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CONG HOA XA HQ' CHU NGHIA VItT NAM 
DOc 14p - Tv do - Hanh pink 

TAP DOAN 
BLit CH1NH VIEN THONG 

VILT NAM 

So: Z g 3  /QD-VNPT-CLG 	 Ha Neii, ngay fltithang 03 nam 2017 

QUYET DINH 
Ve viec ban hanh bo: quy dinh chi tieu va cam ket chat prong trong cung cap 

dich vu cho khach hang to chirc doanh nghiEp cua VNPT 

TONG GIAM DOC TAP DOAN 

Can cir Quyet dinh so 955/QD-TTg ngay 24/6/2010 dm Thu ttrorng Chinh 
phu ve' viec Chuyen Cong ty me - Tap doan Buu chinh Vi'L thong Viet Nam - 
thanh cong ty trach nhiem him han met thanh vien do Nha mac lam chil sec hUu; 

Can cir nghi dinh so 25/2016/ND-CP ngay 06/04/2016 cua Chinh phu ye 
Dieu le t6 chile va hoat deng dm Tap doan Buu chinh ViEn thong Viet Nam; 

Can ctr quy the Dieu phOi hoat Ong san xuat kinh doanh cua Tap doan 
Buu chinh Vien thOng Viet Nam ban hanh kern theo Quyet dinh so 236/QD-
VNPT-HDTV-KHDT ngay 09/10/2015; 

Xet de nghi cua Trtrong Ban Chdt Limn& 

QUYET DINH: 
DiEu 1: Ban hanh be quy dinh chi tieu va cam ket chdt luvng trong cung cap 

dich vu cho khach hang to chirc doanh nghiep cua VNPT (nei dung dinh kem). 
DiEu 2: Quyet dinh nay có hieu luc ke tir ngay ky. Cac van ban ban hanh tir 

try& trai voi quyet dinh nay deu dtrot bai b6. 
, Dieu 3: Cac don vi thuec pham vi ap dung be quy dinh chi tieu va cam ket 

chat ltrong trong cung cap dich vu cho khach hang ,to chirc doanh nghiep cua 
VNPT thvc hien trien khai nang cao va dam bao chat ltrong dich vu trong linh 
viec quart VT duet giao. 

Dieu 4: Cac Ong/Ba Chanh Van phOng, Tn.rang cac Ban chirc nang Tdp 
doan, Chit tich va Tong giam doc Tong ding ty Dich vu Vien thong, Tong giam 
doc T6ng cong ty Ha tang mang, Giam doc C6ng ty Vien thOng Ott& te, Giam 
doc cac VNPT tinh/thanh pho chiu trach nhiem thi hanh guyet dinh nay. 

Nal nhiln: 
- Nhu• di6u 4; 
- Chit tich HDTV(d6 bc); 
-T6ng giam doc TAp doan(d8 bc); 
- Cac KSV TD; 
- Cac Ph6 TGD Tap doan; 
- Wu: VP, VT (4) 
St) AIS: 631-Lk VBDT 

To Manh etroing 



T4.1) DOAN 	CONG HOA ICA WM CHU NGHIA VIET NAM 
BU'U CHINE VIEN THONG 	 Di)c lap - Tir do - Hanh phtic 

VIET NAM 

CHI TIEU VA CAM KET CHAT LUVNG TRONG CUNG 
VU CHO KHACH HANG TO CH-ITC DOANH NGHIEP 

CUA VNPT 
(Ban heath kern theo Quyit clinh so 493 /VNPT-CLG 

ngay  4.0  thong  3  nam 2017 el:J(2 VNPT) 

HA NOI /2017 
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PHE DUYET TAI LIEU 

PHE DUYET: To Manh Cuong 	Pito Tong Giam doe, Tap clown VNPT 

KIEM TRA: Nguygn Chau San 	Pho Ban Chat luting, Tap clown VNPT 

SOAN THAO: NO Quang Ma 	Ban Chit luting, Tap clown VNPT 

BANG THEO DOI THAY DOI TAI LIEU 

Ngay 	sir , 
doi 	

a „. 
No1 dung thay doi Phe duyet Ngay hieu lt.xc 

Chit 3"/: 11111:mg nOi dung chinh alai thay doi mai trong tai lieu se duot in nghieng cti di 
nhan b jet 
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TAP DOAN BUU CHINH VIEN THONG VIET NAM 

BO QUY DINH CHI TIEU VA CAM KET CHAT LUVNG TRONG CUNG CAP 
DICH VU CHO KHACH HANG TO CHITC DOANH NGHICP 

CtJA VNPT 

I. Muc dich 

— BO Quy dinh nay vai muc dich dam bao cac cam ket ve chAt lirong dich 
vu cho doi tugng khach hang la cac to chirc doanh nghiep, (tong thoi danh gia 
cac dun vi trong Tap Joan Buu chinh Vien thong Viet Nam trong viec cung 
cap dich vu trong cung cap dich vu cho doi tugng khach hang la cac to chirc 
doanh nghiep. 

II. Pham vi AI) dung va doi tuvng ap dung 

— Pham vi dieu chinh va d6i tugng ap dung: Quy dinh nay ap dung cho cac 
khach hang sir dung va. cac dun vi tham gia cung cap dich vu kenh thue rieng, 
VPN, Internet true tiep cua VNPT. 

III. Cac dinh nghia thy* ngit 

a) Kited niem cac logi kenh 

— Kenh qu6c te: Kenh c6 it nil& mot diem nam a ben ngoai pham vi lanh 
th6 Viet Nam. 

— Kenh lien tinh: Kenh c6 cac diem au cu6i nam o it nhAt 2 tinh/thanh ph6 
khac nhau. 

