TRUNG TAM THONG TIN DICH VU CONG PA NANG

HO SO
GIOI THIEU

Tang 11 - Cong vién phin mém baN ing
02 Quang Trung, Hai Chau, Da Nang
Hotline : (0236) 1022

I @ 2 :2 Email : 1022@danang.gov.vn

Thoéng tin chinh xdac, kip thai Website : http://1022.vn



../../../../../Users/quocnv/Documents/Downloads/1022@danang.gov.vn
http://1022.vn/

THU NGO
Kinh thwa Quy Khéach hang,

Trung tdm Thong tin dich vu cong Pa Nang, dai dién 1a Téng dai 1022,
chuyén cung cip cac dich vu cham s6c, hd trg khach hang nhu contact center,
telesurvey, telemarketing va telesales. Véi su ning dong, sang tao va su nd luc
ctia toan thé can bo, cong nhan vién cung su tin tuong, hop tac ciia Quy Khach
hang, Tong dai 1022 d3 va dang 1én manh khong ngimg va tré thanh mot trong
nhimg Tong dai cung cip cac dich vu hd trg cho ngudi dan/doanh nghiép co uy
tin, dugc xa hdi va khach hang tin nhiém.

Doi ngii can bd, nhan vién chuyén nghiép, nhiét tinh, c6 tinh than trach
nhiém cao va tim huyét voi su nghiép phat trién ctia don vi, cing cac trang thiét
bi ddy du, hién dai, Tong dai 1022 da c6 nhiéu chién lugc phat trién tap trung
vao cac dich vu cham soc, hd trg khach hang va luén khong ngimg phan dau dé
tré thanh mot trong nhirng nha cung cap dich vu c6 chat lugng hang dau, cam két
mang dén cho khach hang sy hai 1ong tdi da.

Dich vu cham soc khach hang cia Tong dai dugc xay dung khong chi hd
tro truc tiép khach hang ma con gitp nang tam thuong hiéu nham dem lai gia
tri gia tang tot nhat cho doanh nghiép trong moi trudng kinh doanh niang dong,
canh tranh nhu hién nay.

Tong dai 1022 xin chan thanh cam on Quy Khach hang da, dang va s& hop
tac v6i chung toi. Hy vong, Tong dai 1022 s& dugc gop phan vao sy thanh cong
cua Quy Khach hang.

Trdn trong cam on!

PHO GIAM POC PHU TRACH

Nguyén Vin Quéc



|. GIOI THIEU

Trung tam Thong tin dich vu céng Pa Ning (tién than 13 Trung tam Giao
dich cong nghé thong tin va truyén théng Da Néng) 1a don vi sy nghiép truc
thudc S& Thong tin va Truyén thong Pa Nang, ¢ chirc nang:

(1) Lam dau méi thu thap, tong hop, xir Iy théng tin va huéng dan, cung
cap thong tin cho t6 chuc, cong dan trong khuon khé Chuong trinh xiy dung,
van hanh chinh quyén dién tur, phuc vu cadc muc ti€u Chuong trinh cai cach hanh
chinh ciia thanh pho;

(2) Cung cap cac dich vu cho t6 chirc, cong dan trén co so st dung ha
tang, nhan lyc CNTT - TT cta don vi.

Thanh ldp: Nam 2011 theo Quyét dinh sé 3316/QD-UBND ngay
19/4/2011 ciia UBND thanh phé Pa Néng.

Tru sé: Tang 11, Cong vién Phan mém Pa Ning (s6 02 Quang Trung,
phuong Hai Chau |, quan Hai Chau, thanh phd Pa Néng).

Pién thoai: (0236) 1022 - (0236) 3881 888 - (0236) 3996 777
Fax: (0236) 3996 777

Email: 1022@danang.gov.vn.

Website: http://1022.vn.

