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Message from the Chairman of the Board u

Throughout the year 2008, Thailand was faced with challenges
from many directions. The ongoing global economic crisls
originating in the United States and the prolonged domestic
poltical friction have had an undeniable effect on the investment
and consumption climate, domesticaly and intemationally. These
combined difficuies are unprecedented and produce as much
pressure on investors ic devise new strategies as on the Royal
Thal Govemment tc pursue policies to stimulate economic
activiies. Such govermment policies range from boosting investors’
confidence, lowering employment lay-offs, as well as, minimizing
the effect on low income eamers.

Even though the govemment has formulated a number of
proactive policies to cope with the worldwide economic downtum,
it is equally important for all of us to be fully aware that economic
progress depends very much on the competitiveness of the
country, and how efficiently it utilzes invaluable natural resources...
and that's what "productivity” is all about.

The development and the formaticn of a solid foundation for
businesses and industries 10 be self-reliant and grow profitably
require people in the scclety to understand the concept and the
signficance of productivity. While other outside factors, such as
limitations of skilled workforce or insufficient budget, may have
hindered our performance, significantly improved productivity could
be one viable sclution to building a strong, yet resilient, economic
structure; one that integrates the collaboration of both public and
private sectors in order to effectively deal with the volatility and
intensity of International business competition. Therefore, a
mechanism for integrating these key players to increase Thailana’s
national productivity needs to be established to enhance national
competitiveness.

The Thalland Productivity Institute {(FTFI) has played a vital role in
inttiating and promoting the development of efficiency and
productivity movements throughout the country and beyond. Such
offorts wil contribute to improving the competitiveness of the
country in the long term. In 2010, the Institute will mark its 15t
anniversary since its inception, but, let me assure you, all of us at
FTPI are still as dstermined as ever, to fulfil our missions in
developing manpower; prometing the implementation of proven
business best practices; and infroducing advanced technology
and know-how to help enhance organizational excellence and
increase national compstitiveness.

Last but not least, | would Ike to extend my sincere gratitude to
all members of the FTPI Board of Directors committes, as well as,
our clients and stakeholders for their valued and continued
support. My gratitude also goes fo the management team and
staff at all levels, who have always given their best to boost our
national productivity during this difficult time. | hops that the
‘Thailand Productivity Institute will continue to be supported in such
a way for many years to come.

R —

(Damri Sukhotanang)
Pemmanent Secretary
Ministry of Industry
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Message from the Executive Director u

Over the past year, the biggest challenge for Thailand Productivity
Institute (FTPI), as well as, many other businesses worldwide, was
undoubtedly affected by the global economic crisis which has resulted
in a slowdown in virtually all businesses. Well aware of the importance
in preparing Thai businesses with the knowledge and know-how
needed to seize opportuniies when the global economy bounces
back, the FTPI decided to hold the "Productivity Expo 2009" event to
help provide knowledge and assistance to business operators in need.
The event received overwhelming responses from participants and was
a great success, thanks to close cooperation from our business
partners including govemment agencies, leading private companies, as
well as, business associations and independent organizations.

In addition to the Productivity Expo 2009, FTPI carried out a number of
projects designed to increase performance and productivity of our
targeted organizations, both in the public and private sectors, as well
as, state enterprises and schools. Through these projects, we also
created distinctive added values for a number of organizations through
consultation and training, development of productivity instruments for
the senvice sector, as well as, developing manpower to promote
productivity for organizations in our network. These efforts were aimed
at creating role models in these organizations for other success-driven
companies to follow.

Other highlights in 2009 included efforts to implement the framework of
the Thailand Quality Award (TQA) in state enterprises; to develop
training courses suitable for the service sector; to encourage public
agencies to adopt the Thailand Consumer Satisfaction Index to
measure their service quality; to create the Thailand Productivity Index
and to put together a strategic plan for national productivity and
propose it to relevant agencies which will later make it as a part of the
national agenda.

Intemally, we also made a lot of progress in developing our own
organization. We have improved and developed our products and
consultants to ensure that FTPl will always be able to provide our
customers with the services that they need in a professional and timely
manner. Moreover, we have significantly improved our information
technology system so that we can carry on and monitor our projects
effectively. A Good Corporate Governance manual was also created
and used to improve internal management systems.

Looking forward, the year 2010 will mark the 15th anniversary of our

organization, and we are more than ever determined to carry out our
duties in accordance with the mission and aspiration of the
govemment. At FTPI, we believe that Thailand’s economic development
should continue to focus on quality, efficiency, and environmental
friendliness; and that only when our resources are optimally utilized
and managed will we achieve a stable, sustainable and substantial
economic growth.

| would like to take this opportunity to express my sincere gratitude to
the Chairman and the Board of Director of Thailand Productivity
Institute for their most valuable and far-sighted consultation and their
unyielding support. My gratitude also extends to our dedicated staff at
all levels who have always delivered their very best. They have proven
to be an indispensable driving force that has and will continue to
contribute greatly to Thailand’s long-term economic growth.

(Phanit Laosirirat)
Executive Director
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ABOUT Thailand Productivity Institute (FTPI) is an independent govemment agency under the
Ministry of Industry, supported and funded by the Foundation for Thailand Productivity

Institute. We have been driving the productivity movement throughout our years of existence
to ensure that our capabilities and competitiveness are raised to intemational standards with
the firm belief that "systematic productivity enhancement will fortify Thailand even further”.

This is achieved through our six main services - consultation and training, productivity
research, productivity promotion, publications, knowledge center, and international
cooperation with Asian Productivity Organization.

Thalland Productivity Institute’s establishment was approved on January 181, 1994 and our operation later commenced on July 1st,
1995, making 2010 our fifteenth year of operation. Thailand Productivity Institute may be traced back to the establishment in 1962 of the
Thailand Management Development and Productivity Center (TMDPC) under the Department of Industrial Plants, the Ministry of Industry :
a partnership of the Royal Thal Govemment and the Speclal Funds Unit of the United Nations. Its initial responsibilities included the overall
management of Thailand's productivity-related activities such as fraining, consultation and provision of essential information nesded to
improve the competitiveness of Thai industry sectors in the word marketplace.

