
"llel'Ub"ll~"llel-!I-!11'LI 

m".i~h b u'L! m".i lfl"ci -!1 m"cifi'L!au ~m"cioHel3Jfl.n1 fl-rijb rJeJtJ"ci~'lf1'lf'LI .. .. .. 
(Government Contact Center : GCC 1111) tl".i~1ihU-!!Utl".i~3.11W ow.fl. m<fi>~ 

****************************** 

:w&lflru~-r:o:w'U~~ bderJ'U~ ®m B'U11fi3J ®cr~ a'UiJ&l1'1X'Vlni:l1'U11"1Jfl11bbfl~VItbtJ-:~1'U 
~ ' ' 

mfl-r:n~1 b tJ'U fl11b~ m nu Pl'Uau~m1'li1~"111"1J'U (Call Center) 1~w 1-ifu~m1 1fi1-:Jfl11Pl'Uau~m1-ii' m.Jfl 
d.9 cu 'U 'U 

111fl-r:nb~m.h~"IJ1"1J'U (Government Contact Center : GCC 1111) 111tJ1~fl11~1btJ'U-:!1'U"I.Ia-:J'U~~'Vl .. 
Vi1aVi ~1n~ (3.1'\111"/J'U) (iJ'<iJ'<ilu'U1~~m1fi1'U';i13Jn'<ilm1nu u~~'Vl n?t'Vl1 'V]';jfi3J'U1fi3J ~1n~ (:w'\111"/J'U) 

' 
btl'U'U&luflfi(11VI~ ~a u~~'Vl1'Vl1fi:W'U1fi:Wbbvt-:J"IJ1&1 ~1n~ (:W'\111"/J'U) bda1'U~ (!)) :wm1fi:W ®eft>~) ~1:w~ 

' 
m~'Vl11-:J b 'Vl fl1 'U 1~ ~?t11?t'U b 'VlPl bb~ ~ m1~a?t11 ( m~'Vl11-:J ~;;)VI~ b ~ mm~:nn'<il bb~ ~G1-:~fl:w 1 'UtJ'<il'<ilU'U) 

~ ' 
1!VO "" d 1 "' .. "" .I I I 

b?f'U a bb~~ '111~1 b 'U'U fl11 b "IJa:w btJ -:!1~'U'U :O'l'U"I.I a:w~"l.l a-:JPl'UtJ'U1fl11u1~"111"1J'U?f1'U11"1J fl11 bb~ ~VI'U1 tJ-:!1'U .. " " 
~1-:~ ~ 1 Vfm1'1 b?t~"il-w~a:w1 Vfu~m1'th~"I11"11'U ~-:~1~bu~u~m'Ja~1-:~b U'U'V11-:~m1~-:~bb~i''U~ (9) b:w~1tJ'U 
®ct~(l)) bU'U~'U:w1 

d 1 ... 
®.<9l b'Wa?t'Ua-:~~a'U'UbtJ'U1tJ e - Government "l.la-:J1:fi'U1(1 

®.® b ~m ~:w·thd1'V1TI.n1-w1'Um'J1 '!Xu~m1'lh~"I11"1J'U t~tJ1 'IX'lh~"I11"1J'U?f1:w11tl b-ii'1()-:~ 
-ii'a:w~"lh1?111bb~~u~m".imfl-r:n 'J1:w()-:~bb~-:Jb~a-:~~a-:~b~tJ'U~1-:J6'l 1~?t~mn 'J1~b~1 

" ~ I 

®.m b ~a 1 '!Xu~m'J1 w;l' n~ru~ m1~a?t1'Hb uu ?ta-:J'Vl1-:J ?t1:W11t'l-ru?t1 m~tJ m -ii'1 

bb~~m".i 1 'Vl'Jaan ".i13J~-:J?f1:w1".itl1a'U?t1tJ1 tl~'lb~1VILJ1~~b ~tJ1"111ru"l.le:J-:J'VI't.h tJ-:J1'U.f11fl-r:o 1~tJi"l-w'tJn,nw 
" v .. 

-ru?t1tJ1'!Xu~m1~~a~ ®~ -&1 1:w-:~ 'Vlfli''U 
' 

®. ~ b ~aeJ1'U1 tJ fi11:W?t~ ~1 n bb(1 ~~ ~~h 1-ii'~ 1 tJ"I.Ia-:J'I.h~"I11"1J'U 1 'U fl1'J b~'U'Vl1-:J:w1 &\~~a 
nui:l'J'U';i1"/Jfl1';j 1~tJ~';j-:j 

®.cr b ~a~~rh 1 -if~1tJ~1'Ufl11~-:J'Vl'U~~1ia'U"I.Ia-:~mfl-r:n ' .. 
Q'l. "lJ el'Ub "lJ ~ n1 "ci ~h b'il'L!-!11'LI 

~-ru ~1-:~ b U'U ~ ~1 b 'U'U n1 ';j 1fl 1-:~ n1 1Pl'Uau~ n11-ii'a:w~ .n 1 fl-r:o b ~m..l 1~"111"/J'U cu 'U 11.1 cu ~ 

(Government Contact Center: GCC 1111) b~a1'1Xu~m1tl1~"111"11'U1'Ub~a-:~-ii'm~~"ll11?111 bb~~ 
u~fl11"1.1a-:Jmfl-rji ';j'J:w()-:~-ru b~a-:~~a-:~ b~tJ'U~1-:J 11~tJtl1~"111"1J'U?f1:w1';itl&\ ~~a 1-ifu~m1~1'U"lla-:~'Vl1-:J ~ 1-:11 

1~ bbn "lla-:~'Vl1-:J 1 'Vl';i~'WVi~-:~ ~-:~ b U'U-de:J-:J'Vl1-:J~~m1:w?t~~1 m1~ b ~1 bb~~?t1:W11tl b -if1()-:~1~~1 m11VI-ru 

moifu~fl1';i1'U'Vlflfl~:Wbb~~'Vlfl1am?t b'~'U16'6~ (Website) "il~VI:W1tJ~Jb~fl'Vl1atJfl~ (e-mail) 11:W()-:~ 
'U ~ ~ 'I 

-de:J-:J'Vl1-:J~aG1-:~fi:Wae:J'U1~t1 b"ll'U Facebook Twitter bU'U~'U 1~tJ?f1:W11tl~?f1'Ufl11&l~~e:J"I.Ia-:Jtl';i~"/J1"1J'U~ 
1 oifu~fl1".i'Vlfl"lla-:~'Vl1'1 b -ii'1~1 tJtl'U 1 'IX b 'iJ'U Omni Channel Contact Center b ~e:J'Vh 1 '!Xb~'U-ii'a:w~"l.le:J-:1 

' " 
tl1~"111"1J'Ub tJ 'U.f11'W b~ tJ1 bb(1 ~n111 '!Xu~ m1 b u 'U1 tl a~ 1-:1~ a b ~ a-:~1~11'<il ~&\~~a~ 1'U-d a-:~'V11-:J1~ 
nm:w 1~tJ~';i1tJ~~b~tJ~fl1';i~1btJ'Ufl1';i ~-:~d 
ro.(O) ff1'LI".i~uubba~~'\.Jn".ial fl1'111~um".i1Vfu~m".i 

m.(9).(9) 1Vfu~n1'J GCC 1111 bU'W"il1'W1'Whi'IJe:JtJfl'Jl ~cr "il~1Vfu~n1".i 
' 

