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CLOUD XCS

DANG NHAP

Login

CLOUDXCS

PomTrEl iy IR

l Dashboard Liws Seppan
(o
B- REPORT :
|- YEU CAU :
- Budec 1: O trang “Home” , click chon biéu twong “Report” “="" . Sau do6 chon

“Queue”, “Agent”, “Date Range” va nhap chon nat “Submit”
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Danh sach Agent ndm trong
Queue thuéc Supervisor

Danh sach Queue
cla cac Supervisor

Select Agents
Date Ranga
=3
- Buwdc 2: nhap chon menu “Report” , chon loai report
Isibouind Call
Crakbaiiind Call
Campaign Repor .
Ageri Sunymany
Campaign Agent Calls lI
pat Lo
IWR
- CHI TIET :
1- Inbound Call
1.1- Distribution :
a- Summary :
455 e s
Fymt Moam LTH [LREEY
b- By Queue:

Hién thi : b4o cé&o cac cudc goi nhom theo queue, co chi tiét (xem bang cach nhap vao
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Oeatwine Care: 0.37%

+ : Téng cudc goi vao
» . N Cex e i
+ : Tong cudc goi da tra o
+ 3 : Téng cudc goi da tra 10i co thoi gian doi dwdi 20 giay
+ 4 : Tong cudc goi da tra 10 co thoi gian doi duwdi 30 giay
+ 5 . T»e N P
: Téng cudc goi rot
6 _. N A s
+ : Tong cudc goi khdng ai tra 1o
T e
+ : Téng thoi gian xt&r ly cudc goi
+ : Theoi gian trung binh x& ly cuéc goi
- ~
+ : Thoi gian xtr ly cudc goi lau nhat
L : Tong thoi gian thoai
L . . .
+ : Thoi gian thoai trung binh
12 _ .. . A x
+ : Theoi gian thoai lau nhat
15 . o
+ : Tong thoi gian gilr cudc goi
4 _ o . N
+ : Thoi gian gitr cubc goi trung binh
% _ . . o A K
: Thoi gian gitk cubc goi lau nhat
+ 16 : Tong thoi gian cho
+ o : Thoi gian cho trung binh
+ ® : Thoi gian chd 1au nhat
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19

+ : % Cudc goi tirng agent nhan dugc so véi tat ca cudc goi cac agent nhan dwoc

téng s6 cudc goi cua tirng agent
%Call = = = - x 100
tong so cuoc goi

20 R S R " L R : A
+ : % Cudc goi thanh cbng cua agent so v@i cac cudc goi agent nhan dugc
téng s6 cudc goi thanh cdng cla tirng agent
%Completed = — — — x 100
tong so culc goi cua tung agent
+ 21 : % Cudc goi khdng thanh céng clia agent so v&i cac cudc goi ma agent nhan
duoc
tdng s6 cudc goi abandon cua tirng agent
%A Abandon = ~ — - x 100
tong so cuoc goicua tirng agent
+ - : % Cu0c goi khoéng ai tra 101 so v&i cac cubc goi thanh céng
_ tdng s6 cudc goi ringnoanswer cua tirng agent
%Ringnoanswer = - —— —— X 100
tong so culc goi cua tng agent
+ 23 : % Cudc goi thanh cdng co6 thoi gian doi dudi 20s so véi cac cudc goi thanh cong

YSer. Level 20 tong s6 cudc goi thanh cong c6 thoi gian dgi dwdi 20s cua tirng agent 100
er.Level 20s = T ~ P X
° tong so cudc goi thanh cong cua tirng agent

+ 24 : % Cudc goi thanh cbng cé thoi gian doi duwdi 30s so véi cac cudc goi thanh
cbng
tdng s6 cudc goi thanh cong cé thoi gian doi dwdi 30s cla tirng agent

%Ser. Level 30s = ~ A T = PR x 100
tong s6 cudc goi thanh cong cua tirng agent

- Chi tiét: dé xem chi tiét, nhap vao dong, bang chi tiét dwoc hién thi, phan trang, 10 doi
twong trén 1 trang

[himsrdubun Hy Suwm Ba

-~ moom T . - ' plm NEE WM BE SEG S6E NES BEN SNE IR W T i pagma T T

Tai liéu Cloud XCS Contact Center - cloudpbx.vn Trang 10



COMPLETEBYCALLER : cudc goi két thac béi khach hang
COMPLETEBYAGENT : cudc goi két thic b&i agent
TRANSFER : cudc goi cé chuyén ti€ép
ABANDON : cudc goi rét (khdng thanh cong)
RINGNOANSWER : cudc goi khdng co ai tra 10i

- Report bang db thi :

- Export .PDF : nhap vao biéu twong 2 @8 Iwu bao céo bang .PDF
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- Export .CSV : nhap vao biéu twong %] dé Ivu béo céo bang .CSV
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c- By Agent:
- B&o céo cac cudc goi nhém theo agent, co chi tiét (xem bang cach nhap vao dong),

khong phan trang, cé export file bang ‘.pdf va ‘.csv’
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d- By Date :
- Bé&o céo cac cudc goi nhém theo ngay, co chi tiét (xem bang cach nhdp vao dong),
khéng phan trang, co export file bang ‘.pdf va ‘.csv’
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i
-
-
[~ TP P -

e- By Hour:
- Bé&o céo cac cudc goi nhom theo gidr, co chi tiét (xem bang cach nhdp vao dong), khéng
phan trang, c6 export file bang ‘.pdf’ va ‘.csv’
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f- By Detalil :
- Hién thj tat ca cac cudc goi, khong phan nhém, c6 phan trang, 20 d6i twong trén 1 trang,
c6 export file bang ‘pdf’, va ‘.csv’

i R A %

' P =nw
uil T v E=
T d ol =
= - T ik L-u

1.2- Answered :
a- Summary :

harm L

Lz I
Toarwin it [faenied  Coferer Ui Tew Lo Wyl mus
1= [l Rt L] Aoy, Wid L§ )
o o e e b LI T L 5 i)
Pernait Hirs T L L)
g i mats
i lain i

b- By Queue :
- Bé&o céo cac cudc goi nhém theo queue, co chi tiét (xem bang cach nhap vao dong),
khong phan trang, cé export file bang ‘.pdf va ‘.csv’
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Answared By Gueds
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c- By Agent:
- B&o céo cac cudc goi nhém theo agent, co chi tiét (xem bang cach nhap vao dong),
khéng phan trang, co export file bang ‘.pdf va ‘.csv’

Answured By Agsnt

A e
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d- By Length:

- Bé&o céo cac cudc goi nhém theo chiéu dai cudc goi, cé chi tiét (xem bang cach
nhap vao dong), khéng phan trang, cé export file bang ‘.pdf va ‘.csv’
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e- By Range

