AIX »+ QUY TRINH VAN HANH CHUAN (SOP)

Bo6 cong cu phan céng khach hang theo do phtrc tap

Tai liéu thwe chién ERP « Al-X — ai-x.vn * Cap nhat 2026-07-24 09:04:00

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

Hwéng dan Bd cong cu phan cong khach hang theo dé phirc tap

B& cong cu di kém SOP-WORKLOAD-03, gitp Ké toan trwdng phan cong khach hang can déi theo do phirc tap

thuc té, khong chi chia déu sb lwong.

1. Danh muc biéu mau

1 Bang danh gia diém phurc tap khach | Khi tiép nhan khach hang méi, danh
hang gia lai dinh ky

2 Bang strc chiva va tai cong viéc ké | Cap nhat lién tuc theo méi 1an phan
toan vién cbng

3 Checklist trwdc khi phan cong Mbi Ian phan cdng khach hang maoi

hoac tai phan céng

4 Dashboard can déi tai cong viéc Ra soat hang thang

2. Muc dich cua tirng biéu mau
Bang danh gia diém phurc tap chudn héa cach chdm diém khach quan; Bang strc chiva va tai cong viéc la ngudn
dir lieu dé so sanh trudc khi phan céng; Checklist dm bao Ké toan trwdng khéng bo sét bude kiém tra sirc chira;

Dashboard gitp phat hién s&m méat can dbi gitra cac ké toan vién.

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

Bang danh gia diém phirc | Ké toan trwéng B& phan Tiép nhan Ké toan truwéng
tap
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Bang strc chiva va tai cong | Ké toan trwéng Ké toan vién Ké toan truwéng
viéc

Checklist trwéc khi phan | Ké toan trwéng Ké toan vién Ké toan truéng
cbéng

Dashboard can dbéi tai | Kétoan trwéng CEO/BOD CEO/BOD
cbng viéc

4. Hwéng dan dién tirng trwdng

Diém phurc tap phai tinh tir tiéu chi cu thé (s giao dich, loai thué, s chi nhanh), khéng chAm theo cam tinh. Strc
chtra ctia ké toan vién phai dwa trén danh gia nang lwc thuc té, cap nhat lai méi 6 thang. Tai cong viéc phai cong
dén chinh xac tr toan bé khach hang dang phu trach, khéng bé sét khach hang nao.

5. Vi du c6 dir liéu minh hoa

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

Cong ty CP XYZ (3 chi | 450 GTGT+TNDN+TNCN 8/10
nhanh)

6. Quy tac validation

Khoéng dwoc phan cong khach hang méi cho ké toan vién da dat/vuot sirc chira ma chwa cé phé duyét ngoai lé.
Diém phirc tap phai dwoc danh gia lai khi khach hang cé thay dbi Ién (thém chi nhanh, dbi loai hinh thué). Tai
cong viéc phai cap nhat ngay sau méi lan phan céng hoac tai phan cong.

7. Cong thirc KPI

Chénh léch tai cong viéc = Tai cong viéc cao nhat — Tai cdng viéc thap nhét gitra cac ké toan vién. Ty 1& ké toan
vién trong nguéng an toan = S6 ké toan vién cé tai cong viéc < 100% strc chiva + Téng sb ké toan vién x 100%.
Sé 1an bao céo qua tai = dém sb bao céo trong thang.

8. Ban mé ta dashboard

Xem chi tiét day du tai phan Dashboard can dbi tai cong viéc bén dudi.

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

Excel: sheet Master_Data lwu diém phtrc tap khach hang, sheet Nhap_lieu ghi nhan phan céng va tw tinh téng tai
cong viéc theo ké toan vién. ERP/phan mém ké toan: hé thdng tw dong tinh diém phurc tap tir sb lwong giao dich
thuwe té, tw dong canh bao khi mot ké toan vién vuot stre chiva.

10. Tiéu chi xac dinh biéu mau da hoan thanh

Toan bd khach hang dang phuc vu cé diém phirc tap dwoc danh gia; Bang strc chira va tai cong viéc cap nhat
dén ky gan nhat cho moi ké toan vién; Dashboard can déi tai cong viéc da chay tbi thiéu 2 ky danh gia (12 thang)
va duoc dung dé diéu chinh phan cong it nhat moét lan.

Checklist trwwé'c khi phan cong khach hang
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Dung ngay khi Ké toan trwdng chuan bi phan cong khach hang méi hoac tai phan cong.

Nguoi 1ap: Ké toan trwdng - Ngudi kiém tra: K& toan vién lién quan - Nguwdi phé duyét: Ké toan trudng

Checklist trwé&c khi phan cong

1 D& chém diém phirc tap cho khach | []
hang chwa?
2 D4 kiém tra strc chra con lai cia ké | []

toan vién dé xuét chwa?

