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QUYET DINH
Vd viQc ban hlrnh Quy trinh quin lf y6u cAu/sg c6

c6ng nghe thdng tin nginh Thu6

rolvc cUC TRrtCIyc ToNG cUC THUE

can cri Quyi5t dinh s6 115/200glQD-TTg ngey 28lgl200g ctia Thri tuorg
Chinh phtr quy dfnh chfc ning, nhigm v9, quyAn hpn vd co c6u t6 chric ctra T6ng
cuc Thu6 tryc thuQc 89 Tei chinh;

c6n cir Quytit dinh s6 114iQD-BTC ngdy l5l0|l20|3 cria BQ trucrng Bo Tdi
chinh vd chilc ndng, nhigm vu, quydn h4n vd co c6u t6 chric cria cgc c6ng nghe
th6ng tin tryc thuQc Tdng cgc Thu6;

Cdn cir Quyi5t dlnh sO 778IQD-TCT ngiy 1610612011 cria Tdng cuc Thuis vA

Quy ch6 quan lf, tri6n khai, van hdnh ha tAng hQ th6ng CNTT tai cuc Thu6, chi
cuc Thu6;

Cdn cri Quytit dinh s6 IS94/QD-TCT ngdy 26/l2l20u cfia T6ng csc Thu6
vo quy ch6 quan ly, triiSn khai, h5 trq vd sti dung img dpng t4i cgc Thu6, chi cgc
Thui5;

x6t dc nghi ctia cgc truong cuc cong nghe th6ng tin - T6ng cuc Thu6,

QUYtr E!NH:

Di6u 1. Ban henh kdm theo quytit dinh ndy "Quy trinh quan l;f y6u cdu/sg c6
c6ng nghe th6ng tin ngdnh Thu6".

DiAu 2. QuyiSt dlnh ndy c6 hiQu lgc thi henh tc ttr ngdy k;i, cgc truong cuc
C6ng nghe th6ng tin, Thri truong c6c Vq/Dcrn vi thuQc vd tryc thuQc T6ng cpc
Thu6, Cpc tru6mg Cuc Thu6 c6c tinh, thanh phd vd cdc dcrn v! li6n quan chiu tnich
nhiQm thi hanh Quyiit dinh ndy./. -w-_-

Noi nhQn:4-
- Nhu diAu.2;

- LD T6ng cuc Thu6 (d6 b6o c6o);
-Website TCT;
- Luu: VT, CNTT (4b).ro
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CQNG HoA xA ner cn0 NcniA vrpr NAM
EQc lgp - Tg do - Hqnh phfc

HdnQi, ngdy 16 thdng 12 ndm 2014

QUY rnimr QUAN r.,f vnu cAU/Su CO
coNG NGHE THoNG rrN NGANH iUUn

(Ban hdnh kdm theo euyiit ttinh sti 233I/}D_TCT
ngay 16 thdng 12 ndm 2014 cua Tiing cltc tru6n! Tiing crlc Thu6)

Chutrng I
QUY DINH CHUNG

Didu l. Mgc dfch

Hucmg ddn trinh tg cdc bu6c tt khi ph6t sinh yeu cdu/sg cti can dugc hd trq
d6n khi y6u cAu/su c6 dugc gi6i quy6t nhdm cl6m b6o quan lf thiSng nh6t, ch{t ch6,
hipu qu6, gi6m thi6u thoi gian d.mg hQ thiing trong qu6 hinh ngudi sri dqng khai
th6c vd sri dpng hQ thiSng, rmg dung c6ng nghe th6ng tin (cNTT) neanh Thui5.

Didu 2. Ph4m vi vir tl6i tugng 6p dgng

1. Pham vi 5p dUng

Bao g6m c6c you cdu/sg co hen quan diin h9 th6ng, ,mg dung CNTT ngdnh
Thui5.

2. DAi tuqng 6p dgng

- Nguoi st dpng hQ thiSng, img dgng CNTT tai r6ng cgc Thu6, cuc Thu6,
Chi cr,rc Thu6.

- cinb0 ven ha'nh, h6 trq hQ th6ng, img dpng CNTT t4i r6ng cuc Thu6, cpc
Thu6, Chi cuc Thui5.

DiAu 3. GiAi thich tir ngfr

l.Su c6: LA c6c sg ki€n, rui ro xhy ratrong hQ th5ng, tmg dwrg cNTT ldm
gian dopn ho{c anh huong d6n ch6t lugng dich vg AOi vOi ngnJi str dpng vi hopt
dQng cua hQ th6ng, tmg dUng CNTT.

2. YOu cAu: Li c6c d6 ngh! tt ngudi sfr dgng, crin b9 vgn hanh, c?r b0 hd trq
hQ th6ng, img dpng CNTT.

3. Co so dfr lipu tri thric: I.d tAp hgp crlc th6ng tin, c6ch thric xri ly y6u cAu/sp
cO dugc luu tr6n trang web ho{c thu muc d,rng chung dO ngudi sri dG;can b0 h5
trg, c6n b0 v0n hanh tra ciru, tham kh6o trong qu6 trinh h6 trq ngudi dtng hopc
khic phpc sg cti.



, 4' Nguoi sri dgng: Ld c6 nhdn hoflc don v! cAn dugc hd trq xri lf y6u cAu/sg
co.

5. c6c nh6m, phdng tpi cuc CNTT - T6ng cuc Thu6 dugc dinh nghia nhu sau:

5'l' Nh6m vfn hanh: Ld nh6m c6n bg dugc phdn c6ng tiiip nhfn y6u cAu/sg
c6 tt ngudi st dsng 5oa9 tir hp th6ng; chri dQng ki6m #t"h k' ie ,rrjr*, ;;
dung; Xt li y6u cdu/sg c6 theo linh vgc duo. c phan c6ng.

5'2' Nh6m hO ttq mric 1: Ld nh6m dugc t6 chirc theo ttmg linh vgc c6ng
nghg; Tiiip nhQn y6u cau/sp cri tri Nh6m vfn hinh; Xt ry ycu ,a,ilru c(i theo lifi
vpc c6ng nghe dugc phdn c6ng.

5'3' Nh6m hd trq mtrc 2: Li nh6m dugc t6 chfc theo timg linh v.uc c6ng
nghQ;.Ti6p nhan ydu cdr-r/sg ct5 tt Nh6m vgn hanh ho{c Nh6m rro t q mric l; Xri ly
ycu cau/sg c6 phric t4p theo linh vgc c6ng nghe dugc phen c6ng.

5'4' Linh vgc c6ng nghQ: Ld c6c linh v.uc dugc phdn chia nhu linh vgc Ung
dpng, Co sd d& liQu, HQ th6ng, An ninh th6ng tin,...

^ 1.?: 
Phong chri tri: Li phdng phs trdch nh6m h6 trq nhan dugc y6u cAu/sp cri

cdn xri ly.

6. cilc nh6m tai cuc Thu6, chi cpc Thu(i dugc dinh nghia nhu sau:

6'1' Nh6m v0n hanh Cpc Thuti: Ld nh6m crin b0 tin hgc dugc ph6n c6ng ti6p
nhAn you cAu/su cti tu nguoi sri dung t4i csc Thu6 ho{c dil *5i'crri .0. rrr"e e,iidtin.

6-2. Nh6m h5.trq cqc Thu6: Ld nh6m c6n bQ tin.hgc dugc phdn c6ng ti6p
nhOn vd xti ly y6u cAu/sy co tu Nh6m v0n hanh cpc Thuii. 

- - r

63' DAu moi tr5 {v tai chi csc Thu6: Li nh6m c6n bQ dugc ph6n c6ng tii5p
nhfln vi xtr l! cdc y6u cAu/sg ci5 tai Chi cgc Thu6.
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Didu 5. C6c bufc thuc hiGn

1. Nguli sfr dgng tpi co quan T6ng cgc Thu5.

1.1 GrH y6u cAu/sg c5

- - Khi c6 ph6t sinh y€u cAu/sg c6 c6n dugc hd trg, ngudi sir dgng tpi co quan
Tdng cpc Thui5 grii y€u cAu/sg cti toi Nh6m vfln hdnh tpi Cpc cNir uang iien
thopi hoflc email, trong d6 m6 tit cfuc th6ng tin:

a H9 t6n, s6 di€n thoai, dla chi email, don vi.

+ Lo4i y6u cAu/sg c5:

o Li€n quan dtin h0 thi5ng: M6 ta t6n hg th6ng, l6i he th6ng.

o Li6n quan d6n ung dung: Mo te t6n img dung vd chfc ndng cdn hd trq.
+ MO ta chi titit tinh huting xiry ray6u cdu/su ci5.

+ Mirc d0 uu ti6n: X6c dlnh mric tlQ uu ti6n cho y€u cAr:/sg c6 theo huong
d6n tai mqtc t hw6ng dfin 0I-HD/eLSC/TCT crtaquy t tnl, niy (n6u c6).

