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3. fussAvEnmuasifersuduailuionsiredy Wi msvimsiedesfinnsan
Tudauisuidlausswindlading toput)  Ruwadus Outcome) MAntulaefiniia
Cost/benefit analysis Twannsadiaszdarubuluifuasanududivomnuanuniolasinis
e dsufudsEleniléin midasruunsmadminegnisiausas ananureusay
yaAd (Individual scorecards) Fdolsaiussduosinng (Creanization scorecards)

g, Wiiduneunsufifeuiueudutu Wed mesdmussseznanlumsufoing

wazn1saadunoun1sy UG (Process simplification) wardalviin1snizgatsdruianis
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dndila (Empowerment) el sufdfeaiaiufianuinisladiaiulssaney santinns
Ufjtifanilugd One-stop service

5. inmsUiudaimsfavesdinsansliiunewmegnisal dud asvumuiasyiulse
RTINS wardunauvauinslagiaue (Process redesign) Aaiudamunaudidy
anuddguavaudnduresunuusazlasinIsnsves (Program evaluation) A15EULAN

1

drusensithidudiusaznisuiuugengmne ngsulevdien Wmnsastuaninsaleg
FH)

6. Uswnwulifumsdwieanuassinuarldiunisnevauesaudioans Iduinns
UfdRsunsiisaduiicanudniniuasaruiaelavaa szvmudfuuinadundnlaedinng
dranudeanisveslivyivy (Citizen survey) uasaruRswalavasgiuudngg (Customer
survey) Tuvanmaneiiuasifiuluatsainase Wotumi$uusnsuftinmadelu

7. fimsUssdlumamsujiinuedaminane Wuinmesedouuasfananaujdfon
dolfAnssuunsnruALALLes (ntemal control) Twaslfanunsondndunmafiionuaes

saAnslrussgitanglaogediussandnm

drilinsnuangnssunsiinTuuTems (2547) idaunssazduavesiadinluug
asvanlunsdaauamnsUiMslagsan munisiuiugnatdiuuinns Rssanainms
6 o~ | ar = ] o -~
audunslufesnsiuilimmdaiuresslssnry Semnefilssrmudnunsouanuai
i 1Y)

Vet uusnisatsisusldnaiedamis dansiemeianudiutasdolaus izl senay

as = o a o 4 s oo
VUINIT ﬂ’liuqﬁdﬁﬂﬁ‘i‘iU‘W@ﬂ’ﬂﬂJﬂﬂmuu"lﬂi‘UﬂéﬂﬂWﬂ%Uiﬂ’ﬁ ﬂ'liLLﬁL‘UﬁQJM'ILLaSSBUU

By e

) = I e o o A e ¥ oo
ﬂﬁfliiﬁ?}ﬂLW@ﬁi%Iﬂ“UUW@U?ﬁWW?JHH?UU?ﬂ'ﬁ iLﬁ%ﬂ']'iﬂ']ﬂu@ln(ﬂ3§qu1’ﬁ@?ﬁﬂ'ﬁzwlﬁﬂq'§

ar = td = 9 e o L
mMsAawIguAMwUIng wassesilauimsdmiuntswauiguninyinns
] =y t 3 o AQJ’ .
#aY aoviaed (2550) ranrdrgasdniannnianataifiasgnnifiesiiudsziy
K a - a oA Y o uw omowas
A ialgIieidfe msudndudviouimafufuausainsndeldldfunsnsuauna
waznifuasereuiuguilondt udadusivieodudtvarduauisoneuauaenimsednsves

LY E=l v =y =1 I
anenIBgIUUINI IO b

fisn Pn@3Tand (2549) namimisdanasdnsunasasduiieshulussedifanns
wfisturnmadbianumanonainvursesdniunasesdiosiues nadufiseuty
wagldieuianfioninsevmy aruAadEa nmnhanudussmeluladlmilusgndld Tae
FeluslvewiasduieadostuminAnidudunsdanimesesdnsnasesd iuiesin e ms

Truinisguiuulsel Aanssulml wu Ufudsinstivimsansnine mswanmaiies nsld
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ransdeyanazdaadulvivssavuiidiudin lnadriuinisplsuuividduiansanain
@ 4 = ¥ 3 P ey 4
waninast ¢ 48 fe 1) Aanssuduiinnusadioadulusunsy (Program activities) unndn
o o‘j =l . I =S - 1 L] af [
nsvinnusagen (Single event) 2 WuRanssuiflauawazanusslonidediey wu ng
51957818 nsWauidnmBswinden Wauteukaze @ sauBanaswaluavaanasiioy
1 Y o s s oA o O s f o Voo
3) sarnsunasasduyasduildriuddgyviliiiamsasundasdingn duaduliiianny
+ = &) ar -y é’ o at - I:‘PJ or Ll tad ]
saldlowaznadludusiinslu 4) wisnssunisdanisiinfuedesadesls leglufiwiiaauls

