TRUNG TAM TRUYEN HINH CAP EG
18 Tran Hung Dao - Hong Bang - Hai Phong
Web: eliteco.com.vn  Tong dai CSKH: 19006818

QUY TRINH TIEP NHAN
VA GIAI QUYET KHIEU NAI CUA KHACH HANG

I. Cac phong ban, don vi va chirc nang nhiém vu:

1. Ban Lanh dao Trung tdm: Chiu trdch nhiém quan ly hoat dong kinh doanh cua Trung
tam Truyén hinh cap EG.

2. Toéng dai Chiam séc khach hang 19006818: Thuc hién tiép nhan yéu cau (bao gom:
dang ky 1ap mai, bao hanh, y kién phan anh) cua khach hang qua tong dai 19006818.
Thoi gian 1am viéc tir 07h00 dén 22h00.

3. Céc chi nhanh Truyeén hinh cép:

+ Bé phdn giao dich tgi chi nhanh: Thyc hién tiép nhan truc tiép yéu cau (bao gom:
dang ky 1ip mai, bao hanh, y kién phan anh) cua khach hang tai diém giao dich.
Thuce hién xt ly théng tin chuyén cho bd phan k§ thuat truc tiép tai chi nhanh.

+ B phan ky thugt tai chi nhanh: Thuc hién lap dat, bao hanh theo yéu cau cua khach
hang.

+ Trwong chi nhanh: Thuc hién quan ly céng viéc chung cua chi nhanh. Tryc tiép xu
ly cac y kién phan anh, khiéu nai (néu cd) caa khach hang tai chi nhanh. Bao cao két
qua cong Viéc tai chi nhanh cho Ban lanh dao Trung tam.
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Hudéng dan thuc hién quy trinh:

Bo phan Tong Dai va Bo phan giao dich tai chi nhanh: Thuc hién tiép nhan yéu cau cua
khach hang qua dau s6 19006818 hoic tryc tiép tai diém giao dich. Nhap noi dung yéu
cau caa khach hang 1én phan mém CSKH-EG, phan b cho chi nhanh quan 1y dia ban.

Chi nhanh quan ly: Tiép nhan yéu ciu trén phan mém CSKH-EG va chuyén théng tin
yéu cau xir ly cho bd phan Ky thuat chi nhanh hoic Trudéng chi nhanh. Truong chi
nhanh s& truc tiép xt 1y cac truong hop khiéu nai caa khach hang (néu c6). Bo phan ky
thuat lién hé khach hang dé xir Iy yéu cau lip dat hoic bao hanh va cap nhat két qua xir
ly 18n phan mém CSKH-EG.

Bo phan Tong Pai cin ctr két qua xur Iy yéu cau cap nhat trén phan mém CSKH-EG dé
thuc hién goi dién chiam soc khach hang, danh gia két qua bao cdo Lanh dao Trung tam.
Lanh dao trung tdm cd thé truy cap phan mém dé kiém tra thong tin khach hang yéu cau
va tinh trang, két qua cong viéc.



