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% WebCall

Call center for everyone

Huéng dan st dung
G161 thi¢u

WebCall 1a mdt thuong hi¢u dich vu truc thudc cong ty DigiTel (www.digitel.com.vn), st
dung cong nghé¢ WebRTC (Web Real Time Communication - www.webrtc.org), cho phép
ngudi dung va khach hang cia minh c6 thé Goi va Chat tryc tiép v6i nhau hoan toan mién

phi ngay trén trinh duyét Web ma khong can cai dit thém phan mém hay Plugin nao.

Khong nhiing thé, WebCall con 1a mot tong dai Call Center hoan chinh, tich hop tat ca cac
kénh lién lac thong dung vao mot nén tang duy nhét, gém: téng dai thoai, Email, Chat,
SMS. Kha ning tich hop, t6 chic dit liéu khach hang, bio céo, ghi 4m ... giup ngudi ding

c6 thé t6i uu hoa hiéu qua quan Iy va cham séc khach hang.
Céc tai khoan WebCall déu c6 thé hoat dong dudi 1 trong 2 ché do: WebPhone hodc SIP.

e Ché @6 WebPhone: dung dé nhan va goi ngay trén trinh duyét Web.
e Ché @6 SIP: dung dé céu hinh nhan va goi trén cac thiét bj VoIP (nhu IP Phone,
softphone).

Dé chuyén dbi giita 2 ché d6 Webphone va SIP, ngudi ding sau khi dang nhap, mé phan

thong tin tai khoan phan trén ciing phia bén phai man hinh, vao chi tiét.

& Théng tin tai khoan |

|  $6néibé: 6546
| Trang thai: WebPhone

Trang thai Web Phone dé si

dung chirc ndng thoai trén iy S 1) S e

trinh duyét web. Chi tigt ‘
‘ Té knodn & trang thai WebPhone ding dé sir aung trén trinh duyét wed (khing ding duvt trén IP Phone hodc (mg dyng

trén mobie)

| & Thoat

Khi chuyén dbi qua ché d6 SIP, nguoi dung s& duoc cip cho cac thong sb dé cau hinh IP

Phone, Softphone nhu sau:
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Trang thai tai khoan hién tai

% WebCall

Call center for everyone

Tai khodn & trang thai SIP diing d& sir dung trén cac thiét bi sau (chirc nang goi trén trinh duyét s& khdng sir dung duoc.)

¢ ,
LS App Store

Cai (ng dung tir link twong Ung trén va scan hinh

QRCode dudi dé kich hoat

(=],

So SIP
Mét khau
SIP Server
Giao thirc

hong s6 dé ca

IP Phone / Softphone

hinh IP Phone / Softphone
6546
mutp® Q0w
vs{ clou msv. 51
TLS

Hoac download phe‘in mém: cloud Softphone, quét ma vach dé su dung cho dién thoai di

dong.

Ngudi dung co thé lién hé véi WebCall dé duoc cung cap cac IP Phone duoc ciu hinh sin

tai khoan webcall ciia minh. Sau khi nhan dugc, ban chi viéc gan vao vi tri lam viéc 1a c6

thé sir dung ngay ma khong can phai ciu hinh gi thém.

Duéi ddy 1a hudng dan sir dung khi nguoi dung sir dung hé théng & ché d6 Webphone, cu

thé nhu sau:

Ping nhap hé thong

Dbang ky tai khoan

Pé dang nhap vao hé thdng, ngudi st dung can nhap diy du thong tin & man hinh ding

nhap. Bao gom:
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= Dang ky tai khoan

Le Hang &
0932345253 L
hang le@webcall vn =
...... o S— 1
Cédng ty TNHH DVTM Vign Thong Sé =

Lau 11, Tea nha Athena - 146 Cdng Hoa, P12 [11]

€ Trov lai trang dang nhap

Néu tai khoan di c6 ngudi ding ky va st dung rdi, hé thdng s& highlight nhiing truong
thong tin trung khop do, nguoi dung phai dang ky 1 tai khodn vdi thong tin khac.
Khi nguoi ding dang ky thanh cong. Nguoi ding ¢ thé dang nhap vao hé thdng véi dia

chi email va pass mdi dang ky.
bang nhap

Giao dién ding nhap hé thong.
Néu quén mat khéu, hay bam Quén mat khéu, Nguoi dung nhap dia chi email dé nhan mat

khau méi.
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® bang nhap &, Nhan Méat khéu
hang.le@webcall vn & Nhap email ma ban dang ky
p— = ; -

