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I.I Chatbot t\l d9ng phan h&i khach hang 24/7. 

1.2 
Duqc trang bi cong nghe hQc may (machine learning) d~ t\l d9ng h6a 

qua trinh hQc h6i tir cac tucmg tac tru6c d6, giup cai thien kha nang nh~ 

dien y djnh theo thoi gian. 

He th6ng nang cap phien ban m6i theo tiSn trinh phat tri8n cong nghe 

tren thS gi6i, mo r9ng va ung d\lng nhiSu mo hinh AI (tri rue nhan ~o) 

1.3 m6i vao d8 nang cao hieu qua cua giai phap. Trong thoi gian NH TMCP 

CTVN thue dich V\l, Nha thAu co trach nhiem c~p nh~t cac ban nang c§p 

bao m~t, nang cAp cong nghe mi~n phi cho NH TMCP CTVN sau khi 
hai hen th6ng nhat. 

1.4 T§t ca du Heu phai dugc xu ly, luu tru an toan, bao m~t theo quy djnh 

Phap l~t vacua NH TMCP CTVN. 

He th6ng phan hoi cung luc s6 luqng 16n (it nhM 500) yeu c~u ctia khach 

hang; d&ng thoi co co chS mo r9ng linh ho~t dam bao dap ung nhfrng 

1.5 thoi diSm xay ra S\l c6/khimg hoang lam gia tang d9t biSn luu luqng 
tucmg tac cua np;uoi dung cu6i. 
Ngoai ra, he thong cho phep it nh§t 100 user can b9 VietinBank dang 

nh~p d&ng thoi dS h6 trq khach hang, giam sat he th6ng. 

1.6 
Giai phap phai dap ung kha nang chuySn ddi tu Chatbot sang nhan vien 

h x khi l. o trq can. 

1.7 
He th6ng t\l sang t~o (Generate) cau tra loi d\fa tren co so tri thuc Ngan 

hang cho phep 

1.8 Chatbot hiSu y dinh khach hang theo ngfr canh. 

1.9 
DQc, nh~ dien hinh anh co c§u true ro rang va phan h&i thong tin cho 

khach hang 

1.10 He thdng triSn khai tren Cloud, Private Cloud 

He th6ng c6 CO' chS thiSt l~p Menu ( danh ffi\lC) cho nguoi SU d\lllg, dam 

1.11 
bao linh ho~t theo quySn su d\lilg khac nhau cua nguoi su d\lilg. Nhfrng 

chuc nang ngoai ph~ vi quySn cua nguoi SU d\lilg se khong hiSn thi 

tren man hinh. 

1.12 
Cho phep mo r9ng chuySn giQng n6i thanh van ban va nguqc l~i (speech 

to text & text to speech). 

1.13 
He thdng cho phep khach hang c~u d9ng tucmg tac voi Chatbot o cac 

kenh khac nhau, t\l kSt thuc va bat dAu phien chat m6i. 

1.14 
Chatbot tich hqp vm cac he thdng Chat da kenh cua agent ( dien tho~ 

vien). 
He th6ng c6 tinh nang luu tr1l cac thong tin khach hang cung cap nhu: hQ 

ten, sd dien tho~i, email dS ph\lC V\l cho cac nghiep V\1 cua NH TMCP 

1.15 CTVN nhu h6 trq san ph!m djch V\l, ban hang, khao sat. Nha thAu phai 

cam kSt th\lC hien cac yeu cAu lien quan dS dam bao tuan thu N ghi 

dinh sd 13/2023/ND-CP ngay I 7/04/2023 vS viec bao ve du Heu ca nhan. 
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Chatbot chu d9ng gui tin nhWthong bao thong qua giao dien chat d~n 
~p khach hang c6 dinh (theo yeu c!u cua NH TMCP CTVN - Bao gom 
khach hang chua su d\Jllg dich vu nao cua NH TMCP CTVN) d8 moi su 
d\lllg san phfun djch V\J. Ki~h bihl tin nhful NH c6 th8 chu d9ng cai dijt. 

Chatbot gQ'i y khach hang SU d\Jllg san phfun dich V\l cua NH TMCP 
CTVN (ban them ban cheo san phfun) 
Chatbo~ t6m tat van ban, tai Heu ma VietinBank cung cap cho Bot de 
han hoi khach han 

N~iing tu<mg tac cua khach hang v6i Chatbot phai duqc tich hqp vS _he 
thong CRM (customer relationship management) cua TT DVKH nham 
hi8n thi len hanh trinh khach hang. 

Ch,atbot thvc hien dugc cac tinh toan ccr ban ( c9ng, trir, nhan, chia, tinh 
phan tram) 

C6 the nhan ban con Bot de ph\lc V\l cac doi tuqng khach hang n9i b9, 
khach hang ca nhan, doanh nghiep cua VietinBank nhu nhan S\I, bao 
hi8m 
Su d\lllg mo hinh ngon ngfr 16n (LLM) toi thieu 175 ti tham so (tu<mg 
du<mg GP1: 4o va Genmini 1.5 Pro) c~p nh~t phien ban moi nhAt theo 
nh~ san xuat, dam bao tu<mg thich v6i he th6ng Contact Center va cac he 
thon khac cua VietinBank 

Nha cung dp h6 trg ky thu~t va dao ~o cho d9i ngii quan ly chatbot d8 
hQ hi!u ro ve each thuc ho~t d9ng va each t6i uu h6a Chatbot. 

Chatbot t6m tit n(>i dung h(>i tho~i khi chuy!n tir Bot sang agent, giup 
Agent ( dien tho~i vien) dS dang nllm bit duqc lich su tro chuyen 

Nha thau da cung cap va tri!n khai Chatbot on dinh toi thi!u it nhat 1 
nam ~i ngan hang cr Vi~t Nam (c6 tai li~u chung minh n~u VietinBank 

A )_ 

eucau 

C6 cong C\l do luong vi~c Chatbot nh~ di~n duqc y dinh hay khong ( d(> 
tin c~y). Df>ng thai cho phep quan ttj vien cai dijt tham s6: 

- Truong hqp d(> tin c~y duoi tham s6 cho phep. Chatbot se th\fc 
hien theo kich ban (xin phep ki!m tra thong tin, hoi l~i khach 
hang, chuy8n tvv) 
Truong hqp d9 tin c~y bfulg hoijc cao h<m tham s6 cho phep: 
Chatbot tra lai toi KH 

L9c n(>i dung cau hoi & cau tra lai t~o sinh cua ~hatbot d8 tranh cac cau 
hoi lien quan toi chu dS nh~y cam theo cac quy tac ma NH TMCP 
CTVN dµili nghia. 

Trich x~t nhiing y dinh cua nguai dung khong ph\l thu9c vao tir khoa 
(keyword) d8 xac dµili v~ dS c6 th! h6 trq, tir d6 th\Ic hien phan lufiny 
xu ly theo lqch ban Cham s6c khach hang cua VietinBank ho~c tim kiem 
thong tin tren C(J so tri thuc dS ~o sinh cau tra lai, nhb cung cAp thong 
tin chinh xac toi nguoi dung. 
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Sir d\lilg cong nghe Xu ly ngon ngfr t\I nhien (NLP - Natural Language 
Processing) tien tiSn dS phan tich va hiSu ngon ngfr t\I nhien cua, co~ 
nguai, tu d6 nh~ <lien chinh xac y dµih cua nguai dung trong cac cau 
hoi, yeu c!u duqc di8n dc;it mQt each t\I nhien, bao g6m ca viec sir d\ll1~ 
tu ngfr dja phuong, cac tu 16ng ph6 biSn va cac tu ngfr tiSng Anh xen Ian. 

