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<l::. 	 ""\!l~mlflii~l'iltll'Ul'llJ ru1'Ufl1'j"-SI~f'l11lJ1u1~t"'lJ<J~'Ilti1!J~1U l-H'U U1~n1!'1 l 'ilIl!UI'ilJW <I~'U1lJ ~UVI 'ilUIIU1'111~ 

unmi 

Iil'UlJlll! 'l.!1'Ufl1'lU~mi ~1'\ju.a:: fll'l1";1.J~f11 'lU1::1l11I'U : u'in1~ 'i1 nfll'~~m!J1'Uu.<I:l fI1!J'U an mh~jjU1:l~'I1crm'Vi 

li ~11'1 'illnfl11lil<JmJ~mi dl'\j1EJf'l11lJ":li'11nmh~ l i'J'U1mlJ 'l'i'1 ii~ tll <JU"'U<J~ f'I11lJ ~<J~m,1.1.., :If'l11lJVI~'Vi <Jt 'ilt~r1U 

a nflh\llllJ<ii aM.,~lJ1m1iIUn1'j1";u~ \1111 
, Q 

)JJI!IAJj1lJOT1®1llJ'lNl'U 

Gl. iitiiial.l."\!l~.ff'U\lIalJll":lL~tl1..l1'ilfl11hi'u~f)1'jftl1<1~Un'iln'j'jlJ/fl1'juiimi~11..1~ftl~'l!~~~L~mnU\!n~"lu.a:l 
n"1.liimi~11..Im!J11..1 

iD. jjfl1'j~\!l'l'l"l<iitlll!na~~::;ufl111";u~m'j (SeNice Level Agreement :SLA)·m11J1'Um1~ll..1h\'u5m1'i1nfll" 
) 
~ .I 

IDID m~U11..1~11..1 (PID-P",,,, I'Nl..I'" u. ,~ ..I
n'jl!U"lU~ll..1V1 '" ,U'lf"l'i:if'l1 bn 

ml!1J1l..1~l'Uvi iD u,nm:m.,lY1-rh 

n'l~1J1l..1~ll..1vi r;n'tmH1Y1 

...I v....... 
m~1J1l..1m'j'l1 <l:: 9l<JU'lf<J'j,m,EllJ 

n1~U1lJfmvi b I'1U1YI~h~\IIti"l(LLuujj~l..I) 
.J ," 1t, ~ ••I.~

fl'j:JU1lJfl1'i'll f1'i 1)\!l1<l1..l1!J LL'iI~'IllJ !'l1\rml 

m:Ju11..1n1'lvi <:i 'iI\!l1<lti1EJ filJ~ua i'hlYlYll 

'" Y U'" '" u'" u < ~ U uun~~U11..1n1'j'll <;I \tll..lL <'IEJl..I'lJ<JI.I.O'I:JL "EJl..I1<I"O'l1~V;Uf'll )::01..1 

m:J1.J1lJn1~vi IDO n1'l ~'EJililJ\IIao1.l'j:Jnl..ln1'j1mYlYl1 

I 



• • 

• • 
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i ......... ~ v 4 SI' ~ 
1111111 III n''l~~m'n''el~~el~L ~U 

~'UO'l:ru'lun1,iAn"n19~~el~L"imJ : i~t ""'ii'litl~'II1~1l<!::MtJil~'IltltJ1~L1J'IJ1t1IPl'llJf1'i::tJ'l'U1111i~m1L~tl~'l94L'mJ• 
:tJ1!lJ'i,lj1'IJOTubwlJ011 

Gl. i ~'Ii t1 ~'V114~9ft11LL,,:::tl1:::'IJ1«lJi'U€L""'tl1:::'IJ'l'll'IJ~~ lIieli'9~,~ EJ 1.1 i'a~'I'! f1'1l u,,,::: ,ft'U m,'U:::111la ~,~ft:::~1 f1 
o I ...... ... ..01....,.,. 

, lv, 111'V1'U~'V1'U,U~11J/l'I1'U~~'Ila1JL'jtl~la~L'jU'U, . 
: >11. tJ~'V111i~I11'jL~'Nia~L~tJ'U tJ?iL~tl~1'ltJ4'l'Ur.Jfl\Lfl:::u.Ii~r.Jfltritl~L~EJ'Ufl1EJ1'U ,"0 1'U (iel~L'tJ'U~1U1J~m1) \La:::, . 

G)([ 1'U (i!l~L'u'U'I'!'iJ11Plu.fl:::tl1:::'\1'l~ii'llatJ) 'V1~alPl'llJ~ nYlfl.ti1'V1U~ 
<to i~l'i1'l1tJ41'Uftlt1L~a~i!l~';EJ'Ufl1tJt'U'V1ti,tJ~1'U'\1i!llJl:::'l!U~'V11 'ltl ft'i'lf'l "fl :l" 'U1'V11~ LLm'lJ 

~ • tI v tI~. v • ~ .I U v iJ w"• <!. 1Lf'l'i1:::VI 'j\J ~ U.fl:::'\1\lljlJ1l11,mL'UlJ~1'WLYl!l 9~fl'U ~Vl1 11111!l~L'lEJU 

ilmLt m'"S11i9!1huua:::\l9~1.l'"S'llJf1'l'"S'I!~'fl 
~'U'i:::tJtJlLa:::na1f1f1''"Sl1ia~'unWI'l~'fl : i~t""'iiu.~'Uf1111ii1Lij'IJnU'j:::\JtJlL":::n,,lnL'Um11Pl'j1'i1ft!ltJ f'l1tJf'llJ"fl::: 

rb~~" ei1U1'i1L'IILVllJ1 :::illJ i~L'ilUU.fl ::::i1t1'j:::il."GflTl'I ifi1~ f1'l:::tJ'l'Ufl11:i1""'U~,lJ'lJa~trii~,'U1v),I1'ULiitJt'Ul11, ?i~1Pl1lJ, . 
IPll,'i1 iiltltJ 'V11ia U.1i~o!itl1:lfl L\J1:::1L<1t'U111..11i ellli1'U ",,:::uel~\J 'l1lJ111'l'VJ 'iI~1'1 

mfl'i,li'lV01jvbdhmy : 

Gl. i~vi1LLl'1'Utl5Wi n 1 'l fi1fltJ~ U. <1 n'iJ 01'l~~lLfl:::U !l~1.l11lJ 1111'V1'il1fl'lJ!l~ 'V1\hU~1'IJ 
•lv. iVlL~iif'l ru:::l'i'l~1u?i~fl1lJtI.,:::Ii1'U ~ fl ~1'1lJ u.~'Utliillii f1 Ti 

"'. i~t ""':i1'l:::tJ1Jf'l1\J~lJfl1tJt UlL<l:::f1'l:::tJ'l'Uf1111'111'i1ilelUfl1EJ11.1,~el"Vlf'l11lJ,~tJ~ f11'l'l'!'iI11Pl 

<to .-i1 'i1'ili'l11lJ 1tI~~til'll el~OTi t ""'iiif111~1'U 11i1~ 'l'ill11U'lI:l'lJl'1l'U LL<l :::~1lJlLLm'lJ ti~\J tJ I~ 0'l:::tJ'l'U~1'U 
• 

<.f:. if'l1~el1il1iflTfl'i/Lf'li el'!J"i tJ 111.. 1 Yl-rl11U~4tiilVi'4 fl1 EJL'lJ1l<!:::n1~ 'U !lf1'V1\b ~41'IJ 



• •• 

• • 

6 

@). 1.it'l1!JU 1!><r<r'; 1"'U.>i~~~fl(lJ~m~lJfl1~f11'i\JI'j1 'il1.i'j~t:UUfl1" lrlvhl1.i~~til'j~r;1'Ut'1IVI 

~1lJ'lU b flU Miin 'j~. i~U1J'j::i51U,NLI.'YMI1f1 lJ'Un.,lJan.,IJ1Jfl.~11)~~ @) fl",~u.'VIU'il1n'lilJ'jlJei'~I1If11'j m 

flU u.m~ an.!)fl. ti:JUi~'1I1ilf11'j 

1!>. U 1!>&:<r", 1"'ttW~~~fl(lJ::fl'j'jlJfl'1';f11~VI'j1'i11J 'i1l!.iiUf11';1Ylvh11J ~~lil'lllr;1ull1flll11u;1u!) ~nU~'1EJ 
~il\J'1IeJ~UWt'l~.rnfl il~ii'VMJ1fl cJ1(l. (m-":) i~Ut~'1I1l.jfl1'ml'l::~Lt'I'lU'iJ1t1 flfl'VI.IJIf1. Ltl'U~'1huL<l'1l111f11'j 

,;n. tJ 1!>&:&:", t "'l'i1Ewlu~(>jJu1m'4flfl<l ~'il1'jru'1 LyjlJt~lJ1..xilt11'j1YI.yh~iL~u 1Il1Ufl11lJl1J~~ti.1 
m 1)lW1:fl'j~ f11 'lR111 taeJ t1fl1'l1YI-rl1 ~ tt>iU'lJ!l~ t1Y1 n . 

..:. t..x flt1'V1.cJlt1. dj'U~<ijmi1th!Ji'm!l~lJ1\1l'j.ll1Ut11'j1vl-rl111J1~til 1.I.<llllu1J'lIlfl1I'1LfitllJeJ'Ut"'l.I.n 
t1vlvl .vI~hufl1'j\ll'l1 'iJ1J'jt:uiuVl1lJlJ1mJj1'Uf11'l1vI-rl1<i''UoQjjmfl11J~~til 

&:. h'f'l~JIl'l11~1'U ,n1",'UI1IlJ1V1'Hi1'Uf11'j1vl-rl1<i1'U.fI:Umf'l11J 'i~til ttI'Umbu~1un <l1~ii",ti1v1r;1 n'U 
~ . 

t;l1J.t'lI.l.<lIl<i~Lil~ lJ iluua'lj'Ut1'1'lt ",iuif'l~eJ'U~~t1~'Ufm1Ylvht1J'i~till"'um'l~<ll'i'1 ,~'iJVl1 lJ1\JI q1J 'j~a~fl 

..IlUIlL1a1011,UUn1'i 

~u1J'I::lJ1ru 

m. fI1'j1'i1til'U~1U1J.<l::~9IIU1t..x, tl'Ufl1'j 1rlvh11J'i~Lat";1..ii~1J'I11f11'l'lJtl~U.W<l~ t1Y1vl. 
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• 1 I ~fl~1/~"hM.j'• ... ....... """ r.J"r.J~(1I/r.J"I'iWtl'iJ'W(I\B'W fl'il fl'i'ilJ LLfI:: r.J 111 r.J 111 '!I B11 
Ii m::1J"l'Wfl1'iciI1l1tI 

f1'iB11L'li'l1 
" 

Process Activity I Outputs Customers Time 
•. ., I ... 

(i). 'lJUIlIEl'W11I1L'WUf11, 
rh~1J"",u1~~1lJ!1JfI~n i'1Jii"~il1J",an, 

~...... 

nyhV",U1 ~~1U 

... I 
~ ~ d v 
"~I'lIll::n11lJn"I'!J1JLl'IlltlU 1::Vl1JL'!J1Il 

fi1~I1C1i~I>f~ 

mi'!J. I'IllItr.111ln11 
,~... -­~ 

•
ll1'~f'lIlI::n11lJn11m1~\11::Uiu 

, 

1"I'l1JL'!J1II 11""1::.r1Jil1~ Fhi~I1.,j~,f~ 
nyjyU~U'lV~1U f1ll1tn11lJn11 

. ~ 
",u1~~1Wnl'h1. ~m,nimJ"• 

·4
I1lit.hLilum1mlJ~ll!l 

flyhV~Ul!H1U 

:;
\!:>. '!IUIlIl)'Wf11,IlI'i"l'il 

U~~l'i~illl f1J fl1'''''l~\h::LiJu 
v 4" " 1JU\'lnUil~L'!JIIll'i1!l1l 

ti'ltLiiu 
! 

f1Jfl1111111.U1::Uiu InYhV~U'l!H1U 
-

t1l11'illh::U)u N 

lII1!ll;iiioo1m~1u J 
L 
~lim1Vm~U1tLilu flN::m1lJfl11 111~1u .,<1: 1U 

/. 
rutn"lIfl11t>l1'lvl];'<I.il 1II1'l~u1::Ui\J ",!1'~1~i'1Ju~~ 

y 

!1171~U1::LillJ N ~"m1"1'l.u1tUiu 1'1 (\j::1'i1~1\Jn1~Ul'l l11~tu ",<1: 1U 

mlJ~jjijlJ1"'~1\J 
(nYl'lHit.;'f1JI'lOILUU 

lJ11111!j11Jn111Y1vh ~il'~lIInilU'tUiu 
fl11U1tLiJ1JlJ1n nil?­
~mJfl~ '-~o) 

rutfl111Jn11m1vU,tLil 
~' ­

y 

A 
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, 

~nRlI~ult,JIAf• ... v'" G 
~ 

tll1t1~l'I/tll1.rvf1.i mmml11
'ill.Il'Illl.l n'il n :i':i1JLLI1l::1;j':i'Utll'I'llll'U 

n':i~'\J'll.lm':iI1\11t tJ 
! Process Activity : Outputs Customers : Time•
lv, <Ul.Il'Ill1.Jrn':iI'l'j"'l'il 

'lh~ LSi 1.J (iiiPJ) 

~ 
\1,';1~tll1m-;{)1':i,'il1.1,,::Ljj l.I ,j'kYim~;1"~"n1'iU\l'~n P1rutvt'1-3'1\uhYru"l 

m~tlJ ffI 11.1 
i 

\I{~~an1'l"~1.u,.Lilu lJl~'§llJnl,1vHh 
Vli\'~th::'Il1J.,/.In. 

ri11JJ1iimfl1ui~til 
, .. f'.ru::vi'1~'1'\J• 

-'llllPJ1.J1J1'I mn., uu;;n~~~"imdju 
ri1V1lJ~ 

lJ11'1'.li'1Jn1,
uu;;n~~"ljlliidllJn1~ 

flru::1'i1~11Jri1"Mlll1i>l'!11Jm'1vlvh 
ll'lm1uM~ 

nfl'YI. lvlihhlJ 
a'l1JJJiimf'llui~b1 lJiimfl1t1~~til 

-
... 

