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9 U 9

sj ay ^ d i d ay oy «=» ayd i M ay i d i ■ i d y <r

meruauus TiefmviuanmbBWu niawinnimiuasw3jenmfl?nueiaaineua-ini-ii*n-i *i rau nulw
<u u 1

http://complain.doh.go.th enypiTunuim-ivifn-i ®d^bntf-iaan1.aaein3jnaaintb!^iw nibanru 
mpifs tanw isnuaflniiiia-ifa-inn65s!ja-i!Vii''m ®®®® ffTun-si’uiJapiaTuninanf'sjj'UPif Tniflnn

da ^ 9 <*fl <**

(sfntfrui'uijmufmfiijj) iiwn-imiJijni-iijnfjula'ifa'iilawiaflma'inmajni'iwn-i leiaminmimia^
9

wriaeiauTfaua ian?mnamnnHmijfn'u nnwa-apnjjn{]?uCmma«fln#mnaTua'i uasei^JsmstfiMu 
inahnula-iyma'inmj tfafleanu maiiBu/us lecuawulvmuasiviiipa-iTuni.nai^a-i inannwuemlEJ'uia

9 9J

umtfnmwinn-inai-itijainpifl
Ipian'jum-ivicn-ii.il'ua-i^ni'ijtnpilvia] litfayaTmgnmfiula-ifawriwnnujnn nflvtfnimnij 

fmilanmj uasm^ibsjnawatfawfiwa'itfosnjtjvmijis^visfnvi (f-nfu ivialvffmMfmiiiD^n
9J

fa-infma-innuni-ivifn-i flpmuaspnn *nmrj tiiniyulniiaflmTfajjananifa-i man Pisaumuj
9 <U 9J 9

jjmjmjaiflEnfYU aa^enui‘3ai.i.nl6ij{1cuvnpniHpiapifa'u6ija'i<Lliit:6in6U'ulpiaEjn-in,un'i-in eifn-ipniun-iiAiala
da V

tunTnuuirm fT'njn-mmsnnufmfmi Mmh?siJiJ?m?iunflingimj?munniamsijm?a'jfa'ulEj,u
9 9

fa-inn^ Tfaflmwu mauai.i.'usw'i'i *i a'lfraa-im'i'fn-iw'ulmil'u “mtiunsn-i ■jsnjufltn” flaismjfa-ii.la'u 

fa-inrra http://complain.doh.go.th walwil'uliJpnu'uIa'U'ia'ya-ifsina nMpnnwjnmymjminfnnti-n'u 

fnpifsIpiaHviansiiuifi'ynanfi-iicilulnmpi'ili^'^n^'umtnflfiTufhu TeimonnsmiiiJAlanidmbstn'a'u
da

emniai.fruatla-iinfa-inn'y ua-imii!i.i»fi i.eiua'fa^Pii.n'u fliwuu lifUiaasenn ■nmi'i pnufss^u'uujuvi-i 

imanananflna nnswrnti k>gbo mnei en SviBuasieilfnvi Tia-itbmiTrWlnfj uneiin sr® uatwsriwiqwjm 

inifoatfamnw^uiasnBnnyuBvmnamTij'imjjawA via te^stb nn^vmflH?bu?n9inma«tfi?i,Brm 

tlgiJ^i'iiniimaHi.npiiJ'aiila'injci^uri'iliii'tn'B'u Rauaua-iniiif^uTibsiYifl uasnnitmjirni'ibsflTB'u
ay ay

atinSibs^viB/nyi fiPiwpiaum^ilQiJpi^Tu il^ijwfmnaWnuwamwnniw iiuvf-in/jmnavila 

nfpsmtj'umnEma-i piaapiauulama'tia-iniiiinn-ipimnpijj uasniiuvn-iviaQ'i'lufma'nuQaaspnfuifi 

ibnnw tiasecu'uecuumi'u^iiPi-iTUTa-ii'Ufm'tJtJi.Piaa'uniym'iviah-ipnai.npiwlaapiana eiaeimia-inu 
awunpuinfsina^ana'tia-iiliiii.npilna ‘a-iiil'unisimjmimilPiIamciW'iJ'as'in^m'fiuiflcii'ufiul'Ufmna

M
is a/ ay d d

‘ua-imunn-iviai'iluviaiawwau uasvtfnai^'uIpiau^n'un'in'ui.a'in'urmframa^Lfivruinua-imuni'iviai-ini.il'u
9

d i sy , ay*=» d a/ € \ i ay ayd ay d ay «"

tpna<?naw‘Ll/i‘ypi'mii»ia'3,3iT3a-inn6(jainnnvruha'3'run3jn‘u6iJ'uiPiaa'U'ii'U‘3a-iL‘3a'uia'inneti'!ja-3ni3jm'3nah-i
9J *4 9 9 9

a/ q

la. aiito'Ufla'Ufmehiij'Ufm
9

io.®) /miwu plnwi BiPinsn tn'uf'auaila-ifa-ii.la'ua'in'aa-ini-iPi'i'iq na-ia-m^um-ivia'i-i leiann
da 9J 1

aeiismjf'aua tbsifinnamla-ifa'nltj'u tia-mi-i vnbtjmjviTuwmiau inaauaaflnniunUj'tlnjvn
9J 9 *■'

vmmnaw uas'fajjeimfmTua-i maiJfnib-iWitlinsiCiaiJ asenn rmri tufmfi'umj aluntmjua
«U 9 <« 9J

lijmiflanmrijjnlanimia-iibs^nmj

to.b) n-mwu aVni-nsuu hi-mithni-iniTUfniJi-i'fajjmia-ifa-iifEJwnmiawmw'Vi q mammi
9 9J 1

