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MinhLoan"
Hién trang Dich vy chuyén nghigp-

O Khach hang khi can giao dich véi Cty thudng goi dén cac so
dién thoai khac nhau cua hée thong cac Chi Nhanh khac nhau.
Do do, nhan dudc cac cau tra IGi, cac cach giai quyét chua
nhat quan ve:

B Giong noi, IGi chao, thai d6 khi tiép khach

B Cach thic va ndi dung tu van trong cac van dé san pham, k¥
thuat, bao hanh, giao nhan

B Cac chudng trinh khuyén mai trén toan hé thong, ...

"

O Cac cudc goi dén cua khach hang déi luc dugc chuyén may
nhiéu lIan, khéng cé ngudi theo d&i dé giai quyét dén cling cac
yéu cau cua khach hang.

O BO phan Contact Center hién tai thuong thuéc TT CSKH vai
cac bién thoai vién (BPTV) lay tu cac don vi khac trong noi bd
Cty chuyén vé, chua dudc dao tao chuyén biét cho cdng tac
chuyén mon cua Contact Center.



Mmhloan

Muc tiéu thanh l1ap Contact Center chhvuchuvennghlep

O Gia tang cac hang muc va chat luong phuc vu khach hang cua

=

bo phan tong dai vién phuc vu cho toan hé thong cac Chi
Nhanh ban hang, Trung tdm CSKH va Trung tdm Kho van cua
Doanh Nghiép thong qua mot kénh lién lac duy nhat.

HO trd, gép phan nang cao chéat lugng phuc vu khach hang tai
cac Chi Nhanh ban hang, Trung tam CSKH va Trung tam Kho
van cua Doanh Nghiép.

Mang dén su hai long toi da cho khach hang khi giao dich vdi
Doanh Nghiép, xay dung tinh trung thaph doi véi thuong higu
Doanh Nghlep trong ngu’dl tiéu dung, ho trg gilr vitng va phat
trién thi phan, doanh s cho Doanh Nghiép.

Tiét kieém chi ph| Doanh Nghlep khi goi ¢ cac Chi Nhanh xa
nhau dé dang ma khdng tén chi phi.



‘MinhLoan®)
Chiu'c nang Contact Center Dich v chuyén nghigp

0 V4i Contact Center méi, khach hang chi can goi/nhan tin dén
mot so dién thoai duy nhat, dién thoai vién (DTV) sé la
ngudi dai dién cho Cong ty tiép nhan, giai quyét va phan
hoi tron ven cho tat ca cac van de khach hang da néu.

O Chu dong thuc hién cac giao tlep VGOi khach hang (qua
dién thoai, email, tin nhdn sms) dé thuc thi cac chuang trinh
cham séc khach hang/ ti€p thi truc ti€p/ khao sat thi trudng/
.. theo dinh hudng tu Ban Giam Doc.

Tat ca cac hoat dong tuong tac gilra Contact Center vdi khach
hang déu dugc tu dong ghi nhan lai trén hé thong va truy
xuat thanh cac bao cao dén cac cap lanh dao dugc phan
quyén.



‘MinhLoan®)
M@t 56 ké’t qUé dat du’gc Dich vy chuyén nghlep

O Khach hang chi biét dén doanh n%hlep qua mot kénh théng tin duy
nhat (Vi du: s6 1900xxxx) giup khach hang dé dang giao tiép vai
Doanh Nghiép va Doanh Nghiép dé dang theo déi va cham séc khach
hang ngay cang tot haon.

O Viéc quan ly ndi bé doanh nghiép nham phuc vu khach hang dé dang
do hoan toan theo déi dugc (qua thong tin ghi am cudc goi, sms,...)

O Giao ti€p gilrta cac Chi Nhanh xa nhau (khac tinh thanh) dé dang (ch|
can goi nol bo) va tiét kiém chi phi (khéng tén chi phi goi lién tinh).

O Giup cho viéc ra dadi cac dich vu md&i nhu: Trung tam ban hang qua
dién thoaj, website, truyén hinh,... thu dudc ngay cang tang trudng
VUOT BAC va nang cao uy tin thu’dng hiéu doanh ng iep.

