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MO PAU

Véi viéc ban hanh cac quyét dinh 749/QD-TTg phé duyét Chuong trinh
chuyén ddi sé qudc gia dén nim 2025, dinh huéng nim 2030 va Quyét dinh sb
942/QD-TTg ngay 15/6/2021 phé duyét Chién lwoc phét trién Chinh phu dién tor
huéng téi Chinh phu sé giai doan 2021 - 2025, dinh hudng dén nim 2030, Chinh
phu da xac dinh cap thiét va cu thé yéu cau chuyén doi s cia qudc gia.

Tap doan Buu chinh Vién thong Viét Nam (VNPT) 1a doanh nghiép di dau
trong chuyén d6i s, VNPT tap trung moi ngudn lyc dé xay dung hé sinh théi cac
giai phap s6 (VNPT digital ecosystem) nham cung cap diy du nhu cau sé hang ngay
ctia doi séng kinh té - x4 hoi [4] : tir giai tri dén tai chinh, hoc tip, chim soc sirc
khoé...

Ké tir khi bat dau tai co cdu, VNPT da timg budc kién toan lai cong tac xay
dung chién lugce, ciu trac, quy hoach, ké hoach phat trién trung va dai han vé mang
ludi, dich vu. Pén nay, VNPT khong chi c6 mang di dong 3G/4G/5G rong khép dén
96% quy mo dan s, mang bang rong cb dinh c6 téc do Internet s6 1 Viét Nam ma
con dang so hitu 2 trung tdm IDC tiéu chuan Tier 3 tai Nam Thing Long va Tan
Thuan, dong thoi tiép tuc phat trién ha ting CNTT dap tng nhu cau cung cip dich
vu ndi bd va cho khach hang, dic biét 1a khdi khach hang chinh quyén [4]. Khong
dimg & d6, VNPT ciing dang tiép tuc ddy manh hop tac dé nghién ctru cac linh vuc
cong nghé moi, bao gdm Al, cong nghé Blockchain, IoT, Cyber Security... tao nén
tang vitng chic cho muc tiéu tién phong trong cong cudc dan dit chuyén ddi sb,
hudng té1 muc tiéu trg thanh nha cung cép hang dau vé dich vu sb tai Viét Nam va
Trung tdm giao dich s6 cta khu vuc chau A. ..

Thuec hién su chi dao cua Tap doan Buu chinh — Vién thong Viét Nam, trong
nhitng nim vira qua, VNPT Hai Duong di tap trung thuc hién viéc chuyén doi s6
no1 bo di sau vao cac linh vuc: Nguff)n nhan lyc, diéu hanh san xuét kinh doanh, di
li¢u khach hang ....

Do qué trinh s6 hoa ndi bo ctia VNPT Hai Duong theo chi dao ctia Tap Poan

Buu chinh Vién thong Viét Nam va chuong trinh chuyén dbi sb tai Tinh Hai



Duong. Trong thoi gian t6i VNPT Hai Duong s& phai du tu, nang cip ha ting vién
thong va cong nghé thong tin dap ung viéc chuyén doi so ndi bd VNPT Hai Duong
noi riéng va Tinh Hai Duong néi chung.

Do d6, hoc vién d3 lya chon dé tai: “Xay dung ha téng vién thong va cong
nghé thong tin phuc vu cho cong tac chuyén doi sé tai VNPT Hai Duong” lam luin
van tot nghiép.

Luan vin gdm 3 chuong va trinh bay vé cac van dé:

Chwong 1: Tong quan va 16 trinh trién khai chuyén d6i s6 tai VNPT Hai
Duong.

Chuwong 2: Giai phap chuyén doi sb tai VNPT Hai Duong.

Chwong 3: X4y dung ha tang vién thong va cong nghé théng tin phuc vu
cong tac chuyén doi s6 tai VNPT Hai Duong.



CHUONG 1: TONG QUAN VA LO TRINH TRIEN KHAI
CHUYEN POI SO TAI VNPT HAI DUONG

1.1. Khai niém chuyén d6i s6 va doanh nghiép s6

Chuyén d6i sé 13 mét trong nhitng muc tiéu dugc quan tdm hang dau cua cac
doanh nghiép cong nghé tai Viét Nam. Chinh phu Vi¢t Nam cling dac biét quan tam
dén van dé chuyén doi sd trong cudc Cach mang cong nghiép 4.0 va giao cho B
Théng tin va Truyén thong xdy dung Pé an Chuyén doi sé Qudc gia [3] va trinh Dé
an cho Thu tudng ngay trong nam 2019. Chuyén doi sé6 dong mot vai tro quan trong
trong cugc Cach mang cong nghiép 4.0.

Hién nay, dinh nghia vé chuyén ddi s6 chua c6 chuan hoa, nhiéu té chirc, doanh
nghiép c6 cac dinh nghia riéng ciia minh, nhung trén mot géc nhin tong quat:
Chuyén doi sé (Digital Transformation) la viéc sit dung dir liéu va cong nghé sé dé
thay doi mét cach tong thé va toan dién tat ca céc khia canh ciia doi song kinh té - x&
héi, tai dinh hinh cach chung ta song, 1am viéc va lién hé véi nhau [3]. C6 thé néi,
chuyén doi s6 13 viéc cap bach néu mudn phat trién. Trén quy md Qudc gia, chuyén
d6i s6 anh huong ngay cang 16n d&én ting trudng GDP, ning suat lao dong va co ciu
viéc lam.

Tai Viét Nam, khai niém “Chuyén doi s6” thuong duoc hiéu theo nghia 1a qua
trinh thay d6i tir mé hinh doanh nghiép truyén thong sang doanh nghiép sb bang
cach 4p dung cong ngh¢ maoi nhu dir liéu 16n (Big Data), Internet cho van vat (IoT),
dién toan dam may (Cloud),... nhim thay d6i phuong thirc diéu hanh, lanh dao, quy
trinh lam vi¢c, van hda cong ty.

Chuyén ddi s6 khong chi ¢ vai tro quan trong tai cac doanh nghiép ma chuyén
d6i s6 con dong vai trd quan trong trong cac linh vuc khac cia xd hoi nhu Chinh
phu, truyén thong dai chung, y hoc, khoa hoc,...

“Chuyén d6i s6” (Digital Transformation) c6 thé d& bj nham 14n vé6i khai niém
“S6 hoa” (Digitizing). Pé phan biét hai khai niém nay, c6 thé hiéu rang “S6 hoa” 1a

qua trinh hién dai hoa, chuyén d6i cac hé théng thudng sang hé théng ki thuat sb



(ching han nhu chuyén tir tai liéu dang gidy sang cac file mém trén may tinh, s6 hoa
truyén hinh chuyén tir phat song analog sang phat song k¥ thuét sd,...). Trong khi
d6, “Chuyén d6i s6” 1a khai thac cac dir liéu c6 dugc tir qua trinh sb hoa, roi ap
dung cac cong nghé dé phan tich, bién dbi cac dir liéu d6 va tao ra cac gia tri méi
hon. C6 thé xem “S6 hoa” nhu mot phan cua qua trinh “Chuyén dbi s6”.

Chuyén d6i s mang lai thay d6i 16n, 1am gian doan toan bé nhiéu nganh cong
nghiép, déng thoi, lai tao ra su sang tao pha huy gitip mot sé doanh nghiép ting
truong va phat trién ky luc[7]. Nhiéu tap doan 16n, 1au doi chat vat trong khi céc
doanh nghiép méi, nhd va linh hoat hon nh¢ 4p dung nhiing mé hinh kinh doanh
m&i. Nhung co hdi van danh cho tat ca.

Chuyén d6i s6 doanh nghiép c6 thé thuc hién thong qua viée tu duy lai hudng
kinh doanh, danh gia lai chudi gia tri, két ndi lai voi khach hang va cau tric lai
doanh nghiép [7].

Nhitng loi ich d& nhan biét nhét cia chuyén d6i s6 ddi voi doanh nghiép d6
1a cat giam chi phi van hanh, tiép can dugc nhiéu khach hang hon trong thoi gian
dai hon, lanh dao ra quyét dinh nhanh chéng va chinh xac hon nho hé théng béo co
thong sudt kip thoi, toi vu héa dugc ning suat 1am viéc cia nhan vién,... nhimng diéu
nay giup tang hiéu qua hoat dong va tinh canh tranh ctua td chtrc, doanh nghi¢p dugc
nang cao.

Nhin chung, theo cac chuyén gia phan tich va nghién ctu thi truong thi 5
muc dich cudi cing ma cac doanh nghiép chuyén ddi sé hudng dén bao gém: Tding
toc do ra thi trwong; Tang cwong vi tri canh tranh trén thi truong; Thic ddy ting
trucng doanh thu; Tang ndng sudt ciia nhan vién; Mo réng kha nang thu hit va gii
chan khach hang [7].

Chuyén d6i s6 dang ngdy mot thay doi nhan thirc ciia nhitng nha 1anh dao,
nhimg nguoi ¢ kha ning quyét dinh hudng di va kha ning chuyén dbi thanh cong
ctia to chtirc. BO may chinh quyén ciia nhiéu Qudc gia sau khi nhan ra tim quan
trong ctia chuyén ddi sb trong viéc gia ting hiéu qua hoat dong va dam bao an ninh

Quodc gia, da budc vao mot “cudc dua” mdi trong viéc ap dung chuyén doi so.



Tai Viét Nam, cac mo hinh chuyén ddi s cling dang tao ra nhiing dich vu co
ich cho nguoi dan va tdn dung mot cach hiéu qua nguén luc nhan rdi cta x3 hoi.
Tuy nhién, ho cling tao ra nhitng mau thudn, thay doi co ban véi mé hinh kinh
doanh truyén thong. Thé manh cong nghé méi dang gitp cho cac doanh nghiép khoi
nghiép gianh loi thé trén cac linh vuc cong nghiép truyén thdng. Xu thé nay tao ra
nhirg thay d6i quan trong trong chudi gia tri cic nganh cong nghiép cling nhu
chudi cung g toan cau. Trong bdi canh ciia nén kinh té s6 hién nay, doi hoi cac to
chtrc, doanh nghiép va mo hinh truyén thong phai c6 sy thay d6i manh mé dé tiép
tuc ton tai va phat trién.

1.2. Hién trang ha ting mang lwéi va chuyén ddi so tai VNPT Hai Duong.

1.2.1. M6 hinh t6 chirc ciia VNPT Hdi Dwong
Mo hinh t6 chtrc cia VNPT Hai Duong duoc trinh bay trong hinh 1.1

Ban Giam doc

\ 4 \4 v

Phong Phong Phong
Nhan sy - Tong hop K¢ toédn - K¢ hoach K¥ thuat - Pau tu
A 4
A\ 4 y
Trung tam Trung tam Piéu Trung tam Céc Trung tam
Cong nghé thong tin hanh thong tin Kinh doanh Vién thong

Hinh 1.1 M hinh t6 chirc ciia VNPT Hai Dwong
Chtrc nang nhi¢ém vu cua céc phong ban va cac trung tdm nhu sau :
v" Phong nhén sy tong hop
- Quan ly, diéu hanh cong tac: T6 chire can b, lao dong; dam bdo an ninh, an
toan mang ludi, thiét bi, dich vu va con ngudi; to chtrc quan 1y lao dong, tién luong
va céc chinh sach nguoi lao dong; linh vuc, bdo vé chinh tri ndi bo, quéc phong, an

ninh, an toan, phong chéng chay nd mang ludi Vién thong, cong nghé thong tin.




- Quan 1y, diéu hanh cong tac: hanh chinh, quan tri, tong hop, thi dua, truyén

thdng, ddi ngoai trong toan vién thong tinh.

- Gitp viéc cho Ban giam doc.

v' Phong Ky thuat — Pau tw

- Quan 1y, diéu hanh cong tac: Pau tu va Xay dung co ban trong toan Vién
thong Hai Duong.

- Quan ly, diéu hanh cong tac: quy hoach, phat trién va t6i vu mang ludi, thiét

bi, dich vu vién thong — cong nghé thong tin; nghién ctru, ing dung cong nghé, thiét

bi, dich vy, khoa hoc — cong ngh¢, tién bo k¥ thuat, sang kién hop 1y hoa san xuét

ctia Vién théng Hai Duong; Quan Iy chit lugng mang va cac dich vu VT-CNTT.

v

Phong Ké toan Ké hoach ) ) 3
Quan ly, diéu hanh toan bg cong tac tai chinh, ké todn, thong ké trong Vién
thong Hai Duong.

Quan 1y, diéu hanh toan bo cong tac ké hoach san xuat kinh doanh trong
Vién thong Hai Duong.

Trung tim Cong nghé thong tin

Quan 1y va thyc hién cac hoat dong hd trg ban hang, trién khai cac ung dung,
san pham, dich vu cong nghé thong tin trén dia ban toan tinh.

Phéi hop dam bdo an ninh, an toan thoéng tin cho cac hoat dong cua Vién
thong tinh, quan tri mang mdy tinh cta toan bd vién thong tinh.

Trién khai nang cdp cac Gmg dung, san pham, dich vu giai phap cong nghé
thong tin cho khach hang trén dia ban toan tinh.

Téng hop, thong ké sb liéu phuc vu diéu hanh san xuat kinh doanh.

v' Trung tim diéu hanh thong tin

- Tb6 chirc van hanh khai thac, xir 1y su ¢6 dam bao chat luong hé thdng, thiét

bi, mang cap thuoc mang 161 cua Vién thong tinh.

- bicu hanh viéc sua chita, img ctru, do ki€m, toi vu thiét bi, phan tr mang

trén mang vién thong tinh.

- Po kiém, thu nghiém thiét bi, cong ngh¢ va dich vu moi trén mang. Thuc

hién cong tac an ninh, an toan bao mat mang ludi.

v' Céc Trung tim vién thong



- Quan ly khai thic mang ngoai vi, mang truy nhap. T6 chirc lap dit, sira chita,
cung cip dich vu Vién thong — Cong nghé thong tin trén dia ban toan tinh.

- Xt Iy cac su cb theo huéng dan va diéu hanh cua Trung tim diéu hanh.

- Phéi hop v6i Trung tdm kinh doanh thyc hién tiép thi ban hang, tu van k¥
thuat.

v" Trung tam Kinh doanh

- T4 chirc, quan 1y, kinh doanh va diéu hanh kénh ban hang, cung cap cac san
pham dich vu vién thong - cong nghé thong tin - truyén thong - vién thong gia tri
gia tdng trén dia ban tinh.

- To chirc quan 1y va thuc hién cac hoat dong tiép thi, ban hang, cham soc khach
hang, truyén thong, quang céo, duy tri va phat trién thuong hiéu theo chién lugc
kinh doanh cia VNPT Hai Duong.

- Xay dung va quan 1y thong tin di liéu vé khach hang cia VNPT Hai Duong.

- Phéi hop v6i cac don vi lién quan cia VNPT Hai Duong va d6i tic bén ngoai
phat trién cac san pham, dich vu vién théng - cong nghé thong tin - truyén thong -
vién thong gia trj gia ting dap Gng nhu ciu cua thi trudng, ctia khach hang.

- Quan ly va thuc hién nghiép vu gia cudce, tinh cudc theo quy dinh; thanh toan
cude phi sir dung dich vu vién thong - cong nghé théng tin - truyén thong - vién

thong gid tri gia tang; thu ng cudc phi.

