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KEY FINDING FROM THE REVIEWS OF QUALITY STUDY IN THAILAND

Appendix A shows the review of literatures between 1990 and 2007 in the

‘Proquest Direct Database’by using keyword “Quality management and Thai”. There

were nine publications on Quality Management that related to the case of Thailand.

Paper Name

Proliferation of Total Quality
Management in Thailand

Technology usage, Quality
management system and
service quality in Thailand

Quality dimensions in

international tertiary education:

AThai prospective student's
perspective

A comparative study of
implementation of
manufacturing in Thai and
india automotive
manufacturing companies.

Competitive manufacturing
strategy: An application of
quality management practices
to advance manufacturing
technology implementation.
The development of total
quality management in Thai

Author

Reis, D. and Pati,

Sivabrovornvatana

Srikatanyu

Laosirihongthong

Laosirihongthong

Tannock

year

2007

2005

2005

2005

2004

2002

Key finding
This paper provideed general background of
TOM n Thailand.  addition, the contribution
from this paper also reveal critical factors in
QM implementation, which are top
management leadership, role of quality
department, training, product/service design,
supplier quality, data reporting and employee
relations.
The contribution of this paper indicate factors
by five servqual dimensions, which are
reliahility, ~ responsiveness,  assurance,
emphaty, tangibility. - In-depth interview were
conducted in Thai hospital,
Service quality dimension using servqual and
applied to tertiary education and using
questieonnaire With 182 sample size.

This paper used the empirical survey with 68
and 54 automotive companies in India and
Thailand. ~ The  result  showed  that
conformance quality and manufacturing
efficiency are the most important order
winning criteria

The analysis of survey data of 149 companies
revealed 5 quality management practices,
which are customer focus, leadership,
employee involvement,  contineous
improvement and system vendor relationship.
The paper showed TQM in Thai SMEs. Most
of them aware of 15Q9000 series because it



Paper Name Author
manufacturing SVE: A case
study approach

Teamand TQM: A comparison ~ Yukongdi .
between Australia and

Thailand

The Thai foundation quality Tannock J.
system standard

The progress of quality Krasachol

management in Thailand

year

2001

2000

1998
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Key finding
significant to the export market penetration.
This paper suggested additional factors for
Thai SME, which are management awareness
and knowledge, effective information system
and quality management material (in Thai
language).
This paper conducted a SUFVEY of Australian
and Thai in TQM implemented organizations.
The result showed the important of employee
participation in QM program.
The contribution of this paper was to conduct
the quality system standard toward 1509000
series without unnecesscary complexity and
cost. The paper highlight the factors of QM
implementation, ~ which  are  employee
participation, Thai culture (Kreng chai), which
IS maintain harmonious relationship.
This paper conducted a survey with 1200
questionnaire to Thai firms. The result showed
why they decided to implement 15Q9000.
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RESULT OF KEY SUCCESS FACTORS IN QUALITY MANAGEMENT

IMPLEMENTATION REVIEWS

KSFs Sub KSFs

Sufficient Resource

Participation &
Resource

management

Employee

participation

No. of Project
Implemented at one

time

Full Time Basis in
implementation of

project manager

Clear role of QM
when manage

various QM at one

Author

Milis and

Mercken, 2002;
Maruchecketal.,
1990; Maylor, 2001;

Clarke, 1999

Yukongdi ., 2001

Maylor, 2001,
Garvin, 1993;

Clarke, 1999

Pellegrinelli and

Bowman, 1994

Krishnan et at,1993

Key Finding

Insufficient resource and
manpowers lead to the failure of
QM implementation. This paper
also suggests the project metrix,
which outperformed the
balanced matrix in meeting
schedule, and outperformed the

project team in controlling cost.

Employee participation is critical
element require for the succesfui
implementation of QM program.
A survey for Ernst & Young
(1991) showed that without
employee participation, the QM

project are likely to fail.

If the organization adopts the
QM initiatives exceed the
adoption capability, can lead to

the implementation failure.

