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o i Tuifiinaussloviswiuduiiudeieuenoduiiiduteiausliuidiin nuiaun
gInssumsBidnvsedind a Fubuteiaus wieliifugnsvinssudunistavinemisudstusgrady
ssalunmsiudeiauondsil

2

o Widuglasuenavdviearudum Jseraufiaslivevumalne Luursgunavesdou
Toiauslatiiddlviaaziondvuasaringuiuguinty

m.e0 fiutaiauedesameifoulussuuindedninsniaiziedidnnsednd (Electronic
Government Procurement: e-GP)-1a4n3uUaydnand

.00 {lauoTAdesdusenisuaninisiuisuifivuseasidoaveuiunuesuil anse,
foanns funeaziBuaveulumvesuiiausimssiuvdelsl mnmeazBenveuivavessiluienas
Toudatuies amse. voanudvsiiazfiarsanluduiduuselonigigaun anse.

&. VAULVAVBINUY

FFuiadosianntdeamanisinderud« 1212 ETDA THiduresmenisdeasuazuinig
Qﬂﬁ”wﬁwafmmma (Omni Channel) NAUSITMNINISAARDF0A158199 Ldaefusgnldsense
wioligldusnsannsafnseldvnd nana ludemnsiinuesazain lddrazdu Insdwi Siua
wunuudvled vieludeaiiie amnsodendefaiuduniafvruazliuinislénniu naen
o $2l s wsnnuasmnlvitugaseldogusniadeidu Tnedudumstanssusznoude

5] ddnnuimngsnssumndidnnsednd (awse.)
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.0 INMLHUNITANTUNIS

<.0.0 ANYITIYAIBEATBINTEUIUNMTYIINUYDIAUEY 1212 ETDA Tudagdu e
N38UUNITYIU (Work Flow) imangaudugukuun1svinauesguds 1212 ETDA Mnsauaay
nszUIuNIuaNveulwnnuludagdu swludnseuiunsinudmiutemisnasiuises

F9A58UYBEITUTNT MUNINTT me UAINTEIIUNGEYNINITUTENOUTIAIUTNMTUNAR WO TUATVIAT
Fosudslingu wa. wese niousesiuiliuimsunaniesuidvaunlduinisiuFosieasou uas
JonIutoyausznaun1siiuInis WU WwIneAma (Script) winednny - Apeu lun1saaute
SoaFouiinsounqueNveUIATesNSIUINSYRsAUIUINSIAT awse. v

.00 Anudeyaiiisadosiunsevnquinimuszneugsiauinsunaniosuaiviad
Fouddlinsu wa. bewe Sungmneadusemionguaedu q MAdedlunsaniunisdiniu
Fosynansiuisesioaiouvesdliuins mumnm me wimszswnguinIn1sUsEnaUgsAIUINS
unaseuAdvafidewddiniu we. beve uazsosfulliuinisunanrasuadviaunlduinisiu
FesfesFousaulatiiiedninioumnundonnareandoalunisdiiunsleenauysal

&.o.m ANYIIATIEN LazoenkuuTULUUNTIUSNTSEuLY kageenkuuTEuUd sy
NM3A5I9E0U sruudmiunsuszdiung suluuresenuazunansandunululsdiazisieu lagdes
Iasumnuiiugauan anse.

<.o.& ANBIATIEN wazoanLuUTTUUNMIIRUTeNan1stiuInsvesguds 1212 ETDA
sulufsdmivgomanisiuisesfeasouveslduinis munins me wimszsvnguininis
Usgneugshauinmaunanlesuniviafifonudsliniy we wese eldiusyansamunndeiu fs
adodldFunnuiiiurouain anse. neu lnsdesiosdnliiinisyssyui otiaueseaunsdne
AT UarN1TeBNLUUTTUUTIUTYAU dnse.

<.o.¢ Invuaroanwuulusigazidsn (Detail Design) ATEUARNIY NTEUIUNITVINIY
muuadsnsideyalviuare (Data Updating) tieliinamninlunisliuinisediegnaes

<.0.5 aamwumamumwaﬁwm%‘auiaﬁmﬂa T aunsald sulesfussuuaes
wheeuiiioadss audl anse. fauun nsdmhsnuatemsliiamnundeuiiaziauinisienlos
foyansiuiFesieniou fiuidateenuuuiBniadolodeyaiimnzauiumienuiy q lnedes
lASUAMUIUYRUIIN ENTD.

