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=

Andula mIdnoanuarenuarnMIReLALBIATILFBIN T8I TE Yy figFuiinvounona
wor” malivdpnuammsbivindatumsidadisuiuodbateifuivissnis
Hulvediivsydniam wavannsansuaussmineinufeanisnesivaney (1
ﬁmzns:unﬁﬁ'cuu“['ﬁwum%nﬁ, 2549) _

1Y Tunsas uaslwlsnd swsusina (2544) Winanlih mavssiunenshesly
wuuilin duludeslinusiuinsgiu (Standard criteria)  uas#d¥n (ndicators) el
nspulumsUssdudielifnenudiey @useuy fiumsgmuandufiontu Tasdssneuse
nustiddy 7 it Useneudae

Lwnusidugninanaznisussginqussasdvesuloute (Achievement) (Junas

[

o a o a | { o a wa W ed o
Wisuisunamssniliunuvemisauiihulousluiia . fulnguszasdiitmusliiy

q

a wa

uloune Tasdunsusafiunavesasdnsly 2 dwie walunmsiy uagsEAuUfURNIS

2. \nmsinuanenie (Equality) wasaardusssuludiny Sodal equity)
Usenaudauiai s fmmmg 4 Jszn1shn nasdnia (Acce55|b|llty) N1SIRATINTNEINT
(Resource allocation) n1snssarenayselewd (Distribution of benefits)  wagAmuENDNIA
(Equality)

3. inmsiaNanalasguainluntsliusnng (Capability and services quality)
Jssnaududide 4 Usenisie au3I0UYYaIMIIBa1 (Organizational Capacity) AuYAR
waviioane (Coverage and adequacy) a1 udlunisldusnag (Service frequency) waw
UszdySnmnsliuinig (Efficiency)

4. \nausiemTuiATeuLeIAng (Accountability) Usznaugaedadiye 4 Usensie
wusiasedian (Social commitment) AILYURAYOURDAISTS0Y (Public accountability)
ﬂ’lﬂﬁ%é’ﬂﬂisﬁummﬁm (Risks guarantee) nseeufudefinwann (Acceptance of failure)

5. 1NN TAUBINOUAUFDINITUDIUTEU 1YY (Responsiveness) Usznaudiediiin
4 Yszmisie madmusdssidutlym (Problem identification) n1ssufiennydadiy (Public
hearing) smsmadenagnslunisuilullym (Strategic measures) uazauTmElunisuile
gy
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6. inausinufanalovosgniruieussansnguidanung (Client's satisfaction)
.Uixﬂauﬁwﬁa%ﬁ’mﬁ#ﬁm 2 Usznishie sedumuilanele (Degree of satisfaction) nns
bONTUYTOAAAIY (Acceptance or rejection)

7. wnusinaldevnusadian (Sodal damage) Usznaudieddita 2 Usynisie

Hansznuneuen (Externalities) funuvnedean (Social costs)

| a | v o ° vy ¢ v o w
NINEUAINNITUNATERIAY (2546) Amunlilensaansmawmussuunsity
mLamﬂinwucﬁiaam’niﬂnﬂ3aadauﬁaqﬁu1mﬂlﬁﬂswuwuﬁdaus'mmn'ﬁu Towdaasuly
amniﬂnmaamuwamumwanm‘smmmmmwmmlsﬂumwgummu lngd nagws

b

Usznausiig m’a‘UiUUiangwmm JeviAsadenieUalonalyusey ¥UYIVUNTIABUNIT

Usmsmu‘uawamu LLauﬂ’l‘WuﬂVIﬁﬂLﬂﬂJ‘VlLLﬁSVI'J“U’Jﬂﬂ'ISUiﬂ'ﬁQ@ﬂ’]iV]ﬂLWEJLUULLU']VI'NIﬁ

v oa a wa v ) a o | v oal
neiuloR wasldlundnlumsusaiiuianasuosudasyiosiy

< 1 3/ v & aa QA _ v & iJ ~
Wi’di’]‘dﬂq‘w{‘]ﬂ’]’J']ﬂ’JEWIﬂﬂLﬂﬂJ‘VILLﬁ%’JﬁﬂWSUi‘M?iﬂ%ﬂ’]i‘U']ULﬁJ’eJ\Wla W.A. 2546 4

