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#ODOOROADSHOW2023
A1 Consulting

Empower your Business

AGENDA

Al CONSULTING CUNG CAP CAC GIAI PHAP ERP, ECOMMERCE VA
CUSTOMER EXPERIENCE HANG BAU BONG HANH CUNG DOANH NGHIEP BUT PHA TANG TRUGNG.

VE A1 CONSULTING

PHUGNG PHAP TIEP CAN

TONG QUAN VE TRAI NGHIEM KHACH HANG (CX)
CHIEN LUGC CX CHO CAC DOANH NGHIEP

CASE STUDY
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VE Al CONSULTING - THANH VIEN CUA AHT TECH
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o 9 o9
van pnong DAI TAY THAI BINH
DUGNG DUGONG

500+

nhan vién

AN DO
DUONG
100+
doi tac
Malaysia
Q Nhat Ban Q Viét Nam
Singapore

Q Plc Q Han Quoc Thai Lan
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ERP

Open

EduCat

O Acumatica QOO

ECOMMERCE FﬂCCOMMERCE > commerce cloud ﬁshopifyp/u*s rﬁl I\/Iagento @ omngfg MIROAKL

An Adobe Company
commercetools

Next generation commerce

& Liferay 'A‘ Adobe d - M/ Qakeneo Acauio

CX & DXP otdigital  KLAVIYO VONAGE

o Lark Eecle) %2 kissflow

DIGITAL WORKPLACE

. +t4
CLOUD DATA PLATFORM 2:°I,?5ﬂ0\/\/ﬂ0ke @ databricks Yy ta bleau
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VE A1 CONSULTING - DOI TAC BAN PIA

1 A1 CONSULTING

Doi ngl tu van nghiép vu va gidi phap ban

CHUNG NHAN ISO
9001 & 27001

Chdng nhan quéc té vé quy trinh va bao

manh chu dao cla Al CONSULTING gop mat théng tin

‘ dia tai moi qubéc gia dam bao mobt thé

A1 Consulting

phan tao nén su thanh céng cua du an

chuyén doéi s6

150+ DOI TAC BAN DIA 15+ NAM KINH NGHIEM

Cac hgp tac chuyén sau véi hau hét cac
doi tdc ban dia gilp Al CONSULTING tich
hdp san Nnhing nhu cdu ndi dia hod vdi

tung thi truéng

Hon 15 ndm danh cho viéc ho trg thuong
hiéu quoc té€ nhu mot nha cung cap dich

vu khu vuc
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van
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*Oa DO Odw Ty

Call Center AntBuddycom $VIHAT & sTRINGEE @ *CareSo

Mobile Solutions for Everyone
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ONNET TONG QUAN VE TRAI NGHIEM KHACH HANG (CX)

Customer Experience
Professionals Association”

CX ACROSS FUNCTIONS C PA

. Marketing, Operations & Customer Services
Marketing, Van hanh & Cham soc khach hang

. Business Development /Industry Engagement
Phdt trién kinh doanh/ Mdc dé tuong tdc gitia thucng hiéu véi nganh hang

. New Product or Service Development

Phat trién san phdm hodc dich vu mdi

. |IT/Engineering

IT/ Ky su
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LAY KHACH
HANG LAM
TRUNG TAM

TIEN BO
TRONG KINH
DOANH

TONG QUAN VE TRAI NGHIEM KHACH HANG (CX)

TRAI NGHIEM

KHACH HANG
(CX)

H#ODOOROADSHOW?2023

TRAI NGHIEM
NHAN VIEN

VAN HANH
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TONG QUAN VE TRAI NGHIEM KHACH HANG (CX)

® ¢
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RISING CUSTOMER OMNICHANNEL
EXPECTATIONS COMPLEXITY

Vot xa ky vong khach hang Suw phtre tap da kénh

©® o

Hién dién 24/7 Phan héi nhanh chéng
www.on.net.vn © 2007-2023, Al Consulting or its affiliates




/‘ CHIEN LUGC CX CHO CAC DOANH NGHIEP #ODOOROADSHOW?2023
EMPLOYEE Clients do not come first. N
EXPERIENCE Employees come first.

