FEUNTIENSINTATINTTIaN L
13-IN-12-GE-OSM-B-924
Multicountry Observational Study Mission on SME Best Practices in Service Excellence
SEUINTUR 2-6 AuEE 2556

o sl Uszinalandu

Apvinlag wagIng \AURTRRNIA

IN.HAANIEIUNUINANGAT ADITUNHHANBAUINTIR

1
o

AUN 4 FAAN 2556

dquil 1 dayanilluedasinis
1.1 swauazaalasanis

13-IN-12-GE-OSM-B-924 / 1a34n3 Multicountry Observational Study Mission on SME

Best Practices in Service Excellence

i ybservational Study Missio Multicountry Observational Study Mission on
Multicount: "
SME Best Practices in Service Excellence 3 SME Best Practices in Service Excellence

o 2-6 September 2013, Taipel, Taiwan, Rep. of China

WELCOME

=

1.2 gEeLIR
329U 2-6 fueney 2556
1.3 gonuian (e dszna)
o Wasln dsznaldudu
14 durheiladszitasenns
Muhammad Idham bin Mohd Zain, Program Officer, Industry Department, APO
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® Dr. Wun-Hwa Chen : Overview of Service Excellence in ROC
® Mr. Matao Ishii : Improving Customer Satisfaction in the Service Industry of SMEs

/ Business Excellence and Service Innovation

® Mr. Noriharu Kaneko : Quality in Service Industry/ Quality Assurance in Service

Industry / How to prepare effective visual SOP for daily Mgt. in Attendant Service
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China, Republic of Mr. Cheng-Yi Lin
Market Research and Service Innovation Consultant
China Productivity Center
Mr. Wei-Lun Tseng
Marketing Consultant; China Productivity Center
Mr. Yi-Shiuan Lee
Administrator; China Productivity Center
Fiji Ms. Irene Yuen
Productivity Officer ;Ministry of Labour
IR Iran Mr. Mir Davood Ojaghi
Renewable Energy Manager
Industrial Development and Renovation Organization of Iran
India Mr. Manish Rajoria
Director; Aadarsh Pvt. Ltd.
Mr. Narendra Chandrahas
Director; NPC
Indonesia Ms. Maria Dian Nurani
President Director; PT Aicon Global Indonesia
Mr. Rudy Darmadi
Director ;CV. Nadhira Prima Cita
Malaysia Mr. Hulwan Afif Bin Haiji Idris
Director / General Manager
Amani Hotel Sdn Bhd
Ms. Nor Hafizah Mohd Arop
Manager; Malaysia Productivity Corporation
Mongolia Ms. Bayarmaa Gantumur
Head Project Management Department; INTERACTIVE Bl
Nepal Mr. Sunder Thapa
Senior Industrial Officer; Cottage & Small Industries Development Board
Pakistan Ms. Syeda Huma Kaukab Bukhari
Vice President; Zarai Taraqgiati Bank Ltd.
Mr. Tahir Shaheen
Manager Legal Service

Small and Medium Enterprises Development Authority
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Philippines Ms. Michelle De Ocampo-Ballesteros
Founder / Chief Executive Officer
Ex-Link Management & MKTG. Services Corp.

Sri Lanka Mr. Galbada Payagalage Janak Nishantha Perera
Human Resources Development Assistant
Department of Manpower and Employment
Ministry of Productivity Promotion
Mr. Nishshanka Don Ruwan Harshajeewa
Human Resource Development Officer
District Secretariat, Kandy

Ministry of Productivity Promotion

Thailand Dr. Orawan Kitchawengkul
CEO President and Founder
Bangkok Dermatology Center Co., Ltd.
Mr. Suvit Janesawatpong
Manager Training Development Division
Thailand Productivity Institute (FTPI)
Ms. Suparin Charoenpanich
Senior officer level2
Office of small and medium enterprises promaotion
Vietnam Mr. Trinh Ngoc Thao
Consultant; Consultancy Department

SME's Development Support Centre 1
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Overview of service excellence in ROC by Dr. Wun-Hwa Chen(liitang@nsisznaunis
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industry of SMEs by Mr.
(318REIRUAMNLANFITUUL 2_Mr. Ishii-Presentation 2nd of Sept)

Improving customer satisfaction in the service Matao Ishii
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Good Spiral of Human Satisfaction

Philosophy (Human resource system)