1.2 Nhgn vir ki6m tra k6t qui xfr g
- Nh0n kiit qu6 xri lf ydu cAu/ss cti tt Nh6m vfln hdnh bing diQn thopi ho{c

email.

- Ki6m tra k6t quA $r lf y6u cAr,/su cti tir Nh6m vfln hinh trong vdng 0l ngdy
k6 tu ngdy nh$n dugc ktit qu6 xt lf.

- Phin troi toi Nh6m vQn hdnh ktit qui xt g dat hay kh6ng dpt.

2. Nh6m v$n hirnh

2.1 Ti6p nhin y6u cAu/sr; c5

- Nh6m vpn hanh ti6p nh4n y6u cAu/su cti tu nguoi sir dgng t4i co quan T6ng
cuc Thu6, Nh6m h5 trq tpi cpc Thuti hoflc ft he th6ng gi6m s6t.

- Tao phi6u y6-u cAu/sg c6 vd cflp nhflt I'IhAt W y€u cAr:/sg cti theo huong ddn
tli mgrc 4 hud,ng dfin 0I-HD/eLSC/TCTcria euy trinh niy.

2.2 Phin tfch y6u cAu/sg c6
Nh6m vQn hanh phan tich y6u cAu/sg co ae x6c dinh trudng hQ,p khAn c6p,

phem vi xti lf, mfrc uu tidn:
- Trudrng hQp y6u car.r/su ci5 ta khan c6p can ph6i hd trg ngay, Nh6m vgn

hdnh thyc hiQn:

+ X6c dinh linh v.uc c6ng ngh0 vd thdng b6o bing diSn tho4i t6i Nh6m hd
trg mirc 2, gtri email.th6ng b6o cho phg tr6ch phdng qu6n $ Nh6m hb trq mtc 2 .

+ Chuy6n Phii5u y6u cAu/su c6 vi Nh0t f.y v6u ra,rlru c6 t6i Nh6m hd tro
mirc 2.



- Truong hgp y€u cat/sg cti kh6ng phni ri khan c6p, thpc hiQn ph6n l4i mirc
uu ti6n theo hu6rng.dan Qi mgtc I hmfng ddn 01-HD/QLSC/TCTc,1a euy trinh
ndv (n6u c6 thay eOi ttrOng b6o l4i cho Nh6m vgn hdnh dE theo d6i), di; rfrai "*dinh pham vi xri l;i:

+ Trudmg hgp y6u cAr-/sg ci5 kh6ng thuQc phem vi xir ly crta Nh6m vin
hanh, thyc hiQn:

o X6c dinh (hoAcxdc dinh lAi) linh vsc c6ng nghe.

o ChuyiSn Phi6u y6u cAu/sg ct5 vd Nh0t ky y6u cau/sg cti toi Nh6m h5 tro
mfc 1.

+ Trudrng hqp y6u cdu/sy ciS thuQc pham vi xri lf cfra Nh6m vfn hanh, thuc
hiQn xt lf y6u cdu/sg c5 theo itihm 2.3 xt? Ifi y6u cdu sry c6 taidi€u niy.

2.3 Xfr lf y€u cAu sg c5

Nh6m v4n hanh thgc hiQn xu lf y6u cAu/sp c5 theo mirc uu ti6n:

- Trucrng hqp xt l;i duqc: Nh6m vfn hanh thuc hign th6ng b6o ktit qui xri lf
y6u cAu/sg cd cho ngudi str dgng AC UCm tra ddng thdi cap nhQt th6ng tin vio l.Ihat
ky yOu cAu/sy c6.

- Trudng hsp khong xt lf dugc: cap nhat th6ng tin vio Nh0t ky y6u cAu/sy
cO 1mO ta co ban c6c bu6c dd thuc hiQn) vd chuyiSn ptritiu y6u cdu/sp ci5, h1hAt ky
y6u cAu/sg cti tdi Nh6m h5 trq mfc I d6 xfi lf.

2.4 Theo ddi, ki6m tra k6t qui xfr $
- Nhom vfn hdnh theo ddi vir d6n dt5c c6c Nh6m hd trg xri lf y6u cig/sg c6

theo thdi gian quy dinh tei myc 2 hwtng ddn 0I-HD/QLSC/TCT cira euy trinh
ndy.

- Ki6m soSt nhpt ky do c6c Nh6m h6 trq cgp nh$t.

- Tii5p nhan k6t qui xri lf y6u cAu/sg c5 tu c6c Nh6m h5 trq.

- Thdng b6o vd phoi hqrp ki6m tra k6t qui xir ly v6i ngudi sir dqng:

+ Truong hqp k6t qu6 xri lf yOu cA,r/sy c5 chua d4t, Nh6m vfn hanh th6ng
b6o t6i Nh6m hd trq mirc I hoflc Nh6m h6 trq mftc,2 do xri lf titlp.

+ Trudrng hqp kCt qui xir lf y€u cAu/sg cO d4t, Nhom vQn
+, ^ A t I
oong yeu cawsu co.

Lwu i,: pOi vOi y6u cAu/su cis do cfurh b6o tir hQ th6ng gi6m s6t giri d6n,
Nh6m v4n hanh tryc tiiSp ki6m tra 14i hQ th6ng gi6m s6t d€ xric dinh kiit qu6 xir lf
y6u cAu/su c6 ea dpt hay chua dpt.

2.5 D6ng y6u cAu/sg c6

hanh thUc hiQn



- Nh5m v0n hanh thgc hiQn cflp nhflt thdng tin d6ng y6u cAu/sg c6 vdo I.IhAt
ky theo ddi y6u cAu/su cti.

- Truong hgp sau 0l ngdy llm viQc nguoi sti dpng khdng grii thdng tin x6c
nh0n vd tinh trgng yeu cAu/sp c6, Ntr6m van hanh nhdc nguoi J aung kiem tra vd
th6ng b6o ktit qu6. Sau 02 ngdy lim viQc k6 tri ngey giri th6ng Uao xac nh1n ket
qui xri lf mi kh6ng c6 th6ng b6o k6t qu6 tu ngu&i sri dgng, Nh6m vfn hanh titin
hanh cpp nhft thdng tin (d6ng you cAu/su c6) trong Nh0t ky y6u cAu/sg co. pdn
thdi th6ng b6o d6n ngudi st dsng v€ viQc d6ng y6u cAu/sg c6.

2.6 T6ng hgp b6o c6o

Dinh ki', Nh6m van hinh thgc hiQn t6ng hqp b6o c6o vA tinh hinh xil ly y6u
cer/sg ci5 theo huong ddn tai myc 6 hrdrng din L|-HD/QLSCnCTcria euy trinh
ndy vd b6o c6o ldnh dpo phdng, l6nh dpo cuc GNTT (ntiu c6n).

3. Nh6m h6 trg mf,c I
3.1 Ti6p nhgn, phin tich y6u cAu/sg c5

- Nh6m hd trq mirc 1 titip nhfn y€u cAu/sy c6 tt Nhom vfn hanh.

- Phan tich l4i di5 x6c dinh y€u cAu/su cti c6 thuQc linh vgc c6ng nghQ cira
nh6m:

l Trucrng hqp y6u cAu/su cti kh6ng thuQc linh v.uc cdng nghe cria nh6m, giri
lpi Phitiu y6u cAu/sg co toi Nh6m vdn hanh iliS phdn tfch y6i iir*, .a ,r,."'q-"v
dinh iti6m 2.2 Phtn tich yilu cAu/sg cd tqidiAu nay.

+ Trudrng hqp y6u cAu/su cti thuQc linh vgc cdng nghe cfia nh6m, ti6n hdnh
x6c dinh l4i mfc uu ti6n theo hu6ng d6n @i mgc I hwtfrng ddn 7I-HD/eLSCryCT
cta Quy trinh nAy:

o Trudrng hgrp mric uu ti6n c6 thay d6i, th6ng b6o cho Nh6m vpn hdnh d€
theo ddi vd ti6n henh xri lf y€u cAu/sg c6 theo di6; 3.2 xfi ljt y1u cd'ulrl ,A tit
di6u niy.

o Trudrng hqp mtic uu ti6n kh6ng thay dOi, ti6n hdnh xfi ly y6u cAu sg c5
theo iti6m 3.2 Xft g y\u cdutsy cd t4idiAu ney.

3.2 Xfr tf y6u cAu sg c6

Nh6m hd trq mirc I tiiSn hanh xt lf y6u cadsp c6 theo mfc uu ti6n.
- Truong hgp c6 giii phdp xri ly:

+ C0P nhflt th6ng tin chi ti6t tintr hinh xri l!, gihiph6p xri lf vdo Nh{t ky y6u
cAtr/sg c6 theo huong ddn @i myc 4 hw6,ng adn'oi-notgtsc/TcTcta euy trinh
ndv.



+ Gti Phiriu y€u cAu/sg c5, Nh0t ky y6u cau/sg cti tdi Nh6m van hanh.

