PHU LUC YEU CAU NOI DUNG CONG VIEC THUC HIEN

( Dinh kém Théong bdao moi chao gia ngay 19/Q5/2025, V/v: Moi chao gid trang bi ban quyén siv dung phan
mém Service Desk)

1. THONG TIN CHUNG

- Cung gép ban quyén st dung phan rpém Service Desk
- biadiém: VP.TSC Tong Cong ty C6 phan Bao Minh
- Diachi: s6 26 Ton That Pam, P. Nguyén Thai Binh, Quan 1, TP.HCM

2. YEU CAU DPOI VOI PHAN MEM

- Thoi gian: 1 nam, tir ngay 31/05/2025 dén ngay 30/05/2026
- SO lugng: 10 technican

Béng mo ta yéu cau tinh ndng phan mém:

STT Nhém tinh ning M0 ta chi tiét

- Tiép nhan, phan loai, xtr ly va theo ddi yéu cau tir

Quén 1§ yéu cdu (Ticket nguoi dung (qua email, web portal, dién thoai).

1 Management) - H trg SLA (cam két thoi gian phan hdi va giai quyét).
- Cho phép dinh keém file, binh ludn, gén k¥ thuat vién
phu trach.

2 Cong thong tin nguoi ding - Giao dién riéng cho nguoi dung gui yéu cau, theo doi

(Self-Service Portal) trang thai, tim kiém giai phap qua FAQ.
- Quan ly vong doi cua su ¢d tir lac ghi nhan dén khi

3 Quan 1y su ¢6 (Incident khic phuc hoan toan. ‘

Management) - Ghi nhan thoi gian xtr 1y, lich stir xr Iy va phan hoi
nguoi dung.

4 Quan Iy SLA & thong bao - Dinh nghia SLA theo mirc d6 wu tién. N

qué han - Ty dong canh bao khi yéu cau sap qué han hoac da tre.

- Tich hop Active Directory dé dong bo user.

S Quan Iy ngudi dung & nhém | _ Phan quyén theo nhém hd trg, bo phan.

6 | Email to Ticket - Ty dong chuyén email thanh yéu cau hd tro (ticket).
7 Tu dong hoa don gian - Pt quy tic xir 1y ticket dya trén tiéu chi nhu chu dé,
(Business Rules) phong ban, mtrc d¢ uu tién,...

- Hé théng béo céo tiéu chuan: sd luong ticket theo loai,
8 Béao cédo & Dashboard co ban | k¥ thuat vién, thoi gian xtr 1y,...
- Dashboard thoi gian thuc truc quan.

9 Quén 1y kién thirc - Tao thu vién giai phap dé giam tai cho IT, gitip nguoi
(Knowledge Base) dung tu tim cau tra 10i.
- Gui ticket qua email, web, dién thoai hodc giao di¢n

10 | Ho tro da kénh APl

- Tty chinh truong thong tin trén mau yéu cau phi hop

11 | Tuy bién biéu méau (Form) Vi quy trinh n6i bd




YEU CAU TIEN PQ THUC HIEN

< Tién d9 thue hién
- Thoi gian thyc hién cung cap san pham dich vu: thang 05/2025

4. YEU CAU BAO HANH

< Yéu cau bdo hanh
- Ban quyén 1 nim cho phep st dung day du chirc ning cta phién ban Standard trong

thoi gian 12 thang, bao gom cap nhat va ho tro ki thuat tir hang.
Ghi chu:

- Pon gid dy thau phdi dwoc dira vé gid tong hop sau thué (Bao gom tit ca cdc chi

phi lién quan khac).

PAI DIEN BAN CNTT

Phan Ngoc An



