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Huéng dan sir dung Hé thong EDFLY Qudn Iy hé trg sinh vién
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Hueéng dan si dung Hé thong EDFLY Qudn Iy hé trg sinh vién

|. THONG TIN THU NGHIEM HE THONG

Trang web cua hé théng: https://e-office.tbd.edu.vn/ => Chon HG tro

Trang web doc email cac tai khoan thir nghiém: Webmail Login (emailserver.vn)

Céc tai khoan thur nghiém:
e Admin:
e HO tro:
e Sinhvién 1:
e Sinhvién 2:

II. KHAI QUAT CHUNG VE ODOO HELPDESK

Odoo Helpdesk 12 mot cong cu quan 1y hd trg sinh vién hiéu qua giap don vi duy tri moi
quan hé tét voi sinh vién bang cach dap ung va giai quyét cac yéu cau hd trg mot cach nhanh
chong va chuyén nghiép. Module nay dugc thiét ké dé gitp Trung tdm Két noi va hé tro sinh
vién quan 1y va giai quyét cdc yéu cau cua sinh vién can hd tro tir nhiéu ngudn khac nhau nhu
email, dién thoai va cong thong tin sinh vién truc tuyén/truc tiép tai truong. Ngoai ra, day
ciing 1a kénh cung cip, théng ké théng tin cho trung tdm khi sinh vién giri yéu cau hd tro va
gitip sap xép cac phiéu hd tro (hay con goi 1a ticket) tai mot noi, theo quy trinh chuan hoa ciia
TTKN&HTSV.

£ Helpdesk Overview Tickets Reporting Configuration  ®'" O C CaoThiHoali

Helpdesk Overview Q

YFilters  €Group By ¥ Favorites

My Tickets 2 1 bl 0 My Performance 0 0.00 %
Open Tickets Tickets High Priority Urgent Today Closed Tickets Average Rati
Avg Open Hours 11:30 14:00 00:00 Avg Last 7 days 0
Failed Tickets 0 0 0 Daily Target 1 100% 100%
TT.Két nGi va Ho trg sinh vién i Phong Dao tao i QT03/TTKNSV_Cap thé sinh vién
0 m Tickets Close Tickets Closed
000 % Succ Success Rate
0 0 0 0 0 0 0 0 1 0 0 0
Phong KTTC i QTO1/TTKNSV_Xét cap hoc bong
=3 =3
1 (] (] 0 0 0 0 0 0 0 0 0

Hinh 1: Trang chu
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Huéng dan sir dung Hé thong EDFLY Qudn Iy hé trg sinh vién

Vé6i Odoo Helpdesk, TTKN&HTSV c¢6 thé quan 1y tat ca cac yéu cau hd tro (ticket) caa
minh theo tirng quy trinh dang ap dung tai trung tam, phan loai chiing theo mac d9 uvu tién va
theo ddi tién trinh giai quyét. Module ndy ciing cho phép ban theo ddi thoi gian dap tng va
thoi gian giai quyét cua cac yéu cau, tir d6 dam bao rang sinh vién nhan dugc sy phuc vu
nhanh chéng va chat luong.

% Céc tinh nang chinh ctia Odoo Helpdesk:

- Quan 1y yéu cau hd tro.

- Quaén 1y nhém ho tro.

- Tuong tac véi sinh vién.

< Liét ké va mo ta mot sd chire ning ciia Odoo Helpdesk:

STT Chirc nang Mo ta

3 Odoo Helpdesk cung cdp cdc tinh ndng quan 1y yéu
1 Qudn ly yéu cau ho trg cau hé tro dé givp TTKN&HTSV theo doi va quan Iy
hiéu qua cdc yéu cau tir sinh vién theo quy trinh.

- Cho phép TTKN&HTSV tao va qudn ly cac ticket.
2 + Quan Iy Ticket Moi ticket dai dién cho mot yéu cau ho trg cu the tur
sinh vién hoac tir nha truong.

- TTKN&HTSV c¢6 thé phan loai va wu tién cac yéu
cau hd tro dua trén muc do quan trong. Ngoai ra,
3 + Phan loai va vu tién héa | ngudi ding con c6 thiét 1ap quy tic SLA cua riéng
minh, chon giai doan can dat duoc hodc ap dung SLA
& giai doan cu thé.

- Cho phép TTKN&HTSV theo doi thoi gian giai

4 + Theo doi thoi gian va quyét cia mdi ticket, tir d6 dam bao cac yéu cau
hi¢u suat dugc xir Iy nhanh chéng va dap Gmg yéu cau cua sinh
vién.

- Odoo Helpdesk cung cp cac bao cao va phan tich
lién quan dén hoat dong hd trg sinh vién. Ban c6 thé
5 + Bao céo va phén tich xem céc s6 liéu vé sd lwong yéu cau, thoi gian xtr 1y,
ty 16 thanh coéng va cac thong tin khac dé danh gia
hiéu suét va cai thién quy trinh hd tro.
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Huéng dan sir dung

H¢ thé'ng EDFLY Qudn Iy hé tro sinh vién

Qudn Iy nhom hé tro

Odoo Helpdesk cung cdp cdc tinh nang dé quan Iy
nhom ho tro cua TTKN&HTSV, givip tang cuong su
phoi hop va hiéu qua trong cong viéc.

+ Phan cong va quan ly
thanh vién nhom

- Odoo Helpdesk cho phép ban xac dinh vai tro, ky
nang va trach nhiém cua tirng thanh vién trong nhom.
Tur d6, TTKN&HTSV c6 thé thiét 1ap quy trinh tiép
nhan ticket va ty dong chuyén ticket cho ngudi phu
trach phu hop nhat.

+ Phan cong yéu cau hd trg

- Tinh néng nay giap TTKN&HTSV phan chia cong
viéc mét cach cong bang, t6i wu hoa su phdi hop giita
cac thanh vién trong nhom, cting nhu moi chuyén gia
hd tro tryc tiép cho nhitng van dé phuc tap. Thao tac
nay co thé duoc thuc hién tu dong hodc thu cong tuy
theo nhu cau cia nguoi dung. Ngoai ra, Odoo
Helpdesk con c6 tinh ndng nang mtrc d§ quan trong
cua ticket va tu dong bdo tinh hinh ticket cho quéan 1y
chi trong mot ct nhap chuot.

+ Giao tiép va chia sé
thong tin

- Céc thanh vién trong nhoém hd tro cé thé trao ddi
thong tin, chu thich va ghi chu véi nhau dé cap nhat
tinh hinh va phdi hop cong viéc.

10

+ Quan ly thoi gian va uu
tién cong viéc

- Odoo Helpdesk cung cip cac cong cu dé quan ly
thdi gian va uu tién cong viéc trong nhém hd tro.
Ban c6 thé dit lich va theo doi thoi gian hoat dong
cta ting thanh vién va dam bao ring cic cong viéc
duoc hoan thanh dung thoi han.

11

Twong tdac véi sinh vién

Odoo Helpdesk cung cdp cdc tinh ning dé twong tdc
voi Sinh Vién mét cdach hiéu qua va dap vng nhu cdu
ho tro cua ho.

12

+ Nhén yéu cau ho trg tur
trang web cua truong hodc
nhiéu ngudn khac nhau

- Cho phép sinh vién gui yéu cau hd tro thong qua
nhiéu kénh khac nhau, bao gdm email va cac hinh
thirc tuong tac trén trang web cta truong hay truc
tiép tai trung tam. Piéu nay gitp tao sy thudn tién
cho sinh vién va thu thap thong tin tir nhiéu ngudn.

