
1. ช��อ�ครงก�ร ก�รจ้�งจัดห�ระบบก�ร�ห้บร�ก�รล�กค้�ผ่�นระบบ�ทรศัพท์�(Call�Center�

2. หน่วยง�น�จ้�ของ�ครงก�ร�������ศ�นย์คว�ม�ป�น���ศ�้�นก�รค้�

3. วง�ง�นง�ปร�ม�������้ร��จ���รร�������������บ�ท�(��งล้�นบ�ท�้�น�

4. ว�น���ก��หน�ร�ค�ก��ง�(ร�ค�อ้�งอ�ง)��.....................................

�ป�น�ง�น���������������บ�ท�(หน��งล้�น�ก้���นหกห���น���พันหกร้���ก้���บ���ดบ�ท�����บ���งค์�

ร�ค�/หน่วย��

5. ค�่�Ha���a�� ���252�2�3.2������

�. ค�่������a�� ����4�����.������

�. ค�่���น�ร��� ������54.������

�. ค�่�ช้จ่�ยอ��น� �1�4����.������

�. ร�ยช��อ��้ ร�����ชอ�ก��หน�ร�ค�ก��ง

�.1�น�ย��ร���ช�� ม�กก�ร�� ��้จ��ก�ร��ว่น���น�ร�����ร�น��ศ�ร�ก�ร�2�

�่�ย�ร�ห�ร������น���ค�น��ย���ร�น��ศ

�.2�น�ง��วศศ��ร� ม��ม�อง ��้�ร�ห�ร�ว่น�ร�ห�ร�คร�อข่�ย������ปร�ก����้ปร�กอ�ก�ร

ศ�นย์คว�ม�ป�น���ศ�้�นก�รค้�

�.3�น�ยน�น��� มร�����์ ��้ช่วย��้�ร�ห�ร�ว่น���น�กร��วนก�ร�้�น��ค�น��ย�

��ร�น��ศ��่�ย���น�กร��วนก�ร���นว��กรรม

1�. �ห�ง่���ม�ของร�ค�ก��ง�(ร�ค�อ้�งอ�ง)

บร��ัท�ค��พ�����ร์��ท�ล��น���������จ��กัด

บร��ัท���ร�ทลค�ล���ด��น�์����ร์����จ��กัด

บร��ัท�คร����จ�ร์�ลบ��น�����ร์ก���ล��ั�น�์�จ��กัด

�น�ค�ร�พ���ก�ร�่ง��ก�ละน����้��ห่ง�ระ�ทศ�ท�

��ร�ง��ดง�ง�ง�นงบ�ระ���ท���ด้รับจัด�รร�ละร��ละ����ดค่���้จ่��

�นก�รจัดจ้�งพั�น�ระบบค��พ�����ร์

17�พ.�.�����

�
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ผนวก�1 
ข�บ�ขตก�รด��น�นง�น�ล�ข��ก��นดด��น�ทคน�ค 

ก�รจ��งจ�ด��ร�บบก�ร���บร�ก�รล�กค��ผ��นร�บบ�ทรศ�พท� (Call Center)  
 

 
1. ข��ก��นดคว�มต��งก�รท��ว�ป  

ผ��ย��นข����น�ต��ง��น�ว�ธ�ก�รบร���ร�ครงก�ร�(Project�Management�Methodology)���กท��งต��งด��น�นก�ร

ว��คร�����พ�ฒน��ทด��บ�ล�ต�ดต��งร�บบ�ต�มข�บ�ขตง�นท��ก��นดด�งต���ปน���

1.1 ต��งด��น�นก�ร�ทด��บ�ล�ต�ดต��งร�บบ�Call�Center�ต�มร�ยล����ยด�ล�ค�ณล�กษณ��ฉพ��ด��นคว�ม

ต��งก�ร�(Functional�Requirement)�ท���นบ�ต�มภ�คผนวก 1�ก.��ล�ร�ยล����ยดค�ณล�กษณ��ฉพ��
ด��น�ทคน�ค�(Technical�Requirement)�ท���นบ�ต�มภ�คผนวก 1 ข.��

1.2 ร�บบ�Call�Center�ท��น���น��ต��ง��ม�รถท�ง�นร�วมก�บร�บบ��ร�น�ทศ�ล�ร�บบ�คร��ข��ยข�ง

ธน�ค�ร�นป�จจ�บ�น�ด��
1.3 ต��งร�บปร�ก�นค�ณภ�พ�(Waranty)�ร�บบ�Call�Center�(�บบ�24�x�7)�พร��ม���ก�ร�น�บ�น�น�นร��ว��ง

ก�รร�บปร�ก�นค�ณภ�พต�มข���2.�(ผนวก�1)��ป�นร�ย��วล��ม�น��ยกว���1�ป��น�บถ�ดจ�กว�นท����งม�บง�นงวด

��ดท��ย�ล�ผ��นก�รตรวจร�บม�บง�นจ�กคณ�กรรมก�รตรวจร�บข�งธน�ค�ร�
1.4 กรณ�ร�บบ�Call�Center�ท����น�ม�คว�มจ��ป�นต��ง�ช�ง�นร�วมก�บ�ปร�กรม���น��ผ��ย��นข����น�ต��งจ�ด���ม�

�ปร�กรมต��ง��ท���ก��ยวข��ง�พร��มท��ง��ทธ�ก�ร�ช�ง�น�(Software�License)��ล�จ�นวน��ทธ��ท��ง�มดท��ถ�กต��ง

ต�มกฎ�ม�ย�(ถ��ม�)����ครบถ�วน�รวมท��งบร�ก�ร�(Support)��ป�นร�ย��วล��ม�น��ยกว���1�ป��น�บถ�ดจ�กว�นท��

��งม�บง�นงวด��ดท��ย�ล��ล�ผ��นก�รตรวจร�บม�บง�นจ�กคณ�กรรมก�รตรวจร�บข�งธน�ค�ร�

1.5 ��ก��วน�น��ง��วน�ดข�งร�บบท��ม��ด�ร�บ��ว��น��ก��รข��ก��นด�ล�ข�บ�ขตง�น��ต�ม�คว�มจ��ป�นต��ง

จ�ดท��ร��จ�ด���พ������ง�น�ล�ว��ร�จ�ผ��ย��นข����น�ต��งจ�ดท��ร��จ�ด��ม�����พ�ยงพ�ต��ก�ร�ช�ง�นข�ง

ธน�ค�ร��ล�ต��ง��งม�บ����ป�นกรรม��ทธ����ร����ทธ����ร��ล�ข��ทธ��ข�งธน�ค�รท��ง�มด��ดย�ม�ค�ดค���ช�จ��ย

�ด���พ��ม�ต�ม�
�
2. ก�ร���บร�ก�ร�น�บ�น�นร��ว��งก�รร�บปร�ก�นค�ณภ�พ�(Support)  

2.1 ผ��ย��นข����น�จ�ต��งด��น�นก�ร�ก��ขป�ญ���บ���งต�น����ล�ว��ร�จภ�ย�นก��นดร�ย��วล�ท�ก�รน�บจ�กท��

�ด�ร�บ�จ�งผ��นท�ง�e-mail�ต�มร�ด�บผลกร�ทบท��ม�ต��ธ�รก�จ��ร���ก�รท�ง�น�(Severity)�ด�งน���

ร�ด�บผลกร�ทบ�(Severity) 
ร�ย��วล�ก�ร�ก��ขป�ญ��
�บ���งต�นน�บจ�กท���ด�ร�บ�จ�ง 

(Workaround) 

Critical�:�ร�บบม�ป�ญ���น��วนท���ป�น�น��ท���ล�ก��ร��ม�ผลกร�ทบต��ล�กค��
��ง��ช�น�ก�ร�Login��ข���ช�ง�นร�บบ�ก�รย��นค�ข��ช�ท�ธ�รกรรม��ป�นต�น�

4�ชม.�

Urgent�:�ร�บบม�ป�ญ���น��วนท� ��ม��ช��น��ท� ��ล�ก� �ช�น�ก�รลงท��บ�ยน

ล�กค���ก�ร�ก��ข�ปล��ยน�ปลงข��ม�ลล�กค�����ป�นต�น�

24�ชม.�
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�
ท��งน���กรณ��ก�ดข��ผ�ดพล�ดจ�กร�บบ���นท��ม�ก�ร�ช���ม�ยงก�นจ��ม�รวม�ย��ต�มต�ร�งท��ร�บ�ข��งต�น��ดยร�ย��วล�

ก�ร�ก��ขจ�ข��น�ย��ก�บท�งธน�ค�ร�ล�ผ��ย��นข����น�จ�พ�จ�รณ�ก��นดร�วมก�น��ล����ถ��คว�ม���นข�งธน�ค�ร�ป�น
ท����ด�

2.2 ผ��ย��นข����น�จ�ต��งด��น�นก�ร�ก��ขป�ญ���บบถ�วร�(Permanent�Fix)������ร�จ���นภ�ย�นร�ย��วล��20�

ว�น�น�บจ�กท���ด�ร�บ�จ�งผ��นท�ง�e-mail�

2.3 ต��งจ�ดท�ร�ยล����ยด�ล�ข��นต�นก�ร�ก��ขป�ญ����ต�ข�ดข��ง��ล�/�ร��คว�มช�ร�ดบกพร��งข�งร�บบ�

Call�Center��ย��งล����ยด����ก�ธน�ค�ร�นท�นท�ท����ม�รถด��น�นก�ร�ด��(�ม�รวมป�ญ����ต�ข�ดข��งท���ก�ด

จ�ก�Infrastructure�ข�งธน�ค�ร)��ล�ผ��ย� �นข����น�ท���ด�ร�บก�รค�ด�ล��กตกลง�ป�นผ��ร�บผ�ดช�บช�ร�

ค���ช�จ��ยท���ก�ดข��นจ�กก�ร�ข��ด��น�นก�รท��งจ�นวน��

�

3. ข�บ�ขตก�รด��น�นง�น 

����� ผ��ย��นข����น�ท���ด�ร�บก�รค�ด�ล��กต��งด��น�นก�รต�มข�บ�ขตง�นท��ก��นด�ย��งน��ย�ด�งต���ปน���

3.1 ด��นก�รต�ดต��ง�/�ทด��บ��ล�ก�รด��น�นก�ร���น��นร��ว��งก�รต�ดต��ง�

3.1.1 ต��งด��น�นก�รต�ดต��ง�ล�ทด��บคว�มถ�กต��งข�งร�บบ�Call�Center�ร�วมก�บธน�ค�ร�นข��นต�น�

ก�รท��UAT�

3.1.2 ต��ง���ค��น�น��นก�รปร�ย�กต��ช���ล�ก�รด��น�นง�น���น��ท��จ��ป�น��พ������ธน�ค�ร��ม�รถ�ช�

ร�บบ�Call�Center��ด��ย��งม�ปร���ทธ�ภ�พ�

3.1.3 ต��งจ�ด���ม�ก�รปร�ช�มร�วมก�น�ร��ร�ยง�นคว�มค�บ�น��ก�บคณ�ท�ง�น�ครงก�รข�งธน�ค�ร��

�ย��งน��ย�2���ปด���ต��คร��ง�พร��มท��งน���น�ร�ยง�นคว�มก��ว�น��ข�ง�ครงก�ร�(Project�Status)�

���ธน�ค�รทร�บจนกว��ง�นจ��ล�ว��ร�จ��

3.1.4 ต��งจ�ด���ม�บ�คล�กรท��จ����ก�ร�น�บ�น�นธน�ค�ร�นร��ว��งด��น�น�ครงก�รจน�ล�ว��ร�จต�ม

ร�ย��วล�ท��ก��นด��ล�ต��ง�ป�นบ�คคลท����ม�รถ������รภ�ษ��ทย�ด���

3.1.5 ต��งต�ดต��ง�ล�ทด��บคว�มถ�กต��งข�งร�บบง�น�รวมท��ง���ก�ร�น�บ�น�น�นก�รน�ร�บบข��น�ช�ง�น�

(Go-Live)�

3.2 ด��น��ก��ร���

ต��งจ�ดท���ก��ร��งม�บ�ป�นภ�ษ��ทย�รวมท��งจ�ดท�ข��ม�ล�นร�ป�บบ���ล�กทร�น�ก���(Soft�File)��ช�น�USB�

Flash�Drive�จ�นวน�ย��งล��1�ช�ด�ด�งน���

3.2.1 ต��งจ�ดท��ผนก�รด��น�นง�น�ล�ข��นต�นก�รด��น�นง�น�(Project�Plan)�ปร�ก�บด�วยต�ร�ง

ก�รปฏ�บ�ต�ง�น�ข��นต�น�นก�รด��น�นง�น/ข��นต�น�นก�รปฏ�บ�ต�ง�น�ท�มง�น��ล�ผ��ร�บผ�ดช�บง�น

�ต�ล�ข��นต�น�ง�นท����งม�บ�น�ต�ล�ข��นต�น�ร�ย��วล�ท���ช��น�ต�ล�ข��นต�น��ดยน���น��น

Error�:�ร�บบม�ป�ญ���น��วนท���ม��ช��น��ท���ล�ก��ล��ม�ม�ผลกร�ทบต��ธ�รก�จ�
�ต�ย�ง��ม�รถ�ช�ง�น�ด���ช�น�ร�ยง�น��ล��Inquiry��ป�นต�น�

48�ชม.�
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ร�ป�บบ�Gantt�Chart��พ����ช��นก�รบร���ร�ล�ต�ดต�มผลก�รด��น�นง�น���ธน�ค�รก��น�ร��ม

ด��น�นก�ร��ล��Concept�Design�รวมท��ง�MOM�Vendor�Kickoff�

3.2.2 ต��งจ�ดท���ก��ร�ด�งน����
3.2.2.1 BRD�(Business�Requirement�Document)�

3.2.2.2 Risk�Assessment�

3.2.2.3 Interface�Requirements�

3.2.3 ต��งจ�ดท���ก��รก�รว��คร�����ล���ก�บบร�บบง�น��ล���ก��ร���น��ท���ก��ยวข��ง�ด�งน���

3.2.3.1 Software�Requirement�Specification�

3.2.3.2 Software�Design�Specification�

3.2.3.3 Architecture�Design�

3.2.4 ต��งจ�ดท���ก��รก�รทด��บร�บบ�ด�งน����

3.2.4.1 Unit�Test�(Test�Case�/�Test�Script�/�Test�Result�/�Defect�Report)�

3.2.4.2 SIT�Test� (System�Test�and�System�intregation� Test) � ( Test�Case� / � Test�

Script�/�Test�Result�/�Defect�Report)�

3.2.4.3 UAT�Test�(Test�Case�/�Test�Script�/�Test�Result�/�Defect�Report)�

3.2.4.4 Security�Test�

3.2.5 ต��งจ�ดท���ก��รค��ม��ก�ร�ช�ง�น/ก�รท�ง�นข�งร�บบ�ด�งน��� �

3.2.5.1 ค��ม��ก�รต�ดต��งร�บบ�(Installation�&�Configuration�Manual)���

3.2.5.2 ค��ม��ก�ร�ช�ง�นร�บบ���ร�บผ���ช�ร�บบง�น�(User�Manual)��

3.2.5.3 ค��ม ��ก�ร�ช �ง�นร�บบ���ร �บผ � �ด ��ลร�บบ� (Operation�Manual�Administrator,�

Operator)�

3.2.5.4 ค��ม��ก�ร�ก��ขป�ญ���บ���งต�น�(Trouble�Shooting�Manual)�

3.2.5.5 ค��ม��ก�ร��ร�งข��ม�ล��ล�ก��ค�นร�บบ�(Backup�&�Recovery�Manual)�

3.2.5.6 ค��ม��ตรวจ��บก�รท�ง�นข�งร�บบ�(Monitoring�Manual)�

3.2.5.7 ค��ม��ก�รท�ง�นข�งร�บบ�(System�Detail�&�Diagram)�

3.2.6 จ�ดท���ก��รปร�ก�บก�รต�ดต��ง�

3.2.6.1 Deployment�Readiness�Check�List���

�

3.3 ด��น�Software�

ต��ง��งม�บ�Software�Package��ร���Source�Code��ร���Configuration�ท��ง�มด�����ก�ธน�ค�ร��ดย

ครบถ�วน�มบ�รณ��ล��ป�น�Version��ด�ยวก�นก�บร�บบง�นท����งม�บ���ธน�ค�ร��นร�ป�บบ���ล�กทร�น�ก���กรณ�ท��ม�

ล�ข��ทธ��ต��ง��งม�บล�ข��ทธ�����ธน�ค�รด�วย�

�

�
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3.4 ด��นก�รฝ�ก�บรม���

ต��งจ�ดฝ�ก�บรม�ก��ยวก�บก�ร�ช�ง�น�ล�ก�รด��ลร�บบ�Call�Center�พร��มจ�ดท���ก��รก�รฝ�ก�บรม�

�ดยก�ร�บรมจ�ด��น�นก�ร�บบ�บรม�น���ง�ร���บรมผ��นช��งท�ง��น�ลน�ท��ธน�ค�รก��นด����ก��จ���น��ท��

ธน�ค�ร��ดยร�งร�บผ���ข��ร�บก�รฝ�ก�บรม�ด�งน����

-����ร�บผ���ช�ร�บบง�น�จ�นวน�2�ร�บ�ร�บล��ม�น��ยกว���5�คน�

-����ร�บผ��ด��ลร�บบ�จ�นวน�1�ร�บ�ร�บล��ม�น��ยกว���2�คน�

-����ร�บผ��พ�ฒน�ร�บบ�จ�นวน�1�ร�บ�ร�บล��ม�น��ยกว���2�คน��

�
3.4.1 ก�ร�บรมผ���ช�ร�บบง�น��ก��ยวก�บก�ร�ช�ง�นต��ง��

3.4.2 ก�ร�บรมผ��ด��ลร�บบ�ต��งม���วข���ล���ก��ร��ย��งน��ย�ด�งน���

3.4.2.1 ก�รท�ง�นข�งร�บบ�(System�Detail�&�Diagram)�

3.4.2.2 ก�รต�ดต��งร�บบ�(Installation�&��Configuration)�

3.4.2.3 ก�รตรวจ��บก�รท�ง�นข�งร�บบ�(Monitoring)�

3.4.2.4 ก�รท�ง�นข�งผ��ด��ลร�บบ�(Operation�Manual)����ร�บ�System�Administrator�

�ล��Operator�

3.4.2.5 ก�ร��ร�งข��ม�ล��ล�ก��ค�นร�บบ�(Backup�&�Recovery)�

3.4.2.6 ก�ร�ก��ขป�ญ��ร�บบ�(Troubleshooting)�

3.4.3� ก�ร�บรมผ��พ�ฒน�ร�บบ�ต��งม���วข���ล���ก��ร�ย��งน��ย�ด�งน���

3.4.3.1� System�Requirement�Specification�

3.4.3.2� Architecture�Design�(WebTier)�

3.4.3.3� ก�ร�ช�ง�น�ล�ต�ดต��ง�Software�Development�Tools�(ถ��ม�)�

3.4.3.4� �บรมก�ร�ช��คร���งม���นก�รพ�ฒน��ปร�กรม�บ���งต�น,�Advance��บบล����ยด�

3.4.3.5� �ธ�บ�ยล�กษณ�ก�รท�ง�นข�ง�ต�ล��Module��

3.4.3.6� Logical�Rule�/�Process�Rule�ข�ง�ปร�กรม�รวมท��ง�ง���น�ขต��ง����ร���Configure�

ข�งร�บบ��
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ภ�คผนวก�1�ก. 

ร�ยล����ยด�ล�ค�ณล�กษณ��ฉพ��ด��นคว�มต��งก�ร�(Functional Requirement) 

ก�รจ��งจ�ด��ร�บบก�ร���บร�ก�รล�กค��ผ��นร�บบ�ทรศ�พท��(Call Center)  
 

---------------------------------------------------------------------------------------------------------------------------------------�
�

1. ภ�พรวมข�งร�บบง�น  

�ป�นบร�ก�รท�����ก�บล�กค���นก�รร�บ�ร���งด��น�นก�ร��ล����ข��ม�ลต��ง���ผ��นช��งท�ง�ทรศ�พท���ดยร�บบ�

Call�Center�จ�ช�วย�น�บ�น�นก�รท�ง�น���ก�บ�จ���น��ท��ธน�ค�ร��ร���ร�ยก��ก�ย��งว����Agent��ผ��ซ��งท��น��ท��

���บร�ก�ร�พ���ยกร�ด�บคว�มพ�งพ��จข�งล�กค���จ��ป�นต�วช�วย��ค�ญ�นก�รบร���รคว�ม��มพ�นธ�ก�บล�กค���พ����ป�น

ศ�นย�รวมท�กช��งท�งข�งจ�ด���บร�ก�ร�ล�ก�ร�ข��ถ�งข�งล�กค���ร��ผ��ม�ต�ดต���(Customer�Touchpoint)�ท��ง�น

ร�ป�บบ�Call�in��ล��Online�Channel/�Social�Media�Channel�ท� ��ก� �ยวข��ง��พ� ������ก�ดปร���ทธ�ภ�พก�ร

���บร�ก�ร�ด��ย��งรวด�ร�ว��ล�ช�วยยกร�ด�บก�ร���บร�ก�รท���มบ�รณ��บบ��ป�นม�ตรฐ�น�ด�ยวก�นข�ง�งค�กร��ป�น

ล�กษณ�ก�รท�ง�น�บบ�One�Stop�Services��ว�น�ต�ข��ม�ล�ช�งล�กท���Agent��ม���ม�รถต�บ��ร�����ข��ม�ล�ด��Agent�

��ม�รถ��น��ย��ร����ง�ร���ง�ปย�ง�น�วยง�น��ร��ผ��ร�บผ�ดช�บ�ดยตรง��

 

2. ข�บ�ขตคว�มต��งก�รร�บบคว�มต��งก�รด��นซ�ฟต��วร� (Software Requirement)�

ผ��ย��นข����น�ต��งด��น�นก�รต�ม�ง���น�ข�ล�ข�บ�ขตคว�มต��งก�รข�งร�บบ�Call�Center�ด�งต���ปน���

2.1 �ร�บบต��งร�งร�บก�รจ�ดก�รค���ร��มต�นข�งร�บบ�ด��

2.1.1 ��ม�รถ�ร��ง��ก��ข�ร��ลบ�Bank�Holiday��นร�บบ�ด��

2.1.2 ��ม�รถก��นด�User/Password�Policy�ต�มท��ธน�ค�รก��นด�ด��

2.2 ร�บบต��งร�งร�บก�รจ�ดก�ร�User��นร�บบ�ด��

2.2.1 ร�งร�บก�ร�ร��ง/ก�รลบ/ก�ร�ก��ข��ทธ���User��จ���น��ท��ธน�ค�ร��ดยต��ง�ช�บ�ญช�ผ� ��ช ��ล�

ร���ผ��น�ผ��นร�บบ�user/password�ข�งธน�ค�ร�(Microsoft�Active�Directory)�

2.2.2 ร�งร�บก�ร�ร��งบทบ�ท�(Role)�ข�ง�User��ล�ก��นด��ทธ���นก�ร�ช�ง�นร�บบ�ด��

2.2.3 ร�งร�บก�รก��นด�ถ�น�ข�ง�User��นร�บบ�ด��(Active�/�Inactive)�

2.2.4 ร�บบต��ง��ดงร�ยช����User�ท��ง�มดข�งร�บบ�ล���ทธ��ก�ร�ช�ง�น�ด��

2.2.5 ร�บบต��งม�ร�ยง�นปร�ว�ต�ก�ร�ช�ร�บบง�นข�ง�จ���น��ท��ธน�ค�ร�

2.2.6 ร�บบต��ง��ม�รถ�ช���มต��ก�บ�MS�Active�Directory���ร���LDAP�(Lightweight�Directory�

Access�Protocol)�ข�งธน�ค�ร�พ���ตรวจ��บ�ล�ย�นย�นต�วตนข�งผ���ช�ง�น�ด��

2.3 ร�บบ��ม�รถบ�นท�กข��ม�ล�ล���ดงผล�ด�ท��ง�ภ�ษ��ทย�ล�ภ�ษ���งกฤษ�

2.4 ��ม�รถ�ช���ม�ยงก�บข��ม�ลต��ง��ภ�ย�นธน�ค�ร�(ท����ม�รถ�ข��ถ�ง�ด�ต�ม��ทธ�ท��ก��นด)��ดย��ม�รถน�

ข��ม�ลจ�กร�บบ���นท��ธน�ค�ร�ช��ย����ดยผ��น�API�(ท��ธน�ค�ร�ด�จ�ด�ตร�ยม�ว�)�ม���ดง���ผ��ปฏ�บ�ต�ง�น��ช��

�ป�นข��ม�ล�พ�����ดงผลบน�น��จ�ข�ง�Call�Center��พ�������Agent��จ�งข��ม�ล���ล�กค��ทร�บ�ด���ช�น�
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2.4.1 ร�บบ�CRM�(Microsoft�Dynamic�CRM)�

- ��ม�รถร�บข��ม�ลล�กค��จ�กร�บบ�CRM�ม��ข��ร�บบ�Call�Center��ด��

- ��ม�รถ��งร�ยล����ยดก�ร���บร�ก�ร�กล�บ�ปบ�นท�กข��ม�ลปร�ว�ต�ก�ร���บร�ก�รท��ร�บบ�CRM��ด��

- ค�น��ข��ม�ลล�กค��ด�วย�บ�ร��ทรศ�พท���ล�น�ม�บ�นท�ก�ป�น�Contact��ข��ร�บบ�Call�Center��ด��

2.4.2 ร�บบ�Interactive�Voice�Response�(IVR)�

2.5 ร�บบ�Call�Center�ท����น�จ�ต��ง��ม�รถร�บ��ยท����งม�จ�กร�บบ�Interactive�Voice�Response�(IVR)�

Version�ป�จจ�บ�นท��ท�งธน�ค�ร�ช��ย��ผ��นท�ง�SIP�Trunk��ด��

2.6 �ป�นร�บบ�Multi�Channel�Call�Center�ท����ม�รถร�งร�บก�รต�ดต��ท��งท�ง�ทรศ�พท���ล���ม�รถร�งร�บ

ก�ร�ช� ��มต��ก�บ�Social�Media�Channel�/Omni�Channel�ท� �ธน�ค�ร�ช�ง�น�ย� ��ด���ช �น�Facebook�

(Facebook�Messenger�,�Facebook�Feed),�e-Mail,�Line,�Web�Chat��ป�นต�น�

2.7 �ม�ร�บบต�ดต�มง�น��ดยร�บบ��ม�รถ�

2.7.1 บ�นท�กก�รร�บ�ร���งด��น�นก�รข��ช�บร�ก�ร��ล�ผลก�รด��น�นก�ร�

2.7.2 ม�บ�ม�ยง�น�ปย�งฝ��ยง�น��ร���น�วยง�นท��ร�บผ�ดช�บ�พ���ด��น�นก�ร�

2.7.3 ม�ก�รก��นดค���SLA��นก�รด��น�นก�ร�ต�ล��ร���ง�

2.7.4 ม�ร�บบก�ร�จ�ง�ต��นก�รร�บ�ร� ��ง�/��กล�ครบก��นด�SLA��ปย�งฝ��ยง�น��ร���น�วยง�นท��

ร�บผ�ดช�บด��น�นก�ร�ต�มท��ธน�ค�รก��นด��ล�กรณ��ก�นก��นด�SLA�ม�ก�ร�จ�ง�ต��น�ปย�ง

�จ���น��ท��ธน�ค�ร�ผ��นช��งท�งท��ก��นด��ช�น��น��จ�ข�งร�บบ��ร���E-Mail�

2.7.5 ม�ร�บบก�รร�บ�จ�ง�/บ�นท�ก�/จ��นกปร��ภท�/�ต��นก�รด��น�นก�ร�ข��ร��ง�ร�ยนข�งล�กค������

�ป�น�ปต�ม�SLA��ปย�งฝ��ยง�น��ร���น�วยง�นท��ร�บผ�ดช�บด��น�นก�ร�ต�มท��ธน�ค�รก��นด��

2.8 ร�บบต��ง��ม�รถ�ร�ปร�ยง�น�ร���งท��ร�บก�ร��บถ�ม�/�ร��ง�ร�ยน�/���น��น��/�ชม�ชย�จ�กผ���ช�บร�ก�ร�

ผ��นศ�นย�บร�ก�ร�Call�Center��ล�ผลก�รด��น�นก�ร��ร��ต�ดต�ม�ร���ง��ล�จ�ดท��ร�ปผลก�รด��น�นก�ร�

�ต�ล��ร���ง�ป�นร�ยว�น�ร�ย��ปด����ร�ย�ด��น�ร�ย�ตรม����ล�ร�ยป���

2.9 ร�บบต��งม�ก�ร�ก�บปร�ว�ต�ก�ร���ข��ม�ล�ร�บ�ร���ง-ต�บข��ร��ง�ร�ยนข�งล�กค����พ����ช��นก�รต�ดต�ม�ก��ข

ป�ญ��ท����จจ��ก�ดข��น�ด��

2.10 ร�บบศ�นย�บร�ก�รล�กค�� (Call Center System) ���ร�บ�จ���น��ท���พ���ก�ร���บร�ก�รข��ม�ลท�ง

�ทรศ�พท� (Voice Channel) จ�นวน 1 ร�บบ ต��งม�ค�ณ�มบ�ต��ย��งน��ยด�งต���ปน�� 

-�ร�บบก�รกร�จ�ย��ย��ต�นม�ต��(Automatic�Call�Distribution��ร���ACD)�

-�ร�บบก�ร�ช���ม�ยงข��ม�ลก�บ�ทรศ�พท��(Computer�Telephony�Integration��ร���CTI)�

-�ร�บบก�รบ�นท�ก���ยงก�ร�นทน��(Voice�Recording)�

-�ร�บบ��บถ�มคว�มพ�งพ��จ�(End-Call�Survey)��นก�ร���บร�ก�รข�ง�จ���น��ท���ล�งจ�กจบ

ก�รว�ง��ย�

-��ช���มต��ร�บบก�รต�บร�บ��ต�นม�ต��(Interactive�Voice�Response��ร���IVR)��ด��

�
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2.11 ร�บบก�รกร�จ�ย��ย��ต�นม�ต� (Automatic Call Distribution �ร�� ACD) �ล�ร�บบก�ร

�ช���ม�ยงข��ม�ลก�บ�ทรศ�พท� (Computer Telephony Integration �ร�� CTI) ต��งม�ค�ณ�มบ�ต�

�ย��งน��ยด�งต���ปน�� 

2.11.1 ร�บบก�รกร�จ�ย��ย��ต�นม�ต��(Automatic�Call�Distribution��ร���ACD)���ม�รถ�ช�ง�น�ด��

�ดย�บ�ง��ทธ��ก�ร�ช�ง�น��ก�ป�นด�งน���

-�ร�ด�บ�จ���น��ท���จ�นวน�10�User�

-�ร�ด�บ��ว�น��ง�น�จ�นวน�2�User�

2.11.2 ��ม�รถ��ดงข��ม�ลข�งผ���ช�บร�ก�รท���น��จ�ข�ง�จ���น��ท��ผ��ปฏ�บ�ต�ง�น�ด��

2.11.3 ��ม�รถท�ง�นร�วมก�บร�บบกร�จ�ย��ย�ทรศ�พท���ต�นม�ต��(ACD)��ล�ร�บบต�บร�บ�ทรศ�พท�

��ต�นม�ต��(IVR)��ด��ย��งม�ปร���ทธ�ภ�พ��

2.11.4 ��ม�รถร�บ��งข��ม�ลก�บ�Web�Application��� �น��ผ��น�HTTP�Interface��ร���Client�Base�

Application�ผ��น�APIs��ด���ช�น�พน�กง�น��ม�รถ�ทร��ก��ดยก�รกดป��มบน�น��จ��Web�

Application��ร���Client�Base�Application�ผ��น�API�function�click-to-call��ด��

2.11.5 ร�บบม�ล�กษณ�ก�ร�ช�ง�น�Client�Server��ร���Web�Based�Application��ล�ก��นด��ทธ��ก�ร

�ช�ง�น�ด�ต�ม�user�profile�

2.11.6 �จ���น��ท����ม�รถปฏ�บ�ต�ง�นจ�กท��บ��น�ร��น�ก�ถ�นท��ปฏ�บ�ต�ง�น�ด���ดยร�บบจ�ต��ง��ม�รถ

ร�งร�บก�รต��งค���พ���ก�ร�ข��ถ�งข��ม�ลต�มล�ด�บก�ร�ข��ถ�งข��ม�ล�ด��

2.11.7 �น��จ�ก�รท�ง�นข�งพน�กง�นร�บ��ย��ร���Agent�Desktop�จ�ต��ง�ป�น�Client�Server���ร���

Web-Based�Application�ท����ม�รถ�ช�ง�นผ��น�Browser��น�ว�ร�ช��นท���Compatible��ด��

2.11.8 ��ม�รถกร�จ�ย��ย�นล�กษณ�ต�มท�กษ�ผ�����บร�ก�ร� (Skill�Based�Routing)��ร���Queue�

Based�Routing�ต�มร�ย�ว��งง�นข�ง�จ���น��ท���(Most�Idle�Agent��ร���Least�Talk�Time)�

�ร��ร�บ�พน�กง�นร�บ��ย�ด���ช�น�Agent�ล����ดท������คยต�ดต���(Last�Agent�Preferred)��ร��ก�ร

��น��ยต�ม�Agent�Group��ด��ป�น�ย��งน��ย�

2.11.9 �จ���น��ท��ผ��ปฏ�บ�ต�ง�นบร�ก�ร��ม�รถ�ปล��ยน�ถ�น��นร��ว��งปฏ�บ�ต�ง�น�ด���ดยร�บบ��ม�รถ

บ�นท�ก�ถ�น�ต��ง���พ�����ดง�ป�นร�ยง�นก�รปฏ�บ�ต�ข�ง�จ���น��ท��ผ��ปฏ�บ�ต�ง�นบร�ก�ร�ด��

2.11.10 ��ว�น��ง�น��ม�รถตรวจ��บ�ถ�น�ก�รท�ง�นข�ง�จ���น��ท��ผ��ปฏ�บ�ต�ง�น�บบ�Real-Time��

2.11.11 ��ว�น��ง�น��ม�รถ�ปล��ยน�ถ�น�ก�รท�ง�นข�ง�จ���น��ท���ด�ผ��น�น��จ�ก�รท�ง�น�บบ�Real-

Time�

2.11.12 ผ���ช�บร�ก�ร��ม�รถฝ�ก�ม�ย�ลข�ทรกล�บ�(Call�Back)�กรณ��ม�ปร��งค�ร���ย��นก�รร�บบร�ก�ร

�พ����จ���น��ท��จ��ด�ด��น�นก�รต�ดต��กล�บภ�ย�ล�ง�

2.11.13 กรณ�ท���ม�ม�พน�กง�นว��งร�บ��ยภ�ย�น�วล�ท��ก��นด�ร�บบต��ง��ม�รถปร�ก�ศ���ผ���ช�บร�ก�รร��

ล�ด�บค�ว�(Queue�Position)��ล��Estimate�Waiting�Time��ด���ล�ต��ง��ม�รถปร�ก�ศ���

ผ���ช�บร�ก�ร�ล��กว��จ�ร���ยต���ป�ด���
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2.11.14 กรณ���ยข�งล�กค��ถ�ก��ง�ปท��พน�กง�นร�บ��ยท���ม��ด��ย��ท���ต���ล�ล�ม�ปล��ยน�ถ�น��ป�น�ม�พร��ม

ร�บ��ย�ร�บบจ�ต��งด�ง��ยกล�บ�ล���ง��ยข�งล�กค��ร�ยน��น��ปย�งพน�กง�นร�บ��ยท��น���นท��

พร��มร�บ��ย�ด���ล�จ��ม���ง��ย��ม����พน�กง�นคนท���ม��ด�ร�บ��ยช��วคร�ว�จนกว��จ�พร��ม

ร�บ��ย�ดยก�ร�Acknowledge��พ���ร�บ��ยต���ปจ�กร�บบ�

2.11.15 �นร��ว��งท��พน�กง�นร�บ��ยก�ล�ง�นทน�ก�บผ���ช�บร�ก�ร�ย��น��น�พน�กง�นร�บ��ยจ�ต��ง��ม�รถ

ร��งข��ปย�งผ��ควบค�มง�น��พ���ข�คว�มช�วย��ล��ผ��นก�ร�Transfer��ร���Consult�Transfer��ด��

2.11.16 ��ม�รถ��ดงร�ยก�รต�ดต��ข�งล�กค���(Contact�history)�����Agent����น�ด��นท�กช��งท�งท��

ล�กค��ต�ดต���ข��ม��

2.11.17 ��ม�รถ��ดงข��ม�ล�Queue�ข�งผ��ต�ดต���น�ต�ล�ช��งท�ง�ย��บน�น��จ��ด�ยวก�น�ด��

2.11.18 ร�บบต��งร�งร�บก�รท�ง�นข�งผ���ช�ง�น�ด�ท� �งร�ด�บ�จ���น��ท��ร�บ�ทรศ�พท��(Agent)�,�ร�ด�บ

��ว�น��กล��มง�น�(Supervisor)��ล��ร�ด�บผ��จ�ดก�รศ�นย��(Manager)�

2.11.19 ม��คร� ��งม�����ร�บผ� �บร���รศ�นย��Contact�Center�(Administration�Tools)��นก�รจ�ดก�ร

�บ�งกล��ม��จ���น��ท��ร�บ�ทรศ�พท��(Agent)��บร�ก�รต�มกล��ม�(Group)��ร��ต�มคว�มถน�ด�(Skill)�

รวมถ�งจ�ดก�รควบค�มก�รกร�จ�ย��ยท���ข��ม������น�ปต�มคว�มช�น�ญ�(Agent�Skill)�ข�ง

�จ���น��ท��ร�บ�ทรศ�พท�� (Agent)�ข�งศ�นย�บร�ก�รล�กค��ท����ม���มก�บ���งท��ล�กค��ต��งก�รคว�ม

ช�วย��ล���(Skill�Based�Routing)�

2.11.20 ��ม�รถกร�จ�ย��ย�ป���ก�บ�Skill�ข�ง�จ���น��ท��ร�บ�ทรศ�พท��(Agent)��ท���ตกต��งก�น�ด��ต�ม

ร�ยก�ร�มน�ท��ล�กค��กด�ล��กบนร�บบ�IVR�

2.11.21 ��ม�รถก��นดก�รกร�จ�ย��ย���ก�บ�จ���น��ท��ร�บ�ทรศ�พท��(Agent)�ท��ว��งน�นท����ดก��น�ด��

(Longest�Waiting�Time)�

2.11.22 �จ���น��ท��ร�บ�ทรศ�พท��(Agent)���ม�รถ�Login��ข�����ร�บบผ��นท�ง�น��จ�ค�มพ�ว�ต�ร��คร���ง�ด

ก��ด�� (Free�Seating)��ดยร�บบจ�ต��ง��ม�รถตรวจ��บ�User�ID��ล��Password��ด�ว��

�จ���น��ท��ท���Login��ข��ร�บบน��น��ป�น�จ���น��ท��ร�ด�บ�ด��ดยท��ร�บบจ�ต��ง��ม�รถร�งร�บก�ร

ท�ง�นข�ง�จ���น��ท���นร�ด�บ�Agent,�Supervisor��ล��Manager��ด��

2.11.23 �จ���น��ท��ร�บ�ทรศ�พท��(Agent)���ม�รถ�ปล��ยน�ถ�น�ตน��งว���ม�พร��มร�บ��ย�(Busy)��ล�

��ม�รถร�บ���ต�ผลข�งคว�ม�ม�พร��ม�ด��(Reason�Code)�จ�ก�น��จ�ค�มพ�ว�ต�ร��ด���ดย�ม�

ต��งท�ก�ร�Logoff���กจ�กร�บบ�

2.11.24 Supervisor��ล��จ���น��ท� �ร �บ�ทรศ�พท�� (Agent)���ม�รถด�ร�ยล����ยดข�ง��ยท� �ร��ย� ��น�

Queue�(Waiting�List)��ช�น�ช���ล�กค��ท��ร���ย�รวมถ�ง�วล�ท��ร���ย�ย���ด��

2.11.25 กรณ�ล�กค��ร���ยน�น�ก�น�วล��ร���ก�นจ�นวนท��ก��นด�ร�บบจ����ผ��ต�ดต��ท�ก�รฝ�กข��คว�ม

�ว��พ����ทรกล�บ�
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2.11.26 กรณ���น��ย�ปย�ง�Skill�ข�ง�จ���น��ท��ร�บ�ทรศ�พท��(Agent)�ท����ม���ม�ล�ว��ต��ม�ม��Agent�ท��น

�ดว��ง��ม���ผ��ท���ทร�ข��ม�ร���ย�ก�นร�ย��วล�ท��ก��นด�ว��(�วล�ท��ก��นด��ม�รถปร�บ�ปล��ยน�ด�)�

ร�บบ��ม�รถ��น�ปย�ง�Skill�ข�ง�Agent�Skill����นท��ว��ง�ย���ดย��ต�นม�ต�ต�มล�ด�บท��ก��นด�ว��ด��

2.11.27 �จ���น��ท��ร�บ�ทรศ�พท�� (Agent)���ม�รถกด�ทร��กผ��น�น��จ�ค�มพ�ว�ต�ร�ข�ง�Agent��ด�

�ดยตรง��ดยม�ฟ�งก�ช��น�ทรศ�พท���ย��งน��ยด�งน���ฟ�งก�ช��นก�ร�ทร��ก�(Click�to�Call),�

2.11.28 Supervisor���ม�รถท�ก�ร��บฟ�งขณ��Agent��นทน�ก�บผ���ทร�ข���ด���ดยท���Agent��ม�ทร�บ�

(Silent�Monitor)��ล���ม�รถ�ทรกร��ว��งก�ร�นทน��พ������ข��ม�ล�พ��ม�ต�ม�ด��(Silent�Talk)�

2.11.29 ม��น��จ��Pop-up�Screen���ดงข��ม�ลข�งผ���ทร�ข��บน�น��จ�ข�ง�Agent�ก��นร�บ��ย��ย��ง

น��ยด�งน�����ดงข��ม�ล��วนต�วข�งล�กค���ปร�ว�ต�ก�รต�ดต��คร��ง�ล�ง��ด��ล�ข��ม�ลท��ผ���ทร�ล��กท�

ร�ยก�รบนร�บบ�IVR�ก��นก�ร�ล��กค�ยก�บ�Agent��พ���ท���Agent���ม�รถทร�บข��ม�ลก��น�ล�

���บร�ก�ร�ด�ท�นท��ม���ร�บ��ย�

2.11.30 Agent���ม�รถ��น��ยข�งล�กค��ท��ก�ล�ง�นทน��ย��พร��มก�บข��ม�ล�(Call�&�Data�Transfer)��ป

���ก�บ�Agent�ท��น���น�ด���พ����Agent�ท��นน��นจ��ด�ท�ง�น�ด�ท�นท���ดย�ม�ต��งถ�มค�ถ�มล�กค��ซ��

��ก�

2.11.31 Agent���ม�รถด�ค���ถ�ต�ข�งตน��ง�ด��น�บบ�Real�Time�บน�น��จ�ค�มพ�ว�ต�ร���ดยค���ถ�ต�ท��

��ดงจ�ต��งม��ย��งน��ย�ด�งน���

a.�จ�นวน��ยท���ด�ร�บบร�ก�ร�ป�ล�ว�(Inbound�Call)�

b.�จ�นวน��ยท��ท�ก�ร�ทร��ก�ป�(Outbound�Call)�

c.��วล�ท���Logon��ย���นร�บบ�(Logon�Time)�

d.��วล�ท���ช��นก�ร�นทน��(Talk�Time)�

e.��วล�ท��ว��งจ�ก�ม�ม���ย�ข���(Available�Time)�

f.��วล�ท���ช��นก�รบ�นท�กผลข�งก�ร�นทน��(Wrap-up�Time)�

2.11.32 Manager���ม�รถตรวจ��บก�รท�ง�นข�งร�บบ�Contact�Center��บบ�Real�Time�

Monitoring��ดยค���ถ�ต�ท��ด��ด��จ�ต��งม��ย��งน��ยด�งน���

a.�จ�นวน��ยท���ด�ร�บบร�ก�ร�(Inbound�Call)�

b.�จ�นวน��ยท��ท�ก�ร�ทร��ก�ป�(Outbound�Call)�

c.�จ�นวน��ยท���ม��ด�ร�บบร�ก�ร�(Abandon�Call)�

d.��วล��ฉล��ยข�งก�ร�นทน�ข�ง�Agent�(Average�Talk�Time)�

e.�จ�นวน��ยท��ร��ย���นร�บบ�(Waiting�Queue)�

f.�ค�วท��ร��ย��น�นท����ด�นร�บบ�(Longest�Waiting�Time)�

g.�ร�ด�บก�รบร�ก�รล�กค���SLA�(Service�Level�Agreement) �

2.11.33 Manager��ร���Supervisor���ม�รถด�ค���ถ�ต�ข�ง�Agent��ต�ล�คน�ด��(Agent�Statistics)�บน

�น��จ�ข�งตน��ง��ดยค���ถ�ต�ท����ดงจ�ต��งม��ย��งน��ยด�งต���ปน���
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a.�จ�นวน��ยท���Agent��ด�บร�ก�ร�ป�ล�ว�(Inbound�Call)�

b.�จ�นวน��ยท��ท�ก�ร�ทร��ก�ป�(Outbound�Call)�

c.�จ�นวน��ยท���ม��ด�ร�บบร�ก�ร�(Abandon�Call)�

d.��วล�ท���Logon��ย���นร�บบ�(Logon�Time)�

e.��วล�ท���ช��นก�ร�นทน��(Talk�Time)�

f.���วล�ท��ว��งจ�ก�ม�ม���ย�ข���(Available�Time)�

g.��วล�ท��กด�ล��ก�ม�ร�บ��ย�(Busy�Time)�

h.��วล�ท���ช��นก�รบ�นท�กผลข�งก�ร�นทน��(Wrap-up�Time)�

รวมท��งท��ง��ม�รถด��ด�ว���Agent��ต�ล�คนก�ล�งท�ง�น�ด��ย���น�ถ�น��ด��ล��ช��วล��ป�ล�ว

�ท���ดก�บก�รท�ง�น�น�ถ�น�น��น�

2.11.34 ��ม�รถ��ดงร�ปข�งผ� ��ช �ง�น�ต�ล�คน�น�น��จ��Profile���วนต�ว��ล��น��จ��Realtime�

Monitoring�ข�ง�Supervisor��ร���Manager��ด���

2.11.35 ร�บบ��ม�รถบ�นท�ก�Missed�Call�ข�งล�กค��ท��ต�ดต���ข��ม��ต�ย�ง�ม��ด�ค�ยก�บ�Agent��ด���ดยท���

Agent���ม�รถด�ร�ยล����ยดข�ง�Missed�Call�น��น����ช�น�ช�����ล��วล�ท���ทร�ข��ม�บน�น��จ�

ข�ง�Agent��ด�ท�นท���

2.11.36 Agent���ม�รถข�คว�มช�วย��ล���ปย�ง�Supervisor��ร���Manager��ด��

2.12 ร�บบก�รบ�นท�ก���ยง�นก�ร�นทน� (Voice Recording)����ร�บบ�นท�กก�ร�นทน�ร��ว��ง�จ���น��ท��

ร�บ�ทรศ�พท��(Agent)��ล�ผ���ช�บร�ก�ร�ต��งม�ค�ณ�มบ�ต��ย��งน��ย�ด�งต���ปน���

2.12.1 ��ม�รถบ�นท�ก���ยง�นทน�ก�รท�ง�นข�ง�จ���น��ท���ผ���ช�บร�ก�ร��ล�บ�คคล���นท��ม�ก�ร��น��ย�

�ด�พร��มก�น�

2.12.2 ��ม�รถก��นด���บ�นท�ก���ยง�นทน�ท�ก��ยท���ทร�ข��ร�บบ�ด��

2.12.3 ��ม�รถบ�นท�ก���ยง�นทน�ก�ร�ป�น�บบ�Dual�Channel��ร���Stereo��พ����ยกก�ร�นทน�

ร��ว��งผ���ช�บร�ก�ร��ล�พน�กง�นร�บ��ย�ด��

2.12.4 ��ม�รถบ�นท�ก���ยง�นทน�ท��ง��ย�ทร�ข���(Inbound�Call)��ล���ย�ทร��ก�(Outbound�Call)��

2.12.5 ��ม�รถ�ร�ยกฟ�ง���ยง�นทน�ท��บ�นท�ก�ว�ผ��นท�ง�Web�Browser��ด��

2.12.6 ��ม�รถบ�นท�ก�Conversation�ข�ง�Channel�Non-Voice��ด���ช�น�e-Mail,�Web-Chat��

2.12.7 ��ม�รถ��บค�น�Conversation�ข�ง�Channel�Non-Voice�ท��บ�นท�ก�ว��ด��

2.12.8 ��ม�รถค�น�����ยง�นทน�ท��บ�นท�ก�ว��ต�ม�ง���น�ข�ย��งน��ยด�งน���ว�นท��,��วล�,��บ�ร�ผ���ทร�ข��,�

�ม�ย�ลข�Extension,�ร�ย��วล�ก�ร�นทน���ด��

2.12.9 ��ว�น��ง�น��ม�รถ��บค�นบ�นท�กก�ร�นทน��ด�จ�กข��ม�ลก�รต�ดต��จ�ก�ม�ย�ลข�ทรศ�พท��ว�น

�วล�ท��ต�ดต����ด��ป�น�ย��งน��ย�

2.12.10 ��ม�รถ�ร�ยกด�บ�นท�กก�ร�นทน�ด�วยก�รค�น��ปกต��ด��นร�ย��วล��ม�น��ยกว���90�ว�น�ล�งจ�ก

จบก�ร�นทน���ล�งจ�กน��นร�บบจ�จ�ด�ก�บลง������ร�งข��ม�ล�(Backup�Media)�ต���ป�
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2.12.11 ��ม�รถ�Export����ยง�นทน�ท��บ�นท�ก�ว���นร�ป�บบ�WAV�(.wav)��ร���MP3�(.mp3)��พ������

��ม�รถ�ร�ยกฟ�งจ�ก�ปร�กรม�Windows�Media�Player��ด��

2.12.12 Call�Center�Agent���ม�รถ�ร�ยกฟ�ง���ยงบ�นท�กก�ร�นทน��น�ร���งร��ง�ร�ยนท��ตนปฏ�บ�ต�ง�น�ด��

2.12.13 ร�บบม�ล�กษณ�ก�ร�ช�ง�น�บบ�Web-Based�Application��ร���Client�Base�Application�ท��

�ป�น�GUI�(Graphical�User�Interface)�

2.13 ก�รบร���รจ�ดก�รร�บบ��วนผ��ควบค�มง�น (Supervisor) �ล�ผ��ด��ลร�บบ (Administrator)ต��งม�

ค�ณ�มบ�ต��ย��งน��ยด�งต���ปน�� 

2.13.1 ร�บบย��ย��บถ�มคว�มพ�งพ��จ�(End-Call�Survey)��นก�ร���บร�ก�รข�ง�จ���น��ท���ล�งจ�กจบ

��ย�ล���ม�รถ��ดงร�ยง�น�ร�ป�ถ�ต��ล�ร�ยล����ยดผลก�ร��รวจคว�มพ�งพ��จข�ง

ผ���ช�บร�ก�ร��ดยจ��นกต�มคว�มพ�งพ��จ�นก�ร���บร�ก�ร�ด�ด�งน���ด�ม�ก�ด��ป�นกล�ง�พ��ช���ล�

ควรปร�บปร�ง�

2.13.2 ร�บบย��ย���ร�บ�น�บ�น�นก�รปฏ�บ�ต�ง�นข�ง��ว�น��ง�น�(Supervisor)�ต��งม�ค�ณ�มบ�ต��ย��ง

น��ยด�งต���ปน���

a)���ม�รถ�ช�ง�น�ด�จ�นวน�2�User�

b)���ม�รถปฏ�บ�ต�ง�น�นร�ป�บบข�ง�จ���น��ท���ด���พ���ช�วยก�รปฏ�บ�ต�ง�นข�ง�จ���น��ท���ม���ม�ก�ร

ต�ดต���ช�บร�ก�ร�ป�นจ�นวนม�ก�ด��

c)���ม�รถก���นด�ล�ปร�บ�ปล��ยน�กณฑ�ม�ตรฐ�นก�รปฏ�บ�ต�ง�น�(Service�Level�Agreement)�

�ช�น�ร�ย��วล�ก�รร�บ��ย,�ร�ย��วล�ก�ร���บร�ก�ร��ด��ป�น�ย��งน��ย�

d)���ม�รถตรวจ��บ�ถ�น�ข�ง�Agent�Workgroup��ด��บบ�Real-time�

e)���ม�รถ�จ�ง�ถ�น�ป�จจ�บ�นข�ง�จ���น��ท�������ก���ว�น��ง�นทร�บ�ด��

f)�Supervisor���ม�รถ��งปร�ก�ศข��ว��ร�(News)��ปย�ง�Agent��พ����จ�งข��ว��ร����ค��น�น��

�ร�����ข��ม�ล�พ��ม�ต�ม�ก��Agent��ด��

g)���ม�รถก��นด����Supervisor���ม�รถ�ร�ยกฟ�งก�ร�นทน�ร��ว��ง�จ���น��ท��ร�บ�ทรศ�พท�����

(Agent)�ก�บผ��ท���ทร�ข���ด��(Silent�Monitoring)�

h)�Supervisor���ม�รถท�ก�ร��บฟ�งขณ��Agent��นทน�ก�บผ���ทร�ข���ด�� �ดยท���Agent��ม�

ทร�บ�(Silent�Monitor)��ล���ม�รถ�ทรกร��ว��งก�ร�นทน��พ������ข��ม�ล�พ��ม�ต�ม�ด��(Silent�

Talk)�

i)���ม�รถด�กฟ�ง��ย�นทน�� (Listen�in)��ทรก��ย�นทน��(Barge�in)�กร�ซ�บ��ย�นทน��

(Listen�&�Whisper)��ล��Join���ย�นทน��ด��

j)���ม�รถต��งค��ร�ย��วล��นก�รท�ข��ม�ล�ร�ป�ล�งก�ร���บร�ก�ร�(Wrap-up�time)��ล�งจ�กจบ

��ย�นทน��ด��รวมท��ง��ม�รถยก�ล�ก�Wrap-up�time��ด��

�
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2.14 ร�บบท��น���น��ต��ง��ม�รถ�ช���มต��ก�บร�บบ�ทรศ�พท� IP PABX ท��ธน�ค�ร�ช�ง�น�ย���ด���ดยต��งม�

ค�ณ�มบ�ต��ย��งน��ย ด�งต���ปน�� 

2.14.1 ��ม�รถร�งร�บก�ร�ช���มต��ก�บผ�����บร�ก�ร�ทรศ�พท��(PSTN)��ร��ต��ช�ม��ย�ทรศ�พท��(PABX)��บบ�

E1�(ISDN�PRI),�Analog��ล��SIP�Trunk��ด��

2.14.2 ��ม�รถ�ช�ง�นร�วมก�บ�ทรศ�พท�ภ�ย�น�บบ�IP�Hardphone,�IP�Softphone�

2.14.3 ��ม�รถก��นดก�รกร�จ�ย��ย�ปย�ง�บ�ร��Extension��บบ�DID��ร���ANI��ด��

2.14.4 ��ม�รถก��นด���ยง�พลงร���ย�ร�����ยง�พลงขณ�ก�ล�ง��น��ย�ด��(Music�On�Hold,�Music�

On�Transfer)�

2.14.5 ��ม�รถก��นด�����น��ย�(Forward)��ปย�ง�บ�ร��Extension����น��นกรณ�ท����ยปล�ยท�ง�ม�ว��ง�

(Busy),��ม�ม�ผ��ร�บ��ย�(No�Answer)��ร��ท�ก����ยท���ทร�ข��ม��ด��

2.14.6 ��ม�รถ��น��ย�ป�บ�ร��Extension�ปล�ยท�ง��บบ�นทน�ก�บผ��ร�บปล�ยท�งก��น�ด��(Consult�

&�Transfer)�

2.14.7 ��ม�รถ��น��ย�ป�บ�ร��Extension�ปล�ยท�ง��บบ�ม��น�จ�ถ�น�ข�ง�Extension�ปล�ยท�ง

