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99.02-3
nasuuifdudenisinun (nue)
YDULYNUBNIY (Terms of Reference : TOR)
wavdnsssuulnsdwinazudnasszuuduiindessaunun
747U 150 Licenses

1. wignauagasduiy
o 0 Y o a o o
nesuilijBuiiensiin Sauussaddiliuimsssuulinswinaeiinessuuiuiindeseumn

° v - ) a wa a Y &
9117 150 Licenses (Users) L'ﬁlalmi‘]uLﬂsaaﬂaauuauu'lunwsUgumwmmmumqmwﬁqqﬁmau

or ] (] = a L' - dj Vey o
msusganuuiumieay @edn) lumsdudunsdindudeudfduiuivedissugbuauneuy
wazatfuayun1sUURauvenesua

2. nquszesd
2.1 WlefanmumsmamilfugBuduitdresslidaseniiuneaue
2.2 elhuanstiduiu wiediiduAvadostunsfiuduliindrsevilfunesua amngring
23 iletssenumitumniasny (e umsidumsinfusieudfBufuetsuiuddyfunesue

2.4 lemivayunisufifanesnesyun lususneg

3. auauiRvesdBudoisue

3.1 fanuenunsamungmang

3.2 llluypraduavane

3.3 ldegsgmirdiniants

3.4 lhluyaradeg seminagnasfumstudoueviovindygniumissamvesiglitansm
Wormmniugitliiinasinavssiiuansufuienvesdusenountsnusaudouitiguuniions
nsEmsmsadatmuamuiivsnmrsunsluTsUUIe T et saumAveansutydnans

3.5 lWiifuyaradagnasyieliutyTnedegitsruuadldudadodelfidudimmemibn
veaiglusyuuinietieasaumavasnsudynang Jemuisdayanailfiamuduiudoudanis
NFIUNSHIANTT HUIMS r&'ﬁﬁquw’iunwﬁ%ﬂmm‘tuﬁﬂms'uaaﬁﬁuﬁﬂaﬂ'juﬁw

3.6 ﬁﬂmﬂuﬁ'ﬁuﬁﬂﬁﬁﬁ’nwmsﬁaaﬁwmuﬁﬂmsnssmﬁu‘lﬂuwmiﬁ’ﬂ*ﬂ’aﬁ’mﬁ’wLtasmiu?m's
Wagnaaigrimualuseioniyunm

3.7 \Dulifynaediiondnsudnuitussnaasan Bdansednd Mndv

3.8 lidhufiinausdlondsntutuiudeaueneduildihduiorusbiinnomus a fuludoe
w?ahiLi'Juﬁnssﬁwnﬁé’mﬂun'li'i‘l'm'u'mm'su.-aiw‘fuaEi'mLﬂuﬁsiﬂunq‘sﬂu-ﬁamuaﬂ%ﬁ

3,9 Wi ldsuendvivioauduiu Seensufiashivendumalne Guuisguavesudaiaue
Iidnddaazennuavaufuiududniy

310 fffudoiauadosnmsifoulussuuind adndranaigdredidnnseing (Electronic
government procurement : e - GP) vaensudy¥inan
3.11 Wueudn viedaunudwnie Tusunsu (Software) fiauelussmelnefigndosmungmune

nelunsdidudaunusmiosesdimldodudunaudsdaidudaunudamireangnaamiadouny

Fmhelussmdlng wasdalufumidimeegluliegiu

0
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v a ) e a ¥ v
3,12 fwaanlunsluimsssuunulnsdwisasssuuduiindsaununiaidunaaiaduuds
v a a W1y i P o et
o1aifon 5 Ay melwadulidosndn 2,000,000 vin/dygn Ineslumanumely 5 Biduunivis
Huflutore Tnefesdumidosusemany wag/mie duundyymiensusesdiungniies