— Kenh not hat: Kenh co the diem dau cuoi nam o 01 tinh/thanh ph& 
— Kenh TDM: IA kenh truyen an sir dung thiet bi ghep kenh phan chia theo 

thai gian. 
— Kenh Ethernet: la kenh truyen dan sir dung giao thirc Ethernet. 
— Kenh loai A: la kenh don vi kinh doanh kST ket vai khach hang yeu cau 

cam ket chat lugng mirc dac biet cao hoac kenh cung cap cho khach hang 
dugc dun vi kinh doanh xac dinh la khach hang loai A. 

— Kenh loai B: la kenh don vi kinh doanh ky ket voi khach hang yeu cau 
cam ket chat lugng mirc cao hoac kenh cung cap cho khach hang dugc 
don vi kinh doanh xac dinh la khach hang loai B. 

— Kenh loai C: IA kenh dun vi kinh doanh ky ket vai khach hang voi cam ket 
chat lugng mirc thap hoac khong c6 cam ket chat lugng. 

b) Ngdy/ 

Ngdy/gia: dugc dinh nghia IA ngdy/gia rlien tuc theo lich dOi vai thai gian 
xir 13.'7 sir co va ngay/gia hanh chinh dOi vai thai gian cung cap dich vu, 
giai quyet khieu nai. 
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PHAN I: CHI TIEU DANH GIA MCC DO HOAN THANH CIA DON VI 
(KPI) TRONG CUNG CAP INCH VV.  CHO KHACH HANG TOItt 

DOANH NGHIEP 

1. Chi tieu xii157  sir co dich vu cho khach hang doanh nghiep dat yeu cau 
tho•  gian 

a. Dinh nghia 

Ty le xiir ly sv co dich vu cho KHDN dat yeu cau thoi gian — 'xiri'x1004)/0 
Trong do: 
Dth solugng xir ly su co dich vu dat yeu cau doi \fed cac dich vu Truyen so 
lieu bao gam cac dich vu Interrnet true tiep, kenh thue rieng, VPN, 
MegaWan, Metronet cua don 

six co dich vu dat yeu cau toan trinh 	Kenh loai A<2h, loai B<5h, 
loai C<6h. Trong do phan bo then gian xir ly dOi vOi timg don vi tai Phu Ivc 1 
gtli kern. 
S: Tong so sty co cac dich vv ten có trach nhiem don vi xir Vf. 
b. Muc tieu: >95% 
c. Don vi chin trach nhiem: 
VNPT tinh/thanh pho va VNPT Net chiu trach nhiem tren phan doan do don 
vi quart ly. VNPT-I, VNPT Vinaphone chiu trach nhiem phan tiep nhan 
thong tin sv co bao hang tir khach hang, tao phieu bao hong. 
d. Ngulin so lieu de tham dinh ket qua thvc hien 

Co sa du lieu tren he thong CRM, ERP va tren chtrcmg trinh DHSXKD 
tap trung. 

2. Chi tieu tS,  le sv co dich vu tren tong so kenh truye'n do don vi quart ly 

a. Dinh nghia: 

Ty If sr, co dich vu tren tang sa kenh trny'en do don vi quiin ly =-157100% 

Trong do:,  
S: Tong so six co cac dich vu Truyen so lieu bao gam cac dich vv Interrnet 
true tiep, kenh thue rieng, VPN, MegaWan, Metronet, có trach nhiem don vi 
xir 1S/. 
K: tong so kenh do don vi tham gia sung cap dich vv. 

b. Mlic tieu: <,2%/1 thang 	vOi 	ca six ca,  xay ra tren dia ban VNPT 
tinh/thanh pho quan 15,  va town bO mang luai dOi voi VNPT Net. 

c. Don vi chiu trach nhiem: 
VNPT tinh/thanh pha va VNPT Net chiu trach nhiem. 

d. Nguon so lieu de tham dinh ket qua thvc hien 
Co s• dir lieu ten he thong CRM, ERP va tren chucmg trinh DHSXKD 
tap trung. 
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3. Chi deli thoi gian thik 14p dich vu KHTCDN d4t yeti cau thol gian 
a. Dinh nghia: 

Thai gian thiet lap dich vu KHTCDN tinh,tir thai diem ky hgp Bong den 
th6i diem ban giao dich vv. Doi hgp &rig co thai diem ban giao theo 
yeu cau cua khach hang thi thvc hien theo hgp dong. Neu khong co yeu 
cau cua khach hang there hien theo chi tieu nhu sau: 

Kenh lo#i A 	Kenh loaf B 	Kenh loaf C 
Kenh not hat: <2 ngay 	Kenh nOi hat: <3 ngdy Kenh not hat: <4 ngay 
Kenh lien tinh: <3 ngay Kenh lien tinh: <4 ngay Kenh lien tinh: <5 ngay 
Kenh quoc te: <4 ngay Kenh quoc te: 5.5 ngay Kenh quoc te: 56 ngdy 

Trong do phan b8 thei gian thiet lap dich vv doi vbi ding don vi tai Phu lvc 1 
giri kern. 

b. Muc tieu: >95% yeu cau dich vu dat theo quy Binh neu tren. 
c. Don vi chin trach nhiem: 
VNPT tinh/thanh ph6, VNPT Net, VNPT Vinaphone, VNPT-I chiu trach 
nhiem tren phan doan do dun vi pan I. 
d. Ngulin so lieu de tham dinh ket qua thyc hien 
Ca so dit lieu tren he thong CRM, ERP va tren chuong trinh DHSXKD tap 
trung. 

