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A. TONG QUAN GIAI PHAP

I. Giéi thiéu tong quan vé hé théng Téng dai Tri tué nhén tao Callbot
1. Gioi thiéu

Giai phap tong dai tri tué nhan tao Callbot 1a mot chuong trinh may tinh vai nén tang
tri théng minh nhan tao, hoat dong tu dong va c6 kha ning giao tiép thong qua kénh
dam thoai. Nguoi dung c6 thé twong tac véi Bot bang cach str dung giong noi dé truy
cap thong tin. Sau do6 Bot sé thuc hién cac giao dich va hoan thanh nhiém vu nguoi
dung giao cho mét céch tu dong.

Dic trung cua Callbot 1 sir dung ddng thoi Speech to Text va Text to Speech cling
VGi cac giai phap khac vé Al va vién thong. Callbot dugc phan chia theo timg linh
vuc (callbot chuyén gia) dé tao do tin cay vé mat xu Ii. Callbot c6 thé cting luc nhan
va xir Ii khdng gisi han sb lugng cac cudc goi ra va vao véi do chinh xac cao va dugc
cai thién lién tuc theo thoi gian.

2. Nén tang cong nghé va méi truong ing dung

Hé diéu hanh trén may chu: Redhat hoiac Ubuntu;

Hé quan tri co s¢ di liéu nghiép vu: MySQL;

Giao thiic giao tiép gitra cac hé thong: Webservice API, gRPC, xmIRPC;

Ngén ngit phét trién Gng dung: Python, Java, Golang, C++, HTML, CSS,
Javascript, ReactJS

May khai thac cua ngudi ding co thé dung: Firefox, Chrome, IE, Safari, Opera,
LABAN.,...;



B. GIAI PHAP KY THUAT
l. M0 hinh, kién triic, tinh ning hé thong
1. Kién tric tong thé h¢ thong
e Hé thdng duoc thiét ké phan lép, tach cac module doc 1ap nham han ché ti thiéu su
1& thuoc cong nghé phan mém, tang tinh tai st dung, bao tri, ndng cip cdng nghé va
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tang hiéu qua dap ung caa mdi module phan mém:
Hinh 1: Kién trac tong thé hé thong

e Hé thdng Callbot bao gdm céc thanh phan:

e Tang ung dung cung cip cac chirc nang cho phép khach hang c6 thé thao tac trén
website, chira cac module quan ly chién dich, va Gateway két ndi toi tong dai cua
Bank

» Tong dai trung gian Phone Gateway
= Co6ng cu xay dung, tuy chinh kich ban
= C6ng cu quan ly chién dich



=  COng cu theo d6i giam sat monitoring
» C6ng cu xuit bao céo, xem lich st
e Tang co so dit lidu luu trix cac dir liéu, tai nguyén caa hé thong Callbot
= MySQL la co so dir liéu dugc sir dung cho viéc luu trir toan bo théng tin
cua hé théng Callbot
» Redis 12 hé théng caching dugc sir dung dé luu trit cac thong tin xu ly
trong 1 hoi thoai, gitp Callbot c6 thé truy xuat cac ngir canh va dua ra
phan hdi trong thoi gian nhanh nhat
* RabbitMQ Ia hé théng message queue c6 nhiém vu luan chuyén céc tac vu
trong noi bo hé thdng Callbot
e Tang cdng nghé I8i, chira cac thanh phan cdng nghé cau thanh nén hé théng Callbot:
= Automatic Speech Recognition (ASR) 1a hé théng nhan dang tiéng néi
Tiéng Viét, chuyén d6i am thanh trén kénh thoai thanh dang van ban trong
thoi gian thuc
= Text To Speech (TTS) la hé théng téng hop tiéng noi Tiéng Viét, chuyén
d6i van ban thanh am thanh giong néi caa Tro Iy ao Callbot
= Natural Language Processing (NLP) Ia hé théng xu Iy ngén ngir tu nhién,
cho phép Callbot c6 thé hiéu dugc ngdn ngit tu nhién cua Khach hang, tir
d6 dua ra cau phan hoi hop 1y tuong @ng
= Callbot Master 12 hé thdng 16i trung tdm, c6 nhiém vu két néi truc tiép
kénh thoai t6i Khach hang thong qua cac hé théng Tong dai trung gian,
tich hop céac cong nghé 18i khéc cho phép Callbot c6 thé néi chuyén truc
tiép voi Khach hang qua kénh thoai trong thoi gian thuc
Giao tiép vai hé théng cia Chu dau tu :
e Hé thong Tong dai: cho phép Callbot c6 thé thong qua hé théng Tong dai cia Cha
dau tu dé két ndi tryuc tiép t6i Khach hang qua kénh thoai
e Hé thng CRM: cho phép Callbot c6 thé truy xuat cac théng tin Khach hang, hozc
cap nhat céc thong tin trich xuat duoc tir cudc goi 1én hé thong CRM
e Hé thdng Agent Desktop: cho phép Callbot cd thé tich hop dé giri cho dién thoai
vién cac thdng tin can thiét khi chuyén may cudc goi
e C4c API tra ctu thdng tin: phuc vu cho cac kich ban c6 nghiép vu can xac thue,
truy xuit thdng tin Khéach hang

2. Cong nghé 16i cia Hé théng Callbot
2.1.  Voice Activity Detection (VAD)
Tinh nang
e He théng ap dung tri tué nhan tao dé phat hién duoc doan chua tiéng ngudi n6i trong
mot ludng am thanh
e Ap dung dé xac dinh khi ndo chu thé bat dau noi, va khi nao noi két thiic mot cau



U'u diém noi bat
e Phan biét duoc tiéng 6n moi truong, tham chi 1a tiéng nhidu xi xao cia ngudi xung
guanh
e HJ tro cdng nghé streaming, co thé tra ngay két qua cua ludng am thanh dau vao
trong thoi gian thuc
e Téc dd nhanh vuot troi
e C0thé dap ung luu lugng tai cao
2.2.  Automatic Speech Recognition (ASR)
Tinh nang
e Hé théng Nhan dién tiéng néi Tiéng Viét, &p dung tri tué nhan tao dé chuyén dbi &m
thanh ngudi ndi thanh ndi dung noéi dudi dang van ban
e C6 kha nang chuyén doi file &m thanh hozc luong streaming &m thanh thanh dang vin
ban
e C06 kha niang nang cap va tbi luu dé dat do6 chinh xac cao hon trong quéa trinh trién
khai
Uu diém ndi bat
e Ap dung cong nghé tién tién nhat hién nay trén thé gisi
e Do chinh xé4c cao, tu tin 12 mot trong nhitng hé thdng tét nhat hién nay tai Viét Nam.
Véi chi s6 WER trung binh dat 5% d6i véi méi truong &m thanh 16000 sample rate
(mdi truong internet), va WER trung binh dat 8% d6i vai moéi truong am thanh 8000
sample rate (moi trueong thoai.
* Cha thich: Word Error Rate (WER): 1a chi sé duoc cong dong nghién ctiu qudc té sir
cang thap thi do chinh xac cua nhan dién tiéng néi cang cao.
e Pat do chinh xé4c t6t ngay ca trong méi trudng thoai, cd nhidu on cao (Nhu di ngoai
duong, & chd dong ngudi).
e Dic biét ¢ kha ning tdi uu va tiy bién cao voi ting bai toan, ting linh vuc, dé c6 thé
dat két qua tbi wu nhat khi trién khai thuc té
e H0 tro cdng nghé streaming, c6 thé tra ngay két qua cua ludng 4m thanh dau vao
trong thoi gian thuc
e Tdc do xtr Iy nhanh vuot troi so véi cac san pham hién hanh
e (6 thé dap ung luu lugng tai cao
2.3. Text To Speech (TTS)
Tinh niang
e Hé thdng Téng hop tiéng ndi Tiéng Viét, 4p dung tri tué nhan tao dé doc mot vin ban
c6 noi dung bét ky vai giong doc hay
e HJ tro nhiéu loai giong c6 dic trung khac nhau nhu nam/nit, bic/trung/nam
Uu diém ndi bat



e Ap dung cong nghé tién tién nhat hién nay trén thé gisi

e Giong doc co6 do tu nhién dat 92% so véi giong doc phat thanh vién, ngir diéu doc
hay, than thién, troi chay

e CO quy trinh chuan myc dé xay dung céc giong doc méi tét nhat trong thoi gian ngan
nhat

e Tdc do xir ly nhanh

e C04thé dap ung luu lugng tai cao

e Ap dung co ché caching dé c6 thé tai sir dung cac audio d dugc gen trude d6 cho

cung 1 van ban
2.4. Natural Language Processing (NLP)

