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Bo tru&ng Bo Thong tin va Truyen thong ban hanh Thong tu quy dinh ve 

quan ly chat luang dich vu vien thong1.

cHironvG i
QUY DINH CHUNG

Dieu 1. Pham vi dieu chinh va doi tirang ap dung

1. Thong tu nay quy dinh ve quan ly chat luang dich vu vien thong.

2. Thong tu nay ap dung doi vai ca quan quan ly nha nuac ve chat luang 

dich vu vien thong; cac to chuc, ca nhan cung cap, su dung dich vu vien thong 

tai Viet Nam.

Dieu 2. Ca quan quan ly nha nuac ve chat liroug dich vu vien thong

1. Cue Vien thong true thuoc Bo Thong tin va Truyen thong dugc giao thuc 

hien quan ly nha nuac ve chat luang dich vu vien thong tren pham vi ca nuac.

2. Cac Sa Thong tin va Truyen thong thuc hien quan ly nha nuac ve chat 
luang dich vu vien thong tren dia ban quan ly cua minh theo cac npi dung dugc 

phan cong tai Thong tu nay.

Dieu 3. Danh muc dich vu vien thong bat buoc quan ly chat Itrgng

Theo timg thai ky, Bo Thong tin va Truyen thong ban hanh “Danh muc 

dich vu vien thong bat buoc quan ly chat lugng” phu hgp vai chinh sach, yeu 

cau quan ly va thuc te phat trien cua dich vu vien thong.

1 Thong tir so 33/2020/TT-BTTTT ngay 04 thang 11 nam 2020 cua Bp truemg B6 Thong tin 
Truyen thong sira doi, bo sung mot so di§u cua Thong tu s6 08/2013ATT-BTnT ngay 26 thang 3 nam 
2013 cua Bp tnrcmg Bp Thong tin va Truyen thong quy dinh v6 quan ly chat lupTig dich vu viln thong 
co can cur ban hanh nhu sau:

“Can cuLuqt Vien thong ngay 23 thang 11 nam 2009;
Can cvrLuqt Chat luang son pham, hang hoa ngay 21 thang 11 nam 2007;
Can cuLuat Tieu chudn va Quy chudn ky thudt ngay 29 thang 6 nam 2006;
Can cuNghi dinh so 25/2011/NB-CP ngay 06 thang 4 nam 2011 cua Chinh phu quy dinh chi 

tiet vd hic&ng dan thi hanh m$t sd dieu cua Lugt Vien thong;
Can cuNghi dinh so 132/2008/ND-CP ngay 31 thang 12 nam 2008 cua Chinh phu quy dinh chi 

tiet thi hanh m$t so dieu cua Lugt Chat htpng son phdm, hang hoa;
Can cu Nghi dinh sd 127/2007/ND-CP ngay 01 thang 8 nam 2007 cua Chinh phu quy dinh chi 

tiit thi hanh mot so dieu cua Lugt Tieu chudn vd Quy chudn ky thudt;
Can ca Nghj dinh so 17/2017/NB-CP ngay 17 thang 02 nam 2017 cica Chinh phu quy dinh chuc 

ndng, nhi4m vu, quyen hgn vd ca cau to chuc cua Bq Thong tin vd Truyen thong;
Theo de nghi cua Cue tru&ng Cue Vien thong,
Bq tru&ng Bq Thong tin vd Truyen thong ban hanh Thong tu sua ddi, bo sung mQt so dieu cua 

Thong tu so 08/2013/TT-BTTTT ngay 26 thang 3 nam 2013 cua Bq tru&ng Bq Thong tin vd Truyen 
thong quy dinh ve quan ly chat lugng dich vu vien thong. ”
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CHlTONG II

CONG BO CHAT LtTQfNG DICH VU VIEN THONG 

Dieu 4. Trach nhiem cons bo chat lurons dich vu vien thong
** \ r r

Doanh nghiep vien thong dugc Bo Thong tin va Truyen thong cap giay 

phep kinh doanh dich vu vien thong co trach nhiem:
t f 7 r r

1. Thuc hien viec cong bo chat luong theo Quy chuan ky thuat quoc gia doi 
vdi cac dich vu vien thong thuoc “Danh muc dich vu vien thdng bat buoc quan 

ly chat luong”, muc chat luong cong bo khong dugc trai vdi muc quy dinh cua 

Quy chuan ky thuat quoc gia.

2. Tu cong bo chat lugng theo tieu chuan tu nguyen ap dung doi vdi cac 

dich vu vien thong khong thuoc “Danh muc dich vu vien thong bat buoc quan ly
f

chat lugng” tren trang thong tin dien tu (website) cua doanh nghiep vien thong.

3. Trong hgp dong cung cap dich vu vien thong doi vdi cac dich vu tra sau, 
trong ban thong tin dieu kien su dung dich vu vien thong doi vdi cac dich vu tra 

trudc phai co dieu khoan ve chat lugng dich vu ma doanh nghiep vien thong 

cung cap, trong do ghi rd: “Dam bao chat lugng dich vu cung cap cho khach 

hang theo dung chat lugng dich vu ma doanh nghiep da cong bo”.

Dieu 5. Thu tuc cons bo chat Iwmg dich vu vien thong doi vdi cac dich
m r - 9

vu thuoc “Danh muc dich vu vien thong bat buoc quan ly chat Immg”
a ~ \ 9 r

1. Doanh nghiep vien thong (dugc Bg Thong tin va Truyen thong cap giay 

phep kinh doanh dich vu vien thong) nop ho so cong bo chat lugng dich vu vien 

thong true tiep hoac qua he thong buu chinh tai Cue Vien thong, dia chi: so 68 

dudng Duong Dinh Nghe, phudng Yen Hoa, quan Cau Giay, thanh pho Ha Noi
r i ' »hoac qua hinh thuc true tuyen tai Cong dich vu cong quoc gia 

(http://dichvucong.gov.vn) hoac Cong dich vu cong true tuyen cua Bo Thong tin 

va Truyen thong (http://dichvucong.mic.gov.vn).

2. So lugng bo ho so: 01 bo.

3. Thanh phan ho so bao gom: 

a)3 (dugc bdi bo).

I

1 Khoan nay dir<?c sura d6i, bo sung theo quy dinh tai khoan 1 Dieu 1 cua Thong tu s6 33/2020/TT- 
BTTTT'sua doi, bo sung mot so dieu cua Thong tu so 08/2013/TT-BTTTT ngay 26 thang 3 nam 2013 
cua Bq trudng Bp Thong tin va TruySn thong quy djnh vk quan ly chat lupmg djeh v\i vien thong, co 
hieu lyre k§ tu ngay 15 thang 12 nam 2020.
3 Khoan nay dupe bai bo theo quy dinh tai khoan 1 Dieu 2 cua Thong tu so 33/2020/TT-BTTTT sura 
doi, b6 sung mpt so di£u cua Thong tu so 08/2013/TT-BTTTT ngay 26 thang 3 nam 2013 cua Bp 
truemg Bp Thong tin va Truyen thong quy dinh \h quan ly chat lupng dich vu vien thong, co hieu lye 
ke tu ngay 15 thang 12 nam 2020.

http://dichvucong.gov.vn
http://dichvucong.mic.gov.vn
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b) Cong van ve viec cong bo chat luong dich vu vien thong theo man tai 

Phu luc I cua Thong til nay.

c) Ban cong bo chat luong dich vu vien thong theo mau tai Phu luc II cua 

Thong tu nay.

4.4 Trong thoi han ba (03) ngay lam viec ke tu khi ho so duoc tiip nhan:

a) Truong hop ho so duoc chap thuan, Cue Vien thong cdp cho doanh 

nghiep “Ban tiep nhan cong bo chat luong dich vu vien thong” theo miu tai Phu 

luc III cua Thong tu nay.

b) Truong hop ho so khong duoc chap thuan, Cue Vien thong co van ban 

tra loi doanh nghiep vien thong va neu ro ly do.

5. Sau khi duoc cap “Ban tiep nhan cong bo chat luong dich vu vien
thong”, doanh nghiep vien thong co trach nhiem:

* *
a) Bang tai “Ban cong bo chat luong dich vu vien thong” tren website cua 

doanh nghiep theo quy dinh tai Bieu 22 Chuong VII cua Thong tu nay.

b) Niem yet “Ban cong bo chat luong dich vu vien thong” tai noi de nhin
ft

thay va de dang doc duoc tai tat ca cac diem giao dich co thuc hien viec ky hop 

dong cung cap dich vu voi khach hang va cac diem cung cap dich vu viln thong 

cong cong cua doanh nghiep vien thong.

Dieu 6. Thoi han cong bo chat Itrong dich vu vien thong
f ** f

B6i voi dich vu vien thong thuoc “Banh muc dich vu vien thong bat bupc
f ^ ■ \

quan ly chat luong”, doanh nghiep vien thong duoc Bp Thong tin va Truyen 

thong cap giay phep kinh doanh dich vu vien thong co trach nhiem:

1. Hoan thanh thu tuc cong bo chat luong dich vu vien thong quy dinh tai 
^ * •*

Bieu 5 cua Thong tu nay trong thoi han sau muoi (60) ngay ke tu ngay Thong tu
* f \

nay co hieu lire ap dung hoac ke tu ngay doanh nghiep vien thong bat dau cung
f

cap dich vu.

2. Thuc hien lai va hoan thanh thu tuc cong bo chat luong dich vu vien 

thong quy dinh tai Bieu 5 cua Thong tu nay trong thoi han sau muoi (60) ngay 

ke tu ngay Quy chuan ky thuat qu6c gia ma Bp Thong tin va Truyen thong thay 

doi co hieu luc thi hanh hoac doanh nghiep vien thong co bat ky su thay doi nao 

ve npi dung cong bo.

