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I.INTRODUCTION

1.1 Background of the Project

To be successful most traditional companies seeking to grow their profits and
sales have to spend considerabl e time and resources searching a market for new
customers. In contemporary business, it is not enough to be market share leader.
Today's companies must pay closer attention to their customer defection rate (the rate at
which they lose customer) also. Especially in mobile business, there is high competition.
The high customer defection rate can cause profit 1oss and bad image of the company.

To be aleader of mobile operator in Thailand, A1S company always cares for
customer loyalty and retention. The company's core revenue is airtime using of the
customer. Although as of December 2000, there are 1.3 million subscribers in networks
including GSM, NMT and Prepaid (One-2-Call), the company tries to apply new
technology to improve the satisfaction of subscribers.

Since the end of last year, the company had expanded services to customer based
on Web technology such as abill presentment on the Web, User Center on the Web etc.
1 year of installing online service, there are 25,000 users of the service on the net. This
amount is about 2% of all company's subscribers. Given more channels to deliver our
services to customer isaway to increase users to use new services. Kiosk services have
been designed to be a channel to deliver value added services to company's customer
because kiosk is a machine which can offer direct response services to customer and can
be placed in stores, airports, and other locations.

The infrastructure of the system has a concept similar to Service on the Net, but it
tries to reduce weak point of service on the net. The customer can easily reach to a new

channel of service by making transaction at kiosk station in the department store,

1



community center and etc. Customers of kiosk service do not need to have their own
internet account to use service on internet. They need amobile of MS. The fee of
serviceisfreefor MS customer at kiosk station.

The benefits of company are having more channels for customers to connect to
and use M S service, reducing employee work time to answer customer's question,
reducing company cost to hire employee and other company for online service to
customer, and creating company image as technology |leader in telecommunication
business.

For this project, | will analyze the present system in service on the net in the
purpose of developing new system on kiosk station. The application of designing ison
kiosk environment. Some services which exist on the net probably do not have on kiosk
because of limitation of kiosk environment. But, | will add a new service to kiosk for
more customers' convenience.

1.2 Objectives of the Project

To implement the kiosk services system for AIS customer services.

(1) To provide customers the company information kiosk pages give
information about new handset model, promotion, and new services of
company.

(2) To provide customers the mobile invoice of last 1, 2 months and current
mobile invoices are available at kiosk terminal for member to view it.

(3) To providetheinquired and updated content of customer information,
customers can inquiry and update their own mobile's value added services.

In case of lost mobile, they can pend mobile service at kiosk terminal also.



(4) Tousekiosk service for increasing customer self-service channel, there are
alot of numbers of company's customers The more customer self-service
channels, the more customer satisfaction.

(5) Toreduce service cost at front office. The company intends to develop not
only quality of network but also for quality of service. To meet objectives of
the company, it should increase customer service staff but that needs much
money. Kiosk service terminal can support many customers at alow cost
operation, if it is compared to staff cost.

1.3 Scope of the Project

This project focuses on customer services on kiosk terminal. This project begins
with problem studies of the existing system at service on the net system. To improve
quality of service of the company and service satisfaction of the customer, this project
develops self-service kiosk system. Main concepts are to reduce customer service
workload at front office and to increase the number of customer at virtual office by
using computer and network technology.

Customer feature services are to provide both non member and member of the
kiosk system. For non-members, they can view information about promotion, mobile
handset price list, and other information about the company. Furthermore, non-members
who are AlS subscribers can instantly apply to the system at kiosk.

For system member, the system provides online service on the kiosk terminal for
member's convenience. This project studies requirement and specification of hardware,
software, application and service features that are appropriate to the kiosk environment.
Moreover, the project also studies economic feasibility and implementation plan of the

proposed system.



Consequently in feasibility study, the proposed system scopesin a5 years study

with 10 kiosk service stations.



1.4 Project Plan

Task No|Task Name Nov Dec Jan Feb Mar
1 Prepare and submit the project proposal —
2 Gather the related information —
3 Analyze Data I —
4 Determine solution E—
5 |Implementation T—
6 Prepare and project paper  —
7 present the project -

Figure 1.1. Gantt Chart.




