Odoo — HDSD Helpdesk

Huéng din sir dung phan HELPDESK/HO TRQ
Khi c6 cudc goi dén, hé thdng s& bat popup co cude goi dén vdi cac thong tin:
- Sb dién thoai goi dén

- Thong tin tong dai

84377485059

84899098900
Hotline Mobi -
Brandname NewCA

Khi chon chtrc nang Helpdesk, cac ticket dang & trang thai Open (md) hién thj.

Phan Ticket bao gdm cac muc:

- Yéu cAu mé: Hién thi tat ca cac ticket dang & trang thai Mé/Hoan thanh/Pang xtt 1y ... ctia
tat ca thanh vién trong team

- Yéu cu déng: Hién thi tit ca cac ticket dd ¢ trang thai Dong cuia tat ca thanh vién trong t
team.

- Yéu cAu mé ciia tdi: Hién thi cac ticket clia user dang & trang thai Ma/Hoan thanh/Dang
xtr ly dugc phan cong cho user.

- Yéu chu dong ciia téi: Hién thi cac ticket clia user dd ¢ trang thai Pong dwoc phan cong
cho user.

- TAt ca yéu cAu: Hién thi tAt ca cac ticket & tit ca cAc trang thai cia tat ca thanh vién trong

team.

iifi  Helpdesk Yéucdu Liénhé Bdocdo Cuhinh

Tat ca yéu cau Tat ca yéu cau
Yéu ciu md
TAD k3 L. .
Yéu cau dong
Y&u cdu mo cua toi L
8 HELPDESK PRODUCT Y&u ciu dong cua toi 0 Chude
SERVICE g
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Odoo — HDSD Helpdesk

Bén trai giao dién Helpdesk s& 1a phan tién ich cho phép nguoi dung click dé loc nhanh cac yéu

cau theo cac loai: Theo Nhoém Helpdesk, theo San pham, ...

#2  Helpdesk

Tat cd yéu cau

TAO ES

8 HELPDESK PRODUCT
SERVICE

All

CONG TY CO PHAN .

CONG Ty CO PHAN .
W SAN PHAM HELPDESK

All

CyberBill

CyberSign

CyberCare

Chit ky s8

Bill - Care - Sign - Tax
Im LOAIDICH VU

All

Hé thing ngoai

NGi bd
B NHOM HELPDESK

All

Trién khai dich vu

1. Tao Ticket tir phan Lién hé

Bwoc 1: Chon menu Lién hé

Helpdesk

Yéucdu Liénhé Bdocdo Cauhinh

Co6 thé tao lién hé moi hodc chon lién hé da c6 sén.
Budc 2: Tai thong tin lién h¢ cua KH, chon muc Tickets.

Lién hé / ANH AN

EVS 120 4 Thye hién 10/80 < ¥
1 o Chua ¢6 dir li... p 0d p 0 bén
@ Tickets ! Mua hang g Ty 1 ding gir E’J Pi xudthéa ... B Cong ng nha .. g Trang web
M phigu 1210836040 Dién thoai
Di déng 0914903111 Osms  call
Company Address Email
Céc lién lac & Dia chi Ban hang va Mua hang Lén hoa don Ghi chd ndi bo

Buéc 3: Chon TAO dé tao ticket moi
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Lién hé / ANH AN / All Tickets

TAaO EY
#[] Ticket Name Lién hé Contact Phone Contact Mobile
g 1.1. Hudng dén st dung (#133) ANHAN 0914903111

2. TaoLién h¢

Buworc 1: Tai giao dién odoo chon Helpdesk > Chon menu Lién hé

Helpdesk

O man hinh ciia Admin Helpdesk s& c6 thém menu Béo céo.

Buiéc 2: Tao giao dién chinh cta phan Lién hé > Chon Tao

Helpdesk

Lién hé

TAO

Tax Identification Number

TBdloc =Nhémtheo r Yéuthich

Yéu cau

Ya&u cau

Buéc 3: Chon lién hé Ca nhan hodc lién hé 1a Cong ty

Yéuehu Lidnhé Bdoedo  Ciuhinh

22 Helpdesk

Lién hé / Mai

| r6 ThAws kitdcn win | TRG THAN Nk cung cAP | TRG THANH 0UCTV | CAP NHATLOA DINH DANH CA AN | CAP NHAT LOAI BiNH DANH TCON

* Com B ol $  inting & o

cinhin © céngty

M3 phidu 1220879627

Logi dinh danh TCON
M 58 thué Get information from Databaze []
ssued Date

M co quan thud

Tin co quan thé

M 55 thé BHXH

Linh wy kinh doan

Logi hinh don vi

Bia chi céng ty

MBiquinhé | CicliénlacEDiachi | BinhangviMuahing | Lénhdadon | Ghichindibd | Digital Signature

#. M quan hi Lién b Chitc ning Didn thogi

Buoc 4: Nhap thong tin

B s hing

Hia sal phap b TCON
URL I 5o phap I
Dién thosi

Didéng

email

Dia chiweb
Ngdnngit

Tag

Linh vye kinh doanh

s&ceen

Luwu V: cac trudng gach ddm khong duoc bo trong

2.1. Tgo lién h¢ la Cong ty
Khi tao lién hé¢: Chon lién hé 1a Cong ty

Phin cdng cho

n Mai Thi Thom

Lién hé

Thoi digm tao

0 . oo
W ing g & st néa den

TAI LEN TAP TIN CliA BAN

12/08/2021 11:08:11

Cau hinh

Lién h&  Cau hinh

1171

Hoat déng tiép theo

‘__ Nguyén Thily Duong (npp-dev1)

gy clip Noi clp

Lién kit
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Yéuchu Liénhé Boclo Ciluhinh ® A" 0 o5 O :fwl’hﬂymm(lwmn

| r6 ThAws kitdcn win | TRG THAN Nk cung cAP | TRG THANH 0UCTV | CAP NHATLOA DINH DANH CA AN | CAP NHAT LOAI BiNH DANH TCON
0 0 o P 0 0 .
* B Cuscos $  Binhing [« I W s hing Ml dings &

cinhin © céngty

M phis 1220879627 H8 30 phip 1 TCON
Logi djnh danh TCON - URL b5 5o phip I
M 56 thud GetInformatian from Didn thosi
ssued Date - oideng
M3 o quan thué Email
Tén co quan thué Dia chi web
Mi 5 th BHIH Ngénngr Vietnamese / Tigng viét e
inh vy kink doarin T
Loai hinh don vi - Linh vyc kinh doanh
Bis chi céng ty
MBiquanhe | Cic i s s do 0
#. M8 quanhé Lién b chie ning Didnthosi Emai sscceo Ngiyesp  Nolckp uinka

- Nhép céac thong tin can thém tai cac truong gach dam cuia lién hé: Tén, Ma phiéu (sau ma
phiéu s& duoc cdu hinh dé hé thdng tu dong nhay) sau d6 nhip Ma sb thué cua Ca
nhan/Cong ty > Tich chon Get Information from Database > Hé thong s& cip nhip cac
thdng tin tén cong ty, ma sb thué, ngay cép, noi cap, dia chi, ... (néu c6)

- Tai Tab Cac lién hé & Dia chi> Thém

Cac lién lac & Dia chi Ean hang va Mua hang Lén héa don Ghi chd ndi bd

THEM

> Chon va Nhép cac thong tin Lién h¢, Dia chi xuét hoa don, ... > Chon Luu & Pong/Luu

Tao Lién hé X

Lién hé Dia chi xuat hod don Dia chi giao hang © Pia chi khac Pia chi ca nhan

Tén lién hé Email

Dia chi Dién thoai
Diddng

Ghi cha

LUU2DONG | LwuzTAO MG EEINE:S]

Buwoc 5: Chon Luu
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Helpdesk Yéuchu Lénhé CHukhinh 3 @ ) nguyln Thi khinh vén
Liénhé / ING TY CO PHAN CHU KY SO NEWCA
a , -
B T & pixust 4 na ol P cu Q@ g
CONG TY CO PHAN CHU KY SO NEWCA
M3 phigu
Logi dinh danh TCON Didn thoai 0936208068 Osms  Call
M 58 thud Didéng sms Cal
Tén co quan thué hi Cyc Thud Quin Bic Tu L
M8iquanhé  Cécliénlsc& Diachi  Ban hing vi Mua hing a hi ch [ Digital Signature

2.2. Tgo lién h¢ la Ca nhan

#= Helpdesk

Yéuchu Liénhé Cdukinh

Lién hé / Mai

0 — 00 -
L JE (£ 4wt hoa gon &

© Cinhin C Cangly

M phid 0220885742 Hia sa xie nhn

Identity Type

Idantity Code Pheng/ban
M 56 thud Get Information from Database [ chie w
Issued Date - Dién thosi
Tin co quan thud Diding
Toptin dinh danh emai
URL tép tin dinh danh Tiéu dé
Losi dinh danh cé nhin . Tag
M dinh danh Linh vy kinh doanh
Ngay cip
Nei edp
Biachicingty
Ciclidnlac & Diachi  Binhingvi Muahing  Lénhéadon = Ghichindibd  Digital Signature

Twong tu nhu nhap thong tin Cong ty: phan nhap théng tin Ca nhan ciing nhap céc thong tin can

thiét, cac truong gach ddm khong dugc bo tréng.
2.3. Tgo ca nhén thugc Cong ty

Céch 1: Truong hop ca nhan thudc cong ty thi cin tao cong ty trudce, sau do tao lién hé ca nhan

61 chon thudc cong ty do.
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Lién hé / Mai
HUY BO
BECOME CUSTOMER | BECOME SUPPLIER | BECOME AGENCY
0,00

0 0 0 0 0 0% » 0, " -
* Ce hdi @ Cudc gip $ Ban hang @ Tickets - Mua hang ! Ty & dang gi& ¥4 D3 xust hoa ... Them