(position) ~e:Jb~a'U ~~a~m~G1'tyty1b~tJ1 Vfu~m'J1 'U~n~ru~m';i&\~~a~a?f1".ibb'U'I.J?f8-:J'Vl1-:J (two way 

communication) ~-:J?f1:w1'Jtl-ru?f1m1tJmoif1 (Inbound) bb'fl~fl1';ib'Vl".ib'1tJnaan (Outbound) 



m.C9l.® 1 Vl'U~fl1~ GCC 1111 bb 'U'U Omni Channel Contact Center b\?HJ 

'U~fn~~TW~e:J-:I'VI1-:1~1-:J 11~bbn 
C9l) b'VI~;alvrvi : Vt:W1Clb'fl"ll @)@)@)@) 

®) b1u161J~ (Website) : www.gcc.go.th 

m) ~\?l'Vl:IJ1tJ~b~fl'VI~eJilm-i (e-mail) : contact_1111@gcc.go.th 

~) Facebook : fl!'U~'U~fl1~-ifeJ:W'fl.fl1fl~~b~mJ~~"Il1"/J'U (GCC1111) 
'lJ 'lJ "" 

(https:/ /www.facebook.com/GCC1111) 

Responsive Website 

cr) Twitter : GCC _1111 : ( https: I I twitter. com/ GCC _1111) 

b) Pantip : fll'U~u~rn~-ifeJ:w'flmfl~~b~mh~ou1ou'U 6'11t.Jt?i'J'W @)@)@)@) 
'lJ 'lJ "" 

) ~ ( .,J.,~1~ 'l 
!;")} b'J'Ubb"ll'VI Web Chat) 'VIV!'U1b'J'U 615~ www.gcc.go.th b'U~Ubb'U'U 

~) <deJ-:J'VI1-:J Facebook Messenger ~-:Jbtl'Wfl1~1Vfu~fl1~-1i'mqj'fl 
1 'W ~'t.J bb u u fl1'Hb"ll'VI ~1'\.J Face book : fl!'W ~u~ n1 ~orr eJ:W 'fl.fl1 fl ~:o b ~ eJ'tJ ~~"111"ll'W GCC1111 cu 'U . cu &I 

(https:/ /www.facebook.com/GCC1111) 

m.C9l.m 1 Vfu~m~-ci116'11~-ii'm..J'fl~1'W~~'U'U~eJ'U~'UB~ 1 'Wii&l (Interactive Voice 
'lJ 

Response: IVR) bl?lt.Jfl1~~1?l'Vh~'t.Jbb'UU-iJm..J~bb~~~~'U'Ub~tJ-:J\?leJ'U-rua~1'Wii&l (Interactive Voice 
'lJ 'lJ 

Response : IVR) ~eJ-:~-ru~~eJ6'11tJ1~ 1:1-hJeJt.Jfl'h ®oo ~1t.J 'V'l~mJn'W1'Wbd'fl1b~mn'W 

m.@).~ ~ 1?11 Vi'ih~uu ~fl~1fl11:w't.J~ eJI?lntJ"UeJ-:~-ifmJ'fl"lleJ-:J~~uu GCC 1111 
" 'lJ 

bl?lt.Jilm~1 .u~~uu b ~mJeJ-:Jn'W~umn-ifeJ:w'fl (Firewall) ~1'W'VI1-:J~'Wb 'VIeJ{b iJ~ (Internet) bb~~n~~uu cu q 'I 'U 

?1'1~eJ'l Redundancy b~eJ6'11:W1~fi1Vfu~m~1~~~eJ\?lb1'fl1b~t.Jhhnl?lbV!~-n'1?1-1i'eJ-:~~1m~uu GCC 1111 
' bb~~6'11:w1~m ~eJ:w 1tJ-:~-iJeJ:w'fl"UeJ-:~.n1fl~:o1~r:f~m m11?1 b ~1 ~1:w~-:~ih~uu6'f1~eJ-:~1 vJ b~mnl?l b Vt~ 1 'V'Jvh~u 

'lJ "" ' 

1~~11Ht.J n·;h cs: -&11:w-:~ bb~~~~~eJ-:~iJ beJ flr:f1~-r'U~eJ'l:W1~~:01'Wr:f1 fl~~1'Wfi11:W~'Wfi-:!U~eJI?lntJ"IleJ'l 
"" 

6'11~6'1'\.Jb'VIfl! ISO /IEC 27001 

m.@).cr 1 off b 'VI fib 'W b'fl ~ ~ b ~eJ:W btl -:1 ~~ 'U 'U fl eJ :w'iA11 b~ eJ { bb'fl ~ ~~ 'U 'U 1 'VI~ ;alwYi 

(Computer Telephony Integration: CTI) 1Vfr:f1:W1~flbb6'11?1~-1i'eJ\!~'1leJ-:J0-llu~n1~ GCC 1111 

'U'WVt111~eJfleJ:W'iA11 b~eJ{~ bfl\?1~'\.J'V'l~eJ:Wn'U m~-ru 1 'VI~;ai''V'l'VI1m 'Wb 1'fl1 b~t.Jd n'W 

m.@). b ~\?l'Vll~~'U'U1-:I~~fl1~b~t.Jflb-if1 (Trunk Support) ~-:16'11:W1~fl'1lt.J1Clbb'fl~ 
~eJ-:~-rum~'U~fl1~ 1 'WeJ'U1fl~ 1~~flm:Wfi11:Wiil1 b tl'W 1 'W m~ 1 -ll~1'W 

m.@).!;')) 1?1 bb~ bb~~l.h~-:~-rn~1~~'U'U 1VfeJ ~1 'W6'f.fi1'V'l1 oll-:J1'W1~~ ~~ eJI?leJ1 tJ ?1 ru ru1 
'tl q 'U Cj IU IU 

bl?lt.J1 'Ufl1~\?lbb'fll.l'1~-:~-rn~1t!'W ~-r'U~1~ btl'W~t?l1 b il'Wm~ bb~~eJeJflrh 1 -ll~1t.J beJ~~-:JVt:W\?1 bb~~~~u~1~~eJ~ cu 'I 'U 'U 'U 

t?l1 b il'W m~~\?1 bnu-ife:J:w~ ~ ~1~~'VI1~fleJ:w'iA11 b~eJfl Vi' b tl'W 1 'tJ m:w'V'l~~~1-uu ru ru&l'l1~1 tJ m~ m~'Vl1 fi11:W~I?l 
'lJ "'"' 

b~tJ1nufleJ:w'iA11b~eJ{ 'V'l.fll ®crcro bb~~~bbm"llb~:wb&l:w 'V'l.fll. ®trbo ~~d ~-r'U~1-:~~eJ'lbb6'11?1-:~~1tJ'fl~b~tJ\?l 
m~u'J'Ufl1~~ \?1 bnu 1 vr~-hth-:~1~'V1~1'U 

'lJ 

m.kl &11'U<lJeltjflthVi-r'U1~'U~n1~ 
m. ®.@) ~ l?lvl1 bb~'U't.Ji)u&l rn~'t.J~~Iil1tl-:~u't.J~~:w1ru 'V'l. fl!. ®trbtr bb~ ~~ eJ-:~il 

