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N15 Accreditation 14U 53UU CU-CQA100, AUN-QA,

WFME, EAEVE/ESEVT tJudu
Management System Quali o .
5 y ty ITAUEAIUNU

N1sUTERIUMUNAININSFIUAING
Wiy AACSB, EQUIS, EAPEx tJudu

PSF (Professional Standard Framework) #58
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2 Rates of quality improvement with principles-based
versus rules-based approaches

Improvements achieved

Principles-based

APProal

h

Rules-based
approach

Schematic representation of the
slower onset but pnmnr!;ﬂ.’y
more enduring gains in quality
improvement arising from
principles-based approaches,
compared with the more rapid
but plateaving {or even
declining) gains from rules-based

approaches,

~ - A - - — O
1 View of Quality System | Integrated & Systemic 4 | Standalone & Ad-hoc
Focus Improvement * Compliance
sy S
Improvement Objective Confinuous & Contextualisation | Static & Standardisation
Reference Framework & Non-Prescriptive | Standards &
* Prescriptive
ASsessors Skilled Peers & Technical Experts
Assessment Climate | Mutual Respect & Trust % | Fearful and Suspicious
Motivation for Intrinsic * Extrinsic
Assessment
Methodology Assessment or Evaluation X | Audit

Adapted from source: “Principles-based accreditation: the way forward?” by Lindsay H Heywood
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* dauarunldinael dU.09. 26 dduau
wWasuldinael EJPEx + Self Assessment tdan Model

* d9TIBUUNUNITRAUIAUAINA + CDS (15 5.0. 65)

SUWUUR 1 Gdevia] Whvaneg wuany/Asnmstinae EdPEx luldWaun

Full EAPEx Model A9 ATIZALATITINBIANT LAzl sHALIEIaIulY

szey 3 V)

* 5189IUAMUNIDUUSUNEIUIUAIULNMY EDPEX +
CDS (15 5.A. 65)

SULUUTN 2
Ui 2

Stepwise EdPEx Model
(noutaaulATea909Ans 13 U8 Tu Excel Template)

°* LEIAY CU-OM Internal Assessor

* d951897UAMUNIINTINT ATULHUNRILN
AMININA + CDS (15 5.0. 66)

(i m LU Trua s e lududu 9
Paunulasiiiunisaunasivang 1-7)

O E‘i\?i']ﬂﬂquLLNunqiﬁmuqﬁqmﬂqW"l + CDS
(15 5.A. 66)
(devimu 1Wvne wwamy/Asnsuinae EdPEx
TUldminenns Anszilaseeeesnns way
ununsadIuNUluszey 3 )

NSENUAYUIINUMIINGIRY

suatuayudIuUNaN1IALTHUIIY EJPEX

* I IVIRY

* LNANEATWEILULAZYARINT

duININaual EJPEx + Usgyu W/S /liandsnen msanl

* guUsHLNMUIN EJPEX
* Boost up 6 %N & HAANSTILNEITD4

* LEIN9 CU-QM Internal Assessor

* LHEIAY CU-QM Internal Assessor A@"

* &9 SAR L@ Pre-audit (30 il.t. 68)
(571897uUsENUAULBIRNNNM EAPEX oL 1Ase
91999ANT + VIR 1-7)

* Pre-audit IngunnInenae (n.a. — n.¢. 68)
* da SAR avuauysal + CDS (15 5.4. 68)

* dquaunasaaiaslasinis EAPEX300
* &4 SAR Lf{a Pre-audit (30 7.6, 68)

(571897uUsLAUAUBIRNMNME EAPEX oL TAse
S1909ANS + YIIA 1-7)

* Pre-audit 1aguu1INegae (n.A. — n.8. 68)
* &4 SAR atuauysal + CDS (15 5.0. 68)

* &9 SAR L@ Pre-audit (30 il.t. 67)
(5n89uUsERUAUBIRNNNMN EAPEX Lok TAs
S489ANT + UUIA 1-7)

* Pre-audit Inguv1INgae (n.A. — n.¢8. 67)
* g4 SAR avuauysal + CDS (15 5.A. 67)

* d95199UAMUAIINUIT ATULHUWAIUN
AMAIN + CDS (15 5.A. 67)
(ufavthaausuiauniidmuelivieludiudu 9

= Yo a <
Fahusnulaniunisaunueiviig 1-7)

* 3yULUU E-learning - 1neual EAPEX + Boost up 6 %120 wasnaansiineldas

- QUIULNEUN * ausUNAYl EAPEX
b % v a
- A9 UL
* §99UFU TQA Assessor
|
- d99USUNTBUDN * d9lUflnausu TQA Criteria waz/v3alasan1svas dU.97.

* 9UsU CU-QM Internal Assessor + Usiwiziaiuntuguszdiu + wisnadudnsiausafiunmelussdnsuasginn (CU-QM Internal Assessor)
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Baldrige Excellence Framework - TQA - EAPEXx @f C/hUIa

sudanuamukinBzasusund

THALLAND CLUALITY AWARD
P

’ - Uszina fiameia TSy
INQUARRINIWNISANG
BALDRIGE | Mamsmluum?mnu'iﬁ AN3gaININT | Malcolm Baldrige Natlonal Quallty Award (MBNQA) 1987

EXCELLENCE

-0 —~ A IND mamatius:ugmsiSuss
FR AM [.\ VO l\ K warEdalkm o0k
o lewd vy o m—— ot
o g e

DaALASIAY Australlan Business Excellence Award (ABEA) ‘ 1988

= European Quality Award (EQA) 1989
l' EI‘QF'JH:{:‘.A:“_I {
\ St ] Japan Quality Award (JQA) 1994
= 5 Singapore Quality Award (SQA) ‘ 1995
2019 & e |
2020 . Thailand Quality Award