This paper also indicate the
overload problem and point out
the full time basis as the key
success factor of QM

implementation

Hiiight the important of the team

dynamics and the successful of



KSFs

Human
Development &
Special

Knowledge

Sub KSFs

time

Effectiveness of Joint

Implementation and

Over load

Project Management

skill especially in

Committed to project

scope

Key implementation
tasks and milestones
are sufficiently

defined

Experience with

similar projects

Training in Project

Management

Author

Cua et ai., 2001;

Clarke, 1999

Clarke, 1999

Hartman and
Ashrafi, 2002;

Clarke, 1999.

Mills and Mercken,

2002

(Pellegrinelli and
Bowman, 1994;

Milis and Mercken,

2002; Hartman and

Ashrafi, 2002;

Key Finding

project implementation.

This paper studied the

relationships between
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implementation of TOM, JIT, and

TPM and manufacturing

performance

A practical use of key success

factors to improve the

effectiveness of project

management mainly contain 5

factors, which are reporting

tools, overload, cultural,

motivation

Commitment to project

timeframe can ensure the CM

project completion. Milestone is

the critical factors for PM to

ensure the deliverable and

success.

This paper emphasize the

implementation of ICT project,

however, there is a good point in

the experience issue.

Implementation strategy through

Project. This article sets out the

underlying causes of poor

performance in implementing
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KSFs Sub KSFs Author Key Finding

Maylor, 2001; strategies, and outlines how an
Clarke, 1999).
organization, by adopting a
project and programme oriented
approach with its associated
management framework, can

ensure much greater success.

Special knowledge in  El-Sabaa, 2001; Knowledge background is the

the use of analysis Clarke key success. Some organization

tools and techniques and Garside, 1997 established the learning
mechanism to provide special
knowledge QM participation to

ensure the implementation

success.
Organizational Cultural Resistant to RA Jones, NL The impact of organization
Characteristic change Jimmieson, A culture
Griffiths 2005
Organizational Policy  El-Sabaa, 2001 The complication of

organizational policy can lead to
the difficulty of QM

implementation.

Positive Attitude Mills and Mercken, Organization with positive
2002 attitude will reduce the time
consumption for changing
culture and also reduce the
problems during the

implementation.

Coordination & Lack of Coordination Safayeni, F. 1991 The lack of coordination is the

from different main factors lead to the failure of



KSFs

Communication

Management
Support &

Alignment

Motivation System

Sub KSFs

department

Communication

Cross functional
participation in

Quality project

Decision Making

Process

Effectiveness of

Steering Committee

Strong management

support

Management

Awareness

Personal reward

system

Author

Clarke, 1999

El-Sabaa, 2001;
Clarke, 1999; Milis

and Mercken, 2002

Saraph J.v. et al.

1988

Pinto, 2000

Pellegrinelli and
Bowman, 1994;
Umbie etal., 2003;
Clarke and

Garside, 1997

Saraph J.v. etal.

Tannock J., 2002

Marucheck et al.,
1990

Ann Marucheck,
Ronald Pannesi

and Carl Anderson
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Key Finding

QM implementation

Communication involves several
dimensions, such as written and
oral, internal. QM project,

communication can make it

simple or so complicated.

This paper is written about key
success factor of quality in

business.

The effective decision making
change shorten time consuming

in the QM project.

To manage QM project
effectively, steering committee
played the important role in
decision making and top down

action.

The case study show key
success factors in QM
management. The data

collection from 20 companies.

Full management commitment
lead to success in QM

implementation.

To encourage individual project
participants to generate value to

projects



KSFs Sub KSFs

Clear career path
after project

completion

Motivation

Performance Performance

Measurement & Measurement

System

Information systems

Financial Support Financial Support

Author

1988

El-Sabaa, 2001

Milis and Mercken,

2002; Clarke, 1999

Cooke-Davies,
2002; Hartman and
Ashrafi,

2002; Clarke, 1999

Al-Ghamdi, 1998;

Clarke, 1999

Grundy, 1998
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Key Finding

The empirical study shows that
the commitment of professional
in the organization and the

important of career path for the

successful project.

