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LOI GIOI THIEU

Trong qua trinh st dung may tinh, nhitng truc tric vé phan cimg va phan
mém xay ra 1a diéu khong thé tranh khoi mic du chung ta da c6 dau tu tot cho ca
phan ctng va phan mém. Vay lam thé nao dé xir Iy nhitng xu ¢ lién quan dén
phan mém, khi ma nhimg xu ¢d xay ra? Lam thé nao dé cai dat Hé diéu hanh khi
hé thong 161, hay khi ta mudn bd xung mot tng dung nao do?

Cubn gido trinh “Xir Iy xu ¢ phin mém” duogc bién soan cho hoc sinh
nganh Cong nghé thong tin néi chung va nghé K¥ thuat stra chira, lip rap may
tinh noi riéng, va co6 thé lam tai liéu tham khao cho nhiing ai mudn c6 kién thirc
tong quat vé nhilng xu c¢b phin mém, cai dit va sira chita cac phAm mém tng
dung. Véi phuong phap trinh bay ngan gon, truc quan, hy vong cuén gido trinh
nay s& mang dén cho hoc sinh nhiing kién thtrc b6 ich cho nganh hoc va ap dung
t6t cho cong viéc sau nay.

Tuy da tham khao nhiéu tai liéu va qua kinh nghiém thuc té nhung chic
chin cuén gido trinh van cé nhitng han ché nhét dinh. Rét mong nhan dugc sy
gop v cua quy thay cd, quy dong nghiép gan xa dé cuén gido trinh thuc sy trd
thanh mot cong cu hitu ich cho hoc sinh nganh cong nghé thong tin néi riéng va
ddc gid ndi chung.

Xin chan thanh cim on !

Ha Noi, ngay..... thang....nam 2021

Chi bién: Lé Trong Hung
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CHUONG TRINH MO PUN

Tén mé dun: X« 1y sy ¢ phan mém

Ma mo dun: MD 17

Thoi gian mé dun: 60 gio (Ly thuyét: 20 gio; Thyuc hanh, thi nghiém, thao
ludn, bai tap: 38 gio; Kiém tra: 2 gio)
I. VI TRi, TINH CHAT CUA MO PUN

- Vi tri:

+ M6 dun hoc sau cac mon hoc/mo dun Ky thudt co s&

+ M6 dun duge bd tri sau khi hoc xong moé dun: Lép rap va cai dit may
tinh.

- Tinh chét:

+ La m6 dun chuyén moén nghé thudc cac moén hoc, mé dun dao tao nghé
bat budc

II. MUC TIEU MO PUN:
- Hiéu 16 cac quy trinh chan doan va khac phuc 16i vé Phan mém may tinh.
- Cai dat, cau hinh, st dung cac phﬁn mém.
- Khéc phuc 16i lién quan dén hé diéu hanh.

- Biét cach khac phuc 15i vé cai dit, sir dung cac phan mém g dung vin
phong, trinh duyét va cac phuong thirc két ndi Internet.

- Biét cach bao mat, an toan dit liéu va phong chdng Virus.

- To1 vu hé thong may tinh trén moi truong HE diéu hanh, cac phan mém
ung dung va cac cong cu tién ich.

- Thiét 1ap va toi vu héa OS, phan mém mg dung.
- Pua ra dugc giai phap sir dung va nang cap phan mém.

- Nhan biét va khic phuc duoc cac sy cd vé hé diéu hanh, phan mém tng
dung, Internet va nhitng phan mém thong dung khac.

- Can than trong vi¢c stra chira 161 phan mém.

- Ty tin trong thao tac, tiép can phan mém mady tinh.



I11. NOI DUNG MO PUN

Thoi gian
TT Tén cac bai trong moé dun Téng Ly Thuc hanh, | Kiém
so | thuyet | pajtap tra’
1 | Quy trinh xir 1y su ¢6 phan mém 6 2 4
2 | Xt Iy su ¢ hé diéu hanh 10 2 7 1
3 | Xt 1y su ¢ phan mém vin phong 10 4 6
4 | Xirly su ¢ tng dung internet 8 3 5
5 | Email va xir 1y su ¢ & 2 5
6 | An toan hé théng mdy tinh 10 4 5 1
7 | T6i uu hoa hé thong may tinh 9 3 6
Tong cong 60 20 38 2




