UBUIR 4 ANFIAN ANFILATIEU HATANSAMNTITAINUS

Measurement, Analysis, and Knowledge Management
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(Measurement, Analysis, and Knowledge Management)
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2. M153LATI8H NuMULasUsuUgInan1sALiun1s (PERFORMANCE ANALYSIS and Review,

and Improvement)
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Organizational
Performance

PERFORMANCE : Nan1saLiuns
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PERFORMANCE. Qutputs and their outcomes obtained
from student learning, processes, programs, and strategies
that permit you to evaluate and compare your organiza-
tion’s results to performance projections, standards, past
results, goals, and other organizations’ results.
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(Organizational ) Performance Management
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Performance Management and Measurement

® (Organizational) Performance Management — N530MSNaMIUJUANIU (KPI
Institute)
® 5zaUNAENGS (Strategic Level) - Lﬁ'm%’aqﬁ’umsmsqLi’]mmemmmﬁﬂs
* 52aUNUANT (Operational Level) — Lﬁ'm%’aqﬁ’umsmsqLi’jmmawmmsﬂﬁﬂ’mms

* 52aUYAAd (Individual Level) — (AENTBINUMSUIIYINVINEUBIYAAD

® One of key functions of management: Measuring and Managing Performance.




Measures and Indicators — g 3auaza1uie

QJdQJ

G 7AUaZNTI0 BINEEN SsFumaEeieanuanUSInautae
W WNAHDH LAZNANITANTUMNS LUNAA ) mﬂm%’mﬁ’u
NIZUIUNIT (é?mwiwmm 1-6) wé’ﬂgm 1AS9MS VST AT
MSAIHUMSIAETINYBIFONUU (NI )

® A measure measures something. (IGCIV‘::EITJ 1 Lue9)

® An indicator indicates something. (Iéfz‘liﬂﬁ 6 AU)




Indicators, Performance Indicators (Pls),
Key Performance Indicators (KPIs)

Performance Indicator Key Performance Indicator

e A measure or signal that e A type of indicator e A subset of performance
provides information specifically used to indicators that are crucial
about a particular aspect measure and evaluate for measuring and
of a system, situation, or performance in a evaluating the success of
process. particular area or activity. an organization, project,

e It is used to monitor, e More focused and provide or initiative.
assess, and evaluate information about the e KPIs are directly linked to
performance or progress. effectiveness, efficiency, strategic objectives and

or quality of processes, critical to achieving

systems, or individuals. desired outcomes.
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sg&nana (Effectiveness)

Use&nanaw (Efficiency) Results 1
56 0 Output/
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LEADING VS LAGGING KPIs

$ Profit

I}

% Market share =

4
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1
I
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: % Customers from referrals
[
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% Customer satisfaction
T |
1
v

# Service lead time Leading

‘- q—

Lagging

% Staff with competencies % Employee engagement
at desired level



ADDEIVS:QU Mission and Customer — _ —
e e P Business Results OUTCOMES: Mission and business-critical
_Resul_t_s “Customer. results aligned with Levels 1 and 3 of the
:EE;E‘;SD“;&EET e BRM. Results measured from a customer
; *Timelinezs & .
'Shigl;'::;iment of Responzivensss re rspe:::twe_
Government Resources *Service Quality

‘Financial "Service Accessibility

OUTPUTS: The direct effects of day-to-
Processes and Activities day activities an_d broader processes
*Financial Quality measured as driven by desired

*Productivity and Efficiency "Wanagemeant & Innovation outcomes. A|ig ned with Level 2 of the
*Cycle and Resource Time BRM

Y. \

People Technology Other Fixed INPUTS: Key enabler_s
e e *Financial Assets measured through their
Quality of Worklife LA I *Financial contribution to outputs and, by
"Recruitment & Retention *Information & Data *Quality, Maintenance, & ; :
"Employee Development "Reliability & Availability Efficiency their extension, outcomes.
*Employee Ratios *User Satisfaction *Security & Safety

*Utilization

Performance Reference Model of the Federal Enterprise Architecture



https://en.wikipedia.org/wiki/Federal_Enterprise_Architecture

Value Flow Analysis

Ensure population $ Budget % On time # Population % Incidence of
immunization # Doctors delivery of vaccinated disease
vaccination % Mortality rate
programs
Build a safety $ Budget # Time to # Incidents # Time lost due
working # HSSE team remediate HSSE recorded to safety incidents
environment audit findings
Expand $ Budget # Time to build a # New facilities % Production
production # Contractors new production built capacity growth
capacity # Equipment facility
available
Provide access to $ Budget # Time to install an  # Electricity # Supply (or
electricity services # Power plants electricity facility transmission consumption) of

