J GRMOnline CONG TY TNHH GIAI PHAP CONG NGHE CRM ONLINE
B 104 Mai Thi Luu, Phudng Tan Dinh, Thanh ph6é H6 Chi Minh, Viét

Yo
\ s
Nam

[
"\:.'j

https://crmonline.vn

DANH SACH TINH NANG PHAN
MEM CRM CHUYEN SAU CHO
SPA, THAM MY VIEN

STT CHUC NANG GHI CHU

Quan ly trang chu

1 |Bang thdéng tin (DashBoard) Bang thdng tin chung thé hién
cac dir liéu lién quan cua ngugdi
dung hién tai nhu:

v Cudc goi trong tuan

v" Cubc gap trong tuan

v' Khach hang tiém nang dudc

tao trong thang.
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Danh sach khach hang hién co
Danh sach don hang trong tuan
Danh sach thu chi

Quan ly lich lam viéc ca nhan
(Calendar)

Quan ly lich lam viéc cua ca
nhan mdi ngudi theo
ngay,tuan, thang, nam. Cac
hoat ddng cé thé theo ddi (task
vu can lam, cudc goi can goi
cho khach hang, cubc gap vdi
khach hang)

Quan ly chia sé lich lam viéc
cla nhan vién: Ngudi quan ly
cd thé theo ddi dudc lich 1am
viéc cla tung nhan vién trong

nhdm clia minh.

Quan ly ban hang

3

Quan ly khach hang tiém nang

Quan ly thong tin cd ban cua
khach hang: tén, cong ty,
email, dién thoai, dia chi, khu
vuc ,tinh trang cham sdc,
ngudi quan ly khach hang, mé

ta vé nhu cau cua khach hang,
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muc db tiém nang, nguodn
khach hang.

v" Quan ly cac hoat dong vai
khach hang: da goi dién thoai
bao nhiéu lan, da gap mat bao
nhiéu lan, da gdi bao nhiéu
email,

v' Quan ly chuyén d6i khach hang
tiém nang thanh khach hang
that su

4 |Quan ly khach hang doanh nghiép v' Quan ly thong tin cc ban cua

(B2B) khach hang: tén khach hang,
sO dién thoai, ma so thué, dia
chi cong ty, dia chi xuat hdéa
don, email, s6 fax, mo ta vé
khach hang,...

v" Quan ly ngudi lién hé vdi khach
hang: Tén, email, s6 dién
thoai...

v' Quan ly cac hoat dong vdi
khach hang: Ba goi dién? da
email? ba gap mat?

v" Quan ly cac tai liéu dinh kém
v3i khach hang
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v' Quan ly cac giao dich ban hang
v@i cong ty (thuagng vu ban
hang)

v" Quan ly cac phan ho6i (complain
cua khach hang)

v' Quan ly cac cong ty thanh vién

cua khach hang

5 |Qua ly khach hang ca nhan (B2C) v' Quan ly thong tin cc ban cua
khach hang: Tén , email, dién
thoai, dia chi, cong ty, chic vu,
phong ban, mo ta vé khach
hang, ngudi quan ly,....

v' Quan ly cac hoat dong: da goi
dién? da email? ba gap mat?

v' Quan ly cac tai liéu dinh kém

v' Quan ly cac giao dich ban hang
(thuong vu ban hang)

v' Quan ly cac phan hbi cua

khach hang (Complain)

6 |Quan ly cc hé ban hang (thucng v" Quan ly thong tin cc ban cua
vu ban hang) thudng vu: Tén thuong vu, gia
tri thuong vu, ngay két thac du
ki€n, thuong vu dén tu chién
dich nao, ty |é thanh cong, mo

ta vé thuong vu, ngudi quan ly
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v" Quan ly chi tiét cac budc ban
hang: Tim hi€u nhu ciu, bé
xuat bao gia, Thuong luong
dam pham, Chét Thing,
Chot thua

v' Quan ly dudc thueng vu dén tu
khach hang cbng ty hay dén tu
khach hang ca nhan.

v' Quan ly cac hoat déng vai
thuong vu: da goi dién?, da
gap mat? da email?

v" Quan ly cac tai liéu dinh kém

cua thudng vu.

