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"The significant problems we face today
cannot be solved
at the same level of thinking we were at

when we created them"

— Albert Einstein

© 2015 Deloitte Touche Tohmatsu Jaiyos Advisory Co., Ltd. 2



o =X Y =] %4
bR RN 15UTUUTINTZUIUIIY

anszezanile N1TAAAUNUINNATILGY NISLNUAMNTNVDINAENS
Tunsvieu ngeumsuNsAiuiangsy (Output) TugUvawdnsioust
A9 9 TunszuILau (Product) %38U3n15 (Service)

© 2015 Deloitte Touche Tohmatsu Jaiyos Advisory Co., Ltd. 3



N15U5UUFINITZUIUIUNUNLDS
N15anduABUNIBsTEsLIaNNlY Tunsalu?

© 2015 Deloitte Touche Tohmatsu Jaiyos Advisory Co., Ltd.



yuuaslun1sUTuUaNIEUIUII

nsUsuURINIEUINNuUivsTunausaiasanusulle 6 Ussinu lawn

PRI
srgzaNglunIsAusSNIs Jau
WLz aunIe bl

AN
FLAUVDIAMNINHAKER (Output) Lags
1AUSN1T (Service) AsiimsuTuugsluu
ladna

"\ %gumau

‘ ’ JUABDUNITIAUINNG AISTNISHAL an 1138
% dl G 1
Qo Usuilasunsely

Y =K =Y
EULL‘U‘U/ﬂ'ﬁL"U']ﬂ\‘i‘Uiﬂ'ﬁ
N15LU049 (Accessibility) USNNS AW
AYAINTIOANNYINAIUINUINLBULNEILA

AulUsala

) v a P A % a
TUABUNITIUINNT InNsilanedayad
LNINDLAZLNTRTIVEDUNAUNLALLAY

v A |
Sanuvisol

1 19} 1

AN LYINY
AldIeiinduegluseAuiiminga
A 1

3ol

© 2015 Deloitte Touche Tohmatsu Jaiyos Advisory Co., Ltd.




VUNBUNITUTUUFINTEUIUIY

®

ASANEIIATIZI
Aanssulu
nszuluulagiu

AnwAanTsusng 9 7
Aetulunszuiuau
Yaqliu lenseviinly
AT R REEFIY
FumpuLazALLTele
Auegnals wazdnisly
NSNYINT LYU 1281
159914 LHuduauminle

@

n133zylanialunis
USuusanszuaueu

AnwAanTsusng « 7
Andu ifteszylonialy
MUY Wasuwla
1A8fi9130417198 @090
Umatinlanie
UFulgalianunse
atunulaoged
UszAviEnmannTy

®

N1599NUUU
A5UIUIU LN

MAUATILALLDUAVD
msiasuLlasly
Aanssuaulanalunig
Uiuusaitleiseyly Tng
NN509NLUUNTTUINIY
Tl szdosnansliisiu
SeUseleviifianninay
Tasume

@

ANSNTNUARUINIG LU
N1SUINTZUIUIY
Tualulgass

ANAUABKNUIIY SUUTTUN0
3 Tanani ey
MADATUIIDAZISIALTILLAN
PiRetosdmsunisi
nszurusulllUly wail
TunsmrualauLeay T
ATlaRsaRUANEATY
AoundvesRanssuiile
MNaurulirousndil



n135zylgumuazadnuaiandeinatnludiudganssuiuey

* ANWIINVBUAT ﬁ@gj Lty "'\]’1ﬂNﬁ?ﬂi’)“\]ﬂ’J’]ﬂJWQW@Iﬁ]"U@QN'ﬁUUﬁﬂ’ﬁ GUE’JlIﬁﬁ’eNL’ﬁEJu

Y

MngFUUINsTRndostunuUI M TIvsinsSavh
* aaunudgmuaranuaAnisaIngsuuIng

* apunudymlunisaniuauaingudnnu

© 2015 Deloitte Touche Tohmatsu Jaiyos Advisory Co., Ltd.



A9819: UUnIkazA1uAInmIg

A lUSNsAAnIsnnazan

5 e y JLULIAUIRAADNUILIU
lunseanenansluiuses vaeiidalidnanstunaunis v 4 A o

o e mom o N 2 TUNABLNEIIULAYD
U UAU LTUNMTEDUNUIEII N U UANULALLAE

AU ROl JuiliguiRnuuazgvesuusnslinsu

uazdntunaulunseanenaTgNAeLasinLY

AN

e o o Fusznaunsglmilinsiutuseunisuisau vinli
AlEUSNSABINTTUUINIg L o P
SRR WIMTTIYeINIU ARdldlaalunIsTUIINITORNENET omy
PRI iniiaanallging
- \
Tun1siAung Y
Aldusnsiimsdaenansilidasudiu gnaes
e ldTienansNTMTUROU Y1T0518N1T
HTupeuNsoUliRNg TauLaziivatetuney ™ lonansiinosld ()
W/ N

© 2015 Deloitte Touche Tohmatsu Jaiyos Advisory Co., Ltd.



