Watuil 17 fquau 2553 Aeunn dnnuasenssunsulamassisanuia 163a
Uszauduuun \329 Best Practices Study au &ludgsnuisun Taadiey 3 avAnIAUszauANATE 53U
funuimdunislseandiiaimunasdnsauuuInioinaaisneia MBNQA uasnaurisnaiananiw
wivznd (TQA) defitseiduihinaulagod

1. u. §7W aaad 186 (NUNUY) ........ U7 4I0 4 21550 A1551A5120 BazA15TAN15AII5
108 WEUAVZE WIAATATIT (K2IEATTUAITEIIANT &1AYiRNuI155A3)

o AVdNAuAINITWAIUNDIANTAUALUINAITHAVS *?"
ngUstavAuadavdng viiadnwaizuataddnsit vinayls wiaayls

o SduviAuas Seven-Eleven “i511ls715aunsani
ANngadfafinuifiaugy” vunads nsldsaniuarngndiiu
Aauduwinoudasiaiugy waginlunuuinis

e dayaavAnsuad Seven-Eleven Tuilaxiiudl 5,500
&2 wilnvu 60,000 au 10 au/anan §i 3-4 au/udn (wiviluiuas 3 wda) Iurugndn 7 auau/Ju
(Aeaanngiugnan 20 nnauau) wasiaaauai 53 nanuguauuIn

e fnisundayaundivuatinnung 1y saaungsaiu danuLAaNAa aaAUILTIE
9nan wazaannanad deflunsmanudayaatnseduategseduuu viaannsu Seven-Eleven ug
araangsiineulneg wdnihdayawdinfilseau Cross Function wiluilssinnndlany uariiayadonad
aggninIndangiiiianununisanasa’ll iy asihdayanisaafudusarlssinnusarineiaiun
Anw13invinlugndidia/lidadud aursananldinvintudeduidudd waviainudasnisuasqndnii
wanuwdlaely dhanisaatauazdianisuadsuisatirdayawmarilulddnfanssuuaz TusTuduly
g0unN15alEN9 9

as 9 -3
NISAANISTABNARIANG : (RHIN 4)

F o eececcescoesecmss——cmnsg I

| MR UN AN E WAL LINMITF BT AN HTUZ IAa9ANT I Yinazly |

Jalimclive Ceezls Fimnilrzasdanasading
Vision/Mission | £ 5]

. . ‘
7-11 wnaaaq ialdnifiaaznan lnaarsundudyaiinisfignin

Business Model t % build Yalue Chain / Yalue Creative Process G‘Nﬂﬁﬂﬁﬁqmﬁﬂﬁﬂﬁﬁ‘ﬂl@ﬁ

| qnn wazs a9sinez 1 aun s § 1Rt 189896 NT/ Core Process Model

Business Process ; 5% Design NITE L IUNTT/ work system/Business Process IModel Tim e Tsiral
Design '

AIHgNWuETY dnan wresesdnednglseasr i daiEd Flous

| AR uduERNTEUIUNTg

h 4

TURBUNTTI T

oA TSR el
e J

i 1 fusaunsianisiayaaddnsuadu.dil aaas Adn (M)

i ﬂ‘llg o R o
@5l @I b = g VOHBMVBLTTURID
o UDHADENIIFNT [ >




e 15vi1 Business Process fiaynuiAgndiasiitaniaeduviain 2 dous Strategic
Direction n15vin Balance Scorecard nﬁvim,wunaqmﬁl,ﬁaﬂ%nﬂs,a Core Process waavin Project
Objective / Organization Strategic Project / Tas9nisifivnasns Taansidinld@nw13gaisvineu 4
Ga9AnARAALATIN WIFadaaNLLLANNANRUSEAINWTINGT 1F2INTELIUNT-YARINT-NNTAANA azdaald
dayavin/tddayatdiu wazdasiarsantitaniainlunsasiunaunisvitoufinansenusaizad
ag'lsling

o AsviniiayaasdnsarsAifiedn fatfudiayadisi enrich  win su N lddetiae
FoiluS9mITBUGUAINANNGRINTST warTngUstavAuaInIRiNwsadaya 'l i

e fin5i1 PDCA anldlunnnszuiunis wasnnauluusarsedu iasainnisidaus
nnfuarhalitiawmuidnaniw Wil annfsiuuninananisfiaaiuasiasgay (C=check) doiilugof
AsvinLiaagldmia Wisinamdindviialifian1els wanin'llgnsusuilse

e §in1s1n IT Solution 32aFan15IuEad AMsAAMIN NNTAIUAN UALAITILATIEU
\ia&519 Innovation uagnsiacanisadfiunis (KPI)

o Seven-Eleven 161i1TAs9n15 ARM daiflulasenisiilaTanalviiinuaswusiins
VinuFaussruuuasinengoiuidriinoulng wasasesruuiguinisanananilasiniaituas
wwWsuznaiitdinun share dayaluszuugrudiayanadsuidn