II.THE EXISTING SYSTEM

2.1 Background of the Organization

Advanced Info Service Public Company Limited (AlS) is acomputer business
which was established in 1986. In 1990, the company was granted a 20-year BTO
(Build-Transfer-Operate) concession from the Telephone Organization of Thailand
(TQOT) to operate cellular phone networks using NMT (Nordic Mobile Telephone) 900
and Digital GSM (Global System for Mobile Communications) standard at a frequency
of 900 MHz.

In 1995, the company started the first Digital GSM's Automatic International
Roaming service in Hong Kong. Later, in 1996, the 20-year concession was extended to
25 years. In the end of 1996, Digital GSM expands its network to all provincesin
Thailand. Later, Digital GSM launched GSM Internet Integration in 1997. In the end of
1997, the company implemented SIS, anti-cloning protection system, entering over
700,000 Cellular 900 handsets. Later the company implemented Fraud Management
System, monitors cellular phone call 24 hours a day to spot irregularities. This ensures
that innocent subscribers whose handsets are misappropriated for instance, do not face
exorbitant bill. Then, in 1998 there were Grand Opening Priority Call Center 271-9000,
the world class call center providing the consistent and accurate information for Cellular
900 and Digital GSM subscribers. In 1999, the company implemented the prepaid
system and service on the net in the area of website WWW.ais900.com.

MSwas listed in the stock Exchange of Thailand (SET) on November 5, 1991. In
1993, The company expanded its wireless communication networks by investing in

Advanced Paging Co., Ltd., amarket leader in paging service: "Phonelink”. M S holds



60% of sharesin Advanced Paging. Operation analog NMT 900 and Digital GSM
mobile phone networks, M S is the mobile phone market leader in Thailand, with total
subscribers of 1,270,000 at the end of 2000.

In the future, M S still has to improve the system capacity and performance. MS
continues to install more Transmission Links that provide connections between handsets
and RBSs, employing all types of transmission links-microwave, fiber optic and satellite
transmission systems. The customer benefit is that they can use their mobile every
where not only in Thailand but also in other countries by GSM's Automatic
International Roaming service.

Moreover, the company emphasizes on the high satisfaction of the customer by
customer services. The company continues to expand point of service for customer
convenience to connect to MS. The customer can easily use our services such as paying
balance, changing mobile owner, disconnecting their mobiles, and pending their mobiles
at every service point nationwide.

2.2 Existing Business Functions

The existing business functions of the organization of AlS can be classified as
follows:

(1) Main service as wireless network operator

The company operates cellular phone networks using NMT (Nordic
Mobile Telephone) 900 and Digital GSM (Global System for Mobile
Communications) standard at a frequency of 900 MHz.

(2) Support service at service points



@

(b)

Branch Office

The company has 11 branches to support the customer
throughout the country, there are 8 outlets all over Bangkok which
located at Shinawatra 2 building, Future park (Bang-Khae), World-
Trade Center, Future Park (Rang-sit), Bang-Chang glass house,
Central (Bangna), Central (Pinklao), and Fashion Island.

Moreover, There are 8 branches through out which located at
Chiangmai, Hatyai, Nakorn-ratchasrima, Nakorn-Sawan, Surat-Thani,
U-dorn-Thani, Chonburi, Nakorn-pathom.

Service Center

The company has expanded its service centers and dealer shops
nationwide. Every service center has an online system that links to the
computer center of the company.

Service on the net
The company has awebsite, www.ais900.com, which provides

information of the company and service information to customers.


http://www.ais900.com

CHAIRMAN BOARD-AIS

CHAIRMAN WIRELESS COMMUNICATION

CHIEF OPERATING

OFFICER (COO)

Wireless

Controller

Internal

Audit

Engineering

Wireless Internet Mkt.

Marketing

Service Operation

Information System Support

Lega

Business

Relationship

Public Relation

Human Resource Mgt.