�ด��(Blind�Transfer)�

2.14.8 ��ม�รถท�ก�รปร�ช�ม�ล�ย��ย�ด��(Conference�Call)��

2.14.9 ม�ร�บบฝ�กข��คว�ม���ยง�(Voice�Mail)�

2.14.10 �ร�งร �บ�ปร�ตค�ล�นก�ร�ช � ��มต ��� ด �งน�� � IAX�( Inter-Asterisk�Exchange),�SIP�(Session��

Initiation�Protocol)�

2.15 Standard Reports  

2.15.1 ��ม�รถ�ร�ยกด�ร�ยง�น�ผ��นท�ง�Web�Browser��

2.15.2 ��ม�รถ�ร�ยกด�ร�ยง�นต�ม�ง� ��น�ขด�งน���ว�นท��,��วล�,��บ�ร�ผ� ��ทร�ข��,��ม�ย�ลข��Extension,�

ร�ย��วล�ก�ร�นทน���

2.15.3 ��ม�รถ�ร�ยกด�ร�ยง�น�ปร�ยบ�ท�ยบจ�นวน��ยท� ��ข��ร�บบ�นว�นป�จจ�บ�น�ร���ด��นป�จจ�บ�น

�ปร�ยบ�ท�ยบก�บว�น�ร���ด��นก��น�น���ด��

2.15.4 ��ม�รถ��ดงร�ยง�น�นร�ป�บบต�ร�ง�ร��กร�ฟ�

2.15.5 ��ม�รถ�Export�ข��ม�ลร�ยง�น��นร�ป�บบ�PDF�(.pdf)��ร���CSV�(.csv)�

2.16 ร�บบก�รต�ดต��������รท�ง Chat ผ��นท�ง Web Site ข�ง�งค�กร ต��งม�ค�ณ�มบ�ต� ด�งต���ปน�� 

2.16.1 ผ��ต�ดต����ม�รถ�จ�ง�ร���ง�ร��ข�ข��ม�ลข��ว��รต��ง��ผ��นท�งช��งท�ง�Chat�บน�Web�Site��พ���

ข�ร�บคว�มช�วย��ล���ข��ม�ย�ง��วนง�น�Call�Center�

2.16.2 ผ��ต�ดต��จ�ต��งกร�กข��ม�ล�บ���งต�น�พ����ข���ช�ง�น��ด��ก��ช����-�น�ม�ก�ล,��ม�ย�ลข�ทรศ�พท�,�

Email�Address,��ร���งท��ต��งก�รต�ดต���
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2.16.3 �ม���ม�ผ��ต�ดต��ผ��นท�ง�Chat�บน�Web�Site��ร���Mobile�Application�ร�บบ��ม�รถว��คร����

��วข���ร���งท��ผ��ต�ดต���Chat��ข��ม���ล���ง�ป���ก�บผ��ร�บผ�ดช�บท����ม���มต�ม��วข��ท��ผ��ต�ดต��

�ล��ก�ด��

2.16.4 �ม���ม��Agent�ว��งพร��มร�บ�Chat�ร�บบจ���ง�Chat��ป���ก�บ�Agent�ท��ตรงก�บ�ร���งท��ร�บผ�ดช�บ�

2.16.5 Agent��ล�ผ��ต�ดต����ม�รถ��งภ�พ�ต��ก�ก�ร���พ�����ดง��รมณ��ล�ค�พ�ดท��ต��งก�ร�นทน��ด��

2.16.6 Agent���ม�รถ��งภ�พ�ป��ผ��ต�ดต���ท��ม�ข��ม�ล�ล�ข��ว��รท��ผ��ต�ดต����บถ�มม��ด���ดยร�งร�บ

�ฟล��.jpg,�.png�ท��ม��ก�บ�ย���นฐ�นร�บบ�

2.16.7 Agent���ม�รถตรวจ��บปร�ว�ต�ก�ร�นทน�ย��น�ล�งท��ผ��ท��ต�ดต���คยต�ดม��นคร��งก��น�น���ด��

�ดย�ช����มล�นก�รค�น��ปร�ว�ต�ก�ร�นทน��

2.16.8 Agent���ม�รถด�ข��ม�ลข�งผ��ต�ดต���ท��ผ��ต�ดต�����ข��ม�ลม��น�น���Request�Chat��ด��

2.16.9 Agent�Call�Center���ม�รถ�ร��ง�ร���งร�บ�จ�ง��ม��(Ticket/Incident)�จ�ก�น��จ��Chat�

�ด�ท�นท��ม� ���นทน���ร�จ��ล�ร�บบจ�น�ข��คว�มท� ��นทน�ก�นผ��น�Chat���ง�ปบ�นท�ก���ท���

Ticket/Incident��ด��ดย��ต�นม�ต���

2.16.10 Agent���ม�รถ�ปล��ยน�ถ�น�ข�งตน��ง�ด��

2.16.11 ผ��ด��ลร�บบ��ม�รถด��ถ�ต�ก�รต�ดต���ข��ม�ท�ง�Chat�ข�งศ�นย��Contact�Center�ท��ง�มด�ร��

ข�งกล��ม�Agent��ด��บบ�Historical�Report� �

2.16.12 ร�บบ��ม�รถน�ข��คว�ม�ล�ปร�ว�ต�ก�ร�นทน�ผ��นท�ง�Chat�น��น�ปบ�นท�ก�ป�น�ร���งร�บ�จ�งบน

ร�บบบ�นท�ก�ร���งร�บ�จ�งข�ง�ด�ม�ด���ล�ม�บ�ม�ย����Agent��นกล��มท��ม��น��ท��ด��ลต���ป�

2.17 ร�บบก�รต�ดต��������รผ��นท�ง e-Mail ต��งม�ค�ณ�มบ�ต� ด�งต���ปน�� 

2.17.1 ผ��ต�ดต����ม�รถ�จ�ง�ร���ง�ร��ข�ข��ม�ลข��ว��รต��ง��ผ��นท�ง�E-mail�ท���ป�น�E-mail�กล�งข�ง�

Call�Center��ด���ช�น�info@exim.go.th�,�ContactCenter@exim.go.th�

2.17.2 ร�บบ��ม�รถ�ช���มต��ก�บ�Mail�Server��ช�น�POP3,�IMAP4��ด��

2.17.3 �ม���ม�ผ��ต�ดต����ง�E-mail���ม��ข��ม��ร�บบ��ม�รถ�ร��ง�Ticket/Incident�จ�ก�E-mail�ท���ข��ม�

����ก��Agent�ผ��ท��ร�บผ�ดช�บ�ด��ดย��ต�นม�ต��

2.18 ร�บบก�รจ�ดก�ร�ร���งร�บ�จ�ง�ล�ร�บบจ�ดก�รฐ�นคว�มร�� (Ticket/Incident Management) ต��ง

ม�ค�ณล�กษณ��ย��งน��ย ด�งต���ปน�� 

2.18.1 ��ม�รถ�ล��ก�ช�ภ�ษ��ด�ท��งภ�ษ��ทย�ภ�ษ���งกฤษ�

2.18.2 ��ม�รถท�ง�นร�วมก�บร�บบกร�จ�ย��ย�ทรศ�พท���ต�นม�ต��(ACD/CTI)�ซ��ง��ดงข��ม�ลข�งผ��ท���ทร

�ข��ม�บน�น��จ�ข�ง�Agent��ดย��ต�นม�ต��(Pop-up�Screen)��ล�งจ�ก�Agent�ร�บ��ย�ร�บบจ�

��ดงร�ยล����ยด�ก��ยวก�บผ���ทรบน�น��จ��ดย��ต�นม�ต����ท��ช�น�ช���ข�งผ���ทร��ม�ย�ลข�ทรศ�พท��

�ป�นต�น�
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2.18.3 ร�บบ��ม�รถก��นด� � ก �ร�จ � ง � ต � �นข�ง � Ticket/Incident��ด � ต�มช � ว ง��ย � ข �ง�

Ticket/Incident�ท��ค��ง�ย���ด���พ�������Agent���ม�รถ���น�ด�ช�ด�จนว��ง�น�ดท��ควรร�บท�ก��น-

�ล�ง�

2.18.4 ร�บบ��ม�รถ��บค�นร�ยล����ยด�ก��ยวก�บผ���ทร�ด��(Customer�Profile)���ท��ช�น�ช���ล�กค����บ�ร�

�ทรศ�พท���ลขบ�ตรปร�ช�ชน��ล�ปร��ภทข�งผ��ต�ดต����ป�นต�น�

2.18.5 ��ม�รถ�บ�งกล��มข�ง�Agent�บร�ก�ร��ร��ผ��ร�บผ�ดช�บ�น��วนก�รร�บ�จ�ง�Ticket/Incident�ต��ง��

ต�มกล��มข�งก�รร�บผ�ดช�บ�(Group)�

2.18.6 ��ม�รถ�ก�บข ��ม�ล�ล�ร�ยล����ยด�ก� �ยวก �บ�Ticket/Incident�ท� �ล �กค����บถ�ม�ข ��ม��

(Ticket/Incident��History)��รวมถ�งปร�ว �ต �ข�งก�ร��น� Ticket/Incident� (Assignment�

History)��ว��นฐ�นข��ม�ล��ล���ม�รถค�น����พ��ม�ต�ม�ลบ��ร���ก��ขข��ม�ล�ด��

2.18.7 ร�บบ��ม�รถก��นดร�ด�บคว�ม��ค�ญ�(Priority)�ปร��ภท�(Type)��ล��มวด�ม���(Category)�

ข�ง�Ticket/Incident��ด��

2.18.8 ร�บบ��ม�รถ�บ�ง�มวด�ม���(Category)�ข�ง�Ticket/Incident���ก�ป�น�มวด�ม��ย��ย�(Sub-

Category)��ด��

2.18.9 Agent���ม�รถท�ก�รกด�ล��กด�ฐ�นข��ม�ลคว�มร��� (Knowledge�Center)��ด�ท�นท�จ�ก�น��

บ�นท�กข��ม�ล�ร���งร�บ�จ�ง�(Ticket/Incident�Detail)��ดยร�บบจ���ดงข��ม�ลคว�มร��ท����ม���ม

ก�บ��วข���ร���ง�(Category)�ท���จ���น��ท���Agent��ล��ก�ว����ม�รถน��ป�ช�ต�บค�ถ�ม�ด�ท�นท���

2.18.10 Agent���ม�รถค�น���ร���งร�บ�จ�ง�ก��ท���คย�ก��ขป�ญ���ป�ล�ว��พ���น�ข��ม�ลม��ช�ต�บค�ถ�ม�

�ร���ก��ขป�ญ��ข�งล�กค���น�ร���งร�บ�จ�ง��ม�ท��คล��ย��ก�น�ด��

2.18.11 ม��มวดค�ถ�มค�ต�บท��ล�กค��ถ�ม�ข��ม�บ��ย��(FAQ)����ร�บ�Agent��ช��นก�รค�น��ค�ต�บ

���ร�บ�Ticket/Incident�ท��ม�ผ���จ�ง�ข��ม���ดย�FAQ�จ��ร�ยงล�ด�บต�มท��ม�ผ����บถ�ม�ข��ม�บ��ย

ม�กท����ด�ปย�งน��ยท����ด����ดย��ต�นม�ต��รวมท��ง��ม�รถ�ยกข��ม�ล�FAQ��ด�ต�ม�มวด�ม��ข�ง�

Ticket/Incident�ท���ล��ก���

2.18.12 �ม����Agent�ท�ก�ร�ล��ก�Knowledge�Center��ปท�ก�รต�บ�ร�บบจ��พ��มจ�นวนก�ร�ช�ง�น

ข�ง��วข���Knowledge�Center�น� �น�ดย��ต�นม�ต���พ� �������ม�รถทร�บ�ด�ว���Knowledge�

Center��ดถ�กน��ป�ช�ม�ก�น��ย��ย��ง�ร�

2.18.13 ม��คร���งม���นก�รค�น���บบ�Full�Text�Search�(FTS)����ร�บช�วย�Agent��นก�รค�น��ค��ล�ก�

(Key�Word)�ท��ต��งก�ร�นฐ�นข��ม�ลคว�มร���ซ��ง��ม�รถ��บค�น��ด�ท��งภ�ษ���งกฤษ��ล�ภ�ษ��ทย�

2.18.14 Agent���ม�รถท�ก�รค�น��ข��ม�ล�จ�ก�keyword��น�ต�ล��Knowledge�Center��ด��

2.18.15 �ม����Agent�ท�ก�ร��บค�น��ล�พบข��ม�ลคว�มร��ท��ต��งก�ร�ด��ล�ว�Agent���ม�รถ�ล��กข��ม�ลน��น

ม�บ�นท�ก�(Fill�in)��น���วนข�งว�ธ�ก�ร�ก��Ticket/Incident�ข�ง�ร� ��งท���จ�ง�(Solution)��บบ

��ต�นม�ต��ดย�Agent��ม�จ��ป�นต��งพ�มพ���ม���กคร��ง�
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2.18.16 Agent���ม�รถท�ก�รค�ดล�ก�ร���งร�บ�จ�ง�(Duplicate�Ticket/Incident)��ด���ดยร�บบจ�ท�

ก�รค�ดล�กข��ม�ลข�งล�กค����ช�น�ช���ล�กค����บ�ร��ทรศ�พท��ท��บ�นท�ก�ว��ล�วบน�Ticket/Incident�

�ด�ม�ม�ย�ง�Ticket/Incident���ม�����ดย��ต�นม�ต���พ���ลด�วล��Agent��นก�รบ�นท�กข��ม�ลท���ป�น

ข��ม�ลซ����ล��Agent���ม�รถบ�นท�ก�ร���งร�บ�จ�ง��ม�ข�งล�กค��ร�ย�ด�ม�ด�ท�นท���

2.18.17 Agent���ม�รถร�บ��ถ�น�ข�ง�Ticket/Incident��ด����ท��ช�น�ง�นค��ง�ล�ท��ง�ป�ด��ร����น���ก�บ�

Agent�ท��น���น�ซ��ง��ม�รถ��น�Ticket/Incident��ป���ก�บท��งกล��ม��ร����น�ป�นร�ยบ�คคล�ด��

�พ���ช�วย��ล���นก�ร�ก��ข�Ticket/Incident�ต�����ป��ดยท��ผ��ท���ด�ร�บ��นจ��ด�ร�บก�ร�จ�ง�ต��น�

(Alert)����ทร�บว��ม�ผ����น�Ticket/Incident�ม�����

2.18.18 Agent���ม�รถ��น� Ticket/Incident��บบ��น�ฉพ��� �ทธ � � �นก�รร �บผ �ดช�บ� (Assign�

Ticket/Incident)��ร����นคว�ม�ป�น�จ��ข�ง�(Change�Owner)��ด���พ���ก��นดข�บ�ขต�นก�ร

ร�บผ�ดช�บง�นท���ตกต��งก�น�ด��

2.18.19 �นกรณ�ม�ก�ร��น�Ticket/Incident�ผ� �ท� ��ด�ร�บก�ร��น�Ticket/Incident�ม���ทธ�ท� �จ��ล��กร�บ

�ร���ม�ร�บ�Ticket/Incident�น��น�ด��

2.18.20 ร�บบ��ม�รถ��บค�น�Ticket/Incident��นร�บบ�ด�จ�ก�ง���น�ขต��ง���ช�น�ว�น�ล��วล�ท��ม��จ�ง�ข��

ม���ม�ย�ลข�ร���งร�บ�จ�ง�ช���ล�กค���ช���ผ��ต�ดต����ถ�น�ข�ง�ร���งร�บ�จ�ง��ป�นต�น�

2.18.21 Agent���ม�รถ��บค�นด�ร�ยล����ยด�Ticket/Incident��ดย��ม�รถ�ล��กด�ต�ม�Ticket/Incident�

ท���ก�นก��นด�วล�ท��ต��ง�ว��ด��

2.18.22 ผ � �ด ��ลร�บบ��ม�รถก��นด� �ทธ � �� ��ก � �จ � ��น ��ต ��ง�� �น�Call�Center��นก�รท � � �ป�ด�

Ticket/Incident��ด��ข��นม��ก��ข�ด��

2.18.23 ม���วน�ร�ป�Ticket/Incident�บน�น��จ����ร�บ�Agent�ท��จ�ด�ร�ยก�ร��ล�ร�ยล����ยดข�ง�

Ticket/Incident�ท��ง�มดท��ตน��งด��ล�ย���ด���ล���วน�ร�ปข�ง�Ticket/Incident�ท��ค�ดว��จ��ก�น

ก��นด��ย�ง�น�ร��ท���ก�นก��นด��ย�ง�น�ล�ว�ด��

2.18.24 Supervisor���ม�รถ��บค�นร�ยก�ร�Ticket/Incident�ท���ย��ร��ว��ง��น��ต�ย�ง�ม�ม��ครร�บผ�ดช�บ

�ด���ล���ม�รถท�ก�ร�Reassign����ผ��ร�บผ�ดช�บ��ม��ด��

2.18.25 ม���วนข�ง�น��จ���ดงปร�ว�ต�ก�รต�ดต��ข�งผ� ��ทร�รวมถ�งม���วน��ดงปร�ว�ต�ก�รต�ดต�ม�

Ticket/Incident�น��น��ด����Agent���ม�รถท�ก�รบ�นท�กข��คว�ม�พ��ม�ต�มถ�ง���งท��ควรร���ม���ต�ดต��

ก�บล�กค��ท��นน��น��น��ก��ต���ป�

2.18.26 ร�บบม�คว�ม��ม�รถ�นก�รกร�จ�ยข��ม�ลข��ว��ร�(News)�จ�ก�น��จ��Supervisor��ปย�ง

�น��จ�ข�ง�Agent��พ�������ด�ทร�บข��ว��ร��ร��ข��ม�ล�ด�ท��วถ�งก�น�ข��ว��รภ�ย�น�Call�Center�

�ล�ข��ว��รภ�ย�น�งค�กร�ด���ดย�ม���ม�ข��ว��ร��ม��ข��ม��ร�บบจ�ท�ก�ร��จ�ง�ต��น�(Alert)�ม�

บ�กบน�น��จ�ข�ง�Agent��ดยผ��ปร�ก�ศ��ม�รถท�ก�รก��นดช�วง�วล��นก�ร�จ�งล�วง�น���ด��
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2.18.27 ร�บบ��ม�รถ��ดงปร�ว�ต�ก�รต�ดต��จ�กช��งท�งต��ง���ช�น��ทรศ�พท�,�E-mail,�Chat��ล��

Social�Media��ป�นต�น��ดยร�บบจ���ดงว�น/�วล�ท��ต�ดต���ข��ม���ร� ��งท� �ข�ร�บบร�ก�ร�ล�ผ��

���บร�ก�ร�Agent���ม�รถตรวจ��บข��ม�ลก�รต�ดต��ข�งล�กค��จ�กช��งท�งต��ง��ย��น�ล�ง�ด��

2.18.28 ��ม�รถ�ป�ดด�ปฏ�ท�น��ร��งต�ร�งน�ด�ม�ย�(Appointment)��ล���ม�รถก��นดก�ร�จ�ง�ต��น

ล�วง�น���ด��ร�บบ��ดง�popup��จ�ง�ต��น�ม� ��ถ�ง�วล�ท� �ก��นด�Agent���ม�รถคล�ก�พ���ด��

ร�ยล����ยดข�งก�รน�ด�ม�ย�นปฏ�ท�น�ด��

2.18.29 ��ม�รถ�ร��งก��นดก�รน�ด�ม�ย�(Appointment)�ขณ��ป�ด�ร���งร�บ�จ�งพร��ม�นบ�ลขท���ร���ง

ร�บ�จ�ง�พ���ต�ดต�มผล�ร���ทรกล�บ�จ�งผล�ปย�งผ��ท��ต�ดต���ข��ม�ภ�ย�ล�ง�ด��

2.18.30 ร�บบ��ดงข��ม�ล��ย�ทรศ�พท�ท��ต�ดต���ข��ม��น�น��จ��ปร�กรม��ม�ย�ลข�ทรศ�พท�,�DNIS,��

�มน��IVR�ท���ล��ก�ข��ม��(Call�Information)�

2.18.31 ร�บบ��ม�รถ��ดงข��ม�ล�Ticket/Incident�ท���จ���น��ท���Agent��ป�นผ��ร�บผ�ด�นร�ป�บบข�งกร�ฟ

ฟ�ค��ดย�บ�ง��ก�ป�นข��ม�ล�น��วนข�ง�ง�นท���ข��ม���ม�,�ง�นท��ก�ล�งด��น�นก�ร��ล�ง�นท���ก�น

�วล�ท��ง�มด�

2.18.32 ร�บบ��ม�รถ��ดงร�ยก�รง�นท���ก�น�วล�ท���จ���น��ท���Agent��ป�นผ��ร�บผ�ดช�บท��ง�มด��ดยท��

�จ���น��ท���Agent���ม�รถ���นข��ม�ลง�นท���ก�น�วล��ล��ป�ดด�ร�ยล����ยด�พ���ด��น�นก�ร�ด�ท�นท�

จ�ก�น���รก�

2.19 ร�บบก�รจ�ดก�ร�คม�ปญก�ร�ทร��ก (Campaign Management) ต��งม�ค�ณล�กษณ��ย��งน��ย 

ด�งต���ปน�� 

2.19.1 ��ม�รถ��ดงร�ยก�ร�Campaign�ท���จ���น��ท��ร�บผ�ดช�บ�ด���ดยจ���ดง�ฉพ���Campaign�ท��

ท�ง�น�ย���ท��น��น�(Active�Campaign)�

2.19.2 ��ม�รถด�ร�ยล����ยดข�ง�ต�ล��Campaign��ด�จ�ก�น��จ�ร�ยก�ร�Campaign�(Campaign�

List)���ท��Campaign�Name,�Start�Date,�End�Date,�Prospect�List�Status��ป�นต�น��

2.19.3 ��ม�รถ��ดงร�ยช� ��กล� �ม�ป ���ม�ย� (Prospect�List)�ท�� �Agent�ต��งท�ก�ร�ทร��ก�น�

Campaign��ด���ดยก�รด�บ�บ�ลคล�กท��ร�ยก�ร�Campaign�ท��ต��งก�ร�ร�บบจ���ดงร�ยก�ร�ป�น�

2�Tab�ด�งน���

-�Call�List�Tab���ดงร�ยช� ��กล� �ม�ป���ม�ยท� �ย�ง�ม��คยถ�ก�ทร��ก�(New�List)��ล�ท� ��ทร

��ก�ป�ล�วบ�นท�กผลก�รต�ดต���(Wrapup)�ว��ต��งก�ร�ก�บ�ว��ทร��กคร��ง�(Keep�Call)��

-�Call�Back�Tab���ดงร�ยช���กล��ม�ป���ม�ยท���ทร��ก�ป�ล�วบ�นท�กผลก�รต�ดต���(Wrapup)�

ว��ต��งก�ร���ต�ดต��กล�บพร��มท��งร�บ�ว�น�ล��วล�ท��ต��งก�ร���ต�ดต����

2.19.4 ��ม�รถตรวจ��บร�ยช���กล��ม�ป���ม�ยท��ร�บผ�ดช�บ�ล�กร�งข��ม�ลต�ม�ง� ��น�ขท��ก��นด�

(Filter)��ด��

2.19.5 ��ม�รถ��ดงจ�นวนร�ยช���ล�กค��ท��ง�มดท���Agent�ร�บผ�ดช�บ�ด���

�
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2.19.6 ��ม�รถ��ดงจ�นวนก�ร�ทร�ด��ด�งน���

-�จ�นวนคร��งท��พย�ย�มต�ดต���(Attemp�Call)��

-�จ�นวนร�ยก�รท���ทร��ก�ป�ล�วล�กค��ร�บ��ย�(Answer�Call)���

-�จ�นวนร�ยก�รท��ท��Wrapup��ป�น���ร�จ�ล�ลบ�List���กจ�กร�ยก�ร�(Complete�Call)�

-�จ�นวนร�ยก�รท��ท��Wrapup��ป�น�ม����ร�จ�ล�ลบ�List���กจ�กร�ยก�ร�(Uncomplete�Call)�

-�จ�นวนร�ยก�รท��ท��Wrapup��ป�น���มต�ดต��ม���ก�ล�ลบ�List���กจ�กร�ยก�ร�(Do�Not�Call)�

-�จ�นวนร�ยก�รท� �ท��Wrapup��ป�น�บ�ร����ย�ร���ม���ม�รถ�ช�ง�น�ด��ล�ลบ�List���กจ�ก

ร�ยก�ร�(Bad�List)�

2.19.7 ��ม�รถฟ�ง�File����ยง�นทน�ท��บ�นท�ก�ว��นร�บบ�ด��ต�ม��ทธ���ด�งน���

-�Agent�ฟ�ง�ด��ฉพ��ร�ยก�รท��ต�ว��ง�ป�นคน�ทร�

-�Supervisor�ฟ�ง�ด�ท�กร�ยก�รข�ง�Agent�ท��ต�ว��งด��ล�

-�Manager�ฟ�ง�ด�ท�กร�ยก�ร�นร�บบ��

2.19.8 �จ���น��ท����ม�รถ�ทร��ก��ล�กค���ด�ด�วยก�ร�ล��กร�ยช���ล�กค����ล�กดป��ม�Make�Call�ท��

�บ�ร��ทรศ�พท��

2.19.9 �จ���น��ท����ม�รถบ�นท�ก��ต�ผลก�รจบ��ย�นทน��(Wrap-up�Code)�ข�ง�ต�ล���ย�ด��3�

ร�ด�บ��ล���ม�รถบ�นท�กข��คว�ม�พ��ม�ต�ม�ด��

2.19.10 �จ���น��ท����ม�รถก��นด�Do�Not�Call�List��นข��นต�นก�รท��Wrap�up����ร�บ�บ�ร��ทรท��

ล�กค���ม�ต��งก�ร���ต�ดต����ก�ด���ดยจ�ถ���ป�น�Do�Not�Call�ข�งท��งร�บบ��ม���ร�ยช���น��น��ถ�ก

ก��นด����ป�น�Do�Not�Call��ล�ว�จ��ม���ม�รถท�ก�ร�ทร��กจ�ก�Campaign��ด�ด��

2.19.11 �จ���น��ท����ม�รถก��นด�Bad�List��นข��นต�นก�รท��Wrap�up�กรณ�ท���ม�พบช���ต�ม�บ�ร�ท�����

�ว���ร���ม�ม�ข��ม�ล���น�ท����ม�รถต�ดต���ด���ดยจ�ถ���ป�น�Bad�List�กล�งข�งท��งร�บบ�

2.19.12 �จ���น��ท����ม�รถ�ล��ก�ก�บร�ยช���ท��ต��งก�รต�ดต����กคร��ง�ว�ท���Tab�Call�List��ด��ร�บบจ�ท�

ก�รบ�นท�ก�ถ�น�ข�งร�ยช���น��น����ป�น�Keep�Call�

2.19.13 �จ���น��ท����ม�รถร�บ����ก�รจบ��ย�นทน��ป�น�Complete�Call��ด��จ�ก�มน��Wrapup��ล�ว

ร�บบจ�ท�ก�รลบ�List�น��น��กจ�ก�Tab�Call�List�

2.19.14 �จ���น��ท����ม�รถร�บ����ก�รจบ��ย�นทน��ป�น�Uncomplete�Call��ด��จ�ก�มน��Wrapup�

�ล�วร�บบจ�ท�ก�รลบ�List�น��น��กจ�ก�Tab�Call�List�

2.19.15 �จ���น��ท����ม�รถท�ก�รน�ด�ม�ย�พ���ต�ดต��กล�บ��ล�กค���ด���ดย��ม�รถร�บ��บ�ร�ท��จ�ต�ดต��

กล�บ,�ว�นท��,��วล�,��ล�ผ��ท��ต��งก�ร���ต�ดต��กล�บว���ต��งก�รจ�ต�ดต��กล�บ��ง�(Myselt),�����

Agent��นกล��ม�ป�นคนต�ดต��กล�บ�(Any�agent�in�Campaign),�ร�บ�����Agent��นกล��ม�ป�นคน

ต�ดต��กล�บ�(Select�Agent) �

�
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2.19.16 �จ���น��ท����ม�รถด�ร�ยก�ร�Call�Back�ท��ง�มด�น�Campaign��ด�ท���Tab�Call�Back��ดยร�บบ

