NSl dinA

PROVINCIAL ELECTRICITY AUTHORITY

a WA

=
AEGIARRIRFIGERLT

(Work Manual)

nIzUIUMITUNUFBIgNA

ﬁ1ﬂﬁ11—!i§iﬁﬂ!!ﬁ$ﬂ1iﬂﬁ1ﬂ

fdhagnmmazmsnan

) , (NFTANIE QTUNT)
nmmmignmauwuﬁ MU THN.(5N)

30 08 2566 A-wm-o1

W5v1/39n5an 2)




AN

amugieomsdsziiumamsauiunusgiamnsainssuvilssiiunaluy (State

7 ' Yy Y 9
Enterprise Assessment Model: SE-AM) via ﬂmmmms1Jszmumimmu@ﬁmu%mmﬁmmz

Y v Y Y 1
v Aa a

Y k4 Y Y
9nA1 Module 2 : MIYANUGNAT TIN5 UIgNA1TY Mrualusgiamamedimssuls

a3
Y Y ] Y Y

Lﬁﬂ\‘]ﬂ]’i)\i@,ﬂﬂﬁ]ﬂﬁlﬂuigﬂu ATDUAYUNNTOINN HasNnNauana MOANMIAINABINTG

Y Y

Llagﬂin\lﬂ?ﬂﬂ"j}\iﬂl@\ii‘j‘ﬂﬂ1ﬁﬂ@ﬂ3ﬂﬂ§§§@mﬂﬂﬂ1§!ﬂﬂ@ﬂﬂ1 AAOAIUAAAY AIVFANNIT

v Y ]
o a =

H Y [ Y
mmmmmmuﬂamimﬁmmm uaz%’ﬂmgﬂumiaummﬁmmaqgﬂﬂ1gﬁai1ﬂq1um’aggmmi

Y E4
U

L4 v L4
srauge wyounwi namugnsmaasapunuunmssuljardad unnazuing uay
T B R T v ~ v @ y '
nszUIUMIMONngIvesas 11 dalagiiv nda. Tnszurumssuiadoagnalunnngu

v 9 v Y Y Y v
AA o

gna1 AseUAquNIgnA1fIgIfuL afa ga gnAguad tazgnaniidnenimlueuing ae14

v 9 Y
Wuszuy Tasimuareanialumssutadoignailunsounquynyadudauinig aw

Q q

A v IS)

v 1 v Y
Customer Journey 3389999158 0u7 Tunveamsaeas luewiaanaz lymalulagadanaui
' ' P v ' ' P
awrelumatiuin s1umdeavesgnatesiaduszun iedaay 52050 IATIZY

' Y k4

Y52UY NUNIUNTLVINUMT FOINN 1aZITMITUNUT89U9NAT TIVNININITAUIAN
] ' [ v ] v

nseudesiiodianssndu W ldaniunsae MondUaUeIAUABINIT ANAIANIS
Y = v Y ¥ [ [ (d'oll A % Yo

asnanuiane lvlvgna aaeasuaseanuduiusigsgunugnaiae i
1 9 9 ' ] 2
pild vndveordueuug vsoveasdolszmsla njandeneaeuniui ununIATIZY

Y Y Y

Pl '
ATAUNALASNHYANTIUGNAN (WarN.) NOIUTHITANATUNUD (han.) I?\hEJQﬂﬂWLmZﬂWiGm1ﬂ

(Waa.) Tn3.02-009-6735

b

LHLABIATIZN AN T LINALAS NG ANTTUGNAT
ﬂﬂﬁu?ﬂﬁgﬂf;’ﬁijﬁu‘ﬁ(
vngﬂﬂy”luazﬂ”lmam
APNUFINUAZAITAAN

FUIAN 2564



10.

11.

12.

a3vey

’Sjﬂqﬂ’izﬁﬂﬂ(
VOUIUA
MANANIY
winfinusuRasel
A3 IMaveanszuIums (Work Flow Chart)
ﬂ]zumaumiﬂﬁﬁﬁqm
WATFIUU
seUUAaMNY s upg
1ONA1301984
.
wuuesui e
52UY SAP/SEUL Software/IiJmﬂmﬁu%‘%gﬂ?;uc]/m?mﬁa?;uq
ﬁigﬁlumiﬂﬁﬁﬁam
NAHUIN

' ¢
ey nosy

-

U9
- Usziamsdsuilgeniiodfuiaau

] 9
- S0 FOHIATN

10
11
24
25
25
25

25

26



<

1. Yngiszasn
2 @ = ¢ Y] [J d? A yﬂ o a [
ANONIZUIUNIFTUNUTEIU0IgNATAMITY 1D 1T U UINIINTAMTTTUIUTY
Y v 4
Waags2u5MABIUDIGNAT MUUVBMUUAVDUNUNNIUTLHTUHAMIANTUNIUTFINNAD
v Y ' Y v v Y Y
auszuUlsziiuma vy (SE-AM) arumsyaiugiaiulaaiude uazgna (Stakeholder
Y v Y v
and Customer Management : SCM) Glum’iﬂuﬁ‘”lﬁﬁﬁumﬁmﬂlﬁﬂﬂﬂlﬂiaﬂﬂ”l NIOUNINT
= Y ! ¥ A Aaa o ¥ ! ﬁ' ¥ o a
susmdssvesgnnieoiuduszun TaslmmaluTadadwamunsae e lunsaiiuau
v v v v 2 v
ANAITINITOADAUDIANNNIND 19909gNAT 1Az AT NANNFUWNUTAVNAT AABAIY
' P ' Y
asaumai laansni ldunuamslumsdsulgaasWannesansiie lvsiulan v
v ’s ' v v 4
yoyalumsnnsansuunumsauiuaiuvotsennsnazine lHnamsasNANUAURUF A

Y v '
gnamndstuae
2. YoUIYA

Y v Y v '
ﬂﬁg‘]J'JUﬂ'ﬁ%ﬂUﬂ\uﬁﬂﬂmﬂﬂgﬂﬂﬁl Lii]ﬂ”lﬂﬂ’]ﬁ%lﬂﬂ’\ilﬁﬂﬂsllﬂﬂgﬂﬂﬁlnﬂﬁ?u@ﬁ’]ﬂ UAGEY
' o =) v =3 2 d‘ a a ¢ =~ =
INNNFOINN EU’]LL‘L!ﬂ‘IJiz!fIVILﬁfN Uuﬂﬂﬁﬂﬁ@\iaﬂﬂluﬁgﬂﬂ ﬂﬂ@’]i]/jlﬂﬁ'lzﬁ/ﬁjﬁﬂﬂlﬂﬂ‘ﬂ/
Y
wﬂﬁ”lﬁﬂﬁ'”liﬁu&ﬂﬂﬁnﬂLﬁﬂ\ﬂl@\?@lﬂﬂ'] T1IHNU/AANN L!,agl]ﬁz!lluWaﬂ13ﬁ’]ﬁ’lﬁﬁu1ﬂﬂﬂ1ﬂlﬁﬂq
Y
éll'f)\igﬂﬂ'lblﬂﬁﬁllu‘hm'ﬁ LlagﬂﬁgLNUWﬁLLagﬂﬂﬂjuﬂﬁzﬂjuﬂ”ﬁ
3. A191NAANN
¢ = ¢ A ! A4 a Y A a o A
3.1 gnA1 vy 1Ynna @Qﬂﬂiﬂi@ﬁuﬁ]ﬂﬁ1u1/l“]f’f]1’i5@1"111J§ﬂ1§11!§iﬂfﬂﬁﬁﬂllag/ﬂi’ﬂ
a d' d' d‘ v Y o ' v =) o ' Y Y ! ¥ !
FININNYAUUDINY ﬂV\Iﬂ. Iﬂ‘(’Julﬂclﬂi$ﬂ'lslflﬁl18?75’E]ﬁ'f]ﬂ’li6]1’]53?”1"]15]’]8&!;@1'Jl,l,ﬁgniJﬂﬂa\isl’Villﬂ
Y

Y v P v ' v '
fW\Iﬂ. IJ],@]!,!,‘ﬂ AnNAITININANATNUIUNDIANT (QﬂﬂTﬂEJGlWﬂJU anf1I18gvy gnaININIFIae

A Y a4 A
2U9) HazgNAIFINAUNY AU

Y v
=

Ya ! v = = ' v = =
3.2 gmmu”l@mmﬁa 1PN ﬂqwnmu%mmﬁﬂ [P MLIN
' ¢ 'd yQI a
- afna nguiana W’iﬂ@ﬂﬂﬂﬂiﬁhﬂaﬂiyﬂ‘ﬂ LLﬁ%/ﬂ?fJVlﬂiUWﬁﬂ‘i%‘ﬂ’ﬂﬂ1ﬂﬂ%ﬂiih
4 K ' ¢
Nﬁ@]ﬂmcﬂﬁéﬂﬂiﬂﬁ LLﬁZNﬁﬂﬁﬂ%uuﬂl‘lﬁLﬁﬂ’)tﬁﬂﬁﬂ]@ﬂ@ﬁﬂﬂi
A ! d‘ yo/ o‘d' a (% a A
-yanavsonguyanaiauls lasuwalsz Tesuimannmsaadulanionts
o
ANUUUNITUDIDIANT
P [ 9 v 9
- uﬂﬂﬁﬁ%@ﬂ\iﬂﬂiﬁﬁ"lﬁJ1iﬂﬁi”l\1Wﬂﬂi$Tl‘]J llﬂﬁJWﬁﬂi%‘VI‘]J W?@ﬂﬁJﬂ"ﬁi‘Ugi‘UﬂiTﬂ
v Yy
ﬁilﬂulﬂllﬂiﬂﬂaﬂiS‘VI‘Ui]"lﬂﬂ"li@]ﬂﬁucl’ﬂﬁéﬂ’ﬂ”lﬂﬂi]ﬂiﬁu
' ' ] ) v
- ngunnnauil lasumanszny viee1v lasunansznuanmsl fuianisuas

o ¢
ANUTUITIVOIDIANT



msllhasugiinn | 5

alensU{iAaru (Work Manual)

b4

<] ~ @ ! 7
3.3 Usziamdesvesgna wunede Auaedn1s anumands anuluiawela/e

Y Y [} ) Y Y Y [} ' Y '
599581 ANUNIND 10/A0FUTY 1T09509UD VYDLTUBLUZUDINAT LAZDU NUIIHIUNIVIN

! U = ' d' Y o =) A U
NN¥oIN1TsuNuFean 13 ol nia. Aulumsaeuaued #ielsvlginszuIums
ANTUUIU

v 9

3.4 MTAUNANNTIIV0IGNAT HUBDI ANUMANTI ANNABINT A Tuawe T/
v - v 4 4 v v A4
59U38U ANUNIND19/VDF UFN 1599509UD VOLAUDUULYDIGNAT HATDUS) NHIUNT
r'd Y
sy wisumen saaduanudiAguad
= d’d w o w = =S d' Y =} ' a [ i a 19
3.5 Msaumemdsaniisd Ay Ae @gangnaIlaeNanN N UINT HazalUaYU
d‘ o Y o a ' Y Y =) A ¥ ! A [ 'd
w9 nln. Nauduassauiumaae iWuvesessesunse Wuveunniosves nun. nse &aluil
@ A o Y ! ! A @ A <3 A -
NFZUIUNITIOIT U mamgﬂuﬂmﬁmmwaﬂsuﬂﬁqmizmumi o ulssfuFauani
ANTNITUIA UL UNITVSIHE
= Y d‘d [ o o ! ' = = Y d‘d !
3.6 MIAUNANNABIVDIGNAMN LTI AYLIIAIU MUEDY 1T8IUDIgNAT NUADNIT
Y a ! a v A =& ¥ a Y] dg’ a
Trusmaniee lumsneanusurareuves nila. Fagusmisszauge (Myn. Julil) Worsan
g "7 ' o a %) ' A Aa o A a A A ¢
wiunaoussautiumsun lulasaau TaaluGesninansznunwanyadoudoyoidos0nns
A A o g ¢ A A A = A !
manwanswunugﬂmiﬂﬂmqLﬁmqmw NIONNANNNYHNYHITOAANNNNTUY AN
v v [ ' Y Y
3.7 /@690 UIBNUMNUGIA ¥RNEDI YodINs ANz Yoanad voduna 1a
' v Y Y Y 1 T
YoenueunnIuguIuanamnazivaneauu Toue aumsQuuag lulymsulu
Y

! { Y o 7o o
t’f’)uﬁlﬂﬂ’)ﬂl@ﬁﬂﬂ'@'ﬂﬂ1 GUENﬂ‘iZ‘ﬂi’NlIWW]hl‘ﬂﬂ/ﬁuﬂﬂWiﬁﬁiﬁJ/ﬁﬂﬂ.Mﬂ. NITNTNNAINTU

AUZNITUMITAINITNAIIU (ANW.) AIUANUAULNITNMTU LBVI9TIITIMND (anT.)