Tinh nang

Hé théng X ly ngdbn ngir tu nhién, hay c6 thé goi la Chatbot, c6 kha ning giao
tiép voi nguoi dung theo nhitng kich ban nhat dinh

Noi dung giao tiép dudi dang vian ban. Chatbot s& phan hdi lai ngudi ding tuong
{rng véi mdi cau noi caa ho, tly theo kich ban dugc xay dung

C6 thé nhan dién tét ¥ dinh ciia Khach hang dwa trén 1oi n6i tu nhién

C6 kha ning boc tach cac thong tin thuc thé trong cau néi cua khach hang nhu Ho
va tén, Pia chi, S6 dién thoai, ... St dung nhiing thong tin nay trong céc nghiép
vu nhu xéc thuc hay thu thap thong tin

C6 thé phét hién cac mau cudc goi tu dong phd bién, khi d6 Callbot s& cup may dé
tiét kiém cudce phi

Khi khach hang cung cap cac thong tin ca nhan (Nhu Ho va tén, Pia chi), Bot ¢6
thé ddi chiéu véi thong tin tra ciru duoc tir s§ dién thoai trén hé thong, néu cu tra
loi cta khach hang 1a chua rd rang, ma 2 théng tin gan gidng thi Bot s& hoi xac
nhan lai vai khach hang

Uu diém ndi bat

Ap duyng tri tué nhan tao voi cac cong nghé tién tién nhu Intent Classification,
Entity Detection, ..., nén hé théng NLP c¢6 do hiéu cao véi nhiing cau noi cua
ngudi dung va phan hdi mot cach théng minh, chuan xac

C6 kha niang hiéu duoc cac cAu c6 ngir nghia phirc tap néu duoc huan luyén, vi du
nhu cac cau gém 2 ¥ dinh: .... nhung ....

C6 kha nang xir Iy ngir canh caa hoi thoai dé dua ra nhitng phan hdi phu hop cho
khach hang

C6 quy trinh chuan myc gidp viéc xay dung mot hé thong NLP tay bién theo mot
kich ban méi dugc hoan thanh trong thoi gian nhanh

H& tro tich hop dé dang, tiy chinh theo nghiép vu timg bén (nhu goi API dé truy
Xuat thdng tin, hay thuc hién mot nghiép vu gi do)

Téc @6 xir Iy nhanh



2.5. Callbot Master

Tinh niang

e Callbot Master 1a hé thong trung tdm, két ndi ludng streaming truc tiép t6i dau
cudi khach hang, thdng qua cac Phone Gateway trung gian

e Tich hop céc hé thdng cong nghé 15i khac dé Tro Iy 40 cd thé tuong tac truc tiép
véi Khach hang trong thoi gian thuc

e C0thé ap dung cac xu 1y nang cao dé 1am min trai nghiém véi khach hang nhu:

(@]

Uu diém ndi bat

Tu dong bo qua phuong phap ghi nhan phan héi bang &m thanh néu phat
hién méi trudng xung quanh qua én

Néu sau mot khoang thoi gian nhat dinh ma khéng nhan dugc phan hdi tur
khéch hang, Bot s& ghi nhan y dinh Ia khach hang khéng phan hoi, va xir
ly tiép cac nhanh tiép theo cua kich ban

C6 thé gigi han thoi lwong cudc goi Bot c6 thé dam thoai véi khach hang
Trudng hop d6 on qué Ion hodc 4m lugng qua nho va kha nang nhan dién
ctia ASR trong diéu kién nay khdng tét hé thong sé chuyén qua dién thoai
vién hoic chuyén qua hinh thirc khac theo kich ban dé xuét

Nhan dién dugc khoang ling trong qué trinh dam thoai v&i khach hang dé
dua ra kich ban phu hop.

e St dung giao thirc gRPC Streaming do Google phét trién, chay trén nén tang cua
HTTP/2, cho hiéu ning cuc ky cao, nhit 1a dbi voi phuong thic giao tiép
Streaming

e Puoc tdi uu hiéu ning sao cho phan hdi toi khach hang trong thoi gian nhanh nhat

co thé

e Kha ning dap tng cao, 99.99% cd phan héi téi ngudi ding

3. Tong dai trung gian Phone Gateway

Tinh nang

e Phone Gateway c6 nhiém vu chuyén ddi tin hiéu cua tong dai IP (SIP/RTP) thanh
tin hiéu thoi gian thyc (realtime streaming) cho hé théng xir ly tiéng noi
VAD/ASR

o La gateway giao tiép véi tong dai IP trong trudng hop can chuyén cudc goi cua
callbot toi agents.

e Luu trit va nén file ghi am toan bo hoi thoai giao tiép véi khach hang. Tuy nhién
audio streaming trong lic thuc hién cudc goi duoc luu trit dang raw véi chat

lwong gbe, dam bao khdng suy giam tin hiéu khi di qua hé thong Callbot. Viéc luu
trit audio sau d6 c6 thé ty chinh dinh dang nén theo yéu cau cua Chu dau tu

e Trong lic dang thuc hién cudc goi téi khach hang, hé théng cé kha niang chuyén
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hudng cudc goi sang Tong dai cua Cha dau tu (Pién thoai vién hoic may nhanh).
Khi chuyén tiép thi ludng dir lieu RTP s& khong di trung gian qua hé théng
PhoneGateway nira, ma s& két ndi truc tiép tir Khach hang dau cudi dén Tong dai
Chi dau tu
Uu diém ndi bat
e (6 kha ning tinh hop tat ca cac loai tong dai hién c6, khach hang khong phai thay
thé tong dai hién tai ma chi cAn céu hinh chuyén tiép ludng thoai SIP/RTP véi
khach hang.
e (6 kha ning streaming tin hiéu Voice, giup tdc d6 xur Iy duoc rit ngin theo thoi
gian thuc.
e C6 kha ning nhan dién hom thu thoai va tu dong ngit két ndi cude goi
4. Cac thanh phin méi trwong dé trién khai hé thong
> Redis: 12 hé théng caching duoc st dung dé luu trit cac théng tin xir ly trong 1 hoi thoal,
gitp Callbot cd thé truy xuit céc ngit canh va dua ra phan hoi trong thoi gian nhanh nhat
. Version str dung: > 5.0.12
> RabbitMQ 1a hé thong message queue c6 nhiém vu ludn chuyén céc tac vu trong noi bod
hé thdng Callbot
. Version: > 3.8

5. Phan hé CMS quan ly Callbot
5.1.  Quan ly tai khodn
e Cho phép ngudi dung ding nhap vao hé thdng véi tai khoan dugc cung cap sén,
hoac duoc tao boi Admin
e Nguoi ding c6 thé xem va chinh sira thdng tin ca nhan cua tai khoan
e Cho phép ngudi dung chu dong doi mat khau dang nhap cua tai khoan
e Cho phép dang xuét khoi hé thong



Welcome Back, Please login to your

account

Username *

test

Password *

e M0 ta ludng hoat dong ding nhap:

5.2.

Welcome

o Budc 1: Nhép tén dang nhdp cia nguoi dung vao truong Username

o O O

Phén quyén

Budc 3: Click nat Login

Budc 4: Giao dién hién thi trang chii

Budc 2: Nhip mat khau cia ngudi ding vao trudng Password

e Cho phép phan quyén end-user theo ma tran yéu cau, mdi user chi cd quyen truy
cap dén nhimng tinh nang minh duoc cap quyén

- \ e Nguwoi o
A P Quan | Ngudi dun .z | Gidm sat
Chirc nang | Quyén tri lgdch ban & chay. chién vién
: : dich
Tim kiém file ghi 4m X X X X
Quan ly kho | Upload file ghi &m X X
ghi @m Stra tén file ghi am X X
Xéa file ghi am X X
Tim kiém dau sd X X X X
Quan ly ddu | Thém dau s6 X
s6 Stra dau s6 X
X6a dau sd X
Tim kiém kich ban X X X X
Thém kich ban X X
Quan ly kich | Sao chép kich ban X X
ban Stra thong tin kich X X
ban
Dung kich ban X X
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. ‘. Nguwoi ., ,
. A Quin | Ngudi dun .« | Gilam sat
Chirc nang | Quyén tri lg{ich ban 8 chay. chién vién
’ : dich
Xuat ban kich ban X X
Kich hoat / V6 hiéu X x
hoa kich ban
Xoba kich ban X X
Tim kiém chién dich X X X X
Quan ly chién | Tao chién dich X X X
dich Giam sat chién dich X X X X
Béao cao X X X X