Bai 1
Quy trinh xit Iy s ¢6 phan mém
Muc tiéu

- Hiéu duoc phuong thirc nhan dién va khéc phuc cac su ¢ ¢6 lién quan
dén PMMT;

- Trinh bay duogc giai phap chan doan diéu tri phdn mém may tinh
(PMMT) hi¢u qua;

- Hiéu va van dung duogc hi€u qua qui trinh xt ly su c6 PMMT;
- Hiéu va tuan thu cac nguyén tic xt Iy sy c6 PMMT;

- Tinh chinh x4c, ti mi, can than;

- Rén luyén tinh than tuan thu ky luat trong cong viéc.

1.1 M6 hinh xir Iy su c6 may tinh

Nhan may -~
p
e Thu thap théng tin /
| - .
S Kiém tra may ’—‘)
(. Xac dinh 15i </
S Trg giup .

y
F . ’/

F Théng bao
Ban giae méy kihvéch hang

Hinh 1.1. M6 hinh xit Iy su ¢6 may tinh

1.1.1 Nhan may

O budc nay c6 nghia 1a ching ta s& phai nhan may tinh tir khach hang.

Chung ta phai tuan thi theo Quy tic 3C: Cudi — Chao — Cam on.
1.1.2. Nhan dién (Thu thap thong tin)

Ghi nhén tinh trang may

Tiép nhan thong tin do khach hang cung cip

Tim hiéu nguyén nhan

Céc thong tin lién quan dan dén sy cb
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Pit cac cau hoi lién quan dén tinh trang may
1.1.3. Kiém tra
- Kiém tra so bd may tinh
Tinh trang phan ctng
Tinh trang phan mém
Ghi nhan cau hinh va tinh trang may
1.1.4. Khéi dong
Khai dong may tinh dé kiém tra va xac thuc céac 16

Chay toan bd cac chuong trinh c¢6 thong bao 18i, va mot sé cac chuong
trinh doc 1ap khac.

1.1.5. Xac dinh 16i phin cirng va phan mém
- Ldi phan ciing may tinh: Kiém tra 18i ctia c4c thiét bi phan cing.
- Loi phﬁn mém may tinh: Kiém tra 16i ciia hé diéu hanh, trinh diéu khién,
ung dung va virus.
1.1.6. Tro giup
- St dung cdc tai li€u ¢6 lién quan: User Guide, User manual...
- Tim kiém su gitp d& tir ban be, dong nghiép, cap trén...
1.1.7. Thong bao
- Bao cdo cip trén khi c6 su ¢b phat sinh dé c6 hudng giai quyét.
-Thong bao cho khach hang khi ¢6 su thay doit hodc phat sinh thém.
1.1.8. Ban giao may
- Bat may cho khach hang kiém tra
- Ban giao céc tai liéu, thiét bi (néu co)
- Hudng dan, giai thich cho khach hang va cac van dé lién quan

- Ky nhan ban giao vé1 khach hang.




1.2 Quy trinh xir Iy s c6 phin mém

Tiép nhéan thoéng tin tir khach hang —,

-~ Chan doan so bd
$

Nhén dién su cdé —
&, Sao luu dir liéu </
.
> Kiém tra Hé diéu hanh —

—  Kiém tra tinh tuong thich
S

Khac phuc su cé e
-- T6i1 uvu héa hé théng </
&T\ = = =
Ban giao may

Hinh 1.2. Quy trinh xit Iy sy c¢6 phan mém
1.2.1. Tiép nhan thong tin tir khach hang
- bt cac cau hoi lién quan dé tim hiéu tinh trang may.
+ Dau hiéu xay ra sy cb.
+ Thoi gian xay ra su ¢d (Thinh thoang, thudng xuyén...).
+ Tinh trang xay ra.
* Luu y: Tranh dat cac cau hoi truc tiép.
1.2.2. Kiém tra, ghi nhin thong tin va cAu hinh
- Xac dinh céac chuong trinh dugc cai dat trén may tinh
+ Théng tin vé cac phan mém (Ban quyén, tng dung).
- X4c dinh céc str li€u cua khach hang.
+ Vi tri luu trir dit liéu
- X4c dinh c4u hinh ctia may va céac thiét bi di kém.
+ Thong tin chi tiét vé cau hinh va phu kién.
- X4c dinh tinh trang ban dau cua may.
+ Tinh trang phan cing.