จ���ดงร�ยก�รท��ตน��ง�ป�นผ��ร�บผ�ดช�บ��ล�ร�ยก�รท��ร�บ�ผ��ร�บผ�ดช�บ�บบ�Any�Agent�

2.19.17 �จ���น��ท����ม�รถจ�ดก�ร�Call�Back��ด��ด�วยว�ธ�ต��ง��ด�งน���

-�Tranfer�Call�Back����ร�บ��น�Call�back�����Agent�คน���น���ด��

-�Rechedule����ร�บ�ปล��ยนว�น,��วล��นก�รต�ดต��กล�บ�

-�Cancel�Schedule����ร�บยก�ล�ก�Call�Back��

-�Filter����ร�บกร�งข��ม�ลร�ยก�ร�Call�Back�

-�Profile����ร�บด�ร�ยล����ยดล�กค���ล�ปร�ว�ต�ก�รต�ดต���

-�Click�to�Call����ร�บ�ทร��ก��ล�กค���

2.19.18 ��ม�รถ��ดง��ต�ว��กษรร�ยก�ร�Call�Back�ท���ตกต��งก�น�ด��ร��ว��งร�ยก�ร�Call�Back�ท��ย�ง

�ม�ถ�ง�วล�ท��จ�ต��ง�ทรกล�บ��ล�ร�ยก�ร�Call�Back�ท���ก�น�วล��ล�ว�

2.19.19 ��ม�รถ��ดง�Alert�Message��ม���ถ�ง�วล��ทรกล�บท��ก��นด�ว��ด��

2.19.20 ��ม�รถด�ร�ยก�ร�Call�Back�ท��ถ�งก��นด�วล��ทรกล�บท��ง�มด�ด��

2.19.21 ��ม�รถด�ร�ยล����ยดก�ร�ทร��กข�ง�Campaign��บ�งต�ม�Level��ด��ด�งน����

-�กรณ��ป�น�Agent���ดง�ฉพ��ร�ยก�รข�งตน��ง���

-�กรณ��ป�น�Supervisor���ดงร�ยก�ร�Agent�ท��ตน��งด��ล�

-�กรณ��ป�น�Manager���ดงร�ยก�รข�งท�กคน�

2.19.22 ��ม�รถด��ร�ปผลก�ร�ทร��กจ�ก�Campaign��ด���ดย��ดง�ป�น�จ�นวนร�ยก�รท��ง�มด�,�

จ�นวน�Success,�จ�นวน�Follow�Up,�จ�นวน�Failure��

2.19.23 ��ม�รถ��ดง�Message�Alert�Talk�Time�กรณ��ช���ย�นทน��ก�น�วล�ท��ก��นด�ว��ด��

2.19.24 ��ม�รถ��ดง�Message�Alert�Wrapup�Time�กรณ��ช��วล�ท��Wrapup��ก�นท��ก��นด�ว��ด��

2.19.25 ��ม�รถ��ดง�น��จ��Smart�Script�����Agent��ช��นก�ร�นทน�ก�บล�กค���ด���ดยม���วข�����

�ล��ก�ล���ดงร�ยก�รท��ควร�นทน��

2.19.26 ��ม�รถ�Lock�List�ร�ยช���ล�กค����ม�����ก�ดก�ร�ทรซ��ก�น�ด��กรณ�ท��ร�ยช���น��นถ�ก�Assign��บบ�

Share�������น���ม��นก�นท�กคนร�ยช����ดท��ม��จ���น��ท��คน���น�ทร�ย��จ��ม���ม�รถกด�ทร�ด��

2.19.27 �น��จ��Campaign�Monitor���ม�รถ��ดงร�ยก�ร�Campaign�ท��ม��ย� ��นร�บบ�ด���ดยจ�

��ดง�ฉพ��ร�ยก�ร��Campaign�ท���จ���น��ท��ท��นน��นร�บผ�ดช�บ�

2.19.28 �น��จ��Campaign�Monitor���ม�รถด�ร�ยล����ยดข�ง�ต�ล��Campaign��ด���

2.19.29 �น��จ��Campaign�Monitor���ม�รถ�ช�ป��มค����ง�พ���จ�ดก�ร�Campaign��ด��ด�งน���

-����ง�Run�Campaign��ด��กรณ�ท���ถ�น�ข�ง�Campaign��ป�น�Pause��ย���

-����ง�Pause�Campaign��ด��กรณ�ท���ถ�น�ข�ง�Campaign��ป�น�Working��ย���

2.19.30 ��ม�รถด�ร�ยล����ยด�Agent�ท� �ท�ง�น�น�Campaign��ล��List�ท� �ง�มด�น�Campaign�

Monitor��ด��
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2.19.31 ��ม�รถ�Monitor�ปร���ทธ�ภ�พข�ง�List��น�Campaign�Monitor��ด���ดยร�บบจ��บ�ง�List�

��ก�ป�น�ย��งน��ย�ด�งน����

1.��Unassign�ร�ยช���กล��ม�ป���ม�ยท��ย�ง�ม��ด�ถ�กม�บ�ม�ย����จ���น��ท���

2.��New�ร�ยช���กล��ม�ป���ม�ยท��ท�ก�รม�บ�ม�ย����จ���น��ท���ล�ว�ต�ย�ง�ม�ถ�ก�ทร��ก�

3.��Keep�Call�ร�ยช���ท���จ���น��ท���ด�ท�ก�ร�ทร��ก�ล�ว�ย��งน��ย�1�คร��ง��ต��ม���ม�รถต�ดต��

ล�กค���ด���ล�ร�ยช���ล�กค��น��จ��ย���น�Call�List��พ�������Agent�น��ป�ทร��ล�กค��ร�ยน���ด���ก�

4.�Call�Back�ร�ยช���กล��ม�ป���ม�ยท� �ท�ก�ร�ทร��ก�ป�ล�วร�บ�ผลก�ร�ทร� (Wrapup)�ว��

ต��งก�รต�ดต��กล�บ�ร�ยช���จ�ถ�กย��ย�ปย�ง�น���Call�Back��ดยร�บบจ�ม��น������ร��งน�ด�ม�ย

���ร�บ�ว�นท���ล��วล�ท��ต��งก�รต�ดต��กล�บ�ว�ท�กคร��ง�

5.��Complete�ร�ยช���กล��ม�ป���ม�ยท���ทร��ก�ป�ล�วร�บ�ผลข�งก�ร�ทร�(Wrapup)��ป�น

���ร�จ�(Complete)�ร�ยช���น��นจ�ถ�กย��ย��กจ�ก�น���Call�List�

6.�Uncomplete�ร�ยช���กล��ม�ป���ม�ยท���ทร��ก�ป�ล�วร�บ�ผลข�งก�ร�ทร�(Wrapup)��ป�น�ม�

���ร�จ�(Uncompleted)�ร�ยช���น��นจ�ถ�กย��ย��กจ�ก�น���Call�List�

7.��Do�Not�Call�ร�ยช���กล��ม�ป���ม�ยท���ทร��ก�ป�ล�วร�บ�ผลข�งก�ร�ทร�(Wrapup)�ว�����ม

ต�ดต��กล�บม���ก�(Do�Not�Call)�ร�ยช���น��นจ�ถ�กย��ย��กจ�ก�น���Call�List�

8.�Bad�List�ร�ยช���กล��ม�ป���ม�ยท���ทร��ก�ป�ล�วร�บ�ผลข�งก�ร�ทร�(Wrapup)��ป�น�บ�ร�

���ย��ร����ม���ม�รถต�ดต���ด��(Bad�List)�ร�ยช���น��นจ�ถ�กย��ย��กจ�ก�น���Call�List�

2.19.32 ��ม�รถค�น��ร�ยช���กล��ม�ป���ม�ยท��ต��งก�ร�น�Campaign�Monitor��ดยร�บ��ง� ��น�ขก�ร�

Filter��ด��

2.19.33 ��ม�รถท�ก�ร�Assign�List�����จ���น��ท��ร�บผ�ดช�บ�ด��ย��งน��ยด�งน���

1.�Round�Robin�ร�บบท�ก�ร�จกร�ยช�������จ���น��ท���บบ�ร�ยงท�ล��1�ร�ยช���จนครบ�

2.�Average�ร�บบจ�ท�ก�ร�จกร�ยช�������จ���น��ท��ท�กคน�ดย�ฉล��ย�ท�����ก�น�

3.�Custom�ร�บบจ��น�ญ�ต����ผ� �ท�ก�รม�บ�ม�ย��ม�รถร�บ�จ�นวนร�ยช� ��ท� �ต��งก�ร

ม�บ�ม�ย�����จ���น��ท���ต�ล�คน�ด�ต�มคว�ม��ม���ม�ต�ต��ง�ม��ก�นจ�นวนร�ยช���ท���ล��กม�

ท��ง�มด�

4.�Pooling�ร�บบจ�ท�ก�รก�ร�ชร�ร�ยช���ท���ล��กม�����จ���น��ท��ท�กคน���น�ล���ม�รถน��ป

�ทร�ด���ม��นก�นท��ง�มด�

2.19.34 ��ม�รถ��ดงข��ม�ลกล��ม�ป���ม�ย�(Prospect�Profile)��ด��ด�งน���

-�ร�ยล����ยดข�งกล��ม�ป���ม�ย�(Prospect�Profile)�

-�ปร�ว�ต�ก�รต�ดต���(Call�History)�

-�บท�นทน� � (Smart�Script) � �พ � � � ��� �Agent��ช � �ป �น �Guide�Line��นก�ร�นทน�ก�บ

กล��ม�ป���ม�ย�



22/49�
 

2.19.35 �มด�ล�Campaign�Monitor���ม�รถก��นด���ร�บบ�จ�ง�ต��น�ปย�ง�Manager,�Supervisor,��

Agent��ด���ม����Campaign�ม��ถ�น��ด�งน����

-�Campaign�Run�

-�Campaign�Pause�

-�Campaign�Finish�

2.20 ร�บบ���ร�บ��ดง�ร�ปข��ม�ล�น�น��จ��ล�ก (Widget) ต��งม�ค�ณล�กษณ��ย��งน��ย�ร��ด�กว�� 

ด�งต���ปน�� 

2.20.1 Appointment���ดงก��นดก�รน�ด�ม�ยท��ง�มดท��ม�ภ�ย�นว�นน��น������ทร�บ�

2.20.2 News���ดงร�ยก�รปร�ก�ศข��ว��ร��ค�ญข�ง�งค�กร�ร��ข��คว�มจ�ก�Supervisor��ร���

Manager�ท��ต��งก�ร�จ�ง����Agent�ทร�บ�

2.20.3 Work���ดงข��ม�ล�ร�ปผลก�รท�ง�นข�ง�Agent��นร�ป�บบกร�ฟ��ด��ก��ข��ม�ลง�นท���ข��ม���ม�,�

ง�นท��ย�งคงค��ง��ล��ง�นท���ก�น�วล��

2.20.4 Over�Due�List���ดงข��ม�ลร�ยก�รข�งง�นท���ก�น�วล�����Agent�ทร�บ�ล�จ��ด�ร�บด��น�นก�ร

����ล�ว��ร�จ�

2.21 ร�บบ��กร�ยง�น�นภ�พรวม�บบ Real Time Dashboard จ�นวน 1 ร�บบ ม�ค�ณล�กษณ��ย��ง

น��ย ด�งต���ปน�� 

��ม�รถ�ล��ก��ดงกร�ฟฟ�ค�ถ�ต�ก�ร���บร�ก�รผ��นช��งท�ง�ทรศ�พท�ข�ง�Agent��ด�ด�งน���

a.���Abandon�Rate�กร�ฟ�Pie�Chart���ดงจ�นวน��ย�ร�ยก�ข��ภ�ย�นว�นท�ก�ร���

b.� �Agent�Status�กร�ฟ�Pie�Chart���ดง�ถ�น�ข�ง�Agent�ท��ล��ก��น�ณ�ขณ�น��น�

c.��Waiting�Call�in�Queue�&�Drop�Call�ปร�ก�บ�ปด�วยร�ยง�น�2��ย��ง�ค���

-�Waiting�Call�in�Queue���ดงจ�นวน��ย�ร�ยก�ข��ท��ร��ย���นค�ว��ดย�ยก�ป�น���ย�ร�ยก�ข��

ท���ม��ก�นก��นด�วล���ล���ย�ร�ยก�ข��ท���ก�นก��นด�วล���

-�Dropped�Call���ดงจ�นวน��ย�ร�ยก�ข��ท��ว�ง��ย�ป�ล�ว��ดย�ยก�ป�น��ย�ร�ยก�ข��ท��ว�ง

��ย�ป�ล�วท���ม��ก�นก��นด�วล���ล���ย�ร�ยก�ข��ท��ว�ง��ย�ป�ล�วท���ก�นก��นด�วล���

d.��Service�Level�Agreement�ปร�ก�บด�วยร�ยง�นท����ดงผล�ป�นกร�ฟฟ�ค��ย��งน��ยด�งน���

1.�Average�Talk�Time�ร�ยง�น��ดงผล�วล��นทน��ฉล��ย�

2.�Average�Speed�of�Answer�ร�ยง�น��ดงผล�วล�ร�บ��ย�ฉล��ย�

3.�Percentage�Of�Service�Level�Agreement�ร�ยง�น��ดง�ป�ร��ซ�นต�ก�ร���บร�ก�ร��ดย

��ดงร�ด�บก�ร���บร�ก�รท��ด���ล�ร�ด�บก�ร���บร�ก�รท��ต��งปร�บปร�ง�

4.�Abandon�Rate�ร�ยง�น��ดง�ป�ร��ซ�นต���ย�ร�ยก�ข��ท���ม��ด�ร�บบร�ก�ร��ดย��ดงร�ด�บ

��ย�ร�ยก�ข��ท���ม��ด�ร�บบร�ก�รท��ย�มร�บ�ด���ล�ร�ด�บ��ย�ร�ยก�ข��ท���ม��ด�ร�บบร�ก�รท���ก�นจ�ก

ม�ตรฐ�นท��ก��นด�ว��
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ภ�คผนวก�1�ข. 

