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wa | a d = g ﬂ‘ J =
YR “msuswm'mmsﬁamﬂulﬂLwaﬂss‘lsruﬁqwawss'mm INANAANENENBANTNIVDY
55 avuiivsednSam anuAuAlgan1siauiesy MsantunsumsufUAnu nsannsia
warguidnmizsamilidndu msnszarearsfiawaznineinsiunviesdu n1snszatediung

S YV o a 1

fRaula NNIEIUILAMUFLAINLALAISHDUAUDIAIIUADINITVDIUTEYV WY NI UHATOUADHA
” 1 Y a & & oo [~ ] cn' o Y a

YDINY msﬂsmJqaﬂmmwms'LvmsmsmLUuLmewumeuamqaaLwa'lwusmsswms

Wulleg1eluse@nsnin Lasa1u150nouausinIuA g 09n15u83usse1vu (@119n91u

AMZNTIUNITHAILUITEUUTIVNS, 2549)

ey Junsas wavlnlsad swvsusina (2544) lananaliin msussdiumnaniheaulu

v
v &

ssuulln ndudesliinusininsgiu (Standard criteria)  wagd¥in (Indicators)  eldidu

<

nseulumsussiliuiteliifnmnuday Wussuy Sumspusesfuiivensu Tnsusznaude
WnTddy 7 s Ussnaude

1L inusidugyninauaznisusiqgingussashvesulouiy (Achievement) 18unas
WisuiflsunanisiflunuvemirsnuiidlevslUuiin fuingussasdiimmualily
ulouie Tnedumsussiliunavesesdinslu 2 dwfe nalunmsan wasssAuUftRng

2. \nugiAlNEaNenia (Equality) wazmaruiusssuludenu (Socal equity)
Usenaudieditiafiddy 4 Usznisde nisudnd (Accessibility) n13inassnineins
(Resource allocation) n1snszatewauselewil (Distribution of benefits)  wagANUENBNIA
(Equality)

3. naeiAuatutsauazAs A mlunisTsiuIng (Capability and services quality)
Uszneusieiidla ¢ Usnnshe aussaurvesmiieny (Organizational Capacity) A TR
uaziilgane (Coverage and adequacy) A1udlun1sliuINIS (Service frequency) wav
Usednsnimnasiiusnms (Efficiency)

4. \NTIANSURRYOUTRIBIANS (Accountability) Usznausiemidsn 4 Uszmsde
WusiaredeAu (Social commitment) AMNSURATOURDANSISUE (Public accountability)
nslvivdnuseiumnandes (Risks guarantee) MseausudoRanann (Acceptance of failure)

5. INAUSINTAUBINDUAIINFBIN15UBIUTHE WU (Responsiveness) Usznaudiedatin
4 Uszmisfie msAimususzdulgm (Problem identification) msiulamuAnLiy (Public
hearing) 1 MsN1sIBINagNslumMsuilatiy (Strategic measures) wazAmsElumsuly

Ugymn
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6. inaugiad U analavesgnAamIeussyninguimune (Client’s satisfaction)
Usznaudefiiiafidify 2 Usenisie sedumufiewsla (Degree of satisfaction) n1s
goUTUNIOARAU (Acceptance or rejection)

7. \nnsinaldsmesedeny (Social damage) Usznousieiatia 2 Usenisde

NANIFENUNIBULN (Externalities) uyunedean (Social costs)

nsudaaiunisunasesduvioaiu (2546) Mmualiilgnsmanimsiaussuumsiiu
auaniAlssrruRsadnsUnasesduriesiulngliussmauiidrusuanntu Tnsduaduli
paAnsUnAsedIuTiasiutmdnnisuinisdanisiaunldlunisufiaen Tnedl nagns
Usenousae msuiuugenguinessiisuiisdeuiedalenaliussmvunsisasunis
Uinmsureaiesiy uagrmuandninasinazidianisuinisianisfinieduwuimiali
vipaiuU iR uasliifundnlunisussiiviananuuesusasiesiu

