Phan 2. YEU CAU VE KY THUAT
Chwong V. YEU CAU VE KY THUAT

1. Gi6i thiéu chung vé dy an/dw toAn mua sim, goéi thau:

- Tén gbi thau: G6i thau s6 01: Thué van hanh, khai thac Tong dai thong tin
dich vu cong 1022 tinh Hung Yén

- Du toan: Thué dich vu cong ngh¢ thong tin: Thu€ van hanh, khai thac téng dai
thong tin dich vu cong 1022 tinh Hung Yén

- Chu dau tu: Trung tim Phyc vu hanh chinh cong tinh Hung Yén

- Nguon vén: Ngan sach Nha nudc

- Hinh thtrc lya chon nha thau: Chao hang canh tranh, qua mang

- Phuong thure lya chon nha thau: Mot giai doan, mot tui ho so

- Thoi gian t6 chirc Iira chon nha thau: 20 ngay

- Thoi gian bét dau t6 chire lya chon nha thau: Quy I11/2025

- Loai hop dong: Tron goi

- Thoi gian thyc hién hop dong: 365 ngay

-’Dia diém thuc hién: Trung tam Phuc vu hg‘mh chinh cong tinh Hung Yén. Pia
chi: SO 2, duong Chua Chudng, Phuong Pho Hién, Tinh Hung Yén.

2. Muc tiéu cong viéc:

-Muc tiéu chung: Xay dung Toéng dai thong tin dich vu cong 1022 cia
UBND tinh tao kénh lién lac théng nhét, don gian, tin cay, hiéu qua dé nguodi dan,
doanh nghiép lién h¢, tim hiéu thong tin va thuc hién cac dich vu cong, thu tuc
hanh chinh va cac quy dinh hanh chinh; phat huy céc ngudn lyc tham gia hd tro
cung tmg dich vu coéng; ning cao chit lugng phuc vu cung cép dich vu cong cho
t6 chirc, ngudi dan va doanh nghiép.

- Muc tiéu cu thé:

+ Thiét 1ap, st d},mg Téng dai thong tin dich vu cong voi dau sd dién thoai
va hop thy’ dién tur :[héng nhét,q dé nhd, dé sir dung, véi doi ngli nhan sy chuyén
nghi¢p dé hudng d€1~n, ho tro t6 chire, nguoi dan va doanh nghiép thuc hién dich
vu cong moét cach dé dang, gidm thoi gian, chi phi.

+ Tao kénh thong tin lién lac don gian, nhanh chéng, c6 su tuong tac, d6i
thoai hai chiéu giira co quan, don vi, can by, cong chirc, vién chire voi t6 churc,
nguoi dan va doanh nghi€p veé nhimg van dé lién quan dén cung tmg dich vy cong.
Thong tin kip thoi cho t6 chirc, nguoi dan va doanh nghiép ddng thoi cap nhat,
don déc, nh~ac nhd cac co quan, don vi vé tién do giai quyét tha tuc hanh chinh
(dén hen, tré hen).

+ Giam bét ap luc cho co quan nha nudc, BO phan mot ctra cac cap trong
viéc don ti€p, hudng dan, giai dap doi vai to chire, nguoi dan va doanh nghigp deé



tap trung ngudn lyc ddy nhanh tién do giai quyét cac ho so cho to chirc, ngudi dan
va doanh nghiép.

+ Théng qua hoat dong cua Tong dai théng tin dich vu cong giup tuyén
truyén, quang ba va hd trg hiéu qua cho to chic, nguoi dan va doanh nghiép vé
cac mo hinh cai cach thu tuc hanh chinh cua tinh; kip thoi khdo sat, nam bét thong
tin tir tO chtrc, nguoi dan va doanh nghiép dé c6 giai phap nang cao chat lugng
cung cap dich vu cong.

3. Yéu cau k¥ thuit ciia géi thau:
3.1. Yéu cau chung:

- Bdo dam tuan thu Khung Kién trac Chinh phu dién tor Viét Nam va Kién trac
Chinh quyén di¢n tur tinh Hung Yén;

- Bam bao an toan, an ninh thong tin, bao mat va tinh riéng tu vé thong tin, dir
li¢u ctia cac co quan nha nudce. Tudn tha Phap 1énh bao vé bi mat nha nudc va cac
van ban khac vé bi mat, an ninh, an toan thong tin.

- Bao dam kha ning tiép nhan, két néi, chia sé thong tin giita co quan c6 tham
quyén giai quyet thu tuc hanh chinh vai t6 chure, ca nhan ¢6 nhu cau thyc hién thu
tuc hanh chinh thong qua cac phuong tién dién tu, truyén thong, mang xa héi duoc

cap c6 tham quyén cho phép nhu mang internet, mang dién thoai, sir dung hé thong
tin nhin (SMS)...

- Bao dam kha ning cung cip cong cu phuc vu co quan hanh chinh nha nudc
trong cong tac td chirc, quan ly, khai thac, luu trir khoa hoc, nhat quan, lau dai.

- Bao dam kha ning két ni, chia sé thong tin giira cac hé thong thong tin cta
cac co quan nha nudc vdi nhau dé cho phép can bo cong chire, vién chirc lam viée
trén moi truong két noi thong suodt, giap cho vi¢e tac nghiép ctia moi can bd dé
dang, thuan tién hon dong thoi gitp cho lanh dao kiém soat cong viée tot hon.

- Phan mém dugc xay dung trén nén cong nghé hién dai va du bdo thoi gian
pho bién con lau dai, it lac hdu va c6 kho nang mé rong pham vi trién khai (khong
gidi han so luong don vi trién khai).

- Phan mém c6 tinh 6n dinh cao, hoat dong voi tan suat str dung dong thoi va

lién tuc 24/24 gio trong cac ngay trong tuan; dap umg nhu cau xir 1y céng viéc cho
tit ca cac co quan sir dung.

- Thoi gian bao hanh, hd trg k¥ thuat tdi thiéu 12 thang (01 nim) dé dam bao
cho quan tri va nguoi dung cua cac don vi trong tinh nam bat dugc day du cac tinh
nang cua phan mém. Thoi gian dap Gng x1r Iy sy co toi da 30 phut.

3.2. Yéu cdu vé chit lwong dich vu Cong nghé thong tin:

Phan mém H¢ thong Tong dai thong tin dich vu

TT Tiéu chi chat lwgng cong 1022

1 | Nhém tiéu chi vé chirc niing nghiép vu




Phin mém H¢é thong Tong dai thong tin dich vu

TT Tiéu chi chat lwgng cong 1022
. Phan Ipém ‘Ciéy du chirc nang du:cyc né‘u tal muc 33
11 Tinh day du cua chirc nang | Yéu cau can dap ung cia phin mém H¢ thong
' nghiép vu Tong dai thong tin dich vu cong 1022 tinh Hung
Yén
Tinh chinh xdc ciia céc C?.C kAet qua thuqc. th} cua cac ?huc nang gghmpp vu
1.2 chire nine nehiéo vu cua h¢ thong phai bao dam chinh xac, phu hop quy
g Nghiep vt trinh thyc hién nghiép vu.
13 Tinh phu hop cta chutc | Cac tinh ning phan mém phu hop véi quy dinh cta
' nang véi nghiép vu phép luat chuyén nganh c6 lién quan.
2 | Nhém tiéu chi vé& hi¢u niing van hanh
21 Hi¢éu nang dap Ung cua
' dich vu CNTT
Hé théng c6 kha ning dap tng s6 luong ngudi dung
truy cap dong thoi (gia tri CCU — concurent user) 1a
10% téng s6 nguoi dung sir dung hé thong
Dbi véi nhitng chie ning xu 1y nghiép vu thong
thuong, thot gian dap img cho moi thao tac < 10s,
tho1i gian dap g cho cac tinh ndng xuat bao cao dit
liéu 16n < 60s
Hiéu suat:
= Tai d6i véi CPU: < 70%
= Tai dbi véi RAM: < 95%
= Tai d6i véi HDD: < 80%
3 | Kha ning mé rong cia dich vu CNTT
Hé théng c6 kha niang sin sang mo rong pham vi
trién khai khi bo sung don vi va sd lugng nguoi st
dung dich vu trén co s¢ mo rong, nang cap ha tang
dam bao ma khong can phai tac dong dén cong tac
1ap trinh.
Ha tang (khi can thiét nang cp, bé sung) dé dang
duoc md rong theo chiéu ngang nham han ché anh
hudng téi sy van hanh cta h¢ thong dudi goéc nhin
cua nguodi dung cuoi.
4 | Nhém tiéu chi phi chirc ning khac
4.1 | Tuan thi cic yéu cau chung vé k¥ thuat
Tuan thu cac tiéu chuan k¥
4.1.1 | thuat vé ung dung CNTT

trong co quan nha nudc




TT

Tiéu chi chat lwong

Phin mém H¢é thong Tong dai thong tin dich vu
cong 1022

Cac dinh dang tap tin (tap tin nhap vao h¢ théng, tap
tin duoc xudt ra tir hé thong, tap tin luu trit trong hd
so dién tir...) tuan thu theo cac dinh dang tap tin (Vé
van ban, hinh anh...) dugc quy dinh tai Thong tu sb
39/2017/TT-BTTTT ngay 15/12/2017 cua B
truong Bo Thong tin va Truyén thong.

