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«‘∏’‡√’¬π®“°·™¡ªá

‡æ◊ËÕ„Àâ°“√‡√’¬π√Ÿâ‡ªìπ≈”¥—∫·≈–‡¢â“„®ßà“¬∑’Ë ÿ¥ Àπ—ß ◊Õ‡≈à¡π’È ‰¥âÕÕ°·∫∫‚§√ß √â“ß
‡π◊ÈÕÀ“„π·μà≈–À¡«¥ÕÕ°‡ªìπ 4  à«π ¥—ßπ’È

‡°≥±å√“ß«—≈

‡°≥±å√“ß«—≈§ÿ≥¿“æ·Ààß™“μ‘„π·μà≈–À¡«¥·∫àß‡π◊ÈÕÀ“¢Õß¢âÕ°”Àπ¥ÕÕ°‡ªìπ
3  à«π (¥—ß· ¥ß„πÀπâ“∂—¥‰ª) §◊Õ ¢âÕ°”Àπ¥æ◊Èπ∞“π ¢âÕ°”Àπ¥‚¥¬√«¡ ·≈–
¢âÕ°”Àπ¥μà“ßÊ ‡π◊ÈÕÀ“„π à«ππ’È®–§—¥≈Õ°¢âÕ°”Àπ¥æ◊Èπ∞“π ·≈–¢âÕ°”Àπ¥‚¥¬√«¡
¡“„Àâ ‡æ◊ËÕ™à«¬„ÀâºŸâÕà“π “¡“√∂‡™◊ËÕ¡‚¬ß°—∫μ—«Õ¬à“ß°“√ªØ‘∫—μ‘¢Õß·™¡ªá‰¥âßà“¬Ê ‚¥¬
‰¡àμâÕß‡ ’¬‡«≈“æ≈‘°À“®“°Àπ—ß ◊Õ‡°≥±å√“ß«—≈ Õ¬à“ß‰√°Áμ“¡ À“°ºŸâÕà“πμâÕß°“√Õà“π
√“¬≈–‡Õ’¬¥¢Õß¢âÕ°”Àπ¥μà“ßÊ „Àâ»÷°…“®“°Àπ—ß ◊Õ‡°≥±å√“ß«—≈§ÿ≥¿“æ·Ààß™“μ‘‚¥¬μ√ß

®ÿ¥ª√– ß§å

‡π◊ÈÕÀ“„π à«ππ’È ®–Õ∏‘∫“¬®ÿ¥ª√– ß§å¢Õß¢âÕ°”Àπ¥„π·μà≈–À¡«¥Õ¬à“ß —ÈπÊ ‡æ◊ËÕ
μÕ°¬È”§«“¡‡¢â“„®¢ÕßºŸâÕà“π °àÕπ∑’Ë®–»÷°…“μ—«Õ¬à“ß°“√ªØ‘∫—μ‘¢Õß·™¡ªá
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‡√’¬π®“°·™¡ªá

‡π◊ÈÕÀ“„π à«ππ’È ®–‡ªìπ°“√· ¥ßμ—«Õ¬à“ß°“√ªØ‘∫—μ‘∑’Ë¥’¢Õß·™¡ªá ´÷Ëß§—¥ √√
¡“„Àâ‡ªìπμ—«Õ¬à“ß ‡æ◊ËÕ„™â‡∑’¬∫‡§’¬ß°—∫°“√ªØ‘∫—μ‘¢ÕßÕß§å°√¢Õß‡√“ ‚¥¬ºŸâ‡¢’¬π®–
 Õ¥·∑√°·π«§‘¥ Approach, Deploy, Learning, Integration ‡æ◊ËÕ„Àâ‡°‘¥
§«“¡‡¢â“„®Õ¬à“ß≈÷° ÷́Èß ·≈– “¡“√∂π”‰ªª√–¬ÿ°μå„™âμàÕ‰¥âßà“¬Ê

Àπ∑“ß Ÿà·™¡ªá

μ√ßπ’È®–‡ªìπ‡π◊ÈÕ∑’Ë«à“ß ‡æ◊ËÕ„ÀâºŸâÕà“π À√◊ÕÕß§å°√ ‰¥â∫—π∑÷°º≈°“√‡√’¬π√Ÿâ ·≈–
º≈°“√‡∑’¬∫‡§’¬ß√–À«à“ß°“√ªØ‘∫—μ‘¢ÕßÕß§å°√∑’Ë‡ªìπÕ¬Ÿà„πªí®®ÿ∫—π°—∫ ‘Ëß∑’Ë·™¡ªá∑” ‡æ◊ËÕ
§âπÀ“‚Õ°“ æ—≤π“ ŸàÕß§å°√∑’Ë¡’°“√®—¥°“√·≈–¡’º≈°“√¥”‡π‘π°“√∑’Ë‡ªìπ‡≈‘» ‚ª√¥√–≈÷°
Õ¬Ÿà‡ ¡Õ«à“ Àπâ“π’È ”§—≠∑’Ë ÿ¥ À“°‡√’¬π√Ÿâ·≈â«‰¡àπ”¡“‡∑’¬∫‡§’¬ß ·≈–À“‚Õ°“ æ—≤π“
Õ¬à“ß®√‘ß®—ß ·≈–π”≈ß Ÿà°“√ªØ‘∫—μ‘Õ¬à“ß¡ÿàß¡—Ëπ ®–‰¡à¡’Õ–‰√‡°‘¥¢÷Èπ‡≈¬°—∫Õß§å°√ ·≈–
Ωíπ∑’ËÕ¬“°‡ªìπÕß§å°√∑’Ë¡’°“√®—¥°“√·≈–º≈°“√¥”‡π‘π°“√∑’Ë‡ªìπ‡≈‘» °Á§ß‡ªìπ‡æ’¬ß·§à
Ωíπ≈¡Ê ·≈âßÊ ‡∑à“π—Èπ‡Õß
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À¡“¬‡≈¢À—«¢âÕ §–·ππ¢ÕßÀ—«¢âÕ §–·ππ¢ÕßÀ—«¢âÕ
ª√–‡¿∑¢Õß¢âÕ¡Ÿ≈À√◊Õ “√ π‡∑»∑’ËÕß§å°√

μâÕßμÕ∫„πÀ—«¢âÕπ’È

™◊ËÕÀ—«¢âÕ
¢Õß¢âÕ°”Àπ¥æ◊Èπ∞“π

∑—ÈßÀ¡¥

¢âÕ°”Àπ¥‚¥¬√«¡
¢ÕßÀ—«¢âÕ

·¬°‡ªìπ·μà≈–‡√◊ËÕß
∑’Ë§«√æ‘®“√≥“

À¡“¬‡≈¢∑’Ë®–æ∫
§”Õ∏‘∫“¬À—«¢âÕ

ª√–‡¥Áπæ‘®“√≥“

¢âÕ°”Àπ¥μà“ßÊ
∑’Ë‡ªìπ§”∂“¡

„π·μà≈–ª√–‡¥Áπ
æ‘®“√≥“

À¡“¬‡Àμÿ
¡’®ÿ¥ª√– ß§å‡æ◊ËÕ
1. Õ∏‘∫“¬§”»—æ∑å
 ·≈–¢âÕ°”Àπ¥∑’Ë
  ”§—≠„Àâ™—¥‡®π
2. „Àâ§”·π–π”
 „π°“√μÕ∫ 
3. √–∫ÿÀ√◊ÕÕ∏‘∫“¬
 §«“¡‡™◊ËÕ¡‚¬ß
 ∑’Ë ”§—≠

À¡“¬‡Àμÿ :

À¡“¬‡Àμÿ 1 «‘ —¬∑—»πå¢ÕßÕß§å°√ (1.1°.(1)) §«√‡ªìπμ—«°”Àπ¥∫√‘∫∑¢Õß«—μ∂ÿª√– ß§å
 ‡™‘ß°≈¬ÿ∑∏å·≈–·ºπªØ‘∫—μ‘°“√∑’Ë‰¥âÕ∏‘∫“¬‰«â„πÀ—«¢âÕ 2.1 ·≈– 2.2
À¡“¬‡Àμÿ 2 Õß§å°√∑’Ë¡’§«“¡¬—Ëß¬◊π (1.1°.(3)) ‡ªìπÕß§å°√∑’Ë “¡“√∂μÕ∫ πÕßμàÕ
 §«“¡®”‡ªìπ∑“ß∏ÿ√°‘®„πªí®®ÿ∫—π √«¡∑—Èß¡’§«“¡§≈àÕßμ—«·≈–°“√∫√‘À“√®—¥°“√
 ‡™‘ß°≈¬ÿ∑∏å∑’Ë∑”„ÀâÕß§å°√¡’§«“¡æ√âÕ¡μàÕ ¿“æ·«¥≈âÕ¡∑“ß∏ÿ√°‘®·≈–μ≈“¥
 „πÕπ“§μ „π∑’Ëπ’È·π«§‘¥‡√◊ËÕßπ«—μ°√√¡ √«¡∂÷ßπ«—μ°√√¡∑—Èß¥â“π‡∑§‚π‚≈¬’
 ·≈–π«—μ°√√¡¢ÕßÕß§å°√∑’Ë®–∑”„ÀâÕß§å°√ª√– ∫§«“¡ ”‡√Á®„πÕπ“§μ 
À¡“¬‡Àμÿ 3 °“√¡ÿàß‡πâπ°“√ªØ‘∫—μ‘°“√ (1.1¢.(2)) μâÕß§”π÷ß∂÷ß∫ÿ§≈“°√·≈– ‘π∑√—æ¬å
 ∑’Ë®—∫μâÕß‰¥â (hard assets) √«¡∂÷ß°“√ª√—∫ª√ÿßº≈‘μ¿“æ∑’Ë¥”‡π‘π°“√Õ¬Ÿà
 ÷́ËßÕ“®∫√√≈ÿ‰¥â ‚¥¬°“√≈¥¢Õß‡ ’¬À√◊Õ≈¥√Õ∫‡«≈“ ·≈–Õ“®„™â‡∑§π‘§ 
 ‡™àπ Six Sigma, Lean Production ·≈–°“√ªØ‘∫—μ‘°“√‡æ◊ËÕ„Àâ∫√√≈ÿ«—μ∂ÿª√– ß§å
 ‡™‘ß°≈¬ÿ∑∏å¢ÕßÕß§å°√ 
À¡“¬‡Àμÿ 4 º≈≈—æ∏å°“√¥”‡π‘π°“√¢ÕßÕß§å°√§«√√“¬ß“π„πÀ—«¢âÕ 7.1-7.6 

 §”Õ∏‘∫“¬‡æ‘Ë¡‡μ‘¡¢ÕßÀ—«¢âÕ„Àâ¥Ÿ∑’ËÀπâ“ 65

 „ÀâÕ∏‘∫“¬°“√¥”‡π‘π°“√∑’ËºŸâπ”√–¥—∫ Ÿß„™â„π°“√™’Èπ”·≈–∑”„ÀâÕß§å°√¬—Ëß¬◊π √«¡∑—ÈßÕ∏‘∫“¬
°“√¥”‡π‘π°“√∑’ËºŸâπ”√–¥—∫ Ÿß ◊ËÕ “√°—∫æπ—°ß“π ·≈–°√–μÿâπ„Àâ¡’º≈°“√¥”‡π‘π°“√∑’Ë¥’

 „ÀâÕß§å°√μÕ∫§”∂“¡μàÕ‰ªπ’È

°. «‘ —¬∑—»πå·≈–§à“π‘¬¡ 

(1) ºŸâπ”√–¥—∫ Ÿß¥”‡π‘π°“√Õ¬à“ß‰√„π°“√°”Àπ¥«‘ —¬∑—»πå·≈–§à“π‘¬¡ ºŸâπ”√–¥—∫ Ÿß
 ¥”‡π‘π°“√Õ¬à“ß‰√„π°“√∂à“¬∑Õ¥«‘ —¬∑—»πå·≈–§à“π‘¬¡ ‚¥¬ºà“π√–∫∫°“√π”Õß§å°√
 ‰ª¬—ßæπ—°ß“π∑ÿ°§π ºŸâ àß¡Õ∫·≈–§Ÿà§â“∑’Ë ”§—≠ √«¡∑—Èß≈Ÿ°§â“ (*) ‡æ◊ËÕπ”‰ªªØ‘∫—μ‘
 °“√ªØ‘∫—μ‘μπ¢ÕßºŸâπ”√–¥—∫ Ÿß –∑âÕπ∂÷ß§«“¡¡ÿàß¡—ËπμàÕ§à“π‘¬¡¢ÕßÕß§å°√Õ¬à“ß‰√ 
(2) ºŸâπ”√–¥—∫ Ÿß¥”‡π‘π°“√Õ¬à“ß‰√„π°“√ √â“ß∫√√¬“°“»‡æ◊ËÕ àß‡ √‘¡ ·≈–„Àâ¡’æƒμ‘°√√¡ 
 ∑’ËªØ‘∫—μ‘μ“¡°ÆÀ¡“¬·≈–¡’®√‘¬∏√√¡
(3) ºŸâπ”√–¥—∫ Ÿß¥”‡π‘π°“√Õ¬à“ß‰√„π°“√ √â“ßÕß§å°√„Àâ‡ªìπÕß§å°√∑’Ë¡’§«“¡¬—Ëß¬◊π
 ºŸâπ”√–¥—∫ Ÿß¥”‡π‘π°“√Õ¬à“ß‰√„π°“√ √â“ß∫√√¬“°“»‡æ◊ËÕ„Àâ‡°‘¥°“√ª√—∫ª√ÿß 
 º≈°“√¥”‡π‘π°“√ °“√∫√√≈ÿ«—μ∂ÿª√– ß§å‡™‘ß°≈¬ÿ∑∏å π«—μ°√√¡ ·≈–§«“¡§≈àÕßμ—«
 ¢ÕßÕß§å°√ ºŸâπ”√–¥—∫ Ÿß¥”‡π‘π°“√Õ¬à“ß‰√„π°“√ √â“ß∫√√¬“°“»‡æ◊ËÕ„Àâ‡°‘¥°“√‡√’¬π√Ÿâ
 ∑—Èß„π√–¥—∫Õß§å°√·≈–æπ—°ß“π ºŸâπ”√–¥—∫ Ÿß¡’ à«π√à«¡‚¥¬μ√ßÕ¬à“ß‰√„π°“√«“ß·ºπ
  ◊∫∑Õ¥μ”·Àπàß ·≈–°“√æ—≤π“ºŸâπ”„πÕπ“§μ¢ÕßÕß§å°√

¢. °“√ ◊ËÕ “√·≈–º≈°“√¥”‡π‘π°“√¢ÕßÕß§å°√ 

(1) ºŸâπ”√–¥—∫ Ÿß¥”‡π‘π°“√Õ¬à“ß‰√„π°“√ ◊ËÕ “√ °“√„ÀâÕ”π“®„π°“√μ—¥ ‘π„® ·≈–°“√®Ÿß„® 
 æπ—°ß“π∑ÿ°§π∑—Ë«∑—ÈßÕß§å°√ ºŸâπ”√–¥—∫ Ÿß¥”‡π‘π°“√Õ¬à“ß‰√„π°“√°√–μÿâπ„Àâ‡°‘¥°“√
  ◊ËÕ “√∑’Ëμ√ß‰ªμ√ß¡“·≈–‡ªìπ‰ª„π≈—°…≥– Õß∑‘»∑“ß∑—Ë«∑—ÈßÕß§å°√ ºŸâπ”√–¥—∫ Ÿß
 ¡’∫∑∫“∑Õ¬à“ß®√‘ß®—ß„π‡√◊ËÕß°“√„Àâ√“ß«—≈·≈–°“√¬°¬àÕß™¡‡™¬æπ—°ß“πÕ¬à“ß‰√
 ‡æ◊ËÕ‡ √‘¡ √â“ß„Àâ‡°‘¥º≈°“√¥”‡π‘π°“√∑’Ë¥’ √«¡∑—Èß°“√¡ÿàß‡πâπ≈Ÿ°§â“·≈–∏ÿ√°‘® 
(2) ºŸâπ”√–¥—∫ Ÿß¥”‡π‘π°“√Õ¬à“ß‰√„π°“√∑”„Àâ‡°‘¥°“√¡ÿàß‡πâπ°“√ªØ‘∫—μ‘°“√‡æ◊ËÕ∫√√≈ÿ
 «—μ∂ÿª√– ß§å¢ÕßÕß§å°√ ª√—∫ª√ÿßº≈°“√¥”‡π‘π°“√ ·≈–∫√√≈ÿ«‘ —¬∑—»πå„π°“√§“¥À«—ß
 º≈°“√¥”‡π‘π°“√¢ÕßÕß§å°√π—Èπ ºŸâπ”√–¥—∫ Ÿß§”π÷ß∂÷ß°“√¡ÿàß‡πâπ°“√ √â“ß§ÿ≥§à“
 ·≈–∑”„Àâ‡°‘¥§«“¡ ¡¥ÿ≈¢Õß§ÿ≥§à“√–À«à“ß≈Ÿ°§â“·≈–ºŸâ¡’ à«π‰¥â à«π‡ ’¬Õ◊ËπÕ¬à“ß‰√

1.1 °“√π”Õß§å°√‚¥¬ºŸâπ”√–¥—∫ Ÿß (70 §–·ππ)                    °√–∫«π°“√

√√ŸŸª·∫∫Àª·∫∫À——«¢«¢ââÕÕ
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>>>>

√Ÿâ®—°·™¡ªá

°àÕπ∑’Ë®–∑”°“√‡√’¬π√Ÿâ®“°·™¡ªá ¢Õ·π–π”„Àâ∑ÿ°∑à“π√Ÿâ®—°·™¡ªá°—π°àÕπ ‡æ◊ËÕ∑”
§«“¡‡¢â“„® ≈—°…≥–¢ÕßÕß§å°√ ≈—°…≥–¢Õß∏ÿ√°‘® ªí≠À“·≈–§«“¡∑â“∑“¬∑’Ë‡º™‘≠ ·≈–·π«∑“ß
∑’Ë„™â„π°“√ª√—∫ª√ÿßº≈°“√¥”‡π‘π°“√ ́ ÷Ëß·™¡‡ªïô¬π∑’Ë‡√“®–»÷°…“‡√’¬π√Ÿâ„π§√—Èßπ’È ¡’¥â«¬°—π 3 Õß§å°√
§◊Õ

∫√‘…—∑ Caterpillar Financial Services 2003 MBNQA Winner
∫√‘…—∑ Medrad 2003 MBNQA Winner
∫√‘…—∑ Boeing Aerospace Support 2003 MBNQA Winner

CATERPILLAR FINANCIAL SERVICE (CFSC)

CFSC ‡ªìπ∫√‘…—∑„π°≈ÿà¡ Caterpillar °àÕμ—Èß‡¡◊ËÕªï §». 1981 μ—ÈßÕ¬Ÿà∑’Ë‡¡◊Õß
Nashville √—∞‡∑π‡π ´’  À√—∞Õ‡¡√‘°“ „Àâ∫√‘°“√¥â“π°“√‡ß‘π·°à≈Ÿ°§â“∑’Ë ◊́ÈÕº≈‘μ¿—≥±å¢Õß
Caterpillar ¡’¬Õ¥„Àâ°Ÿâ¬◊¡ 14 æ—π≈â“π‡À√’¬≠ À√—∞ ®—¥‡ªìπÕ—π¥—∫∑’Ë 2 √Õß®“° IBM Credit

≈Ÿ°§â“¢Õß CFSC ·∫àß‡ªìπ 3 °≈ÿà¡À≈—° §◊Õ 1. Business Unit ¢Õß Caterpillar ‡Õß
2. ºŸâ®—¥®”Àπà“¬ ·≈– 3. ºŸâ „™âº≈‘μ¿—≥±å¢Õß Caterpillar

>
>
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CFSC „Àâ∫√‘°“√¥â“π°“√‡ß‘π§√∫«ß®√ ‚¥¬·∫àß‡ªìπ Installment Sales Contracts
20% Tax Leases 20% Wholesale Financing 17% Financial Leases (non-tax) 16%
Dealer Loans 8% Government Lease-Purchase Contracts 1%

CFSC ·∫àßºŸâ¡’ à«π‰¥â à«π‡ ’¬∑—ÈßÀ¡¥‡ªìπ 4 °≈ÿà¡ §◊Õ
● ‡æ◊ËÕ≈Ÿ°§â“ CFSC ¡ÿàß¡—Ëπ∑’Ë®–‡ªìπºŸâπ”¥â“ππ«—μ°√√¡°“√„Àâ∫√‘°“√∑“ß°“√‡ß‘π

·°à≈Ÿ°§â“
● ‡æ◊ËÕæπ—°ß“π CFSC ®–¡’°“√∑‘»∑“ß‡™‘ß°≈¬ÿ∑∏å∑’Ë™—¥‡®π ·≈– √â“ß √√§å„Àâ‡°‘¥

§à“π‘¬¡√à«¡ (Shared Values) ®π‡ªìπ™’«‘μª√–®”«—π¢Õß∑ÿ°§π
● ‡æ◊ËÕºŸâ∂◊ÕÀÿâπ CFSC ¡ÿàß¡—Ëπ∑’Ë®–‡æ‘Ë¡¡Ÿ≈§à“„Àâ·°à∫√‘…—∑‚¥¬ ‡ πÕ∑“ß‡≈◊Õ°∑’Ë‡ªìπ

π«—μ°√√¡„À¡àÊ ¥â“π∫√‘°“√∑“ß°“√‡ß‘π ·≈–‰¥â√—∫§à“μÕ∫·∑π°“√≈ß∑ÿπ∑’Ë·πàπÕπ
● ‡æ◊ËÕ™ÿ¡™π·≈– —ß§¡ CFSC ¡ÿàß¡—Ëπ∑’Ë®–ªØ‘∫—μ‘μàÕ∑—Èß ∂“π∑’Ë∑”ß“π ·≈–‚≈°¢Õß

‡√“¥â«¬§«“¡‡Õ“„ à„®¥Ÿ·≈

CFSC °”Àπ¥«‘ —¬∑—»πå æ—π∏°‘® §à“π‘¬¡ ·≈–ªí®®—¬ Ÿà§«“¡ ”‡√Á®¢ÕßÕß§å°√‰«â¥—ßπ’È

VisionVision
We will be a significant reason customers select caterpillar worldwide.
We will leverage our intellectual capital to deliver customer-driven 
solutions and enhance shareholder value.
We will grow on our strong foundation as a caring and learning organization.

MissionMission
Helping Caterpillar and our customers succeed through financial  
service excellence

Critical Success FactorsCritical Success Factors

Vision

Mission
Critical Success Factors

Strategy
6 Sigma

Shared Values

Shared ValuesShared Values

- Customer Satisfaction - Employee Satisfaction
- Growth - Leadership
- Reliable Returns - World-class Core Processes

We are people of integrity who respect and care for others in our workplace
and our world.
We are driven by the freedom and responsibility to
exceed expectations of those we work with and serve.
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CFSC ¡’æπ—°ß“π∑—Èß ‘Èπ 734 §π ™“¬·≈–À≠‘ß„π —¥ à«π∑’Ë‡∑à“°—π √âÕ¬≈– 74
®∫°“√»÷°…“√–¥—∫Õπÿª√‘≠≠“¢÷Èπ‰ª √âÕ¬≈– 15 ®∫√–¥—∫ª√‘≠≠“μ√’¢÷Èπ‰ª ‰¡à¡’ À¿“æ·√ßß“π
¡’°“√®—¥ «— ¥‘°“√„Àâæπ—°ß“πÕ¬à“ß¥’®π‰¥â√—∫°“√®—¥Õ—π¥—∫‡ªìπÀπ÷Ëß„π 20 Õß§å°√¢Õß
 À√—∞Õ‡¡√‘°“∑’Ë¡’ «— ¥‘°“√¬Õ¥‡¬’Ë¬¡

CFSC ¡’°“√„™â‡∑§‚π‚≈¬’ “√ π‡∑»∑’Ë∑—π ¡—¬ ª√–°Õ∫¥â«¬√–∫∫ FinancExpress
÷́Ëß‡ªìπ E-commerce solution ¥â“π°“√ª≈àÕ¬°Ÿâ √–∫∫ AccountExpress  ”À√—∫

ºŸâ®—¥®”Àπà“¬·≈–≈Ÿ°§â“ √–∫∫ CustomerExpress  ”À√—∫¥â“π≈Ÿ°§â“ —¡æ—π∏å

√–∫∫∏√√¡“¿‘∫“≈¢Õß CFSC ª√–°Õ∫¥â«¬ §≥–°√√¡°“√®”π«π 9 §π ∑’Ë¡’™◊ËÕ«à“
Business Excellence Council ´÷Ëß®–ª√–™ÿ¡∑ÿ°‡¥◊Õπ‡æ◊ËÕ∑∫∑«πº≈°“√¥”‡π‘π°“√·≈–
°≈¬ÿ∑∏å¢Õß∫√‘…—∑ ·≈–∂Ÿ°μ√«® Õ∫‚¥¬ Audit Committee ∑’Ë‡ªìπÕ‘ √–

§«“¡∑â“∑“¬‡™‘ß°≈¬ÿ∑∏åÀ≈—°∑’Ë CFSC ‡º™‘≠Õ¬Ÿà‰¥â·°à °“√∑’ËμâÕß‡μ‘∫‚μ„πμ≈“¥∑’Ë
Õ‘Ë¡μ—« °“√ª√—∫‡ª≈’Ë¬π à«πº ¡¢Õß∫√‘°“√·≈–μ≈“¥‡æ◊ËÕ‡æ‘Ë¡°“√‡μ‘∫‚μ º≈‘μ¿“æ ·≈–§«“¡
 “¡“√∂„π°“√∑”°”‰√ °“√‡μ‘∫‚μÕ¬à“ß√«¥‡√Á«¢Õß°“√„™â‡∑§‚π‚≈¬’„π°“√„Àâ∫√‘°“√∑”„ÀâμâÕß
‡√àßª√—∫μ—«„Àâ∑—π°—∫§«“¡§“¥À«—ß¢Õß≈Ÿ°§â“ §«“¡´—∫ ấÕπ¢Õß∏ÿ√°‘®∑’Ëπ—∫«—π®–‡æ‘Ë¡¢÷Èπ ·≈–
 ÿ¥∑â“¬§◊Õ°“√¥÷ß¥Ÿ¥∫ÿ§≈“°√∑’Ë¡’§«“¡√Ÿâ§«“¡ “¡“√∂·≈–∏”√ß√—°…“‰«â„πÕß§å°√„Àâπ“π∑’Ë ÿ¥

‡§√◊ËÕß¡◊Õ∑’Ë CFSC „™â„π°“√ª√—∫ª√ÿßº≈°“√¥”‡π‘π°“√ Ÿà§«“¡‡ªìπ‡≈‘» ‰¥â·°à
● °“√æ—≤π“Õß§å°√μ“¡‡°≥±å Baldrige
● °“√„™â Six Sigma „π°“√æ—≤π“§ÿ≥¿“æ·≈–º≈°“√¥”‡π‘π°“√
● °“√®—¥‚§√ß √â“ßÕß§å°√‡æ◊ËÕ„Àâ‡°‘¥°“√¡ÿàß‡πâπ∑’Ë°√–∫«π°“√ (Process-Oriented)

CFSC ‡√‘Ë¡„™â‡°≥±å¢Õß Baldrige μ—Èß·μàªï §». 1993 ®π°√–∑—Ëß‰¥â√—∫√“ß«—≈
Tennessee Quality Award ·≈– Malcolm Baldrige National Quality Award „π∑’Ë ÿ¥
„πªï §». 2003 „™â‡«≈“„π°“√æ—≤π“ 10 ªï
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>>>>MEDRAD

∫√‘…—∑ Medrad °àÕμ—Èß‡¡◊ËÕªï §». 1971 ‡ªìπ∫√‘…—∑æ—≤π“ º≈‘μ ·≈–„Àâ∫√‘°“√ Õÿª°√≥å
∑’Ë „™â „π°“√∂à“¬¿“æ∑“ß°“√·æ∑¬å (CT Scan, MRI, °“√∂à“¬¿“æÀ—«„®·≈–À≈Õ¥‡≈◊Õ¥)
º≈‘μ¿—≥±åÀ≈—°‰¥â·°à ‡§√◊ËÕß©’¥ “√‡¢â“À≈Õ¥‡≈◊Õ¥ (Vascular Injection) , Õÿª°√≥å∑’Ë®”‡ªìπ
μâÕß„™â°—∫ MRI ‰¥â·°à Surface Coil , Internal Coil , ‡§√◊ËÕß Monitor ·≈– Infusion
∑’Ë “¡“√∂∑”ß“π‰¥â¿“¬„μâ·¡à‡À≈Á°·√ß Ÿß ‡ªìπμâπ

Medrad ¡’√–∫∫„π°“√ àß¡Õ∫ ‘π§â“¥—ß√“¬≈–‡Õ’¬¥∑’Ë· ¥ß„π¿“æ

Medrad ‰¥â°”Àπ¥§«“¡¡ÿàßÀ¡“¬¢Õß∫√‘…—∑ 3 ª√–°“√§◊Õ ¡ÿàßª√—∫ª√ÿß§ÿ≥¿“æ¢Õß
°“√„Àâ∫√‘°“√ ÿ¢¿“æ (To Improve the Quality of Health Care) ¡ÿàßº≈°“√¥”‡π‘π°“√
·≈–º≈°”‰√∑’Ë‡μ‘∫‚μÕ¬à“ßμàÕ‡π◊ËÕß ·≈–¡ÿàß √â“ß √√§å∑’Ë„Àâ‡ªìπ∑’Ë∑”ß“π∑’Ëπà“‡æ≈‘¥‡æ≈‘π·≈–πà“∑”ß“π
(Enjoyable and Rewarding Place to Work) ‚¥¬¡’æ—π∏°‘®¥—ßπ’È

ç‡ªìπºŸâπ”μ≈“¥‚≈°¥â“πÕÿª°√≥å∑“ß°“√·æ∑¬å·≈–∫√‘°“√∑’Ë™à«¬°“√«‘π‘®©—¬ ·≈–
∑”À—μ∂°“√‡æ◊ËÕ°“√√—°…“∑’Ë‡°’Ë¬«¢âÕß°—∫°“√∂à“¬¿“æ∑“ß°“√·æ∑¬åé

Products, Sales, Service, Applications Training
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Àπ∑“ß∑’Ë®–∫√√≈ÿæ—π∏°‘®π’È Medrad °”Àπ¥‰«â«à“ ®–μâÕß √â“ßº≈ß“π∑’Ë‡ªìπ‡≈‘»
μ“¡‡ªÑ“ª√– ß§å 5 ¥â“π (Medrad Corporate Scorecard Goals) ¥—ßπ’È

● ‡ªìπ‡≈‘»¥â“π°“√‡ß‘π π—Ëπ§◊ÕÕ—μ√“°“√‡μ‘∫‚μ¢Õßº≈°”‰√®–μâÕß Ÿß°«à“Õ—μ√“°“√‡μ‘∫‚μ
¢Õß¬Õ¥¢“¬

● ‡ªìπ‡≈‘»¥â“π¬Õ¥¢“¬ π—Ëπ§◊ÕÕ—μ√“°“√‡μ‘∫‚μ¢Õß¬Õ¥¢“¬®–μâÕß¡“°°«à“√âÕ¬≈– 15
∑ÿ°ªï

● ‡ªìπ‡≈‘»¥â“π§ÿ≥¿“æ·≈–º≈‘μ¿“æ π—Ëπ§◊ÕÕ—μ√“°“√‡μ‘∫‚μ¢Õßº≈°”‰√μàÕæπ—°ß“π
®–μâÕß‡æ‘Ë¡¢÷Èπ¡“°°«à“√âÕ¬≈– 10 ∑ÿ°ªï

● ‡ªìπ‡≈‘»¥â“π≈Ÿ°§â“ π—Ëπ§◊Õ §«“¡æ÷ßæÕ„®¢Õß≈Ÿ°§â“®–μâÕßÕ¬Ÿà„π√–¥—∫ Ÿß ÿ¥
● ‡ªìπ‡≈‘»¥â“πæπ—°ß“π·≈–°“√‡√’¬π√Ÿâ¢Õßæπ—°ß“π π—Ëπ§◊Õ§«“¡æ÷ßæÕ„®¢Õßæπ—°ß“π

®–μâÕß Ÿß°«à“ Best-in-class ®“°°“√ ”√«®‡∑’¬∫‡§’¬ß¢Õß∫√‘…—∑ Hay

Medrad ¡’æπ—°ß“π®”π«π 1,200 §π  ”π—°ß“π„À≠àÕ¬Ÿà∑’Ë‡¡◊Õß Indianola
√—∞ Pennsylvania ¡’ ”π—°ß“π “¢“„πÀ≈“¬∑«’ª Õ“∑‘ Õ‡¡√‘°“‡Àπ◊Õ ¬ÿ‚√ª ‡Õ‡ ’́¬ ÕÕ ‡μ√‡≈’¬
‡ªìπ∫√‘…—∑∑’Ë „™â‡∑§‚π‚≈¬’∑’Ë∑—π ¡—¬ ¡“°¡“¬„π°“√ÕÕ°·∫∫ æ—≤π“ ·≈–º≈‘μ ¡’°“√„™â
§Õ¡æ‘«‡μÕ√å™à«¬„π°“√ÕÕ°·∫∫ ·≈–¡’√–∫∫°“√º≈‘μ·∫∫Õ—μ‚π¡—μ‘ ¡’°“√„™âÀÿàπ¬πμå™à«¬„π
°“√º≈‘μ √«¡∑—Èß¡’ÀâÕß∑¥ Õ∫·≈–«‘®—¬¥â“πøî ‘° å·≈–§≈◊Ëπ‡ ’¬ß∑’Ë∑—π ¡—¬ ªí®®ÿ∫—π Medrad
¡’ ∂“π–‡ªìπ∫√‘…—∑≈Ÿ°„π°≈ÿà¡ Schering AG ª√–‡∑»‡¬Õ√¡—π

≈Ÿ°§â“¢Õß Medrad §◊Õ°≈ÿà¡ºŸâ „™âº≈‘μ¿—≥±å (End User) ÷́Ëß·∫àß‡ªìπ 3 °≈ÿà¡
μ“¡ª√–‡¿∑¢Õß‡§√◊ËÕß∂à“¬¿“æ∑“ß°“√·æ∑¬å ‰¥â·°à ‡§√◊ËÕß‡Õ°´‡√¬å§Õ¡æ‘«‡μÕ√å (CT scan)
‡§√◊ËÕß∂à“¬¿“æ¥â«¬§≈◊Ëπ·¡à‡À≈Á° (MRI) ·≈–‡§√◊ËÕß∂à“¬¿“æÀ—«„®·≈–À≈Õ¥‡≈◊Õ¥ ªí®®ÿ∫—π
Medrad ‡ªìπºŸâπ”μ≈“¥‚≈°¥â“π Injector

ªí®®—¬¢Õß§«“¡ ”‡√Á®∑’Ë ”§—≠ §◊Õ§«“¡πà“‡™◊ËÕ∂◊Õ¢Õßº≈‘μ¿—≥±å °“√¥Ÿ·≈≈Ÿ°§â“
°“√®—¥°“√∑√—æ¬å ‘π∑“ßªí≠≠“ ·≈–°“√®—¥°“√™àÕß∑“ß°“√®—¥®”Àπà“¬

Medrad ‡√‘Ë¡∑”°“√ª√—∫ª√ÿßº≈°“√¥”‡π‘π°“√¡“μ—Èß·μàªï §». 1988 ‚¥¬®—¥μ—Èß
Performance Excellence Team μàÕ¡“„πªï 1994 ‡√‘Ë¡π”‡°≥±å Baldrige ¡“„™â„π°“√
æ—≤π“ „πªï 1997 ‡√‘Ë¡π” Balanced Scorecard ¡“„™â „π°“√∫√‘À“√°≈¬ÿ∑∏å∑—Ë«∑—ÈßÕß§å°√
®π°√–∑—Ëß‰¥â√—∫√“ß«—≈ MBNQA „πªï §». 2003 π—∫‡ªìπ‡«≈“ 9 ªïÀ≈—ß®“°‡√‘Ë¡π”‡°≥±å
Baldrige ¡“„™âæ—≤π“Õß§å°√
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>>>>BOEING AEROSPACE SUPPORT (AS)

Boeing Aerospace Support (AS) ‡ªìπÕß§å°√∑’Ë‡ªìπ à«πÀπ÷Ëß¢Õß∫√‘…—∑ Boeing
÷́Ëß‡ªìπºŸâº≈‘μ·≈–®”Àπà“¬‡§√◊ËÕß∫‘π√“¬„À≠à∑’Ë ÿ¥¢Õß‚≈° º≈‘μ¿—≥±å·≈–∫√‘°“√À≈—°¢Õß AS

¡’ 6 ¥â“π ‰¥â·°à ¥â“πΩñ°Õ∫√¡∑’Ë‡°’Ë¬«¢âÕß°—∫°“√∫‘π ¥â“πÕ–À≈—Ë¬·≈–¢âÕ¡Ÿ≈‡™‘ß‡∑§π‘§
¥â“π°“√ª√—∫ª√ÿß„Àâ∑—π ¡—¬ (Modernization and Upgrade) ¥â“π´àÕ¡∫”√ÿß·≈–¥—¥·ª≈ß
¥â“π°“√ π—∫ πÿπ Contractor Logistics ·≈– ¥â“π°“√ π—∫ πÿπ≈Ÿ°§â“μ≈Õ¥™à«ß™’«‘μ¢Õß
º≈‘μ¿—≥±å ÷́Ëß¬◊π¬“« 60-75 ªï

AS ¡’æπ—°ß“π¡“°°«à“ 13,000 §π °√–®“¬Õ¬Ÿàμ“¡ “¢“μà“ßÊ °«à“ 130 ·Ààß∑—Ë«‚≈°
«‘ —¬∑—»πå¢Õß AS §◊Õ ç People working together as a worldûs number one provider
of innovative sustainment solutionsé ‚¥¬¡’æ—π∏°‘®§◊Õ çProvide world-class
sustainment solutions to our customersé

§à“π‘¬¡À≈—°¢Õß AS ¡’ 8 ª√–°“√§◊Õ
● ¿“«–ºŸâπ” ● °“√∑”ß“π√à«¡°—π
● §«“¡´◊ËÕμ√ß ● ∑’¡∑’Ë¡’§«“¡À≈“°À≈“¬·≈–¡’ à«π√à«¡
● §«“¡æ÷ßæÕ„®¢Õß≈Ÿ°§â“ ● §«“¡‡ªìπæ≈‡¡◊Õß¥’
● §ÿ≥¿“æ ● °“√‡æ‘Ë¡¡Ÿ≈§à“„ÀâºŸâ∂◊ÕÀÿâπ

AS ·∫àß≈Ÿ°§â“ÕÕ°‡ªìπ 3 √–¥—∫ √–¥—∫∑’Ë 1 ·∫àß‡ªìπ≈Ÿ°§â“„π À√—∞Õ‡¡√‘°“‡Õß
·≈–≈Ÿ°§â“μà“ßª√–‡∑» √–¥—∫∑’Ë 2 ·∫àß‡ªìπÕß§å°√¢Õß√—∞ (‡™àπ °Õß∑—æÕ“°“» °Õß∑—æ‡√◊Õ °√¡
μ”√«® ‡ªìπμâπ) ·≈–Õß§å°√‡Õ°™π √–¥—∫∑’Ë 3 ª√–°Õ∫¥â«¬ ºŸâ¡’Õ”π“®μ—¥ ‘π„®
ºŸâ∑√ßÕ‘∑∏‘æ≈ ·≈–ºŸâ „™â ‚¥¬μ√ß

AS ¡’ à«π·∫àßμ≈“¥√âÕ¬≈– 64  ”À√—∫°Õß∑—æÕ“°“»∑’Ë„™â‡§√◊ËÕß∫‘π¢Õß Boeing
·≈–¡’ à«π·∫àß√âÕ¬≈– 14 ¢Õßμ≈“¥°Õß∑—æÕ“°“»∑—ÈßÀ¡¥ À√◊Õ √âÕ¬≈– 9 ¢Õßμ≈“¥°Õß∑—æ
∑—Ë«‚≈°
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>>>>

§«“¡∑â“∑“¬À≈—°‡™‘ß°≈¬ÿ∑∏å¢Õß AS ¡’ 5 ª√–°“√ ‰¥â·°à
● §«“¡‰¡à·πà„® ·≈–¢’¥§«“¡ “¡“√∂¢Õß≈Ÿ°§â“μàÕæ—π∏–ºŸ°æ—π√–¬–¬“«
● §Ÿà·¢àß∑’Ë¡’μâπ∑ÿπμË”
● ¢âÕ®”°—¥¥â“π°Æ√–‡∫’¬∫ ¢âÕ∫—ß§—∫
● μ≈“¥·≈–≈Ÿ°§â“∑’Ë¡’§«“¡À≈“°À≈“¬·≈–∏ÿ√°‘®∑’Ë∑«’§«“¡´—∫´âÕπ¡“°¢÷Èπ
● °“√∏”√ß√—°…“æπ—°ß“π∑’Ë¡’∑—°…–·≈–§«“¡ “¡“√∂ Ÿß

AS ¡ÿàß¡—Ëπ„™â‡°≥±å Baldrige ¡“„™âæ—≤π“Õß§å°√μ—Èß·μàªï 2000 ®π°√–∑—Ëß‰¥â√—∫√“ß«—≈
MBNQA „πªï§». 2003

 √ÿª

∂÷ßμ√ßπ’È §‘¥«à“∑ÿ°∑à“π§ß¡’§«“¡‡¢â“„®·≈–√Ÿâ®—°∫√‘…—∑·™¡‡ªïô¬π∑’Ë‡√“®–‡√’¬π√Ÿâ
æÕ ¡§«√ ≈”¥—∫®“°π’È‰ª ∂÷ß‡«≈“∑’Ë®–‡®“–≈÷°‡æ◊ËÕ‡√’¬π√Ÿâ®“°·™¡ªá·≈â«§√—∫
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À¡«¥∑’Ë ... 1

°“√π”Õß§å°√

‡°≥±å√“ß«—≈

1.1 °“√π”Õß§å°√‚¥¬ºŸâπ”√–¥—∫ Ÿß 70 §–·ππ

„ÀâÕ∏‘∫“¬°“√¥”‡π‘π°“√∑’ËºŸâπ”√–¥—∫ Ÿß„™â „π°“√™’Èπ”·≈–∑”„ÀâÕß§å°√¬—Ëß¬◊π
√«¡∑—ÈßÕ∏‘∫“¬°“√¥”‡π‘π°“√∑’ËºŸâπ”√–¥—∫ Ÿß ◊ËÕ “√°—∫æπ—°ß“π ·≈–°√–μÿâπ„Àâ¡’º≈
°“√¥”‡π‘π°“√∑’Ë¥’

®ÿ¥ª√– ß§å

À—«¢âÕπ’Èμ√«®ª√–‡¡‘π·ßà¡ÿ¡∑’Ë ”§—≠¢Õß§«“¡√—∫º‘¥™Õ∫¢ÕßºŸâπ”√–¥—∫ Ÿß ·≈–
¬—ßμ√«®ª√–‡¡‘π«‘∏’°“√∑’ËºŸâπ”√–¥—∫ Ÿß°”Àπ¥·≈– ◊ËÕ “√«‘ —¬∑—»πå·≈–§à“π‘¬¡¢ÕßÕß§å°√
À—«¢âÕπ’È¡ÿàß‡πâπ∑’Ë°“√ªØ‘∫—μ‘°“√¢ÕßºŸâπ”√–¥—∫ Ÿß„π°“√ √â“ß·≈–√—°…“„ÀâÕß§å°√¡’º≈
°“√¥”‡π‘π°“√∑’Ë¥’Õ¬à“ß¬—Ëß¬◊π

>>>>

>>>>

>
>
>
>

Supertrap
Page is trapped with Supertrap 3.0.66
Copyright 2002 Heidelberger Druckmaschinen AG

To view traps, delete traps or to get detailed trapping information, please download free Supertrap Viewer Plug-In from:
http://www.heidelberg.com

Settings:
Width: 0.032 mm  =  0.090 pt
Printorder: Cyan / Black / 
Step Limit: 25.0%
Common Density Limit: 0.50
Centerline Trap Limit: 100%
Trap Color Scaling: 100.0%
Image to Object Trapping: yes
Image to Image Trapping: no
Black Width Scaling: 100.0%
Black Color Limit: 95.0%
Overprint Black Text: 0.0pt
Overprint Black Strokes: no
Overprint Black Graphics: no




12  ”À√—∫Õß§å°√∏ÿ√°‘®°“√º≈‘μ·≈–∫√‘°“√

FIGURE 1-1 CFSC uses an intergrated set of processes to set, deplay and communicate Leadership
direction and expectations

‡√’¬π®“°·™¡ªá

>> CFSC

CFSC ∫√‘À“√ß“π‚¥¬®—¥μ—Èß§≥–°√√¡°“√ ÷́Ëßª√–°Õ∫¥â«¬ºŸâ∫√‘À“√√–¥—∫ Ÿß ¡’™◊ËÕ«à“
Business Excellence Council (BEC) ∑”Àπâ“∑’Ë„π°“√μ—¥ ‘π„®√à«¡°—π‡√◊ËÕß°“√∫√‘À“√
®—¥°“√‡æ◊ËÕ„Àâ‡°‘¥∫Ÿ√≥“°“√ §≥–°√√¡°“√™ÿ¥π’Èª√–™ÿ¡‡¥◊Õπ≈– 2 «—π

§≥–°√√¡°“√™ÿ¥π’È‰¥â°”Àπ¥«‘∏’°“√ (approach) „π°“√°”Àπ¥§à“π‘¬¡ ∑‘»∑“ß
§«“¡§“¥À«—ß¢ÕßÕß§å°√ °“√π”≈ß Ÿà°“√ªØ‘∫—μ‘ ·≈–°“√ ◊ËÕ “√ ‚¥¬„™â Model ∑’Ë¡’™◊ËÕ«à“
Business Excellence Model ÷́Ëßª√–°Õ∫¥â«¬ °“√°”Àπ¥«‘ —¬∑—»πå æ—π∏°‘® ªí®®—¬«‘°ƒμ Ÿà
§«“¡ ”‡√Á® ¬ÿ∑∏»“ μ√å √–∫∫ Six Sigma ·≈–§à“π‘¬¡√à«¡¢ÕßÕß§å°√ ¥—ß¿“æ∑’Ë· ¥ß‰«â„π
∫∑°àÕπÀπâ“π’È (¥Ÿ„π∫∑√Ÿâ®—°·™¡ªá)

§≥–°√√¡°“√ BEC „™â«‘∏’°“√∑’ËÀ≈“°À≈“¬„π°“√°”Àπ¥§à“π‘¬¡·≈–∑‘»∑“ß¢ÕßÕß§å°√
(approach) √«¡∑—Èß„™â«‘∏’°“√∑’Ë·μ°μà“ß°—πμ“¡§«“¡‡À¡“– ¡„π°“√π”≈ß Ÿà°“√ªØ‘∫—μ‘ (deploy)
¥—ß√“¬≈–‡Õ’¬¥„π¿“æ

Set Deplay
Organizational Values ● Shared Values ● Business Excellence/Shared Value Training (Item 5.2)

● Business Excellence Model (Figure P-4) ● Rewards and Recognition Process (Item 5.1)
● Communications Processes (Figure 1-2)

Short- & Longer-term ● Business Excellence Model ● Performance and Development Process (Figure 5-2)
Direction and ● Strategic Planning Process (Figure 2-1) ● Rewards and Recognition Process
Performance Expectations ● BEC Review Process (Figure 1-4) ● Communications Processes

● Caterpillar Strategy Review Council ● 6 Sigma
● Caterpillar Industry Councils ● Measurement Architecture (Figure 4-1)
● Customer Listening Process (Figure 3-1) ● CFSC community activities (Figure 1-8)
● 6 Sigma (Figure P-7)

>>>>
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FIGURE 1-2 CFSC uses a system of targeted methods to communicate to all stakeholders.

‡æ◊ËÕ„Àâ°“√ ◊ËÕ “√¡’ª√– ‘∑∏‘¿“æ ·≈–§√Õ∫§≈ÿ¡ºŸâ¡’ à«π‰¥â à«π‡ ’¬∑ÿ°°≈ÿà¡ BEC
‰¥â°”Àπ¥«‘∏’°“√ ◊ËÕ “√‰«â¥—ßπ’È (approach & deploy)

Stakeholder Communication Channel Frequency
Employees UpFront Intranet and Video Monitors Daily

Business Excellence Pyramids Daily
Department Intranet pages and Public Folders Daily
Weekly Report Weekly
Business Marics Display Boards Monthly
Birthday/New Employee Breakfasts* Monthly
Monthly New Employee Orientation* Monthly
Department Meetngs* Monthly
FIS (Financial Informational System) Monthly
Quarterly Strategy Meetings and Video* Quarterly
All-employee Meeting* Annually
Annual Leadership Conference* Annually
Strategy Launch Meetings* Annually
Handwritten Birthday Card from Jim Beard Annually
Milestone Celebrations (20 years, $10B) As needed
TN Quality / Baldrige Application
Summary / Feedback As needed
Shared Values Book / Worldwide Code of
Business Conduct Book As needed

Dealers Finance Express (on-line system) Daily
Dealer Financ Express newsletter Quarterly
On-site visits by Dealers* As needed
Dealer Association meetings* Annually

Users www.CatFinancial.com* Daily
Financ Express on-line contact system* Daily
On-site visits* As needed

Caterpillar Caterpillar Industry Councils* Quarterly
CatBU Meetings* Annually
Cat Executive Office Review (EOR)* Annually

Suppliers Supplier Meetings* As needed
Public Annual Report Annually

Press Releases and SEC tilings (10K/10Q) Quarterly
* Indicares a two-way communications process
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Purpose Leadership Involvement
Communicate/reinforce values, directions, and expectations. Jim Beard introduced Shared Values, BEC members introduce

Living Our Values Shared program and New Employee Orientation
Reinforce customer focus and build customer relationships Two BEC members visit our Top Users on a scheduled basis
Share process management approaches and improvements Five BEC members have served as 6 Sigma Project Sponsors
Share knowledge and skills Five BEC members have served as mentors
Facilitate two-way communication and solicit feedback from BEC members host active Q&A sessions during the monthly
key stakeholders new employee/birthday breakfasts

FIGURE 1-2 CFSC uses a system of targeted methods to communicate to all stakeholders.