# Electricians facilities installed  electricity
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UszLANee

ANNZIAUMN (Quality)
aNaNUIINN (Quantity)
ANIALBII) (Time)

PITIRNNANMAUNY (Cost -

Effectiveness)

v @ o J
ANALAINDYNS (Strategy)

AIAANUNUANT (Operation)

A NININAMMNN (Quality)
AN UTNN (Quantity)
aIadUszanan lEaaantu
WINGITN: AN LR

aaLEN (Leading Indicators)

AN (Lagging

Indicators )

v @ a (v} 4
MNALTINDIND (Results)

AIINLBINIZUIUNS (Process)

AIATNUSEFNDHS
(Effectiveness)
AIABIUSZENS AN
(Efficiency)
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Performance Measurement System: Linking Goals and

Requirements to Department and Individual Scorecards
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(Organizational Performance Management System)
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Learning dashboard for academic advising

This slide show casesa learning dazhboard depicting academic advizing to aid academic counselors’ decigion-making process through comparative and predictive analysis. t alsoincludes keyindicators such as semesier plan, student data, arades,
historical data, etc.

Chance of Success Prediction Quality Semester Planning
2 5k 4.4k 3.5 28k
Very : | I
o ] B BT B
Bdd Text Hars Add Text Hars Add Text Here Add Text Here
Course details
Analysis level 2 Ak et P Ackd ot Fasew
Credits Ak fed e Ackd fecd B
Semester Plan Scores Past Records
2.8k 2.7k 2.8k §
o
=
€
E 218 Y
Add Tesxt Here Add Text Here Add Tesxt Here 10 11 12 13 14 15 18 17 18 13 20
2018 2013 2020 2021 2022 2023
Course Details Grades Grades 20 2 2020 oz 2022 b o
Analysis Level 2 At Fat it bk P = Very good Excellent This student Prediction based on
Credits Ackd e e PPy a— Sufficient Good 120 students in 509 courses
Student Data Student Skills Course Skills
£k Tawf
Education Name Grade Year Status i A Taek Hov
Students . Courses
o2 Ackd Test Hers 45 2073 Pom] i
xxdi2 Ackd Tt Hern 48 M7 e . M [ This Students Ao Tactbuoe NS [0 Add Text Here
el Ak Teord Hera 5 2023 Fiibed . . L . i et Eicre
-—a Similar Students - D] Add Text Here
Show Courses Academic Year ik | — - o
Aad _‘__ . s .*: o Ao T Hesw Puhd Towf Hera Add Texct Hare
O () Failed O (") Faied - . S '

This graphichartis linked to excel and changes automatically based on data. Just left click on it and select “edit data”.
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Example: Value Tree
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® Trend analysis, Regression analysis

® ANOVA

® Time series. Forecasting, Seasonal index, moving average, cyclical variation.
® Comparison with benchmarks

® Content analysis

® Root Cause Analysis

® Financial Analysis

® Competency Analysis
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4.2 M3FAIAMNSAITAULNALAZNITIANTISAIINS (Information, and Knowledge Management)
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F4.2-1 Sample Data & Information Quality Management

