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ABSTRACT

The Service Quality Development System for call center agents is a tool that assists
organization to manage all information and business processes related to feedback from service
evaluation and customer satisfaction survey to become more accurate and consistent. This system
has been developed to support users on recording and tracking service quality feedback, creating
a survey questionnaire, recording a survey response, retrieving information more quickly and
generate reports in different templates. Moreover, call center agents are able to view their service
quality feedback via web browser. Even managers can track customer’s survey responses, receive
feedback from service evaluation and record their action to resolve the problem in case of having
any issues on the service. Currently, most of the feedback and survey activities have been done by
manual which takes time and inconvenience. Thus, this project proposes to develop the web
application using the Unified Modeling Language (UML) to model the system and implement the
system by using VB.NET for scripting langnage and Microsoft SQL Server 2000 for database. By
developing the Service Quality Improvement System, it will increase more efficiency and
effectiveness in a current service quality feedback and customer satisfaction survey process.
Finally, with a real-time survey reporting and service quality feedback results, it will support the
quality assurance and management team to develop and improve their agent’s service quality at

the time that can be a great benefit to the organization.
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4.30 MUR AL

1314l 4.14 EMPLOYEE

ouoan3dia AN yiinvesvena  veUWA A maaidhada
EMP_ID SHANUNNY VARCHAR 3 PK
EMP_FNAME 3o VARCHAR 20
EMP_LNAME Foana VARCHAR 30
USERNAME Sodhgszuy VARCHAR 15
PASSWORD FHerHIM VARCHAR 15
EMP_GENDER W 15U P=Rndje, M=y CHAR 1
EMP_POSITION AuMUIMInaIY VARCHAR 40

EMP EMAIL Dwantinau VARCHAR 25
EMP_STATUS ADIUUZNINIIY 1Y Active = | VARCHAR 10

duwinay, Expired = Wu

ANNNUNNIY (2199N)

EMP_HIRED DATE | Juidhaunsedisau DATE
EMP_MANAGER danadiamsvela VARCHAR 70
DIVISION_ID SHAAIUNU/AHUD VARCHAR 3 FK | DIVISION

ROLE ID AUNMUINUNTURAYOD VARCHAR 3 FK | ROLE
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13141 4.15 ROLE

ROLE_ID saunu MmN vAavey INTEGER 3 |PK
ROLE NAME | FounumuihiiisuRasey VARCHAR 20
ROLE_DESC FWAZRAUNUIMWINNSUAAYOY | TEXT 100

135197 4.16 DIVISION

Youoan3iion ANUKINY yiiavestoya  voUIUA M519N019804

DIVISION ID | sfadauanmun INTEGER 3 |k

DIVISION. NAME | #odanan/unsin VARCHAR 50

DIVISION DESC | 510azideaauiiiuinyenves | TEXT 100
AIUM/AHUN

13139 4.17 CUSTOMER

d

: ey a ;) d $ 3 g
YouoansuIn ANUHNIE yHaveeya  YaUIYA M1319N81999

CUST_ID SHEAQNA NUMBER 10 |PK
CUST MOBILE NUM | nuieiavInsdwiindeudi | NUMBER 15
gnf
CUST_FNAME Fognin VARCHAR 30
CUST_LNAME Foanagni VARCHAR 30
REGIS_ACCT NAME | ¥ofoanzifion VARCHAR 50
NETWORK_TYPE inSovioigndn1an VARCHAR 10
SEGMENT AFUNIINITANIAYDIGNAT | VARCHAR 30

191 Platinum, Gold, Classic,

Basic

PROMOTION 19N AUAIUNITVI0N | VARCHAR 100

gnM 19 191 asa A9 300

UM
AGE 21YgnAI NUMBER 2
GENDER INAIQNAT 19U F=ANj9, M= | CHAR 1

b
WY
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AT NN NN

PRODUCT

dumngni 19 wu Gsm
Advance, 12 Call, GSM
1800

VARCHAR

30

A135197 4.18 CUST _SURVEY_ RESPONSE

Fouonniton ANUHINY vinvesdoyn weuwa Ad  mnddg
SURV_RESP_ID sHawanmsd39 CHAR 4 PK, | SURV_QUEST_RE
FK | SPONSE
CSAT AVG SCORE | wamdunzuuunauiewels | DOUBLE
¥09gnNA1 (MUINNN Actual | PRECISION
Score  91AM1519 SURV_Q
SCORE
EXPECT_AVG_ HOIMAUASILILAINAANIY | DOUBLE
SCORE ¥99gnA1- (R IWIMIIN Expect | PRECISION
Score 99MA151 SURV_Q_
SCORE
TOTAL._ azuuuiooay FLOAT
PERCENTAGE
INTERVIEW DATE | Suitdunwel DATE
INTERVIEW NAME | Sognffidunivel VARCHAR 60
TOTAL NUMBER | $1augnfniidhsan NUMBER 5
ANSWER
CSI_GAP FDITIATUUUINALYDS DOUBLE
AZIUUAIMIAN TaAz PRECISION
azuuuAUNane lvves
gnf
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INTERVIEW START | nafisudunmueigndl | DATE/TIME