Nguoi ding quan tri ¢d thé quan ly thém/sira/x6a cac nhém quyén tly chinh, quan
ly quyén ciia mdi ngudi dung trén hé théng

5.3.  Quadn ly kho ghi 4m

Kho ghi @m

Danh sach

Q

Tét ca

Khi ghi 4m cho phép ngudi ding c6 thé upload cac tép 4m thanh duoc thu 4m sin
Ién

Céc t¢p am thanh nay co thé duoc sir dung lam am thanh phat cua Bot trong kich
ban, thay vi str dung module Text To Speech dé tao audio truc tiép

o D Tén ban ghi &m Bén ghi am Thai lugng

63 #63

v

0:00 / 0:00 H 00:02

62 #62

v

0:00 / 0:00 g 00:02

61 #61

v

0:00 / 0:00 g 00:02

60 #60

v

0:00 / 0:00 H 00:02

@
)
5
a
)
v

0:00 / 0:00 H 00:02

@
@
P
a
&
v

0:00 / 0:00 H 00:02

o
<
4
a
N
v

0:00 / 0:00 g 00:02

@
&
4
o
-
v

0:00 / 0:00 g 00:02

e M0 ta ludng hoat dong:

o

o

O

Budc 1: Dang nhap vao hé thong

Budc 2: Click vao Tab Kho ghi &m & Menu bén trai

Budc 3: Giao dién hién thi danh sach cac file ghi 4m theo dang bang, mdi hang
tuong tng voi 1 ban ghi am, c¢6 cac trudng théng tin bao gom: ID, Tén ban ghi

am, Audio ban ghi 4m c6 thé nghe tryc tiép trén web, Thoi lugng ban ghi 4m
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5.3.1. Tim kiém ghi 4m theo tén

Kho ghi &m ©
Danh séch
Tétca oo Tén ban ghi am Bén ghi 4m Thai lugng
31 test_2ph.wav > 0:00/0:00 H 02:00

e M0 ta ludng hoat dong:
o Budc 1: Gd tén file ghi am can tim kiém & O tim kiém
o Budc 2: Giao dién hién thi danh sach cac file ghi 4m c6 tén gan tring khop véi tén
duoc go vao
5.3.2. Tai lén file ghi am

Tai lén ban ghi am
[Tén bén ghi dm

e M0 ta ludng hoat dong:

o Budce 1: Click vao nut Tai 1én ¢ Giao dién Kho ghi am
Budc 2: Giao dién hién thi Popup cho phép tai 1én ban ghi am
Budc 3: Nhép tén file ghi &m vao truong Tén ban ghi am

o O O

Budc 4: Kéo tha file can upload vao, hodc Chon vao truong thir 2 dé tai ban ghi
am lén

o Budc 5: Click Tai 1én dé upload ban ghi 4m vira chon

o Budc 6: Giao dién hién thi upload thanh cong va hién thi lai danh sach ghi &m
5.3.3. Sira va xéa ban ghi Am

31 test_2ph.wav » 0:00/0:00 H 02:00

Xéa
1

e M0 ta ludng hoat dong:
o Budc 1: Click vao nat 3 chdm & hang chtra ban ghi 4m can sira/xo6a trén bang danh
sach
o Budc 2: Giao dién hién thi 2 tuy chon la Stra va Xo6a
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o Budc 3: Nguoi dung chon thao tdc minh muon thyc hién. Viéc sua audio s€ 1a stra

tén cua audio. X0da s¢€ 1a x6a audio khdi hé thong

5.3.4. Taii file voice va hién thi text

e M0 ta ludng hoat dong:

o Budc 1: Click vao nut Tai 1én ¢ Giao dién Cudc goi

o Budc 2: Tai file voice 1én

o Budc 3: Chon file voice dé xem text

5.4.  Quan ly dau sb tich hop

e Cho phép ngudi dung khai bao cac dau sb hotline c6 thé st dung cho hé théng

e Viéc khai bao nay chi c6 ¥ nghia dinh danh cac dau s6 di dugc tich hop vao hé théng.

Con viée tich hop phai dugc thuc hién truc tiép ¢ hé thong PhoneGateway va hé théng

Tong dai phia Chu dau tu

S8 téng dai

Danh séch

Mobifone 114
113
112
105
104
103
102
101

100

e M0 ta ludng hoat dong:

o

o

(@]

D s§

1111111

02101459

02101456

0899176658

0366560599

0366560756

0366560856

0366560960

0366560339

0866689562

I

Budc 1: Dang nhap vao hé thong

Téng dai Kich bén goi d&n
Viettel
Viettel
Viettel
Mobifone
Viettel
Viettel
Viettel
Viettel
Viettel

Viettel

Budc 2: Click vao Tab S6 tong dai & Menu bén trai

Budc 3: Giao dién hién thi danh sach cac sb téng dai da dugc khai bao theo dang

bang, moi hang tuong ung voi sO, cd cac truong thong tin bao gom: ID, dau so,

Nha mang cua déu sd, Kich ban Inbound dugc tich hop véi dau sd

5.4.1. Tim kiém dau s6
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S8 t6ng dai
Danh sach

O, 0366

Tétca
Viettel
Mobifone

Vinaphene

(-]
o ) Pau ss Téng dai Kich bén goi dén
104 0366560599 Viettel
103 0366560756 Viettel
102 0366560856 Viettel
101 0366560960 Viettel
100 0366560339 Viettel

e M0 ta ludng hoat dong:

o Budc 1: GO dau so can tim kiém 6 O tim kiém

o Budc 2: Giao dién hién thi danh séch cac dau s6 gan trung khdp voi s6 duge nhép

Vao

5.4.2. Thém dau sb

a |
Thém dau sé .
S8
Nhi mang
Viettel -
Kich ban goi dén -
Hu Thém
o |

e M0 ta ludng hoat dong:

o O O

o

Bude 1: Click vao nit Thém dau sé & Giao dién S6 Tong dai

Budc 2: Giao dién hién thi Popup cho phép thém dau sb

Budc 3: Nhap sd hotline can thém, chon nha mang twong tng, c¢6 thé chon kich
ban Inbound tich hop vao dau sé nay hodc khong

Budc 4: Click Thém dé luu déu s6 vira nhap

Budc 5: Giao dién hién thi thém dau sd thanh cong va hién thi lai danh sach Sb

Tong dai

5.4.3. Stra va x6a dau so

)

104

103

Dau sd Téng dai Kich bén goi dén
0366560599 Viettel
Stra
0366560756 Viettel
Xoa

e M ta ludng hoat dong:
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o Budc 1: Click vao niit 3 chim & hang chtra dau sb can sira/x0a trén bang danh
sach
o Budc 2: Giao dién hién thi 2 tuy chon 1a Stra va Xo6a
o Budc 3: Nguoi dung chon thao tac minh mudn thuc hién. Viéc sira s& cho phép
stra du sb, nha mang, va kich ban Inbound cu hinh vao. Xo6a s& 1a x6a dau sb
khoi hé thong
5.5.  Quan ly danh sach cac kich ban
e Cho phép nguoi dung quan 1y cac kich ban cua Callbot
e Cac nghiép vu co thé thao tic bao gébm: Tim kiém kich ban, phan loai theo
Inbound/Outbound, Thém kich ban, Kich hoat/T4t kich ban, Stra tén/loai kich ban, Sao
chép kich ban, Xem danh sach phién ban cua kich ban, X6a kich ban

Kich ban (]
Danh sach Kich ban mau
2 &3
Tatca o b Tén kich ban Phién ban Loai kich ban Kich hoat
i dén
31 Kich Ban Nhieu Slot Kich Ban Nhieu Slot 1 Goi di .
30 duonglee_test duonglee_test Goi dén .
29 duonglee duonglee_json Goi dén .
28 kich_ban_13/4/2021 - Goi dén .
27 hong - Goi dén ®
26 kich_ban_12/4/2021 scen26-pub2 Goi dén .
25 d - Goi dén ®
24 KB Test 20200308 - Goi dén ®
22 kich ban moi 2 - Goi dén ®

e M0 ta ludng hoat dong:

Budc 1: Dang nhap vao hé thong

Budc 2: Click vao Tab Kich ban & Menu bén trai

Budc 3: Giao dién hién thi danh sich cac kich ban theo dang bang, mdi hang

O

O

(@]

tuong tng v6i 1 kich ban, c¢6 cac truong thong tin bao gdm: ID, Tén kich ban,
Phién ban dang dugc stir dung, Loai kich ban, Trang thai kich hoat
5.5.1. Tim kiém kich ban
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Danh sach

