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TUYEN BO BAN QUYEN
Tai liéu nay thudc loai sach gido trinh nén cac ngudn thong tin c6 thé duoc phép ding
nguyén ban hoic trich ding cho cac myc dich vé dao tao va tham khao.

Moi myc dich khac mang tinh 1&€ch lac hodc str dung véi muc dich kinh doanh thiéu
lanh manh s€ bi nghiém cAm.



LOI GIOI THIEU

Gido trinh Xir Iy su ¢6 phian mém 13 mot trong bd giao trinh nghé quan tri mang may
tinh, duoc xdy dung va bién soan trén co sé chuong trinh khung ddo tao nghé do Tong cuc
gido duc nghé nghiép ban hanh va duoc chi tiét hoa trong chuong trinh dao tao nghé quan
tri mang may tinh cua Trudng Cao dang Hoa Binh Xuan Loc.

Gi4o trinh mén hoc Xir Iy su ¢b phan mém dugc bién soan theo cic nguyén tic: Tinh
dinh hudng thi trudong lao dong, tinh h¢ théng va khoa hoc, tinh 6n dinh va linh hoat, hudng
t6i lién thong, chuan dao tao nghé trong nudc va thé gidi.

Nham tao diéu kién cho nguoi hoc c6 mét bd tai ligu tham khao mang tinh téng hop,
thong nhat va mang tinh thyc tién sdu hon. Nhém ngudi day chung toi dé xuat va bién soan
Gido trinh XU LY SU CO PHAN MEM danh riéng cho ngudi hoc trinh do cao dang.

Noi dung cua gido trinh bao gdm cac Bai sau:

Bai mé diu: Quy trinh xr 1y sy ¢ phan mém

Bai 1: Xir 1y su ¢d hé diéu hanh

Bai 2: X 1y sy ¢6 phan mém van phong

Bai 3: Xur 1y su ¢ tmg dung internet

Bai 4: Email va xt 1y su ¢b

Bai 5: An toan hé thong may tinh

Bai 6: T6i wu hoa hé thong may tinh

Trong qua trinh bién soan, chung t6i dd tham khao va trich dan tir nhiéu tai liéu duoc
li¢t k€ tai muc Danh muc tai li¢u tham khdo. Ching t6i chan thanh cdm on cac tac gia cua
cac tai liéu ma chung t6i da tham khao.

Bén canh d6, gido trinh ciling khong thé tranh khoi nhiing sai s6t nhat dinh. Nhom tac
gia rit mong nhan duoc nhitng ¥ kién déng gop, phan hdi tir quy dong nghiép, cac ban
nguoi hoc va ban doc.

Tréan trong cam on./.
Pong Nai, ngdy thing  nam 2021
Tham gia bién soan
1. Chu bién Ky su Pham Cong Danh
2. ThS. Lé Thi Thu
3. ThS. Boan Minh Hoang
4. ThS. Vii Ptc Tun
5. Ky su Nguyén Hung Vi
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GIAO TRINH MON HOQC
1. Tén mén hoc: XU LY SU CO PHAN MEM
2. Ma mo6n hoc: MD 32
3. Vi tri, tinh chat, y nghia va vai tro ciia mén hoc:
3.1. Vi tri:
+ M6 dun hoc sau cac mon hoc/mo dun Ky thuét co so
+ Mb dun dugc bé tri sau khi hoc xong mé dun: Lap rap va cai dat may tinh.
3.2. Tinh chét: La m6 dun chuyén moén thudc cac moén hoc, mé dun dao tao nghé bét budc

3.3. Y nghia va vai tré ciia mén hoc: mon hoc nay danh cho déi tugng 13 nguoi hoc thude
chuyén nganh Quan tri mang may tinh. Mon hoc nay da dugc dua vao giang day tai truong
Cao dang Hoa Binh Xuan Loc tir nim 2021 dén nay. Noi dung cha yéu ctia méon hoc nay
nhim cung cép cac kién thire thude linh vue xt 1y su ¢ phan mém: Hiéu dugc cac nguyén
nhan gy sy ¢ phin mém; Hiéu rd quy trinh hoat dong ctia Hé diéu hanh; Hiéu biét vé virus
may tinh va nguyén 1y hoat dong cua virus; Hiéu nguyén tic luu trit email & ca 2 dang Web
mail va Mail Browser