! 

!~'U1J1l'Ut'Uu,~nl i'1/~I'11'ilth ~ l'U'thtn1iV 
nvlvl.

lJ11'1'.lJ11Jm,lvlvhri'l1Jl;JiimflltiMll r 
I ih"m"~Jl1u , 

: ! f1t1\'1. I f1vlvl. 
-

+I 
VI.bEH11.J I f1vlvl . ! 

• ... \'11VilHU\1I\1Il1JfI'l11JLVl1Jlli<11J 
1--------- ­ ~ 

f1vjvl. 

.­
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•iiw'iLv tI~!jmlu ;r':m '"0;; Ihil1'~~~ EJ ",'oR!jLL'U'U 
.. I .... ...,s'" I£j0~ l!J u~!jfletJ~1EJ wo ill1'IJ1~EJ~EJ a::o R!jLL'U'U 

ilffiiLm t1~~neul'h!J '" Wlil'1~~~EJ "'w: RljLl.'U'U 
•• <1 .. I ~., ",.Nov I 

~ u~lIt1eU~lfJ "'''' 1Il1'IJ1~EJeEJ w'o RljLL'U'U 

.1 	 '" ~.I'~~' ~.llu. •• v
t11~u~ljL!J'Uf'111lJ Lu~~ LiiI L'ULl.M1;'I~ill1'IJ1~ 'il!j'l'j'il1~flmJ1nf'111lJn11V1'U1'IJe~~1'ULl.1;'I1j~II~U 

<'l • ".~ , v.f. ~ 11. <I tI • '" fll1lJiillJ\l~ flI L 'U f11TVll~1'ULVlem'j~ L ulV1lJl!J 'lJe~LLIIlI.'lIlill1'IJ1 ~ 1Il1'IJ1 ~ VI'U~ ~~f1 lJU~1!J 'j~.,URIjLL'U'U 0-10 
"i' ~ ""' .... J'
L~!JlJ~lEJ1;'I1l L8!J~~~'U 

a 	 =VllJ1!J ii~Vl111EJ~1'U'lJlJ~'Ii,.u1i~'Wiifl1~~lLil'UfI1~1'UoUm1''U'l 

'" 	 = VllJl!J ii~VlU1 EJ~l'U'jJlJ~'Ii l'Unla~ii fI T~~1 L U'Um'lLl.111li'i L eniill'l1.ulJ!;j<1 U1~l:h'U'l"; 
W'il1~r.ul 

w 	 = VllJ1!Jii~Vl111 EJ~1'U'lJlJ~'lil'U1;riln1~~1Lu'Unl~LI.~1L1.1;'I~ihlJn1;'l1'j/.u!llJ1;'I'I'j~elJ1"; 
W'ilTiflll 

-;iZtl'Uft:::tL\l'U 

"'0 - ",100 flIlLl.'U'U 

'00 - 0;;", R::LI.'U'U 

"'0 - er", flllLLlJ'U 

a - 1!;J", flIlLLlJ'U 

'l~ft'Ui'lN{j'l"3J\LfI~i'l113J1tI-j~'i1'\ln1'ifi1til'lH1'IJ• 


= i'i~~~'Uf'jfll1i"'llJUl1llf'111lJ1tI ~~'l.,'l'WfI1~~ILil'W~1'U~~lJl f1 


.. • Lt1' 11 .•
'" lJ'lljIilURflI1i'j'llJLl.1iI1I1'1'l1lJ 'j~ 11 'Un1';W1LlJlJ~llJiiI~
• 	 v 

'" i'i'lIl~'Uf'lflI1'i~~lJLLl1I11'J11lJ1t1~~11I'l'UfI1~~lLU'U~1'UtlllJn111~• 

i '" ii~!jI'i'Uf'jfll1i~~lJLLflljf'l11lJlt1i~11I'l'Un11.hL1j'U~1'U~1 

http:W'il1~r.ul
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Ll1.JtJ1.h::w'U 


ll1Vl'l11'U0'l,t vlvhcl')'U.Qilml'lltJ ~~ta 


AA.,j • ~ '!' • t !'t"
llBl'I !II O'1'ltl'1tltJ ~LLaf'l111ll'1.h~ a Ll.a::O'1'lLuflI.e.lV'IJ<l\j fI 

;)'1'ULL'U'l 'Y1'1~01'l1.l~llilLLij::m'.i'll'ULI'I ~U'U'VIti'lv~ '1'Ulum'.ia~1~1'I'l11111.1':1~taLLfi ::tl1 'lLtl fllNv1Ta\jfI 'li1 'la1'J 

(Lfill 00'0 I'I:lLL'U'U)
~-...: 

o 

~ 
~.Gl iiU'U'l'l'l1~1.I~llil;r1'U1'I'l1111tJ'i~ta'IJa ~ a'll. LLfI:: N\10.;1aal'll'l""a~n'U'UIV1.J1tJ 

tl1'.itvlvhltJ'i~1a'Ua~ N'lO. 
.... ... . .... 
l'I~'I'l1'l1'U(!l'1L'U'Um'l: 

: "') tJ'.i::tl1i'114l!J'U1!J'lm~tno. a'lJ. N'ilo.1~~'U~"'1'.i 'l'il1m'1'U ~O~'1~ i''U'I'l'l'1'Ua~WUI'1L'il14 
,'----__ l!J) MOU "S::wi'1~ U'lJ. tl'U N'ilfl. liJ'ilo.tl'U ~'U~,.m114.r~tl(!l L~1J~14 

Gl.Gl ~ua'1'Juu11'1'1~t1nllil1lin1J~'U'i'l'l'l"SLlfI::w110~'1'Ut'U~~nfltli'll'l'l'Uaa1~vt'lii~ 
..:... (I'" 

<I~'V1m'.iI'1'1L'U'Utl1'l: 
• 

"') tJ'.i::'I{ll'ilLL'l~m'l~1Lil14~'l'Um'l\'th\l'11t1i~Ll'I 

\!:) 1.J'l::'lJ'1';ll'W145'I.h14'lia~'II'14.h~"l L'liU ,.h !JtI'l::'I.I'1';llW145' \mJn~lJ'1m~ n1'l'lhi'J14!Ii'U 

Q) -.ij(!l v'h ~ilall1mliTW I'll '1ll11.1;41<1'lJa~ tl1'l1'l. ~,.\1LU'Un1'1 u.ma.L':;~L1!J14l'Inl'l'Ui'uvl'n'U ., e , 

.... .." 0 .... 

l'I4'1'l1'l'l'lVI'1 L'U'U fl '1' : 

<il) LLI1i~i~l'Iw::n'l'.illfl'1'J/l'lw~wh~1'U'U~"'1'l~I'1tl1'J flT~\ 'Ylih 1 t1i~t<l 

i I 

1-__\!:)::::.,--)L=L\i\:..:'~:.:.:i.:.:~I'I.:.:w:::.:::::.:n.:..:'.i:.::'.ilJ=n:..:'1:..:'l/:...:I'I.:.:W:::.::::..:vi.:..:'1:.::~'1.:..:'U:.:.\i\:..:'J'l..:.".:.:tJ:.:'l:.::::.:::Lij:..:'U:..:n..:.'1.:..:'lt:.::1'I.:..:Vl:..:'1:..:LtI.::.'l.:.:'~:.::ll'1~_____-+:__-+__-+'___I 

! " ., ...I • .J_¥ 
: l<!.l<! '::'l.jel1U1'il'l'l'U 'I'll 'tiel~I'Iw::n 'j"'um '1':1/1'1 W::'I'l1~1U'II '111il L'ilU 

lrJ .~ 1'1 W:in'l'lllm'li1'1 W::'ti141'Uilth 'lv'J::'I{1I~IilVl'1l1N fI fl'1 ..vi'1 LihH'1'U91'1l1.hu'1 'ill'lI!1;1 

aeh~a~1Lalla 
~~f11'11'l1'i1Lil1Jtl1'J : fmi:in'ntl'.i::'ljll LLfI::~~Wl11J 'I'i~tllm!J~'1'UNfi acl1~..rmJ L~tl\.Ia:: '" I'I#~ 

m.Gl ilUNUn1'ivi1 L UU ~ 'l'IuilV'ln'U ti1 'U1'I'l11J1tJi ~ta'IJ a ~",ti'l tJ ~1UviiIilL'ilU 

, ~~f1I'1'l'j.hLil'Um'l: 
! <il) ILr.J 1Jfl1'l1'i1Li1'U~114 m'.it'YlVl1Lv~~t<l l14fI'I'i'i'llJ 'lJa~ n1'l1'l.,f14 "la~141llal1i)';itVl!J 
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tI .. ~ fI:::I.l.'U'Un17t1':i:::uh.J'::'lfl'U'IIIan 

(iil');11f1l 
0 ... 11:1 

m.1D d~L~:un~n"nl~LUU01'iil.j1'~fI,)1:uAfl1L~:U'll8~'IIIU'l!W1UA'1'U!'I'l1:UttI'MiI~1 :uo1m:wi1~ 
a1J~'III1'1I.1l:::V;Un~1'U 

~..1 " • ~ 
~Vlf'll'i1i1LUUt11~: 

Gll !'I.j1~~~'U'U.ri1i9l'iJ'U'hwr'U~A'1 (t11~LL{i~L'U'iJ{(Vl'i~Ym'~~tlh I.l.Il~flT'~lJtb~LijUl'J!'I~ 
A'1) 

J,,) !'I11~7~'U'U1'ii1i9l'iJU ,h';li''U~nA'1 L'llU ii9l\huLL!'I.m'U'iJ{(Vl7;('I'lv1~'U'ivm ih~'I'J~a'iJ1i~ 
Ilflfl1 t117<1lJ!'I'iJ'UmlJ!'Iflfhvrti1J'ifl17 'III~'iJ~U<j L\J'U~'U 

, 'IJ 1 \I 

• <Il) 111LVlf'lLUL<1UlJ11.fi L~'iJal1l~!,HJi;u'\llU':i:::'U'U~1U\lh~<j L'llU PEA MAP ~~'U1J'UI'l7i!i'l 

BIl:LUm1 (Automatic Queue System) fl1'1.h~LjjU~Jilfl1~1~1J~fl1':; LI1l!Jfl1~fll1l~1'U Smile Box 


PEA One Touch SeIVice d~hJ~uL!.!l:::fJ'l~jjfl1'1'iLfl"1~""r.la'ij'iJ~fl1~111LVlflLuL!'IUlJ1ti ~'llJ'If~ 
 I• 
1lI1l'I'i1.mJ'11!N1U 'iJci1~,JUfJL~eU!'I~ Gl f'I'l'~ • 

• <Il.<Il ilNa~1UfI,)1:uflfl1L~:Ut 'Ufl1'l'iI;1~!'I,)'l:Ut tli~tilaa1~LU'LI~l)'l'':i:U 
I ~~~fl1':i~1LiJUfl1':i : iir.l!'lnU/fI'i:::1J'l'Ufl1'1'1'i1~1'U 1'L1f11'1i1~1~m1lJt1.H~1"1l!.h~LthJ',tlfi':i'j1l 

1I:JfI~1Y~ ~ ~'li~'III1'1via~LtJuuV1Jaa1~~mUfl1 '1d~ Li1~lJl~1l ~!'I11:U1tli~1il 
OC,OJ ~'U~'III1'1ild1'L1i1:ut'LIn1'1t1':::'I!:uin'iln'1'1:Ulil1:Uil~1~fl11:ult1'Mil 

~~yjm"~1LU'LIfl1'1 : 
Gl) L\J'LItl ~:::!i1U';I~ 'iJii ci1Ui'l1l 1'Ufl1,tI'l !;'1j:uln'\l fl'l'lll<'l{ 14f1'l111t tIi ~1<'1t u La fl1i111i1~<j

• 
1!J) "'ltl'l1!J~1U~!'Ifl1'~1L;:h.lnT'l1'l1:U-b''iJ Gl) mh~,J'iJUl~a'LI!l!; Gl flf~ 

! oc,l!l a1J1V111L\J'LIu'U'Utla1~ii;n'LIn1..u.ilfl~'il'ilnii~fl1111ltl~~til 
· " 
• ~~yjfl1'l~1"'jUfl1 'l: tlDWl'il'LIL tJu LL1J'U 1lth~/lJ'il'UuLU1J1u/~Vl \111111'1.1 'il!'le'U/~'lJLLm'lJUI"\!'III1 LYle 

i -WlllJU1fl'l:::'U1U~1U1~iifJl1lJttl~~l\1 

lI:JfI~:JY~ uilfl~9anii~ L'il\ilU1'1lJru'Ufl1'1il~1~fl11111tI~~'ta'IJ9~VI'Ihl!N1'U 

~.'" ~fltl1ilfl1'1t11::n1f1L'ilfl'LI1'1l1ru''LIn11ili1~fI'l13Jttl ~~lil'!l9~'\IIu1a~1'L1 
~..l " ....
~'VlflT~~1LU1.Jfl1'i: 

(il) fl17tl':jIifl1I'1LW1U1'ilJW'lJ<l~~tJ~""1'1 'I'l'I'Jfl~1U 
I!J) ~Oll'mtl~Iifl1I'1L'iltllU1'i!Jru'~'I'l'I'Jm1u-r'U~LLi1Ii,H'I!1.l1l'U1imh~,*,ii~ 

