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Aunsuiluawase

4.12.1.8 wiawaduiunisiufluaia viedsiinsanunazsvezinaiiay
sufumsliifeasounsiu nsdififfosseundasesdesSouriumhsnunems 35 vieenvu Weeu
Juasmhsnusunis 55 videlenautunaudaeg

4.12.1.9 Uanulusyuuiuiludearasgna (PEA-VOC System)

4.12.2 dhunuiiguasnuiaietng (Network)

01221 $uBesarnrnaunsasdenuazainnveaiesifentostunusiu
wotevianua wazsdunsudluamade

11222 NwsuLagAiumsuiluEesauain meluszoznaimuunsgiu
nshauinsvesnsinidrugiinie

4.12.2.3 wiawaduiunisiufluaia viedsiinsanunazsrezinaiiay

aiunsiigseaseunsu
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Code Tuszuy
Furladesvasgnn

n135uileand1anngudivia (Digital) Wruszuuaaulalvas nuia.

(PEA-VOC System)

- PEA Application 11 PEA Smart Plus, CRM Plus tHugu - fan./lwn. Code M
- PEA V-Care - fan./fnwn./Has. Code V
- PEA - Email - Wan. Code |
- PEA live chat - Wan. Code C
- PEA website - Han./Hwy. Code |
- Social network LU Facebook, Twitter, Pantip.com Wudu | - dag./elan. Code |
n1s5uilaidesvasgnArainngunienin (Physical)
- M35uilagnA1anIAliuIng (Service point)
> mi%‘uﬁqLﬁawaqqﬂﬁmmmiamdmamiﬂﬁﬁwﬁm’lu - dan./misnuiisy Code |
W39
> nssuiladssvosgnaiiu nsdwsidiinau - Mg nuizunds Code |
» mssuiladewosgnaiuifndelaenseiuguims - mhsaui¥unds Code |
> mssuiladeswesgndmiunissuienals anne - shn/Mmignuiisu Code |
In3ans W39
» nssuiladesasgnAinn PEA Shop, PEA Mobile Shop | - Y EURRILATIER Code |
> mssuiladesvesgndriuguduinmsgldl 1129 PEA | - Ham. Code C
Contact Center
- M3TuilegnARINNITIIAINTINGNANEUTUS (Customer
relationship activities channel)
> mn%m%ugﬂﬁﬁwﬁﬁm - A1-4/mU38U Code |
AAeados
> 3uImsgnensedfey (KAMT) - plan. Code |
> ouduuungnaselug - mhgnuiiuuds Code |
» nssuitadesvesgnadiunmssuilsnsanuan - mhpuisuude Code |
ns3uilsgnénrinungudue
- MhenuMNugua - dan/mhgau Code |
Asuud
- mssuiladesvesgnasiu IA/IR chat - tlae. Code |
- MsfuiladesgnAriiy Website 91N 1LA8U0N - lawn./elad. Code |
- msfuiladesosgniriu demavy - et/ Mgy Code |
A¥uuds

ey : Code C L3asiituiinlag 1129 PEA Contact Center
Code | FasiniinanuduiinunuiFesvidofFostuiinlagnss
Code M L%E]ﬂﬁm’ﬁ]’lﬂ PEA Smart Plus f{3esduiinlagnss
Code V Fosnmunlifiunann PEA VCare
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6. dyanyalnan1slavainszuuns (Work Flow Chart) fio nsladgydnualing 9 Tun1sidouunus

nsviuLve D sd nwazharAaNLduRLS N aundwsaz TunauluNTEUIUNITVING U

6.1

6.2

6.3

6.4

6.5

6.6

6.7

6.8

D

=

«—'—>

T
l

O
_—

—
pAS

Ao YATUAULALAUAAVRINTLUIUNNT

Aa AInTsukaznIsUURMY

Ao N1sdnaula

Ao fen1y/nseasulmuedauy

AB YALTauABTENINTURBY LYW NTANIT

a 1 v v
Weunszurunshiaiunsaaulanielu 1 vt

AD LBNE1S/51897U

B 31UVBLA

g AMIUANAINTIUNANTIAIATIAn TRy

' v ) a
Uoe/MeenIuAuLduiLAy
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N15USHISANNITVDSDILTEU

