Hwéng dan st dung
Hé thong Ticketing trén BeelQ CRM



CONG TY cO PHAN ANTBUDDY

BeeIQ P1-03.36, Prince Residence, 17-21 Nguyén Van Trbi, Q. Pht Nhuan, TP HCM (08) 7301 9555
89/26 Buwéng sb 59, Phuwéng 14, Q. Go Vép, TP HCM 1900 636412

|. Gidi thiéu vé Ticket
Ticket (hay con goi Phiéu yéu cau hd tro) 1a mét phiéu ghi théng tin lién quan dén mot
van dé cla khach hang hoac yéu cau dich vu hé tro/tro giup. Ticket gitp doanh nghiép

ghi nhan, theo déi d& c6 thé hé tro nhanh cac van dé hodc cac yéu cau dich vu cla
khach hang.

ll. Hwong dan s dung Ticket

1. Thém phiéu

Bwd&c 1: Tai danh sach menu bén trai chon Ticket— chon Tao phiéu

nl Hoat dong 2)
< PR
. 2 v
f1 Khach hang $8 phiéu mai trang 20
e I My open tickets Ngwir chiu M3
£3 Tickets =
- 5 Phiéu Trang trach danh Ngay
@ My overdue tickets D Tiéu dé Kénh thai nhiém muc Ngay tao dong
E Nhiém vy
All open tickets v 7 Re: [NguyenKim] Testing on-premise Email New 10/07/2017
@ Giao dich
Unassigned open tickets v #6 Email  New 10/07/2017
P Telesales
Overdue tickets
v #5 Email New 10/07/2017
1 Baocio Escalated tickets

Bwéc 2: Thwe hién nhap théng tin vao cac trudng dwoc yéu cau, sau dé nhan Lwu dé
tao m&i Phiéu.

Giai phap Tdng dai Ao va Cham soc Khach hang Da kénh ANTBUDDY antbuddy.com
Phan mém Quan ly Quan hé Khach hang BEEIQ CRM beeiq.co 2



CONG TY cO PHAN ANTBUDDY

BeeIQ P1-03.36, Prince Residence, 17-21 Nguyé&n Van Tréi, Q. Phi Nhuan, TP HCM (08) 7301 9555

89/26 Puong sb 59, Phuwong 14, Q. Go Vép, TP HCM 1900 636412

Tiéu dé

M ;o B U = Open Sans = G| S B~ (<= <= | 7

Trang thai MNew D3a uu tién Medium L

Khach hang - SLA x

Phdn cong G Nhém W

Giao dich = Kénh =

Loai giai quyét

Giai quyét S B | U | = | opensase = = | S EE~ @ [ <> 2

Danh muc Sub danh muc hd

Sub Sub danh muc

MNgay hodn lai

Lwu y:

- Nhirng trwéng théng tin dwegc danh dau & hinh trén 1a nhirng trwdng dwoc yéu

cau nhap

- Trueng Trang thai va truong Po wu tién mac dinh hé théng sé chon lan lwot 1a
New, Medeium

Giai phap Tdng dai Ao va Cham séc Khach hang Pa kénh ANTBUDDY
Phan mém Quan ly Quan hé Khach hang BEEIQ CRM

antbuddy.com
beeiq.co



CONG TY cO PHAN ANTBUDDY

BeeIQ P1-03.36, Prince Residence, 17-21 Nguyén Van Tréi, Q. Phi Nhuan, TP HCM (08) 7301 9555

89/26 Puong sb 59, Phuwong 14, Q. Go Vép, TP HCM

2. Cap nhat phiéu

1900 636412

Bwéc 1: Chon Phiéu tai trang danh sach Phiéu dé vao trang théng tin ciia Phiéu bang

cac click chuét vao tiéu dé

<
All tickets
My open tickets
Phiéu

My overdue tickets D Tidu dé
All open tickets Y #7 Re: [NguyenKim] Testing on-premise
Unassigned open tickets Y #E Re Tk o
Overdue tickets

v #5
Escalated tickets

v  #4 kiem tra
Waiting tickets

v #3 Ticket TOOO2
Closed tickets

v #2

Thé Quan Iy thé v #1

Kénh

Email

Email

Email

Email

Email

Email

Email

58 phigu méi trang 20 v
Ngudi chiu M3
Trang trach danh Ngay
thai nhiém muc Ngay tao dong
New 10/07/2017
New 10/07/2017
New 10/07/2017
New 10/07/2017
New 10/07/2017
New 10/07/2017
New 10/07/2017

