
BO THONG TIN VA TRUYEN THONG CONG HOA XA HOI CHU NGHIA VItT NAM 
Diic 14p - Ty. do - Hanh pink 

Se): 44 /2017/1 I -BMT 	 Ha N"Oi, ngay) thong ,41  Warn 2017 

THONG TU' 
Sira doi, bO sung mot so dieu cua Thong first) 08/2013/TT-BTTTT ngay 26 

thing 3 nam 2013 cua Bo trtro.ng BO Thong tin va Truyen thong 
quy dinh ve quin15,  chat Itro.ng dich vu vien thong 

Can ar Ludt Viin thong ngay 23 thong 11 nam 2009; 
Can cir Luat Chat Luang san pham, hang hoa ngay 21 thong 11 nam 2007; 
Can ca. Luat Tieu chuan va Quy chucinkS; thuat ngay 29 thcing 6 nam 2006; 
Can cu Nghi dinh so 25/2011/ND-CP ngay 06 than4 4 nam 2011 cua Chinh 

phti quy dinh chi tiet va htrang clan thi hanh mot so lieu cua Luat View thong; 
Nghi dinh so 81/2016/ND-CP ngay 01 thong ‘7 nam 2016 cua Chinh pith siva 

be') sung mot so lieu cua Nghi dinh so 25/2011/ND-CP; Nghi dinh so 
49/2017/ND-CP ngay 24 thcing 4 nam 2017 cua Chinh phu siva 	b a sung 
Dieu 15 cua Nghi dinh so 25/2011/ND-CP va Dieu 30 cua Nghi dinh so 
174/2013/ND-CP ngay 13 thong 11 nam 2013 cua Chinh phz:t quy dinh xir phat 
vi pham ,hanh chinh trong link vtrc butt chinh, vien thong, tong nghe thong tin 
va tan so vo tuyen dien; 

Can cu Nghi dinh so 132/2008/ND-CP ngay 31 thcing 12 nam 2008 cua 
Chinh phi quy dinh chi tiet thi hanh mot so dieu cua Luat Chat luong san pheim, 
hang h6a; Nghi dinh so 127/2007/ND-CP ngay 01 thong 8 nam 2007 cua Chinh 
pha quy dinh chi tiet thi hanh mot so dieu cua Ludt Tieu chuein va Quy chuan k9 
thuat; Nghi dinh so 67/2009/ND-03  ngay 03 thong 8 nam 2009 cua Chinh phi 
sz:m doi mot so dieu cua Nghi dinh so 127/2007/ND-CP va Nghi dinh so 
132/2008/ND-CP; 

Can czr Nghi dinh so 17/2017/ND-CP ngay 17 thcing 02 nam 2017 cua 
Chinh phz:i quy dinh chtiv nang, nhiem vu, quyen han va cc cau to chirc cua B 
Thong tin va Truyen thong; 

Theo de nghi cua Cyc truing Czic Vien thong; 

BO truing BO Thong tin va Truyen thong ban hanh Thong tu. stra doi, 1)6 
sung mot so (lieu cua Thong to so 08/2013/7T-B= ngay 26 thong 3 nam 
2013 cua BO trtrong BO Thong tin va Truyen thong quy dinh ye quart ly chat 
ltrong dich vu vier? thong. 

Dieu 1. Sim dOi, bO sung mot so dieu cua Thong tu. so  08/2013/T7-
BTTTT ngay 26 thing 3 nam 2013 dm Bg tru.o.ng  BO Thong tin va Truyen 
thong quy dinh ve quin 1S,  chat ltro.ng dich vu vien thong: 

