CONG HOA XA HQOI CHU NGHIA VIET NAM
Poc lap - Tw do - Hanh phic

BAN CAM KET CHI TIEU CHAT LUQNG DICH VU
Sb: 7347/VNPT-CLG-CN

Pon vi cung cép dich vu : Tap doan Buu chinh Vién thong Viét Nam (VNPT)

bia chi : 57 Huynh Thic Khang, Phuong Lang Ha, Quan DPdng Da,
Thanh ph6 Ha Noi.
bién thoai :024.37741091
Email : vanphong@vnpt.vn
Website : Www.vnpt.com.vn
CAM KET

Chi tiéu chat luong cac dich vu Cong nghé thong tin/sd cbt 16i ' cia VNPT
cam két muc tiéu chun 1a:
Bang 1. Chi ti€u chét luong cac dich vu CNTT/S6 ctia VNPT:
STT Tén chi tiéu Mirc cam két
Thap | Trung binh | Cao

A | Chi tiéu chit lwong k¥ thuit

1 D9 kha dung dich vu >99.982%
2 Tan suat sao luu dir liéu Hang ngay

(Khung gio 11:00 PM - 05:00 AM)
3 Thoi gian luu trir 30 ngay

B Chi tiéu chat lwong phuc vu

1 Thoi gian phan hoi tiép nhan yéu cau (hd <20 phut
tro dich vu, xir Iy su cd, xir 1y thay ddi,
khiéu nai) khach hang (Response Time)

2 Thoi gian chuyén tiép yéu cau khach <20 phut
hang cho cép hd tro/ xur ly khac

3 | Thoi gian xir Iy yéu cau hd tro (Service <13 gio <08 gio <04 gio
Request-SR)

4 Thoi gian xr 1y yéu cau cung cap dich vu N/A <16 gio <08 gio
(Service Order-SO)

5 Thoi gian xir 1y su ¢6 (Incident) Su ¢d nghiém trong: <01 gid

Su ¢b 16n: <04 gio
Su ¢ thong thuong: <24 gid

! Ban cam két nay ap dung cho danh muyc san phém dich vu hién hanh va/hodc danh muyc san phém dich vu cap
nhat mdi cua Tép doan VNPT.



STT Tén chi tiéu 2 Mikrc cam két
Thap Trung binh Cao
6 Thoi gian xur ly yéu cau thay doi (Change
Request-CR)
6.1 | Cdi tién trai nghiém CRp *: <03 ngay
CRx *: <15 ngay
6.2 | Ndng cap tinh ndng CRp: <07 ngay
CRx: <20 ngay
6.3 | Phat trién tinh nang moi CRp: <12 ngay
CRx: <20 ngay
7 Thoi gian xtr ly giai quyét khiéu nai lién
quan dén cac loai hinh khiéu nai cia
khéch hang
7.1 | Khiéu nai vé cwde dich vu Khéch hang loai-A” : <08 gid
Khach hang loai B: <16 gio
Khach hang loai C: <20 gio
7.2 | Khiéu nai vé chat lwong dich vu Khach hang loai A : <08 gio
Khachhang loai B : <16 gio
Khach hang loai C : <20 gio
7.3 | Khiéu nai vé chdt lirong phuc vu cua doi | Khach hang loai A :<08 gio
ngii ky thudt vién Khach hang loai B : <08 gio
Khach hang loai C : <08 gio
7.4 | Khiéu nai vé thiét bi dau cudi Khach hang loai A : <08 gio
Khach hang loai B : <16 gio
Khéch hang loai C : <20 gio
C Chi tiéu An toan thong tin
1 Cap d6 an toan hé thong théng tin Cap 40 3
(Tuan theo Tiéu chuin qudc gia TCVN
11930:2017)

Noi nhén:

- TGD (& blc);

- P.TGD Duong Thanh Long (dé ph/h);

- P.TGD Tran Thanh Thuy (dé ph/h);

- Cac TCT:VNPT-Vinaphone/Net/Media (dé th/
- Cong ty VNPT IT (dé th/h);

- Cac VNPT tinh, thanh phé (dé th/h);

- Cac Ban CLG, CN, CLSP, KHDT (dé th/h);

- LuuVT, CN, CLG.

‘ *

eOffice: 662845 /VBKS

3 CRp: Khao sat, tu van, bao gia.
4 CRx: Thyc hién thay doi, phat trién sau khi ky don hang.
> Phan loai khach hang loai A, B, C tham chi€u theo QD 1117/QD-VNPT-CLG.

Ha Noi, ngay22thang 8 nam 2024
KT. TONG GIAM BOC




Phu luc A. Cic chi ti¢u ap dung riéng cho mot sé dich vu CNTT cot 16i/s6
A.1 Do kha dung dich vu

Bang A.1. Céc chi tiéu do kha dung ap dung ri€ng cho cac dich vu VNPT
SmartCloud, VNPT SmartCA

TT Tén dich vu Chi tiéu d¢ kha dung dung
1 |VNPT SmartCloud >99.99%
2 |VNPT SmartCA >99.99%

A.2 Thoi gian xit Iy yéu ciu cung cap dich vu

Bang A.2. Cac chi tiéu Thoi gian xtr 1y yéu cau cung cap dich vu (SO) ap dung
cho dich vu VNPT SmartCloud

TT Tén dich vu Chi tiéu

Thoi gian xw ly yéu ciu cung cz"lp dich vu:
Ul tién'trung binh : <04 gio

1 |VNPT SmartCloud : _

Uu tién cao: <01 gid

A.3 Thoi gian dap ving yéu cau hd tro dich vu (SR) va thoi gian dap éng yéu
cau thay do6i (CR)

Bang A.3. Céc chi tiéuThoi gian xtr Iy yéu cau thay doi (CR) 4p dung cho cac
dich vu VNPT CA, VNPT eContract, VNPT SmartCA

TT Tén dich vu Chi tiéu

Thoi gian dap éng yéu ciu thay dbi (CR):

.. - Cai tién trai nghiém

- VA ’ CRp: <02 ngay; CRx: < 11 ngay
1 |<VNPT eContract, - Nang cép tinh nang:

VNPT smartCA CRp: <04 ngay; CRx: <15 ngay

- Phat trién tinh nang méi:
CRp: <07 ngay, CRx: <17 ngay




Bang A.4. Cac chi tiéu Thoi gian dap tmg yéu cau hd tro dich vu (SR) va thoi gian
dap mg yéu cau thay doi (CR) ap dung cho cac dich vu VNPT HIS L2, VNPT
HIS Oracle Java, VNPT-HSSK, VNPT Pharmacy, VNPT LIS, VNPT RIS/PACS:

TT Tén dich vy Chi tiéu

Thoi gian xir Iy yéu cau hd tro dich-vu (SR):

-VNPT HIS L2 Uu tién Cao: < 02 gid

VNPT HIS Oracle Java Uutién TB <06 gicr
Ul tién thap: < 08 gio

-VNPT-HSSK,

1 VNPT Pharmacy, Thoi giap dap wng yéu cau thay doi (CR):

- Nang cap tinh nang:

-VNPT LIS. CRp: §05 ngay; CRx: < 17 ngay

- VNPT RIS/PACS - Phat trién tinh nang moi:

CRp: <08 ngay, CRx: <17 ngay