Our Key Services
1. Consultation and Training

FTPl plays a vital role as a senvice provider. We have assisted clients in the public and private sectors achieve their goals
efficiency through our consultation and training service that covers the following issues:

Priduction 58 =0 Suggestion Schemes ====0 Process Improvement ===O Quality Control Circles (QCC) -'_D
Management 0 7 QC O Total Productive Maintenance (TPM) ==0O Total Quality Management (TQM)
Just-In-Time (JIT) ====0 Lean Manufacturing System ====0 Six Sigma

International fISO 9000 m==0 |SO 14000 === |SO/TS 16949 ==OGMP =0 HACCP
Standard Systems 1ISO 22000 ===0 Green Productivity ======0 OHSAS 18001 =====0 SA 8000

Competency Models ===OJob Analysis ===0 Job Description ===0Job Evaluation
Human Job Instruction =0 Job Methods ==OJob Relations ==O Performance Management System
mag;sem Leadership === Supervisor in Competitive Age ====OToeam Building ====O Training Roadmaps =’
O Training Evaluation — =0 Train the Trainer Programs

F 2

‘ ’ Strategic Planning — Key Performance Indicators (KPis) ~—’ Balanced Scorecard ' Cross Functional Alignment -
Management - O Thailand Quality Award Roadmap = O Organizational Assessment O Self Assessment -~ O Banchmarking -
‘) Best Practices 0 Knowledge Management (KM) O Service Quality . |

Distance learning helps create an educational experience of equal qualitative value for people in the
business sector to best suit their needs outside the classroom. Our curriculums are tailor-made to
Distance Learning answer the leamers’ needs.

and E-Training

E-Training is an internet-based leaming channel that gives organizations the opportunity to develop
their employees’ skills at anytime and anywhere. The intensive contents of the courses are delivered
by experts via a multimedia.

/o 1) Shaping Strategic and Performance Managesment

‘ i Public training 2) People Management Essentials In additien to t°§°
Fut? |_c programs are <§ 3} Productivity and Quality Improvement Plus+ Tools catggf";gﬂf::lm n;h ::lso
Training ) divided into 4) Customer and Service Centric

other extended courses
5) Self Davelopment for Professional for advanced leamers.

as follows:
\D 6) Integrated Knowledge: Learning by Good Practices

2. Productivity Research

FTPl has been active in conducting research studies at the macroeconomic level in order to develop reliable performance
indicators, as well as, to assess Thailand's competitiveness in the world marketplace. These studies will also contribute to
identifying obstacles and supporting factors for productivity activities in Thailand. Such information is most helpful when it
comes to planning economic and productivity policies for the country. Such research studies encompass the topics ie.
Productivity Index, Best Practices and Productivity Database Service.

8 categories \3

swols:hl 2552
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At the organizational level, FTPI focuses its research studies on ways to increase productivity and competitiveness in
organizations. Also, FTPI has placed importance on integrating productivity activities at the microeconomic level with the ones
at the macroeccnomic level. Those activities include implementation of the TQA framework in real-work practice,
as well as analyzing and applying productivity tools into appropriate use.

3. Productivity Promotion

As our core mission concems national productivity, we need to constantly promote concepts of quality, efficiency and
productivity among the general public and help businesses realize how important it is to enhance productivity and efficiency

through the following activities:
Conducting a project aimed Disssminating knowledge on productivity Conferences,
at increasing public awareness increasing through various media e.g. short seminars,

over organizational and

al productiv radio documentaries, newspaper articles and site-visits,

personal productivity managerial artickes on our website exhibitions
Productivity camps QOrganizing a number of "Producthvity World"

for youth, management mernber relations bi-monthly magazine and

team and FTPI members activities "Productivity Comer” monthly newsletter

4. Publications

Thalland Productivity Institute publishes a wide selection of Productivity Publications to promote productivity and knowledge
ameng a broader audience. These Include books, electronic media, posters and VCDs that cover the seven topics as follows:

Improvement 1 Nageridl

5. Knowledge Center of Thailand Productivity Institute

Thailand Productivity Institute’s Knowledge Center serves as the focal point for productivity rescurces and leaming. Key
contents cover quality systems, productivity enhancemsnt, as well as organization and human rescurces management.
Interested parties may visit Thalland Productivity Institute Knowledge Center between 08.00 and 17.00 hours. on Monday
through Friday.

Additionally, the Knowledge Center Online Service may be accessed through Thailland Productivity Institute website at
www.ftol.orth/ke/ke.ntml. Visitors will be able to review lists of magazine articles, new books and book recommendations, as
well as links to interesting local and interational websites.

6. International Cooperation with the Asian Productivity Organization (APO)

Thailand Productivity Institute is a member of the Asian Productivity Organization (APQ), which comprises twenty member
countries in the Asia-Pacific region. The Intemational Relations Department is entrusted with the task of coordinating with the
APQ secretariat and other APO members, as well as undertaking APQ activities. The intemational collaboration projects include:

[} Amanging for foreign experts in difierent fields to Productivity
visit Thailand and share with Thal organizations
their knowledge and experience on productivity Productivity is the change of outlook and practices
enhancement towards greater efficiency and relentless
[> Promoting industrial, agricultural and managerial nproyEment Ll’s."'g avelebie mslources.
productivity  knowledge, techniques  and The productivity concept s the key to a
experience through allocation of funds for waining, progressive all-round development, and it can be

adopled by every person, organization, community

or soclety. it contributes o national productivity and

("} Other intemational collaboration projects with APO competitiveness, which wil, in tum, bring about
member countries such as Business Matching of better quality of Iiving and national development.
Singaporean and Thai Foed Manufacturers, stc.

seminars, conferences and overseas site-visits

"Today will be better than yesterday,
and Tomomrow better than today."”

