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NG DUNG CONG NGHETROLY A0 )
TRONG CUNG CAP DICH VU CONG TRUCTUYEN

NGUYEN KIM HOA

Théi gian qua, cdc dich vu cong trurc tuyén do Bo Tai chinh cung cdp ngay cang nhiéu tién ich, giip gidm
théi gian, chi phi, dem Igi su hai long cho cdc té chiic, cd nhén va doanh nghiép khi tham gia giao dich véi
co quan tai chinh. Nhdm cung cdp thém kénh tuong tdc, hé trg va hung dan ngui din, doanh nghiép,
td chii'c tim hiéu, tra ciiu thong tin, thuc hién cdc dich vu cong truc tuyén cia Bo Tai chinh mét cdch nhanh
chéng, tiic thoi, hoat dong 24/7, ting su hai Iong, minh bach, sdp téi, B Tai chinh sé trién khai hé théng
phdn mém trg Iy do (Chatbot) dé hé trg, hudng ddn thuc hién cdc dich vu céng tru'c tuyén.
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APPLYING VIRTUAL ASSISTANT TECHNOLOGY
IN PROVIDING ONLINE PUBLIC SERVICES

Nguyen Kim Hoa

Over the past time, online public services provided
by the Ministry of Finance are becoming more and
more convenient due to diversified applications and
utilities. It helps save time and costs, bring satisfaction
to organizations, individuals and businesses when
participating in transactions with financial institutions.
To provide people, businesses and organizations with
more interactive channels, and to support them when
looking up information, or when performing online
public services provided by the Ministry of Finance
in the quick, immediate, and 24/7 manner to enhance
satisfaction and transparency, the Ministry of Finance
will soon deploy a virtual assistant software system
(Chatbot) to support and guide the implementation of
online public services.
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v vao cudc chu dong trong chuyén doi sd da
giup B Tai chinh nang cao chét luwgng, hiéu
qua trong quan ly tai chinh - ngan sach qudc
gia, cai cach hanh chinh, giam chi phi, tao thuan loi
cho nguoi dan va doanh nghiép... Bén nay, tong s6
dich vu cong truc tuyén (DVCTT) ctia B Tai chinh
thuc té trién khai 1a 813, trong d6, s6 DVCTT mutc do
11a 84 (ty 1€ 10,33%); s0 DVCTT muic d6 2 la 265 (ty
1€ 32,6%); s0 DVCTT mttc d¢ 3 la 55 (ty 1€ 6,76%); s6

DVCTT mtc d6 4 1 409 (ty 18 50,31%).

Nhitng ¢ gang, nd luc cua Bo Tai chinh da duoc
cac bg, nganh, nguoi dan va doanh nghiép danh gia
cao. B6 Tai chinh nhiéu lan da dwoc vinh danh tai
nhiéu bang x&p hang trong linh vuc chuyén d6i so,
trong d6 ¢4 2 nam lién (2020, 2021) dan dau vé muic
d6 chuyén doi s6 khdi cac by, nganh cung cap dich
vu cong (DTI) va nhiéu ndm dan dau bang xép hang
vé mttc do sén sang cho phét trién va ting dung cong
nghé thong tin (CNTT) - truyén thong (Par Index).

Cac DVCTT cua B Tai chinh cung cap ngay cang
nhiéu tién ich, gitp giam thoi gian, chi phi, dem lai
sw hai long cho cac t6 chic, cd nhan va doanh nghiép
khi tham gia giao dich véi co quan tai chinh. Trong
thoi gian t6i, BO Tai chinh sé trién khai hé thong
phan mém trg ly do (Chatbot) dé& hd trg, huéng dan
thwe hién cac DVCTT.