+ Tinh trang phan mém.



1.2.3. Khéi dong va nhin dién sw c6 may tinh
- Kiém tra tong quat may tinh.
+ Kiém tra phan cing.
+ Kiém tra phin mém.
- Ngit 6 ctng khoi may va khoi dong dé kiém tra céac thiét bi phan cimg.
+ Muc dich dam bao an toan cho dit liéu néu c6 sy cb vé phan cing.
1.2.4. Sao luu hé thong trude khi thao tac
- Sao luu dir liéu.
Thong tin nguoi dung, dir liéu nguoi dung: Profile, Email, Data...
- Sao luu trinh diéu khién (Driver).
+ Pbi voi may bo, nguyén chiéc hodc thiét bi khong pho bién.
- Sao luu hé thong (GHOST).
+ Tao ban luu trit du phong
1.2.5. Kiém tra sy c6 H¢ diéu hanh
- Khong khéi dong.
+ Mét tap tin khéi dong.
- Khong dang nhap vao Window
+ Tai khoan bi Disable
+ Quén Password
+ Do virus thay doi thong sé hé thong
- Window chay cham, hay xuét hién 14i.
+ Kiém tra tinh trang do virus
+ Kiém tra tai nguyén hé thong (Phan ctmg, phan mém)
+ Kiém tra t6i wu hoa hé thong (Phan cting, phan mém)
1.2.6. Kiém tra tinh twong thich
- Cau hinh may theo yéu cau ctia Hé diéu hanh va cac chuong trinh.
M&i Hé diéu hanh déu c6 yéu cau riéng voi cac chuong trinh chay trén do.
- Xung d6t giita Hé diéu hanh va cac tmg dung.
+ Pung cham gitta cac File.dll ctia hé thong va chuong trinh.

- Xung dot giita cac trinh diéu khién



+ X4y ra tranh chap gitta trinh diéu khién méi va trinh diéu khién cii khi
tién hanh nang cap thiét bj (Khong g& bo driver cua thiét bi cii).

- Xung dot gitra cac chuong trinh ing dung.
+ Pung cham gitra cac File.dll gitra itng dung nay voi ing dung khéc.

1.2.7. Ghi nhan va thong bio tinh trang may, néu giai phap khic phuc
cho khach hang

- Tong hop thong tin va tim ra tinh trang hién tai cia may, nguyén nhan va
cach khic phuc t6i uu.

+ Can ¢t vao thong tin do khach hang cung cép.
+ Can ¢l vao su kiém tra va xac dinh 1i.
- Thong bao cho khach hang cac van dé lién quan
1.2.8. T6i wu héa hé thong va chay thir
- T6i wu hoa phan ctng.
+ Nang cap phan ctng.
+ Hiéu chinh thong s ky thuat.
- T6i wu héa phan mém.
+ T6i wu hoa Hé diéu hanh (Tt cac dich vu khong can thiét)
+ Strdung cong cu chéng phan manh dit liéu, cong cu don dep hé thong.
+ Str dung cac chuong trinh phong, chdng Virus.
- Chay kiém tra.

+ Céac yéu cau cta khach hang (Cai dat phan mém, kiém tra 15i da khac
phuc).

1.2.9. Ban giao — Khach hang kiém tra may
- Bat may cho khach hang kiém tra.
- Ban giao cac tai liéu , thiét bi (néu co).
- Huéng dan, giai thich cho khach hang cac van dé lién quan.
+ Nguyén nhan céc 16i xay ra.
+ Cach phong tranh.
- Ky nhén ban giao v6i khach hang.
+ Dua trén phiéu bién nhén.
+ Dua trén cac thdéa thuan phat sinh.

