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The objective of this research is to improve the office operation process, which is mostly
performed by paperwork, by reducing service duration to create service level agreement. A case
study has been intgnsively conducted at Personnel Administration Office, Chulalongkorn University,
to study employment processes, performance appraisal processes, redundancy and leaving
processes of university officers. Customer satisfaction questionnaire was applied to investigate
quality factors that should be developed. As the result of this surveys, which were replied from 44 out
of 61 offices. service duration has been considered an important issue that should be resolved by
using IE techniques and tools, such as flow process chart, value stream mapping, affinity diagram,
as well as the others relating to apply through DMAIC (Define-Measure-Analyze-Improve-Control).
The contributions of this research illustrate the significant improvements in reduction of time
consuming of employment process from 35.5 to 28 working days, performance appraisal processes
from 38 to 35 working days, redundancy and leaving process from 16.7 to 12.2 working days. About
71 percent of offices recognized that the service duration improvement is better than previous. It is
concluded that IE techniques and tools can be used to improve office operation process. Moreover,
process management is also studied to be a guideline to design and suggest for improving an
operation process for personel administration office by comparing between centralization and

decentralization. The study is conducted by analyzing factors and good operation of other three

organizations which are in manufactoring sector, service sector and education sector respectively.
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