UBND TINH DONG NAI CONG HOA XA HQI CHU NGHIA VIET NAM

SO KHOA HQC VA CONG NGHE DPoc 1ap - Tw do - Hanh phic
S6: 84 /KH-SKHCN Pong Nai, ngay 29 thing 4 ndam 2026
KE HOACH

Thyec hién nhiém vu thué dich vu cong ngh¢ thong tin: H¢ thong nén tang giao
tiep Chinh quyén — cong dan bao gom dién thoai vién tong dai 1022, phan mém
1022 va &rng dung cong dian

Can ctr Luat Ngan sach nha nudc ngay 25 thang 6 ndm 2025;

~ Can clr Luat Quan ly, str dung tai san cong ngay 21 thang 6 nam 2017; sira d6i
bo sung tai Luat s6 56/2024/QH15 ngay 29 thang 11 nam 2024;

Cin cir Ludt DAu thiu s6 22/2023/QH15 dugc sira doi, bo sung boi Luat s
57/2024/QH15, Luat s 90/2025/QH15;

Can cir Nghi dinh s0 214/2025/ND-CP ngay 04/8/2025 cua Chinh phu quy dinh
chi tiét mot so diéu va bién phap thi hanh Luat Pau thau vé lya chon nha thau;

Can cir Nghi dinh sO 45/2026/ND-CP ngay 26/01/2026 cua Chinh phu vé Quy
dinh quan 1y dau tu Gng dung cong nghé thong tin st dung ngudn von ngan sach nha
nudc;

Can ctr Nghi dinh s6 104/2026/ND-CP ngay 31/3/2026 cua Chinh phu quy dinh
viéc 1ap du toan, quan 1}'{, st dung va quyét toan chi thuong xuyén dé thuc hién cac
nhiém vu quy dinh tai Biéu 40 Luat Ngan sach nha nuoc;

Can ctr Nghi Cjinh’sé 278/2025/ND-CP ngay 22 thang 10 nam 2025 cua Chinh
phu quy dinh vé két noi, chia sé dit li€u bat budc gitra cac co quan thudc h¢ thong
chinh tri;

Cin clr Thong tu s6 16/2024/TT-BTTTT ngay 30 thang 12 nim 2024 cua Bo
Thong tin va Truyén thong quy dinh chi tiét ndi dung cong tac trién khai, giam sat
cong tac trién khai, nghiém thu d6i voi dy an dau tu Gmg dung cong nghé thong tin;
xdac dinh yéu cau vé chit luong dich vu va cc ndi dung dac thu cua hop dong thué
dich vu d6i v6i thué dich vu cong nghé thong tin theo yéu cau riéng;

Cin ct Thong tu sb 18/2024/TT-BTTTT ngay 30 thang 12 nam 2024 cia Bo
Thong tin va Truyén thong quy dinh vé 1ap va quan 1y chi phi du 4n dau tu img dung
cong nghé thong tin, thué dich vu cong nghé thong tin st dung ngudn ngan sach nha
nudc;

Can ct Ké hoach sd 182/KH-UBND ngay 10/04/2026 cia UBND tinh vé
Thuc hién Nghi quyét s 11/NQ- CP ngay 14 thang 01 nam 2026 cua Chinh phu
sira d6i, bo sung, cap nhat Nghi quyét s6 71/NQ-CP ngay 01 thang 4 ndm 2025 cua

Chinh phu stra (101 b6 sung, cap nhat Chuong trinh hanh dong ctia Chinh phu thue
hién Nghi quyét s6 57-NQ/TW ngay 22 thang 12 nim 2024 ciua Bo Chinh tri vé
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dot pha phat trién khoa hoc, cong nghé, doi méi sang tao va chuyén doi sé quéc
gia;

Cin ctr Nghi quyét sb 02/2025/NQ-HPND ngay 08 thang 7 nam 2025 cta Hoi
d6ng nhan déan tinh Pong Nai vé quy dinh thim quyén quyét dinh phé duyét nhiém vu
va du toan kinh phi thyc hién mua tai san, stra chira, cai tao, nang cép tai san, trang
thiét bi; stra chia, cai tao, nang cép, m¢ rong, xay dung madi hang muc cong trinh
trong cac du an dau tu xay dung va thué hang hoa, dich vu ctia cac co quan, don vi tir
ngudn thuong xuyén ngan sach nha nude thudc pham vi quan 1y cua tinh Dong Nai;

Can ctt K& hoach sé 03-KH/BCD ngay 16/01/2026 cta Ban chi dao phat
trién Khoa hoc, Cong nghé, Doi moi sdng tao va Chuyén d6i sd Trién khai Nghi
quyét s6 57-NQ/TW ngay 22 thang 12 ndm 2024 ctia B6 Chinh trj vé “d6t pha phat
trién khoa hoc, cong nghé, doi méi sang tao va chuyén ddi s6 quoc gia” trén dia
ban tinh Pong Nai nim 2026;

Cin cir Quyet dinh s0 2556/QD-UBND ngay 06/11/2025 Phé duyét D¢ an
Chuyén doi so tinh Pong Nai giai doan 2025-2030;

Can cu Cong van s0 8143/UBND-KGVX ngay 23/10/2025 cua Uy ban nhan dan
tinh vé chu truong nhiém vu chi thuong xuyén khoa hoc, cong nghé, doi maéi sang tao
va chuyén doi so 2026;

Cin cir Quyét dinh s6 392/QD-STC ngay 12/12/2025 cua S¢ Tai chinh vé
viéc giao du toan thu ngin sach nha nude - chi ngan sach dia phuong tinh Dong
Nai nam 2026;

Quyét dinh sd 1630/QD-UBND ngay 24/04/2026 ciia UBND tinh V& viéc
phé duyét chu truong va du kién kinh phi thué dich vu cong ngh¢ thong tin: H¢
théng nén tang giao tiép Chinh quyén — cong dan bao gdm dién thoai vién tong dai
1022, phan mém 1022 va tng dung cong dan;

, Sg"r Khoa hoc Vé, Coéng ngh¢ ban hanh Ké hoach thuc hién nhiém vu thué H¢
thong nén tang giao tiép Chinh quyén — cong dan bao gom dién thoai vién tong dai
1022, phan mém 1022 va ung dung céng dan, cu thé nhu sau:

I. MUC TIEU
Viéc duy tri thué pha‘i‘n mérp, Ung dung H¢ théng nén tang giao tiép Chinh
quyén — Cong dan (bao gobm phan mém 1022, tmg dung cong dan va dién thoai
vién tong dai 1022) dam bao hi¢u qua, cu thé nhu sau:
- Huéng dén loi ich cta nguoi dan, doanh nghiép; lay ngudi dan, doanh
nghiép lam trung tam phuc vy; uu tién trién khai va duy tri cac dich vu, tién ich

thiét yéu, dap Gng nhu cau thiét thyc trong doi sdng va hoat dong san xuat, kinh
doanh.

- Ho tro ngudi dan va doanh nghiép tiép can, khai thac thong tin da linh vuc,
bao gdm: thong tin lién quan dén dich vu cong; phan anh tinh hinh an ninh trat ty
va doi séng x4 hoi; tiép nhan cac thong bao quan trong, khan cip; thong tin vé méi
truong; tra ciru thong tin quy hoach; theo ddi truc tiép tinh hinh giao thong tai cac
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tuyén dudng; cc tién ich do thi; thong tin tuyén dung va cac ndi dung thiét yéu
khéc.