- Bé&o céo cac cudc goi nhom theo gidy, co chi tiét (xem bang cach nhap vao dong),

khong phan trang, cé export file bang ‘.pdf va ‘.csv’
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f- By Hour:
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- Bé&o céo cac cudc goi nhém theo gidr, co chi tiét (xem bang cach nhap vao dong),

khong phan trang, cé export file bang ‘.pdf va ‘.csv’
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g- By Detall :
- Hién thj tat ca cac cudc goi, khdng phan nhém, c6 phan trang, 20 d6i twong trén 1
trang, co export file bang ‘pdf’, va ‘.csv’
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a- Summary :
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b- By Queue:
- B&o céo cac cudc goi nhoém theo queue, cé chi tiét (xem bang cach nhdp vao dong),
khéng phan trang, co export file bang ‘.pdf va ‘.csv’
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c- ByAgent:
- Bé&o céo cac cudc goi nhém theo agent, cé chi tiét (xem bang cach nhdp vao dong),
khong phan trang, cé export file bang ‘.pdf va ‘.csv’
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d- By Reason :
- Bé&o céo cac cudc goi nhém theo nguyén nhan, cé chi tiét (xem bang cach nhap vao
dong), khéng phan trang, c6 export file bang ‘.pdf’ va ‘.csv’
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e- By Range:

- Bé&o céo cac cudc goi nhom theo gidy, co chi tiét (xem bang cach nhap vao dong),
khong phan trang, cé export file bang ‘.pdf va ‘.csv’
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f- By Hour:
B&o céo cac cudc goi nhom theo gidr, cé chi tiét (xem bang cach nhdp vao dong),
khong phan trang, cé export file bang ‘.pdf va ‘.csv’
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g- By Detall :

- Hién thj tat ca cac cudc goi, khdng phan nhém, c6 phan trang, 20 d6i twong trén 1

trang, co export file bang ‘pdf’, va ‘.csv’
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2- Outbound Call
2.1-  Distribution :

a- Summary :
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- Bé&o céo cac cudc goi nhém theo agent, cé chi tiét (xem bang cach nhdp vao dong),

khong phan trang, cé export file bang ‘.pdf va ‘.csv’
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- B&o céo céac cudc goi nhém theo ngay, co chi tiét (xem bang cach nhap vao dong),

khéng phan trang, co export file bang ‘.pdf va ‘.csv’
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d- By Hour:

- Bé&o céo cac cudc goi nhém theo gidr, co chi tiét (xem bang cach nhap vao dong),

khéng phan trang, co export file bang ‘.pdf va ‘.csv’
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- Hién thij tat ca cac cudc goi, khong phan nhém, c6 phan trang, 20 d6i twong trén 1

trang, co export file bang ‘pdf’, va ‘.csv’
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2.2-  Answered:
a- Summary :
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b- By Agent:
- Bé&o céo cac cudc goi nhém theo agent, cé chi tiét (xem bang cach nhdp vao dong),
khong phan trang, cé export file bang ‘.pdf va ‘.csv’
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c- By Length:
- B&o céo céac cudc goi nhém theo chiéu dai cudce goi, co chi tiét (xem bang cach
nhap vao dong), khéng phan trang, cé export file bang ‘.pdf va ‘.csv’
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d- By Hour:
- Bé&o céo cac cudc goi nhém theo gidr, co chi tiét (xem bang cach nhap vao dong),
khéng phan trang, co export file bang ‘.pdf va ‘.csv’
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e- By Detall :
- Hién thij tat ca cac cudc goi, khdng phan nhém, c6 phan trang, 20 déi twong trén 1

trang, c6 export file bang ‘pdf’, va ‘.csv’
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2.3- Unanswered :

a- Summary :
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b- By Agent:

- Bé&o céo cac cudc goi nhém theo agent, cé chi tiét (xem bang cach nhdp vao dong),

khéng phan trang, co export file bang ‘.pdf va ‘.csv’
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c- By Reason:
- Bé&o céo cac cudc goi nhém theo nguyén nhan, cé chi tiét (xem bang cach nhap vao

dong), khéng phan trang, c6 export file bang ‘.pdf’ va ‘.csv’
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- Bé&o céo céac cudc goi nhém theo gidr, co chi tiét (xem bang cach nhap vao dong),

khong phan trang, cé export file bang ‘.pdf va ‘.csv’
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e- By Detall :
- Hién thj tat ca cac cudc goi, khdng phan nhém, c6 phan trang, 20 d6i twong trén 1

trang, c6 export file bang ‘pdf’, va ‘.csv’
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3- Campaign :

3.1- View:

- Hién thi tat ca cac campaign, click vao nat “Report” &
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3.2- Detail :
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a. Summary :
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b. By Agent:
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- B&o céo cac cudc goi nhém theo agent, co chi tiét (xem bang cach nhap vao dong),

khéng phan trang, co export file bang ‘.pdf va ‘.csv’

Tai liéu Cloud XCS Contact Center - cloudpbx.vn

Trang 23



LIV LB

A

LT LTS

[

Wy Mm

Tl Fiimid

gl N Cipierdin] Pl Bimilre] Ll Fimbi il tirsda L) (L] Tedi tmid el | W il Ml =
] H- 10 - (13 ] n L HEA BB Eirm EMNIT MEN EIH BT R RN i e RS "V XN
Imdn
(L= L] n L] L] W ER ESm BEN AR RO ERD NEE TEN DEE 0did Bt 20w e
g - g ¥ L] 1 ] L} I DT N BEIT  END ET W RN e SN N Mjwid metH M A il
'-;' = L] L] L] L] Lt ] "l-l-'..'l Lol ‘.'.Tl'" B SRS EeRl e e A i .'I-‘il'\l- L L AR

C.

By Hour :

khéng phan trang, co export file bang ‘.pdf va ‘.csv’

B&o céo cac cudc goi nhom theo gidr, cé chi tiét (xem bang cach nhdp vao dong),
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d. By Length:

B&o céo cac cudc goi nhom theo chiéu dai cudc goi, cé chi tiét (xem bang cach

nhap vao dong), khéng phan trang, cé export file bang ‘.pdf va ‘.csv’
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e. By Answer:

twong trén 1 trang, cé export file bang'.pdf’ and ‘.csv’

f.
Hién thi tat ca cac cudc goi chuwa tra 161, khdng phan nhém, c6 phan trang, 20 d6i
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twong trén 1 trang, co export file bang‘.pdf’ and ‘.csv’
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g. By Detall :
- Hién thj tat ca cac cudc goi, khdng phan nhém, c6 phan trang, 20 d6i twong trén 1
trang, co export file bang ‘pdf’, va ‘.csv’
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3.3- Survey
- Co export file béng *.CSV’ va ‘.PDF’