7 |Quan ly san pham, dich vu v Quan ly théng tin chi tiét cua
san phdm: M3 san phdm, tén
san pham, ngudn gdbc, xuat x,
gia von, gia ban, Mo ta chi tiét
vé sdn pham...

v Quan ly loai sdn phdm

v Tim ki€m san pham theo nhiéu

tiéu chi

8 |Quan ly Hgp dong v" Quan ly thong tin chi tiét cua
hgp dong: s6 hop dong, ngay
hgp dong, ngay hét han, gia tri
hgp déng, ngudi quan ly/don vi
quan ly hgp dong
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v/ Canh bao ngoai man hinh trang
chu nhitng hgp déng can gia
han trong thang

v Quan ly chuyén ddi hgp dong
tUr bao gia (Sao chép dir liéu tur
bao gid)

v Xuat hgp dbng ra file PDF theo
mau. Mau hgp dong ngudi
dung cé thé tu tuy chinh
theo chirc nang Tao Hgp
déng PDF mau

9 |Quan ly bao gia v' Quan ly thong tin chi tiét cuaa
bao gia: SO bao gia, ngay bao
gia, tinh trang duyét bao gi3,
hiéu luc cua bao gia...

v' Quan ly giai doan cua bdo gia:
Khdai tao, Thudng thuyét,
Khach hang da nhan, Tam
dirng, Khach hang da chdét,
Chét va chuyén sang hgp dong,
That bai, Huy

v' Tim ki€ém bao gia theo nhiéu
tiéu chi: S6 bao gia, ngay bao

gia.
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v Quan ly chuyén ddi béo gia
thanh hda don (sao chép dir
liéu can thiét dé tao hoda dan).

v" Quan ly tao hgp dbéng tur bao
gia (sao chép dir liéu can thiét
dé tao hop ddng)

v Xuat bao gia ra file PDF hoac in

theo mau cua CRMOnline.

10 |Quan ly don hang v" Quan ly thong tin chi tiét cua
héa daon: S6 hdéa ddn, ngay hoa
don,...

v" Tim ki€ém hda daon theo nhiéu
tiéu chi: s6 hdéa daon, ngay hoa
don,...

v' Xuat héa don ra file PDF hoac
in theo mau CRMOnline thiét
ké& san.

v Tich hgp may in bill (may in
nhiét) khé k80, k57 dé& in bill
don hang cho khach thanh

toan.

Quan ly hé thong

11 |Ngudi dung v Quan ly ngudi dung
v' Quan ly xac thuc dang nhap
bang 2 budc (Two Factor
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Authentication): NguGi dung
s& dudc gdi ma qua email dé

dang nhap)

12 |Phan quyén v" Phan quyén dir liéu theo ting
ngudi dung.

v' Phan quyén di liéu theo mod
hinh vung mién (4 céap) :

- Board: Thay dugc toan
bd dir liéu cua cong ty

- Vung mién thay dudgc
toan bo di{r liéu cua
vung.

- Giam doc chi nhanh
thdy dudc d{ liéu cua
cac chi nhanh

- Truédng nhom thay
dudc di liéu cia nhan
vién trong nhém minh

- Nhan vién thay dudc

d liéu cua chinh minh

Quan ly Marketing

13 |[Email Campaign v Quan ly thong tin chi tiét cua
Luu y: Khdch hang tu trang bi tirng chién dich: Tén chién
Email Server (Dung chuyén cho dich, thgi gian dién ra chién

dich, ai quan ly chién dich, doi
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viéc gdi email marketing hang tugng khach hang nao? Noi
loat) dung gdi (email template),
ngay gid gdi,...

v' Thong ké dugc s6 lugng Email
da gdi, so lugng email bi tra
v&, s8 lugng email bi 16i, khdng
ton tai.

v' Thong ké dudc s6 ngudi doc
email ( Poc bao nhiéu lan,
ngay gid doc, email nao da
doc)

v' Théng ké dugc c6 bao nhiéu
khach hang tiém nang dudc tao
ra tor moi chién dich.

v' Th6ng ké dudc cé bao nhiéu
ngudi lién hé dudc tao ra tu
mdi chién dich.

Luu y:

v" Phan mém quan ly dudc viéc
gdi email tu dong theo tung
chién dich da dudgc thiét lap
(GGi vao luc may gid dén may
gig).

v Ki€ém soat dudc s6 lugng email
dudc gdi di trong 1 lan (I&n
nhat la 500 email / 1 1an).
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v Email dudc gdi theo nguyén tac
tuan tu First In - First Out
(Emaill nao vao trudc thi dudc
ggi di trudc)

14 |Quan ly nhém khach hang v" Quan ly danh sach ngudi nhan
email

v' Danh sach ngudi nhan cé thé 1a
1 trong cac doi tugng sau
(khach hang muc tiéu,
khach hang tiém nang,
khach hang cong ty, khach
hang ca nhan, ngudi dung)

15 |Quan ly email template v' Quan ly cac Email Template
dung dé gdi email cho khéach
hang

v" NOi dung cua email template co
thé |a text, html, hinh anh.