TiAnemmjinmia-ifa'iilaufa'inmj iiijW http://complain.doh.go.th

http://complain.doh.go.th


b.cn) Arran rkmura ^lawsuaisuueniamvifl isuuia-ailaina'avifvtf' <u 9

http://complain.doh.go.th
is.sO *Uis?itu$'tu mafuvnn'UAnnjjA0'3mi6!jawiinEJ'3n'uvima7^a-3 ^tftfa^aila^a^imjiawmj 

lumiiuurmTjajjmYiai.yimJisgivisfniflfnTU/iiJWTVflfm wu entmaw^nu na^mimviinvi enurmu«*a <u <w
miirnsraiiijivni na^nauiu

. aj o %> o <=» «£ a>6> a/ 1/ 9/ <=J <3 i a/ •<ud *3 a/ d a/
fe.dr) wnaaau aAvraaija mvruflfiviswmnu ^lanmnviiA^a^n&wtlfjtJflriuia^a^miia'a

‘AnOTa-smyvnwAQ'a uaswinraa^
9 <u

•s v qcj jy v dte.b) niPimsiA ‘uauaemmfaifa'Uitru anmja'Wn-SFm n vijjfnnimj'aau waaVi'ibsmvi nauwa*' <u i i
uasibs?numwnviihwflUBiviAT!uTflfi?m?imvifl maw^uniJfiJib^W?i0AAa0$mjfl'J''i}JW0'jrm9J0'a

enun-nuflinumifmi uasfrauvmvren-aa
. 63 a^ o ,d qj <u i u a/cj^rf, d i a/ , «=* ajd d v d v <

ls.ni) IviAnilintn aeiauuicimnn immwunwmumAia^nawtJQiJflriumna^imrjawjfmja'S
d 6) It HJ I «=» QJd o d V d V «•

niuvn-sviem waLvmjvi'JiufmilgiiA^n'U ui4Qyn'3m‘avn'3n,uf5a'3'5a'3i.<3£JiJ‘3a'avin<!y

iflinnu

te.rf) fitupisj ffnnu mia wr^giaimiTUfiJibwiJiienmRvimia^a'JiltJina-wfi'ii9 <u 9 1
http://complain.doh.go.th Wululllflnm'fln'rajnEJ

is.©;) ibuSuwanniaflnniiia^innia^vin^nnnniilfiJib^s'U'usmci'ui.vifl lecuaw'ulvmiwaSID
vtaTsan&fm iiasu.awuiEj^viinai^a'Jiviara'ilfl'iJW

cn. AQiua-aannua;9
m.®) Lla^ia^l&mmunuwami I'u^iJu.u'uvIuwnwn^n'u anmja-avmwn *] wawa'rctimnnTsWf 

olussmi maWaiJjiirwnwflajjalAaspnn
<u

cn.is) tla^fa^lauviiaAQnwfla^nn^a^ibrinwiuAinwmj^au wa^iAnsw nmjnia-3 nrasiaau 

‘uamaal^ wa$$jmTilis?n,U'n,u vilaaAiJiii'ajjmjvi’una^n'uviman^a'JVifna'Miina

cn.cn) mvi'unvietia'3dia'u1vm'3’a3ja'timan,3ua^i,1a'3‘3mia'3vin6y SanuTuliima^via ‘tufmmi.aiiajja
' <u 9 u *u

L‘5a'3,?a'3uf £j,ul‘uuoH?i£:‘aa'3vn'3

cn.o') tfa^aiia^auImJjflinsjvmnnvmiEJ uauiliJAnnywvniivm wu rmulejuna ATunQmna

(rranmni'nj awa^HnnsisasnanlumTwanscuiHiaufiau uasHAnnjjfAinucnsjiiaAnmviAMaSu
uasifllaThylum^wflwailisen'Lm'u iviaWfnnj,uwn^a3jannwa>3

9J 9J

cn.<sr) t1a'3fa'3i,1a<ufa'3‘tine3 ui^niwifiaitfa^nijvmiaviiharuj wu ATU-ruibsyntu ehupmu 
tlaaari'a miaVinmjavisviA'u iinWmiii«\j\Ji«i/ivinfim?a'3viu>'M<a1^ vt1avniiEJ<n,ufuN9i,wa\jvian'Ujww‘Li

9 9

cn.b) wivmnwmflufllaThai^JfliJW^iuia^aulauiawnOTa^viibEJ-nu Tnfltfnwsvilapmsjjjvi 

tvia^vial'unniaAnnii.la^ia^vin'S'ija^vnjna ma^anmjn^vnjna^n'uuaaviinaHanan^'BnAinnttl'u
9 9J

wTuwflflau mu'mjjfnmlamjuiJa^mviunviwfiaA awiflniniJwaiijaVlum^gijwm

http://complain.doh.go.th
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to

sr. waa'iifauawu (rthiJlsnnMasmflfUfnvO

ci.s> milling!

