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nszuIUN19 (Program, Service, and Process Design)

(Work processes) _ 5
* A. NMFIRNITHarn1sUsuLgeAsTUIUNS (Process

(40 azuuu)

Management and Improvement)

_ e A. Uszansnnuazdscansnanasnszuiunis
6.2 Wszanswanay (Process Efficiency and Effectiveness)
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Continuity and Resilience, and Risk Management)
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Process

A 4

Sub-processes
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What is the difference between a system and a process?

Processes
Systems

4+ A process produces results through work being
done in the process. 4 A system produces results through the
interaction of processes

4 Systems create outcomes

4 System managers (CEQ) manage outcomes

4+ Processes produce outputs

4 Process owners manage process outputs

There are therefore two quite different types of management.

4 There is process management which will manage the achievement of results by planning, organizing,
controlling and continually improving the work required to produce them.

4 There is system management which will manage a system of interacting processes that function together to
achieve certain goals.

The boundary between process and system is where the output fulfils a system objective. E g If we treat the series
of steps in frying an egq as a process, we will find that frying the egqg is one stage of a meal preparation process.
The meal preparation process is one stage in the service delivery process. Any of these processes can interact
with the outputs from a process that manages the resources used in meal preparation process. Cut off the supply
of electricity and the cook can't fry the egg. We therefore ascend through a hierarchy of processes to a system of
processes which function together (interact) to deliver an experience that will delight the customer — the objective of
frying the egqg, preparing the meal and delivering the service.

For more information see |S0 9000 Quality systems Handbook
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6.1 Work Processes
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n13UnNuUmMN15 (Operations)

6.1 NFUIUNT5NIIT1U (Work processes): Ha1UUNITNTBANLUL aAN1sLazUsUUSI N159ANIS
ANE1 398 WATUSATITY LASASEUIUNISHIIUNAIAaENals (40 AzZLUY)

(1) (Program and Service Requirements)
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(3) (Process Requlrements)
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Sudiovla: Tangible

Ns:uduns (Process) waanoun (Product)
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NSooNULUUUSNIS (Service Design)

 Phase 1 Exploration: n19
f17IALURLLAUUDYR

» 1.1 Understand Challenges:

vinautzinlatdaymn
* Reframe — Define, Scope
« Stakeholder Map
« System Map — Value Chain,
Ecosystem
* 1.2 Gather Insights: tfiu
AN AINN
» Desk Research, Field
Research, Observation
Studies, Interview,
Empathetical Journey,
Workshop
« 1.3 Synthesis: &9tAT1¥U
AU
» Persona
« Journey Map — Touch Point

 P.O.I.N.T. (Problem,
Opportunities, Insight,
Needs, Themes)

 Phase 2 Creation: A5
L UIAAIIULSANS

* Idea Development
» Generating ldeas

e Clustering & Developing
Ideas

e Selecting the Idea

e Co-Creation

e Club of Experts

* Crowd of People

» Coalitions of Parties

e Community of Like-Minded

Spirits
 Conceptualization — &5l
LUIAARAN

« Concept (WuIAA) A 6iag
g auA lAuuInIs/anan

 Phase 3 Reflection and
Implementation: A5
LAA LUNARAULRY
UH1ia59
* Prototyping
» Design the Test

» Test the Interaction
e Evaluate the Test

» Business Model Canvas
» Service Blueprint
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Process Mapping for
Designing Work Processes

e \Value Chain

e SIPOC

e LOGIC Model

e Flow Chart

e Swim-lane Chart
 Value Stream Map




Value Chain

Firm infrastructure

Support Human resource management

activities TEI::hHEDIDQ}f develmi::rnent

Procurement

logistics | . logistics | and sales

Inbound Eﬂperatimns Cutbound Marketing

Service

—\—_\‘.-_,—I—

Prirmary activities




SIPOC Model

SUPPLIER

INPUT
(use nouns)

PROCESS
(use verbs)

OUTPUT
(use nouns)