13

+ Giao tiép qua email

- CAu hinh email tu dong tiép nhan céac yéu cau ho tro
tur khach hang. Tat cé giao tiép qua email sé dugc ghi
lai va lién két voi tung yéu cau ho tro.
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Hueéng dan si dung

H¢ thé'ng EDFLY Qudn Iy hé tro sinh vién

14

+ Cong thong tin khach
hang truc tuyén

- Cung cap mot cong thong tin sinh vién truc tuyén
dé sinh vién c6 thé gui yéu cau hd tro va theo ddi
trang thai cua yéu cau. Sinh vién co the dang nhap
vao cong thong tin sinh vién dé guri yéu cau moi, xem
cac yéu cau da gui va nhan thong bao vé tién trinh
gidi quyet.

15

+ Ghi cht va hudng dan

- Trong qua trinh tuong tac v&i sinh vién, ban cé thé
ghi chu, ghi lai thong tin va cung cap hudng dan cho
sinh vién. Odoo Helpdesk cho phép ban tao ghi chu
ndi bd va chia sé tai liéu huéng dan dé hd tro sinh
vién mot cach t6t nhét.

16

+ Ty dong hoa phan hoi

- C6 kha ning ty dong hoéa phan hoi dbi véi cac yéu
cau ho trg thuong gép.
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Hueéng dan si dung Hé thong EDFLY Qudn Iy hé trg sinh vién

I1l. CAC CHUC NANG CHINH
I11.1. Tao Ticket
La form tao Ticket (Phiéu yéu cau hd trg) cta Sinh vién dé yéu ciu dén TTKN&HTSV

hd tro ki thuat hodc xir Iy mot van dé nao do.
Puong dan dén form tao Ticket: Trang chu -> Tickets -> All tickets -> Create

# Helpdesk Oveniew Tickets Reporting  Configuration

Tickets My Tickets a
EXPORT WORD Yriters  &Group By ¥k Favorites 1-4/4 EFroE nF
D Priority v Name Team Assigned to Customer Activities  SLA Deadline Stage s
I 3 W C3p giéy xéc nhan sinh vién_Nguyén Van B QTO2/TTKNSV_Cap gidy xéc nhén sinh vién i Tran Minh Son (0] In 5 days Qr02 - Tiép nhan
29 pA¢ C4p gidy xéc nhan_SV Nguyén Van A QO2/TTKNSV_Cép giay xéc nhén sinh vién o Cao Thi Hoa Lai CaoThiHoalsi @ Qr02 - Thong béo Sinh vién
R W Capthé sinhvién Dt bd sung QUO3/TTKNSV_Cap thé sinh vién © Cao ThiHoa L (0] Q03 - Lap ké hoach lam the SV
0 WY Cipthé Tansinhvién Dot 1 QO3/TTKNSV_Cap the sinh vién @ Cao Thi Hoa Li 0 QT3 - Théng bso Sinh vién

Hinh 2: Form Tét ca cac phiéu hd trg (ticket)

Bwoc 1: Chon menu Tickets -> All tickets
Buwdéc 2: Tai trang thong tin tit ca cac phiéu hd tro, chon muc Create (tao) bén goc trai
ctia form dé mé form nhap ndi dung ticket méi.

Buwée 3: Sau khi nhap xong ndi dung chon Create (tao) bén gbc phai ciia form dé tao

ticket moi.
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Hueéng dan si dung Hé thong EDFLY Qudn Iy hé trg sinh vién

£ Helpdesk Overview Tickets Reporting Configuration

Tickets / New

QT02 - CAP GIAY XAC NHAN NGO TiN CHi/CHUNG CHi QT02 - THONG BAO SINH VIEN QTO02 - IN, TRINH KY, DONG DAU

Chon Create
(Tao) sau khi
nhap hoan
chinh néi dung
ctia phiéu hé trg

Cap gidy xac nhan sinh vién_Tran Van D

Team QT02/TTKNSV_Cap gidy xac nhan sinh vién Customer
Assigned to o Cao Thi Hoa Lai Customer Name
Priority pi Email

Type QTO2/TTKNSYV - Gidy xac nhan SV Phone

Ref. Sales Order

Tags
+ Add a Property

Hinh 3: Form nhép ndi dung yéu cau (ticket)

% Péi véi Yéu cau dwoc Sinh vién givi tiv cdc form trén trang web ciia truong:

Buwéc 1: Sinh vién vio trang web cta trudng -> H) tro sinh vién -> Tong hop cac form
hd trg -> Chon form hd tro duoc thiét 1ap sdan/Chon HO tro khac (néu chua c6 form hd tro
dung nhu cau).

Buwéc 2: Tai trang nhap thong tin chi tiét yéu cau => Sinh vién nhap day du ndi dung va
file dinh kém thong tin hodc minh ching (néu cd) => Chon Giri => Noi dung yéu ciu s&

duoc tao giéng nhu 1 yéu cau méi duoc tao truc tiép tir trang chinh & Hinh 3.

- > C @ 25 e-office.tbd.edu.vn/ho-tro-sinh-vien

Lién hé vai chung toi

Sinh vién chon lién két hé tro

Sinh vién chon hd trg tuong (ng va cung cap théng tin day da theo form dé Trung tam
K&t n6i va hd trg sinh vién tiép nhan va hd trg theo quy trinh

1

2

Hinh 2_1: Trang téng hop cac form hd trg
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Hueéng dan si dung Hé thong EDFLY Qudn Iy hé trg sinh vién

¢? (0258)3727147

ko

£4 tbd@moet.eduvn

*,’ﬁk."ﬁ?...w.,.m Trang chtt Hudng déan strdung ~ N&ibd ~ H6 trg sinh vién ~ !. @ Cao Thj Hoa Lai ~ _

Cap giay xac nhan sinh vién

Em sinh vién khoa 2k4, em can cap gidy xac nhan sinh vién tai trudng dé nép Hoan nghia vu quan sy.
Théng tin chi tiét em gt & file dinh kém.
Em cam on thay/co !

r .

{ Show deskt
Hinh 3_1: Form nhap thong tin chi tiét yéu ciu can hd trg

I11.2. Tao Lién hé

La form tao thong tin ctia bén Lién hé 1a sinh vién hodc khéach hang.

Puong din dén form tao Lién hé (Customer): Trang chu -> Tickets -> All tickets ->
Create -> Customer -> Create and edit

Buwdc 1: Tai form nhap ticket -> Customer (Khach hang lién hé) -> g6 tén khach hang
can tim. Néu sinh vién di c6 trén hé thng thi tén s& dugc hién ra -> Chon. Néu théng tin sinh
vién chua c6, tiép tuc chon Create and edit ¢ mé form tao Lién hé.

B Helpdesk Overview Tickets Reporting  Configuration T e @7 C Cao Thi Hoa Lai

Tickets / New o O & Action Create

ASSIGN TO ME NEW IN PROGRESS ON HOLD MORE ~

Team Customer Care Customer khoa >

Khoa CNTT - BH Thai Binh Duong, Sinh vién Test 1

Assigned to Customer Name
Khoa CNTT - BH Thai Binh Duong
P Email
Priority JARARAS Khoa CNTT - BH Thai Binh Duwong, Khoa CNTT - DH Thai Binh Duong
Type Phone Nguyén Dang Khoa
Tags Ref. Sales Order Nguyén Béng Khoa

Create "khoa"

Create and edit...
7 Nha khoa O'Care, nhakhoaocare.com

=+ Add a Property

# Bénh vién Pa khoa Quéc té Thu Ctic, benhvienthucuc.vn @)
Cho'_" Tao' va # Nha Khoa Paris, nhakhoaparis.vn ',;“
Chinh sira .
# Bach Khoa Computer, bke.vn 1‘, w
# Béach Khoa Land, bachkhoaland.com X
# Bach Khoa University, hcmut.edu.vn -

Hinh 4: Form nhap noi dung yéu ciu (ticket), chon Create and edit dé tao Lién hé
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Hueéng dan si dung Hé thong EDFLY Qudn Iy hé trg sinh vién

Buwdc 2: Chon lién hé Ca nhan hodc lién hé 1a Cong ty

Buwoc 3: Nhap thong tin

Create Customer X

0 0 0
@ Meetings * Opportunities $ Sales
0 s 0.00 s O
Purchases E’/ Invoiced E’/ Vendor Bills
Lién hé ca i
nhan @ Documents R
L)
O Individual Company €
Cao Thi Hoa Lai
Is a Parent
Is a Student
Contact Job Position
Phone 0913939076

Hinh 5: Form nhap thong tin Lién hé

111.2.1. Tao lién hé la Cong ty
Khi tao lién h¢: Chon lién h¢ 1a Cong ty
- Nhap cac thong tin can thém tai cac trudng trén form: Tén, Dia chi, M3 s6 thué cia Ca

nhan/Cong ty, .... Xem thém théng tin trén Hinh 6.

