VaULIRYBU (Terms of Reference - TOR)
lasensdredniiuemdnisdoys (Call Center) drdngunmasvia
defndinnuddansensisasisage

@. NANNSUALANE
& =Y ar Qi nf |13 at
nsgnsEssaguldaniunisulavisenssdiu mo U nwmA Aednsussyigu
o o 2 ) | o o v o= 1 ™
Tuiden wagsanssuunwendasdadududdglunslduimsmenmsunndunuszavurilssma
vt lunsinn arussuuInsANuIRLE S IU NI NLALE AT Ia AN E BRI LA AT 19T
| ™ a4 el o & o 2 o o ¥ & o o o
PRAUIPUIMT TRUINTUNIzR AN Ussdns nnlunistrusnisuaznisdeans ienauA1ay
[ ar | 5 t )
LA URAEEIINUTBU LAY YAAIN TN M IUMNATFBIN 1S AN BUBE 9T IS e s TmaY

dingquamadia ddniuudansemsisaisisage lugusmiisaundnlunisiaun
uwaavlesugunwddiia Idmsfauuazd fulgssuuiinmaguamavia Weensesunisliuing
wuuingsEuUAda Bivsssmuldfunsuinsitasen s sensidenlastoyagunwlmiy
ssuuifisr neldmnuiuswasadendunues dufy dwinguanddta Sddamlasnisdie
Anduauuinisdeya (Call Center) drdnguamdidsia duindninauvdansesnansisage
Lﬁmisﬁwﬁmﬂumﬂﬁﬁﬂ'mLa3m'sﬁams‘lumsmauﬁ'lmuLLa::?'J'aaﬁﬂmnﬂswm‘duuamﬁmﬂi
NUNTUNNG

. Tnguszasd
d' et =l o ) o L i L4 Au vV o= 1 [
v.a Wallasinistinsussmauluifen Teamdwsadminisuaelifismanosuiy
L2 ﬂ‘ d!l L] 1 A
aelnsrwinfiuTusterailag
A A w ar 'S a v <
bl WBLANSATINGTUAE uavanTILIuBNI1EeVaR (Abandoned Rate) Tegluinaisii
AwnIneeusuls wasiESuaT e nsiiRETuMsUSINg
o . @ v v oo O a e o ¢ vo ¥ o v
ba WBUIMTIANTWMUTIEMTUURUROUAgUS Call Center vaegfudratiialianunsa
= 2] 8 1 1 d’ Q} at w a @ =9
uinnousunilnsdnd ldedreoilomaen be Falus nasaqudaldilimingfuinvou
agldee e AU TumsmuRuuasawamihAlunawihnig
ar = L g} -:'I 2 al
o.a IALA38usEUUNTIRUINNT Call Center wivgunsalane Weldlunisliusnseeuiu
NNINSFn

o Ausuiagudaiaus

m.e HEuasepsimmEnsanwngmie

mlo fauemiedliiuyaraduazans

oo Jiayesimdadisgsenitndnfians

e feuermiadsifuyraatedseringnisiumsiudaiaue vievidyayfumiteny
vpe3glithnm Lﬁaammﬂu@"?ﬂﬁmuanﬂﬁmsﬂmﬁumamsﬁﬁﬂ’ﬁmu«um@’ﬂsznaumsmmmﬁﬂuﬁ
Fguuniinisnsensanisadiimunaied Usenrsneunslussuuiasovisansaunaves
Asunydnang

(

Vg B0 e



dn-

w w | e o Y { Fy PV o 2
n.& wt.ﬁuammmm‘lutﬂumﬂa«aﬂﬂﬂ'sswa"l,i‘luuzy%swEr%ac’immu wazlaudaisutelmiy
fsugemirsnureiniasslussuuind e warsaunavesnsudydnans @ Feruiediyana

]

