HUONIVYNISAUMNIUWUIIU
(Basic) oanuincun EdPEXx
KudQ 3, 4, 6 ua: 7

lagvIuLIASTIUUAUSINUATUNIWNSFAINUT NRYUTYVIYLLALLWNU

dUNvIUDSNMISUQ UKIDNYIAYSIBANMUWOLWES

rKuda 3: anA (Customers) (3.1-3.2)

31 AwwmandvudvanAi(Customer Expectations)
D NISWD : s:q5§msr‘1’na1nhaw (Social Media, wvudaounu, Focus

Group) tumssSuworISgudoduuta:nautdikugiusunnQ

1 b

I MISOIUNNAU : DSUIESISOUUNNFURNISEU/NGUQANAT La:dSMSSUWD
ncivNu

> nisUounau : stydguapulhdoyatdevoinganAlUusudsousns
31 n mssSuwogisSguua:anAINAUdU

> KOAAN : KUDYVIGIEMsogTSuMS “midoya” IWwalhupanuuu
Kangasuazusms

I 55N1sSuwv (Listening Methods) : ﬁaos:qzs'a\)m\)ﬁtz?s‘uv“\lo (18U wuu
drsoo focus group dolsIBua dnmpaairnssuy 9) lagdoodunamuy
NauURLSEU/anm (WU UnAnyUonuu Audin WUs:NpUMS) twsildiazngu
JAWADVYNMISCVNU

I MssuwoanmMiuauina : s:yd3smidayanin “WRgolulaiduanm”
(1Bu UniBoulssu néorautoisau Reskill/Upskill) ogols twathuitsd
DIVUWULEYNAYNS

3.1 ¥ MSOIMUNNFURISTULA:INADU Ua:daKaANFASUA:USNIS

> KotodAny : 1dgouovanAl AWuns:uoumstu 3.1u dovdpgaauioin 3.1n
(MsSuWvanM) Uufd : Woui31ogols (3.1n) > udondulduuulsu (3.10) >
vanangastrasvldogvls (3.1v)

2 NS:UDUNMSDILUN : Bintui:Istumsuuvngy (1BU LvauEdvdy, s:Qu
ADWSWUZIU, wOANSSUNMSISEUS KEDADWAIaKIVCDDBW)

D NMsKIAIWADYMSALANCTD : D5UIY3ENMSAKLDEIUTEIWEWOLFE DYDY
waa:nau (Voice of Customer) lws1:n31uc‘naomsuaoamﬁm"ichoﬁu

I NMSPaKANFASUA:USMS : uaavlitiusidayaninnaunsuuniddu gnuhld
Wauukdngasaghols (18u hangass:e:dudinsuanmdurviu Kéonandas
lWuJuUadKSuUNANL) ua:ususyuuunmsusmistitiusalou

3.2 MSASVAUKNWUNURISHULA:aNAINGUDU

(Customer Engagement)

I FotodATY : KUDYVLIU "Qua” ua: "a$vAduWoWald" IWasnuwanmMISIAa
D&v(s

I nsmKuaknangasta:NIsusMs : asuigdladdoyaoinda 3.1 Lndadutd
l@onanangasnéausmsaduayuashols 1WalkaaulongA1udDVMSUDY
anm (Customer requirements)

I NM1SASTVANUFUWUS : 3SMISSNUIADIUAUWUSS:8:81D (18U LASDUIYAUELIN
JFNSWIAYEIKSUDVANSWUSIDAS)

I mstimsaluauu (Customer Support) : s:uURBdsthanAmMINdvdoyanso
UDADWBDUIKaDIAV1e (18U s:uu Call Center, One Stop Service, 910159
AUENL)

B nsdSamsvosovidsu (Complaint Management) : dovins:uduNMSSUUD
SoviSsunalou apuauDYSIALSEd ua:dAtungads thdasoviuuuinaa
uniBou WolovAuTUtKiAaUumd
MsUs:LTUAIWWOWDIDLA:ADIUKWNWU : DSUNENS:UdUMsasooNanuIsath
waudsgulngu (Compare) ﬁurjuu'on§aamﬁu5ur‘iﬁ§numztnélﬁaoﬁuld

InAGANISODUTKHIUS:QU Basic

1. udpnNuovNdUaNA: S:UIKBA "tlAsApaNAINdUKan” YpvKUDELIU
(Segmentation)

