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- MedCMU Direction
- MedCMU Customer Management

- MedCMU Monitoring / Review and
Improve Customer Experience
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A Trustworthy Medical School
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MedCMU'’s Goals Achievement

Performance
Improvement

TQA, Improve MedCMU performance with
Framework EJdPEx, AHA Performance Excellence Framework

Standard accreditation for ensure
effective MedCMU work system

WFME, ISO,
SIDCER-FERCAP

COSO, SPDCA (CaQl), RCA, LEAN, Quality Tools for performance
MEDIA, Innovation Portfolio improvement at all level

KM and Best Practice
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“A Trustworthy Medical School”
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Communication

Communication

by Senior Leader

MED CMU Direction
MED CMU Strategic
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Continuous

Continuous LEARNING:

Fact-based review
Gap analysis

Identify best practice /
innovation / OFI
SPDCA
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Quality

Quality Framework

integration:
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4D Customer Management Framework

Fig. 3.2-1 Product-Offering Process Man:

agemen’

o
2014

2025 MedCMU 4D Customer
Management Framework

. , ® Customer market segment
® MED Market demand ' ® Targeted customer/market

Customer
Framework

® Customer perception
(Sat./Dissat./Engage)

® Customer Complaint Mgmt.

sU32s §13.1-4,32-1,32-2,32:3
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MED VOC App Patient journey study = ool o
OC customer Attractiveness analysis . :

dashboard QS"UDUITIS 8
- vaMmMsaIuqganNA
= 4D Customer

Y 0 §

2 T—— Management

RS i Framework

51 3.1-4,321,32-2, 323

Ansoff matrix

Value Proposition Canva
SHA, CARE Model
Unfair risk analysis

o
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Customer & Stakeholder

Centered Organization

O - —

Goal

High customer
satisfaction and
engagement score

Best Practice /
Innovation

Customer Insight:

Customer Relationship Management:

Zocial listening for customer
insight

MED VOC Application
Patient journey study

OC Customer Dashboard
Value Proposition Canvas

Spiritual Healthcare in Action
CARE Model for complaint
management

1 wWuUs:anSwamssSu$ customer insight

TdusNisAcDUaUDYADIUGDLNS
N customer

“

[

\‘ 3 WU Customer satisfaction
] LKUDNIIALNYU

®

v 4

4 WU customer engagement

Performance IkliDNIAINYU

O 29 il
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dlAS1KUplyanvmisaala (Brand Audit) CMMU
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% L
’/ 100 BT
. n

R _ ; nsdumunitwosuwoLdev (Focus Group)
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USuUsv Insight Interview ua: Group Interview
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Voices of Key Customers SrSumswannagns
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. Med Student ATUMWE30 AU MsISounNan3uasgiu Customer Focus Product
mssSuwuuniSau, lomatuniswouuiautov Learning ENV,
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{ Int ergi ow } MobHEI OGD Post Grad msquatloldonnacu: Attractive Product and
— — & Student ArumMwaddalunisiseund Supportive system
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aAnvUwNeg U 4 VOS: _ . e G e :
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Marketing Campaign
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ZOCIAL Listening

youwa
Oal

MED CMU
Zocial Listening

Channel <
Framework

Framework -
MED CMU ZOClaI Eye EDUCATION SECTOR (PAIN POINTS) > Ana|y5is<

<

(Zocial Listening) HEALTH SERVICE SECTOR (@susn) >

HEALTH SERVICE SECTOR (PAIN POINTS) >

RESEARCH SECTOR (Wiuidaunn) >

PDPA

90 3u (u.a-§i.A. 2568)

FACEBOOK (\WWa/N§Nd16190u)

X, TIKTOK, YOUTUBE

PANTIP, REDDIT (Ing))

NEWS/BLOG

/53104 (MENTIONS, ENGAGEMENT, REACH)

ansualAlugin (SENTIMENT, NET SENTIMENT)

Watiapaaiiay (TOPIC CLUSTERS)

#2913a7fia (SEASONALITY)

SHARE OF VOICE

1AW PDPA

Ieawnzdayaasisae

liszyshauyana/gihe

b+

s MedCMU R
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dasUuansautnfnlaoin Zocial
Listening duoyauntdn
fumsdanNINagNSUD vLALTULY

MED-CMU ZOCIAL EYE
ANALYSIS REPORT

VolauoiBunagnsiWolasuunaunuiuon

“ CONTENTRTHEMES.