+ DA xu6t chuy6n gi6i gh6p xfr $ vio co so dfi liQu tri thric (ni!u co) theo
huong d6n tpi mqtc 5 huhng ddn 0I-HD/eLSC/TCTcria euy trinh ndy.

- Truong hQp you cAu/su co lion quan d6n nhi6u linh vgc cOng nghe, Nhom
chtr tri (ld nh6m nhan dugc y6u cAt/sy cd ttr Nh6m v4n hdnhl pftOi hq,p voi c6c
Nh6m hd trg li6n quan thuc hiQn:

+ Th6ng b6o bing email, rlien thoai ho{c trng dung quin lf y€u cAu hd trg
t6i c6c Nh6m h5 trq li€n quan (luu f ghi lpi c6c thao t6c co ban de thyc hiQn, c6c
thdng tin co bin dd ki6m tra) ctdng thdi giri email tdi phg tr6ch phdng chri tri vd
php tr6ch c6c phong li6n quan eC Uiet vd ph6i hqp chi dpo.

+ cOp nhat th6ng tin chi titit tinh hinh xt lf, gi6i ph6p xt li vio Nhflt ky y6u
cArr/sg c6.

+ Dd xu6t chuydn gi6i ph6p xti li vdo co so dfr liQu tri thirc.

- Truong hqp kh6ng co giii ph6p xu lf :

+ Chuyi5n Phi6u y6u cAu/su c6, I.IhAt ky y6u cAu/sg cO tOi Nh6m h6 trg mfc
2 (luu y ghi l4i c5c thao t6c co ban dd thuc hiQn, viQc phiSi hqp v6i c6c Nhom h5
trg kh6c (n6u co), c6c thdng tin ctd ki6m tra tru6c khi chuytin, dA xu6t giei ph6p xri
lf (ni5u c6) vdo Nhit ky y6u cA,ysu cO).

+ Th6ng b6o t6i Nh6m ven hanh dti theo d6i, d6n d6c.

4. Nh6m h5 trg mrfrc 2

4.1 Ti6p nhfln y6u cAu/s,I c6 ltrir y6u cAu/sq c6 khAn cdp;

- Nh6m h5 trq mtc 2 titip nhpn Phi6u y6u cAu/sg cd vi Nhflt ky y6u cAg/su c6
tir Nhom h6 trq mric l.

4.2 Xtt ly y6u cAu/sg c6

- Thyc hiQn xri lf y6u cA,r/sg c0 theo mfrc uu ti€n.

- Trudng hqp y€u cArr/sg c6 lien quan dr5n nhiAu Hnh vyc c6ng nghe, Nhom
chri tri (ld nh6m nh?n dugc y6u cArr/su c0 tir Nh6m h6 trq mirc 1) th6ng b6o b6ng
email, dign thopi hoflc img dpng quan lf y6u c6u hd trq tdi c6c Nhom hd trq lien
quan ddng thoi gui email tdi phu trschPhdng chri tri vd php tr6ch cdc phdng li6n
quan Ae Uiet vd ph6i hqrp chi dpo.

- cap nhft thong tin chi tiiit tinh hinh xt g, gi6i ph6p xt tf vio Nhft ky y6u
cdu/su ci5.

- Gti Phi6u y6u cAu/su c6,I.IhAt ky y6u ceu/sg cti toi Nh6m v6n hdnh.



- Th6ng b6o ktit qu6 xt li t6iNh6m hd trq mirc t.

5. Xfr li y6u cAu/sg c6 khAn c6p.

5.1 Trudrng hqp Nh6m h6 trg mfic 2 nh$n tlu.oc y6u cAu/sg c6 ttrin c{p
tir Nh6m v$n hirnh:

- Nh6m h6 trq mtc 2 ti6n hnnh xri lf ngay theo thoi gian quy dinh t?i mgc 2
hwhng ddn LI-HD/QLSCQCT cria Quy trinh ndy d6ng Loi iio c6o php tr6ch
phdng vA tii5n dQ xri lyi, k6t qu6 xri ly.

- Truong hqp y€u cau/sg ci5 [6n quan di5n nhi6u linh v.uc c6ng nghe, Nh6m
chri tri (ld nh6m nh?n dugc y6u cAr:/sg cti tt Nh6m vQn hAnh) ph6i hgp v6i c6c
Nh6m h6 trq li6n quan di5 xt g:

+ Thong b5o bing email, di-6n tho4i ho4c img dgng qu6n lf y6u cau hd trg
t6i cic Nh6m h0 ttq li€n quan donq thdi giri email toi php tr6ch phdng chti tri vi
phy trdch c6c phdng li€n quan ae Ui6t vn ph5i hqp chi dpo.

- sau khi nhQn drSvc thdng b6o c6n sg ph6i hqp v6i c6c phdng li€n quan, phu
tr6ch Phong chfi tri td chtic ho.p ngay voi phg trdch c6c phdng nen quan vd c6c
Nh6m h5 trg di5 tim gini ph6p xt ly d6ng thoi b6o c6o ldnh dpo Cgc CNTT chi d*o.

- sau khi xt lf xong, Nh6m ho trq muc 2 cflp nhgt Nh0t ky y6u cAunro trg vd
chuy6n Phi6u you ca'/su c5, Nh0t ky y6u ca'/sg.o roi Nh6m vsn hdnh.

5'2 Trudrng h.op php trdch phdng nh$n tlugc y6u cAu/sg c5 t*rfin c6p tir
l6nh d?o cgc cNTT hoic tir nguli sr? dgng, phg tr6ch phdng thqrc hiQn:

- X6c dinh linh vgc c6ng nghe li€n quan.

- EiQn thoai ho{c grii email F6ng b6o t6i phq tr6ch c6c phdng vd Nh6m h5
trs li6n quan Aii ptr6i hgp gi6i quy6t.

- 86o c6o ldnh d4o cpc CNTT va tirin dQ vd kiSt qu6 xri ly.

'Trudrng hqp c6 vu6ng mic hoic kh6ng xt lf dugc, b6o crio ngay l6nh clpo
Cpc CNTT dii c6 chi ct4o kip thoi.

- Sau khi xri ly xong, phu tr6ch Phdng chri tri tr.uc ti6p ho4c chi dpo Nh6m hd
trg mric 2 thdng b6o, phtii hqrp ki6m tra ktit qu6 cho ngudi st dgng.

- Thdng b6o tdi Nh6m v4n hanh d,.A tgo vi cfp nhat Nhat ky y6u cau/sg cti.



Chuong III
euy rRifrn euAN r.,f vfu cAu/s$ c6 cNrr

TAr CVC THUE, CHr CVC Trrut

Qud trinh thgc hign

Ngudi sri dung,
OAu m6i h6 trs Bi CCT

DiAu T,ltroin l,
Ci6m l.t

Didu 7, khodm 2,
dii3m 2.1

Didu 7, khoan 3,
tli€m 3,1

DiAu 7, khoan 3,
cti€m 3.2

Nh6m vfu hdnh Ei€u 7, khoin 2,
dilm2.2

Nh6m vfln hdnh,
Ngudi sti dung

Di6u 7, khoan 1,

<lii3m 1.2

Di6u 7-, khoan 2,
di6m 2.3

Nhdm v6n hdnh tai TCT

Di6u ?, khoin 3,
di€m 3,3

DiAu 7, khod'n 2,
di6m2.2

b6o kCt qui xri $



Didu 7. Chc bu6,c thgc hiQn

1. Nguli sfr dgng t4i vin phdng CBc Thu6

1.1 Gr?i y6u cAu/srp c6

- Khi c6 y6u cAu/su cti cAn duo. c h6 ttg, ngudi sri dgng tpi vdn phong cuc
ThuO gtii y6u ciu/sg c6 Uing email ho{c diQn thopi t6i Nh6m vgn han}rCgr-ttroi5,
bao gdm c6c thdng tin:

+ Hg t6n, s6 diQn tho4i, clia chi email, don vi.
+ Logi y6u cAtlsg c6:

o Li6n quan rttin hQ thdng: M6 ta t€n h9 th6ng, tdi trg th6ng.
o Li6n quan diSn rmg dpng: M6 ti t€n img dung vi chirc 

"dng 
can h6 trq.

+ Md ti chi tii5t tinh hu6ng xhy ray6u cAu/sg c6.
+ Mric d0 uu ti€n: X6c tlinh mric d0 uu ti6n cira y6u cAu/sg ciS theo hudrng

ddn tai myc I hutng ddn 02-HD/eLSC/crcria euy trinh ndy (niiu c6).
1.2 Nhgn vh ki6m tra k6t qu6 xfr lf
- Nhan k6t qui xri lf y6u cA'/sg co tu Nh6m vfln hdnh cgc Thui5

- KiiSm tra ktit qui xri lf y6u cAu/sg ci5 ttr Nh6m vQn hdnh Cuc Thu6 trong
vdng 0.5 ngiy kC tt ngey nhan dugc k6t qu6 xri lf.

