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Case Orlgm

SameDay
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SO LIUONG CASES SO LUONG SO LUONG CASE SO LUONG CASE
KHACH HANG KHIEU NAI XU LY THAC MAC
- - B 1646% 82.14%
| BANG THONG KE KHIEU NAI & THAC MAC THEO CASE SUB REASON | (1Y TRONG THAC MAC VA KHIEU NAI
Case Sub Reason % Problem case Problem Amount % Question case Question Amount @ Question ®Problem @
Total 16.46% 10833 82.14% 54067 0.92K (1.4%)
10.83K (16.46%)
5.12% 34 5.27% 35
Ban pha gia 75.00% 3 25.00% 1
Cac van dé lien quan dén NPP, Ctra hang 41.32% 50 58.68% 71
Cach bdo quan 100.00% 4
Call 100.00% 103
Can nang 100.00% 52
Cap nhat thong tin trang giai 100.00% 1 54.07K (82.14%)

Toplc

Subject

' BANG THONG KE KHIEU NAI & THAC MAC THEO CASE REASON

Case Reason % Problem case Problem Amount % Question case Question Amount
Total 16.46% 10833 82.14% 54067

13.03% 31 5.88% 14
Campaign 12.86% 31 85.89% 207
Distributor 13.48% 69 86.33% 442
Employee 66.67% 4 16.67% 1
Home Delivery 3.63% 12 72.81% 241
Location 0.12% 1 98.33% 826
Marketing Cloud 100.00% 739
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CASE REPORT OVERVIEW

| S6 LUONG CASES | SO LUONG THONGIAN X LY | (TILE CASE DONG | [ TILE CASE DONG | [ s6 LWONG CASE SO LUONG CASE |
KHACH HANG TRUNG BINH (GIO) < 24H <1 NGAY KHIEU NAI XU LY THAC MAG
0
65.80K || 4250K || 27.356 || 85.73% || 83.02% || 10.83K || 54.07K

Year, Month, Day

g z 3 Y >, ” N\ ( ~ = x =
_ XU HUONG CASES VA TB THO'I GIAN XU’ LY PHAN BO CASES THEO NGAY TRONG TUAN
@ Total Cases ®Avg Call Duration 1: Mon | 2: Tue | 3:Wed | 4:Thu | 5: Fri | 6: Sat | 7:Sun
Typ e 65K 100 11K
8K 95.09 7.6K
Multiple selections
8K
6K
Khu vuc %0
4K
_ 2K
0.5K
Case Orlgln 0K 0.77 W 0
2025 2025 2025 March 2025 April  2025May 2025 June  2025July 2025August 2025 2025 2025 2025 2026 2026
_ January February September October November  December January February 7
N J
XU HUONG CASE VE XU’ LY THAC MAC VA KHIEU NAI [TY TRONG THAC MAC VA KHIEU NAI
SameDa .
y @ Problem @ Question ® Question @Problem @
0.79K
545K 6.57K (12.18%) (1:46%)
4.69K
4.16K 4.15K
4K 3.70K 3.68K
3.30K 3.40K 3.50K 3.20K 3.19K
2.93
TOpIC 2K
0.46 0.31 0.27 0.37 0.43 0.37 0.42K
: : 0.04
oK -
January February March April June July August September October November December January February
Subject 2025 Vonth 2026 46.61K (86.36%)
_ B
SO LUQNG TOPIC BANG THONG KE SO LUONG CASE THEO CASE REASON
Cap nhat thang tin trang giai 248.00 Type @Problem @ Question
Tw vén vé ché do dinh dudng 231.00 48K
Colosbaby | 87.00
Case Reason Thong tin lien he [ A 75.00
Thong tin Chuong Trinh Khuyén Mai ||| | | A 54.00 @
Db choi quat cam tay ||| | | I 42.00 8
Tw van vé& san pham VitaDairy ||| | | | JJEE 39.00 O
P . S . ©
Case Sub Reason Géu bong ngt hinh hoa 16n | 29.00 E 20K
Colosbaby goid || 27.00
colos gain [ I 24.00
Db choi khang long phong banh [l 22.00 0k OK OK OK Ok oKk OK Ok oKk 1K 1K ok oK OK ok K 1K 2K
stabot [ 20.00 0K — — — = — — — —
Case Sub Reason Deta" ColosGain - 19.00 Campaign  Distributor ~ Employee Home Location  Marketing  Nghi ngo Nutrition Others Product Reward
. . p . Delivery Cloud Ira ddo App
Cép chao chéng dinh sunhouse || 18.00 Case Reason
o oggi I 17.00 RA A E Ti )
= BANG THONG KE Tl TRONG CASE THEO CASE REASON
Colosbaby gold 0+ [JJJlij 15.00
sira colosbaby [l 15.00 Year Month Campaign Distributor Home Location Nghi ng& Nutrition Others Product Reward Ag
' Delive Itra dao
xe choi chan [l 15.00 vew y
Colos baby [l 14.00 2 2025  January 0.09% 0.09% 0.52% 0.26%  1.74% 104% 9627
Bo 3 con quay [l 13.00
Bop dung dd nhé cho me va bé | 13.00 2025  February 0.61% 0.81% 2.85% 2.85% 92.87'
Oggi gold [l 13.00 2025  March 1.52% 2.02% 4.04%  7.58% 707%  77.78
Tuicanva tién ich [JJij 13.00
calokid [l 12.00 2025  April 1.12% 3.91% 2.23% 10.61% 8.38% 73.74
Chéo chéng dinh :
a0 enong am Bl 12.00 2025  May 4.95% 1.98% 3.96% 13.86% 75.25
chabé khac [l 12.00
vay séy toc [l 12.00 2025  June 1.39% 4.17% 0.69% 2.08% 13.19% 78.47
Cal Id it dwong 900 :
alosure gold it dwong 900g | 11.00 2025  July 2.54% 4.24% 3.39% 1.69% 22.88% 65.25
ColosBaby PEDIA || 11.00
B6 3 con quay ngd nghinh | 10.00 2025  August 1.67% 1.67% 1.67% 1.67% 13.33% 80.00'
Géi cao sunon Il 10.00 2025  September 0.65% 2.58% 6.45% 9.03% 81.29
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VOC - CASE REASON REPORT