10



1.3. Phwong phap xir 1y sw ¢6 phin mém
1.3.1. Quan sat thong bso 16
- Quan sat that k¥ va ghi lai cac thong bao 1i.
- Sap xép logic cac thong bao 16i dé biét sy lién quan giita cac su cd.
1.3.2. Kinh nghiém va kha nang suy doan
- Dya vao nhiing kinh nghiém da c6 ctia minh dé chuan doan vé sy cé.
- Dua vao céc tai liéu huéng dan dé chuan doan.
+ Dua vao cac phuong phap kiém tra.
+ Dua vao cac nguyén tic chuan doan.
+ Dua vao thue té cac thong bao cu thé dé dua ra chuan doan.
1.3.3. Dung cu hd tro va thay thé
- St dung cac dung cu hd trg chuan doén su cd.
+ Str dung phan mém kiém tra su ¢6 mdy tinh
- Chuén bi san cdc phAm mém véi cac phiém ban khac nhau.
+ Sén sang thay thé cac phiém ban khéac ctia phin mém.
1.3.4. Chia sé ban bé, dong nghiép

- Chung ta cé thé chia sé vdi ban be, déng nghiép dé c6 thé nhan duoc su
chia sé tir ho, trong nhiing trudng hop ma su c¢d ta chua gip phai bao gio.

1.4 Nguyén tic xir Iy sw ¢ phin mém
1.4.1. Pam bao su ¢6 khong cé lién quan dén PCMT
- Dya vao cac nguyén tic chuan doan su c6 dé kiém tra va chic chéan rang.
+ La sy ¢ phan mém
+ Sy ¢b khong lién quan dén phan cting may tinh
1.4.2. Pam bao tinh bdo mat va E-mail...
- Can tuan thu cc nguyén tic trong qua trinh diéu tri cho may.
+ Pam bao tuyét ddi cic nguyén tic vé an toan dién va an toan dir licu.
+ Pam bao tinh bdo mat cua thong tin va dir liéu ctia khach hang.
1.4.3. Pam bio tinh chinh xac khi chuan doan va diéu tri
- Nhan dién chinh xac céac su cb va diéu trj hiéu qua cac su cd.

- Bao cdo ngay khi c6 phat sinh.

11



On tap:
- Hay néu va giai thich quy trinh xt Iy sy ¢6 phan mém may tinh.

- Hay néu vai tro va tam quan trong cua viéc dam bao cac nguyén tac trong
qua trinh xtr 1y su c6 phan mém may tinh.

% Bai tap tinh hudng

- Khach hang dua may dén stra chita v6i thong tin: “bat may man hinh
khong 1én”. Hay dét ra cac cau hoi gitp tim ra tinh trang may.

- Truédng phong nhan sy thong bdo may tinh ca nhan (laptop) khong hoat
dong. La nhan vién phong k¥ thuat ban s& xur 1y thé nao?

12



Bai 2
Xir ly sw co h¢ dieu hanh

Muc tiéu

- Hiéu duoc qué trinh kho1 dong mot HE Piéu hanh;

- Xir 1y duoc céac 16i lién quan dén Hé diéu hanh;

- Tinh chinh x4c, ti mi, cin than;

- Rén luyén tinh than tuan tha ky ludt trong cong viéc.
2.1. Xir Iy 15i trén nén Hé diéu hanh (HPH) MS-DOS

MS-DOS (Microsoft Disk Operating System) 1a Hé diéu hanh don nhiém
lam vi¢c trong moi1 truong dong 1énh (Comman-Line Interface)

2.1.1. Cac Iénh can ban MS-DOS
- Cac lénh nd1 tru.

+ Chtra trong file COMMAND.COM

BN Administrator: CA\Windows\system32\cmd.exe

C:somd tai_lieu

C:N\>copy con tai_lieunGiaotrinh_DOS.txt
Giao trinh MS-DOS can ban®?Z
file(s) copied.

C:vo

Hinh 2.1. Cac lénh noi tru
v Lénh DIR 1a 1énh dung dé xem thu muc.
v Lénh COPY CON la Iénh sao chép tép tin.
v Lénh MD 1a 1énh tao thu muc.
v Lénh DEL la Iénh x6a tép tin.
v Lénh COPY la 1énh sao chép thu muc.
v ... vamot sO 1énh khéc.
- Céc I¢nh ngoai tru

+ La céc tap lénh ngoai tr c6 ph?m md rong 1a .EXE hay .COM hodc .BAT.
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BN Administrator: C\Windows\system32\cmd.exe

