CHAPTER VII
CONCLUSIONS AND RECOMMENDATIONS

7.1 General

The external environmental factors of the auto mobile business are changing rapidly.
According to this assumption, however small to medium businesses in Thailand
may not have effective techmques-@\g\\'j ; odify their business strategies due to a

ck effective methods to evaluate

ed @ iheir position in the market.

ence as well. Because of the

changing business environm

strengths and weakness, whi

Customer satisfaction M '

differences in the naturgsof

organizational performance
evaluation tool must be i - | ith the nature of the auto mobile

business in Thailand.

This study has applied org
using the concept of a Balanged ﬁqmcar ~ Eor this study, the maintenance department

=

of ABC Co., Ltd., Auto mobile. ya.'rtn.,, core -business unit that was selected as an
..-rr‘_, .-f::' iy

application for the Balgmced Scorecard cor‘;cept _A ﬁ

orman@ Indicator (KPI) is developed

According to the study, Be busine
conforming to the business unit strategy byqusing the balanced scorecard framework.

Thereafiter. execﬂvu‘%}g%l% §¢ oty Fand || minagement levels of the

business unit were asked to join in theayalldatlon process in order to ensure the relevancy
s LA L HIEI CA —
as a key area for improve the quality and performance. Finally, in order to measure the
performance of improved key area, questionnaires were conducted. Therefore, the person
responsible in managing the garage and customer were involved in the process of
performance evaluation. Due to the lack of the data, the study covers from beginning of
April to the end of November 2004.
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7.2 Performance Measurement System for ABC Co., Ltd.

According to the objectives of the study, which is to develop and apply performance
measurement system into maintenance operation unit upon the concept of the Balanced
Scorecard. The corporate and business strategy of ABC Co., Ltd. was clarified as follow
From the literature review, the researcher has studied the concept of the balanced
scorecard. Therefore, from the mformatlon at the phase of business perspective, the
researcher has followed the concept of ﬂ) ]i/’gld e scorecard by translate the business
unit strategies into financial, customer, mtemafé%s process, and learning and growth

perspectives. Therefore, WBSS u t scorecard 6f the maintenance is shown in

o
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Figure 7-1: Translation business unit strategies
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Figure 7-2: Busi&s unit strateg

¢
Accgrding to thcﬂﬁusﬁxzjs%&leg MWﬁ%ﬂa%eveloped business unit

KPI of the mainténance unit based ‘on their businesses objectives (see Table 7-1).
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7.3 Key area Improvement of ABC Co., Ltd.

According to the objectives of the study, which is to improve the quality and performance
of the key area for the maintenance operation unit? As the result of informal interview
with the person, who involves in the management of maintenance unit and as well as the
data collected from customer satisfaction survey. Operation time process is selected as a

key area for improvement.

with the manager of management

Furthermore, the researcher had m\fm,l
N

information system function, q@sponsn 'gning database of every function

After the researcher been thr ﬂiﬁTslud_y, tion, and as weli as data analyses,
the result has show a satisfaction, Lmﬁvm nt to the management team. The number of
steps has reduced fro2 steps to 27 steps, Whlwr vement is worked out to
decrease at 36%. The ndmber of distance needed at:0i also has reduced from 293

-—

meters to 203 meters, ,ﬂhich the impra 1S wod_t}d out to decrease at 31%.

Moreover, the number of time-needed for the eperation has greatly reduced from 143 min

oo et i b
Moreover, th check process
are vanezqmiﬂ:ﬁlu;ﬂ; gtrﬁlon m m ﬁoth ?uressl gﬁshowed the 20

different data collected from June 2004(before implementation) till the end of September
2004. These figure show the satisfactory trend for the improvement of both distance and

time used in mileage check
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The trend of distance used for mileage check
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7.4 Customer Peﬁﬁﬂlq‘hﬂ,ﬁrﬁwgq ﬂ ‘j

Despite the completlon of the following activities: analyzing situation; identifying

probiems; ahl ropo it Sfution. i o Betechil ot pricitfly proven tha a

those actxv:?ies done in the early chapter of this thesis have taken the right path in

Figure 7-4: Trentwf ti

resolving problem. The main purpose of this implementation is to prove that solutions
proposed are effective in the way that it helps improve and reduce the problem of

customer complaint.
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Problem Long waiting time during payment is selected and being employed by Cause and

Effect diagram technique. After the Cause and Effect diagram has been completed, the

possibly root cause of the effect are being circles. Then Why-Why analysis is being

empioyed in order to identify the real root cause and to see the relationship of causes that

lead towards the effect.

.

To sum up, the root cause(s) and possible solution to this problem - Customers are

unhappy with long payment time, is do

Root Cause

Prevention

Ineffective

recruitment

/"\\

Instead of emplovi: gxperier respon51ble staffs company should

had in the past_/In 2 nal to th pli to be status as trainees, where

their work shall & cSses-base ths probation period

Staff training

AT T
Lt .ﬂ“'-l__-; .f""

must cultivate basis of ¢ styone in the company enabling

throughout'i peration. ' ould seea for external guest speaker of

practitioner to/visit company on aisgular basis to educate and share thought and

S“ﬁ%%ﬂﬂ‘ﬂ‘ﬁwmﬂ‘ﬁ

e ABINIUNNIINYIAAL,. e,

model are needed to replace an old one. Print the receipt in advance is other
alternative solution. It can greatly reduce the waiting time and as well as increase

the level of customer satisfaction
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The research was developed a questionnaire and conducted a short-term implementation

period lasted four months. After the implementation, researcher then calculate and
summaries the Mean rating of eight categories on both BEFORE and AFTER
implementation. Mean Mean Rating can also be calculated by through summing up Mean
rating of all eight categories and divide by 8 (total number of categories). Msan Mean
rating of Before is valued at 2.6, while After is at 4.1, which the improvement is worked

out to be at 42%. The levels of improvements are clearly shown in radar chart below.