4 Khoan nay dirge sura doi, bo sung theo quy dinh tai khoan 2 Dieu 1 cua Thong tu s6 33/2020/TT- 
BTTTT sua d6i, b6 sung mpt so dieu cua Thong tu s6 08/2013/TT-BTTTT ngay 26 thang 3 nam 2013 
cua Bg truong Bq Thong tin va Truyen thong quy dinh ve quan ly chat lugng dich vy viln thong, co 
hieu luc ke tur ngay 15 thang 12 nam 2020.
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CHtroNGin

BAG CAO CHAT Ll/ONG DICH VU VIEN THONG• • •

Dieu 7. Bao cao djnh ky

1. Trong thai ban hai muai (20) ngay dau tien hang quy, doanh nghiep vien 

thong dugc Bg Thong tin va Truyen thong cap giay phep kinh doanh dich vu
r f

vien thong gui bao cao chat luong dich vu vien thong do minh cung cap trong 

quy tnrac do ve Cue Vien thong.

2.5 Boi vai moi dich vu, bao cao gui Cue Vien thong duoi hinh thuc ban
f r r

dien tu (file) co su dung chir ky so hoac ban giay theo mau Bao cao dinh ky chat 
luqmg dich vu vien thong quy dinh tai Phu luc IV cua Thong tu nay va mau Ban 

chi tieu chat luong dich vu vien thong quy dinh tai cac Phu luc VI, VII va XII 

cua Thong tu nay tuong ung vdi tung dich vu tai dia ban tinh, thanh ph6 true
r

thuoc Trung uong ma doanh nghiep vien thong co cung cap dich vu.
** \ f

3. Cue Vien thong co trach nhiem xay dung co so du lieu ve bao cao chat 
luong dich vu vien thong va chia se so lieu bao cao voi cac So Thong tin va 

Truyen thong qua moi truong mang theo quy dinh6.

Dieu 8. Bao cao dot xuat
1. Doanh nghiep viln thong co trach nhiem bao cao chat luong dich vu vien

r \ ** \

thong do minh cung cap ve Cue Vien thong khi co yeu cau.
2. Doanh nghiep vien thong, dai ly dich vu vien thong tren dia ban do So 

Thong tin va Truyen thong quan ly co trach nhiem bao cao So Thong tin va
\ \ e ** 'Truyen thong ve chat luong dich vu vien thong do minh cung cap khi co yeu 

cau.
4*0 t

3. Khi dich vu vien thong thupc “Danh muc dich vu vien thong bat buoc
quan ly chat luong” co su co lam cho viec su dung dich vu tren dia ban mot hay
nhieu tinh, thanh pho hoac tren huong lien tinh, lien mang, quoc te khong thuc
hien dugc trong khoang thoi gian tir hai (02) gib trb len thi trong thbi han ba

* *
(03) ngay lam viec ke tir ngay xay ra su co, doanh nghiep vien thong co trach

5 KhoAn nay dirge siia doi, b6 sung theo quy djnh tai khoan 3 Dieu 1 cua Thong tir so 33/2020/TT- 
BTTTT siia doi, bo sung mpt s6 dieu cua Thong tu so 08/2013/TT-BTTTT ng^iy 26 thang 3 n&m 2013 
cua Bp tnrdng BO ThOng tin va Truyen thong quy djnh ve quin ly chat lupng djeh vp vien thong, c6 
hiOu Igc tu ngay 15 thing 12 n§m 2020.
6 Cym tir “thong qua moi truemg mang ho^ic blng v5n ban theo quy dinh” dupG thay the bdri cym tu 
“qua moi truemg myng theo quy djnh” theo quy djnh tyi khoan 3 Dieu 2 cua Thong tu so 33/2020/TT- 
BTTTT sura doi, bo sung mOt so dieu ciia Thong tu s6 08/2013/TT-BTTTT ngay 26 th&ng 3 n5m 2013 
cua Bp truong BO Thong tin vi Truyen thong quy djnh ve quan ly chat lupng djeh vy vien thong, c6 
hipu lyc ke tu ng&y 15 thing 12 n5m 2020.
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nhiem bao cao bang van ban ve nguyen nhan, muc do knh huang va vice khic 

phuc sir co guri Cue Vien thong va cac So Thong tin va Truyen thong nai su co 

xay ra.

Dieu 9. Liru tnr so lieu, tai lieu su* dung de lap bao cao
' * % %

1. Khi co yeu cau cua ca quan quan ly nha nuac co tham quyen, cac doanh
nghiep vien thong, dai ly dich vu vien thong co trach nhiem:

a) Giai trinh, cung cap so lieu, tai lieu su dung de lap bao cao va chiu trach 

nhiem ve tinh kip thai, chinh xac va day du doi vai cac noi dung cua so lieu, tai 
lieu su dung de lap bao cao.

b) Dam bao dieu kien ky thuat, nhan su7 de ca quan quan ly nha nuac co
* > ft \ + t

tham quyen truy nhap vao he thong thiet bi cua doanh nghiep nham tham tra so 

lieu.

2. Doanh nghiep vien thong co trach nhiem luu tru cac so lieu, tai lieu su 

dung de lap bao cao chit luong dich vu vien thong it nhat la hai (02) nam ke tu 

ngay bao cao.

CHtTONG IV
DO KIEM CHAT LU*ONG DICH VU VIEN THONG

Dieu 10. Ke hoach do kiem

1. Thing mot hang nam, Cue Vien thong ban hanh ke hoach do kiem chat 
luong doi vai dich vu vien thong thupc “Danh muc dich vu vien thong bat buoc 

quan ly chat lugng”.
♦ \ t P* 9

2. Npi dung do kiem bao gom thu nghiem, lay mau, do kiem va danh gia 

chi tieu chat luong dich vu vien thong theo Quy chuan ky thuat quoc gia.

3. Doi vai mot dich vu cua mot doanh nghiep viln thong, trong cung mot 
dot do kiem chat luong dich vu vien thong theo ke hoach thi viec do kiem co the 

duoc thuc hien tren nhieu dia ban tinh, thanh pho ma doanh nghiep vien thong 

do co cung cap dich vu.

4. Doi vai moi loai dich vu vien thong, trong cung mot dot do kiem theo ke 

hoach thi viec do kiem chat luong dich vu vien thong co the duoc thuc hien vai 

nhieu doanh nghiep viln thong tren cung mot dia ban tinh, thanh ph6.

7 Cym tir “H6 tr<? ky thuyt” dirgrc thay the beri cym tu “Dam bao dieu ki$n ky thuyt, nhSn sy” theo quy 
djnh tyi khoan 4 Dieu 2 cua Thong tu so 33/2020/TT-BTTTT sua doi, bo sung m$t so dieu cua Thong 
tu so 08/2013/TT-B 111! ng^iy 26 thdng 3 n&m 2013 cua Bp truemg Bp Thong tin v£ Truyen thong 
quy djnh ve quan ly chat lupng djeh vy vien thong, c6 hipu lyc ke tu ngay 15 thang 12 n&m 2020.
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5. Ngoai ki hoach do kiim quy dinh tai khoan 1 Dieu nay, trong tmong 

hop can thiet, Cue Vien thong quyet dinh tien hanh viec do kiem dot xuat.

Dieu 11. Trinh tir do kiem, xu* ly ket qua do kiem va trach nhiem cua to 

chirc do kiem
1. Tren ca so ke hoach do kiem chat luong dich vu vien thong da ban hanh, 

Cue Vien thong yeu cau to chuc do kiem da dugc Bo Thong tin va Truyen thong 

chi dinh tien hanh do kiem chit luemg dich vu vien thong cua doanh nghiep vien 

thong. Trong tnrong hop can thiet, Cyc Vien thong phoi hop vai cac So Thong 

tin va Truyen thong trong cong tac do kiem tren dia ban quan ly cua So.

2. Tnrac khi tien hanh do kiem chat luong dich vu vien thong, to chuc do 

kiem phai thong bao cho doanh nghiep vien thong ve dia diem, thoi gian, noi 
dung tien hanh do kiem.

3. Doanh nghiep vien thong dugc do kiem co nhiem vu cung cap day du so 

lieu, tai lieu phuc vu cho cong tac do kiem va phoi hgp thuc hien cong tac do 

ki6m theo yeu can cua Cue Vien thong, cua to chuc do kiem.

4. Ket thuc dgt do kiem to chuc do kiem co trach nhiem: lap ket qua do 

kiem bao cao Cue Vien thong, hang quy cong khai ket qua do kiem tren website 

cua Cue Vien thong theo quy dinh tai Dieu 21 Chuong VII cua Thong tu nay.

5. Nlu kit qua do kiem chit lugng dich vu cua doanh nghiep vien thong 

khong phu hgp vai Quy chuan ky thuat quoc gia hoac chi tieu ma doanh nghiep 

da cong bo, Cue Vien thong tien hanh xu ly theo quy dinh cua phap luat.

6. Cac to chuc do kiem thuc hien viec do kiem chat lugng dich vu vien
\ * * * 

thong phai chiu trach nhiem truac phap luat ve ket qua do kiem, luu trir cac so
lieu do kiim it nhit la hai (02) nam ke tir ngay lap bao cao ket qua do kiem va
giai trinh, cung cap cac so lieu do kiem cho co quan co tham quyen khi co yeu
cau.

Dieu 12. Chi phi do kiem
Chi phi lay mau, thu nghiem, do kiim va danh gia cac chi tieu chat lugng 

dich vu vien thong theo ke hoach do kiem chat lugng dich vu hoac theo quyet 
dinh do kiem dot xuat dugc bo tri trong kinh phi boat dong cua Cue Vien thong.

CHlTCNGV
KIEM TRA VIEC CHAP HANH CAC QUY DINH VE QUAN LY CHAT

LlTQNG DICH Vy VIEN THONG

Muc 1
VIEC KIEM TRA CUA CO QUAN QUAN LY NHA NUOC
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Dieu 13. Ke hoach kiem tra

1. Cue Vien thong xay dung va ban hanh ke hoach kiem tra doi vdi cac 

doanh nghiep vien thong duoc Bo Thong tin va Truyen thong cap giay phep 

kinh doanh dich vu vien thong trong thang mot hang nam. Tren ca so ke hoach 

kiem tra do Cue Vien thong ban hanh, cac So Thong tin va Truyen thong xay 

dung va ban hanh ke hoach kiem tra cac doanh nghiep vien thong kihh doanh 

dich vu vien thong tren dia ban quan ly trong thing hai hang nam.

