Cau 1. Freshdesk la gi?

A. Mt phan mém ké todn

B. Mdt nén tang dich vu khach hang (Helpdesk)
C. Mt phan mém quan ly kho hang

D. Mot phan mém chinh sira anh

Chu 2: Trong Freshdesk, “Ticket” la gi?

A. Mt yéu cau ho trg ctia khdch hang
B. Mot hop dong ban hang
C. Mot san pham trong kho
D. M@t hoa don thanh toan

Céu 3: M6-dun néo trong Freshdesk cho phép tw dong héa viée phan bo ticket cho agent?

A. Ticket Routing

B. Ticket Automation
C. Supervisor Rules
D.Aand B

Céu 4: Trong Freshdesk, SLA (Service Level Agreement) ding dé lam gi?

A. Dinh nghia thoi gian phan héi va giai quyét ticket
B. Xac dinh khach hang nao quan trong nhat

C. Quan ly danh sach san pham

D. Xéc dinh s6 lugng agent trong hé thong

Céu 5: Chirc nang Knowledge Base trong Freshdesk giup ich gi?
A. Luu trir va cung cap tai liéu tu phuc vu cho khach hang
B. Quan 1y hop dong voi khach hang

C. Ty dong tao ticket moi
D. Phan bé ticket cho agent
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Phan 2: Trung cap

Ciiu 6: Trong Freshdesk, Automation Rules co thé chay dia trén diéu kién nao?

A. Khi ticket duoc tao

B. Khi ticket duoc cip nhit
C. Theo lich trinh dinh sin
D.CaA,B,vaC

Céu 7: Customer Satisfaction (CSAT) la gi trong Freshdesk?

A. Mot loai bao cao doanh thu

B. Thudc do mirc dé hai long cua khach hang
C. Mot loai SLA

D. Mdt chirc ning giri email hang loat

Ciu 8: Trong Freshdesk, Team Huddle la gi?

A. Mot tinh ndng cho phép agent thao ludn ndi bo vé mot ticket
B. Mot loai béo céo vé hiéu suat agent

C. Mot loai SLA nang cao

D. Mt cong cu giri email tr dong

Ciu 9: Ché d6 Omnichannel trong Freshdesk givp gi cho doanh nghiép?

A. Tich hgp email, chat, phone, social media vao mot nén tang duy nhat
B. Quan 1y kho hang tét hon

C. Tao hoa don ty dong

D. Phan loai khach hang theo doanh thu

Ciu 10: Freshdesk Freddy Al cé thé ho tro nhitng chirc ndng nao?

A. Tra 1o tu dong bang chatbot

B. Phén tich dir liéu va du doan xu hudng

C. Bé xuat cau tra 1oi dua trén Knowledge Base
D.CaA,B,vaC
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Phan 3: Nang cao

Ciu 11: Trong Freshdesk, Scenario Automation la gi?

A. Mot ¢ong cu tao bio cdo tiy chinh '

B. Mét tinh niing gitip thyre hién nhiéu hanh dong tr ddng chi véi mot ¢t nhip chudt
C. Mot hé théng theo di SLA

D. Mt loai phian quyén trong hé thong

Céu 12: Khi mét ticket trong Freshdesk dwec danh dau la Resolved, diéu gi sé xay ra?

A. Ticket ty dong dong ngay lap tirc

B. Ticket van m¢ cho dén khi khach hang xac nhén hodc tv dong dong sau mot thoi gian quy
dinh

C. Ticket bi xég khoi hé théng

D. Ticket chuyén thanh bao cao

Ciu 13: Trong Freshdesk, ban c6 thé tich hop bén thir ba théng qua phwong thire nao?

A. Marketplace Apps

B. API & Webhooks

C. Zapier & Workflow Automations
D.CaA,B,vaC

Ciu 14: Mot cong tv c6 thé tao nhiéu portals trong Freshdesk khong?

A. Khéng, mdi cong ty chi c6 mot portal

B. Co, vai goi Freshdesk phu hop

C. Chinéu st dung API

D. Khéng, chi ¢ thé tao nhi¢u nhom (Groups)

Ciu 15: Trong Freshdesk, mét agent cé thé thuéc nhiéu groups (nhém) khong?
A. Khéng
B.Co

C. Chi trong géi Enterprise
D. Chi véi s cho phép ciia Admin
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Phan 4: Chuyén sau
Ciu 16: Freshdesk ho tro Custom Objects ding dé lam gi?

A. Tao va quan ly dir li¢u tay chinh ngoai ticket, contact va company
B. Thay doi giao dién trang chit

C. Quan Iy quy trinh vén hanh ndi bd

D. Chi &p dung cho bao cdo

Céu 17: Email Parser trong Freshdesk giip lam gi?

A. Ty dong trich xuat thong tin tir email dé dién vao ticket
B. Phéan loai khach hang theo nganh

C. X6a spam email ty dong

D. Tao email méu cho agent

Ciu 18: Khi nao nén su dung Webhooks trong Freshdesk?

A. Khi can guri dir liéu tir Freshdesk dén (g dung bén thir ba
B. Khi ¢an tao ticket méi

C. Khi can phan loai ticket

D. Khi can thay déi giao dién ciia hé thong

Cau 19: Trong Freshdesk, Supervisor Rules chay vio thoi diém ndo?

A. Khi ticket duoce tao

B. Khi ticket duoc cidp nhat

C. Theo chu ky dinh san (vi du: mdi gi)
D. Khi agent nhan nit cap nhat

Ciiu 20: Field Service Management (FSM) trong Freshdesk phuc vu muc dich gi?

A. Quan 1y cic nhom hd tro tai hién truong

B. Giri thong bao tir dong dén khach hang

C. H& tro tich hop véi cac nén tang thanh toén
D. Quan Iy cac san pham vit Iy
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