Vi du 1: Khi ap dung hé théng Contact Center = Tong dai IP + CRM
tor 04/2012 tai Bién May Thién Hoa vdi Hotline 19001829 -
www diepmaythjenhoa.vn thi doanh s6 Trung Tam Ban hang Truc
én TANG RAT MANH nhu sau: trong 1 nam tu: 200 triéu -> 3
/hang, 2 nam sau tu 200 triéu -> 5 - 6 ty/thang

V| du 2: Ké tir khi thegioididong.com ap dung hé théng Contact
Center tugng tu thi doanh s6 Trung tam Ban hang qua kénh nay dat
dugc khoang 50-55 ty/thang



http://www.dienmaythienhoa.vn/

MinhLoan®
M6 hinh Tong Pai IP nhiéu chi nhanh  Dichwchuénnghiép
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Kich ban goi vao cho Tong Pai IP

Time condition
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Dich vy chuyén nghiép

IVR introduction

IVR trong gid:

- Pit hang nhan phim 1
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MinhLoan®
Cac chific nang chinh ctia Tong Pai IP  Dichvwichuyénnghiép

Cac chuc nang cg ban cua tong dai IP

Chuc nang ghi am va hé théng quan ly ghi am
Chuc nang phan phdi cudc goi tu dong - ACD
Chuc nang tra I0i tuong tac tu dong — Auto
Attendant

Chuc nang bao cao chuyén dung cho OUTBOUND
Bdo cao chuyén dung cho INBOUND

Pac tinh ky thuat & dung lugng hé théng

O 000

O O O



MinhLoan®

Cac chiic ndng Phdn mém CRM Dich v chuyén nghiep
O Phan cap quyén han

O Phan cap theo bo phan

O Quan ly thong tin Khach Hang

O Hen goi lai va nhac nhé tu déng

O Chia sé thong tin, thong bao

O Quan ly cubc goi ra

O Quan ly cudc goi vao

O Quan ly thong tin nhan vién

O Bdo cao phan tich CRM

0 Cong cu Marketing: Goi quang ba tu dong, SMS
O Cong cu quan ly hé thong
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Cac chifc ning tich hop véi hé théng | Minhloan”
ERP san c6 cua Doanh Nghiép Dich vy chuyén nghigp

Lich s mua hang va giao hang

Thong tin khach hang

Théng tin san pham

Lich si’ bao hanh

Piém tich Iuy, thé VIP

K&t nGi va dong bd hoa dir liéu gitta CRM va ERP

OO0O0000

=> Cac chilc nang nay lé thuoc thuc té hién
trang cua Doanh Nghiép. Chung toi can khao
sat heé thong ERP (Phan mem quan tri doanh
nghiép) dé 1én chi tiét yéu cidu + chi phi chinh
xac cho du an.
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MinhLoan®
Nhiém vu Contact Center sl

O Thuc thi 3 nhom nhiém vu chinh:
1. Ti€p nhan cac cudc goi/tin nhan dén & tra IGi ngay
2. Ti€p nhan cac cubc goi/tin nhan dén & tra Ii sau

3. Chu dong lién lac v6i khach hang (qua dién thoai, email,
sms) dé cham séc khach hang, khao sat y kién, ...

B V3 hé thong Contact Center dudc cai dat phan
mém CRM (Customer Relation Management), Ban
Giam Doc luon dugc cap nhat tu’ dong cac nghiéep
vu phat sinh lién quan dén khach hang trén toan hé
thong cac Chi Nhanh trén toan quoc.
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Nhiem vu 1:
Tiép nhan cac cudc goi/sms dén & tra Mmhloaﬂ
Lo ngay chh vu chuyén nghlep

O

Cac BTV sé tiép nhan cudc goi/sms va tra Idi, tu van cho khach hang
G cac noi dung sau:

San phadm (thuong hiéu, qui cach, tinh nang, cach s dung, ...)

Gia ban

Chinh sach ban hang offline/online, qua website, tivi, dién thoai, du an, ...
Cac CTKM, chuong trinh Tich 10y diém, Uu dai khach VIP, ...

Chinh sdch giao nhén (thdi gian, mién phi, cé tinh phi, ...)

Chinh sach 1&p dat, bao hanh, bao tri, sira chira

Cac cau hdi chuyén sau vé ky thuét san phadm

Cac ho trg cho BTV trong Nhiém vu 1:

CRM: Hién thi Ly lich khach hang goi dén, hién thi thu vién kién thdrc lién
quan dén noi dung tra 15i, hé thong ghi nhan ndi dung trao déi, ...