CUSTOMER

List of people,
departments, and/or
organizations who
provide INPUTS for
the process step

List of materials,
resources, data,
forms, etc. required to
execute process step

FIRST STEP / use
process boundary
from project charter

List of products or
services that the
process step
produces (equivalent
to customer needs)

List of people,
departments, and/or
organization that
receive the OUTPUTS
of the process step

LAST STEP / use
process boundary
from project charter




Process Name
suiers s Jorces Jounus I,

Manufacturers Products to sell ¢ See Below New Client Account
e Suppliers * Manufactured goods * Payment . Xx . Xx
o XX o XX A « Contracts
7 ~
. XX . XX P S . Xx
~
Ve ~ ¢ XX
7 ~ -
7 ¢ ~
~
7’ ~
7 ~ ~
7’ - ~
P ~
~
7 ~
Ve ~
7 ~ e
7 ~ '
P I . More steps can be
/ \ 1
P ~ : added as needed
7 N0 0T TTTTTTTTTTTooo
N



LOGIC Model

A LOGIC model is a systematic and visual way to present
and share your understanding of the relationships among
the resources you have to operate your program, the
activities you plan, and the changes or results you hope to
achieve.

Resources/ _—
Inputs » Activities . Outputs . Outcomes . Impact

Your Planned Work Your Intended Results




LOGIC Model

Certain
resources are
needed to
operate your
program

Resources/
Inputs

(D

»

If you have
access to
them, then you
can use them
to accomplish
your planned
activities

Activities

()

Your Planned Work

»

If you
accomplish

your planned
activities, then

you will

hopefully deliver
the amount of

product and/or

service that
you intended

Outputs

(®)

»

If you
accomplish

your planned
activities to the

extent you

intended, then
your participants
will benefit in

certain ways

Outcomes

O,

»

If these
benefits to
participants are
achieved, then
certain changes
in organizations,
communities,
or systems
might be
expected to
occur

Impact

(®)

Your Intended Results



Flow Chart -
Symbol

Symbol

Descriptor

Comments

Terminal symbol

AAL3U AAIUFA

Shows beginning and ending points. Usually labeled
start or begin or stop or end.

Activity symbol
AANITN

Shows any single step in the process. A brief description
of the activity appears inside the rectangle.

Decision symboaol

Shows the decision point at which the process branches
into two or more paths. A question appears within the

AAEAZUlA diamond, aqd the path taken depends on the answer
b to the question.
. Flow line Connects steps and shows the direction of process
T flow from one activity to the next in a sequence. The
¥ arrowhead on a flow line shows the direction of the
- NNT LAUDIIUY

process flow.

Delay or wait symbol

Shows a bottleneck or holding point, which is an
opportunity for time reduction. A brief description of

NN AaLl the delay appears inside the symbol.
Link symbol Used to show the beginning and the end of a page or
column break in the drawing of the process flow.
o : Usually the from and fo circles are labeled with
AALADNE R

a letter.

Input or output symbol

AU, NRNAR

Identifies either current or expected inputs and outputs
within the process flow. A brief description of the item
appears inside the symbol.

Document symbol

NG RE)

Identifies either the input or the output as a document.
The title of the document may appear inside the symbol.




Flow Chart

Yes

Dept. A

Dept. A

Dept. A

Dept. B

Mo

Dept. B

Dept. C

Dept. C

No

Dept. B

Dept. C

Dept. A

End




Swim-
Lane
Chart

Dept. A

Dept. B

Dept. C

MNo

Yes

MNo

Yes

Yes

MNo
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Stakeholders’ Needs I

g g

Strategic QA Systemic QA
Management . Functional
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Figure 2.1 — AUN-QA Model for Institutional Level Assessment (v3.0)



AUN-QA Criteria at Institutional Level

Balridge Performance Excellence Framework
(Education)

Figure 1.8 — Relationship of AUN-QA Model for Institutional Level Assessment with
the Baldrige Performance Excellence Framework (Education)



AUN-QA Criterion 6 - Policies for Education

6.1 That there are plans, policies, and selection criteria for student recruitment and admission into each study programme, and that

these are implemented, monitored, and improved to ensure that they remain relevant and effective.

