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3 @t LIS = 2 do T Uy
goa” mstfulgmumvnislduimdathummiddiueduiafielivinyms
& A 1 = & 24 o @t
Wulvateiiuszaninin wazaiuisanouauasnIua1ufeInsvedlsseru (@unny
AMENTIUNTVIRILNSEUUTIINTS, 2549)

1

i Suwsas warlulsad Avsusna (2504) Idnanli nmlssiiumamiesilu

spuuiln Sudludesiiinusianasgiu (Standard criteria) wasiadia (ndicators)  Lieldidy
nsaulumUsziinfieliineudany Wussuy fuespuesduiioeniu Tnelsznauds
nasfddy 7 st Usznaushe

1 s dugninanaznisussgingussasavaulouns (Achievement) lunng
WRruidisumanisidumuresnisnuitiuleuelUugin - fuiagusvasdittmetily
ulaue TadiunsUsaiiusavasasdnsly 2 duufe nalunmsal uazsvdudfjolinas

2 nadadnanin Equaliy) wazarimlusssuludens (Sodal equity)
Usenaudadidsandify 4 Usgnisda asidiie (Accessibility) n1sdmasanivgins
(Resource allocation) nsnszatsaalszleal (Distribution of benefits)  LagAMLLENDAN
(Equality)

3. inaAtNaIsaLazaanwlun1siuinis (Capability and services quality)
ssnoudnasidiia 4 Uszmife @ussousuasmingsu (Organizational Capacity) AR
wazwfiaane (Coverage and adequacy) aruilunasliu3ang (Service frequency) Uas
issandamnsliuinng (Efficency)

4. inasiannuiulinvauvedasdng (Accountability) Ussnavdnadidin 4 Ysemafe
Hushadadiay Sodal commitment) ar1usufingaudeansisaie (Public accountability)
aslsvdnussfuaandes (Risks auarantee) Mssendudefinuan (Acceptance of failure)

5. SN SAUBIREUAIRBIN VR TEY19 (Responsiveness) Usenaudaeiidin
4 Uszarsfe nsmvusdssiudlam (Problem identification) mysuilsanuAnLi (Public
hearing) 1nasnsdanagvslunisunlalywn (Strategic measures) nazauTadlunisunla

Ugym
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6. nausianmilsvielavesgnAmiausseininguidmang (Client’s satisfaction)

3 - = ar < . .
Usznaumpdidiafidda 2 Usen1ine sedunuilaviola (Degree of satisfaction) N7
yansuviseAnA 1l (Acceptance or rejection)

7 nmenadaniededany (Social damage) Uszneusiada®in 2 UssniiRe

nanszvun1Buen (Externalities) Auyunesa (Social costs)

nsduasunUnaTasduieciu (2546) Awmuallgnsmaainmipuiszuumsiiiy
ﬂ“LLamﬂﬂismﬂuuﬁiaaqénﬁﬂnmaqﬁquﬁmaulﬁEflﬁ’ﬂimwuﬁfhué'mmnﬁu Tnedyasula
oifnsUnAsesdutosdudmannsuinsdanisiaulflunsufiiaou lasll nagnd

w @ o w & A 3
Usznauniy msﬂsuﬂqqngwmaimﬁﬂumﬂsmjaaLwaLﬂmienﬁi’lmﬂiwﬁw‘ﬁ‘mamaawm

3
ar a

a v a o v & o ar e A w
SEseuresieny wasiuuavdnnasitasidianisuinsdanndiedunaniely
vooa o e v e ) ~ @ ) v oa
westuuid warliifundnlunsussdivinsaauveunasviainn
P 1w ar I ] o = o Py o -
wigsenguiinridisndninusivazisnsuinisianiiiiubiama W, 2546 3

= 2 1 [y A s el o - W = Ja A
Lamm'auaima'hnmmwmwaaﬂg‘ummu‘lmalfmﬁmimminamsmumaaﬁﬂLwaﬂiz‘lafzjﬁam

k

s

goelsvy ienadugvsdanisieuesdy fussavinin ienududrhndennafisvessy
am*ﬁgumaumﬁﬂﬁﬁ’&muﬁﬁuﬂ'smaﬁqLf'f]u Uszrauld Funissngaaasainuazlafunis
nevdUemIdes Tanfitimnedel @laRmadiinnueasnrsumsiuunssuunens,
2547)

1. el seipatiguvesszagy dwd A5UIMITINEA1TNENENTANBURUD
(Responsiveness) #aA1MABINTUEIU szrunaznetowlsliifananssnuluidauan
(Positive impact) AemaimuaInUssansu