2.s:yadda (KPls): 18U AzLUUADIWWOWDID DASINSAVDYUDVUNFANUY KSD
LaNtStuNMsasuaupvdpsovizsulagdISanaawsuanAto:davthluuaao
voyaldtunuda 7.2

3.udavanutdus:uu (ADLI): ;3udind wudnv (Approach) Adawu ->
(U3 (Deploy) nanvkusuvu -> 138us (Learn) ;inwanlaiwausuusy

WatAihumwdaouua:thlJtdoulanui Sarhaisiv3insi:Ringuanm
(Customer Eegmentation) ua:GoogivAmnmuindoandovaiuineun EAPEx
Kuda 3.1 ua: 3.2 kAol

QETEDTY 58misSuwv A>WAaDVMS/
(Segmentation) | (Listening Methods) ADIUANQKIYD
(Requirements)
1.4nfinn LUUEISIDADIWD ranaasAnualy
Uoalu walds18nal Voice &091UD8ADIUEQDN
of Students (VOS) MSQUaUDYDIDISIN
JDIJavINDVANIS Ugnu
UnfAnu
2 Gndinuntu | Roadshow ELE S TEN
nG do Social Media F081UdgAIEQDN
(Inbox/ Comments) MSQUaUDYDIISIN
MS3IASIA Ve
Trend 018w
3.Qtsvwunia / | msi@sugsuanu Urufiandnnu: Soft Skills
amiuus:nau | Us:noums ADWDANU ANU:GdNANTS
ms uuudsooaussnu: vuldDsY
Utuna msuUs:yusounu
4 fAudirn ¥ooMmv Line Group / nangas Reskill/Upskill
Facebook, viuAudindn | s:o:du moulundutums
AU

KUDQ 4 MSSa MSSLASKiK
LHatNISPAMSANUS

41 ms3a ms3iAsik ua:msusudsvrnanisanau
msuavdduviu (Measurement, Analysis, and
Improvement) ,(Customer Listening)

= —_— n

D KodAd : mistdon "doB3a" thawoisauiuazioddlavinatiun
"51AS1R" IWodvoMsKéoUSuUsvaEnls

I nstdonddda (Performance Measures) : Aovs:u31dondd83a
(KPIs) ﬁehﬁtgaah\ﬂsw‘\"/atﬁaaonéaoﬁunaqné (hudQ 2) ua:qou
onganA (Kuda 3) wu 9as1Nslaviun 91UdUvIUdDY KDALY
WowolD

I msiddoyalBollsuuiisu (Comparative Data) : dovs:yurkaviu
usvIayaAudvKéoAIAgUIAEY (Benchmark) tWwaqQ3isiognaliku
WinlRgunuAudU

I MsdAsiKkua:nunduna (Analysis and Review) : 9SUNYDIHUSKIS
D'msUs:qununaucbmaumahﬁdaaudlhu (18U seLdou/s19nou)
uaz:omsuinasiAs1EKIUIBAQFUdDUNTYKIAWI:KUNIKSDI10ULNU
DUNACDUVIS