2
& = o

TeAunsadin

&)

Malcolm Baldrige National Quality Award (MBNQA) Lﬂuﬁuuuumi’aﬂmmwum%ﬂﬁ
vossymmanigewin Jududuuvussiaguamuisndfssmagiag Falandly
Usegnild wWu Ussimedidu seewnside Awiuf uasimade ludsuvesUsemeavigousn
Utvualvgilisatanmam MBNQA fla Motorola, Inc. Wag Westinghouse Commercial
Nuclear Fuel Division luila.a. 1988 uazuddmuunainiiléfuseta e Globe Metallursical,
Inc. dquqiﬁ%ﬁiﬁﬁﬂ’ﬁ Federal Express (FedEx) 185Ulut m.e. 1990 (Evans and Lindsay,
2005) lnginguisasavanvosrneiananin MBNQA Ussnaudle (National Institute of
Standard and Technology, 2006)

1. Wedsenseussdmsliiimauiulsefaduanam (Quatity) usznaifiunanan

(Productivity) '{,ﬁﬁmmmmiﬂiumﬁm%ﬁuﬁgﬁu
2. iflsyndetasdniaaned Alssaueudiilunsuiulpquainiudiuar/vie
Uinsvesaed iRty

3. Weahauvnaasnasiiianiagaie meAgeainnIsa Mads wasasdnaing

thlszdfiusmuasnsovessmaaielilunsufulsiganin

g delddunumsianisinnsaaudednisiilssasdos o uifonsuimsdanis

=i [y o o -
sadgmaialildfuaruduialumsdangainmuasesdnng

National Institute of Standard and Technology (2006) lsidaviinmusilunisussdu

dJ ) Q) 1] = . N v
aaﬁﬂﬂwaﬁm'maﬁ;mmwLammm The Malcolm Baldrige National Quality Award (MBNQA)
A ™ W ¢ =t o o © el & oA =
Weduasulesrnsfiiisudssnmafiuesdnsifidnoawlwde Inaednsovrsunasilunis
#9130 7 wse Ussneudie sl (Leadership) Msaausunagns (Strategic planning)
ﬂﬁinjdLﬁué‘%'UU%ﬂﬂiLLaﬂmaﬂﬂ (Customer and market focus) A19IANA NITIATIEALAZAT
dnn13A1103 (Measurement, analysis and knowledge management) ansyutiuviweins
yAana (Human resource focus) NI¥UIUAITUINITINNIT (Process management) Wae

Haans (Results) sawandlunIwi 1
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'5_.'-58:trat_egic : :':_ Human. Resollrce
- Planning .. Focus N
s s
L Results
A4 B
" Custoriier and - /

e 'M'ar'ket; 'FO_C_U'f.S: : :

EI o) 3 @) L7 i o . .
AMWH 1 REAINILUUNTIAFITUTHIAAATWLMITI0IUDY MBNGA (National Institute of
Standard and Technology, 2006)

P~ ar s ot .
mnawi 1 szliuseaudoavssdnunzesdng dnmlndedvesedng dnunzves
anuduius gvsaigafvetaanuvitnigdessdng ndauuures. MBNQA aruus
P & 4 a a v A s 9 v =2 v o ¢ <
szuulUjiinmseonu 6 wuadalussuudjifinsnasinbiuisalmadwivesesing laud
AN En1sieddns mMmnweunagns waznsfadugiuuinsuazaainsnfunguuas
g a e 1 P 0 9 WU o o w
gl wmszszuudiiinsnguilasdudiudhdgeevild fuimadumiud Ayvesnis
Nusunagnduasnswimlenaluswiae dunguitdastsznaviumy msdaduniseins
= s at t s A L3
yaea nssuumauinsdans wavadnd Wunduvemadns Taefyaainslussdng uas
o e a o o 9 w ¢ v osd vy o a wa
nszvaunsdfgyziliungualumsmasiliesdniussguadwsviasl? Fessuudfoinisluyn
mnassiinavinliesAnsidneniwlunsaimdadun afeuing mauimsdansgiuuinig
uazmann MIVIMEIAIUNISEY MIusmsdansnely. suismaiamineinsyema s

