UIOASSUANISUSAIS

WF. 9aa anssenny

. EFFICIENCY TECHNOLOGY

SERVICE \< - _ 2
INNOVATION JE

CUSTOMER hr RELIABILITY

“PRACTICE IMPROVEMENT




AJDIVKUIY
udOaASsSNUSAIS

u5cmssumsu§ms AD AIsUNAdIUAQLAzLLUdINIYAISONLTU o
viulkunwWiumsaaagvidus=uullaztnavAIILGILATS
yovRIGUSMsUITEDULLLONMYMISaSvAISUSAISALANCITY
WavaauauavdanuWowaldUavanA




LudAanAvIP:USMsIRAUaNAWD OBUAUDYAIIURDWDTD
lkuAanAagoidun uaztlumsusudsouaztWunamisikau
SSAD lagoAgns:zuoumsidanmiWuaudnarou(Eidu
LusMvlumsasvnsusasnuancv




Building Block yd2vudQnsSsSUUSA1S

01 voya (Data)

J

Lessons (Data) Processes

02  as:uoums (Process)

03  nalulad (Technologies)

Technologies Environment

04  amwuwadou (Environment)
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1.a1susaisuudnalku
(New Service Concept)

1.1 mswauwatumsikusas (Integrated Solution)
1.2 msthiauausnssuuuulkiu (Novel Offering)
1.3 misUsudsvaisusms (Service improvement)

1.4 amslKuSAIsNkUaAIUAMAQKID
(Beyond expectation service)



2. as:udumistKusaisiku
(New service process)

2.1 msWuMsUFFuWUSAUanAT
(Extended client interface)

2.2 ANSAQAUS:UUAISALUDUUSANS
(Innovated Service Delivery System)

2.3 AsUsuudsvKovlgauniu
(Improved Supply Chain)



3. lulaassaausaisiku
(New service business model)

3.1 lutaanmisasvsrolamausaisiku (New service
revenue model)

3.2 msaswoinsatigndusiulawatwuatua (Value
network cooperation)

3.3 msuuvaruaaralkd (New market segment)



A1SASIVASSAUINASSUAISUSNISAIKSU
ssApuSNIslus:au SMEs

1.amswWaguudavuudaaksonAundlunisuitauausasnuanavlUusindu

2.mswJagutlavsovnvaistiacodaaiskSonsiouconuanm(Gusnns M=t
3.mswagudsn1savuauusais

4.msuthinalulagunigUs=naulunmsdildussao
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Kistofer H. Love Lock, & Loren Rile

1.udanssuluusaiskan
(Major Service Innovation)

2. udaassuluns=udunIsKan
(Major Process Innovation)

3. mMsugnrgargnaanaun
(Product Line Extension)

4. ASUY1YAS=UIUNIS
(Process Line Extension)
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ol (Supplementary Service Innovation)

Kistofer H. Love Lock, &

. 6. n1sUsuuUsvusnls
Loren Rite ‘

(Service Improvement)

7. mswasuudavsluuu (Style Changes)
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Higher customer expectations Dramatic Transformation in Middle Class The rise of the mobile Internet

£ GUIDE TO CUSTOMER

EXPECTATIONS

o
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Once-in-a-lifetime opportunity for industry to win the game Big data and advanced analytics

Drive Loyalty beyond Reason
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Understand

Your Customer
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01 AsUsutdagusdiuuudanssuusais
(Institutionalize service innovation)

Usullaguus=aumsaivovanm (Personalize
the customer experience)

02

A1saqaAdIUGUGaulunISavLUDUAISUSAIS
(Simplify service delivery)

03
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AeuAINVLASYIAD (Economic Value

neuAINvassaus:losu (Functional Value

neuAINvaald (Psychological Value
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01 sUluuyavsrglduazmls (Revenue & Profit)

02 msyamsmoluovAns (Internal Management)

03 wWusDasua:ztrsatessan (Partnership)
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AfUAUUGUDVAUAILLIAZUSAIS
(FUNCTION)

sz:uulnAmovssa» (Ecosystem)
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Bumrungrad
ﬁo M E Specialist doctors providing you
@ with quality care at your doorstep

Service Center ?24hoursaday

asasivnmwanuad (Branding)
msig1fvanA (Access)

uSastasu (Support)