”ﬁmmﬂwumumﬂms NITUMIEIANTT {udnis wummiﬂ,umimmm’m‘luﬂﬂms’uaquwﬂﬂa

14

URIE

ew SL <22

=

.o fauesavisdiguandiuaslifidnvusdowiumufinusassunnleventsinge
fadnauazuaunsuImsiEgmAsgimunlusRnyunwm
.l Qavesimieaiuiifyana gllerdwueianMann/Wuins/dhgesne/Audend
wwinda/fadreianan Iﬂ&lwaﬂmumimﬂw"maumnsmwwmﬁinﬂmsm nignyRmdvdoonl
vsaSuTadiiiiu v Weu TuaufsTuluenatsmsiauesim ‘
. flauerindesliiiuifinaussleviswiufufussasdesiavesiasieduidnaniy
fouue viSeliifugnssvihnmsudumstrnnanmsudiiuesatusssilumsussnananaded
me gianesmdedladduglatuendniviommuduiudienufiachivendumalne Yuue
fquavesUszasdasiauosialdfiadsiaasivieuduiuguindy
/ ae0 Fosflarunufviuhammidmayaains Seouiunamuiiudaatalurisses
nafeundildifu @ 9 duaniuituauese 1N o Feyay u,asl,ﬁuwamuﬁf—jﬁmmﬂﬂﬂmﬁﬁu
meswms ffamia mhsauBuvesdy wiemhsnuoavy niautuuienasUsEnoy ’
;oo nadfiauesiandugusznaums sMes Wiuudunlufunzideudussnsunis
A MOVUIANAILATIUIAY BN (SMES) (ﬁaqLLaﬂwé’ng'm’Lu'i'uE‘i’utanmsﬂsxmm'}ﬂﬂﬂ%ﬁﬁ)
(ramisdesufigail ne (M9) ogotlo/ s ATl me 1NTIAN bEod)

& YOUMWRYDIY
e Uimsdamad i fidmiuUfiRouiiaud call center vaefFusne ilelfamansnuiuns
aausun1engdny Tasenmsdasuserieuludien WWetedaidowmaen we $51ue Tnsuaumuie
Wi o au s dimuuuasauad i iluneyins
<.o.0 fauenimisdimnidwinfiudReusuans (Call Center Agent) S1au & Ay

auayEistaly

@) deyudlng

b) y@insAnunlaisindnUSaged

) B1gliiu ee T

@) usaldrenfames Ausunsy Microsoft Office

&) ﬁﬁ’nvﬂumi’l“umﬁﬁmﬂqwlﬁluisﬂ‘lm

gmgcu.mwﬂg B

o) Sulnsdwid soudnunulasssdastsyreuluifesiugndia
\or) ﬂivaflumuiwmmmEJmaaﬂ'ﬁvmwmaammwauamm

o) YuiSoanaglsimuuzen SR AR D UTEA U U S U8 UL AT a9
melusaznieuan

s STRY Yostsomo



-an-

w o v o : = v oo as
<l JawssusyUUNSTUINS Call Center wiaugunsalsieg delilumslumsaeuiu