Pao tao s dung cac phan mém
Cac b0 tai lieu vé qui trinh, chinh sach co lien quan dé€n noi dung tra IGi
cua DTV tu cac Chi Nhanh ban hang/ CSKH/ Kho van/ ...

Tham gia cac budi dao tao danh cho NVBH (d8i véi DTV); nhan vién bao
hanh/ bao tri (d/v Ky thuat vién cua Contact Center).
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Vi du minh hoa Mmhloan

(KhéCh héng g()| dén h(3| Ve CTKM) chhvuchuyennghlep

1. Khach hang goi dén s tong dai Contact Center,
O Nghe I6i thoai hudng dan "Whén phim 4 dé duoc tu vdn vé cdc CTKM” va bdm vao s6 4
O Hé th8ng tu ddng chuyén dén DTV chuyén trach tra I18i vé cidc CTKM.

2.  Man hinh may tinh BTV tu dong hién ra giao dién Ly lich khach hang:
O Néu la khach hang cii, hién ra tén/ dia chi/ dién thoai/ ...lich s& mua hang/bao hanh
O Néu 1a khach hang mdi, hién ra cidc man hinh v3i cac thong tin tréng dé DTV dién vao

3. DTV nhac may
O "Xin chao qui khach, Thu Lan xin nghe

O Khach hang: "Téi cé doc bao thdy quang cao vé CTKM Khuyén Méi Giang Sinh, xin giai thich ré
thém vé CT nay!”

4, DTV truy cap vao thu muc “Thu vién kién thirc” bam vao “Cac CTKM” xem ndi dung va
tra 10i van tat cho khach’ hang vé CT nay: Tén CT, thoi gian/ dia diém dién ra, co cau
mua & tang, ... Sau do, tiép tuc tra 1Gi cac cau hoi lién quan cho dén ldc khach hang thoda
man.

5. DTV chao tam biét khach hang va tiép tuc dién thong tin Ién giao dién trén hé thong:
O Tén/ ngay thang nam sinh/ Dia chi/ Dién thoai/ ...
O NOi dung: Héi vé ndi dung CTKM Khuyén Mai Giang Sinh
O Két qua: Dba tra Ioi day du

6. DTV bam nut “save”, hé thong tu ddng ghi nhan cac théng tin va két thic giao dich.

14



Mmhloan )
Qui trinh 4 budc cho Nhiém vy 1 dchwcuengiss

1. Khach hang goi dén s6 Contact Center. Tong dai tu déng tra
|0i theo hop thoai:

Hé thong Doanh Nghiép xin kinh chao Quy khach, vui long
Nh&n phim 1 dé duoc tu' vén vé San phém & Mua hang
Nh&n phim 2 dé duoc tu vdn vé Giao hang & Lap dat
Nh&n phim 3 dé duoc tu vdn vé Bdo hanh & Sua chiia
Nh&n phim 4 dé dugc tu vén vé céc CTKM
Nh&n phim 0 dé gap Téng dai vién
2. Man hinh hién thi Ly lich khach hang:
O Néu la khach hang cli: Hién |1én cac thong tin Tén/bia chi/bién
thoai/Lich st giao dich,
O Ngu la khach hang mdl H|en lén man hinh vé&i cac truong tréng,
san sang dé BTV nap thong tin vao
3. DTV chao khach hang, ghi nhan van d€, truy cap Thu vién
thong tin & tra IGi ngay cho khach hang

4, PTV bao cao nol dung chinh cyoc goi & tra I6i vao giao dién,
sau d6 bam nut “save”. Hé thong CRM tu dong ghi nhan noi
dung giao dich trén.

O0O000000
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Qui trinh Nhiém vu 1
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MinhLoan®)

Dich vu chuyén nghiép

~ ™
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biét

N _/
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dung chinh cudc goi &
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Nhiem vu 2:
Tiép nhan cac cudc goi/sms dén & tra Mmhloaﬂ
ICi sau Dich vy chuyén nghlep

O

Cac DTV sé ti€p nhan cac cubc goi/sms dén (qua dién thoai, email),
ghi nhan n6i dung va hen goi lai tra 1Gi sau. Tap trung & cac noi

dung:

B Khach hang dat mua hang qua dién thoai

B Cac khiéu nai cua khach hang co lién quan dén tac n%hlep cua cac Chi
Nhanh (ban khéng dung <];|a tham du CTKM nhung k dugc quyén loi
ItUGréerUng), thai do/ chat Tuong phuc vu cuda d6i ngl ban hang, giao nhan,
ap da

B Cac khi€u nai c6 lién quan dé€n cac chucng trinh uvu dai cho khach hang
do Phong Kinh Doanh ban hanh (CTKM, ..)