(EX) [f you take care of your

employees, they will take'
care of the clients. o

- Richard Branson

Khach hang khong phai wu tién hang dau. Nhan vién méi la wu tién ,
hang dau. Néu ban chdm séc tot nhén vién cta ban, ho sé chdm séc tot
cho khach hang cua ban.
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CHIEN LUQC CX CHO CAC DOANH NGHIEP

Willing
San sang

Able

Nhan vién Khach hang Két qua Co ndng luc

gan két gan ket kinh doanh

Empower

Dudc trao quyén
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. People love you

Moi ngudi yéu quy doanh nghiép cua ban

. Want to stay

Muébn & lai va gén bo

GREAT I

. NnNnovate
EMP LOYE E D6i moi séng tao
EXPERIENCES . Flex

Thé hién ra bén ngoai
Trai nghiém nhan vién tét

. Deliver great Customer Experience

Mang toi mét trai nghiém khach hang tuyét voi
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CHIEN LUGQC CX CHO CAC DOANH NGHIEP

BY AHT TECH JSC

WHAT MAKE TUCHU AUToNoMY
A GREAT
EMPLOYEE
EXPERIENCE
(EX)

KET NOI (eNNe(TIoN

Diéu gi tao nén mobt
trai nghiém nhdan
VIEN tuyét voi

MAGIC-CA THACH (yALLENGE
THUC
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If you look after your staff,
they'll look after your customers.

[t's that simple.

Néu ban chdm soc nhdn vién cua
minh thi nhan vién s€ cham soc
khdach hang cua ban. Moi chuyén
don gidn vay thaoi.

- Richard Branson
AZ QUOTES
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TO VALUE YOUR CUSTOMER, YOU NEED
TO SPEND SOME TIME UNDERSTANDING
THE INTERACTIONS THEY HAVE WITH
YOU, VIEWING YOUR SERVICE THROUGH
THEIR EYES, AND DESIGNING IN SUCH A
WAY THAT CUSTOMERS RECEIVE
CONSISTENT EXPERIENCES OVER TIME
THAT THEY CONSIDER VALUABLE

OSLO SCHOOL OF ARCHITECTURE & DESIGN

Dé khai thac khach hang, ban cadn danh thdi
gian tim hiéu vé su tucng tac gita khach hang
va doanh nghiép, dat minh vao vi tri cua khdch
dé co cai nhin khach quan vé dich vu va thiét
ké moét trdai nghiém théng nhdat qua thdi gian
dé ho nhdn ra dugc gia tri ma ban dang cung
cap.
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. Empathise

Pbéng cam
. Define
Understand, reednn
Empathise & - 1de o
Define . Prototype

.. R \ Xac dinh nguyén mau
Hieu, dong cam &

xdc dinh ré . Jest
Thtr nghiém
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CHIEN LUGC CX CHO CAC DOANH NGHIEP

. Method of Segmentation
Phuwong phap phan khuc

. Rank and Prioritize

CUStO mer . Phan loai va xép hang the tw wu tién
Segmentation &
Personas . Build personas of
strategically important
Phén khic khdch hang & Xay dung yé'l;I to chan dung khach hang
. quan trong vé mat chién lwoc
Chan dung

. Customer types/groups

Phén loai thanh cac nhém, kiéu khach hang
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CHIEN LUGC CX CHO CAC DOANH NGHIEP

Customer Persona - Chan dung khach hang

i
!
)

NAME:
Sally McMahon

AGE: =2
UVES IN:

S ibberoen, Co Covk

MARITAL STATUS:
Mamad Jcndden aged 12 a3 %

OCCUPATION:
Small Eraft DLsINg I8 Owids

INDUSTRY:
Conuumas Goods {hon Pood)
Hanamade 5080

Haking, community evants
and hanamade crans

Show, nethcwent
DURBaICralic B ySiamiE

UFECYCLE STAGE: enbe

PRODUCTS &
OPPORTUNITIES:
BACCOd0 Licence and images
BLaNNNG Viieo Tutonas

PRIORITY: Madium 2

Hah volome , Cow value

THE SOAP

BUSINESS TYPE
Micro Caft San-uo

TURNOD

SEly 152 ang & mETIES Moer of
2 creiden n 2010 Mver tadng
redundancy fom s focsl
oharmacetical plart Saly deddec
12 60T U0 her Owrn Dusnesd
soacisheng in making nandmade,
ohemE s rae soept sutatde for
e LU

Laly tated out amal intaly
OACING & Mg Of SOA0H In Ner
own ame Alter § yoars udding Lo
The busnes s=img St locs! ey
marioets and cralt Iars and witn a
rumbar of Ocal $Nook stocking har
soaps. Sally got ner first order friom
& DI brand supera ket multiple.