Bwéc 2: Chon nut Edit tai géc phai ciia Phiéu — tién hanh cap nhat théng tin Phiéu —

chon Lwu dé hoan thanh viéc cap Phiéu

H tal llieu Hu
# 2 Cap nhat ta liéu Huéng dan sir dung BeelQ
CRM # p
11 hours left
New #
ni# &
Summary Detail History = Nhiém vu & Giao dich

3 Hoa Mai Quynh
Cap nhart tai ligu Hudng dan sir dung BeelQ CRM

Edit Accept Reassign Close Delete

Ticker # 2
Ticket Cép nhat tai liéu Huéng din sir dung
Title EeelQ CRM

Priority ~ Medium

SLA

Standard SLA
Name

Giai phap Tdng dai Ao va Cham séc Khach hang Pa kénh ANTBUDDY
Phan mém Quan ly Quan hé Khach hang BEEIQ CRM

antbuddy.com
beeiq.co 4



CONG TY cO PHAN ANTBUDDY

BGG'Q P1-03.36, Prince Residence, 17-21 Nguyén Van Tréi, Q. Phi Nhuan, TP HCM
89/26 Puong sb 59, Phuwong 14, Q. Go Vép, TP HCM

click vao biéu twong

New #

# 2 Cap nhat tai ligu Huéng dan sir dung BeelQ

11h
mi#

Hoac nguwdi dung cé thé cap nhat nhanh cho ticket qua tinh ndng Edit Inline, bang cach

(08) 7301 9555
1900 636412

irs left
Summary

Detail

CRM ¢

History

= Nhigm vu

¢4 Giao dich

# 2 Cap nhat tai lieu Huéng dan sir dung BeelQ

7 Edit Accept Reassign

Close

9 Hoa Mai Quynh

Delete

B Add note B

i il v o
3. Thém Ngwei theo doi va Theo doi

3.1 Thém ngwei theo doi

D Lichsir = Nhiém vu

¥ Giao dich

o Thanh Tran

&Gt email | B Them ghi cha

Khi ngwdi dwoc phan cong, can thém nguwdi dé hé tro, hoac thém ngudi ndm va cap
nhat thong tin thi sé s&r dung tinh nang Thém nguwoi theo doi.

Tai trang théng tin Phiéu — chon nat Thém ngw®i theo doi

Phigu # 1

Tigu
a8
phigu
25]
uu

tién

Tén
SLA

Ngudi theo dai

Binh kém

Giai phap Tdng dai Ao va Cham séc Khach hang Pa kénh ANTBUDDY
Phan mém Quan ly Quan hé Khach hang BEEIQ CRM

(#40624554) HTK Forwarding Confirmation

Receive Mail from man.le@htklabs.com #

4 Thém ngudn theo dai |
Khéng tim thay ngudi theo déi

Khéng co file nao.

antbuddy.com
beeiq.co

5



CONG TY cO PHAN ANTBUDDY

BeeIQ P1-03.36, Prince Residence, 17-21 Nguyén Van Trbi, Q. Pht Nhuan, TP HCM (08) 7301 9555
89/26 Buwéng sb 59, Phuwéng 14, Q. Go Vép, TP HCM 1900 636412

- Thwc hién chon nguwdi mubn thém — chon Lwu

MNegwdi theo dai + Thém nguédi theo di

Chon nhan vién...

