TAI LIEU VAN HANH NGHIEP VU 2026

CAMNANG HUGNG DANSUDUNGBOX
CHAT BAYDEP O ing

i Website: baydep.vn
Danh cho Nhan vién Tu van, Cham séc Khach hang & Ban vé Hang khong Ban hanh: Thang 10/2026

@ Muc dich Tai liéu:

Tai liéu nay chuadn hdéa toan bo quy trinh chdm sdéc khach hang qua Box Chat Baydep, quy dinh rd kich ban phan
hoi tu déng cla Trg ly Al, phan ludng khach trong va ngoai gid lam viéc, nguyén tac xir ly mau line hdi thoai,
cach st dung tinh ndng "Xem Live thao tac" va cong cu dich thuat hang khong OTA.

1. QUY DINH GIG LAM VIEC & PHAN CONG CA TRUC

Hé théng Box Chat Baydep hoat déng 24/7 theo 2 khung gi& véi cd ché diéu phéi tu déng:

Khung gid Trang thai Van hanh Cd ché Piéu phéi & Vai tro Nhan vién

08:00 - 23:59 TRONG GIG LAM VIEC + C6 nhan vién truc ca truc tiép tiép nhan chat.

(T4t ca cac ngay) « Khach hang dudc quyén chon Chat véi Al hodc Gap
Nhan vién.
- Nhan vién bt budc phan hdi trong vong 30-60 gidy
khi line bdo dé.
. C6 Céan bd truc ca chinh phu trach tifng ngay (Quyét,
Cudng,...).

00:00 - 07:59 NGOAI GIS LAM VIEC - Nhan vién khéng ngéi truc ca.

(Ca dém & sang s6m) . Trd ly Al tu dong phuc vu 100%: Hb trg tra clu gia

vé, lich bay, hanh ly.

- Khach cé thé dé lai Ho tén + SDT + Email dé ca sang
(8h00) lién hé lai.

+ Khach thanh toan dém van dudgc kich hoat chuéng va
Telegram khan.

2. KICH BAN LGI CHAO & PHAN LUONG TUGNG TAC CUA Al

Ngay khi khach truy cap website Baydep, hé thong sé& tu ddng xac dinh ngdn ngif (Tiéng Viét / Tiéng Anh) va ap
dung kich ban phu hgp:
A. Kich ban Trong gid lam viéc (08:00 — 23:59)
Khach méi vao s& nhan dudc I8i chio lich su kém 2 nat bam Iua chon nhanh:
@ LGOI CHAO MG PAU (TIENG VIET - MAC DINH):

"“Xin chao Anh/Chij, Baydep cé thé giup gi cho minh a? Anh/chi vui 1dng chon nut dudi day dé dugc hd trg nhanh
nhat nhé:"

@@ Chat vgi Al 2 Chat véi Nhan vién

@ LGOI CHAO MG PAU (TIENG ANH - KHACH QUOC TE):
"Hello! Welcome to Baydep. Please choose an option below for the quickest support:"



@@ Chat with Al g Chat with Agent

2. KICH BAN LGI CHAO & PHAN LUONG (TIEP THEO)

B. Dién bién 3 Ludng X{f ly Trong Gi& Lam Viéc

® LUONG 1: Khach bam "& Chat véi Al"

- Trg ly Al gtfi tin nhén x&c nhan s&n sang va huéng dan khach tra citu:

Al PHAN HOI:
"Da em 14 Trg ly Al Baydep. Em da s&n sang hd trg Anh/Chi tra citu chuyén bay, gié vé va diéu kién hanh
ly. Anh/Chj can bay chdng ndo va ngay nao ct’ nhdn em nhé!"

- Line chat trén Dashboard nhan vién hién thi Mau Xanh Dudng (& Chat véi Al). Nhan vién theo ddi ngdm, khéng
can can thiép.

® LUONG 2: Khach bam " 2 Chat véi Nhan vién" (Cd ché Giif chan Théng minh 3 Buéc)
Hé thong tu ddng TAT Al, chuyén ché do sang agent_requested, gén tén Can bd truc ca hém nay (vi du: Quyét /
Cudng) va thuc hién quy trinh gilf chan khach:

BUGC 0 (TUC THI - 0 GIAY): LGl CHAO TIEP NHAN
"Da vang. Anh/Chi dgi chut dé& nhan vién bén em sé trd I5i ngay."