1.2.2. Hién trang nhén lyc ddp trng chuyén déi so ciia VNPT Hdi Duong
Nhén thdy tim quan trong ctia chuyén doi sé tic dong sdng con dén hoat
dong cua doanh nghiép, VNPT Hai Duong gianh nhiéu wu tién, phat trién nhan luc
phuc vu chuyén ddi sd, kién toan bd may chi dao CPS tir Vién thong tinh xuéng
mdi nguoi lao dong. Cac truong don vi di ti€n phong, ndm sat moi hoat dong phuc
vu chuyén ddi s6. Giao nhiém vu cho 1 dong chi phé giam doc Vién thong tinh lam
truong ban chi dao CPS tai Vién thong tinh, 1ay Trung Tam CNTT Ia nong cbt
chiu trach nhiém ... mdi TTVT déu c6 nhan luc IT duoc dao tao bai ban sin sang

ting cudng tham gia cac hoat dong CDS céan tip trung nhiéu nhan lwc. Hang nim,



déu t6 chirc dao tao, bdi dudng bd sung ngudn nhan lwc CNTT phuc vu cong tac
CBS. Song song véi viée phat trién nhan luc phuc vu CDS, theo chi dao cua tap

doan BCVT, VNPT Hai Duong ddng thoi phat trién vé vin hoa, con ngudi va cong
ty dé dap tng chién lugc CPS [4].

> Vé vin hoéa: dinh nghia va thiét 1ap cac hanh dong cua to chirc, niém tin, gia

tr1, cac sang tao d€ nhan viét dugc chuyén doi so.

Vé lanh dao: dinh nghia va thiét 12p 1anh dao, quan tri, cac quyét dinh, cac

sang kién dé dan dau va quan ly trong chuyén doi so.

Vé cong ty va quan tri muc tiéu : dinh nghia va thiét 14p nén tang t6 chirc va

C4C tién trinh quan 1y nhan tai dé ho tro trong chién lugc chuyén doi sb.

1.2.3. Hién trang ha ting mang vién théng ciia VNPT Hdii Dwong
RING MAN — E VNPT HAI DUONG

ring-CORE
1x100GE

HDGOOTBD

HDGOOTHD

1

HDGOOTTG
ring-CORE

1x100GE

ring-CORE
1x100GE

HDGO1TNG HDGO1HDG
31 14

15

HDGO4KTH

HDGO2TBH

HDGOZHTN
27

HDGOSKMN
13 18

HDGO3TKY

12

HDGO8THA

21

HDGOITHC HDG10PDN HDGOTLKE
29 30

22
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HDGO7TTMG

32

HDGOBPLI
20
HDG12TQG

HDG12HTA
34 ‘— 33
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HDGOICGG HDGOBNCU
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HDG11TMN
28

HDG13KQC

36

HDG11GLC
24

HDG13HDO
35
-«
HDG14DNG|

HDG14DTG
37

=t}

Hinh 1.2 So d6 két ndi mang MANE Hai Dwong
Mang lu6i Vién thong cia VNPT Hai Duong gdbm mang MANE véi 3 AGG,
28 UPE dau ring dam bao an toan tuyét dbi vé truyén din nhu hinh 1.2, két néi 1én



VN2 c6 3 BRAS, 2 PE nhu hinh 1.3. Dung luong két ndi tr AGG 1én BRAS la
800G, Dung luong két nbi 1én PE 1a 80G. Mang ludi truyén dan phii khap toan tinh
bang cap quang véi 242 Switch access cung cap dich vu AON, 135 OLT cung cap
dich vu GPON, hon 800 nodeB, EnodeB, BTS cung cép dich vy di dong trong toan
tinh. Vi loi thé 1a tinh dong bang khoang cic cap quang dén nha khach hang xa

nhat khong qua 8km tir tram trung tAm.

24 TNC - VTN

ABTNC - VTN

—

8/o0/1 4/2/1

i
AGG THD e N T e /N 4 | AeeTIG pFEmTTTT ™
.
! Durkidn : 7
\

_—_
3 chuyén >48 i
| TMC-HDG 52m |

6/1/0 4/1/0 6/1/0 4/1/0

48 TTG-HDG 48 TTG-HDG
c3u cii 10,2km cau mdi 8,9km

48 TNC - VT

48TNC-VTN

Hinh 1.3 Két néi AGG 1én VN2

1.2.4. Hién trang ha ting mang Intranet ciia VNPT Hdi Duong

Mang diéu hanh san xuét kinh doanh ndi bo (mang Intranet) két ndi dén tat
céc cac TTVT, cac tram vién thong bang cap quang toc do cao. Hinh 1.4 mo ta két
ndi tir 1 trung tAm Vién thong vé Trung tim Cong nghé thong tin. Tt ca cac két nbi
déu di qua tuong ltra trude khi vao co so dir liéu hodc di ra ngoai Internet. Firewall
cung cip cho cac két ndi ca mang noi bd va internet, mdi TTVT 13 1 mién broadcast

riéng két ndi v& mang TTCNTT qua VPN Layer 3 dé tranh bi tin cong tir bén trong
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hoic bi loop mang do 13i d4u ndi. Dir liéu dén/di tir cac TTVT vé TTCNTT thong
qua mang MANE, céac két nbi voi mang ndi bo c6 toe do vat 1y tir 100Mbps dén
1Gbps. Dt liéu ndi bd dugc dat trén cac server phan tan tai TTCNTT, duoc ma hoa
va dit tuong lora thém 1 1an nita sau khi qua tudng lira chung. Céac két ndi Internet
cling qua tuong lira dé dam bao an toan va giam sat cac truy nhép internet tip trung
trong toan don vi. Ngoai ra, d& dap tng linh hoat cho lao dong lam viéc tir xa,
TTCNTT trang bi thém server VPN dé ngudi lao dong co6 thé quay VPN vao mang
ndi bo lam viéc, ddm bao tinh bao mat cia dir liéu trong khi van tiép can déy du cac

thong tin, cac phan mém ndi bd can thi€t dap ung cho cong viéc.

Router CNTT

Switch CNTT e/
/g()/()/vra 0/1/0.179 ‘

Firewall

-

A=y~ 0/0/15
EER switch 1AB { l R_internet
0/0/16 P~ Router TTDHTT
Router TTVTTP B‘E
. Database
Router OMC
@ UPE HDG
L3VPN . i
VPN-VNPT-HDG .
RD:65034:1499014 @ Switch gom luu lwong

tai cdc Tram VT
x‘gl
192.168.15.x/30

f0/1.1499
192.168.15.x/30

RD:65034:149901PUPE

fO/0 LAN 10.34.x.x

p—-/
E’ 0.0.0.0 192.168.15.x
Switch chinh tai TTVT

Router Cisco TTVI

Hinh 1.4 Hién trang két n6i mang Intranet
1.2.5. Hién trang cdc phin mém phuc vu chuyén déi so
Trong nhiing nam qua, viéc s6 hoa hoat dong noi bd cua VNPT trén dia ban

Hai Duong d3 c6 budc phat trién vuot bic, gop phan nang cao hiéu qua trong quan

ly va diéu hanh san xuét kinh doanh. Tuy nhién, viéc sb6 hoa trong hoat dong trén
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dja ban tinh vAn con boc 16 mot sb ton tai, han ché nhat dinh. VNPT trén dia ban
Hai Duong van phai tiép tuc thuc hién cong viéc “Xay dung chuyén d6i s6” nham
cu thé hoa dinh hudng va 16 trinh trién khai sb hoa hoat dong, xay dung md hinh
hoan chinh vé hé thong dé sém chuyén d6i s thanh cong.

> S0 héa hoat dong twong tac véi khach hang :

v' App My VNPT

My VNPT 1a tmg dung trén dién thoai ctia Tap doan VNPT hd trg ngudi ding
quan 1y cac dich vu cia VNPT mdt cach thuan tién va minh bach:
o« Tra ctru chi tiét cudce dién thoai di dong.
« Quan Iy cac dich vu di dong ctia minh, c6 thé ding ky/huy goéi mot cach
nhanh chéng va dé dang.
« Doi qua tang, luu lugng data VinaphonePlus.
« Dic biét: Tang 1Gb data cho nguoi dung khi tai va dang nhap Gmg dung lan
dau tién.
Ung dung con tich hop rat nhiéu cac giai phap cong nghé tién tién nhu:
« Tich hgp vi dién tr VNPT Pay: hd trg thanh toan héa don chi véi mot click.
« Ding ky chuyén mang giir sé ma khong can ra diém giao dich.
« Uu dii khuyén mai 1én t6i 30%, danh cho thanh vién My VNPT
Nhuoc diém cua ung dung 13 sd luong cai dat it do truyén théng toi khach
hang chua nhiéu, chua c6 chiéu siu va hoat dong xuyén sudt trong qua trinh tir ban
hang dén cham séc khach hang, chua dap (mg nhu cau, cong cu khai thac bao cdo
con dang han ché, s6 luong it gdy kho khin khi thuc hién quan tric tit ca cac dich
vu VNPT cung cép trén dia ban.
v" App Vi VNPT Pay
Vi dién tr VNPT Pay cung cép cho khach hang mot tai khoan dién tir dinh
danh tao 13p trén mot vat mang tin (nhu sim dién thoai di dong, may chu...), cho
phép luu trir mot gia tri tién t& dugc dam bao bang gia tri tién mit tuong duong va

dugc st dung dé thanh toan thay thé cho tién mat.
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Nhuoc diém cua tng dung 13 sé luong cai dit it do truyén théng toi khach
hang chua nhiéu, thanh todn cac héa don voi mic d6 con han ché, sd luong tng
dung it, dinh mtrc giao dich thip.

> S héa hoat dong nghiép vu

v’ Cong cu tac nghiép ciia nhan vién trén dia ban

Hoan thién b cong cu tac nghiép trén bia ban cho cac ddi tuong nhan vién

cac chtrc nang co ban gdm: Tu van san pham dich vy; Ban hang toan trinh 6 giai
doan; Quan 1y ning luc mang ludi; HO tro tu dong kiém tra dap tng; Tra ctru tat ca
cac thong tin phuc vu ban hang va CSKH; Quan 1y phiéu yéu cau; Thu thap Thong
tin thi trudng: B2A va quan 1y thi truong, ddi thu canh tranh; Quéan 1y khach hang
tiém ning (web+app); Phan anh khiéu nai; Tich hop va quan 1y thanh toan Vi dién
tir VNPT Pay; Module quan 1y cac khu vuc doc quyén (web+app); Module ban Di
dong tra trude; Module bién dong dich vu: chuyén tra trude -> tra sau, dang ky goi
cudc, thay d6i gbi cude toc do, ...Quan 1y Thanh toan sau sau thi cong; Quan ly
khach hang tra trude;Béo cao thong ké trén app.

Cong cu app VNPT Cab da ty dong hoa toan trinh khép kin cong tac lap dat
va xu ly dich vu BRCD cho toan b6 NVKT dia ban toan tinh. Nham muc dich téi
wu hod ning suét lao dong, giam bét cac khau trung gian.

Nhuoc diém, cic du cac App dap Gmg nhiéu chirc ning, nhung hé thong béo
cao con roi rac, chua d@)ng nhat mot hé théng, nhu phat trién méi thué bao BRCD
vé hé théng DPHSXKD, B2A qua hé théng BRIS... Hé thong dinh vi toa do khach
hang khong dat, chtrc nidng khai thac toa d¢ khach hang khong c6 trong qua trinh
ban hang va CSKH Hé thdng Quén 1y niang luyc mang ludi trén app HTKD chua
d6ng bo véi VNPT Cab, con sai s6 trén hai hé thong app dang trién khai. Chua c6
chtrc ning béo céo thdng ké cu thé, chinh xac, va quan tric cho nhan vién dia ban
dé ndm sb liéu ban hang va CSKH, Can xay dyng thém mot sb tinh ning khac
trong qua trinh twong tac voi khach hang nhu 1am dich chuyén, tach ghép héa don,
thay d6i toc do. ..

v' Céng cu hé tro cong tic qudn tri diéu hanh
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Sém trién khai va dwa vao tng dung cac phan mém T4p doan dua ra dé phuc
vu Quan 1y chat luong dich vu; Quan 1y su ¢ FM Tool; Quan 1y hiéu suit PM tool;
Do kiém: Xtest, Xnest, Tong hop chét luong CTS ...

Cac hé théng thong tin dugc quy hoach xay dung dé lién két dir liéu, khép
kin quy trinh gitta cic phdn mém tir khau dau tu, hinh thanh tai san, quan 1y tai
chinh, van hanh khai thac st dung tai san (IMS — QLTS — QLKT — RIMS —
CABMAN...), gin viéc quan 1y tai nguyén, ngudn lyuc trén dia ban, vén dau tu, chi
phi véi hiéu qua kinh doanh dé t6i wu dau tu, cit giam chi phi khong can thiét.

ba dua vao str dung céc phén mém nhu IMS, RIMS, PHSXKD dé thuc hién
s6 hod ha tang mang ngoai vi bao gom: Cong bé, cot bé tong, Splitter, ODF, nha
tram vién thong, cot anten, thiét bi phu tr¢g va cac du an dau tu.

Chuan héa, mo rong hé théng cac cong cu quan tri van hanh, khai thac mang
lu6i trong linh vuc OSS, trién khai 4p dung dong bd tir NET t6i cac tinh thanh phd,
dan khic phuc cic van dé vé su khong dong nhat cong cu din t6i ton nhiéu ngudn
luc duy tri.

Céc quy trinh chua trién khai s6 hoa gdbm: Cong tac s6 hoa cac quy trinh xir 1y
va ung ctru; Quan 1y va ti uu ning suat lao dong; App Quy trinh Gng ctru va xir 1y
su c¢6 mat lién lac tram di dong va App xir 1y phan anh khich hang mang
Vinaphone.

Chua xdy dung duoc cac Gmg dung phan tich chat luong va canh bao sém su
c6 mét lién lac dich vu. Van con nhiéu Module trén chuong trinh PHSXKD. FM
Tool, PM Tool... chua dwa vaio App VNPT CAB, giy kho khin trong cong tac sb
hoa ha ting mang luéi. Chua dua sd liéu mang truyén dan, cip nhit cap quang
truyén dan 1én App dé phuc vu tmg ciru xu 1y.

Hoan thanh cong tic quan 1y hd so nhan su trén HRM 100% ho so nhan sy
duoc 1ap trén hé théng, cong tac tuyén dung tip trung trén TAMS.

Co ban da trién khai xong cong téc tinh, tra lwong trén HRM.

D3 trién khai cap nhat, theo doi du an dau tu trong diém trén IMS, thuc hién

phé duyét von trén hé thong dat 100%.
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Quan 1y thong tin tai san trén phin mém QLTS Tap trung méi co ban.

Hé théng Dashboard. Hién dang chuan hoa lai hé théng chi tiéu sd liéu va tiép
nhan hé théng dé dua vao tng dung.

D sir dung giai phap quan 1y vin ban diéu hanh, phong hop khong gidy tich
hop chit ky s6 cia VNPT,

v' Hi¢n trang chudn héa co sé dir liéu

Khach hang st dung nhiéu dich vu cia VNPT chua duoc ghép nhom, hoa
don chung, thong tin dia chi, toa do lap dat, thong tin vé khach hang chua du thong
tin di voi cac dich vu CNTT, khach hang doanh nghiép.