2. Cue Vien thong, cac So Thong tin va Truyen thong phoi hop chat che 

trong viec xay dung ke hoach cung nhu trien khai thuc hien ke hoach kiem tra 

nham bao dam hieu qua va tranh chong cheo.

Dieu 14. Noi dung Idem tra

1. Noi dung kiem tra cua Cue Vien thong:

a) Viec chap hanh quy dinh ve cong bo chat lugng dich vu vien thong.

b) Viec chap hanh quy dinh ve bao cao chat lugng dich vu vien thong.

c) Viec chap hanh quy dinh ve tu kiem tra chat lugng dich vu vien thong.

d) Viec chap hanh quy dinh ve tu giam sat chat lugng dich vu vien thong.

d) Viec chap hanh quy dinh ve cong khai thong tin chat lugng dich vu vien
thong.

e) Cac noi dung quan ly chat lugng dich vu vien thong khac theo quy dinh 

cua Bo Thong tin va Truyen thong.

2. Noi dung kiem tra cua Sd Thong tin va Truyen thong:
• ♦ * *Thuc hien viec kiem tra theo chuc nang quan ly nha nude cua Sd nhu cac 

noi dung quy dinh tai khoan 1 Dieu nay doi vdi cac chi nhanh hoac don vi true 

thuoc cua doanh nghiep vien thong tren dia ban.

Dieu 15. Trinh tir kiem tra
♦

f f *

1. Co quan quan ly nha nude ra quyet dinh doi vdi tung dgt kiem tra trong 

do neu ro thanh phan doan kiem tra; noi dung, thdi gian kiem tra va gui doanh
^ + r ’t r

nghiep vien thong dugc kiem tra trude ngay tien hanh kiem tra it nhat la bay 

(07) ngay lam viec.
» *

2. Viec kiem tra phai dugc lap thanh bien ban. Bien ban kiem tra phai co
chu ky cua trudng doan kiem tra va ngudi dai dien theo phap luat cua doanh

a* n

nghiep vien thong dugc kiem tra hoac ngudi dugc ngudi dai dien theo phap luat 
cua doanh nghiep vien thong dugc kiem tra uy quyen bang van ban. Trudng hgp 

ngudi dai dien theo phap luat cua doanh nghiep vien thong dugc kiem tra hoac
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nguai duac nguai dai dien theo phap luat cua doanh nghiep vien thong duoc 

kiem tra uy quyen bang van ban khong k^ bien ban thi bien ban co chu ky cua 

truong doan kiem tra va cac thanh vien doan kiem tra van co gia tri.

3. Neu phat hien co vi pham cac quy dinh quan ly chat luong dich vu viln 

thong thi doan kiem tra bao cao nguai ra quyet dinh kiem tra de xem xet, xu ly 

theo quy dinh cua phap luat.
9 * f 9

4. Co quan kiem tra phai thuc hien viec luu trir ho so, ket qua kiem tra.

Dieu 16. Doanh nghiep vien thong chuan bi cho viec kiem tra

1. Nguai dai dien theo phap luat cua doanh nghiep vien thong dugc kiem 

tra hoac nguai duac nguai dai dien theo phap luat cua doanh nghiep vien thong
4 ^ ^ 9 f

dugc kiem tra uy quyen bang van ban phai lam viec vai doan kiem tra trong suot 
* % * 

qua trinh kiem tra va tao dieu kien thuan Igi cho cong tac kiem tra.
* > ' 9 f

2. Chuan bi day du cac noi dung, tai lieu, so lieu va phuang tien can thiet
9 ' ' '

cho viec kiem tra; cung cap va giai trinh kip thai so lieu, tai lieu theo yeu cau 

cua doan kiem tra; chiu trach nhiem ve noi dung cua cac so lieu, tai lieu do minh
f 9

cung cap cho doan kiem tra.

Muc 2
VIEC TV KIEM tra CUA DOANH NGHIEP

Dieu 17. Ban hanh quy che tu Idem tra
Trong thai han sau muai (60) ngay ke tu ngay Thong tu nay co hieu lire ap 

dung hoac ke tu ngay doanh nghiep vien thong bat dau cung cap dich vu vien 

thong, doanh nghiep vien thong dugc Bg Thong tin va Truyen thong cap giay 

phep kinh doanh dich vu vien thong phai:
t 9 f 9 *

1. Ban hanh quy che tu kiem tra vai ten gpi “Quy che tu kiem tra chat 
lugng dich vu vien thong” doi vai cac dich vy thuoc “Danh muc dich vu vien 

thong bat buoc quan ly chit lugng”, quy che phai bao gom cac noi dung chinh 

sau day:

\

a) Quy trinh, trinh tu cac buac thuc hien tu kiem tra viec tuan thu cac quy 

dinh cua Thong tu nay.
• £

b) Quy trinh, trinh tu cac buac thuc hien viec tu do kiem, danh gia thuc te 

chat lugng dich vu vien thong theo cac Quy chuan ky thuat quoc gia da cong bo
t 9 * f *va viec khac phuc nhung diem chua phu hgp vai Quy chuan ky thuat quoc gia 

da cong bo.

2. Gm quy che ve Cue Vien thong bang duong buu chinh hoac true tiep. 

Dieu 18. Thuc hien viec tu kiem tra
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1. Hang quy, doanh nghiep vien thong phai thuc hien tir kiem tra, bao g6m:

a) Kiem tra viec tuan thu quy dinh cua Thong tir nay.

b) 8 Do kiem, danh gia thuc te chat luqng dich vu vien thong thuqc “Danh 

muc dich vu vien thong bat buoc quan ly chat luqng” ma minh dang cung cdp tai 
it nhat ba (03) dia ban tinh, thanh pho true thuoc Trung uong doi voi moi dich 

vu hoac tai tat ca dia ban tinh, thanh pho ma doanh nghiep co cung cap dich vu
r f r

(doi voi doanh nghiep co pham vi cung cap dich vu duoi ba (03) tinh, thanh pho 

true thuoc Trung uong).

2.9 Ket qua tu kiem tra phai duqc lap thanh van ban theo mau Ket qua tu
+ r ^

kiem tra dinh ky chat luqng dich vu vien thong quy dinh tai Phu luc VIII cua 

Thong tu nay va mau Ket qua tu do kiem chi tieu chat luqng dich vu vien thong 

quy dinh tai cac Phu luc X, XI va XIII cua Thong tu nay tuong ung vai timg 

dich vu.

3. Doanh nghiep vien thong phai luu tru van ban Ket qua tu kiem tra dinh 

ky chat luqng dich vu vien thong va Ket qua tu do kiem chi tieu chat luqng dich 

vu vien thong cho tung dich vu cung vai so lieu do kiem, so lieu xay dung cac
f r 9 r

ket qua do it nhat la hai (02) nam ke tu ngay cac ket qua do duqc lap; bao cao, 
giai trinh vai ca quan quan ly nha nuac co tham quyen khi co yeu cau.

CHI/OfNG VI
GIAM SAT CHAT LlT^NG DICH VU VIEN THONG

Bieu 19. Giam sat doi voi cac djeh vu vien thong thuoc “Danh muc 

dich vu vien thong bat buoc quan ly chat lirqng”

1. Can cu vao chinh sach, yeu cau quan ly va thuc te phat trien cua dich vu 

vien thong, Bo Thong tin va Truyen thong quyet dinh dich vu nao trong “Danh 

muc dich vu vien thong bat buoc quan ly chat luqng” phai duqc giam sat chat 
luqng va thai gian giam sat.

2. Cue Viln thong to chuc thuc hien viec giam sat, lua chon va quyet dinh
9 9 f9 9

to chuc do kiem nao trong so cac to chuc do kiem da duqc Bo Thong tin va 

Truyen thong chi dinh thuc hien do giam sat chat luqng dich vu theo quy dinh

8 Khoan nay dugc sua d6i, b6 sung theo quy dinh tai khoan 4 Bieu 1 cua Thong tu so 33/2020/TT- 
BTTTT sua doi, bo sung mpt so dieu cua Thong tu so 08/2013/TT-BTTTT ngay 26 thang 3 nam 2013 
cua Bq truong Bp Thong tin va Truyen thong quy dinh vi quan ly chat lupng djeh vu vien thong, co 
hieu luc ke tu ngay 15 thing 12 nam 2020.
9 Khoan nay dupe sua dm, bo sung theo quy dinh tai khoan 5 Bieu 1 ciia Thong tu so 33/2020/TT- 
BTTTT sua doi, b6 sung mpt so dieu cua Thong tu s6 08/2013ATT-BTTTT ngay 26 thing 3 nam 2013 
cua Bp truong Bp Thong tin va Truyen thong quy dinh ve quan ly chat lupng dich vy viln thong, co 
hieu lye ke tir ngay 15 thing 12 nam 2020.
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tai Thong tu nay tren bat ky dia ban cung cap dich vu nao trong pham vi ca 

nuoc. Trong tnrcmg hgp can thiet, Cue Vien thong phoi hop voi cac So Thong 

tin va Truyen thong thuc hien giam sat chat luong dich vu tren dia ban quan ly 

cua So.

3. Viec giam sat cac chi tieu chat luong dich vu vien thong phai tuan thu 

phuong phap xac dinh neu tai quy chuan ky thuat qude gia tuong umg voi dich 

vu duoc giam sat.