= as l:j =l LA 1 .l
YIMTEMINR armsiinnsu HATDURBENANLESYNTU

Zhao wazhniy (2004) ldinseusieTanmamurienfess MBNCA Tldlunisfaun

winsdladnnanIwn1suIMsnns wasdneninredasdinIvemisuIn e ugaEMn T
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saalsewmady Tnefludiuusnssuuufdinisasuszneuludanamilunisdsady 6 wion
THud anaeh manaununagns msgadudiuuinsuasaam msiane MIleTElaY
msdansmiad msuliunineansuena wasnssuiumsUinsiantg dauszuuUfoRnag
raaleianadnivesnsdng Usznsufmenmnaudng 4 wminade anufianelavasaainsg

adwsaamsjaltiufiuuinms kadwdniemunilulasnisnan uasUssivinavesesdns

Lakhe wag Mohanty (1994} nd1791 wn@avaan1saain Total Quality Managemeant
(Tam) Aemsdavilvesdnistimsuiussaussouzadnedioidas dedimnudniiulunsliineta
wasadaddiadauniunisasatn dmfvesdnsiiinsdmissuuguamasdanaldenn
1) szuumadariauamesludundeeniouie waznssuiunurendns 2) yaans
aelufiarnudila ussuamuddlunsdavhssuuaunwiasdudiuniweanisusig
wWvunenisgsfitreensdns 3) lassafvetesdnsinisdiuidmiviediussuunaniv
6 fmswseumnanudeniesiuuiniaelutaratsusnidudnmieessugsives
9sAnT  5) msdammfissnsuazeumaniwosdiuuinadudddglumsaisaussous

[ A IEﬂ = e,
neqaddns 6) Wussdnsfiilszuumsdeansiitiuszivdam

Ugboro waz Obeng (2000) wuiilussdnsfissuy ToM Wnlldaswuananduius
ffiuuan (Positive corelation) seudtannefilweuimsasds asliduialuns
Ufjiisuwasynains (mslidunalunmsdadula, msfidwiadlunssuiunsdndy, wasns
ihadeyadnansuasnineinsluesdng aruflmelaluprihniuresyeansuazamfanela
VO4TUUINT

Kaplan Wa s Norton (1996) lanan2lilu The Balanced scorecard: Transiating
strategy into action dAndugnAvsegiuuinig (Customer) asdnamnduudsniinaia
(Market share) g3uuinislusl (Customer acquisition) nas¥nwgFuusniaiiin (Customer
retention)  ilsitlFaing¥uu3ns (Customer profitability) wazawdawalavesfiuuinis

{Customer satisfaction)
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AadedrsannufismaloresUszrvugiuiniivesesdnisuinsdrudivaunn
Uszarteutseana wa. 2562 Flduinistunuuinigdneg vatesdnisuivisdiusiva
wrn Tnefivsediunisdinalssooulude armdansladetuseunisliving desmams
Wugms @whildliuins wasdefssrnoauasen suidoausuuzdun duiings
vasfuuinslundazauuinmsiseduansedefiosdmsvimsdsivamunnuss Wndu
fretns 600 dhetrelunisddeuudimarudadiumdlsudldfolissauduuing

oy

Uszransuazngudlegielunisdiim

nsdrseanAniuvestserugTuuing dessduanufisnelavesdssunsy
Auuinivesasdnisuimisdiudiuanian Usstiaudssn we. 2562 nalsudld Snnu
400 919 tunuudnmsiudaiusglaviend auiauigeeralafnsden aulesn ve

] Y Y = Ao o - o
auf@qmﬂﬂﬂaﬁﬂ@aiqﬂ LAEZATUATTANEN ‘VliU‘U'ﬁm'iﬁ]"lﬂ@&ﬁn’ﬁﬁimiﬁwmuamm

sazaiinnsids a1l ndeslauasiBniniuiusandeys
Sudndunisifeidadisailsewiniudl 1 gaiaw 2561 - 30 fuseu 2562 Tapda

wuugauamdanufmelarssssraudiuuinimmdusedd ieliussneudiuuing

Ussiuszduaufiawela uazdsdsdoyanissviiunamndmnduneluladwszaeund)