Motivation is an important
mechanism to encourage
working team to achive project
goal. The authors also create a
framework based on qualitative
data analysis to structure this list
of factors. Within this framework,
they distinguish between four

major categories of factors.

Cooke focused on two
dimensions, which are time
measurement and cost
measure. This paper highlight
that performance measure
provides a signal for project

manager to take action.

Ineffective information system
affect the QM implementation
especially in the over loaded
situation.  addition, information
system lead to effective decision

making and performance

measurement.

The implementation cannot

achieve can came from the over



KSFs Sub KSFs Author Key Finding

budget problems.  addition,
the financial support from

management is a crucial issue.



Method

Abstraction

(progressive abstraction)

Adaptation

Aggregation

Analysis of properties

(attribute listing)

Application

Attribute-based
discriminate analysis

(PREFMAP)

Brainstorming

Combinations with

interaction

APPENDIX C

IDEA GENERATION TECHNIQUE

Characteristic
Make problem or situation more

abstract.

Modifying or partial transformation of
an existing

product for different

conditions

Combination of product
characteristics into a single

product or of functions of a

number of products into one

product

Thorough analysis of every

property of the product

Application of an existing

product for new functions

Market segments developed
on basis of brand preferences,
geometric representation
developed by discriminate analysis
from brand’s effective attributes.
Then mapped and analyzed.
Collect ideas in freewheeling
discussion without criticism
Combining of a product or of
properties to obtain new and

more complicated effects

Objective
Insights into new

solution9

Reliable solution for

new conditions

New properties,

simplified structure

Improvement of an

existing product

Application of a
proven product to

new areas of use

Market structure
generated and
searched for new

product opportunities

Find many new ideas

Derive new solutmns

from existing

products
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Method Characteristic Objective
Critical path Graphic representation of Create an overview
network activities and their duration of the sequence and

timing and find the
critical path to

identify opportunities

Source: Hubka, v.,(1983),
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APPENDIX
DESIGN FOR COMPANY ESTABLISHMENT

COMPANY NAME: SQM-ME CO., LTD
General Company Description
Vision Statement:

“Our vision is to be the leader of service quality measuring system in Asia by delivering

the business solution in all platforms."

Mission statement;

“We strive to develop a superior service quality measurement system for our users
through cloud computing technology, innovation, leadership and partnerships." SQM-
ME delivers development measurement solutions that solve complex service
environment. The SQM-ME’s products increase productivity, reduce risk and ensure

success through improved service quality measurement.

Company Logo:

SQM -M E *

Website: www.sgm-me.com

SQM-ME Service Quality Mearurement fer Mobile tervice Encounter

Copnjil ITISQAHE. IRijhliRtKnKI


http://www.sqm-me.com
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APPENDIX E
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This Delphi research is part of the work of Ph.D. thesis of Teerapon Tanomsakyut in
Technopreneurship and Innovation Management Program, Chulalongkorn University This study has
been established under the inspection of Dr. Natcha Thawesaengskulthai as the advisor. The aim of
this Delphi research is to address service quality measurement dimensions that were considered as
the crucial part in the measurement model in face tp face service encounter (service shop) in
Telecom industry. addition, the result of this study will be the foundation of new service quality

measurement model.

4. About the Delphi Expert study

The Delphi study will involve a wide-ranging consensus-building exercise with a panel of experts
including academics, consultants, practitioners and organisations providing opinion, information and
experience for representing the core knowledge about measuring service quality across all areas
covered by the programme. This study focused only on service shop (face to face service encounter)

context.

Delphi is a robust research methodology with a substantial literature to support it. The Delphi
approach involves identifying experts and obtaining their views anonymously. This provides
qualitative and quantitative information on expert views. This Delphi study will involve three rounds of

consultation with experts.

Round One experts will be sent a short list of open ended questions designed to gain their views
about the key issues relevant to their area of expertise. The responses are analysed, summarised
and then - in Round Two - fed back anonymously to the group of experts for further comment.

Using a rating scale, experts will be asked to rank their level of agreement with the issues identified
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in Round One. The results are synthesised again and cirgulated again - in a third round - in order to

identify areas of consensus among the experts.