Survey 1 = = eonom

I 1 Ly do goi vig

@% ' s

- Note:
(1) : Tong cac cudc goi da tra loi/ tdng cac cudc goi da hoi
(2) : SO lwgng cac cau tra 10 cho céc s Iwa chon A/B/C. Tong cac s lwa chon
la tong cac cau tra loi
(3) :601a100%, 8 la 13,3%
(4) : Phan tram cla sy lya chon A/B/C/D
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4- Agent Summary

41- View :

Hién thi tat ca agent dang hoat dong,

lru bao céo bang “.PDF” va “.CSV”

I L

Chrwawn nbpwid  (ttoued . Do Lorw Tobs Saim
frndl T LS RER e

Vil [ mnis LWL

Pwiad: Smm

Firrdw of Agerin mw

davrngs Terk Fire niru
Errmjum Wsib Thrm: R AT
Tt Wk Thrs HEn

s Ay [3 {]

dpran femadain Tirme Posiior Thma .'M Thas | b Treas Cob Tjas L alive biveh (5] limech bimak L ] ks [E23 [P el
-y EEeE mos i RV RO Cadin "mits o) WEM R ] BEXn 000 B B O 4]
z e mion Mmu nom oEres nmn e wern | nmy "o M a0 LA FES
L waan mmn sy o o 31 08 B A PR E M ol L8 ] LN 1] By o0 30 B B4
st O bl i bl R 60 R ] (L5 F: ] (R e a s MGG OON WO FaIeE | pEdi
) Wi Wimn B B R [l ] mmmn B E &1 0 ()] LR g ] i QI BEDaEd [ Lok
S LT L] BRI mmE R LR B o HEE HEH D EEn o
(e nmn mon B0 BO MW | (LT BENE W MEN WD NH RS N
el I (1 E ] [TH 1] 140 e (S -1 ] [P RR ] 1] YL ] R ] -t Mo W [F R
L] mon mon b 00 B¢ nmo tocaa e Ton aaem HMmn Hmmwn Moo o0 e [LL
" [T W 3 B B B ¥ 058 [P M 1 00 W MEE MEH MW M e
vy H4 o o LT 3 Dol [T 8 | o a1 em M e e eI B
[ o o L oanee mimn = e R ] Lo ] "o L5 0- 3 e
Py 18 i oL B0 i g ) B 3 bEosd Bl b b [ a4 63 MEEES M X TN T T
e S 0 0T Mo W0 B m o L8] minm ST T ) MM HOM e WO | PN
Fres iy LT LR L] Mers | b L0 MmN BN Hbte HOW HOYH NN R
LT mmn e R o o e o e e mirm M I L1831} 8 EE
i L e W T B0 B 0 [EX ] T EEN  XER BEmE MEN BN XN
E o] fEmin flmon BEDO BE 0 o -1 o Hme mmm oo H Nmn Ermace mm
Tl [T s L T T T T TR T T ST W e

+
gian tam ngwng lam viéc
+ 2 Tong thoi gian tam ngwng lam viéc
+ @
hién cudc goi
+ * . T6ng thoi gian ranh
+ % Téng thoi gian thuc hién cudc goi
+ % . cac Iy do tam ngung lam viec

4.2-  Chi ti€t dang nhap:

a- Summary:

: Tong thoi gian dang nhap. Thoi gian nay la téng thdi gian lam viéc cdng véi thoi

: Tong thoi gian lam viéc. Thoi gian nay la tong thoi gian ranh va thoi gian thuc

Hién thi chi tiét ca tirng agent bang cach nhap vao tén tirng agent

ity Wi ]

gl B0 | [ R

dadis Cursmund Fribeend
LISTR{""Y HARDI A 00X
Ead [wm 21 T
Pt T3 dmen
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b- Login/ Logout :
- Hién thi chi tiét dang nhap au agent, khéng phan nhém, c6 phan trang 20 ddi twong
trén 1 trang, lu bdo céo dwdi dang “.PDF” va “.CSV”
fomiosbn

rmm=d - Liggm Tarm g T o T
L LE il mdrmiamy RinA1m wirim iR i)
L g e R IR R R MG WIS e
N i g
— — ol
Fa - np r .
i ——— SILET TR mon
Ly ‘—— CEIE
= o
o ] e Rl
Il | E LI LB ]
N el il L = mew
Ty = il
[- -v7 a1 -]
c- Pause:

- Hién thj chi tiét tam ngwng lam viéc cta agent, khéng phan nhém, lwu bao céo dudi
dang “.PDF” va “.CSV”

T T [
1L R=] Lotns s
i i P
#1v T e
L L 5 lrmr p—
o % e
ol s
ST .
o e
=] ] s
i i -
i [T

5- Campaign Agent Calls :
- Hién thi danh sach cac cudc goi ciia Agent trong Campaign Iu bao cio dwéi dang
“.PDF"va “.CSV”

Campaign Afpent Cufs a

Bypeii Uil |l Calla Ciwinddbind [ Tk i Tk s Tal Wail My Wi LT N b s sras ks “F wlnd el i
W ] 22 1 1 W1 i a00 e e Lo L L I E (L] L L]
Tewn '] i} Fi it (L] e R Y (LR [FEE iR ET Hal e i, L 1 w-l-\.

- Xem chi tiét bang céach click vao dong
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Campaign Agent Calls

a e
Bpuin i Lo Cully  Complabed Folad Tt o Tal B leih P Heg e W Wk L ] aFeied  Wlali  WEeE
= " 3 i g TR B0 18 Mar ol o8l T s 1% VI 100 [
s Tire Cammain Miars alns LT [uls Arios
JOIS28 N MR WAL, FETRLYII) 1Al 2o ar X )
i (TR T SETLLS Faii 1 ¥ 0
i WAL CHL E12ATIE 1N ral oo 0o oE
S A, DAL PR Feil man X e
GRS W B DAL raLY (e non amm
MIETF Win M B, Ol LLEEPrdle ran LRy o0 M
(RTREE.] BN ) FETRLN | Fail S ¥
AR LR ] s TAL TIRRLA AHUATE mnmimn o PR e A I
TAREST 142 5 MR, Tl R AR 1 i1 ¥ B
[« ot o]
Towd & LT 11 mma mOeth Wik mmar e eEn Wre T T T

6- XCM :

6.1- By Date
- Hién thi: Bao cao XCM nhém theo ngay, co chi tiét(xem bang cach nhdp vao dong),
c6 phan trang 20 déi twong trén 1 trang

Distribution By Date Jd
D ¥ Tofal Leaxd Total Sall Tortad Compiets Tortad Fasl
b TR 1Y) 1 i
2TL10:10 ]
2014 1 B 3 :
2ot 0406 1 ]

- Chi tiét : nhap vao dong dé xem chi ti€t , c6 phan trang 10 doi twong trén 1 trang