I arder 10 "ol the suoerna kst
ordiar and get her Ceoducts Rsted
4l newiedd 1o Uit e et
packaging 0 mouoe a GS1 batodoe
numbes sl won il anigusdy ety
e prechucts glotslly. At 50

€S0 cs

MAKER

VER: SITE:

15 geocs

[ cONCERNS:

SSy S e Sy CONCM NS are
Frachings = ciefl lonal < ockdsts for
ety peoducts, Bolh in Irdana
A0 Ovev iR Al MANCanng
CrO0LCt QuaLty RNT DaANCING
CASP-FICW & DRt 8 rovenuet
N OUE-gOngt 0N T
matenals and rannoft

>
NEEDS:

* 24 hour sall 4ecvice onkne

SEDNCATMN prOCeAs

fadl lumatound, & comuilete

e >

o RN weed pales off o
tecnnical inforvation

PAY MENT METHOD:

LIRS SAly'S ;OLrnay With G512

Credit Cam

NAME:
Tony Murphy

AGE: ¢&

UVES IN:
Ritlcrgan, Co. Dusdn

MARITAL STATUS:
Mamed Scnildeen agod 1715
a9

OCCUPATION:
T Mg

INDUSTRY:
FOOd I Géve age

Cyclingand TV Drara

Senss

Soorty O sipnet fools and
F GAAHELS Nt GONT Work
UFECYCLE STAGE: Matus

PRODUCTS &
OPPORTUNITIES:

£D1 Locabhon Numberns, Symbol
Verilication, In-comgany Trainng,
Data Sy xironnaton

PRIORITY: hign ¢

TONY

THE IT MANAGER

BUSINESS TYPE

Ge vy Distrtor

Tonw i3 40, marnad win 3 children.
Orignally from Tioperaty. oy hat Ivedin
DUbEA SINCE NE sarly DaanTAL Ha't Deen
with his Curran empioye for ovar 10 years

As the IT rmanages of an eslablsbed treh
grocery dinkitsize m Wed Dunling Tony
MANMRM & number Of Cross-Tunctional
teami, soacaiting In lasge IT and
nfrAsYLCTURS SrOMCE (warenouse g
MeeNLOry MArEQETEN D ALOMMON],
The et gemnoct s lodiing st how Lo
migrowe daka guakty sight thmughoot e
wrganisation. Ths imsalves boeng #
harcnde gualily wd San rales in thes
warehoss Lo ansuning that prodkect
speni hoal:on e iy 30 ool e ang
acciraie Tony IS S50 e 2 igating "ow
MW S5 SyNCHrOMEILON ServICes e
A0l DN G COMOANIAL LNAM roduct Sate
SRCUMNCEy Wi miall customrs ina
ianlarcised way

Tony 18 nleresded i losrring stoct how
GEY Staneeds Can hela suonor theus
tofgons which will cut Susinese cotts and
deiver afficancy. Tony & detided 1o
SAMTCIpate o tne GAL Dagaral Dats Qualry
COMMAES 10 ansure Na 4 L Ina fovefront

| conceans:

Succasaiul On-Tens Osi very

| Of IT progects) Bansiarming
Dusness proopsses 10

| be more aulomsted, monse
afficaent ana o detver cost
SavinQl. Kdan 1D KD LD
WITH Indystry

| Sveicomens

(NEEDS:

|
| PAYMENT METHOD:

W BN ETOW Niw MR
S6C0 ICANCIGges and
how thay will impacs the
FMCG sector

astadled, ochica
miformation and cone
Sumes

0 nderstand the
DIR3a PACTUNS, TAKES &
ONQes L vhinw

NAME:
Regina Carroll

AGE: 16
LIVES IN:

Bwra Co Salway

MARITAL STATUS:
Sl (0 2 20g e relatonshp

OCCUPATION:
Raguiatony Affairs Mansger

INDUSTRY:
Modical Device Manulectu e

Trathalons, Péates acd
Couerg
Disorgarssa non, 3mbigulty
ad conflenng
requirements