Data Quality

And Availability

F4.2-2 Data and Information Availability

i i -‘1'. X = i e ! i o 4 i i i o AL i : 1:
- Data capture. entry and reporting and clinical documentation » Direct mailings oereonal health informat
= templates with edit capability o - Rounding ersonal health mriormation
=] — - c « White boards Individualized care plan
= |Database design includes drop-down menus. task lists. check boxes 2 : Fal Statements/payments
> and standard formats S . Pl Medical record
'U 1011€ S_‘] d 1'
= ' lew » Website cheduiing
o | Random data andits/reviews
& | Third party guidelines and validations Physicians and services
© —= - - Wellness management
S | Performance analysis and review = . Website Addiction, chronic disease man-
T] — - = : asement
Qo Going to the Gemba £ + Community classes geme - e
T = £ « Marketing Exercise, diet and nutrition infor-
Standardization of codes for data comparison o = mation
: — o Medical self-help
Automation and error-detection/avoidance Community partnerships
WF Education for data input _ Core measures
= * Medical staff Financial measures
o | Alerts-drug/drug and drug allergies meetings HCAHPS
‘E : _— : = » Medical staff Infection control
= Disaster recovery planning/downtime processes = committees Recalls, alerts. reminders
'g G tor backuo/umint tod } 7 o * Operational Physician-focused events
o cherator backup UieITupted power supphies committees Physician satisfaction surveys
2 | Virus intrusion software EMR Occurrence reporting
— Policies and procedures
o ; ' ; :
e Mainframe database backup systems at multiple sites . Committees RCAs
© | Pilot tests and system redundancies * Daily safety huddles Sentinel events
@ D . - I Tor + Communications Progress toward goal
owntime recovery plans and processes E boards Performance dashboard
Workstation replacement <7 years = * Email, newsletters, Satistaction survey
- - — - : signage HCAHPS
Real-time data transfer and information sharing » Town halls Culture of Safety survey
- ) + Tableau dashboards Patient safety story
s, @ | Visual management. standard work. and SH
oo - ) - L E * Face-to-face meetings Policies/procedures
S £ | Scheduled and emergency software hardware /operating system S « Email General information
= @ | updates -
S E » Meetings
= | Annual assessment of network infrastructure E » Contracts and Policies and procedures
- ) - 0] agreements Education
Routine meetings with hardware/software vendors + (See FP.1-7)
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n. Jayaazd13dULNA (Data and Information)

(3) Arudaannsuulanldiuas (Cybersecurity)
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1 Planning and

Risk Assessment

2 Cyber Security
Policy

3 Training and
SKkill

Enhancement

6 System
Inspection and
Audit

S Monitoring and

Responses

4 Data Access
Control and User

Authorization

[ External Partner
and Vendor Security

Assessment

8 Data Retention
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wuINIY Cyber Security Framework
aAav NIST

CYBERSECURITY
FRAMEWORK
VERSION 1.1
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%

Function

Identify

Category

Identifier

Category

Asset Management

Business Environment

Governance

Risk Assessment

Risk Management Strategy

Supply Chain Risk Management

Protect

Identity Management and Access Control

Awareness and Training

Data Security

Information Protection Processes and Procedures

Maintenance

Protective Technology

Anomalies and Events

Security Continuous Monitoring

Detection Processes

Respond

Response Planning

Communications

Analysis

Mitigation

Improvements

Recover

Recovery Planning

Improvements

Communications




9. AIIN3YAIHAT1UU (Organizational Knowledge)

(1) N153AN15A21HS (Knowledge Management)
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KM, KA, Vision/Mission
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Knowledge
Asset
Knowledge
Management

Vision
Mission




“Health Check ”

(1) Culture

(2) Technology
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(6) Process
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KM Process
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aaeny KM Vision

World Health Organization
The vision of WHO KM is of global health equity through
better knowledge management and sharing.

Accenture

To create a world class knowledge-sharing culture and
environment that contributes to Accenture's success.

Israel Aircraft Industry

New Knowledge will be created, shared, and reused, as part
of 1Al personnel’s common practice, for the achievement of
IAl’s vision and the fulfillment of its goal
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Knowledge Mapping
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Aanin Knowledge Mapping Matrix
(Strategy-based)
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Knowledge Map

® Knowledge Map Kipn Output 289 Knowledge Mapping
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A1sANKUa Key Knowledge seaunszuiauns

Example Knowledge Domain

Management Process
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Knowledge Mapping Matrix
(Process/Job-based)
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Knowledge Map

Key Process Required Knowledge
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NFANMITANINS

MIMUUMIFENAIMITANIANN (KM Vision): Muuaiiany thnsnguasHaansyaimsannmsanng

M31U9%89AAINS (Knowledge Identification): taasiaNu3Eatasls inianuiEeauniad

MSUEFNMBIAANNS (Knowledge Creation and Acquisition): ANN3aeN vy sUwuvazls azlainlaadnls

M390ANN3ATUszUU (Knowledge Organization): azuiNvda uazaatiuaels

M3UsEMIAUAZNAUNTDIANINS (Knowledge Codification and Refinement): ¥ lianuzianugnaas anysal whlade

M3EnEInNN3 (Knowledge Access): mattndvanuiiinarhinldnuihlaheaiiesle

msuuetutantlasuESeus (Knowledee Sharing): msuantldauEaus5aaniilu Good or Best Practice ¥nagals
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M338U332aUBIANT (Organizational Learning): 2N8ENaIaaNnN3liilunnuiszauasdns




Implementation Steps
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Knowledge Management Tools

» Advance search tools

* Brainstorming + Proactive knowledge delivery
e Survey (alerts, recommenders)

e ldea Capture & Management e Knowledge package

Knowledge

 Crowdsourcing Distribution Infographic
e Content Analysis Courses
e Interview .
_ _ Knowledge =it
e After Action Review Capture
» Debriefing

e Lessons Learned
» Data/text Mining
e Etc.

