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Abstract - Sukhiothai Thammathirat Open University (STOU) uses many standards to measure quality assurance. The 
newest one is Education Criteria for Performance Excellence. STOU uses Education Criteria for Performance Excellence not 
only for quality assurance but also for strategic management. Education Criteria for Performance Excellence consists of core 
values and concepts, organizational profile, leadership, strategy, customers, measurement, analysis, and knowledge 
management, workforce, operations and results. Studies at STOU are not confined to traditional classrooms. The STOU 
distance learning system makes quality higher education accessible to all, providing students with the freedom to study and 
interact according to their individual circumstances and locations. Courses are developed by course teams and then delivered 
to students through distance media. STOU has one main campus for administrators and instructors as well as an extensive 
network of study and service centers throughout the country. STOU is an open university using Distance education system to 
delivery knowledge and experience to students through distance media consist of print-based and computer-based (e-
learning). As technological capabilities increase throughout the country, STOU continually explores opportunities to 
implement new media. STOU’s strategic planning process is the operation which all STOU’s offices participate. The STOU 
high level executives determine direction and framework for the Planning Department to inform all university work agencies 
so that the 15-year Development Plan, 5-year Strategic Plan, and the annual operation plan are formulated in the same 
direction and connected with the university goals. The strategic planning process consists of 5 steps. Step 1: The Planning 
Division prepares an evaluation report of work performance based on the 5-year Strategic Plan, the annual operation plan, 
and evaluation of risk management plan. Step 2: The Planning Division analyzes and reviews SWOT and main competencies 
by processing data from STOU performance results, and evaluates the context of all work units by asking and interviewing 
students, clients, graduate students, users of graduate students, academics, and collects data from concerned outside work 
agencies. Step 3:The Planning Division takes the information obtained in Step 2 to review and determine the vision, mission, 
purpose, KPI, strategies, programs/projects of STOU’s 5-year Strategic Plan and proposes to the university council for 
approval. Step 4: The Planning Division conducts a meeting to impart STOU’s 5-year Strategic Plan to all work units to 
enable them to prepare their own 5-year Strategic Plan in accordance with the vision, strategic issues, and goals of the 
university. Step 5:The Planning Division passes on the corporate KPI in the form of 3C (Clone, Contribute, and Create) and 
programs/projects of STOU’s 5-year Strategic Plan and provides advices to all work units on how to transform their own 5-
year Strategic Plan into the annual operation plan. 
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Sukhiothai Thammathirat Open University (STOU) 
uses many standards to measure quality assurance. 
The newest one is Education Criteria for Performance 
Excellence. STOU uses Education Criteria for 
Performance Excellence not only for quality 
assurance but also for strategic management. 

Education Criteria for Performance Excellence 
consists of core values and concepts, organizational 
profile, leadership, strategy, customers, measurement, 
analysis, and knowledge management, workforce, 
operations and results. 
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Education Criteria for Performance Excellence Framework 
I. CORE VALUES AND CONCEPTS 
 
Vision 
Sukhothai Thammathirat Open University (STOU) 
aims to be a world-class open university utilizing a 
distance education system to provide lifelong learning 
for all. 
 
Mission 
a. To produce qualified graduates. 
b. To develop the country’s human resources at all 

levels. 
c. To strengthen communities, organizations and 

social institutions so they can participate in a 
knowledge-based society. 

d. To research, promote and develop the body of 
knowledge and local indigenous wisdom 
available to Thai society. 

e. To preserve, promote and develop Thai arts and 
culture. 
 

Core Competency 
a. Expert in providing distant education. 
b. Competency in expanding of education to all 

groups of people in all area. 
c. Competency in seeking network to support 

education arrangement. 
 

STOU’s Core Value  
Synergy  
Transparency  
Originality 
Ubiquitous Learning  
 
II. ORGANIZATION PROFILE 
 
2.1 Character of Organization 
Studies at STOU are not confined to traditional 
classrooms. The STOU distance learning system 
makes quality higher education accessible to all, 
providing students with the freedom to study and 
interact according to their individual circumstances 
and locations. Courses are developed by course teams 
and then delivered to students through distance 
media. STOU has one main campus for 
administrators and instructors as well as an extensive 
network of study and service centers throughout the 
country. 
STOU consists of 12 schools:  1) School of 
Agriculture and Cooperatives   2) School of 
Communication Arts 3) School of Economics 4) 
School of Educational Studies 5) School of Health 
Science 6) School of Human Ecology 7) School of 
Law 8) School of Liberal Arts9)School of 
Management Science 10) School of Nursing 11) 
School of Political Science 12) School of Science and 
Technology STOU is an open university using 
Distance education system to delivery knowledge and 
experience to students through distance media consist 

of print-based and computer-based (e-learning). As 
technological capabilities increase throughout the 
country, STOU continually explores opportunities to 
implement new media. 
 