© Cénhan Cdng ty

Nguyén Thuy Duong

ANH
CHILE ionFile URL  false

CONG TY CO PHAN CYBERLOTUS — 0105232093 "

CONG TY CO PHAN VIEN THONG XANH VIET NAM
CONG TY GO MINH LONG SANG TRONG - 0101023032
CONG TY NHOM KiNH MINH VIET

Tim kiém thém.
Start typing... ink

- Tiéu dé&

Céch 2: Khi tao lién hé Cong ty, tai Tab Relationship (Mdi qua hé) > Chon Thém

Miquanhé | Céacliénlac&Diachi = BinhangvadMuahidng | Lénhdadon | Ghichdndibd | Chikysd

THEM
#. Mdiquanh&  Liénhé Chife vu pién thoai Email Sb CcCCD Mgay cip Noi cip URL

Chon Nguoi dai dién/Dau moi lién h¢ c6 san trén h¢ thong hodc Tao méi

# Thém mdi quan hé

Loai méi quan hé © Ngudi dai dién
D& mai
Khac

Lua chon © Tao mdilién hé

Chon lién hé d3 co

XAC NHAN [

2.4. Tao Lién hé khi tao ticket

Buiéc 1: Duong dan: Helpdesk > Yéu cau > Yéu ciu > Tao

Helpdesk Yéuchu Liénhé Cauhinh

Tat ca yéu cau Tét ca yéu cau
Yéu cdu md
TAD L )
: Yéu cdu dong
Yéu cu md cla toi
m HELPDESK PRODUCT
SERVICE

Yéu cdu déng cua tbi

- — e o,
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Yéucdu Liénh& Cé&u hinh

TAO

Buwée 2: Tai muc Chi tiét lién hé (Contact Detail): Nhap s6 dién thoai/mst/email/tén lién hé vao

truong Lién hé dé tim kiém.

i  Helpdesk Yéuchu Lignb§ Cduhinh @ I Nguyin Thi Khinh Vin

Yéu cau mé / Méi

E e

W oancuit couviNndTRO  DAWDTRO  WoANTWANM  ndwe  THM. =
véuciu

chi tiét yéu chu Chi tiét lién hé

Sin phim Helpdesk - Lién by

Chii dé - Tén Tapo méi

Cletirkhda - Email

B4 tién - Diin thosi

Nguditao Didéng

Ngly o M 56 thué

Ngay dén han Lién h eong ty

Thai han dy kién
Trang web hé trg

Resolution

BP. Nghidp v 2 -2

Ngay phin cing

Ngay hon thinh

MBtd  Kétqui | Dénhgia  Ghichd

e B I U # wn- A- F- = =2 @ BE- W- % @ 9 C

- Néu lién h¢ d4 c6 trén hé théng > Nhap thong tin tim kiém > Chon lién hé
- Néu lién hé chua c6 trén hé théng, nhap cac thong tin cta lién hé (nhap cac thong tin bat
budc) > Click Tao méi (Create new) dé tao Lién hé nay.

chi tiét lign hé
Lién ha -

Tén Khach hang 1 | Tao mdi I

Email

Dién thoai 01122334455 call

Di déng

M3 s& thué 1234567890

Lién hé cong ty -

Buée 3: Nhap cac thong tin khach hang twong tw nhu phan 3.1, 3.2, 3.3
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© Canhan  Céngty

Khach hang 1

3. Hwoéng dan quy trinh hé tro

3.1. Cac team nhgn yéu cdu hé tre' tir KH > Xi# ly yéu cau

Buéc I: Cac nhoém hd trg nhan yéu cau tir Khach hang, nhap yéu cau

Puong dan: Helpdesk > Yéu cau > Yéu ciu md > Tao > Nhap céc thong tin:

- Tai nhém Chi tiét yéu cau:

+

+

Sdn pham Helpdesk: Chon san pham Helpdesk s& hd trg

Chon Chii dé (Loai yéu ciu chinh) (bit budc): Loai yéu ciu chinh s& phu thudc vao
san pham Helpdesk d4 chon

Chon Logi yéu cau phu (bt budc): Loai yéu cau phu s& phu thudc vao loai yéu cau
chinh da chon

Lwa chon tir khéa: VD nhu: CyberCare, CyberSign, Invoice, ...

D¢ wu tién: Lya chon cac d6 uwu tién nhu: Khan cip/Cao/Binh thudng/Thép/. ..

Ngay tao, Nguoi tgo: Ty dong cap nhit theo thong tin ctia ngudi tao yéu cu va thoi
gian tao yéu cau nay

Ngay dén han: Hé thong tu dong tinh toan theo thdi gian SLA cua loai yéu cau phu da

duoc cau hinh

- Tai nhém Chi tiét lién hé: Chon hodc nhap lién hé méi (Nhu phan 3)

- Tai nhém Chi tiét phan cong:

+

+

Nhom Helpdesk: Nhan vién nhom nao s& tu cap nhat nhém khi tao yéu cau
Phan céng: Khi nao user click vao button PHAN CONG CHO TOI thi s& hién thi
thong tin ngudi duge xur ly vao trudng nay
Ngay phén cong: Tu dong cap nhat khi user phan cong xir ly
8
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+ Ngay hoan thanh: Ty dong cap nhat khi dong yéu cau xir Iy
- Tab Mo ta:
+ Nhap thong tin mo ta khi tiép nhan yéu cau hd trg
+ Dinh kém file: Click Thém mét dong: Nhap tén tép, click TAI LEN TAP TIN CUA
BAN dé dinh kém file (4nh, t&p tin tai licu)
* Trudng hop dinh kém anh, c6 thé chup va paste anh vao moé ta/két qua => Click LUU ticket, file
anh s& ty dong dugc dinh kém ¢ phan Pinh kém file

Méta | Kétgqua = Panhgid | Ghichu

Tép dinh kém
# Mo ta File Content (base64) Minio URL Updated by Updated at
Thém mét dong
Sau khi dinh kém file, s€ hién thi link file & c6t Minio URL.:
Mé ta Két qua Déanh gia Ghi cha
H6 tro ky DKO1
Tép dinh kém
#. Mo ta File Content (base64) Minio URL Updated by Updated at
1 DkO1 Download Nguyén Thiy Duong 30/08/2022 14:12:22

- Tab Ghi chii: Cho phép user nhép cac ghi chu (néu c6)

Helpdesk Yéuchu Liénhé  Clukinh

© I Nouylia Thi Khinh Vin
Yéu ciu mé / NCANV2202200030 (#134)

TaovEu cAU | PHANCONG CHOTI | GHICHD

- NCANV2202200030

Yéuciu

Chir ky 55 Khdch Hang 1

Chi de 03, Cipbo 7 Email

Loal yéu chu phu 3.4, Khad 7 Dién thaai 01122534455

call

Cée tirkhsa Didéng
0§ wu tiin M55 thud 1234567899

Ngui t30

Lidn hi congty

Ngay tao

Chi tiét phan cang

Nham helpdesk BF. Nghicp w2

Mat  Kkftqui | Dinhgid

Buéc 2: Xur Iy yéu cau, chuyén trang thai yéu cau
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Nguoi hd tro s& tién hanh xtr Iy cac yéu cau va click chuyén trang thai tuong tmg (mdi nhém hd
trg s& co quy trinh xr 1y yéu cau khac nhau)

Nhap két qua va dinh kém file vao tab Két qua, dé c6 thé thdy duogc thong tin ma minh di xu 1y.

#  Helpdesk Yeuchu Liénhé  Clukink A7 @ ) Nguyén Thi Khinh Vin

Yéu cau mé / NCAN 4

|w- sawonil CHUENMOTAD  DAMBTRD  HORNTMANM  odMo UEle
NCANV2202200030

Yéu ciu

Trang web hé trg

Tai tab Két qua, nhap thong tin két qua va dinh kém file (néu co)

Mota | Kétqua Panhgida | Ghicha

D3 hoan thanh

Tép dinh kém
# Mo ta File Content (base64) Minio URL Updated by Updated at

1 File KQ HTKD Hepldesk.xlsx & O Download

Thém mot dong

Luu v: D4i v6i doi Support, khi click chuyén sang trang thai Done (D3 hoan thanh) s& tu dong tao
1 yéu cau cho doi CSKH dé doi CSKH goira. Yéu ciu goi ra cua doi CSKH s€ c6 ca thong tin,
file dinh kém & tab M6 ta va Két qua.

3.2. Yéu cdu ciia KH vwot qua khd nang xir Iy ciia nhém hé trg > Chuyén yéu cau hé trg dén
cac bé phédn cao hon hodc Jira

Trudng hop 1: Chuyén véu ciu dén bd phan xir Iy cao hon trong ciing cong ty

Buée 1: Tao yéu cau cho nhém minh, nhap céc thong tin twong Gng va dinh kém file

Buiéc 2: Click chuyén trang thai Chuyén hd trg

Tiép nhdn yéu cdu Bang xr Iy Chuyén ho tro B4d ho troe Hoan thanh Béng Huy

Buwoc 3: Sau khi chuyén trang thai Chuyén ho trg, click button Tao yéu cau (Create Ticket) dé tao

yéu cau cho nhéom khéc xtr 1y.