Y
a

Y [t
n3gnsnmIads dninddadninuensguuas @du.) iuau naandaguimsgagaly
4 ) Y
52AU0IANT A0 WIN. 1B 11 na. AnlumsasuauestazlsulginszuIumsaiuau
Y 1
Tvunilszaan
a Y a = 7 4 ad Y
3.8 1 ABAVOIHVITNIT MN18DI vodam s waNUszyy voduna wleule 1aq Vol
9 ' [ 9 Y 1 Y
HUTMITT2AUGY Amznssums nvla. Minervesnugnat elu nvln. aniiumsaovauey
HAEMUUALUINIY/NIATIT LASUHUNITANH U
- 4 4 e ¥ a v o2
3.9 My Iu vued gJuuuriavesnsaunul nyalmnannuila i
Y Y v 4 ' 4
HUUDIVDIAULAZVDIROY 1ARBITL TABEONSUAINUANANYDIYATY ANUAR HazdAaNYNY

v

VDINAUNUT

v a v o d
nszIUMsSuladesgnm | NOIVUIHITGNAMANNUS



mslihasugiion | 5

alensU{iAaru (Work Manual)

A . = A P ! ! Ao '
3.10 @oN2A%U (Mass Media) ¥11809 MsToasimenns gauniisiuuuin 1y
v Y I Y Y Y v v Y
A 3o A3 gIuziaziiona mydeasUszmnigaaazy iy lulamFynuinu
a4 ' 4 4 ' v o ¢
milounumsdedissznanyanadeonazgilniaaig Alslumsasaslaun Ing Tnsvieu
' P 2 v
Asanun mmeuas ey
d‘ [ ¢ . . = d‘ an o d‘ d‘ A a wvAa
3.1 Aodanueoulan (Social Media) nuneda doddvafidunsoiio lunsdfifanis
] Y ' [ v
NFIAN (Social Tool) 1o lrFoa1sszH AU luATOUNINAIAN (Social Network) HIUN

< ¢ <A Aa A ' e oA ‘g Yo ¥ Yy 4
Aulwanag Tdsunsulszgnauudelas AlimsFounsnudumoesiiia Tﬂmuu“lmclﬂnmmﬂu
Yoy

9 [ v Y Y Y
geeensnazksvasiaauslumsndaiiomiweslugdvesveya nmuazides

4 7 4 . = A Ao ! A YA
3.12 a9N930U (Local Media) Hu18D ﬁammm'wuaguawﬂu”lﬂmaﬂuiummu

£
A v A v A

<3 [ Y% [ [ @ a i
ordluilosyurwang vieszdudaniaben nenatog Sania Tieing misdeRuwiay
S R I T '
wiand iudanuureds wideaunesdulaunnn
3.13 PEA Mobile Application ¥ 31899 PEA Smart Plus % 9137 wuainwain s uuu
o 74 ' < a ' v . ' v v v '
Tnsfwnndeun uaz unuda asaasdvaesval b, $rszar v, velylwv vy, ve
Y Y Y ¥ ¥ Y Y Y Y
Yenorua, 199 Ihiaves nazdue ieoueanuazainlunuyly Tl
. = s " v A ~ "
3.14 PEA Website #3189 4 rm”lcmaﬂmﬂumamﬁmmmﬂwwwmu@,umﬂ Nogy
3 7 A
Aulea Ao www.pea.co.th
= a d a g " Yo
3.15 PEA e-Mail HU19D9 9anN18918 nnsetnaoe1at unianmsveans lwiaau
a =\ ‘A & a ‘{d
giina ey lisudiediannsolnd fio 1129@pea.co.th
= < ¢ o w [ o w [ aa %
3.16 Web Portal @1/, vaneds v loavesdninddadninuiensguuasilylums
Y Y v v )
USMTIAMIHAraIveIesseuIdirsauaaiesy ldiiunms
3.17 S2UVVTHITIAMIA Warnaealsel ununane 19 (Smart Queue & Smile Box)
v Y { o Y a ! ' @ ¢ %y ¥ ¢ ¢
W szuudamuveyan iy o galnuims Tutaazsieiu dsznovaie g lyanunumes
' 9 9 ' 9 ' I Y
FOUT NI NUIY I5UTMI UYsznginssun IsuTms ¥299a1MgnA130AELT NI (Waiting
' I 9 Y v '
Time) ¥2390811 A1 1 TunMsSDUT M5 (Handling Time) A1szauazuuuanuiawela luuaaz
] - 9 o < b4 k4 Aaa [
$o9uTMs Taovoyaszgniamy 1 lugiuueyave Server HAZANNT000NTWNUTDATZAL
= Y a < A ' a0« A
anuanelamsluusms uﬁmwmﬁu”lﬂammga noanunlugluuuvesnsmsens i uag
9 Y
annsoutlasveya (Export) gaTisunsu Microsoft Office I

b Y

3.18 ANUABIN1TUDIPNAT (Customers’ Requirement) Ao

v a v o d
nszIUMsSuladesgnm | NOIVUIHITGNAMANNUS



mslihdugiion | 4

alensU{iAaru (Work Manual)

T a4 b4

A A d’ = [ d‘ i a [ ¢ a o/
. mmﬂuwugmmgﬂﬂmmmﬂmu Wwom lymannumuazusms lasiinag

Y

¢ ' v v v ¢
WugaauidFiqunimvesnandunuazuing dgnasuiuaeslasuinesans aela
E " 4 o o ) 4 7 o ¢ 4
dou'lvueanasFanniiuTaoasefuaulszasniiugiuignamnihginssuiuesnns ud
Aoﬂ"d”'d ’ ' 'Y 4 yda'ﬂd’ a A ﬂa’c&'y
nanduaesdl 01 luiignaiez luwels uanrlignainAaruduisesindiesnniudeines
Y [ Y
lasveguan

] v v P ' ' v P
i E’NﬁQﬂﬂ"Iﬂ'i']ﬁﬂuﬁ)ﬂ']ﬂulﬂﬁ‘ﬂﬂ'lﬂﬂﬂﬂﬂ'ﬁ auvﬁumuwﬁwmmﬂwammm

b

[ 9 v [
¥30MI5VVTMI FainlianuvainvatglumudenueignmaiunnuaeInsiuana iy

b

3.19 ﬂﬂiJﬂWﬂ‘Vi’?WfNQﬂﬂi (Customers’” Expectation) Ao

9 Y ] Y
= o =

v P v
. ﬂ’JTJJG]’ENﬂTS‘IJ@\‘]QﬂﬂTVIﬂﬂ‘WﬁlJL!"I‘U‘Ll%”lﬂﬂWiGEJU?ILLﬁgﬂigﬁUﬂTimﬂﬁ%

U
Y

A o a = 7 Ay Yo S S ! A o
AN UNLASTINIT mmwayjaw"lmmwmﬁewm vauaazinna “BQI@EJVI’JLITJFI’J”IM

Q

'
A A

v Y ] ' [ Y
AAH IVOINANINIZFITUTooY 09 lulinduga
' P v v
- anumandana 1l wlsdumugunmeesndadumuazuims 01agnaIaz
9 ' v 9 v
wolv o1 luiingelud gnategluwele

3.20 1iHloANUAINK I (Over Customers’ Expectation) Ao

Y

¥ yw = ? =) ¢ Y a [ ¢ Q d’ )
. Qﬂﬂ'lhlﬂiﬂﬂ'lﬂiﬂuzuazNﬂigﬁllﬂ1§mﬂTiGlG]fNﬁGIﬂmCVILLﬁg“UiﬂTi‘ﬂhliJhlﬂ
4 ¥ ' a ' yw = o Y Y a =3
ﬂ1ﬂW'NUl’J Ulllﬂ'lﬂﬂﬂﬂﬁ]ghlﬂiﬂ valﬂwgﬂmmﬂmquwaimmzﬂizwamh
yd d‘ =) 4 3 ! a d? % d‘ a ! ' d'
o ANUFANNHUDANNAIAWINUY ﬂgllillﬂﬂelluﬂ‘ljliﬂﬁlﬂilﬂflﬂ”] upvzlasu
= (2 o
MMNHUDANUATIAN N LﬂUﬂ’JﬁJﬂW@'ﬂ’N@@ﬂ,ﬂ

= Y A A Y A o ada Y o dal
3.21 ﬂ'TlﬂJWQW’E]GI,ﬂ/"U’E—]G]fUGBII o ﬂ'l’lllzﬁﬂWf]lﬂ HIDNAUANN @ﬂl@\‘l@lﬂﬂ'l NYND
Y

L4 v
HaanuNn UINIT UasaUUAYU YD AN, NAEWITONDVAUDIANUABINIG LAZANNAIAN I

Y Y Y

voegnala Wiemilennumaniwesgnan
Y

I=

v v H Y v Y
3.22 ﬂ’JHJhliJﬁQWE]Gl% TT3J1EJT§\‘1 ’(?N‘ﬂﬁﬂ?nvlﬂJhlﬂ%‘UﬂWi@@’Uﬁu@\W]13Jﬂ’311|@’é)\1ﬂ1‘§‘ﬂ§f]

U

AANI
Yy v ~ ' Y o dﬂ/
3.23 UDTOUTYU umrﬂu 2 AU AU
v - A 7 vy - Yy v A ' ' o
3.23.1 2A1UUVITNIT AD Lﬁ@]‘ﬂ”lﬁmﬂﬁjlﬁﬂx‘llﬁﬂullml‘ﬂﬁﬁ BT WIUNINEBININTUY
Y = ¢ A ¥ yw =) ¥ A a dg/ A a va
VDYALTYIUDIPNAN L‘Wi’ﬂ“ﬁllﬂ3‘]JﬂTi@]f’J‘]JﬁU’fNTiif’]LLﬂllﬂJ‘]jﬂJuWTVILﬂWlJ‘L!LiE’Niﬂﬂﬂ"IS‘]_IQ‘]J@NTu
=) A A ! a va A o 7y ¥ A yw
wioanigoulai na. lumunsalfiaawunasgiuinmvualala vielasuai
A Y ! ' = a a a ! . o ‘a a a '
IADATOU YU lllI“W\iW’fﬂﬁ] eI LE‘TEJTf’JﬂTE‘T Lﬁﬂﬂﬂsb'i]"lﬂ NINYTULTYNY ANULTUN19ND

aa
FIA ‘104

v a v o d
nszIUMsSuladesgnm | NOIVUIHITGNAMANNUS



msllhdugiion | s

alensU{iAaru (Work Manual)

7T
=

3.23.2 21930 Usennadrey Ao MaN1sayI0UTOU T0UTEUALINUMS
a va A ¢ a va ! ! = o ! A Y A A 9’o o ! A
Ugiianseaznumsilfiaesslassanialumumuaionunnyislyon ludnruanso
Y ds a 4 g %a o e = a A ‘o oq Y4y A
Wi Iagiive e liinaanudesunygua e saudemsingamsuiolnsn Inge lauie
‘A A z o o A A A = ¢ =
ueavnlszToruiiidaas lalasyeudmsuauweanieouq uioumafiosnnsgaude
* e a aa o a ' Y A4 A4 ”
watlse Teyulunsalaunsalszngaiyey andumsasae 1MnszuIumspunngIves

Yy 9 ]

v Y Y 9 9 EA 9 9y Y
3.24 99350990 10 1599519 13 IvhmTegvely I lasosweln nvla. auiunis
v v 1 Y [ ' 9
1309AA 1NN 50819 1A0819N TN UBNIMTIBDINNITTOIOUTMIANFBINNUNGA 191 50990
Y [ k4 9 9 Yy Y 9 E4 Y [ ]
veneua T (n3al lull v le), seeve Tneaa luwh sesve Invh lununwathasu
UYRTIA 18]
Y A dl d' E2 9 9 9 Y A 9/d [ Y ~
3.25 vorauounz Ao 15090l IWvh e lelwvlwmTeniiaiulaarudeves nvln.
a <] A @ @ i’ a A a wa
uerRIRNNIIANNAATY viaauanu: TunmslsvlyaiannmsInusmsnselgiianuves
Y v Y
avln. Indidss@nsnmanngedn
< B U S AP T AT VR N gy v o
3.26 1AIKR MINEY 15093 1NgnAMSorTaI laewde usadernuszuy Trlv v
] Y Y ' v Y Y v v Y
nvla. n31w weauiumsunlalvegluaniazand wu e lwvivew ra Trlvhd@aau T Tvivh
' ' v 2 v
avuvoyIag luneTninannudenme Tines Ivhaga aa4
a [ ¢ = = g d‘ d' ¥ [ [ v Jd' '
3.27 waadma nuede 1Fesvegnal Mnervesny wasau v gunsuiaawe
' v v Y
saznszuaumsdwey wu luan szunlvhiuasgu ianulasads swuvuzan
A I %) v Y Y A < o v 4
mwanusas lunsun lullhdaves muanusias lumsisulgesz ol e
v v v ' v v
unifyn lWan Wdy asreaeunazihgeinuszunldvh neuggmaniidaynilwvhdaves
' A
1UDHATY
a = = ¢ d' d' % a d‘ d' Y U a 3 g a
3.28 UTMT WNEDN 1FI0IgNA1 MINeINUDTMINNeIVEINURAAN MM LAZDTMS
S 9 15U

9 ~ 9 ~ P 9 v v 9y 9
- InuSmsarsanuduiias gam nszdesesu Tsela uazlwueyagnaes

9 ' ' Y
HaafounouInae llvh

9 v

A a A A =
o UUINMIATUINUANULTYIVINY Lﬂull@@’]‘b’W f{(ﬂ'lw

v Y 9 ~ v
msi]wmﬂuazimmm"lﬂﬂmmmgﬂmm A3

v Y v
mmﬁullﬂuﬂ”|'5@1auaummmsm@%mmimm

Y o v
3.29 Aivudyu neds idesvesgnmiieInumIaiuayugna lumsmginssu

b b

LLﬁ&ﬂJ"IﬁQ"UE’JHﬁﬂJi’NWH’JENWU LBU

v a v o d
nszIUMsSuladesgnm | NOIVUIHITGNAMANNUS



mslihdugiion | o

giensU{uRar1u (Work Manual)

