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KPIs sEmll

NAENEsEALRIANIS
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nagnsszaudeny

KPls TEUAAR

/ NAENETTALRIULUU \
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o
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o o

NNIANUUAFITIRTEALENENY (Department KPIs)  ldiaddamaanngdalunig
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31l7 3.4
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LAAIAIDEINNTZUIUNIG L UNISHINNUARITIAN 3 FEAL
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1 1
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NAauNIay nIvuA
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s KPIs
TTAUYAAR Al SUNAN yAAR

T

7 : R ug WIUNYATUAZATUE 2549, 14.29

a9

(%

3. NITNUNIUITTUNTTNIUAIUARINITAAN ATIANANITUJ TR (Key

Performance Indicators: KPIs)

¥
(> [

3.1 UAN LUNITRANUULAITIANANISU])TRMU (Key Performance Indicators: KPIs)
luniAusnis

N15USN1sUANAI9ANNAUuAIasingls (VA WIMNYAT UATADE KPIs  Principle  to

Practice 3545149 A1Ra9n NFLAaasa 2549, 14.62)

a . =K a a K a ' Y a 1
N1TUTNIT (Service) NHILDN “WANNAY Iﬂﬁlﬂ@ﬂﬁ‘i&lﬁﬂ\ﬂ 42} ’ﬂﬂlﬁﬂﬁ‘ﬂ’]?iﬁﬁ’)’]\i

1
& =

asAn1snliEnNsiugnAuasinafanssunneluaesesdnsn ldusnasa lidulilanudm

Y v . dj a = ] a Y v o 14 '
ANATABANNIG" TNNITUTNITHANHLANANINMNAUATAILATUANLA 4 1szng 19’ILLﬂ
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o

1. quiesldls (Intangible)

o

2. Auuenldle (Inseparability) nisunisuzauldtiuresannliiznisa¥g

PN

Al lnAiun e

3. wisdunannuang (Variability)  widdnazliuinislaanwiinawanine iy
Tuanuiuazginanlifn AN NIaINILENRaNAazIANG 19T
4. goyaanaledng (Perish-ability) gnAnldlafuazlsmifluguiudumngalil
WAIAINFULINIS HiNeAIunssaLaranlszinlativanagoaany
Tu/lgne
=2 1 a = ] a a ¥ =3 M v {
fawddnnsudnisaziaonuuans9aInnIsRanAuAn waf L ldusnaasiudnng

HARAWAN lANNsUENNsuelvag Auatiudndadountananduduaznisuinislugeia

WAazlszinn

N5EUAUNIS LS NISLANAINAINNSLUIUNISHARRUAIDE1GLS

N32UIUNNFIALINT (Service  Process) AanilsiEnng (Service) uazgnALilu
asAlaznanfiduiafufeuaznaaninarlunszuaunialdiingg daamandanain Gandd
“the moment of truth”

ganaluniALInIstanAadInIsuan1sAiunig - (Outcome) 1uﬁammgﬁm’7iﬁ
dudzaiulumansnan TeazlszaunadniSaliffesdanaunmenlfutgnAnlaanig
WWusnng (Output) %l\iLLF;Iﬂiﬁi’ﬂﬂﬂ@’mﬂ?:ﬁ‘uquﬂﬂﬂﬁu?ﬂ%‘ (Process) Lﬁmmmﬂummum
panaluase vde the month of truth finszusunisa¥eyadinzasnszusunnsldLEnIg
Aeilsisnag uazgnAn Wnanszasuiuned

The morment of truth tuutiveenidu 2 svaz &

® nslLENNg
o uavean I TiANan
slmj'f;\aLqmﬁﬁlﬁﬁm?&u@ﬂﬁﬂ%mmmmﬁmm@@@ﬂm warninauarlvilinag
Tneldipiasile gunsafuazaniudl sudesuunfiudeldfugnin fedrsresdeiivun
iy szznantunsisnsduseunsiiEnig Wudu
winasliusnisdaulngjaniludeisudeclldly wafdannimuienmanws