<.o.0 dnauaunuTessunsaudsnisudlunsddmnnisalingeanidusie 9 1oy
AusssuR Aunisidies MsguyuisendewesUssrsunguan o lngagdesnlussuulildnislalie
winnsaliingn1izUnd

[

&.0.6 FIUTIMLarIavhayadmSuliusnisusenvu egraloedsil

- ARNTUHUR U warnsEUIUNISYINNU (Workflow) vesrug 1212 ETDA
finsourgumrauiiansTiuinslutiagii wdeiaunsoiauniosesiureuannislifuinisiu q
pluawan

- LWIANDN AR (Q&A)

o ddnnuimngsnssumndidnnsednd (awse.)
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- UUNBTUNNSS UL D95 0AIRBLIBIS DI B

3l azdesiniunisusuussdeyalugudoyaliidutagiu siudeaniunisalogis
Aotiad IneTiuTiNdeyaannuvasay o Nigede

&l IANIUINI5AUTEUUTUSHNSUNNEIUD

.o InTounaglndnd waznunsavlnsdndliieanenenisliuinislusag
a1 Inedlgangdrsesniannsaldnunaunuiula

<lolo Faiassuszuuag q A9ndulunisdndunuguda 1212 ETDA wienuSnisqua
zuUnaen be Falus [uetedoy Al

ﬁsuuﬁawﬂmﬁwﬁ (IP: Private Automatic Branch exchange: IP: PABX)

— FEUUNTEMEEORLULR (Automatic Call Distribution: ACD)

- 35UUL%3¢IEN%’@3@5’UIW¢“1’W% (Computer telepnony: Integration: CTI)

- TEUURRUSUSRLULIA (Interactive Voice Response: iVR)

— syuuihuindeyansliuinisisdeyauaziAes (Voice and Screen Recording)

- TBUUATIREDULAYMIUALANANIN (Quality Control and Monitoring System)

— SPUUNMTUIMIRNAIAUIUS (Customer Relation Management: CRM)

- szuugudeyaninug (Knowledge Management System) lag anso.
anansafeTenunesuladlanaeniian

- syuudrsedlniin (UPS and Power Generator)

- J¥UUIIEIU (Reporting System)

— STUUMTUTIMTIANISARUASUUUToInsludeaiiiie (Social Engagement)

wazsesfumsldsuuuieunanduiis i0S way Android

@ lo.n 5093UMSIHUINMINNUS LN sAenAd DI ANSTIIYRIAUEY 1212 ETDA Jaqiiu
uazUszlnni3eaduy 9 luswian ansaidoudessuuuinig madwiedesiesFouludminenui
WReadios mudl amsefvun 19U ArsYeIBveUANSTUEBsSoU MsveemhsnuANiTo
M NsETINgEnIN1TUsEneugsiauinsunanrlesuRiviaiidodddiveu wa. beoe

<lo.c finw AnnwidoyaildSuudaituguds 1212 ETDA ile@nwinginssy uwnliy
nMaUdsundamgingsy dnvasvesgluvutoooulad wu st euinsuiendnsusioaula
UssLanganssuiild Aaenadesiunisdsadiniiessy Customer Insight foaeulail n3edu 1
fieadedlumsliuinsvesgudm 1212 ETDA

lo.¢ Insgnuasidmiumsiiauedeya lagaiusauaniukuy Interactive
Dashboard 1¢f ansnsagdeyalutuunmeuuasiuuiazan (rill Down) mudeyaiilddaaielild
kUU Real Time

<o §Tudnsdnmssuszuunisinseandnludd wisldlunisinseenniudisiainlaiinig
Tasent vsenaiald wu Tlunisinsudwmagies nsinseeniieussuduiusianssuvesdud
1212 ETDA

I3 ddnnuimngsnssumndidnnsednd (awse.)
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ool ININTTUINNMTNISANTUNMSEnTUNs sessudlviusnsunanwesufdviaunas
58 SwdsnssuBesdesFounngliuinsunanrlesufidvia iedawioumumden nsUszauay
wazgazidealun1sadunslaegeasuiiu auyal

