TAP POAN CONG HOA XA HQI CHU NGHIA VIET NAM

BUU CHINH VIEN THONG Pjc 1ap — Tw do — Hanh phc
VIET NAM
S6:386/VNPT-CLG-TL Ha Ngi, ngay 3ghang gram 2023

V/v bao céo dinh ky chat luong
dich vu phét ;hanh, truyen hinh
dinh ky lan 2 nam 2022

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 Pong 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: 2022

- B4o cao dinh ky lan 1 cho 6 thang cudi nam (sb liéu béo cao 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 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 |
- Thuc hién do kiém dinh ky |


Lê Thanh Bình
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Lê Thanh Bình
30

Lê Thanh Bình
01
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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 Béng Da, TP. Ha Noi

- Thoi gian thyc hién do kiém: tir 01/07/2022 dén 31/12/2022

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

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

+ S6 lugng méau do kiém téi thiéu theo quy dinh: Thuc hién theo-cac quy
dinh cua Thong tu s0 24/2016/TT-BTTTT va Quy chuan ky thuat quoc gia so
84:2014/BTTTT va cac van ban hudng dan cua B6 Thong tin va Truyen 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 4 va Phu luc 2 giri kém
theo cong van nay.

Tran trong./.

Noi nhgn: TL. TONG GIAM POC

- Nhu trén; N CHAT LUQNG

- TGP TP (dé b/c)

- Cac PTGD TP (dé blc);

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

- C4c VNPT tinh, thanh phd;

- Ban CN (dé ph/h);

- Luu: VT, CLG.

hanh Binh
S6 eOffice: 71191 /VBKS



TAP POAN
BUU CHINH VIEN THONG
VIET NAM

CONG HOA XA HOI CHU NGHIA VIET NAM
Déc 1ap — Tw do — Hanh phuc

PHU LUC 1
KET QUA TU PO KIEM CHI TIEU CHAT LUQNG KY THUAT DICH VU TRUYEN HIiNH - IPTV

Ky bao cao 2 nam 2022
(Ban hanh kém Coéng vin sb: 386/VNPT-CLG-TL)

Chi tiéu chét lwong tin hiéu Video
b ) Chi tiéu (tén chi tiéu, tham s6, mirc quy dinh theo QCVN 84:2014/BTTTT)
ﬁ:;:, :i;gmh phd Chit | Cc chi tieu truyén dan doi véi dich vu SDTV, VoD mda MPEG-4 AVC | Céc chi tiéu truyén dan doi véi dich va HDTV, VoD ma MPEG-4

SH lugng tin (toc by luong 3 Mbps) AVC (toc d¢ luong 8 Mbps)

T hfu , . .| Tilémdtgéi ) .| Tilematgoi
Ma | VNPT, | (gigm | Drdfmoc< | Rungpha | Sl | TS mAt g 1p video | 17 (my): | Rungpha | S8t | Tansudtmit) uong [P
don vi | thanh pho MOS): = | 200 (Ms): <50 | “io) 26 | i gio): <1 | Tungbinh: < | <200 | (ms): <80 | o) " L oS | bk < 1,08

g = 8 = =1,

3.0 5,85 E-06 E-06

(1) (2) 3) (4) (5) (6) (1) 8 ©) (10) (11) (12) (13) (14)
1 | AGG | AnGiang 43 10,75 0,02 0 0 0 11,04 0,02 0 0 0
2 BDG Binh Duong 4,25 37,92 0,58 0 0 0 39,77 0,38 0 0 0
3 BDH | Binh binh 4,23 88,14 0 0 0 0 48,13 0 0 0 0
4 BGG Bic Giang 4,26 24,1 12,3 0 0 0 64,2 8,6 0 0 0
5 BKN | BicCan 4,35 3,13 0,08 0 0 0 2,66 0,05 0 0 0
6 BLU Bac Liéu 4,2 19,44 0 0 0 0 15,33 0 0 0 0
7 BNH Bic Ninh 4,16 17 2,38 0 0 0 13,13 2,13 0 0 0
8 BPC Binh Phuréc 4,24 22,42 0,75 0 0 0 19,67 0,25 0 0 0
9 BTE Bén Tre 4,25 13,15 0,08 0 0 0 14,13 0,06 0 0 0