- ENIDLAZAUMIVBYAVRINUIBIIU Taa1e

Y

Y ' v v v v
. 61“38ﬂ31%ﬁ$ﬂ3ﬂ11&ﬂ151‘ﬂﬂ§ﬂ'liLLﬂQﬂﬂ'l U INUYDINTNNITYITSNUA

Tuivh msvely luvhenugueveyar Tl 1129 PEA Contact Center

Y Y Y

- winnulinnug ansonouvednow ladamu
Y - o o v = Y
- galnuSmsvesdninnu nwa. widalane

= ' = a = a
o Janununenlumsusms / Wszuun
ot

v
3.30 A9n15 1Mav0InNILVIUNT (Work Flow Chart) Ain M35 lydayanbaiaie 9 lunis

o o 4 Y [~ [ Y o s [ ' o’/’
IULHAUAINITNINUN D TN DAY HAZANNFURUT Ao UNAIUDAAaz T UAD U 11
ATTUIUMNTNINU

v 9 Y
3.30.1 D YATNALIAZ AUGAVDINTZUIUNS

3.30.2 Ao NanssutazmIUfiau

= v A
3.30.3 <> Ao miaaauls

3304 «—'— » Ao Nnamy/manasu 1y

2

330.5 A9 YAUFOUADTZUINTUADY 1T NTANIT

[ Y
8] EJUﬂ‘i%“lJ’JuﬂTillll t’fﬁﬂiﬂi]“uhlﬂﬂﬁlélu 1

9

T

3.30.6 A0 1OAE13/51897U

3.30.8 A0 PAAIUAVNINTTUUANNA1AI1IZINA

T
l
O
-
3.30.7 @ o gmmym@
*

v 9
ﬂiLl‘I’iTU’E)EJ / memuﬂmﬂuwmy

v a v o d
nszIUMsSuladesgnm | NOIVUIHITGNAMANNUS



mslihdugiion | 4

alensU{iAaru (Work Manual)

4. vuINANNSURAYeU
d
4.1 A1YNUYNEAIANS

R = Y 4 A Y 4 o A
4.1.1 nnn.flad. wmmuﬁqmmmmgﬂmmﬁuwmmmﬂu/uuzm/wmw

Y Y Y Y Y

LAAKE/TBIVD/ANABINIT/ANUAIAKN I ATUMIUIMNZIaNITATENgANYDY 91AN55
= g ' ' d' d' Y v o v ' d’ o a ad a oA
Wudeaveagnarlureananiee Anervesnudinau vy meandumsandslgialy

[ = v o 4 = ¢
M3TUaudsIgnMIMINI LU LTV ATeIgnaT (PEA-VOC System)

Y v Y ]
4.1.2 nao.dia. i 5905 F909gNAININTRNIAFUNIITUINITADL

E4 Y

= <
FLUINUDINY

a

Y Y Y
59 ffuiinveyaidesvesgnaiasluszvusuiudegnal (PEA-VOC System) tag

H ' Y
A W o

szidudsanindedfasaaIumnsz Uy 1A/R chat (LINE Application)

4.2 mmm@aﬁmmzmmam
A de "y
4.2.1 ﬂﬁW.FJa@]. uwumm@@'lﬂu
4 9
- ﬂﬂ@]”I‘JJ/i’JTJi'J‘]J/’JLﬂiW%W/L‘]J?EJ‘ULﬁfJ'U/%ﬂaW]Uﬁ?ﬁﬁumﬁ%"lﬂlﬁﬂxﬁlﬂﬂgﬂﬂ']
v 9
°1J33!‘JJ‘Ll/‘VI’]JVIﬂu/ﬂi$ﬂﬂuﬂ1§/ﬂ5@\‘l°ﬂ1\um$'J%ﬂWiﬁJVT\‘]L?fﬂ\i‘ll’f)\i@ﬂﬂ? tazAnanNseiunans
9 k4 v [ 9
mmiﬁumﬁ'lﬂmmumi Wiﬂil‘ﬂ\‘liﬂi?ﬂ\‘l']uW’dﬂ?iﬁi“‘ﬂﬁﬁﬁumﬁu"Il,ﬁu@ﬁu%ﬂﬂuﬁlﬁﬂ?mﬂﬂ
@ < = [} Y a o '
nudsziaudes taziuauenUT T TzAUgIRe 1)
o = Y 4 A 7 4 o A ” 7 Y
- iﬂﬂﬂlﬁ‘c’lﬁl’ﬂ\’igf‘lﬂTI/ILﬂULiﬂ\ii@\‘]LiﬂU/Llugu']/Glfu‘lfil/!,ﬁ]\‘l!ﬂﬂ/l,!ﬁ]ﬂL‘UW%L!G’/TEN
v v 1] v '
Y9/ANUABINT/ANUAIAKTI AUDTNMs nmssutudesi nan. idugFuiaseurenia
d’ o ) ady a A o = ¢ ' g = ¥
e niumInuIsl i lumssufudsegnamuszuusufudssgna1 (PEA-VOC System)
v ) v Yy v v
- mivuguans InuFnsguenInmsvoyar e 1w PEA Contact Center 1129

£ U

- ' ' ¢ A v Yy v v
nazm3FuNuFeanu social media Ngualay guauinisvoyar 1 1w PEA Contact Center

Y 4 Y
%

1129 wypuieauiumIauIslialumssutudssgnaimu f,ruﬂ(ﬁﬂﬁﬂ;’au”argcl;”lwwz PEA
Contact Center 1129
_femuisziiiumallsz@nsam uazilszaninavesreantamsiuitudos uaz
SMUALLINIMSRA MM TuTades
422 Az, dws, S
y

4
- G]ﬂ@]”lﬁJ/i’J‘]Jﬁ’J’]J/TJLﬂi"l%ﬁ/&ﬂ%EJ‘IJLﬁEJ‘]J/i]ﬂfﬂﬂ“]Jﬁ'ﬁﬁul‘i/IﬁinﬂlﬁfN"Uf’J\igﬂﬂ"l

9 v 1
YoIMsd15219mM3 IMuTMIgsnaNeuie

v a v o d
nszIUMsSuladesgnm | NOIVUIHITGNAMANNUS



mslihasugiion | g

alensU{iAaru (Work Manual)

4.3 MeUEIsAUINANAzd0als
=S ¥ ti' v ! dy
4.3.1 nwa. Inuniidene 11l
9 ] [ v
- W5z uuNUsuWaFeIgnat (PEA-VOC System) Hazn 131 FouA052 1IN

A A ¥ 3 ¥ a [ S g = . A ¥
58‘1J‘1J\‘1']1!°I/ILﬂEJ’JGU’ENﬂ‘Uﬂ']iGlﬂ‘Uﬁﬂ?illﬁ%ﬁﬂﬂ\ilﬁﬂ\ﬁlﬂ\i@]ﬂﬂ1 FIUDI Web service !,W’f)“l‘]fl‘ﬂu

Y
ana o

' ¥ ' f P
Glf@\ﬁ/n\ialuﬂ’liﬁUﬂ\?Lﬁﬂ\iﬂl@\‘lQﬂﬂWFﬂuﬂquﬂﬂ‘ﬂa (Digital) %W PEA Smart Plus AUIUINITUBDYA
Yy v Y Y
#1%1vlvl PEA Contact Center 1129 1fluan
[BR1 Y Y
- QUATEULNULAE Web service NNBIVDINY MITUNUTBIV0IQNAININA]6],

Y 9 Y Y
Aviia (Digital) Tnlinnunsonlaazawnsasessumsdgiaaulanasana

4.4 mgumsidvinoia 1 - 4

Y [ Y ] Y '
4.4.1 non. ‘1/!ﬂHJG]ﬁ'H‘Lﬂﬁiﬂﬂiﬁlllﬁﬂﬂsl]ﬂ\i@ﬂﬂﬁﬂﬂﬁﬂ‘V]'EN’[J‘L! NWINTUINITADU
b4 Y
<

Y Y Y
Fuaaverionse liufinveyadssvesgnatasluszuusuiudesgnai (PEA-VOC System) 11z

v '
=Y o o

a <] = ~ ! Y a Y dgl
W%1im1ﬂi$mum8\1ﬂmuElmﬂtyl,iﬂmmauﬂquzim:iizﬂmjﬁ (WD, "Uullﬂ)

=) Y d' v 2 i i '
4.4.2 nua.dynalinund samsansaanydunuglyldsielny aql

Y Y

< 2 g Qs: o =R ¥ 2 @ =
ﬂiZLﬂulﬁﬁN ‘Wi’é]ll‘ﬂ\TU‘Ll“I/]ﬂ"lJ?JialjaL’ﬁENGUE]\i@lﬂﬂﬁﬂﬂﬂ15ETTL!Lﬁ’)u1ﬁﬂiuigﬂﬂiﬂﬁﬁmﬂ\1@,ﬂﬂ

a < { v o w v Y A @
(PEA-VOC System) 118z 130115210 uA a9 DA g5 30 0auopuTHIs5eaA U (.
v

v v P v ' Vo
vull) 8an Ql‘ﬂuﬁ[uﬂﬂm\ﬂumiﬁ@WlHJ/i’J‘]Ji’JiJﬁEJ\ﬂuiHﬂmithWﬂuﬁﬂﬂmﬁﬂﬁﬂﬁaﬁl‘ﬂ
v ] v Y
NUIBNUNNEIVD

v 9 ] Y v ]
443 wlu/mun/ma. ol auns Sninisutadesvesgnaiiidws o
9 v 9

9 l
iaqﬁﬂu/uumh/sﬁuwﬂmmq/iawe/mmmmmi/mmmﬂma 33UITIY uuﬁmﬁﬂwm

9 9 [ 9 v
gnatadluszuusuaudeagnai (PEA-VOC System) IRWIZIT8ININEIVOINVHUIBNY 1Ay

a < 2 AN o o W ' Y a [ dg} Y 3 o A

Wmsmwﬂszmummmufjmﬂﬂuusamumuagmwﬁsm‘uqq (W, suull‘ﬂ) NWIDUMNAUUUNIT
' ' v ' v P

ﬂ?ﬂﬂﬂiihﬂ?ﬂﬁﬁu’mﬂuﬁuﬁﬁﬂﬂﬂJﬂ‘Uﬁiﬂﬂ IFUNMTIANINTIUYNATTNNUD

v

4.5 dgauga1ns

= Y A < a A yo/ ¥ a
45.1 ﬂ‘Ll‘W.I}hﬂ. Mﬁqui’J‘Ui’JiJ‘iJi$mmﬁﬂﬁ/ﬁﬁﬁumﬁﬂ1ﬂﬁﬂmﬂﬁjﬂiﬁﬁ
v

v o v [
pazvuIBNUMIUgUa nn. MeIvesiugnm swduends anine Tnsasiaands

v P v ' v
HUSMISagaluszdueInns (1In.) tazinsanane 1MnulsauingIves

v a v o d
nszIUMsSuladesgnm | NOIVUIHITGNAMANNUS



mslihdugiion | o

giensU{uRar1u (Work Manual)

v d’ q' v
4.6 HHIBNIUNINEIVD Y
= Y Ao = ¥ a 9 ! o R < =
4.6.1 inunsuiudedvesgnainaandaruisnu Tastiunnlseauaey
v Y Y
arsaumen lasvasluszuusuudeaveagnai (PEA-VOC System) aza 1l ua14a Y

Y
nszunumssuludoavesgnane il

Y Y

) Y -d‘ o A = o
4.6.2 ll‘ﬂl!'m'LHLETENEU’ENQﬂﬂﬁﬂﬂinN'l‘L!ﬁ1§ﬁuL‘VIﬁLf’f8\1"’U@\1QﬂﬂWﬂigiﬂﬂLﬂu

] P
fateruv lumsiasandan nuniu Usvilge upumsauiuay ssdisy vdninan gile

¢ Y
Aa

i1 Y Y
Ui eennnugaey e lugnamilinnuianelogega aaenausenunamsautuaIY
Y

= v

mwmﬁuﬁty%ﬂummm azaane Haa. Lﬁ@‘i’)ﬂi?hlmgﬁzﬂF\Iﬁlﬁﬂuiﬁlxﬂut’ﬂ‘iﬁlﬂﬂﬁ

u

Y v
Uszihinaveyusmsszavgeae

v a v o d
nszIUMsSuladesgnm | NOIVUIHITGNAMANNUS



mslihasugiion |

giensU{uRar1u (Work Manual)

5. 491511 aVRINTZVIUNS (Work Flow Chart)