ร�ยล����ยด�ล�ค�ณล�กษณ��ฉพ��ด��น�ทคน�ค�(Technical Requirement) 
ก�รจ��งจ�ด��ร�บบก�ร���บร�ก�รล�กค��ผ��นร�บบ�ทรศ�พท��(Call Center) 

 
---------------------------------------------------------------------------------------------------------------------------------------�
�

1. ข��ก��นดคว�มต��งก�รด��น�ทคน�คข�งร�บบง�น� 

1.1 ด��น�System�Architecture�

1.1.1 ร�บบง�นต��งท�ง�น�บบ�3-tier�Architecture�� 

1.1.2 ร�บบง�นท� � �� �บร �ก�ร� �ทธ��ต ��ง�ป �นล �กษณ��Web-Base�Application��ร ���Windows�

Application 

1.1.3 ร�บบ��ม�รถท�ง�นบนร�บบปฏ�บ �ต�ก�ร� (Operating�System)�Windows�Server�2019,�

Linux��ด��ย��ง�ด�ย��ง�น��ง 

1.1.4 ร�บบ��ม�รถท�ง�นง�นบนฐ�นข��ม�ล�ช �ง��มพ�นธ��(Relational�Database)�ต ��งร�งร�บ�

Microsoft�SQL�Server�2019,�Oracle�Database�(�ม �ต ��กว ���Version�12c),��PostgreSQL

�ร���Maria�DB 

1.1.5 ��ม�รถ�ช���มร�บบ�ข��ก�บ�Microsoft�Active�Directory��ร���LDAP�ข�งธน�ค�ร�พ���คว�มง��ย

ต��ก�รบร���รจ�ดก�ร�Database�ข�ง�Users�

1.1.9�� ร�บบท��น���น�ต��ง��ม�รถบ�นท�กร�ยก�ร�(Log)��พ���ก�รตรวจ��บ��ล�ผ���ช�ร�บบง�น�ต��ง�ม�

��ม�รถ�Delete��ล��Insert��ด���บ�ง�ป�น�

- ข��ม�ล��ต�ก�รณ�ก�ร�ช�ง�น��ร�น�ทศ�(Audit�logging)�

- ข��ม�ลก�รด��น�นง�นข�ง�จ���น��ท��ท���ก��ยวข��งก�บร�บบ�(Administrator�and�operator�logs)�

- ข��ม�ล��ต�ก�รณ�ก�รปร�มวลผลข�งร�บบ�(Application�Log)�

1.1.10 ผ��ร�บจ��งต��งด��น�นก�รต�ดต��ง��พพล��คช��น��ล�ข��ม�ลท��ง�มดข�ง�ครงก�ร���ม��ย��ภ�ย�ต��

Server�ท��ธน�ค�รก��นด�

�

1.2 ด��นม�ตรฐ�นก�รร�กษ�คว�มปล�ดภ�ยข�งร�บบ�(System�&�Web�Application)��ย��งน��ยด�งน���

1.2.1 �ว�บ�ซต�ข�งร�บบต��งม�คว�มปล�ดภ�ย�น�ช�ง�น��ดย�ช��Protocol�ท���ข��ร���ล�บ�นก�รร�บ��ง

ข��ม�ลร��ว��งผ���ช�บร�ก�รก�บ�Web�Server��ช�น�HTTPs���

1.2.2 ร�ป�บบก�ร������รต��ง�ช��Protocol�(SSL�3.0/TLS�1.2)��ป�น�ย��งน��ย�

1.2.3 ม�ก�รท��End-to-End�Encryption�ท��ร�ด�บ�Application�Layer��พ���ร�กษ�คว�มล�บ�ล�คว�ม

ปล�ดภ�ยข��ม�ลผ���ช�บร�ก�ร�

1.2.4 ต��งม�ก�ร�SCAN�ร�บบ���ดยต��งคร�บคล�ม��ล�ป�ดคว�ม����ยงข�ง�OWASP�TOP�10��นป�ล����ด�น

��วนข�งก�รพ�ฒน��พ��ม�ต�มจ�ก�Software�Package�ท��น���น��
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1.2.5 ผ� �ร �บจ��งต��งด��น�นก�ร�ก��ข�ล�ปร�บปร�งร�บบต�มผลก�รทด��บ�ร��ข����น��น�ข�ง

�จ���น��ท���ท�����บร�ก�รท�งด��นก�รทด��บ��ช��ง��ว�ข�งร�บบ�(Security�Testing)�ท��ธน�ค�ร

ม�บ�ม�ย���ด��น�นก�รทด��บร�บบ��
�

1.3 ก�รควบค�มม�ตรฐ�นคว�มปล�ดภ�ยข�งร�บบฐ�นข��ม�ล�(Database)��ย��งน��ยด�งน���

1.3.1 �ม��ช���ทธ���นก�ร�ข��ถ�งจ�ก�Active�Directory�����ร��งบ�ญช�ผ���ช�ร�บบง�นภ�ย�นฐ�นข��ม�ล��ล�

ก��นด��ทธ��ก�ร�ช�ง�น��ล�ควบค�มก�ร�ข��ถ�ง�����ม���มก�บ�น��ท��ข�งผ���ช�ร�บบง�น�

1.3.2 �ม��ช�บ�ญช�ท��ม���ทธ����ง��ดข�งฐ�นข��ม�ล�นก�ร�ข��ถ�งฐ�นข��ม�ล�ดย�Application�

1.3.3 ต��งก��นด��ทธ��ข�ง�Application��นก�ร�ข��ถ�ง�ฐ�นข��ม�ล������ม���ม��ช�น�ม���ทธ����นก�ร�

Insert,�Update,�Delete�ข��ม�ล��น�Table��ท��น��น��

1.3.4 ตรวจ��บ�ล�ทบทวนบ�ญช�ผ���ช�ภ�ย�นฐ�นข��ม�ล��ล�ลบบ�ญช�ท���ม��ด�ม�ก�ร�ช�ง�น��กจ�กร�บบ

ฐ�นข��ม�ลก��นข��น�ช�ง�นร�บบ�

1.3.5 ป�ดบ�ญช�ผ��ท��ม�พร��มก�บก�รต�ดต��งฐ�นข��ม�ลคร��ง�รก��ร���ปล��ยนร���ผ��นข�งบ�ญช�ผ���ช�ด�งกล��ว�

1.3.6 ต��งก��นดร���ผ��น�นก�ร�ข��ถ�งร�บบฐ�นข��ม�ล���ม�คว�มม��นคงปล�ดภ�ยด�งต���ปน���ป�น�ย��งน��ย�

(�ดย����ป�น�ปต�มน�ยบ�ยท��ธน�ค�รก��นด)�

- ต��งม�คว�มย�ว�ย��งน��ย�8�ต�ว��กษร��ล�ต��งปร�ก�บด�วย�ต�ว�น�ง����ต�ว�ลข�ต�ว��กษร

พ�มพ���ญ���ล�ต�ว��กษร��ญล�กษณ���ต�ล�ชน�ด��ย��งน��ย�1�ต�ว��กษร�

1.3.7 ก��นดค��ต�ดต��งร�บบฐ�นข��ม�ล�พ����ม��น�ญ�ต����ช�ง�นร���ผ��นท��ม�ค��ว���(Null�password)�

1.3.8 ต��ง��พ�ดต�Patch��ปร�กรมร�บบฐ�นข��ม�ล����ป�น�ว�ร�ช��นล����ด��นกรณ�ท��จ��ป�น��ล��ธ�บ�ย

ถ�งผลกร�ทบ�นก�ร��พ�ดต�Patch����ธน�ค�รทร�บ�พ����ป�นข��ม�ลปร�ก�บก�รต�ด��น�จ�Patch�

1.3.9 ร���ผ��นท���ก�บ�นฐ�นข��ม�ล�ต��งม�ก�ร�ข��ร���ข�งร���ผ��น��ม��

1.3.10 �ม��ช�ว�ธ�ก�ร�บ�บ�ญช�ผ���ช�ร�บบง�น��ล�ร���ผ��นข�งร�บบฐ�นข��ม�ล�น�Configuration��ฟล��

�ดย�ม�ผ��นก�ร�ข��ร���ร�กษ�คว�มปล�ดภ�ย�

1.3.11 ต��งม�ก�รจ�ด�ก�บก�ร��ร�งข��ม�ลข�งร�บบฐ�นข��ม�ล������ม���มต��ก�ร���บร�ก�รท��ธน�ค�ร

ก��นด�

1.4 ด��น�Web�Application�

1.4.1 ร�บบ��ม�รถท�ง�นบน�Browser�ด�งน����ด��ป�น�ย��งน��ย�

- Chrome�Version�92.0��ร����งกว���

1.4.2 ร�บบง�น��ม�รถ��ดงผล�ด�ท��งภ�ษ��ทย�ล�ภ�ษ���งกฤษ�

1.4.3 ร�บบ�Call�Center�ต��งม��Database��พ����ก�บข��ม�ลท���ก��ยวข��งก�บร�บบ�Call�Center��ดยถ��

ต��งม�ก�ร�ช�ง�น�License�ต��งจ�ด���License�ม����ธน�ค�ร�ดยครบถ�วน�

�

�
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2. คว�มต��งก�รท�งด��น��ร�ด�วร��(Hardware Requirement) 

ต��ง��น�ค�ณ�มบ�ต�� (Specification)�ข��นต���ล�จ�นวนข�ง�Hardware�ท���ก� �ยวข��ง�นก�รท�ง�นข�ง

ร�บบ�Call�Center��ล���ม�รถร�งร�บก�รขย�ยต�วข�งธ�รก�จ��ด�ภ�ย�น�5�ป���พ����ป�นข��ม�ลปร�ก�บ�น

ก�รจ�ด�ตร�ยม�Infrastructure�ข�งธน�ค�ร�ว����ร�บ�ครงก�ร�Call�Center�น�����

�

2.1 ��ปกรณ�ช�ด��ฟ�ง (Telephone Headset) ���ร�บ�จ���น��ท��ร�บ�ทรศ�พท� (Agent) จ�นวน 10 ช�ด ต��ง

ม�ค�ณ�มบ�ต��ย��งน��ยด�งต���ปน�� 

2.1.1 ��ปกรณ�ช�ด��ฟ�ง�(�Headset�)��บบค�ดศ�รษ���ช����ร�บพ�ด�ล�ฟ�งปร�ก�บก�ร�นทน�ท�ง

�ทรศ�พท��

2.1.2 ช�ด��ฟ�งจ�ต��ง�ป�น�บบล��พงล�ยข��ง�ด�ยว�(Floating�Receiver)��ก��ยว����ร��ค�ดศ�รษ���ล�

ต��ง��ม�รถ�ช�ง�น�ด�ท��ง��ซ��ย�ล�ขว���พ������ผ���ช�ง�น�ม�ร����ก���ด��ด�ม���ต��ง�นทน��ทรศ�พท�

ต���น���ง�ป�น�วล�น�น�

2.1.3 �ม�คร�ฟนร�บบต�ด���ยงรบกวนร�บด��น�ด��ย��งด��(Noise�Cancelling�Microphone)��ก��น

�ม�คร�ฟนต��ง��ม�รถด�ด�ล�ปร�บร�ด�บ����ย���นต���น�ง�กล��ล��กลจ�กป�กข�งผ���ช�ง�น�ด��

2.1.4 ช�ดค�ดศ�รษ��(Head�Band)�จ�ต��ง�ข�ง�รง�ม���กง��ย����ม�รถปร�บร�ด�บ����ข��ก�บขน�ดศ�รษ�

ข�งผ���ช�ง�น�ด������

2.1.5 ��ม�รถถ�ด�ยก��ยร��ว��งก�น�ด�ร��ว��ง��ว�คร���ง�ทรศ�พท��ก�บ��ฟ�ง��ดยท���ม�ต��งถ�ด��ฟ�ง��ก

จ�กศ�รษ��

2.1.6 ช�ด��ฟ�งต��งม�น���น�ก�บ����วม�บ�ย��ดยต��ง������ยงคมช�ด�ท��งภ�คร�บ�ล�ภ�ค��ง���

2.1.7 ��ย�ค�บ��ล��ป�น�บบ��Coil�Cord�

2.1.8 �ช���มต��ก�บ�คร���งค�มพ�ว�ต�ร�ด�วย��วต���USB��ล�ม���ว�ปลง���ร�บต��ก�บ�คร���ง�ทรศ�พท��บบ�

IP�(IP�Phone)�

�

2.2 �คร���ง�ทรศ�พท��บบ IP (IP Phone) จ�นวน 10 ช�ด ต��งม�ค�ณ�มบ�ต��ย��งน��ยด�งต���ปน�� 

2.2.1 ��ม�รถ�ช�ง�นร�วมก�บต����ข���ต�นม�ต��บบ�IP�(IP�PABX)�ท����น��ด��ย��งม�ปร���ทธ�ภ�พ�

2.2.2 �น�บ�น�นม�ตรฐ�น�SIP�(Session�Initiation�Protocol)�

2.2.3 ม��Voice�Lines��ม�น��ยกว���4�Lines�

2.2.4 ม��น��จ��LCD����ร�บ��ดง�ถ�นก�รณ��ช�ง�น�ทรศ�พท��

2.2.5 ��ม�รถร�งร�บม�ตรฐ�นก�รบ�บ��ด���ยง�(Voice�Codec)�G.711��ล��G.729��ด��ป�น�ย��งน��ย�

2.2.6 ม��Speaker�Phone��บบ�Full-duplex���ม�รถ�นทน��ด��ดย�ม�ต��งยก���

2.2.7 ร�งร�บก�ร�ช�กร����ฟฟ��จ�ก��ปกรณ�กร�จ�ย��ญญ�ณ�คร��ข��ย�(Power�over�Ethernet�)��

�ดย�ม�ต��ง�ช���ปกรณ��ปลงกร����ฟฟ��จ�กภ�ยน�ก�

2.2.8 ม�ช��ง���ร�บ���ยบ��ฟ�ง�(Headset) �
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2.2.9 ม�ช��ง���ร�บ�ช���มต��ก�บร�บบ�คร��ข��ย�(Ethernet)�10/100/1000�Base-T��ม�น��ยกว���2�ช��ง�

2.2.10 ��ม�รถ��ดง�ม�ย�ลขผ���ทร�ข���(Caller�ID)��ด��

2.2.11 ��ม�รถพ�ก��ย�(Call�Hold)���น��ย�(Call�Transfer)��ล�ปร�ช�ม��ย�(Call�Conference)���ด��

2.2.12 ��ม�รถปร�บคว�มด�งข�ง���ยงกร��ง,���ฟ�ง��ล��Speaker�Phone��ด��

2.2.13 ร�ย��วล��นก�รร�บปร�ก�น�(Warranty)��ม�น��ยกว���1�ป��


