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1159199491070 (Working From Home—WFH) 1unwifnnisyiisuuenaaiudivieu
fannsavinnuiilyu Helafld warduuumaisamsssudrauiedagiu wigniunusuldlnisnads
Werusazrneanediny (Social Distancing) Tuaaiunisainisunsszuinveddada - 19 ¥lwiadie
mavihnudunaneiduasnnilvl (New Normal) Aidunszuandnvesdnsilantagtu umAaAnNsi
thiausasdnnuiifeiueudunvesnsinuanniithy amamnevesnsvinuaniitau deduas
Fosogvesmsinuaniithu weaiseuimudlanasuSsuifieuliiumuunnsiwesnisyiieny

v uluusuniasuLlasly
AAARY: NMIYINNUNTITIY, NsEIUsTEERaNIedIRy, Auundlug, Tsaladn - 19

Abstract

Working from Home--WFH is the idea of performing work at home rather than in one’s
official place of work. It enables employees to work at a time at their own choosing. This practice
had been around for centuries, but has recently become wide spread because of the prevalence
of the Covid - 19 pandemic. An old way of working has thus become the new norm in today’s
society. This article deals with the history of working at home, its precise definition and the
advantages and disadvantages that it entails. It underlines the differences between working at

home and in the workplace, and examines the influence of the two contexts.

Keyword: Working from Home, Social Distancing, New Normal, COVID - 19
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famenuzlfasieluasnsuedsild danasruaveadielalalsu 2019 vie Tada - 19 (COVD - 19)
IhFusutuludousunen e, 2562 o flesgdu Ysematu (Juldalalsudiianisszuialuuyed
awiuglmifdunuargauaoiugi 7 Guinerdouiing, audnisunmdngauniven, 2563) vinli
rounthilinisdendelfalalsuaeiuglvl uaslsalivensniaviiintuanlfasininansde 1y
19g8u Th¥adu nielininiinn dsdmusaiuanudrlafinannedeuisiunslosiuuazfnwlsn
AINE LﬂummimﬂmmmqnmmwsLLavuﬂ’mmmamLwmaﬂuumimﬁuawmmvauLwaﬂmﬂu
audvau unailendnidssnaifendeuvuiing Saintinguyana #ad glinia vievseinels
Ussinamiaduuvasiinveadolsn dafuosdmsoudelan (WHO) Fsusemadedidumenisdmiuld
Bonlsamadumelafidannhialalsnaeiuglyaa Tade - luiifiu (covip - 19) Tasdeiianandrde
Tunwdinguuesdilalsuilida uaziida (Disease) fnvadilsafuldifu sunfua 19 Fuansdadid
enunundsruInaduen dudedifunanisvendeliia 2019 - nCov Hu AmznIIuMITENINS
UszimAdnsigaunsuisuinevaslida 1a5a (Interational Committee on Taxonomy of Viruses)
(ﬁ‘ﬁ%lma, 2564) @ Amunllddelaidn SARS - Cov - 2 ahialalsunlsamadnumeladeunduguuns
ﬁuu@maaq (Severe Acute Respiratory Syndrome Coronavirus 2) L‘l’jmmﬂﬁm’mLﬁ&ﬁ%@d%?ﬂﬁuQﬂiim
ogulndBatuideladalsnusa dmduludsewdlng s19Ra9Un®Y IHBuNT “UseniAnsznsig
@510 (FosTeuazenisddnueslsafndodunsie @UTUT 3) w.e. 25637 Tagfvualiilidestng
Hunamsi “lsafiadelaialelsun 2019 wielsalain - 19 (Coronavirus Disease 2019 (COVID - 19))”
wazidiuauasliinisussmalilsafaidolsalalsun 2019 videlsaledn - 19 Wulsefasedunsis au
wszswdygAlsafnde w.e. 2558 ilousslovilunisiiiseds Jostu uazaunulsnfndedunine
(UsENANTENTIESITUAT, 2563)

anunsaimaunsszuinvedisaledn - 19 fausvanet wa. 2562 SnssvuingunsuasBaie
gmunudossn wnuiindonelmiduiilunaeUssmaiilanegseiiles uazdssansznuainniulu
2n¥e auidleudl 11 funaw ne. 2563 asdnseundielan (WHO) Uszmalsinisundssuinvesidolada
Talsunaneiuglvlidy “nsssuinlug” (Pandemic) ndsaniteanawluly 118 Ussinasilan
ﬁaﬁ’wuau@’ﬁmL%ﬁJLLazQ’Lﬁa%imLﬁwﬁuﬁ]usﬁm’;uwmasmi’mL%’J (nsumavnulsn, 2563; T0%lne, 2563)
nsunsszunmastsalaia - 19 iliszenslanldfunansenusiuaumnn seiuguniwnanie 3ala
\AswgAa dany man Jesrndsusemalveldsunansenufananisewuiy wasiileriuaunsunissun
yaslsalaidn - 19 SguradelafivinsnisveninusauiieliuszvrvulsungAnssunisedsauiu
AUANAYAUNITIIUIZEEUIN9E9AN (Social Distancing) 49AANTIUNIIEIAL Lﬁuaq'ﬁmiﬁmmﬁqm
punloune “ogitin eaide owi” (nsenssansisngy, nesqufinu, 2563) InendsainmsUssey
Aoy FuUR3 Tuil 17 funau wa. 2563 SuAliynmisnufinsanunasmamaeiiaiiny auan
ity wazdaadilildszuudumesidn 1wy nsuszyumilng Tnelimhonumsmamambeviusuiay
207t (Work From Home) Litoanamnuuadnvesau annsidiuma uazanmsundideliialain - 19
Lilvinsundszuinogasunsanniu Tnsamiluaniuiingaunmamuns (faasugia, 2563) nely
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Tuieaiu NTEnTNNTeauAnY) Iemans Ideuasuinnssy (ngueaulssvduiug al.en. (n1sha
AIUN1TEANANYI), 2563) ponUsEMASes “dinsmsuaznisihse Tansszuavedlsalidalalsun 2019
v3ol3nlA3n - 19 (Coronavirus Disease 2019 (COVID - 19) (atfufl 3): mMsUfTRnsvesanTugemfn
ietosrunsunsszuinveslsaleadn - 197 limganisddunufumsSeunsaeunnguuuy sntiy
nsiFeunisaounvuesulall Welrantugaudnulfuiuuasusuuuunisfounsasuainuuuund
\uuvuesulardlasanysainsunnudngainieluiuil 1 wwieu na. 2563 Jeaenndesriulsznie
NTUNNUNIUAT Fos “dlnanuiiunistinsn @iufl 2)7 Giwnnasal unay, 2563) otud 21
furew w.a. 2563 Tnglidaanuiilulnnganmamiuasifunsiiasauussaniidimun Samne
uiandunsnwnnszau wazanduninivn Wumgliaaidugaudneiluanngunnuniuas
Unvhmsifunstaasaiiud LL@::‘LJ%’ULﬂ?iaugﬂLLUUmat.%‘aumiaauﬁrml,mwﬂaLﬂuLLwaauiaﬁ FRIS
Trwiinanwhanuaniitunsuleuisveadazandunsing

