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Ghi cha:
- Ngay cap nhat 15/07/2016
- Téc gia: Nguyén Minh Tri
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I. PHAM VI AP DUNG
Ap dung trong viéc trao d6i théng tin gitra ngudi dung va phong CNTT lién quan dén cac yéu
cau, ho tro c&c sy ¢d, van dé phat sinh lién quan dén hé thong thong tin Saigon Co.op
Ghi nhan va thé hién tinh trang giai quyét cac yéu cau nay trén hé thong.

Il. TRACH NHIEM
Tat ca ngudi dung st dung hé théng thong tin Saigon Co.op thuc hién theo huéng dan nay.

I11.NQI DUNG
Khi c6 yéu cau hd trg, thdng tin sy ¢ CNTT.., ngoai cac kénh giao tiép dién thoai, thu dién
tir.., nguoi dung nén thuc hién qua kénh thong tin sau:
- Dang nhap vao dia chi http://helpdesk.saigonco-op.vn

SAIGON CO.OP HELPDESK SUPPORT

Login

Log In

Mot yet registered?
- Néu nguoi dung chua c¢6 Username:
o Click vao Sign up now

Luu y: Tai liéu hé’thé'ng an toan thong tin tai san cua Saigon Co.op. Khong dwoc phép sao chép dudi bat ky hinh thirc ndo néu
khong dwoc sy chap thudn bang van ban cua Tong Giam Poc hodc Pai dién lanh dao.
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SAIGON CO.OP HELPDESK SUPPORT

Create Account

Please fill out thiz form to receive login credentials.

Create

o bién day du céc thong tin:
= Title : Chic Vu.
=  FirstName: Ho va chtr 16t.
= Lastname: Tén.
=  Email: Bia chi Email.
= Nhan nat Create.
= Check mail dé nhan céc thong tin lién quan vé tai khoan ding nhap.
= Login vao vai username la dia chi mail.
= Mat khau nhan duoc tir mail phan hoi cua trang théng tin
- Sau khi dang nhap thanh cng lan dau tién man hinh sé& thé hién nhu bén duéi:

SAIGON CO.OP HELPDESK SUPPORT

Welcome!
Pl e—clic = fton below to create your first ticket
Create your first ticket

- Nguoi dung click vao nit create your first ticket dé bat dau giri phan hoi.
- Néu nguoi dung di dang nhap nhiéu 1an man hinh s& thé hién nhu bén dudi.

Luu y: Tai liéu hé’thérng an toan thong tin tai san cua Saigon Co.op. Khong dwoc phép sao chép dudi bat ky hinh thirc ndo néu
khong dwoc sy chap thudn bang van ban cua Tong Giam Poc hodc Pai dién lanh dao.
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SAIGON CO.0P HELPDESK SUPPORT ES

6 Ihan vién dang online: Dao Hoang Oanh {oanh-dhi@saigonco-op.com.vn), Ho Vu Phong (phong-hv@saigonco-op.com vn), Le Tuan Linh (inh-@saigonco-op.com.vn), L&W&jﬁ%%@s&@cr:u-
op.com.vn), Nga Huynh Kim Hoa (hoz-nhk@saigonco-op.com.vn), Nguyen Bao Tan (fan-nb@saiqonco-op.com.vn), Nguyen Do Anh Tuzn (tuan-nda@saigonce-op.com.vn), Nguyen Le Bao Khanh
(khanh-nib@saigonce-op.com.vn), Nguyen Minh Tri {tri-nm{@saigonce-op.com.vn), Nguyen Quoc Trung (frung-ng@ssigonco-op.com.vn), Nguyen Thi Hong Dao (dac-nth@saigonco-op.com.vn), Nguyen
Thi Minh Tam (tam-ntm@saigonco-op.com.vm), Nguyen Van Thong (thong-nv@saigonco-op.com.vn), Pham Thanh Lam (lam-pt@saigonco-op.com.vn), Phan Ngac Tuyet (tuyet-pn@saigonco-op.com.vn),
Tran Thi Kim Xuan (xuan-tk@saigonco-op.com.vn), Truong Ngoc Bich (bich-in@ssigonco-op.com.vn), Vu Yu Hau (hau-w{@coopmart vi)