Distribartion By Date ad
et # Tortadl Leaxd Total Call Total Compleis Tesal Fail
24 s 1
Hrid-10-20 | - s B 1
!
Tisa Qusus Agsnr Phans Subjmel Prosduct Achien LETTL] Comms
530 [T il mir Tir vila sl prslim il b wile ETEE ]
o | T 1.8 thanh ndn 2 hr wiln Compisied
o e brLrd L madh fan 2 vilin Amamdzn
noowsd BE Tir wits shn prdm = hr wiln Compieen
e ] Tirwln s pein EEETE Crmieied
b Tir wills im prsdim 20 hr vim Compieted
oo a ] T Tir vl sdn prdm Den thiog| 2 e Compleied

.\ EELETY 1 B

6.2- BylLead:
- Hién thi: B4o cdo XCM nhém theo lead, cé chi tiét(xem bang cach nh&p vao dong),
c6 phan trang 20 doéi twong trén 1 trang
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Distribution By Lead Jad

Lead Total Cail Tatal Compiete Total Fail
QAT INEE0AL 1 1 o
HTT 18 1

- Chi tiét : nhap vao dong dé xem chi ti€t , c6 phan trang 10 doi twong trén 1 trang

Distribution By Lead 3=
Liag Total Call Total Comaiate Totad Fasd
;.'ﬁ FROGRNED { L a
T [ e T 5
Date Quays agsng Haib|ect Pradict Acton Rasun Cam=snt
At 11 15T Innsaang AE% ST Tir win sn gndm Ol 1uF s Chspaingd sk i
Jtd-30-1d tH3Ea inbictin [5e ] Tir wilkn niin prdm B8 1 uilA Amandnn
L FRGE PR E oot i LIl thaoe todn £ i wilin ConpEma
SOEd-T0-14 40 inzuni 1 LN thares todin 1 o vitn Aoanmon
Tor4-R0-84 1HEEAS inbaond i Tir %dn san phdm £18 fir whn Compinied
S04 04 8 B tmboant i Tir wiin shn phdm B8 i vlin Abandan
T0Ed:40-14 15 74.00 mboand e | Lol thae tadin £ fr ifm Compieted
INTEA DS TR IGD o us Tur wiln 2iin pedm 0 o wim CompEied
IELAA 0N D01 A Witadaril L thanes inan £ e vhn Girmpited
B0 E 11 AR [LE=rih) 3] Lol thasne fodn 05 I uln AEaniod

6.3- By Detall :
- Hién thi: Bao cdo chi tiét XCM, khéng phan nhém cé phan trang 20 déi twgng trén

1 trang

Dusiribution By Detadl a«
Cixds # agpeni Foone Subpeci Produc Botior Reauit Emmard
P07 R0 Ol 4N TTI? Tur vdn s8n phdm Snde oo Tl fur viin Abandon
A0 0=TT NR-5 05 =N TTTT [E- RS L BTTRE P Tt listd
2034-10-17 BB AE i LF Tir win sdn pndm Ead Mo 4 tur vl o
FCAL M-S e TR TN = TTTF T vin sdn phibm Tadr o tir wbn Compried
2594 10-14 4 =0 FrER Tu whn wdin gl Ol 11wl [=FTTT T

inboand =R NOTHIZBOSD Tur vin s&n philm B iy vin Compeiea

it =i T Tar whin whin peilen LiE QTR Ctwpaims
B0 S50 DN bR ITIY Ll ®anh iodn I vy Abande
Fod- -2 00 YR 40 T L TTTP L8 anh i F v o s
214018 00 1€ 80 [ i TTT? T wiiv sy i 4t v L tyriEd

Tai liéu Cloud XCS Contact Center - cloudpbx.vn Trang 29



7- DID

DID Summary

(=1 AS5 cals

Han e

End g8 ik s 2 I
Y 3

025 DT MGE2012791 et i BRI P . )
1 o xt AN _ap i nnarmesi |

B0 ARDHENCHTER: 1

BUTS-5 T AT AT TS ot RIS 1T LAY Radkisrra [ o A5 _samphem

Ao Iy o reraesl eiiml AN [Lafi it ey |

A LOEna0, e s 1

- Muc 1 : bdo cdo téng cac cudc goi ngoai Queue

- Muc @ : chi tiét cac cudc goi ngoai Queue
+ Date : ngay thang goi vao
+ Phone : s8 dién thoai goi vao
+ Operator : dau s& nha mang goi vao
+ DID : s6 dién thoai dau vao cla Queue
+ Wait : thoi gian cho
+ Note2 : vj tri cudi cung cudc goi két thuc trong hé théng (ngoai Queue)

- Muc @ : export file .CSV

Date Ti Operater Crarae =102
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- Muc 1 : report IVR Survey. Khi chon group survey thi muc < sé hién thi cay IVR.

Click nat 2] s& bao c4o toan bd cay IVR

-"u"'ﬁl!E!

Groupd

Rapt ]

Proutt  Luatpry w50 wi-2 | wT-3-3 t-31 WT-5-1 L -1k L= B w31 te-1-1 LB S [ 5 2 btedd wr-d-1 &7 w84 WT-5-1 A4
e o o [} a 1 a 1 [ L E E ] [} q a a
(Fhaic s 1 1 o 1 a q 1 E [ 1] 1 [i} 13 1]

{14 [ 1] i q | ] 1] B 1] 1] 1] a q
Fprai 1 o n a a a a 4 [} o 1] 1] n o [}
L] : 1] [1] 1] J a a b [} o [} n n a
m 4] o 1] 0 a a a b o o o a a a
EbewE 1o o o a a a a a B o o o a L a

- Muc 2 : hién thi cay IVR

« Asys-sanpham(2)

« Others(0)
Laptop(1)
EPC(D)
Epad
NB
DT
E box/E top

+ GOc la mau xanh. S6 trong ngoac la sé lan vao IVR
+ Mau den la phim bam, néu khdng c6 tén thi phim bam sé hién thj la Key_press (nhw
hinh duéi). S6 & trong ngoac la sb lan chon phim bam

» key grese 101}

r iNelcame S

Muc 3 bao cao IVR theo nhanh

Muc 4 hi€n thi chi ti€t cudc goi theo cay IVR hoac theo nhanh. Click nut ) & phan

nay sé bao céao ndi dung cudc goi dang hién thi
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g Report |

Key_path: ivr-1-5

Total : 2

Date Time Operator Channel Callerid
1/20/2015 14:01 Viettel  SIP/09876 987675641
1/20/2015 14:04 Viettel  SIP/09876 9ETH75641

C- REALTIME :

A
-

- Nhéap vao biéu twong @ trong trang Home hoac nhap vao menu “Realtime”->
Queue Realtime . Nhap vao extension ma ban chon. Sau dé nhap vao nit “Choice” dé
chon extension hoac nit “Close” dé hly thao tac

Choice Extension

I ExiEngial

w501 Waiting
i nboand

O Y-t | |

——
LIE i

nEon

D- CAMPAIGN :

