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smfdaasuuazafuayunisdanisfinuiliudvssruludedi uaglunisdaiininng
asmsiarAensasisaelaiifuniiuassunsvesesdnsunasesdiusiasdiy §in1sian
sudlumstuensuviomhsumesigniomaueumnglitanruvianilsnuussigainiiunis
seduusslauiussrniluiosiivunnninsfiesdnsnasesdiufiesfussduiiunsios

asrnsUnpsasduTnduRrT i assunnglienvuvSewnsnurssmasgiiiumatuile
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Wi “msuimssensdeniuluideussloniqurelssrivy Aanadugrsdanisiisvas
S5 AvudivszAndan mnsduAludansiausdy meaeduneumsUjiinu nsaanisng
wazgudnmbeauiliduiu mansgansasfiawagnivensliuiviediu msnseanegns
fadula MsdruneanudzmnLaznIIRaUANsIRNRBINTYRItIE Ty TfFuliaveudana
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Wuldagredivssniaw sazaiuisansuauesdnIunIufensvesdsyynru @inau
ARENT TUATHRILTYUUTIYNTS, 2549)

say funsms waglwlsed Swmausna (2544) dndnlitn mavssdumambsaly
spuuda sududeaiinasiinnsgiu (Standard criteria)  wazi%a (ndicators) 1ieldiliw

P o I =t o o w
nseulumsvssiiudelifismmdany Hussuu Swmsgiesluiisensu lnedssneuds
el o o (4 Y

WaENAY 7 ol Usenaunig

1 Inusdugninawaznisussqinguszdsdvesulauisg (Achievement) Wunns

Q) or

WisufsunanissiiunuremiisnuiiiuleunglUufon futrgussasdamuunlily
Wlawe Teedlunmsussiiiunavotasdinsluy 2 daume walunmsim uassediuufiinng

2. lnadsiAasitEnenna (Equality) wagAIy Wusssuludeau (Social equity)
Usznaudiefidiniididy 4 usensfe nandaiie (Accessibility) n13TRdaTINENEINS
(Resource allocation) arsnszenauselewil (Distribution of benefits)  uRgATILANBAA
(Equality)

3. nudauannsatazaunmlun15liuinig (Capabitity and services quality)
Usznoudefiain 4 Ussnishe aussauswasiaeey (Organizational Capacity) AT
wazifieans (Coverage and adequacy) Aamdlunisiiuinag (Service frequency) ua
Usednsnmnisiwuinig (Efficency)

4. inausienafuRineUTeeadng (Accountability) Usznaudaeda®in 4 Usemisfe
Wusfanadian (Social commitment) AN URRTaURBAISISME (Public accountability)
mslimanuseiuninudes Risks suarantee) msveuiuteiianann (Acceptance of failure)

5, WNAUNNISEUBINBUAIINADINTUB 5211 (Responsiveness) Usznaumeiadin
4 Ussmsme matmuadszadutiym (Problem identification) n3suilsmnmdniu (Public
hearing) snmsnadenagmslunsudlatymn (Strategic measures) wazAUTIMIlumsuily

Uaywin
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6. inauataiuianelavesgnAamieyssuinsnguiliuune (Clent’s satisfaction)

9 v FJu o ar at . .
Uszneudiasdiiafiddy 2 Usznishe seauauieawela (Degree of satisfaction) n13
BBUSUROARATY (Acceptance or rejection)

7. wnunnaldennsnadean (Socal damage) Uszneussfidia 2 Uszarse

wansynunIeuen (Externalities) sunuynedenu (Social costs)

nauduasuMIUnAsasEuiesiu (2546) fvuslilgnsmansnisiaunssuumsiiy
quanaUszsTutestinUnasesdiuiosiulagliussunauiidndmannty Tnoduaduli
asAnsUnATRsdTasimimdnnruinsdanisfiduldlunisu iy Taedl nagns
Usznoudne nsudulssnguanessiouiisadesdiailelanalissaauniieaauns
Uimsuresiasdu uazdmuandninusivasidinnisuinsdanisiidiieuuuamidi

viosuwUioR wasldilundnlumsusaiiuianasuvesudasyiosiu

i =t

WIgIUNuNIRenannagiLasisnisuIniemsituiiod we. 2546 i
wewsalitelidusnmsfen fiRlagliitmsuimsiomsthudlesiififieyssloviqu
vaelszevy LAakadugidenisiovessy sllseaniam Reruduailudannsieess
antumsunsUftRnuiiiuaudniu vszseuldfunsswisauazaanuasliiunis
pevaunImdeIs Tnefidmneddl (@vaRnisdinauanenIsunsRaIuISEUUTIYNTS,
2547)