Binh kém .Binhkign

3.2. Theo do6i Phiéu

Tinh ndng duoc sir dung khi nguoi dung mudn tw minh theo déi Phiéu ma minh quan
tam, khéng can nguwdi dung khac thém theo déi. Co6 2 noi d& ngudi cé thé chon theo dai
Phiéu

- Tai trang danh sach Phiéu, ngui diing chon Follow icon

S& ticket méi trang 20 v

Ticket | 2| Trang Ticket Category Created Closed
ID Tiéu dé Kénh thai Owner code Date Date

il #2 New 29/06/2017

trv  #1 Khéng thé thay d&i Tén khach hang New 29/06/2017

- Follow Phiéu tai trang théng tin ctia Phiéu — chon nut Follow

# 1 (#40624554) HTK Forwarding Confirmation - 5 . i — .
Rec:?ive Mail from man.le@htklabs.com w ‘ Sirs Chép nhén Chi dinh lsi Béng E

New

HTK Teamiforwarding noreply@google.com) (7

= Tém lugt [E Chirtiét D Lichsir = Nhiémvu £ Giao dich

© Gir i | B Thém gh i

Phiéu # 1

Lwu y: ngudi dung cé thé bd theo ddi, ké ca vdi truéng hop dwoc thém theo dbi va tw

theo déi bang cach click vao biéu tuwong
TIP: néu mét Phiéu khéng dwoc twong tac (email, goi, phan céng,...) trong 24 tiéng, hé

théng sé tw sé danh diu cho Phiéu dé vai biéu twong O]

Giai phap Tdng dai Ao va Cham soc Khach hang Da kénh ANTBUDDY antbuddy.com
Phan mém Quan ly Quan hé Khach hang BEEIQ CRM beeiq.co 6



CONG TY CO PHAN ANTBUDDY

BeeIQ P1-03.36, Prince Residence, 17-21 Nguyé&n Van Tréi, Q. Phi Nhuan, TP HCM (08) 7301 9555
89/26 Duong sé 59, Phudng 14, Q. Go Vép, TP HCM 1900 636412
> - *.
56 ticket moi trang 2 v
Ticket ID  Tiéu dé Kénh Trangthai Ticket Owner Categorycode Created Date Closed Date
W #2 Cap nhat tai lidu Hudng din sir dung BeelQ CRM New qahoamai 1 29/06/2017
wv O #1 Khéng thé thay d&i Tén khach hang New 29/06/2017
[ This Ticket has been idle for 2 days |
Tong: 2

4. Phan céng Phiéu

4.1. Phan céng Phiéu cho nguwi khac
Cach 1: Phan céng tai trang théng tin Phiéu

- Phan cong tai trang théng tin Phiéu — chon nuat Chi dinh lai

New

@ Rective Mallfrom mane@ntiogbs com o sk Criponan | Gildihiai | oo [
HTK Teamiforwarding-noreply@google.com) £
+ Thém nhén

= Tom luwot B Chitiét 9 Lich sir &= Nhiégmvu Y Giao dich

T g

Phi€u #1

- Chon Ngu&i phan céng — chon nut Assign

Nguwdi chiu trach nhiém

Hoa Mai Quynh (gahtk_beeiq_demo@grr.la)

Giai phap Téng dai Ao va Cham séc Khach hang Da kénh ANTBUDDY antbuddy.com
Phan mém Quan ly Quan hé Khach hang BEEIQ CRM beeiq.co 7



CONG TY cO PHAN ANTBUDDY

BeeIQ P1-03.36, Prince Residence, 17-21 Nguyé&n Van Tréi, Q. Phi Nhuan, TP HCM (08) 7301 9555

89/26 Puong sb 59, Phuwong 14, Q. Go Vép, TP HCM

Cach 2: Phan cong Phiéu tai trang cap nhat Phiéu

1900 636412

- Hoac nguw&i dung co thé cap nhat Ngw&i phan cong tai trang Cap nhat Phiéu

Trang thai MNew v
Khach hang & An Truong Lé Duy (abcl 22@gmail.com) -
Phan cong Lira chon hoac tim ki€ém tén... -
Giao dich Chon giao dich... -
Loai gidi quyét v

Cach 3: Phan cong phiéu nhanh tai trang danh sach Phiéu

- Chon Phiéu muén phan cédng — chon Ngw®i chiu trach nhiém

L Ngudi chiu tréch nhigm _ m
Phigu
ID Tiéu d&
W #7 Re: [Nguyenkim] Testing on-premise
ire #6 Re: [Nguyenkim] Testing on-premise
W #5 Huy Do The mentioned you in the group "Antbuddy-Deployment

Ngurdi chiu trach
nhiém

S6phi€uméitrang 20 ¥
Ma danh Ngay
muc Ngdy tao dang
100742017
10/07/2007
1000772007

