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We note first that the total aggregate value added for all companies
included is % 89 million, which is only 18% of Japan's GDP. Hence about 80%
of GDP is being created by smaller unlisted companies. Value added per 1,000
employees is about¥ I35 million for all industries, manufacturing ¥ 13 million,
and nonmanufacturing ¥ 19 million. Value added per sales point employee
reflects the price of the product or service. It is noticeably high for real estate.
a consequence of the high price of land in Japan, and in the wholesale trade.

Labor costper personis higher for the nenmanufacturing industries,
reflecting their more labor intensive character. This tends to raise sales prices.
For industiry as a whole, about 50% of value added goes to labor share. Value
added to total assets is about 20% for manufacturing, and 5% for
nonmanufacturing, industries.

The company's success in generating income is expressed, firstly in
operating income to sales. which shows much variation among the
nonmanufacturing industries. Secondly, the ratio of the cost of sales to sales
shows the profitability of Japancse companies. Thirdly, the ratio of general
administrative costs to sales is higher for nonmanufacturing industries.

In summary, value added per employee is high in nonmanufacturing
industries. At the same time, physical productivity is low, and value added
rate, thatis value added per sales is also low. This can only mean that product
price is high. One can see the reason. Product price of many services is high
because they can be produced and consumed only within the country. Unlike
manufactured products, they do not face global competition. They are in effect
"protected” industries. The resulting price distortion has contributed to the
weak purchasing power of the Japanese Yen.

The remedy is to increase the physical productivity of the
nonmanufacturing, that is service, industries. JPC representatives are in
agreement that innovative IT, together with attention to customer satisfac-
tion, can accomplish this development, It is also clear that 7-Eleven Japan is
leading the way.

In the case of 7-Eleven Japan Co., Ltd., productivity-related data on
average gross profit margin, average daily sales, and average stock turnover
time, are available from the start of the company, and are illustrated in Table
3.
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Table 3 Average Stock Turnover Time, Daily Sales and Gross Profit Margin

per Store

Period Average stock turnover Average daily sales  Average gross profit
ended time (days) (7 thousands) margin (%)
1977/2 25.5 356 24.0
1978/2 22.0 396 24.3
1979/2 20.1 419 24.9
1980/2 17.8 435 25.0
1981/2 14.9 463 25.9
1982/2 13.0 483 26.4
1983/2 12.9 482 26.8
1984/2 12.2 486 26.9
1985/2 11.1 502 27.2
1986/2 10.9 506 27.4
1987/2 10.6 508 27.7
1988/2 10.0 524 28.0
1989/2 94 545 28.3
1990/2 8.8 564 28.6
1991/2 7.9 629 28.8
1992/2 7.7 669 29.0
1993/2 7.8 682 29.3
1994/2 7.7 669 29.4
1995/2 7.5 676 29.6
1996/2 7.4 862 29.9
1997/2 7.7 669 29.9
1908/2 8.0 676 29.8

Source: Adapted from 7-Eleven Japan. (1998). Corporate Outline 199%: An
[ntroduction to Seven-Eleven Japan Co., Ltd. for Investors., Tokyo:
Author. P, 17.
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Further management performance indicators: average stock bal-
ance, total annoal sales, and number of stores, are illustirated in Table 4.

Table 4 Average Stock Balance, Average Gross Profit Ratio, Average Daily

Sales, Total Store Sales and Number of Stores

Period | Average Stock | Average Gross | Average Daily | Total Store | Number of
ended |Balance t¥000) | Profit Ratio (%) | Sales {Y¥000) | Sales (YB) | Stores
1978/2 8,725 24.3 396 39 375
1979/2 8,432 24.9 419 72 591
1980/2 7,739 25.0 436 109 801
1981/2 6,891 26.0 463 153 1,040
1982/2 6,261 26.4 483 202 1,305
1983/2 6,230 26.8 482 256 1,643
1984/2 5,943 26.9 486 319 2,001
1985/2 5,594 27.2 502 386 2,299
1986/2 5,471 27.4 506 453 2,651
1987/2 5,360 27.7 509 521 2,964
1988/2 5,240 28.3 545 686 3,653
1989/2 5,129 28.3 545 686 3,653
1890/2 4.955 28.4 564 780 4,012
1891/2 4,939 28.8 629 931 4,328
1992/2 5,165 29.0 670 1,081 4,629
1993/2 5,324 29.3 682 1,194 5,058
1994/2 5,196 29.4 672 1,282 5,475
1995/2 5,000 29.6 676 1,392 5,905
1996/2 4,929 29.9 662 1,477 6,373
1997/2 5,140 29.9 669 1,609 6,875

Source: Courtesy of NEC
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In terms of IT application by 7-Eleven Japan, there are two main
aspects to be chronologically delineaied: information system reform and
distribution system reform. This can be seen in Table 5 as foliows.

Table 5 Chronology of Use of Information System Reform and Distribution
System Reform in 7-Eleven Japan, Co., Ltd.

Information system refarm

Distribution system reform

1977 Started EQS Reduced number of vendors
1978 - Started twice-a-day deliveries of rice products
1980 - Started combined distribution of milk
1982 POS systemn infroduced Started combined distribution of frozen foods
1983 Started EOB -
1986 - Started combined distribution of refrigerated
foods
1985 Gomputers using color -
graphics intraduced
1986 Interactive POS registers -
introduced
1987 - Started three-times-a—day deliveries of rice
products
1990 GOT and ST introduced -
1994 ISDN put intc operation Expanded confirmation of items to be delivered
1992 New POS registers introduced Started frozen-food warehouse system for
cambined distribution of refrigerated items
1993 - Started three-times-a-day combined
distribution of refrigerated items
1995 introduced a weather Combined distribution of cooked rice and
information system chilled items
1996 installed satellite antennas -
1997 Fifth comprehensive Started combined distribution of non-food
information system introduced items
Source: Adapted from 7-Eleven Japan. (1998). Corporate Qutline 1998: An

Introduction to Seven-Eleven Japan Co., Ltd. for Investors. Tokyo:

Author. P. 17.

Itis evident that productivity has increased phenomenally since the
foundation of the company. In the opinion of management, this is to be
attributed both to the advanced

tnformation and advanced distribution
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systems. Informants considered that, since competitors could manage only
about two thirds of the sales at 7-Eleven, about one third of sales is supported
by these advanced information and distribution systems.

9. Productivity Measurement and Business Success

One of the objectives of this study is to test the investigator's
hypothesis (Hl) that the rate of increase of productivity at a time after
significant use of IT is greater than at a time before significant use of 1T,

There are, however, different levels of "significance.” A major
innovation in how an organization uses IT is a point of significance. When we
observe 7-Eleven Japan Co., Ltd., we see that, from the time of firstintroduction
of electronic ordering in 1978, the story is one of continuous reform and
upgrading of the IT system. [tis also a story of continuously rising profitability
and efficiency over this period.

There seems no doubt that 7-Eleven Japan's development of a
sophisticated ordering and distribution information network represents its
most significant innovation in the field of IT, This however has taken place in
more than one phase. Graphic order terminals and satellite transmission were
introduced in 1990, and it is noteworthy that a sharp rise in average daily
sales per store is recorded at this point. The management themseives are in
no doubt that the overwhelming selling power of 7-Eleven is derived from the
integration of its stores into a Total System Network that links all stages from
production to delivery and sales.

In the investigator's previous study, it was found that, following
introduction of IT, productivity growth in a group of companies that had
installed such technology at the level of a management information system
{MIS) was greater thao in a comparison group that had installed I'T only at the
level of an office antomation system ((QAS) or transactlion processing system
(TPS). It was concluded that the introduction of a MIS, but not of more
elementary levels of IT, led to a statistically significant increase in the rate of
preductivity growth, For the purpose of the study, a company that had
installed, actively used, and employed personnel responsible for a MIS was
regarded as a "significant” user of IT; while a company that had installed a TPS
or OAS, or both, but not MIS, was regarded as a "less than significant” user.

The result confirmed the supposition that growth in productivity is
greater in those companies that attempt to exploit the full capabilities of
advanced IT than in those that make only elementary use of this technology.
ltis possible that TPS and OAS are often installed merely to automate existing
office practice; whereas a decision to install a MIS - or more advanced IT
svstem, such as a decision support system (DSS) or executive support system
(ESS) - involves a definite commitment to apply the full capabilities of IT to
managerial planning.

The provision of detailed, accurate, and real-time information to
management is a characteristic of the 7-Eleven networking system. As is
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commonly the case, the MIS derives much of its data from transaction
processing. On any one day, approximately 100 million peoint-of-sale (POS)
data items, and their totals and analyses, are made available to its franchisees
and suppliers by the following day at the latest.

The introduction of satellite transmission of data, and the use of
graphic order terminals in 1990, followed by the establishment of the ISDN
in the succeeding year, represents a major commitment to apply the potential
of IT to the organization's management and functions. It is one pivotal point
around which change in productivity can be considered.

The Fifth Comprehensive Information System, nearing completion,
will further upgrade what is already one of the world's largest information
networks comprising satellite communications and ISDN. In this system,
multimedia information received directly from the satellite by the antenna
installed at the store, will be fully utilized within the store itself. Existing sales
registers will be linked to a store computer equipped with a full range of
input/output peripherals, including handwritten input and colour printing
facilities. Accessory equipment will include a BGM information storage and
replay unit, GOT and sales scanners with advanced functions.

In the previous study, the investigator measured productivity by
the following formulae:

Prodactivity = Real Output/ Real Input

where
Real Qutput = (Total revenue for year X x 100)/ Price Index for
year X.
Real Input = (Total costs for year X x 100)/ Price Index for
vear X,
Then
Annual productivity increase
= (P,- P, ) x 100
PX-i
where P, = Productivity for year X.
and «, = Productivity for year X-1,

The average annual productivity increases, over the 3-year periods,
before and after significant use of IT, were taken as the figures for statistical
analysis. The annual total revenue and annual total cost for cach year cannot
be directly compared, because of the problem of currency inflation. In the real
situation, the social and economic conditiens change from year to year; and,
as a consequence, the figures for financial values cannot be regarded as on the
same basis. To correct for this variation, the investigator substituted real
output and real input in the above productivity formula, that is, adjusted
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output and input to compensate for inflation, in order to minimize errors
resulting from time variation. To deflate financial values, it is suggested that
the wholesale price index for each year be used to adjust the total revenue
and total cost for that year.

The revenue and cost data, together with the wholesale price indices
between 1992 to 1998, the relevant years for 7-Eleven Japan, Co., Ltd. are as
follows:

Table 6 7-Eleven Japan's Nonconsolidated Statements of Revenue and
Costs from 1992 (o 1998

Million Yen

Fiscal Year Operating revenue Costs and expenses Wholesaie price index

1592 162,821 83,233 80.6
1993 i181.962 93,095 85.9
1994 195,668 101,441 84.3
1995 214.560 112,879 83.5
19946 231,227 123.643 B4.1
1997 254,617 138.2138 84.9
1998 277,18¢6 153,870 33.9

Note: The above figures are for financial vear ending February 28/29.

The following is an example of the calculation ot the figures for
productivity measurement:

Step 1 To find the annual productivity for the year 1992:

P =RO/RI
1y RO, = [Total revenue for year 1992 x 100]/
Price Index for year 1992
RO, .. = [162,821 x 100}/ 88
= 1850.2386
2) RI,,, = [Total costs for year 1992 x 100)/
Price Index for year 1992
R1 = [85,233 x 100]/ 88

= 968.5568
3) Productivity for year i992 (P _,.)
Pl‘i‘)ﬁ :ROI‘)HZ/ RI.‘JQ:;

= 1850.2386/ 968.5568%8



Productivity for years 1993, 1994, 1995, 1996, 1997, 1998
calculated in the same way.

Step 2 To find the rate of annual productivity increase:

The rate of annual productivity increase

For year X

For year 1993

1}
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1.91030469

(P,- P, ) x 100

P

X-1

(P P, x 100

1ysa

P

1982

-1.31482

arc

The rates of annual produciivity increase for years 1994, 1995,

1996, 1997,

and 1998 are calculated in the same way.

Step 3 The Excel spreadsheet may be conveniently used to calcu-
late and compare productivities before and after significant IT use: (1) In the
first column, list the years, here from 1992 to 1998, (2) In the second column,
list total annual revenues. (3) In the third column, list total annual costs, (4)

In the fourth column, list wholesale price indices.

Year Total annual revenue

Total annual costs

Wholesale price index

1992
1993
1564
1995
1996
1997
1998

162,821
181,962
195,668
214,560
231,227
254,617
277,186

85,233

93,095
101,441
112,879
123,643
138,218
153,870

38,
85,
&4,
83,
84.
84.
83.

OWD = L L ND N

To find the average rate of annual productivity increase over three

years, one must

calculate and list the following columns: (5) In the fifth

column, calculate and list Real Output. (6) In the sixth column, calculate and
list Real Input. (7} In the seventh column, calculate and list Annual Produc-
tivity according to the formula given above. (8) Inthe eighthcolumn, calculate

annual productivity increase. (9) In

the ninth column, calculate average

productivity increase over the three year periods, before and after, signifi-
cant use of IT.
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Real Output Real Input  Productivity Productivity 3 Years
Increase Average

1,837.5014  961.8892 1.91030469

2,116.3294 1,082.7520 1.95458403 2.3179199

2,319.7155 1,202.6200 1.92888477 -1.3148200

2,568.6580 1,470.5400 1.74674476 -9.4427630 -2.81322089

2,750.0833 1,470.5400 1.87011800 7.0630379

3,000.0825 1,628.5850 1.84214068 -1.4960190

3,304.9481 1,834.6250 1.80142978 -2.2099780 3.932234568

The results of the above calculation show that the three years
average productivity increase for the 7-Eleven Japan, Co., Ltd. before intro-
duction of the network system, that is over the years 1992 to 1994 was -2.81.
However, following introduction of this system, that is over the years 1995 to

1998, it was 3.93, an increase of 6.74.

7-Eleven Japan Co., Ltd., iiself employs
monitor productivity and business efficiency as can be seen from the

following tables.

Table 7 Customer Profile of the 7-Eleven Japan, Co.. Ltd.

a variety of criteria to

7-Eleven Japan's Customers Per cent
I. Gender and (marital status)

- Male (Single/Married) 66 (42/24
- Female (Single/Married) 34 (18/16
2. Age

- 19 and below 20

- 20 to 29 37

- 30 to 39 17

- 40 to 49 13

- 50 and above 13

3. Freqguency of store visits

- Every day 17
-4 to 5 times per week 138
-2 to 3 times per week 34

- Once per wezk 12
-2 to 3 times per month 7

- Other 12

4. Time it takes customers to reach a 7-Eleven store

- Under 3 minutes 31
-4 to 5 minutes 24
-6 to 10 minutes 18

- 11 to 30 minutes 19

- Other 8
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Source: Covurtesy of 7-Eleven Japan, Co., Ltd.

Table 8 Average Number of Customer Visits per Store per Day

Year (Period ended) Number of customers Age (Per cent)
1983/2 812 50 and above (8)
40 to 49 (8)

30 to 39 (17

20 to 29 (34d)

19 and below(33)

1988/2 896 50 and above (9)
40 to 49 (10)

30 1o 39 (19)

20 to 29 (34

19 and below(27)

1993/2 938 50 and above(12)
40 to 49 (12)

30 to 39 (18)

20 to 29 (36)

19 and below(22)

1998/2 943 50 and above(13)
40 to 49 {13)

30 to 39 (17)

20 1o 29 (37

19 and below(20)

Source: Courtesy of 7-Eleven Japan, Co., Ltd.



351

Table 9 Business Results for the Past Decade

Year Total store |Revenue from | Ordinary Net income | Net income | Number
{Pericd | sales operations profit (" miition} per share |of
ended) | (¥ million) | {¥* miilion) (¥ million) () stores
1989/2 686,356 100,246 45205 | 22,304 535 3,653
1980/2 780,326 113.845 53,080 | 26,226 62.9 4,012
1991/2 931,967 137,277 66,970 | 33,196 79.7 4,328
1992/2 | 1,082,871 162,820 77,6864 | 40,674 97.6 4,687
1993/2 11,194,913 181,962 85,160 | 45,020 108.1 5,106
19894/2 | 1,281,931 195,667 88,110 | 46,555 111.7 5,523
1995/2 | 1,392,312 214,560 93,381 49,525 118.9 5,952
1996/2 | 1,477,126 231,226 98,121 52,562 126.2 6,420
1997/2 | 1,809,007 254,617 105,151 | 55,317 132.8 6,822
1998/2 | 1,740,960 277.185 112,086 | 58,254 139.8 7.362
Notes: 1. Figures are trucated except for percentage comparisons.

2. Net inceme per share is adjusted to reflect stock splits and free
share distributions.
3. From fiscal 1990, the figure for total stores includes stores in
Hawait.
Source: Corporate Outiine 1998: An Introduction to Seven-Eleven Japan, Co.,
Ltd. for Investors. P. 24,

Table 10 illustrates data on (a) average stock turnover time (b)
average daily sales, and (c¢) average gross profit margin, over the period 1977
to the present (1998,
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Table 10 Average Performance Indicators since the Year 1977,

Period ended Average stock turnover Average daily sales Average gross profit margin

Days Dacrease % = 1,000 Increase % % Increase %
1977/2 255 - 365 ——— 24.0 -——
1978/2 220 13.73 396 B8.49 24.3 1.25
1979/2  20.1 8.64 419 5.81 24.9 2.47
1980/2 17.8 11.44 435 3.82 25.0 0.41
1981/2 149 16.29 463 6.44 25.9 3.60
1982/2 13.0 12.75 483 432 26.4 1.80
1983/2 12.9 0.77 482 -0.21 26.8 1.52
1984/2 12.2 5.43 486 .83 26.9 0.37
1985/2 111 9.02 502 3.29 27.2 1.12
1986/2  10.9 1.80 506 0.80 27.4 0.74
1987/2 10.6 2.75 508 0.04 27.7 1.09
1988/2 100 5.66 524 3.15 28.0 1.08
1989/2 2.4 6.00 545 4.01 28.3 1.07
1990/2 8.8 6.32 564 3.49 28.6 1.06
1891/2 7.9 10.23 629 11.52 28.8 0.70
1992/2 7.7 2.53 869 6.36 29.0 0.69
199372 7.8 -1.30 882 1.94 29.3 1.03
1994/2 7.7 1.28 669 -1.94 29.4 0.34
1995/2 7.5 2.30 676 1.056 29.6 0.68
1996/2 7.4 1.33 662 -2.07 28.9 1.01
1996/2 7.7 -4.04 669 1.06 29.9 0.00
1997/2 7.7 0.00 669 0.00 29.9 0.00
1998/2 8.0 -3.90 676 1.05 29.8 -0.33

Source: Corporate Outline 1998: An Introduction to Seven-Eleven Japan Co.,
Ltd. for Investors. P. 17.



Profit margin has steadily increased, and stock turnover time
steadily decreased, over this period. The moststriking feature is the sharp rise
in sales over the years 1990 - 1993, which may well be a consequence of the
introduction of an advanced system of data transmission including GOT, ST
and ISDN at this time. All three measures tend to fevel out from about 1996
to the present year. 1998. This is a period in which businesses have faced
severe financial stress. Nonetheless, 7-Eteven Japan has continued to hold its
own, and to expand, while many other businesses are failing,

These trends are further illustrated in Figure 3.

Figure 3 Average Stock Turnover Time, Daily Sales and Gross Profit Margin

per Store
(¥ thousands) (days) {%a)
700 30 /\,g ee 30
Average gross profit  , ,eee %" °* —
margin per store ..". 28
(o) Average daily sales
600 per store
(¥ thousands)
6
500
Average stock turmover
time per store 24
400 {days)
300 0 22

Source: Corporate Outline 1998: An Introduction to Scven-Eleven Japan Co.,
Lid. for Investers., P. 17,
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Total sales, revenue from operations, ordinary profit, netincome, net
income per share, and number of stores all show a steady increase over this
period.

Return on equity and return on revenue are illustrated in Table 11.

Table 11 Return on equity and return on revenue

Period ended Return on equity (ROE) Return on revenue (ROR)

1986/2 260.7 22.2
1990/2 19.5 23.0
1991/2 20.8 24.2
1992/2 21.4 25.0
1993/2 20.0 24.7
1994/2 17.8 23.8
1995/2 6.6 231
1996/2 15.6 22.7
1997/2 14.7 21.7
1998/2 13.9 21.0

Source: Corporate Outline 1998: An Introduction to Seven-Eleven Japan Co.,
Ltd. for Investors. P. 24,

It is significant that both these figures show a rise over the period
1990 - 1992; that for return on equity. which had previously been falling,
being particularly striking.

Since listing on the Tokyo Stock Exchange, 7-Eleven has shown
stcady increases in profits and dividends over 18 consecutive years, and has
cxecuted 15 free share distributions and stock splits. In the fiscal year 1998,
ending on February 28, 1998, the payout ratio was 30,0%, return on share-
holders' equity was 13.9% and the ratio of cash dividends to shareholders’
equity was 4.2%. The company's progress since stock listing is illustrated in
Tables 12, 13 and 14.



Table 12 Progress of 7-Eleven Japan Co., Ltd. since Stock Listing: Cash
Dividends per Share

Year Cash dividends Dividends Payout ratio

per share (%) (adjusted) () (%)
1980/2 15.0 0.7 16.5
1981/2 17.5 1.1 15.4
1982/2 20.0 1.5 15.4
1983/2 26.0 2.3 18.4
1984/2 19.0 3.4 19.9
1985/2 23.0 4.5 20.4
1686/2 28.0 5.5 19.5
1987/2 23.0 6.8 19.5
1988/2 26.0 7.7 17.3
1989/2 26.0 9.3 17.3
1990/2 26.0 1.2 17.8
1991/2 29.0 15.0 15.8
1992/2 32.0 19.8 20.3
1993/2 34.0 23.2 21.5
1994/2 35.0 26.2 23.5
1995/2 35.0 28.9 24.3
19896/2 35.0 31.8 25.2
1997/2 38.90 38.0 28.6
1998/2 420 42.0 30.0

Source: Corporate Qutline 1998: An [atroduction to Seven-Eleven Japan Co.,
Ltd. for Investors. P. 25.
Notes:  The year refers tor the fiscal year ended February 28/29.
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Table 13 Progress of 7-Eleven Japan Co., Ltd. since Stock Listing: Free
Share Distributions and Stock Splits

Year Free share distributions Stock spiits Shares held
1980/2 1:1.2 - 1,200
1981/2 1:1.2 - i,440
198272 1:1.2 - 1,728
1683/2 - 1:2 3,456
1984/2 i:1.1 - 3,801
198572 - - 3.801
1986/2 - 2:3 5,701
198772 - - 5,701
1988/2 1:1.2 - 6,841
1989/2 1:1.2 - 8.209
1990/2 1:1.2 - 9,850
199172 - 5:6 11,820
1992/2 - 111 13,002
1993/2 - 1:1.1 14,302
199472 . 1:1.1 15,732
1995/2 - 1:1.1 17,305
1996/2 - 1:1.1 19,035

Source: Corporate Outline 1998: An Introduction to Seven-Eleven Japan Co.,
Ltd. for Investors. P. 25,

Notes:  The year refers to the fiscal year ended February 28/29.
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Tabie 14 Progress of 7-Eleven Japan Co., Ltd. since Stock Listing: Adjusted
Stock Prices

Year Price-high (¥) Frice-low {(¥)
1980/2 154 95
1981/2 252 135
1982/2 406 249
1983/2 625 362
1984/2 1,588 58t
1985/2 1,857 1,447
1986/2 2.174 1,597
1987/2 3,114 1,949
1988/2 3,011 1,958
1989/2 2,889 2,174
1990/2 4,786 2,587
19901/2 4,631 2,789
1992/2 5,464 3,937
1993/2 5,211 4,009
19G4/2 6,975 4,718
1965/2 7,074 5,427
1996/2 7,000 5,236
1997/2 7.760 6,450
1998/2 9,500 7,050

Source: Corporate Outline 1998 An Introduction to Seven-Eleven Japan Co.,
Ltd. for Investors. P. 25.