4. Chi tieu ty le vi pham cac cam ket chat liro ng dich vu 

a. Dinh nghia: 

Ty le vi pham cac cam ket chAt luvng dich vu = V/K x100% 

Trong dO: 
V: Tong so vi pham cac chi tieu cam ket chat lugng dich vv chi tieu so 1 den 
25 va cac khieu nai chat hxongrdich vu, thai d6 phut vv 	nhan vien ky 
thuat, trong cac chi tieu cam ket chat lugng dich Iry trong invc 1, phan II 
trong trach nhiem cua VNPT Net va VNPT tinh/thanh ph& 
K: tong so kenh do don vi tham gia sung cap dich vv. 

Ty 1e vi pham cac cam kk chAt luvng dich vu = V/K x100% 

Trong do:  
V: Tong so vi pham cac chi tieu cam ket chat lugng dich vv chi tieu so 26,27 
tai mvc 1, Phan II trong trach nhiem cua VNPT Vinaphone va VNPT-I. 
K: tong so khieu nai khach hang. 

b. Muc tieu: < 2%/1 thang. 
c. Dan vi chiu trach nhiem: 

VNPT,tinh/thanh ph6 va VNPT Net chiu trach nhiem,vai cac vi pham cam 
ket chat lugng dich vu chi tieu so 1 den 24 va cac khieu nai chat lugng dich 
vv, thai di) phut vu cua nhan vien ky thuat. 
VNPT Vinaphone va VNPT-I chiu trach nhiem cac vi pham chi tieu so 25,26 
trong cac chi tieu cam ket chat lugng dich vu trong mvc 1, phan II. 



d. Nguiin sit li?u de than' dinh het qua thwc hi?n 
Ca so dir Ru ten W thong CRM, ERP, chu'cmg trinh DHSXKD tap trung, 
cac vi pham do do'n vi kinh doanh phan anh va bi phat giam trir theo hop 
(long. 
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PHAN II: CAM KET CHAT LIXQNG(SLA) 
DICH VU KENH THUE RIENG, VPN VA INTERNET TRVC TIEP 

1. Cac chi tieu cam ke't chAt luvng dich vu 

1. DO kha dung dich vu trung binh (Average Availability); 
2. TS,  le giay bi 
3. TS,  le mat gel; 
4. Bang thong; 
5. DO tee; 
6. Bien thien do tr'e; 
7. Thai gian khac phuc su ce (TTR); 
8. Thai gian cap nhat thong tin tien trinh xi" ly su co; 
9. Thai gian tiep nhan, kiem tra xac dinh su co va thuc hien xir 15,  su ce; 
10. Thai gian ha troy cir can b6 ky thuat den tram cuOi (LE) va dia diem ldiach 

hang; 
11. Thai gian cung cap ETR (thai gian du kien hoan thanh xir ly su co); , 
12. Tiled gian cung cap ETA (thari gian du kien 	ky thot den dia diem 

khach hang); 
13. Thai gian cung cap thong tin su co tac that 
14. Thai gian cung cap nguyen nhan goc va bien phap khac phuc; 
15. Thai gian hm trti cac su kien (event log) lien quan den kenh; 
16. tan suat su ce lap 14i; 
17. Thai gian th6ng bao bao &rang; 
18. Th6i gian thiet lap dich vu; 
19. TS, le giao kenh dung han; 
20. H13 trg cung cap kenh du phang; 
21. Fro trg trien khai thiet bi dau cuoi (NTU) du phang; 
22. Dap irng do kiem tra,nghiem thu kenh; 
23. Dap irng tham so thiet lap kenh Ethernet; 
24. Dap irng thiet lap QoS. 
25.116 trg irng ciru khi co su ce phan doan quoc to 
26. Thai gian hei am khieu nai. 
27. Thai gian giai quyet khieu 
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2. Cic dinh nghia va tham so chit luvng dich vti cam ket 
2.1. Ti le ai bit (BER - Bit Error Rate) 

La ty so gifra so bit bi 18i tren tong so bit phat di trong tiled gian do. 
2.2. la& (Block) 

La tap hop cac bit lien tiep trong luting. 
2.3. Khoi bi lji (EB Errored Block) 

La khoi trong do c6 it nhat met bit bi 18i. 
2.4. Giay bi lai (ES - Errored Second) 

La khoang  tiled gian 1 giay, trong do co it nhat met bit hoac met khei bi 18i, 
hoac dtrong  truyen bi mat tin hieu hoac c6 chi thi canh bao, sai hong. 

2.5. 01) kha dung dich vu trung binh (Average Availability) 
DO kha dung  dich vu  trung binh la ti le gitta th6i gian kha dung  trung  binh cua 
cac kenh do don vi cung cap ten tong theri gian do. 
DO kha dung  dich vu  trung binh (trong  thang),dugc tinh theo cons thirc = 
{100* [(Tong so phUt trong  thang * tong  so cac kenh cung  cap cho khach 
hang) - tong so phdt cac kenh cung cap cho khach hang  mat lien lac trong  
thang)]}/(tong so phut trong thang * tong so cac kenh cung  cap cho khach 
hang). 

2.6. DO tre 
DO tr6 la khod'ng tiled gian tix luc goi tin dugc DX' i di cho den khi nhan dugc 
goi tin phan hei tir phia dich. DO ft-6 = Do tee trung  binh/ 1000 g6i ping. 

2. 7. To le mat gel 
TS,  le mat goi la ty le gicra so DM tin bimat vai tong  so goi tintruyn qua k& 
noi trong 1 don vi thgi gian. Ty' le mat goi = So goi tin bi mat/ 1000 g6i ping. 