- Chon ngwdi mubn phan cdng — chon nut Assign

MNgurdi chiu trach nhiém

Thanh Tran {thanh1@grr.la)

Luu y: nguoi dung cé thé chon chinh minh [a Ngwdi dwoc phan cong

Giai phap Tdng dai Ao va Cham séc Khach hang Pa kénh ANTBUDDY

Phan mém Quan ly Quan hé Khach hang BEEIQ CRM

antbuddy.com
beeiq.co 8



CONG TY cO PHAN ANTBUDDY

BeeIQ P1-03.36, Prince Residence, 17-21 Nguyén Van Tréi, Q. Phi Nhuan, TP HCM

89/26 Puong sb 59, Phuwong 14, Q. Go Vép, TP HCM

4.2. Tw phan céng Phiéu

Tai danh sach Phiéu, chon biéu twong dé tw tiép nhan Phiéu

(08) 7301 9555
1900 636412

TicketID  Tiéu dé Kénh Trangthai Ticket Owner
* 9| =2 H New
v #1 Tén 1 Mew

Category code

58 ticket méi trang 20 v

Created Date  Closed Date

29/06/2017

29/06/2017

Tai trang théng tin Phiéu chon nit Chap nhan, ticket sé tw assign cho minh

# 1 (#40624554) HTK Forwarding Confirmation - 5
Receive Mail from man.le@htklabs.com W

New

TK Team{forwarding-noreply@goosgle.com) [

= Témluor B Chitiét 9 Lichstr & Nhigm vu { Giao dich

Chép nhan

Phiéu # 1

Chi dinh lai

e m

Lwu y: Chi c6 Phiéu khéng c6 nguwdi dwoc phan cong, ngudi dung méi co thé tw Phan

cbng cho minh

Giai phap Tdng dai Ao va Cham séc Khach hang Pa kénh ANTBUDDY
Phan mém Quan ly Quan hé Khach hang BEEIQ CRM

antbuddy.com
beeiq.co
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CONG TY cO PHAN ANTBUDDY

BeeIQ P1-03.36, Prince Residence, 17-21 Nguyén Van Trbi, Q. Pht Nhuan, TP HCM (08) 7301 9555
89/26 Buwéng sb 59, Phuwéng 14, Q. Go Vép, TP HCM 1900 636412

4.3. Phan céng tw déng (Assignment rules)

Phan cong tw ddng la tinh nang khi ngudi phan cdng cho moét nhém, hé théng sé tw
dong phan céng dén thanh vién trong nhém tuy theo Rules da céu hinh. BeelQ dang hd
tro 2 rules cho viéc tw déng phan céng la Round robin va Ngau nhién. D& c4u hinh ta
thwc hién:

- Tai muc CSKH trong Thiét Iap — chon Assignment rules

(% Bang téng hap

ml Hoat déng

~ Quan ly ngudi

_ . diing Assignment Rules
] Khach hang
- Nhan vién
3 CSKH
hém = i
B Nhigm vu Ng&u nhién
Cor
& Giao dich » Banmiu
B Telesales + Khach hang
l» Bao cao =L

Chon hoac tim kiém,

SLA Policies

e o Assignment Rules {
& Thiét lap

* Giao dich

= Chuyén cdng ty

- Chon kiéu ty ddng Assign, chon Nhém — chon Lwu

Assignment Rules

(@) Round Robin

Ngau nhién

Chon hoac tim kiém...

Giai phap Tdng dai Ao va Cham soc Khach hang Da kénh ANTBUDDY antbuddy.com
Phan mém Quan ly Quan hé Khach hang BEEIQ CRM beeig.co

10



CONG TY cO PHAN ANTBUDDY

BeeIQ P1-03.36, Prince Residence, 17-21 Nguyé&n Van Tréi, Q. Phi Nhuan, TP HCM
89/26 Puong sb 59, Phuwong 14, Q. Go Vép, TP HCM