Baldrige TQA EdPEx B
Excellence 1= |
Framework ‘ s'w:’)‘aqmmumri\)u'\i

: Thaﬁa_pd Quality Award
f v ¥ ol ; THAILAND
i : , | UALITY

WARD

HAILAND

UALITY
WARD




Uszmanitinaet MBNQA luussandld

Tgag1unsnalrauInnin 70 dsewmdanalan
Tgagnansnataunnin 17 dsendlutaae

Canadian Award For Ex.
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(Thailand Quality Awards — TQA)

3 = 0o & P~ =
anmqmmwmﬁﬁnmmaNamﬁ‘mtuumﬁmﬂumﬁ
(Education Criteria for Performance Excellence - EAPEX)

‘5‘$1J'LIﬂﬁﬁgﬂﬁﬁﬂuﬁﬂﬁﬁﬁutﬁﬂwﬂﬁﬂﬁﬁuﬂﬁﬂ%ﬂﬁ‘é“&!"ﬂﬂﬁw
(Hospital accreditation - HA)

FEUUNTUTENUAININTSIFINNA
(State Enterprise Performance Appraisal — SEPA)

FEULAMUMNNNTUIUITIANITAIAGT
(Public Sector Management Quality Award — PMQA)

a @
mmmﬁwqaammwummunmuﬂmxnﬁumﬁ‘mﬁﬁnmﬂnuﬁugm (OBECQA)



TQA-WIinners [www.tga.or.th]

@ 159N Maamsdn WWiwas 314a (2545) ® NAUFSARINTANVILARDUN TUAFULZENNS
® U310 nandainszawlng A1dn (TPC) (2546) (2562)
@ TouanfAsssNAGTEEaY V3EN Uan. A6 @ TUIATANANSHILATIEH (2562)

(ur2iu) (2549) @ suAsaandu (2563)

@ ENUTTUUVIARIMAGITUME V3EN Uan. e @ vdEniAtaaseiasdId Ain (2564)

(unnau) (2553)

TQC and TQC plus-Winner examples

T59WLILNALNFITEYT Sutnafiudunua (2551) °
VSN Lduniawmutdaalni 41da (2554)
Ts9nenuaaavnsal &nnn1ana’tneg (2556)
AUSLNNAAI&ERAT AW1RINTAININaRE (2561)
VIEN WA waataul {1dm (2561, 2563, 2564+)
ALCLWNEAAATAITIAWENLNR (2559, 2563+)
ALZNENUNAA&EAT N InenaaLdeavlni (2562)
N INeNaaL a9t (2563)

@ & & & ¢ ¢ ¢ o
® & ¢ ¢

InenuIana’n 2 (2564+)
FUIAITLAANITLARATLAZARNTAIASIAHAS (2564+)

ALZLLWNEAFAS 1TIWENLIRINEUA
URINENREUAAR (2562, 2564+)

AUENUALWNAARAT UKVINLNReADULAU (2564+)
ASINATANITUNNE NKITNLNRaUAAR (2564)
URINERURAR (2562, 2564)
URINENREFIURIUATUNS (2564) 9
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*  AzluUlUMINIANGANS 450 AZLUUL 1NAZLULTIN 1,000
*  LUuNadnsiu 5 AN

1) AUNITTEUTVDILTUU LAZATUNTEUIUNTT

(avdngns/Ads U3N1FI9n3/nsEuaums)

2) PUNTHATUGNAT

3) PIUNITHIIUYAAINT

4) PIUNITUIBIANT WATNIIAINUAUA

5) AMUIUUTEUI NTHY ABIA KAZNALNS
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2. 1NUMUADESE dIUINULADNLEUNIUNAUAYAULD

7% Chula
Lean, Six Sigma

Chulalongkorn University

a;%
TlAN 11U ITN159199ANIA B9 LASIE5 199819k LU RS2 UL ADILMUILITUA TUNTTINIbEL
FeimReTL TINTaeRnsanansaLden

AIUATYTIIU WAILIAMAIN NIONUIBUBY 9 N lilnszuliaIANIUTUNTUUIBIIUAN 9
laasailanunzaulales wu BSC, COSO, BS 25999
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4. anuudanauin EJPEx Hina1n293501358U3 (ADLI)

1 Y

figoemyurululifiidugn 299smaSeuiusenaudae 4 Junau

1. NM592NLUULAZIABNNZUIUANS 3515 wazdaTa ATiuszAnSaw
(138n31 Approach)

2. MswuIneluufiReg1enudune (Send1 Deployment)

3. N15ARNINUSLLIAUAIIUNIALA mmﬁuuazuﬁaﬂumwiﬁ S2UNIN51BN1E LUN1TES19UINNTTU
(t38n791 Learning)

4. MIUFUBHUUUNUFIUYaIEInUINNIsUTElINLaZHANTSANTUNSVRLE1TY NSy lvinszulaunNIsuay
n15UHURNUTUMII89IUAN 9 UsEaIu naunduiy 59unan15USUUREUAINYRINTEUIUNITHASHARNSY
ANALAY (138171 Integration)
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LASS

ﬁ'\']éﬂ']ﬁlﬁ‘g']uiaﬂ B TQC 2020
UK-PSF

LAUNITALBUIIUATUANIN I Sicam

2567

2566 TQC Plus
EdPEX400

2565

EdPEX300 Tac
(EAPEX350)

EdPEx200

ANZIAINTIUAIAAST UNITINYIABVDULAY

lUNTINRTINMIN Ana. Tulassmsthinasiaammnnseinen
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nauNinliday/Anuasu3n159AnsTULTITEUY (HRIMNTZUUDULEINUNIA) Las
Prgliluntswauiagnafinansglaawazdidy ngaduinildusoianvasan iuae1auiage