https://www.google.com/search?q=%E0%B8%AB%E0%B8%A1%E0%B8%A7%E0%B8%94+3%3A+%E0%B8%A5%E0%B8%B9%E0%B8%81%E0%B8%84%E0%B9%89%E0%B8%B2+%28Customers%29&sca_esv=d196a2435af0af2e&sxsrf=ANbL-n7KEBsQgqZq4HQiU9P-yAL2yKfxHg%3A1774430345220&ei=iajDabiQDdLO2roP3_Su0Qs&ved=2ahUKEwi8gPXu3LqTAxWWr1YBHa-UJxQQgK4QegQIAxAB&uact=5&oq=%E0%B9%81%E0%B8%99%E0%B8%A7%E0%B9%81%E0%B8%99%E0%B8%A7%E0%B8%97%E0%B8%B2%E0%B8%87%E0%B8%81%E0%B8%B2%E0%B8%A3%E0%B8%95%E0%B8%AD%E0%B8%9A%E0%B8%84%E0%B8%B3%E0%B8%96%E0%B8%B2%E0%B8%A1%E0%B8%9E%E0%B8%B7%E0%B9%89%E0%B8%99%E0%B8%90%E0%B8%B2%E0%B8%99+%28Basic%29+%E0%B8%95%E0%B8%B2%E0%B8%A1%E0%B9%80%E0%B8%81%E0%B8%93%E0%B8%91%E0%B9%8C+EdPEx+%28%E0%B8%AB%E0%B8%A1%E0%B8%A7%E0%B8%94+3%2C+4%2C+6%2C+7%29+&gs_lp=Egxnd3Mtd2l6LXNlcnAikwHguYHguJnguKfguYHguJnguKfguJfguLLguIfguIHguLLguKPguJXguK3guJrguITguLPguJbguLLguKHguJ7guLfguYnguJnguJDguLLguJkgKEJhc2ljKSDguJXguLLguKHguYDguIHguJPguJHguYwgRWRQRXggKOC4q-C4oeC4p-C4lCAzLCA0LCA2LCA3KSAyBxAjGK4CGCdI6glQAFgAcAB4AJABAJgBZaABZaoBAzAuMbgBA8gBAPgBAZgCAaACbZgDAJIHAzAuMaAHyg6yBwMwLjG4B23CBwMyLTHIBweACAE&sclient=gws-wiz-serp
https://www.google.com/search?q=%E0%B8%AB%E0%B8%A1%E0%B8%A7%E0%B8%94+3%3A+%E0%B8%A5%E0%B8%B9%E0%B8%81%E0%B8%84%E0%B9%89%E0%B8%B2+%28Customers%29&sca_esv=d196a2435af0af2e&sxsrf=ANbL-n7KEBsQgqZq4HQiU9P-yAL2yKfxHg%3A1774430345220&ei=iajDabiQDdLO2roP3_Su0Qs&ved=2ahUKEwi8gPXu3LqTAxWWr1YBHa-UJxQQgK4QegQIAxAB&uact=5&oq=%E0%B9%81%E0%B8%99%E0%B8%A7%E0%B9%81%E0%B8%99%E0%B8%A7%E0%B8%97%E0%B8%B2%E0%B8%87%E0%B8%81%E0%B8%B2%E0%B8%A3%E0%B8%95%E0%B8%AD%E0%B8%9A%E0%B8%84%E0%B8%B3%E0%B8%96%E0%B8%B2%E0%B8%A1%E0%B8%9E%E0%B8%B7%E0%B9%89%E0%B8%99%E0%B8%90%E0%B8%B2%E0%B8%99+%28Basic%29+%E0%B8%95%E0%B8%B2%E0%B8%A1%E0%B9%80%E0%B8%81%E0%B8%93%E0%B8%91%E0%B9%8C+EdPEx+%28%E0%B8%AB%E0%B8%A1%E0%B8%A7%E0%B8%94+3%2C+4%2C+6%2C+7%29+&gs_lp=Egxnd3Mtd2l6LXNlcnAikwHguYHguJnguKfguYHguJnguKfguJfguLLguIfguIHguLLguKPguJXguK3guJrguITguLPguJbguLLguKHguJ7guLfguYnguJnguJDguLLguJkgKEJhc2ljKSDguJXguLLguKHguYDguIHguJPguJHguYwgRWRQRXggKOC4q-C4oeC4p-C4lCAzLCA0LCA2LCA3KSAyBxAjGK4CGCdI6glQAFgAcAB4AJABAJgBZaABZaoBAzAuMbgBA8gBAPgBAZgCAaACbZgDAJIHAzAuMaAHyg6yBwMwLjG4B23CBwMyLTHIBweACAE&sclient=gws-wiz-serp
