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Danh sach mot s tir viét tit

STT Tir viét tat Tén day di Y nghia
1 CRM Customer Relationship Management Quan tri quan h¢ khach hang
2 KH Khach hang Khéach hang
3 NV Nhén vién Nhan vién

1 Giéi thiéu chung vé Hé thong CRM

1.1 Nén tang cong nghé

Hé thong CRM ciia VCTel 1a bd Phan mém Quan tri quan hé khach hang, dugc do6i ngii
k¥ su giau kinh nghiém, da ting c6 nhiéu nim xdy dung, van hanh céc trung tdm cham
soc khach hang 16n trén toan qubc xay dung. Hé thong duge xay dung trén nén ting ngdn
ngtt PHP, h¢ quan tri co s¢ dir licu MySQL va server Apache.

VCTel CRM ngoai viéc co ddy du cac tinh nang ciia mot trung tim cham soc khach hang,
con duoc phat trién thém nhiéu tinh ning da dang, thuan tién cho nguoi st dung, dugc
duc két tir kinh nghiém cua d6i ngii k§ su da co nhiéu nam nghién ciru, phat trién san
pham. Ngoai ra, hé thong VCTel CRM con cung cap kha ning tich hop voi tong dai
VCTel VoIP, gitp viéc cham soc khach hang qua dién thoai tré nén rat dé dang, nhanh
chong, tién loi va hiéu qua.

Véinén tang cong nghé d6, VCTel CRM khong chi c6 day du tinh ning caa mot Trung
tdm cham soc khach hang nhu: Quan 1y thong tin khach hang, quan 1y lich st cham soc,
chia viéc, giao viéc...; ma con 13 mot hé thong hop nhat danh cho mé hinh mét trung
tam cham soc khach hang hién dai.

1.2 Nhirng wu diém ciia Hé thong VCTel CRM
1) D& dang tim kiém, tra ciru thong tin khach hang

2) Bat ké nhan vién nao tiép xtc v6i khach hang ciing ndim duoc van dé cia KH
mat cach nhanh nhét, tao phong cach chuyén nghiép cho cong ty.

3) Khach hang ludn dugc chim soc kip thoi, dang van dé, tao sy tin tudng, an tim
tir phia KH, gop phan quan trong ting loi nhuan cho cong ty.

4) Céng viée duoc quan 1y khoa hoc, cac ludng cong viéc giira cac bd phan, phong
ban duoc thiét ké hop 1y, thuan tién cho nguoi st dung ma van dam bao chirc
ning cua ca hé thong.
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5)-Tich hop moi dudng giao tiép véi KH (tiép xtc truc tiép, email, dién thoai...)
vao mot giai phap hop nhat, tao su thuan tién ti da cho nguoi st dung.

6) ...

2 So @6 hé thong

Yf\ ¥

T PRl - 2,
Nhan vién d8 Khéch hang
Contact
Center \
., 48 5%~ &
Nhan vién Khach hang

Pinh nghia quy trinh lam
viéc

Giam sat

Thong ké

Phan tich bdo cdo, dua ra
cac chién lvdc marketing

3 Chi tiét Giai phap
Hé thong VCTel CRM duoc thiét ké voi tinh linh dong cao, c6 thé phat trién thém duoc
nhitng tinh nang, kich ban phuc tap dua theo yéu cau thyc té.

Vé mat co ban, VCTel CRM c¢6 cac tinh nang chinh sau:

3.1 Quan ly thong tin khach hang

Céac thong tin cia KH nhu Ho tén, xung danh (cd, bac, anh, chi...), dia chi, di¢n thoali,
email... duoc cap nhat trong qué trinh nhan vién thao tac, tiép xuc voi khach hang va

duoc luu trir trong hé thdng. Céac thong tin nay c6 thé duoc xem lai va chinh stra ty vao
nhu cau sir dung.

Hé thong hd tro viéc nhap dir liéu khach hang tir excel, giup viéc trién khai, tiép can hé
thong tré nén dé dang nhat c6 thé cho ngudi sir dung.
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Nguoi ding c6 thé tim kiém KH theo cac thong tin dugc luu trit mot cach dé dang.

