uNWUHURNNS Usednd 2561 @1 Customer (Satisfying Existing Customers) wuunasu nue.NU.01.3

1. InquszaeALBegnsAans 2. NAYNSITAUIANT 3. NaIIANIIANTNIY 4. Wmne
- SO3 1A lUNNINDUANBIAIINABINITVDS - CR1 8NT2AUAATIIUYRINGRS UaILAY - Aufiswelavegna - lsisfouninAade 4.37
VNNGNGNA nshiusn1svesgna - AnuianelavesgnAngutiuegend -liitfenindade 4.41
- AnuiswelavesgnAngudlve - lsitfouninAade 4.33
- AUTIND1VDIPNANGUDAAMNTTU - laitfosnineniade 4.36
- auiianelavesgnAnngudue - lsifouninAade 4.32
- AuienalavesngugnAsedAy - laitfosnineniade 4.28
(Key Account)
- Sovavvastodoasouirnidunslduduess - evar 100

A3 SLA f1n9iun

5. NAYNSILAUAIBI1U 6. A IANITANTUIIY 7. Wvang
- CR1 9NTEAUNINTTIUVDINGNT IR - AUTINBl0IgNAT - lsiffonindade 4.37
N5AUINISYRIaNA - AnuianelavesgnAnguiuegende -liiffesnindade 4.41
- ATeNe VDN ANFUNIAIYE - litfosnineniade 4.33
- ANUTanelavegNAING NN - liitfoninAade 4.36
- prwfianelavesgnAnngudug - laitfosnineniade 4.32
- AnuianelavesngugnATedfy -liitfonindade 4.28
(Key Account)
- SovavvestodoaFouididumslduduede - fowaz 100

A1 SLA Ainum
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8. wnueU / 1AseNIs / ¢y 9. unuuUR 10 11 12 13.quusEann 394
(Operating Strategies %@ Strategic Initiatives) (szufanssunanneuysunawiserdmuneg) aaudl 491280 NUIYURAN (&uumn) (&uumn)
(Activities / Action Steps) (1) anu
(2) s
(3) Bu 9
1.3 Andszuulssdiuenufianslauuy Touch Screen HUS, NUR. | 3.0.-5.0.2561 | nvla.elanyy - -
dmsuminesusnsiayninsetu
Wanigng nnin.1-3 uag Ana. i
1.4 M35uTideagnmluomiewiieg UEUN | 1.A.-5.A.2561 | nita.elanuy - -
(5 goen19 15 naln) fifeadies

- (2) il 1-3 , nola. Sudindeyaifasvesgnéniifitud iy VUNUN | 1.A.-5.0.2561 | nvia.elanuy
wsadanslile aslunuulesu VOC-60-004 (land1suuy 5)

nnads wavasurusmaduwuunesy VOC-60-003

(tLNEITUUU 6) VOC-60-001(tanansiuy 7)nnlasuna

- (3) NMN.1-3 , e, dhdeyaannde (2) aasyuu PEA NAUEUN | 1.A.-5.A.2561 | nitalanyy

VOC System Vgnﬂ%\‘l
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19usns (sip)

uinsvedlnesgldla’ (lanansuuu 9)

Whinane Aededosavuadidavessiuauidoididouly
auUszanusnsal

- Suveldlnl awadwesldiiu 30 woud wiou
drsvarsssudlenlanigly 15 ud lddeeninieeay 95

- wadles wunliwesliiiu 30 woud Andmesla

melu 24 v lddesnindovay 90

~ ggnoransasiladiiu 200 wes awadwesliiu 15 woud
Prszanvggansonasssuionla nelu 30 Wi
laitipaninsesas 80

- YYIYVBULIANITIAUINNT One Touch Service “ﬁuﬁuaﬂ

wailedhitesniniagar 30 vesveld UinsuaniumLiles

8. uHuIU / Tasenis / U 9. UHUUHUA 10 11 12 13.9uUszana 37U
(Operating Strategies %@ Strategic Initiatives) (szufanssunanneuysunawiserdmuneg) dauf 491280 NUIYURAN (&uumn) (&uumn)
(Activities / Action Steps) (1) anu
(2) s
(3) Bu 9
o " = . s P
WHUSIUA 6 UNTEAVIIATTIUANAINANT 6.2 AanuNan1suINTEUIUNTT "USNsgnla R Tnslau WU, 1.A.-5.0.2561 | nid.nlanvn - -