2. Rnadugninenisievesdy liud msuSmsiislildnadng (Outcome) nsanl
Tngussaed (Objective) #2193 lnsfinrsuiuisuuugadunady gns (Result base
management) uagnsiaviidemnasiiaesanu (Performance agreement) lunnseau

3. fusvdviamuasfarudualudemsiavasdy lown mausmTesfesivIsn
Tudaddeuitoussnirdladeindr Gnput)  Ausadws (Qutcome) Hiindulnafinreiy
Cost/benefit analysis Tannsaiwmeiemanilulfuasarududmesmunuvialasnis
A4e) Fousulssloniildt sumdasvuunmathmnsnsyhounesinsacuausiag
yafaa (Individual scorecards) fdolesfiuszdiuesdinis (Organization scorecards)

0. bifumoumsuijdinuiuanudnu Ihud nvsdmueszssaatiumaufifo

waznsantunaunisUftaeu (Process simplification) wazdalifinisnzaivdiuienns
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fndula (Empowerment) Lﬁa'lﬁmiﬂf]ﬁamuLa%éjuﬁ%qﬂu‘%mﬂﬂé’ﬁaﬁuﬂswwu TN
UuGmilugd One-stop service

5. fmsuFutpansiavasdussnstiifudemgmanl idud memunutasdiulys
ATZUIUAT LLazﬂﬁgumauﬁ”muimiagjLaua (Process redesien) @eaLiludiasnuviudiiy
anuddguazanusniuresmuaiutazlassnisynssey (Program evaluation) ANTEULEN

dusmsilisufiusasmsusuugingmine agsadousiney Wisnzanivanninisiey
R

6. Usspauldumssusanuasninuasldiunimmeuauainuions ldudns
1Jgjﬁ’ﬁiwmiﬁguﬁuﬁdmmﬁaﬁmma::m'luﬁawﬂwaanmwuﬁ%’uU'%n’l’nﬂwé’niﬂaﬁmﬁ
dannaaissnsvasUssanay (Citizen suivey) tazaruflawelaveediuuinig (Customer
survey) Tuvanavanedsuasilagrmhiane Weufudgmsdgdisenishy

7. fnsUssdiumamsufitRouedsmitane Idudnnnaseunasananisufoh
WioliAnssuunsasugumued (internal control) Faawilwannsondndunsfifaunes

asrnsliussgihwnglded i ssdvsnm

AinuanznssunsRRILNTEUUTINS  (2547) I measdonuoini Taluud
avmsilumstannauamnsudmslaery dunmsjaiugdidiuuing finsuneinns
gufunsiudamisfuilemudmituvesUszasy SivaamnaissanguanTaRIANARLI
Bemruusmsanisasldnatsdems fnrsiemeianniulasdalauanuzunalssyngu

fruusns mstheansuilienafniiusn fudseanaslivinns msuilelgwuagssuy

u
= A Ei € 1 $/er £ a L3 LY
finenuFouausvlovineussagulsuuInTs warnImunLnsg eIt TlEuims

MINAILIAMAMUTNG uaziadasilouivnsdmiunsiimnauAIwUINTg

#aU aenaad (2550) nfiniwqmzf'u%ﬁm’mnﬁmmmﬁmqmﬂamﬁ%’Uﬂisr“fu
audisaligsialife makindudmieuimsdinfuarudeimsnddildfunimevaust
wasnsiunsraseuiuguslaat A A dududniuaninsanauauanudednIives

gndmideruninmaviall

susn Dvassant (2509) namhmsiiannesdninasesdiusiodiuluyunasiiaunis
ﬁ]gLﬁﬂ?ﬁummmnﬁu%ﬂmma'\mmmiﬁwmaamﬁﬂiﬂﬂmmdquﬁmﬁmm mydiuflseuiu
Larldmdnslenntsery arwdedtn msthaufuasmaluladlmiludssgndld los
3511&15'%@&%&5141,?{83%’9&ﬁ’um'mﬁm%L‘éuﬁ'ﬁumia‘]’ﬂﬂﬁwmaaﬁﬂ'ﬁﬂnmmﬁquﬁ’mﬁ'u Wy Ay

