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Abstract . TE 132465

The purpose of this research is to present methods for developing survival key
performance indicators of an academic service department as independent organization in
university and also to analyze, discriminate and index important order of survival key
performance indicators. Propositions from academic directors of both government and non-
government institutions are analyzed and evaluated. The importance of each indicator is then
evaluated from the gathered data. Finally, the means for the application of the indicators are
presented.

The procedure for this research includes applying methods such as Balance Scorecard
and Key Performance Indicators and creating survey questionnaires for specialists and executives
in the field of academics from all over the country in Thailand. Each indicator is evaluated based
on its importance, completeness, and acceptance level within the academic community. The data
from this research is then presented to senior executives in seminar for analysis and criticism for
appropriateness before the conclusions are applied.

From the research, there are four perspective survival indicators for an academic service
institution. This institution is a department with the university. The four indicaters are:

1. Six financial perspective indicators which include the following: (1) Increasing rate of
income (2) Return on sales (3) Total assets turnover (4) Income per manpower (5) Current ratio

(6) Return on investment.
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2. Five customer perspective indicators which comprise of the following: (1) Customer
satisfaction (quality, price, and delivery) ('2) The rate of the increase in customer base (3) Market
share (4) Customer complaint and (5) Price benchmarking with competitors in both goods and
services.

3. Fourteen internal business-process perspective indicators : (1) The number cf customer
reports -(2) Decrease in public utilities cost (3) Number of quality improvement projccts in both
goods and services (4) Number of research projects to improve the standard of the products and
{raining procedure (5) Number and type of financizl and accounting reports (6) Number of joint
academic projects with the customer (7) Reports based on established international standards
such as ISO (8) Rate of increase in services (9) Numbers showing the defects within the
preduction (10) Lead time of various reports from different accounts (11) Percentage of credit
debt per total income (12) Number of procedure for purchasing (13) Number of follow up and
response form custemer payment (14) Number of customer relation projects. .

4. Learning and growth perspective indicators. There are total of eight indicators: (1)
Number of multifunctional personnel (2) Productivity indicator of each personnel within the
department (3) Performance evaluation of personnel (4) Personnel satisfaction (5) Basic load of
personnel within the departrhent (6) Percentage of personnel who received additional training
(days/person/year) (7) Number of meetings discussing problems and division of responsibilities
for personnel at each level and (8) Number of personnel who resign and reason for resignation

The results show that suggestions of executives from both government and non-
government institutions do not conform with each other. There is a statistical difference level of
significant 0.05. In addition, those who attended seminar also concluded that the basis and order

of importance of each indicator plays a very crucial role.