- SnnTUfmbwjiiijememmmwaijIwiiaflm^nuia^ilauiawin^a^niiJJvravifm aimua ^
© Tfii-ami ^a fa^miMNilisfiYra/nmsiJiiia^ly'uiawmj nisjvnwai-3

- SiJljj'ia!'3i,ui.1a'3fa'3i,1a'uylUfumi<uivnia^rmw,i,uit!mj?ni?('ui.vi?i <5tutu m ila-a

(®) frscdtla^fa^i.la'ui.lanfa^Hi^avnaa'ui.n^nj'uvn^viai^
(is) niitmla^fa^lamnainuaiJyimflmj Traffic Fondue
(on) mTih#amia^0^awravm4?iaannnisviT3^flmnflm,l?h‘5KiJiJ

sr.te mfisufiin
- n^3Jvn-3Vifn'3Sis,uuem?i'ULViPivi?nsjiiras?iin'u eiumi uasinvn5aflmTOB\]9wa'«B*wau

ma?cu'U6!('u,um'3^a'uT,ai.?'3'uIa‘uial^aa,i'3£i'ilit;3vi5/iTWjj'in5'u iQajifaenjjiiraiiJgiawtfaNmla^a'aiiEmq a u
ia-3vin,5ikasui,l,U;3ifl?ns,MU>,u'5,['UJJ\]£uvnLifisjLi,u'3vn'5miunl,!)i]ft)vn mada^n'uvilaa^aTUi’ui.ia-Jia^i.ia'u

fa-winwialil<«
- nuivmvtfmd^iwajjanai^nuia^i.iBtna'avm'ij (Big Data) vivmiy^ua'iimci'inhJ 

ni,a'5isMainjj?iu'M'U5'ija^^awal^viainviaiaS^ (Business Intelligence) wu minnvm^’ulauiamia^aii 

^uibsinaiehumiriafirw ninjTj^fntnvnwjn-j uasmiulvmpnnui.aa^ oJiktua

<tr. ilisjIamldmhanulflTU
dr.®) niJJvravm^SmiaAmiila^a^iyuiawnmja^ilisTnw viiilimJsTaJj dfircinummimj 

vimau uaseninimmlwnajiJiama'u vi1ami^(ria'3ni'56ya'3l^vi''uniji,vi^ni?tul'u'ilaa'u'u

<tr.is) ianwdnd^a^niijvmwaiw?iwflsaaii tbserru-mi ila^fa^iatna^vm^lufntjnaniAas 

fjumfi jjfmii,fifuil?iEJ,ufimjJi aiTumaTna gnaijibsemmiamiivnrru LiasuilmbiiimniyiJ{]‘iJfl 
(Knowledge Management) HinAfmm!iaifliqji>flii5aanTMunniW\Jini?ili^™u uassnimminl'u 

dnjvnl^vtfnnvifna nmii iwuiJis^vis/nvifm'Mn^Tu'lmnwpmiJiil'usiiu lil^la wnjjniau'ifnvimvruw<u
dr.cn) tanvmviniajvraviai-a uasibt^nwaiijna^iinij^nijflivmiuasaifu^aija'ya'nla'i

la^ilauUaEin^jis^nn neiiid



Ha^Tuangruvi cn: fiTm-aimy fmmymia uas njvmsutNTua'iEjen'Ufmjvmvian

(Call Center) adr^b itoutbsmcu w.Pl. lsdrbdr - teidrbb

©. aitlaTas^nacu
9 QJ

nTyvnwai^HSvmiaia^Imayuiaymfl'tt sr vianmnmaTi ©drdb vtlaaiEJ^TuniJJvnwaQ-s 
adrdb (Call Center ©drdb) wn^isnflfiq^fn'in^EJViamnaj'Mu.asjQSfmuIvnin’vim'Sfijnuiija'aviw via. 
b££b maol'uanEninjibs/iEjmj iffatbsl!Ejm4awja'3ibtfim,u lum?Htj1ni?tbsfliw^tfvravia'3'3'iii0'ai u
n^yvnwa^vntbsivia vravtamwiim vnwa'^amJviTU uasynwa^mawindi-saia^ (jjaiwainu )
io any T3yifavmvia^mflwsvrii*ujawa^isvrhw'HC'Ufniriaaru Tfayarmfl'uuu-n'uija'aniijvm 

vian mifuia-sia^Ernfawmi uas^a^aau*] r^ywaaijauadwwuavmana^niyvnwaima bdrbo - 

n.pi.io<£b<v wmflivmnaviasvTOtn^iJiJvnwa^M^ayT^#^ wasaaa^i maisiitjnniiJi'uvn^ua^ 
uflstaqawnaviajjflauasasj'U'SEu Ejnismjaaifnwflicwa^tbswmi uasaaniiaai.aavma'awna uasfm

