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WHAT IS
Contact Center Al?
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24/7 [ Hoi thoai tu nhién ) [ Cd nhdn héa j . Pé xud ong truy van thong tin ] Khuyén nghi xt ly tinh huéng

[ Trichxudit theng tin | Truy vén théng tin | (56 hoa tri thie cho doanh nghiép | ( Néng cao tréi nghiém cho BTV |
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Transformation Al D ONTACT
Tén trong la thanh céng 'I° I pENTER

Contact center cua ban la trung tam chi phi

hay c6 may tang trwéng? LO TRINH Al CONTACT CENTER




Transformation 01 ‘DIEM KH()’I 'DAU

Tén trong la thanh cdng

Thuc té trung tam chi phi

CAP DO 1: ' Gia tri (%)

IVR BAM PHi’M ‘ 25
TRUYEN THONG ' =Chi s6 van hanh

CAP PO 2:
Kiém tra
SMART IVR s6 du
PIEU HUONG
BANG GIONG NOI

1

KTra soat  Menu

nhanh

2 -

Tdng dai T 15 tir dAna haa TV 18 cnide ani révt FCR (thAn)

Céc chi s6 van hanh trong yéu cla
IVR truyén thong (Cap d6 1 & 2)




Transformation 0 2 BU’ C’)’ C N G O AT

Tén trong la thanh cdng
n Y 4 N
Tw dong hoa dzs

CAP PO 3: CUQC GOQI DUQC CHUYEN BEN TRQ' LY AO CHUYEN BIET

Tra cru sb
duw

CHi SO TAC DONG

Bot tra
cru sO
dw

Ty |é tw ddng hoa 15 - 25%

Ty 1é cude goi rot Giam con 10 — 15%

Tra soat
\

FCR Tang dang ké

Téng dai @

- vién .

Agent

g CONTACT
Al CENTER
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# Khi cac cu0Oc gol de

duoc Bot xw ly, AHT cua

agent TANG LEN.
Pay 1a mét chi so tot.
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Transformation

Tén trong la thanh cdng

: ,
CAP DO 4: W:Teie o'W\ TIEP NHAN CUOC GOI

KHI AGENT BAN, CUPU VAN TRAI NGHIEM

Tra ctru sb .
Bot tra ciru

s6 dw

Tra soat
Bot

tra soat

0,

~ Agent ban

Tbng dai vién

|

, Bot GenAl
tiép nhan cubc goi rot

03

CU NHAY VOT GEN Al

Cach gidi quyét van dé nan ¢

rd




Transformation ‘”’-fi CONTACT
Ton trong Ia thénh cong YA “ENTER

v\l BOT GEN Al TRO THANH BPIEM CHAM PAU TIEN, THAY THE HOAN TOAN IVR

‘. ~— Bot GenAl

Khach hang @

Cac nghiép vu - Agent ban
Khong xt ly dwoc

Bqt GenAl
u tiép nhan

cudc goi rot




Transformation

Tén trong la thanh cdng

CAP DO 6: Bot GenAl — Dwa trén kho tri thirc 1én

¢  BotGenAl

Khach hang J

Knowledge Base

Cac nghiép vu

Khong xt ly dwoc Agent ban

Bqt GenAl
tiep nhan
cudc goi rot

Ty lé tw dong héa

60 — 65%

CAP DO 7: Bot GenAl - Tich hgp v&i Core System
de xtr ly nghiép vu phtrc tap

€&  BotGenAl ) R

Khach hang

v

Cac nghiép vu A
Khéng x& ly dwoc - Agent ban

> 1A ~ P Bot GenAl
Ty lé tw dong hoa ti€p nhan

8 0 % cubc goi rot




Transformation
Tén trong la thanh cdng

,@

TY LE TU DPONG HOA
0%
15 — 25%
15 — 25%
30 — 45%
60 — 65%

>80%+

TAC DPONG TANG TRUONG
Khdng co
Toi wu hda nguon lwe
Gilr chan khach hang
Ban hang chu dong
Chuyén gia tw van

Kénh doanh thu tw dong

& CONTACT

“ENTER




Transformation

Tén trong la thanh cdng

BUOC Pl TIEP THEO
CUA BAN LA GI?

BUOC 1

Xac dinh chinh xac ban
dang & dau trén tam ban
do nay

BUOC 2

Lwa chon buwéc ditieptheo  _ _ _ _ _ _ _ _
phu hop nhat voi muc tiéu
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