4. To chuc do kiem thuc hien do kiem giam sat chat luong dich vu vien
\ f ♦

thong phai chiu trach nhiem truoc phap luat ve ket qua do kiem giam sat; luu tru 

cac so lieu, tai lieu do kiem giam sat it nhat la hai (02) nam ke tu ngay lap bao 

cao ket qua do kiem giam sat va bao cao co quan quan ly nha nude cd tham 

quyen khi co yeu cau.
f 0*

5. Chi phi thuc hien viec giam sat chat luong dich vu vien thong cua Cue 

Vien thong duoc bo tri trong kinh phi boat dong cua Cue.

Dieu 20. Viec tir giam sat chat lirgng dich vu vien thong cua doanh 

nghiep vien thong

1. Cac doanh nghiep vien thong dugc Bp Thong tin va Truyen thong cap 

giay phep kinh doanh dich vu viln thong phai thudng xuyen tu giam sat chat 
luong dich vu doi voi tat ca cac dich vu thuoc “Danh muc dich vu vien thong bat 
bupc quan ly chat luong” ma minh cung cap.

2. Trong trudng hop dich vu ma minh cung cap co sir co thi doanh nghiep 

vien thong phai thuc hien bao cao dpt xuat nhu quy dinh tai khoan 3 Dieu 8 cua 

Thong tu nay.

CHITONG VII
CONG KHAI THONG TIN VE CHAT LlTONG DICH VV VIEN THONG

Dieu 21. Co quan quan ly nha nude cong khai thong tin ve quan ly 

chat luprng dich vu vien thong

1. Cue Vien thong cong khai va kip thdi cap nhat tren website cua Cue cac 

thong tin sau:
t 9 P+ * t tm

a) Ke hoach do kiem cua Cue Vien thong doi voi chat luong dich vu vien 

thong cua cac doanh nghiep vien thong.

b) Kl hoach kiem tra cua Cue Vien thong doi voi cac doanh nghiep vien 

thong ve viec chap hanh cac quy dinh quan ly chat luong dich vu vien thong.

c) Ket qua do kiem cua to chuc do kiem dupe Cue Vien thong yeu cau do 

kiem chat luong dich vu vien thong cua cac doanh nghiep vien thong.
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d) Ket qua kiem tra cua Cue Vien thong ve viec chap hanh cac quy dinh 

quan ly chat luong dich vu vien thong cua cac doanh nghiep vien thong.

2. So Thong tin va Truyen thong cong khai va kip thdi cap nhat tren 

website cua Sd cac thong tin sau:
r • + . > /

a) Ke hoach kiem tra cua Sd Thong tin va Truyen thong doi vdi cac doanh
SV \ t f

nghiep vien thong tren dia ban ve viec chap hanh cac quy dinh quan ly chat 
luong dich vu vien thong.

b) Ket qua kiem tra cua Sd Thong tin va Truyen thong ve viec chap hanh 

cac quy dinh quan ly chat luemg dich vu vien thong cua cac doanh nghiep vien 

thong tren dia ban.

3. Hang nam, Cue Vien thong co trach nhiem cong khai thong tin ve chat 
luong dich vu vien thong tren website cua Bo Thong tin va Truyen thong, cac 

phuong tien thong tin dai chung.
X aXaa a XXDieu 22. Doanh nghiep vien thong cong khai thong tin ve chat lirong 

djeh vu vien thong
\ f r

Doanh nghiep vien thong duoc Bo Thong tin va Truyen thong cap giay 

phep kinh doanh dich vu vien thong co trach nhiem xay dung muc “Quan ly chat 
luong dich vu” tren website cua doanh nghiep de cong khai thong tin ve cong 

tac quan ly chat luong dich vu vien thong do doanh nghiep cung cap. Noi dung 

thong tin ma doanh nghiep phai cong khai trong muc “Quan ly chat luemg dich 

vu” tdi thieu bao gom:

1. Cac dich vu ma doanh nghiep dang cung cap.
* *

2. Cac quy chuan ky thuat, tieu chuan ap dung cho timg dich vu neu tai 
khoan 1 Dieu nay.

3. Ban cong bd chat luong cac dich vu vien thong ma doanh nghiep dang
cung cap.

4. Bao cao dinh ky chat luong dich vu vien thong ma doanh nghiep da gui 
Cue Vien thong.

5. Cac ban Ket qua tu kiem tra dinh ky chat luong dich vu vien thong va
f •» r \

Ket qua tu do kiem chi tieu chat luong cho timg dich vu theo quy dinh tai Dieu 

18 Chuong V cua Thong tu nay.

6. Dia chi, so dien thoai tiep nhan va giai quyet khieu nai cua khach hang.
/ f r

7. Quy trinh tiep nhan va giai quyet khieu nai cua khach hang.

8. Cac thong tin h6 trq khach hang.
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chitong vra

t6 CHLTC TH^C HIEN

Dieu 23. Cue Vien thong
1. Chu tri, huong dan viec thuc hien Thong tu nay.

2. Chu tri, phoi herp vdi cac So Thong tin va Truyen thong trien khai thuc 

hien quan ly chat luong djeh vu vien thong tai dia ban quan ly cua So.

3. Nghien cuu, de xuat vai Bp Thong tin va Truyen thong nhung van de 

lien quan den cong tac quan ly chat luong dich vu vien thong.

Dieu 24. Cac So Thong tin va Truyen thong

1. Thuc hien quan ly chat luong dich vu vien thong tren dia ban quan ly cua 

minh theo cac npi dung duoc phan cong.
f m* f * f

2. Phoi hop voi Cue Vien thong tren co so ke hoach do kiem, ke hoach 

kiem tra da duoc Cue Vien thong cong bo tren website cua Cue.

3. Truy cap website cua Cue Vien thong de lay thong tin ve bao cao, cong 

bo chat luong dich vu cua doanh nghiep vien thong va cac thong tin khac ve
r \

quan ly chat luong dich vu nhu da neu tai khoan 1 Dieu 21 cua Thong tu nay.
P \ \ \ 9

4. Phat hien va phan anh cac van de ton tai ve chat lupng tren dia ban; bao 

cao va de xuat voi Bo Thong tin va Truyen thong, Cue Vien thong cac bien phap 

xu ly.

Dieu 25. Cac doanh nghiep vien thong
1. Sap xep don vi dau moi, phan cong can bp lanh dao de to chuc va tnen

9

khai thuc hien cac npi dung quan ly chat lupng dich vu vien thong dupe quy 

dinh tai Thong tu nay trong toan doanh nghiep va den tat ca cac chi nhanh, cac 

don vi true thupc tren dia ban cac tinh, thanh pho true thupc Trung uong.

2. Thuc hien nghiem chinh cac quy dinh ve quan ly chat lupng dich vu vien 

thong tai Thong tu nay va cac van ban quy pham phap luat khac co lien quan.
9 0+ 9

3. Dam bao va duy tri chat lupng dich vu vien thong nhu muc da cong bo.
9 9 **

Khi co sir co hoac khi phat hien muc chat lupng dich vu vien thong khong phu 

hop voi muc da cong bo phai thuc hien ngay cac bien phap khac phuc de dam 

bao chat lupng dich vu.

4. Phoi hop voi cac don vi, doanh nghiep vien thong co lien quan trong
9 0m

viec duy tri chat lupng dich vu vien thong lien mang.
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5. Chiu trach nhiem ve chat lugng dich vu vien thong cung cap cho nguai 
su dung dich vu va chiu trach nhiem ve cac dai ly cua minh theo hop dong su 

dung dich vu, hop dong dai ly va cac quy dinh cua phap luat co lien quan.

Bieu 26. Hieu lire thi hanh10• •

Thong tu nay co hieu lire thi hanh ke tu ngay 10 thang 5 nam 2013 va bai
\ f mt

bo “Quy dinh ve quan ly chat lugng dich vu buu chinh, vien thong” ban hanh 

kem theo Quyet dinh so 33/2006/QD-BBCVT ngay 06 thang 9 nam 2006 cua 

Bo truong Bo Buu chinh, Vien thong.

Bieu 27. Trach nhiem thi hanh
1. Chanh Van phong; Cue truong Cue Vien thong; Thu truong co quan,

f \ r

don vi thuoc Bo; Giam doc So Thong tin va Truyen thong cac tinh, thanh pho
* r r /v

true thuoc Tnmg uong; Tong Giam doc, Giam doc cac doanh nghiep vien thong 

va cac to chuc, ca nhan co lien quan chiu trach nhiem thi hanh Thdng tu nay.
W f \

2. Trong qua trinh thi hanh Thong tu nay neu co vuong mac can kip thoi 
phan anh ve Bo Thong tin va Truyen thong de xem xet, giai quyet./.>^

BO THONG TIN VA TRUYEN THONG• ________________

So: 0$ /VBHN-BTTTT

XAC THUt VAN BAN HOP NHAT• •

Ha Noi, rigay ihdng4^Aiam 2020 

ITONGNed nhan:
- Van plidng Chinh phu (d§ dang Cong bao);
- Cong thong tin di$n tii Chinh phii;
- Cong thong tin dien tii Bp Thong tin va Truyen thong;
- Luu: VT, CVT.

yen Manh Hung

10 Di6u 3 cua Thong tu so 33/2020/TT-BTTTT sira doi, bo sung mot so diSu ciia Thong tu so 
08/2013/TT-BTTTT ngay 26 thang 3 nam 2013 cua Bp truemg Bp Thong tin va Truyen thong quy 
djnh ve quan ly chat lupng dich v\i vien thong, co hifu luc ki tir ngay 15 thang 12 nam 2020, quy djnh 
nhu sau:

“Bieu 3. Bieu khoan thi hanh:
1. Thong tu nay co hieu luc ke tu ngay 15 thang 12 nam 2020.
2. Thong tu so 11/2017/TT-BTTTT ngay 23 thang 6 nam 2017 siia doi, bo sung mot so dieu cua 

Thong tu so 08/2013/TT-BTTTT ngay 26 thang 3 nam 2013 cua Bp truong Bp Thong tin va TruySn 
thong quy dinh ve quan ly chat lupng dich vy vien thong bi bai bo ke tu ngay Thong tu nay c6 hipu

3. Cyc truong Cyc Vien thong; Thu truong co quan, don vi thupc Bp Thong tin va Truyen 
thong; Giam doc So Thong tin va Truyen thong cac tinh, thanh ph6 tryc thupc Trung uong; T6ng 
Giam doc, Giam doc c&c doanh nghiep vien thong va cac to chuc, ca nhan co lien quan chju trach 
nhipm thi h&nh Thong tu nay.