5. Tao Nhiém vu cho Phiéu

(08) 7301 9555
1900 636412
. ~ . « X - ~ =
Tai trang théng tin Phiéu,chon muc Nhiém vu — chon Thém Nhiém vu
P W # 1 (#40624554) HTK Forwarding Confirmation - 3 o 5 3 , . &
W Receive Mail from man‘\e@htk\ghs.com T Surs Chép nhén Chi dinh I Bong
New
HTK Team(forwarding-noreply@google.com) &
+Thém nhé&n o:
= Tém luot [ Chitigt 9 Lich sl &= Nhiém vu Y Giao dich e
Danh sach nhiém vu
Khng tim thay nhiém vu nao.
bién thong tin Nhiém Vu — chon Lwu
j-Z Cap nhat tai liéu Hudng dan sir dung BeelQ CRM % Edit Reassign Close Delics
10 hours left
New #
An Truang L& Duy(abc122@gmail.com)s &
qshoama
+ Add tag
Summary Detail History = Nhigm vy ¢ Giao dich
Danh sach nhiém vu
Théi han Nai dung Trang thai Nguoi chiu tréach nhigm
30/06/2017 # 24 Gri bao gia cho khach hang To do Hoa Mai Quinh

Giai phap Tdng dai Ao va Cham séc Khach hang Pa kénh ANTBUDDY
Phan mém Quan ly Quan hé Khach hang BEEIQ CRM

antbuddy.com
beeiq.co
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CONG TY cO PHAN ANTBUDDY

BeeIQ P1-03.36, Prince Residence, 17-21 Nguyé&n Van Tréi, Q. Phi Nhuan, TP HCM (08) 7301 9555
89/26 Budng sb 59, Phuwéong 14, Q. Go Vép, TP HCM 1900 636412

6. Tao Giao dich cho Phiéu

Tai trang théng tin Phiéu,chon muc Giao dich — chon Tao m&i mot giao dich

# 2 Cap nhat tai ligu Huwdng dan sir dung BeelQ CRM
£

New &

* Edit Reassign Close Delete
10 hours left

An Truong L& Duy(abe122@gmail.com)# &

gahoamai 1

+ Add tag

Summary Detail History = Nhigm vu @9 Giao dich

© Tao mdi mét giao dich

Danh sach giao dich

Khéng tim théy giao dich nao.

Hé théng sé& chuyén dén trang Tao m&i giao dich, ngudi dung thwe hién dién thong tin
giao dich — chon Lwu

# 2 C5p nhat tai liéu Hudng dan sird BeelQ CRM
yl e ngdanalrding BeelQ * Edit Reassign Close Delete
10 hours left

New #

An Truang L& Duylabc122@gmail.coml#

qahoamai 1

+ Add tag

Summary Detail History = Nhigmwvu ¢4 Giao dich

© Tao mdi mét giao dich

Danh sach giao dich

Hap str dung dich vu Tang dai dién thoai ®xem # capnnat (EIEIEEED

o 5,000,000
Jun 29,2017 19:04 Hoa Mai Quynh
Giai phap Téng dai Ao va Cham séc Khach hang Da kénh ANTBUDDY antbuddy.com

Phan mém Quan ly Quan hé Khach hang BEEIQ CRM beeig.co
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CONG TY cO PHAN ANTBUDDY

BeelQ

7. Lich str Phiéu

P1-03.36, Prince Residence, 17-21 Nguyén Van Tréi, Q. Phi Nhuan, TP HCM
89/26 Puong sb 59, Phuwong 14, Q. Go Vép, TP HCM

(08) 7301 9555
1900 636412

Dé xem lich st twong tac trén Phiéu, chon muc History tai trang thdng tin Phiéu

# 2 Cap nhét tai ligu Huéng dan sir dung BeelQ
CRM &

New #

Summary Detail History = Nhiémvu

Hoa Mai Quynh updated

Hoa Mai Quynh updated

Juynh updated

Hoa Mai Quynh updated

Hoa Mai Quinh created

© 6 6 6 6

& Giao dich

Phan céng: Thay d8i tir Unknow sang undefined undefined

* Edic Reassign Close Delete

8. Cau hinh phiéu

Dé céu hinh cho Phiéu, ngwdi dung chon Thiét 1ap — chon Ticket

) Bang téng hop SLA Policies

ml Hoat déng
» Quan ly ngudi

¥ Tickets |

Assignment Rules

@ Giao dich

B Telesales

l#* Baocao Danh muc
70 + Giao dich
- + Email
& Thiét lap
ER———— » Thong bao
= Chuyén congty
* KPI