For management

Good Spiral of
creating profit

For staff
Happy Spiral

Create mutual trust and growth
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Quality in service industry: Japan perspective by Mr. Norikaru Kaneko(tan@15ud 3_ Mr. Kaneko_1

Quality in Service Industry
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5mmﬁﬂwmmmmuﬁmﬁqﬁmmmnm’wmnmmmmﬁm iunaraRLazNsdae LB LY
naReatuueneananililill - AunneessuEnstuTuninaugliinng Aanaiesnismegnin
Usunlaenldnelainsiniane g ANMNIBNULENARWENedRlAENn ﬁqfumi%ﬁuﬂmmmw
nsliisnisvisanisssgaanuiiudalunisisnisnanslfiiaue 3 Tuperlumssiiiunsie

1. feadlagainnlieuiiznissiag words of characterization
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_|Sample of Characterizationin service quality |_ Sample B

: S015 Workplace safety and health
% K 5 Dangerous movement and work of regular cleaning

5-2 Work at high places

Smile L1 Smile L2 Smile L3 Smile L4 Smile L5
E @ @ @ @ IZEO What should be done _X What should not be done
Smile L& Smile L7 Smile L8 SmileL9  Smile L10 A -
Provide clear service criteriaand o
sufficienttraining to service staffs & Be sure to put ® Do not go on top ® Do not go on swivel
Copyrizht Norinars Kzneko2013 2 stoppers on board (forbidden by chairs 2

the labor authopfiest . . crved caM Co. Ltd. 2007.02
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Quality Assurance in service industry by Mr. Norikaru Kaneko (t2n@15uU 4_Mr. Kaneko_2 Quality

Assurance in Service Industry aztand@1suudll 5_Mr. Kaneko_3 Prepare Effective Visual SOP)
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Business Excellence and Service Innovation by Mr. Matao Ishii(tan®@15Wuu 6_Mr. Ishii_Presentation

3rd of Sept)
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Appellation of beef tang Negishi’'s Main Menu
Negishi named part as “White”
Negishi serve White (34%, 9 slices) as “Tang-Toro™ =
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Case study sharing: Best practices of service industry around the globe by Mr. Simon Chen (Lan#d15

WU 7_Mr. Simon Chen-Wowprime Case)
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Paying for value

Taiwan: 220 restaurants (end of Nov. 2012) High price consumers
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Fufl 3 (4 na. 56) Site visits
White Wood House(WWH) : In pursuit of service excellence in food service industry
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I-MEI Foods Co.,Ltd. : Productivity Enhancement by Kaizen on service process
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Fufl 4 (5 nel. 56) Site visits
E.SUN Commercial Bank Co.,Ltd. : Customer satisfaction through ICT and HRD system
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A2UN 4 LANANTULL
4.1 ﬁ’lﬂuﬂﬂ’]‘iﬂ‘fﬁ.l’&i’]i!ﬂ (Program) 318AZR8ARNNIANANTILL 1
4.2 \and1sdsznaunisuset/aunun (Training Materials)
4.2.1 1ana19LUL 2_Mr. Ishii-Presentation 2nd of Sept
4.2.2 19NA170LU 3_ Mr. Kaneko_1 Quality in Service Industry
4.2.3 1ana19uhUL 4_Mr. Kaneko_2 Quality Assurance in Service Industry)
4.2.4 19nA17UU 5_Mr. Kaneko_3 Prepare Effective Visual SOP
4.2.5 1 ana19UL 6_Mr. Ishii_Presentation 3rd of Sept)
4.2.6 1BNATHUL 7_Mr. Simon Chen-Wowprime Case
4.3 szanlaadaduaddinansussans (CV)
® Dr. Wun-Hwa Chen
Professor, Department and graduate school of business administration National
Taiwan University
® Mr. Matao Ishii

Representative, Shonan Institute of Management
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® Mr. Noriharu Kaneko

Managing Director, Service Quality Management Co.,Ltd.

® Mr. Simon Chen
Director, Service business division, China Productivity Center
4.4 91891UNBUNI5LAUNG (Country Paper-Thailand)
SVEAIDEIAANN LN AT TLUL 8_Thailand Country Paper_Mr. Suvit
4.5 Country paper 1aduaazlszinaiidnsaniasanig
PEUALBE ARINLBNANTUUL 9_Participants Country Paper
4.5 LANATUNAUBNANUNAIANNLLITINAANTTNNGH (Group Presentation)

AR ARNINLBNANTHL 10_APO sme application
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