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Tﬁe purposes of this study, which is an action research, are to design the
processes of IPSTAR broadband installation in Ranong Customer Service Section, TOT
PCL and assess their efficiency. Based on the study by the cooperation of IPSTAR
broadband installation team, it is found that the cause of problem taken from customers’
complaints is the lack of clear operational processes. The notions of process redesign
are, therefore, applied to solve this problem.

The population comprises 4 groups namely, center managers, customer service
managers, staff responsible for IPSTAR broadband installation, and customers of the
company. The samples are the population except for the customer groups which are
randomly selected. Two types of research tools are data collection tools and quality
tools for process redesign.

The study of cycle time reduction of IPSTAR broadband installation by process
redesign begins with setting up quality working group including 5 members of staff
responsible for IPSTAR broadband installation. In terms of IPSTAR customer’'s need
analysis, it is found that the required average installation duration is 3.96 days. After
that, these findings yield key quality indicator and IPSTAR broadband installation
goal — the duration of the installation is 3 days. The review and analysis results of the
original working flow chart reveal that the installation processes are categorized into
6 steps with 35 activities but without key quality indicators. These findings yield
improved working flow charts adapted from SIPOC model, and improved installation

processes using ECRS techniques. The redesigned working flow charts include 5 charts



247329
with' 5 key quality indicators. The installation processes include 49 activities with 35 key
quality indicators. Finally, 6 quality work forms and an operation manual are created.
The assessment of the efficiency of the redesigned installation processes results
in a unanimous resolution by the committee, that is, the redesigned processes are

efficient, and the installation can be completed within 3 days as required by the goal.
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