Xay dung va Phat trién
mot bo phan Call Center
nhu thé nao




Mo hinh Call Center

Bd phan Call Center du dinh trién khai sé hoat dong nhw thé nao ? Cu
thé 1a nhan vién sé& tiép nhan cudc goi tir khach hang (dugc goi la Inbound
Call Center), thuc hién goi ra cho khach hang (goi la Outbound Call Center)
hay ca hai chiéu.

Churc nang bd phan Call Center sé chiu trach nhiém gi trong hoat dong
c@ia doanh nghiép ? Ho sé& la ngudi truc ti€p trao doi vai khach hang, ho trg
va tu van vé san pham & dich vu cla cong ty (dugc goi la Customer Care)
hay ho sé& goi dién thoai cho khach hang dé gidi thiéu, chao mai san pham &
dich vu cla cong ty (dugc goi la Telesales hay Telemarketing)

M6 hinh hoat déng ctiia bo phan Call Center quyét dinh dén viéc ban cé tiép
can dugc véi khach hang va tién dén viéc ky két hgp déng hay khong.



Thu tuc phap ly

Poi véi doanh nghiép hoat dong trong linh vuc cham séc khach hang,
ban hang qua dién thoai (goi chung la dich vu lién quan dén cudc goi).
Ban can tim kiém théng tin, thd tuc va quy dinh can thiét dé c6 thé cung cap
dich vu nay. Hoan tat dang ky kinh doanh va cac thd tuc can thiét, chac chan
rang doanh nghiép clia ban hoat ddng dung theo quy dinh clia phap luat tai
nudc sd tai.

DPoi véi doanh nghiép thong thuwong can xay duwng mot bé phan cham
séc, tw van, m&i chao san pham. Cac quy dinh trén sé khong can thiét
trong trudng hop nay (nhung néu ban danh chdt it thai gian tim hiéu qua thi
sé tot hon cho hoat d6ng clia doanh nghiép).



Ké hoach hoat dong

Hay 1ap ké hoach hoat dong ctia bé phan nhu khi nao thi bé phan sé
hoat dong ? Mot ké hoach hoat dong tét sé cung cap cho ban mét cdi nhin
téng thé vé cac budc can chuan bi dé trién khai b6 phan Call Center, ké
hoach can dugc lap mot cach chi tiét nhat dé gidm rdi ro trong qua trinh
thuc hién, cling nhu ké hoach tai chinh.

Mot s6 thong tin quan trong goi y cho ban trong bang ké hoach.

Ngay chinh thirc hoat dong ctia bd phan (tuy thudc vao ké hoach san
pham & dich vu cla ban)

S6 lugng nhan su cho bd phan Call Center (tuy thudc vao tan suat cudc
goi vao hodc ra quyét dinh sé lugng nhan vién)

Chi phi dau tu du kién cho hé thong CNTT (mdy méc, dudng truyén
Internet...) va tai san c6 dinh (ban ghé...)

K& hoach mé& rong du kién trong 6 thang / 1 nam

Quy hoach tirng bo phan: nhém nhan vién nao sé ti€p nhan cudc goi
va thuc hién cubc goi

N6i dung mau (kich ban) ho trg & tu van khach hang nhu thé nao (cau
chao, ndi dung cau hoi, néi dung cau tra 1di...)

Thai gian hoat dong clia bo phan Call Center (8/6, 12/6 hay 24/7 vi sé
quyét dinh van dé chi phivan hanh b6 phan Call Center theo gid cong)



Trién khai thuc hién

Trién khai ha tang va van phong. Mot s6 vat dung can thiét cho bd phan
Call Center cé thé ban can dau tu, gom co:

Ban lam viéc & ghé

Bang trang & viét va may chi€éu/LCD (néu cé thé) - phuc vu cho viéc
dao tao va bdo cdo dit liéu, hiéu suat hoa déng ctia bo phan Call
Center

Hé théng cdp mang & ngudn dién cho may tinh

Van phong nén dugc cach am vdi cac b phan khac

Trién khai hé thong CNTT & Vién théng. Ban can chuan bi & x ly that tét
mot s6 yéu t6 sau dé ddm bao lién lac gitra doanh nghiép & khach hang

K&t noi Internet 6n dinh (khuyén cdo c6 dudng Internet dy phong) vai
bang thong mot cudc goi dong thai tiéu chuan 1a 100Kbps

S6 dién thoai la yéu t6 rat quan trong vi lién quan dén hinh anh céng
ty d6i vai khach hang, hdy chon mét sé dién thoai DEP va dé nhdg
(Khuyén cdo dung s6 dich vu 1900/1800 néu c6 thé vi khéng gidi han
vi la s6 duy nhat trén toan quéc, khéng phan biét ma vung)

May tinh, Bién thoai & Tai nghe cho dién thoai vién

Riéng vé hé théng may chu Call Center, ban c6 thé nghi dén dich vu
cho thué (Cloud Call Center) dugc xem nhu la mot trong cac phuaong
an dau tu tiét kiém nhat hién nay. Tham khao tai www.cloudpbx.vn




Con nguoi

Tuyén dung nhan sw. Mot s6 yéu té ban can quan tam khi tuyén dung
nhan su Call Center

e Kinh nghiém cung vi tri

¢ Kién thirc chuyén mén lién quan dén san pham & dich vu ctia ban
e Giong nodi (tuy vao vung mién ma ban chon nhan su phu hop)

e Ky nang giao ti€p va x{r ly tinh hudng

Pao tao va thuc hanh.

e Dao tao san pham & dich vu

e Dao tao sir dung phan mém va cac thuat nglr chuyén mon

e Dao tao mot s6 k§ nang rng xtr & gidi quyét van dé can thiét (tham
khao thém 15 k§y nang cham séc khach hang nhan vién cta ban
can co6 tai www.cloudpbx.vn/tai-lieu-tham-khao)

e Thuc hanh ti€p nhan va thuc hién cudc goi thurc.