2.8. Bien thien dO tre 
Bign thien dO tre la de lech cua de tre khi truyen dir lieu thuc to so vai do tre- 
cam ket. 

2.9. Thei gian khilc phuc sy. co (TTR - Time To Repair) 
Thai gian khac phuc su co la died gian ke tir khi don vi chu tri cung cap dich 
vu/don vi thi& lap dich vu  ho4c khach hang  ,phat hien kenh mat lien lac cho 
den khi kenh khoi phuc lai (can cir theo phieu sv co). Trong  do loci trir cac 
nguyen nhan,keo dai then gian khac phuc str ce do cac nguyen nhan khach 
hang  (18i thiet bi 	khach hang, mat din tai dia. diem khach hang, khach 
hang  khong cho phep vao dia di&ti,khach 	va do cac nguyen nhan bat 
kha khang  (Ong dat, 	chay no,...). 

2.10. Thai diem dy' kan xer xong en (ETR - Estimated Time of 
Repair/Restoration) 

La tiled diem ma don vi chtl tri cung cap dich vu/don vi thiet lap dich vu  du 
kien hoan thanh viec xtx ly khac phuc su 
Luu y: neu ETR thong  bao ban dau vi lY do phat sinh thuc to co kha nang 
khong  thuc hien dtxgc, don vi chit tri cung cap dich vu/don vi thi& lap dich 
vu  c6 trach nhiem cap nhat met ETR mai tux& khi ETR ban dau ket thuc 
kern theo lY do. 
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2.11. Thai gian cap nh(it thong tin din trinh xer ly sr, CO 
Thai gian cap that thong tin tien trinh xir 1)% su CO la,khoang thai gian cap 
nhat ye tien trinh xir 1)% su co ma don vi chi). tri cung cap dich vu/don vi thiet 
lap dich vu  can dinh ky thong bao cho dun vi kinh doanh dich vu/khach hang  
trong qua trinh thuc hien khac phuc SLY co. Trong  truang  hop, don vi,chu tri 
cung cap dich vu/dan vi thiet lap dich 	cung  cap thai gian du: kien hoan 
thanh xir 1)'T su co (ETR) thi chi can thuc hien cap nhat tien trinh xir ly khi co 
phat sinh hoac khi c6 kha rfang khong hoan thanh theo ETR da thong  bao ban 
dau. 

2.12. Thai gian tiep nkin, kiem tra xac dinh sr, co va thvc hien 
Sl• co 

Thai gian tiep nhan, kiem tra xac dinh su CO va thuc hien xir 1)% su co la thoi 
gian ma dun vi chu tri cung cap dich vu/dan vi thiet lap dich vu  c6 trach 
nhiem tiep nhan, kiem tra xac dinh su CO va thuc hien xir 1)% su co do loi 
thuc phan doan dan vi cung  cap. 

2.13. Thai gian ho trg car can bO ky thuat den tram cuoi (LE) va dia 
dijm khdch hang 

Thai gian ho trg cir can b0 ky thuat den tram earl (LE) va dia diem khach 
hang la thai gian ma don vi chit tri cung cap dich,vu/don vi thiet lap dich vu 
c6 trach nhiem cir can b0 ky thuat den tram cuoi (LE) va dia diem khach 
hang (vai dieu kien khach hang cho phdp) de phuc vu ding the hO trg xir ly 
su co 24/7. 

2.14. Thai dijm du' kiin can b0 ky thuat din dia diem khdch hang  
(ETA - Estimated Time ofArrival) 

La thai diem ma dun vi chu tri cung, cap dich vu/clan,vi thiet lap dich vu  du 
kien can b0 thu4t den dugc dia diem khach hang de ho trg xir 15r su co sau 
khi nhan dugc xac nhan d8ng y tit doi tac/khach hang. 
Luu 	c.a. can 110 ky thuat den dia diem khach hang do dan vi chit tri 
cung cap dich vu/dan vi thiet lap dich vu  chit dOng bo tri. Viec cir can 17,0 ky 
thuat den dia diem khach hang can su xac nhan va phoi hgp tir khach hang 
nen cac don vi can tuan thu theo dung ETA da thong bao, tranh lam anh 
huang  den hoat dOng khac cua khach hang neu thay doi ETA. 

2.15. Nguyen nhan ,sly (RFO -Reason for Outage) 
La nguyen nhan true tiep gay ra su co mat lien lac hoac suy giam chdt luting 
dich vu. Vi du: dirt cap quang, su co card thiet bi, mat dien hx6i,... 

2.16. Nguyen nhan goc (Root Cause) act sir co , 
La nguyen nhan ca ban dan den nguyen than six co RFO not tren. Thong 
thuang nguyen nhan gOc se khong trimg vai RFO. 
Vi du  1: six co c6 RFO la hong  card thiet bi tai tram vien thong  A, thi nguyen 
nhan goc la la card bi loi phan ,cirng (RAM, chipset...) hoac phan mem 
(firmware) hoac soc dien dan den mat lien lac. 
Vi du 2: su CO co RFO la mat dien luai tai tram vien thong B, thi nguyen 
nhan goc co, the la tram B khong  c6 may phat dien duphong  hoac thieu 
accqui dan den cac dich vu  bi anh huang  khi mat dien Wad. 
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Viec xac dinh nguyen nhan gOc la can cu quan trong nhit de dua ra cac giai 
phap cai thien va nang cao chat luong dich vu mot cach on dinh, lau dai. 

2.17. Thiri gian cung cap thong tin sfr co true than 
Thai gian cung cap thong tin six c6 tire thai la khoang thai gian ma don vi 
chu tri cung cap dich,  vu/don thiet lap dich vu thgc hien cung cap day du 
cac thOng tin ye sir co 	gian bat dau, ket thdc six co, nguyen nhan sg 
phan doan 16i va hanh dOng khac phuc) qua email, fax, dien thoai cho don vi . 
kinh doanh 	thong bao cho khach hang ke tir hac hoan thanh xir ly six c6 
tirng kenh khach hang. 