10
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Helpdesk Yéuciu Liénhé C&uhinh

Yéu cdu ma@ / NCANV2202200030 (#134)

sUa R

TAO YEU CAU

Buéc 4: Tai cira s6 Create Ticket (Tao yéu cau):

- Tai muc Logi dich vu (Service Type) (bit budc): Iwa chon Ngi b

- Nhom Helpdesk (bit budc): Lya chon nhom hd trg ma ban mudn chuyén yéu cau dén

- Sdn phim Helpdesk (bt budc): Lua chon san phim hd trg

- Logi yéu cau, Loai yéu cau phu (bt budc): lra chon lai ticket type hodc subtype sao cho
pht hop. Loai yéu cau va loai yéu cau phu s& phu thudc vao nhom Helpdesk va san phim

Helpdesk da chon

Tao yéu cdu

Théng tin ngudt nhan

Logi dich vu NoI b . réu €hu chin NCANV2202200030
‘Nhom halpdesk Hb g kinh doanh - Logi yéu ciu 09. 1 o khich hing
Sénphim Helpdesk  Chirky 53 - Lopiyuciuphy 6.4 Khic

Cée tirkhéa

D wutin

Ngiy dén han 25/08/2022 102424

M 56 thué

Lién hé ebng ty jén thosi 01122334455

Mot

Buée 5: Nhan TAO va theo ddi qua trinh yéu cau duge xir Iy
- Khi user nhin Tao, hé théng s tu dong tao 1 yéu cau cho d6i hd trg duge chuyén dén tai
tab Yéu cu phu (Subticket): B phan tiép nhan s& dugc 1 ticket méi véi noi dung yéu cau

va file dinh kém (néu co)

#  Helpdesk YéucBu Uénhé Cduhinh s ) Nguyén Thi Khanh van

Yéu cau md / NCANV2202200030 (#134)

TAG © Thuchign 1212 ¢ >
TAO vEU CAU | ok c MO OANGXILY  CHENMOTRO  DAMOTRO  HOANTHANM oiv  THEMe -

Chi tiét phan cong
Nhom helpdesk

Phin céng

Ngay phiin cdng

wots | Ketaua oings | owens
*. Miyéuchu Mi Ngui nhan Nhom Ngdy tao Ngdy dén han Ngay hoan thanh Trang théi

1 135 NCAHTKD202200016 H trg kinh doanh 25/08/2022 1037:38 Mol

11
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Buéc 6: Bo phan tiép nhan yéu cau xir Iy yéu cau, dinh kém file két qua va tra trang thai
Tai tab Két qua, nhap két qua va dinh kém file (dinh kém tuong ty & Budc 1)
M&ta | Kétqua Danhgida | Ghichd
D4 hoan thanh
Tép dinh kém

#. Mo ta File Content (base64) Minio URL
1 Anh két qua

Updated by Updated at

odoo_logo.png # @ Download

Thém mat dong

Buorc 7: B phan level 1 (& yéu cau chinh) xem thong tin két qua ¢ tab Yéu cau phu
i [ a0 s | et o o s | o | oo | cie o o

MO BANGXIF  CHUYENHOTRD  BAWOTRD  HOMNTHANM  BONG  THEM -

chi tiét phin céng
Nham helpdesk 18 tro/kin doanh

Phin céng

Ngay phin cang

Miybuciu M3 MNoudi nhin Nhém Ngiy tao Ngiy dén han Ngay hean thinh Trang thii
1 260 NCANV202200016 Nguyén Thity Duang Phing Nghiép v 30/06, s

> Chon yéu ciu cau can xem > Click tab Két qua dé xem két qua va download file dinh kém (néu
co).
Ma: Yéu cau phu

Chi tiét yéu cdu Théng tin ngudi nhan

Ma yéu cau 260

Loai dich vu Noi bd
Ma NCANV202200016 Nhém helpdesk Phong Nghiép vu
MNgudi nhan Nguyén Thiy Duong
Ngay tao 30/08/2022 14:51:42
Ngay dén han 31/08/2022 14:51:42
Thai han dy kién 31/08/2022 14:51:41
Trang théi Dang x(r Iy
Chi tiét lién hé
Tén lién hé Bao Xiao Email risingsun174@gmail.odootest.com
M3 s6 thué 0936045072 Di déng 0936045072
Dién thoai 0936045072
M&td | K8tqua  Jira Comment
Két qua
Tép dinh kém
#. Mo ta File Content (base64) Minio URL Updated by Updated at
1 KaQ Download Nguyén Thily Duong 30/08/2022 14:52:05
DONG

12
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Truwong hop 2: Chuyén yéu ciu tir hé théng Odoo NewCA sang hé théng Odoo Ecobiz

Buiéc I: Tao yéu cau cho nhém minh, nhap cac théng tin twong Gng

Buéc 2: Click chuyén trang thai Chuyén hd trg

Tiép nhén yéu cdu Bang x 1y Chuyén ho troe B4 hd troe Hoén thanh Bdng Huy

Buwoce 3: Sau khi chuyén trang thai Chuyén ho tro, click button Create Ticket (Tao yéu cﬁu) dé tao

yéu cau cho nhom khac xtur ly

Helpdesk Yéuciu Liénhé CHuhinh

Yéu cdu ma@ / NCANV2202200030 (#134)

sUa R

TAO YEU CAU

Buwéc 4: Tai cira s6 Create Ticket (Tao yéu cau):

- Tai myc Loai dich vu (Service Type) (bét budc): lva chon External (Hé théng ngoai, dé
chuyén yéu cau tir hé thong Odoo NewCA sang hé théng Odoo Ecobiz)

- Dich vu hd trg (Helpdesk Service) (bét budc): Lua chon hé théng odoo mudn gui yéu ciu
dén

- Nhom helpdesk (Helpdesk Team) (bt budc): Lua chon nhém hd trg ma ban muén chuyén
yéu cau dén

- San pham Helpdesk (Helpdesk Product) (bét budc): Lya chon san pham hd trg

- Loai yéu cau, Loai yéu cau phu (ba‘it budc): lua chon lai ticket type hodc subtype sao cho
phu hop.

Tao yéu cdu

Nhom helpdesk Support

Shn phim Helpdesk  Chirkj 55

13
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Buwée 5: Nhian TAO va theo ddi qua trinh yéu cau duoc xur 1y
- Khi user nhin Tao, hé théng s tu dong tao 1 yéu cau cho d6i hd trg duge chuyén dén tai
tab Yéu cau phu (Subticket) (bd phan xur Iy level 2): Bo phan tiép nhan s& duoc 1 ticket
moi v6i ndi dung yéu cau va file dinh kém (néu co)
Buwéc 6: BO phan tiép nhan yéu cau xir Iy yéu cau, dinh kém file két qua va tra trang thai

Tai tab Két qua, nhap két qua va dinh kém file (dinh kém tuong tu & Budc 1)

M&ta | Kétqua  Danhgida | Ghicha

D4 hoan thanh

Tép dinh kém
# Mbdta File Content (base64) Minio URL Updated by Updated at
1 Anh két qua odoo_logo.png # @ Download

Thém mat dong

Buéc 7: Bo phan level 1 (¢ yéu cau chinh) xem thong tin két qua ¢ tab Yéu cau phu

atcd yéu cau / N

| a0 veuchu | pusHTickeT To sma | TesT A0 ATTACHMENT IssUE | aricats | oy o poan veu chu | cie uiT TEN sl 0oan M pANGXTIF  CHUYENHOTRD  miwb TR HoMNTHANA  BONG  THEM -

> Chon yéu cdu cau can xem > Click tab Két qua dé xem két qua va download file dinh kém (néu

co).
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Mé: Yeu cau phu x
Chi tiét yéu cdu Théng tin ngudi nhan
M3 y&u cau 260 Loai dich vu Nibd
Ma NCANV202200016 Nhém helpdesk Phong MNghiép vu
Ngudi nhan Nguyén Thily Duang
Ngay tao 30/08/2022 14:51:42
Ngay dén han 31/08/2022 14:51:42
Thai han du kién 31/08/2022 14:51:41
Trang thai Dang xUr ly

Chi tiét lign hé

Tén lién hé Bao Xiao Email risingsun174@gmail.odootest.com
M3 sg thue 0936045072 Di dong 0936045072
Dién thoai 0936045072
M&td  Kétqud | Jira Comment
K&t qua
Tép dinh kem
# Mo ta File Content (base64) Minio URL Updated by Updated at
1 KQ Download Nguyén Thily Dudng 30/08/2022 14:52:056
DONG

Trudng hop 3: Chuyén véu ciu lén cho CBOL xit Iy

Dbi véi cac yéu cau ma CBNV da phan cong cho minh, tuy nhién vuot qua kha ning xir 1y cia
nhan vién, CBNV s& day yéu cau hd trg d6 1én cho CBQL cuia minh xir Iy
- Click chon yéu ciu can diy 1én CBQL > Chon Thyc hién > Chon Pay 1én CBQL (Push to
Manager)

- Hoac chon mé mot yéu cau can chuyén > Thuc hién > Chon Déy lén CBQL

Q
TBoloc =Nhomtheo W Yéu thich 112/12 E =m0
) Loutrir )
5 chiids Loai yéu cu Loai yau cau phy Lién hg - Nhom helpde..  Ngay dén han Trangthdi  Ngaytao Dauutien  Hoat déng tisp theo Trang web hbtrg 1
1 NCANV2202200030 03. Cap bt 3.4, Khac Khach Hang  DOngbo ProjecttrénJira  15nh v P Nghigpvu2 Méi 25/08/2022 09:57:59

DBng b loai ticket trén Jira

NCANV2202200029 10. Gidly chimg nh3n Dai... 10.1Cung cap gidy chir.. CONG Tvc BP. Nghizp vy 2 Msi 25/08/2022 09:42:35
Day lén CBAL

NCANY2202200028 04, Yéu cau khc 8.1, Khac 0200638671 wouven nRanh V.. BP, Nahigp vu2 DENS 1O 17/08/2022 14:00:03

J0/a 0O
voew

- Tai cira s6 Day ticket cho CBQL (Push Ticket to Manager), lra chon CBQL twong tmg
ctia bd phan minh (chi nhimg CBQL duogc phan quyén Quan Iy & muc Helpdesk méi hién
thi tén tai truong nay)

- Sau khi dd chon CBQL muén chuyén yéu cau dén > Click DAY LEN CBQL (PUSH TO
MANAGER) dé chuyén yéu cau 1én CBQL > hé thong s& ty dong phan cong lai nguoi xir
Iy yéu cau nay 1a CBQL duoc chon va c6 thong bao dén CBQL.
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Dy ticket cho CBAL