~.lI:l ~ftt""iin1'1il~u'l:u-r1J'Vl71'UUU1'1'l1~tI~mi~1ufI,)1lJlt1~~iil'llfH'III'li1a~1'L1 ! 
~..J 0 ... •~l'lf'l1'imLUUfl17: 

Gll ~U:'j';l1' 'I'lUfl~1U !'Ifl,r1~ a~U1lJ-r'U'Yl':j11JLtJUll1m1m'lt:u.rn~ 
~ , 

.,) u.,r~t~~flfl1 lli1:::~A'1 i'1J'Vl711J(;hu'li0l~'Vl1~\lh~'1 I 

http:a~U1lJ-r'U'Yl':j11JLtJUll1m1m'lt:u.rn
http:111LVlf'lLUL<1UlJ11.fi
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~.E> u.~~.r~f'lru:Wh~1'U Vl1U1J.i1t.1,~mT1i1·b.m1'nhvl'Uflu.'U'l'VI1~L~tJ'lnl.lfl1'LtJflLf,ltJ 
oUtltltl'th'ltl1'5 

~ 

'D.trJ <3'1'I~~Ij'Ut1 VI. '.1.1 oUa~tl1i1'ltl1'5thVI;U':MU~fl1loU()\l"'li'mI1l 

'1:>.« Lf,ltJLLvt~oU()\ltl'li1'l!;\1l911lJ1I191':i1 fltI,<'I f1IWI'b'U 
..d , ( ~. ,
'tIal;l~'\I1I'l'~Lf.ltJu.'Vml1lJlJ1\1l'" Gi a:) LI'III.f) 

Gl) ~iJm!lmy.jYh 'h~LIlVl,j'\.Ia~a,~!.I 

1!:» ~iJur!lmy.jYh 'hwrut!.,ii'il~\1li'l''\oIf)'i''1.I 
;0) fiiJmh:i'tJ''tJ'U f)'l'i'tJa1iiI'l~~ilLllIdL'tI1li 'tJ\.I1.I'\I1 f)'iW\1l'!,1l i'I aUf)'l"L~'Ui'I'tJll'l!.l1\.I n il'U 

., " q !'Il,'!1;:1'1'6.,.,1.IL'U!.I1.I 
• 

a:) ~ilmJ '!!:'Il1'IJ'U fl1'i'tlD 1ii 1'1"~il LI'I.dL'tJ1'I'IJ'U U'\I1 m wll,'!!:fi,B'!' 1.1 LilmJnD'U f) 1 '! 
" 

m'l'il1lilUf)'l·U1ii\.l1l1!.1il1!.11'U 
~ 

: <t:) ~ilatl'!!:'IJ''Il'U f)1.,'tIil1iiI'l.r~ilL(1lil~L'tII'ILilm mWm1'i1<1DUf)1"L~\.I1I'Eli11 tJ1 'Una'U 

• 'liT;;I;:!'i1B~,!lJLii!.l1.l 

'1:» fiiJDU'!:!'tJ1'IJ'U f)'l,!'tJu 1iii11tff~il L(1lil~L'tJI'ILiJa~ f) '!wll''!::l'hG'!'!lJLU!.IlJna'Uf)'l'!(1ll1,1Iau• 
fl1"L~\.Ii'I'!.Iil1!.11'U 

,.;) ~iiUm1lJUtlUI'lJi!.lL~mnUlv/+h1'Ui'lil11lilJ,vi,lJ 

c:i) fiiia1'l'l1lJUtla I'lJi EI L~tJ,nu f)')'!toiiihII.tl'en,.,UlilJvt !.I1U,tl ~tl f)m ~ 1.1.111y.jih1'11'1 
'U - 'U" 'U 

Gi) f)1'!(1l'!'Hl<Iau1(1.1 m ru i:vivhLLI'l'e fl1'i1'Ii111!.I ~'U 

(;)0) i'iiJ a f)'l'!ui'u\l.,~L~lJU'!::~ '\Il11il1vt m 1i\11\.If)1"~1'1 fl1",ja¥,m~!.1'U'tIa~ f)y.jil.. , 

http:Il,'!1;:1'1'6.,.,1.IL
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llmtm fmtJlimi~\\'!'UG~'~~il~ii~1'UMLi1a 

1l1'U~1~':i!1'Un1'dtJlimi~1'ULL~::n1'dt,"'U;n1'dtJ"='!J1'!J'U (L\\i~ c>}OC f1=LL'U'U) 

"'.c>} 	 fh-,,'U f1-"i\'mf1n.1.flLL~="'U91 il'U L1m,l'IJ t'U n'l'd t ,"'U ';n1'~vl91il'Ua'Uil~~ilf11111fl::~l'ln'd1~lL~1 

1'11-"i''Un'ilnmJ/n1'dtJlimi~1'U~L~a1n'U\lnR1Uf\=f11'dtJnmi~1'Uil1at'U 
"':.d .... 
a~'VI f1'l ':i \111 L'U'U fl1':i: 

• 
(il) ri1'V1'U\1I'VIi\'mnN,;m'l~'Ii'U1ll!J1..I (ilm m::'U'l'Un15 li11'U1I1\ll"i1'Un1":itJ~U;~11..1mu:n1" 

1~'U';n1.,untJ-:i::'lJ1'IJ'U 

(il. m"'!J!)'t-n'lyj 

•m. 	 n1'l'Ua'IJ!.I1!.1L'IJ\llU"~i1l1 

<i'. m.,'lJil'IJ!.I1!JL'IJ\ll(IlTt1::-:i1!.1 (nyjil.•i1Lil'Un1'l) 

<t:. 	 n1':i'lJa'IJa1!.1L'IJ\llLIlTt11j'l1!.1(.hu1..lm"L!J~) 

b. n1'lLm!.l'ULi1!.1uilLillili 

<ri. n1':i.r'ULtJ5!.1'UilL91!Ji'lil1\1l 

ci. fhlyjvhtJ,utJ~~(ilL91!:1i'lil\\1I ~::Ui\1l) 


~. tl1.,l'iilmi'uilL91 !Ji'il1nn1'l ~\1I~1!.11yjyh( f1'lWc!t 'Ii'l yjihn!.l!J!:I!.I) 

" .," .oJ!':'!!'!!,.1(il0. tl1":i'Uil!.l1!.1":it:UU'ill'V1'Ul!Ji'il1'V1t;! \'IJ \" 


GlGl. 'IJ !JUm.vh<l1\yjil'lLil'ULii!.l~ (l1..I \f'Uil.,1!l1'lNIj) 


(;)1". tl1':iL'li1!l'U11JfI'l'!lU <l1!.11yj~1 


Glm. ilh.lL':i1J~1tJ'lt:n'U(mdMin1'Ii'lyj~1) 

l£l) ~\1Ith!.ltJ'lIjf11I'1U<l\1l~'VIi\'mnrn,] !l91"1I'hl~'U~n1'l milUL1<11 ~1j~1J'lH N ~\1IU~n1":i 

.oJ 
II.flt'il\1l'VIL111111::<111 

.. ,.. ~,,_ .,j .~. .. ~ " ... ~.'11 A "' ... " t '" '" " .,.1m lIl!!lIiln'l'l1'VI'U'lf11':i'VIu.a1ll-ll"ll'UlllilU L~il'U b'IJ '>'!ilmn ru91 bUn'l':il1II'U"n'l':i'VI1;11fuy'VI~'VILml1n'U 

\lnlhL~::n1WnU'ti~1'Uil1al'U 
:i.J ~ .... 
,,~'V1m':i\111 L1J'Un1" : 

Gl) ~jjiltJ ..t:'l!1'IJ1J 

l£l) ~:Uil.ijil91nfl~.,t~Un1"'t~u~n1.,(Service Level Agreement : SLA)nn"tlU1'U~1Un1'l 

t~U~f11'lii\nfh" (il(il mlj1J'l'U~1'U(PGl-P(ilGl) 
.. .1 ,.." < t ~ ~.'l' ." ',I .."." H'

c>}.m ~n1'dLe.wUVll~lIil'VIilmf1ru9lu.~Ij'll'U~l'il'U b'Un1' \ lIItll n'"" u.nu'.i::'!J'l'!J'U'VIl.I1'd'U'l1lf11'd b'l 

i''U'VI'd''U'~~f'1'Ua W.,.'11 •.uil~~'li'1a'l'j'llil~'VI'Il1 !.I~'l'UU~:;'VI'l~L1'U1'll~'lJil~Vi'll1!.1~1U 

http:1I~1!.11
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.d ~ .., '" J,f .... t-« A

1I1fl'i,l1'IJ'I'l l!:i 1Jn1~'ilfl'l'l1'iji)91ml~~llfl1.Jn1~ mt11~ (Service Levet Agreement :SLA) "n-SIl1.J1'1H1'U
til..,. :too ... ..,

111'S '1'11.J~n1-SflnI'l1" GlGl n-S::1.J1'U'I1'U (PGl-PfilGl) L'I'lV1.Jn1.J~::1.J1.J SAP 

!£I.6l l.hllrnf'I/'I'l1.J'I'l1'U'U1V1.J1V SLA" ih.t~ulli~&~flru::01~lIn1'S, ti-S::'ljlJ~U'il~'W'£)lI ! 
t ~ .. '" .. t~ ~ l\tN'U111 'U1.J'U'I'ln'ijtl9lnfl~~::fl1.Jt11~ 1.J'Sn1~'I'l~ (l)6l n'SIl1.J1'U~1'U 

:~./ . ~ 
~Vim 'S ~m'U'U fl1 ~ : 


<ill ti'SIlfl1I'1/'I'l1.J'I'l1t1'Ul!JU1!J SLA ~L~'UiJ'iI~Utl 
 I 

.,) fi1«~~~~i!T~fJrullf1~'S1J 1l11~Lt1'UiJ'il~u'W ii 
i )t1 .x • ~ Il'v,'" ~::'I:!1J'1lLL'iJ~f111iil1L'U'Uf11'S t1!J1'1'U£l!J ())'S1J1flm: <i> f')1~ 

<t:) fi~tl1111t1utlViIl-Etl())f1fl~~::lii'ufm1~\JlJt11'i.,r~ <i><i> 1l1::U1'W~1'U Ii 

'1'11I1!JL'I'I'l : ii;\~ ., 1J1())'i~1'WvI til "fill ., ';1'1'1i'\J'I'I,j1!J~1'U Back Office t~ti1'1'1'W9I'I'Ilii'mf1ru'll ,r'UlJIi)'WUiil:: 

f11'ilJl'S1'il;\911111lJ~~tltl~,jiii~1t1 (Work Manual) LLftll SLA '/Jtl~LLlIiiil::'I'I,j1~m'U 
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o 

l!!.l!! ii01...i~Lii1J.u0l~aLLa::a,th1V~1'Ufl1'W"1:u~an1..ti1Lil'U~1'U~1:U-«0l~na~..::~1J 
fmt~"in1..n"::1J1'U~1'IJ P,G)-P4ll4ll ~1:ULL1J1J'tlaf:u SLA "hLaUOl 0l'!l.("1m~ilU) 

;:;.1 • 4 

"~'YI!'I'l'lmL'U'U01'l : 

G» ~(ilLX1J-iigllllu.ll:::<1'ltlnUn\Jt:.Il'I n'l:::tn\J~1\J PG)-P"'''' Lv'i!.I1JnU"j:::1J1J~1'U P"'-PG)G). , 
t 'U'l:::UU SAP 


t.» a'ltl"l1m1\Jt:lll'YIf1 <I'tL L~tl'UI'I::: '" !'If~ (m!.lt'U1'W~ GlO 'iltl~'Vlm~tl'W)
" " 

rn) iL!'I'l1:::ll/tl'l:ail'W~ll t'WLLllifl:lm::1J'lU~1'W L~tl'Wfl!:l Gl !'If~ PEA One Touch 

Service L\'J u;'uLLll !:I!'l'l'lil n 1")1Lm1!:1\.it:l ll'/.l!N n1'l111 L'YI!'IbU11'1 Ull 1 t.if 'j1ll~~Iim1t<1'\t1'l1 !.I~1'U 
, I v d ~ 
• tlU1~Utlm(ijtl'U<I:: Gl !'I'H 

l!!.rn .. ::1J::L1ft1t un1;t 'I1U~ f11;~tifh~ f1A'1l'U;:::uu SAP L tJ'U, tl~1:U:U1(ij;.l!1'Un1'lt~1J"in1'l 
.. ..1 •
'YI f1nfl.f11l1'U(iI".I .."~'YI!'l'l'l(ij1L'U'U01"l : 

G» <1'ltlt:.l<101'jt'l1U1f1l'mf1~i1 m:::1J1'Wnu PGl-PGlGl t'W'i::UU SAPL~uuii'U'j':m!:lL"Jll1, 	 . 
~V4 .1 ••1 ' lJ1(ij'lJj1'Wfl1'lIVl1J1fl1'l'YI f1nfl.f11VI'W(iI 

Iv) <1'ltlt:.l<lf11"jt~1rmllf11'i1 'Wtlmmig m!:l1J1'W~1'U PGl-PG)Gl t'U'l!:lW SAP LVi!.luriu, 	 . 
'l:l!.l!:lL'lll1ll1m.l!1Un1'lt-.iU1n1'l;l f1WfI.n1V1'W(ilL'li'U PEA One Touch Service 	LtJU;''U 