- Hé théng déng vai tro la kénh giao tiép tong hop, thong nhat giira nguoi dan,
doanh nghi¢p voi chinh quyén tinh Dong Nai, tao thun loi trong viéc str dung dich
vu cong truc tuyén, tiép nhan va xu 1y phan anh kién nghi, tra ctru va khai thac
thong tin dir liéu do co quan nha nudc cung cap; qua do gop phan phuc vu hiéu qua
cong tac diéu hanh kinh té - x3 hoi va qua trinh chuyén doi s6 cua tinh.

- Viéc bd tri doi ngil dién thoai vién, nhan sy truc chuyén biét gitp hd tro,
hudng dan va tiép nhan phan anh, kién nghi ctia nguoi dan, doanh nghiép lién quan
dén quy trinh giai quyét thu tuc hanh chinh trén dia ban tinh; déng thdi gdp phan
giam khdi lugng cong viée cho Vin phong UBND tinh va cac co quan chuyén mén
lién quan.

- Tiét ki¢m thoi gian, chi phi x4 hoi, bao gom: gidm thoi gian di lai ctia nguoi
dan, doanh nghiép; rat ngan thoi gian xir Iy cua can b, cong chirc; giam thoi gian
chuyén giao, phdi hop gilra cac co quan, don vi; tiét kiém nhan lyc tham gia tiép
nhan va xt Iy phan anh, kién nghi.

- Thong qua co ché tiép nhan, theo ddi va giam st tap trung, hé thong gop
phan nang cao ky luat, ky cuong hanh chinh, kip thoi phat hién va thao g& cac
diém nghén trong thyc thi thi tuc hanh chinh tai cac cip; hd trg xtr 1y, chan chinh
tinh trang nhiing nhiéu, tiéu cuc trong qua trinh giai quyét thu tuc hanh chinh.

- Hoat dong ctia Tong dai 1022 13 kénh tuyén truyén, phd bién va hd trg hiéu
qua cho to chirc, ngudi dan va doanh nghiép vé cac mé hinh, giai phap cai cach thi
tuc hanh chinh cua tinh; dong thoi gitp co quan quan 1y kip thoi khao sat, nim bat
¥ kién, mtrc d6 hai 1ong cua nguoi dan, doanh nghiép dé dé xut cac giai phap nang
cao chat lugng phuc vu..

- Hé thdng tao lap kénh thong tin lién lac don gian, nhanh chéng, co tinh
tuong tac va ddi thoai hai chiéu gitta co quan nha nudc, can bd, cong chirc, vién
chtic v6i to chirc, ngudi dan va doanh nghiép; kip thoi thong tin két qua xu 1y,
ddng thoi cap nhat, don ddc, nhic nhé cac co quan, don vi vé tién do giai quyét tha
tuc hanh chinh (d¢én han, qua han).

- Viéc duy tri h¢ thong giup giam ap lyc cho cac co quan nha nudc, dac biét la
Bo phan Mot ctra cac cip trong cong tac tiép don, hudng dan va giai dap cho t6
chirc, nguoi dan va doanh nghiép; qua do tao diéu kién dé tap trung ngudn luc, day
nhanh tién d6 giai quyét hd so hanh chinh.

I1. NOI DUNG VA THOI GIAN THU'C HIEN
1. Pham vi, quy md trién khai

- Pham vi Frién khai: Trjén khai Thué dich vu cong nghé thong vtin Hé théng
nén tang giao tiép Chinh quyén — cong dan bao gom di¢n thoai vién tong dai 1022,
phan mém 1022 va tng dung cong dan.

- Quy m0 trién khai:



A S6 Don Thoi gian
b Noi dung lwgng | vi tinh thué
| CAhl phi Thué hé thong Tong dai dich vu | Géi 12 théng
cong 1022
2 | Chi phi thué€ tng dung cong dan (APP) 1 Goi 12 thang
Chi phi van hanh hé thong tiép nhan thong
tin (line di¢én thoai, cudc dich wvu , . ,
3 Brandname tin nhin dén dudng diy noéng ! Goi 12 thang
cac S&, Ban nganh; kénh truyén...)
4 Chi phﬂl thué dién thoai vién tong dai 1022 | Géi 12 hang
(06 nhan su)

-Yéu cég d6i voi voi chirc nang He théng nén tang giao tiép Chinh quyén —
cong dan bao gdm dién thoai vién tong dai 1022, phan mém 1022 va ung dung
cong dan (Chi tiet phu luc dinh kem)

2. Hinh thirc thuc hién: Thué dich vu cong nghé thong tin co san trén thi
truong, ap dung theo khoan 1 Di€u 32 Nghi dinh 45/2026/ND-CP ngay
26/01/2026 cua Chinh phu Quy dinh quan ly déu tu tng dung cong ngh¢ thong tin
st dung ngudn von ngan sach nha nudc.

3. Thoi gian thwe hién: 12 thang (ké tir khi dich vu dua vao van hanh dich vu
thué chinh thirc)

I11. KINH PHI THU'C HIEN

1. Kinh phi: 4.417.685.380 dong (Bang chit: Bon 1y, bon tram mudi bay
triéu, sau tram tam muoi lam ngan, ba tram tam muwoi dong).

STT Noi dung pvr | S0 Pon gi4 Thanh tién
lwgng

| NAM 2026 2.967.451.910

Chi phi Thué hé thong
1 |Tong dai dich vu cong | Thang 8 176.000.000 | 1.408.000.000
1022

Chi phi thué Ung dung

cong dan (APP) Thang 8 60.390.000 483.120.000

Chi phi van hanh hé thong
tiép nhan thong tin (line
dién thoai, cudc dich vu
Brandname tin nhin dén
duong day ndéng cac So,
Ban nganh; kénh truyén...)

Thang 8 34.870.000 278.960.000

Chi pl}i thué dién thoai
4 |vién tong dai 1022 (06 | Thang 8 91.298.368 730.386.944
nhan su)




STT

Noi dung

bVT

S6
lwgng

Don gia

Thanh tién

Chi phi tu van Giam sat
cong tac trién khai

Go1

26.191.216

26.191.216

Chi phi 1ap ho so moi thau
va danh gia hd so dy thau
cho goi thau thué dich vu
CNTT

Go1

9.739.241

9.739.241

Chi phi thim dinh ho so
moi thiu, tham dinh két
qua lgya chon nha thau cho
g6i thau thué dich vu
CNTT

Go1

8.543.194

8.543.194

Chi phi tham dinh gia

Goi

22.511.315

22.511.315

NAM 2027

1.450.233.470

Chi phi Thué hé thong
Tong dai dich vy cong
1022

176.000.000

704.000.000

Chi phi thué ung dung
cong dan (APP)

60.390.000

241.560.000

Chi phi van hanh hé thong
tiép nhan thong tin (line
dién thoai, cudc dich vu
Brandname tin nhin dén
duong day noéng cac So,
Ban nganh; kénh truyén...)

Thang

34.870.000

139.480.000

Chi pl}i thué dién thoai
vién tong dai 1022 (06
nhan su)

Thang

91.298.368

365.193.470

Tong cong

4.417.685.380

Viét bang chir: Bon ty, bon tram muwoi bdy tri¢u, sau tram tam muwoi lam ngan,
ba tram tam mwoi dong.

2. Nguén von: Kinh phi su nghiép tinh 2026 — 2027.
- Nam 2026, da dugc S¢ Tai chinh giao du toan tai Quyét dinh s6 392/Qb-

STC ngay 12/12/2025 vé viéc giao du toan thu ngan sach nha nude - chi ngan sach
dia phuong tinh BDong Nai nam 2026.