BUGC 1 (SAU 15 GIAY NEU NV CHUA CHAT): L81 GIU CHAN DANH NGHIA CAN BO TRUC CA
"Cam on Anh/Chj da chd dgi. Em Ia [Tén Cén bé truc ca] cua Baydep hd trg cho Anh/Chj ddy a. Em dang
XU ly théng tin ma Anh/chj vira cung cép."

BUGC 2 (SAU 20 GIAY TIEP THEO NEU NV VAN BAN): LGl TRAN AN LAN 2
"Xin 18i d& dé Anh/Chj phai ch& dgi. Em [Tén Can bd truc ca] s&n sang phuc vu anh chj day."

~ Piém cot 16i:
Ngay khi Nhan vién that glfi bat ky tin nhdn phan héi nao,
toan bd cac budc giilf chan tu dong lap tic bi huy bo

, bot dirng vinh vién va nhudng quyén tu van 100% cho nhan vién!

LUONG 3: Khach khéng bam nit ma g6 tin nhan ludn (Bypass Choice)
Hé thong hiéu khach dang can hd trd ngudi that ngay 1ap tic -> Tu déng chuyén thang sang ché do
agent_requested, gin Can bo truc ca va bao Do trén Dashboard dé nhan vién tra 18i cau hoi ctia khach.
C. Kich ban Ngoai gid lam viéc (00:00 — 07:59)
Hé thdng khdng hién thi 2 nit baAm ma gifi thing thong bao lich su ctia Trd Iy Al truc dém 24/7:
@ LGOI CHAO NGOAI GIG (TIENG VIET):
"Da em chao Anh/Chj! Em 13 trg ly Baydep. Hién tai ngoai gi& Iam viéc cia nhan vién tu van, em lubn s&n sang

hé trd Anh/Chj 24/7 kiém tra gia vé, lich bay va thong tin hanh trinh. Anh/Chj can em hd trg chdng nao ci’ nhan
hodc bdm Micro & nhé!"

@ L3I CHAO NGOAI GIJ (TIENG ANH):



"Hello! | am Baydep Al Assistant. Our human agents are currently offline, but | am available 24/7 to help you
search for flights, ticket prices, and travel itineraries. Feel free to send a message or use the microphone €

anytime!"

[ Khach dé lai lién hé ngoai gid:

Khach c6 thé nhan lai Tén, SDT, Email hodc yéu cau dac biét. Hé théng Iuu thanh ghi chu va chuyén sang mau
D4 trén Dashboard ca sang (8h00) dé nhan vién lién hé xir ly ngay dau ngay.

3. QUY TAC MAU SAC HOI THOAI TREN DASHBOARD

C6t danh sach bén trai phan dinh mau vién thé cuc ky chudn xac gilip nhan vién ndm bt uu tién:

Mau theé

@ poORUC

= pO CHGP

O XAM

& LAM

©) VANG

@ XANH

¢ VANG KIM

Tén Trang thai

CAN TRA LGOI GAP

PANG THANH TOAN

Pang chat (Tén NV)

Chat vai Al

Chd khach

Pa xong (Tén NV)

Khach VIP

Y nghia Thuc té
Khach vira guri tin nhan mé&i hodc dang

chd nhan vién phan hoi.

Khach dang diing & trang thanh toan
vé (/payment).

Ddng nghiép dang truc tiép ma line
nay va tu van cho khach.

Khach dang hoi dap tu dong véi Al
Bot.

Khach méi vao web, Al vira chao xong,
khach chua nhan gi.

Nhan vién d3 tu van xong, khach chua
hoi thém cau nao mai.

Khach hang than thiét hodc khach d3
xuat vé thanh cong.

Yéu cau Hanh dong

Bat budc bam vao tra I8i
ngay lap tic! (Muc tiéu <
45 giay)

Uu tién s6 1! Cha déng
nhan hd trg STK, QR ngan
hang dé gitf chd.

Khong vao can thiép dé
tranh gt trung tin gay
phién khach.

Theo d&i ngam, khi khach
can ngudi thi line sé tu ddi
sang Do.

B&m nut Show/An (@)
dAau cot dé thu gon néu
muén tap trung.

Phién da hoan thanh,
chuyén sang chidm séc
khach khac.

Cham séc uu tién dac biét
vé8i thai d6 an can, chu
déo.