SO LUONG CASES

65.82K

(TY TRONG NHOM CASE REASON

Case Reason @Reward App @ Product @ Others

Reward App

57.342K

) ( < N\ /7 -
SO LUONG SO LUONG CASE SO LUONG CASE
KHACH HANG KHIEU NAI XU LY THAC MAC
) \_ J U J
| (TY TRONG NHOM CASE REASON h
Location @ Marketing Cloud @ Distributor @ Home Delivery @ Nutrition @ Campaign Nghi ng¢ Itra ddo @ Employee o Case Reason
2K (2.42%) {0.5%) @® Reward App
FEE 4K (5.39%) @ Product
@ Others
Location
3.546K @ Marketing Cloud
Others @ Distributor
® Home Delivery
@ Nutrition
1.596K @ Campaign
Distribu... 57K (87.12%)
o M /

s N > > ya N\ ( ~ = ~N s Y > s s
TB THO'I GIAN XU’ LY CAC CASE REASON PHAN BO CASES THEO CASE SUB REASON TB THO'l GIAN XU LY CAC CASE SUB REASON
CAC CASE REASON CO THO'I GIAN XU LY TRONG NGAY CAC CASE SUB REASON CO THO!I GIAN XU LY TRONG

Giao hang 14.8K
CTKM web App [ HNNEGNEE
15 Ma QR Nha phan phéi - [ N - ¢
Qua Mudn nhap hang ban [ N -5
o Chuong trinh KHTT . Bia chi cra hang [ NG 77
. Ma mudng |G 34« Khiéu nai CTKM ngo... | G 1 sc
E-voucher [ 26« cach bao quan [ GGG 126
05 0.38 035 033 pang nhap [ 1.9 Thuong doanh 6 [N 102
. . 0.26 0.20 0.19 0.19 Thong tin canhan [l 1.7 Khiéu nai chét lvong ... | | | | o.00
0 san st [
. LT el ., —
FRER & & S (& Khiéu nai chét lvong... [ 14K Thuong trung bay [ o.76
RSN N o™ @\Q\ e@ . «" o0 O W Cudc goi rot, nha ma... [l 13K Nhan vién ban hang [N o.71
S T L
¢ NN N o Thong tin san pham [ 1.0k crahang [N 0.68
gg N c A -
3 Dia chi cra hang [ 0.8 3 cannang [N 0.64