Vé dir liéu khach hang dbi thu, khach hang tiém niang, ho gia dinh trén dia
ban phuc vu cho cong tac quy hoach, phat trién mang, cong tic ban hang chua co.

Chua c6 su lién két duoc sb liéu gilta hai phan mém quan ly IMS va
PHSXKD, phan mém K& toan véi PHSXKD. Cong tac quan 1y va cap nhat so lidu
trén cac chuong trinh cii chi bao gom don thuan cac thong s6 ky thuat, dau ndi chir
khoéng c6 cac dir liéu dau tu, quan 1y tai san do d6 thiéu thong tin. Vat tu tai phan
mém PHSXKD va ké toan can két ndi va chia s& nhim déng bo s6 liéu chit ché,
chinh xac.

Nhan sy thyc hién cap nhat: Cong tdc quan 1y tai san, vat tu va du an dau tu
tai cac TTVT chu yéu do t6 téng hop thuc hién; Cong tac cap nhat mang cap phuc
vu DPHSXKD thudc t6 ha ting va NVKT dia ban thyc hién. Do d6, chua cé sy thong
nhat va chdng chéo trong s lidu.

S6 lidu céng bé, cot vién thong: Ha tﬁng cot vién thong, céng bé van chua
dugc cac TTVT tién hanh cap nhat dé quan 1y.

Cac h¢ théng phén mém hién van con 101 rac va thiéu théng nhat, nhat 1a cong
tac dé)ng bod va chuin hoéa gifra cac hé théng; Viéc quan 1y toan trinh cac dich vy
CNTT déng goéi va dy an CNTT trén hé théng PHSXKD tap trung thiéu cong cu va

quy trinh chua téi wu.
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1.3. L trinh trién khai chuyén doi sé tai VNPT Hai Dwong

Chuyén dbi s6 13 mot qua trinh thay ddi tong thé va toan dién, Chuyén d6i s6 1a
qua trinh 1au dai, phtc tap, trai qua nhiéu cap do tir thap dén cao. L trinh trién khai
chuyén doi sd tai VNPT Hai Duong duoc trinh bay nhu hinh 1.5[5]. bé dat duoc
muc tiéu s6 hoa toan dién thi cac quy trinh DPHSXKD phai dugc s6 hoa hoan toan,
moi vi tri cong viée déu duoc trang bi déy da cac cong cu CNTT phuc vu tac
nghiép, nang cip cip nhat, cong cu CNTT tdi wu dé két ndi, thu ngin khoang cach

ctia cac bd phan trong doanh nghiép, nang cao hiéu suit 1am viéc ctia mdi ca nhan.

CSDL

OneApp/Dashboard/ReportOne/BSS-0SS DHSXKD

Hoat dong quan tri Hoat ddng tac nghiép Quy trinh
(Piabancap1,2) (Pia ban cap 3) diéu hanh

KPI linh vuc
dau tu, ké
todn, tai san

KPI linh vuc
KD/CLG

KPI linh virc KPI nhan Kpi nhan CSLD Kpi
nhan su vién KD vién KT diéu hanh

Hinh 1.5 L trinh trién khai chuyén d6i so tai VNPT Hai Duong.

Céc cong viéc chinh bao gom :

v Nang cap Web/App MyVNPT, hoan thién SME Portal.

v’ Xay dung hé thdng OneBSS, hop nhit v6i du 4n OneApp, hudng toi xay
dung mot hé théng Piéu hanh tic nghiép duy nhat, mot CSDL, cung cip giao dién
Web/App, ké thira cac quy trinh d3 s hoa trén DPHSX, CCBS hién tai[6].

v’ X4y dung hé thong OneOSS, quy hoach cac hé théng phuc vu khai thac quan
1y mang luéi, dap tng cac yéu cau cia cac dia ban cip 2, cp 3[6].

v Xay dung hé théng Béo cdo sb lidu diéu hanh céc cap, bao gdm kho dit liéu

cho phép céc dia ban khai thac.
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v/ Néang cép/chinh stra cac cac cong cu CNTT khac, dap tng cic nhu cau
SKXD cép thiét ctia cac dia ban.

v’ X4y dung hé théng “Quan 1y, diéu hanh, giam sat cac du an CNTT” dé quan
ly khach hang, du an CNTT.

Céac nhom cong viéc chinh bao gdm:

v/ Nhom cong viée 1: Xay dung hé théng CSDL dia ban va Bd cong cu quan
tri, diéu hanh trén sb liéu CSDL (BSS/OSS/ERP) OneBSS OneOSS OneERP
CSLD DHSXKD [6] dia ban Bo cong cu cho VTIT B0 cong cu cho TTKD CSDL
diéu hanh, tac nghiép Dashboard/Report Mobile App 10. Xay dung Kho dit liéu
quan tri diéu hanh: dit lieu SKXD sé& duoc to chirc theo mé hinh c6 kho dir liéu
logic cho cac dia ban, kho dit li¢u nay s€ dugc déng bo lién tuc tr cac CSDL phuc
vu hoat dong PHSX hién tai (PHSX, CCBS...). Dir liu tai cac dia ban s¢€ truy cap
dén kho dit liéu nay phuc vu cac nhu cau phan tich riéng theo dic thu cia ting dia
ban. X4y dung hé thong Quan tri sb liéu diéu hanh cac cip: hé thong s& cung cap bd
chi s6 xuyén subt theo ting linh vyc (Doanh thu, san lugng, ban hang ...), ting vi
tri cong viéc (Kinh doanh, k¥ thuat) va cdp quan ly (TTKD/VNPT TTP,
TTVT/PBH ...). B§ chi s6 s& duoc thé hién qua Dashboard truc quan hoac bao cao
s liéu chi tiét. Dit liéu nay ciing nam trong kho dit liéu cung cip cho céc dia ban.

v/ Nhém cong viée 2: Xay dung méi cac hé thong CNTT phuc vu s6 hod toan
dién hoat dong SXKD. Xay dung hé théng phuc vu BPHSXKD méi, goi la hé théng
OneBSS[6]: hé théng s& dugc xdy dung moi thay thé cho cac hé théng
PHSX/CCBS/CCOS ..., 1a mot hé théng duy nhat véi CSDL tap trung phuc vu
hoat dong SXKD cho ca khéi C4 nhan va Doanh nghiép, cho ca dich vu co ban va
CNTT. Hé thong méi cung cap giao dién tic nghiép trén Web/App va dap Gmg quy
trinh tac nghiép cho ca khéi kinh doang va k¥ thuat. Xay dung hé thong Quan 1y du
an CNTT: Xay duyng hé théng Quan 1y, diéu hanh, giam sat cic du an CNTT bao
gdm cong cu va CSDL phuc vu dau thau. Quan Iy toan dién viéc trién khai du an
CNTT nhém B, C, tiéu chuin theo theo Luat dau tu cong, Luat d4u thau, Luat
CNTT va cac Luat khac lién quan; Nghi dinh 40/2020/ND-CP va cac van ban



17

huéng dan; Nghi dinh 73/2019/NP-CP va cic van ban hudng danNghi dinh;
63/2014/ND-CP va cac vin ban huéng dan; Thong tu 58/2016/TT-BTC thdng qua
hé théng “Quan 1y, diéu hanh giam sat dy an CNTT”[1][2]. X4y dung hé thong
quan tri kénh ngoai: tong hop va thay thé cho cac phan hé quan Iy kénh ngoai hién
nay cia PHSXKD, HRM.

v/ Nhom cong viée 3: Nang cip cac cong cu CNTT hién tai dé dap Gmg nhu cau
khai thac tai dia ban. Nang cép, chinh stra cac hé théng Report, IMS, CCOS, VNPT
Cab, Service Sales, App HTKD, SMRS, RIMS, TTS, CTS, BTBD, HRM, BSC,
QLTS, TAMS, eOffice s& dugc nang cap, chinh sira dé dap ung cac dé xuét cua 3
dia ban.

v/ Nhom cong viéc 4 : nang cap ha ting két néi mang intranet tai cac TTVT vé
TTCNTT va tir TTCNTT lén tap doan. Nang cap ning luc luu trit, xir Iy cua cac
may chu cia cac hé théng, bo sung médi cac may cha nang luc cao phuc vu cac phan
mém chuyén dyng.

1.4. Kétluin chwong 1

Trong chuong 1 di trinh bay vé tong quan chuyén ddi sé va chuyén doi sd
doanh nghiép, phan biét chuyén d6i s6 va s6 hoa. Pua ra hién trang mang vién
thong vé dung lugng két ndi, vé sb lugng thiét bi mang MANE va thiét bi access va
cac phan mém, cac hé théng cong nghé thong tin dang duoc trang bi tai VNPT Hai
Duong dong thoi dua ra 16 trinh chuyén d6i sb tai VNPT Hai Duong. Tiép theo
chuong 2 s& trinh bay vé cac giai phap chuyén doi sb tai VNPT Hai Duong.
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CHUONG 2: GIAI PHAP CHUYEN POI SO TAI VNPT HAI DUONG
2.1. Khung tham chiéu chuyén ddi so6 ndi b ciia Tap doan Buwu Chinh —
Vién thong Viét Nam tai cac dia ban.

Dua trén viéc tham khéo kién trac ctia mot s cac hing vién thong va cac hing
cung cép giai phap, nén tang kién tric sb, dong thoi dwa trén du an Framework cua
TMForum va pham vi chuyén dbi sb, khung ung dung chuyén d6i sb tai VNPT
duoc phan chia theo 5 chiéu nhu sau[8]:

Khéch hang sé (Digital Customer): cac nhom hé thong/ tng dung phuc vu dua
san pham/ tmg dung dén ngudi ding, tao ra céac trai nghiém phong phu. ..

Nghiép vu so (Digital Business): cic nhéom hé théng/ ing dung thyc hién céc
nghié¢p vu cu thé.

Van hanh s (Digital Operations): cac nhém hé thong/ ing dung thuc hién cac
nghiép vu cung cap, kich hoat va dam bao chét luong cac san pham/ dich vu cho
nguodi dung.

Doanh nghiép sé (Digital Enterprise): cic nhom hé théng/ ing dung phuc vu
quan tri ngudn luc doanh nghiép, quan trj rii ro... va cic cong tac phdi hop noi bo.
Phin tich dir liéu (Data Analytics): cac hé théng/ tng dung phan tich dir liéu
chuyén sau, thiu hiéu dugc khach hang, dua ra cac du doan phu hop... dé trg gitp

cong tac diéu hanh san xuét kinh doanh.

2.1.1. Khung teng dung chuyén déi so (mikc 1)

Khung g dung chuyén d6i s mirc 1 duoc chia thanh cac nhom tng dung phuc
vu cho chuyén doi tung linh vuc nhu mo ta trong hinh 2.1, cac ing dung dugc dat
trong céc khung dugc thé hién bang cac mau sic khac nhau, cu thé:

- Mau do: hoat dong diéu hanh kinh doanh.

- Mau xanh duong: cong tac tai dia ban.
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- Mau xanh 14 cay: hoat dong diéu hanh, quan tri, khai thac mang luéi vién
thong.
- Mau vang: cong tac quan tri hoat dong ndi bo, nguén luc doanh nghiép.

Chi tiét mo ta cac ing dung trong mirc 2, muc 3 trong cac phan tiép theo.

Phuc vu qudn tri Twong tdc, két ndi v&i khach hang dé dwa san pham va dich
ngudn luc doanh | vu dén nguwdi dung, tao ra cdc trdi nghiém phong ph...

e wewgewyss
rdi ro.. va cac
cong tac phdi hop | Thyc thi cac quy trinh, nghiép vu cu thé phuc vu ban hang,

noi bo. tinh cuéc, thanh toan, chim séc khach hang... véi kha ning
tw déng héa téi da.

Cung cap, kich hoat va ddm bao chat lwvong cac san phdm va
dich vu cho khach hang.

Cung cadp ha tang trién khai va cdc nén tang céng nghé s6 nhuv két ndi van vat (loT), thuwc té 3o
(Augmented Reality), hoc mady (Machine Learning)... cling nhw tich hop vé&i ha ting cta bén th ba.

Hinh 2.1. Khung @ng dung chuyén déi s6 mirc 1

2.1.2. Khung teng dung chuyén déi so (mikc 2)

Khung tng dung chuyén d6i sé mic 2 dugc trinh bay trong hinh 2.2 mé ta
chi tiét cac khéi diéu hanh va cling dung mau sic dé phan biét cac khdi diéu hanh
nhu khung chuyén doi sd cap 1 nhung trinh bay chi tiét timg chirc ning trong cac

khoi khac nhau, tai moéi chire nang cling liét ké chi tiét cac cong viéc can thuc hién.

2.1.3. Khéi diéu hanh hoat dpng kinh doanh

Khéi diéu hanh hoat dong kinh doanh bao gém cac Gng dung trai dai trén cac
mién Customer, Business, Operations va Data Analytics. Cac tng dung nay sé& duoc
gom thanh cac nhém tng dung c6 lién két, twong tac chit ché véi nhau va dugce to
chtrc thanh cac nhom nghiép vu cu thé.

Khéi diéu hanh hoat dong kinh doanh gém xuat hién tai 4 chiéu Khach hang sb,

nghi¢p vu s6, van hanh so6 va dir liéu so.
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DOANH NGHIEP SO

KHACH HANG sO

QUAN TR| NGUON LU'C
Quan Iy nhén lyc

Quan ly tai chinh

Quan ly tai san

Quén Iy bde mat

Audn Iy chudl cung img
Quan ly diu tv

Quan ly chin dich va giai phap
H& trg bin hang
Céng bén hang

QUAN LY BAN HANG VA TIEP TH|

Quan ly tai khoan ban hang
Hoa hiing va két qua ban hang

QUAN LY KENH BAN HANG

Ban hang tryc tiep Nha khai thac mang ao

Bai ly T phuc vy

Biém bén |& Mang x3 hdi

Béan hang qua dign thoai Kénh da tuang téc
Chi nhdnh

QUAN LY CHAM SOC KHACH HANG

Céng cham séc khach hang tip trung
Tra lixi ty digng)/ trg 1y 30"

cONG cy DAI DIEN DICH VU KHACH HANG

QUAN TR| RUI RO
Quan Iy dam bao doanh thu
Quan ly gian l3n
Qudn ly, gidm sét rdi ro

Quan Iy vong doi san pham

QUAN TRI NOI BO
Qudn Iy vin bin dién ti
Quan Iy quy trinh cang viéc
Quan Iy du dn
Quan Iy phap Iy, chinh sach

Quan Iy danh muc san phim
Quan ly danh muc tai nguyén
Quén Iy danh muc dich vy

Quan Iy thang tin khach hang

Quan Iy hgp déng va cam ket SLA

Quan Iy van & va khigu nai khach hang
Quan Iy khach hing trung thanh

Quidn 1§ khach hang doanh nghiép

@ LGP TICH HOP Quan |y API Quan ly luéng quy trinh (BPM)
NGHIEP VU 5O
QUAN LY DANH MUC QUAN LY KHACH HANG QUAN LY DO'N HANG QUAN LY TiNH cudc QUAN LY THU cudc

Quan Iy don hang

Quan ly don hang dich vu
Quan Iy kha dich vy

Quan ly don hang tai nguyén

Quan ly tinh cudic

Thu thap di¥ ligu tinh cudc

Quan Iy thu cudc

Quan ly thu cwdc khach hang doanh nghiép
Quan Iy thu no

Quan ly cac khoan thu

QUAN LY THANH TOAN I

@ LGP TiCH HOP

Quan ly API

Quan ly luéng quy trinh (BPM)