 Print-based 
For print-based courses, textbooks and workbooks are 
mailed to students along with other course 
documents. Supplementary audio visual materials 
may be included as well. For maximum accessibility, 
most STOU programs are print-based, but they still 
make use of the full array of supplementary media 
listed below. 
 
 Computer-based 
Though STOU has been involved with implementing 
e-learning (the use of computers in education) it 
wasn’t until the STOU Plan 2000 was adopted that 
the university outlined a clear plan for delivering the 
main content of study programs via e-learning. 
 
 STOU offers 3 types of Education 
1. Education in structure program system in 
undergrad and graduate program level. 
2. Non formal Education as continuing education for 
a certificate. 
3. Independent Education which STOU publicize via 
many channels and academic services for society.  
 
2.2Situation of Organization 
STOU is the only one Open University in Thailand 
which use distance learning. STOU compares its 
results of operating with some institutions in Thailand 
and some institutions in other countries. STOU 
compares its academic and professional services with 
those of a university in Thailand. STOU did many 
researches to bench marking with many Open 
University in other countries.  STOU sign MOU with 
an open university in Malaysia to study about the 
enduring of students. Furthermore, STOU coordinate 
with 5 Open Universities in Asia. 
 
III. LEADING THE ORGANIZATION 
 
3.1 Leading the Organization by High Level 
Executives. 
High level executives administer STOU under the 
“STOU home” concept, with organizational 
leadership and strategic planning as the key tools to 
determine clear goals and directions for STOU 
development. The components of strategic plan are 
vision, mission, value, and operation of four pillars. 
The four pillars are 1) Our STOU Culture, 2) 
Financial Security, 3) Appropriate and Flexible 
Organizational Structure, and 4) ICT Driven 
University. 
 
3.2 Organizational Supervision and Social 
Responsibility   
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STOU president has the roles to supervise and 
monitor academic quality and standards via the 
academic senate in order to determine study 
programs, instruction, learning outcome evaluation, 
educational activities development, educational 
services, research, and provision of academic services 
to the society.  He administers the various missions 
by supervising, monitoring, controlling and checking 
work performance, financial matters, prevention of 
corruption to make sure that the university personnel 
perform their work in accordance with the law and 
code of ethics and operate with consideration of 
responsibility to the society and delivery of products 
of values to students and clients.  There are follow-up 
and evaluation of work performance in every level 
with both internal assessment by internal work 
agency and external assessment by outside agencies.  
The university council is the highest organization 
which determines policy, directs and supports all 
activities of the University for efficiency and 
effectiveness based on the good governance principle. 

 
IV.  STRATEGIC PLANNING 
 
4.1 Formulation of Strategic Plan 
STOU’s strategic planning process is the operation 
which all STOU’s offices participate. The STOU high 
level executives determine direction and framework 
for the Planning Department to inform all university 
work agencies so that the 15-year Development Plan, 
5-year Strategic Plan, and the annual operation plan 
are formulated in the same direction and connected 
with the university goals. 
 
The strategic planning process consists of 5 steps. 
Step 1: The Planning Division prepares an evaluation 
report of work performance based on the 5-year 
Strategic Plan, the annual operation plan, and 
evaluation of risk management plan. 
Step 2:The Planning Division analyzes and reviews 
SWOT and main competencies by processing data 
from STOU performance results, and evaluates the 
context of all work units by asking and interviewing 
students, clients, graduate students, users of graduate 
students, academics, and collects data from concerned 
outside work agencies. 
Step 3:The Planning Division takes the information 
obtained in Step 2 to review and determine the vision, 
mission, purpose, KPI, strategies, programs/projects 
of STOU’s 5-year Strategic Plan and proposes to the 
university council for approval. 
Step 4:The Planning Division conducts a meeting to 
impart STOU’s 5-year Strategic Planto all work units 
to enable them to prepare their own 5-year Strategic 
Plan in accordance with the vision, strategic issues, 
and goals of the university. 
Step 5:The Planning Division passes on the corporate 
KPI in the form of 3C (Clone, Contribute, and 
Create) and programs/projects of STOU’s 5-year 
Strategic Plan and provides advices to all work units 