N g % Use Case 13 ] 0.7 g Tieu hoa [N 0.63

— S |3 07K T2 twong I 0.6
TI TRONG CASES THEO CASE SUB REASON n ) - . [] S cacvan gb lie B 50

Cace Sub Reason g Thé nap dién thoai . 0.7K a ac van deé lién quan... .
iao h2 @ Khac [ 0.6k o Giaohangtannha (... | 047
0K @ Giao hang &) : [72) .o ~
0K (2.03%)(0-65%) ) Théc mic chét lvong... JJ] 0.6K 8 Ché do dinh dusng c... [N 0.46
. (] .Ma QR < & X
1K K (39.7%) o Hwong dan st dung ] 0.3K Théc méc chét lvong... [ 0.44
ua ~
(7.23%) Tai ong dung ] 0.3K va oTP [ 0.44
Web A| . . R
1 e Muén nhap hang ban || 0.2k Giao hang [ 0.38
(7.25%K) @ Chuong trinh KHTT Didm I 0.2K U | - 0.35
@ E-voucher Thé 16 chuong trinh | 0.2K Dang ky [N 0.31
@ Ma mudng Gia ca san pham | 0.2k Thong tin san pham [} 0.30
Béng nhap Tiguhoa | 0.2K vz or [l 0.26
@ Thé nap dién thoai Céc vén @& lien quan... | 0.1K Théc méc CTmua ha... [l 0.25
Théng tin c& nhan Call | 0.1k Hu’c?g dan.sw dung B 023
3K - N&i may dén cacbo ... | 0.1K Thé nap dién thoai [l 0.23
(16.77%) @ Tai ing dung ; .
| @®biém Tra thwong | 0.1K khac [l 0.23
249, Hay Bon hang - 0.22
4K (18.24%) 0K 5K 10K 15K
v Total Cases 0 1 2 3
\ y BN y,
BANG THONG KE SO LUONG THAC MAC THEO CASE REASON 'BANG THONG KE SO LUONG KHIEU NAI THEO CASE
Quarter Campaign Distributor Employee = Home Location  Marketing Cloud  Nghi ng& Nutrition Others REASON
Delivery Iwa gao Quarter Campaign Distributor Employee Home Location Nutritic
Delivery
Total 15 208 447 1 243 838 754 147 310 1502
Qtr 1 5 59 144 1 59 283 82 48 121 476 Total 31 31 69 4 12 1
Qtr 2 4 40 123 44 227 225 81 284 e 12 . = © i
Qtr 3 21 97 65 167 219 52 272 Qtr 2 10 4 13 4 2
Qtr 4 6 88 83 75 161 228 99 56 470 Qs 9 2 &
BANG THONG KE Ti TRONG THAC MAC THEO CASE REASON BANG THONG KE Ti TRONG KHIEU NAI THEO CASE REASON
Quarter Campaign Distributor Employee Home Location  Marketing Cloud Nghi ng& Nutrition Others Quarter Campaign Distributor Employee Home Location Nutritic
Delivery Ilra dao Delivery
Total 0.03% 0.38% 0.81% 0.00% 0.44% 1.52% 1.37% 0.27% 0.56% 2.72% Total 0.28% 0.28% 0.63% 0.04% 0.11% 0.01% 0.(
Qtr 1 0.03% 0.32% 0.79% 0.01% 0.32% 1.56% 0.45% 0.26% 0.67% 2.62% Qtr 1 0.16% 0.12% 0.37% 0.07% 0.01% 0.(
Qtr 2 0.04% 0.36% 1.11% 0.40% 2.05% 2.04% 0.73% 2.57% Qtr 2 0.62% 0.25% 0.81% 0.25% 0.12%
Qtr 3 0.20% 0.92% 0.61% 1.58% 2.07% 0.49% 2.57% Qtr 3 0.84% 0.52% 1.57%
Qtr 4 0.04% 0.57% 0.54% 0.49% 1.05% 1.48% 0.64% 0.36% 3.06% Qtr 4 0.09% 1.21% 1.31% 0.47%




Year, Month, Day A
All Vv
Type e

Multiple selections Vv

Khu vuc e
All

Case Origin V
All

SameDay .