(Attributes)  Naxsadauazlsziduld eluntsdndenninineaanisuinis (Service
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Quality) 114 Parasuraman, Zeithaml & Berrry WN1N15398uasAmUNnARANZNGD
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1 o 1 a ij/ 1 A v Y o a
BEl9UYINN UazFlatatmangnALATELFNg
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1. NNIFALABNATINN LHAIANTAUARTBINTINIUNATTFLIN7azdan9an A1 lud0
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e
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q
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A7 TRUN WAUNSA (BSC way KPI iian1siuinaeaesmnsasingsaiiu 2546, 1.462) 1@l
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2. WANANHNENL/ WHUN



44

M15199 3.1

AaddpNanIsUIRNULEnmugsNalszinnene g Aa gsnalseusa (Hotel)

L4
AU

AITIANANITU AU

1.18n15U 1imUsI

(Overall Performance)

ﬂ’]‘iLﬁﬂJmmmamﬁ’]uLLiN’m (Labor Productivity)
H@ﬁmﬁwi@wﬁmmuﬁmu (Value added per employee)
é’mmz\iqugm’nﬁuﬁ@ﬂ@m’m (Value added-to-sale ratios)
HATNEIFANTININUTIAL (Sales per employee)
AINATINITD LN ITUATUATUF U

(Labor cost competitiveness)

'
a '

HAANNNABLNNUDIAUN UATUUINIY
(Value added per baht of labor cost)
Aua1NnTalunnvinnnls (Profitability)
AlasauNe WAL HLIY

(Profit per baht of operating capital)
ﬁﬁiiﬁi@;ﬂ@ﬁ’n‘ﬁlu (Profit-to-value-added)

NANRMTB99)1 (Capital of productivity)

'
a

LAANNNFARLNNUB WA

(Value added per baht of operating capital)
P s e — <
Aunindnsnidugdsssusandnaunilanu

(Tangible fixed assets per employee)

2. gagInaulfiisns

(Operational Indicators)

wasiiusuasiasiignidn (Occupancy % of occupancy)
o o P SR

muquwum’mmwmquﬂm

(Number of staff per occupied room)

218/ lAANB M TULATLATIAN/FUYUNINEB M TLATLATEIAN
(Food and Beverage revenue/ Cost of food and beverage
sales)

e ldANTiaY Fuunisanasied

(Rooms revenue/ Cost of room sales)
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L4
AU

ANTIANANITUTRU

3.fa@3nn15 g5 lamd
RINLTINU
(Labor utilization

indicators)

Srunuresfignidnsieusiinumiieay

(Number of occupied room per chambermaid)
Srunudalueinuesudiiusedesfignidmiisies

(Number of maid hours per occupied room)
Srurunidadunazifaleireniinaiuatine fuilaay
(Number of check- ins and out per front-line staff)
@"mquﬁ;m”uﬂixmummwi@u?mwﬁqﬂu

(Number of food covers per waiter and waitress)

4. AITIANTLTNISRNAT
(Customer service

indicators)

ﬁﬁu’]uﬂ%ﬁ‘ﬂﬂ\‘m%‘ﬂﬂﬂé\ig‘ﬂﬂﬁi@LL‘ﬂﬂWﬁ\‘iﬂu
(Number of bellhops per hotel guest)
Snunanyszanfulefiduiressuunanimun
(Regular guests as % of total hotel guests)
Snunude¥esBeuilafuseiEeu
(Number of complaints received per month)

- gheiesiin (Room department)

- ﬂwmmmmm?'mﬁu

(Food and beverage department)

- dhadineudauniin (Front office department)
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MA1519N 3.2

ATIANANITU IR UanANE 8 /waUN

fe/weun

17

AITIA

1. dhanswannsayud
(Human Resource

Department)

1. NIFAAUINWNAY (Staffing)

prudasnianiinauiissy redewiasielasung

(Requisition filled per month or quarter)
ARWIERIINTFUNTNLNA:  S1uunTnauTideensdng
Sauniinauanan

(Accession rate; number of hires/ total number of employees)
AR AN TANTINILULAAZ AL

(Cost per hire)

A ldmsunnsvnenenslssiviie

(Time to fill requisition)

Anldang lun1ausunwiinanwdn vl (Orientation Costs)
@mmuﬁﬁmmwﬁmm‘luﬂﬁua%muﬁﬁmmwﬁﬂmuﬁ'u‘%ﬁw
ARINIg (New hires’ qualifications versus requisition
specifications (quality))

uatsziiuntineudeludaesduinisg (Inagainaauianals
29IgNA")