Human Resource Develop Mgt.

Figure 2.1. Organization Chart of AlIS.
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Figure 2.3. The Context Diagram of the Existing System of the Service
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Figure 2.4. The Data Flow Diagram Level - O of the Existing System of
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2.3 Current Problemsand Area for | mprovements
2.3.1 Overview of the Service on the Net System

The main strategy of AlSisto sustain the position of being the mobile network
that offers the best service in term of network coverage, network quality both indoor
and outdoor, and to continue focusing on customer retention program in order to
keep high profitable customer and to maintain customer base.

To provide more customers' satisfaction services, AlS offers subscribers
electrically service transaction over the Internet in  www.ais900.com, The ais900
website is a self -service Internet to customer. Company brings customer
opportunities to find company, product information, and online services.

Online serviceislimited to system members who sign up for this service first
on the customer services link. The sign up process is designed to verify the real
owner of the mobile by keying in mobile number and id card no. After that,
customers can get their password from the sign up process to log-in into the system.
So, customers use only their mobile number and password to login to the service on
the net system.

The provided service of service on the net system can be listed as follows:

(1)  Billing center

Customers can see the information of their last 3 months statements.

(2) Pay balance

After, seeing their statement, user can pay their balance over the

Internet payment.

13
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(3) Search statement
The advance menu of billing center, user can search the calling
transaction by conditions.
(4 Inquiry Center
Customers can send a question and recommendation to the
company.
(5) Vaue added Services
Customers can apply or cancel the value added services of their
mobile.
(6) User Center
Customer can change their password, E-mail address, billing
address, and mobile number status.
(7 Minute plus
Customers can see minute plus points of their mobile.
(8) Call charge check up
Customers can check up their call charge of the present bill cycle.
(9 Reconnect
Customers can pay for the reconnect charge in case their mobiles
are disconnected.
(10) International roaming
Customers can check up their International roaming status and their

International roaming promotion.
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2.3.2 Current Problems

In Thailand nowadays, mobile usage and wireless technology is very popular
and the demand in wirelessis greatly increasing. To sustain rapid market growths as
long as possible, the company continues to improve its network quality and add new
service feature to maintain customer satisfaction of the company service. To make
customer service cover all subscribersin Thailand, the company has to expand more
service points. Traditionally, the company tried to increase counter service and call
center. But the operation cost is very high and human's service quality is hard to
control. Therefore, the company tries to provide service coverage and service
differentiation to customer with the use of computer and network technology. The
company's purposes are to help customer get our services easily and do transactions
more efficiently by themselves at home over the Internet. This serviceis called
"Service on the Net". Service on the net isinstalled in a part of www.ais900.com,
Since 1998 there is only 2% of the whole subscribers who use the services of Service
on the Net. After studying the existing system, problems are found as follows:

(1)  Accessihility to Internet is inconvenient for many potential customers

(20 Equipment is needed to reach Service on the net such as computer,

Internet account and telephone line
(3) Computer and Internet knowledge is required for customer to get
company's service.

(4)  Accessibility to Internet is still expensive.

(5 Complexity content in www.ais900.com

To make more convenient to customer, company has an ideato bring a self-

contained unit that combines hardware and software to blend all current mediato

15
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serve customers. A self-contained unit is called "Kiosk". The technology is quite

advanced. It allows for kiosks to be very sophisticated stationary robots that can

communicate and interact with a user.

According to Service on the net system problem and benefits of purposed

service system - Kiosk-, which are the area of improvement will emphasis on the

areas as follows:

(1)

4)

(6)

Kiosk provides a computer online related service

Kiosk requires a simple user interface that can be used without training or
documentation

The hardware of kiosk must be rugged and capabl e of operating
unattended for long periods of time

Touch screen can provide some of these features because they enable a
user to enter and display information on the same device and eliminate
the need for keyboards, which are prone to break.

Kiosk can be placed at any places such as shopping center, community
center and etc.