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

11 | CBG Cao Bing 4,21 31,27 0,27 0 0 0 85,33 0,07 0,07 0 7,0E-08

12 | CMU' /| caMau 4,22 20,42 0,95 0 0 0 17,63 0,05 0 0 0

13 |CTO Cén Tho 4,18 37,78 5,44 0 0 0 22,11 6,11 0 0 0

14 | DBN | pi¢nBién 4,24 46,82 10,09 0,09 0 8,0E-08 29,45 7,64 0,36 0,09 1,9€-07

15 o|'DLC Pic Lic 4,18 17,75 5,67 0,17 0 8,0E-08 22,92 4,33 0,5 0,17 2,8E-07

162 | DNG | baNing 4,19 35 0 0 0 0 28,57 0 0 0 0

17 | DNI Pdng Nai 4,26 21,27 0,6 0 0 0 16 0,2 0,07 0 2,0E-08




Chi tiéu chat lwong tin hiéu Video

b ] Chi tiéu (tén chi tiéu, tham $6, mikc quy dinh theo QCVN 84:2014/BTTTT)
O’n V!, 14 X ~ r X ~ 14
tinh, thanh pho Chat Cac chi tiéu truyén dan doi véi dich vu SDTV, VoD ma MPEG-4 AVC | Cac chi tiéu truyén dan doi véi dich va HDTV, VoD ma MPEG-4
SH lugng tin (toc bo luong3 Mbps) AVC (toc d¢ luong 8 Mbps)
TT hieu Ti 1¢ mdt goi Ti le mat i
~ VIdeo 5 Chu ky mat | Tan sudt mat A 5 Chu ky mat | Tan sudt mat Iluéng IP
Ma VNPT tinh, (diém Tré (ms): < Rung pha . & . .. .. | luong IP video | Tré (ms): Rung pha . Ky - .. A HONE
don vi | thanh phé 200 (ms): <50 9oLIP (go1 | g0 (su kien trung binh: < < 200 (ms): <50 goi IP (9ot | goi (su kien | video trung
- MOS): = ' IP):<6 | l0i/gio): <1 | "core ge™ ' IP): <14 | loi/gio): <1 | binh: <1,28
3,0 : ) E-06
18 | DNO | Pic Néng 4,2 70,31 1,38 0 0 0 75,54 2,08 0 0 0
19 | DTP Pong Thap 4.4 4,14 0,19 0 0 0 4,05 0,23 0 0 0
20 | GLI Gia Lai 4,19 25,85 0,85 0,5 0 6,1E-07 33,85 0,5 0,62 0 1,2E-07
21 | HAG Hau Giang 4,13 74,56 1,78 0 0 0 71,29 1,57 0 0 0
22 | HBH Hoa Binh 4,22 19,5 0 0,25 0 1,07E-06 21 0 0,09 0 6,0E-08
23 | HCM | Hé Chi Minh 4.4 0,99 0,21 0 0 0 0,85 0,19 0 0 0
24 | HDG Hai Dwong 412 11,25 0 0 0 0 11,58 0 0 0 0
25 | HGG Ha Giang 4,26 7,68 0,66 0 0 0 8,33 0,64 0 0 0
26 | HNI Ha Noi 4,3 1,15 0,08 0 0 0 1,12 0,07 0 0 0
27 |HNM | HaNam 4,13 11,5 0 0 0 0 13,17 0 0 0 0
28 | HPG Hai Phong 4,38 29,67 5,46 2,41 0 0 27,13 5,13 3,41 0 0
29 | HTH Ha Tinh 4,16 11,47 7,93 0,87 0,07 2,55E-06 14 4,2 2,73 0,27 5,0E-07
30 |HUE Thira Thién Hué 4,21 31,7 1,5 0 0 0 17,1 0,4 0 0 0
31 |HYN | HungYén 4,18 29,6 0 0,3 0 4,2E-07 231 0 0,3 0 2,1E-07
32 | KGG Kién Giang 4,19 13,38 0 0,13 0 3,0E-07 14,25 0,06 0 0 0
33 | KHA Khanh Hoa 4,19 59,82 0 0 0 0 47,27 0 0 0 0
34 | KTM Kon Tum 4,21 34,73 0 0 0 0 49,41 0 0 0 0
35 |LAN Long An 4,23 54,5 0 0 0 0 49,68 0 0 0 0
36 |LCI Lao Cai 4,27 7,27 9,82 0,32 0 3,6E-07 45,15 7,78 0,04 0 2,0E-08
37 |LCU Lai Chau 4,23 35,33 0 0 0 0 34,78 0 0 0 0
38 |LDG Lam Dang 4,19 14 0,27 0 0 0 14,27 0,45 0 0 0
39 | LSN Lang Son 4,29 72,12 9,23 0,08 0 1,9E-07 47,04 5,96 0 0 0
40 | NAN Nghé An 4,37 6 7,96 0 0 0 5,55 8,17 0 0 0
41 | NBH Ninh Binh 4,2 13,8 0,6 0 0 0 14,1 0,8 0,1 0 6,0E-08
42 | NDH-_“| Nam binh 4,21 35,5 0 0 0 0 27,4 0 0 0 0
43 | NTN Ninh Thuan 4,31 48,33 8,11 0 0 0 52,29 6 0 0 0
44 | PTO Phu Tho 4,4 1,12 0,12 0 0 0 1,13 0,12 0 0 0
45 <pPYN Phu Yén 4,01 13,44 0 0 0 0 18 0 0 0 0
46~ | QBH Quang Binh 4,32 12,5 8,79 0 0 0 13,01 4,03 0 0 0
47 | QONH Quang Ninh 4,25 455 0,5 0 0 0 38,3 0,35 0 0 0




