UBND TINH TAY NINH CONG HOA XA HQI CHU NGHIA VIET NAM

SO THONG TIN VA TRUYEN THONG Doc 1ap — Tu do — Hanh phic
S6:1164  /TB-STTTT Tay Ninh, ngay 02 thang 8 ndam 2022
THONG BAO

Vé viéc chao gia géi thau “Thué dich va CNTT: Tong dai tiép nhan phan
anh kién nghi cia ngudi dan qua 1022”

Cin ctr Quyét dinh s6 848/QD-UBND ngay 07/04/2022 cua Chu tich Uy
ban nhan dan tinh vé viéc ban hanh ké hoach chuyén ddi s6 va ddm bao an toan
thong tin mang tinh Tay Ninh nam 2022.

S Thong tin va Truyén thong moi cac don vi cho gia goi thau “ Thué dich
vu CNTT: Tong dai tiép nhan phan anh kién nghi ctia nguoi dan qua 10227, ndi
dung cu thé nhu sau:

S6 | Thoi

STT Hang muc cong viéc bVT lrong gian thué

Hé thong tong dai tiép nhan da kénh tur

nguoi dan H¢ thong 1 |36 thang

Phan mém ho tr¢g nhan vién tra cliu

. Hé thd 1 ha
thong tin theo ting linh vuc ¢ thong 36 thang

3 | Nhan vién khai thac, hd tro truc tong dai |  Nhan vién 3 |36 thang

(phu luc chirc nang kem theo)

Hb so chao gia bao gdm Béng chao gia cung cap goi thau (Gia chao hang
bang VND, bao gom thué va chi phi trién khai).

Thoi gian nhan ho so chao gia 1a 05 ngay tinh tir ngay ra théng béo. Pia
diém nhan ho so: S6 06, Tran Québc Toan, Phuong 2, Thanh phé Tay Ninh, tinh
Tay Ninh. Dién thoai: 0276 3 824666.

Tran trong./.

Noi nhin: KT. GIAM POC

- Céc Cong ty cung cép dich vu tin hoc, vién thong; PH(’) GIAM D(")C
- Luu: VT, TTGSDH.
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PHU LUC

CHUC NANG CUA TONG PAI TIEP NHAN THONG TIN PHAN ANH

KIEN NGHI CUA NGUOI DAN QUA 1022

STT Mo ta chirc ning
1 | Cho phép nhan cudc goi vao (Inbound) va cude goi ra (Outbound)
2 | Chon déu sb goi ra Outbound
3 | Diéu chinh thoi gian nghi gidn cudc
4 | Xay dung kich ban cho tong dai tra 10i ty dong (IVR)
5 | Kich ban tong dai phan nhanh ngoai gid, lich nghi 18
Dinh tuyén cudc goi thong minh (dinh tuyén cudc goi theo bo phan,
6 dinh tuyén xoay vong tong dai vién, dinh tuyén ngau nhién tong dai
vién, dinh tuyén theo tong dai vién c6 thoi gian ranh lau nhat, dinh
tuyén theo tong dai vién vira goi ra gan nhat...)
7 | Chtrc nang tran truot cudc goi gitra cac nhanh
8 | Popup thong tin cudc goi, thong tin khach hang goi dén
Tiép nhan va diéu khién cudc goi cho tong dai vién (xem thong tin, giit
9 | cudc goi, tat am, két thic cudc go1; moi téng dai vién khac trg giup;
chuyén cudc goi cho tong dai vién khac hoac chuyén gia)
10 | C4u hinh nhan cudc qua s6 di dong
11 | Chuyén cudc goi ra ngoai toi nhan vién khac hodc s di dong, cd dinh
12 | Tra ctru thong tin (lich str cong viéc; lich st cudc goi)
13 Thdng ké thong tin (thong tin trong hang doi; thong tin cudc goi, trang
thai tong dai vién)
Quan 1y cudc goi gﬁn nhét (xem danh sach; loc theo hudng, dau sb,
14 e T ) 2 ain )
trang thai; tim kiém theo nhanh, theo s6 dién thoai)
Quan 1y danh sach lich st cudc goi vao Inbound (xem lich str; loc theo
15 |bo phan, thot gian, hudng, dau s6 hotline, trang thai cudc goi; tim kiém

theo nhanh, thué bao, tai khoan; xem thong tin chi tiét, nghe lai va tai




STT

Mo ta chirc niang

vé tép ghi am; goi lai cho khach hang, xuét danh sach cudc goi ra file
excel)

Quan ly danh sach cudc goi nhd (xem danh sach; loc theo bd phan, thoi
gian cudc goi, dau so hotline cudc goi; tim ki€ém theo nhanh, thué bao;

6 xem thong tin chi tiét; goi lai cho khach hang; xuat danh sach ra file

excel)

17 Quan ly danh sach cudc goi bi tu chdi (xem danh sach; loc theo thot
gian, dau sd hotline cudc goi)

1g |Bdocdo tong hop, bao cdo chi tiét tinh hinh tong dai; Bao cao tong hop,
chi tiét danh gia tong dai vién