6.2 That there is a university-wide curriculum design and development process for all study programmes where learning outcomes are

systematically formulated, implemented, reviewed, and updated to ensure that they remain relevant to stakeholder needs.

6.3 That there is a system to select appropriate teaching and learning activities that are aligned to the university’s educational

philosophy and the achievement of the learning outcomes.
6.4 That the teaching and learning activities are monitored and evaluated for quality and improvement.

6.5 That the teaching and learning activities enhance life-long learning, creative thought, an entrepreneurial mind-set, and are

constructively aligned to achieving the learning outcomes.

6.6 That there is a system to select appropriate types of student assessment, and that these are constructively aligned to achieving

the learning outcomes.

6.7 That proper student services and support are implemented, monitored, and that they meet the needs of the stakeholders.
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AUN-QA Criterion 7 - Policies for Research

7.1 That there is an efficient system to direct and oversee the research agenda of the university at all levels.

7.2 That key performance indicators, including level of funding, number of research projects, publication
output, patent, copyright, invention, etc, are used to evaluate the university’s research input, activity, output,

outcome, and impact.

/7.3 That there is systematic encouragement and management of research excellence, including innovation and

entrepreneurship.

7.4 That there is a proper and efficient big data system to record, store, and analyse all the intellectual

property of the university.

/7.5 That there is a system to establish and foster research collaboration and partnership with government

organizations, other universities, industry, locally, abroad, and across multiple disciplines.
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6.2 Operational Effectiveness
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® N115ABUAHIIAITHLEES (Risk Response)

® NANTINAIVAN (Control Activities )

° mia%mmmzmsﬁama (Information and Communication)
* NSARRAINUIZLNWNA (Monitoring)
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®Risk Universe.:

®Every risk that could affect your organization, on every level.

® Anything that could harm your company’s ability to function is a
part of your risk universe.
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Strategic Risk — Balance Scorecard
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N1sapUdUDvAIULEY (Risk Response)
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nonssunduAly (Control Activities)
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nonssunduAly (Control Activities)
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7.1 HAANSATUNISLIYUTVD LIV ULALNTZUIUNTS (Student Learning and Process Results)
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CUSTOMER-Focused Service RESULTS)
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(WORK PROCESS EFFECTIVENESS RESULTS)
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A. waé’w§ﬂ”1un155’ﬂmsm%mi'mqﬂmu (Supply-Network Management Results)
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THANK YOU

"If you only do what you can do,
you'll never be better than
s 1oadls o U what you are." - Shifu