(Hiring managers’ rating of new hires (customer satisfaction)

2. N5 lUANAALLNULAERIAANS (Compensation and Benefits)

o o a o A o
mmwﬂmm’aﬁmﬂﬂﬂwmz\ﬂumﬂmu%

(Number of job descriptions written)

a

AUIUANUNIUNGNAATEAL (Number of jobs leveled)
Lﬂfa§L6°ﬁuﬁ°n@<1miﬂmﬁum@miﬂﬁﬁﬁmuﬁmmm@m

(% of performance appraisals submitted on time)
ilefifusesdnfestaasannisuazdadnouiigiiunnsniely
1 flpwindaanniiduinfes (% of benefit claims and questions

processed within 1 week after claiming)
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fe/weun

AITIA

1. dhanswennsuyus
(Human Resource

Department) (s18)

2. N5 LUAINALLNULAERIAAN1S (Compensation and Benefits)

fRsANNRANaTA luNNIATNIT LA FRgTeddaANNTVEENNS
CRtITE

(Errors rate in processing benefit claims or pay actions)

oy = o | o v Ay va o o
mifmLaﬂummwummmma"awmn"lmumimLuuma
(Employee complaints per claim processed)

d’ ¥ o a o o Y o a A a ' a
LQZ\J’]V]I“MHLuuﬂ’]ﬁ‘m_lﬂﬂi"ﬂ\‘i‘ﬂ'ﬂ@Q@ﬁﬂﬂﬁ‘ﬁﬁ"ﬂﬂ’]ﬁ‘mﬂ@’mL\iu
(Time taken to process benefit claims or pay actions)

N3 UTRINTNI U A LN UNNT I AdaRN T

(Employee’s rating of innovative benefit plans implemented)

3. STUUMTRUNARIUNSNENNTNYE

(Human Resource Information Systems)

anANNRANaIn N1 ldsuNTN

(Programming error and re-run rates)

AU UNNIAULeIuAaTiLIsINgH (Total cost of each program)
A1UILNNTRENLLLINEK I WL/ Aauauatealideseau
(Number of report redesigns/ Number of report requests)
nalunismavsanalullsung

(Response time on program requests)

I3

AMUIUNITARLNINN TN TANA

o

A % Py ¥ =
WNEINUUAYANAINITOLYD
aaulaills (Number of phone inquiries per week for data
accessible on-line)
wnatar i sinaulfiefadude fifudaeawnarnlasulunns
AANLE3A (Actual time to complete task as % of allocated time
to complete task)
daluansnnaundsldléng (Backing hours)
FRTHINNTURIIAF R AU UA LT
(Overtime hours/ Operating costs)

a = o A
m@ﬂﬁiﬂﬁ‘mummmwaﬁl@‘umBm‘nl,mm

(User satisfaction rating)
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fe/weun

AITIA

1. dhanswennsayud
(Human Resource

Department) (sQ)

4. WHNUUAZUTINURNNUS (Employee and labor relations)

FaluslAntinEuazsunsanna Bnssiaies
(Counseling hours and number of sessions per issue)
@c’ﬁmuﬁlmﬁ”\@mﬂ‘ﬁ (Number of grievances)
Saruazfuuressyftesteand

(Grievance settlement rates and costs)
ARIINIIUIANU (Absenteeism rates)
Frunuaasinanfigoydely (Lost time costs)

BNIUATAUYUNIIA1BENANNTU (Turnover rates and costs)

5. NSENALSNILAZNITWRAIU (Training and development)

AZLLUARULATMAININAGaLANIATNTHNALTN
(Pre and post test scores from training programs)
o o a -

AZLULNNTU AU AT ALAR LAZ AT FITN

(Attitude and morale change scores)

o o = \ o <
ANUUT TNSIAINNTHNALTNAANTIN UM AL

(Number of training hours per employee)

° o v K L o <
AnuIUTe K naLsNFatAanine LAl

(Number of training courses per year per staff)

o ] 1 Yo =X ' % = A U v
angaauAn Ifane lunsinaususefaa a9 RUAAUAIANS

(Training costs as % of payroll costs)

2. dhatinyd

(Accounting Department)

1. Apmdayanwansdmsumslimeluiazaiauan

(Supply statistical data for internal and external use)

