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PHAN A

HU'ONG DAN DANH CHO CBNV SU' DUNG
HE THONG HO TRO'




1. TRUY CAP HE THONG HO TRQ
C0 2 cach truy cap vao hé thong ho tro:

Cach 1: Str dung trinh duyét Web, truy cap dia chi http://portal.baochiembaolong.vn | Chon

ung dung Support System.

(¢ ‘ @® portal.bachiembaolong.vn B A

{7 Bookmarks bar 5 Research Network 3 Zimbra Administratio: [ TONG CONG TY CG |

Choo mUng.

. CelN CeA_C CelV

(o

WEBSITE BAO LONG CORE BAO HIEM CORE KE TOAN CORE HOA DON EMAIL SYSTEM
Webiste Bao Hiém Bao Long Chuong trinh Core Bao Hiém Chuong trinh Core Ké Toan Chuong trinh Core Héa Ban Hé thong webmail Bao Long
N 7 Q CelN
QUI,\N LY VAN BAN SUPPORT SYSTEM CORE CEIN TESTING INTERNET BANKING
scB
Chuong trinh QLVB B3o Long Hé Théng Ha Trg Bao Long Chuong trinh Core Bao Hiém - Website Internet Banking SCB CHUONG TRINH DANG CAP
Testing . 8

NHAT

Dt lam trang chi | Bdng

CHUONG TRINH XEM TOT NHAT TREN TRINH DUYET INTERNET EXPLORER VERSION 7 TRG' LEN - DO PHAN GIAI MAN HINH 1024*768

BAN QUYEN THUGC BAO HIEM BAO LONG (BAOLONG @2015)

Cach 2: Str dung trinh duyét Web, truy cap dia chi http://hotro.bhbl.vn:89

it . .
Béng nhap
BAO LONG

INSURANCGE -»_- =
D5ng hanh Dang chia sé

43¢ Trung tm hé tro Tao hé tro moi [} Kiém tra tinh trang Yéu cdu

Chao mirng dén véi Trung tam h tro

DE ban cé duroc s hd tro tot nhét, chung tdi st dung he théng tao ticket. Méi ticket co mdt ma sb riéng dé ban co thé theo déi qué trinh

x(r Iy va phan héi trre tuyén. Ching téi sé& luu trif dy du lich siF va tit ca cdc yéu cdu hd tro cla ban. Ban can ding dia chi email hop
I& dé glri mét ticket.

Tao ho troe méi Kiém tra tinh trang Yéu cau

e # Xin vui léng cung cap chi tiét thdng tin nhiéu hon 0 4 Chiing téi cung cép lwu tri va lich sir cla tit ca
@& ching téi hé tro ban tét nhat. D& cap nhat hd céc hé trg hién tai va trréc day coa ban da yeu
tror trurdre trurdre, xin vui léng dang nhép. cau voi cac két qua tra loi.

Kiém tra tinh trang Yéu cau

Copyright ® 2016 Bao Long IT Support App - Allrights reserved.
powered by BADLONG

——

3/15



http://portal.baohiembaolong.vn/
http://hotro.bhbl.vn:89/

2. DANG NHAP HE THONG
Budc 1: tir man hinh chinh caa ng dung, Chon “Ping nhap”.

a l BN .
g nhap
BAOLONG', =
Bng hanh Béng chia sé
4% Trung tdm hé tro Tao hé tro mei [=} Kiém tra tinh trang Yéu céu

Chao mirng dén va&i Trung tam hé tro

B4 ban cé duoc s hé tror tét nhét, chang téi sir dung he théng tao ticket. MGi ticket co mat ma s riéng @& ban co thé theo dbi qua trinh
x(F Iy va phan héi trrc tuyén. Ching tai s& lru trif ddy du lich sir va tat ca cdc yéu cdu hd tro cia ban. Ban can dung dia chi email hop

1& dé glri mét ticket.

