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TU CONG BO

Chét lugng dich vu: Dich v IPTV trén mang vién thong cong cing ¢b dinh

vé6i cac chi tiéu chit luong dich vu “Dich vu IPTV trén mang vién thong cong cong
¢6 dinh” nhu sau:

Mire theo quy
chuan ky thujt

STT | - Tén chi tiéu Miic cong bd
(QCVN
84:2014/BTTTT)
D6 kha dung cua dich vu >99.5% > 99.5%
2 | Thoi gian thiét lap dich vu (E)

o Truong hop khong lip dat duong thué > 90% > 90%
bao (E <5 ngay)

e Truong hop co lip dat duong thué bao
+ NOi thanh, thi xa: E < 12 ngay >90% > 90%
(khong tinh ngay 1e, thir 7 va chu nhat)
+ Thj trin, lang, x4: E < 20 ngay > 00% > 90%

(khong tinh ngay 1€, thir 7 va chi nhat)

3 | Thoi gian khic phuc mét két néi (R)

- Noi thanh, thi xa: R <36 gio > 90% > 90%
- Thi trin, lang, xa: R < 72 gid > 90% > 90%
Khiéu nai ctia khach hang vé chit luong <025 <0,25

4 | dich vu (S6 khiéu nai/100 khach hang/3
thang)




Hdi 4m khiéu nai cia khach hang
(DNCCDV phai ¢6 vin ban hdi 4m cho
100% khach hang khiéu nai trong thdi han
48 gidy ké tir thoi diém tiép nhan khiéu nai)

100%

100%

Dich vu hd trg khéich hang

e Thoi gian cung cip dich vu hd trg
khach hang bing nhan cong qua dién
thoai

e Ty I& cudc goi t&i dich vu hd trg khach
hang chiém mach thanh céng va nhin
duoc tin hi€u tra 101 cua dién thoai vién
trong vong 60 gidy.

24 gio trong
ngay

> 80%

24 gio trong
ngay

> 80%