·≈–‡æ◊ËÕ„Àâ¡—Ëπ„®«à“ °“√ ◊ËÕ “√‡ªìπ‰ªÕ¬à“ß¡’ª√– ‘∑∏‘¿“æ CFSC °”Àπ¥„ÀâºŸâ
∫√‘À“√√–¥—∫ Ÿß ´÷Ëß‡ªìπ ¡“™‘°¢Õß BEC ¡’ à«π√à«¡Õ¬à“ß¢—π·¢Áß ¥—ß√“¬≈–‡Õ’¬¥„πμ“√“ß

CFSC ‡√‘Ë¡„™â Business Excellence Model μ—Èß·μàªï §». 1996 μàÕ¡“ BEC
‰¥â·μàßμ—Èß§≥–∑”ß“πÕ’°Àπ÷Ëß™ÿ¥¡’™◊ËÕ«à“ Business Excellence Review Team ‡æ◊ËÕ∑∫∑«π
¬ÿ∑∏»“ μ√å¢Õß∫√‘…—∑  —¡¿“…≥åºŸâπ”√–¥—∫ Ÿß ·≈–√«∫√«¡§«“¡§‘¥‡ÀÁπ®“°æπ—°ß“π®“°°“√
 ”√«®·≈–®“°°“√ª√–™ÿ¡√à«¡°—π ‡æ◊ËÕπ”¡“ª√—∫ª√ÿß Model „Àâ¡’ª√– ‘∑∏‘¿“æ¡“°¢÷Èπ ∑”„Àâ
‡°‘¥°“√‡ª≈’Ë¬π·ª≈ßÀ≈“¬ª√–°“√ Õ“∑‘ °“√ª√—∫ª√ÿß«‘ —¬∑—»πå æ—π∏°‘® °“√ª√—∫‡ª≈’Ë¬πªí®®—¬
«‘°ƒμ Ÿà§«“¡ ”‡√Á® °“√„™â√–∫∫ Six Sigma ·∑π°“√ª√—∫ª√ÿß°√–∫«π°“√Õ¬à“ß
μàÕ‡π◊ËÕß·∫∫‡¥‘¡ ‡ªìπμâπ ·≈–‰¥â‡√‘Ë¡„™â„πªï 2001 ‡ªìπμâπ¡“ (μ√ßπ’È· ¥ß learning)

®“°√–∫∫°“√¥”‡π‘π°“√∑’Ë CFSC °”Àπ¥‰«â¢â“ßμâπ ‚¥¬‡©æ“–Õ¬à“ß¬‘Ëß„π√Ÿª Figure
1-1 ®–æ∫§«“¡ Õ¥§≈âÕß·≈–∫Ÿ√≥“°“√°—∫°“√«“ß·ºπ°≈¬ÿ∑∏å (À¡«¥ 2) °“√∫√‘À“√≈Ÿ°§â“
(À¡«¥ 3) °“√«—¥º≈°“√¥”‡π‘π°“√ (À¡«¥ 4) °“√®—¥°“√∑√—æ¬“°√∫ÿ§§≈ (À¡«¥ 5) °“√
ª√—∫ª√ÿß°√–∫«π°“√ (À¡«¥ 6) Õ¬à“ß™—¥‡®π (μ√ßπ’È· ¥ß integration)

CFSC  √â“ß∫√√¬“°“»„Àâ‡°‘¥°“√°√–®“¬Õ”π“® ‚¥¬°”Àπ¥‰«â„π§à“π‘¬¡√à«¡«à“
çFreedom and responsibility to exceed expectations of those we work with and
serveé ´÷Ëß∂à“¬∑Õ¥ÕÕ°¡“„π≈—°…≥–¢Õß °“√„ÀâÕ‘ √–·≈–§«“¡§≈àÕßμ—«„π°“√∫√‘°“√≈Ÿ°§â“
°“√¡Õ∫Õ”π“®μ—¥ ‘π„®¥â“π°“√‡ß‘π ·≈–§«“¡¬◊¥À¬ÿàπ¢Õßπ‚¬∫“¬∑’Ë‡°’Ë¬«¢âÕß°—∫∫ÿ§≈“°√·≈–
°“√ªØ‘∫—μ‘ß“πª√–®”«—π μ—«Õ¬à“ß‡™àπ °“√„ÀâÕ‘ √–„π°“√∫√‘À“√ß“π·≈–ª√—∫ª√ÿßß“π °“√„Àâ
Õ”π“®„π°“√Õπÿ¡—μ‘«ß‡ß‘π°Ÿâ °“√„Àâ‡§√¥‘μ≈Ÿ°§â“ ‚¥¬∑’Ë¡’°“√°”Àπ¥ß∫ª√–¡“≥°√≥’ª≈àÕ¬°Ÿâ

Note : Jim Beard §◊ÕºŸâπ” Ÿß ÿ¥¢Õß CFSC
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º‘¥æ≈“¥‰«â≈à«ßÀπâ“ ÷́Ëß·¡â«à“¡’°“√„ÀâÕ‘ √–·°àæπ—°ß“πÕ¬à“ß¡“° ·μàÕ—μ√“°“√μ—¥Àπ’È Ÿ≠°≈—∫
μË”∑’Ë ÿ¥‡¡◊ËÕ‡ª√’¬∫‡∑’¬∫„πÕÿμ “À°√√¡‡¥’¬«°—π πÕ°®“°π’È¡’°“√°√–®“¬Õ”π“®„Àâ∫ÿ§≈“°√
√–¥—∫ºŸâ®—¥°“√„π°“√°”Àπ¥μ“√“ß°“√∑”ß“πÕ¬à“ßÕ‘ √– °“√ª√—∫ª√ÿß§à“®â“ßμ“¡º≈ß“π
°“√¡Õ∫Õ”π“®„Àâ¡Õ∫√“ß«—≈ Eye-on-Quality ®”π«π 6,000 ∫“∑ (150 US$) „Àâ·°à
æπ—°ß“π‚¥¬‰¡àμâÕßºà“π°“√Õπÿ¡—μ‘®“°ºŸâ∫—ß§—∫∫—≠™“ Ÿß°«à“ ‡ªìπμâπ

CFSC °√–μÿâπ„Àâ‡°‘¥π«—μ°√√¡ ·≈–§«“¡§‘¥ √â“ß √√§å ºà“π√–∫∫ Six Sigma
‚¥¬ Six Sigma Team ®–ª√–°Õ∫¥â«¬Õ—»«‘π “¬‡¢’¬« (Green Belt) ÷́Ëß°Á§◊Õæπ—°ß“π
∑’Ë·∫àß‡«≈“ß“π√âÕ¬≈– 20 ¡“∑”°‘®°√√¡π’È¿“¬„μâ°“√ π—∫ πÿπ¥â“π§«“¡√Ÿâ·≈–∑√—æ¬“°√∑’Ë®”‡ªìπ
√«¡∑—Èß°“√®—¥√“ß«—≈·≈–§à“μÕ∫·∑πæ‘‡»…„Àâ ‡æ◊ËÕ°√–μÿâπæπ—°ß“π„Àâæ—≤π“π«—μ°√√¡„À¡àÊ
·°àÕß§å°√

CFSC  àß‡ √‘¡°“√‡√’¬π√Ÿâ¢ÕßÕß§å°√ ‚¥¬„™â°√–∫«π°“√ª√–‡¡‘π§ÿ≥¿“æ¿“¬„π
(Internal Assessment) ·≈–°√–∫«π°“√‡∑’¬∫‡§’¬ß Ÿà§«“¡‡ªìπ‡≈‘» (Benchmarking) ‚¥¬
‡¢â“√à«¡°√–∫«π°“√ Peer Learning Network °—∫¡À“«‘∑¬“≈—¬ Belmont ‡æ◊ËÕ·≈°‡ª≈’Ë¬π
°“√ªØ‘∫—μ‘∑’Ë‡ªìπ‡≈‘» ·≈–‡∑’¬∫‡§’¬ßº≈°“√¥”‡π‘π°“√ πÕ°®“°π’È¬—ß àß‡ √‘¡„Àâ∫ÿ§≈“°√‡¢â“√à«¡
„π°√–∫«π°“√ Tennessee Quality Award ·≈– MBNQA ∑”„Àâ¡’∫ÿ§≈“°√®”π«π∂÷ß
39 §π∑”Àπâ“∑’Ë‡ªìπºŸâμ√«®ª√–‡¡‘π„π°√–∫«π°“√¥—ß°≈à“«

„π à«π°“√ àß‡ √‘¡°“√‡√’¬π√Ÿâ¢Õß∫ÿ§≈“°√ CFSC ®—¥„Àâ¡’°“√ª∞¡π‘‡∑» °“√Ωñ°Õ∫√¡
°“√ —¡¡π“¿“¬πÕ° °“√®—¥π‘∑√√»°“√ °“√·≈°‡ª≈’Ë¬π§«“¡√Ÿâ πÕ°®“°π’È ¬—ß®—¥„Àâ¡’
Educational Reimbursement Program  ”À√—∫ºŸâ∑’Ë “¡“√∂‡æ‘Ë¡«ÿ≤‘°“√»÷°…“¢Õßμπ‡Õß
∑’Ë ”§—≠Õ’°ª√–°“√Àπ÷Ëß§◊Õ æπ—°ß“π∑ÿ°§π®–μâÕßºà“π°“√Õ∫√¡‡√◊ËÕß Six Sigma ∑—Èßπ’È
§«“¡ ”‡√Á®À√◊Õ°“√ªØ‘∫—μ‘∑’Ë‡ªìπ‡≈‘»∑—ÈßÀ¡¥∑’Ë‡°‘¥¢÷Èπ„π‡§√◊Õ¢à“¬¢Õß Caterpillar ∑—Ë«‚≈°®–
‰¥â√—∫°“√√«∫√«¡„π√–∫∫§Õ¡æ‘«‡μÕ√å·≈–∑”°“√¢¬“¬º≈∑—Ë«∑—ÈßÕß§å°√
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>> AS

∑’¡ºŸâπ”√–¥—∫ Ÿß¢Õß AS ‰¥â°”Àπ¥√–∫∫°“√π”Õß§å°√ (Leadership System)
·∫àß‡ªìπ 6 ¢—ÈπμÕπ ¥—ß· ¥ß„π¿“æ¢â“ß≈à“ßπ’È (approach)

¢—ÈπμÕπ∑’Ë 1 ‡ªìπ°“√√«∫√«¡¢âÕ¡Ÿ≈®“°∑ÿ°¥â“π ·≈–®“°ºŸâ¡’ à«π‰¥â à«π‡ ’¬∑ÿ°ΩÉ“¬
∑—Èß≈Ÿ°§â“ æπ—°ß“π ·≈–ºŸâ àß¡Õ∫ ·≈–™ÿ¡™π ‚¥¬®—¥„Àâ¡’°“√æŸ¥§ÿ¬  —¡¡π“ ª√–™ÿ¡  ◊ËÕ “√
e-mail °“√ ”√«® √«¡∑—Èß°“√®—¥ conference „π√Ÿª·∫∫μà“ßÊ (®–‡ÀÁπ«à“ approach §√Õ∫§≈ÿ¡
∑ÿ° à«π∑’Ë‡°’Ë¬«¢âÕß)

¢—ÈπμÕπ∑’Ë 2 °”Àπ¥‡ªìπ∑‘»∑“ßÕß§å°√ «‘ —¬∑—»πå æ—π∏°‘® ·≈–∑”°“√ ◊ËÕ “√ Ÿà∑ÿ°√–¥—∫
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¢—ÈπμÕπ∑’Ë 3 π”∑‘»∑“ßÕß§å°√¡“«“ß√–∫∫ «“ß·ºπß“π ·≈–∑”„Àâ Õ¥§≈âÕß‰ª„π
·π«∑“ß‡¥’¬«°—π ‚¥¬„™â°√–∫«π°“√«“ß·ºπ¬ÿ∑∏»“ μ√å∑’Ë¡’™◊ËÕ«à“ Enterprise Planning
Process (EPP) ÷́Ëß®–¡’°“√°√–®“¬‡ªÑ“À¡“¬≈ß‡ªìπ≈”¥—∫™—Èπ ‚¥¬„™â°√–∫«π°“√∑’Ë‡√’¬°«à“
Goal Flow Down Process

‡æ◊ËÕ„Àâ¡—Ëπ„®«à“°“√π”≈ß Ÿà°“√ªØ‘∫—μ‘‡ªìπ‰ªÕ¬à“ß¡’ª√– ‘∑∏‘¿“æ·≈–¡’°“√ ◊ËÕ “√·∫∫
 Õß∑“ß AS ®—¥„Àâ¡’°“√ ”√«®®“°æπ—°ß“π‡ªìπª√–®”∑ÿ°ªï ¡’°“√ª√–‡¡‘πº≈ß“π¢Õßæπ—°ß“π
¡’°“√®—¥∑”·ºπæ—≤π“ß“π√“¬∫ÿ§§≈ ¡’°“√®—¥ª√–™ÿ¡ °“√æŸ¥§ÿ¬‚μä–°≈¡ °“√æŸ¥§ÿ¬ —¡¿“…≥å
°≈ÿà¡¬àÕ¬ πÕ°®“°π’È ¬—ß¡’°“√ ◊ËÕ “√°—∫ºŸâ àß¡Õ∫·≈–§Ÿà§â“¥â«¬«‘∏’°“√∑’ËÀ≈“°À≈“¬ Õ“∑‘ °“√ —¡¡π“
supplier conference °“√æŸ¥§ÿ¬ °“√ª√–™ÿ¡√à«¡ °“√∑” performance purchasing
agreement °“√∑”¡“μ√∞“πß“π ·≈– website (μ√ßπ’È· ¥ß deploy Õ¬à“ß‡ªìπ√–∫∫·≈–
≈ß≈÷°„π∑ÿ°√–¥—∫)

¢—ÈπμÕπ∑’Ë 4 ‡ªìπ°“√ªØ‘∫—μ‘μ“¡·ºπ∑’Ë«“ß‰«â ·≈–‡æ◊ËÕ„Àâ°“√ªØ‘∫—μ‘μ“¡·ºπß“π‡ªìπ
‰ªÕ¬à“ß¡’ª√– ‘∑∏‘¿“æ AS ‰¥â®—¥∫√√¬“°“»„π°“√∑”ß“π„Àâ‡°‘¥°“√°√–®“¬Õ”π“®‚¥¬
°”Àπ¥‡ªìππ‚¬∫“¬ RAA π—Ëπ§◊Õ  √â“ß„Àâ‡°‘¥ responsibility, authority, accountability
„πÀ¡Ÿàæπ—°ß“π„π°“√º≈‘μ ‘π§â“ °“√„Àâ∫√‘°“√ °“√°”Àπ¥«‘∏’°“√∑’Ë®–„™â ·≈–°“√∫√‘À“√
®—¥°“√°—∫º≈≈—æ∏å∑’Ë‡°‘¥¢÷Èπ

AS ®—¥„Àâ¡’°“√∑”ß“π·∫∫∑’¡§√àÕ¡ “¬ß“π μ—«Õ¬à“ß‡™àπ ∑’¡ Integrated Product
Teams ·≈– Employee Involvement Teams ‡ªìπμâπ (· ¥ß«à“¡’ deploy ®√‘ß)

‡æ◊ËÕ„Àâ‡°‘¥π«—μ°√√¡„À¡àÊ AS ‰¥â≈ß∑ÿπÕ¬à“ß¡“°„π°“√«‘®—¬·≈–æ—≤π“º≈‘μ¿—≥±å
·≈–∫√‘°“√ ‚¥¬®—¥„Àâ¡’‚ª√·°√¡ IRAD (Independent Research and Development)
‚¥¬„™â°√–∫«π°“√ Technology Prioritization Process (IPP) „π°“√®—¥≈”¥—∫§«“¡ ”§—≠
√«¡∑—Èß®—¥„Àâ¡’ Technical Fellow Program  ”À√—∫æπ—°ß“π ·≈–¡’°“√„Àâ§à“μÕ∫·∑π
°√≥’∑’Ë “¡“√∂®¥≈‘¢ ‘∑∏‘Ï∑√—æ¬å ‘π∑“ßªí≠≠“‰¥â Õ’°∑—Èß®—¥„Àâ¡’√“ß«—≈∑—Èß„π√Ÿª‡ß‘π ¥ Àÿâπ ·≈–
¡Õ∫ Atlas Award  ”À√—∫æπ—°ß“π∑’Ë§‘¥§âπ ‘Ëß„À¡àÊ À√◊Õ°“√·°âªí≠À“„À¡àÊ ‰¥â ”‡√Á®¥â«¬
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À≈—ß®“°°“√ªØ‘∫—μ‘μ“¡·ºπß“π·≈â« AS ®—¥„Àâ¡’√–∫∫°“√μ‘¥μ“¡ «‘‡§√“–Àå ·≈–
‡∑’¬∫‡§’¬ßº≈°“√¥”‡π‘π ß“π √«¡∑—Èß ◊ËÕ “√º≈°“√¥”‡π‘πß“π„π‡«∑’μà“ßÊ Õ“∑‘ °“√ª√–™ÿ¡
ª√–®”«—π (Communication Call) ‡æ◊ËÕ·°â‰¢ªí≠À“∑’Ë‡°‘¥¢÷Èπ√«¡∑—Èß°“√·°â‰¢ªí≠À“„Àâ≈Ÿ°§â“
°“√ª√–™ÿ¡ Leadership Team ∑ÿ° —ª¥“Àå ‡æ◊ËÕμ‘¥μ“¡§«“¡§◊∫Àπâ“„πß“π °“√ª√–™ÿ¡
Strategic Business Council √“¬ —ª¥“Àå ‡æ◊ËÕ∑∫∑«π‡ªÑ“À¡“¬·≈–∑‘»∑“ß¥â“π°“√‡ß‘π
·≈–ªØ‘∫—μ‘°“√ °“√ª√–™ÿ¡∑∫∑«πº≈°“√¥”‡π‘π°“√∑ÿ°‡¥◊Õπ (Business Performance
Review) °“√ª√–™ÿ¡ª√–®”‰μ√¡“ ¢ÕßºŸâπ”√–¥—∫ Ÿß‡æ◊ËÕ§âπÀ“§«“¡®”‡ªìπ„π°“√ª√—∫‡ª≈’Ë¬π
√–¥—∫°“√π”Õß§å°√ °“√ª√–™ÿ¡ª√–®”‰μ√¡“ πÕ° ∂“π∑’Ë¢Õß∑’¡π”‡æ◊ËÕ∑∫∑«πº≈ß“π ·≈–
∑‘»∑“ßÕß§å°√ ‡ªìπμâπ (μ√ßπ’È· ¥ß learning)

¢—ÈπμÕπ∑’Ë 5  §◊Õ °“√¬°¬àÕß™¡‡™¬ ·≈–„Àâ√“ß«—≈ ́ ÷Ëß¡’√Ÿª·∫∫∑’ËÀ≈“°À≈“¬ (¥ŸÀ¡«¥
∑’Ë 5 ª√–°Õ∫)

¢—ÈπμÕπ∑’Ë 6 ‡ªìπ¢—ÈπμÕπ°“√∑∫∑«π√–∫∫ß“π∑’Ë‰¥â«“ß‰«â ·≈–π”¡“ Ÿà°“√ª√—∫ª√ÿßÕ¬à“ß
μàÕ‡π◊ËÕß ‚¥¬‡§√◊ËÕß¡◊Õ∑’Ë „™â „π°“√∑∫∑«π‰¥â·°à Performance Development Partnership
(PDP), Performance Evaluation Process (¥ŸÀ¡«¥∑’Ë 5)  ”À√—∫°“√∑∫∑«π√–¥—∫
Õß§å°√„™â°√–∫«π°“√∑’Ë‡√’¬°«à“ Enterprise Planning Process √à«¡°—∫°“√ª√–‡¡‘π‚¥¬„™â‡°≥±å
Baldrige (μ√ßπ’È· ¥ß Learning)

®–‡ÀÁπ‰¥â«à“√–∫∫°“√π”Õß§å°√ (Leadership System) ¢Õß AS ¡’∫Ÿ√≥“°“√
(Integration) ‡™◊ËÕ¡‚¬ß‡ªìπ‡π◊ÈÕ‡¥’¬«°—π°—∫√–∫∫ß“πÕ◊ËπÊ¢ÕßÕß§å°√ ‰¥â·°à √–∫∫°“√°”Àπ¥
·≈–°√–®“¬°≈¬ÿ∑∏å Ÿà°“√ªØ‘∫—μ‘ (À¡«¥∑’Ë 2) √–∫∫°“√∫√‘À“√≈Ÿ°§â“ (À¡«¥∑’Ë 3) √–∫∫
°“√«—¥º≈ß“π (À¡«¥∑’Ë 4) √–∫∫°“√ª√–‡¡‘π °“√„Àâ√“ß«—≈ °“√æ—≤π“∫ÿ§≈“°√
(À¡«¥∑’Ë 5) μ≈Õ¥®π°“√ª√—∫ª√ÿß°√–∫«π°“√Õ¬à“ßμàÕ‡π◊ËÕß (À¡«¥∑’Ë 6)
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>>>>Àπ∑“ß Ÿà·™¡ªá

>> ‚Õ°“ æ—≤π“ (Opportunity for Improvement)

>> ·ºπªØ‘∫—μ‘°“√·≈–ºŸâ√—∫º‘¥™Õ∫ (Action Plan)
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>>>>

>>>>

>>>>‡°≥±å√“ß«—≈

1.2 ∏√√¡“¿‘∫“≈·≈–§«“¡√—∫º‘¥™Õ∫μàÕ —ß§¡ 50 §–·ππ

„ÀâÕ∏‘∫“¬√–∫∫∏√√¡“¿‘∫“≈¢ÕßÕß§å°√ ·≈–Õ∏‘∫“¬°“√¥”‡π‘π°“√‡æ◊ËÕ· ¥ß§«“¡
√—∫º‘¥™Õ∫μàÕ “∏“√≥– ·≈–∑”„Àâ¡—Ëπ„®«à“Õß§å°√¡’æƒμ‘°√√¡∑’Ë¡’®√‘¬∏√√¡·≈–∫”‡æÁ≠
μπ‡ªìπæ≈‡¡◊Õß¥’

®ÿ¥ª√– ß§å

À—«¢âÕπ’Èμ√«®ª√–‡¡‘π·ßà¡ÿ¡∑’Ë ”§—≠¢Õß√–∫∫∏√√¡“¿‘∫“≈¢ÕßÕß§å°√ ·≈–¬—ßμ√«®
ª√–‡¡‘π«‘∏’°“√· ¥ß§«“¡√—∫º‘¥™Õ∫μàÕ “∏“√≥–¢ÕßÕß§å°√ «‘∏’°“√∑’ËºŸâπ”√–¥—∫ Ÿß∑”„Àâ
¡—Ëπ„®«à“Õß§å°√‰¥âªØ‘∫—μ‘μ“¡°ÆÀ¡“¬·≈–®√‘¬∏√√¡ √«¡∑—Èß«‘∏’°“√∑’ËºŸâπ”√–¥—∫ Ÿß·≈–
æπ—°ß“π àß‡ √‘¡·≈–∫”‡æÁ≠μπ‡ªìπæ≈‡¡◊Õß¥’

‡√’¬π®“°·™¡ªá

>> CFSC

CFSC ‰¥â¡’°“√¥”‡π‘π°“√‡√◊ËÕß∏√√¡“¿‘∫“≈¡“π“π‚¥¬¡’°“√®—¥∑” Caterpillarûs Code
of Worldwide Business Conduct μ—Èß·μàªï 1974 μàÕ¡“¡’°“√„™â The Actûs Requirement
for Board Committee Governance „πªï 1993

CFSC ¡’°“√®—¥√–∫∫‡√◊ËÕß§«“¡√—∫º‘¥™Õ∫¢ÕßºŸâ∫√‘À“√‰«â¥—ßπ’È
● §≥– Business Excellence Council ∑”°“√∑∫∑«πº≈°“√μ√«® Õ∫¿“¬„π

∑—ÈßÀ¡¥ °“√¥”‡π‘π°“√¢âÕ„¥∑’Ë‰¥â§–·ππ 3 ®–μâÕß∂Ÿ°∑∫∑«π‚¥¬ºŸâ∫√‘À“√®“°
¿“¬πÕ°

● §≥–ºŸâ∫√‘À“√∑ÿ°§πμâÕßªØ‘∫—μ‘μ“¡√—∞∫—≠≠—μ‘ The Sarbanes-Oxley Act
Õ¬à“ß‡§√àß§√—¥
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● ¡’°“√‡ªî¥‡º¬√“¬ß“π¥â“π°“√‡ß‘π·≈–¢âÕ π‡∑»μ“¡∑’Ë°ÆÀ¡“¬∫—≠≠—μ‘·°à ºŸâ≈ß∑ÿπ
ºŸâ∂◊ÕÀÿâπÕ¬à“ß‚ª√àß„ 

● °“√‡¢â“¡’ à«π√à«¡·≈–æŸ¥§ÿ¬ ◊ËÕ “√°—∫æπ—°ß“π∑ÿ°√–¥—∫Õ¬à“ßμ√ß‰ªμ√ß¡“

¥â“π°“√‡ß‘π CFSC ®—¥√–∫∫„Àâ¡’°“√μ√«® Õ∫ ‚¥¬¡’°“√®—¥∑”√“¬ß“π∑“ß°“√‡ß‘π
∑’Ë∂Ÿ°μâÕßμ“¡∑’Ë°ÆÀ¡“¬°”Àπ¥ ¡’°“√μ√«® Õ∫‚¥¬∫√‘…—∑®—¥Õ—π¥—∫§«“¡πà“‡™◊ËÕ∂◊Õ ‰¥â·°à
Sanford-Bernstein, Moodyûs ·≈– Standard & Poorûs ¡’°“√μ√«® Õ∫¿“¬„π ·≈–
μ√«® Õ∫®“°¿“¬πÕ°‚¥¬∫√‘…—∑ PricewaterhouseCoopers

§≥–°√√¡°“√μ√«® Õ∫¢Õß CFSC ¡’§«“¡‡ªìπÕ‘ √– ª√–∏“π§≥–°√√¡°“√μ√«®
 Õ∫‰¡à‰¥â‡ªìπ§≥–°√√¡°“√∫√‘À“√™ÿ¥„¥Ê ‡≈¬ πÕ°®“°π’È CFSC ¬—ßª°ªÑÕßºŸâ∂◊ÕÀÿâπ ‚¥¬
¢âÕ‡ πÕ∑’ËÕ“®‡ªìπ°“√§«∫°‘®°“√®–μâÕßºà“π°“√‡ÀÁπ™Õ∫®“°§≥–°√√¡°“√Õ‘ √–¢Õß∫√‘…—∑
°àÕπ‡ ¡Õ ∑—Èß¬—ß¡’°“√°”Àπ¥¢âÕμ°≈ß ”À√—∫ºŸâ∑’Ë‰¥â√—∫Àÿâπ¢Õß∫√‘…—∑¥â«¬

CFSC ‰¥â«“ß√–∫∫°“√¥”‡π‘π°“√‡æ◊ËÕ· ¥ß§«“¡√—∫º‘¥™Õ∫μàÕ “∏“√≥–¥—ß
√“¬≈–‡Õ’¬¥„πμ“√“ßμàÕ‰ªπ’È (approach)

FIGURE 1-6 CFSC carefully manage its impact on society and public concerns.
                         Key Practices    Measure/Targets

Regulatory ● In-house Legal and Tax experts ● Full compliance
● ECOA ● Due Diligence checklist reviewed quarterly with
● FCRA ● Legal and tax reviews incorporated into CFSC transactional vice president
● FDCA processes (i.e., contracts) and new process design (i.e., 6 Sigma) ● Timely response to audit
● State/County Statutes ● Legal experts conduct training seminars at Dealer/User meetings comments

● ELA (Equipment Leasing Association) and TAB (Tennessee Association ● Compliance Research
of Business) update and lobby pending legislation and FTC requlations > 8 hrs monthly

Legal ● Caterpillar FCPA Manual ● Full compliance with
● Foreign Corrupt Practices Act ● Quarterly/Annual Press Releases & SEC Reporting (10K/10Q) FCPA reporting
● Securities and Exchange Commission ● Worldwide Code of Conduct requirements
● GAAP ● Prospectus provided for Cat Money Market, Power Note investments ● SEC reports on time
● External Investors ● Annual certification of all managers and accurate
● Sarbanes-Oxley ● CFSC Managers certify SEC quarterly reports

● 6 Sigma project to streamline compliance reporting

Product, Services, and Operational Risks ● Defined authority levels ● Portfolio Health
● Bad Debts ● Industry-specific credit scoring guidelines ● Performance in-line with
● Business Disruption ● User concentration limits. externally reported.

● External & internal auditors estimates
● Disaster recovery plan ● Credit losses in-line with
● Business Risk assessment conducted on each 6 Sigma project budgeted risks

● Acceptable audits
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®–‡ÀÁπ‰¥â«à“ CFSC ‰¥â«“ß«‘∏’¥”‡π‘π°“√ (approach) ‰«âÕ¬à“ß§√Õ∫§≈ÿ¡ ∑—Èß„π¥â“π
°“√ªØ‘∫—μ‘μ“¡°Æ√–‡∫’¬∫¢âÕ∫—ß§—∫ °“√ªØ‘∫—μ‘μ“¡°ÆÀ¡“¬ ·≈–§«“¡‡ ’Ë¬ß∑’ËÕ“®‡°‘¥®“°º≈‘μ¿—≥±å
∫√‘°“√ ·≈–°“√¥”‡π‘πß“π √«¡∑—Èß¡’°“√°”Àπ¥μ—«™’È«—¥∑’Ë™—¥‡®π (learning)

πÕ°®“°π’È CFSC ¬—ß‡ªìπºŸâπ”¥â“π°“√Õπÿ√—°…åæ≈—ßß“π·≈–°“√„™âπÈ” √«¡∑—Èß¥â“π
°“√„™â«— ¥ÿ√’‰´‡§‘≈ ®π°√–∑—Ëß‰¥â√—∫°“√¬°¬àÕß®“° Dow Jones Sustainability World
Index «à“‡ªìπºŸâπ”‡√◊ËÕß§«“¡√—∫º‘¥™Õ∫μàÕ —ß§¡·≈– ‘Ëß·«¥≈âÕ¡„π√–¥—∫ Top 10% ¢Õß
∫√‘…—∑™—Èππ” 2500 ·Ààß∑—Ë«‚≈°

CFSC ¡’°“√«“ß√–∫∫‡æ◊ËÕ àß‡ √‘¡„Àâ‡°‘¥°“√ªØ‘∫—μ‘Õ¬à“ß¡’®√‘¬∏√√¡‡ªìπ 4 ¢—ÈπμÕπ
‰¥â·°à °“√°”Àπ¥¡“μ√∞“π¥â“π®√‘¬∏√√¡ °“√π”≈ß Ÿà°“√ªØ‘∫—μ‘ °“√«—¥º≈ ·≈–°“√ª√—∫ª√ÿß
¡“μ√∞“π·≈–§à“π‘¬¡ ¥—ß√“¬≈–‡Õ’¬¥„π¿“æ (approach-deploy-learning)

FIGURE 1-7  CFSCûs closed-loop ethics system

ETHICS STANDARDS
- Caterpillar Worldwide Code of Business Ethics
- CFSC Shared Values

ETHICS DEPLOYMENT AND REINFORCEMENT
- Ethics questions in Targeted Selection new-hire process
- New Employee orientation
- All employee training as standards are updated
- Worldwide Code web sites
- Office of Business Practices confidential hotline

MEASUREMENT
- Annual employee surveys
- Annual manager questionnaire and certification

IMPROVEMENT
- Code revised 2000
- Shared Values created in 1995, reviewed in 2002
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÷́Ëß‚ª√·°√¡¥â“π®√‘¬∏√√¡¡’°“√ª√—∫ª√ÿß„À¡à„πªï 2000 (· ¥ß learning) ¡’‡π◊ÈÕÀ“
§√Õ∫§≈ÿ¡ 24 ¥â“π Õ“∑‘ ®√‘¬∏√√¡¢Õß°“√ª√–°Õ∫∏ÿ√°‘® ®√‘¬∏√√¡¥â“π≈Ÿ°§â“ æπ—°ß“π ºŸâ®—¥
®”Àπà“¬ ºŸâ≈ß∑ÿπ ®√‘¬∏√√¡¥â“π§«“¡ —¡æ—π∏å°—∫ºŸâ àß¡Õ∫ μ≈Õ¥®π§«“¡√—∫º‘¥™Õ∫μàÕ™ÿ¡™π
·≈– —ß§¡

·π«∑“ßªØ‘∫—μ‘¥â“π®√‘¬∏√√¡π’È ‰¥â∂Ÿ°π”≈ß Ÿà°“√ªØ‘∫—μ‘ μ—Èß·μà°“√ª∞¡π‘‡∑»æπ—°ß“π
°“√ ◊ËÕ “√‚¥¬„™â√Ÿª·∫∫∑’ËÀ≈“°À≈“¬ ¡’°“√®—¥∑” website, confidential help line ·≈–
Fax ‡æ◊ËÕ„Àâæπ—°ß“π ºŸâ àß¡Õ∫ ·≈–ºŸâ®—¥®”Àπà“¬ “¡“√∂‡¢â“∂÷ß‰¥â CFSC ‰¥âπ”≈ß Ÿà°“√
ªØ‘∫—μ‘‰¥âÕ¬à“ß∑—Ë«∂÷ß„πªï 2003 „πºŸâ®—¥°“√·≈–æπ—°ß“π∑ÿ°√–¥—∫ „™â‡«≈“ 3 ªï (μ√ßπ’È· ¥ß
deployment «à“§√Õ∫§≈ÿ¡ºŸâ¡’ à«π‰¥â‡ ’¬∑ÿ°°≈ÿà¡·≈–æπ—°ß“π∑ÿ°√–¥—∫) º≈≈—æ∏å¢Õß°“√
¥”‡π‘π°“√‰¥â√—∫°“√μ‘¥μ“¡®“°ª√–∏“π∫√‘…—∑Õ¬à“ß ¡Ë”‡ ¡Õ

CFSC ®—¥√–∫∫°“√∫”‡æÁ≠μπ‡ªìπæ≈‡¡◊Õß¥’ ‚¥¬°”Àπ¥‰«â„π§à“π‘¬¡ çCaring for
Othersé ·≈–‰¥â®—¥μ—Èß§≥–°√√¡°“√∑’Ë¡’™◊ËÕ«à“ çContribution Committeeé ¡’∑à“πª√–∏“π
∫√‘…—∑‡ªìπª√–∏“πª√–™ÿ¡°—π∑ÿ°‰μ√¡“ ‡æ◊ËÕ°”Àπ¥∑‘»∑“ß·≈–π‚¬∫“¬ μ≈Õ¥®π°“√®—¥
≈”¥—∫§«“¡ ”§—≠ ·≈–®–π”‡¢â“¢Õ°“√Õπÿ¡—μ‘®“° Business Excellence Committee
(approach)

™ÿ¡™π∑’Ë ”§—≠¢Õß CFSC §◊Õ Nashville ‡π◊ËÕß®“°‡°‘π°«à“√âÕ¬≈– 90 ¢Õßæπ—°
ß“πæ”π—°Õ¬Ÿà∑’Ëπ’Ë ª√–‡¥Áπ∑’Ë CFSC „Àâ§«“¡ ”§—≠§◊Õ ‡¬“«™π°≈ÿà¡‡ ’Ë¬ß °“√»÷°…“ Õß§å°√
‡æ◊ËÕ§√Õ∫§√—« ·≈–ß“π¥â“π»‘≈ª–

πÕ°®“°°“√ π—∫ πÿπ¥â“π°“√‡ß‘π·≈â« CFSC ¬—ß°√–μÿâπ„ÀâºŸâ∫√‘À“√·≈–æπ—°ß“π
Õÿ∑‘»‡«≈“‡æ◊ËÕ “∏“√≥–°ÿ»≈ À√◊Õ°‘®°√√¡‡æ◊ËÕ —ß§¡ „πÀ≈“¬√Ÿª·∫∫ √«¡∑—Èß°“√‡ªìπÕ“®“√¬å
æ‘‡»…„π¡À“«‘∑¬“≈—¬ ·≈–‡æ◊ËÕμÕ°¬È”§à“π‘¬¡‡√◊ËÕß ç‡ √’¿“æ-freedomé CFSC ‰¡à‡§¬μ√«®
 Õ∫‡√◊ËÕß‡«≈“°“√∑”ß“π¢Õßæπ—°ß“π∑’ËÕÿ∑‘»„Àâ°—∫ —ß§¡‡≈¬ (deploy)

º≈ß“π¥â“π°“√∫”‡æÁ≠μπ‡ªìπæ≈‡¡◊Õß¥’·≈–°“√Õÿ∑‘»μπ‡æ◊ËÕ —ß§¡®–‰¥â√—∫°“√
∑∫∑«π∑ÿ°ªïºà“π°“√ ”√«®®“°æπ—°ß“π ·≈–π”‡¢â“ Ÿà°“√∑∫∑«π¢Õß Contribution
Committee ‡æ◊ËÕ«“ß∑‘»∑“ß·≈–®—¥≈”¥—∫§«“¡ ”§—≠„À¡à ·≈– àß‡¢â“ BEC ‡æ◊ËÕÕπÿ¡—μ‘μàÕ‰ª
(learning)
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CFSC ‰¥â√—∫°“√¬°¬àÕß™¡‡™¬¡“°¡“¬¥â“π°“√∫”‡æÁ≠μπ‡ªìπª√–‚¬™πå √«¡∑—Èß Iris
Award (The United Wayûs top honor) „πªï 1998 ·≈– 2001 μ≈Õ¥®π Ingram Award
„πªï 2002

®“°√–∫∫°“√¥”‡π‘π°“√∑’Ë CFSC °”Àπ¥‰«â ®–‡ÀÁπ«à“¡’∫Ÿ√≥“°“√·≈–‡™◊ËÕ¡‚¬ß°—∫
°“√¥”‡π‘π°“√„πÀ¡«¥Õ◊ËπÀ≈“¬À¡«¥ Õ“∑‘ °“√‡™◊ËÕ¡‚¬ß‡¢â“ Ÿà√–∫∫°“√π”Õß§å°√ (À¡«¥ 1.1)
°“√‡™◊ËÕ¡‚¬ß Ÿà√–∫∫ß“π °“√æ—≤π“∫ÿ§≈“°√ ·≈–§«“¡º“ ÿ°¢Õßæπ—°ß“π (À¡«¥ 5) ·≈–
°“√· ¥ßº≈≈—æ∏å„πÀ¡«¥∑’Ë 7

μ—«Õ¬à“ß√“¬≈–‡Õ’¬¥°“√¥”‡π‘π°“√ · ¥ß‰«â„πμ“√“ß∂—¥‰ª
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FIGURE 1-8 Examples of CFSC Leadership as a Corporate Citizen

Level Involvement
Leaders CFSC executives serve in leadership roles for: United Way, Junior Achievement, Tenessee Center for

Performance Excellence, Metro Nashville Schoolûs Pencil Program, Tennessee Association of Business,
Project Reflect Education Programs, Exchange Club, Union Rescue Mission, Big Brothers, Cheekwood
Gardens, Nashville Symphony, Meals on Wheel. Ronald McDonald House, Adventure Science Museum,
and Juvenile Diabetes.

Employees Employees volunteer for day-long charitable events sponsered by CFSC (e.g. Special Olympics, Second
Harvest Food Bank, Nashville Mission, Salvation Army). They receive paid time-off to participate and
support charities of their choice.

Organization Participation
United Way Employee giving has increased every year, matched by CFSC. Giving exceeds $300,000 annually.

Earned IRIS Award, United Wayûs highest honor for financial and program support in 1998 and 2001.
Recognized Ingram Award in 2002 for outstanding campaign organization and success, volunteer
commitment, communication effort and employee involvement.

Junior Achievement of Largest financial, volunteer and leadership supporter of Junior Achievement in Hashville. In 2002-3,
Middle Tennessee volunteers taught over 77 sessions to 1,795 students and 40 employee teams participated in a

Bowl-A-Thon. Contributions exceed &70,000. Founding sponsor of çExchange City,é an experiential learning
center dedicated to teaching children about business and free-enterprise. CFSCûs President received JAûs
highest local regognition in 2003; an Executive Vice President was one of ten recipients of JAûs top national
Award in 2002.

çTommyé Golf Annual tournament and auction organized by CFSC employees. CFSC matches money raised at the event.
Tournament Contributes over $20,000 per year benefiting YW Shelter, Bridges of Williamson Country, Nolensville Drug

Abuse Center, Lions Club, Red Cross and Young Life.

Red Cross Four drivers per year. Assisted more than 4,000 patients since 1993.

Salvation Army Provides over 150 Christmas gifts annually for children and senior citizens through the Angel Tree program.

Wharton 11 year adopted school relationship where employees tutor sdudents in reading and math and assist
Elementary special-needs children. Recognized by Nashvilleûs Mayor as one of the top 3 PENCEL Foundation school

partners. In recognition of its partnership with Wharton, Cat Financial received the 2002
Brotherhood/Sisterhood Award from the National Conference for Community and Justice.

Cat Financial Student Creative writing competition and workshops for over 1,300 Nashville students in grades 3-12,
Writers Showcase with 200 recognized honored.

Juvenile Diabetes 67 employees participated in the çWalk To Cure Diabetesé raising a total of $17,626. CFSC is the title
sponsor of the fundraising event in 2003. Received Gold Award for outstanding fundraising.

American Heart Assoc. Raised $2,604 through the sale of 217 vases of tulips. The çHearts In Bloomé program helps fight
heart disease.

çSchool to Worké CFSC Sponsors high school internships.
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Àπ∑“ß Ÿà·™¡ªá

>> ‚Õ°“ æ—≤π“ (Opportunity for Improvement)

>> ·ºπªØ‘∫—μ‘°“√·≈–ºŸâ√—∫º‘¥™Õ∫ (Action Plan)

>>>>
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À¡«¥∑’Ë ... 2

°“√«“ß·ºπ‡™‘ß°≈¬ÿ∑∏å

‡°≥±å√“ß«—≈

2.1 °“√®—¥∑”°≈¬ÿ∑∏å 40 §–·ππ

„ÀâÕ∏‘∫“¬«‘∏’°“√°”Àπ¥°≈¬ÿ∑∏å ·≈–«—μ∂ÿª√– ß§å‡™‘ß°≈¬ÿ∑∏å √«¡∂÷ß°“√¥”‡π‘π°“√
°—∫§«“¡∑â“∑“¬‡™‘ß°≈¬ÿ∑∏å „Àâ √ÿª«—μ∂ÿª√– ß§å‡™‘ß°≈¬ÿ∑∏å∑’Ë ”§—≠¢ÕßÕß§å°√·≈–
‡ªÑ“ª√– ß§å∑’Ë‡°’Ë¬«¢âÕß

®ÿ¥ª√– ß§å

À—«¢âÕπ’Èμ√«®ª√–‡¡‘π«‘∏’°“√∑’ËÕß§å°√„™â„π°“√°”Àπ¥∑‘»∑“ß‡™‘ß°≈¬ÿ∑∏å ·≈–
®—¥∑”«—μ∂ÿª√– ß§å‡™‘ß°≈¬ÿ∑∏å ‡æ◊ËÕ™’Èπ”·≈– √â“ß§«“¡·¢Áß·°√àß¢Õßº≈°“√¥”‡π‘π°“√‚¥¬
√«¡§«“¡ “¡“√∂„π°“√·¢àß¢—π·≈–§«“¡ ”‡√Á®„πÕπ“§μ

>>>>

>>>>

>
>
>
>
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‡√’¬π®“°·™¡ªá

>> CFSC

CFSC ·∫àß¢—ÈπμÕπ°“√®—¥∑”°≈¬ÿ∑∏å‡ªìπ 6 ¢—ÈπμÕπ ¥—ßπ’È (approach-deploy)

¢—ÈπμÕπ∑’Ë 1 °“√∑∫∑«π°≈¬ÿ∑∏åª√–®”ª’ „π‡¥◊Õπ¡°√“§¡¢Õß∑ÿ°ªï §≥– BEC
®–„™â‡«≈“ª√–™ÿ¡π“π 3 «—π‚¥¬π”¢âÕ¡Ÿ≈√“¬≈–‡Õ’¬¥‡™‘ß≈÷°„π∑ÿ°¥â“π∑’Ë ”§—≠¡“æŸ¥§ÿ¬‡æ◊ËÕ°”Àπ¥
∑‘»∑“ß°≈¬ÿ∑∏å¢Õß∫√‘…—∑ μ≈“¥ ·≈–∏ÿ√°‘®∑’Ë®–¡ÿàß‡πâπ √«¡∑—Èßæ‘®“√≥“§«“¡®”‡ªìπ∑’ËμâÕßª√—∫
‡ª≈’Ë¬π‚§√ß √â“ß‡æ◊ËÕ√Õß√—∫∑‘»∑“ß∑’Ë‡ª≈’Ë¬π·ª≈ß‰ª „π°“√ª√–™ÿ¡π’È®–¡’ºŸâ®—¥°“√ΩÉ“¬μà“ßÊ
∑’Ë‡°’Ë¬«¢âÕß Õ“∑‘ ΩÉ“¬«“ß·ºπ°≈¬ÿ∑∏å ∫—≠™’  “√ π‡∑» ∑√—æ¬“°√∫ÿ§§≈ ‡ªìπμâπ ‡¢â“√à«¡„Àâ
¢âÕ¡Ÿ≈·≈–√à«¡°—π°”Àπ¥∑‘»∑“ß∑’Ë®–¥”‡π‘π‰ª¢Õß∫√‘…—∑

¢—ÈπμÕπ∑’Ë 2 °“√°”Àπ¥°≈¬ÿ∑∏å ΩÉ“¬ß“πμà“ßÊ ‰¥â·°à ΩÉ“¬«“ß·ºπ°≈¬ÿ∑∏å ΩÉ“¬∫—≠™’
ΩÉ“¬ “√ π‡∑» ·≈–ΩÉ“¬∑√—æ¬“°√∫ÿ§§≈ ®–„™â‡«≈“ª√–¡“≥ 4 ‡¥◊Õπ„π°“√«‘‡§√“–Àå¢âÕ¡Ÿ≈μà“ßÊ
‡æ◊ËÕ®—¥∑”√“¬≈–‡Õ’¬¥ ·≈–°”Àπ¥«—μ∂ÿª√– ß§å‡™‘ß°≈¬ÿ∑∏å ÷́Ëß¢âÕ¡Ÿ≈∑’Ë„™âª√–°Õ∫°“√°”Àπ¥
«—μ∂ÿª√– ß§å‡™‘ß°≈¬ÿ∑∏å ‰¥â·°à

● ¢âÕ¡Ÿ≈¥â“π§«“¡μâÕß°“√¢Õß≈Ÿ°§â“·≈–μ≈“¥ ‰¥â¡“®“°°“√√—∫øíß
 ”√«® ºŸâ „™â ºŸâ®—¥®”Àπà“¬ ·≈–®“° Business Unit ¢Õß Cater-
pillar ‡Õß √«¡∑—Èß®“° KPI ¥â“π≈Ÿ°§â“·≈–μ≈“¥

● ¢âÕ¡Ÿ≈¥â“π§Ÿà·¢àß·≈– ¿“æ°“√·¢àß¢—π ‰¥â¡“®“°°“√ ”√«®§«“¡§‘¥
‡ÀÁπ¢Õß≈Ÿ°§â“‡°’Ë¬«°—∫§Ÿà·¢àß √“¬ß“π¿“§ π“¡¢ÕßÀπà«¬¢“¬ ·≈–
®“°·À≈àß¢âÕ¡Ÿ≈Õ◊Ëπ ‡™àπ Equipment Leasing Association, SNL
‡ªìπμâπ ÷́Ëß¢âÕ¡Ÿ≈¥â“ππ’È ¡’‡®â“Àπâ“∑’Ë«‘®—¬‡μÁ¡‡«≈“∑”Àπâ“∑’Ëμ‘¥μ“¡
·≈–«‘‡§√“–Àåμ≈Õ¥‡«≈“ ·≈–√“¬ß“π∑ÿ°‰μ√¡“ „π∑’Ëª√–™ÿ¡ BEC
„π«“√–∑’Ë‡√’¬°«à“ Customer Health Review ·≈–∑’Ëª√–™ÿ¡
ª√–®”ªï∑’Ë‡√’¬°«à“ Annual Leadership Conference (ALC)

● ¢âÕ¡Ÿ≈¥â“π°“√‡ª≈’Ë¬π·ª≈ß‡∑§‚π‚≈¬’ ‰¥â¡“®“°°“√»÷°…“¢Õß
Caterpillar Technology Councils, º≈°“√«‘‡§√“–Àå·π«‚πâ¡¢Õß
‡∑§‚π‚≈¬’ ·≈–º≈°“√‡∑’¬∫‡§’¬ß‡∑§‚π‚≈¬’ (Technology
Benchmarking) ́ ÷Ëßº≈°“√»÷°…“®–∑∫∑«π∑ÿ°‰μ√¡“ „π∑’Ëª√–™ÿ¡
BEC „π«“√–∑’Ë‡√’¬°«à“ Technology Health Review ·≈–
∑’Ëª√–™ÿ¡ª√–®”ªï ALC

>>>>
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● ¢âÕ¡Ÿ≈¥â“π®ÿ¥ÕàÕπ®ÿ¥·¢Áß ∑ÿ°ΩÉ“¬ ∑ÿ° “¬ß“π„π CFSC ®–∑”°“√
«‘‡§√“–Àå SWOT ‚¥¬„™â¢âÕ¡Ÿ≈¥â“π≈Ÿ°§â“ μ≈“¥ æπ—°ß“π º≈°“√
¥”‡π‘πß“π ·≈–√“¬ß“π¢Õß Baldrige

● ¢âÕ¡Ÿ≈¥â“π‚Õ°“ „π°“√ª√—∫‡ª≈’Ë¬π°“√„™â∑√—æ¬“°√¢Õß∫√‘…—∑
(Opportunities to Redirect Resource) ‡™àπ °“√®—¥‡√’¬ß≈”¥—∫
§«“¡ ”§—≠¢Õß°“√„™â∑√—æ¬“°√„À¡à °“√§—¥‡≈◊Õ°‚§√ß°“√ Six
Sigma °“√®—¥≈”¥—∫§«“¡ ”§—≠¥â“π IT „À¡à ‡ªìπμâπ

● ¢âÕ¡Ÿ≈¥â“π§«“¡‡ ’Ë¬ß ‡™àπ °“√‡ª≈’Ë¬π·ª≈ß°Æ√–‡∫’¬∫ °ÆÀ¡“¬
®√‘¬∏√√¡ Õ—μ√“·≈°‡ª≈’Ë¬π ‡ªìπμâπ

● ¢âÕ¡Ÿ≈¥â“π‡»√…∞°‘® Caterpillar Business Intelligence Group
®–∑”°“√»÷°…“¢âÕ¡Ÿ≈°“√≈ß∑ÿπ¿“§√—∞ °“√≈ß∑ÿπ¥â“π‚§√ß √â“ßæ◊Èπ∞“π
¥â“π°“√„™âæ≈—ßß“π ‡ªìπμâπ º≈°“√»÷°…“®–¡’°“√√“¬ß“π∑ÿ°‰μ√¡“ 
πÕ°®“°π’È ¬—ß„™â¢âÕ¡Ÿ≈°“√»÷°…“¢Õß Equipment Leasing
Association ‡æ‘Ë¡‡μ‘¡¥â«¬

● ¢âÕ¡Ÿ≈‡©æ“–Õ◊ËπÊ ¢Õß CFSC ‡Õß Õ“∑‘ º≈°“√¥”‡π‘π°“√¥â“π°≈¬ÿ∑∏å
¢âÕ¡Ÿ≈¥â“π°“√‡ß‘π ‡ªìπμâπ

„π¢—ÈπμÕππ’È BEC ®–™à«¬°—π°”Àπ¥ª√–‡¥Áπ ”§—≠¥â“π∑√—æ¬“°√∫ÿ§§≈ √«¡∑—ÈßÕπÿ¡—μ‘
‡ªÑ“À¡“¬¢Õß·μà≈– “¬ß“π ´÷Ëß°“√°”Àπ¥‡ªÑ“À¡“¬¢Õß CFSC „™â°“√°”Àπ¥‡ªìπ¢—Èπ∫—π‰¥
√“¬ªï ®”π«π 4 ªï ‡√’¬°«à“ çSlope Charté

¢—ÈπμÕπ∑’Ë 3 °“√ —¡¡π“∑‘»∑“ßÕß§å°√ª√–®”ªï CFSC ®—¥„Àâ¡’°“√ —¡¡π“∑‘»∑“ß
Õß§å°√ª√–®”ªï„π‡¥◊Õπ¡‘∂ÿπ“¬π ‚¥¬ºŸâ∫√‘À“√√–¥—∫ Ÿß®”π«π 45 §π „™â‡«≈“ 1  —ª¥“Àå
´÷Ëß„π°“√ —¡¡π“®–¡’°“√·ª≈°≈¬ÿ∑∏å√–¥—∫∫√‘…—∑≈ß Ÿà√–¥—∫ “¬ß“π ΩÉ“¬ß“πμà“ßÊ °“√ —¡¡π“
¢Õß “¬ß“π ΩÉ“¬ß“π ‡æ◊ËÕ°”Àπ¥°≈¬ÿ∑∏å√–¥—∫ “¬ß“π ΩÉ“¬ß“π ‡æ◊ËÕ√Õß√—∫°≈¬ÿ∑∏å„À≠à¢Õß
∫√‘…—∑ √«¡∑—Èß°“√°”Àπ¥‚§√ß°“√ Six Sigma ∑’Ë®–∑”‡æ◊ËÕμÕ∫ πÕß°≈¬ÿ∑∏å °≈¬ÿ∑∏å
∑’Ë ‰¥â ·≈–‚§√ß°“√∑’Ë®–∑”®–∂Ÿ°‡√’¬ß≈”¥—∫§«“¡ ”§—≠‚¥¬æ‘®“√≥“®“°º≈°√–∑∫∑’Ë‰¥â·≈–
º≈≈—æ∏å¥â“π°“√‡ß‘π∑’Ë§“¥«à“®–‰¥â√—∫ ‚¥¬®”·π°ÕÕ°‡ªìπ°≈¬ÿ∑∏åÀ√◊Õ‚§√ß°“√∑’Ë‡ªìπ∞“π√“°
(Bedrock) ‚§√ß°“√À√◊Õ°≈¬ÿ∑∏å∑’Ë‡ªìπª√–‚¬™πå ·μà‰¡à®”‡ªìππ—° μâÕß°“√°“√„§√à§√«≠‡æ‘Ë¡‡μ‘¡
(Discretionary) ·≈–‚§√ß°“√¢π“¥„À≠à∑’ËμâÕß°“√‡ß‘π≈ß∑ÿπ¡“° μâÕßºà“π°“√Õπÿ¡—μ‘®“°‡∫◊ÈÕß∫π
(Prioritized Project List)
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¢—ÈπμÕπ∑’Ë 4 °“√®—¥∑”·ºπªØ‘∫—μ‘°“√  “¬ß“π ΩÉ“¬ß“πμà“ßÊ ®–„™â‡«≈“ 3 ‡¥◊Õπ
À≈—ß®“°°“√√à«¡ —¡¡π“∑‘»∑“ßÕß§å°√ª√–®”ªï „π°“√®—¥∑”·ºπªØ‘∫—μ‘°“√ √«¡∑—ÈßÕ—»«‘π
 “¬¥”∑—ÈßÀ≈“¬ (Black-belt) °Á‡¢’¬π·ºπß“π‡æ◊ËÕ®—¥∑”‚§√ß°“√∑’Ë∂Ÿ°°”Àπ¥¢÷Èπ ΩÉ“¬
∑√—æ¬“°√∫ÿ§§≈°Á¥’ ΩÉ“¬ IT °Á¥’°Á®–‡√‘Ë¡∑”·ºπß“π‡æ◊ËÕ√Õß√—∫ √«¡∑—ÈßΩÉ“¬∫—≠™’°“√‡ß‘π°Á®–
√«∫√«¡·≈–®—¥∑”§“¥°“√≥åß∫ª√–¡“≥ ”À√—∫ªï∂—¥‰ª