(& kich )

Tatea
Goi dén

Goi di

Kich ban mau

31

28

26

22

Ténkich ban

Kich Ban Nhieu Slot

kich_ban_13/4/2021

kich_ban_12/4/2021

kich ban moi 2

kich ban moi

Kich ban test co version

M6 ta ludng hoat dong:

o Budc 1: GO tén kich ban can tim kiém ¢ O tim kiém

Phién ban

Kich Ban Nhieu Slot 1

scen26-pub2

Loai kich ban

Goi di

Goi dén

Goi dén

Goi dén

Goi dén

Goi dén

Kich hogt

o Budc 2: Giao dién hién thi danh sach cac kich ban gan tring khép véi tén duogc

nhép vao
5.5.2. Thém kich ban

(

Tao kich ban

Tén kich ban

Loai kich ban

Goi dén

Huy

M0 ta ludng hoat dong:

o O O O O

Budc 1: Click vao nut Thém kich ban ¢ Giao dién Kich ban

Budc 2: Giao dién hién thi Popup cho phép thém kich ban

Budce 3: Nhap tén kich ban can thém va loai cua kich ban doé

Budc 4: Click Thém dé luu lich ban vira tao

Budc 5: Tao kich ban thanh cong, hé thong chuyén sang giao dién xiy dung kich

ban

5.5.3. Sao chép kich ban
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31

28

26

Tén kich bén

Kich Ban Nhieu Slot

kich_ban_13/4/2021

kich_ban_12/4/2021

e M0 ta ludng hoat dong:

o

o

Bude 1: Trén danh sach kich béan, chon kich ban can sao chép

Phién bén

Kich Ban Nhieu Slot 1

scen26-pub2

Sao chép kich ban

X

[ Tén kich ban mai

)

Loai kich ban

Goidi

Goi dén

Goi dén

Kich hoat

o
Stra
Dung kich ban
Xem phién ban
Sao chép
Xoa

Budc 2: Click vao icon ba chim cudi hang, chon Sao chép dé tién hanh sao chép

kich ban

Budce 3: Nhép tén kich ban mai

Budc 4: Click Sao chép dé luu kich ban méi

Budc 5: Sao chép kich ban thanh c6ng, hé théng chuyén sang giao dién xay dung

kich ban

5.5.4. Import / Export Kich ban

e Hé théng cho phép nguoi dung co thé xuat kich ban dudi dang json
e Cho phép import file json kich ban vao hé théng dé tao thanh kich ban méi

5.5.5. Sira thong tin kich ban

)

31

28

26

Tén kich bén

Kich Ban Nhieu Slot

kich_ban_13/4/2021

kich_ban_12/4/2021

Phién bén

Kich Ban Nhieu Slot 1

scen26-pub2

[ 4 . |
Stra kich ban X
Tén kich ban
[ Kich Ban Nhieu Slof] ]
Loai kich ban
Goi di -
S =\

M6 ta ludng hoat dong:
o Budc 1: Click vao nit 3 chim & hang chira dau s can stra trén bang danh sach, va

Loai kich ban

Goi di

Goi dén

Goi dén

Kich hoat

Stra

Dung kich ban
Xem phién ban
Sao chép

Xda

-
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O

O

©)

)

31

28

26

e M0 ta ludng hoat dong:

chon Thao tac Stra

Budc 2: Giao dién hién thi popup cho phép ngudi dung sira Tén va Loai kich ban

Budc 3: Nguoi dung thuc hién stra d6i va 4n Cép nhat
Budc 4: Hé thong bao sira thanh cong va hién thi lai danh sach kich ban
5.5.6. Xéa kich ban

Tén kich ban

Kich Ban Nhieu Slot

kich_ban_13/4/2021

kich_ban_12/4/2021

Phién bén

Kich Ban Nhieu Slot 1

scen26-pub2

Ban cé chic mudn xéa kich ban nay?

o -

Loai kich ban

Goidi

Goi dén

Goi dén

Kich hoat

o
Stra
Dung kich ban
Xem phién ban
Sao chép
Xoa

o Budc 1: Click vao nut 3 cham ¢ hang chira dau so can stra trén bang danh sach, va

o

o

chon Thao tac Xoa

Budce 2: Giao dién hién thi popup x4c nhan ngudi dung c6 chac chan mudn xo6a

kich ban hay khong

Budc 3: Nguoi diung 4n Xo6a dé xac nhan
Budc 4: Hé théng bao xo6a thanh cong va hién thi lai danh sach kich ban
5.5.7. Xem danh sach phién ban cua Kich ban
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« D Tén kich bén

31 Kich Ban Nhieu Slot
28 kich_ban_13/4/2021
26 kich_ban_12/4/2021

Kich Ban Nhieu Slot 1

scen26-pub2

Phién ban

Version 2.0
23:04:17,21/2/2021

Version 1.0
23:04:02, 21/2/2021

e M0 ta ludng hoat dong:

Loai kich ban

Goidi

Goi dén

Goi dén

Kich hoat

o
Stra
Dung kich ban
Xem phién ban
Sao chép
Xoa

o Budc 1: Click vao nut 3 cham ¢ hang chira dau so can stra trén bang danh sach, va

chon Xem phién ban

o Budc 2: Giao dién hién thi popup hién thi danh sach cac phién ban cua kich ban.

Trong do6 c6 1 kich ban s€ co tich x4ac nhan 1a kich ban dang dugc st dung hién tai

o Budc 3: Nguoi dung c¢6 thé an vao timg phién ban dé xem kich ban ctia phién ban

nay. Hé thong s& chuyén qua giao dién cho phép xem chi tiét so do kich ban cia

phién ban do

5.5.8. Kich hoat/Vo hiéu héa kich ban
e Tuy chon nay cho phép bat/tat Bot

e Viéc bét/tét nay s€ vO hi¢u hda Bot & phia hé théng Callbot

e Ddi voi cac kich ban Inbound, can tich hop giai phap voi hé théng Tong dai cua Chi dau
tu, dé c6 thé ty dong tat/bat ludng két ndi SIP d6 vé hé thong Callbot khi bat/tat kich ban

e Viéc kich hoat Bot ¢6 thé c6 tac dung ngay 1ap ttc, sén sang dap tng v6i nhirng kich ban

khan cap can dua 1én h¢ thong

e Viéc kich hoat bat/tit kich ban hién tai 12 hoan toan thu céng. Trong truong hop Cha dau

tu yéu cau co ché bat/tit tw dong thi hé thong sin sang bd sung co ché cai dat thoi gian

phat kich ban trong khoang thoi gian nhat dinh
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D Tén kich ban Phién ban Loai kich bén Kich hoat
3 Kich Ban Nhieu Slot Kich Ban Nhieu Slot 1 Goi di
30 duonglee_test duonglee_test Goi dén .

2 duonglee duonglee.json Goi gén °
M6 ta ludng hoat dong:
e Budc 1: Click vao Icon Kich hoat & hang kich ban twong tmg dé thuc hién
Kich hoat / V6 hiéu hoa kich ban
e Budc 2: Hé théng thong bao Kich hoat/V hiéu hoa thanh cong
5.5.9. Chia sé kich ban
e Cho phép chia sé¢ Bot v6i nguoi ding khac trén hé thong
e Tuy chon cac quyén dugc chia sé bao gom: Xem / Stra

5.6. Cong cu xay dung kich ban

" [+ neavin |
Q@ SpiitBa mon ey T
== @ PlayTosey
o Condiion Matches 3 3 ° pr— E
.
Set Variables
Y 3 : ® =D e
n e
” e

.