UIUANNEANAATRIFIULsTnaUd Ry A/ ATUIUTINT DY
o o Ao 2 yy
mamd‘nmﬂ@wuuwﬂh
(Number of data element errors/ Total number of records
sampled)
ANHNRANAIATINL AN TN AU URN1788N T
(Errors found per staff before reports are issued)
AYNHNRANAIATINLAANTNINUNTH AN EVRINN1TBNTNENTY
(Errors found per staff after reports are issued)

- o o o
mmmmwmmwwﬂumuﬂammhﬂ@u

(Errors detected in data for other departments)
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fe/weun

AITIA

2. dhatinyd
(Accounting Department)

(i)

1. Apmdayanwatsdnsumslimeluiazaiauan

(Supply statistical data for internal and external use)

o SuulANANIANRIA I IR LTI AL (#05)
(Number of projects in progress per staff (statistics)

o Sruniussefildlunnsnsagen/ S1uaniudalidniung
M348 (Actual number of days spent on audit/ Number of
days available for audit)

® ﬁunuﬂ’]a‘mwmu%\mmﬁiﬂﬂ (Total Audit cost per year)

2. N15YLEA1WNIFALEUIIU (Operational accounting)

o SmuiuATSmUATINa Rl Suuse L e
(Number of dates missed/ Total number of reports

o SnuuaNAANAATIRATW UIUFINTIH
(Number of errors/ Number of transactions)

o lefifufuasmaautlszanTifinsanan

(% of on time routine reports)

'
¥

® LavnUeATaTNMeUlszaTuRd Ay Faa (Average
cycle time to complete key routine reports)

o

° o o 3 o ' o o K
o senulszandu (ﬂlﬁuqﬂuﬂﬁ’]’]ll?_l’]ﬂ) ARUNULYT NUIAU (37N

n198199an12k) (Routine reports per accountant)

. mmsﬂsuﬁwmmﬁq%d”mmm‘lumsmmumLmzamm‘wmm
TURNUNLAL
(Index rating of the respond time and quality of special
reports)

o ulafidusaasnisldiszlamiannaaniapaslseantfzniinaiu
UAAZAU

(% of utilization of computer terminals)

3. mstiny@nalil (General accounting)

o salisud miuAlnsnnandsgn/ uasaNaes Unapplied cash
I o X Xo o a o X
‘VNmumwmm:Qﬂ‘mummﬂmm@meﬂuu

(Total revenue for latest four quarters/ Sum of “unapplied cash” debts

and credits for same four quarters)
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fe/weun

AITIA

3. thenas

(Research Department)

1. n15A9suazinALlUlas (Research and Technology)

o a o dl o 2

unlazan1TIAe NN e

(Number of research projects realized)

AMUIUTATINIIARANTINNTINE

(Number of programs per research area)

RUILLNAMND AUV HUASE]

(Numbers of papers per research area)

o yd‘ o 3 I o Aa o dl

auume lannadaseinddanilenn

(Number of reports completed per researcher)

AuauunAN lwsasrednddevilaau

(Number of papers in peer-reviewed journals per researcher)

L']@'ﬂuﬂ’]ﬁ‘ﬁilu‘i_l‘ﬂﬂ"ﬂﬂL@%@(i"ﬂﬂﬂ’]iﬁﬂuﬂﬁwﬂﬁ‘tﬂﬂuLL@Zﬂ’]T
o o . .

nunIuNgll) NN1uualaan1sdnsaa (Completion time of

article (writing, artwork, internal view) determined through

survey)

o v a v -d;

mmum?mqm‘ﬂmgLﬂmuﬂu@uj

(Number of citations by other authors)

AUIUANELTRN I FUARANT1T 099N LA AE

(Number of patents filed per research areas)

ANUUANELTRsEusanddeuTiaA

(Number of patents files per researcher)

s inagnresnwlas luiiantg lulaznnauan (Interal

and external generation of new research areas)

2. msunifegmuBeamsilszens (Applied problem solving)

o % = %
AMUIUNITTDILTEUAINYNAT (Number  of  requests  per

customer)

N@ﬂﬁ?zﬁﬁm@@ﬂﬁﬁ (Customer survey results)
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fe/weun

AITIA

3. thedqs

(Research Department)