<lo. laseada Platform fianunsasesfunsdenloawasyneusiudumieduiy 59
\Redios ileanunsadesennsyinunuuysanmsliaenados

<o Sndvuszuulitileddunsesiunazanansnidenlesldfuszuuninsfigatnasfudy
FAUNIAINE (Digital ID) @1 ThalD nSUNSUNATEY NTENTNUMALNE

<b.eo AUTN155095UNTIdeULNNELATY Line Official dnsududdavimvaauas
dansUsymnaaulail (1212 ETDA) Taadasiiiandunisldaudssialy

a

=

U3n15 Premium ID 1awlien wazuUsennddvidsdien (Premium Account)

o

o

— anunsadfiadieulu Line OA Téuuulaidringiuau (Unlimited Friends)

— AWNTOUARIIIENITHAZAUMILA (Listed & Searchable)

~ Line OA agfipsaninsndsdoruvidosunmiddnnu o afvifou

— ANNTOAUNUIUY o 619 o b

— Line OA dasanunsatidn wazdseantvlala (CSV File Import & Export)

- aunseauuysua1vea Nk duinivadnsdni laglduuy
\wasiues (Banner) visetusing 4 Wildanudnannala (Rich Menu)

- @1U150d90DAMULUUIIEYARED tagTessuTiuIudendule TuiAy
1,000,000 VBANFBLADY

~ User Segmentation by fitter : @1311509ANG1LALAIN15ATIMUNNGH Line
User {AnA1 \fiednrh Segmentation ldaghsazmnuaziuszansamn

~ Chat Tag : aupsadnngudldusnisly degradu aeuniudaya ogsening
soLonans dnduaaunas Jusu

~ Interactive Dashboard: §3uinenesadeyanazasunisideu Yaya Line
User Aifinmy Tngaziideyaiiaszainsaans 1wy e 01g aaug Line User fidany saufedoya
WAnTTUN1S Click ¥99 Line User Tinaaile

~ Interactive Dashboard: f3udndesiinsigndeya warasunisldaudeya
lugagimansuosglduinig wu glinia Jwia la

~ Questionnaire: 813139313 Questionnaire WialAudoyaluzunuusing 4
U Line User 16/ 19u msfissitileneudiaiy Anoudamuuuiididen vie nsuansguainle
dldudendneu

~ Link Campaign : @130 track WoAnssunns Click 494 Line User fiiannu
ile ias1zriUssansnmues Content Mlwasidmivudaznguidivanesing q Seazsilianunsniden
Content TWnssfuarualaveanduitinaneyde Line User snndaiy

- dszuudsziiuanuianelavewlduinisvesaudvigmdenazinnisym
soulall (1212 ETDA) Hutioand Line

& ddnnuimngsnssumndidnnsednd (awse.)
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— amnsasuudas esdeassulasiuniunaznsaeunuasUi e st aya
Sos¥eaduunazionansUsenau audl anse. Wiuvay

- fldvimsansofasmanuzveaiesieadouldriutesmis Line

- #3udnedies Fafn wazansausmsIAnTs iy au uhly) Keyword Auto
Response with BCRM (Keyword+) : m3siedemumaundudnludlaednedaain Keyword 71 Line
User fisisidlu Line OA iitetneldanuisnasnanisiedemuneundusmlusifarmidmsusni
finudey (Frequently Asked Question)

— Admin Authorization Management: @131150U3%153AN1SANE 195179
99 Admin fgua lunsdififiinnnit o Au Tasannsaudsnguiaua Tneamensdhiieiayaluusas
Uselan

~ Line OA diasansnsaifiexsia APl fuszuu CRM voy Call Center

_ dleasusmunszeznandyydnddasenigy ﬁ%ﬂ%ﬁﬁazﬁaaﬁ%ﬁumsﬁu%wé

£ v A

vosuaniugauaty¥niens 1212ETDA wielivng anse.udvesdgdlaimenisusiiiesdiiier

o

&b.oe UTNMINToURIeTEUUNTNAUD foddlszuuinwiamnilasnsiy wagn13ivun
ansldanurasszuu (Security) nsaewndaya wagn1sdsesdous (Backup & Recovery)

Cb.ob USNNTNTBUAYTEUUN ULEAUD 3¢H 0 LAUTA5 LA Na18% 99N 19LaLLT aume
Autesavatiulanasatan wiu Insemi da Website Chatbot 10usu