VAN HANH SO

Quan Iy kho tai nguyén

Quan ly kho =8 mang

QUAN LY TAI NGUYEN

Quan Iy thé cao
Thu thap di¥ ligu

Quan Iy chdt lrgng

Quan Iy vdn d& dich vy

QUAN LY MANG LUG1
Quan ly higu suat
Quan ly 15i

Quan ly tai nguyén mang luai

DIEU HANH K¥ THUAT
Quan Iy e legng lao déng

TRAI NGHIEM KHACH HANG

DU LIEU O

D@ LIEU LON, PHAN TiCH DO LIEU

HA TANG SO

SDN/S NFV Network

Cyber Security Cloud Computing

1eT/M2M Platform

Blackehain Platform

Augmented Reality Platform

Machine Learning Platform Third-party Infrastructures

BIEU HANH HOAT BONG KINH DOANH

I I BIEU HANH MANG LU VIEN THONG I |

QUAN TR| NOI BO, NGUBN LI'C DOANH NGHIEP

Hinh 2.2. Khung irng dung chuyén doi sé6 mirc 2
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Quan ly chién dich va giai phap Ban hang trwc ti€p B&an hang qua dién thoai Tw phuc vu
Campaign & Funnel Management Direct Sales Force Telesales Customer Self Management
Solution Management

. Pai ly Lién két Mang xd hoi
HO tro ban hang Dealers Affiliates Social Network
Sales Aids
Piém bén hang Nha khai thdac mang ao Kénh da twong tac
Cong ban hang Retail Outlets Virtual Network Operators Omni Channels

Sales Portal

Quaén ly tai khoan ban hang
Sales Account Management

Hoa hdng va két qua ban hang Coéng chdm séc khach hang tap trung Tra l&i tw déng/ tro ly “ao0”
Compensation & Results Customer & Network Care Chatbots & Anonymous Care

Hinh 2.3. Khéi diéu hanh hoat dong kinh doanh trong Khach hang s6

v’ Qudn Iy bin hang va tiép thi

Cung cdp céac chirc ning cho cong tac tiép thi va ban hang, tir xdy dung chién
dich, quy trinh “ph&u” dé dan dat khach hang mua san pham va dich vy dén hd tro
ban hang, cac cong ban hang, quan 1y tai khoan ban hang dén bao cao ban hang, chi
tra hoa hong cho nguoi ban... Khéi nay gém cac tmg dung cap 2:

- Quan 1y chién dich va cac quy trinh “phéu”

- Hb tro ban hang.

- Cbng ban hang, bao gdm ca cong ban hang ndi bd va gian tiép.

- Quan ly tai khoan ban hang.

- Hoa hong va két qua. Panh gia hiéu suat ban hang va tinh toan chi tra cho

nguoi ban.

- B4o c4o ban hang va tiép thi.

v’ Qudn ly kénh ban hang

Cung cap céac chirc nang can thiét phuc vu cong tic ban hang cho cac kénh ban
hang cu thé. O ddy né gdm cac chirc ning 18i cé thé duogc chia sé cho tat ca cac
kénh ban hang khac nhau va cac tng dung cap 2 cung cap thém céc chirc ning dic
thu hd tro cho timg kénh ban hang cu thé. Cac tng dung cap 2 bao gom:

- Luc luong ban hang truc tiép.

- Paily.
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- Diém ban l¢.

- Ban hang qua dién thoai.

- Chi nhanh.

- Céc nha khai thac mang 4o.

- Tu phuc vu.

- Mang xa hoi

- DPa kénh tuong tac.

v’ Qudn ly chdam séc khdch hang

Cung cap cac chuc nang, cong cu dé phuc vu cong tac cham séc khach hang. N6
bao phu cac nghiép vu rong 16n tir Ban hang toan trinh, Tinh va thu cudc dén Pam
bao dich vu. N6 ciing gdbm céac cong cu dé gitp tra ciru thong tin, twong tic voi
khach hang nhanh chong va thuan tién. Cac ing dung cap 2 bao gdm:

- Cong cham soc khach hang tap trung,

- Cham séc an danh hay “trg 1y 40”.

Quan ly vong d&i san pham Quan ly théng tin khach hang Quan Iy don hang khéch hang
Quan ly danh muc san pham Quan ly hop déng va SLA Quan ly kho dich vu
Quan Iy danh muc dich vu Quan ly don hang dich vu

Quan ly van dé va khi€u nai
Quan Iy danh muc tai nguyén Quan ly don hang tai nguyén

Quan Iy khdch hang trung thanh

Quan Iy khach hang doanh nghiép

Partner Management

Hinh 2.4. Khéi diéu hanh hoat dong kinh doanh trong van hanh s

V' Qudn ly danh muc
Trong md hinh TAM c6 mé ta kha k¥ vé ung dung Catalog Management trong

mién Cross Domain, no lién két cdc ing dung quan 1y danh muc khac nhau, ttr quan



23

1y danh muc san phém dén danh muc dich vu va danh muc tai nguyén. Tai mo6 hinh
dé xuat voi VNPT, cac ung dung cap 2 bao gom:

Quan 1y danh muyc san pham.

Quan 1y vong doi san pham.

Quan ly danh muc dich vu.

Quan ly danh muc tai nguyén.

v’ Qudn ly khdch hang

Cung cip day du cac chirc nang cho cac nghiép vu quan 1y thong tin khach hang
(bao gdm ca khach hang ca nhan va khach hang t6 chic doanh nghiép), hop dong va
cam két chat lwong (SLA) vé6i khach hang, khach hang trung thanh, quan 1y cac
nghiép vu dic thu caa khach hang t6 chirc doanh nghiép, quan 1y viéc tiép nhan va

phan loai, diéu phdi xtr Iy cac khiéu nai khach hang. Cac Gmg dung cip 2 bao gom:

- Quan ly thong tin khach hang.

- Quan Iy hop ddng va cam két chit luong.

- Quan Iy van dé va khiéu nai ctia khach hang,
- Quan ly khach hang trung thanh.

- Quan ly khach hang t6 chirc doanh nghiép.

v Qudn Iy don hang
Quan ly don hang ciia khach hang 1a mét quy trinh lién thong rat nhiéu cac ung

dung nghiép vu, tir khi tiép nhan xong don hang thi chuyén tiép sang kich hoat, khai
bao dich vu, tiép d6 1a cu hinh, kich hoat tai nguyén va dén ca lap dat thiét bi tai
dia ban. D6 13 1y do trong khung tmg dung chuyén doi sb tai VNPT s& gop nhom
nhiéu ing dung lién quan dén quy trinh “Order Management” trong cac mién khéac
nhau vao nhom nghiép vu nay. Cac tmg dung cp 2 can phai lién thong, tich hop véi
nhau bao gdom:

- Quan ly don hang cua khach hang.
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- Quan ly don hang dich vu.
- Quan ly kho tai nguyén dich vu.

- Quan ly don hang tai nguyén.

Thu thép dir liéu tinh cwéc Quan Iy thu cwéc Quan ly thu ne

Billing Events Management Billing Account Management Collection Management
Bill Calculation

Quan ly tinh cwéc Billing Inquiry, Dispute & Adjusiment Quan ly cdc khoan thu

Charge Calculation and Balance Management Receivables Management

Management Bill Format/ Render

Quan ly thu cwéc doanh nghiép
Partner Billing Management

Quan ly giao dién thanh toén Quan ly tai nguyén Quan ly thé cao

Payment Interface Management Resource Inventory Management Voucher Management
Resource Capability Orchestration

Xac thwc va thanh toan Thu thap dir liéu

Payment Validation & Authorization Quén W kho sd mang Usage Management

Payment Settlement Network Number Management

Hinh 2.5. Khéi diéu hanh hoat dong kinh doanh trong van hanh so tiép

v’ Qudn Iy tinh cwdc

Bao gom toan bd cac chuc ning dé tinh toadn cudc phi st dung dich vu cua
khach hang. Cac hé thng tmg dung trong khdi nay co thé tinh toan online hodc
offline dya trén viéc thu thap, téng hop, tinh toan cac CDR st dung dich vu cua
khach hang. Cac tng dung cip 2 bao gdom:

- Thu thap dir liéu.

- Tinh cudc online.

- Tinh cudc offline.

v Qudn ly thu cuéc

Cung cap céac churc nang vé tong hop dir 1i€u cudc phi da dugce xtr Iy bdi cac ting
dung trong nhém quan 1y tinh cude, xuat hoa don, quan 1y no va thanh todn. Cac
g dung cép 2 bao gdom:

- Quan ly thu cudc.

- Quan ly thu cude cho khach hang t6 chirc doanh nghiép.

- Quan ly thu no.
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- Quan ly cac khoan thu.

v’ Qudn ly thanh todn
Vi dac thu cua VNPT ciling nhu chién lugc cla Tap doan la déy manh thanh

toan dién tir (VNPT Pay), tai khung kién triac img dung d tach riéng thanh mot noi
dung. Cac chirc ning chinh bao gdm quan 1y giao dién thanh toan, xac thyuc, xac

minh giao dich va thuc hién thanh toan.

v’ Dit liéu lon va phén tich chuyén siu
Viéc tich hop cong nghé dir liéu 16n voi cac hé théng phan tich dit lidu truyén

théng nhu BI, bd sung thém cac kha ning khai pha dir liéu (data mining) 1a mot
trong nhitng giai phap pho bién ma cac nha cung cap dich vy hién dang 4p dung.
Hién VNPT da dua hé thong BI vao hoat dong, hé théng Big Data ciing d3 duoc
phat trién tuy nhién chua gan lién véi BI va muc do tmg dung con han ché. Viéc
quy hoach, bd sung cac cong cu trong linh vuc nay 13 mot trong nhitng ndi dung

hang dau can thyc hién trong qua trinh chuyén doi sd.

v’ Qudn ly trai nghiém khdch hang

Viéc phan tich, danh gia trdi nghi¢ém khach hang ¢ tat ca diém tiép xtc gitta
khach hang va doanh nghi€p s€ giup doanh nghi¢p dua ra cac bi¢n phép nang cao
trai nghiém khach hang ciing nhu dua ra duge mot chién luge dai hoi nham dan dat,
thu hat khach hang dén véi doanh nghiép. Khdi nay véi muc tiéu cung cip cong cu
phan tich, danh gia trai nghiém khach hang tu tat ca cac dir liéu duoc thu thap, luu

trir tai cac linh vyc, hoat dong lién quan t&i khach hang, dich vu cia VNPT.
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2.1.4. Khéi diéu hanh dia ban

=V \ - . =V . , - « X ~
Diéu hanh dia ban Diéu hanh mang lw¢&i vién thong
Codng cu ban hang Quan ly chat lvong Quan ly ndng lvc mang
CSR Fulfillment Service Quality Management Service Performance Management
Resource Performance Management

Céng cu thu cwéc Quan ly van dé dich vu
CSR Billing Service Problem Management Quén W tai nguyén mang

- Resource Inventory Management
Céng cu bao dam dich vu Quan ly loi, sw c6 (Network)
CSR Assurance Fault Management

Quan Iy lwc lwong ki thuat
Workforce Management

Hinh 2.6 Khdi diéu hanh Dia ban, Mang luéi

Bao gém cac tng dung, cong cu dai dién dich vu khach hang, cu thé:

- Cong cu ban hang cho cac nhéan vién kinh doanh

- Cong cu ban hang cho c4c nhan vién thu cude

- Cong cu cho céc nhan vién k¥ thuat

v' Khoi diéu hanh mang luéi

Bao gom céc tmg dung hd trg cong tac quan Iy mang ludi, diéu hanh k¥ thuat, cu thé:

- Quan ly chét lugng dich vu: quan ly, giam sat chét lugng dich vu. Hé théng
bao gém cac cong cu do kiém, thu thap dir li¢u chét luong dich vy, phan tich,
danh gia theo cac chi sb KPL

- Quan 1y su ¢6 dich vu: quan 1y, tiép nhan cac phan anh, canh bao vé chat
luong, su ¢ va 18i dich vu; thue hién diéu hudng, td chirc xir ly, danh gia,
phén tich nguyén nhan.

- Quan 1y hi¢u suit: phan tich va béao céo vé hiéu suét dich vu trén co so thu
thap dir liéu hoat dong cua cac phan tr mang ludi.

- Quan ly 15i: giam st online, phan tich dit liéu va dua ra canh bao 15i dich vu.

Cung cip cac chire ning danh gia, didu hudng toi hé thdng quan 1y su cd.
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Quan 1y kho tai nguyén mang: quan ly thong tin ciia tit ca cac tai nguyén
mang duogc st dung dé trién khai céc san phém va dich vy, giam sat, cap

nhap céc thong tin thay ddi tai nguyén.

Quan 1y luc luong lao dong: Quan 1y, diéu phdi nhan vién k¥ thuat dé lap dat,

g ctru, xtr 1y 161, su ¢6 dich vu tai hién trudng.

2.1.5. Khoi qudn tri nji bp, nguon lwc doanh nghiép

Quan ly nhén lwc Quan ly dam bao doanh thu Quan ly van ban dién tk
Office Document Management
Quan ly tai chinh Quan ly gian I&n Quan ly quy trinh céng viéc
Workflow Management
Quan ly tai san Quan ly, gidm sat rdi ro Quan ly dw an
Risk Audit Management Project Management
Quan Iy chudi cung ng Quan ly phép ly, chinh séch

Quan ly bdo mét

Hinh 2.7 Khdi quén tri ndi b, ngudn lwc doanh nghiép

Khéi ndy bao gom tat ca cac tng dung trong mién quan tri doanh nghiép, cu thé:

v’ Quidn tri nguon lyc

Quan 1y ngudn nhan luc.
Quan ly tai chinh.

Quan ly tai san.

Quan 1y kién thic,

Quan ly bao mat.

Quan 1y chudi cung ung.

v’ Qudn ly riii ro

Quan ly dam bao doanh thu.
Quan ly gian 1an.

Quan ly, gidm sat rui ro.
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v’ Diéu hanh nji bj
- Quan ly van ban van phong.
Quan 1y quy trinh/ ludng cong viéc.
2.2.  Giai phap chuyén ddi s6 tai VNPT Hai Duong
2.2.1. Dinh hwéng va nguyén tic thuwe hién

Chuan héa thong tin trong CSDL khach hang tai dia ban: Thong tin khach
hang; S4 dién thoai lién hé; Pia chi, toa do lép dat; Ghép nhom dich vy, héa don.

Chuan héa, cap nhat thong tin CSDL ha tﬁng trén dia ban (Nha tram, mang
ngoai vi, tu hop, két cuéi...).

Xay dung CSDL khéach hang d6i thi, khach hang tiém ning, ho gia dinh trén
dia ban phuc vu cho cong tac quy hoach, phat trién mang, ban hang.

Trién khai sé hoa khach hang trén dia ban gin voi hoat dong phat trién thué
bao, cham so6c khach hang, chuyén dich cac tuong tac cua khach hang, dac biét vdi
tap khach hang BRCD dé 1én moi trudng sb.