Co cau to chwece:
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Phong Phong Phong Phong Phong
Tiép nhan & K¥ thuat& Truyén thong Giam séat Hélnh chinh
Giai dap thong tin dich vu & Su kién chét luong & Ké toan

I1. NHIEM VU CHiNH TRI

(1) Lam dau mdi lién két cac hé thong thong tin ciia thanh phd Da Nang.
Cung cip va giai dap cho t6 chirc, cong dan vé quy dinh, chinh sach, dich vu
hanh chinh cong, théng tin kinh té - xd hoi thanh phd. Truy xuat thong tin phuc

vu cong tac quan ly, di€u hanh va yéu cau vé nghi¢p vu cua céac cap hanh chinh.
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(2) Huéng dan, hd tro to chire, ca nhan trong thue hién dich vu congcua
thanh phd.Theo ddi, giam sat va danh gia qua trinh cung cap dich vu cong cua
thanh phd cho t6 chuc, cong dan.

(3) Tiép nhan thong tin phan anh, gop ¥ cac van dé trén dia ban thanh ph
ctia to chirc, cong dan dé chuyén co quan c6 thim quyén xur 1y theo quy dinh.

(4) Lam dau mdi két ndi nhu cau tmg dung cong nghé thong tin va truyén
thng va cac nha cung cp giai phap.

(5) T6 chirc diéu tra, khao satdoc 1ap dbi vai cac to chic, ca nhan.
(6) To chirc cac hoat dong truyén thong, thong tin co so.

(7) Thuc hién cac nhiém vu khac do UBND thanh phd va Giam dbc So
Thong tin va Truyén thong giao.

I11. DICH VU DANH CHO DOANH NGHIEP
1. Dich vu vé tong dai cham séc, hd trg khach hang
- Cho thué ha tang, thiét bi (may tinh, dién thoai)

- Thiét 1ap tong dai cham soéc, hd trg khach hang cho doanh nghiép
(Huéng dan st dung, giai dap thic mic cho khach hang, xt 1y k¥ thuat, cham
soc khach hang sau ban hang, gidi thiéu san pham mdi, ...vv, hodc cac ndi dung
cham soc khac theo yéu cau cua khach hang)

+ Bao gom ha tang, hé thong
+ Bao gdm ha tang, hé théng va ngudn nhén luc
- Dich vu cung cap lap dat dau s6 1800/ 1900
- Telesales (Tu van ban hang)
- Cho thué van phong ao
2. Dich vu tin nhiin
2.1. Dich vu nhin tin MT (Mobile Terminated)

Cho phép nguoi dung chi dong nhén tin dén thué bao di dong ciia khach
hang nham quang bé cac su kién, san pham, dich vu méi; cham soc khach hang;
nhic nhé thuong hiéu; thong tin giam gia, khuyén mai...

Nguoi ding s& duge cung cap tai khoan dé nhin tin trén hé thong cua
Trung tdim Thong tin dich vu céng hodc cung cap tai khoan dé ty tich hop trén hé
thng ciia chinh minh dé theo ddi, quan 1y truc tiép.



2.2. Dich vu nhin tin MO (Mobile Originated)

Phuc vu nhan tin dé tham gia binh chon sdn pham, cudc thi; tra ctru gia san
pham, dich vy, tra ctru diém thi, két qua x6 s6 va cac thong tin khac...

3. Dich vu khao sat, diéu tra, thu thip thong tin

- Piéu tra, khao sat mirc d6 hai 1ong, danh gia cua khach hang vé cé4c san
pham/dich vu do t6 chitc, doanh nghiép cung cap (bao gdm dich vu hanh chinh
cong va cac dich vu cia t6 chure, ca nhan).

- Khao sat nhu cau cta thi truong vé san pham/dich vu giup t6 chirc/ca
nhan c6 co sé dé dua ra cac quyét dinh, giai phap cung cip san pham/dich vu ra
thi truong.

- Khao sat, thu thap thong tin, dit liéu, lam co s& thuc hién cac du an, dé
tai nghién ctru khoa hoc.

Cic hinh thirc trién khai khao sat:

+Phong van truc tiép

+Goi dién thoai c6 ghi am (sir dung ha tang Call Center cta Trung tam)
+ Khao sat online

4. Dich vu to chirc sy kién, truyén thong, quang ba

- T4 chure cac sy kién nhu: 18 khai truong, khanh thanh, 18 dong thd, khai
cong; to chirc hop bao - toa dam - hoi thao; té chircchuwong trinh roadshow quang
ba thuong hiéu... ddm bao t6i wu, tiét kiém chi phi va dat hiéu qua cao.