&o.on In13953aeuUTEANSAmlunsIvuIn1Tves wilnausuaty winaualagnan
(Call Center Agent) fumsneusuvesyldusms wu wilnnuguagnan Iadesdudlduing lisuane
TAusnstn Wudu

b.oc Inhszuvdrmaanuiiaelaaindliuinisaudy 1212 ETDA lnglvigldusnisiv

AZLUUKIUIZUUABUSUSRIULRA (Interactive Voice Response: IVR) lasnaliiaziuuninanuiisnela
NaUINENe (Post Call IVR)

lo.o& A1U1IAANLUCTHUA 11N NTNUYLAGNAT (Call Center Agent) $UA18AN
AlEUSNITUAILaYANIN TR TIRAE U NTILAS UMDY viisunSulave anuvvedsedls

& b.oo §5UTagAasdawssuszuudisedlnvaquddisinisuarinn1slayesulal
(1212 ETDA) Wilunsdlgnidu laessuuiianunsaldaulavivindinissuulihlianunsaldauld
mniiansalandu wu lhduiinisldlndrses ffudndowdsl anse. nsunnass

<o.oa 1u1saivtoyavazliduuy lnswsnaiudssandoyais esdonsau wu
Po-unmana mangIuNITIsTRY Yoanen1stnseu 1usu

@.0c FosEnTaliusnsaevausslsErvulseg1eTInga Tnvanuisandunissuans
Sendhandfaseld lnedanedslunsseasliiiu o Uil uazlidnsinislivinisdniuadely
$p8N315088% <o

o.ox Tdiuvgremsliuinsidudmsusessudliusnisunannesuad TavUIALENUNLY

a T ¢
UﬁﬂqﬁiULiaQi@ﬂLif‘Ju@auiau

b ddnnuimngsnssumndidnnsednd (awse.)
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& MIANTUNUAIUYAINT

A SUdnedesdaniniinauguagnan (Call Center Agent + Supervisor + Manager) UjU#a1u
MINN ANTD. MNUARIT

.m0 TAMINTNIIUUAgNAT (Call Center Agent) WiBuIni 191U (Supervisor)
anunsaUURNUl o T be $lus wiinouansa ViTRnilruinsdRnsoldnndemnsd anse:
n1UA L¥U Inbound, Outbound, Social Media, Chatbot, Line OA, Monitofing $#uu Social
Listening uazuInN196119 9 983 ETDA lagn15uiu1sdnn1sdnuiuntnaius Tideanaesduiiune
angluudazyl9an Jlauesa1fedrun13InTIuIUNgnOUaIUnzLn anse. taedntdnguy
Tusnslaitfesndn <o e wazanusainisdsusiuiuditslugaadinisdnAanssu (Campaign)
fisedldsuaeinndufivy 39 anse. wwuddvinsudimihedeles b Juins

WinNuAKagnA1 (Call Center Agent) Axsiow uN1sHNaUTY IslnusANuaansalunis

poumau wAludau arunsaliuinisanudeulaiinmvuala s sauiialasunisuseiliunanis
YU nulunasavuly dadmunnues anse. a1usansunisuserIsitidunanisallany

AL AL

AuauTRventnuguagnal (Call Center Agentt)

o. q@msﬁnm%’usﬁl”]szﬁuﬂ%mwﬁ' YIBLTIEVLI

b. SUszAUNSAIIY wForunsENUsHAUILUS NS Frunnsdeans wie
AUNTUTEBTENAUS

= v = 9 = o

a. dawiaruannsalunsudlatym daueany uagvinvenisieansia

ey Wisliaunsaneuauesmudesnsuasd iguinisldedaduiivasadeauussivlanalii
fud" 1212 ETDA

AUEUUAUDIRINGINIU (Supervisor)

2 %
v o Ly a = =

. WNMIANITUMsEIUUINIAT iTaLigumn
. dUsgaunisaduu Call Center ag9uod o U
an. NTUNITNAFRUNTFUIIIYINAUAINETUINS

<. TususedlunsnsIuNTaUSAIUAITUSMTIANITULAZAUY (Management
Skill) wIelusenns  Mnerveslunisvingu

AUELURYDINTANTS (Manager) 91124 o AU

o. q@ﬂﬁﬁﬂmsﬁuﬁﬁsﬁuﬂ%ﬁgmm’% W3BLflg U1 138genIn

. HUTEAUNSIUNITUIMITIU Call Center oenstlos & U

o, fanuinurarnudsmnglunsiessd waznisuidywiduegnad

C%

<. UVN™EAISUSUISIANIT LagNISARE1SNA

o ddnnuimngsnssumndidnnsednd (awse.)