"" ., ., 
~1tJ'fl~beJtJ\?1'1leJ\!~~1:W'1JeJ m.C9l bb~~ m.m 

m. ®. ® 1 Vfu1rn~-ci116'11~-ii' eJ:W~ bb~ ~ -r'U b~eJ~~eJ'l b~ t.J'W~1'W'V'l'l1 fl'l1'W~Ur:f1 tJ 
'lJ 

(Aaent) 1 'W mru~ ~-r'U~ 1-:~1~eJ1~ t?l1 b il'W m~1 Vf'U1 n1~~'~ n~11 bbn't.J ~~"ll1"1l'W 1~ eJ ~1~ t1 n ~ eJ'lfi~'U fl1'W 
~ 'lJ 'lJ 

., .... 1 "'"" 1 1· I .... ., ., d ., d I I .... d .... "' 1 I 
~eJ'l~\?1 Vt:Wfl1~ eJ'Wr:f1tJ ut.J'lb~1Vt'W1'VI~b "llt.J1"111ru bb~~~Vt'W1t.J'l1'W.fl1fi~:O'VI~'U ~1?1"/JeJ'U 'Wbb~~~m~'V1~1'1 

'lJ "' "" 



o ~ .d. 1 0 ,.d lif i/!11 I 1 .:!l ~ fm..J \911~fl'J1~"il1btl'WV1bbl?lft~fl'a~VI'H:J m~ f11VI'Wt?l b~€lb'VI"ll€l~flbbf1U'j~"1J1"1l'W 'Wb'j€J~'W'W1 bbfl~'j1CJ~1'W 

..ijt?~?i~ 1 ~bbn~-h~,1~btl'W'j1m~B'W (9lfi€Jt?~B1CJ~ruru1 
'U Cl QJ Q.l 

m.®.m ..ijt?1Vll11CJ~1'W6'1~ue.Jf!f11'j1~'U~f11'j GCC 1111 1'Wb~€1~6'1tl~fl1'j-r'\J6'11CJ 
6'1tl~f11'j6'1e:J'Um~-i!e:J~ft f11'j-r'\Jb~e:J~fe:J~b1CJ'W ..ijt?~6'f~1~bbn~·h~'1~btl'W'j1tJb~e:J'W l?lfle:Jt?~mtJ~ruru1 

'U 'U q QJ QJ 

""' " ~I ':"1 " "' " • I " m.®.CS:: e.J1'U"il1~b u'W(:-..1 b Vf'lJ'jfl1'j"IJe:J~fl u'j~fle:J'Ut?l'JCJ 
'U 'U 'U 

(C9l) 'j~'\J'Ub~CJ~\91e:J'U-r'Uei'l?lb'Wir~ (Interactive Voice Response: 

IVR) Hi'bbtl ~~bbft~~'W\9le:J'Wfl1'j1~'U~f11'j (Menu Structure & Call flow) f11'j'D'WVim~CJ~ (Audio Text) 

bt?l tJ..ijt?~1 ~il b~CJ~ b ~fl~'je:J6'11 tJ b ~e:J b tl'W fl1'j~e:J't.J fO)fll CJ'j~Vf'J1~'je:J-r'U'U~fl11 
(®) rhn~ - rl1\9le:J'U.ffi~'U~f11'j'De:JCJ1 (Frequently Asked Question : 

FAQ) 1~bbtl f11m~ - rl11?1€l'U (Question and Answer : Q&A) th~b.flVIOU€l~rl1tn~ - rl11?1€l'U b€lf16'11'j 
d d i.l 

Vlbfltl'J"U€1~ 

(m) bb'U'Uvle:J1~bbft~b€lf16'11'j~1~1 (Literature, Brochures, Catalogs) 

(CS::) -11 e:J ~ ft b .W e:J f11 'j ~ t?l ~ e:J VI 1.h tJ ~ 1 'W .fl1 fl-r ~ ( Govemment Contact 
'U ~ 

Information) 1~bbtl -ilB~fi~~~VI'tl'JCJ~1'W ~m1'U1Bil~ Vl'tl'Jm1'W1'W~~nt?~ bbft~VI~1mftou~t?~~e:J btl'W~'W 
'U 

m.®.ct 'j'J'lJ'j'J~-iJe:J~ftrl1tl1~ - rl1\9le:J'U ~1~'U~f11'jbbtlU1~"1!1"1l'W bbft~..ijt?l6'1~1~bbtl 
'U 

~11~1~b tJ 'W'j1 tJ b~ e:J'W'j'J~~ ~'j'J'\J1'J~oil e:J~fl bbft~?i ~oil e:J~ft~ ~VI~t?~1 ~ bbtl ~11~ 1~ b~ e:Ji'W6'1 t?~~ ruru11 'W~1'W ~1 t?~ 
'U 'U 'U 'U "' QJ QJ 

6'1t?~Vl1CJ b~€lbtl'Wm'Woile:J~f11'Wm'j~WJ'W1'j~'\J'U~e:J1'1J 1'W'j'Ubb'U'UL'Vl~Bb~f1VI'je:JiJm1 
q dJI 'U 'U 

m.®.b vh f11'j\?J 'j'J "il 6'1 €1 'U ~ fe:J ~ D'W Vi f1 -11 €l~ft f11 'j1-ti'U~ f11'j"IJ €1 ~'lh ~ "1!1 "1l 'W 
' ' 'U 

'1 "' 0 
"' "" " '1 " '1 ol odl "" ol ,J " "" bt?ltl"il~"ilt?IV11'U'WV1f1"U€l~ft f11'j b VJ'jb "U1 f11'j b VJ'je:Je:Jfl u'j~ b.flVI b 'j€J~V16'1€l'Utl1~ u'j~ b.flVI b 'j€J~'j€J~ b 'j'CJ'U bbft~ 

'U 

6'1tl~fl1'j6'1e:J'Utn~-i!€l~ftb~e:J1m'Wm'j~t?l\911~~1'W U'j~biJ'W(:...Ifl bbft~b~m~lw.J'W1'j~'U'U GCC 1111 bbft~~t?l6'i~ 
1~bbn~11~1~btJ'U'j1tJb~€J'W 

'U 

m.®.b'll f11'j 16'iVI~€J'lJ'j'j"iJoil€l~ft'W€lflb'VIil€1"il1f1~~';)1~1~~t?l b\9l~CJ~ 1m 'W~1'Woile:J~fl 
"' 'U 'U dJl 'U 

~-r'U ~ 1~iiwu 1~ ~ €1~ \91 'j'J "il 6'1e:J'U t?l bbflilb ~oil B~fl ~~mh1 ii ~ n'Nru~ b tl'W f11'jfl ~ biJ t?l ~ e:J n nVf~1 tJ Vl~mj' t?l ~ €1 
'U 'U 'U d.J 

fld 1~ 6'1~'\J b~ CJ'U ~e:J CJVI~e:J ~fl l)'j'j~eJ'W ~oumtJ 'j~"1J1"1l'W Vl~e:J f1 'j~VI'U ~ e:J fl'J 1~~'W fl~"U e:J~LJ 'j~ b VI~ 
m.®.~ oil€l~fl1t?~61 ~~-r'U~1~..ijt?~16'i Vl~e:J'lJ'j'j"iJ1'W~1'Woile:J~ft ~-r'U~1~hJii~VITI 

