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Abstract

The COVID-19 pandemic in 2019 prompted the Faculty of Science, Prince of Songkla University, to adopt a
Work-from-Home (WFH) policy, requiring the Research Support Unit to redesign its operational processes to ensure
service continuity while improving operational efficiency. This study employed an Action Research approach using a
case study design with two objectives: (1) to compare the publication reward support process before and after process
improvement, and (2) to evaluate the effectiveness of integrating Lean principles with the ECRS+IT framework
(Eliminate, Combine, Rearrange, Simplify, and Information Technology) in improving the publication reward support
process for articles published in Web of Science-indexed journals, including Tier 1 (Top 10%), Quartile 1 (Q1), and
Quartile 2 (Q2) journals at the Faculty of Science, Prince of Songkla University. The study was conducted following the
Plan-Do-Check-Act (PDCA) cycle. The research consisted of six phases: (1) analysis of the existing process (Pre-Lean),
(2) collection of quantitative data on processing time, number of process steps, and paper consumption, (3)
identification of process waste based on Lean principles, (4) redesign of the workflow through the integration of Lean,
ECRS+IT, and digital technologies using the Google Workspace platform, (5) implementation and monitoring of the
redesigned process (Post-Lean), and (6) comparative evaluation of process performance before and after
implementation. Process performance was assessed using key performance indicators, including the number of process
steps, processing time, resource utilization, Non-Value-Added (NVA) activities, and Process Cycle Efficiency (PCE). Data
were analyzed using descriptive statistics, including frequencies and percentages. The findings demonstrated that the
redesigned process reduced the number of process steps from 25 to 16 (a 36% reduction), decreased paper
consumption by 60%, reduced operational costs by 71.43%, and shortened processing time by 17.33%. Furthermore,
Non-Value-Added (NVA) activities decreased by 72.14%, while Process Cycle Efficiency (PCE) improved from 91.71% to
97.08%. These findings indicate that integrating Lean principles, the ECRS+IT framework, and digital technologies
significantly enhanced process efficiency, minimized operational waste, optimized resource utilization, and effectively
supported a Work-from-Anywhere (WFA) working environment.
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