N15UseLAUNANTSY lUNTZUIUNU

nsusediunanssulunseuiuau Wunsiiansannnanssuae 9 TunseuIuenuiy dawanenaans (Outcome) o9
nszUILUegls Fsnsuseiliufanssy aganunsanusianssueenlaidu 4 Usslam e 1) Low Value Activities
2) Necessary Business Activities 3) High Value Activities wag 4) Strategic Activities

Activity Assessment

A'Cﬁm § Acﬁ'ﬁ{y

Low Value Activities Necessary Business Activities High Value Activities Strategic Activities

- Activities which provide low or - Activities necessary to conduct - Activities that directly impact and - Activiies not currently performed but
negligible value from product, general business operations and/or adds value to the customer critical to the achievement of the
customer, and business perspectives support high value activities . Activities that contribute to the future strategies

- Activities that do not positively impact - Activities that may impact or benefit success of the process - Activities necessary to provide future
the customer the customer indirectly . Activities that generate revenue, customer satisfaction

- Activities whose costs exceed save costs or ensure customer - Activities that help determine what
customers’ willingness to pay satisfaction the future market will look like
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Strategic
Activities

Ag

/

—
-_————
—

o Eliminate duplicate or non value added
Eliminate processes/activities

Migrate activities fromone group to

Migrate . .
g the function or a more appropriate owner

of the function

Re-engineer processes by streamlining

Streamline the execution of value-add activities and

eliminating process “fat”

Commence scanning of paper-based

Digitize data/documents into electronic formats

labor intensive

Improve
Strategic Effectiveness Strategic
Value ) Value
Activities Activities
Improve
Effectiveness

High Value — High Value

Activities Activities
Improve
Effectiveness &

Necessary Efficiency Necessary
Business — Business
Activities Activities
Low / No Minimize Low / No

Value Value

Activities Activities

i LEIiminate

Low / No T~ -
Value

Activities
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Consolidate similar activities acrossthe

organization into one location

Consolidate performing the activity in the most

Automate > Use technologyto make processesless

efficient manner

another which is more capable to perform

10



A5n15lun1sUSulTansEUINIIUY

AMendannnisideninalianisusulgenssuiuanuuds Juseuseliazndunisidenisnislunisimuidsza@nsamn

sz lngdsnisildiuegrsunsraelullagiu awnsauvseantailu 3 nau lawn

NSZUIUNTISNNNIU (Process)

32UV (System)

Sipswisanduntuneudiiendoslunis
auunululsarnszuIunIsyInauIg
Tonalunisimunysudeegalsleatng Tu
mﬁLm'wﬁﬁ]zmamqmﬁu’aﬁﬂﬂsmﬁ
AU NaNs/wuUNesy wazsBaud
Aendaddumssiivanusie

© 2015 Deloitte Touche Tohmatsu Jaiyos Advisory Co., Ltd.

fsaniiidunounsenanssulatied

anansavunaluladinanld welinis

sflunudulusgeliuse@nsam uag
atuayumsativaule

fA15UVINYE AN AINEINNTD
TAs9ad9n Sl sdIneny naenaunting
wazANSURATEUTRIU TR Iilay
winzalunisudndulinssuuanud
Aendeaiunislrusnisavule

11



NSZUIUNTISNNNIU (Process)

© 2015 Deloitte Touche Tohmatsu Jaiyos Advisory Co., Ltd.

12



n1sUSuasusduuunsiuing

U U

Welianunsaliusnisusevvuldegaiivsednsam Tagguuuuuinsnieaiuntdludagdu fdaed

*  n5liN13mMUIUINIT (Outsourcing) lunisanliufanssuitlalifanssundn visefanssuiasayarlbniu
93ANT Wy nMstuiindeyaviliidndssuu (Data entry) n15U3msinn1senntsanun Wudu wieilunisan
A15ENSUIIS wagkinausIasIlunslunsliusnig

*  nshivinsludnuazvasmitgaundaun (Mobile Unit) iaidnfagsuusnisiauniuy
*  msdnnguduInisiiniEiaiitien (One-stop Service) LiladuieANaYAIN AT UANISUUENTS