WILIWNOBHNIIIE NN UILaLITNITUINISAINITULETRINR WA, 2546

wausualieldiuswnisdesfjuRaulasldisnsuinsianistudssnfimeyselevige

%

[

yosUszrnuy \Ranadugvdienisiavesdy fUssansam iAnnnuduaAluBanisivesdy
antunsun1sUfoRvuiiiuausiiu vssreuldiunseunsauasmniasldiuns
novaussnuieIns Taefitmunedsd (a¥ainsdninnuangnssunisiaunssuusenis,
2547)

1. inUselovvguuasuszeivu LduA n1suinissienisiiaiuisonsuauss
(Responsiveness) BAMNABINITVOIUTEBIBULasNerw s iAanansenulugauan
(Positive impact) ABMINAIUITIAUTEV 1Y

2. \Penadugndenisiavesdy un msuimaiielldnadng (Outcome) nsannu
Ynquizasn (Objective) #r19lilasfinasuinrsuvvgaiunadugns (Result base
management) karn133nYintannasinenany (Performance agreement) luynsgsu

3. fiuszansnmuaziinnudualulBinisieessy 1iun msudmsiesdesfionsen
TudadSeuiiousenintadorndh (nput)  Aumadng (Outcome) TAatulasiinisyi
Cost/benefit analysis Tanunsadinsizianudululiuazanuduaivedusuanunislasmis
199 iufuyselevialasu sawidaszuumsnathmnenisiausasiananuesias
yaAa (Individual scorecards) AideulsafuseiuasAms (Organization scorecards)

a. Lififuneunisufisinuiuausndu s msfwueszeznalunsufofnu

warn13antunaun1sUURIY (Process simplification) wazdnalviin1snse91881U19N1S
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v
a

#naula (Empowerment) iieln1sujiRenuadedunyauimslnadiiuussmeu saumnis

L)

a wa

UfURalugy One-stop service

5. Insuiudamsiavesdusisnmsiiviudemanisal laun msmumunazysudy
NTLUIUNIT LLawzumauﬁNﬁu‘lmjaevhaua (Process redesign) @esndudeeanuniuaisiv
anudrfyuazaudnduvosununuuarlnsinisnseeg (Program evaluation) N1SgULEN

dausrensnlisniuwagmsusudsngmne agsudeudneq Wmngauivannniscioy
BHG)

6. Uszmwuldiumsswsanuasmnuazlaiunsnevausudenis lauanns
UiURssnsiyaniufiemiuseanisuazmnuiienelavesssrvudFuuimsdundnlagiinns
d1579mudBIn1sveIUsEyvY (Citizen survey) wagAuNenelavaeTuuInIs (Customer
survey) luvanvansisuasduluegariiaie WethanusulgsnisufiRsmsdsly

7. fimsusaifiunansuiiinusgrsmitaue uinsnsivasunasTanansuifnu
WelsiinszuunIsauANALel (Intermal control) FsagyhlannsandniunsufiRuves

psAnsinussaimunelaegralivssavsnm

AT NUANENTININASEUUSI9ATS (2547) IdWmueasiBenvosiad inluus
arnIA NS AILIAMAIMNTUINISIAETIN . MunsiugnAgivuing #315a1910013
siumsludasnsuiimaadiuresUsvrey SdomafiussansuannsouaninuAniiy
Aeatuusnisatsnsusldvategemie dn1simsmeianuiiukazdelausuusuesUszv1vy

[

A5uusnis msdmanissuiernudaiunnuivuansiuines msudledgyiuasssuy
Q

o o €1 Yo a ° A ac v a
ﬂﬁ]'mLifNLW@Ui%IU‘UUW@U?S‘ﬂW‘UUQ?UUiﬂ'ﬁ LLaSﬂWSﬂTWLlﬂll']C"]iﬁ']uvﬁa')ﬁﬂqi‘lﬁl)iﬂ'ﬁ

nsWAILIAMAINUINS waziadasiauSnsdmiumstaunaanmuinig

AaU momaes (2550) nd1digasdnfananismatnifivegasiiodniuuseiu
pudnsaliigshaldfe nmandndufudouinsiduiunnusesnisidilildunisnevaues
wagniiunsrvaeuiuguslaai wan s edudmantiuausanoUALBIMLABINITYD

andvisegTuuImviselil

fisn UnasTand (2549) nemdnsiaednsUnAsesdipshuluyue s TN
aufstuanmsiindammuaunsanisinnuvesesinsunasesdiuviosdues msiluiiseusy
wazldmusauilonnUseaneu mwdedian nmsthmuiasmeluladlviludsegndld Tae
SlmiveissduisadosiumanAsdiBusunisiamsvesssdnsunasesduiiosiu Wy ms