Annual Report 2009
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Thailand Productivity Institute (FTPI} firmly
believes that productivity is an essential
element that helps drive the country towards
sustainable development, and that productivity
must be promoted in every sector of the
society. Therefore, in the year 2009, the institute
has focused its efforts on more systemic
engagements in Thailand’s manufacturing and
service sectors. This was achieved through the
development of products and services together
with the improvement of the institute’s personnel
towards the greater expertise and capability
required for modem management. The network
of partners has also been expanded locally and
internationally, particularly in the areas of both
manufacturing technology and information
technology. At the same time, on the strategic
front, the institute has made the necessary
moves to have productivity widely recognized
as a national agenda.
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The five key areas of achievements of Thailand Productivity
Institute in 2009 are summarized as follows.

Efforts to encourage the industrial and the
service sectors to create added value on
their current engagements

The industrial and service sectors have been encouraged to
create added value on their current engagements with the
application of different levels of productivity tools on their

respective target groups.

1.1 Development of productivity tools for the service
sector with an aim to improve service efficiency

Demonstration Project of Lean Application in Healthcare
Industry was a co-project between the Thailand Productivity
Institute and the Healthcare Accreditation Institute (HA). The
project has enjoyed the support of the Asian Productivity
Organization (APO) which has assigned Dr. Kelvin Loh as a
special advisor for the project. Dr. Kelvin Loh is the Director of
Development and Planning for the National University Hospital
of Singapore, and he provided invaluable input towards the
improvement of hospital services in Thaland, with emphasis on
flexibllity enhancement, operational waste reduction, and,
added value creation to ensure utmost user satisfaction.

The project ran from June 2008 to November 2009 at five
pilot hospftals, Including, St Louis Hospital, Siiraj Hospital,
Songklanakarin Hospital, Sac Hai Hospital and Surat Thani
Hospltal. All but one hospital has engaged in three LEAN
activities, Sao Hal Hospital was able to engage in only one
activity due to their limited space. Significant results from this
project can be summarized as follows.

» St. Louls Hospital was able to reduce Emergency Room
(ER) outpatients” total tumaround time from 141 minutes to
66 minutes, as well as, cut down average walting time
from 81 minutes to 19 minutes.

Sao Hal Hospital has made amangements for their diabetic
patients to have their blood drawing and follow-up visit at
a health station nearer to their home one day prior to the
actual vist. This has resulted in significartly improved
patient satisfaction and less congestion as previously
fasting patients had to amve at the hospital very early in
the moming. Total tumaround time is reduced from 258
minutes to 196 minutes. Total waiting tme for doctor
consultation is down from 72 minutes to 3C minutes. The
proportion of time which creates added value is up from
8% fo 21%.

Songklanakarin Hospital has managed to minimize waste
by reducing the time required by the cataract removal
procedure from two to three days to only three hours and
eignt minutes. The waiting time for gumey staff has also
been reduced by 268 minutes whereas as many as five
patients waited for the gumey staff at any given moment.
This was achieved by the use of visual control with amows
guiding patients from the outpatient deparment to the
Qﬂ operation room without the need for any gumey staff.
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» Sirira] Hospilal was successiul at reducing the number
of staff for lab test specimen collection in 13 patlent
wards from thirleen to just one per round. The process
time required before 08:00 AM. was reduced from
195 minutes to 30 minutes while the process time
required during regular hours was reduced from 2,340
minutes to 180 minutes.

» Surat Thani Hospital has improved the prescription
handling process of thelr patient wards by installing fax
machines to help minimize the time wasted by staff
walking up and down between floors. The process time
was reduced from 86-130 minutes to only 17-32
minutes per round of service. As a result, medications
are dispatched within 50-110 minutes as opposed to
two to four hours in the past.

1.2 Development of productivity facilitators for network
member entities

Several projects have been implemented to develop productivity
facilitators in various target sectors, Including, the food
processing industry, the automobile parts industry, and the
electronic parts and electric appliances Industry, among others.
These projects should serve as pilot projects for subseguent
implementation on a broader scale.

Productivity Facilitator 2009 was the Thailand Productivity
Institute’s third consecutive instalment of the Ministry of
Industry’s commissioned project in accordance with the
industrial sector restructuring strategy under the efficiency
and productivity enhancement policy. The obiective of this
project was to encourage the majority of persennel of an
organization 1o constantly engage in productivity
enhancement for the sustainable development of the
organization. Also, the Inftiated projects should serve as
models of productivity in larger, extended communities,
resulting in a culture of qualiy to bring about the true
development of the private sector. Twenty participating
organizations were salected from 106 applicants in four
target industries: food processing, automobile parts,
electronic parts and electric appliances, as wel as, the
other Industries.

The Productivity Faciiitator 2009 comprised three key activities:

1) Tralning and consultation by lecturers from the Thalland
Productivity Institute and partners such as the Office of
Thai Health Fund, the Thailand Securities Institute, the
Stock Exchange of Thailand and Kasetsart University.

2) The making of productivity-related publications

3) The organization of the "Produciivity Facilitator: Knowledge
Sharing” seminar and an academic exhibition to relate
the achievements and the experience of participating
organizations; and, to increase the public awareness of
productivity, its significance and the need to
systemically and constantly engage in intemal efficiency
enhancement. Awards were presented to the
executives and staff of organizations with oulstanding
performance on October 8th, 2009, at the Miracle
Grand Convention Hotel. More than 700 guests
attended the event.

swoulshl 2552

Quantitative Achievements of =g
Productivity Facilitator 2008 |

The cost reduction
value, plus the revenue
generation combined,
is estimated to be

up to 126,551 Employee
year. participation rate
Availability of in company
plan for continued deuctivnty activities
engagement in increased by 60%,
productivity calculated from a total
activities: 100% of 3,625
Availability . Ipants.
of the manual
for the
implementation of
productivity
activities:
Average
satisfaction with Average
productivity increase of
activities: internal
communication
efficiency: 89%

1.3 Creation of added values for companies through
productivity consultation and training

The SMEs Productivity Improvement Seminar was held
jointly by the Thailand Productivity Institute and the Cffice
of Industrial Economics to announce the knowledge, the
experience and the achievements attained by participating
organizations Including Dasco Co., Lid., Picectee
Intemational Co., Ltd.,, Santiparp (Hua Peng 1958) Co.,
Ltd., Thal Pegent Co. Ltd. and Sangprateep Auto Seat
Co., Lid. More than 250 representatives from relevant
agencies and participating companies were presented at
the Aprl 2nd, 2009, event at the Miracle Grand
Conventicn Hotel,

For the record, the project has successfully helped
participating organizations to increase sfficiency, lower cost
and generate more revenue at a rate not lower than 10%
or 80.79 Milion Baht. The labor-intensive textile and food
industries have achieved the greatest increase in value at
33.37 Million Baht and 31.32 Million Baht respectively.