AUUINS

1ng

nasuImssruLTuileidesvasgnan
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7. HenN15kvavaensEuaUn1s (Work Flow Chart) (A1uu3n15)
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FONITUIRW & NTTUIUMTIANSTRS0uTEY (1uudnig) 3uRnvau nawimsszuuiuiladewasgnn dheuimsgnmdunius |dddnvasnszuaunis :
> v uo oy
Hdauau/ v e w y e . anA/gunluld nsaua/
. o Jaduddn mumaul,l,a:g,‘l UNAYDU NANARN/NANNS - o Zo
NITUIUNTINDUKUT fﬁzU'}uﬂ’ﬁﬂﬂlﬂ AIYIN
Suppliers Inputs Processes Outputs Customers Time/Indicators
. . . 1. Suiladesosgnan _ Buvemniusiareanie ARRANAT MY
- msfuilegnAtannngu N v Usnmeans
2 X o - . 4 - wuuvlesu VOC-65-01 &
na1/ munugnen A39a (Digital) H1u WBNUNTURATOUTD NS w waznaln
szuvoaulavas nuin.
- msfuiladesvasgndn
INNGUNENIN dsuifiudosvaagnin . .
. " e o fuImnsszag
(Physical) AR i fyseaau
- msfuilagnAnsiunga
A CHA
U9 . 5
2. Fuundsuanides .
- — - - —— - Gosdoiaueuuy
PR midgnuiisuiia Y mbenuiiieafes 4 " -
(*umsnde 5 Yo PUNUATUIATOLTD WY BTN ||| Soadumu Ailomsnauauasiedeives
19 sFuile (n@a., NUa./Han.uag.) - Bos¥eme gnA1
desvosniuazgildiu - Fosudunn
ladudennngu)
. M Uszifuitodu
FumauUTzaunuEe “qu”
menwnwi 73
Uuinduanasdu
FosfasiFeu (@rusms) uuutiaii VOC-65-03
w0 ()
(nenansd : Wwshwhenu /
fguaszuu VOC
wizwtydfuases dop e v s
L U Goefaadou (fuuing)
oyadaLyARa
v - Aun 1wl
N.A.2562 Y o
- ) - msliuins Ussanaan i
suilipunslytiidu P o oo 4
N - m3vmmiae/udarlvii Suitni3edlusyuu
dmadaens ; - .
N e 3. YuiiniGesadlussuu vOC - NOANTIN UMY PEA V-Care
ot ilunudeiuleyadiu .
ANzYIeIUN PDPA v - . - - T - msgnandwliin
ARG WA 2563 mhpnuiisuiinveute sy msnuiiiieades L
§ a0m - B
ulsuewazunUon n1s (naa., NUa./HANUAR)
Funsesdoyadouyana w.a
p563
wlsvgssnniviatoya
hasuuUfuR o i .
4. insunsesdminenuiiieltes PEA-VOC Dashboard
nvivl./AauA.nva. nUa/Han.uAa., mitenud
Weades
Service
Network
T
|
|
> |
5. avvanuieyauariaforoa ey !
aidiya - T | s e .
wlvl./Aua.nvla. nUa/Han.uag., MUY melu 5T
Rt
- wuurledy VOC-65-02
fya -
v
6. Mnaunun e dusuuilutym .
Thigenst |_,|- wuunedu VOC-65-02
HCEE
whenuiliieides W \/\
5 ,,\
c No 41\ D
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Fonszuawew 1 nsruaumssamsdadecioy (Fuudnig)

75

U

Ravau :nasuinissruuiuilaudewegndn dheuivisgndduius |da3invesnszuaunis :

c )

N

laidiya

lajwansu

7. dnauagvadutyn

vihenufiieades

Yes

8. dnflunsudly/ Usvaugiesuaswantadiiunu

avw/AuAnyia, nua/Kanuae, whsnuiiieados

9. g / Unisesluszuu voC

- gile “WRad sz dvBa s
usmIsTansteiesiouves
nwn.”