- Phan trdi toi Nh6m vfn hdnh cpc Thui5 ktit qu6 xri lf d4t hay kh6ng dpt.

2. Nh6m v$n hirnh CBc Thud

2.1 Ti6p nhfn yGu cAu/sg c6

. - Titip nhAn y6u cAu/su cti ttr nguoi sir dpng tgi vdn phdng Cpc Thui5 vd tt dAu
mOi Ctri cpc Thuti gui l€n.

- Phan bi mric rru ti6n theo hu6ng dan tai muc I hrdng d6n 02_
HD/QLSC/CT cria Quy trinh ndy.

- Tao PhiiSu ydu cAu/su c6 vd cQp nhAt nhat ki d6 theo d6i, rl6n d6c theo
huong d5n tpi mqtc 4 hmfng ddn 02-HD/eLSC/cTcria euy trinh niy.

- chuyon phiiiu y6u cau/su c6, Nhflt ky y6u ,a,r/su c6 toi Nh6m hd trq cuc
thu6.

2.2 Theo d6i, ki6m tra k6t qui xfr ly
- Theo ddi vd ddn di5c Nh6m h5_ trq tai Cyc ThuiS xir lf y6u cAu/sg c6 theo

thoi gian quy dlnh tqi mqtc 2 hudng ddn 02-HD/eLSC/crcria euy trinh ndy.

- Ti€p nh0n kiit qu6 xtr lf y€u cA'/sg co tu Nh6m hd trg cuc Thuti.

- Th6ng b6o vd ptroi hqp ki6m tra k6t qui xri li tilingudi sri dung:

+ Trudrng hqp k6t qui xri ly y6u cAu/sp c6 chua d4t: Th6ng b6o lai kilt qui
l0



t6i Nhom h6 trq Cuc ThuiS d6 xri ly ti6p.

Trucrng hqp k6t qu6 xr? ly y€u cA,r/sg c6 d4t: Thyc hiQn d6ng y€u cAu/su
A

co.

2.3 D6ng y6u ciu/sr; c6

- Nh6m van hinh Cpc Thuti thgc hiQn cflp nhat thdng tin d6ng y6u cdu/sy c6
trong Nhflt \i theo ddi y6u cAu/sg c6.

- Truong hgp sau 01 ngiy lim viQc nguoi sri dgng khdng gui th6ng tin x6c
nhAn vA tinh trpng yOu cAu/su c6, Nh6m vfn hanh cuchu6 ;tr nguoi sri dsng
ki6m tra vd thdng b6o k6t qu6. Sau 02 ngiry ldm viQc te ttr ngey grii th6ng tin x6c
nhOn kiSt qui xri lf md khong c6 th6ng b6o kiSt qu6 tt nguoi st dpng, Nh6m v6n
hanh cuc Thuti ti6n hanh cap nhat t6ng tin (d6ng ycu cArvsu c6) trong Nhat ky
y6u cAu/su c6. Ddng thdi th6ng b6o et6n nguoi r" a1r"g vA viQc AOng y6u IA.Vru c6.

3. Nh6m h5 trg Cgc Thu6

3.1 Ti6p nh$n, phAn tfch y6u ciu/s1r c6

- Nh6m h5 trg Cuc Thu(i tii5p nhfn Phii5u y€u cAu/su c6, Nh6t ky y6u cAu/sg
ct5 tt Nh6m vfn hinh Cgc Thuri

- Phdn lai mfc uu tion theo hucrng dan qi muc I hwtng ddn 02-
HD/QLSC/CT cua Quy trinh niy.

- Phan tich y6u cAu/su cO AC tim gi6i ph6p xri ly (dya tr6n kinh nghi€m hd trq
vi cs so dt liQu tri thric ctd c6):

+ Truong hqrp khdng c6 giii ph6p xri lj, Nh6m h6 trq Cgc Thu6 tao phi6u
y6u cAu/sg co uing trrg dung Quan ly ycu cAu h5 trq gti Nh6m van hnnh tpi T6ng
cr,rc Thui5 (tru c6c y6u cAur/sg co thuQc pham vi xti ly cta cuc Thuti). Truong hqrp

tmg dgng Quan lf y6u cAu hd trq bi l5i, giri th6ng tin y€u cAu/su cO Uang email
hoflc dign thopi bao gdm c6c th6ng tin:

a. Th6ng tin nguoi cAn duoc h6 trg:'

- Hg tOn, s6 Aien tho4i, dia chi email, don vi.

b. Th6ng tin ngudi chuyAn tii5p vd thdng tin y6u cAu/sg cd:

- I{Q t€n, s6 diQn tho4i, dia chi email.

^lrA- Loal yeu cawsu co:

+ Li6n quan d6n hQ th6ng: TOn h0 th5ng, tOi ne th6ng.

+ Li6n quan diSn rmg dung: T6n rmg dung, chirc ndng cen hd trq.

- Md ta chi tii5t tinh hudng xiy ra y6u cAu/su c6.



- Mric uu ti6n.

+ Trudng h-Qp c6 gini ph6p xri ly, Nh6m h5 trq ti;Sn hinh xt lj y€u cAu/sg c6
vi cpp nhqt chi titit tinh hinh xt ly, gi6iph6p xri lf vdo Nhflt ky y6u cat/su rO if,.o
hucrng d6n tei mqtc 4 hu6ng ddn 02-HD/eLSC/crcta euy trinh ndy.

3.2 Xft tf y6u cAu/sg c6:

- Trucrng hqp ph6i d6nh gi|lai mric dQ uu ti€n: Nh6m h5 trq n6u 16 nguy6n
nhen, th6ng b6o cho Nh6m vfin hanh dri theo d6i, d6n di5c.

- Thgc hiQn xt ly y€u cAu/sp c6 theo mtc dQ uu ti6n.

- CAp nhft thdng tin chi ti6t tinh hinh xt ly, gihiph6p xri lf trong Nh4t ky y€u
cAu/su cti.

- Grii PhiiSu y6u cAu/su c6, Nh0t ky y6u cd,./sg co toi Nh6m vgn hinh.
- DA xu6t chuy6n giAi ph6p xti lf vdo c<r so dt liQu tri thfc (ni5u c6), thuc hign

theo hudrng ddn tai mgc s hwfng ddn 02-HD/eLSC/crcfia euy trinh niy.
3.3 Nhin k6t qui xfr tf
- Nh6m h6 trq Cyc Thuti nhAn kiit qui xt ly tt Nh6m v4n hdnh tpi T6ng cgc

Thu6, ki6m tra vd thdng b6o kiSt quA xir l! dqthay chua dat d6n Nh6m van hinh tai
T6ng cgc Thu6.

- Thdng b6o k6t qua xt lf drin Nh6m vfn hdnh cec Thu6.

Truhng hqp y6u ca,.r/sg ct5 ta khan c6p (nh0n dugc tu Nh6m vgn hanh cgc
Thu6 ho4c php tr6ch phdng Tin hgc), Nh6m irooq cgc Thuri thwc hiQn xtr ly ngay,
trudng hqp kh6ng xt l;f tluqc Nh6m h5 trq Cpc Thu6 grii email ho{c th6ng tin
battg diQn tho4i t6i Nh6m van hdnh tai T6ng csc Thu6 d6 ;;q," ;d t q tip tt ti.

t2



Chuong IV
TO CHIIC THUC HrFN

Di6u 8. TO chrlc thgc hiQn

l. Citc c6 nhdn thuQc di€u 2 kho6n 2 chiu trirchnhiQm thgc hiQn nQi dung cta
Quy trinh ndy.

2. Trucrng hqp Cuc Thu6 chua thi c6n bQ tin hqc dis t6 chric 02 Nh6m v4n
hdnh vd Nh6m hd trg, c6 thti t6 chrlc thdnh 01 Nh6m h6 trq vua ti6p nhfn vira theo
dOi, xtr lj y€u ca.r/sU c6.

3. Trong quri trinh t6 chfc thlrc hi€n, n6u co kho kh[n, vu6ng mic, cdc don vi
phin 6nh v0 Tdng cgc Thu6 (qua cpc CNTT) di5 xem x6t, sira a6i, uo sung quy
trinh cho phu hgrp.
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Mi hiQu: 01-HD/eLSC/TCT
Hrror'{c UAN c0Nc rAc euAN lf vtu cAu/su c6 cnrr

r4r roNG cuc rnun
1. PhAn mrfrc uu tiOn

1.1. Phan mric uu ti6n linh vgc h4 t6ng

Mric uu ti6n bao gdm 6 mric v6i mtic d0 uu ti€n gidm aan tt 0 di5n 5, trudrng
hqp kh6n g x6c dlnh duqc mtic uu ti€n thi mric uu ti6n m{c dinh ld mric 3. Vigc xric
dinh mtic d0 uu ti6n dga theo bing sau:

Mrfrc T6n mrfrc Phqm vi inh hu0ng thuQc ft nh6t 0l nQi dung

1

0 KhAn c6p
- Hopt dQng CNTT toan nganh.
- Toan bQ ngudi nQp thui5.

Rdt nghidm trgng

- Nhi6u nguoi nQp thui5 hoflc d6i tuqng nguoi nOp tf,ue
quan trgng: Chinh phri, doanh nghiep lon...
- Trao aOi ttrOng tin voi co quan Chfnh pht.
- Ho4t d0ng CNTT cta nhi€u Vg, Ban, Cgc ThuiS (l6i
c6 tfnh h9 th6ng).

