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Global Trends and Challenges of Service Provider to meet Customer Expectation

by Dr. Marcus Lee
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Transforming SMEs for Service Excellence through Productivity and Innovation

by Dr. Marcus Lee
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Service Excellence = Design x Culture
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£99188971uLIgsNA (Business Model Canvas)

Customer Satisfaction Measuring and Analyzing for Productivity Improvement:

Japanese Practice of JCSI (Japan Customer Satisfaction Index) by Mr. Taro Asano
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Service vs. Product

* Traditionally, products have been considered separately
from services.

« However, in recent years we have seen the ‘servitization'
of products and the ‘productization’ of services to meet
the economic demands of mass customization, while
also providing personal-centered service value.
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FaatienstiAnEpeIwinnssunisinnissnisIiilugUuuuduén (Productization of Services)
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Taiwan Taxi Fleet Corp.
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THONGLOR PET HOSPITAL
*Pricing more than 30%

Funding

Employee
Management
System

*Total Lifetime Pet Care
*Focused on affluent pet lover,
“focus an owner satisfaction
“Choose the best for your pet”
~Custaomer oriented

Customer

Management

System

14-IN-12-GE-WSP-B NeerachaW (2014)

Higher than Govt Hospital

*Preferred Employer
*HRD Oriented
*Teambuilding

150

Register thru internet first
— Pre-appointment hastens
Process, improaves service
[custamized preparation)
~CRM
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azaanaue daanns lusianianal 3ednitlugsianliitinisuuy Smart Excellence

MNachonchai Air

Safe and on time transport
*Safety

“Camfart

*Timely

*Pazsanger ariented
Cuality

Customer Turnover,
More passengers

=Preferred Employer—
good pay |(better than
other industries)
*haximum of 4 hours
continuous driving, 10 hrs.
per day

sPerformance Bonuses
*HRD Criented

*Booking = online, counter
*Easy Payment System
[Credit card, Televen, ATM)
*Membership Card (Loyalty
Program)

=Customer Complaint
Mechanism

=Own Terminal

2.5 wan/esrprnuinlaainnisdinsauianssungy (Group Discussion)
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(Key Factors and Frameworks of SMEs service Excellence)
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ATUNNL

Key Partners
Local Community
- Suppliers

TAT &Dasta

- Supportors

Key Activities
Green Activities
— Phunacome
Learning center

Cost Structure

Human Resource
Operation Cost (Electricity,
Materials Purchasing, etc...)

Customer
Relationship
Phunacome Eco
Club Card

CRM - Green
Activities

Value
Propositions
Green resort
for a

sustainable
living

Revenue Stredaims
Room Revenue

F&B and other services
Green Activities
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Customer
Segments
Middleto upper
incomers with
nature and
culture loving
traveling style
preferences
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Funding
High range room rates in the area
[ Eco Tour Arrangement
Green Products

Employee Management System
I HR im-house and cross training programs

Phunacome L Leadership program — Leader in Green Activities

Customer Management System

Lifetime Loyalty Program
Green offer for special guests — Biker, Volunteer

Key Partner Management System

M Supporting local community activities : Phitakhan
Performance, NV Garbage Charity Program,

Change Dansai Program, Danzal Bike Club, etc.
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