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The objective of the thesis is to develop and apply performance measurement system into

maintenance operation unit upon the concept of the Balanced Scorecard (BSC). To improve the quality and

performance of the key area for the mair eration unit and as well as increase the customer

satisfaction by the reducing the number of cu: !
1:—:': < /"-

The balanced scorecard is riate tool WPIS because it integrates four critical

perspective such as financial, ¢ iy i ne\&@d learning and growth perspectives.

The maintenance department

ost_appropriate business unit for the concept
implementation. The objecti iewing with those who related to the

management. To ensure the eam of the maintenance department

performed the KPI validation. 2, the ¢ Is with weight are systematica..y
developed

Key area improvement sta I Chart and Process Activity Mapping to
explore all the potential influence factdm*.aﬂ'act'o th aying time in process. Then, E-C-R-S is used to

Fer o

analysed and propose the possible so&utﬁ)ti‘-uﬂ'm oving the selected key area.

_ e needed in operation has reduced
from 293 meters to 203 meltas which 1 to decrease at 31%. Moreover, the

number of time needed for tGhe operation has greatly reduced from 143 min to 96 min, which the

e TNEN SNYNT

In order to ensure the success of impjémentation, a qutlonnalre is lSSlﬁjO the customers.

Mean MQ %’] ﬂ)'ﬁﬂ giﬂﬂ" ﬁ}l@ﬂnon isat 4.1,
which the improvement is worked out to be at 42%. This result clearly shows rovement and

success of implementation
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