All %

SO LUONG CASES

65.82K

SO LUONG
KHACH HANG

42.59K

SO LUONG TiNH THANH SO LUONG KHU vUC

65 3

THO' GIAN XU LY
TRUNG BINH (GIO)

27.356

THOI GIAN XU LY
TRUNG BINH ( NGAY)

1.1

Topic e
All %
Subject N
All %
Case Reason hd
All %
Case Sub Reason e
All %
Case Sub Reason Detail .
All %

PHAN LOAI CASES THEO KHU VU C SO LUONG CASE XU LY KHIEU NAI/THAC MAC THEO KHU TB THO'I GIAN XU LY KHIEU NAI/THAC MAC THEO KHU VU C
Mién Tay B Mién Tay A Ha Noi b6... vycC Type ® @Problem @ Question
Type ® @Problem @Question
133.10
10K 9.29K
8.14K
7 55K 101.49
100 86.85 87.11
4.48K
o 411K 3 78K
50
2.0
1.7 1.31 1.0 1.1 09 0.9 07 1 .00 .348 5 43 22 .58 46 76 14 0
’ : : : : 7. 6.9 . 4.8 54 5.9 6.4 4.4 .
Ha Noi Tay Bic o 0.1 0.1 0.1 0.1 0.0 0.0 0.1 0.0 0.0 .
Béc Trung Mién Tay Mién  (Blank) Mién  HaN6i MiénTay HaNoéi  HCM Béc HCM Béc HaN6i  Mién MiénTay HaNoi  Mién Mién Tay (Blank)
B Péng Trung Tay Bac A DPoéng Trung Trung TayBac Déng A DPoéng Trung B
Béc Béc
Khu vue Khu vue
( BANG PHAN BO SUBJECT THEO KHU VUC | BANG PHAN BO SUBJECT THEO KHU VU’C
Topic Béc Trung Ha Noi bong  Ha Noi Tay Ba&c HCM Mién Bong Mién Tay A Mién Tay B Mién Trung Tota Subject Béc Trung Ha No6i Dong Bac Ha Noi Tay Ba&c HCM Mién Bong Mién Tay A Mién Tay B Mién Trung T
Béc A
v Reward App 458 474 531 615 546 1133 749 1282 808
8180 4371 5236 6190 4896 9476 6095 10894 7098 624: Ma QR khéng ton tai 28 144 248 263 209 371 235 411 268
Cap nhat thong 25 26 37 10 37 33 38 42 2¢ | ThoiGian Giao hang | 109 164 233 228 152 338 254 405 226
tintring giai | BéiQua 69 17 142 155 129 298 200 352 219
Twvan vé che 33 22 21 18 8 33 22 44 30 20 | Giao Hang 32 112 159 157 116 272 175 355 228
do dinh dwgng Tich xu ho KH 743 33 74 84 199 89 82 81 101
Colosbaby 2 10 " 8 9 20 9 9 9 | Rap 89 142 143 128 229 179 230 150
Théng tin lién hé 6 4 6 1 1 10 7 12 9 T | kiém tra don qua 97 80 126 155 70 207 156 221 166
Stra 6 1 1 6 4 10 9 S 100 € | RA-péi qua 59 87 106 129 80 196 120 260 146
gr‘fr(‘)?n“”T - 8 3 6 4 3 8 7 6 9 ' | Giaoqua 62 78 86 121 97 186 125 195 130