INTERVIEW_END nadugaduneignd | DATE/TIME

INTERVIEW BY Fowinafidunival VARCHAR 60

SURV_FORM ID SHANVUTITID CHAR 2 FK | SURVEY
EMP ID saminauiidsn INTEGER 3 FK | EMPLOYEE
CUST ID sWagniiignd1sae NUMBER 10 |FK |CUSTOMER

M13197 4.19 SURV_QUEST RESPONSE

Jouoan3ion ANUTINY ¥iiguesdoya VIR maaigad
SQR_ID SHANANSH1529008 INTEGER 5 PK
SURV RESP ID | 5HaHaN13d1529 INTEGER 4 FK CUST SURVEY_RES
PONSE
QUEST ID SHASIWNTA13D INTEGER 4 FK QUESTION
(M0 )

@1319N 4.20 SURV_Q TEXT

ouoan3ton A 1HINY yHAUOIURND  vauUA Msanead
SQR_ID sHanam3sd1329898 | INTEGER 5 PKFK | SURV_QUEST RE
(1Ju Subtype ¥3® Entity SPONSE
goovpINa IUAITI
SURV_QUEST
RESPONSE
SQR_TEXT wamsdrsedaiiy VARCHAR 200
AADVYBIAIDIY
Uszian Text Feldfazy
fmeuiiu Free Text
SURV RESP ID | s¥awamsd1529 INTEGER 4 FK CUST SURVEY R
ESPONSE
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A15197 4.21 SURV_Q SCORE

A aa ¢ a = ¢ A g =
FoURANILIN AITUNKHIEY ‘UHW‘UOJ%Q‘H@ VIUIUA A ﬂli]d'ﬂé/]dﬂd

sHanansa1529 | INTEGER SURV_QUEST RESPONSE
gou  (1uSubtype
W30 Entity 608993
Walums g

SURV QUEST

RESPONSE

EXPECT VALUE | AZUUUANN DOUBLE
mMAnIawesgnA1 | PRECISION

(¥ 5,4,3.2,1

ACTUAL VALUE | AZUMUAMNe DOUBLE
wolsypagndn 1wy | PRECISION

5,4,3,2,1

SURV RESP ID | s¥awan15d1599 | INTEGER 4 |FK CUST SURVEY RESPONSE

M1319M 4.22 SURV_Q CHOICE

d’ aa d = 2 a d d"u =3
FaLUBANIUIA AITNTNIE YUAVBIVBYD VD ULUA fgl - AN NN

SQR_ID sHARaMId1529000 ({u | INTEGER 5 PK, | SURV_QUEST RE
Subtype 139 Entity 800U89Wa 11 FK | SPONSE
AN SURV QUEST
RESPONSE
CHOICE_TEXT wamsdsssaiumnenves VARCHAR 100
§101)52AN Choice & Text ¥4
TWaszyfmoudiu Free Text v0q
Choice ﬁ’uq ¥ B 5%....
CHOICE_ID svasemsmmeulunuudisas | INTEGER 5 FK | CHOICE
SURV_RESP ID | sHawansd1iie CHAR 4 FK | CUST SURVEY R
ESPONSE
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¥ouaaNILIn

ANUHINY yHave oY@

VB ULUA
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Ay &
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SURV_FORM_ID AUV CHAR
SURV_FORM NAME Fouvudrsn VARCHAR 50
SURV_INSTRUCTION | fiwuziinlumsm VARCHAR 200
713720

START DATE Suiulduuudisan | DATE
END DATE Suiioni@anlfuundisae | DATE
13197 4.24 SURVEY PART
oueanitan AMTIIY yiavosdeya wveulwa Y maaighada
SURV_PART ID sHadIUIBULA152Y | CHAR
SURV _FORM ID SHALUUAITID CHAR 2 PK,FK | SURVEY
SIRV PART NAME Sodmgoounud151s | VARCHAR 100
A131471 4.25 QUESTION
Jouean3dod  amurng yigvasdeyn  voulwa  Ad aaneda
QUES_ID SHEIUNTA59 (A1) CHAR 4 PK
QUES_DESC 51871581529 (A9N) VARCHAR 100
QUES_DETAIL swazBuamuAnvesfnm VARCHAR 100
QUES_TYPE Uszianswmsdse  (A101w) | CHAR 2