9 9J *1

vmjun?:njmj?vniqann?awn?wnyvian5i?y'iflinaaEhwawja'3 piaa^au’uIainamumiiJiii'inauvi'us v\ 
i,u'uni,3iJ,3Si6ina3J'W‘U5W'3inH^a3jatiinaniIaii'3m<3a°iaaj^a‘Ll‘3Si6yi6a'uwl6S’vn'3 maafuaiiywratmnwK

9 U v U ‘U
vn-3 IaiifJavianWtj1mitJisfliflUfflnytilEJtnEroa*i«inavimvtufiWvitbEmumflf«qswa3\j1vn^n,uIflEJEJfl

d& <*-9

vJisunmilufl'uana'n•u
\m Call Center ©drdb (anaeb'Ufnyvmvia'H ©£db) i?lufmu1vnwuiKVi'jn-3na-3vn'3Via'3'3 

mflwravri'i’UJja-a uas^iun^ima^Tuminisj ItmJuu'u^Tumi^ii.Qti^i'uIai^miai^iviin^itu'Ufm
9 9J

uIvnia'UEj'ulfm^ajja Call Center mamwtJisjiviBfnvifmaaania'jan? miaii^nnifinaimiaya<U 9J U *U
am ua»fma8TUTEjaiiJjas!9nnufifin,wvn'3 Taaniiai'3vm^iumauanvi£iwa^iiia''i'u<ij1rniu

Call Center (Outsource) WTu1vm^ayaill,U?SEJ»nai © iJ (© aaimi via.Isdbdr - mo fVUEnau IsdTbb ) 

aavnvmnmfijanayntJ|]VJ^nuvifiUEkj1nni#aya is uw aa auaVImyUiswmanEjeb'u 

frauvn^vtao^ ©drdb aiaiivmataB'u niyvmvia'N atmaiaasm (A'uauIvn^afni’ansmLasqijwiviw 

muvrawm (HTOC) ci’uu'Wasi'anajvi b -tmtaamD aianiia'uaaiuaunai'3 CCB (aianisjtft) wiwa'iflfvjstfa 

uasanaiifitjaaTumjnan^ CCB (wvm)TaaWiiim^aya^nia?Tfla^niyvn-3via,3-3 tbsaTurvuiia'SU 9 U
?auiEm?awntf ^sndnwiyvravia^niJVittaEjriumnEmfa^ uaswWiauvravinTU aaaa issi tfiXm laahj

9 «U 1
c£ i <u *=itaamHana dviirli) laaaiEjeta'Ufnyvravia'M ®d:db uij^mTvraTuaafutJ'u & ebwu aw

I «■ <=» <U QJa

®. aia^TUfrjjJvnwai-s ©drdb n^oiu auEjmvmqannsqiiqiuasaimwaniJJvnwta'^«U si
(HTOC) nuuTJ‘5b‘an3J'^ b (aumjiniydiis^iwaiaawniyvraviai-3 ©<t:db ananiymalEJS'u niyvmww 

tmuaiaasEn)
€ V

is. a'ltmTun'aJJvmvia'K ©<£db na © (M-Flow) tu aiaii'uaa'Ta^ nwarn’tonjaa ‘S'u ©: 

fmuvta'Kuw (aiFmau&pnumjna'u CCB (aiamsift))\| 9

m. anaawnwvnwaid ©drdb na dr tu aiilmwanijayuivmnawvnvms aian dt g aj
<sl. a'laa'niniyvmvia'H ©drdb na d m ananTtmaTaa nwwvntvmay im © citamaiwv'HU

(aianimj&miaynai-s CCB (ananistfa)) uasauaaTuay CCB (wi&n)

dr. aiEja'3uniyvn-3vta'3'3 ©drdb na at (M-Pass) ai aiai^iaaainijai5^mCmiJW,i'uvn-3 

mwviamw
jnn^Clw^a?iJ\bsuyi/la?imaiJvmiaW£ivi<u''mai'ija3jai,i,a uasijlvmaani'ns'ii'uaifjai'u

mjJvnwa'N ©drdb



to. aTUtfuna'urnwuu'urm
9

to.® mvrumanvra Mmillrmi wasfiiiJfimi.amiafi^ijmasfnwaya^nianTfla^n^vramm
9 9J <« 9J

unwumnuftjaiaflaunijjvnwem ©drdb (Agent) waaflaiAvffli'illfTfcn uusiri uf^ilcyvnmitmjlfm
<u

il'Sii'iji'a'U'ua^w'un^n'ufuentjena^TUfmivnwen-j ©d^b nfi o wl'unicul^f'U'tiaiemai.i'u^a'inwlwn'j uas
9J

m^wn^a^launiyivnwcm
9J

6\ V I | o oy*=» V el

b.to fiQtjfiwmiauasfiiQaaatjnmviinniiiaiafiitjniiajvnwem ®£db fiaafiatmiTimijfimnvi
9 9J tW