¢—ÈπμÕπ∑’Ë 5 °“√Õπÿ¡—μ‘·ºπ·≈–∑√—æ¬“°√∑’Ë®–„™â „π‡¥◊Õπμÿ≈“§¡ §≥– BEC ®–∑”°“√
∑∫∑«π·ºπß“πª√–®”ªï ·ºπß∫ª√–¡“≥ ·ºπÕ—μ√“°”≈—ß ·ºπ¥â“π IT √«¡∑—Èß∑√—æ¬“°√∑’Ë
®”‡ªìπμâÕß„™â∑—ÈßÀ¡¥  “¬ß“π ΩÉ“¬ß“πμà“ßÊ ®–∑”°“√ª√—∫ª√ÿß·ºπß“πμ“¡§”·π–π”¢Õß BEC
·≈–π”‡ πÕ¢Õ°“√Õπÿ¡—μ‘®“° Caterpillar À≈—ß®“°π—Èπ ΩÉ“¬∫—≠™’®–∑”°“√ª√—∫ª√ÿß§“¥
°“√≥åß∫ª√–¡“≥„Àâ Õ¥§≈âÕßμàÕ‰ª

¢—ÈπμÕπ∑’Ë 6 °“√°√–®“¬·ºπ Ÿà°“√ªØ‘∫—μ‘ ‡¡◊ËÕ·ºπß“πª√–®”ªïºà“π°“√Õπÿ¡—μ‘
°Á®–‡¢â“ Ÿà¢—ÈπμÕπ°“√°√–®“¬·ºπß“π Ÿà°“√ªØ‘∫—μ‘ ª√–∏“π∫√‘…—∑®–∑”°“√ ◊ËÕ “√·ºπß“π‰ª¬—ß
æπ—°ß“π∑ÿ°√–¥—∫ √«¡∑—ÈßºŸâ®—¥°“√·≈–ºŸâπ”∑ÿ° “¬ß“π ´÷Ëß®–μâÕß™à«¬°—π·ª≈ß°≈¬ÿ∑∏å·≈–
·ºπß“π≈ß Ÿà·ºπªØ‘∫—μ‘°“√√–¥—∫Àπà«¬·≈–‡ªÑ“À¡“¬√“¬∫ÿ§§≈ (Personal Goal) ‚¥¬ºà“π
°√–∫«π°“√∑’Ë‡√’¬°«à“ Performance and Development Process ∑â“¬∑’Ë ÿ¥ §«“¡°â“«Àπâ“
·≈–º≈ß“π∑’Ë‰¥â∑—ÈßÀ¡¥®–∂Ÿ°μ‘¥μ“¡Õ¬à“ß ¡Ë”‡ ¡Õ„π∑’Ëª√–™ÿ¡∑∫∑«πª√–®”‡¥◊Õπ ·≈–‡ªìπ
¢âÕ¡Ÿ≈ªÑÕπ°≈—∫ ”À√—∫°“√«“ß·ºπ§√“«∂—¥‰ª

√“¬≈–‡Õ’¬¥¢Õß¢—ÈπμÕπ∑—ÈßÀ¡¥ ¢Õß CFSC ‰¥â· ¥ß‰«â„π¿“æμàÕ‰ªπ’È
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✓ External Expertise
✓ Issue Specific Data/Analyses

✓ Revised Strategic Direction

✓ CFSC Strategies
✓ Financial Goals and
 Division Slope Charts 
✓ Human Resource Priorites

✓ Preliminary Division Strategies
✓ 6 Sigma Project List
✓ Support Dept. Plan Requirements

Proposed:
✓ Division Action Plans/Goals 
✓ Support Dept. Action Plans/Goals
✓ 6 Sigma Project Plans/Goals

Approved:
✓ Division Action Plans/Goals
✓ Support Dept. Action Plans/Goals
✓ 6 Sigma Project Plans/Goals 
✓ BOP and RBM

✓ Unit Action Plans/Goals
✓ Individual PDPs

✓ BEC
✓ Strategic Planning, HR,
 Accounting, IT Managers
✓ Selected Other Managers

✓ BEC
✓ Strategic Planning,
 HR, Accounting
✓ Division and Department
 Managers

✓ Top 45 Leaders
 and Managers
✓ Business Excellence Dept

✓ Division and
 Department Managers
✓ Business Excellence Dept

✓ BEC
✓ Division and
 Department Managers

✓ BEC
✓ Division and Department
 Managers and Employees

✓ BIG Economic Forecast
✓ Market Forecasts
✓ CAT Inc. Strategy
✓ Employee Satisfaction Data

Organizational Level:
✓ Strategy Updates
✓ Top Tier and Health Results
✓ Market Forecasts
✓ Technology Demos
Division and Support Dept.:
✓ SWOT Analysis
✓ Status of Current Plans
✓ Gap Analysis (Divisions)
✓ Customer Satisfaction Data
✓ Employee Satisfaction Data
✓ Training Needs

Resource Constraints:
✓ Financial
✓ Staff 
✓ IT

✓ CFSC Strategies
✓ Division/Department
Strategies and Action Plans
✓ KCP Results

Step 1 
Annual Strategic

Retreat
(Jan)

Step 2 
Strategy

Development
(Feb - June)

Step 3 
Annual Leadership

Conference
(June)

Step 4
Action

Planning
(July - Oct)

Step 5
Plan Review and

Resource Allocation
(Oct - Nov)

Step 6 
Plan

Deployment
(Dec - Jan)

Jan

Feb

Ev
al
ua

tio
n 

an
d 

Im
pr
ov

em
en

t

Mar

Apr

May

Jun

Jul

Aug

Sep

Oct

Nov

Dec

>> AS

AS °”Àπ¥¢—ÈπμÕπ„π°“√®—¥∑”°≈¬ÿ∑∏å·≈–·ºπß“π∑—ÈßÀ¡¥ 10 ¢—ÈπμÕπ ‡√’¬°«à“
Enterprise Planning Process ‚¥¬¡’√“¬≈–‡Õ’¬¥¥—ßπ’È (approach-deploy)

¢—ÈπμÕπ∑’Ë 1 »÷°…“·π«∑“ß·≈–¢âÕ®”°—¥ (Guidelines and Constraints) ¢—ÈπμÕπ
π’È‡ªìπ°“√»÷°…“ √«∫√«¡ªí®®—¬π”‡¢â“μà“ßÊ ∑’Ë‡°’Ë¬«¢âÕß®“°∫√‘…—∑·¡à§◊Õ Boeing ®“°°≈ÿà¡
Integrated Defense Systems ·≈–®“°·π«∑“ß¢Õß AS ‡Õß Õ“∑‘ ·π«∑“ß π‚¬∫“¬ ∑‘»∑“ß
¢âÕ®”°—¥ ‡ªìπμâπ ‡æ◊ËÕ„Àâ¡—Ëπ„®«à“°≈¬ÿ∑∏å·≈–·ºπß“π∑’Ë®–°”Àπ¥  Õ¥§≈âÕß°—∫·π«∑“ß·≈–
¢âÕ®”°—¥¥—ß°≈à“« ´÷Ëß∑’¡∑’Ë√—∫º‘¥™Õ∫§◊Õ Strategic Business Council (SBC)

FIGURE 2-1 CFSC Strategic Planning Process

Inputs Steps Outputs
(Inputs to Subsequent Steps) Participants
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EXECUTION (JAN-DEC) KEY DATA FACTORS (JAN-MAR)

PLANS (MAY-DEC)

STRATEGIES (FEB-JUL)
SBC

SBC

SBC

SBC

EPT

SPCs

All Planning
Councils

FCs

EPT

All AS
Employees

SPC & EPT

Guidelines
Constraints

(Boeing, IDS, AS)

Lessons
Learned and

Process
Improvements

Yearly
Assessments

Develop
Functional

Implementation
Plans

Develop
Business

Implementation
Plans

Allocate
Resource

Create
Financial Plan

LRBP

Goal
Flow Down

VSP

VSP

Monitor
the Plan

Execute
the Plan

l  Mission
l  Vision
l  Objectives
l  Gaps (SWOT)
l  Strategies

FIPsBIPs

SBC
& EPT

Review and Refine

SBC  - Strategic Business Council
SPCs  - Strategic Planning Councils
EPT  - Enterprise Planning Team
FCs  - Functional Councils

¢—ÈπμÕπ∑’Ë 2 °“√ª√–‡¡‘π ∂“π°“√≥åª√–®”ªï (Yearly Assessment) ¢—ÈπμÕππ’È
‡ªìπ°“√»÷°…“ «‘‡§√“–Àå¢âÕ¡Ÿ≈∑ÿ°¥â“π Õ“∑‘ ≈Ÿ°§â“ μ≈“¥ §Ÿà·¢àß ºŸâ àß¡Õ∫ ªí®®—¬¿“¬„π ·≈–
¿“¬πÕ° ‚¥¬¡’ºŸâ√—∫º‘¥™Õ∫§◊Õ Enterprise Planning Team (EPT) ´÷Ëß¢—ÈπμÕπ∑’Ë 1 ·≈– 2
®–·≈â«‡ √Á®ª√–¡“≥‡¥◊Õπ¡’π“§¡

¢—ÈπμÕπ∑’Ë 3 ∑∫∑«π∑‘»∑“ß·≈–°≈¬ÿ∑∏åÕß§å°√ ¢—ÈπμÕππ’È ‡ªìπ°“√∑∫∑«π·≈–ª√—∫ª√ÿß
¿“√°‘® «‘ —¬∑—»πå «—μ∂ÿª√– ß§å‡™‘ß°≈¬ÿ∑∏å μ≈Õ¥®π∑∫∑«π™àÕß«à“ß∑’Ë¬—ß¡’Õ¬Ÿà (Gaps) ·≈–
°≈¬ÿ∑∏å∑’Ë „™â ‚¥¬ AS ®–∑”°“√∑∫∑«π ¿“√°‘® (What we do) ·≈–«‘ —¬∑—»πå (What we
aspire to be) ∑ÿ°ªï √«¡∑—Èß∑∫∑«π«—μ∂ÿª√– ß§å‡™‘ß°≈¬ÿ∑∏å (End states over time) «à“
¬—ß§ß‡À¡“– ¡°—∫ ¿“√°‘® ·≈– «‘ —¬∑—»πåÀ√◊Õ‰¡à ®“°π—Èπ „π∑ÿ°√–¥—∫ μ—Èß·μà√–¥—∫∫√‘…—∑
®π∂÷ß√–¥—∫Àπà«¬ß“π®–∑”°“√§âπÀ“™àÕß«à“ß∑’Ë¬—ß¡’Õ¬Ÿà (√–À«à“ß ‘Ëß∑’Ë‡ªìπÕ¬Ÿà„πªí®®ÿ∫—π ·≈–
 ‘Ëß∑’Ëª√“√∂π“∑’Ë®–‡ªìπ) ‚¥¬„™â SWOT Analysis ·≈–∑”°“√ª√—∫°≈¬ÿ∑∏å∑’Ë®–„™â

¢—ÈπμÕπ∑’Ë 4 ®—¥∑”·ºπß“π ¢—ÈπμÕππ’È‡ªìπ°“√·ª≈ß°≈¬ÿ∑∏å Ÿà·ºπß“π√–¥—∫μà“ßÊ
(Business Implementation Plans -BIP ·≈– Functional Implementation Plans-FIP)
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¢—ÈπμÕπ∑’Ë 5 ®—¥ √√∑√—æ¬“°√ ·μà≈–√–¥—∫®–°”Àπ¥∑√—æ¬“°√∑’Ë®–„™âμ“¡·ºπß“π
¢Õßμπ ∑’¡ EPT ·≈–ºŸâπ”„π·μà≈– “¬ß“π®–∑”°“√∑∫∑«π§«“¡‡À¡“– ¡·≈– àß„Àâ SBC
‡ªìπºŸâÕπÿ¡—μ‘

¢—ÈπμÕπ∑’Ë 6 ®—¥∑”·ºπß∫ª√–¡“≥ (Long Range Business Plan) „π¢—ÈπμÕππ’È
·ºπß∫ª√–¡“≥∑—ÈßÀ¡¥®–∂Ÿ°°”Àπ¥¢÷Èπ‡æ◊ËÕ√Õß√—∫·ºπß“πμà“ßÊ ¢â“ßμâπ Õπÿ¡—μ‘‚¥¬ SBC

¢—ÈπμÕπ∑’Ë 7 ‡ªìπ°“√°”Àπ¥μ—«™’È«—¥·≈–°√–®“¬‡ªÑ“À¡“¬‰ª¬—ß∑ÿ°ΩÉ“¬∑ÿ°√–¥—∫
μ≈Õ¥®πºŸâ¡’ à«π‰¥â à«π‡ ’¬Õ◊Ëπ∑ÿ°°≈ÿà¡ ‚¥¬„™â°√–∫«π°“√∑’Ë‡√’¬°«à“ Goal Flowdown
´÷Ëß¡’¢—ÈπμÕπ·≈–√“¬≈–‡Õ’¬¥¥—ß√Ÿª

¢—ÈπμÕπ∑’Ë 8 ‡ªìπ¢—ÈπμÕπ¢Õß°“√ªØ‘∫—μ‘μ“¡·ºπß“π∑’Ë°”Àπ¥¢Õß∑ÿ°Àπà«¬ß“π

¢—ÈπμÕπ∑’Ë 9 ‡ªìπ°“√μ‘¥μ“¡§«“¡°â“«Àπâ“·≈–º≈≈—æ∏å∑’Ë ‰¥â AS ·∫àß°“√μ‘¥μ“¡
º≈ß“π‡ªìπ Õß·∫∫ §◊Õ μ‘¥μ“¡§«“¡°â“«Àπâ“μ“¡ BIP ·≈– FIP ‡√’¬°«à“ Health Metrics
·≈–°“√μ‘¥μ“¡º≈°“√¥”‡π‘πß“πμ“¡°≈¬ÿ∑∏å ‡√’¬°«à“ Execution Metrics ‚¥¬®–¡’°“√
μ‘¥μ“¡º≈∑ÿ°‡¥◊Õπμ≈Õ¥∑—Èßªï

Boeing Company Vision 2016

IDS Goals

Site Integration Goals

Site Integration Goals

All Levels Manager Goals

Workforce Goals
(PE, Team Goals)

Individual Goals
(Workforce Compass)

AS Level Goals (1, 5 and 10 year) Step       EPP

BIP Goals 
Step      EPP

FIP Goals 
Step      EPP
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¢—ÈπμÕπ∑’Ë 10 ‡ªìπ¢—ÈπμÕπ°“√‡√’¬π√Ÿâ (Lessons Learned) ‡ªìπ¢—ÈπμÕπ°“√√«∫√«¡
º≈ß“π∑’Ë‰¥â π” Ÿà°“√‡√’¬π√Ÿâ·≈–ª√—∫ª√ÿßÕ¬à“ßμàÕ‡π◊ËÕßμàÕ‰ª (· ¥ß learning loop)

®“°μ—«Õ¬à“ß√–∫∫°“√«“ß·ºπ°≈¬ÿ∑∏å¢Õß∑—Èß Õß·™¡‡ªïô¬π ∑à“π®–æ∫«à“ °√–∫«π°“√
«“ß·ºπ°≈¬ÿ∑∏å∑’Ë¥’ ®–μâÕß§√∫«ß≈âÕ Study-Plan-Do-Check-Act §◊Õ ¡’°“√»÷°…“ªí®®—¬
 ”§—≠μà“ßÊ π” Ÿà°“√«“ß·ºπ ®“°π—Èπ°√–®“¬ Ÿà°“√ªØ‘∫—μ‘ ¡’°“√μ‘¥μ“¡º≈·≈–π” Ÿà°“√·°â‰¢
ª√—∫ª√ÿßÕ¬à“ßμàÕ‡π◊ËÕß πÕ°®“°π’È √–∫∫°“√«“ß·ºπ°≈¬ÿ∑∏å∑’Ë¥’ ®–μâÕß∫Ÿ√≥“°“√°—∫∑ÿ°ΩÉ“¬
‚¥¬‡©æ“–Õ¬à“ß¬‘Ëß ΩÉ“¬∑√—æ¬“°√∫ÿ§§≈ (À¡«¥ 5) ΩÉ“¬∫√‘À“√ “√ π‡∑»·≈– IT (À¡«¥ 4)
ΩÉ“¬°“√‡ß‘π·≈–ß∫ª√–¡“≥ (À¡«¥ 6.2) ‡ªìπÕ¬à“ßπâÕ¬

>> Medrad

°√–∫«π°“√«“ß·ºπ°≈¬ÿ∑∏å¢Õß Medrad ‡ªìπÀπâ“∑’Ë¢Õß Executive Committee
(EC) ª√–°Õ∫¥â«¬ 3 ¢—ÈπμÕπÀ≈—° §◊Õ °”Àπ¥«‘ —¬∑—»πå 5 ªï¢Õß Medrad «à“®–¡ÿàßμ≈“¥„¥
·≈–¡ÿàßÀ«—ß√“¬‰¥â‡∑à“„¥ ®“°π—Èπ°”Àπ¥·ºπß“π¢Õßªï∂—¥‰ª ÷́Ëß§√Õ∫§≈ÿ¡∑—Èß°‘®°√√¡
‡™‘ß°≈¬ÿ∑∏å√–¬– —Èπ ·≈–√–¬–¬“« ‡æ◊ËÕ∫√√≈ÿ«‘ —¬∑—»πå 5 ªï¢Õß∫√‘…—∑  à«π¢—ÈπμÕπ ÿ¥∑â“¬§◊Õ
°“√∑”„Àâ‡°‘¥°“√ªØ‘∫—μ‘‰ª„π·π«∑“ß‡¥’¬«°—π∑—Ë«∑—Èß∫√‘…—∑ ¥—ß¿“æ

Jan

July

AprOct

Action Plan
Budgeting

Portfolio
        Planning

Objectives
Waterfalling

Improvement
Planning

Iterative
Review/Action

Function
Planning

Process Owners
 Marketing Finance
 PEC Functional Managers
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°√–∫«π°“√«“ß·ºπ°≈¬ÿ∑∏å®–‡√‘Ë¡μ—Èß·μà‡¥◊Õπ¡°√“§¡ ‚¥¬ EC ®–°”Àπ¥‡ªÑ“À¡“¬
1 ªï ·≈– 5 ªï¢Õß∫√‘…—∑ „π·μà≈–¡ÿ¡¡Õßμ“¡À≈—° Balanced Scorecard ÷́Ëß Medrad
°”Àπ¥‡ªÑ“ª√– ß§å¢ÕßÕß§å°√‰«â 5 ª√–°“√§◊Õ Exceed Finance, Grow the Company,
Improve Quality & Productivity, Improve Customer Satisfaction ·≈– Improve
Employee Growth and Satisfaction ¥—ßμ—«Õ¬à“ß¥—ß¿“æ

®“°π—Èπ ‡¢â“ Ÿà°√–∫«π°“√ Portfolio Planning Process ´÷Ëß°√–∫«π°“√π’È ‡ªìπ
°√–∫«π°“√¢Õß°“√§âπÀ“ ·≈–§—¥‡≈◊Õ°°‘®°√√¡‡™‘ß°≈¬ÿ∑∏å√«¡∑—Èß°“√æ—≤π“º≈‘μ¿—≥±å‡™‘ß°≈
¬ÿ∑∏å ‡æ◊ËÕ„Àâ Õ¥§≈âÕß°—∫°≈¬ÿ∑∏å·≈–‡ªÑ“À¡“¬∑’Ë°”Àπ¥ °√–∫«π°“√ Portfolio Planning
π’È·∫àß‡ªìπ 2 √–¬– §◊Õ √–¬–°“√«“ß·ºπ¢Õß·μà≈– Product Line ·≈–√–¬–¢Õß°“√§—¥
‡≈◊Õ°‚§√ß°“√‡™‘ß°≈¬ÿ∑∏å∑’Ë®–∑” (Medrad ‡√’¬°«à“‡ªìπ°“√®—¥ Product Portfolio)

√–¬–«“ß·ºπ¢Õß·μà≈– Product Line ¡’°“√μ—Èß∑’¡∑’Ë‡√’¬°«à“ Product Line Plat-
form Team (PLP) ¢Õß·μà≈– “¬°“√º≈‘μ Õ“∑‘ MRI, CT, Cardiovascular, MVS ·≈–
Incubation ( ”À√—∫μ≈“¥„πÕπ“§μ) ∑’¡‡À≈à“π’È®–‰¥â√—∫°“√ π—∫ πÿπ®“°À≈“¬ΩÉ“¬ ‰¥â·°à
°“√μ≈“¥ ΩÉ“¬π«—μ°√√¡ ΩÉ“¬ÕÕ°·∫∫ ¿“¬„μâ°“√¥Ÿ·≈ π—∫ πÿπ®“° EC

PLP „™â·π«∑“ßμàÕ‰ªπ’È„π°“√ª√–‡¡‘π‡æ◊ËÕ§âπÀ“°‘®°√√¡‡™‘ß°≈¬ÿ∑∏å·≈–º≈‘μ¿—≥±å‡™‘ß°≈¬ÿ∑∏å
Business Environment
● §ÿ≥≈—°…≥–·≈–∑‘»∑“ßμ≈“¥
● §ÿ≥≈—°…≥–·≈–∑‘»∑“ß¢Õß≈Ÿ°§â“
●  ¿“«–·«¥≈âÕ¡¢Õß°“√·¢àß¢—π
● ‚Õ°“ ·≈–ª√–‡¥Áπ∑’Ë§«√√–«—ß

Exceed financials CMB (profit) growth > revenus growth
Grow the Company Revenue growth > 15% per year
Improve quality and productivity Grow CMB (profit) / employee > 10% per year
Improve customer satisfaction Continuous improvement in Top Box ratings
Improve employee Continuous improvement in employee satisfaction
growth and satisfaction above best-in-class Hay benchmark

Corporate Goal Target
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Business Platform Strategy
● ¿“æ√«¡¢Õß°≈¬ÿ∑∏å
● Product Roadmap
● º≈μÕ∫·∑π∑“ß°“√‡ß‘π
Investment
● ∑√—æ¬“°√∑’ËμâÕß„™â

ª√–¡“≥ª≈“¬‡¥◊Õπæƒ…¿“§¡ À√◊Õμâπ¡‘∂ÿπ“¬π ·μà≈– PLP ®–π”‡ πÕ‚§√ß°“√∑’Ë
‡ªìπ‰ª‰¥â∑—ÈßÀ¡¥‡æ◊ËÕ„Àâ EC ‡ªìπºŸâ§—¥‡≈◊Õ° ÷́Ëß EC ®–∑”°“√„Àâ§–·ππ‚¥¬„™â‡°≥±å∑’Ë
ª√–°Õ∫¥â«¬ §«“¡‡ ’Ë¬ß‡™‘ßæ“≥‘™¬å §«“¡‡ ’Ë¬ß‡™‘ß‡∑§π‘§ º≈μÕ∫·∑π°“√≈ß∑ÿπ º≈≈—æ∏å
∑“ß°“√‡ß‘π∑’Ë®–‰¥â√—∫  —¥ à«π°“√μ≈“¥∑’Ë§“¥À«—ß º≈°”‰√∑’Ë ‰¥â §«“¡‡ ’Ë¬ß¥â“π°“√
‡ª≈’Ë¬π·ª≈ß‡∑§‚π‚≈¬’ °“√·¢àß¢—π ·≈–§ÿ≥§à“∑’Ë≈Ÿ°§â“‰¥â√—∫ º≈°“√§—¥‡≈◊Õ°®–∂Ÿ° ◊ËÕ “√‰ª
¬—ß∑ÿ°ΩÉ“¬∑’Ë‡°’Ë¬«¢âÕß ÷́Ëß√“¬≈–‡Õ’¬¥¢Õß Portfolio Planning Process ¥—ß¿“æ

MR

CT

Cardiovascular

Incubation

MVS

EC
Checkpoints

PLP
Opportunity

Identification &
Strategic

Recommen- 
dations

Portfolio
Selection
Process

Selected
Initiatives &

Prelim-
inary
2004 
Budget

Communicate
to Middle

Management

Functional
Strategic
Planning

Annual
Objective
Setting

EC Sponsor
Marketing Champion

PIAD/BD/NPD/Sales/Regional Reps

Phase 1 
Product Plan Development

Phase 2 
Product Portfolio Selection

February-May Mid June Third week of June

Figure 2.1-2. Portfolio Planning Process
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®“°π—Èπ ®–‡¢â“ Ÿà¢—ÈπμÕπ∑’Ë‡√’¬°«à“ Improvement planning ´÷Ëß°Á§◊Õ¢—ÈπμÕπ¢Õß
°“√§âπÀ“§«“¡®”‡ªìπ„π°“√ª√—∫‡ª≈’Ë¬πÀ√◊Õæ—≤π“„π·μà≈–°√–∫«π°“√À≈—° ·≈–°“√®—¥∑”
·ºπß∫ª√–¡“≥„π°“√æ—≤π“ ¥—ß√“¬≈–‡Õ’¬¥μ“¡√Ÿª

·μà≈– à«πß“π®–∑”°“√§âπÀ“ ·≈–π”‡ πÕ‚§√ß°“√æ—≤π“‡æ◊ËÕμÕ∫ πÕßμàÕ
«—μ∂ÿª√– ß§å‡™‘ß°≈¬ÿ∑∏å¢Õß∫√‘…—∑ „Àâ·°à§≥–°√√¡°“√∑’Ë‡√’¬°«à“ Performance Excellence
Team Advisory Board (PETAB) æ‘®“√≥“§—¥‡≈◊Õ° À≈—ß®“°ºà“π°“√§—¥‡≈◊Õ°·≈â«
·μà≈– à«πß“π∑’Ë‡°’Ë¬«¢âÕß®–®—¥‡μ√’¬¡·ºπß∫ª√–¡“≥∑’ËμâÕß°“√‡æ◊ËÕ√«∫√«¡‡ªìπ·ºπß∫
ª√–¡“≥¢Õß∫√‘…—∑ ‚¥¬ EC ®–∑”°“√∑∫∑«π·ºπß∫ª√–¡“≥ Õß§√—Èß°àÕπ àß„Àâ∫√‘…—∑·¡à
Õπÿ¡—μ‘μàÕ‰ª

Phase 1 

Corporate Improvements Selection

Phase 2 

Corporate Improvements Budgeting

Initiative Proposals

Initiative Proposals

Initiative Proposals

Initiative Proposals

Initiative Proposals

Criteria
Screening

March - May June - September

Selected
Initiatives

Communication 
to Middle

Management

Annual
Objective
Setting

EC
PETAB

Functions ABs Other

Figure 2.1-4. Improvement Planning and Budgeting
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Àπ∑“ß Ÿà·™¡ªá

>> ‚Õ°“ æ—≤π“ (Opportunity for Improvement)

>> ·ºπªØ‘∫—μ‘°“√·≈–ºŸâ√—∫º‘¥™Õ∫ (Action Plan)

>>>>
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>>>>

‡°≥±å√“ß«—≈

2.2 °“√∂à“¬∑Õ¥°≈¬ÿ∑∏å‡æ◊ËÕπ”‰ªªØ‘∫—μ‘ 40 §–·ππ

„ÀâÕ∏‘∫“¬«‘∏’°“√·ª≈ß«—μ∂ÿª√– ß§å‡™‘ß°≈¬ÿ∑∏å‰ª Ÿà·ºπªØ‘∫—μ‘°“√ „Àâ √ÿª
·ºπªØ‘∫—μ‘°“√·≈–μ—««—¥À√◊Õ¥—™π’™’È«—¥∑’Ë ”§—≠¢Õßº≈°“√¥”‡π‘π°“√∑’Ë‡°’Ë¬«¢âÕß √«¡∑—Èß
§“¥°“√≥åº≈°“√¥”‡π‘π°“√„πÕπ“§μ¢ÕßÕß§å°√μ“¡μ—««—¥À√◊Õ¥—™π’™’È«—¥¥—ß°≈à“«

®ÿ¥ª√– ß§å

À—«¢âÕπ’Èμ√«®ª√–‡¡‘π«‘∏’°“√∑’ËÕß§å°√„™â„π°“√·ª≈ß«—μ∂ÿª√– ß§å‡™‘ß°≈¬ÿ∑∏å‰ª Ÿà·ºπ
ªØ‘∫—μ‘°“√ ‡æ◊ËÕ„Àâ∫√√≈ÿ«—μ∂ÿª√– ß§å‡À≈à“π—Èπ √«¡∑—Èß«‘∏’°“√∑’ËÕß§å°√μ√«®ª√–‡¡‘π§«“¡
°â“«Àπâ“‡∑’¬∫°—∫·ºπªØ‘∫—μ‘°“√ ‡æ◊ËÕ∑”„Àâ¡—Ëπ„®«à“¡’°“√∂à“¬∑Õ¥°≈¬ÿ∑∏å‡æ◊ËÕπ”‰ª
ªØ‘∫—μ‘„Àâ∫√√≈ÿ‡ªÑ“ª√– ß§å

‡√’¬π®“°·™¡ªá

>> CFSC

°“√∂à“¬∑Õ¥·≈–°√–®“¬°≈¬ÿ∑∏å Ÿà°“√ªØ‘∫—μ‘¢Õß CFSC ‡√‘Ë¡μâπ®“°∑à“πª√–∏“π¢Õß
CFSC ®–·∂≈ß°≈¬ÿ∑∏å¢Õß∫√‘…—∑„Àâ∑√“∫„π∑’Ëª√–™ÿ¡æπ—°ß“πª√–®”ªï √«¡∑—Èß„π∑’Ëª√–™ÿ¡
√–¥—∫®—¥°“√ ®“°π—Èπ ®–¡’°“√ª√–™ÿ¡°—∫∑ÿ°ΩÉ“¬‡æ◊ËÕÕ¿‘ª√“¬∑”§«“¡‡¢â“„®„π√“¬≈–‡Õ’¬¥
‡æ◊ËÕ„Àâ∑ÿ°ΩÉ“¬ “¡“√∂®—¥∑”·ºπß“πÀ√◊Õ·ºπªØ‘∫—μ‘°“√¢Õßμπ‡Õß‰¥â πÕ°®“°π’È¬—ß¡’°“√®—¥∑”
website ‡æ◊ËÕ„Àâ∑ÿ°ΩÉ“¬ “¡“√∂ ◊ËÕ “√‡√◊ËÕß·ºπß“π‰¥âÕ¬à“ß¡’ª√– ‘∑∏‘¿“æ Õ’°∑—Èß¡’°“√∑”∫—μ√
‡≈Á°Êª√–®”μ—«æπ—°ß“π∑ÿ°§π (Pocket Card) · ¥ß·π«∑“ß Ÿà§«“¡‡ªìπ‡≈‘» μ≈Õ¥®π
°≈¬ÿ∑∏åÀ≈—°¢Õß∫√‘…—∑ ‡æ◊ËÕ„Àâ∑ÿ°§π “¡“√∂À¬‘∫¡“¥Ÿ‰¥âßà“¬√–À«à“ß°“√∑”·ºπ √“¬≈–‡Õ’¬¥
«‘∏’°“√ ◊ËÕ “√∑’Ë CFSC „™â„π°“√∂à“¬∑Õ¥∑‘»∑“ß·≈–°≈¬ÿ∑∏å  “¡“√∂»÷°…“¥Ÿ‰¥â®“°À¡«¥∑’Ë 1

>>>>

>>>>
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·ºπß“π·≈–‡ªÑ“À¡“¬®–∂Ÿ°∂à“¬∑Õ¥‡ªìπ≈”¥—∫™—Èπ ‚¥¬„™â°√–∫«π°“√∑’Ë‡√’¬°«à“
Performance and Development Process ÷́Ëß¡’¢—ÈπμÕπ¥—ß√Ÿª

®–‡ÀÁπ‰¥â«à“ CFSC ¡’°“√∂à“¬∑Õ¥≈ß¡“‡ªìπ≈”¥—∫™—Èπ ®“° Critical Success
Factors ·ª≈ß‡ªìπ°≈¬ÿ∑∏å√–¥—∫∫√‘…—∑ ®“°°≈¬ÿ∑∏å√–¥—∫∫√‘…—∑·ª≈ß≈ß Ÿà°≈¬ÿ∑∏å√–¥—∫ “¬ß“π
®“°π—Èπ¡’°“√°”Àπ¥‡ªÑ“À¡“¬¢Õß “¬ß“π·≈–Àπà«¬ß“πμà“ßÊ ·≈–°√–®“¬≈ß Ÿà√–¥—∫∫ÿ§§≈„π
∑’Ë ÿ¥ (· ¥ß deploy Õ¬à“ß∑—Ë«∂÷ß∑ÿ°≈”¥—∫™—Èπ)

·μà≈–Àπà«¬ß“π®–¡’°“√∑”·ºπß“π„π à«π∑’Ë‰¥â√—∫¡Õ∫À¡“¬·≈–π” Ÿà°“√ªØ‘∫—μ‘
·≈–¡’°“√μ‘¥μ“¡º≈ß“π ∑ÿ°‡¥◊Õπ μ“¡√–∫∫∑’Ë°”Àπ¥‰«â¥—ß√“¬≈–‡Õ’¬¥„πÀ¡«¥∑’Ë 4 ¢Õß
Àπ—ß ◊Õ‡≈à¡π’È ∑â“¬∑’Ë ÿ¥®–∂Ÿ°∫Ÿ√≥“°“√°—∫√–∫∫∫√‘À“√∑√—æ¬“°√∫ÿ§§≈¥—ß¿“æ∑’Ë· ¥ß¢â“ßμâπ

μ“√“ßμàÕ‰ªπ’È· ¥ßμ—«Õ¬à“ß·ºπß“π∑’Ë ”§—≠ √«¡∑—Èß·ºπß“π¥â“π∑√—æ¬“°√∫ÿ§§≈
·≈–¥â“π IT ¢Õß CFSC

1. CSFs 

2. CFSC Strategy 

3. Division Strategy

4. Division/Unit Goals

5. Individual PDP Goals

1. Manager Review

2. Employee Self-Evaluation* 

3. 360° Assessment*

1. Development Planning* 
 (Short-term)
2. Career Planning (Long-Term)*

Goal Planning - PDP Competency Evaluation Training & Development Planning

*Optional

FIGURE 5-2 PDP/CMS represents CFSCûs integrated approach to performance and career management.
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FIGURE 1-8 Examples of CFSC Leadership as a Corporate Citizen
CSF/Strategic Objectives Goals/Timeline Action Plan* HR Action Plan IT Action Plan

(ST-Short Term; LT-Long Term)
Customer Satisfaction
Strengthen customer Customer Satisfaction Implement CRM/ Implement procedues, Utilize PGM to support the
relationships by improving Index by YE 2006 Customer Express (LT) policies, and training timely, cost-efficient delivery
DFSC responsiveness Implement CRM/ program for CRM/ of CRM/Customer Express

Customer/Express for the Customer Express projects
CBC and TMs (ST)

Employee Satisfaction
Encourage employee Employee Satisfaction Expand CMS Develop, implement, and Coordinate with vendor to
development and career Index by YE 2006 capabilities in CFSC (LT) deliver training for on-line ensure system compatibility
planning in an environment CMS to PeopleSoft 8
that leverages workforce Training Theme on Deploy 2003 Mentor Continue to provide Develop a process to acquire
diversity Employee Survey > Program in CFSC (ST) training and resources for and enhance future Project

Financial Services the CFSC Mentoring Program Leader candidates
industry

Growth
Pursue new and expand Increase Profit Before Tax Explore acquisitions and Actively participate on Provide information and
market opportunities and Managed Asset by 3rd party vendor supplier growth initiative teams to systems support for growth

2006 through non-tradi- business (LT) determine potential HR Strategy initiatives
tional growth requirements

Develop and facilitate Develop a hiring plan for Ensure architectural standards,
the CFSC growth strategy non-traditional growth ini- support processes, PGM and
process (ST) tiatives project management services

enable and support growth
strategy

Leadership
Deploy Business Excellence Improve and assess Implement MBNQA oppor- Improve training Improve knowledge
throughout the organization deployment of Business tunities for improvement approaches and measures management infrastructure

Excellence, as measured (ST)
by MBNQA Criteria Development application for

MBNQA (ST)
Live our values by actively Leadership Index Encorage active Continue support and N/A
demonstrating care for by YE 2006 participation in CFSC participation in charitable
others sponsored charities (LT) events and activities
Reliable Returns
Leverage CFSC investment Operating costs as a & of Support the Core Systems Define staffing Achieve the project plan for
in technology Managed Assets by initiative (LT) requirements and recruit the Core Systems project

YE 2006 staff required for Core
Systems project

Expand usage of Provide training program Conduct performance, capacity,
FinancExpress (LT) for expanded use of and risk analysis to optimize

Finance Express availability and reliability
World Class Core Processes
Enhance processes through Achieve 5 Sigma Value Institutionalize 6 Sigma Continue to support Where possible, utilize 6
6 Sigma to make them Proposition in 2003 and throughout CFSC (LT) 6 Sigma through Sigma and PGM methodologies
more cost effective and assigned Cat 1st and 2 nd Implement process certifica- redevelopment of Green to incease the cost/value
integrated from the Tier Metrics tion throughout CFSC (ST) Belt Training (DMAIC) relationship of all systems
customersû perspective and processes
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>> Medrad

‡æ◊ËÕ„Àâ‡°‘¥°“√∂à“¬∑Õ¥°≈¬ÿ∑∏å‡ªìπ≈”¥—∫™—Èπ®“°√–¥—∫∫√‘…—∑ Ÿà∑ÿ°Àπà«¬ß“π·≈–√–¥—∫
∫ÿ§§≈ Medrad „™â°√–∫«π°“√∑’Ë‡√’¬°«à“ Objectives Water-falling Process ‚¥¬
∑ÿ°Àπà«¬ß“π®–°”Àπ¥«—μ∂ÿª√– ß§å¢Õßμπ‡Õß‡æ◊ËÕ√Õß√—∫«—μ∂ÿª√– ß§å‡™‘ß°≈¬ÿ∑∏å¢Õß∫√‘…—∑
√«¡∑—Èß·ºπªØ‘∫—μ‘°“√ ‚¥¬Õ“»—¬°“√«‘‡§√“–Àåº≈ß“π„πÕ¥’μ º≈°“√‡∑’¬∫‡§’¬ß°—∫§Ÿà·¢àß
º≈°“√ ”√«®¥â“π≈Ÿ°§â“ ·≈–ºŸâ àß¡Õ∫ º≈°“√μ√«® Õ∫§ÿ≥¿“æ √«¡∑—Èß√“¬ß“π¢Õß Baldrige
·≈–„™â‡§√◊ËÕß¡◊Õμà“ßÊ Õ“∑‘ SWOT Analysis, Hoshin Planning Tools, Affinity
Diagram ‡æ◊ËÕ§âπÀ“‚Õ°“ „π°“√æ—≤π“

®“°π—Èπ‡¡◊ËÕ∑ÿ°Àπà«¬ß“π®—¥∑”«—μ∂ÿª√– ß§å¢Õßμπ‡Õß·≈â«‡ √Á® √«¡∑—Èß°”Àπ¥·ºπ
ªØ‘∫—μ‘°“√¢Õßμπ‡Õß æπ—°ß“π∑ÿ°§π®–„™â«—μ∂ÿª√– ß§å¥—ß°≈à“«„π°“√°”Àπ¥«—μ∂ÿª√– ß§å√“¬
∫ÿ§§≈¢÷Èπ ÷́Ëß°“√°”Àπ¥«—μ∂ÿª√– ß§å√“¬∫ÿ§§≈π’È ‡ªìπ à«πÀπ÷Ëß¢Õß °“√®—¥°“√º≈ —¡ƒ∑∏‘Ï¢Õß
ß“π (Performance Management Process) „πÀ¡«¥∑’Ë 5

§≥– EC ·≈–ºŸâπ”√–¥—∫ Ÿß®–∑”°“√μ‘¥μ“¡§«“¡°â“«Àπâ“ ·≈–ª√—∫‡ª≈’Ë¬π·ºπß“π
μ“¡§«“¡‡À¡“– ¡„π°“√ª√–™ÿ¡¢ÕßºŸâπ”√–¥—∫ Ÿß „π¢≥–∑’ËºŸâ®—¥°“√®–μ‘¥μ“¡º≈ß“π
§«“¡°â“«Àπâ“‡ªìπª√–®”∑ÿ°‡¥◊Õπ·≈–∑ÿ°‰μ√¡“  ¥—ß√“¬≈–‡Õ’¬¥„πμ“√“ß

FIGURE 1.1-2 Senior Leader Performance Reviews

Executive Monthly Business and ● P&L results: month & YTD
Committee quality issues
Senior Staff Monthly Top 12 objectives. ● P&L results: month & YTD

Corporate performance ● Top 12 objectives review
and business issues ● Scorecard results; month & YTD

● Advisory Board measures
Advisory Boards Monthly See Figure ● NPST: Product Tracker

1.1-1 ● CSAB: Cust. Sat. Survey Results
● HRAB: Employee Satisfaction Survey Results

Senior Staffûs PET Meeting Quarterly Performance Excellence ● Top 12 initiative proposals
issues ● Baldrige feedback report

Medrad Quarterly Quality System Issues ● Action Item closure
Management Review (MMR) ● Process indicators

● Complaint & Reliability trends
Field Sales & Service Quarterly Sales and service reviews ● Sales-to-date
Meeting in all global regions ● Outlook for quarter and year
Health & Safety Committee Monthly Health and safety ● Lost Time Days Incidents

performance ● OSHA Incidents

Group Frequency Topics Measures Reviewed
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>>>>Àπ∑“ß Ÿà·™¡ªá

>> ‚Õ°“ æ—≤π“ (Opportunity for Improvement)

>> ·ºπªØ‘∫—μ‘°“√·≈–ºŸâ√—∫º‘¥™Õ∫ (Action Plan)
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À¡«¥∑’Ë ... 3

°“√¡ÿàß‡πâπ≈Ÿ°§â“·≈–μ≈“¥

‡°≥±å√“ß«—≈

3.1 §«“¡√Ÿâ‡°’Ë¬«°—∫≈Ÿ°§â“·≈–μ≈“¥ 50 §–·ππ

„ÀâÕ∏‘∫“¬«‘∏’°“√°”Àπ¥§«“¡μâÕß°“√ §«“¡§“¥À«—ß ·≈–§«“¡π‘¬¡¢Õß≈Ÿ°§â“
·≈–μ≈“¥ ‡æ◊ËÕ∑”„Àâ¡—Ëπ„®«à“º≈‘μ¿—≥±å·≈–∫√‘°“√¬—ß§ß‡ªìπ∑’ËμâÕß°“√¢Õß≈Ÿ°§â“·≈– “¡“√∂
 √â“ß‚Õ°“ „À¡à∑“ß∏ÿ√°‘®

®ÿ¥ª√– ß§å

À—«¢âÕπ’Èμ√«®ª√–‡¡‘π°√–∫«π°“√ ”§—≠∑’ËÕß§å°√„™â„π°“√‰¥â√—∫§«“¡√Ÿâ‡°’Ë¬«°—∫
≈Ÿ°§â“ ·≈–μ≈“¥„πªí®®ÿ∫—π·≈–Õπ“§μ ‡æ◊ËÕπ”‡ πÕº≈‘μ¿—≥±å·≈–∫√‘°“√∑’Ë‡À¡“– ¡
∑”§«“¡‡¢â“„® §«“¡μâÕß°“√·≈–§«“¡§“¥À«—ß„À¡àÊ ¢Õß≈Ÿ°§â“ ·≈–μ‘¥μ“¡„Àâ∑—π
§«“¡‡ª≈’Ë¬π·ª≈ß¢Õßμ≈“¥·≈–«‘∏’°“√¥”‡π‘π∏ÿ√°‘®

>>>>

>>>>

>
>
>
>
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>>>>‡√’¬π®“°·™¡ªá

>> CFSC

≈Ÿ°§â“¢Õß CFSC ¡’ 3 °≈ÿà¡À≈—° §◊Õ Business Unit ¢Õß Caterpillar
ºŸâ®—¥®”Àπà“¬ ·≈–≈Ÿ°§â“∑’Ë‡ªìπºŸâ√—∫∫√‘°“√®√‘ßÊ

CFSC ·∫àß à«π≈Ÿ°§â“·≈–μ≈“¥‚¥¬„™âÀ≈—°‡°≥±å¥—ßμàÕ‰ªπ’È (approach)
● ·∫àßμ“¡Õÿμ “À°√√¡ ‡™àπ °≈ÿà¡‡À¡◊Õß·√à °≈ÿà¡°àÕ √â“ß °≈ÿà¡° ‘°√√¡ °≈ÿà¡°”®—¥

¢Õß‡ ’¬ ‡ªìπμâπ
● ·∫àßμ“¡≈—°…≥–°“√„™âß“π
● ·∫àßμ“¡≈—°…≥–¢Õß≈Ÿ°§â“
● ·∫àßμ“¡¡Ÿ≈§à“¢Õß —≠≠“

CFSC ª√—∫∫√‘°“√„Àâ‡°‘¥§«“¡‡À¡“– ¡·≈– Õ¥§≈âÕß≈Ÿ°§â“·≈–μ≈“¥·μà≈–°≈ÿà¡μ“¡
§«“¡μâÕß°“√·μ°μà“ß°—π‰ª πÕ°®“°π’È ¬—ß¡’°“√∑”ß“π√à«¡°—∫∫√‘…—∑·¡à ‡æ◊ËÕ§âπÀ“μ≈“¥
„À¡àÊ·≈–‡æ◊ËÕ„Àâ‡¢â“„®≈Ÿ°§â“ªí®®ÿ∫—π‡æ‘Ë¡¢÷Èπ ¥â«¬«‘∏’°“√¥—ßμàÕ‰ªπ’È (approach-deploy)

● °“√ª√–™ÿ¡ Industry Council ´÷Ëß¡’°“√ª√–™ÿ¡∑ÿ°‡¥◊Õπ ∑ÿ°‰μ√¡“  ·≈–∑ÿ° 6
‡¥◊Õπ ‚¥¬ Multi-function Teams ‡æ◊ËÕ§âπÀ“‚Õ°“ ∑“ß°“√μ≈“¥ §«“¡π‘¬¡
¢Õß≈Ÿ°§â“ ªí®®—¬ Ÿà§«“¡ ”‡√Á® ºŸâ‡¢â“√à«¡ª√–™ÿ¡ª√–°Õ∫¥â«¬μ—«·∑π¢Õß∑ÿ°ΩÉ“¬
√«¡∑—ÈßºŸâ®—¥®”Àπà“¬ º≈°“√ª√–™ÿ¡ —¡π“®–∂Ÿ°√“¬ß“π„Àâ Business Excellence
Council ∑√“∫‡æ◊ËÕ„™â„π°“√ª√—∫‡ª≈’Ë¬π∑‘»∑“ßμàÕ‰ª (learning)

● °“√«‘®—¬μ≈“¥
● °“√«‘®—¬§Ÿà·¢àß ·≈–≈Ÿ°§â“„πÕπ“§μ  ‚¥¬ºà“π°√–∫«π°“√√—∫øíß≈Ÿ°§â“

°√–∫«π°“√√—∫øíß≈Ÿ°§â“∑—Èß 3 °≈ÿà¡·≈–§Ÿà·¢àß¢Õß CFSC ª√–°Õ∫¥â«¬«‘∏’°“√
¥—ßμàÕ‰ªπ’È (approach-deploy) §◊Õ

● °“√ ”√«®°≈ÿà¡¬àÕ¬ (Focus Group) „™â°—∫ºŸâ√—∫∫√‘°“√μ√ß °—∫ºŸâ®—¥®”Àπà“¬
● °‘®°√√¡¢Õß°≈ÿà¡Õÿμ “À°√√¡ ‡™àπ ß“π· ¥ß ‘π§â“ °“√ —¡¡π“ ¡“§¡«‘™“™’æ

°“√ —¡¡π“«‘™“°“√
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● ªØ‘ —¡æ—π∏å°—∫ºŸâ√—∫∫√‘°“√·≈–ºŸâ®—¥®”Àπà“¬ ‡™àπ °“√‡¬’Ë¬¡‡¬’¬π °“√æ∫ª–ª√–®”«—π
(´÷Ëß∑”„Àâ‰¥â¢âÕ¡Ÿ≈∑’Ë‡ªìπªí®®ÿ∫—π) °“√∑∫∑«π§«“¡ —¡æ—π∏å°—∫≈Ÿ°§â“ª√–®” —ª¥“Àå
·≈–ªØ‘ —¡æ—π∏åºà“π√–∫∫ CustomerExpress

● ¢âÕ¡Ÿ≈¥â“π≈Ÿ°§â“·≈–μ≈“¥ ‡™àπ¢âÕ¡Ÿ≈„π„∫ ¡—§√ ¢âÕ¡Ÿ≈®“°‡§√¥‘μ∫Ÿ‚√ √“¬ß“π
¢Õß S&P √“¬ß“π¢âÕ√âÕß‡√’¬π ¢âÕ¡Ÿ≈ ¿“æ°“√·¢àß¢—π ÷́Ëß√«∫√«¡®“°√“¬ß“πª√–®”
 —ª¥“Àå¢Õß∫√‘…—∑ ®“° Industry Council ·≈–®“° Caterpillarûs Business
Intelligence Group πÕ°®“°π’È¬—ß√«∫√«¡¢âÕ¡Ÿ≈®“° Business Unit μà“ßÊ
¢Õß Caterpillar ·≈–∑’Ëª√÷°…“¥â“π°“√§â“¡“ª√–°Õ∫¥â«¬

√“¬≈–‡Õ’¬¥¢Õß°√–∫«π°“√√—∫øíß≈Ÿ°§â“·≈–§Ÿà·¢àß ª√“°Ø¥—ßμ“√“ßμàÕ‰ªπ’È

FIGURE 3-1 CFSC uses a combination of approaches to listen to and learn from our customers.
Uses: 1. Process Improvement, 2. Planning, 3. Customer Satisfaction, Loyalty &
Relationship Building, 4. Product Development, 5. 6 Sigma, 6. Competitive Analysis

Listening Approach Customer Group Frequency Method Uses
Surveys Users, Dealers, CatBUs, Competitors Varies Written and phone surveys 1 2 3 4 5 6
Focus Groups Users, Dealers As needed RDA Consultant 1 2 3 4 5 6
Complaint Resolution Users, Dealers, CatBUs Daily/Weekly Daily input and survey comments 1 3 5
TMs and MCs Users, Dealers, CatBUs Daily Individual interaction 1 2 3 4 5 6
Daily Operations Data Users, Dealers, CatBUs Daily Information Systems, User and

Dealer contact, credit application, etc. 1 3 4 5
Dealer Association Meetings Dealers Ongoing Face-to-face 1 2 3
Nashville Visits CatBUs, Dealers, Users Ongoing Face-to-face 1 2 3 4 5 6
Cat Industry Councils Users, Dealers, CatBUs Monthly/Quarterly CFSC Respresentative 2 3 4
User, Dealer, CatBU Visits Users, Dealers, CatBUs Ongoing Face-to-face presentations 1 2 3 4
by CFSC Leaders
Customer Express Users Real Time Phohe, Electronic 1 3 5 6
Benchmarking Users Ongoing Face-to-face, Phone, Surveys 1 3 4 5
Customer Relationship Review Users Annual Face-to-face 3
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√“¬ß“πº≈¢Õß°“√√—∫øíß≈Ÿ°§â“·≈–§Ÿà·¢àß®–∂Ÿ°π”‡ πÕ‡¢â“∑’Ëª√–™ÿ¡ BEC ‡æ◊ËÕÀ“‚Õ°“ 
æ—≤π“ ·≈–‡ªìπªí®®—¬π”‡¢â“ Ÿà°√–∫«π°“√«“ß·ºπ°≈¬ÿ∑∏å (À¡«¥ 2) ·≈–°“√∑”‚§√ß°“√ Six
Sigma ∑—Èß„π à«π°“√ÕÕ°·∫∫°√–∫«π°“√„À¡à ·≈–°“√æ—≤π“°√–∫«π°“√‡¥‘¡ (À¡«¥ 6) (μ√ß
π’È· ¥ß Integration)

