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12. ANENDINGEAINSUNITIAUINTS

1. Customer Service Step By Step: %’umaumiu‘%mignﬁ’q
1) Introduction & Greeting : Lug1$1 & Minne

uAladeym

1) na1annne ( Greeting )
® Hello, this is PWA.
® PWA, Good Morning.

[ A A
uansAuANlINYIE e

) Determining Needs & Meeting Needs : @UANANUADINTT
3) Apologizing & Showing Empathy : na1velny , Laninanuiiula
) Taking Responsibility& Offering Solutions : LAAIAINUTUNAYIULAUDLULLUINIG

mMulne

AN

a A aay v A
Adu/uy BuantaYiewden

I’d be happy to help you with that.

Y a a

a Idl ¥
Adu/my Busnlaguana

I’d love to take care of that for you.

WUUBY, ARW/WU Fzua / IANTIA

Sure, let me help with that.

2) @9UAINAIUABINTS (Determining Needs & Meeting Needs)

aMelng

AWDING Y

Anudleglslvidurnelna?

Can | help you?

May | help you?

What can | do for you?

How can | help you today?

Is there anything | can do for you?
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YBHNTIVADUNBUILANLTUNITHD

aulne AYDINY

n3adeanesednAIARU/NUvensTIadeuUTaYa | | will check. Just a moment, please.

AU/ AsfnsendunnlagiEafian - | will call you back as soon as possible.

- fidu/mu zdnsendugunigluaiedalug - Iwill call you back in half an hour.

- fdw/uu asfndenduamnielu ... wif - Iwill call you back in ... minutes.

_ Sdu/mny AERndensunusndnas - | will call you back in a few minutes.
ARU/MY VUTTATUNUAULIIRENTLNE | will inform you after checking with my staff

Gli’J"DﬁE'JUGUEJJJUaLLﬁSQ%ﬁﬂﬁ@ﬂﬁUﬂﬂﬂ‘Uﬂ’]ﬂﬂﬁx‘i / my team

- May | haveyour address please?

a o

Adu/na Yensunegvasnnllalnae

Can | haveyour address please?

Could | haveyour address please?

May | haveyour phone number please?

a o

Adu/my vensuiuesinsdnivesnalalu?

Can | haveyour phone number please?

Could | haveyour phone number please?

| will send staff /someone /my team to take

[y

FAU/NY ALAWINMTNTL IURSIERU

a look.
Au/My AzdLMTnlunsIageuUsand | | will send someone to take a look at your
ﬂﬂu%ad@m / Tuiud home/the location/the scene.

3) nsuansAuiuaniiula (Showing empathy)

aulne AW1DINGE
Aa/mu nlan | understand.
Adu/my AFanwdeiuiuaa | would feel the same way.
Adw/uy Whladilueudsganldauisla | can understand why you are upset.
Adw/uy Whladhluaudslinels | can understand why you are not happy.
Adw/py Wlafsnua1uINve IR | understand how difficult this must be.

n13na1IveRiEgnA1/valne (Apologize)

mMelng AW1DINGE
Adw/mu veaiyluanuliagain I’m terribly sorry for this inconvenience.
Aau/wi veafvdmsulyluEes ... | apologize for the problem with .......

a o

ARL/NY VDRAYEINTUAIURANAIAYDILT | sincerely apologize for our mistake.
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4) NIHANIAMUTURAYBY (Taking Responsibility)

M lne

AWIDINGY

WD U192 TN LaRA

There seem to be a misunderstanding.

I’m afraid we have overlooked your email.

9
Yy

Aduw/uy nseinsagldlasuduavenn
Awilowinveiiatatomnanaia/deweas
A

WHUNITHANAA

It looks like our technician has made a

mistake.

LEUaUINIMAbY (Offering Solution)

e lng

AWDING Y

a o

Adu/uy azunladymvesraldviviug

| will take care of this problem immediately

for you.
AdW/HY AERnsENTUM AN TWIITDYE | will call you back in ...... minutes with an
Tudn ... il answer.

Uymdsnanazudluadoneu 5 uvesiuil

This problem should be fixed by 5 pm.
Today.