N1IAINOUANATUATEAANS HNNBIFINTELL

Systems perspective

Delivering value and results

o o

a321695uLazA N 5914 ANTHNANANIRE N NI R Vi

Ethics and transparency Visionary leadership

[<] a tdl 1 v 1%
ANLTRAANLUILANAN

Organization Profile, OP

nainssTemiiedan ekl
q rodwoodns o , Student-centered excellence
s Q) ocietal contributions )
oG NN D "o X
@ Management by faCt A e

. Stuu
UﬁJﬁnwy/

2
n
e (mssn SiAs 1A ua:msSomsnmus)

faoukan I

[

nisliianudAnyiuyAaIng

n1saan13lae lddeyaasa

Organizational learning and agili
Managing for innovation : g and agility

NN3ELUE T AUBNANILAZ AINARBIFD

Focus on success

ANIRANITNAUIANTIN . . o
nsyaiiupudnEa
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EAPEX : Integrated Management System

N13UIDIANIRENINIEENAY nMIUgUAN IMUULAHA
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Organizational

Reacting to Systematic N
Learning

Ali t ;
Problems Approach ignmen Integration

Key stakeholders initially
very excited but ultimately
disappointed when you
can't execute
Boom Bust Curve!

Integration

Alignment

—

Strategic
Leadership

Systematic
Approach

Greal services but
not meeting the needs
of the key stakeholders
Reacting to

Problems

- Execution Excellence

28



Usziiuaengls ;: Uszidiu process AMuLUINIG ADLI

Approach (LL#2119) :
L‘fl%‘.i“*uu Definable + Repeatable + Measurable + Predictable
&I‘]J‘Smﬂ'ﬂﬁﬂa “JJEl{iﬂﬁ?m“JJ’J%ﬂ’lﬁ'“FlsL"h“

Deployment (nﬂiﬁﬂiﬂﬂﬁuma) ;
o F-- -9 1 n-..: =2 1 ,:i ,:i 9/ cll
ﬂ'l'i%'lu%']ﬂ'lﬁ‘lﬂﬂ'{]u{ﬂﬂEl'lﬂﬂ']ﬂﬂ'ﬂﬂﬁ%']ﬂﬂ'l%ﬂLﬂF_l']?lﬂﬂuﬂﬁﬂ&l'll;ﬂ&lﬂ

Learning (m‘SL‘SEIWS)
ﬂ’l‘.i‘]J‘S“‘L&I%ﬂ‘S““]J']%ﬂ’I‘SEIEI’NL“L]%‘E“".IJ'U
nsUsuise uamn‘sm%ﬁlﬁ Aansiaswulasiniwnnsasewianssa
uazuanila ﬂm‘:mws

14 Chula

Chulalongkom University

Integration (M3UIHINTI):

LW &
ﬂ’]’l&lﬂﬂﬁﬂiﬁlﬂﬂﬂﬂ']’l&lﬁﬂﬂﬂ’l‘iilﬂﬂﬂﬂﬂﬂ‘i

P s a &
ﬂqqﬂﬂﬂﬁﬂgﬂﬂtlaﬁﬂ ANNABNULHITW NITUIWBNITT LASHAAND




Uszaiuagnals : Usziiiu outcome AMULLLANIG LeTCl %ula

Level - izﬁ"uwawamiﬁﬂLﬁ%miﬂaqﬁ’mﬁﬂnﬁ’mﬁwmﬂ

9/

o o A AR
Trend : LLW]T%N‘ZIE]G‘ZIEINHTIGI‘ZI%

u

. o A '3 = = o  as = = e
Comparison : HaN1IALWWNIIZadaIANItUIguNgunuaNUIaUNey nag/mse
SLAULNYULALINLH NI EN

Integration : NM3LBaNLIVBINIIANAAN 9 (uﬂmﬂamunémﬁﬁnmnﬁ) NUNA

N1IANBWNITANWH AAN WA LLASUINT gnﬁ"ﬂ AR NIZUIBNITUAL
unnlianisnadran 9 nlaszulilulasivasansuazlnize
N3zUIRNIIANY 9 (lwnaaa 1-6)




N15USSLAY

Process

Results

s Chula
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N15U LN AZHBLAN 1,000 AL b

N1TWHI199ANI
naqﬂ§

L7
anen
N1390 MIIATIEH LAZNITIANITAING
YAaINg

=y LAy,

szuvdguanns

N o o k0 dhd =

v g a v v a A
A HAANSAIWNITLIINIVOIE LT LazuINIh
MOUA®DIGDANAINANDH LATATWNTEUINAIT

L= & 9/
7.2 HAANSATHGNAT

o g W
7.3 HAANSAIWUAAINT
7.4 HAANSAIWNITHIBIANS LAZNIIAINLALADIANT
7.5 HAAWSAWILYTENIM NMIRH AR UazNaeNs

120
85
85
90
85
85

120
80
80
80
90

-450
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World Leader
891—1000\\

Benchmark Leader

Industry Leader 291 - 890

681 - 790~

Organizational Effort

Good Performance

Early Result  471-571

“\Emerging Industry Leader
271 - 370 \

371 -680

Early Improvement

Early 371 -470

Development
0-270 TQA Score
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LLed A1 1E U & f
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AUIN 1 N15UIDIANST

o 6 o o - -
1.1 nﬁi%ﬁaﬂﬂnifﬂﬂﬁ%ﬁiaﬂuﬁﬂ: Senior Leadership

* How do senior " QJ * How do senior leaders
leaders set your ] create an environment
organization’s vision o for success now and in
and values? the future?

* How do senior * How do senior leaders
leaders’ actions create a focus on action
demonstrate their that will achieve the

commitment to legal organization’s mission?
and ethical
behavior?

* How do senior leaders communicate with and engage the
entire workforce, key partners, and key customers?
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AUIN 1 N15UIDIANST

1.2 m'i'lu@l,l,aaan'il,l,mm'm'mﬂs&mjaﬂaa:
Governance and Societal Contributions

th—‘

U UuRny
NHVUIY
A
385554

How does your
organization ensure
responsible
governance?