- Thiét ké hé thong nhin dién thwong hiéu toan dién (logo, slogan,
backdrop, gidy moi, standee, banner...); cac 4n phidm quang co (poster, lich, sd
tay, thiép...).

- Thyc hién céc chién dich truyén théng, PR, dam bao yéu cau va phu hop
van hoa riéng cua don vi, da dang, sang tao, tiét kiém, hiéu qua théng qua cac
kénh truyén thong hién dai va truyén thong.

5. Dich vu So héa tai liéu

- Scan mau, xam, den tréng, cac kho: tir A0, Al, A2, A3, A4, A5..

- Xtr Iy: can chinh d6 sang, nghiéng, tay trang, cat...

- Nhan dang quang hoc (OCR) bang phan mém hién dai, c6 kha ning nhan
dang nhanh chong, chinh x4c kém theo hi€u chinh sau nhan dang dam bdo tinh
chinh xac 100%.



IV. NANG LUC- KINH NGHIEM

1. Ha ting Tong dai

Tong dai giao tiép dién tir (Contact center), st dung giai phap cua hing
AVAYA (MY¥); chuyén nghiép, hién dai va du phong 1+1:

- Tléng dai dién thoai cham s6c khach hang (Call center) véi quy mo 100

ban ti€p nhan va giai dap thong tin;

- Téng dai tin nhin (SMS Gateway), két néi truc tiép dén cac mang di dong;

- Ha ting may chu (Server), tuong ltra (Firewall), chéng xdm nhép trai
phép(IPS);

- Phin mém tng dung quéan 1y quan hé khach hang(CRM), quan 1y tri thirc
(KM), tinh cudce (Billing).

STT Thanh phén S6 luwong
1 | Tong dai dién thoai IP (IP PBX) - AVAYA 450 01+01
2 | Heé théng tra 10i tu dong (Integrated Voice Response - IVR) 01
3 Hé thong diéu khién tiép nhan va cung cap kénh da phuong 01
tién (Contact center express - CCE)
4 Hé thdng tich hop thoai va may tinh (Computer Telephony 01

Integration - CTI)

Hé thong t6i wu ngudn nhan luc va quan 1y chat luong
5 | (Workforce Management Software and Quality Monitoring 01
System - WMS & QMS)

Hé théng quan 1y quan hé khach hang (Citizen/Customer

6 Relationship Management - CRM) 01

7 | Hé thong quan ly tri thirc (Knowledge Management - KM) 01

8 Hé thong quan 1y bao cio cudc goi (Avaya Reporting) 01

9 Thiét bi dinh tuyén va chuyén mach (Switches - Cisco 06
C3560X va Router - Cisco ISR3925)

10 May chu dit liéu (Database Server - IBMx3850 X5, 28
IBMx3650 M3

11 Hé thong tudng lira bao mat Fortigate (Firewall Fortigate 01

620B)

12 | Hé théng chéng xam nhdp trai phép cua Cisco (Cisco 01
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Intrusion Prevention - IPS - 4260)

13 | Hé théng nhin tin - SMS 01
14 | Man hinh hién thi thong tin giao dich thong tin vao/ra 06

Thiét bi va nhan lyuc tiép nhan va tra 101 thong tin (dién thoai 100

15 1 1P, may tinh, ban/ghé, .)
16 | Quan ly, trudng ca (dién thoai IP, may tinh, ban/ghé, ..) 06
Trung tam Théng tin dich vu céng Pa Nang

Supervisor

Fal

) o
M@é hinh téng thé két néi cdc hop phin hé thong
2. Cong thong tin 1022.vn

- Cung cap thong tin va tao cac kénh giao dich théng tin
- Tra ctru san phém, dich vu
- Quang ba san phém, dich vu
3. Nhan lwe: dugc van hanh bdi doi ngti can bo, ky su cong nghé va nhan
vién k¥ thuat giau kinh nghiém, dugc dao tao bai ban, chuyén nghiép.
> B0 phan tiép nhan va giai dap thong tin (30 nguwoi):vsi doi ngii
nhan viénco hon 5 nam kinh nghiém duoc dio tao bai ban vé quy trinh tiép
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nhan va giai dap thong tin, k¥ ning giao tiép va ling nghe khach hang, k¥
nang ng xir linh hoat d6i véi timg loai khach hang.