- Tai Tab Contacts & Adresses (Cac lién hé & Dia chi) -> ADD (Thém) -> Chon va
Nhép cac thong tin Contact (Lién hé), Invoice Address (Pia chi xuat hoa don), ... -> Chon
Save & Close (Luu & Pong/Luu). Xem thém thong tin trén Hinh 7.

Buwoc 4: Chon Luu

Sau khi chon Luru, tén Ca nhan hoic Cong ty vira tao s& duoc ldy dién vao form nhap
ticket.
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Hueéng dan si dung Hé thong EDFLY Qudn Iy hé trg sinh vién

Individual {© Company

Dai hoc Thai Binh Duong

Is a Parent
Is a Student
Address 79 Budng Mai Thi Ddng, Vinh Ngoc, Nha Trang Phone (0258)3 727 181

Mobile 0886433379

Nha Trang Khanh Hoa (VN)
tbd@moet.eduvn

Vietnam
https://new.tbd.edu.vn/

Céc lién lac Ban hang va ? English (US)
va Dia chi Mua hang

Contacts & Addresses | Sales & Purchase | Invoicing | Internal Notes = Partner Assignment

Quay vé
= trang trudc
N\ X qaloi DISCARD

Hinh 6: Form nhap Lién hé l1a Truong hoc/Cong ty

Create Contact Dia chi xuat

hoa don

Contact Inv&ice Address Delivery Address Private Address © Other Address

Other address for the company (e.g. subsidiary, ...)

Contact Name  Khoa CNTT - BH Thai Binh Dudng Email  caohoalai@gmail.com
Address 79 Dudng Mai Thi Déng, Vinh Ngoc, Nha Trang, Khanh Hoa Phone 0913939076
Mobile
Nha Trang Khanh Hoa (VN)
Vietnam

Quay Ve trang
trudc

Hinh 7: Form nhap Cac lién hé & Dia chi cua khach hang la Céng ty/phong ban
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Hueéng dan si dung Hé thong EDFLY Qudn Iy hé trg sinh vién

111.2.2. Tao lién hé la Ca nhén

Twong ty nhu nhap thong tin lién hé 1a COng ty, phan nhap thong tin C4 nhéan ciing nhap
cac thong tin can thiét.

Create Customer X

Cao Thi Hoa Lai

Is a Parent

Is a Student

Contact 79 Mai Thi Déng, Vinh Ngoc Job Position
Phone 0913939076
Nha Trang Khanh Hoa (VN) .
Mobile
Vietnam .
Email caohoalai@gmail.com
?
Al Website
Title

Language’  English (US)

Tags

Contacts & Addresses | Sales & Purchase | Invoicing | Internal Notes Partner Assignment

N\ qelo i) DISCARD

Hinh 8: Form nhap Lién hé 1a C4 nhén

111.2.3. Tao cd nhén thujc Cong ty

Truong hop ca nhan thudc cong ty thi can tao cong ty trudc, sau d6 tao lién hé ca nhan

rdi chon thude cong ty do. Xem thém thdng tin trén Hinh 9 va Hinh 10.
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Hueéng dan si dung Hé thong EDFLY Qudn Iy hé trg sinh vién

Helpdesk  Overview  Tickets  Reporting  Configuration o1 @1 C Cao Thi Hoa L

Tickets / SV khoa CNTT - H3 trg wifi phong hoc AS (#26) / Cao Thi Hoa Lai & o At  1/1

O Individual Company

Cao Thi Hoa Lai

[ Pai hoc Théi Binh Duong (E-Office) |

Tao Lién hé la Cong ty
trudc. Tai dong Compan
Name -> Chon tén Cony

Is a Parent

Is a Student

Contact 79 Mai Thi Déng Job Position  Nhan vién phong IT
Nha Trang Khanh Hoa (VN) 700000 Phone 0913939076
Vietnam
Mobile
TaxID’
Email caohoalai@gmail.com
Website
Title

Language’  English (US)

Tags

Contacts & Addresses | Sales & Purchase | Invoicing | Internal Notes | Partner Assignment

ADD
Hinh 9: Form tao Lién hé 1a C& nhan thugc Cong ty
| Create Related Company I X
Is a Student =
Address 79 Budng Mai Thi Ddng, Vinh Ngoc, Nha Trang, Khanh Hoa Phone 0913939076
Mobile
Nha Trang Khanh Hoa (VN) ; i
Email caohoalai@gmail.com
Vietnam

Website

anguage’  English (US)

Tags

Contacts & Addresses | Sales & Purchase Invoicing Internal Notes Partner Assignment

Khoa CNTT - BH Thai Binh Dudng
caohoalai@gmail.com

Nha Trang

Khanh Hoa (VN)Vietnam

Phone: 0913939a24

Quay veé trang

Luu va dong A

lai form

Hinh 10: Form tao Mbi quan hé gitta ca nhan va Cong ty
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Hueéng dan si dung Hé thong EDFLY Qudn Iy hé trg sinh vién

II1.2.4. Tim kiém Lién hé

Trong form nhap mai ticket. Tai dong Customer (Khach hang lién h¢) -> Chon Search

more dé mo form tim kiém.

Tir két qua tim kiém, chon tén khach hang -> Thong tin khach hang, sb dién thoai, dia

chi email, ... s& duoc d6 qua form nhap méi ticket.

Eearch: Customerj X
I oai hoc Thai Binh Duong | Q
Nhap tén
SV/khach hang | YFilters £ Group By ¥ Favorites 1-5/5
can tim
Name Phone Email Salesperson Activities City Country =
Pai hoc Thai Binh Duong (0258)3 727 181 tbd@moet.edu.vn (0] Nha Trang Vietnam
Dai hoc Thai Binh Dudng (E-Office) 0258 3727 147 tuyensinh@tbd.edu.vn (0] Nha Trang Vietnam
DPai hoc Thai Binh Duong (E-Office), Chester Reed (979)-904-8902 chester.reed79@example.com (0] Nha Trang Vietnam
Dai hoc Thai Binh Dudng (E-Office), Binh Thi Nga nga.dt@tbd.edu.vn @ Nha Trang Vietnam
Pai hoc Thai Binh Duong (E-Office), Dwayne Newman (614)-177-4937 dwayne.newman28@example.com @ Nha Trang Vietnam

(el CLOSE

Hinh 11: Form Tim kiém lién hé
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Hueéng dan si dung Hé thong EDFLY Qudn Iy hé trg sinh vién

111.3. Hwéng din quy trinh hd tro
111.3.1. TTKN&HTSV nhdn yéu ciu hé tro tir Sinh vién -> X Iy yéu cau

Buée 1: Cac nhom hd trg thuoc TTKN&HTSV nhén yéu cau tir sinh vién, nhap yéu ciu.