4. TINH NANG DOC QUYEN: XEM LIVE THAO TAC (CO-BROWSING)

Tinh n&ng hé trg truc quan manh mé& nhét giip nhan vién déng hanh cuing khach hang:

@ Cach kich hoat:
Trén thanh tiéu dé khung chat, bam truc tiép nit mau tim
‘@ Xem Live®



« Xem man hinh realtime 100%: Ban nhin thay chinh xac trang web khach dang md: ngay bay nao, ching

nao, danh sach chuyén bay cta hang ndo (Vietnam Airlines, Vietjet, Bamboo Airways).
« Xem con tré chudt ctia khach: Nhan biét khach dang do du nut ndo hay dang dién d& 6 nhap liéu nao.
« Chi dudng bang Laser (Laser Pointer): Nhan vién cé thé di chudt hodc cham diém trén man hinh dé
huéng dan: "Anh/Chj bdm véao nut Chon vé mau cam & ddy nhé".
« An toan tuyét doi: Chay ngam trong trinh duyét, khéng doc thdng tin bao mat, khach khéng can cai

UltraViewer [ TeamViewer.

5. HO SO KHACH HANG & QUAN LY CAI BAT (DRAWER)

Bam nut “@ Ho s & Al ¥° trén tiéu dé chat dé md ngin kéo cdng cu chi tiét:

Chifc nang

Tén gdi nhé

SDT & Email

¢ PA xuat vé (VIP)

@ Bat | T4t Al cho phién

PA THANH TOAN

Ban giao cudc goi

Cam thiét bi & WAF

Huéng dan Thao tac & Tac dung

Nhap tén that cia khach (vi du: Anh Tudn HAN-SGN 15/10) thay cho tén mic
dinh "Khach Web..." réi bam Luu.

Luu lai s dién thoai va email clia khach dé hé thdng tu ddng ghi nhé ho sa va
lich stf cac lan bay sau.

Tich chon khi khach hoan tat mua vé -> Thé chuyén sang huy hiéu & VIP, khdng
bi canh bao thanh toan lam phién.

Bam nut & Al dang Bat® dé tat Al khi ban dang tu tay tu van nhirng trudng hop
dac biét can cau chif riéng.

Bam nut nay khi khach da chuyén khoan thanh cdng dé tat chudng bao dong do
nhap nhay.

Chon tén dong nghiép dang online tif danh sach -> Bam Chuyén dé ban giao
toan bd lich st chat cho ban minh.

Chi dung khi gap déi tudng qudy réi/spam: chén ngay 1ap tuc thiét bi va IP qua
tudng Ira Cloudflare WAF.

6. BO CONG CU NHAN TIN DANH CHO NHAN VIEN

Khu vuc soan tin nhdn gém 3 ché dd chuyén biét:

v 1. Tra I6i (Mac dinh)

Nhan tin truc tiép véi khach hang
trén website, Zalo OA hodc Facebook
Messenger.

2 2. Note (NGi bo) @ 3. Al Dich (Khach Tay)

Ghi cht théng tin cho ca sau (nén G6 tiéng Viét -> Tu dich chuén van
vang). Khach hang hoan toan phong hang khéng qudc té (OTA
KHONG nhin thay tin nhan nay! Standard) gifi cho khach ngoai quéc.

« # Nhap biang Giong néi (Voice): Bam vao biéu tusng Micro dé néi, Al tu chuyén giong ndi thanh van
ban tiéng Viét chuan chinh ta, c6 cham phay day du, hodc nhan gitr dé gui tin nhén thoai.
« ) GUitép & anh: Bam biéu tudng Kep gidy dé glii anh mit vé, QR Code chuyén khoan, hudng dan lam

tha tuc check-in.



7. TONG KET: 3 NGUYEN TAC VANG KHI TRUC CA

1. UU TIEN SO 1 CHO KHACH THANH TOAN (= DANG THANH TOAN):
Khach dang & budc cudi cling, chi can tu van sé tai khoan va hd trd xuat vé trong vong 30 gidy 1a ty 1& chét don
thanh céng dat trén 95%!

2. XU LY NHANH THE B0 (@ CAN TRA LOI GAP):
Khong dé khach ddi qué 1 phut trong gid lam viéc. Néu ban xUr ly chéng bay khé, hdy nhdn 1 cau chao truéc dé
chuyén trang thai sang Xam.

3. TAN DUNG "XEM LIVE" VA "Al DICH":

Khi khach khéng ranh may tinh ho3c Ia khach nuéc ngoai, bam
@ Xem Live'

va dung tab

@ Aldich

dé ho tré nhanh gap 3 lan binh thugng!

C&m nang Hudng dan Van hanh Box Chat Baydep 2026 — Luu hanh N&i Ban hanh: 10/2026 | Céng ty Cé phan Baydep Online
b6 (baydep.vn)



