AIX »+ QUY TRINH VAN HANH CHUAN (SOP)

SOP: Quan ly yéu cau khach thué theo SLA
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Phién bén PDF mién phi — lién hé Al-X dé nhan bo biéu méu dién sén & tw van 16 trinh.

1. Tén SOP

SOP-SLA-04 — Quan ly yéu cau khach thué theo SLA (nganh cho thué kho bai)

2. Muc dich

Dam bao moi yéu cau tlr khach thué — bao sw cd, yéu cau slra chiva, hd tro van hanh — duoc tiép nhan, phan
cong va theo déi tap trung véi cam két thoi gian phan hdi ré rang (SLA), thay vi chi ndm trong tin nhan ca nhan
gitra khach thué va mot nhan vién cu thé. SOP quy dinh cach tiép nhan yéu cau, cach phan loai mirc do wu tién,
cam két SLA theo tirng loai y&u ciu, va cach theo déi dén khi hoan tdt — dé khach thué luén biét yéu cau cla
minh dang dwoc x& ly dén dau.

Nhan cho mét nhan vién quen — nhan vién nghi phép, ai xir ly? Khéng c6 ticket Nhan vién nghi phép Khong ai
khac biét yéu ciu — Chd 3 ngay, khach birc xtiic Co hé thdng ticket Gan wu tién tw ddng Doi trwc sén sang nhan
— Phan héi trong 1 gi®>

3. Pham vi ap dung

Ap dung cho moi yéu cau tir khach thué lién quan dén van hanh: bao sy cb (dién, nwédc, an ninh), yéu ciu stra
chira, yéu cau hé tro van hanh (VAS), yéu cau théng tin vé hop dong. Khéong bao gébm yéu cau dam phan lai diéu
khoan hop déng (thuéc SOP-LEASE-02).

4. Thuat ngir va dinh nghia

SLA (Service Level Agreement) Cam két thoi gian phan hdi/xk ly cho tirng loai yéu cau,
da théa thuan hoac cong bd v&i khach thué.
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Ticket M6t yéu cau cu thé tlr khach thué dwoc ghi nhan vao hé
thdng, cé ma s dé theo dai.

Mirc d6 wu tién Phan loai yéu cau theo mic dd khan cap (khan
cép/caol/trung binh/thap), quyét dinh SLA ap dung.

Thoi gian phan hdi dau tién (First Response Time) Thoi gian tr lc nhan yéu cau dén luc cé phan héi dau
tién cho khach thué, chwa nhét thiét 1a da giai quyét xong.

Thoi gian gidi quyét (Resolution Time) Thoi gian tir IGc nhan yéu ciu dén luc véan dé duoc giai
quyét hoan toan.

5. Vai tro tham gia

Nhan vién tiép nhan (CSKH/Van hanh) Ghi nhan yéu cau thanh ticket ngay khi nhan dwoc, phan
loai mirc d6 wu tién.

Nhan vién van hanh kho X ly cac yéu cau lien quan dén sw cd/stra chiva, cap
nhat tién do.

Quan ly kho Giam sat ty & tuan tha SLA, xt ly cac yéu cau bi tré hoac
leo thang.

Nhan vién kinh doanh cho thué Théng bao lai khach thué khi co tién d6 quan trong hoac

yéu cau can thém thong tin.

CEO/BOD Phé duyét chinh sach SLA chuén, ra soat mic do hai
Iong khach thué dinh ky.

6. Ma tran RACI

R = Responsible - A = Accountable - C = Consulted - | = Informed
Hoat ddng | NV tiép nhan | NV van hanh kho | Quan Iy kho | NV kinh doanh | CEO/BOD
Ghi nhan yéu cau thanh ticket | RIA | 1 [ 1| 1] 1

Phénloaimrcdd wutién | R | C | 1| 1]

X0 Iy yéu cAutheo SLA | 1 | RIA | 1] 1] |

Cap nhat tién do cho khachthué | C | R [ 1| A | I

Giam sat tuan tha SLAvaxG Iy tréhan | 1 | C | RIA | 1| |
Phé duyét chinh sach SLAchudn | 1 | 1 | C | | | RIA

7. Dir liéu dau vao

Danh muc loai yéu cau va SLA twong (rng da cong bd, thdng tin lién hé khach thué, nang lwc ddi van hanh hién
co.
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8. Quy trinh ttrng bwéc

Bwéc 1 — Cong bbd danh muc SLA theo loai yéu cau. Quan ly kho xac dinh trwdc SLA cho tirng loai (sw cb khan
cap: phan hdi trong 1 gid; yéu ciu thwdng: trong 24 gi®), cdng bd cho khach thué khi ky hop déng.

Bwéc 2 — Tiép nhan va ghi nhan yéu ciu thanh ticket. Ngay khi nhan duwoc yéu cau (dién thoai, tin nhan, email),
nhan vién tiép nhan tao ticket véi ma sb, khéng xt ly ngadm qua tin nhan ca nhan.

Buwéc 3 — Phan loai mirc d6 wu tién. Dwa trén tinh chét yéu cau (an toan, anh hwéng van hanh khach thué), gan
murc do wu tién va SLA twong ng.

Buwdc 4 — Phan cong ngudi xtr ly. Ticket dwoc chuyén dén dung nguoi/bd phan phu trach, coé xac nhan tiép
nhan.

Buwédc 5 — Phan hdi du tién trong thdi gian SLA quy dinh. Nguwdi xt ly phan hdi khach thué trong khung gi® SLA,
du chwa gidi quyét xong, dé khach thué biét yéu cau da duoc tiép nhan.