Nh~ di~n y dinh cua nguai dung trong nhi8u ngfr canh khac nhau, bao 
g6m ca nhfrng cau hoi nhi~u y valhO?C nhfrng yeu c§u phuc tc;tp va ngon 
ngfr dia phuong. 

Nh~ <lien y djnh cua nguai dung theo ca hQi ~oc;ii ,thay vi nhfing cau !e, 
ngay ca khi nguai dung cu6i su d\lilg cau n6i van tat, n6i y tiep theo cua 
y da n6i tru&c 

Chatbot phat hien va phan loc;ii y dinh cua khach hang theo chu dS nghiep 
V\1 FAQ vi d\1: the tin d1,lI1g, khoan vay, khiSu nc;ii ho?c chu dS self­
service vi d\1: khoa the 

Ty 1e nh~ <lien dung y dinh cua khach hang t6i thiSu la 90% 

Nh~ <lien dugc yeu c§u cua khach hang bfulg voice (am thanh gi9ng 
n6i) cua khach hang duqc ghi tivc tiSp tren giao <lien chatbot vm d9 
chinh xac t6i thiSu >= 90% trong moi truang c6 SNR >= 1 Odb. 

Nh~ <lien duqc yeu cau cua khach hang bang hinh anh thong thuang, ro 
net v&i d9 chinh xac t6i thiSu > 80% v&i nhfrng hinh anh da dugc dao tc;to 
cho Bot. 

Truong hgp cau hoi cua khach hang phuc tc;tp, Chatbot AI khong hiSu se 
duqc chuySn dSn g~p tu v§n vien ph\lc V\1 

Khach hang gm nhi8u cau hoi dSn Chatbot, cho phep c§u hinh ( config) 
thai ~i~ cha (vi ~\11 giay) dS Chatbot t6ng hgp cau hoi cua khach hang 
va bat dau phan hoi 

Toe dQ phan hoi binh quan =< 2 giay doi v&i cac cau tra lai cho cac cau 
hoi dc;ing text (van ban) tinh tu thai diSm may chu nh~ duqc yeu du cua 
khach hang (khong bao g6m thai gian cha t6ng hgp cau hoi cua KH 
dugc neu tc;1i ffi\lC 3 .1 . 
Toe d9 phan hoi binh quan <= 5 giay doi vm cac cau tra lai cho cac cau 
hoi ck dQC hinh anh, am thanh (giQng n6i cua khach hang) dugc giri tm 
chatbot tinh tu thai diSm may chu nh~ dugc yeu du cua khach hang 
(khong bao g6m thai gian cha t6ng hqp cau hoi cua KH dugc neu tc;1i 

ffi\lC 3.1 . 
HiSn thi tren giao <lien nguai dung dfru hieu dang XU ly thong tin ho~c 
yeu c§u nguai dung cha dgi trong truang hqp thai gian phan h6i > 1 giay 

(vi d\1: bot is typing). 

Cac phan hoi cua Chatbot can chinh xac,,phu hqp v&i y dinh va nhu cau 
C\1 thS cua nguai dung, d6ng thai cung cap thong tin hfru ich va giai 
quySt v§n d~ m9t each hieu qua di.ra tren ca so du Heu C\1 thS. Ty 1e tra 
Iai chinh xac cua Bot t6i thiSu la 90%. Nha thdu phai cung c§p bing 
chung (hlnh anh khong chinh sua, video lien t\lc khong c~t ghep) chung 
minh dQ chinh xac han h6i cua Bot. 
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Khi VietinB~nk yeu du ki~m tra dQ chinh xac tren t~p dfr li~u ngan 
hang, ~a thau cung cfrp biing cht'.mg Video t6i da sau 1 ngay. . ,. 
Nha thau ~hai co trach nhi~m xir Iy trong tnrcmg hqp Chatbot b!a thong 
tin phan hoi den khach hang 

3.6 H~ th6ng t\l' dJt cau h6i hoJc yeu du cho nguoi dung cu6i nhfun lam ro 
khi CUQC hQi thoi;ti khong ro rang, khong tuful t\l', khong du du li~u xir ly 

H~ th6ng tuy biSn phan h6i d\fa tren ngu canh C\l thS nhu cam xuc cua 

3.7 nguoi dung, }ich sir tuang tac cua nguoi dung va cac ySu t6 ca nhan hoa 
khac tren cac ySu t6 do NH TMCP CTVN quy djnh (gi6i tinh, tu6i, ngh~ 
nghi~p, san phb djch V\l dang sir d\lllg). 

Dinh hu6ng cac phan h6i luon nfun trong ph~m vi du li~u, quy !Ac ~o 

3.8 dire t'.m~ xir ma Chatbot da duqc hufrn luy~n. Phan h6i dJc bi~t thong 
minh doi v6i nhfrng cau h6i lien quan dSn cac ySu t6 nhi;ty cam nhu ton 
giao, chinh tri, dBi thu ci;tnh tranh, noi xfru boi nh9 ca nhan - t6 chirc. 

3.9 H~ th6ng xir ly duqc cac cau h6i va yeu ciu phuc ~p/da bu6c, bao g6m 
vi~c duy tri ngu canh qua nhiSu vong hoi dap. 
H6 trq phan hoi bang nhieu ngon ngu khac nhau, dap t'.mg nhu cau cua 
nguoi dung da d~g vs ngon ngu, bao g6m: TiSng Vi~t, TiSng Anh, 

3.10 Tieng Nh~t. N guoi dung co thS my ch9n ngon ngu giao ti Sp cua chatbot 
hoJc chatbot tuang tac t\l' d9ng biing ngon ngfr nh~ duqc thong qua cau 
chat cua nguoi dung. Truong hgp KH chat biing ngon ngfr chua h6 trg se 
t\l' d9ng phan h6i biing tiSng Anh. 
Cung c!p phan h6i da d~g, bao g6m van ban, hinh anh, am thanh, link 

3.11 
(ducmg dfui) 

Van ban, hinh anh va am thanh duqc cung dp tu ngu6n du li~u cua ngan 
hang cho bot, va co thS dugc giri du&i ~g dinh kem t&i khach hang 

N goai CO' chS phan h6i bfulg ngon ngfr t\l' nhien, giai phap dn c6 co chS 
3.12 phan h6i bfulg du true cau da duqc phe duy~t tru&c d6, dam bao dung 

van phong, tu ngfr, d9 dai da quy djnh. 

Co ca chS xir ly hi~u qua khi nguO'i dung dJt cau hoi ngoai ph~ vi kiSn 
3.13 thuc hoJ~ nan~ lµc sin c6, bao g6m vi~c chuySn tiSp cho nhan vien h6 

trq khi can thiet. 