OMS-FM-OGA-11-VO1-wuuvlesu TOR 14

<.l ﬁﬁmmi (Manager) ﬁLﬁu&E@JLLagjuéﬂ 1212 ETDA sautafu Key Contact Point
Tunsviausiniu anse. fewiunsdunival Lagfiureuain anse. neuduUfUR

<. WiNUYUAZNAT (Call Center Agent) dosanunsaujUanulanndeimnieniy
1 awge. Amualulowu fail

Came @BUNNTIBALIEEATNT 01 Toyafudndosmussuusmaionld
anansaneudadnatu munwadan Mmeu (QRA) fifuunlitiufinssasiBensing q Afldusns
udsan mndesdedenirsnuiiiisrdosdosdarpazidoaludmiisnud Suingeuegagndos
ATUfUFEsTUY Ticket Tunsdadosuazinnsay

<..mlo WUNUALAGNAT (Call Center Agent) A DILN1IAAAUNANT
A Tunwdslgldusnsnsuianurveasesionsoy

<. N15IN80N (Outbound) LieudsUszautiey UA9INNUILUNBUD AT
Aedes ﬂ’]’SLﬂ‘UGUE)QJaL‘W&JLG]%J‘-\]’IﬂNLLRNLWEJi%ﬁ’I&J’IﬁOLLﬁl‘U{]EU%’mLﬂm'uﬂ’] W9 nasUs T dUNUS
mumnmumgﬂuwﬂﬁmsm WWudu

v (%
J Y

&.on.6n.& mmumsﬁmawauaLiaﬁamat #1789 N9 Soft Copy wag Hard
Copy W miaeeusng 9 audl anse. fviun

oo NINNUYLAANAT (Call Center Agent) Aosanunsaleuaeludamidnau
MILNUNALATINTURAYDU kaeyiiN15Useds e anala

(immb wu”ﬂmum hag n@ 1 {(Calt Center Agent) @11150L 1N TAUNUN
ey wwawauwu LWEWY]LU‘LJﬂ']WIE)f\]’mi‘“‘LJ Chatbot way Line OA la Tunsel Chatbot uay
Line OA immmiamawasﬁﬂmmmw3@@1@ 3 rqij%ammmﬁmmawuﬂmumLLaaﬂm (Call Center
Agent)

LY]

C.an.on.e) WINIILRA 160miamauwamaﬁvﬂmimﬁu Ny Waduled vse
Yusy enuauiiAedesturasennisliusnig s suldinsdwviiedeludesdiuiives
WIS sUS TR

oo NINVIWMUARABNTBYAAN 9 BanneuenAug 1212 ETDA

%

Came JiUIAdniszideunsuuinuvesminauauagna (Call

¥

Center Agent) Tunsliuinisgnén Inedesldsuaruimiugeuain anse.

<. Fseniunuamedumsineteuniomdoya (Content Team) Tumsuinis
Jan1sdeya (Knowledge Base) lidayaduilagtuagiaue azanlunisdumanusindslunisneu
oy wazdauiuiiiowdu Knowledge Management (KM) lunisiunimuinisTwusns wasdu
Uszlowidly anse. diluldusglovdld wu nsdi@nwiveniesdeaousuuuusng q uumnanis
witymidesseaiouusasnsdl WWINNNIRBUAIIReR SouTeuluwAaY NIl msdanstamides
SoaSouitthauls videdoyadu ladihaulauasdulsslovidensiannsliuing Wudu
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<a& FaimensmnularAmauvesliusnsuiaserauguInssuseseusey
(Call Center) N1ATRUARNNTEUIUMTVINOUNIVNAYRIALE 1 kazdnsuTunTaiaunlimine iy
nshauinisediase