Tusnisguuudlul Aansgalvd ey YSuugamsliunnsanansaey msfunsdlas asli
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Frarsdeyauszduaiulilszagulidiaa lapAriuinisgduuulmitiuiiansanann
as o« |y = ey 5 =f 1 P g !
wanlnig 4 w8 A 1) Aanssuduilenueaendulusunsy (Program activities)  110A1
a & . = o L [ 1
mahruniaden Singe event) 2) WluAanssuniinuuazauisslovldedinn wu s
a%aseld aswauiaawdaandey SaunauLaze1Iw s10f I sHaIan1sKieq
1 2 Ql 1 ar L] Loy E!] & 1 1 = o
3) aafnsunnsesdruviasduiidiuddyvilvianisasundainina daasuliifnnny
1 =] <3 ar o é’ ar s = «::1'. Qs Wored ]
dilanazmsdiudiusiinsiy @) wanssmsdamaiiatuedssadaila Taeliiflnaaula

Tafuvisadin

Malcolm Batdrige National Quality Award (MBNOA) udiuuuussianainwivisnnd
99U TENAANIOLNIN f‘?ﬁ«.ﬂuﬁmmuiwi’aamﬂwmmmﬁﬁﬂﬁmqﬁcmﬂ ialaniqly
Uszgndld 19y Ussinedty sedasdes denlud uazniaide Tudiuveslssimaanigosm
u’%ﬁ"w‘?J“iJ’]ﬂlwyjﬁlﬁ‘i’lﬁaﬂMﬂ’m MBNOA fia Motorola, Inc. ag Westinghouse Commercial
Nuclear Fuel Division Tuilin.a. 1988 LarUSsvaunaniilasuseta fia Globe Metallurgical,
Inc. ﬁauqiﬁﬂﬁiﬁuﬁimi Federal Express (Fedx) a5uludl a.A. 1990 (Evans and Lindsay,
2005) TnednguszasAudnesssrefananin MBNQA Usznaudig (National Institute of
Standard and Technology, 2006)

1. Lﬁa%aamzﬁuaaémﬂﬁﬁmsﬂ%’uﬂqaﬁy’aﬁ']u@mmw (Quality) wazniifimandn

(Productivity) Wilenuannselunsudeduitgedu
2 ieundasaadminngg Auszauaudnislunisdiulpaundudias/vie
Uamvasnadldity

3 fleatuuamaasnasiiianiagsia aeaeamingml 11Adg wazasnTang

ihlussiummdnavammasioldlumauFuugsnunm

4. deldfuuumeiiannsizauesdnsiussasdaniauifantsuiumsians

¢ A 6 sl v s d @ ¢
aafmaiialildsuaudiFtlun siannaunwaIean1T

National Institute of Standard and Technology (2006) Iaanstrinmsilunisusadiv
3 A a </ 1 = . . .

padnsiaiussianuA Mg The Malcolm Baldrige National Quality Award (MBNQA)
P o qu g w0 e s A R A = o
Waduaiuliesdnsnidndmdszmaidussansiiidnanwliuign Taaiinsauvaanasilunis
finrsan 7 vane Uszneudie anasghin (Leadership) nasUnagns (Strategic planning)
masaiugfuuinnsuasnain (Customer and market focus) n1siana A1SIATISAUAZNTT
Fan13a2133 (Measurement, analysis and knowledge management) A3YTUNINBING
yaAa (Human resource focus) nT¥UAUNTITUTUISIANAS (Process management) Wae

naans (Results) dawanslunwi 1




J Organizational Profile : Environment, Relationships and Challenges
Strategic Human Resource
/f/—*! Planning Focus
T \\_\\
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b Leadershi Results
P - / \
|
\ BX \
) | Customer an Process L
<
Market Focus Management
|
Measurement, Analysis and Knowledge Management J*

At 1 wasedsuuradmiusTaquaimusisaiives MBNOA (National Institute of

Standard and Technology, 2006)

o 1 asfusasdnvednunsesdng dnMIIRADNTBIBIANT ANUAIYES
aamdusiug gnsrianfuneaNRINIgAeaddng 9INAILUUYDY MBNQA SHYIRIR
suuuftiimseenilu 6 mnedadussuulfdinsiashiliussgiwaduivesesdns Tauf
wanmERiesdns mynessunagnd uasmsjaiiugiuuinaasaateandunduues
Az Lw'sﬂmsuuﬂﬁﬁanﬁmju{‘f%Lﬂudau?Tﬂﬁzﬁ%vi"fiﬁ%u%mnﬁwmuﬁﬂﬁfgwaqmi
MNusnagnsuagmisuasmilemaluanan daunguitaasusznauludon majatdunineins
yaea ATEUIUMSUINSEAMS wazadvd (Dunduuswadivg Tneflynanstusedng uag
nszuumsTiddaendunuuelumsiog iliesdnsussasadnsiineld Jussuuufinislugn
mnaazinavilvesdnsifnemelumsaimandng afauing madmsiansgiuuinig
wazaan ANsUEWIRUATEEY msuiwisdanianigly MR IHEINTYARE N3