1. Aauseleniguooalseyivu Ioun nasuinisswnisitaiunsnnevausy
(Responsiveness) AaA11uABIN1svaUsEr19uLazketgulfifanansenuludeuin
(Positive impact) fian1sHaEIaUsEaY

2. Panadugrisenisivresdy ud msudmsielilduadng (Outcome) mssny
fnguszasd (Objective) MarelilasfinasuInisuvusaiunadugn? (Result base
management) waymsimidannavindisrau (Performance agreement) Tuynssdiu

3. fivszdvisnmuaninaudualudnsiavesdy Wud msudmsieedesfiansan
TuBauTsudisussvindadodnds (nput)  Aunadws Outcome) Tiintulasiinisi
Cost/benefit analysis Taunsafinmzianulivlyidueranuduaeunuuvislasans
g Weufuusdlenillésu suviednssuunmadimnenisihouasiananuseusas
yAna (Individual scorecards) fideulosfiuseuasdnng (Oreanization scorecards)

4. Lififumeunisuftinuiuanusudu Wil msdvusssesnaniunsufdio

LazAITANTUABUNIIUHURIU (Process simplification) uasdnliiiniinsgaeduianms
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fodula Empowerment) fislimaufiivuaieduiigauimslndffulssymu N3
UftRaniluzy One-stop service

5. fmsuuupnsievesduseniliviudemgnisal ldud msmumuuasdiuvly
nsguauns uarduneuvianlmiediane (Process redesign) Ssdndufamunauddy
anuddguazaudndusesununuuaslasnisynssey (Program evaluation) NTEYULEN

drusmansiilisufunaznisuiuigangmneg ngsadeudn Thumnsautvanninisoled
G

6. UszruldTumssuneauazmniazliiunsreuauesnuieins laudms
Uﬁﬁ’ﬁi't‘timiﬁsj%l,ﬁuﬁqmméfmm‘ss,aa::m'mﬁawEﬂ,wmﬂiz%wmusﬁ%’uu‘%mmﬂuwé’fﬁﬂﬂﬁmi
denufssnisvesUsseay (Citizen survey) wazaufiawelavesdiuuinis (Customer
survey) TumannvangiBuasifuluednsahiane Weunuiugmsuianemsseld

7. fnsUsediuamsufiRoustaiuae Iduinsnmageunasianamsujifiou
ieliARszuUNsATUANALIES (nternal control) Beawiliiansnsandndunisufjifnuves

L3 2 1Y 1 = o oo
asnns Wussgithmnelaogwiiussdntnm

AinauanEAsSIINSHRIIASEUUTIANS (2547) IWannseaziBonuaal tnluws
axmnalunsRRAmAWsUIslaeTIL Mumsjadugnmfiuuing finnsanannns
fiunsludssnafuilsmnufauiuuesUsyenu TomnafivssaguausauanmuAaLiy
Rrtuumsatsisugldvatedemns Imaiesgianuiiulazdoiauouusyessunyu
f5uu3nis nsthwansiuitsamuAaiiuinydudannslivins nsuntedgminagssuu

b o nJ & 2/ ar L) o L = L=
Aamudeaieusrlonisouszraudiunims wasntmusasguvielmalituins

) . = n:al P o s s =
ATTHRIUIANTNUINT WAL TDANBUIMTAMIUNITHAIUIATNTWUING
=y e 1 1 Q9 = . ciu a
WAU moviaed (2550) na'm'mqma'n%amwmsmammmqmlﬁmmuﬂizﬂu
0 & ¥ e wey a = oA = a  f® 9 = e M e
ﬂﬂllﬂ"ltiﬂ'ﬂﬁﬁﬂﬂﬂﬂa miwaﬁmumma‘uimimmmum'mmaamwaalulmumsmauaum
wazusiuasrvaeuiuguilaain AR AT e AUANME UL INNDUALDIANNABIN1IVD