Ap dung s6 hoa mot cach triét dé d6i véi hoat dong tac nghiép cua cac dbi
tugng nhan vién trén dia ban nhim tmg dung va trién khai cac hoat dong phén tich
dir liéu, dinh huéng, hd trg cac doi tuong nhan vién trén dia ban hiéu qua hon, tir dé
ting ning sudt lao dong, ting hiéu qua phdi hop trén dia ban. (VD: Viéc ap dung
cac k¥ thuat du bao thué bao suy giam chat luong, ...)

Gia tang “ham luong” chuyén ddi so trén dia ban ddi voi cac linh vuc trong
quan tri doanh nghi€p dua trén hi€u qua tur viéc tich tu dir li€u, trén co s& do xay
dung hé théng quan tri diéu hanh doanh nghi¢p dua trén cac phan tich dir liéu,
dashboard tap trung.

Ra soat hién trang vé viéc (mg dung cac phan mém va cong cu trong cong tac
PHSXKD.

Phdi hop véi VNPT IT dé tim hiéu va dé xuat bo sung hiéu chinh cac phan hé

dap Gmg véi thuc té tai dia ban.
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X4y dung chuin hoa mé hinh t6 chirc, quy trinh, quy dinh dé khai thac st
dung va cac van ban lién quan dé trién khai ap dung.

Chuén hoa dit liéu, cdu hinh phin mém va céng cu theo quy trinh di ban
hanh[5].

Tap huin phan mém va cong cu cho cac don vi ¢6 lién quan.

HJ trg cac don vi trong qua trinh trién khai.

Xay dung cac chi tiéu danh gia mic do sb hoa trén dia ban.

Xac lap ké hoach, muc tiéu theo cac nhiém vu sb hoa t6i cac don vi (tién do
chuan hoa dir liéu, trién khai tmg dung, xdy dung san pham, ...).

Kién toan Ban chi dao sb hoéa tai dia ban. phan coéng; xay dung nhom diéu
phdi vién sb hoa ndi bo dé to chirc chi dao, trién khai cac nhiém vu theo ding ké
hoach.

Ra soat md hinh to chirc pht hgp véi tinh hinh nhu: ban hang online, quy trinh
thyc hién cong cu s6 hoa hoat dong san xuét kinh doanh trén dia ban dé diéu chinh
va ban hanh.

Xay dung bo tai liéu chuan dé dao tao, truyén thong, boi dudng nhan thic
chuyén d6i s6 ndi bo. T6 chuc trién khai téi cac don vi vé cac muc tiéu, nhiém vu
chuyén d6i s6. Tang cuong nhan thirc.

Xay dung phuong 4n dé sd hoa viéc tac nghiép trén dia ban theo timg d6i
tugng trén dia ban sang hoat dong tac nghiép s6; Tién téi dimg cac hoat dong hd tro
tac nghi¢p nhan cong.

Ra soat, diéu chinh, ban hanh quy dinh vé viée to chire trién khai céac cong cuy
phan mém CNTT. Trién cac hé thong phan mém va cong cu.

HJ tro to chirc tap huén lai viéc sir dung cac bd cong cu s6 hoa theo nhu cau
dia ban.

Xay dung cac co ché, chinh sach vé khuyén khich ngudi dan, doanh nghiép
tham gia trién khai, st dung céc dich vu truc tuyén, giao dich di¢n tr hoan toan véi

VNPT trén dia ban.
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X4y dung, ban hanh cic quy dinh vé dam bao an toan, an ninh thong tin; Quy
trinh giai quyét, xtr 1y lap dat, xir Iy va phan anh khach hang online.

Sau khi ké hoach duoc ban hanh, giao cac chi tiéu KPI, OKR cu thé vé noi
dung thyc hién cua ting ca nhan, tap thé dé dam bao quyén loi va trach nhiém.

- Ra soat hién trang vé viéc tmg dung cac phdn mém va cong cu trong cong
tac PHSXKD trong don vi.

- Phéi hop v6i VNPT IT dé tim hiéu va dé xuit bod sung hiéu chinh cac phan
hé dap ung voi thuc té tai dja ban.

- B6 sung chirc ning giam sat két qua kinh doanh nhan vién hang ngay/ thang.

- B6 sung chirc ning bao cio thong tin chi s6 kinh doanh dia ban phu trach
hang ngay, thang.

- Hoan thién va dua va khai thac modul Khach hang tiém nang.

- XUt Iy Phan anh khach hang.

- Quan ly chdm soc khach hang, rada thi truong.

- Quan ly giai quyét khiéu nai.

- B6 sung chirc ning thong bao dén nhan vién dia ban.

Vé céng tac chi dao Piéu hanh/Phan tich/Tong hop, danh gid

- Piéu hanh cong tac thu thap thong tin thi trudong va tiép tuc trién khai
chuong trinh B2A trén tap khéach hang hién hiru, Khach hang dang st dung dich vu
cua doanh nghiép khac.

- Xay dung bao cdo théng ké hang tudn vé cong tac thu thap thong tin thi
truong, B2A.

- Diéu hanh khai thac thué bao tiém ning dé phuc vu ban hang, ning ARPU
trén tap thué bao hién hiru (Ban MyTV trén Pon Fiber, Fiber trén don MyTV,
Home Combo trén tap thué bao c6 doanh thu nhé hon 190 nghin, phat trién méi BRCD
trén tap thué bao roi mang,...)

Xay dung co ché khen thieéng hang quy cho nhan vién kinh doanh, nhan vién k§

thuat trong qué trinh chuyén dbi s6 hoa ndi bo, nhan vién cé luong thu thap thong tin
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thi truong t6t nhat (thong tin chinh xéc, hitu ich,..), nhan vién c6 sd luong thu thap
B2A nhiéu nhit, NV K§ thuat khai bao don hang qua App nhiéu nhét,...)
Truyén thong ndi bg vé viée can thiét trién khai cac ung dung app trong cong

tac diéu hanh san xuit kinh doanh.

2.2.2. Cdc chi so diéu hanh tai dia ban

Cich thé hién s6 liéu Pia ban Ap
dung
(1- Mapping
Linh i | % TTKD, |  Déi
STT | e Chititu | K& | Theo t}ly E}ly H?finh Cip | Cip | cap| 2 tugng
! TTP,3 | dung
nam -ca
hai)
LDTD,
TP, Gb
. VT, LD
1 ]b)%anh thudia | o X | x| x | x| x 3 | VI.LD
TTKD,
PBH Cip
1
LDTD,
TP, Gb
Doanh thu VT, LD
2 dich vu s X X X X X 1 VT, LD
CN TTKD,
PBH Ciép
1
LDTD,
TP, Gb
Doanh thu VT, LD
3 .| dichvusé X X X X X 3 VT, LD
Tal | pN TTKD,
chinh PBH Ciép
1
LDTD,
TP, Gb
Doanh thu VT, Lb
4 dich vu di X X X X X 1 VT, LD
dong TTKD,
PBH Ciép
1
Doanh thu
5 dich vu di X 1
dong tra trudc
LDTD,
Doanh thu Tb, Gb
6 dich vu di X 1 | VLLD
A VT, LD
dong tra sau TTKD.
PBH Ciép
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Doanh thu
dich vu Fiber

LD TP,
TP, Gb
VT, LD
VT, LD
TTKD,
PBH Cip

Doanh thu
dich vu
MyTV

LDTD,
TP, Gb
VT, LD
VT, LD
TTKD,
PBH Ciép

10

Doanh thu
binh quan
dich vu (Di
dong TT, TS,
Fiber, MyTV)

LD TP,
TP, Gb
VT, LD
VT, LD
TTKD,
PBH Cip

11

Doanh thu
Tai khoan
chinh

LD TD,
TP, Gb
VT, LD
VT, LD
TTKD,
PBH Cip

12

Doanh thu
ban thé

LDTD,
D, Gb
VT, LD
VT, LD
TTKD,
PBH Ciép

13

Cudc phat
sinh

LD TD,
TP, Gb
VT, LD
VT, LD
TTKD,
PBH Ciép

Cudc da thu

LD TP,
TP, Gb
VT, LD
VT, LD
TTKD,
PBH Cip




14

Ti 1€ cude da
thu
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LD TP,
TP, Gb
VT, LD
VT, LD
TTKD,
PBH Cip

15

16

17

Nhéan
s

Ning suat lao
dong theo
doanh thu dia
ban

LD TP,
D, Gb
VT, LD
VT, LD
TTKD,
PBH Ciép
1, NV
KD, NV
KT

Ning suat lao
dong theo
thué bao
BRCD,
MyTV

LD TD,
TP, Gb
VT, LD
VT, LD
TTKD,
PBH Cip
1, NV
KD, NV

Ning suét lao
dong theo
tram
BTS/e/NodeB

LD TD,
TP, Gb
VT, LD
VT, LD
TTKD,
PBH Cip
1, NV
KD, NV
KT

18

19

Khéch
hang

Thué bao di
dong tra trudc
PTM

LD TD,
D, Gb
VT, LD
VT, LD
TTKD,
PBH Cép
1, NV
KD, NV

Thué bao di
dong tra sau
PTM

LD TD,
TP, Gb
VT, LD
VT, LD
TTKD,
PBH Ciép
1, NV
KD, NV
KT
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21

Fiber PTM
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LD TD,
TP, Gb
VT, LD
VT, LD
TTKD,
PBH Cip
1, NV
KD, NV
KT

22

MyTV PTM

LD TD,
D, Gb
VT, LD
VT, LD
TTKD,
PBH Ciép
1, NV
KD, NV
KT

23

Thué bao di
dong PSC
thuc tang

LD TD,
TP, Gb
VT, LD
VT, LD
TTKD,
PBH Ciép
1, NV
KD, NV

24

Thué bao di
dong TT PSC
thuc tang

LD TD,
TP, Gb
VT, LD
VT, LD
TTKD,
PBH Cip
1, NV
KD, NV
KT

25

Thué bao di
dong TS PSC
thuc tang

LD TP,
TP, Gb
VT, LD
VT, LD
TTKD,
PBH Ciép
1, NV
KD, NV
KT

Thué bao
Fiber PSC
thuc tang

LD TD,
TP, Gb
VT, LD
VT, LD
TTKD,
PBH Cép
1, NV
KD, NV
KT




26

27

35

28

29

30

31

LD TD,
TD, Gb
VT, Lb
Thué bao VT, LD
MyTV PSC TTKD,
thuc tang PBH Cip
1, NV
KD, NV
KT
LD Th,
b, Gb
Thué bao VT, LD
khdng phat VT, LD
sinh luu TTKD,
luong (1,3,5) PBH Cip
ngay 1, NV
KD, NV
KT
LD Th,
gé lugng thué I]?’ Sg
a0 VT, LD
BRCHB,MyTV ’
can gia han gg;% 4
doéng trude 1 NV P
cuoe KD, NV
KT
LD TD,
S6 lwong thué 3]?’ Sf}))
bao BRCD, VT’ LD
MyTV TTKD
chuyén dung PBH C’ ip
thtr sang dung 1 NV
that KD, NV
KT
LD TD,
TP, Gb
Sé luong thué X? Iig
bgo Di dong TTI’(D
cép gia han PBH C’ ip
g0b1 cude 1, NV
KD, NV
KT
LD Th,
b, Gb
Tiblé thué bao X?’ ig
FiberVNN ’
cn tai dong gﬁ%ép
trudc cudc 1, NV
KD, NV

KT
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33

Ty 1¢ doanh
thu ban thé
qua Vi VNPT
Pay

36

LD TD,
TP, Gb
VT, LD
VT, LD
TTKD,
PBH Cip
1, NV
KD, NV
KT

34

Ti 1€ thué bao
PO

LD TD,
D, Gb
VT, LD
VT, LD
TTKD,
PBH Ciép
1, NV
KD, NV
KT

35

S6 luong thué
bao di dong
tra trudce roi
mang

LD TD,
TP, Gb
VT, LD
VT, LD
TTKD,
PBH Ciép
1, NV
KD, NV

36

S6 luong thué
bao di dong
trd sau roi
mang

LD TD,
TP, Gb
VT, LD
VT, LD
TTKD,
PBH Cip
1, NV
KD, NV
KT

37

S6 lwong thué
bao Fiber roi
mang

LD TP,
TP, Gb
VT, LD
VT, LD
TTKD,
PBH Ciép
1, NV
KD, NV
KT

S6 luong thué
bao MyTV
roi mang

LD TD,
TP, Gb
VT, LD
VT, LD
TTKD,
PBH Cép
1, NV
KD, NV
KT
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LD TD,
TP, Gb
VT, LD
A xsTn VT, LD
38 Er?a?ﬁlhlgﬁg TTKD,
PBH Cép
1, NV
KD, NV
KT
Lb Th,
£ D, Gb
Chat VT, LD
luong | ti le phleu. VT LD
g9 | CSKH | thict lap dich TTKD,
va vu dung thoi PBH Chp
CLG ian quy dinh
man glan quy di 1, NV
: KD, NV
KT
Lb Th,
TP, Gb
. VT, Lb
Ti 1€ phiéu >
didu xit 19 VL LD
40 ding thoi TTKD,
gian quy dinh PBH Cap
: 1, NV
KD, NV
KT
LD TD,
TP, GD
Chat luong va VT, LD
ha tang mang, VT,Lb
41 dich vu vién TTKD,
thong PBH Cip
QOE/QoS 1, NV
KD, NV
KT
LD TD,
.. TP, Gb
Thoi gian VT’ LD
ML
42 | ting S TTKD,
thiét bi truy A
mang nhap bing PBH Cap
r(‘)rig 1, NV
. KD, NV
KT
LD TD,
TD, GD
VT, LD
Ty 1¢ thué VT, LD
43 bao BRCD TTKD,
suy hao cao PBH Cip
1, NV
KD, NV

KT




38

LD TD,
.. b, Gb
Ty 1€ thu hoi, ’
i st dung VT 1
44 1ODC, STB, TTKD,
PBH Cap
Connector,
day TB 1, NV
KD, NV
KT
Lb Th,
D, Gb
VT, LD
Hiéu suit sir VT, LD
45 dung hop TTKD,
AP/Splitter PBH Ciép
1, NV
KD, NV
KT
Lb Th,
TP, Gb
VT, Lb
Hiéu suét str VT, LD
46 dung mang di TTKD,
dong PBH Ciép
1, NV
KD, NV
KT
LD TD,
TP, GD
VT, Lb
. £ VT, Lb
Hiéu suat ’
47 2 TTKD,
cong GPON PBH Cip
1, NV
KD, NV
KT
LD TD,
Quy md cac I]? Sg
han tr kénh ’
ﬁén hang VT, LB
48 ] TTKD,
(Fiber/Mytv, £
PBH Cap
VNP TT, 1 NV
A VNP TS) KD, NV
Kénh
ban KT
hang LD TP,
Ning suét Tb,Gb
ban hang theo VI,LD
Kénh VT, Lb
49 (Fiber/Mytv, TTKD,
PBH Cap
VNP TT, 1 NV
VNP TS) KD, NV

KT
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S6 luong
nhan vién
chua c6 san
lugng

39

LD TD,
TP, Gb
VT, LD
VT, LD
TTKD,
PBH Cip
1, NV
KD, NV
KT

Bang 2.1 Cic chi sé diéu hanh tai dia ban

2.3.  Két luan chwong 2

Chuong 2 trinh bay vé Khung tham chiéu chuyén doi s6 noi bo ciia Tap doan

Buu Chinh — Vién thong Viét Nam tai cac dia ban nhan manh ¢ 5 chiéu Khach hang

$0, Nghiép vu s6, Van hanh s, Doanh nghiép s6, Phan tich dit liéu. Cung cac dinh

hudng, nguyén tac xay dung chuyén do6i so cling nhu cac chi s6 di€u hanh tai dia

ban phuc vu cho chuyén doi so.