N LAB, inaidnSwLS duaUau), MENTOR
SPOTLIGHT, RESEARCH HIGHLIGHTS
+ STUDENT WELLBEING & SUPPORT: uSms/nu/iaaiua
IMPACT = It

u FORMAT{&(CHANNELPI’AYB OOK!

riouavnatin

CcASE LAINERS
* 16 : B3aTuIGuuTHL , NOTES SETUP, STUDY SPACE TOUR

H [ENGAGEMENT{LEVERS]

* UGC CONTESTS (#MYMEDCMU), AMAS fiuc191sti/isaBiaud, STUDY, BUDDY SERIES

u IMEASUREMENT,

* KPI : NET SENTIMENT, POSITIVE SHARE, ER (ENGAGEMENT RATE), SAVE/SHARE
RATE, TIME-TO-FIRST-RESPONSE

+ A/BTEST : faVo/aowtna/Sulaiia, CALL-TO-ACTION

VolauoiGunAiviuuiSonaziGus:uu

msnU-auqagsa

- auiek Wiz
mesnfin

* tBoszuu (1-2 o) : i CAPACITY MODEL safa/tos, shmuciwanioscisddars, i PEER-
SUPPORT/REST AREA

* KPI: BURNOUT INDEX, SICK LEAVE, NET SENTIMENT TOPIC "WORKLOAD™

misdoansiazasiy

UK Ik SHGLE SOURCE oF T (i Tl OA e, umss S mStsamh 44-28 51
. [

© P imteviesdnomsooas, CTh isone, ACOUACY » 395
AANUIUSUTamsUs:1TU/Toaou
* QUICK WIN: Twad "LOS MAPPING -+ S&Usaiu” dwmuudasnuses

* swu: amacimwnisUssuARE, POST-EXAM REVIEW 1nasg, RUBRICS navs
* KPL AwRoWatamsUsaDu, Sosianssel, NET SENTIMENT ~ASSESSMENT™

sswuasna/LMS/Suinosia

* QUICK WIN: doousowmaqsussmusiZoalng, OFF-PEAK UPLOAD SCHEDULE
. 999% UPTIME,
* KPE UPTIME, MITR, uiso “du” ana0

nNEWNsanalau/RovaIu

* QUICK WIN: s:0u05975/ HEATMAP morusunui, utneasdo

* KPE UTILIZATION uqa, LEAD TIME mstatiaunsel
ssmis/nufionas.

* QUICK WIN: E-FORM + TRACKER amue, > “ONE PAGE” doifaosaatu
motumsdy 10 5u

WELLBEING / a2 1uUa0aiy

« auiek

* KPE DaaRTaEDY, ANUTMOIYRUZIVEDY
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Zocial listening for Customer Insight ZOCIAL EYE by WISESIGHT

LWuEDVMUSU$ customer insight doonisysouimis Al Vessage | Ensesement [CCULEEE  Statistics
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o d y @ 870 @ 229,826 504

20 MESSAGES ENGAGES ACCOUNT
_ 10 2,612
w
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2 MESSAGES/DAY ENGAGEMENTS/D
£
5
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g
2 © ®
©
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R R R R R I R U R R S S S i S e N S S e i S Sl S S S S S S S i S S S S S S SR S
O D D O PO O D OO PO OO OO RRRLRRRR.RRRR R R R R B O B B & G B S B B S
P LW W WS W W W e W o o o o of o of of of of o of o of off O° 07 07 0" 07 07 0" 070 07 0" 0" O i
Nt ot AT of BT 0T ri\q:b,.ﬁo,{/\,fa%\ VN 0T TR TR A P O R P V7B 067 BT QTR D ) A0 Demographics
- Positive Neutral — Negative FEMALE MALE
wisesight.com d
0% 100%
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Zocial listening for Customer Insight

as,Ua‘lsaumﬁﬁ:Ichn Zocial Listening:
MED CMU Customer Un>udovmsindinang 3 awu laun

O=0 O=0 O=©

O=0 =0 O=0




/ %0 ﬂ ULAND
é@ .« MedCMU B8
X e it

Best Practice / Innovation

MED VOC Application Qlik@

Customer
Dashboard

Best Practice UK13nenag
UKISnandaBuotkuthiuls

Wudovnmovlumsasiv

uasvams

( \ AUFUWUS

5 ( \
o VEOE

VOCE OF GUSTOMER MED CMU

IWuADIWUSDALED
nasvsuADIAQLAU
- L

Version Google

2558 - 2559

2552 2553-2557

IWUMSSNUIADIUAU 2566 - JooUu
msaauauovnun \_ '