Notes: The year refers to the fiscal year ended February 28/29,

The company nonetheless aims to invest more efficiently, increase
the payout ratio to 35%, and improve return on shareholders’ equity.
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9. Techniques of Productivity Improvement

The success of 7-Eleven Japan Co., L.td. ortginates from three factors:
{a) an advanced highly networked IT system, (b) continuous reform and
rationalization of the distribution system, and (c) a distinctive managerial
strategy for expansion - this latter involves establishing a high density cluster
of stores, with its own distribution centre near at hand, in the chosen area.
What proportion each of these factors contributes to the organization's overall
productivity and profitability may be rather difficult to determine. However,
itis the IT system that supports the distribution system: that ensures that the
right goods are delivered 1n the right quantity, when and where they are
needed.

Company personnel interviewed were themselves in no doubt that
itisto the IT system that 7-Eleven Japan owes its success, and that the results
have amply justified the investment. We note the sharp rise in sales
coinciding with the introduction of an advanced integrated data transmission
system over the period 1990-1993 as evidence that the 1T system is
contributing directly to the prompt, real-time delivery of productsinresponse
to customer demand.

In addition to the three factors above, we must draw attention to 7-
Eleven's concern for human resources development. informants cited the
personnel responsible tor handling the IT system as a key element in its
success. All are called at regular intervals into headquarters, and ar sales
campaigns, for training and upgrading of their technical knowledge.

Certainly, 7-Eleven is the leader among convenience store chains in
Japan, a fact that one reporter ("A matter of convenience,"” 1997) attributes to
the POS system, the training of store owners, and the advantages of being first
in the field. At that time. average sales for a 7-Eleven store amounted to ¥
676,000 per day, compared with ¥ 494 000 for Family Mart, its closest rival,

10. Conclusions and Recommendations

7-Eleven Japan Co., Ltd. 1s a benchmarking case for a management
considering how best to introduce IT in order to improve productivity and
profitability. We note that 7-Eleven keeps in the forefront of modern
computer and communications technology, wherever this is applicable to its
own particular form of retail business. It thus achieves the productivity goal
of just-in-time supply to meet the demand: supply of the right goods of the
right quality, iv the right quantity, at the right time. Any company, large or
small, would do well to study its methods.

At the same time, 7-Eleven illustrates the point that IT alone is not
sufficient to improve productivity. The introduction of the most modern
information handling systems has gone band in hand with a continuous
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streamlining and rationalization of the distribution system, a continuous
attention to the training of personnel in the wse of the system, and an
opportunitistic management strategy for market expansion.. The purpose of
IT is not to automate existing work processes, but to make possible new and
more efficient work processes.

7-Eleven well illustrates the continuous nature of productivity
improvement, and IT system development. Future research will need to trace
a company's productivity performance over a long period, from well before
the start of computerization, to the present. It will need to trace the history
of the company’'s IT use, noting the points at which "significant” developments
- in the sense described above - occurred. It must trace the history of
reengineering efforts, mergers. and other major changes in organization
structure and work processes; as also of managertal and personnnel policy.
Thirdly, it must take account of changes in the economic environment that
affect the productivity of business as a whole.
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Appendix 19

Indepth Interview Schedule
Application of Information Technology to Improve Productivity
in Service Industries: A Case Study of......c.coooovviviiniiiiiininn,

Company Data (For 1T Supervisor and IT Persons)

1. General Information

FoCompany INAME: ... eeat e atetns e ee e eaer e e e et e e rte s
2 ATESS ittt e e ettt ettt eaeen s eeees

B ErTAIE AAAIEE5. ctieeiieeieie e
B T T PSRRI

8. Type of BUSINESST i ettt ebe st ee et e e
O, BoOard OF DI CiOrS. oottt e e s oot ee et eet et s 1ot e et et e e e se st eane st ensseneseeesererenes

.....................................................................................................................................

..................................................................................................................................................

....................................................................................................................................

..................................................................................................................................................



.................................................................................................................................................

.................................................................................................................................................

.......................................................................................................................................
.......................................................................................................................................

4. IT Resources

Type of IT Brand Name Year of Installation/ No. of Sets
purchasing (1ro9eg)

Computer

L. Co r

L. SUPEICOTNPULET. .....oiiiie ittt i e s st s s e e s e e e e s e m e e eesarae st eennnneraraas
2 MAIBTTAINIE ..o e e e et aen e a e
3 MENICOIMIPUERT . ..o it e ettt n e ree e e bt e e s et e aasr bt aneh ey e seeras
A M L T O C QMM UL e ittt ittt re e e er e ekt e ras ek ast e e s e st as e bt sa e b s anere et s asassensebe
.1 WOTKSIAHOM .o et e er e een e et e e e e s s et srnea s stre s enreen

= SUDIOEEBOOK. e e e et e a e e s e e e e et e e e e e ranaae s s anna
- Personal Digital
F S 7Y (LA BTN T U O R OTPPPI
= PalintOP. oo e O PP UPP
) B Ta T F: Vo OO U TO U USSR SOOI PR YUURPOPP
Y P Tt 1 1] « SO O SO P OT P PSP PPRII
L Ty TS o O SRS U USRS TR OOUR S OTOTROT
= MECTOCOMIPUERT c..oeiiiiiiii et v et e as et an e b et st e e e s e e e et e e ananareeeneans
17T TA O 1 T} 1= OO O U PO USSR PE TP PR
I F T ae Yy 1] ) =) T PSP S USP SO PPPPPPRUORO
LG T R TTo ] o o TR PSP PSR URRUR
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Type of IT Brand Name Year of Installation/ No. of Sets
purchasing (1998)

2. Input Device
2 K@YDOAN oot

.2 Mouse/ trackball
JOFSHCK ettt e e
2.3 Scanning device
= Fax MAachine. . ..o o et e e
- Image scanner/
BTAPRICS SCANMET. ..ottt et e e
2.4 Point of sale

3. The System Unit

3.1 Components & Parts
= MRIRDOATA oo et et ettt

3.2 Media & Storage
S HAED DISKe e e et e e e ettt r et e r et e
= FIOPPY DISK DIIIVE. ..ot et e e e eeer e e b e et e e e

= IS KR oot st e e ettt e e ey ——— a1 e r et e et e —————— e e

= TAPE BaCK-UP .o it e ettt s e a et e e e e e aarre e
- Magneto-optical DIive.. ... e e
~ Magneto-optical Disk. ... e
= FIOPHCAL oo e e e e e s

I\ [o 111 (o) U U PURR
4.2 Video display SCTEBIL i it eiea s s resesm e e s rearae s amaessen s s sae emaeerssaaressbnee
4.3 Printer/ Plotter

YT o T 11 U= OO UU PR UTPS
B 1Y - SO PP VOSSP
B 1T N, 11 4 4 5 S O OO S PP PO PP PR UU ROt
B S 1] R -3 O OO S OO OO O UPTUCUPPRINE
- Dye-sublmation. ... e e
B =1 11151 21 I Y1 ) S U S PSSP PR PSPPI
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Type of IT Brand Name Year of Installation/ No. of Sets
purchasing (1998)

6. Multimedia
B TR 1B s B G- ¥ v OO ST OR OO RPR
Y 5 18 T 0 1y« F TP

= SPEAKET. .ot e e a4 e a e e s a b
= MPEG CaTd.... oo iren it e e e s s et e a e e et

.................................................................................................................................................

- X o R e ) 518 S 1 1 - OO U OSSOSO U SO O POV OTSTRPPURTNE
S ULIHEES & T 008 et rieerre e e cre cae e e sttt et sstanas e e anasesnsannnsshnssnasssncasnen
B N 1 T\ T 1S R O STV UR R UUUSSPR PP PRURPTOR
= SPreadsheet. o e s
= W OTA PrOCEESOTS. . urieeeeeeeccie ettt s tcae o s e bbb s s et s e s s e e bbb rt e e s e e s s b bbnt g e aaaeee s e r nrnne
- Graphics/ Presentation. ..o it st ren s e s e e e e r e

= OPErating SYSIBIML . it e s s s

................................................................................................................................................

.................................................................................................................................................

1Q0. Telecommunication
- Mobile Telephione.. ... e st

- Satellite Dish &

R IV oottt e e eb vt b e bt et e a et ran et e e e e et eeaee e e taane e taanrr s eiaeerees
= RAAIO T IS CRIV T .. .ot itiit ittt e rees e eeeetass e tumn e etarasssrsserrassesesessasnnnnssesnansssssionssssniassusssennnns
B S . (s« =) s s CO OO
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Type of IT Brand Name

Year of Installation/
purchasing

No. of sets
(1998)

- Facsimile Machine (FAX)
- Telecommunication

Types of Name of
Services Company/ Inst.

Year of Contact/
Service use

No. of Services
Used (1998)

11. Service & Training

- Bducational InSttutions. ... i

- Service Centers/

12. Peopleware

= SYSEEM AMALYSIS ..ottt e ettt
= PTOZIaAMIMETS. ... ettt et
= SYSTEM OPETALOTS. ..ottt ettt e e e e et e e sae s im e e aeeenee e eneseaas

- Network/ Telecom

EDEIMEETS Lottt ittt ettt ettt et e et eae e e aae et e ey et e et e e
- INEEWOTLK OPEIALOTS . 1iiie e eeiir ittt et ees et et et oae e ee e ot e aen e aeettasssasntsreansaresesnssenrenn

h

. IT Use in General

—

applications):

. How many tmportant databases do you have in your company?
.1 In 1998, there are.............. systems. These are (please specify names of

() TP U USSP URT O UURTY
1.2 How many important databases will be developed (installed) in the near

future (within 5 years)?............ systems. These are {(please specify names
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1.3 Do you have any databases at present which can be accessed or exchanged
by you, by other offices, and by the public in other areas (locations)?
(1) { 1 No,

(2y[ ] Yes, they are: {You can select mere than one item)

[ 1 With other unit in the same building inside the company

[ ] With other buildings in the same area (location) inside the
campany

[ 1 With other areas (locations) inside the company

[ ] With other areas (locations) outside the company

[ 1 With the public (that is suppliers, dealers, customers and
prospective customers)

(3) Please estimate the frequency of database use specified in (2), that
18, ciieriiriiiiee, times/ week.

1.4 Do you expect to have any dartabases in the near future which can be
accessed or exchanged by you, by other offices, and by the public in
other areas (locations)?

(1)1 }No
(2Y[ 1] Yes, they are:
[ 1 With other unit in the same building inside the company
{ 1 With other buildings in the same area (location) inside the
company
i 1 With other areas (locations) inside the company

[ ] With other areas (locations) outside the company

[ ] With the public (that is suppliers, dealers, customers and
prospective customers)

1.5 How many data and applications in Thai fanguage having character format
standard does your company have? {(You can answer giving more than
one.}

[ 1 Mahidol Word [ ] Chula Word [ ] Kaset Word

ErEQUETIHIY Lo e bt
.6 Have vou linked information systems into a network or not?
(h [ 1No
(231 ] Yes, That ts,
[ ] LAN system .............. systems | ] WAN system ................. systems
We are planning to link information systems into a network:
I JLAN system ............. systems [ ] WAN sysiem ................. systems
1.7 What is the Communicatien Protocol you use? (You may state more than
one)
[ 18NA [ 1DEC [ JTCP/AP [ 1X.25 [ 1X.400

[ 1 Other (Please specify) it
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1.8 In accessing/ using the information netweork in your company, does your
company plan to have any security measures? (You may state more than

one)

(1) Password [ 11 1 (2) Audit trails (logy [ 1 [ 1
(3) Authentication [ 1[0 1 (4) Dial-back [ TF 1
(5) Encryption [ 11 1 (6) Data files back-up { ] [ ]
(7)Y Hardware back-up[ 1 [ ] (8) Other (Specify)......... [ 110 1

1.9 Please specify the information network, in the form of data/ sound/
pictures that you use in your company. {You may specify more than one
item.)

[A] Area coverage Banghkok Some provinces National International

(1) Sound b [ ] [ ] [ ]

{3) Data {1 [ ] [ ] [ ]

(3) Picture [ ] [ ] [ ] [ ]

(7) Other (specify} {1 [ ] [ ] [ ]

[Bl The network in_[A] is:

[ 1 A network under the control of your own company

[ ] Public data network {(TOT/ CAT/ others................ )

I T Other (8peCify e e e e e

188] work under t control of Wi company is:

[ 1 Trunked radio (..........cooo... Channels}

f 1 Leased lines (Speed................. number of lines...........c.ool. }
(Speed................. number of lines..............coov }

I ] Microwave network (bandwidth..................co 3

[ ] Satellite network (bandwidth. ..., }

[ ] Other (5pecify)e i

1.10 In your company, what types of [T service does the company use or
expect to use tn the near future? (You may specify more than one.)

Types of IT service At present Within 3 years
(1) ISDN [ ] [ ]
{2) Data Network (such as

THAIPAK., Datanet, etc.) [ 1] [ ]

(3) Private Network {VAST and/
or leased lines}

(4) Videoconferencing

{5) Picture Phones

{6) E-mail

(3) EDI/EFT

(4) Other (Specify)......oocrvviiiin e i

[ p— e
e e bt ] b e
f— e ey — —
[ SR W SR [y Sy S
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6. IT Problems and Measures for Problem Solving

I. What are the problems encountered concerning IT resources and IT use in
your company as well as their degree of seriousness?

Problem ltems

(1) Budget problem [ ] [ ]
(2) Personnel (computer) [ 1] [ ]
{3) Personne! (1T manager) [ ] [

(4) Personnel {(communication/
telecommunication) [
(5) Insufficient 1T equipment [
(6) Lack of needed software {
{7) Standards problem [
(8) Security problem [
{9) Network access problem [
(10)Y Quality of communicatian
system {1} [ ]
(11) Network reliability
problem [
{12) Obsolete IT [
[
[

ot e e e L b
B B B B e B Y
e b b Nl —

{13) Maintenance problem
(14) Other (specify)................

e bt
—_—— -
et d et s

2. What are the causes of the problems and how do you solve them?

(1) Budget problem

How solved: ..o, eeeee s e ettt et te e e e re et e et eaaeata e et ae e

{2) Personnel (computer)

Hoow SOV ettty

(3) Personnel (IT manager)

HoOW SOOIV, oottt et e ettt e e et e e e ea e e e r e e et e et raaa e e raaae et inaean

{4) Personne!l (communication/ telecommunication)

U8, s et v cettimas e s eemt e e e tn et tsermn e esstrmnnaaeeetans ox eet et e ee it i taeeaeeebinntnerenbatttnrn e taebiateaanians
T W S 0 W B oottt e ettt ee e et st et et e et atntaea ey tnn i aart i an s

(5) Insufficient IT equipment

L LY ST ST

[
{
[

e —m— e e

1
}

[ s py I T R )

e g p— e —

— e ——

—

e e e e e

et i el e

None Slight Moderate Serious¥ery
serious

[ ]
[ ]
[ ]
[ ]
[ ]
[ ]
[
[ ]
(]
(]
[ ]
[ ]
[ ]
L]

Hoow S0V i e e et et e et eyt —a e et e amte e r e e e at e aran

(6) Lack of needed software

HoOow SOLVEA: oot et vr i e e st et s vt e e s ieetee et re bt r e e arnes

{7y Standards problem

L2 | T O PO R PRSP RO

How solved: ......cev . et et e e ee et eeterertneeettaterettistaaertiatatanttias ey enr e eartnarrretrieatetes
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{8) Sccurity problem

TS s cen sttt et vt te et vt st memr e s eeeeat b e e e et b eaee s st iaaneieseaneeaeeneaae et deeeeaeeesantesveeennnt s nanrnnnraans e

oW S0IVEA o i et e e e raaenanriareets s aaanaens
(9) Network access problem

How Solved: i et _e s ettt bttt e e eeeeeens
(10) Quality of communication system

HOW SOIVE: (oo e e e ettt e e e e et aaas
(11) Network reliability problem

|5 Lo LT Ts TR« L PO
{12) Obsolete IT

HOW SOIVE: 1ot e st e e e s raee e e e s e r e s e e anenaeeansr s s e v e nens
(13) Maintenance problem

IS, 1 cvt st ree ittt et e e s er e e b et T ekt r et o4 eabas e At £ e R e ra< e e rneeneL b e nL bbb e s senies

How SOIVE: oo et s s s e e e e e e e e e st
(14) Other (specify)

|5 FE LT oY AV s bR ST U TP PR PP PR

7. Quantity of IT Use and IT Budget Spent in Your Company

1. Total expens Baht/1997 Approximate
incr rate (%
{1) Purchasing and maintenance of
computer equIipment  imeees e
(2) Purchasing software e e
(3) Purchasing and maintenance of
communication eqUIPMENT i s
(4) Training expenses s e

2. Expenses for communications Baht/month Approximate

{1) Telephone expenses (local) i
(2) Telephone expenses (I€MOLE) i o,
(3) Leased line eXpenses e e
(4) Data network eXpenses s e
(5) Satellite rent eXPenses e e
(6) Postage stamp €XPENSES i oo
(3) EMS/ Courier Services e e,
(4) Other (specify) s e

3. Quantity of IT at present

(1) Number of in-letters (by postal service) ... pieces/month
(2) Number of in-letters (by hand) ... pieces/month
(3) Number of out-letters (by postal service) .......oooinin pieces/month
(4 Number of out-letters (by hand) v pieces/month
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4. Fr informati rvicg 5¢
Offices Electronic media* Printed media
Frequency| lncrease Fregquency| Increase
rate (%) rate (%)

(1) Office inside company

(2) Office outside company

{3} The public

Note: * Electronic media means telephone, FAX machine, on-line facilities,
diskettes, magnetic tape, computer-to-computer links, and so on.

5. Frequepncy of information service reguested

Offices Electronic media* Printed media
Frequency| Increase Frequency) Increase
rate (%) rate (%)

(1) Office inside company

(2) Office outside company

(3) The public

6. Frequency of regeiving aud sending information by FAX machjne

Offices Electronic media* Printed media
Frequency| Increase Frequency| Increase
rate (%) rate (%)

(1) Office inside company

(2) Office outside company

{3) The pubiic

8. Number of IT Personnel

(1) Supervisors working full time with personnel in this office........... persons
(2) Employees in this office {10 working years and above)................... persons
(3) Employees in this office (5 working years and above)...................... persons
(4) Employees in this office (less than 5 working years)...................... PErsons

(5) Number of man-hours worked as overtime (O.T.) ......... man-hour/ month
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2. Number of personngl controlling computer and telecommupication system
(1} Supervisors working full time with personnel in this office........... persons
{2} Emplovees in this office (10 working years and above)................... persons
{3) Employees in this office (5 working years and above)................oees persons
(4) Employees in this office (less than five working years).................. persons
{(5) Number of man-hecurs worked as overtime (O.T.) ........ man-hour/ month
9. Plan, Mission and Policy for IT Use in the Future
l. Do vou agree that IT counld be an important factor in Productivity?
I B =T =T T T DU U TOPTU
[ T NO, BECATSE .ottt et s s e s aar e r s e e e et neeeesannas
[ ]I am not SUre, DeCallse. oo o ittt et et eeeaaee e e s e e et v e b

2. Do you agree that outsourcing or contracting with an outside IT service
consultant to respond to IT problems can help minimize cost and
maximize profit?

[ ] @S, DECAUSE. vt
[ 0 N O, AU E ottt r e e et
[ ] T A DO SUIE BECAUSE. oottt ettt et e v ae e

3. What are the important qualifications of an 1T outsourcing contractor or
consultant for you to use its service? (You may state more than one.)

Qualifications Level Importance
High Moderat Little

1. Reliability [ ] [ ] [ ]
2. Low service cost [ ] [ ] i1
3. Security [ ] [ ] [ 1]
4. Flexibility [ ] [ ] [ ]
5. Inter-connectivity [ ] [} [ ]
6. Inter-operability [ 1] [ 1] [ 1]
7. Technical support (H/W and S/W) [ ] [ 1] [ ]
8. Up to date technology [ 1] [ ] [ 1
9, Customer companies' participation

in determining service standard { ] | ]
10. Other ($pecify ). U] [ ] L]

4. What are the plan, mission and policy for IT in your company? (Specify any
project title, its purpose, implementation period and necessary
resources)

5. Could you kindly give your opinion or suggestions on how to apply IT in
your business effectively and efficiently?
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9. Use of 1T Svstems and Productivity

A company makes "significant” use of IT if it has installed a management
information system (MIS) and actively uses the system to support its day-to-
day business, and has assigned personnel responsible for the system.

1. Please state iype(s) of IT system(s) installed and first year of active use:

Type of IT system installed First year of active use

TPS (Transaction Processing System)

OAS (Office Aotomation System)

MIS (Management Information System)

ESS (Executive Support System)

I
1
]
] DSS (Decision Support System)
]
]

Other (specify)

2. Does your company already employ a person operating a management
information system (MIS)?

[ 1 1. Yes. Ifcheck|[ ]1. Yes. Please answer questions 3 to question 5.
[ 1 2. No. Ifcheck[ ]2. No. Please answer questions 6 to question 8.
-5 are for ¢ ny loyin £rson rati

3. In the year when the person{s) operating the MIS was {were) first
employed, what was vour company's total revenue, and total cost?

Year Total revenue Total cost/ expenses

4. In the three years before the person(s) operating the MIS was {were) first
employed, what was your company's total revenue, and total cost?

Year Total revenue Total cost/expenses

Y AT =3 e ] et r ey tar s
Y ear-2 | e | et eee s e
Y ear-1 i | e e

5. In the three years after the person(s) operating the MIS was (were) first
employed, what was your company's total revenue, and total cost?

Year Total revenue Total cost/expenses

Year+1l | e | i
Year+2 | e | e it
Year+3 et aerrare | ervemsiess sy




6. In the year when your latest type(s) of IT system(s) was (were} first
actively used, what was your company's total revenue, and total cost?

Year Total revenue Total cost/ expenses

7. In the three years before vour latest type(s) of IT system(s) was (were) first
actively used, what was your company's total revenue, and total cost?

Year Total revenue Total cost/expenses

Year-3 | i ] e
Year-2 e ]
Year-1 | i ] et e err e

8. In the three years after your latest type(s) of [T system(s) was (were) first
actively used, what was your company's total revenue, and total cost?

Year Total revenue Total cost/expenses
Year+] TSP IO OURPP I TORPROR
Year+2 et eeeriinieee e | e e
Year+2 | i ] e e

ions 9-] for all infor )

9. In your opinion, has the introduction of IT increased productivity,
decreased productivity, or had no effect?

[ 1 1. Increased | | 2. Decreased [ ] 3. Had no effect

10. If there has been an increase in productivity since introducing your latest
IT system(s), by what percentage would you estimate that productivity
has increased as an annual average?