4. Trong qua trinh thi hanh neu co vudng m5c can kjp thbi phdn anh v§ Bp Thong tin va Truyen 
thong (Cue Vien thong) de xem xet, giai quyet./.”

luc.
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Phu lyc In

MAU CONG VAN CONG B6 CHAT LU'(?NG DICH VU VlfiN THONG
(Ban hanh kem theo Thong tuso 08/2013/TT-BTTTT ngay 26 thdng 3 ndm 2013 

cua Bq tricang Bq Thong tin va Trxcyen thong)

(TEN DOANH NGHIfiP) C0NG HOA XA H0I CHU NGfflA VIET NAM
-------------------- Dqc lap - Ty do - Hanh phuc

S6: , ngay.....thdng.....ndm
V/v Cong bo chat lin^ig dich vy vien thong

Kinh gui: Cue Vien thong

1. Ten doanh nghiep:
Dia chi:
Dien thoai:
Fax:
E-mail:
Nguai dai dien theo phap luat cua doanh nghiep:

2. Ten dan vi dau moi ve chat lirgng dich vu vien thong: 

Dia chi:
Dien thoai:
Fax:

*
*

E-mail:
3. Cong bo chat lirong:

Dich vu: ... (ten dich vu vien thong) ...
Quy chuan ky thuat: ...(so hieu, ky hieu vd ten quy chudn ky thuqt/ tieu chudn 
dp dung) ...

4. Tai lieu kem theo:
Ban cong bo chit luong dich vu vien thong so ... ngay... thang ... nam...;

5. Doanh nghiep cam ket:
a) Thuc hien dung va day du cac quy dinh cua Bo Thong tin va Truyen thong ve 
quan ly chat luong dich vu vien thong;
b) Dam bao chat luong dich vu vien thong nhu muc cong bo.

Ngudd dai dien theo phap luat cua doanh nghiep
( ky, ho ten, dong ddu)Noi nhan:

- Nhu tren;
- Lvu...

so 33/2020/TT-11 Phy lyc nay dugre thay the theo quy djnh tyi diem b) kho&n 6 Dieu 1 ciia Thong tu 
BTTTT sua doi, bo sung mgt so dieu cua Thong tu so 08/2013/TT-BTiTT ng&y 26 thdng 3 ndm 2013 
cua Bq trudng Bq Thong tin vd TruySn thong quy dinh ve quan ly chat lugmg djeh vy vien thong, c6 
hiyu lyc ke tu ngay 15 thdng 12 ndm 2020.
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PhulucII
MAU BAN CONG B6 CHAT LirgfNG DICH VU VIEN THONG

(Ban hank kem theo Thong tu so 08/2013/TT-BTTTT ngay 26 thang 3 nam 2013 
cua Bq tric&ng Bq Thong tin va Truyen thong)

CONG HOA XA Hpl CHU NGHIA VIET NAM 
Doc lap - Tu* do - Hanh phuc

BAN CONG B6 CHAT Ll/ONG DICH VV VIEN THONG
S6:

(TEN DOANH NGHlEP Bl/gfC BQ THONG TIN VA TRUYEN THONG CAP 

GIAY PHEP KINH DOANH DICH Vy VlfiN THONG)
Dia chi:.. 

Bien thoai: 

Email:...
Fax:

CONG B6

Chat lixgmg dich vy: ...(ten dich vu vien thong)............................................................

Phu h<?p quy chuan ky thuat/tieu chuan ap dung: ...(so hi?u, ky hieu va ten quy chudn ky

thuqt/tieu chudn dp dung) ..................................................

v6i cdc chi tieu chat lirgmg dich vy ( ten dich vu vien thong ) nhu sau:

Mire theo quy chuan ky 
thuat/tieu chuan &p 

dung
(so hi$u, ky hi$u quy 

chudn ky thuat/tieu chudn 
dp dung)

Mire cong boSTT no a i « • aTen chi tieu

1
2

.......»ngay ... thang ... nam...
Ngirdi dai dien theo ph4p luat cua doanh nghiep

(ky, ho ten, dong ddu)
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Ph\i luc in

MAU BAN Xl£P NHAN CONG b6 CHAT UfQNG DICH VV VlfiN THONG
(Ban hank kem iheo Thong tit so 08/2013/TT-BTTTT ngay 26 thdng 3 ndm 2013 

cua Bq trit&ng Bq Thong tin vd Truyen thong)

BQ THONG TIN VA TRUYfeN THONG C0NG HOA XA HOl CHU NGIHA VIET NAM 
eye VIEN THONG Doc lap - Tu* do - Hanh phiic

S6:

BAN TIEP NHAN
CONG B6 CHAT LI/QtNG DICH VU VIEN THONG

Cue Vien thong da tiep nhan Ban cong bo chat luong dich vu vien thong
/ a /

so .... cua ... (ten, dja chi doanh nghiep duoc Bo Thong tin vd Truyen thong cap 

gidyphep kinh doanh dich vu vien thong).

Cong bo chat luong dich vu: (ten dich vu vien thong).............

Phu hop quy chuan ky thuat/tieu chuan ap dyng: (so hieu, ky hieu quy 

chuan ky thuat/tieu chuan dp dung).

Ban ti4p nhan cong bo chat luqmg dich vu vien thong nay khong co gia tri
chung nhan rang dich vu vien thong do doanh nghiep cung cap phu hgrp veri tieu
chuin/quy chuan ky thuat ma doanh nghiep da cong b6. Doanh nghiep phai hoan
toan chiu trach nhiem ve tinh phu hop quy chuan ky thuat/tieu chuan chat luong/
cua dich vu vien thong do minh cung cap.

Ha Ngi, ngdy....thdng.....ndm
eye TRirdNGNoi nhan:

- (doanh nghiep);
- Luu: VT, CL.
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Phu luc IV

MAU BAO CAO DINH KY CHAT LlTgfNG DICH Vy VlfeN THONG
(Ban hanh kem theo Thong tuso 08/2013/TT-BTTTT ngay 26 thang 3 nam 2013 

ciia Bq tru&ng Bq Thong tin va Truyen thong)

(TEN DOANH NGfflEP £)U*(?C BQ 
THONG TIN VA TRUYEN THONG 
CAP GIAY PHEP KEVH DOANH 

d|ch vy VIEN TH6NG)

CONG HOA XA HOI CHU NGHfA VIET NAM 
Doc lap - Tu- do - Hanh phuc

, ngay..... thang nam,
So: /

V/v Bio cdo dinh ky ch4t lugng dich 
vu vien thong.

BAO CAO DINH KY CHAT LLT0NG DICH VU VIEN THONG
Ten dich vu: ...• •
Quy ... nam ...

Kinh gui: Cue Vien thong

1. Doanh nghiep:
* > r r

Ten doanh nghiep duac Bo Thong tin va truyen thong cap giay phep kinh 
doanh dich vu vien thong:
Dia chi:
Bienthoai:
Fax:

2. Don vi dau moi ve quin ly chat luong cua doanh nghiep:
Ten dem vi:
Dia chi:
Dien thoai:
Fax:

9 9' 9

3. So tinh, thanh pho true thuoc Trung uong mi doanh nghiep co cung cap dich ■
• **vu vien thong:.......... .......

4. T6ng so khich hing (thue bao) tinh den het quy bio cio:.............

Ngiroi dai dien theo phip luat cua doanh nghifp
(ky, ho ten, dong ddu)

Ned nhan:
- Nhutren;
- Luru:...
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Phu luc V12

MAU BAN CHI TIEU CHAT LtTQfNG DICH V\J VIEN THONG 
DICH VV VlfiN THONG C6 £)INH M^T ©AT - DICH VV ©I$N THO^I

(Ban hanh kem theo Thong tu so 08/2013/TT-BTTTT ngay 26 thdng 3 ndm 2013 cua Bo trucmgBq Thong tin vd Truyen thong)
(Diccrc bdi bo)

12 Phy lyc nay dugc bai b6 theo quy djnh tai khoSn 2 Dieu 2 cua Thong tu so 33/2020/TT-BTTTT sira doi, bo sung mpt so dieu cua Thong tu so 08/2013/TT- 
BTTTT ngay 26 thang3 nam 2013 cua Bp trudngBp Thong tin va Truyen thong quy djnh ve qudn ly chat lupng djch vy vien thong, c6 hifu lyc ke tu ngiiy 15 thdng 
12 ndm 2020.
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Phu luc VI13

MAU BAN CHi TIEU CHAT lITQNG DICH VU VIEN THONG 

DICH VU DIEN THOAITREN MANG VIEN THONG DIDQNG MAT DAT
(Ban hanh kem theo Thong tu so 33/2020/TT-B1111' ngay 04 thing 11 nam 2020 cua Bq tric&ng Bo Thong tin va Trtcyen thong)

BAN CHI TIEU CHAT LUONG
DICH VV BEEN THOAI TREN MANG VIEN TH6NG DI D0NG MAT BAT

Quy: ... nam ...
{Kent theo Bdo cdo dfnh ky chat luong dich vu vien thong s6 ... ngdy... thdng... nam ... cua “ ten doanh nghiep viln thong”)

Khieu nai cua 
khach hang ve 

chat Iv^g 
djch vu

Hoi am khieu 
nai cua khach 

hang

Ty le cuoc goi 
diTQ'c thiet lap 

thanh cong

Ty If cuoc goi 
bj roi

f)6 kha dung 
cua dich vu Djch vu tro* giup khach hang

So Ten chi tieu
Thor gian cung 
cap djch vu tra 

giup khach 
hang bang 

nhan cong qua 
dien thoai

Ty le cuoc goi t6i dich vu 
trff giup khach hang chiem 
mach thanh cong va nhan 
dirge tin hifu tra 1M cua 

difn thoai vien trong vong 
60 giay

TT

Ten dja ban > 
tinh, thanh pho true 
thuQc Trung utmg

1
2

Tren loan m^ng
Ghi chit:

- Dfnh nghTa vdphiecmgphdp xdc djnh ede chi tieu chat htpng djch de lap bdo cdophdi tudn thu quy chudn ky thudt qude gia QCVN36:2015/BTilT- Quy 
chudn ky thudt qude gia ve chat luong dfch vu dien thoai tren mgng vien thdng di dqng mat ddt.