4.2

Kha nang st dung

4.2.1

Kha nang tai str dung

Heé thong phai cho phép export dir liéu theo quy dinh

4.2.2

Kha nang ngan chan 161 co
ban tir nguoi dung.

Giai phap phai cho phép két ndi, chia sé¢ dit liéu véi
cac ung dung chuyén nganh khac

100% s(’)ql(:)i logic nhap liéu ma nguoi dung nghiép
vu c6 thé gap phai déu phai dugc ngan chan hoac
canh bao.

424

Tinh dé hoc, dé st dung

Ty 1& nguoi dung danh gia hé thdng c6 muc do dé
hoc, dé sir dung ma mot ngudi dung thong thuong
hoc va co thé st dung chinh xac cac chic ning
nghiép vu voi cau trd 101 1a “Hai long” > 90%.

Hé thong phai cung cip tai liéu hudng dan st dung
v6i day du cac chuc ning nghiép vu, quan tri cho
cac do6i tuong khac nhau gém co: Can bo van hanh,
Can bo nghiép vu, Lanh dao,...

4.3

Tinh tin cay

4.3.1

Tinh lién tuc, san sang

S6 1an gian doan cua dich vu CNTT co thé dugc Chu
tri thué dich vu chap nhan: 04 1an trong cac ky bao
tri hodc trir trudng hop c6 thoa thuan bang vin ban
khéac gifra hai bén trong qué trinh thuc hién hop
dong.

Yéu cau vé khoang thoi gian chap nhan dugc gitta
cac lan xay ra su c¢6 dan dén gian doan dich vu.

Thoi gian chap nhan dugc gitta cac 1an xay ra sy ¢b
dan dén gian doan dich vu t6i thiéu 1a 06 thang trong
ky cung cip dich vu trir truong hop nang cép hé
thong nhung phai thong bao trudc hoic do 15i cia
Chu tri thué dich vu.

432

Khé nang phuc hoi sau su
co




Phin mém H¢é thong Tong dai thong tin dich vu

TT Tiéu chi chat lwgng cong 1022
Thoi gian dé khoi phuc dich vu CNTT sau sy ¢6 tdi
da 1a 12 tiéng dong ho keé tur thoi diém xay ra su co.
Ty 1€ phén tram céac dich vu CNTT phai dugc phuc
hoi triét dé sau su ¢6 la: 100%.
Toan b0 cac thanh phén, dir licu qﬁa hé théng duoc
quy dinh dugc sao luu du phong déu phai dugc phuc
ho1 sau su co.
4.4 | Khé nang bao tri
4.4.1 | Kha niang phan tich su cb
Thoi gian Nha cung cip dich vu dugc phép xdac
dinh, nhan dién nguyén nhan va dua ra huéng dan
khic phuc sy b 1a khong qua 24 tiéng ddéng ho ké
tir thoi diém xay ra sy cd.
Murc d6 str dung, khai thac
4.7 | cua dich vu CNTT trong
ky danh gia
Nha cung cap dich vu phai thuc hién day da thoa
thuan vé bao dam hi¢u qua st dung dich~ vu CNTT
thong qua viéc duy tri doi ngii nhan sy ho trg nguoi
dung.
5 | Nhom tiéu chi vé sy hai
long cua nguoi sir dung
5.1 | Tinh kip thoi
Thoi gian Nha cung cap dich vu CNTT hoan tét viéc
cung cap dich vu CNTT t6i nguoi dung khong duoc
chdm hon so voi1 thoi han quy dinh cia cap c6 tham
quyeén.
Phan hoi cua ngudi sir
5.2
dung
Hang thang khong c6 qua 2 phan h01 cua khach hang
phan nan vé thai do nhan vién, vé viéc 1am mat 15i
nhan tong dai cua khach hang.
513 Khi ning hd tro ngudi

dung

Thoi gian tra 101 khach hang khong dai hon so véi
quy dinh: Toi thiéu 96% s6 yéu cau ho tr¢g dich vu
dugc giai quyét trong vong 1 ngay lam viéc.




Phin mém H¢é thong Tong dai thong tin dich vu

TT Tiéu chi chat lwgng cong 1022
Pon vi cung cap dich vu phai c6 can bo ky thuat sin
sang ho tro sura 1601 khi ¢6 yéu cau

5.4 | Thai do phuc vu

Nhan vién truc téng dai ho trg dich vu cia Nha cung
cAp phai nhi nhin va tiép nhan cudc goi mot cach
chuan xéc, ding quy trinh. Nha cung cép dich vu
duoc danh gia dap tmg néu tdi thiéu 90% ngudi st
dung danh gia 1a Hai long.

3.3. Yéu cdu can ddp irng ciia phin mém H¢ thong Tong dai thong tin dich
vu cong 1022 tinh Hung Yén:

STT |

Tén Chirc ning

Mo ta Chirc ning

1. Web CRM

I. Website quan tri - CRM

1

Dang nhap tai khoan
nguoi dung

—_—

. Nguoi dung nhap tén tai khoan va mat khau.

. Klem tra thong tin dang nhap.

. Tra vé két qua dang nhap.

. Cap nhat trang chu khi dang nhap thanh cong.

Quén mat khau

. Nguol dung tu trang dang nhap chon quén mat khau.

. Hé thong hién thj pop- up huéng dan 1am lay lai mat khau.

Danh sach tin bao

. Nguoi dung chon "Thong ké tin bao" tir menu.

. Ngum ding chon "Danh sach tin bao" trong thong ké tin

U‘NHNH#W[\)

3 Glao dién hién thi danh sach tm bao.

4. Nguoi dung nhap thong tin can loc dé tim kiém tin béo.

5. Nguoi dung douple-click vao tin bao dé xem chi tiét tin
bao.

6. Giao dién hién thj chi tiét tin béo.

7. Nguoi dung chon tin bao can xuat file excel, bAm chon
button xuat file excel, file tu dong tai vé may.

Tién trinh xir 1y tin
bio

1. Nguoi ding chon "Théng ké tin bio" menu.

2. Nguoi ding chon "Tién trinh xtt Iy" trong thong ké tin bao.

3. Giao dién hién thj tién trinh xir 1y tin bao & dang cdy va
dang danh sach.

4. Nguoi dung nhéap thong tin can loc dé tim kiém tién trinh
xt 1y tin béo.

5. Khi nguoi dung click vao tin bao s& hién ra tién trinh xur
1y cua tin bao do.

6. Nguoi dung douple-click vao tin bio dé xem chi tiét tin
béo.

Diéu phdi vién tiép
nhan tin bao thong
qua call center

1. Nguoi dan goi vao hé thong téng dai.




STT

Tén Chirc ning

Mo td Chirc ning

2. Ti€p nhan va diéu phoi cudc goi dén di€u phodi vién dang
ranh.

3. Diéu phdi vién tiép nhan va cap nhat thong tin tin bao ctua
nguoi dan cung cap.

4. Két thiac cude goi, diéu phdi vién luu tin béo.

Dicu phdi vién tiép
nhan tin bao thong
qua sms

1. Ngudi dan nhin tin qua hé thong sms cta

2. Diéu phoi vién xem danh sach céc tin nhan cua nguoi dan,
chon tin nhan va nhap céc thong tin can thiét khac cua tin
bdo.