Chi tiéu chat lwong tin hiéu Video

b ] Chi tiéu (tén chi tiéw, tham s6, mirc quy dinh theo QCVN 84:2014/BTTTT)
ﬁ,‘,’}'}, ‘t’iiz‘mh phd Chit | Céc chi tieu truyén din doi véi dich vu SDTV, VoD mda MPEG-4 AVC | Cic chi tiéu truyén din doi véi dich va HDTV, VoD mia MPEG-4

SH lugng tin (toc bo luong3 Mbps) AVC (toc d¢ luong 8 Mbps)

T hgéu ‘ ) .« | Tilé mat goi . 3 .| lé‘md’t goi
Ma | VNPT, | (gigm | T (myc< | Rungpha | SRS TSy 1p video | 17 (my): | Rungpha | St Bt | Tansudtmit) o [P
donvi | thanh pho MOS): > 200 (s): <50 | S\ "6 | i gig): < g | trungbinh: < <200 | (ms):<50 | S5 TN | e BT | e < 1,28

g = g )
3,0 5,85 E-06 E-06

48 | QNI Quang Ngéi 4,25 27,27 0 0 0 0 12,67 0 0 0 0

49 | QNM | Quang Nam 4,23 30,45 9,55 0 0 0 28,62 10,15 0 0 0

50 | QTI Quang Tri 4,08 27,58 0 0 0 0 15,84 0 0 0 0

51 |SLA Son La 4,19 26,93 0 0,15 0 5,2E-07 30,56 0 0,11 0 9,0E-08

52 | STG Séc Tring 4,25 12,45 0,27 0 0 0 22,91 0 0 0 0

53 | TBH Théi Binh 4,17 77,43 0 0 0 0 36,29 0 0 0 0

54 | TGG Tién Giang 4,17 24,61 3,5 0,39 0 0 28,63 4,75 0,13 0 0

55 | THA Thanh Hoa 4,19 24,44 0 0 0 0 23,44 0,04 0 0 0

56 | TNH Tay Ninh 4,21 30,37 0 0 0 0 51,77 0 0 0 0

57 | TNN Théi Nguyén 4,2 15,61 7 0,44 0 0 21,83 6 0,28 0 0

58 | TQG Tuyén Quang 4,4 2,55 0,11 0,26 0,07 0 2,55 0,09 0,04 0 0

59 |TVH Tra Vinh 4,17 23,63 7,13 0,13 0 2,0E-07 46,13 35 0,13 0 1,1E-07

60 |VLG Vinh Long 4,26 102,5 5,5 0,75 0,13 8,0E-08 93,69 5,19 1,5 0,06 1,3E-07

61 |VPC Vinh Phic 4,15 84 2,4 0,1 0 2,1E-07 73,33 4 0 0 0

62 |VTU Ba Ria - Viing Tau 4,4 2,32 0,27 0 0 0 2,87 0,26 0 0 0

63 | YBI Yén Bai 4,25 32,76 0 0 0 0 26,81 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 b4o c4o 2 nam 2022
(Ban hanh kém Céng vin sb: 386/VNPT-CLG-TL)