How do you
evaluate the
performance of your
senior leaders,
including the chief
executive, and your
governance board?

§55U1AUA

n1sas19Uselevln
d9A4

How do you address
current and anticipate
future legal,
regulatory, and
community concerns
with your products
and operations?
How do you promote
and ensure ethical
behavior in all
interactions?

» How do you consider societal well-being and benefit as part of your strategy and daily

operations?

* How do you actively support and strengthen your key communities?
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NUIN 2 NAYND

2.1 m'sﬁ’ﬂﬁ'maqﬂﬁd: Strategy Development

* How do you decide which key processes will be accomplished
* by your workforce and which by external suppliers, partners, and collaborators?

* How do you conduct ASZUIAUNIS .
your strategic ISUUNTU MO EIRE ol
planning? ITIILLA U

* How do you collect and

strategy
dAUS5aUZAAN development

(-
process
analyze relevant data ﬂaﬁc!clflﬁ » S .
and develop UIANNIF stimulate an
incorporate

information for your
strategic planning
process?

innovation?

s € a .1
INOUILEIALYINAYNS

* What are your organization’s key strategic objectives and timetable for achieving them?
* How do your strategic objectives achieve appropriate balance among varying and
potentially competing organizational needs?
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2.2 nawnagns lldpue:
Strategy Implementation

* What are your key short-
and longer-term action
plans?

* How do you deploy your
action plans?

* How do you ensure that
financial and other
resources are available to
support the achievement
of your action plans while
you meet current
obligations?

* What are your key
workforce plans to support
your short- and longer-
term strategic objectives
and action plans?

. AVIALNDAARN
ATIUILANY
WY LLaZNIS

JNSAENT .
! ANANIIUNANTS

= Wi

gn1susua

Uguanng

N15UsUURBULNUURURANS

* How do you establish and implement
modified action plans if circumstances
require a shift in plans and rapid
execution of new plans?

Chulalongkom University

* What key
performance
measures or
indicators do you
use to track the
achievement and
effectiveness of
your action plans?
For these key
performance
measures or
indicators, what
are your
performance
projections for
your short- and
longer-term
planning horizons?
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Voices of customer and sales
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DPR execution plan

Owner

President
VP Pomthong

MNo.1 of
ASEAN
m Global impact

VP Harin

REPUTATION VP Matcha + All VPs

Integrated Resaarch and

¥P Panchart
¥P Chalyaporn

=3% FT Inter students
=500 000 online learners
UG:PG 70:30 = 60:40

1.5 paperffacultylyear (12 000 Pubicmors)
T1 & Q1 from 40% to B0%
& > 50 Citations/Faculty

¥P Chakkaphan
¥P Matcha

Timeline

Execution

(T (U=NSsUMsWsaLUalauagUiuu
IAsvuasiku 1a5arul 2021

1EuEalASYMSTaoNa: SDG Projects 0L
Rankings Strateqy laU UNJA2E
Innovation district, COVIDI9 Vaccine

IsutANgRswiaUUs=aumsnisausin
ASWHI AR Wuin-1an naziwg
AnAU0IRGTILSINF

SuTUAYUHANUEARUWATUN WY WU
Citation UNAMISE S1BUARAG
lna=gsnILIANssY (SDG9)

VP Wisanu
¥P Pimpana
VP Hatcha

Total Revenue 20,679 MTHB
to support scholarly works

+144 inter faculty staff (10%)

Students: Faculty: Staff 13:1:1.7 = 13:1:1 ¥ Ratcha

¥P Supaporn

Sugpsielamwuarnunasielaing
Handas & J9EUIANSsU

EIULFIIE'IE:-L.IML.IEI‘IU An. Manpower
[Laz15y Active International Faculty
Recruitment
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Why student feedback
is important?
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Qs 9/ -
3.1 auAIaKWBaIaNA1: Customer Expectations

* How do you listen o/ ﬂq'i'ij'qLL‘L!ﬂ * How do you
to, interact with, and ﬂq'ﬁ'ﬁﬂﬂﬂ L = determine your
ﬂ@}lﬁdlﬁﬁlu

observe students customer groups

a o o ¢
and other customers ‘UﬂﬁﬁJ‘W‘Uﬁ aﬂﬁ'l LLay and market
Y

to obtain actionable

information? gﬂ L1 6 f4UARTN

segments?

How do you listen to
potential students

aJ =2 =y QO
and other customers N13INNTIANYT 298

to obtain actionable

information? bbelo UaN 137

* How do you determine educational program
and service offerings?
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3.2 ﬂﬁﬂﬂd@lﬂﬁ%ﬂaﬁgﬂﬁ’l: Customer Engagement

* How do you build
and manage
students and other
customer
relationships?

How do you enable
students and other
customers to seek
information and
support?

How do you manage

students’ and other

customers’
complaints?

A1SANNIS
ANUSUNUS

N1TEUUEYU
¥ A v
HLIBULATANAT

A159ANISVD
59958

=9 =
N15USLLUUAINUNS

wala Aa1ulaing
wa’l,ml,agﬂ'a'\mdnﬁ'u

=L
ATUNIND 12
=
WSguweu

m'il,emg-}nq
LAZHAAA

* How do you use voice-of-the-customer and
market data and information?

14 Chula
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« How do you

determine
customer
satisfaction,
dissatisfaction,
and engagement?