4, Fieandenvesiny (91) / quanuaiziawy G2
4.1 Yormummanaiaialuvessyuy
eﬁﬁtﬁ'zeﬁ’aﬂﬁu%n'ﬁssuuLﬂéaaﬂauﬂfuma%uasqﬂ nsal (Hardware and system software)
fianansavihaudansusvuuiiaueldedeiluseangaow anuamnsouazauinifisanedmiusesiu
$1au User voarewi 1d Tneuseneaudag
4.1.1 seuuiadespeufinmesultne wuu Hich availability (HA) fianansaviaumauuiule
wazsesfumaianildnasn 24 42l naemszernanisliuing
4.1.2 sguudesannsasesiumsliiuvesdimiriluesnesua Idedretion dail
(1) iwmiiliuinasifeatuesdnsuedae desanunsaldennisinada (nbound)
waznsinsoen (Outbound) Tneilduan User litioendn 30 Users wiounuld
@ Wwhinsdwidanumil dosunsaldemmsingesn Outbound) Tnfidamu

User $aundlaiforndn 120 Users wiaurulel
4.1,3 szuudesausanivunisnisnsyateane (Routing call) laed1eiluszadndnaw

Tnoodhatoedossniunsld dail

(1) annsassydmiidild

@ awnsansgaeaelidmihiiaudigaiiviinisiadedfuuims Tngssuuasdos
nsneeuaunesiwives Ui myindmiitedladudfadenssdaaalél (Last call agent routing : LCA)

(3) EmNTANTENEENEABIEIVIIE ANI, DNIS inanssuusmeususilul® (vR) uenmantatia

(@) gwnsansenvaenungudmig vy Wahiifiiussaunsalinandibiumnereu
Wt sseumseifesndtlifuaedaly nsawmsludadmihiifidnasesounian

(5) @wnsarimun Outbound dialing mode dawuu Preview waz Auto dialing ¢
Wuethales

(6) ossumsdstoyariu Application 81 s APl vie Web service 1

(7) §iwiee Monitor wamsaniugnsvinany Winadiflssuuitiomn ssuvannsaudadion
wuudlugiiluds e-mall vesgguaszuulvinsuld

(8) 5995UNTYIIIUUUY Multi-site WaETBITUNITVINIUIINABUDN (Remote
extensions / Remote agents) Tnidmirflmnsoiirdssuulfannevendninmy Tnsrau Tunnel technology
dmsuldnsddFanunsalgniduiidmirdliausadumanugoaals W mwgnisalgnnde
wgnisalaanae wsmaniluing vas

©) fsndmsuhinamandunslvseendlimeiinonun fwnn bieend 100000 awany

(10) nsdldwihitiinsTnseenludammmneymenns Ganmnesin) ensdlaumnetmens
finn35uany (Answer) kastavmunevanevadhifnisiuans (No answer) Husasfunusiuaunds

finesvun dmuaud sruuseiasinissziuniing (Call block) Wiiawmnedinandonsm Tngseu -

guvinasvan Block Wanunselnseenldlududaly wasilsnenuriiv

flane
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(1) wndmiiidomsiseaniudaawmnemeynadialuiudentu damihm e Sulseu

Tumsvan Block astoadug@nilunis van Block wmneanarbiensainseenlfivindu wasitnenumity
(12) fiassordiganslusint eldlumsinsidn-oon seuiumad oy user ildvins
Hlassdnewuula (Private network) wazuanuaumaneinsdwyidugiuedraton 2 wuming fail

fo w

Vo oa E & 1o w 1.
annsoldus msivsawvineluussme Tudenan 08.00 — 2000 w. Iawuulildiadnnuns waglidinedeune

enviuvaneLaviiey 4 vian
o 1 (%) X . . a o ¢ v 0 1%
(13) ansovhensmiusEuU Active drectory semnewu darmumdyslumsd it oussuuls

4.2 mavimsdannsseuvdudamihit

4.2.1 mihiidesannsadnldanssuy (Log in) uaz 89091058 (Log out) 9In38UY
Fedadauunouiinmesuoanaanut Adamilduguen Welimednsinadun galeuluds
Wmihiliugoeey wasloyawludadmihivigulunsdlidmnirfiegluaaiusilainion
Ujtinu Weldiuladnmnadiianeinsidun asdesidmihitsesumumelunaniidmun

4.2.2 nsdlmevesFuuinmegndduidmidililfegussiliedonenfuneduarlailivinm
Wasuauaddlindonufifanu sruudesannsadsanduuasdanevesgiuuinismetu
Tudadwihiinsuioglusmunderufifald

4.2.3 Wi ieussuudeufenda desnnsaimmasnunsumsuiRoufiunndraiuls
lyitfoenin 3 denus andeeg 1) wéenduane 2) bivdenufiReudansm 3) ViTRmiBuey w egsswing
Update grudoyagiuuinialal

