh theo QCVN (mirc quy dinh theo QCVNg
Tratme o chura o6 duomg d : :lang vé chit 84:2021/BTTTT) 84:2021/BTTTT)
Pon vi . op chua c6 duong day uwong  dich
Truong  hop thué bao vu Ty 1¢ hdi 4m (goi
Po Kkha da 6 san S& Kkhiéu nai | TY 1€ hdi am | dién thoai nr%én
0 Y A - 2 . A ~ 3 * ¥ ahy
dung cﬁ: dwong  day . ) 1\:1?1 thanh, | Thi tran, Xa, | cja  khéch | (don,vén ban) | tin, giri email..) | Thoi gian | ..
dich. vu thge ) Abao: Noi thanh, thj xa: Thi tran, xa, thy  xa& Iapg:A . ., |hang vd chit | khiéu nai cua | khiéu nai coa|cung  cép Ty 1€ cude goi toi
] Mie  aoe| Ty 1€ 50 hop | Ty ¢ s hop dong | 1ANG: . | Ty 1e so lan | Ty 1¢ sO lan | juong dich vy | DNCCDV cho | DNCCDV  cho | dich vu tro dich vu ho tro
So dinh t(lllez)’ dQng cung ¢4p | cung cép dich vu Ty 1& 80 h()’p ddng | mat dich vy | mat dich vu | (qua c4c hinh | khdch  hang | khach hang trong gil]p khach khach hang chiém
TT dCVN d}ch vu .C;é thoi | ¢4 thoi gi aﬁ thié't CI}ng ‘c'ap‘dgch vy duoc khac | duoc khdc | thie: gl van trong thoi han | thoi han 48 gio ké hang bgng mach thanh cong
y 84.2001/BT | &1 thiét 13p | 13p dich vu trong | SO 1Ol gian thict phuc  trong | phuc  trong | ban, goi di¢n | 48 gio ké tr |t thoi diém tiép | nhan cong | V3 Phan dugc tin
Ma Tinh, thanh T'l:° - dich vu trong khodng thoi gian 18p dich vu trong khoang thoi khoang thoi | thoai, nhén | thoi diém tiép | nhan khiéu nai |qua  dién hifn td 161 cia
don vi pho g0y, | Khodng - thoi | E < 5ngay (khorg khoang thoi gian | glan R < 36| gian R < 72|, gii | nhan khiéu nai | khong bing van | thoai. dién thoai vién
' gian E < 3| ginhngay 13, thip 7 | L 5 ngdy (khong | B gio. email..)/100 | bing don, van | ban (khdch hang | Mic theo | (o) vong 60
nga’y. va chii nhat); M tlph ngay 1€, thlAI 7 g\C/ \ theo | Mitrc theo | khach hang/3 ban. goi dién thoai, | QCVN gla’y.
Mic  theo |theo  OCYN | VA chu  nhav. | OF QCVN théng. Mic  theo |nhin tin, gii | 84:202/BT | Muc theo QCVN
QCVN 812001 /BTTTT: | Mic theo QCVN 84:2021/BTT | 84:2021/BTTT | Mic  theo | QCVN email,...) TTT: 24 gigy | 34:2021/BTTT: >
: : . . . 0 . . :
%4.3()9210/BTTT > 90% 349.2(321/BTTTT_ TT:295% | T:295% QCVN 84:2021/BTTT | M theo QCVN | trong ngay | 2070
+290% 2 90% 84:2021/BTT | T: 100% 84:2021/BTTTT:
D A TT: <0.25 100%
(3) (4) (5) (6) (
7 (8) 9 10