Khai quat vé hé théng phan mém trg ly do

Chatbot la mot chirong trinh may tinh dwea trén tri
tué nhan tao (Al), d€ cung cap giai phap hodac phan
hoi cho cac yéu cau, cau hoi dén tr khach hang.
Chatbot 1a hoan toan tu dong duoc lap trinh dé toi
uwu hoda cac dich vu ctia td chirc. V€ médt nang cao trai
nghiém khach hang, Chatbot la hinh thitc sit dung
tri tué nhéan tao (AI) hiéu qua duwgc nhiéu t6 chic tin
twong. Chatbot ho tro phuc vu khach hang 24/7 truc
tuyén. Chatbot ting dung tri tué nhan tao mang lai
loi thé cho cac t6 chutc tai chinh, khi c6 thé mang t6i
trai nghiém khach hang nhanh chéng, don gian, lién
mach. Viéc st dung cac chatbot &tng dung tri tué
nhéan tao (AI Chatbot) dan trd thanh xu thé va dwoc
xem la wu thé canh tranh ctia cac t0 chirc tai chinh.
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@ THIET LAP HE SINH THAI TAI CHINH SO AN TOAN, PHONG PHU, HIEN DAI, HIEU QUA

Theo K& hoach hanh dong cua Bo Tai chinh trién
khai mot sd nhiém vu, giai phap trong tam phat trién
Chinh phu dién tir giai doan 2019-2020, dinh hudéng
2025 dwgc ban hanh tai Quyét dinh s6 844/Qb-BTC
ngay 21/5/2019, B) Tai chinh da dé ra nhiém vu: “Xay
dung, phat trién Chinh pht dién tir bao dam gan két
chdt ché gitta tng dung cong nghé thong tin vdi cai
cach hanh chinh, d6i mdi Ié 161, phuong thirc lam viéc
phuc vu nguoi dan va doanh nghiép, thuc hién chuyén
d6i sd qudc gia hudng téi Chinh pht s6, nén kinh t€'s6
vaxa hdi s6”. D€ cung cap thém kénh tuong tac gitra ca
nhaén, t6 chitc voi cac dich vu cong ciia B Tai chinh mot
cach nhanh chéng, kip thoi, hoat dong 24/7, phuc vu 1-1
va nang cao su hai long ddi voi nguoi dan va doanh
nghiép, minh bach, B§ Tai chinh sé trang bi hé thong
phan mém trg ly ao (Chatbot) phuc vu tra cttu thong tin
ttr Cong thong tin dién t& B Tai chinh, hoi dap chinh
sach tai chinh ty dong va cac linh virc khac nhw tra ctru
va hoi dap van ban phap quy, dich vu cong true tuyén
va thu tuc hanh chinh, théng tin dau thau ctia BO Tai
chinh. Ung dung Chatbot 1a noi ti&p nhan, tra ctru va
giai dap thong tin, chinh sach tai chinh, vueéng mac
trong va cac bat cap trong chinh sach, tha tuc tai chinh,
dich vu cong... mot cach lién tuc, tw dong 24/7 nham kip
thoi lang nghe, trao d6i va c6 hudng thdo go kip thoi
cho cac t6 chiic, ca nhan; Gitp tang su hai long vé
DVCTT ctia B6 Tai chinh, gép phan thiic ddy hoat dong
san xuat kinh doanh ctia doanh nghiép, qua do thuc
ddy moi treong dau tu kinh doanh chung, nang cao stic
canh tranh va phat trién, déng gép vao muc tiéu chung
vé phat trién kinh t& ctia dat nudc trong boi canh day
thach thirc nhw hién nay.

Ung dung Chatbot thong thwong tra 10i cau hoi
dua trén tir khoéa. Tuy nhién, nhitng tién bd trong
cong nghé Al gitp chatbot c6 kha nang dwa ra cau
hoi, hiéu bdi canh, hoc ty dong gitup cho viéc hd tro
nguoi dung ngay cang nhanh chéng va chinh xac
hon. Chatbot c6 thé van hanh 24/7, tiép nhan va xt
ly cac tin nhan, thic méc lién tuc, la phuong thirc
hoi-dap hiéu qua, nhanh chéng va tiét kiém chi phi.