- Péi véi nam 2027, giao S& Khoa hoc va Cong ngh¢ dé xuat ngubn kinh phi

thyc hién thué dich vu cong nghé thong tin H¢ thong nén tang giao tiép Chinh
quyén — cong dan bao gém di¢n thoai vién tong dai 1022, phan mém 1022 va ung
dung cong dan, S& Tai chinh tong hop nhu cau kinh phi, tham muu phan bd du
todan cho S& Khoa hoc va Cong nghé¢ theo quy dinh cua Luat Ngan sach nha nudc
va cac quy dinh hi¢n hanh.




IV. TO CHUC THUC HIEN
1. Phong Chuyén ddi so

- Chu tri trién khai ndi dung Thué dich vu cong ngh¢ thong tin: He thong nén
tang giao ti€p Chinh quyén — cong dan bao goém dién thoai vién tong dai 1022,
phan mém 1022 va ung dung cong dan.

- Phéi hop phong Ké hoach va Tai chinh thyc hién thanh quyét toan theo quy
dinh.

2. Phong K& hoach Tai chinh

- Chu tri, phéi hop v6i phong Chuyén doi sb va cac don vi lién quan thuc hién
cac trinh ty, thu tuc thué dich vu theo quy dinh hién; chu tri thyc hién thanh quyét
todn theo dung quy dinh hién hanh.

- Trén co s6 dy toan kinh phi hang nam cua Phong Chuyén doi so, phong Ké
hoach - Tai chinh tham muu cap c6 tham quyén bo tri kinh phi thuc hién.

Trén day la Ké hoach thuc hién nhiém vu thué dich vu cong nghé thong tin:
Hé thdng nén tang giao tiép Chinh quyén — cong dan bao gém dién thoai vién tong
dai 1022, phan mém 1022 va mg dung cong dan. Trong qué trinh thuc hién néu co
kho khin vudng mic, cac phong bao cao Lanh dao so dé kip thoi xem xét, chi dao

Ké hoach nay thay thé K& hoach s6 72/KH-SKHCN ngay 17/04/2026 ctia S
Khoa hoc va Cong ngh¢ vé viéc Thuc hién nhiém vu thué dich vu cong ngh¢ thong
tin: Hé théng nén tang giao tiép Chinh quyén — cong dén bao gdom dién thoai vién
tong dai 1022, phan mém 1022 va tmg dung cong dan./.

Noi nhn: T oGIAM PO

- Ban Giam ddc S&; : - :

- Phong KHTC (thuc hién); \Z

- Trung tam KHCN tinh; 2 WU/
- Luu: VT, CBS.

S/ KHOAHOC ,&
o\
CONG NGHE/ ™|
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PHU LUC 01: CHUC NANG HE THONG TONG PAI 1022

STT

Tén Chirc ning

Mo ta Chirc niang

1. Web CRM

1. Website quan tri - CRM

1

bang nhap tai khoan

nguoi dung

1. Nguoi dung nhap tén tai khoan va mat khau.

. Kiém tra thong tin dang nhap.

. Tra vé két qua dang nhap.

. Cap nhat trang chu khi ddng nhép thanh cong.

Quén mat khau

. Nguoi dung tir trang dang nhap chon quén mat khau.

. Hé thong hién thi pop-up huéng dan lam lay lai mat khau.

Danh sach tin bao

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

N = DN — [ | W N

. Nguoi ding chon "Danh sach tin bao" trong thong ké tin
bdo.

3. Giao dién hién thi danh sach tin bao.

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

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

6. Giao dién hién thi chi tiét tin bao.

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

Tién trinh xt 1y tin bao

1. Nguoi dung chon "Théng ké tin bao" menu.

2. Nguo1 dung chon "Tién trinh x1r Iy" trong thong ké tin bao.

3. Giao dién hién thi tién trinh xr 1y tin bao & dang ciy va
dang danh sach.

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

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

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

Diéu phdi vién tiép nhan
tin bdo thong qua call
center

1. Ngudi dan goi vao hé thong téng dai.

2. Tiép nhan va diéu phoi cudc goi dén diéu phdi vién dang
ranh.

3. bi€u phdi vién ti€p nhan va cap nhat thong tin tin bdo cta
nguoi dan cung cap.

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

Diéu phdi vién tiép nhan
tin bao thong qua sms

1. Nguoi dan nhin tin qua hé thong sms cia

2. bi€u phoi vién xem danh sach cac tin nhan ctia nguoi dan,
chon tin nhan va nhap cac thong tin can thiét khac cua tin
bao.
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Tén Chirc nang

Mo ta Chirc nang

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

Xem lich str cudc goi nho
va click to call goi lai cho
khéch hang

[E—Y

. Nguoi dung chon icon cudc goi nhd

. Chon cudc goi bi nho

. Nhén goi lai

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

. Cudc goi ring dén softphone/Ip Phone

. Nguoi dung tra 101 cude goi

. Cudc goi két ndi td1 nguodi dan can phan anh

Xem toan by lich sur cudc
goi

. Nguoi dung chon tab lich str cudc goi

N — QNN |WN

. Nguoi dung chon céc lya chon: s6 dién thoai, tir ngay toi
ngay, sO lugng két qua

3. Nhan Tim kiém

4. Hién thi két qua tim kiém

Xem toan bd lich sir tin
nhan

1. Nguoi ding chon tab lich sir tin nhan

2. Nguoi dung chon cac lya chon: s6 dién thoai, tur ngay toi
ngay, s luong 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/quén huyén can tim kiém
hanh chinh cong

3. Ngudi dung nhap tir khoa tim kiém

4. Nguoi dung nhan tim kiém

5. Hién thi két qua tim kiém

11

Diéu phéi vién quan ly,
xur 1y tin béo.

1. Tao mai tin bao.

. Cap nhat tin bao.

. Xda tin bao.

. Luu file excel.

DN Bk |WIiN

. Xem chi tiét tin bao.

12

Tong dai di€u phoi tin bao
xuong phong ban

. Biéu phdi vién chon tin bao can diéu phoi.

. Chon phong ban cin diéu diéu phdi va nhap chu thich.

W[ —

. Cap nhat diéu phdi, két thiuc qua trinh diéu phdi.

13

Quan ly phan cong
chuyén vién xu ly tin bdo

1. Chon tin bao can phan cong.

2. Chon chuyén vién ti€p nhan tin bao va chu thich vé viéc
xu 1y tin.

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

14

Quan ly phan cong don

vi cap dudi xu 1y tin bao

1. Chon tin bao can phan cong.
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Tén Chirc nang

Mo ta Chirc nang

2. Chon phong ban ti€ép nhan tin bao va chu thich vé viéc xir
1y tin.

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

15

Bao tin rac

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

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

3. Quan ly phé duy¢t tin bao rac.

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

16

Bao tin ngoai khu vuc

1. Chuyén vién chon tin bao ngoai khu vyc va chu thich cho
tin béo.

2. Chuyén vién giri két qua xtr Iy cho quan Iy.

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

4. Tong dai tiép nhan tin bio ngoai khu vuc va diéu phdi cho
khu vuc khéc ti€p nhan.

17

Bao can don vi ho tro

1. Chuyén vién chon tin bado can ho trg va chu thich cho tin
bao.

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

3. Quan ly tiép nhan tin bao can hd trg, chuyén cho don vi hd
tro xu 1y.

18

Quan 1y phé duy¢t tin
bdo

1. Chuyén vién chon tin bdo can phé duyé¢t va chu thich cho
tin bdo.

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

3. Quan ly phé duy¢t tin bao .

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

19

Chuyén vién xtr 1y tin bao

1. Chuyén vién chon tin b4o can xtr ly va chu thich cho tin
bao.

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

3. Tin bao duoc chuyén cho quan 1y, két thiic qué trinh xir 1y.

20

Quan 1y linh vyc

1. Nguoi dung dang nhap vao tai khoan admin

2. Nguodi dung chon danh muc phdn anh

3. Hién thi hai phan: )
+ Danh sach linh vyuc hién thi theo dang cay 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
tu file csv