√“¬ß“πº≈°“√√—∫øíß≈Ÿ°§â“ ®–∂Ÿ°π”‡ πÕ„π∑’Ëª√–™ÿ¡ BEC πÕ°®“°‡æ◊ËÕª√—∫ª√ÿß
·ºπ°≈¬ÿ∑∏å·≈–°√–∫«π°“√·≈â« ¬—ß‡æ◊ËÕ§âπÀ“‚Õ°“ æ—≤π“¢Õß°√–∫«π°“√√—∫øíß‡Õß¥â«¬
√«¡∑—Èß¡’°“√ª√–‡¡‘πμπ‡Õßμ“¡‡°≥±å¢Õß Baldrige ·≈–°“√ ”√«®«‘®—¬¢Õß RDA ∑—Èßπ’È
‡æ◊ËÕ„Àâ¡—Ëπ„®«à“°√–∫«π°“√√—∫øíß≈Ÿ°§â“¬—ß§ß∑—π ¡—¬·≈– “¡“√∂μÕ∫ πÕß§«“¡μâÕß°“√∑“ß
∏ÿ√°‘®¢Õß∫√‘…—∑‰¥âÕ¬à“ß¡’ª√– ‘∑∏‘¿“æÕ¬Ÿà‡ ¡Õ (μ√ßπ’È§◊Õ Learning)

>> Medrad

ΩÉ“¬°“√μ≈“¥·≈– “¬°“√º≈‘μ®–∑”°“√®”·π°°≈ÿà¡≈Ÿ°§â“·≈–μ≈“¥ ºà“π°√–∫«π°“√
∑’Ë‡√’¬°«à“ Product Portfolio ¥—ß√“¬≈–‡Õ’¬¥∑’Ë‰¥â°≈à“«‰«â·≈â«„πÀ¡«¥∑’Ë 2 ‚¥¬„™âÀ≈—°‡°≥±å
„π°“√®”·π° 3 ¢âÕ§◊Õ

● ≈—°…≥–°“√„™âß“π∑“ß§≈‘π‘§ (End-user Clinical Modality)
● ≈—°…≥–∑“ß¿Ÿ¡‘»“ μ√å
● ™àÕß∑“ß°“√°√–®“¬ ‘π§â“

Medrad ¡’°√–∫«π°“√√—∫øíß≈Ÿ°§â“ ∑—Èß≈Ÿ°§â“ªí®®ÿ∫—π ≈Ÿ°§â“„πÕ¥’μ ·≈–≈Ÿ°§â“„πÕπ“§μ
√«¡∑—Èß§Ÿà·¢àß ¥—ß¿“æ (approach-deploy)
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Medrad „™â√–∫∫∑’Ë‡√’¬°«à“ Field Force Automation System (FFA) ‡ªìπ
»Ÿπ¬å°≈“ß„π°“√√«∫√«¡¢âÕ¡Ÿ≈∑’Ë‰¥â®“°°“√√—∫øíß≈Ÿ°§â“ ¢âÕ√âÕß‡√’¬π §«“¡μâÕß°“√¢Õß≈Ÿ°§â“
¢âÕ¡Ÿ≈≈Ÿ°§â“·μà≈–√“¬ μ≈Õ¥®π Equipment Performance ‚¥¬„™â¢âÕ¡Ÿ≈∑’Ë√«∫√«¡®“°∑’¡
ß“π¿“§ π“¡μà“ßÊ (Field Team) √«¡∑—Èß¢âÕ¡Ÿ≈°“√«‘‡§√“–Àå “‡Àμÿ∑’ËμâÕß Ÿ≠‡ ’¬≈Ÿ°§â“‰ª

„π∑“ß°≈—∫°—π ∑’¡ß“π¿“§ π“¡μà“ßÊ √«¡∑—Èß∑’¡¢“¬ ∑’¡„Àâ∫√‘°“√ μ≈Õ¥®πºŸâ®—¥°“√
·≈–ΩÉ“¬°“√μ≈“¥ “¡“√∂‡¢â“∂÷ß FFA ·≈–„™â¢âÕ¡Ÿ≈®“°√–∫∫π’È „π°“√∑”ß“π‡æ◊ËÕμÕ∫ πÕß
§«“¡μâÕß°“√¢Õß≈Ÿ°§â“·≈–«“ß·ºπß“π (learning)

Voice of Customer - Customer Satisfaction
Owner : Global Sales & Service (Customer Satisfaction & Field Managers)

Voice of Customer - Market Development
Owner : Marketing (Product Planners & Market Research)
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FIGURE 3.11. Customer Listening Posts

Supertrap
Page is trapped with Supertrap 3.0.66
Copyright 2002 Heidelberger Druckmaschinen AG

To view traps, delete traps or to get detailed trapping information, please download free Supertrap Viewer Plug-In from:
http://www.heidelberg.com

Settings:
Width: 0.032 mm  =  0.090 pt
Printorder: Cyan / Black / Magenta / Yellow / 
Step Limit: 25.0%
Common Density Limit: 0.50
Centerline Trap Limit: 100%
Trap Color Scaling: 100.0%
Image to Object Trapping: yes
Image to Image Trapping: no
Black Width Scaling: 100.0%
Black Color Limit: 95.0%
Overprint Black Text: 0.0pt
Overprint Black Strokes: no
Overprint Black Graphics: no




‡√’¬π®“°·™¡ªá ‡æ◊ËÕ‡ªìπ·™¡ªá

49

∑’¡¢“¬¢Õß Medrad «‘‡§√“–Àåª√– ‘∑∏‘¿“æ·≈–ª√– ‘∑∏‘º≈¢Õß°“√¢“¬‚¥¬„™â‡§√◊ËÕß
¡◊Õ∑’Ë‡√’¬°«à“ °√«¬π—°¢“¬ (Sales Funnel) ÷́Ëß®–«‘‡§√“–Àå≈Ÿ°§â“∑’≈–¢—ÈπμÕπ®“°
°√–∫«π°“√¢“¬®π°√–∑—Ëß “¡“√∂ªî¥°“√¢“¬‰¥â ”‡√Á® ¥—ß¿“æ¢â“ß≈à“ßπ’È ´÷Ëß®–™à«¬„Àâ∑√“∫«à“
∑”‰¡®÷ß‰¡àª√– ∫§«“¡ ”‡√Á®„π°“√¢“¬„π·μà≈–¢—ÈπμÕπ ·≈–π”¡“ª√—∫ª√ÿß πÕ°®“°π’È ΩÉ“¬
°“√μ≈“¥¬—ß “¡“√∂ª√–¡“≥°“√¬Õ¥¢“¬®“°°√«¬π—°¢“¬‰¥â¥â«¬

¢âÕ¡Ÿ≈∑’Ë‰¥â®“°°√–∫«π°“√√—∫øíß≈Ÿ°§â“ ΩÉ“¬°“√μ≈“¥®–∑”°“√«‘‡§√“–Àå‡æ◊ËÕ§âπÀ“
§«“¡μâÕß°“√¥â“πº≈‘μ¿—≥±å·≈–∫√‘°“√¢Õß≈Ÿ°§â“ ·≈–‡æ◊ËÕ‡æ‘Ë¡ª√– ‘∑∏‘¿“æ¢Õß°“√ª√–¡“≥
°“√≥å¬Õ¥¢“¬ ΩÉ“¬«“ß·ºπº≈‘μ¿—≥±å®–«‘‡§√“–Àå‡æ◊ËÕ§âπÀ“§ÿ≥≈—°…≥–¢Õßº≈‘μ¿—≥±å∑’Ë≈Ÿ°§â“
μâÕß°“√ À“°‡≈¬¢’¥§«“¡ “¡“√∂ªí®®ÿ∫—π∑’Ë¡’Õ¬Ÿà ®– àß¢âÕ¡Ÿ≈‰ª¬—ßÀπà«¬æ—≤π“∏ÿ√°‘®‡æ◊ËÕ
ª√–‡¡‘π§«“¡‡ªìπ‰ª‰¥â ·≈–¢Õ°“√Õπÿ¡—μ‘®“° Business Development Advisory Board
πÕ°®“°π’È ∑’¡æ—≤π“º≈‘μ¿—≥±å ®–„™â¢âÕ¡Ÿ≈∑’Ë√«∫√«¡‰¥â„π°“√æ—≤π“º≈‘μ¿—≥±å„À¡àμàÕ‰ª (· ¥ß
Integration °—∫À¡«¥ 6)

Medrad ª√—∫ª√ÿß°√–∫«π°“√√—∫øíß≈Ÿ°§â“„Àâ∑—π ¡—¬ ∑—πμàÕ§«“¡μâÕß°“√∑“ß∏ÿ√°‘®
¥â«¬«‘∏’°“√¥—ßπ’È (learning)

● °“√ª√–™ÿ¡√–¥—∫¿“§æ◊Èπ¢ÕßºŸâ∫√‘À“√∑ÿ°‰μ√¡“ 
● °“√∑∫∑«π¢Õß Customer Satisfaction Advisory Board
● °“√«‘®—¬¢ÕßΩÉ“¬«‘®—¬μ≈“¥
● °“√∑∫∑«π¢ÕßΩÉ“¬ Global Customer Satisfaction

lead qualify
Sales Process

criteria met has PO WONverbal
commitment
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>>>>Àπ∑“ß Ÿà·™¡ªá

>> ‚Õ°“ æ—≤π“ (Opportunity for Improvement)

>> ·ºπªØ‘∫—μ‘°“√·≈–ºŸâ√—∫º‘¥™Õ∫ (Action Plan)
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>>>>

‡°≥±å√“ß«—≈

3.2 §«“¡ —¡æ—π∏å°—∫≈Ÿ°§â“·≈–§«“¡æ÷ßæÕ„®¢Õß≈Ÿ°§â“ 60 §–·ππ

„ÀâÕ∏‘∫“¬«‘∏’°“√ √â“ß§«“¡ —¡æ—π∏å‡æ◊ËÕ„Àâ‰¥â≈Ÿ°§â“  √â“ß§«“¡æ÷ßæÕ„® ·≈–√—°…“
≈Ÿ°§â“‰«â ‡æ◊ËÕ‡æ‘Ë¡§«“¡¿—°¥’ ·≈–‡æ◊ËÕæ—≤π“‚Õ°“ „À¡àÊ √«¡∑—Èß„ÀâÕ∏‘“¬«‘∏’°“√ª√–‡¡‘π
§«“¡æ÷ßæÕ„®¢Õß≈Ÿ°§â“

®ÿ¥ª√– ß§å

À—«¢âÕπ’Èμ√«®ª√–‡¡‘π°√–∫«π°“√∑’ËÕß§å°√„™â„π°“√ √â“ß§«“¡ —¡æ—π∏å°—∫≈Ÿ°§â“
·≈–ª√–‡¡‘π§«“¡æ÷ßæÕ„®¢Õß≈Ÿ°§â“ ‡æ◊ËÕ„Àâ‰¥â≈Ÿ°§â“„À¡à √—°…“≈Ÿ°§â“‡¥‘¡‰«â ·≈–
 √â“ß‚Õ°“ „πμ≈“¥„À¡à

‡√’¬π®“°·™¡ªá

>> Medrad

Medrad  √â“ß§«“¡ —¡æ—π∏å°—∫≈Ÿ°§â“‚¥¬ºà“π°√–∫«π°“√¢“¬ (Sale Process) ÷́Ëß
æ—≤π“¢÷Èπ¡“‚¥¬ΩÉ“¬¢“¬·≈–∫√‘°“√¿“§æ◊ÈπÕ‡¡√‘°“‡Àπ◊Õ μ—Èß·μàªï 1993 ¿“¬„μâ§«“¡™à«¬‡À≈◊Õ¢Õß
Xerox Learning System °√–∫«π°“√¢“¬¥—ß°≈à“«¡’ 7 ¢—ÈπμÕπ¥—ßπ’È (approach-deploy)

¢—ÈπμÕπ∑’Ë 1 Earn the Right ∑’¡ß“π¢“¬ ∑’¡∫√‘°“√ ·≈–μ—«·∑π®”Àπà“¬®–μ‘¥μàÕ
‡æ◊ËÕ √â“ß —¡æ—π∏å°—∫≈Ÿ°§â“ À√◊ÕºŸâ∑’Ë¡’»—°¬¿“æ∑’Ë‡ªìπ≈Ÿ°§â“ ‡æ◊ËÕ°√–μÿâπ„Àâ‡°‘¥§«“¡ π„®∑’Ë®–∑”
∏ÿ√°‘®À√◊Õ‡ªìπ≈Ÿ°§â“¢Õß Medrad °“√μ‘¥μàÕ √â“ß§«“¡ —¡æ—π∏å®–‡πâπ°“√ √â“ß§«“¡πà“‡™◊ËÕ∂◊Õ
ºà“π§«“¡√Ÿâ¥â“πº≈‘μ¿—≥±å §«“¡√Ÿâ „π∏ÿ√°‘® §«“¡√Ÿâ‡√◊ËÕß°“√ª√–¬ÿ°μå„™âº≈‘μ¿—≥±å ·≈–§«“¡
πà“‡™◊ËÕ∂◊Õ‡√◊ËÕß°“√ àß¡Õ∫ æπ—°ß“π∑’Ëμ‘¥μàÕ°—∫≈Ÿ°§â“∑ÿ°√“¬®–‰¥â√—∫°“√Õ∫√¡ „π‡√◊ËÕß°“√
 ◊ËÕ “√°—∫≈Ÿ°§â“ ·≈–∑—°…–¥â“π°“√∫√‘À“√≈Ÿ°§â“

>>>>

>>>>
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¢—ÈπμÕπ∑’Ë 2 Qualify the Opportunity ¢—ÈπμÕππ’È‡ªìπ°“√ª√–‡¡‘π‚Õ°“ „π°“√¢“¬
‚¥¬°“√ Õ∫∂“¡ À√◊ÕÀ“¢âÕ¡Ÿ≈‡æ‘Ë¡‡μ‘¡„π‡√◊ËÕß °√Õ∫‡«≈“ ß∫ª√–¡“≥ ·π«‚πâ¡°“√ —Ëß ◊́ÈÕ§√—Èß
μàÕ‰ª °“√§âπÀ“ºŸâ¡’Õ”π“®μ—¥ ‘π„® ‡°≥±å∑’Ë„™âæ‘®“√≥“ §Ÿà·¢àßÀ√◊ÕºŸâ∑’Ë‡ πÕμ—«‡¢â“¡“·∑π∑’Ë
À“°¢âÕ¡Ÿ≈Õ¬à“ßπâÕ¬ 4 ¢âÕ¢â“ßμâπ‡ªìπ‰ª„π‡™‘ß∫«° ∂◊Õ‡ªìπ‚Õ°“ °“√¢“¬∑’Ë¥’ (Qualified
Opportunity) ÷́Ëß¢—ÈπμÕπ°“√ª√–‡¡‘ππ’È ‰¥âºà“π°“√æ—≤π“ ·≈–ª√—∫ª√ÿß‡æ‘Ë¡‡μ‘¡„πªï 1999
(learning) æπ—°ß“π¢“¬À√◊ÕºŸâ∑’Ëμ‘¥μàÕ‚¥¬μ√ß°—∫≈Ÿ°§â“®–‰¥â√—∫°“√Ωñ°Õ∫√¡‡√◊ËÕß°“√
ª√–‡¡‘π≈Ÿ°§â“∑ÿ°√“¬

¢—ÈπμÕπ∑’Ë 3 Establish Buying Influences and Criteria ¢—ÈπμÕππ’È®–‡ªìπ°“√∑”
§«“¡‡¢â“„®°—∫ºŸâ¡’Õ”π“®μ—¥ ‘π„® (decision maker) ·≈–ºŸâ¡’Õ‘∑∏‘æ≈∑’Ë‡Àπ’Ë¬«π”„Àâ‡°‘¥
°“√μ—¥ ‘π„® (influencer) æ√âÕ¡∑—Èß√à«¡°—π°”Àπ¥À≈—°‡°≥±åμà“ßÊ∑’Ë∫ÿ§§≈‡À≈à“π—Èπ„™â
μ—¥ ‘π„®„π°“√ ◊́ÈÕ ‡™àπ ¢âÕ¡Ÿ≈√“¬≈–‡Õ’¬¥ ‡Õ° “√ π—∫ πÿπ º≈æ‘ Ÿ®πå¥â“π°“√„™âß“π ‡ªìπμâπ
÷́Ëßμ—«·∑π®”Àπà“¬∑—ÈßÀ≈“¬®–®—¥∑”·ºπß“π√à«¡°—∫≈Ÿ°§â“ ‡æ◊ËÕμÕ∫ πÕßÀ≈—°‡°≥±å‡À≈à“π—Èπ

¢—ÈπμÕπ∑’Ë 4 Satisfying Buying Criteria ‡ªìπ¢—ÈπμÕπ¢Õß°“√¥”‡π‘π°“√μ“¡·ºπß“π
∑’Ë«“ß‰«â „π¢—ÈπμÕπ∑’Ë·≈â« ‚¥¬ Medrad ®–®—¥‡μ√’¬¡ √“¬π“¡≈Ÿ°§â“Õâ“ßÕ‘ß ·À≈àßÕâ“ßÕ‘ß
°“√‡¬’Ë¬¡‡¬’¬π·À≈àßÕâ“ßÕ‘ß‡æ◊ËÕ¥Ÿß“π °“√ “∏‘μº≈‘μ¿—≥±å ·≈– °“√∑¥≈Õß„™â·≈–ª√–‡¡‘π
º≈‘μ¿—≥±å ‚¥¬æπ—°ß“π∑’Ë‡°’Ë¬«¢âÕß°—∫°√–∫«π°“√®–‰¥â√—∫°“√ àß¢âÕ¡Ÿ≈¥â“πº≈‘μ¿—≥±å∑’Ë∑—π ¡—¬
√“¬≈–‡Õ’¬¥°“√„Àâ∫√‘°“√ °“√ª√–¬ÿ°μå„™â ¢âÕ¡Ÿ≈¥â“π∏ÿ√°‘®·≈–μ≈“¥ μ≈Õ¥®π°“√Ωñ°Õ∫√¡
‡æ◊ËÕ„Àâ¡—Ëπ„®«à“ “¡“√∂„Àâ¢âÕ‡ πÕ∑’ËμÕ∫ πÕß§«“¡μâÕß°“√·≈–ªí≠À“¢Õß≈Ÿ°§â“‰¥â (deploy)

¢—ÈπμÕπ∑’Ë 5 Gain Commitment ‡ªìπ¢—ÈπμÕπ¢Õß°“√‡®√®“ μàÕ√Õß °“√∑”„∫
‡ πÕ¢“¬ ·≈–°“√‰¥â¡“ ÷́Ëß„∫ —Ëß ◊́ÈÕ

¢—ÈπμÕπ∑’Ë 6 Implement ∑’¡¿“§ π“¡¢Õß Medrad ®–∑”°“√μ‘¥μ—Èß „Àâ∫√‘°“√
·≈–„Àâ°“√Ωñ°Õ∫√¡·°à≈Ÿ°§â“ ‡æ◊ËÕ √â“ß§«“¡‡™◊ËÕ¡—Ëπ«à“‰¡à‡°‘¥¢âÕ∫°æ√àÕß„¥Ê μ≈Õ¥®π‡æ◊ËÕ “π
 —¡æ—π∏å ·≈– √â“ß§«“¡æÕ„®·°à≈Ÿ°§â“

¢—ÈπμÕπ∑’Ë 7 Customer Enhancement ‡π◊ËÕß®“°ª√‘¡“≥¬Õ¥¢“¬®“°≈Ÿ°§â“‡°à“
¡’¡Ÿ≈§à“§àÕπ¢â“ß Ÿß °“√ √â“ß§«“¡æÕ„®·≈–§«“¡¿—°¥’¢Õß≈Ÿ°§â“®÷ß‡ªìπªí®®—¬∑’Ë ”§—≠¡“°
 ”À√—∫ Medrad ¢—ÈπμÕπ∑’Ë 7 ®÷ß‡ªìπ¢—ÈπμÕπ∑’Ë ”§—≠ π—Ëπ§◊Õ °“√À¡—Ëπ‡¬’Ë¬¡‡¬’¬π μ‘¥μ“¡·≈–
„Àâ∫√‘°“√Õ¬à“ßμàÕ‡π◊ËÕß ‚¥¬ºà“π∑—Èß°“√μ‘¥μàÕ‡¬’Ë¬¡‡¬’¬π‚¥¬μ√ß ·≈–ºà“π°√–∫«π°“√ ”√«®
§«“¡æ÷ßæÕ„® „πªï 1999 Medrad ‰¥âª√—∫°√–∫«π°“√„À¡à ‚¥¬®”·π°≈Ÿ°§â“√“¬„À≠à ·≈–
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®—¥„Àâ¡’°√–∫«π°“√®—¥°“√æ‘‡»… ”À√—∫≈Ÿ°§â“°≈ÿà¡π’È‚¥¬‡©æ“– ‰¥â·°à°≈ÿà¡ OEM °≈ÿà¡ GPO
·≈–≈Ÿ°§â“√–¥—∫™“μ‘ (· ¥ß learning)

‡æ◊ËÕ„Àâ‡°‘¥§«“¡æ÷ßæÕ„® ·≈– √â“ß§«“¡ —¡æ—π∏å°—∫≈Ÿ°§â“ ∑’¡¿“§ π“¡ “¡“√∂„™â
∞“π¢âÕ¡Ÿ≈≈Ÿ°§â“®“°√–∫∫ Field Force Automation ‰¥â„π‡«≈“Õ—π√«¥‡√Á« ‡æ◊ËÕ§âπÀ“¢âÕ¡Ÿ≈
≈Ÿ°§â“„π∑ÿ°¥â“π ‚¥¬∑’¡¢“¬®–„™â§Õ¡æ‘«‡μÕ√å‚πäμ∫ÿ§ μ√«® Õ∫¢âÕ¡Ÿ≈μà“ßÊ‰¥â∑—π∑’ ∑—Èß¥â“π
 ∂“π–¢Õß°“√ —Ëß ◊́ÈÕ°“√ àß¡Õ∫  ∂“π–°“√™”√–‡ß‘π  ∂“π–¥â“π§«“¡æ÷ßæÕ„® √“¬≈–‡Õ’¬¥
º≈‘μ¿—≥±å ª√–«—μ‘≈Ÿ°§â“ °“√Õ∫√¡ ‚ª√·°√¡ àß‡ √‘¡°“√μ≈“¥„À¡àÊ μ≈Õ¥®π√—∫ training
material ®“° ”π—°ß“π„À≠à ‡ªìπμâπ ∑—Èß¬—ß “¡“√∂√—∫ àß‡¡≈å ∫—π∑÷°¢âÕ√âÕß‡√’¬π ¢âÕ‡ πÕ·π–
º≈°“√„™âß“π ¢âÕ¡Ÿ≈¢Õß§Ÿà·¢àß §«“¡μâÕß°“√æ‘‡»…¢Õß≈Ÿ°§â“ ≈ß‰ª„π√–∫∫‚¥¬μ√ß Õ’°∑—Èß
√–∫∫¬—ß¡’§«“¡ “¡“√∂„π°“√«‘‡§√“–Àå√“¬ß“πμ“¡§«“¡μâÕß°“√¢ÕßºŸâ„™âß“π‰¥âÕ’°¥â«¬ ∑”„Àâ
 “¡“√∂«‘‡§√“–Àå ·≈–§âπÀ“‚Õ°“ μà“ßÊ„π°“√μÕ∫ πÕß·≈– √â“ß§«“¡ —¡æ—π∏å°—∫≈Ÿ°§â“‰¥âßà“¬

πÕ°®“°π’È ¬—ß¡’°“√«‘‡§√“–Àå Win-Loss analysis „π°≈ÿà¡≈Ÿ°§â“∑’Ëª√– ∫§«“¡ ”‡√Á®
À√◊Õ ≈â¡‡À≈« √à«¡°—∫°“√«‘‡§√“–Àåª√– ‘∑∏‘¿“æ°“√¢“¬‚¥¬„™â°√«¬π—°¢“¬ (Sales Funnel)
√«¡∑—Èß¡’°“√μ‘¥μ“¡μ—«™’È«—¥À≈—° §◊Õ °“√ àß¡Õ∫∑’Ëμ√ß‡«≈“ Õ—μ√“°“√¬Õ¡√—∫ ·≈–§«“¡æ÷ßæÕ„®
¢Õß≈Ÿ°§â“ (learning)

≈Ÿ°§â“¢Õß Medrad  “¡“√∂μ‘¥μàÕ‡¢â“¡“‡æ◊ËÕ¢Õ¢âÕ¡Ÿ≈ ‡æ◊ËÕ∑”∏ÿ√°‘® À√◊Õ ‡æ◊ËÕ√âÕß
‡√’¬π‚¥¬ºà“π™àÕß∑“ß∑’ËÀ≈“°À≈“¬¥—ß· ¥ß„π¿“æ (approach)
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Medrad ª√–‡¡‘πª√– ‘∑∏‘¿“æ¢Õß™àÕß∑“ß°“√μ‘¥μàÕ ‚¥¬μ‘¥μ“¡μ—«™’È«—¥À≈“¬μ—« ‰¥â·°à
√–¬–‡«≈“„π°“√μÕ∫ πÕß≈Ÿ°§â“ ≈—°…≥–º≈≈—æ∏å∑’Ë‡°‘¥·°à≈Ÿ°§â“ °“√ àß¡Õ∫∑’Ë‰¡àμ√ß‡«≈“
º≈°“√μ‘¥μ—Èß Õ—μ√“°“√„™â∫√‘°“√√—∫ª√–°—π ‘π§â“ ‡ªìπμâπ (learning)

∫ÿ§≈“°√∑’Ë∑”Àπâ“∑’Ëμ‘¥μàÕ°—∫≈Ÿ°§â“ ‰¥â·°à æπ—°ß“π∫—≠™’ æπ—°ß“π¢“¬¿“§ π“¡
æπ—°ß“π∫√‘°“√ μ—«·∑π®”Àπà“¬ ΩÉ“¬∫√‘°“√≈Ÿ°§â“ ΩÉ“¬°“√μ≈“¥ ·≈–μ≈“¥∑“ß‰°≈
(telemarketing) ®–‰¥â√—∫°“√Ωñ°Õ∫√¡∑—Èß∑’Ë‡ªìπ∑“ß°“√·≈– on-the-job ‡°’Ë¬«°—∫§«“¡√Ÿâ¢Õß
º≈‘μ¿—≥±å °“√ √â“ß§«“¡æÕ„®„Àâ≈Ÿ°§â“ °“√ª√–‡¡‘π§«“¡μâÕß°“√≈Ÿ°§â“ ·≈–°“√®—¥°“√¢âÕ√âÕß‡√’¬π
πÕ°®“°π’È ¡’°“√®—¥∑”¡“μ√∞“π°“√„Àâ∫√‘°“√ ·≈–¡’°“√∑∫∑«π‡ªìπ√–¬– ·≈–μ√«® Õ∫º≈
°“√¥”‡π‘πß“π‚¥¬°“√μ‘¥μ“¡ °“√‡ΩÑ“ —ß‡°μ¢Õß∑’¡ß“π¿“§ π“¡·≈–ºŸâ®—¥°“√ √«¡∑—Èß°“√
 ”√«®§«“¡‡ÀÁπ®“°≈Ÿ°§â“‚¥¬μ√ß (approach-deploy-learning)

¢âÕ√âÕß‡√’¬π®“°≈Ÿ°§â“∑—ÈßÀ¡¥ ®–∂Ÿ°ªÑÕπ‡¢â“ Ÿà√–∫∫ Complaint Tracking System
∑’¡¿“§ π“¡ ∑’¡¢“¬ ºŸâ®—¥°“√∫√‘°“√ ·≈–ºŸâ∑’Ë‡°’Ë¬«¢âÕß®–∑”°“√·°â‰¢ªí≠À“„Àâ≈Ÿ°§â“„π‡«≈“
Õ—π√«¥‡√Á« ·≈–™à«¬°—π«‘‡§√“–ÀåÀ“μâπμÕ¢Õßªí≠À“

∑’¡∑’Ë‡°’Ë¬«¢âÕß®–μ‘¥μ“¡º≈°“√·°â‰¢ªí≠À“„Àâ≈Ÿ°§â“∑ÿ°√“¬ ®π°√–∑—Ëß¡—Ëπ„®«à“ªí≠À“
¢Õß≈Ÿ°§â“‰¥â√—∫°“√·°â‰¢®πÀ¡¥ ‘Èπ

„π°“√ª√–™ÿ¡∑∫∑«πª√–®”‡¥◊Õπ¢ÕßΩÉ“¬®—¥°“√ (Medrad Management Reviews)
®–¡’°“√μ‘¥μ“¡ª√–‡¥Áπ¢âÕ√âÕß‡√’¬π∑’Ë‡°‘¥¢÷Èπ ¢âÕ‡ πÕ·π–‡√◊ËÕßº≈‘μ¿—≥±å®“°≈Ÿ°§â“ ·≈–
º≈°“√ª√—∫ª√ÿß‡æ◊ËÕªÑÕß°—π‰¡à„Àâ‡°‘¥´È”∑ÿ° —ª¥“Àå VP operation ®–ª√–™ÿ¡ºŸâ∫√‘À“√∑ÿ°ΩÉ“¬
„π∑’Ëª√–™ÿ¡∑’Ë‡√’¬°«à“ Operation Customer Meeting ‡æ◊ËÕæŸ¥§ÿ¬‡√◊ËÕß°“√ àß¡Õ∫ ·≈–
°“√·°â‰¢ªí≠À“„Àâ≈Ÿ°§â“ ¢âÕ√âÕß‡√’¬π∑’Ë‡°‘¥¢÷Èπ È́”Ê ®–π”‡¢â“ Ÿà∑’Ëª√–™ÿ¡ Customer Advisory
Board ‡æ◊ËÕ·°â‰¢ ∑’¡∑’Ë‡√’¬°«à“ Failure Analysis Team ®–æ∫ª–°—πÕ¬à“ß ¡Ë”‡ ¡Õ‡æ◊ËÕ
«‘‡§√“–ÀåÀ“ “‡Àμÿ‡™‘ß‡∑§π‘§ ·≈–¡Õ∫À¡“¬„Àâ∑’¡«‘»«°√∑”°“√ ◊∫§âπ·≈–‡ πÕ·π«∑“ß
·°â‰¢ªí≠À“μàÕ‰ª

πÕ°®“°π’È ªí≠À“·≈–¢âÕ√âÕß‡√’¬π∑’Ë‡°’Ë¬«¢âÕß°—∫§«“¡ª≈Õ¥¿—¬¢ÕßºŸâªÉ«¬ ®–‰¥â√—∫
°“√∫—π∑÷° ·≈–ªØ‘∫—μ‘μ“¡·π«∑“ß∑’Ë FDA °”Àπ¥ ‡¡◊ËÕ‰√°Áμ“¡∑’Ë‡°‘¥Õÿ∫—μ‘°“√≥å¥â“π§«“¡
ª≈Õ¥¿—¬ºŸâªÉ«¬‡°‘¥¢÷Èπ μ—«·∑π®“° Medrad ®–∑”°“√ ◊∫ «π·≈–∑¥ Õ∫º≈‘μ¿—≥±å‡æ◊ËÕ
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§âπÀ“¢âÕ∫°æ√àÕß ·≈–π”º≈‘μ¿—≥±å∑¥·∑π„Àâ∑—π∑’ √«¡∑—Èß¡’√“¬ß“π‰ª¬—ß≈Ÿ°§â“‚¥¬ºà“π√–∫∫
Field Service Report º≈‘μ¿—≥±å∑’Ë∫°æ√àÕß®–∂Ÿ° àß‰ª¬—ß·ºπ°ª√–°—π§ÿ≥¿“æ ´÷Ëßº≈
°“√μ√«® Õ∫®–√“¬ß“π‰ª¬—ß Failure Analysis Team ‡æ◊ËÕ§âπÀ“§«“¡®”‡ªìπ„π°“√
ª√—∫‡ª≈’Ë¬π√–‡∫’¬∫ªØ‘∫—μ‘ À√◊Õ°“√ª√—∫ª√ÿßº≈‘μ¿—≥±å ®—¥≈”¥—∫§«“¡ ”§—≠ π” Ÿà°“√ªØ‘∫—μ‘

√–∫∫°“√ª√–‡¡‘π§«“¡æ÷ßæÕ„®¢Õß≈Ÿ°§â“ ‡ªìπ§«“¡√—∫º‘¥™Õ∫¢ÕßΩÉ“¬ Global
Customer Satisfaction ´÷Ëß®–‡ªìπºŸâÕÕ°·∫∫°“√ ”√«® ·≈–„™â§ππÕ°‡ªìπºŸâ ”√«®„Àâ
°“√ ”√«®∑”∑ÿ°‡¥◊Õπ À√◊Õ ‡¥◊Õπ‡«âπ‡¥◊Õπ °√–∫«π°“√ ”√«®®–∂Ÿ°ª√—∫ª√ÿßªï≈–§√—Èß
·∫∫ Õ∫∂“¡‰¥âæ—≤π“¢÷Èπμ—Èß·μàªï 1992 ·≈–∂Ÿ°ª√—∫‡ª≈’Ë¬π„Àâ¥’¢÷Èπ ‚¥¬„πªï 1999 ‰¥â‡æ‘Ë¡
‡μ‘¡¢âÕ§”∂“¡¥â“π§«“¡ª√“√∂π“∑’Ë®–´◊ÈÕ ‘π§â“´È” ·≈–°“√‡ª√’¬∫‡∑’¬∫°—∫§Ÿà·¢àß „πªï 2001
‰¥â°”Àπ¥‡ªÑ“À¡“¬∑’Ë®–∫√√≈ÿ§«“¡æ÷ßæÕ„®∑’Ë√–¥—∫ 5 À√◊Õ Top Box ‡¡◊ËÕ‰√°Áμ“¡∑’Ë≈Ÿ°§â“„Àâ
§–·ππμË”°«à“ 5 ®– Õ∫∂“¡«à“ Medrad §«√∑”Õ¬à“ß‰√‡æ◊ËÕ„Àâ‰¥â§–·ππ 5 „π°“√ ”√«®
§√—Èß∂—¥‰ª (μ√ßπ’È· ¥ß learning „Àâ‡ÀÁπ«à“¡’°“√ª√—∫ª√ÿß¡“À≈“¬ cycle ·≈â«)

º≈°“√ ”√«®∑’Ë‰¥â Global Customer Satisfaction ®–√«∫√«¡ ·¬°·¬– ·≈–
«‘‡§√“–Àå¢âÕ¡Ÿ≈ ‡æ◊ËÕ√“¬ß“π„ÀâÀπà«¬ß“π∑’Ë‡°’Ë¬«¢âÕß√—∫∑√“∫ ‡æ◊ËÕÀ“∑“ßª√—∫ª√ÿß„Àâ¥’¢÷Èπ
√“¬ß“π∑’ËÀπà«¬ß“π‰¥â√—∫®–¡’°“√·¬°·¬–‚¥¬„™â ’∑’Ë·μ°μà“ß°—π  ’‡À≈◊Õß®–À¡“¬∂÷ßª√–‡¥Áπ
ªí≠À“∑’Ë≈Ÿ°§â“‰¡àæÕ„®¡“° μâÕß‡√àß·°âªí≠À“¿“¬„π 10 «—π ·≈–√“¬ß“π‡¢â“„π∞“π¢âÕ¡Ÿ≈ Field
Force Automation ́ ÷Ëß®–∂Ÿ°μ‘¥μ“¡‚¥¬§≥–°√√¡°“√ Customer Satisfaction Advisory
Board (CSAB)μàÕ‰ª  ’πÈ”‡ß‘πÀ¡“¬∂÷ßª√–‡¥Áπ∑’Ë≈Ÿ°§â“¬—ß‰¡à§àÕ¬æÕ„®π—°  ¡§«√μ‘¥μ“¡
¥Ÿ·≈Õ¬à“ß„°≈â™‘¥  ’ â¡À¡“¬∂÷ß≈Ÿ°§â“¡’§«“¡æÕ„®„π√–¥—∫ Ÿß ‡ªìπ∑’Ëπà“™◊Ëπ™¡

CSAB ®–ª√–™ÿ¡∑ÿ°‡¥◊Õπ‡æ◊ËÕμ‘¥μ“¡·π«‚πâ¡·≈–§«“¡®”‡ªìπ„π°“√·°â‰¢ª√—∫ª√ÿß
πÕ°®“°π’È ¬—ß¡’°“√ ”√«®¢Õß∑’¡¿“§ π“¡ ®“°∫√‘…—∑Õ‘ √–®“°¿“¬πÕ° ‡æ◊ËÕμ‘¥μ“¡
§«“¡æÕ„®¿“¬À≈—ß°“√„Àâ∫√‘°“√©ÿ°‡©‘π 30 «—π μ≈Õ¥®π §«“¡æÕ„®®“°°“√‰¥â√—∫°“√Õ∫√¡
‡°’Ë¬«°—∫º≈‘μ¿—≥±å·≈–«‘∏’°“√„™âº≈‘μ¿—≥±å À“°º≈μÕ∫√—∫μË”°«à“√–¥—∫ 5 ®– Õ∫∂“¡μàÕ«à“
Medrad §«√∑”Õ¬à“ß‰√‡æ◊ËÕ„Àâ‰¥â§–·ππ§«“¡æÕ„®∑’Ë√–¥—∫ 5 ‡æ◊ËÕπ”º≈°“√ ”√«®¡“
ª√—∫ª√ÿß·°â‰¢μàÕ‰ª
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>> AS

√–∫∫∫√‘À“√≈Ÿ°§â“¢Õß AS ¡’¢—ÈπμÕπÀ≈—° §◊Õ
● °“√ √â“ß≈Ÿ°§â“ (Create) ´÷Ëß‡ªìπ°“√ √â“ß§«“¡ —¡æ—π∏å√–À«à“ßΩÉ“¬ Business

Development °—∫≈Ÿ°§â“ ‡æ◊ËÕ∑”§«“¡√Ÿâ®—° ·≈–∑”§«“¡‡¢â“„®≈Ÿ°§â“
● °“√‰¥â¡“ ÷́Ëß≈Ÿ°§â“ (Acquire) ‡ªìπ°“√®—¥‡μ√’¬¡¢âÕ‡ πÕ ‡æ◊ËÕμÕ∫ πÕß§«“¡

μâÕß°“√·≈–§«“¡§“¥À«—ß¢Õß≈Ÿ°§â“
● °“√¢“¬ (Keep it Sold) ‡ªìπ¢—ÈπμÕπ°“√ª√—∫ª√ÿß¢âÕ‡ πÕ ®π°√–∑—Ëß “¡“√∂

∫√√≈ÿ§«“¡μâÕß°“√¢Õß≈Ÿ°§â“‰¥â
● °“√√—°…“·≈–∑”„Àâ‡μ‘∫‚μ (Maintain & Grow) ‡ªìπ¢—ÈπμÕπ¢Õß°“√∏”√ß√—°…“

≈Ÿ°§â“‡æ◊ËÕ„Àâ‡°‘¥§«“¡¿—°¥’

AS ¡’√–∫∫ √â“ß§«“¡ —¡æ—π∏å°—∫≈Ÿ°§â“ ‚¥¬·∫àß‡ªìπ Õß à«π §◊Õ Performance
Excellence ·≈– Relationship Excellence ¥—ß¿“æ (approach)

„π à«π¢Õß Performance Excellence ª√–°Õ∫¥â«¬°“√ àß¡Õ∫º≈‘μ¿—≥±å·≈–
∫√‘°“√∑’Ë √â“ß§«“¡ ÿ¢„®„Àâ·°à≈Ÿ°§â“ ∫√√≈ÿÀ√◊Õ‡°‘π§«“¡§“¥À«—ß¢Õß≈Ÿ°§â“  ‘π§â“¡’§ÿ≥¿“æ Ÿß
 àß¡Õ∫μ√ß‡«≈“ ·≈–√“§“‡À¡“– ¡ ΩÉ“¬ π—∫ πÿπ¡’§«“¡√Ÿâ§«“¡ “¡“√∂ ‡ªìπ¡◊ÕÕ“™’æ ·≈–
 “¡“√∂μÕ∫ πÕß§«“¡μâÕß°“√∑’Ë‰¡à‰¥â§“¥À«—ß¡“°àÕπ‰¥â

CUSTOMER SATISFACTION

Performance Excellence Relationship Excellence

Products and Services That
Delight the Customers:
- Meet or Exceed Requirements
- High Quality, On Time, At Cost
- Competent and Professional
 Support 
- Meet Unanicipated Demands

Customers Want Suppliers
That:
- Sensitive to Their Point
 of View
- Understand Their Expectations
- Responsive to Their Requests
- Keep Our Commitments

Quality + Schedule + Cost + Relationship = Customer Satisfaction

FIGURE 3.2-1. Customer satisfaction model
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„π à«π¢Õß Relationship Excellence ª√–°Õ∫¥â«¬ °“√‰«μàÕ§«“¡√Ÿâ ÷°¢Õß≈Ÿ°§â“
°“√‡¢â“„®§«“¡§“¥À«—ß¢Õß≈Ÿ°§â“ °“√μÕ∫ πÕß§«“¡μâÕß°“√∑’Ë√«¥‡√Á« ·≈–°“√√—°…“§”¡—Ëπ
 —≠≠“

AS ¡’«‘∏’°“√®”·π°≈Ÿ°§â“‡æ◊ËÕ„Àâßà“¬μàÕ°“√¥Ÿ·≈·≈– √â“ß§«“¡ —¡æ—π∏å∑’Ëπà“ π„® ‚¥¬
·∫àß≈Ÿ°§â“‡ªìπ 3 √–¥—∫ (tiers)

● √–¥—∫∑’Ë 1 §◊Õ√–¥—∫ Ÿß ÿ¥ ·∫àß‡ªìπ°≈ÿà¡≈Ÿ°§â“„π À√—∞Õ‡¡√‘°“‡Õß ·≈–°≈ÿà¡≈Ÿ°§â“
π“π“™“μ‘

● √–¥—∫∑’Ë 2 „π·μà≈–°≈ÿà¡≈Ÿ°§â“„π√–¥—∫∑’Ë 1 ®–·∫àß‡ªìπ 2 °≈ÿà¡¬àÕ¬ §◊Õ °≈ÿà¡≈Ÿ°§â“
¿“§√—∞ ·≈–°≈ÿà¡≈Ÿ°§â“‡™‘ßæ“≥‘™¬å ´÷Ëß≈Ÿ°§â“ Õß°≈ÿà¡π’È¡’§«“¡μâÕß°“√
∑’Ë‰¡à‡À¡◊Õπ°—π‡≈¬

● √–¥—∫∑’Ë 3 „π·μà≈–°≈ÿà¡≈Ÿ°§â“¬àÕ¬„π√–¥—∫∑’Ë 2 ®–·∫àß‡ªìπÕ’° 3 °≈ÿà¡¬àÕ¬ §◊Õ
°≈ÿà¡ºŸâ „™â °≈ÿà¡∑’Ë‡ªìπª√–μŸ∑“ß‡¢â“ (Gatekeeper) ·≈–°≈ÿà¡ºŸâ¡’Õ”π“®
μ—¥ ‘π„® ´÷ËßμâÕß°“√«‘∏’°“√ √â“ß§«“¡ —¡æ—π∏å∑’Ë·μ°μà“ß°—π‰ª

÷́Ëß°“√·∫àß≈Ÿ°§â“‡ªìπ√–¥—∫∑’Ë™—¥‡®π ∑”„Àâ “¡“√∂‡¢â“„® ·≈– √â“ß§«“¡ —¡æ—π∏å‰¥âÕ¬à“ß
¡’ª√– ‘∑∏‘¿“æ

æπ—°ß“π∑’ËμâÕßμ‘¥μàÕ°—∫≈Ÿ°§â“¿“¬πÕ°∑ÿ°√“¬®–μâÕßºà“π°“√Õ∫√¡À≈—° Ÿμ√∑’Ë‡√’¬°«à“
Customer Contact Person Class ÷́Ëß®– Õπ√–∫∫°“√ √â“ß§«“¡ —¡æ—π∏å°—∫≈Ÿ°§â“ «‘∏’
°“√‡√‘Ë¡μâπ°—∫≈Ÿ°§â“ «‘∏’ √â“ß§«“¡æ÷ßæÕ„®„Àâ≈Ÿ°§â“ (‡æ◊ËÕ„Àâ‡°‘¥ performance excellence)
·≈–°“√ √â“ß≈Ÿ°§â“ (‡æ◊ËÕ„Àâ‡°‘¥ relationship excellence) ‚¥¬∑’Ë§≥–°√√¡°“√∑’Ë‡√’¬°«à“
Customer Satisfaction Council ®–‡ªìπºŸâæ—≤π“√–∫∫°“√ √â“ß§«“¡æ÷ßæÕ„® π”≈ß Ÿà°“√ªØ‘∫—μ‘
·≈–ª√–‡¡‘πº≈ ‡æ◊ËÕÀ“∑“ßª√—∫ª√ÿß„Àâ¥’¢÷ÈπÕ¬à“ßμàÕ‡π◊ËÕß (deploy)

AS ¡’√–∫∫∑’Ë‡√’¬°«à“ Customer Satisfaction Management System ´÷Ëß‡ªìπ
√–∫∫Õ—μ‚π¡—μ‘∑’ËÕÕ°·∫∫ ”À√—∫°√–∫«π°“√ √â“ß§«“¡æ÷ßæÕ„®„Àâ°—∫≈Ÿ°§â“ ‡¡◊ËÕ‰√°Áμ“¡∑’Ë¡’
¢âÕ√âÕß‡√’¬π‡°‘¥¢÷Èπ ¢âÕ¡Ÿ≈®–∂Ÿ°∫—π∑÷°‡¢â“√–∫∫ ¡’°“√®”·π°§«“¡ ”§—≠ §«“¡‡ ’Ë¬ß ·≈–
μ‘¥μ“¡‡æ◊ËÕ„Àâ¡—Ëπ„®«à“ª√–‡¥Áπ¢âÕ√âÕß‡√’¬π‰¥â√—∫°“√·°â‰¢„π‡«≈“∑’Ë√«¥‡√Á« À“°‰¡à‰¥â√—∫°“√
·°â‰¢„Àâ‡√’¬∫√âÕ¬¿“¬„π 2  —ª¥“Àå®–¡’°“√‡μ◊Õπ∑—π∑’ πÕ°®“°π’È √–∫∫®–®—¥∑”√“¬ß“π √ÿª
ª√–‡¥Áπ∑’Ë ”§—≠  ∂“π–ªí®®ÿ∫—π¢Õß°“√·°â‰¢ªí≠À“ °“√·°â‰¢·≈–ªÑÕß°—π∑’Ë‰¥â¥”‡π‘π°“√

Supertrap
Page is trapped with Supertrap 3.0.66
Copyright 2002 Heidelberger Druckmaschinen AG

To view traps, delete traps or to get detailed trapping information, please download free Supertrap Viewer Plug-In from:
http://www.heidelberg.com

Settings:
Width: 0.032 mm  =  0.090 pt
Printorder: Cyan / Black / 
Step Limit: 25.0%
Common Density Limit: 0.50
Centerline Trap Limit: 100%
Trap Color Scaling: 100.0%
Image to Object Trapping: yes
Image to Image Trapping: no
Black Width Scaling: 100.0%
Black Color Limit: 95.0%
Overprint Black Text: 0.0pt
Overprint Black Strokes: no
Overprint Black Graphics: no




58  ”À√—∫Õß§å°√∏ÿ√°‘®°“√º≈‘μ·≈–∫√‘°“√

§«“¡™à«¬‡À≈◊Õ π—∫ πÿπ∑’ËμâÕß°“√ ·≈–∫∑‡√’¬π∑’Ë‰¥â√—∫  àß„ÀâºŸâ∫√‘À“√√—∫∑√“∫ ‡æ◊ËÕÀ“∑“ß
ª√—∫ª√ÿß√–∫∫μàÕ‰ª

°√–∫«π°“√ ”√«®§«“¡æ÷ßæÕ„®¢Õß≈Ÿ°§â“¢Õß AS ¡’ 4 √Ÿª·∫∫¥—ßπ’È (approach)
● ·∫∫∑’Ë‡ªìπ∑“ß°“√ ‰¥â·°à °“√ª√–‡¡‘πºŸâ àß¡Õ∫ °“√ª√–‡¡‘π°“√ àß¡Õ∫ ‘π§â“

°“√ª√–‡¡‘πº≈°“√·°â‰¢·≈–ªÑÕß°—πªí≠À“ °“√ª√–‡¡‘π®“°¬Õ¥‡ß‘π√“ß«—≈∑’Ë„Àâ
(award fee) ÷́Ëß°“√ª√–‡¡‘π‡À≈à“π’È∑”ªï≈– 1-2 §√—Èß

● ·∫∫∑’Ë‰¡à‡ªìπ∑“ß°“√  ‰¥â·°à °“√ª√–‡¡‘πº≈°“√¥”‡π‘πß“π¢ÕßΩÉ“¬ªØ‘∫—μ‘°“√ ́ ÷Ëß
°√–∑”Õ¬à“ß ¡Ë”‡ ¡Õ ‡™àπ °“√ àß¡Õ∫ º≈°“√„Àâ∫√‘°“√¿“§ π“¡ Õ—μ√“°“√
ª√– ∫§«“¡ ”‡√Á®„π°“√¢“¬ (win rate) Õ—μ√“°“√´◊ÈÕ´È” (repeat business)

● ·∫∫ª≈“¬‡ªî¥ ‡ªìπ°“√ ”√«®§«“¡æ÷ßæÕ„®¢Õß≈Ÿ°§â“∑—Èß¿“¬πÕ°·≈–¿“¬„π
● «—¥®“°°“√ª√–‡¡‘πº≈°√–∫«π°“√ (Process Assessment System)

®– —ß‡°μ‰¥â«à“ °“√«—¥º≈§«“¡æ÷ßæÕ„®¢Õß AS ®–„™âμ—«™’È«—¥·≈–«‘∏’°“√∑’Ë ¡¥ÿ≈√–À«à“ß
Performance Indicators ‡™àπ º≈°“√ª√–‡¡‘πºŸâ àß¡Õ∫ ¬Õ¥‡ß‘π√“ß«—≈∑’Ë„Àâ °“√ àß¡Õ∫ ‘π§â“
‡ªìπμâπ °—∫ Relationship Indicators ‡™àπ º≈°“√ ”√«®®“°¿“¬πÕ° º≈°“√ ”√«®
¿“§ π“¡ ‡ªìπμâπ (·≈–μ—«™’È«—¥‡À≈à“π’È∑—ÈßÀ¡¥®–μâÕß∂Ÿ°√“¬ß“πº≈‰«â„πÀ¡«¥∑’Ë 7 - linkage)

AS μ‘¥μ“¡º≈ß“π¥â“π≈Ÿ°§â“ ∑—Èß„π·ßà º≈‘μ¿—≥±å ∫√‘°“√ ·≈–§ÿ≥¿“æ¢Õß°“√
¥”‡π‘π∏ÿ√°√√¡∑’Ë‡°‘¥¢÷Èπ (quality of transaction) ºà“π 3 ™àÕß∑“ßÀ≈—° §◊Õ °“√ ”√«®º≈
°“√ àß¡Õ∫ °“√ ”√«®¿“§ π“¡ ·≈–°“√ ”√«®®“°¿“¬πÕ° ¢âÕ¡Ÿ≈‡À≈à“π’È®–∂Ÿ° àß‡¢â“√–∫∫
Customer Satisfaction Management System ‡æ◊ËÕμ‘¥μ“¡º≈ ·≈–«‘‡§√“–Àå‡æ◊ËÕÀ“
∑“ßª√—∫ª√ÿßμàÕ‰ª