L3 Y v 3/ a wa Ve a “a v <~ P d L4
mmmsumﬁa’Lumuswmimawgumwuima‘l‘znﬁmimmirmmamumaaﬁmwaﬂsu‘[wuam

1

(v

voslsznvu Wanaduguinenisiavessy fussanaam NanuauAiludanisavesdy
amﬂuumaumsﬂgummmmummmmu Usgwwuldfunisruisaiuasainuarldfuns
navaueInNADINg Tnedituunedd (@¥admsdninnuamenssumsimuszuusIanIg,
2547)

L indsyleviguuesUszotou Teun N5UINITIIYAITRamsaRo UL
(Responsiveness) m'ammﬁaamssuawsmwuuaxwmmmja‘lﬁaﬁmwamzmlm%amn
(Positive impact) sian1sWaudinussana |

2 Lﬁmmaﬁ’quéaiamsﬁwm%“g Wun mavsmsifielildnadng Outcome) nsemny
TnqUizasd (Objective) ﬁ'swlﬂﬂﬂﬁmw%mmuuﬁuﬁuwaﬁqué (Result base
management) wazn3IMTanNaIIFIENaIY (Performance agreement) 'mevm‘u

3. fUsgdndnmuay siinnuAuAiludinsfienesdy Wun msulmsilesdosianson
lul@aussuiisuseninatladogudgn (nput)  Auaadws (Outcome) MAnTulnEn5Y
Cost/benefit analysis 'Lﬁamm’“sLﬂswﬁmmL{‘Julﬂlﬁu,aummﬁuﬂ'wammumw?almarm‘
199 Wsuiuuselevdilasy swidnszuunMsathmsm ey YINHANIUTDIUAAL
yaAAa (Individual scorecards) VlL‘U’eJJJIENﬂUi"@UENﬂﬂ'ﬁ (Organization scorecards)

4, Iumumaumsﬂgummumummmﬂu Ioiun nafimvuaszesalunsu Uk

way msammumaumsﬂgumm (Process simplification) wazdalfin1snsyersgruranis
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andula (Empowerment) Lﬁ'@lﬁm5U§ﬂ'€mma%a§uﬁqmu‘%mﬂné’oﬁ”’;ﬁuﬂsw’mu $2M3H4n73
UURaulugu One-stop service

5, ums‘ds‘uﬂﬁcmmwaamuiwmﬂwumammmsm Teiun NMIMuUMIULaLUulge
NIYUIUNIT LAY mumaummulwamaua (Process redesign) mmmumawumuamu
ANNAIAYLAY mmmLUu“uaumemLLa“Iﬂianwsmni ¢8¢ (Program evaluation) N1TYULEN
dunemsithisniunas gnsUsuUTInguIne ngsalousneg Wvne gaunuan1InIsalog
Lo

6. Usswuldiunsswieaimazainuasldunisnouauasaiydosnis launnng
Uﬁﬁaiwn1sﬁnjqLﬁuﬁammﬁmmsu,awnmﬂawa‘lwawwwuuﬁ%’uu‘%mnﬂwﬁn‘[mﬁmi
d1919A11u089n15v09UsE Y (Citizen survey) LLa“mmwawa’LWaqmuusms (Customer
survey) Tunanavansifuasifuluodrsahuae Lwammﬂsuﬂiamsﬂgumwmsmalu

7. fimsUssdiunansujiinueteainane 1mmmsm’maammumwamsﬂgumm
Lwalwl,nmizuumsmummmm (Internal control) mwmﬂwmmmmanmumsﬂgummﬂum

E]\‘lﬂﬂSIMU?’EﬁLﬁ’]WJ’]EJiﬂE)EJ’NQJU‘EU?IVIGJYIW

ﬁﬂumﬂ’]uﬂmuﬂiiﬂJﬂ'ﬁWWU’l‘i“U‘Ui’]‘Uﬂﬁ (2547) 1®WGNU'13'IEJE1”LE]FJ®‘UE]\3C?]J’J aluug

v [ a

azmnnlun imuguA M TUIMsIAL S mumsaiugnddfuuing fensaneinnis

o A P 1 a =3 ) S| a <
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famuiFenitousslovisouse BUVULTUUINIS wagnsimuaNInTgIunIoInisliusnng

