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Management
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Value Chain Model
‘Porter

TOA 1
Management

Firm Infrastructure ( Fin. Plan..)

SUPPORT
ACTIVITIES

Human Resource Management

Technology Development

Procurement
Inbound Operations Outbound Marketing After Sale
Logistics (Manufacturing) Logistics and Sales Service
PRIMARY
ACTIVITIES
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O P Value Chain Model Management

Upstream management

Raw Inbound Warehouse
Materials Logistics nd

Customer Service  Marketing and Sales

h.

Qutbound
Logistics

Downstream management
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O P Business Management
Model

Customer Value Proposition

CVP : :

(CVP) Profit Formulation

® Target customer

- Offering ® Revenue model

e Job to be done e Cost structure

e Margit model
Outcome \  Resource velocity
/ t \ Output

Key Resources
® People Key Processes
: 'Il'efchnolct)_gy ﬁ ® Processes : design ,sourcing, manufacturing ...
. Pgﬁ:}?g;}?gs e Rules & Metric : margin, credit term, lead time..
« Brand \ e Norms : size for investment ,approach to customer
e Channels

Input Process

1 :Reinventing Business Model Mark W Johnson amUuIBuuaUAaNNG
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Creation

TOA 1
Management

Value

Model

OP

Innovation Business Operation Investment Profit
Model Model Model Model Model
Idea Value New Initial Cost
Proposition Product Phase Structure
Target R&D Establishing Break even Point
Prototype Customer Product Design Phase Analysis
Val Process Expansion Profit
Pil alue Design
ot Creation J Phase Growth Rate
Network Production
Competitiveness Marketing
& Sales
After
Sale Service 4
iun :Value Creation Machine &3 wiSun3tdainuiioda BBQ Brand Age Business Quarterly amgubugasaauived
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TQA Criteria 2009 Management
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01 Effective Strategic Management
Leadership
ANUUANENIINIRLUNS
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LUUANG A Determining UsSuIsNAEuaN
Establishing strategic Exploiting and
balanced direction maintaining
organizational core
controls competencies
- n B} Effective Strategic
UfliGiaeinei :
2581555M Leadership Wenuuuel
Emphasizing Developing
ethical Sustaining human
practice an effective capital
organizational
culture p
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Core Value &

Culture

UUUUUUUUUU
TTTTTTTTTTTTTTTTTTTTTTTTTTT




Ol

TQA 1

Val ues Management

Management

What we want to - i The way we

be pE‘.r‘CEiVEd and * Customer Value Proposition do Thiﬂgﬂ

recognised * Organisational Culture around here

Values and
ompetencies

Key drivers
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Ol

Organization Change -
Depth of Intervention

Deepest
Paradigm \We have to recreate the business.
NSTUIUVIALL Change recreate the total enterprise.
We have to change the way

that we think and act.

Cultural
Change vision, values

AUNUDS55U

Strategic We need to refocus.

NRLYND Change objectives, strategies
Operational We just need to do it better.

ASZUIUNNS No change to mission,values

Shallow

-~
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Change Behavior

Ol

wouulguldogronaiuov

inawanisiwasuudao

usnsuaonwasuudao

Upidasnisidasundaoninadu
wausannluniouon

savusunisidasuudao

Tnss/ Wwin

19599 5UUNUAMUAIIUAIANI0

udaavaaniunioau naasounuaay

Wan1sSN191uanNG6I

&

Ul DWALEONHOEG
HAILAND PRODUCTIATY INSTITUTE

/




TOA 1
Management

L

The Strategic Change
Flywheel

Ol

2091
702
1094

Change
agent
Sitting

on the fence
Oppose the new
direction
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Common Reasons for
Percelved Resistance

Ol

Lack of information or awareness

Lack of involvement

Lack of leadership commitment

Outdated rewards and recognition

Lack of proof in positive outcomes
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Organizational Management

Change Management

1. Unfreezing  asanangéingsy

L

1.1 Motivation for change 3911

1.2 Impediments Aanalassa

2. Change aauuayg

2.1 Well define objectives Arnuatilnuue

2.2 Communication 2815

2.3 Plan : Leader; team; resource WWUAIU {11 AN NIWENNT

2.4 Stakeholder management WHULAITHARIULARIULRE

2.5 Plan for resistance to change wHuIaN1TLIIGIUNNTLURaULLRY

3. Refreezing  d5uilgv

3.1 Institutionalize change §519ANUTUAY

i ]

3.2 Overcome lingering resistance to change a¥nalassael
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Organizational Management
Change Management

. Business Environment ilafunrauan

. Business Ecosystem ladan1alu

. Business Design AU NENIY

. Leadership Style Avuasduuunisiin
. Organizational Values ANUUAALIEIN

. Management Process ANANITASTUIUNNS

. Knowledge Management Systems amn1sadaalINug

. Performance Measures AIAHNANIIANUUIIY _.X
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Organizational
Change Management

TOA 1
Management

. Raising Awareness

H519AMNATSHUN

. Communication for Consensus

Had1SL N FS19RUNTHE

. Building Trust / Commitment

a%’wmwajaai’u

. Changing Culture

LURYWIBNUEITN

. Measuring / Evaluation

ARRMTIN USSLHUNEA

. The Players Roles / Responsibilities

UNUIMNUASAIMNSUE YA

. Sustain change through Learning

L'%emé'uagﬂ%'uﬂ*ge

. Make change Fun

WENUI2E1961aL1L8d
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O 1 Organizational ,
Change Conditions |

Establish the 10 Winning Conditions

1. Correct diagnosis of the change 6. Rapid strategic decision making and
challenges. 3tas1zvianuiinng deployment. fiuuanHUAILNS

7. A human flywheel of commitment.

2. Early development of shared
understanding. Weiuauanla f319ANUYIIU

3. Enrichment of shared understanding 8. ldentification and management of
sources of resistance. us115A1SGAAGEY

ANUNANITWNUNIANULANTA

4. Establishment of a sense of urgency. 9. Follow - through on changing
g319ANuasTuiin organizational enablers.
vrilagmdagnisulaaunila
5. Creation of a limited and focused
10. Demonstrated leadership commitment.

strategic agenda. Avuatihvuandnig
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Change Management
Success Factor

TOA 1
Management

L
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Development
_ Road-Map ﬁ
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O D Management

O 1 Road map

ompetltlveneSS
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Best Practices /

<, Management Tools
inTeelolsuilgaudly

Benchmarking/Goal Setting

= =) %
mslseuney fﬂi@]\‘i!fﬂTﬂﬂﬂﬂ

<, Self Assessment
M3UT2IIU0IANTAIBAUID

Productivity Index / Cockpit

119530 A1

Gap analy3|s
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Road map

The Quality

ntinuous :
Journey G vement SO £
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& v T £Aa ‘ .} - Measure
’ LA . Results
T — Build | &= ¢ e =
= Internal Implement o L

v /[Capacity Plan -3 i

Check
Alignmen

Plan Course
2 of Action

TOA 1
Management
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TOA 1
Management
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02

Management
Tool

Strategic

Systematic
Thinking
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02 Strategic
Systematic Thinking
iladanauan
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Firm Infrastructure ( Fin. Plan..)