C6 ca chS tv t~o trigger (kich ho~t), ~o s6 ticket (ban ghi theo doi tiSn 
3.14 d9 khach hang) cho cac yeu ciu cua nguoi dung ma cful chuySn cho h~ 

th6ng khac XU ly tiSp. 

3.15 
C6 co chS tv d9ng phan lo~i cac n9i dung tuang tac tich cµc ho~c tieu 
cµc, danh d!u va t\l' d9ng thong bao cho nguoi dung NH TMCP CTVN 
xir ly. 

3.16 
Chu d9ng giri thong bao cho khach hang khi vira !Uang tac v6i Bot. 
VietinBank c6 thS chu d()ng so~ n()i dung tin nhan. 

3.17 
Chatbot tra loi khach hang kSt qua tinh toan m9t s& cong thuc dan gian 
duqc cung dp vi d\l nhu tinh toan tiSn lai, muc phi 

I 
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Phan h6i khach hang dµa tren thong tin da duqc dao t~o tu FAQ (bang 
cau h6i thucmg gJp ), website NH TMCP CTVN, cac file ma NH TMCP 
CTVN tai len h~ th6ng Chatbot (word, excel, pdf, html). 

~ha nang phat hi~n 16i va tµ diSu chinh (nSu cau h6i cua nguoi dung viSt 
tat/sai chinh ta gay kh6 hiSu) va h6i dS xac nh~ l~i y dinb tru6c khi 
phan h6i thay vi tra loi ring khong hi8u cau h6i hoJc khong c6 thong tin 
phan h6i. 

Chatbot xft ly m◊t so tac nghi~p tµ d9ng nhu: kh6a the, kh6a djch V\l, 

sau khi tiep nh~ thong tin xac nh~ khach hang ( dang nh~p iPay 
mobile/tra Iai theo danh sach cac cau h6i xac thµc) theo dµih nghia cua 
uan tri vien. 

ChatBOT dua ra cau h6i gqi y nhAm khai gqi khach hang tim hiSu them 
san djch V\l lien quan hoijc tim hiSu sau han vS djch V\l KH dang quan 
tam 

Nh~ di~n sµ V\l khach hang da phan anh tru&c d6 (thong qua log (nh~t 
ky) }ich sir/ticket) d8 tiSp t\Jc h6 trq/ tu vAn khach hang 

Tµ d9ng h6 trg khach hang khi KH dang trong hanh trinh san phfun tren 
internet banking, ipay, Website VietinBank; t6i da 30 hanh trinh. Khi 
khach hang gJp vu6ng miic/c§n h6 trg/ ngi\t quang hanh trinh, ChatBOT 
tµ d9ng dua ra tu vAn/ h6 trg giup khach hang hoan clt hanh trinh 

Giai phap phai c6 ca che tµ h9c tu phan hoi nguai dung theo hai phuang 
thuc: 
- Tµ d9ng: H~ th6ng phan tich phan h6i cua ngucri dung d8 nh~ dien 16i 
hoijc cai thien kha nang hi8u ngfr canh, tu d6 tµ d9ng diSu chinh phan 
h6i. D6ng thai cung c§p cong C\l cho ngum quan ttj d8 ki8m duyet va 
giam sat nhb ngan ngira viec h9c sai 1ech. 
- H9c c6 kiSm soat: Ngucri quan tri chatbot c6 thS danh gia, chinh sira 
han h6i va cun d hu6n dfut d8 tinh chinh chatbot theo thm 

T~o, them sira, xoa cac y dµih cho Chatbot (intent). 

Chatbot chinh sira n9i dung theo Io hay rieng le cac lu6ng kich ban c6 
djnh. 

T~o, sira, x6a, sao chep va quan ly cac ludng kich ban c6 djnh. 

Cho phep preview, test tru6c cac lu6ng xir ly Chatbot tru6c khi ap d\lfig 
tren cac kenh. 

KiSm tra, danh gia kha nang tra loi cua Chatbot tµ d9ng. 

C6 cong C\l cho phep Quan tri vien cua VietinBank cai dJt cdu true cau 
phan hdi nhu: cau true cau (ma d!u/than ~ai/kSt thuc), van phong (trang 
tr9ng/than thi~n), tu ngfr uu tien/tu ngfr cam, d9 dai cau tra lai theo cac 
ngfr canh (vi d\l: cau hoi dan gian thi tra loi < 150 tu, cau hoi vS san 
phfun djch V\l thi 200 - 500 tir). 

Quan ly Iu6ng xir ly bing tiSng Vi~t. Bot tµ d(>ng phien djch cac lu6ng 
xir Iy sang ngon ngfr khac bao g6m TiSng Anh, tieng Nh~t 
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Xem l~i toan be;, thong tin tuong tac giua Chatbot va khach hang v6i thoi 
h~ do NH TMCP CTVN quyBt djnh. 

Tim kiBm }ich sir hc;,i tho~i theo nhiSu tieu chi khac nhau (thoi gian, ten 
khach hang, kenh tuong tac, tu khoa trong nc;,i dung hc;,i tho~i). 

He th6ng hiSn thi chi tiBt thoi gian cua tung tin nhiin. 

P~an lo~i nhung cau h6i Chatbot hiSu, khong hiSu, phan van, va fan 
kiem CUQC hc;,i tho~i theo cac tieu chi do. 