Shinne & Dang nhip
€ Quén mat khau Bang ky mién phi - Tit G il g Thn

C. Trang lam viéc

Trang lam viéc s€ dugc hién thi theo cau truc sau:

Trang lam viéc

Trang chu Phong chat Danh ba Nhan vién Thiét 1ap (TL)

Tong quan Hién thi cac cura s DS khach hang
s0 dang chat

Hién thi tén nhan TL chung
vién trong ndi b

Lich str cude goi Nhém danh ba

Phiéu xir Iy

Lich su chat

Bao cao phiéu

I.  Trang chu
1. Téng quan

Hién thi cac bao cao cua call center.
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Khung thixi gian 2017-09-01-2017-08-30 »

Huéng dan st dung

Loaithéng k&

4

Bang vao website

241 51 114

Goivao Tra loi Bi nhi

Bi€u dd goi vio theo thii gian

40
-o- Trd I&i
g 4+ Bi nh&
o 20 = Thy thoai
S
o \ ~+ Nghe théng bao
[/ R S — - A - -— [ ————F it — -
1.5ep 3.5ep 5.5ep 7.5ep 9.Sep 11.Sep 13.5ep 15.5ep 17.5=p 19.5ep 21.Sep 23.Sep 25.5ep 27.5ep
Highcharts.com
vdo theo nhin vién
STT  Nhén vién sS4 cubc goi Tra i Binhiv Théi gian chér ‘Dam thoai Théi gian chir TB ‘Dam thoai TB
1 13 43 70 06m 17s 0 3s 0
2 WebCall Team 30 4 26 41z 01m 24s 13 218
3 WebCall CS 4 3 1 0 39s 0 13s
4 o 0 0 0 0 0 0
5 Nguyén Thanh Ting 18 1 1w 9s 04m 11s 1s 04m 11s
[ o 0 0 0 0 0 0

Webcall théng ké duoc tat ca thong tin lich sir cudc goi theo yéu cau, giup ngudi ding
c6 thé d& dang thdong ké, phan tich dé dua ra nhimg chuong trinh va chién lugc ban

hang phu hop va hiéu qua nhat.

2. Lich su cudc goi

Chon ngay - 5 i ine -Loai cudc goi- b - Trang théi - b4

26 2404 cudc goi dwoc im thiy | ©6 0102 thu thoa

STT Noay Loai cudc goi N goi Mguedvi nhan Trang thai Bam thoai (s) Cwrdrc phi Ghiam
16 2710912017 15:21 Goivao 0932723093 playback Tra i 7 0
7 2710912017 09:42 Goivao 0932345288 playback Tra I 7 0
18 2710912017 09:42 Goivao 0932345288 playback Tra Iy 7 1]
19 27/0912017 08.04 Goivao 0904733788 playback Traloi 7 0
20 27109/2017 01:28 Goivao 0941803150 playback Traloi 7 o
21 2610912017 1656 Goira WebCall CS 0989127410 Trali 134 2412 « &
22 26/09/2017 16:43 Goivao 02466506522 playback Tra i 3 o
23 2610912017 16:41 Goira WebCall CS 0981149289 Traldi 59 1,062 &
24 26/09/2017 16:38 Goi ndi bd WebCall CS Khdng trd 131 o 0
25 26/09/2017 1547 Goira WebCall CS 0903623528 Tra i 261 4,698 s &
26 26/09/2017 1532 Goira WebCall CS 0901840424 Tralti 3 504 o &
v 26/09/2017 15:28 Goi ndi bo WebCall CS Khang tra I 1] 0
28 26/09/2017 1432 Goivao 02466506522 playback Trali 2 0
29 26/09/2017 1417 Goivao 02486508522 playback Traloi 5 0
30 2610912017 1412 Goira WebCall C5 0932026078 Tralii 173 3114 &

o
@
=
o

9 trang cudi
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Théng ké day du cudc goi theo nhiéu tiéu chi khac nhau. Cé thé xem chi tiét cudc goi va
cudc phi twong tmg, ddng thoi co thé download hodc nghe lai théng tin cude goi trén

web.