3. ANLTEITIEULANIELA1Y (Technical expertise)

AAUNIANYUNANHUAZNITEIANBTBUA A TIneuTneT Y
a QIQJ M yy k%

gouangnsNg i luunanuuaz i lagelunye

(Categorization of papers and presentations produced by

division; keynote/ invited, referred, and non-referred)

AuruaedEN AU yauazdianatia/ Auaungneu

SV,

(Number of degree holders and technicians/ Total staff

4. gheaAangsy

(Engineering Department)

MSWAIL BBNLULNARAMINLAZINGISNEN

(Product development, design and maintenance)

$aulaza st uiamt Tisiun et lunnsaanse

SnulazanstuRnavi

(Number of advanced projects implemented or introduces to
production/ Number of advances projects
Anlsaniszinmaesudasined (Product line) sasiunuNNIRELN

UselnnuamaAest  (Product line  profits/  Product  line

development costs)

hansesinlasanssanafinnaudly

(Actual time per project/ Projected time)

Sruaunn T Asuuasuu (Number of drawing changes)

SunuuuLR @ eulmsisentinendaanssumiieay

(Number of drawing errors/ Total number of drawings)

ﬁﬂmmqmmuuwiﬂ%‘lmmeu (Total number of drawings/
labor costs)

S LULLTAATI 900N ATIIAHES LTI

(Total number of drawings released on time/ Total number of
drawings)

Faluantseenuuylnisedaliasuae sy

(Number of new drawings/ Total department hours)

HANTANIIAE LTRAR DU (User survey results)

Auemanm (Market share)
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AITIA

5. dhegAIUANATUNIN
(Quality Control
Department)

%f;‘llmﬂ’]iﬁﬁmummchmqu@u@mmw

(Quality/ department hours/ Production hours)
Falueinaufildifaafuaunanlaensey daluavinsudiu
ATLNINTIN

(Quality indirect hours/ Total quality hours)
Faluaminaniilds Saluainanlaemnss
(Earned hours/ Direct hours)

N1327¢ (88A218)/ N899 UENELTTAUAMNINRART U
(Sales/ Total quality hours)
S lots 5N Fluananadey
(Lots received/ inspection hours)

N9 UL ADIN W T TR i aR Aty SaPee

(Quality department employment/ Total staff
sudszannredegunan/ sudszunnaiiuniiueausu
(Quality department budget/ Total operations budget)
ANNAANATA IUNITNATATIREAL/ AIUIUNTTNATNNTATIAADL
finenld

(Errors in inspection procedures/ Number of inspection
procedures issued)

ANRANAIA TN aiudeys/ L@N’]m‘ﬂ’ﬂﬂ‘ﬁmﬂ@ﬁlﬁﬂ

(Errors in data collection/ Volume of data collected)
ANRANAIA TuNaiudeys/ SuauRIase

(Errors in data collection/ Number of inspectors)

ANRANAIn uNaiudeys/ sunulunisfiudesys

(Errors in data collection/ Cost of data collection)

AN UNNITIBIAUAINNNANATA/ FUYUIINTBIADININ
(Prevention costs/ Total cost of quality)

AU UNNTLTZH SUYUIINTIBIADINN

(Appraisal cost/ Total cost of quality)

FUNUIDIANANIA FUNUIINTBIAUNIN

(Failure cost/ Total cost of quality)
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fe/weun

AITIA

6. thaanda

(Merchandise Department)

svazinanlunnsean PR/PO
sraiziaan lnNsFuNaLARANANn Supplier

o =< Ao X
szAUANNNInNalanilsa Supplier

(%

Fuulunisdaie

ANUIUATINTDLIAN N5 UT R AUANTN

q
v
o

AMUIUINANNTVTRATS

o

NinnAunAasan

'
o

X
srazinan lunnsdade

7. dhan1spanm

(Marketing Department)

Auaudaizaniasesgnan (Customer Complaints)
o =3 v I a v A a

sEAUAMNNINelATe9gnATFaRUAYTELENS

AVULLNNNNIIRAA

ARTINARALLNUANNNNT SN U D ATUNE

LAY

ARIINTFHLIAIRINANA

o Y Y = v

FRIINNIABLAULILRTDITLUIBIGNAT

fM91ANINYNFABITBINITNENTDILDATE

AN UNINITAAIARBUUIRUAT

8. fhedaniinga

(Maintenance Department)