Phan lo~i nhung phien chat Bot khong tra lai. 
~~~A~ r W.o 
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Cho phep thiBt kB m!u biSu khao sat (mau sic, font chu, ciu true khao 
sat, cau h6i) theo san phfun dich vv ho~c theo d8i tuqng khach hang. 

Khao sat phien chat cua Chatbot (theo biSu mlu), khao sat theo tung cau 
tra lai cua Chatbot vi dv (thich, khong thich, tha tim) 

Khao sat phien chat cua tu v§n vien (theo biSu mlu), khao sat theo tung 
cau tra lai cua tu v§n vien vi d1,1 (thich, khong thich, tha tim) 

Phan tich sic thai & cam xuc dS chu d(>ng drulh gia mire d9 hai long cua 
nguoi dung sau tung phien chat. 

D!y kSt qua khao sat vS he th6ng cua NH TMCP CTVN. 
Thdng ke du lieu khao sat theo san phAm dich V\l C\l thS cho tung 
phien/tung tin nhiin cua Chatbot, tu v§n vien tra loi. 

Tuy chinh cau hoi khao sat, dinh d~ng cau tra lai theo nhu c!u cua quan 
tri vien. 

ET~~~Jt~1if§2:U-i~~ ~~f-_ f • .... • : • _ -~ ~ ~1~ l 
VietinBank co thS cung c!p, kiSm duyet, luu tru & c~p nh~t toan be;, cac 

7.1 
van ban/tai Heu (word, pdf, excel) co thS dung dS phvc V\l viec tra lcri cua 
bot; VietinBank chu d(>ng b& sung, c~p nh~t tri thuc b~g nhiSu lo~i du 
Heu khac nhau m(>t each don gian, khong cAn thong qua l~p trinh. 

Giai phap co ca chB quan tri tai Heu hieu qua nhu phan chia tai Heu thanh 
7.2 cac danh mvc khac nhau, co dan nhan theo tung tai Heu, drulh d!u danh 

ffi\lC uu tien tim kiSm. 

Dam bao luu tru toan bQ cac thong tin dung dS ph1,1c V\l viec tra lcri cua 

7.3 
Chatbot· d6ng thoi Nha thAu cung cAp cong C\l dS phia NH TMCP 
CTVN ~hu d9ng b& sung, c~p nh~t tri thuc b~g nhiSu lo~i du Heu khac 
nhau mc;,t each don gian, khong cAn thong qua l~p trinh. 

Co phuong phap thu th~p du Heu t1J d9ng tu cac ngu6n tren m~g 
7.4 internet do VietinBank chi djnh nhu website ( c&ng thong tin dien tu) cua 

VietinBank thong qua API (giao <lien l~p trinh ung d\lllg). 
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Co cong C\l cho phep Quan tri vien cua NH TMCP CTVN ch~ d<}ng , 
them mail c~p nh~t/xoa bo tai lieu de dang, d~c biet co ca che phan lap 
du Heu theo cac nhom san phfun/nghiep V\l cua NH TMCP CTVN de 
ph,.an quySn quan ly co so du lieu dQC l~p cho tirng don vi nghiep V\l C\l 
the. 

Co cong C\l quan ly cho phep Quan tri vien cua NH TMCP CTVN dS 
dang c~p IJ-h~t va quan ly cac 1enh huful luyen Chatbot , thay d6i n<}i 
dung tu van/thong bao cua Chatbot, diSu chinh thong tin va hieu lµc 
thong tin trong Co so tri thuc cua Chatbot. 

Co co chS phan quySn cho nguoi thµc men t~o, sua, xoa n<}i dung cua 
Chatbot. 

Co ru diSn tµ d9ng c~p nh~t tu chuyen nganh lien quan dSn ~an phfun 
djch V\l ngan hang va tir V\filg thong d1,mg tir nguoi dung cuoi de nang 
cao kha nang nfun hilt y dinh va phan h6i. Cho phep NH TMCP CTVN 
b6 sung tir di Sn de dang thong qua giao dien quan ly. 

Chatbot luu trfr l~i lich su do~ h9i tho~i va th?ng ke dugc nhung ~au, 
hoi da tra lai/khong tra lai dugc ciing nhu y kien cua ngucri dung ve ket 
qua ma Chatbot da tra lai dugc 

H6 trg nh~p xu§t du lieu cua Chatbot v&i dinh d~g ca ban nhu Word, 
Excel, PDF, CSV. 

I>6ng b9 du Heu cua Chatbot nay sang Chatbot khac, tren cung 1 nen 
tang, 1 giai phap cua cung nha cung c§p. 

Co Itch su cac lful training ( dao t~o) Chatbot. 

Tinh nang phat hien, thong bao van ban trung lijp trong co so tri thuc cho 
7 • 13 quan tri vien 

Tµ d9ng c~p nh~t thong tin m&i tir cac ngu6n du Heu khac nhau trong 
7 • 14 ph~m vi cho phep cua NH 

Cho phep xem tru&c, kiSm thu tru&c kha nang d9c hi8u van ban cua 
7• l S Chatbot tru&c khi ap d\lllg tren cac kenh. 

Co kha nang tich hgp v&i he th6ng quan ly van ban/ du lieu hien co cua 
7 • 16 NH dS c~p nh~t thong tin tri thuc cho Chabot. 

-
8.1 

Tinh nang h6 trg trµc tuySn cua tu vfui vien: dugc SU d\lflg giup tu vfui 
vien h6 trg khach hang khi khach hang c6 nhu cfiu chat v&i nhan vien 



I 
I 

- Giai phap co giao di~n dugc thiBt kB don gian, trµc quan, ti~n ich dS s6 
lugng 16n nguoi dung ph6 thong dS dang tiBp c~ va tuong tac. , 
- D6i voi giao di~n chat danh cho khach hang: Nha thAu phai thiBt ke 
UI/UX va xay d\lllg giao dien chat danh cho khach hang dap ung cac 
t .,.. h A th".I.. .I. A 1e~ c uan 1et ke theo yeu cau cua VietinBank 

8.2 - So lugng giao di~n chat co thS dugc thiBt kB khac nhau tuy thu9c vao 
kenh triSn khai, trong d6 t6i thi8u co cac giao di~n chat khac nhau triSn 
khai nhU: ung d\lilg VietinBank iPay, web, m~g xa hQi 
- Nha thau phai dam bao cua giao di~n chat danh cho khach hang dap 
ung kha nang thay d6i linh ho?t khi VietinBank co yeu cAu c~p nh~t giao 
dien nh}J ma mau, ma n8n, co chft, phong chft ... Ngan hang khong cltju 
them bat ky chi phi cua vi~c thay doi giao di~n danh cho khach hang. 

8.3 He,th6~g cai d~t duqc nhi8u ngon ngu hi8n thi ~i giao di~n nguai dung 
cuoi (tieng Vi~t, tiBng Anh, tiBng Nh~t). Cai d~t m~c dinh la tiBng Vi~t. 

HiSn thi cac nut danh gia kBt qua phan h6i (theo quan diSm thich/khong 
8.4 thich, theo diSm tu 1-5, theo quan diSm hfru ich/binh thuang/khong huu 

ich) cho tung cau tra lai cua Chatbot. 