Thé mgi FAQ Giao dién | Logout Nguyen Minh Tri
tited (2) | Open(0) Closad (2)

TICKETE | TEugt | RencTHA | PHUTRACH | HANGBQI | PHONE conTacT | SECTION-BONVI | Tudl v
2014073110000054  Yeu cau hotro - Kinnglicaca  dongthanhcong  NguyenMinh Tri - Helpdesk:1-very-low 1080 Helpdesk 2 iy 5 phit
2014071310000034  Hotro - Dear KTV NguyenMinh - dongthanhcong  Nouyen Minh T Helpdesk::2-ow 13ngdy 1 0 5L..]

- Nguoi dung click vao nit Céc thé = Thé méi dé bat dau tao the dé guri yéu cau dén bo
phan helpdesk:

Logout Nguyen Minh Tri

= Tari:
= Tigu gé:
TVEnBEn | B U S i [ EES=E @ W= Q
Dinhdang - Phdng - Che. - A-I-T, Qs 22

Binh kém: Browse... | Mo file selected.

* Phone Contact:

* Section - Bon vi:

X&c nhan

- Nguoi dung dién céc théng tin can thiét:
o Toi: chuyén yéu cau dén phong ké toan, cac bo phan cia phong cong nghé
thong tin.
o Tiéu dé&: phai ghi rd rang (VD: Khong go duoc tieng Viet).

Luu y: Tai liéu hé,théng an toan thong tin tai san ciia Saigon Co.op. Khong diwoc phép sao chép dudi bt ky hinh thirc ndo néu
khong dwoc sy chap thudn bang van ban cua Tong Giam Poc hodc Pai dién lanh dao.
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Dinh kém: hinh anh hoic file log céc sy cé, ...
Phone Contact; s6 dién thoai lién hé.

Section — Bon vi: phong ban/b6 phan/don vi.

0O O O O

= Tii: Accounting Queue

= Tidu d& |Loidinh khoan

*Vén ban: B I US =:= B BEEEE = d = 4=
Binh dang - Phing Céc.. - A-I- T, Q9 3

Nhi phong K& Ton Kiém tra 13i dinh khodn gidp. Cam on

Binh kém: Browse... | Mo file selected.

% Phone Contact:

* Sedion - Born wi:

¥ac nhan
nang khac

o Cacthé:

e My Tickets: Xem lai tat ca cac yéu cau cua minh.

Thé méi/New Tickets: Tao mot yéu cau mai.
Tim kiém/Search: Tim kiém 1 yéu cau trong qua khir

Chon xéc nhan dé goi thong tin dén bo phan helpdesk.

Ngoai chirc ning tao thé mai dé giri yéu cau cho helpdesk, chuong trinh con mét s6 chuc

Lueu y: Tai liéu hé thong an toan théng tin tdi san ciia Saigon Co.op. Khéng dwgc phép sao chép dwdi bat kp hinh thirc ndo néu

khong duoc sy chcfp thudn bﬁng van ban cua Téng Giam Péc hodc Pai dién lanh dao.
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o FAQ:
e FAQ Explorer: Xem céc thong tin lién quan dén yéu cau.
e Tim kiém céac su c6: Tim kiém céc thong tin lién quan dén yéu cau.