5. About Your Contribution

Participation in this Delphi consultation will involve you giving US the benefit of your expertise by
taking part in each of the Delphi consultation rounds. This will involve completing three

guestionnaires, sent to you over a period of about two month.

The questions in the first round will ask you to give US your views based on your knowledge and
experience obtained through research, study, practice or personal experience in your particular
area(s) of expertise. If you have relevant knowledge, we would like you to tell US about the state of
academic evidence, but it is equally important that we are told about policy and practice based
challenges and successes and what works in prevention and treatment to help victims, survivors or

perpetrators, and non abusing partners/parents. Please answer the questions as fully as possible.

Please indicate by ticking the appropriate box(es) on page one ofthis questionnaire in which

areas you have expertise.

If you have expertise in more than one, or possibly all of these areas, we encourage you to
answer as fully as possible all the questions with reference to all your areas of expertise. Please
ensure you tick the relevant box at the top of the page for each set of questions so that it is clear to

which group you are referring in each case.

Your answers can be as long as you want: the electronic boxes will expand to any length. If you are
completing this questionnaire in paper copy, please continue on separate sheets and attach these to

the questionnaire if necessary.

The success of the Delphi will be dependent upon the quality of answers people provide for this first
round of the consultation. We would like you to support your answers with examples and evidence

where relevant and possible.
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If you are unable to answer or would prefer not to answer certain questions in this questionnaire
then please could you indicate your reasons by ticking the relevant item under each uncompleted
guestion (eg ‘do not wish to answer’, ‘do not know the answer’, 'not applicable to my experience’).

This will help us in our analysis of results and feeding back to participants in the next Delphi round.

Results

A final report on the Delphi findings will be produced. The report will be used to develop new service
guality measurement model. particular, the findings will be used to develop the service quality
measurement devices that effectively measure in the real business cases. The findings Will also be
published in relevant academic and practitioner journals. A summary of the findings will be sent to all

Delphi participants at the end of the project.

A Unique Opportunity

This is a unique opportunity for you to directly influence the concept of new innovation system for
improving service in mobile. Conversely, this is a unique opportunity for service industry in Thailand

to benefit from your knowledge and expertise.

Please take this opportunity to feed into the Delphi Round One everything we need to know about
your areas of expertise in order to ensure that the developed result of the Delphi study is

comprehensive and definitive.

We thank you in advance for your commitment and willingness to contribute in this way. Subsequent
consultations in Rounds two and three of the Delphi will be less time consuming and less

demanding.

Further Information
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If you have any questions about the Delphi or need advice on completing this questionnaire please

contact the researcher by:

Teerapon Tanomsakyut : Tel: 0838034445

Email: teerapon.ta@gmail.com


mailto:teerapon.ta@gmail.com
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Appendix |

Round One Delphi Questions

Before you answer these questions, it is importantthat you read the accompanying Notes for

Participants.

Your individual responses to the Delphi expert consultation will be confidential and used
anonymously. However, we need you to put your name and contact details on your completed
guestionnaire so that we can contact you again to feed hack on the results in subsequent rounds of

the Delphi.

Please Note: all information circulated to anyone other than yourself will be anonymised.

Name and Surname:

Company Name: Job Title:

Contact Detail:  Tel.

Email:



222

Please indicate all areas of your expertise

[ 1] Academic

[ 1] Service Consultant

[ 1 More than 5 years working experience in service shop
[ 1] Quality management expert

[ 1] Mobile Industry Expert

[ 1 Others Please identify (1)....ccccceeeviiverrinnnnnnns

Please answer the questions as fully as possible. If you cannot answer, please identify the reason:

PARTI:

1. When you have to rate your satisfaction on service quality in mobile service shop, what are
the factors you consider before you give the overall score? (Please write all factors as many

as you can, and provide some samples)

DONOTWSHTOANSAER| ] DONOT KNOVTHEANSAER|[ ] NOT APPLICARLE TOMY EXFERENCE|
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3.

4.
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What are the problems that you have been experienced in mobile service shop? And how it

affect to service quality in your opinion?