Kiosk has reliable security system

16



1. THE PROPOSED SYSTEM

3.1 User Requirements

Kiosk service system needs service system, which provides service as follows:

(1)

2

4)

(6)

(7)

)

The general information such as after sale service information, mobile set
price and privilege from the company shall be provided to both non-
member and member of AlS.

For personal information of member, customers have to apply before
using the service.

The personal kiosk service system shall provide service to AIS member.
Both old members of service on the net and members of kiosk can use the
AlS kiosk service.

Members of MS system can apply to this service via MS service on the
net and kiosk station.

After applying the service, customers could use login to service system
immediately by using their own mobile number and password.

The system shall verify the user of the system by mobile number and
password, which is received after signing up from the system.

The customer has to key in personal 1d. no. or passport no. to verify the
person.

Personal services are provide to customers as follows:
(@  Apply or cancel Value Added Services such as voice mails service,

mobile office service.

(b)  Change pending status service

17



()  Check up minutes plus point
(d) Bill presentment service
()  Current Cal Charge

(f)  Reguest documents such as invoices or other documents.

The user requirements are translated into system characteristic during design.

An information system can meet user request since it can accomplish the stated

following:

(1)
)
©)
(4)
®)

Performs the right procedures properly

Presents information in an acceptable and effective fashion
Procedures accurate results

Provides an acceptance interface and method of information

Provides areliable system

The requirement from user is that the proposed system should be able to

perform as follows:

(1)
2
©)
(4)
®)
(6)
(7)

All services can be controlled and be able to access upon right request
Application is easy to use and implement

The system can provide information upon user request

The response time of the service is acceptable

The serviceis easily used and understood by customers

Maintain the consistency and integrity of data

The presentation data synchronizes to other service channels

The customer data updates instantly after changing request of customers

18



3.2 System Design

The proposed system was designed with an aim to solve the weak points existing

in the existed system as stated before and also to meet all of the user requirements.

Therefore the proposed system was designed and can be viewed as follows:

The input requirements of the kiosk service system are:

(1)
2
©)
(4)

Mobile no and Identification No. of customers
Customer database
Billing database

Marketing Database

The output services of kiosk service system for customer are:

(1)

)

(4)

(6)

Customer convenience isincreasing. They can easily get company
information from kiosk information page such as promotion and handset
price

Customer can get real time balance including airtime balance usage and
other service charge from billing center service

Customer can activate or cancel mobile value added services at kiosk
terminal

Customer can change immediately mobile status from pending mobile
service

Customer can check up minute plus point and current call charge instantly
from minute plus service and current call charge service

Customer can request service document on line at kiosk station.

19
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Processes of new proposed system
Process 1: Verified customer
Process 2: Sign in kiosk service
Process 3: Serve customers
Process 3.1 Marketing information service
Process 3.2: Billing information service
Process 3.2.1: Load bill to system
Process 3.2.2: Generate bill to XML format
Process 3.2.3: Retrieve bill data to screen
Process 3.3: Call & Get customer service
Process 3.3.1: Show menu to customer
Process 3.3.2: Get customer action
Process 3.3.3: Show active customer data
Process 3.3.4: Update customer data as customer request

Process 3.3.5: Show confirmation data to customer

20
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Figure 3.1. Context Diagram of the Proposed System of the Kiosk Service System.
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Figure 3.2. Data Flow Diagram Level - O of the Proposed
System of the Kiosk Service System.
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3.3 Hardwar e and Softwar e Requirements
3.3.1 Hardware Requirement
(1)  Window NT Server 1 system

CPU Number of Processor 2 Up

Memory 64 GB Up

Internal disk storage 252 GB

1/O bandwidth 3.2 GB/Sec
Aggregate bandwidth 12.8 GB/sec
Hard disk 10GB

RAM 512 MB

Network interface card

Monitor 17" SVGA Color monitor with Non-interface and
low radiation

Keyboard 101 keys Thai/Eng

Mouse

(2) Kiosk station 10 systems

CPU Processor 266MMX - Pentium 11 500 MHz

RAM memory 32-128 MB

Hard disk 2.1-6 GB

USB Ports

Serial Ports, 10/100 Ethernet LAN

Monitor 12.1" TFT

12.1" LCD Touch Screen

Virtual keyboard

23



12.1" LCD Touch Screen
Virtual keyboard
Surge Protection/UPS
Speaker and amplified external speaker jack
Wireless Lan
Thermal Printer
3.3.2 Software Requirement

