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SCG Network Management

By the year 2015, SCG Network will
maintain market leadership in distribution
channel businesses in Thailand and will
have presence in ASEAN by utilizing supply
chain insights to constantly develop and
manage multi-channel distribution,
focusing on building materials and home
improvement products.

We will be a trustworthy, responsive
business partner and a customer-centric
organization through operational ————y
excellence.
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Customer Service Center
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Home Mart Call Center
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Scope of Work
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Scope of Work
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Scope of Work
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Target Group
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Complaint Process

Dealer
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Script

FULSUNITADLLLDIAUAINUUILUNONTDILTEIY

CcCC D ERAT GRU/KHN WATNHAL YD THUTEAM «veevreveeerenirerenereereeneenens
H3odiEen @ sy
CcCC : 023uln39n Homemart Call Center 288UQNATUNIUINIAM. .ceverererenneee. dnasuzAz mMunam

(4

....................... TnsehinuasdamdeseeEeu linnuhlnihnfessnduanvieden:

.

Ha9Gey ¢ @edarninudas wazsudeh (Asiiinwiniuimameiialnshindnasaiiata i nahesadey

FuUMNIhNIUAL)

CCC o az ez ssanunuld aunuimamaliadhesaseunthaulvimmges: linnuh am
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Script

Unrasaasau gnanwabalunisunlailpm

ERNEEN (nsdignan lasunisun ladavud gnarazaduieh aunshazlsliudiing
CCC AL TR, e enreerenrerreenrenneennen. walalumsun ladavizes aun.vse biss
K309(58Y (@nmwala)
CCC nuraayaNalaYpIaaizeu WazvINFBINTIB U NN BB BaLNALGN ﬂ‘gmﬁaﬂﬁiaﬁ Homemart Call
Center 02-586-2222 a0y
Unuasaas nlsinalal Ll
AABTANLTEU QANATENND LA LUNTITEN LALITUWT
K39958U (nsfigna lasunisud latgyriudr gneazadured aundhaslsluuditing)
CCC AL LBEAM.eenreeerererreenrereennen. walalunmsunladamizes aunvialias
K309(38 (@nanlainala gnAadurasmgihnmnzasls)
ccc dau whlatamiiiesuwazazhdunsaidnwiitensud luda Ll dRureayaNaaasasEeu way

MINABINITIDU DI NN ELLDEALNNAN NFANHAEBN Homemart Call Center 02-586-2222 a0z
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Complaint SLA

SLA

1.1M5AAUAURIUDS IS LULLIDIA U Mgl 1 9u
2.Ms5iadasadtsau
2.1 MSAINDLU nellu 3 2

2.2 AuA mely 14
2.3 15M95 mely 19
2.4 1 andns melu 19U
2.5 sTUUARANNILARS mely 19
2.6 91AN mely 19
2.7 szuuliineu nelu 19y
2.8 gLETNN1ITUE mely 19
2.9 FAINIINITANITNRUNE mely 19
2.10 AU ey 19
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Complaint Screen

B [ activities Dates
|

Desc  fiodouduu- nnsdmaadusinadn actual Dates El From E?D.DB.E‘DDB 1552
Cat. Telephone El Dir Inbound El To 20.08.2008 1552

E Partner
Ackivity Partner 2005197 A vasywad ArdanAadig an, f Ay =) | ael
Contack Person 1000025959 Aamasl Wu§lalsasl /ayn

Person Responsible B2E dsrlwws  Feuasags

Fesponsible Department

El Details h Partner k Texts k activity Journals k Attachments k Organizakion k Dates
=) L)
Skatus Texk
Location Dekail * Bl English * T (=
Completion In Percent $uu famanafhe ua, arrdusaudnm [«]
Priarit Mediurn El . .
J Gad A A Andueamasnu wautlan El
Stakus First Responded E aiAmET 7l
Fesult El a . . " e
maﬂ:nnm-i:u?n51‘«:ﬁiﬁﬂ‘ummwmnaﬂﬂw‘iun‘ﬁﬂawﬂ«:m
"E“ILI.EL:I.I‘:IFIFI‘TIHI.E?HH‘IH Hah i s T anse weaudas
TuFoasd et I gnen e
L)
Reason Salmduomrungaud Tawassiu s TS ianéa amsu
Reason Service El
Goal e QaLAFRIATIHIUS B
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Complaint e-malil

Extra line breaks in this message were removed,

Fraom: WarkFlow System [WE-BATCH@scg.co.th]

To: ratanap@scg.co.th; yupinvi@scg.co.th
s
Subject: CREATE for TransackionZ 014400183060

