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Yéu cau, Van dé, Phiéu hd trg véi mot ban ghi chinh thiic dugc tao ra dé ghi lai, theo d6i, va quan ly bat ky su kién nao can dugc xr ly bai mét phong ban lién
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Ticket dugc dung dé guii yéu cau hé trg, bao céo 16, hodc yéu cau nghiép vu dén mét phong ban/don vi cu thé.

Budc 1: Truy cap Khu vuc Quan ly Ticket
1. DPang nhap vao hé théng Worksuite clia ban.
2. biéu huéng dén muc "Nghiép vu" (Operations) hoac "Quan ly Ticket" (Ticket Management) trén thanh menu chinh.
3. Chon muc "Ticket phong ban" (Department Ticket) hoac tuong duong.

Budc 2: Bat dau tao Ticket
1. Nhap vao nit [Thém] (Add), [Tao méi] (Create New) hoic "Tao Ticket méi" dé md& form nhap liéu.

BuéGc 3: Pién thong tin Ticket
Dién day du cac thong tin can thiét vao form tao Ticket:
Trudng Théng tinMuc dichTiéu dé (***)Tém tat ngan gon yéu cau/van dé clia ban.Don vi/Phéng ban nhan (***)Quan trong nhat. Chon dan vi/phong ban sé

chiu trach nhiém x(r ly yéu cau nay (vi du: Phong IT, Phong Ké toan, Hb trg K thuat).Loai TicketChon loai nghiép vu cu thé (vi du: Phan cling, Phan mém, Yéu cau

thanh toan).Mirc dé Khan cap/Quan trongChon muiic dé uu tién clia yéu cau (vi du: Binh thudng, Khan cap, Rat Khan cap).Mé taMé ta chi tiét van dé, cac budc



tai hién 16i, hodc ndi dung yéu cau hé trg.Du an lién quan(Tuy chon) Chon Du an c6 lién quan dén Ticket nay.Tap tin dinh kémbinh kém cac hinh anh, tai liéu,
hodc bang chiing lién quan dén yéu cau.
Budc 4: Guri Ticket

1. Kiém tra lai tit ca thong tin.
2. Nhan ndt [Luu] (Save) hoac [GUri] (Submit).

Ticket ctia ban sé dudc tao ra va chuyén dén phong ban nhan dé cha xur ly.
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1. Xem Danh sach Ticket da guri
1. Truy cap Man hinh Ticket: Quay lai muc "Quan ly Ticket" hodc "Ticket phong ban" trén thanh menu.
2. Bd loc (Filter): S dung b6 loc dé chi hién thi cac Ticket ban da tao (vi du: loc theo "Ngu@i tao la téi").
3. Xem Trang thai: Ban c6 thé xem nhanh trang thai hién tai ctia Ticket ngay trén danh sach:
o M@éi (New/Open): Yéu cau vira dugc tao va chua co ai ti€ép nhan.
o Dang xtr ly (In Progress/Processing): Don vi nhan da tiép nhan va dang tién hanh x ly yéu cau.
o Chdg phan héi (Pending): Don vi x(r ly dang chd thém thong tin/phan hoi tur ban.
o Da hoan thanh (Resolved/Completed): Yéu cau da dugc xur ly xong.

2. Xem Chi tiét va Tuong tac



1. M@ Ticket: Nhap vao Tiéu dé cua Ticket ban muén theo déi dé md trang chi tiét.
2. Theo d6i Nhat ky/Binh luan (Activity/Comments):
o Kiém tra phan "Lich st hoat d6ng" hoac "Binh luidn/Thao luan" dé xem cac cap nhat ti ngudi xir ly (vi du: "Pa giao cho Ky thuét vién A", "Da stra
16i va dang kiém thdr).
3. Phan héi/Cung cap thém théng tin:
o Néu Ticket & trang thai "Chd phan hdi", hodc ban can cung cap thém théng tin, hdy sir dung khu vuc binh ludn dé tuong tac truc ti€p véi ngudi
xu ly Ticket.
4. Panh gia/Pong Ticket:
o Sau khi Ticket da & trang thai "Da hoan thanh", ban cé thé dugc yéu cau Panh gia (Rate) chat lugng xir ly va Déng (Close) Ticket dé
két thic quy trinh.