NT Server

(1)  Windows NT Server 4.0

(2) Web Server Application

Client

(1) Windows NT Operating system

(2) Explorer or Netscape Browser

(3) Virtual keyboard Application

24



AIS Branch

Hub
Wosk Station

AIS Branch

Figure 3.3. System Configuration of the Kiosk Service System.
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3.4 Database Design

Kiosk service system is a channel of the company to distribute service to more
customers. To achieve security purpose of the system, most database is placed in MS
database. Thisis centralizing database system.

The system only has a member file in the proposed system. It consists of:

(1) MobileNo Type  Number Length 7
(20 Customer account Type  Number Length 10
(3 Password Type Alphanumeric Length 15

A concerned point in the proposed system is the synchronize of datain the
proposed system and company database. The format of both data stores should have the
same format and type such as customer database. It is an important point when kiosk
page call and get services.

3.5 Documentation
System Documentation

Context Diagram: It is the graphic model of the kiosk service system, which
shows aflow of data and information between the system and external entities. See
Figure 2.3 for the existing system and Figure 3.1 for the proposed system.

Data Flow Diagram (DFD): It is agraphic model representation and flow of data,
processing functions, and data stores which are used to support processing in Kiosk
service system. See data flow diagram level O in Figure 2.4 for the existing system and
Figure 3.2 for the proposed system.

Graphical User Interface Design: It is a screen design of the kiosk service system

for interface with user. See Appendix B.
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Data Documentation

Data Dictionary: It islisting of terms and their definitions for all dataitems and
data stores of Kiosk service system. See Appendix A.

3.6 Security and Controls

One of the most important considerations in the development of system operation
is security. When an application program is created, anyone can access the program if
needed. Therefore, Advance Information Service PLC. needs to be extremely careful at
this point.

The security methods used for the Kiosk service system are passwords and
authorization codes. Only those persons with a"need to know" are key-in the passwords
and given authorization codes can operate the program. Furthermore, the personal data
of customer are confidential information. The mobile number and password of
customers are encoded before keeping in data stores. It will be decoded only when
verified user at login processes.

Every customer data has be retrieved from AlS database to the purposed system
over the data communication. So, all data has to be encoded during data transferring.
The decoded process happens only at destination of data.

Also in kiosk display page, all customer displays data are deleted immediately
after changing page to prevent customer data for appearing to others.

For kiosk physical security, the kiosk terminal has metal enclosure for ruggedness,

key-lock protected power switch, key-lock protected removable media and mechanical

protection on e ectronic box cover.

27



Logical securities of kiosk are flex disk media (booting and/ or access), power
switch (disable via software), diskless LAN load support for version-control, and no
accessible hardware reset.

User Training

System gives knowledge to different level of users which are as follows:

(1) Usersinthefield of System Administration take care of the system

(2) Helpdesk and call center receives problems from customers
User Name and Password

Assign user name and password to each user who is assigned to work on the
system. Make the rule to change the password period.
Log File of the System

Most installations have printed forms on which the user enter job name,
submission time, and other job parameters. Thisinformation provides a gross total turn
around time in the computer server. Therefore, all processes occur in service system is
recorded in log file.
3.7 Cost/Benefit Analysis
3.7.1 Benefit Analysis

Benefit which user will receive from the proposed system can be classified in 2

types, tangible and intangible benefit

28



Table 3.1. Project Benefit.

Tangible Benefit Worksheet

Kiosk Services System Project

Y ear 1 through 5

A. Cost reduction (reduce service staff cost) 4,320,000
Salary * shift time* month * station = 12000* 3* 12* 10
Total tangible benefits 4,320,000

Table3.2. Intangible Benefits.