Human Resource Management

Technology Development
Procurement
Inbound Operations Outbound Marketing After Sale
Logistics J(Manufacturing Logistics and Sales Service
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Management
Tool

02

Balanced
Score card
BSC ﬁ
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02

Balanced Score Card

BSC

Do things right

Do the right things

BSC objectives

Do the right things right

AnUUID UEARS anHoYa
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TQA 1

Balanced Score Card Management
BSC

Financial
| e o
Tosuccesd | E|E s %
firancially, howe | 8 & %.‘g
should we R
appear b our
shareholders?™
Customer T Internal Business
Ll
To achieve our (55|55 To satisfy our  |5|5[&[2
vision, how |58 512 -«—and — | charsholdsrs |23 QE
should e R E Strategy and customers, |o|Z|E|E
appear o our what business
customers?” processes musk
i e excel at?™
Learning and
Grovwth Elal |w
"To achieve our |Z|El &
vigion, how will | 8] & %E
we sustain our (518 8/E
ability ko
change and
Fripoee
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Strategy : Kaplan & Norton Management

BSC

Mission : Why we exist
Values : What’s important to us

Vision : What we want to be

Strategy Objective : Our game plan

Strategy Map : Translate the strategy

Balanced Scorecard : Measure and Focus

Target and Initiatives : What we need to do

Personal Objectives : What | need to do

Strategic Outcomes :

» Satisfied shareholder

o e Delight customer

e Efficient & Effective Process

e Motivated & Prepared workforce

N

L
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02

Strategy : Kaplan & Norton

BSC

Strategy Map

Management

Strategy Card

Ground crew

Strategic Theme: Objectives: Measures: Targets: Initiatiyes:
Operating Efficiency What the How success or The level of Key action
strategy is trying failure performance or programs
) ) Profits and to achieve (performance) rate of required to
Financial RONA against objectives improvement achieve targets
is monitored needed
Grow
Revenue
ttract -
Customé Retain More
r /
On-time Lowest
Service prices
A yud
Intern Objectives Measures Targets Initiatives

al
ast groung ® Fast ground ® On Ground Time ® 30 Minutes ® Cycle time
WUrnaround/y o u w w = = a{aPp turnaround ® On-Time ®90% optimization
/ Departure

Learning

alignment

&
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02

Longer Term (3-5 year) View

Strategy : Kaplan & Norton
BSC

Shorter Term (Annual) View

TOA 1
Management

“Leadership”

N

Mission Vision | Strategy and Map Objectives Measures Targets Initiatives Milestones Accountable |Resource Alloc
2 | - Growhigh- | = % revenue - 04 xx%
s % margin from high- e ‘05 XX%
o 8 c service margin . 06 xx%
8 S iT services XX/
M ) 5
S
= “— o
e o = e Provide e Customer . 04 xx% < Develop e Survey drafted e Mkg. Team e P XxxXX
= < S personalized satisfaction 0 organization- by 6/04
2 2 2 3 care survey rating © 05 x% wide survey
e 5 o O - 06 xx%
— O &
§ = é‘ = e Keep patients| « Service level e Electronic e Complete by e Dept. Chairs e $xxxx
N 3 S @ c informed spot check - ‘04 xx% notes project 2004
S £ ° [3 rating . 05 xx% - Al patients
o g = . 06 Xx% logged in
— 2 o
ust <
Q z 8 = Provide % new e ‘04 xx% = Learning » Deadline « HR e $xxxx
P o € technology technology . 05 Xx% assessment met Committee
used by staff i
a S & resources y . 06 X% project
-
Strategy Tactics

“Management”
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02

Strategy : Kaplan & Norton
BSC

Management

BSC provides a framework for

aligning the governance process

and promoting

greater transparency

CEO
BSC provides a framework for describing
strategy and
managing its execution Corporate
(“Strategy Focused
Organizations”) [
Group
[
Division

oo | oo

SBU SBU SBU

LOEL  LLEd  Odbd  EEEdL &8s

[TT1 LTI LLIL LITL 1T
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Management
Tool

Strategic
Planning
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O 2 Strategic Management Management
Process
\/ v
SWOT
analysis
Plll1 aswdasziidgainwinsaay
‘ Strategy
Pll2 asiadvieinivaavavans — Map/Card
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Strategic Management Management

O 2 Process

1

ANANISAUAR

NUNIUANIN

<~

NUNIUENIN | NUNIUNA
Nuluanm

If‘> MUUANKLNEUAN
Aeuan meflay

<~

r AT r <L - L

AATIETAFNIN nsailaziiiu AATIZUNANST p -
. . A NSALNAEYNE LNUNNENG
Nguan RIANT ANUUIY
- Pest Analysis - Self Assessment - Gap Analysis - Strategy Map - SWOT Analysis
Impact Analysis - TQA Roadmap - Performance Projection - Vision/Mission
- Roadmap - Corporate Objectives

- Balanced Scorecard

&

Ul DWALEONHOEG
HAILAND PRODUCTIATY INSTITUTE

-

5




TOA 1
Management

02

Management
Tool

Risk
Management
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02 Risk Management Management
Factors
1
Organizational
7 2
Technical Legal
Risk
6 h q 3
Zoning Social
5 4
Political Financial

AnUUID UEARS anHoYa
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Risk Management Management
Risk Cycle Model

1 Business
| Objectives
2 Risk
T Survey
3 Risk
| Identification
4 Risk
| Analysis
S Risk
| Assessment
6 Risk
| Management
7 Risk
S )

anuilvwawdandoda
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Risk Management Management

02

Probability Matrix I

umacceptable

Tomamsina
probability

acceptable

M VAR NMTETE N
conseguence &
\ 9 %X
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02 Risk Analysis Matrix Management
Consequences

Insignificant | Minor | Moderate Major Catastrophic

1 2 3 4 5

Likelihood

Almost Certain M H H E E

5 5 10 15 20 25

Likely M M H E E

4 4 8 12 16 20

Moderate L M M H H

3 3 6 9 12 15

Unlikely L M M M H

2 2 4 6 8 10

N Rare L L L M M

1 1 2 3 4 5

a
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Management Tools

TQA 1
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Performance
Management

Category 3
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TOA 1
Management
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TOA 1
Management