=y b 54 ) e 1
Umsdamsiid wasmisiimnuiutingeusiodinuuasgidu

Zhao wazams (2008) dinseuneianmnmisisrniinas MBNQA lWldlunsvinun

a4 & ow = as ) 1 = u
Lﬂﬁﬂ\ﬁ]@'ﬂﬂﬂﬁ“ﬂ’\“ﬂ'li‘U'i‘Vi'ﬁ"ﬂﬂﬂ'ﬁ LLﬂgﬂﬂFJﬂ'ﬁ'l‘ﬂQQBQﬁﬂTﬂ'PJQ‘WU'Jaﬂiﬂqiﬂqﬂmquﬂmﬁqﬁﬂﬁiﬁ
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dasdstanadvduosasdas Usznoushwnandng ¢ wurade anwilalavanpains

radwsuasmaaTiudTuuins sadnsmeunsiulagnInan wayUsvAviSHAvE18ANS

Lakhe 1z Mohanty (1994) na1171 wwiAngasnidavi Total Quality Managernent
oM Aemdmviliesinstinaiulpaussausedstaiios Aatenudnthiluntsldinaiia
Lastediesuamnalumansiete dwfuesdnsiiiinsdaiszuuguamasdanaldan
1) szuumsarhamnwasduduniisonlove waznssuinmvesng 2) Yaans
melusiaadile wasduasdidalumsinissuuaunisdesdudiumilemiursg
Whmnemagsiavesesdns 3) Iaswddsvesssdnsiinisfudfadmiviosiussuugunim
4) ﬁm':?Viaamwmmﬁamfliﬂaqﬁ%’uu’%ﬂ15maluLLaamauaﬂL‘T‘Jua’hwﬁwamNuqiﬁﬁmaq
g 5) metanadeimasazanuaianiwesiuuinsiudndidiylumsadiessauy

¢ & e Aa o et o o
P9999RRT 6) WHUaIANsSNIsEUUNIARE1TNUU IBENTA W

Ugboro uag Obeng (2000) wuidituesdnsiithizuy TOM inlldasnuanandusiug
o " . 1 v o v oA v o
tuuan (Positive correlation) §2WINANIBHUIVD I UINITEIA mslwarunalunig
UitRreesyaanns (mslidnnalumsdoiule, msidadulunssuiumsdadu, uazns
iinfladoyadnmsuamivansluaing) anufimelalunsinmeyaanuasainuiisvels

YBIETUUING

Kaplan Las Norton (1996) liind12141u The Balanced scorecard: Translating
strategy into action iiamssugndmiediutins (Customen axdaatndiuutininain
(Market share)  fi$uuFnaslual (Customer acquisition) 133w iuuinsida (Customer
retention)  lsitldarngSuuinis (Customer profitability) wazadwfianalavasfiuuing

(Customer satisfaction)
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ANINAHOULATDNEID
= PRERTrs | P ] W & yva
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ﬂ']i"jLﬂ‘i’]ﬁﬁkl@%ﬂ'ﬁﬂ‘iﬁl%ﬂﬁlﬁ

lﬂUSLtﬂiuﬁ’lL%ﬂgﬂmaﬁ'ﬁﬂﬂiﬁ’lﬁﬂ% SPSS for Window (Statistical Package for Social

. d A g Y] ¢ ~ar o v ow = W
Sciences) WadnswitayaningUssasdvesnsidedisialudisiu Swseneullion

1.

A51LUnIAINE (Frequency) wazdesaz (Percentage) U839 1UIUENDULUY
drsnanudaiiulundasuuing

Wnsienadomundn wazAndsauuanasgiu (Standard deviation) sEduAY
favelawosszanrudfuuinisdetunsunisliuinig demisnisliuinng
Frudhigliuzans wazBednnaniadsain Tneuuvaauamnludniiliinesia
WU Likers Scale udasdeiimadenmeuls 5 waaden fweuinnitgald 5
Az anld 4 aviuy Ytunandld 3 avu deeld 2 asuuy wawtleniige
1 1 asuuy Tmﬂﬁﬂﬁ’mawaq@mauLLuuaaumummﬁ"lLa?m waz AU 53U

r

1 o ar L
anadn u 5 9udu fell

mminaesdoyaluiasdy = Agega — Awgn / Saudy
5-1/5
0.8

I

TaeuiNa131n

1. azuumadsfiogssning 1.00 - 1.80 wwarwd1 Hssduanufiavela
v o
taeiign
2. akuuadediegszwie 181 - 2.60 wneard dissdumuiaelaves
E; CJ 1 1 1 =i L
3. puwuwedsiegssudne 2,61 - 3.40 ureanad desdumnufioeladiu
nNad
IJ A 1 1 1 = @t Fad
6. azwuuadeflegssving 3.41 - 420 weanuh fssduaufiselaunn
= 1 ] = [y ~
5. auuumadeilogivwing 4.21 - 5,00 wnemwd1 dsvdummifiselann