. UymnFaaiFaunenanuioy

e lng

AWDING Y

AdudaBadlUIMNeNUYeIRnl 3 AT
wagalilasunisinsendu

| have sent 3 emails to your customer
service department and | have not received

a response.

JUsa18UIU 10 UTILAY

| was on hold for 10 minutes.

dudaldlasuluwdwmilmoud

| never received my bill for this month.

Uuvesduinlvagay

The water pressure in my house is very low.

YIUINTNUUUDIRUS?

The pipe outside my house is leaking.

WD UTRINLNNLIIINAEARR DN UADULNIN
wgslifnsanduuiae

An agent said they were going to call me

back yesterday and they haven’t called yet.
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aradslymFoaseuninuvas

A: | have some question about your service. (@duiiAauigaiunisiiuinisvasnn)
B : Sure , I'd be help you with that . (Ag/au, AufBINsIRdU/MutEsadlars/ASY)

f29819N15MBUTRAINTA TaUUTTUNANIZTUU

Dear Customer,

bit longer than normal area.

We would like to apologize for your inconvenience from running
out of water due to outrage. Now pumping system is running
normally and we’re under the process of tap water delivery

which some communities of high areas will be affected a little
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[ 3

ANANI ANUNUTY AFNN ANNNUNY
Address ﬁagj Experience Uszaunisel
Anger 135 Face-to-face Zelahle
Anything else o 9 Fault AR
Apologize Yolny Friendly Huding
Appropriate WAL Greeting NSVINNNY
Area, Site il Happen 03
Assist YIELED Hold on foane
Assure lvile Immediately Nuiviule
Burst 351U0 Impression AMNUTEivla
Calm Tafu Inconvenience lalggain
Chlorine ARDIU Inform WA
Check MFIFDU Inspection N136398U
Comfortable deaAINauny Invoice Tuwdonil
Complaint N13509158U Involve, include Fedos
Concern sle Leak %

Deal with IANT Listen W

Difficult g7n Low pressure wsadush
Dirty anusn Mistake, Error AURANAA
Drip B[ Murky quu

Empathy Auiueniula Negative AUAU
Expensive LN Offer LAUD

N 79 U9 148




1y

v

ANNINIFIUNTINUINITVRY nUA. U 2568

NBHBLaVLBNANT: 004

atuUFuU Tl 2568

3. PWA Vocabulary (si8)

AFNA AURUTY AFNA AUNUNY
Payment channel | ¥8In13n1591588U Salty T
Payment AUERRRISH! Satisfy Mlvnela
Pipe (0 Seat it
Please Taluse Serve UN3
Polite guf Sincere 93918
Positive AIUVIN Smell findu
Problem Uy Solve WA
Receipt, Bill luasasusu Sometimes wv19nds
Receive 1a5u Take care ALa
Refund AURU Transfer Tou @
Request 219503 Trust Fedly
Response AMDU Understand wla
Responsibility ANNTUNAYDY Upset Wi WFela
Result HAGNG Water Quality ammwﬁ’vﬂ
Rude gAY Water shut-off thwign nlailya
Rusty YuunaJuaiy

911 80 vaY 148
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[
s o

13. dapsszdanvinliignAlinawala

[ [

dwsuanmanvignalifianelaauhludnisiiadeseaseunnain 4 awvelveg 9 deil
1. gwmguanwinugliuInig

1.1 wilnouyearlianin desgnatmenieen liaulagnen

1.2 iusnsandn Wildsuunisviud wu sasdliuinisfiinsianuduvienany fuifiou
S usavitevingnAn

1.3 iAnanuiiawanavaisliuins 1wy madeudegndia @enanlunsudly

1.4 I#3umsdemsanniinnulsingety

1.5 Winisldefisssn winnudseslvignénmeduuesdgniimdssesuuinsey

1.6 niinawlaifanud Wegndasuay wilnnudluaeuamainifiounn  ads lianunsal
Anaularigiiles

2. @MANIINAIFUAI/UTNT

2.1 Audvideudnislid lifiqanm dlinseiunslaman fignén 3u3

2.2 fupounisuinisvanetuney shliiAemwardilunis serss fafuonasuaznisve
BUIAINKUTINS