Tao hé trg méi Kiém tra tinh trang Yéu cau
o 8 £ L
0 < Xin vui long cung cép ch|t|et thong tin nhiéu hon o o Chungt0| cung capluu trifF va lich s clda tat ca
dé ching tai hé tro ban tét nhat. é cap nhat hd cac hd tror hign tai va tnroc day cia ban da yeu
tro trirdic trrdre, xin vui long dang nhép. cdu voi cac két qua tra i

Kiém tra tinh trang Yéu céu

Copyright ® 2016 Bao Leng IT Support App - All rights reserved.

powered by BAOLONG

Budéc 2: Nhap thdng tin & ving 2 (email Bao Long va Mat khau dugc cung cap bai Ban
CNTT) | Click vao nut “Piang nhap”.

o . .
Dang nhdp
BAOLONG'
B&ng hanh Béng chia sé
43¢ Trung tdm ho tror [ Tao hé tro mai [} Kiém tra tinh trang Yéu cau

Dang nhap vao Bao Long IT Support App
Chuing téi khuyén khich cdc ban dang ky tai khodn dé duoc hé tro ddy di nhat.

| = hosc tén dang nhap | T6i la mét nhéan vién — dang nhép tai day

Luen ma dau

GCopyright © 2016 Bdo Long IT Support App - All rights reserved.

powensd by BAD LOKG




3. LAY LAI MAT KHAU ]
Buwéc 1: Truy cap vao man hinh dang nhap, chon chirc nang “Quén mat khau”.

Dang nhdp
BAO LONG -
Bang hanh Béng chia s¢
£ Trung tdm hé tro [.] Tao hé tro mai [ Kiém tra tinh trang Yéu cau
Pang nhdp vao Bao Long IT Support App
Chiing tdi khuyén khich cdc ban dang ky tai khodn dé duoc hé tro ddy di nhat.
Téi la mét nhan vién — dang nhap tai day

Bang nhap |

Quén mét khiu

Copyright @ 2016 Bae Leng IT Support App - All rights reserved.
., BAOLONG

Budéc 2: Nhap tai khoan (la dia chi mail noi b cua Bao Long) | Click vao nut “Giri email”. Thong

tin huéng dan khoi tao lai mat khau s& duoc giri vao email di cung cap.

Béng nhép

BAO LONG =m

4z Trung tdm hd tror [ Tao hd tre méi (= Kiém tra tinh trang Y&u ciu

Quén méat khau

Sir dung tén dang nhap hodc dia chi email & méu phia dwdi va &n nit giri mail dé c6 link lam méi mat khiu droc gir trong tai khoan
email cia ban.

Mhip tén ngwéri ding hoac email dia chi dwdi day

Tén dang nhép:
test@bachiembaoclong.vn

Gri email N

Copyright @ 2016 Bio Long IT Support &pp - All rights reserved.
1y BAOLONG




Bwéc 3: Truy cap hop mail, tim mail hé théng hd tro gui, click vao lién két khai tao lai (reset)
mat khau.

Bao Long IT Support App Truy cép hé trg hé théng STl &2 AN

From: (Hé théng hé trg IT Bdo Long |

To: [jtest@baohiembaolong.\rnj]
Xin chao Kiem,
Ban di giri yéu ciu @it lai mat khau tai hitp://support_bachiembaolong vn-83/support.

néu diy 13 161 hé thong. vui long x0a va b qua email nay. Tai khodn ciia ban vin an toan va khéng ai c6 quyen truy cip. Tai khoin ciia ban khéng bi khoa vi
khiu cua ban khéng thay do1. Co the ai do 43 nhip nham email cia ban.

Bam vio link nay 48 ding nhip tre giop va thay doi mat khiu cia ban.

http://support. bachiembaclong. vo:83/support/ pwreset. phpTtoken=UReJilz3CET QoEvVT Ll AcKTE VmbmIOUKZ 81UgcoiBysrlg

hé thong ho tro

Bao Long IT Support App

Bwéc 4: Nhap lai dia chi mail truy cap vao hé théng hd trg can cap mat khau | Click vao “Login”.

BAO LONG Bang nhap

=)= |

Béng hank Bang chia sé

£ Trung tdm ha tro [ Tao hé tro méi [} Kiém tra tinh trang Yéu cau

Quén mat khau

Nhép tén truy cédp hodc dia chi email trong mau dudi day va dn Bang nhéap dé truy cép tai khoan cla ban va lam méi Mat khiu.