= % SLA Policies List
{1 Khach hang giing
- * Ban mau Name
4 Tickets
. * Khach hang
E Nhiém vy

Urgent High
4 hours 8 hours
4 hours 8 hours

Medium

12 hours

12 hours

24 hours

24 hours

Giai phap Tdng dai Ao va Cham séc Khach hang Pa kénh ANTBUDDY
Phan mém Quan ly Quan hé Khach hang BEEIQ CRM

antbuddy.com
beeiq.co 13



CONG TY cO PHAN ANTBUDDY

BeeIQ P1-03.36, Prince Residence, 17-21 Nguyén Van Trbi, Q. Pht Nhuan, TP HCM (08) 7301 9555
89/26 Buwéng sb 59, Phuwéng 14, Q. Go Vép, TP HCM 1900 636412

8.1. Cau hinh SLA
Bwéc 1: Thém méi SLA

DPé tao m&i SLA, tai muc Ticket trong Thiét Iap — chon SLA policy — Thém SLA

SLA Policies
» Quan ly nguai :
duang SLA Policies List
» Ban mau Name Urgent High Medium Low

» Khach hang rd SLA 4 hours 2 hours 12 hours 24 hours

* Tickets Custom 4 hours & hours 12 hours 24 hours

SLA Policies l
Assignment Rules 9)

Danh muc

* Giao dich

Bwéc 2: Cau hinh SLA target, thwe hién dién thdi gian vao trwong Tén Policy, First
Response within va Resolve within (nhirng truwéng bat budc)

Configuring SLA Policy

Set S5LA Targets

Priority First Response within Resolve within Alerts  Escalation
Urgent * 8] Mins v i} Hours r
High * 0 Mins v 1] Hours v
Medium * o Mins r o Hours r
Low * 0 Mins v o Hours v

Hiy

Giai phap Tdng dai Ao va Cham soc Khach hang Da kénh ANTBUDDY antbuddy.com
Phan mém Quan ly Quan hé Khach hang BEEIQ CRM beeig.co
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CONG TY cO PHAN ANTBUDDY

BGG'Q P1-03.36, Prince Residence, 17-21 Nguyén Van Tréi, Q. Phi Nhuan, TP HCM
89/26 Puong sb 59, Phuwong 14, Q. Go Vép, TP HCM

Bwérc 3: CAu hinh Alert Email

- Tick chon dd wu tién mudn Alert

- Chon nguwdi mubn Alert

- Chon thoi gian Alert trivdc khi ticket vi pham SLA target

- Chon email mau dé gwi Alert

(08) 7301 9555
1900 636412

Set SLA Targets
Priority First Response within
Urgent * 0 Mins
High * 0 Mins
Medium * 0 Mins
Low * 0 Mins

Configure Email Alerts (before Violation)

Level Users

Lua chon hodc tim kiém tén... Before

Before SLA Violation

0

Resolve within

Hours ¥
Hours ¥
Hours ¥
Hours ¥

Email Template

Mins i Chon..

Alerts  Escalation

Hy

Bwdc 4: CAu hinh Escalation Email

- Tick chon dd wu tién mudn théng bao Escalation Email
- Chon nguoi mudbn théng bao Escalation Email

- Chon th&i gian thong bao Escalation Email sau khi ticket vi pham SLA target
- Chon email mau dé giri thédng bao Escalation Email

Giai phap Tdng dai Ao va Cham séc Khach hang Pa kénh ANTBUDDY
Phan mém Quan ly Quan hé Khach hang BEEIQ CRM

antbuddy.com
beeiq.co
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CONG TY cO PHAN ANTBUDDY

BeeIQ P1-03.36, Prince Residence, 17-21 Nguyé&n Van Tréi, Q. Phi Nhuan, TP HCM

89/26 Puong sb 59, Phuwong 14, Q. Go Vép, TP HCM

(08) 7301 9555
1900 636412

Set SLA Targets

Priority First Response within
Urgent * 0
High * 0
Medium * 0
Low * 0

Configure Escalation Emails (on Vielation)

Level Users

Lua chon hodc tim kiém tén...

