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CONGBO ~.

Ch~t lugng dich V\l: Dich V\l di~n tho~i tren m~ng vi~n thong di dQng m~t dk Ii ~.
Phil hQ'P quy chufut ky thu~t ap d\lng: QCVN 36:20151BTTTT - Quy chu~n k~~' .6~.~~~
thu~t quac gia v~ ch~t lugng dich V\l di~n tho~i tren m~ng vi~n thong di dQng m~ I ~ ~~UAN
d~t, v~i cac chi tieu ch~t luqng dich V\l di~n tho~i tren m~ng vi~n thong di dQng .' ~~
m~t diit nhu sau: ~

Mfrc thea quy chu~n M~c cling
1'1' Ten chi lieu ky thu~t lip dl}ng b5

QCVN 36:2015181111

1 Chi lieu ch5t hron!! leV thuat

1 ElQs~n simg cua m~ng vo tuy~n ?: 95% ?: 95%

2 TY l~ cUQc gQi duQ'c thi~t I~p th<inh ?: 98% ?: 98%
cong

3 Ty I~cUQcgQibi rai <2% <2%
ChAt hrqng tho~i (tY I~ % sa cUQCgQi

4 C? di~m chAt IUQ'ngtho~i Icrnhon ho~c ?: 90% ?: 90%
bang 3,0)
ElQchinh xac ghi eucrc:

5 - Ty l~ cUQcgQibi ghi eucrc sai <0,1% < 0,1%

- TY I~ thiJi gian dam tho~i bi ghi :s 0,1% :s 0,1%
cucrc sai

TYI~cUQcgQibi tinh eucrc, I~p hoa don sai:

6 - Ty l~ cUQcgQibi tinh eucrc sai :s 0,01% :s 0,01%
- Ty l~ cUQcgQibi l~p hoa don sai <0,01% < 0,01%

II Chi tleu ch5t IIlO1II! phuc vu
1 ElQkha dl,mgcua dich V1,1 (D) >99% >99%
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MUc theo quy ehu~n
Mue clingTT Ten chi tleu kY thu~t lip dl}ng b8

QCVN 36:2015IBI I I I

Khi~u n\li eua khaeh himg v~ eh~t
2 lm;rng djeh Y\l (sa khi~1I n(li/100 khach :5 0,25 :5 0,25

hang/03 thong)
H6i am khi~u n\li clia khach hang
(DNCCDV phiii co van ban hai am cho

3 khi~1I /1(1i clia khach. hang tro/1S the;; 100% 100%
h(l/12 /1g~' lam vi~c ke tiAthiti diem tiep
/1hij/1khiell /1(1i)
Djch Y\l leQ'gi\IP khach hang:
- Thai gian cu~g dp djch Y\l trQ'giilp 24h 24h
khach hang bang nhan cong qua di~n

trong ngay trong ngaytho\li
4 - Ty l~ cUQc gQi tui djch "\1 leQ'giup

khach hang chi~m m\lch thanh cong
2: 80% 2: 80%va nh~n dllQ'c tin hi~u tra lai eua

di~n tho\li vien trong v6ng 60 giay

~

'c:'-:"••q,~.-:-
Ghi chli: Ban a6 s6 vJ vllng Cling cdp dich I'll ai~n thot;ti tren mt;tng viJn thOng di "~P i
d(5ng ,m(lt ddt dU(1c cong khai tren website: https://viet!eltelecom.vn - m!IC "Quan .':'G ,d'J
Ij chat IU(1I1gdich V!'" clia Tqp dodn Cong nghi~p - Vien thong QlUin d(5i. .~ ~'I'-t-'J

:( ~
Hd N(5i, ngdyJj thang Jnam 2020 -- .
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