Untauo Best Practice 3 aniJu IWUADIWE:QON
LY. IWIWANUVIQLIU tumswnav App

VOC suuULGu [Usunsw VOC sw.
(Paper Base) (General)
5 l?“"a"“ 1.QR Code VOC sw. (general)
SuliasaviSau (25 wasu 200 KurevIu)
2.QR Code sw.luadvid
@ mssuwWognAiuawnna n/a (gnéauna)
- - 3.Real Time
e nsusstdund uwowah d1so




ove - [ LT
t.c MedCMU R

Best Practice / Innovation

OC Customer Dashboard

A. SAS1EAASAULNACIUNATWIU

o selections mwked B [ oechmats v | @ Sheets v | &3 Organ

D ol Adeser

= — - - Customer Dashboard

%"

saonrn
o Typed dsbise malltun, with_ § 8 i upectnd
ward_de puatates iy ittt <o [N oot F - I
; 3 o . x T 1 seens v G v | () e
o " s < >
Acate namghanyrgtn [ccenm 913 Acute ymphotase oo, . I o .
108 1006 00 o s e -u o h g o
-
- IwWovlllunNnanAl tlacninuQ
3533 Laporessaps dvtorrssss v
#nna Hihuuan -danns 2 —_ — - _—
OPD- jeds
H
- 2471 :
1PO-icdy =
1PDHicds_sama ey
N 32
: P w 4 acee » -
]
Crunealiouen Gunujdeslu ey L
TAaRN Wait Ti ycleTime ¢ <y
Ennaibe twd Xsfihunn sy tadunssinunuuste m e i i - e i vy vy T - g .
12 oo ooh
1,343,088 Lot Berrin. L—‘::‘ v Weaiting Time [+) . OPD_Cycle Time (Target 2:18) CycteTime_faSunfuen (Targe.. 4
[o———_—" 1:32 2:82 / 2:40 < T 3 Ot
s Py TR W ax [ _J ®
245351 OPD_Cyele Time (auanan) CycleTime_Soduntuun (Wousren) B .t
3wl .t »
——_— st [ 2:08 2:43
4 il 1ull % =
o o sossnnene. T soven [ e T W MO LA A W MM M0 Hie NS WS MW MR DM Wi e W W aUEd e ade & i A i WD D a0 Wew M g - nae s
el ve
. I saancarn.. | R »agovon... | <+
> | A ™ % Last 12 month -
unters 8 : mesaatonet.. [ [ ] it | - W || — X
e ! T Ui sasenoe. [ - Fowes o [ - vaosvai... | - e
2013 s, S 1 ] o I ® [
tseation_group wernrngss B mrnoahid wanty
nonnadnlaié foTvdwunin - Last 12 Month vl ia G liduuni - sl vurnnrgndssia Asiduuih - sudau -
s w0 1155 . f H ‘o s
® . ®
@ 2 = . L]
e =7 T - R--3--4 . L4 °
' ; > TR S e
Other 00 . . l I . . . . l




anAta:d ruaarandia

v

Key Market
Segment

Key Customer
Segment

Targeted
Customer/
Mark et

MedCMU
Brand
Positioning

tYUovATU

-

MedCMU |

HAILAND

\‘L

Medical Service Medical Education Medical Research

. Non- N _ .
Public Degree lBVIBINIS LBOWITUBE
Degree
( N 4 7 "’Z n — ~
#Uos (OPD, IPD) urAUG ][ uFPG Iw gu LE] RIGNANUDVY I ATKNUSSY
N1ONISLWNE)
\, J \ \, J
4 ) o L) 4 )
RUselsABUBDU untsau UFL.OU e e
maAtio/ Cluster-based WIKNUDDE
wUJUnuaUassntumswmousms L N
AUSuEONY maAta/ Research anods:inA
" N ' uns1a
\§ J Y, \§ J
4 ) 4 )
Super-Tertiary . . o .
Advanced care AcadeMed High quality & hlgh |mpa§t medical
High quality/safety Edutainment research & innovation
Networking

UALITY
LASS

2024

\. J




HMLAND
UALITY
LASS

Qc )[

Best Practice / Innovation
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Customer Value / Engagement
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Enhancing spiritual care and spiritual at work
through spiritual core values, in pursuit of
becoming a “Trustworthy University Hospital”
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Best Practice / Innovation

CARE Model for Customer Complaint Management

MSOPUEUDVCID Usudsvns:udoumstwy CARE Model twoms
USMSQd8LUDA vaMsyosSovISyUNnbUs:ansSmw rnunovn

stgzpaaastumsuiluduminsovisou ’
Comprehend vovRUoe (5u)
suWoUtgmnmouuammmto . Ty p—

& Approaching Target
Apologized 0 = =m
volnulasluuncd : . . .
@ =0 cvmu e Gloh (

ReSOIve s:a:t:)a'\msclauauao_ciaﬁa§am§au '
damsundoumlaelsd vDVHISeU (52Tuv)
Bca’ate and Reco’-d N o ; Outperforming Benchmark
uo\)wlna:)ua\)lwau:)ulhaaua.uunn 2 ' ’ —
Josoviduulus:uuVOC .




® MED Customer insight
" MED Market demand
" MED Customer feedback

® Customer market segment

® Targeted customer/market
® Customer requirement
® +Best practice
1312313

5314

Customer
Framework

® New Product/Innovation

| | portfolio
Market success e e
i M t
® Customer perception anagemen

" Customer Experience Management
®  Customer Support

" Customer Complaint Management

510314, 3.2-1, 322, 3.2-3

(Sat./Dissat./Engage)

sl324

4D Customer
Management Framework

&b i MedCmu

4P Operational
Excellence Framework

12 Requirement
Establishment

2.3 Feasibility
Establishment

42 KM &
Innovation
management &
Best Practice

3.2 Quality
Assurance

Customer Insight and Product/Service Design
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Ideation Design Feasibility Implement &
Test/ Validate Scale-up

Define problem Design thinking Implementation
Idea generation Tech., Inno., plan
Customer value,
Excellence, Risk,
Agility, Law, Env.

LWUNS:UDUMS MED CMU MED CMU Sandbox
ideation a>ons Service/Process
Study Best Practice Design Template
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4P Operational Excellence Framework
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Medical Education METSISTEM
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Medicine

METS/STEM ACSF Framework

F Module 6

Medical education administration and management
s Module 5

Research in Medical Education

c3 Module 4
Curriculum Design & Development

Module 3
C c2 Course Structure and Evaluation

Ccl1 Module 2
Assessment & Evaluation

A C

Curriculum Committee
Medical education administration and

Course Manager
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Course
Committee

[7,] Research in Medical Education

F

Non-Technical Skills SAFE Medical School NTS training collaborate with MeDhri Center

Learning Environment Med EDKMDay AcadeMED TALK  Consultation [individual/group]

Percentage of students who passed national license (NL) exam.

NL-1 exam
&

2020 01 2 200 w01 w0 50
BOMU 7200 720 8167 DMDCMU 8920 9200 11 Lo L) L
Biational 7180 6850 na Bhational 870 80 520 Ll 1000 954

Percentage of students who passed
s
Percentage of students who passed
NL-2 exam
s s =4
Percentage of students who passed
NL-3 exam
g8 3 8 8
H
H
H
H
i
H
H
H
H
H
H

Improving Trend & Outperforming National Average

Percentage of Student
who got GPA > 350

100 87 .
76 Improving Trend
67

46 47
50 38 41
29
“ '
0

1styear  2ndyear  3rd year
W 2020 W 2021 2022

ASPIRE Award Certificate of Merit 2024
Faculty Development

QU
ASPIRE

Sat. Score of Graduate with
Quality of Teaching

(+]
ACADEMED "4 Faculty of Medicine, Chiang Mai
o 87 ez, METS|STEM University, Thailand
Sm:‘ ER RS Mo has been awarded the 2024
g~ OTe™ TR

Certificate of Merit
A\ L IN FACULTY DEVELOPMENT
amee oo
7A? The International Association for / e

Health Professions Education !

Percentage of TOP 2 BOX score

2021 2022* 2023

* During COVID-19 pandemic

Sat. Score of Graduate with
Performance of the curriculum

878 L)
830
790

80
7 8 81 02021
60 m2022*
50 2023
“
30
2
10

0

pdated & relevant i

with the present situation

Percentage of TOP 2 BOX score

& sufficlent knowledge/skills for your career
* During COVID-19 pandemic
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MED CMU Product/Process Improvement Integration Framework
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Customer Centric and Operational Excellence:
Lessons Learned from MedCMU
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