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Did You Know ?

" If you can’t describe what you are
doing as a process, you don’t know
what you are doing. ”

-W. Edwards Deming
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Strategic
Planning

Action

Planning

Organization Management

Vision - Mission
(Core Values)

Goals

Work System -
(Business Process)

Work Process
Sub Process




Strategic Management Concept
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Firm Infrastructure ( Fin. Plan..)

Human Resource Management
SUPPORT
ACTIVITIES Technology Development

Procurement
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Business

Inbound

Operations Outbound Marketing After Sale
Logistics

Manufacturing Logistics and Sales Service

e
PRIMARY ACTIVITIES




Strategic Management Concept

s ™
Values
what you believe is nght & important;
guiding principles
Vision Mission
S _ how the community will be changed broad statement of what you will do
trategic (very long term goals) > to achieve vision
Plan v v
N
Goals _ Strategies
broad, general results to be achieved M| o0l description of actions you will take
by end of planning period (3- yrs) o achieve goals
Domain of the Board
Operational Domain of the Manager
Plan v ¢
Objectives Activities / tactics

measurable, ime-limited results
leading fo achievement of goals (1-3 yrs)

programs, services, administration
to implement strategies
and achieve objectives

Ends

Means




Value Chain : Michael E. Porter

Process
Supplier [l Olellls  Cystomer 3. Work Process
ub process
lr Administration and Management:
| Electronic scheduling and messaging systems
| 2. Work System
| Human Resources:
! Workforce planning systems
Support
Activities Technology:
l[ Computer-aided design systems
I
'L Procurement:
] Computerized ordering systems
A Inbound Operations | Sales and Service Qutbound
'[ Logistics Marketing Logistics
Primary .
n S Activities Automated Computer- Computerized | Equipment Automated
8 5 : warehousing | controlled ordering maintenance | shipment
= I | systems machining systems systems scheduling
a s L _____ systems systems
Sourcing and N ,,-” Customer :
procurement h S - relationship 1. Value Cha|n
systems S s management
Y o systems
Sl Suppliers Firm Distributors Customers

Suppliers

Industry Value Chain
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Process Hierarchy

Enterprise Value Chain

1. Work System

2. Sub system

3. Work Process

4. Sub Process

5. Process Step

6. Activity / Task




From Function to Process

Product Development

Order Fulfillment

=

Supply Chain Management

Accounting
Purchasing
Manufacturing
Sales

Customer Service
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Organizational Excellence Model :
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Work Process
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Process Management

A.
Process
Design / Redesign

C. B.
Process Process
Improvement Implement/Control

Business
Excellence




Process Management

Marketing and Sales Product Development Manufacturing
New
product
Needs . ideas | Advanced
Process > Vg esath
D - & R d . JPmmoﬁon Technical
ESIgn e eS|gn Customer Product concept
market system| _ Calls specifications Prodiuct
>| Product Process .| FToducts |- Gystomer
Production design = planning gl " | market system
orders
> Sales
Customer
orders

Process Out-of-control

Implement
& Control

Process
Improvement
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Business

New zone
of control
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Process Flowchart

MACRO

Diraft
POD

Type

Distrilbute
FoD

U eetienenthesionsivetessiiuntunion NETRNI

Levels of Flowcharts

MINI

(Zet rough
draft of POD

Is it
approved
?

Get
appraval

Type

smooth

MICRO

computer

Start word
proc. applc.

Is

rough in

wiord proc.

applic.
b

Type
rou gﬁpP{Z}D

Yes

Edit POD |

Are
there any

{:n::-rregtic:uns

corrections

Mo

Print PQD

FLOWCHART

VIEWGRAPH 4
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Hotel Service Blueprint

Process Flowchart

PHYSICAL  Hotel Cart for Lobby Elevators  Handling Bath Menu Wait Food  Wait

EVIDENCE  Exterior  Bags Waiting Area  Hallways  Placement  Television Appearance Accurate
Parking  Uniform Desk/Counter  Room in Room Bed Bill
Arrive Give Bags Check-in Go to Receive Shower Call Receive Eat Check-out

CUSTOMER | 4 to Room Bags Sleep Room Food and

ACTIONS Hotel Bellperson Service Leave

A A

Line of Interaction v -

. Greet and Process Deliver Deliver Process
83;?:%% ;:ke Registration Bags Food Check-out
PERSON &