B Cac dé nghi, yéu cau khac tu khach hang can co6 thai gian xin chi dao

hudng giai quyét tu cac cap lanh dao.

Cac ho trg cho BTV trong Nhiém vu 2:

CRM: Hién thi cac giao tleR cac bao cdo cap nhat qua may tinh gitta BTV
v@i lanh dao cac Chi Nhanh/ Kinh Doanh/ ... trong cac tac vu cé lién quan.

Cac qui trinh phoi hop (dugc hé thong hoa trén CRM) gilia Contact Center
va cac dai dién Chi Nhanh, B6 phan co lién quan.

Pao tao su dung cac phan mémj/cach tra 1oi qua email

Pudc hudng dan, cap nhat thudng xuyén vé cac chuong trinh cho khach
hang do Kinh Doanh thuc hién.

17



Vi du minh hoa 1 Mmhloan

(Khach dat mua TV qua dién thoai) D'Chvuchuyenngh'ep

1. Khach hang goi dén s6 tong dai Call Center & bam phlm 1 khi nghe "“Vui long
nh&n phim 1 dé duoc tu van vé San pham va Mua hang”.

2. Toéng dai tu déng chuyén dén line DTV chuyén trach, man hinh hién thi:

O Ly lich khach hang (né€u la khach hang cii) hoac Giao dién dé dién thong tin khach
hang (néu la khach hang mdl)

O DTV: “Chao Qui khach, Hong Anh Xin nghe”

O Khach hang: “Toi mué’n mua 1 BT iPhone 6 c6 gid quang cdo trén td rai la
16.700.0004”

O BTV % i nhan cac thong tin dat hang cua khach 1én giao dién (tén, dia chi, s6 dt,
san pham mua, gid, thdi gian giao hang, ...) va hen sé& goi lai khach hang dé xac
nhan ngay/ gld giao hang.

3. Hé théng tu dbng chuyen théng tin mua hang dén TTKV. TTKV diéu ph6i nhan
vién A dén giao hang cho khach vao gig B. Cac théng tin diéu phdi dudc ghi
nhan trén hé thong.

4. DTV xem noi dung diéu phdi giao nhan trén hé théng va goi lai khach hang dé
xac nhan thdi gian giao hang.

5. DTV chao tam biét khach hang, ghi nhan ndi dung giao dich trén hé thdng:

O “Khach mua qua dién thoai 1 BT iPhone 6 — TTKV da giao hang trong thdi gian
9:00-10:00 ngay 30.12.2014"

O Ba&m “Save”, giao dich két thuc.
18



Vi du minh hoa 2 Mmhloan |
(Khach hang than phién) chhvuchuyennghuep

1.

Khach hang goi/sms dén s6 Contact Center & bam phim 4 khi nghe "Vui long
nhan phim 4 dé duoc tu van vé cac CTKM”,

Tong dai tu ddng chuyén dén line DTV chuyén trach, man hinh hién thi:
O Ly lich khach hang (né€u la khach hang cii) hoac Giao dién dé dién thong tin khach
hang (néu la khach hang mdi)

O DTV chao khach hang va ghi nhan néi dung than_phién: “T6i dén Chi Nhanh A mua
DT iPhone 6 nhung lai duoc qua khuyén mai la tdng Bao da thay vi Giam tién 10%
theo qu1 dinh cua CTKM”.

O DTV xac nhan lai ni dung than phién cua khach hang va tra IGi ti€p: “"Cam don A/C
da thol_l?g bdo vé viéc nay. Em sé kiém tra ngay va goi lai cho A/C trong thdi gian
sém nhat”.

O DTV chuyén théng tin than phién dén Quan ly Chi Nhanh A cung cac cap quan ly
khac dugc phan guyén.