UFECYCLE STAGE: Fmurgng

PRODUCTS &
OPPORTUNITIES:
Bartonis Licsncss, Teaning &
Canguasncy, Barcoss
Varification, Wasinens

PRIORITY: 1ign =«

REGINA
THE REGU

LATORY

AFFAIRS MANAGER

BUSINESS TYPE:

TURNOVER:

Mecical Devies a5 mlion S employnes
Manuratturer

- A TAL T NN ETIISTY MG ETARL | ] ACTE
dSMMason 10 tnng "y Lo

SELLVE -’

Regina 15 38 and Ives in Gl way
W e parinee e has
WONES 83 1ha Ragulaory Afars
MENRGET 1O & ICCH madt el
Gevice MmAnEacIUM T IOF £ yaart
RegINa 1 Curmant role Mwolvas
AT Sar DODAUM ON & Cross
funclional tsam including T and
D8 Cagng e inds. The taam
18 506000 10 IMSeMant CRAQeE
Lo the laoeling and cacksing
Procins i cOmply wath owly

i raddoced and upeorrkng 1
and US raguiations.

Whie atzonding arecent
MESHA Sevcs confesnie
iging B 5 prosant atany
about GEI Standants for
Dascode structures To leam
Mo S0ut how G541 mignt o
ADI 10 A2t WP the Suront
POt LeQina Nat contacted
G510 organse & Y4\ Say In-
CoOMpPany traning Couse for hes
1 sy

" CONCERNS: -

SOTIN § ConcemE fiat and o mon
Ay TO ereiar o That [ mwscdic o
dowios roducts peoduced Dy her
Spiower et S o 2o
redpriatony A quelly reauremenls
The US s ong of thay most

MO IA MAkete, The curmmt
S0 Gt L Lpcate their CACAgING 1O
maat new UL FDA requiremants for
e L Calion ranDers and Dercode
EyMOoE (1L of tantamaunt

MECrLan s |

\ J

' 4
| NEEDS:

* Paactcal tachncal advice ina
Toremud ety M0 shuwe wilth
coleagu v

v In-comaany, personalsed
sy

. AZsALanCe with spesificston
ANC syt moaficatidng

PAYMENT METHOD:
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NAME:
Frank Smyth
AGE: 52

UVES IN:
Matzhide, To Dublin

MARITAL STATUS:
Mamred. I chidran adas 25 ana 2

OCCUPATION:
LOQINUCE & =roCuiament MAnads

INDUSTRY:

v athcare

h 2000ing, GAA

Incompetence and lacx of

’ ress o ity

3

LIFECYCLE STAGE: Froewpng

PRODUCTS &
OPPORTUNITIES:

ocaton Nomtss s, Dala
Sy NCREONIS M Ion

PRIORITY: Medium 3

o wOkarme, Mocken walbon

FRANK THE LOGISTICS &
PROCUREMENT MANAGER

BUSINESS TYPE:

PuDic rosotal €350 mibon

TURNOVER:

SI7E:

1500 amoioyess

Frank w52 and bvos in Mgadae, Co
Dubthn with it wife and two grown
chilgen Fank s avelamnanof the
NexNCEra NAUSTTY &nd 8 Seedly

comum et o the Subiin hoant ol wher
he has worbed foe e Gt 20 yoars. Mo &
PR snal e A0out iy res ool 8 s sl
SOeNS 10 Conctantly improve the delivery
of Ca%8 10 RaDants. Frank Lavat a g
PlCts wiow, DO B the iUk

MO Mant of QOOSE ANS ey Kot
Theougn the nospdal, from ourchass 1o
CONSMEION and Mow that peocess oan
De rancformed hvough ghonad
stendardy and lechinology

Frank and nis taam 8 Curfantly
MENADYD & SuDTARIAl DofacT 1o

It rosuce workd-class |CT syZtems v the
hoAce I, Lo onsure patenl sadody &
maximised ot of tires Xey nitistives
VOIS L0 N EALION Aaned Canglcsd
Instrument [dant ficstion, pduct
tscEsbiity. regdatory compance and
eftabliiehing Liectroni FPalant Recorce
AL e NORDItAM DR GINE 1S poumey of G
Stancerts enpiomentyton, Frack wil
woth with G351 1o detver aducatonad

Do frigs and & communicat
Progeainioe Lo vf o b alale heridors

| CONCERNS:

Cost control and
MATGQSME L.

