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APPLYING THE ANALYTIC NETWORK PROCESS TO
DEVELOPMENT OF KEY PERFORMANCE INDICATORS
IN SERVICE QUALITY FOR THE ELECTRICITY GENERATING
AUTHORITY OF THAILAND
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The aim of this research is to develop key performance indicators (KPIs) suitable for controlling
and evaluating service quality performances of Electricity Generating Authority of Thailand, so that the
execution would follow organization goals; i.e. electricity supply is sufficient without a burden to
economic growth, and a chance of being a world-class organization in electricity infrastructure business is
boosted. The research starts with collecting all related KPIs and categorizing them to four aspects based
on EU’s concept; i.e., quality, continuity, reliability, and customer satisfaction. The most favorable KPIs
is chosen by questionnaire responses from the directors of Electricity Power Control System. They are
based on best fit to the organization and data availability. Weighting approach is applied to make various
scores in KPIs. This approach can be formulated by using Analytical Network Process (ANP) resulting in
attaining the most appropriate 8 KPIs which are suitable to the organization’s requirements. Also, it
covers four aspects of KPIs as stated earlier.

Key words: Analytical Network Process, ANP, Key Performance Indicators, KPIs, Service Quality
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