® °

&

e (Cong cu vé6i giao dién kéo tra truc quan, cho phép ngudi dung c6 thé truc tiép xay
dung, chinh stra, cAu hinh kich ban cua Callbot
e Cac nghiép vu ngudi dung c6 thé thao tac bao gdbm
e Xay dung kich ban véi cac module dugc tich hop sin trén giao dién:
» Scenario Start: Diém bat dau kich ban
» Scenario End: Diém két thtic kich ban
» Gather Input On Call: Module cdu hinh 10i thoai hodc 4m thanh Bot néi,
thu thap phan hdi ctia ngudi ding qua giong néi hodc bim phim
= Play Or Say: chi phat 161 thoai cua Bot hodc phat tép ghi &m
= Set Variables: Pat gia tri cho cac bién trong kich ban
= Split Base On: R& nhanh diéu kién
» Connect Call To: Diéu hudng cudc goi théng qua SIP Url
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Restful API: Cho phép két nbi request API t6i hé thong khac

e Cac thao tc c6 thé tuong tac trén giao dién

Tao cac module tryc quan trén so do

Di chuyén so d6 tdi cac vi tri khac nhau

Néi duong két ndi gitta cac module trén so d6
Copy, xba c&c module

Phéng to, thu nhé so dd

Undo, redo cac budc thao tac

Chup anh

Tai xubng dang JSON

e Cho phép luu kich ban dudi dang ban nhap

o Co6 thé xuat ban thanh cac phién ban dé sir dung tich hop vao Tong dai

5.6.1. Module Scenario Start

Set Variables

customer_name

[ Noinput Y2

Hanh

Set Variables

customer_address

Ha Noi

e Module Scenario Start dai dién cho ntt bt dau cua kich ban

e (o thé cau hinh tén cac bién dau vao cho kich ban va gia tri mac dinh ctia n6. Céc

bién dau vao nay duoc sir dung dé ca nhan hoa ndi dung kich ban cho timg Khach

hang khac nhau

e (6 thé ciu hinh vé giong nhu loai giong, tde do doc

5.6.2. Module Gather Input On Call
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Female - North - New

Chao mimg ban dén voi SmartivR

Stop Gathering On Key

1

Cho phép tily chinh ndi dung cau text ma Bot s& doc bang hé théng Text To Speech. Viéc
stra cau thoai ctia Bot ¢6 thé duoc ap dung ngay ddi v6i nhitng cudc goi Inbound méi.
Con dbi véi cac chién dich Outbound dang thyc hién, can dimg va tao lai chién dich méi
Khi sir dung Text To Speech c6 thé tity chinh Ngon ngir, Giong, Ving mién
C6 thé cu hinh sb 1an phat lai 4m thanh cua Bot
Lua chon phuong thirc ghi nhan phan héi cia nguoi dung. Vi ting loai phuong thic s&
¢6 cac cau hinh nang cao tuong tng
= Keyboard: Chi nhan phim bdm
= Speech: Chi nhan phan hdi bang giong noi
= Both: Cho phép ca 2 phuong thirc trén
Phuong thirc tiép nhan phan hdi ctia Khach hang thong qua bam phim
= Cho phép bim 1 phim ky dé Iya chon nhanh
= Cho phép nhép 1 chudi cac phim dé nhap thong tin
= Néu sau 1 khoang thoi gian khong c6 phan hdi, Callbot s& dimng tiép nhan
va xtr 1y tiép kich ban theo huéng khach hang khong phan hdi
Phuong thirc tiép nhan phan hoi ciia Khach hang thong qua giong néi
= Tiép nhan phan hdi ciia khach hang thong qua 4m thanh, 4p dung cong
nghé Speech To Text dé chuyén ddi truc tiép 101 noi ctia khach hang thanh
dang van ban
= HOJ tro tily chon cho phép Khach hang co thé néi xen vao trong liic Bot
dang n6i. Néu phan hoi ciia khach hang 13 hop 1&, Bot s& ty dong ngimg
n6i va chuyén qua nhanh xir 1y tiép theo. Tly chon nay giup rit ngat thoi
gian tuong tac cho khach hang. Nguoi ding hoan toan c¢6 thé Iya chon c6
sir dung hay khong, c6 thé cau hinh tai timg céu ndi trong timg kich ban
riéng bict
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= HJ tro tiy chinh thoi gian chd ngét cau phan hdi cua Khach hang. Dudi 1s
néu khach hang s& phan hdi cac cau ngin (Ok, dong y, khong, ...), 2-3s
néu khach hang phan hdi dai cc cau lién quan téi thu thap y kién, danh
gia

e Céu hinh cac nhanh xtr Iy dya trén phan hdi nhan duoc tir Khach hang

= (Cac diéu kién hd trg bao gdm cac phép so sanh sd, cac phép so sanh chudi
ky tu va regular expression

= (6 2 nhanh diéu kién mdc dinh 1a: Nhanh khong khép bat ky diéu kién
nao, Nhanh khong c6 phan hoi tir khach hang

= Ngoai ra c6 thé két ndi toi hé théng Xir Iy ngdn ngit tu nhién, dé Bot ¢
thé nhan dién y dinh khach hang tir nhitng yéu cau tu nhién, va xu ly dung
yéu cau ciia khach hang

5.6.3. Module Set Variables

[0 Split Base On viidget |
split_based_on_1 N
set_variables_1
> [ 1o Conivon waid
node.info
1 ::‘et Var‘wa!alea
set_variables_1 Kichhostthi
@ G &
Set Variables Play To Sa
¢ i 32 Voot L o
n 2 o e »
©
Y
O]

e Module nay cho phép dit gia tri cia mot hodc nhiéu bién
e Gi4 tri cta bién s& duoc luu lai khi hoi thoai dién ra, va c¢6 thé truy xuat ¢ cac
module khac
5.6.4. Module Split Base On
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Split Based On X
split_based_on_1

node.info

« Split Base On
€ Jiondons

b | —
Play To Sa
.H © e Port 3

String - Matches any of -

-
=] -
& m

&

@ &

G 06—
- = : oo
oo d PortNam
A e s @® Play Tosay Ports
ey n_match

Connect To .-J String - Matches any of s

intemet banking @

Remove

e Module nay cho phép r& nhanh cac didu kién dwa vao gia tri cia 1 bién
e Cac diéu kién hd trg bao gdm cac phép so sanh sd, cac phép so sanh chudi ky tu
va regular expression

5.6.5. Module Play Or Say

get Nav

no_match
Say a Message N
g il © PlayTosay Vietnamese
*
‘ Female - North - New
< © PlayTosay " | He thang chua hidu 3 cau héi cia quy khach, x
khoa.the
it ErcChas
i 5
L o input ]
Cance m
Pondion
L % ® PlayTosay
o i aiables.2 i sach
: ——

T]

e Module nay chi cho phép Bot n6i hodc phat t€p am thanh trong kho ghi am.
e Tuong ty nhu Gather Input On Call nhung khong tiép nhan phan hoi ciia khach
hang

5.6.6. Module Connect Call To
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Connect Call To X

l‘; iﬁ!':?:iﬂo:‘ connect_call_to_1
R— kel
B o- =Y

Connect to single number

A

igy SetVariables 1
e ® i
R e x4 ! “
L5 Set Variables
M S rabies 2

n
[ - Connect Call To
- i

v (o
Y | ® PlayTosay
© | no_match
Le 7

e Module nay cho phép chuyén hudng cudc goi td1 dién thoai vién hodc Callbot
khac

e HO tro diéu hudng theo SIP Url, hoac diéu hudng cudc goi té1 mot s6 di dong bét
ky

5.6.7. Module Custom

e Day la mdt module tuy chon dé dap tmg nghiép vu linh dong trong kich ban

e Module nay s& duoc xay dung logic hoat dong & hé théng, va duoc 4nh xa l1én
giao dién kich ban dé tich hop truc quan

e Céc nghiép vu c6 thé ap dung Module Custom nhu: truy van dir liéu, truy van dich
vu tir hé thong kha

e Céac Module Custom dugc quan 1y riéng bao gdm céc tinh ning co ban nhu
thém/stra/x6a/tim kiém, va s& dugc tinh hop vao kich ban sau

5.6.8. Luu ban nhap cho kich ban

q Split Base On

Y ©) IS
* ° » [ conecio T8 a
N
[ _paoca ] "

e M0 ta ludng hoat dong:
* Budc 1: Click vao nut Luu ¢ goc trén bén phan man hinh

= Budc 2: HE théng thuc hién luu ban nhap cho kich ban

5.6.9. Xuat phién ban cho kich ban
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|y) Set Variables

—
Xuat ban kjch ban *

[ Tén Phién Ban

Comment Phién Ban

Huy

e M0 ta ludng hoat dong:
o Budc 1: Click vao nit Xuat ban & goc trén bén phan man hinh
Budc 2: Giao dién hién thi Popup cho phép ngudi dung nhép thong tin phién ban
Budc 3: Nguoi ding nhap thong tin phién ban va an Xuat ban
Budc 4: Hé théng luu phién ban va dat day lam phién ban chinh thic dugce st

o O O

dung

e RO + — 7%
5.6.10.Thanh cong cu khac

e Thanh cong cu ndam & goc dudi bén phai man hinh chinh sira kich ban
e Hién tai cac tinh ning hd tro bao gom: Di chuyén giao dién vé chinh gitta kich ban, Chup
anh so d6 kich ban, Tai kich ban xudng dudgi dang JSON, Phéng to, thu nho so d6 kich
ban
5.7.  Quadn ly dir liéu xir Iy ngon ngir tw nhién
5.7.1. Quan ly thue thé
e Thyc thé 1a cac dbi tuong va mo hinh xir Iy ngdn ngit ty nhién can phat hién trong ciu ndi
cua khéch hang, vi du nhu: ho va tén, thoi gian, dia chi, ) lugng, ...
e Hé thdng hd tro tinh ning quan 1y thuc thé bao gdm:
= Thém thuc thé méi
»  Sira thyuc thé
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»  Xoba thuc thé
= Tim kiém thuc thé
» Xem danh sach thuc thé

e Ngoai ra, hé thong cho phép nguoi diung gom cum céc thuc thé lai thanh nhom, dé tién

cho viéc xur 1y, trich xut, quan 1y thong tin

e Hé thdng hd tro tinh ning quan 1y nhom thuc thé bao gdm:

» Thém nhém thuc thé méi

=  Stra thong tin nhom thyc thé

= Sira danh sanh thuc thé trong nhém
»  Xo6anhom thyc thé

» Tim kiém nhom thuc thé

=  Xem danh sach nhom thuc thé

5.7.2. Quan ly tir khoa

e Tir khoa Ia cic tir ngit quan trong, c6 thé dung dé xac dinh y dinh ctia ngudi dung, hay

dung dé bo trg cho viéc xac dinh ¥ dinh

e Nhimg tir khoa ndy c6 thé dugc dinh nghia riéng cho timg kich ban, hodc chung cho toan
bo hé thong

e Hé thdng hd tro tinh ning quan 1y thyc thé bao gom:

»  Thém tir khoa médi

= Stra tu khoa

= Xoa tu khoa

= Tim kiém tir khoa

= Xem danh sach tir khoa

e Ngoai ra, hé théng cho phép ngudi ding gom cum céc tir khéa lai thanh nhém, dé tién

cho viéc xur 1y, trich xut, quan 1y thong tin

e Hé thdng hd tro tinh ning quan 1y nhom thyc thé bao gom:

o

o O O O

(@]

Thém nhom tir khoamai

Stra thong tin nhém tir khoa

Stra danh sénh tir khoa trong nhém
X6a nhom tur khoa

Tim kiém nhom tir khoa

Xem danh sach nhom tir khoa

5.7.3. Quéan ly y dinh
e Y dinh dugc sir dung dé dinh danh cho mot truong hop phan hdi cua khach hang trong

kich ban. Kich ban s& duoc xir Iy r& nhanh khac nhau tuong ung véi mdi y dinh khéc

nhau

e He¢ thdng hd trg tinh ning quéan 1y y dinh bao gom:

= Thém y dinh
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= Suay dinh
» Xoay dinh
= Tim kiém y dinh
=  Xem danh sach y dinh
e MS>i y dinh can duoc dinh nghia danh sach cac mau cau twong tmg v6i y dinh nay. Céc
mau ciu c6 thé dudi dang van ban tu nhién, hodc l1a dang regular expression
5.8. Quan Iy danh sach chién dich cho Outbound
e Cho phép ngudi dung quan 1y chay chién dich cho cac kich ban Outbound
e Cac nghi¢p vu co thé thao tac bao gém: Tao chién dich, Lap lich cho chién dich,
Chay/Tam dung chién dich, Két thuc chién dich, Xem trang thai chién dich

Cudc goi di (-]
Kich ban Chién dich
Q Tao Chiéh Dijch
Tatca ) Campaign 25/4/2564 22:05:17 Chura Ién lich stra @ e
- Kich ban: kich_ban_12/4/2021
Chua Ién lich
T 22:05,11/04/2021 D&n 22:05, 25/04/2021
Sén sang
Dang Ién lich .
) Chien Dich 1 Dé lén lich Sta [T
Dalen lich Kich ban: Copy of test 15:29:14
Pang chay - -
Patam dimg
. D Chien Dich 10 Chua lén lich stra [6JXE
Dahoan thanh Kich ban: Copy of test 15:29:05
Tu 15:51,11/04/2021 Dén —
D Chien Dich 12 D3 hoan thanh stra [OJTE
Kich ban: Copy of test 15:29:05
T 15:51,11/04/2021 D -
D Chien Dich 14 04 tam dimg Sira ® o
Kich ban: Copy of test 15:29:05
Tir 15:51,11/04/2021 Dén —
D Chien Dich 15 pang lén lich sira @ oo

Kich ban: Copy of test 15:29:05

Tir 15:51,11/04/2021 Dén 15:00, 18/04/2021

|

e M0 ta luong hoat dong:
= Budc 1: Pang nhap vao hé thong
=  Budc 2: Click vao Tab Cudc goi di & Menu bén trai
» Budc 3: Click vao Tab Chién dich dé xem danh sach toan bd cac chién

dich cua cac kich ban Outbound

5.8.1. Tim kiém chién dich
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Cudc goi di o

Kich ban Chién dich

o 254 [ reocnenoen |

Tatca [y Campaign 25/4/2564 22:05:17
{ an: kich_ban_12/4/2021

Chua lén lich

Tir 22:05,11/04/2021 22:05, 25/04/2021

) Chién dich 25/4/2564 19:56:05
Da lén lich Ki an: kich_ban_12/4/2021

Chua lén lich

£
£
Dang chay Tir — -
£
£

) Chién dich 25/4/2564 20:15:42
Kich ban: kich_ban_12/4/2021

Chua Ién lich

e M0 ta ludng hoat dong:

o Budc 1: G6 tén chién dich can tim kiém & O tim kiém

o Budc 2: Giao dién hién thi danh sach cac chién dich c6 tén gan trung khép véi tén
duogc nhap vao

5.8.2. Tao chién dich
e Chién dich cho phép hé thng callbot c6 thé goi ra hang loat 1 danh sach khach hang can
Outbound, theo khoang thoi gian va cau hinh, kich ban nhit dinh
e Chién dich hd tro ciu hinh céc tham sb co ban nhu khoang thai gian thuc hién chién dich,
khung gio dugc phép goi trong ngay, sé lan goi lai néu khach hang khong nghe may,
khoang thoi gian t6i thiéu gitra cac 1an goi lai.
e Ngoai ra hé théng con cung cap cac cau hinh nang cao nhu:

o Danh séach blacklist: 12 tap sé dién thoai s& khong duoc goi ra, du ¢6 trong danh
sach dwoc import vao chién dich. Danh sach nay c6 thé dugc thém/xéa thir cong,
hodc duoc bd sung tu dong khi trong kich ban ghi nhan dwoc yéu cau cua khach
hang 12 khdng muén nhan cudc goi nay nira. Sau khi cap nhat, danh sach blacklist
s& 6 hiéu luc 1ap tirc tir cac cudc goi sau do, ngay ca trong cling chién dich

o Chuan hoa sé dién thoai: Ngudi ding co thé nhap 1én sé dién thoai véi cac dinh
dang khac nhau nhu: +84123456789, 0123456789, 0123 456 789, ... Hé théng s¢
chuan héa vé 1 dinh dang chuéan chung

o Loc tring s dién thoai: trong cung 1 chién dich, hé thdng s& tu dong loai bo cac
khach hang c6 sé dién thoai trung nhau dé tranh goi lip

e Chién dich hd tro tich hop dé thuc hién goi tu dong, cd thé cau hinh lya chon gitra 2 hinh
thac goi chu dong va tu dong

e M0 ta ludng hoat dong:
e Budc 1: Click vao nit Tao chién dich ¢ Giao dién Cudc goi di > Chién dich

e Budc 2: Giao dién hién thi Popup cho phép nhap cac thong tin chién dich
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@ Thiét lap chinh dich cudc goi Tai danh sach lién hé Map Téng két

Settings

Tén chigén dich Chon kich ban

Chién dich 28/4/2564 23:34:26 ®© Copy of test 15:29:05 ANG)]

Gallerio S8 luong dudng day

0866689562 > | © 4 v ®
Schedule
TS o) | 23:34,28/04/2021 o|le s@oo, 2 3 4 B @
Thai gian Khodng

pU9E o) 23:34,28/04/2021 0o Joood @ 00h30m ® 0O

cuchay G 0000 © - 20000 © @

e Budc 3: Nguoi dung nhdp céc thong tin bao gém: Tén chién dich, Kich ban gol ra,
Pau s6 goi ra s€ su dung, Sé lugng cudc goi déng thoi, Thoi gian bét dau chién dich,
Thoi gian két thac chién dich, Khoang thoi gian dugc phép goi trong ngay, SO lan
goi lai néu khéng goi dugc, Khoang cach giita 2 1an goi lai lién tiép. Tiép do6 s& an
Tiép theo dé chuyén dén budc tiép theo.

e Budc 4: Giao dién Popup chuyén qua budc upload danh sach thong tin cac cudc can

goi ra trong chién dich

Thiét lap chinh dich cudc goi @ Taidanh séch lién he Map Téng két

Tai [én di liéu lién lac

Tai lén hodc kéo tha file

Binh dang file phai la XLS hoic XLSX
Dung luong 16i da 1a 20 MB

Né&u can, hay ti xung méu phii hop véi kich ban ctia ban
N6 da chira céc cot can thiét

«5) template.csv

Toi xdc nhan tinh hop phép cua viéc xir Iy dir liéu duoc tai lén (bao gom ca su dong ¥ bat budc) va "
o B N ; : uay lai Tiép theo
&8 im bso tuan th e yéu cau clia Iuat quang cdo iyl P

e Budc 5: Ngudi ding upload file thong tin cac cude goi theo mau, va 4n Tiép theo
e Budc 6: Giao dién Popup chuyén qua budc cdu hinh cac trudng thong tin cua kich

ban tuong g vai cac cot trong file csv dugc upload 1én
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5.8.3.