2.18. Thai gian cung cap nguyen nhan gijc va Wen phtip khac phyc 
Thai gian cung cap nguyen nhan g6c va bien phap khac phuc cua cac sir c6 
lon anh huang den nhieu kenh khach hang la khoang thai gian ma don vi chu 
tri cung cap dich vu/don vi thiet lap dich vu thuc hien cung cap day du thong 
tin ye nguyen nhan gOc cua sg c8, giai phap khac phuc va ph6ng ngixa bang 
email hoc van ban cho don vi kinh doanh de thong bao cho khach hang ke 
tir luc hoan thanh xir ly sir c8. 

2.19. Thai gian law frit cac st,r kien (event log) lien quan can kenh 
La khoang thai gian ma don vi chu tri cung cap dich vu/don vi thiet lap dich 
vu c6 trach nhiem thgc hien km trix cac sir kien (canh bao, mat lien lac) lien 
quan den dich vu dang cung cap, dac biet la so lieu luu ye cac canh bao 
(alarm log file). Cac so lieu nay duce cung cap de phuc vu viec phan tich loi 
va tix dO tim ra giai phap cai thien chat luong dich vu. 

2.20. Tan suat str co kip lai 
Tan suat,sg co 14p lai la so Ian six 	 ti c6 xay ra do cung mot nguyen nhan an 
huang den ding mot kenh khach hang trong yang 30 ngay. 

2.21. Thai gian thong bdo bao duiing 
Than gian thong No bao &song la khoang thai gian tai thieu ke tir khi don vi 
chu tri cung cap dich vu/don vi thik lap dich vu c6 van ban/email thong bao 
tai don vi kinh doanh cho den khi don vi chu tri cung cap dich vu/don vi thiet 
lap dich vu thgc hien bao duang. 

2.22. Thai gian thilt Op dick vy 
Thai gian thiet lap dich vu la khoang thai gian duvc tinh,ter Mc don 	tri 
cung cap dich vu/don thiet lap dich vu tiep nhan phieu yeu cau cung cap 
dich vu cho tai khi don vi kinh doanh nghiem thu sir dung &roc dich vu. 

2.23. T,3 le giao kenh clung han 
Ty le giao kenh dung han la tS,  le gilla tong so kenh yeu cau thiet lap duoc 
giao/nghiem thu dung than han yeu eau/guy dinh ten tong so kenh yeti cau 
thiet lap trong thang. 

2.24. Ho trg cung cap kenh dry phang 
Kenh dg phong la kenh thiet lap co cung dia diem ket cued vai kenh chinh tai 
dia diem sir dung dich vu sao cho dap img yeu cau tach biet hoan toan voi 
kenh chinh a bao dam khi kenh chinh mat lien lac dich vu van hoat dOng 
binh thuang. Sau khi khao sat, neu don vi chu tri cung cap dich vu/don vi 



thiet lap dich vu da cam ket c6 kha nang dap irng yeu cau cung cap kenh du 
phong thi phai thuc hien dung cam ket. 

2.25. Ho tro'trien khai thiet bi dau cuoi (NTU) dr e phong 
Thiet bi dau cuoi (NTU) du phong la thiet bi do dun vi kinh doanh trang bi 
va ban giao cho dun vi chit tri cung cap dich vu/dun vi thiet lap dich vu that 
hien luu tra, bao quan tai tram cuoi (LE) hoac die diem khach hang va hO' trg 
thay the khi c6 yeu cau. 

2.26. Ddp ring do kiem tra nghiem thu kinh 
Dap img do kiem tra nghiem thu kenh la kha nang thuc hien cac yeu cau ma 
dun vi chit tri cung cap dich vu/dun vi thiet lap dich vu thuc hien cac bulk do 
kiem trurac khi kS,  nghiem thu va ban giao kenh cho khach hang/doi tac. 

2.27. Ddp ring tham so thiet Ilip kenh Ethernet 
Dap img tham so thiet lap kenh Ethernet la kha nang that hien cac tham so 
yeu cau ma dun vi chit tri cung cap dich vu/dun vi thiet lap dich vu that hien 
thiet lap/khai bao ten trang kenh khach hang sir' dung dich vu Ethernet. Cac 
tham so thiet lap kenh chi tiet se dugc ghi ro trong cac phieu yeu cau cung 
cap. 

2.28. Dap an thief 1(ip QoS 
Dap img thiet lap QoS la kha nang that hien cac yeu cau thiet lap ma dun vi 
chit tri cung cap dich vu/don vi thiet lap dich vu that hien cau hinh CoS, QoS 
theo cac mire khi c6 yeu cau cita khach hang/doi tac. 

2.29. Thai gian giai guyet va Mei gian hoi am khieu nai 
Thai gian giai quyet khieu nai dugc tinh tir thoi diem nhan dugc khieu nai 
cua khach hang den khi hoan thanh giai guy& van de khach hang khieu nai. 
Thai gian holt,  am khieu nai dugc tinh tir thari diem nhan dugc khieu nai cua 
khach hang den khi c6 van ban tra lei ye van de khach hang khieu nai. 
3. Cac trinimg hop khong ap dung quy dinh 

3.1. 1_,8i thuOc ve he tilting thiet bi dau cuoi cua khach hang: CPE 
(tru6ng hgp CPE, NTU khong do dun vi cung cap dich vu cung 
cap), loi mang LAN hoac do cac dieu kien van hanh khai that 
khong dam bao. 

3.2. Khach hang yeu cau tam dirng dich vu de kiem tra, bao tri, bao 
throng. 

3.3. KhOng lien lac dugc 	khach hang trong qua trinh thiet lap (Lich 
vu,ho4c khac phut sty c6. 

3.4. Mat ket noi,  do cac nguyen nhan: khach hang chua thanh town cho 
ben cung cap dich vu, khach hang sir dung dich vu bat hgp phap 
hoac vi pham cac dieu khoan bat buOc trong thea thuan. 