• 


t 
rn) 1Lm1:::ll/tl"j:::Lil'Ut:.I<lIiiLl1Iilt:l<lt'WLLIli<l:::f1'i:::1J1U~1'U L~mJ<I:l G) !'I~~ b(il!.lLllyn:::fl1, 

v .... "".... .J ...14) 
, l1t;'lfl1'>'YILf1'Ull1(i1'>.li1U"j!:l!.l!;L11'11V1 f1nil. f11VI'W(iI 

l!!.":: iif11"jl'l;1\1iiftfl1:U1l'lmh;::U1J"lWfl1'W~1:uf9"f1<1'1"!:Itiu f11'lt~~f11" 
(Quality Assurance for SLA) i:U1t-«tl~h'lf'l'l1J"'1'U LLa!:l«a~i101""'UJ~1'UNa(ij'UJLLU\I'tlOlf:u 

ft'ld' QA Program, QA Checklist, QA Report, QA Request, QA Improvement 

- QA Program a1l1{U n1'l'wvhL'/.I1ll 


- QA Checklist a1l1i'u n1"l1WYl1L'il11I 


- QA Report 

- QA Request a1l1i'u n1"l1WYl11i~wl(ij 


- QA Improvement lf1mu f11'l1WYl1...........(tl1il) 
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~A<l .I~ .... <l,., • """.J 1"'"11f1'Vl1w n1'1J!l'U(;I~LlJUfi"11f1U~lJ"'Ju f1L"a 

~1U'U~'l41'~fln1'LLl'l:atJfl'l\Iafu~t'l n"~fl~u ~fl"N ~f1'l4'~mfl (Lfil1klb I'IZU.UU) 

_____--LI~m." kl 

• U1f1'i~1Y~ ., iif11'i'll'iZf11I'fLe.Juu.'I'l;I11'~fI~8~fl~1~LL9iflztl'l'~ n,,~b~'II,j'fl'U'iZU::L'JfI,i1 rhWflLU'IIftmnru'tl' 

." . ." Le.luLL'I'l;n''iifl~''~f1~,~ulliaZ11un1;J[I'I'i~n1'i f\1lJ'i:;aZL'Jill;!rh'llUflLU'IIamnru'tl' 

'tlfh~,j8a Itl '\l8~m~ 

i 1i~~fml1i'Lij'Um~ : 

<il) ;iflu~zml'l 
< " •

II:)) ~'U!J .... ,~,1J.'ll8lJ11'!1',G'1'~ 


Ill) L11Jl'1!lll nvtn.(www.pea.co.th)Ul.lzL11Jl.1!lllml.nr!1.J;jfl1.l1~ 


(www.gprocurement.go.th) 


",.kl1.1,:ailuI'I1'l1n~'I'l81~LUL18~'!I8~n"Le.JUu.'I'linl'~fI 8.ofl~'N 

1i~~l'm~1Liiun1'l :iiLI'I~8~jj81.1'l:;LijUfl'l'1.JY;~""8L'l'!le~~fl""1 L'/h.J u,'U'UG'l81Jt:mJ Vl~e u'l:nihJ 


1li1UL11J1'!J1ll 'II~8 1.1'lI>LiiUtfl!Jfl1'jri1.J<i'lJfI1~cl EJ~,~uetJlf1'l111G'111:; <il F1~~ 


I Itl.", Ii''111..1 fI'IIftflLflru'l'l1un,1t/\i'1ru'~flau e.J I'ln,1.rfl'll'~flflLLlIiaZ1'Un'1J[fI'~ fl' ,· . 
· 8~h~,j.JU 1rl '\l8~vm 
1i~~1'I1'j,hLii'Ufl1'l : 'l:;1Jli1uL8nG'l''l 'll'l!:ne1Jn11 il'1~" ilil~'~ ~fI'l41'1i?lfl'Ylf1I'1~~ 
kl.kl LI\IULL'W';'l4anLnru'l'l1Ufl'!'i,"\il'iru';fl3'Ur-Il'l fl'1.ofI~U~f1~'~LLAI'lZ1'Un l1J[1'I'i ~fl" 

tJf.h~,jau 1Il 'lia~~'1~.. 
~ q; 0 .... 

,,~Y11'11'l1'11L'Utifl1' : 

(J» ;iflti'!:fl1j'\ 

lD) f5u!J .....'l.u.iielJl'l'til"lG'lI'l 

Ill) L11J1'1!1ll nvln.(www.pea.co.th)LI.!I:;L11J1.IJlllmjJ.u!1.Jiinfl1~ 
(www.gprocurement.go.th) 


kl.1ll 1.1'::fl,f!1\I1'l n1 1~fl 'II,oW'fI '1UAaZ'11!1n,1/11'1'~fl1';j'W~8lJ,f~LVIii)IJammufl1'i ;flaUr-ia 

... ..,:; • ., ..J 

111'i~ fI'l4''I'lfiIijUU"18!J '1 ~uatJ 1m ...tl'''l1~ 
, "'::..,J ....(I 

?l4Y1I'l'l'i1'11LtiUf11'l : 


<il) ~1'1'll'l:;n11'l 


lD) f5'U!J 'I'l.'l.U.'U8l;!l'l'ii'1?1''l 
"1< "1< u ..Ill) L11J 'lJfI nvln.(www.pea.co.th)LL!ll:L1U.IJ~fl.lJu.II.tln1.l1~ 

i (www.gprocurement.go.th) 

I 

http:www.gprocurement.go.th
http:nvln.(www.pea.co.th)LL!ll:L1U.IJ~fl.lJu.II.tln1.l1
http:www.gprocurement.go.th
http:8~h~,j.JU
http:www.gprocurement.go.th
http:nvtn.(www.pea.co.th)Ul.lzL11Jl.1!lllml.nr!1.J;jfl1.l1
http:I'IZU.UU
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)J1f1lJ'I'Yii III iln1'iti'i:;n1f!?fin1'iA11J';lru'i1f11na1'l'IJ8'lu.fta:;tfl'i~n11 

I 1Il.1i) ti1:;n1f!?fin111'i1'U';lru11f11na1~'lJ8~u.~a:;11Vn1'i11f11~n11 
i ~~vffl1"~'lLil'Uf11'a : 1~L~'ULii'U (i)OO,ooo.-U1'V1 ti11m1f'1ll1't.lt1Ul'll.J mill. (~.pea.co.th) 
u.~:lL1ul'll;;)n'i:l.J\j'qJilmm (~.gprocurementgo.th) 

ll:li1~:JYiL.t iln11'th:n1f111V~8~\il'U8'i1f111~1'U~jjm'VIm~i'un11!9I1lLaElnu.9ia::tR'i~n1" 


«'.Ii) ti':i::n1f1':i1V~8~L~'U8':i1R1LLa::~8\1a"1R1~L~\J8'11n'l'1V01'l'~il1ff'VImlii''Un11flflLa80 . .~ 

'!l!J1~1J'!l!J ., 'tf8~'VI1~ 
~,.J " ....
~'VIfI1"~1L\J'Unl" : 

)41.l .) < •• Ql'
(Il !11~ ':i::n11'1 <!J I'1'UV W....U,'U8lJfI'!I"<l'1 on) mJ 'lll'l mill. (~.pea.co.th) , 

:lJ1f]~1~ <t' il'l'1!J'l1'UN1iln11~"~ti~"';1'lt'Ull1W'i1:IJ W~'!l3J1::'41fin1'i~fI~'!l~fI';1'lLLa::LVl9!Nailtm'U 
.m .. .1'.",01'i\IJ\IJ 'UNil01'i;)11l'1J8;)11l 1'1 

<t'. Ii) ~ lti" V 'l11JN a n 11.ifi~E1.i" "'1'1 t 'U1l1W11:IJ'lJ8'1V1'1l';l v 'I1'U ("'!Jlfl13J1a) u.a t111 L~ 'U 8 
1/''' .., v 
~'H9IU'Uf\!'tf1U.ftilt~1!J'l1'U 


~'1vffl11vi1LU'Unl1 : II.uu'iia{lJ 11'(11 ,<!l/';1U'l1'Ut.l1iln1'l'1.lrtmrmll(l);l'eJIl(l)-lh'l \lJ1lJ 1I.t.l'U (<l\IJ~.)

~ 

<t'." LNVLLwi~!1.l11V'l1'UN1iln11~fl~~~"~1~t'UI11W1';l1J'tI8~'I'Ii.l1!J'I1'Um.h'lU8!J In 'liEl'lVl1'1 


(1~L-a'U i$)OO,ooo.-U1'Wl ;Y'Uhl 


~'1vffl'l1vi1Lil'Unll : 


• (Ill ~\in.h::n11'1 10) I'I'U~ w....1.I.,J[llJ1il'lJ11<l11 on) L1ul'<l~ nvlll.(~.pea.co.th) 
~ .. ". A'" ~ ",) tf • no! • t" ~ • tlJ191j~1'U b :lJn11;)11l'Wl111V'I1'Un11';lLR11::'I'INfln1':i;)" 8;)f] 1'1 'jt;)1 'WlN1'!.!:lJ1 'Uan'ttru::18Vat'tl8'1'il1'U1'U R1'1n1'j 

;i1U.'U 0l'I1:IJ15n1'1:5'l'I~'!l:5'fl ~1~ lIil::~8!J1il::'tI'!l 'I;i1'U"'U'Iu1.l'i::1J1ru;i1LL'IJnfl1:IJ15n11:5'fl~'!l:5'"';1'1 

b.i$) :5'tm11'j·UI'l1'IJn1'j1LI'l11t\l'e.Jan1"~III~£I~fl~1~n;:!N1'U:lJ1('!l8~LLliia::~1!J~1'U)
• • t - 1aVfI~'1J[I~'il1'U'l'U fI':i~011 - "l'lL~'Ufl1'l~VI;l'tJ'lJ8'lLI.~f1t1a 

~U~ o! (1. ... el)
- 1i1'U"'U*UtI'lIl:IJ1ru - '118nUr-lLi.'l'UtJ'l11'l1m1!J lJl'Ia~1:l1J'!I8. , 
- ,)1im1iVl;l'ail'l~1~ 

. ,. Z1f .,~., ... tI 6;:r=" ,t iF
b.1I:l LNVLLW'j'j1V'l1'IJn1';';lLI'l11.. Nan1'j;)fl'll£l;)111;)1~ 1::;)1 'YlN1'lJ1J1£1V1~'lJ8V 1I:l 'tf8*V11~ 

~4iiifl'l1di1Lij'Utm : 

GJ) ?i1ll1.l'il:011'1 I!J) I~ul'<l~ nvl.n. (~.pea.co.th) 
! 

.,j ... \J' nel • tr tl • - ~ .. ~ " ~ 1 n" ttlA1J:J~~'l1J'YI rd. lJ01'i'U1t.lil011';lLR11::iVl 1t;)1 'VIN1'U1J1 1U i~011\111L'U'lJ41'IJ(i)1'!.!011'l1ll 8'lfl;)1* U (lfl 

11lI.@ u1e.Jao1'j1Lfl11::~tf1t;i1n~r.i1'IJlJ11.li'\Jtfl*011di1Lil'!.!*1'U~h'U01'j:5'\II;JEI:5'\II'"1*1uilalllltl 
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tl .. ~ 'l'::LflU'I-lan 

(~1;l'1f1) 

. "'v. ~ tI ~ ~ it '\1 -''':i'' <i 1J10'l',i11J'VI Gl 'ilfl'llS'I'I'I1~ ilil1'l' u.a:: ':i::'Il1fI.lJVlUll 'I-l ':i::'Il1'1lUflflflS':itNL vU':iS'I'l'jn1JLLa:: 

1" .LilUSU,U:: f1SV1~a::A1n 

• II tAU .I i 4'~ ~ .Gl.Gl n1'1-lUfI"lJUflSUu,a::n'l'::'UTlln1'i Un1'5'U'j''I-l1'l''ilfln1':iL ':iil~ il~L ':i!lU tl':i::'Il1'1lU':i'U'I'I':!1'Uil!J1~ 

11~lL'ilU tA vlh::!J::L 1a1'lUfI1':iIli'i LilUfI1':i L ;jau.nt1JiI 'll'l-l1fiL'I-l1J 1::a1Jfl11J!i1:Ufl1':iUOmw 


~'1~frmhilufI1'l' : ilfiii'!l .ffUfI'!l1..l mmJmn n1,:!;i~n1'j'L~a'l{il'lL~U1..l ~1U.;:j nrlil.ti1~U~ 

Gl.m 31'Iiil~'I'I1~n1'l'~ il!i11':iu.a::t!1::'Il1ti':UWU:it~ti1::'Il1'1l'Ua11J1'1tl9; fllliilfil~L'i!J'U fil~'l'jn'l1ua:: 


LI1UmL'U::t~ati1~iI::A'lf1 mh'lUflVlIl 'liil'l'V!1~(uilm'l-lilil'il1n PEA Call Center GlGlttl<:\') 

a'lvll'l,'l'1'I'1Liltlfl1':i : 

(;) 'Ilil'l'V11~fI1':!~'!la1':i u1f1wh ., 'Ii'!l~'Vl1~ L'IlU 1'I'U61'1'1':i~(i,:!,:!U L1'Ut'!lIllIli'i''U-Uil{'!l'lL~Utl/ 
" 'lI'!lLi'ltl'!lUUI) 

Ie» t1':!::'lI1<1U111..151\1\h::'!I1'!1t1~'U'V!'j'w ~1'U'1itl~'YI1~~h~ '1 L~a1 n'U'litl~'Vl1~ ~~1Iitl{tl~ L~a1..l 
• {,H'Vlf1'1l L'liU {hmh::'tl13lJ'I'i1..lll l.L~tll1''lJ L1'lJl'IJl'i' 1i'J1..I~1.J 

..,. 0;. I .,v .... -='" ...
lI::l\lll,l::lY'I'l l!:! fI1'1-lt.1Ii1'1-lU1V~1'U/f;j':i'U~A'Ililm':!il~ il'l L':!atl 

ttl • .., rh'l-lu"'I-llh !N1'U/~'l'Ul'lflaN~'UNfl'llil'U th'l-li''Uf11':!'U~'I-l1':i~fln1':iL~il'lfil~ (iauLla::. ~ 

LI11..1ilI.LU:: 


a~vlfmti1Lil1..lf11':i : i1'!l1.Jmil.Llli~i~ti1'1-ltiANfu~~'tlil'Ut1..lm'l'i':illJLli'I::~1'Ul'll'li'l~'U~i1I'tlil'U
,. , 
• LIl'l'i'::L~Il~ 

l'l::uuufI1':i'lh::wu 

I 
0 Gl ! 1Il 

I 

I I 
! 