33 | KHA | KhanhHoa 100% 100% 100% 100% 99 54% 99(8210/ (10) (11) (12) (13) (14)
10470 ,84% 0
34 | KTM | KonTum 100% 100% 100% 100% 100% 100% 100% 100% 24 90.73%
0
35 | LAN | LongAn 100% 0 ° 0 100% 100% 24 98,73%
g 100% 0
100% 100% 99,58% 99,74% 0 100% 100%
36 LCI L&o Cali 100% 99,65% 100% 100% 100% 100% b 24 95,81%
37 LCU Lai Chau 100% 100% 100% 100% 98 05% 1 - 0 100% 100% 24 91.93%
, 05% 00%
38 | LDG | Lambéng 100% 98,93% 100% 100% 96,71% 99,7 40 0 100% 100% 24 88.30%
i 1% ,74% 0 9
39 | LSN | LangSon 100% 100% 100% 100% 100% 100%¢ 100% 100% ” 05 810
40 | NAN | Ngh¢An 100% 95,68% 92,41% 94,01% 99,30% 99,8 : = e 100% 24 98,33%
- - 1 ] 1 ] 0 y 7% O 0
41 | NBH | NinhBinh | 9997% 99,99% 100% 100% 99,64% 100% 100% 100% ” e
il 0 0 0 0,
42 | NDH | Nam binh 100% 99,94% 100% 100% 100% 100% 100% 100% ” o1 039,
- 0 0 0
43 | NTN | NinhThuan 100% 99,96% 100% 100% 100% 100% 100% 100% 24 91.93%
B 0 0 0 0
44 PTO Phi The 100% 99.76% 100% 0% 000 oo - 100% 100% 24 87.46%
0 0,
45 | PYN | Phuyen 100% 100% 99,92% 100% 100% 100% - 100% 100% ” o1 93%
0 0,
46 | QBH | QuingBinh 100% 98,69% 99,68% 100% 99,56% 99,64% 0 - o - 20.89%
' y 0 0,
47 | QNH | Quing Ninh 100% 100% 100% 100% 100% 100% 100% 100% 4 98.73%
; " b 0 1009
48 | ONI | 'Quang Ngai 100% 99,51% 99,38% 99,78% 99,14% 96.63% 0 u 100% 24 91.93%
) ! ! ,63% 1009
49 | QNM*| Quang Nam 99,95% 99,91% 99,94% 100% 96,19% 100% . 00% 100% 24 92.85%
’ 0 0,
50 QTI Quang Tri 100% 100% 100% 100% 100% 100% 0 — — - 20.59%
0 0,
51 | SLA Son La 100% 100% 99,81% 100% 99,81% 99,12% — . - 20.59%
! 81% 12% 0,006
52 STG Séc Tring 100% 98,86% 100% 100% 98,08% 100% 100% 100% 24 100%
y 0
53, | TBH Théi Binh 100% 0 0 ° 0 100% 100% 24 95,81%
100%
6 100% 100% 100% 100% 0 0
100% 100% 24 86,90%




Chi tiéu N A vAL s Thoi gian Khic phuc dich vu Khiéu  nai H6i Am khiéu nai ctia khach hang | Dich vu tro giip khach hang
Thoi gian thiét 1ap dich vu > . ‘ . . . .
(mikc quy dinh theo QCVN 84:2021/BTTTT) (mirc quy dinh theo QCVN | cia  Khich (mirc quy dinh theo QCVN (mirc quy dinh theo QCVN
: 84:2021/BTTTT) 3 3 chi 84:2021/BTTTT) 84:2021/BTTTT)
hang vé chat
& ~ dwd 4 lwgng dich . )
Pon vi . Trwong hop ch}ra c6 duong day v Ty 16 hdi 4m (goi
! Trwong hop thué bao Y 1 Tv 16 hdi Am | dien thoai. nhé
di c¢6 sén ; SO khiéu nai | Ty 16 hoi am | dien thoal, nhan . .
