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Chét luong dich vu:
DICH VU DPIEN THOAI TREN MANG VIEN THONG CO PINH MAT DAT

Phu hop quy c.hucm ky thuat ap dung: QCVN 35: 2019/BTTTT - Quy chuan ky
thuat quoc gia vé chit lrong dich vy dién thoai trén mang vién thong ¢6 dinh mit
dat, véi cac chi tiéu chit luong dich vu dién thoai trén mang vién théng ¢d dinh
mit dit nhu sau:

Mirc theo quy chuén k§y Mukc
TT Tén chi tiéu thuat ap dung Sno b
QCVN 35:2019BTTTT | €0P8P0

I | Chi tiéu chat lwong ky thuit
Ty 1& cude goi thiét 1ap khong thanh cong:

1 | - Lién lac ndi tinh, thanh p115 < 5% <5%
- Lién lac lién tinh < 6% < 6%
D¢ chinh xac ghi cude:

5 L Ty lé cudc goi bi ghi cudc sai <0,1% <0,1%
" 2"3/6 iésatih(‘ri gian dam thoai bi ghi <0.1% <0.1%

Ty l¢ cude goi bi tinh cuace, 1ap hoa don sai:

3 |- Ty 1€ cude goi bi tinh cwde sai <0.01% <0.01%

- Ty lé cudc goi bi lap hoa don sai <0.01% <0.01%

11 | Chi tiéu chat hrgng phuc vu

1 | Do kha dung cua dich vu (D) >99.5%
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Tén chi tiéu

Murc theo quy chuin ky
thuit ap dung
QCVN 35:2019BTTTT

Mike
cong bo

2

Su ¢6 dudng day thué bao (16ng s6 su
c6/100 thué bao/3 thang)

Thoi gian cho sira chira s ¢ duong day

=32

thué bao:

Wr_'?i"hox gian th1et lép dmh vu:

- Noi thanh, thi xa (sw ¢6 ducng day
thué bao duoc sia chiva xong trong
khoang thoi gian < 24 gio)

- Xa, thi tran (sur cd dwong ddy thué
bao duoc sua chita xong tong

khr)dng Ih()‘i gian =48 s;i(}‘f I

=90%

- No1 thanh. thi xa (n‘u"owg hop cung
cdp dich vu ¢6 thoi gian thiét ldp
dichvu < 7 ngay)

- Xa, tlu trén (fr woﬁg hop crmg cap

dich v ¢6 thoi gian thiét Idp dich vu
< 15 ngay)

=90%

=90% > 90%

h

Khiéu nai cua khach hang vé chat
lwwong dich vu (s6 khiéu nai/100 khach

___'haﬂg’03 thang)
Hoi am khiéu nai cia khach hang

(DNCCDV phai ¢6 van ban hoi am cho
khdch hang khiéu nai trong thoi han 2
ngay lam viée ké tir thoi diém tiép nhdn
khiéu nai)

Dich vu trg gitip khach hang:

<0.25 <0.25

100%

100%

- Thoi gian cung cip dich vu tro giap
khach hang bang nhén céng qua dién
thoai

- Ty lé (%) cudc goi tdi dich vu tro
gilp khich hang chiém mach thanh
cong, gii yéu ciu két ndi dén dién
thoai vién va nhan duwge tin hiéu tra
161 cua dién thoai vién trong vong
60s

24h
trong ngay

> 80%

Ha N¢i, ngay 0f thang Fndam 2023
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