1. Nguoi dung dang nhap vao tai khoan admin

. Nguoi dung chon tap tin

. Nguoi dung upload tép tin

. Nguoi dung xac nhan va hién thi pin loader

. Nguoi dung nhén thong bao upload hoan thanh

. Nguoi dung nhan Ok va tré vé trang chi

. Hién thi céc linh vyc méi import

22

Quan ly tao Iinh vuc chon
tao méi

. Nguoi dung dang nhap vao tai khoan admin

. Nguoi dung chon thém mai

WIN| — [Q[N N[

. Nguoi dung chon khu vuc can tao dich vu
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4. Nguoi dung chon diéu kién Tao méi dich vu

5.Nguoi dung chon di€u kién dich vu chuéan bi tao 1a :
+ Chon di€u kién cha .

+ Chon di€u kién con: yé€u cau chon cha ma linh vuc con|
thudc vé

6. Nguoi dung dién tén dich vy, mo ta

. Chon icon file

23

Quan 1y tao linh vuc chon|
tao tor tap linh vuc mac
dinh

7
8. Chon luu
1. Nguoi dung dang nhap vao tai khoan admin

. Nguoi dung chon thém mai

. Nguoi dung chon khu vuc can tao dich vu

. Nguoi dung chon diéu kién Chon tir dich vu mac dinh

| W

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

6. Nguoi dung dién tén dich vy, mo ta

7. Chon luu

24

Quan 1y chinh stra linh vuc

1. Nguoi dung dang nhap vao tai khoan admin

2. Nguoi dung chon linh vyc can edit, nguoi dung chon nut
edit

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

4. Nguodi dung chon icon can thay doi

5. Chon luu

25

Quan 1y x04 linh vuc

'l. Nguoi dung dang nhap vao tai khoan admin

2. Ngudi dung chon linh vuc can xo4

3. Nguoi dung xac nhin x04. Nguoi dung can xac nhén hai
lan néu xoa dich vu cha

4. Dich vu bi x0a

26

Quan 1y khu vuc

1. 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 cay 3 cép: tinh thanh,
quan huyén, phuong xa

+ Danh sach dang bang hién thi tinh thanh

4. Chon khu vyec tinh thanh/quin huyén/phuong xa

27

Quan ly chinh stra khu vuc

1. Nguoi dung dang nhép 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 cy 3 cép: tinh thanh,
quan huyén, phuong xa

+ Danh sach dang bang hién thi tinh thanh

4. Nguoi dung chon khu vuce can edit

5. Nguoi dung nhap ma khu vuc/tén khu vuc can edit

6. Nguodi dung nhan xac nhan

28

Quan 1y xo04a khu vuc

1. Nguoi dung dang nhép vao tai khoan admin

2. Nguoi dung chon danh myc khu vuc
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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 thanh

4. Nguoi dung chon khu vuc can xoa

5. Nguoi dung nhan xac nhan

29

Quan 1y tao khu vuce

1. Nguoi dung dang nhép vao tai khoan admin

2. Nguoi dung chon thém méi

3. Nguoi dung dién tén khu vuc, ma khu vuc theo ma code
hanh chinh qudc gia

4. Nguoi dung chon tao tinh thanh/quén huyén/phuong xa

5. Nguoi dung nhan tao

6. Khu vuc méi duoc tao

30

Xuat report (excel) phan
anh méi

1. Tai muc Tong dai & Menusite, nhian chon Phan anh moi,
sau do chon Xuat Excel

2. File Excel duoc tai vé may

31

X1 1y tin phan anh

1. Tai muc Tong dai & Menusite, nhan chon Phan anh méi

2. Chon buton [Chi tiét]

3. H¢ thong hién thi popup thong tin chi tiét cua phan anh

4. Chon buton [Xo0a]

5. Hé thong hién thi thong béo

6. Chon buton [Stra tin]

7. Hé thong hién thi popup cho phép thay doi thong tin

8. Nguoi dung thay doi thong tin va submit

9. Kiém tra rang budc cac truong thong tin

9.1 Thleu thong tin ¢ cac tru:ong rang budc

+ Hé thng thong bao yéu cau dién thong tin vao cac truong
rang budc

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 cac truong thong tin

14. Hién thi thong bao

13a. Thiéu thong tin & cac truong rang budc

13al. H¢ thong thong bdo yéu cau dién thong tin vao céc
trudng rang bude

32

Phan cong phan éanh tdi
don vi

1. Ngudi dung chon phan anh phan cong, chon [Piéu phbi]

2. Pién day du céac thong tin va submit

3. H¢ thong hién thi thong bao

33

Bao tin rac

1. Nguoi dung chon phén anh phan cong, chon [Béo tin rac]

2. bién day du cac thong tin va submit

3. H¢ thong hién thi thong bao

34

Quan 1y tin rac

1.Chon biéu phoi->Tin rac, chon mdt tin rac

2. Chon button [Chi tiét]

3. H¢ thong hién thi thong tin chi ti€t cua tin phan 4nh

4. Chon buton [Xuat excel]
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5. File Excel dugc tai vé may

35

Quan ly tin phan 4nh ngoai
khu vuc

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

2. Chon button [Chi tiét]

3. Hé thong hién thi thong tin chi tiét ctia tin phan anh

4. Chon buton [Xuét excel]

5. File Excel dugc tai vé may

36

Quan 1y tin phan anh da xu
ly

1.Chon Piéu phéi->tin da xur ly, chon mdt tin

2. Chon button [Chi tiét]

3. Hé thong hién thi thong tin chi tiét cia tin phan 4nh

4. Chon buton [Xuat excel]

5. File Excel dugc tai vé may

37

Céu hinh diéu phdi tu dong

1. Nguoi dung dang nhap véi account dugc cap quyén diéu
phoi ty dong.

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

3. Chon véo nat "Cau hinh".

4. Chon vao "Chon Linh Vuc".

5. Chon mét hodc nhiéu linh vuc.

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

7. Chon vao "Chon khu vuc tiép can".

8. Chon "Trang thai tu dong".

9. Chon "Khu vyc tinh/thanh pho".

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 nhan diéu phdi ty dong

1. Nguoi dung dang nhap account quan 1y ti€ép nhan phan
anh.

2. Khi ¢6 phan anh méi dugc di€u phoi té1 don vi, nguoi
dung s€ nhan duoc notify thong bao, dong thoi nhan dugc
phan anh hé thong tu diéu phdi.