Puong dan: Trang chu -> Tickets -> Tt ca tickets -> Tao -> Nhép céc thong tin:

Xem lai muc IIL.1; Hinh 3: Form nhip néi dung yéu cau (ticket).

* Péi véi yéu cau dwoc sinh vién tao tiv trang web ciia truong:

Puong dan: Khi c6 yéu cau tir sinh vién giri dén thong qua cac form trén website cua
truong -> Trang chil -> Tickets -> Tét ca tickets -> Chon ticket can hd trg -> B0 sung cac
thong tin ddy dt va phan céng ngudi hd tro -> Thuc hién theo quy trinh.

+ Chii dé (Logi yéu cau chinh): Nhap noi dung can hd trg, ngan gon nhung chira thong
tin cu thé vé loai yéu cau. Vi du: Cip gidy xac nhan SV_Nguyén Vin A_Lép ABC.

+ Dpi (Team): Chon Loai quy trinh hd trg. Vi du: QTO3/TTKNSV.

+ Phan cong: Khi nao nguoi ding click vao nit PHAN CONG CHO TOI thi s& hién thi
thong tin ngudi duoc xtr Iy vao trudng ndy. Néu ngudi dung dugc phin quyén quan ly
(Admin) -> c6 thé chon phan cong cho nguoi dung khac co theo danh sach.

+ P wu tién: Panh dau do wu tién theo dau sao (*) duoc tick.

+ Loai: Chon Loai quy trinh ho tro. Vi du: QTO3/TTKNSV - Cép thé sinh vién

+ Tag: Lua chon Tu khoa dé g:fln thé. Muc dich phuc vu cho viéc tim kiém, théng ké
phiéu ho trg. Vi du: Giéy xac nhan SV.

+ Khéch hang: Lua chon Sinh vién di c¢6 trong danh sach (Nhap Tén hoic s dién thoai
dé tim SV) hodc chon Tao dé thém mai Sinh vién (Xem lai muyc IL.2 Tao lién hé). Khi chon
tén lién hé, néu sinh vién nay co dia chi email hoac s6 dién thoai => Tu dong dién vao 2
truong Email va Di¢n thoai.

+ Email: Dia chi Email cta Sinh vién (Email duoc liy bén phan thong tin Lién hé cua
sinh vién).

+ Dién thogi: S6 Dién thoai ctia Sinh vién (Dién thoai dugc lay bén phan thong tin Lién
hé cua sinh vién).

+ Email CC: Pia chi Email dy phong ctia khach hang hodc quan 1y (néu co).

+ Ref. Sales Order: M s6 phiéu hd trg (néu co).

+ Miéu ti ciia Ticket: Nhap ndi dung cta phiéu hd tro.
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Hueéng dan si dung

Hé thong EDFLY Qudn Iy hé trg sinh vién

I11.4. Céu hinh cac thong tin (Phan quyén Admin)

111.4.1. Tao Quy trinh

Viéc thiét 1ap cac Quy trinh cho phép quan 1y cac nhom quy trinh sao cho phu hop véi

cong viéc, phu hop véi timg nhém hd tro.

Buéc I: Giao dién chinh ctiia Odoo chon Helpdesk/H® tro.
Chon Configuration (Thiét 1ap) -> Teams (Nhom Helpdesk/Nhom Quy trinh)
Buwéc 2: Chon Create (Tao) dé tao Loai/Tén quy trinh.

# Helpdesk

Overview  Tickets  Reporting  Configuration

Teams
Stages
XPORT WORD & g
e SLA Policies
Narpa Types

Canned Responses

Ego cac nhéom qu
bao tag, . Fae
rinh ho trg sinh vién
TTKANGi va HE trd sinh vién

Phang KTTC

QTO1/TTKNSV_Xét cap hoc béng
QT02/TTKNSV_Cép gidy x4c nhén sinh vién

QT03/TTKNSV_C&p thé sinh vién

YFilters € Group By ¥ Favorites 1-6/6

Email Alias

Hinh 20: Danh sach Quy trinh hd tro

Buwéc 3: Nhap thong tin cho Nhom quy trinh

Overview  Tickets

# Helpdesk

Reporting  Configuration

Teams / QT02/TTKNSV_Cép gidy x4c nhan sinh vién

Name

QT02/TTKNSV_Cép gidy xac nhan sinh vién

Assignment & Visibility

Invited internal users

All internal users

© Invited portal users and all internal users

@ Grant portal users access to your helpdesk team or tickets by adding them as followers

a o 2 Action 5/6 € )‘ Create
1 ut 0
0 i St polices
EN
EN
Follow All Teai
Receive notific: T tickets are 1in th
Followers
Automatic Assignment
tomate the assignment of new tickets to the

© Each user is assigned an equal number of
tickets

Each user has an equal number of open
tickets

© cao ThiHoa Lai )
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Hueéng dan si dung Hé thong EDFLY Qudn Iy hé trg sinh vién

[ Cao Thi Hoa Lai X

Channels
Email Alias Live Chat
Create tickets by sending an email to an alias Get in touch with your website visitors
= Configure a custom domain Save this page and refresh to activate the feature.

Website Form
Get tickets through an online form

Track & Bill Time

Timesheets @ Time Billing @
Track the time spent on tickets Bill the time spent on your tickets to your customers
Performance
B sLAPolicies @ Customer Ratings
Make sure tickets are handled on time Track customer satisfaction on tickets

Working Hours? Standard 44 hours/week

Self-Service

Knowledge Community Forum
Centralize, manage, share and grow your knowledge library Let your customers answer each other's questions on a forum

Save this page and refresh to activate the feature.

elearning Automatic Closing
Share presentations and videos, and organize them into courses Close inactive tickets automatically

Closure by Customers @
Allow your customers to close their own tickets

After-Sales @

Refunds Coupons

Issue credits notes Grant discounts or free products
Returns Repairs

Return faulty products Send broken products for repair

Field Service

Plan onsite interventions

Hinh 21: Form nhap thong tin tao Nhdm quy trinh

- Thong tin nhom quy trinh:

+ Tén nhom.

+ M6 ta nhom.
- Chon céc thong sé khac cho nhom hd tro quy trinh.
Budc 4: Chon Create (Tao) sau khi nhap xong thong tin.
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Hueéng dan si dung Hé thong EDFLY Qudn Iy hé trg sinh vién

111.4.2. Thiét ldp cdc giai doan cho cdc nhém hé tro quy trinh

Buéc I: Giao dién chinh ctia Odoo chon Helpdesk/HG tro
Chon Configuration (Thiét 1ap) -> Stages (Giai doan)
Buwéc 2: Chon Create (Tao) d& mé form nhap thong tin cho giai doan

Overview  Tickets  Reporting  Configuration

Stages Teams Q
@EXPONWORD & Yrilters € GroupBy ¥ Favorites 1-14/14 =ErF

SLA Policies

Name Types Teams Folded in Kanban

t

Canned Responses

Q02 - Tiép nhan TTKEtni va H6 trg sinh vien

Q02 - Kiém tra thong tin ‘TTK&t néi va H trg sinh vien

Q02 - Cép gidy xéc nhan ng tin chi/chting chi -'Tﬂmﬂvéﬂiwiﬁhvﬁn

Q03 - Lap k& hoach lam thé SV

Q103 - Théng béo Sinh vién

Q03 - Tiép nhén va Kiém tra théng tin

Q02 - In, trinh ky, déng dau TTK&t ndi va H6 trg sinh vién

Q02 - Cép Gidy xéc nhan TTKét nGi va H6 trg sinh vién

Q02 - Phat hanh TTK&t ndi va H trg sinh vién
% Q03 - Lap DSSV [am the

Q03 - In thé sinh vién

Q03 - Nhin thé va Théng béo SV

QT03 - Cép thé SV (Phét hanh the)

Q02 - Thng béo Sinh vién ‘TTKét nGi va H trfsinh vien

Hinh 22: Danh sach cac giai doan ctia nhém hd tro theo Quy trinh

Helpdesk ~Overview Tickets Reporting  Configuration 17 @ C CaoThiHoalii

Stages / QT03 - Thong bao Sinh vién # Action 5/14 € )

@ 1T\cke!s

Chon Create
dé tao giai

Name QT03 - Théng béo Sinh vién EN Folded in Kanban’ o
doan mai
SMS Template ?