3. Lich str chat

Hién thi thong tin lich str chat voi khach hang,

Lich sir

Lich str chat

2017-09-28 - 2017-08-26 ~

Tén khach hang Lién hé lan cudi Néi dung
1 abe 28/09/2017 445 PM tewtre i
2 lele 28/100/2017 4.42 PM abcdiyz T

4. Béo cho phiéu
Béo cdo tht ca cac thong tin cta phiéu xir 1y: Béo cdo phiéu theo chién dich, theo nhan

vién, theo nhém danh ba...

23 9 4 10

Phiéu xi¥ Iy Phiéu chiea x Iy Phigu dang ¥ IV

S

Biéu d phiéu xi¥ I} theo thdi gian

- Phiéu chira xif Iy

>

= ~+ Phiu dang i Iy

a? — 8- Phiu da hoan thanh

= & Phiéu qua han

i
17. Jul 31 Jul 14. Aug 28. Aug 11 Sep 25, Sep 9.0t 23. 0ct 5. Nov
Highcharts.com
Quy trinh xt¥ Iy
Chua chon
Téng phiéu Pang xir Iy Tré hen Hoan tat Phiéu lap

g i [ o 2 2 E 3
khéing phis hop [ | 2 2 5 2

II.  Phong chat

Giao di¢n lam vi¢c chinh ctiia nhan vién, tat ca cua s6 dang chat s€ dugc hién thi tai day,
moi khi cé tin nhan médi, hé thong s& thong bao dén cho nhan vién biét va ho trg khach

hang. Giao di¢n nhu sau:
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Yebcall M Traegem «

Danh ba chat 2

& dunatin . ) |
= Mhém Dffline

8 Le Thi fuyen Trang

# Ngoyen Thanh Tirg

4 Prase De Hao

8 VebCal CF

e Taws

i F8 Dannes

15
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LA T HAng *

& Ghi chii cho phién chat hign tal

Nindin cho trlen s dung Chal

@ Thing tin nguin lign hé

& Chag
. 1BE2ESID0S - S8 dn Moal khis
B chaunn K2B@gmas com

v BDachi

@ Thdng tin phién truy cap

L]
@

.
Tin nihdn mai v xin cho bidt chipi @ X
Pang thang kudn &

Nhéan vién c6 thé click vao tén cac nhan vién tuong ung dé chat, hoac click vao bi¢u

tugng tao nhom dé chat group.

III. Danh ba

1. Danh sach khéach hang

Dkand 0 kndch nding i e hng

®
QN hing cnum i 8l

&l ) lam phgng
Hrch hang chum phde ioar

chaut
- Kndch Rdng chum shdm ioar

ga enautk

’. Kbdch hing chus ohin ioel

m Chim Dieu
P o

B Thi Thus Mureng

0 Fdch Réng chim shde
01 Thiér: Knann
Kndeh Rdng chum ande Sp

Phan Thant Vinh

Théng tin Bén hi =]

&  Cuy khich

W ndch hang VIP

a wnh Pt

¥ ®nu Rudy Ruby Precnct B4 Baa Tin Thiing He

i miri tharm gua! mua Piing

b o8 v gis et

ey §

Lich sir giao dich d6i véi tirng KH

Tewing b Wil mili - E15 hodel iy

T bt L8 T kg« SEADR0YY 1483

Chi Minh City Mo 28 b Vetnam (3
o Snnngi =y
& CMNDs
CA Tin Phu

~wndf, EAp . - ITHE

Théng tin céng ty e

W THHH Dieh Vu Thuong Mai VWn Tnéng 54

¥ ¥anhd sthena 145-143 cdng hda, P12 Q. Tdn
Binh, TP HCH, Vieinam §3

B oy e

Théng tin sb ]
Banoan ol /|

Facatank

LSS Imﬂi:i"ﬂi:ﬂtﬂ'- " T

v Twiler

Tho ks - SARROOMT F7 41

C6 thé thém khach hang méi bang cach click ddu + va nhép thong tin khach hang nhu

form mau, hozc thém hang loat khach hang tir file excel.

Phan lich str giao dich giup ngudi ding nhanh chéng biét thong tin giao dich trude day

ctia khach hang dé dé dang tiép can trong qua trinh ban hang.