Chu thich them Tickets

Yéu cau Ho trg la mét ngudn dé néu 1én bat ky van dé, thac mac, thao luan lién quan dén su c6 hodc bat ky quan diém nao clia khach hang/ngudi dung/nhan vién

can dugc thao luan.
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Muc Yéu cau Ho trg bao quét tat ca cac chi tiét lién quan dén muc dugc dé cap trong mét khéng gian. Phan dau tién trén trang chla thdng tin vé loai yéu cau ho

trg ma t6 chuic giai quyét. N6 bao gém dir liéu s6 vé cac yéu cau ho trg dugc cung cap. D liéu s6 chu yéu dudc luu trir cho téng s yéu cau, yéu cau da dong, yéu



cau dang md, yéu cau dang chd x{ ly va yéu cau da nhan, ti€p theo la dif liéu dang bang cla tat ca cac yéu cau da nhan. N6 bao gom so yéu cau, chi dé yéu cau,
tén ngudi yéu cau, ngay yéu cau va cac chi tiét b sung khac.
Danh sach dang bang cé thé dugc loc dé dang bang cach st dung tinh nang loc hoac tham chi cac tab nam & hang trén ciing cho biét cac danh muc khac nhau.
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D€ thém bat ky yéu cau hd trg mdi nao da nhan vao danh sach da tao san, can dién vao biéu mau "Tao Yéu cau Ho trg" bao gdm cac chi tiét dudi méi danh muc
c6 san, bao géom:
1) Ngu&i yéu cau (Requester): M6t tly chon 6 kiém dé thém néu yéu cau dugc néu ra bai khach hang hay nhan vién.

3) Cha dé yéu cau (Ticket Subject): Muc dich clia viéc néu ra yéu cau cu thé dugc thém vao day mét cach ngan gon.

@

(2) Tén nguai yéu cau (Requester Name): Thém tén clia ngudi da néu ra yéu cau.

©)

(4) Md ta (Description): Thong tin chi tiét vé van dé/mai quan tdm dugc thém vao day dé bat ky ai dugc phan cong yéu cau da cho déu hiéu rd vé méi quan tam
trudc khi tra |51 bat ky ai, diéu nay tranh moi hi€u [am gira hai bén lién quan.

(5) Tai Ién Tép (Upload File): N6 cung cap khdng gian dé thém hinh anh, tai liéu, v.v. dugc ngudi tao yéu cau trinh bay vao khéng gian tai liéu dé tham khao tuy

theo yéu cau.
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(6) Pac vu (Agent): Ghi lai chi tiét vé tén cla dac vu sé chiu trach nhiém vé yéu cau cu thé dugc néu ra.

(7) Mirc uu tién (Priority): Dat mc dé quan trong clia yéu cau dugc xac dinh bdi cac van dé ma no chi ra.

(8) Loai (Type): Cac yéu cau c6 thé thudc nhiéu thé loai khac nhau nhu khiéu nai, cau hdi, van dé, su cé, v.v., thi muc nay cho phép chi dinh danh muc ma mai yéu
cau thudc vé.

(9) Tén kénh (Channel Name): Cac yéu cau cé thé dugc nhan thdng qua cac kénh khac nhau nhu Facebook, email, cuéc goi, tin nhan, v.v., muc nay cho phép chi
dinh khu vyc chap nhan yéu cau tu.

(10) Thé (Tags): Tuy thudc vao yéu cau dugc néu ra, cac thé khac nhau dugc thém vao khong gian nay.

Sau khi cac chi tiét can thiét dugc cap nhat, dit liéu cé thé dugc luu bang cach nhap vao ndt 'Luu’.
A Other Details
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Add Low - =  Add = Add




Bi€u mau Tao Yéu cau Ho trg dudc sir dung dé thém cac yéu cau mdi nhan dugc vao danh sach, c6 thé dugc tao/chinh sira tir tiy chon "Biéu mau Yéu cau Ho
trg". N6 cho phép thém va xda cac trudng c6 trong biéu mau, tly thudc vao yéu cau cla té chirc. Sau khi lua chon va bo chon dugc thuc hién, mét biéu mau xem

trudc cling ¢6 san dé hoan thién két qua va tién hanh véi quyét dinh da dua ra.
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Tém lai, muc yéu cau hd trg hoat déng nhu mét khéng gian quan trong vi nd bao gém rat nhiéu van dé va méi quan tam chinh dugc néu ra bdi ca nhan vién va

khach hang, va mét khi nhiing van dé nay dudc giai quyét, mét su cai thién 16n cé thé dugc thay trong cac cong ty.