Poc lap — Tu do — Hanh phic

Dich vu hd trg khach hiang

Chi tiéu Thoi gian thiét 1ap dich vu. . P . . .
muc quy dinn theo : v * A1
, dinh th CVN 84:2014/BTTTT Thoi gian khac phuc dich vu (mwcS(iu)Z/ £Z7Bt'|}'l$?r TQ)C VN
. Hbi 4m khié :
Trudng hop Truomng hop c6 thiét 1ap dwong , nat ciia Khach
Pon Vi khén 15’1 &i’u dé-y thué bao r Khieu nai Cﬁ% héng (T v 1€ h61
D6 khi d A — Ni thanh, thi | Thitrén, xa, | Khich hangvé | =000 €1 Ty 1& cudc goi
0 d.a " ung bao (15 1éysé poc NG thanh, thi | Thi tran, xa, X&(Ty1¢solan | lang(Ty1éso | chitlwgng dich | W0 o h;n trong | Thot gian cung | t6i dich vu hd
y Ol saeh W | DERC Y 750 X7\ XA (Ty 16 so hop | lang (Ty 1¢ s6 mitdichvu | linmatdichvu | v (Sokhitu | ‘GESN M 28 idg chp dichvuhd | tro khich hang
T?I' QCVN dichgvu . (,‘(); th (‘fi dpng cung cap hf,.’”P dong cung dugc khac phuc | duoc khac phuc nai/100 khach K tir thoi digém tro khach hang chiém mach
_ | ian thiét 145 dich dich vy co thoi | cap dich vu co trong khoang trong khoang hang/3 thang). PR bang nhan cong | thanh cong va
M3 , 84'2>O$‘9” ?J T glantt et ool | glanthictlap | thoi gian thiet thiri gian <36 | thoi gian<72 | Mitc theo QCVN | HEPIhanKhidu e  thoaid | nhan duoc tin
.| Tinh, thanh pho | =77->7° vu trongkhoang | dich vy trong | 1ap dich vu trong | gie) Muc theo | gi). Mitc theo | 84:2014/BTTTT: | . D&l 24 giytrong | hiéu tra 1o cua
don vi thoi gian < 5 khoang thoi gian | khodng thoi gian CVN CVN <0.25 Mirc theo QCVN neav: 24 oid dién thoai vién
ngdy). Mitc theo | < 12 ngay). Mirc | < 20 ngay) Q o Q _ =4 84:2014/BTTTT; | 188y <% 810 on thoat vie
CVN s £ay). S £ Y). 84:2014/BTTTT: | 84:2014/BTTTT: 100% trong ngay trong vong 60
Q theo QCVN Mic theo QCVN = 900 = 000 Ay > 80%
84:2014/BTTTT: = | 84:2014/BTTTT: | 84:2014/BTTTT =90% =90% Sy =2
90% | >00% | > 90% '
O] @ 3) (4) (5) (6) () (8) (9) (10) (11) (12) (13)
1 | AGG |An Giang 100% 99.68% 99.41% 100% 100% 100% 0 100% 24 94.50%
2 | BDG | Binh Dwong 100% 98.52% 98.76% 99.86% 96.69% 99.02% 0 100% 24 96.25%
3 | BDH | BinhBinh 100% 97.49% 98.88% 99.52% 96.22% 96.56% 0 100% 24 98.48%
4 | BGG | BicGiang 100% 100% 97.97% 100% 99.90% 100% 0 100% 24 96%
5 | BKN |BécCan 100% 99.95% 99.31% 100% 94.69% 98.13% 0 100% 24 97.60%
6 | BLU |BacLiéu 100% 99.88% 99.67% 99.82% 99.41% 100% 0 100% 24 94.50%
7 | BNH | BicNinh 100% 99.06% 98.74% 99.85% 93.98% 97.76% 0 100% 24 96.05%
8 | BPC | Binh Phuéc 100% 99.98% 100% 100% 100% 100% 0 100% 24 94.50%
9 | BTE |BénTre 99.99% 99.99% 100% 100% 98% 99.40% 0 100% 24 92.52%
10 | BTN | Binh Thuan 100% 99.94% 99.87% 99.99% 100% 100% 0 100% 24 94.50%
11 | CBG [CaoBin 100% 99.86% 99.91% 100% 99.44% 99.74% 0 100% 24 97.32%
g
12 | CMU"| caMau 100% 98.46% 98.76% 99.71% 92.22% 97.21% 0 100% 24 93.10%
13 | CTO | CinThe 100% 94.77% 100% 99.41% 93.75% 97.66% 0 100% 24 94.58%
14 |-DBN | bi¢n Bién 100% 99.48% 99.70% 100% 92.73% 98.86% 0.005 100% 24 98.59%
15[ DLC |PicLic 100% 98.17% 100% 100% 98.99% 100% 0 100% 24 93.74%