BY i % as an annual average in the most recent year.

i1. How would you view recent trends in your company's productivity? In
your opinion, has your productivity increased, decreased or not changed

significantly?
[ 11l.Increased [ ] 2. Decreased [ ] 3. Notchanged
Informants who can be available in case of follow up to this interview

schedule,

{1) Name, SUINAME. .....cccosriiiiirririreeetiirneae e siaasneanes POSHION. oo e
Telephone. ... FAX o eenis e
{23 Name, SUITIAE. ....oooovtiriiimriianiiinsrrr s ea e POSItION. ..ot veeiieeeevi e e
TelePhOnE. ....vvieerre e FAX i
Thank you for your cooperation in filling out this interview schedule.
INAME OF IMEETVICWETD  eiriiectievreienrareassrirbe irestsbomta s as e moss fens s arraesasbe b e st e as bbb pae s s st sraes
D ATE Of MBI VEC WL tovriieiiireesieresasteriaeserriaeesataaeieearrecesamater s ae s o oaessaaatpep s e e s as e a e s d bbb La e ee st

Place OF IHEE T VI W . ceeriitreei et s tesireraestasetsrt et mae st abran st san s saetsasssananet besns varnsnraeneaebbbenins
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Appendix 19
Questionnaire-cum-Interview Schedule for Case Studies
Application of Information Technology to Improve Productivity
in Service Industries; A Case Study of........coooiiiiiiiiiienn.

Top Management
1. General Information

—

cCOMPARY NAITIE: Lot et e vr e s et tbssessm b ersrae e et e s e s aatbraesrarrre s
Y OUD PIESENT POSIEIOTI 1.ovviitciiiii ittt iee et e e rer e ras e et ne e e s e s rtab et s et e e s e s eneesbanasaaees

2

3. Could you specify your responsibility relating to information

BECHIIOLOEY 7. et et bttt et mesr b e et e e e b ettt et b st e nranaensesneeeas
4. How long have you worked with this company?.............. .. Years
5. How long have you worked in the present position?.............ccocvvrvnn .. Years
6. Your educational background related to information technology.................
7. Your previous experience related to information technology.........co..oo i
8. Have you attended any training course/ seminar related to information

technology within the past 12 months?

8.1 If yes, please specify names of training courses..............ccooviviniiinininenn

8.2 If no, please specify the reasomn.........ccooiiiiii i
9. Have you been a member of any association related to information

technology

9.1 If yes, please specify your position at the association............ooovivnnn,

0.2 If no, please specify the reason. ... e
10. Do you own or use any of the following IT resources?

10.1 Desktop Personal Computer (PC) i 1Yes [ ]No
10.2 Notebook PC [ 1Yes [ 1No
10.3 Electronic Dictionary [ 1Yes [ ]No
10.4Your own e-mail address [ TYes [ ]No
10.5 Your own wehsite/ homepage [ 1Yes [ ]No
10.6 Your own mobile phone { 1Yes [ ]No
10.7 Your own pager [ ]Yes [ ]No
L8 s [ ]Yes [ ]No
L0 s { 1Yes [ ]No
2. IT Problems and Measures for Solvi ro

1. What are the problems encountered concerning your own personal IT
resources and IT use as well as their degree of seriousness? [0 = None,
1 = Slight, 2 = Moderate, 3 = Serious, 4 = Very serious]. Kindly circle the
numher best fitted to your problem.

1.1 Desktop Personal Computer {PC) 0 1 2 3 4 5
1.2 Notebook PC 0 1 2 3 4 5
1.3 Electronic Dictionary 0 1 2 3 4 5
1.4 Your own e-mail address 0 1 2 3 4 5
1.5 Your own website/ homepage 0 1 2 3 4 5
1.6 Your own mobile phone 0 1 2 3 4 5
1.7 Your own pager 0 1 2 3 4 5
1B e 0 1 2 3 4 5
LD i e 0 1 2 3 4 5
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2. What are the causes of the probiems and how do you solve them?

2.1 The most frequent caunses encountered

[ 1 1. The product is of good quality but has been used for a long time.

[ 12 The product is of poor quality though it has not been used for a
long time.

[ ]13. 1T osers do not have the knowledge to use the product correctly.

[ 14 Other catises (SPECY Fo i ettt 11ttt n e e b

2.3 How would you solve the problem?

[ ] 1. Purchase the same brandname product.

{ 12. Purchase a new brandname product.

i 13 Repair and adjust for further use by yourself,

[ ]14. Have company technician repair the product.

{ 135. Hire technician from outside the company.

[ ]6. Other methods of problem solving (specify)........oooooiiiiininn.

3. The causes of problems in IT vse, in your opinion, are mostly as follows:
{(Kindly specify only three causes):
F.1 The FIESt CAUSE. . viriiiiiii ettt iae e r i e e ee e et s st e e e e e e easaeeeeans essnesmnm saebsboetbaaeeeesaeean
3.2 The SecOTA CAUSE. ...ttt eea ettt et vt e e et b e eeeeeees sr s meraaanas s reee
3.3 The thifd CAUSE....oiiii e e e et eeeee s

4. What do you think are the best long term measuores for solving these
problems?
3.1 The FIrgt BRSNS ....oi ittt et e eyttt e e e et re e e aneae e ea s

3. Policy and Strategic Plan for IT Use to Improve Productivity in
the Future in yvour Company

1. In your opinion, what are the important factors helping toincrease company
productivity? And of what level of importance are the mentioned
factors? {0 = None, 1 = Slight, 2 = Moderate, 3 = Important, 4 = Very
important.] Kindly circle the number best fitted to your opinion.

1. Use IT appropriately and understandingly. 0 1 2 3 4
2. Continuwously train all levels of company
personnel to understand work

responsibilities. 0 1 2 3 4
3. Hire from outside company to work on jobs

for which company personnel lack skill, 0 i 2 3 4
4. Develop the company to be a sustainable

learning organization, 0 1 2 3 4

5. Train company personnel to understand

methods of performance measurement,

such as productivity measurement. 0 1 2 3 4
L Other (SPecifyl i

25
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.Do you or do you not agree that information technology (IT) is an important
factor in helping increase productivity?
2.1 Y8, DECALUSE covveiiiiiii it eee oot e ettt e e s e e ettt e e e e e e e s
2.2 INO, DBCAISE ettt e cieeceeemm i iuerrrr it revetnrr e s s srsere e e s e et eeae e rteeea s s s s en e e ks e s e eamneeeee e arsanne
2.3 T am nOt SUTE, DECAUSE.. ..o i icrra st r e e e e et s s e e e e ae s e rn et er e e aee s es

. Do you agree that outsourcing or contracting with an outside IT service
consultant to respond to IT problems can help minimize cost and
maximize profit?
| R L T 1= o L =TT PPN SRR
A o T 11Tt | ) 1= OO RPRPRTROT
3.1 aM DOt SUTE DECATSE....oovriiiiirii et cece ettt s e e ane e ee e an

4. What are the important qualifications of an IT outsourcing contractor or
consultant for you to use its service? (You may state more than one.)
Qualifications L rtan

High Moderate  Litte

1. Reliability [ ] [ 1 [

2. Low service cost [ ] [ ] [ ]

3. Security [ ] [ ] [ ]

4. Flexibility [ ] [ 1] [ 1]

5. Inter-connectivity [ ] [ ] [ ]

6. Inter-operability [ ] [ ] [ ]

7. Technical support (H/W and S/W) i1 [ 1] [ ]

8. Up to date technology {1 (] [ ]

9. Customer companies' participation
in determining service standard ] ] [ ]

10, Other (specify)...ccovvviiiinniinn, I ] [ ] [ ]

5. What are the policy and strategic goals for [T use for productivity increase
in the future in your company?

5.1 Policy or direction of IT USe ... e e ne e
5.2 Strategic goals of IT USC..iiii e

6

....................................................................................................................................................

. Could you kindly give your opinion or suggestions on how to apply IT in
vour business successfully, effectively and efficiently and for high
productivity?
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4. Use of IT Systems and Productivity

A company makes "significant” use of IT if it has installed a
management information system (MIS) and actively uses the system to
support its day-to-day business, and has assigned personnel responsible for
the system.

IT systems have been introduced fairly recently into corporations in
Thailand, and we are interested in their effect on productivity,

IT systems currently in use include the following:

1. TPS (Transaction Processing System). These record ordinary daily

transactions of the business, such as sales to customers at sales outlets. In
addition to recording this information, they may process it to some extent, for
instance to produce reports and summaries,

2. 0AS (Office Automation System). These include the ordinary uses
of a computer to type and print documents (word processing), storing and
retrieving information (database), creating graphics, making calculations and
handling accounts. They atso include transmission of documents and informa-
tion through the communications system, for instance by e-mail and com-
puterized facimile.

3. MIS (Mapagement Information System)., These provide the
manager with large amounts of information required for planning and
scheduling. They also produce routine reports and summaries, for instance
summaries of data obtained from TPS.

4. DSS (Decision Support System). These are more advanced than
MIS. They assist the manager to analyse complex situations where large
amounts of information are invalved and to make decisions where alternative
actions are possible. They provide special reports and answer questions.

5. ESS (Executive Support System)}. These are used to assist
decision making and planning by top management, They use much wider
sources of data, computing, display and communications facilities than do DSS.

Your own company may of course use other systems, apart from the
ones mentioned above.
1. In your opinion, has the introduction of IT increased productivity,
decreased productivity, or had no effect?

[ 1lIncreased [ ] Decreased | ]1Had no effect

2. 1f there has been an increase in productivity since introducing your latest
IT system(s), by what percentage would you estimate that productivity
has increased as ap annualaverage?

By....ooo.ooiiiil % as an annual average in the last three years.

3. How would you view recent trends in your company's productivity? In your
opinion, has your productivity increased, decreased or not changed
significantly?

[ 1 Increased [ ] Decreased [ ] Not changed
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3. Infor Ls

1. NAITIE, SUMMATTIE. L tvee it ee e e s e tee crrenens POSIHON. .coei s
2. TelePhone. . ..ooccci et FAX e
3. Sex [ ] Male [ 1 Female

4. Age L Years

5. Education [ ] Below Bachelor's degree [ ] Bachelor's degree

[ ] Master's degree and above
6. Marital status [ ] Maried [ 1Single
7. Family members (including yourself).............. persons

Thank you for your cooperation in filling out this interview schedule.

Name of interviewer:
Date of interview:
Place of interview:



379

Appendix 19
: . - I ew Schedule for C Studi
Application of Information Technology to Improve Productivity
in Service Indusiries: A Case Study of...........coen,

Middle Management
1. General Information

—

S Company NAME: e e e e e e
Y our Present POSIONT .. e et e e e
. Could you specify your responsibility relating to information

[P ]

. Your educational background related to information technology.................
. Your previous experience related to information technology.............oolt.
. Have you attended any training course/ seminar related to information
technology withinthe past 12 months?
8.1 If yes, please specify names of fraining courses.........ocoiveiniciiinnn ...
8.2 If no, please specify the reasom. ..o e
9. Have you becn a member of any association related to information

0o~ N

technology

9.1 If yes. please specify your position at the association..........................
9.2 If no, please specify the reason. ...

10. Do you own or use any of the following IT resources?

10.1 Desktop Personal Computer (PC) [ 1¥es [ ]No
10.2 Notebook PC [ 1Yes [ ]No
10.3 Electronic Dictionary [ 1Yes [ ]No
10.4Your own e-mail address [ 1¥es [ ]No
10.5 Your own website/ homepage [ 1¥es [ ]No
10.6 Your own mobile phone [ ]Yes [ ]No
10.7 Your own pager [ ]Yes [ ]No
LOLE oottt n e [ 1Yes [ ]No

T : res f vin
1. What are the problems encountered concerning your own personal IT
resources and IT use as well as their degree of seriousness? {0 = None,
1 = Slight, 2 = Moderate, 3 = Serious, 4 = Very serious.] Kindly circle the
number fitted to your problem.

1.1 Desktop Personal Computer (PC) 0 1 2 3 4
1.2 Notebook PC 0 1 2 3 4
1.3 Electronic Dictionary 0 1 2 3 4
1.4 Your own e¢-mail address 0 1 2 3 4
1.5 Your own website/ homepage 0 1 2 3 4
1.6 Your own mobile phone 0 i 2 3 4
1.7 Your own pager 0 1 2 3 4
1B e e s 0 [ 2 3 4
10 e s 0 1 2 3 4
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2. What are the causes of the problems and how do you solve them?

2.1 The most frequent causes encountered

{ 11.The product is of good quality but has been used for a long time.

[ 12.The productisof poor quality though it has not been used for a long
time.

[ 13.1IT users do not have the knowledge to use the product correctly.

[ 14. Other causes (SPecify ). et

2.2 How would you solve the problem?

. Purchase the same brandname produoct.

. Purchase a new brandname product,

Repair and adjust for further use by yourself.

Have the company technicians repair the product

. Hire technician from outside the company.

] 6. Other methods of problem solving (specify)...c.oooii e

L I vy P T R S
Ul-l-ku[u»—

[
{
[
[
[
[

3. The causes of problems in IT use, in your opinion, are mostly as follows:
{Kindly specify only three causes?

4. What do you think are the best long term measures for solving these
problems?
3.7 The FIrSt MBASUIE.....ooiiitt ettt e e ittt ee b eaee ee e e e et sanens

3. Policy. Strategic Plan and Tactical Plan for 1T Use to Improve
Productivity in the Future in vour Company

1.In youropinion, what are the important factors helping to increase company
productivity? And of what level of importance are the mentioned
factors ? [0 = None, | = Slight, 2 = Moderate, 3 = Important, 4 = Very
important.] Kindly circle the number best fitted to your opinion.

1. Use IT appropiately and understandingly. 0 1 2 3 4
2. Continuously train all levels of company

personnel to understand work responsible. 0 1 2 3 4
3. Hire from outside company for work on

which company personnel lack skill. 0 1 2 3 4
4. Develop the company to be a sustainable

learning organization. 0 1 2 3 4

5. Train the company personnel to understand

methods of performance measurement,

such as productivity measurement. 0 1 2 3 4
6. Other (SPeCify heee i e
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t

. Do you ordo you not agree that information technology (IT) is an important
factor in helping increase productivity?
2L Y S, BB ISR, o ot eree et e ee e e et e e e e ettt raraans sttt tr i nn
2.2 N, BECALSE .ot e et rara e e s

3. Do you agree that outsourcing or contracting with an outside IT service
consultant to respond to IT problems can help minimize cost and
maximize profit?

1 Y eS8, DRCAUSE it
A [ T o T o L S TSR
3. 1AM MOt ST DECAUSE. .. .vuteie et et a e e e et r e ee sttt i e e e renes

4. What are the important gqualifications of an IT outsourcing contractor or
consultant for you to use its service? (You may state more than one.)
Qualifications Level m

High

=
s
o
ol
[

Reliability [
Low service cost [
. Security [
Flexibility [
. Inter-connectivity [
[
[
[

W b —

. Inter-operability

Technical support (H/W and §/W)

Up to date technology

. Customer companies' participation
in determining service standard [ [ 1]

10, Other (specify )i [ 1] [ ] ]

e o bl e i e L ke
e e ey ey
L e e bad bmed ) 1 L
P — e/
bl et rmd b b bed L L

AU v I B ALV T S

[y
=

5. What are the policy, strategic goals and tactical goals for IT use for
productivity increase in the future in your company?
5.1 Policy or direction of TT USe ..o,

6. Could you kindly give your opinion or suggestions on how to apply IT in
your business successfully, effectively and efficiently and with high
productivity?



182

7. Could you kindly teil us the method or formula you use for calculating
productivity increase 1n your company?

[ 17.1 Productivity = OQutput (Total revenue)/ Input
{(Worker-hours)

[ 17.2 Productivity = Output (Total revenue)/ Input
(Total cost)

[ 17.3 Productivity = QOutput (Total revenue)/ Input

{(Labor) + (Capital) + (Raw materials/ parts) +
{Miscellaneous)
[ ] 7.4 Productivity Index

P = (O I/ (O L) X 100

where O. = Apggregate output for current period
I[. = Resource input for current period
0, = Aggregate output for base period
[, = Resource input for base period

[ ] 7.5 Productivity Increase

Productivity Increase = (% Change in Output)/
(% Change in Input)
Percentage change in output
= [(O-0 )/ 0 _]X 100

where QO = Output in the current year
0, = Outpurt in the preceding year

Percentage change in input= {(L-1 3/ 11X 100

where I = Input in the current year
= Input in the preceding year

...............................................................................................................................................
...............................................................................................................................................
...............................................................................................................................................
...............................................................................................................................................
...............................................................................................................................................
..............................................................................................................................................
...............................................................................................................................................
...............................................................................................................................................

..............................................................................................................................................
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4. Use of IT Svstems and Productivity

A company makes "significant” use of IT if it has installed a
management information system (MIS) and actively uses the system to
support its day-to-day business, and has assigned personnel responsibie for
the system.

IT systems have been introduced fairly recently into corporations in
Thailand, and we are interested in their effect on productivity.

IT systems currently in use include the foliowing:

1.TPS (Transaction Processing System) These record ordinary daily

transactions of the business, such as sales to customers at sales outlets. In
addition to recording this information, they may process it to some extent, for
instance to produce reports and summaries.

2.0AS (Office Automation System). These include the ordinary uses
of a computer to type and print documents (word processing), storing and
retrieving information (database), creating graphics, making calculations and
handling accounts. They also include transmission of documents and informa-
tion through the communications system, for instance by e-mail and com-
puterized facsimile,

3. MIS (Management Information System), These provide the
manager with large amounts of information required for planning and
scheduling. They also produce routine reports and summaries, for instance
summaries of data obtained from TPS.

4. DSS (Decision Support Syvstem). These are more advanced than
MIS. They assist the manager to analyse complex situvations where large
amounts of information are involved and to make decisions where alternative
actions are possible. They provide special reports and answer gquestions,

5.ESS (Executive Support System), These are used to assist decision
making and planning by top management, They use much wider sources of
data, computing, display and communications facilities than do DSS.

Your own company may of course use other systems, apart from the
ones mentioned above,

1. 1n your opinion, has the introduction of IT increased productivity,
decreased productivity, or had no effect?

[ ] Increased [ ] Decreased [ ]Had no effect

2. 1f there has been an increase in productivity since introducing your latest
IT system(s), by what percentage would you estimate that productivity
has increased as an annualaverage?

By. ...l % as an annual average in the last three years.

3. How would you view recent trends in your company's productivity? In your
opinion, has your productivity increased, decreased or not changed
significantly?

[ ] Increased [} Decreased { 1Notchanged
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6. Informant Personal Data

1. Name, SUIMAIE ...\ o ieeeeineiraitseeeestnaneerens e seernnnsseris POSItION, . e e
2. Telephone......oooiiii e FAX
3. Sex { 1 Male [ 1 Female
4. Age creresennnnneeee. Y RATS
5. Education [ | Below Bachelor's degree[ ] Bachelor's degree
[ ] Master's degree and above
6. Marital status [ | Married [ ] Single
7. Family members {including yourself).............. persons

Thank you for your cooperation in filling out this interview schedule.

N A e OF IM L O IV B W T T ittt er s e et a bt b va et reiereetatasrsasarrans e ias st ennemnbannesnnesban s assssannsnnannts
| B R =S R R 110 B Lo T OO
Place of interview:

........................................................................................................
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Appendix 19
najre- -Interview
Application of Information Technology to Improve Productivity

in Service Industries: A Case Study of....o..oooiill,
Lower Management/ Supervisor

1. General Informaticn

[a—

CCompany Name: e e s

2. Your present POSITION. L. et ate s e ne g e
3. Could you specify your responsibility relating to information

TECRROIOZY T e e e e bt res
4. How long have you worked with this company?.....c..ooiiiiiiniiiannn, Years
5. How long have you worked in the present position?...............ccocuinn. Years
6. Your educational background related to information technology.................
7. Your previous experience related to information technology.......coooiiiil.
8. Have you attended any training course/ seminar related to information

technology within the past 12 months?

8.1If yes, please specify names of traifIng COUSES. oot eeeeae e

B.2If no, please specify the FeASON . ..ot e e
9. Have you been a member of any association related to information

technelogy

9.1 If yes, please specify vour position in the association..............ooeee.

9.2 If no, please specify the reason.. ... e
10. Do you own or use any of the following IT resources?

10.1 Desktop Personal Computer (PC) [ 1Yes [ ]No
10.2 Notebook PC [ TYes [ ]No
10.3 Electronic Dictionary [ 1¥es [ ]No
10.4Your own e-mail address [ 1¥Yes [ 1No
10.5 Your own website/ homepage { ]Yes [ ] No
10.6 Your own mobile phone [ 1Yes [ ]No
10.7 Your own pager [ 1Y¥Yes [ ] No
LO.B oo e i JYes | ]No

2. 1T Problems and Measures for Solving Problems

I. What are the problems encountered concerning your own personal IT
resonrces and IT use as well as their degree of seriousness? [0 = None,
1 = Slight, 2 = Moderate, 3 = Serious, 4 = Very serious.] Kindly circle
the number fitted to your problem.

1.1 Desktop Personal Computer (PC)
1.2 Notebook PC

1.3 Electronic Dictionary

1.4 Your own e-mail address

1.5 Your own website/ homepage
1.6 Your own mobile phone

1.7 Your own pager

1

1

%

oo oo oo
—_ e e e e b b i e
(SO T SR SO SV I 0 I S I SV S I 8
o L W W W W W W
IS S S N i L
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2. What are the causes of the problems and how do you solve them?
2.1 The most frequent causes sncountered

[ 11. The product is of good quality but has been used for a long time.
[ 12. The product is of poor quality though it has not been used for a

long time.
[ 13.1T users do not have the knowledge to use the product correctly.
[ ]4. Other causes (SPECITY Juuvriiiiiii i e a et e
2.2 How would you solve the problem?
[ 11.Purchase the same brandname product,
[ 12. Purchase a new brandname product.
[ 1 3. Repair and adjust for further use by yourself.
[ 14. Have the company technicians repair it.
[ 135. Hire technician from outside the company.
[ 16.0ther methods of problemsolving (specify )l i

3, The causes of problems in IT use, in your opinion, are mostly as follows:
{Kindly specify only three canses.)
3.1 The FIrsT CAUSE.....oi it e e e e e e e e ra e e e sear e e r e
3.2 The SECOM CalBE. ..ottt ettt e er e e s e e ane s e e stnrnr e
3.3 The third CABSES..oei ittt ee ettt et e e e et e s sn et e rbee e aanr e s s ea e e eenenes

4. What do you think are the best long term measures for solving these
problems?
3.1 The FIFSt MEBSTIE...ccoiiiiiiiie ittt e e rr e e e ereae st e e e e e eaaeea s e te e smanan et tn s seas seeeans
3.2 The SeCond MEASUTE. ... oottt et e ettt e e e e s b e eeeeesesasatatsesassteneeetees
3.3 The third mNEaSULE ...t cee st e e et e e e ee e e e s e nne s b e s e e e eniasss e

3. Policy, Strategic Plan, Tactical Plan and Operational Plan for IT Use
to Improve Productivity in the Future in your Company

|. In your opinion, what are the important factors helping to increase
company productivity? And of what level of importance are the
mentioned factors? [0 = None, 1 = Slight, 2 = Moderate, 3 = Important,
4 = Very important.] Kindly circle the number best fitted to your opinion.