There were five categories which ﬁ}{\l@ Two categories were improved

moderately and one had h veme eatly improved categories were

0 arrangcnu)ayment time, time waiting for

9 1o lim rovm show that the researcher had
' ion level. C.}lstomers are happy with the

opinion in overall time, job ¢

car after payment, and effi
successfully improved the
faster service that the co ustomer also happy with the effort of
trying to improved a better comp
well as increase the imégefof the ‘company. T two categories that had little
improvement were catego : ' i der to increase the customer satisfaction for
this category, the company m io % t improvement of one department. The
last categories that do not have muﬁh—'chaxw cleanliness. Because the company

..-e,..l____-!

tends to use the same jﬁethod in washmg the car, so not ?h changes has been taken

care off.

Figure 6-7 shows the radar’ chart on improvement of category 1 to 4. These categories

arc opinion in ofabdigy vk TELIbRHEd T FlvQiheir car back, the job

completed on arralrnflgement, opinion in payment time, and opinion in, waiting for your car

L L T e T

which assure the success of implementation and as well as increase in customer

satisfaction as stated in thesis objective.
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A Comparison of Customers' rating on lead time categories of BEFORE and
AFTER Imple mentation

Mean Rating

B Before 1.8 AC"'::Z, 1.8
m After — 36 42 4.1
/" kCategories

Figure 7-5: The im of eustomer satisfaction after the implementation

7.5 Recommendation for

,uJ

According to this study, many obstructloﬁﬂ‘:ai}d problems were found during the

implementation for maintenance department E;?(_)'~effect1vely apply the balance scorecard
"lq

et o =

concept as an effectlge performance management syj’tem for the maintenance

department, these olﬁsj’uctlons and problems must l@ | addressed for effective
implementation. This sg_c}xon recommends strategics to 1i]_1-elp avoid or minimize these
problems and obstruction during the implementation phase for both balance score card
and key area improvement.| Therefore, the recommendations can be used as a guideline
for company preparation due to applying of both implementations. The following is a
detailed discussion of the fecomimendation bf achstageiof implementation. Moreover, a
summary of:problems and recommendations at each implementation phase is presented in

Table 7-2
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Formulation corporate strategy:

For the implementation of the balanced scorecard concept, the corporate vision and
strategy should be defined collectively by agreement from all of executive management
of company. Therefore, a strong commitment from all executive management is required
for the verification of corporate vision and strategy. During the verification of the
business unit strategy, a strong commitment from the management team of the
maintenance department is required for mpatlon In order to effectively introduce
the balance scorecard concept ta s, the researcher should perform a
complete pre-study of the orgw‘-’and bu

Development business u(M //

Ehﬁr@&rq, e eseq\réler should study the business

ely tr: ‘]atq siness unit strategies into a business

participation. - ’ _A

Key area improvement J T— j_:J

‘a L7
The researcher slﬂl%xg-ral %—%Jd%f‘ﬁx w &%ﬂ ﬁle researcher must have

a clear understand%‘lg of the tools selegted for key area 1mprovement The method used
o e W RS A9 Y4 Gppfon o e
improvemefit, in order to effectively implement this process, strong commitment from the
management team and customer is required. Therefore, everyone in management team

and customer should participate for the evaluation of the key area improvement.
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Implementation Problem Identify Recommendation
Phase
Executive commitment
c o Vi Limited Required strong commitment from
= o‘;pc:rrat il experience of executive for concept implementation,
& 1 TN SRy concept and required organization pre-study for
& | clarification o o
= practitioner to concept practitioner
g introduce BSC
= . . Required str: mmitment from all
> | Business unit pre- Management level of all SHIEESRURE SR
2 : . . management team to identify
O | survey business unit commitment -
g performance measurement
n Commitment of _
o
g Busi it :)nanagementt\ Require strong commitment from
o t;lstmcss e Lusmtess N anagement team for concept
S s] a.%gyt_ . one n plementation, and required business
RGN | unit pre-study for concept practitioner
—
gp o g %corporaﬁon from management
> o & . . i i re-stud
% | € & Business unit KPI eam, allow business process pre-study
§ |82 Biecellomreich fqr concept practitioner, and review
g8 3 P nit objective and KPI by
5|5 R ol management team
g |~ 8
213 _
o
£ [ 5| Business unit KPI Re ed strong commitment form
Pt = g
~| validation anagement team for validation
managemenﬁﬁi’n m Requu‘ed corporation from management
Preparation of . business™ it~ ,'.r i o allow business process pre-study
8 | method and data Limited expenence of pt practitioner, review type,
8 | collection titioner nula of data by among of
ER:
3 5 data/ develop
= T 7
g z Liggited of nme dming o Required strong commitment from fiata
3l p llecti collector for data collection, extension
& =/ Data collection t f .
= g d uring data collection for
8 £ vaila 0 .
R Y. required data
0y
M i ~ ired strong itment from both
Evaluanq W f] @ e nﬁ; d customer for
q busines er | evaluati

Table 7-2: The summary of problem identification and recommendation during the

implementation
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7.6 Recommendation for Further Study

The study provides a performance evaluation of the maintenance department of ABC Co;
Ltd. However, due to time constraints during the study, the performance evaluation was
based on information from October to November 2004. Therefore, further studies should
examine additional time. Results from performance evaluation of the maintenance
department based on information from more than six months, would provide more

comprehensible results.

The strategic planning and t ysis @ is only the initial guidance used

as basic foundation for

ement. Meie studies and detailed information are
required. Due to time co
key area. Therefore, furth

AULINENINYINT
ARIANTUNRINYINY
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