3. Piéu phdi vién luu tin béo, két thic qua trinh tao tin.

Xem lich sur cude goi
nhd va click to call goi
lai cho khach hang

1. Nguoi dung chon icon cudc goi nhd

. Chon cudc goi bi nhd

. Nhén goi lai

. Nhan xac nhan goi lai cho nguo1 dan can phan anh

. Cudc goi ring dén softphone/Ip Phone

. Nguoi dung tra 101 cudc goi

N[N [N

. Cudc goi két ndi téi nguoi dan can phan anh

Xem toan bd
cudc goi

lich sur

1. Nguoi dung chon tab lich st cudc goi

2. Nguoi dung chon cac lya chon: s6 dién thoai, tir ngay toi
ngay, so luong két qua

3. Nhéan Tim kiém

4. Hién thi két qua tim kiém

Xem toan b0 lich sur
tin nhan

1. Ngudi dung chon tab lich st tin nhin

2. Nguoi dung chon cac lya chon: s6 dién thoai, tir ngay toi
ngay, so lugng két qua

3. Nhan Tim kiém

4. Hién thi két qua tim kiém

10

Tim kiém hanh chinh
cong

1. Nguoi dung chon tab Thu tuc hanh chinh

2. Nguoi dung chon tinh thanh/quan huyén can tim kiém
hanh chinh cong

3. Nguoi dung nhap tir khoa tim kiém

4. Nguoi ding nhan tim kiém

5. Hién thi két qua tim kiém

11

Diéu phdi vién quan
1y, xtr 1y tin béo.

1. Tao mdi tin bao.

. Cap nhat tin bdo.

. Xo0a tin bao.

. Luu file excel.

[ NSRS R o]

. Xem chi tiét tin béo.

12

Tong dai diu phoi tin
bao xudng phong ban

[a—

. Biéu phoi vién chon tin bao can di€u phoi.

[\

. Chon phong ban can diéu diéu phdi va nhéap chu thich.

3. Cap nhat diéu phdi, két thiic qua trinh diéu phoi.




STT

Tén Chirc ning

Mo td Chirc ning

13

Quan ly phan cong
chuyén vién xu ly tin
bao

1. Chon tin bao can phan cong.

2. Chon chuyén vién tiép nhan tin bao va chu thich vé viéc
xu ly tin.

3. Cép nhat phan cong, két thuc qua trinh.

14

Quéan ly phan cong
don vi cap dudi xur ly
tin bao

1. Chon tin béo can phan cong.

2. Chon phong ban tiép nhan tin bao va chu thich vé viéc xur
Iy tin.

3. Céap nhat phan cong, két thuc qua trinh.

15

Bao tin rac

1. Chuyén vién chon tin bdo rac va chu thich cho tin béo.

2. Chuyén vién giri két qua xir 1y cho quan Iy.

3. Quéan 1y phé duyét tin bdo réc.

4. Tong dai tiép nhan tin bao rac va xir Iy.

16

Béo tin ngoai khu vuc

1. Chuyén vién chon tin b4do ngoai khu vuc va chu thich cho
tin bao.

2. Chuyén vién giri két qua xir 1y cho quan Iy.

3. Quan 1y phé duyét tin bdo ngoai khu vuc.

4. Tong dai tié'p’nhén tin bao ngoai khu vuc va diéu phdi cho
khu vuc khac tiép nhan.

17

Bao can don vi ho tr¢

1. Chuyén vién chon tin bao can ho tro va chi thich cho tin
bao.

2. Chuyén vién giri két qua xir 1y cho quan Iy.

3. Quan Iy tiép nhan tin bao can ho tro, chuyén cho don vi hd
tro xu ly.

18

Quan ly phé duy¢t tin
bao

1. Chuyén vién chon tin bdo can phé duyét va chu thich cho
tin bo.

2. Chuyén vién giri két qua xir 1y cho quan Iy.

3. Quan ly phé duyét tin bdo .

4. Tong dai tiép nhan tin bao da phé duyét, két thuc qua trinh
xu ly

19

Chuyén vién xu ly tin
bio

1. Chuyén vién chon tin béo can xir Iy va chu thich cho tin
bao.

2. Chuyén vién giri két qua xir 1y cho quan 1y.

3. Tin bao duogc chuyén cho quan 1y, két thiic qua trinh xt 1y.

20

Quan 1y linh vuc

1. Nguoi dung dang nhap vao tai khoan admin

2. Nguoi dung chon danh muc phén 4nh

3. Hién thi hai phan: ,
+ Danh sach linh vuc hién thi theo dang céy cap cha con
+ Danh sach dang bang hién thi toan linh vuc

4. Chon khu vuc can kiém tra linh vuc

21

Quan ly import linh
vuc tur file csv

1. Nguoi dung ddng nhap vao tai khoan admin

2. Ngudi dung chon tép tin

3. Ngudi dung upload tap tin

4. Nguoi ding xac nhan va hién thi pin loader

5. Nguoi dung nhan thong bdo upload hoan thanh

6. Ngudi dung nhan Ok va tré vé trang chu




STT Tén Chirc ning Mo td Chirc ning
7. Hién thi cac linh vuc méi import
22 Quan 1y tao finh vyc 1. Nguoi dung dang nhép vao tai khoan admin

chon tao médi

2. Nguoi dung chon thém mai

3. Ngudi dung chon khu vuc can tao dich vu

4. Ngudi dung chon diéu kién Tao méi dich vu

4. Nguoi dung chon diéu kién dich vu chuan bj tao 1a :

+ Chon diéu kién cha

+ Chon diéu kién con : yéu ciu chon cha ma linh vuc con
thudc vé

6. Nguoi dung dién tén dich vu, mo ta

7. Chon icon file

8. Chon luu

23

Quan ly tao Iinh vuc
chon tao tu tip linh
vuc mac dinh

1. Nguoi dung dang nhép vao tai khoan admin

2. Nguoi dung chon thém maéi

3. Nguoi dung chon khu vuc can tao dich vu

4. Ngudi dung chon diéu kién Chon tir dich vu mic dinh

5. Nguoi dung chon linh vuc tir danh sach linh vuc dugc list
ra

6. Nguoi dung dién tén dich vy, mé ta

7. Chon luu

24

Quan 1y chinh stra linh
vuc

1. Nguoi dung dang nhap vao tai khoan admin

2. Ngudi dung chon linh vuc can edit, nguoi ding chon nit
edit

3. Nguoi dung dién tén dich vu/ mo ta can thay doi

4. Ngudi dung chon icon can thay doi

5. Chon luu

25

Quan ly xo4 linh vyc

'l. Nguoi dung dang nhdp vao tai khoan admin

2. Nguoi dung chon linh vuc can xoa

3. Nguoi dung xac nhan xoa. Nguoi dung can xac nhan hai
lan néu xo04 dich vu cha

4. Dich vu bi xo0a

26

Quan 1y khu vuc

1. Nguoi dung dang nhap vao tai khoan admin

2. Ngudi dung chon danh myc khu vuc

3. Hién thi hai phan:

+ Danh sach khu vuc hién thi theo dang cay 3 cép: tinh thanh,
quan huyén, phuong xa

+ Danh sach dang bang hién thi tinh thianh

4. Chon khu vuc tinh thanh/quén huyén/phuong xa

27

Quan ly chinh stra khu
vuce

1. Nguoi dung ddng nhap vao tai khoan admin

2. Nguoi dung chon danh muc khu vuc

3. Hién thi hai phan:

+ Danh sach khu vuc hién thi theo dang cay 3 cép: tinh thanh,
quan huyén, phuong xa

+ Danh sach dang bang hién thi tinh thinh

4. Nguoi dung chon khu vyc can edit
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5. Ngudi dung nhip mi khu vuce/tén khu vuc can edit
6. Ngudi dung nhin xac nhin
28 | Quan ly xo4 khu vyc | 'l. Nguoi dung dang nhap vao tai khoan admin

2. Nguoi dung chon danh myc khu vuc

3. Hién thi hai phan:

+ Danh sach khu vuc hién thi theo dang cdy 3 cap: tinh
thanh, quan huyén, phuong xa