Chonmét £4 THI THANH HA|

oiviEncao. [

Truong hop 4: Chuyén yéu ciu tir Odoo I&n hé thong Jira

Budéc I: Tao yéu cau cho nhom minh, nhap cac théng tin tuong tmg va dinh kém file
Conlacts Reperting Configuration i g C Nguydn Thiy Duong (npp-devi)

= Helpdesk Tickets

Open Tickets | Mai

wu | HuYBG
CREATE TICKET PUSH TICKET TO JIRA ASSIGN TO ME LOG NOTE PUSH TICKET STAGE UPDATE STAGE NAME népnHAN U Chl R EHUYEN HO TR OANTHANH ) BONS e =

Ticket
Ticket Detail Contact Detail
Subjeet - . . Gontact . .
110 HTKH Fardng ofin st dung T178 o nguyén Thiy Duong =
Ticket subtype . contact Email
1L10.8 H60 dom Trang theil TVAN tidp ahdn ] duongnt@cyberiotus.com

contact Mobile

Togs .
. Contact Phone
priority 0
ToxiD
Helpdesk Product  Cyberdi o
Created by
Contact Company
Created on
Ngéy dén han

Expected Deadline
Wabsits Support

Assignation Detail

Resolution

Helpdesk Teom
P | suppon

Buéc 2: Click chuyén trang thai Chuyén hd tro

Tiep nhén yéu ciu Bang x Iy Chuyén ho tro B4 hd tror Hodn thanh Badng Huy

Hé thdng ty dong tao 1 yéu cau trén Odoo dé theo ddi, dong thoi ddy yéu cau hd tro 1én Jira vao
cac project tuong ung.
Tuong tu user co thé theo ddi subticket duogc tao cho doi MSP déy lén Jira lai tab Subticket

#  TicketiD Team Created on Mgéy dén han Ngéy hosn thanh Trgng thei Service Type Helpdesk Service i

1 52 MsP 18/07/2022 16:06:12 To Do Ngi b

Luu V: Chi nhitng loai yéu cau phu (subtype) dugc cdu hinh chuyén dén cho MSP (trén hé thong
Jira) thi méi chuyén duogc yéu cau (Xem thiét 1ap ¢ muc 5.3.2)

Buéc 3: Nhém MSP/Tech xir 1y céc 16i trén Jira

Yéu cau duoc day 1én Jira s& duoc tao thanh cac task/bug ... twong Gng véi project da cau hinh

trude do.
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Croate

Open issues swich finer ~

e+ 8

View all ssues and fiters

Orderbyprionty v 4 [ Heveesk e/ supmozz -
A NCAMS202200021
& #Edt QAddcomment  Asign  More v StartProgress  Meedmoreinfo  Not software bug < @ Eport v
~ Detalls v People
Type Osuw Assignes 7) Unassigned
<l None ep " SenviceDesk Plus
.
cts: Nguyén Thiyy Dung - Email: duongrt@cyberiotus.com - Phane 0
~ Attachments
(3 Drop files to attach, or browse
Q Add eomment
Trén hé thong Jira s€ hién thi file dinh kém & phan Attachments
m Helpdesk-Test1 / SUPTO1-54 2of4z -~ v o
EBM202200038
# Edit Q Acd comment Assign  More v StartProgress Need moreinfo  Not software bug < {export v
~ Details v People
Type: [« [ Status: (G (View Workfiow) Assignee: 7) Unassigned
Priority: Medium Resolution: Unresolved Assign to me
tbes Mene Reporter: ServiceDesk Plus

~ Desaiption
+++ Contacts: A Bao - Email: 1234567890 - Phone: 1234567850
+++ Tax ID: 1234567890

0" Vote for s issue
1)) Start watching this issue

+++ Due Date: False v Dates
+++ Description: Created: Vestercay
e Yesterday

~ Designs
Figma URL

2 issue. More information

Paste your Figma link (public or private) to attach it to hi

~ Attachments.

g

HDSD-Helodesk-25.08.20
e 38518

Doi hd tro Jira s& tién hanh xir 1y yéu ciu, chuyén giai doan twong tmg cho céc task/bug, ...

& Drop files to attach, or browse.

mo1

trang thai trong tmg, két qua s& dwoc cap nhat trén Odoo.

Description Result m Rating Note Jira Comments
#  TicketiD Team Created on Ngay dén han Ngdy hodan thanh Trang thai Service Type Helpdesk Service H
1 52  MSP 18/07/2022 16:06:12 In Progress NGi b
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Assignation Detail Main Ticket Detail

| Resolution Done | Service Type NGi bd
Helpdesk Team MSP Main Ticket NCASP202200025
Assigned to Main Ticket ID 51

Assigned Date
Ngdy hodn thanh

Description Result Rating Note

#  Author ¥ kién

1 ServiceDesk Plus Da xt Iy xong

e Cap nhat mo ti/file dinh kem lén Jira
Trudng hop di dy yéu cau tir Odoo 1én Jira nhung do thiéu thong tin can cip nhat thong tin

B1: Tai yéu cau chinh, click Stra

Yéu cdumd / NCAKD2202200019 (#391)

TAO YEUCAU | PHANCONGCHOTOI | GHICHU

B2: Tai tab Yéu cau phu, chon sub ticket da day 1én Jira
M&td | KEtqud Panhgid | Ghichd

# Miyéuciu Mi Ngudi nhan Nhém Ngay tao Ngay dén han Ngay hoan thanh Trang thai i

1 392 NCAMS202200097 MSP 18/09/2022 20:35:57 19/09/2022 20:35:57 In Progress

Nhap noi dung can bo sung hoic file dinh kém can thém & sub ticket

MG Yéu cau phy
UPDATE T0 JIRA N PROGRESS

Chi tigt yéu cau Théng tin ngudi nhén
M3 yéu ciu 392 Loai dich vy Ngi bg

M NCAMS202200097 Nhém helpdesk MsP
Cactirkhéa

B3 wu tidn

Ngay t20 18/00/2022 20:35:57

Ngay d&n han 19/09/2022 20:35:57

Théi han dur kign 15/09/2022 20:35:55

Trang thai In Fragress

Chi tiét lién hé

Ten lignhe 0313074955 ail nighia tran@veswvewwwhuturetach v
0313074955 0902541828

0902541828

ud | Jira Comment

U & 13- A- /- = £ O E- E- % @ 9 ¢

B3: Click UPDATE TO JIRA dé cap nhat ndi dung, file dinh kém 1én Jira
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Mé: Y&u cBu phu .

UPDATE TO JARA IN PROGRESS

Chi tiét yéu cau Théng tin ngudi nhan

M3 yeu cau 392 Loai dich vu MNgi bD

Ma NCAMS202200097 Hhom helpdesk MSP

Cac tirkhda -

B wu tién -

HNgay tao 18/09/2022 20:35:57

HNgay dén han 194092022 20:35:57

Thezi han dur kign 19/09/2022 20:35:55

Trang thai In Pragress

Chi 1iét lign he

Tén lién hé 0313074955 Email nghia ran@wwwwwawwiuturetech vn

M 50 thue 0313074955 Di ddng 0202341828
Pien thoai 0902541823

MEta | Kétqud | Jira Comment
- B I U » 13- A~ S~ E E @ B~ =BE- % @ 9 C

Iest
fesi2

HUY BO

4. CAu hinh céc thong tin (Phan quyén Admin)

4.1. Tao Nhém Helpdesk

Viée thiét 14p cac nhom Hd tro cho phép quan 1y cac nhém HJ tro sao cho phit hop vé6i cong viée,
phu hgp véi timg nhom ticket.

Buée I: Giao dién chinh ctia Odoo chon Helpdesk/H® tro

Chon Thiét lap > Nhom Helpdesk

Buwoce 2: Chon Tao

HElpdESk Yéucdu Liénhé Bdocdo Cauhinh

Nhom helpdesk

TAO [ES

Buée 3: Nhap thong tin cho Nhom hd trg
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= Helpdesk Veuchu Uénhé Bdocse Clubinh 2 A% 0 5 O {8 nowiaThiy Duong rppden)

Nhém helpdesk / M

[

Nhém helpdesk

M

Logi dich vy N&i b

Push Ticket to JIRA? (]

Productivity & Visibility

Phuong thic phin céng

-]

Channels

B Email alias

Khi niing hién thi nhém

- Théng tin nhom

+

+

Helpdesk Team

MSP

Ma MS

Service Type |Noi b

Tén nhdom, ma nhom

Nhom nay 1 nhém hd trg ndi bo hay nhom bén ngoai: Néu 1a nhém ctia hé thong
khac thi can chon ca hé thong bén ngoai

Nhom nay c6 phai nhém hd tro trén Jira hay khong? Néu 1a nhom hd tro trén Jira
(d4y yéu cau 1én Jira) thi tich chon button > Click Thém mét dong dé chon thong
tin cho project trén Jira

. San phém ho trg: lya chon san phém ho tro

. Server Jira s& ddy yéu cau h trg 1én: Lua chon server jira

. Dy an h tro: Iwa chon du 4n jira dé day cac yéu cau lén

. Loai yéu ciu hd tro trén jira: yéu cau diy tir odoo 1én s& 14 céc task hay bug, ...

Vi

Push Ticket to JIRA?