A o a 7 7y A v Ao S
PYONISUIUNIT ¢ ﬁﬂﬂﬂlﬁﬂﬁqﬂﬂj RIVNATOU : NAN. ABIAUVOINTSUIUNIT : AUUUNITATUNTDULIAN
) Ed Ed N Ed
paweY/ L » v L . gnavgirla/ly nsOUNA1/
' v ﬂ‘ﬂﬂﬂuuﬂﬂ VUADU LS HIVNATD WARNQA/NAANTD o o 2o
NITVIUMINOUHUN ﬂigﬂ'lufﬂiﬂﬂulﬂ fNIYIA
. Time /
Suppliers Inputs Processes Outputs Customers .
pp! p p Indicators
HeavesgnAn usiay
, AaDn Al
FDIN
o s . "
and / il L. } 1. fuiladowe sgnen ] UIDILHLLIAN
v, - Uszhiuidowesgnm > H oo
drude . e~ ) | NAIUA AU
NI BITUN S URR VO UY 99N 9 !
Ll VOC-65-01 Ussun
— LERMRN
Uszsiudesvogndn
IddAtyLanu
2. Fwmunussinnideos
- I Jspwudssnifuddey
! e o ;
NI BITUN S VRN VO UY 99N 9 aw
- L30aloLAu DY
o ~
- 509TuTy
- 30950 we
o ¥ VOC Dashboard
- 130udaLvn,
“ Wy - SesdesesSou
Fuasesfoyadmuyana — b nspuaumsiin
7.2562 . \Wd/ [UsgEmEnmmwumsanT
) o = o d . ~ ” ‘
auznssumsrhiugual | L dleneddy 3. Juiinfuliesaslussuu 74_5 SYUUN 133 UNTABIgNAN B et a9 e s et
Tt < A s : | PEA-VOC L N5 o
Fegraves nuln. dninasy zidow/ BT U Te Ut aeT | ( ) dﬁsvmumimauauawaﬂ Smiue
awva o @ »
UAUR Wendunis | [Fesgnin
x Yoo L VOC-65-01
huATRITORAEN WYARS > -NFTUIUNTIAVINUNU
\_/—\ < P Sag.
ues nwa. gnsenans, wiud §UPN1s naw. mveya
_ snunun SSUNIE 89 -NSTUIUNTIRR LAY IMNTPUY
= and1sele suna WIPNTING A eu L Az 10 Jundedu
NFTUIUMSAY Y s
- . - P uinm losana
B 4. Hen 1/ TWTIW/ART e/ WIsuidu - MenuMsEuilados .
JUseemSnmwumng _ / /3 / . / andrsed -NTUIUNTIWN
Eonsta e || sEUUN 1S5 UNL e AEd Uan sAumAIN Fuavesgnin H 9 Fori ey VUL N
- NSTUIUMINBUAUDY gnA1 (PEA-VOQ) nan. ST UIUNFIAV ..
.. o e 1 Gounds
Yaaduanan YN NUALAZAITIN P
3 Aulosuna
VOC Dashboard s1890Us18Y
WA NI,
5. 9189 WRAANY LLa:ﬂsmﬁuwaﬂ”ﬁZW: senunelu
ansaunadesvoignanluaniunig 71’ Tenun sUTEE UGS 1 Wounda
N uUREITo/NaNn. VOC-65-04 Aulasuna
- M RUTZIUAULDY
(SAR) \/\
- mhsrumniugua - Feedbadk Report
e - aelasetesme - - el
- WSmemeuen -
X msYuilad seandn 6. UszEl U WAZNUNIUNTZUIUNS USuUss uaziiaun
. 4
Tasansd@siaie R -(?nifﬂﬂivaw“;mamm > NSELUIUIIU lasuna a
o vd o P !
MR3udneiugnm TN naw. w
Uow eann - e sSui A
Y0I03insoU 9 (Best
Practice) au?jm

nszuIuMsTuladeagnm

a v o d
| ﬂﬂﬂUiﬁ]igﬂﬁﬁtﬂl‘W%ﬁ




mslihdsugiion |

1A a wva
Nen13U AU (Work Manual)

QVJ a wa
6. muﬂaunnﬂgumm

6.1 Suladasveagnan

! ycu a ! 2 S ¢ yd ! v = = g
1’?Ll’JENTHEJ'J'”]JWﬂ‘Iff)‘]J“]ff)\‘WINTUﬂ\HﬁEN%"IﬂQﬂﬂW/I%Jilﬁﬂullﬂﬁ'lulﬁﬂ avln. ImMsTuns

Y

v Y ] Y Y

Lﬁﬂﬁﬂ]ﬂigﬂﬂ'l’f]ﬂﬁlﬂuizﬂﬂ ATUNNTOININ ATBUAGUNNNQUGNAN Lﬁ@ﬂuﬂ'lﬂi1u@16\1ﬂ'li

v Y

LLﬁ$ﬂ’J'13Jﬂ'lﬂ‘l’i%\isllflﬂnﬂﬂfj.ﬂgﬂﬂ'lﬁmﬂﬂﬁﬂﬂi%ﬁﬁ"ﬂﬁl\?ﬂ'ﬁt

S 7o o
‘ﬂu@,ﬂﬂ'l el lavwunmssuils

=S 3 = ! = = 4 -dy
LEEN MUANHUSUDAUTIN L‘ﬂu 4 ﬂquiﬂﬂlﬁﬂﬂﬁ%mﬂﬂ ANU

(-PEA Mobile

Application
-PEA — Email
-PEA - live chat
-PEA website
-Social network

S —

Tasomsahsooiwveams
Sgusanmua:z
msaaia

*MSAISIDAIUWD <
walorhavldusmsoin \
BovMmocoa °

- Smile Box & Smart Queue
-TasomisAnul @1so0
\:‘m“aua:Us:lﬁuuusud

S e A N
*MsSUWLanADINDAa
TRUSMIS uazwunoiu
*MSSUWLANAINMS

soufionssuanm
auwus

-KuUdEvIWMAUQUA
- IA/IR chat
- Website 91N
8 rudgvIWUMEUDN
gﬁa (auu., cccm, gued
a1SVSSSY
ns:ns>ourialng)

’; a‘l:auaauu
J

) v v s Y
6.1.1 ﬂﬁﬂJﬂ\iQﬂﬂ”ﬁﬂﬂﬂQMﬂ%ﬂa (Digital) WWN?%‘]J']J@B‘L!]I@‘WUGQ avln. ”lﬂll,ﬂ

v Y
> PEA Application %1 PEA Smart Plus, CRM Plus e

PEA Email
PEA Live-Chat

PEA Website

YV V VYV V

v Y
Social network 1%¥U Facebook, Twitter, Pantip.com LﬂUﬁu

v

Y 9 v Y v
Tasgnavylaiulaaiude naasanuasins aAnuaande awluis

Y ] Y
wola anuwela NM3seSeu auBIUL FUBY 59D

v v

' 4
AITAULDO muﬁvmmwau"lau

nszuIuMsTuladeagnm

a v o d
| ﬂﬁ)ﬂﬂﬁﬁ]ﬁgﬂf?{YdNWHﬁ



mslihdsugiion | |5

alensU{iAaru (Work Manual)

6.1.2 MITUNUABIVDIQNAININAGUAIYAIN (Physical)
y ” Y o . ' da 4

6.1.2.1 m3sulagnA19ngalnusns (Service point) ifuseaniafiiinsiedns

' ¢ % 7 a < { v o w ¥ @
apanaszINgnamazy InuIns lulszduilinsd Ay nionuneans/ANuMIALIY

"= Y =~ A ” ” g & <3 =
anuluiaweloanume lymssesSourauenug/Ausn/sedve atgaued Natlszauds
v Y ) Y Y [ 9 Y '
danand laduisesmsluusms Taond mssuiadesgnmainyesnadl i 6 guuuy Taun

Y

Y ' H
» mssuludesvesgnamumsanne lasasendninau
Y Y v Y v Y Y
gnaveiaiuladiudeiinisdaas Tasasanugninis wiinau gnag
A yw ¢ A o w Y ¢ y ¢
n30H31U19 v nila. fAdninau Taslngnainsenveyaaslunuunesy voc-65-01
Y <
» mssududesvesgnatmu Insdnndninau
Yo v = @ ¢ Ao
gnavylenu lagudeiins Insdwnnidninanuves nvln,
Y [ Y
»  mssuladesuesgnainiunsanne lagnssnuDT NS vea nila.
] U Y
N350335 10U Uszgu/aaidszguaiunnd sms/veduna
v A A o o o a A [] ! [ a a ¥ o
wiladeou Mde ulewie aa4 namsanduauiezih lgnslsvlgumuay vemvua
9
ATZUIUMILALVOMUUATZVUNIUVDL NS,
Y
> mssuiudesvesgnamiuendls vanuneg Tnsas
Y yd ! v = ! =
anavelau laaudsauenals snvune Tnsas 8 na.
Y
> mssuudesvesgnainiu PEA Shop, PEA Mobile Shop
9 9 [ ] v 9 9
anavgiiaiulaaudelinisdane lagasanuRUTMT WINIY gna1g
=) 9Io/ ¢ dy ~ i’ a A o w
M30R5U9 Yo WA, Twwaiuinmslvusmsves nila. wenmilenndninauy
o ~ 9 v P ~ 9 Y
» mssutadesvesgnaimiugueninisg la vl 1129 PEA Contact
Center
9 v

v Y ¢ ¥ A ¢ A vy 9
gnavglaan laewdeling Tnsdwmanigueusmag el 1129 PEA

Contact Center

Y ' k4 4
6.1.2.2 ﬂTi‘i‘]Jﬁx‘lQﬂﬂW%1ﬂﬂ1’i‘i’)3Jﬂ%ﬂi‘iiJQﬂﬂ%’fiﬂ/\lu‘ﬁ (Customer relationship
' v ' v
activities) flﬂi%ﬂ’)uﬂﬁﬁWMﬂﬁf]ﬂigﬂ’JuﬂﬁUﬂ’iﬁQﬂﬂﬁmﬁWﬁi‘g LLﬁ%ﬂﬁﬂﬂﬁﬁiNlm%ﬂﬁ

2 v v ' - v v

FAMIANUAVHNUTIUGNA  TABIIIVOIFOINNIIVIINABIVDIGNAT  AVABINII/AIN
' v ¥ Y

mandyvany ludawe laanuwelymssesSsurauenus/Ausi/soawe  meolu 30 Ju

@ < Qy a £ Aa A o = ¥ Y a @ dy
NOAINIFATITUNINT TN G]Nllﬂi]ﬂi'ﬁll‘ﬂﬁ1h15ﬂiﬂﬂdlﬁﬂﬂﬂlﬂdgﬂﬂﬂ@ 4 NINTIV ANU

v a v o d
nszIUMsSuladesgnm | NOIVUIHITGNAMANNUS



mslihdsugiion | |3

alensU{iAaru (Work Manual)

~ A Y o v W = Y Y
> msweuteugninedinny Suludesgndrninaglsean msih
= F) o Y a
iBeugnMsed 1 yuoUT g
» msuimsgnimseding (KAMT) Suiladeagndrninnmsdisianam
anealavesgnmaediay muminnuuimsgnsediny (KAMR)

» msduunuignmsielug Suudesgnaininmsagdlssiiuaa

a < Y Y o
AP UUYDIUITINTNNUN

[ = Yo [ [ = 9
> ﬂ'lﬁ5‘1J1/T\‘1Lﬁﬂ\1"’llf)QQﬂﬂTWTUﬂWiﬁUVc‘T\?ﬂ'liﬁ1ulﬁ’lu1 iﬂﬁ\i!ﬁﬂﬁ@.ﬂﬂ']
a a < '
Eﬂ'lﬂﬂ'lii’f?ﬂ‘ﬂﬁ3HJL!ﬂ’JﬁJﬂﬂH’iuGU’t’Nﬁl%?i')ﬂﬂWﬁﬁ'lulﬁ'ﬂﬂ

Y [ Y v
6.1.3 MITUNIGNAIINNQUAITEI3ID (Survey) MITUHUTBIVDINAWIUNIT
Y Y

Y v 1 ' '
1579 nlawundesnnuaesms anumands anuiane lavaz luiawelavesnnnqugnm

' Y v [ Y
i MsansInnuivanelavaalyusnisaien vee nila., MITITINNONIIEIUN I

Y Y Y

Y
anaAasNITAaIN Lm%ﬂ'liﬁ'l‘i’Ji]ﬂ’NiJﬁ\?Wﬂiﬁ]ﬂﬁ\‘li%ﬂiﬂTiﬂl@\?Qﬂﬂ? gﬂumu

o = y o ° & = A o
> ﬂﬁill‘l/T\Hﬁ'fJ\i"Uﬂxi@jﬂﬂWNWHIﬂi\‘lﬂ1iﬂ1iﬁ1i’3m‘wE]ﬂﬁ'ljﬁluzlﬂEJ’Jﬂ‘]_l
v
anaiasania
0 & a A o ” ”
Iﬂi\iﬂ"lﬁﬁ']i')i]m’E)f‘nﬁLiﬂuglﬂﬂﬂﬂﬂgﬂﬂ%m%ﬂﬁTﬂ %Sllﬂﬁﬁﬁumﬂ

b v 9

= ' = v a = o A
ﬂ’]Lm’J’uJWQW@%] ﬂ'JTJJUl‘JJWQW@GLﬂ AITUNNA TIUDI AITUABDINIT ﬂ’J’]iJﬂ”lﬂW'NﬂJ@QQﬂﬂ’WWJ

v ' v

' = = [ =3 "= v A ¢ A 'a
ao niln. Seumeunuanunanela ﬂ’JH\IMhJWQW@Glﬂ AITNNNA UBIGNATNUABDLULUN NYD

a @

¢ A A A ¢ a A ¢ =KX o =) [ = =S
HazoIANIoU NNaasaMNuazuTMINAaEARINUIUATELIUNIT HTOTTALNUIAEIVDI

v

9 F4 v v v v
QAAINNIINNTOTINY (NetlveulwamsAnyInaazdUuey A UNMsMUUAYR LIVAIIUIIN

)

Y Y

> mssuiadesvesgnamiumsaisnvnnuitane landelaninisnn
POINAN

Y v
ﬂﬁt’fﬁ’)i]ﬂ’n&lﬁ\iwﬂi%ﬁﬁﬁi"]ﬂﬂ?ﬂﬁ"l@ﬂ nuln. 1wy ﬂ’ﬂiJﬁ\in]GlfﬂsUfN

Y

Y Y A Y Y Y v
gnamas lasumasun lvveseseu anuianelvvesgnaisednyaeminauusmagnm
A Y
s10a1A7y (KAMT) anudiane lavasmsvelalvvh aaq
[ =Y Yo a = ¥
»  mssuludesvesgnamumsdsziiurannuiiane lavesgna1ain

FTUVVTTIANMIAMATNaodTeiiuANuNane 19 (Smart Queue & Smile Box)
Y
N1339U5INVOYANINAAI tazn1snalsziiiuanunanela voq
v Y v