°√–∫«π°“√¥â“π°“√ √â“ß§«“¡ —¡æ—π∏å°Á¥’ °“√ ”√«®§«“¡æÕ„®¢Õß≈Ÿ°§â“°Á¥’ ®–∂Ÿ°
∑∫∑«π ·≈–ª√—∫ª√ÿß‡æ◊ËÕ„Àâ∑—π ¡—¬ ·≈–∑—πμàÕ§«“¡μâÕß°“√¢Õß∑‘»∑“ß∏ÿ√°‘® ‚¥¬ºà“π
°√–∫«π°“√ª√–‡¡‘πμπ‡Õß¿“¬„π °“√ª√–‡¡‘π®“°¿“¬πÕ° ‚¥¬„™â‡°≥±å Baldrige °“√
ª√–‡¡‘π√–∫∫ª√–®”ªï °“√‡∑’¬∫‡§’¬ß (benchmark) ·≈–°“√π”¢âÕ¡Ÿ≈ªÑÕπ°≈—∫®“°≈Ÿ°§â“¡“
„™â‡ªìπ¢âÕ¡Ÿ≈„π°“√ª√—∫ª√ÿß√–∫∫ (· ¥ß learning)
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>>>>Àπ∑“ß Ÿà·™¡ªá

>> ‚Õ°“ æ—≤π“ (Opportunity for Improvement)

>> ·ºπªØ‘∫—μ‘°“√·≈–ºŸâ√—∫º‘¥™Õ∫ (Action Plan)
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>>>>

À¡«¥∑’Ë ... 4

°“√«—¥ «‘‡§√“–Àå
·≈–°“√®—¥°“√§«“¡√Ÿâ

‡°≥±å√“ß«—≈

4.1 °“√«—¥ °“√«‘‡§√“–Àå ·≈–°“√∑∫∑«πº≈°“√¥”‡π‘πß“π¢ÕßÕß§å°√ 40 §–·ππ

„ÀâÕ∏‘∫“¬«‘∏’°“√„π°“√«—¥ «‘‡§√“–Àå ∑”„Àâ Õ¥§≈âÕß‰ª„π·π«∑“ß‡¥’¬«°—π
∑∫∑«π ·≈–ª√—∫ª√ÿßº≈°“√¥”‡π‘π°“√„π∑ÿ°√–¥—∫·≈–∑ÿ° à«π¢ÕßÕß§å°√

®ÿ¥ª√– ß§å

À—«¢âÕπ’Èμ√«®ª√–‡¡‘π«‘∏’°“√∑’ËÕß§å°√„™â„π°“√º≈‘μ ®—¥°“√ ·≈–„™â¢âÕ¡Ÿ≈·≈–
 “√ π‡∑» ”À√—∫°“√«—¥ °“√«‘‡§√“–Àå ·≈–°“√∑∫∑«πº≈°“√¥”‡π‘π°“√ ‡æ◊ËÕ π—∫ πÿπ
°“√«“ß·ºπ·≈–°“√ª√—∫ª√ÿß°“√¥”‡π‘π°“√¢ÕßÕß§å°√
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>
>
>
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>>>>

À—«¢âÕπ’È‡ªìπ»Ÿπ¬å°≈“ß¢Õß°“√√«∫√«¡·≈–«‘‡§√“–Àå¢âÕ¡Ÿ≈·≈– “√ π‡∑»
„π°“√«—¥º≈°“√¥”‡π‘π°“√·≈–√–∫∫°“√®—¥°“√∑’Ë¡’°“√∫Ÿ√≥“°“√ ´÷ËßÕ“»—¬¢âÕ¡Ÿ≈·≈–
 “√ π‡∑»¥â“π°“√‡ß‘π·≈–¥â“πÕ◊ËπÊ

®ÿ¥ª√– ß§å¢Õß°“√«—¥ °“√«‘‡§√“–Àå ·≈–°“√∑∫∑«πº≈°“√¥”‡π‘π°“√¢Õß
Õß§å°√ §◊Õ ‡æ◊ËÕ™’Èπ”°“√®—¥°“√°√–∫«π°“√¢ÕßÕß§å°√„Àâ∫√√≈ÿº≈≈—æ∏å∑“ß∏ÿ√°‘®·≈–
«—μ∂ÿª√– ß§å‡™‘ß°≈¬ÿ∑∏å∑’Ë ”§—≠ √«¡∑—Èß°“√§“¥°“√≥å·≈–μÕ∫ πÕßμàÕ°“√‡ª≈’Ë¬π·ª≈ß
∑’Ë√«¥‡√Á«À√◊Õ‰¡à‰¥â§“¥§‘¥®“°¿“¬„πÀ√◊Õ¿“¬πÕ°Õß§å°√

‡√’¬π®“°·™¡ªá

>> AS

√–∫∫°“√«—¥º≈°“√¥”‡π‘π°“√¢Õß AS ª√–°Õ∫¥â«¬ 5 ¢—ÈπμÕπ¥—ß√Ÿª (approach-
deploy)
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FIGURE 4.1-1. Perfornance measurement system
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¢—ÈπμÕπ∑’Ë 1 Leadership System and Enterprise Planning Process
‡ªìπ¢—ÈπμÕπ¢Õß°“√«“ß·ºπ ·≈–°”Àπ¥‡ªÑ“À¡“¬√–¥—∫Õß§å°√

¢—ÈπμÕπ∑’Ë 2 Goal Flowdown ‡ªìπ¢—ÈπμÕπ¢Õß°“√ ◊ËÕ “√·≈–∂à“¬∑Õ¥‡ªÑ“À¡“¬
·≈–∑‘»∑“ßÕß§å°√ ŸàÀπà«¬ß“π∑ÿ°ΩÉ“¬ ∑ÿ°√–¥—∫

¢—ÈπμÕπ∑’Ë 3 AS Organization ‡ªìπ¢—ÈπμÕπ¢Õß°“√°”Àπ¥μ—«™’È«—¥·≈–‡ªÑ“À¡“¬
„πÀπà«¬ß“π∑ÿ°ΩÉ“¬∑ÿ°√–¥—∫∑—Ë«∑—ÈßÕß§å°√ √«¡∑—Èß®—¥∑”·ºπß“π ·≈– performance and
development plan √“¬∫ÿ§§≈

¢—ÈπμÕπ∑’Ë 4 Measurement, Analysis and Knowledge Management
‡ªìπ¢—ÈπμÕπ¢Õß°“√«—¥ «‘‡§√“–Àå¢âÕ¡Ÿ≈ ·ª≈ß‡ªìπ¢âÕ π‡∑»∑’Ë®”‡ªìπ ”À√—∫°“√μ—¥ ‘π„® ·≈–
π«—μ°√√¡

¢—ÈπμÕπ∑’Ë 5 Performance Review and Communication ‡ªìπ¢—ÈπμÕπ¢Õß°“√
√“¬ß“πº≈ ·≈–°“√ª√–™ÿ¡‡æ◊ËÕ∑∫∑«πº≈ß“π ÷́Ëß°“√√“¬ß“πº≈„™â√–∫∫ Vision Support
Plan System (VSP)

(®“° approach ¢â“ßμâπ ®–‡ÀÁπ∫Ÿ√≥“°“√°—∫À¡«¥∑’Ë 1 °“√π”Õß§å°√·≈–À¡«¥∑’Ë 2
°“√«“ß·ºπ°≈¬ÿ∑∏å √«¡∑—ÈßÀ¡«¥∑’Ë 6 °“√®—¥°“√°√–∫«π°“√)

AS „™â√–∫∫ VSP ‡ªìπ√–∫∫„π°“√√«∫√«¡¢âÕ¡Ÿ≈ °“√μ‘¥μ“¡‡ΩÑ“√–«—ß ·≈–°“√√“¬ß“π
º≈ ‚¥¬ºà“π web °“√«“ß√–∫∫ VSP ®–„™â¢âÕ¡Ÿ≈∑’Ë‰¥â®“°°“√∑”¢—ÈπμÕπ∑’Ë 2 ¡“°”Àπ¥
¢âÕ¡Ÿ≈π”‡¢â“ ́ ÷Ëß¢âÕ¡Ÿ≈π”‡¢â“‡À≈à“π’È®–‰¥â√—∫°“√æ‘®“√≥“‡æ◊ËÕ„Àâ‡°‘¥ ¡¥ÿ≈√–À«à“ß leading ·≈–
lagging indicators μ≈Õ¥®π§«“¡ ¡¥ÿ≈¢Õß§«“¡μâÕß°“√¢ÕßºŸâ¡’ à«π‰¥â à«π‡ ’¬∑ÿ°ΩÉ“¬
 à«π¢âÕ¡Ÿ≈¥â“πμ—«™’È«—¥∑’Ë®–„™âμ‘¥μ“¡‡ΩÑ“√–«—ßª√–®”«—π‰¥â®“°°“√∑”¢—ÈπμÕπ∑’Ë 3 μ“¡ Model
¢â“ßμâπ

√–∫∫√“¬ß“πº≈¢Õß VSP ®–∑”°“√ª√–¡«≈ ·≈–√“¬ß“πº≈„π√Ÿª·∫∫∑’Ë‡À¡◊Õπ
°—π‰ª¬—ß∑ÿ°ΩÉ“¬∑’Ë‡°’Ë¬«¢âÕß ‚¥¬„™â√–∫∫√À—  ’ §◊Õ  ’·¥ß À¡“¬∂÷ß‰¡à‡ªìπ‰ªμ“¡‡ªÑ“À¡“¬∑’Ë°”Àπ¥
 ’‡À≈◊Õß §◊Õæ≈“¥‡ªÑ“À¡“¬‡≈Á°πâÕ¬ ·μà§“¥«à“¬—ß·°â‰¢‰¥â  ’‡¢’¬« §◊Õ‡ªìπ‰ªμ“¡‡ªÑ“À¡“¬∑’Ë°”Àπ¥

Supertrap
Page is trapped with Supertrap 3.0.66
Copyright 2002 Heidelberger Druckmaschinen AG

To view traps, delete traps or to get detailed trapping information, please download free Supertrap Viewer Plug-In from:
http://www.heidelberg.com

Settings:
Width: 0.032 mm  =  0.090 pt
Printorder: Cyan / Black / 
Step Limit: 25.0%
Common Density Limit: 0.50
Centerline Trap Limit: 100%
Trap Color Scaling: 100.0%
Image to Object Trapping: yes
Image to Image Trapping: no
Black Width Scaling: 100.0%
Black Color Limit: 95.0%
Overprint Black Text: 0.0pt
Overprint Black Strokes: no
Overprint Black Graphics: no




‡√’¬π®“°·™¡ªá ‡æ◊ËÕ‡ªìπ·™¡ªá

63

AS ∑”°“√ª√—∫ª√ÿß√–∫∫°“√«—¥º≈°“√¥”‡π‘π°“√„Àâ∑—π ¡—¬ ∑—πμàÕ§«“¡μâÕß°“√
¢Õß∏ÿ√°‘® ¥â«¬«‘∏’°“√¥—ßμàÕ‰ªπ’È (learning)

● °“√ª√–‡¡‘πμπ‡Õß¿“¬„π ·≈–°“√ª√–‡¡‘π®“°¿“¬πÕ° ‚¥¬„™â‡°≥±å Baldrige
● °‘®°√√¡æ—≤π“§ÿ≥¿“æ¿“¬„π Õ“∑‘ Lean initiatives ‡ªìπμâπ
● °“√∑∫∑«πº≈°“√¥”‡π‘πß“πμ“¡√–¬–‡«≈“∑’Ë°”Àπ¥
● Process Based Management Methodology ÷́Ëß°”Àπ¥„Àâ¡’°“√∑∫∑«π

°√–∫«π°“√Õ¬à“ß ¡Ë”‡ ¡Õ
● °“√ª√—∫‡ª≈’Ë¬π‡æ◊ËÕ„Àâ Õ¥§≈âÕß°—∫∫√‘…—∑·¡à·≈– Integrated Defense System

>> CFSC

√–∫∫«—¥º≈°“√¥”‡π‘π°“√¢Õß CFSC „™â Balanced Scorecard ·∫àß‡ªìπ 4 √–¥—∫
¥—ßπ’È (Approach)

● √–¥—∫∫π ÿ¥ ª√–°Õ∫¥â«¬μ—«™’È«—¥√–¥—∫Õß§å°√ 11 μ—« ·≈–μ—«™’È«—¥ ç ÿ¢¿“æé
¥â“πμà“ßÊ ¢Õß CFSC (μ“¡ Critical Success Factors) Õ’° 39 μ—«
÷́Ëßμ—«™’È«—¥‡À≈à“π’È∑—ÈßÀ¡¥®–· ¥ß¿“æ√«¡¢Õßº≈°“√¥”‡π‘π°“√¢Õß CFSC

● √–¥—∫°√–∫«π°“√ ÷́Ëß§√Õ∫§≈ÿ¡∑—Èß°√–∫«π°“√À≈—° ·≈–°√–∫«π°“√ π—∫ πÿπ
÷́Ëß· ¥ßº≈ß“π¢Õß°√–∫«π°“√ ‡æ◊ËÕ„Àâ‡®â“¢Õß°√–∫«π°“√‡À≈à“π—Èπ‰¥âμ‘¥μ“¡

º≈°“√¥”‡π‘π°“√
● √–¥—∫Àπà«¬∏ÿ√°‘® ‡æ◊ËÕμ‘¥μ“¡º≈≈—æ∏å¥â“π°“√‡ß‘π ·≈–ß∫ª√–¡“≥
● √–¥—∫ΩÉ“¬μà“ßÊ ‡æ◊ËÕ„™âμ‘¥μ“¡º≈°“√¥”‡π‘π°“√„π™’«‘μª√–®”«—π

·μà≈– “¬ ·μà≈–ΩÉ“¬ß“π §—¥‡≈◊Õ°μ—«™’È«—¥‡À≈à“π’È‚¥¬æ‘®“√≥“®“°≈Ÿ°§â“ æπ—°ß“π ·≈–
°√–∫«π°“√ μ≈Õ¥®π‡ªÑ“À¡“¬ à«π∫ÿ§§≈ (Individual goal) ¢âÕ¡Ÿ≈¥â“π°“√‡ß‘π®–ºà“π
‡¢â“ Ÿà√–∫∫ Financial Information System ¢âÕ¡Ÿ≈Õ◊ËπÊ ºà“π Data Shopping Network
(deploy)
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μ“√“ßμàÕ‰ªπ’È· ¥ßμ—«Õ¬à“ßμ—«™’È«—¥√–¥—∫μà“ßÊ ∑’Ë CFSC „™â

FIGURE 4-1 A comprehensive system of measures and indicators drives achievement of CFSCûs Mission.

Customer Satisfaction Satisfaction Index Customer Health
User (7.1-1, 4) Volume (7.3-1)
Dealer (7.1-5) PODD (7.3-9)
CatBU (7.1a1) Merchandising Results (7.5-4)

Competitive Updates (many)
Customer Listening (7.1-1 thru 9)
Dissatisfaction (7.1-7)
Industry Council Updates

Employee Satisfaction Employee Employee Health
Satisfaction Index Retention (7.5-6)
(7.4-1) Compensation Competitiveness (5.b)

Succession Planning (5.c)
Diversity (7.3-13)
Development (7.4-11)

Growth PODD (7.3-9) Financial Health
Managed Assets Margin Spread (7.2-9)
(7.3-1) Rolling Business Model (na)

Monthly Results (7.3 thru 9)
Divisional Profit (7.3-1)

Leadership Leadership Index Leadership Health
(7.6-4) Strategic Retreat

ALC
Share Values (7.6-2 thru 4 and 7 thru 9)
Community Support (7.6-7 thru 9)

Reliable Returns ROA/ROE (7.2-2) Portfolio Health
Profit (7.2-1) Product / Service Expansions (7.3-5)

Top 20 Users (na)
Past Due Results (7.5-13)
Inactive Accounts (7.5-13)
Restructures (na)
Repossessions (7.5-13)
Potential Losses > $500k (na)
Defaults (7.3-6)
Allowance for Credit Losses (7.4-13)

World Class Processes Operating Expense Process Health
Ratio (7.3-4) Baldrige Assessments (7.5-16)

Process Improvements (6.1a)
6 Sigma
- Accretive benefit (7.3-7)
- Project Reporting (7.5-1)
- Black/Green/Yellow Belts (7.5-1)
Technology Health
Corporate Reporting Metrics (7.5-5 thru 6)
Caterpillar Technology Strategy Committee update (na)
Resource Planning (na)
IT Spending (7.4-7)
Technology Benchmarking (4.2)

Top Tier Measures Health Indicators
(Result Figure #)

Process Measures Departmental
Measures
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πÕ°®“°°“√«—¥º≈°“√¥”‡π‘π°“√¢Õßμπ‡Õß·≈â« CFSC ¡’°“√„™â¢âÕ¡Ÿ≈‡™‘ß‡ª√’¬∫‡∑’¬∫
‚¥¬æ‘®“√≥“®“°∑‘»∑“ß¢ÕßÕß§å°√ §«“¡μâÕß°“√¢Õß≈Ÿ°§â“ ·≈–¢âÕ¡Ÿ≈®“°∫ÿ§§≈∑’Ë “¡ Õ“∑‘
°“√ªØ‘∫—μ‘∑’Ë‡ªìπ‡≈‘» °“√‡ª√’¬∫‡∑’¬∫√“§“ °“√μ—Èß√“§“¢“¬ °“√‡ª√’¬∫‡∑’¬∫º≈ß“π ‡ªìπμâπ

‡π◊ËÕß®“°¢âÕ®”°—¥„π°“√·≈°‡ª≈’Ë¬π¢âÕ¡Ÿ≈„πÕÿμ “À°√√¡‡¥’¬«°—π CFSC ®÷ß¥”‡π‘π
°“√‡ª√’¬∫‡∑’¬∫°—∫§Ÿà·¢àß ‚¥¬°“√ ”√«®ºà“π≈Ÿ°§â“·≈–ºŸâ®—¥®”Àπà“¬ ∑—Èß„π·ßà°“√‡∑’¬∫‡§’¬ß
°√–∫«π°“√À≈—° ·≈–§«“¡æ÷ßæÕ„®¢Õß≈Ÿ°§â“ √«¡∑—Èß«à“®â“ß∫√‘…—∑∑’Ëª√÷°…“®“°¿“¬πÕ°¡“
∑”°“√»÷°…“‡™‘ß‡ª√’¬∫‡∑’¬∫ ‡æ◊ËÕÀ“∑“ßª√—∫ª√ÿß°√–∫«π°“√

πÕ°®“°„πÕÿμ “À°√√¡‡¥’¬«°—π·≈â« CFSC ¡’°“√‡∑’¬∫‡§’¬ß°√–∫«π°“√¢â“¡
Õÿμ “À°√√¡ ‡™àπ „πªï §». 2002 ‰¥â∑”°“√‡∑’¬∫‡§’¬ß°—∫∫√‘…—∑∑’Ë„Àâ∫√‘°“√¥â“π°“√‡ß‘π„π
∏ÿ√°‘®¬“π¬πμå √«¡∑—Èß‰¥â‡¢â“ Ÿà°√–∫«π°“√‡∑’¬∫‡§’¬ß°—∫Õß§å°√∑’Ë™π–√“ß«—≈ Baldrige ‡ªìπª√–®”
·≈–¬—ß¡’°“√‡∑’¬∫‡§’¬ß°√–∫«π°“√°—∫ºŸâ àß¡Õ∫Õ’°¥â«¬

μ“√“ßμàÕ‰ªπ’È· ¥ß°“√„™â¢âÕ¡Ÿ≈‡™‘ß‡ª√’¬∫‡∑’¬∫¢Õß CFSC (approach-deploy)
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FIGURE 4-2 Sources and uses of comparative data.
Key Sources of Comparative Data

(Category 7 Results)
CSF CFSC

Contract
Type of Comparison Users of Data Uses

CFSC Competitive Satisfaction Survey (7.1) 1 ✓ ✓ ✓ ✓ BEC
Marketing/RMs

American Customers Satisfaction Index (7.1) 1 ✓ ✓ ✓ CBC/Divisions
Monitor 100 Survey (7.5) 3.5 ✓ ✓ ✓ ✓ ✓ ✓ BEC
Fitch Industry Rating Service (7.3 / 7.5) 3.5 ✓ ✓ ✓ ✓ ✓ Accounting
Other external analysis (7.3 / 7.6) Treasury
Equipment Leasing Association (7.0) 3.5 ✓ ✓ ✓ ✓ ✓ Departments
6 Sigma projects and process benchmarking (7.0) 6 ✓ ✓ ✓ Process Owners

6 Sigma Teams,
Champions, and
Black Belts
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°“√«‘‡§√“–Àåº≈°“√¥”‡π‘π°“√ „π√–¥—∫∫π ÿ¥¢Õß CFSC °√–∑”∑ÿ°‡¥◊Õπ ‚¥¬®–¡’
°“√«‘‡§√“–Àåº≈≈—æ∏å∑’Ë‰¥â °“√«‘‡§√“–ÀåÀ“·π«‚πâ¡ ·≈–°“√«‘‡§√“–Àå°“√‡∫’Ë¬ß‡∫π®“°·ºπ
À√◊Õ‡ªÑ“À¡“¬∑’Ë°”Àπ¥ ·≈–√“¬ß“π„Àâ Business Excellence Council ∑√“∫‡æ◊ËÕμ—¥ ‘π„®
‡™àπ ª√—∫°≈¬ÿ∑∏åÀ√◊Õ·ºπß“π À√◊Õ °”Àπ¥‡ªìπ‚§√ß°“√ Six Sigma (learning)

°“√«‘‡§√“–Àåº≈°“√¥”‡π‘π°“√„π√–¥—∫°√–∫«π°“√ √–¥—∫ “¬ ΩÉ“¬ À√◊ÕÀπà«¬μà“ßÊ
¡’°“√«‘‡§√“–Àåº≈¥—ßπ’È

● °“√«‘‡§√“–ÀåÀ“§«“¡ —¡æ—π∏å ‡™àπ §«“¡ —¡æ—π∏å√–À«à“ß payment performance
¢Õß portfolio °—∫°“√§“¥°“√≥åº≈°”‰√ ‡æ◊ËÕ°”Àπ¥π‚¬∫“¬°“√ª≈àÕ¬ ‘π‡™◊ËÕ

● °“√«‘‡§√“–Àå·π«‚πâ¡ ‡æ◊ËÕ„™âμ—¥ ‘π„® ‡™àπ °”Àπ¥«ß‡ß‘π°Ÿâ¬◊¡
● °“√«‘‡§√“–Àå·¬° Segment
● °“√«‘‡§√“–Àå§«“¡‡∫’Ë¬ß‡∫π (Variance Analysis) ‡æ◊ËÕμ‘¥μ“¡«à“‡∫’Ë¬ß‡∫π®“°

‡ªÑ“À¡“¬∑’Ë°”Àπ¥Õ¬à“ß‰√ ‡æ√“–Õ–‰√ ´÷Ëß®–°√–∑”∑ÿ° Õß —ª¥“Àå„π√–¥—∫
Àπà«¬∏ÿ√°‘®

º≈°“√«‘‡§√“–Àå¢âÕ¡Ÿ≈·≈–º≈°“√¥”‡π‘π°“√ ®–∂Ÿ°√“¬ß“π ·≈–π”¡“ª√–™ÿ¡∑∫∑«π
μ“¡«“√–∑’Ë°”Àπ¥‰«â ¥—ß√“¬≈–‡Õ’¬¥„πμ“√“ß (learning)

FIGURE 1-4 CFSC leaders review organization success, competitive environment, goals, and changing needs
via a system of integrated weekly, monthly, and annual reviews.

Business Excellence Council Monthly (See Figure 4-1) - Financial Health - Employee Health - Technology Health
Day 1: Manage the Business - Customer Health - Portfolio Health - Process Health - Leadership Health

Business Excellence Council Monthly - Progress on Strategic Plan Initiatives - 6 Sigma Projects
Day 2: Manage the Strategy - Division/Departmental Updates - Public/Community Support

Weekly Report Weekly - Initial marketplace results - Supplier actions
- Significant customer activity - Key learning and best practices
- Competitor activity - Employee actions
- Activity on major initiatives - Community activities

Corporate Credit Reviews Weekly - Review financial exposure and loans

Pricing Review Weekly - Pricing Rate Analysis, competitive activity

Contributions Committee Quarterly - Contributions budget, community and employee requests

Quarterly Credit Review Quarterly - Review Portfolio Health, significant credits and exposures
with Caterpillar Group President

Executive Office Review Annually - Strategic/operational review by Caterpillar Executive Office

Method Frequency Key Measures and Results Reviewed
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>> Medrad

√–∫∫°“√«—¥º≈°“√¥”‡π‘π°“√¢Õß Medrad ‡√‘Ë¡μâπ®“°√–∫∫ Balanced Scorecard
´÷Ëßª√–°Õ∫¥â«¬ 5 ‡ªÑ“ª√– ß§åÀ≈—° (5 corporate goals) ·≈– 12 «—μ∂ÿª√– ß§å¥—ß
√“¬≈–‡Õ’¬¥„πμ“√“ßμàÕ‰ªπ’È (approach)

·≈–‡æ◊ËÕ„Àâ¡—Ëπ„®«à“√–∫∫°“√«—¥º≈°“√¥”‡π‘π°“√¡’§«“¡ Õ¥§≈âÕß°—π∑—Ë«∑—ÈßÕß§å°√
Medrad ®—¥„Àâ¡’°“√∂à“¬∑Õ¥μ—«™’È«—¥·≈–‡ªÑ“À¡“¬≈ß‡ªìπ≈”¥—∫™—Èπ ®“°√–¥—∫ Executive
Committee ·≈– Performance Excellence Team ≈ß Ÿà√–¥—∫ºŸâ∫√‘À“√√–¥—∫ Ÿß ·≈–®“°
ºŸâ∫√‘À“√√–¥—∫ Ÿß≈ß ŸàΩÉ“¬·≈–∑’¡ ¥—ß¿“æ

FIGURE 4.1-1. Five Corporate Scorecard Goals

Ensure Exceed the CMB Grow CMB faster than Individual product Monthly
continued financials (profit sales - specific target line growth rates
growth and measure) set via strategic planning
profit Grow the % sales 15%/year Schering Parent, Monthly

company growth Medical industry
Improve quality CMB/EE 10%/year Supports growth Monthly
and productivity growth CMB faster than

sales
Improve the Improve Survey Continuous improvement Competitors & Monthly
quality of customer Results- top year-to-year others surveyed
healthcare satisfaction box ratings
Provide an Improve Survey Continuous improvement Hay best-in-class Twice
enjoyable and employee growth Results- above best-in-class companies each year
rewarding and satisfaction very satis-
workplace fied ratings

Mission Corporate
Goal

Scorecard
Measure Target FrequencyBenchmark
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¿“æμàÕ‰ªπ’È · ¥ßμ—«Õ¬à“ß°“√∂à“¬∑Õ¥‡ªÑ“À¡“¬ μ—«™’È«—¥ ·≈–°“√μ‘¥μ“¡º≈„π “¬
ªØ‘∫—μ‘°“√ (deploy)

PhilosophyPhilosophy

MissionMission

StrategiesStrategies

Annual PlanAnnual Plan

Scorecard Goals

Senior Staff Measures

EC/PET

Sr. Mgmt.

Dept. Mgrs./
Teams

Department Measures

Team Measures

Target Objectives

FIGURE 4.1-2. Alignment of Measures

5 Corporate
Objectives

Reduce
Defects Per

Million 

Summary
DPM Levels

Family
DPM
Levels

Team
Summary

DPM Levels

Team
DPM Levels

Corporate
Progress
Report

Corporate
Progress
Report

Sales Results
and Forecast
Revisions 

Daily/Weekly
Results

Indicators Review

Operations
Tracker

CSAB
Metrics

Enterprise
Goals

Sales &
Operations Plan

Department
Goals

Team
Goals

FIGURE 4.1-3. Operations Goal Alignment
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¢âÕ¡Ÿ≈„π°“√¥”‡π‘πß“π„π™’«‘μª√–®”«—π√«¡∑—Èß¢âÕ¡Ÿ≈®“° Field Force Automation
System (∑’Ë°≈à“«∂÷ß‰«â„πÀ¡«¥∑’Ë 3) ®–∂Ÿ°√«∫√«¡‡¢â“ Ÿà√–∫∫ SAP ́ ÷Ëß‡ªìπ à«πÀπ÷Ëß¢Õß√–∫∫
ERP ¢Õß Medrad ·≈–ºà“π°“√«‘‡§√“–Àå‚¥¬„™â‡§√◊ËÕß¡◊Õ∑’Ë‡√’¬°«à“ ALV ·≈– 3D

Medrad „™â√–∫∫ SAP ¡“μ—Èß·μàªï 1990 ·≈–‰¥âæ—≤π“√–∫∫Õ¬à“ßμàÕ‡π◊ËÕß¡“À≈“¬
cycle ªí®®ÿ∫—π¡’°“√‡æ‘Ë¡‡μ‘¡√–∫∫ Business Intelligence ‡¢â“‰ª Õ“∑‘ √–∫∫ ALV ·≈– 3D
∑”„Àâ “¡“√∂„™âª√–‚¬™πå‰¥â‡μÁ¡»—°¬¿“æ·≈–ßà“¬μàÕ°“√„™âß“π¡“°¢÷Èπ (μ√ßπ’È· ¥ß learning)

Medrad „™âª√–‚¬™πå®“°¢âÕ¡Ÿ≈‚¥¬ ºŸâπ”√–¥—∫ Ÿß ΩÉ“¬ ·≈–∑’¡μà“ßÊ ¡’°“√
«‘‡§√“–Àå∑’ËÀ≈“°À≈“¬ ¥—ßπ’È

● °“√«‘‡§√“–ÀåμâπμÕ¢Õß§«“¡‡∫’Ë¬ß‡∫π®“°‡ªÑ“À¡“¬∑’Ë°”Àπ¥‰«â„π Corporate
Scorecard

● °“√«‘‡§√“–ÀåÀ“§«“¡ —¡æ—π∏å¢Õß°“√ àß¡Õ∫μ√ß‡«≈“°—∫¢âÕ√âÕß‡√’¬π≈Ÿ°§â“
● °“√ª√–‡¡‘π‡ª√’¬∫‡∑’¬∫¢âÕ¥’¢âÕ‡ ’¬ (trade-off) √–À«à“ß§ÿ≥≈—°…≥–¢Õßº≈‘μ¿—≥±å

°—∫™à«ß‡«≈“«“ßμ≈“¥¢Õßº≈‘μ¿—≥±å
● °“√«‘‡§√“–Àå§«“¡ ”‡√Á® §«“¡≈â¡‡À≈«„π°“√¢“¬ ·≈–ª√– ‘∑∏‘¿“æ°“√¢“¬ ‚¥¬

„™â°√«¬π—°¢“¬
● °“√«‘‡§√“–Àå‡™‘ß‡ª√’¬∫‡∑’¬∫°—∫‡ªÑ“À¡“¬À√◊Õ°√–∫«π°“√∑’Ë‡ª≈’Ë¬π·ª≈ß‰ª
● °“√«‘‡§√“–Àå‡™‘ß‡ª√’¬∫‡∑’¬∫∑“ß°“√‡ß‘π
● °“√«‘‡§√“–Àå à«π·∫àßμ≈“¥ ≈Ÿ°§â“∑’Ë‡æ‘Ë¡/≈¥ º≈°“√ ”√«®§«“¡æÕ„®
● °“√«‘‡§√“–Àå¬Õ¥¢“¬ μâπ∑ÿπ º≈μÕ∫·∑π°“√≈ß∑ÿπ ”À√—∫μ≈“¥‡ªî¥„À¡à À√◊Õ

μ≈“¥∑’Ë¢¬“¬‡æ‘Ë¡‡μ‘¡
● °“√«‘‡§√“–Àå·π«‚πâ¡¢Õß¬Õ¥¢“¬  à«π·∫àßμ≈“¥ º≈¥â“π°“√‡ß‘π ·≈–§«“¡

πà“‡™◊ËÕ∂◊Õ¢Õß¢âÕ¡Ÿ≈
● °“√«‘‡§√“–Àå°“√„™â∑√—æ¬“°√ ·≈–Õ—μ√“°“√‰¡à‡ªìπ‰ªμ“¡·ºπß“π∑’Ë°”Àπ¥ (slip rate)
● °“√«‘‡§√“–Àå√Õ∫‡«≈“ √–¥—∫ª√‘¡“≥¢Õß‡ ’¬ μâπ∑ÿπ°“√º≈‘μ §«“¡æ÷ßæÕ„®≈Ÿ°§â“

μâπ∑ÿπ∑’Ë‡°‘¥®“°°“√√—∫ª√–°—π ‘π§â“ ·≈–§«“¡æÕ„®¢Õß≈Ÿ°§â“μàÕ “¬°“√º≈‘μ∑’Ë
‡æ‘Ëß‡ªî¥„À¡à

● °“√«‘‡§√“–Àå§«“¡æ÷ßæÕ„®æπ—°ß“π °“√Õ∫√¡ §à“μÕ∫·∑π Õ—μ√“≈“ÕÕ° ·≈–
μ—«™’È«—¥Õ◊Ëπ¥â“π∑√—æ¬“°√∫ÿ§§≈

● °“√«‘‡§√“–Àå°“√„™â∑√—æ¬“°√„π‚§√ß°“√μ“¡·ºπ°≈¬ÿ∑∏å
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√“¬ß“π·≈–º≈°“√«‘‡§√“–Àå®–∂Ÿ°∑∫∑«π„π∑’Ëª√–™ÿ¡μ“¡«“√–∑’Ë°”Àπ¥‰«â¥—ß√“¬≈–‡Õ’¬¥
„πμ“√“ß

FIGURE 1.1-2 Senior Leader Performance Reviews

Executive Monthly Business and - P&L results: month & YTD
Committee quality issues
Senior Staff Monthly Top 12 objectives. Corpo- - P&L results: month & YTD

rate performance and - Top 12 objectives review
business issues - Scorecard results: month & YTD

- Advisory Board measures
Advisory Boards Monthly See Figure - NPST: Product Tracker

1.1-1 - CSAB: Cust Sat. Survey Results
- HRAB: Employee Satisfactiion Survey Results

Senior Staffûs PET Meeting Quarterly Performance Excellence - Top 12 initiative proposals
issues - Baldrige feedback report

Medrad Quarterly Quality System Issues - Action Item closure
Management Review (MMR) - Process indicators

- Complaint & Reliability trends
Field Sales & Service Quarterly Sales and service reviews - Sales-to-date
Meeting in all global regions - Outlook for quarter and year
Health & Safety Committees Monthly Health and safety - Lost Time Days Incidents

formance - OSHA Incidents

Group Frequency Topics Measures Reviewed
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>>>>Àπ∑“ß Ÿà·™¡ªá

>> ‚Õ°“ æ—≤π“ (Opportunity for Improvement)

>> ·ºπªØ‘∫—μ‘°“√·≈–ºŸâ√—∫º‘¥™Õ∫ (Action Plan)
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>>>>

‡°≥±å√“ß«—≈

4.2 °“√®—¥°“√ “√ π‡∑»·≈–§«“¡√Ÿâ 40 §–·ππ

„ÀâÕ∏‘∫“¬«‘∏’°“√∑’Ë∑”„Àâ¡—Ëπ„®«à“¢âÕ¡Ÿ≈·≈– “√ π‡∑»∑’Ë®”‡ªìπ ”À√—∫æπ—°ß“π
ºŸâ àß¡Õ∫·≈–§Ÿà§â“ √«¡∑—Èß≈Ÿ°§â“ ¡’§ÿ≥¿“æ·≈–æ√âÕ¡„™âß“π ·≈–„ÀâÕ∏‘∫“¬«‘∏’°“√ √â“ß·≈–
®—¥°“√ ‘π∑√—æ¬å∑“ß§«“¡√Ÿâ¢ÕßÕß§å°√

®ÿ¥ª√– ß§å

À—«¢âÕπ’Èμ√«®ª√–‡¡‘π«‘∏’°“√∑’ËÕß§å°√∑”„Àâ¡—Ëπ„®«à“¡’¢âÕ¡Ÿ≈·≈– “√ π‡∑»∑’Ë¡’
§ÿ≥¿“æ Ÿß∑—π‡Àμÿ°“√≥å ¡’§«“¡æ√âÕ¡„™âß“π ”À√—∫ºŸâ„™â∑’Ë ”§—≠∑—ÈßÀ¡¥ ‡™àπ æπ—°ß“π
ºŸâ àß¡Õ∫·≈–§Ÿà§â“√«¡∑—Èß≈Ÿ°§â“ πÕ°®“°π’È ¬—ßμ√«®ª√–‡¡‘π«‘∏’°“√∑’ËÕß§å°√„™â„π°“√ √â“ß
·≈–®—¥°“√ ‘π∑√—æ¬å∑“ß§«“¡√Ÿâ ‡æ◊ËÕª√—∫ª√ÿßª√– ‘∑∏‘¿“æ ª√– ‘∑∏‘º≈ ·≈–π«—μ°√√¡
¢ÕßÕß§å°√

‡√’¬π®“°·™¡ªá

>> AS

AS ®—¥√–∫∫„Àâ¡’¢âÕ¡Ÿ≈ “√ π‡∑»æ√âÕ¡„™â ”À√—∫∑ÿ°ΩÉ“¬ ‚¥¬°”Àπ¥‡ªìπ 3 ¢—ÈπμÕπ
 ”§—≠ §◊Õ

● °“√§âπÀ“«à“ºŸâ „™â§◊Õ„§√·≈–μâÕß°“√Õ–‰√
● °“√°”Àπ¥π‚¬∫“¬·≈–«‘∏’ªØ‘∫—μ‘ ·≈–
● °“√°”Àπ¥«‘∏’°“√„™â

®“°π—Èπ®÷ß°”Àπ¥‡∑§‚π‚≈¬’·≈–√–∫∫∑’ËμâÕß°“√ ¥—ß√“¬≈–‡Õ’¬¥∑’Ë· ¥ß‰«â¥—ß¿“æ
(approach)

>>>>

>>>>
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‡æ◊ËÕ∏”√ß§«“¡πà“‡™◊ËÕ∂◊Õ·≈–§«“¡ª≈Õ¥¿—¬¢Õß∑—ÈßŒ“√å¥·«√å·≈–´Õø·«√å AS ¬÷¥∂◊Õ
ªØ‘∫—μ‘μ“¡¡“μ√∞“π Boeing ·≈–¡“μ√∞“π The Software Engineering Institute/
Capability Maturity Model (SEI/CMM) Õ¬à“ß‡§√àß§√—¥∑—Ë«∑—ÈßÕß§å°√ πÕ°®“°π’È
‡æ◊ËÕ§«“¡πà“‡™◊ËÕ∂◊Õ §«“¡∂Ÿ°μâÕß §«“¡∑—π ¡—¬ §«“¡ª≈Õ¥¿—¬ °“√√—°…“§«“¡≈—∫ ·≈–
°“√„™âß“πßà“¬¢Õß¢âÕ¡Ÿ≈  “√ π‡∑» ·≈–Õß§å§«“¡√Ÿâ AS ¡’«‘∏’°“√¥”‡π‘π°“√¥—ß√“¬≈–‡Õ’¬¥
μàÕ‰ªπ’È (approach-deploy)

Who and What1 Policies and Procedures2 How

Networks and
Servers

Databases

E-Mail

Documents and
Files

Systems

3

CUSTOMERS
Performance (Cost, Schdule,

Quality); Technical
(Eng Drawings and Requirement);
Quality (Test, Nonconformance);

Contractual Requirements

● Access Requirements 
● Security and Citizenship
● Confidentiality and Non- 
 Disclosure Agreements 
● Data Owner Permissions
● Contractual and Program
 Requirements

● External Access Account(s) to
 Boeing Systems and Networks
● Software Installations to Support
 Restricted Access
● Establish Secure Connection with

Boeing via User ID and Password
● Physical Access to Boeing
 Facilities Based on Identification
 Budge and Security Clearance

● User ID and Password
 Authentication via: Boeing
 Network PCs, Kiosk PCs
● Physical Access to Locations
 Based On Identification Badge
 and Security Clearance
 Requirements

● Access Requirements 
● Security and Confidentiality
● Processes for Access Based
 On: Organization Structure,
 Employee Roles and
 Responsibilities

SUPPLIERS AND PARTNERS
Schdule, Requirements,

Performance, Supplier Quality
Metrics; Contractual

Requirements

AS EMPLOYEES
Boeing Intranet (News,

Information) Process-Specific
Systems and Data (Accounting

Systems, Operations, etc.);
Performance; HR; Policies 

and Procedures

FIGURE 4.2-1. Data and information availability

Integrity Code of ethics, Certification (employee, suppliers), Audits, SEI/CMM
Process and Systems Audits training

Accuracy Experience and skill level, Patents, training Error proofing and validation for entry, field masks, audits
Timeliness OJT, Just In Time Training, Employee Orientation, Pilots of new software systems and user group testing.

Intranet and System Access (employees, customers,
suppliers)

Reliabality PBM, Metrics, Certification of financial statement, Change boards, SEI/CMM, service level agreements;
ISO, AS9110, QA backup systems

Security DoD security clearances, ITAR, Access Control, Account permissions processes, firewalls, reverse proxy,
Export Control, Boeing sensitive/proprietary IP, anti-virus software, standard PC configurations, Computing
Classified Programs, Nondisclosure agreements Security Policy

Confidentiality Governed by business agreements, DoD specified, Account permissions processes, firewalls, reverse proxy,
proprietary anti-virus software

User Friendliness Training, Accessibility to reference and resources Help Disk, user pilots and training labs, user surveys,
via Web and Boeing contacts SEI/CMM, ergonomics

Prpperty Data, Information, and Organization Knowledge How Properties are Ensured
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AS ¡’√–∫∫°“√®—¥°“√§«“¡√Ÿâ ‚¥¬·∫àß‡ªìπ 3 ¢—ÈπμÕπ¥—ßπ’È (approach-deploy)
● Organization Knowledge Assets ‡ªìπ¢—ÈπμÕπ¢Õß°“√§âπÀ“Õß§å§«“¡√Ÿâ∑’Ë®”‡ªìπ

 ”À√—∫°“√∑”∏ÿ√°‘®«à“Õ¬Ÿà∑’Ë „¥ ´÷Ëß·À≈àß§«“¡√Ÿâª√–°Õ∫¥â«¬ ®“°æπ—°ß“π ®“°ºŸâ
 àß¡Õ∫ ®“°≈Ÿ°§â“ Àÿâπ à«π §Ÿà¡◊Õ √–∫∫ß“π ∞“π¢âÕ¡Ÿ≈ «“√ “√ ‘Ëßæ‘¡æå∑—ÈßÀ≈“¬
À√◊Õ®“°Õß§å°√∑’Ë¡’§«“¡°â“«Àπâ“∑“ß‡∑§‚π‚≈¬’

● Knowledge Transfer ‡ªìπ°“√∂à“¬‚ÕπÕß§å§«“¡√Ÿâ¡“ ŸàÕß§å°√ À√◊Õ∫ÿ§≈“°√„π
Õß§å°√ ́ ÷Ëß‡§√◊ËÕß¡◊Õ (vehicle) ∑’Ë„™â‰¥â·°à Process Based Management, Lean,
Employee Involvement, On-the-job Training, Job Rotation, √–∫∫
°“√√—∫√Õß§«“¡ “¡“√∂ ª√–°“»π’¬∫—μ√√—∫√Õß«‘™“™’æ °“√Õ∫√¡¿“«–ºŸâπ” (Boeing
Leadership Center) °“√Õ∫√¡®“°¡À“«‘∑¬“≈—¬∑’Ë‡ªìπæ—π∏¡‘μ√ °“√®”≈Õß
 ∂“π°“√≥åμà“ßÊ

● Organization Structure ‡ªìπ°“√®—¥‚§√ß √â“ß·≈–√–∫∫ß“π‡æ◊ËÕ‡Õ◊ÈÕ„Àâ‡°‘¥°“√
·≈°‡ª≈’Ë¬π‡√’¬π√Ÿâ ·≈–∂à“¬∑Õ¥Õß§å§«“¡√Ÿấ ÷Ëß°—π·≈–°—π ‰¥â·°à °“√®—¥„Àâ¡’ Natural
work groups, °“√®—¥„Àâ¡’ Integrated Product Team ∑’¡¢â“¡ “¬ß“π ∑’¡
¢â“¡∏ÿ√°‘® ∑’¡æ—≤π“§ÿ≥¿“æ (Kaizen Based Team) High performance
work team μ≈Õ¥®π ¿“°√–∫«π°“√‡æ◊ËÕ§—¥‡≈◊Õ°·≈–·∫àßªíπ best practices

√“¬≈–‡Õ’¬¥¢Õß√–∫∫°“√®—¥°“√§«“¡√Ÿâ¢Õß AS · ¥ß‡ªìπ√Ÿª¿“æ‰¥â¥—ßπ’È

Organizational
Knowledge 

Assets
● Employees 
● Suppliers
● Customers 
● Business Partners
● Policies
● Intranet/Web
● Procedure Manuals
● Work Systems
● Databases 
● Tech Publications
● Advanced Technology
 Organization

Knowledge
Transfer
Vehicles

● PBM, Lean, EI
● OJT 
● Job Rotation 
● Certification 
● Professional Certs. 
 (APICS, CPM, ...) 
● Leadership Training
 (BLC) 
● Training via University 
 Alliances 
● Simulation and
 Virtual Realities

Organizational
Structure and
Work Systems

● Natural Work Groups 
● IPTs (Internal, External) 
● Cross Functional and  
 Cross Business Teams 
● HPWTs, AIWs, Kaizan
 Based Teams, etc. 
● Process Councils
 Identify and Share
 Best Practices)

FIGURE 4.2-2. Knowledge management apporach
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>> CFSC

CFSC „™â√–∫∫Õ‘‡≈Á°∑√Õπ‘° å∑—ÈßÀ¡¥„π°“√∑”„Àâ¢âÕ¡Ÿ≈ “√ π‡∑»æ√âÕ¡„™âß“π
 ”À√—∫ºŸâ „™â∑ÿ°°≈ÿà¡ ¢âÕ¡Ÿ≈ “√ π‡∑»∑—ÈßÀ¡¥ “¡“√∂ àßμàÕ∂÷ß°—π‚¥¬‰¡àμâÕß„™â°√–¥“… „π
¢≥–∑’Ë‡Õ° “√μâπ©∫—∫®–‰¥â√—∫°“√∂à“¬¿“æ‡°Á∫‡ªìπ¢âÕ¡Ÿ≈Õ‘‡≈Á°∑√Õπ‘° å √“¬ß“π∑—ÈßÀ≈“¬®–
∂Ÿ°‡°Á∫„π√Ÿª·ºàπ‡≈‡´Õ√å ‡Õ° “√∑—ÈßÀ≈“¬ “¡“√∂ —Ëß„Àâæ‘¡æåÕÕ°‰¥âμ“¡®ÿ¥∑’ËμâÕß°“√·¡â®–Õ¬Ÿà
Àà“ß‰°≈ÕÕ°‰ª æπ—°ß“π∑’ËμâÕß‡¥‘π∑“ß “¡“√∂‡¢â“∂÷ß∞“π¢âÕ¡Ÿ≈‰¥â‚¥¬ºà“π dial up À√◊Õ broad-
band √«¡∑—Èß “¡“√∂μ‘¥μàÕ internet ‰¥âμ≈Õ¥‡«≈“

μ“√“ßμàÕ‰ªπ’È · ¥ß√–∫∫‡§√◊Õ¢à“¬¢Õß CFSC ·≈–°“√μÕ∫ πÕß§«“¡μâÕß°“√
¢ÕßºŸâ „™â·μà≈–°≈ÿà¡ (approach-deploy)

FIGURE 4-3 CFSC systems fully support our KCPs and provide access to Users, Dealers, employees, and suppliers.
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Fin
an

c E
xp

re
ss

Cu
sto

me
r Ex

pr
es

s

Ac
co

un
tEx

pr
es

s

Ac
co

un
tin

g
Co

lle
cti

on
s

Ex
ch

an
ge

/Em
ail

Ex
ce

l
DS

N
CQ

S
KC

P 
Tra

cki
ng

Im
ag

ing
JD

 Ed
wa

rds
MS

 P
roj

ec
t

It 
Co

st/
Ma

na
ge

me
nt

Int
ran

et
Int

ern
et

Pe
op

leS
oft

CM
S

Em
plo

ye
es

De
ale

rs
Us

ers
Ca

t B
us

ine
ss 

Un
its

Su
pp

lie
rs

Quote ✓ * ✓ ✓ ✓ ✓

Indicative Proposal ✓ * ✓ ✓ ✓

Credit ✓ * ✓ ✓ ✓ ✓ ✓ ✓ ✓ ✓ ✓ ✓

Commitment Letter * ✓ ✓ ✓

Document Preparation ✓ * ✓ ✓ ✓ ✓ *
Document Processing/Funding ✓ * ✓ ✓ ✓ ✓ * *
Wire Transfers ✓ ✓ ✓ ✓ ✓ ✓ ✓ ✓

Project Financing ✓ ✓ ✓

Invoicing ✓ * ✓ ✓ ✓ ✓ ✓ ✓ ✓

Cash Applicatoin * ✓ ✓ ✓ ✓ ✓ ✓ * ✓ ✓ ✓ ✓

Collections * ✓ ✓ ✓ ✓ ✓

Covenant Compliance ✓ * ✓ ✓

Modifications ✓ * ✓ ✓ ✓ ✓ ✓ ✓ ✓ ✓ * *
Buyouts ✓ * ✓ ✓ ✓ ✓ ✓ ✓ ✓ ✓ ✓ ✓

Repossession/Ramarketing * ✓ ✓ ✓ ✓ ✓ * ✓ ✓ ✓ ✓ ✓

Customer Service ✓ * ✓ ✓ ✓ ✓ ✓ ✓ ✓ ✓ ✓ ✓

Tax Receipt Withholding ✓ ✓ ✓ ✓

Purchasing ✓ ✓

Budget * ✓ ✓

Project Management ✓ * ✓ ✓ ✓ ✓

Shared Values ✓ ✓ ✓ ✓ ✓ ✓

Communication Process * ✓ ✓ ✓ ✓ ✓ ✓ ✓ ✓

Compensation ✓ ✓ ✓

PDP ✓ ✓ ✓

✓ Current   * Planned
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‡æ◊ËÕ„Àâ√–∫∫‡∑§‚π‚≈¬’ “√ π‡∑»‡™◊ËÕ∂◊Õ‰¥â CFSC ¥”‡π‘π°“√¥—ßπ’È
● √–∫∫∫”√ÿß√—°…“ ¥Ÿ·≈‚¥¬„™â√–∫∫ Change Control Management System

÷́Ëß®–∫—π∑÷°¢âÕ¡Ÿ≈·≈–º≈°“√¥”‡π‘πß“π¢Õß√–∫∫∑—ÈßŒ“√å¥·«√å·≈–´Õø·«√å
‡æ◊ËÕμ‘¥μ“¡º≈·≈–À“‚Õ°“ ª√—∫ª√ÿß

● √–∫∫¥Ÿ·≈Õ—μ‚π¡—μ‘ ®–‡ΩÑ“√–«—ßªí®®—¬ ”§—≠Ê ¢Õß√–∫∫·≈–®–‡μ◊ÕπºŸâ¥Ÿ·≈√–∫∫
·∫∫Õ—μ‚π¡—μ‘∑—π∑’ ·≈–®–√“¬ß“π§à“ system uptime ·≈– network traffic
∑ÿ° —ª¥“Àå

● System Redundancy ·≈–√–∫∫°Ÿâ§◊π (Recovery) ®–∑”Àπâ“∑’Ë backup
√–∫∫·≈–≈¥ downtime „ÀâπâÕ¬‡À≈◊Õ∑’Ë ÿ¥

● °√–∫«π°“√·°âªí≠À“ (Problem Resolution) ∑”ß“π√à«¡°—∫∫√‘…—∑ºŸâ àß¡Õ∫ ‚¥¬
¢¬“¬ —≠≠“„π à«π°“√¥Ÿ·≈‡æ◊ËÕ √â“ßÀ≈—°ª√–°—π«à“®–‡¢â“¡“·°âªí≠À“„Àâ
„π∑—π∑’

● °“√∑¥·∑πŒ“√å¥·«√å Œ“√å¥·«√å®–‰¥â√—∫°“√∑¥·∑π∑ÿ° 2-3 ªï À√◊Õ∫àÕ¬°«à“π’È
 ”À√—∫√–∫∫∑’Ë ”§—≠

ΩÉ“¬ π—∫ πÿπ¥â“π IT ®–∑”°“√ ”√«®§«“¡§‘¥‡ÀÁπ¢ÕßºŸâ „™âªï≈–§√—Èß √«¡∑—Èß
®—¥ª√–™ÿ¡°≈ÿà¡¬àÕ¬ ·≈–°“√ª√–™ÿ¡‡æ◊ËÕ∑∫∑«π Help Center Call ‡æ◊ËÕª√—∫ª√ÿß√–∫∫
„Àâßà“¬μàÕ°“√„™âß“π¢ÕßºŸâ„™â (learning)