https://www.google.com/search?q=%E0%B8%AB%E0%B8%A1%E0%B8%A7%E0%B8%94+3%3A+%E0%B8%A5%E0%B8%B9%E0%B8%81%E0%B8%84%E0%B9%89%E0%B8%B2+%28Customers%29&sca_esv=d196a2435af0af2e&sxsrf=ANbL-n7KEBsQgqZq4HQiU9P-yAL2yKfxHg%3A1774430345220&ei=iajDabiQDdLO2roP3_Su0Qs&ved=2ahUKEwi8gPXu3LqTAxWWr1YBHa-UJxQQgK4QegQIAxAB&uact=5&oq=%E0%B9%81%E0%B8%99%E0%B8%A7%E0%B9%81%E0%B8%99%E0%B8%A7%E0%B8%97%E0%B8%B2%E0%B8%87%E0%B8%81%E0%B8%B2%E0%B8%A3%E0%B8%95%E0%B8%AD%E0%B8%9A%E0%B8%84%E0%B8%B3%E0%B8%96%E0%B8%B2%E0%B8%A1%E0%B8%9E%E0%B8%B7%E0%B9%89%E0%B8%99%E0%B8%90%E0%B8%B2%E0%B8%99+%28Basic%29+%E0%B8%95%E0%B8%B2%E0%B8%A1%E0%B9%80%E0%B8%81%E0%B8%93%E0%B8%91%E0%B9%8C+EdPEx+%28%E0%B8%AB%E0%B8%A1%E0%B8%A7%E0%B8%94+3%2C+4%2C+6%2C+7%29+&gs_lp=Egxnd3Mtd2l6LXNlcnAikwHguYHguJnguKfguYHguJnguKfguJfguLLguIfguIHguLLguKPguJXguK3guJrguITguLPguJbguLLguKHguJ7guLfguYnguJnguJDguLLguJkgKEJhc2ljKSDguJXguLLguKHguYDguIHguJPguJHguYwgRWRQRXggKOC4q-C4oeC4p-C4lCAzLCA0LCA2LCA3KSAyBxAjGK4CGCdI6glQAFgAcAB4AJABAJgBZaABZaoBAzAuMbgBA8gBAPgBAZgCAaACbZgDAJIHAzAuMaAHyg6yBwMwLjG4B23CBwMyLTHIBweACAE&sclient=gws-wiz-serp
https://www.google.com/search?q=%E0%B8%AB%E0%B8%A1%E0%B8%A7%E0%B8%94+3%3A+%E0%B8%A5%E0%B8%B9%E0%B8%81%E0%B8%84%E0%B9%89%E0%B8%B2+%28Customers%29&sca_esv=d196a2435af0af2e&sxsrf=ANbL-n7KEBsQgqZq4HQiU9P-yAL2yKfxHg%3A1774430345220&ei=iajDabiQDdLO2roP3_Su0Qs&ved=2ahUKEwi8gPXu3LqTAxWWr1YBHa-UJxQQgK4QegQIAxAB&uact=5&oq=%E0%B9%81%E0%B8%99%E0%B8%A7%E0%B9%81%E0%B8%99%E0%B8%A7%E0%B8%97%E0%B8%B2%E0%B8%87%E0%B8%81%E0%B8%B2%E0%B8%A3%E0%B8%95%E0%B8%AD%E0%B8%9A%E0%B8%84%E0%B8%B3%E0%B8%96%E0%B8%B2%E0%B8%A1%E0%B8%9E%E0%B8%B7%E0%B9%89%E0%B8%99%E0%B8%90%E0%B8%B2%E0%B8%99+%28Basic%29+%E0%B8%95%E0%B8%B2%E0%B8%A1%E0%B9%80%E0%B8%81%E0%B8%93%E0%B8%91%E0%B9%8C+EdPEx+%28%E0%B8%AB%E0%B8%A1%E0%B8%A7%E0%B8%94+3%2C+4%2C+6%2C+7%29+&gs_lp=Egxnd3Mtd2l6LXNlcnAikwHguYHguJnguKfguYHguJnguKfguJfguLLguIfguIHguLLguKPguJXguK3guJrguITguLPguJbguLLguKHguJ7guLfguYnguJnguJDguLLguJkgKEJhc2ljKSDguJXguLLguKHguYDguIHguJPguJHguYwgRWRQRXggKOC4q-C4oeC4p-C4lCAzLCA0LCA2LCA3KSAyBxAjGK4CGCdI6glQAFgAcAB4AJABAJgBZaABZaoBAzAuMbgBA8gBAPgBAZgCAaACbZgDAJIHAzAuMaAHyg6yBwMwLjG4B23CBwMyLTHIBweACAE&sclient=gws-wiz-serp