1% Cl= Multiple Choices (1Aon

18 1 fwmeou), C2 = Multiple

Choices (1aan lanaefmaey), C3

— Rating/Likert Scale (1¥inguuu

i 5432,1), C4 = Text (1Wld

fmoudly  Free Text), C5 =

Choice & Text (I¥lafmouiiu

Choice 110z1d Free Text tuAy

U89 Choice Suc]'lﬁ')
SURV_PART ID | s¥adaugaonuudsin INTEGER 2 FK | SURVEY PART
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13197 4.26 CHOICE

d' aa ¢ a Y A d t:i Yy K
FoLUBANIUIN AITHHNIY THAYdIVdYA VD UIUA ne MI NN NN

CHOICE_ID sHaswnmsmaeuluuuy | CHAR 5 PK | CHOICE
AbRL)
CHOICE_DESC Fomaoy VARCHAR 60
CHOICE DETAIL | 510az100af1noy TEXT 100
CHOICE SCORE | azuuumnsuwsluin DOUBLE
ﬁqa =5 PRECISION
wolewnn=4
thupan=3
Tiwelawin =2
Tiwelnnniiga =1
QUES _ID SUAT1MIT1599 (A1) | CHAR 4 FK | QUESTION

M13197 4.27 EMP FEEDBACK

Fouoan3in AINHINY vipvesea  weuvm A maaidhan
EMP_FEEDBACK ID sHadouuLims CHAR 5 PK
Usuilganunmwuinsg
HazMyY
CUST CONTACT DETAIL {simﬁgnﬁ'ﬁndauﬁ’m VARCHAR 200
o b 4

FEEDBACK_SUBMIT DATE | Juiiidswadouusiiv | DATE

I
-~

TARGET SOLVED DATE | Juidwuaud lvilyv1 | DATE

) b4

NIDUIINANIT

(4

AUUUMS

ACTUAL SOLVED DATE | Jufudlvilywivie | DATE

UdIWaMIAUHUMS

IMPORTANCE_LEVEL FTAUANNAIAYYEY | VARCHAR 10
v °
VBDLUSU

CLS NO sie lWdidoans NUMBER 8
aumniugam

SENT EMAIL A0UTMSADIWANITA | VARCHAR 3
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¥oUDANILIN

AINHINIEY

NaoMruaANsUIIND

yHAYo IR

VBULUA

Al
e
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Ay =
MI NN 1NN

MIAUHUMINAY

CUST RESOLVED REMAR | foyaduqiidesms | VARCHAR 300

K TutniAndmy
Resolution ¥B3gNA1 |

EMP_RESOLVED REMARK | Yoyaduqiifesms | VARCHAR 300
TR My
Resolution YDINUNIIU

CUST RESOLVED ID sHa  Resolution ¥®9 | INTEGER 2 FK | RESOLUTION
gnf

EMP RESOLVED ID W Resolution 984 | INTEGER 2 FK | RESOLUTION
gni

FEEDBACK_OF AGENT siteminaui1dsuna | VARCHAR 3 FK | EMPLOYEE
douuzii Audeu M
¥

RESOLVED OWNER sWaniinauiiszy VARCHAR 3 FK | EMPLOYEE
Resolution

EMP ID sitaminanuiiufin | VARCHAR 3 FK | EMPLOYEE
Joyafudon  Aww
Az

STATUS ID sHagoueMsudewa | VARCHAR 1 FK | STATUS
douuzii

SURV_RESP ID SHANAMINIIID CHAR 4 FK | CUST SURVEY

_RESPONSE
CUST ID sWagnM NUMBER 10 |FK | CUSTOMER
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Ay =2
AT NN 1N

¥ousANILIN

ANNTINIE

¥HAYDIURYA

VD UIUN

REMARK

INUANAIN5Y  Feedback

Category

FEEDBACK LINE ID | sWaswazidvadouustiy | INTEGER 6 PK
Ms15ulgegunmusms
HazAYY
EMP FEEDBACK ID swadouuzihmsdiuilys | CHAR 5 PK,FK | EMP FEEDBA
AUNMNUTNMSHAZAIFY CK
FEEDBACK_SUBCATE_ | sviai)seinnuessivaziooa | CHAR 2 FK FEEDBACK_ S
D Jouuziimsdiviye UBCATE
AUNMNYTNITUAZAIF 131
Standard Service, #1581 14
ms Inusns
FEEDBACK_SUBCATE %ayaéuqﬁﬁ'mmsﬁuﬁn VARCHAR 300

