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ABSTRACT

The management of campus inventory about document and process should be
considered as an emergency situation to be improved to offer the better quality services from
the campus of Suan Sunandha Rajabhat Unviersity. The improvement of campus inventory
document and process is now vital to the success of the both on campus and off campus to
use the same system. One of the important university policy stated that modern online system
needed to implement as soon as possible. The major objectives of this research were to
understand the flow of document and process of campus inventory and to offer guidelines to
improve the flow of document and process of campus inventory to be highly effective. In
order to find the results, the using a qualitative research technique was properly conducted
with a total of 20 main staff who involved with the campus inventory system from various
departments of university at the summer of the year 2019. An in-depth interview format was
designed and conducted to gain more in-sight information from the focus group. The findings
from the respondents unveiled that the sample group all agreed that the system of campus
inventory about document and process should be upgraded to 100 percent online. Since there
were many benefits of online systems, the inventory document and process online system
must be quickly implemented and all the involved staff must be re-trained for the new
upgraded system. Moreover, the system must be able to monitoring constantly and conducted a
survey to gain feedback and suggestions to improve better quality of campus inventory system.

Keyword: Improvement, Campus Inventory, Document and Process, Service Quality
INTRODUCTION

Campus inventory improvement is considered a critical determinant of competitiveness.
Attention to the level of improvement is inventory can help the higher education organization
to differentiate itself from other competitors and certainly to gain a lasting competitive
advantage. It may seem that the inventory improvement will be closed to the level of
customers, however, it is an important piece of jigsaws to the overall performance and
productivity of the organization. High quality services from the improvement of campus
inventory and document process is a key to improve long term profitability by reducing costs,
time, and unnecessary mistakes of service quality. In general, service quality affects the level of
employees’ and customers’ satisfaction. Many researches have shown that both employee’s and
customers’ satisfaction are so significant to the long term success and long term profitability.
Dissatisfied employees cannot produce high quality of goods and services. Whereas dissatisfied
customers will not repurchase the goods and services of the company and will not provide
positive word of mouth for new customers.

Improvement of campus inventory document and process is one of the vital and
necessary functions of the campus of Suan Sunandha Rajabhat University that needed to be
enhanced to be able to serve customers with the most effective way. The improvement of
inventory document and process needs for staff to grasp the ideas of key important factors for
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success which based on the concept of management that there are a priority need to focus on
key factors which are decisive for the success of the improvement in any organization. In
order to ensure that the staff and management can obtain the right key success, there is a need
to survey those who have a long experience working with the field of campus inventory and
process and be able to suggest key success in the formal focus group.

Since we are living and working in the constant changing environment and disruptive
technology, knowledge and skill enhancement of staff and management of campus inventory
about document and process should be considered as urgency situation to ensure better
quality services from the administrative office in the main campus of Suan Sunandha
Rajabhat Unviersity. The improvement must be accurate, free of errors, and direct to the
point of the wants and needs of the modern organizations. Hence, the researcher is interested
in investigating and collecting the key success of the improvement of campus inventory
document and process in the main campus of Suan Sunandha Rajabhat University.

METHODOLOGY

Inventory document and process is one of the most important functions of modern
higher education institutions. The more improvement, the better of the system. This study
focused on the study and investigation of the improveent of inventory document and process
in the main campus of Suan Sunandha Rajabhat University, Bangkok, Thailand. The
objectives of this research were to examine and to find the answers of the key success for the
improvement of the flow of document and process of campus inventory as well as to use
findings and discussion to provide guidelines to improve the flow of document and process of
campus inventory to be highly effective. In order to obtain results, the method of qualitative
research technique was properly utilized and conducted with a total of 20 main staff who
involved with the campus inventory system from various departments of university at the
second quarter of the year 2019. In fact, the method of in-depth interview format was
employed to ensure the benefits of in-sight information from the focus group.

FINDINGS

Table 1. Key Factors for Improvement of Inventory Document and Process
No. Key Factors for Improvement Percentage
1. | Obtain management commitment 95
2. | Develop quality strategy 90
3. | Use new information technology system 85
4. | ldentify problems and errors 85
5. | Set up new monitoring system 80
6. | Promote free and open communication system 75
7. | Set up an special team to investigate sensitive problems 75
8. | Have a regular training and specific training 70
9. | ldentify needs and changes in customers 65
10. | Promote brainstorming from staff and network 60

The findings from table one reveals the important findings of the in-depth interview
collected from the twenty respondents who agree that there were at least ten key factors for
improvement of document and inventory process. First, the respondents agreed about 95
percent that obtaining management commitment is the number one important key success for
improvement of document and inventory process. Second, the respondents agreed about 90
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percent that development of quality strategy is the number two important key success for
improvement of document and inventory process. Third, the respondents agreed about 85
percent that using new information technology system is the number three important key
success for improvement of document and inventory process. Fourth, the respondents agreed
about 80 percent that identifying problems and errors is the number four important key
success for improvement of document and inventory process. Fifth, the respondents agreed
about 80 percent that setting up new monitoring system is the number five important key
success for improvement of document and inventory process. Sixth, the respondents agreed
about 75 percent that promoting free and open communication system is the number six
important key success for improvement of document and inventory process. Seven, the
respondents agreed about 75 percent that setting up a special team to investigate sensitive
problems is the number seven important key success for improvement of document and
inventory process. Eight, the respondents agreed about 70 percent that having a regular
training and specific training is the number eight important key success for improvement of
document and inventory process. Ninth, the respondents agreed about 65 percent that
identifying needs and changes in customers is the number nine important key success for
improvement of document and inventory process. Finally, the respondents agreed about 60
percent that allowing brainstorming from both staff and network is the number ten important
key success for improvement of document and inventory process.