Quan ly cham soc khach hang (CS)

16 Quan ly vu viéc v' Quan ly tiép nhan yéu cau cua
khach hang

v' Quan ly xtr ly va phan hoi cho
khach hang
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17 Quan ly kho kién thutc v K&t qua xu ly cua mot s6
(Knowledge Base) trudng hdp vu viéc mang tinh
chét dién hinh co6 thé tao thanh
kho kién thirc (Knowledge
base) dé& tham chiéu vé sau,

giup giai quyét vu viéc nhanh

chéng haon.
18 | Quan ly khao sat khach hang v' Quan ly tao cac chién dich
(Survey) khao sat khach hang.

v' Quan ly két qua sau khao sat
(Survey report)
Ghi chd: Ngudi dung cé thé tu tao
cdc mau khao sat cho tirng chién
dich cia minh. Dang cau héi chon
lura, dang cau héi nguai dung tu go

text, dang cau hoi lua chon,...

Quan ly bao cao

19 | Bao cao quan tri (dang biéu v THONG KE KH TIEM NANG

do) THEO NGUON

v THONG KE KHTN BUOC CHAM
SOC TRONG THANG

v DOANH SO BAN HANG THEO
TINH TRANG CUA NHAN VIEN

v THONG KE cudC GOI TONG
DAI ( IP CALL CENTER) CUA
NHAN VIEN
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v THONG KE KH (PA BAT LICH
VA DANG SU DUNG DV ) BUQC
CHAM SOC TRONG THANG

v THONG KE THU / CHI TRONG
THANG

v THONG KE KHACH HANG ( PA
DAT LICH, DANG SU DUNG DV)
PUQC CHAM SOC TRONG
THANG

v THONG KE KHTN PUOC CHAM
SOC TRONG THANG

v THONG KE DON HANG THEO
NHAN VIEN TRONG THANG

20 [Ba&o cao tong hop hoat v Bao cdo tong hop hoat
dong ban hang. dong ban hang cua nhan
Bao cao chi tiét hoat dong vién kinh doanh va xuat ra
ban hang file excel

v Bao cao chi tiét hoat
dong ban hang cua nhan
vién kinh doanh va xuat ra

file excel

Quan ly tién ich

21 Quan ly tim kiém v Tim kiém dif liéu theo nhiéu

tiéu chi khac nhau tai mdi chirc
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nang (module) cua chuadng
trinh

v CO thé k&t hgp diéu kién tim
ki€m va (and), diéu kién tim
ki€m or (hodc) dé cho két qua
phu hgp.

v Tim kiém theo qui tdc %

v' Tim kiém d{r liéu theo khoang
thdi gian

22 Import va export dir liéu v Phan mém cé thé& import dir
liéu tu file excel, txt, csv.(luu y
file import cé thé theo cdu tric
chuén cta phan mém hoéc
khong can theo cau truc)

v' Phdn mém co thé export dir

liéu ra file excel

23 Quan ly quy trinh ban hang ( | v LeadCard la chiic ndng dung dé

Tiém nang, Pang cham soc, quan ly tat ca cac hoat dong
Pa dat lich, Pang su dung cham soc khach hang (All In
DV) One) trong 1 mang hinh duy

nhat. Qui trinh quan ly khach
hang tiém nang theo 4 budc:
Tiém nang, Pang cham sdc,
Pa dat lich, Pang s« dung

dich vu
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v' Quan ly dugc cac hoat dong
cham séc khach hang: Goi dién,
Gdi Email, Gap mat, Gdi email
bao gia.

v' Quan ly Ién ké hoach lam viéc
cua nhan vién va cap nhat két
qua sau khi lam viéc vdi khach
hang.

v Quan ly dugc tdng s6 khach
hang tiém ndng mdi, tong sé
khach hang da lién hé, tong
sé khach hang da chuyén dai,
tdng sé khach hang da phat
sinh giao dich

v' Quan ly dugc cac hoat dong cua
nhan vién theo thdi gian: Pa goi
bao nhiéu cudc, Pa ggi bao
nhiéu Email, Pa gdi bao nhiéu
email bao gia, Pa gap mat bao
nhiéu lan

v' Du doan dugc doanh s6 udc tinh
cac khach hang tiém nang dang
co.