„π¥â“π§«“¡ª≈Õ¥¿—¬¢ÕßŒ“√å¥·«√å ¡’ÀâÕß server 2 ÀâÕß·¬° ∂“π∑’Ë°—π ¡’√–∫∫
ªÑÕß°—π°“√‡¢â“ÕÕ° ¡’ UPS ‡§√◊ËÕßªíòπ‰ø·≈–„™â “¬ dual network „π¥â“π software ¡’°“√
backup  ¡Ë”‡ ¡Õ·≈–¡’√–∫∫ active virus scan

CFSC ª√—∫ª√ÿß√–∫∫ IT „Àâ∑—πμàÕ§«“¡§«“¡μâÕß°“√∑“ß∏ÿ√°‘® ‚¥¬ºà“π°√–∫«π°“√¥—ßπ’È
(learning)

● °√–∫«π°“√«“ß·ºπ¥â“π‡∑§‚π‚≈¬’ ´÷Ëß‡ªìπ à«πÀπ÷Ëß¢Õß°“√«“ß·ºπ°≈¬ÿ∑∏å¢Õß
∫√‘…—∑ (μ√ßπ’È· ¥ß integration)

● IT architect ‚¥¬ CFSC «à“®â“ß IT architect ‡μÁ¡‡«≈“®”π«π 6 §π‡æ◊ËÕ
∑”Àπâ“∑’ËμàÕ‰ªπ’È
❍ ∑”°“√«‘®—¬·π«‚πâ¡¢Õß‡∑§‚π‚≈¬’¥â“π IT °—∫°“√ª√–¬ÿ°μå„™â „π CFSC
❍ „Àâ·π«∑“ß·°àÀπà«¬ß“πμà“ßÊ √«¡∑—Èß∑’¡ Six Sigma „π°“√„™â‡∑§‚π‚≈¬’

¥â“π IT ∑—Èß∑’Ë¡’Õ¬Ÿà‡¥‘¡·≈–∑’Ë‡æ‘Ëßμ‘¥μ—Èß
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❍  àß‡ √‘¡·≈–∑”„Àâ‡°‘¥§«“¡°â“«Àπâ“¥â“π‡∑§‚π‚≈¬’
❍ „Àâ°“√ª√÷°…“°—∫ΩÉ“¬æ—≤π“√–∫∫·≈–π—°«‘®—¬√–∫∫‡æ◊ËÕ„Àâ‡°‘¥∫Ÿ√≥“°“√¢Õß

√–∫∫∑—ÈßÀ¡¥
❍ ∑”„Àâ¡—Ëπ„®«à“√–∫∫ IT ∑—ÈßÀ¡¥‰¥âμ“¡¡“μ√∞“π¢Õß∫√‘…—∑·≈–¡“μ√∞“π¢Õß

caterpillar
❍ μ‘¥μ“¡‡ΩÑ“√–«—ß√–∫∫ ”§—≠‡æ◊ËÕ„Àâ¡—Ëπ„®«à“¬—ß§ß∑”ß“π‰¥âÕ¬à“ß¡’ª√– ‘∑∏‘¿“æ

● ‚§√ß°“√ Six Sigma πÕ°®“°°“√‡¢â“√à«¡∑∫∑«π‚§√ß°“√ Six Sigma ·≈â«
(®“°√“¬ß“π¢âÕ‡ πÕ·π–¢ÕßºŸâª√–‡¡‘π√“ß«—≈ Baldrige) IT architect ®–√à«¡
∑”ß“π‡ªìπ à«πÀπ÷Ëß¢Õß∑’¡ Six Sigma ‡æ◊ËÕ„Àâ¡—Ëπ„®«à“‚§√ß°“√ Six Sigma
∑’Ë¥”‡π‘πÕ¬Ÿà ¡’√–∫∫‡∑§‚π‚≈¬’∑’Ë≈È”Àπâ“

● °“√∑”ß“π√à«¡°—π√–À«à“ßΩÉ“¬ IT °—∫ºŸâ „™â¥â“πμà“ßÊ ‡æ◊ËÕ·ª≈ß§«“¡μâÕß°“√
¥â“π∏ÿ√°‘®‡¢â“ Ÿà√–∫∫ IT ¢Õß∫√‘…—∑

√–∫∫°“√®—¥°“√§«“¡√Ÿâ¢Õß CFSC ª√–°Õ∫¥â«¬ (approach-deploy)
● °“√®—¥°“√§«“¡√Ÿâ„πÀ¡Ÿàæπ—°ß“π CFSC ¡’√–∫∫„π°“√√«∫√«¡§«“¡√Ÿâ∑’Ë‰¥â®“°√–∫∫

6 Sigma, √–∫∫ Project Governance Model ·≈–°“√Ωñ°Õ∫√¡æπ—°ß“π
‚¥¬„™â√–∫∫ E-tracker ·≈– PGM  ́ ÷Ëßªí®®ÿ∫—π¡’∞“π¢âÕ¡Ÿ≈¡“°°«à“ 1,000 ‚§√ß°“√
°“√ àß‡ √‘¡„Àâ‡°‘¥°“√ ◊ËÕ “√ ·≈–·≈°‡ª≈’Ë¬π‡√’¬π√Ÿâ√–À«à“ß°—π °√–∑”‚¥¬ºà“π∑“ß
e-mail, intranet, shared network drive ·≈– public folder ‚¥¬®–¡’°“√
μ‘¥μ“¡Õ—μ√“°“√‡¢â“„™â‡æ◊ËÕ„Àâ¡—Ëπ„®«à“‡°‘¥°“√ ◊ËÕ “√·≈–·≈°‡ª≈’Ë¬π‡√’¬π√ŸâÕ¬à“ß¡’
ª√– ‘∑∏‘¿“æ·≈–∑—Ë«∂÷ß (deploy)

● °“√®—¥°“√§«“¡√Ÿâ®“°≈Ÿ°§â“ ºŸâ àß¡Õ∫ æ—π∏¡‘μ√ ≈Ÿ°§â“·≈°‡ª≈’Ë¬π§«“¡√Ÿâ°—∫
æπ—°ß“πºà“π √–∫∫ Extranet, FinancExpress, AccountExpress, e-mail,
°“√ ”√«® ·≈–°“√ —¡¿“…≥å°≈ÿà¡¬àÕ¬  à«πºŸâ àß¡Õ∫∑—ÈßÀ≈“¬®–„™â e-mail ·≈–
‡Õ° “√Õ‘‡≈Á°∑√Õπ‘° å

● °“√®—¥°“√ Best Practices ª√–°Õ∫¥â«¬
❍ °“√§âπÀ“ Best Practices ®“°¿“¬πÕ° ºà“π°√–∫«π°“√ Baldrige ‡™àπ

Tennessee Quality Conference and Quest for Excellence
❍ °“√‡¢â“√à«¡ Peer Learning Network
❍ °“√§âπÀ“®“°√“¬ß“π «“√ “√ °“√ª√–™ÿ¡¿“¬„π Caterpillar
❍ °“√√«∫√«¡®“°√–∫∫ Six Sigma e-Tracker ·≈– Benchmarking

Database
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FIGURE 4-4 CFSC users several mechanisms to share knowledge and best practices.
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❍ °“√·≈°‡ª≈’Ë¬π Best Practices ºà“π™àÕß∑“ßμà“ßÊ Õ“∑‘ °“√·≈°‡ª≈’Ë¬π
¿“¬„π°≈ÿà¡∫√‘…—∑ Caterpillar ¿“¬„π°≈ÿà¡ Global IT Strategy Team
·≈–„πÀ¡Ÿà Six Sigma Champions ‡ªìπμâπ

μ“√“ßμàÕ‰ªπ’È · ¥ß«‘∏’°“√∑’Ë CFSC „™â„π°“√®—¥°“√‡æ◊ËÕ„Àâ‡°‘¥°“√·≈°‡ª≈’Ë¬π
‡√’¬π√ŸâÕß§å§«“¡√Ÿâ·≈–°“√ªØ‘∫—μ‘∑’Ë‡ªìπ‡≈‘»

AudiencePurpose

EMPLOYEES
CIL (enterprise portal) ✓ ✓ ✓ ✓ ✓ ✓ ✓

Email ✓ ✓ ✓ ✓ ✓

Intranet/Shared Drivers/Public Folders ✓ ✓ ✓

UpFront communications ✓ ✓ ✓

6 Sigma eTracker ✓ ✓ ✓ ✓

PGM ✓ ✓ ✓ ✓

Customer Express (CRM) ✓ ✓ ✓ ✓ ✓

Employee-delivered training ✓ ✓

External Training registration database ✓ ✓ ✓

Cross-functional training/Rotational jobs ✓ ✓

IT Learning Central ✓ ✓ ✓

CUSTOMERS/SUPPLIERS/PARTNERS
Internet ✓ ✓ ✓ ✓ ✓ ✓

Financ Express/Account Express ✓ ✓ ✓ ✓ ✓

Customer Express (CRM) ✓ ✓ ✓ ✓

Surveys (Qaulitative inputs) ✓ ✓ ✓ ✓ ✓ ✓

Focus Groups ✓ ✓ ✓

BEST PRACTICES
Baldrige Quest/TQA conferences ✓ ✓ ✓

6 Sigma ✓ ✓ ✓ ✓ ✓ ✓

I.T. Industry Sources ✓ ✓ ✓

Peer Learning ✓ ✓ ✓

Benchmarking Database ✓ ✓ ✓ ✓

Annual Leadership Conference ✓ ✓ ✓

Weekly Report ✓ ✓ ✓

Department Meetings ✓ ✓
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>>>>Àπ∑“ß Ÿà·™¡ªá

>> ‚Õ°“ æ—≤π“ (Opportunity for Improvement)

>> ·ºπªØ‘∫—μ‘°“√·≈–ºŸâ√—∫º‘¥™Õ∫ (Action Plan)
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>>>>

À¡«¥∑’Ë ... 5

°“√¡ÿàß‡πâπ∑√—æ¬“°√∫ÿ§§≈
‡°≥±å√“ß«—≈

5.1 √–∫∫ß“π 40 §–·ππ

„ÀâÕ∏‘∫“¬«à“√–∫∫ß“π·≈–¿“√–ß“π¢ÕßÕß§å°√ °“√∫√‘À“√§à“μÕ∫·∑π§«“¡°â“«Àπâ“
„π°“√ß“π ·≈–«‘∏’ªØ‘∫—μ‘∑’Ë‡°’Ë¬«¢âÕß°—∫ºŸâªØ‘∫—μ‘ß“π™à«¬„Àâæπ—°ß“π·≈–Õß§å°√
¡’º≈°“√¥”‡π‘π°“√∑’Ë¥’‰¥âÕ¬à“ß‰√

®ÿ¥ª√– ß§å

À—«¢âÕπ’Èμ√«®ª√–‡¡‘π√–∫∫¢ÕßÕß§å°√„π‡√◊ËÕßß“π·≈–¿“√–ß“π °“√∫√‘À“√
§à“μÕ∫·∑π§«“¡°â“«Àπâ“„π°“√ß“π °“√®—¥°“√º≈°“√¥”‡π‘π°“√¢Õßæπ—°ß“π
°“√¬°¬àÕß™¡‡™¬ °“√ ◊ËÕ “√·≈–°“√«à“®â“ß ‡æ◊ËÕ°√–μÿâπ„Àâæπ—°ß“π∑—ÈßÀ¡¥ªØ‘∫—μ‘ß“π
„ÀâÕß§å°√‰¥âÕ¬à“ß¡’ª√– ‘∑∏‘º≈·≈–‡μÁ¡§«“¡ “¡“√∂ √–∫∫‡À≈à“π’È π—∫ πÿπº≈
°“√¥”‡π‘π°“√∑’Ë¥’  àßº≈„Àâ¡’°“√‡√’¬π√Ÿâ¢Õß·μà∫ÿ§§≈·≈–Õß§å°√ √«¡∑—Èß∑”„Àâ “¡“√∂
ª√—∫μ—«μàÕ°“√‡ª≈’Ë¬π·ª≈ß ´÷Ëß®– àßº≈μàÕ§«“¡¬—Ëß¬◊π¢ÕßÕß§å°√

>>>>

>
>
>
>
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>>>>‡√’¬π®“°·™¡ªá

>> AS

®“°«‘ —¬∑—»πå∑’Ë«à“ çPeople Working Togetheré AS °”Àπ¥√–∫∫°“√®—¥°“√
¥â“π∫ÿ§≈“°√ (AS People System) „Àâ Õ¥§≈âÕß°—∫√–∫∫°“√π”Õß§å°√ (μ√ßπ’È· ¥ß
Integration °—∫À¡«¥∑’Ë 1) ‚¥¬·∫àß‡ªìπ 5 ¢—ÈπμÕπ¥—ß¿“æ

¢—ÈπμÕπ∑’Ë 1 °”Àπ¥°≈¬ÿ∑∏å¥â“π∑√—æ¬“°√∫ÿ§§≈ (Workforce Strategies)
‡ªìπ¢—ÈπμÕπ°“√°”Àπ¥∑√—æ¬“°√∫ÿ§§≈ ·≈–«‘∏’°“√∑’Ë®–„™â ‡æ◊ËÕμÕ∫ πÕßμàÕ«—μ∂ÿª√– ß§å
‡™‘ß°≈¬ÿ∑∏å¢Õß∫√‘…—∑ (· ¥ß integration °—∫À¡«¥∑’Ë 2)

¢—ÈπμÕπ∑’Ë 2 °“√ÕÕ°·∫∫√–∫∫ß“π °“√ √√À“∫ÿ§≈“°√ °“√°”Àπ¥∑‘»∑“ß·≈–
‡ªÑ“À¡“¬ ‡ªìπ¢—ÈπμÕπ¢Õß°“√°”Àπ¥√“¬≈–‡Õ’¬¥¢Õßß“π °“√ √√À“‰¥â¡“´÷Ëß∫ÿ§≈“°√∑’Ë¡’
§ÿ≥ ¡∫—μ‘·≈–§«“¡√Ÿâ§«“¡ “¡“√∂∑’ËμâÕß°“√ °“√°”Àπ¥∑‘»∑“ß·≈–º≈°“√¥”‡π‘πß“π∑’Ë§“¥À«—ß
®“°∫ÿ§≈“°√∑ÿ°√–¥—∫

¢—ÈπμÕπ∑’Ë 3 °“√‚πâ¡π”·≈–ª√–‡¡‘πº≈°“√¥”‡π‘πß“π ‡ªìπ¢—ÈπμÕπ¢Õß°“√„Àâ§«“¡√Ÿâ
∑’Ë®”‡ªìπμà“ßÊ „Àâ·°àæπ—°ß“π °“√°√–®“¬Õ”π“®‚¥¬ºà“π°“√∑”ß“π√à«¡°—π‡ªìπ∑’¡ (team-based
structure) ·≈–°“√μ‘¥μ“¡ª√–‡¡‘πº≈°“√¥”‡π‘πß“π ºà“π√–∫∫°“√«—¥·≈–ª√–‡¡‘πº≈ß“π
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¢—ÈπμÕπ∑’Ë 4 °“√√—°…“·≈– √â“ß¢«—≠°”≈—ß„® ”À√—∫ºŸâ∑’Ë¡’º≈ß“π¥’ ‚¥¬®—¥„Àâ¡’
√–∫∫¬°¬àÕß™¡‡™¬ ·≈–„Àâ√“ß«—≈ §à“μÕ∫·∑π‡æ◊ËÕ √â“ß¢«—≠°”≈—ß„®·≈–√—°…“‰«â ÷́Ëß∫ÿ§≈“°√
∑’Ë¡’º≈°“√¥”‡π‘πß“π∑’Ë¥’

¢—ÈπμÕπ∑’Ë 5 °“√æ—≤π“∫ÿ§≈“°√ ‡æ◊ËÕ √â“ß∫ÿ§≈“°√„Àâ¡’ ¡√√∂π–·≈–¢’¥§«“¡ “¡“√∂ Ÿß

√–∫∫«—¥º≈·≈–ª√–‡¡‘πº≈ß“π¢Õß∫ÿ§≈“°√¢Õß AS ®–‡™◊ËÕ¡‚¬ß°—∫«‘ —¬∑—»πå¢Õß
Boeing 2016 ‚¥¬¡ÿàß π—∫ πÿπ°“√¡ÿàß≈Ÿ°§â“·≈–∏ÿ√°‘®‡ªìπ®ÿ¥»Ÿπ¬å°≈“ß ‚¥¬®–ª√–‡¡‘π®“°
º≈°“√¥”‡π‘πß“π√“¬∫ÿ§§≈ ·≈–º≈ß“πμ“¡·ºπæ—≤π“ Ÿà«‘ —¬∑—»πå (vision support plan)

°“√„Àâ√“ß«—≈ ·≈–°“√¬°¬àÕß™¡‡™¬®–Õ¬Ÿà∫πæ◊Èπ∞“π¢Õßº≈°“√¥”‡π‘πß“πμ“¡
«—μ∂ÿª√– ß§å·≈–§à“π‘¬¡¢ÕßÕß§å°√‡ªìπÀ≈—° ‚¥¬®–¡Õ∫„Àâ∑—Èß√“¬∫ÿ§§≈·≈–∑’¡ ª√– ‘∑∏‘¿“æ
¢Õß√–∫∫„Àâ√“ß«—≈·≈–¬°¬àÕß™¡‡™¬π’È®–∂Ÿ°ª√–‡¡‘π‚¥¬°“√ ”√«®æπ—°ß“π ·≈–º≈°“√
¥”‡π‘πß“π∑’Ë¥’¢÷Èπ (· ¥ß learning loop)

√ŸªμàÕ‰ªπ’È· ¥ß√–∫∫°“√®—¥°“√º≈°“√¥”‡π‘πß“π¢Õß AS

PE : Performance Evaluation
PDP : Performance Development Partnership
MVP : Multiple View Point
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√–∫∫°“√ √√À“∫ÿ§≈“°√¢Õß AS ‡√‘Ë¡μâπ®“°Àπà«¬ß“πμà“ßÊ ®—¥∑”ª√–¡“≥°“√
Õ—μ√“°”≈—ßμ“¡·ºπ¬ÿ∑∏»“ μ√å¢Õß∫√‘…—∑ √«∫√«¡®—¥∑”‡ªìπ·ºπÕ—μ√“°”≈—ß ®“°π—Èπ®–∑”°“√
«‘‡§√“–Àåμ”·Àπàßß“π §«“¡√Ÿâ·≈–∑—°…–∑’ËμâÕß°“√ ®—¥∑”‡ªìπ„∫æ√√≥π“μ”·Àπàßß“π ·≈â«®÷ß
‡√‘Ë¡°√–∫«π°“√ √√À“ ́ ÷Ëß°“√ √√À“Õ“®¡“®“°∫ÿ§≈“°√¿“¬„π°≈ÿà¡ Boeing ‡Õß ®“°¿“¬πÕ°
À√◊Õ®“° ∂“∫—π°“√»÷°…“‚¥¬μ√ß (college recruit) ¥—ß√“¬≈–‡Õ’¬¥„π¿“æ¢â“ß≈à“ßπ’È

>> CFSC

CFSC ®—¥‚§√ß √â“ß‡æ◊ËÕ„Àâ‡°‘¥º≈°“√¥”‡π‘π°“√∑’Ë¥’·≈–¡ÿàß≈Ÿ°§â“‡ªìπ®ÿ¥»Ÿπ¬å°≈“ß
‚¥¬·∫àß “¬ß“πμ“¡°≈ÿà¡≈Ÿ°§â“∑’Ë√—∫∫√‘°“√ (customer segment) ·≈–°√–∫«π°“√À≈—°
‡æ◊ËÕ √â“ß§ÿ≥§à“„Àâ·°à≈Ÿ°§â“∑’Ë√—∫º‘¥™Õ∫  “¬ß“π π—∫ πÿπ®—¥‚§√ß √â“ßμ“¡§«“¡‡™’Ë¬«™“≠¢Õß
æπ—°ß“π·≈–≈Ÿ°§â“¿“¬„π∑’Ë√—∫º‘¥™Õ∫ ´÷Ëß°“√®—¥‚§√ß √â“ß≈—°…≥–π’È ºπ«°°—∫°“√‡¢â“„®
°√–∫«π°“√¢Õßμπ‡Õß °“√‡¢â“„®≈Ÿ°§â“ °“√∑√“∫‡ªÑ“À¡“¬∑’Ë™—¥‡®π √à«¡°—∫°≈‰°°“√
feedback ∑”„Àâ‰¥â¡“ ÷́Ëßº≈°“√¥”‡π‘πß“π∑’Ë¥’

CFSC ®—¥„Àâ¡’°“√∑”ß“π·∫∫¢â“¡ “¬ß“π‡æ◊ËÕ àß‡ √‘¡°“√∑”ß“π√à«¡°—π ·≈–®—¥„Àâ
¡’√–∫∫„Àâ√“ß«—≈ ·≈–§à“μÕ∫·∑πμ“¡º≈ß“π ¥—ßπ’È (approach-deploy)

● Workload
● Resources
● EEO Repressentation
● Proficiency
● Attrition
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πÕ°®“°°“√„Àâ§à“μÕ∫·∑π·≈–√“ß«—≈¢â“ßμâπ·≈â« CFSC ®—¥„Àâ¡’√–∫∫¬°¬àÕß
™¡‡™¬À≈“¬√Ÿª·∫∫ ‰¥â·°à

● Eye-on-Quality Awards ÷́Ëß‡ªìπ°“√„Àâ√“ß«—≈·°àæπ—°ß“π∑’Ë· ¥ß„Àâ‡ÀÁπ°“√ªØ‘∫—μ‘
μ“¡§à“π‘¬¡Õß§å°√‰¥âÕ¬à“ß‚¥¥‡¥àπ ‰¡à«à“®–‡ªìπ¥â“π°“√¥Ÿ·≈≈Ÿ°§â“ °“√ª√—∫ª√ÿß
°√–∫«π°“√ μ≈Õ¥®π°“√¡’ à«π√à«¡°—∫™ÿ¡™π ‚¥¬∑’ËºŸâ®—¥°“√·≈– VP  “¡“√∂
Õπÿ¡—μ‘‡ß‘π√“ß«—≈‰¥â∑—π∑’ 150 ·≈– 1,500 ‡À√’¬≠μ“¡≈”¥—∫

● Cat Bucks ‡ªìπ°“√„Àâæπ—°ß“π™◊Ëπ™¡æπ—°ß“π°—π‡Õß ‚¥¬æπ—°ß“π®–‰¥â√—∫‡À√’¬≠
Cat Bucks ®”π«π 20 ‡À√’¬≠ªï≈– 2 §√—Èß ·≈–„Àâæπ—°ß“π¡Õ∫„ÀâºŸâ ÷́Ëß§‘¥«à“
¡’°“√ªØ‘∫—μ‘μ“¡§à“π‘¬¡Õß§å°√‰¥â‡ªìπÕ¬à“ß¥’ ´÷Ëßæπ—°ß“π∑’Ë‰¥â√—∫¡Õ∫ “¡“√∂π”
Cat Bucks ‰ª·≈°‡ªìπÕ“À“√À√◊Õ ‘π§â“‰¥â

● The Shared Values Award ‡ªìπ√“ß«—≈ ”À√—∫æπ—°ß“π∑’Ë “¡“√∂· ¥ß«à“¡’°“√
ªØ‘∫—μ‘μ“¡§à“π‘¬¡Õß§å°√‰¥âÕ¬à“ß¥’‡¥àπ §—¥‡≈◊Õ°‚¥¬ºŸâ®—¥°“√ΩÉ“¬ ªï≈– 4 §π
÷́Ëß®–‰¥â√—∫‡ß‘π√“ß«—≈ ·≈–°“√ª√–°“»‡°’¬√μ‘§ÿ≥

● Team Recognition ‡ªìπ°“√¬°¬àÕß™¡‡™¬∑’¡ ÷́Ëßª√– ∫§«“¡ ”‡√Á®„π°“√ª√—∫ª√ÿß
°√–∫«π°“√„Àâ¥’¢÷Èπ ‚¥¬®– àß‡¢â“ª√–°«¥„π°“√·¢àß¢—π°“√æ—≤π“§ÿ≥¿“æ
ª√–®”ªï¢Õß Caterpillar √«¡∑—Èß‰¥â√—∫°“√™◊Ëπ™¡®“°ª√–∏“π∫√‘…—∑

‡ß‡ß‘‘π‡¥π‡¥◊◊ÕπÕπ ™à«ß‡ß‘π‡¥◊Õπ®–‰¥â√—∫°“√«‘‡§√“–Àå∑ÿ° 1-2 ªï ‚¥¬∫√‘…—∑ Watson-Wyatt
·≈–°“√‡∑’¬∫‡§’¬ß°—∫∫√‘…—∑∑’Ë „Àâ∫√‘°“√¥â“π°“√‡ß‘πÕ◊Ëπ ‚¥¬ CFSC °”Àπ¥
«à“Õ—μ√“§à“®â“ß®–Õ¬Ÿà√–¥—∫ Top Quartile ‡¡◊ËÕ‡∑’¬∫°—∫Õÿμ “À°√√¡‡¥’¬«°—π

 « «—— ¥ ¥‘‘°“√°“√ ¥Ÿ√“¬≈–‡Õ’¬¥„πÀ¡«¥ 5.3
°“√ª√°“√ª√——∫§∫§àà“®“®ââ“ß“ß °“√ª√—∫‡ß‘π‡¥◊Õπ¢÷Èπ°—∫§«“¡¥’§«“¡™Õ∫‡ªìπÀ≈—° ºŸâ®—¥°“√∑ÿ°§π®–‰¥â√—∫

¡Õ∫Õ”π“®„Àâª√–‡¡‘π‚¥¬æ‘®“√≥“®“°§«“¡ “¡“√∂„π°“√∫√√≈ÿ‡ªÑ“À¡“¬
√“¬∫ÿ§§≈∑’Ë°”Àπ¥‰«â ·≈–º≈ß“π‡™‘ß§ÿ≥¿“æ

§§àà“μÕ∫·∑πæ“μÕ∫·∑πæ‘‘‡»…‡»… æπ—°ß“π∑ÿ°§π®–‰¥â√—∫§à“μÕ∫·∑πæ‘‡»…μ“¡º≈ß“π ́ ÷ËßÕ“® Ÿß‰¥â∂÷ß 200%
¢÷Èπ°—∫º≈ß“π∑’Ë∑”‰¥â °“√®à“¬§à“μÕ∫·∑πæ‘‡»…π’È®–®à“¬∑ÿ°‰μ√¡“ 

√“ß«√“ß«——≈ Six Sigma≈ Six Sigma æπ—°ß“π∑ÿ°§π∑’Ë‡¢â“¡’ à«π√à«¡„π‚§√ß°“√ Six Sigma ‰¡à«à“®–‡ªìπÕ—»«‘π
 “¬‡¢’¬«  “¬‡À≈◊Õß  “¬¥” Õ“®“√¬åÕ—»«‘π À√◊Õ·¡à∑—æ (champion)
®–‰¥â√—∫‡ß‘π√“ß«—≈¢÷Èπ°—∫º≈ß“π·≈–§«“¡ ”‡√Á®¢Õß‚§√ß°“√ πÕ°®“°π’È
„π°“√„Àâ§à“μÕ∫·∑πæ‘‡»… ¬—ß„™â°“√¡’ à«π√à«¡„π‚§√ß°“√ Six Sigma

‡¢â“√à«¡§”π«≥¥â«¬
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● Service Awards ‡ªìπ°“√· ¥ß§«“¡™◊Ëπ™¡μàÕæπ—°ß“π∑’Ë¡’§«“¡¿—°¥’μàÕÕß§å°√
·≈–¡’Õ“¬ÿß“πμ—Èß·μà 5 ªï¢÷Èπ‰ª ‚¥¬¡’°“√ª√–°“»‡°’¬√μ‘§ÿ≥ ·≈–¡Õ∫‡§√◊ËÕßª√–¥—∫
∑’Ë√–≈÷°„Àâ

°√–∫«π°“√¬°¬àÕß™¡‡™¬ ·≈–„Àâ√“ß«—≈π’È®–∂Ÿ°∑∫∑«π‚¥¬ΩÉ“¬∑√—æ¬“°√∫ÿ§§≈‚¥¬
„™â¢âÕ¡Ÿ≈®“°°“√ ”√«®æπ—°ß“π °“√ ”√«®¢ÕßΩÉ“¬‡Õß ·≈–¢âÕ¡Ÿ≈®“°√–∫∫ PeopleSoft
√“¬ß“π„Àâ Business Excellence Council (BEC) ∑√“∫„π«“√–∑’Ë‡√’¬°«à“ Employee Health
À“°¡’ ‘Ëß„¥μâÕßª√—∫ª√ÿß ®–„™â°√–∫«π°“√ Six Sigma ¥”‡π‘π°“√æ—≤π“„Àâ¥’¢÷ÈπμàÕ‰ª (μ√ßπ’È
· ¥ß learning)

°“√®—¥°“√¥â“π°”≈—ßæ≈ CFSC „™â°√–∫«π°“√∑’Ë‡√’¬°«à“ Position Analysis ‡æ◊ËÕ
°”Àπ¥§ÿ≥≈—°…≥–·≈–∑—°…–∑’ËμâÕß°“√ ‚¥¬‡¡◊ËÕ¡’§«“¡μâÕß°“√μ”·Àπàßß“π„À¡à ºŸâ®—¥°“√®–
μâÕß°√Õ°§«“¡μâÕß°“√≈ß„π„∫ Position Analysis Questionnaire ‡æ◊ËÕ°”Àπ¥Àπâ“∑’Ë
§«“¡√—∫º‘¥™Õ∫  ¡√√∂π– ·≈–ª√– ∫°“√≥å∑’ËμâÕß°“√ √«¡∑—Èß≈—°…≥–ß“π ·≈–∑—°…–
§«“¡™”π“≠  ÿ¥∑â“¬®—¥∑”‡ªìπ„∫æ√√≥π“ß“π

„π°“√§—¥ √√∫ÿ§≈“°√ CFSC „™â°√–∫«π°“√∑’ËÀ≈“°À≈“¬ ‰¥â·°à ‚ª√·°√¡
on-campus recruiting °“√·π–π”®“°æπ—°ß“π¥â«¬°—π  ◊ËÕÕ‘π‡μÕ√å‡πÁ∑  ◊ËÕ‚¶…≥“
ß“π Job Fair μ≈Õ¥®π°“√√à«¡¡◊Õ°—∫¡À“«‘∑¬“≈—¬„π∑âÕß∂‘Ëπ„π°“√ —¡¿“…≥å·≈–‡μ√’¬¡
π—°»÷°…“∑’Ë¡’§«“¡ “¡“√∂¥’‡¥àπ‡æ◊ËÕ‡ªìπæπ—°ß“π∑—π∑’∑’Ë®∫°“√»÷°…“ ÷́Ëß°√–∫«π°“√§—¥ √√π’È
‰¥â√—∫°“√ª√—∫ª√ÿß„Àâ¥’¢÷Èπ‚¥¬ºà“π°√–∫«π°“√ Six Sigma ·≈– Benchmarking (approach-
deploy-learning)

CFSC ¡’√–∫∫°“√®—¥°“√‡√◊ËÕßºŸâ ◊∫∑Õ¥μ”·Àπàß ‚¥¬§≥–°√√¡°“√ BEC ·≈–
ºŸâ®—¥°“√ΩÉ“¬ ®–®”·π°æπ—°ß“πÕÕ°‡ªìπ 4 √–¥—∫μ“¡»—°¬¿“æ §◊Õ (approach)

● ∫ÿ§≈“°√∑’Ë¡’»—°¬¿“æ Ÿß  “¡“√∂‡ªìπºŸâπ”¢ÕßΩÉ“¬‰¥â∑—π∑’
● ∫ÿ§≈“°√∑’Ë¡’»—°¬¿“ææÕ®–¢÷Èπ‡ªìπºŸâπ”‰¥â„πÕπ“§μ
● ∫ÿ§≈“°√∑’Ë¡’»—°¬¿“æ·μàμâÕß°“√°“√æ—≤π“
● ∫ÿ§≈“°√∑’Ë¬—ß‰¡à “¡“√∂√–∫ÿ»—°¬¿“æ∑’Ë™—¥‡®π μâÕß‡ΩÑ“¥ŸÕ’°√–¬–Àπ÷Ëß
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CFSC ‰¥â¡’°“√ª√—∫ª√ÿß√–∫∫„πªï 2003 ‚¥¬ª√—∫„Àâ°“√ª√–‡¡‘πºŸâ ◊∫∑Õ¥μ”·Àπàß
®“°‡¥‘¡ª√–‡¡‘πªï≈–§√—Èß‡ªìπ∑ÿ°‰μ√¡“  æπ—°ß“π∑’Ë¡’»—°¬¿“æ Ÿß®–‰¥â√—∫°“√§—¥‡≈◊Õ°®“° BEC
‡æ◊ËÕ‡¢â“‡√’¬πÀ≈—° Ÿμ√æ—≤π“ºŸâ∫√‘À“√„π¡À“«‘∑¬“≈—¬

CFSC °”Àπ¥„Àâ¡’°“√§—¥‡≈◊Õ°æπ—°ß“π∑’Ë¡’»—°¬¿“æ Ÿß∑”Àπâ“∑’Ë‡ªìπÕ—»«‘π “¬¥”
„π‚§√ß°“√ Six Sigma π“π 2 ªï À≈—ß®“°π—Èπ®–∂Ÿ°·μàßμ—Èß„Àâ¥”√ßμ”·Àπàß∑’Ë Ÿß¢÷Èπ ·≈–
®–‰¥â√—∫°“√§—¥‡≈◊Õ°‡¢â“ Ÿà°√–∫«π°“√ ◊∫∑Õ¥μ”·Àπàß πÕ°®“°π’È ºŸâπ”¢Õß CFSC ®–μâÕß
‡¢â“√à«¡„π§≥–°√√¡°“√¢â“¡Àπà«¬ß“π‡æ◊ËÕ‡√’¬π√Ÿâß“π„π “¬ß“πμà“ßÊ Õ’°¥â«¬ (®– —ß‡°μ
‡ÀÁπ«à“°√–∫«π°“√ Six Sigma ®–∂Ÿ°∫Ÿ√≥“°“√‰«â„π·∑∫∑ÿ°À¡«¥¢Õß CFSC ·¡â°√–∑—Ëß
°“√®—¥°“√¥â“π∑√—æ¬“°√∫ÿ§§≈·≈–°“√ √â“ßºŸâ ◊∫∑Õ¥μ”·Àπàß)
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>>>>Àπ∑“ß Ÿà·™¡ªá

>> ‚Õ°“ æ—≤π“ (Opportunity for Improvement)

>> ·ºπªØ‘∫—μ‘°“√·≈–ºŸâ√—∫º‘¥™Õ∫ (Action Plan)
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>>>>

‡°≥±å√“ß«—≈

5.2 °“√‡√’¬π√Ÿâ¢Õßæπ—°ß“π·≈–°“√ √â“ß·√ß®Ÿß„® 30 §–·ππ

„ÀâÕ∏‘∫“¬«à“°“√»÷°…“ °“√Ωñ°Õ∫√¡ ·≈–°“√æ—≤π“§«“¡°â“«Àπâ“„π°“√ß“π¢Õß
æπ—°ß“π ™à«¬„ÀâÕß§å°√∫√√≈ÿ«—μ∂ÿª√– ß§å‚¥¬√«¡·≈– àßº≈„Àâ¡’º≈°“√¥”‡π‘π°“√∑’Ë¥’Õ¬à“ß‰√
√«¡∑—Èß √â“ß§«“¡√Ÿâ ∑—°…– ·≈–§«“¡ “¡“√∂¢Õßæπ—°ß“πÕ¬à“ß‰√

®ÿ¥ª√– ß§å

À—«¢âÕπ’Èμ√«®ª√–‡¡‘π«‘∏’°“√„Àâ°“√»÷°…“ °“√Ωñ°Õ∫√¡ ·≈–°“√ àß‡ √‘¡°“√
„™â§«“¡√Ÿâ·≈–∑—°…–„π¢≥–ªØ‘∫—μ‘ß“π À—«¢âÕπ’È¬—ßμ√«® Õ∫√–∫∫∑’Ë„™â„π°“√ √â“ß·√ß®Ÿß„®
·≈–°“√æ—≤π“§«“¡°â“«Àπâ“„π°“√ß“π¢Õßæπ—°ß“π„Àâμ√ß°—∫§«“¡μâÕß°“√¢Õßæπ—°
ß“πÕ¬Ÿà‡ ¡Õ ·≈–∑”„Àâ‡ªìπÕß§å°√∑’Ë¡’º≈°“√¥”‡π‘π°“√∑’Ë¥’

‡√’¬π®“°·™¡ªá

>> Medrad

°√–∫«π°“√æ—≤π“·≈–„Àâ°“√»÷°…“Õ∫√¡æπ—°ß“π¢Õß Medrad ·∫àßÕÕ°‰¥â‡ªìπ
7 ¢—ÈπμÕπ¥—ßπ’È (approach-deploy)

● ¢—ÈπμÕπ∑’Ë 1 ª√–‡¡‘π§«“¡μâÕß°“√ ‡ªìπ°“√√«∫√«¡·≈–«‘‡§√“–Àå§«“¡®”‡ªìπ„π
°“√æ—≤π“∫ÿ§≈“°√‡æ◊ËÕ„Àâ “¡“√∂∫√√≈ÿ‡ªÑ“À¡“¬∑“ß∏ÿ√°‘®·≈–º≈°“√¥”‡π‘π°“√∑’ËμâÕß°“√‚¥¬
°“√ —¡¿“…≥å°≈ÿà¡¬àÕ¬®“°ΩÉ“¬ß“πμà“ßÊ °“√ª√–™ÿ¡¢Õß Learning & Development
Leadership Team, HRAB, ·≈–‡®â“Àπâ“∑’Ë√–¥—∫ Ÿß ®“°π—Èπ®–∑”°“√‡√’¬ß≈”¥—∫§«“¡
 ”§—≠‚¥¬¡ÿàßμÕ∫ πÕß«—μ∂ÿª√– ß§å‡™‘ß°≈¬ÿ∑∏å¢ÕßÕß§å°√‡ªìπÀ≈—° ·≈–°”Àπ¥‡ªÑ“À¡“¬¢Õß
°“√æ—≤π“ ∑â“¬ ÿ¥®–∑”°“√ª√–‡¡‘π§à“„™â®à“¬¢—Èπμâπ ”À√—∫°“√æ—≤π“·≈–Ωñ°Õ∫√¡¥—ß°≈à“« ‚¥¬
HRAB ®–‡ªìπºŸâÕπÿ¡—μ‘ ‚ª√·°√¡°“√æ—≤π“·≈–Ωñ°Õ∫√¡∑—ÈßÀ¡¥

● ¢—ÈπμÕπ∑’Ë 2 °“√«‘‡§√“–ÀåºŸâ‡√’¬π ‡ªìπ¢—ÈπμÕπ¢Õß°“√«‘‡§√“–Àåß“π ºŸâ‡√’¬π ·≈–
∫√√¬“°“»·«¥≈âÕ¡ ·≈–π”º≈°“√«‘‡§√“–Àå∑’Ë‰¥â¡“ª√—∫·μàß„Àâ Õ¥§≈âÕß°—∫‡ªÑ“À¡“¬∑“ß∏ÿ√°‘®

>>>>

>>>>
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● ¢—ÈπμÕπ∑’Ë 3 °“√ÕÕ°·∫∫À≈—° Ÿμ√ ‡ªìπ¢—ÈπμÕπ¢Õß°“√∑”‚§√ß°“√ °“√
«‘‡§√“–ÀåÀ≈—° Ÿμ√ ‡¢’¬π«—μ∂ÿª√– ß§å¢ÕßÀ≈—° Ÿμ√ æ—≤π“ ◊ËÕ°“√‡√’¬π·≈–°‘®°√√¡°“√‡√’¬π√Ÿâ
°”Àπ¥«‘∏’∑”μ≈“¥°—∫ºŸâ‡√’¬π °”Àπ¥·ºπß“π ∑¥≈ÕßÀ≈—° Ÿμ√ «—¥º≈ ª√—∫ª√ÿß ®π°√–∑—Ëß‰¥â
·ºπß“π·≈–À≈—° Ÿμ√®√‘ß

● ¢—ÈπμÕπ∑’Ë 4 „Àâ°“√æ—≤π“·≈–Ωñ°Õ∫√¡ ‡ªìπ¢—ÈπμÕπ°“√„Àâ°“√»÷°…“Õ∫√¡®√‘ß·°à
æπ—°ß“π μ“¡·ºπß“π∑’Ë°”Àπ¥

● ¢—ÈπμÕπ∑’Ë 5 °“√μ‘¥μ“¡·≈– √â“ß∫Ÿ√≥“°“√ ‡ªìπ¢—ÈπμÕπ°“√‡ΩÑ“μ‘¥μ“¡‚¥¬§≥–
ºŸâ∫√‘À“√´÷Ëßª√–°Õ∫¥â«¬ºŸâπ”®”π«π 10 ∑à“π

● ¢—ÈπμÕπ∑’Ë 6 °“√√«∫√«¡¢âÕ¡Ÿ≈·≈–ª√–‡¡‘πº≈ ‡ªìπ¢—ÈπμÕπ°“√μ‘¥μ“¡º≈ß“π
¥â“π°“√æ—≤π“·≈–Ωñ°Õ∫√¡μ“¡μ—«™’È«—¥∑’Ë°”Àπ¥

● ¢—ÈπμÕπ∑’Ë 7 °“√ª√—∫ª√ÿßÕ¬à“ßμàÕ‡π◊ËÕß ‡ªìπ¢—ÈπμÕπ°“√μÕ∫ πÕßμàÕº≈°“√μ‘¥μ“¡
μ—«™’È«—¥‡æ◊ËÕª√—∫ª√ÿßæ—≤π“√–∫∫°“√„Àâ°“√»÷°…“„Àâ¡’ª√– ‘∑∏‘¿“æ¬‘Ëß¢÷Èπ

„π°“√§âπÀ“§«“¡μâÕß°“√¥â“π°“√Ωñ°Õ∫√¡ Medrad ‰¥â∫Ÿ√≥“°“√°—∫√–∫∫°“√®—¥°“√
º≈°“√¥”‡π‘π°“√ π—Ëπ§◊Õ ¡’°“√§âπÀ“§«“¡®”‡ªìπ¥â“π°“√æ—≤π“·≈–Ωñ°Õ∫√¡®“°º≈°“√
¥”‡π‘π°“√∑’Ë‰¥â ºà“π∑“ß°“√æŸ¥§ÿ¬°—∫æπ—°ß“π ·≈–„™â‡ªìπªí®®—¬π”‡¢â“ Ÿà°√–∫«π°“√„Àâ°“√
»÷°…“Õ∫√¡¥â«¬

¿“æμàÕ‰ªπ’È · ¥ß°√–∫«π°“√æ—≤π“·≈–‡√’¬π√Ÿâ¢Õß Medrad (approach)

Business/
Performance

Strategy/Needs
Assessment

Customer
Front-End
Analysis

Instructional
Design Process Delivery

Follow-up and
Integration

Evaluate and
Collect Data

Continuous
Improvement

● Gather/analyze data 
● Decide whether to train
● Define instructional
 goals
● Initial cost estimate

● Conduct task, learner
 and environmental
 analysis
● Refine instructional
 goals linked to
 business goals

● Create project plan
● Conduct instructional analysis
● Write learning objectives
● Develop assessment
 instruments/strategies
● Develop material/activities 
● Create marketing strategy
● Create rollout plan 
● Conduct expert reviews and
 field tests
● Measure results 
● Make adjustments 
● Finalize rollout

● Deliver instruction

● Leadership coaching
 follow-up

● Collect and
 evaluate L&D
 scorecard data

● Respond to
 indicators from
 collected data

FIGURE 5.2-1. Medrad Learning & Development Process
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®“°°“√ªØ‘∫—μ‘μ“¡¢—ÈπμÕπ∑’Ë 2 ¢â“ßμâπ π—Ëπ§◊Õ°“√«‘‡§√“–Àåß“π ºŸâ‡√’¬π ·≈–∫√√¬“°“»
ºπ«°°—∫°“√«‘‡§√“–Àå‡ªÑ“À¡“¬¥â“π°≈¬ÿ∑∏å·≈–∏ÿ√°‘® ∑”„Àâ‡°‘¥ ¡¥ÿ≈√–À«à“ß§«“¡μâÕß°“√
¥â“π°“√‡√’¬π√Ÿâ¢Õßæπ—°ß“π·≈–¢ÕßÕß§å°√

 ”À√—∫æπ—°ß“π„À¡à À≈—° Ÿμ√ª∞¡π‘‡∑»¢Õß Medrad ª√–°Õ∫¥â«¬ ª√—™≠“§ÿ≥¿“æ
°√–∫«π°“√®—¥°“√º≈°“√¥”‡π‘πß“π §Ÿà¡◊Õæπ—°ß“π ·≈–¢âÕ¡Ÿ≈∑’Ë®”‡ªìπÕ◊ËπÊ ‚¥¬∑à“πª√–∏“π
∫√‘…—∑·≈– CEO ®–¡“„Àâ°“√ª∞¡π‘‡∑»æπ—°ß“π„À¡à∑ÿ°‡¥◊Õπ ·≈–®–æŸ¥§ÿ¬°—∫æπ—°ß“π‡√◊ËÕß
∑‘»∑“ß∏ÿ√°‘®·≈–«—≤π∏√√¡Õß§å°√ ®π°√–∑—Ëß‰¥â√—∫°“√¬°¬àÕß®“°«“√ “√ Economic Times
«à“‡ªìπ 1 „π 11 CEO ∑’Ë¡’§«“¡¡ÿàß¡—Ëπ‡ªìπ‡≈‘»„π°“√æ—≤π“∫ÿ§≈“°√ (°“√°≈à“«∂÷ß√“ß«—≈ · ¥ß«à“¡’
deploy ®√‘ßÕ¬à“ß¡’ª√– ‘∑∏‘º≈ ∑à“πºŸâÕà“π®÷ß‰¡à§«√ª√–À≈“¥„®∑’Ë·™¡‡ªïô¬π‡À≈à“π’È¡—°®–‰¥â
√—∫√“ß«—≈μà“ßÊ ¡“°¡“¬ °àÕπ∑’Ë®–‰¥â√“ß«—≈ MBNQA) æπ—°ß“π„À¡à∑ÿ°§π®–‰¥â√—∫°“√ª≈Ÿ°Ωíß
‡√◊ËÕßª√—™≠“∫√‘…—∑ §«“¡√Ÿâ¥â“πº≈‘μ¿—≥±å °“√¥”‡π‘π°“√‡æ◊ËÕ¡ÿàß Ÿà§«“¡‡ªìπ‡≈‘» °Æ√–‡∫’¬∫
®√√¬“∫√√≥ §«“¡ª≈Õ¥¿—¬ ‚Õ°“ °â“«Àπâ“„πß“π ‡ªìπμâπ ¿“¬À≈—ß®“°°“√ª∞¡π‘‡∑»√«¡·≈â«
·μà≈–ΩÉ“¬ß“π®–¡’√“¬°“√ (checklist)  ”À√—∫Õ∫√¡πâÕß„À¡à„πß“π¢Õßμπ‡Õß ‚¥¬ΩÉ“¬
∑√—æ¬“°√∫ÿ§§≈®–∑”°“√ ÿà¡ ”√«®æπ—°ß“π„À¡à‡ªìπ√–¬–

¥â“π°“√æ—≤π“ºŸâπ”·≈–ΩÉ“¬®—¥°“√ Medrad ¡’À≈—° Ÿμ√∑’Ë‡√’¬°«à“ PETL (Performance
Excellence through Leadership) ‡æ◊ËÕ‡æ‘Ë¡æŸπ∑—°…–¢ÕßºŸâπ” ¡’°“√∑”À≈—° Ÿμ√√à«¡°—∫
¡À“«‘∑¬“≈—¬ Carnegie Mellon ·≈–‡¢â“√à«¡„π∫“ßÀ≈—° Ÿμ√¢Õß¡À“«‘∑¬“≈—¬‡™Õ√å√‘Ëß„π
ª√–‡∑»‡¬Õ√¡—π πÕ°®“°°“√‡√’¬π√Ÿâ „π√–∫∫¥—ß°≈à“«¢â“ßμâπ·≈â« ¬—ß¡’°“√„™â«‘∏’∑’Ë‰¡à‡ªìπ
∑“ß°“√‰¥â·°à Job Rotation °“√¡Õ∫À¡“¬„Àâ¥Ÿ·≈‚§√ß°“√æ‘‡»… ·≈–ß“πÕ“ “ ¡—§√¿“¬πÕ°

¥â“π§«“¡ª≈Õ¥¿—¬ Medrad ®—¥„Àâ¡’°“√Õ∫√¡‡°’Ë¬«°—∫§«“¡ª≈Õ¥¿—¬„π∑’Ë∑”ß“π
÷́Ëß„™â°“√‡√’¬π√Ÿâºà“π√–∫∫ e-learning ·≈–§«“¡ª≈Õ¥¿—¬¢≥–ªØ‘∫—μ‘ß“π¿“§ π“¡ ÷́Ëß„™â

e-learning «‘¥’‚Õ ·≈–°“√Õ∫√¡„πÀâÕß‡√’¬π

°“√„Àâ°“√»÷°…“Õ∫√¡ „™â∑—ÈßºŸâΩñ° Õπ®“°·ºπ°Õ∫√¡‡Õß ºŸâ‡™’Ë¬«™“≠´÷Ëß§—¥‡≈◊Õ°
®“°æπ—°ß“π √«¡∑—Èß CEO ·≈–æπ—°ß“πÕ“«ÿ‚  ºŸâ‡™’Ë¬«™“≠®“°¿“¬πÕ°  ∂“∫—π°“√»÷°…“∑’Ë
‡ªìπæ—π∏¡‘μ√ μ—«·∑π®”Àπà“¬ ·≈–ºŸâ∫√‘À“√ß“π¢“¬ ‚¥¬„™â√Ÿª·∫∫ ·≈– ◊ËÕ∑’ËÀ≈“°À≈“¬ ‡™àπ
CD-ROM, Video, Computer-based Training, Training Toolkit
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‡æ◊ËÕ àß‡ √‘¡°“√π”§«“¡√Ÿâ·≈–∑—°…–∑’Ë‰¥â®“°°“√Õ∫√¡ ¡“„™â„π™’«‘μª√–®”«—π Medrad
®—¥„ÀâºŸâ®—¥°“√·≈– supervisor μ‘¥μ“¡·≈–‡ªìπæ’Ë‡≈’È¬ß„Àâæπ—°ß“π∑’Ëºà“π°“√Õ∫√¡‰¥â„™â§«“¡√Ÿâ
·≈–∑—°…–∑’Ë‰¥â¡“„™â„π™’«‘μª√–®”«—π ·≈–¡’°“√ª√–‡¡‘πº≈®“°·ºπæ—≤π“√“¬∫ÿ§§≈ (Individual
Development Plan) ∑ÿ° 6 ‡¥◊Õπ ´÷Ëß·ºπæ—≤π“√“¬∫ÿ§§≈π’È ®–™à«¬„Àâ¡’°“√æŸ¥§ÿ¬°—π
√–À«à“ßæπ—°ß“π·≈–ºŸâ®—¥°“√ ∑”„Àâæπ—°ß“π∑√“∫§«“¡§“¥À«—ß®“°°“√Õ∫√¡∑’Ë‰¥â °“√∑¥ Õ∫
∑’Ë®–¡’¿“¬À≈—ß°“√Õ∫√¡ ·≈–‡ªìπ°“√°√–μÿâπ„Àâ¡’°“√π”§«“¡√Ÿâ∑’Ë‰¥â Ÿà°“√ªØ‘∫—μ‘ß“π®√‘ß (deploy)

Medrad «—¥ª√– ‘∑∏‘º≈¢Õß°“√Ωñ°Õ∫√¡‚¥¬„™â Kirkpatrick Model ·∫àß‡ªìπ
4 √–¥—∫¥—ßπ’È

● Reaction ‡ªìπ°“√«—¥°“√μÕ∫ πÕßμàÕ°“√Õ∫√¡ ‡™àπ  ”√«®‡¡◊ËÕ
 ‘Èπ ÿ¥°“√Õ∫√¡

● Content Mastery ‡ªìπ°“√«—¥§«“¡√Ÿâ∑’ËºŸâ‡√’¬π‰¥â√—∫
● Application ‡ªìπ°“√«—¥°“√ª√–¬ÿ°μå„™âß“π¢ÕßºŸâ‡√’¬π
● Results ‡ªìπ°“√«—¥º≈≈—æ∏åÀ√◊Õ§ÿ≥§à“∑’Ë‰¥â®“°°“√Õ∫√¡