9J 9J / . \ I <=S I «=» ay*^ a/ el ff" *=> I

‘ua-murmuiuaitj (Agent) a'laflTUfrssjvnwia'N ®<£db dpi o <$mJ{j\jwvrunvi tu fiuamniitbrflmiritj 
flTUfnwvi'nvm'^ ©£db anpmnviaTitm'u nuivn-svm'K nuumaastn (fiuatnvmafifmarm HTOC 

nuuvusnufi b)
to.cn pmjfjiifluarmwawismj IVR (Interactive Voice Response) vilaisimwatjftJawT/UJJW Call 

Center ©£c;b (jnaflTunisjvmvifn* ©crdb) iiiatbs^nwlviim nauasc’Nfia'UJthWTU vtiavmfUTU 

fuKTU (Agent) Ujcfo'Lmufi'U ,rj -jja^ Call Center ®£db

to.ct fiTtiflumia tlisem-aTu na-nuwa uasimaua'uni^H'uiriiiiia'tivijjial'm^viuu'u^'u s? vian
9 9J

(Call Center ©£db) ‘ua^n'auvnwai^nucin'un^n'uaauifnijjfniifiamimitiaia^a^ nafmtyiTwVm uas 

namitvnmjunflmviwifl (neivra.)

b.£ a?iitmjnT5?i'3^a3jai>1a'3ia'3i>1a'ufa-3yin65 Rinu memauus anmlawta Call Center ®£db
9J 9

maiKiJiJc'nmimfi maiil'utii'u^awa^aQfTU'ya'an^vnwaa^
9J rfJ 9J

to.b IwhtJlfm'i wusthtuniiaflvnaaaa'u'Um uasautvlrmvlvln uuti'uinTjWulnTaPi'uauln'nu
ihs9nmianaflaunijjvn'3viera ®c£db

, ^ oy<^ 1/ d 8/ | ay to c* i i i cu f ay

to.d iJ/i'u^viunviw'iJ^Gnw'iuvianl'um^^^a'il'aticn'u^iiivruaa^i'u vnaa^nirnfm iamru wasc#J <u <*a

ufifiavuntma^ viJiniiflnLtjuniiltjanwus; Call Center viiamiWulfmibs'BTB'u iviamifinwtmnfi
9

pmurjuSa vilauifunnnimimmbs^vismrimiWijInniilis^imjTjawiijnmftJgnsjflQuniJJvmwai'ju
(s)Ca^Csa!)

o ay | <^ ay*=» ay ay to to ay <=» ay i i , to i

to.d mnu^uamiiJfiupi^TU'uaOTun^Tuiiuenal'unTslviiiimi'ijayia'ijnemaniJistn'ii'u I'uminjj
9J <M <U

iilunnumiwnafu'm'ifl Ifi^nn^nuan^mra\uuniimitj1vmfiua\j1m^y3jja Call Center
9 9J 9J

b.o! aiiJwannifliiiItjmiluinmAamiasnnatbii'ibsynnj nnitmjiniTU?sflnru^a*enEien,u
9

niijvmwm ®<£cdb lauawulvniV

cn. fian^fkainuas$ii$at!ttmnifiitu<ufm
9

cn.® tuttombsintu tin b<£bb StJIsjioinisHijImiaiafiauniyvnwai-a ©drdb aiuiuunn was 
ajfmaaummfaya fhanw Liasfltyvn iiuwfa^laufawn^nn^wimastJitiWUMaiaibal'u

9j «y 9 «u

cn.to ymn-mTuena (Agent) ‘ua^iafiTuniwvnwai'a (Call Center) ©gcdb in^eii’ua^ififinjjf 

flQmtfiMufmfma^ntjJvmviamas^ifltfnvratumiW'ulfm

cn.cn SmiHuirmaiafiTunfwyn^viaa^ (Call Center) ©£db ImJljJifUJjnn tinH'atnjuTO'tia^

Gn.GC vi.fi. b£b£ - b£bb niavmvia^lmtlflK'nu'js'iJti M Flow wiiluistm

afiirmfii5iiii3Ji,'uajJWTuvn'3amujJ9ui‘umjjmijn<u (Free Flow) finutjlaina'tia^n^vi^'jfiuinfijj iviaunlu 
ilsyvnmiainaififltffitJUvn^fiimi.asvmvia^mfiwsvm-HSa^ vi°nHfia'3i.fi1aufmuasunl6iJi]tyvn

U ay

lavnsmhiwaia^fijnniWinmiaiafiiun^vn'avia^ ®£db vifjtJiinajamiaa'mifil/n



at. (wHtfiincuuaswfaflnjfnvi)
9

s:.s) j&aBmai
-linhutbsincu iai.pi. b£bc£ - b£bb sjnn?\j?iitb^sij\j$ni4?naetauni3jvmvijn'3

iS

(Call Center) a£db a°TUTU b Plf-1
O ey, , d as i is | *=* o-»^ o os os

- LuiJ'auiJ'i^unru iai.pi. b£b£ - b£bb sjfma Asmara uflsuuivmilliuwaiviiijvmrm'u
is