A iomation. Nationa
amaues Al

ACOURALAy 1 AISITON 10

st A Managemen!
Batenl salely sl and
oo en0 | L5 ey by
tacsandity. automanon, (1
Thedit and conmrais

SHoient poCceises Natlona

DROJramMas SUCh &I
nSsunes aceatdity
\

NEEDS:

*  ALCount manager wiin
detadet e anidng
of wo cific neads of
Pl heaen sector

= Pelorence matecal anc

ot v dere

» Face i Ixxe meebngs,

ectucuional ewents and

Tim"WNg s cns

0 diam wolume, Mediu valie e e ol e reie sty | 2O+ FFY or Crwcitt Caed Medium volume_ Hgh vate o1 SDOLL Lhe Denstith A% SrRcUsl e of
W Sewlopinents (0 the intustsy L 3 E ) D3 EOAIS. SEAAEND 8E TANMGING PAYMENT METHOD:
= product data EFT or Crpolt Cand
DEMANDS AND EXPECTATIONS: DEMANDS AND EXPECTATIONS: \
PR —— VI SR80S Nasdec: Prics Sensitvey; Sarvice SoaEd Nesdsd n DEMANDS AND EXPECTATIONS: DEMANDS AND EXPECTATIONS:
- sl 1N : e : s = 4 Prica '«m"-_'l':-‘ — R ’ Price Sonsitviy: Sarvice Speed Neaded:
sl 0 My Phiess it Amaasinipne of GE1 Lowvel of Hedp 2 Awaronass of 51 pree— o — » . Mo 3 Lew2
L T rewr [ 1 ez il ] Lovat OF Hlgs Recedrec Awaroneus of 051 Laswtsl of Hedo heguired Awir enets of G2
g e apes | w3
0. 'S ] | e |
UIFE ONLINE TARGET CHANNELS: LIFE ONLINE: TARGET CHANNELS LIFE ONLINE: - TARGET CHANNELS: LIEE ONLINE: TARGET CHANNELS:
o -
?ﬂ',"..f:f‘“ DEVICES OWNED: . cg:m‘rm SKILLS: DEVICES OWNED: | D E Q’ m f:‘t::wmn sSKus: DEVICES OWNED: = I I m COMPUTER SKILLS! DEVICES OWNED: I u e
SOCAL MEDIA: 5’ n X SOCIAL MEOIA: S Mo S ———— -
WEB USE: Monday - Friciy - WEB UsK: . - Y Cocnoie Lrm e wWEa Use: Srimarly peesonal wse. Conlributes Fat Wb e . o ~ ) - \
Hegh » Daty € Momings & aftermnons AW e Feantoes Mo e Oty € PREPERRED & (;7 Moh 10 COMBany wenske ana Tyt ._\"!.. l_~!,l WES UsE: Batc orafiie 04 Lnyedin, { ) o Evants
® CONTACT METHODS: L ‘ @ accrrit. Dotaied peofile on - o “wckm W Jy's _—
E-COMMERCE PREFERRED SOCIAL MEDIA: ’h P INTERMET: Likedin o (-' INTERNET: :‘::,",L"',‘,'.’mm g 3
o 4 < r 'n | Consst ¢ &=
WERSITE: COMTACT METHODS e Fasic profile on Linked!n (\_’,, \\E_ﬁ/, atiocka Ty m’:‘a;‘n"" thmughod PREFERRED CONTACT METHODS: - - Faes Yo it ver T wemal Dt & wensk Cread e
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. Problem Statement

Xac dinh van dé

. Empathy Map

So db thdu cam

Customer

Journey . Journey Map
So db6 hanh trinh

Workshop

. Stop, Start, Continue

Tam dcrng, Bat dau va Tiép tuc

. Priorities

Xép hang wu tién

Workshop hanh trinh
khach hang
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Empathy Map - Ban do6 Thau cam

* Insights duwoc tim ra bang cach phéng
Key ; nSIghtS vin dé tim hiéu vé trai nghiém ciia ai
do voi tw cach nguoi dung. Nhirng
Insights discovered from our insights nay sé la tw liéu dé phuc vu