= - = d' Y a d' a = =
@.ﬂf‘n/@llﬁ’)uul,@ﬂ'lulﬁﬂﬂllfl%ﬂiﬂﬁ"ﬂ%qﬂ‘ljiﬂh' Taei Tdsunsuugainanunane loves

v a v o d
nszIUMsSuladesgnm | NOIVUIHITGNAMANNUS



mslihasugiinn | 14

alensU{iAaru (Work Manual)

gnaN (Customers’ Smile Feedback) uﬁmﬁﬂmumsn@ﬂizzﬁummﬁqwa% HAZAURAIANY
=2 = " Y A9 ¥ a o dq ¥ a g
wanwela swdanaasveyavegnanlyusns uazwiinaunlnusmsgna
Y s
»  mssuiludeswesgnatnuIasamsfneg d1399 Wenaziszitiunuiue
Y '
YoM 3 Ilvheugiinig
L4 v
Ay @13599 Menazi szl U UAYE PEA 310MIANHLOIUARIY
v ' v ¢ ¥ ¥ f v '
1 sazlrlumstamuruuuunaiunusua Mafveulwamsanyuaazdauegiumsmyua
YA
VOUIANUINNTNYI)
Y Y
»  msiuiladesvesgnamumsarsaamslvuimsgsnuasuy
v 9
dumsaissanuiianelwesngugnagsnuaiy asounguns
Y v £
Tvusmsganaasuves niln. 7 nquaiu dall
[ v 9 ~ uﬂj 9
(1) nguaunedsNLazAnnIszUD Tuvh
[ v v Y
) nguugoNLEILazsaN1gITz DY TWvh
(3) NQUAUUTMIANUFEINY
' Y o 2 v
@) nguanenaz lmgunsa livh
(5) NAUAUIAMINAINY
[ L4
(6) NAUANUUVITNITIAMIAUNITNY
(7) nquiInalny

Y v 1 Y
6.1.4 Mssuagnawunguaus laun
Y v v
6.1.4.1 MITUNUTeWDIGNANUHUIBNUMAUYIA  LAZHUIBNUMAD
P 9 v
aua (luszavesansy) laun
=1 Qd‘ = ] Y o v A =)
1) tunnmstszay vanlszguaiunndimsaeduna nidedeu
o o 1 o o ] o
M uTereveIntieUMA UG 15U NTZNTIUIA INe/AUIATITTTU/ALNUN. NT2NTN
WA AULNTTUMIMAVUANIMINGINY (MIW) dNTnNUANENITNMIU Te183§Ia 1N
(@n3.) n3znsnmMInad anindaadninueniguuas (@) 09 nin. Taeass
2) Yodeama/srenumsiszyumTeinedodunauaniseagu 1nns
Yszauaaununisnumiugua
ad
3) uanszynvoInuLnITUMSI NN,
[ A A Y @ Y
4) Wnneluamnneiveanugnm

Y
6.1.42 M3TuWuFE0IgNAMIU TA/IR chat

v a v o d
nszIUMsSuladesgnm | NOIVUIHITGNAMANNUS



msllhasugiinn | |5

alensU{iAaru (Work Manual)

(@89N11910YD FINT/3 180U T 5290/ Torg/vaduna/uan
Uszan Mamsdszgusmiunuisnumiugua uasiiszuy AR CHAT lusoamaiy
g ' o < s 7 . P, 2 A
dsziauanmiumamsn, Usziauv1inielau IA/IR PEA Executive Tagldnouguasdonislu
24 ¥ 109
Y '
6.1.43 MU uTeIU0IgNAIMNIY Website DINHUIBIIUNGUDN
Y 9 ' Y 9 '
gnavgiiadulaaaudes naasnnuaeams/mnuaaniyanu ly
9 v Y v
wawelo/anuwelo/msseusoundusnug /¥ usu/sove wiuadninniuldadiiin

Y v ] v Y
Wwnsguuas (@lu.) TaoyS DA T UT0INIHAITITOI91N Web Portal ttadnaviiuinaslu

EJ
32UVTUNAUFBIgNA1 (PEA-VOC System) ng1u 2 Tu

Y ]
6.1.44 mysuludosvesgnamy Fourayy

Y
AA o

v '
HSURAYDUYBINNTIUT AT TUNANEINNGNAMTUTBTIAY 91N

o

v 1 Y [
AouIAYY LAz AoNoIn U

d! ! ' o = ¥ = ! d' ﬁ 9’0/ a !
le\‘l!,mﬁgﬂfﬁ]\‘mNﬂ155ﬂﬂ\1lﬁ'ﬁ]\1ﬂJENQﬂﬂHJWH’JEJ\‘Hu‘V]L UHIUHRATIUYBINN Tag

a dy d‘ ) 3 = = = yd‘ Y Y 4 dy
TWITONITUININNUN FOINNMITUN AT 51002108AU0 T84 Llﬁgﬁlﬂﬂﬂlﬂlﬂﬂ‘l@ PNU

v [
U

NIUNATOLBOINIG

U

! (%3 =)
yoamamssuaaes

auay. .

F [
M33UagnAIINNQuARIIA (Digital)

Y ] ] Y

PEA Mobile Application - Ana.Hnmn, Lﬂu@@uaizuu nurenun lasudeaves

v ] Y Y Y
PEA Website - nueun lasuuag gna
PEA — Email
PEA-Live chat - naw.daan. Lﬁuﬂ"m‘”uaua nay
Social Network AUNUMST 18 1129 PEA Contact Center

1 d' qu Y

- Mg lasuuag

F [
ﬂﬁ‘%‘ﬂﬂﬁgﬂﬂﬁﬂﬂﬂ@ﬂﬂ?ﬂﬂWW (Physical)

E2 E2
- mysufagaaningalvuuims

(Service point channel)

v = 1'% a Y v v d
ﬂ§$U3Hﬂ1iiﬂﬁﬁlﬁﬂQgﬂﬂ1 | NAIVINIIGNAIANNUS



mslihdsugiion | (¢

alensU{iAaru (Work Manual)

! U S
FOINMISuWudes

U

e ¢

VAATIUYDINI

aAULY.

nnl.

> daneTasnsananinau
Y
> {Uing

> MITUONANT MUY INTa1S

nnn.daa. NMIalszngaiire
naw.fan. MIuIms

Y
THA. MUUARTUAABRUUBITBIIY

> PEA Shop/PEA Mobile Shop

F
ana.dan. idugmvuauTouie wun
NN UQ 1A aavAIuIIVIIN

L4
AATICH IANITIIU

! d‘ yw =
HUIGIUN daTUIT 89904

Y

2na1

E2 L4
- ﬂﬁiﬂﬂ\igﬂﬂWﬂWﬂﬂﬁTﬂiﬂWﬂ

4
> Inssmmdninau

nnn.dad. Nasalszngaivon

' Sy Yo o
UUIIITUN llﬂ'i‘]JLﬁENEUfN

v

naw.fan. MsusmMs LGN
Y
IHA. MUUARTUNADUUDIABINY
> 1129 PEA Contact Center - ﬂaw.vlam. AIUANALLA
U E ' =)
- M3TUNIgNAIINNITIINNINT TN
v o
ANAAUNWUD (Customer relationship
activities channel)
A A °
> m3iveudou -naw.fan. myuauTeuie 75 | - nua.dL.

> Nuduuin

> auen
Y

» winnuuimsgnanodinay

g

(KAMR)

F [
M3FulagnAIInn

@E9 1a YT

Y

- fl1. FuRa¥eUNqUgNAIIY

[

] 9
drny fun. iugqua)

- ol Rt uMs

' E4
> Iﬂ50ﬂ15ﬁ1ijmﬁ'€)ﬂ1ﬂiﬂug
v

AnANasNITANIN

o = 3 Y
> madsanuiane lavdaly

U§ﬂ1‘§ﬂ1ﬂ‘]5’é]\1°l/]NGING]

- naw.flaa.

nszuIuMsTuladeagnm

a v o d
| naeusmsgnﬁ'muwuﬁ




msllihaiugiian

17

alensU{iAaru (Work Manual)

! U S
FOINMISuWudes

U

e ¢

VAATIUYDINI

aAULY.

nnl.

> Smile Box & Smart Queue

v A

- INLANL (FURATDUIRANIZ YA
- Ao o !

Tvusmsndninaulva)

- naw. Hag. 575 WLaZIAN

3189911

- nRA. MyUAY Teunguaziun

namsiliia

! A s
- ‘Vi‘l!’JEJ\‘ﬂHVIiJi]ﬂTVHJiﬂﬁ

2
» msdsmsluusmsgsnoesu

- n5a. Hng.

> Tasamsann d1379 ddeuas

r'd Y v
Usziiunusuavams Invhaiu

2NN

Y v 11
m3sulagnmaInnguau (ETC)

- nae. uaz nila. dia.

! d' yw =)
Wu')ﬂﬂ1uﬂllﬂﬁ°]_llﬁ8\1ﬂ]@\?

- isnumsugua ann. dae. nagailszngaiisey
- Website 9INHUIEIUNBUON naw. daa. MyuIMs gﬂﬁyw
NN, ﬁmumjﬁ’uﬁwammmmm
- IA/IR chat nere. .
- Howramy nao. fild. nenN.(n1-04)

6.2 MUN TN

v H ' Y 4
Wu’)ﬂﬂuﬂ%ﬂﬂﬂ%ﬂﬂ%@ﬁﬂNiﬂLLuﬂ’]Jimﬂ‘VlLﬁENﬁU’éNgﬂﬂW A9l

'
Y A v o w J

6.2.1 ’dﬁﬁumﬁﬂWﬂL%S\?"U@\‘lQﬂﬂ?ﬂhﬂﬂﬁ?ﬂiyli\iﬂ")u

1) 1@eeveegnmiinoms IFUsMsa1en  lunsninnusuRaso v

~ v s A a A A J
ﬂ1/\|ﬂ.‘VINﬁﬂ‘i$1/l’]Jﬂ1Wﬁﬂymlﬁﬂhlﬁﬂ%ﬂlﬁﬂﬂﬂﬂﬂﬂi

1 é Y a [

A A [

<
Wif]iJWﬁﬂi%‘WlJﬂ’UQﬂﬂ11ﬂﬂ@i\‘uﬂu’)\1ﬂ’sﬁﬂ

Y

1 Y
Wielwanngruevsenaauniliyanige Fadewsaduimsszauga (wyn. vuli) Ansan

U U U
b
o

) A o a ' g Yo a Yy 9 3 )
Famaoaniumaud luTasaiu nad Iiauiums iuduasonelu 3 u

{ I 1 [% I 1 Y
2) 179NN 1NTL VY TA/IR CHAT 1 us0an195useiaua1inu

@ g ¢ . ¥ 2 A 3
mamsal, Ysziduaranialail 1A/IR PEA Executive Inolvaoudussdonislu 24 $21us uag

9
Menugnsmaaimsguatagdmn i man. nsunelu 2 Ju

nszuIuMsTuladeagnm

a v o d
| naeusmsgnﬁ'muwuﬁ




mslihasugiinn | (g

alensU{iAaru (Work Manual)

T H
A o o = ~ Y \ 3 4 a

622 msaumadnnlsdiny Ao Fesignmildonanduy VST uaz

E'

) Ao & 9 o a ' I Y Y A A 3 9 '
ﬁuuauumm ﬂ‘V\Iﬂ. muﬂuﬁmmmumim L‘lJ‘L!"‘IJE)i?NLiEJ'L!‘Vi‘J@ L‘]Ju"UE]TJﬂW‘J@Q‘U@Q ﬂWﬂ.