4. Muc tiéu ciia mon hoc:
4.1. V& Kkién thirc:
Al. Hiéu dugc cic nguyén nhan giy su ¢ phan mém.
A2. Hiéu rd quy trinh hoat dong ctia H¢ diéu hanh.
A3. Hiéu biét vé virus may tinh va nguyén 1y hoat déng cua virus.
A4. Hiéu nguyén tic luu trit email & ca 2 dang Web mail va Mail Browser
4.2. VéKy ning:
B1. Khic phuc dugc céc su cd lién quan dén hé diéu hanh.
B2. Khic phuc duoc cac su cb lién quan dén cac ung dung théng dung.
B3. Khic phuc cac su ¢ két ndi internet.
B4. Sao luu va phuc hdi duoc email.
B5. Biét cach diét virus may tinh hiéu qua.

4.3.  Vé ning luc tw chii va trach nhiém: Duoc danh gia qua qua trinh hoc tap, dat
cac yéu cau:
C1. Co y thuc tu giéc, tinh ky luat cao, tinh than trach nhiém trong hoc tap.
C2. Thé hién tinh khoa hoc, sang tao trong qua trinh hoc tap.
C3. C6 kha nang lam vi¢c theo nhom.



5. N¢i dung ctia mon hoc

5.1. Chwong trinh khung

Thoi gian hoc tap (gio)
Trong do
Mi S6
MH/ Tén mén hoc/md dun tin Téng Thyc hanh/
. Thue tap/Thi 2
MD chi| G| Ly | NP Kiém
£ nghiém/Bai
thuyét A ] tra
tap/Thao
ludn
| Cac mon hoc chung 21 | 435 172 240 23
MH 01 | Giao duc Chinh tri 4 75 41 29 5
MH 02 | Phap luat 2 30 18 10 2
MH 03 | Gio duc thé chat 2 | 60 5 51 4
MH 04 | Gido duc qudc phong - An ninh 4 75 36 35 4
MH 05 | Tin hoc 3 75 15 58 2
MH 06 | Tiéng Anh 6 | 120 | 57 57 6
Cdac mon hoc, mo dun chuyé
I acmon Boc, mo aun chuyen 90 | 2280 | 629 1554 97
mon
II.1 | Mon hgc, mo dun co sé& 13 | 300 100 187 13
MD 07 | Tin hoc van phong 4 90 20 67 3
MH 08 | Cau trac may tinh 2 | 45 20 23 2
MH 09 | Mang may tinh 2 45 20 23 2
MD 10 | Quan tri CSDL MS Access 3 75 20 52 3
MD 11 | Nguyén Iy hé diéu hanh 2 45 20 22 3
II.2 | Mo6n hoc, mo dun chuyén moén 38 | 995 228 729 38




MD 12 | Quan tri CSDL SQL Server 4 90 25 61 4
MBD 13 | Thiét ké, xay dung mang LAN 4 | 90 25 60 5
MD 14 | Quan tri mang 1 4 105 25 75 5
MD 15 1(\241:1;18 terrjV }ﬁ thdng WebServer va 4 90 ’5 61 4
MD 16 | Quan tri mang 2 4 90 25 61 4
MD 17 | Bao tri h¢ thong mang 2 | 45 10 33 2
MD 18 | Cong nghé mang khong day 3 60 20 38 2
MD 19 | Cau hinh va quan trj thiét bimang | 4 | 90 28 58 4
MBD 20 | Thiét ké trang WEB 4 | 90 30 56 4
MBD 21 | Thue tap K§ ning: nghé nghiép 5 | 245 15 226 4
II.3 | Mo6n hoc, mo dun ty chon 39 | 985 301 638 46
MBD 22 | Lép rap va cai dit may tinh 2 45 10 33 2
MD 23 | Hé diéu hanh Linux 1 31 60 | 20 37 3
MD 24 | H¢ diéu hanh Linux 2 3] 60 | 30 26 4
MBD 25 | Tiéng Anh chuyén nganh 2 45 20 23 2
MD 26 | An toan v¢ sinh cong nghi¢p 2 30 20 8 2
MD 27 | An toan va bao mat thong tin 3 60 27 30 3
MD 28 | K¥ thuat di¢én - Dién tu 4 90 30 56 4
MD 29 | Lap trinh Cén ban 3 60 30 27 3
MD 30 | Lap trinh tryc quan 4 90 30 55 5
MD 31 | Quan 1y dy &n Cong ngh¢ thong tin | 2 45 20 22 3
MBP 32 | Xir Iy sy ¢6 phan mém 2 | 60 10 46 4




