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Abstract

This study explores these Critical Success Factors (CSF) of a functional technical support
organization within an enterprise. Identifying key definitions, using five enablers as the
AHP dimensions in an excellence model of the EFQM,European Foundation for Quality
Management, and observing directly to the organization help confirm these CSFs. The
survey questionnaire was constructed and the survey respondents were carefully chosen
with rich management experiences.

This66 study summarizes seven CSFs including the core value, the leadership style,
employee career-advancement structure, professional competence, safety-first and
regulatory-compliant culture, a diverse knowledge-sharing platform, as well as the
customer satisfaction priority.

This study can assist business leaders in strengthening and sustaining a successful
business model for a technical support organization. When opportunities exist to organize
a technical support organization, this study can serve as a reference source with expected
results. Let technical support organizations be affirmed and be valued within the

enterprise and help grow the enterprise professionally and steadily.

Keywords: Critical Success Factor (CSF), European Foundation for Quality Management

(EFQM), Analytic Hierarchy Process (AHP)
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Currently in Service Replaced
Total | | No.of Equipment Age (vears) No.of Age atRemoval (years)
Units 1 Units [ T\ | Std Dev | 959% C.L | Max | Min | | U™ [ Mean | Median | Std Dev | 95% CL | Max | Min
No cooling plant 4 2150 50 500350 21200 200 2001200
Chiller, absorption, indirect-fired, single-stage ] 6 |380] 380 | 00 0.0 |[38.0(380 0
Chiller, air-cooled reciprocating 16 15 [ 240 285 | 143 81 (370140 1 [11.0] 110 110110
Chiller, air-cooled rotary (screw) 9 8 [123] 85 | 103 | 82 [320]350 1 [230( 230 2301230
[ Chiller, centrifugal 239|209 |176| 180 | 82 15 |410[3.0 (|30 [232] 250 76 33 [420]70 ]

“First Cost” (chiller + refrigerant) 4.92%
Lifetime Service Costs* 6.53% ——

Lifetime Refrigerant Supply* 0.04% —
Lifetime Electrical Costs 88.51% ~—

30 Year Investment
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d Lo RN E4EA 61988 £ 100 % S FE AL ¢ (EFQM) &
ZEReE RS TERAEE EFQI E2g Jlaik & ¢4 > + 2% 1989 & » 4 & ih
Poent e F RO SURGEES 4 > 1992 E e 0 XA AR RN 0 Rp 2 FEREFR
(TQM) e & o 8 3] 1995 & 60%%cH 2 2 & % 2 058 k3= # i oo %% (Emami
2012) » 2 g A BB AT HIEMBF DL X 2 FRTSFFHFE -

EFQM #2304 B 4o 2-6 & & F ¥ A ARHY 0 2 5T BoSRE 4
TERFEAIL R w @ Pl (FE R~ A R - PEM R/ TR/ A
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G E ke R O L |1 ama BB R ke o
THEEP L ORE it 2R AR A RO RS T8 P h Bk L

L P L R L 5 TR AL A E RPN TS ARGF 2o (EFQM 2012)

Enablers Results

Leadership Processes, People Results Business Results
Products &

Services
Strategy Customer Results

Partnerships & | Society Results I
Resources

Learning, Creativity and Innovation

Bl 2-6 EFQM %o 5 7 4 T2 o A& 1050

©EFQM 2012
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AR A i R
- ~ & %% 47# Analytic Hierarchy Process

R B> 472 4_Thomas L.Saaty #1971 # #73 B Jerfm 3 » 5%, LA B * 4
P FENIE e s G S BB BRI A ERP D 1977 £ R SRR
J e B HRE S o (L.Saaty 1977) » 1980 & H#-is p £ ca@ o5 12 = 2 3%
# (Saaty 1980) » @ ¥ Ry EHeh™ { 25 {2 o

itz AP A& o i RFTe Wb w g7 27 5 BB 1

dRP A A PENFF RS HI R B AP R AR E R gL
BT BEOF R AR SR AP £ - BRAES PRS- B

R RN SR RN R ERE B ENE RS R B s T
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F b FE Ao