¢ Peer assist
¢ Knowledge Café
¢ Social network services
KM Tools » Expertise locator/Who's who
& Methods « Communities of practice
Knowledge e Collaborative work/projects

. . Sharing
Libraries (of lessons learned, « Mentoring

projects, etc.)

. e ¢ Storytellin
e Best Practices (guidelines, i .
instructions, etc. * Job/people rotation
* Etc.

e Taxonomy/Ontology
» Knowledge structuring method

* Knowledge representation
methods (frames, rules, etc.)

» Mathematical models
e Wikis
e Etc.

Knowledge
Codification

* Knowledge map

e Maturity assessment models
» Knowledge process charts

e Etc.

Knowledge
Analysis &
Evaluation

Dmitry Kudryavisav, Anna Menshikova "Knowledgo Domans, Typas and Tools: An Interelation Attompt®
In pracaadings of 11th Internatonal Farum on Knowladgae Asset Dynamics, Dresdan, 15-17 June 2016, - pp. 2200-2211,

KM taals, KM Schaal for Young Basearchers, Kudryavisevy DV, GS0OM SPBL, 2016



A. N15YIH319UIANTIN (Pursuit of Innovation)
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4.2c. Your process for pursuing potential innovations
should carefully evaluate all opportunities, including

those identified in your strategic planning process (2.1a),
your customer listening (3.1a), your program and service
determination (3.1b[2]), your performance reviews (4.1b),
and your knowledge management system (4.2b[1]), and by
your workforce and other stakeholders. Your assessment
should consider which opportunities are intelligent risks
worth pursuing and should balance the need for thoughtful
assessment with the importance of implementing the
innovations in a timely manner.
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Innovation

INVENTION Thlng INVALUABLE

Sous:auJ \ / Sontuus:lesu

INNOVATION
New Value

INITIATIVE
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Ref: 10 type of Innovation by Larry Keeley



Tmiidwsulan
New to the World

AN A

Tniigmsuaiinm
New to a Region

Tmigmsuuszina
New to a Country

Tusidwmsunedlu/
2 AIUNTTH
New to a Sector / Industry

Twig msumans
New to a Market

Twsidmsuosdng S:O U
New fo an Qreanization :
-- ADUJIRU

L8 8 0 B 0 B B B B B _§ N |} . ~~——p—p—uj | N BN BN N AN B DN S N SN BN SN S S G S G B B DN B B N D SN B B B S . . .
f ‘ o

Tuddnsugrn
New to a Site

Tusidmsuumun
New to a Department

Tusd nsusuiog
New to an Individual

Ref: British Standard (BS) 7000 : 2008
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The FUGLE Innovation Process Model

The FUGLE (Funnel - Bugle) Innovation Process Model

-

Identifying opportunities and creating a prospects portfolio Commercialize by developing, deploying and exploiting

IDEA

GENERATION EXPLOITATION
f' - i g 12 fl
' "7=~., _ CONCEPT REFINE =t
| Collect 1 [ TS~o_ REFINE DEPLOYMENT -~ || !
| Information | : “'~: e . :" . i
! ! ! e = by ' I
: ) | | Determine ~jf= === === 1~ ~ Develop : it : : ;
I I o) I | Feasability ! : INNOVATION '' Test y ! Iy |

l ! Exploit

I Generate Develop PROSPECTS I Optimize .
' deas Concept PORTFOLIO % Business |
: : " Develop u I A i Model |
| | : :  Prototype ' --ccecee-- & . I : |
i by P B > by |
! Capture | | oF e _ :
| P! |
1 | |
| I
| |

Ideas | L \

Source: F. Schultheiss's reprasentation based on Niek Du Preez




Framework of the innovation management system: 1SO

CONTEXT OF THE ORGANTZATION (4)
External & internal issues, culture, collaboration