Intangible Benefit worksheet

Kiosk Services System Project

e Moretimely Information

Information processing

efficiency

* Improved organizational Image

Improved asset utilization

* Improved organizational flexibility

Improved resource control

e Auvailibility of new, better, or more

information

Increased accuracy in clerical

operations

Positive impacts on society
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3.7.2 Cost Analysis

Table 3.3. One Time Costs.

ONE-TIME COSTS WORKSHEET
(10 Terminal study)
Year O

A. System study and Architecture design costs 200,000
B. New Hardware 5,500,000
C. Application design & Programming & Content creation 1,000,000
D. User training 100,000
E. Site preparation & Fit client & Store minder implementation 1,000,000
F. Other / Consultation 600,000
TOTAL one-time cost 8,400,000

Table 3.4. Recurring Costs.

RECURRING COSTS WORKSHEET

Year 1 though 5
A. Application software maintenance 192,000
B. Incremental data storage requires: 20G * 10,000 10,000
C. Incremental communications 480,000
D. Hardware & Software maintenance 10,000
TOTAL one-time cost 692,000
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Breakeven Analysis

Break-even analysis determines the point at which the cost of the proposed
system equals the cost of the existing system, or the cost of a new system equalsits
benefits. After determining the break-even point, the analyst subjectively evaluates

conditions in the project to assess its acceptability.

Table 3.5. Economic Feasibility Analysis Table.

Cash Flow Year O Year 1 Year 2 Year 3 Year 4 Year 5 TOTALS
Description
Net economic benefit 4,320,000.00 4,320,000.00 4,320,000.00 4,320,000.00 4,320,000.00
Discount Rate (5% ) 1.0000 0.9524] 0.9070 0.8638 0.8227 0.7835
PV of benefits -| 4,114,368.00| 3,918,240.00 3,731,616.00 3,554,064.00 3,384,720.00
NPV of al BENEFITS 4,114,368.00 8,032,608.00| 11,764,224.00( 15,318,288.00| 18,703,008.00| 18,703,008.00
One-time COSTS - 8,400,000.00
Recurring Costs - 692,000.00( - 692,000.00 - 692,000.00|] - 692,000.00( - ' 692,000.00
Discount Rate ( 5 %) 1.00 0.9524 0.9070 0.8638 0.8227 0.7835
PV of Recurring Costs -| - 659,060.80] - 627,644.00] - 597,749.60] - 569,308.40| - 542,182.00
NPV of al COSTS - 8,400,000.00 |- 9,059,060.80 |- 9,686,704.80 [10,284,454.40 (10,853,762.80 [-11,395,944.80 |-11,395,944.80
Overal NPV 7,307,063.20
Overal ROI - ( Overal NPV/ NPV of al COSTS) 0.64
Break-even Analysis
Yearly NPV Cash Flow | - 8,400,000.00( 3,455,307.20 3,290,596.00 3,133,866.40 2,984,755.60 2,842,538.00
Overall NPV Cash Flow| - 8,400,000.00(- 4,944,692.80| - 1,654,096.80 1,479,769.60 4,464,525.20 7,307,063.20
Project break-even occurf between years 2 ghd 3
Use frist year of positive cash flow to calculate break-even fradion (( 3,133,866.40(1,479,769.60) / 3,133,866.40) = 0.53
Actual break-even occurred at 2.53years
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Figure 3.4. Breakeven Analysis of Proposed System.
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V. PROJECT IMPLEMENTATION

4.1 Overview of Project Implementation

The project implementation can be divided into 3 main parts, System analysis,

System design and System implementation.

(1)

2

System Analysis

The purpose of systems analysisis to define the logical properties of a
system and to solve a business problem, to understand how data flow in the
organization, to define processing requirements.
System Design

The purpose of systems design isto transform the logical design
specification into atechnical design specification. It shows how computer
programs are organized and it specifies how all input, output, datafile, and
processing control requirements are to be designed.
System Implementation

The purpose of system implementation is to translate technical plan
into usable software. It involves the purchase of hardware and software,
programming and testing and the process of making the hardware and

software and tested computer programs operational .