LEEU NI

it gaagaulvskand 4001 83060 sdawalaeaaruriau Tl sefniun s b
frasameEamda il -

fadaaduuwavd: 400183060

Soandin . aaEn s TEe a0, 2anaaiy

Tng.045-511783-4,

A¥udiaZaadau Retails Channel OSR Retails Channel OSR widassu Retails Channel
Tns.,

HanFoaduu Retails Channel O5R RBetails Channel O5R wussaw Betails Channel
Aoz daFoadsw Open

ilgmantiaFaadaw Cost

SRR

TufiFudiaaadew19.08 2008 13:50:44

Fudimsuirwummeudoadiv 2 0.08.2008 13:50:00
iuﬁﬂﬁwﬁmuﬂuﬂ’lﬁaf’maﬁ&m:ED.DB.EDDB 13:60:00

Aufimsun e dads Foadew 00000:00
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Activity Monitoring Screen Enhancement

Complaint Report

Persan Responsible Org I |Descripkion Skakus Reason Type Created On |Planned Response First Responsed Datefti  |Planned Resalved Resalved |
SCI - wramay SCT CCC |Sandsu mannmdulda |(Completed Praduct 01.08.2008 16:10:14 (04.08,2003 16:10:00 01.08.2008 16:32:20 25.08.2008 16:10:00  |22.08,20C
SCI- wuraman 31 COC |Soaduu Aenmulda [Completed Product 01.03.2005 16:10:14 (04,08,2008 16:10:00 01.03.2005 16:32:20 25.03.20058 16:10:00 |22.03.20C
SCT - wramoy SCT CCC |Sondsu meanmjuldn |(Completed Product 01.058.2005 16:10:14 (04,08, 2008 16:10:00 01.08.2005 16:32:20 25.058.2005 16:10:00  |22.08,20C
SCI- wraman SCI COC |Souduu Aavnulda [Completed Product 01.03.2008 16:10:14 (04.08.2008 16:10:00 01.03.2008 16:32:20 25.08.2008 16:10:00 |22.08.20C
SCT - wramay 5CT CCC |Sondnu manmduido |(Completed Product 01.08.2005 16:10;14 (04.08,2008 16;10:00 01,08, 2005 16;32:20 25.058.2005 16:10;00  |22.08,20C
SCT - uramoy 5CT CCC |Sondsu manmdulda |(Completed Product 01.058.2005 16:10:14 (04.08,2003 16:10:00 01.08.2005 16:32:20 25.058.20058 16:10:00  |22.08,20C
SCI - wraman SCI COC |Zoabnu Aevnmulda [Completed Product 01.08.2005 16:10:14 (04.03,2008 16:10:00 01.08.2005 16:32:20 25.08.2008 16:10:00 |22.03.20C
Er5mU AT CCC |Sonduu nu, aoumwsng|Frst Responded (Produck 04,08, 2005 10:04:4¢ (05,08, 2003 10:04:00 04.058.2005 11:13:26 08.10,2005 10:04:00
£rgasmul AT CCC |Saadsu au, anuswansa | First Responded (Produck 04.08.2008 10:04:44 (05,08, 2003 10:04:00 04.08.2008 11:13:26 08.10.2005 10:04:00
BEYFE AT CoC |Soaduu au, aouswenia|First Responded [Product 04,03,2005 10:04;44 [05,05,2008 10:04:00 04,03,20058 11:13:26 058.10,2005 10:04;00
SRIEEU AT CCC |Soadsu AU, Aoumweng|First Responded |Produck 04,08, 2005 10:04:4¢ (05,08, 2003 10:04:00 04.058.2005 11:13:26 08.10.2005 10:04:00
J9ANNITAaRANITI1891Y ﬁ’)’ﬂii’]\'ﬁ’]ﬁlﬂ’]u
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Complaint Meeting

SLAL TR S FEs £ e 18RI
¥ : sz
NUUILNY AILNULAR FIEAAUY | ATUIUTDIDILTLULENAN
UFHN wileuAgniaaFew
Uszsinnuasadtsaw/nia/
Uszinngna/anue,
FUATLRUAUDTAILTEY 1A
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UANNITIUURS ALY
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A65AANISNLATAAIN

A = Apologize

S = Sympathize

A = Accept Responsibility
P = Prepare for Help

Ay,
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A = APOLOGIZE wd@AIN15UDIN:
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AEAANITNULAIFIAIN

S = SYMTATHIZE ug&nia2nLiivlaagigasgla
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A = ACCEPT RESPONSIBILITY
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P = PREPARE FOR HELP A8 NN15E28ILUAD
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