Nguoi dung c6 thé trao ddi truc ti€p voéi chatbot
thong qua nhitng cudc ddi thoai ty nhién, ho tro 1-1
vé cac DVCTT, tra cttu thong tin trén cong thong tin
dién t, van ban phap quy, thtu tuc hanh chinh va
gli yéu cau dén cac b phan lién quan mot cch dé
dang nhu trao d6i vdi ban be. Tt d6, nguoi dung c6
thé duoc giai dap thac mac ngay 1ap ttc thong qua
Chatbot. Sy tuwong tac dién ra moi ltic, moi noi va dé
dang qua cac giao dién hoi thoai quen thudc. Chatbot
dwoc lap trinh phtt hgp ludn lich sy. Hanh vi ctia ho
khong phu thudc vao tadm trang, ho phan hoi ngay
lap tirc va khong quén moi thie. Chatbot cung cap
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hd tro nguoi dung 24/7, vi vay nguoi dung hién tai
va tiém nadng c6 thé tht va giai quyét cac van dé
ngan hang cua ho sau gio lam viéc va vao cudi tuan.
Diéu nay cudi cung ciing dan dén trai nghiém ctia
nguoi dung t6t hon. Viéc st dung Chatbot sé giai
phong mot phan thoi gian cta can bo va nang cao
hiéu qua hd tro nguoi dung.

Tl cac yéu cau trén, cting nhu hién trang, nhu
cau vé tra cttu thong tin tir cOng thong tin, thong tin
dau thau, trao doi giai dap chinh sach tai chinh
trong nganh Tai chinh, tra c tht tuc hanh chinh va
dich vu coéng truc tuyén, trong thoi gian tdi, viéc
trang bi “Ban quyén hé thong phan mém tro ly ao
(Chatbot) va dich vu trién khai” 1a can thiét.

Su vao cudc chi dong trong chuyén déi sé da
gitp B Tai chinh nang cao chat lugng, hiéu
qua trong quan ly tai chinh - ngan sach quéc
gia, cai cach hanh chinh, giam chi phi, tao thuan
Igi cho ngudi dan va doanh nghiép... Dén nay,
téong sé dich vu céng truc tuyén cha Bo Tai
chinh thuc té trién khai hién nay la 813, trong
do, miic do 1 la 84 (ty Ié 10,33%); muic do 2 la
265 (ty 1& 32,6%); muc dé 3 la 55 (ty & 6,76%);
muic d6 4 12 409 (ty |é 50,31%).

Pay manh ung dung
tai B Tai chinh giai doan 2023-2025

Tai Bo Tai chinh, viéc xay dung, tich hop hé
thong Chatbot dé ho tro, hudéng dan thuc hién cac
DVCTT gom: Cung cdp phan mém tro ly ao
(Chatbot) va dich vu hd tro ky thuat chinh hang
trong 03 nam; Dich vu phan tich di liéu, phat trién
va hudn luyén Chatbot Ian dau va dinh ky 6 thang
trong vong 03 nam; Dich vu cai dit hé thong; Dich
vu dao tao hudng dan su dung. Dy kién thoi gian
thiec hién trong giai doan 2023-2025.

Hé thong Chatbot cua B Tai chinh sé tuan thu
cac tiéu chudn ky thuat sau: Tuan thu tiéu chuan két
ndi, tiéu chuan vé tich hop dix liéu, tiéu chudn vé
truy cap thong tin, tiéu chuan vé an toan thong tin,
tiéu chuan veé dix liéu dac ta duoc cong bd kem theo
Danh muc tiéu chuan vé tng dung CNTT trong co
quan nha nudc duoc ban hanh theo Thong tw s6
39/2017/TT-BTTTT ngay 15/12/2017 cta Bo Thong
tin va Truyén thong; Thong tu s6 24/2011/TT-BTTTT
ngay 20/09/2011 quy dinh vé viéc tao lap, st dung
va luu trit dit liéu dac ta trén trang thong tin dién t
hodc cong théng tin dién t&r ctia co quan nha nudc;
Quyét dinh s 721/QD-BTC ngay 12/5/2020 ctia B
Tai chinh vé viéc Quy dinh tiéu chuan vé tng dung