I 

1Il.l!l ~ila '':itl'l' ::'Il1 l1:Uwuli't ~'4l'la,n 'l'l11a'ltILla::ti 'l'::'Il1'1lUI11!l1..liJO'I'I 'l'1'U';hl~iifI1 'l'n1'1-lUfl I 
•'I-l\.b!l~11..I/~1'UfiflaN~'UNfl'llil'U ii1'1'1~'Uf11':i'U~'I'I1':i~fln1':iL~il~fil~ L~!JU. " 

• ~~vlf11':iti'Ltiufm : ti1LtitlfmtUI'I'I11L~fnn'lJ ttl (;).Ie> (il~vl '" 1J1~':i.ll1t1v! (;) -iiIlGl.Ie» 

.I _ ~ .I,,:; _~ 

lJ'l0'l'.lj11J'I'I m 'U':i'lt11':i'il.. f11':iL':iiN':iil~L V'U ~91L Il~ ':i1V~1U~il u.a::LL4'~~aijfil~L~!JUI11!J'l'U mo 1U (fll~L~!JlmU'U~fI1':i) 

LLa:: IQJ~ 1U (fil~Llv'U'I'I'il~91t1-;::Vtq~ii'llil'U),.,1tlm1J~ n'flfl.n1'1t1u" 

v 'l~ii 'l .I 1· - it· - v .I. dm.Gl 'il" f1':i::'U1Un1':!~':i1'ilailUfl1!J UL'Wil 'I-lLnAfl11lJUU 'il11f11':i'U'l''I'I1':i'ilVln1':iL':iiN'lil~L')VU 

L;Juttl911:U~'U~ ilULLa::':i::VI: L 1a1~JJ1 .... ! 1Ufl1,.,U fI 
',.J (:I.... I t _ ...... '" ... 

~~VI!'lTjVl1Lu'Um~ : LL\l1~(ll~m':ilJm':itl~IiLUu~a LLi'lIi'il~f11':i'(JIl':iIl~L'lt'J1..I 'I'I~lll.ul'lru::m,):Uf11':im':i 


~'j1'iltl'j::Lil'U m':ilyj+h1t1'i~'i1 \l11:ui'l9ivl GllJ1'1l'i!1'Uv! ., -Utlle>.(;), 

I 
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<C.G!) ~~'Vh~1U~1\1a'ltiL~t1~1t1~L~aU.f11U't\l"l'I.h1W1U 'l'i1t1:IJ~~'lil'Y'III1~tia~~flmt:: 
IIU.\l1'V11~n1'U.m.'lI 'lhLa\ltl~u,lI1~('1ulPl"j:IJ1a) 


~~i!m'v'hLil'Uf11' : flru~m~lJfl1VI'i"Jlljl'h~1'U~lilflwlitli"NL'u'U <'l~tI"j1U~1\1e<a y;i'm.m;VU!ll'lll1 


mJ""fI UalljlJ.\I''VI1~fmUm.'II ,.hLi'I'UaeJV~'III1"j 1?l"j:W1<'la~ Gl flf~ , 


: 

I 

.j 1<1 ti" tJ .. • .. .. il ...Q Q {); lJ:JI!l'1TY'I'l iI:. 1Lfl"i1:1 'IV ~~ u.a::'I'i\ll.l\l1n1"1il1L\I\I~1UL"il tHOU 'Y'III1n1~'tl~L'WU 

i tr.@ U1"j1U~1'l.1a'itiL~a~1t1~L~eJ\I:lJ11Lfl'1l:," ti{tltJ'l~ U."l:Yl'IJ1"lru1n1'jthLijU~1\1LVi'l"Otl4n\l 
u.a~"~~1\11\1L~t1~-ftl~L;trUmvl'l.l'lll'lhtr~1U 


~~Ylfll"jvi1Lil\lfm : flru::0"i'j:Wfl1"l/flru::l'h~1'U~lilfl1"iiitl~a~L;m.! 'iLfI"i1::li t1~tltl\~ Ua::Yl'ilT'lru1 


01 'j ~1Lij'U~1'UL.yj mjtI~n'l.lu.a::a1il.i1'U,iIL~t1~~t1~LljEJ'Ui11 EJ1-1.1mllEJ~1'U11'1'j lJ1<'la:: Gl flf~ 
 ! 
tr.1rI ti"jl:Ui'l.ltJ"j::~'VI'lilla'lltl~'litl~'VI1.:)n11tJL~t1~ftl~L;m..l'lltl':)'IIItbtr~1U 
~':)~f'mvi1L{l'Uf11'j : flru~m"j'IJf11"j/fldJ~~h~11J~lilfl1"jiitl~t1~Lljm.l tI"j::Ui1J'litl~."mi'tlL~tI~i't1~L;tr1J 

, 

! lV1"l'IJ1i'1a~ Gl flf~ I 

tI.... ~.... .. .,.... v nM.... ',ju .,.j • .r.m "ll:LlJ'l.Iti"lZ 'I'l!im'l'i'IJil~f11"j'ilfln1"'lIt1~il~L~VUu.a::N"a"li M11L 1'111:1l1t1'V1n1'V1U9I 
: 

~.J Iii'" ., " v ... <til 1J .... tl a.... ,,~
~'IIf11~1'l1L'U'Uf11~: flruZfI~"llJ fl1"l/flru~'Yl1~11.!'il1'l01~'IItI~tI~L'W1J "i~LlJ1.! "j~ 'Yllil11Y; lJ.a ::Na a'Vifi 

YI~fll1LU1'111:W1!J~r'h'VI'U1'l11'1"i:W1<'la:: ah flf~ 
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1::Lfl'U'tlliln 

(~'l;T1fl) 

0 .. 
 lrl , , 

.d .., ~ \.I""" ..... til.., .... dt:;l 11 	 t

IJ1Yl~1'lJ'I'l .., 'iJ~'I'I1U~'U !J'Ufln1'm1n'U~Ulln'iJ011'1'1flLLIl:: tl~'ll11:IJn1111'iJ~I'I'IItl~mJ'l!N1'U 

•1»." Ll,~'U'll~lliifl11fhi\''U~u.an'iJfl1,iI;jull~\Itl~'ll-a1:IJ011'1'1'iJ~I'I'IItl~mhtJ~1'U. " . 
i1~il!'m~hih'fl1' : tli~~~hL111.1L1.N1.nJihm~1'U.r~I'l:IJu.m:~~u.'lfl.rtl:IJ fl<1~Yl6 oele> 
<I).lrl fl1'~~li111tJ~11..1~afl1'~1Lil'U~1'U9I1:IJ~1..I'llillliin11fhn'U~Ll,llihlf11,il;juil::Utl~'ll"1IJ 

fl1'VI'iJ~I'I1.hLa'UtleTu~A'UUqJ'lf1iJ.l1iil::a1tJ~1'U. .. 
~.,J .~ 1 •~YlI'I"mL'U'Ufl1' : '1fN11..1~<l ilmJ1i'l<l:: Gl 1'I'i'~ 

1£1.(;) 	 fhi~u.ol~t~flru::li1~1'U~I'II'I1IJ'h:an'UNafl1!Ju.N'U'll~lliifl1'fhn'U~u.a1\'iJfl1'v1;jua:: 
Utl~'ll , 1IJfl1''1'1 'iJ~I'I 'IItl~\IIU1tJ ~1'1.1 

, , • . 
i1~ill'l1,.hL'il'Ufm : u.ol~~~l'lru::~hn'U;\1'11ll1:IJ'll'i::Lii'U~<11'11:IJ\\~1..I'll5lliifl1" , 

o ar .d ..~ ....
lrl.1£I '::'Utl11..11'iJ'tII1..I1'1'1'11tl~flru::'I'I1~1'U 'lff)L'iJ1..I. , 

.. .... 'lJ.... .. .. .. v.<=l. & 
lrl.Ql I'lru::'l'l'H11..11J01' 1::llIJI'lI'l1'l1IJ~an1'f)1L1..I1..I~11..1\i11:IJtl11..11'iJmJ1Y1etJ1~aIJ1Uil:IJa 

~.J c.. .... ~ ~ 
~YlI'l1'a1>l1L'U'Ufl1' : l.h::'ijlJl'I~Wl1lJ \\il::'1tJ~1'UNa lll'ilJ1i'la:: '" I'l'~ 

:Ill!~:lllilill ~f)L~ih:::'U'U1'I'l'U"pm1tlt tlLLIl ::fl'::'U11..1011Ill''l'iJatl'U.fl1tl t 'ULilltla f) fl 'l1IJ L~tl~ fl11 \'j'iJ~(Il 

t 	 ,.,J~' 4 	 Aal.e 	1::'U'Ufl'l'UIlIJ.I11tJ tlLLIl::'i::'U'UI'I''l'iJaa'U.fl1tJ 'Ufl'::\.I1'U~11..1'1'1L tJ~\!ltlfl1'Lfl\!l\'j'iJ'(Il 

al.1£I ,hlitl'U flVlitl~ml'i~'U01 '1'1 ''l'iJ atl'U.fl1 tJt 1..1!J1t -tTl.'U fl1''ll i''U'll \ ~fl1::'U11..1~ 11..1 .. 4 

LVI tlft M'l1:IJ Nf)VlIl1f) 
',,", flo ""'- ~.., 1 ~ 

m~'I'1I'1'l'i~11Lil'Ufl11 : lJ1LfI'>1::\II Ll.a::'ll''U'I.i'i~ '1!N1'U~<1 l'I'ilJ1i'la:: '" I'l'~ 

!JlYl~~lY~ ~ ~h'i'l'iJ1'I'l1:IJ1'lli~ta'lltl~fl1't m,1fl1'~11..1«11..11'i14 ,,\'iJ1fl'll-a::'!l1'!l1..l LLIl::U1!J1'll~'U'll\~LLm.'IIn'::'U'l1..l411..1 

t£. (;) ~h''l'iJfl'l1lJl'lli~ta'lltl~fl1't~'U1flT~411..11'i11..1fh4 ,,\'iJ1fltl'::'II1'111..1 
A.oJ 0 AWlfl1WI1L'U'Ufl11 : 

Gl) <f1"''iJ1'l'1lJYl~'YItll\1 'iJ1n~fi1 \\il::~n~1 
l!?) <f1''l'il1'l'l1lJW~'YItlh 'il1fl Smile Box ('1hl:Lii'Un1~t~'U"ln1,t'Um~""lJ Ll.ll::'ll~::Lil'U 

'I1\Jn~1'Umm,~f11'\IIU1LI'11tlL\Jltl{) 
m) <f1~1'il1'111lJt'll 'i~L<l'il1 nl11~1W~n1~\.I.<1:: m::'U'l\J~1\J'!Jtl~ n~l1. 

O::.1!!1 	 altlNafl1'fl11Iih1'l'iJfl'l1!Jlt1~~ta'!Je~t111t~'U~fl1' 
~"" I).... 	 ""', .... 1 ,t~'I'lI'11'n1L'U'Ufl1~ : 01'1.1 u.mnLm1:::\II~1l I'I1lJ'!J<l O::.Gl \Jl'lJ1<la:: Ci) m~ 