Mansawn

@lo.e UL Cloud Service dwmiumsTviuinng Call Center finauautidail
= o U o =l :';’) i
@lo.e.a flUimasadnmszuuliuing Cloud insegluusenalng uas
=t n‘nle vas S v w oo W )
ligunsallesuanmsguanna Tnelidwivguanniu naen be Flug
[T YN v |
&lo.eo 33UUlHUINTT Cloud anusaluing Call Center Hognesiaiilas
Inedissfivyasnisiiuinig (Service Level Agreement : SLA) llsinndndonay ca.o dalitoy ie
vigaliu3nng (Down Time) Wifiu e wriltdalioy
¥ a ¥ oo = i 0 (TN
eloen svuuliiuing Cloud Fosfinsdeudeludfliuiasinsauuay
g L4 o =
(Communication Provider) Aausl o 5183uly (Separated Media Provider) wagaiuisamiiunns
-J L' Voo = A L v oo éi"
welfssuunuansaliuimsldnmuund delivmdadesanglisusnmaselasnevil
3 = ¢ w . v o C w o = |
clo.aa Auinauiuneivan (Data Center) fiaslisvuuiaiottevdn Aideusns
\iseYneweiu (SDI) edewos b quiteys
<lo.e.¢ AUALHUINT Cloud Server avfaslasuanasgu 1SO/IEC waoos
4ag ISO/IEC bwwos
<lo.ob Fuiwagiodi fliuims Cloud fimsdsesdieyassuy Call Center
nniu (Backup) lagvhnsifivdeyaliidussasnanlifesnin o 1
<lo.o. Insifiviayatsiesaouitaimes (Log File) munssmudygfidnde
o a @ = '3 w a o s
nsnsgyhauiaieInursNiames wa. bevo Usenausmadoyavsiasmereufiumesmiduasenn
NssuU Coud lneduiimmansalitazdomedieyanisesasrenfiames (Log File) §iudwasfoaty
o ] d‘ [ 4 1
Ariufiunsussanuiiodaeudeyaiidenissely

=u o ] 'K 5 u [7
lo.e.c Lavvulssiuasasuitreaiiouainnily Tnesusoensisaussuy
shwmuUanniy (Firewall)

€. f52UU Monitoring uazudadiey Wedatlymmelusvesnarlify
o& Uil
&b.o ssuulnsAwiadesinsUnsssvlude uavaunsasesiussUvnees < 63 lﬂ
«lolo.e Call Center IassmsUnsusemuuluien
&lololo gaeglunsliuinms mo gane
<. AMALTRYEY Software SzUU Call Center
Q’%’Uﬁ'}'ﬂﬂ'«asﬁmﬁ’uﬁumsﬁﬂmzﬂszuvquﬁﬂa'mnﬁlﬁ'u%m'i’ﬁ'aga (Call Center)
uusEUY Cloud Server lneUsenaushonmidnuae feil
<lo.me LUUNMINTFIWELSRIUNR (Automatic Call Distribution : ACD) uaz
ix‘U‘UL‘TI’EJ&.IIEJQﬁﬂ%ﬁﬁﬁUUIWﬁﬁWﬁﬁUiSUUﬂ@ﬂ.lﬁ’.lLﬁlai‘ (Computer Telephony Integration: CTI)
1 o s2UU nnandRotatouddl
~ sguufiiauedl License dwdudnnihiituaesaiiome
- aunsnsessumsnsyaneangls



-&-

- finsldsiruszdrfuassiady (Password) Tutuneunsdssuy

~ EUIOUAAIANNUATWILUY Real-Time Tsiiawiigumsuinluusas
Pranafiduthifuaslaufifent Tneuanssetendouaanunmnisufifemiuaedy

- aunsauansseuaiiacme Wy Yinaeed Wuaaeigld
winmsenglneu nariselaueds feuflarlafumsusmsmadminiiSuany (Agent)

- sywsseaneildesun’ viedermumusihnsiiuinmg viedeswny
mlasemsdaselilifimiy

- awnsaleumedsndlugudwihiifuame (Agent) wastihdayaly
wandlsimensgndas (Screen Popup)

&lo.mlo syuuUimTteyadnlusii (Interactive Voice Response: IVR) 117

o szuuiinuaniReseliosdsi

- aunsnsesfunstiuimsliianulng waenmunsnge Toegdilng
Wandruulufidennniidonisld

- syvulaueansovianusafufussuunisnssareansSnluds
(Automatic Call Distribution: ACD) wazszuudeulastayassuulnsdwitusyuuneufimas
(Computer Telephony Integration: CTI) ﬁLﬁualﬁafmﬁﬂJisﬁw%mw

- ssuuiiaunsavhnsad1adousu (Greeting) uasuenUssLanu3ns
8 Voice Menu Option Ltazaﬂmia’lﬁ’@ﬁimvﬁﬁmLﬁannm}m’mmsﬁﬁmmm”mﬂunﬁuuuﬂu
nsdtwn (OTMF) 1t