ANNAIINANATBINANGIDAWAN
§MUAKIIINNT Shut down T8ALASEsENS
nanlunnstensianss
ARIINITATARINAINUALIAN
sAnsnnaasnisdan

FR3NUsensTangaaU (10 Tin)
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% ' i) v o o a @) 1 a
3.2 paadelsansunlgaaddananisdJinawtduinsasialunisdssiiunanns

UJ)115u: T99usH Ritz-Carlton

v 2 1
v o 1 a

Ts9usu Ritz-Carlton nasvaausll A.a. 1983 TnaEusuanausnluiaqmusiuged

wazlFaenesnlunaisemnaunssianataidhusselsusifiananszansagialan faqiiy
HBIRNIINAUAN 18,475 Hag LarHYAAINIDY 28,000 AL

ufianadignanadn daunansnatieunauunlsausuinnig finsazainimndaney
nsEnsfiadiaelfetnsuiueu atdlafiau nazuaunisluniniunsdanisreaouem

o [ %

Ritz-Carton  1flu@sfiunzeud wesanniduiladudrdnyivinlidszauaandnsalunig

o

TgnnstusenlildeAuussanganestlsznisimen

NRAANMNLAZLSNISUAN

The Ritz-Carlton Hotel Company, L.L.C. l#uU3n13159lsNszAL 5 AN9 59 @10
1 20 Uszmaialan Usznausnalsansy 37 uuanaziaasy 22 usd nalfiuusus The Ritz

Carlton vialuunuawanmile glsl 1T eaamsas AxIUEANNAIN LATIANEN

ANRENDIANIS

=

Tsausn Ritz-Carlton AR uuARIINAIANTINGEENYY NIATFIUNNTIHLTNN99Te

Gold standard Gtlsznaudag
® (Credo
® The 20 Basics
® The three Steps of service
® The Motto

® The Employee Promise

Nmsguaenans Wudamguinisuasninautiadudluuuanigunimiauuas
nasindulalunnazdu Gusws Credo Tenfsauiatieudanindszniaiusniagzeseddnig
WunuaneluszAundneiuanda Ritz-Carlton HauiadsnaupmaliuignAnTaaciunig

NIILTNNIEIULAAALAZAIBUILAINAZ AN AL TULAR
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Tudaurag The 20 Basics waz The three Steps of Service wuluani19d1uiunng
UfiAnsn ineazideanginssuiaaunnisennsenuazn A i iuuanindaim
11 ARSNANTINNIEALATGN BTUATARATL/AY uiAdTUANIAENAI9N la/iaalna Wasann

= = v § v a . =
131ABANTINATUAL QNN T IHLENTUN AN TNAFTUAZ NN 1
415U The Employee Promise lu&sninmunauangn iaiiuasdudtyain

. a va o dgl v = a ¥
ermmi%ﬂ{]ummawummﬂqﬂmuuuwugﬁmmmﬂummmmzmm%mﬂ@

1 2 s a1 L] b |
ngnanAMan gadaulnauds

HRdnulAgnuAsuas Ritz-Carlton Usznavsas

a

4 A %

HDAYU 178181184

q

[N

[

ARING TNELFNITUAT NN

4
ddenavuazgAingaiunfsvianies 1y UFEmananisdy u3Emiasinniin

Tl1af

o—

4. gnAn ngNgnATMANLedlauIN Ritz-Carlton wiieandlu 2 ngu lun
® Meeting Event Planner

® |ndependent Business and Leisure Travelers

AT

~ . ! a ~ | a 4 ! vy A [ ]
N1 l39uau Ritz-Carlton  gnunsndanavinsduwdn liungnean Aiadeuis
AT T Rauaalsznig Teun
o nsliianudFasianiininu ndnaunneauiauianidudives dhlaunum
WM HunstnenenszuLANHINT898IANNINEENY1 Gold standard ldlarunng
o A o dld o a ¥ ZJ/ % o a =X 1 ] dl
ARLARNNINIIUNETalaLTn s NIseLsRuLa AT HUN 1IN UTN et 19FBLHeY
wananiudsldsruuqalasiae e lininauaiunsndenaunisuinistuian
o ?:uugf]u%yl@@ﬂﬁfl f3andn Customer Royalty and Satisfaction System
dugudayasuinlugndrdulid sadudeyagnitanizynnaainiasalsgusy
Ritz-Carlton yialan
o % o 1 ] &I o Y o
e nistlenisuitleyviuarnisdiueetnesieidastesniagnaiunssnnndiuldiu