Quan ly Chi Nhanh A nhan dugc théng tin va lién lac ngay véi khach han de
gidi quyét. Sau dd, ghi nhan thong tin Ién hé théng: "GD Chi Nhanh da

nha khach hang xin 10i, Iq1a/ thich vé sy co nhén su’ giao nhan giao nham qua
tang. bong thoi, da déi Iai qua tang dung cho khach hang vao ngay ..., gio ...

DTV xem ndi dung trén hé thonﬂ va goi lai khach hang dé xac nhén cac nbi
dung giai quyét Chi Nhanh da ghi nhan trén hé thong

O  NE&u khach hang xac nhan dung: DTV ghi nhan ndi dung trao déi véi khach hang, xin
16i vé bat tién da gay ra cho khach hang, chao tam biét va két thuc giao dich.

O  Néu khach van tiép tuc khiéu nai: BTV 13p lai trinh tu lam viéc tur budc 2.
19



MinhLoan®.
Qui trinh 5 budc cho Nhiém vu 2 dichw chuénnghiép

1.  Khach hang goi/sms dén Contact Center. Tong dai tu dong tra IGi theo hop
thoai va chuyén dén DTV. Man hinh hién thi:
O Ly lich khach hang (néu la khach hang cii)
O  Giao dién dé dién thdng tin khdch hang (néu la khdch hang méi)

2. DTV ghi nhan ndi dung trinh bay cua khach hang trén hé thong & hen sé goi
lai tra IGi cho khach hang.

3. DTV ghuyén théng tin d€n nhan su Chi Nhanh, B6 phan (Gb, PGD, Nhan su
chuyen trach) de giai quyet.

4. Dai dién cac dan vi lién lac tryc tiép vGi khach hang, giai quyét xong va dua
két qua I1én hé théng (theo mau da thiét lap trén CRM):
O  Ba6i vdi don hang: dua Ién thong tin vé viéc giao hang
O DG6i vai khi€u nai: dua Ién két qua lam viéc vai khach hang

5. DTV nhéan théng tin va goi lai cho khach hang dé xac nhan cac két qua giai
quyét:
O Né&u khach hang xac nhan két qua giéiNunéft trén: DTV cam on va ghi nhan vao hé
thong. He thong tu dong ghi nhan & ket thuc giao dich. .
O  Néu khach hang khéng déng Y]véi cach giai quyét cua Chi Nhanh va van tiép tuc
khieu nai: DTV lap lai Qui trinh lam viec tu buoc 3.

20



Qui trinh Nhiém vu 2

Khach hang goi
dén Call
iZenter.

Man hinh BTV
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cé trach nhiém
clidi quyét

‘MinhLoan®

Dich vu chuyén nghiép |

|

TT lam viéc
wirl lKH & dura
két qua |&n hé

théng

Néu khach hang xac nhan, két thuc giao dich

:

BTV gol lai kH
dé x{éc nhéan
ket qua

Néu khach hang khing xac nhan, bat dau lai

PTY ghi
nhan xac
nhan clia kH
& két thic
giao di
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Nhiém vu 3: Mmhloan )
Chu dong lién lac véi khach hang chhvuchuvennghlep

O

B6 phan Contact Center lién lac v0i khach hang (qua dién

thoai, hodc email, sSms) dé thuc h|en cac chuong trinh do Kinh

Doanh |én ké& hoach Tap trung & cac noi dung:

m Cac chudng trinh cham soc khach hang (thong bao dén cac khach
hang tring thu’dng cua CTKM, uu dai khach VIP, tang qua ngay

sinh nhat, gui email/sms chuc mung sinh nhat/ nam mdi, gui tin
nhan thong bdo diém tich Idy, ...)

B Céc chudng trinh ti€p thi truc ti€p (gidi thiéu san pham mdi, khai
truong Chi Nhanh mdi, ...)

B Cac keé hoach nghién ctu thi trudng (gui khach hang cac bang
cau hoi lién quan d€n cac dé tai can khao sat)

Cac ho tro cho PTV trong Nhiém vu 3:

B Phan mém CRM (truy xuat dir lieu khach hang, gui newsletter,
sms, bao cao, nghe xen ngang cudc goi, ...)

B Dao tao sir dung cac phan mém

B Cac Ké hoach CSKH, tiép thi truc tiep, nghién cuu thi trucng da
dudc Ban Giam Do6c duyét.
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Vi du minh hoa |
(M&i khach hang tham quan & mua sam tai Chi Mmhloan

Nhanh A sau Ié khai trucng) Dich vu chuyen nghlep

1.