DO NOT WISH TO ANSWER [ ] DO NOT KNOW THE ANSWER ( ] NOT APPLICABLE TO MY EXPERIENCE [ ]

Do you think what competencies of service delivery staffs (Human factor) are required for

providing good service quality in mobile service shop?

DO NOT WISH TO ANSWER [ ] DO NOT KNOW THE ANSWER [ ] NOT APPLICABLE TO MY EXPERIENCE [ ]

Do you think what the obstacles/ limitations of providing good service quality are, please

give the examples?
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DO NOT WISH TO ANSWER t ) DO NOT KNOW THE ANSWER [ ] NOT APPLICABLE TO MY EXPERIENCE [ ]

If you are an academic or practitioner, which theoretical models and service quality

approaches can apply to measure service quality in mobile service shop? Please

explain..............

DO NOT WISH TO ANSWER [ ] DO NOT KNOW THE ANSWER [ ] NOT APPLICABLE TO MY EXPERIENCE [ ]

6. During service delivery process, what service dimensions that affect the perceived service

quality?

DONOTWSHTOANSAER| ] DONOT KNOWTHE ANSAER| ] NOTAPPRLICARLE TOMY EXFERENCE[ |
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What training and/or experience are required to provide effective service quality? What

should this training involve and how should it be delivered?

DO NOT WISH TO ANSWER [ ] DO NOT KNOW THE ANSWER [ ] NOT APPLICABLE TO MY EXPERIENCE [ ]

Please describe the environment in the service shop that encourage customers and staff to

establish good service quality

DO NOT WISH TO ANSWER [ ] DO NOT KNOW THE ANSWER [ ] NOT APPLICABLE TO MY EXPERIENCE [ ]

If we have to improve the service quality measurement systems that can be applicable in

mobile service shop, what is your recommendation?

DONOTWSHTOANSAER| ] DONOT KNONVTHEANSAER[ ] NOT AFPLICARLE TOMY EXPERENCE [ ]
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10. What needs to be done to prevent service quality failure?

DO NOT WISH TO ANSWER [ ] DO NOT KNOW THE ANSWER [x] NOT APPLICABLE TO MY EXPERIENCE [ ]

11. What recommendations would you like to make to develop policy and practice to improve

outcomes for mobile service shop?

DO NOT WISH TO ANSWER [ ] DO NOT KNOW THE ANSWER [ ] NOT APPLICABLE TO MY EXPERIENCE [ ]

12. What innovation can be applied to mobile service shop? Please describe
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DO NOT WISH TO ANSWER [ ] DO NOT KNOW THE ANSWER [ ] NOT APPLICABLE TO MV EXPERIENCE [ ]

Please return this questionnaire to K. Teerpon Tanomsakyut at

172 M. Tiptana Petchkasem 55 Bangkae Bangkok Thailand

Or

Email: teerapon.ta@gmail.com

Contact: 0838034445


mailto:teerapon.ta@gmail.com
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APPENDIX K

DELPHI ROUND TWO

DELPHI ROUND TWO

Please Note: ail information circulated to anyone other than yourself will be anonymised.

FLAU:

Tel:

27
Lead Indicator Lag Indicator
Lag Indicator system Model

Input Process Output

(Process)



232

Lead Indicator

4
1) &)
3) (4) Service
Quality Model
LrErrrR s ilul il jHlir xtit et
i ' mbiance Condition o
leadership Involvement | Personghty C Communication Skill
Situation L facility olem Soli
Monitoring frequency Motivation 1 Sign/Symbol Problem Solving
Improvement Initiatives Training location Kt(})(tht{s? vice
. } THonBaSHeHTGS nowledge
Experiences ; wclneanliness Emotional Control
Appearance c C
PP J | Sufficient Staffs*
Process
Physical Process
Reliability
Assurance Quiput
Tangible .
Speed of (eivery Accomphshed Output
flexibility Impressiveness
[ shottis Easy Piocess I Cgm:gggsf I
Customer Expectation g
Customer Identification 1 : : Queumg falr_ness | Result followup
1 — [ Queuing Time
Target Customers Word ol Moil til
General Customers Past Experience Human Intel action Failed Output

i Image/Advertising Professional Attvice | Fraud

|

| Responsiveness | | Uncoirected Output
[ Empathy t
|

Sei vice Recovery |
Fittftiusiasiu
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5.2