$%

oo FFuisdesdivuneunsiidunuilidudeu lidmaldmsddunuses anse:
8191 1w n1sviuddslunsaldng g audsausauiRauuleutsves anse. ANun LasauA1Ye
Y04 @nse. 1Aog1959mL57 Viuriasd

<.l IANAINTIURNOUTUNT NI UAGNAT (Call Center Agent) Fruauliitonidn
o A% PaeRszErawedlasiNg e inuenisliuinsveadwiniisuans wu edsiugu
Tua1uu3n1s Call Center (Service Mind & Telephone Skill) wafinnis3uidesdondeuuazusnisiu
anunsnifigsenn (Complaint Handling) article WinwgiliAsadasiu wszsvnguininsuszney
gataUimaunantlofuRivadifouddliney wa. bese viaidomdu 4 il ause. urey

<.« Migdusnudiudagadmiunisliuinig

(Y (% v o

H3Ueiadaviigiudeya enuaii el

&0 Menuatansiivinmsuguiuusenudniasd 1y Dashboard @nugveinis
Tusnas wazaannsndulunsimuinisliusnng Iae anse. gaunsadidssienunsesuladls
MABALIAT (ANS0. A1119a%0U5UTUNULYRITIBNUlaAR LA dmIgad) N15A99 18 URY sy
avsfimvunliuasfiuananeiuld Tnakuanuiureutes anse. wazsiunissndadusionunis

UHURNUsIeTY TedUai werseifiou Jadosinisanliunisnal

o0 INNIPNUATANTIIUTITIINYeMalAUINIT TeTiuNYeInia
Tusganuseniu

<ol I0Y5189Uszdnsnnn1suAUgniaaui o liuinig wusniu
FoINwazrIeaUluNITAUS0e kaYIIBOUTINNNYRINIINITIAUINSle

&.&o.m NI IBIUNANITIAUTNNT (aN5e. @111T0UUTUTURUUYITIEY
Iasumnumngan) FalsvazdanreinsiniutoyanusUuuun1sliusnisvianun wu

. S18uNansiiuINsLenauUszinndaynvan Jssnanlamedee
nasaupgunUszandym

. YAAIANNFIY

1 ql a
. oI LAadgud

17

< YoyarTouseu weldlunisailiun1sianisisesseuseu Wy ¥e

Woslnséwy / a / fiog Wudu

Y

v Y a =

& w1 Taya weN15al YIRNNTEUSEY UASTORTULAY

o. UsgtaAnise93oaiou (MIluroulun / uanusuiunuazdu ) uag
Toya TgazidunveteTeussull 9 uazwingulseney
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@ NIFTANITAULT 0950UTHULAALLT DY NTADUAININTOT DT B
nstideyannisaaseu

. s1enuaenlilisu (Abandon Call) szaziianadslunisausonss
nadu (Talk Time)

& 18U Tdus owdsszauludmiisauiiiertesials
uasBauazkUUaTU Nanunsnsenglanaaniia

eo. MFATERdan guassa mswidgymininauiineiusiuds
Potgusnuzlunisudlatiynt nmsdanisisesionisu Windelauotug
Tududu o Mneves

&.&o AosENNTAUTULAISTUUTIB9U (Customized) Inaaandostunisldiuvedaya
PNMSTENUEE lheg1etiey b AT Musyezna1fanas kagadunseaiasanilussegaives
duan laglufianlgaiiuia

&.&.m

1 4 o

viswesdndeyagliuinisuagmslduinig dwteluil

ee

- Foyaiiszyteilduinsiiansasiusidlanii anse. Wiuveu

U

9

b. Togansliuinisiesionsoy

'
A ¥

. ‘?fllaﬁdﬁlﬁaﬁ@\‘iL%EI‘NLLaSLaﬂﬂ’]S ENBU

3

<. waUsziiupuianela

& To1aN159AN151304309 56U 19U MeUNTURAYEU WazduT AuN anse.

wingau Wbiuusyuun anse. fnun wazsewoglusuuuudl anse. anunsaidndsdayale

€& KTUINAe@asndavin Report Tuguuuu Power Point Word %30 Excel Tuil#
A1 9 AUT ANge. AvuAkAziuIBUNNNTEl Men1wilng n1wigengy 1w s1en1saguNanis
Alunuvegud 183U T1edUam way 31897 Success Case T189UULUUNALNBNUTZAN

Yoy Tuguuuu Present