2/ A res = =3 1
gnfvdedsuuinavielal

fusn dvasiand (2509) nanvimsiaesinsunasasduediulupaeyifaninis
%Lﬁﬂ%’umnmisﬁu%ﬁmmmmmmsﬁw’mwmaqﬁﬂiﬂﬂmmﬁauﬁaaﬁmm mauieensu
wagldrmusiuiiannyssrey arwAnsty maheruduasmaluladlniluvszgndld  lae
ﬁﬁiwﬁ‘umﬁaqﬁ'wﬁm%’mﬁ'ummﬁﬂ%ﬁuﬁwmﬁﬂmwaqaaﬁn3Uﬂﬂia~1a’huﬁaaﬁu WY N3

Tusnsguuuulnl Annssulvad Wy Uudgennstvivimsensnse ArsNaIuINTdies At
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darsteyatardaadulissuvuiidiuny Tnedrirusnisguuuulmidufionsunen
vaninas 4 e As 1) Aenssutuiianuseiendulusunsy (Program activities) winnd
nvhaunduies Gingle event) 2) WuRansauiifiguriuasaausslonisediny Wy ns
a¥eseld asananmawanden Wauiaukaro1dn Mudaniswauininisiiies
3) gernsUnpsesdIuTiesduiidud A liiAansasuudasiendn daaduliiinain
suflewasmnluiusinstiu 4) uianssumsdamsintuedaeaiasly Tnelifmiaeale

TIAUvS T

Malcolm Baldrige National Quality Award (MBNQA) tﬁuﬁmwui'\ﬁi’aammwt,l,ﬁa“mﬁ
YBIUTEINAANIFOINSA Faiudusuusetaquaimwidfiussmadigg flanily
Uspgndld iy Ussinadily opawaide Gwlu uasinaidle ludnsessuinaansgewim
Uimunalngiitldanstananm MBNQA fia Motorola, Inc. wag Westinghouse Commerdial
Nuclear Fuel Division Tulla.d, 1988 uavudtmuunadndiléduseta #e Globe Metallurgical,
Inc. i’i’suqﬁﬂﬁlﬁﬁmi Federal Express (FedEx) lasulull a.f. 1990 (Evans and Lindsay,
2005) InsirquizasAndntossnadannaim MBNQA Usznaudie (National Institute of
Standard and Technology, 2006)

1. iledawnszguesdnslifimsusuugaivuguam (Qualiy) wasn T RLNARER

(Productivity) Tifimsansnsalumsudaduiigadu
2. iiesndetnsdnigaingg Mszauawdnsslunisuiuleaniwduinuay/vie
Uimsvesmadldty

3 et IuaAETIINIAGIAT MAGRANMNTII A1ASE UAYEIAMIHYY

ihidssdluamauniovesmuoadielflunsuiuugqanm

6. elfiluuumaflawizingaaudesdnsiiuszasdasdoudiannsuimsdams

| 2ras o ot '3
padmaielilasurmudSaluntsinaunuesasnnis

National Institute of Standard and Technology (2006) ladasiunaeilunisussiy
L3 A at or 1 -y . . .
24ANTIHBIUT19TAAMA WML The Malcolm Baldrige National Quality Award (MBNQA)
A ~ ) o 2 & e = p=|
Wednadylasdnsiuulsenaadussansffidneanduda Tnefinseursanneilunis

¥ o

Fvsan 7 vne Uszneudis Az (Leadership) nMInaukunagws (Strategic planning)
nssjntiugFuuinisuazaana (Customer and market focus) n1siama NsdATzRLAzATS
Jannsa1u§ (Measurement, analysis and knowledge management) nsyatdunineins
yAna (Human resource focus) N9EUIUAISUINITIANNS (Process management) Wee