Théng tin khach hang @

Ho va tén: Hgang T|_||'|g Xung ha: Loai KH: IZ|
Bia chi Vinamedic Tinh/TP: E Quan hé: E
DAt nurdrc
Bién thoai: & _ Email:
Dign thoai CQ: o7, Dign thoai NR: o7,
Cong ty: -
Chirc vu:
TK Yahoo: ¥ TK Skype: S |
Maay sinh: 01/01/1970 Ngi sinh:
S8 TK:
Mgdn hang:
5Phdm LQuan: Knéng cé VDE OTam:
Nguén bidt TT: El Chi chu:

7] Kich hoat [El cip nhat | Nhdp lai

Giao dién quan ly thong tin khach hang

3.2 Quan ly nhan vién

Mbi nhan vién (hay ngudi sir dung) twong tng véi mot tai khoan (account) trén hé théng.
Céc thong tin vé nhan vién nhu account, ho tén, ngay sinh, chit ky... dugc luu trir trén hé
théng dé phuc vu cho qua trinh chia viéc, cham séc khach hang. Cac thong tin nay c6 thé
duogc tim kiém, chinh stra d& dang.

Hé thdng quan 1y cac nhan vién theo phong ban, c6 nghia cac nhan vién s& duoc nhan
viéc cua phong ban minh, thao tac véi cic van dé tuong tmg, va co thé chuyén khach
hang sang phong ban, b phan khac.

Tiy vao mirc do phan quyén (nhan vién, quan 1y, admin...) ma mdi account cé thé thuc
hién céc thao tac khac nhau d6i véi hé thong (chinh sira thong tin khach hang, chia viéc,
cham soc...).

Hé théng hd trg dat lich nghi phép cho nhan vién (dé tranh chia viéc, dién thoai, thu cho
nhan vién dang nghi phép).

Hé thong hd tro dat kha nang lam viéc ciia nhan vién dé ty dong can bang chirc nang chia
viéc. (VD: nhan vién mdi, chua quen viéc s€ duoc chia it viéc hon cac nhan vién khac).
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k. ’ A - A —_—
Quan Iy nhan vién @® Thém nhan vién

Cac nhan vién dang lam viéc

Phéng ban: Phong 1 E| Ca lam viéc: | Tét ca E|
Bang hién thi 1 - 1 trong tdng sé 1 nhan vién. Tirm:
M3 NV Tai khoan Ho tén Chirc vu Phéng ban s6 :;ﬁy Ca lam viéc
admin Administrator o Raaot (Campany)

Administrator

Ca lam viéc cua nhdn vién

Cac nhin vién dang nghi phép

Giao di¢n quan Iy nhan vién

3.3 Quan ly phong ban
Hé thbng CRM quan 1y phong ban theo cu trac cdy (twong dong véi mé hinh to chic
Cua cong ty, co quan).

Nguoi quan tri co thé tuy bién céu tric va chirc nang (moi mua, hd trg, kho, marketing,
hoa don...) cia timg phong ban, tuy bién san phdm ma phong ban phu trach, tiy bién
ludng cong viéc giita cac phong ban.

Quan 1y phong ban ® Them phang ban

Cdy phong ban Théng tin phdng ban

‘ _.J Phang 1 M& phong ban: 5. (Chinh siFa)
. ~[L]Phong 1.1 Tén phong ban: Phong 1.1
J:--_JPh‘ongz &n phong ban: Phéng 1.1.

L | | Phang 2.1 Trikc thudc: Phong 1.
Loai: Phong loar 1.
S3n phim: Man chiéu.
Diu 50 VolP: 0.

Ma ta: .

Giao di¢n quan ly phong ban

3.4 Quan Iy san phim
Hé thong hd trg luu trir thong tin vé cac san pham cia cong ty, gitip nhan vién cham séc
khach hang tra ctru thuan tién, nhanh chong, kip thoi ing Xt v&i khach hang.
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Céc san pham duogc luu trit dudi dang cdy, gitp nguoi sir dung dé dang tim kiém, phan
loai. Cac thong tin vé san pham duoc luu trit day du, khoa hoc, co thé tim kiém, chinh
stra dé dang.

San pham @ Thém san phim
Cay san phim Thdng tin san phim
4. || ] [ Nghe nhin Nam Long Ma SP; 431. (Chinh siva)
4[] (1 May chiéu i - Ma mat hang:
[1 May chiéu 3D Sony VPL-VW1000 e

Tén SP: May chieu 3D Sony VPL-
VWS5ES

[] May chiéu 3D Sony VPL-VW95ES )

1 Méychiéu Sony VPL-HW30ES ( > SP cha: May chiéu
7 9 ;

[1 May chiéu 3D JVC DLA-X3 Loai: May chieu

[1 May chiéu 3D JVC DLA-X70 (dé ¢

1 Y v

[1 May chiéu 3D JVC DLA-X90 (dé f Ban v

[1 May chiéu Infocus SP8600

[1 May chiéu Infocus SP8604 Tinh trang
[1 Man chiéu kéo tay Grandview

Badn gia: 165.000.000

1 Man chiéu

> Wi [
> L) [1 Phu kién

Giao dién quan Iy san pham

3.5 Quan ly qua trinh chim séc khach hang

Mdi luot thao tac, chim soc cia nhan vién ddi v4i khach hang déu duoc cap nhat vao hé
thong, hinh thanh qua trinh cham séc KH. Qua trinh nay dugc luu triy, tra cau dé dang,
gitip bit ké ngudi st dung nao ciing ¢ thé ndm duoc nhanh chong cac thong tin co ban,
lich str cham soc ciia mot khach hang bat ky, di khong phai 1 nguoi da ting tiép xuc véi
khach hang.

