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ABSTRACT

The objectives of this study, “Designation of Personal Key Performance Indicators for the
Chiang Mai Customer Service Sector TOT Corporation Public Company Limited” was to design key
performance indicators for the Chiang Mai customer service sector, TOT Corperation Public
Company Limited. The method used in this study was analyzing personnel’s role. The principle data
was collected from 3 parts; studying strategies and indicators in organizational level and the Chiang Mai
customer service sector, interviewing 13 heads of each sector on their opinions toward job
management, and using questionnaires making enquiry among 130 officers in the Chiang Mai
custommer service sector about the appropriate job description and indicators. The principle data gained
from the study will be used in designing 4 key performance indicators which were financial
perspective, customer perspective, internal process perspective, and learning and growth perspective.
From the study about the opinion towards the appropriate job description and indicators, it was
found that the head of each sector had a policy to encourage their officers to increase their performance
skills and to change the officer’s undesirable behaviors such as the arrival time, and the careful and
thoughtful performance. Officers in every sector agreed on the responsibilities which using vehicle in their
performance. They contacted outsider customers, however, they did not pay enough attention on failure

performance which required damage compensation and could affect serious disgrace towards




organization’s image. Besides, they had sirnilar opinion on the appropriate indicators in various duties, for
example, the financial perspective indicator such as the amount of the public utility expense in average to
the responsible area of the officer which declined from last month, the customer perspective indicator such
as the amount of customer’s complaint towards delayed work per month, the internal process perspective
indicator such as the time of handing over the goods per job, and the learning and growth perspective
indicator such as the amount of training hour about job responsibilities per year. Moreover, they had opinion
that the appropriate indicators were different from job responsibilities. For example, audit and maintenance
performance was in accordance with the performance perspective indicator which was the amount of time
of the out of order event per month, and the time in resurrecting the situation within the expected time per
time,

The study of designing the personal key performance indicators by comparing opinion
data with the indicators in the sector level and finding supporting reasons in assigning the indicator
found that the indicators in every sector were similar and in accordance with job description. The
fmancial perspective indicators were the amount of the public utility expense in average to the
responsible area of the officer which declined from last month, and the amount of the expense due to
the failure of officer’s performance per month. The customer perspective indicators were the amount
of customer’s complaint towards impolite service per month, and the amount of customer’s complaint
towards delayed work per month. The internal process perspective indicator were the time of handing
over the goods to customer per job, the ratio of incomplete job within the expected time per month, the
amount of failure performance per month, and the amount of sick leave, late arrival of officer per year.
The learning and growth perspective indicators were the amount of training hour about job
responsibilities, and the amount of training hour about information technology per year.

Moreover, some personnel key performance indicators of every sector were different
depending on job description of each sector. For example, the customer service sector was responsible
for instigating the remaining debt. The internal process perspective indicator for this sector was the
amount of numbers which remained debt over the expectation per month.

'Iherefore, it was suggested that in designing the personnel key performance indicators,
the organization should provide knowledge about assessment system by using the indicators with
officer before applying within the organization. Besides, the organization should clearly assign officer

responsible to each indicator, and study in details about the quality of the indicators.