STAGE DESCRIPTION AND STATES MEANING
Add a description to help your coworkers understand the meaning and purpose of the stage.

TT. KN&HTSV dang théng tin c&p TSV trén Web, fanpage, bang tin, va gdi email théng béo dén SV, ¢ EN
van hoc tap.

At each stage, employees can block tickets or mark them as ready for the next step. You can customize the
meaning of each state

In Progress EN
@ Blocked EN
©® Ready EN

Hinh 23: Form nhap thong tin giai doan ctia nhém hd trg theo Quy trinh
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Hueéng dan si dung Hé thong EDFLY Qudn Iy hé trg sinh vién

Buwde 3: Nhap thong tin cho Giai doan
- Nhép tén giai doan:
Tuy theo nhu cau hoat dong hodc quy trinh xir Iy yéu cau cia timg truong hoc/cong ty
ma c6 cac giai doan khac nhau. Vi du:
+ Bén Quy trinh QT02/TTKNSV_Cip gidy x4c nhan sinh vién thi s& c6 cac giai doan:
QTO02 - Tiép nhan (Tiép nhan thong tin ding ky cip gidy x4c nhan sinh vién), QT02 - Kiém
tra théng tin, QT02 - Cép gidy x4c nhan no tin chi/chimg chi (Néu c6), QT02 - Théng béo
Sinh vién, QTO02 - In, trinh kY, dong ddu, QTO02 - Cap Gidy xac nhan, QTO02 - Phat hanh, ...
+ B&n QTO03/TTKNSV_Cép thé sinh vién thi s& c6 cac giai doan: QTO03 - Lap ké hoach
lam thé SV, QT03 - Thong béo Sinh vién, QT03 - Tiép nhan va Kiém tra thong tin, ...
- Chon Quy trinh: Nhom hd trg quy trinh nao thi s& hién thi giai doan cta quy trinh do.
Thong tin dugc nhap trén form s€ ty dong luu. Muén tao thém giai doan moi thi chon
Create (Tao) bén gbc phai ciia form.

I11.4.3. Thiét lap logi yéu cau

Helpdesk -> Chon Configuration (Thiét 1ap) -> Types (Loai yéu cau) -> Click Create
(Tao) -> Nhap tén loai yéu cau va Lya chon nhom sé& hd tro loai yéu cau nay -> Luu

# Helpdesk Oveview Tidets Reporting  Configuration o ol © ¢ Gothito

Ty es Teams ¢
3 Stages s 5 %
XPORTWORD & Yrilters € Group By ¥ Favorites 1-4/4
SLA Policies

Name

Canned Responses
Question

Issue
QTO2/TTKNSV - Gidy xéc nhan SV

QTO3/TTKNSV - Cép thé sinh vién

Hinh 24: Danh sach Loai yéu cau (Types)

#i Helpdesk Overview Tickets Reporting  Configuration

Yrilters € GroupBy ¥ Favorites 1-4/4

ame

Chon Save (Luu)
ety Loai yéu
e caU ho trg

QTO2/TTKNSV - GIaYxac™han SV

I QTO3/TTKNSV - Cdp thé sinh vién I EN

Hinh 25: Nhap Loai véu cau (Types)
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Hueéng dan si dung Hé thong EDFLY Qudn Iy hé trg sinh vién

111.4.4. Thiét Igp Chinh sach SLA

Helpdesk -> Chon Configuration (Thiét 1ap) -> SLA Policies (Chinh sach SLA) -> Click
Create (Tao) -> Nhap théng tin cho Chinh sach SLA -> Create (Tao)

] Helpdesk ~ Overview Tickets Reporting ~Configuration 2 " O C CoThiHoalsi
SLA Policies Teams Q
Stages o
XPORTWORD & YFilters  &GroupBy % Favorites 1-5/5 = r
SLA Policies
Types o -
Name Team ’ Priority Types Reach Stage In 3
Canned Responses
24 hours to finish QO2/TTKNSV_Cép gidy xéc nnansinmvien W (QU02/TTKNSV - Gidy xéc nhén SV) Q02 - In, trinh ky, dong déu 2400
" s ‘s e T ST TET TR, | N 2. ‘
2 days to start QO3/TTKNSV_Cép thé sinh vién NNW (QTO3/TTKNSV - Cap thé sinh vién Q03 - Nhan thé va Thong béo SV 16:00
3 days to finish TTEt nGi va H trg sinh vién W (QT02/TTKNSV - Gidy xac nhan SV)(QTO3/TTKNSV - Cap thé sinh vién) Q02 - Cép gidy xac nhén ng tin chi/chiing chi 2400
7 days to finish QUO3/TTKNSV_C4p thé sinh vién TOYIVY (QUO3TTKNSV - Cap the sinh vien) Q03 - Lép k& hoach am thé SV 5600
§ hours to finish Phong Bao tao b (QT02/TTKNSV - Gidy xac nhan SV Q02 - Cép gidy xac nhén ng tin chi/chiing chi 08:00

Hinh 26: Danh sach chinh sach SLA (SLA Policies)

i Helpdesk Overview Tickets Reporting  Configuration < ! @' C CaoThiHoal

SLA Policies / New a 9 £ Action ‘

[ 3 days to finish

L3

M6 ta EN
CRITERIA

Team Nhom Helpdesk

Priority w

Types

Tags CHETEEIIED (@R ( service x

Customers

TARGET

Reach Stage ’ Solved

In Working Hours

Chon sé gio
XU ly yéu cau

Hinh 27: Nhap Chinh sach SLA (SLA Policies)

Excluding Stages ’
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Hueéng dan si dung Hé thong EDFLY Qudn Iy hé trg sinh vién

111.5. Hwéng din mét so tinh niing khac ciia Odoo — Helpdesk (Hb tro)
111.5.1. Hwéng déin tra civu (tim kiém) ticket trén hé théng

Chtc nang Tim kiém trén hé thong gitp tim kiém ticket (phiéu hd trg) theo nhiéu tiéu
chi khac nhau.

Nhép ndi dung tim kiém vao 6 tim kiém -> Chon tiéu chi can tim cho noi dung vira nhap
-> Xem két qua tim kiém.
=

(ol

C Cao Thi Hoa Lai

Helpdesk

Tickets

- EXPORTWORD &

Search Ticket for: Cao Thi Hoa Lai Nhap ndi dung va

chon loai tim kiém

Search Tags for: Cao Thi Hoa Lai

D Priority ¥ Name Team Assigned t|~ Search Assigned to for: Cao Thi Hoa Lai -
Cao Thi Hoa Lai

13 Cabinet Colour and Lock aren’t proper VIP Support @3 Tran Mi's Search Customer for: Cao The Hoa Lat
16 Drawer’s slides and handle have a defect VIP Support i Tran Mi » Search Team for: Cao Thi Hoa Lai

o » < i 3
01 Kitchen collapsing Customer Care @y Tran Mi Sesich Typaforcdo ThiHoa Lat

» Search Stage for: Cao Thi Hoa Lai
12 Chair wheel 't ki VIP Si rt f
air wheels arent working il Search SLAs for: Cao Thi Hoa Lai o'