1. Sira doi, 1D'il sung Khoan 2 Di&I 7 nhu sau: 



"2. DOi 	dich vu, bao cao giri Cuc Vin thong duai hinh thilc ban 
di8n tir (file) dr sir dung chir ky so hoac ban giay. theo mau Bao cao dinh kS,  chat 
luting dich vu vien thong quydinh tai Phu luc IV dm Thong tu nay va mau Ban 
chi tieu chat Luang dich vu vien thong quy dinh tai cac Phu luc V, VI, VII va XII 
dm Thong tu nay tucmg img vai timg dich vu tai dia ban tinh, thanh pho true 
thuOc Trung tiring ma doanh nghi8p vier' thong c6 cung cap dich vu. Trong 
tru6ng hop quy chuan ky, thuat quoc gia tuang img vai dich vu thuOc,Danh muc 
dich vu vien thong bat buOc guar' chat ltrong dugc thay the hoac 10,6 sung mai 
thi tip dung theo mau Ban chi tieu chat luting dich vu vier' thong tai quy chuan 
thay th8 hoac bo sung mori". 

2. Sira doi, bi; sung Khoan 2 Dieu 18 nhu sau: 
, "2. Ket qua tu kiem tra phai dugc lap thanh van ban theo mau Ket qua tu 

kiem tra dinh kS,  chat luong dich vu vigil thong quy dinh tai Phu luc VIII dm 
ThOng tu nay va mau Ket qua tu do kiem chi tieu chat luting dich vu vien thOng 
quy dinh tai cac Phu luc IX, X, XI va XIII ciia Thong tu nay tuang tang vai timg 
dich vu. Trong tmerng hop quy chuan ky thuat quoc gia tucmg img v6 i dich vu 
thuOc Danh muc dich vu vien thong bat buOc quan 15,  chat luting dugc thay th8 
hoac bo sung m6i thi tip dung theo mau 	qua 41 do kiem chi tieu chat luting 
dich vu vine' thong tai quy chuan thay the hoac bo sung mai". 

3. Bo sung va thay th8 mot so Phu luc nhu sau: 
a) Bo sung cac Phu lye so XII, XIII cua Thong tu nay vao Thong tu so 

08/2013/TT-BTTFT. 
b) Thay the cac Phu lye V, VI, VII, IX, X va XI cua Thong tu se; 

08/2013/TT-BTTTT bang cac Phu luc V, VI, VII, IX, X va XI tuong img theo so 
Phu lye cua Thong tu nay. 

Dieu 2. Dieu khoin thi hanh: 
1. Thong tu nay c6 hiL luc thi hanh tir ngayol thong 9 nam 2017. 	, 
2. Trong qua trinh thi hanh n8u c6 vuong,mac can kip theri phan anh ye BO 

Thong tin va Truy8n thong (Cuc 	thong) de xem xet, giai quyet./.k._ 

Noi nhtin: 	 BO TRYONG 
- Thu Wang, cac Pho Thu Wang Chinh phu (de b/c); 
- Van phong Trung uang Dan; 
- Van phong Tong bi thtr; 
- Van phong Quec hei; 
- Van phong Chu tjch mr&c; 
- Cac Be, ca quan thuec Chinh phil; 
- Vien Kiem sat nhan dan tOi cao; 
- T6a an nhan dan tOi cao; 
- Kiem town nha mac; 
- UBND cac tinh, thanh phe truc thuec TW; 	 Truvng Minh Twin 
- TT&TT: Be twang va cac Thir tarong; cac co 
quail, don vi; C6ng thong tin dien tir; 
- Cue Kiem tra van ban QP1'L (Be Tu phap); 
- So' "IT&TT cac tinh, thanh phe trirc thuec TW; 
- Cong bao; 
- Cong thong tin din tir Chink pH; 
- Cac doanh nghiep vien thong; 
- Luu: VT, CVT.250. 
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Phu lue V 
MAU BAN CHI TIEU CHAT LONG DICH VlJ VIEN THONG 

DICH VI) DIOT THOAI TREN MANG VIEN THONG CO DINH MAT DAT 
(Ban hanh kern theo Thong to so 41 /2 01 7/7Y-B17 7 7 ngay • thong e nam 201 7 caa Ba tru-ang BO Thong tin va Truyjn thong) 

BAN CHI TIEU CHAT LUVNG 
DICH DItN THOAI TREN MANG VIEN THONG CO DINH MAT DAT 

Quy: 	ram ... 
(Kern theo Bac) coo Binh ky cheit luvng dich vu vien thong so ... ngay... thcing... ncim 	caa" ten doanh nghiep vien thong") 