Budc 6 — X ly va cap nhat tién dd. Trong qua trinh x(& ly, cap nhat trang thai ticket, dic biét v&i cac yéu cau can
nhiéu thdi gian.

Buwdc 7 — Xac nhan hoan tat véi khach thué. Khi van dé dwoc gidi quyét, thong bao lai khach thué va déng ticket,
cd xac nhan tr khach thué néu can.

Bwdc 8 — Theo d&i va canh bdo ticket sap/da tré SLA. Quan ly kho giam sat cac ticket dang gan hodc da vuot
SLA, can thiép kip thoi.

Buwédc 9 — Ra soat ty 1& tuan thi SLA va mirc d6 hai long dinh ky. Tédng hop hang thang, phan tich loai yéu cau
nao thwdng tré SLA dé cai thin quy trinh hodc bb sung ngudn luc.

Vong ddi mot ticket yéu cau Tiép nhan Phan loai Phan hoi (SLA) Xt ly Déng ticket

9. Piém kiém soat va diéu kién phé duyét

bong mét ticket P4 ¢ xac nhan hoan tat, khach thué da dwoc théng bao

Chuyén mirc d6 wu tién C6 ly do rd rang, dwoc Quan ly kho xac nhan néu nang
lén khan cap

Vuwot SLA ma chuwa gidi quyét Phai bao cdo Quan ly kho ngay, cé k& hoach x ly b
sung
Tt chdi mét yéu cau C6 ly do chinh dang (ngoai pham vi hop ddng), théng bao

ré cho khach thué

10. Ngoai lé va cach xr ly

Yéu cau khan cap ngoai gi& hanh chinh (sw cb an ninh, chay nd): cé quy trinh tric khan cap riéng, phan héi ngay
bat ké gi® gidc, khong &p dung SLA gi¢» hanh chinh théng thwéng. Yéu cau vuot qua nang luc xt ly ndi bd (can
nha thau bén ngoai): théng bao ngay cho khach thué vé thoi gian dy kién thuc té, khéng gitr im 1ang che dén khi
c6 giai phap. Khach thué glri cing mét yéu ciu qua nhiéu kénh (goi dién + nhan tin + email): gdp thanh mét ticket
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duy nhét, tranh xt ly tring 1&p hodc bé sét.

11. KPI can theo d6i

Mcdrc muc tiéu tham khao.

Ty |& phan héi dau tién ding SLA Ticket ph&n héi dung han + Téng sé | =95%
ticket
Ty |& gidi quyét dung SLA Ticket giai quyét ding han + Téng sb | =90%

ticket

Thoi gian gidi quyét trung binh theo
loai yéu cau

Téng thoi gian giai quyét + Sé ticket
cung loai

Theo muc tiéu tirng loai

Mic d6 hai long khach thué (néu

Diém hai long trung binh

Theo muc tiéu céng ty

khao sat)

12. H6 so’ va biéu mau lién quan

Danh muc SLA theo loai yéu cau, MAu ticket yéu cau khach thué, Checklist xtr ly ticket theo SLA, Dashboard tuan
tht SLA va ticket tré han.

13. PAu ra va tiéu chi hoan thanh

Moi yéu cau tir khach thué dwoc ghi nhan thanh ticket cé thé tra ctu, xt ly theo dung SLA da cong bd; khach thué
ludn dwoc thong béo tién dd, khong phai héi lai nhiéu 1an; cé dashboard tuan thi SLA dé cai thién lién tuc chat
lwong dich vu.

14. Vi du thwe té ciia mét doanh nghiép cho thué kho bai

Vi du minh hoa mang tinh mé phéng, khéng phai sé liéu théng ké chinh thic.

M6t khach thué nhan tin bao hé thdng chiéu sang khu vic béc xép bi hdng vao buédi tdi, gri trwc tiép cho mot
nhan vién quen. Nhan vién nay dang nghi phép, khéng ai khac biét v& yéu cau nay, khach thué phai cho 3 ngay
m&i dwoc x& ly va rat blrc xtc. Sau khi ap dung SOP, yéu ciu twong tw dwoc ghi nhan thanh ticket ngay khi
nhan, tw ddng gan mc do wu tién cao (dnh hwdng an toan van hanh ban dém), phan céng cho ddi truwc sén sang
— dwoc phan hdi trong vong 1 gi& va xt ly xong trong ngay hém sau, dung SLA da cam két.

15. Checklist ap dung nhanh

- [1C6 danh muc SLA theo loai yéu cau, da cong bd cho khach thué.

- [ 1 Moi yéu cau dwoc ghi nhan thanh ticket ngay khi tiép nhan, khéng x& ly ngdm qua cé nhan.
- [] Ticket dwoc phan loai mrc dd wu tién va phan cong dung ngwoi xir ly.

- [] C6 phan hdi dau tién trong thi gian SLA quy dinh.

- [ 1 Khach thué dwoc théng bao khi ticket hoan tat.
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- [] Ticket s&p/da tré SLA duwoc giam sat va xi ly kip thoi.
- [1Cé dashboard tuan thi SLA dworc ra soat dinh ky.

Xem thém: B6 cong cu quan ly yéu cau khach thué theo SLA — bd cong cu di kém SOP nay.
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Can bo SOP nay chay
trén hé thong thwc té?

Al-X thiét ké 16 trinh ERP & Al 90 ngay riéng cho doanh nghiép cta ban:
chuan héa di lieu — SOP sbé héa — dashboard diéu hanh.

ai-x.vn/contactus

Tai liéu phat hanh mién phi béi Al-X (ai-x.vn). Vui Iong khéng chinh stra ndi dung khi chia sé lai.
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