Vi mdi khach hang, khi ngudi dung muon goi/ gdi email/sms/tao phiéu ...chi can

click vao biéu tugng tuong tmg dé thao tac.
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Huéng dan st dung Y WebCall
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Khi twong tac voi KH, can ghi lai hodc dit lich nhic nhd cong viée, nguoi dung co thé

click vao Tao phiéu. man hinh s€ chuyén sang giao dién phi¢u xu Iy nhu sau:

Pt iy

ang M .
° @ 2 Gl chi LGel  (FGHichy SIEmAll (SMS 8 Xha phidy

| A-n-Eafs == aamzlan]s ==

Thiag tin ién hd -]

| Higuyen | m oe Frsong - Letsausess
Hor i,
| E';I P 37; Gol mot ham gia/ misa ..

| = Pran Trane Ve - tecs3saT3E

T

9 LLAVENVEPID @
T4 Phadu 35 Gol mil tham gha! mua .. i min o gudmy v || chninde wd s v
1= oran T vien - Dicessazia Thing tin céng ty [}

| o
@ Phidu 107
= LT .- Co32345280

hen thiri gian xir iy

@ P 101
[ e T viem - D9365339

i Phia 68 G Wabane
i Pran Thans \ink - DE0G3E5330

| B X phidy ndy
L LT R

Khi nguoi dung dit thoi gian xur 1y, khi dén gio ma phiéu d6 chua dugc cap nhat lai, hé

thdng s& thong bao dén ngudi tao phiéu dé vao xir 1y.
2. Nhom danh ba

Hién thi danh sach khach hang theo timg nhém khach hang.

Whdch hang chira phin loa
C P
Tim kiém KH
whach hang chara phan log C& 579 shbieh néing | Xoa khdy vé thdng
54 dign thoal Email Bia chi
hach héng ving lsl [ -
Cin 5 Whach My ain Sl
e ag .r"z e
o — " W T
Khich hang thing iwdmg
ChXindek bl 1 mach 0 mach o cwn
Thing tnKH _
R wanh og i 8 b C
Khich hang ding hotline
68 itiden hing. ‘ Mirin Trdin oy ok minh W@ el comen
0 TOAN oy 1B
Khich hing VIF
51 Mideh ,:m Dae Van Thanh owoe fanha - set@gmail com
Rich o3 neTEeY  peec@gmat com
Trin Tiing Diding ogr 1
Hruong et gy oI
st oora 4
Dl muc #H Chim Dieu w5
thao nhdm
Nguyen Ngoe Luceg oer r o
e 0T 8 .k 7 W
Thin o7t 34 3
s {7 -S4 F®

Trong phan danh muc khach hang theo nhém, ngudi ding ¢ thé goi email hang loat
cho tirng nhom khach hang, bang cach Click vao biéu twong email, cira s6 gdi email

cho nhom hién thi nhu sau:
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Huéng dan st dung ) WebCall
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G email cho nhém nay x

Co thé xai cac BB Code {{customer_email}} dé hién thi email. {{customer_name}} hién thi tén, {{customer_phone}} higén *
thi s0 dién thoal, {{customer_address}} hién thi dia chi theo tirng khach hang khac nhau.

© ¢ Fomasv B J | @ A~ [ ~| variablelist~ | FontFamiy ~ | FontSizes ~

p Words: 0

Gii

Ngudi st dung ¢ thé soan email dé thong bao cac chuong trinh khuyén mai cho
nhom.

Ngoai ra KH ¢6 thé gan danh sach khach hang theo timg nhom nay cho 1 nhan vién
chuyén trach xir 1y d nang cao hiéu qua cong viéc, bang cach nhin vao biéu tuong

, man hinh gén quyén hién thi nhu sau:

Tao nhém danh ba mdi x

Share nhom nay cho cac nhan vién. Nhan vién duoc share sé co toan quyén trong nhom nay! X

‘ Nhén vién 2 = ‘

Leeur vao

KH chon nhan vién va click luu vao.