Jira Configuration

1 CyberSign

#  Helpdesk Product Server Configuration Dw én Issue Type

Jira mycyber Helpdesk-Testl Bug

Thém mot déng

- Chon phuong thirc giao viéc sao cho phu hop:

Thu cong: ticket dugc giao theo cach thu cong, CBNV c6 thé chon ticket;

Ngau nhién: ticket dugc giao ngiu nhién va CBNV nhan dugc sb ticket nhur nhau;
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= Can bang: ticket dugc giao cho ngudi c6 s6 lugng ticket it nhat dé moi nguoi déu
nhéan duoc khdi luong cong viéc nhu nhau.
- Déi véi cac phuong phap phan cong Ngau nhién va Can bang, ban c¢6 thé thém céc thanh
vién duoc ¢ phan Thanh vién. Pé tréng truong néu mudn bao gdm tat ca nhan vién.
- Phan Hién thi cho cho phép chi dinh nhitng ngudi c6 thé xem va truy cép ticket ciia nhom.
Dé trong trudong dé néu mudn bao gdm tat ca nhan vién.
Thiét lap
Phuong thirc giao vige Thanh vién

Thi céng
© Ngiu nhién

Cén bang

Hién thi cho

4.2. Thiét ldp cdc giai doan cho cac nhom Helpdesk
Buée I: Giao dién chinh ciia Odoo chon Helpdesk/Ho tro
Chon Thiét l4p > Giai doan

Buwoc 2: Chon Tao

e

Budc 3: Nhap thong tin cho Giai doan
- Nhap tén giai doan:
= Bén Support team thi s& c¢6 cac giai doan: Mé, Cho xir 1y, Chuyén hd trg, Chuyén
dén CSKH, Pa hoan thanh, Pong, Hay
= Bén CSKH thi s€ c6 cac giai doan: Mo, BDéng, Huy, ...
= Bén MSP thi s& o cac giai doan: Tiép nhan, Pang xt 1y, ...
Vi du: Ciu hinh giai doan Chuyén dén CSKH
- Chon Nhom: nhém hd trg nao thi s& hién thi giai doan cia nhom hd tro do.
- Tai Additional Action (Thém hanh dong): Tich chon Adding Action, tai muc Action Type
chon:
+ Create New Ticket (Tao ticket méi): Sir dung dé tao ticket méi cho nhém hd tro
+ Update Main Ticket (Cép nhat trang thai & ticket chinh): Khi chon update main

ticket, s& cho phép cap nhat dén trang thai nao d6 ¢ yéu cau hd trg chinh
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Lua chon Cép nhat trang thai ¢ ticket chinh con cho phép ngudi dung cau hinh
trong truong hop Yéu cau phu can yéu cau hd tro lai thi s& gan yéu cau chinh cho
CBQL ctia team phu trach yéu cau chinh, sau d6 CBQL s& thuc hién xir 1y va phan

cong cho nguoi khéc.

Tén giai doan Yéu cau hé tro lai vi Két thic giai doan .

Thiv tw 5 Giai doan hiy 0
. Déng gon trén (W]

Nhom L T i - kanban

Email miu -

Hanh dong bd sung

Thém hénh déng v

Loai hoat ddng Cép nhat Main Ticket

Chuyén sang giai H8 tror lai -
doan

Théng bao v

Assign to Manager Binh Thi Hrong Quynh -

Vi du: P6i CSKH goi ra va yéu cau hd tro lai, khi d6 yéu cau chinh ctia Support s&
chuyén sang trang thai H tro lai va gan yéu cau d6 cho CBQL ciia Support
+ Push ticket (Tu dong day ticket sang cho doi hd trg khac).
- Tai List Action: Chon Helpdesk Team
Vi du: Chon chuyén dén CSKH thi s& chon nhom CSKH.

Giai doan / Chuyén dén cskh

HUY BO 171

Tén giai doan Chuyén dén cskh Vi K&t thic giai doan O
Thir tw 30 Cancelled Stage O
Nhém - Déng gon trén kanban [
Email mau -

Additional Action

Adding Action [-]

Action Type Create New Tickst~
List Action

#. Helpdesk Team Ticket Type Ticket Subtype Nhan vién Required Result

: a

Thém mét déng

> Luu
4.3. Thiét Idp loai yéu cdu va logi yéu cau phu

4.3.1. Thiét lap loai yéu cau

Helpdesk > CAu hinh > Loai yéu ciu > Click Tao > Nhép tén loai yéu cu va Lya chon nhom s&

hd tro loai yéu cau nay > Luu
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Ticket Type Q
[ Jo [ |
# Name Helpdesk Team
g g e,
60 & I X Iy hoa don sai s6t TT78
61 < 11 1. két xuét bao cao
62 + 1112 Thay déi théng tin den vi
63 ++ IIl. 01. HTKH CARE Huéng din sir dyng CARE
64 +f lIl. 02. HTKH CARE Ky hé s’ CARE
65 + 05.Token
66 + 06.Théng tin CTS
67 ' — -

4.3.2. Thiét Iap loai yéu ciu phu (SubTicket)
Helpdesk > Cau hinh > Loai yéu cau phu > Click Tao > Nhap tén subticket, chon loai ticket chinh

(cAu hinh ¢ phan 5.3.1), nhap SLA, lua chon phong ban tiép nhan subticket, chon loai san phim

va nhém ma loai yéu cau phu nay s& duoc day dén nhom dé dé hd trg > Luu

Ticket Subtype a
[ [ [ ] -
# Name Parent Type Default Deadlinein  Time Unit Helpdesk Team Helpdesk Product  Supporting Helpdes|
74 <+ 51.Khoa mét token 05.TMS 0,00 Gigr

75 4 42.Khac 04.DK02 0,00 Gigr Chir ky sb

7% 4+ 4. Link DKO2 04.DK02 0,00 Gigr Chir ky sb

77 % 4).73i DKO2 04. DKO2 0,00 Gigr Chir ky sb

78 % 3.4.Khac 03. Cép bu 0,00 Gie Chir ky sb

78 4 3.3.Gen cép bu I8 Lv2 03. Cép bu 0,00 Gi¢r Chir ky sb

80 4 3.2. 18I khéng thudce déi teong cép bu 03.Cép bu 0,00 Gi¢r Chir ky sb

81 ' - 000 O - -

Vi nhiing loai ticket phu mudn tw dong chuyén cho bo phan khac, khi ciu hinh s& thém thong tin

ctia bd phan duoc chuyén yéu cau tai cot Supporting Helpdesk Team

Loal ticket phu Search a
* TBilc  ZNhémtheo  k Yéuthich

« O Tn Thoi hgn mfc dinh  TimoUnit  DGih trgr Helpdesk Praduct

1 ) 4 15 Kiémra phén loal 15 token 0,00 Giar

2 O 14 X007 18 TOKEN phat sinh (Khong hop 1 ) 16,50 Phit

3 0 & n2xayl 2650 Phit

4 O+ 1163 Khdng xem duoe ND héa don 10,00 Phiit

5 O+ 1717H0i dunghoa don it KN 1111 X0 1§ hoa dom sai 61 TTTB 00 cio Cyborin

4.4. Céu hinh Service d@é chuyén yéu cdu tir hé thong A sang hé théng B
Buwéc I: Helpdesk > Céu hinh > Helpdesk Service > Tao
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= Helpdesk

Ticket Subtype

n

Name
« 1.4.Yéu cau khac

4 1.3. Cép lai thiét bj

Tickets Contacts Reportingl Configuration

Helpdesk Teams
Jira Management
Project Jira
Issue Type
Stages
Activity Types
Parent T Ticket Tags L
B Ticket Type
ALl Ticket Subtype

Helpdesk Product

01 Th iétl Helpdesk Services

Buwéc 2: Nhap thong tin, cdu hinh URL va token tuong tmg

- Lién két: vi du: https://erp.cyberlotus.com

- Sending Token: Token admin cua hé thong duoc chuyén yéu cau dén (CyberLotus) (Xem

thong tin token tai Thiét 1ap > Nguoi dung > Administrator > tab Tty chinh c4 nhén)

- Authenticate Token: Token admin cua hé théng hién tai

Vi du: Chuyén tir NewCA sang CyberLotus

+ Lién két s& 1a URL ctia CyberLotus

+ Sending Token: Token ctia CyberLotus

+ Authenticate Token: Token cua NewCA

sUrA TAO

Partner Information

Helpdesk Services | Erp Myccyber

Do tac Erp Myccyber

/1

Service Information
Lién két https://erp.mycyber.vn
Sending Token 4ff0e8280b7bdef29620fc6adbebid40

Authenticate Token  7156d1b3b23a42d1be8d0224e52e143]

4.5. Cdu hinh cac sdn phdm hé tre

Moi cong ty s& c¢6 cic san pham khac nhau, viéc phan loai san pham theo cong ty s& gitip x4c nhan

duoc viéc san pham ho trg d6 thudc vao cong ty nao.

Buéc I: Helpdesk > Céu hinh > Helpdesk Product > Tao

24



https://erp.cyberlotus.com/

Odoo — HDSD Helpdesk

iii  Helpdesk Yéucdu Liénhé Bdocdo CAufinh
T&t ca yéu cau Nhém helpdesk
Jira Management
* Project Jira
. Chi 3 Issue Type
S-E :VEII(_:F:EDESK PRODUCT O i dé ke Gocm “
1 [0 & NCASPa02e0 Loaihoatding
Uz Tir khia yéu cBu
ERP MYCCYBER - SP CY... O & NCASP20220 Losi yéu ciu
Vi DU VE SP NEWCA 3 [0 = NCACSKH20! | ,ivayciuphy
& HELPDESK PRODUCT 1O = NCASPEDZ:E
Tatcd 5 [] = NcAsPaozp  HeipdeskServices

Buwéc 2: Nhap tén san pham, lya chon Helpdesk service

&  Helpdesk Yeuchu Linné Béocda  CHunimn & a® g [} ¥ vy iy ouong (nop-cee)

I HELPDESK SERVICE # Velpdesk Service
ek '
ERP MYCCYBER - SPCYR.

CyberSign ERF MYCCYBER - SP CYBER

HEWEA NEWC
= . NEWCA

> LUU.

