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The objective of this research is to design a business process and develop an
information system to support after-sales service management for many industries that have
complicated components and complex product structure such as automotive industries and
electronics industries. This system covers main service operations in repair, maintenance,
installation, in-house service and on-site service consisted of “Receive request of customer”,
“Create work order”, "Work Scheduling”, “Coliect result of service”, “Collect problem from
customer”, including “Report” function showing many aspects of the operation performance.

Object Oriented concept and UML (Unified Modeling Language) are the main
development tools to analyze and design this system. The first step is to study business
processes of after-sales service from three sample organizations. The next step is to analyze
problems and collect system requirements to design database structure and graphical user
interfaces that are compatible for the business processes. The final step is to evaluate the
system by simulating situations and interviewing after-sales service operators from three
organizations.

The results of the research are more systematic operations and more efficience in
human resource management, reduced communication mistakes in document system.
Moreover, the system is flexible for other industries and can be adjusted for each of them by
reducing some procedures in the business process, or altering some user interfaces or

information.