3.5. Tru6ng hgp bdo duong mang luoi dm dun vi cung cap dich vu da 
dugc thong bao truot cho khach hang theo qui dinh va dugc khach 
hang &Ong )'r (that gian, thai diem bao throng). 

3.6. Cac tnfong hgp bat kha khang: hoa hoan, lit lut, Ong 



4. Bang chi tieu chAt luvng cam k& cho dich vu kenh thue rieng, VPN 

Sri' Chi tieu Loai kenh Kenh loai A KEnh loai B Kenh loai C 

1.  
DO kha dung dich 
vu trung binh (%) 

TDM & 
Ethernet 

> 99.90 % > 99.80 % % 
 > 99.50 

2.  
TS/ le giay bi 18i 
(ESR) ap dung cho 
kenh TDM 5Mpbs <  

Toe d'O < 
5Mbps < 0,02 <0,03 < 0,04 

5Mpbs 
Toc clO < 
15Mbps  

< 0,025 < 0,035 <0,045 

1 
Toe dO < 
55Mbps 

< 0,0375 < 0,0475 <0,0575 

roc dO > 
55Mbps <0,08 <0,09 <0,1 

• 
Mat goi(Packet loss) 
(%) 

N6i hat < 0,03 < 0,05 <0,08 
L ien tinh < 0,08 < 0,15 <0,2 
Quoc to < 0,1 < 0,3 < 0,5 

4.  Bien thien dO tre Ethernet < 5ms < 8ms khong cam ket 

5.  DO tr4ms) NOi hat < 11 <25 <30 
Lien tinh < 23 <55 <70 

. 

Bang thong(tY 1' 
bang thong toi thieu 

,; 	. ket not dat du 
theo hop (long) 

TDM & 
Ethernet 

100 % > 99 % % 
 

> 95 

Do 17Oi truYin 
dan vat Iji < 6 

gia. 
Do I8i logic< 

60 phut 

2 gia/1 Lan 

. Thbi gian xii 1)",  sq 
co6 (TTR) 

TDM & 
Ethernet 

Do 18i truyen 
dan vast 1)"/ < 2 

gib. 
Do r& logic< 

30 phOt 

Do loi truy-en 
dan v4tlY < 5 

gib. 
Do i& logic< 

45 phut  

1 gib/1 l'an 8. 
Thad gian cap nhat 
th6ng tin tien trinh 
xfr ly su.  c8 

TDM & 
Ethernet 

30 phut/1 ran 

. 

Thbi gian tiep nhan, 
kiern tra )(de dinh sir 

. co va thuc hin xi 
ly sg co 

TDM & 
Ethernet 

24 gib/7 ngdy 24 gib/7 ngdy gib hanh 
chinh 

10.  

Thai gian ho trg cir 
can 1)0 ky7 thuat den 
tram cuoi (LE) va 
dia diem khach hang 

TDM & 
Ethernet 

24 gib/7 ngay gib hanh 
chinh 

gia hanh 
chinh 

11.  
Thai gian cung cap 
ETR 

TDM & 
Ethernet 

<30 phut ke tb: 
khi tiep nhan 
thong tin stx 

co 

<45 phlit ke UT 
khi tiep nhan 
thong tin sg 

co 

khong cam 
lc& 

12 1/- 



STT Chi tieu Loai kenh Kenh loai A Kenh loai B Kenh 100 C 

12 . Thai gian cung cap 
ETA 

TDM & 
Ethernet 

Trong yang 
30 philt ke tix 
khi c6 yeu cau 

cu ky thuat 
den dia diem 
khach hang 

Trong yang 
45 phdt ke tit' 

khi c6 yeu cau 
cu ky thuat 

den dia diem 
khach hang 

khong cam 
ket 

13.  
Thai gian cung cap  

sixco tdc thong tin s 
thai 

TDM & 
Ethernet 

< 4 gia ke tit' 
khi hoan 

thanh xir ly sir 
co 

< 6 gia ke tit.  
khi hoan 

thanh xu ly six 
co 

< 8 gib ke til.  
khi hoan 

thanh xix lY 
sir co 

14.  
Thai gian cung cap 

goc va nguyen nhan, 
bin phap khac phuc 

TDM & 
Ethernet 

Trong yang 
01 ngay lam 
viec ke -al' khi 
hoan thanh xi:T 
ly six co 

Trong Ong 
02 ngay lam 
viec ke tix khi 
hoan thanh xd 
lY six co 

khong cam 
k6t  

I 5 

Thai gian km tat 
cac sg kien (event 
log) lien quan den 
kenh 

TDM & 
Ethernet 

Trong yang 
01 thong tr .& 
ve truac ke tir 
thai diem yeu 
cau 

Trong yang  
15 ngay tra ve 
truac ke tir 

thai diem yeu 
cau 

Trong vOng 
10 ngay tr .& 
ve trixac ke 
tir thai diem 
yeti cau  
_. 4 six co liap 
14i trong 
vOng 30 ngay 

16. 
Tan suit sg CO lap 
14i 

TDM & 
Ethernet 

< 2 sg co 14p 
lai trong yang 
30 ngay 

< 3 six cO 14p 
14i trong yang 
30 ngay 

17. 