2.3 fusiiedesudnmasnlusia wsglruinslilslumadetigm fugnd

3. AUNANIRINAIPNAT

'
a al

3.1 imuadnldadendnauliuinig wu indeadivihninau Faihlinisusnisldalunissus
YDIGNAN
3.2 nidedrudivesgnaiiveuseasey dalunsdlilgnAienrrzass neaeunsiruInTg

Y3ONAADUNITTUTDSDUIIUINNBIANT
4. gwvnunandadeau 9

4.1 AudsduiiusnisnfnindewSeumeuiunisusmsnignenlely
4.2 asnshiuinsvesdudadugnnindegnAnsivaeunulunenas




AdlaNINTFIUNTSIAUINNTYRe nUA. U 2568

UUILLAVLDNETS: 004 aduUSuUel 2568 | wih 82 wes 148

14. Service Mind

ynesdnsislimuddyiunmsliuinig (Service) Wueeeds nasmaudumnagnseng o
uiannlidnsiteaisnnuussilauazanuienelaliuignissodsuuing Sevinlmamdy
awdnuaifidvesesdng duu varvesdnsisdendnmanisliuinisiindegnémiedsuuinismn
au tneugnilalinnauniglussdnsdiilavinig Service  Mind) Wundndadnivasisainy
nsgviinlmAntuludalavesdliuinismnay

1. A15U3N15 (Service) 1lunszuiunisvsenszuiufanssulunisdinauuinisain
Fuinsldagiuuinmsniogndn eaussaudiosnsuazairsanafianelaliungiuuinns
ogavtuiividla deu nisuinisfinanansaadeaudseiulaliungnévdedsuuinisld Sadu
nsa¥enmanwalflnodng

14 a oy ¥
N138519UINNA Usenaume

S = Smile GHITGE

E = Enthusiasm fianunseiesedu wilaldgnAmisedsuuInis
R = Repidness ANNTINGT ATUEIY TlAann

V = Value Tusn5eeelinnAT

| = Impression AMNUTEvla

C = Courtesy Usmsmeanuganasuley WiResAgn

E = Endurance i ueavulazinuesual

andnualvasdliuinnsia Uszneudie andnvaeniinie AudnyaEmIIaT LAY

anudnwaizanelula il

1) adnwaznienig Ludiunsnvaanisliuinismsnzgnaissduiasilnenis
soudiudeu ey 1sdesdimauanseeniivnzay fyadnamitdeasusnuaznielu wu us
neazenunzautuniamay wihaanla Asergam Bu nivdernme uenandudenisi
Huiing ek 93laaussmnudesnsuesgnimieliuuinisedansziiotesu uaninuiduled
aglviuinis \Dudu

2) Arudnwazn192191 [Juaudnvaziifianudndusdisds deslddosdvuils
iidsdnedaiou yaimades Sdmuumngan nddeusunasaouniuinaslvidisuing
og1ls youstosildliuin liwaunsn Lind1adsimi enagamudidsiigndmiedsuuing
foenslifanilaiiomudlanssiu yaldiAausslovdsogndmdediuuinig luyaunnauiiuase
Dusiu

3) aaanvaznglula greesvesnistiuinisifevinisiieiila desvihdnlalimdn
vnuudsly Budiesdeusu Lidnguinsesiiosdesiumivdonuus fuauulanvihilsiduineiuan
fiou uiniSendosioanistiu deennsil livdeslianlavsiumues laaseviaaunslunisyiau 1
By (Jomevideids
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nsiiuUszansamlunnsiduinng daendénns 105

1) S - Smooth wnefs o1sualvesliuins fliusmsiidesiiensualiung asave
winzfignAmierfuuinisazuansesuaidsld glviuinisinmmensutalaliuansorsuaiilid
noulanduly

2) s - Smile nefis MUINsFesesiy fuimsitlunhinuduudala liyadale
fgnAvserundnsievesuuins avasanuuserivlaliuagunsuuinig

3)S - Speak Y MIAR YiFesnisyaailes Tdumase Weswinnis
Uinsaedenvnfuyanafiiianudesnisiivainuans visassgnémiedsuuinmaduyaaaidn
ansual yaanldgnimrseviaduunmsizyaaliunils wadlvusnmsdnduszdeddaunaznaili
Tysnindle