- Ho4t dQng CNTT cria phAn lcrn ngubi su dgng tai
Cpc Thuii lon: Hi NOi, Thenh pnO ftO Chi Minh.
- Ho4t tl$ng CNTT cta mQt Cuc Thui5.
- Toan bg ngudi n-6p thuti t4i mQt Cpc Thuti.

2 Nghi6m trgng

- Hogt dQng cria mQt nh6m ngubi st dgng (mQt ung
dung).

- Toan bQ ngu&i nQp thuii t4i mQt vdi phong cria Cpc
Thu6, mQt vdi Chi csc Thu6.
- Ho4t dQng CNTT tai mQt vdi phong ctra Cpc Thu6,
mQt vii Chi csc Thuti.

3 Trung binh

- Ho4t dQng cria mQt nh6m nho ngudi srl dgng.
- Hogt dQne cria ngudi sir dgng t4i mQt phdng cta CUc
Thu6, mQt Chi cuc Thu6.



Mfc TGn mfc Ph4m vi inh hu&ng thuQc it nh6t 0l nQi dung

4 Thdp

- C6c d6i tuqng (thi6t bi, dudng hrt@
cniS eO dw phdng.

- Hopt ctQng cria mQt vdi ngucri sri dpng tpi Cpc Thu6,
Chi csc Thu6.

- U6t nhiAu thoi gian xri ly nhrmg it Anh huong di5n

nguoi y€u cAu, h5 trq.
- C6c trudrng hqp it anh huong kh6c.

5 Rdt thdp

- Ld c6c cdng viQc ki6m tra thubng xuy6n ho[c cac
cdng vi€c dii han.

- Hopt dQng cria mQt ngudi sri dpng.

1.2. PhAn mric uu ti6n linh vgc img dUng

Milc uu ti€n bao g6m 6 mirc vdi mirc ilQ uu ti6n gi6m dAn tt 0 diSn 5, trudrng
hqtp kh6ng x6c dinh dugc mfrc uu ti6n thi mtc uu ti6n mdc dinh la mric 3. Viec x6c
dinh mirc d0 uu ti6n dga theo bAng sau:

Ph4m vi 6nh hu&ng thuQc it nh6t 0l nQi dung

Khen c6p

- Toan bQ hopt dQng img dpng nginh Thui5.
- Toan bQ ngudi nQp thuti.
- Theo chi tt4o g6p cta c6p c6 thAm quyAn.

Rdt nghi€m trgng

- HoBt dQng mQt s6 img dsng.
- Ho.at d$ng toan b0 img dpng tgi Cgc Thu6, Chi cpc
Thu6.

- Todn bQ nguoi nQp thuri t4i Cuc Thui5.
- Ho4t dQng cria hQ thdng li€n quan d6n thoi tliiSm
kh6a s6, thli ditim nhAn td khai, chimg tir.

Nghi€m treng

- Hopt dQng mQt img dUng.

- Chfc ndng li6n quan drin dAu nhflp (chrmg tt, td
khai, b6o c6o, c6c chirc n6ng li6n quan ttiin hoan
thuti...).
- Nqrdi nQp thu6 dang dgi tr6 ktlt qu6 ru co quan
Thu6.

- De [Qu cta ngudi nQp thuti tru6c thoi di6m kh6a s6.
- Li6n quan diin dfr liQu anh huong cl6n s6 s6ch, b6o
c6o.

- Hoqt dQne ctra c6c chirc n[ng khai th6c (tra cfru, k6t
A.xuar ...).



Phqm vi inh hufrng thuQc it nh6t 0l nQi dung

- Chc chirc ndng mang tinh h5 trg, gi6m srit.

- Chc chfc ndng cAn nhiAu thoi gian xt lf.

2. Thli gian xfr lf yGu cAu/sg c6

, , I Thdi gian xri lf y€u cAu/sg c6 dugc tinh theo thdi gian ldm viQc trong gid hanh
cnmn.

2.1. Thdi gian xfr ly y€u cArr/s1r.ti nnn vgc hp tAng

- Thdi gian x& ly y6u ca,,lsu c6 tuong tmg v6i mric uu ti6n dugc quy dinh nhu

Trong d6:

+ Khoang thdi gian til hic tao phi6u y6u cAu cho toi khi xt l;f xong (k*r6ng
tinh khoang thdi gian chd) phAi nho hon thdi gian xtr li t6i da quy dinh, nilu kh6n!
viQc xri lf y6u cAu/sg ci5 dugc tfnh h qu6 han hoan thanh.

+ Thdi gian Nhom vfn henh titip nfun y6u ciu/sy cti: Ld thdi gian tir khi

YUt vfn hanh nhan dusc y6u cAu hoflc ph6t hiQn ra l5i d6n kni t4o xont phii5u y6u
cau.

+ Thoi gian Nh6m h5 trq ti6p nhan y€u cAu/sg ci5: Ld thdi gian tir khi Nh6m
vOn hanh t4o xong phitiu y€u cAu dtin Lhi Nh6m hd trq x6c nh4n Ca nfran th6ng tin
y6u cAu/su c6.

Thdi gian xri lf y6u cA,r/sg.cti: Ld khoang thdi gian rir khi Nh6m vgn hdnh
tii5p nhfn yOu cAu/sg co ai5n khi y6u cdu/sp cti dugcxri lf hoan todur.

- Mtic thoi gian Nh6m v$n hanh d6n d6c Nh6m h5 trq xri lf qua ctiQn tho4i vd

3

Thdi gian Nh6m vgn Thcri gian Nh6m
h5 trq ti6p nhin

Thli gian xir tf yOu

cAu/su cd
Xt l)t ngay hopc theo
kh.rng thoi gian de Qp
cfia quy trinh chuy6n d6i
sang trung t6m dg phdng,
tdi da 3h.

Theo quy dinh hopc giao
vi6c ctalimg c6ng viQc
cs th€, t6i da 40h.



email:

+ Sau thdi gian Nh6m hd trq ti5p nhfn y6u cdu/sg c0 mi chua th6y tfn hiQu
x6c nhfn thi Nh6m vfln hanh li€n hQ nh6c Nh6m h5 trq ti6p nhqn. Truong hqp Nh6m
hd trq kh6ng ti€p nhfn thi Nh6m vQn hanh li6n hQ v6i truong Nh6m hd trq tuong
tmg.

+ Sau khi hi5t thdi gian xt ly y€u cilr/su c5 md chua thdy c6tin hiQu thay <t6i

trang thai thi Nh6m vfn hanh thdng b6o tdi tru6mg Nh6m h5 trq tuong img.

2.2. Thbi gian xri li linh Wc rmg dUng

Thdi gian xu lf y€u cAu/sp c6 tuong img voi mirc uu ti€n vd mric h5 trg dugc

Trong d6:

- Thdi gian Nh6m vfln henh titip nhQn: Ld thdi gian tir khi Nh6m v{n hdnh
nh?n dugc you cAu ho{c ph6t hiQn ra l6i diSn khi t4o xong phitiu y6u cAu.

- Thdi gian titip nhan, phdn tfch vd xu ly: Le thdi gian tdi da cho phdp tt khi
Nh6m vfn hanh tpo xong phitiu y6u cAu/su cO AiSn khi y€u cA,;/su cd dugc tii5p nhfln,
phdn tfch vi xri ly. Truong hgp c6c nh6m thgc hign quf thoi gian tii5p nhan, ph6n tich
vi xir lf thi dugc tinh la xri lf qu6 h4n cria nh6m.

- Sau thi hi5t thli gian ti6p nhin, phen tich vd xt lf y6u cAg/srl c6 md chua
th6y c6 tfn hiQu thay ddi trpng th6i thi Nh6m vgn hdnh thdng b6o t6i truong Nh6m h5
trg tuong rlmg.