5.3

5.4

(Reliability)

(Assurance)

(Tangible)

(Speed of pelivery)
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5.6

5.7

5.8

6.1

6.2

6.3

6.4

6.5

(Flexibility)

(Short &

Easy Process)

(Queuing

Fairness)

(Queuing

Waiting Time)
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Word teerapon.ta@gmail.com

Please return this questionnaire to K. Teerpon Tanomsakyut Contact: 083-8034445
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APPENDIX L
FACTOR ANALYSIS QUESTIONNAIRE

(SERVICE QUALITY MEASUREMENT FOR MOBILE SERVICE ENCOUNTER)
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5.
51 1 -AS
52 - DTAC

53 - TRUEMOVE

Location

Cleanliness

Use of Technology

Sign/Symbol

Ambient

Condition/Layout

Material and

DTAC

lloll

TRUEWOVE
4 )
7 5 4 3 2 1
7 5 4 3 2 1
7 5 4 3 2 1
7 5 4 3 2 1
7 5 4 3 2 1
7 5 4 3 2 1
7 5 4 3 2 1
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13

14

15

16

17

18

19

20

21

22

23

24

Document

Ease of Use

Queuing Speed

Queuing

Fairness

Service Handling Speed

Short Process

Accuracy in billing

Perform service

as promise

Perform right at the first time

Technical Knowledge

Problem Solving

Product/Service Knowledge

Communication Skill

AIS
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26

27

28

29

30

31

32

33

34

Emotional Control

Agent Availability

Resource

Allocation

Agent Appearance

Prompt Service
H

Tone of voice

Friendliness

Attitude

Handling

complaints

Politeness

«

(Overall

Service Perception)

AIS

||0||

DTAC
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TRUEMOVE

5 4 3 2

4 3 2
5 4 3 2

4 3 2

4 3 2
5 4 3 2
5 4 3 2
5 4 3 2
5 4 3 2
5 4 3 2
5 4 3 2
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36.

37.

38.

39.

40.
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APPENDIX M
SQM-ME SYSTEM TESTINp'QUESTIONNAIRE

Software Application:

A. Functionality, scalability, and adaptability refer to software applications that
maximize the efficiency and effectiveness of business functions and have the ability to
scale awadapt as business requirements change and expand; are interoperable,

modular, and deployable across the state enterprise; and that emphasize e-mobile
shop and client self-sufficiency through browser-based access, regardless of location.
(Software Applications only)

1. Isthe software application extensible (capable of being expanded or customized),
adaptive (the adjustment or modification that makes something more fit given the
conditions of its environment), and capable of accommodating increased demands for
service without substantial modifications and additional cqsts?

2. Isthe software application developed and deployed utilizing open and/or de-facto
standard protocols, languages, development tools, databases, etc.?

3. Isabrowser or presentation layer available for the software application?

4. Does the software application emulate the "look and fad" ofthe client device's
operating system and productivity software?

5. Does the software application support mobile shop solutions and/or end user self-
sufficiency or self-service?

B. Platform independence and use of non-proprietary technologies addresses
interoperability and portability across platforms utilizing open and/or de-facto
standard protocols, programming languages, middleware, development tools,

databases, utilities, etc.

1 Is the software, as configured, portable, and accessible across platforms in
use within the subject agencies or community of interest?

2. Is the software, including version levels, consistent with current deployments
of like or similar software within the subject agencies or community of interest?
3. Is the software, as configured, platform independent, without proprietary
issues and requirements?

4. 1s the software designed for, and/or supports, n-tier-oriented architecture
deployment and implementation?

5. Does the software allow for, or provide open and/or 4g-facto standard interfaces for,

avariety of end-user client devices, server and storage platforms, and database
products?