MD 33 [ Stra chita may tinh 2 45 10 32 3

MBD 34 | K ning: Nghé Nghiép 1 | 30 14 10 6
MBD 35 | Thue tap tot nghiép 6 | 265 30 233 2
Téng cong 111 | 2715 | 801 1794 120

6. Diéu kién thwe hién mén hoc:

6.1. Phong hoc Ly thuyét/Thye hanh: Phong may tinh.

6.2. Trang thiét bi day hoc: Phong may vi tinh, bang, phan, t6 vit.

6.3. Hoc li¢u, dung cu, mé hinh, phwong tién: Giao trinh, mé hinh hoc tap,...

6.4. Cac diéu kién khac: Ngudi hoc tim hiéu thyc té vé cong tac xay dung phuong an khic
phuc va phong ngura rui ro tai doanh nghiép.

7. N§i dung va phuwong phap danh gia:

7.1. Noi dung:
- Kién thte: Danh gia tat ca ndi dung di néu trong muc tiéu kién thirc
- K¥ ning: Panh gia tat ca ndi dung da néu trong muc tiéu k¥ ning.
- Nang lyc tu chu va trach nhiém: Trong qua trinh hoc tap, ngudi hoc can:
+ Nghién ctru bai trude khi dén 16p.
+ Chuan bi day du tai liéu hoc tap.
+ Tham gia day du thoi lugng mén hoc.
+ Nghiém tuc trong qué trinh hoc tap.

7.2. Phwong phap:

Nguodi hoe dugce danh gia tich iy mon hoc nhu sau:
7.2.1. Cach danh gia

- Ap dung quy ché dao tao Cao dang hé chinh quy ban hanh kém theo Thong tu sb
09/2017/TT-LDTBXH, ngay 13/3/2017 cta B§ truong B6 Lao dong — Thuong binh va Xa
hoi.

- Hudng dan thuc hién quy ché dao tao 4p dung tai Truong Cao dang Hoa Binh Xuan

Loc nhu sau:




Piém danh gia

Trong so

+ Diém kiém tra thuong xuyén (Hé s6 1)

40%
+ Piém kiém tra dinh ky (Hé sb 2)
+ Diém thi két thiic mén hoc 60%
7.2.2. Phwong phap danh gia
Phuwong phap | Phwong phap | Hinh thuc Chuin diu ra S6 | Thoi diém
danh gia t6 chirc Kkiém tra danh gia cot | Kkiém tra
. Ty luan/ Al, A2, A3, A4
Viet/ ,
Thuong xuyén ) Trac nghiém/ | B1, B2, B3, B4, B5 1 Sau ... gio.
Thuyét trinh
Béo cédo C1,C2,C3
. Tu luan/
Viét/
Dinh ky , Tric nghiém/ A4, B5, C3 2 Sau... gio
Thuyét trinh .,
Bao cao
Al, A2, A3, A4

Két thuc mo , Tu luan vs

et e mon Vit SUEEVE By B2 B3,B4,B5| 1 | Sau...gio
hoc trac nghiém

C1,C2,C3

7.2.3. Cach tinh diém

- Piém danh gi4 thanh phan va diém thi két thiic mén hoc duoc cham theo thang
diém 10 (tir 0 dén 10), 1am tron dén mot chir s6 thap phan.

- Bi€ém mon hoc 1a tong diém cua tat ca di€ém danh gid thanh phan cia mén hoc nhan

Vi trong s6 tuong (mg. Piém moén hoc theo thang diém 10 1am tron dén mot chir sé thap

phan, sau d6 duoc quy doi sang diém chir va diém sb theo thang diém 4 theo quy dinh cia

B6 Lao dong Thuong binh va X3 hoi vé dao tao theo nién ché.

8. Huwéng dan thuc hién mén hoc

8.1. Pham vi, d6i twong ap dung: Péi tuong Cao dang Quan tri mang may tinh

8.2. Phuong phap gidng day, hgc tip mon hoc

8.2.1. Poi véi nguoi day

* Ly thuyét: Ap dung phuong phap day hoc tich cuc bao gém: thuyét trinh ngén, néu van

dé, huong dan doc tai liéu, bai tap tinh hudng, cau hoi thao luan. ...
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* Bai tap: Phan chia nhém nho thyc hién bai tap theo ndi dung dé ra.