Dich vu hd trg khach hang

Chi tieu Thoi gian thiét 1ap dich vu. N z . . :
(mirc quy dinh theo QCVN 84:2014/BTTTT) Théi gian khic phyc dich vy (m”CS‘f_‘ggiZfB?ff;%CVN
Trudng hop o thiét lip duon Hoi Am khiéu '
Truong h ruong hop co thict fap cuong g i ciia khach
DPon vi ‘uong hop day thué bao Khiéu nai cia | M3 cua KAac
khong lap dat Noi thanh, thj | Thitrin, xi, | khich hangvé | N9 (Ty1ehoi Ty 1€ cude goi
D6 kha dung | dwong diy thué | Ngi thanh. thi Thi trin. xa X o 1A A 1AL S 1A X £ g am khi€u nai cho o Y& cuoc g9
ciia dich bao (Ty 16 s h ‘01 thanh, thi -l tran, xa, xa (Ty 1€ s0 lan !ang (Ty1€s6 | chat lwgng dich khach hang tron Thoi gian cung té1 dich vu ho
S lll\/Iu:cl the‘c’)u. dn };un o op xa (Ty 1€ s6 PQ’p lang (?Y 1€ s0 mat dich vu lan mat dich vu vu (S6 khiéu thort han 4?8 i(‘yg cap dich vuhd | tro khach hang
° ong cung cap dong cung cap hgp dong cung duoc khac phuc | duoc khac phuc nai/100 khach 101 hah 20 g trg khach hang chiém mach
TT QCVN dich tho ; 2 thai A di : ké tir thoi d
16h vl €O thot =1 dich vu ¢6 thoi | cap dich vu ¢cd kho3 kho3 hana/3 tha < 01 dicm X AN O > A >
) N i oa ( ; trong khoang trong khoang ang ang). i . x bang nhan con thanh cong va
84:2014/BTTT: | gian thiét 1ap dich | gian thit 14 hoi eian thié , tiép nhan khiéu & ne
M3 ) ] ] > 99 50, 0 trone khodn glan thict lap tAO’l gian thiet thoi gian < 36 thoi gian < 72 | Muc theo QCVN néi) qua dién thoai la | nhan dugc tin
.| Tinh, thanh pho = 77270 4 Tong & | dichvutrong " | lap dich vu trong | ojy) Myc theo | gio). Mitc theo | 84:2014/BTTTT: | 4l 24 gio trong hiéu tra 16i ca
don vi thoi gian < 5 khoang the khoane the Muc theo QCVN : : I
ngdy). Miie theo oang thoiglan | khoang thoi gian QCVN QCVN <0.25 84:2014/BTTTT. | Ngdy:24gio | dién thoai vién
¢ yQCVN < 12 ngay). Muc | < 20 ngay). 84:2014/BTTTT: | 84:2014/BTTTT: “loow | trongngay trong vong 60