cong nghé thong tin trong cdc co quan hanh chinh,
don vi su nghiép thudc Bo Tai chinh; Quyét dinh sd
2366/QDb-BTC ngay 31/12/2020 ctua Bo tredng Bo Tai
chinh ban hanh Kién trtc tong thé hudng toi Bo Tai
chinh s&; Quyét dinh s6201/QD-BTC ngay 12/02/2018
cua Bo truong Bo Tai chinh ban hanh Quy ché an
toan thong tin mang B0 Tai chinh. Quyét dinh 2323/
QDb-BTTTT ngay 31/12/2019 cua B6 Thong tin va
Truyén thong vé viéc ban hanh Kién trac Chinh phu
dién tk Viét Nam, phién ban 2.0.

Thiét ké kién tric hé thdng phai thé hién duoc sy
phu hop vdéi Kién trac tong thé theo Quyét dinh s6
2366/QD-BTC ngay 31/12/2020 ctia Bo trueong Bo Tai
chinh ban hanh Kién trac tong thé hudng t6i BO Tai
chinh s& va phu hop v6i Khung Kién trac Chinh
phu dién t Viét Nam theo Quyét dinh sd 2323/
Qb-BTTTT ngay 31/12/2019 cua B6 Thong tin va
Truyén thong vé viéc ban hanh Kién trac Chinh phu
dién tk Viét Nam, phién ban 2.0.

Hé théng Chatbot sé sit dung phuong phap Deep
learning trong viéc xt ly ngdn ngi tw nhién; C6 hd tro
trich xuat dit liéu: Cong cu hd tro trich xuat dit liéu va
tao dit liéu ttr cdc tai liéu/doan van ban cho phép trich
xudt va dinh nghia cac Entity va Intent, cdu hoi, cau tra
10i, dwong link tham khao (néu c6); C6 thé hiéu va hoi
dap cac cau hoi va tra 10i néu cau hoi c6 cung/tuong tu
vé ngtr nghia dit liéu da dugc dao tao trude day; Co hé
thong 1ay cau tra 10i tir cau hoi; C6 cong cu Training,
ré nhanh kich ban. Cong cu Training cho phép Bo Tai
chinh xay dung céc kich ban cau hdi/tra 16i c6 hd tro
hinh anh, cac hinh anh/button va ré nhanh vao cac
kich ban con khi khach hang chon cac hinh anh/button
tuong ung. Nén tang tng dung di dong st dung hé
diéu hanh iOS 32-bit va 64-bit phién ban 9.0 tro lén,
Android 32-bit va 64-bit phién ban 6.0 tro lén; Trinh
duyét Web ddi véi ting dung c6 giao dién st dung
dang web: Microsoft Internet Explorer (IE) 10+,
Chrome, Firefox phién ban 50 tré lén.

Yéu cau chung vé nghiép vu: Hé thong Chatbot
chi tra 10i cac cau hoi khi xac dinh duoc yéu cau (y
dinh) ctia khach hang trong ngudng do tin cay
(confidence) da dwgc cho trudc. Cau tra 1oi cua
Chatbot d6i vdi yéu cau khach hang phai la duy
nhét va thong nhat trén tat ca cac kénh giao tiép, c6
kha ndang mo rong linh hoat va tuy chinh dé€ dap
tng nhitng quy trinh nghiép vu mdi trong twong lai
cua B Tai chinh. C&u hinh hé thong c6 kha nang
phan quyén cho can by chuyén trach cua cac phong/
ban nghiép vu trong viéc day/cung cap thong tin tra
16i cho chatbot; Ho tro cac cong cu dé cé thé phan
phoi cac thong bao dén nguoi dung phu hop vé ndi
dung, thich hop vé mat thoi diém; C6 kha nang
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thong bado téi nguoi quan ly BOT khi BOT khong
dat nguong do tin cay thong qua giao dién hodc
théng qua canh béo bing email; Cé hé thong bao
cao (Dashboard Report) danh gia do tin cay khach
hang, danh gia hiéu suat (Performance Report).