Thong boo boo 
duang c6 ke ho4ch 

TDM & 
Ethernet 

>_ 15 ngay lam 
viec 

?_ 10 ngay lam 
viec 

? 5 ngay lam 
vice 

Thong boo boo 
dubng khan cap 

TDM & 
Ethernet 

?._. 36 gia ._>_. 24 gia > 12 gia 

So 	n boo dutng  la ' 

khan cap 
TDM & 
Ethernet 

< 2 laninam < 3 lan/nam < 4 lan/nam 

Thai gian thgc hien 
boo &rang 

TDM & 
Ethernet 

Vao nixa dem 
hoc cac ngay 

thir 7, chi' 
nhat 

Vao rida dem 
hoc cac ngdy 

thd 7, ch6 
nhat 

Vao rida dem 
hoc cac 

ngay thin 7, 
chil nhat 

18. Thai gian thiet lap 
dich vu 

TDM & 
Ethernet 

Kenh not hat: 
<2 ngay 

Kenh lien 
tinh: <3 ngay 
Kenh quOc te: 

54 ngay 

Kenh not hat: 
<3 ngdy 

Kenh lien tinh: 
<4 ngay , 

Kenh cluck te: 
55 ngay 

Kenh not hat: 
<A ngdy 

Kenh lien tinh: 
<5 ngay , 

Kenh qtrOc te: 
56 ngay 

19. 
TS/ le giao kenh 
dung Ilan 

TDM & 
Ethernet 

100% >95% >90% 

13 qt/- 



S'I'T Chi tieu Loai kenh Kenh loci A Kenh loai B Kenh loaf C 

20.  
H8 trg cung cap 
kenh du.  phong 

TDM & 
Ethernet 

, 	Co 
(neu ket qua 
khdo sat dap 

	

trng yeu cau) 	 

Co 

Khong cam 
ket 

Co 

Khong cam 
ket 

Khong cam 
ket 

21.  
H8 troy trien khai 
thiet bi dau cuoi 
(NTU) du.  phong 

TDM & 
Ethernet 

22.  

Thuc hien do BER 
24 gia (neu KFI yeu 
cL) 

Kenh TDM 
/ El 

CO Co 
Khong cam 

ket 

Thuc hien do Ping 
test ( ping size 
1500) 

Kenh 
Ethernet 
toe d(15 
<2Mbps 

Co Co Co 

Thuc hien do RFC 
2544 

Kenh 
Ethernet 
toc dO 
>2Mbps 

CO Co 
Khong cam 

ket 

Dap Ung tham so thiet lap kenh Ethernet 

23.  

H8 trg Jumbo Frame 
(MTU size > 1522 
bytes) 

Ethernet CO 
Khong cam 

ket 
Khong cam 

ket 

1-18 fro.  full VLan 
Transparent Ethernet Co 

Khong cam 
ket 

Khong cam 
ket 

Dap dng thiet lap QoS. 

24.  
Thiet lap HQoS 
(theo yeu cau KH) Mang VN2 CO Co 

Khong cam 
ket 

25.  

Thiet lap CoS/DSCP 
Transparent (ap 
dung \fed IP 
Precedence < 5) 
(theo yeu cau KH) 

Mang 
Metronet 
cila VNPT 
Tinh/TP 

CO Co 
Khong cam 

ket 

26.  
Thai gian h45‘ i am 
khieu nai <1 ngay 52, ngdy < 3 ngay 

27.  
Than gian giai quye't 
lchieu nai 53 ngdy 5 5 ngay < 10 ngay 

14 



5. Bang chi tien chAt lu•ng cam ket cho Bich vu Internet trkrc ti4 

STT Chi tieu Kenh loci A Kenh loci 13 Kenh loci C 

> 99.50% . 
DO kith dung dich vu 
trung binh (%) 

> 99.90% > 99.80% 

. TS/ le: mat goi tin (%) < 0,1% < 0,3% < 0,5% 

3. 
Bang thong(tOc TO toi 
thie'u ket not dot duvc 
theo yeu ciu hop gong)  
Kich thuot goi tin toi da 
(bytes) 

100% 

1500 

> 99% 

1500 

> 95% 

1500 

5. 
Thai gian xir lY su co 
(TTR) 

Do lOi truyen 
din vat 1/ < 

gib. 
Do loilogic< 

30 philt 

Do loi truyen 
clan vat 1y -5 5 

gib. 
Do loi logic< 

45 phtlt 

Do loi truyen 
dran vat l/ 5 6 

gib. 
Do 16i logic< 

60 phut 

6. 
Thai gian cap that 
thong tin tien trinh xir 
1)",  su co 

30 phitt/1 lin 1 gib/1 lin khong cam ket 

7. 
Thai gian cung cap 
nguyen nhan g6c va 
bien phap lchac phuc 

Trong yang 
01 ngay lam 
viec ke tir khi 
hoan thanh xir 
1)',  su co 

Trong vOng 
02 ngay lam 
viec ke tir khi 
hoan thanh xir 
lY su co 

khOng cam ket 

8. 
Thai gian km frit cac 
su kin (event log) 
lien quan den kenh 

Trong yang 
01 thing troy 
ve tube ke" tir 
tiled di6m yeu 
Cali 

Trong \Tong ,  
15 ngay tree ve 
truot ke tir 
tiled di6m yeu 
ciu 

Trong yang 10 
ngdy trey ve 
truac ke lir 

then diem yeu 
A cau 

9. Tin suit su co lap lai 
< 2 su co lap 
14i trong yang 
30 ngay 

< 3 su co 14p 
lai trong yang 
30 ngay 

khong cam ket 

10. 