- 1M IPIUALA MUINTNIT
dhduginig wa. 2563

- “gilomsrfuguananisfis
CG-CODE-2020"

- wansliuinag /
Wisuifisuifuanagiuns
[Wu3nns / SLA

- giloudusd “msdnnsde

Sfousow” mslwihuava

avlvl/AuAAYE., NUA./HIN.UAY, GiiguaTzuy VOC

VBIMUIBNY

10. drranrmifiawelavdsmsudily

L—»f- wilsdoudsdruinneados

- Luuesy VOC-65-02

- wilsdeduasdios

syuumssuiladesgndn (PEA-
VOQ)

- wuuvledu VOC-65-02

FIBNUNEEITIVAUTY

. da
nea. faw./ ilsnuiiiisatoy

welavesgndvidanisudlude [

Jouiou

v

FUIMITEAuge uazdui

Weades

11. ajUuazyszdiunansliuinig

- SenunaaTULar A TIZE
nunmumsliuinms

naa. lan., NUa/uIn.ung

J

12. Ansgii / dvhunuBadoiu wisuausuuy

WuImn1eei1e

\-/—\

WIN., HUSNTITA UGS Uay
Lol G| g

et

- AT WINE/ UMY

- euRTA LALLM NS

naa. Waw., nua./nanuAl., mhesnuiieides

13. numunszuuNsIansteialieu

NEA. WaW., NUA/HINUAT., s uiiiedos

We
=
Y
Bl

AntunIg

\-/—\

H»f

nvnn. duiiieades

- uleuie / wwams / qile /

e Tun1sdanistadaSou

SLA/ mafimusnsgiu Hel

naa., N, nvivl. uaveu

Aoy

o v v o
fdsuau/ v o y e o e e e gnd/gunluld nsauLIaY/
\ o Yadwindn VUADULLASHIUNAYDU NANARN/NANNEUD o o Ko
NITUIUNITNDUNRUN nszurumMsanly fNIVIN
Suppliers Inputs Processes Outputs Customers Time/Indicators

olu 30 Yu vda

Futefouiou

Telnsana /
167

sodou / lasna
/50

lasuna 2

lasunaa
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8. WNURIN1I5IANITITDIEAYLIIAIU

U E TR AT PEA (USuyn R 4)
(Usswusrronndalen IA Chat : Bsue Assien Chat / IR Chat: Issue Report Chat

e T
PR
" ; Ol flwiaen . sidnliniioinm
1 Vs (10 waund it 2 iy CE e
~Kontsedinmeliam L ekl . kol
“Sesnabiahiawlusousani t heditor B
P S T LTl
wes i ol Yo Ragmrrmerre <
2 prenyrain (60 s Foprmwouiimde)
< el For s sl 6 mres) RTINS )
Aoty mrowhedilutigl 5 nawes) :' —
- et (et (30 remnd Fadamrlanisafnin
(mesimrd ) 115 msead awday
3 Sterrbuns (20 sy Wit Wl
et A AoRd 0o e ool
- racrbook Live #ie YouTube Uve wisdeit CUp ARy Ay et
Moo (0 wwwmth S, W 8
+ wepen 2 wsundeduly (5 seunu)
- Facrbock Live 45 ssunil
< Gh Clio videnr 110 nsusnd)
& Ynemanaisund {30 scusu)
« fTulaasnniz e Glimws 110 RuLw)
- fulein e Wil ofdiom onamumeluine
e (19 nsnnd. Widedddefoldines
WIS W) UATRDY
~ T ¢ Lol 7liTvog €10 weseaesd 0 vasstsn §
ot w st vaTulsése el dud el o
s ey st rel v e s e Bl T s . oo Taws Peh e fWBsnovven
iy Sen wvl afa s eslubesmr nalluiFiuSesary armiie 360010 wnitovest sse. g
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9. VuNaUNSURURNUNITUIUNITIANIsTaTausey (Fuu3n1s)
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Fupou TeazBunIU URN MY 3ULLIA
1. Suiladeevas dufunsiviladssesgniausunuunas | mhenuiisuiiavey AADALIAN
andn 43907819 09UsELANYRIN19nNTsTUilaLde e | Yeams A
(Wuunlesu VOC-01) wipuiiasandnuunuszim Uszlan
\doavesgnarindulszianla tediiunis FBIN
asIvdeu/wiludesesey sely wagnaln

nsdlfefeaioufiyuinaindrinauudadiiin
WIBNTFUUNT (AUU) www.1111.go.th Naa. Aayi
n1sUufinassyuuiuiladesveagnan (PEAVOC
System) 18y 2 Tu (SLA 38 Tonnad EUI9
naa. nudinauddndinuiensguuns)