- fSuthaedeathufesnuuuuasdni Call flow, Script 18

<lo.ma suuiuiindeyaidosdwiunisliuSnsmansdiwi (Voice Recording

Unit: VRU) 414U o seuu flnaautifiogietionssi

- awnsatiuiindessewhadmihfiuane (Agent) fugldiusms 1ile
anmsahivldlunsaseseunaunmwnslduinisveadmihisuans (Agent) g

- {i License d1uiuednstien 7 Licenses dwiunstudindesaumun

- sswﬁmuawﬁma'lmm‘l{fmus"suﬁ'uﬁ'usswmﬁaﬂauammwmﬂﬁ
U3ms (Quality Management: QM) uag szuumsnsseanednlush (Automatic Call Distribution:
ACD) LLa%‘i::‘U‘UL‘?I'BSJIEIQ‘(’J“@HaiSUUIWiﬁWVTﬁJU‘iBUUﬂEli.lﬁ') a3 (Computer Telephony Integration:
CT) fauslfatheiissavinn

<o WUUURWSTINAdWUS (Customer Relationship Management

:CRM) 9103 o sz Snauautifesedoaded

- awnsaeanneLaviiuSa s udnanlalaesnlus

- awnsasesfunsidmihiSumeanansaidang History Contact ¢

- saIBIsuUMsIREduANMErY (Priority:Low/Medium/High/ Very
Urgent) T9ivn « Ticket 1¢f

@



~&-

&lo.n.& FBUUARIAING (Knowledge Base Management: KBM) MU @ 52Uy
o QI 1 25 ot A’
finnuaudetnelosdill
= v Y
- ssuviiaueanisaaitunaule
o P | d & dw v dae 2
- ssuuiiauavwiosimiduendedleidmiwivaeldiluntsdum
a4 s 7
Jayarietialunisnaudiaiuld
7] . = 1
- 589§un13 import Fayarufainnsensasiideasiuunansiefy
HEVERH
L] 1’4 LT EY d maem = 2/
&lo.m.b lasguniaidiueudmimuinisteyafiuiRauluanuiivay
Fuihrmneffudradesimmbifieas wasausnldoilisgedilsstvinm
- v < t @
@lo.me miliuimsdeyauasnUssauermeieinaewvaslasnsdng
Uszneuluidensiuszuy Call Center
¥ X vy v v - TN ' | s =
visll §Fudnesdoatuffuinveuaidnamunelnsdwi Call Center 5181

gadlasamstnsuszavuluder (SIP TRUNK d1u7u mo ga1e)

&.szzaniunis
= LT 7 ol A
sppEen ¢ Wou Tufanniufissunludgya

B.ATAIUITY
Q’Lﬁuaﬁmwﬁmm‘uquLﬁ’ﬂwﬁ'ﬂﬁmmﬁtauaswmﬁ'muma.lmmﬁ'm K1 fieii ,
.o mautigwildluaensn (First Call Resolution) Tneafesiaieust o Tuiiliey 0%
ol SamnvhnuteminnuSuay Work %) feannnii do% deiieu Fe
©.o.e Work % = Work time / Logged in Time
wlols Work Time = nanmdeniuane (dle) + nenAeane + nantufinam
blom Logged in Time = aniwine Login iuluseuu Contact Center

oL 4IAITURASATTINBESY

rseRuusnasrnny 91U € 9a Mmevdmngiauesmiddueunumuiiun waskuns
at LT | 2 i’ or J
ATIRIUIMNAENTIUNTNTITUTEUTDEUET Fiail