- Tai ede 6 giao nhau giua cqt ten chi tieu vd ddng ten dja ban tinh, thanh phd tr\cc thude Trung ucmg phdi ghi mot gia trj cu thi, khdng ghi > hogc <
- Tai ede d giao nhau giua CQt chi tieu Khiiu nai cua khach hang ve chat luong djch vu vd dong ten dja ban tinh, thanh pho true thude Trung ucmg ghi sd luong 

khieu ngi cua khach hang bang van ban ve chat luong dfch vu tren timg tinh, thanh phd.
- Tgi ede d giao nhau giua ddng Tren todn mgng vd ede cgt chi tieu doanh nghiep ghi gid trf chi tieu tinh duoc theo phuongphdp xdc dfnh quy dfnh tgi QCVN 

36:201S/BTHT tren phgmvitodn qude.

13 Phy luc nay duqrc thay the theo quy djnh tyi diem b) khoan 6 Bieu 1 cua Thong tu so 33/2020/TT-BTTTT siia doi, bo sung mgt so dieu cua Thong tu so 
08/2013/TT-BTTTT ngay 26 thang 3 nam 2013 cua Bp trudng Bp Thong tin va Truyen thong quy djnh ve quan ly chit lupng dich vy viln thong, co hieu luc ki tir 
ngay 15 thang 12 n&m 2020.
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- Doi v&i cdc chi tieu Ty l? cupc ggi dupe thiet l$p thdnh edng, Ty 14 cuqc gpi bj rai vd Djeh vy try giup khdeh hang: doanh nghi?p sic dung phiccmg phdp gidm 

sat dixdc djnh so U4u..
Ngtrfri dai difn theo ph^p luat cua doanh nghifp 

(ky, ghi ro hp ten, dong ddu)

... ..-j»

im

•»

>1

T* •
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Phu luc vn14

MAU BAN CHI TIEU CHAT l'u'(?NG DICH VV VIEN THONG 

DICH VV TRUY NHAP INTERNET BANG RONG C6 BINH MAT DAT SLT DVNG CONG NGHE 
(Ban hanh kem theo Thong tu so 33/2020/TT-BTTTT ngay 04 thang 11 nam 2020 cua Bo tru&ng Bq Thong tin va Truyin thong)

BAN CHI TIEU CHAT LUgfNG
DICH VV TRUY NHAP INTERNET BANG R0NG c6 BINH MAT DAT SLT DUNG CONG NGHE........

Quy: ... nam ...
{Kem theo Bdo cdo djnh ky chdt lupng djch vu vien thdng so ... ngdy... thdng... ndm ... cua “ ten doanh nghiep viln thong”)

(*)

(*)

Khieu nai 
cua kh&ch 
h^ng ve 

chat Ivgug 
djch vu

Hoi am 
khieu nai 
cua kh4ch 

h^ng

©9 kha 
dung cua 
djch vu

Thoi gian thiet lap djch vuThdi gian khic phuc 
mat ket noi

So Ten chi tieu Djch vu irp* giup kh^ch hangC6 san 
dircmg 

day thue 
bao

Chira co diromg day 
thue baoTT

Thj tran, Thj tran,N91Npi.
thanh, thj

ThM gian 
cung cap 

djch vu try 
giup kh£ch 
hang bang 
nhan cong 
qua difn 

thoai

Ty If (%) cuqc ggi t61 
djch vu try giup 

khach h&ng chiem 
mach th&nh cong, gin 
yeu cau ket noi den 
difn thoai vien v& 

nhan diryc tin hieu tra 
IM cua dien thoai vien 

trong vong 60 giay

thanh, thjxa xa
xaxa

Ten dja ban N 
tinh, thanh pho tnrc 
thuqc Trung utmg

1
2

Tren toan m^n;

TT Ten chi tieu Mire chiem dung bang thdng trung binh
Hinfttg veHu,6tig diHtrong ket noi

1

M Phy lyc nay dirg^: thay the theo quy djnh tyi diem b) kho£n 6 Dieu 1 cua Thong tu so 33/2020/TT-BTTTT sua doi, bo sung mpt so dieu cua Thong tu so 
08/2013/TT-BTTTT ng^y 26 thdng 3 ndm 2013 cua Bp trudng Bp Thong tin vd Truyen thdng quy djnh ve qudn ly chat lupng djch vy vien thong, co hipu lyc ke tir 
ngdy 15 thang 12 nam 2020.
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2

Ghi chu:
- (*) Ten cong ngh? sic dung la mpt trong 02 cong ngh$: FTTH/xPON, Modem cap truyen hinh,
- £>inh nghTa va phttcmgphdp xdc djnh cdc chi tieu chat lugng djch vy Se Igp bdo cdo phdi tudn thu guy chudn ky thugt quoc gia QCVN 34:2019/B'J 1 IT — 

Quy chudn ky thugt quoc gia ve chat Iwyng djch vu truy nhdp Internet bang rgng co dfnh mgt ddt.
- Tgi cdc 6 giao nhau gitca cgt ten chi tieu vd dong ten dfa ban tinh, thdnh pho ttyc thuqc Trung urnigphdi ghi m$t gid trj cy the, khong ghi > hoac <.
- Tgi cdc 6 giao nhau gitca ddng Tren toon mgng \a cdc cgt chi tieu doanh nghi?p ghi gid trj chi tieu tinh dirge theo phttcmg phdp xdc djnh quy djnh tgi QCVN 

34:2019/BTTTT tren phgm vi todn quSc.
- Tgi cdc 6 giao nhau giiia cgt ten chi tieu va dong hr&ng kit noiphdi ghi mgt gid trj cy the, khdng ghi > hogc <
- Hu&ng kit noi dirge quy djnh tgi quy chudn ky thugt quoc gia QCVN 34:2019/BTTTT.
- Chi tieu Djch vy trg giiip khdeh hang doanh nghigp sir dung phwmg phdp gidm sat de xdc djnh si lieu.

Ngirdi dai difn theo ph&p luat cua doanh nghifp 
(ky, ghi ro hg ten, dong ddu) ■

, i

*'■* •• - *
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phu luc vm

MAU KET QUA TU* KIEM TRA ©INH KY 
CHAT LtTQNG DICH VU VIEN THONG

(Ban hanh kem theo Thong tu so 08/2013/TT-BTTTT ngay 26 thdng 3 nam 2013 cua
Bo tnccmg Bq Thong tin vd Truyen thong)

CQNG HOA XA HQl CHU NGHIA VIET NAM 
©oc lap - Ty do - Hanh phuc

(TEN DOANH NGHlEP DTTgfC BO 
THONG TIN VA TRUYEN THONG 

CAP GIAY PHEP KINH DOANH 
DICH Vy VlEN THONG)

, ngdy.....thdng....ndm
So:

KET QUA TV KIEM TRA ©INH KY
CHAT LlTQNG DICH VU VIEN THONG

Ten dich vu: ...• •
Quy ... nam 20...

1. Don vi dau moi ve quan ly chat lirgng dich vu vien thdng:
- Ten don vi:
- ©iachi:
- Dien thoai:

2. ©on vi lap b&n ket qua tu* kiem tra djnh ky chat lurong dich vu vien thong:
- Tendon vj:
- Dia chi:
- Dien tho^ii:

3. Ket qu& tu* kiem tra
3.1. Vi?c tuan thu “Quy djnh vd qu^n ly chat lirgrng dich vu vien thong”:
3.1.1. Cong bo chat lupng dich v\i:

- Gui h6 so cong b6 chit lirong ddn Co quan quan ly nha nude ve chat lugrng dich 
v\i viln thdng:
□ Da gui, ngay gui:.../.../20...
□ Chua gui.

/ * r at

- Cong bo “Bin cong bo chat luong dich vu vien thong” tren website.............
□ Da cong bo. Ngay cong bo:.../.../20..., tren website:
□ Chua cong bo.

f ft ** *

- Niem yet “Bin cong bo chat lugng djeh vy vien thong” tai cic diem giao dich:
+ T6ng so dia ban tinh, thanh pho true thupc Trung uong dugfc kiem tra: ...
+ Tong so diem giao dich tren cic dia ban duyc kiem tra: ...

□ Da niem yet tai tat ca cac diem giao dich tren ede dja ban dugc kiem tra. Ngay
hoanthanh .../.../20...

□ Chua hoin thanh vi?c nidm ydt:
+ So diem giao dich tren cac dia ban duyc kiem tra da dugc niem yet:...
+ So diem giao dich tren cac dja ban dugc kidm tra chua duyc niem yet: ...

t » ' f f

+ So tinh, thanh pho tryc thupc Trung uong chua dupe niem yet tai bat ky 
diem giao dich nao:...
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□ Chira thuc hi?n vifc niem yk.

- C6 sir thay doi vh tieu chuan dung hoac c6 bat ky sir thay doi nao v6 npi dung 
cong bo so vdi lan cong bo trudc:
□ Khong.
□ C6 sir thay doi:

+ N§i dung thay doi:...
+ Thuc hifn lai vice cong b6 chat lugmg:

□ Da thuc hien. Ngay ho^in thanh J20...
□ Chua th\rc hien.