Kh:fyéngMgi“ RA- Tich diém 175 64 96 1M1 52 11 56 120 103
Pb choi quat 4 4 2 6 7 7 7 5 y R'A; - Tich diém ‘ 188 71 77 120 34 133 58 106 92
ARAn s Kiém tra don hana 77 50 70 98 63 135 84 163 79
Total 8420 4620 5565 6563 5157 10057 6461 11463 7517 658: Total 8420 4620 5565 6563 5157 10057 6461 11463 7517 €
a«
( BANG PHAN BO CASE REASON THEO KHU VUC Case Reason theo khu vwe
Khu vue Campaign Distributor Employee Home Delivery Location Marketi . o . . _ . -
Case Reason ® Campaign @ Distributor @ Employee @ Home Deli... @ Location @Marketing ... ®Nghi ng... @ Nutrition ® Others @ Product @ Reward ...
42 28 31 95 157
BAc Trung 13 11 73 2 14 35 10.3K
Ha Noi Dong Bac | 24 17 70 21 70 10K
Ha Noi Tay B&c | 28 11 88 42 142 8.9K
HCM 20 23 50 1 29 130 71K
Mién Bong 39 33 87 44 116 ' 6.5K
Mién Tay A 11 29 28 3 19 41 5.5K 5.9K
Mién Tay B 37 62 36 41 82 5K 4.8K 45K
Mién Trung 30 28 54 29 79 3.9K
Total 244 242 517 6 334 852
0.0K 0.0K 0.0K = 0.0K 0.0K0.0K || 0.0K0.1K 0.1 0.0K0.0K0.0K  0.0K0.0K0.0K || 0.0K0.0K0.0K || 0.0K0.0K0.0K | 0.0K0.0K0.0K || 0.0K0.0K 0.0K
0K . o] — — e — ——— - — - —— - — — -
Mién Tay B Mi&n Bong (Blank) Mién Trung Ha Noi Tay Bac Mién Tay A Ha Noi Bong Béc HCM Béc Trung
BANG PHAN BO CASE SUB REASON THEO KHU VUC BANG PHAN BO CASE SUB REASON DETAIL THEO KHU VUC
Khu vuec Case Sub Reason Total Cases Khu vue Case Sub Reason Detail Total Cases
v v
Mién Trung 90 Mién Trung 989
Mién Trung Béan pha gia 1 Mién Trung Bao bi khéng nguyén ven 1
Mién Trung Cac van dé lién quan dén NPP, Clra hang 11 Mién Trung Bung nép, gi sét, mép méo 1
Mién Trung Call 15 Mién Trung Cach thirc d6i qua 1
Mién Trung Can nang 7 Mién Trung Cach thire tich xu 113
Mién Trung Ché d6 dinh dwéng cho tré 2 Mién Trung Cap nhat théng tin tring giai 48
Mién Trung Chiéu cao 1 Mién Trung Cham téng can 6
Mién Trung Chuong trinh KHTT 534 Mién Trung Chét lwong 28
Mién Trung CTKM 982 Mién Trung Chinh sach thanh vién 10
MiAn Triina Crun hana [ MiAn Trina Chisa miia AE
Total 65823 Total 65823