Hé théng hd tro dat lich hen cham soéc cho KH va tu dong thong bao khi KH dén hen
chim soc, tr dong thong bao khi co dién thoai KH goi dén.

Cac khach hang can cham soc dugc phan loai theo thir ty vu tién (VIP, doanh nghiép...),
gitp viéc cham soc dugc chinh xac, hi¢u qua.

Hé thong hd tro “cac tinh hudng thuong gap”, giup nhan vién nhanh chéng nhap noi dung
chim séc, kip thoi dap tng nhu cau cua khach hang.
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Cham séc khach hang

Mgdy tao Vin dé T Nhit ky xi by
04/09/2012 . “1 1]\ admin | 11:29 -04/09/12 i
KH Root (C M b . o =

17:31 oot (Company) v Ngu'zi tao: admin tl

04/09/2012 Khach hang mi -
11-29 KH Root (Company} n

25/09f2012 3
11-47 Cép nhit HSKH Bdng

20/08f2012 . . G
1017 Cap nhat HSKH Bang R

04/08/2012 . . 5
1134 Cap nhat HSKH Bang

@ Theo bd phin ) Lich s chdm séc ) Tatca
MNdi dung
Wi by

Thém ndi dung: E
[C] Bétlich hen: 12/10/2012 00:13 Thém Iy do:

| Chuyén xi Iy BS phdn:| Tat o3 Mhan vién:

Ci¥i email Thém don hang [C] 2 xi¥ Iy xong E Ghi lai

Giao dién cham soc khach hang
3.6 Chim séc khach hang qua email
Hé théng hd tro viéc doc/giri email va thao tac ngay trén hé thong (khong can sir dung

céc client email khac). Lich st giri/nhan email ciia KH ciing duoc Iuu trir trén hé thong,
tang tinh thuan tién khi cham s6c¢ khach hang.

Email (Xem fich sir email)

Tir: @ admin | esssss El  Thu miu

G Bén: Pai tir nhdn xung
Déng adi:
Tigu dé:

@ Ban @ Anh @chi @ Ong @ Ba

Dinh kém:  Thém tip tin dinh kém FCé @ Chd () Bac

|B 7 U wx|A-W-E=

Paragraph ~ || Font family |~ | Fontsize -

Path: p

Giao di¢n cham soc khach hang qua email
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Nguoi sir dung co thé tiy bién cdu hinh giri nhan email:

¢ Nhan thu tir mot hoic nhiéu dia chi email
e Chia cac email nhan dugc cho phong ban, bo phan, nhan vién twong (rng
e Gui thu bang dia chi email mac dinh hoac dia chi email cia nguoi st dung

Hé théng chiam soc khach hang qua email trong thich véi hau hét cac email server hién
nay (gmail, yahoo mail...), ddy du tinh ning cta cic mail client nhu: chén chit ky, chén
hinh anh, chén link...

Hé théng hd trg soan thu mau, tiy bién dai tir nhan xung theo khach hang, gitp viéc guri
email cho nhiéu khach hang tré nén thuan tién.

Hé théng hd tro xir Iy mail tu dong: tu dong nhan mail, tu dong chia mail. ..

3.7 Phain chia cong viéc

Cong viéc (cac van dé cua KH) duoc hé thong phan chia theo ludng cong viée (dwoc cau
hinh trudc) va tity bién theo cac luat sau:

Luat khach quen (v6i cac KH cii)

Chia ngau nhién (véi cac KH méi)

KH duoc chim soc theo thir tu vu tién (KH VIP, KH tiém ning...)