A A A

LmeOIVISibl”f}' LR R R R L R R R R R R R R R R R R R R R R R ER R R R R R R R R R R AR L
BACKSTAGE Take Bags Take

CONTACT » © Room Food

PERSON Order

Line of Internal Interaction v

SUPPORT Registration Prepare Registration
PROCESSES System Food System
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Work Process Requirement

Key Key Sub System Key Key
Stakeholder Input (Work Process) Output Customer
Outcome Input Process Output Outcome
(Need) Specification Specification Specification (Need)
KPI KPI KPI KPI KPI




Process Analysis 6 :

Process Assessment : ADLI

Integration

N

PDCA Allgnment

Learning Approach
1 —p Result < A

Check/Share/Act PIan

\ Deployment /
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Process Analysis 6

Process Assessment : ADLI

Process Critical Issue
Management

Approach - AenvrayailRaaaatlunazarauan (C&S Need)
- Ainvuaihvang  mdia(Lag)

- AMUUALKUIENTTT ALY

- ANUALNULTELITU (WAL U/ HRAWS/ANUFaAAADY)
- AnnuaLHuANNLEELarilafu

Deployment - AMnuAIsUHIIE Siansviramin Avuaiidin(Lead)
- ANFTTNTNENNTUREUARINT
- UfTAaNLKY waznszane output §nanileeu

Learning - AN UsTIiuNe fTUNRANE
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Process Analysis 7 :

Result Assessment : LeTCl

Level
Le \
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Compare
C




Process Analysis 7

Result Assessment : LeTCl

Result Critical Issue
Management

Level o wasiuulutlaatiu (Wisuduihwnadisivua'ly)

Trend » daaavnsiiulpnaniseiiueu wia

« AMsINEIvaINAALTUINUNA
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Integration - ANNATALARNLALTIAVRAIMITTA s uanAmuEIR NaRSTMT
ARNA ATTUIUANST Ltavuwuﬂgmms

* ANNATAUARNURLIAVUIMNUTA dladaladmsunanisaiunisluy
2UNAR _ ) _

« AMNATAUARNURLIAVUAIMTTA NTinTdaalszaulunanszuIunis

[

warmbanuaatuauuilssaerseduadng




Work Process

CRlIE][ERE |

ssauisng

Redesign




Process Redesign Process

1. Setting customer & stakeholder requirements

2. Setting new process objectives (Design
parameters) & Align relationships between
requirements and parameters

3. Generating ideas & Evaluating alternatives
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4. Designing the new process (steps & activities)
5. Implementation plan (Closing gap : as is - to be)

6. Setting process controls (feedback mechanism)




1. As Is Process Analysis : Past performance/Learning
2. Process Key Factors : SIPOC/Business model
3. Process Strategy : SWOT-TOWS

4. PDCA/ADLI/LeTCI .

. Content Methodology :
. Best Practices : Award winner

. Project Management : PMBOK

. Process Management Model : BE/PCF

0. Quality Management tools :
FMEA/5S/QC/Lean/CG/Risk/HRD/
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7. Standard : ISO
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To be Process Control

Feedforward control
= Monitoring inputs

» Anticipating and
preventing problems

Productive
Inputs processes and
activities

Feedback control
= Monitoring products

= Learning from
past mistakes

Outputs I

Concurrent control
= Monitoring processes

= Adjusting ongoing
activities
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Lag & Lead KPI

Process development over time

Lead Information
Business analytics
Revo|ut.onary Change ------------------------ AL AR L RY
Innovation

Business process reengineenng
Potential new differentiation

.l
"
"Sea
.......... .
-

Lag information
- Tradtional Bl reporting
....... Evolutionary change
Xy OO Maintaining

Process optimization
Mastering the basics
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Work Process
Implement/Control &
Improvement



Process Implementation

As Is Process

f Implementation
Gap )
$

Plan
To Be Process




Process Implementation

Deployment planning (& resources planning)
Policy & organizational changes

Training and education

Communication & promotion

Work process changes
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QC. Story : 8 Steps
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BE

Business Excellence
Consulting & Services

ANl LagTn BE Management
Supachai Muangrux % Expert

. Customer care : 081-919-9948
Tel : 081-423-5881 supachai.beexpert@gmail.com



Service Blueprint




Process Classification



Criteria No.

Key Process

SIPOC Form B

Key Owner
Stakeholder Input Process Output Customer
(& sub process)
Qutcome Input Process Output Outcome
Obj. (Need) Specification Specification Specification Obj. (Need)