3 Ké toan vién cé nang lwc phu hop | []
v&i d6 phire tap khach hang khéng?

4 Néu vuot strc chira, da c6 phé duyét | []
ngoai lé chua?

5 Néu |4 tai phan cong, da cé ké hoach | []
ban giao hd so chua?

Vi du dién mau:

3 Ké toan vien A c6 5 nam kinh | (dung)
nghiém, phu hop khach hang da chi
nhanh?

Checklist sau khi phan cong
- []1Da cap nhat vao Bang strc chira va tai cong viéc.
- [1Da théng bao chinh thirc cho ké toan vién.
- [ 1 Néu tai phan cong, da hoan tat ban giao hd so.
Tiéu chi hoan thanh
Toan bd 5 muc checklist déu dat ((dung)) trwéc khi phan céng chinh thire cé hiéu lwc; khéng cé phan cong nao
dwoc thuc hién ma chwa dbi chiéu sirc chira va nang luc.

Template & Field Guide — B6 céng cu phan cong khach hang theo d6
phirc tap

§1. Bang danh gia diém phuc tap khach hang

Nguoi lap: Ké toan trwdng - Ngwoi kiém tra: Bé phan Tiép nhan - Nguoi phé duyét: Ké toan trwéng
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Khach hang *) Text

Sé giao dich/thang *) Sé

Loai hinh thué &p dung *) Text

Sé chi nhanh *) Sé

Murc d6 rii ro *) Thép / Trung binh / Cao

Diém phrc tap (1-10) *) S, tw tinh hodc danh gia
Vi du minh hoa:

Coéng ty CP XYZ (3 chi nhanh) 450 8/10

§2. Bang strc chira va tai cong viéc ké toan vién

Nguoi 1ap: Ké toan trwdng - Ngudi kiém tra: K& toan vién - Ngwdi phé duyét: Ké toan truéng

Ké toan vién *) Text
Sé nam kinh nghiém *) Sé
Strc chira (tdbng diém phic tap t6i | (*) Sé
da)
Tai cong viéc hién tai *) Sb, tw tinh ti tdng diém khach hang
% st dung sirc chiva ) Sb (%), tw tinh
Vi du minh hoa:
Nguy&n Thi C 40 38 95%

Validation: khéng dwoc phan céng khach hang méi néu % s dung strc chira clia ké toan vién da vuot 100% ma
chwa co phé duyét ngoai |€.

Dashboard can déi tai cong viec — M6 ta thiét ké

Nguoi 1ap: Ké toan trwdng - Ngudi kiém tra: K& toan vién - Ngwdi phé duyét: CEO/BOD
Péi twong st dung: CEO/BOD, Ké toan trwdng, Ké toan vién.

Tan suét cap nhat: hang thang (khi dung Excel) hodc theo thi gian thwe (khi tich hop phan mém ké toan).

1. Muc tiéu

Cho Ké toan trwdng va lanh dao thy ngay ké toan vién nao dang qua tai, khach hang nao cé d6 phirc tap cao
chwa dwoc phan cong phu hop, dé can déi lai trwdc khi anh hwdng dén chét lwong dich vu.
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2. B4 cuc dashboard

Hang 1 — Chi s6 téng quan: % s dung strc chira trung binh toan cong ty, sb ké toan vién qua tai, tbng diém
phtrc tap toan bd khach hang.

Hang 2 — Bang ké toan vién theo % st dung sirc chira: sp xép gidm dan, canh béo dd néu vuot 100%.

Hang 3 — Bang khach hang phurc tap cao chwa phan céng phi hop: dbi chiéu diém phire tap véi kinh nghiém ké
toan vién phu trach.

Hang 4 — Xu hwéng chénh léch tai cong viéc theo thang: danh gia mrc d6 can dbi cai thién qua thdi gian.

3. Nguén dir liéu

Bang danh gia diém phirc tap khach hang, Bang strc chira va tai cong viéc ké toan vién, Checklist trwéc khi phan
cbng.

4. Cach doc dashboard

Nhin Hang 1 d& ndm tdng quan mdc do can ddi toan cong ty. Vao Hang 2 dé x& ly ngay cac ké toan vién qua tai.
Xem Hang 3 dé phat hién khach hang phirc tap bi phan céong chwa phu hop nang lwc. Dung Hang 4 dé danh gia
hiéu qua diéu chinh phan céng qua thdi gian.

5. Tiéu chi san sang st dung

Moi khach hang dang phuc vu co diém phtrc tap dwoc danh gia; moi ké toan vién co sirc chira dwoc xac dinh va
cap nhat; da dung qua tdi thiéu 2 ky danh gia lién tiép ma khong phat sinh trwong hop qua tai khong dwoc phat
hién.

Xem thém: SOP-WORKLOAD-03: Phan cdng khach hang theo dé phirc tap — quy trinh di kem bd cdng 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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