[ 9

WiRanIaIenssds INeNnguUnTURTEauing SV IRYINS

e GLGEDEHD)
9 - P E o [ & e
wuudrranufweladlfifuaiedsluniaiiusivswdeyaluaiall ladin1magau
o o X - A -~
ATLgaRsEaiient (Content validity) naznagauauifioansadalasiadie (Construct
. e 0] [ o . e 5 o ) 1 =1 A o &
validity) dmwisunisuaasuainu@ena (Reliability) arnuuazsiiunisviaiinidudseing
1 al =f 1 = Y ¥ = el ) 1
Cronbach’s alpha Tudiusasszduaruiiweladenuuinmsfildlduiaisnesdniavinisdiu
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nMwIsiuaznnsUssuiansa

TlusunsudnSagunisdsauaiand SPSS for Window (Statistical Package for Social

, e v o . oo a v oW = s
Sciences) o laTideyaniuTagUsvasdvainaidedisaludieiu Salssnauluing

1.

ART1EdnAmi Frequency) waviesay (Percentage) 9399 UIUERBULUY
a“’vﬂa}_mmﬁmLﬁulw,wiawzuu%mi _

Anseviaaisiaunds tLaxﬁiﬂLﬁmmummgm {Standard deviation) sEfuUAIIY
fanelavesusermudiuuinisdetunsunisiiuing deamnanisliuinag
@ igliuing uasdeduneanuazen Tnawuuasuaaluduilldunnsda
LU Likert's Scale udasdofimiadonnould 5 meden fmeunindianld s
aviuy wnld 4 esuuu Urunandld 3 azuuu teeld 2 esuuu  uazlissiiga
1 1 asuuy Tasddmevrsagdaounuuseuanuuimiaade uasimuasesy

1 A a/s ar L
Anade [y 5 sudu fadl

!
1 a

anunteevieyaluidasdy = Ageds ~ dige /  Sudutu
5-1/5
0.8

TaevuaA1uIN

1. AzuuUeReflagszning 1.00 - 1.80 wnearwd  dsvdumufiensle
tiaufiga

2. psuudiedeiiogssving 181 - 260 wnemwd Ssvduanaiimelaler

3. aswuafofiogssving 2,61 - 340 wngayui fsvduanuflowelan

AW

as I

Cl 1 1 1} ar =f

4. Azbuwedsfiedsswing 3.41 - 4.20 wanaprady dseduaufiaelasnn
A ¥ 1 1
aefiogsening 4.21 - 5.00 e Hsydunuanetaun

P
W
-
k1

5. asiuunay

fiam
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Asnagauan Reliability
gInkuugouaun1sdrseanuianalavesUssensud Furinsvedssdnisuividiu

fua Wuden Reliability (Cronbach’s alpha) Tusitudumsun1sliuings Arudeanianig

P Y o v A o a Y L e ' |
11’1‘U3ﬂ'ﬁ QWULﬂqwuqmmﬂUTﬂqi LAaEATUBIINUIBATUESARN ﬁﬂ']L‘V]']ﬂ‘U 0.92, 0.93, 0.91

kM

o &4

was 0.89 suddu  Ffidrganddndngefe 0.70 (Nunnally, 1978 d13lag Prajogo and

=l ar =
Sohal, 2006)  SeaziBuadsuanIbuAsI 1

= ' . ™ ] 1y [ .
M99 1 wansrn Reliability SuunmaRT TRy

Fruiliinisuseiiu F1ute Cronbach’s alpha
Funeumsliuing 6 0.92
Ppavnanslvusnng 6 0.93
Wwehitglehsnng 6 0.91
Feduneanazenn 8 0.89

RANMIIATIBNIINMUUEITIT
ann1sdseaurianalavasdssenrugFuuinisvesesdnisuinisdiudiua

wv1 Usssrlaudssuna we. 2562 Tusnuiumsdanunglaviend sufmngueuias

afafnisdenn fuleo weoyymlgndsieaine wasnudunisdne wuinssney

Ve =, ~ A
FUUINITRRULUUABUIIAT N Awe e Tean daauaedluaN e 2

o o W Py
#1919 2 Ltﬁﬂﬁl”lu’m?}a\‘lﬂmau LUYHDURNHET ‘J’Jﬁlﬁ’é’luﬁﬂ‘wd@

UUEG Snmuuvasuny  snassesufl SenavveaUszvivuil
| fidea PAULUUADUE AaULUURaUAN
uiumsiatiuneldnsend 126 ' 45 35.71
uRRsNgIsusase TR Tdiau 120 43 35.83
sl maaum?mﬂgnﬁqdaa§wq 62 21 33.87
RANUNTIANT 92 38 41.30