03

Tool

Stakeholder
Analysis

an
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03

External Factor

Sociocultural

‘ Technological

' PEST Model

sharsholderg

Communities

cpioyons

Competitors
Stakeholder

7

il ot
Management ,,,lj N
L il

Customers

Social and Political
Action Groups

} \ Trade and Industry

Associations

Media

iy
El.
=
o
5
=]
2.
&

Stakeholder Model
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03 Stakeholder Management
Satisfaction Analysis

AUGAYAITUDY AU DINAITADIAIANSAD
Wilduladrutanaavdns Widuladrude

Stakeholder Satisfaction Stakeholder Contribution
Customers & _ _
_ ‘ * Trust, Unity, Profit & Growth
h Employees ‘ * Hands, Hearts, Minds & Voices
Regulatn!'s_. = * Rules, Reason, Clarity & Advice
Communities
- @ # + Capital, Credit, Risk & Support

* Fast, Right, Cheap & Easy”

* Purpose, Care, Skills & Pay

* Trust, Unity, Profit & Growth

* Legal, Fair, Safe & True

* Return, Reward, Figures & Faith

* Michael Hammer
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03

Management
Tool

customer
Focus
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03

HULINADIANUADINNSUDY

KANO

Management

&

EXCITEMENT
MEEDS

DHcdir't do It &t all

FPERFORMAMNCE

MEEDS

L
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Customer

03 Focus

Customer/Market 1
Segmentation

mssuunlszinngniazaain

® andweust Tuiligiu  ofa suiAa

9 1 ]
® ANMUDIAUVY

Management

Customer Segmentation

Category

» Demographic data

® 01y et oy s1w0ld

e Behavioral data

Y ] )
® gpozls Nlvu Welus  FszRuuuy vy

e Psychographic data

4 a <
hd ﬂ'ﬂlll%@ anuauly anuAau

e Firmographic data

1 a J =
® ils2innung NANTINT  DIANT  NUIANSUYU

&
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03

Customer

Focus

Management

Customer Requirements
Determination

2

o 9 Y
N1IINTUUANITUADINITUDIYNA
* elsulisdudniousng
* iolsulgenszuaums

® ol SuLNUNIHALN

Customer Listening and
Learning Approaches

Customers

Approach

BUINA

ogaiu

e Direct contracts

»_Focus groups

e Complaints

e Customer surveys

e Customer visits

e Sales transactions

e Customer contract staff feedback

e Trade show

il UaAuAaNHVYG

e Phone calls

AnUuIl Uwa
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03

Customer

Focus

Customer Relationship
Building

3

Customer Relationship

mIadanuduiusiugnd
e iioaueInNUaDINS
e iiioiuaNueinAng BUIIdlng ApproaCheS
e iosnaana
e o manvaing customers
Approach agaiu DUINA A9
e Customer service center

* Website activities

e Customer surveys

e Customer vip club

e Customer advisory council

e Customer training

 Newsletter

A0 10Ul uwauaanioy1a
THAILAND PRODUCTIATY INSTITUTE

e Knowledge center

e Customer care & consult
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O 3 Customer Management P .
Focus

h o 1 a 1 4
ﬂTSﬂ1ﬁuﬂ%ﬂﬁﬂ1ﬁﬂ15@ﬂﬁﬂ’§ﬂﬁ1i

CUStOmer 4 * iemaiifedeya

i Lﬁ’é)ﬂﬁl%Wﬁﬁﬂﬁ‘U?ﬂﬁ
Access | * iiion1sdosiion
Customer Access Approaches
1 : Forms of Customer Access Provided Access Mode
Customers A itovesuusms B iiodeaou C ritomdioya
e Phone calls
e Website
e Faxs
e Mails
2 Forms of Customer Contract Provided Access Mode
Customers A itevesuusns B ile3oaisou C rlemdoyn
= Customer
service

e Counter service

e Sales visits

= — N Y

e Customer club
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Customer
Focus

Management

msmruauulialumsaano

Customer Contract
Requirements

d’ o a 1
* iiofmuagiluuumsinde
e o lgnmsiUfiavesdinerdos

Customer Contact Service Standards

Access

Customer - Contact
Requirements Types

Personnel Performance

Requirements Mode

® anudazan lumsusns

e msliuimslaeyana

e msuf lvilymedregndes

' <
e msud lilyiednesiagi

Y a
* MsldiuTmsuenan

& 3z
C wiomdoya

\\\
A visvasuusms

d’ Y =
B miaseuseu

Access Mode :

&
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Customer
Focus

Customer Complaint

Management

6

Management

@ Yy v =
N1TIANTIVDIDIUTYU
e wonmsud lu

A a 4
® oM INTIZH
e omslsuigeau

Customer Complaint Process

Customer complaint

\d

Plan

@ a 4
NITIVUASAUATISH

Yy v =

VDIDITYU

\ 4

Do

\4

9 Y v =

ﬂﬁuﬂ]‘lf’Uf’U@SENLSEJu
4 @ Y
aziadnayugne

Check

\

N1IATINTOU
Y Y Y A
ﬂ1§LLﬂ1"]J"U’f‘]‘§’f‘NL‘§EJu

Act

m3tlearu
Y
TaliRadh
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O 3 Customer Management
Focus

a

Customer Satisfaction 7
Determination Customer Satisfaction Determination

msiaanuiiane liueagna Process

® iosuunanuwelavaz linele

A ) v '
hd LWE]ﬂTﬂilHlﬂfﬂ@‘ﬂﬂWnﬂﬂQM

e iensih lignsalsuli Customer
Knowledge
A v a
K ledae S * * Myden wanmslszdiy
nowledge sources LRGSR T GRTTREY
* msaadpNUgnA Plan ® MMUATBVINA NGNAIBEN
e mydszauian * Mruaszezm
*  M3MNINTINNGULY *
* M3d13IIY
e madmugni Do * Gunumsilyziiu
v 9 9 =
e m3ssudedeusou
a a Y
*  msaamuilsziingn *

a ¢ A
®* MsAATIZHHaMIUsIiiu

o a P o
ChECk * mawaunzHgnslsulge

N * M3vTulgamunpy
Act unaingangnd
3 e Mylsziiiunadnsangnm
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Customer