4.2.4 WmihiianunsnvessfumsufiReuanssuviansnldifleddhinteuflesufufiom
Tnellfeseenanssuy Fadmihiiaunsadonmanaldodtion fil Ussyu eusy Fufindeyarialy
Suiindoyadosdou Uinw seuey sinusn dinioah ity was

4.2.5 Wodmihiwasuaeuedu laindeaufoRautanim ssuvasdiosaansauansioan
Tianiinan (Supervisor) nsuldndmilimdoudjiRemudunanmuvning

4.2.6 Wsswinafldmiiindssumnduifusing Wmbiteeseswminiofomeludnimizn
(Supervisor) iorammuaeiuield il

(1) wuu Conference mode (3vssyuans) TnelsiFuuims femeseld usswirady
Wmhitannsasumniuianianils uazannsoaunumdeutuynay Tasmsyaanuvesieffunims
wiadl waw e Woyssyuanesanild
(2) wuu Transfer (mslauane) Taenansasesiuiia Blind transfer wie Consultative transfer

Tndmihitanunsolovanevesffuvinis ludwimiiam el wmiiieldinisiuaesely

4.2.7 ses5umssudatioyariu Web application 19 sl HTTP Interface %38 Client base
application t1u APIs 1 (el miilannsalnsesn Tnsnisnadsuuntinee Web application wie

Client base application ¢

4.3 mIvdmsdanisszuudniamiinay (Supervisor) uaggguasyuy (Administrator)
v ! 4 1 IJ ) ! dt v o ﬁ' 1 o v
4,31 svuudpssunsowdangudmiiiiidunduees iWeldumsiuandeilel wavaninsods

aeluSudmiiingusug Tausulusfilunsdidmindngumiangalaiinnsbiuinadiuyngae

o
0mna




4.3.2 Supervisor 9zfasiiiunsldotiatioy il
(1) Hemseumnesdmiif ansliuinsld laefidwriuasFusimshiiin Glence)
@ Wi wiiunmammatulfusneld eiFusmsbiFBudunes Supenisor
(3) annsnsenuanuenIUiURmuuy Realtime Witiihoumsudiluustasdaanm
uasuriavdemidmiilauftheuig Tnsuanesede w%'auamuamwﬁﬁﬁm'l,u'umaﬂ"u wana iy
Tuustazdumeu Wy Mdvine MR egseminnssefumsufifion wiefnnmsvien dudu
@ aansofmmabiiinsudadion SLA alerts o umsuiu densufjdfam
et Wszevaaluusazanussnnndineaus fwua
433 ‘seuuifedilisnsudmsdams Administrator elanansaldamssuulfedummdauay
fiusvavisnaw edwiorUsenaudie msvams User, User group, Team, Role, SKill, Device, Music on Hold, VR

4.4 formuanusyuuduindesauni (Volce recording)

4.4.1 gansavuiindessumun (Voice recording) Tnesrunudosdyanalunstufineedowiaiu
Smnudmiildaussuulunaniiety uavsesfunmaiisvenedesdyrald dwmiunistuiindes
nadiinsuis i mind Usen udle 4.0.2 Tnsesdedlaiiirldsneiaaslaiiotmngunsollaq s

4.4.2 ansatiudindessearinadamtihdtugfuuinsld Taghidesendunisvih Miror port
ugunsnl Network switch Hiludnuaizanefifudhuasansilinseenifnneniaa sunsadentifinduangy
vondmihiinerdentufindfenelé

4.4.3 gnnsoflsmsaumnaeiisukazaeiiinsesnlsivuiiiuy Real-time waruu historical
Tnedumdoyanidenlusineg 16 anansa Monitor uay Playback Tnewanmu Extension wie Group 14l

4.4.4 fimsnnaniuaensuvesioyadsaldlunmsiaiutoyades Tnemsidnstawiniu
uazdosillusunst Media player tavwasvasgviidn Woiummnasnssluniatniledesyaides

4.4.5 asnsotuiindesnisaunin Taednsdafiunasanunanideng teyadounds Online
storage alalfoanda 1 ¥