t£.m ti1NIilfl1,il"'l'ilLtI'l'l~LL~'Utli''UtI,~LLm.'!Im::'U'l'U~11..1t1..I\Jii'f1'tI 
~~~I'11,,,hLil\Jfl1' : U1N<1l'11lJ.u<l d:>ltitlf'Utl1~tlid''i'U,t11l'';lJ I 
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.1 " ~ u~::tl1l't.l~1iIn 

(ili''l;11111) Ii) ~0 

---------------------------~----lL.____'__ __1 

Gfll.il1't.1~ « %1~,~tl1%1,%1I1I'1~/Lfiitl'th!Jnl;tYlvh'[\Ji~t%1 ~~iI1!JL't.ItLfI::iI1!J't.Itln~'l.b!J~I't.1 
i «.W> \J~::n1!'1t"'\J~::'II1'!f'lJtf1lJ1ii.hu1'llJLtl't.101%11%1,rf'lVLI'I;o'h!Jn1~'tYI~~h'[\Ji~L%1 
I ~~~l'11~1'11L ii'U fI1~ : a11~Lfl~ tl'!h!JLL"::tI~li'ifI<iUW'Utl~1'U'!ia~m~~Wl \lI1lJI'l11U L VllJ1::au 
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, " """ v m,m m'JnI~u.'il~L1~Ul.I.flt'HUI1J~U'V1~I\J 

m,10 tJ(;1'\J~~rnl'li11~t U~1'un~TIU (\J'Oi(;1'\J1~'lJI"1J~1JIT) 

m,m ~IUn~1Jlfl'1hJll~ n~e,tll~ 

10, iirn~fl~1JllJ MOU 

lo.m iirn"i,HUllJ MOU ..t·w:h~ lIJ'iln,n~e.tll~ flU e'lJ,U,(i) 

~,lo iirn~fl~UllJ MOU ';jtw:h~ lIJ'iln,n~!l.tll~ flU ~u~'1·mtu.r~n(;1 

m,lo aeal~u.U1'V1'~'\Jfioo~~u~'\Iml.l.flll'l'fUn~lutuli~fI(;1t~i'U'V1",ue~I~y(1ii~l'n"iiimh~,jmJ m 'Ilmvn~ 
lJ'i'1"i!''IJn1';j~1L UUfl1';j 

~ U ;f • •m, lJrn';j "it'tllJ u.'iI~ I'll';j(;11LUurn';j• 
10, ii01~'\J';jZ'lJllilJ~UITN~U'Il!l~'V11~(ih~~ L'tiuihm.ht'tll.rlJ~U6. lfl,j'mjlJ'tI!l~ fl~e,tll~ 

m, iiriii!llJl\l1'i\il'U1'I11lJ1'\J~~ta'tl!l~ n~~, ~~"u'Urm LLazll{~Lim.l'V1flA'Ufu'V1';jI\J 
.;I c:I 0 0 '" cI.I u

:Il:JI!l'l'Jf1Y lI:l lJ9'lWt'\ll1~1'IJl.I.ata1U1'il'l'lUI'tlV1'1fflL'il'l.l 

.. • :; • ~.; ti ~ l~Yl ~ , • t .., vlo,m lJn1'~u.\lI~\lI~l'Iwtn';';jlJ01'i/I'IW::vn~1'1.l'!JULI'I1l!l1Ju.flti'l·n'il ':ltLlJ'I.lrn':l 1 "':l~ af'n~lJilEJ1~UileJ 10 "lfl 

• ~ 

lJ1fl':l,!'1Un1':lfl1L'1.lUfl1'i 

(i), I'1w::n'i'ilJrn';j\J~""';j ~(;101~ rn'ilY1Yll1ti~~tal(;1~ii N'iln,n~a,tll~ dJ'I.lti';l::1l11J"l 

10. I'IWlm'i~lJ01'i(iJ';j1'i1ti~::LiiUfl,,1~YlI1ti~~la ii ';j'iln.('V1 )LZ)UU'il:ll'11J ril'1'11J(;101"i\ll';j1'i1U';j::Lil'l.llmlJlaa:: 
Il 

m 1'I';j~ 

m. I'Iw::m';jlJrn';j~\lIY'hlJ:r\ll';j\i}'Wn1';jlY1Thl'\J1~laill~11J'H,j1V~I'1.lVl~m::'ljVlUlmll'l.ln.,';jlJrn';j 

10.~ iirn"'l::'ljal'1.l1'i1V1,jlii'tla~RWtn"'llJrn"/l'Iwtvh~I'1.l~i\llL'iI'1.l ("::'411"'11vl'ili~mi1) 

~ ,m 1'1 W::fl.,.,lJ O1';j/1'1 W::";'1~'1'1.lii01';j'\J'i::"llJ~(;1\l11lJ~an '1';j~'iLU'l.l~1'1.l \l11lJ al1J'1 'il 'III'!!1~ !l<h~l'I,j'1 Ll'llJtJ 
•

lJl\11'i.i!IUnl'i~ILihml"i : l101'iU'iZ'lJlJl.I.flZ~\lImlJ'I'lr!llJ';jI~~I'UN"lilcll~Ua!J L~il'l.ltll: (i) I'I-r~ 
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~18~1U~ III d~ ~1il'i1lu.il::iill'";n~t\fI'iL'4~"IJa~'M'll1~H1Utun1~Iil f 1~fI':I1111tI ~~tat'IIuioi lil'it'411 u.U':I 'VI1 vii \l n ~~~ 
Lrlat~n1'i'li1~1UIl1!Jt'IJ'YI\b!J~1UilI'l1'lllttl;~'la1J'.i::'ijW'ii'flfi\ln'.i·m\lhl'\':I111L-li"l'iln'lJ~'lJ'i'M1'.iLLa:WI,rn~1'IJ 

-,~1\i1'.i~1'IJ0'l'.ifl1L'IJ'IJ0'l'.i 

11>. ~ U.~'IJ~1\Jm '.i~hLU'UO'l'.i 011'1.yjvhLtI~~tllt'lJJil'l'l'.i1)J'lJl!l~ nyjyj.J'U<l~'U1)JeJ'UmilVlfJi1l'1'lhvltl1!N1U'M~eJ, 

~. il11EJ.,::ta!.l\il'lJeJ~ihJn'.i'.i)Jt'U~'U~1'U\il1)J'1ieJl1> '.i::'-I n'il n '.i'l)J~~1LUum'.i tU1'Ml.I1 eJn 'l!l'lJ".,1 ~~'lJe:l \iI'lJl!lU 
4 U II ... ..J ...I,.J ... 

~UtI '.il;)J1aJ 1J.<l::l!l'U'l'l'l'.il!ll.ltt'il~L1EJU,,''UYI tfl!.l1'1Jl!l~ 

ro, iim'ja~t1~"'1Jl!l~m'.i~1LUUO'l '.i~lil\il1)J1J.e.J'U l!lci1~iflL'il'U l!lci1~U€J!.IL;i €JUt'll; 11> flf~ 
<n. ~ cl~Li'l~hJ ii'il f1 'j'l)J~LU'Um 'i"~1~fl11lJ~ Ii)~L~)J'lJ !)~ 'VIU1!.I ~1'U;;1'Ufl11lJ 1 tI~ ~ 1ll~'lJn'U'.il;Wl1~ ~U;'111'.i tL"1l'l'fUn~IU 

I) "" 0 ... , I V .d 
lJ1m~1'IJfl1'.imL'IJ'lJfl1" : I111L'UUfl1'jl!l!.l1~'U€J!:J III t'jl!l~ 

~~LU1'V1l.11!.1tJ ~(I( 
11>, jjm'ill~1~'lIlUU;iOllil!)U<f1'M~U~A'1(0'l'LL~~LUl!lflYl'l~'I'lVl1i~A'1LulZn1'l~)JtI'll;til'U~,,~fi1) 'ii1'U1U (I( 

tI'lZtJi'VI'l1lJ <tb 'l1!:J 

I h jj 0'l'll~1~'::UU;'f1~!)'lJiJ1'V1~U\'lf1;;1 L'!l'IJ ~lilUl!.1 U.i'l0l~ LUl!lflm~,(('I'I~U1'Ml' jj'MU~~!)1i~\'lf1;;1 m'l~lJ 
v ... v~ dod !'I" 

lll!l1J(l111Ilnl'l1'VIL'1JU'if11'i 'M'l!)l!lU'l L uU(l1U 

ro. iif11'U1t'VIflL'UIt'l~lJ1HLyj!)''f1'l''!.IViil'iJ l'U'iZU1J~1'U9h~'l 
11>. Pea MAP 

~, f11'itl'l::Lii'IJ~"f11'it'tlU;f11'j lf1!Jnl'inOl~hu Smile Box 

ro, PEA One Touch Service LUU~'IJ IJ.<lZI'lTaiifl1'i1tl'l'1::'I1~i1fl1'lU1L'VI1'l1'U1"~~J11oULLi1::iif11'l 
" • t.t..oll; .... 

'j1!.1~1'U(:l., l!l!:J1~'Ul!l!:JLVll!l'Ui1:: @ fl"~ 

~. 'i::u1JUVl'ifb;i'\ill'Umi (Automatic Queue System) 

~, '.i::UU\iI'l1,a€JUl.I1(l1'l.!i1UfI11Jt'U lf1!:J1'1i Application LINE 


m,m ii~"~1'Um1lJfifl;t~1I1um'la~wrl1111t1;~tall ci1~LtI'U'itIo'l''lll 

• v 

0-. ........ ... ~ .... U 4 ... 


:U1\i1'.i.!i1'Un1'jfl1~'U'Uf11'j : lJm'.i(l1f1\i11lJ"1!J~1U(:l"tt"Z1L1'I'l1Z'VIe.J.,(l11lJ'lJ€J Ill,~ l!l!:J1~'Ul!lmfll!l'U":: <il fl'j~ 

'VI7Bllil':i)J1llt'l:: <il I'If~ 

http:U1'Ml.I1


•• • • 
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; (10 q. ......

i 311V1~Jil1'L1fl1~1iI1L'LIU01" : lJ r.n mlfl"~:IJ 
~ 

Gl. I.I.vi~i1~f'lruZf1""lJfll"~lll~ru1f111:IJliif'l11:IJ'lf~Ut.l~z·ihll 

l!:>. ~:5'111 f111 L~'LI1.l~ZG11.J/il1'L1 ~'lJf11~1.l1 ~'lllJf11"1vlvh11.l-i~1a11.J111 f11a('h~'l 
r.n. :lJ 11111.1.!Ji~~~FI ruZf1'1:IJ 1111 11111';)1.l1~Lii1.Jfnl:IJ11.l-i~lal'U'vI'I..h !Nl1.J 

~ 

G:. i1'FI:r11,th~1aaZ1l1111'11~m!!'lumil~m~'U'!lfl11.Jf11'.ii1111Ilal1ULL<I~IJ.~~LU1~l.I.a!Ji1~'l 
~ 

&:. iJ!:JI'lfl11.hLU'Ufl1'.ifJIllJ4i11 Gl-m w{l1lJat'thlt1~I'L1!:Ji'lL~~'LII'l~ <il FI'i'~ 

I> A "" ...

311V1'.i;j1Ufl1':ifl1LUUfl1':i : lJ m I\]llfl''.ilJ 

Gl. f111:lJilTl.I-iI:IJ'!I11~ ~U~'vIl'.i LLi'l::wUm11.J1'UL~l1~\;h~1m!!'l'LIm!, tln'LI'!ltNfJl1.JLl1~. ~ 

l!:l. fl1'.i L.:o n l'lf, 'LIUFlFlM11!! 'U11 f1 L4i1~'lJ LFI:rl1,th!!1aa::1111'1LYll1fJI'.il ll<'il1U n1'v1'U111L {h'vl:IJ1!!L 1:J1.J~U~'vI1'1'LI~'LI~ 
thlJ1l1rJl~ L'!i'U 'Ult1allJ1l1/l1UIll. 

m. :5'1111mh~uuf11'.iVlTIIl<'i~UFl11lJt1.l~~'lam!!1U'vI'll1!J~1'L1 L'Ii'LI f11'.ia1lur:n:IJ~fh ~flfhvllJ1'l-tlu'ifl1'l 

Lfltl'l~ 'vI!:J .u1.l. n'l'l!Hh~\i'I'LI~~lJ<'i~U(I1lJ 

http:Yll1fJI'.il
http:lJf11~1.l1


• • • 
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lJ1m1i1'I.J n1~'I.tI~1ttlMa 
" 

:Y'}f)'ii~'}lJ;j « uafl~~:mni;i~L~\ij'l.J'l~lJru''l.Jn'}~a~,}~fl1,}lJlt1~~ta'lltHVI'Ihu~,}'l.JL'Il'I.J tJ~Zn1f'1L~flU1'S~ClhmA'll,f 
~'U'VI '51'ULL'I.J '1 'VI1~tlf..Uii 
<t.Cil ~i1I1-Hiil11~'lJ~zmI'lL'i1Iu1~~ilJ1um~a~1~m1lJttJ~~ta'!Jf)~VI,.btJ~1'I.J 

o c:o. tJ ~ ..... v 
~11i1'51'i1'1Jn1'i1il1L'l.Jun1'i: Cil. fl1~ "lZfl1I'1L,\ij'WTllJiIJ'!J8~l'J1J"lVl1"l '!'fUn~1'I.J 

Q • 

.I 
l!:>. 81J'lOl1lJI'I11lJL'VlmllalJ 

<t.l!:> ~i1I1-Hiifl1~!;l~1J1~{1J1.'1J11J LI.'lJ1V11~'lJ!lW\':h'IJm1lJttJ~~la'!Jll~mj·JtJnu 
~1fl'i!1'IJfl1'i'i1>i1'IJn1~ : Cil. ~1J~Vl1"l 'Ynrn~1'IJ\ln~1~!;l~U1lJ{1JVI'i11JLtJ'l.Jfl1tJli'n~N!ln1!l"l 

l!:>. iim~ LI.,)~l-H1\jnfhu.flZ~fi1{1JVI"l11Jr.h'IJ..JIl~V11~11i1~ 'l1.j,'IJ"lZ1J1J ~i1I \II 1l'IJ 

(ttJ q' u 11 .K ~ 4 .. " ~ i'J • 1'lJ"l1!liIJU\ll81J~1J 1JL1J84\11'IJlJ <i:b "l1UVl1nlJLYI~'ZIJ.'~L 'IJ"lt:Ut:fl8 
"...... d .. .1 .. 1;. " • iI .. t~; .if . 

1I1i11J1'Ul1lv ~liIa€l1'I.JW~lilfl~Ij'I.JU W.'S.'U.'IlIlVfl'll11a1'S 1V1'S1J VlU n1~ llija'll11a1'Sfl1UlJ1fl'S1 ~."" 1'I'S'UCl1'I.J 
{J iJ" . ~ 1 .I {J tJ ...I t~ t.l., Q" •uaZL 1J "'ij'UUL[:.JULLW'S'IlIlVa liI!JLllW1Z'I1L 'I.J 'SZLIilU'Vlfl161'Sru::: fl11lJaU 'ilLO!J1n'U1l1'm~'I1iln'llll~l1U1!J~1U 

1I1fl'Sl!I1'I.Jn1'Sti-lLilUn1'i : 

Io.Cil iin1"llLI1i~&~l'IilJt:'1'h~1'IJ Yl~illl,hU1'i1'1I1J1mUn1"ln1'11Ui1ILL'lJ1 'V114 L~U1 n'Ufl1'"U{;] L" UoUmilfl '!I1l a1"l\i1uTU l!:> '1! i1I 

\J'a~ml1J~,tJ 