9w |- 0 s1enns8edanau FTUIULEU sgezLIaANgdIUay
LONES
a a ) | o o o | w w o
WU @ o. wilsdsdwsunulsydisiou | shsnefsvnazvingiy | nedufl « ves
=5 dé‘ -] a r
fiq o. lundeniivsssudou FIUIU & Waunnly
o = -
aun & o TEdUaTUkarUTEIEUNANT
UHuainulszdisiau

agmé—‘]’nLmu%“lum‘iﬁmismﬁ'mLﬁ'amﬁ'maua

Tunsfinnsumansiudatauausemanmadidnnseiindasedl AnenssuNSRIITURANAT
a o = l'd‘
UssmﬂsﬂmaLaqmaunﬁwﬁ’ﬂau‘lﬂﬂlﬁanaﬁﬂmﬂsznaUan%au (Price Performance)

.

Lt

¥ /\’ﬁ%’. ?‘é‘%‘“@ ARG
> L =

e
c'l.- ~~



of J L
«.ansA1Usu
= Lo 1 1 o o as L4 2 = 1 Qs €
lunsdlffudwliiannsodwesueluszeznanitmug Aiudsasinsdrseiuaiuusety

L

[Y) Py ' M o8 1w ) v o ° &
Tudns¥esay o.00 vee10iuA13ns uRllanI1iuay eoo UM YuanInIunasufIvuaLanLasy
o e

@ LY A woof p v o e 1 v
mudngmsevennaniunisde wieuiigindlivenglioudeiuiifsudnlddweunugnies
Asufhumudvisedennag

eo. U5z
WUsEINU e UsEITaUUSTIN WA, oo JUAILTUU a'mmmﬂaﬂﬂivmwaﬁﬁ’ﬁma‘u
U @&0,000 UM (LL‘L]ﬂLLﬁU‘VI’]mJ‘IJU’Wm‘m)

ea.mMi3nwANuSuTesdoya

wsvmwvmaaﬂﬂnwmmnwwauamw 9 wanﬂ‘um‘smLuumumuammumimr'm‘lﬂ'imnﬂ
eRERY Wi’mmwauama 9 f N1'1511@1@%ﬂm‘umumﬁ]’mn'isﬂ'lLuumuuam\wuﬂ’mau LLﬁ“/‘M'iEJ
ﬂ'J’]ﬁJﬁUW]\“rﬂ']’iﬂ’l?lENN'J'ﬁl'N LLa°N'§U%’Nmm‘mmmiﬂ’li'lumiﬂmnwauawLﬂum’maﬂwmﬁﬂ viadl
ASudvziasaaunuly “aﬁgfy'lﬂ’lil,ﬂusmywaua%L1Jum’ma‘uLLa‘"‘uamnax‘m’liﬂsumawa%uamu
YARa Non-Disclosure Agreement (NDA) and Data Processing Agreement (DPA)” wiaaiditysu1dne

ob. MBI FuRavey
dningunwdidsta dninnuddansensiansisuge

en.AMUATERY
Tgnaiy Sy ¢ vn Mevdendlavenalddaeununiuimun ansnssnsI
Suamalasinism Wnsany LazasmAsUdugndas Ny Seusoand

oy E
@&, 901159719

dningunwiiva ddnnuldansensnasisagy duidunsdadalssadutuddaess
Uszmasadidnnseiing (e-Bidding)

e¢uininmsiuazAnlunisfisrsandmBengisuasian
‘ot.e lumsRasanduusnmstudoiauetssmamadidnmseindaded drdnguanAisia

wmim‘[ma‘lwanLnmmmsﬂsvmumﬂsvﬁwﬁmwmas"lm (Price Performance)} Inefansanlvinziuy
mu{mwaﬂuavmmnwmwum il

ot.e.0 TIPTEUTOLEUS (Price) Avumhwihihfudesas o

od.0.b Talauaimumalaviedaiausdy y ﬁLfluUiv‘Iaﬂjﬂs;iamﬁwms Awumimiin
Wwindudesas o "Lﬂawmmmum andadeiausd uandlwisiuqn {8 uiavesand GRRHH
anadlamuvauwamsang i Lwaﬂiviwumqmmmqiwms’l,mmwuﬂ‘lwummau,aum'sn"mum
ALLULLANTSUINATIA soo AZLLL TeasiSunged