MINAILIAUN MU LLazm’?adﬁau%msﬁm%’umiﬁwuﬁﬂmmwu%ms

WaU -movans (2550) naniigasduiananisaataifiesgnsiied i fuuse iy
amdnseligsialede MIndndudmisuimaduduaiudosnsislildtunsnavayes
wazniumsrsaeuiuguilnadn nandusiviaduduman fuansaneuaussnufenisues

&

gnAvisegSuusnmavielsl

fivsn UnasTand (2549) nmw}mswmmmﬂmﬂnmaqmumaanu‘lumuuanmmma
mmm‘uumnmsx,‘wmmmmmmmmiwmwumamnsﬂnmmmummmm nsidudiseysy
wagldimudanfionnUsemay audesisy mimmmmavmmiuia&J‘lml‘dmusnm“l‘u 19
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Pansdeyauardaaiulivssnvuiidiusin Taomiuinissuuuuludifufinnsanain
pdnnast 4 4o fo 1) Awnssuduiienudeilondulusunsy (Program activities) 110N
msviuadaden (Single event) 2) Wuianssuifiqueuasandsslovidedeny Wy nns
asenwld mMswauian mAuandey WauiAuLare TN TINENIIRRIININISIEe ]
3) peAnsUnAsosdunsfuildwdrdyvilfiAnnsdsuwlastingn duasulviinaing
suilouazmafuiusfinsdu 4) uianssumsdaniaiaiuedesatasle Taghifiviieanule

LY

Jaduvidotui
Malcolm Baldrige National Quality Award (MBNQA) (Uusiuuuusne¥anmnimuaui
YU sENAANTFOLNT A %'alﬂuéfuLLUUSN%@mmwummﬁﬁﬂszmmdwq valanily
Ussgndld iy Usemedlu somnade Aeluf uazuiade Tudrwvesssnmansgainsnm
vidvmnnelngiildseTanainim MBNQA fio Motorola, Inc. ua Westinghouse Commercial
Nuclear Fuel Division Tulla.f. 1988 wavuSsvauindniilatusieta Ao Globe Metallurgical,
Inc. E‘huqsﬁf\lmﬁﬁms Federal Express (FedEx) lasulul a.@. 1990 (Evans and Lindsay,
2005) ln¥nquazasdandnueesrsiananiw MBNQA Usenaudae (National Institute of
Standard and Technology, 2006)
1. LﬁaﬂhanizﬁumﬁmﬂﬁﬁnwsU?quaﬁaﬁwu@mnww (Quality) wa¥n"SLRNHANEN
(Productivity) Iilaraianansalunisusdstufigedy
2. ipsndoseadnisdngg ﬁﬂixa‘ummﬁ’]L%a“lumsﬂ%uuqaqmmwﬁuﬁmaz/ﬁa
Uimsvesnuasliaiy
3, Lﬁaa"{wLmemLazmm%ﬁﬁamﬂqiFm NAGRAMNTIL MAST UazaIANISANY
hidsallummansavesmueaiteldlunsufussnmnn
d. Lﬁa‘l‘tTLfJuLmeaﬁmwwzlmxw.maaﬁmsﬁﬂszaaéam‘%auiﬁamiu‘%mﬁmmi

¢ < [y ° @
psnmsialildsunrudnsslumsiannauniweesesdnig

National Institute of Standard and Technology (2006) leanavinmeilunisuseiiy
mﬁnsLﬁa%’umﬁ’aﬂmmwumm The Malcolm Baldrige National Quality Award (MBNQA)
Weduaduliesdnsidriruusemalussdnsiiidnenm e lasiinsouveanaeilung
W15001 7 e Usenaudae naedh (Leadership) NMIIUHUNAYYNS (Strategic planning)

nagadugSuuinisuagnann (Customer and market focus) n1s¥ana NsIATIERRAYNNS

AV

v

IN15A1IU3 (Measurement, analysis and knowledge management) msag'uﬁuw%’wmm

Y

yAAa (Human resource focus) N3EUIUNITUTNITTANIS (Process management) Way

a ¢

o |
NAaWS (Results) fauwansluniwi 1
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AWl 1 wansiuuunEIad mIuTeagua wuianAves MBNQA (National Institute of
Standard and Technology, 2006)