v' Theo doi dugc khach hang tiém

nang nao da cé nhirng hoat déng
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cham séc (goi dién, email, gadi
email bao gia, gap mat)

v" Quan ly viéc ngirng cham séc
khach hang tiém ndng (chuyén
trang thai khach hang sang
ngung cham s6c —Dead)

v' Quan ly khach hang da phat sinh
giao dich

v' Canh bao nhirng khach hang
dang bi complain (Pang cé vu
viéc can xu ly va giai quyét)

v' Quan ly tién ich:

e Giao dién Responsive cho
Mobile

e Kéo tha dé thay ddi tinh trang
khach hang tiém nang (Méi >
Pang cham soc > Pa dat lich)

e Tu ddng chuyén ddi khach
hang tiém nang khi kéo tha sang
trang thai Pa dat lich
(Converted)

e Sap x€p khach hang tiém nang

theo ngay tao va theo doanh sé

(tdng dan hoac giam dan)
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e Bat trung khach hang theo sb
dién thoai, email, MST, CCCD
trong khi nhép.

e Tu dong lay thong tin cty
theo MST

e Tim kiém khach hang theo nhiéu
tiéu chi (*):

= Khach hang tiém
nang: Tén, Tén cbng
ty, dién thoai van
phong, dién thoai di
dong, phong ban, dia
chi, mo6 ta, mo ta tinh
trang, ngubén, mo ta
nguon khach hang

= Khach hang: Tén
khach hang, dién
thoai van phong, dién
thoai khac, dia chi,
mo ta khach hang,
loai khach hang, ma
khach hang, ma s6

thué
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24 v' Thiét lap cac théng s6 KPI:
QUAN LY KPI CHO NHAN VIEN o Tén thiét 1ap KPI
+ Thiét lap KPI o Tinh trang: Dang hoat
+ B&o cdo doanh s8, hoa dong, khéng hoat déng
hong va chi tiéu hoat déng o Ngay bat dau ap dung

clia nhan vién kinh doanh ( o Ngay ket thuc ap dung

KPI Report) © S0 cuoc goi

o S0 cubc gap

o S& cudc goi téng dai

o S0 email gdi kh

o S0 email bao gia

o SO6 KHTN médi

o SO KHTN dang lién hé

o S8 KHTN da chuyén déi

o Doanh s6

o S0 KH mdi mua hang

o SO KH cli quay lai
mua:

o M0 ta vé thiét 1ap KPI

o KPI ap dung cho nhan
vién hoac nhém nhan
vién

o % hoa hong cua
nhan vién kinh

doanh
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v Bao cao doanh s0, hoa
hong va chi tiéu hoat

dong cua nhan vién

kinh doanh
25 |SALES REPORT (BAO CAO v Hoa hdng trong thang
CHI TIEU KPI) v Dién bién ting trudng khach
+ Bao cao tong hop KPI caa hang chuyén ddi theo thang
tirng nhan vién trong ndm (bi€u dd line)
+ Bao cao chi tiét KPI cua v' Khach hang mdi so vd@i chi
nhan vién tiéu

v Khach hang tudng tac so vdi
chi tiéu

v' Chi tiéu lién hé khach hang

v Ty |Ié khach hang chuyén déi

v' Ty |é doanh thu dat dudgc

26 [Tich hop Zalo OA dé gdi tin Tich hgp vGi hé théng Zalo OA dé

nhan (ZNS) tu dong theo kich |[gdi tin nhdn chdm séc khach hang:

ban = Thiét lap Zalo SMS Template

v' Thiét Iap ngudi dung
dudc phép gdi hay

v Gdi tin nhan cho tung
khach hang

v' Gdi tin nhan cho hang

loat khach hang.
v" GGi tin nh&n chadm séc

tu dong theo quy trinh
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qua Zalo OA ngay ca khi
khach hang chua quan
tam kénh OA

27

Quan ly goi dién truc tiép trén
phan mém CRM qua tdng dai
IP Call Center

Tich hop tédng dai Voip - Call

Center

o

Click To Call truc tiép
CRM dé& goi cho khéach
hang

Pop up va dinh danh
khach hang khi c6 cudc
goi dén.

Goi dién cho s0 dién
thoai da cé hoac chua co
trén crm

Ghi chu n6i dung trong
qua trinh trao ddi véi
khach hang. Lén ké
hoach gap khach hang
khi can.

Ghi @m cudc goi nham
danh gia va nang cao
chat lugng dich vu.

Tra cltu thong tin va céac
ki€n thic khac khi can.
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o C6 thé nghe va goi truc
ti€p trén may tinh hoac
cac thiét bi SoftPhone.