Phan chia cong viéc theo nang luyc cia nhan vién

Cac viéc chwa giao €, Check mail | @ Chia mail ‘
P N . . ) L % Giao viéc
B¢ phan: Phdng 1 E Mhan vien: admin [Administrator] E
Khéng cé vin d& dé hién thi Tiem:

[[]| Theigian Ngudn Khdch hang Vin d& Nbi dung

Khéng tim théy

Hién thi 10 E vén d&/1 trang m
Giao dién chia viéc ter email

3.8 Thong ké bao cio

Hé thong VCTel CRM cung cép cac chirc niang thong ké day du, chi tiét, linh hoat theo
nhiéu tiéu chi khac nhau:

- Théng ké mail, dién thoai

- Théng ké theo doanh s6
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- _Théng ké theo san pham

- Théng ké theo loai KH (tiém ning, VIP)

- Théng ké theo tinh trang KH (dang mdi mua, d3 dong ¥ mua, khong mua...)
Hé thdng hd trg bao cao dang dd thi bién thién, truc quan, sinh dong.
Hé thdng hd tro guri béo cdo qua mail hodc export ra excel.

Hé thng hd trg dat lich giri bao cao tu dong.

Théng ké Khach hing théng thuong ‘
|

Sé ligu téng hop

ill; 56 liéu rong ngay

[ e ey

= Théng ké nhanh

ills S6 Iwyng KH theo ngdy ill; S6 Iwgng KH theo thang il Danh sach khéch hang

4000

4
30 3000
2 2000
1

1000

Giao dién thong ké khdch hang

3.9 Tich hop véi tong dai VCTel VoIP
3.9.1 Tinh nang “Click to call”

Hé thong hd tro tinh nang “Click to call”: Nhan vién chi can bim vao sé dién thoai cua
KH trén hé thong dé thiét 1ap cuoc goi téi KH ma khong can nhap so dién thoai KH trén
soft-phone.

Ho va tén: Hoang Tung
Bia chi Vinamedic

Bién thoai:

SPhim LQuan: Khéng cé

Nguﬁn Bigt TT: IE'
Bdm vdo sé dién thoai dé goi cho khach hang
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3.9.2 Tinh nang “Tw dong pop-up”

Hé thong hd trg tinh nang “Ty dong pop-up”: Thong tin khach hang duoc tu dong hién
thi trén hé thdng (ma khong can nhan vién thao tac tra ciru) khi c6 cudc goi téi tir KH, tir
treéc ca khi nhan vién nhic may nghe dién.

3.9.3 Cham soc khdach hang qua sms

Nho kha ning tich hop véi téng dai tin nhan VCTel, hé théng VCTel CRM hd tro tinh
ning chiam soc khach hang qua sms, v6i nhiéu wu diém so véi phuong thirc nhin tin
thong thuong trén dién thoai di dong nhur:

Gui tin nhan hang loat

Dat lich giri tin nhin

Gui tin nhin cho nhom

Hién thi tén doanh nghiép ma khach hang khong can luu danh ba

Giri tin nhan SM5S

Danh sach SBT:
0912345678, 01234567890

Mai dung:

this is a text message

=3 X

Giao dién cham séc khdch hang qua tin nhan

4 Kha ning mé rong

VCTel CRM dugc thiét ké linh hoat, véi cac module chitc ning tich hop doc lap. Do do,
hé thdng c6 kha ning mé rong, tich hop thém céc tinh ning, module mdi mot cac dé
dang, phu hop vai nhu cau sir dung ciia nhiéu loai hinh doanh nghiép, nhiéu loai nghiép
vu khac nhau.

Mot s tinh ning mé rong dugc cac doanh nghiép quan tim dén nhiéu nhu sau:
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4.1 Cap nhit dir liéu khach hang tir excel
Ngudi str dung co thé import théng tin khach hang ti file dit liéu excel, ¢6 dang:

A9 - [ k|
B C D E F
Hoang Tun'0912949459 Vinamedic

Vii Thi Hiér 0 1632616162 hienvu@yahoo.com

Phan Mgoc0 983879393 Thur 1

Vii Hién Lu0 1677884695 thik 1, tang 1, sach p2 giam can
Nguyén Th 0 936000009  dung.nguyen.000009@gmail.com
B6 Thi Ngc0 976253252 ngocha@gmail.com

Vii Nguyén 0 1648262467 hangk3620@gmail.com

Nguyén Th 0 936043345 nguyenthuyduyen128@gmail.com

(.CI‘ m‘ '--J‘ m‘ I'_T'I‘ -D-‘ m‘ a1
=

WO (00 =] T h s =

Dinh dang file diz liéu khach hang

Hé thng hd tro viéc import mot hoac nhiéu trudng thong tin khach hang tir file dir liéu,
c6 tiéu dé hoic khong.