A1519N 4.29 FEEDBACK CATEGORY

Youonn3in AN yipueaeua  veulwe A maaneai
FEEDBACK_CATE_ID shmlszinnves CHAR 2 PK
wazideadouui
M315ualgenuniw
UIMINATAIFY
FEEDBACK_TYPE 1/5210NY99  Feeback | VARCHAR 1
U Aufou Mry
FEEDBACK_CATE DESC | swazidvadouuzil | VARCHAR 100

msdTvlgenmnn
USMS %Y Standard
Service, W3oMIUMS

Wusms  mvulums

THusmsaee Wudu




A15197 4.30 FEEDBACK_SUBCATE

¥oUDANILIN

ANNTINIY

yinvelela

VYO ULUA
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Ay =
AN

douuzrimsysurlye

AUNMNUTNITHASAIFY

FEEDBACK SUBCATE_ | s¥idswazidoadounziil | INTEGER
ID Ysulgegu mmusmsuaz
MsuaIUoY
FEEDBACK SUBCATE_ | wagidvadenuziims VARCHAR 100
DESC Usulgagunmuins
AIUTDY 15U 1f1sﬁuaﬁ'au,
wiudwazszragnd
FEEDBACK CATE ID | svidilseianvessiwozidon | CHAR 2 FK | FEEDBACK CA

TEGORY

13191 4.31 RESOLUTION

P aa d
¥auUaANIUIA

RESOLVED ID

AITHHNIE
SHAMIUIINAMS

Auitumsnav ldedadng

¥UAVBIVBYA

INTEGER

VBULUA

ad
ng

Ay
MINND N

o a -
MIAUTUNTHT U by
layn1 19y Employee

Solution, Customer Solution

Feedback

RESOLVED DESC Sosiinmsudewams VARCHAR 100
autiumansoud luilgm

RESOLVED TYPE szinnupasesnsidana | VARCHAR 20

13137 4.32 STATUS

A an
¥aLURANIUIN

STATUS_ID

AITHNTINIEY

sHaaouznIudanadonuzii

¥iavoIvoya

INTEGER

VD UIUA

g

PK

M1319N91909

STATUS

aouzmsudanadouuzii 1dun

Open, Pending, Cancel, Accepted,

Rejected, Resolved

VARCHAR

15




A13190 4.33 QUESTION CATE

Fouaansiin

AINHNIEY

yiinvevela

VB ULUA

ald
e
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Ay =X
MINND I

] a 9 =
19U FUAWASVTNT
=3
anunane lalums

uf lvilgym

QUEST _CATE_ID sWalszinnguued | CHAR 1 PK
A0

QUEST CATE DESC swazdvalsznn VARCHAR 100
Uszinnnguussiiniy
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PINMsANIANEINUABIMIKAEMIARNZHNTTIIUMShauuaszuuR 191y
LY 4 U { g a o Jd a
flagifu tieannnguiiezlFnussuuiannguammslduimsvesminnuguduimims
v 4O o o w4 A D) ¢ ad ¢
Tnsfwifufidudwouunn fatimsiden 1¥anrilaonssunuy lnaeun-@swneswe
o q’: v v o 13
(Client-Server-Based) Us£nnn3-1#ie5 (Three-Tier) 1UUITNBADMIMNMIYUALAZIIFITIY
3 = A { ' o 9y A S‘tlal vy ¥
s2uy sawnaanudanguuazadesdalumsldaugaiesnindldnummadunlyszuy

' A ' I'4 9
WIUIAS DU IBUDIDIANT 1A

5.1 aglaenisNYeIZUY

') a Y Jd a [ o
sz1J‘uwmmqmmwammwmﬂﬁ'mmwmwummquummimﬂmﬂwn‘l%

< a o a Y e
amilaonssuuudumauewnalmdu muisaedueszuy Tassw lddegan 5.1

Modem Firewall Switch

51 5.1 anrilaonssuvesszuuianngaunwms IdusMsveawminau

110317 5.1 eFu1eIdimsRanguamms IHuTmsuasmadisaennuianels
o d a @ o’o’: 3 ] v - 4
yosgnAveaminauguiusmsme Insdwiniu shaulagdszuunievs Taslinies
ad o a o d £ = 3 a
@5 aes Iy msnazdafudoyalugudeyadeannsaGonld1diegluuudunsuia

a Jd o
LAZDUINDIIUA
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5.2 13093 N ¥ UM INBITZUD

™) Yy a ™ J a o JdqY A A
gﬂUWWNTﬂmﬂ']Wﬂ'ﬁiﬁUiﬂ‘]i”ﬂ\?“ﬂﬂ‘nuﬂuU']JiﬂTiﬂTQiﬂiﬂW“Ghﬂﬂiﬂ\nJﬂuﬂz

d' 4 o dy
My lFlumswenn sl

¢ ¢
5.2.1 3133

e

[

iniesneuiames i 19 lumsnannszuuLaE NATBUs UL Ugamniadail
CPU : Pentium (R) M 1.5 GHz
RAM :512 MB
Harddisk : 80 GB