- Nhé&p vao biéu twong @6’ trang Home hoac nhap vao menu “Campaign”
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- Campaign Management :
- Nhap vao menu “Campaign”-> “Campaign Management”
1- Campaign Management :
- Hién thi:

LEaL Dusemim Lrwwang; s Fgemtn Primtiy
BEE LALL I wwge mim el B LRI ] H itz | w Ll e e
VALY Al (= = T 000 {100 003 1 e wikisd pMay s
BEERNG CALL P g B0 B9 O ] pun o Dad g Py gy R
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Ll PO TiaTa RSy el [ T, i} Yy s w el gy 5
LGO _roC Exw Oah Irsam-iF 1 ale (L iy wlelid M s
oo r TRELAAT 11 4108 if yo 1 e §Pxy @
G F FRRLTAT > pawny T i g Py o
It THER FeRa | AT 11 8100 ¥ iy T [ &=
LA M _BSF OOLE i bF riaim i il w kil P o
Lo peN D OO NT-ET 11 410 1 AT LRE » e W E=
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LE0_MEW_OTHES FERALTAT 44 ol 3 ir by oDkl P oc
Lish_M T heET FApAF 11 2L if iy B winai ¥y mE
LED MY SPOAY HIRALENT 11 6108 L1 prmus £ o Iiad g I ]
CH_ RV DTG P Wi R R
Brd_pal_ T i L E (12 O ]
v REW _[W8F_HOT [T w lhas g ey gEal
H_PE P yvasina w4 willed gy g
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Rikdra Dheecrigrtins Cinathag Dts CHmpagR

CENTIRLLE i Efee gin e An e
GENFER CH [ = mRerwen Ele g Py g fion
ENTER_MORE Bl GRS b My @

Retsr Detall Munapement
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1.1- Create New Campaign :
_ Nhép vao nut 4 Add new Campaign |4 &dd new Groop o fmport Leads

- Hiénthi:
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Campaign Infomation

Name : khong dugc rong

Description

Priority (“Normal” Ia mac dinh)

Agents : them céc agent vao campaign

- Sau dé nhdp nat “Add Campaign” dé két thir, hoac nut “Cancel” dé hly thao tac

1.2- Edit:
- Hién thi:
[ i |

Basic Information

Guastionnaire

1.2.1- Basic Information :

- Hién thi:
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Basic Information

Hame * 0D HEW DSF_ROT

Name :khong dwoc rong
Description
Priority
Agents : chon cac agent bén cot bén trai , va nhdp nut “>>" dé gtri danh sach
sang cot bén , hodc nhdp “<<” dé gri danh sach nguoc lai
- Sau dé nhap nut “Update” dé két thiic

1.2.2- Questionnaire :

- Hién thi :
Questionnaire
* B
[ |
M Cormam Rtrve Tinie
1 i e [ |
4 1 w ¥ ¥ '
- e = i
] I ]
ik : £1 i
i f ]
=E e e e e e 1M1 ]
a- Add new question :
- Nhap * 4ccliew Qusston d€ thém cau hoi . Clra s6 “Add New Question”

hi€n thi. Sau dé nhap nat “Add New” dé két thiic hoac nuat “Close” dé hly

thao tac
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Add New Question

LRt B
Selochon

SR ETS

b- Survey Template :

Nh&p vao nat = =urvey Template cpa 5§ “Survey Template” hién thi

Survey Template

Availablily Surveys Campaign Sunmeys
maniual call CURIDmEr Service Satisfachior
IPhone 53 Survey

¥

Cigse Lipdate

- Chon danh sach Survey, sau d6 nhap nit “Update” dé cap nhat. 1 man

hinh xuat hién héi ban c6 that sw chon Survey nay hay khéng. Nhap nat
“Yes” dé chon hodc “No” dé huy

- Sau khi thém Survey vao campaign, tat cA moi cau héi trong Survey duoc
thém vao trong campaign, va néu cau héi dwoc thém vao / xda bo,
campaign sr dung no sé thay doi. Khi xba Survey, tat ca cau hoi chua tirng
duoc trd |00 sé dwgc hoan toan xéa khoi, con véi nhirng cau héi da dugc tra
|01 sé duoc dwa vao thung rac (Trash)
c- Detail question :

- Nh&p vao dong dé xem chi tiét cau hoi
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- Nhé&p vao dropdown “Follow” dé chon cau hoi dé nghi ti€p theo
d- Trash:

- Trong tab “Active”, nhap vao biéu twong W Trash @& dwa cau hoi d6 vao
tab “Trash”, nhirng cau héi trong tab “Trash” sé& khong xuét hién trong

“gquestionnaire”. Moi phan dé nghi dén cau hdi trong “trash” sé bi hay

e- Active :
]
iz Soand freazave Tiee
Py
- Nhapvao nat G ACive gé dua cau hai tir “Trash” vé lai tab “Active”
f- Remove :

- Nhitng cau héi chrra bao gior tra i, sé xuat hién nit ¥ ~emove

- Nhé&p vao nut “remove” dé xda cau hoi

1.3- Detail :
- Dé xem chi tiét cila campaign, nhap vao nut “Detail”
738 ] ML L 11 ] HaTeEl W TR = E
Tosal Leads Roemain Leass Ageniy Barvepi Quesaans Calls Gonpleted Transfered Failed Wiait Tals

| = 1 : 2 .
Total Leads: danh sach tét ca cac Leads cua campaign (bao gobm da goi va chua
duoc goi )

Remain Leads: S6 lvong leads chua duwgc goi
Agents: s6 lvgng agent dwoc gan trong campaign
Surveys: So lwgng surveys duoc sir dung trong campaign.

Questions: S6 lwvgng cau hoi trong campaign (bao gém cac cau héi trong surver).
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Calls: Cac cudc goi da duwoc goi

Completed: Cac cubc goi da tra |oi

Transferred: C4c cudc goi dwoc transfer thanh cong
Failed: C4c cudc goi khéng thanh céng

Wait: Tong thoi gian doi

Talk: Tong thoi gian néi chuyén

1.4- Play/ Stop:
- Play /Stop campaign bang cach nhap

- Fiy Campaign da ngirng, nhap Play dé chay campaign

e - Campaign dang chay, nhap Stop dé nglrng campaign khéng nhan cuéc goi
- Hanh dong Stop/Play khdng anh hvdng dén campaign MANUAL CALL,
INBOUND CALL. Hai campaign nay luén chay, viéc stop campaign chi dé chinh

stra _campaign.