Add Escalation

Mins

Mins

Mins

Mins

If not Resolved

After

0]

Resolve within

Mins

Hours ¥
Hours ¥
Hours ¥
Hours ¥

Email Template

Chon..

Alerts  Escalation

- ‘

Lwu y: ngudi dung c6 thé thém Alert va Escalation d& phan theo cac cip do glri thong

bao.

Giai phap Tdng dai Ao va Cham séc Khach hang Pa kénh ANTBUDDY

Phan mém Quan ly Quan hé Khach hang BEEIQ CRM

antbuddy.com
beeiq.co
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CONG TY CO PHAN ANTBUDDY

BeeIQ P1-03.36, Prince Residence, 17-21 Nguyé&n Van Tréi, Q. Phi Nhuan, TP HCM

89/26 Puong sb 59, Phuwong 14, Q. Go Vép, TP HCM

8.2. Cau hinh danh muc

8.2.1. Thém danh muc

(08) 7301 9555

1900 636412

DPé cAu hinh danh muc cho Phiéu, tai muc CSKH cta Thiét lap — chon Danh muc —

chon nat Thém danh muc

» Quan ly ngudi

diing Ticket categories
» Ban mau
Category name Category code
» Khach hang + sales (3) 1
* CSKH + Billing (3) 2
- 4+ Defect (3) 3
SLA Policies
4+ Enhancement (2) 4
Assignment Rules
- + 1t (3 5
w T e g
» Giao dich
» Email

Actions

=

E4

=

E4

=

E4

o

S

Dién théng tin cho danh muc mé&i — chon nat Tao méi

Tao danh muc mai

Chon hoac tim kiém...

Giai phap Tdng dai Ao va Cham séc Khach hang Pa kénh ANTBUDDY
Phan mém Quan ly Quan hé Khach hang BEEIQ CRM

antbuddy.com
beeiq.co
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CONG TY CO PHAN ANTBUDDY
BeelQ P1-03.36, Prince Residence, 17-21 Nguy&n Van Tri, Q. Phii Nhuan, TP HCM (08) 7301 9555
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8.2.2. Cap nhat danh muc

Chon danh muc mudn cap nhat — chon icon - Hlas thwe hién chinh stra hoac x6a
danh muc

Ticket categories + Thém danh muc

Category name Category code Actions

+ Sales (3 1 f = @

+ Biling (5 2 Z @

+ Defect (3 3 -1"‘ ﬂ = @

4+ Enhancement (2) 4 Z @

+ 1t @3 5 o

+ Others (4) 6 |

9. Loc danh sach Phiéu

9.1. Loc danh sach vé&i bo loc mac dinh

Ma&c dinh hé thdng quan ly Phiéu theo cac danh sach mac dinh sau:

All tickets: Loc tAt ca nhirng ticket cé trén hé théng ticket

My open tickets: Loc nhirng ticket dang c6 trang thai 1a OPEN, va dwogc phan
cbng cho nguwdi dung dang dang nhap hién tai

My overdue tickets: Loc nhirng ticket dang dwoc phan céng cho minh nhwng da
qua han va chwa Bong (close)

All open tickets: Loc nhirng ticket dang cé trang thai la OPEN

Unassigned open tickets: Loc nhirng ticket van chwa dwoc phan cong, dang &
trang thai OPEN, NEW

Overdue tickets: Loc tat ca nhirng ticket da qua han va chwa Déng (close)
Escalated tickets: Loc nhirng ticket da qua han SLAs target

Waiting tickets: Loc nhirng ticket dang cé trang thai la WAIT (wait for customer,
wait for 3rd party).