5.2.2 solaIs

o

(4 da @ a dy
“Bﬂﬂﬁll.'Jﬁﬂiﬁun’liwmu“lﬁzﬂﬂﬂﬂUizﬂﬂ UANU

Operation System : Windows XP2003 Professional

RDBMS : SQL Server

Web Brower : Internet Explorer 6.0

Web Server : Apache

woranI R 1Fa
znuﬂﬁﬁaﬂﬁ 1501295 : Microsoft Windows Server 2003 Standard Edition

RDBMS : SQL Server

Web Brower : Internet Explorer 6.0

A (awa g J '
szuvufilfiiantslnaidud : Microsoft Windows XP H30gan

A oA
5.2.3 1A393UD

Web Application Development Tool : VB.NET, Visual Studio.NET
Database Design tool : ER Studio

Database Management Tool : SQL Server
UML Tool : Rational Rose 2003 Enterprise Edition

Prototype: Microsoft Front Page 2003
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U v o k4
5.3 mysanuuuaIunelsza Uy
ﬁ'lll'Iiﬂﬁ'lﬂ'lif]ﬂﬂllﬂll'ﬁﬁ']ﬂﬂllﬁgi']UﬁZlaUﬂfniﬁ]ﬂ']u‘llf)ﬂ%'l]llﬂwwalﬂgu'lﬂy

v
dane lil

5.3.1 JUnuumneeHaNveITZTUY
o Yy a ey d a o (: ] 9
srpuiannguamms Ifusmsvesminauguduimsma InsAniuuisdlFau
' U U { [ o -
il 4 ndu Ao nqudguaszuy (Administrator) nquid M /ATURAYOY NUdITIINNUN
] a Yy 9 o [ Yy a 9y
wolsuazautiudin Aamu udsdouuziimazmsiivljsquamlumslvuinigam
WA InMsauTuMsUsziiunans1#u3m s (Quality Assurance Officer) NQUATANIHAL
@ v 1 d a o o %
Wanrhau luauaua199903gusuTn 13N INIANN (Call Center Manager/Supervisor) a2
' @ d a o d v V oaa &y R 9 Aq ¥
nquwiinauguIuTATIM Insfn (Call Center Agent) Tasusinznauiidndidndminvehly
N e 13 "o 4 T \ = 1 1 N A
auuand1eiy Yusgiumhnvesdasay Tasudazniivessimsuialiededanu i

v
aunsaaglawmselaaa

man 5.1 agldudoszaudly

YNan

' @ o4 =
LY sz aIn/igasiaog

=) 9 o v v4 v
Home T3yl #1141 Homepage mmzﬁmmnqné"lwe NNNQY

fio Quality Assurance Officer , Call Center
Manager/ Supervisor, Call Center
Manager/Supervisor Li’}ﬂﬁaﬂﬁmﬂmnz
LER9518M5 Feedback Baiiaamziy

Open lpgisosdiauammaNudAYuaL

A J}] Y
NauE 131

Suitadredoyadiga
Master Data User Authorization Wemmuauazud lvdnimsldou Administrator
Manage Feedback Data | tear31edeyaitug uves Feedback Administrator
Manage Solution Lﬁﬂﬁ ¥ m’fmgaﬁfupmlm Solution Administrator

Manage Survey | Create Question/Choice | tWoar31efmmufneuldluuvuaouniy | Administrator

Create Question woas 16Huﬁﬂﬂijﬂ8€ﬁ1ﬂ1uﬁ%$1ﬁu Administrator
Category wuvasumuIiisaemsfum
Manage Survey Form oada¥euuuaaUaN WY U 1y Ay Administrator

Mouimaey lunuuasun
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WYKAN 111808 Tnniszaen/soaziden naui 191
Response Survey | Response Survey l‘fiﬂﬁuﬁﬂﬂﬁmiﬁﬁ oY AT R TL b QA
Search Survey iofummamsuitnmsdsan QA uag CC
Managers/
Supervisor
Create Feedback | Add Feedback etufinnamsudsnaudoyaiie QA 1z CC
YsulgequnmmsIiuimsvesmiinau | Managers/
HAZHAMIAUHUMS Supervisor
Search Feedback edunmanisudendudeyamoliulye | Qa uas cc
Aunmms IHuSmsvesminau Managers/
Supervisor/C
C Agent
Report Survey Report NOUAAITIBNUAANITT 159 QA uag CC
Managers/
Supervisor
Feedback Report weuaassvunantsudandudoyaite | QA uaz cC
YsulgsgunmmsIduimsvesniinny | Managers/
Supervisor
Logout Taizi N INTZUY NN

Y 3 a ¥ v
5.3.2 iH199QdABMIVIFISUD

o o 1 LY L Ll 4 1 é T
Suntheedmsvlddldszo ldswadlduazsiariuiedhgssuy desviadlduas