» B0 phan Noi dung (5 ngwoi): voi doi ngii nhan vién c¢6 hon 6 nam
kinh nghiém vé t6 chtrc Iuu trit dit lidu, toi vu héa di liéu, vv...

> B0 phan ky thuit - dich vu (10 ngwoi): v6i doi ngi nhan viénco
hon 7 nam kinh nghiém vé van hanh hé théng Tong dai; giam sat thi cong
cac dy an 16n vé dix liéu nhu hé théng Data Center, hé théng mang MAN-E,
cap quang, ...

> B phan truyén thong - sy kién (5 ngudi): v6i doi ngii nhan vién
c6 hon 6 nam kinh nghiém trong cong tac td6 chuc sy kién, truyén thong,
quan hé bao chi; ki thuat quang céo truc tuyén va tiép thi qua cong cu tim
kiém, Internet Marketing.



V.CAC DU AN TIEU BIEU

TT Du an Néi dung trién khai Péi tac
| | Tong dai hd tre, cham soc khach hang
-Cungcapthéngtin vé quy dinh,
Téng dai Thong tin | chinh sach, thu tuc hanh chinh, . o
1 |dichvucongPa | thong tin KT-XH thanh phé H anND thanh pho Ba
Nang - Dudng déy néng tiép nhan y J
kién gop y
. x| Cung cAp thong tin v& thién tai, | BCH Phong, chong thién
Tong dai veé thién A . .+ | tai va tim kiém ctru nan
2 K béo, 14; nhan tin thong bao dén — . \
tai, béo, lu A AR TP Ba Nang va tinh Thira
cong dan, t6 chuec... n X
Thién Hué
?;ngéhﬁéii;%laén HO tro, giai dap cho nguoi dérj -B6 Thong tin va Truyén
3 h‘lrlljh mat dat (¥900 C{glc tinh, th?ll’lh trong ca nude ve thdng
9496) s0 hoa truyén hinh mit dat. -UBND TP baNéng
4 t{ﬁné%ndﬁ;nisclgl_l Cham soc va ho tro khéch hang | Cong ty Truyén hinh cap
Sf)r)llg Thu P sit dung dich vu truyén hinh cap | Soéng Thu
5 Téng dai CSKH HJ tro nguoi dung c4c tro choi | Cong ty CP Thé thao
Garena thé thao dién tur. Viét Nam — Garena
6 Tong dai Help HS‘ trg ngudi dungst dung cac |- FPT Software ba Né&ng
Desk phan mém -Congty DTT
Il | Dich vu tin nhin
’ Nhén tin SMS diéu hanh, théng i
1 | Nhantincongvu | bao dén cac co quan Nha nude UBND TP ba Nang
trén dia ban thanh pho
hg;i C(:;ll} ntrl] nh trangho so thu tuc | S6, ban, nganh TP
2 | Nhan tin tra ctru LA .+ | - UBND huyén bién
-Nhan tin thong béo sau khi ho Ban, Quang Nam
so hoan thanh ’ £
- Truong Cao dang Vian
hoa Nghé thuat ba Nang
L. . Tra ctu diémsé; nhan tin théng |- Trung tdm Tiéng Anh
3 | Nhan tin hocdurong bao dén phyu huynh, hoc sinh Viét - My
- Hé thong gido duc chat
luong cao SKYLINE
- Tai chinh T&T

Nhan tin quang ba,
CSKH

Nhan tin quangba thuong
hiéu, san pham, CSKH cho céac
cong ty, doanh nghiép.

- Mi quang éch Bép
Trang
- Bat dong san Mland...