Closed tickets: Loc t4t ca cac ticket c6 trang thai da Dong (close)

Giai phap Tdng dai Ao va Cham soc Khach hang Da kénh ANTBUDDY antbuddy.com
Phan mém Quan ly Quan hé Khach hang BEEIQ CRM beeig.co
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(08) 7301 9555
1900 636412

CSKH

My open tickets

My overdue tickets

All open tickets
Unassigned open tickets
Overdue tickets
Escalated tickets
Waiting tickets

Closed tickets

<
Al tickets

Phigu

D Tiéu dé

#7 [Kite Chat] Binh B3o
#6 [Kite Chat]l minhhoang
#5 ticketsys 1

#4 testing ticket 1

#3

#2

Kénh

Kite
Chat

Kite
Chat

Email

Email

Email

Email

Trang
thai

New

New

Ticket
owner

Man Le

Category
code

56 ticket mbi trang 20 v

Closed
Date

Created
Date

05/07/2017

05/0742017

04/07/2017

04/07/2017

04/07/2017

04/0742017

9.2. Loc danh sach véi tinh nang Gan thé (Tag)

Hé théng cé hé tro tinh nang gan Thé cho cac Phiéu, d& ngudi dung danh dau, va loc

phiéu nhanh hon.

My open tickets Ticket Trang Ticket Category Created Closed
1D Tiéu dé Kénh thai Owner code Date Date
All open tickets
Eu Hudng str dung BeelQ
Escalated tickets * 42 2 i New qahoamai 1 29/06/2017
Waiting tickets hiing thé d8i Tén khac
v #1 New 20/06/2017
% KH ding thir
Thé Quan Iy the
Téng: 2
H HOtrgKH
K | KH ding thir
KH dang diing  KH tiém nang
H  HOtrgKH
Giai phap Tng dai Ao va Cham séc Khach hang Da kénh ANTBUDDY antbuddy.com
Phan mém Quan ly Quan hé Khach hang BEEIQ CRM beeig.co
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10. Bao cao

10.1. Bao cao Ticket

Pay |14 phan bao céc ticket dwoc tao hang ngay, hang tuan,... nguwdi dung cé thé xem

theo tirng trang thai hoac theo nhém nguwéi dung.

(08) 7301 9555
1900 636412

Tickets / Béo cdo (@ Daly v @ Open v i  AlGroups - £ 01-07-2017-31-07-2017
Tickets
Tickers
View new, waiting and closed tickets reports for each day, week & month
Total Ticket Stats
I Tickets
SLA Report 1ag
90
Ticket Priority & Status Report
a0
First Response Time
70
60
50
40
30
20
10
o0
A A oA A A A A A A A A A A A A A A A A A A A A A A A A oA A A A
P AP PSSP PP PP AP S FPF PP PP SFFFF PP S FF S
SRS R S SIS S S S SR SR SIS S S S
FFFEFIFFEFSFE ST '@'\“vs’\‘“@w“rﬂ‘rﬁw“rf’pvﬁfﬁq?’f&-@-?

10.2. Bao cao ticket theo Status

Phan bao cdo nay nay hién tj cac ticket da dwoc tao hodc dong theo tirng ngwdi ding

Tickets

I Open

Toral Ticket Stats

SLA Report

t t
Ticket Priority & Status Report rang fueng

First Response Time

Phong Tran

Thanh Tran

o 0.5 10 15 20 25 3

Total Ticket Stats

Waiting [ Closed

.0

Giai phap Tdng dai Ao va Cham séc Khach hang Pa kénh ANTBUDDY
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10.3. Bao cao theo SLA

Phan bao cai theo SLA sé& hién thj tit ca ticket dwoc ap dung SLAs target, trén biéu dé
sé thé hién nhirng ticket dwoc x(r ly theo khoang thoi gian nao

SLA Report
Tickets

View tickets closed in < 2 hrs, between 2-6 hrs, between 6-12 hrs, etc
Total Ticket Stats

B -2 Hours I 2-6 Hours I 6-12 Hours I 12-24 Hours [ 1-2 Days HEEEE 2-3 Days EEEEE 3-4 Days

N +50ays I 57 Days I 7-10 Days I 10-14 Days I =14 Days

Ticket Priority & Status Report

First Response Time

10.4. Bao cao trang thai va do wu tién

Phan bao céo nay sé thdng ké tat ca cac ticket theo do wu tién

Ticket Priority & Status Report
Tickets

View tickets priority and status over the date ranges

Total Ticket Stats

N High BN Urgent BN Mecium HEEEEE Low
SLA Report

Ticket Priority & Status Report

First Response Time

Giai phap Téng dai Ao va Cham séc Khach hang Da kénh ANTBUDDY antbuddy.com
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