The SMEs Productivity Improvement Seminar was a direct
response to the call of the Ministry of Industry for
productivity improvement in industrial sectors. lts objective
was to improve the efficlency in areas such as production
management, quality management and human resources
management for 48 SMEs in all regions of Thailand,
covering five industrial sectors: food, automobiles and
parts, plastics, furniture, textiles and clothing.
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In-Depth SMEs Efficiency Improvement Consultation
Project

The project was established to provide in-depth consultation
to SMEs in the manufacturing sector from industries such as
food, plastics, wooden fumiture, automobile, machinery,
packaging, processed agricuftural products, textlles and
simiar industries during this ime of economic crisis. The
topics covered production cost reduction, energy cost
reduction, waste reduction, labor waste reduction and
business mismanagement reduction. Meanwhile, production
efficlency was improved and employses were retained
through the use of basic to advanced productivity tools with

Coaching towards achievement of sustainable
growth through innovative measures

Modem technology and management technigues are applied to
existing in-house knowledge to help organizations in all sectors
achieve sustainable growth in accordance with Thailand Quality
Award (TQA) framework.

TQA Road Show 2009 was the annual activity aming at
promoting the TQA criteria among mid-level and top-level
executives with the authority to shape the visions and

the goal of reducing production costs by a minimum of
100,000 Baht per organization. The project ran from June
218t to September 17t 2009. A fotal of 80 organizations
from throughout the country participated in this project

Summary of the Project Outcome

Cost reduction / Production
Reglon Nurmber efficlency Improvement In Baht

policies of their organizations. The activity also attracted
entrepreneurs from the manufacturing sector, the service
sector and the public sector from all regions of Thailand
who wished to improve their management skills in
accordance with the TQA framework. Two seminars were
held In 2008. The "Process Management: Efficient Process
Management for Organizational Excellence" seminar was
organized In four provinges In four regions (Songkla, Khon
Kaen, Chiang Mal and Chonbur). The Top Management

of Class: Discover TQA : Key to Organizational Excellence"

comparies  Godl ol Sl was an addttional course delivered in two provinces in two

1 Northem 8 800,000 2416200 11986400 regions (Songkla and Chiang Mai). Additionally, for the first

2 ‘Ssiathon 8 800,000 3266206  27.023.059 tme as a partl of the TQA Roaclj Show, special lectures on

excellence-oriented organizational management were

3 Northeastern 8 800,000  1.441.993  24,723.870 delivered by several experienced Individuals. The two
4 Central 5600000 25363466 173,134, 155 seminars attracted more than 800 attendants.

TOA Seminar 2009 was a project intended to help
organizations apply the TQA framework and various quality

o[ o omo] s s

The Modern Pharmaceutical Industry Efficiency
Improvement Project and SO Quality System
Application Project are implemented jointly by the
Theiland Productivity Institute and the Thai Pharmaceutical
Manufacturers Association. The projects are a part of the
industrial sector efficiency and productivity enhancement
master plan funded by the Office of Industrial Economics
(OIE). The projects also comply with the second strategy
of the OIE, which addresses the topic of "Management
Capabilities Improvernent”.

The main objectives of the projects are o conduct training
programs on the ISO 9001, 1ISO 14001 and ISOAEC 17025
quality systems; to provide productivity improvement
consultation; and, to equip entrepreneurs in the modem
pharmaceutical industry with efficient and standardized
management systems. Following the completion of the
projects, the participating entrepreneurs should be able to
continue with future iImprovement efforts of thelr own.

A total of 55 companies are expected to participate in the
two projects {40 for the ISO Quality System Application
Project and 15 for the Modem Phammaceutical Industry
Efficiency Improvement Project). Both projects are
scheduled to run between January and September 201C.
The opening ceremony for the projects was recently held
on Novemoer 13, 2009, and since tnen, many
organizations have enrolled in the projects

tools to their management with the aim of achieving
corporate operational excellence. Each seminar topic
explained and linked one category of the TQA criteria to the
next in such a manner that the Integrity of all seven
categories was clearly illustrated. The seven categories are 1)
leadership 2) strategic plenning 3) customer and market
focus 4) measurement, analysis and knowledge management
5) workforce focus 6) process management and 7) resulis.

For the year 2009, we have conducted seminars on Six
topics such as "Discover TQA" and "Self-Assessment for
Corporate  Sustainabllity Planning based on the Baldrige
Criteria" by the American Malcolm Beldrige assessor Dr.
Donald C. Fisher. K was seminar and workshop combined
in one event to help foster the sustainable operational
excellence of participating organizations.

Visits to TQC 2008 Award Winners allowed the target
audience to gain first-nand knowledge and experience of
excellent management practiced by winners of the Thailand
Quality Class 2008 award. Throughout 2008, the Thalland
Productivity Institute led parties of executives, entrepreneurs,
members of the press. university professors and officials
from various public and private sectors on several visits 1o
the two TQC 2008 winners - Bumrungrad Intemational
Hospital and Taphanhin Crown Prince Hospital in Phichit.
The visits attracted immense interest as they provided
insight into award-winning management practices.

Annual Report 2009
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TQA Network Discussion Panel was held to promote the
TQA criteria among target organizations from public and
private sectors. This year's event highlighted the application
of the TQA criteria to each organization's management
during the time of economic crisis, as well as, case studies
taken directly from the first-hand experiences of TQC 2008
award winners, Discussion topics included 'Productivity
Improvement Strategies: From Crisis to the Future" co-
organized with MCOT Station FM 96.5 MHz.; "Surviving the
Thal Autormeblle Industrial Crisis" co-organized with the Thai
Automotive Industry Association; and, "New Generation of
Leaders and the Escape from Crisis" co-organized with the
Thailand Management Association. The "Achieving
Corporate Sustainability through the Baldrige Green"
discussion panel was held with Dr. Donald C. Fisher, a
national examiner for the Malcolm Baldrige National Quality
Award (MBNQA) in the United States, who introduced the
Baldrige Green concept and presented case studies of Thai
organizations having realized the signfficance of
development towards sustainability.