1. Use IT appropiately and understandingly. 0 | 2 3 4
2. Continuously train all levels of company personnel

to understand work responsibilities. 0 1 2 3 4
3. Hire from outside company for work on which

company personnel lack skill. 0 1 2 3 4
4. Develop the company to be a sustainable

learning organization. 0 1 2 3 4

5. Train company personnel to understand

methods of performance measurement,

such as productivity measurement. 0 1 2 3 4
6. Other (Specify). oo,
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2. Do you ordo you not agree that information technology (IT) is an important
factor in helping increase productivity?
2.1 Y B8, BBCAUS . cco vttt e oo
22 NO, BECAUSE. ...ttt ettt

3. Do you agree that outsourcing or contracting with an outside IT service
consultant to respond to IT problems can help minimize cost and
maximize profit?

I Y eS, DECULSE. ... .ottt ettt s n e et een e

4. What are the important qualifications of an IT outsourcing contractor or
consultant for you to nse its service? (You may state more than one.)

Qualifications

%

High Moderate  Little

1. Reliability [ ] [ ] L]
2. Low service cost [ ] [ [ ]
3. Security [ ] [ ] [ 1
4. Flexibility [ ] [ ] [ ]
5. Inter-connectivity [ ] [ ] [ ]
6. Inter-operability [ 1 [ 1] [ 1]
7. Technical support (H/W and S/W) [ ] [ ] L]
8. Up to date technology [ 1] [ 1] [ 1]
9. Customer companies' participation

in determining service standard [ [ 1] [ ]
10. Other (specify)o oo P [ ] [ ]

5. What are the policy, strategic goals and tactical goals for IT use for
productivity increase in future in your company?
5.1 Policy or direction of IT USe ..ot

..........................................................
....................................................................................

...............................................................................................................................................

...............................................................................................................................................

..........................................................................................................................................

6. Could you kindly give your opinion or suggestions on how to apply IT in
your business successfully, effectively and efficiently and for high
productivity?



388
7. Could you kindly tell us the method or formula you use for calculating
productivity increase in your company?
[ 17.1 Productivity = Output (Total revenue}/ Input (Worker-hours)
[ 17.2 Productivity = Output (Total revenue}/ Input (Total cost)
[ 17.3 Productivity = Qutput {Total revenue)/ Input (Labor) + (Capital)
+ {(Raw materials/ parts) + (Miscellaneous)

{ 17.4 Productivity Index

P = (O 1)/ (0 L)X 100

where Q. = Aggregate output for current period
I. = Resource input for current period
0, = Aggregate output for base period
I, = Resource input for base period

{ 17.5 Productivity Increase

Productivity Increase = (% Change in Output)/
(% Change in Input)

Percentage change in outpur = [(O-0, 3 O, 1X 100

where o = Outpul in the current year
O, = Output in the preceding year
Percentage change in input = [((L-L /11X 100
where I. = Inputin the current year

I, = Inputin the preceding year

...............................................................................
...............................................................................................................................................
...............................................................................................................................................
...............................................................................................................................................
..............................................................................................................................................
...............................................................................................................................................
...............................................................................................................................................

...............................................................................................................................................
...............................................................................................................................................
..............................................................................................................................................
...............................................................................................................................................

...............................................................................................................................................
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4. Use of IT Systems and Productivity

A company makes "significant” use of IT if it has installed a
management information system (MIS) and actively uses the system to
support its day-to-day business, and has assigned personnel responsible for
the system.

IT systems have been introduced fairly recently into corporations in
Thailand, and we are interested in their effect on productivity.

IT systems currently in use include the following:

1. IPS {Transaction Processing System). These record ordinary daily
transactions of the business, such as sales to customers at sales outlets. In
addition to recording this information, they may process it to some extent, for
instance to produce reports and summaries,

2.0AS8 (Office Automation System}. These include the ordinary uses
of a computer to type and print documents (word processing), storing and
retrieving information (database), creating graphics, making calculations and
handling accounts. They also include transmission of documents and informa-
tion through the communications system, for instance by e-mail and com-
puterized facsimile.

3. MIS (Management Information System} These provide the
manager with large amounts of information required for planning and
scheduling. They also produce routine reports and summaries, for instance
summaries of data obtained from TPS.

4. DSS (Decision Support System). These are more advanced than
MIS. They assist the manager to analyse complex situations where large
amounts ot information are involved and to make decisions where alternative
actions are possible. They provide special reports and answer gquestions,

5.ESS (Executive Support System), These are used to assist decision
making and planning by top management, They use much wider sources of
data, computing, display and communications facilities than do DSS.

Your own company may of course use other systems, apart from the
oncs mentioned above.

1. In your opinion, has the introduction of [T increased productivity,
decreased productivity, or had no effect?

{ 1 Increased [ ] Had no effect [ 1 Decreased

2. If there has been an increase in productivity since introducing your latest
IT system(s), by what percentage would you estimate that productivity
has increased as an annualaverage?

By. ... % as an annual average in the last three years,

3. How would you view recent trends in your company’s productivity? In your
opinion, has your productivity increased, decreased or not changed
significantly?

i 1 Increased [ ] Not changed [ 1 Decreased
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6. Informant Personal Data

1. NAME, SUITIAIMIE. . evvverivrsirie et iiiear e st ee s s POSTHOM. coevveiiviiccee e
2. Telephone. . ..ccovveiiiiie e e FAX e
3, Sex [ ] Male [ 1 Female
4. Age e Years
5. Education { ] Below Bachelor's degree[ | Bachelor's degree
[ ] Master's degree and above
6. Marital status [ ] Married [ ] Single
7. Family members {including yourself}.............. persons

Thank you for your cooperation in fulfilling this interview schedule.

N AN OF I BTV IE W BT iitiieiie i ee i ertter s ierranerees e rmberereersaabbsaasteass e seabsenssaeasasss sassnntrrennsberarnss
D a1e Of ITL L T VI B W . oo itieiiie et e et vt et ee s se s eratttassrrarereens taes s emns et st aa st eaan sassrms e sbacensseenstenas e rns
Place of interview:
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Appendix 19

i ire- - view L i
Application of Information Technology to Improve Productivity

in Service Industries: A Case Study of..........oeiiiiiiiininnl,
IT Personnel

1. General Information

1. Company NAIMEI et e et st e s et ra e s snan e e e st e rrnen
2. Y our Present POSHIONT ..ottt e e ee s et e e s e e e s e e s e re b b eeeeeean
3. Could you specify your responsibility relating to information

BECHTIOLOZY 7.t e ettt e e e et et n e et e e n e e ares
4. How long have you worked with this company?............ e Years
5. How long have you worked in the present position?................c.oeie, Years
6. Your educational background related to information technology.................
7. Your previous experience related to information technology.........o...o.oll.
8. Have you attended any training course/ seminar related to information

technology within the past 12 months?

8.1 If yes, please specify names of training CoOUrses.........ooiiiiiiiiinriiiirnananne

8.2 If no, please specify the FeaSOM. ..ot e e eeir e
9. Have you been a member of any association related to information

technology

9.1 If yes, please specify your position at the association........c..oovviiivinnn.

9.2 If no, please specify the 1eas0m......coiiviiii e
10. Do you own or use any of the following IT resources?

10.1 Desktop Personal Computer (PC) [ 1Yes | ]No
10.2 Notebook PC [ 1¥es [ ]No
10.3 Electronic Dictionary [ 1Yes [ 1No
10.4Your own e-mail address [ ]1¥es [ ]No
10.5 Your own website/ homepage [ ]Yes [ ]1No
10.6 Your own mobile phone [ 1Yes [ ]No
10.7 Your own pager [ 1Yes [ ]No
L SRS TP [ 1Yes [ ]No

2. 1T Problems and Measures for Solving Problems

1. What are the problems encountered concerning your own personal IT
resources and IT use as well as their degree of seriousness? [0 = None,
= Slight, 2 = Moderate, 3 = Serious, 4 = Very serious.] Kindly circle
the number fitted to your problem.

1.1 Desktop Personal Computer (PC) 0 1 2 3 4
1.2 Notebook PC 0 1 2 3 4
1.3 Electronic Dictionary 0 i 2 3 4
1.4 Your own e-mail address 0 1 2 3 4
1.5 Your own website/ homepage ¢ l 2 3 4
1.6 Your own mobile phone 0 1 2 3 4
1.7 Your own pager 0 1 2 3 4
[ SR OO PORUPIOUPS 0 1 2 3 4
) L TP SO T TV E PR PP 0 i 2 3 4
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2. What are the causes of the problems and how do yvou solve them?

2.1 The most frequent causes encountered

[ 11. The product is of good quality but has been used for a long time.
1 2. The product is of poor quality though it has not been used for a

long time.

] 3. IT users do not have the knowledge to use the product correctly.
T4, Other causes (SPECify ). e ee e eee e eee vt e e eeeens

.2 How would you sclve the problem?

. Purchase the same brandname product.

. Purchase a new brandname product,

—

Repair and adjust for further use by yourself.
Have the company technicians repair it.
1 Hire technicians from outside the company.
16. Othermethods of problemsolving (Specify)..ocoei i,

]
i
i
]

[ T SN IS T W R

[
[
2
{
{
[
[
[
[

3. The causes of problems in IT use, in your opinion, are mostly as follows:
(Kindly specify only three causes.)
3.1 ThE FHSE CAUSE. .ottt ittt st sb it s e e e st e ad g s s et e e nee e e snebe v
3.2 The SeCOMnd CAUSE.....iiiiirrri e ettt e e e e e e or e e e aee s s een et etecen
3.3 The third CAUSES....ceiiii ittt e s ecc e e b s s as e e rrrares

4. What do you think are the best long term measures for solving these
problems?
I s T 5 31 = U T U U U P PPURRPRRRST RPN
3.2 The SECONT MEASIES, .. vvir et iiiietareiereertenteetertesssaaraeaneaatricnrrertnreesaneenacenssrtreesnrn
3.3 The third IEBSIEC ..ottt iitt i eeenieere e rasn e arerureraasbierer s rrsaeassaeesnsesnnsrrrsranserrnenssnens

3. Policv. Strategic Plan. Tactical Plan, Operational Plan and Action

Plan for IT Use to Improve Productivity in the Future in your
Company

1. In your opinion, what are the important factors helping to increase
company productivity? And of what level of importance are the mentioned
factors? [0 = None, | = Slight, 2 = Moderate, 3 = Important, 4 = Very important.]
Kindly circle the number best fitted to your opinion.

i. Use IT appropriately and understandingly. 0 1 2 3 4
2. Continuously train all levels of company personnel

to understand work responsibilities.. 0 ] 2 3 4
3. Hire from outside company for work on which

company personnel lack skill. 0 1 2 3 4
4. Develop the company to be a sustainable

learning organization. 0 i 2 3 4

5. Train company personnel to understand

methods of performance measurement,

such as productivity measurement, 0 1 2 3 4
6. Other (Specify) e
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- Do youordo younotagree that information technology (IT) is an tmportant

factor in helping increase productivity?
21 Y8, BRCATSE . coeeive it et

. Do you agree that outsourcing or contracting with an outside IT service

consultant to respond to 1T problems can help minimize cost and
maximize profit?
Lo YBS, DECAUSE ...ttt ettt

. What are the important qualifications of an IT outsourcing contractor or

consultant for you to use its service? (You may state more than one.}

Qualifications Level of Importance

High Moderate — Little

1. Reliability (] [ 1] {1
2. Low service cost [ ] [ ] .
3. Security [ 1 [ 1 [ 1]
4. Flexibility [ ] [ ] [ ]
5. Inter-connectivity [ 1] [ ] [ ]
6. Inter-operability [ ] [ 1 [ ]
7. Technical support (H/W and S/W) [} [ ] [ ]
8. Up to date technology [ 1] [ ] [ 1]
9. Customer companies’ participation

in determining service standard [ ] L] [ 1]
10. Other (specify).....ooiii, [ ] [ ] [ ]

5. What are the policy, strategic goals, tactical goals, operational goals and

action purpose for IT use for productivity increase in future in your
company?
5.1 Policy or direction 0f 1T USE ..oceiiiiiiiiici i e e

..........................................................................................................................................

..........................................................................................................................................

...................................................................................................................................

6. Could you kindly give youar opinion or suggestions on how to apply IT in

your business successfully, effectively and effictently and for high
productivity?

..........................................................................................................................................
..................................................................................................................
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7. Could you kindly tell us the method or formula you use for calculating
productivity increase in your company?

[ 17.1 Productivity = Output (Total revenue)/ Input (Worker-hours)
[ ]17.2 Productivity = Outpuat (Total revenue)/ Input (Total cost)
{ 17.3 Productivity = Output (Tortal revenue)}/ Input (Labor) + (Capital)

+ {Raw materials/ parts) + (Miscellaneous)
[ ] 7.4 Productivity Index

P = (04 I)/(O/ 1) X 100

where 0. = Aggregate output for current period
I. = Resource input for current period
O, = Aggregate output for base period
I, = Resource input for base period

[ 17.5 Productivity Increasc

Productivity Increcase = {% Change in Output)/
(% Change in Input)

Percentage change in output = [(C-0, )/ 01X 100
where O, = Output in the current year
O, = Qutput in the preceding year
Percentage change in input = {(I-1_)/ 11X 100
where I = Input in the current year
., = Inputin the preceding year

...............................................................................................................................................

...............................................................................................................................................

..............................................................................................................................................

..............................................................................................................................................

...............................................................................................................................................
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4. Use of IT Systems and Productivity

A company makes "significant” use of IT if it has installed a
management information system (MIS) and actively uses the system to
suppeort its day-to-day business, and has assigned personnel responsible for
the system,

IT systems have been introduced fairly recently into corporations in
Thailand, and we are interested in their effect on productivity.

I'T systems currently in use include the following:

}. TIPS {Transaction Processing System) These record ordinary daily

transactions of the business, such as sales to customers at sales outlets, In
addition to recording this information, they may process it to some extent, for
instance to produce reports and summaries.

2. 0AS (Office Automatjon System). These include the ordinary uses
of a computer to type and print documents (word processing), storing and
retrieving information (database), creating graphics, making calculations and
handling accounts. They also include transmission of documents and informa-
tion through the communications system, for instance by e-mail and com-
puterized facsimile.

3. MIS (Management Information System). These provide the
manager with large amounts of information required for planning and
scheduling. They also produce routine reports and summaries for instance
summaries of data obtained from TPS.

4. DSS (Decision Support System). These are more advanced than
MIS. They assist the manager to analyse complex situations where large
amounts of information are involved and to make decisions where alternative
actions are possible. They provide special reports and answer questions,

5.ESS (Executive Support System), These are used to assist decision
making and planning by top management. They use much wider sources of
data, computing, display and communications facilities than do DSS.

Your own company may of course use other systems, apart from the
ones mentioned above.

L. In your opinion, has the introduction of IT increased productivity,
decreased productivity, or had no effect?

[ 1 Increased [ ] Had no effect [ ] Decreased

2. If there has been an increase in productivity since introducing your latest
IT system(s), by what percentage would you estimate that productivity
has increased as an annualaverage?

By, % as an annual average in the last three years.

3. How would you view recent trends in your company's productivity? In your
opinion, has your productivity increased, decreased or not changed
significantly?

[ ] Increased [ ] Notchanged | 1 Decreased
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6. Informant Personal Data

T NAME, SUIMAMIE ittt iitriein e e rerii e e s enienens PoOsition....ccooviiiiiinr e
2. Telephone. ..o FAX
3, Sex [ 1 Male [ ] Female
4. Age e Years
5. Education [ 1 Below Bachelor's degree{ 1 Bachelor's degree
[ ] Master's degree and above
6. Marital status [ ] Married [ ] Single
7. Family members {including yourself).............. persons

Thank you for your cooperation in fulfilling this interview schedule.

N AT OF LIl E VT W B T oot ottt iertertusttantanntrrns mnesarsbestarsteset s be s bnt s mssrmssans bnbrs st st stssntereeennrnns
D E RS R Do R =T G A i A O OO PP SO TSR RTRP OO
R -R Y B 1 11 €8 i Rk AT T PP
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Appendix 20
ionnaire- - jew
14 @ L3 =
@uamsﬂumwmmum:aﬂ

9 o d A a = P
msUszang ifinaluladasaunmiafisnandsiugsfanadms:

A TATL (21 WS
HFaYaLTEn (@mIuwIntwaun 1T wasuitumausiu )

e3>
=

—

inyarly

...............................................................................................................................

_ VANNHBLEANTOUN (E=Mail AAAIESSY: vvvvreeeeer e eeeeeeeeeeeeeeese e er e e e ees et eeeesenan
 YUTITIHTRLENIND (WEDSHEY ... vveeeeeeeresriseeeee e seee e es e sees s seeeees e sese e eeaeesenen

...............................................................................................................................

............................................................................................................................
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2. ﬁmmwmmfﬁwﬁmmmuau (Name of IT Top Manager):.....occcueereeeeevretiee e eecreaen
ﬁmmumﬂ'ﬂaumnmﬂu L R S TR

3. wafamwammimu iT (Name Of 1T Manager) ..o cveetr et e
ﬂ')’?NiUNﬁl‘ﬂﬂUﬂLﬂmﬂU N O OO ST

.......................................................................................................................................

.......................................................................................................................................

8. %aﬂamm%mmﬂ@umﬂumu IT (Name of IT USEI): oo s
AT TUR A TE UM ING 1Tttt se et es s e s

.......................................................................................................................................
.......................................................................................................................................

.......................................................................................................................................

.......................................................................................................................................

.......................................................................................................................................

.......................................................................................................................................
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4, NIWEINTAU 1T (IT Resources)

o ) w add A e & a o P
wuaund IT Hvin/ woduAn Unzaniamneng T et
(Brand Name) {Y. of inst./ pur.)  (N. of sets in 1998)

= &
ABNNWIALERNT (Computer)
1. Usmanunimanfunas (Computer Type)
1. SUPBICOMPULBT et et bt re et e st e e e e e e e e b e ernnssaeaaearaeaamae s
2. Mainframe ettt ettt et ettt r e aabttran ettt tneereetnaeteteaan s an————_ e eaararreen
3. M COMIPUIEE e e et e e e et e e reaa e e areeaaeees
4. MICTOCOIMPUIBE ettt e e e e e sereat et (e drate e e aaaaete et aananaestrees
4.1 WOIKSTALIONS e et e ettt e e e e e eae et ana
4.2 Persoral COMPDUIBTS . i iiieiee e itttaee ot iaaammmam s s r e e e e e e e e e ettt e ars et eeeeaeeeeeaeeeaes
LAPIOPS i e e e e b et a o e r e e e e ee et
OB OO e e e e e e eaaae s
SUDNOIEDOOK et trr e e
Personal Digital
ASSISIANTS (P AS) o e et rrr e et e
= PEIMIIOD e e et ra e a e e taa e e e s n e e e e s s e
— DICHONBIY o e et a it eas e e e a e s aaee e et e
— MEGIIIOSN i e e e e — et ere et ae e e e e e e e een s en e
B 1] 1=] gL 1= oY= ¢ OO P PP PP PP
(ol ge oo Tx o] U] (= SO
(51AN-EI0NE) e b e et
- Microcomputar T PSP OO USRI
(NBIWOTKY e e e et e e e e e

.......................................................................................................................................

2. punsairnihdess (Input Device)
2.1 KEBYBOAIA e e e e g s
2.2 Mouse/ trackball

JOYSHOK e et
2.3 Scanning devices
B b a4 1= 211 81 S TSSO PR
- Image scanners/

GraphiCs SCANMNET oot e oot e
2.4 Point of sale
— BarCode MBAMEI et errrrrr e e as s e T AT e R Er S aaeaaEaa T e n et
— Cash FBOISIBr it v e e e s
2.5 DIGHIZEI e s
2.6 DIgItal CAMEIE i et e s
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P de A a o Soadd & a " > =
wuaYne IT U1/ Tadum Tiftavsahnng Nt ekl
{Brand Name) (Y. of inst./ pur.)  (N. of sets in 1988)

3. NUILARITEUU (The System Unit)

_3.1 Components & Parts

= MAINDOBIA e s vr s aaaa et r e s s
B 7 = O SO SO
7.1 1 OSSP O PSP
— VGA CBIO e e e e reraannre st
— POWEr SUPPLY e
— B e e et r s e ta e e e s

3.2 Media & Storage

- Hard Disk
—~ FIOPRY DISK DIIVE oottt ee sttt mee e v e st e et e ettt et aaantra e s enge et nnran
— DISKEIE e e bt e et e e et err et e rannee s srea s
- T = 4 1Y U PSR RUPOURRIPON
— O DIIVE e e e bt a1 e e s e e rae et
= OO RECOMEI s e i e e e rer e s ettt e s e e et e a e ae s
= TAPE BaCK-UD et 1ttt e
Magneto~OPtCAI DIVE e e e esnre s
Magneto-optical DISK e s
Flophcal ettt atibabnnan i

4. punIpidautintayanan (Output devices)

o Y (o o1 o P
4.2 VIdeo diSPIAY SCIEEIM .ot e st iaeaa e s asa e e e e e antrnebeges
4.3 Printers/ Plotters

- Laser Printer
L - U PSPPI
B Lo 0 V. - { ) USSP
B = 7 (P PR U PP
- Dye-subliMation e e e r ey ae e en e
= Terminal TraNSIBE e e ee e et e e e e it n s r e e e ainant

5. nARSHAL A ULASEYNY (Network Products)

B I Y VI o RSP ORRR
B Uo7 (=1 (O USSR
B 07a Ta 1o =121 =1 o) AN U U SO P
- Cabling SYSIEBMS i e e e b

- HUB e Eeeeeiy i rreeeg e iieiiireseertaeeieeygyeer ittt e veer s
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[t

a v a v =) & a & o Py P
FuepEd 1T B/ %ﬂﬁu@q ﬂﬁéﬂﬂjammﬁ'ﬂ ATUIUTU/ ’gﬁﬂuﬂ

Brand Name) (Y. of inst./ pur)  (N. of sets in 1998}

—

= ATM ProdUCES e e e e et esrra s s s e e ae s e n e e meeees
= ISDIN ProdUGIS et ettt e eeeaeet et e e r e e e e aaaaan
= L= 1Y/ PR RETTTORTRRRR
6. AaAfiAE (Multimedia)

= 80UNT CArd ettt e e e n e
= VDO Card e et e e a e aa st e
-JoyPad PP USSP
= JOYSHCK e e rrae s
= SPBAKEI e ——— e e a e e e en e,
)L =L C T - (o TR
7. maviswad/ Tusunsn (Software/ Appiication)

=~ ACCOUNING eoiiiii i ireaeeeeae ottt rrrrrrr v e s er e s s s s aatsa4e s e e e e e e e e aeaassrenn rrann e e e aane
— UHIES & TOOIS oo et e e e e et e s s e et sa e e e e e e e e e eaa e e ettt tantbran s
- Database MENAGEIS .o er et e e e e eee e s a et et eesstra s e n e an e e e e
Yo 0= o Lo o T - OO SO PP P PP PP PPN PP TR
s Lo 1 (¢ B e (0 Tol= T - Te - S O P OSSO PRPPP
~ Graphics/ Presentation ... s seese et essnre s ea e sen et e ene e
— OPEraling SYSIEM et e e e e e

........................................................................................................................................