B o A7 A K R ONfRAAPHAF DR R &% F R BT R UPIE R F R
i S SRR S S AR PR TS SR
B g Ak g o AP GRIR G EARR AT AL B R MR R o Rl
AR LFR o
= R s 7E 2 BR

B Rt AHP % > R RER AR QRP AT (BIER  F Rk
1989):

(= )- BRI P IET ARIT S 5 Fl o f 22 KGR sk T E -

(Z)F RS - PP 7 0 FABRT L3 Hba it

(Z)F k2P P BB 4% b s p BETH (T 5B enp > 2 72 g o

()W EGEE P> 7RG R AL L o

(TS gty > L2 r L ga? o

(F)ER MM GET b LR PM GP LGRS Fie (ALE B
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T BRI BB R ORE 2 AP R ETFRI P X H S
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IS KEAYE D FECRB AR R 5 TG
LERT A FR P H A B IS A EFRET R A FA SR
WA o BB R AR - RFFE
YR s AT RN AR > FEJE LT F U A TH/-)2 B 5 B R
oo R0 - REERAE S M TR (Tillett 1989) »
N i T
To* R AR N A1 ix R AR AR BRI AR AR 320 A RT RA S
= Bre g GFEST 2013)
(=) 2 f sk
fR A TR R REPE 0 € R R e 3T R AR P AR Bt
B RA R AR ERIGES R AR F ERIFFEFR) 4oB 3-1 - Saaty
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1. #A & 25 foerd

FHBDPFIF o) - REEFAR R R ERFARF L LA 5
PR ESBAAPHELARR BRI E 31 IR RV A A
$HER B Baod n BRPFAPF o 27 nn¥(n-1)/2 B A & §

e o BB A AL 4o 5% 31

1/a12 1 azn (3_1)

4

[,

1/a1n l/aZn
Roasdidamed R R EORG FRAACRDTIA TREER T
TR T ER THFER e TeHER p ERTEEAP CRES 1>
35 T~ e Hb v p AT BAANTRZTE2:4-6-8 1%

B ook 31 RUA DL E KRR

%31 kmAJEE R TA

FE LR THEFL L =% R BIEP

1 FEE P SURFEG FEERE
(Equal Importance ) % 3% (Equally)

3 HEE e iR - T3
(Weak Importance) A3 (Moderately)

5 T8 M B 7] T dF R - T
(Essential Importance) ¥7 52 (Strongly)

7 e & M 2 5 7 i R - TR
(Demonstrated Importance) %= % (Very Strong)

9 BHELR e F ¥ i R - PR
(Absolute Importance) % 3 (Extremely)

2,4,6,8 ERM AN EHKE? FE (Intermediate Values)

T4k A :(Saaty 1980)
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2. PTESHESE R E

HELAR T LREFAZRETE» & w=(w, we, oo , W) e
1 W1/W2 ... w1/ Wn W1
Aw= w2/ W1 1 ... W2/ Whn W2 = nw
= Po1
Wn/W1 Wn/W2 ... 1 Wn

Flap LR F L F R M EIA LR R SHRFAA R £ iR

HU E TR ok B wi/w i § G R AR R B o Awmnw 7 A 2

|l

#7120 Saaty AR HAEL A B X BHCE v § T 00 ¥ Aw=7 W o B E
B REFEEBBELEFNZ L -

3. - REHE

- R F R ERERI IR E - B .@»Jfgﬁ—;;guﬁ LT R iEARY o 0T
FRMER DI ROEL > £ L - REBEL ? F-BRLARAFERE S
TF-R?2FTE- RPEETLAME > 2 5 - ®F (Consistency Ratio ,C.R. )
- 4p ¥ (Consistency Index, C.I.) friEt$4p# (Random Index > R.I.) 2 +*
bl

CR.= C.l. H¥Y Cl= Ymax -N RI. ¥ &% 32
R.I. n-1

B A RN TR E R N AR A s anTE > Saaty 2R - REF ER)

WA EN(0] o FTE-REFAEIRLD

%32 npfsd cd
Frdc | 1 2 3 4 5 6 7 8 9 10
R.I. 0.00 | 0.00 | 0.58 0.09 1.12 1.24 1.32 1.41 1.45 1.49

ALk p . (Saaty 1980)
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