15 Table legs are unbalanced VIP Support i}, Tran Minh'Son™ Azure Interior ©
24 DHTBD - Phan hé tuyén sinh VIP Support Cao Thi Hoa Lai (0]
25 Test - Sinh vién khéng xem dudgc tai liéu mén hoc VIP Support e Cao Thi Hoa Lai Khoa CNTT - DH Thai Binh Duong, Sinh vién Test 1 &= To Do
27 Test - Khong download dugc tai liéu mén hoc Customer Care e Cao Thi Hoa Lai Pai hoc Thai Binh Duang =To Do
03 w Warranty Customer Care i'(, Tran Minh Son  Dai hoc Thai Binh Dudng (E-Office), Chester Reed @Provide warranty details
14 w Lamp Stand is bent VIP Support 0 Marc Demo Ready Mat (0]
19 ¥ Delivered wood panel is not what | ordered VIP Support i}, Tran Minh Son Wood Corner (0]
28 ¥  Test - Khong vao dudc I6p tin chi Customer Care e Cao Thi Hoa Lai Dai hoc Thai Binh Dudng =To Do
22 ¥ V¥ What's the best kitchen cabinet varnish for your home? Customer Care i;k' Tran Minh Son  Dai hoc Thai Binh Duang (E-Office), Chester Reed (0]
23 ¢ ¥¥ What customization features are available for cabinet? Customer Care i) Tran Minh Son  Pai hoc Théi Binh Dudng (E-Office), Chester Reed (O]

Hinh 28: Tim kiém Ticket (phiéu hd trg)

C Cao Thi Hoa Lai

Helpdesk

Tickets

- EXPORT WORD & YFilters € Group By ¥ Favorites 1-3/3 EF 0 & s F
ID Priority ¥ Name Team Assigned to Customer Activities SLA Deadline Stage =
25 Test - Sinh vién khong xem dugc tai liéu mén hoc VIP Support @ Cao Thi Hoa Lai Khoa CNTT - BH Thai Binh Dudng, Sinh vién Test 1 &= To Do Done
27 Test - Khong download dugc tai liéu mén hoc Customer Care e Cao Thi Hoa Lai Dai hoc Thai Binh Duong =To Do New
28 T Test- Khéng vao dugc Idp tin chi Customer Care e Cao Thi Hoa Lai Pai hoc Thai Binh Dudng =ToDo New
7 r 7 ~
by A LR *A . 4 ~
Hinh 29: Két qua tim kiém Ticket (phi€u ho trg)
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Hueéng dan si dung Hé thong EDFLY Qudn Iy hé trg sinh vién

111.5.2. Mt 56 tinh ning hé tro nguwoi diing khdc

cac

Cho phép tich nhiéu phiéu ticket && phan cong bang cach: O ngoai man hinh danh sach

yéu cau mo, tich chon nhiéu yéu cau -> Tai cot Assigned to chon tén ngudi phan cong ->

Chon OK.

Helpdesk  Overview  Tickets ~ Reporting  Configuration C Cao Thi Hoa Lai

Tickets R Open x| Q

SAVE

155

28
27
26
24
23

22

DISCARD 2 selected £ Action YFilters € Group By ¥ Favorites 1-19/19 ErFO0 & & F
v Priori... Name Team Customer Activities SLA Deadline Stage <
W Test- Khéng vao dudc I6p tin chi Customer Care e Cao Thi Hoa Lai Bai hoc Thai Binh Duong =ToDo New
Test - Khong download dugc tai liéu... Customer Care e Cao Thi Hoa Lai Bai hoc Thai Binh Ducng =To Do New
WYX T SV khoa CNTT - HG trg wifi phong hoc VIP Support | ~ Cao Thi Hoa Lai +2 0 New
DHTBD - Phan hé tuyén sinh VIP Support A Hei Won Lai (0] New
- Bui Minh Quang
ﬁ ¥ What customization features are ava... Customer Care e Cao Thi Hoa Lai Binh Duadng (E-Office), ... 0] In Progress
Y% Y¥ What's the best kitchen cabinet varn... Customer Care i." BDang Hoang Thai Hién Binh Dudng (E-Office), ... (0] New
WYY T Wantto change the place of the dini... VIP Support 0 Bang Treamg Son ure 0] In Progress
_ BDang Xuan Chinh
Drawer’s slides and handle have ad... VIP Support 07/25/2023 Hoan tha...
' 5 Pt & pao Huy Nnat © 2
Table legs are unbalanced VIP Support i_y BDao Thi Hué o In Progress
w Lamp Stand is bent VIP Support 0 Search More... 0] New
Cabinet Colour and Lock aren't prop... VIP Support i} Tran Minh San  The Jackson Group 0] 07/25/2023 New
Chair wheels aren't working VIP Support Pai hoc Thai Binh Dudng (E-Office), ... @Provide the details about the sp... New
WW W Couch VIP Support ‘ Marc Demo Wood Corner == Give gesture of goodwill In Progress

Hinh 29: Phan cong ngudi ho tro

Confirmation

I Are you sure you want to perform the following update on those 2 records ? I

CANCEL

Hinh 30: X4c nhan phan cong nguoi hd trg
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Hueéng dan si dung Hé thong EDFLY Qudn Iy hé trg sinh vién

111.5.3. Filters (Bé loc)

Tai giao dién hién thi cua Helpdesk, chon Filters (B loc) -> Chon cac tiéu chi can loc.

Vi du: Loc nhitng phiéu ho tro cua thang 12 -> Két qua sé hién thi céc ticket duoc tao
trong thang 12

m Helpdesk  Overview  Tickets  Reporting  Configuration = C Cao Thi Hoa Lai
Tickets Creation Date: December 2023 x ‘ Q
(:I7N[W EXPORT WORD & €Group By  f Favorites 1-5/5 Ero&E aF

SLA Success “
ks Priority ¥ Name Team Assigned to Cupto ¢ 2 in Progress Activities SLA Deadline Stage <
2 DHTBD - Phan hé tuyén sinh VIP Support cap1 StAfFailed [0} New
25 Test - Sinh vién khéng xem dugc tai l... VIP Support O Cao Thi Hoa Lai Khpa| Unread Messages . =ToDo Done
7 Test - Khong download dudgc tai liéu ... Customer Care e Cao Thi Hoa Lai Da] h¢ Open =To Do New
28 YO Test- Khoéng vao dudc I6p tin chi Customer Care o Cao Thi Hoa Lai Pa] h¢ Closed =To Do New
~ Closed in Last 7 days
26 ¢ Y2 ¥ SV khoa CNTT - Hé trg wifi phong h...  VIP Support CapT . (0] New
Closed in Last 30 days
Satisfied ¥ December
Okay November
Dissatisfied Dctober
No Rating S
Q3
:
Archived Ql

Add Custom Filter ] 12023
2022

2021

Hinh 31: Loc ticket theo thang tao

> C6 thé Thém bo loc tiy chinh:
Filters -> Add Custom Filter (Thém bo loc tuy chinh) -> Chon tiéu chi can loc -> Nhap
tiéu chi -> Chon Apply (Ap dung)
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Hueéng dan si dung Hé thong EDFLY Qudn Iy hé trg sinh vién

Helpdesk Overview  Tickets  Reporting  Configuration

Tickets Creation Date: December 2023 * ‘ Q
(€7 EXPORTWORD & YFilters € Group By ¥ Favorites 1-5/5 ErFOo&E F
SLA Success =
ID Priority ¥ Name Team Assignedto ¢ /i p, ogress Activities SLA Deadline Stage =
2 BHTBD - Phan hé tuyén sinh VIP Support SLA Failed [0} New
25 Test - Sinh vién khéng xem dudc tai liéu mén hoc  VIP Support e CaoThi| Unread Messages 3inh Duong, Sinh vién Test 1 ==To Do Done
27 Test - Khong download dudc tai liéu mén hoc Customer Care e CaoThil  Open ng =To Do New
28 o Test- Khéng vao dugc I6p tin chi Customer Care e CaoThi| Closed ng =ToDo New
~ Closed in Last 7 days
26 WY SVkhoa CNTT - Hé trg wifi phong hoc AS VIP Support ) (0] New
Closed in Last 30 days
Satisfied
Okay
Dissatisfied
No Rating
v Creation Date 4
Aechived # Exchanges i
is equal to v