MnanunsainsundszuInvedlsalaia - 19 wagmsuFuABuzULUUM S uLazMsIFou
nsaeudaiina1nan filsudalinguirasiiasiinssiuaziiausesdeufifeaiunsienainiitu
anufusnvesnisiauanitiu mnumnevesnsinunitu fefuazdesios vosnisviau
it Tnemsdeudunisnnuduuivesnsvinuainiiviunduldludinouiiaziinalulad
frunsdeansinsesnnauiiniu nsziadndgauiunaluladansaumanazuinnsauidandonunls
niauanditu tielddanudangu azainauie awisavinauanilvy adladld Tne
fiusyavsnmmahaumiiouds visenamnntuniuiy aundsigtuiiAnaounsainsunsszuin
vasladn - 19 Welifunuuandiswesmsvihauanithuluiduniasuuladluvesdenulneuas
demulan

aruiduanvesnsviauanniitay

neiauaniitudatuadusniivssmadingy Weussaia 300 Uikuan dreUszana
U Al 1665 - 1666 IdAnnlsnszuanddluniulungsaouneu (Great Plague of London) vhlvissanau
Fedinn1 100,000 Au Fgunasngulumzduldoeninnsnmamisuasisaaelid “nstussesig
URNGAGH Imaamuﬁﬂmnmsﬁu%u smﬁgwmmmmﬂ%’guazLaﬂﬁuuﬁﬁﬁLﬁuqsﬁaGiN 7 Amuauleug
Twinauanansavhauaniiddld eannsundssuiaveatenilsn Fasmmine doiausadle
penUsenAdauninends warliindnwimnaunduluiFounilidesefiosiviy feetiosinetuis
daasurailnivedlan iieleusn 9@y (Isaac Newton) AnwiAuaiiuaznaaosinemanssenues
fitiu auadrawasuiisdlug 3 13eq 1dun adinaianituguunagda nsliesefainnduuas uas
ngussliugsvedlan auldsunsvuuunudntu “Yuimessd” (03U gassamszna, 2563; Isaneeviilad,
2563; UNRe Loa., 2563)

sourlugaiialuladnisdeasinsauuauldiFudundunumundy silinnsienu
farudangu uazarunsoiauiilny tailafld Feildnsiuidiuldsuanedeunindy
AUt asuuladly Guiansivewidsd, 2564: “50 Juansvineunidlng,” 2563) fai

Turasmmssy 1960 (A.A.1960 — 1969) ursiigavnssumsuandiuausnn (Mass Production)
Mduivln Aatudunieivhnudeiiassddnswihnuainiitiu wu dnideu datu eanglu
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Wodlugegsiheein aounau wazursa Tudl 1969 adu Asea Unineirmansnatnningdunmedyan
vesanizewini Ifdsuamilsdefuiedesiulnadin renfinnoiuasiaiosdedearsiva q azivdsy
FAnwaznsviauveseu TaswiFonin “laflufnd” vdenssmiuvesiiiiin msdendeiu ua
indesldliii Aiflaglaiduy uinaneifunuaAnilésunisnanviumasduiiand

Turaemansss 1970 (A.A.1970 - 1979) ugaiiimssasumsldtiu wasiurlfenuddy
fuemaiiuians ndnduliinisléimaluladnisdeansludinusediiu uaztorhmsifumadiooniios
dieluvhanuriliann1sasasinda wazdmansznuiaiiesdeaninwindon MidmansaldiAgy
Aadu dudienisidennanieserniailazein (The Clean Air Act) ludl a.a. 1970 deown lugad
A, 1973 indngiindfungalewn (OPEQ) matidusismeseuanasnsussriedasioaiudus - i3y
dawansynusuLTWoanigenisn nduinideanuminendeuadnesiilels ileg uia dada viin53de
\Aatunsiauanditi (Telecommuting) wagld3unsifinsilud a.e. 1976 nan153duaguin
wielulafagdeliuisnusgndannlidieas Tasnslindnaurieaniiduld desnlud e 1979
n¥annfingulaungnuuunifuingt 6 9 9ninginanitudivsgadulse iinneel nilsdefiu
The Washington Post IgARuiunAILE 09 Working at home can save gasoline Falwdorauonuin
welulafdeansinsauunny asauidaridngivduls luunarudmiadeuin “dWes 10% vos
aufldiunsdusaluiounfuiuniFhauithudsudduaiiay 2 fu fazganunsnanarumuiiy
103595195181 4% Tuthsaemenssudl 1970 Mavhauanituldfuanudendiunty e
Ao ImesdINyARaIEluYiowaIn

Tutanenssy 1980 (A.A.1980 — 1989) nanguisviluanizewiniizumaaedasanisiiauain
ﬁﬁw WU USEN JC Penney, American Express, The Hartford, General Electric, IBM, Levi Strauss & Co.
Dudu uazmane 1 vidmmaniigandlidiinisinunuuduiiagtu lugasd aa. 1980 3w
leTidy finsmmaeslassn1s Remote Terminals Auwinnuvaenguuazyiunogwioiiles Inewiinny
uitmlatiBundt 40% Mhlanvhauaniithu Fausdnledidundni aunsoasaildasléfe 100 &1u
wissansgluudazl Tl Aa. 1987 §a3u neviaes dnnensalouian laldeuaianisallilunidsde
“panlaniiany” (The Third Wave) nthuvdefivininaznansunidumnuddylugavesteyarinams lgay
naneundugudnarswesdsnluewian wasienmsivlavedumesiila Uwes asenes Tnn1sdnnis
nannseenluvieuuentiuaznaneludsdnady Selul ae 1987 dules fausiwifundn 1.5 1u
AuUIINTTL waznih 300 UIEWATTUSUATN Work From Home

Tugranaassy 1990 (A.A.1990 - 1999) Sguraansgasnidnasuliinnuainszeslng lned
nsvaaedlasanis Work From Home %o Federal Flexible Workplace Pilot Project ednudefuas
Fodopvosnisiauuenddnau Beniannsiian Flexiplaces wuin fidenaed Ao Wudszansanly
ns91u anaudndulumafuiiuivhenu wesandildarsvesesdng silfanineansaeyd
sudszanaililasinis Flexiplaces Sndenunsaluazaasiionts q Wninmuessgannsanuandduls
douludl a.a. 1994 luadeusysiunsuiindudu Ideenulouigliiiiudonnasindionisinau
LmummLﬂuﬁmﬂumam%’aﬁ%mﬂu (Flexible Family - Friendly Work Arrangements) lngldnalulad
miaamﬁmmu foulul A.A. 1997 The Government Accountability Office (GAO) Guaqamﬁal,mm
§visseudedvesnisieuanitiuiinu fsi fe anszozinanfiumsszninadufuiivho
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TugaamAds sy 2000 (A6, 2000 - 2009) n1sviuaniitivluanizoudnuiingadu uas
sy 3duiieafunisiauanditin wuin Tusewdned aa. 2000 - 2010 gfviauainiitiu
ogatios 1 YudedUniiiutund 4 &runu vioAndu 35% wagsuaugfivhauainittrudiuain
9.2 & 1y 13.4 druey Tudisszezian 10 U Sefivinuanithudnlngduntdnnudssd uas
finsfnurssiudTyaintulu Tl e, 2010 nud winnuusSmieuanittnnts 59% lugasd
A.f. 2000 — 2009 FnsifissuauresEEniivssmasuaiasnuwuuinumslng (Remote - Friendly) Tng
thinalulaBaunldlumsvihauanntu slsimauilenmamntulunsmeuiianansarhauaniitiule