ºŸâ‡√’¬π®–∑”°“√ª√–‡¡‘π°“√Õ∫√¡∑ÿ°§Õ√å  º≈°“√ª√–‡¡‘π®–∂Ÿ°√«∫√«¡‚¥¬·ºπ°
Learning & Development (L&D) ‡æ◊ËÕª√—∫ª√ÿßÀ≈—° Ÿμ√ ΩÉ“¬∫√‘À“√ß“π¢“¬ ·≈–
Ωñ°Õ∫√¡¥â“πß“π¢“¬ ∑”ß“π√à«¡°—∫·ºπ° L&D ª√–‡¡‘πº≈¢ÕßÀ≈—° Ÿμ√‚¥¬æ‘®“√≥“
®“°°“√∑∫∑«πº≈ß“π√“¬‰μ√¡“  §«“¡æ÷ßæÕ„®¢Õß≈Ÿ°§â“ º≈°“√ª√–‡¡‘π¢ÕßºŸâ‡√’¬π
°“√ —¡¿“…≥åºŸâ‡√’¬π·≈–ºŸâ®—¥°“√ ·≈–º≈°“√¥”‡π‘π°“√μ“¡°≈¬ÿ∑∏å πÕ°®“°π’È L&D ¬—ß¡’
°“√‡∑’¬∫‡§’¬ß°√–∫«π°“√Ωñ°Õ∫√¡°—∫∑’Ëμà“ßÊ √«¡∑—Èß‡¢â“√à«¡°“√ —¡¡π“√–¥—∫ª√–‡∑» ‡æ◊ËÕ
ª√—∫ª√ÿßæ—≤π“„Àâ¥’¢÷Èπ (· ¥ß learning)
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¿“æμàÕ‰ªπ’È· ¥ß«‘∏’°“√∑’Ë Medrad „™â„π°“√æ—≤π“∫ÿ§≈“°√ ́ ÷Ëßº ¡º “π∑—Èß√Ÿª·∫∫
∑’Ë‡ªìπ∑“ß°“√ ·≈–‰¡à‡ªìπ∑“ß°“√
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>> CFSC

‡æ◊ËÕ„Àâ∫√√≈ÿ‡ªÑ“ª√– ß§å¢ÕßÕß§å°√ CFSC ¡’°“√®—¥°“√»÷°…“Õ∫√¡¥—ßπ’È (approach-
deploy)

● ¥â“π°“√ª√—∫ª√ÿßº≈°“√¥”‡π‘π°“√ æπ—°ß“π∑ÿ°§π®–‰¥â√—∫°“√Õ∫√¡‡√◊ËÕß Six
Sigma „π√–¥—∫ “¬‡À≈◊Õß ∫“ß à«π®–‰¥â√—∫°“√§—¥‡≈◊Õ°¡“Õ∫√¡‡æ‘Ë¡‡μ‘¡‡ªìπ
 “¬‡¢’¬« ·≈– “¬¥”

● ¥â“π‡∑§‚π‚≈¬’ æπ—°ß“π∑ÿ°§π®–‰¥â√—∫°“√Ωñ°Õ∫√¡„π‡∑§‚π‚≈¬’·≈–√–∫∫„À¡àÊ
∑’Ë‡°‘¥¢÷Èπ Õ“∑‘ FinancExpress, Cognos/Data Shopping Network
‡ªìπμâπ

● ¥â“π°“√ª∞¡π‘‡∑»æπ—°ß“π CFSC ª√—∫√–∫∫°“√ª∞¡π‘‡∑»®“°°“√Õ∫√¡§√—Èß‡¥’¬«
‡ªìπ‚¡¥Ÿ≈¬àÕ¬Ê ·∫∫ Just in time §◊Õ°àÕπ°“√∑”ß“π®√‘ß (· ¥ß learning)
‚¥¬®–¡’°“√ª∞¡π‘‡∑»¢—Èπμâπ«—π∑’Ë‡√‘Ë¡ß“π ®“°π—Èπ®–¡’‚¡¥Ÿ≈¬àÕ¬√“¬‡¥◊Õπ ‰¥â·°à
°“√°≈à“«μâÕπ√—∫®“°§≥–°√√¡°“√∫√‘À“√ ‚¡¥Ÿ≈∑’Ë‡°’Ë¬«¢âÕß°—∫ Business
Excellence §à“π‘¬¡Õß§å°√ ®√√¬“∫√√≥ °Æ√–‡∫’¬∫ ª√–«—μ‘∫√‘…—∑ ·π«∑“ß„π
°“√ª°ªÑÕß√—°…“§«“¡≈—∫¢Õß¢âÕ¡Ÿ≈ √–∫∫ 6 Sigma °√–∫«π°“√À≈—°∑’Ë ”§—≠
·≈–°“√æ—≤π“Õ¬à“ßμàÕ‡π◊ËÕß

● ¥â“π§«“¡À≈“°À≈“¬ æπ—°ß“π®–‰¥â√—∫°“√Õ∫√¡∑’Ë¡ÿàß‡πâπ§«“¡À≈“°À≈“¬ °“√
¬Õ¡√—∫§«“¡À≈“°À≈“¬ ·≈– positive workplace

● ¥â“π®√‘¬∏√√¡ ¡’°“√Ωñ°Õ∫√¡®√‘¬∏√√¡„π°“√¥”‡π‘π∏ÿ√°‘®¢Õß Caterpillar ‚¥¬
¬÷¥ Caterpillar worldwide Code of Business Conduct

● ¥â“π°“√®—¥°“√ √–¥—∫®—¥°“√¢Õß CFSC ®–μâÕßºà“π°“√Õ∫√¡ 6 Sigma
Sponsor Training ‡æ◊ËÕ‡æ‘Ë¡¢’¥§«“¡ “¡“√∂„π°“√ π—∫ πÿπ„Àâ‚§√ß°“√ª√– ∫
§«“¡ ”‡√Á® CFSC ¡’ ‚ª√·°√¡æ—≤π“ºŸâπ”‚¥¬„™âÀ≈—° Ÿμ√¢Õß American
Management Association πÕ°®“°π’È √–¥—∫®—¥°“√®–μâÕß¡’°“√π”‡ πÕ
‚§√ß°“√·≈–º≈ß“π„Àâ Business Excellence Council ∑√“∫ ‡ªìπ°“√Ωñ°
∑—°…–„π°“√π”‡ πÕ √«¡∑—Èß¡’°“√‡¢â“‚§√ß°“√»÷°…“μàÕ‡π◊ËÕß°—∫¡À“«‘∑¬“≈—¬
Belmont ·≈–‡§√◊Õ¢à“¬°“√‡√’¬π√Ÿâ ªí®®ÿ∫—π ¡’æπ—°ß“π∂÷ß 59 §π∑’Ë‰¥â√—∫§à“μÕ∫·∑π
(reimburse) ®“°°“√∑’Ë “¡“√∂®∫°“√»÷°…“∑’Ë Ÿß¢÷Èπ (MBA ·≈–ª√‘≠≠“μ√’)

● ¥â“π§«“¡ª≈Õ¥¿—¬ ¡’°“√Õ∫√¡¥â“πÕ—§§’¿—¬ æ“¬ÿ ·≈–¿—¬√–‡∫‘¥ °“√ª∞¡æ¬“∫“≈
°“√™à«¬øóôπ§◊π™’æ √«¡∑—Èß°“√Õ∫√¡§«“¡‡ ’Ë¬ß®“°°“√ªØ‘∫—μ‘ß“π
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μ“√“ßμàÕ‰ªπ’È· ¥ß°“√Õ∫√¡∑’Ë CFSC ®—¥„Àâæπ—°ß“π

CFSC ª√–‡¡‘πª√– ‘∑∏‘º≈¢Õß°√–∫«π°“√„Àâ°“√»÷°…“Õ∫√¡‚¥¬·∫àß‡ªìπ 3 √–¥—∫
§◊Õ (learning)

● Reaction ‡ªìπ°“√«—¥°“√μÕ∫ πÕß¢ÕßºŸâ‡√’¬π ‚¥¬ºà“π∑“ß°“√ª√–‡¡‘π·∫∫
Õ‘‡≈Á°∑√Õπ‘° å∑—π∑’∑’Ë‡√’¬π‡ √Á®

● Transfer ‡ªìπ°“√«—¥«à“§«“¡√Ÿâ·≈–∑—°…–∑’Ë‰¥â√—∫ ‰¥â¡’°“√π”‰ª„™â„πß“πÀ√◊Õ‰¡à
● Impact ‡ªìπ°“√«—¥º≈≈—æ∏å∑’Ë‡°‘¥¢÷ÈπÀ≈—ß®“°°“√π”§«“¡√ŸâÀ√◊Õ∑—°…–‰ª„™â„πß“π

÷́Ëß°“√«—¥ Transfer ·≈– Impact ®–„™â°“√ª√–‡¡‘π®“°ºŸâ‡√’¬π·≈–ºŸâ®—¥°“√¢Õß‡¢“
ºà“π√–∫∫Õ‘‡≈Á°∑√Õπ‘° å 60 «—πÀ≈—ßÕ∫√¡

FIGURE 5.3 CFSC Training and Delivery Methods
Delivery Sample Topics/Course Title

Facilitator-led ● 6 Sigma (Green Belt, Project Sponsor)
training ● New Employee Orientation

● Targeted Selection
● Financ Express
● Essential Manager Series
● Career Management System
● Social Styles
● CBC Workflow

Facilitator-led ● Internet/Exchange
videoconferencing ● Global Travel Reporting
Self-paced ● Career Management System
CD/Internet ● Introduction to InfoLease

● CFSC Financial Products
● 6 Sigma Yellow Belt Training
● Governmental PODD

Vendor-based ● Time Management
training ● Negotiation

● Fundamentals of Finance
● Various software computer classes

Job Aids, ● CBC Workflow
On-the-job ● Information Protection Guidelines
reference materials ● Glossary
Seminars ● Leadership Speakers

● Quest for Excellence
● Tax Issues

Mentoring & ● Management Development
Coaching ● Diversity
Library ● Leadership

● Languages
● Customer Service
● Sales
● Communication Skills

Professional ● Training/Performance Improvement Methods
Associations & ● Accounting Practices
Conferences ● Toastmasters International
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CFSC ‰¥âæ—≤π“√–∫∫®—¥°“√‡æ◊ËÕ§«“¡°â“«Àπâ“„πß“πμ—Èß·μàªï §». 2001 ª√–°Õ∫¥â«¬
2 Õß§åª√–°Õ∫„À≠àÊ §◊Õ °“√ª√–‡¡‘π ¡√√∂π– (competency) ·≈– ·ºπ°“√æ—≤π“μπ‡Õß
(Development Planning) ÷́Ëß®–∫Ÿ√≥“°“√‡™◊ËÕ¡‚¬ß°—∫°√–∫«π°“√ PDP (Performance
and Development Process) ‚¥¬¡’√“¬≈–‡Õ’¬¥¥—ß¿“æ (approach-deploy)

°“√ª√–‡¡‘π ¡√√∂π–°√–∑”‚¥¬°“√∑∫∑«π¢ÕßºŸâ®—¥°“√ °“√ª√–‡¡‘πμπ‡Õß¢Õß
æπ—°ß“π ·≈–°“√ª√–‡¡‘π®“°‡æ◊ËÕπ√à«¡ß“π ≈Ÿ°§â“ ºŸâ àß¡Õ∫ æπ—°ß“π·∫∫ 360 Õß»“

„π CFSC πÕ°®“°°“√°”Àπ¥‡ªÑ“À¡“¬√“¬∫ÿ§§≈ª√–®”ªï ·≈–°“√ª√–‡¡‘π
 ¡√√∂π–¢ÕßºŸâ®—¥°“√∑’Ë‡ªìπ°‘®°√√¡¿“§∫—ß§—∫ °‘®°√√¡æ—≤π“Õ◊Ëπ®–‡ªìπ·∫∫ ¡—§√„® ‰¡à«à“
®–‡ªìπ°“√ª√–‡¡‘πμπ‡Õß ·ºπæ—≤π“μπ‡Õß ÷́Ëß∑—ÈßÀ¡¥®–Õ¬Ÿà„π√Ÿª·∫∫Õ‘‡≈Á°∑√Õπ‘° åæ√âÕ¡
„Àâæπ—°ß“π„™âª√–‡¡‘π‡æ◊ËÕæ—≤π“μπ‡Õß‰¥âμ≈Õ¥‡«≈“

°“√‡μ√’¬¡æπ—°ß“π‡¢â“ Ÿà§«“¡°â“«Àπâ“„πÕ“™’æ CFSC ¡’«‘∏’°“√∑’ËÀ≈“°À≈“¬ ‰¥â·°à
Job Rotation, °“√∑¥≈Õß„ÀâªØ‘∫—μ‘ß“π °“√„Àâ‚Õ°“ „π°“√»÷°…“À“§«“¡√Ÿâ ‡ªìπμâπ ´÷Ëß„π
ªí®®ÿ∫—π¡’æπ—°ß“π 143 §π∑’Ë‰¥â√—∫‚Õ°“ π’È ·≈–¡’∂÷ß 59 §π∑’Ë “¡“√∂»÷°…“®π®∫ª√‘≠≠“‚∑

°“√«—¥º≈§«“¡ ”‡√Á®¢Õß°“√ √â“ß·√ß®Ÿß„®·≈–§«“¡°â“Àπâ“„πß“π„™â°“√μ‘¥μ“¡
Õ—μ√“°“√§ßÕ¬Ÿà¢Õßæπ—°ß“π Employee Engagement Index ·≈–¡Ÿ≈§à“ ‘π∑√—æ¬åμàÕ∫ÿ§≈“°√
(· ¥ß learning)

1. CSFs 

2. CFSC Strategy 

3. Division Strategy

4. Division/Unit Goals

5. Individual PDP Goals

1. Manager Review

2. Employee Self-Evaluation* 

3. 360° Assessment*

1. Development Planning* 
 (Short-term)
2. Career Planning (Long-Term)*

Goal Planning - PDP Competency Evaluation Training & Development Planning

*Optional

FIGURE 5-2 PDP/CMS represents CFSCûs integrated approach to performance and career management.
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>>>>Àπ∑“ß Ÿà·™¡ªá

>> ‚Õ°“ æ—≤π“ (Opportunity for Improvement)

>> ·ºπªØ‘∫—μ‘°“√·≈–ºŸâ√—∫º‘¥™Õ∫ (Action Plan)
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>>>>

‡°≥±å√“ß«—≈

5.3 §«“¡ —¡æ—π∏å°—∫≈Ÿ°§â“·≈–§«“¡æ÷ßæÕ„®¢Õß≈Ÿ°§â“ 60 §–·ππ

„ÀâÕ∏‘∫“¬«‘∏’°“√√—°…“ ¿“æ·«¥≈âÕ¡„π°“√∑”ß“π·≈–∫√√¬“°“»∑’Ë π—∫ πÿπ
„Àâæπ—°ß“π∑ÿ°§π¡’§«“¡º“ ÿ° §«“¡æ÷ßæÕ„® ·≈–·√ß®Ÿß„®„π°“√∑”ß“π

®ÿ¥ª√– ß§å

À—«¢âÕπ’Èμ√«®ª√–‡¡‘π ¿“æ·«¥≈âÕ¡„π°“√∑”ß“π ∫√√¬“°“»∑’Ë π—∫ πÿπ°“√∑”ß“π
¢Õßæπ—°ß“π ·≈–«‘∏’°“√ª√–‡¡‘π§«“¡æ÷ßæÕ„®¢Õßæπ—°ß“π ‡æ◊ËÕ π—∫ πÿπ§«“¡º“ ÿ°
§«“¡æ÷ßæÕ„® ·≈–°“√®Ÿß„®æπ—°ß“π∑ÿ°§π ‚¥¬§”π÷ß∂÷ß§«“¡μâÕß°“√∑’ËÀ≈“°À≈“¬¢Õß
æπ—°ß“π √«¡∂÷ßμ√«®ª√–‡¡‘π§«“¡ “¡“√∂¢ÕßÕß§å°√„π°“√√—∫¡◊Õ°—∫¿“«–©ÿ°‡©‘πÀ√◊Õ
¿—¬æ‘∫—μ‘ ‡æ◊ËÕª°ªÑÕßæπ—°ß“π·≈– ∂“π∑’Ë∑”ß“π„Àâª≈Õ¥¿—¬

‡√’¬π®“°·™¡ªá

>> CFSC

‡æ◊ËÕ„Àâ ∂“π∑’Ë∑”ß“πª≈Õ¥¿—¬·≈–æπ—°ß“π¡’ ÿ¢¿“æ∑’Ë¥’ CFSC ‰¥â¡’°“√¥”‡π‘π°“√
¥—ßμàÕ‰ªπ’È (approach-deploy)

¥â“π ÿ¢¿“æ¢Õßæπ—°ß“π CFSC ®—¥„Àâ¡’ Health Balance Program ‚¥¬®–
≈¥À¬àÕπ‡∫’È¬ª√–°—π ÿ¢¿“æ„Àâ°—∫æπ—°ß“π∑’Ë‡¢â“√à«¡°“√ª√–‡¡‘π Healthy Lifestyle ·≈–
√—∫°“√Õ∫√¡¥â“π°“√√—°…“ ÿ¢¿“æ∑ÿ°‰μ√¡“  æπ—°ß“π∑’ËÕ“¬ÿ¡“°°«à“ 35 ªï®–‰¥â√—∫°“√μ√«®
 ÿ¢¿“æÕ¬à“ß≈–‡Õ’¬¥∑ÿ°§π æπ—°ß“π·≈–§√Õ∫§√—«æπ—°ß“π®–‰¥â√—∫°“√©’¥«—§ ’́π‰¢âÀ«—¥„À≠àø√’
πÕ°®“°π’È¬—ß¡’°“√®—¥μ—Èß Fitness Center ∑’Ë¡’∫ÿ§≈“°√·≈–‡§√◊ËÕß¡◊Õ§√∫§√—π √«¡∑—Èß°“√
√≥√ß§å‡√◊ËÕßß¥ Ÿ∫∫ÿÀ√’Ë ‚¥¬Àâ“¡ Ÿ∫∫ÿÀ√’Ë„π∑ÿ°∑’Ë·¡â°√–∑—Ëß„π√∂¬πμå

>>>>

>>>>
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¥â“π§«“¡ª≈Õ¥¿—¬¢Õßæπ—°ß“π CFSC ®—¥„Àâ¡’°“√√—°…“§«“¡ª≈Õ¥¿—¬μ≈Õ¥‡«≈“
¡’°“√„™â Key card „π°“√‡¢â“ÕÕ° ¡’°“√μ√«® Õ∫√–∫∫√—°…“§«“¡ª≈Õ¥¿—¬ªï≈– 2 §√—Èß
¡’°“√μ√«®ª√–‡¡‘π√–∫∫ §«“¡ª≈Õ¥¿—¬ Õ“™’«Õπ“¡—¬ ·≈–Õÿ∫—μ‘‡Àμÿ®“°°“√∑”ß“π (OSHA)
ªï≈– 2 §√—Èß √«¡∑—Èß¡’°“√¥”‡π‘π°“√‡™‘ß√ÿ°‡æ◊ËÕ≈¥§«“¡‡ ’Ë¬ß ‡™àπ ‡ª≈’Ë¬π®“°À¡âÕμâ¡°“·ø
∏√√¡¥“‡ªìπ√–∫∫Õ—μ‚π¡—μ‘‡æ◊ËÕ≈¥‚Õ°“ ‡°‘¥Õ—§§’¿—¬ ‡ªìπμâπ ¥â“π§«“¡ª≈Õ¥¿—¬¢≥–ªØ‘∫—μ‘ß“π
CFSC ®–®—¥À“Õÿª°√≥å∑’Ë¡’§ÿ≥≈—°…≥–∑’Ë™à«¬≈¥§«“¡‡ ’Ë¬ß¡“„™âªØ‘∫—μ‘ß“π ‡™àπ ‡§√◊ËÕß°”®—¥
°√–¥“… ®–‡ªìπ√ÿàπ∑’Ë¡’§ÿ≥ ¡∫—μ‘ auto shut-off æπ—°ß“π∑’Ë¡’§«“¡‡ ’Ë¬ß®–μâÕß «¡Õÿª°√≥å
ªÑÕß°—πμπ‡Õß ·≈–Ωñ°„Àâ “¡“√∂®—¥°“√°—∫¿¬—πμ√“¬∑’ËÕ“®‡°‘¥¢÷Èπ‰¥â ∑”„Àâ CFSC ‰¥â√—∫°“√
¬°¬àÕß·≈–¡Õ∫ª√–°“»π’¬∫—μ√ Zero Defect „Àâ®“°∫√‘…—∑∑’Ë√—∫ª√–°—π¿—¬  ”À√—∫æπ—°ß“π
∑’ËμâÕß‡¥‘π∑“ß‰ªæ◊Èπ∑’Ë‡ ’Ë¬ß¿—¬ ®–‰¥â√—∫«—§´’π ¬“·≈–‡«™¿—≥±å ·≈–¢âÕ¡Ÿ≈∑’Ë “¡“√∂‡¢â“∂÷ß‰¥â∑“ß
website √«¡∑—Èß°“√®—¥‡μ√’¬¡√–∫∫°“√‡§≈◊ËÕπ¬â“¬∑“ß°“√·æ∑¬å°√≥’∑’Ë‡°‘¥‡Àμÿ©ÿ°‡©‘π‰«â
æ√âÕ¡μ≈Õ¥ 24 ™—Ë«‚¡ß

¥â“π§«“¡ –¥«° ∫“¬·≈–§«“¡º“ ÿ°¢Õßæπ—°ß“π CFSC ®—¥„Àâ¡’ ∂“π∑’Ë∑”ß“π∑’Ë
‡À¡“–°—∫°“√¬»“ μ√å ‚¥¬‚μä–∑”ß“π®–„À≠à°«à“¡“μ√∞“π∑—Ë«‰ª ¡’ºπ—ß°—Èπ‡æ◊ËÕ§«“¡‡ªìπ à«πμ—«
º‘«∫π¢Õß‚μä–®–‡≈◊ËÕπ‰¥â‡æ◊ËÕ§«“¡¬◊¥À¬ÿàπ„π°“√∑”ß“π Õÿª°√≥å ”π—°ß“π “¡“√∂∂Õ¥ÕÕ°
·≈–ª√–°Õ∫„À¡à‰¥â‡æ◊ËÕ§«“¡§≈àÕßμ—«„π°“√¢¬—∫¢¬“¬ ·≈–‡æ◊ËÕ≈¥ªí≠À“‡√◊ËÕß‡ÕÁπ¢âÕ¡◊Õ
Õ—°‡ ∫∑’Ëæ∫∫àÕ¬∑’Ë ÿ¥„πß“π∫√‘°“√ CFSC μ‘¥μ—Èß§’¬å∫Õ√å¥™π‘¥ª√—∫‰¥â„Àâæπ—°ß“π∑ÿ°§π √«¡
∑—Èß®—¥‡°â“Õ’È∑’ËªÑÕß°—π°“√ª«¥À≈—ß æπ—°ß“π∑’Ë„™â ‚∑√»—æ∑å∫àÕ¬Ê ®–¡’ headset „Àâ∑ÿ°§π ¡’°“√
®—¥Õ∫√¡‡√◊ËÕß°“√ªØ‘∫—μ‘μ—«„Àâ∂Ÿ°μâÕßμ“¡À≈—°°“√¬»“ μ√å∑ÿ°‰μ√¡“  √«¡∑—Èß°“√μ√«® Õ∫
‡ ’¬ß·≈–§«“¡ «à“ß„Àâ‡À¡“– ¡°—∫°“√∑”ß“π πÕ°®“°π’È ‡æ◊ËÕ§«“¡ –¥«° ∫“¬¢Õßæπ—°ß“π
®–¡’°“√®—¥Õÿª°√≥å‡§√◊ËÕß„™âÕ”π«¬§«“¡ –¥«°„ÀâÕ¬à“ß§√∫§√—π ‰¡à«à“®–‡ªìπμŸâ‡¬Áπ ÀâÕßæ—°
‰¡‚§√‡«ø √«¡∑—Èß‡§√◊ËÕß¥◊Ë¡™π‘¥μà“ßÊ ·≈–∫√‘°“√„Àâ§”ª√÷°…“
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μ“√“ßμàÕ‰ªπ’È · ¥ß√“¬≈–‡Õ’¬¥°“√®—¥°“√¥â“π  ÿ¢Õπ“¡—¬ §«“¡ª≈Õ¥¿—¬ ·≈–
°“√¬»“μ√å √«¡∑—Èßμ—«™’È«—¥∑’Ë „™â

CFSC √—∫∑√“∫§«“¡μâÕß°“√¢Õßæπ—°ß“π¥â«¬«‘∏’°“√¥—ßπ’È
● °“√ ”√«®®“°æπ—°ß“π ·¬°μ“¡°≈ÿà¡Õ“¬ÿ ‡æ» μ”·ÀπàßÀπâ“∑’Ë ·≈– ∂“π∑’Ë∑”ß“π
● °“√„™âπ‚¬∫“¬ Open-Door-Policy ‚¥¬æπ—°ß“π “¡“√∂‡¢â“À“ºŸâ∫√‘À“√√–¥—∫ Ÿß

‚¥¬μ√ß
● °√–∫«π°“√ Performance & development ·≈–°“√®—¥°“√‡√◊ËÕß§«“¡°â“«Àπâ“

„πÕ“™’æ ∑”„Àâ∑√“∫§«“¡μâÕß°“√¢Õßæπ—°ß“π·μà≈–√“¬
● °“√√—∫ª√–∑“πÕ“À“√‡™â“©≈Õß«—π‡°‘¥æπ—°ß“π ́ ÷ËßºŸâ∫√‘À“√√–¥—∫ Ÿß®–‡¢â“√à«¡¥â«¬
● °“√ª√–™ÿ¡μÕ∫¢âÕ —́°∂“¡¢Õßæπ—°ß“π
● °√–∫«π°“√∑“ß¥â“π·√ßß“π —¡æ—π∏å
● §≥–°√√¡°“√ΩÉ“¬≈Ÿ°®â“ß§≥–μà“ßÊ

‡¡◊ËÕ√—∫∑√“∫§«“¡μâÕß°“√®“°æπ—°ß“π·≈â« CFSC ‰¥âμÕ∫ πÕß§«“¡μâÕß°“√¥—ß°≈à“«
¥â«¬«‘∏’°“√¥—ß· ¥ß„πμ“√“ß¢â“ß≈à“ßπ’È ®π°√–∑—Ëß‰¥â√—∫°“√¬°¬àÕß«à“‡ªìπ∫√‘…—∑∑’Ë¡’ «— ¥‘°“√
√–¥—∫‚≈°®“° Money Magazine (approach-deploy)

FIGURE 5-4 Health/Safety/Egonomics

Health ● Health Balance Program ● Metro Health Inspection Reports
● Fitness Center Advisory Council ● Customer Satisfaction Survey
● YMCA Promotion of Physical Fitness ● Fitness Center Membership/Usage

● SteriTech Health Inspection Reports
Safety/Security ● Business Continuation Plan ● Testing/Maintenance of Plan (year end)

● Security Incident Reporting/Daily Log Review ● Immediate follow-up on Security Reports (12hrs)
● Bi-Annual Corporate Security Audit ● Safety Survey (> 90%)
● Daily Review of Security Logs/Reports ● Zero Defects Award
● Daily Building Safety/Security Tours ● Workersû Compensation Claims filed
● Workplace Accidents & Safety Reporting
● Floor Warden Training

Comfort & Well Being ● Quarterly Ergonomic Training for Employees ● Physical Work Environment Survey
● State-of-the-Art Workstations ● Response Time to Reconfigure Workstations
● Dining Center Advisory Committee ● Workstation Utilization Rate (> 90%)

Issue Key Practices Measure/Target
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CFSC ‡√‘Ë¡°√–∫«π°“√ ”√«®§«“¡æÕ„®¢Õßæπ—°ß“πμ—Èß·μàªï 1991 ·≈–‰¥â√—∫
°“√ª√—∫ª√ÿß‡√◊ËÕ¬¡“‡æ◊ËÕμÕ∫ πÕß§«“¡μâÕß°“√¢ÕßÕß§å°√ ªí®®ÿ∫—π¡’°“√ ”√«®ªï≈–§√—Èß „π
 Õß√Ÿª·∫∫ (approach-deploy)

·∫∫·√°‡√’¬°«à“ Prospect Survey æ—≤π“‚¥¬ CFSC °—∫∫√‘…—∑ Gantz-Wiley
„πªï 1999 ∑”°“√ ”√«®∑ÿ°ƒ¥Ÿ„∫‰¡âº≈‘°àÕπ°“√ª√–™ÿ¡ Annual Leadership Conference
‚¥¬®– Õ∫∂“¡„π 12 ‡√◊ËÕß ‰¥â·°à °“√¡’ à«π√à«¡ °“√¡ÿàß‡πâπ§ÿ≥¿“æ °“√¡ÿàß≈Ÿ°§â“ °“√Õ∫√¡
§«“¡æÕ„®‚¥¬√«¡ °“√§ßÕ¬Ÿà°—∫Õß§å°√ °“√®—¥°“√§«“¡√Ÿâ °“√∑”ß“π‡ªìπ∑’¡ §«“¡ —¡æ—π∏å
°—∫À—«Àπâ“ß“π §à“π‘¬¡Õß§å°√ ·≈–§«“¡°â“Àπâ“„πß“π √«¡∑—Èß ‘Èπ 51 §”∂“¡

·∫∫∑’Ë Õß‡ªìπ°“√ ”√«®‚¥¬„™â·∫∫ ”√«®‡¥’¬«°—∫ Caterpillar ‡æ◊ËÕ‡∑’¬∫‡§’¬ßº≈
‚¥¬¡’°“√ ”√«®∑—ÈßÀ¡¥ 10 ¥â“π 79 ª√–‡¥Áπ  ”√«®®“°æπ—°ß“π¡“°°«à“ 400 §π º≈∑’Ë‰¥â
®–‡ª√’¬∫‡∑’¬∫°—∫§à“‡©≈’Ë¬¢Õßª√–‡∑» æ∫«à“ CFSC ¡’º≈≈—æ∏å∑’Ë¥’°«à“∫√‘…—∑·¡à (°“√°≈à“«
∂÷ßº≈≈—æ∏å∑’Ë¥’°«à“°Á¥’ °“√‰¥â√—∫√“ß«—≈ À√◊Õ°“√¬°¬àÕß®“°Õß§å°√μà“ßÊ °Á¥’ À√◊Õ°“√ºà“π°“√
√—∫√Õß‚¥¬Õß§å°√∑’Ë‡ªìπÕ‘ √–°Á¥’ · ¥ß∂÷ß°“√ deploy Õ¬à“ß¡’ª√– ‘∑∏‘¿“æ ®÷ß‰¡à‡ªìπ

Employee ● Choice of 80/20 or HMO health insurance
Health plance, no pre-existing condition exclusions

● Discount prescription drug plan, dental and
orthodontic coverage, vision plan, hearing plan

● Long-term care insurance, disability insurance
● Smoke-free office environment and cessation
classes

● Paid sick/maternity leave
● Weight Watchers subsidezed program

Financial ● Pension plan; investment plan, portable life
Planning insurance options

● Flexible Spending Accounts-Child/Elder Care
and Medical

● Money market saving plan, bank-at-work
facilities, credit union

● 529 Plan (added in 2003)
● Stock ownership plan
● 401K

Benefit Type Examples of Programs Offered
Employee ● Drug & alcohol assistance programs
Well-Being ● Employee Assistance Program
Work ● On-site fitness center
Environment ● Telecommunity, flex-time options
Employee ● Company sponsored sports teams in
Satisfaction, community leagues
Morale, and ● Business casual dress code
Motivation ● Handwritten birthday card from CFSC President,

● Monthly New Employee/Birthday Breakfasts
● Employee recognition programs
● Paid holidays and vacation leave, holiday party,

success celebrations
Community ● United Way Campaign (Day of Caring, Success
Involvement Celebration, Leadership Giving Dinner)

● CFSC sponsorship in charitable events
● Paid time off for participation in volunteer

activities
Personal & ● Incentive Compensation, Career Management System
Career ● Tuition reimbursement, degree bonus and recognition,
Development reimbursement of professional certifications

● Job Posting Process, self-nomination without
tenure requirement

Benefit Type Examples of Programs Offered
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∑’Ëπà“·ª≈°„®∑’Ë·™¡‡ªïô¬π∑—ÈßÀ≈“¬¡—°®–‰¥â√—∫§”¬°¬àÕßÀ√◊Õ√“ß«—≈¬àÕ¬Ê ¡“°¡“¬ °àÕπ‰¥â
√“ß«—≈„À≠à√–¥—∫‚≈°Õ¬à“ß MBNQA ‡ª√’¬∫‡ ¡◊Õππ—°°’Ã“∑’Ë®–ºà“π°“√‡ªìπ·™¡ªá‡¢μ
·™¡ªáª√–‡∑» ·™¡ªá∑«’ª °àÕπ∑’Ë®–¡“‡ªìπ·™¡ªá‚≈°π—Ëπ‡Õß)

º≈°“√ ”√«®∑’Ë‰¥â®–∂Ÿ°√“¬ß“π„π«“√– Employee Health ·≈–π”¡“«‘‡§√“–Àå
À“§«“¡‡™◊ËÕ¡‚¬ß√–À«à“ß°“√ªØ‘∫—μ‘¢ÕßºŸâπ” º≈≈—æ∏å¥â“π∫ÿ§≈“°√ º≈≈—æ∏å¥â“π≈Ÿ°§â“ ·≈–
º≈≈—æ∏å∑“ß∏ÿ√°‘® ‡æ◊ËÕÀ“∑“ßª√—∫ª√ÿß ‚¥¬ºà“π∑“ß‚§√ß°“√ Six Sigma (learning)

°√–∫«π°“√ ”√«®§«“¡æÕ„®®–∂Ÿ°∑∫∑«π∑ÿ°ªï ¢âÕ§”∂“¡®–∂Ÿ°ª√—∫„Àâ∑—π ¡—¬‡æ◊ËÕ
„Àâ∑—πμàÕ§«“¡μâÕß°“√¢Õßæπ—°ß“π∑’Ë‡ª≈’Ë¬π·ª≈ß‰ª ‚¥¬‡©≈’Ë¬·≈â«®–¡’°“√‡ª≈’Ë¬π·ª≈ß√“«
7-10 §”∂“¡∑ÿ°ªï πÕ°®“°π’È¬—ß¡’°“√ —¡¿“…≥å°≈ÿà¡¬àÕ¬‡æ◊ËÕ Õ∫∂“¡§«“¡‡ÀÁπ‡°’Ë¬«°—∫
°√–∫«π°“√ ”√«®¥â«¬ (· ¥ß learning)
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>>>>Àπ∑“ß Ÿà·™¡ªá

>> ‚Õ°“ æ—≤π“ (Opportunity for Improvement)

>> ·ºπªØ‘∫—μ‘°“√·≈–ºŸâ√—∫º‘¥™Õ∫ (Action Plan)
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À¡«¥∑’Ë ... 6

°“√®—¥°“√°√–∫«π°“√

‡°≥±å√“ß«—≈

6.1 °“√π”Õß§å°√‚¥¬ºŸâπ”√–¥—∫ Ÿß 70 §–·ππ

„ÀâÕ∏‘∫“¬«‘∏’°“√°”Àπ¥·≈–®—¥°“√°√–∫«π°“√∑’Ë ”§—≠μà“ßÊ ‡æ◊ËÕ √â“ß§ÿ≥§à“
·°à≈Ÿ°§â“·≈–π”¡“ ÷́Ëß§«“¡ ”‡√Á®·≈–°“√‡μ‘∫‚μ∑“ß∏ÿ√°‘®

®ÿ¥ª√– ß§å

À—«¢âÕπ’Èμ√«®ª√–‡¡‘π°√–∫«π°“√∑’Ë ”§—≠¥â“πº≈‘μ¿—≥±å °“√∫√‘°“√ ·≈–∏ÿ√°‘® ‡æ◊ËÕ
°“√ √â“ß§ÿ≥§à“μàÕ≈Ÿ°§â“·≈–ºŸâ¡’ à«π‰¥â à«π‡ ’¬Õ◊Ëπ μ≈Õ¥®π°“√ª√—∫ª√ÿßº≈°“√¥”‡π‘π
°“√¢Õßμ≈“¥·≈–°“√ªØ‘∫—μ‘°“√¢ÕßÕß§å°√

>>>>

>>>>

>
>
>
>
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>>>>‡√’¬π®“°·™¡ªá

>> CFSC

CFSC ®”·π°°√–∫«π°“√ √â“ß§ÿ≥§à“ÕÕ°‡ªìπ 2 ª√–‡¿∑§◊Õ
● Key Core Process ‡ªìπ°√–∫«π°“√∑’Ë‡°’Ë¬«¢âÕß°—∫≈Ÿ°§â“·≈–μ—«·∑π®”Àπà“¬

‚¥¬μ√ß ‰¥â·°à°√–∫«π°“√ª≈àÕ¬°Ÿâ·≈–‡™à“ ◊́ÈÕ
● Business Process ‡ªìπ°√–∫«π°“√∑’Ë‡°’Ë¬«¢âÕß°—∫°“√‡æ‘Ë¡ª√– ‘∑∏‘¿“æ

 √â“ß§«“¡‡®√‘≠‡μ‘∫‚μ·≈–§«“¡ ”‡√Á®·°àºŸâ¡’ à«π‰¥â à«π‡ ’¬ ‰¥â·°à °√–∫«π°“√
Six Sigma °√–∫«π°“√∫√‘À“√ ‘π∑√—æ¬å ·≈–°√–∫«π°“√∫√‘À“√º≈‘μ¿—≥±å

°√–∫«π°“√Õ◊ËπÊ πÕ°‡Àπ◊Õ®“°π’È ®—¥‡ªìπ°√–∫«π°“√ π—∫ πÿπ ¥—ß√“¬≈–‡Õ’¬¥
„π¿“æ
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Accounting Human Resources Information Technology
- External Reporting - Employment - IT Budget Process/
- Securitization - Employee Relations Asset Management
- Accounts Payable - Career Managment - Project Governance
- Tax Planning and Compliance - Employee Development - Application Development
- Consolidation - Performance Management - Application Support
- Audit - Compensation - Applicaton Integration
- Management and Internal - Recognition - Applications Testing

Reporting - ISE Administration - User Support
- Budgets and Forecasting - Facilities Management - Global IT Support

- Network Services
- Messaging Services
- Personalized Computing Services
- Achitecture

Remarketing Corporate Marketing Risk Management
- Ag/Sales Residuals - Financ Express Processes - Portfolio Risk Management
- Forward Purchase Contracts - Business Intelligence - Records Management
- Establish Residual Values - Communications - Auto Decisioning
- Returned Asset liquidation - Electronic Communications - Credit Scoring
- Machine Inventory and Portfolio - Customer Listening - Credit Administration

- Marketing Data
- Cat Quote System

Legal Business Excellence
- Transaction Support - Strategy Development
- Litigation Management - Strategy Deployment
- compliance - Strategy Monitoring
- Corporate Governance - Organizational Assessment

- Improving Processes

Support Processes

Business Processes

Merchandising 6 Sigma Treasury
- Program Development - Project Selection Process - Cash Management
- Program Administration - Project Management - Risk Management

- Funding
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erKCPs

Quote ✓ ✓ ✓ ✓

Indicative Proposal ✓ ✓

Credit ✓ ✓ ✓ ✓

Commitment Letter ✓

Document Preparation ✓ ✓ ✓ ✓

Document Processing/ ✓ ✓ ✓ ✓

Funding
Wire Transfers ✓

Project Financing ✓

Invoicing ✓

Cash Application ✓

Collections ✓ ✓ ✓ ✓

Covenant Compliance ✓

Modificaitons ✓ ✓ ✓ ✓

Buyouts ✓ ✓ ✓ ✓

Repossession/Remarketing ✓

Customer Service ✓ ✓ ✓ ✓

Tax Receipt Withholding ✓

CFSC Users and Dealers

Business Processes

Supertrap
Page is trapped with Supertrap 3.0.66
Copyright 2002 Heidelberger Druckmaschinen AG

To view traps, delete traps or to get detailed trapping information, please download free Supertrap Viewer Plug-In from:
http://www.heidelberg.com

Settings:
Width: 0.032 mm  =  0.090 pt
Printorder: Cyan / Black / 
Step Limit: 25.0%
Common Density Limit: 0.50
Centerline Trap Limit: 100%
Trap Color Scaling: 100.0%
Image to Object Trapping: yes
Image to Image Trapping: no
Black Width Scaling: 100.0%
Black Color Limit: 95.0%
Overprint Black Text: 0.0pt
Overprint Black Strokes: no
Overprint Black Graphics: no




106  ”À√—∫Õß§å°√∏ÿ√°‘®°“√º≈‘μ·≈–∫√‘°“√

μ“√“ßμàÕ‰ªπ’È· ¥ß ¢âÕ°”Àπ¥¢Õß°√–∫«π°“√ §«“¡μâÕß°“√¢Õß≈Ÿ°§â“ ·≈–μ—«™’È«—¥
¢Õß°√–∫«π°“√ (´÷Ëß®–μâÕß· ¥ßº≈≈—æ∏å„πÀ¡«¥∑’Ë 7 ‡æ◊ËÕ· ¥ß linkage)

FIGURE 6-2 Customer Requirement, Measurements and Standards have been defined for each KCP and Business Process.

Prcess (6.1a) Requirements
Detemination (6.1a2)

Measurement/Standards (6.1a4)
(Results Figure #)Customer Requirements (6.1a2)

KCPs (Equipment)
Quote ● User and Timely, accurate and complete quote ● Response time (7.2-1)

Dealer Surveys ● CSI, DSI Surveys (7.1-2, 7.1-6)
Credit ● Customer Timely and complete credit decision ● 3 hrs avg. turnaround for auto decision,

Listening 48 hrs for deals not credit scored (7.2-2)
● CSFs ● CSI, DSI Surveys (7.1-2, 7.1-6)

Document Preparation Timely, accurate, and complete ● Documents sent
document package ● CSI, DSI Surveys

Document Processing/ ● Dealers: Accurate and timely funding ● 85% Dealer funding next day
Funding ● Users: Accurate and timely executed ● CSI, DSI Surveys (7.1-2, 7.16)

documents
Invoicing Timely, accurate and easy to ● % scannable invoice & coupons

understand invoices ● CSI Surveys (7.1-2)
Cash Application Cash posted accurately and timely ● % Controllable accounting reversals

● % Electronic Payments > 10%
Collections Representative is friendly and offers ● 30+ days delinquency

effective solutions ● Net charge off to average loans
● CSI, DSI Surveys (7.1-2)

Modifications Timely and complete paperwork ● Customer requests responded to
● CSI, DSI Surveys (7.1-2)

Buyouts and Accurate and timely quotes and ● Manual buyouts quoted,
Terminations documents Tax lease buyouts

● PIF documents mailed
● CSI, DSI Surveys

Customer Service Timely and complete response to ● Call resolved on 1st call
requests ● CSI, DSI Surveys (7.1-2)

● Call Monitoring
Business Processes

6 Sigma
● DMEDI ● Project Selection ● Customized to project ● # Projects 1.5-3 per BB (7.5-1)
● DMAIC Process ● $ Benefit > $15.5m (7.3-7)

● CSFs and ● % Trained employees (7.4-8)
Strategic Plan ● Employees on improvement teams (7.5-1)

● Project Sponsor ● BEC Monthly reviews
Teasury
● Cash Management ● CSFs and ● Fund growth ● Basis points under LIBOR (7.5-2)
● Currency Risk Strategic Pland ● Keep rates competitive ● MTN < A2 Spreads (7.5-3)
● Borrowing ● Financial market ● Minimize impact of currency ● Foreign exchange gain/loss

conditions fluctuations ● Successful 364 day in 5 year backup
● Maintain liquidity credit facility renewal

Merchandising
● Program Development ● Customer ● Achieve specific CatBU objectives ● % Subsidized (7.5-4)
● Program Administration ● Listening ● Competitive programs ● Griel claims

● CSFs and ● Simple program administration ● CatBU survey results (71a1)
Strategic Plan ● Effective CatBU/Dealer support

● MCs
● TMs
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°“√ÕÕ°·∫∫°√–∫«π°“√¢Õß CFSC „™â∑’¡ Six Sigma ·∫àß‡ªìπ 5 ¢—ÈπμÕπ¥—ßπ’È (approach)
● D : Define Opportunities ‡ªìπ¢—ÈπμÕπ¢Õß°“√∑”§«“¡‡¢â“„®„π«—μ∂ÿª√– ß§å

¢Õß°√–∫«π°“√ °”Àπ¥‡ªÑ“ª√– ß§å (goal statement) ·ºπß“π ·≈–
∑√—æ¬“°√∑’Ë®–„™â

● M : Measure Customer Needs ‡ªìπ¢—ÈπμÕπ¢Õß°“√∑”§«“¡‡¢â“„®º≈≈—æ∏å∑’Ë
æ÷ßª√– ß§å®“°°√–∫«π°“√ ‚¥¬§âπÀ“®“°§«“¡μâÕß°“√¢Õß≈Ÿ°§â“ ·≈–‡∑’¬∫‡§’¬ß
°—∫§Ÿà·¢àß

● E : Explore Design Concepts ‡ªìπ¢—ÈπμÕπ¢Õß°“√„™â§«“¡§‘¥ √â“ß √√§å
‡æ◊ËÕ‡ πÕ·π«§‘¥„À¡àÊ ®“°π—Èππ”·π«§‘¥‡À≈à“π’È‰ª∑«π Õ∫°—∫§«“¡μâÕß°“√
¢Õß≈Ÿ°§â“

● D : Develop Detailed Design ‡ªìπ¢—ÈπμÕπ¢Õß°“√·ª≈ß·π«§‘¥„À¡àÊ ∑’Ë‰¥â Ÿà
°“√∑¥≈ÕßªØ‘∫—μ‘ ‚¥¬ºà“π°√–∫«π°“√ÕÕ°·∫∫ (design) °“√∑¥≈Õß (pilot)
·≈–°“√∑¥ Õ∫ (testing)

● I : Implement Detailed Design ‡ªìπ¢—ÈπμÕπ¢Õß°“√π”≈ß Ÿà°“√ªØ‘∫—μ‘À√◊Õ
º≈‘μ®√‘ß

CFSC ¡’°“√§«∫§ÿ¡°√–∫«π°“√‡æ◊ËÕ„Àâ¡—Ëπ„®«à“ “¡“√∂∫√√≈ÿ¢âÕ°”Àπ¥∑’ËμâÕß°“√‚¥¬
°“√°”Àπ¥μ—«™’È«—¥μ≈Õ¥°√–∫«π°“√ (¥—ß√“¬≈–‡Õ’¬¥„πμ“√“ß¢â“ßμâπ) °“√°”Àπ¥¡“μ√∞“πß“π
°“√μ‘¥μ“¡‡ΩÑ“√–«—ß ·≈–°“√·°â‰¢ªí≠À“À“°‰¡à‡ªìπ‰ªμ“¡¢âÕ°”Àπ¥∑’Ë«“ß‰«â √–∫∫°“√«—¥º≈
¢Õß CFSC ®–∑”°“√‡μ◊Õπ„Àâæπ—°ß“π∑’Ë‡°’Ë¬«¢âÕß∑√“∫ ‡æ◊ËÕ‡√‘Ë¡°√–∫«π°“√§âπÀ“μâπμÕ¢Õß
ªí≠À“·≈–∑”°“√·°â‰¢μàÕ‰ª (approach-deploy)

CFSC ¡’«‘∏’°“√≈¥μâπ∑ÿπ¥â“π°“√∑¥ Õ∫ ·≈–μ√«® Õ∫ ‚¥¬μ‘¥μ—Èß°“√§«∫§ÿ¡μà“ßÊ
„π√–∫∫ IT ‡æ◊ËÕ≈¥§«“¡º‘¥æ≈“¥ ·≈–≈¥°“√μ√«® Õ∫ √«¡∑—Èß¡’°“√Ωñ°Õ∫√¡·∫∫
online ·≈–√–∫∫ help online √«¡∑—Èß¡’°“√®—¥μ—Èß∑’¡ KCP ‡æ◊ËÕ √â“ß°“√∑”ß“π√à«¡°—π∑’Ë¥’
≈¥§«“¡º‘¥æ≈“¥ ·≈–°“√∑”´È” μ≈Õ¥®π°“√¡Õ∫À¡“¬„Àâ∑’¡ Six Sigma ∑”°“√ª√—∫ª√ÿß
μ“¡‚§√ß°“√∑’Ë°”Àπ¥
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°“√æ—≤π“°√–∫«π°“√Õ¬à“ßμàÕ‡π◊ËÕß CFSC „™â¢—ÈπμÕπ D-M-A-I-C ¢Õß
Six Sigma

● D : Define ‡ªìπ¢—ÈπμÕπ¢Õß°“√À“‚Õ°“ æ—≤π“ ®—¥μ—Èß∑’¡ §âπÀ“§«“¡μâÕß°“√
¢Õß≈Ÿ°§â“ °√–∫«π°“√∑’Ë‡°’Ë¬«¢âÕß ·≈–  ‘Ëß∑’Ë “¡“√∂æ‘™‘μ‚¥¬ßà“¬ (quick-wins)

● M : Measure ‡ªìπ¢—ÈπμÕπ¢Õß°“√°”Àπ¥μ—«™’È«—¥¢Õß°√–∫«π°“√ ÕÕ°·∫∫
°√–∫«π°“√«—¥º≈ ·≈–«—¥‡æ◊ËÕÀ“√–¥—∫º≈ß“πμ—Èßμâπ°àÕπ°“√ª√—∫ª√ÿß

● A : Analyze ‡ªìπ¢—ÈπμÕπ¢Õß°“√·¬°·¬–¢âÕ¡Ÿ≈ §âπÀ“ªí≠À“ ·≈–μâπμÕ
¢Õßªí≠À“

● I : Improve ‡ªìπ¢—ÈπμÕπ¢Õß°“√§‘¥§âπ·π«∑“ßÀ√◊Õ ‡∑§‚π‚≈¬’„À¡àÊ °“√
∑¥≈ÕßÀ“«‘∏’·°âªí≠À“∑’Ë¥’∑’Ë ÿ¥ ·≈–°“√°”Àπ¥·ºπ„π°“√π”≈ß Ÿà°“√ªØ‘∫—μ‘®√‘ß

● C : Control ‡ªìπ¢—ÈπμÕπ°“√π” Ÿà°“√ªØ‘∫—μ‘®√‘ß °“√®—¥∑”„Àâ‡ªìπ¡“μ√∞“π ·≈–
°“√¢¬“¬º≈

º≈°“√‡√’¬π√Ÿâ∑’Ë‡°‘¥¢÷Èπ®“°°“√ª√—∫ª√ÿß°√–∫«π°“√®–‰¥â√—∫°“√‡º¬·æ√à·≈–·≈°‡ª≈’Ë¬π
‡√’¬π√Ÿâ°—πºà“π«‘∏’°“√μàÕ‰ªπ’È

● √–∫∫ E-tracker
● °“√ª√–™ÿ¡ —¡¡π“ ‡™àπ °“√ —¡¡π“√–¥—∫ΩÉ“¬ √–¥—∫∫√‘…—∑ √–¥—∫‡§√◊Õ¢à“¬ À√◊Õ

°“√ª√–™ÿ¡ºŸâ®—¥°“√ ‡ªìπμâπ
●  ◊ËÕ ‘Ëßæ‘¡æåμà“ßÊ
● °√–∫«π°“√®—¥°“√§«“¡√Ÿâ μ“¡√“¬≈–‡Õ’¬¥∑’Ë√–∫ÿ‰«â„πÀ¡«¥∑’Ë 4
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°√–∫«π°“√ÕÕ°·∫∫º≈‘μ¿—≥±å¢Õß Medrad ‡√‘Ë¡μâπ¥â«¬°“√®—¥ Portfolio ¢Õß
º≈‘μ¿—≥±å „π√–À«à“ß°“√«“ß·ºπ°≈¬ÿ∑∏å (Portfolio Planning) ´÷Ëß‡ªìπ°√–∫«π°“√„π
°“√§âπÀ“º≈‘μ¿—≥±å „À¡à ®—¥‡√’¬ß§«“¡ ”§—≠ ·≈–ºà“π°“√Õπÿ¡—μ‘·ºπß“π·≈–∑√—æ¬“°√
(¥—ß√“¬≈–‡Õ’¬¥„πÀ¡«¥∑’Ë 2) À≈—ß®“°π—Èπ ®–‡¢â“ Ÿà°√–∫«π°“√æ—≤π“º≈‘μ¿—≥±å (Integrated
Product Development Process-iPDP) ‚¥¬®–¡’°“√®—¥μ—Èß∑’¡¢â“¡ “¬ß“π∑’Ë‡√’¬°«à“
Product Development Team (PDT) ‡æ◊ËÕ∑”°“√æ—≤π“º≈‘μ¿—≥±å ‚¥¬¡’¢—ÈπμÕπ¥—ß· ¥ß
„π¿“æ (approach-deploy)

End-User
Customers

End-User
Customers

Channels
- OEM 
- Contrast 
- Distributor

Suppliers
- Material
- Design 
- Products

Value
Creation
Processes

Portfolio Bus. Dev. Production & Delivery

iPDP Sales & Service

Supply Chain

Develop and deploy strategy

Manage financial and physical assets

Attract, develop, and retain good employees

Make information accessible for analysis and decisions

Comply with legal and regulatory requirements

Business
Support
Processes

Identify
Customer
Needs

Develop
Products and

Services
Produce
Products

Market, Sell,
Deliver &
Support

Products & Svcs

FIGURE 6.1-1 Medrad Value Creation & Support Processes

>> Medrad

Medrad °”Àπ¥„Àâ°√–∫«π°“√ √â“ß§ÿ≥§à“§◊Õ°√–∫«π°“√∑’Ë‡°’Ë¬«¢âÕß°—∫º≈‘μ¿—≥±å
·≈–°“√„Àâ∫√‘°“√·°à≈Ÿ°§â“ ª√–°Õ∫¥â«¬ °√–∫«π°“√ Portfolio Planning °√–∫«π°“√æ—≤π“
 ‘π§â“ °√–∫«π°“√ √â“ß∏ÿ√°‘® °√–∫«π°“√º≈‘μ·≈– àß¡Õ∫º≈‘μ¿—≥±å °√–∫«π°“√¢“¬·≈–∫√‘°“√
°√–∫«π°“√®—¥°“√ supply chain °√–∫«π°“√∑’Ë‡À≈◊ÕÕ◊Ëπ®—¥‡ªìπ°√–∫«π°“√ π—∫ πÿπ¥—ß¿“æ
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º≈‘μ¿—≥±å∑’Ëºà“π°“√ÕÕ°·∫∫®–π”‡¢â“ Ÿà°√–∫«π°“√º≈‘μ ‚¥¬¡’¢—ÈπμÕπ¥—ß· ¥ß„π¿“æ

★

★

★

★

★
★★

★★
★★

★★

★★

★★★

★★★

★★★

★★★

★★★★★

★★

★★

Stage I
Concept Development

Stage II
System Design & Planning

Stage III 
Detailed Design

Stage IV
Testing & Evaluation

Stage V
Production Ramp-Up

1.1 Develop
Project Charter

1.2 Determine Market
Requirements

1.3 
Evaluate

Product Concepts

1.4 Develop
Bus. Proposal

2.1 Develop & Maintain Program Plan
3.7 Develop Labeling

3.6 Launch Planing & Preparation

3.1 Establish
Design Specs

3.2 Create Detailed Product Design

3.3 V&V Planning and Preparation

3.4 Develop Mfg. Process & Equipment

3.8 Develop Product Packaging

3.5 Plan and Process Prototype and Pilot Material

3.9 Service & Support Process

2.2 Conduct IP Protection Activities

2.3 Confirm
Market Requirements

2.12 Refine
Mktg. Plan

2.4 Develop Industrial Design

2.5 Technical Risk Reduction (using modes, trade studis, etc.)

2.6 Develop Product
Requirements

2.7 Dvelop System
Architecture

2.11 Conduct, Concept
Hazard Analysis

2.8 Conduct Production
Engineering Analysis

2.8 Conduct Production
Engineering Analysis

2.10 Identify and Manage Long Lead Meterial

2.13 Develop Service Marketing Plan

Design Control Requirement

Stage Transfer Review 
1. System Test Readiness
2. Regulatory Submittal
3. Pilot Readiness
4. Limited Commercial
 RElease
5. FCR/LCE Transfer

M
ktg

. -
 P

ro
. M

gm
t. 