Phong Kinh Doanh |én ké hoach mci 2.000 khach hang dang
ngu trong ban kinh 8km tré lai so v&i Chi Nhanh A dén tham
quan, mua sdm tai Chi Nhanh & trinh ké hoach cho Ban Giam
Bbéc duyét. Khéch hang s& dudc mdi qua dién thoai, email &
tin nhan sms.

Phong Marketing hop hudng dan, phan cong trién khai chi tiét
cong viéc vai BO phan Contact Center.

Tru‘dng Contact Center glam sat cac DTV thuc hién cong viéc
goi dién thoai/ glri email/ gui tin nhan tir I4c bat dau dén khi
két thuc.

Tru’dng Contact Center dién vao Bao cao thuc hién cong Viéc
theo mau dinh san trén hé thong CRM va chuyen Bdo Cao dén
cac cap quan ly dudc phan quyén trén hé théng.
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Mét vai mau SMS gidi thiéu CTKM Doanh Mmhloa“ |
Nghiép va tuong tac vai khach hang Dich vy chuyén nghlep

hi THIENHOA STa

THIEN HOA Q10-Chao
um MOI:‘I'm gop 12 thang
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MinhLoan®
Qui trinh 3 budc cho Nhiém vy 3 oo

1. Truong BO phan Contact Center nhan ké hoach
trién khai cong viéc chi tiét tir 1anh dao Kinh Doanh.

2. Truong Contact Center phan cong, giam sat nhan
su bo phan thuc hién chucong trinh tu luc chucng
trinh bat dau cho dén khi hoan tat.

3. Trudng BO phan Contact Center thuc hién cac bao
cao dinh ky, dot xuat, tong két chuadng trinh thuc
hién cho cac cap quan ly dugc phan quyén.
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Qui trinh Nhiém vu 3

r/-"_

e

_‘-‘\I

TEP Call Center nhan
ké hoach trién khai tiy

lanh dao KOTT

MinhLoan®

Dich vu chuyén nghiép

(/"_

_“'-\

TBF phan cdng nhéan suw

_

& giam sat thurc hién
ké hoach

TEP bao cao két qua
thirc hign qua CRM

J
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Nhan su giai doan 1 Mmhloaﬂ '
(2 thang tinh tu ngay di vao hoat dong) chhvuchuvenngh'ep

O Trong giai doan 1, du kién 2 thang bat dau tu ngay hoat déng
chinh thic, Bo han Contact Center truc thuéc Phong Kinh
Doanh hoat dong dudi su chi dao ciia Ban GD, lam viéc tai..

O BO phan cé b nhan su:
B 1 Trudng bo phan
B X Dién thoai vién: Phu thudc vao thuc té doanh nghiép

By Ky thuat vién (clng la DTV nhung chuyén trach tu van cac van
deé lién quan sau dén ky thuat, may moc, ...) - Phu thudc vao
thuc té€ doanh nghiép

O Lam viéc theo 2 ca:
B Cal:8:00-15:00 (7 gid) - c6 x nhan su (bao gbm ca TBP)
B Ca2:14:45 - 21:45 (7 giG) = cO y nhan su

B Trudng bp lam viéc theo gid hanh chinh cua Cty, tu thd hai dén
th( bay

B Cac DTV & KTV lam viéc theo ca, tu th hai dén CN; doica 1
tuan/lan.
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Nhan su gial doan 1 = o
(1 TBP, x KTV, y DTV): Tuy thuc t& Doanh MinhLoan”
Ng hi ép Dich vu chuyén ng_rli—ép

BAN GD

P.KD

TRUGONG BP Lam viéc tur 8:00-17:00
CALL CENTER  (8g/ngay) tU thr 2 - th( 7

PpTV 1 PTV 2 PTV 3 PTV 4 PTV 7 PTV 8 PTV 9 PTV ...
PTV 5 PTV 6 KTV 1 KTV 2 PTV 11 PTV 12 KTV 3 KTV ...
CA 1 (8:00-15:00)-7g/ngay, lam viéc tir thir 2-CN CA 2 (14:45-21:45) - 7g/ngay, lam viéc tir thir 2-CN
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Nhan su giai doan 1

(Chi dé nghi: Tuy thuc té Doanh Nghiéep)

‘MinhLoan®

Dioh vu chuyén nghiép

O Vé nguyén tac, cac DTV déu cd thé tra IGi tdt ca cac ndi dung tu van dudi day.