How do you
obtain
information on
students and
other customers’
satisfaction with
your organization
relative to other
organizations?
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Wortdavana

Q/

NI NN91U

Q/

155’ Uﬂ&gﬂﬁﬁ (Customer Listening)

®Survey, Questionnaire
®Focus group
® In-depth interview

®Mystery Shopper

Value Proposition

Products
& services

S

ST

Gain creators

Customer Profile

Pain relievers

80

#mme-f Chulalongkorn University

Lo I UM IARIA MKUA STP

2 emsad e ldnnmsadisanuduiussugnd (CRM) nnaadura
3.aenaian waasmat uins (e

4.itomsanHaaswaY U3 ms Tl

5.Lﬁﬂﬂ‘i"uﬂ';mszmunﬁﬁmu

6.utowanmA 1zaaalnl

7. eNa Ny lmindanumainnatouana e langanaau (Diversification)

[l Snsurndugiduld ) 3C $2elR$I0:
douideriussiv & nonwudewisdaly

et STP Marketing fioo:ls | o

o gnmpdusaounnas Aoins

o dsduzoreincoRuido STP fownsoviodinsi=h
o 3unacaolknRnoiy nmisaaraffiiiAgshio
= aunsn AtkuatKuae
® UBLDESFRIRL SARFANIY La: asronagns

* E0RY00UT0RIT0
o Sofkduquassaaautins

Segmentation foo:ls
R ps— s nisudonduanAnweadansiudidny wWu nisuuo
2015062000000 diudszuinseans wnlinssu dSasSnen

o dwnssooutvniwowortolu
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#mme-f Chulalongkorn University

s 1 | 1
| ABnssunediseu andangudu wazgildruladiuide (C= Customer)
. } i anén (©) S T T T mslUlEUs:Tomi s -
doanantsiuia e = ABans g & é
HAwau c | & }§
C1 cz2 C3 Ca 51 52 53 54 FC1 FC2 FC3 FCa A B C D M B C g E F G
wuudTieATnana luaz limawals QA v ¥ v ¥ v v v v v [ v Y v | v A | numA 1
r Focus Group AD v v v v v v v v v v v v v v v v v v v v v v v Iy 1 2
a@ Open House AD v v v v v v A A 2
Road Show AD v v v v v A f 2
C GS Camp wsinn v v v |V v v A 1 ]
CG; Usguilme SA v v v v | v v s 1 2
o UazidiuRuA haEaay QA v v v v v 5 1 1
TEUUBTETIE U AD v v ¥ N A 5 T 2
m ARATTUNRIUTINAR SA v ¥ v v v [ v Y v 0 [ 2
arG stz SA v v v v v | A [ 3
o Urzruenlnasad SA ¥ v v |V v 3 1 2
97 [ Fofeusedm Eme v A B A A I A B S B A I R A B ST n | 2
9 ; BuT g AN e | v | v [ | Y [ Y | Y Y[ Y v A I 2
WUZLUTREDT AD v v v v | v v 5 fl 5
; social Media PRAD | v v v v v v v v v v v AN AN A A A R A R A A e D | nam | 2
3 Uo Tnadm wihe | v v v v v v v v v v v v | v N A A A A I A v D | nam | 2
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(a fmAnsanu/aRiaAn AD v " A A B v | v 5 1 2
Co Counselling By Dean Al v v v v v v v v v 5 1 2
a g Frequency : A= annually, B= bi-annual, Q= gquarterly ,M= Monthly, W= weekly, D= daily, O= ongoing, N= as needed, S=school year
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If You Can't
Measure (t,
You can't f

lmprove It /"“ ’ ’

“If you can’t
measure it,
you can’t
manage it”

Peter Drucker
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UUIN 4 N3N N1AATILN HAZNITIANITAIIUS

o " 4 o o P=N o
4.1 N13IA ALAINTH Ltazﬂiﬂﬂiqﬂﬂaﬂ'liﬂ']L%%ﬂ']i?.l'ﬂﬂﬂﬂ'lﬂ% :
Measurement, Analysis, and Improvement of Organizational Performance

* How do you track data and
information on daily operations
and overall organizational
performance?

* How do you select comparative
data and information to support
fact-based decision making?

* How do you select voice-of-the-
customer and market data and
information?

* How do you ensure that your
performance measurement
system can respond to rapid or
unexpected organizational or
external changes?

* How do you review
your organization’s
performance and

capabilities?

g =\ .1
APl AT

UJsuuse

* How do you project your organization’s future
performance?

* How do you use findings from performance reviews
to develop priorities for continuous improvement

and opportunities for innovation?
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4.2 m's{fﬂmsmm%mﬁua&msﬁhmsmmﬁ:
Information and Knowledge Management

* How do you * How do you build and
verify and ensure manage organizational
the quality of knowledge?
organizational * How do you share best
data and practices in your
Information? organization?
How do you * How do you use your
ensure the knowledge and resources to
availability of embed learning in the way
organizational your organization operates?
data and
iInformation?
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®uIN 5 YAAINT

Q/ Q/ -
5.1 ﬂn’l'nl,l,’maaadﬂ’l%qﬂa’m‘i: Workforce Environment

* How do you assess your - a0 * How do you ensure

workforce capability and UVAAIUATUTIA § N"NI19TU workplace health,

; Y o w security, and
capacity needs? LAZDASIN1AY Y.

How do you recruit, hire, accessibility for the
place, and retain new ~ - p workforce?
workforce members? aﬂﬁﬂﬁﬂ:ﬁl‘lfﬂ

How do you prepare your
workforce for changing
capability and capacity

, _ ]
needs: _  How do you support your workforce via services,
How do you organize and benefits, and policies?

manage your workforce?

LaZULEUIEATUYAAINT
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5.2 ﬂ%ﬁﬂgﬂﬁ%%ﬂﬂgﬂa’m‘i: Workforce Engagement

* How do you @ How does your workforce
determine the ﬂ'}']llgﬂ N13INNTINA performance management

key drivers of o a wa system support high
workforce NUVDI msﬂgumm performance?

engagement? How does your learning and
How do you ' LLas development system support
95505S UA&a1N? v the personal development of
ATSNUU workforce members and your
workforce organization’s needs?

engagement? o ¢ How do you evaluate the
ARIUBIIUINIANT effectiveness and efficiency of
your learning and development

system?