03 Focus

Management

L

1

Customer/Market s

manaszuuliaoandosiunanig

® Lﬁ@ﬁﬁlUWﬂizﬂTJUﬂﬁLLﬂ;‘ﬁi;‘ﬁﬂﬂﬂu

e molsuszuuldvuauesnunsnldsunlas

Methods Maintenance |

Customer Follow-Up Methods

Follow - up

Follow - up
Types Methods Description

Timing

® MSAAADHAINITUIY

a ' @ 4
® N15AARNII INTANN

* magaznssuluilagiiv

* 151% e-mail

~
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Project Management

03

Process

Customer focus

1. Customer/Market Segmentation

2. Customer Requirements Determination

3. Customer Relationship Building

4. Customer Access

5. Customer Contract Requirements

6. Customer Complaint Management

7. Customer Satisfaction Determination

8. Customer/Market Methods Maintenance

AnUUID UEARS anHoYa
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Performance
Management
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TOA 1
Management

nA 4 NNTIR ANFILATIZY LRENITAANITAINNS

4.1 n5ia NtATEALRLNIS
UFuilgemanisattiunisuas

4.2 MTANITRIRULNA
NATUTREFITRULNALREAINUS

ANI212P]
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ANNIANANTITIALUUANT ) . Y
ANTAIAIANT fTRULNA LLASAINNG
4)1 n1sLdansIu gANsldda 37)4 ansnumuwanisantiiunig o « . - y
(34) sianaunuuarnsliiaya fl,a")‘fmmmmmsaaoﬁns %40)7 njlsammsmauau,awmsaumm (44)11 msianstiayassaung
¢ iwsanldenu g £ 1944 678
(35)2 mslddiayauazansaunais uasmuy Lifiauauilitng
Eauiiay £3825wn15LLﬂa0N51msmnmu”Lﬂ (41)8 nsdamsszunalnsal 45V12 s 3
Faardumnua ey AR o i (45)12 MsIaMIAING
v tiada'le Uaaeds Tderude

(36)3 msiudgeszuunsianauasl
ssuunsTanahisanisidasunilas (39)6 mMsuuanIsnumIull

Usulsenszuunsiadeay
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nsaiALANLEUY
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TOA 1
Management

Performance — based
Management Process

O

Analyzing,
Reviewing
and Reporting
Performance Data

6

Evaluating
and Utilizing
Performance
Information

1

Define
Organizational
Mission & Strategic
Objectives

A

Measuring
Performance

3

Accountability
for
Performance

S

2

Integrated
Performance

Measurement

System

AnUUID UEARS anHoYa
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Performance — based Management
Management Process

Performance Measurement Process Model

Customers and

Stakeholders Input Performance
—— Reporting to
.-...-.t-.'.--f.-.....t.'..-".-.I..E Managementl’rlorltles *.--1v--'rlitiiil.iiliillii Customers

. and Decisions and

Congressional Priorities : Stakeholders
and Decisions :

S 2

Customer Driven
Strategic Planning

Multi-Year Goal

Setting and . - N _ _
Resourcegl’lﬂnning Establishing Establishing Measuring Analyzing and Evaluating and
- and Updating Accountability Performance Reviewing Utilizing
l » Performance .» for .— (Data ' Performance Performance
: { Measures and Collection and Data Information
Annual Performance Goals FPerformance Reporting)
Planning P g
l * Management culture + Dwnership of each + Data sources are * Data are integrated * Activity/process
is supportive measure is formalized identified _ i SWhers use
: and reseurces provided * Analytical capahilities performance
Resource + Measures flow from + Information systems are developed infermation for
Allocation goals, and ohjectives + Responsibilities for are designed to support Results are analvzed continuous
. Mission is clear and are developed by data collection, data collection and and validated v Impravement
energizes emptlo;ees managers werking reperting, analysis and reporting * Results are displayed
with posting are identified « Pilot tests are * Management reviews 2:gti|;féf:n';h
» Str_ategu: goals and = multi-disciplined + Managers use conducted results vs. ex_pectanons stakeholders
ohjectives have focus teams measures te evaluate and makes mid-course
and are stretching - focus groups and erformance = » Autemated or manual corrections * Rewards and
_ } - stakeholders P reguests are used for _ ] recegnition are
» Owners are identified for « Reward systems are periodic updates * Feedback is provided to based on results

geoals and chjectives * Inventery of commen activity/process owners

clear and consistent » Benchmarking and

- measures is explored . * Data ent tabulation i i
* Strategies are developed i and are reflective of summar;’:z;tilnn rnethords ::nr :r:::r:i::m ;:mﬁ:;:::;fh best in
and resources allocated * Balanced Scorecard or level of success B lass d
similar tools are used are documented for class are dens
* Customer needs are = each measure *» Management
addressed N . i i
Measures cascade and + Data definition for feedback is provided

align threugh the for updating goals

and measures

Outputs and cutcomes - o commen measures are
- N erganizatien
are defined (logic models followed

* Performance
or other tools are used * Performance levels are Lo . . - - -
) - * Reliakility, timeliness, information is used
. - reflective of resources - _ to identif
* Decision issues and accuracy, rapid access, Y. §
decision processes are and confidentiality are opportunities "rd
used addressed reengineering an
re allecation of
resources

_ —_—
\ - anulilvwawdankvdd
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04 Performance — based Management
Management Process
Are We Doing Things Right? | Are We Doing The Right Things?
(How?) (What?)

.
.
. wuns®
Yay
......... :
__________ . s
--.l....::: ........ ’0. )
singy Suwy . °,
Measurement lluu--HHllllluu:::Eln‘t.i
= | | |

Performance
Leading indicator Lagging indicator
Check point Control point
Process indicator Result indicator
Efficiency Effectiveness
\ Means 5 End £ i
= —J ﬁ n—‘s || tﬂ1uu1 ﬂ ﬂn:Jltﬁumamﬁu||HUUIﬁ
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O 4 Performance — based Management
Management Process

Measure Type Definition Example
: Intermediate outcomes that predicts or |
Leading . . Employee turnover rate
drive bottom-line performance results -
Laqain Bottom-line performance results resulting Emplovee satisfaction ratin
gging from actions taken pioy g
. |
Amount of Investments, assets, equipment, .
Input Number of cashiers
labor hours, or budget dollars used |
Output Units of a product or Service rendered - a Number of Value Meal orders fulfilled
measure of yield
Outcome Resulting effec.t (benefit) of the use or Customer satisfaction rating
application of an output
Objective / Empirical indicators of performance Wait time
Quantitative |
Subjective / Perceptions and evaluations of major | Customer complaints received as a % of
Qualitative customers and stakeholders total customers served

\ - aniuil uwasaantioyid
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O 4 Performance — based Management
Management Process

Strategy Action Action Result
Plan
-C1
’éﬁ”’ﬁ?ﬁ%“ AaNssuNGaY -
: iUl né NANa6
—F1 _ 1 .
wmlp | AINTTUNDY | | | aszaRUMS ) NanSTNL
aAn51831¢el wnlad3ulqe
Tvigau
AMLAN
WNRAND
P1 - d o
Aanssuncag
UIAUNTN FENAUTr
atinveiatilag

ettt

Pre- . . Post-
iImplementation Implementation iImplementation

evaluation evaluation evaluation
A

Formative Summative
. evaluation evaluation
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Management Process

g

%

APQC's Roadmap from Measurement to Implementation™

DEVELOP “WUASSESs ‘W€ W CLOSE
Measures Perfarmance artormance Gap = Performance Gap

APQC's Roadmap From
jeasurement; To Implementation
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Cockpit '

Altitude  Speed Finance Customer
Learning Internal
& Growth Process

Vertical Direction
Speed Indicator

a a
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Management
Cockpit

The blue wall shows
performance of the internal
processes

-
= LT

The black wall shows
financial pesformance

TOA 1
Management

The red wall shows external
performance

ERr gEmeEE AHE R
EEE SRR REE EERF .