8.5 
H~ th6ng b& sung tinh nang Thay d6i nc;>i dung t?O sinh (Regenerate) cho 
tung cau tra lm (tuy thuc;>c vao nhu cAu SU dl,lllg). 

HiSn thi cac chuc nang tien ich nhu: dfui duang dfui link/file 
8.6 excel/word/PDF va cho phep tai file vs thiBt bi, luu hc;>i tho?i theo thm 

g1an. 
Thong ke chi tiet duq~ khach hang hoi vS cac san phfun djch V\l gi trong 

8.7 
phien chat theo chu de nghiep V\l FAQ vi d1,1: the tin d\lllg, khoan vay, 
khiBu n?i ho~c chu dS self-service vi d1,1: khoa the, tu do sip xBp cac san 
phim djch V\l khach hang hay hoi 

8.8 
He th6ng co Sl,l' d6ng nhdt v8 giao <lien va du Heu khi triSn khai tren cac 
kenh khac nhau. 
Giao di~n ~ugc toi uu thiet kB web; mobile ap~ (ung d\lllg di d9ng), co 

8.9 giao dien do h<;>a (GUI) cho ngum su dl,lllg 6 tat ca cac phan he chuc 
nang. 

8.10 BiSu tuqng Chatbot theo nh~ <lien thuong hieu cua NH TMCP CTVN. 

8.11 
M~c dinh man hinh Chatbot theo d~g menu list dS hu6ng d§n khach 
hang tim hiSu thong tin h6 trq. 

8.12 
Co nut chuc nang menu cho phep khach hang truy c~p nhanh vao m(>t s6 
chu dS NH TMCP CTVN cai d~t sAn. 

8.13 
C6 bi8u tuqng thong bao tin nhiin cha t?i icon (biSu tuqng) ChatBOT voi 
nhfrng tin nhin cha cua KH 

[ !}). ~=-J[S_~;y'nf~ ~Y:Vff• mJ\®ft:-/\<o) 
He th6ng cung cdp mc;>t phan h~ (platform) duy nhdt va xuyen su6t, cho 
phep nguai su d\lllg vdn tin, truy xudt, ~o l~p, su d\lllg du Heu bao cao. 

I 

9.1 

9.2 
Du lieu tren cac kenh ma Chatbot tich hgp dugc cung c§p d§y du va c6 

·, .I. 
tinh dong nhat. 



-ET.,,-;;; -

H~ th6ng cung cdp bao cao dµa tren cac tieu chi, du li~u do nguai sir 
dt,mg dinh nghia. Vi d\l: ph\lC V\1 cac bao cao d9t xudt, bao cao trong thcri 

9.3 diSm phat sinh 16i/chuong trinh khuySn m~i va cung c§p cong ~\l cai d~t 
chuc nang t\I dc)ng ~o l~p bao cao m~c dinh theo, kenh, tful suat ~o bao 

, (H" th" " • x ·.:. 1 (ba x ) b, cao ~ ong cung cap, g<;71 y cac mau b1eu - temp ate n mau ao 
cao nguai sir d\lllg c6). 

9.4 Bao cao t6i thiSu cful dap ung ngon ngu ti€ng Vi~t va tiSng Anh (m~c 
dµih la tiSng Vi~t), trong d6 dap ung b9 go tiSng Vi~t. 

Cho phep nguai sir d\lllg thiSt kS hiSn thj cac truang thong tin mong ' 
9.5 mu6n, hiSn ~i du6i d~g biSu d6 va cung c§p nhi~u d~g mlu biSu do 

ggi y (biSu do c<)t, banh, line). 

Cac bao cao c6 cong C\l tim ki€m du li~u dµa tren bQ lQC kSt hgp nhi~u 
9.6 tieu chi (m~c djnh va do nguoi su d\lllg djnh nghia), d6ng thcri cho phep 

nguoi sir d\lllg sip x~p va phan lo~i du li~u bao cao. 

9.7 Cho phep nguoi sir d\lllg chu d9ng xoa va d9n d~p du li~u bao cao (tinh 
nang nay cfui c6 S\l phan quy6n ro rang). 

Thai gian luu tru du li~u bao cao toi thieu 03 nam tinh tu thm diem phat 
sinh bao cao ho~c dSn ngay k~t thuc hgp d6ng tuy thu9c di~u ki~n nao 

9.8 den tru6c. Sau thoi gian nay, du li~u phai dugc chuy~n v6 luu tru ~i h~ 
th<3ng cua VietinBank. VietinBank khong m§t chi phi lien quan den 
chuySn/nh~ du li~u 

9.9 
Cho phep export file du li~u bao cao du&i nhi6u dinh d~g: word, excel, 
pdf, csv ... 

Dashboard (bang diSu khiSn) thong tin du&i d~g bi~u d6, widget (phim 

9.10 cit), bang biSu bao g6m cac chi s6 th~ hi~n quy mo Chat theo thcri gian 
thµc. 

9.11 C6 ca chS chlnh sira dashboard linh ho~t, d~g keo tha 

Crum bao thcri gian thµc realtime cac truang hgp sµ c6 (theo quy ffic 

9.12 
dugc NH TMCP CTVN dua ra) & dua ra bao cao thuang xuyen vs s6 
lm;mg, chit lm;mg, danh gia cua nguoi dung vS Chatbot, th6ng ke dugc 
cac chi s6 th€ hi~n chit lm;mg Chatbot. 

9.13 C6 phuang an sao luu du li~u phu hgp. 

9.14 
C6 bao cao t6ng hgp va chi ti~t k~t qua khao sat cua tung tuang tac giao 
ti~p cua khach hang v6i Chatbot, khach hang v6i tu vdn vien. 

9.15 
C6 h~ th6ng bao cao phan tich thong tin khach hang, yeu c!u cua khach 
hang theo nghi~p V\1, s6 lm;mg/ty 1~ khach hang sir d\lllg l~i Chatbot. 

9.16 
C6 the thong ke duqc chi tiet van de khach hang can hd trg, chi tiet theo 
cac san phb dich V\1 cua VietinBank cung c§p. 

9.17 
Ghi nh~ l~i cac yeu c!u hd trq tu khach hang khi g~p vfui dS ngoai kha 
nang xir ly cua Chatbot. 

9.18 
C6 bao cao vS s6 luqng phien chat khach hang vao cac ltjch ban tµ ph\lc 

V\1 ( self service) 



9.19 C_ac bao, cao: dashboard , dfr li~u c~p nh~t theo thoi gian thtJc ho~c thcri 
g1an qua khu theo tuy ch9n cua nguoi dung 

Bao cao chi tiSt, t6ng hqp s6 luqng yeu cdu nguoi dung d~g bang, biSu 
9.20 d6 tuy ch9n va so sanh duqc theo thoi gian gio, ngay, thang, nam, chia 

theo kenh tich hqp BOT (Web, iPay, eFast, m~g xa h9i) 

Bao cao chi tiSt, t6ng hqp s6 Iuqng nguoi dung, phan nh6m nguoi dung 

9.21 (nguoi dung m6i, nguoi dung cu) d~g bang, biSu d6 tuy chc;m va so 
sanh duqc theo thcri gian gia, ngay, thang, nam chia theo kenh tich hqp 
BOT (Web, iPay, eFast, m~g xa h9i) 

9.22 
Bao cao chi tiSt, tBng hqp s6 luqng yeu cAu phan h6i cua BOT d~g 
bang, bi8u d6 tuy ch9n va so sanh duqc theo thcri gian gicr, ngay, truing, 
nam chia theo kenh tich hqp BOT (Web, iPay, eFast, m~g xa h9i) 

Bao cao chi tiSt, tBng hqp s6 Iuqng thong bao, s6 luqng khach hang nh~ 

9.23 thong bao duqc BOT giri ttJ d9ng d~g bang, bi8u d6 tuy chQn va so 