« Bao cdo chi tiét cubc goi cua
nhan vién

« Nghe lai file ghi am cua nhan
vién da goi

« Chi tiét lich st cubc goi cua
tirng khach hang

28 [Tu dong chia Lead cho nhan v Thiét lap diéu kién phan giao
vién theo chién dich Lead theo chién dich va nhan
vién dugc giao

v Thiét lap thdgi gian chay tu
dong ( theo phut hoac theo
ngay,...)

v Import d{ liéu tu file excel
hoac mass update dif liéu thoa
diéu kién

Ghi chu: Tiéu chi phan giao chia
déu cho nhan vién dudgc thiét lap

cua 1 chién dich

29 Quan ly nghi phép v' Quan ly chi tiét xin nghi phép
cua nhan vién: Nghi phép cé
luang, nghi phép khdéng luang,
nghi n{ra ngay, nghi ca ngay.
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v Tu dong gdi email thong bao

cho cap quan ly.

30 |Quanly tang ca v" Quan ly chi tiét tang ca cua
nhan vién: Ngay tang ca, hé s6
ngay tang ca, thdi gian tang

Ca.

31 |Quan ly chi tiét thuc hién don v' Quan ly chi tiét qua trinh thuc
hang hién don hang cua nhan vién:
Chi tiét cong viéc, ngay thuc
hién, hoa hong dugc hudng

(néu co).

32 |Quan ly tinh luang \VGi CRMOnline - Payrol ban c6
thé tinh luong theo ngay céng hodc
theo gid cong, ludng van phong,
ludgng tang ca, luang hoa hong.
Thiét 1ap cac khoan phu cap,
thudng, phat, nghi phép, tang ca,
tam ('ng ludng.

1) Quan ly ho sd ludgng

2) Quan ly théng s6 ludng

3) Quan ly nghi phép, tang ca

D N N NN

4) Quan ly luong hoa hdng

cho nhan vién
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v 5) Quan ly tinh ludgng tu dong
cho nhan vién tur cac thong so6
cau hinh

v Ludng nhan vién = [Ludng co
ban ] + [ludng tang ca ] +
[cac khoan phu cap] + [cac
khoang thudng] + [cac khoan
hoa héng] - [Cac khoan
phat ] - [Cac khoan tam
ng ].

[Ludng cd ban ] * : Tinh theo
ngay cong hoac gid cong tuy

hé théng cau hinh.

33 |Lgi nhuan va cong ng trén Tu dong dua ra bdo cdo Igi nhuan
phan mém crm va cong ndg giup quan ly cdé cdi nhin
truc quan hdn vé tinh hinh doanh
s6, khach hang, cong ng cua cong
ty tor dé dé dang dua ra cadc quyét
dinh kip thdai:
v" Ldi nhuan va céng ng theo co
hoi.
v" Lgi nhuan va cong ng theo
khach hang.
v" Lgi nhuan va cong ng theo
ddon hang.
v
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34 |Bao cao tédng quan tinh hinh v V@8i bdo cdo quan tri téng
hoat dong CRM quan di liéu trén CRM nay
giup cho nha quan ly cé cai
nhin téng toan ven vé di liéu
dudc s dung thé nao trén
crm. Ngudi dung cé thé loc
theo thdi gian, theo ngudi
dung.

35 |Quan ly nhdp xuit tén Quan ly san phadm vat tu
Quan ly nhap kho

Quan ly xuat kho

D N N NN

Quan ly chuyén kho
v" Quan ly ton kho

36 |Quan ly phiéu thu chi Quan ly théng tin phi€u Thu Chi:

o Tén, ngay thu chi

o Loai : Phiéu thu,
phiéu chi, khac

o SO tién

o Tinh trang thu / chi
( K& hoach, Pa hoan
thanh, Huy, Khac)

o Hinh thic thanh toan
( Tién mat, chuyén
khoan, khac)
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o Khach hang, Hdéa dan,
s6 hda dan
Ghi chu.
« Tu dong tao phi€u thu khi
ddn hang 4 tinh trang da

thanh toan

CONG TY TNHH GIAI PHAP CONG NGHE CRM ONLINE

<9>: 4 budng S6 9, KDC CityLand Park Hills, Phuéng Go Vap,
Tp.HCM

AR
% 1 https://crmonline.vn

“»: 0911 536 678 (Mr Duy)

[ : duy.tran@crmonline.vn

Rat han hanh dudc phuc vu qui khach!
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