Thusmsguuuulmi Avnssalw wu Yuugenisbiuimsansnsas msWannmsidles nsli
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garsteyauazduasulivssyivulidiusiy IﬂElPf']'i’]U%ﬂ’ngULLUU‘[Mﬁ'SuﬁQWim’l’aﬂﬂ
wSmnes 4 Yo Ap 1) Avnssutuianudeidiondulusunsu (Program activities) 1NN
nMsvauadiien (Single event) 2) WuRanssuniinuAnavgulsylosinodsay Wy ns
441951018 nsWauNanINAWIndeN WautAuwaredn saudanisiauinianisiiien
3) pafnsUnAsDsAILTBsRulldud Ay lFiAan sAsunasdnd 1 duasuliiAan
sleuarnsduiusiingiy 4) winnssumsiamsidatuedasatasle Taglifimbeanule

PapunsaTiin

Malcolm Baldrige National Quality Award (MBNQA) ({HusiuuuusneiafanImusiayi
YOIV TENAANIFOLNTN %aLfJuﬁuLLUUswﬁaqmmwummﬁﬁﬂssmmi'mq walanunly
Uszgndld 1wy Usenadilu eeanside dwnlus wazanade TudiuvesUssmaanigewiing
vitmuualngiliseianunim MBNQA fie Motorola, Inc. uag Westinghouse Commercial
Nuclear Fuel Division Tude.a. 1988 wazussmaumdniléusiela Ao Globe Metallurgical,
Inc. ﬁauqsﬁ%ﬁiﬁu‘%ﬂﬁ Federal Express (FedEx) 1asulud a.f. 1990 (Evans and Lindsay,
2005) Tnednguszasdndnuaasisianmnin MBNQA Usznaunay (National Institute of
Standard and Technology, 2006)
L LﬁmhEJnsw’juaqc-ﬁﬂ'w’lﬁﬁmsﬂ%uﬂqaﬁv'aﬁmﬂmmw (Quality) waznisiuHandn
(Productivity) 'Lv”rﬁmmmmsn‘lumst,l,‘z}a‘ﬁ'uﬁqa‘ﬁu
2. \eungesesdnisnneg Muszavanudnsalumsusulsinunmdudias/vie
U3msvesmuasldAty
3. ieadauuimakaninasiiienagIia MAgRamnsst AASE uavesnIea
iluussdiuauannsavesnueaiialflunisusudsanann
4. dioldilunuamsiianiziagaaunosinisivszasdasisoudfanisuimsinns

aarn sl lildFuanudsslunsimnamnmyeseins

National Institute of Standard and Technology (2006) lsidnvinnuailunisusaidiu
9IANSLADFUTITAAMAINULMIYIA The Malcolm Baldrige National Quality Award (MBNQA)
a0 a v ¢ o v & ¢ daw & a -
LWEJ?NLailﬂ'ﬂaﬁﬂﬂs'ﬂL‘UTS'JNU53ﬂ'lﬂLﬂuaﬁﬂﬂiﬂuﬂﬂﬂﬂ'}WLﬂULaﬂ IVIEJEJﬂSEJU‘Ua\‘]LﬂﬂJWﬂUﬂ'ﬁ
fsan 7 vane Usznausie A (Leadership) M3vuaunagns (Strategic planning)