3. Click v0 phan anh dugc di€u phoi dé€ xem thong tin chi
tict va ban do.

2. Ung dung quan ly Permission

. Nguoi dung nhap mat khau hién tai

1 Danfg_ n hap tai - khoan 1. Nguoi dung nhap tén tai khoan va mat khau
nguoi dung

2. Kiém tra thong tin ding nhap

3. Tra vé két qua dang nhép

4. Cap nhat trang chu khi dang nhap thanh cong
2 r(fggbri dSr}llgt thong tin 1. Nguoi dung vao trang thiét 1ap tai khoan

2. Xem thong tin tai khoan hi¢n tai

3. Thiét lap thong tin tai khoan

4. Luu thong tin tai khoan ctia nguoi dung
3 | Thay d6i mat khau 1. Nguoi dung vao trang thiét lap tai khoan

2

3

. Kiém tra mat khau hién tai
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4. Nhap mat khau méi 2 1an néu mat khau cua diang
5. Kiém tra sy hop 1¢ ciia mat khau mai
6. Luu mat khau méi dd dugc ma hoa 1én server
4 | Quan ly vai tro 1. Thong tin cia mot Menu (M3, Tén...)
2. Chon menu cha.
3. Luu thong tin
5 | Quan Iy nhom quyén 1. Thong tin cia mdt nhdm quyén (M4, Tén...)
2. Chon danh sach cac vai tro
3. Luu thong tin
6 ?Ouragrérzi};artliaoln)s u dung 1. Thong tin cia noi st dung (Ma, Tén...)
2. Nhom quyén quan Iy
3. Thong tin nguoi quan ly Organization nay
4. Luu thong tin
7 Quan 1y phong ban 1. Thong tin ciia phong ban (Ma, Tén...)
(Department) ' ’ o
2. Phong ban dang thudc vé (cap cha con)
3. Luu thong tin
8 | Quan tri User trong hé théng ih;l““géng tin user trong h¢ thong (Ma, Tén, DT, Email, Dia
2. Nhom quyén 1 user trong hé thong.
3. Mat khau.
4. Phong ban dang thudc vé
5. Luu thong tin
9 Quan tri Nguoi dung hé¢ 1. Thong tin user trong h¢ thong (M3, Tén, DT, Email, Dia
thong chi...)
2. Nhom quyén 1 user trong hé thong.
3. Mat khau.
4. Luu thong tin
Ciu hinh thong béo tin
nhin SMS cho lanh dao,
can by, chuyén vién truc
thudc co quan chirc nang
khi c6 tin phan 4nh chuyén
o1 }énh' ) dag, Céfl bo, 1. Hién thi danh sach ngudi ding hé thong
chuyén vién ti€p nhan cho
10 | phan cong, cho xu ly, cho

phé duyé¢t theo vai tro cua
minh

2. Chon ngudi dung cau diéu chinh

3.Tai muc Céu hinh giri 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 cac truong thong tin

7. Ghi Log hé thong




14

STT

Tén Chirc nang

Mo ta Chirc nang

8. Hién thi thong bao

11

Cau hinh thoi gian xir 1y
quéd han theo tung Iinh|
vuc: vd linh vuc A - 24h,
linh vuc B - 8h.

1. Hién thi danh sach linh vuc theo don vi

. Chon linh vuc

. H¢ thong hién thi popup thong tin chi tiét cau hinh

. Hién thi céc thong tin chi tiét vao form

. Nguoi dung thay doi thong tin va submit

. Kiém tra rang budc

. Ghi Log hé thong va cap nhat thong tin

0| Q||| B~|WIN

. Hién thi thong bo

3. Module giai dap thi tuc (KNOWLEDGE BASE)

I. API WEB SERVICE

1

Xac thuc token

1. Ngudi dung giri request yéu cau dit liéu

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

3. Server ma hoa token

4. Néu xac thuc token diung, thi cho phép di ti€p vao tng
dung

Tao cau hdi va ndi dung
tra 101 cho mot thu tuc moi

1. Xac thuc token

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

3. Xtr Iy 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 kiém thu tuc

Xoba bd cau hoi

1. Xac thuc token

2. G dir 1iéu format theo dinh dang yéu cau (id cau hoi)

3. Xt ly thong tin dau vao (hop 1€ va khong hop 1¢)

4. Cap nhat thong tin xuong Database (Xda cau 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 ki€m thu tuc

Xo6a ndi dung tra 1oi
cuia mot thu tuc

1. Xac thuc token

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

3. Xtur 1y thong tin dau vao (hop 1€ va khong hop 1€)

4. Cap nhat thong tin xuong Database

5. Cap nhat thong tin qua h¢ thong search engine x6a index
chi muc tim ki€m thu tuc

Chinh stra / Cap nhat tiéy
dé mot cau hoi thu tuc

1. Xac thuc token

2. Guri dir lieu format theo dinh dang y€u céu (id cau hoi,
ti€u dé cau hoi, trang thai cau hoi)

3. Xir 1y thong tin dau vao (hop 1é va khong hop 18)
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4. Cap nhat thong tin xudng Database

5. Cap nhat thong tin qua h¢ thong search engine index chi
muc tim ki€m thu tuc

Chinh stra / Cap nhat noi
dung tra 161 1 cau hoi

1. Xac thuc token

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

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

4. Cap nhat thong tin xudng Database

5. Céap nhat thong tin qua h¢ thong search engine index chi
muc tim kiém thu tuc

Thém mo1 ndi dung tra 101
cho mdt thu tuc

1. Xac thuc token

2. Gui dir liéu format theo dinh dang yéu cau (id cau hoi, id
cau tra 101, n0i dung tra 101, file dinh kém)

3. Xu ly thong tin dau vao (hop 1é va khong hop 18)

4. Cap nhat thong tin xudng Database

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

Xem chi tiét thu tuc

1. Xac thuc token

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

W

. Xu ly thong tin dau vao (hop 1€ va khong hop 1¢)

. Truy xuat dir liéu xuong DB

. Tra két qua truy xuat

Xem chi tiét mot ndi dung
tra 101 tha tuc

. Xac thuc token

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

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

. Truy xuat dir liéu xuéng DB

. Tra két qua truy xuat

10

Danh sach cac thu tuc

. Xac thuc token

. Gtri dir liéu format theo dinh dang yéu cau (type-optional)

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

. Truy xuét di liéu xuéng DB (lay theo type hoic tat ca)

. Tra két qua truy xuét

11

Tim kiém thu tuc hanh chinhl

. Xac thuc token

[\)P—‘Ul-lkwl\.)»—‘kh-hw[\)b—‘ul-h

. Guri dir li€u format theo dinh dang y€u cau (ndi tung tim
kiém, tim chinh xic hay khong chinh xé4c, typeDoc tim
trong thu muc tai li¢u nao)

3. Xtur 1y thong tin dau vao (hop 1€ va khong hop 1€)

4. Truy xuat tim kiém xuong hé thong search engine

5. Phan tich va highlight két qua tim kiém

6. Tra ve dir liéu da tim duoc

II. W

EBSITE QUAN TRI

11

Tao cau hoi va ndi dung
tra 101 cho mdt thu tuc maéi

1. M3 hoa token request
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2. Gui dir liéu format theo dinh dang yéu cau (tén cau hdi,
ndi dung cdu ca troi, file dinh kém)

3. Xu ly thong tin dau vao (hop 1é va khong hop 18)

_Goi APl xtr Iy

. Nhan két qua xu ly

12

Xoba bd cau hoi

. Ma hoa token request

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

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

_Goi API xtr Iy

. Nhan két qua xir ly

13

Xo6a ndi dung trd 101 cua
mot thu tuc

. M3 hoa token request

N — [ [WN [~ Wn~

. Gui dir licu format theo dinh dang yéu cau (id cau hoi, id
cau tra 101)