on how to transform their own 5-year Strategic Plan 
into the annual operation plan. 
4.2 Implementation of Strategic Plan 
From Step 5 of the 5-year Strategic Plan, 
implementation of strategic plan to annual operation 
plan consists of 8 steps. 
Step 1:The Planning Division and 12 schools review 
and prepare the educational goals which comprise the 
development/improvement and offerings of the 
programs, the production/improvement of the 
courses, and the estimation of number of students to 
be admitted and then present to the Academic Senate 
for consideration. 
Step 2:The Planning Division prepares the 
development policy, operational goals, and budgeting 
policy and then proposes to the Policy Coordinating 
Meeting and STOU Executives Meeting. As for the 
budgeting policy, it has to be presented to the Finance 
and Property Committee before presenting to the 
University Council for consideration. 
Step 3:The Planning Division arranges the meeting 
with all offices to prepare annual operation plan and 
annual budget. Then distributes information from 
Step 1 and Step 2 to all offices to be used as 
guidelines for preparation of activity plan, man power 
plan, and financial plan as components of the annual 
operation plan. 
Step 4:The Personnel Division analyses the annual 
framework for hiring of employees in accordance 
with the university annual income and then proposes 
to the People Allocation Committee to approve and 
then send to the Planning Division for budget 
allocation. Then all plans are submitted to the Policy 
Coordination Meeting and STOU Executives Meeting 
for consideration and approval. 
Step 5:The Planning Division organizes a meeting 
involving high level executives of STOU and 
executives of all offices to consider the annual 
operation plan. 
Step 6:The Planning Division adjusts the plan and 
allocates the budget in accordance with 
recommendations of the meeting.  Then it proposes to 
the Finance and Property Committee before 
proposing to the University Council for 
consideration. 
Step 7: The University Council considers and 
approves the annual operation plan and the annual 
expenditure budget. 
Step 8:The Personnel Division publicizes the annual 
operation plan and the annual expenditure budget via 
e-service and making a document for delivery to all 
offices for use as the operational guidelines. 

 
V. CUSTOMER ORIENTATION 
 
5.1 Voice of Customers 
STOU’s services concept focuses on students and 
service receivers with consideration of responding to 
their needs and expectations.  The service provision 
must be punctual and provides useful information to 
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clients with good care and understanding.  All work 
units responsible for service provision must collect 
and process data on the client’s needs, expectations, 
satisfaction, dissatisfaction, and suggestions. 
 
5.2 Customers’ Commitment 
STOU uses many channels for communication with 
its students.  Due to the fact that STOU is a higher 
education institution that uses distance education 
system, its students do not meet and interact with 
their instructors on a regular basis.  Therefore, STOU 
communicates with the students both by regular 
postal mail and by online social media in order to 
make sure that the customers receive all of the 
university’s information completely, quickly, and 
accurately. 
 
In order to provide more opportunities for face-to-
face interaction between the students and instructors, 
STOU provides professional experience training for 
all students of the bachelor, master and doctoral 
degree programs.  The professional experience 
training programs are offered both on the main 
campus and in various provincial academic service 
centers.  In each program, which usually lasts for 4 – 
5 days, the students interact with their instructors in 
various training program activities.  These 
professional experience training programs help to 
enhance the students’ commitment to their study and 
prevent students from dropping out of their study. 
 
VI. MEASUREMENT, ANALYSIS AND 
MANAGEMENT OF KNOWLEDGE 
 
6.1 Measurement, Analysis and Improvement of 
Organization’s Performance  
STOU identifies its own performance indicators and 
integrates its performance indicators with those 
determined by supervisory work agencies such as the 
Ministry of Education and the Office of the 
Commissioner of Higher Education. STOU evaluates 
annual operation plans, educational management 
plans, risk management and internal control plans, 
and 5-year strategy plans of both the university level 
and the offices level. 
 
6.2Knowledge, Information and Information 
Technology Management 
Knowledge Management is a tool which STOU high 
level executives encourage all offices to use to 
develop personnel and job performance, and create 
learning.  The STOU Knowledge Management 
Committee determines the policy and supports the 
knowledge management of each office. 
STOU high level executives use knowledge and 
Information technology such as hardware and 
software to administer the university by following 
university’s mission to achieve efficiency and 
effectiveness. The Office of Computer Services is the 
central unit to monitor the computer service 

operation, determine specific uses of computers, 
maintain computer hardware and software, and train 
personnel on using information technology in 
performing STOU works.   
 
VII. PERSONNEL ORIENTATION 
 
7.1 Environment of Personnel 
Personnel Resource is a key factor to mobilize the 
progress of the mission along the strategic plan for 
goal achievement based on the University’s vision in 
order to deliver products of high value to students, 
service receivers and stakeholders. In personnel 
administration, the University promotes, supports, 
and develops its personnel and takes various actions 
in order to make sure that its personnel is sufficient 
and adequate to carry out its functions both at present 
and in the future.  It also take actions to enhance the 
working place environment and atmosphere in both 
the physical aspect and the morale aspect.  It conducts 
fair work performance evaluation, fair remuneration 
provision, and develop and enhance the personnel’s 
knowledge on a continuous basis with the support of 
the personnel information system.  
 
