
Central Pattana Chiangmai Company Limited 

Leading the Organization to Achieve the Vision 

 For  the operation of the Central Pattana Chiangmai 
Company Limited (CPN-CM) to achieve its vision and 
mission while at the same time support the business 
direction of Central Pattana Public Company Limited (CPN) 
both short and long run, the management team of CPN-CM 
(GM) will once again review the vision, commitment, 
mission and values of CPN-CM during CHANG Annual 
Meeting (CAM).  

 From the commitment in becoming a The Leader of 
Shopping Plaza Developer in Northern Region 2010, CPN-
CM has been focusing on the development based on the 
TQA Framework with a concentration on the cross 
functional team. From the management team “Chang 
Committee (CC)” that consists of a team responsible for 
each area function (PCC PQC PHC PSC PBC) to 

employees who work in the same department or employees 
working across the department through CC, CPNQA, 
CHANG Mission/Dream Team to ensure that the operations 
of the CPN-CM meet all the requirement of stakeholders 
effectively.  

 In the process of setting and reviewing the vision, GM 
and CC will analyze the organization, identifies SWOT 
strategic advantage and strategic challenges of CPN-CM. 
To review the vision and the  mission of Core Competency 
(Step 1), GM set a framework by bringing the voice and 
opinions of the customers, suppliers, shareholders, 
employees, communities all stakeholder as well as  
M-PLEST (Marketing, Political, Legal, Economic, Social, 
Technology) that attributed to the analysis of vision, mission 

and strategy of CPN to set forth the strategy of CPN-CM.  

 After the vision and mission fits the current situation, GM and CC will provide the vision through the POWER Strategy 
Map that specifies strategic objectives for each side (step 2). This is to ensure the needs and expectations of employees, 
customers, suppliers, partners, key customers, communities and other stakeholders come to the balanced stage (step 3). 
Then the performance indicators will be set for operations primarily using POWER Scorecard to review the results on a 
monthly basis (Step 4). If there is any plan that fail to perform accordingly, CC will work together to set the guidelines to 
improve the performance of current projects, otherwise assign The project team CPNQA or CHANG Mission/Dream Team 

to the relevant authority to improve the processes and tasks, provide operational support to achieve the target set (step 5).  
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 If any process is discovered to provide  
an efficient result, it will be set the standard 
(Standardization) for everyone to follow (step 6).  

 For the department and personal level, there  
will be a sharing of strategic objectives through  
DePA (Department Terms of Operation) and  
O-KPI (Individual Evaluation), in line with its  
POWER Strategy Map and POWER Scorecard.  
All departments in CPN-CM will work together in 
reaching the strategic objectives of the Action Plan 
for each sub-process as well as monitoring the 
performance of each department through shopping 
center monthly meetings and daily follow-up 
meetings.  

 In addition to the transmission of strategy through POWER Strategy Map, POWER 
Scorecard, DePA and O-KPI, GM and CC also notice the importance of communication 
across the organization along with stakeholders. Therefore, CPN-CM came across the 
development of both single-and two-way communications. This is to ensure that all 
stakeholders share a clear perspective of our business direction, be ready to support 
CPN-CM operations more effectively and achieve the vision set forth in the each 
department and on individual levels.  
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Establishing the Relationship with Customers and Tenants in the Shopping Center 

 Product Innovation is one of the process CPN-CM use in respond to meet the demand beyond the expectation of 
customers and tenants. By gathering the information discussed during the meeting to create the strategic planning and 
revise of CPN-CM SWOT on yearly basis, market survey, foreign business visit, competitor analysis, consulting with other 
agencies, customer survey by marketing research team, customer feedback from VOCS, allow us to notice the Critical 
Business Requirement and the Critical Customer Requirement concerning with customers. In addition, the discussion in 
the CC meeting on the renovation of the rental space and the service improvement should be implemented by the PCC 
team.  The team will then analyze and prioritize the information for the final evaluation whether the project should be 
emphasizing on the Renovation or the Re-Merchandising Mix. 

VOCS (Voice of Customer System)   

 CPN-CM customer feedback system is carried out by all 
agencies that are the Touch Point of customers. From Shoppers/
Tenants complaints and suggestions, data collection from customer 
visit to the market research will be recorded in the VOCS. The VOCS 
will then immediately send the notification to the authority responsible 
in resolving the issue. Every progress made will be recorded into the 
system until the final step of solutions. This way, the applicant could 
know that the problem reported earlier is resolved and able to share 
the feedback with customers. However, listening to customers, 
whether a Tenant or a Shopper on the other hand, will be based on 
the life cycle of each customer through various communication 
channels. This is based from the propriety and convenience of 
customers. All data will be summarized in the report of CC monthly 
meeting in consideration of ways to improve the standard by the 
Chang Mission or the team relevant to proceed according to the 
PDCA (as shown in the picture).  
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    Customer Complaints Management System    

 CPN-CM has our own management system in dealing with customer complain from both Tenants and Shoppers. If it is 
a regular complaint which can be corrected immediately, corrective actions should be implemented at the discretion of 
the authority responsible for the matter. After the procedure is done, there will be an inspection conducting by a person 
relevant to make sure that it reaches a certain standard. If the decision required is beyond the employee’s power, 
complaints will be send to the manager in charge immediately. Otherwise, if the case exceeds the department capability, 
the brainstorming will take place through the CC so the Committee (PCC PQC PHC or PSC) could share a solution 
together. In the case where a complaint requires cooperation among all parties, it will be submitted to the CC for further 
analysis and editing through the CHANG Mission. The activity or project that has been taken into account will be 
constantly evaluated. This is to improve the operation so that it could meet the need of customers with the transition to ISO 

9001 that provides a better standard for the operation system.  

 

 
    Customer Satisfaction and Commitment Assessment 

 CPN hires agencies to conduct an annual survey on customer satisfaction of 
both tenants and shoppers. The survey is conducted to show the comparison 
between our competitors and every branches of CPN shopping center. To receive 
the complete information, CPN-CM conducted the assessment of customer/tenant 
satisfaction using various methods with each having different objectives depending 
on the service provided. The data is brought to analyze for the constant 
performance improvement of the ongoing project through CHANG Mission, CPNQA 
and Service Initiatives. These programs are believed in driving us in becoming a 
true leader in the management of shopping plaza. Results of project 
implementation in the past few years has shown a continuous increase in customer 
satisfaction from both Tenants and Customers.  Factors contributed to the success 
are the atmosphere of shopping complex in particular, the Merchandising Mix that 
able to gain the customer satisfaction, the service provided to customers met the 
Service Standard as well as other events and activities that draws traffic in. 
Consequently, CentralPlaza Chiangmai Airport score for the shops and customers 
satisfaction skyrocket compared to its competitors, achieving the vision our 
management team defined as “The Leader of Shopping Plaza Developer in 
Northern Region.”  75