Import khach hang tlr Excel

File dir ligu
| Tailen R
tim_kiem_khach_hang (13- Copy.xls - 16 KB |:| File di¥ lieu co dong tieu de

Cdu hinh nhip dir liéu

Hotén:  Cdt B E| ¥ung hé: E| Mgay sinh: E|
Bién thoai:  Cit C E| Dia chi E| Tinh thanh: E|
Email: (=] Cluan hé: (=] Loai: [=]
Céng ty: (=] Chive vy: (=] Ghi chi: (=]
Ndi sinh: (=] 56 tai khodn: [*]  Nganhang: (=]
Sé thich: [=] Trang thai hén nhan: [=] Ngay tao HSKH: (=]

Giao di¢n import thong tin khach hang tir excel

4.2 Cap nhit dir liéu tir server SQL

Hé théng hd trg viéc cap nhat dir liéu tir server SQL khac, chi can biét thong tin truy cap
va dinh dang dit liéu cua server SQL d6. Viéc cap nhat co thé duoc tiiy chon thuc hién
boi nguoi st dung hoic ty dong theo dinh ky bai hé thong.
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4.3 Cap nhat thong tin

Nguoi sir dung ludén nhin thdy mét danh sach thong tin vé phim va cac chuwong trinh
khuyén mai hién c6 ngay trén hé théng CRM ma khong can phai mé thém mot trang web
nao khac. Danh sach duoc thiét ké truc quan, hd trg tinh ning tra ciru nhanh chéng cac
thong tin nhu: Tén phim, lich chiéu, gia vé, khuyén mai...

Céc thong tin vé phim va chwong trinh khuyén mai dwgc cap nhat béi admin hé thng.
Ngay sau khi cap nhat, ngudi st dung s& nhin thdy cac thong tin méi va c6 thong bao vé
viéc cap nhat thong tin trén hé thdng.

4.4 Thong ké, bao cao

Hé thdng hd trg diy du cac bao céo vé khach hang, nhan vién (agent)... voi day da cac
nodi dung nhu s cude goi, thoi luong goi, s6 lwot cham soc khach hang, sb luong khach
hang...

sé liéu téng hop

Tir: 12/09/20412 00-00 Bén: illls Xem Hém nay 7 ngay tru'dc 30 ngdy tru'rc
Cham sac khach hang Nghe Goi
UEES Solmanylle Lot KH KH Cuéic Phiit Cubc Phiit
cs dics thn nghe nghe goi goi
admin 0 10 10

Théng ké sé lwot khdach hang, sé cudc, phiit goi nghe cua nhdn vién

Lich sir hoat déng

Th&i gian Thao tac MNoi dung
2012-10-02 09-06-26 2 Chim séc )gC::g?hgﬁs:gL::;:;é?;Liir;:ﬁ:l Ho tén: Phan Ngoc Diép Email: Thiv 1 Bién thoai: 0 -
BT I TR TG R 2 Ehimsée )E(;rnngigi:ttoua_ﬂi.:nﬂuan hé: Ho tén: Vil Hign Lu'dng Email: thiy 1, téng 1, sich p2 giam
2012-10-02050526 3 Cramssc  A6n8 % Lo Qe Mo i i g et
BT I TR TG R 2 Ehimsée i(hu‘or;?: Eﬁg:;gz;;usa;.hé: Ho tén: ©¢ Thi Ngoc Ha Email: ngocha®gmail.com Bign |
201210-02050525 & Cramssc  Xira X Lotk umank et o ptng i
2012-10-02 09-06-26 2 Ehim s ¥uwng hé: Loai: Quan hé: Ho tén: Nguyén Thiy Duyén Email:

nguyenthuyduyen] 2 8&gmail.com Dién tho...

Thong ké lich siz hoat déng Ciia nhén vién
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5  Trang thiét bi phan cing

Day 1a server diéu khién va quan 1y toan bo hoat dong cua hé théng VCTel CRM. Cac
phan mém cua hé thong bao gém: VCTel CRM, Mysql Database, Apache Web service
chay trén nén tang Linux mang lai sy 6n dinh va tinh bao mat cao.

Viéc lya chon phan cang cho CRM Server phu thuéc phan Ién vao sé lugng nhan vién
chim soc, s6 luong khach hang, dudi day 1a bang tham chiéu dé xuat:

STT | S6 nhén vién CAu hinh tham khio

1 0-5 Intel Pentum 4, 2Ghz - 2 GB RAM

2 5-10 Intel Dual Core, 2Ghz - 4 GB RAM

3 10-20 Intel Xeon Quad Core , 2.0Ghz - 8GB RAM
4 20-50 Intel Xeon Quad Core , 2.4Ghz - 12GB RAM
5 50 - 100 Intel Xeon Quad Core , 2.4Ghz - 16GB RAM
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