29




8. wnueU / 1AseNIs / ¢y 9. UNUUGUR 10 11 12 13.quussana 57
(Operating Strategies #3@ Strategic Initiatives) (szyfanssumdnndeudsunamserdneg) anuii daaan | wdhsaunan | @wun) (&uun)
(Activities / Action Steps) (1) }au
(2) ¥N"3
(3) 9u 9

6.4 wsguANUNToUNIANTUNITE AudsIvn1sasaINn NNUHUN [ 1.A.-5.A.2561 | Awa.mlanuy - -
(Government Easy Contact Center : GECC) d1i5u ANENIIU
v, Fidsldrunnsiuses
e

- v, fifinnundouuazinuna 26 4o S 9wk
(Usznaude nwla. Aluenansivmi 2 $u waz nvla. 7
USuuse Front Office Tusnismuguuuulng)

- nua(n3) iy nite. Ussilliumuadinnunaeiunnesgiu | aneinaws | w.a.2561 | naelanuiy
GECC (d1uau 26 U9 ) (neluifiou w.a. 2561)

- nua.(n3) swwnu nia. iWmnedavinluadasds AMNEINIUT | nw.2561 nla.n lanvu
wWdsenan (Meludou naw. 2561)

- avln.3 SauiU /15.(03) asrauseidiu (lesuna 2) 13.8.-41.8.256 1

- AQENTINNS GECC w09 alw. axauszdudielinig N.A.-N.8.2561
Fuses (lnsuna 3)
6.5 mu‘u’%mimmmwi’wa&gnﬁwﬁmﬁu’%ms M AUINTT HUS. 1.A.-5.A.2561 | Ava.alanvu - -
Tnegntingu Front Manager W%@m%ﬂﬂEﬂNaﬁ’]LﬁUHﬁ FM
Tolausiuy Lavlayymavassalunisliuinig
wunne

-vg18KaN 1394 TUN13 Front ManagerlUgls nwa.ynuvs WU, 1.0.-5.0.2561 | nwla.e.lanunw

Tud 2561 FM

- IBURAAENNNT il 1-3 nuvienlasinag nuw.1-3 | u.A-5.A.2561

(PULUUNBIUIIBNUN B15.(n3)Mrun)
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8. W3 / 1ATINT5 / 97U 9. UHUUHUA 10 11 12 13.9uUsza0d 374
(Operating Strategies %@ Strategic Initiatives) (szufanssunanneuysunawiserdmuneg) aaudl 491280 NUIYURAN (&uumn) (&uumn)
(Activities / Action Steps) (1) anu
(2) ¥inms
(3) Bu 9
6.6 MaumnnuUIMsANLAIAnTIvegnA FM wA-dle. 2561 | nvlaalanei | (2) 0.038 0.038

MnldUsng a 9U3N1T (Front Manager)

Best Practise nwv. ay 1 ﬂ%-;q

(Uan./su1m1s/m3 auslng)

o = ° o |
L{]’]WJ']H ﬁ]ﬂﬂﬂ‘lﬁﬂ@\‘i’m o F@UnNu/mMugNUNUY
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(szyfanssuvanniendsunavsadvang)
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6.10 VEUNANITIAUSNNSANUNSEUIUNLY LT LUU

PEA Doing Business Asuvn nel. n anin

Wanigng yn nni. 99380, 0 nvla.

& o A P a &

AUATUN 1 1A, 2561 WIBUTIBNURANNLABY MUTURDU

BUIR SHN.(Ma) SN INTUNY KN, a9TuR 22 a.a. 2560

fOMNYNIIED a@3n.(n3) 583/2560 a. 18 @.A. 2560 uag
o s Ao

FgNURANNABUALLUUNBTUNNYUA (lBnaETswUY 11)

10
douil

WUR.