HUONIVYNISAUMNIUWUIIU
(Basic) oanuincun EdPEXx
KudQ 3, 4, 6 ua: 7

lagvIuLIASTIUUAUSINUATUNIWNSFAINUT NRYUTYVIYLLALLWNU
dUNvIUDSNMISUQ UKISNNAYSIBANMUWOLWES

42 MSSaMSASAULNA UANSSAMSAIS KU2Q 6 NS:UdSUMS
(Information and Knowledge Management) 6.1 ns:uoumsmviu (Work Processes)
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https://www.google.com/search?q=%E0%B8%AB%E0%B8%A1%E0%B8%A7%E0%B8%94+3%3A+%E0%B8%A5%E0%B8%B9%E0%B8%81%E0%B8%84%E0%B9%89%E0%B8%B2+%28Customers%29&sca_esv=d196a2435af0af2e&sxsrf=ANbL-n7KEBsQgqZq4HQiU9P-yAL2yKfxHg%3A1774430345220&ei=iajDabiQDdLO2roP3_Su0Qs&ved=2ahUKEwi8gPXu3LqTAxWWr1YBHa-UJxQQgK4QegQIAxAB&uact=5&oq=%E0%B9%81%E0%B8%99%E0%B8%A7%E0%B9%81%E0%B8%99%E0%B8%A7%E0%B8%97%E0%B8%B2%E0%B8%87%E0%B8%81%E0%B8%B2%E0%B8%A3%E0%B8%95%E0%B8%AD%E0%B8%9A%E0%B8%84%E0%B8%B3%E0%B8%96%E0%B8%B2%E0%B8%A1%E0%B8%9E%E0%B8%B7%E0%B9%89%E0%B8%99%E0%B8%90%E0%B8%B2%E0%B8%99+%28Basic%29+%E0%B8%95%E0%B8%B2%E0%B8%A1%E0%B9%80%E0%B8%81%E0%B8%93%E0%B8%91%E0%B9%8C+EdPEx+%28%E0%B8%AB%E0%B8%A1%E0%B8%A7%E0%B8%94+3%2C+4%2C+6%2C+7%29+&gs_lp=Egxnd3Mtd2l6LXNlcnAikwHguYHguJnguKfguYHguJnguKfguJfguLLguIfguIHguLLguKPguJXguK3guJrguITguLPguJbguLLguKHguJ7guLfguYnguJnguJDguLLguJkgKEJhc2ljKSDguJXguLLguKHguYDguIHguJPguJHguYwgRWRQRXggKOC4q-C4oeC4p-C4lCAzLCA0LCA2LCA3KSAyBxAjGK4CGCdI6glQAFgAcAB4AJABAJgBZaABZaoBAzAuMbgBA8gBAPgBAZgCAaACbZgDAJIHAzAuMaAHyg6yBwMwLjG4B23CBwMyLTHIBweACAE&sclient=gws-wiz-serp
https://www.google.com/search?q=%E0%B8%AB%E0%B8%A1%E0%B8%A7%E0%B8%94+3%3A+%E0%B8%A5%E0%B8%B9%E0%B8%81%E0%B8%84%E0%B9%89%E0%B8%B2+%28Customers%29&sca_esv=d196a2435af0af2e&sxsrf=ANbL-n7KEBsQgqZq4HQiU9P-yAL2yKfxHg%3A1774430345220&ei=iajDabiQDdLO2roP3_Su0Qs&ved=2ahUKEwi8gPXu3LqTAxWWr1YBHa-UJxQQgK4QegQIAxAB&uact=5&oq=%E0%B9%81%E0%B8%99%E0%B8%A7%E0%B9%81%E0%B8%99%E0%B8%A7%E0%B8%97%E0%B8%B2%E0%B8%87%E0%B8%81%E0%B8%B2%E0%B8%A3%E0%B8%95%E0%B8%AD%E0%B8%9A%E0%B8%84%E0%B8%B3%E0%B8%96%E0%B8%B2%E0%B8%A1%E0%B8%9E%E0%B8%B7%E0%B9%89%E0%B8%99%E0%B8%90%E0%B8%B2%E0%B8%99+%28Basic%29+%E0%B8%95%E0%B8%B2%E0%B8%A1%E0%B9%80%E0%B8%81%E0%B8%93%E0%B8%91%E0%B9%8C+EdPEx+%28%E0%B8%AB%E0%B8%A1%E0%B8%A7%E0%B8%94+3%2C+4%2C+6%2C+7%29+&gs_lp=Egxnd3Mtd2l6LXNlcnAikwHguYHguJnguKfguYHguJnguKfguJfguLLguIfguIHguLLguKPguJXguK3guJrguITguLPguJbguLLguKHguJ7guLfguYnguJnguJDguLLguJkgKEJhc2ljKSDguJXguLLguKHguYDguIHguJPguJHguYwgRWRQRXggKOC4q-C4oeC4p-C4lCAzLCA0LCA2LCA3KSAyBxAjGK4CGCdI6glQAFgAcAB4AJABAJgBZaABZaoBAzAuMbgBA8gBAPgBAZgCAaACbZgDAJIHAzAuMaAHyg6yBwMwLjG4B23CBwMyLTHIBweACAE&sclient=gws-wiz-serp
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