P khi | quong  day N(.':)i thi‘ln{l, Thi tran, x4, | cqa khach (d(?’?,vén ' bafl) tm.’; gui emall,;.) Thoi gian T 1 cude goi t6i
dung cua | th6 bao: | N&i thanh. thixi: | LM trdn, xa,|thi  x&|lang: = hang vé chat | khi€u nai cua|khieu mnai cua|eung cap | " TAT
dich V.| Ty 16 s hop 01 thanh, thj xa: lang: Ty 1& s6 lan | Ty 1&¢ s6 lan | jyong dich vu DNCCDV gho DNCCD}/ cho d%(fh VUG | e h:c‘ing chiém
. i N 2P | Ty 1¢ s0 hop dong | . 7. 3 mat dich vy | mat dich vu sc hinh | kKhach hang | khach hang trong | gitp khéch X A
A Mic  quy | 4ong cung cap Ao di Ty 1¢ 50 hop dong g ' | (qua cac hin . ) e . mach thanh cong
So i . > P | cung cap dich vu A di dugc  khic | duoc khac | thire: owri van | trong thoi han | thoi han 48 gio ké | hang  bang | 7 .
TT dinh theo | dich vy c6 thoi | o4 thoi gian thiét | CUE AP dich vu thue: gut van P R T ey A ~ > | va nhan dugc tin
QCVN gian thist 13D | 12y dich vu tron | €O thi gian thiét | phuc trong phuc —trong | ban, goi dign | 48 gi0 ke tir |t thoi diem tiép | nhan cONG | e "ot 1ot cua
y ) . 84:2021/BT | gich vu troﬁg ap dich vu trong 14p dich vu trong | khoang  thoi | khoang  thoi | thoai, nhén | thol diém tiép nha.Aln khiu mnai | qua  dién dicn thoai vién
Ma Tinh, thanh . o N > | khoang thoi gian : Ni oian | glan R < 36 | gian R < 72 | ¢ i | nhan khi€u nai | khdng bang van | thoai. ' N
don vi pho 99 5% gian B < 3 15_}15 nga};:( thqng E < 5 ngay (khong | &i0- gio. email,...)/100 | bang don, van | ban (k.haCh hang | Muc  theo giy.
nady = inh ngay le, thw 7\ . ngay 18, the 7 | Muc theo | Mitrc theo | khach hang/3 | ban. gol  dign thOalz QCVN Mitc theo QCVN
2 va chu nhat) Mire | 25 2 o | QCVYN QCVN thana. Mirc theo | nhan  tin,  giri | 84:2021/BT | o, '
Mic  theo | h at) 9 ) .| 84:2021/BTTT: >
theo QCVN | \ree 84:2021/BTT | 84:2021/BTTT | My heo | QCVN email,...). TTT: 24 gid | o =
QCVN 84:2021/BTTTT: Mitc theo QCVN uc theo . 80%
_ - : . - | TT: 295% T:>95% 84:2021/BTTT | Muc theo QCVN | trong ngay
84:2021/BTTT | = oqo 84:2021/BTTTT: QCVN
T > o0% =z 0% > 90% 84-0021/BTT | T: 100% 84:2021/BTTTT:
. 0 -
N TT: <025 100%
1) ) ©) (4) () (6) ) (8) 9) (10) (11) (12) (13) (14)
54 | TGG | Tién Giang 100% 100% 99,84% 99,84% 100% 99,79% 0 100% 100% 24 87,46%
55 THA Thanh Héa 100% 100% 100% 100% 99,92% 100% 0 100% 100% 24 91,93%
56 TNH Tay Ninh 100% 100% 100% 100% 100% 100% 0 100% 100% 24 95,81%
57 TNN | Thai Nguyén 100% 99,94% 100% 100% 99,52% 100% 0 100% 100% 24 90,98%
58 TQG | Tuyén Quang 99,86% 100% 100% 100% 99,43% 99,58% 0 100% 100% 24 91,93%
59 TVH TraVinh 100% 99,92% 100% 100% 98,23% 100% 0 100% 100% 24 95,81%
60 VLG Vinh Long 100% 100% 100% 99,86% 97,01% 100% 0 100% 100% 24 95,81%
61 VPC Vinh Phuc 100% 99,23% 100% 100% 99,35% 99,64% 0 100% 100% 24 88,86%
62 | vTU |BaRia-Vang | qnoy 99,96% 100% 100% 100% 100% 0 100% 100% 24 95,81%
63 YBI Yén Bai 99,96% 89,34% 100% 99,52% 100% 99,83% 0 100% 100% 24 86,90%
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