4.2 Test Plan and Results

Plan to test can be classified in 2 parts. program testing and user acceptance

testing.
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(1) Program Testing
Programmers must release the code they have designed and tested,
they have unit test in every module and correction of result. When the unit
test are completed they have system test to combine all modules and test
correction of input data and output data.
(2) User Acceptance Test
Users who did not write the computer code and who are responsible
for determining the requirement compl eteness of the computer system,

testing the response time of the process and seeing if the new system has
completeness of document.
4.3 Training Users
User training is one of the most important parts of conversion. It is designed to
provide users with hand-on experience with the new system. User can try out software
directly, observing how it responds to input entered correctly and incorrectly. Under the

watchful eye of the trainer, users gain experience in the use of a system before it

becomes operational.
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V.CONCLUSIONSAND RECOMMENDATIONS

5.1 Conclusions

The kiosk services system can increase customer satisfaction. After studying the
existing service system, customers take more time at counter service waiting in queue.
If they want to use customer services over Internet, they need to have their own Internet
account to make alink to MS web site. Moreover, The number of users are limited in
technology and computer business group. This service can not reach to large number of
customers.

The kiosk services system allows customers to make their transaction by
themselves et their fingertip with kiosk anytime at business areas. After implementing
the kiosk service system, customer can get convenience and instant services from the
company as follows:

(1) Kiosk service system offers company information as current airtime
promotion, handsets price list and up to date after sale service from
company.

(20 Kiosk service system provides customer with online billing information
including airtime usage and other service change.

(3) Kiosk service system enable customers to activate, cancel or update mobile
service or service status on line from minute plus, change mobile status or

value added service menu.
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Moreover, kiosk service system could be great profitable to organization as

follows:

(1) Kiosk service system expands the service place to cover customer with
minimal cost, acompany can easily and quickly locate more customers with
the same quality services.

(2) Other benefit includes improved image, improved customer service, shorter
delivery time, easy access to information, and reduction of front office cost
aswell asincreased flexibility.

5.2 Recommendations

One important criteriain the kiosk services system isthe service feature. If the
customers can have more service feature at a kiosk station, they will find it more
convenient and that creates a better relationship between them and the company. The
kiosk station is useful for service where customers seek greater convenience transaction
and information about service and value differences. So after implementation of the
purposed project, to increase value added of kiosk service system we should add more
service feature to customer in the next phase developed. Variety services can be added
in kiosk service station such as airtime payment service, reconnect payment or add one-
2-call card. Customer may get more convenience from kiosk service station. Company
can reduce break-even period from addition service after first phase implementation.

To ensure the new system reaches the company's expectation, an evaluation on

customer number of the new system is done after it has been implemented for awhile.
The number of satisfied customers between the old and new system will be counted and

compared to see the difference.
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To ensure the new system reaches the customer's satisfaction, an evaluation on
system response time of the new system is done after it has been implemented for a
while. The number of system response time between the old and new system will be
compared to see difference.

If the response time of new system is more than the old system, the alternative
concept in database design should be determined. A recommendation database concept

is database replication. The response time will decrease from calling directly

from M S database.
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APPENDIX A

DATA DICTIONARY

38



Table A.1. Data Dictionary.

Object Name Object Type Object Short Description

1. Authorized data Data Flow Authorized data for user login

2. Billing data Data Flow Customer billing data

3. Confirmation data and Data Flow Data update confirmation and change service for

service customer

4. Customer Data Data Flow Customer data for operation

5. Login data Data Flow Customer data for login to system

6. Marketing data Data Flow Company marketing data, price list

7. Marketing Information Data Flow Public marketing information

8. Request service Data Flow Request services from customer

9. Service and Confirmation Data Flow Customer service and mobile service and

data confirmation message to customer

10. Service authorize Data Flow Customer Authorize to request services

11. Servicerequest Data Flow Data change or mobile service request from
customer

12. SignUp Data Flow Customer sign up to system

13. Sign Up data Data Flow Customer data—mobile number + ID card no. —
For sign up process

14. Update customer data Data Flow Update customer datain AlS database

15. Kiosk member Data store File which keeps information of kiosk member

16.Billing database

External Entity

Mobile usage Billing Data

17.Customer database

External Entity

All AlS customers database

18. Customer file

External Entity

File which keeps change of customer data
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Table A.1. Data Dictionary, (Continued)