'U I 'U q dJI cu 'U 

'1111 LJ1-litJ1~ btJ"lltJ~'W 'We:Jm'VI.We:J"il1f1f11'j~1~m~~ruru1il b1''Wbb~"il~ 1~-r'Um1~~'WCJe:J~btl'WVI'I!~~e:J"il1f1~11~1~ 
v v 'U 

m. h~ ~1 b iJ'Urn'j'IJ-ruth~oilB~fl1 'W~1'Woil€l~fl1 ~\ tl'WD"illilD'W VI'W~ €16'1tn'Wm'jcl 
"' 'U d.9 'U q 

I I d '1 "' " d " I " "· I '1 ~ " I e:Jtl1~\9le:Jb'We:J~ bt?ltl"ilt?lfl1'j"IJe:J~f!VI(:..J'J1"il1~ bbft~(:..Ju'j~6'11'W~1'Wbfl'j~f11'j GCC 1111 bt?l'j'J'\J'j'J~"il1f16'1'J'W~1'W 
'U 'U 'U 

Vlm~~'U ~~1~iim'jtJ-r'lJ'IJ'j~1 ~Vl'W6'1iJCJ bbft~6'i~~€l'U~1b ~€Jf11'jbe.J mb ~~'IJ'j~"1J1~~~'W5 '\.J'j~fl€1'\Jn'U 
q q 

~'Ufl'W"il1flbb Vl~~oile:J~ft~1~ 1 b oil11 'U'j~'\J'U b ~e:J 1 otl1 'Uf11'j 1 ~'U~f11'j 
m. ®. @)0 ~1btJ'Wf11'j 1 ~6'11m'jme:J~-r'U f11'jb~e:J~ 1CJ~oile:J~ftn'UVI'tl'JCJ~1'Wmfl-r~~ 1~ 61 

'U ~ I 

" m.m ~1'U'Uflf;l1n'a • 
..ijt?~1~il~'t!m1'W-r'U6'11CJci'1VI-r'U~'W~1 ~cr "ilt?lb~'U~f11'j \9lfle:J~e:J1CJ~ruru11t?~CJil bn.bn.@) q q v v 

B~fl'IJ'j~f1€l'Ub'Wf111~1bil'Wm'j b'Wbb~ft~l'W ~~il 
@)) 'V'l'i!m1'W-r'UmtJ?I1V1-r'Umru6'1B'Um~-ilB~flvi'11'1JvjbtJ'Wm'N1LVICJ 1t?~CJil1~ 

'U q 

f11'j~f1'N1'W~1n11mt1Jt1J11?1~ bbfl~ii'IJ'j~6'1'Uf11'jtw1'Wm'j'IJ~'IJ~~1'W~1'W Call Center bJuBCJn'h @) tJ "il1w'W 

C9lCS::O fl'W ~~U~D~~1'W ~~.n 
-th~b'Jmmn 

"111-:Jbdfll 

-d'J-:Jb'Jft1 

o~.oo 'W. - C9lb.oo 'W. 

C9lb.oo 'W. - oo.oo 'W. 

00.00 'W.- 00.00 'W. 

~ 

"il1'Wd'W ~ "ilt?lb~'U~f11'j 
q 

"il1'Wd'W @let "ilt?lb~'U~f11'j 
q 

"il1'Wd'W @let "ilt?lb~'U~f11'j 
,.% q ~ 



v " " .,j Q I 0 !'! I "! " "" 1 " ~I " .,j fn'a"il \91b"il IVI'U 1VIfl-:tb1mu1~"il lf111 b'Ubb~ fl~"il \91 bVI'U1 f111 VI bu 'UVI'UIVI f111 
' u~m-a'<il\91mTIJeJ-:t~-ru~l-:t bb~~rn'W'!JeJCJml"il\911Vfu~md'Vlni'Vl'U\91 b~~eJ~mCJ1~nfi'VIdJICJbb1~1'WmeJ~bMm-ifrn cu 'I cu d.J 

~) 'V'Jir mi'U-ru(;'fiCJf:I'IVI-rumru(;'feJumdJ-iJ eJdJf1vi'1 1 'IJ~ b'iJ 'Wm~11 VICJ bbfl~ 
'IJ 

m~~~ l-:t'IJ1~bVIf'll eJ~I-:tii' eJCJm~leJ-:tflt]~ b\91CJiil ~ m-a~ n~1 'W~ lflrJI'I] 11!11!1~~ (;'fldJI1t1~eJ(;'fl"am~l~ 1-:t'IJ-a~b Vlf'll 

1~ eJ~I-:tLJeJCJ.fn~lel-:tfltj~ bbf1~ii'IJ1~{;'f'lJf111tU~I'Uf1111-ifm~l~l-:t'IJ1~bVIf'l11'Wrn1'1Jl)u~-:ti'U bJ'!JeJCJflrJI (9) tJ 
"ili'Ud'U (9)~ ~'U ~-:t'1Jl)u'1l-:ti'U ~-:td 

'li1-:tb1!;'11VI~fl 

'li1-:tnm 

o~.oo 'U. - C9lt>.Oo 'U. 

C9lb.oo 'U. - oo.oo 'U. 
I 0 ~. 9J ~ 

"111-:tbdm oo.oo 'U.- ~.oo 'U. "ili'U1'U ~ "il\91bVI'U1fm 
' 

v .., .., .,j .I 0 !'! I "'""" 1"~1 .., .,j fn'a"il \91 b "iJ IVI'U lVI mb 1!;'11 u'a~"il lf111 b 'Ubb~ fl~"il \91 b VI 'U1 f111 VI b u 'UVI'U lVI f111 
. ' 

u~m-a'<il\91mTIJrn~-ru~l-:t bb~~rn'W'!JeJCJml"il\911Vfu~md'Vlni'Vl'U\91 b~~eJ~mCJ1~flfi'VIdJimb-a~~'WmeJ~b~m-ifrn 
'U 'I 'U 6J 

m) vt1VIil l-:ti'Ufi1'U~d-l~ rum'V'Jm-a1 Vfu~ fl11 b\91CJii VILJ I~'U~V111'<il \91fl11 
' ' ~eJu-iJ eJ~ nmd-1-if eJdJf11 'Wb~ ~~ n ~-:tm~11 VICJbbfl~fll~l~ 1-:t'IJ-a~b Vlf'll eJ~ 1-:tti' eJCJfii~IB~nn~ 1 ~ m-a~ n~1 bJ ~ 1n'"l1 

" "I ' 

'I] 11!11!1~~ (;'{1dJI1t1~ eJ{;'f1-am~1~ 1~'1J-a~bVIP11~ eJ~ 1-:t'li' eJCJf11~1el'-:tnt]~ bbfl~ii'IJ-a~(;'fum-aru 1 'Wm-a'IJl) u~ ~~'U~ 1'W 

Call Center bJ'!JeJCJflrJ1 ~ tJ ~1'Ud'W (9)~ t~'W ~-:t'1Jl)u~-:t1'W ~~d 
'lh-:tbdfliVI~ fl 

'li1-:tbdm 

o~.oo 'W.- C9lb.oo 'U. 

