AIX »+ QUY TRINH VAN HANH CHUAN (SOP)

SOP: Quan ly booking va trang thai 16 hang tap trung

Tai liéu thwe chién ERP « Al-X — ai-x.vn » Cap nhat 2026-05-18 03:37:00

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

1. Tén SOP

SOP-BOOKING-02 — Quan ly booking va trang thai |6 hang tap trung (nganh logistics/forwarder)

2. Muc dich

Dam bao moi booking va trang thai 16 hang — tr luc dat chd véi hang tau dén khi hang dén noi — dwoc cap nhat
vao mot hé théng tap trung, thay vi d6i van hanh va CSKH phai mét thoi gian héi lai hang tau, dai ly va I&n nhau
qua email r&i rac. SOP quy dinh cach tao va theo dai booking, cach cap nhat trang thai 16 hang theo tirng méc, va
cach xt ly khi cé thay ddi tir hang tau — dé CSKH c6 thé tré I&i khach hang ngay lap tire thay vi phai "dé toi kiém
tra lai".

Khach goi 3 1an — mét ca ngay mai ¢6 cau tra Iéi CSKH — Van hanh — Dai ly Hai qua nhiéu email — Gan moét
ngay mai trd i Bang theo déi tap trung CSKH tra ctvu trwe tiép — Tra 16i ngay trong cudc goi

3. Pham vi ap dung

Ap dung t khi tao booking v&i hang tau/dai ly dén khi 16 hang hoan tat giao nhan. Bao gébm: tao va xac nhan
booking, cap nhat trang thai 16 hang theo cac méc chinh, va x& ly khi cé thay déi lich trinh tlr hang tau. Khéng bao
gdm viéc 1ap bao gia ban dau (thudéc SOP-RATE-01) hay dbi chiéu chirng tr (thuéc SOP-DOC-03).

4. Thuat ngir va dinh nghia

Booking Viéc dat chd van chuyén véi hang tau/hdng bay cho mot
16 hang cu thé, cé ma sé booking riéng.
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Trang thai 16 hang (Shipment Status) Tinh trang hién tai cha 16 hang trong hanh trinh (da
booking/da ha bai/da lén tau/dang van chuyén/da dén
noi).

ETD/ETA Ngay duw kién kh&i hanh (Estimated Time of Departure)

va ngay du kién dén noi (Estimated Time of Arrival).

Rolled booking Tinh huéng hang tau doi booking sang chuyén sau,
khéng dung lich ban dau.

Bang theo d&i booking tap trung (Booking Tracker) Hé théng/bang téng hop toan bd booking va trang thai,
thay thé viéc tra ciru qua email.

5. Vai tro tham gia

Nhan vién van hanh (Operations) Tao booking, cap nhat trang thai 16 hang theo tirng méc.

Nhéan vién CSKH Tra clu bang theo d&i dé tra 1&i khach hang, khéng can
héi lai van hanh.

Dai ly/héng tau X&c nhan booking, théng bao thay ddi lich trinh (néu co).

Quan ly van hanh Giam sat ty 1& cap nhat trang thai dung han, x& ly cac

trwong hop rolled booking.

CEO/BOD Ra soat mirc do hai long khach hang lién quan dén théng
tin 16 hang dinh ky.

6. Ma tran RACI

R = Responsible - A = Accountable - C = Consulted - | = Informed

Hoat dong | NV van hanh | NV CSKH | Bai ly/hdng tau | Quan ly van hanh | CEO/BOD
Tao va xac nhan booking | RAA | I | C | 1| |

Cap nhat trang thai 16 hangtheoméc | RIA | | | C | | | |
Tracuvatraloikhachhang | I | RIA [ 1| 1] |

X ly rolled booking/thay ddi lichtrinh | R | C | C | A | |
Giam satty 1é cap nhatdanghan | 1 | I | | | RIA | |

Ra soat mirc d6 hai long khachhang | I | C | I | R | A

7. Dir liéu dau vao

Yéu cau van chuyén da bao gia va xac nhan, théng tin lién hé hang tau/dai ly, lich trinh dw kién (ETD/ETA) theo
tuyén.
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8. Quy trinh ttrng bwéc

Bwdéc 1 — Tao booking ngay khi khach hang xac nhan don hang. Nhan vién van hanh tao booking v&i hang
tau/dai ly, nhap vao bang theo dai booking tap trung v&i day da théng tin: ma booking, tuyén, ETD/ETA duy kién.

Bwdc 2 — Xac nhan booking v&i hang tau/dai ly. Theo déi dén khi co xac nhan chinh thire tlr hang tau, cap nhat
trang thai "da xac nhan" trén bang theo doi.

Buwdc 3 — Cap nhat trang thai 16 hang theo tirng mébc chinh. Khi 16 hang qua cac méc (ha bai, 1&n tau, khi hanh,
dén cang dich), nhan vién van hanh cap nhat ngay vao hé théng, khéng chd khach hang hdi méi tra ctru.

Buwédc 4 — Theo dbi va cap nhat khi cé thay ddi lich trinh. Néu hang tau théng béo rolled booking ho&c thay dbi
ETD/ETA, cap nhat ngay vao bang theo dai va danh dau ly do thay déi.

Buwdc 5 — CSKH tra ctvu bang theo dbi dé tra I khach hang. Khi khach hang héi vé tinh trang 16 hang, CSKH tra
clru truc tiép tlr bang theo dbi tap trung, khong can hai lai van hanh hodc hang tau.

