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TO BUSINESS PROCESS IMPROVEMENT OF SERVICE SECTOR
A CASE STUDY OF TRAINING CENTER IN THAILAND. ADVISOR : DR.
NARONGPON BOONSONGPHAISAN, 144 PP.

This research was conducted to apply Lean Manufacturing Concept and
Customer Relationship Management to training service sector for business process
improvement. Four main training centers in Thailand were selected and examined the
efficiency of service processes and customer satisfaction. Methodologies used in this
research include questionnaire survey of 206 samples to whom participated in trainings
in order to determine the level of customer satisfaction. Descriptive statistics and test
of hypothesis T-Test with the significant of 0.05 were used to analyze the customer
satisfaction and expectation. It was found that training organizations should improve
their poor marketing communications, unclear qualification of trainees, large gap
between customer's need and course contents, high course fee, unclear training
documents, and also competency of lecturers. These problems were investigated with
Why-Why analysis to identify the root cause and potential solution to increase customer
satisfaction. Then, flow process chart was conducted by in-depth interview for course
creation, course planning, course management and course evaluation which found that
non-value added activities were the waiting time for customer database searching and
customer application confirmation. The research proposed to implement database
software application to organize and classify the customer information. Automatic reply
mail was also proposed as an alternative solution to response and confirm to
customers. Both solutions were presented to training managers with positive feedback.
These improvements can decrease non-value added processes and increase customer

satisfaction at the same time.
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ANTHN 7 NANNTIATITAANARLVRITEAUMTIRUININ AU (PV) WazIzaUMIHUININananid (EV)