7.2 Personnel Commitment  
Personnel commitment is a vital factor affecting the 
University’s achievement.  In personnel resource 
management, in addition to the management to 
achieve readiness in physical factors, the University 
also manage to achieve the quality factors by 
development of the capacity and enhancement of 
learning of every group of personnel.   
The University employed various development 
methods based on the Five-Year Strategic Plan for 
Development of STOU Personnel Resource (B.E. 
2556 – 2560).  It creates the participative working 
culture in order to provide the personnel with 
opportunities to share their knowledge, ability and 
learning. It evaluates work performance outcomes for 
further improvement and development on a 
continuous basis.  It also monitors the personnel’s job 
progress path in order to enhance the personnel’s 
satisfaction and promote their commitment to the 
University. 
 
VIII. OPERATION ORIENTATION 
 
8.1 Working Process 
STOU designs and develops its working process on a 
continuous basis in order to make sure that its 
educational management responds to the needs of 
students, service receivers and stakeholders. STOU 
also designs and adjusts both the main working 
process and the supporting working process in order 
to support the distance education system.  It conducts 
study tours of work agencies with the best practices 
in order to adopt such practices to improve the 
working process of the University in accordance with 
the quality cycle.  The working process concerning 
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the curriculum comprises three main processes: the 
curriculum development/improvement process, the 
curriculum management process, and the curriculum 
follow up, evaluation and quality assurance process.   
 
8.2 Effectiveness of Work Performance 
STOU takes actions to ensure the effectiveness of 
work performance by developing the annual 
operation plan and imparting the key performance 
indicators to confirm the annual operation 
performance of each office in the University.  All 
offices submit performance results of the annual 
operation plan to the Policy Coordination Meeting for 
consideration and approval before STOU holding the 
ceremony to confirm the results of the annual 
operation plan.  This is to make sure that all processes 
are efficient and effective in order to deliver products 
of good value to students and services receivers.  
 
IX. RESULTS 
 
9.1 Results: Product and Process 
STOU develops / adjusts all levels of study programs 
in accordance with the program standard criteria 
approved by the University Council andthe Office of 
Higher Education Commission to deliver good 
services to students and service receivers. STOU also 
determines and adjust the process on a continuous 
basis for quality assurance. 
 
9.2Results: Customer Orientation 
STOU evaluates the satisfaction of students, service 
receivers and stakeholders with all of its important 
services.  The results are that students of the 
bachelor’s degree programs who attended the 
workshop practicum were highly satisfied with the 
service process, facilities, instructors, involved 
personnel and service results.  The students who 
attended professional experience training programs 
were highly satisfied withthe quality of instruction of 
the instructors, and quality of service provision on the 
library, facilities and the service provision by the 
personnel.   
As for results of evaluation to compare quality of 
graduate students conducted by outside work 
agencies, the Office of the Civil Service Commission 
studied the results of the examination to recruit the 
government officers. The examination tests 
comprised tests on Thai language, English language 
and general knowledge.  It was found that the 
graduates from STOU could pass the examination at 
the 20th rank out of the total of 31 and 32 ranks.  

 
 

 
9.3 Results: Personnel Orientation 
STOU has conducted planning for determination and 
acquisition of sufficiency and adequate personnel.  It 
conducts programs to develop quality of its personnel 
on a continuous basis.  It creates good working 
environment and atmosphere for its personnel.  It 
provides welfare to enhance work morale of the 
personnel.  All of these actions contribute to develop 
organizational commitment on the part of the 
personnel.  As a result, STOU personnel comprise 
quality instructors and supporting staff members who 
have high educational qualifications and produce 
research works that have been published in journals 
both within and outside the country. 
 
9.4 Results: Leading and Directing the 
Organization 
In leading and directing the organization, high level 
executives of STOU incurs the actual planning and 
operation to develop the University.  There was a 
survey of opinions of the personnel concerning the 
results of development, organization changing, 
strengths of the University accordance with the 
focused and distinguishing points that reflex the 
University’s identity, results of administration, the 
management system, organizational leadership of the 
executives, thesystems of planning, budgeting, 
finance, inventory, human resource, auditing, 
evaluating and quality assurance. Furthermore, STOU 
also conducted a survey of opinions of its students 
concerning the development of the distance 
instructional system. 
 
9.5 Results: Finance and Marketing 
STOU computes the cost per unit of production for 
bachelor’s degree students and graduate students. 
Financial performance usedthe return of assets, net 
profit rate and liquidity ratio, budgeting management, 
and capital budgeting. Sources of fund of STOU 
come from government budget and STOU’s Income. 
A result of marketing is the quantity of students in the 
bachelor, master and doctoral degree programs. 
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