lugimeissy 2010 (A.A. 2010 - 2019) Tudl a.a. 2010 Usesrunsudleuiunasuudeduld
W3z gAIA8n158LaTUN19Y91uN1elna (The Telework Enhancement Act of 2010) T4
nirsuaiasgiealiuleuirslunislandnauaiuisainauainsseslnald Tneludsudssunu
2014 - 2015 wui1 wiinawvesssAirTmn I uLUUASILNTTwRLaIn 39% LU 46%
sonlud a.a. 2017 wuin ueninilonnunenumag winnuuisniviinunniiviuegisdes il
vaaraiaul Snsnfiugeduis 115% uenanUssinaanigoiuing delidnnarsussinadid
nsvhamaniithuegnsiedanunuty 20 Sud waenilduduifeussmafiuuaud Saudodndudn
voslanludosnisauiidangu (Flexible Work) Fadrfutamsssuluieswesnslidedolauas
AuLENBNA (Trust and Equality) uazdsgalfidunagnslunsmeaunadramirnufuusem Tne laud
wisa3ndu UJenni Fredriksson) §3an1seensneinsyana uSEnulawma (Basstech Company) lu
fluuausnand “llsynauiesnaziiuvhnuludedugifuingune azidelenaluungy
Lil#maluladuasfsaunsiioginslnasmiauiuis wmnwnenavinnueyiumsiaanuviesaglui usian
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Abstract

The study aims to 1) to develop an algorithm for diagnosing marigold leaf disease with loT
technology and 2) to increase the efficiency in the determination of leaf spot disease with loT
technology. This is a measurement and an evaluation of plant disease outbreak to prevent crop
decline using photographic data. Support Vector Machine technique is used to help determining
marigold leaf disease, Alternaria sp. The efficiency test found that SVM model yielded a result of 86
percent. In addition, the satisfaction assessment results showed that farmers had the highest level of
satisfaction with the diagnostic technique. At the mean level was 4.46 and the standard deviation was
0.53. The results of the diagnostic efficiency test before and after the use of the loT system found
that there were significant differences. Therefore, the technique of diagnosing marigold leaf disease

with 1oT technology enables farmers to diagnose leaf disease more effective.

Keywords: Leaf Disease, loT, Marigold
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Abstract

The objective of this research was to study the development of electronic books for

quality control of tilapia fish exporting to the United States of America. The study was
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a mixed-method research. The researchers collected the qualitative data from in-depth interview
with the experts in quality control of livestock exporting to the United States of America and and
the owner of T.P. Farm in Kanchanaburi Province. The data also was collected quantitatively
using questionnaire among the population in Khlong Tan Village, Wang Nam Khiao Subdistrict,
and Kamphaeng Saen District, Nakhon Pathom Province. The population in this study was 600
and the sample size was 234. The sample was calculated using the table of Krejcie & Morgan.

The result in this study showed that the quality of the E-Book was acceptable and easy
access during the COVID-19 pandemic situation. The satisfaction level of using the E-Book was in
high (Mean = 4.73, S.D. = 0.52). Therefore, the researcher can conclude that the E-Book was
helping the people to gain knowledge on exporting of tilapia fish and had benefits in a real life
situation.

Keywords: Development of e-books, Quality Control, Tilapia Fish
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Abstract

Improving medium -term production planning process: A case study of abc production
company is research on improving the production planning process for AVl Tag production line, which
has problems in production and delivery of work late, and has produced more work than the
customer's needs. For this reason, the researcher has researched the steps and process of
planning the production line of AVI Tag with the aim of improving the production planning process
from the original medium-term production planning. By analyzing the problem under the concept
once an appropriate medium-term production planning process has been improved, it must be
controlled for everyone to follow. By defining operating principles in the form of a work

instruction manual and setting operational standards for quality control it is defined in the form
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of a guality manual, Quality Procedure.When quality is controlled, there must be indicators,
therefore, indicators are set out in the form of KPIs (Key Performance Indicators). From the
research, there are many problems that need to be solved. The researchers have applied ECRS
principles together with 5W1H, and the process mapping of the medium-term production
planning process has been reconstructed simplify and rearrange to reduce waste and create value

for mid - term production planning process activities.
Keywords: Medium Term Production Planning, Business Process Improvement
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Process Mapping (Slim-Lane) Process of Automatic Vehicle Identification Tag Planning (After)

Customer Sales Artwork ‘Warehouse Planning Warehouse | Purchasing | Production Quality

Design Data Base Data Base Control

Tatwanms aa b (Rearrange) Iidnms vl isimplity)
- o o w ¥ - Taums a1 sid s

o stadduT IR UMY Tanms lnsmmasainiunao
Tnai Tififnaunansdinas lumsnamumspanszoznan

azaamnaiudoms Tz Ab Fzuzat 1-3 dow aran

grdyaniasoTunsd s 9. )
' : il snnaaniaiagau

Cheek gnd HAZYHUHUATTHRATE0ZNA 1

wazdada TdiuamupmsHEa

(Greza 1-3@eu) /
L N

| Planning |
l T
FG
data
Deliverable Semi/
Packing RM/PK <&

\‘“‘7 ‘j

&

Delivery @

End

RM/PK
Delivery

»  prod
P P
FGEs Data | .
Base - =&
| NG l?

NG's Data [ g
Base D

A 2 Process Map N3lvaveanszuIunIs NUNUNUNGRT2EENA1
NAINNNTUTUUTINTLUIUNTIURLY

1NAINT 2 LAAINITINATBINTEUIUATITINURUIURENTLBENA1IMRI1NNTUTUUT
NITUIUNITINUAULED dgUanulinall



=

NIaTIneasaunawazmalulag U7 2 atun 2 nsngau - Sueu 2564

1. dhersdudnddonngniudragunndnunsuasamautRveaunniignéidesnisesnty
JULUUVDY Artwork Proof laglduuunesa “Confirmation and Approval to Print” Feaxdldneg “Artwork
Design” ¥nsasraidadermunuazausdeanisvesgniudvhasuilu Artwork Proof Litelvineune
wazgnAiasaeylRatnududuaugnAssitansandaLnnlALaEAsImINANRBINISYRIgNAT Tu
nsdiflonansuszneunsdadenng 4 lugniesuazdoainisudly dhemeasfnsoyszaunuiugndd
dielignénsiiumsudlaliignies delenasmnegragniemarasuiuuddusiiusunsddetugnén

2. fhomedaenansBudunisdalelUithenausunisnEn Tintudienaununtsinasaaen
sondudndniasulundviudn iussuugudeyaidavinduuln dauifisunufomeriud dide
slrhendadudduiunsufindudiilosidunsings

3. lunsdiliffuddnssuiuisuuliifsmetuuiiunisdsie dresuaunisudn
szasvaevaudfidniagy ngiv uazussqiue Adegluadedudmiussuugiudeya wdads
NuumsHaataemsliuuummensaliielimsuuiinaenudisimsvegndlusuam 9aeszeznans
focmindune 1 - 3 Weu Weduteyaliihefatesiiunstato tngAvuazussyfasifionianan
e lviufuusmn3HEn

