HUONG DAN THIET LAP STRINGEE

Hién tai CRM chi hd trg két néi ddi véi goi san pham Stringee Programmable Contact
Center (PCC).

Quy trinh cugc goi caa Stringee PCC

Hinh bén dudi 12 ludng 1 cudc goi khi khach hang goi vao s tong dai caa
doanh nghiép.
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Customers:

Khéch hang goi dién dén tong dai dién thoai cua doanh nghiép.

IVR:

Khéch hang sé& nghe théng bao tir tong dai tw dong nhu: “Nhan phim 1 dé nghe
huéng dan bang tiéng Anh, phim 2 dé nghe hudng dan bang tiéng Tay Ban Nha.” Khi
nhan phim 1, khach hang s& nghe thong bao bang tiéng Anh: “Bé gap bo phan kinh
doanh nhan phim 1, dé gap bo phan hd tro ki thuat nhan phim 2.”

Luc nay, khach hang dang & trong 1 cay IVR (IVR tree). Moi mot doan thong
bao trén goi 1a 1 nét (IVR node). Tai 1 ndt khach hang c6 thé bam phim dé di dén 1



nét khéac, hodc chuyén sang cho gap tu van vién (Agent); 1 phim bam (IVR node
keypress) nay cd thé hiéu I1a 1 nhéanh.

Queues:

Khi khach hang dang nghe thong bao bang tiéng Anh: "Dé gap bo phan kinh
doanh nhén phim 1, dé gap bd phan hd trg ky thuat nhan phim 2", khach hang tiép tuc
nhan phim 1 thi s& duoc chuyén vao hang doi (Queue) 1, dé cho dugc Agent phuc vu.

Agent va Group

Céc Agent dugc phan thanh 3 nhom (Group) khéac nhau véi cac ky nang khac nhau:

e Group 1: n6i dugc tiéng Anh, c6 k¥ ning ban hang.

e Group 2: no6i dugc tiéng Anh va tiéng Tay Ban Nha, ¢6 ky ning hd trg ki thuat
cho khéch hang.

e Group 3: noéi dugc tiéng Tay Ban Nha, ¢6 ky nang ban hang.

Pinh tuyén cudc goi vao cac nhom (Group routing)

e Queue 1: duoc gan cho Group 1 phuc vu vi khach hang dang can cac Agent biét
tiéng Anh hd trg ho mua hang.

e Queue 2: duoc gan cho Group 2 phuc vu vi khach hang dang can dugc hd tro
ky thuat. Ngoai ra, khi tat ca cac Agent & Group 2 ban thi khach hang doi &
Queue 2 van c6 thé dugc phuc vu bai Agent & Group 3.

e Queue 3: dugc gan cho Group 3 phuc vu vi khach hang dang can cac Agent biét
tiéng Tay Ban Nha hd tro ho mua hang.

Thiét 1ap Stringee

Trudc khi tién hanh Thiét 1ap tong dai Stringee trén phan mém AMIS CRM
2.0, ngudi dung phai thiét 1ap cac Group, Queue, IVR Tree cho doanh nghiép. CRM
hién hd tro khach hang tai muc Agent.

Huwéng dan thuc hién

Buwdéc 1: Tai website https://pcc.stringee.com/ nguoi dung chon dy &n ctia minh. Sau
d6 nhan Next dé tién hanh Thiét lap.



https://pcc.stringee.com/

Buwérc 2:

Settings

Bwoc 2:

Settings

Buwérc 3:

Tai muc Group, nhan Creat group dé tao cac nhom nhan vién

List groups

Tai muc Queue, nhan Creat queue dé tao cac phan ludng khéach hang

List queues

Tai muc IVR Tree, nhan Creat IVR Tree dé tao méi 1 cdy IVR, sau d6 nhan

Creat IVR node dé tao cac phim so.

Settings
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