Mhép lai tén ngwéri diing hodc email cla ban

Tén dang nhap:

| test@baohiembaoclong.vn| | |

' A

Copyright @ 2016 Bao Long IT Support App - All rights reserved.
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Buéc 5: Nhap lai thdng tin mat khau & vang 7 | Click vao “Update”.

43¢ Trung tam ho tro |3 Tao hé tro m&i || Lénh (1)

| ., Bt budc thay ddi mat khiu dé tiép tuc

Quan ly théng tin ca nhan cua ban

S(r dung bidu mau bén dudi dé cap nhat théng tin ching toi & glri vao tai khedn cla ban

Thong tin lién hé

Dia chi email: test@baohiembaolong.vn *

Ho va tén: Kiém tra hé thdng )

S dién thoai: || Sé may lé:

Wu tién

Wi gidy: GMT 7.0 - Bangkok, Hanoi, Jakarta v
Daylight Saving: ¢ Tuén thi viéc lwu daylight (Thot gian hién tai: 29/09/2016 5:12 am)
Ngén ng¥ wru tién: — S dung trinh duyét wu tién — v

Chirng nhan quyén truy nhap

Mat khau mei 0

Xac nhan Mat khau Mai

° Update || Reset || Cancel




4, TAOMOT YEU CAU HO TRQ (TICKET)

Buéc 1: Ding nhap vao hé thong (theo céc hudng dan trén). )
Buwoc 2: Hé thong tu chuyen sang giao dién tao ho trg, nhap théng tin ho tro

BAO LONG ™, SUPPO EF!;GE Eﬂ!ﬁgﬁ

2% Trung tdm hé froe D Tao hé trie mii

test | Théng tin ca nhan | Lénh (0) - Bing xuat
S vy

[_| L&nh (0)

Tao hb tro' moi

Hay dién vao bang dwdi day dé md 1énh mai.

Chon chinh xac chi dé can hé

tro. Chai dé nay sé lién quan dén

Chi dé Tro gidp: [— Chon mat chi dé tro gitip —

Ban nghiép vu nhan yéu cau.

Email:
Khach hang:

testi@baohiembaolong.vn
test

Thong tin chi tiét Ticket
Hay md ta v /an dé ctia ban

Tém tat van dé:

Chi tiét van dé:

<« 1 B I u T = =

] Eﬂ—- - i

MGi dung chi tiét van dé can hé

Nhap ndi dung chinh yéu cau hd trg.

Click chugt chon file dinh kém, ¢6 thé chon
nhiéu file, méi file téi da 2MB, chi chip

® Nhap files tai day hoac chon files

| Gai di |

nhan cac dinh dang: .doc, .pdf, .jpg, .jpeg,
.gif, .png, .xls, .docx, .xlsx, .txt, .rar

lam mdi || Hiy bd |

Nhan “Géi di” sau khi nhap di

thong tin can thiét.




5. QUAN LY DANH SACH YEU CAU

Buwéc 1: Pang nhap vao hé thdng (theo cac hudng dan trén). ‘
Budc 2: Chon chiic nang “Lé&nh” trén thanh Menu dé xem danh séch cac yéu cau, tinh trang

(Mé/Dong) va thong tin phan hdi.

test| Théng tin ca nhan) Lénh (1)} Dang xuat

BAO LONG - \SUPPORT CENTER -
Support Ticket System
Bdng hdnh DAng chig ]
£ Trung tam hd tro [ Tao hd trg mdi [C| L&nh (1) on dé qus da

Lénh
M (1) ¥ [ Bi o Lam mdi

Hién thi 1 -1 cla 1 M& Tickets

Ticket # Tao ngay Tinh trang Tidu dé Phong ban

Tl 649128 121102016 M Khéng biétnhap phan mém & Ban QL Nghiép Vu

Xe & Con ...
Trang: [1]

Danh sach cac yéu cau caa user va thong tin lién

quan. Click chudt vao cac yéu cau dé xem chi tiét.




PHAN B
HUONG DAN DANH CHO CBNV THUC HIEN HO TRO
(CBNV CAC BAN NGHIEP VU)




1. XAC NHAN TAI KHOAN VA TAO MAT KHAU
Khi tai khoan caa 1 nhan sy quan Iy hd trg dugc tao, mot mail kich hoat s& duoc gai truc tiép
vao hop mail cua nhan su nay.
Buwdéc 1: Dang nhap hop mail, click vao lién két kich hoat.