C/szlﬁuﬁ’zhﬂu?a : \

o MsinNvdayamsBuduanANGaIMsUaIandI uag Core Process Model

o AvdhdAyuasnsiaiAuiiaya da dayaidaiAuadaciudayaifianuinduuaziiu
UsyTlamisaasdnsivingu

e AsAaNIslayaavAnssINITadIaiIuualTulgenssuIunIg waziaddusuu

\ nseadula J

2, T59WENLNALNF95 RS BUOASUHURYA ... T8 1 A750/729A775
Tag uwadunur Funsiidoy (savga1uIan1s6IaysiITseyUATAUNATIAILNT)

e A17219TEUUNITUNDIAANT
229 T5INENUIAUITINHYFBUINFIUTA
igingnaidavnisasls wariruniana
Tussduyama-dle-avensg

e finsAnwIdayagnAn
(Customer Characteristics) 3yt iiauiu
Tuweasll (du andtanalu 50% : gndianauan 50% wazgnaaulng 60% : ganda1vaé 40%
270 120 dseind) wdnhadaniaelunisiuaansmans wagsvuulssAunanIn




o -2
n1sU1aIANIg & (BH2m 1)

“BI Lead

2

i

e,

Recognition through
performance appraisal

2. Establish Hospita
Direction
through VMG & BPP

3.Establish Strategic Goals,
Allocate Resources
and Align with work process

0. Continuous organizatior

performance improvement

& aggregate data into BPP
cycle

Care
8. Reward and 4. Communicate
Hospital Direction, VMG,
Strategic Goals, Action

system Plans & KPIs

5. Perform to plans both
strategic & operational
Levels

SMART

7. Use PDCA for
improvement both people

and work process for
tisfying all stakeholdeg

b. Monitor, Analysis, Revie
& Feedback strategic KPIs

and Performance through
Departmental Scorecard
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Service Excellence  Model diaiflunisasne Collaborative Team to  satisfy
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Bl Way Principle

1. Customer Satisfaction Driven

2. Thai Hospitality

3. Constant Improvement &
Innovation

4. World Class

5. Professional Excellence

6. Commitment to Staff Welfare&

Bl Way Protocols (2C1S)
e Greeting Customer : &ix §ulud

|:“> e Grooming & Dress Code : |

14 Uniform 284usaz area 1M1anu

e Telephone Manners : Call center
Courtesy Standard

Patient Centric Services : uasauld + family

Development

e Accommodations Services : W1¥in§
|::> e Cultural Awareness : QUAY)NTUTR NIUTITN
¢ Handling Customer Complaints :
i empowerment 1y aangvinle
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n15vin Work Process Improvement 2adu3sn 14 CQI THAI ACRYLIC FIBRE|
(Continual Quality Improvement) 2ialunsuduilseszuuatnvsiaiiiag 1aa
Fanauileymndasdiuilse wazidaniarasiiaNninunsauiudnralsuadaddng

'rurr.u amh GROUP

high

Effort /Aanunenanuna

91

less

Continual Quality Improvement
(Improvement Themes Categorization — Efforts v/s Complexity)
o A
e Simple e Very difficult
e Implementation not easy e Breakthrough
e Strategic Importance
PMQC Teams .
Cross functional Management Teams
B
e Very Simple e Difficult
e Implementation easy e Breakthrough
e More than one department
Individual KSS ) )
Cross functional Supervisory Teams
less — ' high
Complexity / Anududaulun1gyin
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Continual Quality Improvement
(Integration of All Improvement Methodologies under CQI)
high G A
e Quality Circle activities e CQI Methodology
oS e Kaizen themes e Six sigma
33
<
% PMQC Cross functional Management Teams
S B
é e Kaizen Suggestion System e QC Story
=  Kaizen themes
o
P Individual KSS Cross functional Supervisory Teams
less less . B high
Complexity / Augdudaulun1s9in
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