* Thao luan: Phan chia nhom nho thao ludn theo ndi dung dé ra.

* Hwéng din tu hoc theo nhém: Nhom truong phan cong cic thanh vién trong nhom tim
hiéu, nghién ctru theo yéu cau ndi dung trong bai hoc, cad nhém thao luan, trinh bay ndi dung,
ghi chép va viét bao cao nhom.

8.2.2. Péi voi ngwoi hoc: Nguodi hoc phai thyc hién cadc nhiém vu nhu sau:

- Nghién ciru k¥ bai hoc tai nha trudc khi dén 16p. Cac tai liéu tham khao s& dugc cung
cép nguén trudc khi nguoi hoc vao hoc mon hoc nay (trang web, thu vién, tai li€u...)

- Tham du t6i thiéu 70% cac budi giang 1y thuyét. Néu ngudi hoc vang >30% sb tiét Iy
thuyét phai hoc lai mon hoc méi dugce tham duy ki thi lan sau.

- Ty hoc va thao ludn nhom: 13 mot phwong phap hoc tap két hop giira 1am viéc theo
nhom va lam viéc ca nhan. Mt nhom gém 8-10 nguoi hoc s€ dugc cung cép chu dé thao
luan trudce khi hoc 1y thuyét, thuc hanh. Mdi nguoi hoc s& chiu trach nhiém vé 1 hodc mot
s6 nodi dung trong chu dé ma nhom da phan cong dé phat trién va hoan thién tot nhét toan bo
chi dé thao luan caa nhom.

- Tham dy du céc bai kiém tra thudng xuyén, dinh ky.

- Tham du thi két thac mon hoc.

- Chu dong t6 chire thue hién gi0 tu hoc.

9. Tai liéu tham khao:

(1) Xt Iy Su ¢b Phan mém: Co ban va Nang cao, Nguyén Vin Diing, nha xuit ban Khoa
hoc va K¥ thuét, xuét ban nam 2015.

(2) Gido trinh Xu ly Su ¢ Phan mém, Tran Thi Bich Hanh, nha xuét ban Pai hoc Bach
Khoa, xut bin nim 2016.

(3) Xtr Iy Sy ¢6 Phan mém: K§ thudt va Ung dung, Lé Minh Tuén, nha xuit ban Gido duc,
xuat ban nam 2017.

(4) Huéng dan Xir 1y Sy c¢6 Phan mém va Quan ly, Nguyén Thi Hong, nha xuét ban Tai
chinh, xuat ban ndm 2018.

(5) Xir Iy Su ¢6 Phan mém: Thiét 1ap va Bao tri, Pham Vin Hai, nha xuat ban Kinh té, xuét
ban nam 2018.

(6) Ky thuat Xu ly Su ¢ Phan mém va An ninh, Tran Vin An, nha xuit ban Bach Khoa,
xut ban nam 2019.

(7) Cam nang Xt 1y Su ¢6 Phan mém: Hudéng din va K§ thuat, Dinh Thi Mai, nha xuét ban
Khoa hoc X3 hoi va Nhan van, xuat ban nam 2019.



(8) Xt 1y Su c¢b Phan mém trong Doanh nghiép, Hoang Vin Thing, nha xuat ban An ninh
Quéc gia, xuat ban nam 2020.

(9) Tai liéu Xir Iy Sy ¢ Phan mém va Phat trién Ky niang, Nguyén Hoang Nam, nha xuét
ban Sai Gon, xuat ban nam 2020.
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BAI MO PAU: QUY TRINH XU LY SU CO PHAN MEM
GIOI THIEU BAI MO PAU

Bai ndy trinh bay vé mé hinh va quy trinh xir 1y sy ¢6 phdm mém phai theo cac budc
khi thyc hién, kiém tra sira chita bao tri phan mém may tinh va cac phuong phap,
nguyén 1y xir Iy sy ¢6 phan mém.

MUC TIEU BAI MO PAU

Sau khi hoc xong Bai nay, nguoi hoc co kha nang:

>

0

/7
0‘0

v

Vé kién thirc:

- Hiéu duoc khai niém va phan loai phén mém

- Trinh bay duoc phuong thirc nhan dién va khic phuc cic su ¢b c6 lién quan dén
phan mém mdy tinh.