sanh duqc theo thoi gian gia, ngay, thang, nam chia theo kenh tich hqp 
BOT (Web, iPay, eFast, m~g xa h9i) 

Bao cao chi tiSt, tBng hqp yeu cAu ma ChatBOT khong thS xu ly d~g 
9.24 bang, bi8u d6 tuy ch9n va so sanh duqc theo thai gian gia, ngay, thang, 

nam chia theo kenh tich hqp BOT (Web, iPay, eFast, m~g xa h9i) 

B~o ca? chi ~iet, tong hqp so Iuqng yeu c!u nguoi dung phB bien/ phan 

9.25 hoi nhieu nhat d~g bang, bi8u d6 tuy ch9n va so sanh duqc theo thai 
gian gia, ngay, thang, nam, chia theo kenh tich hqp BOT (Web, iPay, 
eFast, m~g xa h9i) 
Bao cao chi tiet, t6ng hqp so luqng phan hoi cua BOT pho bien/ phan 

9.26 
h6i nhi~u nh§t d~g bang, bi6u d6 tuy chQn va so sanh duqc theo thai 
gian gia, ngay, thang, nam, chia theo kenh tich hqp BOT (Web, iPay, 
eF ast, m~ng xa h(>i) 
Bao cao chi tiet, t6ng hqp chat luqng phan hoi cua BOT pho bien/ phan 

9.27 
h6i nhi~u nh§t d~g bang, bi6u d6 tuy chQn va so sanh dugc theo thai 
gian gia, ngay, thang, nam, chia theo kenh tich hqp BOT (Web, iPay, 
eFast, m~g xa h9i) 

Bao cao chi tiSt, tdng hqp s6 luqng h6 trg cua tu v§n vien d~g bang, 

9.28 bieu d6 tuy ch9n va so sanh duqc theo thoi gian gio, ngay, thang, nam, 
chia theo kenh tich hqp BOT (Web, iPay, eFast, m~g xa h9i) 

9.29 
Bao cao chi tiSt, tBng hqp v~ m6c thoi gian, s6 luqng yeu cAu cua tung 

h9i tho~i 

Bao cao chi tiSt, tdng hqp s6 luqng the/nhan d~g bang, bi8u d6 tuy ch<;m 

9.30 va so sanh duqc theo thai gian gio, ngay, thang, nam, chia theo kenh tich 
hqp BOT (Web, iPay, eFast, m~g xa h9i) 

Bao cao do luang KPI cua ChatBOT ( danh gia cua nguoi dung, thoi 

9.31 gian h6 trq, ... ) d~g bang, bi8u d6 tuy ch9n va so sanh duqc theo thai 

gian gio, ngay, thang, nam 

Bao cao khao sat h9i tho~i cua ChatBOT, cua tu vfui vien d~g bang, 

9.32 bi8u d6 tuy ch9n va so sanh duqc theo thai gian gio, ngay, thang, nam, 
chia theo kenh tich hqp BOT (Web, iPay, eFast, ... ) 



10.1 

10.2 

10.3 

10.4 

10.5 

10.6 

10.7 

10.8 

10.9 

10.10 

10.11 

10.12 

10.13 

10.14 

10.15 

10.16 

10.17 

10.18 

10.19 

10.20 

V 6i cac phien chat khach hang yeu cAu g~p tu vful vien, co cong C\l ~ai 
d~t thoi gian phan h6i khach hang (tuy chinh) (SLA) va chuc nang canh 

bao cho nguoi dung khi qua thoi gian phan h6i. 

Gi6i h~n du li~u tra Ioi cua Chatbot chi lien quan dSn san phfun dich V\l 

cua NH TMCP CTVN v6i cac ngu6n dugc cai d~t C\l th~ va tuy chinh: 
website (c&ng thong tin di~n tu) NH TMCP CTVN, cac trang van ban 
cua NH TMCP CTVN, du li~u tich hgp tren cac h~ th6ng ... 

Cong C\l xay d\lllg, quan tri CCY so du li~u, lu&ng XU ly cua Chatbot tnJC 

quan, don gian, d€ su d\lllg, d~g keo tha 

Quan tri vien ~o, sua, x6a nguoi dung, ~uySn (role), nh6m quyen 
(profile). SB lugng user c6 th8 ~o t6i thieu la 220 user 

T~o, chinh sua, x6a phan quy~n theo lo 

Quan tri user theo nhiSu nh6m user khac nhau, phan quyen linh ho{lt. 

Su d\lllg ten truy c~p/ m~t khAu theo CCY chS sso (Single Sign On) xac 
thl,l'c t6i thi8u 

H~ th6ng cAu hinh chinh sach m~t khAu: S6 lugng ky tiJ (t6i thi~u, t6i 
da), Lo~i ky n,r (chu hoa, chu thucmg, s6, y n,r dJc bi~t). 

Hi8n thi d!y du thong bao 16i cho VietinBank (trucmg hgp nSu co phat 
sinh 16i trong qua trinh dung Bot). 

H~ thBng c6 cAu hinh tµ d9ng dang xufrt nguoi quan ttj Chatbot sau m9t 
khming thoi gian khong ho~t d9ng dugc thi6t l~p. 

H~ th6ng c6 luu l~i log (nh~t ky) toan b9 cac thao tac cua nguoi su d\lllg 
tren man hinh quan ly cua admin. 

H~ thBng cung cfrp giao di~n truy xufrt thong tin log (nh~t ky) tac V\l cua 
nguoi dung. 

Luu, thBng ke toan b9 Jich su ho~t d9ng cua can b9 VietinBank tren 
Chatbot. 

Tim ki6m Jich su thao tac cua can b9 VietinBank linh ho~t, theo nhiSu 
tieu chi 

VietinBank chu d9ng luu ban dµ phong (backup) ChatBOT 

T~o nhom nguoi dung (user) m6i theo yeu cAu cua VietinBank, hoJc 

VietinBank chu d9ng ~o 

VietinBank chu d9ng cai dJt dugc tham s6 s6 lugng tuong tac chuySn v~ 
f.. • A 

tu van v1en 

Quan ttj chu d9ng chuySn tuong tac cho tu vful vien 

Thong bao cho tu vful vien khi c6 khach hang/ tin nhA.n moi dugc chuySn 
, • I,. • " tm tu van v1en 

VietinBank chu d9ng cai dJt tham s6 thoi gian tiJ d(>ng hoan tAt/ dong tµ 
d(>ng 



11.1 

11.2 

11.3 

11.4 

11.5 

11.6 

11.7 

11.8 

11.9 

H~ th6ng theo doi duqc tung Jftn/s6 Jftn Chatbot Al tra Joi khach hang 

(Q&A) theo cac tieu chi khac nhau. 

Chi khi h~ thong tra loi tharlh cong (h~ thong ghi nh~n gen ra cau tra Joi 

va da giri v8 khach hang) m6i tinh la 1 lftn (Q&A). M(>t lftn Q&A khong 

bao gdm lftn tra loi cho cac h(>i tho~i chao dS vao phien h6 trQ' ctia 

Chatbot. M(>t lftn Q&A khong bao gdm lftn tra loi cho cac h(>i tho~i spam 

~a cac h(>i tho~i ma cau h6i chi bao gdm s6 luqng ky t\l' <=2 ky t\l' b!t 

V 6i nhiing d6i tuqng khach hang/kenh chat/san phfun djch v1.1 

VietinBank khac nhau se dugc giri s6 luqng tin nhAn t6i da theo cai d~t. 

Nhfrng tin nh~ vuqt muc se duqc chuySn sang cho Bot tra loi theo lqch 

hai:i (khong mat phi). Vi~c chuySn sang Bot tra lai theo kjch ban se trong 