*  NSNNTRINIINTHUINISITESIWIEAILATAINLARTUUINS Wi WWalidnseAsssullounTorusung
LALABSEUIANTUIBLATIABSUINNT NMTBU I ITINITEURUUAIS0TBLUUNBSUANS 9 MalUsyaldnsens
online mMsldumvasuusMstuale [ushu

* nseanuwuunsiuINsdmiugiiauassalunsuiiuuinis wu dalilinndnesieedmsudiinisvsergiens

*  MsInnwtEUIMsIiALUzivMTaAUS N LARINTUUSNIS LiieanAuRana1akazatlunsiuvesu
UsM3 sy

© 2015 Deloitte Touche Tohmatsu Jaiyos Advisory Co., Ltd. 13



N151YN15319UIUSN15 (Outsourcing)

\@3@&,7\7
Information Technology

Benefit Management

Payroll Processing

Customer Service
Data Entry

Property Management

Visa Application Call Center

Passport Application
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Visa | Thai Passport | ThailD Card | Registration | Legalisation | Letter of Confirmation | Marmiage / Divorce | Download | FAQ

Main Menu l.ﬂiiﬂ.lmmmuuuwusnwmaaﬁmnsawm 3 Useani) 2558 Al e-book Taw dnmne
» Homepage 104 Leeds, UK 'Iu'xua'mm el 19 Wi 2558 Annnwisamiodlamd
» Consular Services agu 50 7l maAdawsse
» Thai Community language: EN aniluiion
» About Thailand
» About the Embassy amumnani"ﬁmm‘l‘mm 1aLﬂaniqn11neaaﬁmai1Uﬂemam’ua] eﬁammﬁﬂ’mms / ,
» Embassy Holidays ﬁ'mTinm'n‘qHaU'T'ma-mum"lﬁmmﬂawum'na'wu i‘-‘%{m
» Site Map mupﬁﬂ'u'in'ﬁmmﬁnmmwmawum‘lnmnnu’[ﬁmu Temdanfunaznandesna
» Contact us w'iaumn‘iaﬂmﬂuaﬁ‘mmmmmumamm‘iam N ——
waNewn HrinAmTRsEanIminATIedlaiig 1 Ausowilsmsaoaviniu aifoailflu
AT IO MR AT

May v || 2015 v viuaesndnsauasuldfhy
AIAR AN WA RS IEIN

1 3 doumsiindmsuaulnadodba
4l5lsl7l8 0 winanEdinan T MEnT
1112 |13 |14 |15 |16 | 17
18 |19 |20 21 |22 |23 |24

Search
25|26 |27 |28 |29 |30 | 31

Search this site:

|

witidoAus E-Passport

usafia Thai Birth Certificate

wilafalfiwns+udada

AL |Susoamnaiiade

Service: |fusosuila

OISV Resem“m?am

SISOV I I—uﬂ.su'a‘mmww'imqﬁ Thai Police Clearance Cert
r ¢ i T
f - = Housumins

@ ASI SN MR UFnwleywwialy

Ministry of Commerce
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Call Center 1823 ¥24994n4

hours a day

%/3

CityReach

65

days aear

Serving You Non-stop‘E

21 Participating Departments

= Agriculture, Fisheries and Conservation Department
« Architectural Services Department

- Buildings Department

= Civil Engineering and Development Depariment
= Companies Registry

= Drainage Services Department

- Electrical and Mechanical Services Department
- Fooed and Environmental Hygiene Department

= Hongkong Post

= Highways Department

+ Labour Department

= Lands Department

= The Land Registry

« Leisure and Cultural Services Department

- Marine Depariment

= Office of the Government Chief Information Officer

= Rating and Valuation Department

= Social Welfare Department

+ Student Financial Assistance Agency

= Tobacco Control Office, Department of Health
- Transport Department

© 2015 Deloitte Touche Tohmatsu Jaiyos Advisory Co., Ltd.

2

20000

Ask | Suggest | Compliment | Report/Complaint €

You can access our service through these channels:

o =5 [@ |4

sa v

Electronic form Email: Mobile App Call: 1823 Send text SMS Tsuen Wan
tellme@ Tellme@1223 Fax: 2760 1823 6163 1823 PO Box 1823
1823 gov hk
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Singapore Police Force @nA3 Self Service Kiosk LialiUse 19 Ua1unTanIsnLLaEEaALYeIMIY SIN7IelAsile

Auswiasluusiasiui Taunsa91erUFurIumag ATM 9895u1A13 WNANEEAIN SIaLTnasiiiuaulusdlaly