- Trinh bay duoc giai phap chan doan diéu tri phdn mém may tinh (PMMT) hiéu qua.
Veé kj ning:

- Van dung duoc hiéu qua qui trinh xtr Iy su cd PMMT.

Vé ning luc tw chii va trach nhi¢m:

- Tuén tha cac nguyén tic xt Iy sy ¢6 PMMT.

- Nang cao tinh chinh xdc, ti mi, cin than.

- Rén luyén tinh than tuan tha ky ludt trong cong viée

PHUONG PHAP GIANG DAY VA HQC TAP BAI MO PAU

Doi véi nguwoi day: sir dung phirong phdp gidng gidng day tich cue (dién gidng, van
dap, day hoc theo van dé); yéu cau nguoi hoc thuc hién cau hoi thao ludn va bai tap
BAI MO PAU (cd nhdn hodc nhémy.

Déi véi nguoi hoc: chii dong doc triede gido trinh (BAI MO PAU) truée budi hoc;
hoan thanh ddy di cdu héi thao ludn va bai tdp tinh huéng BAI MO PAU theo cd
nhan hodac nhom va nop lai cho nguoi day dung thoi gian quy dinh.

PIEU KIEN THUC HIEN BAI MO PAU

Phong hoc chuyén mén héa/nha xwéng: phong hoc theo tiéu chuin

Trang thiét bi mdy méc: May chiéu va cac thiét bi day hoc khac

Hoc liéu, dung cu, nguyén vt li¢u: Bai trinh mon hoc, gido trinh, tai li¢u tham khao,
gido an, phim anh, va cdac tai liéu lién quan.

Cic diéu kién khdc: Khong co

KIEM TRA VA DANH GIA BAI MO PAU

Noi dung:

Kién thirc: Kiém tra va danh gid tat ca néi dung dd néu trong muc tiéu kién thirc
11



v' Ky nang: Pdnh gid tat ca ndi dung di néu trong muc tiéu ky néng.
v’ Nang luc tuc chii va trach nhiém: Trong qua trinh hoc tdp, nguoi hoc can:
+ Nghién ciru bai truée khi dén 16p
+ Chuan bi ddy di tai liéu hoc tdp.
+ Tham gia day di thoi lwong mén hoc.
+ Nghiém tuc trong qua trinh hoc tap.

- Phuong phap:
v' Diém kiém tra thuwong xuyén: 1 diém kiém tra (hinh thirc: héi miéng)

v’ Kiém tra dinh ky: khong cé

< NOI DUNG BAI MO PAU
1. M6 hinh xir Iy sw c6 may tinh
Phuong phap tong quat gitp nhan dién chinh xac va khic phuc nhanh céc su ¢ cua
may tinh gdm 8 budc nhu sau:
s
%\

Nhin may

f Nhin dién (Thu thip thong tin)

m\
Kiém tra (théng tin, ciu hinh)

f Khéi dong
%\

Xac dinh 15i phﬁn cirng va phﬂn meém

f# Tro giap
Thoing bao

1.1. Nhian may
- Quy tic 3C: Cudi — Chao — Cam on
- Nhan may tir khach hang
1.2. Nhén dién (tiép nhan va dit cau héi)
- Ghi nhén tinh trang may.
+ Tiép nhan thong tin do khach hang cung cap.
- Tim hiéu nguyén nhan.

+ Céc thong tin lién quan din dén su cd.
12



- Dit cac cau hoi lién quan dén tinh trang may.
1.3. Kiém tra (thong tin, cAu hinh)
- Kiém tra so bo may tinh
+ Tinh trang phan cimng.
+ Tinh trang phan mém.
- Ghi nhan ciu hinh va tinh trang mdy.
+ Theo mau phiéu quy dinh
1.4. Khéi dong

Khéi dong may tinh (booting) 1a mot qua trinh ty mdi (bootstrapping) dé khoi dong su
1am viéc ctia hé diéu hanh khi nguoi dung bat mot hé théng may tinh. Mot trinh tu khoi
dong (boot sequence) 1a mot tap hop cac 1énh ban dau duoc may tinh thyc hién khi n6 duoc
khoi dong. Trinh khai dong (bootloader) s& nap hé diéu hanh chinh vao mady tinh dé hoat
dong.