3. Trlng thdi y6u cAu/sg c6 vi c6ch thric chuy6n trpng th6i

3.1. Trpng th6i y6u cAu/sg ci5

YOu cAu/sg ci5 dugc x6c dinh theo 07 trpng th6i bao g6m .,Mcr',

"Treo"o "Dd xti ly", "D6ng", "Chuy6n',, .,Htiy b6,'

MQt y6u cAr:/sg cti ttr khi md cho eti5n khi d6ng sE trai qua ft nh6t mEt trong 07
trang thei 6 tr6n. Dudi ctdy li bing tr?ng th6i vd;f nghia cua timg tr4ng th6i:

, "Dang xri ly",

u nhu sau:

Mrfrc
lru
ti6n

Thdri gian Nh6m
v$n hlrnh
ti6p nhgn

Thli gian ti6p nhgn, phin tich vi xfr If
Nh6m

vAn hirnh
Nh6m h6
trO mlic I

Nh6m h5
trg mtfrc 2

ChuyGn
sia/hine

0 5' 0' 0' 4h 4h
I l5' 30' 2h 4h 8h
2 15" 30' 4h 8h 16h
3 l5' 30' 8h r6h 32h
4 15' 30' l6h 24h 40h
5 15' 30' 24h 32h 48h



STT Trgng thii Y nghia

I
2

M6 Li trang th6i md y6u cAu (vta tpo phiriu y6u cAu).

Li tr4ng th6i sauDang xt l1i

5 Treo

Ld tr4ng th6i cho trong truong hqrp viQc xt ly y6u cAt/sg cti
bat uuqc phai chd mQt khoing thdi gian (thay thi5 thiiSt bi,
b6o hdlrh, sria ch&a duong truydn, ndng c6p rmg dUng...).

4 Dd xu ly Ld trqng th6i md y6u cAu/sg cO ae xt ly xong.

5 Dong
Li trgng th6i cuiii cing cta y6u cA'/su c6 sau khi ngudi sft
dUng ki6m tra dpt y€u cAu.

6 ChuyiSn

Treng thrii chuy€n you cdu/sg c6 len mtic cao hon d6 xri ly.
Khi mirc tron tii5p nhOn sE chuy6n tr?ng th6i thanh dang xri
ti.

7 Htiy b6
Trpg th6i y6u cA'/sg cd trong trudng hqrp y6u cAt /sU c6 mo

rl 1 v
nhdm ho4c ngudi st dgng bdo nhdm.

3.2. Cdchthric chuy€n tr4ng th6i

- Tir trqng th6i "M6" chi chuy6n sang duo. c trang th6i .,Dang xri ly" ho4c ,.Hty
b6".

- Tir tr?ng th6i "Dang xt ly" chi chuyiSn sang dugc tr4ng th6i "Treo", ,,D6 xti
lf" ho{c "Chuy6n".

- Khi chuytin sang tr4ng th6i "Treo", "chuy6n" ycu cAu ph6i ghi nhan dAy dri
lf do vi sao "Treo". Til trpng th6i "Treo", "Chuy€n" chi chuy6n sang dugc trpng th6i
o'Eang xt ly".

tra x6c dinh y6u cAu/su c6 chua dugc xu
"D6ng".

- Tr4ng thrii "E6ng" le trang thrii cu6i .fug, ntiu y6u .Au/sp co aa,,D6ng" mi
ph6t sinh y6u cAu/sg c6 tuong tg thi md y6u cau/sg cii m6i.

4. T4o Phi6u yGu cAu/sg c6 vir cflp nhft NhAt Ig
Nhdm vfin hdnh:

. - Khi litip nhqn y6u cdu/sg cti 1tu diQn tho4i ho{c email) Nh6m vfn hinh t4o
Phi6u y€u cAu su c5 theo mdu 0I-BM/pyc_eLSC vi c4p nhgt vio Nh0t ky y€u

- Tu tr4ng th6i "De xt? ly" c6 th6 chuyiSn ngugc l4i trqng th6i *Md,, (khi ki6m
ly xong) ho{c chuy6n sang tr4ng th6i



cAu/sg cr5 theo mdu L2-BtuI4NKY-QLSC c6c nQi dung: Sd thri r.u, th6ng tin ngudi gfti
y6.u cAu/sq co 1rr9. tcn, diQn tho4r, email, clon v[), th6ng tin ngudi, he",h6d;;;;6"
tiiip y€u cAu/su co 1tr9 t€n, diQn tho4i, email, cton vi), th6ng ti, yil;Ary51iJ ii"-t
y6u cAu/su c6, m6 ti chi ti6t, thoi gian tiiip nhfln, phan lo4i, ph6n mfc uu ti6n).

- Trong qu6 trinh xt ly, cfp nh$t chi tii5t th6ng tin tinh hinh xri lf, gi6i ph6p xtr
l)t, thdi gian hodn thanh xri ly, tr4ng th6i.

- Khi chuy6n y6u cAu/sg c6: COp nhft thdng tin thli gian chuyen diSn Nh6m h6
trg, t6n Nh6m hd trq.

Nhdm hd rg:
- Khi tiiip nhQn vir trong qu6 trinh phdn tich, xri lf y6u cAu/su c5, thgc hign viQc

c$p nhft c6c nQi dutg sau: Mfc uu ti6n (ni5u c6 thay d6i), thoi gian nh4n y6u cAu/sy
c6, chi tiiSt tinh hinh xt l!, gihiphdp xt lf, thcri gian hoan thenh xri ly.

5. Tgo vir c$p nh$t c<r sd dir liQu tri thftc

5.1. DA xu6t bd sung vdo co sd dfr liQu tri thirc.

- Dinh k| hang tudn hoic sau khi xri lf xong y6u cAu/sp cO rvfrOm hd trg mfrc l,
mric 2 tii5n hanh xem xdt viQc bd sung vlro co sd dt liQu tri thric dya vdo c6c nQi dung
sau:

+ Y6u cau/sg cti x6y ra thudng xuy6n, lpp lai nhiau Hn.

+ c6c y6u ci'/sg co it x6y ra nh*g c6 th6 chuan h6a c6ch xri lf ngay.

+ Cdcydu cdu/sg c5 chua phrit sinh nh,mg c6 th6 dg dodn trudc khi tri€n khai.
+ C6c ho$g ddn ki6m tra ban dAu cdn ngudi st dgng thgc hi-6n trudc khi b6o

l6i hay gui y6u cAu hd trq.

+ cic th6ng tin v6 thitit bi, hQ thi5ng, img dung cung c6p cho ngudi su dqng
tra criu.

- Nh6m h5 trq mfrc 1, mtc 2 tiiin hdnh lfp phitiu dA xu6t b6 sung vdo co so dfr
lipu tri thr?c grii truong nh6m. Phi6u d6 xu6t bao gdm c6c th6ng tin: T6n nguoi dA
xu6t, ti6u dA, md tA nQi dung, huong d6n, gi6i ph6p. Trong d6:

+ Ti€u dA: T€n ctia cs sd dt liQu tri thric.

+ M6 ta nQi dung: Ld nQi dung ngudi sri dgng, hQ th6ng gi6m s6t gtri d{in.
+ Hu6ng dan, gi6i ph6p: Dua ra huong ddn ho{c giai ph6p xri ly y€u cAu/su

c6.

- Truong Nh6m h5 trq mfc l, mtc 2 xem x6t, ph€ duyQt viQc b6 sung c6c d6!-
xudt vdo co sO dft liQu tri thric.

5.2. Tpo co s& dt liQu tri thric:



- cdn cir vdo phitiu dA xu6t dugc ph6 duygt, Nh6m hd trq mfc l, mftc 2 thgc
hiQn viQc tqo co so dir ligu tri thric m6 tA chi tiiit cdc thdng tin d6 ngudi sir dpng c6
th6 tra criu th6ng tin vd 6p dpng.

- N9i dung trinh bdy trong co sd dir liQu tri thric phii c6 c6c trudrng ti6u ctd, m6
ti nQi dung, hucrng d6n, giii ph6p nhu trong phi6u d€ xu6t.

5.3. Cap nh{t co sd dt liQu tri thtc

- Hing tha$ Nh6m h6 trq mfc l, mfc 2 tO chirc thgc hiQn ri so6t th6ng tin
thay d6i vA ne th5ng, img dung vi c6c gi6i ph6p xir ly y6u cdu/su c6:

+ COp nh0t ngay c6c th6ng tin dd c6 trong co s& dfi liQu tri thfrc nhrmg hiQn tai
c6 thay d6i, chinh sfta.

+ Nh6m h6 trg cap nhat danh s6ch cic cOng viQc iry quyAn cho Nh6m vpn
hanh (kdm theo tdi liQu huong dan thyc hiQn) dinh k' 0l th6ng 01 lan.

,
- Tet ch c6c nQi dung c6p nh0t phii duqc trucrng nh6m ph6 duyQt tru6c khi

thdng b6o vd huong ddn Nh6m vfn hanh sr? dpng.

5.4. Str dqng co sd dfi ligu tri thric:

- Ngudi st dgng: Tra ciru vd 6p dung th6ng tin tra cfru trong co s6 dt liQu tri
thfc.

- Nhom vpn hanh, c6c Nh6m h6 trg: Tra ciru vi xri ly y6u cAu/su c6.