'lfi1l-v1 Cil l'IiIJ:Jlh~1'IJ1'I'lJ6 W.~.'U. oijilllfl..J11a1"l'!J8~ nYl8.~1~ 
..J ~ v.... .. j ,,~ V I ...1 .. I

'IlI1lVl l!:> l'IiIJ:J'Vl1~1'IJ"l'Ue.I{;]'!Jil'Uu'it:'il1~1JU w. "l.U.'Uilv.!;l'!Jl1a1'ii'llil~ n "il.H1~ 

1i1LI1[J~1~ 


10.<>11 iin1"l'lJ':it:'lf1«lJ~Uti1.~'lJ':i:J'lf1'lfUI11!Ju8nfu'Vl~11JLI.!;l:JLoij11i~~u6 w.~.1J.\~mh~a:::mn ~1U1'IJ l!:> '1l8~'V11~ 
u<'lJ ot <- 'I11~'Uml1l ~t:'lI1 lIW'Wti 

- fl~luL11Jl'1fO\ vvvvw.oic.go.th/infocenter"'I"''';''; 

'v . v 
1o.C;:: ~e.I!Ju.w~'tI[J~!;l'll1ll111fl111111\11~1 ~,~ m'Umu• 

• 
Io.&: iifl1~~i1ILn1Jai'i~LLfl:::~1!J~1UI'J!;lfl1~Loij1loij1J~fl1'i~1J6 '1'l.1.'U. mh~umJl\))"lJ1l'!!;l::: (;) f'I{~ , 

• 
10 b iio1~!i1'i'l'ilIJ.!;l~a~tJ~1!J~1U~!;lm1lJYl~will'il'IJ'Nm-H'U~fl1'if'!u6 W.'i.'U. mh~,ja!J'l.fl~l.l1l'!t1t: (;) fI{~

• ~ 'U \I 
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D"" .1""""'" , ~".J ~p~91'\'1 lrl n1'iu!lu11I'V1 L\lUll'i'i 11111 ~ 1;11I..'lHII'IL..II 

~1U1l1\11'il1ufl1..tlii"m~1uLLazfl1'ih~u\jn11tl'iz'!l1'!1U (J'l",un ",a: 91:muu) 

• \!:I.m 'izazL'la'l11.Jn1'it~U1n1'i<1nf'hl'U'izuu SAP LtJ'UltlI1l1lJlJ1\1l'i~1'Uf11'ilVfU1n1''l~ n'l'ln.rh",'U\Il . v ~ 

111\11'ijj1'Un1'i~1Lil'Uf11 'i : 

(i). :On1'i<l"ltl~<1n"1'itV1U1n1'ianr11mZU'1..i~1'U p",.p",,,, 1'U 'iZUU SAP L Vi!JunU'iZI'JZL ,<11lJ'lfl'i1l1'Ufl1'i , . ~ 

h,u~fl1'i~ n'l'ln.rh",'U\Il 

1!>. :On'l'i<l\'\.Jf.J<1n1'ilVlU~fl1'i~nrl1'Uam",;jafl'i:;u,'U~'l'U p"'·P(i)'" hn:;uu SAP LYiaun\J'i~!J:;ml1· 
lJ1mjj11..in1'ilV1u~fl1'ivl n'l'ln.n"l'VI'U1'1 L'lIU PEA One Touch Service d'J'U~u 

m. nfl1,,'hf'1'i1::::~/'\.J'i:;Ul'U~ <1/:OLVl9!~at'Uu.Ili<1:;'!JU'l'U~1'U L~a'U<1 z (i) f'1f~ l\1l!JLQYl1~fl1'itVfu~fl1'ivlLn'U 
..l ••1 •

lJ1\11'ifi1mZEJ::L1<1TVl n"n.n1"''U11I 

Iv.<t: nfl1'i\l1'i'l'il~ l'1(l11lJ11'1mh'i:;uu'\.J 'i::n'Uf'1 cumYln'U1111lJ'lIElI1l n<1~'i::::ilu fl1'ih,\); n'l'i tVfui fl11• 
(Quality Assurance for SLA) lJ1H'eJEh~f'1'iuCI,'U LL<1Z~eJ~:Ofl1'i'i1!J~1'Uf.Jal1l'llJu.uu'l'lEl{lJ iI~d QA Program, 

QA Checklist, QA Report, QA Request, QA Improvement 

lJ1111'i\l1'Ufl1'i~1Lil'Um'i : 
~ 

- QA Program 1f1V1i'U n1'il'1'lihL'!J\Il 

- QA Checklist 1f1V1i'U f11'ib'l'l-vhL'!Jill 

. QA Report 1f1V1i'U n"I'i1'I'lvh~~VI'i'\Il 

• QA Request 1f1V1-lU fl1'il'1'lvh~·m1\1l 


- QA Improvement 1f1,..,;'U fl1'i1vhh.."......(C11i1) 
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.,J ....... t d 1 t.,~ .3~"" ............ .,Jou~coI.d u
1I1@l'il1'Y'VI @ 11 tlllmL~@l ~ 'II 'Y@ltJ 'Y U~ :: L ~ tJ'Y 'II fl1'i 'VI1.J l n1'i"1'VI'i1.J fl 'ilm'ill/n1'itli]1.J @l ~1'Y'VI ~1fI q)'VI ~'VILn!J 'l fl1.J 

~fl~1U~::fl1'itl~~~1'Yn1vt'Y 

CiJ.CiJ :Wfmn1'V1'Y~'VI<1'mflllJ'I1LL~~.ff'Y\IIe'YL~e'YI'll t 'Yn1'i 1~1.J~n1'i~\IIe1.J?I'Ye~~efl111J?1::m fl 'il~L~,iii1'V1'iUi'i'ilfll'i1J/ 
el"''''''' d,..: .... :::dd ........ ...""" 1

n1'i ulJ1.J\II~1'Y'VI" 1f11\!'VI~'VILmn flU<j flfl1 LL<l::n1 'iUlJ1.J\II~1'YmlJ 'Y 

1I1\11'i.lj1'Yn1'i~1Lil'Yn1'i : 

CiJ. n1'V1'Y~'VI<1'mflllJ'I1LL<l ::.rr'Y\IIe'Y CiJ<n m::Ul'Y~1'Y 1'i'1'Y1I1\11'i.lj1'Yn1'iU~U~~1'YLL<l:: fl1'i1~1.J~n1'i LLfiu 'i::'1I1'11'Y 

CiJ.n1'i'1ltJHitYl 
.,,:. - ~ 

0:>.n1'i'1ltlL'W1I'1I'Y1~l.JL\IIe'i 

<n.n1'i'1le'1l1J1m'1lIllLL'i~"1 

<to n1'i'1le'1lm m'1l111 LIl'W1:: 'i11J (flYli1.~1Lil'Yfl1'i) 

ct.n1'i'1le'1lm IJ L'11111 LIl'W1::'i11J(~1Lil'Y fl1'i Le~) 

"0. fl1'i L u~ V1.J LVi vuij Lllle{ 
.... ..1..1 "'" ~ 0

.-I. fl1 'i?lU L u<lIJ'Yl.J LIII e'i'!l1'i~, 
"'.l'h1vJvhu'iuu~~(ijLllle{'l11\~ ­ <l::Lij~) 

"'. fl1'illiefl<1'uij Lllle{'il1 fl fl1'i~~~11J1 Ylvh (mrumoUtYl'i1miev)•
" .' ".,j~iit··,CiJo. fl1'i'!leIJ1m::uU'il1'V1'Y1m'1l1'V1~ L'1I n 

CiJCiJ. '1ItlLLmYlL?l11Ylvh Le'Y L~IJ~(l'Y~'Y~?l161'i1lJ::) 
CiJ0:>. fl1 'i L'Ii11l'Y1'YI'1'i eu?l11J1Ylvh 

CiJ<n. ~'YL~'Y~1U 'i::n'Y(fllru L~ flLoUtYlvh) 
... ... -~ V t'.... , 1" ~ .,j 1" ~ .,j

0:>. l.Jfl1'i\ll~1J1mL?I~~'VI<lmflllJ'I'1'1\11'i1f11 'VIU'ifl1'i flleULl<l1LL<l::e'Y'l 1 IlJ 'iI~U'ifl1'i LL<l::'iI~'VIL'VI1I1::?ll.J 

d 'd 1".... d ::: d 1 u ,., 1if "'" ...I.J.... ~,J..I ....,... .. I"" """ 
CiJ.O:> l.J~l.Jen1'i VlU'in1'i'VI LL<1 ~~'1I'U\IIil'U L~e'Y '11 '1'111 mfl1lJ'I'l L 'Ufl1'i VlU'if11'i'VI"11'11\!'VI~'VI Lfl Vl flU\! fl I'llLLl1::fl1'iulJUIII ~1'Y 

m1J1'Y 

1I1\11'i1i1'Yfl1'i1ii1Lil'Yfl1'i : 
G 

,,.. ... .......... 
on. ~l.Jef11'i'il~fl1'i'1ltJ'ie~L'iIJ'Y 

<to l'i:WmL<l::l.J1\11'i.li1'Y1li1~'l\ll1l.J-iiiln1'V1'Y~1'YPMJ 'W.'i.U. l.J1111'i1 ",(<t) 

CiJ.<n ii fl1'iL~.mLL'W ~1'i:weVl<1'fl LflllJ'I1LLl1 ::.rr'Y\II e'Y1'Y fl1'i 1 ~u~n1'iLLfiu 'i::'II1'11'Y~l.J1'iUU~ fl 1'ill'i''iu'VI'i1UH~I'I'YE1-iiel.J<l• • • 
'li11?11'i'1le~VI\.b V~1'Y LLl1::'VI1~L1'1.11'!lii'1le~'VI\.b 1J~1'Y 

col .c:I U 0 '" u t .. ~ ( . ))"1I1\1i'il1'U'VI Ifl lIfl1'i'il@l'VI1'11tJ\IIfl~~'i::\IIUn1'i 'VI1.J'ifl1'i Service Level Agreement :SLA fl'i::U'l'Y~1'Yfl1'i 

t il... II .... U 

'VIU'ifl1'i~flfl1" "'''' m::U'l'Y~1'Y (P",-P",,,,) L'VIIJUflU'i::UU SAP 

O:>.CiJ iifl1'iu'i:: fl11'1/'VIU'VI1'Y'YLIJU 11J SLA,1'l1i~ LL~~.r~I'1IlJ:: fl'i)1I fl1'i, U'i::'IIlI~LL'il~'W-i'el.J11~'Y1l.J1'Yu'YVifl-ii elll fll1~'i::I'iU, 
fl1'i 1 ~u~ fl1)~~ CiJ CiJ fll::m'U~1'U 

l.J1\11'i\i1'Yfl1)~1L il'U fl1'i : 
~ 

CiJ. iifl1'iu)::f11I'1/'VIU'VI1'Y'YLvu1v SLA ~L1'J'Y{J'iI~U'Y 
0:>. 1'l1~~ LLIIi~ .r~I'1IlJ::fll'il.J fl1)~ Li~J'Y{J'iI~u'Y 
on. iifl1)U'i::'ljl.J'il'LL'iI~f11)1il1Lil'Yf11'i eci1~,j'elJl\11)l.J1?1l1:: CiJ 1'1~~ 
<to iil1~'Y1l.J1'UU'U Viflii'e\ll fl<l~ )::l'iu fl1)1~u~fl1'i~~ CiJCiJ fll::m'U~1'U 
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I!:l.l!:l ~n1'l~VI L~tJ'\Jil\J<1 LI.<1::" 'itl~1£J ~1'Ufl1Yl~1lJN<1 f11 ~1ii1L il'U ~1'UVl1lJoiiElVi n<1~':l ~tJ fl1~1-HtJ~ f11 ~ fl~:l \J1'U~1'U p(;)o 

PGlGl Vl1lJLLtJtJ~El{lJ SLA '1h"'Uil El'lJ.('l1m~El'U). ~ 
m~'lji1'Uf11'lVl1L'U'Un1'l : 

.. ~~v 1.1 dr<: 1
(;). lJf1Tl'ilVlLntJ'!JEl',j<1L1.<1:l1l1 ~1tJ~1'UN<1m;\J1'U~1'U ~:p(;)(;) L'I'lfJtJ :'llltJtJ~1'U p(;)-p(;)(;) 'U'l:ltJtJ SAP 

l!:l. "'itl'1fm'UN<1'1'!n El'lJ.n.ioLVlEl'U<1:l Gl 1'I'l~ (mtJl'U'J'U'V! (;)0 '!JEl~'V!mVlEl'U) 

. <n. ~n1,iLI'I'l1::Wtl'l::Lj'J'UN<11uLl.Ili<1::"1JtJ1\m'U L~El'U<1:: (;) I'If~ 
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i : 1J'l"~1lJiI WI iln1~'h::ml'llM!Ju'l'l~m~,ijfl<A'a,ijfl~1~u~f;1::Limn1'jii..~",,j1~11J~::EJ:lL"il1i1n1"''Uflt'U'''<in~~w'' 
.., t <IU JI .., t.I I Ii I'" I ..J<;> 1

<i>.<i> lJm~L~mLYl~m~'lfl"lltJ'lfl'l1~U.j/lll::'j1!Jm'iI>I'I~~m'j il!J1~UIl!J 10", 'll1l~'VI1~ mlJ'i::!J::n.,1Vlm",'Ufl 'U 
u ,

\<1ilmnw.., 


lJ1 j/I'jJj1'U n1'i~hdl'Uf11 'i: 


<i>. iifl1.h::f11!'1 

• v ,

10. ~'U~ 'Y'L'UJ."IJIll;!.,'ll'1,<1Tl 


"'.•lul'i!~ 'NWW.oiqo.th/infocenterol/ol~~
.. 
c(. fl'U,] 

<i>.i!l iimnh::w'Um'1lJYI~Ylfll'ill'UL~tJ~"IJIl~n1'j L~!JU.'Yl'f11'i~\il~1l~\il~1~ 

lJ1~mi1um'j\hu'Um'j : ii '1'I~!l~jjll1.h::w'Um 1lJfI~~~!l1'ilRi'l1L'llUu.uUl'I!lum)J\"~!l1.h:JLjj'U~1tlLlu1"lI~\<1~!l1.h::LjjU


~ . 

i.11l!Jf11.,a)J.rlJm'SruVJm1!Jlj/1'j~n<1f;11l <i> I'If~ 

10,<i> ijm'inl",uOI,.,.1' n Ln w.." un1'Yl 'il1'i W1 ~fliiu~il01'i~11l"''1-n<1~U.1'i<l1l'j1!J f11'j/ll'1'j~n1'iil-u11lL'\l U 


IJ1(l1'j~1Un1'11'i1Lil'Um'j : 'j1l'ljl1luL!ln<1'1'j th::ntJ1.Jf11'j ~11l~1l~11l{i'1~\II1-nl'lI1lVlnflf~ 


10.", ii f1 '1'jU'j tl /111'1~<lm'j~111 "'1-nl'lYlu.1'if;1 tl'i'1!J f1 '1 ~tfl !J/LI'1'i~m'lYl~tJlJ-n~ LVI~tlilvttm'U f11 'j~l1lii'U~iln1 'jIi'11l",,-n<1~,r'U '] 


lJ1j/1'jf11'1I'l'1LUUn'l-; : 


<i>. WoI1lU'itlf111'1 

at')~~'1yil '" iirmU'I::f11f11~n'1 'Ifi'1 'U"W .. 11'1'1'I nil '1 ~'I!!l ~ u.1'if;1::LI'I'I~ f11 'I 
~~~~------------~ 