40

CHUONG 3: XAY DUNG HA TANG VIEN THONG VA CONG NGHE

THONG TIN PHUC VU CONG TAC CHUYEN POI SO TAI VNPT
HAI DUONG

Cic giai phap xdy dung ha ting mang vién thong va cong nghé

thong tin phuc vu cong tac chuyén doi sé tai VNPT Hai Duong

HDGOOTHD

3.1.1. Ning cdp mang dwong truc, mang truy nhdp di ligu di dpng bing

rong (3G,4G)
RING MAN - E VNPT HAI DUONG

ring-CORE
2x100GE

HDGOOTBD

HDGOOTTG

ring-CORE
2x100GE

ring-CORE
2x100GE

HDGO4NSH
17

HDGO4KTH

HDGO1TNC HDGO1HDG
31 14 15
HDGOZTBH HDGO2HTN HDGO5SKMN HDGOSCLH
27 13 18 16
HDGO3NGG HDGO3TKY HDGOETHA HDGOETTG
11 12 [/ 21 23
e 00 -
HDGOTTMG

HDGOTLKE
32

22
| |

HDG10BGG

25

.
HDG11TMN ) HDG11GLC
28 - 24
HDG13HDO
— 35

HDG14DTG
38

HDG12HTA
33

HDG12TQG i
34 L Suiea=

HDG13KQC
36

HDG14DNG
37 —

Hinh 3.1 So @6 két n6i mang MANE Hai Dwong sau khi da dwoc ning cip
Dé phat trién ha ting vién thong phuc vu chuyén ddi sd, truéc hét can phat

trién mang dudng truc két ndi cac niit mang trung tim (cac nit MANE, UPE) ciing
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nhu cai thién tdc do két ndi dit lidu di dong, dam bao cac ung dung chay trén di
dong két ndi dén server hoat dong nhanh va 6n dinh, kip thoi cap nhat hinh anh, sb
liéu 1€n céc server phuc vu cho viéc phan tinh, danh gia, ra céc quyét dinh vé hoat

dong san xuét kinh doanh cua doanh nghiép dugc kip thoi, chinh xéc.
Muc tiéu:

- VNPT Hai Duong s& chuyén do6i ha tang vién thong thanh ha ting s6. Pap
g yéu cau cua Chinh quyén sb, kinh té sé va x3 hoi s6. Phan ddu dén nam 2025,
100% sd ho gia dinh c6 dudng cap quang téc do 200Mb/s ( Hién nay tdc do tai nha
khéach hang mai dat 68Mb/s).

- Trong nam 2022, mang 5G sé& dugc bao dam cung cap tdc do trén 100Mb/s
va s& phu song & khu cong nghiép, cac khu truong hoc, cac tinh, thanh phd c6 nhu
cau toc do cao va tién téi ndm 2025 co ban phu song cac dia phuong 16n va dén
nam 2030, 100% dan sb s& dugc pha séng di dong voi cong nghé 5G va 100%
nguoi dung trudng thanh s€ co, st dung smartphone.

Giai phap :

- Nang tbc d6 két ndi giita cac ring MANE duoc trinh bay trong hinh 1.2 va
1.3 dya trén thuc té nhu cau st dung luu lugng (hi€u Suét str dung hién tai va du
doan toc do ting trudong nhu cdu vé mirc do sir dung dit liéu ciia khach hang) va sb
luong khach hang tang trudong hang nam. Tang toc d6 download dit lidu 4G 1én toi
thiéu 38M. Cu thé: Ning toc dé Ring core tir 100G 1én 200G, Ning téc do 14 Ring
access Ién 100G ( Hinh 3.1).

- Nang cdp va tao vong Ring tuyén cap quang ctia VNPTHD két ndi voi
Trung tAm giam sat, diéu hanh dé thi théng minh cta Tinh Hai Duong (10C) tir
48Fo 1én 96Fo dé dap tng nhu cau lau dai cho tuyén cap Truyén dan nay.

- Khao sat toan bo cac két ndi MANE va tir MANE lan VN2, nang cip bing
thong cho céc Ring c6 luu lwong sir dung > 45%, dé dam bao khi bi mat két ni 1

huéng mang khong bi nghén do qua tai luu luong, ra soat cac két ndi vat 1y vao cac
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UPE va AGG khong dé cic hudng cap quang khac nhau cung di trén 1 huéng cbng
bé cot, khi x4y ra su ) gay mét lién lac cuc bo thiét bi. Vi cac tram 4G nang két
ndi duong 1én tir 100Mbps 1én 1Gbps, cim thing cac tram 4G vao switch gom gin
UPE nhat.

- Hang nim dinh ky, tién hanh ra soat, danh gia chat lvong séng vién thong,
d6 bao phu mang ludi cap quang dé c6 phuwong 4an dau tu nham bao dam thong tin
khong bi gian doan, chat lugng cung cép dich vu t6t. Pic biét 1a cac diém den vé

ving phu séng dé nang cap, bd sung cac tram BTS, cai thién chat luong dich vu.

- Hang nam, VNPT Hai Duong cin dau tu mdi, ning cip, cai tao trung
binh 45 tram thu phat song thong tin di dong; 15% duong day cap quang

nham déap img nhu cau sir dung ha tang so cua chinh quyén va ngudi dan.

- Pé nang cao chit luong dich vu cép quang tai nha khach hang. VNPT can
nang cap chat luong thiét bi, song Wifi va cac goi cudc trong thoi gian tdi. Thay thé
dan modem wifi 1 bang tan thanh modem wifi 2 biang tin dé dap ung toc do wifi
>100M. Thuc hién giai phap k¥ thuat sir dung song wifi cia VNPT dé phu song 4G
cho giai phap thoai VoWifi dam bao khach hang khong bi gidn doan thoai trong bat
ky tinh hudng nao.
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3.1.2. Néing cdp ha ting Céng nghé thong tin

TTHTBH

Mang Quan

Mang Truy Nhap Ly

" Ngudi dung Quan \

(VNPT HO Chi Minh ) tri hé thong
Va Da Nang)
- Switch
Sy
\
B Mang Core
VNPT Trung tam A \\,\ Core switch \ Mang Bién
Tinh/TP \\ *\\\‘ Layer 3 \\
Switch N - \ J N
== o . ‘ _» -
N — _ S—— \ | INTERNET
i — [ > P \ |
o — [ \L Vs \\\ \ s Royter
TTKD Trung tdm B \-\1
Tinh/TP y ~_ /N &
. , el — ~
/ a fif B
- Switch 1A fid E— INTRANET
/ = [ /
" Phong ban hang /) & = Core switch [ Notier
Quén/Huyén E=Aa \ - ~ Layer 3 “J /r
— MAN-E
f / B
VNPT Quén/Huyén g -
== )
Switch
Server

—~" DMZ

Hinh 3.2: So' @6 tong thé hé thong mang ciia VNPT Hai Dwong sau khi nang cip
Muc tiéu: VNPT Hai Duong tap trung thuc hién

- S6 hoa ndi bd VNPT Hai Duong: S6 hoa toan bo Ha tﬁng mang ludi, co so

dir liéu khach hang va ngudn nhan lyc.

- Xay dyng ha tang CNTT dé d4p tng Dé an Chuyén doi sb tinh Hai Duong
giai doan 2021-2025, tam nhin dén nam 2030, Theo yéu cau cia UBND tinh tap
trung phat trién ha ting sd, sin sang dap tng nhu cau vé két nbi va xu 1y dit liéu.

- Pén nam 2025, tim nhin dén nam 2030 bao dam phu séng 4G tai moi dia
diém cua tinh; chuyén doi toan bd cac hé théng tng dung cong nghé thong tin cta
VNPTHD v ciia tinh sang str dung dia chi giao thirc internet thé hé méi (Ipv6); xay
dung, hoan thién ha ting Trung tAm giam sat, diéu hanh d6 thi théng minh (I0C)
ctia tinh; duy tri hiéu qua hoat dong ciia Hé théng Hoi nghi truyén hinh tryc tuyén
cta tinh; trién khai hé thdng wifi cong cong théng minh nhim phyc vu nhu ciu truy

cap thong tin qua mang internet thuén loi cho nha dau tu, khach du lich va Nhan
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dan;
Giai phap:

VNPT Hai Duong hién bao gdm cic phong ban, don vi Trung tim Vién
thong, Trung tim Kinh doanh... Tét ca cac don vi déu dugc trang bi dy du thiét bi
¢6 sir dung mang Internet. Do d6 s lwong phan tir tham gia mang 1a twong ddi 16n,
mo hinh phan cap 3 16p duoc st dung dé don gian nhiém vu két ndi mang, mdi 16p
c6 thé chi tap trung vao mot chirc ning cu thé, cho phép lwa chon cic tinh ning va

cac hé thong thich hop cho mdi 16p.

Ha ting mang dugc phan cdp: may tinh cta cac phong ban s& két ndi t6i cac
Switch ctia céac tang, tir Switch cac ting két ndi t6i Switch tong cia tda nha. Sau d6
Switch toa nha s& két ndi téi Switch tong. Switch téng dat tai phong server Trung
tam Cong Nghé Thong Tin két nbi toi Firewall roi ra ngoai Internet. Hé théng Core

Switch dit sau Firewall nén rat an toan.

M5 hinh trién khai tap trung vao nang cip phan ving mang 18i, viéc thay thé
thuc hién thay thé thiét bi, khong thay do6i cau hinh, ludng dich vu.

Pau tu nang cap céac thiét bi nguoi dung nhu PC, may in, may scan ... C4c
thiét bi dau cudi duoc cai dat cdc phan mém mai nhat va cé ban quyén. Pong thoi
cac thiét b1 nguoi dung cling dugc cai cac chuong trinh diét virus c6 ban quyén dé

dam bao su 6n dinh cua thiét bj va dam bao an toan thong tin.

Pua vao khai thac cac phan mém dung chung, dit liéu tap chung va thong
nhit. Str dung hé théng cong nghé thong tin dé hd tro tdi da hoat dong san xuét kinh

doanh va ho tro giam tai cong viéc cho lao dong truc tiép.

Cai tién quy trinh cong viéc, chuan hoa nghiép vu theo tiéu chuan ISO dé tung
dung CNTT va quy trinh nghiép vu trong dap tng yéu cau cong viéc, rat ngan 40-
60% thoi gian hop, giam tdi da viéc sir dung van ban gidy. Trién khai mé hinh phong

hop thong minh hudng dén muc tiéu hop khong tap trung va khong giy to.
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Firewall: Thiét bi Cisco ASA525 cii dugc thay thé bang tudng lira thé hé

maoi cua hang Palo Alto:

- Thiét bi tuong lua PaloAlto thuc thi nhi€ém vu dinh tuyén hudng internet,
intranet, tich hop tinh ning bao mat kiém soat cac luu lugng két ndi tir cac thiét
bi dau cudi ra 2 huéng thong qua 2 router & phan ving mang bién.

- Ngoai ra, thiét bi tuong lira Palo Alto thuc hién nhiém vu lam VPN gateway cho

nguoi dung truy cdp mang ndi bo tur xa.

Switch Core: 02 thiét bi ciia hing Juniper. Thiét bi switch EX4300 c6 nhiém
vu két ndi cac may tinh dit tai cac phong ban va Quan/Huyén, 1a gateway ciia cac
két nbi ké trén, tro default route hudng 1én IP ddu ndi dén thiét bi tuong lira Palo
Alto, tir 6 c6 thé két ndi dén internet hodc phan vung mang ndi bg.

Thiét ké dinh tuyén:

- Céc thiét bi thay thé sir dung dinh tuyén tinh.

- Déi véi cap thiét bi switch Core Juniper : 1am gateway cho nguoi ding cudi tai
cac Quéan / Huyén, gom két ndi tir cac VNPT trung tAm tinh, tro static default
gateway Ién thiét bi Firewall Palo Alto.

- Péi véi thiét bi Firewall PaloAlto: kiém soat truy nhap tir cac phan ving mang
phia trong ra phan ving mang bién, tro default gateway hudng router két ndi

internet, tré route két ndi Intranet veé router tapdoan.

FROM TO Type Note

Tén thiét bi Port Bundle | Tén thiét bi | Port Bundle

bau ndi gitra

PA-32xx- EX4300- )
Eth1/19 Ael Xe-0/0/33 | Ae0 Port quang | Firewall va
NAN NAN
Switch Core
PA-32xx- EX4300- LA o
Eth1/20 | Ael Xe-1/0/33 | Ae0 Port quang | DU 10! g1a

NAN NAN Firewall va
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Switch Core
. Dau ndi véi
PA-32xx- Router bién Port n
Eth1/3 ] Port x router bién
NAN internet Ddng ]
internet
Dau nbi véi
PA-32xx- Router bién . router bién
Eth1/4 Port x Port Bong
NAN tap doan hudng tap
doan
PA-32xx- Switch Port Dau néi voi
Eth17 Ae2 Port x Bundle )
NAN DMz Quang switch DMZ
PA-32xx- Switch Port Dau néi voi
Eth18 Ae2 Porty Bundle )
NAN DMz Quang switch DMZ

Bang 3.1 Quy hoach port cho thiét bi Firewall PaloAlto

3.1.3. Xay dung co so dir li¢u dia ban va cdc chi tiéu danh gia

A. Xay dung co sé dir li€u dia ban

Ra soat cac ngudn dir liéu khach hang hién hiru dé ghép ma khach hang sir

dung ctia VNPT hop nhit cac ngudn s6 liéu di dong, bang rong, MyTV va CNTT.

Phan tich dugc ngudn sb liéu khach hang chwa sir dung di dong nhung st dung dich

vu bang rong, MyTV va CNTT dé chuan hoa ghép véi s6 dién thoai lién hé khach

hang.Giao 100% khéch hang trén dia ban dwgc quan 1y chinh x4c cac thong tin thiét
yéu (vi du: Tén/ Dia chi/ Sé di dong chi/ Dia chi lap dat...)[5].

Lam viéc vi cac co quan chie ndng dé xin so li¢u cdc TCDN hién ¢ trén

dia ban (dang thuc hién ndp thué tai thoi diém ra soat tai Cuc Thué) dé ddi chiéu

v6i dir ligu khach hang hién c6 dang st dung dich vu cia VNPT dé ra soat.

Loc dit liéu gitta co quan Thué cung cap va dit liéu xuét ra tir hé théng ERP

ciia VNPT dé sang loc va chudn hoa (ldy ma s thué 1am tiéu chi chung dé sang loc,
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tr d6 s& chuin hoa tén, dia chi, thong tin nguodi ding dau, dién thoai lién hé,
emai....).

Ban hanh quy dinh céc thong tin can chuin hoé va huéng dan thyuc hién cho
tung loai dir licu.

Hoan thi¢n cong cu chuan ho4 dit liéu theo huéng dan.

Tb chirc thu thap, cap nhat dir li€éu khach hang, cap nhat thong tin khach
hang t6 chtc doanh nghiép...

Tb chuc thu thap, cap nhat dir li€u tai nguyén mang ludi, nha tram.
T6 chire thu thap, cap nhat dir liu dir li¢u thi truong, khach hang tiém nang.
Theo doi, giam sat, danh gia muc d hoan thanh.