From: Bao Long Support System canh bao [mailto:alert@bachiembaclong.vn]
Sent: Thi¥ N3m, Thang Mudi 27, 2016 1:41 PM

To:

Subject: Chao mirng téi hé théng hd tro cla Bao Long Suppart System

X¥in chao

Chung t6i d3 tao cho ban mét tai khoan tai hitp://hotro.bhbl.vn:29/support.
Vui long truy cap link bén dudi dé xdc nhin tai khoan va truy cap vao hé théng hd tro cia ban.

ttp://hotro.bhbl.vn:83/support/scp/pwreset.php ?token=Zfv2D8kAdXaiBquRY4FopvcTZsySWI92alKjlgtl6bQazszh <http://hotro.bhbl.vn:8<

token:quEDSkAaniBguR‘MFogucﬁsgswmzaII(!IgtIﬁbD,azszh} Hé théing hd tro Bao Long Support System

Duuu c.INliap vavu ula vl rnarr va iriatl, Vitbn vav 1iut - ugiu .

BAO LONG , SUPPORT CENTER

Support Ticket System

Ddng Rdnlk OO

Please enter your username or email

phong_pnt@bachiembaolong.vn

| Login |

Buéc 3: Thiét lap thong tin ca nhan, luu ¥ quan trong la mat khau va ngdn ngit sir dung, click

“Save Changes”.




it~

Bﬁﬂ LUHEL‘\, SUPPDRT CENTER Welcome, Lé. | Agent Fanel | My Preferences | Log Out
T INSURENCE = " SUpPOrT Ticket System

Bdng Adah Dog chur ae

Dashboard Users Tickets Knowledgebase
3] Dashboard 8% Agent Directory B My Profile

| @@ Hi Lé - You must change your password fo confinue! |

My Account Profile

Account Information

Confact information

Username: nam

First Name: [ <] =

Last Name: | | "

Email Address: [ | =

Phone Mumber: | | Ext| |

Maobile Mumber: | |

Preferences: Frofile preferences and seffings.

Time Zone: [ GMT 7.0 - Bangkok, Hanoi, Jakarts Ch()l’l ngﬁn ngﬁ’ Sﬁ’ du g’
F’reftf.-rred La!'lguage. |— se Ercrw*:.er.F"rEfere.nc:e — V| : Cé thé Ch(_)n tléng Vlét
Daylight Saving: L] observe daylight saving (Current Time:

Maximum Page size: | show 25 records V| peEr page.

Auto Refresh Rate: (Ticketz page refresh rafe in minutes.)

Default Signature: |— Mone — e | (Thiz can be selected when replying fo 2 ticket)

Default Paper Size: Paper zize vzed when printing tickefs to FDF

Show Assigned Tickets: O show sssigned ficketz on open qgueue.

Password: To reset your passwond, ide your current pozaeord and 5 ne

Mew Password:

Confirm Mew Password:

Signature: Optional signature used on cutgoing emails.

Signature iz made availsble sz 5 choice, on ticke! reply

Save Changes lRESEl Changes || Cancel Changes




2. DANG NHAP HE THONG TIEP NHAN VA XU LY HO TRQ
Buéc 1: tir man hinh chinh ctaa ng dung, Chon “Ping nhap”.

BAO Louﬁg I
—
INSURANCE 5 ==
B83ng hanh Béng chiz sé
£ Trung tdm hé tro Tao hd tro moi [=} Kiém tra tinh trang Yéu céu

Chao mtrng dén va&i Trung tam hé tro

B ban cé duoc s hé tror tét nhét, chang téi sir dung he théng tao ticket. MGi ticket co mat ma s riéng @& ban co thé theo déi qua trinh
x(F Iy va phan héi trrc tuyén. Ching tai s& lru trif ddy du lich sir va tat ca cc yéu cdu hd tro cia ban. Ban can dung dia chi email hop

1é dé glri mét ticket.