Year, Month, Day

Type

Multiple selections

Khu vu'c

Case Orlgm

SameDay

VOC - METRIX DETAIL

Toplc

Subject

BANG THONG KE SO LWONG THAC MAC THEO CASE REASON

CASE REASON

' BANG THONG KE SO LWONG KHIEU NAI THEO

Case Reason

Case Sub Reason

Case Sub Reason Detail

Q
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January
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November

December

Year Month Campaign Distributor Employee Home Location  Marketing Cloud Nghi ng& Nutrition
Delivery Ira dao Year Month Campaign Distributor Employee Hi
De
Total 15 208 447 1 243 838 754 147 31
Total 31 31 69 4
B 2025 Total 10 204 419 211 781 673 99 2¢
B 2025 Total 25 27 68 4
2025 January 17 39 7 92 1 1
2025 January 3 3 1
2025 February 15 40 9 77 z
2025 February 2 7
2025 March 23 37 11 57 :
_ 2025 March 1 2 18
2025 April 4 15 60 11 75 1
2025 April 2 2 6 1
2025 May 17 36 17 76 62 : -
2025 M 2 2 3 1
2025 June 8 27 16 76 163 : ay
2025 J 6 4 2
2025 July 13 33 34 58 82 : une
2025 July 3 3 8
2025 August 6 37 16 59 70 1
2025 August 3 3
2025 September 2 27 15 50 67 1
2025 September 2 2 4
2025 October 2 3 22 27 59 83 1
2025 October 1 8 9
2025 November 3 14 22 24 60 71 12 1
2025 November 2 3
2025 December 1 71 39 24 42 74 87 1
2025 Decemb 3 2
2026 5 4 28 1 32 57 81 48 y ecember
BANG THONG KE SO LUONG THAC MAC THEO CASE REASON BANG THONG KE Ti TRONG KHIEU NAI THEO
Year Month Campaign Distributor Employee Home Location  Marketing Cloud Nghi ng& Nutrition CASE REASON
Delivery Ira dao Year Month Campaign Distributor Employee H¢
Del
Total 0.03% 0.38% 0.81%  0.00% 0.44% 1.52% 1.37% 0.27% 0.56%
Total 0.28% 0.28% 0.63% 0.04%
5 2025 Total 0.02%  0.40% 0.83% 0.42% 1.55% 1.33% 0.20% 0.52% ot ° ° ° °
B 2025 Total 0.24% 0.26% 0.65% 0.04%
2025 January 0.31% 0.72% 0.13% 1.69% 0.02% 0.35% ° ° ° °
2025 Janua 0.10% 0.10% 0.03%
2025 February 0.32% 0.85% 0.19% 1.64% 0.47% vary ° ° °
2025 Februa 0.07% 0.24%
2025 March 0.70% 1.12% 0.33% 1.73% 1.00% S ° °
2025 March 0.10% 0.21% 1.86%
2025 April 0.10%  0.36% 1.44% 0.26% 1.80% 0.55% ° ° °
2025 April 0.44% 0.44% 1.32% 0.22%
2025 May 0.50% 1.06% 0.50% 2.24% 1.83% 1.00% 2 ° ° ° °
2025 M 0.38% 0.38% 0.57% 0.19%
2025 June 0.23% 0.77% 0.46% 2.17% 4.66% 0.69% ay ° ° ° °
2025 J 0.95% 0.63% 0.32%
2025 July 0.35% 0.89% 0.92% 1.57% 2.21% 0.54% une ° ° °
2025 Jul 0.87% 0.87% 2.32%
2025 August 0.16% 1.01% 0.44% 1.60% 1.90% 0.44% wy ° ° °
2025 August 0.99% 0.99%
2025 September 0.06% 0.84% 0.47% 1.56% 2.09% 0.50% et ° °
2025 September | 0.66% 0.66% 1.31%
2025 October 0.05% 0.07% 0.53% 0.65% 1.42% 2.00% 0.51% P ° ° °
2025 October 0.37% 3.00% 3.37%
2025 November | 0.05% 0.25% 0.40% 0.43% 1.08% 1.28% 0.22% 0.33% ° ° °
2025 November 0.54% 0.81%
2025 December | 0.02% 1.25% 0.69% 0.42% 0.74% 1.30% 1.53% 0.30% Y ° °
2025 Decemb 0.69% 0.46%
2026 0.11%  0.08% 0.59%  0.02%  0.67% 1.20% 1.71% 1.01% 0.99% ecember ° °
BANG THONG KE SO LUONG THAC MAC THEO CASE REASON
Case Reason Case Sub Reason Problem Question Total
31 14 45
E Campaign Cap nhat thong tin tring giai 1 1
Campaign Khiéu nai CTKM ngoai RA 27 27
Campaign Thé |é chwong trinh 3 204 207
Campaign Tra thwéng 1 2 3
B Distributor Ban pha gia 3 1 4
Distributor Céc van dé lien quan dén NPP, Clra hang 50 71 121
SO LUONG THAC MAC THEO CASE SUBREASON DETAIL SO LUONG KHIEU NAI THEO CASE SUBREASON DETAIL
Case Sub Reason Detail ® ®Bao bi k... ®Biéng &n ®BUt16n... @Cach th... @ Cach th... @Cap nh... ®Chamt... @Chét Iu... 4 Case Sub Reason Detail ® @Bungn... ®@Céach th... @Cap nh... @ Chét lu... .. @Chuvan... ®@Chuvan... @Céhat... @Cohat... »
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CHATBOT PERFORMANCE REPORT - OVERVIEW

e N N\ N [ A
SO LUONG USER SO LUQNG HQI THOAI SO LUONG HOI THOAI SO LUONG HOI THOAI
TU DONG CHUYEN DOl
56.12% 43.88%
\_ /L /L /L J
' Ti TRONG LUQ'T CHAT (Ti TRONG LU'Q'T CHAT THEO NAM ) (XU HUONG CHATBOT VA AGENT CAN THIEP )
Chat_Type @Bot_session @ Agent support Chat_Type @ Agent support @Bot_session Chat_Type @ Agent support @Bot_session
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1.0 '
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CHATBOT PERFORMANCE REPORT - MESSAGE COUNT
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CHATBOT PERFORMANCE REPORT - TIMECONVERSATION
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VINBRAIN CHATBOT - CHANNEL REPORT
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