C9lb.oo 'U. - oo.oo 'W. 

~I'W1'W b "il\911Vl'U~fl1"j 
' 

"ili'Ud'W b "il\91bVl'U~fl1"j 
' 

'li1-:tb1fl1 00.00 'W.- ~.00 'U. "il1'Ud'U {,l1 "il\911Vfu~m-a 
' m-a~ \91b~ 1VILJ l~f1-:tb1m'IJ1~~~m-a1'Wbb~ fl~"il \911Vi'u~ m-a 1Vf b'iJ'UVILJ 1~ 

' fl11'U~VI11~ (9lfl1"j'lJeJ-:t~ -ru~ 1-:t bb~ ~ eJ~ bJ LJ eJCJflrJ1"il \91b Vl'U~ fn"j~ n 1VI'W\91 bbfl~eJ~ .fl1CJ 1~ flt1VIdJ1CJbb 1-:t-:t1'WVI~ eJ cu , 'U d.J 
.,j.,j .., 

VlbflCJd'lJeJ-:t 

~) 'V'JtJ m1'W(;'ftJ 'lJ{;'f'W 'W~ 1'Wfl11U~VI11'<il \91rn-a-il eJdJ fl m-am1"iJ{;'feJUt~ rum'V'J 
' 'IJ ' 

f111bVl'U~fl11 fl11~w.J'WI'Ut~mm fl11U1~(;'{1'W-:ti'UoifeJdJfl bbfl~fl11U1~(;'{1'\.J-:t1'Wb~1-:tfl11 b~eJbVl'a~'U'U Call Center 
' 'IJ 

iioifeJdJ fl~Vl'W(;'f~ m'iJ'U'IJ1~~ lVI n1 'W bbfl~~eJ'lJ{;'f'UeJ-:t~ eJ-iJ eJ~ fltndJ'lJeJ-:t'IJ-a~"UI"U'W 1~ii'IJ-a~?iVITI fii'V'J 1 ~ fl11~ fl~l 
'IJ ' ' 

1~~1flrJIU~t1Jt1JI~~ ii'IJ-a~(;'f'Ufl11ru1'Um1'1Jl)u~-:ti'W~I'W Call Center 1~'li'mlf111 (9) tJ "ili'W1'W (9)~ ~'U 
~-:tulJu~-:ti'U ~-:td 

ob.oo 'W. - C9l~.oo 'U. 

'li1-:tb1fl1 ~oo 'U. - ~~.oo 'U. ~I'Ud'U b'l1 "iJ\91{;'ftJ'lJ{;'f'\.J'\.J 
' ' 

m1~ \91b~ 1VILJ 1~fl-:tb1mLJ1~~ lrn11'Wbb~ fl~"il \91{;'ftJ'lJ{;'f'U 'W 1Vf b'iJ'WVILJ ~~ m1 
' ' u~m1~ \91flmTIJrn~ -ru..[ ~ bb~ ~ rn bJ'li' eJCJm l"il \911Vfu~ md'Vl n1Vl'U\91 b~~eJ~mCJ 1~ flti'VIdJim1-:t~I'WmeJ~ bM m-if rn 

'U 'I 'U d.J 

<:r) ~ -ru..[ 1-:t~ eJ-:t~ \916'1 ~11CJ~1'Wm1'1Jl] u~ ~1'W'lleJ-:t'V'Ju n-:t1'W~1dJ-if eJ m.rn.@J 

1Vi'~';h..[l-:tb'iJ'U'IJ1~~~VIm~eJ'W ~fleJ\91mCJ?i'rutm 
'\.1 'I . 'l QJ QJ 

m.m.~ ~\911Vfii~'IJ1~(;'fi'U-:t1'Ubfl1-:tfl11 GCC 1111 1~fl11~fl~l1~~~fl';h 
'IJ ' 

mruru1~~ bbfl~ii'IJ1~{;'f'Ufl11tUfl11'Vh-:ti'W1 'UVItJ1 CJ-:t1'Ufll~-r~bbfl~ belfl"U'U 11d-lbbfK1 1~LJeJ CJflrJ1 (9) tJ 
vv ~ 

'ili'U'd'U 1!J n-u d~r:rrhvruTvh.hw6'111..!"11'1..! b~tron'U'V'ElaJll'l n'U~<h~h%~ll'l'li~'\l'ii't'~I~-'11~"U<;~-'l'VIu"J8-'l'l'W 
'IJ 'IJ 'IJ 

fl1t~-r.}l~ bMCJ1-ileJ~ 1\91 CJ1 Vi''ll{j'tl~-:t1'W'll-a~~1 ru 6'11't!n-:t1'W'll~\91m~VI-a'd~~~Vi'm ~eJ bf'll-a~.}ln"il bbfl~?i'~t~d-1 
d Q I I v 

b'V'JeJu1~(;'{1'U~1'W1'ddJfl'W 

m.m.m ~-ru~1~~eJ~~1blJ'Wfl11bVl'U~fl11 GCC 1111 eJ~1~iidJ1m~1'W b~eJ 
'IJ ~ 

~ eJ 'U (;'{ 'W eJ ~ ~ eJ 'll1 ~ "11 1 "11 'W 1 ~ eJ ~ 1 ~ 1 d \91 b ~ d 1\91 CJ (;'{ 1 dJ 11 t1 ~ 1 b iJ 'W fl111' 'U (;'{ 1 CJ b ~ CJ fl b -iJ 1 "iJ 1 fl 

'll1~-u1-u'W1~ 1\91 CJiir\1 bu~ CJ1 'Wfl111eJ(;'f1 CJbhn'W mo i'U1Vi bbfl ~ner ~ -a1 n111 Vfu~m1f:l'1 b ~"il bu~ CJ ()~ 



m.m.~ ~-ru -;()1~ ~ el~ '<il ~ 1 Vfij f11'jtJ f)eJ'U 'j~ b ~ tl'"J fl'U f11'j~~'W 1 fl fiLf1 1 'V'l f11 'j 
'IJ ' 

1Vfu~m'jbbn'V'l'l1m1'W-r'U6'11tJ B~1~i~BtJtl~~ (9) fl~~ 
m.m.<r ~-ru-.ih~~eJ~'<il~ 1 Vfilm'j~~m~Vl'U'Vl1'Wf11'j1 Vt'U~f11'jbbfhh~"II1"11'W 'VI~eJ 

f11'j'\.h~"II~'V'l't!n~1'W-ru6'11tJ nB'W1 Vfu~m'j b tl'Wi.h~"il1VJn&1\Jm'Vi' bb~~'j1tJ~1'W1 Vf~,h~,1~VJ'j1'\J b tl'W 
' ' 'IJ 

i.h~"il1Vlf1b~eJ'WI?l~eJ~mm1ruru1 
II q v v 

.X~ d b 41'VIir 1~'\.J lJ u~ ~1 'W "il ~ ~ e1~~ ~ 'W 1~1 'W bb u u 'V'l e1 1~u'W Vi n .;s e1 \?) n ~ ~ 
f11'jhhtl~btNtJ-iJm~~ (Non Disclosure Agreement: NDA) bb~~'VIU~~eJtleJ~-r'Ub~eJ'W1"ll'W1tJ'U1tlbb~~ 
bb 'W'"Ji.Jl)u~ m'j-rm~1fl11~ri''Wfl~i.J~ e1~ti' tJV11~ b Vlfl1 'W 1~ ~6'f1'j6'f'l.Jb Vlfd!"lleJ~~1't! n~1'Wi.J~ ~m~VJ'j'"J~, 

m.~ ~1'Wf11"H ~~tl-a~a'VlB.fl1'Wb 'Wn1'a'Vh(I1\J~1~n'W'a~'Vd1..:!VIU1fNI1'U.fl1fl~~ bbli'l~ 
"" 

fi'UUU~m-aii'e~3Jli'l.fl1fl~~bvle~tl-a~'I11'11'U (GCC1111) 
'II 'II "" 