TQA Publicity materials were prepared by the Office of the
Thailand Quality Award, the Thailand Productivity Institute, to
promote the TQA criteria and the best practices of several
TQA and TQC winners among the target groups and
members of the general public. Such materials included TQA
Criteria Manual, Guideline for Preparation towards TQA
Assessment, and, the Summary of Application Report
featuring TQC 2008 winners: Thai Lube Base PCL; Gas
Transmission Pipeline (GTM), PTT PCL.. Bumrungrad
Intemational Hospital and Taphanhin Crown Prince Hospital.
Cther materials included TQA posters and CDs for SMEs.

Further, the Office of the Thailland Quality Award launched
the wwwitga.orth website to serve as a channel of
communication through which activities and training courses
can be promoted. The web site features downloadable
applications, links to award winners and network partners,
while also providing visitors another communication channel
with the Thailand Quality Award Commitiee.
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2.2 Encouragement of target groups to apply the TQA

framework

Promotion of the State Enterprise Performance Appraisal
(SEPA)

Thailand Preductivity Institute has encouraged state
enterprises to adopt the TQA framework and apply it to their
management. To this end, the State Enterprise Performance
Appraisal (SEPA) system was developed in collaboration
with the State Enterprise Policy Office under the Ministry of
Finance in 2009. The seven pilot state enterprises are PTT
PCL., the Metropolitan Electricity Authority, the Bank for
Agriculture and Agricultural  Co-operatives, the Government
Housing Bank, the Electricity Generation Authority of
Thalland, the Aeronautical Radio of Thailand Co., Ltd. and
Thai Alrways PCL. Of all the seven pllot enterprises, the FTPI
served as the consultant for four, which are the Metropolitan
Electricity Authority, the Electricity Generating Authority of
Thalland, the Bank for Agriculture and Agricultural Co-
operatives and PTT Chemical Co., Ltd.

The SEPA system integrates the self - assessment concept
with proven TQA criterla, bringing a new dimension of
excellence to the Thai state enterprises in the process. The
system is expected to help drive state enterprises towards
excellence In all aspects and steer them to reach
International standards, while promoting accountability and
continuous development at the same time. The Ministry of
Finance has planned to have all 55 Thal state enterprises
adopt the SEPA system by 2013.

TQA training for in-house personnel and individuals
interested in becoming assessors

As the technigues and the processes involved with the
awarding of TQA are complicated, it is imperative that
participating organizations and individuals interested in
pecoming assessors have thorough understanding of the
criterla involved. The TQA Training Program 2009 was
conducted by the Office of the Thailand Quality Award to
deliver five following courses: 1) TQA Criteria 2) TQA
Application Writing 3) Organizational Assessment 4)
Scorebook Writing for Assessors and 5) TQA Assessor
Training. The courses delivered this year were altered to
petier suit the service sector as they were previously
designed with more emphasis on the manufacturing sector.
The TQA Criteria for Service Sector course allowed
participants to understand the subject matter and apply the
examples 1o actual, practical use. The training program was
very well recelved and a total of seven classes were held to
train as many as 527 participants in 2009.

A total of 117 participants attended the *Scorebook Writing
for Assessors' course this year, with the majority being top
level executives or the business owners themselves. The
TQA Assessor Training course aims to equip individuals
interested in becoming assessors with basic understanding
of agsessment direction and processes, and in 2009, it was
delivered twice for a total of 65 participants, most of whom
were from the service sector and hospitals in particular.
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TQA Self Assessment Project

The TQA Self Assessment Project enrolled organizations from
public and private sectors in a theoretical and practical training
program to ensure proper self assessment In line with the TQA
framework. Delivered by a team of experlenced FTPI lecturers,
the TQA Self Assessment Project helped participating
organizations determine their strengths, weaknesses and
improvement opportunities, all of which lead to more efficient
establishment of directions, processes, plans and goals, in
order to sunvive in the Increasingly competitive global market.
The project ran from March to November 2009 and welcomed
participants from 100 organizations.

TQA Best Practices Seminar

Ancther activity implemented in support of the Thailand Quality
Award was TQA Best Practices. The objective of this seminar
was to promote best practices In management which the
target groups could adopt for the improvement of their
efficiency. The systemic compilation of best practices provided
a database which contributed to the enhancement of
organizational and national compelitiveness in the long term.

“The TQA Best Praclices: The Pursull of Excellence with the
TQC Winner 2007 Case Studies Seminar' featured two
Thalland Quality Class 2007 winners whose best practices
were proven by the stringent Thailand Quality Award criteria.
The two organizations were Gas Transmission Pipeline (GTM),
PTT PCL. and Songklanakarin Hospital.

Development of Thailand Quality Award assessors

The role of TQA assesscrs in promoting national
competitiveness is significant. The assessment process also
alowed assessors to meet, share experiences and reinforce
TQA principles with their fellow assessors, and to apply what
they have leamed to a more objective improvement of
themselves and their organization.

In the year 2009, the Office of the Thailand Quality Award of
the Thailand Productivity Institute held a number of activities
to enhance the capabilties of assessors. For instance, the
"TOA Assessor Calibration 2009" event gave assessors a
better understanding of the TQA assessment system;
infroduced them to more in-depth assessment techniques;
and, prepared them for the role of team leaders. Dr. Luis
Maria R. Calingo, Executive Vice President and Chief
Academic Officer of the Dominican University of Califomia,
was invited to give a special lecture on the topic of "How o
Add More Value to TQA Assessment Process' where
efficiency improvement achieved through site visits was
explored. Similarly, Dr. Donald Fisher, a national examiner for
the Malcolm Baldrige National Quality Award (MBNQA) in the
United States, was invited to deliver a lecture on the
enhancement of assessment report to offer TQA participating
organizations even greater benefits.