6. 86o c6o y6u cAu/sg c6

Dinh kj hnng th6ng, 6 thang vi n6m, Nh6m vfn hdnh c6 tr6ch nhiQm lgp b6o
c6o danh gi6 vA tinh hinh h5 trq vd xir lf y6u cAu/su cO gui c6c trucng Nh6m vfn
hanh, Nh6m h5 trq mric I , muc Z.

- NQi dung b6o crio bao gdm:

+ B5o c6o chung ve tinh hinh xir lf y6u cAu/sg c6.

+ Brio crlo chi titit y6u cAu/sy.ti.

+ D6nh gi6 vC tinh hinh xt lf y6u cAu/sg cO.

+ D€ xu6t, kii5n nghi.

- Chi tii5t b6o c6o thsc hiQn theo mdu B-BM/BC-QLSC dinh kdm Quy trinh
niry.



Mi hiQu: 02-HD/eLSC/CT
Hrt('r{c oAN c6NC rAC QUAN r,f vtu cAulsg c6 cnrr

TAr cqc rHUt, cHr cVC rnun
1. Phfin mfc uu tiGn y€u cAu/sg c6

l.l. Phan mirc tru ti6n linh vUc h€ th6ng

Mtc uu ti6n bao gdm 6 mirc vdi mfc d0 uu ti6n giam dAn tt 0 dtin 5, trudmg
hqp kh6ng x6c dinh duo. c mric uu ti€n thi mric uu ti€n m{c dinh ld mfc 3. ViQc x6c
dinh mtc d0 uu ti€n dya theo bang sau:

1.2. Phdn mtc uu ti6n linh vgc img dUng

Mric uu ti6n bao g6m 6 mirc vdi mric dQ uu ti6n gililnAan tt 0 dtin 5, trudrng
hqp kh6ngx6e dinh duo.c mtc uu ti6n thi mirc uu ti€n m{c dinh ld mtc 3. ViQc x6c
dinh mtc d0 uu ti6n dga theo bang sau:

Mfc T6n mrfrc Ph4m vi frnh hu&ng thuQc ft nhAt 0l nQi dung

0

I

KhAn c6p
-Toan bQ ho4t dQng CNTT.,iu CU, ff,*i
-Toan bQ nguoi nqp thu6 cta Cuc Thuti.

Rdt nghiOm trong

- NhiAu ngudi nQp thu6 hoflc el6i tuqng ngudi ngp ttu6
quan tr9+9.
- Trao ddi th6ng tin v6i co-quan c6c cAp.
- Ho4t dQng CNTT cta ph6n lon ngudf str dgng cira
Cqc Thu6.

2

3

4

Nghi6m trgng

- Ho4t dQng cria mQt nh6m ngudi st dgng (mQt rmg
dung).
- Ho4t dQng CNTT t4i mQt vii phong cta Cgc Thu6
ho4c mQt vdi Chi cgc Thu€.

Trung binh
- Ho4t d$ng cria mQt nh6m nho nguoi sr? dgng
- Ho.?t ttQng ctra ngudi su dgng tqi mgt phdngctia Cpc
Thu€ hoflc mQt Chi csc Thu6.

Th6p

-, 
?i.^ 

d:i y?rg (thirit bi, dulng truyen,. j h"?r dQrg 0
cne og au pnong.
- Hopt clQng cua mQt vii ngucri st dpng tqi Cpc Thu6,
Chi cuc Thu6.
- U6t nhiAu ft|i gian xri ly nh,mg it hrhhuong d6n\. ^ .1,nguoi y6u c6u, hd trq.
- C6c truong hgp it i,nh huong kh6c.

5 n6t th6p
- Lit chccOng vi€c ki€m ttu t@
c6ng viQc ddi han.
- Hoet dOng cria mOt nggqi sir dgng.



Ph4m vi inh hu&ng thuQc it nh6t 01 nQi dung

KhAn cAp
Toan b0 hoat dQng img.dpng cria Cgc Thui5.
Toin p0 nguoi nQp thu6.
\t^-- -l- i t t .t 1. \yeu cau gap cua co quan c6 tham quy€n.

n6t nghiem trgng

- Ho4t dQng mQt s6 img dpng quan trQng.
-_Ho.at dQng toan bQ img dgng t4i Cpc Thu6, Chi cpc
Thuti.
- Toan bQ nguli nQp thu6 tai Cuc Thu6.

Nghidm trgng

- Ho4t tlQng mQt tmg dUng.
- Chirc nlng li6n quan cliSn dAu nhflp (chrmg tir, td
khai, b6o c6o, c6c chirc n[ng li6n quan dtin hoan
thu6...).

lNgyoi nQp thu6 daog ctqi tr6 ki5t qu6 tir co quan
Thu€.
- ,LiCn quan d6n xri li dir liQu tai c6c thdi rtitim kh6a
s6, nhfn td khai, chtmg tu...
!5i sai dt li€u anh truone d6n s6- Lol sal ou llgu anh hu@g d€n s6 s6ch, brlo c6o.

- Ho{dong cua c6c chfc ndng ttii@
c6o. k6txudt...).
- C6c chfc ndng mang tinh hA trg, gi6m s6t.
- C6c chimg n6ng can nni
inh hucrng diSn cdng viQc.

thli gian xt lf mi khdng

2. Thli gian xr? lf y6u cAu/sr; c6

- Thdi gian xri lf y6u cA,:/sU cti dugc tfnh theo thdi
henh chinh.

gian ldm viQc trong gio

., a - Thdi gian xri ly y6u cAu/su c6 tucrttg img v6i mric uu ti6n d6i voi linh v.uc he
th6ng vd img dUng dugc quy dinh nhu sau:

Trong d6:

+ Khoang thdi gian tu hic tao phii5u y6u cdu/su c6 cho t6i khi xt l;f xong,
kh6ng tfnh khoing thdi gian cho, ph6i nh6 hon thdi gian xt l)r t6i da quy dir,lr, nti-u
kh6ng viQc xt lf y€u cAu/sg c5 dugc tinh h qu6 h4n hoan thanh.

Mftc uu ti6n
Thli gian Nh6m vgn

hirnh ti6p nhgn
Thli gian xfr g yOu cAu/sg c5

0 5', Car 4q ly ngay
I 5', 2h
2 l5 4h
3 l5' 8h
4 15' L2h
5 15' l6h



+ Thdi gian Nh6m vfn hanh tii5p-nhan: Ld thdi gian tir 16i Nh6m v6n hanh
nhpn dugc you cdu ho[c ph6t hiQn ra l6i d6n kni tao xong pnitiu y6u cdu.

1 Thdi gian Nh6m hb trq tiisp nhdn: Le thdi gian tir khi Nh6m v4n hinh t4o
xong phi6u y€u ciu d6n khi Nh6m hO trq x6c nh4n d6 nhfn thdng tin y6u .a,r,rro rO. 

--

Thli gian *Y ti-y€u cAu/sg.c5: Ldkhoing thdi gian tri khi Nh6m vgn hanh
titlp nhpn y€u cAuisg co a6n khi y6u cAu/sy c6 dugc xu ly hoan toirn.

- MOc thoi gian Nh6m v4n hinh d6n d6c Nh6m hd trq xt ly qua diQn thopi vd
email:

+ Sau thoi gian Nh6m h5 trq tii5p nhan y6u cAu/sg cti mi chua th6y tin hiQu
x6c nhfn thi Nh6m vfln hinh ti6n hQ nh6c Nh6m hd trg ti6p nhan. Truirng hgrp Nhom
h6 ttq kh6ng ti6p nhan thi Nh6m v4n hinh li€n he v6i truong Nh6m f,a oi,"*g ,?d:

+ Sau khi htit thdi gian xri lf y6u cAu/sg c6 mi chua thhy c6tin hiQu thay d6i
trang th6i thi Nh6m v4n hdnh th6ng b6o t6i truong Nh6m hd trq tuong img.

3. Trqng th6i y6u ciu/sq c6 vir c6ch thfc chuy6n tr?ng th{i
3.1. Trpng th6i y6u cAu/sU c6

- YOu cAt /sg c6 duo. c x6c dinh theo 07 tr?ng th6i bao g6m ,,Md,,, ,oDang xtr 1y,,,
"Treo", "Dd xri ly", "D6ng", "Chuy6n", ,,Htiy b6".

- MOt y€u cAu/sg cd tt khi md cho d6n khi d6ng sE trii qua it ntrdt m6t rrong 7
tr?ng th6i 6 tr€n. Dudi ddy ld b6ng treng th6i vd f nghia cria tinrg treng th6i:

STT Trpng thrii Y nghia

I Md Ld tr4ng th6i mo ydu cAu (vta t4o phitiu y6u cAu).

2 Dang xir lf

J Treo

Lir trgng thSi chd trong truong hgrp viQc xt lf y6u cAu/sg cti
bit buQc phii chd mgt khoing thoi gian (thay tnti ttriiSt Ui,

b6o hdnh, sria chta duong truyAn, ndng cAp ung dUng...).

