AIX »+ QUY TRINH VAN HANH CHUAN (SOP)

B6 cong cu quan ly yéu cau khach thué theo SLA

Tai liéu thwe chién ERP « Al-X — ai-x.vn » Cap nhat 2026-05-09 05:38:00

Phién bén PDF mién phi — lién hé Al-X dé nhan bo biéu méu dién sén & tw van 16 trinh.

Hwéng dan Bé cong cu quan ly yéu cau khach thué theo SLA

B& codng cu di kém SOP-SLA-04, dung d& moi yéu cau khach thué dwoc xtr ly dung cam két, khéng con that lac

trong tin nhén ca nhan.

1. Danh muc biéu mau

1 Danh muc SLA theo loai yéu cau Tham chiéu khi phan loai ticket

2 Mau ticket yéu ciu khach thué M®i khi tiép nhan yéu cau

3 Checklist xtr ly ticket theo SLA Trong qua trinh x{& ly méi ticket

4 Dashboard tuan thi SLA va ticket tré& | Theo dai lién tuc, ra soat dinh ky
han

2. Muc dich cua tirng biéu mau
Danh muc SLA 1a chuan tham chiéu cho moi loai yéu cau; MAu ticket chuan hoéa cach ghi nhan, tranh that lac;
Checklist dam bao tirng bwédc xt ly dung quy trinh; Dashboard giup quan ly kho phat hién sém ticket cé nguy co

tré han.

3. Ngwoi lap, ngwoi kiém tra va ngwoi phé duyét

Danh muc SLA theo loai | Quan ly kho CEO/BOD CEO/BOD
yéu cau
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MAu ticket yéu cau khach | Nhan vién tiép nhan Quan ly kho Nhan vién tiép nhan tw xac
thué nhan

Checklist xtr ly ticket Nhan vién van hanh kho Quan ly kho Quan ly kho

Dashboard tuan tha SLA Quan ly kho Nhan vién van hanh CEO/BOD

4. Hwéng dan dién tirng trwdng

Mirc d& wu tién phai chon theo tiéu chi khach quan (dnh hwéng an toan/van hanh), khéng theo cdm tinh hoac mbi
quan hé vé&i khach thué. Thoi gian phan héi ghi theo gid thuc té, khéng ghi theo gie» dy kién. Ly do tré SLA (néu
c6) phai cu thé, khéng ghi chung chung "ban viéc khac".

5. Vi du c6 dir liéu minh hoa
Vi du mang tinh minh hoa, khéng phai sb liéu that.

Ma ticket | Khach thué | Loaiyéu cdu | Mic wu tién | SLA phan hdi | Trang thai
TK-2026-0456 | Cty Logistics Phwong Nam | Sw cé dién | Cao | 1 gio | Da hoan tat

6. Quy tac validation

Khéng déng ticket khi chwa c6 xac nhan hoan tat hodc théng bao cho khach thué. Ticket khan cap phai duoc
phan héi trong SLA quy dinh riéng, khéng ap dung SLA théng thuwdng. Moi ticket vwot SLA phai cé ghi cha ly do
trwde khi dong.

7. Cong thirc KPI

Ty lé phan héi dung SLA = Ticket phan hdi dung han + Tdng s6 ticket x 100%. Ty |& giai quyét dung SLA = Ticket
gidi quyét dung han + Tdéng sb ticket x 100%. Thoi gian gidi quyét trung binh = Tdng thdi gian giadi quyét + Sé
ticket trong ky.

8. Ban mo ta dashboard

Xem chi tiét day du tai phan Dashboard tuan tht SLA va ticket tré han bén dudi.

9. Hwéng dan sir dung trong Excel va khi chuyén l1én ERP

Excel: sheet Master_Data Iwu danh muc SLA, sheet Nhap_lieu ghi tirng ticket, codng thirc tw tinh thoi gian phan
hdi/gidi quyét va so sanh véi SLA. ERP/hé thdng ticket: khach thué co thé glri yéu ciu qua cong riéng, hé théng tw
ddng gan SLA va canh bao khi sp tré han.

10. Tiéu chi xac dinh biéu mau da hoan thanh

Moi yéu cau trong thang gan nhat dwoc ghi nhan thanh ticket cé thé tra clru; danh muc SLA da cong bd va ap
dung nhét quan; Dashboard tuan tht SLA d& chay dwoc tdi thiéu 4 tuan lién tiép va dwoc dung trong ra soat chat
lwong dich vu.

Checklist xtr ly ticket theo SLA
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Dung trong qué trinh x ly méi ticket yéu cau tir khach thué.