84:2014/BTTTT: 2 gfcz)lei/\I/BI'\ll'TTT' gi‘-”’é’éfifs(%ﬂﬁ =00 =20% gidy: = 80%
90% > 90% | >90% |
16 DNG | PaNin 100% 100% 100% 100% 100% 99.49% 0 100% 24 97.87%
g
17 DNI Pong Nai 99.99% 99.82% 100% 100% 99.93% 99.95% 0 100% 24 94.50%
18 | DNO | bic Nong 100% 99.55% 99.76% 99.93% 99.35% 99.39% 0 100% 24 100%
19 DTP | Pong Thap 100% 99.11% 96.58% 98.81% 97.31% 97.38% 0 100% 24 98.59%
20 GLI Gia Lai 100% 99.98% 100% 100% 98.79% 99.74% 0 100% 24 100%
21 HAG | Hau Giang 100% 95:93% 99.76% 100% 97.04% 96.97% 0 100% 24 94.50%
22 HBH | Hoa Binh 100% 100% 100% 99.97% 100% 100% 0 100% 24 97.60%
23 | HCM | Hb Chi Minh 100% 100% 100% 100% 99.95% 100% 0 100% 24 94.50%
24 HDG | Hai Duong 100% 99.85% 100% 100% 96.51% 99.45% 0 100% 24 95.49%
25 HGG | HaGiang 100% 100% 100% 100% 100% 100% 0 100% 24 95.49%
26 HNI Ha Noi 100% 100% 99.85% 99.94% 99.65% 99.12% 0.006 100% 24 97.62%
27 | HNM | HaNam 100% 100% 100% 100% 100% 100% 0 100% 24 99.51%
28 HPG | Hai Phong 100% 98.86% 100% 100% 95.04% 98.71% 0.01 100% 24 95.49%
29 HTH | Ha Tinh 100% 100% 100% 100% 100% 100% 0 100% 24 95.48%
30 HUE | Thira Thién Hué 100% 99.55% 99.84% 100% 100% 100% 0 100% 24 97.08%
31 HYN | Hung Yén 100% 100% 100% 100% 100% 100% 0 100% 24 95.49%
32 KGG | Kién Giang 100% 99.11% 100% 100% 99.90% 100% 0 100% 24 94.50%
33 KHA | Khanh Hoa 100% 100% 100% 100% 98.56% 99.44% 0 100% 24 95.15%
34 KTM | Kon-Tum 100% 100% 100% 100% 100% 100% 0 100% 24 93.74%
35 LAN | Long An 99.99% 99.55% 100% 99.93% 99.43% 99.68% 0 100% 24 94.50%
36 LCI ‘a0 Cai 100% 100% 100% 100% 70.71% 88.28% 0 100% 24 95.48%
37 LCU"| Lai Chau 100% 100% 100% 100% 100% 100% 0 100% 24 96.92%
38 | LDG | Lam béng 100% 100% 100% 100% 100% 100% 0.018 100% 24 94.50%
39 | “LL'SN | LangSon 100% 100% 100% 100% 99.66% 99.97% 0 100% 24 98.13%
40 NAN | Ngh¢ An 100% 98.67% 100% 97.61% 100% 99.77% 0 100% 24 94.39%
41 NBH | Ninh Binh 99.96% 100% 100% 100% 99.65% 99.11% 0 100% 24 95.49%