4.4.6 soefumsdhsesioyaidesiigniiuiin ingunsoituindedludy Storage Buq Il
noaun Wurininden wu NAS vie SAN Tngludndusios! Software license wlaudias Tngstmisn Export
Tididedldmanendndoniu Tuguuvunnsgrutaluldionmn wu WAV, MP3 e MP4 fiansnsaildld
Frelsunsa Microsoft windows media player wialusunsy Media player lawngdmiuila

4.4.7 s995un13vi Speech/Text analytics ilueunan

4.48 rg’%’uu%miﬁmmmm‘lﬁ’ﬂaLLuum'mﬁﬂwa'lnm‘s‘Lﬁ’u'%nqawadﬁfmﬁwﬁwé’qwmaauwm”lﬁ'f

4.4.9 mumﬁ’umumﬁa‘twﬁ;ﬁmmsauwuﬂuLtﬁasﬂmsﬁ’uwuuuﬁﬁ%‘uu‘%ma‘ﬂssuﬁu‘kﬁ
Tngansnsodsiazmnsussiuludind dvsaumimiug 16 Weliimihmiiedguasvuy awnsodaily

Inddeqaunin

4.5 Sorvunaudasnisuimsssuunouiusniui® (VR)
4.5.1 sesfuanautnlalitiosndn 30 Channel wipae fiu

4.5.2 ansofuangldlaedaludinaen 24 Falua wiouanarinmedYuuims uay

o | o YWy o a. [ v
ieuaunyainge fefisdlifuuimadenlduimnmianudents

w
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4.5.3 awnsandndeuiu MuUsenaiigg unaunu (Script) WBEUNAIINUAGTUUINTS
figudornumnniadenetrwienlesahiane
4.5.4 aunsodadnduduneunindentdumsludnume Multi-level menu uavd$uuinis
annsasdenldumslaanuuuwtiuingdwy (DTMF tone)
4.5.5 ansofwuasveznandlegiuuinslinaulag Wssuuloumeludadmiiivie
wneaveluvlalnednlugi |
0.5.6 WnsditfFuuimaunlduinms widmhildannsaliuinislduasdfuuins
Talfoamsesny udeailssuunemmuddiidming vise Supervisor namu welsiidmiiamnsofarenduls
Tunnevdd
: 45,7 ansaleuasvesdiuuimsludadmihivievuneiaainsiminimunilaesalud
(Call transfer) wazaninsansavaeuldiriasmitoutu Wudrnawhouvieusniawhem weliszuy
snmsTeuludamneeviuniadermsudaiugfusinmaensulion s liaanselivimsld
ilesnnidunatavims Wi
458 seefutiayalugudoyanin Database server uag Web server futuy Real-time
waedasamrsnidennotu Application ﬁﬁ'\tﬁuﬂLﬁﬂn’liﬁﬂ‘ﬁm&ﬁﬂﬂﬁﬂ}%’uu%ﬂ']‘:'u’ll.t?iﬂ\'lﬁ‘wﬁ’]f\iﬂ
Tausnluiuiiildminiisuany (Customer screen popup)
459 ﬂﬂ'uﬁ\.gun'l‘iﬁ'muu.uu Online administrator Ly 3 Channel status 58 Real-time report
4.5.10 gnsnsalimadeniugFuudnag (Self service) Tndlaifesinsiefiudmini Tngseuu IVR
aeludmsteyarneg AdawsedlidmiiiugFusimsiiasendnsdwinu Fatroyaillfuznig
adutoyaiifimsdeunnen wastiutoyaitlilfienuazasiedeyaseynna
4.5.11 Hswnedinineg vosssuuneuiuSslul® (VR) w aiimalduimsvesfFuimshuwios IVR
vawuusteasden uazaguilunas iy Auede sedalin siefu seduamt edeu sl Wy
4.5.12 fseeuaffvesssuuneuiudalul® (VR) uanswanslilasuaevnzuanaaninsg

4.6 Yormunseasduadmiuuinislusunsuingdmi (Softphone)

4.6.1 Tsunsilnsdd (Softphone) Ailkuams sfeadussuudentutussuulnsdmifiane
wagamuIsaYaUNSEUUUURn1S Windows 10 wiedina wagliidnavdosdnidumsinds Software
fiedaswoglfamifonm

4.6.2 anrsodamaaeauminduasoonld amnan Mute dmiuliesiudoseanludsaen
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