3.1.2. B^o c^o chSt luemg dich vu:
- B&o c&o dinhky:

□ Dabao cdo. Ngay b&o cao:.../.../20...
□ Chua bao cao.

- B£o cdo dpt xuat theo yeu cau cua co quan quin ly nha nude:
□ Kh6ng c6 yeu ciu bio cao dpt xuat.
□ Co yeu ciu bao cao dpt xuit, thdi han yeu ciu bao cao: trude ngiy:.../.../20...,

□ Da bio cio. Ngiy bio cio:.../.../20...
□ Chua bio cio.

Bio cio khi cd s\r c6:
□ Khong cd sir co.
□ C6 ... s\r c6: + Tai... ngay /20...s sir co v4 ..., muc dp inhhudng ...

□ Dibio cio. Ngiy bio cio:.../.../20...
□ Chua bio cio.

+ ...
3.2. Do Idem thuc te chit lupng dich vy:

- S6 tinhs thanh ph6 tryc thupc Trung uong mi doanh nghipp co cung cip dich
\

gom cic
vu:

r *

- So dia bin tinh, thinh pho true thupc Trung uong dupe do kiem: 
tinh, thanh ph6 tryc thupc Trung uong cd tin sau diy:...

- Sd dia bin tinh, thinh phd tryc thupc Trung uong cd muc chit lupng dich vy phu
hpp muc chit lupng da cong bo: ...... gom cic tinh, thinh pho tryc thupc Trung
uong cd ten sau diy:...

- S6 dia ban tinh, thinh phd true thupc Trung uong cd muc chit lupng dich vu
khong phu hpp muc chat lupng da cong bd: .......gdm cic tinh, thinh phd tryc
thupc Trung uong cd tin sau diy:...

4. So ban chi tieu chat lirpng tai dia ban tinh, thinh pho true thupc Trung inmg 
kem theo Ket qui ty kiem tra djnh ky chat lirpng dich vu vien thong:.......bin.

Ngirdi dai dien theo phap luat cua doanh nghifp
(ky, ghi ro ho ten, dong ddu)
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Phy luc IX15

MAU KET QUA xy DO KIEM CHi TIEU CHAT LUQNG DICH VU VIEN THONG 
DICH VU VIEN THONG C6 DINH MAT BAT- DICH VU DlEN THOAI

(Ban hanh kem theo Thong tu so 08/2013/TT-BTTTT ngay 26 thang 3 nam 2013 cm Bq truang Bo Thong tin va Truyen thong)
(Bitac bai bo)

15 Phy lyc nay duyc bai bo theo quy djnh tai khoan 2 Bieu 2 cua Thong tir so 33/2020/TT-BTTTT su-a doi, bo sung mpt so dieu cua Thong tu so 08/2013/TT- 
BTTTT ngay 26 thang 3 nSm 2013 cua Bp trudng Bp Thong tin va Truyen thong quy djnh v! quan !y chit lupng djch vy viln thong, co hipu lyc ke tu ngay 15 thang 12 
nam 2020.
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Phu luc X16

MAU KET QUA TXf ©O KI^M CHi TIEU CHAT LlTQNG DICH Vy VlftN THONG 
DICH Vy DIEN THOAI THEN MANG VIEN THONG DI ©QNG MAT DAT

(Ban hanh kem theo Thong tic 33/2020/TT-BTTTT ngay 04 thdng ]J ndm 2020 cua Bq truang Bq Thong tin vd Truyen thong)

KET QUA Ty* DO KtEM CHi TIEU CHAT LU*QNG 

DICH Vy DIEN THOAI THEN MANG VIEN THONG DI DQNG MAT DAT
Quy: ... nam ...

Tai dja ban tinh, th^nh pho:...
(Kent theo ban Ket qua tic kiem tra, do kiem, ddnh gid djnh ky chdt hcpng dich vu vien thdng 

ngdy... thdng... ndm ... cua " ten doanh nghiep vien thong’Vsd

So Iirpng mau toi thieu 
ph&i do kiem theo quy 

dinh tai QCVN 
36:2015/BTTTT

Mire chat 
liryng there te 

dat dirpc

So luorng mau 
do kiem thirc

Mire doanh 
nghiep cong

Mire theo 
QCVN

36:2015/BTTTT
Tit ddnhPhutmg phap 

xdc dinhChi tieu chat lining dich vuXT gidtebo

Dq sin sang cua mang vo tuyen 100.000 mau1 > 95%
Ty If cupc gpi du^c thiet lap thanh 
cong

2 3.000 cupc>98%

Ty If cuqc gpi bi red 3.000 cufc3 <2%
Chat lupm^ thoai (Ty If (%) so cufc 
gpi c6 diem chat lu<?mg thoai 1dm 
horn ho|c bang 3,0)

4
3.000 cufc£90%

©f chinh xdc ghi cu6c
- Ty If cufc gpi bi ghi cufc sai
- Ty If thcri gian ddm thoai bi ghi 
cudrc sai

5
10.000 cufc 
10.000 cufc

£0,1%
<0,1%

Ty If cufc gpi bi tinh cudrc, lap hod6

16 Ph\i lyc nay dupe thay the theo quy djnh tyi diem b) khodn 6 Bieu 1 cua Thong tu so 33/2020/TT-BTTTT sira doi, bo sung mft so dieu cua Thong tu so 
08/2013/TT-BTTTT ngay 26 thdng 3 ndm 2013 ciia Bf trudmg Bf Thong tin vd Truyen thong quy djnh ve qudn ly chat lupng dich vy vien thong, c6 hifu lyc ke tu ngdy 
15 thdng 12 ndm 2020.
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So Itryng mao toi thieu 
phai do kiem theo quy 

dinh tai QCVN 
36:2015/BTTTT

So lirQHg mau 
do kiem thvc

Mire chat 
lirgng thirc te 

dat dir^c

Mire theo 
QCVN

36:2015/BTTTT

Mire doanh 
nghiep cong Phirong phap 

xac dinh
Tir ddnhChi tieu chat lirqug dich vuXT gidtebo

dan sai
- Ty le cupc gpi bi tinh cube sai
- Ty le cuqc gpi bi lap h6a don sai

10.000 cupc 
10.000 cupc

<0,01%
<0,01%

Dich v\i trp giup khdeh hang
- Thdi gian cung cap dich vu trp giup 
kh&ch hang bang nhan cong qua dien 
thoai.
- Ty le cupc gpi tdi dich v\i trp giup 
khdeh hdng chiSm mach thanh cong 
vd nhan dupe tin hieu trd Ibi cua dipn 
thoai vien trong vong 60 giay

7
24 gib 

trong ngay

250 cupc> 80 %

Ghichit:
- Dinh nghia va phiamg phap xdc dinh ede chi tieu phdi turn thu quy chudn ky thugt quoc gia QCVN 36:2015/31777 - Quy chu&i ky thugt qude gia ve chdt 

lupng dich vu di?n thoai tren mgng vien thong di dgng mdt ddt.
-Tgicgt "Muc chdt lugng thgc ti dgt dugc" phdi ghi mQt gid tri eg the, khdng ghi ^hogc <. *
- Tgi cgt "Tv ddnh gid ” ghi Id "Phu hgp ” niu ket qua do kiim th\cc te dgt dupe tir mice doanh nghiep cong bo tr& len, neu kit qua do kiem three ti khong dgt 

dupe mice doanh nghiep cong bo thi ghi Id "khongphu hpp
- Dot v&i chi tieu Ty le cuqc ggi dupe thiet Idp thdnh edng vd Ty le cuqc gQi bi rai: doanh nghiep sic dgng phuemg phdp mo phong de xdc dinh so lieu.
- Ddi v&i chi tieu Dich vg trp giup khdeh hang doanh nghiep sic dgng phuemg phdp mo phdng hope ggi nhdn cong de xdc dinh so lieu.

Ngirfri dai dien theo phdp luat cua doanh nghifp 
(ky, ghi ro hg ten, dong ddu)
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Phu luc XI17

MAU KET QUA XlT DO KlfiM CHi TLEU CHAT LUQNG DICH VU VIEN THONG
DICH VQ TRUY NHAP INTERNET BANG RQNG C6 DINH MAT DAT SET DUNG CONG NGHE..... (*)

(Ban hanh kem theo Thong tie so 33/2020/TT-BTTTT ngay 04 thing 11 nam 2020 cua Bq truing Bq Thong tin va Truyen thong)

KET QUA Ty DO KIEM CHI TIEU CHAT LUQfNG
DICH V\J TRUY NHAP INTERNET BANG R0NG C6 DINH MAT DAT SiyDUNG CONG NGHE......(*)

Quy: ... nam ...
Tai dia ban tinh, thanh pho:...

(Kem theo bdn Ket qua tic Idem tra, do Idem, ddnh gid dinh by chdt hcpng dich vu vien thong 
ngdy... thdng... ndm ... cua '' ten doanh nghi^p vien thong”,)so

So Iiryng mau toi 
thieu phai do kiem 
theo quy djnh tai 

QCVN
34:2019/BTTTT

Mire 
doanh 
nghiep 
cong bo

Mire chat 
lugng thirc 
te dat diryc

Mire theo 
QCVN

34:2019/BTTTT

So luqrng mau 
do kiem thuc te

Phirong phap 
x^c dinh

Ttr danhChi tieu chat lu^ng dich vuXT gi^

1000 mluThbi gian tre trung binh < 50ms1
Toe do tdi du liyu trung binh2
+ Toe dp t4i xudng trung binh P<j 1.000 mau> 0,8Vd

1.000 mlu+ Toe dp tki len trung binh Pu > 0,8VU
Djch v\i trpr giiip khdeh h4ng
- Thdi gian cung ckp dich vu trg 
giup kh^ch hang blng nhan c6ng 
qua dien thoai
- Ty Ip (%) cupc gpi tdi djch vu 
trp giup khdeh hang chiem mach 
thanh cong, gui yeu cau ket n6i

3
24 gid trong 

ngay
250 cupc

> 80%

17 Phy lyc nay dupe thay the theo quy djnh tyi diem b) khoan 6 Dieu 1 cua Thong tu so 33/2020/TT-BTTTT siia doi, bo sung mpt so di&u cua Thong tu so 
08/2013/TT-BTTTT ngay 26 thang 3 n5m 2013 cua Bp trudng Bp Thong tin va Truyen thong quy djnh ve qu^n ly chat lupng djch vy vien thdng, c6 hiyu lyc ke tu ngiy 
15 thang 12 n5m 2020.