How do you foster an organizational culture that is How do you manage career
development for your

characterized by open communication, high workforce and your future
performance, and an engaged workforce? leaders?
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NN 6 STUVURUANIS

6.1 NSZUINBNISN91W: Work Processes

* How do you

determine key N1999NLLUUNIT y * How does your day-to-day
educational programs o o N133ANTI operation of work processes

WNNTIANTT ensure that they meet key
A8 UsNIS N3ISUIUNTT process requirements?
How do you determine your

and services and
work process
requirements? HAZNIZUIUNIT
* What are your
organization’s key

. » key support processes?
NIUNdIAg N133AN3 HOW do you improve your

work processes? LASDUY work processes to increase

. ) . student learning, improve
How do you design W3InnNad ’Q‘UW]‘LI educational programs and
your educational Prog

services and performance,
* Howdoyou |+ How do you enhance your core

manage for Manage your competencies, and reduce
innovation? supply network? variability?

programs and
services and work
processes to meet
requirements?
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6.2 52aNoMavaIn13UUAN13: Operational Effectiveness

* How do you
manage the
cost,
efficiency,
and
effectiveness
of your
operations?

* How do you
» ensure the
JseansSuavag Jaannaay security and
o cybersecurity of
N3ITUIUNIT Ul A sensitive or
AU privileged data

NSLAIYUNSIUAU . and information
Uaannauu and of key assets?

USZANSTNINLAL A

A1UUaRNNYLAY )
lanlowos

N1ITANLAY

* How do you provide a safe operating environment?
* How do you ensure that your organization is prepared for
disasters or emergencies?
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Work Systems — Work Processes VMV
Program

- - - - Requirements
Ws1 Key Ed. Programs
i

WP2.2 WP2.4  IRIEY. Key Services
Leading KPlIs 1 Lagging KPls l Service

Requirements

7.1 9 wAANBEAWUSEANSHAYDINITEUINANSUNUGNNT 710 HAANSAIWNNT
(1) Uscansauazissansuavasnsilguanis SansuainiSun

(2) NITLATY NN DN ADANITBHNIRW
d LLAzZNI=UINNIT
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Key Performance Indicator (KPI)

* Leading KPI: 1iwa%h
'mwam(vlﬂawaawﬁ) %30

Leading KPI Lagging KPI

Predict goal achievement Measure goal accomplishment

Huaaitiananiiinen - |
AUNIWa laTaIanan 26013INTL NNV AILD AT
g ldguaans j i ) )
_ & o a AMNNIND [AVBINNIN 2O IINITANAANVDINUNI
* Lagging KPI: tdwazh |

JANAMN (31NN Pwmuaansiidisumsetaly  UssEninawnnsvihiuzeiuains
ﬂﬁﬁa 919) 2159 aah lasanswawyaains
AANAANSNLNADILAN Srwamindnsalasunmsausuli AMANBULVBIUNAN A UITLTTTH
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assessment
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1A59919949ANS

69




- a nAant . e~ a e _\\}W% ),
13ladlalsuaIn "0" : Basic systems tinaUseiiiu/USuUFIANMIILAS ADLI Chula

%-f Chulalongkorn University

1. MTINNY USWISHRULazIuUsEann %

2. mimmwaﬂﬂm (mmum w&um %mmiaau inmuwa UNISANE wumu/iliuﬂia)
3. M3 ml,auam LATAT A ILFNHUSA UTERALNN

a. ﬂ’li‘ﬂ’]ﬁﬂﬂi“UULLa”ﬂﬁlﬂLWEJﬁuUﬁuuﬂ’lﬁ]ﬂﬂ’liﬁﬂH’l

5. ANSARNNSLSa95a9L58Y (*umuamaymumamuau‘])

6. ma“diwLuummwawﬂwmuﬂm

7. MSUSISTEULINY (LLEIWﬂ’]‘i’Ui’M’]‘iU%ﬂ’ﬁW]ﬁ"ﬁ’lﬂ’I‘i)

8. ﬂ’liLLﬂﬂx‘iﬂ’J’]MiUNﬁl‘HElUGIE]ﬂQﬂJJLLEI“’E‘I‘LJUE‘IUU‘HJJ“HU

9.  AINIMUARIA LAUTIE NUNIU LLawiﬁtmamiwumuLwaUiuﬂﬁawaﬂ'ﬁml,uumi
10. mmﬂmia’ﬁaumﬁma"’mmﬂﬂa‘

11. ﬂ’l‘a’ﬁ]@]ﬂ’l‘a’ﬂ?’lui LLEIwﬂ’l‘jL"jElu"j“tIENEl\‘iﬂﬂ"j

12. ﬂ’l"jﬂ’]ﬁwﬂﬁ]’]LmuﬂLLﬁJjUUﬂﬂ’lﬂ’J’L"U’IWN’IU

13. miml,alﬁaamammw ﬂ“tlﬂ’]wLL’EI”ﬂ?ﬁﬂﬁﬁﬂﬂ“ﬂ@ﬂﬂﬂ?ﬂﬂﬂ’lﬂ’lu

14. ﬂ’ITUTWI?EI’HﬁUi“’IEI“UUEI’IHﬁUUF]'ﬁ’]ﬂi

15. ﬂ'mliwLuuwaLLawiwmm@mmuUﬂmﬂi

16. miwwu’mamﬂﬁ

17. MI99NLUY 4AMS USuUssnsyineu (MSIANITLILUNTEDL, awuauvauu u,awau‘])
18.  NMsUSMIANsEATIasiugIuaumalulagansauwme

19. miml,am'lmlaamﬂa LLﬁ”LﬁﬁﬂﬂLﬂUﬂﬁﬂlUE}ﬂﬂﬂi

20. aﬁﬂ'ﬁmmuﬁumwmiwmum*ﬂmaaﬂﬂi

21. ﬂ’liﬂ’]ﬂUﬂLLﬂIﬁﬂ’ﬁUgUGﬂumﬂﬂi Fulumundnsssunavia

70



UNUIMNYBIYAAINTNYU EAPEX

e Senior leader - Leader
* Influencer
*Implementer

* Facilitator
 Workforce

Ottawa Charter’s 3 Strategies

Advocate

wiidivae Facilitator
* nanTuua

* nandeUszanuy

o ifenaliifia
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Key success factors

- Policy
A clear qyalitydpolicy with
Leadership and top~
management commitment

Training

W Training

Customer-focused Training: Executives,
Academic and Support staff, and
Assessors.