Add Custom Filter > 0

LA ©ADD A CONDITION

Hinh 32: Thém bd loc tiy chinh
111.5.4. Group by (Nhém theo)

Tai giao dién hién thi ctia Helpdesk, chon Group by (Nhdm theo) -> Chon cac tiéu chi
can nhom.
Vi du: C6 thé nhom theo Type (Loai Ticket)

i Helpdesk Overview Tickets Reporting  Configuration C Cao Thi Hoa Lai

Tickets Q
ExPORT WorDC &Y * Favorites 1-4/4 EFO0E nF
ket qu'é Group By Assigned to

ID Priority  Name (Nhom theo) Team Assigned to Customer oo ities SLA Deadline Stage <
¥ Issue (8) >~ Stage

i Cabinef|Colour and Lock aren't proper VIP Supp... i;"’ Tran Minh Son  The Jackson Group @ 07/25/2023  New

T Drawer slides and handle have a defect  VIP Supp... i“ Tran Minh San  Deco Addict ::;:y 07/25/2023  Hoan tha...

1. Chair wheels aren't working VIP Supp... Pai hoc Thai Binh Duon¢  cystomer rovide the details about the spare pa... New

i Table lefys are unbalanced VIP Supp... i_‘, Tran Minh Son Azure Interior Create Date 4 In Progress

2.4 DHTBD} Phan hé tuyén sinh VIP Supp... Cao Thi Hoa Lai Add Custom Group » New

1. w Lamp Sfand is bent VIP Supp... o Marc Demo  Ready Mat (0] New

1.. 7 ¥ W Couch VIP Supp... o Marc Demo  Wood Corner == Give gesture of goodwill In Progress

2. 7% Y2 Y2 SV khof CNTT - H& trg wifi phong hoc AS VIP Supp... Cao Thi Hoa Lai (o) New
¥ Question (8)
* Test Loai yéu cau (1)
* None (2)

Hinh 33: Group by (Nhom theo) loai ticket
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Hueéng dan si dung Hé thong EDFLY Qudn Iy hé trg sinh vién

C6 thé két hop Filter (Bo loc) va Group by (Nhém theo), hodc chon nhiéu tiéu chi loc,

nhém theo nhiéu tiéu chi.
> C6 thé thém Group by (Nhém theo) tuy chinh:
Group by -> Add Custom Group (Thém nhoém theo tiy chinh) -> Chon tiéu chi can
nhom -> Chon Apply (Ap dung)

HH Helpdesk Overview  Tickets  Reporting  Configuration C Cao Thi Hoa Lai

Tickets 0 e x|l e Foseda a

Closed by Partner

N EXPORTWORD & Yriters (& Group By) ¥ Favorites " "9eX o ) H W F
Company Chon tiéu chi
can group

=

y Assigned to N I
ID Priority  Name Team Assigned to Customer Created on = ine Stage
o [Createdon] g =
Ustomer
¥ Issue (8) Stage Customer Email
Customer Name
v : v Type
Question (8) Customer Phone
; s g : & .. Priority Email cc
s Test - Khong download dugc tai liéu mon hoc Customer Care O Cao Thi Hoa Lai Dai hoc Thai New
Status First assignment date
0-.. w Warranty Customer Care ik Tran Minh Son  Pai hoc Thai Customer astForum Posts New
Has SLA reached
2.7 Y2 7% What's the best kitchen cabinet varnish for your... Customer Care L Tran Minh Son  Pai hoc Thai  Create Date » 2stHas SLA reached late New
Kanban State v

0.. ¢ 77 7¢ Where can | download a catalog ? Customer Care Ready Mat l Add Custom Group * I # Exchanges OO 3 New
0.. 73 79 1¥ Lost key Customer Care i Tran Minh Son ~ Gemini Furniture | e | 023  InProgre...
0.. 7% Y¢ T Cabinets in kit

VIP Support The Jackson Group - New
0. WWW Missing user manual VIP Support Azure Interior (0] New
1. ¢ T W Wantto change the place of the dining area VIP Support o Marc Demo Gemini Furniture (O] In Progre...

* Test Loai yéu cau (1)

* None (2)

Hinh 34: Thém Group by (nhdm theo) tuy chinh

111.5.5. Hién thi/An cdc truwong

Chon biéu twong chdm gach ¢ goc phai man hinh -> Tich chon céc trudng mudn hién
thi, bo tich cac trudng mudn an di.
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Overview  Tickets  Reporting  Configuration (0 C Cao Thi Hoa

B Helpdesk

Tickets b Open %] C
(17N W EXPORTWORD & YFilters € Group By ¥ Favorites 1-19/19 ErF o0& &« F
I 48 Priori... Name Team Assigned to Customer Activities SLA Deadline Stage
= N - . . coa . — ID
28 W Test- Khéng vao dugc Idp tin chi Customer Care e Cao Thi Hoa Lai Pai hoc Thai Binh Dudng =To Do
Priority
27 Test - Khong download dudc tai liéu... Customer Care e Cao Thi Hoa Lai Dai hoc Thai Binh Dudng =To Do
. Team
- o e : - Chon Hien thi /
26 YY Y2 7 SV khoa CNTT - H6 trg wifi phong h... VIP Support Cao Thi Hoa Lai (0] An céc truong Assigned to
24 DHTBD - Phén hé tuyén sinh VIP Support Cao Thi Hoa Lai (0] Customer
23 ¢ Y&  What customization features are ava... Customer Care i»‘ Tran Minh San  Pai hoc Thai Binh Dudng (E-Office), ... (0] Activities
SLAs
22 ¢ YX What's the best kitchen cabinet varn... Customer Care i Tran Minh Son  Pai hoc Thai Binh Dudng (E-Office), ... (0] "
= B SLA Deadline
17 WIWIW Wantto change the place of the dini... VIP Support e Marc Demo Gemini Furniture O] Creation Date
16 Drawer’s slides and handle have ad... VIP Support i" Tran Minh Son  Deco Addict 0] 07/25/2! Last Updated on
15 Table legs are unbalanced VIP Support i)' Tran Minh San ~ Azure Interior (0] Type
Tags
14 w Lamp Stand is bent VIP Support e Marc Demo Ready Mat (0] .
Rating
13 Cabinet Colour and Lock aren't prop... VIP Support i) Tran Minh Son  The Jackson Group (0] 07/25/2! Kanban State
12 Chair wheels aren’t working VIP Support Dai hoc Thai Binh Duong (E-Office), ... @Provwde the details about the sp... Stage

Hinh 35: Hién thi / An cac truong
111.5.6. Xudt dir ligu

Can dugc phan quyén xuat dit liéu trén hé théng méi co thé sir dung tinh ning xut.

Vi du xuat thong tin ticket duogc tao trong nam 2023

Buwoce 1: Chon loc cac ticket cua nam 2023:

Filters (B9 loc) -> Creation Date (Ngay tao) -> 2023
C6 thé loc hodc nhom theo tidu chi phit hop dé xuat ra dit liéu mong mudn.

Buwée 2: Tich chon dit 1iéu can xuat hodc xuét tit ca, sau d6 chon Select all dé léy tat ca
cac ban ghi can xuat ciia nam 2023.