2. WUNUTZAN
V89

> nsanduSesnivudfauiseaiu

I3 = v A | a o
Wuidesvesgnaniildiianalaifgadunis
Tusn1saueng q feglunisisniusuiavey
Y89 ANA. BYI9UIN %asﬁu’%mﬁsﬁuqa NN
WUAI5IFR LTI TUNTuA LA eAI Y WU 1Tu
A aa ' Y] ¢ A N oA =
SeaninansEnuABNINANYal | W@ AL BLAYY
93Ans , Inansznudvgnalaensaduieniig,
INan19nguuIenIenfaunlyan1ge wag
Anlun1snovaussUssiiunided1AnLssnu
lngsignunssisuImsseavaddvaiiiunisiag
LS9AIUBENILABEN9UT Y ATy 17U F9 IA/R
CHAT 1Jugean1sfuussinuaaiuingnisel,
Usziduu1nielad 1A/IR PEA Executive taa T
X4 .
ARUTLAIADN18TU 24 TITUI havd1891Y
gNsANEns TuaeTguranasdiunly wan. nsy
Aelu 2 Ju
A A v A &
> n3fiidssveegnA1Useinnaus (Weniniasin

UszihulSasdaasan)

wmuidesvesgniiuszian Se9ve, Fuw,
TOLAUBRUL/TOAALIAY, WTILUE, WTWUITUE,
AUABINITVDIGNATLALAIIUAIANTIVBIGNAN
fuflunisdeselinszuiunsduiiieddes (gl
nszuunsuiladesgnen)
> nsdisziduiesduy

N Y Ao Y d' o '
LF89U89gNANNNTTIEUSINY (To/M1unua)
Y83K0NTeI0g19tAaY nniin1sdsdetayalud

AUSNTIEAUES (RYn. Ju

)

PUILITUNSTURATOU

YBINNG, WUILIUN

a v
LNEIVDY

nAa., MU UTLNEIVDY
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JUFHDU

TeazBunIU UR

PUILIUY

YL

wiheuilieItes §Suiinvoulduavesgnin
33HIUSNITTANITLI0aRINa1IRI8AINY
seiinsziilanagdasdunsasisdorfosuariafgn
%09 osanndosdananadslilaniunszuiunis
ns19dsuTeIiaatinazerndunisndunnas
nanlilasuaufensau @eniy uwagide
Foidesls dafu FedesdiledinnuUasnfouay
Amadsmnevasiagoauasignioadudidy

Fesiifiarsaudrindudesdulddaia
Luunesuindudesueagndn nsdl 1399
(wuuvledu voc-03) asldugninSeduiiugs
Tdgaslanin 1 4u viensalfidaiosduriiumig
syuvalsussudiinnsednd ddsdndudes
fﬁ’mumﬁﬁmmimﬂmaﬂmﬁLLuUé’ULawwqﬂﬂa
Tifuniaeufisuingeu Tnedinuanisile
lonans (u) fil

®d9de argudrdnaulng Iisey

<

“sun.” WudiUaenans “du” Tuszuvansussn
dudnwselind

" dedis angnunistidinie 1- 4 (@sn.l-
4) Wiszy “swun.1-4” Uufilaenans “au” lu
sEuUasUTIUBannIetind

® d9fia naa.lan. tisyy “er.an.”"on.
aa.” WudUaenans “au” Tussuuaisussa
ddnvselind

" dafla msludien (nulv.)

- nadifiusziunuauuazdanisfeya

| Ad v o w A v a a )
FIUYAAANNUEEIANTBTDIIIULNYINY
NUSMIS TAsey “lwn.” “on.ua.nnw.”

