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2.2.1 Dr.Pitapong Poshyanonda

Executive Vice President, Customer service fulfillment division Kasikorn Bank PCL

Topic : In public of services excellence journey of Kasikorn Bank
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Customer Service Fulfillment Model

There are 3 principle areas that KASIKORNBANK designs new service excellence organization
and key change.
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2.2.2 Dr.Manoo Ordeedolchest

Board Member, National Electronics and Computer Technology Center

Topic : Service Innovation in Service Sector : Principle and Practices
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Strategy, Engineering,
Delivery, Marketing, Sales,
Customer Service, etc.

transformation of
knowledge into money
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2.2.3 Mr.Taro Asano - Project Manager

SPRING Management Development Department, Japan Productivity CenterMr.Sheng-Tsung

|

Topic : Customer Satisfaction Measuring and Analyzing for Productivity Improvement : Japanese
Practice of JCSI (Japan Customer Satisfaction Index)
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(1) Identify “reasons for satisfaction”
and “results of satisfaction”

The Causal model of the JCSI
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: quality word of :
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| evaluated at \ mouth 1
| the time of 1
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! 1
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: (Understand :
| ing of the 1
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" expectation 'n
A (Expectation/anticipation before use) ’ /

nwdnsasanaladaas Mr.Taro Asano - JCSI (auiisiinliluananstineda)
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Topic : Benchmark and Integrating CSI (Customer Satisfaction Index)
for productivity Improvement
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Overview of Investigation of JCSI

JCSI investigation is roughly divided into 4 categories, and conducted with total of 80~90
questions. Responses are totaled and analyzed for various indicators and results.
is totaled up and utilized it as various indicators and analysis results.

J CS I Investigation (80~90 questions)
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nndsasanalasaes Mr.Taro Asano - Benchmark (guiaifs i luianansénegs)

The case of company A (city hotel)

The SQI of Company A is as below.

They acknowledged their customer services are not evaluated than they
thought and did not have special characteristics.

They offered us to do mystery shoppers to check their current customer
services in detail and the point of differentiating.

7 1 The extracts from SQI (city hotel sector)
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2.2.4 Dr.Sheng-Tsung Hou - Associate Professor

Graduate Institute of Management Technology, Feng Chia University

Topic : Principles and Practices of Service Quality for SMEs to Create new value for Customer
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2.2.5 Dr.Marcus Lee - Academic Director

Institute of Service Excellence at Singapore Management University(SMU)

Topic : Global Trends and Challenges in Meeting Customer Expectation
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CUSTOMER SATISFACTION IN THE MODEL IS
EMBEDDED IN A SYSTEM OF CAUSE & EFFECT
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Performance Evaluation Outcomes
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Customer
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Customer Customer
Expectations Loyalty
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COMPLAINT BEHAVIOUR AND LOYALTY
CSISG 2008-2012 Banks (n=8,842)

Have you cnuplainm to

° Handle ’.".‘ii'&'.'.';'.‘..:'&}":‘ ‘ Re-engage
their these
feedback customers

How would you rate the .
handling of your complaint You :n:n't complain
on a scale from 1 to 107 cause...
Manage
feedback
well

4

meTTUTE OF
SERVICE EXCELLENCE

Too No
difficult point

51.7 44.9
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Topic : Transforming SMEs for Services Excellence through productivity and Innovation
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DIFFERENT STAGES OF SERVICE DESIGN

EXplore

Implement /

Adapted from: Editors, Stickdon, Marc and Schenider, Jakob (2010)
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Business Model Canvas #8713 uvan 9 dquns

1. Strategic Partner ARMAN

2. Key Activities AAnNTINUAN

3. Key Resources MU AYUNAN

4. Value Proposition A el ign A

5. Customer Relationship  N13a3ANWUSILgNAY

6. Distribution Channel TEINWNIIIR[NUAUNY/ FAFagNAT
7. Customer Segment NANQNAIUAN

8. Cost Fuvvan

9. Revenues e lfinan
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Topic : Raising Service Standard in Singapore
A Ao 2 . - o C - <
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Wnnnageseaiiasiinnnaiuiiesangsiatinisaniu 66% 189 GDP 2asszinagedlls

SERVICE INDUSTRIES CONTRIBUTE TO 66% OF
GDP IN SINGAPORE (YEAR 2013)

Services producing industries $246,682
Goods producing industries $65,790

Ownership of dwellings Ha,s‘/a

Taxes on products @.933

0 50,000 100,000 150,000 200,000 250,000
Singapore GDP in S$ million

Source: Department of Statistics, Singapore

nngngdeanaladaes Dr. Marcus Day4 (i luienansdnegs)

seunaadinganlasannsiefile_ThanaChanampornThana Chanampom i 10 289 17



na eI Iw uanslifviunsszaunisiuinuesauiene lanesgnén ludszinaedlls Samuing
WaTuuazanasa uTauALT nuneANdn nstinisludssmeReAlUsiuaunsninenins g
IHatnesiatiasuazifuianuiuiuaufieanisesgnii usidsslinanndnauaandsuegnan

SINGAPORE’S PERFORMANCE
BETWEEN 1997 AND 2010

WEF Global Competitiveness Report
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A

Max = 5.7 (2008)

Min = 5.3 (1997)
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Degree of Customer Orientation
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45
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1997 1998 1999 2000 2001 2002 2003 2004 2005 2006 2007 2008 2009 2010

A\
.

INSTITUTE OF
SERVICE EXCELLENCE

Year
A change of approximately 0.5-0.6 points is required for the difference to be
statistically significant at the 90% level of confidence
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nndsgsannalasdaas Dr. Marcus Day4 (s luienansdnsas)
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THAILAND'S PERFORMANCE
BETWEEN 1997 AND 2010

WEF Global Competitiveness Report
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A change of approximately 0.5-0.6 points is required for the difference to be
statistically significant at the 90% level of confidence
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OTHER USEFUL CUSTOMER METRICS:
NET PROMOTER SCORE (NPS)

Net Promoter score—a simple calculation

Extremely bkely Not ot ofl lkely

o .
\ 4 o~
v % - ’% = Net Promoter” score (NPS")

“the one number you need to grow.”
A - Reichheld 2003

WSTITUTE OF
SERVICE EXCELLENCE - 38
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Annual revenue

share study

Announcement &
engagement

Questionnaire
design & review
Results analysis &

interpretation Overview of CSISG
Sequence of Activities

Incidence study

Data analysis &
model estimation

Sampling
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2.2.6 Ms.Carloline Lim - Director (L%EgLL‘].I‘LI%JLﬂW]’Nﬂ’]ﬁ‘)

Institute of Service Excellence at SMU
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Thonglor Pet Hospital Group

Thonglor Pet Hospital & Pet Care : Core Value

' eamwork earning

ositive appiness Commumcation

Positive Thinking will | The'
reflect to good Stake H
action relation , Happiness amang
corporation. Geod employee,
for personal life customer, supplier,
Work, corporate and | sharenolder and
finally customer and | Social will make
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of organization

Work as Learning Positive Stake Holders | Communication
aTeam Organization Thinking Happy Organization
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