View metadata, citation and similar papers at core.ac.uk

-
brought to you by i CORE

provided by Xiamen University Institutional Repository

A 10384 A =t B
¥5: X2006156077 UDC

iy
oL ¥ R o# X

e SR M IR S IR BT 5

Reengineering the Installation and Maintenance Service

Process of Shaoxing Telecommunications

% 9

e HL: F OE ¥ HR
+ &k % fR: ITHEHE (EMBA)
WwXRXAH: 2011 F 8 A
WX EHMAH: 2011 £ 12 A
FAEFAEA: 2011 4 A

EREREER:
W A

2011 £ 12 A


https://core.ac.uk/display/41403163?utm_source=pdf&utm_medium=banner&utm_campaign=pdf-decoration-v1

BIXFEFAR IR EE A

AN EAZ M AR A NAE FINHR TR, M58 I T
Ko ANAEWRLEIEH S HADAN NG DA BRIV TR, 1)
AE SO DATE 24 57 AW W], IR SRV (TR S50 2
ARG GRATO).

FIAN s AL SR ( JURAL (4D
RIBFTEA, 3R ( ) WREL () 222 EiSE E
welh, 7E ( ) SR ESE . GEAELL BT AHE R

R R A A 5T N BRI S AR, ARAT IS W2, AT DLASERE
)

PN (BE4):



BXFEZAIEE(ERERFH

AN TTREAARYE (A N RN 2 67 2% 8 47 58 Tt /3
) S RUE DR BERME e A 238 30, I 1A 578 BT ] B R e HLMIE AL
AL CRUFRARRNT R T/, SRV AALIRSCREANZ T K K45
(EYE R Ci L EENINE I NIV R PNE 2 b2 VAT S IPANE S
ot o 2 6 Ve SO B RO R REA TR R R A A8 ST AR A
GG RS, SRHZED S AR Bl sl Hee 0y s AR 22 A8 3

ZS= S AT S

( ) LT TR AR & Do o A8 I IR B 24 AR 30
¥ FOH HffE, S REH EEERG

( ) 2. ARE, EH] RIRIAL

GET7ELL FAHRN AR S NET “ V7 BUE EAN N . R 2= 185
Wk D28 ST TR SR IR 22 D1 2 B e IS AL 30, REET TR AR
TE B AR SCE Y AT AR 30 R IREAHE /Y, BRA

L AL
NATFAALR L, ¥IE ) R

PN (Z4):
¥ H H






=

Bt ELIER PR S5 T )RR JE, o ] LA B Y DA St I 208 3 5 e 1)
SR Bk S5 SR L 7 A TR A et A S A VR b 5 At R ELIBR M 45 RAL Y,
HIidg, JFARARAERE A P AR R e, A AR ST E S A5 B IR 2 4
PERIAL P, XA LSS T A Bt AR S OB 23K, ri {5 e i
G ORI ] SR AR B B IR SR e R . TV P 2
B i OB A SRS o YT LUK B SR A ST A5 b 55 B0 U (K9SB 4 AR S5 U A AL 55 S0 4%
ARG, MELL AL 2R DI ZR S BIRST oK, DL AT A0 20 S0
R R 55 (R0 0T B2 4 I 55 W RE P I A TR A 9

AR SCNANVAZE RN i SR A, AR SCHRIES AL b, BT DAL HE21
PUIR S5 5 B PEAN S & A AT T 958, TEA T2 4 e 5% DR AN YA A% 7 3¢ PO
I EHRFEMREYE IR 55 20 7 W R M 2R 5, 2 T AT IR A AR (KB 5 AN AL
Mt e R S BRI 5 ik, S e e 5 R . Rt — 2B AT
W, ASCERH LM IT ARG S8 SR A2, R isty
MIRSE i, RREHRTT R4l 55 2 i R

KEEIR: BeYeikss, VIR, WIEERTT






Abstract
With the rapid development of internet technology and applications, China

telecom proposed the strategy of the transformation from a traditional network carrier
to the integrated information service provider, which including expanding the internet
and information application market that based on the original voice services, and
actively promoting establishing the of brand customer system and telecom’s
advantages. It is proposed by the diversity and complexity of the information
technology applications that some new requirements of the telecommunications
business development, design and process specifications. The installation and
maintenance service process also extended from the original installation, remove,
repairing to customized terminals, installation of ITV products, broadband
troubleshooting, and so on. But for a long time, the installation and maintenance
service process is designed for traditional telecommunications, thus it could not
satisfy the customers’ diverse, personalized information services demands. So it is
very necessary to study on rebuilding a new installation and maintenance service
process which supporting the customized brand services.

Based on the study of papers, and according to the demands of Telecom
Company and customers, this thesis studied on rebuilding a new installation and
maintenance service process. It uses the combination of quantitative and qualitative
research methods of analysis, including the cause and effect diagram, the Pareto
diagram, comparative law, and so on. By finding out various factors that affect the
customer satisfaction, analyzing the existing shortcomings and inadequacies of the
process, this thesis designs a scientific, suitable installation and maintenance service
process which could improve efficiency.

In order to regularize the new process, the thesis also gives some suggestions
such as optimizing IT supporting systems and improving the performance appraisal
which will help to maintain the stable and efficient operation of the process as well as

improve the customer satisfaction to installation and maintenance service process.

Key Word: installation and maintenance service, process rebuilding, improving

customer satisfaction
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