4) S - Small vneds gliusmsdesufifnumennuseudounounu lieing1931

Y

sondulngpsedudiioaiidumisnmsnuiianii fianudunnnigndwieduisuuing uins
Budnaziinlaliiuinig

5)S - Smart mnefl flsuinsidynanamifainauazaiiannuusesiulalii
andwerFuuinisiausiusniiu

6) S - Special nugis glviusnistianudidgyivanAmsedsuuinig lngazaeslun
TignAvsedsuusmsianaiewinduynnadivay

7) S - Spirit vueds fliusmssesgensuilinnufniiuvesgnAviedsuuinig seu
DugfFuiledia

8) S - Speed Wueds MsTUINsBANTIAGT Wasanmisliudnmsiiuluse
ANTINGI ansaUsevdiananiunsiiuinsuasgliuinsannsaliuinsunyanadulddiuou
N waefiddgndviedsuuinmslddondenailunsnesiunin

9)S - Super Wngds MsliuInsTiuinnd wnndlufidwnedanisliusnnsd
snnidsiignAsiediuuinismanimsenadn

10) S - Save muufls MaUsenin Uszndaluiidmnedanisussudanailunis
sfiunsliuinis uazmsvssudataguomnhsny Wesmnlunsliuimsuisadeduiugedy
Tannrgluvilsau wu ldenats msaeenans mndliusnislauinisamieaiuuaiugl gnfea
mutupeulupdafisrszteusendnafagmeludiinauuasusendanails
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INTNATIINTNAUIY YNATINOUNLTILAWBUUTNITNAWNAIMITBHFUUINITUY 151989

QNAYMIERFUUINISEANARINIIUIRREINtnsuNTUINITLULLe wagvhedalasniissidnla
n

Y
[

2N

)

A ¥

WIOHTUUTNITOL1LVIIATY naendwsdizsuiloduesualvesgnAvsersuuinise g1als
u AdeTuniuanusesnsiugie madila msulleduansuaivesgnaviseRsuuins wehniu

5
Y
9

e De

=

ANABINITNUFIUYDIGNAIUIBRTUUINS
- ANAYSERTULINTRE NS UNISABUSY
- gnAvSeRTuUINseEINlAsUNsiaud1Aey

Y

Y A v o Yo ¥ =4
- gndvisedFuuiniseenlasuanudiila il
- aNASBRSULINTREIN s UNSUURke Ndadndnselunsain

A
Y A vy A a 1w o 1% Yo = v a v 1%
- anAmiReRTuUS TR NARdeiuAuNiinuiALasa AU nwdnaulala Gela

nsidlagnAvisegTuuIn1sag1euiaTe

- mawseuANnunanlun1sliuinig

- nevfiedodu Wiusmasusimusniigndviderdsuuiniadiumis
- wanslgnAvseR3UUINT3AN LA

- wandliiudnsdmlade waneldegsauiela

- FUNALALINTITYALIBEATBIGNANTBLTUUINT LA

MIFUNBNUDNTNAIVEINAMZORFUUINSATE “PLEASE”

P = Pause e

L = Listen N

E = Empathy  uansrnudlawasiiule

A = Apologize  naMAUBINY

S =Solution  wvewAlaveliaGen

E = Elaborate  s3uneuwminsudtammidemadendiudin wu Tesvhegls dels egndls
YUz
- uamsauidnla llldwusevieliviunae
- yAndeadni <l dundululdivdendu <1887
_ Fonan... umsanumeans

- NEAvElNY/VBUAM
I a & 14 = “o 9 « ' 9 & 1 o o o
WINTFIUNITUTMSIUBAY A “YiNNIe” uaz “na17a1” WudasdlaindAyign
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¥

WaFeanulseiivlagna

1) Jusieald Suhernuddnu (Tangible)
o fianuduiioendn
o AuviuaLY
* ANUALAIN

2) fiumsgu ashiae 11nlalel (Reliability)
o Tuimslsognsgniesmmilinnasiuly uazasssenan
o uandvifiunmnindedie
® ATIWUAIUABINITVBIGNAN
o ulupmunaniildudagni

3) pouauBIlAnILUIISAUT (Responsive)
o NMUIMITITIAG
o fmududiazuinig
o fmnundouilazlviuinig