Cacthé - Tuy chon Legeout Mguyen Minh Tri
FAQ Explorer
FAQ
Subcategories Latest created FAQ articles
TEN NHAN XET SUBCATEGORIES FAQ ARTICLES
. . Accounting - en - public (sl - 11.07.2018 10:24
Accounting FAQ for Accounting o 1
A
Backend FAQ for Oracle, MMS o 2 Frontand - en - public (sI} - 04.07 2016 16:41
Barcode FAQ for Barcode 0 2
Frontend FAQ for Customeer, HR, WinDSS, VIPM, Tools, Report.. o 9 Helpdesk - en - public (all) - 0T.05.2016 08:44
Helpdesk FAQ for Helpdesk, IT infrastructure o 13
Latest updated FAQ articles
FAQ Articles
; . . . ; Accounting - en - public (sl - 11.07.2018 10:24
FAGH A TIEEUDE PHAN LOAI NGON NGLF TRANG THAI

No FAQ articles found.
- Frontend - en - public {31l - 04.07.2018 16:41

Frontend - en - public (31l - 20.05.2018 11:09

o Tatca (100...): Tong sb su ¢ trong hé théng.
o Open: Tong s6 su ¢b dang duoc theo doi.
o Close: Téng s6 su cb da giai quyét.

- Click vao Tit ca/All & xem trang thai cia 1 ticket.

SAIGON CO.OP HELPDESK SUPPORT é&
SAIGON CO.0P
didu hanh vién dang online: Das Hoang Canh (canh-dh@saigonce-op.cam.vn), Duang Minh Trung (tung dm@ssigoncs-op.com.vn), Mguyen Anh Quan (quan-na@saigonce-op.com.vn), Mguyen Minh Tri

{tri-nmi@saigonco-op.com.vn), Nguyen Thanh Hoa Binh (binh-nthi@saigonco-op.com.vn), Nguyen Thi Hong Dac {dac-nthi@saigonco-op.com.vn), Mguyen Thi Minh Tam {tam-ntmi@saigonco-op.com.vn), Pham
Minh {phamminh@saigonce-op.com.vn), Pham Thanh Lam {lam-pt@saigence-op.com.vn), Phan Ngec Tuyet ftuyet-pn@saigence-op.com.vn), Te Minh Sen {son-tm@ssigence-op.com.vn)

m FAQ Tuy chen Logout Nguyen Minh Tri

TAtca(25) | M& (D) | Béng (25

TICKETHO: TIEU D& TRANG THAI HANG DO PHOME CONTACT | SECTICN-2OM VI | Tud v
2016071216000281 Loi dinh khoan - Mho kiem tra truong hop loi dinh khoan dong thanh cing  Accounting 1080 vplh 1 ngay 4 gitr 23 phit
2016071116000578  kiem tra dinh khoan - kt dong thanh cing Accounting 1080 vplh 2 ngay 1 gitr 28 phut
2016071116000032  kiem tra dinh khoan - kt dong thanh cng Accounting 1080 vplh 2 ngay & gitr 59 phit
2016070916000377 OKchua - HELP dong thanh céng  Accounting::Oracle 0838360143 Phong IT 4 ngay 0 gitr 34 phit
2016070916000359 Khong Dong TK - HELP dong thanh cing  Accounting::Payab... 0909097447 T SGC 4 ngay 0 gitr 52 phit
2016070916000224  kiem tra dinh khoan - k dong thanh cing  Accounting 1080 vplh 4 ngay 4 gitr 36 phit
2016070716000326  Loi dinh khoan - Gii phang ké toan, Nhiv anh/chi hé tro ki dong thanh céng Accounting 1080 vplh 6 ngay 0 gid 13 phit
2016070716000219 kiem tra - kt dong thanh céng  Accounting::MMS 1080 vplh 6 ngay 1 gitr 15 phat
2016062116000328 ke toan - ke toan dong thanh cing  Helpdesk::3-normal 1080 vp 22 ngay 1 gitr 7 phat

- Pé phan hoi thdng tin
o Double click vao noi dung can phan hoi
o Chon Reply néu c6 nhu cau can phan hoi kip thoi trong thoi gian xir ly