"'.<i> iif11-;U'I:: f111'1'lG m-; fi1'U, W'i '1fl1f1ll1 ~ '!I !l~U.lliil::'j1!Jf11 'ilLfl 'I ~n1'S 


)J1j/1'1li'1'Wf11"ji1hdj'Ufll'l : '~L~UL1i'U <i>OO,ooo.-U1Vl u'itlm!'l~1'WL1ul<ijl'lm)J'I1tlJ:;jnf;11~ L1ul'!1l'l n~n. 


IJ'1"'I,i1'Um'Sfi'uil'Un'1'1 : 

<i>, U'jtl/11l'1~h'WL1u1"lI~mlJ'I1l1J:af1f;11~ 

10. L11.J1"l1~ nYln. 


"'. 9](l1U 'i::/11!'1 
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• !J1fl'S1Uil «: jj11tl~1U"'iI011,jf1~il,jf1,ij1 ~1Ufl1Vl'i13J'Yi;il~m:'411in11,jfl~il,jfl,ij1~LLii ZL~~elail'ii'tun11~f1flU 

e.Jiln11,j\il~tl~(1!~'N 
<t:.m ii1'l1tl11!J~1Ut.li'ln11'ij\il~!)Iii'~\lI~'lumW11lJ'V!)~\1U1~mU(~1~\(lJ1lJ1l'1) LLi'I~1l1L1'IU!)~U~rrUUnl'll1LLl'li'I~1'I1!WlU• 	 u 'H 

lJ'lI'I1;!1'IJn11fhLilun11 : (lJllJLLUUVJeJ{lJ 1'I'lJ1. tl1tfl1fl~IULI1J\'Il~mlJu'l!:gmmLLi'I:;Llu1'1l.l mill. 


«:.1!> iifmLt.I~ LL'I11l'11tJ11!J~1"t.li'I fl111ij~'ii,)'~'~~,~1,.fnW'l1:IJ'lJeJ~m.i1!J~I,.!l~,~UmJ 1!> 'Ii!l~yn~ 

('m1u moo,ooo.-U1Y1~u1tl) 


3J11'11!,,.O',,11i1Lilun1'l : 


@. tl1Im1!'1~1UL1Ul'll~mlJu'l!'iiOi'l1~ 
to. L1ub'll!>l mifl. 

< " • m. 	!'1U!J 'I1.1.U.'IJ!)lJ11I'Il111'11'l 
.I .. ~. 4' ~ .\' ~ " tl ,,<\.1. t ~" •

~!'l.!Y1 P lJfl1'j'il~Y11'il~~1Ufl1'j1 L¥l11Z1IIt.l11I f11'Hm'll<J'il~'J1~ 'j:;~I1JYlt.llUlJl Ui'I o'(;ru:: 1mJi'I ::'IJ!l~'il1U1U 

l¥l1~ fl1'l':1L\UOi'l1lJWfI1 'j ~\il~!l~\il\l1~ LL11I :;~!l ~i'I::'IJ!) ~'ii11J1U~ 1.1 tJ 'j~ lJ1ru'ii1LLUfll'11lJ1~ fI11Iii'~~eJIii'~\l1~ 
• ''o.@ iirmIii'\ilviTj1!J~1'IJ111';'1LI"1 'j~::~~i'I fl1..Iii'\il~mi\il \l1~i1~1J,,.:IJ 1( 'IJ!) ~ LLIIIi'I ::l'I1!N 1U) 

- ~!)~11I!j'IJ!)~,j''''Ulf11~n1':i 
- 'ii11J1U~lJtl'j::lJ1ru 
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i G).G) ilUJJ'Uf11"ltl;;mln1n\J~llilfi'ilf11'i~~hjD~'l.J'i1lJnW"1'illj\ll'!Ja~Vlihm1U
I ~" , 

: :U1J1":i 1'UfmA1LUUn1'1: l\l~~yhm'ULIJ.J'U'l.J-ml;;1'Ui~f1lJLL<l:!~~u.'l~aalJm9lJ"I'16 OCi!o : 

• ~.~ ~ fl2'i~~vi1:1!N1UC-J<l fl1'i1li1Lil'U~1U\lI1lJ LLC-Ju'l.Jlimlf11'in1n\J~a<lfilln1'ivl~ LLm~t1 'NtJ':i111fl1'i'VJ1l'il'lil:JLl'I'l..m: 

: f;!ml'l\J\J'I!'I111.1.\!1<l:!l'I1V~1U 

• lJ'1I11'i!1'Ufl1':i~hLil'l.lt11'i : 'i1V~1utm1\!1'i1l1l'1!1:! G) I'lf~ 
i :
• .l .. 1.~" • " .1 A " _ • 

: 1J1j;j~1'U'I'llo! IlIllIVl:Uflru:m1~1'U1II1II1II1:IJu':i~W'Utl<l1ll11JLLN'UtlUUlllfl1'i : 

i!o.G> i1;hit~u.Ili~.r~1'lru ::'li1~1 'UW~l\l111ltJ'i:!Lil'UN<l9111lUC-J'UU nmlfl1'if'h n'U~ l.I.<lnll fl1 'i~ ~ llil:!t1a~'l.J 'i1lJfl1'i'Vl1llj1'1'11 EN 
~. , 

: mb!J~1u 

: 1I1111':i;i1'Ufl1':i,hLU'Ufl1':i : 1.I.1'i~.r~I'l ru~vi1~1ui1i~\lI1lJtI "l~Ui'UC-J!I~ IlJLLr-I'U";i'mlfl1'i 

1!J.m I'lru tlviwl'Uil fl1 'i'IJ 'i~~lJffl~.-\1lJC-J!I f11 'i!iT1 L UU ~1UmlJ,hu1Ill'l'Lh~m;h~l'IlhLl'I:ua 

: lJ1fl'i 1Un1"~1LU'Ufl1'i: i1fl1'iU"~'IIlJLI.<lZ~\lllllllJ'i1!JnUt.ml\1l'l1l11'11i1:: '" f'lf~ 

- • .. .. 
: 

• m • .., ihzu'Uf'l'lUfllJ111!J1UI.I.Ii1Z'iti\J\: \!1'i'll)l'Ia\J111!Jlum~1.nu~1'U~L~!J~;r.afl1"lLfI\ll'VJlllj\ll 

: m.1!J i1f11'i';1<Va\Jflyda~m;;-rufl1'lm'llll'la\J.fl1tJl'Ulnlilt'Ufl1'itli\J'IJ'i~m~1.n'U~1uL~a!l~m1lJH~~1i11~, 
• 

lJ191'i;i1Ufl1'i1li'1 L ilUfl1':i : iii Lf1'i1~~L1.!I~'IJ-r\J'IJ"~"1!JnUr-lli1L91'ilJ1l'1iO:: '" f'li~ 

:lJ191'i!1U n1'iLwyhIt1~~11.'1 

I 
2J1®'1~1UiI tr .h':i11lf'l111Jlui~la'!l'Nfl1'it~"ifl1':i~1U~1U l;h~ 'l1l1flU'iZ'!J1'!JU LLtl::1l1)J1Uiuu'i ~ u.m.'!l 
fl'iZU1U~1U 

"::.G) ilfl1'iaWlIlm1:Utui~til'!l!l~ fl1'i 1 'I1'Ulj fl1 'i~1u (lhu1'i1~ '1 1)111'IJ'iZ'II1'11U 

)J1fl'iCi1Un1'i • L·Ufl11 :\ll1 U.. 
<i>. a1'i11)f1'l1:uVl~~811l1l1fl~;;' (!l!h~,JatJ ~ t1~::Lll'Vl\ll11l~Z\J\:~(iH;ltJU) 


h aWJllf1l11:uYl~~a11l1l1n~flFl1(~flA'1 m U'i~UW1V1~fl ijL(}m{'lI!J1m'!lOlLm~1,'lA1i!l1.l.'lJ1i1~ LQ~1::'1!J) 


rn. a1''l\lI'1'l'l:uYl~~!l11l~'ln SmiLe Box ('IJ,::Lilufl'l'il'I1\Jljfl1,11.Jl11~"'l:U) 


..::. a1"'lIlf'l'l11lYl~~!lL\l\l1fl Smile Box(tl,zLiJ'UynJrmuv!t\I\ii fl1'iVl,J1LI'11ULOI !li) 


~. <i1'1ilm1:uVl~'I'm11l1l1flfl'i::U'lU~1'UU.t1lvl Pi!o 

b. &f1~'l1l1'1'l1:uYl~~a'lll 1l1flLtI'i'l;rua\llaui1J (LQ~1::1l11'l '" ) 

· 'lAlJ1mVl'l: ..,. 'iil'U1'UtUfl1'i~lJiia <i>,1!J,~ 'ii1'U1'U i!o.t: <V!ll'l!lLI'I1l.11<1 

· 1!J . .,zl'iufl1'i'IJ ~::UiUlltlf'l::U.u'U\Q~ !.I';;a~'W~1fll1 ..::. i!o.t: 1'1::U.\'!'U 

"::.I!:> iifl1,l'I"iumm1'i&f1'i'l 'ilf1l11:Ut'IJ~~'l<l'!J8~fl1'l.x'U~Vll' • 

)J1fl'j!i1Ufl1'i1ii1Lilufl1':i : ilfl1.1'I~tlLLtl!j1LI'1'il~~C-J<l1'l1:u<Va "::.<i> Lm:U1<1iO:: <i> 1'1-r~ 
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<t.m iifrml'1t:.J anmi1'n'J1'I.h 1~~LtJ'UtI-ru,j'mLf)l'lJ fl~IlU1'U~,'U1'U;jti'~11.1, 
l.I'~'l'!''1ln1'l'';'Lil'llm~ : ultJaml.lii'1l <t.1!:> ltltl~\!t1~~t-M"~I'U~t1li'ml 

I 

· «.G> ilfl1'itl ~1lfl1l'1t'I1t1 'i1l'IJ1'lJ'lJL 'll'UJ1il.11 'lJ ~'1.1L{j'lJ'1llall.'!lll'l'ilL1'1'iJ El~1~ fl1'i1'I'Iyh11.1 ~~La 

i !Jlmi''1ln1'l~hlij'lJn''i : iifl1~,j'i1l'lJ1.rlJ~'IlG~I'lJ'Ii,€N'VI1~~1~'l~111ml11L'I1!J1:J1.'!1l 

I <t.1!:> iililJ fl'i'il.J/fl1~,j'i:J~l.IElIall.'!lll'l'iLI'l'iJ'1l·th~ nI'i1Ylvh1tI"~laEl~,~aJ'L"lJ'i)
· . . 

lJ19i'ijjl'UnI'il'hLu'Ufl1's: all.'!lalll'l'i'l1~m~l'ULL!ulm~'U'i)fl 'i)cil~ii'i)~\~'ilJll.'!all G> fI-r~ 

, <t.m iifl1 'iattl'ilU~I'U'llEl LI.'! 1.1 aLL'U IlIJ lflfll 'i,j'i1I'1/11 Ell" Il.'!ll fl'il LI'I'iJ a~,~ fl1'it '1'1 Yl,1,j~~11.'! LLfl1lUl111 ~t'lI1.I1~1'1.1Jr''1.11'111lJ 

'(t1~~11.'!'tJfr'l'l1\.b!J~I'1.1 

· 1.I1~'i!''1ln1'thLil'lJn1'i : U1rl<lVi1lJ'llEl <t.1!:> lt1t1~\!tlt~l~LtJ'lJ{.,jlmlJ 
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re~lilh'~nhlg HJSUaS1UR:nut!l:iA1l 
~~ .,.,. rrM. JmulUI"'n~.",'JJIV'. {HIgfI 

uIeU1en1SUSVl1SUa::WftJU1 nWIl. 
4mju~A:)lUlUUE)\)f'insnUatJEl Ei~V1anssSU1fiUla 

du~aussnu:ffiJ aSl\JA:nUaU1~nriwumnu 
~ , . 

lIa:~f1Almh\JEi\J§u 
r=~~------------.

The Electric Utilltv or the future 
Good Governance. Operation Excellence. RE & EE Focus. 
Role Model of SOE. and Sustainability 

U1EJlaSUana AC11EJUr1:l• 
!plnlsmsllll!lJll!bll{!tJmfl Ruff 13 

4S - 12 Strategies 
Smar! ljll~Ao1ur'iuaua 
~ s.mu Et~ 'fYlnt9n1'f'1"'~IJ;'1I1IIIut1fJ?\l." 
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