Object Name

Object Type

Object Short Description

19. Customer

Externa Entity

AIS customer

20. Marketing department

External Entity

One section of AlSwhichisresponsiblein

marketing management

21. Serve AlS customer Process Serve AlS service as customer request
22. Signin kiosk service Process Signin to kiosk system
23. Verified Customer Process Verified customer data
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FILE LAYOUT
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Table B.1. Customer File.

Seq. Field Description Type Length
1 CUST CODE Customer code Numeric 10
2 CUST_TITLE Title of customer Alphabetic 10
3 CUST NAME Name of customer Alphabetic 50
4 CUST BIRTH DATE | Birth date of customer Numeric 8
5 CUST_ADDRESS Address of customer Alphabetic 50
6 CUST_ZIP_CODE Zip code of address of Alphanumeric 5
customer
7 CUST_MOBILE Telephone no of customer Numeric 7
Table B.2. Customer Mobile File.
Seq. Field Description Type Length
1 MOBILE NO Customer Mobile No Numeric 7
2 CUST CODE Customer Code Numeric 10
3 MOBILE_STATUS Status of Mobile Alphanumeric 2
4 SERVICE_FEATURE | Festure of Mobile Alphanumeric 3

CODE
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Table B.3. Mobile Feature File.

Seq. Field Description Type Length
1 SERVICE_FEATURE | Feature of Mobile Alphanumeric 3
_ CODE
2 FEATURE_DESC Feature description Alphabetic 50
Table B.4. Marketing File.
Seq. Field Description Type Length
1 PROMOTION CODE | Promotion code Alphanumeric 10
2 PROMOTION DESC | Promotion description Alphabetic 50
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Aluntitled Document - Microsoft Internet Explorer provided by Internet KSC

€ C:\My Documents\Kiosk\sign html
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Figure C.1. On Line Sign in Screen.
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Figure C.2. Apply Condition Information.
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Figure C.3. Apply to System or Sign Up Screen.

47




You have been signed up for AlS Service on the net
The below information was used tesign you up:

ﬁt@duziu

éalsa‘u,&ﬁﬁu Vi s, vyl
suifr wmwin njaiens : ;

N/A
E-Mail

lersan®mail com
You account will be activated immediately except Billing Service.
Needed to be activated in a few day Please use the following password to login.

Asrentsresnenernernay

Passward

1234
Please call AIS Call Center (271-9000) or E-Mail to
callcenter@ais300.com if you need any furthet information.
Thanks you for using Advanced info Service.

Figure C.4. Confirm Information / Password Screen.

48




usnis
depa ONLINE

R T R R R T )

Muansahfuimseanliadiui onidu
tudauvsauSmisisonglundwnliusnissunéonu
Ardunsa Wusmslamoiu 3 5u
o Fuinihaans ilisu

b

Figure C.5. After Sign Up.
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Figure C.7. Billing Center Screen.
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Figure C.8. Billing Information Screen.




uSmsioya
F ONLINE

usSmissudindonos

@ 1wages 900
e .
& fi00a Aadu

Figure C.9. Value Added Service Screen.
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Figure C.10. Voice Mail and Mobile Office Screen.
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Figure C.11. Language Selection Menu for Voice Mail.
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Figure C.12. Confirmation Page for Value Added Service.
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Figure C.13. Change to Pending Status.
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Figure C.14. Change to Service Status.
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Figure C.15. Minute Plus Check Up.
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Figure C.16. Request Document Type Menu.
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Figure C.17. Request Document Screen.
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APPENDIX D
KIOSK TERMINAL LAYOUT
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Figure D.1. Kiosk Terminal Design.
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