8. szuudawsin (Connectivity)

AN et et ettt ettt
AN e et p e et ete st et s ese s
B =T 2 T= | (N PSPPSR PP PPPR

9. aUnIniE1Iadln (UPS)
— U S e e
- Stabilizer

10. ﬂﬂi%ﬂﬁﬂitﬂiﬂwuﬁﬂu {Telecommunication)
— Mobile TEIBPNONE et
B = 7Y = G OO RO OPRF P
- Satellite Dish &

= Y= 12— S PPN PPN PP PP PP
= FAIO TTANSCBIVEL ooriiiir e ee oottt eae st eveeeer s renas it r e et s bbb bR e s g e e art e e e st e rn e e as e
B NV [0 o =104 Ty PP OT U PP PT PSP P TP
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wiimaa IT ey aRu UfdanIafinn St gelul
{(Brand Name) (Y. of inst./ pur.)  {N. of sets in 1998)

~ Facsimile Maching (FAX) e e re e e e e eee et es i raeeeaeens
- Telecommunication

Cable et reae e e
- Telephone T OSSP
- Terminals ettt ettty et et e A et e et et ee o b b e e Rttt eanE et en e st Ae s tae e s At nnean s
#flimunIuinnT (Types Touesuden/ dafy SN nuusnsilElul)
of Services) (N. of Co./ inst.) (Y. of Gont) (Service Used (1998)

11. Mssuuimauazn1sEnIutlnausa (Service & Training)
~ Educational INSHULIONS ...ovrerieei e e ————
~ Service Centers/
Companies
— Website Maintaingd DY ... et b e e

............................................................................................................................

.............................................................................................................................

12. yranIlUATGNUSIU IT (Peopleware)

= SYSIEM ANAIYSIE e raaanae
= PIOQIAMIMEIS it ereeteeea e rr e e e e aa e re s ereeaeente s teaasssesarannnanaensns
~ System Operators

~ Network/ Telecom

ENGINBEIS e aeer e e e e
— Natwork OPeratlr e e aanes

.............................................................................................................................

.............................................................................................................................

.............................................................................................................................
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5. m3lg 1T Tnanol (IT Use in General)

1. udayslumursnuesiidannumils gy 9 Jodsiee
{(How many im‘fonant databases do youn‘have in your company?)
P Y o LY Y] Al
1.1 8] 1998 HMIRUINUIY ceeneen seuu. AdRatfun lsazyfanadseuy (appiication):

(5)
=l J o ar ar o dl o o =3
1.2 antllu 5 T AdsRs AR, 52UU TPUDRGNAAS (How many
important  databases will be developed (installed) in the near future (within 5
years)?)....systems. These are (please specify names of applications):

(5] eememe oo eeee e oo e e et eeeeee o1 ettt et s et
1.3 luthigiy fgudayafifnisddslardouanfeudayasuiumieny Aluldogly
UIaLREanunIala
(1) [ 11l (No)
20 1 Y (maﬁlﬁmﬂﬂd’mﬁﬁ) (Yes, they are: (You can select more than one item))
[ ]ﬁuwmaﬁﬁlummstﬁmﬁ'uluu%ﬁﬂLﬁmﬁ'u
[ 1 Auenentddudnoussiluuiunifeny
[ ] feunadunealuudendarnu
[
[

] ﬁ'uu%mmﬁumﬂuaﬂu%ﬁﬂ
] ﬁ'uﬂzzmmﬁ"slﬂ
ATMITATOVEIFTINTBHA Loocerrvvvvvrrciinrrnisnnecsssssssssss s
(3) ILL'iﬂﬂﬂmm:mﬂ%mq‘émﬂﬁmulmﬂﬂizmmammamugﬁuﬁaga’mﬁa @)
......................... ATYRUA
1.4 mesdipudayaliauaesiding Siaednasiimsdlilagmiogeu Alildogly
uShnauAeany nislu?
(M1 11
@1 18 lsun (mau‘lﬁmﬂﬂ’iwﬁa)
[ 1 funthsfulusmadganuluuiuniiennuy
[ ]ﬁ’umm‘séﬂuu‘%mmﬁmﬁ’u‘luu%ﬁmﬁmﬁ’u
£ fiuu:‘mmguiuu%ﬁmﬁmng 3
[ 1 Audinaduneuanuanuiim
[ ] ﬁuﬂzzmﬂuﬁ"ﬂy
AN TEYTOUDIFIUFRYR oo
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1.5 "uaua (data) watlusunss (applications) mﬂumm“[maummjﬂumanm {character
format) ~'I,imoﬁ'l°ﬂaa aulgunnineil)
does your company have? (You can answer giving more than one.)
[ ] ﬁ ¥.8. (Mahidof word) [ ] 9W1 (Chula Word) [ ] ihumT (Kaset Word)
[ 18Y 9 (USBTEUY v
wanfannnimils Iﬂm?ﬂﬂfnm‘m (application) ﬁlmﬂwaﬂ ......................................
1.6 muummau'[ﬂam'iﬁumﬁm;ﬂu‘:wumﬂﬁamamﬁlw
(iy[ ] &9ad
([ A8

[} 5euu LAN UMW JEUU [ ] SPUY WAN 7%, S8
ﬂ']Uﬂ']ﬁ'ﬂqq\nLNuL‘Eﬂ&lIﬂﬂT“UUﬂ’]iﬁULﬂﬂfﬂqLﬂﬂj’UULﬂ?ﬂ'ﬂﬁlﬂlﬂ“ﬂ
[ ]92UU LAN 14T Heerroonnen, $UU [ ] S2UU WAN 3140 T
1.7 Communication Protocol ﬁlﬁagﬂﬁuﬁ waulduinndmil)
[ ] SNA [ ]DEC [ 1TCPRAP [ 1X25 [ ]X400

[ 18w 9 (UTATEY) e st
1 8'lummnm/‘l,'mﬂia*'n'ma'ﬁﬁumﬂ’amuwﬂwmmu Sonansnmmtiasiuranlasade
(security) B=l319? (siauldunnndmile)
1]

gl 8 g @
(1) Password [ 11 1 (2) Audit trails (log) [ 1[0 1
(8) Authentication I 11 1 (4} Dial-back [ 11 1
{5) Encryption . {6) Data files back-up [ 11 1
{7} Hardware back-up P11 ] (8) Elu (Y .
1.9 Wimse uLﬂsaﬂmﬁamim’daumﬁmmﬁw ﬂ‘l’ﬁaﬂ‘lumw"ummu mauldunnimiy)
[A] AsDUABNAT] ATINWANIUAT UHIINIP ussne  sedszna
(1) e (Sound) [ 1 [ ] [ ] [ ]
(3) Toyaraniuead (Data) [ ] [ ] [ (]
(8) ﬂ’]W (Pictures) [ ] [ ] [] {1
(7) au 9§ (31) [ ] [ ] [ {1

[B] \avine dnanstudn (A1) SRl (@auldannndmile)
[ 1 wdademeldniTguazaiieneas iiuas
[ 1] Lﬂia'ﬂ’lﬁ‘ﬂm\lﬁﬂ’lﬁ’l‘imu {Public data network) (Nevi./ AEN./ EI‘L! L [ }
[ ] 84 9{ Iﬂﬁﬁsvu) ..................................................................................................
[C] Lﬂ?ﬁ]‘ﬂ’]&lgaﬁ’ﬁﬂﬂﬂﬂ’liﬂmm‘iﬂLLﬂ’EJEJGU‘SHﬂ'ﬂﬂﬂYI’meﬂmiG oA
[ ] w3atnedng (Trunked radio) (3MUM...coccvveneee. NG
[ ] Leased fines  (AIMNZYor oo ATUM e )

(AT Ve FTU I eeeeeereerrrererens )
[ ] wiathalalamaw  (Microwave network ) (Bandwidth.........ccc.oocrvviverinnn. )
[ ]Lﬂ%i)’tj’lﬂmmﬁﬂu (Satellite network) (BaNAWIALN. ..o eeeeeeeeerees s )
[ 1 DU G QUIATEU i eenesssees s




405

1.10 U%ﬁmmﬂwuﬁmmﬂﬁw‘%ammdw:‘lﬁu"‘smimﬂIuTaEmiaumﬁﬁaaﬁaﬂsﬁﬁa?
(maulsunnnimnrile

Uszanzainshiudmesnumelulatiaisauna Tutlaguu ek 5§
(1) ISDN [ ] [ ]
(2) Data Network (such as THAIPAK, Datanet, etc.) [ ] [ ]
(3) Private Network (VAST and/or leased lines) [ 1] [ 1
(4) Videoconferencing {1 I ]
(5) Picture Phones I ] [ ]
{6) E-mail [ ] [ ]
(3) EDVEFT [ ] [ ]
{4) ﬂu G ATOINTEY e [ ] [ ]
6. ﬂmmuwmmmﬂumﬂmﬁmmmu {T (IT Problems and

Measures for Problem Solving)

1. '{'J’r:umﬁﬂiva‘lmmmnmmumﬂ'[ufaaaﬁﬂumFﬂuuwmslamuua.l‘sma WREFULTY

MDA SiR?

wimuaalaml Tiditlaumn das Uunans g9 gaann
(1) Usynnaunlsza [ ] [ ] [ ] [ ] [ ]
(2) Teyvyeans (raniaesd) [ ] [ ] [ ] [ ] [ ]
(3 fyvuaains (M3aen19) [ ] [ ] [ ] [ ] [ ]
(4) Uoywnuman (Jaary/

InsAnuIAY) [ ] [ ] [ ] [ ] [ )
) Tegmgunael 1T Liiaewa [ ] (] [ ] [ ] [ 1]
(6) ﬁmmmm%ﬂmmﬂmaams [ ] [ ] [ ] [ ] [
(7) ﬂrymmm'@ﬁu (Standards) [ ] [ ] [ ] [ ] (1
(8) euvaniudanant (Security)[ | [ ] [ ] [ ] [ ]
(9) deywmandeszuy

(Network access problem) [ ] [ ] [ ] [ ] [ ]

ﬂmmﬂmmwsuuu%‘ams [ ] [ [ ] [ ) [ ]

ﬂmmﬂmmmwanaﬂm

\w3aYne (Network reliabitity)[ ] [ [ ] [ ] [ ]
(12) Teuwuneluledsags Pl [ ] [ ] [ ] [ ]
(13) ﬂmmm‘mauumﬁﬂm [ ] [ ] [ ] [ 1] [ ]
(14) ﬁtymau e ) S, [ ) (] [} [ ] [ ]

2. ‘muﬂmﬂawliﬂammmmﬁmmuawuLmﬂmmmmuu'[mamai*s?

1) Yeynnautszane

BT oo e e
o £
2) dyvumains (pawiwmes)

BT . oo e e e e
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@ daywyaan (N5AanTs)

BRI e

(5) Uegwrgunsel IT Tuieone
BITVABYL o eoue e eSS
ABUALUL oottt et

(6) eyrnnesanfuasfanis

BT L et e ettt ee et s r e et eeaerans
{7y Ueywam 337U (Standards)

Lo T{TRa 1 OO OO UROTO .
(8) deynmrnvuaanz(Security)

ool N
(TR PP P TR
(9) teyrnsidndiaseuy (Network access problem)

AL S ———
(10) Unyvasun nszuuiaas

ARunl e, b
(1) Tgwiamndadianadipandne (Network reliability)

BT ettt
(12) deywinaluladansae

FBUOLEL oottt en e
(13) deyminsdaningsine

"“JELLf’ﬂ;n:
(14) YayvBU (TEU)eerceoees

B T . oo e et
el
BB . oo i
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7. USnneunn sl 1T wazeuusennasngy 1T AleluuSem (Quantity of IT
Use and IT Budget Spent in Your Company)

1. AT U/ 1997 dnmnaislasUszuia (%)
(1) MidaTausztantnIRUnIaiA
=9 5
BUTWIFAT e e
(2) ms%’wﬁmawcﬂhn% ..................................................
(3) ﬂ’ﬁﬁ’mfnmmzﬁéawﬂ’qaqﬂﬂiﬁiﬁm‘i ..................................................
(4) AERAUIN e e

2. AlEsuN e U/ hay ArmadialaeyU s (%)
(1) AINTANY (FBIDU) i e
@) MSANT alna) e,
(3} AT Leased lines e eaies s
(4) ANENTT Data NetWork s e
(B5) AMEIIRIANWNEN e e
@) Arauandllsudld e
(3) AN EMS/ Courier Semvices e
(4) AU G (TEUW oo e i)

3. USunaunsanssumnAlutagiu

(1) urisdadt (eemnalussdld) AU/ had
2 ouriided (RelinaT s UL/ WRad
@) Muurisdaann (aemdusudd) o A/ ey
@ nuntsdeann (AUgUnEs) v/ e

@ t‘ i & a’
4. unuATzaImMsluIntaye

. { a = a € d o e w
WU aﬂﬂLaﬂﬂiaUﬂﬂ* ﬂaaﬂwww

& @ o & ar =
AT ARTIWAN (%) P34 DA IIAN(%)

1) vsngaunieluudem

(2} VUL IUAUNEUANLTEN

(3) yAAANIEUEN

vanewe: * adldansading ldud Inadwy, Tnsans, ‘izuuaﬂu‘lﬁﬁd(on—line facilities),
& ] =3 \ Py & ar
Aaifis (diskettes), WMUKNMAN (magnetic tape), NSEBNABNRURDIN
PELRIADS {computer-to-computer lirks}, sy
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o 14 &
5. AUATMTIaLINItaya

VUL qadidensaiing- AndeRan
— Y & = =
AT AATUAN (%) P ARTUNH (%)

= S =
1) wiaaduneluuiwn

(2) HUTEIUEUATHURNUTWY

(3) UARRATEIUEN

a z 1 a4
6. UIUATI Eﬂfiqﬁiulﬁﬂﬁﬂﬂﬂhﬂﬂﬂ']‘i‘lf]’]ﬁrﬂ‘iﬂ’l‘i

AL NTIILYBYS/ 1ANaTs N1sasdnYs/ anans

A3 AOTUNY (%) AT ARTUNY(%)

] d [ =
1) WieBUnElULTEN

(2) AUERUBUNIEUBALTEN

(3) UAARMEUBN

8. AUIUUARTNTAU IT (Number of IT Personnel)

-] 2 A
1. PRI ETTUTTON

(1) “"mﬁmma'ml,mmmﬂuﬂummﬂﬂumuﬂmsm QUM e A
(2) La‘fmﬁnﬂm.mmummim (a1881u 10 U’uu"[.ﬂ) QMU AU
(3) 1 wumﬂnmmumsmm (@g9U 5 ﬂ'aulﬂ AU AL
(4) Lﬁwmﬂﬂizmmuaﬁmim (mamummw 5 Fnann) U UOURY -\
(5} m'[mﬂu {man-hour) ‘nmmummm {O.T) e, AU-TU/ hBY (man houn’ month)
2. mu'ml,{f'mufmmuﬂm;uuﬂa:Jﬁamamaﬁmﬂumﬂu

(1) mmwmmummmswnwﬂmns‘luﬂmamuu DMUMo ALl

(2) Lﬁi"mu'mﬂ'svmﬁu'mmuu (msm'm 10 U?iu"l,ﬂ ATU It Al

3) ErviAuszinmeauil (@189 5 T DMUMo Al

(4) Lﬁ'ﬂﬂmﬂm,mwmamuﬂ (mmqummﬁ 5 TNy UM, AL

(5) Tala9AU (man-hour) ANWNEWIAT (O.T) v AW-31/ LAY (man-hour/ month)

9. WU A1seRanan wasulyuadvIunsld 1T luauiam (Plan,
Mission and Policy for IT Use in the Future)

1, vudushavdold Tnallafarsaunmaduiasudndplunimiivnanin?
I T IAUAIE LTIt ees e esees s n s et en st er s
[ T INAUAIE IWTI et
[ 1 0 02t et
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2. uusLnIaladT N3 outsourcing mamﬂm‘lwumﬂﬂﬂ'a'ﬂmmu IT Sufinzau
Urynasinu 1T unu aiidudinsafunuias WinAle?

SR I PTG T 1 OSSR
[ ] B8 I I e
[ T T WTI2 e oo

3. leﬂammnmﬂmwaaum*rmﬂsnmnmmmﬁmmﬁumﬂfaﬂmmmu ﬂ'ﬁlﬂlﬁﬂ’ﬁﬂﬁu IT
‘I’]Uiﬂﬂ“&lﬂﬂﬂ’]ﬂ'ﬂ“’l’du‘iﬂq‘i FIE]UI@N']ﬂﬂ')"IﬂU{I) more than one.)

AR JERULEIANNEIAL
A Ynuunane Ing
1. Reliability [ ] [ {1
2. Low service cost [ 1 { ] {1
3. Security [ 1] {1 {1
4. Flexibility [ ] [ [ 1]
5. Inter-connectivity [ ] [ ] [ ]
6. Inter-operability [ ] [ ] [ ]
7. Technical support (H/W and S/W) [ ] [ ] [ ]
8. nalulafifvyade [ ] [ ] [ ]
9. glidmdailunisimunnaigu
AU%ﬂ’ﬁ [ ] [ ] [ ]
10, 8U 9 (F5Y) v [ [ 1 [

4. gy, NMIRIan LLﬁ""NIEI‘LI’]EJﬂ’]u T wnsudenitluasinels? (ﬂiﬁlﬂi’”‘ﬁ"ﬂa inwang 4397
zanfiusu LLawﬂ‘JWEI’}ﬂin'ﬂuLﬂu’ﬂﬂG[ﬂ‘i\‘M’]‘i)
(What are the plan, mission and policy for IT of your company?
(Specify any project title, its purpose, implementation period and necessary resources)

..............................................................................................................................................
..............................................................................................................................................

..............................................................................................................................................

5. n3ubidaAniunietormuauuAtlE T luuhinlvifeusdnduauasls@nanng
{Couid you kindly give your opinion or suggestions on how tc apply IT in your
business effectively and effictently?

..............................................................................................................................................
..............................................................................................................................................
..............................................................................................................................................



410

9. MIIzUY IT AUNISHRNKNAaNAR
(Use of IT Systems and Productivity)

WSSlE 1T radneiiedndn dlsinsResssuumTiSmsenTaume (MIS) uasld
sruudnanesiuayunisiidugtiteiniy wesimamvuasypaaiiufinseu
LUUAINAT (A company makes "significant” use of IT if it has installed a management
information system {MIS) and actively uses the system to support its day-~to-day business,
and has assigned personnel responsible for the system.)

P J-'L wa £ pe of e ar . o
1, AFEENTTYAUAUDIIEUUTIAAR AILET lLﬁ::ﬂtLﬁﬂﬂNﬂ"]‘ﬂ“ﬁtUUBEﬂﬂ’iﬁﬁﬁ]ﬁ
(Please state type(s) of IT system(s) installed and first year of active use:)

= e £ = e [ a v
TUAUBITZUUNFARFAD ﬂLL‘SﬂﬂNﬂﬂﬂ‘ﬁﬂBWﬁ’ﬂﬁﬂﬁlﬂ
{Type of IT system installed) (First year of active use)

[ ) TPS (Transaction Processing System)
[Fruumaiuiintaysagsneg

[ 1 OAS (Office Automation System)
rULEunNUaniuNG]

[ 1 MIS (Managemer} Inforznation Systemn)
[T2UUFATEUN AW DN TIANT]

[ ] DSS (Decision Support System)
[sruuaduayumInndulel

[ ] ESS (Executive Support System)
[FrUUATuAYUELST]

[ ] Other jspecify)
[F=ULawR 9]

2. U§Wnaasrldindreyranstufiinuiusuuamssumaiantsiants (Ms) wdild
WwInla? Does your company already empioy a person operating a management
information system (MIG)?

[ 11 M dudentn [ 11. 1t nyenmauda 3 et s.
[ 121l dudanda [ 12 Wld nisnnauta 6 deta 8.

3 [v] 3 s 4 ol fa A [ L L3 o, Sl 4 dl
ATDNER 3-5 mmu‘lmnuuwﬂﬁlmqmayﬁmmmﬂgumqummwmaﬁﬁumﬁma
N1IUSHIT (MIS)

= ol W @ Sdn v - w -1 o
3. WAlFTmMsdeyransfuiRnusussuuasaunaianisinnsatun Ui
andvinuiiaaldTn (Total revenue) aesnednesan (Total cost) siiuwitla?

1 (Year) Tell#93 (Total revenue) 181918573 (Total cost/ expenses)
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4. ‘Lumaﬁmﬂnauumsmmauﬂmﬂmﬂg‘uma’mmusv‘uuﬁ’liﬁumﬁmam'ﬁmms (MIS)
Lﬂuﬂ‘iﬁLL‘Sn Umﬂmaamummim'm (Total revenue) LAz F181918978 (Total cost) Hluwinle?

T (vear) TlsiTIN (Total revenue) | 18918993 (Total cost/ expenses)
Year-3 | i
YEAI—2 | s | e
Year—1 | e e | e

) wr = W 1A Y o [ I b
5. ludnawiwarnfiyransguiiinudusuugssunananssanaduasusn
u3EnvaIriuiinelfsn (Total revenue) waesaanesan (Total cost) uwrnla?

g (Year) Tetes (Total revenue) | 9189718773 (Total cost/ expenses)
R =T 1 VU U U U
=T U O PO R

Yaar+3 ] e

AMowla 6-8 ﬂ’mw‘l’mumwﬂulmﬂmammﬂ‘swﬂ,ﬂummumuiwwﬁﬁﬁumﬂ
WREMTUIETT (MIS)

=l k& et al z ' o s 1 = i
6. WlAlddm S uUsssnesuumalulatassunarssagnuIsnaasriuineldsm (Totaf
revenue) WaEIIEIETIN (Total cost) wwila?

{ {Year) Tale T {Total revenue) 5781978179Y (Total cost/ expenses)

7 lwtnanaiineudnidnusuurellaforaumensiagauidmasyinindsdan Tota
revenue) WAEINEIN8IN (Total cost) lHUNIA? (In the three years before your latest type(s)
of IT system(s) was (were) first actively used, what was your company's total revenue, and
total cost?)

hi {Year) seilsi598 (Total revenue) | 51819189534 (Total cost/ expenses)
Y L e N O OO
YOAI=2 | it | eeeeee et e
YaAr—1 | e tine | b e et
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o =l Q2 z 1 oy W 1 L
8. udnaatinassindnmsidnuszuumelulatiansdumaniiands USuneaerinuislas
(Total revenue) WaT&d189I% (Total costy luvinla?

U {Year) 8leTy (Total revenue) [97181978593 (Total cost/ expenses)
Year+1l | i | e et
Year+2 | e eeannne
Year+3 | VP U OSSR UURRY

Aanta 9-11 vdudliduniwalnnyi

9. pwnFuzainy msissuumnaluladansaunanld Fdiutadiy an vio Winase
MTRNKAKAR?
[ 11, Wity [ ]2 lfina [ ]3. anae
10. drilnafRsnandmiuasusinsinssuumalilofssaumesiganld viwaslssna
mslimdalainnafisnandn (Productivity) Taeduadeiaturinls?
(T2 VL2 % Tntfauadsanntlaga
1. yhusesduiunliveenmiusesdmasssmamnduiipiuiidusdls? s
AsWiuEaITing nMaRisnanaas A snrawihuieiy asas vidaldfnsuisunlads 92
[ }1. Wwnduy [ ]2 Iinmsdeuudade q [ ]3. anas

Jitaya/miduniwel

(1) BDUNBENR. .o FITMLH..cccocc s s
[ TS TSN L OO
() %ﬂ—muaqa..........................................._........ﬁmmﬁa .......................................................
TNTAWT e LT e O

o s
LN PN Lo A A T2 OO PPPPR
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Appendix 20

Questionnaire-cum-Interview Schedule for Case Studies (in Thai)

Alamadunwoliuuienzdn

4 =l = al = £ o
nvdsegnaldnaluladansaumanaisaandslugsianiauine:

A TAT = L Lo W

SN TUNLUINAITEAUES
1. dayariall

3. ﬂ;ﬂﬂimqmﬁmuN@‘ﬂawmﬁﬂﬁlud?uﬂma’mm Aumaluladasauma? viufuiinuau

AU I N0 et s e e et et r e eeee e et et e e

4. 'n"]uﬁﬁmu‘luu%ﬁ'ﬂﬁﬁuiwﬂmamﬂuﬁﬁ'uﬁ’ﬁ ........................ 3
5. mummu‘lumLmuaﬂwuuumuﬂﬂl,l,m’? ............................... 3
8. wujqumsﬁﬂmmﬂmwmrmmﬂTuIaHm'iﬁummmmu? ................................................
7. Usaaum'smﬂmum‘iuﬁ'mﬂmmﬁmn'umﬂ[u[aam‘sﬁumﬂ*ﬂmmu? ................................
8. mmﬂE|m’ri’m‘l,uwanﬁjmsamwﬁuNu'mmmﬂmﬂumﬂ[u'[aﬂmsﬁumﬂ'Luma 12 \Beuf
BUNILNInIaLa?
8.1 fmaudT LAY, NTUNTE u%wé’nﬂmmsﬁlﬂamu ......................................................
8.2 61RaUI TaIAL. NFUTTEUMARBID. oo
0. mumﬂmummﬂuﬁmﬁnﬂmnmﬂa\mmm"umnumﬂh'{aaﬂ’lsaumﬂmama‘lm
9.1 dmaudi Ae. ATNTE m:amLmuwmmu"luﬁmmuu ..........................................
9.2 1MUY TIAL. ATONTEYMANR . coecevveerevoeogicmcnisiseseromsscses e e e
10. mumuaﬂﬁmwmﬂimu T aislafiantsaluttmislae

10.1 Lﬁl‘iﬂﬂ f# wfianald (Desktop PC) [ 18 [ 118
10.2 Lmaa wszr Wimym (Notebook PC) R
10.3 mn’ﬂum‘samﬂmauﬂa (Electronic Dictionary) [ 18 [ ]1af
10.4 mgmuaﬁfaum (Your own e-mail address) [ 18% [ ]l
10.5 nulzy/lauwadius (website/ homepage) [ 18 [ 1ldf
10.6 Insfwrdadia (Your own mobile phone) [ 18§ [ ] lud
10.7 ’mil‘imhﬂ’ﬂam’mmﬂm (Your own pager) [ 18 1 1lad
10.8 au 2T IO [ 18 1 1148
10.0 A4 9 (52U)... [ 18 [ 118

2. duneu T LLaxmmm'ﬁLLﬁﬁmm

@ e o P | Y ' , & oa
HywiiAgatastuniwanns 1T ludndirindlded  ussllgmisindrmaniuiiaang

suusdluszala?
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2. Uauwanu 1T LazNIfsASLALIEIAN

a4 o o a o a LN a ' o4
TeywnfiAeadasfiunineins (T ludwuivinddey wastlgwisinaramaiuuiiaa
quuslussadla? [o=lafillumaay, 1=filgwithadnioe, 2=fdgmisautunas, 3=8
. Y i o o .
Uoymaautwuns, 4=Hdyviguns] niannnansaunanaaefiasstulywiaadying

1.4 me 7% ¥fiamolfz (Desktop PCs)

1.2 Lﬁsaa w‘n WmayA (Notebook PCs)

1.3 ﬂﬂﬁuuﬂ‘iamﬂﬂiauﬂﬂ {(Electronic Dictionary)
1.4 ﬂagamadfmm (Your own e-mail address)
1.5 nuleilaumwadiusy (website/ nomepage)
1.6 InsFnyifialia (Your own mobile phone)

1.7 Eﬂg%’l}mﬂ'ﬁﬂm’mﬁmﬁ? {(Your own pager)

Y

(=R e B o 3 o B o B o B o BN o B o
- e A d ek ek b 4 ek
RN NN MNMNDR
W W wwwwwww
[N N - T T S N

2, mmmmﬂmmmmuuﬂaﬂwl‘auawmuuﬁ'l’ﬂﬁmmmmuuamﬁ"l:s?
2.1 mmmﬂwuuaa
[ 1. uamnmmuqmmwLL@iﬁmﬂ*&’mummu
[ ]2 wiadslidasinunw wdeeldinliAasunige
[ 18 dlflaifanuilunmslinundaiasidindnadagndas
[ 14 EWABEU G (TZU) oo seesssssess st eas s
22 "’aﬁmmﬁ’lfu
[ 11 ‘H’ﬂ&lﬁﬁlﬂm‘ﬂ (EME]LIﬂ‘N) Tl
1 2. FanAnsous (wa’lm) Twal
1 3. danwmnutlidldiminie
1 4. BithageasuSungan
] 5. A9iuedUSunaudan
1 6. Amsudletlomaiu o (TEU e rererevs et

— — — ey

3. dwmpzadilymaunisld 1T muasivresiu dnldralawaunenesls ngan
TyAURE 3 dng?
3.1 fwnedse ms‘mﬁua
3.2 ﬁ’TL“r’i[ﬂﬂ'LﬂTi“ﬂﬁﬂﬂ ..................................................................................................
3.3 mmmﬂsvm‘iﬂaw .................................................................................................
asnmsnaudlaslgnilussezen AruAsdninsdiusasnsfffiaeldudasls? ngansey
WAL 3 NIATNNT?
A1 MIBTAVTAVTNL oo oo eeeee oo
EN 3R Vel 12wt 2
Fc IR VAT T2 a2 o OSSO
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3. WltneuazuaunagMen It IT isnandsiuauparasudem

(Policy and Strategic Plan for IT Use to Improve Productivity in the
Future in your Company)

] i
ol =

ol 1 - wooa o= o A oo (
1. PNUATININUYDINIU B:ﬁliﬂﬂﬂf\mﬂﬂﬁﬂﬂmﬂ’d'}EILWSJNENE‘WEIE]G‘UTHT’]? Ltﬁtﬂ%‘(}ﬂﬂ\‘lﬂﬂq’)

ar

© ar

waviufanuindnfusedida? [ = Tufaudndogae, 1 = FarumAgitadndas, 2 =
fleudnmyszaulwnes, 3 = Sanaimdgroutonn, 4 = Janudndnann nzan
MnaNTALMINLAERRTRAL AR R Iy
1. 3l IT adiamansauuasatiradila 0O 1 2 3 4
2. m3tlnausnyeatnrastiuriunnizaulilagiug
A lduuifufiereuathisaiiog o 1 2 3 4
3. myiddliuiimnsuaniunusufiypainseag
Uiunuassiidodaluniumu o 1 2 3 4
4. mawauTiusindiuasAnswiinsGeuiaedoiy
(Sustainable Learning Organization) 0 1 2 3 4
5. mysuadiyransrasFeniinnaiaudildly
FBroviansaudur du SFemsdveeia dudy o 1 2 3 4
6. AU T (UTABEY oo oo

: 1Y L | & ao  ar y a '~
2. virunusmawialdd 1T dullasefsmaalunisdisifaaantng
2.1 WAUBITEL VT oot teeceses oo eeeseee e eee et ee et

3. YhurusevdalidinrindmviaRnseiudenfivinunaieusn (outsourcing or con-
tracting with an outside IT service consultant) TNVEARSUAATELNUEY IT Y8IU3EN
sansatitanrliing waniuinlsiusuldfninadniuiaeuguassun IT 1092
2 AU IS LTI oeeeeeeeeees oottt st ee et eneens et ene e
2.2 Ll BT et
e B VTGV o Ta]S  a CTOOOT PO
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Wb:‘ 2 @ o A . . 1 B .
4, ﬁ}mﬁnumﬂmﬂtyﬂmmwm'%nmmauaﬂ (outsourcing or contracting with an outside IT
. o & o a a 1 W '
service consultant) ArnualduSmMInueL T mmﬂmﬂuu‘”ﬁamﬂsma? (NUAININ
w=yldninndt 1 AnauR)

ANENUR (Qualifications) TEAURNEIAG (Level of Importance)
) §9_(High) thunand (Moderate) aw (Little)

1. PaUTRha (Reliability) [ ] [ ] [ ]
2. Fh‘l.l“;'im‘im&ilma (Low service cost) [ ] [} [ ]
3. ANNNUAIUABAANE (Security) [ ] [ ] [ ]
4. ANEAnEU (Flexibility) [ ] [ ] [ ]
5. gwaansanusal el g

(Inter—connectivity) [ ] L] [ ]
8. drnsaNnIRaRanURNIUsenAle

{Inter-aperability) [ 1 [ ] [ ]
7. NIEUUEYNIIUAMUAITINST

(Technical support (H/W and SWY [ ] [ 1] I 1
8. nalulafifiriuas

(Up to date technology) [ ] [ 1] [ 1

9. Wlamausenidiugnddidusaallums
fnnuANIRTgINNITUINALA
{Customer companies' participation
ln determining service standard) [ [ 1] [ ]

10, BU 9 (TEWoooe oo [ ] [} [ ]

. - . k4 = = (=]
5 ulgny (Policy) usstlvnnsukunagns (Strategic goals) nslt IT aunanin
(Productivity increase) TuaunApaasuIEnaasrinuiingrlste
5.1 U U TR AN IINTITIE 1T oot et e et semes et eeeneneeeeeeseesseeeen s oo

...............................................................................................................................................

6. ?Jamnmaﬂﬂmuuaauatﬁua LLU"“‘EJB\“]W]U maﬁmﬂ"n IT‘luﬂﬂiﬂ’]Luuﬁ‘iﬂ%.lﬂﬂ‘S”ﬁUNaﬁﬂ 139
fuTeAntua Nuszdnian LLasuﬂﬁmNmaNﬁmﬁa {with sucess, effectiveness, efficiency and
high productivity)?

...............................................................................................................................................

...............................................................................................................................................
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4. NMSESRUY IT AUNTIANNANEH
(Use of IT Systems and Productivity

UilE 1T adnathiudndty SlETnnsRasssuunIumsasaumne (MIS) wazld
?‘uuéﬁna‘ntﬁaﬁﬁmuumirﬁmﬁuﬁiﬁwﬁu%ﬁu LLﬁ"Nﬂ’]‘a‘ﬂ’muﬂﬂ?Uﬂﬁaﬂ‘iUNW&EILI
SEUURINEGT (A company makes "significant” use of IT if it has installed a management
information system (MIS) and actively uses the system to support its day-to—-day business,
and has assigned personnel responsible for the system.)

uuwAlladasauma mﬂﬁ‘[fzsaﬂ‘luﬂa%uumanaamﬁamalﬂu

1. i“UUUﬂ’]iﬁJUﬂﬂ“ﬂﬂNaﬁiﬂﬁ] (Transaction Processing System - TPS). stuus §
‘nmmﬂu TPS T’]"\‘r’iU’W]UH‘Y]ﬂ“HBNﬁf‘ﬁ‘i‘ﬂ’}\‘l’mLtﬂwﬂﬂ‘iﬁﬂI.uutﬁﬂ'i}’l,u{ma“'lu Wy sanug
ﬁuﬂfmmsﬂwaﬂm uaﬂmﬂm:‘uumw’nmi'aauamﬂmauum TPS dnnnaile n139Am
palibalnt LLﬂ“’ﬂ’ﬁﬁ]ﬂﬂ’]?’mﬁ’]ua?ﬂ usu

2. yudinousalug’ (Office Automation System ~ OAS). =uU OAS Annsld
melulaBasauneg mil’ﬂﬂa:J'mLmmw3Jw"aa:4aaaLﬂimmeaawuw"ﬂauaaaﬂmmmm
{Word processnng) m‘swm‘uuawﬂm‘mﬂ'lmg'mwaua (Database} msmﬂ’mﬂ‘i’lwﬂ ns
mmmuwmwmmmuum“ﬂ uaﬂ%ﬂﬂu T iIMTdaendTTLasTULBAETHIUN TR UL
wintneRads mamwﬁu tunaAInIngans (FAX) uazlusualgdiinnsafing (E-mail)

3. ivuuﬂﬁﬁumﬂmamiﬂmm:ﬁ {(Management Information System - MIS). s2uy MIS
ﬂaim‘unwum'«mm‘mmauamamﬂ*ﬁ‘lwmaummuﬂ'w'l.'ﬂmu‘luumw L ‘ZIEINﬁ‘i‘.H‘)
ATRBNITIILAY LAENIATRUAANTIAANTIY wanaINd puu MIS Smunefs ATSAm
8 UUTRAIN ATIRNTIsuU T LAaY Ussanlasund Ll.ﬁ‘”ﬂ’l‘.i‘i]ﬁm’li’lﬂx‘]’mﬁiﬂ sy
ALY msmﬂ‘muaﬁlmsummmu TPS

4, iyuuﬂuuﬂuumsmmﬁuh {Decision support system - DSS). Tzud DSS Wuseuu
Afrthndassuy MIS S:uu DSS a“n'mu'mmaNmﬁTﬁ'nﬂ'iqmﬂmum*mmusnauimj
‘I,waua’emmsﬂan’ammmumn LLﬂ»ﬂ’W‘HUWﬂuﬂﬁmﬂau‘]ﬁ]mﬂﬂﬂ%mﬂﬂﬂmu%ﬁw FEUU
DSS 4NN RTALAS TS UM ARAS IR AT RALE M UTR AN NAT 5 ﬂaawmm‘ﬂ'ﬂw
winy

5. TULRUUAYUEUSMT ( Executive Support System - ESS). 3:uu ESS 'lmwa
mzﬂummmﬁu‘lw,avmy'mt,mu’l,wmm‘i‘:omuaa FEUY ESS f\lﬂwauaﬂwmmwau
WANI9Y9NGN umﬁﬂ’tu'amumﬂﬁmmm‘ﬂHmu'ﬂumma 5 ﬂwmﬂ’lﬂmmwaﬁwu DSS

UdwneaevituandldTruuiu 9 yanwilnanszuuinga1atneduy

1. purieuzrainy mathseuumelladansaunaanld fewdiniiy an via lulinase
MIANNanER?
[ 11 distu [ ]2 laifles [ 13 anad
2. fhiimafunandmiunusfininssuumalulafiasaunadigeuld viussussne
mslevislaiimaiuuanda (Productivity) Taedaadaiaduriale?
UTENI. s % Tauduadusieadl 9ntae 3 Tfuwn
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[ ]1. WRaTu [ 12 lWunaaaunlade < [ 13 anad
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Appendix 20

ire-cum-1 view Sc¢ ul ; i in
Aian AN alULEEEn
m'ﬁhzqnm"L%’mﬂ'[uTaﬂmiaummﬁaLﬁuNawﬁmiuqiﬁamﬂu%ms:
AR 1At 12T Y VR

SATUNLIMNTIRAUNAaTS

1. dayamld

1 AOUFEN e e e e n ettt ettt eee e
2. AT QPTUYBITITU st e
3. ayanssyanaiufisrauzasiludiifsdasiumalulaiissouma? viuiufinay
U I I, ettt ee e oot eee e
4. viumenfluusenidussesnanuftud? o 0

5. ﬁ":uﬁwmu‘luéﬂmeﬁ%@ﬁuﬁmuﬁﬂLLé"J? ............................... il

6. MugUNTAn TR UmMATL A A SEUMATEITIU? oo
7. Uszaumsaminuanludiufifeadoiiume et o Taumneunarinu. o

. . v @ o o o e \ &4 i
8. vhumedsallunangessuswduauinifiendasiumaluladarTaumdlugn 12 Biaun

puaanIala?

8.1 WA 1AL, NIANTEUTANANGATANTHNAUTN oo

8.2 §1MBUTT WAL NTRUTTFUMBIER . coooovvrooeecoeceemeanscisssnsricssess e ensresseere e
9. virumadiundafiuaaninuesamanifetaidumaluladiaraumeathodola?

9.1 fmaud Ag. ngansEyTRANUALIRaIIUANARMIL e

9.2 §10AUTT LA ATOITEUMBINA. oo mecets s
10, vnuduaslinswennadu 1T wislardanisialdthmdalae

10.1 1a%as W& 13aslde (Desktop PC) [ 18 1 1l

10.2 \A3as 74 Wnya (Notebook PC) SRR

10.3 BnTuuidadansadng (Electronic Dictonary) [ 18 [ ] 1a8

10.4 flagfiwadufm (Your own e-mail address) [ 18 [ 11

10.5 nulayilauwagiuas (website/ homepage) [ 18 [ plad

10.6 InsenriNadie (Your own mobile phone) [ 18 [ ] ls8

10.7 AngFudndsAuAns (Your own pager) [ 18 [ 1laf

10.8 AU G (TU)enrrroroeosmeeooeeeseere e (18 1 1l

10.9 Au 4 1) R [ 18 [ 1 lad



420

2. Uuw1anu IT LazNImTNILALIYN

d A e & as ﬂi 1 A3 v & 3+ 1 B r—)
UgwiiAeadasiuninenns (T ludwuhvindded wasdgnisinaranaiuuiiay
quusluszaia? [o=lfityruas, 1=lgwihadndes, e=ilgwiszaudiunats, 3=1
] LY | L i
TouwAputegunsy, 4={lgmTuus] njnntnaysaunineaenasfulgmaariou

1.1 LﬂéiEN A% wiasmlfz (Deskiop PC)

1.2 Lﬁim w'a ifayp (Notebaok PC)

1.3 ﬂﬂ’ﬂuu’]imaﬂﬂiauﬂﬁ (Electronic Dictionary)
1.4 'ﬂagamaﬁqum (Your own e-mail address)
1.5 nulerilanwadiusn (website/ homepage)
1.6 InsAnrifade (Your own mobile phone)

1.7 fmmumnﬂrnmmmm (Your own pager)
1.8 iy 2T T
1.9 AU G (FEU) oo

[]

OO0 0O O O O O o
ek ek ek b ed
A RO D N PO RN
O W W W W WwWwWww
B e o - N

2. mmmmﬁﬁymmEhmfuﬁaazlmazﬁ'\uuﬁ’lmﬁmmmﬁ']ﬁ;umm‘h?
2.1 mmqﬁwuu’aﬂ
[ ] 1. wdedneilauniwusfinisldnuaiuny
[ ]2 udsnneilisosdianni wdalfoulippaunufiiey
{13 difldfimnuilunslinusisdurisinadnedignsa
[ 14 SMABEU 9 (TEU)ieeeersermrenssssemssssssceeessnsesss et
2.2 FEmunia
[ 11 %amﬂmnmm (a'ﬂamm; T
12 Faudasdos @wdna) Tn
] 3. donua LLf‘i’L’uLwﬁlﬂno’m‘lwmm
1 4. ’Lﬁt‘hﬂﬁwwmu‘igﬂ*ﬁﬂu
1 5. 3 NTasuSEnauday
1 6. 3Fnsuiletigwiu q (FEUD-verrrererrersereeseressssnee et eneseaessstas e sessssen st sesese

L T e T e T Y

3. awgradigwdunisld 1T sawaaiueamite dndwgilaunentinesls nien
TEUNWAES 3 dUNR?
3.1 awwvele mﬂmua ...................................................................................................
3.2 mmmﬂ?msﬂﬂao ..................................................................................................
3.3 mmmmwm-mmu .................................................................................................

amsmaudlalynilusesen Avudsininsduinasmeidfgaliuesls? nyansey
NAEY 3 NAINNT? )
A1 MBIV s e
4.2 WAV oot
4.3 NVRTTITE NN o vvv s eeeeassceeamsss s ettt seses st
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3. ultiung, UNUNAENG, Ukuemsdsmsld IT disnaudsiuauias
UDIUT

(Policy, Strategic Plan and Tactical Plan for IT Use to Improve Pro-
ductivity in the Future in your Company)

1. aueuiurasiny axlsfetadefidAnitufisnaniarensin? wastladading
wannufianadnagluszmilas [0 = lafimnudnAeuas, 1 = Janwdaagthadndae, 2 =
JenuinAgyssauUunee, 3 = fdavwiAgdavioun, 4 = SeudAaann] nan
NaNTEURIEaIA AT UATWB Ty
1. M3 1T adwemanzanuazadnadila 0 1 2 3 4
2. matinausnyAanTeasdErlunnzaulwiang
padnlslusunisufinravatoraias o 1 2 3 4
3. myhidiviuinmeuandunusufiyaainieng
uienaassliavalununy 0O 1 2 3 4
4. mavimubidendunsiniuienisBouiotrotisiy
(Sustainable Learning Organization) 0 1 2 3 4
5. Miaunliyransaasuiemiiaruiprndilaly
FBnianTAufiuoy Wy SEemaRanaindudy 0 1 2 3 4
6. AU § (LA, oo e

' Y ‘a ) a mbo  as | a a
2. vihwdumeanialddt IT udadafapglunmsmaiunaning
2.1 WAUBIIE INT I, ettt es st sttt
2.2 TR NI, et et

03 LB B d N T I oo oo ee et ev s et e e et eees

3. vihwwiumevIoliimrimdaiassliuienfiuSnwnauen (outsourcing or con-
tracting with an outside IT service consultant) MMTNAISURATELIUG Y IT 28IUTEN
sunTattanaildine uasianlshiuiumlaaniruiiniulareusuasun 1T 1@e?
D1 EAUATE LTI oot eeeereee ettt eseeeeee s et s e e tee e ene et et ena s en e ettt
2.2 LT INTIE oottt n et e
2.3 A UBBEINTIE. oottt eeeee e aee s s et st ren e
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L . T
4. ANIANUANFIAUUDIUTWNVUINWIATEUBA (outsourcing or contracting with an outside IT
A . LYY v . ol wm a a P
service consultant) AvialdUIMINUAY IT Aslanantifadelnie? @i
seuleinnnndn 1 AnawLm)

@mﬂs\m“ﬁ (Qualifications) TEAUANNFIAL (Level of Importance)
,.4 g4 (High) 1unaly (Moderate) uaw (Litte)

1. ANUEENe (Reliability) [ ] [ ] [ ]
2. Fh‘lﬁ‘m‘jﬁhiuwa (Low service cost) [ ] [ ] [ ]
3. AnuNuRIUaaaiY (Security) [ ] [ ] [ ]
4. aniavieu (Flexibility) [ U] [ ]
5. gNnsodanaaiusnsUsanalg

(Inter-connectivity) [ 1 [ ] [ 1
6. fasaYINIRAFRNLAIUSENALS

(Inter-operability) [ ] [ ] [ ]
7. MISETUAIUAUITINNG

{Technical support (H/W and S/WY [ ] [ 1 [ ]
8. inAlulaiifiviuass

(Up to date technology) [ ] [ ] [ 1]

9. WlamauiimAdiugnildauialums
AMMUANAIFIIATTUTNNILR
(Customer companies' participation
din determining service standard) [ ] [ ] [ ]
10. AU 9 (T oo [ [ ] 1

5. uleruna (Policy) uazilmunsuaunauns (Strategic goals) uaztlMaiautugneIE (Tactical
U d’ a‘ = = i o1 v

goals) A 1T INBR N NRHER {Productivity increase)‘luamﬂmwmumﬂmmmuuamahﬁ"m?

5.1 U U AT DT FTIIINTIIE T et seeseesese et e e enneae

...............................................................................................................................................

...............................................................................................................................................

...............................................................................................................................................

...............................................................................................................................................

...............................................................................................................................................
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6. tanudpAniulasinidualusrayiv BEmM IT lunmaifiugsialidssaunadgnia
JuszBnana SUsBnEaow uaslin N uNenBAgY (with sucess, effectiveness, sfficiency and
high productivity)?

7. AENTILITN AU ﬁ%ﬁ]ﬁjﬂ‘iﬂ’]‘iﬁﬂﬂ‘?iﬂﬂ’]‘itﬁﬂ NAKAS (Productivity) Tasiasnaadriou ?
[ 17.1 Productivity (MIANNNaNEs) = Output (1elfsIn - Total revenue) Input
. (ZININMINNU - Worker-hours)
[ 17.2 Productivity (MIANKANER) =  Output (Eﬂﬂ\lﬁi’m - Total revenue)/ Input
. (318178579 - Total cost)
[ ]7.3 Productivity (MTWANKAKAM) =  Output (iﬂﬂlﬁﬂ:\l - Tota! revenue) Input
(drdludiuraswineu (Labor) +
AN5RINU (Capital) + A1TATEEUANY (AT299NT
(Raw materials/ parts) + ATEE8L 9
! {Miscellaneous)
[ ]7.4 Productivity Index (RN RNKANER)
P = (O/1)/(0/1)X 100

Iﬂ&l'ﬁ Q. = Aggregate output for current period
L, = Resource input for current period
G = Aggregate output for base period

Jﬁ =  Resource input for base period
[ ] 7.5 Productivity Increase (2ATINSINNHRNES)

Productivity Increase = {% Change in Qutput)/ (% Change in input)
Percentage change in output = [(O'—OM)/ OM] X 100
‘[maﬁ O = Oufput in the current year
O, = Qutput in the preceding year
Percentage change in input = [l- i_!).’ !H] X 100
Thsd I = Inputin the current year
!:_1 = input in the preceding year
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4. ASlEsEUU 1T AUNIINNNANGS
(Use of IT Systems and Productivity

V3wild T ‘adalidadAy” mlmumimmma‘smumsmmimiaumﬂ (MIS) ) wazly
‘quumana'mwaﬁuuﬁuumimmuﬁ?mm 97U uae um‘snwummuﬂﬂaﬂ'z‘uwmau
FEULIAINGTD (A company makes "sighificant" use of IT if it has installed a management
information system (MIS) and actively uses the system to support its day-to-day business,
and has assigned personnel respensible for the system.)

iuUULﬂﬂIuIaHﬁﬂiﬁuLﬂﬂ me‘wkl’naﬂ‘luﬁwuuﬂiauﬂamimma‘mu

1. §~UUUﬂ'1'§uuﬂn“ﬂB:Jaﬁﬁnﬂ {Transaction Process:nLSystem - TPS). S£1Ufg 9
mﬂmnu TPS mwmﬂuumﬂauamsmmuLLaumﬁmLuuﬁsnﬁﬂ.uumaﬂu Wiy HEANNE
ﬁumwmﬂ'lmaﬂm uaﬂmﬂﬂ'rsuu'nmmmswauamnmquum TPS BinsEfie A159AM
TR WBE ﬂ’l‘i’i]ﬂﬂ’l‘i’]ﬂmuﬁiﬂ s _

2. spuLANInuSAluN {Office_Autornation System — OAS). J2UU OAS Aan3lE
waluladiansauma 1y m‘s‘[ﬁﬂauwammwuwwauamm""smLLavaawuwwauaaanmmmm
{Word processmg) m'ﬁ}ﬂLﬂULLavm‘ilfﬂﬂ‘L’ﬁj’m’ﬂﬂNa {Database) ﬂ’]iﬂ‘w’mﬂi’Mﬂ Y]
ATUIILAENNIIANTN UL YT uannil faTnflansdaandisuaziuianansununeszuy
D el L ar mammu Funaedasingms FAX) wazlurwddfidnmiadind (E-mail)

3. i“UUﬁ’ﬁﬁuL"f‘FmE}m‘ii}mﬂ'}‘s {Management Information System - MIS). TzuUu MIS
ﬂa'i.,uwwmmmm‘sﬂmmuamqmﬂﬂﬂwsaummumﬂm'\u‘luumﬂ iy Yoyadna
ANRRBNITINUNY LAXNIAMHURANTIIRANTIN YaNTINT T2UU MIS Savanade nssam
MUY TZATI MR TEMRUEREaR UsenlaTwnd uavmi'«nmmiwmﬁuﬂsﬁ Flusu
fntnagdy miﬁwﬁauaﬁlmmmﬂ?w TPS

. 4, i"UUﬁuUﬁu‘um‘mﬂﬁul 3 {Decision support system - DSS). 2uUU DSS Wuszuu
ﬁﬁ'nﬁuﬂmﬁvuu MIS T3UU DSS mmwmﬂmﬂwmmmﬁswﬁmumsmmwau'[ﬂa
“lﬁﬁauﬂmqmimﬂm"ummmumn wasmiilunssaadladanmiadenfivanzay ssuu
DSS MWL AATEN TR LLa AR NAT ARUEIWI LT B ATANAN g ‘ZIﬂ\WU‘a‘WI‘ﬂ'ﬂW
Winw

5. mwﬁuuﬂuummm‘i ( Executive Support System - ESS). F=UU ESS 'lirﬁa
daelunnsaadlanasdaeng el USvinTIeauge U ESS %"'Lﬁﬂuawam’:m'mwau
wandeendn uﬂﬂﬁmu’amuavmwmmsﬂm TUTURGTY § Ym"?jU’]ﬂ‘l‘Hmﬂ’ﬂ‘ﬂﬂﬁ‘igUU DSS

Uiniasriuesidssuudu 9 UBNKEDINNTZUUAINAIITIAY

1. murEuzEnsry MstTruumallatassumanrlE Sdiudiuify an via ludnasa

MSRNKENER?

o o Vb

[ }1. Wy [ ]2 lflna { 13. anas

=l P a w & ) ° ' wr y
2. ilmafisuanfatuansiosinszuumaluladasaumadiganild vinuessfszan

L | Vi P - L. a o o X '
mslsvdalidnnsiisuandn (Productivity) Taafandainaurinl?

s ﬂj ] oy al o
LT U 13 WO % lpsosaiusall 31ng9 3 e
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) & o o a o a ) w & '

3. vhuvasiuinlivrasmaisuasiaesuivnuasinfudepiuiiduadels? s
1 a' Y o A ] AI J’ o 18 =l
AMALAUEAIYINUY NaANRaNEsaasUTENansruRNAY asas vIalufimaddauwlads 92

a o , -
[ ]1. ATy [ 12 ldumaddeuundades ¢ [ 13. anay

24

cl Qs |- g
5. fayainenuliguNn19el (Informant Personal Data)

1 AR UNENB oo ATV, et seeanens
2. TNTAWT oo Lo OO
3. WAl [ 17w [ ]

401 s U

5. MIANWN | riBaaned [ ] Wyl

] ANTALED [ ]lam
o & Y oo
7. IUIUENEALRIRTAUATI (FINTIRIVNNDL)............ Y

o

[
[ 1 WSyaninessgendd
. AATUNTWATENTE [

wnrauRaiiiuatnsBimiuniianuiiniasigs
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UM VO oo ettt
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Appendix 20

F‘\Nﬂﬂﬂ?ﬁ“ﬂ’]‘iﬂﬂ“lﬂlﬂﬁﬂ»ﬂﬂ
m‘mivaﬂm”LﬁmﬂIuIaﬂmiﬁummwaqu HandslugIianIALTMT:
n3el ﬁﬂ‘m ............................................
HINTURLUSNIITEAUA /M INUNIY

1. dpyanald

3. 15 mnum'mmNmﬁau*’ummu‘[,umumnawmm.lmﬂlufaﬂmiaumﬂ? AnuSuRaTau
I AU I 07 oo eee et ee e st

4. e duuSenadusses e UATIED? o T
5. vrurnenfusnumislaiuiuniATeda?. . e iy
6. NugrumIAnuIA AT eI N ARTAT S TAUTAUBIATUT oo
7. Uszaunsalfsnuatludrufi A dnsdumaul sl a1 T s unALa U2 e
8. mumﬂLﬁ'ﬁ"ssﬂ,wﬁ'ﬂgmamu/ﬁ'ammﬁ;ﬁm’ﬁmﬁ'umﬂfufaﬁafﬁﬁumﬁﬂuﬁ'm 12 Fauf
NunanIaly?

8.1 dRBUT LAY, NTANTAEENANGAINTEINDUTH oo

8.2 (AU LNWALL ATATTEUMBINRL oot
9. rhuraiiundaduaudnvesauaniiieadasiumalulafianraunatnsla?

9.1 fhmaudl ipa. ﬂqmi:ﬁa&mLmﬁwawiqtﬂuﬂummfu ..........................................

9.2 610U LAY, ATONTEUMBINR .o eeeeseeereeesesscerieeeeerennee ST
10, vnudluasldninenndu T aiisariianilesaludinmialae

10.1 A%ay 7% wlamdfz (Deskiop PC) (18 [ 1l

10.2 \A3a9 WA ldmym (Notebook PC) [ 18 [ 1l%

10.3 AnduundBildansaiing (Electronic Dictionary) [ 18 [ ] 1ufl

10.4 ﬁagﬁﬁmad’mﬁ? (Your own e-mail address) [ 18 [ 1.8

10.5 vulsidsuwadiusa (website/ homepage) [ye 1 pled

10.6 In3dwyiilatia (Your own mobile phone) Rt

10.7 AngFushndaanufam (Your own pager) 18 1 1l

10.8 Bu 9 EEAT) WA e, 118 1 1S

10.9 AU 9 (TEWrrerreeoes oo [ 18 )l
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2. Uawsnu IT wasnmsmaudtlamd

o o @ ar s 4 @ a . o
Ugyviherdasiuniwens 1T lududvindded uasilomisnsdvnmandufian
muusdluszailla? o=lufidywian, 1=itfgwnhadntos, 2=figmissiudiunans, 3=7
1 & A gl 3
UgymAaudraguusy, 4=tymiguus] njannassauvransasiinssulywmamiiu

1.1 Lﬂ‘a"r]\'} AT wnaslse ( (Desktop PC) 0 1 2 3 4
1.2 me w‘a limuA (Notebook PC) 0 1 2 3 4
1.3 mﬂ?lum'iﬂmﬂﬂiauﬂﬂ (Electronic Dicticnary) 0 1 2 3 4
1.4 ﬂaamuamum (Your own e-mail address) 0O 1 2 3 4
1.5 L']U‘L'ﬂwzﬂmwfﬂﬁ’mm (website/ homepage) o 1 2 3 4
1.6 Insfnvidata (Your own mobile phone) C 1 2 3 4
1.7 ana'mmn’aamwmm (Your own pager) o 1 2 3 4
1.8 gu IR C Y] 0 1 2 3 4
1.9 AU (T 0o 1 2 3 4

2. swnraagmmaniuAnaslsesriuudladywinaniuatls?
2.1 @wmafiwutan
[ 11 HAnduslRuawuadmsldusuy
[ ]2 wdadawilirasiinanm wielfoulidaauufide
[ 13 tﬂﬂuumm%'l,uﬂ'ﬁ“lﬂﬂmumaﬂnmmmnmaammnmaa
[ 14 funaay (TEUDevrrernrereneassenesssesss s ssssse s ss s eeee e
2.2 'mm'su,ﬂ 2
IRE ‘ﬁamamnmm (smmmu ) Tna
] 2. Fandnsoe awa‘[.wm Twal
13. ﬂﬁaml,ﬁzideLﬁ'mea'l’amu‘LmLm
1 4. WihetasSundan
| 5. 1T UBILSENdEy
1 6. A8mauslalymidy 9 (TEU) ettt s e

3. awgrasioymidunmsld T msearuzery. dalvaanmeunainasls ngan
SEYNUREN 3 FWNR?
3.1 mmmﬂ?msmua ...................................................................................................
3.2 mmmﬂ?mmﬁm ..................................................................................................
3.3 ﬁﬂmmﬂamiﬂﬂw .................................................................................................
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3. ulging, WNUNAENE, ULUENsIt uasunuanduumald (T Wy

NANAAUAUIARYBIUS N

(Policy, Strategic Plan,Tactical Plan and Operational Plan for IT Use
to Improve Productivity in the Future in your Company)

1. mmngiueasiy adlsfetadefdndgfidiafinandnuandim? uaslasesindn
wamudanwidallussitla? o = Tilanudndaies, 1 = Sanwindahadntos, 2 =
HeuaAEaUlung, 3 = denuiagAeutimin, 4 = JanndAgNIng NTan
LanausBUnINEaTfinTIRuAMIWILTa Y
1. Ml 1T ashsmnneanuazattdla 0 1 2 3 4
2. MitlnaussypmnTranurlunnzidliinnng
rradislunufisulisrauadesada 0 1 2 3 4
3. myhidduinneuensunuduiuasinsaas
uFEmua s aaualuniny o 1 2 3 4
4. mavmuiUSifiuasdnausnnGeuiacedati
{Sustainable Learning Organization) 0 1 2 3 4
5. misuTdldypanpsLTEnimnaiaudilaty
ABmriansiniiueu Wy S8 afaneiin dusy o0 1 2 3 4
6. AU (USATEY oo

2. iudiughenislidn T duileduiddglunstufunanda?
2.1 IAUBTIE BNT Y. oo eeeeee st est e s eemees et en e s e seneeeee s e
2.2 U B TIE ettt
2.3 U TN TN e et es st enss s e s e eseen e st e e ese e e reses s

3. Thuwiugeviolddmyndruvdadasdiuiemiudnwiniauan (outsourcing or con-
tracting with an outside IT service consultant) ﬁﬂﬁﬁ'ﬁﬁ%ﬂﬁﬂ’aﬂumuﬁﬁu IT Yndu3un
sunTntheansiiing wesiuAnldiumlifninZeniuintauguassuy IT 109?
2.1 IRUBTE LTI et eeeetees et eve s s s et enas s enaer s nt b sn s st e eneseenees
2.2 I MV TE ettt et n s e
2.3 THLRUATEINTIZ. ..ot eeeeeaa et sen e sn s tes bbbt
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vade  a o o
4. ﬁ]mmmr#mmﬂmaaum‘nﬂﬂ‘%ﬂmmauaﬂ {outsourcing or contracting with an outside IT
. a o o W LY ] o |
service consuitant) Avhuegliudnisnudy 1T AvsilnaaniBadwlnthe (iuawnse
FyldNInnd 1 AeudNiR)

ijm\m"ﬁ {Qualifications) TEAUANNTIAL {Level of importance)
g (High) 1U1unand (Moderate) Hae (Littls)

1. patnidiadia (Reliability) [ [ [ ]
2. AMBMSTLAUNG (Low service cost) [ | [ ] [ ]
3. ANNUPIUaBRRAAY (Security) [ ] [ ] [ ]
4. MNNEANEY (Flexibility) [ ] [ ] [ ]
5. gnunTniaNsanuasUsemaAls

{Inter-connectivity) [ 1 [ ] [ ]
6. fNIININIARsanusAIUsENALS

{Inter-operability) [ ] [ ] [ ]
7. ASAULAYUUATITIANS

(Technical support (HW and S/W)) [ ) [ ] [ 1
8. walulafifivuai

(Up to date technology) [ ] [ ] [ 1]
9. WlamauFinfdugninddsusalunis

AMMUANIRTFIUNITLSANSLE

(Customer companies' participation

Ain determining service standard) [ 1 . [ ]

10. 81U & (U v ] [ ] [ 1

5. ey (Policy) wasiilmanausunagngd (Strategic goals) thwanaunugnes (Tactical
goats) wazimanaukuAfiue (Operational goals) M3 IT iNafiuanda (Productivity
increase) luaulARzaILSUNauladelsthe?

5.1 UL LN I DTN IINTTIE T e et e e eeeeseee s

.....................................................................................

............................................................................
...................................................................
............................................................
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6. ramTudpAafuuasdaiauauuzsandriou f9em W I lunsnidugftaidseaunadige
HussAntna Jus=Angnin wazlinawauandngs (with sucess, effectiveness, efficiency and
high productivity)?

...............................................................................................................................................

7. 9anTIUADMIAIUIN u‘%aﬁmrmﬁmqmm'ﬂ,ﬁumam?ﬂm (Productivity) TaduSenaadring 7
[ 17.1 Productivity (MTIWNNANER) = Output (7elAT7y - Total revenue)/ Input

| (TININTINNIM - Worker-hours)
[ 17.2 Productivity (Mafiusnands) =  Output (T1aless - Total revenue) input

' (5181978570 - Total cost)

[ ]7.3 Productivity (mMaANNandn) =  Output (318l6994 - Total revenus)/ Input
(aTntlugiursIngnau (Labor) +
3RINY (Capital) + AIRTERUNGY LASBITNT
(Raw materials/ parts) + ATigaeEY 9

. {Miscellaneous)

[ ) 7.4 Productivity Index (ATfnTiNuManan)

P = (OC/ 1Y/ (OB/ 1) X 100

Toedt O_ = Aggregate output for current period
IC =  Resource input for current period
OB =  Aggregate output for base period
i = Resource input for base period

o B o Py
[ 17.5 Productivity Increae (87 INTSIRAKANAR)

Productivity Increase = {% Change in Output)/ (% Change in Input)
Percentage change in output = [{OFOH)/ OM] X 100
Tﬂﬂ'ﬁ O1 =  Qutput in the current year
Om =  Qutput in the preceding year
Percentage change in input = [(11—-It_1)/ IH] X 100
lrefl | = Inputin the current year
l:'1 = Input in the preceding year

[ 176380 9 ARTR AT N

..............................................................................................................................................
...............................................................................................................................................
...............................................................................................................................................
...............................................................................................................................................
...............................................................................................................................................

...............................................................................................................................................
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4. NSITELU T AUNSINYKALAR
(Use of IT Systems and Productivity

U3Eme 1T "aeiHEIALY” flaRnsRRMTIUM TSN TETEUNA (MIS) uazld
i"‘LI‘UﬂGﬂﬂ’]’lLWEﬂ‘uuﬁuurl’}‘iﬂ’lLuutiiﬂ'ﬂﬂ‘i”i]'l’)u Ltazumﬁmwummqmﬂaﬁmmm*ﬂau
FPUURINAT (A company makes "significant" use of IT it it has installed a management
information system (MIS} and actively uses the system to support its day-to-day business,
and has assigned personnel rnsponsuble for the system.)

ssuumaluladansaume mﬁ“n'l’naaﬂuﬁqauummumam‘smmﬂ‘lﬂu

1. i‘“‘l.lUUt‘l’ﬁUU'ﬂﬂ?JE]ﬁJﬁﬁ‘iﬂﬁl (Transaction Processing System ~ TPS}. Seuus «
Awafu TPS wmmﬂuumwauamimmuu.a~m:~1mLuuﬁsﬂﬂuuma“au Y aaRuNt
ﬁumﬂmﬂ'lwanm uamnﬂﬂwsuuﬂﬂm’nm?ﬂauamﬂmwLLm TPS eiviunaily ANS9an
TR LLavmiﬂﬂmmﬂmua‘;ﬂ s

2. szuudunuarlud® (Office Automation System - OAS). SzUU OAS Aansld
malulafasauna Wy ndliranfamaiinitayanardsnuasdiiuridayananainieda
(Word  processing) m‘séTmLﬁuLLWmif%aﬂ'l’Er’ﬁ’miam (Database) MIMUNTIRA AT
ANUIULLAZNNIIAYINN ULy wananil Sesandintsdaenarsuariuenassuniessuy
w3adnadnens mammu EumaadaslnTans (FAX) wazllsudlddidnnsalind (E-mail)

3. 5% uuﬂﬁ‘iﬁumﬁmamiﬁ]mmi (Management Information System - MIS}). Fzuu MIS
ﬂaivuumﬂmmmmsﬂmauamam'ﬂﬂwwmummumﬂmm‘tumw wiu dayatin
AIRENTIIINNY LEENTAMUARISIARNTIY Yanant StuL MIS Smanaie nisaam
897U AsIRNNSNEsul TR LAY Usstileanna uaznsdanaanuan] Wudu
Aatie m‘sa‘m‘ﬂauaﬁlmm 1Rl TPS

4. iwuuﬂuuﬂuummmﬁu’iﬂ {Decision support system - DSS), T¥uUU DSS Wuseny
fifvindnTzuy MIS ey DSS mmwmnﬁ’mmmm‘nm‘mmamumimwuqaufmﬂ
‘L'a’uaumﬂm‘imﬂm'ﬂmmmumn wastmthflun e duladanadanfimanzss ssuy
DSS Ut assNTeLLasaIaN maaudmiutaAnmsne 9 mmwmwﬁlﬂw
NioN

5. iwuuﬁuuﬁuuummi (Executive Support System - ESS). szuu ESS ‘Lﬁl‘ﬁﬂ"d'}ﬂ
unsandllauas ﬁqmml,nu'l,mmmssumum wUU ESS %~°l'ﬁ°uauamfamﬁmmumm
A9 NAT HnsAmauazMITAM e EEagig 9 ﬂmmﬂiﬁmmwm?uu DSS

Uwnuasvinuansldsuuiy 9 wanwilanizuussnaridniu

1. gavAuzaviny mItnszuumalulaiansaumnaild Sdaudiedin an via l8Tuasa

ATINNEALAR?

T =

[ ]1. ANz [ ]2 Lifing [ 13 afpa

e = AI F- ar & (-1 a -] [} [}
2. filnnsAsnasdntiuasinminzuuneuladasaunaiaaunld vinussUssuin

& (] - P=3 . g = A' & 3
aslavdaladnnisfiscands (Productivity) Inatamaisurinle?