C:N\>ATTRIB +a +s C:\tai_lieuNGiaotrinh_DO0S.txt
C:N\>convert D: /fs:ntfs

CONVERT

Hinh 2.2. Cac lénh ngoai tru

v Lénh TREE la Iénh xem cay thu muc.
v/ Lénh FORMAT la 1énh dinh dang O dia.
v Lénh CONVERT la 1énh chuyén ddi dinh dang 6 dia.
v/ Lénh MOVE 14 1énh di chuyén
v/ ...vamot s0 1énh khéc.
2.1.2. Tap tin bo (Batch File)
- La mot loai ngdn ngit Script chita mot hay nhiéu cac chudi 1énh va dugc
leu dudi phan mé rong 1a .BAT.
- Ludn duoc xem 1a mot thanh phan khong thé thiéu cia MS-DOS dung dé
thi hanh cac 1énh cua DOS va luu lai cho nhitng lan sau.

| Netview - Notepad |Ml

File  Edit Format  view Elp

@echo off

title Xin chao qQuangpx
hostname
C:

if exist netview.bat (
prompt Quangpx soan Gio :3%t Ngay :%d duong dan %p tren o dia :%n
ver
Y else (
@echo Chua ton tai tap tin nay)

2.1.3. Xir Iy sw ¢c6 HDH MS Windows
+ NTLDR is Missing
+ Hién tuong Logon-off
+ Quén Password hoic tai khoan bj Disable

- Thiéu file khoi dong.
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+ Khi khéi dong co6 thong bao: NTLDR is Missing Press any key to
Restart. Nguyén nhén c6 thé la:
v/ Céu hinh sai tap Boot.ini.
v Windows bi 16i nghiém trong.
v File NTDETECT.COM, NTLDR bi hong.

NTLDR i= missing
Press Ctrl+Alt+Del to restart

Hinh 2.3. Léi thiéu file khoi dong
- Cach khac phuc thiéu file khéi dong
+ Khoi dong may vt dia cai Windows.
+ Nhan phim R (Repair) dé khoi dong Recovery Console (RC).
+ Tai dau nhic cua RC, gd dong 1énh: Copy E:\I386\NTLDR C:\.
+ Tiép tuc go: Copy E:\I386\NTDETECT.COM C:\.
- Hién tugng Logon-off
+ Ldi do Virus.
Mot s Virus khién may cua chiing ta khong Logon duoc vao Windows.

Nguyén nhan: La do virus lam cho gid tri Userinit trong khoa
...\Windows\System32 bi thay d6i.

Gia tri mdc dinh ctua Userinit [a:C:\WINDOWS\System32\Userinit.exe
Lbi do ngudi dung.

- Khéc phuc truong hop Logon-off

+ Khoi dong may bang dia cai dat Windows.

+ Chon R (Repair) dé truy cap vao RC (Recovery Console).

+ Nhan phim 1 r6i Enter dé chon C:\Windows\System32.

+ GO Iénh: Copy Userinit.exe systemio.exe.
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+ Khi Logon vao dugc. Vao registry dé chinh lai gia tri mac dinh cua
Windows.

Windows\NSystend2>copy userinit.exe vsaupdater.exe

Hinh 2.4. Khdc phuc trieong hop Logon-off
- Quén Password va tai khoan bi Disable
+ Sur ¢ quén Password 1a su ¢d nguoi dung thudng xuyén gip phai.

+ Tai khoan bi Disable cling gay rat nhiéu rac roi cho nguoi dung.

Xp

Logon Message

The system coud not g youon, ke sure your Lses e and domein e correc e bype your password agan, Leters i passwords must be ! E ¥our account has been disabled. Please see your system administratar.
) tyedusigthe comed case,
3*

Hinh 2.5. Khdic phuc Quén Password va tai khodn bi Disable
- Khéc phuc truong hop quén Password va Disable Account

+ Ca 2 truong hop trén déu c6 thé stir dung dia Hiren’s Boot dé xir 1y.

Hinh 2.5.a. Sir dung Hiren’s Boot dé xir Iy
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+ Lya chon Account can tién hanh thao tac.

+ Chon cac Option ma chung ta can thao tac.