The white wall shows the status of
strategic projects

“"-._'\\
e

Management Cockpit Room (' War room )

aniui upawaanHoua
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Management
Cockpit

TOA 1
Management

The Management Cockpits is an ergonomic presentation method
presenting information on 4 walls with a specific navigation

/ Big, permanent and visual

/800 word-equivalent per
minute

v/ Decrease the risk of stress
influence

v War room setting

7 Four steps in decision
making

7/ Questions and answers
v Sixindicators per panel

7/ Four levels of visual drill
down

Black wall - Will we reach our objectives? Red wall - What are the obstacles ?

Are we going to reach our objectives?
Is our mother company satisfied?
What are the & worse indicators?
What's happening with this critical business unit?
Are we decreasing our costs?
Are our customers satisfied?

Blue wall - What are our ressources?

Do we have enough employess with right skills?
Are our employees satisfied?
Are we decreasing the delay?
Are we improving our quality?
Are we improving our productivity?

What are the availahle amaunis to invest?

What s the evolution of our customers?
What are our compefitors doing?
What is the evolution of our external factors?
What is the evalution of the legal rules?
What is the evolution of our buying prices?

What is the evolution of the industry methods?

How is our project doing?
Are we following our plans?
Ara we raspecting our budget?
Are our decisions applied?
Yes or nat to a specific request?

4 walls

J

24 most frequent
questions

J

6 KPl/ questions

4

4 levels of

visualisation per KP
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Man agement Management
Cockpit

A logical view = 1 question and 6 indicators

Main (SAP-L)
Are we globally in good shape ?

Sales revenue - EIS - L . EBIT -EIS-L . ROlvs ROE-EIS-L .
| H - -"-.g,.-n.u. ] nj \ P

P L

AN

ANUUIL UEARS anHoYa
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04 Management Management
Cockpit

Eregiznal
Hoxzpitsl
“:Hl'mil
#
Elficiency
o4 doan 4 Tm: 4 rm
1
' ple
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Elfsciency and aned Mlarivari
. —— —
ST QoI E Q4 ol T g0 4 pOb A g0t Q4 001
Dielay in ! :
Waitimg Tam Infectbens Custansar Cnesployees
for Medic E.r:E‘ﬁd AI:QI.-Ird I T Tk 3 Enapleyes with a Peroepiion
Eraminan - the Haspit Claimas Compatoncss | Devalopment | Skills Trai
[ 1T 1 B 1 | | I
Crezmmibar 2001 Dwcermber 2001 3 20 i D0l — LL. [_$5WI |_5!ﬁ:_| I_QTﬂl_l
Prafit / L | I ] C it i r
Estimnated Grads Margi qa-.n. o PaCY use Parception
Prafit Llu[e::hﬂli Friemdliness Costsmyer Clk: s :;::-1 Work
1 I of Treabme Service Caanplaints T T E it | F i
4 20 4 2001 Decemzer 2001 Decsmber 2001
1 T 1 I ] ey e
2 A0l Cxd 2001 June 2002 Rl L
I | I ]
Trested Ward Clamic Emergency : -
Patients [/ Trestment Tireainweni Came
Emploges | |Effecivenas) |Effacivenes) |Effectivers Cost [ Waste and ""’" "l“‘ '-'"" Tines Diagmosis
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Benchmarking

04

' ? o Fo
LL?WBQWGI%% k f2236 KPIS
(Benchmark)
L ASLAGN 97?
WU UG
(Best Practices)
L?nm"[,mamavli
N1997
L519ENARANTL2N Best Practices
Teaenals ? NUsegnald

17im :



TQA 1

Management

Benchmarking

=&— Greenwich =¥ Bushy = St. James's =0=— Green

~

5 —
4
3 -

2 T T T T T T T 1

Number of Quality of  Facilities for  Activities for ~ Number of Quiality of Seating Ease of Ease of
toilets toilets children adults sports sports access by getting around

facilities facilities chosen the park

method
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Benchmarking Management

L

NaN1SAUHUIY

o

Benchmarking
v a
nszaumInlasumilag

Ha Innovation"’

P | 1 d'
nM315u1)g9ee19nariiog

A 4

rial

w | 1 d'
AR RN ERGIANIGITRE
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O 4 Benchmarking Management M,

sisuives Benchmarking

1 usenudsitsuenld Benchmarking
uuun 1 HUUN 3
m3 BM w54 M35 BM w54
nagNs NIZUIUMS
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ms BM Jau5e4 ms BM Y504
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Management

siuvvves Benchmarking

2

uinilsztnnvesding U Benchmarking

uuuh 1

s BM nu
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O 4 Benchmarking Management

siuuuves Benchmarking

3 ueuanugn il Benchmarking

. ),
puun 1 A%
M3 BM uuuidier Ol O
' v A = 4 {}
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O
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O 4 Benchmarking Management

h 1. fmumsaefiazsin Benchmarking
719391 LLN

2. ANAnAENEaIN1ILUSEULNUAIE

-

3. Awuwaisnsiiudaya wazinudeya

. . 4. 3imsnzvimaumnaig (Gap) dagin
N139LFIINSH

B, Uszn1au i LS NATNLA NG LD W A B

0. gaNﬂ"&lﬂ\‘]ﬂ’]ﬁLﬂi’]x?ﬂﬁQﬂﬂﬂﬁLfc‘IIEI’J‘ZgIJ?J\‘mi’]U
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Knowledge Manig
Management

e
Management ,‘ﬁ%;

L

Where Organizational Knowledge Resides

Employee
Brains

Paper
Documents

26% \

Sharable

Electronic
Documents
Electronic
Knowledge
Base
\ '-"'.\ §=
A

THAILAND PRODUCTIVITY INSTITUTE




04

TQA 1

Kn OWI edge Management 1"‘7 #g
Management

Primary Means of Knowledge Transfer

Personal

Experience oTJ

Training

Other j Formal
Training

Structured
Knowledge Base

for Sharing !
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> Tacit Knowledge Tacit Knowledge
Socialization Externalization

DRSO
Tacit @ Explicit
Knowledge Knowledge

f

Internationalization Consolidation

| e
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Knowledge
Management

TQA 1
Management

NRLND

f1ade1Ldn

Existing
Intellectual
Capitals
Stocks
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Management Tools

0
o

Performance
Management

i

i

Management

Category 5
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05 Strategic vanagement T