NNALTNNT 11U Six sigma, TQM Lean Management Lla Problem Solving Process
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1
%

T99Usu Ritz-Carlton #nszunuinasuaupuan liunignAnd1Any Aa

1. NITUIUNITLIEMNT aFwlszaunisniduiserivlalviungnan

2. NIZUIUNIIAANNININEINIYAAR TIBHAIUANTARLABNAUNETGIaLEN31d M
. = = = ! -
91971 N19ElnauINTITINDINTgndessuuAMANITeIa9ANTIAEN199 1A TuN g
NIU

3. nazuaumaiudeyagnAtiazinun g

4. NILUIUNITINUHUNALNS

5. nszuaunsud latlyuuazlivilgsetingsiaiiias

o A

T9usu Ritz-Carton azutlefaiiinaanidu 2 nguuan-) Ae

o o & Y a o o

o dawe 0 o 2 - :
® T TANlEIATLALBIANIIAINTUNLTUN97ALEY FTTnlunguidnas ludau

a a

Outcome

o [

di/ a A dl | dzjv o o a o/
e f3dnlunisdfuReu sadun1sTind uiuaeunn dssilune wazdiulgenis

¥ 3
wa v Ao oA

U iReulszandu fadanguiles ludiunadns-nazuiunng

Q

Y o

a o d’la/ a = o o I d’l
N139LATIZYANTInA NI LN TR FaNaNALANN K VLZ\]llﬂ‘quﬁjl 1@@\‘1%

NANI9ALEUIIY (Outcome)

o o

. zw a -dl = a va a

Outcome 284 Ritz-Carlton mimﬂmmmmm@t,\mwm;ﬂmmmmgummu NITNU
o ] 1 | o o o dl Y a o/ L 6 v o dyn/ 1 dg/
'ﬂ[ﬁlﬁ‘ﬂ@'}uﬁ]%‘]’] Wuilaqedn Q_,IVIQU?V’W??ZQU@JQELWJLﬂ’a"]:‘ﬂ@ﬂ’]wLLQ@@@N mmmiuﬂ@quu
16

® EBITDA (Earning Before Income Taxes, Depreciation and Amortization)

® Pre-Taxes ROI (Return on Investment)

® Administrative Cost as a Percent of Total Fee LT %@H@tﬂ@qgllunuﬁimuﬂﬁ?

daxuaNLazingeinEsase i

® Percentage Profit
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NAANS (Output) KAZNSE1IAUNS (Process)

A o o

¥
Ritz-Carlton dnuaniesinugnAnlutladedngaitunainienalalnedlsingin e
® ANANATPIgNAT (Customer Royalty)

® Customer Difficulties

o pouitanalalnnau 34 Ritz-Carlton SAULARITSANAAINNTINE LA (Satisfaction)
289N NYNAIMANT24199UsH Ritz-Carlton %ﬂummm@uﬂﬁq Meeting ~ Event
Partners Lmzﬂzjqu?ﬁ Independent Business and Leisure Travelers

Imﬂsluﬂ@;uz_}ﬂﬁﬂ Independent Business and Leisure Travelers AzANTAALNNND

®  ANNAZANATAITAIANLAZAIATUILANNATAIN

o aouilanans

'
a A

®  ANNANAIAILRUNANE

o anfuazanNifinlatotAaBINIINgY
AnFLNgugNAN Meeting Event Planners azin1saaun1uia

®  ADUNINTBNLINNT

o anufnlatatae ANIadln nsmaLsuatinedulHaNANAaINg

1 v
= o

o ﬂ’lﬁmm?ﬂwﬁuw (Floor) uﬁ;?ﬁ@ (Business Class)ﬁl@lﬂuﬂﬂm
° mmm:mmmemi@LL@Eqéﬁmﬂmqmmfmﬁﬁ
° mﬁmLm??ﬂmmiu?mimaqiﬁ@ﬁmuv-ﬁu
dauinTaludunasws-nrzuauntiu Ritz-Carlton linnuniladeingn
é’ﬁi&@faﬂﬁﬁWﬁ@Umquluz@"summ@mmwm@u?ﬂmmz@mmwmﬁmﬁm'ﬁ Tnusaisaly
ANUNAANE-NTzUUNNT WieanidunisdnnewnisUfjiReu (Before Operation Measure)
nedmnanuzdlf)iReU (During  Operations  Measures)  WazdauasLf)iineu (After