L ' 4 _ o A L
sWaruazgnaiunnszuusumeiuuFin swxiiussvunanslumsiansdoyadod 1414

Y @ 9q 9 @ [] = v [ < a 9 a w 9
ﬂ1n1501‘lﬁ‘Hﬁ}ﬂ‘lﬂlﬁ%i‘ﬂ’dNTLlLWUWI’JLﬂU’)lmﬁ1ﬂ1iﬂﬁﬂﬂﬂulﬂl'lq1‘lﬁ1tl‘]581J‘1J111‘1J5‘H‘ﬂ1ﬂ

o o i =] a ar
TaosvadlfuazsiariunsznsonasluniivedenduvesssuusuuRBIIRUNINIS

a LY d a v o v v
THuSmsveaminanuguiusmsma Insdnidesgndedldezaunsadigszu 14 uad

siaglFuaz o ligndesszuusslfiasnisdesvedsndarn wionudedordanaiald

a d

& ' & 4 ' @ 9 o a
nw FadlFuudazauiuiidns lumadh lFouiuandeiuly Tasniheedmivaendu

uanenagiln 5.2
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r VES Call Center

Service Quality Improvement System

Service Quality Improvement Syst

71 5.2 wiheedendudmiudgszun

5.3.3 wihaenanves I IMNNGUaszuY (Administrator)

dedmihnguagszuuihmsaeadudhgszuunds ssvvszdunguiinediuves

@ 9 : o ~
msﬂﬂmsnﬂgawujm'umszuum;ﬂw 5.3

Welcome Administrator !

Uszme
vabimnvinuTusarinluila Feedback Case Aiurivuesumutuiud 18 n.w.2550

51 5.3 wihwenanves Kmihigquaszuy

o w v Y ¥y a o W o ¥ o & a A W 4
dmsuntheendnveaudmihigquaszun sxliwydds 2 Mdwmdn deliswazideadde i
1) myiamsinsvesdl¥ (Manage User) 1ddmiuudlunazdmuadnilumsldou

vy & a Y ¥ ° A da Ao &
izﬂﬂ\lﬂﬂé‘l% “Ni’IUﬁZLBUﬁﬂﬂQ‘U(’JgﬁmﬁN'Iui)zQﬂ'u‘lil’lﬂi%ll‘]]ﬂﬂ"lilﬂ'ldlﬂlliﬂ‘" L]
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%agaﬁﬁuﬂmnfu'lﬁ'ufi o wwann siadldszuy weilsghwawinay ¥o
mirsnumely Fedsamsuactonmihan wes Tnsfwi dwa fudu

2) mqﬁ’ﬂn1si’|'mgm7"|yugm'ummsuﬁ"«nﬁm’fauuzﬁmazmsﬂ%’uﬂ;aqmmw’lums
‘lﬁu?msqﬂﬁ'mﬁamﬂmsﬁuﬁumiﬂszLﬁunams‘lv’i'u?mmazNamiénﬁumsﬁﬁ
ﬁiamsm’fmﬁ'm’l'egamﬂl%’mJ§af1mmw°lums'1ﬁu?mﬂfuq ( Manage Feedback Data

11ag Manage Solution)

5.3.4 HYN9OMIVANIANBVRIR Y
AEH 9 "> A v
wannsahlFldmmedauassuumniuladeninmy Master Data MINAUVULDY
(@oniuy User Authorization Medudne lunsdiaesntsudly fmuadng niveyanaldld
9 A a A [ 1 9 A 9 : &
auszuuvesdld Wendanfiwydndn szuvszudasmihvesis¥evedldszuunmun a9
mindguaszuudeamsiszud lyndedmuadnivesdlfszuyaunsohmsdumiod1dm
v = a1 b4 b g 9 a A £
#oams 141030035 1002IDUANTBIAUNIN KA TUVUYIVBINITNIBIOLARNTILY Search &9
e lddoyavedlfszuuidesmsudrdosmsud lunsedmuadnivosdldszuuaunsona
iy Add Authorization isdeamsnuanslunmslFiussuuniedon Check Box Nwii
4 a a { v {o o o q’;
swiovesdlimindesmsud luinfuozinedind Edit IWnafidgydavaimaudly  miy