HRM |

Admin One-way Two-way Integrative
Linkage

Strategic Strategic Strategic

Planning Planning Planning Strategic

l Ti Planning
HR

HR AR AR Function
Function Function Function
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05

Strategic
HRM

Past

% Time, Effort,

HR Transformation

Cost

HR
Strategy

Performance
Enhancement

Transactions

Maximize the performance of the workforce
through alignment of HR activities and
programs with the strategic direction and
business needs of the organization

Develop and deliver programs
that enhance the organization’s
ability to attract, develop and
retain superior performers

Handle employee
transactions and inquiries

Manage vendors, suppliers,

Administration budgets, and HR systems

TQA 1

Management

Today

HR
Strategy

Performance
Enhancement

Transactions

Administratio

aniui upawaanHoua
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Strategic anagement
05 HRM -

Tod ay r HR Roles _ Sample HR Value
Effectivenes
) n Increase revenue per
S I_Devgloplng, _ _ compensation/benefit cost
dellvc_arlng and HR Business Advisor n  Improve employee
HR using HR satisfaction
Strat products and n Reduce voluntary turnover
rategy services that -
Chanage Agent n Increase retention of key
have a ge A9 talent
_ productive n Increase customer
Performance impact on the satisfaction levels
workforce and n Reduce time to proficiency
e n Improve workforce
organization. performance
) - n Decrease manager time per
Transactions Efficiency HR transaction

Reducing the n Decrease cycle time per HR

eaening HR Functional Transaction
demands and .
n Reduce cost per hire
time required to Expert P
de elop deliver n Decrease person- to-person
V - .
) enquiries

and use key HR
products,
services and
\ \

processes.

aniui upawaanHoua
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05

Strategic
HRM

Organizational
Objectives and
Strategies

Analyze Internal
Inventory
of HR Capabilities

Scan External
Environment for
Changes Affecting
Labor Supply

Forecasting

Organizational Need Survey of People
Available

for People

HR Strategies
and Plans

aniui upawaanHoua
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Strategic
HRM

Organizational Organization Customer
Values Strategy Needs

Nature of Work

People Needed
for Jobs

Jobs Needed

HR Activities Focusing on Jobs
¢ Job analysis

* Recruiting and selection

¢ Training and development

¢ Performance management

* Compensation

¢ Health, safety, and security
* Employee relations

TOA 1
Management

iy
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TQA 1

Strategic anagement
05 HIgM o

Organizational
Strategy Strategic Focus HR Strategy HR Activities
Cost Leadership | < Efficiency » Long HR planning horizon * Promote from within
* Stability » Build skills in existing employee » Extensive training
+ Cost Control + Job and emplovee specialization « Hire and train for specific
efficiency capabilities
Differentiation |+ Growih » Shorter HR planning horizon * External staffing
* Innovation » Hire the HR capabilities needed o Less training
* Decentralization * Broader, more flexible jobs and « Hire and train for broad
employees competencies

|
— |
\ —
".
- - aniul ywawaandoda
: THAILAND PROBUCTIVITY INSTITLITE
o




05

TQA 1

Strategic Management

HRM

Organization
* Objectives and strategies
* Values

Individual
* Goals
» Values

® |nterests s Culture
* Expectatio * Structure and management
* [KSAS * Rewards

L
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a HR Planning and Analysis
Strateglc = Organization charts
H R M = Staffing projections

= Skills inventories
= Turnover analysis

« Absenteeism analysis
= Restructuring costing
* Internal job matching

Equal Employment
= Affirmative Action plan
= Applicant tracking

« Workforce utilization

= Availability analysis

Staffing

& Recruiting sources
Applicant tracking

= Job offer refusal analysis

HR Development

» Emplovee training profiles
Training needs assessments

= Succession planning

= Career interests and experience

HRIS

Compensation and Benefits

s FPay structures

= Wage/Salary costing

= Flexible benefit administration
Vacation usage

= Benefits usage analysis

= 401(k) statements

= COBRA notification

Health, Safety, and Security
= Safety training

Accident records

= OSHA 200 report

= haterial data records

Employee and Labor Relations
= Union negotiation costing

= Auditing records

Attitude survey results

= Exit interview analysis

= Emplovee work history

TQA 1

Management
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Management Tools

0
o

Performance
Management

i

i

Management

Category 6

iy
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=
o
]
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TQA Criteria 2009

TOA 1
Management
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06

Management
Tool

Service
Quality
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06

Building a Service

TQA 1

Management

Blueprint

Step 1

ldentify the

process to
be blue-

printed.

ALUA

ASSUIUNIS
1eavn15vin
WA= UIUNIT

Step 2

ldentify the
customer
or
customer
segment.

AMUUNYNAT
InguanaAI

Step 3 Step 4 Step 5
Map the Map Link
process contact customer
from the employee and contact
customer’s actions, person
point of onstage activities to
view. and back- needed
stage. support
functions.

1A AUA 1itauTuy
Gavn1s UUINI Aanssuil
2a99nNA1 MsUALG 1Aurdugndl
N1AA Y ADININ Aunguviu
A9:UIUNT Front line Aduayu
hiusn1s & Back office

Step 6

Add
evidence of
service at

each
customer
action step.

SULUADYA
LADLASN
ms?ﬁuﬁms
uueazunau
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TQA 1

O 6 Service Blueprint of Luxury Management
Hotel

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 Goto Receive Shower Call Receive Eat Check-out
CUSTOMER at o Room Bags Sleep Room Food and
ACTIONS Hotel Bellperson Service Leave
F Y A
Line of Interaction el
Greet and Process Deliver Deliver Process
gg%’:g? E:ke Registration Bags Food Check-out
PERSON gs
A F I 3
LJ-HE‘ afl"'r.rfb.'ﬁ."y R RN R R R R R AR Ry (R R RN R RN R RN R R R R s (AR R RS NN R R R PR R RS RN R R R R R PR AR R R SRR R 2 F £ 02
BACKSTAGE Take Bags Take
CONTACT > 1o Room Food
PERSOM Order
Line of Internal Interaction - e L E L IL I L EELREE = LT -
SUPPORT Registration Prepare Registration

PROCESSES System Food System

ity

aniui upawaanHoua
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MOT

TOA 1
Management

06

Pull into parking lot
Park

#——4¢—_ Walk from car

Enter facility
Approach registers

Review menu selections
Wait in line

Employee takes order

Walit for order «_

McDonald’s Moments Of Truth

Sneak a frefu:h fry
out of the*bag...

|
Leave paﬂ(ing lot

Ihet into car
#

Leave facility

Get condiments

Approach
condiment area

Receive order
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Service Recovery
Framework

ServVICE

Tangible
-fair fix
-alue

Recovery
Expectations

[\

Fair

Festitution

Customer
Lovyalty

Service
Cuarantee

e e e f e m e f e e e = = == — .