=
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HanIsANYY

nsviagaunn Reliability
PnsuugeunndsInnuinelavesserugiuuinimvesasdnmsuinsdi
faua wuinAn Reliability (Cronbach’s atpha) Tududuasunisliuins dudeaients
Wusms sudmihddliins wesduddnnemaemn dwiidu 092,093, 0.91
uag 0.89 ®uawUy ﬁ?qﬁﬁhqanfjwﬁﬁnqmﬁa 0.70 (Nunnally, 1978 @nslag Prajogo and

a @ «
Sohal, 2006) S’IElaxLafJﬂmLLaﬁﬂ‘L!mi’Nw 1

g15197 1 wdnarn Reliability $wunsnudruildngsyssidiu

Fuilnsusaidiu Jnnude Cronbach’s alpha
Sumounsliuing 6 0.92
FHININTTIUTAG 6 0.93
tiiglsiusnng 6 0.91
AsdnneAnuESaIn 8 0.89

HANTAHASIRINKUUET2a
aransa1TeaianelaraslssasuTuuinisretasdnisuinisdusiug

e Uszenileutszsana wa. 2560 Tussiudaiiuneldniems dudmuigudules

a¥ansdenn sulos ooy ngndeneais nasaruduineamazaalufiuiia s

i Ussrugiuuinmsnsuiuuaeuasmwiwelanasdoauandlunsned 2

A Q e o
A1 2 LLﬁmmu:}umaaqmammuaaumuﬁﬁaﬁlﬂmmwwa‘lﬂ

NUUING dnnuuudauay Sy T
fidnd ABULUUEAUA fauLUU#aUNIY
PududaRunaldviantd 131 61 46.56
nudsuiRungususasalafnndan 60 26 43.33
andndem weayymUgnaseaiie 12 5 41.66
uddneermasenluiuiids s 214 93 4345

gLy 417 185 44,36
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- oo - = ) . =
a15199 3 szduAnadslaaada (Arithmetic mean) wazanloaununggiy (Standard

e ) = | . P v oa N oY oa P s a
deviation) esszdumufianaladasuinisisservugiuuimsivlduimstiesinisuing

dusuaisadluauuinsnududiafungléniemd

dumsumsliuims _ _
fumsumstiuinsbigsondudon wasilaruadesi 4.50+0.35
anuradtunsiiuins 4.5020.45
fithaventunaunsiiuinisuandyedsdaay hedanislivinmg 4.51+0.58
flszuuAnTasdunoundieaniiliuinig 14,50+£0.69
aasmnildTuamIuEmiasfunay 4.50+0.78
Tpaguvinflavalatunssuauns waziumaunslusnissedula 4.51:+0.65
_ Alady 4.50+0.54
gamemsTiuing - S _ _ '
mfﬁmmqnTﬂmu'imswmmﬂwa'mma'saﬁwwmfdurj fuuinis wWu uiniTuen 4.50£0.58
anmuit USmistudasaniniiles wiauenuasons
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pavALINdaIns s U T ssaguldsgaiilsedvsam 4.51+0.65
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the derruvangandms / theusssduiud fanudaoudilaie 4.51£0.69
Taeagviuiimeladudomemadifindnilussdula 4.51+0.48
Aiade 4.51+0.49
dwiiiglida 3 ;
Wwthiiiiialued ammmmﬂ,a Llamiaum.ﬂ,ummi 4.51x0.58
i inadlsienuthowdaust vagasnsoudlullywilfaign 4.50+0.65
Wwihitamaneutadnanilddaen Wilahe wasgndas 4.510.47
Bwihiisunuilemelumsiiuing 4.5140.69
duthiiusnsedinimauiieutugnne Lidenufjon 4.50+0.78
IﬂEJaqﬂ‘vi'mﬁawakﬂ.umﬂﬁu’%mwam”mﬁ'wﬁnnvhu’lmsﬁu’tﬂ 4.51+0.65
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