Haans (Results) Fauandlunwi 1
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Lakhe Wag Mohanty (1994) na1171 wnAnwen13d9avi Total Quality Management
(ToM) Aensdnilfesdnsiimsuiuupaisrousediiaiiios ddlamsuiilunisliveila
wazedosilednumnlunisnmada dmdussdnsifimsdmissuugunmezdunaldain
1) sruunsdarhauamasdiudiniwenlyuie uavnsrunuresesdng 2) yaans
aelusiarudile wesfiuaauddglunisdarssuuannmiasdiuduniiwesnisussy
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Ugboro uae Obeng (2000) wuitluasdnsiiszuu ToM ihluldazwusanduiug
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< e . 1 W o [ XN 2 o
fduuan (Positive comelation) syuinsamediresguinisgagn aslidunaluns

o ass

UfjiRauvesyaains (mslidwnatumsdeduls, mafidawsnlunsvuiunadindu, uaenis
LI

dnfateyarnarsuaevinennsiussing eufewelalunisviiuuesypains uasaiiie

walaupiSuuing

Kaplan wag Norton (1996) 1éna1219%u The Balanced scorecard: Translating
strategy into action IfiAmsiugnAmiediuuinig (Customer) zinandrnuudinisnais
(Market share) #§uu3nislud (Customer acquisition) A1s¥nw3uuinasidial (Customer
retention)  flsiildangFuu3nns (Customer profitability) uasarwewelavesufiuuins

(Customer satisfaction)
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MaAsETinarn1slszanans
Iﬂﬂiuﬂmﬁﬂﬁﬂgﬂmﬁﬁaﬂmmamé SPSS for Window (Statistical Package for Social
Sciences) itedmsvidoyaningUsvasivemidedmdludney Jeszneuluse
= { 25 J v 15 1
1. Jnmghnanud (Frequency) deyafiugiuvasmeusvuaouniy likn e o1
AnunwENsa NiAnungega adwusedn
= £ s:l =Y 1 = . . ot
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MINAHAIVUAI Reliability
MniuuasunmunIEIemmiitnelaveUssrugiurinsvesmauaiiua wudl
Fin Reliability (Cronbach’s alpha) Tudunssuauns / dusaunisiduinig dudmin /
yransfliuinns wagdudesinsauasgain deunifu 092,093, 0.91 uay 0.89
AUFRY %‘aﬁmqqﬂdwﬁﬁnqmﬁa 0.70 (Nunnally, 1978 ®14lae Prajogo and Sohal,

s ]
2006} easidensuandumseit 1

= ) o ¢ v g a
AN 1 UAReAN Reliability ﬁ]ﬁLLuﬂf‘l’m@"&uﬂI‘UﬂTﬁﬂ‘i%Luu

srnitdnasusedin duute Cronbach’s alpha
Fumoumsliuins 6 0.92
downan1suinag 6 0.93
i glidng 6 0.91
AasueruEzemn 8 0.89

HANM3IATEEINUUUEIIR
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PuFdnwamuszaaluiasiine 100 38 38.00
numuiagTIwa TR sday 100 36 36.00
Numunsliouiugs 50 17 34.00

T 400 140 35.00
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ludhuvassvsiuaufisalivesssrmudfurinsidusimssdaivingldviond
spanaaduamemdy wuinnuiwelaredunsumsliuinsiissduasuuuil 4.52:0.56
Jommamsliusnsilsvivezuauudl 4524059 Wmihilflivinsiisviunzuuuil 4526071
LazduAEusnrazmnilsefuall 453058 uavlunwaaslunnaureanuuing
sudadivneldviand fldwiiu 4524059 Taefiilszduasuuuiuwiniu 5.00 Measdon

pu|
wandlum1sed 3
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= w 1 El = . \ -
#1919% 3 sgauAadgavada (Arithmetic mean) waselgauuuInTgIu (Standard

L, as ' o = Was = Yoo | s
deviation) wessgduauRsnelvtauImsivssrvugTuuimsllduinisiimauadiua

wawdvu Tusuudnsnusuinfivaelaviantd

Suppunsbivinss - o

Fumpunsliuinsligeenndudou wasfieundash 4.5120.69
AnuTaslunsiiusng 4.5310.53
$itheventumpunislduinsuandSodredmen dedamsliuinng 4.50£0.57
fiszuuAFosirunouvaaunan1sliuinig 4.51+0.45
mazmnlATUTIAMIUENsast unau 4.53+0.74
Tnsaguviufiswelatunssuiuns wastumeunslismssedula 4.5310.36

4.5210.,56
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