U
[ o

4. s'h85@%@6‘1”1LﬁumiaaﬂLaﬂmimim%mmqﬁuLLazUii@ﬁmﬁm"LﬁQ‘ma

5. HeadduAnsafuingAunasussadusianndunangieesidissuugiudeya Ingaunse
vrsyaiflskiunsnseiy wgnasdulaeine Sad

6. HorARALTUNTHANFUA AL THENTEEE NN oAU SHER e LY

7. 909 %umaumimﬁm%ﬁB'J'lamaf\]a%@mmwLsﬁﬂﬂv‘l"mﬁm’maau (Buy - Off) ﬁuﬁmﬂﬂ%ga'jw
gndfeanssnutorinunildseylluenansnisdstowas Artwork Proof wiohi neuflazeygnliih
manandudmuasiely faudlikiunisnsaaeuasliinendnsdunisulelinsmuanudenis
yosgnénneusuiunsianaud e

8. Aud1VanMuNILQNATINADUAMAIN 100% F2833N13 Automatic Visual Inspection and
Testing (Electrical Test) ufliunisasiaaeuuaznaaouuiiazgnasludsiheadeduduitetuiinid,
sruuguteya uiihendeduideussaduiuazdweulignansely

9. Audniiliiriudorimunuesgndiazgn Reject Unit (NG Product) asgniufingeniinszuy
udeyandmwesdeuazgninfulundsduilnouesndrutuadsduddiiosy Audfdiiagy uasingv

q

d3UNan1339Y

ATTANNUNITHANTEENA1IVDIANLIUNER Automatic Vehicle Identification Tag T
auysalunniian e lUldAuanenisnan RFID Tag Idegramunzanuaziusyavam

nsUssdiumsusulsatmnendnuosuifedu Suweshmatssdiuianssuvesnszsuiuns
TNUNUNISHARTZEZNANUAINSALTUNSUTUU TN UNINERSZEENA1LE1a5 Inanusinulzdes
ATIUNTIATIENAMAIYDIAINTTUUAL AN YL UA1VBININTTUNTLUIUNMTINUKUNITNEATEHZNAN
MaeN1TUTUUTINTEUIUNMINUHUNSHERSE BN daliuseAnSan uazlidiinanugailaily
AanssunszuIuNsang 9 fildvinnsusudgud dafdndunisidouasaazsinuaiansadidunns
Ansgvinszuiunislaenisliiedesiiodouanamsuagsa (Cause and Effective Diagram) Haiin13¥asa

a7



48

Journal of Academic Information and Technology Volume 2 Issue 2 July - December 2021

LaEN1TUSEIIURAAMAILAZAIINANLUE1U0IAINTTUNITINUNUAITHANTEEENA1AITITA BN
mMsilegediedeios ielvinisnausumssansyeznarsdimssmanmieuiuugs doyaiiielviviusie
anrunsaiuaznsiasuulaswesgsia uaziteltiludoyalunisdadulaifoamuazyfuugessnals
vusemsiasuuvaslusunan

\Whmneseweununsite fe AUesiiudanuaaimndouduysal MAPE (Mean Absolute
Percentage Error) ¥84NTUIUMTINLNUNITHARTEEZNAN d@1891UNAR Automatic Vehicle Identification
Tag luisiagsuuuumsngInsalan q anainmsatiunisiounisusulsunumsnanssenans

nsUsifiunanisUudsatimuneseae991uide nsUszidiua1nNAIALAReuYes
mswernsal tilelildimanurarnedouduysaififinnuiuaiowasiudemnnisaimsivdsundasmes
wiaze9g3na {ITeuazruzfinnuiivesevhnaivieyauasiuiouidfisudeyanisudnluyn o weu
TnesowimaSeuieutoyatintuiudeyalusfinuediiiiumn feifidelinmensalifinenusug,
waslesnss Snadielituseaniumsainiauisuuamesgsialutasiu 4 Tlénniig

FiulinTiaaeularMvuaasgIudmiunIzUINNTLKLANFBIN1SHARTu T TuYes
aeNUNARYBIUIEM ABC unumsmuaudununsUiTRnuihrRedestunisnausunisnan
svpgnananunsau fUReulnulumuusuasduinnsgudenty deuandunisd 4 Fauwu
n1smuauiagiindundaniigiselddniunistunounisuiulss (Improvement Phase) Tng
MTIATEkAzUTHIUNANTA NN UANULANNTILKRLNTHER ST BzNa1S s UT e Feldnmun
unuA2uAy (Control Plan) TusifielfifuuuamslunsuftRnuvemndisfidsadestunssuiums
MununsHEnszaznan Inedineasndendwieluil

A9 4
193FINIFUGURIINUAZNITAIUANNTLUIUNITINUNUNITHAN TS E2NA WM TUSIEIIUHAR Automatic
Vehicle Identification Tag

Yunaularsgazidsansufiney

Hiuiinvau

1. srusiudeyagenvignguleyauasyinTiinsendeyaiinedns
LAUNISNARTEEZNATN Forecasting Model

TN UNITHES
SY8¥Na1 AVl Tag

2. ASNAULUUNITINUNUNITNERSZIZNA19 Medium Term

Production Planning

WU UNISHES
SY8¥Na1 AVl Tag

3. MSIVADULNUNITINLNUNISHANTLEENAG a1 bEIUNTRINTUN A
dandUlAAMUINTIINEUNUILLAL LA bkl

HIAN19E18IUKUNITHER
wazEInN1THENER

4. lausuNusieguIMIaNsanei fliiunsiasanli He1eN1SEenEn
danauliidmihnnausununIukasialuunlng
5. IavhunudsteTngau fhedndedndng

6. \@uauNuAauTM e sMaydR d1ldiun1siansanli
dsnauliamthinunudsonumunazun luunulyg

v v

HInn1sehedndedndng

7. VEUNITANTUNUNITHARA 1L NDALTUNSHES

PAUTLRUN AR




Al

NIMTINgasAaUARazinalulag U 2 atduil 2 nsngiay - Suau 2564

ﬁ]’]ﬂMﬂﬁlij’m‘ﬁgumEJuagﬂﬂiﬂﬁﬂaﬁWULLazﬂ’l‘iﬂlUVjﬁJﬂiSU’Jumi’J’NLLNuﬂ’]iNﬁﬁli%‘&J%ﬂa’N dmiu
ATUURERN AV Tag A1uA151971 4 ielunisnsisdeutuneuseiindiuudriuinlasdunis
mutumeumsUulsnsruunsldmuusuiitmuassoedelyl Ssfesdinatmuaddindieriin1siie
ausIOUEVAN KPI (Key Performance Indicator) sniiteidusiivunsasgiulunsnsusunisuanses

nas nedlsieasidensanisnan 5 sasaluil

A19149% 5
IENITINNARATIR (Key Performance Indicator)

auilinanudn3aven1sUfuRIL(KPIs) Target of KPI

1. numunansnensaliisuivteyamsndn | liuduaviusnveadeudialy
YOUABULAY UYL

2. fheneununsandsnunsiansseznatdtn | liAuduaii 10 vewusiaglasuna veand
HIN15E18IUKNUNINERLAZHIANTHURER
XERGRIY

3. AUHUNTINUKUNTHARSE BE NNl LiiAudUnmii 11 vesusiaslasuna vomny
He1eN1IHEReYIRA (Medium Term

Production Planning)