szuvazantvenvuvesumelfidendnsndesmssmuanseudlungln 5.4, 5.5 uoe

5.6 AMUAIAY

s;'raj Sansanee Jﬁ;ar call mm lInbound MLife

g1 5.4 wiheenisAumidlFauszun Taedmihiiquaszuy



Page 1 0f 50 [ nNext | 4] Previous
T ki Al el e e 5 e e R U
l----_----
: Sankam  Lorlertwilai  call conter representative  Tnbound MLIfo ‘ [¢ [
TD 51'136"7’ "'7m’7 : Tanakom 7‘%797‘:?3;@%777”’ bondMfe | Agent | % | @
0O sust | paweyak ‘Pauaa}a'"’ l(ra:hmg:hai  call center representative ”’IrbmndM.l'a[ e
‘0| st | supatr  Suppata  [Srriwattana  [callconter representatve  boundMufe | Agent | ¢ | B
‘0 s138 |  booyat  Boonyart  Jaidee call center representative ‘mmuwal At | ¢ | Q@
‘0| 5134 | sawanej Sasanee ipn  callcenterrepresentatve  boundMufe | Agent | ¢ | B
O/ sus warapop  Warapom  Waree  callcenterrepresentative  nboundMUfe | Agent | ¢ | B
‘0] 5113 | thekar Thekam Kehahvom  [callcenter representatve  TbowndMife | Agent | ¢ | B
‘0] sum | chapen  [Chapen  Sae-dey ;ll;ériwm*’ rboundMife | Agent | ¢ | @
O] s | taakom  [Taakom  'Sooksom  lcall center representative mmmre’ aent | ¢ [ @ |

Add Authorization | Cancel

9 5.5 wihsemsaumgldnuszuu Taodmihiguaszuy (31waz1doa)

< Back

User Authorization

Save 1 Cancel

1/ 5.6 miwenssamsanivesdl¥ laudmihnguaszuy

kS o e k%4 s
5.3.5 wheedmmSudamsdeyanugv
4 ~ o < a ' o

dlodmiidauaszuy  (Administrator) fhnsaendudgszuuudInzdesimsaing
v & 2 a4 g Y o ¥ ° Y Y =
FoyanugudsnedoyanmsudendudenusnilumsdivlysguammsIdusmagnin
(Feedback) uagnamsduiiumshiinensudsndudeya (Solution) dmiulFlumsiiudinna
anau Auvdoyaluiy Create Feedback uazsandemisiamsony Taadmihnezims

v dy A A a Y a o o
sarudeyanugunndsinylumsisadivguamlums Iusnsiliuuazdnmsad
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k4
° ' o 2
Foyaitugmlaviumnidly 2 dundn Ao Manage Feedback Data dailsznoudismsaing
4 .
Warning Type Fuilu Category, SubCategory, Compliment, Warning Cause {ia% U3} Manage
4 Y =
Solution #1/5zNBVUAIIMIATIS Employee Solution (i8¢ Customer Solution mgﬂ"n 5.7 B9

5.15 AUA A

= Call Center

Service Quality Improvement System

Warning Type o
Warning Sub Type | ]
SO | Search || Clear
Page 10f 2 %] “\Next |'4] previous
Warning Type
O™, 1) waming Ty~ WamingParertType, Edt  Enable | Delts
0 wecool wsuwilunsdng < L 4 L]
[0 wcon2 - Standard Service ¥ 4  § &
[J weoo3  erwsunsoTumsulatiom = ¢ ®
[0 wcooa msidayaliesudu < L 4 -4
[0 weoos esitioyalignéiov k¥ 3 L4 1]
[ WCO06 - CrosspUp Service a1 1]
[ wWeo7  uUiifowse/Redusoumsvinm S L4 ®
[J  wenos — mstdProfile Tumsdms 2kl - ®
=) wum UBRewamifitndu Activities SRR » ]

gﬂ*n 5.7 nunauﬁﬂwenawujm (1te1A3 Warning Type aiilu Category ‘lus.,u'u)

welcome Administrator !

o

Warning Type l L]
Warning Sub Type |

2 Search = Clear

~  wso01 "h.iﬂurr&narﬁ'mnmn‘nmm‘\ suMiums A ms & < 1]
™ ws002 dunfiolie sEMTums i nms = b4 2
r  ws003 ufuowhu du swidou sumtums A nms = < =
[T WS004 woeunsnandtusewrivmssunun wsuMtuMms A nms & < ]
I~ wsS005 dgdhwevbnfion s mMtumsthdns A7 1 < w
T WS006 dFimealuesadiudu Profile ansin wsumiums i nms & < o
™ WsS007 Adovmnrtumswonfunn uarfeaoemsmun nsomiums thams & < =
I~ ws008 idFmelignm ‘idiutathiAns s mtums it ms & L 4 =
™ ws009 1dFwoeuandou sumtums it ms & < =
T WS010 gnmsnbinanvas smmiums dnms A3 < ]

RO ETEEEEE rnen | o R R T
v k4 A
510 5.8 mheeuansdoyaiugIu (1aAs Waming Type Failu SubCategory luszun)