4 E5 xi lf LA tryng th6i md y6u cAu/sU cO Ca xri lf xong.

5 Eong
Ld trpng th6i cutii cring cira y6u cAu/sW c6 sau khi nguoi su

dUng kiilm tra d4t y€u cAu.

6 Chuy6n

Trang th6i chuyen y€u cAu/sg c6 len mt?c cao hon d6 xt ly.
Khi mric tr6n ti6p nhAn s€ chuyiSn trAng th6i rhanh,,dang xt
l!.

7 Huy bo
Tr?ng th6i y6u cA,r/sg c5 trong truong hqrp y6u cAulsU c6 md
nhAm ho4c nguoi st dpng b6o nhAm.



3.2. Chchthfc chuytSn tr4ng th6i

- Tir tr4ng thSi "Md" chi chuy6n sang dugc tr?ng th6i ,,Dang xri ly" hoflc ,.H.iy
b6".

- Tt tr4ng th6i o'Dang xt ly" chi chuy6n sang dugc tr?ng th6i ,,Treo,,, ,,Dd xri
ly" ho{c "Chuy6n".

- Khi chuy6n sang tr4ng th6i "Treo", "chuy6n,'y6u cAu ph6i ghi nhfn dAy dtr
ly do vi sao "Treo". Tir trpng th6i "Treo", "Chuy6n" chi chuy6nsang dugc tr4ngth6i
"Dang xir ly".

- Tir trpng th6i "Ee *g ly" c6 th6 chuy6n ngugc lgi trang th6i ,.M0" (khi ki€m
fia x6c dinh y6u cdtr/sg c6 chua dugc xri lf xong) hoic-.iluye., sang tryng th6i
"D6ng".

- Tr4ng th6i "E6ng" la.ft?ng th6i cu6i gung, ntiu y€u cau/sy co ea,oD6ng', mi
ph6t sinh y6u cAu/sg c6 tuong tg thi m6 y6u rAu yeu cAu/str co moi.

4. Tgo Phi6u y6u cAu/sg c5 vi cgp nhit nhft ky
Nh6,m vfin hdnh:

Khi tii5p nh0n y6u cAu/sg cti l.tttOm vfn henh Cpc Thuii tao phiiSu y6u cAu/su
c6 theo mfiu 01'BM/PYC-QLSC vd cflp nhgt vdo Nhat ky y6u cAu/sg.o rrr.o rnau
02-BM/NKY-QLSC c6c nQi dtng sau: Sd thri ty, th6ng tin ngudi gti y6u ca,r/sg ci5
(hq t6n, diQn tho4i, email, don vi), th6ng tin ngudi, hQ thting .huy5n tirip y6u cAu/sy
co 1tr9 ton, diQn thopi, email, don vi), th6ng tin y6u'cA'/ro ,5 tt"ui ,* J;;.d^;
ti chi tii5t, thdi gian tii5p nhan, phan ropi, ph6n mtc uu ti6n).

- Trong qu6 trinh xri lf c$p nhflt chi titit th6ng tin tinh hinh xri ly, giitiphdp xt
ly, thoi gian hodur thanh xri lf, trqng th6i.

- Khi chuyiSn y6u cAu/sg c5: Cap nhflt th6ng tin thdi gian chuytin di5n Nh6m hd
trg, t6n Nh6m hd trq.

Nh6m hd rg:
Khi tiiip nhan vi trong qu6 trinh phen tich, xt ly y6u cAu/su c6, thuc hiQn vigc

cap nhft c6c nQi dung sau: Mric uu ti6n (ni5u c6 thay eoi), thoi gian nhan veu'.Ayruc6, chi ti6t tinh hinh xri lf, giii phrip xri ly, thoi gian hoan thanh xir lf.
5. T4o vir cgp nh$t co sO dfr IiQu tri thri,c

5.1. DA xu6t b6 sung vdo co so dfr liQu rri thirc

- Dinh kY hdng tuAn ho6c sau khi xt ly xong y6u cAu/ss cti wh6m hd trg ti6n
hanh xem xdt viOc b6 sung vio co s0 dt riQu tri thric dua vdo c6c nQi dung sau:

+ Y€u cau/sg cti x6y ra thuong xuy6n, lap lai nhiau t6n.

+ cfuc y6u cAu/sg ci5 it x6y ra nhong c6 thrS chuAn h6a c6ch xri ly ngay.



+ C6c y6u cAu/su cis chua ph6t sinh nh.mg c6 thti dg do6n tru6c kAi triiSn
khai.

+ Cdc huong a6n n€m tra ban dAu c6n nguoi su dgng thgc hiQn tru6c khi b6o
l6i hay gui y6u c6u hd trg.

+ Cbc thdng tin vA thitit bi, hQ thting, rmg dpng cung c6p cho nguoi sir dgng
tra cuu.

- Nh6m h6 trq ti6n hanh.tap phiiSu ctA xudt bO sung vio co sd dt liQu tri thirc
grii truong nh6m. Phi6u dA xu6t bao gdm c6c thdng tin: T6n nguli aA xu6t, ti6u ctA,
m6 ti nQi dung, huong din, giii ph6p.Trong ct6:

+ Ti6u d6: T€n cta co so dt li$u tri thirc.

+ M6 ta nOi dung: Ld nOi d*g nguoi sri dpng, h9 thiSng gi6m srlt gtii d6n.

+ Huong d6n, giii ph6p: Dua ra huong dhn ho5c gini ph6p xir lf sp ciS.

- Truorg Nh6m h5 trq xem x6t, ph€ duyQt viQc b6 sung cdc dA xu6t vao co sd
dt liQu tri thfc.

5.2.Tqo co s0 dt liQu tri thric

- C[n cri vio phiiSu d€ xuAt dugc ph€ duyQt, Nh6m hd trg thuc hien vi€c t4o co
so dfi liQu tri thric md ti chi ti6t c6c th6ng tin d6 nguoi st dgng co th6 tra c,iu th6ng
tin vi 6p dUtrg.

- NQi dung trinh bdy trong co sd d[ li$u tri thric phii c6 c6c trudrng ti6u dA, m6
ti ngi dung, huong ddn, gihi phdp nhu trong phiiiu dA xu6t.

5.3. Cflp nhft co s0 dt liQu tri thric

- Hang th6ng Nhom hd trg td chtc thpc hiQn ri so6t th6ng tin thay AOi vA frg
th6ng, img dgng vi cdc giAi ph6p xri lj y6u cAu/sU c5:

+ COP nhpt ngay c6c th6ng tin dd c6 trong co sd dt liQu tri thfc nhtmg hiQn
tqi c6 thay ddi, chinh sta.

+ Nh6m hd trq cSp nhft danh sdch c6c cdng viQc try quyCn cho Nh6m vfn
henh Gdm theo tdi liQu hucrng dan thsc hiQn) dinh k' 01 thring 01 len.

- f6t ch cilc nQi dung qp nhflt phii dugc trudrng nh6m ph6 duygt tru6c khi
th6ng b5o vd huong ddn Nhom vfn hanh su dpng.

5.4. S{r dUng co s& dti liQu tri thric

- Ngudi sri dpng: Tra ciru vi 6p dUng th6ng tin tra ciru trong co sd dt liQu tri
thtc.

- Nhom vin hanh, Nh6m h5 trg: Tra criu vi xri ly y6u cA,r/sg cti.

-tL



Mfiu: 01-BI\APYC_QLSC

PHrfU ytU CAU/S{' CO

A. D5i vrit y6u ciu/sg c6 nhfn trgc ti6p
1. Hq tdn ngudi y€u cdu:

Z. SO ttign tho4i:

3. Eia chi email:
4. Don vi c6ng tiic:
5. Lo4i ydu cAu/sg c6:

+ Li€n quan d6n hQ rhiSng: <M6 td thn h€ th6ng, tdi ne thiing>.
+ Li6n quan d6n img dgng: <M6 td ftn ilmg dung vd chrhc nang cin hd tro>.

6. MO ti chi tii5t tinh huring xhy ray6u cAu/sg ci5:

7. Mric dQ uu ti€n:

B. D6i vtfi y6u cAu/sg c6 chuy6n ti6p
o. Thfing tin ngrdi cdn drgc hd trg:
l. Hg t€n:

2. SO tliQn tho4i:

3. Dia chi email:

4. Eon vi c6ng tdc:

b. ThAng fin ngufi chuydn ti6p vd thbng tin yAu cAu/sy cO:

l. Hg t€n:

2. SO tliQn tho4i:

3. Dia chi email:

4. Don v! cdng t6c:

5. Loai y€u cdu/sy c6:

+ Li€n quan d6n hQ th6ng: <TOn hQ th6ng, tdi ne thiing>.
+ Li€n quan d6n ring dpng: <TAn {mg dpng, ch*c ndng cdn hd ffq>.

6. MO tA chi titit tinh huOng xiy ra y€u ciu/sg c6:

7. Mrlc uu ti6n:

Ngdy thdng ndm

Nguoi nhgn yOu cAu/sg c6
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