4. Mdununsd@eingiu (Material Planning) | liiiudunin 12 vesusiaslasuna voewmny

nsefUTENa

HadeiauINNITUTUUTINTBUIUNITNINEIAT NSUTUUTINTEUIUNITINUNUNTHEN T B
nNaNNTAANYIIENER USEVNER RFID Tag ABC @18n15Wan Automatic Vehicle Identification Tag
annsouUsladed

nMsvingide §itewui Jefevdniidnarennuduiavesmidensiiinandoyadild
Usgnoumsite deanunsoudsléiiiu feyaugundl Aedeyaiildanmsdunivaliiiisadedlaen safu
N15INUHUNISHER AVI Tag ¥ilidrlanszuiunisnnsusunisdauastunounisiiauresusias
NEUIUNITEE1NATUNIY kaenI1uielgn1voalaasnszuIuNITINMHUNISHEALaz Uy nues
nITUILNTHANLA AT TUROY nsfseunsnanthiinsuiifnuresdagine viliduain s
yosnsruaummauwasdymuesnsruaumsdaaubeiy uenanidifeyayfond Aodeyadldain
nstufinuarsIuTINYLAfI 9 (Historical Data) 8191 19U Yayasanvievestleuy Tayasannsuan
VREHREIRL LLazﬁﬁa;gaﬂWiﬁﬂs'ﬁyaLLazaamﬂ%mmmﬁwﬁwLﬁﬂf\hﬂfmqﬁuﬁlﬁmﬂmaﬁm%aLLazs'Jmmé“aauﬁw
Jusiu

mﬂﬁ%@maﬁgﬁaumwweﬁmﬁLLassﬁamwaaaﬂﬂﬁﬁmm%ﬂwumuﬁauﬁﬂﬁﬁﬁammm
maamumwimaiammamﬂmaummﬂaLaaﬂimmaﬂmhmmmi%mamma 9 Lwaﬂmuﬂummm
Jaym1 (Define Phase) Tdag1ammzan gnifes wiugh uariivszansam fafudoyaindundisiu

ﬁ]\‘iL‘du‘{jﬁlﬁ]EJ‘VIaﬂIWSi’luﬂﬂﬂﬁiﬁﬂﬁi’]ﬁlﬂﬂiuﬂu fumnudnsalaegrediusyansam

49



50

Journal of Academic Information and Technology Volume 2 Issue 2 July - December 2021

thdviionndmansenuilinifidelivszauivamudisaduitinnuenasdadomuieniu
waznilsludlafovdniinzasnemanssnurlinsifoenaslivsvauamudiaufomsasuuudon
ldlunsdunwaiiieiufeyatgug anyaainsiifertedlagnssiunszuaunsnuaunswan
fnguszasinsduniuaififielivmunszuaumevhaunihiivesynainsveusasduney wastlymves
nszurumevhalutiagiu deyadsnaiduduniwesteyaiiozgmirluinngiiiovundesves
Ugym ﬁaﬁumiﬁy’aﬁ’laﬂzﬂ,uLL‘U'Uﬁwamﬁiﬁumﬁummﬁjﬁmmﬁwﬁzg nsseranlusuud anite
nsdunuaiflaifieuauysal linseunquidemiidoansinuide vislinsssudiu rquede agviili
IFFmeufisndenisinsiegst vieldmneuiildlslamvesnseuiunsmaununisudndiuiase vihld
lajau150U5UUT9INTEUIUNTIURUAITHERNT BNTEUIUNNTA 9 TdBInsUTUUTeldaEad]
Usgandnn

L@NE1591999

nAnd ALAEIA3. (1.U.U.). Forecasting (Mswensal). UAUAIN https:/sites.google.com/site/
kmaths55/mba/operations-management/forecasting

fish Auatafiadey. (2558, nanau 7). 4 Gf?umauﬁwu%’mdﬁ]'mﬁ’d%’uﬂqaﬂiwaumsqiﬁ%maﬁ
Usz@nsnm [Iuuden]. #uAuan https:/keeratiblog.wordpress.com/tag/business-
process-improvement/

Ien Fundaeu. (1.4.4). madansiiunandn Tnsnisanaugeds. duduan
http://www.thailandindustry.com/onlinemag/view2.php?id=14218&section=4&issues=81

Tadouudndidumes. (2558). The 7 wastes Msanaagades 7 Uszns. duduain
http://www.wisdommaxcenter.com/detail.php?WP=0GM3ZHjkoH%axUF5nrO4Ljo703Qo7

03Q


https://keeratiblog.wordpress.com/tag/business-process-improvement/
https://keeratiblog.wordpress.com/tag/business-process-improvement/

Aaa

Uadgdrulszaunnenisnananidnswasieawginssuvasguilnalunisiaenly

=) o/ 1

waunAaduladuuuinauinisiudians Tuiwadnannsuana
M INUATUTH
The Influence of Marketing Mix on Consumers Behavior in Selecting

Line man Application in Phutthamonthon District, Nakhonpathom
Anfona gausziesy’, Huese Junal’, uay Jysena 2Aduns
Kittiampol Sudprasert', Pitcharat Ruenpot?, and Watcharaphon Wongchan®

audnnsiansladainddmiugsnaeeuladl Ineladafinduasdnnaneiwy
W INee VAN EIUEIUaTIm " 2
a1ivnsdamsladafnduazdwnansisu anyinermsdants imiinerdesuinlaseansol lunssususygudus >
Logistics Management Program for OnLine Business. College of Logistics and Supply Chain
Suan Sunandha Rajabhat University.! 2
Logistics and Supply Chain Management. Faculty of Management Science.
Valaya Alongkorn Rajabhat University under the royal patronage.’
kittiaumpol.su@ssru.ac.th!, s62127351006@ssru.ac.th?, watcharaphon@vru.ac.th®
Received: August 3, 2021; Revised: August 21, 2021; Accepted: August 23, 2021

uNAnga

fngUsyasdvaenisidoadell Wefnwvitlidedinlszaunanisnaiafidnasonginssuaes
Fuilaalunisidenldueundiaduladusuiiovinsivdsemnslunsinewnsuama Jmiaunsugy Tu
msfnwldiunuradeyannnguiiedisiidenlivimsmginssuvesfuilaslunndenlduounaiady
laturuiteudnisiudsewns Tussdunonmsunma fwiauasusu $1uau 400 au Faiunieeilag
THadf s adfdeyunuiazadfinsiesiziaunisonneeifavga wulnguslaadiulngdu
wierne o1 3eving 20 - 30 U msAnwsedunaet endwdnduapduindnuinasseldiadesoiion
laiAu 10,000 v Tuduvestladuduszsaumensnasluspmesfuilnalimnud dgpnniigalusiu
Arwazanlunste sosaundedunisdens fuanudesnisvesiuilng waeduduuresuilna
AR ﬁy’m‘fﬁquamimaaQU%Inﬂiﬁﬂawmﬁﬂﬁzymwﬂﬁqmiuﬁmmi%’uiﬂzym sosaunAon1sAndule
B0 woinssundsnisdo N15UTEUMATNUAENITAUNITRYAN LA AU uenaniinuintafediu
Usgwnsamaniduuniaeeny deadenisifenldueundindulatuuy TuiunisAumdayauasngingsy
ndsmstenanasiuoeailtudnfyada 0.05 ﬁﬂ'ﬁgamﬂmﬁmeﬁammimaa&%mmm nundady
dutszaumsmsnaaluynenu eun shumsdeans suenusiosnisveiilae sudunuvesiuilna
uwarAuANYEEAIn Srasenginssuvesldusnmsiiawmaneinueundintulatium auddiu n1sdne
adstiitaiduustlomiunfuilon fusznoumslumsmaununsnaauagnaiaunsuinisel

o

Adaey: Yadediudszaunianisnaie, weinssuguilae, weundindulauuuy


mailto:kittiaumpol.su@ssru.ac.th

52

Journal of Academic Information and Technology Volume 2 Issue 2 July - December 2021