' &/ vV a [ a [

msyjatiugFuuinisuaznain (Customer and market focus) Ms¥ANE N1TILATILILALNIS
Jan1sA31m§ (Measurement, analysis and knowledge management) N15YATUNSNEINS

yAAa (Human resource focus) ASEUIUNITUSUITIANTS (Process management) WAy

o « L A
naaws (Results) sananalun Iy 1
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'OrganizationaIProﬁ’le :"Eri'\/ironment, Relationships and Chalienges

Strategic . Human Reéou rce
Planning Focus
Leadership Results
N Customer and Process /

Market Focus Management

Measurement, Analysis and Knowledge Management

A 1 wansiIuuUnNInd MiusIeTanmAnuvarIAves MBNQA (National Institute of
Standard and Technology, 2006)

10 1 szuseaniBoauesdnunzeidng anmuIndenvenfng dnvares
AIUFUNUS NGAIEATUDIAIUTINIEABBIANT INAIUUUYDY MBNQA U9
ssuudijiiniseaniiu 6 mnedadussuuujiRnisiiagriliussafuwadnivesesdns Tned
WIAN1IENISYIBIANS NIsINUNUNagns uaznisyaiudSuuinmsuazaainasidunguues
amgiil mszszuuliuRnsnguissludiudidgiieshlifuimsiiunuddguens
Miukunagnsuaznisuarmlenalusuian dunguiiaesusznouludie msalunineans
yana NsrUIUMsUIMSdnns waskadws undquuesadns Tnefiyaainsluesdns uaw
nsvuunsiddandunguslunsiashliesdnsussquadnsiineld Fessuuufimnnslunn
wnnaziinailiesdnsidnanmlunisadmdndue ad1uins msusmsdamsgiuuinig
LaEmAIn MIUIMIRUNITRL Mavimsdamsmiely saviimsieumsneinsyana 13

a [ da I v a J o
UINTTANTINN - LAZNITUANUIUNAYDUADENAULASYNTU

Zhao wazamg (2004) linsauseianuamurisniives MBNQA luldlunisWain

1A30elaTANMUATINMSUIMSINNTT UazANENTNYBIBIANTYBMUIBUIMIMINUGRAIMNTIY



20

veaUszmadu laeluduusnsyuuufifnmsssuseneuluminnelunisussidiy 6 v

Lo amgdil n1saeununagns msjadudiuuimsuazeain n1siana AMFNATITIUAY

o 1 L2 = L2 1] - Wwa A
M3IANISANG MssatiunineInsyaa wasnszuumMsuImsdams  dwssuudfinnsn
409%9TANaAN5TBBIANT UszNaumeniiandng 4 nuinfe Anuianelavesynains

radNSYeINsHUtURIULINIG NadWEMIiTuNIRuUAEMINaIN wasUsyavBHAYDIBIANS

Lakhe Wag Mohanty (1994) na1271 WWIARYBINTTINYIN Total Quality Management
(Tam) femsdavhlwesinsiinsuiupaussousesadeailles Fsimmsndulunisldineia
wazisesdlotuninlunimsain dmivesdnsfiiimsiaissuuauamazdaunaldain
1) szuumsdaviaunmazfuduniwenlovis wasnszuiunuvetesdns 2) ypains
aeluiinudile wasfumnuddglunsdahssuuquamiesdudunilwemsussy
Wivnen19gsnawesesdns 3) lassaiesesdnsiinisuiudrdmivsesiussuuguan
1) finswasusammndesnisvesfuuinisnislunazasuenidudiunisveunugsiaves
839Ans  5) MsiaAudeanisuazanumaviwesdiuuimadudiuddglunisasisaussouy

29399005 6) WuDIANIATsTUUNISAasNIUSEANT AN

Ugboro way Obeng (2000) nuirlussdnsiirssuu ToM ihluldagnumandusiug
fduuan (Positive correlation) sEninanzgivesfuinisgedn nislierunalunis
UftRnuvesypains (nsligrunslunisdeduls, msidmswlunszuiunmsdedy, wagnis
dhileloyaransuazninginslusedng) anufiswelalunmsvinuvesyaminsuazauianele