O Tuy nhién, dé chuyén mon_ hoa noi dung tra I0i, cac DTV sé€ dudc bo tri
chuyén trach tra I5i theo ti'ng ndi dung tu van nhu sau:

Phim so No6i dung tw van tizs ::gn Nhan sw chuyén trach
1 San phdm & Mua hang 3 1 DTV, 1 KTV, 1 Trwdng Bp
2 Giao hang & Lap dat 2 2PTV
3 Bao hanh & Sitra chira 2 1 DTV, 1 KTV
4 Céc chuwong trinh khuyén mai 1 1DTV
0 Gap tbng dai vién T 1DTV

29



: ‘ - S ®|
Cac tiéu chuin, qui dinh Iam viéc cho | Minhloan”,
Contact Center Dich vy chuyén nghiép

O MO ta cong viéc TBP & BTV

O Qui dinh lam viéc cho Truang bo phan, DTV (phat
trién sau)
B Thdoi gian lam viéc, thdi gian an trua/chiéu

Thdi gian nhac may tra IGi cudc goi

LSi chao

Ti€p nhan cudc goi & dam thoai vaéi khach hang

XU ly khiéu nai

Goi dén khach hang

Cach tra IGi qua email

Tém tat noi dung va xac nhéan trudc khi két thic cudc goi

LGi cam on va chao tam biét khach hang
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: ‘ - S ®|
Cac tiéu chuin, qui dinh Iam viéc cho | Minhloan”,
Contact Center Dich vy chuyén nghiép

O Dé xay dung mai quan hé than thién, gan gii véi
khach hang, dé xuat cac BTV sé dung tén, khong
dung danh so khi d0i thoai voi khach.

Vd: "Chao qui khach, Ngoc Quyén xin nghe” thay vi
“"Chao qui khach, danh s6 102 xin nghe”,

O D& xuat khdong diing s6 dién thoai hotline mién phi
(1800xxxx) cho Contact Center dé€ tiét kiém chi phi
déng thai gidm thiéu cac cudc goi qudy rdi. Dé dé
dang nén dung s6 1900xxxx nham muc dich: Goi
khéng diing ma vung, cé thé dung dé nhan tin,...
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Xac dinh cac cap su dung phan mem P o
CRM Contact Center giai doan 1 ‘MinhLoan
(Chi dé nghi: Tuy thuc té Doanh Nghiép)  Dichwchuyénnghiép

St Cap sir dung SO ngwoi sy Soxlu’qn’g phan
dung mém s dung
1 |Téng giam dbc 1 toan bd
2 |Pho TGD 2 toan bd
3 |Giam dbc, PGB Phong KDTT 4 toan bd
Giam déc, PGD, QLBH cac phan mém cé
4 |, n A 18 o
0 6 Trung tdm ban hang lien quan
c |Giam déc, PGD, Nhan sw chuyén trach 5 cac phan mém co
&1 TT CSKH, 2 TT Kho van lién quan
6 |[B6 phan Call Center 9 cac ptjan mem co
lién quan
Céng 43

Tuy theo tung cap quan ly, tueng Ung vdi tac nghiép lién quan, s€ co phan
quyén cu thé trong viéc st dung moét, nhiéu hoac tat ca phan mém cho bod
phan Contact Center.
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7T o
Chi phi nhan sy, hanh chanh giai doan |MinhLoan

1 (Chi dé nghi: Tuy thuc té Doanh Nghiép)

Dioh vu chuyén nghiép

O Chi phi dau tu udc tinh nam dau tién: 320,840,000d
O Chi phi trén khdong bao gom chi phi dau tu phan mém &
phan ci’ng cho hé thong Contact Center.