3. Xu ly thong tin dau vao (hop 1é va khong hop 18)

4. Goi APl xu ly

5. Nhan két qua xir ly

14

Chinh sua / Cap nhat tiéu
dé mdt cau hoi thu tuc

1. Ma hoéa token request

2. Gui dir li€u format theo dinh dang y€u céu (id cau hoi,
ti€u dé cau hoi, trang thai cau hoi)

3. Xt 1y thong tin dau vao (hop 1€ va khong hop 1¢)

4. Goi API xu ly

5. Nhan két qua xir ly

15

Chinh stta / C3p nhat noi
dung tra 161 1 cau héi

1. Ma hoa token request

2. G dir liéu format theo dinh dang yéu cau (id cau hoi, id
cau tra 101, trang théi ciu trd 161)

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

4. Goi API xir Iy

5. Nhan két qua xir ly

16

Thém méi ndi dung trd
161 cho mot thu tuc

1. Ma hoéa token request

2. G dir liéu format theo dinh dang yéu cau (id cau hoi, id
cau trd 101, nd1 dung tra 101, file dinh kém)

3. Xu ly thong tin dau vao (hop 1€ va khong hop 1€)

4. Goi API xu ly

5. Nhan két qua xtr Iy

17

Xem chi tiét thu tuc

1. M3 hoa token request

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

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

4. Goi API xtr ly

5. Nhan két qua xir ly

18

Xem chi tiet mot ndi dung
tra 101 thu tuc

1. Ma hoéa token request

2. Guri dir liéu format theo dinh dang yéu cau (id cau hoi)
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3. Xir 1y thong tin dau vao (hop 1é va khong hop 18)

4. Goi API xur Iy

5. Nhan két qua xir ly

19

Danh sach cac thu tuc

1. Ma hoéa token request

2. Gui dir 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 xir Iy

5. Nhan két qua xir ly

20

Tim kiém thu tuc hanh chinh

1. M3 hoa token request

2. Gui dit liéu format theo dinh dang y€u céu (ni tung tim
kiém, tim chinh xac hay khong chinh xéc, typeDoc tim|
trong thu muc tai li€u nao)

3. Xu ly thong tin dau vao (hop 1é va khong hop 18)

4. Goi API xu ly

5. Nhan két qua xir ly

. Lay noi dung giri tin.

III | Module tim kiém
21 ((:}(A)(;llg tim kiém hanh chinh 1. Nguoi dung gui thong tin tim kiém
2. Tra vé két qua (dang rat gon), ¢ phén trang khi dir li¢u
nhiéu
3. Hién thj chi tiét noi dung khi click
4. Péng phién tim kiém
22 | Goi tim kiém sy kién 1. Nguoi dung gui thong tin tim kiém
2. Tra vé két qua (dang rat gon), c¢6 phén trang khi dir li¢u
nhiéu
3. Hién thi chi tiét ndi dung khi click
4. Péng phién tim kiém
4. Module SMS
I. API
Nhan tin nhan tir doi tac
1 | cung cdp dich vunhan tin | 1. Nhan tin nhin tir dbi tic cung cip dich vu nhin tin SMS
SMS
2. Lay thong tin s6 dién thoai ngudi gui tin
3. Lay noi tin nhan SMS
4. Ghi log file.
5. Gui tin nhan qua core.
Gui tin nhan dén doi tac
2 | cung cap dich vu nhan tin| 1. Nhan yéu cau giri tin nhin tir core ra bén ngoai.
SMS
2. Lay thong tin sO dién thoai can giri tin dén.
3. Lay noi dung nhan tin SMS.
4. Ghi log file.
5. Giri tin nhin dén doi tac cung cap dich vu nhan tin SMS.
3 | Gtri tin nhin dén Core 1. Lay thong tin so dién thoai giri tin.
2
3

. Dinh dang tham s6 dau vao theo API core quy dinh
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. Két n61 véi API cua core dé chuyén tin nhan vao core

. Ghi log file

4 | Nhan tin nhan tir Core

. Nhan tin nhan tir Core

. Lay thong tin s6 dién thoai nguoi giri tin

. Lay ndi tin nhan SMS

. Ghi log file.

. Gui tin nhan qua doi tac cung cap dich vu nhin tin SMS.

Ghi log SMS vao
Couchbase

. Pinh dang dit liéu can ghi log

. Két n6i voi hé thong luu trir log (Couchbase)

. Ghi dir liéu vao couchbase.

. Ghi log file thong bao néu c6 161.

6 | Lich sur gttt SMS

. Két noi vao hé thong log tap trung Couchbase.

. Lay thong tin tong so tin nhan.

. Tinh s0 trang cho toan b0 dir li¢u.

. Lay dir liéu theo theo yéu cau.

. Tra két qua dir liéu.

Loc tin nhan theo so dién

. Két ndi vao hé théng log tap trung Couchbase.

N[ [WIN| —m [N WN =AW — DN WIN =D

thoai
. Lay thong tin tong so6 tin nhan theo s6 dién thoai.
. Tinh s0 trang cho dir liéu.
. Lay dir li¢u theo theo yéu cau.
. Tra két qua dir liu.
8 bidu phoi vien tiép nhan 1. Nguoi dan nhin tin qua hé thong sms ciia

tin bdo thong qua sms

2. Diéu phdi vién xem danh sach cac tin nhan cua nguoq
dan, chon tin nhan va nhap cac thong tin can thiét khac cua
tin bao

3. Piéu phéi vién luu tin bao, két thuc qua trinh tao tin.

9 | Quan ly lich st tin nhan

1. Chon Lich st tin nhan

2. Nhap so6 dién thoai bat ky va tim kiém

3. H¢ thong hién thi két qua lién quan

4. Nhap thoi gian va tim kiém

5. H¢ thong hién thi két qué lién quan

6. Chon [SO lugng két qua] bat ky c6 trong danh sach va tim|
kiém

7. H¢ thong hién thi két qua

5. Module Call center

Piéu phdi vién tiép nhan
1 |[tin bao thong qua call
center

1. Ngudi dan goi vao hé thong téng dai.

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

3. Dicu phoi vién tiép nhan va cap nhat thong tin tin bao
cua nguoi dan cung cap.

4. Két thuc cudc goi, diéu phoi vién luu tin bao.

2 | Tiép nhan tin nhin qua

1. Tiép nhén thong tin cude goi (sé dién thoai nguoi goi, ma
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cudc goi Voice [P

nguoi nhan,...).

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

3. Goi phuong thirc Hub, giri thong tin va thong bao nguoi
nhan co6 cudc goi dén

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

5. Tra vé phan hoi cho phia API Gateway

Tiép nhén tin nhadn qua
cudc goi Voice IP

1. Tiép nhan théng tin cudc goi (s6 dién thoai ngudi goi, ma
nguoi nhan,...).

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

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

4. Cap nhat trang thai ban N
- Kiém tra trang thai ngudi nhan dang rdi hay ban

5. Tra vé phan hoi cho phia API Gateway

I. Website quan tri

4

Xac thuc nguoi quan tri

. Nguoi dung nhép tén tai khodn va mat khau

. Kiém tra thong tin dang nhap

. Tra vé€ két qua dang nhap

BN —

. Vao trang quan tri khi ddng nhap thanh cong

Chiure nang Configurations

Cau hinh chung

. Hién thi c4c tham s6 cu hinh chung

. Cau hinh céc tham s6 va cap nhat vao hé théng

. Hién thi cac tham sb d3 cau hinh

. Apply cau hinh chung vio hé thong.

CAu hinh extension

. Phan trang extension

. Xac dinh s6 lugng extension hién thi trong mdt trang

. Liét ké Extension

. Tim kiém extension

. Thém mdi extension mirc don gian.

. Thém mdi extension mirc nang cao.

. Cap nhat chinh stra extension muc don gian.

R[Q[N N[ PB|WRIN—= | WIN|—

. Cap nhat chinh stra extension muc nang cao.

9. Xda extension.

10. Apply cau hinh extension vao hé thong.

Cau hinh agent

. Phan trang agent

. Xac dinh s6 lugng agent hién thi trong mot trang

. Liét ké agent

. Tim kiém agent

. Thém mai agent.