YDITUUINIT

Kaplan waz Norton (1996) leina12111u The Balanced scorecard: Translating
strategy into action 313ANNINUGNAMTBHTUUINTT (Customer) FzinanndIunsnIsnan
(Market share) #3uu3n13sluai (Customer acquisition) n153n®1EFUUINSIAN (Customer
retention) ﬁwlsﬁlﬁmné’i"w%n'\s (Customer profitability) wagauRswelaveFuuinig

(Customer satisfaction)
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uuuﬁﬂswmmﬁawa‘lamﬁﬂuLﬂ'%laaﬁa'lumsLﬁuswsm%a&a'luﬂégaﬁ efin1svagou
AuisInsadaiion (Content validity) LaznadauAMuiisnsudalaseadna (Construct
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N5IATITHUATNTUTZUIANA
TlUsunsudnSagunedaaumrans SPSS for Window (Statistical Package for Social
Sciences) Wganeideyanuingusvasdvesnsidedinsluinady faszneulude
1. Sinsrzvnaadud (Frequency) uazsouas (Percentage)maqaﬁmuémamwu
damnuaadiuluusazauuinig
2. AnseviAadsavadn wasAnsauulnIgIu (Standard deviation) s¥siuAIM
ﬁqwa‘lﬂ‘uawsxm%ué%’uu%mse{a%’umaums‘lﬁu%mi 40ININITIAUINNS
Lﬁmﬁwﬁgﬁflﬁu‘%ms Lagdsdursanuazan lnswvvasuanludiuilduasia
WU Likert’s Scale usagdoiivnadenmould 5 maden fmeuniniigald 5
aruuy wnld 4 azuuu Yunandld 3 asuuy tesld 2 Asuuu  uaztfesiian
19 1 Azuuy IﬂEJﬁ"tﬁ’ImEJU‘UENGEGIE]ULLUUZ'IE)UMNN']M'W\'WLQSEJ WATAINUATEAY

[

Aady Wy 5 sesiu aall

Aunivesoyaluuiasdy = Agean - AWgn /  Suduty
5-1/5
0.8

TngvuneA1IN

1. ALBLUULRAENDYTENING 1.00 - 1.80 MU18AIUIT  T5EAUAUNINGLR

v

e iign

] ]
a 1

2. AzwuuRAsNeyTEVINg 1.81 - 2.60 neaudn dssduanunanelatey

] ]
d '

3. AzUULRAENEYIENINN 2,61 - 3.40 MINEANTY Tszauauianelauu

AN

[N

A 1 U < L nd
4. ATUUUIRABTIBYIYWINN 3.41 - 4.20 WNEAINIT HszAuAINRIwelawn

v

b

d 1 < s d
5. AZLUULAENBYIENINY 4.21 - 5.00 M1EANIT Hszauanuianelauin

Y

-
en
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NaN1SANE

N1MAd#BUAT Reliability
IInLUUAeUENNTEITIIALTsnelave U T AU T UUINMTUBIRIAMTUIINSEIY
fua WUIA1 Reliability (Cronbach’s alpha) Tughudumounisliuinis sugeamians
Wiusns fudwihigiving wagdudsnsanuazmn fawiiiu 092,093,091
uaz 0.89 MNAINY %aﬁﬁwqqn'ﬁﬂﬁﬁnqmﬁa 0.70 (Nunnally, 1978 ©Wleay Prajogo and

a ) P>
Sohal, 2006) s18aviduARLARIlUANTIN 1

M157971 1 wa@neAn Reliability drwunmusnunlgnisuseidiy

gruildnsusadiu Ut Cronbach’s alpha
Fumeunisliuinis 6 0.92
YBIMIMSIAUINS 6 0.93
Lﬁwﬁwﬁé‘lﬁu%ms 6 0.91
Aes1uneALEEAIN 8 0.89

HANTAATIZHAINUUUEITID

37nn1581529A10 R e198 U TEYIBUL TUUTNITUBIBIANITUTUITAIUAIUA
Usauys Usedtaudszina wae. 2565 Tuamdudafivnglaniens sunsdnnisiinm
audRauninidn fulest veeygnugndsneaing wazuiuatainisdanndededn wud