. ei ! 1 =l A [
UTENe s % lpaesmdusel 9nndie 3 YA
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] o 3 ﬁ‘ = = A ] L A‘ o 1
3. Mhusawiudiuliiainianswaniaeesuisneasindudestiuiidluacdnals? s
] = oy & 8l ) n:n' J 15 A
ANMYTEIYhY nMafinnakdnrasLFunaesiudsiu aass wialifmadfauuladle 92
a & ) |
[ ]1. N2y [ ]2 Wamanfauwdadla o [ ]3. anay

W o a o a
5. ﬂasgal,ﬂmﬂm_ﬂ‘tﬂﬁwmwd (Informant Personal Data)

1. BB UWEINR. oo LTI L OO OT OSSR
2, TAITAWT .o ceeenes e e LK T O
3. WA [ ] [ 1w
4. DM e 9
5. ANTANN [ ]dndnBaged [ ] Bogned
[ ] USeaninuasgenan
6. HTUMMWATENTE [ ] SNTEULAY [ ]lam
7. PNAUFNENUBIATBUATY (SINTIFWNUEY)............. AY

ﬂamauqmﬂuaaﬁwﬁaﬁw%ﬂﬁ'Lﬁ'mm‘i'wﬁaﬁTwﬁ

./

i .
BRENATMIL e cb bbb a0 b S

a L3

B3 T N 2 Y P P U PN PP

b

4

R 3
S AU N A T Y PSP
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Appendix 20
Jdestionnuirescon Iitorsion S or Case Studics (in Thai
ﬁuﬂﬂqiﬁ&lﬂqﬂ'fULlUUlﬁﬂwﬂﬂ
mimgﬂﬂmﬂﬁmﬂfﬂaam SHUINAR RN NS plUgINaNIALINT:
ﬂimﬁnm ............................................

dMTUUATRIWAY IT

1. fayani
£ BB oot

2. ANUAUTM TR RUUUBIITU . oot essts s as s s s
3. ﬂgm"s:qmqmuwwaawaamu‘luﬁqumﬂmﬂmﬂumﬂfu'[aﬂm'iﬁumﬂ? yinudusisvay
BT E e TR LT Mg K 2SO OO TTT
\ ° P - o -
4. unalusSuniifuseaza e udtuda? o 7
) a8 o f Y] J !
5. UM RMUANMUTRIUIRTULATMEI? ! G
Ey P P | o 1) = |
6. WugunN1IANWTLAL B INUMATITA B TEIUNATEITITUZ
aedd ) A d o w - \
7. Uszaunisaineusn luaufe e numnAlulad a1 3aUNABEIN U oo
| @ ar o o o @ ar =i = o
8. Mupmdialundngasausvdusufineatasiunaluladasaumdludn 12 1hauf
s ansala?
8.1 aNmaLIn LAg. ATONTE U’ﬂﬂﬂﬁﬂﬂﬁ?ﬂﬂiﬂﬂﬂﬂiu ......................................................
8.2 1AAUTT TNIAL. NTEOITHUMAND. ..ocooceeeeeoeereeemesessresssacscrsssesss s
| A a o A w o =l @ A '
. nuraduniaduasdnuasanippandasiumalladansaumnasinmialy?
' s e . )
9.1 AU LAE. NTENNTPUTRA UL ENIANUU. .o eeenees
9.2 6ABUIN THLAEL ATOVTEUMBANR.cooeereeoeeeeeeneccsiiisss s sessssssse s

1 & &t L F-Y o gﬂ 3 Jv 1
10. viuiiuazldnsnannssu 1T alslartinuilsmaluiineeIala?

101 1A W& TinAsld (Deskiop PC) IR
10.2 1389 7@ LimuA (Notebook PC) [ 18 [ g
10.3 Bntuwdadaniafing (Electronic Dictionary) [ 18 [ ] 1a8
10.4 flagfadm (Your own e-mail address) [ 18 [ ]l
10.5 nulevilaumagium (website/ homepage) A
10.6 InsAwriflatia (Your own mobile phone) (18 [ 1l
10.7 AngFudhniBAnuAne? (Your own pager) [ 18 1 1148
10.8 BU G (TEU)orrrorrremsoserenreseessensscossnes [ 18 [ )l
10.9 BU G (U)o erescresnnrsne [ 18 [ 1l
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2, deuvenu IT waznasniseateymn

A A a2 a a i A ] hrd H
Ugvniferdasdundwens 1T Tudiuiivinildes

w . B o
LLﬁ:ﬂN_‘H’lﬂﬂ AATIWRIUUNAINY

suwsiluzzndla? o=lifllgwuasn, 1={lgynniadmion, 2=Ilgwresutiunamn, =3

' w P a :
UnyvnAaudnoguuss, 4=Iyvsuesy] njanunansaunsnamaniinsnutlymizasriiu

1.1 Lﬂ‘iﬂ\‘i wsa il (Desktop PC)

1.2 Lﬂ‘im ‘mf Ty (Notebook PC)

1.3 ﬂﬂ"aum‘smaﬂmﬂuﬂﬁ {Electronic Dictionary)
1.4 naﬂamafhum (Your own e-mail address)
1.5 L?U'L‘ﬂﬂ/tﬂmw%nd'mm (website/ homepage)
1.6 Insewriladia (Your own mobile phone)

1.7 wmmhﬂmsmwmm (Your own pager)
1.8 A 9 T
1.9 U G (T

0 1 2 3 4
0] 1 2 3 4
0 1 2 3 4
0 1 2 3 4
0 1 2 3 4
0 1 2 3 4
0 1 2 3 4
0 1 2 3 4
0 1 2 3 4

2, ﬂ']mrﬂ’aaaﬂm'ﬂ'1mmu‘uﬂaawlmwmuur‘ﬂwﬁmmmmuuaEn\ﬂi'?

2.1 mmmﬂwuuaa
[ 11 Namnmmu@mmwuaiﬁmﬂﬁ’mummu

[ ]2 wisdasilidssdasnw uwaslinulisaauufibs
[ 13 gilufanuilunliundadudisimaiatgnsas

[ 14 dwmdu 9 e T)
2.2 3§ﬂ;mn 1

[ ]1. @eudadous (E‘ﬁ’mﬁu v
| 2. Fondnso’ ﬂﬁa‘[.mi Tnal
13. 'amameﬂmwa'lfﬁ'muhmm
1 4. WihegraasSunday

b 4 o d} 1
] 5. WAL WN AU DN

a 4
6. ABMTUALITIUMIAY 9 (TEWe e,
Y ] 3

3. swmarenlywidunsld 1T suanumiuzesi dnlvgficmaunaneds nyan

ki NUALE 3 FUN n?

3.1 mmmm*mmma .............................................
3.2 mmmﬂ?m‘mﬂaa ..............................................
3.3 mmmﬂsvmsﬂﬂm .............................................

A kg !
4mmﬂﬁurﬂmﬂmwﬂmvmma fviuAninnefunmsnsPafgaldunasls? nyansey

NNWES 3 NIAINNT?

o A
4.1 mmmsn‘ﬂua .....................................................
4.2 ¥ATATINGEDI.....oee e eere v i ana

el
4.3 WHTOTTNEH . e

.....................................................
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3. ulaing, ueunaens, weueansds, uwusiduny wezuaudfls

ANTAIUNITT 1T WNKANASUEUIARAILSHN

(Policy, Strategic Plan, Tactical Plan, Operational Plan and Action Plan

for IT Use to Improve Productivity in the Future in your Company)

1. mwaridiurairiy. adlsfathdefddufvefunendaunadon? wetadagingm
wmanduenudnAnlusziila? 0 = TiderusAgay, 1 = Sanuddthadniay, 2 =
fanwanAgssiulung, 3 = Tanuddgdaudunn, 4 = Samaudndnen] N6
29nmATaURINEGe AR LRI
1. Malt 1T advmsrasuazagtadila 0 1 2 3 4
2. nnauTnyAmnTeasuTErlunnaliiina
Armlslunuisulintaustsaiag 0 1t 2 3 4
3. myhildiudsnmeuanfunudiuiyasinues
uSwmuaashioumlununy o 1 2 3 4
4. manannuisndussdnsuiinsiBauiadedadiy
(Sustainable Learning Organization) 0 1 2 3 4
5. mypusiliyamnTuassTEnilanudanudilslu
Emsipmsenfiuoy wu Eiansdameiadudy 0 1 2 3 4
6. fu 9 (QUTATEUY e

1 & [ & s A:Jﬂ L .:n' F=)
2. imwausmigvisladt IT WulasefaAnlunstiafiunaning
2.1 AU IE BNTIZ. oot eeseteee et eeseeesesseees s eeses e eeaes st e st

3. vuiushevialaidnnsindrimiefasalduieniununnisuan (outsourcing or con-
tracting with an outside IT service consultant) Yyfisufismaveud 1T 2aniSen
awndiganaTiding wasiininlsiuiildfniuieniuRnmeuguaseuy 1T 1892
2.1 ITLBTIEL LTIE . ooeeeeeeeeoee e eeee et eeee e en s et ee et ener e s eees st
2 D N T ettt ettt
2.3 B U BN IE oottt ee ettt st enn e
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e a o o
4. @mauu“ﬁnﬁ'mfyﬂmmwnﬁﬂmmuuan {outsourcing or contracting with an outside IT

)  , v o Y - [y ar i
sevice consuftant) firiwasliumsnudn T evsligaantiBadqdlstee @hussnm

salANINNGY 1 AuaudR)

F]mﬁu‘l_lbﬁ (Qualifications)

JEAUAMNEIAR (Level of Importance)

g9 (High) thunate (Moderate) Wael (Little)

. AaEade (Reliability)
) ﬁﬁU%ﬂﬂ?f‘ﬁmma (Low service cost)
. AMNNUAItaBRaNY (Security)
. AMNEANEY (Flexibility)
. @wnsadeNsniusUssnAlg
{Inter-connectivity) [ ]
6. dWIIIMNIRRRBN AU TN AL
{inter-operability) [ ]
7. MIsUaYUNUAYITING
(Technical support (H/W and S/W)) [ ]
8. mallafifivuas
(Up to date technology} [ 1]
9. Wlamauddnfidugnandldausaslums
AvuANIRIgINMTUINTLE
(Customer companies' participation
dlin determining service standard) [ ]
10, AU G (TEU)errrrrvrrnencceenmrsmmmsrssseererers [ ]

— ey e, —

]
!
}
]

o1 W N =

= e ey

]
]
]
]

[ ]
[ ]

|

[
[
[

[
[

]

]
]
]

]
]

5. ulaung (Poticy) hnanauwunagnd (Strategic goals) Wmnnaueugneis (Tactical goals)

wWmanaukusiiuu (Operational goals) uazitlvisnawxul §3RNT (Action plan purpose)

9/ | n' = . . a o ' o . LY
N9 IT tNalRsKHANAR (Productivity increase) TuauiartasusEmssvtuiiadialstine

5.1 U U T AN T T oo et ev e

...............................................................................................................................................

...............................................................................................................................................

..............................................................................................................................................
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6. ’aamﬂwaﬂmmmmaLauauuaummu AadEnnTid ITsl,‘umimmuﬁiﬂﬂﬂﬂiwﬁuNﬁ’mLiﬁ)
PlaeAndua JusBndaw uﬁmfn‘smwmamamm {with sucess, effectiveness, efficiency and
high productivity)?

..............................................................................................................................................
...............................................................................................................................................
...............................................................................................................................................

...............................................................................................................................................

7. 1ansuiEn 1IN ¥IagnInIAMUINNTIRNKARER (Productivity) YedUEWNYE L 2
[ 17.1 Productivity (Maananing) = Output (318l8 590 - Total revenue)/ Input
' (FANINISNNU ~ Worker-hours)
[ ]7.2 Productivity (MaiVamandn) =  Output (T18l69598 - Total revenue)/ Input
. (FIINLUTIN - Total cost)
[ 17.3 Productivity (MIANNAHER) =  Output (3ell#59% - Total revenue)/ Input
(Medreludiusasminau (Labor) +
A1SEINUY (Capital) + m%m*ﬁaaﬁﬂm/ \w30adns
(Raw materials/ parts) + ArlEde 8y 5
{(Miscellangous)
[ ]7.4 Productivity Index (m‘ﬂumi;wmanam)
P = (O 1)/ (0/1)X 100

Imﬂ“ﬁ' Q. = Aggregate output for current period
ch = Resource input for current period
OB = Aggregate output for base period
l = Resource input for base period

[ ]7.5 Productivity Increae (ammmmwmawam)

Productivity Increase = (% Change in Output)/ (% Change in Input)
Percentage change in output = [(OFOH)/ OH] X 100
[ﬂﬂﬁ Q = Quitput in the cutrent year
O:_‘ = Qutput in the preceding year
Percentage change in input = [{l;IH)/ !M] X 100
Imﬂﬁ | = lnput in the current year
1; = input in the preceding year

..............................................................................................................

...................................................................................................
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4, MIMIEUL 1T AUATSANNANER
{Use of IT Systems and Productivity

erveitid I atitieg SlsTmfamsruunsuimsasauma (MIS) uaeld
's*vuumﬂm'wwaﬁuuﬁuum‘smLuuﬁsmm'suﬁmu LLa,umimwummqﬂﬂﬁmuwﬂ'ﬁau
FEUUFINET" (A company makes S|gn|f|cant" use of IT if it has installed a management
information system (MIS) and actively uses the system to support its day-to-day business,
and has assigned personnel responsible for the system.)

stuumaluladigTaumna Lﬁﬂﬁ‘lﬁ’aa’luﬂaaﬂ'umauaam%‘mm’a‘lﬂs‘f

1. 'a‘muur‘]'ﬁﬂﬂﬂﬂ’ﬂﬂ&lﬂﬁﬂ% (Transaction Processing System - TPS). 20U 9
mnmnu TPS ﬂ'mu'muwmmuamsmmuLLa.m'immuﬁ'ma‘LuLma.nu wiu HaRe
ﬁumﬂmﬂ‘lwﬂnm uanﬂqﬂmmunnm&mwmamﬂm'auLLm TPS gavnnafly A1saeyn
TIEU u,ﬂ“ﬂ’ﬁ'i]ﬂﬂﬁ‘i’]alﬁﬁuﬂ‘iﬂ dlumu

2. srud NS AR (Office Automation System - OAS). 3£ OAS AB ANl
maluladasawme mi'l,'emmm";Lma‘:wNw'ﬂauaaqz.maaua*ﬁmuwuauaaanmﬂLm'aa
(Word processmg) m'jﬂﬂmmm”m‘igﬂﬂl‘ﬂj’lwﬂauﬂ (Databass) m‘m’m'mﬂi’lﬂﬂ ik
AMUIRLAZATTIANITUL T uanaNi flamniensdandTuasIUE NN TEHIUNTEUL
IA3enudaas mamarﬂu siumaaiasingms (FAX) waslusudldaldnnsafing (E-mail

3. 1~UUﬁ'1'iﬁumﬂLwaﬂ’1'ﬁlmﬂ’1‘§ (Management Information System -~ MIS). Tz1uU MIS
ﬂmyuuwwmmmLmawauamqmﬂi‘lﬂmaummurrrﬂmm’l,uumﬂ du doyaim
ATADNTIILEY LAENIAMUAMTHAINITH UBNTING S2UU MIS Samanads n133ann
Ul MUl TEI LY UssanlnTung WAENIIINTIEIUAT gy
AR ENITY msﬁiﬂﬂauaﬁimummvuu TPS

4. i‘”UUﬂuuauuﬂﬁmmﬁu’Lﬂ (Decision support system - DSS). s2ul DSS Wuseuy
ﬂm'mu’]m'ﬁ"uu MIS szuu DSS ﬁ]m’mu'mmﬂummmmﬂvwﬁmum‘smwﬂu'ﬂau'[mﬂ
'lmaua’uﬂﬁ'ﬁmnmmmmmuu’m amwmﬁu’lmum'imﬂﬁu'lmaanﬂ’maaﬂﬂmm'vﬁu Jeuy
DSS NWINTSmsTEN BN LLAAT VA AR A TS Ut AN AN g ﬂmmmmﬂ'}‘m
winw

5. sruvalUaYuEUSNYT ( Executive Support System - ESS). 3¥Ul ESS iia
ﬁfm’lumimmauiﬂLm“ﬁ'}mﬂauwu‘lwrm TMITTHUGS TTUL ESS aw‘iﬂauamaminwﬂu
WAN319119A I :Jmimu'}muﬂwmsammﬂamuﬁuﬂme g ﬂmmsﬂﬂmmwmsvuu DSS

Wivnrawiwaslissundy 9 uanwilaanTTuUAING1E ALY

1. aariruzrasiy metnsuumaluladsnsaunanld fdwudiaia an via Lifiuase
AT NHARGS?
o & el
[ 11. Wsau [ ]2 lliua [ 13, anas
+“ lﬁ' = L 8 | =l o i L 1
2. dilmaRacandatunsusiinithssuumalulatiasaunaAdaiganild vinuastszann
@ = ' a . s [y a4 a X '
mstevTaladnnafinnands (Productivity) Ipedawbaiiniuminle?
a a | =
UTEN M. % lasdaafedail 31ndae 3 Uik
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] & ' L Y = oA ‘ w & i
3. MmusaAuwlinrainm aisnasisasrIenrasiviulsguuinduagls? anw

: = a P ' A & = y =t P
F*I’J’INLﬁu“E!E]\‘JYI']u ATIPAHNANARUSIUT™HNADIVIUNNAL RAAY ‘HiEﬂ,NNﬂ’W‘SLﬂaBu Ltﬂa\ﬁﬂ 5],?

- &
[ ]1. AN

[ 12 Wumswdsuudads q [

13. anad

5. dayathaanuianntuel (Informant Personal Data)

—

(o)}

o

[

TUANATBOL:

[ I N SR )

Tl ANATW:

a4
IRtV )< I
CTNSAWT

LNF

SN e il
. ANTAN®N

- HAUAWATANTH

=l

] pndEganes [ ] Usauened

] USeueyrinugeganan

IGEEGIGE [ ]ldam

] “~ as & o
FIUIWFNINUDIATOUATY (TIUTHATVNULEDY)...oeeeee AU

gavauanuiiuagirimiumiianuiniinfmed
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u
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Appendix 21
Glossary

Artificial intelligence (A1): A branch of compulter technology that aims to
produce in a computerized system behavior which, if observed in a living
organism, would be considered evidence of intelligence or thinking.

(p. 23)

Assembly language: A low level programming language in which each
instruction corresponds to a single machine action. It is lengthy to write,
but gives the programmer precise control over the hardware functions.
High level languages often have some provision to insert assembly
language sequences, (p. 95)

Barcode reader: A point of sale scanning device which reads a standardized
code printed on a product container, identifying the product.

Cash register: Cash registers, as used for instance in a department store, are
now commonly computerized and employ a barcode reader. They
constitute a specific type of transaction processing system.

Chaotic: Showing extremely complex behavior, not predictable in practice,
evenif determined by initial conditions. Far achaotic system, a very small
change in the input, or other relevant variables, can produce a very large
change in the outpuot. {p. I5)

Ciient/server: A networked system in which a high speed, high capacity
computer provides database and processing services to a large number
of interlinked terminals. (p. 98)

COBOL: Common Business-Oriented Language, a compiled programming
language, using English-like instructions, suitable for applications
accessing large volumns of data. {p. 95)

Concentrator: In a network system, 4 device that combines signals from
several terminals, into one or more signals which are then sent to their
destination.

Digital camera: An electronic camera which converts the image of the scene
or objectphotographed into digital form and stores it for later retrieval,
which may inciude entry into a computer storage system.

Digitizer: A direct entry device that uses a stylus to trace the outline of a
drawing or diagramme and converts the image into digital form to be
stored and displayed by the computer.

Distributed database system: A database, the various components of which
are distributed among the separate computers in a network. This can
improve performance. (p. 27)

Expert system: A type of decision support system that employs an extensive
database and decision rules to simulate the decision making processes of
an expert in a specific field, e.g. a doctor diagnosing a disease from
symptoms and clinical tests. (p. 23)

Gross Domestic Product (GDP): The total money value of all final goods and
services produced by a national economy over a one year period. (p. 36)

Gross National Product (GNP): The total money value of all final goods and
services produced by an economy over a one year period plus net
property income from abroad. {p. 3)
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Integrated Services Digital Network (ISDN): A worldwide digital
communication network, carrying multimedia transmission, intended to
eventually replace existing telephone service. (p. 64)

Just-in-time (JIT): A principle of Japanese management: Large inventories are
avoided by having materials and parts delivered in the immediately
required quantity, as and where required. {p. 46)

Laptops: A laptop computer is a portable computer equipped with a flat °
display screen and weighing 8-20 pounrds. The top of the computer
opens up like a clamshell to reveal the screen.

Local Area Network (LAN). A LAN is a local network consisting of
microcomputers or workstations, with possibly a central server, using a
network operating system, linked through a communications sysiem.

Macintosh: Macintosh computers, manufactured by Apple Corporation, are
based on a Motorola CPU, as opposed to the Intel CPU used by IBM-
compatibles. Until recently, this meant that software developed for
gither system could not be run on the other. A movement is now under
way to render the two systems compatible.

Mainframe computer: A large, high speed and high capacity computer capable
of simultaneousiy serving up to a thousand or more individual terminals.
(p. 16)

Microcomputers: Small computers that can fit on a desktop or in one's
briefcase. There are two types of microcomputers: (1) personal
computers {PCs), and {2) workstations.

Minicomputer: A high speed, high capacity computer, smaller than a
mainframe, but capable of serving a network of individeal terminals, and
not requiring a specially controlled environment. (p. 16)

Net Profit Margin (NPM}): The difference between the setling price of a firm's
products and the production and sales costs. (p. 63)

Network computer: Refers to the linking of two or more computers through
communications lines, employing a network operating system, enabling
users to share databuses, programs and peripherals.

Newly Industrialized Country (NIC}: A country in which the economy may be
still largely based on agricniture or mineral products, but which has
diversified its industrial base by establishing new manufacturing
industries. (p. 3)

Nonlinear: Showing behavior which must be modeled by a nonlinear
differential equation. Nonlinear systems are frequently chaotic. (p. 15)

Notebooks: A neotebook computer is a portable computer that weighs 4-7.5
pounds and is roughly the size of a thick notebook, perhaps 8 1/2 x 11
inches. Notebook PCs can easily be tucked into a briefcase or backpack or
simply under one's arm.

0S/2: A multitasking operating system, that can also be used for networking
and is compatible with most M5-DOS applications. (p. 94)

Palmtops: These are computers small enough te be held in one hand.
Otherwise they use the same software as a desktop PC.

Personal Digital Assistants {PDAs}: A PDA is a small, handheld computer,
typically weighing | to 4 pounds. Input is by a stylus that writes oun the
screen; and the computer combines personal organizational tools and
communication capabilities.
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Relational database: A database that stores information in tables, and
conducts searches by using data in specified columns of one table to [ind
data in another table, (p. 98)

Router: In a network system, a device which directs transmitted messages
through the most efficient available route; or which acts as alink between
interconnected LANs,

Scanner: A direct entry device that scans a document and converts text and
images into digital form for storage in the computer.

Stand-atone computer: Refers to the use of asingle computer by a single user,
not connected to other computers.

Structured query language (SQL): A type of programming language having a
specific application to database management, (p. 95)

Subnotebooks: A subnotebookis asmaller version of the notebook computer,
typicallyweighing 2 to 6 pounds. They thus have the advantage of easy
portability for a frequentily travelling user.

Supercomputers: Supercomputers are the most powerful computers up to
date, achieving very high speeds by vector or parallel processing,
employed for tasks requiring massive, repetitive numerical calculations.

Systems Network Architecture (SNA): An IBM network communications
standard, allowing different models of computers to exchange and
process data. (p. 98)

TCP/IP: Transport Control Protocol/ Interface Program, a software protocol
for communication between computers, developed by the US Department
of Defense. (p. 99)

UNIX: A multitasking operating system originally developed for use on
minicomputers. Thare have been many versions, A recent and popular
version is LINUX. It could become an effective competitor to Microsoft
operating systems. (p. 98)

Value added: The difference between the value of a company's ou:put and the
cost of the input materials, components or services brought in to produce
the output: that is, the increased value due to the processes of production
and marketing. (p. 43)

Video Graphics Array (VGA) card: A circunit board that handles the output
from the CPU to the monitor. The resolution and number of colors
available depend primarily on the amount of memory included with the
VGA circuit board.

Wholesale Price Index: The weighted average of the wholesale prices of goods
and services produced by an economy over aspecified period of time, e.g.
a month or year, measured relative to the value for a base period, and
used as an indicator of infiation. {p. 58)

Workstation: A powerful computer, used aione or networked, with
considerable calculating and graphics capability. With advancing
technology and decreasing cost, the distinction between workstations
and personal computers (PCs) is becoming blurred. (p. 11)