B Assessment

- Internal assessment system
- Assessors: Development & Engagement

Assessment

73



ANUUANITANLLUIIUVBIFIUVIUAIUNITUTUITIANTTANNIN UN5ANYI 2564

#mme-f Chulalongkorn University

g‘ULL‘U‘Uﬁ 1 sUBUYT 2 . o day « X
Full EAPEx Model Stepwise EdPEx Model dausufunly EdPEx WNEUNUINFIUDU

Uszyuanud/druau iawssundaunsiaundiuauganatudaniunaet EJPEx (10 n.a. 65)

Usziliuauias iwaldenguuuun1saniiunis EdPEx (Self Assessment) (dencunielu 25 w.a. 65)

Uszu W/S (309 Tnse31909Ans (OP) (17 W.0.65) - 561, U, A5 3501

UszguduatuumamsaniivauaiunsuImsianisanninszaudueu Yn1sAnen 2564 (16 dl.e. 65 13an 09.30-10.30 1.)

wauuaniAsuieus “Best Practice gAud159v0909AnIH8 EPEX Framework” (4 n.A. 65 1381 13.00 — 17.00 w.)

wawuanwasueus “Aralnaignasldinast EdPEx wWansandunsiiuda” (25 n.a 65 11a1 13.00 — 17.00 14.)

dUSULNAY EAPEX (17 =19 4. 65 1381 09.00 — 17.00 u.)

Uszagal W/S iladainsnesuununisimunnmning Usgas W/S wedarinsngauanamiauuiundiuau * EdPEX200 - SunstuusenAnauay Feedback | ® daueudiiun1snuinaeivasseuy
WU 4 AF3 (1981 13.00 - 17.00 W) AuLNQ9 EAPEx Report (iung A5 Laza1LY) ﬂmmwﬁtﬁanw KAZIANNIIIUNIT
AN 1:20 N.8. 65 ATIN 2: 11 A.A. 65 WU 3 AFT (1181 09.00 - 12.00 w.) v o p UsznuaunIne
P 3. 08 ‘ ¥ . ¢ P L 20 65 P 511 65 ® ANI31897U SAR AULnauN EAPExX ¢
AN 3 : 28 p.A. 65 AN 41 11 W.e. 65 AN 1:20 N.e. 65 ATIN 2: 11 a.A. , . —
- (amzdruauiiliniu Screening uaylallaaing (melu 15 5.0. 65)
ASIN 3 : 28 w.A. 65

EdPEx200) (Ml 15 5.0, 65)

* desngauunumsiaunaanne i inedglugluuy | e desrsauaunienuSundauaunanaet EdPEx Tuguuuu | © de51897u SAR anannauel EdPEx adusuysal T

Ioa Excel Template H1usEUU Lesspaper (15 5.A. 65) wnineaeluguuuuling Word uay PDF 1

(roudaraulasa1983Ans 13 9o Tu Excel Template J¥UU Lesspaper (15 5.A. 65)
U3undLe uminendoiivun)

* d991891UN5UTEIUAMNINANUTZUUT
wanld Wiuvinendeluguuuulng word
WAz PDF WUSEUU Lesspaper (15 5.7. 65)

& Word way PDF H1usguU Lesspaper (15 5., 65)

Gdevird wWhvane wwiney/asmsunae EJPEx Tuldwamngiuau

AATEIATITNBIANT BaghEUNISTRLIEINOLlusTey 3 )

* dausunsvdeunaziuiingududaya CDS uars1eeu Tuszuu CHE QA Online (19 - 21 5.0, 65)

* H1e3ladEaeAns ATIREBUANGNARY kA INeGenadedayalit aU.93. lusEuu CHE QA Online (118lu 29 5.0. 65) 74




MSANUAYUINUKIINYAY it Chula

— Chulalongkorn University

A

NANAUY EAPEX300 TQC TQA 7a
F > ausuLNUY EAPEX

> ausuBaUfunnig

(V] vy i 'y, o a 1
Qﬂ%qwLGUEJ'JGU']QJLﬁaﬁUUﬁUUﬂ']iﬂ']Luu\‘l']Uﬁ'JUQ']u Yo o~ v o
- e 9 > 1ﬂﬂqﬂ'ﬁﬂ@'] ATIATNLUUITULLASNTIAANITIFVNEITIU

AR et Fanchec

> deausuLnaua TQA/EdPEX AM8uanunIIngnas

ﬁmu’]ﬁlﬂﬁjﬂ’]WUﬂa’]ﬂi (079 aU.97., doTuliuNANARLAITR)

> a519dnsaaUszdiu TQA Assessor
_ > a519dnsiauszdiunelueednIuesgun (CU-QM Internal Assessor)
Z JaUszyuidiuanildsuiseu

auuauu‘tlaua'i UUN13Y1191UANEIUNANIUNTNNEE

75



NSETUUEYUYDYAINUVNINGIAY

74 Chula

S‘—F Chulalongkorn University

SEUUNITNIUEIUNANVDINNIINYI1YUIEIU

1. NMFAANIVBANAIHUINT *****

2. NTLUIUNTRNUUU-UTUUTI/NAUN-INLENNANERAT
3. N5zUUNSUTEIEIUNTSIS8UNTSaaR (CUCAS)

4. A5EUAUNITENTIAANNNINE lava e ldUdin ***

o

5. NSUIUNITAIANINAYNG ****

9

(WHUNAENS 4 U LAZHNUNAENSTZELE12)