14
=

N1suImsdaniselavessslanssiuy

.Bills Payment .Government e-Services
. .Fines Payment .Season Parking Renewal m

.Telco Prepaid Card Top-up .Ticketing, and more..
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WUIRALSDY Digital Policing Tu UK

Tuanswoiandng Insimalulagfidneauuszendldlunisinuuesingia Geunsathuyssendldlaly 4 35
[t

Mobile workforce

optimisation

Deterring criminal activity through Includes multi-channel Neighbourhood and response Digital case files containing
proactive action, driven by data communication with the public, officers patrolling the beat more evidence and the latest forensics,
analytics and evidence-based online crime reporting and crowd- reqularly, enabled by mobile developed and edited by multiple
policing. sourced intelligence, investigation devices which they can use to officers on the move and shared

via social media platforms, and receive and deliver tasking and in real time with the Crown

digital channels for low-risk intelligence, search internal Prosecution Service.

contact with the police. All these systemns, capture statements and

services can reduce demand on record supporting evidence.

control reoms and contact centres.
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WUIRALSDY Digital Policing Tu UK

mathmealuledfdneauuszandldlusnuinga Tusshuisesdidiey 5 Ussiau loun

Five steps to introducing digital technology

How can our What information do How do we store, What device best suits How do we determine the
business processes be we need to achieve the update, and access the  our requirements and location of our officers
transformed by digital process improvements? required information? the preferences of our now that we are not tied
technology? officers? to the base location?

PROCESSES: 3 DEVICE: LOCATION:

+ Automation = User experience = Dynamic deployment

» Insight driven action = Multi-functional device = Virtual team work

PEOPLE:
Taking away routine data processing and leaving the most complex decisions up to the officers

Which behaviours do we need to create in order to support digital transformation?

© 2015 Deloitte Touche Tohmatsu Jaiyos Advisory Co., Ltd. 23



n1ssangUrensiisusanianuag (Self-Service)
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SEORTTANY OF ATATE
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Scan. Pay. Go!

Renewing vehicle tabs is a snap thanks to automated Self-Senvice Stations now in Secretary
of State PLUS offices, SUPERICenters and other select branches and locations across
Michigan. The ATM-style machines give customers the option of renewing their vehicle tabs
without waiting for service at the counter. Fewer people in line also allow employees more time
to assist customers who have complex transactions.

Customers simply follow the touch-screen directions and scan the bar code on their renewal
notice. Upon verifying the information and accepting the credit card, the Self-Service Station
prints a vehicle tab and receipt for the customer. Single transactions usually can be
accomplished in seconds.

SCAN.
PAY
4

24




N1530%1 One-Stop Service #MMIUN1ITNITINGIY
NUNIA33YB93] New South Wales aasLasLae

BROWSE SERVICES NSW GOV DIRECTORY  ABOUT US

=

[ Pay, Renew & Replace ' | W Apply, Order & Book ' & Change & Check |
> Motor Vehicle Registration > Licence Test > Change a Residential or Mailing
> Driver's or Rider's Licence > Learner Driver's Licence SIS KR E0E )
> Pensioner Rego Auto-renew > Recreational Fishing Licence R
> Vessel Registration > NSW Seniors Card el sndil i)
: . .
> Penalty or Reminder Notices > E-Toll Account and Tag Pt (el Rl e
> Notice of Disposal (Vehicle)
More Pay, Renew & Replace More Apply, Order & Book

More Change & Check
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n1sludedenuaaulail (Social media)
Tun1simeunsdayauasSuisdafniiu

Bookmark & Share

http://'www.howto.gov/social-media/using-social-media-in-government

Q

& 100zakladok B 2Tag 2 Z2Zlinkme

& A9Tabi ] Adfty El Adiini

B ADV OR code a Amazon Amen Me!

B Aol Lifestream B AoL Mail [T APSense

E] Ao 2 Azadegi ua Baang

B eaidu B EaliTribe © Beal100

Kl BiggerPockets ] Bitly E] bizSugar

B EBland takkinn @ Blinklist ® Blip

5] Blogger Blogay Y Blogkeen

* Blogmarks Ei Blurpalicious 4 Bobrdobr

] BonzoBox ® BookmarkingNet [E] Bookmarky.cz

E§ Bookmerken & Boxnet & Erainity

[ Eryderi 88 BuddyMarks & Buffer
Buzzzy Ly Camyoo W Care?

& Chery Share i chimein Chig

@ Cirip B citeULike M ClassicalPlace

[ CieanPrint 3 cCleanSave (™ cndig

Colivia.de BN communicate [ coswmia

B c55 Based € Curate.Us g Delicious

de DigaCultura B Digg =] Diggita

Get AddThis for Internet Explorer

Privacy

AddThis
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Social media

Blogs

E Blogs are web sites on
which individuals or groups

of users record opinions,
commentary, descriptions of

eyents, or other material such as

graphics or video on a regular
basis.