1 Choose Logical Drive

2 Search for M5 SAM Databasels) on all bhard disks and logical drives

Your choice: (1

Hinh 2.5.b. Sir dung Hiren’s Boot dé xir Iy
2.1.4. Ung dung Norton Commander va Volkov Commander
- Giéi thiéu vé NC, VC
+ NC (Norton Commander) va VC (Volkov Commander) 1a phdn mém
quan 1y tap tin va thu muc.
D:\Baigiang\Nc5\NC. EXE

C:1 Mame
DOCUME™1
DOWHLO™
PROGRA™

BAIGIANG FSUB-DIRA 18-83-81 1:85p
Dz~

il 2 3 4 5

Hinh 2.6. Man hinh NC va VC
- Cach cai dat va st dung
- Mot s6 su ¢d thong dung.
2.2. Xir Iy 15i trén nén HPH MS Windows
- Qua trinh khéi dong cia Windows.

+ Tién hanh tu kiém tra phan cimg goi 1a POSTS (Power-on selftests).
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+ Hé thong khai dong tién trinh doc Sector ndm & vi ri bat dau cua dia
khoi dong MBR (Master Boot Record).

+ MBR load file NTLDR va chuyén diéu khién dén cho tap tin NTLDR.

Gfword Modal Hon BLOS o608, Mo Dnevgy Stae Ny

25 Copyr ight (G 19042000 ¢ Mwarvd Sof Leave . Toc. \\
NSUS = e Bis Bewloton IBHG Botoa ©OG wfgﬁtﬁﬁﬁﬁgffg f

el 1 log amd Plag BI0S e bonslon vl @0 LA 001 LUTION PEIVENTER
Pk tlal l=a PMlug aml Play Cavida, .
PRI Twil Congalobod

Teomwl Chil pNuagMenaCRY Un Guaod

MeskomzLingg Pedlpary Hoobor ... Hooo

Mebocliug Preimary S0 voe S TETIECEAN
Mekerz L ing Stezinmtory Mosbees, .. 11 TLA-THYHEIR
Mabkosk ing Soemuloaey Slave ... CHENTIVE DALY

P DEL Lo anboe SETUR
(VLT b P (ST R I e L S

Hinh 2.7. a. Qua trinh khoi dong cua windows

+ NTLDR chuyén vao mode 32 bit va xac dinh vi tri cai dat HDH trong
file boot.ini.

+ File NTLDR sé€ load file ntdetect.com.

+ File NTDETECT kiém tra xong. File NTLDR khoi tao cic nhéan
Windows va load cac services.

Microsoft®

Wlndows;“m

Copyright & Microsoft Corparation

Hinh 2.7. b. Qua trinh khoi dong cua windows
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- Thiét 1ap moi trudng
+ Giap nguoi dung dé& dang quan 1y, sip xép cong viéc va thao tac nhanh
chéng, hi¢u qua.

2.2.1. Quan ly, tim kiém hé thong

Control Panel, System Properties, My Conputer, Display Properties,
Winsows Task Manager.

- Quan ly
+ Control Panel, System Properties.

¢ T D @0 P A =

4. | System Restore Automatic Updates Remate
General Computer Name Hardware Advanced

freessibilty  AddHardware  Addor  Administrative  Automatic  Dateand Time  Display

(ntions Remav, . Toals Lpdates Systent
Microsoft Windows %P

\ 2 i = Professional
93 e @ e D Q| M E
o [ i 5 Pack 2
d \_) ‘:_J / EMvICe
X l—'/ - Registered ta:
Folder Options ~~ Fonts Garme Intermet  Keyboard Mause Network C e
Controlers— Options Connections
B5274-643-7213323- 23664

' ’11 . :Lb \ 0 Ny Pl
/ 1 3| L= | 3 Computer:
_.-I'_': :ﬂﬁ -\ﬂ et ’_/ Intel(R] Core[TH)2 Dua CRU

T5750 @& 2.00GHz

MNetwork Setup Phoneand  Power Options  Printersand  Regional and  Scannersand  Scheduled 200 GHz, 512 MB of RAM
Wizard  Modem ... Faxes  Language..  Cameras Tasks Physizal Address Extension
- =7 -
oy vdawad
V 9 ¢ ¥ & g
Securty  Soundsand  Speech System  Taskbarand Lser Accounts WMware Taoks
Cenker Audio Devices Start Menu

Hinh 2.8.a. Tim kiém bang Control Panel, System Properties

Chung ta sir dung cac tinh nang trong Control Panel dé quan 1y may tinh.
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