B¢ Tai chinh sé dao tao cho can by quan tri hé
thdng nham gitip hoc vién nam duoc cac chiic nang
st dung va ky nang quan tri hé thdng, quan tri bao
mat dit liéu, van hanh va bao dudng d€ c6 kha nang
twe bao tri, quan ly, hd tro khai thiac van hanh hé
thong mot cach hiéu qua. Hinh thiéc dao tao bao
gom hinh thic dao tao tap trung hodc truc tuyén
theo ndi dung. Viéc dao tao sé dwoc thuc hién xen
ké véi viéc thiee hanh.

Dong thoi, Bo Tai chinh ciing sé dao tao hudng
dan st dung cho can bd stt dung hé théng nham gitip
hoc vién la cac can b truc tiép tham gia st dung hé
thdng nam dugc vai trd ctia minh trong hé théng, c6
thé sit dung phan mém dé thuc hién cac vai tro nay
va thuc hién khai thac dit liéu bdo cdo b%ng phéan
mém. Hinh thirc dao tao bao goém hinh thirc dao tao
thie dao tao tap trung hodc truc tuyén theo noi dung.
Viéc dao tao dugc thuc hién trén co sd két hop ly luan
v6i thuce hanh trong d6 thuc hanh 1a cha yéu.

Ném trong 16 trinh chuyén ddi s8 va ting dung cong
nghé dé phuc vu nguoi dung tot hon, Bo Tai chinh hy
vong Chatbot sé trd thanh mét phan quan trong trong
hanh trinh phat trién tuong lai cua tai chinh s0, gop
phén duy tri moi quan hé lién tuc va tot dep véi nguoi
dung; dong thoi tao dung niém tin, uy tin va gia tan
gid tri trong su6t qua trinh hoat dong. £

Tai liéu tham khao:

1. B Tai chinh, Quyét dinh so 844/QD-BTC ngay 21/05/2019 ban hanh ké
hoach hanh ddng ctia bd tai chinh trién khai mét s& nhiém vu, gidi phdp
trong tdm phdt trién chinh phii dién tir giai doan 2019-2020, dinh
hudng 2025;

2. Bg Tai chinh, Quyét dinh s6 2366/QD-BTC ngay 31/12/2020 ban hanh Kién
triic téng thé hudng tdi B Tai chinh s6;

3. Bo Thdng tin va truyén thong, Thong tu s6' 24/2011/TT-BTTTT ngay
20/09/2011 quy dinh vé viéc tao ldp, st dung va luu triz dit liéu ddc ta trén
trang théng tin dién ti hodic cong thong tin dién tt clia co quan nha nudc;

4. B4 Tai chinh, Quyét dinh s6' 721/QD-BTC ngay 12/5/2020 vé viéc Quy dinh
tiéu chudn vé ting dung cong nghé théng tin trong cdc co quan hanh chinh,
don vi su nghiép thudc B4 Tai chinh;

5. B4 Tai chinh, Quyét dinh sd 201/QD-BTC ngay 12/02/2018 ciia B trudng
Bd Tai chinh ban hanh Quy ché an toan thdng tin mang Bo Tai chinh.

Thong tin tac gia:

Nguyén Kim Hoa

Cuc Tin hoc va Thdng ké tai chinh (Bd Tai chinh)
Email: Nguyenkimhoa@mof.gov.vn.
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