Dich vu hd trg khach hang

Chi tiéu Thaoi gian thiét 1ap dich vu. N g . , .
mire quy dinh theo QCVN 84:2014/BTTTT Thaoi gian khac phuc dich vu (murc qb.ty dinh theo QCVN
84:2014/BTTTT)
Truimg hop co thiét Iap dudn Hbi 4m Kkhiéu :
Truwong h ruong hop co thict fap Curong A i clia khach
DPon vi ‘uong hop day thué bao Khiéu nai cia | M3 cua KAac
khong lap dat A s . S . 3 x| hang (Ty 1€ hoi DA A
P6 kha dun dwone dav thué . . N . Noi thanh, thi Thij tran, xa, khach hang vé am khiéu nai cho Ty 1é cudc goi
I ;'ug ba0 (Tg}"/ lé);é hop N?l tl}al}h,ﬂthg Th! tral}, xa, xa (Ty 1€ s0 lan lang (Ty 1¢ s0 | chat luwgng _c!ich Khach héng.trong Thoi gian cung toi dich vu ho
S Mice thon e e oo | 2 (Ty1ésohop | lang(Ty 1¢ so mét dich vu lan mat dichvu | vu (Sokhieu | © S0 RSP cApdichvuhd | tro khach hang
T QCVN dichgvu . (,% th c‘?i dgng cung cap h?p dpng cung dugc khac phuc | duoc khac phuc nai/100 khach I tir thoi di%m tro khach hang chiém mach
_ R ERSORS Ra dich vu ¢6 thoi | ¢ap dich vu co trong khoang trong khoang hang/3 thang). A n x bang nhan con thanh cong va
84:2014/BTTT: | gian thiét 1ap dich | gian thit 14 hoi eian thié , tiép nhan khiéu & ne
MA ) . ] > 99 50, 0 trone khodn glan thict lap tAO’l gian thiet thoi gian < 36 thoi gian < 72 | Muc theo QCVN néi) qua dién thoai la | nhan dugc tin
donvi | Tinh, thanh pho | =757 e *‘f o 5g dich vutrong - | lap dich vu trong - gigy) Mirc theo | gi6). Mirc theo | 84:2014/BTTTT: |\ 5 QeyN | 24giomong | hitu trd 10i cia
' ngd )th&c_theo khoang thoigian | khoang thoi gian QCVN QCVN <0.25 842014/BTTTT, | ngdy: 24 gid | dién thoai vien
A <12 ngay). Muc | <20 ngay). 84:2014/BTTTT: | 84:2014/BTTTT: 00 | trong ngay trong vong 60
QCVN theo QCVN Mirc theo QCVN = ()9 = Qe b s 5 R0
84:2014/BTTTT: = | 84:2014/BTTTT: | 84:2014/BTTTT =20 =o0% gidy: = 80%
90% | 000 | >90% '
42 | NDH | Nam Binh 100% 99.99% 100% 100% 100% 100% 0 100% 24 95.49%
43 | NTN | Ninh Thuan 100% 100% 100% 100% 100% 100% 0 100% 24 99.60%
44 | PTO |PhaThe 100% 94.60% 88.17% 92.82% 100% 65.20% 0 100% 24 95.49%
45 | PYN |PhtYeén 100% 100% 100% 100% 99.36% 100% 0 100% 24 100%
46 | QBH | QuangBinh 100% 98.56% 97.79% 98.78% 97.83% 98.90% 0 100% 24 97.21%
47 | QNH | Quing Ninh 100% 100% 100% 100% 99.81% 99.94% 0 100% 24 97.62%
48 | ONI | Quang Ngai 100% 98.48% 99.48% 98.81% 98.55% 96.92% 0.023 100% 24 99.39%
49 | QNM | Quang Nam 99.91% 99.22% 99.26% 99.84% 91.62% 90.55% 0 100% 24 95.47%
50 | QTI | Quang Tri 100% 99.96% 100% 100% 100% 99.89% 0 100% 24 95.47%
51 | SLA |SonLa 100% 99.99% 100% 100% 100% 99.89% 0 100% 24 100%
52 | STG | Séc Tring 100% 98.66% 99.62% 99.10% 100% 95.08% 0 100% 24 94.50%
53 | TBH | ThaiBinh 99.99% 98.39% 100% 100% 100% 100% 0 100% 24 100%
54 | TGG | Tién Giang 100% 100% 99.41% 99.49% 99.44% 99.88% 0 100% 24 99.71%
55 | THA | Thanh Héa 99.78% 99.95% 100% 100% 99.82% 100% 0 100% 24 95.79%
56 | TNH | TayNinh 100% 99.56% 98.98% 99.77% 98.82% 97.36% 0 100% 24 94.50%
57 | TNN | Thai Nguyén 100% 100% 100% 100% 99.92% 99.95% 0 100% 24 94.48%
58 | TQG | Tuyén Quang 100% 100% 100% 100% 98.53% 99.11% 0 100% 24 95.49%
59 | TVH | TraVinh 100% 99.52% 100% 100% 99.11% 100% 0.003 100% 24 94.50%
60 | VLG | VinhLong 100% 100% 99.81% 99.97% 98.33% 98.29% 0 100% 24 95.22%
61 | VPC | Vinh Phic 100% 97.26% 100% 100% 98.10% 98.21% 0 100% 24 97.32%
62 | VTU ?gu Ria - Ving 100% 99.66% 100% 100% 98.35% 99.82% 0 100% 24 94.50%
63 | YBI | YénBai 99.95% 100% 100% 100% 99.80% 99.92% 0 100% 24 97.62%
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