- CO thé stop/play nhiéu campaign trong cuing 1 thoi diém, bang cach danh dau vao
checkbox & dau dong tirng campaign hodc nhdp vao nat & Check Al [ Uncheck All gg

chon/hily chon tat ca campaign, sau d6 nhap nat »Flay  ESiop

¢ MSS_CALL MISS_CALL
¢ MANUAL_CALL CAMPAIGN FOR MANUAL CALL
¢/ INBOUND_CALL FOR INBOUND CALL

1.5- Import Lead :

P Add new Campaigr Add new Group | e Import Leads
- Nhé&p ndt “Import Leads” ¥ . S ¢E :

Form import xuét hién, nhap chon nat “Chon tép tin” va nhap nat “Import”

Import lead

Chan TEptin |

4 It

2- Campaign Group :
- Nam phia dwdi cung cia bang campaign
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Cempaign Group Management

hamn DRE:pHOn oy D Campagr
-1 o | - HER i ¥imow BN kP B30

2.1- Create New :

& Al nEe Carmagn F il ee Giluy E’ o] Lesds

- Nhép vao nuat

- Didén trang “Add New Group”

Add New Campaign Group

Group Mame

Dhirscrapditay
Cmmpaige
L
L3
Agenl
Appiral T
Lar Riit
bt L
Py -
RENgL
Ny
hnangrgs

- Nhap nat “Add Group” dé hoan tat

2.2- Edit:
- Nhap vao nuat “Edit”

Campaign Group Management

Hame Cemaripties Sreaing Cote Campaigns

A=t U 1 IVRLE S BRER |t L1 [ BE S PR PR - o o | R P  et pe V
- Didén trang “Edit”
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Edit Campaign Group

Sroup Mame arowp- i
D cripghion Enl mfanm |
CampEEign C_OEr CILE
C_CHEITaL
__rll_' L]

e i L
BelliMiaL. AL &
TRERCIIRET A
Agent FOmErsgiran
{2258 gyl
LR Rl e g
L] haig
- Fe@ni)
Franigrgn
haoa
PN A

- Agent c6 trong group khi agent c6 trong tat cA campaign clia group
- Sau dé nhap nut “update” dé hoan tat

2.3- Remove :
- Nh&p vao nat “Remove” dé xda group

Campaign Group Management

Hama Dwscnption Creating Date Campaigns

! ohi rindh | HAg15 1 3 20 2 W Ao | @ES P iEy W g

2.4- Play/ Stop:
- Play /Stop cac campaign trong group

Campaign Group Management

lang Db erign CraFng Danw Campaigrs

et efnshinn 1 20140718 1R AL 5 ¥ Femove @EH {

3- Refer Detail Management:

- Gan céac agent vao cac campaign bang cach danh diu vao checkbox, sau do nhap nat
“Save” dé hoan tat
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Aeter Detmil Managemant

Al

g ik

anh

RO
L TTE
Vst aliamten
Huidii wdyy
irmng. nip
LTREARE
T

wecw. pnn

-
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(SR

iy b
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b ity

- Survey Management:

- Nhap vao menu “Campaign” = “Survey”

| Corpean Mamageenend |

Add New Survey

£33 Uaragenem

eyt -

Availability Sureey

Survmy Mane Quexbans Usad =y Campaign

Cupstirte Banste Milalsrton B oy B fmr
For marial e | | EE X Do
Fioee A5 Sunmy o [ FE= | Brisii
STCRE 2 - FED K Remore

- Tao m&i survey : ghi tén Survey va nhap nat “Add Survey” dé hoan tat viéc tao méi

XCS opee

Add New Survey

Jurvary lame

[ e sy |
Buray Mama UEETnE Usad 3y Sampagn
giirer Servw e QR RS

Prone U5 Surey

B R 8 @
H OH. . H

e = [i]

- Chinh sira Survey : nhap vao nut “Edit” dé chinh stra Survey
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Awaikability Survey

FLrVEN Mame CUEETIIN Usad by Campaign
Cumlomes Bervice Sabtrom t 1
Far el €20 1
Flaxe 5 Goreey q ¥
1o} [ ]

- Didén trang “Edit”

Survey Information

Sagfly Hairel Caglafer e P EaiERE

Questionnaire

& AL ew Jacalan

=TT

L3 Contaet
A ot 1o £ CREKIET SErn0s SIS & fim i Yo Contac the represmive T
BUTCHNT ST WEE 34BN SN Tl FTRRINET 1D o T (V0T
Adwan] b o) ched e e B il Psiore Afeaeag 40 & Epressalaye

i Dl 20 repreteiiatre  [Seard o Mhaf aiplyi
Al s B (62 8 faim oDt this prooee) rescived Y

i = T 1 S O T ) CONLGE (T R vt [rotiem mas Coneding?
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- Cap nhat tén cho Survey

Survey Information

Survey Name * Customer Service Satisfaction

Update Survey

- Thém cau hoéi méi trong Survey : nhap vao nat “Add new question”

Questionnaine

ko Co=tem

1 i pOLE 0N FRCEFE Callovel AErild e der e (i 0N il COrmact T S prseslal e
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| Add new Question

Tl sy i

rype & S
Sata i

ArmEure

- Xo6a cau hai : nhap vao nat Remove

Qumagizes

ha, e Fisa anwwar
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- Xoéa survey : nhap vao nit “Remove”

Avmlability Survey

Ryrvey lane QuerToan Lined gy Camgagn
Caslemsr EEWCE BRMESSDON g 1 FEm Im"‘ I
Fir rrewiiie | & 1 1 @ rn N Bar
o 55 Burvey a o & Edil W Bt
STORE (L - [ git]

- Lead Management :

- Nhép vao menu “Campaign”->"Lead Management”
g T ——
L Hasa [EESTT™Y Hsma $Tuns Ervmit AT Al
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1- Tim kiém lead bang s6 dién thoai
- Dién so dién thoai can tim kiém, sau d6 nhap nuat “Search” dé tim kiém

=
LN Lo Phanes Fisore PSoa Creall WHIC P Begaiw
[« e
2- Chinh stra lead :
® View
- Nhap nuat dé di dén trang “Edit”

Lead Infomation

slarme et
= piale Femaks
Address aaas

“hone  0BT3I0IE080

Home Fhone QTID4L
Erma test1gmail com
PR Mo
Bgeni w
Upoate Cane

- Thay doi di¥ liéu va nhap nat “Update” dé€ lwu lai thay doi

- Xem lich str
History

A 20131107 14:3%:25  [LOD_NEW _DIGITAL] updated by serviceds

@ 2013-11-07 14:38:20  [LGO _NEW DIGITAL] updated by serviceds

B 2013-11-07 11:14:08  [MANUAL_CALL] updated by servicedb

B 20131101 1111816 [MANUAL_CALL] updated by serviceDs

& 2013-11-01 11:12:53 [MANUAL_CALL] updated by senicelds

- Xem chi ti€t cta lich str
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History

B 2013-11-07 14:3%:25 [LQD_NEW _DIGITAL] updatad Iy sandice0s

B 20131107 14:38:20 [RGQD_NEW_RIGITAL] updateq by servicels

= 2013-11-07 1174:08 [MANUAL _CALL] updmlad by services
Mete

wnibc b nang piein nan wE chil ivong gich va cda o nhnh quiin Binh Thanh

& 2013-11-01 19111818 [MANUAL SalL) updaled by serviceds
B 2013-11-01 11:12:53  [MAaNUAL CaLL) updaled by serdiceis

