HUONG DAN SU DUNG CALL
CENTER DANH CHO AGENT

1. Ping nhip hé théng

Dung email va mét khéu duoc quén tri vién cung cép dé dang nhap vao hé théng tai:
https://callcenter.ntt.edu.vn

Hoat déng mdi

Chon CHAM CONG > PANG KY VAO dé bit dau lam viée



Néu di thuc hién chdm cong trong ngay, sau khi dang nhap hé thong sé& thay thé nit CHAM CONG bang
BAT PAU CONG VIEC, click dé vao trang lam viéc.

2. Thay doi thong tin tai khoin
Tai trang lam viéc chinh, click vao avatar & goc trén bén phai, chon Chinh sira tiéu sira
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Sau do6 thyc hién thay dbi cac thong tin nhu:
- Anh dai dién
- Ho, tén
- Ngobn ngfr...

Chon nut Lwu lai ¢ dudi cung dé cép nhat nhimng thay doi.
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Chir ki email

Phéng ban

Luru y: Cén chon diing niit “Luru 1ai” ctia tirng phan théng tin cin thay doi.
Vi du: B¢ thay d6i mat khau, sau khi nhap mat khéu cii va méi, chon nit “Luu lai” nhu anh sau
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3. Thuc hién cudc goi ra tir hé thong call center
a. Goi thu cong
Goi thu cong 1a hinh thtrc clickToCall, nhan vién s€ chon truc tiép vao khach hang dé thuc
hién cudc goi.

‘Thay dgi mét khau




Tai trang lam viéc, vao icon KHACH HANG E & thanh menu bén tradi man hinh
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Pé thuce hién cude goi, click vao icon . trong 6 Chire niing dé goi cho timg khach hang.

Qua trinh thwe hién cudc goi:

Sau khi click vao icon % | hé thdng call center s& giri yéu cau t6i ing dung Zoiper (duoc cai
dat trén may tinh ctia nhan vién thyc hién cudc goi — lién hé IT dé duge hd tro cai dat), lac
nay nhan vién cAn mo ung dung Zoiper va chon Answer dé chép nhén thyc hién cudc goi di.
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Tir dy, nhan vién c6 thé giao tiép véi khach hang gidng nhu cac cudc goi thong thuong.
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Hinh anh Gng dung Zoiper dang trong cudc goi

Céc nut chirc nang trén tng dung Zoiper:
- Hang Up: két thuc cudc goi
- Record: Ghi am
- Hold: Giir cugc goi
- Transfer: chuyén tiép cudc goi
- Céac nut chinh am luong...

Sau khi chon Answer, trén hé thng call center s& pop-up ndi dung thong tin bao gom tén khach
hang, so dién thoai va cac nit chirc nang;:

Théng tin khach hang: Click dé xem chi tiét thong tin khach hang
Ghi cht: Tao ghi chii ngdn cudc goi v6i khach hang

Yéu cau méi: Tao 1 ticket dé luu trit thong tin vé cac yéu cau ciia khach hang (néu c6) dé chuyén
tiép hoac xtr ly sau cudc goi (xem thém Hudng dan tao ticket tai muc 4).
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- S extension dugc dang ky trén (mg dung Zoiper phai tring khdp véi sd extension
cap cho tai khoan dang nhép vao hé thong https://callcenter.ntt.edu.vn/admin

Sau khi két thiic mdi cudc goi, nhan vién tu van thuc hién chuyén doi trang thai khach hang dya
theo két qua da tu van.

Dé chuyén ddi trang thai, click vao 6 trang thai ctia timg khach hang va chon trang thai moi.
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Nhén vién ciing c6 thé ghi cha sau khi két thuc goi bang cach click vao icon E trén 0 chlrc nang
cua tung khach hang.

b. Tu dong goi (Auto call)

Tinh ning ty dong goi s& tw dong thyc hién 1an luot cac cude goi dira trén danh sach co sin. Giira
cac cudc goi s co khoang thoi gian cho dé chuan bi cho cudc goi tiép theo.

Click vao icon E trén thanh menu bén trai man hinh lam viéc.

Sau d6 chon Call center > Tw ddng goi dé vio trang
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Dé tién hanh tu dong goi, click vao icon > trén gbc trai man hinh hodc icon
cu phia trén bén phai.
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Luu y: Sau khi bat dau tu dong goi, hé thong s& giri yéu cau dén tmg dung Zoiper trén may tinh
khi bat dau cudc goi véi mdi khach hang, lac ndy nhan vién tu van ciing thuc hién thao tac gidng
nhu Qua trinh thyc hién cudc goi thi cong (Xem muc 3a).

4. Hudng din tao ticket
Ticket dung dé luu trir thong tin cac yéu ciu cua khach hang dé xu 1y sau cudc goi.

Truy cdp vao trang quan Iy ticket bang cach click vao icon E trén thanh menu bén trai man
hinh 1am viéc, mic dinh hé théng s& vao menu Ticket.

Pé tao ticket, click vao nut YEU CAU MOI
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Sau d6 nhap cac thong tin can thiét va nhan nit MO TICKET & cudi trang dé tao ticket.
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Cac thong tin cho 1 ticket:
Thong tin chinh (bat budc):
- Chu dé: Noi dung chinh cuia yéu cau
- Khéch hang tiém niang: Chon khach hang twong tmg voi yéu cau
- Nbi dung yéu cau: Nhap noi dung chi tiét

Théng tin phy (khong bit budc):

- bia chi email
- Mirc @0 uu tién



- Dinh kém tép tin, hinh anh

5. Checkout & két thiic phién lam viéc
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Click vao icon trén thanh cong cu goc trén bén phai.
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Click vao nat PANG KY RA dé két thuc phién lam viéc.

Cham cong

Déng ky vao / Dang ky ra

Lich sirra / vao
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