C. Exchange of information, integration with other software emphasizes common

standard interfaces and/or middleware having the ability to interoperate and integrate

with other software without requiring custom programming and intermediate
interface-specific applications.

Yes
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1. Doesthe .. 1 o =, @S configured, provide for and/or support (directly or through
extensions) the transparent transfer and exchange of information with other software
products through open or de-facto industry standards?

2. Doesthe s, « . Utilize target middleware technologies or open or de-facto
industry standards for communicating and exchanging information with other software
products?

3. Doesthe . i = -« provide for and/or support the integration of, or interfacing with,
productivity software currently deployed within the subject agencies or community of
interest?

4. Doesthe <. 1w« - provide the capability for sharing common software services and
potential reuse of components?

5. Isthe <. v = .. @S coNfigured, unrestricted by any proprietary or vendor-specific
integration requirements?

D. Ability to maximize Target Network, Security, and Platform Architectures
addresses the capability to conform to, and adhere to, the standards and best practices
delineated in the other domain architectures, without requiring substantial
modifications.

L Isthe .. 1w . (. capable of providing and/or supporting secure (as defined by the
State ofArizona TargetSecurity Architecture) end'User InterfaCe aCCeSSWV[hOUt
substantial modifications, regardless of end-user location?

2. Doesthe < v (. @S configured, utilize target Networjc and Platform operating
systems?

3. Are the versions of the target Network and Platform operating systems utilized by
the .. . . CONSistent with current deployments within the subject agencies or

community of interest?

4. Do the security services included with the <. 1. . <. align with Target Security
Architecture and adhere with all security, confidentiality, and privacy policies as well as
applicable statutes? If no security services are included, isthe <. v . .. unrestricted to
align with Target Security Architecture?

5. Isthe <o v . . Capable of being managed and maintained with standard SNMP-
based management tools?

Total Rating Points
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APPENDIX N
PICTURE REFERENCE

Explanation

Expert Profile

Parasuraman is the originator of
service quality measurement. His
famous SQ measurement tools is
called SERVQUAL. The author
spend around 20 minute for
interview about how to measure
service quality in mobile service
shop. He recommended that
today measuring customer
perception and customer
expectation is not enough. We
need to balance  between
organizational views and
customer views.

Tucker is a professional
consultant in the area of
innovation management. He gave
some suggestion about
measuring service quality and
some influence factors. He added
the valuable comments such as
leadership involvement and alert
system.

Dr. Supachai Lorlowhakarn gave
some comments about the
opportunity in term of expanding
market to other industry. Dr.
Supachai said that service is the
important  driver for  Thai
economy, thus we should
improve the SQ level of service
provider. This SQM-ME system is
one of the interesting systems.

A, Parasuraman, Professor,
University of Miami, US, is a
Professor and Holder of

the James . McLamore Chair in
Marketing and vice dean at the
University of Miami.

Dr Parasuraman teaches and
does research in the areas of
services marketing,
service-quality measurement
and improvement, and the role
of technology in

marketing to and serving
customers. 1988, Dr.
Parasuraman was selected as
one of the " ten most influential
figures in quality" by the
editorial board of The Quality
Review, co-published by the
American Quality Foundation
and the American Society

for Quality. He has received
many distinguished teaching and
research awards. Dr
Parasuraman has written
numerous books and research
articles.

Robert B. Tucker is president of
The Innovation Resource, and an
internationally recognized leader
in the field of innovation.
Formerly an adjunct professor at
the University of California, Los
Angeles, Tucker has been a
consultant and keynote speaker
since 1986.

Dr. Supachai Lorlowhakarn is the
Director of Thailand's National
Innovation Agency and the
Secretary of the Subcommittee
on Management of Knowledge
and Innovation under the
National Committee on Organic
Agriculture Development.
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Picture

Explanation

SQOM-ME was presented to Mr.
Kosit Panpiumrat. The author
explained the detail of the
system. He suggested doing the
software in Thai language as well
in order to gain the opportunity
in SQM market.

Expert Profile
Mr. Kosit Panpiamrat,is the
former Deputy Prime Minister
and Minister of Industry and the
chairman of Bangkok Bank Pic
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