suot v6i khach hang trong cung m(>t giao di~n 

V6i nhfrng cau hoi don gian, tin nhAn rac (spam), Bot se phan hdi theo 

kic):i ban ma khong t~o sinh cau tra Joi (khong tinh phi v6i nhilng tii} 

nhan nay). VietinBank se dinh nghia cac cau h6i don gian va tin nhan rac 

Dugc thiSt kS dS d~ dang ma r9ng va nang c§p, dap ung nhu cAu ma 

r()ng ve luu luqng CUQC chat, s6 luqng nguoi dung trong tuong lai. 

Tg d9ng phat hi~n, thong bao cho quan tri khi luqng yeu cftu tang d9t 

biSn, carlh bao khi sip dSn nguang tin nhAn t6i da 1 thang dugc sir d\lflg 

C6 ca chS c9ng ddn s6 luqng tuong tac/yeu c!u cho nguoi dung nSu 

chua sir d\lflg hSt luqng yeu clu gi6i h~ va chuySn sang thang ti8p theo 

Tinh phi theo luu luqng toi da 850.000 tin nhan/thang. Ma n;,ng them toi 

da 650.000 tin nhAn/thang trong thai gian cao diSm ma khong tinh phi. 
r nh ~ tinh hi r f nh ~ han h:. • • B t • • 

~=
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Chatbot Platform (nSn tang) la n8n tang kho du li~u tri thuc, nai luu trfr 

12.1 
cac ngu6n ki8n thuc cung c!p cho AI bot. H~ th6ng nay duqc duy tri va 

d6i tac cung v6i VietinBank v~ harm va b& sung du li~u lien n.ic theo 

nh :. ghi" u cau n ~p V\l 

12.2 
H~ th6ng cho phep VietinBank quan ly du li~u an toan va bao m~t, duqc 

triSn khai theo cac mo hinh ma VietinBank dS xuAt 

12.3 
H~ th6ng bao g6m h6 trg mi~~ phi djch V\l, nang c!p h~ th6ng, bao tri, 

va 16i phat sinh va chi phi h~ tang trong qua trinh sir d\lflg. 

Djch v1.1 ho~t d(>ng 24/7 lien n.ic. 

Truong hgp nha thftu c6 y djnh dung djch V\l, nha thftu phai thong bao 

cho VietinBank tru6c t6i thiSu 15 ngaf so v6i ngay d\l' ki8n dung dich 

12.4 
V\l , vi~c dung djch V\l phai duqc S\l' dong y ctia VietinBank. 

T!t ca cac yeu cftu h6 trg trong thoi gian VietinBank sir d\lllg dich V\l cua 

nha thAu deu phai dugc nha th6u th\l'C hi~n. Yeu cftu h6 trg djch V\l c6 thS 

duqc thong bao cho nha thftu qua di~n tho~i, fax, email ho~c cac phuong 

ti~n khac 



12.5 

Ke tir khi nh~ duqc thong bao c!n h6 trq cua VietinBank, _nha _th~u 
phai c6 mijt ~i dia diem ma VietinBank yeu cdu va XU ly 161 phat sinh 
trong ph~ vi thui gian theo cac muc de;> 16i nhu sau: 

Muc de;> 16i Dinh nghia muc de;> 16i ThO"i gian phan h6i ban diu Thoi 
gian xfr ly xong l~i 
Muc d9 1 Toan be;> djch V\l bi ngung ho~t d9ng <= 20 phut <= 3 giu 
Muc d9 2 Dich V\l ch~p chun, ti 1e 16i phan h6i dich V\l >= 1 % <= 3 giu 
<= 24 giu 

Thai gian phan h6i ban d!u: La khoang thoi Pian tu luc Nha thdu c6 
mijt/tiSp nh~ yeu cAu cua VietinBank cho den khi Nha thdu dua ra giai 
phap va kB ho~ch XU ly 16i. 

Thai gian xu ly xong 16i: La khoang thoi gian tir luc Nha thAu dua ra giai 
phap xu ly l6i cho dSn khi Nha thAu xu ly xong 16i, sful sang c?p nh?t 
phfui XU ly l6i vao moi truung ho~t d9ng cua phfui mSm. 

~[uJI~o11~-r-;_;.ft,ffi'___ -~-,-. -·~ ----~~:::~~,-c-7 
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1 Bao toan tinh toan Vyn cua du lieu, dam bao du lieu khong bi thay dBi 
hoijc pha huy trong qua trinh truyBn nh~ va luu tru. 

2 He th6ng cdn dam bao tinh bao m~t, phong ch6ng dugc cac CUQC tAn 
cong m~g vao ca sa du lieu 

3 He th6ng h6 trg cac he diBu hanh ph6 biSn nhu Windows hoijc Linux. 

4 He th6ng su d\lllg he quan tri ca sa du lieu ph6 biSn: Postgres, 
MongoDB ... 

5 H6 trg ca chS HA (Active-Active hoijc Active-Standby). 

6 
He th6ng luu trfr du Heu Chatbot, khao sat, du Heu quan ttj ~i DC (trung 
tam du Heu) theo thoi h~ hgp d6ng. 

7 
He th6ng ma r9ng vB quy mo hoijc sfu sang khi tri~n khai c6u phdn mm 
khi c6 yeu c!u cua NH TMCP CTVN. 

8 He th6ng dap ung yeu c!u ho~t d9ng lien tl,lc, an toan, ho~t dc;>ng 24/7. 

9 
Dam bao luu tru toan bQ du Heu lien quan dSn Chatbot Al, dung luc;mg 
luu tru dap ung dugc nhu cdu th1,l'C tS. H6 trg sao luu du Heu. 

10 
C6 cong C\1 quan ly quySn truy c~p user (tai khoan) quan tri vien, c6 ca 
chS xac thl)'c dam bao tinh bao m?t. Giam sat va ghi nh?t ky thao tac Cua 
user (tai khoan) quan tri vien. 

Phk mSm dugc C?P nh?t miBn phi thuung xuyen, lien tl,lc theo tiSn d9 
11 C?P nh?t phk mSm cua nha cung c!p dich V\l· Dam bao he th&ng ho~t 

d9ng 6n dinh khi C?P nh?t cac ban va sua 16i cua he diSu hanh 

12 
Nha cung c!p giai phap ck dS xuAt phuang an bao ve du Heu ca nhan 
theo quy dinh cua phap lu~t. 

13 Giai phap phai cai d~t, tri8n khai nhu mc;>t thu vien cho ung d\lllg 

vs hieu nang He th6ng: h6 trg tBi thi8u 5000 nguoi dung truy C?P d6ng 
14 thoi, va ma r9ng len 20000 nguoi dung v&i t&c d9 xir ly nhanh, khong 

qua 3 giay cho m6i tac V\l-



15 

16 

Nang c!p thrum phien ban voice bot (bot bing gi9ng n6i) ngay l~p rue 
'kh" :i. h'.1.. .1.. .1.. ma ong can t 1et ke, huan luy~n l~i. 

Nha thdu phai cung c!p bing chung (hinh anh khong chinh sua, video 
lien t\lc khong c~t ghep) chung minh nang h,rc dap (mg cua giai phap 
ChatBot khi VietinBank yeu cdu. 
Truong hqp VietinBank yeu cdu chung minh nang lµc giai phap Chatbot 
tren t~p du li~u ngan hang, nha thdu cung cip biing chung Video. , 
Thai gian cung cclp b5ng chung t6i da I ngay tir khi VietinBank yeu cau 