Y’@_J_sNanv



-

. Aa
sem1sRfiaTul AZHUULAY

inusidaiauenziuuimwada (100 Azuu)

1. AFBUMINARNTHLILAZNTIAIELIIY (concept) 40

2. wrunsaniiue1y (Objective Plan) ' 30
& ot = s W

3. Ysgaumsalilaznanuiirulvewisniiauesinn 30

2 ao o o v a vl g ¢
adb drunguNMAlsa Aarsandeiaueduneiavesdudeiauaynieniunasinng
Avsanfidmusliluidendninamivasdnslunisfivsandadendiaussavesle «. lneteiaue
v e ) 1 -2 [ 1 5 ] S o
aumalafiinuinsinsandeddfunsiuulidosndt o rvauu vniudringuamainass
W v g o - o w o
AnLaany b utaiauaiinunasinsinsaasldasiuusiunuiidendninasiuazdnslunis
a w v & & wal o =
Tsandaiendaueniesds e. gegn Ihludrusmsiauesien sl mawesiudioiauesandi
2 2 w 1 1 P L4
WAudwusvieldfuntsfindendedligiminieiuiiasing
L Qo ot wed ad 1t 4 4 = =y =}
od.n dningunmATanssligadviferlifusmian wiemamilsnaila wiosemilaue
5 L) v o = =
vield wezenafiasanidendluiwiuvioruavisiameiemmilisenisle vieensezenian
- =y I e 1 =y g L4 d
nsusznesmdidnuseindlaglifisrsand vasigaudasinsun e Wousslovtvamia
Y oo e A ¥ i gw a1 av v
TrwnatuaAg waskButeiduestsBuniesrliTnenioandemelan Als
= o o
ad.c MIsadndurainusnsunsioliuigugn
13
ab.AUANS
= lﬂr o 24 g 1 ﬁd 8/ Var
Avlivblunanuuazianansynatiu feafunssudvvesdindne uasveanudviligsy
o = J ‘d Var oy 1
Frahlullufenssudu wieusslonitnla Tnelilisunsugenanginds

e anUsERUn1sidyeyn
Sia) W v oy [ e . 2 P =, =
gIuwsmmamissiudygnituinnuiuiosas € vesmidiviemesadidmsetind

ac.myulssiunastouledu q

Q’Lauai"lmﬁaﬁuﬂisﬁ’uwaamvﬂuwasnm9_ U nmendedenusunazanensunis
asasuiEglinTefuruBeuiosnsuiu lunsdiiAndounndeda q wivunadygn Tudaanan
Tudssiugsuidesindumsudlulimusalfonlinuuninely be $alus furnnaildsuuds
nnérdinguamiavia lngbifaalieielag iudy

C
Z500% Hrby —_—



-e-

actiundedaiauouus wladeRniuiisafuveuwavasnyléi
anuitine dningenmidva ddnnuudanseny s T
Todffinsie wenid sufalwyad, wsEnvaalgs nind
3wl olo-¢wto-bods, olb-¢o-boms
meluswild Tnedsionansiud
wNEMYanlgg] nuAnd
dingunmddda dinouudansenssasisgy $u o o1 o
Andrinnuudanssnsasasisugy
/oo Wy & nuuinuu Muasaeiy Suneles Sminuuny3 eecco
maluswildBiannsedind : bdh.policy@smail.com, bdh.moph@moph.go.th

4
GRS Usssunssums
(Weeningiu wasugativd)
WBUWNET I Y NSRLAY

(aeda) (33’1’9”?{ ﬂ%‘ “h‘]?xﬁ

.................................................................... NFIUATS
(wnandsning Uivdnian)
undmssiilevisuasuny
-
(GRG12) N Y@g .................. NHLD....... NSN3

(WEMInNAe VIUNG)
undynsedn