1 - 1
Taiodrguiivedanisdeyaiugiuuds i mindquassuy (Administrator)
v ¥ v k4
ansnmmsfum mudoya nag ud ludeyaiugmntimstiuin Budmmualuszuy1d
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mitﬁil‘i’l'ﬂgﬁ Warning Type Category Ll1a¥ Warning Type Subcategory ‘lﬁ'nm]u
v
Add New nntiuszunszuaasmienuunesuliimsnsendeya Tasaunse

@enldingairesdoyaiiilu Category 30 Subcategory

v
a A

N3 llﬁ"l‘ll'i’l’ﬂyﬁ Warning Type Category I0¢ Warning Type Subcategory IWiadni

9
Ld

{ { @ { o o
Check Box Hisweminideamsinedu Edit 1inandaydnuainisud lv 911y
y

szuvvzdlandhveuuuresuive Idud ludoya

¥ . a A 9 4 o a &
m3saudoya Waming Type Inoaanidondayaiaziiin1saui Check Box uagi

@ o 9 Ao o o 9 & Y A = Q’I & YA @

AoauY Delete 1inafidydnyalaudoya Fszuvzududeudnaiunelioudu
' o + A v 9 4’ = o 9 n’: 9 [ '
Aowhmsaudoya Taoiidou lud deyatugmnazimsay ldvuezdesdalsl

neliNMITuNNHaIINOY

Add New Warning Type

Warning Description r / J
Status 'Enable b
Created Date 18/2/2008

Created By preeyapo

Last Updated Date 18/2/2008

Last Updated By preeyapo

Warning Category [ ms daya'ligneiay q
Status Enable £l
Created Date 18/2/2008

Created By preeyapo

Last Updated Date 18/2/2008

Last Updated By preeyapo

- REYE

zﬂﬁ 5.10 HY9OMIIAY Warning Type SubCategory
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P it i R B e o )
SR T TR
Warning Category ID WCD01

Warning Category Description [ms\¥itioxa Lignfies

Warning Subcategory ID WS001

Warning Subcategory Description ﬁtinnm&m

Status |Enable =~

Created Date 18/2/2008

Created By preeyapo

Last Updated Date 18/2/2008

Last Updated By

51l 5.11 wihwen13uAly Waming Type

VIS cal Canede

Service Quality Improvement Systaem

Page 10f 2 3] Next [ ¢} previous

| Enable |
[ cool . dataainw Denwrmeann F & ¢ e
) coe - awwoudlullgwidatiwswds gndos ;f \v3 % ]
[ coms duilugsrensdomullmii N L4 L]
(. coos  ntstulagnuasandn < ¢ e
O €005, suninAmsiunremudumsom < L4 L]
) 006  Smurdamw umsnivm \v v -]
0 007 antausmmunuuAluloprtiacin \v3 L4 ]
0 cooe Weouaidondos sd uaresuim \v3 < 8
[0 <009 16 Standard Service ldgndas A4 T4 g
(m} susiA msfufioruenannuuoandn < v -]

PR e o SR RS

JUN 512 nunmmmi’aqawusm (118799 Compliment Type 1U5211)
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y

. NEI Call Center

Service Quality Improvement System

- et o

Page 1of2 [ZI Next uJ Previous

s ] P
&

WCA01  walnvwdeliMéduns Train < v g
[] WwCAD02 “It8KM /Process v 4 3
[0 wCaD03  dosyalu KM / Process "Lisaiau vt s 8
[0 wcaoos ‘bilitaund kM ¥ 4 ]
[ wcaoos — winnwwweassaunau (Staff Error) A v 8
[J wWCADDS ~ System Error \v v e
0O weaoo? Widtslamvosanén A1 v -]
[0 wcaoos — weswiRlgmandnbigndios Y v 8
[0 WCADDS —walnyw OJT ‘s wionsn R\ v ]
]~ WCADID  valnrudliifomiusioamismsal AR v L

N 513 nﬂwauﬁmq’faqa#ugm (113 Warning Cause Type 14sz11)

Page 1of 2 [8] ~text [# Previous

_q_

[0 ES001 TufouHR (da Competency 100% ) + Wham A1 L4

[0 Eso02.  “Tudau HR (e Competency 100 % ) A b ]
00 Es003 ‘Tuloumiiu + deen Competency ( stufsunsibun % ) v v 8
[0 ES004  cioei Competency (styiswaniBum % ) < v L]
0 es00s ‘tudoumulu AV L4 2
[ ES006  sousw + dauduna \v3 v 8
[ Es007 “widewfunmsdumingu - maon < L4 8
[0 eso08 “Widdwfiunmsduvaingu - Liflawsn \v3 L4 1}
0 es009  debimswsamsdufiums \v3 v 8
[] €S010  diawh Professional ( Supervisor ) v L4 8

| Add New [ Cancel
a v Y &
71/ 5.14 wihaeudasdoyaiug i (udas Employee Solution 1W3zuL)
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