. . - 29@n3 A 29@n3 B a9@n3 C 29@n3 D Tagamsa
dszifumsiaanaionale

X py X ev X pv.ev P-Value X py X gv X pv.ev P-Value R X gv X pvev P-Value X pv X v X pv.ev P-Value X py X gv X pv.ev P-Value
1.1 mymanuiudulunstineusy 413 4.09 0.044 0.710 3.81 3.81 0.000 1.000 3.75 3.87 -0.113 0.204 3.05 2.90 0.150 0.006* 3.65 3.62 0.024 0.554
21 Lﬁam%mmamwxﬂ”aami 429 | 416 0.133 0.160 3.96 3.98 | -0.021 0.821 3.75 | 4.19 -0.434 0.000* 3.50 3.20 0.300 0.000* 3.84 3.84 0.000 1.000
22 Ltaﬂﬁﬂqﬂimaﬁaﬂn’ﬁmau 4.09 | 413 | -0.044 0.599 3.90 3.94 | -0.042 0.674 3.81 4.08 -0.264 0.009* 3.52 3.20 0.317 0.000* 3.81 3.80 0.005 0.916
2.3 é’lﬁi.ll,ﬁammmauﬁlﬂui:uu 4.1 4.22 -0.111 0.256 4.04 3.92 0.125 0.224 3.79 4.04 -0.245 0.011 3.52 3.20 0.317 0.000* 3.84 3.81 0.034 0.469
24 dazlamiannnisausu 4.24 418 0.067 0.497 3.94 3.96 -0.021 0.799 3.87 4.09 -0.226 0.038* 3.53 3.20 0.333 0.000* 3.87 3.82 0.049 0.298
2.5 miﬂ’\m’mé’lﬂﬂi:ﬂqn@ﬂ“ﬁd’m 4.31 4.29 0.022 0.844 3.88 3.98 -0.104 0.200 3.87 417 -0.302 0.006* 3.53 3.20 0.333 0.000* 3.87 3.87 0.000 1.000
3.1 miﬂi:’mé‘uﬁwhsﬁ’ﬁlmau 4.04 4.27 -0.222 0.031* 3.96 3.96 0.000 1.000 4.06 4.11 -0.057 0.606 3.37 3.10 0.267 0.000* 3.83 3.82 0.015 0.749
3.2 miﬁﬂﬂuﬂqmauﬁa@ RIS 3.89 4.11 -0.222 0.024* L 3.77 -0.021 0.659 3.83 3.92 -0.094 0.279 3.22 2.88 0.333 0.000* 3.65 3.63 0.019 0.624
3.3 ﬁﬁudu@,’ﬁﬁaumﬁmmmu 413 4.09 0.044 0.623 3.85 3.83 0.021 0.837 3.96 3.98 -0.019 0.742 3.15 2.88 0.267 0.000* 3.74 3.65 0.087 0.024*
3.4 mliﬂ'wluizﬁuﬁammawa 4.04 4.00 0.044 0.533 3.79 3.73 0.063 0.444 3.42 3.87 -0.453 0.001* 3.03 2.88 0.150 0.002* 3.53 3.58 -0.049 0.282
3.5 mssdasdhveusulaging 413 411 0.022 0.800 3.88 3.88 0.000 1.000 4.04 4.09 -0.057 0.497 3.28 2.90 0.383 0.000* 3.80 3.70 0.102 0.010*
3.6 miﬁmﬁ‘umsaﬁmné‘ﬂﬂﬁsm51 4.02 4.11 -0.089 0.290 3.81 3.90 -0.083 0.420 3.85 4.00 -0.151 0.118 3.03 2.88 0.150 0.002* 3.64 3.67 -0.034 0.414
3.7 ﬂmuﬁﬂnaumﬁmmmu 4.29 4.27 0.022 0.785 4.02 3.98 0.042 0.598 3.89 4.02 -0.132 0.212 3.02 2.88 0.133 0.010* 3.75 3.73 0.019 0.629
4.1 Lanmiﬂiznaumia‘umﬁamillmi 3.96 4.11 -0.156 0.128 3.94 3.94 0.000 1.000 3.94 4.11 -0.170 0.049* 3.68 3.27 0.417 0.000* 3.87 3.83 0.044 0.362
4.2 ANVUTALI LLa:gilLa‘sJ“uaaLanmi 3.96 4.02 -0.067 0.538 4.00 3.96 0.042 0.598 3.91 417 -0.264 0.003* 3.69 3.29 0.407 0.000* 3.88 3.83 0.048 0.362
4.3 qﬂnmi Iamﬁ’ﬂgﬂnﬂﬁﬁmm:au 427 | 416 0.011 0.302 4.13 3.98 0.146 0.090 3.98 | 4.21 -0.226 0.027* 3.68 | 3.28 0.400 0.000* 3.99 3.87 0.117 0.022*
4.4 NI LLa:Lﬂ%adﬁuﬁmm:au 3.76 3.76 0.000 1.000 4.00 3.90 0.104 0.229 3.96 4.09 -0.132 0.196 3.67 3.28 0.383 0.000* 3.84 3.74 0.102 0.064
4.5 n’wiﬂi:mud’mﬁmm:au 3.91 3.89 0.022 0.844 3.90 3.90 0.000 1.000 3.94 4.08 -0.132 0.180 3.68 3.28 0.400 0.000* 3.85 3.76 0.087 0.083
5.1 %mnsmimﬂ"[ﬁmsﬁﬂqﬂi:mﬁ 420 | 420 0.000 1.000 419 | 4.16 0.000 1.000 3.89 | 4.15 -0.264 0.007* 4.63 3.37 1.267 0.000* 4.24 3.94 0.301 0.000*
5.2 ‘iﬂﬂﬁﬂiﬁmwa@m’mﬂﬁa 4.18 4.20 -0.022 0.838 4.23 4.21 0.021 0.821 3.96 4.19 -0.226 0.009* 4.70 3.37 1.333 0.000* 4.29 3.96 0.330 0.000*
5.3 3ﬂﬂ7ﬂi§ﬂ§WﬁULﬁaw1ﬁmmmu 4.20 413 0.067 0.538 419 4.19 0.000 1.000 3.79 4.15 -0.358 0.001* 4.77 3.37 1.400 0.000* 4.26 3.93 0.330 0.000*
5.4 5Ylmﬂm§ﬂ l.l.a:“muﬂi:l,ﬁuéﬂﬁty 4.16 4.16 0.000 1.000 410 4.08 0.021 0.799 3.85 417 -0.321 0.004* 4.78 3.37 1.417 0.000* 4.25 3.91 0.335 0.000*
55 Anenns Snan lwnsaan 4.27 4.22 0.044 0.643 410 413 -0.021 0.811 3.92 4.09 -0.170 0.140 4.70 3.37 1.333 0.000* 4.27 3.92 0.350 0.000*
6.1 wuuwasudsnilin wasinausu 4.24 4.16 0.089 0.323 415 3.96 0.188 0.060 4.08 417 -0.094 0.255 3.13 2.88 0.250 0.001* 3.85 3.74 0.112 0.010*
6.2 IamaﬁgnﬁﬂﬁuammwaﬂLﬁu 4.18 4.09 0.089 0.253 413 3.94 0.188 0.060 413 4.15 -0.019 0.784 3.32 2.98 0.333 0.000* 3.90 3.75 0.155 0.000*
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@0 11 NamaanzinImaseuaundgn lagld T-Test vasasdnsinousy C
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Iaanafianale SPss meulaanawiaziln 0.05 AaAmTATE
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