Luu y: Tai liéu hé’thérng an toan thong tin tai san ciia Saigon Co.op. Khong diwoc phép sao chép dudi bat ky hinh thirc ndo néu
khong dwoc sy chap thudn bang van ban cua Tong Giam Poc hodc Pai dién lanh dao.
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Loi dinh khoan a-
IT Nguyen Minh Tri — Loi dinh khoan 0 phit Théng tin
Saigon Co . op Helpdesk Services — Loi dinh khoan 0 phit Ticketho: 2016071316000467
Saigon Co . op Helpdesk Services
f::;: r.-.lhifr-l—'lrvlip‘d e Trang tht mé
Loi dinh khoan Phone Contact: 1080

Section - Bon vi: vplh

Xin chéo IT Nguyen Minh Tri LFu tién: 3 binh thwing

Y&u chu cia ban 33 dwoc hé théng tiép nhan vivi théng tin Hang doi Accounting
S . 2016071316000467

*Tinh trang: mai

* Hang doiThdi gian dw kién: Accounting
*&u cdu clia ban dwec gidi guyét béi: OTRS System Admin

Cam on ban 33 gdi yéu cu.

Lwu ¥, ban khéng cdn tra i mail nay!

Ban d4 viét:

Camon.

Nhir phang K& toan kiém tra I6i dinh khodn giip.

Saigon Co.op Helpdesk Support Team

T Department

Email: services@saigonco-op.com.vn -

Website: http.fw \ff f.cu m.vn

Cee]

IV.CAC THONG TIN CUA TICKET
- Ticket No (S ticket): s ticket c6 cu triic nhu nim-thang-ngay-ma sé dudi.
- Type (Loai):

o

Request (yéu cau): mot yéu cau hd trg. Vi du: tao tai khoan mail, hd tro di doi may
tinh, bd sung béc céo chay chi tiét giao dich MMS, ...

Incident (su ¢6): mot yéu cau hd tro su ¢d. Vi du: may tinh khdng khai dong dugc,
khong ding nhap vao duoc tng dung, 16i khong dinh khoan duoc, ...
Incident::KnowError (su ¢ da duoc biét 15i): mot yéu cau hd tro vé sy ¢b da duoc
biét 15i phat sinh. Vi du: Li phan hé AP, ...

Problem (van d&): mot yéu cau vé van dé gay anh hudng dén hoat dong nhidu ngudi
ding ma chua tim ra nguyén nhan 16i, vi du nhu hé thong bao cao hoat dong khdng
6n dinh mic du da nang cap phan cing, cac batchjob chay khong on dinh, s liéu
khoéng chinh xac, ...

Problem::KnowError (van dé da dugc biét 16i): mot yéu cau vé van dé gay anh
hudng dén hoat dong nhiéu nguoi dung ma da tim ra nguyén nhan 13i.
Problem::PendingRFC: mét yéu cau lién quan dén viéc thay doi, vi du nhu ciu hinh
lai bo dinh tuyén, nang cap phan mém tng dung, thay doi qui trinh vao ra di liéu,

- Tinh trang (State): duoc chia ra nhiéu tinh trang khac nhau:

Luu y: Tai liéu hé’thé'ng an toan thong tin tai san cua Saigon Co.op. Khong dwoc phép sao chép dudi bat ky hinh thirc ndo néu
khong dwoc sy chap thudn bang van ban cua Tong Giam Poc hodc Pai dién lanh dao.
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Open: trang thai mac dinh cia mot ticket méi duoc tao tir new phone ticket, chuyén
toi hang dgi cho cac Helpdesk Agent.

Close successful: két thlic cong viéc giai quyét mot ticket thanh cong, yéu cau duoc
dong lai, va ban khong thé mé lai duoc ticket nay.

Closed unsuccessful: két thic cong viéc giai quyét mot ticket khdng thanh cong,
y&u cau duoc dong lai, va ban khdng thé ma lai dugc ticket nay.