T3 400 : 147 36.75
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1 ar = Qs ~ . c]u =Y 2 ar Yo
Tudhuesssiuanufianslavesy szrrudSurimsnuuinsiunsinfunglanie
-, “ 1 a 1 ) n.j 8 A =] L A
A8 1e9eaEmIuSsdruduaun wuinauReweladadunaunisliuinisisEauaAzIUUT
' 2 o = Y o 2 2 A v o - w P
4.51+0.69 YeanunisiiuimsiissAursuuuil 4.51:0.60 wiaglauimsisgiuazuuud
k7 QI a Qs A 3w
452051 wasamuidiganuazainilssduasuuuf 4.5120.53 uaslunmsluynsiu
= 2 w  a ¥ A P 1 as o ot @ o Vs
23UUINIAunsIRiuTelavion1® Aeawintu 4.51+0.62 TeevdlseRuasiUUALLYINNY

o
5.00 Tuasduauandlunissh 3
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- w1 < - ) . 1A
M151% 3 seAuANadeavadin (Arithmetic mean) wasalisauuuiaigiu (Standard
. . ar =f | =) A o) = Wy d' o
deviation) wessERuAfimelsRenuUImIiYssrmwudiuuinsldlduinisiiosdnisudms

mumuam%ﬂumummiq’mmum‘s%mmmm‘lﬂmamu

Lm&ﬂumiamizﬂumwﬁawﬂm' :

-
a

Aumaumiliuing

mmaumﬂwmmﬂmaamnwmau waripunasdda 4.51+0.69
ausaadlunistiuiamg 4.52:0.85
fithaventusoumsbiusnmsnanddededmay dedamsliuing 4.52+0.62
fiszuudnusdrdunoundwaanisiiuinig 4.51:£0.84
aEEmNETURININTUS MsAayTumey 4.51+0.86
Tngaguvinufawelafunssurunis waztusaunislFimsssiula 4.50+0.58
Anade 1.5120.69
“Anmmstiinn B I PRFRE e
mmm\%mﬂwmnﬁwmnvzawrwaiaqsuﬂsvm’uumummi Wy uIpITuen 4.51:+0.36
il mm‘s‘lummmwnmaa VEBUBNLIINTIUNT
finmsussrdiusligiuuinmauidemiansliuinisidali 4.49+0.25
pavaLedeamsIUEnTUsensulsedwilussandnw 4,51:0.56
gaanemshiusanTannsndnieie asen T £.5120.89
Uhe donmuvangauinis / thedssududug derudaaudilaie 4,50+0.47
Tnsasuvifmsladnreminadidainiglusedle 4.51+0.58

Aad 4.51+0.60
. EFTETS R T T Rt et ST SR bl i T T TR
i dgliings. S T A
]

smThilifioglues amwmwulﬂ u,auwwum”’l,wmmi _ 4.5210.36
Erwthileedldmudnwisuusi uasannsouiletamldediammy 4.52+0.45
Wwmhiemnsonaudednawlétoou rlede wasgndes 4.5340.,58
Wshiiidnuismalunsliuinng : 4.52+0.54
Gnhilidmsretiuvimslouduynne lddenddoR 4.51+0.63
Tnsasuridmelslunslivinmsveadmifvnviilusziula 4.52+0.47

Anads 4521051
'ﬁqmmammavmn T T o
anufinavaImiEUinTg aumn’lummumamwusma 4.5120.42
AnismeTesdedneamEaan Wy fvensn wienh Aidwesliuing 4.51+0.35
ersavenasanuiildanslae T 4.5040.26
fvindefani 13ans uesndlfesuimseensiivme 4.52+0.45
gunsalindadlddineudivaty wasiiiinme Thdnsads 4.45:0.54
Tnoaguritelofuaniuil Tangunsoluavdesuneeasain 4.51+0.58
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Tudresssauaufisnalarasdssrmugfuuinrsiuiaunguiazaiainisdan

& =y 1 o 1 1 3 L) = a - H
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LE s 1 1 ar A 1 ar
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WERIUMTT19N 4

=l YR 4 = . . .
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= ' a1 < = . . 1o
ATV 4 (B1D) TRAUANAREIAYANG (Arithmetic mean) WasANULAUUNINITEIU (Standard
' . a =% 1 = e’ Lo - By q' L2 =
deviation) @asssiuanufiansladeriuuinisivsrnvuffuuinsidlduinmatiasdnisuims
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mukRsweTsE sANEEAIn WU fleeasn en filmatluinng 4.5110.36
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flidefud 13ans uavshauinesuimsethaiivae 4.53+0.36
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= PV < - \ , o
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