Pre-recorery Phase

Follow-up
5'31“'3'3 Service
H.e-: CVETT Recovery
Speed of Frontline Tangible
Recomvery Discretion -small token
................... +_________.____
Irnrnediate Recovery Plase Followr-up Phase

Payrhological

-apolog v
mterest

TOA 1
Management

Lovalty
Satsfacton
Betention

aniuii uwawdantiodnd
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Recovery
Process

Service Recovery Best Practice Model

SIX STEPS TO SUCCESS

Awareness of expectations
Acknowledge mistakes
Apologize

Actively listen

Act to amend

Avoid future service failures

O O & W Ny

TQA 1

Management

N

ATENUNTUAIINAINYTIRNAT

UausuIalanalIf

28 INHYAA

el

Suilvandldlaaliuaala

. V5ualsoun lu
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Gaps in Service Quality

Delivery Gap 3

Management

| Customer |
Knowledge Gap 1 | expectations |
A 4
Management AwAIAnTI |
perceptions AUAIANTIGAA 2DIZNAT
of customer luyuuaIUDIKLUTVT
expectations
A
Standards Gap 2
A 4
Standards Retailer
specifying ATAINUANINTFIU communlca'_uons‘
service to be | &msuisnIsiasdonay about services
. A
dellv?red nsdaas
lildvgnan

Communication Gap 4

Service Gap 5

Actual

Service JIUL5AT

delivered A'ld%ua59

Customer
| R : < V4

- * perception of [¢ £
\ 193213 P sefvice =

— 2AIYNAT AaduasnSonion
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Satisfaction Mirror

Fasiuniu

JuuITvu
Savi5ey
WUy

More
Repeat
Purchases

Stronger Tendency
to Complain about
Service Errors

Higher Customer

Satisfaction

AUNUIANAY

wamm’uﬁuam
julakih),

Lower Costs

Better Results

TOA 1
Management

More Familiarity with
Customer Needs and
Ways of Meeting Them

AULALIALIAIIN
ﬁfaanjsﬂaoanm
unaduuazing
lun15Aum?

Greater Opportunity for
Recovery
from Errors

Taniagoiulunisdandl
linduurivwala

-

Higher Employee

Satisfaction

Higher Productivity

Improved Quality
of Service

ATANNANENFIT Y

wWenuI1AUNINAITLVIYUGAT

&
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A

-
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06

Management
Tool

New
Process Design
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TOA 1
Management

Concurrent

06 Design

(a) Sequential design: Walls between functional areas

Performance Design
specs specs

Manufacturing
specs

Product
concept

o~ y Marketing Design Manufacturing Production
Customers personnel engineer engineer personnel

(b) Concurrent design: Walls broken down

"
Vi

Al

iy

\
aniui upawaanHoua
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06

New Product Development

Process

Needs

Marketing and Sales

ideas

Product Development Manufacturing

New
product

‘ Promaotion \

Customer
Calls

market system E

>

Customer
orders

Production design
orders ‘
Sales

.

Technical
Product Concept
specifications
> Product Process | Products | gustomer
| planning [ roduction market system

N



O 6 House of Quality : HOQ Vianagement

0’ ST e
<X X > 8 Foiee
SN 2’?’2@2 AN * Strongnegate

Competitive
""i:;.._.b evaluation
= X =Us
= A = Comp. A
B = Comp. B
{5 I=s best)

Customer

)
requirements 1 2 3 4 5

Easy to close AB
Stays open on a hill

Easy to open

Doean't leak in rain

Mo road noise

Importance weighting 10 B 6 9 2 3 Relationships:
& strong =9
o ) Medum = 3
= S Smal =1
EE _ @ E’ _ _
Target valuas % :‘: = E E T = E = E
2|2 | 8|82 |25 |8
2| = g g5 |8 w | D % = g
E E D |lCcE |~ |=Z o | =20
B BA BA

Technical evaluation
(2 is bast)

= ha Lo N
I
>m
> kD
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O 6 Series of QFD Management

Quality Function Deployment

Product
characteristics

A-1

Customer
requirements

Part characteristic /\

Process
A-2

characteristics

House
of
quality

Product
characteristics

Operations

Parts
deployment

A-3

characteristics

A-4

Process
planning

Process
characteristics

Operati

\ requir€me

THAILAND PRODUCTIVITY INSTITUTE




The Service Design Process

Desired service

experience

| Service Concept I »| Service Package
Targeted I
customer Physical Sensual Psychological

items benefits benefits

d d {

Performance Specifications

Customer Customer
requirements expectations

l l

Design Specifications

Service
Provider

Customer

. . Provider Cost and time
Activities Facility skills estimates

~ | |

Delivery Specifications

Schedule Deliverables Location

N -~

Figure 3.14

To Accompany Russell and Taylor, Operations Management, 4th Edition, © 2003 Prentice-Hall, Inc. Al rights reserved.
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06

Management
Tool
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The Deming Wheel
(or PDCA Cycle)

TQA 1

Management

4. Act 1. Plan
Institutionalize Identify the
improvement; problem and
continue the develop the
cycle. plan for
improvement.
3 2. Do

S.’[udy/CheCk Implement the

plan on a test
basis.

ssess the plan; is
it working?

&

Ul DWALEONHOEG
HAILAND PRODUCTIATY INSTITUTE

-




06

ADLI

TOA 1
Management

fnfn1sdseLiu NReiag
A 1 nsaadnauseaed
ANSHLUINY 2 ANTIILANUAILTAUIY
3 MTvuRulssfiuLazd e
D 1 nsdfideunnuaItiueu
N5l ii6 2 ANUFURAAALLAILARINT
3 ANuNeTuAIlauaIYARINS
L 1 nMsaseudssiliunanazasduuinisdiuilge
ANSLAaUS 2 mMsdsdunaau guinnssuuaziillydsuilge
3 msuanildaudausuaannnisliuse
| 1 anudgaaadaduadszuuIans (L wwu U{id Jo 1U5u)
A1SLITAINS 2 mMstldszuusia nsdseidiu nnsdiuise
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TOA 1
Management

Management
Tool

06

QC. Story
(Process

Improvement) _i
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O 6 QC Sto ry Management

Process Improvement

ut-of-control

Controlle
process

lmprovement

New zone
of control -——------ oo T

N




TQA 1

06 Dally Operation Management ,‘ﬁﬁg

L

s

ARAUABRINISNIT1UUTZA1IU

nsUsulsaulusau

Nl s=919u " e
nilvrauls=q191

nuundaum

uldsulee '

dn19z
Uaquu

A YA

aamsunlatdaui /
AN LTS
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Process Improvement