5. Hwéng din kiém tra thong tin Lich sir cuc goi
Phén quyén kiém tra lich st cudc goi tai Stringee Management:
Stringee Management

Admin - Agents v
Manager ]

- Admin: tao, xem, stra, x6a cac thong tin trong Stringee Management
- Manager: ¢ 1 s6 model chi xem, sua, tao, khong xo6a dc: Kich ban, Queue, Group, Agent

- Agents: Xem dugc thong tin ¢ cac menu, khong ¢6 quyén tao, stra, x06a

5.1. Kiém tra thdng tin c&c cugc goi

Puong dan: Odoo > Stringee Management > Lich str cudc goi > Lich st cudc goi

2 Stringee Management Pédusé Kichban OQueue Nhém Agents Lichsircudcgoi  Céuhinh

Cudc goi nhé Cudc goi nhé

Lich st cudc goi
2

Lich str cudc goi hién thi véi cac thong tin nhur:

- Théng tin KH: Tén (néu KH d c6 trén hé thdng), s dién thoai cta khach hang
- Théng tin dau s6 hotline ma KH da goi dén

- Thong tin s6 may 1¢ cia nhan vién ti€ép nhan cudc goi

25



Odoo — HDSD Helpdesk

#®  Stringee Management Number IVR Quese Group ns Calllog Configuration ar g o ‘ STy iy

FromExtension  FromNumber  ToExtension  ToNumber Direction  Time Start Talk Time (s)

5.2. Kiém tra thdng tin cac cugc gei nhé

DPuong dan: Odoo > Stringee Management > Lich str cudc goi > Cudc goi nhd

= Stringee Management Pidusé Kichban Queue Nhom Agents Lichsircudcgoi  Céuhinh
Cuéc goi nhé Cudc goi nh&
Lich sir cudc goi
2
= Stringee Management Bdush  Kichbdn Queve Nhom Agenis Lichsircubcgol  Chu hinh &7 @ K Nguykn Thiy Duong
Cubc gol nhé | o Process x| szaren Q
Tao B TBilc  SNhomiheo ok Yéu thich

¥ O Dblitkc Hotline Agonts Ngby tao
m
2m

201

1711112022 17:24.46

1711172022

Chua xir I

1711112022 17:24:46 Chura xir I

_Mobi

208 8. Outbaund_Mobi 1711112022 16:50.22 Chua xir lj

84332177362 208 B. Quthaund_Mobi Phan Anh Tré 1711112022 16:50:22 Chua xir I

4
2
3
4
5
6 84332177362 am 8. Outbound_Mobi Nguydn Thi Phuang 1711112022 14:26:25 Chuss xir lf
T

OoDoO0OO0OOO

Cudc goi nhd ¢o 2 trang thai:
- Chuaxu ly
- baxuly
Nhitng cudc goi Chua xtr ly s€ dugc nhan vién tién hanh goi lai va click niat Pa xt 1y dé chuyén

sang trang thai D xir Iy, CBQL c6 biét cudc goi nay da dugc nhan vién xir 1y hay chua.

6. Huwéng dAn mot s6 tinh ning khac ciia Odoo — Helpdesk (H$ trg)
6.1. Hwong ddn tra ciru (tim kiém) ticket trén h¢ théng

Trudng hop 1: Poi véi cac ticket trong cung 1 phong ban trong cung 1 hé thong:

Vi du 1 ticket NCAPM42022000555 (#34370), trong d6: NCAPM42022000555 1a Chu dé cua
yéu cau, 34370 1a Ma yéu cau (ID).

bé tim kiém yéu cau nay:

- Néu tim kiém theo Chit d& NCAPM42022000555 thi lua chon Tim kiém theo Chii dé.

26



Odoo — HDSD Helpdesk

1 cong
Nguyé
Nguye’
Mai Ti
r\.guye’
Nouyé

Nguye’

NCAPMA202200055

Tim kiém Chu dé for NCAPM4202200055

Tim kiém Y&u cdu chinh for: NCAPM4202200055

Tim kigm M3 yéu cau chinh for. NCAPM4202200055
Tim ki8m M3 yéu ciu hé thdng ngoai for NCAPMA4202200055
Tim kiém Céc tir khda for: NCAPM4202200055

Tim kiém Nhém helpdesk for: NCAPM4202200055
Tim kiém Phan cdng for: NCAPMA4202200055

Tim kiém Lién hé for. NCAPM4202200055

Tim kiém Email for. NCAPM4202200055

Tim kim Di didng for- NCAPM4202200055

Tim kigm M3 sd thué for: NCAPM4202200055

Tim kiém Céc tir khda for: NCAPM4202200055

Tim kiém Loai yéu ciu for: NCAPM4202200055

Tim kigm Loai yéu ciu phu for: NCAPMA202200055
Tim kiém San phdm Helpdesk for: NCAPM4202200055

- Néu tim kiém theo ID thi lya chon tim kiém theo M yéu cau (Ticket ID).

34370

Tim Kigm Chi dé for: 34370

Tim kiém M3 yéu cau for: 34370 |

ing

Iyi

IE

i Ti

Iyi

IyE

aye ¥

Tim kiém Yéu cau chinh for: 34370

Tim kiém M3 yéu ciu chinh for: 34370
Timn kidm M3 yéu ciu hé thiing ngodi for: 34370
Tim kiém Céc tir khda for: 34370

Tim kiém Nhém helpdesk for: 34370
Tim kiém Phéan cdng for- 34370

Tim kigém Lién hé for: 34370

Tim kiém Email for: 34370

Tim kiém Di déng for: 34370

Tim kigm M3 sd thué for: 34370

Tim kiém Céc tir khda for: 34370

Tim kiém Loai yéu ciu for: 34370

Tim kiém Loai yéu ciu phu for: 34370
Tim kim Sdn pham Helpdesk for; 34370

Truong hop 2: Po6i véi cic yéu chu ciia team khac giri dén cho team minh trong cung 1 hé

théng:

Vi du: Team HTKD gtii thong tin cho team QLDV nhu sau: NCAHTKD202210590 (#34389),
dira vao ma NCAHTKD c6 thé biét duoc ddy 1a chu dé va mé yéu ciu chinh cua d6i HTKD. Team

QLDV sé& thuc hién tim kiém nhu sau:

- Néu tim kiém theo NCAHTKD202210590, s& thuc hién lua chon Tim kiém Yéu cau chinh

(Ticket chinh).

27



Odoo — HDSD Helpdesk

NCAHTKD202210350

Tim kiém Chi a8 for: NCAHTKD202210590
| Tim kigm véu cdu chinh for: NCAHTKD202210590 |
Tim Kiém M3 y&u cu chinh for: NCAHTKD202210590
Tim kidm M43 yéu ciu hé théng ngoai for; NCAHTKD202210590
Tim Kiém Cac iir khda for: NCAHTKD202210590
» Tim kiEém Nhdm helpdesk for: NCAHTKD202210590
» Tim kiém Phén cdng for: NCAHTKD202210590
» Tim Kkiém Lién hé for: NCAHTKD202210590
Tim kiém Email for. NCAHTKD202210590
Tim ki&m Di déng for: NCAHTKD202210590
1 Tim kiém M3 58 thué for; NCAHTKD202210590
Tim kiém Cac tir khda for: NCAHTKD202210590
P » Tim kim Loai y8u ciu for: NCAHTKD202210590
» Tim kim Leai yéu ciu phu for: NCAHTKD202210590
» Tim kiém 54n pham Helpdesk for: NCAHTKD202210590

- Néu thyc hién tim kiém theo ID 34389, s& thuc hién lua chon Tim kiém theo Ma yéu cu

chinh (1D ticket chinh).

34389

Tim kigm Chi dé for: 34389
Tim kiém M3 yéu ciu for- 34389
Tim kigém Y&u cau chinh for: 34389
|  Tim kiém M3 yéu c3u chinh for: 34389 |
Tirmn kigm M3 yéu cau hé thong ngodi for: 34389
Tim kigém Cdc tir khda for: 34389
» Tim kigm Nhom helpdesk for: 34389
» Tim ki&ém Phén cdng for: 34389
» Tim kigm Lién hé for: 34389
Tim kiém Email for: 34389
1 Tim kiém Di ddng for: 34389
Tim kigém M3 sd thué for: 34389
* Timkiém Céc tir khda for: 34389
v Tim Kiém Loai yéu ciu for: 34389
» Tim kiém Loai yéu cdu phu for: 34389
v Tim kiém San pham Helpdesk for: 34389

Vi du: Team HTKD gt thong tin cho team QLDV nhu sau: Chu d& NCAQL202205866 hoic ma
34390, dwa vao md NCAQL c6 thé biét duoc day 1a chu d& va md yéu cau phu cua doi HTKD.

Team QLDV s& thuc hién tim kiém nhu sau:

- Néu thuc hién tim kiém theo Chu dé, lya chon Tim kiém theo Chii dé.

- Néu thuc hién tim kiém theo ID, lya chon Tim kiém theo Ma yéu cdu (ID ticket)

Trudng hop 3: Poi véi cac ticket hé théng khic giri téi:

Vi du: Team SP (Ecobiz) gtri thong tin cho team QLDV (NewCA) nhu sau: ECOBIZSP202290736
(#192642), dua vao md ECOBIZSP c6 thé biét dugc day 1a chi dé va mi yéu cau chinh cia doi
SP trén hé théng Ecobiz. Team QLDYV s¢ thuc hién tim kiém nhu sau:
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- Tim kiém theo chu d&é ECOBIZSP202290736, lua chon Tim kiém theo Yéu cdu chinh
(Ticket chinh).

ECOBIZSP202290736]

Tim kiém Chi a2 for: ECOBIZSP202290736
|  Tim kigm Yéu ciu chinh for: ECOBIZSP202290736 |
Tim kiém M3 yéu cdu chinh for. ECOBIZSP202290736
Tim kigm M3 yéu c3u hé théng ngoai for: ECOBIZSP202290736
Tim kigém Céc tir khoa for: ECOBIZSP202290736
v Tim kiém Nhém helpdesk for: ECOBIZSP202290736
v Tim kim Phan céng for: ECOBIZSP202290736
T » Tim kigm Lign hé for: ECOBIZSP202290736
Tim kigm Email for: ECOBIZSP202290736
Tim kiém Di ddng for: ECOBIZSP202290736
b Tim kigm M3 58 thué for: ECOBIZSP202290736
Tim kigém Céc tir khoa for: ECOBIZSP202290736
» Tim kiém Loai yéu ciu for: ECOBIZSP202290736
» Tim kiém Loai yéu ciu phu for; ECOBIZSP202290736
» Tim kiém San ph.im Helpdesk for: ECOBIZSP202290736

- Tim kiém theo ID 192643, Iya chon Tim kiém theo Ma yéu cdu chinh.