Abstract

The main objective of this research is to study the marketing mix factors affecting
consumer behavior in choosing the Lineman application for food delivery service in
Phutthamonthon District. Nakhon Pathom Province Data were collected from a sample of 400
consumers who opted to use the Lineman app for food delivery services. In Phutthamonthon
District in Nakhon Pathom Province. The data were analyzed using descriptive statistic, inferential
statistic and multiple regression analysis. Most of the respondents in this study were male, age
between 20-30 years old with bachelor degrees and their average monthly incomes did not
exceed 10,000 baht. The study identified the important elements of the marketing mix based on
the consumer’s point of view were the convenience of purchasing, followed by communication,
consumer demands, and consumer cost respectively. In the aspect of consumer behavior, they
gave the priority on recognizing problems followed by purchasing decision. post-purchasing
behavior, assessing alternatives and searching for information respectively. In addition, the study
found that age had affected the choice of using the Lineman application. In terms of data search
and post-purchase behavior were significantly different from 0.05 statistic. The findings showed
that the marketing mix factors which consisted of communication. consumer demand, consumer
cost and convenience affected consumer behavior of food delivery service through the LINE Man
application. The results in this study are for the benefit of consumers. entrepreneurs in the

marketing planning and further development of the services.
Keywords: Marketing Mix Factors, Consumer Behavior, Application Lineman
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Abstract

This business process improvement research is originated from the current situation in the hotel
operations located in Phuket province has various areas for improvement. The DMAIC method is used as a
vital improvement methodology, which consisted of defining phase, measurment phase, analysis phase,
improvement phase, and control phase. Several analysis tools and data collecting techniques were applied
to fulfill the target in each phase. The defining phase has service blueprint, check list, and pareto as the
analysis tool along an interview session. Ten employees of the focal organization had participated in the
interview during the defining phase. Time-function mapping and voice of customer (VOC) were used during
the measurement phase with the observation technique. The cause-and-effect diagram was used in an
analysis phase. For the Improvement phase, time-function mapping, lean thinking, and ECRS method were
supported by observation and brainstorming techniques. Lastly, standard operating procedures (SOPs) and
key performance indicators (KPIs) were used during the control phase. Moreover, these theories have been
implemented at the focal hotel as a case study of the design and implementation of the hotel operations
platform. The key issue for this business improvement research is to replace the non value added activities
in the work process with the IT system. Lastly, this research has provided the results of the improvement

including the results from the implementation, the project’s reflections, and limitations.
Keywords: Business Process Improvement, Hotel Operations Platform

Introduction

The focal organization is an upscale full-service beach resort located in Phuket and was
established in 1987. The hotel offers accommodations, dining outlets, guest services, and
recreation activities as well as meeting facilities. More than thirty years of hotel operations, the
hotel has lots of returning guests every year. Because of this, the services provided need to be
right for the first time and every time and to avoid the complaint of service inconsistency. In the
meantime, to wow the guests on special occasions such as birthday, honeymoon, anniversary or
to recognize the guests as VIP or loyalty guests are necessary to do so. However, the organization
has realized that there are some obstacles along with its day-to-day operations. So, key work
processes that directly relevant to the guest’s experiences need to be revised and improved to

ensure smooth services are provided promptly.
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In the hotel’s business processes focusing only stay-over purpose, it is consisted of 5 phases
to function the operations from beginning stage to the end as depicts in figure 1 which involve
with various departments in terms of guest-contact (Sales, Reservations, Front office,
Housekeeping, Food and Beverage services, Security, Guest’s activities, Spa) and non-guest
contact (Kitchen, Engineering, Information Technology, Purchasing, Human Resources and Total

Quality Management).

Figure 1 Guest’s experience journey

According to the labor-intensive nature of this hotel operations, there will be both
permanent and outsourced staff (in some areas — security guard, gardening, limousine services)
to ensure staff coverage in all areas. Under this condition, the hotel management may face the
difficulty to control the standard of service delivery, which can be resulted in increasing times of
human error and decreasing level of guest’s satisfaction.

Business process improvement is an approach to increase the effectiveness and
efficiency of business processes that provide output to internal and external customers (Zellner,
2011). DMAIC methodology, as shown in figure 2 is a process improvement cycle of Six Sigma
(Hung & Sung, 2011). Its strength is to form the process standardization (Jacobs, Chase, & Aquilano,
2009), eliminate error and improve efficiency by identifying and implementing improvement that

can uplift the products and services provided from all functions (Karout & Awasthi, 2017).

D A

Define Quantify Identify the Implement Maintain
the problem. the problem. cause of the solution. the solution.
problem.

Figure 2 DMAIC Roadmap

Shokri (2017) defined Lean management that it was widely recognized as a Business
Process Improvement strategy, which helps the organization reducing the high-cost impact. It is
also known as the technique to remove the waste by every member of the organization through
the values stream. The goal of Lean management is to aim for customer satisfaction and profit
generation. 7 wastes of lean includes overproduction, inventory, motion, transportation,

over-processing, defects, and waiting time. Referring to the content from Srinakharinwirot
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University, Faculty of Science (2015), lean thinking can separate the production process into three
types such as Value Added (VA), Non-Value Added (NVA), and Necessary but Non-Value Added
(NNVA). Value Added is defined as what the customers willing to pay for it or the activity is
designed and done the first time correctly; Non Value Added is considered as waste or
unnecessary activity that causes awaiting, defect, overproduction, even unnecessary inventory.
The key to lean thinking is to find which event is categorized as NVA or NNVA. Activity with NVA
should be taken out from the process flow while the team should consider the best solution to
saving cost and time to keep the same of the end result for NNVA activity.

Time-Function Mapping is a type of process map that illustrates how the transaction
flows through each functional area with time adding on the horizontal axis. Moreover, this tool
helps to identify and eliminate unnecessary steps or reduce lead-time (Labach, 1991). Time - Function
Mapping provides a simple method to understand the current performance and help to seek for
the room for improvement in terms of removing waste and remaining only core activities (Zhan,
2016).

a Order Receive
ustomer product product
sales Process
order
Production . ‘
- Wait
Control

Plant I— Print Extrude

Warehouse L+ Wait
\—* Move

1 day 2 days 1 day 1 day 1 day

Transport

6 days

Figure 3 An example of Time-Function Mapping
Adapted from (Edwards, 2016)

ECRS is one of the productivity techniques to improve production lines which consist of
four principles such as E - Eliminate unnecessary work; C - Combine operations; R - Rearrange the
sequence of operations; S - Simplify the necessary operations (Kasemset, Pinmanee, & Umarin,
2014). Figure 4 shows to understand how each term of ECRS represents and what output needed
to meet these factors. Narayana Rao (2021) emphasized that these four terms can be used at the

level of process analysis, operation, and proper motion and with all types of business. Suhardi,
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Anisa, and Laksono (2019) cited that the principle of ECRS is quite flexible in applying in every
function for improvement purposes. The critical point when analyzing the ECRS is to choose the
right level of detail depending on job function and the duration of the operation involved.