CHI PHi (d6ng)

YEU CAU CHUC DANH/ HANG MUC SO LUQNG T T | e n THIET B
Trwdng bd phan 1 8,000,000 104,000,000
NHAN Sy Dién thoai vién 12 3,500,000 45,500,000
K{ thuat vién 4 4,000,000 52,000,000
May vi tinh 9 54,000,000
TRANG Bl Ghé ngoi 9 13,500,000
(0030180 ccingay) 180 4,320,000 | 51,840,000
CONG| 19,820,000 253,340,000 | 67,500,000
TONG CHI PHi G'C TiNH NAM | 320,840,000
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M4 ®\
Nhan su giai doan 2 ...\Mmhloan
(sau khi di vao hoat dong dugc 2 thang) Dich wy chuyén nghidp

O Trong giai doan 2, hai thang sau khi di vao hoat
ddng, Phong KD sé chuyén giao lai B phdn Contact
Center cho TT CSKH hoac mot Phong chuyeén trach
mdi chiu trach nhiém va bao cao truc ti€p cho Ban
GD.

O Cau truc, so lugng nhan su, qui dinh lam viéc, cac
cong viéc khac cé lién quan dén Contact Center tu
giai doan 2 sé do Bon vi nhan ban giao quyét dinh.
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MinhLoan®

Dich vy chuyén nghiép

Céc giai doan thudng dung khi trién khai

Giai doan 1: Trién khai cho bd phén Contact Center

Giai doan 2: Tich hop CRM vd&i ERP néu CRM chua c6 day du dir
lieu cua Doanh Nghiép can cho CSKH

Giai doan 3: Trién khai k&t ndi cac Chi Nhanh vé Contact Center




Mot s6 chi v khi trién khai hé MinhLoan®
th 6“ g Dich vy chuyén ng‘h_i—ép _'

O Hé thong Contact Center gom cac thanh
phan:

B Phan mém tong dai: Phan mém ngudn md (Asterisk) tich
hdp v&i CRM chi phi ré va c6 thé diéu khién va thay doi
dé dang sau nay.

B Hé thong CRM quan ly phan dich vu cham soc khach_
hang: V&i CRM cua chung toi tu c6 RE HON RAT NHIEU
so v6i cac CRM khac cé thuong hiéu nhu: SAP, Oracle,
Microsoft CRM,...nhung tich hop véi ERP can phai ton thdi
gian khao sat chi tiét dac thu cua tirng Doanh Nghiép.
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Mot s6 chi v khi trién khai hé MinhLoan®
th 6“ g Dich vy chuyén ng‘h_i—ép _'

O Motsochuay

B Né&u cac Chi Nhanh, kho van két n6i dén hé théng Contact Center
thi phai bo Tong Dai Analog (tin hieu analog) hiéen tai. Khi do viec
goi giua cac Chi Nhanh chi théng qua s6 ndi b6 khéng ton phi.

B Van co thé sy dung dugc cac dién thoai ban analog Panasonic
dang dung bang bo chuyen tin hieu Analog <-> IP de tiet kiem
chi phi nham’trao doi gitra dien thoai Analog va IP Phone.

B Thdi gian trién khai phan ha téng nay khoang 2 thang: 2-3 tuan
sau khj ky hgp dong se co thiet bi. Sau do tien hanh cai dat, cau
hinh va trien khai CRM song song

B Phan trién khai CRM: Can phaj khao sat chi tiét yéu cau,cho
mang cham soc khach hang va cac bao cao lien quan de don vi
tu van bao gia va thdi gian trien khai. Neu dung cac thanh phan _
EEM chuan co san thi trong vong 2 thang cho ca phan ha tang va

B Phdan chon phan mém CRM nao cho hgp ly tuy theo vao viéc tich
hgp gitta: Phan mem dieu khien Contact Center, CRM va ERP sau
nay.
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MinhLoan®.
bé xuat phoi hgp Dich vy chuyén nghiép

O Cac Trung tam, don vi gui Contact Center cac Qui trinh/ Chinh
sach lam viéc co lién quan dén phuc vu khach hang:
B Chinh sach ban hang (online, offline, du an, ...)

Chinh sach ddi tra hang

Chinh sach giao hang, lap dat

Chinh sach bao hanh, bao tri, sua chira

Chinh sach Tich Ity diém

Chinh sach cho Khach VIP

ﬁéc qui trinh, chinh sach khac c6 lieén quan dén phuc vu khach

ang ...

O Phong HCNS, CNTT ho trg huén luyén cho nhan su Contact
Center:

B Gigi thiéu vé Doanh Nghiép
B Cach s dung cac phan mém CRM dung cho Contact Center
-
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MinhLoan®

Dich vy chuyén nghiép

am on!