~~~rm~\(o) 1~~11.\ft' ~-.--~ ~ 
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17 
Giai phap c6 bao g6m tinh nang bao m~t, xac thl,lc truy c~p nguoi dung 
cho phep NH TMCP CTVN quan ly dang nh~p theo vai tro va phan 
quyen C\l thS cua nguoi dung cu6i truy c~p vao h~ th6ng. 

18 Cac du li~u luu tru duqc ma h6a tranh th!t thoat thong tin. He th6ng tuan 
thu cac quy djnh, yeu c§u bao m~t hien hanh cua NH TMCP CTVN. 

He th6ng su d\lilg cac giao thuc ma h6a va bao m~t m~ (nhu: TLS, 

19 IPSEC, SSH hoijc tucmg ducmg) dB bao ve du Heu nh~y cam nhu thong 
tin nguoi dung, du Heu giao djch tai chinh, s6 the tin d\lilg trong qua 
trinh truy~n du Heu qua moi truong m~g. 

He th&ng c6 co chB ngan ch~ duqc phucmg thuc tful cong SQL Injection 
20 bfulg each ap d\lilg co chS Stored Procedure, Prepared statement, xac 

thl,lc whitelist d§u vao 

21 He th6ng ~6 co chB ngan ch~ dugc phucmg thuc tful cong XSS, XSRF 
theo khuyen cao cua OWASP. 

Nha thau c6 cac chung chi v~ hanh va bao m~t he thf>ng nhu PCI-DSS, 
ISO 27001. 

22 He th&ng Chatbot dugc nha thdu cung c!p khi tich hgp vm cac he th&ng 
cua VietinBank nhu iPay, eFAST cdn dap ung cac tieu chufui an toan 
thong tin nhu PCI-DSS va ISO 27001 

Chatbot phai su d\lilg Giai phap Generative AI (tri tue nhan t~o phai 

23 
sinh) hoijc LLM - Large Language Model (mo hinh ngon ngu 1cm) phien 
ban thucmg m~i, khong sir d\lilg open-source (ma ngu&n mo) d6 dam bao 
an toan thong tin 

[-JJJJ J0;i~ft: (r ,._,,-1. (rwfo·~)~11~~(1fl'.·.~l~ \\ --~' 1,,:rc 1~1 1·~, ·,, 
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24 
Tich hgp v6i he th6ng CRM cua TT DVKH dS ddy/Iiy du Heu khach 
hang tir CRM 

Chatbot tich hqp v6i cac dich v1=1 hen ngoai dS cung cAp thong tin chinh 

25 xac va c~p nh~t, nhu kiSm tra thoi tiBt, d~t ve, hoijc truy v§n co so du 

li~u. 

Chatbot kSt n6i tich hgp v6i he th6ng chat cua tu vAn vien Contact 

26 Center ( dich V\l khach hang) VietinBank, cho phep khach hang kSt n&i 
dSn tu vful vien dS h6 trg. 

27 
Tich hgp v6i he th6ng keycloak dS quan ly xac th\fC va phan quySn cho 
nguoidung 
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Giai phap cho phep triSn khai phful m~m tren he thdng dam may (Cloud) 
hang ddu thi trucmg. 

Chatbot k6t n6i tich hqp v6i he th6ng Contact Center NH TMCP CTVN, 
cho phep khach hang kSt n6i dSn tu vful vien dS h6 tr(}, tht,rc hi~n cac 
khao sat. 

H~ th6ng phai tich hqp v6i cac nSn tang va h~ th6ng backend theo yeu 
cdu cua NH TMCP CTVN nhu corebank, CRM, ibox thong qua API~, 
S!)Ks dS tra cuu thong tin khach hang, vful tin thong tin ti gia, lai suat, 
so du tai khoan .... va lich sir giao djch, kh6a the. 

TriSn khai tren nhiSu n~n tang, kenh giao tiSp khac nhau nhu website 
VietinBank (c6ng thong tin di~n tu), mobile app (cac (mg d1,111g di dc;,ng) 
(iPay, eF~t), social media (cac trang m~g xa hc;,i) va cac (mg d1,111g nhan 
ti!1 ph6 bien nhu Messenger, Zalo (trong trucmg hqp cac kenh nay cung 
cap duqc API tich hqp) va quan ly cit ca tren cung mc;>t cong c1,1. 

He th6ng h6 trq da n~n tang, tuong thich v6i cac trinh duy~t, h~ di~u 
hanh ph6 biSn hi~n nay 

Yeu cftu d6i v6i c6ng thong tin dien tu Website: 
- H6 trg giao <lien Web responsive-design. 

- Tuong thich v6i cac trinh duy~t m6i va ph6 biSn hi~n nay (Edge, IE 11 
tro len, Firefox 68 tra len, Chrome 80 trcr len, Safari 12 tr6 len). 

- Tuong thich v&i giao di~n web Mobile ( di~n tho~i/may tinh bang). 

Yeu cdu d6i v6i Mobile: 
- Ho~t dc;,ng t6t tren cac di~n tho~i/may tinh bang ph6 biSn. 

- H6 trg cho ca thiBt bi iOS va Android, trong d6 Android h6 trg ti:c 
version 5.0, iOS h6 trQ' ti:c version 12.0. 
H~ thong trien khai duqc tren cloud ho~c cac may chu v~t ly ho~c ao 
h6a. 
H~ th6ng h6 trg da ~g cac phuong thuc kBt n6i, bao g6m tdi thi8u 1 

nh- h J.. k" A• trong ung c uan et n01 sau: 

- He th6ng h6 trq phuong thuc SOAP over HTTP/JMS ti:c phien ban 
1.2 tro len 

- H~ th6ng h6 trq phuong thuc HTTP IS ti:c phi en ban 1.1 tr6 len. 

- He th6ng h6 trg phuong thuc Restful 

- H~ th6ng h6 trq phuong thuc XML-based 

H~ th6ng k6t n6i v6i cac he thBng Backend cua ngan hang, bao g6m 
Corebanking, mini-CRM (Contact Center), iPay, eFAST, website 
VietinBank, website tuy8n d1,111g cua VietinBank 

He thBng h6 trq cac backend cua NH TMCP CTVN k6t n6i, khai thac du 
Heu cua Chatbot AI, khao sat thong qua APis, truy8n file du Heu. 



Nha th!u cung c~p t&i thieu 02 kh6a dao t~o (01 kh6a cho can bQ ky 

1 ~u~t, 01 kh6,a d~ cho can bQ nghiep V\l chinh cua dµ an~ dam"bao ~an 
bQ NHCT nam bat, v~ hanh, quan tri an toan, hieu qua va t\l nang cap 
chinh sua he th&ng. 

2 
Chuyen giao tai Heu thiSt kS kf thuat chi tiSt ve: KiSn true h~ th6ng, thiSt 
kS CSDL, lu6ng nghi~p V\l, luong du Heu, d~c ta chi tiSt k9 thu~t cho 
tung lu6ng nghiep V\l, lu&ng du Heu. 

Nha cung c§p tham gia vao toan b9 qua trinh xay d\l'Ilg kich ban test, 

3 
kiem thu tich hgp (SIT), kiem thu ch§p nh~ nguoi dung (UAT) cung 
nhan sµ cua NH TMCP CTVN va HB trQ' NH TMCP CTVN thµc hi~n 
ki~m thu hi~u suit (Test Performance). 
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