+ Danh sach dang bang hién thi tinh thianh

4. Nguoi dung chon khu vuc can xo4

5. Nguoi dung nhan xic nhan

29 | Quan ly tao khu vuc | 1. Nguoi dung dang nhap vao tai khoan admin
2. Nguoi dung chon thém moi
3. Nguoi dung dién tén khu vue, ma khu vuc theo ma code
hanh chinh qudc gia
4. Nguoi dung chon tao tinh thanh/quin huyén/phuong xa
5. Nguoi dung nhan tao
6. Khu vuc méi dugc tao

Xuat report (excel) | 1. Tai muc Tong dai & Menusite, nhan chon Phan 4nh mdi,
30 . . e . %
phén 4nh méi sau d6 chon Xuat Excel

2. File Excel dugc tai vé may

31 | Xt ly tin phan anh 1. Tai muc Téng dai & Menusite, nhan chon Phan anh mdéi
2. Chon buton [Chi tiét]
3. Hé thong hién thi popup thong tin chi tiét cta phan anh
4. Chon buton [X0a]
5. Hé thong hién thj thong bao
6. Chon buton [Stra tin]
7. Hé thong hién thi popup cho phép thay ddi thong tin
8. Nguoi dung thay doi thong tin va submit
9. Kiém tra rang budc cac truong thong tin
10. Hién thi thong bao
11. Chon buton [Thém méi]
12. Hé thong hién thi popup cho phép thay doi thong tin
13. Kiém tra rang budc cic truong thong tin
14. Hién thi thong bao
9a. Thiéu thong tin & cac trudng rang budc
9al. Hé thong thong bao yéu cau dién thong tin vao cic
truong rang bude
13a. Thiéu thong tin & cac trudng rang budc
13al. Hé thong thong béo yéu cau dién thong tin vao cac
truong rang budc

32 g;aélo;(\)/?g phan anh 1. Nguoi dung chon phan anh phan cong, chon [Diéu phéi]
2. Dién day du cac thong tin va submit
3. Hé thong hién thj théng bao

33 | Béo tin rac 1. Ngudi dung chon phan dnh phin cong, chon [Bdo tin rac]
2. Pién day du cac thong tin va submit
3. Hé thong hién thi thong bao

34 | Quan ly tin rac 1.Chon Piéu phéi->Tin rac, chon mot tin rac

2. Chon button [Chi tiét]

3. Hé thong hién thi thong tin chi tiét cta tin phan anh
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4. Chon buton [Xuit excel]

5. File Excel duoc tai vé may

35

Quan ly tin phan anh
ngoai khu vuc

1.Chon Piéu phéi->Tin ngoai khu vuc, chon moét tin

2. Chon button [Chi tiét]

3. Hé thong hién thi thong tin chi tiét cta tin phan dnh

4. Chon buton [Xuat excel]

5. File Excel dugc tai vé may

36

Quan ly tin phan anh
daxu ly

1.Chon Piéu phbi->tin da xur 1y, chon mét tin

2. Chon button [Chi tiét]

3. Hé thong hién thi thong tin chi tiét cta tin phan dnh

4. Chon buton [Xuat excel]

5. File Excel dugc tai vé may

37

Cau hinh diéu phéi tir
dong

1. Nguoi dung dang nhép vdi account dugc cap quyén
di€u phoi ty dong.

2. Nguoi dung truy cip vao menu "Cau hinh diéu phdi".

3. Chon vao nut "Cau hinh".

4. Chon vao "Chon Linh Vuc".

5. Chon mdt hodc nhiéu linh vuc.

6. Chon vao "Pong y" dé thém linh vuc.

7. Chon vao "Chon khu vuc tiép can".

8. Chon "Trang thai tu dong".

9. Chon "Khu vuc tinh/thanh phé".

10. Chon "Khu vuc phuong/xa".

11. Chon "Pon vi dugc diéu phéi tu dong".

12. Chon "Luu" dé luu lai cau hinh.

38

Tiép nhén diéu phoi tr
dong

1. Nguoi dung dang nhap account quan 1y tiép nhan phan
anh.

2. Khi ¢6 phan anh méi duoc diéu phdi toi don vi, nguoi
dung s€ nhan dugc notify thong bao, dong thoi nhan dugce
phan anh h¢ thong tu di€u phoi.

3. Click v6 phan anh duoc diéu phdi dé xem théng tin chi
tiét va ban do.

2.Un

dung quan ly Permission

Dang nhép tai khoan
nguoi dung

1. Nguoi dung nhap tén tai khoan va mat khau

. Kiém tra thong tin ding nhap

. Tra vé két qua dang nhép

AW

. Céap nhat trang chu khi ddng nhap thanh cong

Cap nhat thong tin
nguoi dung

—

. Nguoi dung vao trang thiét 1ap tai khoan

. Xem thong tin tai khodn hién tai

. Thiét 13p thong tin tai khoan

. Luu thong tin tai khodn cia ngudi dung

Thay d6i mat khau

. Nguoi ding vao trang thiét 1ap tai khoan

. Ngudi ding nhip mat khau hién tai
. Kiém tra mat khau hién tai

. Nhap mat khau méi 2 1an néu mét khau cia dung

N[ B[N~ B[N

. Kiém tra sy hop I¢ ciia mat khau méi
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6. Luu mat khau méi d3 dugc ma hod 1én server
4 | Quan ly vai tro 1. Thong tin cua mét Menu (M3, Tén...)
2. Chon menu cha.
3. Luu thong tin
5 | Quan Iy nhém quyén | 1. Thong tin cia mdt nhom quyén (M4, Tén...)
2. Chon danh sach cac vai tro
3. Luu thong tin
6 ?(;lragr;éiyzar‘zioc:niu dung 1. Thong tin cia noi st dung (Ma, Tén...)
2. Nhoém quyén quan 1y
3. Thong tin ngudi quan ly Organization nay
4. Luu thong tin
7 Quan 1y phong ban 1. Thong tin ctia phong ban (M3, Tén...)
(Department) ' ’ o
2. Phong ban dang thudc vé (cap cha con)
3. Luu thong tin
3 Quan tri User trong h¢ | 1. Thong tin user trong h¢ théng (M4, Tén, DT, Email, Dia
thong chi...)
2. Nhém quyén 1 user trong hé thong.
3. Mat khau.
4. Phong ban dang thudc vé
5. Luu thong tin
9 Quan tri Nguoi dung | 1. Thong tin user trong hé thong (M43, Tén, DT, Email, Dia
hé thong chi...)
2. Nhoém quyén 1 user trong hé thong.
3. Mat khau.
4. Luu thong tin
Cau hinh théng bao
tin nhin SMS cho
lanh dao, can b0,
chuyén vién truc
thudc co quan chic
10 gﬁﬁg Cll(lllllly g:l) :[Egi ril?alflﬁ 1. Hién thi danh sach nguoi dung hé théng
dao, can bg, chuyén
vién tiép nhan cho
phéan cong, cho xtr 1y,
cho phé duyét theo vai
trod cua minh
2. Chon ngudi ding cau diéu chinh
3.Tai muc Cau hinh gui SMS
4. Hé thong hién thi popup thong tin chi tiét cau hinh
5. Nguoi dung thay doi thong tin giri SMS (nhan sms, noi
dung mac dinh) va submit
6. Kiém tra rang budc céc truong thong tin
7. Ghi Log hé thong
8. Hién thi thong béo
Cau hinh thoi gian xtr
11 |1y qua han theo tung | 1. Hién thi danh sach linh vuc theo don vi

linh vyc: vd linh vuc
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A - 24h, linh vuc B -
8h.