6. NTTUIUNTITIANIUUITZUNR ****

7. NM5USITAMULEES LR

8. AnuUasnie 91ToudenazdaIndon

9. 1A59a519N15USUNSIANS

10. NTTUIUNITINUHULATHAIUIYAAINT

11. FUADUNSRANTUNSATIANES

12. NFZUUNITETINN

13. NSUIUNITHLININITANTUNITT UG0S0 5o U

14. STUUENTAUNANEARY

76



Home work

1) nezuaumevinauvnusuiiaveust w Jegu dinsuaums
pzlaUn wiazngzuuneiilasiiuandvgsuuinieting

anA/gsuusMs3

NSEUAUNNSYINNUNSUERAYEY
nsxUuns A
ngzuUNg B
nszuunns C
ngzuung D
ngzUuMs E

2) 9nngzuaungvieuluie 1) Tidenn 1 ns=uung uas
WilivsunioyandesnmasnandV/gsuuinig A5msleinda
joya A lumasnidums uasnaieyalulive:lami

ngzuUuN1s A

C1
C2
C1
C3
C2

- - - - - v -
and/ doyadl | mefiecliun | Audlums

g5uudne | deannaen | Tdeyan
anAn ADINNT

C1 e QUATSOL \
e WUUEBUO M 6 AU USUUSATRIUN

!

ANLbuNng

nathieyaly
15 Teml

s
I

S\
Z

s

NS=UUNSNUNU

AIUIQ

£ pepenuuUNgEUUNGINL denadpauALABINNG A
aandaveagsuuanauasgiidulidnds (ieudsinsuas
anandaluinmuadu KPI)

£ mavsulanazuaumeieulilius=Andua

2 vptalsdeezamnsnandumulunsuilanu wu artussu
anmarinutndeu apdnlisne aamnuiiauana sy

wulAa Lean

€

- JUsvamdumeudnli . .
. awagusAILAL
\ du y "
 yumau Usvaas:tiztaanlunng ..
- aagusAalAll
NgzUUNTS " UHiidau ) " .
- USuusanssuums f —
e wasgusATU
" MU 1 " .




NNSIANATLAATUANLNULUITHY & Chula
IUSEUINEIUREaNNISCND <)

Management by Key Performance Balanced Scorecard Objective Key
Objectives (MBO) Indicator (KPls) (BSC) Result (OKR)

[ g
{

L)

X -

ADOENVOVANS - Rock Water,

i Ty Rok Weer e | ooste. e
- - luovFins
iBoulao - nnswuluovAns - nns:AuluovFAns - IURS:AUOVFNS LIEL

nusawana: - 1Bouleriums - iBouleriums - Boulenums - luBouteroiums
msiAsw3a Thswosa THswoa FIOUMSSAUOVANS bt
msiISaus
4 nagNSOOANS lWB BSC Amidums
IUSEIUINEIU ' rinun Strategy Map
annagnsiliolmnanowiBoulan
MSUNHaNNIScNY ‘7 iz Sl U serticenonetdiAUS AN ST

SNNUS:E0An oSNOUS:a0A SNNUS:Ia0A
ibonagns # 1 isonagns # 2 IBoNagnNs # 3 . >

IKPIE ssC lEMBE ranodemu Concept fshonu (idnanadlunaooifieoriunanusdl Concept IFieonumsiSeniuindouriu)
i USSIsndissnosousoy



KPI or OKR

Chula

£ Chulalongkorn University

Objective
& Process

Team Alignment

Feedback

Achievement

nun Objective $IUIU 3-5 ¥ nnundnidading
DUsIIASE Ns:uaumMsiubnUbanGUIa:USUINEOUTS

ALiausUIUNSTNIUNAINS 30NV HLADNANS
BatuMISTIUASIURU SHINGUSHISIAWINIIU

OmsAamusia wany 1a:1 feaoback SI6TASLAIW
SEmsiu sa-USUIBUURALNEMURUMU AU

RAsabigsundwnd lomusmuimelumsdmny

Objective MnUAYINTIU Routine USUaUTaU NN OKR
ns:uoumsiwludandu USunZousnnng

MSMUAIUNAYNS AW NI INGUSHIS

Gwsundalumsle feedback uste 6 fou nSosied
oUSUUAUURILNEIUMBIMSSU feedback

Luamensnmualmunees KPI

gadmne
Aty



|

/)

W

\

Mutiple Handoffs
@5
Cross Functional Roles

From Silos,
Lack of Communication
High Collaboration,
Results Oriented
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Organizational Sustainability

Communication - Engagement Organizational Performance Review

Leadership Process Societal Responsibility

% Chula

Leadership
Strategy Development Process
%-p Chulalongkorn University Process Improvement-innovation SYSTEM T
N

Process Strategic Action Plan Deployment

Management Planning Strategic Sourcing

SYSTEM Risk Assessment
Work Processes Determination TOTAL -
Supplier and Partner Integration INTEGRATED - g
Stntog ¢ Resource Commitment

Workforce Engagement Management BALDR'GE Resource Allocation - Redirection

EXCELLENCE
SYSTEM Product Offerings Determination

Customer-Market Segmentation
Customer Culture Building
Customer Support

Listening-Complaint Management

Engagement-Satisfaction Determination

Workforce Engagement Assessment

Recruit, Hire, Place, and Retain

Workforce
Engagement
SYSTEM

Career Progression

Leaming and Development

Workforce Capabllity-Capacity

Workforce Climate Improvement

Workforce Performance Management

Knowledge Availabllity - Sharing

Benchmarking and Comparison

Knowledge Management Hardware & Software Reliability - Security
Data, Information, Knowledge Reliability Performance, Knowledge Measures Selection-Use