B. Mt s6 chi tiéu danh gia

v’ Cdc tiéu chi giam triv mit lién lac

- Giam trir mat lién lac d6i vai cac tram khong c6 nguédn dién ludi;

- Giam trir mat lién lac d6i véi cac tram sir dung truyén dan VSAT;

- Giam trir mat lién lac do cha dong tac dong vao CSHT, can thong bao trudc
vl VNPT-Net;

- Giam trir mat lién lac do thién tai;

- Giam trir mat lién lac tram quy dinh khéng chay may n6 khi mat dién ludi

v' Ty ¢ phiéu diéu thi céng lip dit va xiv Iy sw cé nghiém thu qua APP
Mobile
Dinh nghia:

Ty 1¢ phiéu diéu thi cong (lip dat va xir Iy su c6) duoc nghiém thu qua
mobile App ctia Tap doan so véi sb phiéu phat sinh trén phin mém PHSXKD trong
ky tai don vi. Muc ti€éu cia VNPT Hai Duong 1a 100% phiéu stra chira dugc nghi¢m
thu trén App va 98% phiéu phat trién duoc nghiém thu trén App.
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Cong thirc tinh
- Ty Ié phiéu diéu thi cong:

Tong s6 phiéu nghiém thu stra chiva qua mobile App

x 100%

- Tong s6 phiéu stra chita phat sinh trén phan mém DHSXKD [3.1]
- Ty 1¢ sy c¢b nghiém thu qua App mobile:
Tong s6 phiéu nghiém thu phat trién qua mobile App 005
= 3 I - "o - " o~ T i X
Tong s0 phiéu phat trién phat sinh trén phain mém DHSXKD ’ [3.2]

Phuong phép xéac dinh s6 liéu giao ké hoach

VNPT Hai Duong danh gia, can cu dir li¢u tai hé théng DHSXKD tap trung

va Mobile App tap trung vé6i cac dir liéu thong ké, phan tich theo don vi.

Nguén s6 liéu dé tham dinh két qua thuc hién
- Hé thong PHSXKD tap trung
v' Ty 18 thué bao, két cudi dwoc cip nhat thong tin toa do

Dinh nghia:

Ty 1€ thué bao, két cudi duoc cap nhat thong tin toa do: Tinh theo ty 1€ thué
bao (gém dich vu FTTH, Mega, ¢ dinh, MyTV)/két cudi trén mang dugc cap nhat
toa do trén tong sd thué bao/Tong sd két cudi trén mang.

Cong thirc tinh:

- Ty 1¢ thué bao dugc cap nhat thong tin toa do

Tong so két cudi trén dia ban dwoe cip nhit théng tin dén cudi ky 1005
= -~ ol e a ' b o ) x 0
Tong so két cudi trén dia ban dén cudi kv
[3.3]

- Ty 1& két cudi duoc cap nhat thong tin toa do

56 thué bao dwoc cap nhit toa d6 dia chi lap dat trén dia ban dén cudi ky 1009
= - -~ el L x
Tong s0 thué bao trén dia ban dén cuodi ky °
[3.4]
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Trong do:

- Két cubi duoc tinh voi cac dbi twong: Nha cap, Ti cap, Hop cap, Mang xong,
Splitter, Tt quang +Splitter, Khay ODF,...

- Vi tri lay toa do két cudi 14 tai vi tri két cudi. Vi tri 14y toa do thué bao 1a
cong nha thué bao. Ddi véi thué bao co dién tich nha rong (>1000m?) thi vi
tri léy toa do sé la truedc ctra nha thué bao.

- Két cudi, Thué bao duogc goi la cdp nhat chinh x4c toa do khi khoang céach sai

khac gitta thyc té va cap nhat trén PHSXKD khong qua 20m.
Nguon s liéu dé thim dinh két qua thuc hién
- Hé théng PHSXKD tap trung

- Danh gia tai hién truong ctia P. KTDT, TT BPHTT

3.1.4. Néng cdp cdc cong cu CNTT hién tai
A. Ung dung MyVNPT

Tap trung s hoa dir liéu khach hang va sb héa twong tac khach hang qua Gmg

dung My VNPT vdi céc tién ich chinh sau :

- Thanh toan cudc di dong, truyén hinh, internet va nap thé vo cing don gian.
Céc tinh ning thanh toan nhanh gdm: Thanh toan cudc vién thong (Di dong tra sau/
cac dv bang rong, ¢ dinh, MyTV), nap tién, Mua ma thé, thanh toan tién dién/
nude, thanh toan hoc phi (trén hé théng Vnedu). Khach hang nhan vao ting tinh
nang va 1am theo huéng dan chi tiét. Nhu hinh 3.2.

- Quan 1y dich vu di dong: Cho phép theo doi thong tin thué bao di dong,
thong tin tai khodn, cac dich vu st dung, tra ctru thong tin cudce, lich su st dung,
lich sir giao dich, dang ky huy cac goi cuéc nhanh chéng va dé dang nhu hinh 3.3.

- Quan 1y dich vu FiberVNN: Cho phép biét dugc thong tin tai khoan, s tién
dén thoi diém hién tai, thanh toan truc tiép théng qua cic cong thanh toan cua
VNPT, quan 1y cac tinh ning tit mé Modem router, dat tén/ wiffi password, dit lich
khoi dong thiét bi... nhy hinh 3.4
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- Quan ly dich vu ¢b dinh: Cho phép ngudi dung thong tin s6 ¢d dinh, s tién
dung trong dén thoi dién hién tai, thanh toan truc tiép thong qua cac cong thanh

toan cua VNPT.

o 70 il

84912423456
o DD20

F 9 79
¢

P Thué bao tra sau Chitiet > [ Thué bao tra sau Chi tigt >

278.210d 276.291d

Chu ky cuée T0S Chu ky cuéde T05
Tai khodn EZPay 0d Tai khodn EZPay 0d
‘ Vi VNPT PAY /’ VNPT H( Vi VNPT PAY VNPT HO
FESERRS RN / Quan Déng nhép / Quan|
]

1} Lutu ligng sif dung 1, Lutu lugng sif dung

Hinh 3.2. C4c tinh nang thanh toan trén MyVNPT.

17:22

17:24

DANH MUC KHAC 09189598884
ﬂ Loai thué bao: Tra sau
= Thué bao tra sau Chi tiét » 0912423456
&  Hoivien TiTan
276.291d V54 thué bao phu &

Chu kj cudc T05

2, Quan Iy ti khoan/gdi cuéc A
Tai khodn EZPay 04 -

Théng tin ca nhan

VI VNPT PAY VNPT H(
Déang nhj Y Quan| e
gnhap Q Quan ly tai khoan
- ———
[Ty Luu lugng sif dung G6i ca nhan tu tao
Tin nhén
* Data Thoal SMS Lich sir stf dyng A
———— THONG TIN CHI TIET

aaEmE 9 Lich st giao dich . Cube goi(281)

-

> o X X Tin nhan(78
Chuyén ddi tra truéc sang tra sau B Tinnhdn(r8)

A Dich vu Internet

Ky hdp dong dién t

Hinh 3.3 Mt s6 tinh ning quan 1y thong tin di dong
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Tai khodn: huonghtnfbabh
Model: "GWO4OH*

Culc thina 04/2021 19

o —

= L
Tai khoan thanhcong2022 Réisin Bl mbl khiy
Cue thing 0312021 0VND éitn
8 ©6i mat khdy
Thiét bj ONT cia Quy khach khang hd trd quan Iy
tréin MyVNPT = ® &
001 ¢ DOl mdt khiy

Céc thidt bj két ndi

Home

Hinh 3.4 Mot s6 tinh niing quén 1y dich vu Fiber VNN

- Quan Iy dich vu MyTV: Cho phép ngudi dung biét duge thong tin tai khoan,

cac go6i add on MyTV, dang ky/huy go6i nhanh chong va don gidn,.

- Céc tinh ning tu quan ly selfcare khac nhu: Ho tro Online, chat, phan anh

chat luong dich vy, mang luéi, doi diém/ doi qua, mua goi cude di dong/ Bang rong

¢ dinh Online. Céc thong tin wu dii, thanh toan Online v6i nhiéu chuong trinh

khuyén mai duoc trién khai hang thang trén app My VNPT nhu hinh 3.5

Chat online

Toog 4 hé By VIO'T

Kinh chao Anh/Chij, Em |a trg ly &0 VNPT
VinaPhone. Em co thé gip gi cho Anh/Chj khéng
a?

{80 17 e thong tin qim%m Wy sd_Thé cdo

Gy *%‘&#m .

< Phan anh chat lugng mang

Ngudi yéu cau (*)
84914692692

Nhép tén chu thué bao (*)

Nhap sd dién thoai lién hé (*)
84914692692

Tinh/TP xay ra sy s6 (*)

TTKD DA NANG
TANG BO AM TRA ..

Dia diém xay ra su ©b (*)

Loai mang (*) Loai khigu nai (%)

Logi mang () _ ® -

NI dung phén dnh (*)

Hinh 3.5 Mt s6 tinh ning tw quan 1y

TTKD DA NANG
TANG BAN UI CHO
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B. H¢ théng VNPT EMPLOYEE

Viéc xay dyng tmg dung OneApp cai dit trén cac thiét bi di dong nham gitp
cung cap thong tin, cong cu hd trg cho phép sb hoa toan bo cong viéc ctia nhan vién
k¥ thuat vién thong va nhan vién kinh doanh nhu hinh 3.6

v" Nhén vién kinh doanh :

- Tra ctru dich vu, san phém, thong tin khuyén mii cac dich vu ctia VNPT dé
tu van cho khach hang & bat ky dau. Tir d6 tiép nhdn yéu ciu cia khach
hang, 1ap hop d(‘A)ng ban dich vy, san phém.

- Theo doi cac lich hen le“ip dat, tién trinh la“ip dat cua mdt hop déng.

- Cham soc khach hang ...

v" Nhan vién k§ thuit vién théng :

- Piéu hanh thi cong.

- Xu ly, tiép nhan bao hong ...

MNIs\BER -

Test APP Ban Hang
test_app.hpg

Trang chua
HUONGLE@wvnpt.vn e
Chidc nang ua thich e
A = b @ Trangcha
Gach dai ly Gid han Gia han tra
ki 9 tn:dc £l Théng bdo
@ Thanh toan
x L 2 X
Ning luc Thi cdng dich Xif Iy bdo © Bdnhang
mang Iugi
0 b i S\ Thi céng - Bao héng
B (5] =R £ Tién ich va H8 trg
Quan ly su cé Phiéu yéu Xif ly khiéu & Tra
céu nai
> Cham séc khich hang
() Théng ké - Bdo céo
P = = «
Chudc nang dé xuat 88
& caiaat
(8] S %
Di déng Tién ich va CSKH - B2A Gép y cho nha phat trién
Hb tro
Pang xuat
& (] ©
Tra cu Théng ké - Théng tin thi
Bao céo trudng
a Q &S o

Hinh 3.6 Cac chire ning chinh cia @ng dung VNPT EMPLOYEE
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Céc module chinh cia VNPT EMPLOYEE bao gom :

- Thanh todn nhu mo ta hinh 3.7

- Ban hang nhu mo6 ta hinh 3.8

- Thi cong — Bao hong nhu mo ta hinh 3.9
- Tién ich va HO tro nhu mo ta hinh 3.10

- Cham so6c khach hang nhu mo ta hinh 3.11

- Tra ctru thong tin danh ba, hop dong, tra ctru thong tin thi cdng hinh 3.12

- Céc Théng ké bao c&o nhu mé ta hinh 3.13

ney - ~ .
o Test APP Ban Hang

‘ ° Goch dal by

e Gia o ek truse
@ Gach trje Bl
e Thing ké gae dich
. Xt Wy g dhch

ney

° Test APP Ban Hang

L L -~ L Vi -
Al H
o T“'m liP Ban Herg Thi cdng - Béo hdng

ey «

o Test APP Ban Han,

|
|

@ =
iOMMmM
|

|

i @ Thes thip thing tin h thag mang

Hinh 3.9 Chi tiét chirc ning thi cong va

via « :
« Bén hing B

o ==
e Fdng e mang had
@
©
Q T vl ban hing

Tidn ich vb HS trg

o Phat haoh bin lst

6 Tra cdu MNV blng tem QR

e Tu vl e App MyVNPT

e T vilos bl My TV OTT
0 Chm nang VNPT
9 Fevet mbt khdy
a Tre wdc nghgm
e In hos don

o Clg it Mo 1

a el

Hinh 3.10 Chi tiét chirc ning tién ich va
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Ll .
° Test »A‘PP Ban Hany p Chim séc khich hing 5 Tra clu
e Ban hing Jia bian Tra cify danh by
o Cho nhit Mkeh Mo tidm ning ® @ Tra ciis hop déng
e Chilm séc khiech hing o
. a @ Danh ba nhin sy HRM
e CSRM - B2A e
Tra ciiu thué bao di déng
@ N ang hdng bk —
& @ Tra ciu chi tiét thi céng
e Quie Iy sy ¢ B
e Theo ¢l hop 8éng dung th @
&
e Thing tia IN truding
e Thu thip thdng tin khich hang

‘ a Q

Hinh 3.11 Chi tiét chirc ning Chim séc Hinh 3.12 Chi tiét chirc ning Tra ctru
khach hang

ney “

° Test APP Ban Hany

. Théng ké - Bso cdo

0 Duanh sdch khuydin mal - trd trade
@ L g GPON suy hao a0
G Téog hop phidu TC-8M cbn 160
e O 1t gt TC-BH @8 nghiden thy

° S liong phat trdn

e S luong Bon hang

Hinh 3.13 Chi tiét chirc ning Théng ké — B4o co
C. Quan Iy viin ban diéu hanh VNPT-eOffice
Trong cac co quan nha nude, doanh nghiép hoat dong van phong cé vai tro
ddc biét quan trong. Hién dai hoéa cac hoat dong vin phong khong chi gbp phin
nang cao nang suét 1am viéc cta nhan vién, tiét kiém chi phi, thoi gian ma con tao

ra moi truong lam viéc van minh, hién dai. Phan mém quan 1y van ban va diéu hanh
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(VNPT-eOffice) giap cac co quan nha nudc, doanh nghiép thuc hién hdéa cac muc
tiéu xay dung mot Vin phong dién tir khong gidy to.

HE THONG QUAN LY VAN BAN VA PIEU HANH

VIEN THONG HAI DUGNG

@ & = E

Trang cha Danh ba Théng tin ca nhan B cai plugin Hwéng dan stv dung Van ban

Vian ban dén (6)
V&n ban di
V&n ban dénh déu

Tra cttu van ban

Hb so céng viée

Quan ly cong viéc (1)

@ K W E e WK

Quan ly lich don vi

Khai bao nhém nhan VB

Hinh 3.14 Giao dién quan Iy vin ban diéu hanh VNPT - eoffice

Viéc trién khai phdn mém quan 1y van ban va diéu hanh (VNPT-eOffice) tai
VNPT Hai Duong véi cac tinh ning tao van ban di, vin ban dén két hop vai chir ky
dién tir da giai phong duge mot lwong 16n vin ban gidy to phai dung hang nam tai
don vi hon thé nira viéc tiép nhan, tim kiém, xu 1y cac van ban cling nhanh chéng va

tién loi hon rat nhi€u so véi viéc xur Iy van ban truyén thong.