2.4 Thailand Quality Award Presentation
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The Thailand Quality Award 2008 Presentation Ceremony

The Office of the Thailand Qualty Award of the Thailand
Productivity Institute held the 7t Thalland Quality Award
(TQA) and Thailand Quality Class (TQC) Presentation
Ceremony on March 12, 2009 at Aksara Theater. The
event acknowledged the achievements of TQA winning
organizations whose excellent management system is on a
par with global standards; and, to encourage TQC winners
to further improve themselves in order to be awarded the
prestigious Thaiand Quality Award. Deputy Prime Minister
Kobsak Sapawasu graciously chaired the ceremony and
presented TQC 2008 to four winners: Gas Transmission
Pipeline (GTM), PTT PCL, Thai lLube Base PCL.,
Bumrungrad Intemational Hospital and Taphanhin  Crown
Prince Hospital. There was no winner of TQA in 2008.

Other TQA related projects

"Leading Business Management: Excellence through
Sharing" Project

Thailand Productivity Institute, together with, the Bureau of
Standards and Evaluation of the Office of Higher Education
Commission organized the “Leading Businsess Management:
Excellence through Sharing” Project in 2009 with the
primary objective to help Thal business administration
institutes  produce graduates with capabilities that meet
naticnal and intemational standards, as well as, the TQA
excellent education quality criteria.

The four pilot educational institutions were the Faculty of
Commerce and Accountancy of Thammasat University; the
College of Management of Mahidol Universtty; the Faculty of
Business Administration of St John University; and, the
Faculty of Business Administration of Assumption University.
Educational quality criteria experts Assoc. Prof. Rachavam
Kanjanapanyakom, Assoc. Prof. Presyanuch Yamwong,
M.D., Pomtip Kamchananiyot, and, Sittisak Prukpitikul, M.D.,
were assigned as mentors for the respective institutions.
The objectives of the project were to help the pilot
institutions understand the principles and the criteria of the
excellent educational quality criteria, and, to apply this
understanding to the improverment of the efficiency of their
institution and their courses. It was hoped that the pilot
institutions would be able to promote the criteria among
other educational institutions as well.

"Education of Excellence” Discussion Panel

As a supplementary activity of the ‘Leading Business
Management: Excellence through Sharing' project, this
discussion panel promoted the exchange of knowledge and
experiences in efforts to improve the quality of education,
as well as, to ralse the quality of Thal higher education to
meet international requirements. TQA expert Dr. Luis Maria
R. Calingo from the United States was invited to lead the
discussion panel and share his experience with top level
executives and participating administrators.
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Government-supported improvement
of business potentlial and security of
the private sector

With the private sector being the key mechanism driving
national economic development, Thailand Productivity
Institute has engaged In the government-supported
improvement of business potential and security of the
private sector through the development of management
potential indexes. The data generated by these Indexes
has provided governmental agencies with the data
necessary for the establishment of their policies and goals
for the private sector for whom the data could be used for
benchmarking purposes.

3.1 Consumer satisfaction index-oriented assessment by

govemmental agencies

A National Telecommunication Committee Study on
Consumer Awareness and Satisfaction

Information techrology no longer serves as a tool for
communication. It is now used as an indicator of a country’s
developmental status on a global stage. Given its
significance in economic growth, It is extremely important
that consumers are aware of their rights and the faimess to
which they are entitled in the use of products and services.

The Thailand Produciivity Institute conducted the Telecom
Consumer Awareness and Satisfaction Survey in 2009 for
the National Telecommunication Committee. The survey's
main purpose was o give Intemet users via fixed line
telephones, mobile phones and dial-up/broadband Intemet,
a channel through which they could voice their opinions and
reflect on the awareness of their rights. The data provided
by the survey helped the authority compare quality of
products and senvices; understand the elements with impact
on awareness and satisfaction of consumers in Thalland;
and, establish naticnal policies on service quality
Improvement, as well as, research and innovation among
service providers. The results of the survey alsc helped
improve the govemment's public products and services to
best correspond with the demands of the people. The
project ran for about one year from January 4th to
December 18t, 2009.

swonls:hl 2552

Encouragement of people and
organizations to adopt a culture of high
performance and social responsibility

"Productivity Talk" a seminar for the promotion of the
productivity concept and modern management tools
among member organizations and the general public

Thailand Productivity Institute has continued to promote the
concepts of productivity and modem management tocls
ameng member organizations and the general public via the
monthly Productivity Talk (P Talk) seminar. Topics covered in
2009 were such as "Thinking for Success', "Breaking the
Customer Code" and "HRD Strategy and Smarter Change”.
The seminar sessions have atiracted great interest and were
warmly atiended by the target audiences.

Productivity awareness and skills development youth
camp

The FTPI values the need to instil the concepts of
productivity in young pecple and students so that they grow
to be highly developed adults who are able to put such
concepts to good use both for themselves and the country
as a whole. The "Think Smart, Act Smart” camp has been
held as a part of the primary education and secondary
education productivity orientation initiative since 2005. The
camp aims to reinforce thinking and working processes with
the use of quality productivity tools including QCDSMEE,
Kaizen, 58 and 7 Wastes. The camp also instils in the
minds of participating Grade 10 students and teachers the
significance in making the best use of resources in
accordance with the productivity concepts. The teachers
can also apply these principles to their instruction via
activities such as reality camps or walk rallies.

Camps were held in the scuth at Ratchaprapa Dam in Surat
Thani in August 2008, and In the north at Jae Son National
Park in Lampang in November 2008, Fach camp was
attended by about 80 Grade Ten students and 20 teachers.
Two more camps wil be held in 2010 in Central and
Northeastem Thailand.

Inclusion of productivity as
a national agenda

Inclusion of productivity as a national agenda

Thailand Productivity Institute presented the draft of the
productivity Improvement strategic plan to the assembly of 37
top level executives and qualfied individuals from the public
and private sectors, In order to engage them in a
brainstorming discussion at the Productivity BExpo 2009 event
oh June 10N, 2000. The plan was subsequently revised for
preseration to the Ministry of Industry and the Office of
National Economic and Soclal Development Board.