2. Chon linh vuc

3. Hé thong hién thi popup thong tin chi tiét cau hinh

4. Hién thi cc thong tin chi tiét vao form

5. Nguoi dung thay doi thong tin va submit

6. Kiém tra rang budc

7. Ghi Log hé thong va cp nhat thong tin

8. Hién thi thong bao

3. Mo

dule gidi dap thi tuc (KNOWLEDGE BASE)

I. API WEB SERVICE

1

Xac thuc token

1. Nguoi dung gui request yéu cau dir lidu

2. Nguoi dung add thém token (quy dinh cach ma hoéa gitra
server va client) vao header

3. Server ma hoa token

4. Néu xac thyuc token dtng, thi cho phép di tiép vao tmg
dung

Tao cau hoi va noi
dung trd 161 cho mot
tha tuc moi

1. Xac thuc token

2. Guri dir liéu format theo dinh dang yéu cau (tén cau hoi,
ndi dung cau ca troi, file dinh kém)

3. Xur 1y thong tin dau vao (hop 1é va khong hop 18)

4. Luu thong tin xudng Database

5. Luu thong tin qua hé thong search engine tao index chi
muc cho viéc tim ki€ém thu tuc

Xoba bd cau hoi

1. Xac thuc token

2. Guri dit liéu format theo dinh dang yéu cau (id ciu hoi)

3. Xir 1y thong tin dau vao (hop 1é va khong hop 18)

4. Cap nhat thong tin xudng Database (X6a ciu hoi va tat ca
cac cau tra 101 cho thu tuc)

5. Cap nhat thong tin qua hé thong search engine x6a index
chi muc tim kiém thu tuc

Xo6a ngi dung tra loi
cua mot thu tuc

1. Xac thuc token

2. Gui dir liéu format theo dinh dang yéu cau (id cau héi, id
cau tra 101)

3. Xir Iy thong tin dau vao (hop 1& va khong hop 18)

4. Cap nht thong tin xudng Database

5. Cap nhat thong tin qua hé thng search engine x6a index
chi muc tim kiém thu tuc

Chinh stra / Cap nhat
tiéu d€ mot cau hoi thu
tuc

1. Xac thuc token

2. Gt dit liéu format theo dinh dang yéu cau (id cau hoi,
tiéu dé cau hoi, trang thai cau hoi)

3. Xt Iy thong tin dau vao (hop 1¢ va khong hop 18)

4. Cap nhat thong tin xudng Database

5. Cap nhat thong tin qua hé thong search engine index chi
muc tim kiém thu tuc
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Chinh stra / Cap nhat
ndi dung tra 101 1 cau
hdi

1. Xac thuc token

2. Gui dir liéu format theo dinh dang yéu cau (id cau hoi, id
cau tré 101, trang thai cau tra 101)

3. Xir 1y thong tin dau vao (hop 1é va khong hop 18)

4. Cap nhat thong tin xudng Database

5. Cap nhat thong tin qua hé thong search engine index chi
muc tim kiém thu tuc

Thém mdi ndi dung
tra 101 cho mét thu tuc

1. Xac thuc token

2. Guri dr liéu format theo dinh dang yéu cau (id cau héi, id
cau tra 101, ndi dung trd 101, file dinh kém)

3. Xur 1y thong tin dau vao (hop 1é va khong hop 18)

4. Cap nhat thong tin xudng Database

5. Cap nhat thong tin qua hé thong search engine index chi
muc tim kiém thu tuc

Xem chi tiét thu tuc

1. Xac thuc token

2. Guri dir liéu format theo dinh dang yéu cau (id cau héi, id
cau tra 101)

[98)

. X 1y thong tin dau vao (hop 18 va khong hop 1)

4. Truy xuat dit liéu xuéng DB

5. Tra két qua truy xuat

Xem chi tiét mot noi
dung tra 101 thu tuc

1. Xac thuc token

. Guri dit liéu format theo dinh dang yéu cau (id cdu hoi)

. X 1y thong tin dau vao (hop 18 va khong hop 16)

. Truy xuét dit liéu xuéng DB

. Tra két qua truy xuat

10

Danh sach cac thu tuc

. Xac thuc token

N [— &S [W[(N

. Guri dit liéu format theo dinh dang yéu cau (type -
optional)

3. Xur 1y thong tin dau vao (hop 1é va khong hop 18)

4. Truy xuat dit liéu xudng DB (lay theo type hoic tat ca)

5. Tra két qua truy xuat

11

Tim kiém thu tuc hanh
chinh

1. Xac thuc token

2. Gui dir liéu format theo dinh dang yéu cau (ndi tung tim
kiém, tim chinh xé&c hay khong chinh xéc, typeDoc tim
trong thu muc tai li¢u nao)

3. Xt Iy thong tin dau vao (hop 1¢ va khong hop 18)

4. Truy xuét tim kiém xudng hé thong search engine

5. Phan tich va highlight két qua tim kiém

6. Tra vé dix liéu d3 tim duoc

1. WEBSITE QUAN TRI

11

Tao cau hoi va ndi
dung trd 161 cho mot
tha tuc moi

1. Ma hoa token request

2. Gui dir liéu format theo dinh dang yéu cau (t€n cau hoi,
ndi dung cau ca troi, file dinh kém)
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. X1t Iy thong tin dau vao (hop 18 va khong hop 18)

_Goi API xtt Iy

. Nhan két qua xir Iy

12

Xdba b cau hoi

. M2 hoa token request

. Guri dit liéu format theo dinh dang yéu cau (id ciu hoi)

. Xir 1y thong tin dau vao (hop 18 va khong hop 18)

.Goi API xtt Iy

N[ (WIN [~ W

. Nhan két qua xir Iy

13

Xo6a ndi dung tra 101
cua mot thu tuc

—_

. Ma hoa token request

2. Guri dr liéu format theo dinh dang yéu cau (id cau héi, id
cau tra 101)

3. X 1y thong tin dau vao (hop 1& va khong hop 18)

4. Goi API xit Iy

5. Nhan két qua xir Iy

14

Chinh sua / Cap nhat
tiéu dé mot cau hoi tha
tuc

1. Ma hoa token request

2. Guri dir liéu format theo dinh dang yéu cau (id cau héi,
ti€u d€ cau hoi, trang thai cau hoi)

3. Xur 1y thong tin dau vao (hop 1é va khong hop 18)

4. Goi APl xu ly

5. Nhan két qua xir Iy

15

Chinh sua / Cap nhat
ndi dung tra 161 1 cau
hoi

1. Ma hoa token request

2. Gui dir liéu format theo dinh dang yéu cau (id cau héi, id
cau tra 101, trang thai cau tra 101)

3. Xt 1y thong tin dau vao (hop 1é va khong hop 18)

4. Goi APl xu ly

5. Nhan két qua xir Iy

16

Thém mdi ndi dung
tra 101 cho mdt thu tuc

1. Ma hoa token request

2. Gui dir liéu format theo dinh dang yéu cau (id cau héi, id
cau tra 101, ndi dung tra 101, file dinh kém)

3. Xir Iy thong tin dau vao (hop 1& va khong hop 18)

4. Goi API xu ly

5. Nhan két qua xir Iy

17

Xem chi tiét thu tuc

1. Ma hoa token request

2. Gt dit liéu format theo dinh dang yéu cau (id cau hoi, id
cau trd 101)

(98]

. Xtr 1y thong tin dau vao (hop 1¢ va khong hop 18)

4. Goi API xu ly

5. Nhan két qua xir Iy

18

Xem chi tiét mot nodi
dung trd 101 thu tuc

1. Ma hoa token request

. Gtri dit liéu format theo dinh dang yéu cau (id ciu hoi)

. Xtr Iy thong tin dau vao (hop 1¢ va khong hop 18)

.Goi API xtr Iy

DKW

. Nhan két qua xir Iy
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19

Danh sach cac thu tuc

1. M3 hoéa token request

2. Giri dit liéu format theo dinh dang yéu cau (type -
optional)

3. Xir 1y thong tin dau vao (hop 1é va khong hop 18)

4. Goi API xit Iy

5. Nhan két qua xir Iy

20

Tim kiém thu tuc hanh
chinh

1. M2 hoéa token request

2. Giri dir liéu format theo dinh dang yéu cau (ndi tung tim
kiém, tim chinh x4c hay khong chinh xac, typeDoc tim
trong thu muc tai liéu nao)

3. X 1y thong tin dau vao (hop 1é va khong hop 18)

4. Goi API xit Iy

5. Nhan két qua xir Iy

I

Module tim kiém

21

Goi tim kiém hanh
chinh cong

1. Nguoi dung guri thong tin tim kiém

2. Tra vé két qua (dang rut gon), c6 phan trang khi dit liéu
nhiéu

3. Hién thi chi tiét ndi dung khi click

4. Pong phién tim kiém

22

Gai tim kiém su kién

1. Ngudi dung giri thong tin tim kiém

2. Tra vé két qua (dang rut gon), c6 phan trang khi dit liéu
nhiéu

3. Hién thi chi tiét ndi dung khi click

4. Pong phién tim kiém

4. Module SMS

I. API

1

Nhén tin nhan tir déi
tac cung cap dich vu
nhan tin SMS

1. Nhén tin nhin tir d6i tac cung cép dich vu nhin tin SMS

. Lay thong tin s6 dién thoai nguoi gui tin

. Lay ndi tin nhan SMS

. Ghi log file.