Chinh vi vy, viéc khoi dong hé diéu hanh gitp ta c6 thé chuin doan may tinh bj 161
phan cting hay hé¢ diéu hanh.

1.5. Xac dinh 13i phén cing va phin mém
- Lbi phan clrng may tinh va Kiém tra 156i cta cac thiét bi phan cing.

- L61 phan mém may tinh va Kiém tra 161 cia HE di€u hanh, trinh di€u khién, ing dung,
virus.

1.6. Trg giup
- Str dung cac tai liéu c6 lién quan: User Guide, User manual...
- Tim kiém su giup d& tir ban bé, ddng nghiép, cap trén. ..
1.7. Théng bao
- Bao c4o cép trén khi c6 su ¢ phat sinh dé c6 hudng giai quyét
- Thong bao cho khach hang khi c6 sy thay doi hodc phat sinh thém
1.8. Ban giao may
- Bat may cho khach hang kiém tra
- Ban giao céc tai liéu, thiét bi (néu c)
- Hudng dén, giai thich cho khach hang cac van dé lién quan
- Ky nhén ban giao véi khach hang
2. Quy trinh xir Iy sy 6 phin mém may tinh

Quy trinh xtt Iy sy ¢b phan mém mady tinh gdm 7 budc nhu sau:
13



Kiém tra, chi nhin théng tin va cdu hinh

Khoi dong va mhin dién sw cH may timh

Sao lIva hé thq’ing trwd'c kKhi thao tac

Kiém tra sw co Hé diéu hanh
Ghi nhin va thing bao tinh trang may

ToHi wn hoa hé théng, kiém thi

2.1. Tiép nhén thong tin tir khach hang
- Dit cac cau hoi lién quan dé tim hiéu tinh trang may.
- D4u hiéu Xay ra sy cd.
- Thoi gian xay ra su ¢d (Thinh thoang, thudng xuyén...).
- Tinh trang x4y ra
Luu ¥: Tranh dit cac cau hoi truc tiép.
2.2. Kiém tra, ghi nhin théng tin va cAu hinh
- Xac dinh cac Bai trinh dugc cai dat trén may
+ Thong tin vé cac phan mém (Ban quyén,ing dung).
- Xac dinh cac dir 1iéu cua khach hang.
+ Vi tri Iuu trir dir liéu
- X4c dinh cdu hinh cta may tinh va céac thiét bi di kém.
+ Thong tin chi tiét vé cau hinh va phy kién.
- X4c dinh tinh trang ban dau ctia may.
+ Tinh trang phan cing.
+ Tinh trang phan mém.
2.3. Khéi dong va nhin dién sy ¢ may tinh
- Kiém tra tong quat may tinh
+ Kiém tra phan cimg.
+ Kiém tra phan mém.
- Ngit 6 cing khoi may va khoi dong dé kiém tra cac thiét bi phan cing.
+ Muc dich dam bao an toan cho du liéu néu c6 su cb vé phﬁn cung.
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2.4. Sao lwu hé thong truwéce khi thao tac
- Sao luu dir liéu.
+ Thong tin nguoi dung, dir liéu ngudi dung: Profile, Email, Data...
- Sao luu trinh diéu khién (driver).
+ Pbi voi may bo, nguyén chiée hodc thiét bi khong phd bién
- Sao luu hé théng (GHOST)
+ Tao ban luu trir du phong
2.5. Kiém tra sy ¢6 H¢ diéu hanh
- Khong khoi dong.
+ Mat tap tin khdi dong.
- Khong dang nhép vao window
+ Tai khoan bi Disable
+ Quén passworrd
+ Do virus thay dbi thong sb hé thong
- Windows chay cham, hay xuét hién 15i.
+ Kiém tra tinh trang do virus.
+ Kiém tra tai nguyén hé thong (Phan ctng, phan mém).
+ Kiém tra t6i wu hoa hé théng (Phan cimg, phan mém).
2.6. Ghi nhan va thong bao tinh trang may

- Tong hop thong tin va tim ra tinh trang hién tai ciia mdy, nguyén nhan va cach khic
phuc tbi uu.

+ Can ctr vao thong tin do khach hang cung cap.
+ Cén clr vao su kiém tra va xac dinh 13i.
- Théng bao cho khach hang cac van dé lién quan.
2.7. T6i wu hoa hé théng, kiém thir
- Tbi wu hoéa phan cing
+ Nang cap phan ctng.
+ Hiéu chinh théng s ki thuat.
- T6i vu héa phan mém.