19 | Quan 1y han muc goi ra Outbound cia tong dai vién

20 | Kich ban khao sat danh gia chat lugng phuc vu danh cho khach hang

21 Quan 1y danh sach hop thu thoai — Voicemail (xem lich sur; loc lich sur
theo b phan/don vi, loc theo thoi gian, theo dau sb hotline cudc go1)
Quan ly dir liéu khach hang VIP (xem danh sach; tim kiém; xem thong

22 | tin chi tiét; thém méi, stra, x0a; import danh sach tur file excel; Xuat
excel danh sach)
Quan ly Chan s6 — Blacklist (xem danh sach thué bao, tap thué bao; tim

23 | kiém, tra ctru; thém, sira, x6a; xuat excel danh sach; import danh sach
tr file excel; cau hinh thué bao chin mic dinh)
Quan 1y danh ba chuyén tiép cudc goi — Call forward (xem danh sach

24 | cau hinh; tim kiém & xem chi tiét thong tin cu hinh; thém méi, sua,
x6a ciu hinh; xuat excel danh sach)

o5 Kha ning két ndi, didu hudng sang cac hé thong khac qua kénh SIP
trunking

26 Tich hop tong dai hotline vao cac hé théng ma, hé théng CRM/ERP
cta doanh nghiép

27 | API tich hop dir li¢u vao CRM/ERP doanh nghiép




STT

Mo ta chirc niang

28

X4y dung kich ban phan nhanh phuc tap, chuyén cudc goi cua nhanh
dén hé thong tong dai khac

29

CéAu hinh hé théng (cap nhat thong tin cau hinh hé théng, theo doi hé
thong, luu vét ngudi dung, tra ctru vét ngudi ding)

30

Quan 1y phong ban nhan su (quan 1y cdy cau tric, danh sach nhan su,
phan quyén, cap nhat nhan sy, quan 1y ding ky va két qua ctia nhiém
vy, ca truc)

31

Quan 1y thong tin tap khach hang tuong tac véi hé théng (quan Iy danh
sach khach hang, cip nhat, tra ctru khach hang)

32

Quan 1y kénh tuong tac cham soc khach hang (quéan ly danh sach kénh,
tao kénh, stra kénh, kich hoat/huy kich hoat kénh tuong tac)

33

Quan 1y skillgroup, queue

34

Cham séc khach hang da kénh, khach hang giri tin nhan qua livechat,
telegram, zalo, messenger, skype, page facebook; danh gia chat luong
chdm soc khach hang

35

HO tro két ndi va nhan tin nhin tir ing dung riéng biét, chuyén dung
cua don vi thong qua API

36

Cham séc khach hang da kénh, hd tro tong dai vién nhan tin ndi bo;
nhén tin v6i khach hang qua livechat, telegram, zalo, skype, facebook;
tao cong vi¢c, thao ludn tur tin nhén; tra cu thong tin khach hang;
chuyén kénh hd trg; moi ngudi ding vao nhan tin; chuyén tin nhin toi
kénh hé tro khac; luu khach hang vao CRM, chin khach hang; tao tin
nhin mau

37

Giam sat cham soc khach hang (danh sach kénh giam sat, thong ké
phién chat, tim kiém, xem lich st phién chat, tham gia phién chat, canh
béo phién chat)

38

Két ndi va chuyén cudc goi, chuyén noi dung tin nhan sang tng dung
riéng bi¢t, chuyén dung cua don vi thong qua API

39

Man hinh gidm sat chat online (giam sat phién chat trong skillgroup,
tong dai vién online, tong dai vién dang truc hd tro trong skillgroup)




STT

Mo ta chirc niang

Quan 1y cau hoi khao sat (quan 1y danh sach, tim kiém, thém méi, cap

40 . . \
nhat, xem danh sach cau tra 101 cua khéach hang)
41 Quan 1y ca truc (danh sach ca truc, thém moi, stra, phan cong, tai Ién
ca truc, tai file mau)
42 Hé thong béo cao thdng ké (tong hop, theo don vi, theo tong dai vién,
theo kénh chat, giam sat chat online, danh gia khach hang,....)
43 Quan 1y tiéu chi ddnh gia chim diém (xem danh sach tiéu chi, danh
muc vi pham, tao, cap nhat ti€u chi)
Phéan cong cham diém (xem théng ké phan cong, danh sach cudc hoi
44 | thoai trong man hinh phan céng chdm diém, xem lich sir chat, gan phan
cong)
Panh gia chim diém (thong ké s liéu phién cham ting kénh, danh sach
45 | cac phién dugc gan, xem lich st chat, chim diém, cong bd két qua danh
gia)
Quan 1y két qua danh gia chAm diém (xem danh sach danh gia, tim
46 | kiém, xem danh sach cac phién hd tro dugc danh gia, xem chi tiét vi
pham, phan hoi tir tong dai vién)
47 | Xay dung cac chitc ning, bao céo thdng ké theo yéu cau
48 | Luu trit dir ligu 12 thang
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