A @ = @ A o Y o A @ A <3
W30 69 lilingzuaumssessy wiesuiludesdsaomolSulyanszuiums wieluilsziau

y 9
v AA

a ~ a o A A 9 A A A 9
FIUINNAITNNTANAUHUMTVIONA N9UY 5 UT2NN Ao VDITUBLUL, [TOITUFY, (509504
A v A Y ¥ A
U0, (39AUNG HALTDIVDI 0TI
v R o d‘ % =S Y
6.3 TuNnsuisesadluszuusuNadsIveIgnNA1 (PEA-VOC System)
v v 1 Y
6.3.1 giURaYoUTeIN T UNTUITesasluszuuS U udaueIgnal (PEA-VOC
System)
Y
6.3.2 18 83U039NAINIY PEA Mobile Application, PEA Website ,PEA e-Mail Lag
¢ %y %) = ¢ v R o =
Auoveyan el 1129 PEA Contact Center deaupsgnaigniiuiinasluszuusuiudosves
v
9nA1 (PEA-VOC System) 89 1u3@
Y ¥
6.3.3 1@89UDIQNAMIU Web portal (1)) nan/nan. YuiniuiGesasluszuy
Y
FSuWudeaveagnal (PEA-VOC System)
3 dy = ¥ yyw a ' a va ¢
natlumsifunnveyaluszunlvgiurareuyeania Ugiiaan w.s.u. Auases

Y [ Y

[ Y
voyaFgIUYNAA W.A. 2562 LAY 52108UU09 nls. G]ﬂﬂg]ﬂlﬂﬂ‘V‘IigiW‘]f“]jlﬂJuiljﬂﬂ‘iJﬂi@\iﬂlﬂHﬁ

Y b4 Y Y Y Y Y Y

AIUYAAD WA, 2562 WIBUNUIBNUNINGIVBINOINITNEIVOYaYDIgnATorlid U A

! =)
anude
nsdinsSududesgnaidiunisarnaIu, nsaunug g lwsielvg
v A ' o @ @ g £ a o Y a
AsuAaveUFeIntuiinasszuunely 30 Jundsanasaaunanssy dmsumsuims

gnineding minnuuimsgnaediny (KAMR) destiuiindoyaaaluszuy CRM Plus
v a 1 A o a o
nasumsaanenseauiumslag aelu 7 74
Y
9] [ ] 0o A [ < ~
WU MU UIVBIFDIN WA W UM TADUTUBIADUT LA U T2
= é = 1 dy
UsziAnve AT FanszuIumsae hli
<3 Y a Aaa
(1) UszramdeanidulszinniosFoudunasalsengaivon 14
AUTUNIADUAUDIADIFIAIUNTZLIUM TN TZANTAINATUTHITIANM TV 050358 Ud U

a

NInsznnalse

] { g a o a
2) UszidwmasamidudszianoaSouaruusng Idaniiunsg

AOUAUDIADITIININNTLUIUM TN TZANT MNAMTUIVITIANMTVO S DIUTOUAULT NS

v a v o d
nszIUMsSuladesgnm | NOIVUIHITGNAMANNUS



mslihdugiion | (g

alensU{iAaru (Work Manual)

g o A A Y ¥ A Yo a
(3) Ysziauimasous oM INUBF 045U IRA I UNITAD VA UDY
ADITOINIUNTZIUNIADUAUOIADITEIUDIGNAT

PR A o o= 3 o v v a 2 o
MY mmJumﬂﬂszmumawmgﬂﬂﬂuﬁzumzm wamnsoaanulszIAuITed

9 o = Y Y
"l,ﬂmﬂ'szuumisuﬂuﬁﬂwmgﬂﬂ1 (PEA-VOC System) 1AZATINABUNITIIONIUNA 1A 11
gﬂgmu Dashboard mﬂﬁzuumiﬁ'uﬂu%ﬂwaqgﬂﬁ’w VUTEVUUNUN PEA GIS PORTAL

(https://dashboard.pea.co.th/)

6.4 AaA/5TWARNER/MSsueAas AU T UMANINE e UDIgNAT
naw. Autiumsaan/sIusnAn il ouisusadwumsaumannide

9
YDIGNAWALIAITIBITU F9)

6.4.1 318\11145181@5%1?{ - NAN. AAATN TIVITIY LaﬂQmSQQﬂﬁ}WQTﬂﬁﬁ@QﬂWQQWQﬂ

[ J a 4

AMuszUUSUNTe9u09gna1 PEA-VOC System (1 UW 051 VOC-60-001) 11AT12 %/
= v o w o o <3 s 9 1 a 4 1

Lﬂ%ﬂﬂlﬂﬂﬂ/%ﬂﬁTﬂUﬂ?WNﬁTﬂﬂJ ﬂﬁ&’LﬂuLﬁﬂﬁﬂJ@ﬁ@jﬂﬂWnﬂﬂ’q‘)J@niJ‘UTU‘VIfNﬂﬂﬁﬁlullﬁﬁzkl@i

4 Y Y @ 9 [ ]
e Lﬁﬁ]ﬁ?ﬂuagﬂuﬁ'lﬂ?'lﬂ@@\iﬂ’li/ﬂ')’]iJﬂ’lﬂVi'N YIGNAT ATNran Kano Model IﬂEJLLL]JQ

o

< a [ d Aa o a 9
F18 ﬂymgﬂlﬂﬂﬂigl@]ULaﬂQﬁ'liJ wamﬂmm/mmi/auuﬁuu ﬁﬁ@ﬂﬂﬁﬂi%ﬂ@]ﬂ]@ﬁgﬂﬂ? 533J]11J
= a ¢ A = Y A 9 0
ﬂ\1ﬂ'lﬁ'JLﬂ'i'lZWL‘].I%EJ‘UWI?J‘]J?]’J'IZJWQWE]Gl,i]sllﬂ\igﬂﬂ'lcluﬂWWTNJLW’O’GT?V]@‘L!Naﬁ’l!ﬁfﬂﬂlﬁ]\?ﬂ'l'i

9 v
autivau wieunssenuldynmitenunsiwaelu 1deunasaulasne Tag naw. az1d

H 9 ]
WoyaNTTUVTUNUToUDIgNA1 (PEA-VOC System) NnTuf 10 viasdu lasuna (iniud

U U

I [ Y9y [ o ' 9
10 Wuiuvnge vz lgveyaluiuiimsnaumil)

Y a9

a J
6.4.2 i'l‘(’J\?'l'L!iWEﬁJ - NAan. 'Jl,ﬂ51$Wﬁ1§ﬁulﬂﬁlaﬂﬂﬂl@\1@,ﬂﬂ1ﬂ AN NI1TIIVIIY

@ = Y Y 1 ] 1

iFeavoagnannynyesnamssuiades nangugnal (gnailagiiu efagni gnanguaiee

Q U U Q U U U U

9y @

o a s A @

ey nazgnAlouIng) AN IZHNAUNIAINABINIT ATUAIAKTIAINKEN Kano
aa Y 9 o Aa = Y
Model 700A995530903gnA1 tazAuMIANudAFuTsumenluyuueivesgnm

MefuranfuiLazUTMs Myaiuayugnm MIMgInTTuLasmMIsamsanuauwus
o w o w I Ao o I = o = Y A
szyuazanuanudayvedlszaulymndiaganlssifuaesinasanatlIvaisaun
a 9 o a o a 9 o o v o J
Merdenil)insandutiunnd v dsulaaswannnszuaumssaiunugnsenans
urul§AnT nszuaumsfivuatazuianssunaasauaitazuing ATYUIUNITIAN

Y Yy 9
ﬁﬁ'@ﬁmummmm LLEISﬁﬂi$‘]J’J‘L!fﬂi%ﬂﬁ?%@ﬁTﬁi&ﬂLlﬁSﬁ@’J%’Jﬂ@Nﬂ N9 92 IATIT10IUTY

v a v o d
nszIUMsSuladesgnm | NOIVUIHITGNAMANNUS



mslihasugiinn | 5

@:ﬁﬂﬂﬁﬂﬁﬁaﬂu (Work Manual)

) A o o a2 o 2 P 1 A 9 A
ﬂﬂ'lflclulﬂ'ﬂu AUNTANUD "U'E]Qnﬂﬂ UUATUD WIN. UASIIULIINUIIITUNLINYIVDILND
v
ﬁ]tuuﬂ’liﬂﬂﬁ’l!,LWH\TIHW%)@NTI\TTIEN'IHNaﬂ']iﬁ'lluu\i'luﬁ'lllllwu\ﬂuﬂﬁﬂa'nnﬂhlﬁill'lﬁ
& = Y @ 1 I @ o 9 o
DU 5']3]\‘]']1!?7']5@'1!!;7]?“?[5\151]6\1f;]ﬂﬂ'lﬁlzgjﬂﬁ]ﬂﬁ\?]lﬂlﬂuﬂﬁ]ﬁ]ﬂu'llm'lENEU'EN
o o 4 o o a wva o
NITUIUNTIANUUAUYNTAITAT ﬂizuaumﬁm‘wmwuﬂaummi NITUIUNITNA UL
@ a @ J a v o ° v o
HIANTTURNAANUNUASTINIT ﬂﬁ3UQUﬂ1iﬂﬂﬂ1%ﬂﬂ1ﬁu@5$UU\11u HasnNISUIUNITIANI

(3 [ J

Y o 2 o a ) v
VNI UALASHIY ﬂﬂ@llﬂ Tﬂﬂm‘wmummﬂiz‘uaum'i'iUﬁﬂmm‘umgﬂmuﬁﬂﬂﬂﬂmmw

do 'l

0O 2

oL

&
Strategy/Policy/Plan/
Process development

Channels

Analyze

Synthetic
Response Process

- u
-84

Forecast

ot
Process Analysis JC t

Journey / Ci

=) Information

2

Personalize

o

CRM Strategy

nngUnmudaudowesgnmdnnnn 4 naquyesns laun nauaIa ngw
1 o J d‘ t‘ﬂ = L= [ = 9
MEMN NGUMITEISIN Haznqudue Fudesazgniunnasluszuumsiuiadeagna1 (PEA-
<3 = 1 Ad < = A Y = = H
VOC System) lagiszifu@sanndiuindulszduasandesimnouauss szlivunoums
Y
aouauIgelfiinnunszumsnoudueuTegnm LAZNAMIABLAUDIUILYN
=1 o o s 9 9 a < =
Hunnnduasluszusuladesgnal (PEA-VOC System) laggnaianunsaaamuisziaumes
1 1 [ g’/ dy < = gj A o a o Aaa
AU A ued  nin.  NIsIAU@eanIvuaIzgnI TN IR H Tuiia
A ldun TAveswdadual 1mMs eiuayu TAvesmMIAumMaANNARING ANUMANIIvDY
an - o w <} o ! 2
gni uazdavesmsdadiauanudnyuenlszmudes Tasswunamungugni 1ez19933 0
v . A 99 & .
Y9IgNA1 Customer Journey (Value Chain) tite 1¥aansoagiiluaisaums (Information) tay
o o A a Jd o L4 < q Y [ 4 a oA
i lduiiumsinsizd dunsed uazamamsal 19 lumsdsvilganagns ulewtes unuiliia

a oA 1 o P . . A ° =
M3 nszuaumsUfianuaeg aaoavunirlil14luns personalization wsomsiunalulad

v a v o d
nszIUMsSuladesgnm | NOIVUIHITGNAMANNUS



mslihasugiinn | 5

alensU{iAaru (Work Manual)

1 a J o a 4
nelumsinsizduazinnudilingdnssugndr  easuaueIANABINITVRIgNAT
I
Hlusieynna

Y

< ' ! o a 7 A4 a
U5z Ud 8aU9Ig NA NN AZFOINIZYNINNIATIZHIN T2 1ITFIAVD

Y 9

Y v
2nA1 (Customer journey) 5 YUADY laun
A QS}‘ ‘:l Y o Y v ‘il o Y Y Y Y - Y
1. Awareness A0 TuABUNGNASUFVoyaneInumMs 1y Ivlwazyluuims Trlvh
= Y ~ Y Y A v
Tutlszmelne saudsgiuumsnusmsvesy lnusmsuaaz e
. . A c?/’ dl Y Y a =K 2 Y a H ! !
2. Consideration D YuAUNGNAMIWOYATIANUDIH LTS I waazemIu
) v v Y Y P 1 P Y Y ¥ v Y
A = = v A U 9 a A A ]
Aona 9 Agnaaunsonns lansdelszanduiusvosy lnusmauazdenouon ol woya
= = a Y a ti‘ ! v ¥ o !
wnfssuiieudunazmsui minawnsoaouduenonNuaIns W vesauti lilgms
Y Y
daauludonlyusmslvivh
.. = 09/’ d‘ Y v A Y a ¥ w ' =Y 09/’
3. Acquisition A0 Tunouiignawadulalyusms vdy ava. mumsveaans
H [ 3 a 3 a ¢ A d' Y Y d‘ ¥ % ¥ a
Toivhfu nvln. Mwwuaed Wimesnseuuunaesveeaszuy Tvvh o v nvn, Lﬂugslwmmi
Y Y 9 Slw
tazaouauoInunoImsa v lvduau
4. Usage Ain Tumouiignatlyuims lvlwag lasumsuimsinervesnumsla
Y Y v [
"lV\IWmnﬂmﬂuqﬂmmm avln. mln@luumazideu elsznougsnvaniudialsz i iums
ﬂlw 9 ] Y o ~ 1 ~ Y = 9’0/ Y o v Y
Tasuluusgeanivh tazmsmnszRuaius ms lWvh sawdems lasuuaa Iiduareamin

4 1 Y Y Y Y Y Y
5. Apprehensive Ao TuapuignaMUTymInms 1y livhuazusamg T wauea

Y =) d‘ a lﬁg’ g 09/} g Y a ' ! d'
LlﬁgﬂTiiﬂﬁliﬂuﬂﬂJUWTﬂLﬂﬂleUﬂiJ avln. VIQQWU?]ﬂ!ﬂTWUIWWTLLagﬂﬁUﬁﬂ?i‘ﬂ”lﬂ“lf’ﬂ\‘l‘VlNﬁN WD

4
=

mydsvlgaesiannmsusms lvagau
d QBJ’ d' ¥ ¥ =) ' ' d' u
6. Advocacy 19 Y uaoUN A1y uT M3 N9, 98190 1 DILAS T UAYUUNS
AUHUNUVDS PN A,

1 v Y
FeNT0aLDIAMINUUNTOINNMST U AT Customer Journey A1l

v a v o d
nszIUMsSuladesgnm | NOIVUIHITGNAMANNUS



mslihdsugiion | 5y

giensU{uRar1u (Work Manual)

ASIUNTBIN1NT55URLEBIAIU Customer journey Ua9 nuA.