4) fanu3lusuuazaesieilaldiiula WWedels (Assurance)
o euannsaaiemuiulaliiugndn
o ilisaAnlinslaislogninundnde
* anmeauley
o flanuslunuiliuinng

5) Slauazdiaudilalugnen (Empathy)
o lianuaulagndn uazanuluiues
o luimsegaenlald
o fonauselevignandulvg
o 1lafleAuABINITURIGNAN
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9ATUINITPNAT
* 301N ANTINEOU o gnilolnd
518075 o AulUmgnen
* NANVBUAL * NANYINNIY
o Wgylvignen I YT Fausu * BluATAUNT
\o ndvanlgusng (Keeping) (Receiving) * (SUNQNAPIETD

o lyiusn1sgneies
59157

o LInMANaNARLYTe

e L@UDNNNABNNTBU

bUBING
K 9

Y28 D
(Helping)

J

J

LIS RIVIARN

! A U
® NAMINIULNBYUYU

AMUADINITUDY
anAn
Y

L

~

J

Aaa

2. nMs8inalauinis (Service Mind) 1dunisliusnisiadinuninuazldlalunisusnis
andn uazlunandndeufiRignisusnisiiduda deuszneuie 11 Jade sl

s =
2) E =
3) R =
4) V =
5 1 =
6) C =
7N E =
8 M =
9 I =
100N =

11)D =

Smile
Enthusiasm
Repidness
Value
Impression
Courtesy
Endurance
Make believe
Insist
Necessitate

Devote

Buuda

fianunseietoiu wilaldgnAviegsuusnis
fianusing asudau daann
TusnseeelinnAT

AuUsevivle
Uimseeaugnnasuley iiesAgnm
fianuoavuiasiiuesuel
fennndelumsliuinsvesmuied
fudu/onsuiarliuinisgnmgiuuins
nstirudAyegnAwaLUINIS
afirnuLionsuIng
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Tngaguaziiuin nstianudiagdunisliusnistuiianudiAgeda8s tnsiznis

TAusnse asianudseivlawazanuianelaliuignAvsegsuusnisiuwieuaiiounisasng
Y caag v I3 v ] Y a o a & Y M Yo oA Y A

AmanuwainalikAednsme uwinshiusnisiaasiiadulilaninlilasuaiusiuiloanngnavie
Yo a Y a o & vaa o a & . . & o w Y A Y a
A3UU3NIs wagdliusnisdeadugniiilausnisvie Service Mind (Wuddey vineangliusnig
Junalnddgyiganaziesinuiyadnnmuazviauainalaeaniznsidadiinlunissunis
Tusns e “ssdesAnsiiluidauazdedy drunisliuing...”

3
=
)
)
o)
5]
-2
2
af
S
A3
=
]
]
Lo
=)
-]
ol
c
D
>
-
o
=D
S0

'
¥ o a

ViruAR fo seAuveInuiantndnilifeitesiun1ienidnlavesynnaiiddenuiod se

UAAADU wagdoan1uN15alie 9 Mieades sutlunaunainnisiseus ssaunisal wazilu
AaivuangAnssuvseuwildunagnevaussdedniiig q lWluiandeianimils daagly

sUkvUrRIMsatuayuvsefnAuAla

a

fisil ViruaRvasyaranavrgniudsuudualdlnedie mnianishnlasnseseteseuney
waziileviruafignidasuntastilasiisainnsidiafudensedeyatnarsfivinnislninses dey
dsmansznusedennluienieedrmandeddld dofu msiivauaivinsadussdlsznovddni
Pl flisnsszaunrmdiialunisuinsle

(3
D.