. Cap nhat chinh stra agent.

. Xoa agent.

. Apply ciu hinh agent vao hé thong.

Cau hinh hang doi
(Queues/ACD)

. Phan trang hang doi

. Xéac dinh s6 lwong hang doi hién thi trong mot trang

WIN| — |0 NN~

. Li¢t ké hang doi
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4. Tim kiém hang doi

5. Thém méi hang doi.

6. Cap nhat chinh stra hang doi.

7. Xo6a hang doi.

8. Xac dinh extension trong hang dgi.

9. Cau hinh phat thong bao trudc khi vao hang doi.

10. Chuyén cudc goi khi hét thoi gian trong hang doi.

11. Co ché phan phéi cudc goi trong hang doi.

12. Nhac cho trong hang doi.

13. Ghi am cudc goi vao hang doi.

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

Cau hinh két noi thoai IP
(Sip Trunking)

1. Phan trang Sip Trunk

. X4c 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 stra Sip Trunk

. X6a Sip Trunk.

. Apply cau hinh Sip Trunk vao hé thong.

10

Cau hinh goi vao (Inbound
Routing)

. Phan trang Inbound Routing.

. Xéc dinh s6 luong hién thi trong mot trang.

. Liét ké danh sach c4u hinh Inbound Routing.

. Tim kiém Inbound Routing.

. Thém méi Inbound Routing.

. Cap nhat chinh stra Inbound Routing.

. X6a Inbound Routing.

. 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 thi trong mot trang.

. Liét ké danh sach cau hinh Outbound Routing.

. Tim kiém Outbound Routing.

. Thém md&i Outbound Routing.

. Cap nhat chinh stra Outbound Routing.

. X6a Outbound Routing.

. Xac dinh prefix goi ra dudng Outbound Routing.

O |0 AN N | [WIN — |0 Q NNV — [0Q|N|N [N

. Xéac dinh két ndi Sip trunking cho Outbound Routing.

10. X4c dinh ma Pin cho Outbound Routing.

11. Apply cau hinh Outbound Routing vao hé thong.

12

Upload file am thanh

1. Phan trang file &m thanh.

2. Xéac dinh sb file &m thanh hién thi trong mot trang.

3. Liét ké danh sach file am thanh.

4. Tim kiém file 4m thanh.

5. Thém méi file am thanh.
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. Cap nhat chinh stra file am thanh.

. X6a Outbound Routing.

Cau hinh trd 161 tg dong

13 1R

. Phan trang IVR.

. Xac dinh s6 IVR hién thi trong mot trang.

. Liét ké danh sach IVR.

. Thém moi IVR.

. Cap nhat chinh stra IVR.

. Xo6a IVR.

. Binh nghia s6 bam cho ting chirc ning.

. Binh tuyén cudc goi khi hét thoi gian cho.

6
7
1
2
3
4. Tim kiém IVR.
5
6
7
8
9
1

0. Apply cau hinh IVR vao hé thong.

Cau hinh ma PIN goi ra 1

14 -
ngoai

. Phan trang ma PIN

. Xéc dinh s6 dong hién thi trong mot trang.

. Liét ké danh sach ma PIN.

. Tim kiém m3 PIN.

. Thém mdi ma PIN.

. Cap nhat chinh stra ma PIN

. X6a ma PIN.

. Apply cau hinh ma PIN vao hé thong.

Cau hinh hoi thoai

15 (Conferences)

. Phan trang Conferences.

. X4c dinh s6 dong hién thi trong mot trang.

. Liét k& danh sach Conferences.

. Tim kiém Conferences.

. Thém mao1 Conferences.

. Cap nhat chinh stra Conferences.

. X0a Conferences.

. Xac dinh nhac cho cho Conferences.

O|[R0[ QAN N[ BR|W[(N — |[oQ|N N[ [W|DN

. Apply ciu hinh Conferences vao h¢ thong.

Cau hinh dinh tuyén cudc
16 | goi theo thoi gian (Time 1

Conditions) . Phan trang dinh tuyén cudc goi theo thoi gian

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

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

4. Tim kiém dinh tuyén cudc goi theo thoi gian di cau hinh

5. Thém méi dinh tuyén cudc goi theo thoi gian.

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

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

RN [e)

. Apply ciu hinh Time Conditions vio hé thong.

Céu hinh chin s6 quay rdi
(Blacklist)

—

17 . Phan trang Blacklist

2. Xé4c dinh s6 dong hién thi trong mdt trang.
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. Liét ké danh sach Blacklist di cAu hinh.

. Tim kiém sd dién thoai trong Blacklist

. Thém m&i sb dién thoai vao Blacklist.

. Cap nhat chinh stra Blacklist.

. Xo6a s6 trong Blacklist.

. Apply cau hinh Blacklist vao hé thong.

18

Cau hinh nhac cho
(Music on Hold)

. Phan trang nhac cho.

. Xé4c dinh s6 dong hién thi trong mét trang.

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

. Tim ki€ém nhac cho da cau hinh.

. Thém mao1 nhac cho.

. Cap nhat chinh stra nhac cho

N[N [R[WL[N] — [N~V

. X6a nhac cho da co

19

Cau hinh s6 truy cip ung
dung (Application Code)

—

. Xem céc s6 truy cap ung dung

N

. Stra, cdp nhat so truy cdp ing dung

(oY)

. Apply sb truy cap tng dung vao hé thong.

Chirc nang Monitor

20

Monitor Call center

. Két ndi véi Call center theo md hinh Client-Server.

. Phan tich cac su kién Call center giri cho client.

. Hién thi trang thai extension online/offline.

. Hién thi trang thai két ndi Sip trunking.

N[ BR[WI[N[—

. Thay doi trang théi extension khi c6 cudc goi ra/vao.

6

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

thong.

7.

Giam sat cac cudc goi trong hang doi1 Queues.

8.

Gidm sat cac cudc goi Parked Call.

Chirc nang Recording

21

Xem thong tin cudc goi
va ndi dung ghi am

. Phan trang chi tiét cudc goi.

. Liét ké chi tiét cudc goi.

. Loc va tim cudc goi theo thoi gian.

. Loc chi tiét cude goi theo $O goi calling.

. Loc chi tiét cudc goi theo s6 bi goi called.

N[N | BN

. Download file ghi am cudc goi.

Chirc nang Call center Report

Xéac dinh va chon thong

. Report answer calls theo agent.

22 tin xem report 1. Chon va xéac dinh Queues dé xem report.

2. Chon va xéc dinh agent dé xem report.

3. Xéc dinh khoang thoi gian xem report.

4. Chon nhanh xem report theo ngay/tuan/thang.
23 | Report Answered Calls | 1. Report thong tin tong thé Answer calls.

2

3

. Xuét Report answer calls theo agent ra file excel.
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4. Xuat Report answer calls theo agent ra file pdf.

5. Db thi cot answer call theo agent.

6. Thong ké s6 luong va thoi luong cua cic cude goi
(Service Level)

7. Xuat Thong ké s6 luong va thoi luong cua cac cude goi
ra file excel.

8. Xuat Théng ké s6 luong va thoi luong cua cac cude goi
ra file pdf.

9. b6 thi cot mo ta so lugng va thoi lugng ctia cac cudce goi.