192642

Tim kiém Chi dé for: 192642
Tim kigm M3 yéu ciu for: 192642
Tim kiém Yéu cdu chinh for: 192642
| Tim kiém M3 yéu cau chinh for 192642 |
Tim kigm M3 yéu cdu hé thing ngodi for: 192642
Tim kiém Cdc tir khda for: 192642
» Tim kiém Nhdm helpdesk for: 192642
T » Tim kiém Phén céng for: 192642
» Tim kiém Lién hé for: 192642
Tim kiém Email for: 192642
1 Tim kiém Di d6ng for: 192642
Timn kiém M3 sd thué for: 192642
Tim kiém Céc tir khda for: 192642
» Tim kiém Loai yéu c3u for: 192642
» Tim kiém Loai yéu cu phu for: 192642
1 ¥ Timkim San pham Helpdesk for: 192642

Vi du: Team SP guri thong tin cho team QLDV nhu sau: ECOBIZQL202201529 hodc 192643, dya
vao mi ECOBIZQL c6 thé biét dugc day 1a chi dé va ma yéu cau phu ctia doi SP trén hé thong

Ecobiz. Team QLDV s& thuc hién tim kiém nhu sau:

- Tim kiém theo ID 192643, lya chon Tim kiém theo Ma yéu cdu hé théng ngoai (1D ticket
hé thong ngodi).
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197643
Tim kim Chii 0 for: 192643
Tim kiém M3 yéu c3u for: 192643
Tim kim Y&u ciu chinh for: 192643
Tim kigm M3 yéu ciu chinh for 192643
| Tim kim M3 yéu ciu hé théng ngodi for 192643 |
Tim kiem Cac fu khoa Tor. 192043
» Tim kiém Mhdm helpdesk for: 192643
» Tim kiém Phén cdng for: 192643
¥ Tim kiém Lién hé for: 192643
Tim kiém Email for: 192643
n Tim kigém Di ddng for: 192643
Tim kigm M3 sd thué for: 192643
Tim kiém Céc tir khoa for: 192643
» Tim kiém Loai yéu ciu for: 192643
» Tim kiém Loai yéu ciu phu for: 192643
» Tim kiém San pham Helpdesk for: 192643

Déi voi cac thdng tin khac, thuc hién tra ciru theo céc tiéu chi d4 c6 & phan Tim kiém.

6.2. Mgt sé tinh ning hé tro' nguwoi ding khac

e Hién thi canh bao c6 bao nhiéu yéu ciu cé chung 1 lién hé: sé dién thoai, email, ma

>

thu

>

S

Tét ca yéu cau / ECOBIZCSKH202289072 (#192632)

ECN Tao  Action 1180 ¢ >

DAy yéu cdu lén Jira | Testadd Atachment issue | Phan cong cho ti | Bénh gia Mainticket | LogNote | Béngbd ticket | DAy giaidoan | Capnhattén giai doan Téprhinyeuchu  Véucduhbtolsi  Khingdéngduccrequest | Dong  Thém~

C6 yéu cAu mé i cing thang tin khach hang: (ECOBIZSF202200726 (+197600)

e Cho phép tich nhiéu yéu ciu dé phan cong
Cho phép nguoi ding tich nhidu yéu cau dé phan cong bang cach: ¢ ngoai man hinh danh sach

cac yéu cau md, tich chon nhiéu yéu cau

8 HELPDESK PRODUCT # [ cha dé Loai)
SERVICE
1 B NCAKD2202200032 14.H
Tat ca
- . 2
HE THONG NGOAI (VD C... B NCAKD2202200031 03.H
NEWCA 3 B NCAHTKD2022001.. I.12.
8 SAN PHAM HELPDESK 4 B NCAHTKD2022001.. 02.Ti
Tatca 5 B NCAKD2202200028 Il 02
CyberSign 6 B NCAHTKD2022001.. 02.TI
Chit ky s8
7 B NCAHTKD2022001.. 03.H
CyberCare
8 B I
Cybergill E= | = nNcaHTKD2022001.. 1105
CyberTax 9 B NCAHTKD2022001.. III. 01

Sau d6 chon Thue hién >> Chon Ph&n cong cho tbi (Assign to me)
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22 Helpdesk Yeuciu Liénhé Cauhinh
Tat ca yéu cau

Il 9 selected

B HELPDESK PRODUCT + O Chi dé Loai
SERVICE
1 B NCAKD2202200032 14.Hb so CyberSign
Tatca
S . 2 o
HE THONG NGOAI (VD . B & NCAKD2202200031 03. HAI QUAN
NEWCA 3 =
B SAN PHAM HELPDESK 4 =

6.3. Bd loC

NCAHTKD2022001.. I.12. Thay dai thong tin ...

NCAHTKD2022001.. 02 Trién khai chit ky s@ ..

yéu cau Loai yéu cau phu

14.1. Ky hop déing ban h...
3.1. Bang ky, cdp nhat C..
11.12.1 Thay ddi théng ti...

2.1 Tao va ky hi so DK01

%]

& Thuc hign TBoloc =Nhomtheo ¥ Yé

Luu trit

Lién hé BS luu trid MNhém help

oaniEmkl et Project List ANHDOA..  Kinh doanh!
Get Issue Type List

Chi Thu . ANH DOA..  Kinh doanh
Day [én CBAL

LaiLADUON  ¢ap nhittén giai doan  *NHDOA..  Hé trokinh

Tai giao dién hién thi ciia Helpdesk, chon B9 loc > Chon céc yéu td can loc

- = Nhom theo W

Tax

Yéu cdu cla toi

Chua duoc giao

Mé
D& dong

Tin chua doc
Ngay tao
PERI

Thém bd loc thy chin

h

Juy

ai |

b 7]

3

Vi du: Loc céc ticket trong thang 8, chon B0 loc > Ngay tao > thang 8

Tax

TBdloc =MNhém theo
Yéu ciu cla t6i
Chua duoc giao
Mé&
D& déng

Tin chua doc

thang 7
thang &

W Yéu

-

g ch

rhi
1an

hiy|

Két qua sé& hién thi cac ticket duoc tao trong thang 8
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Open Tickets

TAO [

# [] TicketID Ticket Name

g 690 VILO2. CyberBill_Stra I6i
2 O 686 VIL.02. CyberBill_Stra I3i
3 O 602 X1.01. Li khic (#602)
4 0O 528 VIL.02. CyberBill_Stra I3i
5 O 526 VIL.02. CyberBill_Stra 13i
s 0O 705 11.3. Ky héa don (#705)
7O 695 11.3. Ky héa don (#695)
g0 687 11.2. Bat tién ich (#687
s O 683 1.2 Bat tién ich (#683)
00 750 11.3. Ky héa don (#750)
na 749 11.2. Bat tién ich (#749
120 748 VILO1. CyberBill_Stra m
130 747 11.2. Bt tién ich (#747)

Lién he

Nguy&n Thi Hanh
Nguy&n Thi Hanh
Chi Thdo

Chi Hanh

chi Hanh

Anh Quan

Anh Quén

Chi Huong

Chi Huong

CHI HAI
PHUONGNT (HTKD NE.
BLTHO PHAT

PHUGNGNT (HTKD NE.

il Ngay tao: thang 8 2021 %

YBéloc =Nhomtheo W Yéuthich

Contact Pho... Contact Mobile  Tax Identification Nu...

Phan cang cho

) Nguyén vigt An
) Mai Thi Thom
@ LéxuanLoc
) Lai Thily Nhung

) Lai Thily Nhung

&) Dao ThiLinh

) Lai Thiy Nhung

C6 thé chon loc ticket theo cac ticket chua duge phan cong

YBoloc = Nhom theo

Yéu ciu cla toi

W

i I + Chua dugc giao

rn

M
D3 déng

Tin chua doc
«" Ngay tao
B3 luu

Thém b lgc thy chinh

e (6 thé Thém bd loc tiy chinh:

Thai diém tao
30/08/2021 08:33:05

30/08/2021 08:13:06

27/08/2021 09:55:43
25/08/202117:12:21
25/08/202117:09:08

30/08/2021 09:39

30/08/2021 09:08

30/08/2021 0

23:29

30/08/2021 08:04:25

30/08/2021 11:46:4%

30/08/2021 11:45:41

30/08/2021 11:44:06

30/08/2021 11:40:58

B0 loc > Thém bd loc tiy chinh > Chon tiéu chi can loc > Nhap tiéu chi

> Chon AP DUNG

Thém bé loc tiy chinh
Mhom Helpdesk
chira

HG tro khach hang

DNl OTHEM DIEU KIEN

1-80/651 € > = B 0o

Hoat dang tiép theo Giai doan
Tigp nhén yéu cu
Da hoan thanh
93 hoan thanh
On hold

Chuyéi

Tiép nhan yéu cau
D3 hoan thanh

Tiép nhan yéu cau
Bé hoan thanh

Tigp nhén yéu cu
Tiép nhan yéu cau
Tiép nhan yéu cau

D3 hoan thanh

e Phan loai yéu cau dén/di: Bo loc > Incoming Request/Outgoing Request
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=Nhomtheo ¥ Yéu thich

Incoming Request

Outgoing Request Nhom helpdesk
Yéu ciu cda toi Support
Chura phan céng
Support
¥ . Mo Cham soc khac
B dong
y Support

6.4. Nhom theo

Tai giao di¢n hién thi cta Helpdesk, chon Nhom theo > Chon céc tiéu chi can nhom

T EBoloc | = Nhomtheo | ¥ Yéu thich
Phén céng cho
ax Identificatio Nhém
Loai Ticket
Ticket phu
an
Giai doan
Thém nhém tiy chinh
. e e
Vi du: C6 thé nhém theo Loai Ticket

Open Tickets B Loai Ticket x Q
& YBéloc =Nhémtheo W Yéuthich 119/19 € > = o
# [] TicketID Ticket Name Lién hé Contact Phone Contact Mobile Tax Identification ...  Phdn céng cho Théi diém tao Hoat dgngtiép theo  Giai doan H

» I11. Huéng dan str dung (166)
» I1.4. Lién quan d&n email (5)

» 1.2. Logo (1)

» X1.01. L3i khic (2)

» 1.4. Ngp h so online (1)

» I1.6. Phan mém (102)

» 1.6. Hop dong (2)

» I1.3. Ky héa don (263)

» II.5. Hop déng (2)

» 11. Tao mu héa dan (8)

» 1.3. TBPH va Quyé&t dinh st dung (6)

Co thé két hop B9 loc va Nhom theo, hoac chon nhiéu tiéu chi loc, nhom theo nhiéu tiéu chi.
e (6 thé Thém nhém tiy chinh:
Nhom theo > Thém nhém tUy chinh > Chon tiéu chi d& nhém
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Thém nhém tly chinh

Additional Action - |-
P oG f

> Chon AP DUNG

6.5. Hién thildn cdc trwong

Chon biéu twong 3 chdm & gbc phai man hinh > Tich chon cac truong mudn hién thi, bo tich

cac truong muon an di.