DN | KW N

. Gui tin nhan qua core.

Guri tin nhan dén d6i
tdc cung cap dich vu
nhan tin SMS

—

. Nhan yéu cau guri tin nhan tir core ra bén ngoai.

. Lay thong tin s6 dién thoai can giri tin dén.

. Lay noi dung nhan tin SMS.

. Ghi log file.

. Gtii tin nhin dén ddi tic cung cép dich vu nhin tin SMS.

Gui tin nhan dén Core

. Lay thong tin s6 dién thoai giri tin.

. Lay noi dung giri tin.

. Pinh dang tham s6 dau vao theo API core quy dinh

. Két n6i véi API ctia core d€ chuyén tin nhan vao core

. Ghi log file

Nhan tin nhéan tir Core

. Nhan tin nhan tir Core

. Lay thong tin s6 dién thoai nguoi giri tin

WIN|—= N [WIN[—=n|K~ W

. Lay ndi tin nhan SMS




STT Tén Chirc ning Mo td Chirc ning
4. Ghi log file.
5. Gui tin nhan qua ddi tac cung cap dich vu nhin tin SMS.
5 |oni log SMS VAT pinh dang dir ligu cin ghi log
2. Két n6i voi hé thong luu trit log (Couchbase)
3. Ghi dir liéu vao couchbase.
4. Ghi log file thong bao néu co 13i.
6 | Lich st giri SMS 1. Két ndi vao hé thong log tap trung Couchbase.
2. Lay thong tin tong s tin nhan.
3. Tinh sb trang cho toan b dir li¢u.
4. Lay dit liéu theo theo yéu cau.
5. Tra két qua dit liéu.
7 Loc tin nhan theo s0 1. Két ndi vao hé théng log tap trung Couchbase
dién thoai ’ i : )
2. Lay thong tin tong s6 tin nhan theo sb dién thoai.
3. Tinh s6 trang cho dir liéu.
4. Lay dir liéu theo theo yéu cau.
5. Tra két qua dit liéu.
Piéu phdi vién tiép
8 |nhan tin bao thong | 1. Nguoi dan nhin tin qua hé théng sms cia
qua sms
2. Biéu phdi vién xem danh sach cac tin nhan cta nguoi
dan, chon tin nhin va nhap céc thong tin can thiét khac cta
tin bdo.
3. Piéu phdi vién luu tin bao, két thuc qua trinh tao tin.
9 quran [y Tich su tin 1. Chon Lich sir tin nhan
nhan
2. Nhap so dién thoai bat ky va tim kiém
3. Hé thong hién thi két qua lién quan
4. Nhap thoi gian va tim kiém
5. Hé thong hién thi két qua lién quan
6. Chon [S6 lugng két qua] bat ky co trong danh sach va
tim kiém
7. Hé thong hién thj két qua
5. Module Call center
Diéu phoi vién tiép
1 | nhan tin bao théng | 1. Ngudi dan goi vao hé théng tong dai.
qua call center
2. Tiép nhan va diéu phdi cudc goi dén diéu phoi vién dang
ranh.
3. Piéu phoi vién tiép nhan va cap nhat thong tin tin bao
clia ngudi dan cung cip.
4. Két thiic cudc goi, diéu phdi vién luu tin bao.
) Tiép nhan tin nhan | 1. Tiép nhén thong tin cudc goi (sé dién thoai nguoi goi, ma

qua cuc goi Voice [P

nguoi nhan,...).

2. Kiém tra trang thai ngudi nhan dang rdi hay ban

3. Goi phuong thirc Hub, guri thong tin va théng bao nguoi
nhén cé cudc goi dén

4. Cap nhat trang théi ban
- Kiém tra trang thdi ngudi nhan dang rdi hay ban
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5. Tra vé phan hoi cho phia API Gateway

Tiép nhan tin nhén | 1. Tiép nhén thong tin cudc goi (sé dién thoai nguoi goi, ma
qua cudc goi Voice IP | ngudi nhan,...).

2. Kiém tra trang thai ngudi nhan dang réi hay ban

3. Goi phuong thirc Hub, gui thong tin va thong bao nguoi
nhén c6 cudc goi dén

4. Cap nhat trang thai ban
- Kiém tra trang thai nguodi nhan dang roi hay ban

5. Tra vé phan hoi cho phia API Gateway

I. Website quan tri

4 | Xdc thue ngudi quan | o o0 dino nhap tén tai khoan va mat khau

tr1

2. Kiém tra thong tin ding nhap

3. Tra vé két qua dang nhap

4. Vao trang quan tri khi dang nhap thanh cong
Chire nang
Configurations

5 | Cau hinh chung . Hién thi cic tham s6 cau hinh chung

. Cau hinh céc tham so0 va cap nhat vao hé thong

. Hién thi cac tham s6 da cau hinh

. Apply cau hinh chung vao hé thong.

6 | Cau hinh extension . Phan trang extension

. Xac dinh s6 lugng extension hién thi trong mot trang

. Liét ké Extension

. Tim kiém extension

. Thém mdi extension muc don gian.

Thém mai extension mirc nang cao.

. Cap nhat chinh stra extension murc don gian.

. Cap nhat chinh stra extension mirc nang cao.

. XOa extension.

0. Apply cau hinh extension vao hé thong.

7 | Céu hinh agent . Phan trang agent

. Xéc dinh s0 luong agent hién thi trong mot trang

. Li¢t ké agent

. Tim kiém agent

. Thém mdi agent.

. Cap nhat chinh sira agent.

. X0a agent.

. Apply cau hinh agent vio hé thong,

Cau hinh hang doi

(Queues/ACD) 1. Phan trang hang doi

. Xéc dinh s6 luong hang doi hién thi trong mot trang

. Liét ké hang doi

. Tim kiém hang doi

. Thém méi hang doi.

. X6a hang doi.

. Xéc dinh extension trong hang doi.

. Cau hinh phat thong béo trude khi vao hang doi.

2
3
4
5
6. Cap nhat chinh sua hang doi.
7
8
9
1

0. Chuyén cudc goi khi hét thoi gian trong hang doi.
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11. Co ché phan phdi cudc goi trong hang doi.

12. Nhac cho trong hang doi.

13. Ghi &m cudc goi vao hang doi.

14. Xac dinh cac tham sb cho agent khi login vao hang doi.

Cau hinh két ndi thoai
IP (Sip Trunking)

1. Phan trang Sip Trunk

. Xéc dinh s6 luong Sip Trunk hién thi trong mot trang

. Liét ké Sip Trunk

. Tim kiém Sip Trunk

. Thém méi Sip Trunk

. Cap nhat chinh sura Sip Trunk

. Xo6a Sip Trunk.

R[QA[N|n | |WIN

. Apply céu hinh Sip Trunk vio hé thong.

10

Cau hinh goi vao
(Inbound Routing)

—_

. Phan trang Inbound Routing.

. Xéc dinh s0 luwong hién thi trong mot trang.

. Liét ké danh sach cau hinh Inbound Routing.

. Tim kiém Inbound Routing.

. Thém mdi Inbound Routing.

. Cap nhat chinh stra Inbound Routing.

. X6a Inbound Routing.

R[N N |~ |WIN

. Apply cau hinh Inbound Routing vao hé thong.

11

Cau hinh goi ra
(Outbound Routing)

—_—

. Phan trang Outbound Routing.

. Xac dinh s6 Outbound Routing hién thj trong mét trang.

. Liét ké danh sach cau hinh Outbound Routing.

. Tim kiém Outbound Routing.

. Thém mdi Outbound Routing.

. Cap nhat chinh stra Outbound Routing.

. X6a Outbound Routing.

. Xac dinh preﬁx goi ra duong Outbound Routing.

. Xac dinh két ndi Sip trunking cho Outbound Routing.

0. Xac dmh ma Pin cho Outbound Routing.

1. Apply cau hinh Outbound Routing vao hé thong.

12

Upload file &m thanh

. Phan trang file &m thanh.

. X4c dinh s6 file Am thanh hién thi trong mot trang.