'<il ~ 1 Vfil f11'j'U'j~<tJ~?i'~~'W1 b ~eJ b ~~i.J1~~VlTI.fl1'V'l1 'W m1vh~1'W~'1~ n'W1~'V111~ 
' 

'VItJ'1tJ~1'Wmfl-r~ bb~~fd!'W~u~m1-iiB~~.n1fl-r~b~eJi.J1~"111"11'W (GCC1111) 1~mii'Wm1i.Ji1u"i~1'W~1~n'W 
d.'.l cu 'U d.'.l d..l 

n11D'j~G'f1'W~1'W1~'VI11~'VItJ'1 tl~1'W bb~~~~'W1-iieJ~~-u116'f1'j 1 Vf b U'WU"il"ilU'W b ~ei6'1'Wel~fl11~~el~f11'j 
'IJ ' 

"lleJ~i.J1~"1!1"11'W1#lB~1~1'1~ b ~'1 bb~~~'W~eJ6'1tn'Wm1ru1~tJil~b -ii1~1~ m1i.J1~"11~?i'~~'W1 i.J1~ne1u#l1 tJ 
'IJ ' 

~bb'Vl'W"il1f1'VItJ'1tJ~1'Wmfl-r~ ®o m~VJ1'1~ 6'i1'W~1'W~bJ?i'~n~~1'11n'W1tJn-r~~'WI?l~ m~Vl1'1~ 'VI~eJ'Vl'U'1~ 
'IJ ~ ~ 

bb~~G'i'd'W11"1lf11'j~'l.J ~ 1'1~5~~b~tJ'1-iJeJ~ b-iJ1~'1~f111D1~"1!~?i'~~'W1 1~~1n'i1 bo fl'W "il1'W'1'W ® fl~~ 
5ll sv cu 'I 

~~-u 1 Vf'<il~v11bbtN'Wm1'<il~'\.J'j~<tJ~?i'~~'W1"1 b6'1'WeJ 1 Vfflru~m1~f1111?11'1"il-ru~G'f~~"il11tt.n 1 Vfm1~b ~'W"1leJ'U 
' ' 

!If .:1 
m.~ ~1\Jei'U 6'j 

m.<f.® l?11btJ'Wf111~11'1"ilfl'11~Yi~'V'leJh~eJf1111Vf'U~f111'1leJ~ GCC 1111 

'V'l¥eJ~?i~~BuG'f1i.J IN~ m1~11T'il m1~Vl~'V'lel 1 "il bb~~ bb 'W'1Vl1~m1~~'W1LJ-ru'\.h~ m11 Vfu~m'jbbn~1141~ 
' ' 'IJ 

m.<f.® 1?11 b tJ'W f11 'j'\.J 'j~"1J1?i'~ ~'WTI1fl1~ f111fd!'W~ 'U~ f1 11-iJ el~ ~ 111 fi-r~ 
'IJ 'IJ ~ 

b~eJ'l.J'j~"1J1"11'W (GCC 1111) l?l~eJ~"il'W-iJm.;~~"li1'1G'f11'1leJ-:!111fl-r~~~1~t1J~1'W"lieJ~Vl1-:!~1~1 eJ~1~~m~eJ-:! 
m.<f.m b~~i.J1~~'VlTII11'V'lf1111Vfu~m'j GCC 1111 b~eJ 1VfG'f1~11fl1eJ~-rum1Hf 

m.<f.~ '<il~vl111tl~1'WG'f1Dt:J~m11?11btJ'W~1'Wfd!'W~'U~f111-iieJ&J~mfl-r~b~eJi.J1~'1J1"11'W 
'I 'U 'U d.'.l 

(GCC 1111) 11tJ11?11~1G'f"lleJ~tJ~'Ui.J1~mru ®<fb<f 

m.<f.<f 1?11 b tJ'W m1LJ-ruLJ 1 ~11 tJ~eJ ~'l.J 'j~ 6'11'1..! ~1'1..! 1fl'j~ n1 'jfd!'W~'U~n 11-iieJ~ ~ 
'l cu cu 'U 

fl1fl-r~b~eJi.J1~"111"11'W (Government Contact Center : GCC 1111) i.J1~"il1tl~ui.J1~~1ru 'V'l.fd!. ®<fb<f 
~ 

1 Vfb tl'Wu"il"ilU'W 
' 

m.b m-a1Vfu~m':ifi'UUU~n1-:iii'e!3Jli'l.fl1fl-r~bvleitl':i~'I11'11'U GCC 1111 el'<ilu~EI~ 
'II 'II "" 

m. b.® 1Vf'U~m1-iieJ~~bbn'l.J'j~"II1"11'W~1'W'j~'tJ'U Voicebot 1~mU'l.Jf11'j1 Vfu~m'j 
'IJ 

-iJeJ~~~eJtlb'Wfl'd1~G'f'Wb"il'lleJ~'l.J'j~"I!1"11'W 1'Wf11'j\?leJ'Uf1'1m~~1'WV11~ Call Center l?l~eJ~mtJ?i'ruru1 
'U 'lJ . 't v QJ 

m. b.~ 1 Vt'U1nTd"if~;w~ bbrhJ'dQ:ilJll11.Jlihu'dQ:i'U'U Chatbot 'b~n m DunTa'l. Vl'U~m• 
'IJ 

.., d ''l 'l • I 'l 0 I ... <i 1 ~ h 
'IJ el~~'Vleltl b 'Wfl11&J6'f'W b"il"llel~u'j~"1J1"11'W b 'W f111\?l el'U fl1fi1&J t:J 1'W'Vl1-:JVI'W 1 b '1 U "ll\?1 www. gee. go. t 

'IJ 'IJ 

m.b.m LJ-rutl1~ Intent & Response 'j'J&J5-:~bvl&Jrn'jb~tJ'W¥ (Training Phase) 
' 'IJ 

Intent ~1~ b U'WV11~ n11 ~1vt-ru 'jeJ~-ru fl1~1'V'l~ bb~~.n1~1 b ~ tJ'W"lleJ~tl1~"111"11'Wb 'W f11'j~ ~~eJG'feJ'U m~ 
'IJ 