3. Phiéuxuly

Phiéu xtr Iy 1a nhitng coéng viéc hodc nhitng tuong tac voi khach hang trong qua trinh

giao dich.
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Huéng dan st dung

00

T8 cd tramg tha

@ Phidu 63: Gol mén tham gia/ mua ...
Btan Thank ik - 08." 1

R asans it

@ Phibu 45: Gol mi tham gia/ mua ...
Fhan Therh Long - 085, 1

e Svrsr 3400

i 45; Goi mén tham glal mwa ...
Figerpln Th Hobi Pfusgng - 056~

dhog § i b e

F->] Phidu 37: Gol méd tham glal mua ...
= Btan Traeh \inh - 080, *

Hon sk

B Phibu 35: Gol mid tham gial mua ..
Fhan Thash - #

i

@Nn‘m“
Bhan Thanh i - 00

niam ik

m.“ﬂiﬁ! .
i ; s

Phadu xir i

[ERE=

Nhap va lru théng tin cap nhat phigu mdi

o SMS B Xda phi

| Prn 45 - Gl mdd thaen glad

* g {

-

Gt i tham gl maua Rdng - sndieg hén e duor

NG g g chil

G mizi tham g/ mus fang - khiing bén e drot

test hon w4 11,00

oot i Tham geaf mia hing -

s Jén e duot  Ljch sir mdi phigu

Dang xir iy | Hen xir by 210772017 1400

Toc e WD Tomes - HETIOTT 1247

1 | Hgn mr by 1107201

Dang xiF Iy | Hen xir i 20072017 1100

T
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héng tin én hi

Canh xumg

W Knacn hang chua phdn eal
002331 i-Shdnmon 2
o &, T@dgielcomn

9 13dubng 18, Prardng 3-8

Thisng tin chag ty o

T Kk b ndw

Thong tin lién
lac chi tist

Trong phan danh ba phiéu xtr Iy, mau sic cua cac phiéu( do, xanh, den) twong tng voi

tinh trang xur 1y phiéu, cu thé nhu sau:

- Mau d6: phiéu da qua han xtr 1y.

- Mau xanh: phiéu da xu 1y xong

- Mau den: phiéu chua xt y.

Can ctr vao mau sac trong phan phiéu xu ly, nhéan vién c6 thé biét va uu tién xt ly cong

viéc nhu thé nao.

Tao phi¢u moi:

Click vao biéu tuong © dé tao phiéu méi.

Tao phigu x Iy mdi x

Ban cdn tim théng tin khach hang J¢ tao phiéu.

Chonngdy «

None selected =

Ngay tao
Ha tén Hang
Dignthoai | pgaz345288

Email |
Bia chi

Nhém khach hang |

Tao béi Tatea
Q Tim kiém

Chinh xac

Chinh xdc

Chinh xac

Chinh x4c

Bat diu
Bat dau
Bt ddu

Bt ddu

(@) Bao gém Két thuc
(@) Bao gém Két thic
(® Baogdm | Kétthic
(®) Bao gém Két thic
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Tao phigu xr Iy mdi x

Hién thi khung tim kiém
C6 1 knach hang tim thdy | @ Tao phiéu hang loat
sTT Ho tén Nhom khach hang Bién thoai Email Quy trinh xir Iy

1 b Khach ha h han loai 0932345288 hang.| beall. 2 N
ang ach hing chua phan loai ang.le@webcall.vn | TAted quy trinh (2) =

| tao phidy

Khi tim kiém thong tin xong, click vao Tao Phiéu.
Giao dién tao phiéu xir Iy

# Ghi chd EEmalI ;.)SMS i Xda phiéu

S[=)

hen tixi
Qian @y -

Goimdithamgia/ mu v || cannhac, frdlgisau v 2017M11/09 14:00

Cnckvao dayﬂeganquvenxu

s Iy phigu chio nhdn vign khac

Ngudi xi i WebCall Team Thay dai

Khi ¢6 1 phiéu d qua lich hen nhung chua hoan tat, hé thong s& géi thong bao dén

ngudi dung dé xur 1y va cap nhat lai tinh trang cta phiéu.

I Phiéu 108: Goi mdi tham gia/ I
mua hang

O 02102017 10:52

Tét ¢ thong bao P

Ngudi dung c6 thé click vao thong bao dé truy cap va xir Iy nhanh cac phiéu qué han.
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IV. Nhan vién

Hién thi danh sach nhan vién trong ndi bo. Co thé xem tinh trang ctiia nhan vién do
thong qua trang thai hién thi. Click vao tén nhan vién dé thuc hién g0i ndi by trén

webcall. Tat ca cac cudc goi ndi bo trén webcall s& khong phat sinh cude phi.

click vao nhan vién frong Ung dé goi ndi bd

@ VWebCall Team offline
@ Nguyén Thanh Ting Available
@ L& Thi Huyén Trang offline
& WebCall CS Available
@ Pham Bic Hao offline
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