11
B29L781

1.A.5.A.2561

12
AUBITUAAN

Ana.m.lanuy

13.9UUssun
()
(1) }au
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8. wnueU / 1AseNIs / ¢y 9. UNUUGUR 10 11 12 13.quussana 57
(Operating Strategies #3@ Strategic Initiatives) (szyfanssumdnndeudsunamserdneg) anuii daaan | wdhsaunan | @wun) (&uun)
(Activities / Action Steps) (1) anu
(2) Mg
(3) 9u 9
AU TSN
UAU9IUENTEAUARININYTNITYDY NYN.3
AU 1 8NTEAUYINISIIUN TN 1) uasvayausuaulnuazlnay Iy PEA Call Center 1129
Invaevad nWn.3 U 2561 1.1 asalusuauln
- anWwW.1-3,nua.,nue. ugasauauln Tu RN, 4.A.-5.0.2561 | ava.e.lanvu
www.pea.co.th ynzwzmmf
1.2 nsallway
- udangnisallwaulyi PEA Call Center 1129
’irudan1dlns. 9898
1) mgmisallwauiula/aarids/areas/ns. AYY.(n3) |u.A.-5.A.2561 | Avy.(n3)
gugAIUANNITTIB N - Audun1s
2) ign13adlway (Drop Out Fuse/vislouuas ) NY. 4.A.-5.7.2561 | avla.e. lanviu

AL 1-3,ana., nnle. - andunis

i
-nsglusuauln udauausruaulnly website yningnisal
-nsadlWav uialsi PEA Call Center 1129 n31Unn

igni5ad W1uYean19n15ing 9898
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8. uHuIU / Tasenis / U
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9. UHUUHUR
(szufanssunanneuysunawiserdmuneg)

(Activities / Action Steps)

10
a0udi

11
B29L781

12
NUYITUNEN

13.9uUszuned
(&uum)
(1) }au
(2) Mg
(3) 9u 9

57U
(BFuun)

HEIUNTIUI] 1 ENTEAUUSATITIIULA WA
Indasvad nwWn.3 U 2561 (Aa)

2) Wiy Website uandawuilway " Outage Map "
Update Realtime % Circuit Breaker figa1id
n3vdane WilWoatuayudayalsl PEA Call Center
nauTiaaglein

wavaing Asuyn aWW.aiaan1s6uszUY SCADA la

3) Anfalda1u4 GPS Tracking " Wayrouth" Aan s ig
sounlw a1msu aww.1-3 , nWa.anv., nwe.nan.

g AnRNATUNY NWW.9U1-3 , NWA.ANY. LA
nwe.LynAn.

4) dr5uazUszduaduninala viuuinisudlnihdndad
gFmsuglalninlnsudesiuiaaas nwn.1-3,nWa., nwe.
g d1579uazszidiunanituninelagnatmnsie
iudangnisallwilindossiruioaasudln

5) louae wiadigldlninsudslnihdndasiiiasasudin
a1¢/li919 59 ldausu (Ui PEA Call Center 1129
waaine yn nu. Tudsna nwn.3 dn1saadiszuulauaie
nsglaglaiae wialsiiiauiv Asunn nuw.

any.

any.

wnv.

any.

d.A.-5.A.2561

d.A.-5.A.2561

d.A.-5.A.2561

4.A.-8.A.2561

nwa.0.lanvay

nwa.a.lanvy

nWa.a.lanviy

nwa.n.lanvy

(2) 0.15

(2) 0.100

0.15

0.1
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wHuUURANTS Usednl 2561 #1u Customer (Satisfying Existing Customers) wUUWBIH NWE.NU.01.3

1. InQUszasAITENsAEnS 2. NBYNSILAUDIANT 3. N IanTsALIuY 4. W
- SO3 4aiuNIINBUANBIAINABINITUDS - CR2 nMsaduauduiusivgnalussezen? - AUTIND1DIgNAN -laitfosndinAnade 4.37
NNNGUGNAT - amnuianelavesgnAnguiiuegende -liiffeunindiade 4.41
- anufanelavesgnAngunifivg - liiffounindiade 4.33
- AnufanelavesgnAINguanaIn sy - laitfosninAnade 4.36
- anuilenelavesgningudug - laitfoninAnade 4.32
- anufanelavesngugnansedfiy - liiffounindiade 4.28
(Key Account)
- fovazvostoiesSouiiduiunsliuduaie - Sovar 100