TUgnaATumuvravifn* ®£db (Agent) aiUTU b pif-a
-tutl-njibsinw iai.pi. b£b<s: - b£bb Smsflflflaibsanunmwawft^ilcyvnis'u'ijsnyen'u

aj

niuvn-iviera (Call Center) ®£db sttutu a£
-luthu'ibsy'mi iai.pi. b£b£ - bc£bb wnniaiilwfiniiAniCuniiluinaifla'uuAsiia

iS

tl-ftjibnncu a°TU7u bb pits

st.b mp^n™
- rniuviKiviaQ'aSfniWulfn^fnapiTuniwvn^viai'J a£db (Call Center) vi3il?«3vi5fnmi.a«

as 6) c* . a c* cy i is as isdd is is i
?nyniamjbmnjluniiwytbseivi5aiwm^ia?m^awui^Tu miaii*m^iJiviflflTmjajjmj'n?m was

1 u u

mTanuQaflinyasAinuriibsflnwvisa^flvn'a
<u

- fnuvH'iviai-iClistJiienaplTUfmjyn-iviai'i a£db (Call Center) milupmangn-atufm
is ^

tbsanwiuwaWulniiiJiswwiila^wra ■ml'uniisuvflwTUNanisiviua'ifirmifi'uvn^ wasmdlvifla'ifm
<u

TuviiTuwafmwnmU'JTUwijjmina^ia^fmivn'jvta^

. S* «'*=* i H is as
&. tbswwviwuQa^nmflTU

<£.© muvn'avtaiwmiW'ulfmfnawiuniiuvnwa']'? ®£db (Call Center) Lilwia-ivralufmaas’m 

tfaya^mamfisiuiia-aia'Hiauia-avinwibsflimj vt1awlwn<ifmjT5ama'am?lwu1fmii,aKwnr^aua
U 1 <U 1)

Kaan-jfis^nn iieim uasHsij$awavi1annifla\JTUvi''uvi ^5jnni\J?\j\b4uasifamnwaan,5smjfm
u i

WuimiiWaa^waiua^

<s.b niywwm^SmTdftJtJ^uasiwunMaynismjnniWijIn'isenapb'unsjjvnwifn'S ©£db
•»

(Call Center) S‘Ll,3Si3vi5m'waEJn'3?iai.'ua'iua^i,il'uuiPi‘3|Tu^anntu
is is d is , a osa is d d is d O o «=» iSA qj S)

(St.cn wiiruiviNiJ/iijflrimaswmna^a^munvn^luniiAniijurmwasfmufHiKjciJvnl'Ufm
U rfj u ^

| «=> QS**
llflDWrVU



^aiauautnflflnnTw^tnvilatJfiitbwnu
s

ila^ mTiwuna^AQnsjfltmmjIvnTQflnmaija^anmaala^a^lmtfawnsfoa'ansjJvmvmi'S
<u *u •»

®. smlwanfmusisivifl&ra
s ^

fliafniffofliumiuivnsaflniitfayaimamasiia^ia^laufa^vm'faja^fiijjvn-avien'aiti'ufmna
<u s

d d O QJ <U 1/ <Lf «* <=j *aj 6) 6) IS d i *=» Q-"=» *=>

“ija^fnuvnwcn^ I^iaLil'u/nifia'Wfia^i^aa^pmji.m'uilgij^i'iin'nn'auvnwaQ'a (n.pi. io<tbt> -fa£do)
ejyisflifiwfvi flnutilvmaVifma'jpmi "ulauiEinTwvn^vign-jmij'um^HTjImi'ffajjaTimfmu.fis
s U

pmunmviunlunii«'uC'u^'ruiia-3mjjvn-3viai'3 flaaflaunflisiCmu 3j5ivmnmfwi uasuanvra
miflimufmmntma-s

wlmlasimroajjaTmfntiAasiladfa^lauiawntfija^nmravia^Stllinflwnui^sSnisin'Ufmvi
s «u S

v i a/ ad a s'
mjflamnmru Sila^vnwIaisfml'Ufm^iC'Ufmvivifnnvifna'w^'uivlu.iitJisuuaianviiaunfiiiaai'iJuuuSJ <u

nssflTw rwwSflQmnaQtfawiivianawhB^uifafndmasniauanniiJvmvia'M waaflauwa^fniiinhi
i 2/ i i ii

d qj qj 1/ a>< d d d i«4l 1/ 1/ d i; | <» if d d SJ

viiaaflni^urijvniQYnnwmfisutyvnssasBnTmfimj'u iimuawmanvmviwil{]iJflrimiAswmnaT!J0-3 
a^‘!npifimjj?FmwflTui£ii'3Tuvi1a2rmi,iJaa‘uii\Ja-3taivi,uiviannrmIau ana uasFmirmaniaiEJiTflfm