E- SEARCH:

- DPién s6 dién thoai, Agent ID, ngay bat dau, ngay két thiic, va nhap nut “Search” dé bt
dau tim kiém

Phone Agent 1D Star Cate End Ciate

At 20141040 20141022 Search

- Kétqua:

Reault - Found 250 récords
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NOBE whars] T KILEAEEIY
HOlE LT ™o LUt R
MOIHE nlnaael s AREMTC b
NOKE wibin Hid ALRAMIWIN - ib U]

HOHE ko Llva) ALLEMCEY g1

] it W ALK I [l =]

HORE el (=] ARRALE Y =15

L Vi [E=] ABSHTON Lok ot o]
WIHE T SEEETERLY ANENTOIN Mg M
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L nizarm wnm AHANLE EmE x-am
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HORE boond ol AR wam Col i)
NOKE T L ] WHAMIE Y - =

F-  SETTING :
[

Agent Setting :
1- Hién thi danh sach

- Danh sach Agent ma Supervisor quan ly
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¥
(A - - ]

= =t o
2- Chinh stra théng tin User :

- Nhéap vao nat @59 n&dm & cusi dong
- User ID (khong thé chinh s(ra)
- Name (yéu cau, khéng duoc rong)
- Password (khong yéu cau, co thé rong)
- Confirm Password
- Email (khéng yéu cau, c6 thé rong)
- Enable : Enable/ Disable
- Refer: tén Supervisor dang quan ly (khdng chinh sira)
- Permission Page : cac page dugc phép truy cap
- Avatar : nhdp chon dé thay déi hinh anh dai dién ctia Agent
- Sau dé nhdp nat “Submit” dé hoan tat chinh stra hoac nhap nut “Cancel” dé hly
thao tac

Edit Agent

L L L ol H
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@

Active/lnactive User :
- Nhap nuat “Check All” va sau dé nhap nat “Active” hoac nhap nat “Inactive” & phia

dw@i trdi bang, hoac dé hay thao tac, nhap nat “Uncheck All”

1B Queue Setting :

1- Queue Management :

a. Hién thi danh sach cac Queue:

Guwus s Typs Mumbar Of Agem
Al [T IR [} s

5512 Dt Curboures T s

b. Chinh stra Queue:
- Chi c6 thé thay dai loai queue (Inbound - Outbound hodc Outbound = Inbound)

néu sé lrong agent trong queue d6 bang 0. Nhdp vao dropdown dé chon loai

cho queue, viéc thay d6i lwu tw dong

Queue Management

Buaus ame Togw Mumi+i O dgent

revent [ & Felt

Tee Sl (hifoend 1] & Eat

c. Thém user vao queue :
- Nh&p nat “Edit” & cudi queue, chuyén téi giao dién thém user vao queue :

Inbound - #8483 - Human Resources

Agnii Fnariy

- Nhéap vao Dropdown “Agent” dé chon user, va nhap “Priority” chon mic dd wu tién

, mac dinh la “10"- md&c wu tién cao nhat
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Agern Pz

- Sau dé nhap nut “Add” dé hoan tat viéc thém user, mot thong bao xuét hién néu

thém user thanh cong

d. Xoa user ra khoi queue:
- Xo6a 1 user : nhap vao nut ‘Remove’ & cudi dong tirng user

- Xo6a nhitng user duoc chon: danh ddu vao cac checkbox & dau moi dong, sau do6
nhap nut_ ‘Remove’ & cudi trai clia bang

- Xoba tét ca user : nhap nat ‘Remove All’ & cudi trai bang, 1 man hinh xuét hién héi
c6 that s mudn xo6a tat ca cac user. Nhap “yes” dé xoa.

2- Queue Management By Agent :

- Thém agent vao queue bang cach check vao checkbox , chon lai priority twong rng, sau dé bam
nut Save dé Iwu lai
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Queus Management by Agent [ 4 f— I

Agpaet mbound Cwtbownd
Lo L T — 0 * BEHD . Tew Saie o N
=503 - CHbound 1 %
Anti T B4 et [ ¥ EAR - Tetn Sale 0 !
P - o] 1% ki
e 501 - s I * BEED - T Gale 1o ¥
_ 2502 - Curbound 0 %
iy o 501 - mboung " = BEAZ - Tee Sake 2 E
S807 - Cemmound ! 5
e fimry

) - baunid A - Tl Sale )

- Muc T cac queue trong inbound, 1 agent cé thé thudc nhiéu queue trong inbound
- Muc 2 :muirc do wu tién
- Muc 3. cac queue trong outbound, 1 agent chi cé thé thudc 1 queue trong outbound

- Muc # :tim kiém agent_id
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-  KPI Setting

- Nhéap vao “Setting menu” -> “KPI”

- Bang thdng s6 KPI Setting :

X <= Min Value Min Value <= | Max Value <= X

X <= Max

Value
Total Calls Special Warning (!) | Warning Accept
Answered Calls Special Warning (!) | Warning Accept
Abandoned Calls Accept Warning Special Warning (!)
Avg. Talk Warning Accept Warning
Avg. Wait Warning Accept Warning
Avg. Pause Warning Accept Warning
Avg. ldle Warning Accept Warning
Lead Used Special Warning (!) | Warning Accept

- Giao dién KPI setting

IV-  Call Out :

- Nhép vao “Setting”-> “Call out”

- Chon “Enable” dé€ bat ché do Setting call out

- Chon agents & cot “Available Agent” column, va nhap “>>" dé chuyén danh sach
Agents sang cot “Selected Agent” ,nhdp nut “<<” dé chuyén nguoc lai
- Sau dé nhap nut “Save” dé hoan tat
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Call Out Permission

Deabled

Ayl

imainn
lesicaiosning
trang mip

T J,II.I'lIl.
Cliang him

V- IVR Config :

1- Hién thi :

Choose Group (VR —Choose Group--

Mame Group

VR Available

Choose Root WR ~ —-Choose root---
Choose Tree (VR —Choose—

Display name IVR

2- Thém IVR :

- Bamnat Add New dé thém group IVR
- Sau khi bAm thém, giao dién hién thi
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IVR Selected
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Choose Group VR ---Choose Group-- * | OR Add New

Name Group

VR Availabie VR Seiected

¥

o Dién tén group
0 Chon IVR c6 san bén cot IVR Available chuyén sang cot IVR Selected
0 Bam “Add Group” button dé hoan tat viéc tao méi IVR

3- Chinh stra IVR
- Chon group IVR

Choose Group IVR| —Choose Group--- * | OR Add New
-~Choose Group---
Name Group Group 1

Group 4
tﬁm&_ IVR Selected

Group Survey

™

- Sau khi chon group, giao dién sé load toan bd théng tin IVR

Choose Group VR Group Survey T | OR Add New
Name Group STOUD SuUrvey
VR Available IVR Selected

welcome
B survey 1
L] sunvey2
- surveyd

Choose Rool ViR 22 | r test v
Choose Tree IVR -Choose- L

Display name IVR

- Choose Root IVR : Chon géc IVR
- Choose Tree IVR : Chon nhanh IVR( chon phim bam)
- Display name IVR : gan tén hién thi cho cac phim bam. Bam nut “Update™ dé€ ghi nhé
tén cho phim bam
+ Trwéc khi dat tén cho phim bam
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Choose Tree IVR | r-21-3 | .