* Australian Government blogs

Facebook

ﬂ Facebook is a social

networking website that
allows users to create profiles,
upload photos and video, add

other users as friends and
exchange messages.

* Australian Government
Facebook pages

| fEdin] 3
Twitter

D Twitter is a social
networking and
microblogging service that

enables its users to send and
read messages known as Tweets.

* Australian Government Twitter
sites

YouTube

Yo | YouTube is a video-sharing
—Iwebsite on which users can

upload, view and share videos.

* Australian Government
YouTube channels

26



47U (People)
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*  nsmvuantiinusuiaseuvesyransinettadiiaudaau eliinanududives (Ownership) a4
Aanssu wagiinANSURALarSUaU (Accountability) naemaumdinaudnsandniay
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N15U5UUREULATIAS19RIAN LA UARINTMUANUMNNE AL WiTBIAa0AARBI I UNTTNILALAANIUTINALNS 10U N3
AvuaninikazAUsURaTaUTIIsNUlnl NM5as19/guTn/wenmiieay iWesessunsianasuwdadly ns
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Customer
Designed Organization h
Sup p rt Center

hhlaq mtm
Center

- Repair Conh:ﬂmr
Rﬂ:‘qs':l"'on:ﬂl Standard & Seurcing and
PP inspection || Managemant |

Rapair
Manage |1|1. L
Laime 2

Finance
k Talent
Team... Accounting &
- Adrin micEm

Team Manager (Area)
Q Project Coardinator [Project 1)
Q Project Coardinator Project 2)

Project Coordinator (Projeet )

Control & Suppor |_Ropair Exccution_| [_Admin & Support_|

Shared Services

F;g:::: ;E::;;::El .A::nunﬁng Flo:urlm-un'!: Human Infarmation Enginlln_ring
Managament) Hai‘laglmnm] (GL & Raport) & Supply chain Resources Tachnology Inspection
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N1938YaANTIOUE (Competency) NidAgyuasdnlu

N33zUaNsTaus (Competency) fidndguazdndudmiunisufiRnundaau weiluldlunisassmuasiamun
UAans Litelminusednsanlunisaniiiuay

Knowledge

Competencies

Abilities Skills
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nsUseLliuransURURNY waslinauaiunsavesuiunnu Musdd daau wazaenndasiuidmunevadasnns
alimsuieenuminzanlunsHoUNINEY LagAURBIN1s iU THAILN

a va

nsusmsnansuftRnuiunssuiunsiinsdeafinduediedaiioduasdng uaglduanusuiiesswing
Tarutyn wardldTedudtum Salsznousedunausie q fil

U

e

URUNITWRIUILAZUTUUTINANIS NMuuARYIn Umtin wasalivung (KPIs

UAURIIY FIUDIIUHUAIINAINTN

LA Lmuﬁmmswqﬂﬂa) LAZYININISANAY LAY
=
N1981891%N (Plan)

Aoanslifiuntineu (Set Targets)

4.

NANTUINITLADUALAUG 27N
a wa (Monitor/Review)
Nan15UuAu (Reward)

TnAuugtungladerudayunluds
" NdpsuTuluilusendned

19571998 NANBULNU %150

Usziluuazaziounan1suuneu
MANYUIIY (Evaluate)
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Deloitte

Deloitte refers to one or more of Deloitte Touche Tohmatsu Limited, a UK private company limited by guarantee (“DTTL”), its network of member firms, and their related entities. DTTL and each of its member
firms are legally separate and independent entities. DTTL (also referred to as “Deloitte Global”) does not provide services to clients. Please see www.deloitte.com/th/about for a more detailed description of
DTTL and its member firms.

Deloitte provides audit, consulting, financial advisory, risk management, tax and related services to public and private clients spanning multiple industries. With a globally connected network of member firms in
more than 150 countries and territories, Deloitte brings world-class capabilities and high-quality service to clients, delivering the insights they need to address their most complex business challenges. Deloitte’s
more than 210,000 professionals are committed to becoming the standard of excellence.

About Deloitte Southeast Asia
Deloitte Southeast Asia Ltd — a member firm of Deloitte Touche Tohmatsu Limited comprising Deloitte practices operating in Brunei, Cambodia, Guam, Indonesia, Lao PDR, Malaysia, Myanmar, Philippines,
Singapore, Thailand and Vietnam — was established to deliver measurable value to the particular demands of increasingly intra-regional and fast growing companies and enterprises.
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