Operations Measures)

tlaa811i791 (Input)

WUNIU

tladeindnndnAtyues Ritz-Carlton A8 Wilnanu Ritz-Carlton  $j9a319l9niinany
al al a o =® % o o o
HANET AaRnauIl wazdaoiuniagdlalunisinaudsdunivualddn wilneu

Ritz-Carlton  ¥atiaz 100 AeellAa1Nge auNauIu LazAINNIA)Rla (100% Employee
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A aa 4 = =
29A8 AR bARANAINe LA JFunnulazszaziaan laad

_U
=
o
@
Qo
[
(@]

=
e
)
™
%))
]

A
k5]
=)
)
[nd
)
e

o 1 o

X X
ANBLNATI ARSI
®  ARNIINITANDANUAINIINGNL

® Employee well-being and Satisfaction IaainIa uAIDNNAGIATYAINNN99T
dl = [ v a o =
Employee  Survey  #figauniuieanunalunisaagdula n1snierudung

ANNATNITOLAZNTU TR UTENINGENENNTABANT N1TNTZANLAIUIAANN

o a =

WnlalutlndszasAaaatlneany aniedalin1sgaun nneresudannislullszify
N9l deAniuN 45194997 (Constructive Feedback) n1slinsaansy aneaq

:l/ o a dll a ea v
TALTTINIIAAEN1e I gt Ruiled JiRnulan
o Zaaazyaantnanunidousinlunisanauny (Employee Involvement in Planning)

o vl o Y o s R A 9 o » o
® ?zﬂ:mmumﬂﬂwumﬂﬂmwL*ﬁmumwmammmmumLmummmmmu
(The circle time from when a potential new-hire walks in the door and a job offer

is tendered)

2
HAINBU
u

o 3|

tladeindnndAyandaunitenlsausu Ritz-Carlton laanudrAnyiiluasdnauin Aa

o
L]

nisaiiuanureslsausuiugdenan InsanizludaurasidadadngnluliAdiugunin

k1l

o 1 o le/w 4 v 14 !
FIRENFT mﬁlumu@mmwmmmmmﬂmLm

a

® FauazaedAINaUnANT LATEAUAMNINATIANNAINABINTT (ATuuFetAzTas
¥ o Qi % o dld a a Y
faanaunanilfsyiuazuuusunnaenisninislsziiunndinfesas 80)
[J v . dl L4 o ¥ o dl
¢ nularieraz1eslsauIn Ritz-Carlton  lvinnsiusesddenaundn Inanismay
o ¥ % :j/ ¥ % = o 4
Fuseaddanau it ugdenouas Aol s AUANININATIAINAINFAEINIT

Ritz-Carlton wan
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4. wuaRagNUMSssziiunan1sU iR

4.1 ANUNNgE9 MelssiiunansU umanu

1%

= Yo a 1 0 1 a a oA ¥ g
N A TiaNuiA1d netssifiunanisUfiman 13asl

1% v a ¢

a9t AuRaed (2539,  1.251) Wimaununedn nsdsviiunanisujiReuduianssy
NNAIUNITUTI UYL ARATIN e Tas AT INUR B UNENEHazAue liauuLdn

daninauzessuansalfiRnulidssansnmhnintasiesls

wiatiae WEAINNTD (2539, 1.16) NA1991 NM3LlsTiiuNanIsU TR PNIEDI N13FTIAN

o o A dldld

wran1IAIUIINANNIWIeIntin et lussuy TnefiAuTyavTeyAnaEWTa

a
¥

AmAwAetndTARLN1sUJIiRWmMaIIY TenszuaunismadadusesaAanisiiu
> ! A A aad = o |
fayaetrniusruuuarisudavdanmunzaslunsiarsnnnisinauiuedne 1
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q
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be
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o

Tunedfis Wanudusssulnginiu
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°22

wva

1sduRuuazAneninlunisimun Taadialdnisdssiliuazgnaniiunising

]
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¥
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©32e
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