Dich vu diéu tra, khio sat

Khao sat vé tng

Diéu tra, khao sat, danh gia sd

Lién doanh Leading

1 | dung CNTI trong lidu. Associates & KDi Asia
doanh nghiép
Khio s ) Diéu tra, khao sat, danh gia
a0 satmic do | myc do hai long cua doanh X £ s NS
2| hai !E)ng ctia doanh nghiép d6i véi dich vu cong caa UBND thanh pho Ba Nang
nghi¢p co quan Nha nudc
Khéo sat tryctuyen | piay tra, khao sat qua mang;
3 |ungdungthuong | yay dung béo cdo dénh giakét | So Cong Thuong
mai dién tir tren dia | qy3 khao sat.
ban TP Ba Nang
IV | Dich vu truyén thong, quang ba
-Ngan hang SeABank,
Ngan hang lién doanh
A A 2 Kkénh: Viét -‘Nga
. | Truyén thong qua cac kénh:| v, van™hinh cap Song
1 Thuc hl‘f;n chién CopglO?Z.Vn, thu dién tr, tin Thu
dich truyén thong nhan, Tong dai CSKH; mang xa Trung tam Anh ngi
ho1, AMA
-Nha hang An Thanh,
Trdc Lam Vién...
Bao trg thong tin
cudc thi trinh dién 7 N UBNDthanh phd
2 phéo hoa qudc té Bdo tro thongtin PaNing
Da Nang.
-T6 chuc toa dam, xay dung
‘ phéng su; t6 chuc cudc thi, ,
3 Truyen thong cai roadshow; UBND thanh pho ba
cach hanh chinh -Truyén thong online (email, | Nang
video clip, mang xa hoi
Facebook, Zalo...).
- Puong day nong tiép nhan, ’
Truyén thong Tuin cung cap thong tin vé Tuan le| - I:JBND thanh pho Ba
4 |13 i APEC cap cao APEC 7 Nang
¢ cap cao i A ha Cé - S5 Thone tin vi
2017 Truyén thong qua ong ¢ Thong tin va
1022.vn, mang xa hoi, email, | Truyén thong
roadshow.
Truyén thong Truvdn tha
chuong trinh hoc ruyen thong qua T6 chuc giéo duc
5 g > | Céngl022.vn, thu dien ti, 910 W

dai hoc tr xa, qua
mang, tai chuc

telesales.

Topica
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VI. MOT SO KHACH HANG TIKU BIEU

1. Khéi hanh chinh nha nwéc

VNTA cicviEnTrone

THE VIET NAM TELECOMMUNICATION AUTHORITY

2. Khoi to chirc phi chinh pha

@

Save the
Children

3. Khoi doanh nghiép

-,“@,
AT A"
T

DTT

TECHNOLOGY GROUP

VRB

VIETNAM - RUSSIA BANK

TOPICA

TO HOP CONG NGHE GIAO DUC TOPICA

EVNCPC
PC DA NANG

CONG TY DIEN LUC DA NANG

f”.t. " Tiah o i Ning
Q OXFAM ¥
i

i
[
' / DaNang Associction of Vicfims of Agent Orange/Dioin
VAVA

ﬁﬂﬂ &Y o

Fpt Software

=CATV=

CONG TY TRUYEN HINH CAP SONG THU

PAT XANH MIEN TRUNG

*

B [ seanank

NGAN HANG QUAN 90I

=\

s |, S

HE THONG GIAO DUC CHAT LUGNG CAO

— SKY - LINE

American Academy Hoi fefedie /{/////A// Socese /s ///4)//'
land
Da nang

3C COSMETICS
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VIIl. CHINH SACH HO TRQ CHO DOANH NGHIEP

- Uu tién quang ba, giéi thiéu san pham va dich vu ctia Quy doanh nghiép
trén Cong thong tin Dich vu cong Pa Nang (1022.vn) - noi ngudi dan thuong
xuyén truy cap dé tra ctru cac dich vu hanh chinh cong.

- Uu tién quang ba, gidi thiéu thong tin ciia Quy doanh nghiép qua Tong
dai 1022.

VIII. THONG TIN LIEN HE

- Ba: Nguyén Thi Thanh Van
Dién thoai : 0236 399 6666
Mobile: 0949472288
Email: vannttll@danang.gov.vn

- Ong: Pinh Van Hung
Dién thoai : 0236 399 6868
Mobile: 0905444800
Email: hungdvll@danang.gov.vn
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MOT SO HINH ANH HOAT PONG CUA PON VI

TONG DAI DICH VU CONG
Hotline: (0236) 1@ 2 2, (023¢) 3881 888

Portal: 1022.vn - Email: 1022@danang.gov.vn

Hinh anh hoat dong cta Trung tdm Thong tin dich vu cong Pa Nang
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