3.1.5. Hg ting nhén luc

Vé ha tang nhan luc, dé du ngudn luc cong nghé thong tin c6 trinh do cao
phuc vu cho viéc chuyén d6i s, VNPT Hai Duong hang nim van tiép tuc tuyén
dung, dao tao nang cao theo chuan quéc té, c6 chinh sach khen thuong cho céac ca
nhan 14y dugc ching chi quic té vé quan tri mang, an toan thong tin, quan tri co s&
dir lidu... Hang ndam, VNPT Hai Duong da cir nhan sy di ddo tao cac chimg chi quoc
té, cac nhan sy duoc ctr di déu dat két qua cao. Bén canh do, dé tung budc dich
chuyén thanh doanh nghiép s6, VNPT Hai Duong d4, dang va tiép tuc tién hanh dao
tao thém cho ddi ngil lao dong, ké ca cong nhan déu co khung chuin dio tao dé

thich nghi véi thoi dai sb.
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3.2. Phén tich, danh gia tinh hiéu qua cAc giai phap dé xuit.

VNPT Hai Duong d3 phat trién mot sd giai phap cong nghé dé sé hoa hoat
dong san xuét kinh doanh : Viéc sb hoa khach hang va phat trién cong cu giao tiép
khach hang duoc thuc hién thong qua viéc phat trién ung dung My VNPT. Viéc sb
hoa ndi bd cong viée cua nhan kinh doanh va nhan vién k§y thuat, ddng thoi tich hop
cac tmg dung vé 1 ing dung duy nhat thong qua app VNPT EMPLOYEE va viéc sd
hoa vin ban diéu hanh ndi bo thong qua chir ky s6 va Phan mém quén 1y vin ban va
diéu hanh (VNPT-eOffice). Muc tiéu dén nam 2025, 100% sb liéu duoc sb hoa,
100% céc quy trinh duoc chuyén ddi s6 va co thé cai dat trén tmg dung di dong, cac
tng dung di dong c6 thé thay thé 50% cong viéc cia giao dich vién va giam 50%
cac diém giao dich. 95% cac cudc hop qua truyén hinh truc tuyén va 100% phong

hop khong gidy to.

3.2.1. Pdnh gid két qud cdc gidi phdp

v’ Giai phap ning cp mang dudng truc, mang truy nhap dit liéu di dong bang
rong : Pam bao luu lugng mang khong bi nghén trong bat ky trudng hop nio vi mat
1 hudng thi van con huéng ring con lai, mat 1 huéng thi luu lugng don vao hudng
con lai khéng vuot qua 90%. Hon nira, giai phap nay con dam bao téc do cua khach
hang luon dugc dam bao dé dap ng cac nhu cau st dung dit liéu ngdy cang ting va
toc do dir lidu cao dé rt ngdn thoi gian tai dir lidu khi st dung cac tmg dung trén
may tinh va may di dong cua khach hang. Két qua 1a trong 4 thang dau nim cia
nam 2022, VNPT Hai Duong 1a 1 trong 10 tinh co6 it phdn 4nh chét lugng dich vu
nhét trong toan tdp doan VNPT, ca tinh khong c6 truong hop bi mat lién lac cuc bd
va nghén mang khi dit cdp quang noi hat.

v Giai phap Nang cip ha ting Cong nghé thong tin: Pam bao mang ndi bo
(intranet) cia VNPT Hai Duong ludn 6n dinh va téc do cao, dap ung duoc nhu cau
khai thac dir liéu ndi bo trong don vi cling nhu hd trg khach hang duoc nhanh
chong. Cac yéu cau vé lap dat, sira chira, thay d6i nhu cau dich vu cia khach hang

dugc dap tng kip thoi. Truy suat dir liéu ndi bd qua cac phan mém va cac tmg dung
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di dong rat nhanh di ting dwgc ning suat lao dong ctia nhan vién ky thut va nhan
vién kinh doanh gitip giam duoc hang trim gid lao dong mdi nim cua cong nhan,
viéc xudt bdo cdo nhanh chéng ciing gitp cac ldnh dao dwa ra cac phuong an va
quyét dinh kinh doanh kip thoi dap Gng yéu cau ctia méi trudng canh tranh gay gat

trong linh vyc vién thong, cong nghé thong tin.

v’ Giai phap nang cép cac cong cu CNTT hién tai tao ra duoc nén tang s6 hoa
céc dir liéu khach hang, s6 hoa dir liéu cta ndi bo, tiét kiém chi phi in an phat hanh
van ban, tiét kiém thoi gian tim kiém, xtr 1y van ban.

Mot s6 chi tiéu sb hoa quan trong dd dat dugc trong thoi gian qua di giup
VNPT Hai Duong gitt viing thi phan Vién thong — Cong nghé thong tin, giam tai
cong viéc cho nhan vién kinh doanh va nhén vién k¥ thuat.

+ Cai dat ung dung My VNPT dat ty 1¢ gan 76% nhu bang 3.2 gifip cai thién
hon kénh giao tiép s6 dén khach hang. Khi trén 90% khach hang cai dat tng dung
MyVNPT c6 thé ap dung viéc thu cudc khong dung tién mit.

1 Eﬂﬂgl HDG 22,375 17,345 77.52%
2 Binh Giang BGG 9,108 6,453 70.85%
3 Cam Giang CGG 11,268 8,657 76.83%
4 Chi Linh CLH 16,345 12,113 74.11%
5 Gia Loc GLC 12,160 9,321 76.65%
6 Kim Thanh KTH 14,984 11,985 79.99%
7 Kinh Mén KMN 13,845 9,699 70.05%
8 Nam Séch NSH 12,406 8,965 72.26%
9 Ninh Giang NGG 10,828 8,126 75.05%
10 | Thanh Ha THA 11,375 8,567 75.31%
11 Thanh Mién TMN 10,917 8,721 79.88%
12 | TaKy TKY 17,097 13,274 77.64%

TOAN TINH : 162,708 123,226 75.73%

Bang 3.2 Ty 1€ cai dat ung dung My VNPT cia VNPT Haii Duong
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+ Sb hoa toan bd cac tuyén cap quang cung cac Spliter trén toan tinh trén chuong
trinh DPHSXKD vi du nhu hinh 3.15, khi chon bat ky tuyén cap quang cta 1 don vi
nao s& ra dugc toan bo thong tin vé loai cap, chiéu dai, cac mdi ndi, ming xong, sb
lugng cac spliter trén tuyén, toa do lép dat cac bo chia thu dong.

+ Sb hoa toan bd hon 162 nghin thué bao FiberVNN gitip viéc hd tro, xir Iy dich vu
nha khach hang dugc chinh xé4c, gitip cac nhan vién ky thuat khi méi tiép nhan dia
ban s€ lam quen nhanh chong hon véi cac khach hang duoc giao phu trach. Hinh
3.16 md ta mot thué bao dugc s hoa trén chuong trinh, khi bam vao vi tri nha thué

bao s& c6 chi duong trén google Map dén nha khach hang.
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+ S6 hoa toan bo hon 800 vi tri tram BTS, NodeB, EnodeB va ving phii song gilp
viéc phan anh xir Iy khach hang di dong duoc nhanh chdng, chinh xac, d& ton nhan
lyc hon. Khi nhan dugc phan anh chét luong dich vu di dong k¥ thuat vién s€ do
song va tinh toan xu 1y trén ban d6 trude sau d6 ky thuat méi di chinh ving ph,

cong sudt thu phat anten, tilt dién, tilt co ctia anten dé dap ng chat luong dich vu

khach hang.
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v’ Giai phap ha ting nhan luc dam bao ngudn nhédn luc Vién thong cong nghé
thong tin c¢6 chat lwong ngay cang cao, chuyén moén nghiép vu ngay cang viing, sy
on dinh va gin b6 lau dai v6i don vi ngay cang bén chic dé dap tng duoc tit ca cac
yéu ciu vé nhan luc khi can dé trién khai dich vu dén khach hang cling nhu ty

chuyén d6i VNPT Hai Duong thanh nha cung cép dich vu sb.

3.2.2. Huwdng phit trién tiép theo ciia dé tai

TAP OOAN BUU CHINH VIEN THONG VIET NAM

CAC CHI TIEU CHAT LUONG Chi it DOANH THU

i Chins Qot Doanh thu chung Chgn uch v . p soanh thu cao nhit Top 10 TTP c6 doanh thu thip nhit

THUE BAO

Thué bao phat sinh

e

Cht lugng dich vy

Chit lurgmg dich vy

MyTV

yTvV

‘_F
e
p—

|

e ————————

TY LE THU CuOC

Top 10 TTP c6 ty 1§ thu cao nhit Top 10 TTP cé ty 1§ thu thiip nhit

Hinh 3.20 Dashboard thé hién két qua san xuit kinh doan ciia VNPT
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Viéc sb hoa toan bd dir liéu khach hang, s6 hoa cac quy trinh ndi bd chi la
budc dau cia quy trinh chuyén do6i so. Dé tai s& tiép tuc nghién ciru tao nhing
Dashboard truc quan vé toan bo két qua chi tiéu san xuit kinh doanh tir chat luong
mang dén tinh hinh xu ly su cd, tir doanh thu cuée dén ty 1€ thu no cude, tu chi )
phat trién méi dén luong thué bao phat sinh cude thue hang thang va cac sép hang
cho tirng chi tiéu chét luong. Thong qua Dashboad mdi ngudi lao dong tir vi tri lanh
dao cao nhit dén ngudi lao dong truc tiép déu co thé nim duoc két qua san xuét
kinh doanh cta don vi minh quan 1y theo nam, theo thang, theo tuan, theo ngay nhu
hinh 3.20. Thong qua Dashboard nhan vién kinh doanh biét duoc truc quan doanh
thu ctia cd nhan cia don vi, nhan vién k¥ thuat biét duoc chi tiét chat luong dich vu
(QoS) va chét lugng trai nghiém khach hang (QoE), 1anh dao cac cip biét dugc vi
tri sép hang ciia minh so véi cac don vi, cac chi so chat luong k¥ thuat hay kinh
doanh chua dat yéu cau dé dua ra nhimg chi dao kip thoi cai thién cac chi sb dé

hoan thanh céac ké hoach san xuét kinh doanh dugc giao pho.
3.3. Két luin chwong 3

Chuong 3 d3 trinh bay toan bd cic nghién ctru vé xdy dung ha tang vién
thong va cong nghé thong tin phuc vu cong tac chuyén d6i s6 tai VNPT Hai Duong,
trong d6 nhan manh dén cac két qua s6 hoa da dat duoc thong qua ba tng dung
chinh 1a MyVNPT s6 hoa kénh giao tiép khach hang, VNPT Employer s6 hoa kénh
giao tiép ndi bd gianh cho nhan vién k¥ thuat va nhan vién kinh doanh, VNPT-
eoffice s6 hoa viéc trao ddi, xtr 1y vin ban diéu hanh ndi bo. Pong thoi, cling dua ra
céc danh gia vé hidu qua cta cac giai phap va trinh bay dinh hudng phat trién tiép

theo cua luan van.



63

KET LUAN

Chuyén doi sd trong doanh nghiép duoc dinh nghia 1a “viéc tich hop, ap
dung cong nghé sb dé nang cao hiéu qua kinh doanh, hiéu qua quan 1y, nang cao
nang lyc, sttc canh tranh cia doanh nghiép va tao ra cac gia tri mé1”

Céc hoat dong chuyén dbi s6 co thé bao gdm tir viéc s hoa dit liéu quan 1y,
kinh doanh ctia doanh nghiép, 4p dung céng nghé sb dé tu dong hoa, t6i wu héa cac
quy trinh nghiép vu, quy trinh quan 1y, san xuat kinh doanh, quy trinh bao céo, phdi
hop cong viée trong doanh nghiép cho dén viéc chuyén doi toan bé mé hinh kinh
doanh, tao thém gia tri m&i cho doanh nghiép [8].

Theo cac vin ban chi dao cua tdp doan Buu chinh vién thong Viét Nam
(VNPT) Chuyén d6i s6 vé ban chit can nhin nhan theo huéng hoan thién mé hinh
quan tri, quy trinh van hanh; cic hé thong CNTT doéng vai trd cong cu. Du 4an
chuyén ddi sb cac dia ban nham hoan thién céac quy trinh quan tri diéu hanh tai dja
ban, dua cac quy trinh quan 1y, diéu hanh, tac nghiép tai dia ban 1én méi truong sd
nhiam minh bach hoa cong tic quan tri, téi uu ning suit lao dong, cung cap day du
cac thong tin, dir liéu can thiét cho cac vi tri cong tac trén dia ban, tu cép quan ly
dén cac nhan vién tac nghiép cac linh vuc [4][5].

Luan vin ndy tap trung nghién ctru cac giai phdp xdy dung ha tang mang
vién thong va cong nghé thong tin phuc vu cong tic chuyén d6i sé tai VNPT Hai
Duong, danh gia cac két qua sb hoa qua cac ung dung My VNPT, VNPT-Emloyer,
VNPT E-office, s6 mang cap quang, s6 hoa thué bao fiber VNN, s6 hoa cic tram di
dong. Céac két qua nghién ctiu cua luan van dugce trinh bay véi 03 ndi dung chinh
Sau :

Téng quan va 19 trinh trién khai chuyén dbi s6 tai VNPT Hai Duong nghién
ctru vé Khai niém chuyén ddi s6 va doanh nghiép s6, Hién trang ha téng mang ludi
va chuyén d6i s6 cia VNPT Hai Duong, L trinh trién khai chuyén d6i sb tai VNPT

Hai Duong.
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Giai phap chuyén d6i sb tai VNPT Hai Duong nghién ctru vé Khung tham
chiéu chuyén ddi s6 noi bo ciia Tap doan Buu Chinh — Vién thong Viét Nam tai cac
dia ban va cac Giai phap chuyén déi sb tai VNPT Hai Duong.

Xay dyng ha tang vién théng va cong nghé thong tin phuc vu cong tic
chuyén d6i s tai VNPT Hai Duong nghién ctru vé Cac yéu ciu vé ha tdng mang
vién thong va coéng nghé thong tin dap Gng viée chuyén d6i sb6 tai VNPT Hai
Duong, Cac giai phap xay dung ha ting mang vién théng va cong nghé thong tin
phuc vu cong tac chuyén d6i s6 tai VNPT Hai Duong, Phan tich, danh gia tinh hiéu
qua cac giai phap dé xuat.

Chuyén d6i s6 1a qua trinh 1au dai, phirc tap, trai qua nhiéu cip do do do
trong khu6n kho luan van nay chi di vé mot mang nho trong xdy dung ha tang vién
thong va cong nghé thong tin phuc vu cong tic chuyén doi sb tai VNPT Hai Duong.
Néu c6 thém thoi gian va diéu kién dua trén két qua nghién ctru nay luan van sé tiép
tuc nghién ctru xay dung Dashboad diéu hanh san xuat kinh doanh View theo timg
linh vuc nhu: Kinh doanh, K§ thuit; cac view theo cac cap, Gmg véi cac vi tri chirc
danh khac nhau : Lanh dao Vién thong tinh, Cac phong ban chirc ning, Trung tim
kinh doanh, trung tdm Piéu hanh thong tin, Trung tdm cong nghé thong tin, nhan

vién khéi kinh doanh, nhan vién khéi k¥ thuét.
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