FTPI Development Plan in 2010

In order to ensure sustainable competitiveness for Thai economy in the
world marketplace, Thailand Productivity Institute (FTPI) has initiated, as
well as, completed several plans in 2009 which aim to steer the Thai
industrial and service sectors to a Creative Economy. Such plans are
designed to foster a business culture of effective and efficient
management, which has been one of the key weaknesses of the Thai
economy, and at the same time, to garner collaboration from all relevant
public and private agencies to help conserve the environment.

In this regard, the FTPI has laid out the following two strategies to set
the course of the country’s productivity improvement.

1. Establishment of management criteria of an international
standard. This will enable success-driven organizations of
various industries to effectively ascertain their own progress
against proven management benchmarks.

2. Provision of consultation and training programs to help develop
management skills and add value to existing products. This is
done utilizing a range of advanced tools and know-how which
are suitable for each market and target group.

For the coming year 2010, the FTPI also plans to organize the following
training programs to help improve the competitiveness of Thai
entrepreneurs even further.

Industrial sector

Thailand Productivity Institute aims to help strengthen Thailand’s industrial
sector, while at the same time, instill in these organizations a sense of
social responsibility and environmental friendiiness. In this regard, a
number of new projects will be organized, as follows.

The ‘Green Productivity’ project will focus on teambuilding and
productivity enhancement, as well as, environment conservation.

Through the ‘Standard of Eco-Products’ project, the FTPI will work
with a number of government agencies, industrial associations and
private organizations in establishing a comprehensive standard for
eco-friendly products.

The ‘Intemal Logistics Enhancement” project aims to guide business
organizations on how to improve their intemal logistics systems.

In addition, the FTP| can also design personalized training roadmaps
for specific business needs. This will enable organizations to plan their
training more effectively, as well as, systematically ascertain their
progress along the way. International specialists and experts on
various management subjects including Six Sigma, Lean and TQM
systems will also be invited to conduct special sessions for interested
entrepreneurs in Thailand.

<4
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Service sector

In 2010, the FTPI aims to extend its training courses
and services to cover more of the Thai service sector,
which is also a major contributor to the country’s
overall economic development. The service sector
encompasses key industries including public health
services, educational services, tourism-related
services, retaiing and wholesale, as well as,
transportation. The FTPI Productivity Improvement
framework has been incorporated into the newly
developed “Lean in Service Sector” specially
designed to help enhance efficiency and effectiveness
in service-related businesses. The FTP! also intends to
provide reliable performance indicators, as well as,
foster a network of benchmarking systems and best
practices for the service sector.

Government agencies and state enterprises

Government agencies and state enterprises are the
vital engine that drives the country forward, and as a
result, are a key target for productivity improvement
in 2010. In 2005, the FTPI initiated a project to
evaluate and enhance the performance of sub -
sectors in government agencies, and the efforts have
continued until today. Yet for 2010, this successful
project will expand to cover education agencies and
local administrative offices, as well as, a number of
state enterprises.

Moreover, the FTPI| realizes the importance of
continuous youth development to the future growth of
the country. So in 2010, the institute will place a
great emphasis on instilling in their minds the
concepts of productivity and sustainability which lead
to long-term prosperity. Such efforts will be done
through a number of productivity camps throughout
Thailand which target university students who soon
will enter the labour market and contribute to a
stronger and more stable Thai economy.
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In addition to carrying out our principal
mission in promoting productivity at a
national level, Thailand Productivity
Institute (FTPI) never fails to make
continuous and constructive endeavors
to develop its own efficiency and
effectiveness through a variety of
activities. Such activities in 2009 are
detailed as follows.

swenulsl 2552

Enterprise Resource Planning (ERP) for Improving
Performance in Operation Planning and Monitoring

The FTPI initiated the EPR system on October 18t, 2009, in
order to enhance its investment and resources management
system, at the same time, strengthening its ability to provide
productivity support and services to customers, members,
entrepreneurs and the general public. The EPR system has
initially been utllized to integrate the following four core modules
of FTPI senvices in an efficient, real-time manner - Project
Management; Procurement; Finance; and Sales & Marketing.

Throughecut September prior to the launch of ERP, the FTPI IT
department provided training to all staff members to prepare
them for the new system. The training was warmly welcomed
and attended by a large numbper of FTP! staff. Also, once the
system has been launched, all the problems or difficulties
regarding the system have been gathered and offered
solutions. Such issues and solutions can be viewed at "ERP:
How to" section on the FTPI share point (so-called i-zane).

Development in Human Resources Management

In 2009, the Human Resources Department of FTPI significantly
developed its HRM system to retain capeable, proficient staff,
and at the same time, provided a rang of skil development
programe for its staff. Important detalls in this regard are
summarized below.

1) Competency System Upgrade. The system was first put
to experimental use in 2007, and was later upgraded with
an improved Competency Dictionary and evaluation criteria.
ft was recenty evaluated in August 2009 and the full
system Implementation Is scheduled to take place In the
fiscal year 2010.

2) Core Competency Development. Training programs were
conducted to improve four core competency areas of FTPI
operation, namely Team Awareness, Senice Mind &
Customer Focus, Communication Ability, and People
Managerment.

3) In-Country Training Program for Productivity and Quality
Practitioners. This training program was a joint effort
between the Human Resources Department and the
Intemational Relations Depariment. It was held during
October 12th-16t, 2009, to inspire ideas and provide tools
and techniques in productivity for FTPI consultants, trainers,
as well as, staff. The event featured overseas productivity
experts from APO member countries as lecturers, and the
objective was to help equip trained personnel with the
knowlaedge and the expertise necessary to improve their job
performance.

Adherence to Good Governance. A commitiee tasked
with the mission to implement the Good Governance
principle throughout the FTPI operation was formed in
February 2009. The commitiee has now finished drafting its
Good Govemance framework, and is ready to promote and
put it intc action.
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ISO Compliance

Competition in international irade is becoming
increasingly intense, and a high standard of products
and services may no longer be sufficient to remain
competitve and t© win the trust of Intemational
customers. What is becoming more and more important
Is the ability of a company or an organization to comply
with the intemationally-renowned ISO standards.