DMAIC method is used a development framework, which is consisted of Define, Measure,
Analyze, Improve, and Control. Several analysis tools and data collecting techniques are applied
to fulfill the target in each phase. The Define phase has Service Blueprinting, check sheet, and
Pareto as the analysis tool with the interview session. Time-Function Mapping and Voice of
Customer (VOC) are used during the Measure phase with the observation technique. The Cause-and-
Effect diagram is used for the Analyze phase. For the Improve phase, Time-Function Mapping,
Lean Thinking, and ECRS methods are supported by observation and brainstorming techniques.
Lastly, Standard Operating Procedures (SOPs) and Key Performance Indicators (KPIs) are used
during the Control phase.

Research Objectives

Hotel operations can be separated into two primary functions — front end and back end.
Front Office, Housekeeping and Food and Beverage departments are key areas of the front of the
house while the Engineering department performs those back-end functions. According to the
daily operations’ observation and customer complaints, it is found that the current processes of
Front Office, Housekeeping and Engineering department have crucial roles towards hotel
operations with a high impact on the guest’s experience. So, priorities for this operational
improvement plan are listed as follows.

1) Task dispatch during pre-arrival and in-stay: there is no real-time guestroom status to
share among relevant parties. The Front office team does not know which room is ready to
release for guest check-in after Room Attendants making up the room or technician fixing the
in-room facilities. Also, Room Attendants and technicians do not know which room is released
for cleaning or fixing. On top of this, there is no tracking system to support the guest’s preferences.
The operation’s team, mainly for the Housekeeping and Food and Beverage Service team, will
never know whether the products or services are delivered to the guest until receiving complaints
or second reminder from the guests. Current workflow employs manual phone call and
paperwork for these tasks.

2) Problem and complaint analysis from in-stay and post-stay: manual logbook is used
to record the problem, complaint, or incident in the hotel that is not efficient when doing
monthly or yearly analysis for further improvement. A respective departmental coordinator has
recorded those entries into the excel file for a summary. However, there is no evidence to see
trending analysis by any statistical tool. Not only to increase the workload for an assigned person
but the human error, inaccurate data usually are the obstacles also. However, other day-to-day

issues are monitored by the respective departments.
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The research objectives of this research is to reduce the working process and increase
operational performance by redesigning related processes of task dispatch and workload
allocation by implementing the hotel online operations platform to managing hotel’s guest
experience.

1) To analyze the current situation and root cause of each area for improvement.

2) To design the improved work processes by hotel operations platform for key
departments.

3) To implement a hotel operations platform and sustain the practice.

Research methodology

Table 1 describe analysis tools during each step of the DMAIC process. For primary data,
it consists of an interview with 4 management and 6 employees in both corporate functions and
hotel site from selected departments related to the focal point of these business processes that
much concerns about the internal issues; the brainstorming among the working team who
involved in the improved process; and observation for acquiring the result of improved process
duration including for the ensuring the consistent execution of the improved process. Besides,
Secondary data is collected from the hotel guest’ s feedback channel, which can discover both
reviews available in online sources and the internal surveys that sent out automatically to the
guest’ s email after checking out. On top of this, the performance of the process improvement
will be compared by using a term of before and after. In before stage, related questions from the
internal survey and similar online review are collected in 2019. On the other hand, the data for
after stage will be collected with the same survey question and the same category of online
review to be compared.
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Table 1

DMAIC with analysis tools related to hotel operations

Phase Tool used Justification of usage
] o To gain information on problems based on the
Service Blueprinting ]
standard sequences of hotel operations
' To summarize the issues counted from the interview
Define Check-sheet ) )
in numeric term
To prioritize the issues from the results of the check
Pareto
sheet
To identify all sequences in the ‘as-is process’ and
Time-Function Mapping measure the time spent to further improvement
Measure To measure how many complaints from online review
Voice of Customer and internal surveys occur related to the concerned
area
Analyze 5 se-and-Effect diagram To find the right area for corrective action
To outline the ‘to-be process’ to see an opportunity
Time-Function Mapping for improvement through Lean thinking and ECRS
method
To consider which sequence of process needed to
Improve | aan thinking maintain or improve by identifying its values as value,
non-value added, or necessary, but non-value added
To provide a specific way for improvement for the
rocess sequence of non-value added and necessary
ECRS P 9
but non-value added
Standard Operating To align the current practice with the written standard
Procedures (SOPs) according to the change of work instruction
Control

Key Performance
Indicators (KPIs)

To set the criteria of measurement to ensure guest

satisfaction is met or reduce the number of

complaints of the focus issues
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In order to focus on the right area for improvement, both analyses are included in one
diagram as depicts in Figure 4 to see the entire factors impact the major’s hotel complaints.

Manpower
allocation

Miss
communicatio!

Staff does not make a
record of incoming reques

Staff forgets to
recheck on the
guest’s preference

Guest urgent
update

Guest may not

Staff does not
record in the system

provide
complete details

Have no proper
tracking system

Too various channels

Top
Complaints
at DTLP

Not effective

of incoming guest’s way in

Have no enough preference ommunicatiol
supplies as request
Too much
transaction

Figure 4 Customer complaints through a summary of Cause-and-Effect diagram

Each activity in this Housekeeping process flow will be defined as its value status first in
order to know which one the working team should take action with. So, the Lean Thinking concept

with the ECRS technique is applied as depicts in Figure 5.

Calls for special/
additional request

Guest

.§

Receives the
services as request

Informs
Housekeeping
Coordinator

]

Answers the
call (within
3 rings)

S
Center

Obtains
Request

2
v

NNV

Assigns work

order to Room
Attendant

Receives
guest’s
request

Housekeeping
Coordinator

Room
Attendant

Average Time

23 seconds

1 minute 17

1 minute

1 minutes 38

Prepares and
delivers the
items/ services

20 minutes 33 seconds

seconds seconds

24 minutes 51 seconds

Figure 5 Lean thinking with the ‘deliver as request’ process by Housekeeping

Value-added (VA) activities are the essential parts that related to the guest who be aimed
to fulfill the service touchpoint. So, those VA activities should remain. However, the first three
steps of VA activities can be simplified to more efficiency by connecting the guest with the hotel
operations platform. It is the hotel limitation of developing IT infrastructure as well as the guest’s
behavior that gets used to the traditional calling.

67



68

Journal of Academic Information and Technology Volume 2 Issue 2 July - December 2021

The ECRS technique will be applicable to the Non-Value Added (NVA) and Necessary but
Non-Value Added (NNVA) activity. Therefore, three activities are revisited as following.

- Inform Housekeeping Coordinator (NVA) and Receive guest’s request (NVA). These
sequences are created to link between Communication Center and Housekeeping Coordinator to
transfer the message of the work order. However, there is no value from these interactions. Not
only no value-added, but there is a potential to create human error between these sequences
also. Therefore, these two processes are perceived that they can be eliminated or replaced by
the system to shorten the interaction without effect to the result.