X
Thiét lap chinh dich cuéc goi Tai danh séach lién he © Map Tang ket
Khép céc bién
Khop céc bién tir kich ban vdi cac cdt trong file Excel

x5} phone x5) discount x5} asr_note «5) UTC

phone - - v

BO cot . Bé cot . Bo ¢t .

Khap voi cot ¢6 chira s6 dién thoa

[J Hién thi céc cbt bi loai trir Quay lai

e Budc 7: Ngudi dung chon cac truong thong tin cia kich ban dé mapping dung véi
cac cot trong file excel. Va an Tiép theo dé chuyén qua budc ké tiép
e Budc 8: Giao dién Popup chuyén qua giao dién téng hop cac thong tin Nguoi ding

vura cau hinh

X
Thiét lap chinh dich cudc goi Téi danh séch lién he Map @ Tong ket

Téng két chién dich

Ban cé thé quay lai va thurc hién thay dé / bude nao

Tén chién dich Chon kich ba

- chién dich 28/4/2564 23:34:26 s Copy of test 15:29:05

S8 dién thoai da chon S dutng day t8i da

0866689562 !

K€ hoach
Thoi gian bat dat S§ lan thir

m [ 5

D Thai gian két thic Khodng thai gian
— 30 phat

Gi&r chay
© 00:00 - 20:00

Luu ban nhép Quay lai

e Budc 9: Nguoi ding xac nhan dung thong tin va 4n Luu ban nhap dé luu tam thong
tin chién dich. Hodc 4n nut Chay chién dich dé bat dau chay chién dich luon

e Giao dién thong bao di khoi tao thanh cong, va hién thi lai danh sach chién dich

Chinh sira chién dich

Hé théng cho phép chinh sira chién dich khi chién dich chua chay, hoic dang & trang théi

tam dung
Céc thong tin dugc sira bao gom:
= Tén chién dich
= Pau sé str dung dé goi ra
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S6 luong cudc goi dong thai dién ra
Thoi gian bat dau

Thoi gian két thic

Khoang thoi gian dugc goi

S6 1an goi lai néu khdng nghe may
C4u hinh giong duoc sir dung

5.8.4. Sao chép chién dich

e H¢ théng cho phép tao chién dich méi, sao chép cAu hinh tir mot chién dich da c6

san

e Toan bd cau hinh tir chién dich cli s& dugc sao chép qua dir li¢u méi. Tuy nhién

phan dir liéu s& khong duoc sao chép. Chién dich méi s& phai import lai dit liéu

mai

5.8.5. Thao tac vo6i chién dich

e Ngudi ding c6 thé twong tac véi chién dich trén hé théng, qua cac thao tac:

5.8.6.

5.9.

Luu chién dich nhap: lwu cdu hinh tam cta chién dich, chwa phai cau hinh
chinh thirc

Xuét ban chién dich: ciu hinh cta chién dich s& duoc xuit ban, chuyén
sang trang thai cho phé duyét

Phé duyét chién dich: cic nguoi dung admin c6 tham quyén c6 kha ning
phé duyét cho cac chién dich dang ¢ trang thai chd phé duyét. Chién dich
duogc phé duyét xong sé& co kha ning kich hoat dé chay

Chay chién dich: Kich hoat chién dich dé bat dau goi theo cau hinh da
duoc phé duyét

Tam dung chién dich: Tam dung viéc goi ra cla chién dich

Tiép tuc chién dich: Kich hoat chién dich dang bi tam dung, dé tiép tuc
viéc goi ra

Ding hoan toan chién dich: Thuc hién ngimg chién dich, chién dich sau

khi ngtrng s€ khong thé tiép tuc chay lai dugc nira

Trudce khi nguoi dung xuét ban chién dich, co thé chay kiém thir ciu hinh v&i mot tap
danh sach thué bao mau
Chién dich con c6 kha ning tich hop véi cac ludng nghiép vu cac ciia ddi tac nhu: canh
bao, thong bao, cap nhat trang thai, ...
X6a chién dich

e He¢ thong cho phép ngudi ding xo6a chién dich da chay

e Chi dugc phép xo6a khi chién dich da dung hoan toan, hoac chua dugc kich hoat

bao gio

Giam sat chién dich Outbound
e Giao dién giam sat chién dich Outbound cho phép Ngudi dung theo ddi xem Téong

chién dich c6 bao nhiéu cudc, da c6 bao nhiéu cudc goi Thanh cong, khdng thanh
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5.10.

5.11.

5.12.

cong, thoi luong trung binh cac cudc goi nhac may 1a bao nhiéu, Tién cudc vién
thong udc tinh
» Ngoai ra giao dién con hién thi danh sach céc cudc goi trong chién dich, nguoi
ding c6 thé click vao dé xem chi tiét noi dung khach hang twong tac vai Callbot
Giam sat kich ban dau so Inbound
e Giao dién giam sat kich ban tich hop vao dau sé Inbound, cho phép Ngudi ding
theo ddi xem Ngay hém nay cé bao nhiéu cudc, trang thai cac cudc goi ra sao, bao
nhiéu cudc goi dang dugc tiép nhan
e Ngoai ra giao dién con hién thi danh sach céc cudc goi da goi 1én tong dai, ngudi
ding c6 thé click vao dé xem chi tiét noi dung khach hang twong tac vai Callbot
Xuét bao cio
Giao dién cho phép ngudi ding théng ké cac cudc goi theo khoang thoi gian, kich ban
nhit dinh
Théng ké tan xuét di vao tirng nhanh kich ban
Ngudi ding cé thé xuat béo chi tiét cho danh sach céc cudc goi
Thong tin bao cdo co ban bao gdm: Thong tin khach hang goi ra, Thoi gian goi, Trang
thai cudc goi, Thoi lugng, File ghi @m héi thoai
C6 thé phan tich tao bao cao chi tiét vé nhitng cau thoai di duoc generate. Png thoi hé
thdng dd c6 san co ché caching dé generate trudc cac audio co tan suat xuat hién nhiéu.
Pé tdi vu tde do va giam tai nguyén cho module Text To Speech
Ngoai ra hé théng con hd tro xuat cac thong tin nang cao, dwoc tly chinh riéng cho tung
kich ban. Nhimg thong tin nay dwoc trich xuat dua vao noi dung ma khach hang phan hoi
véi Callbot trong kich ban. Vi du nhu:
= Piém danh gi4, y kién phan hdi chi tiét trong kich ban Khao sat
= Ho va tén, Sé dién thoai, CMND, CCCD khach hang trong kich ban Xéc
thyc thong tin
» Dia chi, Thoi gian trong cac kich ban Thu thap thong tin
» V& nhiéu céc kich ban khac ....