Chinh thdc hoat dong ...



Phat trién dich vu

Marketing. La diéu ban can thuc hién mét cach t6t nhat cé thé sau khi d3
cé trong tay mot hé théng va bd phan Call Center chuyén nghiép. Vi thoai la
kénh giao ti€p chinh gilra ban va khach hang, cho nén hay cho moi ngudi
biét dén sé dién thoai clia ban, cang nhiéu cang tét. Hay s dung tat ca cac
kénh truyén thong ma ban biét nhu Email, Dién thoai, Mang xa hoi, SMS,
Web SEO, Thu tin, Truyén thdng & su kién, Hoi thao...

San pham va Dich vu. Lién tuc déi mdi va xay dung san pham tét nhat dap
Urng dung nhu cau cda thi truong, khi d6 mac nhién khach hang sé tim dén
ban thong qua cac kénh truyén thong ban da xay dung san.

Quan ly va kiém soat chi phi. Hay kiém soat chi phi hoat déng mét cach
t6t nhat ¢ thé ngay tlr bay gid, viéc nay sé giam thiéu rdi ro va khoi lugng
cla ban xudng murc thap nhat mot khi bé phan Call Center I6n dan trong

tuong lai.

San sang cho viéc mé& réng. Hay tin rang dich vu cla ban sé dugc thi
trudng don nhan mot cach tich cuc nhat va thanh cong nhéat. Hay san sang
mo&t ké hoach md réng bé phan Call Center clia ban trong tuong lai gan, viéc
nay sé giup ban hoan toan chi dong cho moi viéc.

“Chung tbi hi vong nhitng y ki€n va chia sé trén sé cung cap cho ban nhirng
thong tin tham khao co gia tri cling nhu hé trg ban xay dung mét bd phan
Call Center chuyén nghiép ho trg hiéu qua trong hoat dong kinh doanh”



Vé NTTNETWORKS

NTTNETWORKS dugc thanh Iap vao nam 2009 nhu mét trung tam Gidi phap va Dich vu cong nghé thoai trén nén IP tai Viét Nam. Hoat dong cla chidng toi la thuc
hién nghién cu, phat trién, trién khai, va tu van dich vy, va cling la trung tdm phan phéi phan cing VolP. Cong ty bat dau nhu moét nha cung cap giai phap va dich
VU va tiép can vdi thi trudng phan phdi tir nam 2010 théng qua VOIPMART - VIET NAM VOIP MARTKET PLACE - nai khach hang cé thé tim thay béat ky sdn pham VolP
nao tr cac nha cung cap khac nhau khap noi trén thé gidi. Bén canh dé chung toi van lubn hoan thién nhiéu gidi phap va cong nghé VolP nhu Fax, Paging,
Telepresense, Conference va Collaboration.

Vé XCS™ & Cloud XCS™ & Cloud PBX™

Mot trong nhimng gidi phap va dich vu Téng dai va Contact Center chuyén nghiép dugc phat trién béi doi ngd ki su véi nhiéu nam kinh nghiém. XCS™ va cac dich vu
Cloud la giai phép, dich vu Téng dai va Contact Center toan dién trén phan cing Xorcom, bao gdbm hau hét cac tinh nang co ban va nang cao dap Ung moi quy mo
hé thong va dich vu. XCS™ thuc sy mang lai cho ddi ngl/trung tam cham séc khach hang clia ban nhimng trai nghiém hoan héo, va ho trg tich cuc trong viéc dinh
nghia lai cach thic cham séc khach hang va nang cao nghiép vu cho nhan vién clia ban. Cloud XCS™ va Cloud PBX™ la dich vu Cloud Call Center va Cloud PBX Ung
dung cong nghé VolP hoat dong theo mo hinh SaaS dugc chiing téi phéat trién hoan thién cung cdp theo nhu cau thuc té clia nhiéu doanh nghiép da va dang quan
tam dau tu codng cu cham soc khach hang va ban hang chuyén nghiép.

“SEE YOU ON CLOUD”
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About XCS® & Cloud XCS® & Cloud PBX

agent | supervisor | inbound | outbound | KPI | SLA | campaign | skills XCS™- one of most completed Call Center & Contact Center solution which developed by a years
experience team. XCS™ is the power of Asterisk platform based Contact Center solution with highest
performance Xorcom hardwares, includes most powerful basic and advanced features for most scale of
Call Center & Contact Center businesses or services. XCS™ will definitely bring perfect experiences to your
Customer Care & Telemarketing Centers, also help to improving your employee’s skills to the top. XCS™ is
a registered trademark of NTTNETWORKS Co., Ltd.