-iiB\j~~1'W1~'\J'U Voicebot bb~~ Chatbot b~elbU'Wn11~eJtleJ~fl11~G'f1~11t:l'lleJ~'j~'tJ'U 1~tJf11'jbVl \
1 

b~tJ'W¥/hm1~'Vi'-iJeJ~~ f1'1m&J - 1"11\?leJ'U 1"11~il~G'feJ'Utn~i.JeJtJ f1'1V16ln~ilfl'11&J~1~ru bb~~fh~~/ OdV-
'IJ 'IJ 'IJ ~v~v ·~ ~ 



fld1~VI~1CJ 'a1~~\lfh~btltini~bb6'1tJCJ~ hJUf)CJf111'a~UUfl~ <9l,ooo fh~m~f)ti Vl~f)'a1~"il'l't.!dti 
b~,Jf) CJf111'a~UUfl~ <9l~,ooo ~1~f)tJ bbfl~~f)\1 b~f)~ bCJ\lnU~1~f)U~61~~tiTin'ti 'V'I~f)~?f\l~f)U'a1CJ\l1ti 
6'1'atlt;Jf!f1'l'a~1b tJti\l1ti bbfl~bbt;JtiiJ'\l6'1tnU~CJm'a~ 1 tiTU bbUU 1 'Vl~Bb~m'l'af)tJf16~ btltitb~"ilTVlf1b~f)ti bbfl~ 

• 'U • 

'a1U'a1~t;Jfl m'a~1 b tJti\l1ti~\lf1~116'l\l1 Vi'~11~1\l b~f)iu6'1~61'rut;~n 1 ti\l1ti\l1~6'1~Vi'1CJ 
\1 q (U v q 

m.b.~ 'a1CJ\l1ti6'1~tlt;Jflf11'a1Vi'u~n1'a GCC1111 eYiilu~CJ~ 1ub~f)\l6'1~&i 
f1'l'a-rU6'11 CJ 6'1f:i~f1'l'a6'1f)U m~.rrf)~fl f1'l'a-ru b~f)\l~f)\1 b~CJti Uru'\111f)tl6'1'a'afl bbfl~ bb ti1'VI1\l f1'l 'atJ-rutJ'a\1 

\l QJ q q 

bbm "IJ ~~?f\11 Vlbbn~1T~,1\lb tlu'a1CJb~f)ti 
iJQJ 21 iJ I QJ 0 .<:::!t. iJ 0 ~ i1 

m. b. ct t;J 'aU '<il 1\l ~ f)\16'1\l~f)U t;J \1 f1'l 'a ~1 b ti ti \l1ti "IJ f)~ fl f1'l'a ~1 b ti ti f1'l'a :01ti"IJ f)~fl 
\l \l d-1 \l 

~1~-rrf) m. b. <9l - m. b. m 1 Vlbbn~11~1\l b ~m tltitl'a~ bCJ"Ilti1 tif1'l'a~~ti1'a~UU bf)\l"IJf)\1~11~1\11 tif)ti1 fl~ 
'U 'U 

Vl~f)mru~il m'ab tl~ CJtibb tlf!\l~-ru~1\l1 tif)ti1 fl~ 
'U 

i.IQ..I iJ il <V il 0 .:::::.. ..d .c::l il QJ 

m. b. b tN'a'U'<il1\l~ f)\l6'1tiU 6'1ti ti"IJ f)~fl f1'l'am b ti ti f1'l'a'VI bf1 CJ1"1Jf)\l f1U GCC 1111 
'U • 'U 

mrum 'll~-ru~1\l'a1 CJ b~~ b~f)iti6'1~i1ruru1 b ~f) 1 Vf~-ru~1\l'a1CJ 1 Vl~6'11~1'a(l~1 b iJu f1'lj 1~~m ~f) \I 
'U 'I Q.l QJ 'U 

cr. 01'VI'L!~a..:J~el'U..:I1'L! 

~.(9) ~-ru~1\l~f)\l?f\l~f)'Ubbt;Jtitl~u~m'atl'a~"il1u\lutl'a~~1ru '1"1.1"!. ®ctbct .fi1CJ1u1u~ 
<9lct ~fl'lfl~ ®ctb~ 

' 
~. ® ~-ru ~ 1-:1 ~f) \16'1 \1~ f) u 'a1 CJ\1 1tit;J fl m 'a~1 b iJu-:~1u tJ 'a~ "il1\l1 ~ b~ au .fl 1 CJ1 u-Ju~ 

'U 

<9lct "IJe:l\lb~f)tit1~hJ 1~CJiJJ1CJfl~b~CJ~bbfl~b~e:Jti1"1l ~\ttl 
~.h<9l m 'a~1 b iJu m 'a"ll a \I ~-ru ~ 1-:~1 u n 1'a1 Vfu~ n1 'a rict '<il ~ 1 Vfu~n 1 'a 

'U ' 

(position) ~f) b~e:Jti~flf)~B'l ~61qJqJ1 Vl~f)m~fl11~"il1 b tlti"IJf)\1 m'a 1 .ffu~m'a'<il~\1 1 ti6'1.fl11 m'arutl n&i 

~\til ~m1~~1f111"il1ti1ti rict (brh~uV\'1) '<il~ 1 Vfu~m'a~m~f)ti~flf)~B~CJ61ruru1 
'I 'I QJ QJ 

~.~.~ f1'l'a~1 btJ'Uf1'l'al'l1~-rra ~.~.(9) mru~d'1~md-u~.rra-:~1 'Uf11'ab Vl'U~f11d 
1~11~1 m VI~ 1~ ~-r'U~1\l~e:J\lfl~l"i1~1\l'a1 m~atil:l\1 ~1~"il1ti1'U1u~1~6'11~1'a(l1 Vt'U~m'a1~ 1 ueY~ 'a1 

' 'U 

1ufl~ b vhnul"i1~1\l'a1CJb~f)tiV11'a~1 CJ mo (6'11~~u) m'a1~6'11m'a(l1 Vt'U~m'a1 u1u1~1u'VI~\l1~bnu n11 

<9>® (~'U6'1e:J\l) -ti'1 b~\11 Vl~~fl~l"i1~1\lfl\l1 ue)~'a1 <9l 'Ju b1'tibb~b'\11~6'1~li1CJ 'a1~i'i\lbVI~f1'l'atUfld1~1~6'1\l'U 
'' ' 

1 utl'a~ b 'VII"!~ fl1~111il ~vh 1 Vi'~tl~u~\l1tib tJu.mJ'u ~'a1CJ ~f)~1~ bbfl~~1\l m CJ ~\til ~ f)\l1~-rufl11~ b ~U"Ilf)U 
ill i.l I 

'<il 1 f1lN1 1'<il 1\l f1e:lti 
'U 

~. m ~-r'U ~ 1\l~f)\l6'f\l~f)U6'1'atl 'a1 CJfl ~ b ~ CJ ~ f1'l'a~1 b tJ'U f1'l'a ~\I f1'l'a b ~f)~ ~f).rr f)~fl 
'U ' 'U 

:01ti.rre:l~fl f1'l'a~1 b tJ'Uf1'l'a~\l'\11~~~1~-rr e:l m. <9l - m. b bbrl~-ru~1\l1 'U\l1ti\l1~6'1~Vl1CJ"Ile:J\l61ruru1 .rrf)~fl 
dJJ 'U 'U 'i QJ QJ 'U 