A3 SLA Ainvue

5. NAYNSILAVEIBINY 6. NaTIANTITANTUNY 7. Wmane

- CR2 msaswaudumiusivgnAnlussezen - Anuianelavesgnan - laitfosninAnade 4.37
- anuianelavesgnAnguiiuetende - litfosninAnade 4.1
- anufanelavesgnAngunifivg -laitfosndinAnade 4.33
- AufienelavesgnAINguenaIN Ty - liitfosnindiade 4.36
- anuilenelavesgninguug - liitfeninAnade 4.32
- anufanelavesngugnanedifiy -laitfosninAnade 4.28

(Key Account)

- $ovazvestodosFuuiididunsliudade - $oag 100

A3 SLA A1nvue
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8. whuy / 1Asan1s / 9y 9. WNUUHUR 11 12 13.9uUszana 39
(Operating Strategies %39 Strategic Initiatives) (szufanssuvannieudsunamseidmuneg) Y9198 wgIURan @wum) | Ewuan)
(Activities / Action Steps) (1) asvu

(2) YN
(3) Bu 9




8. whuy / 1Asan1s / 9y 9. WNUUHUR 10 11 12 13.9uUszana 374
(Operating Strategies %39 Strategic Initiatives) (szufanssuvannieudsunamseidmuneg) A0l Y9198 wgIURan @wum) | @wum)
(Activities / Action Steps) (1) aau
(2) N3
(3) Bu 9
1.1.3 @4ilun159@311 Promotion &13iugnA1516/lusl BN, u.A.-5.0.2561 | nla.e.lanyIu

* pugyhaiindsyavsnmmaugsiaety
sununeaseszuulniliglal (co2.2)
wazuU1gssnwssuulninnngly (SERVICE PACKAGE)
warn13geyLdegnA1an SPP

(U nvin.3 7 108/2560 a2, 9 W.8. 2560)

(nln.sTugianivdoudas) e
1. NauUN5Y18(MINBYLTA HIN.A2.23 131.8.51)

- MssudsziupainIn painImaIUneaisEuulni
uazgunsal 1 JuazsusenunanImaivgesng) 6 iaau
2. ¥AINITYIY(AINDYR HIN.82.23 (31.8.51)

2.1 vidlouvasvurnlaiiuy 250 1adte. szeziaan 1 Ugas 1
ase Usznausay
- MIATIVFOUTTUYTIMUIEY (Patrol Man)neluaaiy
Usenaunis uas neguan
- mslusnsandulsiusiaassuuamiigvasgna
- thgeshwmdouvasvasgndrmumaninassii nwin
119U

2.2 vdlauvasuny 250 1adte.ualsitnuyuin 2,000 tAdle.
Fudunsiuieany 2.1 iiuusnsdaeniiuiouns 1 ase
2.3 wdlautauny 2,000 1a3ta andunIsiduagIny 2.1
uaz 2.2 ANYENITANgndevIeAIINEZIANE 1 ASS
sy
- A, 1-3 wag nWa. $1891UNANTTAUTUIY
ynlnsung muuuunasuinaiaIT* imun

39




8. WU / 1A3IN135 / 91U 9. WNUUHUR 10 11 12 13.9uUszanad | 99U
(Operating Strategies %39 Strategic Initiatives) (szufanssuvannieudsunamseidmuneg) A0l 4294987 wgIURan @wum) | @wum)
(Activities / Action Steps) (1) aau
(2) N3
(3) Bu 9
1.2 M3guagnA151edAty Key Account Management (KAM)
1.2.1 YSulseteyaddyuadgnansiednfey (KAM) KAM u.A-1.0.2561 | nwla.elany - -
Tulusunsy BIC-SAP T dutlagiu
wWhnaie 91y 787 18
Uug. 48 , @W. 28, na. 25, @A. 120, @ns. 87, yus. 30
i, 13, Aanu. 100, auu. 150 , nwd. 24 , U%. 33
unga. 10, au. 10, ua. 40, nun. 17, @A.2(uwl) 52
nild.n lanvu 16 518
1.2.2 wilneu KAM uSmsanuduiusivgnandimaneg KAM U.A.-5.0.2561 | nua.nlanuiy - -

mugilos wastuiinualulusunsy BIC-SAP
Wiy
= a 1 °o w v o
- BeudaugnAedAguuudnulaenineu KAM
nnse lidesndn 1 ATy
- IUMsARdedeasiugnAT @Ay
Liveenin 4 asvae/d
nvla.nlanvw 16 918
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8. WU / 1AS9NI5 / 91U