—Choose-—
Display name VR | 21 | Welcome IVR

wr-21-1 | phim 1

iwr-21-2 | phim 2

ivr-21-4 | |

+ Dat tén cho phim bam :

Choose Tree (VR | Wr-21-3 ¥ |

Display name VR phim 3

+ Sau khi dat tén cho phim bam :

Choose Tree VR | —Choose— v

Display name IVR | 21| Weicome IVR
ivr-21-1 | phim 1
vr-21-2 | phim 2
bwr-21-3 | phim 3
ivr-21-4 |

G- DASHBOARD :

- Béo céo chi tiét cac cudc goi clia Agent trong ngay

KCE DASHBOARD

Sevme INHOLND v Dpomas | mesau

Total Agant Agent Logpea m EpT eIy Tecal Saiig Complaned Saiin Abandon Calis
Agerd Baay Agenl Ficsed WalEn g Cai Ring nu answe

. i O Gl =85 dudeil
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XCS DASHBOARD

T\u.L'l-l Agwei Egeni Logges in Agani Meady Tedal Cally Conphind Cxla Abendon Call
Al Biisiy ApEnl PuSeE Watieyg Cata WA il aF
Chart =, b B
f Y
n P PN ST P O | \ Pea
§ = & # # ® 4 € & 3 4 = £ § § 4 E £ & K E @ # B
e 0 Caaspatad =0 Packidd
Cac cudc goi da tra o Céc cudc goi khbng
va chua tra 0i thanh cong
Abamion: 20,00 Sbandan: 14.20'%
Ans: B0.00% HirgNo: B5.71%

Céc cudc goi co thoi
lwong dudi 30 giay

Cac cudc goi cd thoi
lvong duwdi 20 gidy

E Jls: 25.00% gt B0s; 25,008
gt 205 7500 It B0s: 75,00%
H- LIVE SUPPORT
|- Chat with agent :
- Na&m & cudi trai man hinh
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- Nh&p vao thanh tiéu dé dé thu nhd/phdng to ctra s6 chat
- Nhéap vao tén agent_id & cot bén trai dé chon agent can chat
Bam “Show history” dé xem lai lich str chat

Superviso: report ioday

= Send .
e .

- Chat group :
- Chat gilra supervisor v&i nhiéu agent ma supervisor d6 quan ly
- Hién thi group ma supervisor dé quan ly

- Click vao biéu twong - , chon ti€p biéu twong @ o hoac click vao menu
Live Support-> Group

Avasath Group L Availatse agent ob groupd

[ paa = [ s |
- Cé63phan:
+ (1) danh séch group
+ (2) khung chat : phan nay chi xuat hién khi chon group dé chat
+ (3) danh sach agent chwa dwoc add trong group

1- Tao group mai :
- G0 tén vao khung “name group”, va bam “Add” dé thém Group mai

2- Xobagroup :
- Khi ré chudt vao tén group, xuat hién nat remove & cudi tén group. Sau khi x6a group thi
ndi dung chat trong group dong thoi cling bi xéa. Khong hoan tac lai dwoc

Tai liéu Cloud XCS Contact Center - cloudpbx.vn Trang 55



I
Avallable Group

4 groupd ®
XCS
L5 Jemo
group 2
3- Thém agent vao group :
- Khung “available agent on group” hién thi danh sach cac agent thudc supervisor do6
quan ly ma chua dugc thém vao group
- Click vao cac checkbox dé chon danh sach cac agent can them vao group
- Click “Add” dé tién hanh them agent vao group

|
Available agent on group 1

an ni

» hen.pid
hden. it

& phuong hinb

& thao. ptt
thiemt

# thuy hifl
thuy . nip

o vandih
phudng. it

diep i

Iuant
m.nh
anh ih

- Sau khi thém thanh cong, nhirng agent sé xudt hién trong group

4 group 1

XCS ®
XCS. demo
hien pid
phuang hnb
thao pit
thiry. hitt
van.dth

group 2

group &

group 7
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4- Xba agent trong group :
Khi ré chudt vao tén agent thi xuat hién * | click vao biéu twong dé xéa agent ra khoi

group
- Sau khi x6a agent thi tén agent sé xuat hién bén phan “Available agent on group”

- Xba agent thi ndi dung chat van con

5- Hién thi lich str chat :
Trong phan chat, click vao nat “show history” dé hién thi lich str chat, mdi 1an hién thj 10
dong chat

Avaiinsle agent =n group 1

Rinlibe Sreup > groug i
Tén group _ '4i xem lich st chat group ]

=

llI-  History :
1- Giao dién

- Hién thi lich str chat gitra supervisor va tirng agent

Khéng ¢4 lich sir chat

Agemt Riole

C4 lich st chat ]

2- Chi tiét:
- Click vao ttrng agent dé€ xem ndi dung chat. Nhirng agent khdng c6 ndi dung chat thi mo
di
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Hién thi ndi dung chat trong 10 ngay
D€ xem lich st chat trong nhiéu ngay hon, click vao nat “More”
Tim ndi dung chat trong 1 ngay cu thé bang céach “Search”

Agert Roie

Xem thém lich sir chat
trong mét ngay cu thé

I-  THONG TIN LIEN HE
Moi théng tin ho tror vui 10ng lién hé v&i chang toi theo thong tin sau:

CONG TY TNHH CNTT DONG NHAT — NTT NETWORKS
Tang Irng 1, tda nha M-H, 728-730 V6 Véan Kiét, P.1, Q.5, TP.HCM
[T] (+84-8) 7302 80 80 - [F] (+84-8) 7307 90 90

[HotLine] 1900 6020
[W] www.nttnetworks.com - [E] seo@nttnetworks.com

THONG TIN LIEN HE HO TRO VA GIAI DAP:

LE THANH HAI (Mr.) VUONG NHAT TAN (Mr.)
System Engineering Officer Project Manager
Mobile: 0978 420 190 Mobile : 090 278 99 19 hoac 097 605 60 60
Email: hai.lt@nttnetworks.com Email : tso@nttnetworks.com
Ymé&sky: hailt88 Skype : voipmart_tso
Yahoo : nhattanv
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