AuARNgnAangiugnAhe

1'%

nenensliigniase urignAdd
NANTERULAY BeNnlagenaNgn

Y v oia A = y A o o
AsuaanA A TauduniaunazgualIuIULIvIu

1'% 1 [ = [
ﬂﬂ’]LLC‘Iﬁ%ﬂUlSJLWﬁJBUﬂU

1
e e e 3D

e D

guassaivilinsusnishilduinsgiu Ao

1. 971538 => pavauswnudL1 anuidn vieanunisal
2.0070A0  => 38015715U3 wewiiu 1iledssng q Aaldwdleuduwsienisiseus

$u3 Uszaumsalsinariu
Faifu nsdansguasselunuuEnisfisidentd fo
1. nseuAnudn => wedlanegafiiuduais TaglalldmuAnueasludndugni
2. 971510 => L5WeIUTMIIANITTNAIYRed lagldndn ya — An - 1Fen - v

wgn  => venegiisudnaulaeluriug

An  => Andeudndsudniely

= = a o v 1% A ada o
don  => Henludeiigndes Teyaniedsngnaes

U U
«:4'

o => Wemdeyanigndeslaumeeeindulaasiieri

Y
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1)

2)

3)

4)

5)

6)

mATANISES 19 ALARLTIUN LIS WAUSNS

viruaRdunaden wmnsaling 4 Adundndiveiiun Wwesudisienaldiuded
Lﬁawamamsaiﬁfuﬁuﬁuaq ynsmsgndniiansafiazidonyudn FaudPuazuifidy
Uszaunisal 1l51Aezanansnaineuinsinle

JirARv9ITIUBNNNINTEINYBAT MIneUaLssedslinunTENUAnI NNl mMBY
W@ mnd Usraunsel uazamevessfummnistiulunisudiou e
asnanuiuasnavaussiedn ity mnyumes vide Ussaunsaifisdify
wnnseiiududay minevausseuslagsssumifasdulumuniuda anuddn
vousTluvaiiy frdu mnsdosnsfiaznevaussdedndlusuuull indeouldsn
suspsanT ety nsadeiunfidauiniafuwumadsiinaeliauudeusamis
POUAUBIVDLIA

doilieglumihiigliuins esvanidesyaraiiyusesdau vie usseneau  ile
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(LEADING TO BE A HIGH PERFORMING AND
SUSTAINABLE ORGANIZATION WITH EXCELLENT WATERWORKS SERVICES)
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	ได้แก่ ที่ทำการของรัฐวิสาหกิจและองค์การมหาชน การอุตสาหกรรม สถานบริการและที่พัก ธนาคารพาณิชย์ โรงพยาบาลของเอกชน สถานศึกษาเอกชนระดับอุดมศึกษา สถานีบริการเชื้อเพลิง การขอใช้น้ำชั่วคราว และธุรกิจการค้าขนาดใหญ่อื่น ๆ
	และคนที่ทำสำเร็จก็คือคนที่มี High Self Efficacy นั่นเอง เนื่องจากคนเหล่านี้เมื่อมีความเชื่อแล้ว เขาจะแตกมันออกมาเป็นแผนการ และลงมือปฏิบัติตามแผนนั้นอย่างไม่ลดละ
	แต่คนที่ขาดหรือไม่มี Self Efficacy มักจะตั้งเป้าหมายอยู่เรื่อย ๆ แต่กลับไม่ได้มีความเชื่อมากพอ จึงไม่ได้คิดหาวิธีที่จะลงมือทำมัน จนกระทั่งเป้าหมายนั้นค่อย ๆ หายไปจากความคิด จนกว่าจะมีคนมากระตุ้นให้เกิดอยากมีเป้าหมายขึ้นอีกครั้ง
	ทั้งนี้ เมื่อเราสามารถทำเป้าหมายที่ตั้งไว้ได้สำเร็จบ่อย ๆ ก็จะมีความมั่นใจเพิ่มขึ้นเรื่อย ๆ ในทางกลับกันหากตั้งเป้าแล้วแต่ทำไม่สำเร็จบ่อย ๆ Self-Confidence ก็จะลดลงไปเรื่อย ๆ และกลายเป็นคนที่ขาดความมั่นใจในตัวเองไปในที่สุด

	ประเภทที่ 3  รัฐวิสาหกิจ อุตสาหกรรม และธุรกิจขนาดใหญ่ รวมถึงผู้ใช้น้ำประเภทที่ 2  เฉพาะกรณีกลุ่มตลาดศูนย์การค้า ห้างสรรพสินค้า สหกรณ์ และกลุ่มธุรกิจขนาดเล็ก  สำนักงานธุรกิจ ที่ใช้น้ำมากกว่า 80 ลบ.ม. ต่อเดือน ได้แก่