v v i

^i.m^^fln^uTunTaei^i'aa^^pmuf^nw'uIaunanTja^rmfmjJi'iia^fmivn^viai^ n£npi'3Sf!mmfla<ivia<ifl
<u <u

flinmAnuniTulvmaflfmtfajja'tmgm uas^a^a-uiaufawn^aseisuvna'lil vilaliipnuriTUjnj'uiid
u <u S <U ^ U

ai U
■ i If i

a^m‘5^a3jasiin?mu,fii;Lla'3fa'3tia'ufawn,sy6ija'3fi‘3jJvn-3via'3'3l^iajJ'5i.'u‘U'wat:vi'aj'U'inn?cifn'3a'3^mi3Ji VNvi<u s s hj

lll’U^ni^fu'UUWii.W (Explicit Knowledge) UflBPniinu.'mjfkan (Tacit Knowledge)

fa. uvnimnrw'iiuQflinjJfi^aimja uastiaannpivianainfifluuasuuQvmunlii
fa.® uvmnnsvi

w^afutJisiXi'ul^frbniiPins'MinoinumiawmipmiJ? (Knowledge management) u,as mi 
inaijmiiauaiii^m^mimmimiaimawmiJJitummjIvmaflmTaaijafirmas'mi'uifmu? * 81 v

mimiiiasila^a^ilatiiawinOTa^niJjmwmm mtJmismpinM wu
S S v

(®) nnia^im^a-3^fmjJi6ijawiiTa'3iu itltmTstnumTM^mymjmymwinmu nemaa
<u v

%>
o g %M ,6) IfS) QJ Q d I «=» QJd 6) if d I d d I cfm^uia’jflpmjjfLiJL'Bl'urmviai'unfmwii'U'unTj mamTu^uwrmlviu'UisavisnnmiasflWpninniiu 

m^iaimvmnmmaviafla^mimmnaflflemn ma'janupiPiavru^i.'MalviDflPiaaiijniJiirw'uislaw
^ us is

a^miyfmA,fl iiasnmsba’lifaiimafl'uym wmi iwauvn iiasdialaumiammiasmnmsja'mqj 
vlainnj a,ua^fiaMi.n^'ilii^Ia<?)‘ul‘Ufmunl,?Jilajvn fmiltmi nmmmwunaavi5iiasnmflflatM0

of qj y s

(fa) mTiTOunmiafwawmnyilwuulvimaflm^ajjasimamasiia^a^ilauiawfmia'a 
muvravta'N thuunaaniil'u fa tbsuivi IauH

(fa.®) mnmiiti'iimi^ (Explicit Knowledge) pi a pmjjfvmiviwwa ntiasiaawifawu mlvf 
fnjjniainsjmipnnsjvilpiaan^iij'uisuu wm pma vtmiuivram^ilguwmumamiiAn'Ujyvn ilium

(fa.fa) pniufuuufkan (Tacit Knowledge) pi a fnlufvijjwnmi'ijflijw ^anaalwn'UPiPia 
ism ivipmpitumTUfjiJPm'u tlisaumiw vfnw vi1af=m3J6yn,unaj'3TU Ltl'um



(5X5)

. . d cj I 6) <U if € if I O/CS 1/ <=*«! I «=» <Ud d rfi «=4

(cn) laiaanavraimnmTv^nnmieiiiaa'aaai'un ran miaainnannmwatnstJflnamtJ'uiaa 
Umhaaiaficm n^Kmanamiiehila-a (Story Telling) ‘avjmjmJfj'uli (CoP) uuuil|){mvitf!luila (best 

practice) ‘ssunmste-a (Mentoring System) fmvnjvnuvi^iJgiJWOTU n'naiiaravmvifnnmamiJaa'U 

iltmi L^umi
u

ki.la lOnFmUfifi
^ f 1/ 1/ d 6) l/d ay If f IS) ay If i .

ainniratariin/rai-w'u ivmai^tvmniTiwniniai?maaaaaiin‘3lnainn^vniaaniTijavm6imem
•u v u

uaulaafaailanfaavin^a'anivivmvmi'a1(?ia3J-3i'U'uviat;vi^tnnii6,(fi-3a'3^pmjJiyi'3vail'ua'3iufu'U'u
i 1 U U (

mm (Explicit Knowledge) (Tacit Knowledge) wasflaaanmnniiaanaaamaa
uataiiuisuu rnEflwniamuivmvilatfuwaumiflniuumiT.uniiqflniiaafWJ'iJj? (Manage Knowledge) 

ainnlania^aanaiijvn'avmi'a ua^wimLmyn^vinnvi'u^Usinvifavruna^n'ui'i^n'ii

ki.cn ^aiana

cfoafuibuvmmeinaunQvnaniTimin'inn^inaaaaa'nniluainulvmaannTftaN^iiemi.ifis
<u U U