Pending auto close+ : ticket trong trang thai ndy s& tu dong chuyén dén trang théi
“Close sucessfull” néu thoi gian tam dung hét han (thoi gian tam dung: 24 gio).
Thoi gian cua ticket trong trang thai nay van dugc tinh va xem nhu vuot qua thoi
gian xtr ly néu xay ra.

Pending auto close- : ticket trong trang thai nay sé& tu dong chuyén dén trang théi
“Close unsucessfull” néu thoi gian tam dirng hét han. Thoi gian cua ticket trong
trang thai ndy van duoc tinh va xem nhu vuot qué thoi gian xir Iy néu xay ra.
Pending reminder: sau khi thoi gian tam ding hét han, chi nhan cua ticket s& nhan
dugc mot E-mail nhic nho lién quan dén ticket do, néu ticket khong duoc lock thi
théng tin nhac nho nay s& goi dén toan bo Helpdesk Agent 1am viéc trong hang doi,
thdng tin nhac nha nay chi duoc goi trong gio 1am viéc va s& lap lai sau 24h cho
dén khi nao trang thai cua ticket dugc thay doi bai Helpdesk Agent. Thoi gian cua
ticket trong trang thai nay van dugc tinh va xem nhu vuot qué thoi gian xir Iy néu
Xay ra.

- Hang doi (Queue): dugc chia theo ting bo phan xa ly va mic do

©)
©)

O O O O O

o

Hang dgi Raw cho céc yéu cau khac.

Hang doi Helpdesk sé duoc sir dung méc dinh cho Helpdesk Agent va Co s& ha
tang.

Hang dgi Backend s€ duoc stir dung mac dinh cho bo phan MMS va Oracle.

Hang dgi Frontend sé& duoc sir dung mac dinh cho b6 phan Tool va WinDSS.
Hang dgi Barcode sé duoc sir dung mac dinh cho b phan Ma Hang.

Hang doi Accounting s& dugc sir dung mic dinh cho phong Ké Toan.

Cac hang doi phu nhu very high, high, normal, low, very low s€ dugc Helpdesk
Agent phan loai va chuyén dén cac hang doi thich hop.

Hang doi Junk chira cac yéu cau khong dap ng hodc khéng thoa cac diéu kién va
s€ dugc xo6a dinh ky.

- Thoi gian phan hoi (First Responsible Time)

- Thai gian cap nhat (Update Time): Thai gian chd ngudi ding cung cap day du thong tin.
- Thoi gian xir ly (Solution Time): Thoi gian dé bo phan phu tréach xu ly yéu cau.

- Thoi gian xt ly cac hang doi nhu sau:

o

Very low: 113 gio 59 phut

Luu y: Tai liéu hé’thé'ng an toan thong tin tai san cua Saigon Co.op. Khong dwoc phép sao chép dudi bat ky hinh thirc ndo néu
khong dwoc sy chap thudn bang van ban cua Tong Giam Poc hodc Pai dién lanh dao.
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@)
@)
@)

©)

Low: 92 gio 58 phut
Normal: 41 gio 58 phut
High: 24 gio 56 phut
Very high: 20 gio 56 phat

- Thai gian trén chi dugc tinh theo gid 1am viéc tir 8g dén 17h30m tir thir hai dén thir sau
va tir 8h dén 12h ngay thi 7 hang tuan. Bong thoi, khong tinh nhitng ngay nghi I va
ngay tét.

- Luwu y: dbi v6i cac yéu cau gui tryc tiép qua E-mail: helpdesk@saigonco-op.com.vn s&
dugc dua vao hang doi Very low.

V. BIEU MAU AP DUNG VA TAI LIEU LIEN QUAN (khéng co)
VI.LUU PO QUI TRINH XU LY SU CO: tai liéu dinh kém

Luu y: Tai liéu hé’thérng an toan thong tin tai san cua Saigon Co.op. Khong dwoc phép sao chép dudi bat ky hinh thirc ndo néu
khong dwoc sy chap thudn bang van ban cua Tong Giam Poc hodc Pai dién lanh dao.
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