I — q

< Y A «.2

JuglUatenans “au” Tuszuuansussnu
a a I3 aaa a va o r-:’lj
ALanNnIaung Imamﬁﬂgum N

1) “aun.nne.” Wasuenaistussuuans
USIUBLANNTANNA

2) “nan.Ane.” dwenaiseallds nua.
3) “@n.va.” WasuLenasluszuvans
USIUBANNIIUNAMINENT

Ny a a ) %
-As@inassuusnisnaly Imzq
“p@n.ua.Anv.” “User 53Uy PEA-VOC
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JUFHDU

TeazBunIU UR

PUILIUY

YL

System” (Jugilatenans “au” Tuszuu
asussadidnuseiing TaeiisuRoR il
1) “an.va..” Wasuenaslussuuans
ussadidnnsetind
2) “an.ua.” duenasdeluds fil User uu
3¥UU PEA-VOC System
3) “qd User” {Uasutenanslussuuans
ussndidnvseindnuans

> nsdidedeuiausuyaiauszngifivey

a

ANTUNITAIUNITHINUIZLAYITAUTE NG AT

¥au (Whistle Blower) tuan1salfifuduizua
wiauAeaunsUUR videaziunsufifedadla
Tusundanientinf wieldsrunslusuniamie
nihilaefiveuiiielhAnaudenoudfuds
wzka saudansiingAnisaienaviliidelddn
denaamuszlevifinmsialnesoudusunuies
visodu 9 viedumgiiesdnsgaydonauselov

" n5¥UIUNIT $Zedndne Ao N1sUsEANA
Fndodndns ldWamelusela nsUasundas
Lenans B 9

" N5¥UIUNITAIN NTHEINTYAAS AD N3
wisdalondoideusyauldidusssunisansanu
wiina/gnine ldidusssunisusediunaniinany/
andns dusssu msaeuAmdandiufiRnull
Husssu nsusenienanisasudadentailusda
Bu

" ATEUIUNITATY $1UUTNI59NAN AB
NFEUIUNITATU 91UUINTYNAN

" AsEUIUNS AunshEu Ae lends dneen
nfndaudiunesvemais liluuseloviddiunu
3u

" Jsznghveu/ dHuUszaIe 9385550 Ao
T81urandninduunds Sefugiday 13on5y
HaUselevi- WANETaLaAI LA UYRIDIANTHD
YAAANIEUBN N1SENYITU visednenalselevl
Tn 9 filsiga3e SmgAnssuidfiulsyanasiessau
ngseleutatsrues nvin.

ANYL., AUILIUNLNYITD
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JUFHDU

TeazBunIU UR

PUILIUY

YL

" nszuuns aussuulni Ae widnouly
Sumanneaiv/Ujuanis/drgeshwssuulai
Tawngllilaenss

" ASYUIUNITIANTT WABUIMNTBIANT

" Fuq

> nsdidedeuisumuuimsueslidulsdiuds

AnliuNsIIUnsEUINAnsideaeldiula
d1uLdy (Stakeholder Management) laaiive
SoaSouiudlanulddiuds wialu 2 Uszan

o

N

»
=De

B Ysziandl 1 HansEnUIINAISELEuILYes

PEA laun

- nsneadiskazUiesnwssuulin

(il#¥unisdoans/duas, lignies, liasuday, Tl
AseRelian, lilanulaende, lASUNanNIENUNIG
NSNGAY, I9SUNANTENUNIEI19N8/INta, ?J"u“])

- msdatedndnwarusmsdyan (s
%’Umi?iami/%l,m,lﬂgﬂé’fm,lzjmuf’hu,lﬂmﬂ
sovan, dulusudennay/dyan, duq)

- msthseni (Qalasudu, Tinsederan,
Lidulumudennay/dyan, duq)

- avsuselevy Aailaunisdeans/auas,
Tiiasudw, Ju9)

- audaeadouazdauindsy (Wilasu
AMsdeans/duas, Lidaudasnfy, 165y
NANSENUNNNSNEFY, IASUNANTENUNIEI19NE/
30la, Bu9)

- msfemsuazmsameteya (aildsy
N580a15/3ua9, laigndesg, ladasudy, lasu
NaNTENUNNGIAa, Buq)