- R
ev

iew
s

De
sig

n
Op

er
ati

on
s

Ot
he

r

4.5 Integrate
System

5.5 Obtain
Prod. Release
Authorizatiion

5.7 Project
Close-Out

5.3 Conduct Final System
Design Verification

5.4 Conduct Final System
Design Verification

4.2 Conduct Initral System
Design Verfication

4.3 Conduct Initral System
Design Verfication

4.4 Conduct System
Hazard Analysis

5.2 Conduct Final 
Hazard Analysis

5.1 Build
Pilot Units

5.6 
Design Transfer

4.1 Build Pe-pro-
duction Prototypes

4.6 Obtain Regulatory Approval

Make - Mfg Design

Buy - SIT process

Make or
Buy?

Core Competency

Comparative Advantage

Manufacturing
Concept Devel- 
opment
I

Manufacturing
System Design,
Requirement &
Planning         II

Manufacturing & Test
Process Development,
Assembly Prototyping
III

Manufacturing 
Design Transfer

IV

Full Scale
Production

V
- Define leader- 
 ship 
- Perform analy- 
 sis 
- Capacity &
 Capital planning

- ID requirements
- Generate PRS 
 inputs 
- Concept disign
- Equipment Speci- 
 fications

- Detail process flow
- Design process-equipment 
- Develop test & inspection
 procedures 
- Fabricate/install equipment 
- Define training requirements
 & workmanship stds.
- Design qualification

- Installation qualifi- 
 cation 
- Operation qualifi- 
 cation 
- Process
 qualification 
- Operator training
- Pilot Production

- Design mainte- 
 nance
- Continuous
 improvements

Business Needs
Analysis        I

Define Partner
Requirements    II

ID Potential Partners & High
Level Screening           III

Quality Partners
IV

Select Partner & 
Integrate      V

- Define team - Statement of work
- Specification 
- Evaluation criteria

- Generate list 
- Qualitatively filter

- Site visit & due 
 deligence 
- Quality audits

- Finalize terms 
- Formalize  
 selection 
- Integrate
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Medrad §«∫§ÿ¡°√–∫«π°“√„Àâ ‰¥âμ“¡¢âÕ°”Àπ¥ ‚¥¬°”Àπ¥μ—«™’È«—¥¢Õß
°√–∫«π°“√¥—ß√“¬≈–‡Õ’¬¥„πμ“√“ßμàÕ‰ªπ’È

μ—«™’È«—¥„π°√–∫«π°“√‡À≈à“π’È®–‰¥â√—∫°“√μ‘¥μ“¡ ·≈–«‘‡§√“–Àå¢âÕ∫°æ√àÕßÀ√◊Õ
¢âÕ√âÕß‡√’¬π μ≈Õ¥®π·π«‚πâ¡¢Õß°√–∫«π°“√ Õ¬à“ß ¡Ë”‡ ¡Õ ·≈–„πÀ≈“¬·ºπ°¡’°“√
μ‘¥μ“¡μ—«™’È«—¥∑’Ë‰¥â√—∫°“√∂à“¬∑Õ¥®“° Corporate Scorecard μ“¡°√–∫«π°“√ water
falling ∑’Ë√–∫ÿ‰«â„πÀ¡«¥∑’Ë 2

Medrad ¡’√–∫∫∑’Ë‡√’¬°«à“ FRACAS (Failure Reporting Analysis and
Corrective Action System) „™â ”À√—∫μ‘¥μ“¡§«“¡πà“‡™◊ËÕ∂◊Õ¢Õßº≈‘μ¿—≥±åÀ≈—ß«“ßμ≈“¥
·≈–À“∑“ßæ—≤π“ª√—∫ª√ÿß‡æ◊ËÕ≈¥¡Ÿ≈§à“„π°“√√—∫ª√–°—π ·≈–´àÕ¡·´¡º≈‘μ¿—≥±å πÕ°®“°π’È
¡’°“√μ—Èß∑’¡ Quality Improvement Team ‡æ◊ËÕª√—∫ª√ÿß°√–∫«π°“√„Àâ¥’¢÷ÈπÕ¬à“ßμàÕ‡π◊ËÕß
‚¥¬„™â¢âÕ¡Ÿ≈∑’Ë«‘‡§√“–Àå‰¥â®“°°√–∫«π°“√ (learning)

Medrad Value Chain Medrad
Process Description Performance Requirements Indicators

ID Customer Needs Portfolio 2.1 ● Identify market opportunities ● Sales revenue projection
Planning to meet scorecard financial ● Sales growth vs. target

goals
Develop Product & Business 2.1 ● Source and acquire new ● Contribution to sales
Services Development products and services for

targeted markets
ID Customer Needs; IPDP 6.1 ● Identify and prioritize product ● New product slip rate
Develop Products & development initiatives ● New product cycle time
Services ● Develop new products and

their manufacturing processes
Produce Products; Production 6.1 ● Timely market launch of ● Warranty repair
sell, Deliver Support & Delivery products and services ● Warranty failure rate
Products & Services ● Timely delivery of reliable ● Service repair trends

products and services to ● Productivity
customers ● Installation success rate

● Customer complaint rate
● On-time shipments
● Defects per million
● Top Box Customer Satisfaction

Sell, Deliver, Support Sales 3.2 ● Exceed Financials ● Sales grow 15%/year
Products & Services Proces ● Grow the Company ● Customer satisfaction

● Increase Customer Satisfaction ● Market share
● Increase International Sales ● International sales

● Medical Imaging Top 20
Sell, Deliver, Support Supply 6.1 ● Efficient sourcing of high quality, ● Supplier scorecard
Products & Services Chain cost-effective strategic materials ● On-time shipments

Management and services ● % parts certified
● % material certification
● % outstanding Suppliers
● Incoming defect levels
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¥â“π°“√®—¥°“√ Supply Chain ¡’°“√®—¥μ—Èß§≥–°√√¡°“√¢â“¡ “¬ß“π∑’Ë‡√’¬°«à“
Material Review Board ¡’Àπâ“∑’Ë∑∫∑«π ‘π§â“∑’Ë∫°æ√àÕß·≈–«—μ∂ÿ¥‘∫∑’Ë¡’ªí≠À“ ·≈–·®âß
„ÀâºŸâ àß¡Õ∫∑√“∫‚¥¬„™â„∫ SCAR (Supplier Corrective Action Request) ÷́ËßºŸâ àß¡Õ∫
®–μâÕß§âπÀ“μâπμÕ¢Õßªí≠À“ ·≈–À“∑“ß·°â‰¢ªÑÕß°—π‰¡à„Àâ‡°‘¥´È” πÕ°®“°π’È ¬—ß¡’°“√·®âß§à“
first run yield „ÀâºŸâ àß¡Õ∫∑√“∫∑ÿ°√“¬ ·≈–‡æ◊ËÕ≈¥μâπ∑ÿπ¢Õß°“√º≈‘μ ·≈–°“√μ√«® Õ∫
Medrad ®–∑”ß“π√à«¡°—∫ºŸâ àß¡Õ∫μ—Èß·μà¢—ÈπμÕπ°“√ÕÕ°·∫∫ ·≈–æ¬“¬“¡„™â™‘Èπ à«π
Õ‘‡≈Á°∑√Õπ‘° å∑’Ë¡’„π∑âÕßμ≈“¥¡“°°«à“°“√ÕÕ°·∫∫„Àâ¡’√Ÿª·∫∫®”‡æ“– (approach-deploy)

Medrad ¡’°“√æ—≤π“°√–∫«π°“√„Àâ¥’¢÷ÈπÕ¬à“ßμàÕ‡π◊ËÕß‚¥¬„™â«‘∏’°“√¥—ßπ’È (learning)
● °“√ª√–™ÿ¡¢ÕßºŸâ∫√‘À“√√–¥—∫ Ÿß„π Performance Excellence Team Meeting

÷́Ëß®–∑∫∑«πº≈≈—æ∏å∑“ß∏ÿ√°‘® √“¬ß“πº≈‚§√ß°“√ °“√»÷°…“‡ª√’¬∫‡∑’¬∫ ·≈–
¢âÕ¡Ÿ≈®“°≈Ÿ°§â“ æπ—°ß“π æ—π∏¡‘μ√ ·≈–ΩÉ“¬®—¥°“√ ‡æ◊ËÕ¢—∫‡§≈◊ËÕπ‚§√ß°“√
ª√—∫ª√ÿß·∫∫¢â“¡ “¬ß“πºà“π°√–∫«π°“√«“ß·ºπ°≈¬ÿ∑∏å

● Operation Management ·≈– Enterprise Team ∑∫∑«πº≈°“√¥”‡π‘πß“π
¢Õß°√–∫«π°“√ ·≈–¢’¥§«“¡ “¡“√∂¢Õß°√–∫«π°“√‡æ◊ËÕ§âπÀ“‚Õ°“ æ—≤π“
®“°π—Èπ®—¥‡√’¬ß≈”¥—∫§«“¡ ”§—≠¢Õß‚Õ°“ æ—≤π“∑’Ë‰¥â ·≈–¡Õ∫À¡“¬„Àâ∑’¡
Quality Improvement Team ∑”°“√æ—≤π“

● ∑’¡ Business & Process ∑’¡æ—≤π“º≈‘μ¿—≥±å ∑’¡æ—≤π“Õ◊ËπÊ √à«¡°—π„™â‡§√◊ËÕß
¡◊Õæ—≤π“§ÿ≥¿“æμà“ßÊ ‰¥â·°à process mapping, reengineering „π°“√
§âπÀ“·≈–¢®—¥μâπμÕ¢Õßªí≠À“

● §≥–°√√¡°“√∑’Ë‡√’¬°«à“ NPST (New Product Strategic Team) ®–∑”°“√
∑∫∑«π°√–∫«π°“√ iPDP ∑ÿ° Õß —ª¥“Àå ‡æ◊ËÕ™’È·π–·π«∑“ß„Àâ·°à∑’¡ PDT
∑”°“√ª√—∫ª√ÿß

● ¿“¬À≈—ß°“√æ—≤π“ °“√‡ª≈’Ë¬π°√–∫«π°“√º≈‘μ°Á¥’ ‡Õ° “√μà“ßÊ‡°’Ë¬«°—∫º≈‘μ¿—≥±å
·≈–∫√‘°“√°Á¥’ ®–‰¥â√—∫°“√ ◊ËÕ “√·≈–§«∫§ÿ¡®“°§≥–°√√¡°“√∑’Ë‡√’¬°«à“
Configuration Control Board- CCB ‡æ◊ËÕ„Àâ¡—Ëπ„®«à“ºà“π°“√æ‘®“√≥“Õ¬à“ß
√Õ∫§Õ∫ ¡’°“√ª√—∫ª√ÿßÕ¬à“ß§√∫∂â«π ·≈–π”≈ß Ÿà°“√ªØ‘∫—μ‘Õ¬à“ß¡’ª√– ‘∑∏‘¿“æ

● §«“¡®”‡ªìπ„π°“√ª√—∫‡ª≈’Ë¬π°√–∫«π°“√ ®–∂Ÿ°∑∫∑«π„π°√–∫«π°“√«“ß·ºπ
°≈¬ÿ∑∏åª√–®”ªï ¥—ß√“¬≈–‡Õ’¬¥„πÀ¡«¥∑’Ë 2
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>>>>Àπ∑“ß Ÿà·™¡ªá

>> ‚Õ°“ æ—≤π“ (Opportunity for Improvement)

>> ·ºπªØ‘∫—μ‘°“√·≈–ºŸâ√—∫º‘¥™Õ∫ (Action Plan)
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>>>>

‡°≥±å√“ß«—≈

6.2 °“√‡√’¬π√Ÿâ¢Õßæπ—°ß“π·≈–°“√ √â“ß·√ß®Ÿß„® 30 §–·ππ

„ÀâÕ∏‘∫“¬«‘∏’°“√®—¥°“√°—∫°√–∫«π°“√∑’Ë ”§—≠ ÷́Ëß π—∫ πÿπ°√–∫«π°“√∑’Ë
 √â“ß§ÿ≥§à“ ·≈–Õ∏‘∫“¬°√–∫«π°“√®—¥°“√¥â“π°“√‡ß‘π·≈–°“√¥”‡π‘πß“π‰¥âÕ¬à“ß
μàÕ‡π◊ËÕß„π¿“«–©ÿ°‡©‘π

®ÿ¥ª√– ß§å

À—«¢âÕπ’Èμ√«®ª√–‡¡‘π°√–∫«π°“√ π—∫ πÿπ∑’Ë ”§—≠·≈–°“√«“ß·ºπ°“√¥”‡π‘πß“π
‚¥¬§”π÷ß∂÷ß°“√®—¥°“√¥â“π°“√‡ß‘π·≈–°“√«“ß·ºπ„Àâ¥”‡π‘πß“π‰¥âÕ¬à“ßμàÕ‡π◊ËÕß ‡æ◊ËÕ
ª√—∫ª√ÿßº≈°“√¥”‡π‘π°“√¢Õß°“√ªØ‘∫—μ‘°“√‚¥¬√«¡

‡√’¬π®“°·™¡ªá

>> CFSC

CFSC °”Àπ¥„Àâ°√–∫«π°“√∑’Ë π—∫ πÿπ„ÀâΩÉ“¬ß“πμà“ßÊ “¡“√∂μÕ∫ πÕß§«“¡
μâÕß°“√¢Õß≈Ÿ°§â“ ºŸâ®—¥®”Àπà“¬ ·≈–Àπà«¬∏ÿ√°‘®¢Õß Caterpillar ‰¥âÕ¬à“ß¡’ª√– ‘∑∏‘¿“æ
√«¡∑—Èß°√–∫«π°“√∑’Ë‡ªìπæ◊Èπ∞“π Ÿà∏ÿ√°‘®∑’Ë‡ªìπ‡≈‘»‡ªìπ°√–∫«π°“√ π—∫ πÿπ ª√–°Õ∫¥â«¬
°√–∫«π°“√¥â“π∫—≠™’ °√–∫«π°“√¥â“π∑√—æ¬“°√∫ÿ§§≈ °√–∫«π°“√¥â“π°“√®—¥°“√ “√ π‡∑»
°√–∫«π°“√¥â“π°“√μ≈“¥ °√–∫«π°“√¥â“π°“√®—¥°“√§«“¡‡ ’Ë¬ß ¥â“π°ÆÀ¡“¬ ·≈–¥â“π°“√
æ—≤π“‡æ◊ËÕ¡ÿàß Ÿà∏ÿ√°‘®∑’Ë‡ªìπ‡≈‘» (business excellence) ¥—ß√“¬≈–‡Õ’¬¥„π¿“æ∑’Ë· ¥ß‰«â·≈â«
¢â“ßμâπ
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>>>>
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°√–∫«π°“√ π—∫ πÿπ∑—ÈßÀ≈“¬‡À≈à“π’È¡’‡®â“¢Õß°√–∫«π°“√´÷Ëß√—∫º‘¥™Õ∫„π°“√
°”Àπ¥¢âÕ°”Àπ¥ ·≈– √â“ß§«“¡‡™◊ËÕ¡—Ëπ«à“°√–∫«π°“√¥—ß°≈à“«  “¡“√∂∫√√≈ÿ¢âÕ°”Àπ¥∑’ËμâÕß°“√
¢âÕ°”Àπ¥°√–∫«π°“√‡À≈à“π’È ‰¥â¡“®“°°√–∫«π°“√«“ß·ºπ°≈¬ÿ∑∏å (À¡«¥ 2) ·≈–°“√
 ”√«®®“°≈Ÿ°§â“¿“¬πÕ° ≈Ÿ°§â“¿“¬„π ºŸâ àß¡Õ∫ ·≈–æ—π∏¡‘μ√ μ“¡«‘∏’°“√·≈–™àÕß∑“ß∑’Ë
°”Àπ¥‰«â„πÀ¡«¥∑’Ë 3

μ“√“ßμàÕ‰ªπ’È · ¥ßμ—«Õ¬à“ß¢âÕ°”Àπ¥·≈–μ—«™’È«—¥∑’Ë„™â ”À√—∫°√–∫«π°“√ π—∫ πÿπ
¢Õß∫“ß°√–∫«π°“√

°“√ÕÕ°·∫∫°√–∫«π°“√ π—∫ πÿπ CFSC „™â«‘∏’°“√ D-M-E-D-I ¢Õß Six Sigma
‡™àπ‡¥’¬«°—∫°√–∫«π°“√ √â“ß§ÿ≥§à“∑’Ë°≈à“«¡“·≈â«¢â“ßμâπ ‚¥¬ºŸâ àß¡Õ∫®–‡¢â“¡“¡’ à«π√à«¡„π
°“√ÕÕ°·∫∫°√–∫«π°“√„À¡à¥â«¬ ‡™àπ ´Õøμå·«√å∑’Ë„™â ‡ªìπμâπ

·≈–‡æ◊ËÕ„Àâ¡—Ëπ„®«à“°√–∫«π°“√ π—∫ πÿπ∫√√≈ÿ¢âÕ°”Àπ¥ ¡’°“√°”Àπ¥μ—«™’È«—¥¢Õß
°√–∫«π°“√ ¡’°“√μ‘¥μ“¡º≈≈—æ∏åÕ¬à“ß ¡Ë”‡ ¡Õ∑ÿ° Õß —ª¥“Àå„π∑’Ëª√–™ÿ¡¢Õß Corporate
Support Department Manages ·≈–¡’°“√ª√–™ÿ¡‡æ◊ËÕ∑∫∑«π°√–∫«π°“√Õ¬à“ßπâÕ¬ªï≈–
2 §√—Èß

°“√ª√—∫ª√ÿß°√–∫«π°“√„™â°√–∫«π°“√ Six Sigma ‡™àπ‡¥’¬«°—∫°√–∫«π°“√
 √â“ß§ÿ≥§à“

FIGURE 6-3 Examples of the more than 50 support processes monitored by CFSC.

Accounting Books closed timely and accurately Accounting Service Quality Measure
Number of Reconcilling items

Facilities: Furniture Customer Satisfaction with furniture Workstation utilization rate
installation/relocation relocation, high utilization Customer satisfaction
Audit Audit value, quality, communications Auto Audit 30-item scorecard

Teamwork Audit customer satisfaction
Legal revoveries Awareness and changing requlations Compliance research
IT Help Desk First call resolution Level 3 calls resolved < 4 hrs. Level 4 calls

resolved < 5 days

Support Process Customer Requirements Business Metric
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>> Medrad

°√–∫«π°“√ π—∫ πÿπ¢Õß Medrad ª√–°Õ∫¥â«¬°√–∫«π°“√¥â“π°“√®—¥°“√°≈¬ÿ∑∏å
°“√®—¥°“√¥â“π°“√‡ß‘π·≈– ‘π∑√—æ¬å °“√®—¥°“√¥â“π∑√—æ¬“°√∫ÿ§§≈ °“√®—¥°“√¥â“π “√ π‡∑»
·≈–°“√®—¥°“√¥â“π°Æ√–‡∫’¬∫¢âÕ∫—ß§—∫

¢âÕ°”Àπ¥¢Õß°√–∫«π°“√ ®–‰¥â√—∫°“√°”Àπ¥¢÷Èπ‚¥¬‡®â“¢Õß°√–∫«π°“√„π
√–À«à“ß°“√«“ß·ºπ°≈¬ÿ∑∏å æ‘®“√≥“®“°º≈ß“π¢Õß°√–∫«π°“√ §«“¡μâÕß°“√¢Õß≈Ÿ°§â“
º≈°“√√—∫øíßºŸâ àß¡Õ∫ ·≈–æπ—°ß“π °“√»÷°…“‡ª√’¬∫‡∑’¬∫ º≈°“√μ√«®ª√–‡¡‘πμ“¡√–∫∫
ISO ·≈–√“¬ß“π¢Õß Baldrige

°“√ÕÕ°·∫∫°√–∫«π°“√ π—∫ πÿπ °√–∑”‚¥¬Àπà«¬ß“π‡®â“¢Õß°√–∫«π°“√ ·≈–
process team ¡’¢—ÈπμÕπ¥—ß∑’Ëª√“°Æ„π¿“æ

¢âÕ¡Ÿ≈∑’Ë „™âª√–°Õ∫°“√ÕÕ°·∫∫ ª√–°Õ∫¥â«¬¢âÕ¡Ÿ≈¢Õß§Ÿà·¢àß ¢âÕ¡Ÿ≈®“°≈Ÿ°§â“
 ∂“π°“√≥å¢Õßμ≈“¥ °“√‡μ‘∫‚μ §«“¡μâÕß°“√¥â“π Business Development ‚§√ß°“√
æ—≤π“∑’Ë¡’Õ¬Ÿà º≈°“√„™âß“π¢Õßº≈‘μ¿—≥±å∑’Ë«“ßμ≈“¥Õ¬Ÿà ·≈–º≈°“√ª√–‡¡‘πμπ‡Õß

Àπà«¬ß“π·≈– process team §«∫§ÿ¡°√–∫«π°“√‚¥¬°“√‡ΩÑ“√–«—ß·≈–μ‘¥μ“¡
μ—«™’È«—¥¢Õß°√–∫«π°“√ °“√«‘‡§√“–Àå¢’¥§«“¡ “¡“√∂¢Õß°√–∫«π°“√ °“√«‘‡§√“–Àå¢âÕ∫°æ√àÕß
(failure analysis) °“√μ‘¥μ“¡¢âÕ√âÕß‡√’¬π ·≈–°“√«‘‡§√“–Àå·π«‚πâ¡¢Õß°√–∫«π°“√

Functional
Strategic
Planning

Business and
Support Process
Requirements

Process
Design
Review

Performance 
Reviews 

- Scorecard obj.
- Waterfall measures

- Financials 
- Perf. Imp. Initiatives 

Improvement
Communication

Process Design/ 
Redesign and
Deployment

Other process info/data

FIGURE 6.2-2. Business and Support Process Design
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Process team ·≈– Quality Improvement team (QIT) ®–„™â process
mapping ·≈–‡§√◊ËÕß¡◊Õ¢Õß°√–∫«π°“√ reengineering ‡æ◊ËÕ„™â„π°“√æ—≤π“°√–∫«π°“√
„Àâ “¡“√∂μÕ∫ πÕß§«“¡μâÕß°“√¢Õß≈Ÿ°§â“ πÕ°®“°π’È ¬—ß„™â‡§√◊ËÕß¡◊Õ¥â“π process design/
process redesign „π°“√æ¬“¬“¡≈¥μâπ∑ÿπ¢Õß°√–∫«π°“√≈ß

„π°“√¢—∫‡§≈◊ËÕπ°“√æ—≤π“Õ¬à“ßμàÕ‡π◊ËÕß Medrad „™â°√–∫«π°“√«“ß·ºπ°≈¬ÿ∑∏å
´÷Ëß®–∑”„Àâ¡’°“√ª√—∫ª√ÿß°√–∫«π°“√∑—Ë«∑—ÈßÕß§å°√ Àπà«¬ß“π process team ·≈– QIT
„™â‡§√◊ËÕß¡◊Õ∑—ÈßÀ≈“¬∑’Ë°≈à“«¡“„π¢â“ßμâπ„π°“√ª√—∫ª√ÿß°√–∫«π°“√Õ¬à“ßμàÕ‡π◊ËÕß º≈°“√
ª√—∫ª√ÿßæ—≤π“ ®–‰¥â√—∫°“√√“¬ß“π·≈–·≈°‡ª≈’Ë¬π°—π„π°“√ª√–™ÿ¡ advisory board
°“√ª√–™ÿ¡ Business Review √“¬‰μ√¡“  °“√ª√–™ÿ¡¢Õß Executive Committee
°“√ª√–™ÿ¡√“¬‡¥◊Õπ¢Õß CEO °“√ —¡¡π“ Quality forum °“√ ◊ËÕ “√·≈°‡ª≈’Ë¬π°—π„π
Corporate Scorecard ·≈–„π Intranet

μ“√“ßμàÕ‰ªπ’È · ¥ß°√–∫«π°“√ π—∫ πÿπ¢Õß Medrad ¢âÕ°”Àπ¥ ·≈–μ—«™’È«—¥
¢Õß°√–∫«π°“√

Human Resource 5.1, 5.2, 5.3 ● Increase employee growth ● Employee satisfaction survey results
Management and satisfaction ● Employer turnover rate

● Women & minorities in high level position
● IPO jobs filed internally
● Gainsharing payout
● OSHA reportable incident rate
● Market based compensation percentile

Information 6.2 ● Timely information and ● Intranet page views
Management analytic tools for decision- ● Server up-time

making ● Help Desk response
● Technology to support process ● Time allocation to strategic projects

improvements ● Project tracker
Financial 2.1, 4.1 ● Efficient use of resources ● CMB/employee
Management ● Expense as % of revenues

● North American Days Sales Outstanding
● Capital investment

Legal and Regulatory 1.2 ● Compliance with applicable ● Audit Results
Compliance laws and regulations ● FDA Audit Findings

● Ethics hotline activity
Strategic Alignment 2.1, 2.2 ● Achieve corporate scorecard ● CMB grows faster than sales
and Deployment goals ● Sales grow 15%/year

● CMB/EE grows > 110%
● Improve Top Box scores
● Beat Hay best-in-class
● Sales Revenue Projection

Process Performance Requirements IndicatorsDescription

Supertrap
Page is trapped with Supertrap 3.0.66
Copyright 2002 Heidelberger Druckmaschinen AG

To view traps, delete traps or to get detailed trapping information, please download free Supertrap Viewer Plug-In from:
http://www.heidelberg.com

Settings:
Width: 0.032 mm  =  0.090 pt
Printorder: Cyan / Black / 
Step Limit: 25.0%
Common Density Limit: 0.50
Centerline Trap Limit: 100%
Trap Color Scaling: 100.0%
Image to Object Trapping: yes
Image to Image Trapping: no
Black Width Scaling: 100.0%
Black Color Limit: 95.0%
Overprint Black Text: 0.0pt
Overprint Black Strokes: no
Overprint Black Graphics: no




118  ”À√—∫Õß§å°√∏ÿ√°‘®°“√º≈‘μ·≈–∫√‘°“√

>>>>Àπ∑“ß Ÿà·™¡ªá

>> ‚Õ°“ æ—≤π“ (Opportunity for Improvement)

>> ·ºπªØ‘∫—μ‘°“√·≈–ºŸâ√—∫º‘¥™Õ∫ (Action Plan)
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À¡«¥∑’Ë ... 7

º≈≈—æ∏å∑“ß∏ÿ√°‘®
‡°≥±å√“ß«—≈

À¡«¥ 7 º≈≈—æ∏å∑“ß∏ÿ√°‘® 400 §–·ππ

„πÀ¡«¥º≈≈—æ∏å∑“ß∏ÿ√°‘® ‡ªìπ°“√μ√«®ª√–‡¡‘πº≈°“√¥”‡π‘π°“√¢ÕßÕß§å°√ ·≈–
°“√ª√—∫ª√ÿß„π¥â“πμà“ßÊ ¢Õß∏ÿ√°‘®∑’Ë ”§—≠ ‰¥â·°à º≈≈—æ∏å¥â“πº≈‘μ¿—≥±å·≈–∫√‘°“√
§«“¡æ÷ßæÕ„®¢Õß≈Ÿ°§â“ º≈°“√¥”‡π‘π°“√¥â“π°“√‡ß‘π·≈–μ≈“¥ º≈≈—æ∏å¥â“π∑√—æ¬“°√
∫ÿ§§≈ º≈≈—æ∏å¥â“π°“√ªØ‘∫—μ‘°“√ ·≈–º≈°“√¥”‡π‘π°“√¥â“π°“√π”Õß§å°√·≈–§«“¡√—∫
º‘¥™Õ∫μàÕ —ß§¡ πÕ°®“°π’È ¬—ßμ√«®ª√–‡¡‘π√–¥—∫º≈°“√¥”‡π‘π°“√¢ÕßÕß§å°√‡¡◊ËÕ
‡ª√’¬∫‡∑’¬∫°—∫§Ÿà·¢àß¥â«¬

®ÿ¥ª√– ß§å

‡πâπ∂÷ßº≈≈—æ∏å¢Õß°“√ª√–‡¡‘π«—μ∂ÿª√– ß§å·≈–°“√ª√–‡¡‘π¢Õß≈Ÿ°§â“μàÕº≈‘μ¿—≥±å
·≈–∫√‘°“√¢ÕßÕß§å°√ º≈°“√¥”‡π‘π°“√¥â“π°“√‡ß‘π·≈–μ≈“¥‚¥¬√«¡ º≈≈—æ∏å¥â“π
√–∫∫°“√π”Õß§å°√·≈–§«“¡√—∫º‘¥™Õ∫μàÕ —ß§¡ ·≈–º≈≈—æ∏å¢Õß°√–∫«π°“√·≈–
°‘®°√√¡ °“√ª√—∫ª√ÿß°√–∫«π°“√

>>>>

>>>>

>
>
>
>

Supertrap
Page is trapped with Supertrap 3.0.66
Copyright 2002 Heidelberger Druckmaschinen AG

To view traps, delete traps or to get detailed trapping information, please download free Supertrap Viewer Plug-In from:
http://www.heidelberg.com

Settings:
Width: 0.032 mm  =  0.090 pt
Printorder: Cyan / Black / 
Step Limit: 25.0%
Common Density Limit: 0.50
Centerline Trap Limit: 100%
Trap Color Scaling: 100.0%
Image to Object Trapping: yes
Image to Image Trapping: no
Black Width Scaling: 100.0%
Black Color Limit: 95.0%
Overprint Black Text: 0.0pt
Overprint Black Strokes: no
Overprint Black Graphics: no




120  ”À√—∫Õß§å°√∏ÿ√°‘®°“√º≈‘μ·≈–∫√‘°“√

>>>>‡√’¬π®“°·™¡ªá

°àÕπ‡√’¬π®“°·™¡ªá ¢Õ°≈à“«∂÷ß·π«∑“ß„π°“√ª√–‡¡‘πÀ¡«¥ 7 „Àâ‡ªìπ∑’Ë‡¢â“„®°àÕπ
‡æ◊ËÕ„Àâ “¡“√∂∑”§«“¡‡¢â“„®μ—«Õ¬à“ß∑’Ë· ¥ß‰«âÕ¬à“ß≈÷° ÷́Èß

·π«∑“ß„π°“√ª√–‡¡‘πº≈≈—æ∏å∑“ß∏ÿ√°‘® ª√–°Õ∫¥â«¬
Key Area ‡ªìπ°“√ª√–‡¡‘π„π Õß à«π §◊Õ  à«π·√° ¥Ÿ«à“μ—«™’È«—¥∑’ËÕß§å°√· ¥ß

¡“„Àâ¥Ÿπ—Èπ  Õ¥§≈âÕßÀ√◊Õ‡™◊ËÕ¡‚¬ß°—∫«—μ∂ÿª√– ß§å‡™‘ß°≈¬ÿ∑∏å
·≈–μ—«™’È«—¥À≈—°Ê¢Õß°√–∫«π°“√„πÀ¡«¥ 1-6 ∑’ËÕß§å°√√–∫ÿ‰«â
À√◊Õ‰¡à ‡√’¬°«à“ Linkage ‡æ√“–∫“ß§√—Èß μ—«™’È«—¥∑’ËÕß§å°√· ¥ß‰¡à
‡™◊ËÕ¡‚¬ß°—∫«—μ∂ÿª√– ß§å‡™‘ß°≈¬ÿ∑∏åÀ√◊Õ°√–∫«π°“√„¥„¥‡≈¬  à«π
∑’Ë Õß ‡ªìπ°“√ª√–‡¡‘π¥Ÿ«à“μ—«™’È«—¥∑’Ëæ÷ß‡°Á∫À√◊Õæ÷ß· ¥ß ‚¥¬
‡©æ“–Õ¬à“ß¬‘Ëß∑’Ë√–∫ÿ‰«â„π«—μ∂ÿª√– ß§å‡™‘ß°≈¬ÿ∑∏å ‡ªÑ“À¡“¬ À√◊Õ
‡ªìπμ—«™’È«—¥À≈—°¢Õß°√–∫«π°“√„πÀ¡«¥ 1-6 ‰¥â¡’· ¥ßº≈Õ¬à“ß
§√∫∂â«πÀ√◊Õ‰¡à À“°‰¡à§√∫∂â«π ‡√’¬°«à“¡’ Gap

Segment ‡ªìπ°“√ª√–‡¡‘π¥Ÿ«à“ μ—«™’È«—¥∑’Ë· ¥ßπ—Èπ ‰¥â¡’°“√· ¥ß§√∫∂â«π„π∑ÿ°
segment À√◊Õ‰¡à ‡™àπ ∑ÿ°°≈ÿà¡≈Ÿ°§â“ ∑ÿ°°≈ÿà¡¢Õßæπ—°ß“π ∑ÿ°
°≈ÿà¡¢Õßº≈‘μ¿—≥±åÀ≈—° ‡ªìπμâπ ´÷Ëß°“√· ¥ßº≈„Àâ§√∫∂â«π∑ÿ°
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(¡’ linkage) √–¥—∫º≈°“√¥”‡π‘π°“√®–μâÕß∫√√≈ÿ‡ªÑ“À¡“¬ (level ¥’) ¡’·π«‚πâ¡„π∑“ß∑’Ë¥’
¢÷ÈπÕ¬à“ßμàÕ‡π◊ËÕß (favorable trend) ·≈–‡¡◊ËÕ‡ª√’¬∫‡∑’¬∫°—∫§Ÿà·¢àß√“¬ ”§—≠ À√◊ÕÕß§å°√∑’Ë¥’
∑’Ë ÿ¥„πÕÿμ “À°√√¡·≈â« º≈≈—æ∏å¢ÕßÕß§å°√‡√“μâÕßÕ¬Ÿà „π√–¥—∫·π«Àπâ“ (comparison)
À“°®–®”ßà“¬Ê Õ“®®”‡ªìπμ—«¬àÕ¥—ßπ’È  K-L-T-C-S ‚¥¬ K ª√–°Õ∫¥â«¬  Li-Linkage ·≈–
G-Gap

‡π◊ËÕß®“°¢âÕ®”°—¥¢ÕßÀπâ“°√–¥“… „§√à¢ÕÕπÿ≠“μπ”‡ πÕ‡æ’¬ß∫“ßμ—«Õ¬à“ß„Àâ‡ÀÁπ
‡ªìπ∑’Ë‡¢â“„®‡∑à“π—Èπ  ·≈–(Õ“®‰¡à§√∫∂â«π∑ÿ°À¡«¥¬àÕ¬) √“¬≈–‡Õ’¬¥¢Õ„Àâ»÷°…“‡æ‘Ë¡‡μ‘¡‰¥â®“°
Website www.nist.gov

>> CFSC
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FIGURE 7.1-1 User Satisfaction - Equipment Division
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√Ÿªπ’È· ¥ß√–¥—∫§«“¡æ÷ßæÕ„®¢ÕßºŸâ „™âμàÕ°√–∫«π°“√À≈—°μà“ßÊ ´÷Ëß®–‡ÀÁπ«à“‰¥â
º≈≈—æ∏å∑’Ë¥’∑”πÕß‡¥’¬«°—∫√Ÿª·√° ·≈–¥’„π∑ÿ° segment (K-L-T-C-S)
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 Õß√Ÿªπ’È· ¥ßº≈≈—æ∏å¥â“π∫√‘°“√¢Õß CFSC ÷́Ëß√–∫ÿ‰«â„πÀ¡«¥∑’Ë 6 ®–æ∫«à“
º≈°“√¥”‡π‘π°“√¡’√–¥—∫∑’Ë¥’ ·≈–¡’·π«‚πâ¡¥’¢÷Èπμ“¡≈”¥—∫ ¥’°«à“¢Õß§Ÿà·¢àß™—¥‡®π ·≈–
º≈°“√¥”‡π‘π°“√¥’∑—Èß Õß°√–∫«π°“√ §◊Õ∑—Èß°√–∫«π°“√ Quote ·≈–°“√¥”‡π‘π‡Õ° “√ª≈àÕ¬°Ÿâ
(K-L-T-C-S)

GOOD

Competitors*

Competitors*

Benchmark

No
t M

ea
su

re
d

M
inu

tes
%

 F
un

de
d 

Ne
xt 

Da
y

* 80% of competitive users surveyed report turnaround time greater than 1 hour.
2001

1999 2000 2nd Q
2001

3rd Q
2001

4th Q
2001

2nd Q
2002

1st Q
2002

3rd Q
2002

4th Q
2002

2nd Q
2003

1st Q
2003

3rd Q
2003

3rd Q 2001 4th Q 2001 1st Q 2002 2nd Q 2002 3rd Q 2002 1st Q 2003 2nd Q 2003 3rd Q 20034th Q 2002

GOOD

FIGURE 7.2-1 Quote
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√Ÿªπ’È· ¥ß√–¥—∫§«“¡æ÷ßæÕ„®¢Õßæπ—°ß“πμàÕß“π μàÕ¡“μ√∞“πß“π ·≈–μàÕ°“√
∑”ß“π‡ªìπ∑’¡¿“¬„πÕß§å°√  (· ¥ß Segment) ®–æ∫«à“¡’√–¥—∫∑’Ë¥’ ¡’·π«‚πâ¡∑’Ë¥’¢÷Èπ (2 „π
3 segment) ·≈–¥’°«à“§à“‡ª√’¬∫‡∑’¬∫ (K-L-T-C-S)
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FIGURE 7.4-3 Employee Satisfaction with Job, Performance Standards, and Teamwork
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«à“¡’√–¥—∫∑’Ë¥’ ¡’·π«‚πâ¡„π∑“ß∑’Ë¥’¢÷Èπ ·≈– Ÿß°«à“§à“‡ª√’¬∫‡∑’¬∫ (K-L-T-C)
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√Ÿªπ’È· ¥ßº≈°“√≈¥μâπ∑ÿπ¢Õß°√–∫«π°“√ ®–æ∫«à“¡’·π«‚πâ¡∑’Ë¥’„π∑ÿ°°√–∫«π°“√
·≈–¥’°«à“§à“‡ª√’¬∫‡∑’¬∫ (K-L-T-C-S)

>> Medrad

 Õß√ŸªμàÕ‰ªπ’È· ¥ß§à“ On-time Shipment ´÷Ëß‡ªìπμ—«™’È«—¥¢Õß°√–∫«π°“√ Supply
Chain Management Àπ÷Ëß„π°√–∫«π°“√ √â“ß§ÿ≥§à“„πÀ¡«¥∑’Ë 6 · ¥ß„Àâ‡ÀÁπ«à“¡’√–¥—∫∑’Ë¥’
¡’·π«‚πâ¡∑’Ë¥’¢÷Èπ ·≈–Õ¬Ÿà „π√–¥—∫·π«Àπâ“ ∑—Èß„πº≈‘μ¿—≥±å A ·≈– B (· ¥ß K-L-T-C-S)
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FIGURE 7.2-5 Product A On-Time Shipment
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√ŸªμàÕ‰ªπ’È· ¥ß°“√‡μ‘∫‚μ¢Õß√“¬‰¥â ´÷Ëß¡’·π«‚πâ¡∑’Ë¥’ ·≈–¥’°«à“§à“‡ª√’¬∫‡∑’¬∫
(K-L-T-C)

√Ÿªπ’È· ¥ßÕ—μ√“°“√≈“ÕÕ°æπ—°ß“π ´÷Ëß¡’·π«‚πâ¡∑’Ë¥’¢÷Èπ‡ªìπ≈”¥—∫ ·≈–¥’°«à“§à“
‡ª√’¬∫‡∑’¬∫ (K-L-T-C)
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FIGURE 7.2-6 Product B On-Time Shipment

FIGURE 7.4-3 Turnover History
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 Õß√Ÿª¢â“ßμâππ’È· ¥ß√–¥—∫§«“¡æÕ„®μàÕ‚ª√·°√¡ Performance Excellence
Through Leadership ·≈–°“√ª√–¬ÿ°μå„™â„πß“π ÷́Ëßæ∫«à“¡’º≈≈—æ∏å∑’Ë¥’ ·≈–¥’°«à“§à“‡ª√’¬∫
‡∑’¬∫ (K-L-C)

√Ÿª¢â“ßμâπ· ¥ßÕÿ∫—μ‘°“√≥å¥â“π§«“¡ª≈Õ¥¿—¬ Õ“™’«Õπ“¡—¬ ·≈–Õÿ∫—μ‘‡Àμÿ®“°°“√∑”ß“π
æ∫«à“ “¡“√∂√—°…“„ÀâÕ¬Ÿà „π√–¥—∫∑’ËμË”‰¥â‡ªìπ‡«≈“π“π ·≈–¡’§à“∑’Ë¥’°«à“§à“‡ª√’¬∫‡∑’¬∫ (K-L-C)
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√Ÿªπ’È· ¥ßº≈ß“π¢ÕßºŸâ àß¡Õ∫ ‚¥¬ Medrad °”Àπ¥„ÀâºŸâ àß¡Õ∫∑ÿ°√“¬μâÕß¡’
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 Õß¿“æ¢â“ßμâππ’È· ¥ß√–¥—∫§«“¡‰«â«“ß„®μàÕ∑’¡ºŸâ∫√‘À“√„π‡√◊ËÕß√–∫∫∏√√¡“¿‘∫“≈
®“°°“√ ”√«®¢Õß Medical Imaging ‚¥¬ ”√«®®“°∫√‘…—∑¥â“π Medical Imaging ™—Èππ”
®”π«π 20 ·Ààß ÷́Ëß∂◊Õ‡ªìπμ—«·∑π°≈ÿà¡≈Ÿ°§â“ æ∫«à“¡’·π«‚πâ¡∑’Ë¥’¢÷Èπ‡√◊ËÕ¬¡“ ·≈–¥’°«à“§Ÿà·¢àß
¡“° „π¢≥–‡¥’¬«°—π®“°°“√ ”√«®®“°æπ—°ß“π ( ÷́Ëß‡ªìπ stakeholder Õ’° segment Àπ÷Ëß) °Á
æ∫«à“‰¥âº≈≈—æ∏å∑’Ë¥’ ¡’·π«‚πâ¡∑’Ë¥’¢÷Èπ‡ªìπ≈”¥—∫ ·≈–¥’°«à“§à“‡∑’¬∫‡§’¬ß¢Õß Hay (K-L-T-C-S)
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FIGURE 7.6-1 Customer Confidence in Leadership

FIGURE 7.6-2 Employee Confidence in Leadership (Beat the Hay Best-in Class)
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>>>> √ÿª

1. À¡«¥∑’Ë 7 ∂◊Õ‡ªìπÀ¡«¥∑’Ë¡’§«“¡ ”§—≠∑’Ë ÿ¥ ”À√—∫∑ÿ°Õß§å°√∑’Ë¡ÿàß¡—Ëπ ŸàÕß§å°√∑’Ë
¡’º≈°“√¥”‡π‘π°“√∑’Ë‡ªìπ‡≈‘» ·≈–¥”√ß°“√‡μ‘∫‚μ‰¥âÕ¬à“ß¬—Ëß¬◊π

2. À¡«¥∑’Ë 7 ‡ªìπº≈≈—æ∏å¡“®“°°“√¥”‡π‘π°“√μ“¡·ºπ°≈¬ÿ∑∏å ·≈–°√–∫«π°“√
„πÀ¡«¥ 1 ∂÷ß 6 ¥—ßπ—Èπ μ—««—¥º≈≈—æ∏å∑’ËÕß§å°√„™â«—¥º≈ ·≈–ª√—∫ª√ÿß ®–μâÕß¡’§«“¡‡™◊ËÕ¡
‚¬ß (linkage) °—∫«—μ∂ÿª√– ß§å‡™‘ß°≈¬ÿ∑∏å·≈–°√–∫«π°“√„πÀ¡«¥ 1-6 ‡ ¡Õ

3. À“°º≈≈—æ∏å∑’Ë‰¥âÕÕ°¡“‰¡à¥’ π—ËπÕ“®À¡“¬§«“¡∂÷ß
3.1 °“√«“ß·ºπ°≈¬ÿ∑∏å∑’Ëº‘¥æ≈“¥  (wrong strategy)
3.2 °“√‰¡à‰¥â¥”‡π‘πμ“¡°≈¬ÿ∑∏å∑’Ë«“ß‰«âÕ¬à“ß¡’ª√– ‘∑∏‘¿“æ (right strategy but

ineffective strategy deployment)
3.3 «‘∏’°“√∑’Ë°”Àπ¥‰«â„π·μà≈–À¡«¥¬—ß‰¡à‡À¡“– ¡À√◊Õ‡ªìπ√–∫∫¥’æÕ (inappro-

priate or non-systematic approach)
3.4 °“√π”≈ß Ÿà°“√ªØ‘∫—μ‘Õ“®‰¡à ¡Ë”‡ ¡ÕÀ√◊Õ‰¡à®√‘ß®—ß (ineffective deployment)
3.5 ¢“¥°“√«—¥º≈ μ‘¥μ“¡º≈ ª√–‡¡‘πº≈ ·≈–ª√—∫ª√ÿß√–∫∫Õ¬à“ßμàÕ‡π◊ËÕß

∑”„Àâº≈≈—æ∏å∑’Ë‰¥â‰¡à¡’°“√æ—≤π“„π∑“ß∑’Ë¥’¢÷Èπ (no continuous learning)
3.6 ¢“¥∫Ÿ√≥“°“√¢Õß«‘∏’°“√¥”‡π‘π°“√„π¥â“πμà“ßÊ „Àâ‡°‘¥§«“¡‡™◊ËÕ¡‚¬ß

ª√– “π‡ªìπ√–∫∫‡¥’¬«°—π ·≈– àß‡ √‘¡´÷Ëß°—π·≈–°—π (no integration)
4. À¡«¥∑’Ë 7 ‡ªìπº≈ß“π∑’Ë·∑â®√‘ß¢ÕßÕß§å°√ À√◊Õ°≈à“«Õ’°π—¬Àπ÷Ëß §◊Õº≈ß“π¢Õß

∑’¡ºŸâ∫√‘À“√π—Ëπ‡Õß μ√“∫„¥∑’Ëº≈≈—æ∏å¢ÕßÀ¡«¥∑’Ë 7 ¬—ß‰¡à· ¥ß„Àâ‡ÀÁπ√–¥—∫º≈ß“π∑’Ë¥’‡¡◊ËÕ
‡∑’¬∫°—∫‡ªÑ“À¡“¬ ‰¡à‡ÀÁπ·π«‚πâ¡∑’Ë¥’¢÷Èπ‡√◊ËÕ¬Ê ·≈–¬—ß‰¡à “¡“√∂‡Õ“™π–§Ÿà·¢àßÀ√◊Õ§à“
‡ª√’¬∫‡∑’¬∫‰¥â μ√“∫π—Èπ ·ª≈«à“∑à“π¬—ß∫√‘À“√‰¥â‰¡à¥’®√‘ß ®–μâÕß¬âÕπ°≈—∫‰ª∑∫∑«π
μπ‡Õßμ“¡√“¬≈–‡Õ’¬¥„π¢âÕ 3 ¢â“ßμâπ«à“¬—ß§ß¡’‚Õ°“ æ—≤π“„πª√–‡¥Áπ„¥ ·≈–∑”°“√
·°â‰¢ª√—∫ª√ÿß„πª√–‡¥Áπ‡À≈à“π—Èπ

5. °“√‡¥‘π∑“ß ŸàÕß§å°√∑’Ë¡’º≈°“√¥”‡π‘π°“√‡ªìπ‡≈‘» ‡ª√’¬∫‡ ¡◊Õπ°“√‡¥‘π∑“ß‰°≈
∑’Ë¡’·μà®ÿ¥‡√‘Ë¡μâπ ·μà‰¡à¡’®ÿ¥ ‘Èπ ÿ¥ ¥—ßπ—Èπ °√–∫«π°“√∑’Ë°≈à“«∂÷ß„π¢âÕ 3 ·≈– 4 ®–μâÕß
‡°‘¥¢÷Èπ·≈–À¡ÿπ‡«’¬π ≈—∫°—π‰ª¡“Õ¬à“ß‰¡à¡’∑’Ë ‘Èπ ÿ¥‡™àπ°—π

¢Õ„Àâ¡’§«“¡ ÿ¢°—∫°“√æ—≤π“ ŸàÕß§å°√∑’Ë¡’°“√¥”‡π‘π°“√∑’Ë‡ªìπ‡≈‘»π–§√—∫
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>>>>Àπ∑“ß Ÿà·™¡ªá

>> ‚Õ°“ æ—≤π“ (Opportunity for Improvement)

>> ·ºπªØ‘∫—μ‘°“√·≈–ºŸâ√—∫º‘¥™Õ∫ (Action Plan)
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2. Scorebook Guideline

3. Caterpillar Application Summary

4. Medrad Application Summary

5. Boeing Aerospace Application Summary
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