(Operating Strategies 730 Strategic Initiatives)

Ussammsiugndn| avin.l | avn2 | nvn3
nau High 431 631 325
nau Medium 835 1,423 992
n&u Low 230 398 306
HaTIMRInNA 1,496 | 2452 | 1,623

9. UNUURUR
(szufanssuvannieudsunamseidmuneg)
(Activities / Action Steps)

v 1

1.3.2 Madendougninseddy gninyadgs
(High Value Customer) gnénselng) gnAnlu
fnugnamngsy wargnaluiiuiiifinsudedutuser
hwiang uissungugnén dail
- Ny High Seeay 100 F1uU 325 918
- ngu Medium ladeendn feeag 60 31U 595 518
- ngu Low Litdesndn Seway 40 d1uau 122 518
Ve aaeysiA Wan. asudl 4 saney 2560
(7l #15.(n3) 736/2560 asuil 26 fugeu 2560)

Ug. 68, @W. 33, N9. 38, @M. 328 , @ns. 110 ,UuU4.33
8y, 20, M. 120, B, 104, nwa. 15, uv. 56, Una. 7

AU. 5, Ua. 27, nun. 14, d@a.2(und) 64 (ond1suuu 12)

10
douh

KAM

NUB., WAU.

11
P98

1.0.-5.7.2561
lasuna 1-3
45 57

12

AUIYIUNAN

N GRIAGILRN

13.9uUszuna
(@)
(1) amu

(2) YN
(3) Bu 9

(2) 0.522

RN

(@uun)

0.522

a1




8. whuy / 1Asan1s / 9y 9. WNUUHUR 10 11 12 13.9uUszan 59
(Operating Strategies %39 Strategic Initiatives) (szufanssuvannieudsunamseidmuneg) a0 4291981 wgIURan @wum) | Ewuan)
(Activities / Action Steps) (1) asvu
(2) yinn1s
(3) Bu 9

1.0.-5.7.2561 | nwa.mlanwuny (2) 1.300 1.300

1.4 dussyudunwgnensglgflunui nin. Alisgla KAM

117737 100 ANUUIN/40DY

wWhniane wusnungugnan
- NgY High $awag 100 97w3U 325 578

- ngu Medium hifesnadn Foway 60 91u3u 595 518
- ngu Low Wivesndn Sewar 40 911w 122 578

NIBNE ALOUIIR WIN. AITUN 4 HatAL 2560

Uszunnnsiugndn| aWnl [ adnz | avin3 ) )
ngu High 431 631 325 (11 #15.(n3) 736/2560 asiuf 26 fiugneu 2560)
el Pl 835 | 1423 | 992 - i dudninaa S9uau 13 wis Tawa
ngu Low 230 398 306
PR vavs | 2452 | 1625 Ug., NI, &N, , @A, , DU, , NNU. , UY. , UA. , Nun. ,
oM. Ul , @A.2 , ans.
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8. WU / 1AS9NI5 / 91U

(Operating Strategies 730 Strategic Initiatives)

9. UNUURUR
(szufanssuvannieudsunamseidmuneg)
(Activities / Action Steps)

1.5.1 npwn.1-3 . nwld. SaudseyumiTenumuaeaiy

Wo IRV IMAUUSTUUTITZUU IWA 2 29
N59USUYsEaIa) YaINUIENIUTIVAIT
g

- NW.1-3 , nWa.3nvigIudayagnAImuaeIuTIvnIT
- NWW.1-3 , nla. (91T sEyunITenunie9IuTIYNIT
yNATINTauLNTUUINITIATY

1.6 Wannnsiiaszavsnmdeansiugniuas
nsliusnisungednuwdatesiuniulasans Happy Care
wWvianng

- . 1-3 WeyrugnAndinaulay uazdngs E-form
wWhine 30% vesdnuugnAseivg (lenaswuy 13)
- ANH.1-3 @FUTIBNUHANTATLIIL WIS NUA.
NNlasEna (na1suuy 14)

10
douh

KAM.