ACKNOWLEDGEMENT

To complete this study, it is important to thank Institution of Research and
Development, Suan Sunandha Rajabhat University for their financial support. Mandy thanks
also go to the respondents of this survey for their time and their kind sharing of knowledge,
experience, and comments. Also, my heart and appreciation go to Asst. Prof. Dr. Kevin
Wongleedee, Director of Institute of Lifelong Learning Promotion and Creativity, for his
proof reading of this manuscript.

REFERENCES

[1]  Akan, P. (1995). Dimensions of Service Quality: A Study in Istanbul. Managing
Service Quality. 5(6): pp. 39-43.

[2] Bitner, M (1987). “Contextual Cues and Consumer Satisfaction: The Role of Physical
Surroundings and Employee Behaviors in Service Settings. Unpublished Doctoral
Dissertation, University of Washington.

[3] Choi, T.Y. & Chu, R. (2001). Determinants of Hotel Guests’ Satisfaction and Repeat
Patronage in the Hong Kong Hotel Industry. International Journal of Hospitality
Management. 20: pp. 277-297.

[4] Edvardsson, B., A. Gustafsson, et al. (2000). New Service Development and
Innovation in the New Economy. Lund, Studentlitteratur.

[5] Ekinci Y. & Sirakaya E. (2004). ‘An Examination of the Antecedents and
Consequences of Customer Satisfaction’. In: Crouch G.I., Perdue R.R., Timmermans
H.J.P., & Uysal M. Consumer Psychology of Tourism, Hospitality and Leisure.
Cambridge, MA: CABI Publishing, pp. 189-202.

[6] Halil Nadiri and Kashif Hussain (2005), “Diagnosing the Zone of Tolerance for Hotel
Services”, Managing Service Quality, Vol.15, 3, p.261.

[7] Lee H., Lee Y., Yoo D. (2000). “The determinants of perceived quality and its
relationship with satisfaction”, Journal of Services Marketing, Vol.14, No.3.

O©ICBTS Copyright by Author(s) | The 2019 International Academic Multidisciplines Research Conference in Berlin 200



[8]

[9]

[10]

[11]

[12]

[13]

[14]

[15]

[16]

[17]

[18]

Parasuraman, A., Valarie, A. Zeithamal, and Leonard L. Berry (1988), “SERVQUAL.:
A Multiple-ltem Scale for Measuring Consumer Perceptions of Service Quality,”
Journal of Retailing, Vol.64, No.1, 12-40.

Parasuraman, A., Zeithamal, V.A. and Berry, L.L. (1994), “Reassessment of
Expectations as a Comparison Standard in Measuring Service Quality: Implications
for future Research”, Journal of Marketing, Vol.58, Jan pp.111-124.

Mitra, A. (2000). Fundamental of quality control and improvement (2nd edtion).
India: Prentice-Hall  Private. Ltd.

Teery G. Vavra (1997). Improving your measurement of customer satisfaction: a
guide to creating, conducting, analyzing, and reporting customer satisfaction
measurement programs. American Society for Qualit. p.47.

Watike, C. (2014). Service quality and customer satisfaction in hotels in Nairobi,
Kenya. Master Business Administration. University of Nairobi.

Wongleedee, Kevin (2017). “Customer Satisfaction in the Airline Industry: Comparison
Between Low-cost and Full Service Airlines” Suan Sunandha Rajabhat University,
Actual Problems of Economics. Scientific Economic Journal. No 1 (187) 2017.
Wongleedee, Kevin (2016). “Factors Influencing Revisit Intentions of International
Tourists: A Case Of Bangkok, Thailand” Suan Sunandha Rajabhat University, Actual
Problems of Economics. Scientific Economic Journal. No 6 (182) 2016.

Wongleedee, Kevin (2016). “Customer Satisfaction as a Factor of Airlines’ Loyalty
programs Development: the Case of Thai Airways-Domestic” Suan Sunandha
Rajabhat University, Actual Problems of Economics. Scientific Economic Journal.
No 1 (175) 20186.

Wongleedee, Kevin (2016). “Important Motivation Factors For Foreign Reinvestment
in Thailand” Suan Sunandha Rajabhat University, Actual Problems of Economics.
Scientific Economic Journal. No 6 (180) 2016.

Wongleedee, Kevin (2016). “Customer Satisfaction as a Factor of Airlines’ Loyalty
programs Development: the Case of Thai Airways-Domestic” Suan Sunandha Rajabhat
University, Actual Problems of Economics. Scientific Economic Journal. No 1 (175)
2016.

Yoo, D.K. & Park, J.A. (2007). Perceived service quality — Analyzing relationships
among employees, customers, and financial performance. International Journal of
Quality & Reliability Management, 21(9): pp.908-926.

O©ICBTS Copyright by Author(s) | The 2019 International Academic Multidisciplines Research Conference in Berlin 201