+ Ti wu hoa hé diéu hanh (Tét cac dich vu khong can thiét)
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+ Sir dung cong cu chéng phan manh dit liéu, céng cu don dep hé théng
+ Str dung cac Bai trinh phong, chong virus
- Chay kiém tra
+ Cac yéu cau ctia KH (Cai dat phan mém, kiém tra 18i da khic phuc)
3. Phwong phap xir Iy sw ¢6 phin mém may tinh (PMMT)
Phuong phép xtr Iy sy ¢d phan mém mdy tinh gdbm 4 phuong phap sau:
3.1. Quan sit thong bso 16i
- Quan sat cy thé cac thong bao 15i khi khai dong hé diéu hanh va trong qué trinh van
hanh, cac thong bao 161 thuong chi ra cac 161 can khac phuc cua phan mém do thi€u tap tin
hay dir liéu 101 thoi.
- Can phan biét r rang thong bao 16i phan mém hay phan ctrng may tinh.
+ L3i phan mém thudng dugc néu rd trong théng bao dugc hién thi.

+ L3i phan cung thudng dua trén cac thong bao bing 4m thanh va can dugc can
thiép phan cung trude khi tiép tuc khic phuc cac 16i phan mém.

3.2. St dung kinh nghi¢m va kha ning suy doan

- Dya vao kinh nghiém c6 thé nhan biét ngay céc 16i thong thuong nhu virus, hong file
hé thdng, dir liéu 151 thoi, cau hinh sai cac thong sb hé diéu hanh, ...

- Trong truong hop cac 131 it gip hay chua timg gip, can phai suy doan thong qua cc
thong bao lién quan hoidc qua cac 16i tuong tu trudc day.

3.3. Sir dung dung cu hd tro va thay thé

- Dung phuong phap loai trir dé tim ra nguyén nhan khac, tir 46 phan loai va khoanh
viing nguyén nhan gay 16i.

- Str dung cac dung cu hd trg nhu hiren boot, cac cong cu do tim driver, diét virus,. ..
3.4. Chia sé cia ban bé, dong nghiép

- Chia sé cac 161 kho khéc phuc trén cc dién dan truc tuyén, cac website chuyén vé
khic phuc sy 6 may tinh nhu tinhte.vn, ddth.com,...

- Chia sé véi ddng nghiép, ban bé 1a cach nhanh nhat dé cing nhau tim hiéu va khac
phuc su ¢ phan mém may tinh.

4. Nguyén tic xir Iy sw ¢6 phin mém may tinh
4.1. Pam bao su ¢6 khong c6 lién quan dén phan cimg may tinh(PCMT)

- Dam bdo vi¢c cai dat, stra chira phan mém khong anh hudng dén phan cung may tinh.
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- Can bao ngay véi khach hang trong trueong hop su ¢d lién quan dén phan cimg may
tinh trong qua trinh kiém tra.

4.2. Pam bao tinh bao mat dir liéu va E-mail
- bam béo vi¢c cai dat khong lam méat mat dit liéu ctua khach hang.
- Can sao luu cac dit liéu co thé bi tic dong trong qua trinh khic phuc sy cb.
- Khong sao chép, khai thac, sir dung, phat tan dir liéu riéng tu cua khach hang.

- Khong duoc c6 bat ky hanh vi truy cap trai phép vao cac trang thong tin c4 nhéan cila
khéach hang nhu email, facebook,...

4.3. Pam bao tinh chinh xac khi chin do4n va diéu tri

- Can chuan doan va dua ra thong tin chinh xac vé sy ¢o cling nhu gia ca stra chira cho
khéch hang.

- Chi dugc bét dau stra chita khi khach hang dong tinh voi chudn doan va gia ca.
- Stra chita nhanh chéng, kip thoi va dam bao khic phuc hoan toan su cb.

- Kiém tra can than, k¥ cang trude khi giao tra may cho khach hang.

< TOM TAT BAI MO PAU

Trong Bai nay, mot s6 ndi dung chinh dwogc gi6i thiéu:
Mo hinh xtur ly

Quy trinh x1r 1y

Phuong phap xu ly

el

Nguyén tac xir Iy
< CAUHOI VA TINH HUONG THAO LUAN BAI MO PAU

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

Tinh hudng 2: Truéng phong nhan sy thdng bao may tinh c4 nhan (laptop) khong hoat dong.
La nhan vién phong ky thuat ban sé& xir Iy thé nao?