1. Awareness | 2. Consideration | 3. Acquisition 4. Usage 5. Apprehensive 6. Advocacy

- PEA Mobile Application v v v v v
- PEA website v v v v v
- PEA - Email v v v v v
- PEA - Live chat v v v v v
- Social network v v v v v
M35uilignA1INgaliunIs (Service point)
- Anselnenssidtnay v v v v v
- Inséwidinau v v v v v
- juims v v v v v
- AsSuenans anvang Insans v v v v v
- PEA Shop/PEA Mobile Shop v v v v v
- PEA Contact Center v v v v v
nssuilandrannssiuianssuanAduius (Customer relationship activities)
- msifeudou v v v
- wiinuuImsgnAeddny (KAMR) v v v
- udunwandnselve v v v
- @ULEN v v v v v
- Tasamsdsranitonisidoudgniuas
n15MAN v v v v v v
- msdaanuiisnelavaslduinng
NTBINW v v v
- Smile Box & Smart Queue v v v v
- Insan1sAnen d1579 IeuazUseiiiu
wususvesnsiniiduninim v v
- whpnuiiiugua v v v v v
- IA/IR chat v v
- Website 9109t euA"80N v v v v v
- Aownau v v v v

nszIUMsSuladesgnm | peaUIMIgNMENUE



mslihdsugiion | 53

giensU{uRar1u (Work Manual)

6.5 s18/Aaa wazlszliuwamsihasaumeadoavosgnm lduiiums

6.5.1 U UNNIVDITIWNURNAMITAUTUNY DINTTU/ANUIIU/TATINT

A [ a o J a A 9 @ Y Y
Welsulyanannumias usns L‘WE]G]’E]“]Jﬁu@\iﬂ’.]'lllﬂ@ﬂﬂ?ﬁ/ﬂ?1ﬂﬂ1ﬂ‘ﬂ3ﬂﬂ]ﬁ]ﬂ@lﬂﬂ1 Iﬂﬂ@ﬁ]\i

q

[ 1

o & 7 A
mmswqmmﬂ“lu 1 Lﬁﬁ]u‘ﬂaﬂﬁuhlﬁilﬂﬁ (GHNLL‘]JU‘V\I’E]ﬁJ VOC-65-04) aaendulsulUNans
oA 9 = oA
AUUUNUANUTUTIVOINITAUUUNIG
6.5.2 nawn. aﬂﬂﬁJiﬂ‘]Ji’nJi']‘t’NWHﬁﬂﬂﬁWfJﬂu‘ﬁLﬁfJTﬁ}ﬂ\ﬂuﬂ1§ﬁ']ﬁ'1§ﬁuwlﬁ
= 9
LEUDIYNAN
a [] ax (% = FY
6.6 ﬂigmullazﬂﬂ‘ﬂ?uﬂiﬁ‘ﬂ’Juﬂﬁ/“ﬁﬂx‘mNLlﬁgﬂ‘ﬁﬂﬁﬁﬂﬂﬂlﬁﬂﬂﬂlﬂﬂgﬂﬂW
Aa ' ax o 3 9
naw. Usziiu/muniu ¥99ne 25ms Lm%ﬂﬁﬁnlmﬂ‘ﬂi%muLﬁ'ﬂ\i‘UﬂQQﬂﬂW GLL!

1A

[ s ] a
ﬂi%ﬂﬁluﬂ"liiﬂﬁ\ilaﬂ\‘]‘llﬂﬂgﬂﬁﬁ Iﬂﬂﬁlmquﬁﬁ”lﬁ@ﬁ, URNUHLIUN, ANoMIUszMuNams

AuiuusPIamnaszuudsziiunalui (SE-AM), Mini29152liuauey Self-Assessment
Report : SAR, Feedback Report, 111 awe ladoresnemssuiudesgnai, arinlsz@nsrnaves
FOINN WUUNOTU VOC-65-04), 1/52aANTHAVDINTZLIUMIIAY, msnevauedluTzIzna
Siue Uz Best practice iodurmuun Iuvesnszuumsafivendfinaeulasll Suilese

o 9 1 v Jd A @ an = o
UAYT INNAAND ﬂ’(’]ﬂ'ﬁﬂﬁUﬂ;ﬁllﬁzwmu1ﬂ§$ﬂﬂuﬂ1§ PFONINNWN ITNIT !Lﬁgﬂ’ﬂuﬂiuﬂ'ﬁiﬂﬂ\?

@osgndrnminzay Tasmsdsulyegiemsufianumelulasing 4

u

v a v o d
nszIUMsSuladesgnm | NOIVUIHITGNAMANNUS



mslihasugiinn | 54

alensU{iAaru (Work Manual)

7. NIATFIUNY

7.1 MTﬁiﬂ"lH\‘l'l‘Ll‘llENLmazﬁ%ﬂiill

YUNOU/NDNTTH NINTFIUAMNINAIUUYBINANT TN
o A Y A !
1. Suludeaveagnan Aa0ANAT H30¥1NAMNLTLAN
¥DIN
o < = @ < = Y v @ o
2. Nuunlszuaes ansoutlsznude lagnassasanum
1NANIY
Y = [ Lﬂ' 01 =1 Y v Y d'
3. JuUNnsuTodad lusTUL uiinlagnaes AsunIU A
MUUA

E4 v
4. AAA/500 AN vATeNeuAnaay | - 318\111!ﬂ”lﬁ'iﬂﬂ\i!ﬁﬂx‘]@ﬂﬂ?ﬂﬂll@ﬁﬂWﬁ

Y Y
ATAUNANNTIIUDIGNAN aelu 1 weunasaulasuna
[ = Y
- enumssuiadssgnas el
A o °
Molu@oununIius
] ] [ Y
5. 190/a00 tazlssiuransin NUINUNNIIVDITIGNUNANT
Y Y
msagumadosvosgnar llautdums autiumanelu 1 aeundsaulasung
6. UsTUW/MNUNIU/NTZUIUMT/FDINIAE Us2TW/MUNIU ATZUIUNT FOINN
ad % =S ¥ ad % =S ¥
Amssuiadeaoagna nazdsmssuadesvesgna nelu
Tasue 4

7.2 asguanulumunsmvesnangsu
E2 v r'd
7.2.1 AN, S19IUATAUNAINA GI¥DIGNAINAAAIN TIVIIN TATIEN
= =} [ o = v Qa/
nlFeuiey daa1au nelu 1 weundsdu lasuna
¥ a ¢ <
7.22 NAW. S1BNUATAUNANINT89U03gNA10 NI NATIEHag il sziau
Y Y v v Y 2
Foymanveyadisaumalszid Ineeauimervesauiums melu 11dounaedu
Tasuna 4
' ga o A . ”
7.2.3 HUIBAUNINGIVOITAIUNANITANTUNTAWMTINATAUNAVDIGNA
Y
Tdaiumsmelu 1 weundsdulasung
v 9
7.2.3 UMINUNIY NTTUIUMT ¥0INN wazdITmsTuiudeavesgnal naluy

Tasune 4

v a v o d
nszIUMsSuladesgnm | NOIVUIHITGNAMANNUS



mslihasugiinn | 55

alensU{iAaru (Work Manual)

8. szuuaamNilsziiuna

S1UNMINTIVTOVAAMIN éﬂi?ﬂﬁﬂﬂﬁJ é”‘umsmn pseunIa luMs
ARNIY Uszitivma
1. fams Ivaveanszurums nan. WUIUA fdaz 1059
(Work Flow Chart) SURRFOUFDINI melu'lasune 4

2. AT

3. nuurlesuitly

4. 321U SAP/521U1Y Software/
Tdsunsuausagdd ugy
13 09iT00 1Y il uns
Uinau

5. maﬂ%“uﬂqquf:'lmmmaﬂﬁ
A379AANY

6. 819
- Auumy i
-SLA

9. 19NA1591994

10. uwudesuily
10.1 uuuHeIH VOC-65-01 1,Luuwa{u%ﬂﬂmﬁﬂwmqﬂgw
102 unuHes 1 VOC-65-04 Lmuwa‘;uiwﬂuﬁ%ﬂisumiﬂ%’nﬂqqﬂizmumiﬁnm/
uruliians mﬂmyay,mﬁﬂwmgﬂﬂy1 ({unoud 5)
11.5500 SAP/52UY Software/Tsunsudusoguduqinsesiiosuq ilalunis
Yiinau
11.1 Ta)5un33 Microsoft Office
11.2 S2UVNUATUITTY

Y
11.3 szunsuiaudsagnai (PEA-VOC system)

v a v o d
nszIUMsSuladesgnm | NOIVUIHITGNAMANNUS



mslihdsugiinn | H¢

@:ﬁi’)ﬂﬁﬂﬁﬁaﬂu (Work Manual)

INANUHIN

v a v o d
nszIUMsSuladesgnm | NOIVUIHITGNAMANNUS



a

aIUGUMA 27

M3

a va

giensU{uRar1u (Work Manual)

BLtes], SLURTILBIY,
MECEUNEYT T NYALE BLIEBILEALR|  CERERU [LLERE[E|  LBUBCCRABRIBUINBELELIELY
[nLe - %00T CREIBANBELE[IERELULMILABLENPBE -| UNLEBLIUUA CRPIBAITEELIMEBSLUBKILLAALE -|  BMAMIALIALT HLUVY ALOBLE|  Z0-Td (ME)Meu
[LUACER BRMALERU IEYINLALE FLEAE
ORPIBAMIELI[IEBELUBMILLOBLE - BLERE[T|  CCREAUIANLOBLIAUKKLOLLE
pLtew], OBRIBUINEELE[EPLLUBMILABLE -  LBUBCBROREIULEBAINEELE
[EnLe - MECEUNEYY T HYALE BLILBLEALE|  PCRERU BLteU|LERL[| TBYLEILLBNYLIEYE MRMINBET
BLItEY|ALE - %001 OREIPAINELLEMEEELUEMILOBLENRIE -| UnLeRERNU CREIPIMIELIEIRIELURNILLOBLE - MILEWIEL MEEMEE MELWBY|  T0-Td (MR)MEU
eNmLeaLE BLILULH tLUEMELUMYAE eLugmmnEl SLUCBHAIEEN SLUETTULHOBRALIAULITAT VIS B
SIALEIEU MEYINYALE YLELEBIYLIZOEULBUBCCREBEIBAIIEELLE CERLBUIARLORLRAUI
OLARLE[TELULMMEHMOCRELUNCYIILEY CLARLE[TELULMEH
IMELBRLUN RLUN/LUBEUIL vhnpung eI LeeiIzRze LBUBOREIOMITE IMLAMENZSULCR VIS
"BEMTMEU sLuenngf
r‘ncwoam.avﬁmwrc:oznmcmmw_ VIS B 70'10-1d (ME)MmEu VIS me

V1S CEUUBERIESEMITNY

a v o d
| nmmmign?\'muwuﬁ

Suiludeagnm

NISUIUNIIY




mslihasugiinn | Hg

giensU{uRar1u (Work Manual)

aognauuuesy

Y

L4 L4
uuunesy VOC-65-01 LL’iJ‘]JV\I’E]iiJi]@]ﬂ15L§EJ\‘1ﬂJ@\1Qﬂﬂ1

L4 L4
uuuwesy VOC-65-04 LL’U‘]J‘V\I’E]??JEWEJ\‘HHﬂfl]ﬂiiiJﬂ'li’]JTlJﬂ‘;:Qﬂ‘i&"]J’)UﬂWi‘ﬂNTL!/

Y

Y
uHURIANS RnveyaIFeIveIgnm

v a v o d
nszIUMsSuladesgnm | NOIVUIHITGNAMANNUS



mslihadsugiinn | Hg

@:ﬁﬂﬂﬁﬂﬁﬁaﬂu (Work Manual)

wuunasu VOC-65-01

1. uififmSoafnTu: Juh nvivl. SUAEO%. e sWar3asluseuu PEA-VOC System........ooocoeo...
Tuirh$esgnanalusyuy PEAVOC System S8 BNTUTTO. s

2 Uspamdder O Sowe/udamy O uueth O Fuwy O udwwnzua O Feadou O 8u g

3. nsBufdes O onans/ aednwaidnes O Liluwenans/ anednuaidnes

4. ¥pmnanses

] 1129 PEA Contact Center O nsdwsidinau O wenans/anvune/nsans
O guims/ifugua O gudsisewssy O Ansielnemsaiidinnu
O anuain O Aanssugnenduriug O fewawu
O Fedsnuosula [ Website PEA / E-Mail 0 Mobile Application
O avu. (www.1111.g0.th) O 8uq Wsmszy)
e . T — T
MNERAVTRTUTEIRI VW TEY I, e PNAVINTENATOTD. ..o

6. SUazIBuAATON:

A L I P sssssosmsmmasemssimsmimsiss s

o

waueriesiiednnisdeesgnd: ade AN,

.
i
4 T

RATUNEING: UOUNMNGIT oo Fulusniiums

RTT20: S 12 IS

v ) o il PV
WENNTT BB BIEIUATIN. o st 15 .
o 1. Ardey “lussuuasussw” mnei Fr¥psiidaty man.nun.nvla. Wiuszuvassussa wasdlitmhonily ninaeidesdnan
luszuu PEA-VOC System
v da V)

2. nmsfusuauiu “lussuuansussa” WiGufusnuiiinnsiuiinfudeduszuwy

3. mstfudwauiu “lussuu PEA-VOC System” TiduiiuanfuiifimstiuiinduiGadusyuy

v a v o d
nszIUMsSuladesgnm | NOIVUIHITGNAMANNUS



mslihasugiinn | 3

1A a wva
Nen13U AU (Work Manual)

wuuwlasu VOC -65-02

o a Y &
wuunesITBMUNAAIEIUNTIANTAuauiesvasgnan

LAWMA/UTHAUBE . eerernnesetentesensesnsnsss st et

LR ITRY YR Tuineuiuasios
fide 7. / nsdinnnansaslild lufide 12.)

74 Iasunmunmstuasmnmineunislviihdugiiniaugy
( ) (euiuTse)

O versumstuauazuumansudly/dsuugmuiininaumslihdrugiinauda

T 000U T IZAUTATEY). oot e
BT T hh—— (man./glesuneunine) wiumsligfidewosgnd
1117 ————— . wgpalunsUndesasdaw/msen.........