Buwédc 6 — Cha dong thong bao khach hang khi ¢é thay ddi quan trong. Khéng ché khach hang héi mai bao; voi
cac thay dbi anh hudng I6n (rolled booking, tré nhiéu ngay), chd déng lién hé truéc.

Buwdc 7 — Xac nhan hoan tat khi 16 hang dén noi. Cap nhat trang thai cudi ciing, déng booking trén hé théng theo
doi.

Buwdc 8 — Ghi nhan cac trwong hop rolled booking va nguyén nhan. Lwu lai dé phan tich xu hwéng theo hang
tau/tuyén, lam can cr lwa chon dbi tac trong twong lai.

Bwéc 9 — Ra soat ty 1& cap nhat dung han va mc do hai long khach hang dinh ky. Quan ly van hanh tbng hop
hang thang, xac dinh diém can cai thién trong quy trinh cap nhat trang thai.

Vong doi mot booking Tao booking Xac nhan Lén tau Van chuyén Bén noi

9. Piém kiém soat va diéu kién phé duyét

X&c nhan booking hoan tét C6 xac nhan chinh thirc ttr hang tau/dai ly, khong chi dwya
vao yéu cau da gl

Cép nhéat trang thai 16 hang Cé thdng tin xac thye tir hang tau/dai ly hoac ching tw
lién quan
Théng bao khach hang vé thay ddi lich trinh Da xac nhan théng tin chinh thirc, khéng thdng bao dwa

trén tin dén/dw doan

Pong booking L6 hang da xac nhan dén noi, cé bang chirng lién quan

10. Ngoai lé va cach xr ly

Hang tau théng bao rolled booking gép, khéng cé thoi gian x ly trwédc: cap nhat ngay khi nhan théng bao, lién hé
khach hang ngay trong ngay, khéng dé khach hang tw phat hién qua tra cru online cGia hang tau. Théng tin trang
thai tr hang tau khéng rd rang/mau thuan gitra cac ngudn: xac minh lai tryc tiép véi dai ly trwde khi cap nhat hé
thdng, khéng cap nhat théng tin chwa chac chan. Khach hang yéu cau théng tin ngoai gi& hanh chinh: cé quy trinh
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trwc CSKH ti thiéu dé tra ciru bang theo ddi va phan héi co ban, khéng dé khach hang ché dén ngay hém sau.

11. KPI can theo d6i

Mcdrc muc tiéu tham khao.

Ty 1é trang thai 16 hang cap nhat | Cap nhat trong ngay phat sinh + | 295%
ding han Tbng sb mbc can cap nhat
Thoi gian CSKH phan hdi khach | T luc khach hdi dén luc cé cau trd | <15 phut

hang vé trang thai |&vi

Sé 1an rolled + Tdng sb booking v&i | Theo ddi dé chon déi tac

héng tau do

Ty |é rolled booking theo hang tau

Mic d6 hai long khach hang vé | Diém khao sat (néu co)

théng tin 16 hang

Theo muc tiéu céng ty

12. H6 so’ va biéu mau lién quan

Bang theo ddi booking va trang thai 16 hang tap trung, Checklist cAp nhat trang thai theo méc, Nhat ky rolled
booking va thay dbi lich trinh, Dashboard trang thai 16 hang va ty & phan hoi khach hang.

13. PAu ra va tiéu chi hoan thanh

Moi booking va trang thai 16 hang dwoc cap nhat tap trung, tra clru dwoc ngay; CSKH c6 thé trd 161 khach hang
ngay lap tirc ma khong can hai lai noi bd; cac thay déi lich trinh quan trong dwgc thdng bao chd déng cho khach
hang; cé dashboard theo déi dé cai thién lién tuc tdc d6 phan hbi.

14. Vi du thwc té cia mét céng ty forwarder

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

M6t khach hang goi héi tinh trang 16 hang dang trén dudng dén Rotterdam, nhan vién CSKH phai glri email hdi bd
phan van hanh, bd phan van hanh lai phai lién hé dai ly tai cadng dé xac nhan — mét gén mot ngay mai ¢é cau tra
I&i chinh xac, trong khi khach hang da goi lai ba lan vi st rudt. Sau khi ap dung SOP, nhan vién van hanh cap
nhat trang thai "da Ién tau, ETA 15/07" ngay khi nhan xac nhan tir dai ly — CSKH tra clru va trd |&i khach hang
ngay trong cudc goi dau tién, khéng can ch® xac minh thém.

15. Checklist ap dung nhanh

- [ 1 Moi booking dwgc tao va nhap vao bang theo ddi tap trung ngay khi cé xac nhan tir khach hang.

- [] Trang thai 16 hang dwoc cap nhat ngay khi qua tirng méc chinh trong hanh trinh.

- [1 CSKH tra ctu trwc tiép tir bang theo doi, khéng can hai lai ndi bd.

- [] Thay déi lich trinh quan trong (rolled booking, tré) dwoc cap nhat ngay va théng bao chi déng cho khach
hang.
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- [] Rolled booking dwoc ghi nhan dé phan tich xu hwéng theo hang tau/tuyén.
- [1Booking chi dwgc dong khi cé xac nhan 16 hang da dén noi.
- [] C6 dashboard theo di ty I& cap nhat dung han va thdi gian phan hdi khach hang.

Xem thém: B cong cu quan ly booking va trang thai |6 hang — bd cdng 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.
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