Céu héi tric nghiém

1.1: Quy tic 3C khi tiép xtc véi khach hang 1a gi?
A: Chao — Cuodi — Cam on B: Cuoi — Chao — Cam on
C: Cam on — Chao — Cuoi D: Cam on — Cudi — Chao

1.2: M6 hinh xt 1y st ¢b may tinh gdm 8 budc sau:
17



A: 1. Nhan may — 2. Nhan dién — 3. B: 1. Nhan may — 2. Kiém tra — 3. Nhan
Kiém tra —4. Khéi dong- 5. Xac dinh 161 dién — 4. Xac dinh 16i phan cimg va phan
phan ctg va phan mém — 6. Tro gitp — mém — 5. Thong béo — 6. Trg gitp — 7.
7. Thong bao — 8. Ban giao may Ban giao may — 8. Khdéi dong.

C: 1. Nhan may — 2. Kiém tra — 3. D: 1. Nhan méy — 2. Kiém tra — 3. Xac
Thong bao — 4. Nhan dién — 5. Xac dinh  dinh 13i phan ctng va phan mém — 4.

16i phan ctg va phan mém — 6. Tro Thong bao — 5. Nhan dién — 6. Thong bao
giip — 7. Ban giao may — 8. Thong —7. Trg giip — 8. Ban giao may

bao.

1.3: Phuong phap dua vao kinh nghiém va kha nang suy doan la phuong phap:

A: Quan sat cu thé cac thong bao 16i khi B: Dua vao kinh nghiém c6 thé nhan biét
khoi dong hé diéu hanh va trong qua ngay céc 10i thong thuong. Trong trudng
trinh van hanh, cac thong bao 15i hop cac 161 it gip hay chua timg gip, can
thuong chi ra cac 18i can khic phuc ctia  phai suy doan théng qua cac thong bao
phan mém do thiéu tap tin hay dir liéu  lién quan hodc qua cac 18i tuong ty trudc
16i thoi. day.

C: Dung phuong phép loai trir & timra  D: Chia sé voi dong nghiép, ban be 1a
nguyén nhan khéc, tir d6 phan loai va cach nhanh nhét dé cting nhau tim hiéu va
khoanh viing nguyén nhan gay 16i. khic phyc sy ¢d phan mém may tinh.

1.4: Phuong phap st dung dung cu hd trg va thay thé 1a phuong phap:

A: Quan sat cu thé cac thong bao 16i khi  B: Dua vao kinh nghiém c6 thé nhan biét
khoi dong hé diéu hanh va trong qua ngay cac 16i thong thuong. Trong truong
trinh van hanh, cac thong bao 16i hop cac 13i it gap hay chua ting gip, can
thuong chi ra cac 18i can khic phuc cia  phai suy doan théng qua céc thong bao

phan mém do thiéu tip tin hay dit liéu  lién quan hodc qua cac 13i trong tu trude

16i thoi. day.

C: Str dung cac dung cu hd trg nhu D: Chia sé voi d@)ng nghiép, ban be 1a
hiren boot, cac cong cu do tim driver, cach nhanh nhét dé cung nhau tim hiéu va
diét virus,... khic phuc sy ¢b phan mém may tinh.

1.5: Pam bdo tinh chinh xac khi chan doan va di€u tri sy c6 phan mém la:

A: Khong duogc co bat ky hanh vi truy B Pam bao viéc cai dit, sira chita phan
cip trai phép vao cac trang thong tin c&  mém khong anh hudéng dén phan cimg
nhan cua khéach hang nhu email, may tinh, Can béo ngay voi khach hang
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facebook,...

C: Pam bao viéc cai dat khong lam mat
mat dit liéu cua khach hang, Can sao
Iwu céc dir liéu c6 thé bi tac dong trong
qua trinh khéc phuc su cd.

trong trudng hop su ¢b lién quan dén
phan ctmg may tinh trong qué trinh kiém
tra.

D: Céan chuan doan va dua ra thong tin
chinh x4c vé su ¢b ciing nhu gia ca stra
chira cho khach hang, Stra chira nhanh
chong, kip thoi va dam bao khac phuc
hoan toan su ¢d.
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