. Liét ké danh sach file am thanh.

. Tim kiém file Am thanh.

. Thém mai file 4m thanh.

. Cap nhat chinh stra file am thanh.

NN IWIN === O 001NN WD

. X6a Outbound Routing.

13

CAu hinh tra 1o ty
dong IVR

—

. Phan trang IVR.

. Xéc dinh s6 IVR hién thi trong mét trang,

. Liét k& danh sach IVR.

. Tim kiém IVR.

. Thém ma1 IVR.

. Cap nhat chinh stra IVR.

. X6a IVR.

R [QA[(N| N |k |W|N

. Binh nghia s6 bdm cho timg chirc ning.
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9. Pinh tuyén cudc goi khi hét thoi gian cho.

10. Apply cdu hinh IVR vao hé thong.

Céu hinh ma PIN goi

14 .
ra ngoai

1. Phan trang ma PIN

. Xac dinh s6 dong hién thi trong mot trang.

. Liét ké danh sach ma PIN.

. Tim kiém mai PIN.

Thém méi ma PIN.

. Cap nhat chinh stra ma PIN

. X6a ma PIN.

<IN I-N [V F N (IS S

. Apply ciu hinh ma PIN vio hé thong.

Cau hinh hdi thoai

15 (Conferences)

—_

. Phan trang Conferences.

. Xac dinh s6 dong hién thi trong mot trang.

. Liét ké danh sach Conferences.

. Tim kiém Conferences.

. Thém m&bi1 Conferences.

. Cap nhat chinh stra Conferences.

. X6a Conferences.

. Xac dinh nhac cho cho Conferences.

O [0 ||\ ||~ [W N

. Apply cau hinh Conferences vao hé thong.

Cau hinh dinh tuyén
cudc goi theo thoi
gian (Time
Conditions)

16 1. Phan trang dinh tuyén cudc goi theo thoi gian

2. Xac dinh s6 dong hién thj trong mdt trang.

3.’ Liét ké danh sach dinh tuyén cudc goi theo thoi gian da
cau hinh.

. Tim kiém dinh tuyén cudc goi theo thoi gian da ciu hinh

. Thém moi dinh tuyén cudc goi theo thoi gian.

. Cap nhat chinh stra dinh tuyén cudc goi theo thoi gian.

. X6a Time dinh tuyén cudc goi theo thoi gian da tao.

R0 (AN ||

. Apply ciu hinh Time Conditions vao hé thong.

Cau hinh chén s6 quay

7| 151 (Blacklist)

—

. Phan trang Blacklist

. X4c dinh sb dong hién thi trong mét trang.

. Liét ké danh sach Blacklist d3 cau hinh.

. Tim kiém s6 dién thoai trong Blacklist

. Thém méi s6 dién thoai vao Blacklist.

. Cap nhat chinh stra Blacklist.

. X6a s0 trong Blacklist.

0|Q|N || [N

. Apply cau hinh Blacklist vao hé thong.

Cau hinh nhac cho

18 (Music on Hold)

—

. Phan trang nhac cho.

. Xéc dinh s6 dong hién thi trong mét trang.

. Liét ké danh séach file &m thanh nhac chd d3 cu hinh.

. Tim ki€m nhac ch¢ da cau hinh.

. Thém ma1i nhac cho.

. Cap nhat chinh stra nhac cho

N (N[N |W|N

. X6a nhac cho da co
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Céu hinh sb truy cép

19 | Ung dung | 1. Xem cic sb truy cap tng dung
(Application Code)
2. Stra, cAp nhat so truy cap ung dung
3. Apply s0 truy cap tng dung vao hé thong.
Chirc nang Monitor

20

Monitor Call center

. Két ndi vai Call center theo mo hinh Client-Server.

. Phan tich cac sy kién Call center guri cho client.

. Hién thi trang thai extension online/offline.

. Thay doi trang thai extension khi ¢ cudc 201 ra/vao.

1
2
3
4. Hién thi trang thai két n6i Sip trunking.
5
6.

HIén thi va giam sat cac cudc goi dang dién ra trén hé
thong.

7. Giam sat cac cudc goi trong hang doi Queues.

8. Giam sat cac cuQc goi Parked Call.

Chire

nang Recording

Xem thong tin cudc

21 | goi va ndi dung ghi | 1. Phan trang chi tiét cudc goi.
am
2. Liét ké chi tiét cude gol.
3. Loc va tim cudc goi theo thoi gian.
4. Loc chi tiét cude goi theo $O goi calling.
5. Loc chi tiét cudc goi theo s0 bi goi called.
6. Download file ghi am cudc goi.
Chirc nang Call center Report
22 Xzic d.mh va chon 1. Chon va xac dinh Queues dé xem report.
thong tin xem report
2. Chon va xéc dinh agent dé xem report.
3. Xac dinh khoang thoi gian xem report.
4. Chon nhanh xem report theo ngay/tuan/thang.
23 Iézﬁgrt Answered 1. Report thong tin tong thé Answer calls.

. Report answer calls theo agent.

. Xuat Report answer calls theo agent ra file excel.

. Xuét Report answer calls theo agent ra file pdf.

N[ [W(IN

. Db thi ¢t answer call theo agent.

6. Thong ké s6 luong va thoi lwong cia cac cude goi
(Service Level)

7. Xuat Théng ké s6 lugng va thoi lugng cua céc cudc goi
ra file excel.

8. Xuat Thong ké so lugng va thoi lugng ciia cac cude goi
ra file pdf.

9. Do thi cot mo ta s0 lugng va thoi lugng cila cic cude goi.

10. Report s0 lwong cude goi theo timg Queues.

11. Xuét Report s6 lugng cude goi theo timg Queues ra file
excel.

12. Xuat Report s6 lugng cudc goi theo timng Queues ra file
pdf.

13. Report két thiic cudc goi (Disconnection Cause).

14. Xuét Report két thiic cude goi ra file excel.
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15. Xuat Report két thic cudc goi ra file pdf.

16. Do thi hinh tron mé ta két thac cudc goi.

24

Report  Unanswered
Calls

1. Report thong tin tong thé Unanswer calls.

2. Report nguyén nhan cudc goi khong duogc tra 10i.

3. Xuat Report nguyén nhan cudc goi khong duogc tra 10i ra
file excel.

4. Xuat Report nguyén nhan cudc goi khong duoc tra 1oi ra
file pdf.

5. D6 thi hinh tron thé hién cudc goi khong dugc tra 10i.

6. Report cac cudc goi khong tra 161 theo Queue.

7. Xuat Report cac cudc goi khong tra 1i theo Queue ra file
excel.

8. Xuét Report cac cudc goi khong tra 10i theo Queue ra file
pdf.

o

Do thi thé hién cac cudc goi khong tra 10i theo Queue.

25

Report Agents

. Report thong tin tong thé cac cudc goi vao agent.

. Report thoi gian 1am viéc cua agent.

. Xuét Report thoi gian 1am viéc cta agent ra file excel.

. Report thoi gian trd 101 cac cudc goi cua agent.

1
2
3
4. Xuat Report thoi gian lam viéc cta agent ra file pdf.
5
6

. Xuat Report thoi gian tra 10i cac cudc goi cia agent ra
file excel.

7. Xuét Report thoi gian tra 11 cac cude goi ctia agent ra
file pdf.

8. o thi Report thoi gian tra cac cudc goi cua agent.

9. Report trang thai cac cudc goi phan phdi cho agent
(Attempts by terminal)

10. Xuét Report trang thai cic cudc goi phan phoi cho agent
ra file excel.

11. Xuét Report trang thai cac cudc goi phan phdi cho agent
ra file pdf.

26

Report phan phdi cudc
goi theo thoi gian
(Distribution)

1. Report thong tin tong thé phan phdi cudc goi.

. Report phan phdi cudc goi theo ngay.

. Xuét Report phan phdi cudc goi theo ngay ra file excel.

. Xuat Report phan phoi cude goi theo ngay ra file pdf.

. Report phén phdi cude goi theo gid.

. Xuat Report phin ph01 cudc goi theo gio ra file excel.

. Xuat Report phan phdi cudc goi theo gio ra file pdf.
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. D6 thi m ta phan phdi cudc goi theo gio.