Thong bao bao &rang 
có ke hooch 

> 15 ngay lam 
viec 

> 10 ngay lam 
viec 

> 5 ngay lam 
viec 

Thong bao bao dutng 
khin cap > 36 gi6 > 24 gio ?_- 	12 gib 

• So lan bao cltrang 
khin cap < 2 lin/nam < 3 lin/nam < 4 JAninam 

gian dive hin 
bdo duang 

Vao nira dem 
hoac cac ngay 

thfx 7, chit 
What 

Vao nira dem 
hoac cac ngay 

thir 7, chit 
What 

Vao nu
, 
 a dem  

hoac cac,  ngay 
thir 7, chit nhat 

15 



STT Chi tieu Kenh loai A Kenh loai B Kenh loai C 

11. Than gian thie't lap 
dich vu 

Kenh not hat: 2 
ngay 

Kenh lien tinh: 
3 ngay ,  

Kenh quoc te: 
4 ngay 

Kenh not hat: 3 
ngay 

Kenh lien tinh: 
4 ngay 	, 

Kenh quoc te: 
5 ngay 

Kenh not hat: 4 
ngay 

KOnil lien tinh: 
5 ngy , 

Kenh quoc te: 6 
ngay 

12. 
TS,  le: giao ketth clang 
han 100% >95% >90% 

13. 
H8 trg cung cap kenh 
du phong 

, 

Co 
(neu ket qua 
khan sat dap 
frng yeu cAu) 

Khong KhOng 

14. 
Ho trg trien khai thiet 
bi dau cuoi du.  phong Co Co Khong 

15. 
Thai gian 1-1"C5i am 

khieu nai .l. ngay _.2 ngay 5.3 ngay 

16. 
Thai gian giai quy& 
khieu nai 5_3 ngay 5 5 ngay .5. 10 ngay 

17. 
HO" trot tirng cat khi có 
sir c6 phan doan quoc 
t6 

lh 5h khong cam ket 

18 . 

DO tre trung binh (ms) ( Tinh tir,diem truy nhap Internet dm ngueri dung 
 cac diem cuoi dtrai day) 

Hong Kong <=35ms < 110ms khong cam k& 

Singapore <=3 Oms < 110ms khong cam ket 

Nhat Ban <=85ms <130ms khong cam ket 

Han Quoc <=105ms <130ms khong cam k6t  
khong cam ket Trung Qu6c <=120ms < 130ms 

Hai Loan <=70ms < 130ms khong cam ket 
Huang Chau Au <=250ms <330ms khong cam ket 
Huang be.  Tay my <=230ms <280ms khong cam ket 
Huang be( Dong my <=23 Oms < 250ms khong cam ket 

khong cam ket Huang Uc <=115ms < 250ms 
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6. To chtic thwc hien 

• VNPT Vinaphone, VNPT Net, VNPT T/Tp, VNPT-I to chire trier' khai 
nang cao chat luting dich vu d6i voi cac chi tieu, cam ket thu6c linh vvc 
don vi quan IS/ nham dam bao chat Luang dich vv cung cap tai khach 
hang. 

• Ban Chat luting chit tri theo dOi danh gia the don vi trong viec tuan thu 
va dap irng cac chi tieu va cam ket trong quy dinh. 

• Ban IT&VAS chit tri, Ban Chat luting phi hgp chi dao cac don vi xay 
dung plan m'em dieu hanh cung cap dich vu va xir 13% sir c6 KHDN cap 
nhat tinh Wang de theo doi, tong hop, bao cao the chi tieu va cam ket 
chat luting dich vu cho KHDN trong quy dinh nay. 

• Ban CNM chit tri, Ban Chat luting phi hop t6i uu chat luting mang luoi 
nham dap irng the cam ke't chAt luting v6' ksi thuat dua ra. Dieu chinh cac 
quy dinh ve chat luting mang 	khong phis hop voi cam ket de nang 

cao chat luting mpg. 

• Ban KHDT chit tri, Ban Chat luting phi hgp xay dung co the kinh t6 
gida cac don vi phit hop vefi tf.rng mire de cam ket chat luting dich vv. 

TONG GIAM DOC 
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Phu Iva: Phan bo thin gian xir 1157 sty co va thitt 14p did' vu 
I. Phan bt thoi gian xir 1ST sir et 

Don vi Kenh loai A Kenh lo#i B Kenh loai C 
Don vi kinh doanh 
(VNPT Vinaphone, 
VNPT-I) 
Tiep nhan thong tin 
su CO bao hong-Tao 
phi6u bap hOng 

<5 phUt <10 phUt <15 phut 

VNPT Net 
Khac phuc su c6: kenh 
lien tinh, quoc te 

<115 phdt < 290 phirt <345 phUt 

VNPT tinh/thanh 
PhQ 
Khac phuc su co kenh 
nOi hat, phan doan 
thuOc don vi quan lY 
vOi kenh lien tinh 
quoc te 

<115 phut < 290 phut <345 phut 

2. Phan bt) thiri gian thitt lap did] NT 

Don vi Kenh loai A Kenh loai B Kenh 1°0 C 
Don vi kinh 
doanh (VNPT 
Vinaphone, 
VNPT-I),  
KY hgp dong-Tao 
phieu yeu cau 
cung cap dich vu 

< lh < 2h < 3h 

VNPT Net 
Thik lap dich vu 
kenh lien tinh, 
quoc te 

Kenh lien 
tinh: <3 ngay 
Kenh qu6c 
te: <4 ngdy 

Kenh lien 
tinh: <4 ngay 
Kenh quoc 
te: <5 ngay 

Kenh lien 
tinh: <5 ngay 
Kenh quoc 
te: <6 ngdy 

VNPT tinh/thanh 
phO 
thiet lap dich vu 
kenh nOi hat, phan 
doan thuOc don vi 
quail ly \Teri kenli 
lien tinh quoc te 

Kenh nOi 
hat, phan 
doan kenh 
lien tinh, 
quOc to 
thuOc don vi 
quan ly <2 
ngay 

Kenh nOi 
hat, phan 
doan kenh 
lien tinh, 

; quoc te 
thuOc dun vi 
quan ly <3 
ngay 

Kenh nOi 
hat, phan 
doan kenh 
lien tinh, 

A 	A quoc te 
thuOc don vi 
quan ly <4 
ngay 

18 
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