Tra ciru lich sir cugc goi

33



Cudc goi dén » Copy of test 15:29:14 [+]

Danh sach

00:00,21/04/2021 dén 23:59,28/04/2021 ()

Thoi gian goi

12:11,25/04/2021

12:11,25/04/2021

12:11,25/04/2021

12:11,25/04/2021

12:11,25/04/2021

12:11,25/04/2021

12:11,25/04/2021

12:11,25/04/2021

12:11,25/04/2021

12:11,25/04/2021

Béo céo

© © Tétcatangtha B T4t cé Phién ban i Tét ca Pau s6 M) Tt ca cudc hoi thoa Xéa XLS csv
ID cude hi thoal Gol tir Goi dén Thai lugng Trang théi
8773e485-9bd3-42d6-aa2d-5f27eed53490 106 387 697 588 0866189856 00:00 MISSCALL
f046decb-ef39-45b7-9130-ebf0d743fbf3 106 387 697 588 0866189856 00:00 MISSCALL
41¢850c9-cfb8-4fbd-992¢-2035add5d557 104 387 697 588 0866189856 00:00 MISSCALL
a03882da-011a-4a84-9b01-529d835f80c1 103 387 697 588 0866189856 00:00 MISSCALL
21d7ac12-8419-4b80-95¢5-h5ffa9ca55e9 101 387 697 588 0866189856 00:00 MISSCALL
e13a4da2-4620-4580-b8fc-df0aec732aec 99 387 697 588 0866189856 00:00 MISSCALL
2796cabe-c4f4-4ef8-ab9c-1455b8884aed 98 387 697 588 0866189856 00:00 MISSCALL
e77a86f5-8f5d-4b9b-b0d2-aa945cbb4936 95 387 697 588 0866189856 00:00 MISSCALL
03867cb9-4794-4007-97d1-d9bb01ad2535 93 387 697 588 0866189856 00:00 MISSCALL
598e5d7-5960-4fd7-h9ef-9f4d0c3b1195 87 387 697 588 0866189856 00:00 MISSCALL

|-

Giao dién cho phép ngudi dung tra ciru lich sir cudc goi ciia cac cudc goi Inbound 1an Outbound

Co6 thé loc theo khoang thoi gian, Chién dich, Trang thai, Phién ban kich ban ,
Pau sb, ID cia cudc goi

H3 tro xuét lich st dudi dang XLS hoiac CSV

Khi click vao 1 cudc, cé thé xem duoc thong tin chi tiét cua cudc hoi thoai dé bao
gom: Théng tin thoi gian, trang thai, file ghi am cudc goi, ndi dung cudc trd
chuyén, ludng xtr ly caa kich ban, théng tin béo céo (C6 thé ting tbc file ghi &m
dé nghe lai nhanh hon)

C6 chirc nang danh gia lai cuc goi, co thé danh gia do chinh xac nhan dién giong
noi, nhan dién y dinh, ludng kich ban

C6 kha nang tich hop dé giri bao cao qua email quan tri vién, tu van vién

5.13. Giam sat h¢ thong

Giao dién cho phép nguoi dingtheo ddi cac chi s6 realtime nhur sé lugng cudc goi
dong thoi, sé lugng request dong thoi téi cac hé thong core Speech To Text, Text
To Speech, Natural Langauge Processing

Cho phép tra luu lich st cac théng sé trén theo khoang thoi gian

Theo d6i trén toan bo hé thdng hoic cé thé loc riéng theo tung kich ban
Inbound/Outbound, theo Chién dich

Kiém soat Audit, luu toan bd thong tin user tuong tac vao hé théng

5.14. Bang ma tran phan quyén

L A Quan | Nguwoidung | Nguwoichay | Giam sat
Chire ndng | Quyén tri kichban | chién dich vién
L Tim kiém file ghi 4m X X X X
Quan [7kho- [ Gpload file ghi am X X
g Sua tén file ghi am X X
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L A uan Ngwoi dun Nguoi cha Giam séat
Chire ning Quyén Qtri lg(ich bin i cﬁié'n dic.hy vién
Xoa file ghi am X X
Tim kiém dau so X X X X
Quan ly ddu | Thém dau s6 X
sO Stra dau sb X
X6a dau so X
Tim kiém kich ban X X X X
Thém kich ban X X
Sao chép kich ban X X
Stra thong tin kich % «
Quan ly kich | ban
ban Dung kich ban X X
Xuét ban kich ban X X
Kich hoat / V6 hiéu X X
hoa kich ban
Xoba kich ban X X
Tim kiém chién dich X X X X
Quan ly chién | Tao chién dich X X X
dich Giam sat chién dich X X X X
Béo céo X X X X

6. Cac giai phap kién tric khac

6.1. Kién truc wng dung Microservice

e Toan bo hé théng Callbot duoc thiét ké theo kién trac Microservie, tirc 1a mot tap

hop céc service nhd va doc 1ap vadi nhau, cé thé chay va trién khai riéng bi¢t. Moi

service s€ dam nhi€ém mot nghiém vu nhat dinh

e Khi 4p dung kién truc nay mang lai cac uu diém nhu:

o D& dang hon trong viéc bao tri va nang cap, khi ta chi can can thiép vao
mot vai service nho trong ca mot hé thong 16n, ma khong lam anh hudng
tdi cac service con lai

o Kha ning testing d& dang va thuan tién hon khi chi can test service duoc
nang cip va nhimng service lién quan t6i n6. Pham vi can test s& nho hon
rat nhiéu, tiét kiém thoi gian va nguén Iuc

o Trién khai nhanh choéng do cac service co thé trién khai doc lap vé1 nhau

o Khong bi gidi han vé mit cong nghé. Do cac service s& giao tiép voi nhau
qua cac giao thic chuin nhu Restful, Socket, ... Vi vay céc service co thé
stt dung cac ngdn ngir, cong nghé khac nhau. Ciing c6 thé d& dang thay
dbi, ning cap cong nghé sir dung ciia cac service ma khong anh hudng t6i

toan bo hé thong téng

e Vi¢c trién khai dang Microservice con mang dén mot wu diém quan trong khac do

1a kha nang scalable. Hé théng hd trg ca Vertical Scaling (Nang cp phan cing dé

nang tai dap umg hé théng) va Horizontal Scaling (Trién khai trén ha ting nhiéu
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server, may tram khac nhau dé ning tai dap tmg hé théng). Vi vay cac hé théng
cong nghé 156i nhu Speech To Text hay Text To Speech c6 thé chia tai trén nhiéu
server, tan dung va t8i wu tai nguyén.

e Céc module cong nghé 15i nhu Speech To Text va Text To Speech co thé trién
duoc trién khai doc 1ap trén céc server. Viéc tang/giam $6 lugng server sé& dugc
thuc hién thu cong, khong hd trg phuong an ty dong dua theo luu luong tai. Tuy
nhién khi tai thdp, cac tai nguyén cua server ciing chi duy tri & muc t6i thiéu,

khong tén dién ning nhu luc cao tai

6.2. Kién tric trién khai Docker

e Hé théng dugc thiét ké Theo kién tric Microservice, do vdy s& bao gom rat nhiéu
céc service nho can trién khai doc 1ap.

e D¢ gilp trién khai nhanh chéng toan bo hé thong, linh hoat trén cdc mdi truong ha
tang khac nhau, hé théng ap dung phwong an trién khai dong géi container, sir
dung Docker

6.3. Cau tric log va ciu hinh hé thong
e H¢ théng hd tro ghi lai toan b¢ hoat dong cua hé théng gém:
= Céc thong tin truy cap, xtr Iy, van hanh, cac 16i phat sinh cta cac service
trong hé théng (Luu trir dang file, tp trung vao 1 thu muc trén ting
server)
* Dt liéu lich str ctia toan bd cude goi, cac chién dich da thuc hién (Luu trix
vao co s¢ dir li¢u tap trung)
= Cac file ghi am cudc goi (Luu trit dang file vao 6 cing trén timg server, c6
thé truy cap qua HTTP Url)
e Phuong an luu trit, backup log hé thng:
= Dir liéu log dang file: hd trg rotate log theo ngay, backup va nén lai dé
giam tai nguyén luu trit. Hé thong mic dinh sé& giit lai log trong 90 ngay
gan nhat.
* Dit lidu trén co s& dit liéu: hd tro phan manh database, backup theo
partition
» Dit liéu 4m thanh: c6 thé nén chét lugng am thanh xuéng dé luu trix
e Tu dong hoa viéc backup log, dit liéu theo khoang thoi gian nhét dinh. Hé thng ciing c6
thé cung cip phuong thirc cu hinh linh hoat phuong thirc nén, retension rule va x6a
e Hg¢ thdng hd tro luu ciu hinh tng dung va hé thdng tu dong thanh cac phién ban, va co
thé khoi phuc lai nhanh chéng

6.4. Kha nang tich hgp
e Linh hoat trong phuong an trién khai, hd trg cung cép dich vu duéi dang Cloud
14n On-premise
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Sén sang cac phuong an tich hop véi hé thong CRM va cac hé théng quan tri khac
cua ddi tac, phuong thirc tich hop s€ dugc thao luan va théng nhét cu thé dya theo

nghi¢p vu va dau bai trién khai
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