Well aware of this significance, the FTPI appointed its
own Quality Management Committee in 2009 and
tasked it with the mission to ensure that the overal
operation of the organization complies with the ISO
9000 standard. The committee is also responsible for
cooperating with relevant personnel from all
departments, taking into consideration thelr comments
and feedback, as well as, creating an effective solution
to any rising problem. The findings of the committee will
also contribute to the establishment of the Key
Performance Indicators (KPIs) of the FIPI in the
following years.

Knowledge Management (KM)

In 2009, the FTPI extended its Knowledge Management
(KM) efforts with the CoPs (Communities of Practices)
training program wnich was developed from the best
practices outlined in the instiiute’s 2008 Procedure
Manual. The activity was focusing on three interesting
areas Including Negatiation Techniques, Presentation
Techniques, and Coordination Techniques. The event
featured the FTP|I Executive Director and the Vice
Executive Director as keynote speakers and was
attended by a large group of enthusiastic FTPI staff. The
summary repart of this training program has been kept
at the FTPI Knowledge Center under the 'Presentation
Skills" topic, for any interested individual to study.

55

The FTPI has continuously been engaged in the "5S"
activity for many years. Every year, FTPl organizes
activities to promote cooperation, increase mativation,
and reward oulstanding individuals based on the "5S"
medel. For example, the Golden Star Zone award was
presented to departments which eam the full score in
all of the five aspects of "58". The FTPI also
encourages winning departments or indihviduals to share
thelr storles of succaess to other staff members. In
2008, the "BS" Monitoring Committee arranged a
number of activities including the "Big Cleaning Day', a
preparation prior to the 5S performance evaluation; the
"58 Market"; the "Clean and Cool Desks" contest; the
campaign to promote effective management of electrical
cords to reduce accidents; and, the "Document Folder"
contest.

Idea Ido

Launched in 2008, this Innovative program aims to
motivate FTPI staff to be even more active in productivity
activities, as well as, 1o explore ways to help improve
FTPI operations. Participants get mileage in retun to
accumulate or redeem for some fantastic prizes. In
2009, a total of 133 ideas were submitted, and the
outstanding cnes were selected to be featured in intemal
publications. To give some examples, such ideas
included the way to keep electrical cords in the office
more neatly by tyving them in certain ways, as well as,
tips on how to select the most cost-effective monthly
mobile phone promotions. Since the introduction of the
mileage system, more and more staff members have
participated in the program.

Relationship Building Activities

In 2009, the Relationship Building Committee was
established comprising representatives from virtually all
FTPI departments. The major objectives are to promote
unity, teamwork and effective ways of warking in
hamony, as well as, to help foster a good working
relationship and to boost morale among FTPI staif which
are important assets of the organization. Key activities in
this regard included the following.

‘A Lo Ha on the Beach', a fun-filled outing trip
to celebrate the New Year 2009 at the Amari
Hotel and Resort, Pattaya, during December 15t-
16th, 2008.

"Great Fun on Songkran Festival®, a Thal-style
merit-making program with activities and games,
held on April 3, 2008.

"FTPl Wonder Games 2009: Enjoy and Fun
with Exiting Games". This sports-day activity to
strengthen the relationship among FTPI staff was
held on August 29th, 2000, at Pracha Niwet
Sports Center, Bangkok. All staff were having a
really good time participating in various fun-filed
games, a cheerieading competition, and a parade.

Annual Report 2009
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Donation of Second-hand Office Appliances and
Computers for Educational Purposes

In 2009, FTPI donated a number of second-hand office
appliances including computers, CPUs, keyboards, LCD
monitors, as well as, water coolers and partiton boards, to
educational agencies in many provinces. Such agencies
included the Baan Diangtawantok School in Sri Saket province,
the Foundation of the Blind in Thailland under the Royal

@ Q @ Q @ @ @ @ @ @ @ @ @ Patronage of HM. the Queen, the Phrapariyatdharm Sri
A @ Q @ Q @ ﬁ Q @ @ @ @ (4 Phukradueng School in Loei province, as well as, the Foundation

for Children with Disabilties and Education Area 2 Office in Mae
Hong Son province.
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As always, in 2009, Thailand Productivity
Institute (FTPI) was highly determined in

its responsibility to society, communities Book Donation... Providing Food for Thought to
and the environment, with an aim to Local Communities
better the standard of living of Thai
people. Improving the quality of life of At FTPI, we peheve that educatpn is ‘the Il<ey to developing
. . human potential, and to comply with this belief, the Sales and
Thai people is one of our fundamental Distribution Section of FTPI led an effort to donate used books
missions, many of which have been on organizational productivity, as well as, educational CDs on
achieved through the following social such interesting topics as Best Practices: Human Resources
Development, Smart People Smart Work, Productivity World
Journal and Productivity for Young Learners. The donations were
made to the Singburi Industrial Office, and the agency was
tasked with the job to distribute them to a total of 25 community
centers created to promote the “Sufficiency Economy” and
Local Wisdom principles throughout the province.

contribution activities.

Making Merit on Songkran Festival

On April 3d, 2009, just days before Songkran Festival, FTPI

held a special fun-filed event to celebrate the Thai traditional
festive season, and at the same time, raise funds for charity. A
total of 9,667 Baht was raised on that day, and the FTPI
management and staff later donated another 8,070 Baht. So a
total of 17,637 Baht was donated to help construct a building
for a Hospital for Monks in Udon Thani Province in cooperation
with the revered Buddhist Monk Luang Ta Maha Bua.

Donation to the Home of Blind Children and People
with Disabilities

The FTPI Productivity Promotion Section led a team of staff to
donate daily necessities such as detergent, tissue paper, milk,
as well as, a fund of 5,400 Baht to the Home of Blind Children
and People with Disabilities located in Ramindra Soi 34. The
donations were made to help support blind children who also
have other disabilities such as mental retardation or Polio. These
donations can do much to ease the lives of people in need.
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