~n"Nru~~b tl'U:o1u.rrf)~fl 1 Vf~~?f\11 'U'atlbb'UU~ib~f1'VI'af)tJm1 
... 'U 'U 

b. ~~tl~b1fl1~1bil'L!n1~ 

b~~~\lbb~ (9) ~fl11"1~ ®cS:b(( fi'l mo n'Uc.mrw \0G::b<S:: 
' 

mi. ..:I'U'lh~~1W 

.fl'lCJ 1'U1\l~ti riri,~ri{;'}i,ooo 'U'l'VI (bfl1~'Ubfl1~1ti6'1f)\lbb6'1'Ubfl1VI~'Ub~~~'U'U1'VItl1ti) 



~ I ~ I i/ 

~. fi1'H'Un:il1tlb.:I'I.J~'J.:IVI'I.J1 

rl1irn·nw't.J~~m~VJca'd-:t~~VIm~e:Jbl'l!ca~~n"ilbb~~61-:~fl~ "il~~1tlb~'I.J~'d-:t'VIiJ1~mJ~~ cto 
"" 

"lle:J-:J1-:tb~'Wm~61't1Jt1J1 tntJVI~-:t"il1n~H1~-:tt.n~1'1.J61't1Jt1J1~1-:t 

~. m-a"!ha~a~'I.J 

mcabun~1m~'Wbb'tJ-:t~1m'lJ'W ®® -:~1~ 1~tJ"il~"l11ca~b~'Wb~e:J~-r'U~1-:t1~6'!-:~~e:J'U-:t1'Wb 'lJ'Wca1 tJ 
" b~e:J'W 1~ l'J1 'Wbb~~~-:t'd~-:t1'W ~-r'U~1-:t~e:J-:t6'i-:t~e:J'U"a1 tJ-:t1'W~~ mca~h b tJ'W-:t1'W~1~~1 b iJ'Umcam~"lle:J'U b"ll~ 

!V !V Q.J I ..J..J !V I !V I Q.J 

"lle:J-:t-:11'W "lle:J rn.®- rn.b 'V'l"ae:J~be:Jf1?f1"a'VI~f1~1'W~1-:tl Vlbfll'Jd"lle:J-:te:JtJ1-:Ifl"a'Ufld'W bb~~~1'Wf11"a~"a'd"il"a'U-:11'W 

®o. fiTUi''U 
Vl1n~-r'U~1-:~hl?11mcat~6'!-:~~B'U~?I~1~VI'W~1~b1m~n1VI'W~ bb~~~-.h~1-:tt1-:~in~'Ue:Jn 

" ' " 
b~ n61ruru1 ~-r'U~1-:t"il~~e:J-:t"l11ca~rh't.J-r'U 1 Vi'bbn~11~1-:tb ll'Wca1l'J1'W1 'Wel'~ca1~e:Jl'J~~ o.®o "lle:J-:tca11"1111~1-:t 

QJ QJ qJ qJ 

vv aJ..Jo 1 QJ QJ 

'W'Utl~"il1m'WVJf11VI'W~?f-:t~e:J'U'V'l?f~m~?lruru1 ' ., ., 

il ~ ~ 
GlGl. 'YJe:J~.:I'J'I.JJ;JVI5 

®®.® 'U"a"a~1~VJ5VI-r'V'l~~'WVI1-:!Dt1Jt1J1~1-:tl el'Wbfl~"il1f1-:!1'W~Vh~'W'if "a'd~~-:t~"ll~VI~1 'W 

f11"a?f~1-:J?f"a"arl~1~vl1~'W Vl~e:J~~bb't.J~-:t"il1n-:11'WeJ'WiJ~"IJ~VI~b~~ 1VfblJ'W~VI~"lle:J-:t~11~1-:Jbb~~b~tJ'd 
" " 

(9) (9). ® n 1 ca~ ~Gffe:J~ ~ ~ 1-:1 1"1 ~-:~if "il ~ ~-:~ 'W 1 ~ ~ n~'W1 'W 61 ru ru11~ ~ eJ b~ m'l1'!! n-:~ 1'W " ., ., 
't.J~~nca~VJca'd-:t~~Vi'~b~BbP!"a~~n"ilbb~~61-:~fl~1~-r'U~~?fcacab~'W-:t'U't.Jca~mruca1l'J~1l'J't.Jca~-.J1tl-:t'U't.Jca~mru 

"" 
'V'l.l'll. ®ctbct "il1nrl1irn-:~'U't.Jca~~1rubb~1 rl1VI-r'Umru~hl1~-r'Umca~~?lcacab~Bmca~~VI11'Wfl~-:~~-:~n~11 
6'i'd'W"a1"1lf11"a?l1mcat~l'Jnb~nmca~~VI11~ 

(9)(9).rn 1 'Wmru~li'11irn·n'W't.J~~m~VJca'd~~lilVI~ b ~B bl'l!ca~~n"il bb~~li1~fl~ hl?11mcat1 
"" 

~1 b iJ'Wmca~ ~~1-:~~1~ b~'W-:t'U't.Jca~mru~n1VI'W~ 111 'W"a11"11 nm-:~ 1~ b ~B-:t"il1nmca't.J-r'U~~"IJB-:t-:t'U't.Jca~m ru~ 
1~-r'U 61'1tJf1-:t1'WD~~m~VI"a'd-:t~~Vl~b~BbP!"a~~n"ilbb~~;;1-:~fl~"il~~1btJ'Wf11"afl1'1.J'dtufh1-ff~1l'J~~~-:t~1~ 

"" 
-.51'W'd'W-:11'W~"il~?l1~1"atl~1-:J 1~"il~-:J"iJ1f)'j1fl1~ b?I'WB111"11 11 

:Y o".c::l I 'tiiQI 
Gl'ID. th~ bV11'1.JVIfli1~'J11il~ b~'a'U 

C9l®.C9l 't.Jca~"'l1"1l'W 6'11~1"atl ~~~e) ?fe:J'U m~ orr e)~~ "il1 fl'VIth l'J -:11'Wfl1 fi-r~ 1~ ~~e)~ b d ~ 1 
" "" 

®~ -8'1 1~-:t ~~fl1"a~fh 1-ff~1l'J1 'Wf11"ab~'WVI1-:J 
.o::rl ~ QJ. d !V .o::rl QJ d 0 ..:::.. 6' QJ 

®h® ~l'll'Wl'J"a'U b caeJ-:tcae:J-:tb "al'J'W"lle:J-:tfl1fl"a~ 6'(f-:t?f1mcat~'W1~~~11 bfl"a1~VI bb~~ca~'U1~ 
" "" "" 

?11~1"at1 bbm "l!Dt1JVI11 Vfn'U't.J"a~"'l1"1l'W 1~ 

®hrn. Vlth l'J-:t1'Wfl1fl-r~?f1~1"atl~~fl1"a~1 'Wf11"a~~VI1?ftl1'W~ bb~ ~fh 1-ff~1l'J1 'W mea 
"" 

Glm. bnrutt1m1Wlil11ru1A~b~[ln 

~"il1"atu1"il1f1fltufl1'V'lbb~~"a11"11 
' 

I .c::la.~ A 

Gltr. VI'I.J'JV.:I1'1.JVI'a'Ue..J~11e:J'U 

ne:J-:tf1~1-:t li'11't!n-:t1'W't.J~~m~VI"a'd-:t~~Vl~b~Bbl'll"a~~n"ilbb~~;;1-:~fl~ 
"" 

**************************************~****;:;· 