10. Report s6 luong cudc goi theo timg Queues.

11. Xuét Report s6 lwong cude goi theo ting Queues ra file
excel.

12. Xuét Report s6 lwong cudc goi theo ting Queues ra file
pdf.

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

14. Xuat Report két thuc cudc goi ra file excel.

15. Xuét Report két thiic cudc goi ra file pdf.

16. D6 thi hinh tron mé ta két thiic cudc goi.

24

Report Unanswered

Calls

1. Report thong tin tong thé Unanswer calls.

2. Report nguyén nhin cudc goi khong dugc tra 101.

3. Xuét Report nguyén nhan cudc goi khong duoc tra 1oi ra
file excel.

4. Xuat Report nguyén nhan cudc goi khéng duoc tra 10i ra
file pdf.

5. D6 thi hinh tron thé hién cudc goi khong duoc tra 101.

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. Xuat Report cac cudc goi khong tra 161 theo Queue ra file
pdf.

9. P6 thi thé hién cac cudc goi khong tra 101 theo Queue.

25

Report Agents

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

. Report thoi gian 1am vi¢e cua agent.

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

. Xuat Report thoi gian lam viéc ciia agent ra file pdf.

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

AN N[ WIN|—

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

7. Xuat Report thoi gian tra 10i cac cudc goi cua agent ra
file pdf.

8. Do thi Report thoi gian tra cac cudc goi clia agent.

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

10. Xuat Report trang thai cac cudc goi phan phdi cho agent
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ra file excel.

11. Xuat 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.

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

. Report phan phdi cudc goi theo gio.

. Xuat Report phan phdi cudc goi theo gio ra file excel.

. Xuat Report phan phdi cudc goi theo gio ra file pdf.

. D6 thi mé ta phan phdi cudc goi theo gio.

Nelle R ENERe NNV, | N SN RS R \S)

. Report phan bd cudc goi theo gid.

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

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

12. B4 thi phan b cudc goi theo gioy

I1. API Tich hgp Core

27

API thong tin agent

. Lay thong tin agent trén Call center

. Tra két qua thong tin agent cho Core

28

API lich str cude goi

. Lay tong sO cudc goi.

. Tinh s0 trang.

. Lay s6 liéu theo trang

. Tra két qua lich str cudc goi cho Core

29

API cudc goi nho

. Lay tong s6 cudc goi nhd.
. Tinh s0 trang.

. Lay s0 liéu theo trang

. Tra két quacudc goi nhd cho Core

30

API file ghi am

. Tim file ghi 4m can ly.

. Tra két qua file ghi am cho Core

31

API Click2call

. Lﬁy thong tin can thuc hién cudc gol.

N [N m= [ [ W= B[N — || —

. Truy cap Call center va gtri 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 cép Call center va gui thong tin d€ thuc hién tac vu
chuyén cudc goi.

3. Thyuc 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 cép Call center va giri thong tin dé€ thyc hién tac vu
chuyén cudc goi.

3. Thyc hién chuyén cudc goi.

4. Tra thong tin két qua cho Core.
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34

Tiép nhan cudc goiqua
kénh Call Center

1. Nguoi ding vao trang tong dai, chon vao tab call

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

35

Tao tin mdi phan anh tuy
kénh Call Center

1. Nguoi dung dién céc thong tin vao form tao tin bdo maéi
va submit

2. Kiém tra céc truO‘ng rang budc

Thiéu thong tin ¢ cac truorng rang budc

Hé thdng théng bao yéu cau dién thong tin vao cic truong
rang budc

3. Hé thong notify tin bao da duoc ghi nhan

36

Quan 1y cudc goi

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

2. Chon vao khung tim kiém va search s6 di¢n thoai can tim

3. H¢ thong tra veé két qua lién quan

37

Goi lai cho ngudi dung

1. Nguoi dung chon cude goi trong danh sach cac cudc goi
toi

2. Click goi lai va tuong tac voi nguoi da goi

38

Quan 1y lich st cude goi

1. Chon Lich str cudc goi

2. Nhép s0 dién thoai bat ky va tim kiém

3. H¢ thong hién thi két qua lién quan

4. Nhap thot gian va tim kiém

5. Hé thong hién thi két qua lién quan

6. Chon [SH lugng két qua] bat ky co trong danh sach va tim
kiém

7. Hé thong hién thi két qua

39

Call

1. Tiép nhan thong tin cudc goi (sé dién thoai nguoi goi, ma
nguoi nhan,...).

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

3. Goi phuong thirc Hub, gtri thong tin va thong bao nguoi
nhan c6 cude 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

40

Chic niang tich hop, két
no1 va chia sé dir liéu

Chure ning két ndi v6i Cong
DVC Qubc gia

Hé thong c6 kha ning két ndi va trao doi dit liéu qua lai véi
Cong DVC Quoc gia khi c6 yéu cau

Chtc ning két nbi v6i Dich)
vu buu chinh cong ich

H¢ thong san sang két noi va trao doi dir li€u qua lai voi
Dich vu buu chinh cong ich khi cé yéu cau

Chure ning két ndi voi Cong
DVC tinh

Hé thong sin sang két ndi va trao doi dit lidu qua lai voi
Cong DVC tinh khi c6 yéu cau

Chtrc nang két noi voi Phan

mém truc két ndi li€n thong

Hé thong sin sang két ndi va trao doi dit liéu qua lai véi
Phan mém truc két ndi lién thong quy mo cap tinh khi co
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yéu cau
Chllc riang }<et , n?l an Hé¢ théng san sang két ndi va trao ddi dit liéu qua lai voi
Phan (o duan Iy vén ban Phan mém quan 1y vin ban va diéu hanh tinh khi ¢6 yéu cau
va di€u hanh tinh
Chic ning két ndi vé6i [Hé thong sin sang két ndi va trao ddi dit lidu qua lai véi cac
Zalo,... hé théng Zalo, SMS khi ¢6 yéu cau
Chtrc nang két ndi v&i hé [He théng san sang két ndi va trao dbi dit liéu qua lai v6i h§
thong Xac thyc va quan 1y thong Xac thuc va quan 1y tai khoan tap trung toan tinh khi
tai khoan tap trung c6 yéu cau
Chic niang két nbi voi Hé thong sin sang két ndi va trao d6i dit lidu qua lai véi cac
HTTT, CSDL cua B phdn mém chuyén nganh ctia BO/ nganh va cac co so diy
nganh va cua tinh lidu cua tinh theo huéng dan két ndi khi cé yéu cau
Model AI trich xuét dbi twong dé xtur Iy chuyén sau ngdn
ngur.
Cong nghé xir 1§ ngon ngir Xir Iy tjéng néi (Speech to text): Xt 1y File m thanh c?m
49 i doc; Pau ra: Poan véan ban két qua chuyén doi tur file am

tu nhién - NLP

thanh dau vao.
Tém tit ndi dung: X 1y doan van ban chuyén do6i; Dau

ra: Poan van ban da duoc tom tat
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PHU LUC 02: HE THONG TIEP NHAN THONG TIN

STT N¢i dung Pon vi tinh | . >0 50
: : lwgng | thang

| Thﬁue bilO so‘hothne dinh tuyén vao hé TB/thing 1 12
thong tong dai
Cuéc dich vu Brandname tin nhin dén

2 duong day nong ciac SO, Ban nganh thang 1 12
(khoan tron go1i hang thang)
Thué line dién thoai c6 chirc nang ghi

3 am, chuyen cudc goi, dinh tuyén vao | line/thang 4 12
phan mém tiép nhan thong tin

4 D}Jy tl‘ll’}h kénh Metronet 10 Megabit/s Kénh/thang 1 12
hang thang
Chi phi nhan sy tryc duong day nong

5 24/24 (bao gobm: tién lvong, BHXH. NV/thang 6 12
BHYT..)

6 Pién nudc va vin phong pham Lan/thang 1 12
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