Ngudi lap: Nhan vién van hanh kho - Ngudi kiém tra: Quan ly kho - Ngwoi phé duyét: Quan ly kho

Checklist xtr ly ticket

1 Ticket da dwoc tao ngay khi tiép | []
nhan yéu cau chwa?

2 Mlrc d6 wu tién da dwoc gan dang | []
theo tiéu chi khach quan chwa?

3 D& phan hdi khach thué trong thoi | []
gian SLA quy dinh chuwa?

4 Tién do xor ly da dwoc cap nhat trong | []
hé théng chwa?

5 Khach thué da dwoc théng bao khi | []
ticket hoan tat chwa?

Vi du dién mau:

3 Sw cb dién bao luc 19:00, phan héi | (dung) — phan héi luc 19:20
trong 1 gio SLA?

Checklist khi ticket c6 nguy co’ tré SLA
- [1Pa bao cao ngay cho Quan ly kho khi phat hién nguy co' tré.
- [1D4 thong bao cho khach thué vé tinh trang va thoi gian dw kién thuc té.
- [1Da ghi rd ly do tré han vao ticket trwdc khi dong.
Tiéu chi hoan thanh
Toan bd 5 muc checklist xtr ly ticket déu dat ((dung)); moi ticket tré SLA déu c6 ly do ghi rd va da théng bao cho
khach thué.

Template & Field Guide — B6 céng cu quan ly yéu cau khach thué theo
SLA

§1. Danh muc SLA theo loai yéu cau

Ngudi lap: Quén Iy kho - Ngudi kiém tra: — - Nguoi phé duyét: CEO/BOD
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Loai yéu cau

(")

Text (Sw cb dién/nwédc, An ninh, Stra
chiva, VAS, Théng tin hop ddng)

Mdrc d6 wu tién mac dinh

Khan c&p / Cao / Trung binh / Thap

SLA phéan héi d4u tién ) Sé gioy
SLA giai quyét ) Sé giv/ngay
B& phéan phu trach *) Text
i du minh hoa:
Su ¢b dién Cao 1 gioy 24 gioy

§2. MAu ticket yéu cau khach thué

Nguwoi 1ap: Nhan vién tiép nhan - Nguwoi kiém tra: Quan ly kho - Ngudi phé duyét: Nhan vién tiép nhan tw xac nhan

\Y

Validation: ticket mirc dd wu tién "Khan clp" phai cé thdi gian phan héi dau tién trong vong 1 gior ké tir thoi gian

Ma ticket ) Text, tw sinh
Khach thué *) Text
Loai yéu cau ) Text, theo danh muc

M®é ta chi tiét

Text tw do

Mirc d6 wu tién

Khén c&p / Cao / Trung binh / Thap

Thoi gian tiép nhan

DD/MM/YYYY HH:MM

Thoi gian phéan hdi dau tién

DD/MM/YYYY HH:MM

Thoi gian hoan tat

DD/MM/YYYY HH:MM

Trang thai ) M&i / Pang xt ly / Hoan tat
i du minh hoa:
TK-2026-0456 Cty Logistics | Sw cb dién Cao Hoan tat
Phwong Nam

tiép nhan.

Dashboard tuan tha SLA va ticket tré han — Mb ta thiét ké

Nguoi 1ap: Quan ly kho - Nguwoi kiém tra: Nhan vién van hanh - Ngudi phé duyét: CEO/BOD

DPoi twong st dung: CEO/BOD, Quan ly kho, Nhan vién van hanh kho, Nhan vién tiép nhan.
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Tan suét cap nhat: theo thdi gian thwe (khi tich hop hé théng ticket) hodc hang ngay (khi dung Excel).

1. Muc tiéu

Cho quan ly kho thay ngay ticket ndo sap/da tré SLA, va loai yéu cau nao thueng xuyén cham — dé can thiép kip
thoi va cai thién chat lwong dich vu véi khach thué.

2. B6 cuc dashboard

Hang 1 — Chi sb téng quan: tdng s ticket trong ky, ty & tuan thi SLA phan hoi, ty 1& tuan tha SLA gidi quyét.
Hang 2 — Danh s&ch ticket dang mé gan tré/da tré SLA: sap xép theo mirc d6 khan cép.

Hang 3 — Bang phan loai ticket theo loai yéu cau: phat hién loai nao chiém ty trong I&n hoac thudng tré.

Hang 4 — Xu hwéng ty 1& tuan thi SLA theo thang: danh gia cai thién chat lwong dich vu.

3. Ngudn dir liéu

Danh muc SLA theo loai y&u cau, M4u ticket yéu ciu khach thué, Checklist xt ly ticket theo SLA.

4. Cach doc dashboard

Nhin Hang 1 d& nam tdng quan chat lwong dich vu. Vao Hang 2 ngay khi c6 ticket bdo d6 dé xt ly kip thoi. Xem
Hang 3 dé xac dinh loai yéu cau can cai thién quy trinh hodc bd sung ngudn lwc. Dung Hang 4 dé danh gia xu
hwédng dai han.

5. Tiéu chi san sang s dung

Moi yéu cau trong ky déu dwoc ghi nhan thanh ticket co di liéu day du; dbi chiéu tha cdng khép sb liéu mot 1an
v&i s tiép nhan (néu con ding song song); da dung qua tdi thiéu 3 tudn van hanh lién tuc ma khéng cé yéu cau
nao bi that lac ngoai hé thdng ticket.

Xem thém: SOP: Quan ly yéu ciu khach thué theo SLA — quy trinh di kém bd cong cu 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.
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