Buwée 3: Chon Action (Thuc hién) -> Export (Xuat) (Hinh 36).

Buéc 4: Phan Available fields (cac truong kha dung): La céac trudng dit liéu trén Odoo.
Phan Fields to export (cac truong dé trich xuat): La cac trudng dit lidu lay dé
xuét ra file excel.

Nhép cac trudng dit liéu tai 6 Seach (Tim kiém) -> Nhan dau + dé 1dy dit liéu
Xudt ra:

Buwdc 5: Sau khi d3 14y cac trudng can xuat, tai phan Cac trudng dé trich xuit -> chon
New template dé dat tén template dé str dung cho cac 1an sau -> Luru template.

Buiéc 6: Export (Xuat) dit liéu (Hinh 37).
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Helpdesk  Overview  Tickets  Reporting @2 ¢ CaoThiHoa Lai
Tickets [ Creation Date: 2023 ] Q
EXPORT WORD ction YFilters € Group By ¥ Favorites 1-26/26 EF o0& a F

Priority v Name Team Assigned to e Activities SLA Deadline Stage =
[ IRE] Cabinet Colour and Lock aren't proper VIPSupport @ TranMinh S Unarchive R (0] 07/25/2023 New
16 Drawer's slides and handle have a defect VIP Support (_. Tran Minh Sa! Deiee gé “é‘ nhitng 0] 07/25/2023 Hoan thanh
Send Email phiéu hé tro dugc
3 o Kitchen collapsing Customer Care @ TBNMINhSO <1 Sps Text Message dénh d3u chon (o) In Progress
12 Chair wheels aren't working VIP Support Convert to Task (E-Office), Chester Reed ® Provide the details about the spare part of chair New
15 Table legs are unbalanced VIPSupport @ TranMinhSon  Azure Interior (0] In Progress
24 DHTBD - Phan hé tuyén sinh VIP Support Cao Thi Hoa Lai (0] New
25 Test - Sinh vién khong xem duokc tai liéu mon hoc ViPsupport (@) Cao ThiHoa Lai  Khoa CNTT - BH Thai Binh Duang, Sinh vién Test 1 =ToDo Done
27 Test - Khong download dugkc tai liéu mon hoc Customer Care (@) Cao Thi Hoa Lsi  Dai hoc Thi Binh Duang =ToDo New
03 I Warranty Customer Care @ Tran Minh Son  Dai hoc Thai Binh Dung (E-Office), Chester Reed 8 Provide warranty details New
14 Y7 Lamp Stand is bent VIPSupport () Marc Demo Ready Mat (0] New
19 Y2  Delivered wood panel is not what | ordered VIPSupport @ TranMinhSon  Wood Corner o Done
28 T¢  Test - Khong vao dugc Idp tin chi Customer Care @) Cao Thi Hoa Lsi  Dai hoc Théi Binh Ducng =ToDo New
2 Y7 Y¥  What's the best kitchen cabinet vamish for your home? Customer Care @ Tran Minh Son  Bai hoc Thai Binh Ducng (E-Office), Chester Reed (0] New
23 Y7 Y7  What customization features are available for cabinet? Customer Care @ Tran Minh Son  Dai hoc Thai Binh Dudng (E-Office), Chester Reed o) In Progress
B 0 ¢ 7 Y2  Where can | download a catalog ? Customer Care Ready Mat (o) 07/26/2023 New
B o6 TV TY  Lostkey Customer Care @ Tran Minh Son  Gemini Furniture o 08/02/2023 In Progress
04 Y7 YY ¥¢  Wood Treatment Customer Care (@) Marc Demo Ready Mat (o) Solved
05 Y YY Y  Chairdimensions Customer Care @€ Tran MinhSon  Azure Interior (o} Solved
07 Y YrYY  Fumiture delivery Customer Care @€ Tran MinhSon  Deco Addict (o) Canceled
08 ¢ Y2 Y¢  Cabinetsin kit VIP Support The Jackson Group (o) New
09 Y7 Y7 Y¥  Missing user manual VIP Support Azure Interior (o) New

Hinh 36: Xuét dit liéu

Export Data

I want to update data (import-compatible export)

Nhip dir liéu tai &
tim kiém dé tim

dir liéu can xuat Export Format:

OXLSX csv

Dat tén Template dé
sir dung cho I3n sau

Template:

# Exchanges
Access warning
Action Needed
Active

Activities

Activity Exception Decoration
Activity State
Activity Type Icon
Assigned to
Attachment Count
Average Hours to Respond
Average Rating
Campaign

Can Share Forum
Close date

Closed by Partner
Color Index
Commercial Entity
Company

Created by
Created on
Customer
Customer Email
Customer Name
Customer Phone
Description
Display Name
Domain User
Email cc

Email on Customer

.

v

v

vVvy

v

- < Created on
< Company
< Customer
< Activity State
< Assigned to
< Last Updated on
< Priority
< SLA Deadline
< SLA Status
< Stage
< Subject
<+ Tags
S$Team
< Type

R Y R R SR

R XX XXX R X )

Xu&t Danh sach phi€u nam 2023

< Ticket IDs Sequence

peeeeeeeeeeeEe® O

Hinh 37: Chon céc truong dir li¢u can xut
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111.5.7. Bao céo

Tai giao dién hién thi cua Helpdesk, chon Reporting (Béo cdo) -> Tickets Analysis
(Chon yéu cau bao c4o).

- P61 véi bao cdo dang bicéu do, s€ co cac biéu dé dang cdt, bieu do6 duong, bi€u do tron,

... tuy thudc vao muc dich str dung cua nguoi dung.

H Helpdesk Overview  Tickets  Reporting  Configuration o9 1 @3 C Cao Thi Hoa Lai
i i Tickets Analysis o Q
-
SLA Status Anals =
w 2 4 % SRR Chon Yéu ciu ciin Yrilters € Group By Favorites ™ F
Customer Ratings 6ki eda
OTotal
Count Hours to Assign Hours to First Response Average Hours to Respond Hours to Close Hours Open Hours to SLA Deadline Rating (/3
Iotal 2 40:42 00:00 00:00 28:48 06:39 26:40 340
Customer Care 11 40:00 32:00 07:54 36:00 3.00
@VIP Support 15 41:40 26:40 05:44 08:00 3.67

- Tai muc Thudc do: lya chon loai don vi do phu hgp véi bdo cao can co.

B! Helpdesk Overview Tickets Reporting  Config

Ticket Analysis

Average Hours to Respond
Hours Open

Hours to Assign

Hours to Close

Hours to First Response
Hours to SLA Deadline

Rating (/5)

v Count

Lua chon don vi
do phu hop véi
bao cédo can co

Hinh 38: Bao céao
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Helpdesk Overview Tickets Reporting Configuration

Ticket Analysis

MEASURES ~ [JEF=S: S 3

-

B Total
New In Progress Hoan thanh Solved Done B3 Canceled
Count Count Count Count Count Count Count =
Total 12 6 1 2 4 1 26
3 VIP Support 7 3 1 4 15
Customer Care 5 3 2 1 1

- Sur dung bdo céo dang pivot (dang bang).
- Click dau cong + dé lya chon thong tin can thiét.

- Strdung két hop bg loc, nhém theo dé c6 thé dua ra bao cdo phu hop nhét.

Helpdesk Overview Tickets Reporting Configuration

Ticket Analysis
[vcnsunes - SRR
3 Total
3 New E3In Progress €3 Hoan thanh €3 Solved €3 Done &3 Canceled
Count Count Count Count Count Count Count -

ETotal 12 6 1 2 4 1 26

Assigned to

Team

Stage

Type

Priority

Status

Customer

Creation Date 4
SLA Deadline 4
Closing Date 4

Add Custom Group *

Hinh 39: B4o cdo dang pivot (dang bang)
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