Gmpathy intorview. These insignts cho viéc thiét ké dw an sau nay.
led our project design inquiry

"a.' Sees Value in Giving Back e Thday dworc gia tri cua viéc nhan lai

[E6 Needs Engaging Storytelling e Can mét phwong phédp ké chuyén gan két

& Feels Business is Unseen e Cam thay khéng phai vi muc dich kinh

doanh
Has Limited Resources e S& hitu nguén lwc giéi han
Skills Spread Too Thin e Khéng cé nhiéu ky nang
Networks on Small Scale e Mbi quan hé han hep
< Wants to Nurture Compatible e C6 nhu cdu nuéi dwéng méi quan hé
U nderstandlng: Empathy Process Customer Relations khdch hang twong thich

Hiéu ré: Quy trinh Th4u cam

www.on.net.vn © 2007-2023, Al Consulting or its affiliates
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EMPATHY MAP: STEPPING INTO YOUR
PERSONA’S WORK SHOES...

So db thdu cadm: D&t minh vao vi tri céng viéc cla ngudi dung

#

-

-

L &

‘} AR
i T
3=

e
.

What does Tony hear and see (influences and environment)? What does Tony say and do? ’?:
i

Desire to improve things Nervous of change, fear of upsetting the status quo Lack of budget
Wants to succeed - ambitious Wants reassurance decisions are sound Competent, Professional
Confident, in control, capable, eager to prove his ability Financial capabilities & limitations

Conflict: Over positive, diplomatic, hides issues externally Frustrated by lack of progress

Where does he share his voice?

Irish exporters Supply Chain Workgroup

Targets, budgets, KPIs

Competitor & market
trends

LinkedIn, Trade magazines,
Conferences

Time Poor so info needs to
be very clear — reactive ‘issue
de jour’

What's hot & what’s not

Prior experience matters
(of solution provided)

Outlook — short to
medium term

Influenced by top
management/internal
business customers

Chamber of Commerce, GAA, local communities,
Membership orgs (IEA, IBEC, ICS etc

Peers, Family, Media,
News, Travel (Personal)

Managing risk

Leading edge project/technology Patient safety, consumer The perfect order Work/life balance Feeling of completion
Nightmare, system failures Promotion, better job Pressure — get the job done

Happy customers/patients Minimising firefighting Time — competing priorities, budget

www.on.net.vn © 2007-2023, Al Consulting or its affiliates

Successful project Keep the boss happy, stay on budget, achieve

goals, smooth running of business
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. Plan & Categorise

EXPERIMENT & o T
BUILD . CRM7/&ntacts/Lists /
PROTOTYPES CRM( Théng tin lién hé/ Danh sach
USING A Leads

SOFTWARE R
MARKETING N

TOOL . Journeys & Pipelines

> R N Hanh trinh KH & Pipelines
Thu nghiém va xay dung

prototypes bang cdc céng
cu marketing
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. Feedback
Phén hoi
REFLECT & . Close the loop
ITERATE

Ny s . Két thuc vong Ig
Phan anh va Idp lai ucvong lap

« Qutcomes & benefits
Két quad va Igi ich
« Further iterations

Cdc vong ldp tiép theo
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There are only two sources of
competitive advantage: the ability
o to learn more about our customers
" faster than the competition and the

\ ability to turn that learning into
/ action faster than the competition.

b
AL

)

Chi c6 hai nguén luc loi thé canh tranh: khd ndng thau hiéu khach hang nhanh hon doi thu
va kha nang dwa nhirng hiéu biét do roi hanh déng nhanh hon doéi tha.

' .
~ 8 .
i m

— Jack (|)elch —

-
_l

AZ QUOTES

A\ /
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O Pain points

CRM

51 DU liéu khach hang rdi rac; quan ly thu
cbng > thudc s8 hliu cda Sales > doanh nghiép
khéng kiém soat dugc
5.2 Chua c6 hé théng quan ly kénh giao tiép va
CSKH hiéu qua

Tiép nhan don hang
1.1 Chua cé web/app cho khach dat hang
1.2 Nhiéu kénh nhan don > thong tin rdi
rac > dé sét don hang