- misdenanssy (adl@sumsdeans/Auas
Jldfiannuvasnsde, TaSUNanNsENUNINSNEAY,
lasunansenuniesanie/inla, gnasiiindns/
&30, gnazidianswdduniadyan Juq)

" Ysziandl 2 wansznuannsufiRnuues
winw/andv/uTEmiuinvuTenluee laun

- lllé%unisdeans/duas

- ligndas

- ldasudu

NEE. Hadw., NUI8UN

LI
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JUFHDU

TeazBunIU UR

PUILIUY

YL

- ldessmeran

- leSumansenumansngdu

- IeSumansenunesenie/Aala

- QnAzlAANE/ TN

- gnawdliansngaunmalayan

- Buq
> Suundsznndesionsou Guusnng)

mansaingFeSeu liudasesssiumes

n1an1sfuiladosvesgndn itelwldfunis
novauswiowileodymiiiatuidossinnis

UjtRaunioarnmadula 7 avin. ldaiunse
UjoRnumnsgruiidmualild wieldfuainu
Wwoansou vy bifeawela, Wdean, \delanna, de
Alg918, nSNIFULdenne, AUEeniuReTIn
"8 wuadu

ca vy

" aqauninlniln Ao man1salngseaseuy

Y
oA

foaFouinatunmuamlnih Sufedusioilosodig
Anunaludasszezinamils glaluiald3y
ANULABRSaU iU hlienala, Wdewian, delena,
Foaldane nsnddudsme, anudenenedin
28 1oy Wi ien ldAulnidinsensu
Ty Iihdnaees Ju 9

" nnsliuinng e wmgnisaingieasoy

<

SpalguneINUNTEUIUNIT LS NSl DUl unnu

a

UINTFIUAUNMIUUTNSVRS AUA. 191 Unvinng
ApuaIUsnnsatn, lfiwinaewliusns, Aesa
90581791 AoNauTMasaIsI, ¥aIN19nNISUITy
Juanlninldagain, uunealnsdni a1dnau
nua., 1129 PEA Contact Center so@18u11/1aidl
Asuane/Annelila ldudenisaulninglani,
Tdaturulunisindegsnssy, wiluiug
nsguabiirduandrlasudeayaainienans,
website ligndewialiidaau Fnelnilinsaia
Bu 9

" msenvtie/udsanliiin Ao mmn1saiiy
foadpu Yoassunoafulundmialniiavie
Turasasutualniafianuinunfindeldlesu
Aautdusssuniung szifeu dedsdunie
WANLAEUINUDS NNA.LPU IANUIL/AUNTaRanang,

naa., nWw./Aua.nng.,
AUR.ANY.
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YL

P15 RUNULALVDRUAY (ARNUIRANaIn), lASU
Tunemlnirandn, ldlasulundarlndia, lailasu
TuaSasuuenluih, ArlniRaun®, du 9
" wpdnssuntnau Ae wnnsalfgTeaseu
FOUTUNYANTINN MU ZANVDINTNIIU NIA.
= yd‘&l v =l a wa
5D {50919 vse nln. weununelWlUUUR
Y A | a < ] a Y
PN LY Sennuat bl nlunds
Al wiinaunaalignm/dddulaliuinig,
waud1en st dunnauiua i, anuilgand,
aavithenstalnihldiduluniuass, Bug
" m3gnndngliiiin Ao tnan1saligSeuseu
Fousswneafiunisgnendnanseualnia il
Julumuansgiu ssidsundninasidedsiuay
BUURves nua. 1w drszArliiudgndn
Awes, lAsunsuisfounaudnilines
= a & el vy = Y = = )
U Ao winMIalfgseaseu Seasewieiv
mslifinseualninldeg vt sidulumuvdninest
Y93 NN, Uag ANISANRSoSY Toa3euLIes
= P a '
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1 Details of complainant
MNameforganization

Address

Postal code, lown

Country

Phone MNo.

Fax No.

E-Mail

Details of person acting on behalf of complainant (if applicable)

Person to be contacted (if different from above)

2 Product description
Reference number of product/order (if known)

Description

3 Problem encountered
Date of occurrence

Description

4 Remedy requested
yes O no O

5 Date, signature
Date Signalure

6 Enclosure
List of enclosed documents
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