9 JuiituiinUndosoeSew/A1504 528 aUATBS0UTIU/ANTDN ... e Yu
10.ABUAINTEUR “DOFTDUTUU” 1AL B0 Tl oo s eoeseee e

v a v o d
ﬂi%U?Hﬂ]iiﬂﬁQ!aﬂQﬁﬂﬁ1 ﬂﬂQUﬁﬁ]ﬁaﬂ%‘lﬁNWHﬁ
L é



mslihdsugiion | 3¢

1A a wva
Nen13U AU (Work Manual)

518015 seauauianala
5 4q 3 2 1
@ndign) | Gon) | Wwnan) | Giew) | (Hewitge)

1. ANUEEAINYRITRIMSlUNTS S

2. anusInSalunsaunIsua kY
Jasaasaunas AN,

3. masnfiunsuilutedeaseuves nvin. aseiu
UsTAATYIIURRINT SRS

4. Tpgnmsiuyhufianelanen1sinns
JoseaSauras nA.

5. YolauauustiisLfiy

(2 S an/glasuneung) Wuesligideswes
anfn asuil BTV sscosssvsssusssasssisssssssstucessisn i

YL SO TuntuTinUndedealow/mTot. . szeznalnde
$0UTUW/ATL Tu

v a v o d
ﬂi%U?Hﬂ]iiﬂﬁQ!aﬂQﬁﬂﬁ1 ﬂﬂQUﬁﬁ]ﬁaﬂ%‘lﬁNWHﬁ
L é



a

aIUGUMA 32

M3

giensU{uRar1u (Work Manual)

sEpngREgArIINANLIBAALA| RLALALLURLAZERERNEARGUANILEZEN (LLaAeLILM LngrtepesaLubeRsapInMAL ML nei
' -

QUIER § - T BLICUINENEANEIT T MRLL WY N2 MLMMILMLLUBNALMALE
Bl

QCTvGP 1 mr_,nwsh_,lmq.wea 3,@..@,_ T wj.arc W[ MR ALRALNIZENREEURY v\mtrshm_,nrﬁa\wrcn,w\q_,nrrcZﬁ;nw?@?ﬁ@?nw
Ll

—

MIRLITA

bLY T/Z RLITEl]

..... mEEURY T

ﬁm@ 1/69 RIE RWWCPW A
T | s LN Z UnARENLRGLY @

bLe g AaweURwy 0 T reeeuey

MUY W | T reeuty 1
P | T PLLDPLMT 1 Wﬂﬂ_sw?ormmﬁ\ﬁ )
T BUREW(RERE TBLIEE Y, ipngvmame) | nenugaetizeze reLuULy foyLERREALLHBLUILLY

nLbApILBELUEH snLee RLIKL{A TLLDTUNTI/ELUBE Y] /SLUDEYIRLLUNGIREN,
................ e LR ANLOB AL LUSH s

......... mee  Lgulrentapisiieguie sLugRERAMM/MLBLASLUNENZLUREANENELUNYTA ELUDLUY/MULBTIM/NELULY

a v o d
| ﬂﬂQU§ﬁ1§Qﬂi§1}1ﬁ3~l‘WHﬁ

Suiludeagnm

NISUIUNIIY



mslihdsugiion | 53

@:ﬁﬂﬂ1§ﬂﬁﬁaﬂ1u (Work Manual)

()8
=
—S

v a v o d
nszIUMsSuladesgnm | NOIVUIHITGNAMANNUS



Wan.

) 4
_— %%ﬁ}')@g‘ oty 2420 ......

ol VP ﬁ ﬂ zsﬁ‘
VISR AN o
'ﬁ%ﬂ....'." ..J.....El..ltj.....z'......_ ! 3 ﬂ

ftauginnis Hﬂ

nsldidngdinta R
PROVINGIAL ELECTRICITY AUTHORITY P I A 7565
PN Naw. fa  elas. umn

@u?l naw(aw) Qo9 /2564 il 30 5.0, 7564

[ ey

5o veayiifdiienssuiuntsiuiladeagnén (Us‘uﬂ':;aﬂsw 2) wazalaUURuNIEUIUAIS
MOUALDUALQNAT g
Sou  eslan. 1 6.a0.(0) (&24/
1. Faufy ,

11 smailensuseliunanisanfliunusgianmianussuuussidiunalvs (SE-AM)
waninasinsUssliunssuIunsUURnuuaznsinns Enablers ves3giamia waded 2.4 n1s
Judugildnlddiudouazgndn Module 2: masatiugnén o 3. ms¥uiligndn (uenansuuy 1)

1.2 ooyt wn. acfuil 10 Bwnen 2560 (evhevisde thu(n3) il diun3)
29/2560 as¥uil 24 nangeL 2560) ayliRgilensruunmsiuiladesvesgnAn (Work Manual) $1uau
1 adu uagisujuRnudwmivvememssuilades 5 deams 15 nalanssuitadss (Work Instruction)

-wu 12 adu (Muenansiuy 2)
2. Faiaade

2.1 naw. ldmumunszuiunmsiuiladssgniudmuilunssuiumssuitadesiy

fifnssunismevaussweades FaisURTRuNsReVAuBIMANs U IUsT LAY AD Faviite

anudaulumsuiiniaiumsiarigiieujifnunsruiuntsnevaus adssvesgndifiaiiu
uazUsuUgglienszuiumsiuiladssgnén Tnefveusvessiiomunmiesioluil

nizmums%'uﬁuﬁﬂwmgnﬁ'ﬂ

L w‘ﬁ““ﬁﬂ“

1
: Channel Customer Voice Analysis Customer Information
1 : . A / N\,
1 Physical Customer Journey /Corporate Strategy\
; Customer Segment e \
H Digital | |- N/ N7 | vocrcrm
1 [ | | Strategy
; S Product || Need .
H urvey Service Expectation Prioriti
1 Satisfaction | zation
1 Support || Engagement ' Process )
| Others | , development Innovation
;  PEAVOCS |
| EA VOC System |
i L y Cust®mer
1 e e . s P B e o . .
1 s "1 Listening
! i Response Process i i
H ! i Process i
N . «--nmmnnnmmmuuwmmmummmmmmmmm’ 4
e i e S e e i i el Y i S e e e s 9
P T o - g S o o o s v .
{ I NS:UdUMS § 1 NSIUDUMS
! | SuWoidevgnd : § asuaupviduoanm

2.2 Uszifiu. .




-2-

2.2 Us::Lﬁue‘hﬁ’zﬁlumsU%’quaﬁjﬁaﬂssmums%’uﬁqLﬁaaqnﬁ'ﬁ (mutenansuuy 3)

1) Usudgadamsivavesnssuiuns (Work Flow) nadlaeisuainnisiuile
oawaegndn uagUiutisnanisussiliunasnuniunszuaiunislugislasinadt 4 wisldanunse
ysannsuazdenadesiunsyUINASAY q Fugnén

2) YSudgsdomenisiuiladesannifia 5 geamne 15 naln Waenadesiy
NURTULAZNINTFIUAIUUSANS Imsmmiaﬂﬂammmamssuﬁuam 4 NEN MUFNYULIDITDIN
LiuA nquadsia ngumenm ngunsdisin uasngudug

3) qumsmLmﬂssmuLaawaagﬂﬁ']mnv;nszf'aqmmﬁmiwﬁmuLﬁumq
M3FUNBIgNFT (Customer journey) 483 nin.

4) Wasueuuunesu VOC-60-001 1{ude VOC-65-04 LLa.,‘tJSUUsaLLUUWEJsu
VOC-60-002 \uuuumesy VOC-65-05 Tnglinenududoyaava LLaummmammmwsaﬂsuﬂ;a
uwumstiiunuantadensemuiidanssming

’ 23 ndavihglenssuiunisnevauendeavesgnii 1daviadenisivaves
N3EUIUNTT (Work Flow) LLEJﬂGﬂiJUiuLﬂVI‘UE]\‘lLaEJ\‘WIN’iULLUUﬂ’]'iMEJUﬁuaGLLGIﬂGINﬂu loun Sosve ud
W9 LuBLUY WasTua vt Afonszuiunisnevausadssgnindnsideulsstuaiionisuitades
anm’lwumawmmnuuwnLiaaaﬂusuwiuﬁuamanm (PEA-VOC System) TagUszihuideay
HUNTEUIUNISAOUAUBS (Response Process) Uu‘mnaﬂu PEA-VOC System uazgnihludiasiesi
Lamma‘lumumummﬂuamﬁuﬁqLamaﬂmmalu

2.4 auoydiA wan. asiudl 29 Furau 2564 (Revhendade nan. (aw)784/2564
avtuil 23 furau 2564) emLaﬂﬂuani“mum'iiuﬁqLaawaqanm (Work Manual) 3117y 1 atiy uag
';ﬁﬂgummumwswaqmqmssuﬁaLam 5 9oama 15 nalnmssuitades (Work Instruction) $1uu 12
alu sueydi wan. astuil 10 Awnaw 2560 (Hevhentisde thy, (n3) i $u.(n3) 29/2560 aiudi
24 n3ngau 2560) uazlyi swn.(sm) auumﬂuaﬂgum’mauwumu wazatulmimundninasisely
(Muenasiuy 4)

3. danasan

Lﬁa‘LﬁmsUﬁﬂ’amuLﬂuMasmﬁmmg'mtﬁmﬁ'uﬁy’qmﬁﬂs AN505UTMFL 1V
gnAlaRsuduINYNYTmMe AaemesTinuesgndn waglinswidoyaiielildasaumaiily
ﬁ’mmuavﬂ%’ummaawé wleuiy meJﬁﬂ’ﬁms swlﬂmnsumumwgumm‘lnmauaummm
fioans muaaniefiuiodevesgnin JatuprseylRdudung fai

3.1 auumﬂuaﬂsumumssuﬁaLamaﬂm (Usuﬂsamw 2)

3.2 eyilAglionsyurunsnevaueadegnin

Y

Iﬂsﬂmsuﬂgummmum unsau 2565 1uduly

4

4

4. daweue
JaSgunpheluseiansan wml,ﬁumauiﬂmﬁ'uaua IWN.(50) BYiRMNTERD 1SN
¢

3.1-3.2 sisly <’

2N &)” b*
Seu SWN.(50) WU W (56) HY W13 (6(51) @4—7

Lwaiﬂsﬂﬁmsmaqﬁﬁmuﬁ Naw. Leue (Wiewnserng anaileuws)
aely af.aw.
@HM_ NIr0IDO -
ng .0 2LSb6Y

(W83NG Jumsium)
—— o6l.a0. ‘
05.6735 704 m’nn’nﬁinm r*n f

30 Sﬂ 'ﬁm

{watidite um‘)



mslihasugiinn | 34

giensU{uRar1u (Work Manual)

UsziamsiSuilysgiiomsififa

ASIn I wa. (M5vilye) wisay (M5uilye)
1 2560 AU IATINTHHU
Y
FTUUMIIAMTITLgNAT
2 2564 nawn./aa.

v a v o d
nszIUMsSuladesgnm | NOIVUIHITGNAMANNUS



mslihasugiinn | 55

alensU{iAaru (Work Manual)

10.
11.

12.

10.
11.
12.
13.
14.

I 7o
s1e¥aydn i 2557

4
WYY IANA
k4
WgANTAY
=
TREIEFATE
w.a.1fnn
= 3 QJ
UNINTEIANA
Aaa
UGN
L4
UNBTHUT
4
UIDA TN
= [ ¢
WTINUY
L4
U801
URNFYINA

w.anlsuang

lasniu
a3
sz o
Faulsims
Raddszaas
Tyaniivna

a o

ANIUDITITY

L4
% 3

UUFITIANU

o £l
4

IUNTIUAT
4
AU
4
INANUT

iesfayan

WYY.13 930.(33)
o#.25.(23)
sr.un.(n2)
srl.ud.

oo,
3r.un.(n3)
on.AN.(U1)
on.ad.
an..(N1)
30.15.(N2)
MH.50.0UA.(U1)

PYH.NT.1 DNA.

4 g 2 4
s19¥ayIn13UTulge9 asean 1 1 2560

WINBYT
WINTTNa
v
WIBTINUT
UNHUODU
UNAITITTU
UIIOUITTT
WA NysU
Ye01TNAL
BRI
WU
WA ¥y e
URNFYINA
YENFIFNR

w1 yan

Yayarnisna
sz la
I3
IUNTIUA

BN
NIHUNANT
99N
3 o
U UAY
Q(Q
CRLISRY
W UK
AT
A
¥OUBUBL
4
NANUT
anatisuns

P
ANV

or.21.(n3)
5#.911.(n2)
51.5.(n3)
2n.1U1.(n4)
oN.nN.
oN.Na.
oN.40.
2N.UH.(N2)
2nN.1U12.(n2)
wan.nva.n.
IN.UN.
¥n.Ua.(U1)
MK.19.0072.(n3)

UH.a0.nU.(A1)

nszuIuMsTuladeagnm

a v o d
| nmusmsgnﬁ'muwuﬁ



mslihadugiinn | 3¢

giensU{uRar1u (Work Manual)

s1wreni1nsUiuilea aen 2 U 2564

L .
. METINUY
ueaeATuN
. eNsaFng
- walagan
CwwasAan

L4
. UHNIATUY

4

aa

S UNWAIMINUATY

. WEAANT

L4
TUNIIUM
A L4 o 4
WUWIH U
anailoung
Pl [
AN
Y '
Y
gnsse s
4
WEIHIAYTANT

UNIYIUAADN

on.an.

si.an.

on.an.

sn.an.

¥N.an.
YW.AN.NAN.
UNA.S WEW.NAN.

IAN.4 HEN.NAN.

nszuIuMsTuladeagnm

a v o d
| ﬂﬂQU§ﬁ1§Qﬂﬁ1tﬂl‘WHﬁ