> * V
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d6n di?n thoai vien va nhan 
dugc tin hieu trk cua dien 
thoai vien trong vong 60 giay

Ghi chu:
- (*) Ten cong ngh? sic dung la mQt trong 02 cong ngh?: FTTH/xPON, Modem cap tmyin hinh.
- Djnh nghia va phucmg phdp xac dfnh cdc chi tieu phai tudn thu guy chucm ky thugt quSc gia QCVN 34:20J9/BTTTT — Quy chudn kp thu$t quoc gia ve chat 

Iwyng djch vy truy nhgp Internet bang rpng co djnh mgt ddt.
- Tgi cQt "Mice chit licgng th\cc te dgt dtepe " phdi ghi mQt gid trf eg the, khong ghi £ hope <
- Tgi CQt "Tic ddnh gid” ghi Id "Phu hop” neu ket qua do kiem th\cc te dgt dicgc tic mice doanh nghi$p cong bo tr& len, neu kit qua do kiem thicc te khong dqt 

dupe mice doanh nghi$p cong bo thi ghi Id "khong phit hop ”
- Chi tieu Djch vu trp giup khdeh hang doanh nghi?p sir dung phucmg phdp mo phong hodc gQi nhdn cong de xac djnh s6 lieu.

Ngirdi dai dien theo phdp luat cua doanh nghifp 

(ky, ghi ro hQ ten, dong ddu)
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Phulucxn18

MAU BAN CHi TIEU CHAT LlTQfNG DICH VV VIEN THONG 
DJCH Vy TRUY NHAP INTERNET TREN MANG viEN TH6NG DI DONG MAT BAT 

(Ban hanh kem theo Thong tuso 33/2020/TT-BTlTl ngay 04 thdng 11 nam 2020 cua Bo tru&ngBq Thong tin va Truyen thong)

BAN CHI TIEU CHAT LlTQNG
DICH Vy TRUY NHAP INTERNET TREN MANG VIEN THONG DI B0NG MAT DAT

Quy: ... nam ...
(Kem theo Bdo cdo dinh ky chdt lupng djch vu vien thong so ... ngdy... thdng... nam ... cua “ ten doanh nghifp vien thong”)

Hoi 3m khieu nai cua 
kh&ch hang

Khieu nai cua kh£ch 
hang ve chat Iirgng 

djch vu
So Ten chi tieu Djch vu try giup kh&ch h&ng
TT

Th6i gian cung cap djch vu 
try giup kh&ch hang bSng 
nhan cong qua difn thoai

Ty If cufc gqi toi djch vu try giup 
khdch h3ng chiem mach th&nh cong, 

gui yen cau ket noi den difn thoai vien 
v3 nhan dvyc tin hifu tra loi cua difn 

thoai vien trong vong 60 giay

Ten dja b&n
tinh? th3nh pho
true thufc Trung mmg

1
2

Tren toan m^ng
Ghi chti:

- Binh nghia vdphitmgphdp xdc dfnh ede chi tieu chdt hepng djch vu de l$p bdo cdo phdi tudn thu quy chudn ky thu$t qu6c gia QCVN 81:20I9/BTTTT - Quy 
chudn ky thu$t qu6c gid ve chdt lupng djch vy truy nh$p Internet tren mpng vien thdng di ddng mpt ddt.

- Tgi ede 6 giao nhau giua cqt ten chi tieu vd dong ten dja ban tinh, thdnh phd trpe thuqc Trung icang phdi ghi mot gid trf cy the, khdng ghi 2 hoac <..
- Tgi ede 6 giao nhau giua cgt chi tieu Khieu ngi cua khdeh hang ve chdt lupng djch vy vd dong ten dja ban tinh, thdnh pho true thupc Trung ucmg ghi so lupng 

khieu ngi cua khdeh hang bang vdn ban ve chdt lupng djch vy tren tung tinh, thdnh phd.

18 Phy lyc nay diryc bo sung theo quy djnh tyi diem a) khoin 6 Bieu 1 cua Thong tu so 33/2020/TT-BTTTT stira doi, bo sung mpt so dieu cua Thong tu so 
08/2013/TT-BTTTT ngay 26 thdng 3 nam 2013 cua Bp trudng Bp Thong tin va Truyen thong quy dinh ve qudn ly ch^t lupng djch vy viln thong, c6 hifu lyc ke tir ngay 
15 th&ng 12 n&m 2020..

»-V'
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- Tgi cdc 6 giao nhau giira dong Tren toon mang vd cac cgt chi tieu doanh nghiep ghi gid trf chi tieu tinh dupe theo phuemgphdp xdc djnh quy djnh tai QCVN 

82:2019/B1TTT trenphqm vi toon quoc.
- Chi tieu Dich vu trp giup khdeh hang doanh nghiqp su dung phuemg phdp gidm sat de xdc djnh so lieu.

Ngirfri dai dien theo phap luat cua doanh nghiep
(ky, ghi ro hq ten, dong ddu)
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Phu luc XIII19

MAU KET QUA TU DO KIEM CHI TIEU CHAT LUONG DICH VU VIEN THONG 
DJCH VU TRUY NHAP INTERNET TREN MANG VIEN THONG DIDQNG MAT DAT 

(Ban hanh kem theo Thong tu so 33/2020/TT-BTTTT ngay 04 thdng 11 ndm 2020 cua Bp truangBp Thong tin va Truyen thong)

KET QUA TV DO KIEM CHI TIEU CHAT LU'QNG 
DICH VV TRUY NHAP INTERNET TREN MANG VIEN THONG DI DQNG MAT DAT

Quy: ... nam ...
Tai dia ban tinh, thanh pho:....

{Kem theo ban Ket qua tic Idem tra, do Idem, danh gid dinh ky chat htpng djch vu vien thong 
sd ... ngdy... thdng... ndm ... cua “ ten doanh nghiep vien thong”)

So Iiryng mau toi 
thieu phai do kicm 
theo quy djnh tai 

QCVN
81:2019/BTTTT

Mire chat 
liryng thirc te 

dat diryc

So Mire theo 
QCVN

81:2019/BTTTT

Mux doanh 
nghiep cong So hryng mau do 

kiem thuc te
Phiromg ph^p xac Ty d£nhChi tieu chat liryng djch vuXT giidjnhbo

Dq sin sang cua mang vo tuyen 100.000 mau> 95%1
Ty le truy nhSp khong th^uih cong 
djch vu

2 1.500 mau<5%

Thdi gian trl trung binh truy nhap 
djch v\i

3 1.500 mau(*)

1.500 mauTy 1$ truyen tai du lieu bj rcri <5%4
Toe dp tiii du li^u trung binh:5
+ Toe dp tii xuong trung binh Pd >Vd 1.500 miu
+ Toe dp tai len trung binh Pu >VU

19 Phy lye nay dupe bo sung theo quy djnh tai diem a) khodn 6 Dieu 1 cua Thong tu s6 33/2020/TT-BTTTT sua doi, b6 sung mpt so. dieu cua Thong tu so 
08/2013/TT-BTTTT ngay 26 th£ng 3 n5m 2013 cua Bp trudng Bp Thong tin vk Truyen thong quy djnh ve qukn \y chat lupng djch vy viln thong, c6 hiyu Ipc ke tir ng&y 
15 thdng 12 n5m 2020.
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Ty le (%) so mlu co t6c dp tai 
xuong Ion hofn hoSc bing Vdmin 
trong timg vung

> 95%

Djch vu trp giup khach hang
- Thod gian cung cap dich vu trp 
giup khach hang bang nhan cong 
qua dien thoai
- Ty le cupc gpi tai dich vu trp 
giup khach hang chiSm mach

> f r

thanh cong, giii yeu cau ket noi 
den dien thoai vien va nhan dupe 
tin hieu tra lai cua dien thoai vien 
trong vong 60 giay____________

6
24 gid trong 

ngay

250 cupc

> 80%

Ghi chu:
r *

- (*) < 10s (doi vai dich vu truy nhgp Internet sic dung cong nghe WCDMA), < 5s (doi v&i dich vu truy nhdp Internet sic dung cong nghe LTE, LTE-A 
vet ede phien ban tiep theo)

- Birth nghia va phiccmg phdp xdc dfnh ede chi tieu phdi tudn thu quy chudn ky thudt qude gia QCVN 81:2019/BTTTT - Quy chudn ky thudt qude gia vi chat 
heemg dich vu truy nhdp Internet tren mang vien thong di dgng mgt ddt.

- Tgi ede 6 giao nhau giica cgt ten chi tieu va dong ten dja ban tinh, thanh pho true thupc Trung teemg phdi ghi mgt gid trf cu the, khong ghi > hoac <.
- Tgi cgt “Mice chat lugng th\cc te dgt dupe ’’ phdi ghi mgt gid trf eg the, khong ghi > hoac <
- Tgi cgt “Tic ddnh gid” ghi la “Phit hpp" neu ket qua do kiem thuc ti dgt dupe tic mice doanh nghiep cong bo tra len, neu ket qua do kiim thuc te khong dgt 

dupe mice doanh nghiep cong bo thi ghi Id “khong phit hpp
- Chi tieu Djch vu trp giup khach hang doanh nghiep sic dungphtcangphdp mo phong hoac ggi nhan cong de xdc djnh so lieu.

Ngirfri dai dien theo ph&p luat cua doanh nghiep 

(ky, ghi ro hp ten, dong ddu)