Yo a = a o
Uﬁ%‘ﬁ'\‘ﬁﬂﬁgﬁUUiﬂ’ﬁﬂ@ULLUUﬂ@UﬂWNﬂ?WHWQWS‘lQSWEJaSL'E]EJﬂLLaﬂ\ﬂUW'ITNVI 2

MsNi 2 uansdwuvegeuluuasunud1TIvAuTianel

NUUINIS FWUUUUADUAIN  INIUUSEIUR SeuavvasUsevvui
Ndnda MaULUUADUNY ABURUUEDUNY
nusudaiuselevsens 150 71 47.33
muﬁwums%’mmsﬁﬂmquéﬁwmtﬁn 50 23 46.00
I3
\an
aumulest vesygaugndneaing 50 21 42.00
v v oa L3 ﬂv N
numuataansdenutedadn 150 73 48.66

3 400 188 47.00
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| ) o vo a du  a ) v v A o
‘Lua?usﬂﬂﬂiSWUﬂ'J']iJW\?W?JI'i]‘UE)\'lUi5‘U1°UUQ§UU5H'13V]3‘UU3ﬂqiﬂ']u%ﬂlﬂusqﬂ‘lﬂﬁiaﬂqﬂ

I3 a ' ° - ' VO a a @ o

YBIDIANITUTMTAIUAVAUTIUYS NUIANUNIND LA TUABUNITIAUSNNTHTEAUAZULUUN

] Y a LY} A v d v a = 1% d

4.50+0.48 Yoan9n1sIiUIN1siseAuasuuuR 4.54+0.47 Wi ngliuinsliseaunzuuun
q‘ o L% A

4.53+0.39 uazdudssuisanuasanilsefuasuuun 4.56:0.43 uaglunmsnluynau

a v v & v & P o oa d Vv
%Jax‘l\‘l’luU'imimuﬁmLﬂUS’lEJIﬂMSE)ﬂ’I‘H ANy 4.54+0.45 Iﬂﬂwuszﬂ‘UﬂﬁLLUULmulﬂqﬂU

5.00 S18aZBUALAAIIUMIS N 3
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< o 4 a |
A15°97 3 seAuANRABIavANA (Aithmetic mean) WagANdBUUNINTEIU (Standard
deviation) vesszauAITaeladsmusMmsiuszrvudFuuinsulduinsiosinisuims

drudausagElunuuinsnuiuiaiumgliviens

R 2 e & : i
Juppunsiuimsiigeendudou warlimmuadesdd 4.5320.25
ANuTmEtunsuINS 4.534+0.36
fithauendunsumsivusnisuanstiodhsimey hedenisliuins 4.55+0.98
TsruuAIsBIaAUnoUNAIwINITINYINNS 4.53+0.14
mwaymNlgTuTINMISUIMsuastuneu 4.54+0.52
TnsagUvuifanelafunszuiums uagtumsunisliuinssesule 4.54+0.44
Auade 4.54+0.48
fipanenishivinsivainvateifesesiuuszysugiuuins Wy u3n1suen 4.50+0.69
aouit uinsluthenanwnifiss videuenansivnis
finsussrduiusligTuuimmsiuidemanistiuinnsiidnls 4.55+0.89
MOUAUDIANNADINTMIIUINSUSEEUlABE 19U ST AVE NN 4.54+0.47
goamamsiiuinsansadntiane asmn 530157 4.53+0.36
the dearuuenyauinis / drevseeduius danudaudilade 4.54:+0.45
Tngaguviruiianalasugasmanisiindauimslusedula 4.54+0.22
Aiade 4.50+0.47
Wil o S |
Wihiiieslues Suuduudula wasndouinsliusins 4.53+0.11
Wimthiimesliautiswmdeuusii wazannsoudlatymlfedisaga 4.54+0.32
Wnthiieunsansudednanilddaou Wilsie uasgndes 4.53+0.58
Wmhiidisuudsmelunsliuins 4.54+0.41
Wmhilliumssegsuuimsmioufumnne Lidenufun 4.530.25
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