» LEADERSHIP (5)

. Commitment, vision, strategy, policy & “
’ \
/ \
OPPORTUNITIES INNOVATION
INTENT VALUE
I OPERATIONS (8) |
\ Do /
A\ PLAN CHECK !
. PLANNING (6) Support (7) PERFORMANCE  /
\ H:_asnurr.es. EVALUATION (9]~
. competencies & other sup y
~ ACT St
g IMPROVEMENT (10) -
" g -




VISION & MISSION

PTT Committee (PTT
Management ( MC)

Enterprise Management ( )
t Committee (PTT IMC)

Innovation Management Eco System

External Sources
from Stakeholder

Non-Selected Ideas

Corporate Planning & Risk Committee {CPRC)
Strategic Planning Process

Idea
Collection

Non-Approval Projects

(Internal or External
R&D/ IV/ M&A/ etc.)

Idea/ Project
Execution

- Deliverables

Work Process/
: _ Agreement (MOU

Product/ Servica/

)

IP Management

Selected Ideas
Project Approval (SIMC, etc.)

Business Partner.

Innovation =

Master Plan

|
PIT
Strategic Agenda

-

Business STS

s
Portfolio
}_ Group Synergy

Management & Alignment
(Closed /Open

(Internal or External
Factor Analysis)

Innovation)

Business Plan

|

Innp_v;ﬁﬁ'!{
Improvement/

Analysis Results S
‘to Management &
-and BaD '

—* KM & Digital Technology Support §

— People Development & Innovation Value and Culture pP 432309009000

© IM Strategy Team & IM Process Team IM Culture & Capability

gﬂﬁ 1 AMNLARNSEUUNISIANISUIANSSH Uen. (PTT Innovation Management System)



12C GATE CRITERIA

Strategic fit (15%)
= Strategic impact (155%)

Technology barriers (25%)
* |P Mapping (10%)

* Patentability analysis (5%]

* Development challenges (5%)

* QOperational challenges (S5%)

Financial returns (15%)
* NFV (59)

* |IRR (5%)

* Scenario analysis (5%)

Business potential (25%)

* Market concentration (S%)
* Target market [10%)
* Competitive advantages (10%)

Execution capability (20%)

& Other resource need (15%)]

B0t Cost (5%)

Incubation
Commarcialization
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1. INNOVATION STRATEGY 2. INNOVATION FRAMEWORK 3. INNOVATION OUTCOME

Thrust 1:

Innovation-Focused

Leadership

Thrust 2 .
H S Innovation
arvest Ideas fron Sirategy

the Ground

Thrust 3:

ldeas Crowd-Sourcing from
Customers and Partners

Innovation Management Process
Singapore Custom

* Capture Big "I"s

: Systems
and small “i"s 4

* More staff
involved in ideas

generation and

work improvement

Desired

Cutcome
[Short-Term]

® |nnovation culture Desired
permeated in Outcome

Singapore Customs (| ong-Term)

Make Trade Easy,

Fair and Secure



IDEAS FROM MULTIPLE SOURCES

STAFF

* Work Discussion * Staff Suggestion Scheme

* i-Projects * Corporate and Branch Meetings

* Innovation Teams * Project Teams

OTHER GOVERNMENT
AGENCIES AND OVERSEAS
CUSTOMS ADMINISTRATIONS
* Comparative Studies
* Environment Scans
 Study Visits

-

SOURCES

5

PARTNERS AND SUPPLIERS
¢ Customs Advisory Council
* Meetings with
Individual Agencies

® |etters
* Account Managers
* Key Customers
Programme

CUSTOMER

* Dialogue Sessions with * Call Centre
Trade Associations * Meetings with
* Key Customers Programme  Individual Companies
* Traders’ and Travellers’ * Feedback Form

Satistaction Surveys * Quality Service Line
* Newspapers




|lnnovation

|deas Evaluation

CRITERIA
Innovativeness
EHfectiveness

Costs versus Benefits

Feasibility of Ideas/Feedback

Alternative ldeas/Feedback

GUIDELINES
Extent of idea resulting in significant improvement to work processes
Extent of productivity gains
Economical feasibility of implementation it the benetits outweigh the costs

Other aspects taken into consideration:
* Whether the technology and systems required exist

* Whether the time/resources required is available

Existence of alternative proposals/solutions

Figure 5-1-4: Ideas Evaluation Guidelines
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