N\

120



	การปฏิบัติการ (Operations) 
	การปฏิบัติการ (Operations) 
	Slide Number 3
	นิยามศัพท์
	กระบวนการ
	Slide Number 6
	Slide Number 7
	Slide Number 8
	6.1 Work Processes
	6.1 กระบวนการทำงาน (Work processes): สถาบันมีวิธีการออกแบบ จัดการและปรับปรุุง การจัดการศึกษา วิจัย และบริการฯ และกระบวนการทำงานที่สำคัญอย่างไร (40 คะแนน)
	Slide Number 11
	การผลิตรถยนต์�Vs.�การรักษา�พยาบาล
	กระบวนการผลิต
	กระบวนการรักษา
	ที่มาของข้อกำหนดที่สำคัญ
	Slide Number 16
	Slide Number 17
	Slide Number 18
	งานบริการ
	การออกแบบบริการ (Service Design)
	การออกแบบและจัดการกระบวนการ (1)
	การออกแบบและจัดการกระบวนการ (2)
	การออกแบบและจัดการกระบวนการ (3)
	การออกแบบและจัดการกระบวนการ (4)
	Slide Number 25
	Process Mapping for �Designing Work Processes
	Value Chain
	SIPOC Model
	Slide Number 29
	LOGIC Model
	LOGIC Model
	Flow Chart - Symbol
	Flow Chart
	Swim-Lane Chart
	Slide Number 35
	Slide Number 36
	กระบวนการ�รับนักศึกษา
	Slide Number 38
	Slide Number 39
	AUN-QA Criterion 6 - Policies for Education
	การจัดการศึกษา
	Slide Number 42
	Slide Number 43
	AUN-QA Criterion 7 - Policies for Research
	Slide Number 45
	Slide Number 46
	Slide Number 47
	Slide Number 48
	��
	Slide Number 50
	Slide Number 51
	การดำเนินการและควบคุมกระบวนการ
	Slide Number 53
	Slide Number 54
	Slide Number 55
	Slide Number 56
	Slide Number 57
	Slide Number 58
	Slide Number 59
	Slide Number 60
	Slide Number 61
	Slide Number 62
	การปรับปรุงกระบวนการ
	Slide Number 64
	Slide Number 65
	Slide Number 66
	เกณฑ์ในการประเมินปัญหา/สิ่งที่ต้องปรับปรุง
	PDCA REPORT FORMAT�FISHBONE DIAGRAM (Cause & Effect)
	PDCA REPORT FORMAT�FISHBONE DIAGRAM (Cause and Effect)
	Slide Number 70
	6.2 Operational Effectiveness
	6.2 ประสิทธิผลของการปฏิบัติการ (Operational Effectiveness): สถาบันมั่นใจได้อย่างไรว่าการปฏิบัติการขององค์กรมีการจัดการอย่างมีประสิทธิผล (45 คะแนน)
	จัดการต้นทุน ประสิทธิภาพ และประสิทธิผลของการปฏิบัติการ
	แนวทาง
	Slide Number 75
	การจัดการต้นทุน ประสิทธภาพ ประสิทธิผล
	Slide Number 77
	การจัดการเครือข่ายอุปทาน
	การจัดการเครือข่ายอุปทาน
	Slide Number 80
	การจัดการเครือข่ายอุปทาน
	Slide Number 82
	การจัดการสภาพแวดล้อมการทำงานให้มีความปลอดภัย
	การจัดการความปลอดภัย
	Slide Number 85
	Slide Number 86
	Slide Number 87
	Slide Number 88
	Slide Number 89
	กระบวนการเตรียมพร้อมต่อภัยพิบัติหรือภาวะฉุกเฉิน
	การดำเนินการที่เป็นระบบ
	การเตรียมความพร้อมต่อภัยพิบัติและภาวะฉุกเฉิน
	การบริหารความต่อเนื่องทางธุรกิจ (Busines Continuity Management - BCM)
	Slide Number 94
	Slide Number 95
	นิยามศัพท์
	นิยามศัพท์
	นิยามศัพท์
	นิยามศัพท์
	COSO Enterprise Risk Management
	ขั้นตอนการบริหารความเสี่ยง
	สภาพแวดล้อมภายในองค์กร (Internal Environment)
	การกำหนดวัตถุประสงค์ (Objective Setting)
	การกำหนดเป้าหมายการบริหารความเสี่ยง
	การกำหนดเป้าหมายการบริหารความเสี่ยง
	การบ่งชี้เหตุการณ์ (Event Identification) 
	การประเมินความเสี่ยง (Risk Assessment)
	Slide Number 108
	Strategic Risk – Balance Scorecard
	การตอบสนองความเสี่ยง (Risk Response)
	กิจกรรมควบคุม (Control Activities)
	กิจกรรมควบคุม (Control Activities)
	ประเภทการควบคุม
	สารสนเทศและการสื่อสาร (Information and Communication)
	การติดตามประเมินผล (Monitoring)
	7.1 ผลลัพธ์ด้านการเรียนรู้ของผู้เรียน และด้านกระบวนการ
	Slide Number 117
	Slide Number 118
	Slide Number 119
	Slide Number 120