KAM

11
P98

U.A.-N.8.2561

U.A.-5.A.2561

12

AUIYIUNAN

N GRAAGILRN

Ana.m.lanvu

13.9uUszuna
(@)
(1) amu

(2) YN
(3) Bu 9

RN

(@uun)
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8. uueu / 1Asens / 9y

(Operating Strategies YD) Strategic Initiatives)

9. WNUUFUR
(szufanssuvannieudsunamseidmuneg)
(Activities / Action Steps)

10
aﬂ']u‘ﬁ

11
P29L781

12

NUIIIURAN

13.9uUsganal
(&uum)
(1) amu
(2) N3
(3) Bu 9

LY

(@ruun)

1.7 nsdeanssiiu SMS (Msudealiii)

1.7.1 Waywruigldlnihamedeusuusnisudee
sy SMS
wvisne
- gnensegeesiglal (U 2561) fosay 100*
- gnénsnetiesiignendnglil® 2561)3puaz100*
- QAT IEYRETIELAY avauindulitosndn
Sovay 10 maﬁwmugﬂﬁwﬁawmﬁawﬁm

MU 113,894 578 (LOAFITLULUU 15)

RUELAG)
*hji’mgﬂﬁﬂﬁhjﬂisaqﬁaﬁm%’uﬁm'ﬁ
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( Activities / Action Steps) (1) aavu
(2) ¥ihnns
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4. Wvune
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1,326 AU
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11
F29L281
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8. unua / 1Asanns / 91w 9. uWuUHUR 10 11 12 13.qulszanae | 5
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19591919589 #35.(n3) }
Whvisne dwau 26 Ay
- Q’Vie‘)’ﬂﬂmuﬂﬁammaﬁu an., Wan. NUw.1-3
- 0., 9., 39N., VIN. (§U18UTUARIEDIYTIVNT
widslitesnin 1 )
1.5 dnausuiussuumsdatodadneguiuull §3Ms | wA-da2561 | avaslanuy (2) 0.167 0.167

(e w.5.0 vl (fisdvann T 2560)
Whniane S 57 A

- nnnay, N 1-3, nvla., nvly. wiheauay 1 A
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(‘Activities / Action Steps) (1) awmu
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NNSUTNSINNOANUAINMINELAZ IR INYINITUTNS
(Auinan U 2560)
wWhwasng 119U 60 AL
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Whwng $1uou 1 3u @dwsuming Fm fidslaiu
N159UIY)
1.11 9paan TN UL INOUSIASUS N TUANLLD N3 | uA-.8.2561 nan.(n3) (2) 0.062 0.062

mausegianeliesiunsussendld

wWnyne 31U 26 AL

- 9., #AN.NNN.1-3 nLuaE 1 AU
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(2) ¥inns
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Ryl 2 uunuiandnenmyeanns 2.1 Sadmihoudiiadineusudngnsuuamenisi Nnnes | w.A.-3.8.2561 non.(n3) (2) 0.062 0.062
ilesesiunsiuiunulugsivly pananasmadailomuiiiesesiugsia Solar Rooftop nwn.1-3
wWhniaing 917w 26 AU
(®n., WaN.ANN.1-3 Bsuas 1 Aw)
W@ 2.2 SaRlnausuMangns PEA HIVE Platform ssuuusms 33T [1.A.-1.8.2561 nvla.a.lannu
UazdnNIsWaIIUB ATy
wWanuag 91w 70 AY (an. Wan.nww.1-3 ,nwa.
VIl 300 9)14%4)
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4 o/ 3
2. NAYNIISAUBIANT
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3. NUNIANITANIUY
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WUUNBIY NWE.HNU.01.1
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- ATLUUIEIING 80-100
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a A

iR RV R PP FGEETETT)
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7. Wuune

- ATLUUIEIING 80-100
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wWhwane lassnaay 1 ase
uNud 2 @Suadeenden warausssu ain. 2.1 daRenssuiaduadeanden viulan U3 danssay’ NNUHUN | 3.A.-5.0.2561 |nvlaalanuiu|  (3) 0.020 0.020
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