So 
TT 

Ten chi Weil 

Ten dia ban 
tinh, thanh pH 
trqc thuec Trung 
trang 

DA kha 
dung cila 
dich vu 

Srt et; 
direrng diy 
thue bao 

ThZri gian ch&sira 
china stn c6 duirng 

day thue bao 

Thai gian thiet 14 
did' vu 

'Chien nal 
ctia khach 

hang ve 
chat luvng 

dich vu 

WA am 
khieu nai 
ctia khich 

hang 

Dich vu he trq khich hang 

NAi thanh, 
thi xi 

Lang, xi, 
thi trail 

NAi thAnh, 
thi xi 

Lang, xi, 
thi train 

Thiri gian cung cap 
dich vu he trq 

khach hang bang 
nhan cong qua 

dien thoai 

TS,  ie cuOc 	•:;)i toi 
dich vu ho trq 

khach hang chiem 
mach thank cong 
va nhAn dtrqc tin 
hieu tra Uri cda 
dien thoai vien 

trong yang 60 gray 

1.  

2.  

Tren Wan mang 

Ghi cha:  
- Dinh nghia va phuang ',hap xcic dinh ccic chi lieu chat king dich IT de 1¢p bcio coo phai tucin thli guy chuan 14-1 thuds guOc gia QCVN 35:201I/B7111 — 

Quy chucin ky thuat guoc gia ye chat ltivng dich vy di en thogi tren ',tang vien thong co Binh mat dcit. 
- Tai ccic 6 giao nhau giita 01' ten chi lieu va dong ten dia ban tinh, thank pho truc thuac Trung u-cmg phai ghi mat gici tri cu the, khong ghi 2.hoeic 
- Tai cdc o giao nhau girca dong Tren loan mong va cac COI chi lieu doanh nghiep ghi gib tri chi tieu tinh duple theo plutang phap xcic Binh guy Binh tai QCVN 

35:201I/B1777 tren pham vi toan guoc. 
- Chi tieu Dich vy ho tro.  khach hang doanh nghiep su dung phtrang phcip gicim sat bang thrjt bi hoac tinh ming son c6 czia mang de xcic Binh so 

Ngtriri (1#i dign theo pilaf) 1u4t cila doanh nghiep 
ao, ghi rb" hg ten, clang ca) 
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Phu luc VI 
MAU BAN CHI TIEU CHAT LONG DICH VV VIEN THONG 

DICH 'VT; DIN THOAI TREN MANG VIEN THONG DI DQNG MAT DAT 
(Ban hanh kem theo Thong to so 11 /2017117-Brin ngaysti thcing 6 nom 2017 caa BO truing BO Thong tin va Truyin thong) 

BAN CHI TIEU CHAT LONG 
DICH VV 01W THOAI TREN MANG VIEN THONG DI DQNG MAT DAT 

Quf: 	nam 
(Kem theo Bcio coo dinh 19) chAt hrong dich vu vien thong so ngay... thong... nam czia" fen doanh nghi4 van thong") 

So 
Ti' 

Ten chi Wen 

Tin dia ban 
tinh, thinh phi) trip 
thuOc Trung tro'ng 

T5,  li cuOc goi 
doge thiet 14 

thank ding 

Ti,  le",  cuOc goi 
bi roi 

DO kha (long 
ctia dick vu 

1Chieu Ka via 
khich hang ve 

chit Itrqng 
dich vu 

Htti am khieu 
nai caa khach 

hang 

Dich vu trq gitip khach hang 

Thai gian cung 
cap dich vy trq cap 	dich 

gitip khich 
hang Lang 

nhan cling qua 
din thoai 

TS,  li cuOc goi tai dich vu 
A .  trq gitip khach hang chtem 

mach thinh cong va nhtin 
dirqc tin hiiu tra Uri cfia 

thin thoai vial trong yang 
60 giay 

1 

2 

• 

Trin town mang 

Ghi cha:  
- Dinh nghra va phrng phlp xac djnh cac chi tieu chAt luting dich vy der  lOp biro coo phai twin tha quy chuAn kJ; thuOt quOc gia QCVN 36:2015/B11 "1 "1 — Quy 

chucin 197 thucit quoc gia ye chAt ltrgng dich vu din thogi tren mang viin thong di &Ong mat dAt. 
- Tgi cac O giao nhau ear: c 01 ten chi tieu va clang ten dia ban tinh, thanh pho tryc thuOc Trung :rang phcii ghi mOt gici tai cu the, khong ghi >hock 
- Tgi cac 6 giao nhau giva cOt chi tieu Khdu ngi act khach hang v* chAt lucing dich vy va clang ten dia ban tinh, thanh phO true thuOc Trung :tong ghi so luong 

khiau ngi ctia khach hang biing van ban ve chcit luting dich vy tren tang tinh, thanh pho. 
- Tgi cac o giao nhau giva dong Tren toan mgng va cac cOt chi tieu doanh nghiep ghi gici tai chi tieu tinh clugy theo phzrang phcip xcic dinh quy dinh tgi QCVN 

36:,2015/B 	tren pham vi toan quec. 
- Doi yell cac chi tieu Tf,  le cuOc goi dux thiet 14p thanh cong, T)) le cuOc goi bi rai va Djch vy fro gitip khcich hang: doanh nghiep su dung phtrang phcip gicfm 

sat dd xcic djnh so lieu. 
Ngtrai dai dign theo phip luat cua doanh nghib 

ghi r6 ho ten, clang dAu) 
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Phu luc VII 
MAU BAN CH! TIEU CHAT LONG DICH Vi,J VIEN THONG 

DICH VIJ TRUY NI-AP INTERNET BANG RANG CO DINII MAT DAT St' DIJNG CONG NGH 	(*) 
(Ban hanh kem theo Thong to s If /2017/TT-BM? ngaydj thong 6 num 2017 cicx BO trithng BO Thong tin via Truy'n thong) 

BAN CHI TIEU CHAT LUVNG 
INCH VIJ TRUY NHi.t.P INTERNET BANG RANG CO DINH MAT DAT SO' KING CONG NGH 	(*) 

Quy: 	nom 
(Kem theo Bcio coo clinh k-5) chcit hro.ng dich vu vien thong so ngay... thong... nom 	ten doanh nghip viZn thong") 

st. 
TT 

Ten chi tieu 

Ten dia ban 
tinh, thinh phe trice 
thqc Trung tro.ng 

DO kha 
dung caa 
dich vu 

.. Thiri gian khac phyc 
mat ket not 

Thai gian thiet lap dich vu 
. A Kitten nal 

caa khach 
. 	A hang ve 

chit Wog 
dich vu 

Hei am 
khieu nai 
. cua khach 

hang 

Djch vu IA trq khach hang C6 sin 
dtreeng 

day thue 
boo 

Chtra c6 duirng day 
thue boo 

Ni0 
thinh, thi thank, 

xa 

Thi trap, 
ling, xi 

Ni 
thinh, till 

xa 

A 

Thi. tran, 
ling, xi 

Th?ri gian 
cung cap dich 

vu 116 trq 
khach hang 
bang nhan 

ding qua diet' 
thoai 

TS,  le (%) cui)c pi 
toi dich vu 116 try.  

. A khach hang chlem 
mach thinh cung, 

girl yeu eau ket not 
den dien thoai vi'en 
vi nhan dirge tin 
hien tra lei dm 
dien thoai via 

trong vong 60 giay 

1 
2 

. 	. 
TT 

Tren toan man:. 

.. 	.... 

Htrirng ket not 

Ten chi tau  	 Liru luqng sir dung trung binh 

. 

Htro.ng di 
). Huirng ve 

1 
2 

Ghi cha:  
- (*) Ten cOng nghe sip dung /à mit trong 03 tong nghe: FTTH/xPON, Modem cap truyen hinh, xDSL 
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