QC. Story

TOA 1
Management

L

Step 1 |Identify Opportunities Pick a Good Target
Right Problem
Step 2 |Form Team and Scope Organize and Focus
Right People Proj ect
Step 3 |Analyze Current Process | Evaluate the “ As-Is’
Step 4 | Define Desired Outcomes | Envision the “ To-Be”
Right Process for Improved Process
J Step 5 |ldentify Root Causesand | Figure Out What's
Proposed Solutions Stopping Us
: Step 6 |Prioritize, Plan and Test | Try Out the Best Solution
Right :
Perf Proposed Solutions
criormance Step 7 |Refine and | mplement Fine Tune and Standardize
Solutions
: : Step 8 |Measure, Progress and Check on Progress
Do It Again Hold Gains
Step 9 |Acknowledge Team and | Publicize and Celebrate

=

Communicate Results

AnUUID UEARS anHoYa




TQA 1

06 QC StOI’y Management .
Process Improvement |

Step 1. Identify Opportunities

Pur pose: Pick a Good Tar get

Products. Team Champion or Sponsor
Problem Statement and Scope of Authority

Tools:
Data not Available Data Available
eBrainstorming Run Chart
eNominal Group Technique *Check Sheet
ePareto Analysis eHistogram
eCause and Effect Diagram *Process Map _X

\ . aniuil uwasaantioyid
THAILAND PRODUCTIATY INSTITUTE
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06 QC StOI’y Management f
Process Improvement |

Step 2: Form Team and Scope
Project

Purpose:  Organize and Focus
Products: Validate or Revise Project Charter

Appropriate Team Membership

Tools:  .customer Tree Diagram eRun Chart
eHistogram

eCustomer Requirements
ePareto Analysis

*Process Map
«Cause and Effect Diagram __X

N




TQA 1

QC StOI’y Management rf

O 6 Process Improvement

Step 3: Analyze Current Process

Purpose:  Evaluate the “As-Is”

Products: Reduce Problem Scope based on:
Customer Surveys

Process Map

Process Data

eCustomer Requirements
eCustomer Tree Diagram

*Process Map

ToOIS:  <run chart
eCheck Sheet
eHistogram
ePareto Analysis

AnUUID UEARS anHoYa
TE
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06 QC. Story Vianagement r

Process Improvement

Step 4. Define Desired
Outcomes for | mproved Process

Purpose:  Envision the “To-Be”

Products: Project Goals
Alternative New Processes
Briefing for Sponsor or Champion

TOOIS: «process Mapping eBrainstorming
eEntitlement eNominal Group Technique

eBenchmarking eQuality Function Deployment X

\ *Process Capability g

N




TQA 1

06 QC StOI’y Management ¥
Process Improvement |

Step 5: ldentify Root Causes
and Proposed Solutions

Purpose:  Figure Out What's Stopping Us

Products: Root Causes and Barriers
Prioritized List of Process Changes

Tools: eBrainstorming eCause and Effect Diagram
Nominal Group Technique eForce Field Analysis

*Process Mapping *Design of Experiments
«Scatter Plots X

N




TQA 1

QC StOI’y Management r

O 6 Process Improvement

Step 6: Prioritize, Plan and
Test Proposed Solutions

Purpose:  Try Out the Best Solutions

Products: Plan for Test with Agreement of
Participants

Data Collected and Analyzed

Tools: eCheck Sheets eRun Chart
eHistograms eControl Chart

*Project Management *Process Capability
—Gantt Charts

\ —Milestone Plans

N
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O 6 Process Improvement

TQA 1

QC StOI’y Management r

Step 7: Refine and Implement

Purpose:
Products

Tools:

Solution

Fine Tune and Standardize

:  Revised Process

Plan for Change with Agreement of
Stakeholders

Check Sheets eRun Chart
eHistograms eControl Chart

*Project Management *Process Capability

—Gantt Charts
—Milestone Plans

N
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TE




O 6 Process Improvement

TQA 1

QC StOI’y Management P, [To%

Step 8: Measure Progress and

Purpose:
Products:

Tools:

Hold Gains

Check on Progress

Comparison with Planned Improvement

Goals
Revised Standard Procedures

eControl Chart
*Process Capability
eQuality Audits

N
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06 QC StOI’y Management ¥ -
Process Improvement |

Step 9: Acknowledge Team
and Communicate Results

Purpose:  Publicize and Celebrate
Products:  Recognition and Reward

eForce Field Analysis

Tools:  «communication Plan
eBrainstorming

eQuality Networks and
Newsletters

eCause and Effect
\ Diagram ;;_-__ i

N
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Management
Tool

Project
Management
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Project Management

A

Initiating
Processes

Monitoring
&
Controlling
Processes

B

Planning
Processes

E

Closing
Processes

C

Executing
Processes

aniui upawaanHoua
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Management

Project Management

06

Executing
Processes

Closing

Level Planning
of Processes
Activity nitiating
Processes Processes
Controlling Processes
Phase Time =l Phase
Start Finish

AnUUID UEARS anHoYa
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TQA 1

06 Project Management Management
1. Integration 12. Evaluation
Management Management
2. Scope 11. Performance
Management A. Initiating Process Management
3. Time B. Planning Process 10. Change
Management ) Management
i C. Executing Process
4. Cost D. Controlling Process 9. Procurement
Management Management
_ E. Closing Process _
5. Quality 8. Risk
Management Management
6. Human Resource 7. Communication
Management Management

‘k

—

]

—

—¥

\ . =
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Management Tools

Performance
Management
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Category 7

TQA 1
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TQA Criteria 2009

TQA 1

Management
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Tool for Management

07

P : UsunaadisIanuia

amwumﬁmmmu
*Strategic Plan

TOA 1
Management

*Value chain
*Business Model
*Benchmarking
*Strategic Plan

*SWOT analysis
*Risk management
*Policy deployment

5. N1539LY
NINENNTUAAR

sLeadership style (

Communication
*Vision Mission Value
*EIA HIA GG

2. N1TNIRNUY
281UANA

*Process analysis
*Process design
*Process improvement
sLean ISO 5S QC SS

1 Qs

3. AT 6. N158¥AN1S
anALasHidIUle ASY19UAT
garulsel v

*VOC SOC
*Segmentation

*CRM ﬁ
*Customer sa’W 3} ( 3 ..,
4. ANFIM ANFILAFITU LATANTIAANTITAINNS

_——

/

*Result base management

*HRM
*HRD
*Culture
*Engagement

7. NRAND
N1SALTUAIS

!

BSC KRA KPI
*Benchmarking
*Prediction

*MIS & ERP
KM & Benchmarking
*HW SW
*Innovation

&
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TOA 1
Management

L

Thank you

ARTINEfR A LLuzlﬁm"mmsﬁ’mmsaaﬁﬂs
SONUULNUNANIAA LTI G

WWW.FTPI.OR.TH

Tel. 0-2619-5500 Fax. 0-2619-8092
Supachai @ ftpi.or.th
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