Poi chiéu va thanh toan

41 Phiéu thu va phiéu chi quan ly thu
cdng; tong hop doéi chi€éu cudi thang
4.2 Ké todn ndi bd quan ly thd cong &
excel > dU liéu khéng déng bod realtime

XU ly don hang
21 Théng tin don hang quan ly thu
cbng, trao dbéi qua Zalo > sai soét
2.2 Chua c6 hé théng tinh toan vé lead
time giao hang dé ho trg Saless khi |én

donhang . -
2.3 Chua c6 hé théng hoé ho trg ghép Tracklng don hang
dan, ghép hang theo xe - theo tuyén 3.1 Theo dbi song song 8 GPS > khdéng chu
) ) dong theo dbéi dugc trang thai don hang
Nhiing van dé chua uu tién 32 Khach hang bi déng; chua cé kénh

théng bdo cho khach vé 16 trinh don hang
3.3 Bon hang thanh céng > chua cé kénh
théng bao hoac luu lai chung tu giao hang

1. Qudn ly nhdn su: tinh lucng, thudng
2. Quan ly tai san/thiét bi: Khdu hao tai
san, Ién lich bdo tri bdo duéng xe.
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Tiép nhan don hang
1.1 Trién khai website va app mobile cho
phép khach hang login va khdi tao don
hang
1.2 Quy udc toan bd don hang (dong bd tu
web/app) va tu tao thi cdng déu déng bd
vé CRM (Odoo)

XU ly don hang
2.1 Cho phép cdu hinh san trén hé théng
cic tuyén dusng > Khi Saless |én dgn
hang sé cé théng tin du kién vé thdi
gian van chuyén + cudc 2.2
Tai man hinh cho diéu phoi; cho phép
tick chon nhiéu don va ghép theo xe
giao hang
2.3 SU dung May tinh hoac Mobile App
linh hoat moi luc moi ngi (két noi
internet)
2.4Giao dién cho tai xé: thuc hién scan
don hang va xac nhan/chuyén trang thai
daon chi vai vai thao tac

www.on.net.vn

Solution Benefits

H#ODOOROADSHOW?2023

CRM

51 Hé théng quan ly toan dién ca s3 dU liéu
clUa khach hang; quan ly toan bd lich sd tugng
tac; cac giao dich phat sinh va cac théng tin
canthiét

5.2 Quan ly Saless team, Saless Pineline

Poi chiéu va thanh toan

4.1 Quan ly ké toan ndi bd trén Odoo: ghi
nhan doanh thu trén tung don hang; cac
khodan tam Ung cho tai xé > phiéu chi
4.2 K& toan tai chinh/bdo cdo thué: export
dd liéu tu Odoo -> import vao FAST

Tracking don hang

3.1 Tich hgp hé théng GPS vé CRM; tai giao
dién don hang Sales c6 thé kiém tra trang
thai dacn giao hang
3.2 Tich hgp théng bao qua email; qua App
Notification khi don hang chuyén trang
thdi/ don hang giao thanh céong (kém
ching tu) gidup khach hang chu déng tra
clu va theo doi trang thai don cda minh;
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CASE STUDY
Sc do kién truc tong quan
KHACH HANG
‘ - Email/
- App Notification
Khi don hang hoan thanh,
tai x& upload chung tu
, . A . (hinh anh) -> hé théng
Truy cap Khach hang nhan link tracking gifi théng tin cho khach
website/app | |
login tai khoan, TRACKING URL -~ |
check théng tin ' APl [cap nhat trang
don hang thai don hang ->
khach hang nhan
ma van dan
\

Ca Mobile/Web App

CRM Saless Delivery Accounting
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ONNET NGHIEM KHACH HANG (CX) XUAT SAC NHAT?

N/

A
1%

If | had to run a company on three
measures, those measures would be
customer satisfaction, employee
satisfaction and cash flow.

— Jack (|)elch —

AZ QUOTES

Néu phéi van hanh doanh nghiép chi voi 03 thude do, téi sé Iwa chon bao goém: sw hai long cta khach
hang, sw hai long cua nhén vién va dong tién.

www.on.net.vn
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Piéu ma doéi thu khéng bao gid cé thé sao

chep la nhung ma
ban da mang lai cho khach hang cua minh

ANDREW QUACH
CEO, Al CONSULTING
DIRECTOR OF CONSULTING, AHT TECH

THANK YOU
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