Open Tickets Q
TAO Y TBdloc =Nhémtheo  Yéuthich 180/682 £ ¥ = um 0o
# [] TicketID Ticket Name Lién hé Contact Pho..  Contact Mobile Tax Identification Nu..  Phén céng cho Théi diém tao Hoat déng tiép theo Giai doan m
. Lién hé
T Oa iguyén Thi Hanh
O Jcontact Email
20 en Thianh 0 Nguynvietan Contact Phone
3 0O Contact Mobile
a0 5 Tax Identification Number
Phan céng cho
5
o - Thoi diém tao
L 7 O [Loai Ticket
70 o €Y Lai Thiy Nhu: [ |ricket phu
[ Juutien
e 0 hi Huo!
O |rae
s 0O 8: hi Huong ) Dao ThiLinh 1 Joue pate
(| 7 CHI HA [ JAssigned Date
nQ 74 PHUGTNGNT (HTKD NE. [ Jcompletion Date
Hoat ddng
12 748 i BLTHO PHAT
o Giai doan
130 747 1.2 PHUGNGNT (HTKD NE. ) Lai Thiy Nhung ©a noan ann

6.6. Xudt di liéu

Cén dugc phan quyén xuat dit liéu trén hé thdng méi c6 thé st dung tinh ning xuét.
Vi du xuét thong tin ticket thang 8 ctia nhom HTKH (d6i véi TTT HTKH)

Buorc I: Chon loc céc ticket ctia thang 8

B0 loc > Ngay tao > thang 8

TYBbloc =MNhomtheo W Yéu
Yéu c8u cla t6i

[Fax Chua duoc giao gel

Md

D& déng 'én |

Tin chua doc hi

I e 'I 13n

thang 7

thang 6

C6 thé loc hodc nhom theo tiéu chi phu hop dé xuét ra dit liéu mong mudn.
Buoc 2: Tich chon dix liéu can xuét hodc xuét tit ca, sau do chon Select all dé léy tat ca cac ban

ghi can xut cia thang 8.
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Open Tickets

TAO 80 selected

Ticket Name Lién he

1 686 VILO2. CyberBill_Stra I8i.. Nguyén ThiHanh
2 602 X1.01.L3ikhdc (#602)  Chi Thao
2 526 VILO2. CyberBill_Stra Ii.. Chi Hanh
4 695 11.3. Ky hda don (#695) Anh Quan
5 683 1.2. Battién ich (¥683)  Chi Huong
L - | 752 11.2. Bittién ich (#752)  CH| HUONG (DL FADI)
7 751 1.5. Duyét st dung (#751) Chi Hudng
8 747 1.2. Battién ich (#747)  PHUONGNT (HTKD NE...
9 745 VILO1. CyberBil_Stram... BLTHO PHAT
10 743 1.2.Battién ich (#743)  CHILAN
1 738 11.2. B4t tién ich (# Chi Hoal
12 736 IL1. Huéng dan st dun... Chj Thuong
13 734 11.3. Ky héa don (# Anh Quang
cluui

n Ngay tao: thang 8 2021 % ‘ Nhém Helpdesk chira "Hb trg khach hang” % |

¥ Thuc hién TBoloc =Nhomtheo W Yéuthich

Contact Mobile  Tax Identification Nu... Phan cong cho

) Nguyén vigt An

€Y vz Thi Tham
) Lai Thily Nhung
) Lai Thily Nhung

) Do ThiLinh

& Nguyén Tra My
€Y Lai Thily Nhung
) Lai Thiy Nhung

) Lai Thily Nhung

0315771775 ﬂ Lai Thiy Nhung

0108935866 ) Lai Thily Nhung

B Nouyén Tra My
) Dao ThiLinh

o WPt OIS

1-80/617 & ¥

Hoat déng tiép theo Giai doan H

D4 hoan thanh
04 hoan thanh
Chuyén hé trg
04 hoan thanh
B3 hoan thanh
D4 hoan thanh
Tiép nhan yéu ciu
D4 hoan thanh
D4 hoan thanh
D4 hoan thanh
94 hoan thanh
D4 hoan thanh
94 hoan thanh

Diboaoihach

Buwoc 3. Chon Thuc hién > Xuét

Buéc 4: Phan cac truong kha dung: La cac truong dit liéu trén Odoo

Phén cac truong dé trich xuat: La cac trudng dit liéu 1dy dé xuét ra file excel

Xuat dif liéu

[Ji want to update data (import-compatible export)

Céac truong kha dung

Tim kiém

» Additional Action
Am | assigned
Assigned Date
Elé‘utuong
Eié'utucsng hoat ddng
Bdo mat Token
Chién dich

Chil d&

~

&k Thurc hién

TEdlg

Xust

Luru trif

Bo luu tri

¥oa

ifi

3

Close date
Closed

Closed by Partner
Column Status
Completion Date
Contact Company
Contact Email
Contact Mobile
Contact Phone

[

~

Nhap céc truong dit liéu tai phan tim kiém > Nhan ddu + dé 1iy dit liéu xuét ra:

4

T e P e X

Xuitdinhdang: @ XLSX ~(OcCsv

Cac truéng dé trich xust
Template:

4 External ID

« Tén hign thi

o Lién hé

« Contact Phone

+ Contact Mobile

+ Tax Identification Number
4+ Phan céng cho

b Thoi digm tao

+ Hoat dong

4+ Giai doan
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Cac trudng kha dung Ci

ticket

|

> Loai Ticket
> Main Ticket
Number of closed tickets from the same partner
> Subticket
> Ticket phu

++++H *

1 T N

Buwéc 5: Sau khi da 1dy cac trudng can xudt, tai phan Cac truong dé trich xuat > chon New template

dé dat tén template dé sir dung cho cac 1an sau

Céc truéng dé trich xuat
Template: |

+ External ID I New template |

> Sau d6 luu template

UL TN OIS eI AUglL

Saveas: Template 1

+ External ID

«p Tén hién thi

+ Lién hé

+ Contact Phone

+ Contact Mobile

+ Tax |dentification Number
+ Phin cong cho

+ Théi diém tao

+ Giai doan

+ Loai Ticket

Bude 6: Xuit dit liéu
6.7. B4o céo

- Pudng dan: Helpdesk > Béo c4o > Yéu cau

2  Helpdesk Yéuciu Liénhé Baocio Céuhinh

- Doi voi bao cao dang bieu do, s€ co cac bicu do dang cot, bieu do duong, bi€u do tron, ...

tuy thudc vao muc dich sir dung ctia nguoi dung

m  Helpdesk Yeuchs Lidohd Biocie Chubinh # W @R Nouin Thay Duong flostcrber)
Phdn tich yéu cau Helpdesk B Nady 1ao: Tudn x| 7im Q
Thudcdo » m TRk  SNhmhes ke Yéumih |E|n
I S5 vin ghi .

- Tai muc Thuée do: lya chon loai don vi do phu hop véi bao céo can co
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Phan tich yéu cau Helpdesk

Color Index

"
p—
e

Rating Last Value
Théi gian phan céng dau tidn (gid)
Thé&i gian dong (gid)

+ 56 ban ghi

- Sur dung bao cdo dang pivot (dang bang):

Phan tich yéu cau Helpdesk & Maay tao: thing 7 2022 x| Tirm
m = 4 & YBilc  SNhémtheo  OSosinh o Yéuthich
- Téng

4+ Méi 4 Tidpnhdnyéu chu # Tidpnhdnyduchu(2) + ToDe + Dangxirly + InProgress # Done  + Chuydahdwro # Chuydn hd o (2) # Hodn thanh

= Téng 19 n 1 5 1 1 6 5 n 1 n
4 3 2 1 1 1

L 8 1 1 4 1 2

1 1

5 4 3 1 1 9

+ CyberCare 4 1 1 6

+ Cybertil 9 1 1 2 9 #

- Click dau cong + dé lwa chon thong tin can thiét

= Téng

+ Méi 4 Tiépnhanyéuc

Téng 19

Additional Action

Assigned Date »
Chién dich

Chi dé&

Closed

Created Issue

Céng ty

Cép nhat giai doan cudi ]
Di ddng

Email

Email cc

Email on Customer

Expected Deadline 3
External Ticket ID

Helpdesk Product
Helpdesk Service
Hoat déng

Issue Type
JIRAID

Kanban State
Lién hé

Lién hé cong ty
Loai y&u céu

Loai yéu céu phu

- Str dung két hop bo loc, nhom theo dé c6 thé dua ra bao cao phu hop nhat
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