i if

^aaiaailauiawin^aaninvraviena a-au

(si) a^nVnnmjnmra-a (Explicit Knowledge) riasi'vawi'U 

(®.®) ^uavi'sai.i.mvn^rmilgtJPi'Jinvi^anTjun'uqjvn
, . » «iJ d ifc\ d *=» «■

(®.to) ciam,3i‘3ti<u‘3ai,anvi‘3a‘un?i
D

(©.cn) OPL : One Point Lesson aa umiauviunbsifl'u wiatan'nraa'uchaviaaa'invii ibsiem 

vn'Jivmufi #aa-aina rnfmauus ‘S'awavifnmjaa ^aa'nvfrwla'bja'nvh (Do/Don’t) na-aiflEn tbsiJm 

latn Inm'uvruwuimit^n'w As: Vila aaaJnala (Clip) ibsintu cn vnvi

(ffl.sd OPK : One Point Knowledge aa uviainvivtlaainwfannibsemn'iiinj nasuvipmwvi 

inawainniTnuTmia-aiiiwahmAa laaaeru wasa'aaaiivnainii’h'a *1 wralnnn'niurana^aaiiajfwla
V 1 U

I if
e* Ida/ | «=» oy<=» a/ | «=» ay«=» i d i 4

Ttnfmnn *1 viemuemnn^niunii'im'ua'31'u n,uwa,umTim,im-aTU avia tanem uimvlaam was
I 1 <M <M <U

if
, 6 if | <=» <Lfc± if ay M i o ay o if d *=» i« / _. . \ i d

tJ^a'uni^aia^ainwtJQ'u^'Jitianu'U'u *] luannaainTuvrun viia aainala (Clip) ilisuitu ®m - ®£ arm 
(si.£) OPA : One Point Article aa nviaQinainni?wemw?nu^vm^aaQnnfviviatimj 

Ltuuadn^via (Best Practice) ^^til'umieca'ilii'mlanviiil'uaiJ'uaEin^vImi.aiii.vl'Ufmraa'ut'ueinwaiam^Leii
i if i if

d , _ , ,. \ a/ i d *=> if o«» | *=» af*=* of o M ■ i

na-a (Story Telling) pi-mw vim iranaa eimmnaaavjni'ia'H'U'u-aTU ms’UTumiilfluw^'UMau wumm 
amvismamvlmaa u.asimivn^m^Ensjwal'ua'Uiflfl IviainaamTuvrun Vila aaifiala (Clip) tbsmcu 

fflcn - gk£ \m
(to) a^aammutrufkan (Tacit Knowledge) (rnath-arau miaaaijinvilaavm'uimad'iaviaaaiiwf 

miambsmjnanmammjwtJfiim CoP u.asmiamvtmiviviisflawmlunmmiJaEmiiaimnsnrm
i i i <U cw V

\J?«emm?£ulum?vin-aiui,asm,3iinl,!Jt]ti)vn ralwru

o oy

ki.et ‘uaannaviaiai.na'ii'u uas
i'ua-aainm^aj,uimieifi'aa'aafamviiI‘U'3i<u‘Uivmiaan'r3'l(avia'!inen‘3uas:i.1a'afa'ai,1a'ufa'avinsu6ija'a

■u ^ 1

n‘53jyn'3via0'3 fl'iianraanitimu'anu'avicnnviaiauati^'u^a'u ‘5'3vivj,'aaa'aH'tiajja'aman<tfa-al‘U'iJlvnaann
<u

'iJ'jsnatjn'uaa'jinn^a'avi'UTa'aTuvif'uwa'aa'u/mnaa'anfi'nvianmnnaa vKlviaa-n'miwu nivua 
nuTyn-amiaimum? sjaimuitj^TU u.aswawnsjwanTSfaniu'u-aTuasj'i'aiaijaamifisLtJnaisu'u vf-an tviaW

if
ay if f lS) *=» ay 1 *fd \ c» d if s' d

?nvma'wai'unuaa;?f,3iaa'aaaniinl'Ufii'5naa-anamlvivnJiaeivi5a'ivaLaj!Via'3ivia‘3'uaTU?iiJiJiaivnn'i!m
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en. wavifm'msjMfTU

0/^0/ o e£

sr. rwTVifmaj^ina

sc© flrm^fn-sa^^fmuia'U'ywi.w (Explicit Knowledge) li^nijijlvniaanni^a^a^iia'mas 

tla^fa^i.ia'ufawn^'tja^muvnwaQ^ ath-nlaa © ila-3i
sr.ki flni^afi^aannjjfu'ii'Ufkan (Tacit Knowledge) ti^iuTjIvniaam^aya^iiemu.asTla^ 

fa^ilauiawnOTa^nijjvravia'K atimaa © tla^

$nmai^af\jiadi$ami3j^naii^mjanaa^autkaaitjai^vin\bsmi

(a«a) (mjafuniTtbsm'u)

(traemmi Trawi)

(tuvl£..®!.. ilia'us'LmaiJ n.fl. b£t>GTi)

. <*J . , !/ W 1/ QJ cl O u x

(guua) ................ z...................  (wTwtJiJtyrivimfi'iiau.a)

(intrbra 'Kairaai)

(Tuvi...?ik... laau stmaw w.a. bc^beii )


