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The purpose of this thesis is to decrease service time in direct purchase and enhance
degree of response to customer’s need and satisfaction. Procurement Department, Office of
Planning and Finance, Chulalongkom University was selected as a case study.

In this research, several concepts and theories involving service work were explored to
continuously provide high quality service to customer. Satisfaction of customers, both during and after
service, was evaluated in order to better comprehend their opinion and expectation from the
organization. Seven New QC tools such as Affinity Diagram and Tree Diagram, as well as other
techniques relating to analysis and service improvement were employed to analyze every problem in
detail. Comment and suggestion in form of a remedy plan as a guideling for improvement was given to
the organization.

The Procurement Department put some Suggestions into action. The research results show
that service time for inquiry of Direct Recruitment Procedure decreases from 73.19 days to 59.23 days
(2 19% decrease), for inquiry of Direct Purchase Procedure decreases from 70.76 days to 56.52 days (a
20% decrease), and customer’s satisfaction index increases from 2.53 to 3.00. The degree of response
to the needs of customers increases, which is manifested in terms of punctual work delivery and
accurate information. In addition, the researcher wrote a “Procurement Manual: Direct Purchase
Procedure” to summarize schedule of direct purchase, details of problems and risks, with their remedies
and cautionary aavices, in form of easy-to-follow charts and diagrams. This brings about integration of
service work relating to direct reemitment and direct purchase. The manual was appraised by customers
as very useful to other organizations.
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