Tao ho tror moi Kiém tra tinh trang Yéu cau
\0 " Xin vui léng cung cép ch|t|et thdng tin nhiéu hon o ” Chungtm cung cépluu triF va lich sCr cha tét ca
dé ching tai hé tro ban tét nhit. D& cap nhat hd cac hd tror higén tai va tnroc day cia ban da yéu

tro trirdic trrdre, xin vui long dang nhap. cdu véi cac két qua tra i

Kiém tra tinh trang Yéu cau

Copyright ® 2016 Bao Leng IT Support App - All rights reserved.
e 1y B0 LONG

Budc 2: Click vao lién két “ding nhap tai day”.

BAO LONG e
INSURANCE ‘55 =o
B&ng hanh Béng chia sé
43¢ Trung tAm ho tror [.d Tao hé tro mai [} Kiém tra tinh trang Yéu cau

Dang nhap vao Bao Long IT Support App

Chuing téi khuyén khich cdc ban dang ky tai khodn dé duoc hé tro ddy di nhat.

| Tai la mét nhan vién —dang nhap tai day

| Email hoac tén dang nhap

| Mét khdu

| Béng nhdp |

Quén mat khiu

Copyright @ 2016 Bdo Long IT Support App - All rights reserved.

peered 1y BADLONG




Buwdc 3: Nhap thong tin dang nhap, click vao nat “Pang nhap”

BAO LONG -, SUPPORT CENTER

Suppaort Ticket System

Ddng hind Ding chis sd

Yéu cau dang nhap dé xac thuc tai khoan

phong

[l Biang nhap J
BAO LONG -, SUPPORT CENTER Welcome,
Support Ticket S5ystem
Dang hink Dling chia b
Dashboard Users Tickets Knowledgebase

[l Open (1) [ Closed (0) [3» New Ticket

Search [advanced]

< Open Tickets — Showing 1 -1 of 1

Ticket 4 Date 4  Subject %
51649129 | 12/10/2016 4:31 pm | Khéng biét nhip phan mém %

Select: All Mone Toggle

Page: [1] Export

From
test

Thanh. | Admin Panel | My Preferences | Log Out

-
-

Ban quyén @ 2006-2016 B3o Long Support System Tat ca quyén dugc bao Iuu.

Giao dién man hinh ciia nhan vién tiép nhan va xi ly hé tre

™ Change Status | =

Priority$
Trung binh

Assigned To

i Delete

-
-




3. XU’ LY HO TRQ ) N ‘
Buéc 1: tr man hinh xur Iy ho tro (sau khi dang nhép theo hudng dan cua phan trén), chon
“Lénh” | Ttr danh sach yéu cau ho trg bén dudi, click chon yéu cau can xem / tra 1oi.

Chao mirng. Thanh. | Kénh admin | Ouyén wru tién clia tdi | Béang xut

BAO LONG ,SUPPORT CENTER

Support Ticket System
03 oa

bang diéu khién Mgwei ding

(A M& (1) [ Quéhan(1) [ Dadéng(0) [ Lénh moi

Tim kiém [ndng cép]

hirc chung

2 Mo Tickets — Hlén thi 1-1cuai e Thay diitinh trang | = | | & xda
Yéu chus Ngay ¢ Tiands | Tiv 4  Mirc dé wu tién#  Phan céng dén =
7 649129 | 12110/2016 4:31 p Ij Khéng biét nhap phdn mém (2) @ % l test Trung binh

Lwa chon: Titca Khang Chuyén c
Trang: [1] Xudt ra °

Ban quyén @ 2006-2016 Bdo Long Support System T4t cd quyén duoc bio luu.

Budéc 2: nhap cac thong tin lién quan, chon “Ping tai phan hoi”

Pang tai phan hdi | Bang ghi chi ndibd || Chuyén phong ban Chi dinh the

Dén: test <test@baohiembaolong.vn= i
Cong tac vién: Thém ngwrei nhan Chuyén ban khé.C
Phan hoi: Chon mét phan hai frucre

<> 9 Aa = M D BEH o =

Vigt phan héi cla ban & ddy. Sir dung phan héi tnrére tir danh sach tha xudng bén durgi

Noi dung phan hoi

ccjpg 128kB
2

e Chon file dinh kém

Chir ky: ® Khing
[Tinh trang yéu cau: | M& (hién tai) v

KET THUC