9. Report phan bo cudc goi theo gio.

10. Xuat Report phan bo cudc goi theo gio ra file excel.

11. Xuat Report phan bd cudc goi theo gio ra file pdf.

12. D6 thi phan b cudc goi theo gid

I1. API Tich hgp Core

27 | API thong tin agent 1. Lay thong tin agent trén Call center
2. Tra ket qua thong tin agent cho Core
28 | API lich sir cudc goi | 1. Lay tong s6 cudc goi.
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. Tinh s trang.

. Lay s0 liéu theo trang

. Tra két qua lich st cude goi cho Core

29

API cudc goi nho

. Lay tong so cudc goi nhd.

. Tinh s0 trang.

. Lay s6 lidu theo trang

. Tra két quacudc goi nhd cho Core

30

API file ghi am

. Tim file ghi 4m can lay.

. Tra két qua file ghi 4m cho Core

31

API Click2call

. Léy thong tin can thuc hién cudc g01.

N[N =B[N — KW

. Truy cap Call center va gui thong tin dé thuc hién tac vu
Click2call.

3. Thyc hién cudc goi.

4. Tra thong tin két qua cho Core.

32

API chuyén cudc goi
1

1. Lay thong tin can chuyén cudc goi.

2. Truy cap Call center va gui thong tin dé thuc hién tac vu
chuyén cudc goi.

3. Thyc hién chuyén cudc goi.

4. Tra thong tin két qua cho Core.

33

API chuyén cudc goi
2

1. LAy thong tin can chuyén cudc goi.

2. Truy cap Call center va giri thong tin dé thuc hién tac vu
chuyén cudc goi.

3. Thuyc hién chuyén cudc goi.

4. Tra thong tin két qua cho Core.

34

Tiép nhan cudc goi
qua kénh Call Center

1. Nguoi dung vao trang téng dai, chon vao tab call

2. Hé thong notify mé popup khi ¢ cude goi dén

35

Tao tin mdi phan anh
tur kénh Call Center

1. Nguoi dung dién cac thong tin vao form tao tin bdo méi
va submit

2. Kiém tra céac truong rang bude

3. Hé thong notify tin bao di duoc ghi nhan

2a. Thiéu thong tin & cac trudng rang budc

2al. Hé thong thong bao yéu cau dién thong tin vao cic
truong rang bude

36

Quan 1y cudce goi

1. Nguoi dung vao tab call va xem danh sach céc cudc goi
hién thi

2. Chon vao khung tim ki€ém va search s6 dién thoai can tim

3. Hé thong tra vé két qua lién quan

37

Goi lai
dung

cho nguoi

1. Nguoi dung chon cudc goi trong danh séch céc cudc goi
toi

2. Click goi lai va tuong tac véi ngudi da goi

38

Quan 1y lich st cudc
goi

1. Chon Lich str cude goi

2. Nhap s6 dién thoai bat ky va tim kiém

3. Hé thong hién thi két qua lién quan

4. Nhap thoi gian va tim kiém

5. Hé thong hién thi két qua lién quan
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6. Chon [SH luong két qua] bat ky c6 trong danh sach va
tim kiém
7. Hé thong hién thi két qua
39 | call 1. Tiép nhan thong tin cudc goi (s6 dién thoai ngudi goi, ma

nguoi nhan,...).

2. Kiém tra trang thai ngudi nhan dang rdi hay ban

3. Goi phuong thirc Hub, gui thong tin va thong bao nguoi
nhan cé cudc goi dén

4. Cap nhat trang thai ban

- Kiém tra trang thai ngudi nhan dang rdi hay ban

5. Tra vé phan hoi cho phia API Gateway

Chtrc nang tich hop,
két ndi va chia sé dir
liéu

Chtic nang két ndi voi
Cong DVC Qudc gia
Chtic nang két ndi voi
CSDL Qudc gia

Chtic nang két ni voi
Dich vu buu chinh
cong ich

Chtrc nang két noi voi
Cong DVC tinh

Chtrc nang két ndi voi
Phan mém truc két ndi
lién thong

Chtrc nang két ni voi
Phin mém quan ly
van ban va diéu hanh

40

Hé thong san sang két ndi va trao doi dit liéu qua lai v6i
Cong DVC Qudc gia khi co yéu cau

Hé thong san sang két ndi va trao doi dir liéu qua lai v6i
CSDL Qudc gia khi c6 yéu cau

Hé thong sin sang két ndi va trao d6i dit liéu qua lai v6i
Dich vu buu chinh cong ich khi ¢ yéu cau

Hé thong san sang két ndi va trao doi dit liéu qua lai v6i
Cong DVC tinh khi c6 yéu ciu

Hé thong san sang két ndi va trao doi dit liéu qua lai v6i
Phan mém truc két ndi lién théng quy mé cép tinh khi co
yéu cau

H¢ thong san sang két noi va trao doi dir li€u qua lai voi

tinh Phan mém quan 1y vin ban va diéu hanh tinh khi c6 yéu cau
Churc nang két n61 voi | HE thong san sang két ndi va trao doi dir li¢u qua lai véi cac
Zalo,... hé thong Zalo, SMS khi c6 yéu cau

Chtrc ndng két ndi véi

hé théng Xac thuc va
quan ly tai khoan tép
trung

Hé théng san sang két ndi va trao ddi dit licu qua lai véi hé
thong Xéc thuc va quan ly tai khoan tip trung toan tinh khi
cO yéu cau

Chirc nang két n6i véi
HTTT, CSDL cua B9,

H¢ thong san sang két ndi va trao doi dit 1iu qua lai vai cac
phan mém chuyén nganh cia BJ/ nganh va cac co s¢ dir

nganh va cua tinh lidu ctia tinh theo huéng dan két ndi khi c6 yéu cau

3.4. Yéu cdu nhin su:

Nha thau c6 cam két cung cap dy dii nhan su cho géi thau: Tong nhan sy ¢6
04 nguoi bao gom:

- Pién thoai vién truc tiép nhan thong tin: Lam viéc gio hanh chinh: Truc
gdm 04 nhan vién truc, trong dé 01 nhan vién hudng dan truc ti€p ngudi dan, 03
nhan vién truc tong dai.

- Tiéu chi nhan su tiép nhan thong tin:

+ Nhan vién am hiéu vé dic diém kinh té van hoa xa hdi tai tinh Hung Yén



+ Nhan vién c6 ky ning giao tiép tét voi nguoi dan qua dién thoai

+ Nhan vién c¢6 ky nang str dung cong ngh¢ thong tin trong cong viéc; ing
dung cac phin mém coéng nghé thong tin c6 lién quan trong cong viéc va ho trg ,
huéng dan ngudi dan qua dién thoai vé cac k¥ niang s, tmg dung sb

+ Nhan vién c6 kién thuc vé cac thu tuc hanh chinh cong, dich vu cong trén
dia ban Tinh Hung Yén

+ Nhan vién nam dugc vé cac quy dinh hanh chinh dugc phap luat quy dinh

- Tiéu chi vé ning luc chuyén mén, pham chat dao dic:

+ Tbi thiéu tot nghiép trinh d6 dai hoc hodc tuong dwong, chuyén nganh phu
hop vé1i vi tri, nhi€ém vy duoc giao.

+ C6 kha ning giao tiép ngoai ngit dap Umg cong viéc
+ T4i thiéu tir 01 ndm kinh nghiém & vi tri da 1am c6 cong viée tuong tu.

+ Ho so, 1y lich dam bao lich sur chinh tri; c6 phém chit, dao dirc tdt, c6 y
thirc trach nhiém; nam bat chic nang, nhiém vu cua cic co quan quan 1y nha
nudc...; am hi€u cha truong, duong 161 cua PBang, chinh sach phéap luat cua Nha
Nude.

4. Giai phap va phwong phap luin:

Nha thdu chudn bi dé xudt gidi phdp, phirong phdp ludn tong qudat thuwce hién
dich vu theo cdc ngi dung quy dinh tai Chuwong nay, géom cdc phan nhw sau:

1. Giai phap va phwong phap lugn,
2. Ké hoach céng téc.
5. Quy dinh vé kiém tra, nghiém thu sin pham:

Quy trinh kiém tra, nghiém thu san pham, trinh tu giao ndp san pham (néu
c0)... d€ phuc vu cong tac thanh, quyét toan hop dong theo cac quy dinh hi¢n hanh.