- Assign work order to Room Attendant (NNVA). Instead of the work order is assigned by
the Housekeeping Coordinator, it can be rearranged to be the control of the IT system. As it is
still considered a necessary process, but the method to use is not created any value. So, the
technique to arrange the process to be smoother is quite an exciting option.

As Room Service has no representative of the team to receive the call on a daily basis
like Housekeeping Coordinator position, the work order is directly sent to Room Service from
Communication Center. It results in only a few Non-value added activities as illustrates in

Figure 6.

Guest Calls to request Receives the
related to F&B services as request
Obtains Informs Room
— el R
Request Service

Receives Prepares and
Room Service guest’s > delivers item/

Answers the
call (within
3 rings)

Communication
Center

request services as request

Average Time 23 seconds L minute 17 1 minute 36 minutes 51 seconds
seconds

39 minutes 31 seconds

Figure 6 Lean thinking with the ‘deliver as request’ process by Room Service

Most of the activities are classified by Value added (VA) which will be remained to exist
in the process. For the Non-Value added (NVA) and Necessary but Non-Value added (NNVA)
activities are managed as the following options.

- Inform Room Service (NVA). This process helps the work order that is requested by the
guest sending to the Room Service through the Communication Center. It creates no value-added
as it can be eliminated when there is another substitute replaced.

- Receive the guest’s request (NNVA). It is still a necessary activity as if no one receives
the work order, how the team can know what the coming guest’s request is. However, the process
can simplify by changing the way to receive the work order from by calling into text form via the

[T system.
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The above content is summarized into table form as creates in Table 2.

Table 2
Summary of NVA and NNVA activities with ECRS concept

Lean ECRS Concept
Activities L
Thinking  Eliminate ~ Combine  Rearrange  Simplify
Housekeeping
Inform Housekeeping NVA
. v
Coordinator
Receive guest’s request NVA v
Assign work order to NNVA v
Room Attendant
Room Service
Inform Room Service NVA N4
Receive guest’s request NNVA v

Results

The new process flow is designed as depicted in Figure 7. The change is no touchpoint
with Housekeeping Coordinator and having the IT system carried out for the new hotel operations
platform.

The new IT system is an online web based and mobile application to support the major
hotel operations such as Front Office, Housekeeping, Engineering, and Call Center. Due to
the various features of software application, it provides solutions for hotel operations, which
consist of Housekeeping workflows, a task dispatch, guest preference, defect reporting, including
incident log.

In this context, only task dispatch feature will be used to support the new improvement
plan.
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Guest Calls for special/ Receives the
additional request services
Obtains and
. Answers the .
Communication N creates guest’s
call (within [ )
Center 3 request into
rings) the system
Room Accepts work order
Attendant / and delivers the Closes job )
Room Service items/ services
s
Automatically assigns|
IT System the work order to
concerned functions
. Housekeeping: 21 minutes 46 seconds
min
Average Time 23 seconds ! ute Room Service: 25 minutes 11 seconds

Housekeeping: 23 minutes 09 seconds

Room Service: 26 minutes 34 seconds

Figure 7 Improved process of ‘deliver as request’ process by Housekeeping and Room Service

The trial period is started from 01 June to 31 July 2019. The progress of this new
improvement plan is observed a totally 10 days from 24 June to 03 July 2019. Also, there are
212 and 23 request’s records for Housekeeping and Room Service respectively. The guest still
has to call to the Communication Center for making a request. Then, the staff who is answering
the call will assign the guest’s request into the IT system with the details inside. The system will
automatically match the request with the stand by staff in respective departments and assign
directly by having Housekeeping Coordinator, for example, to monitor the request and the
progress. Once the message is alert to the staff’s device, the staff must accept the work order. In
the meantime, timing in handling the work order is counting. The staff (Room Attendant or Room
Service) can close a job when the guest is already received as request. As a result, there is no
more manual work order assigned; the error to assign the task is reducing; including the time is
controllable time which means each staff’s productivity can be tracked from the system. The

result of an improvement depicts in the following table.

Table 3
Comparison in Time consumption between before and after improvement

. After Differences
Before improvement . Lo
improvement in Time
Housekeeping 24:51 minutes 23:09 minutes 01:42 minutes

Room Service 39:31 minutes 26:34 minutes 12:57 minutes
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Discussion

This business process improvement research has applied the concept of several related
works of literature including Zellner (2011), Hung and Sung (2011), Jacobs et al. (2009), Shokri
(2017), Labach (1991), Zhan (2016), and Kasemset et al. (2014). The hotel operations platform
development including no touchpoint with the housekeeping coordinator and having the IT
system carried out for the new hotel operations platform. The new IT system is an online web-
based and mobile application to support the major hotel operations. During the trial period, it is
found that time consumption has reduced to 1:42 minutes and 12:57 minutes for the
housekeeping and room service respectively. Moreover, the total item requested in Housekeeping
and Room service during June and July dropped from 652 requests to 587 requests for

housekeeping and 186 requests to 115 requests for room service respectively.
Conclusion

After the hotel operations platform is carried out, the service delivery time of
Housekeeping and Room Service for the ‘deliver as request’ process is expected to be within 15
minutes and 20 minutes, respectively. It is expected that having the timestamp of the service
delivery will enhance the staff more productive and aware more about time management.
Consequently, it is found that the overall housekeeping performance in June and July is still in
the control range. On the other hand, Room Service needs more improvement in delivering the
services to the guests upon request. The total item requested in Housekeeping and Room service
during June and July dropped from 652 requests to 587 requests for housekeeping and 186

requests to 115 requests for room service respectively.

Suggestions

Firstly, the researcher has gained both broad and in-depth knowledge related to Business
Process Improvement methodologies besides the fundamental one like PDCA. Moreover, the
researcher is aware more about the selection of BPI tools and data collection techniques to
match with the DMAIC method. For example, besides the general flowchart, the researcher can
discover the method of the Swim Lane diagram. Also, the ECRS method to apply to the Lean
thinking concept. In addition, the researcher can understand how to construct the proper IS
project in terms of what should be consisted of, what is essential details, and develop the way
of systematic thinking that can well apply in the career path. It is a good opportunity to have the
appropriate quality tools in place, although these quality matters towards Corporate staff even
or the hotel level are perceived as complicated things. Once the project run on after a few
months, the working team can realize to its advantage that having suitable tools can lead them
in the right direction and decision-making. For example, the Six Sigma method has been

introduced to the corporate project’s team members. In the beginning, it is a big issue for the
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hotel people who have limited background on quality knowledge. However, it is gradually better
when the project has run based on quality logic.

Secondly, the hotel operations have run smoother due to having the new IT system in
place. Each work order has recorded to trace and track through the real-time system support,
which helps to save the time for manual tracking and preventing the human error

Finally, this project can be a fundamental guideline when the focal hotel team wants to
expand the scope of business improvement initiatives by using the same concept of quality
improvement with other work processes in respective departments in the hotel.

Future research should focus on the full-range business process improvement along the
customer journey, pre-arrival, arrival, in-stay, departure, and post-stay, to arrive at a better level
of satisfaction. The improved business process shall be extended to all branches of the hotel
chain to make a consistent service. Moreover, digital technology shall be applied according to

the result from the analysis to advance guest experience during their stay.
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