< a Y I3 v < )
nnami 1 asdussandonvesdnunzosdng ANWLINAONYDIDIANT ANWIL VDY
ANANTUS gsAIanTIInINiINIedenIing 91NFILUUTDY MBNOA 25uds
a wa =3 &4 a va ] o v = v ¢ ¢ <
swuvluamssenitu 6 mnatadussuudjifnisiasiliussafwadnivesesdns Tnei
ViANIENISUIBIANT NTIUNUNAYNS uaznsfaiugiuuinisuasaatnasidunguuey

v o a wva =3 a ) v o °c 9 VY a < @
MMz msessuuljuananguilisilududdg nsvinlifuimaduaudidyuesnis

s | 1o v (Y] )

Musunagrsiarnisualemaluewian dunduigesusznoulushe nsadunineans

A

a Y v ¢ l v < ¢
UAAD NITUIUMSUIMTIANT uaznadns WWunduuesmadnd Taefiynainsluesding uas
Al 9 & < o v ¢ v sduy o a wa
nsvvumsndAgIsdungualunistasiliesdinsussanadwinisals Feszuuufuanisluyn
wianvziinavilviosAnsiidnenmlunisairandados’ aeusng NMIUIMISIANIIETULINIS
LazRaIn MIVIMIAUNITRIY nsuSmsdanisniely TaiimMsWaLIminensyana N3

a Y oa v a v
UIN1390N1INA LLagﬂ']iﬁﬂ?']N?'UNﬂ‘U@UW@aQﬂNLLat‘qN‘UU

Zhao wavAniz (2004) ldhinseusieTanmuninuvisnfivas MBNQA TUldlunssaun

= Y a ) o ¢ ' a v
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volsemady Tnodludauusnssuudiiinisesusenouludonasilunisuss iy 6 370
loun nmwdih menusunagng mafudugdfuuinisuazaatn mstasa nmsiisevinay
M35 Mafaiunineinsyana waznszuunsuINIdanas drussuuUURnn o
aosdeianadnsvesnsdng Usgnaumewaavang 4 wiafe aufiawelavasyaanns

wadwsvesmsHaiulfuuims nadwsmeiunsiukasnisnann uasUsyavsnaveatding

Lakhe waz Mohanty (1994) na1271 wwiAavean1sdavia Total Quality Management
(Tam) AemsdmviliiesdmsiimsuSuussaussouretresiodlos Fstiausudulunsldinaie
wavia3oslodrurunlumsnsiote d’wm”uaaﬂ’n'ﬁﬁﬁmsﬁmﬁ'}ssuuammwwé’qmmlﬁmn
1) ssuumsdnvihquamasdudiunidwenlove waznszuiuauretedng 2) YARINg
meluiiarnadila LLasLﬁumwa"ﬂﬁmlumﬁmﬁwszw@mmwiwm@uﬁawﬁwaamiussq
Wamuneniegsiavesesdng 3) Imaa%’wwaamﬂ'mﬁmsU%’Uﬁaﬁnﬁmaﬁmwmmmw
a) ﬁmmaamwmmﬁaamwaa;ﬁuu‘%msmduLLazmﬂuamﬂudawﬁmmwuqs'ﬁwm

a

4ANT  5) mﬁmmwm’fadnmmxmwmmvﬁ’wmﬁ%’uusmsnﬁudwﬁﬁm’tumia'%'wammus

Y

¢ '3 aa Y Ao a a
YDIDIANT 6) Lﬂuamﬂsmmwunﬁﬁaaﬁwwixawsmw

' ¢ a o % o | U ¢
Ugboro uaz Obeng (2000) wuinluasAnsimhszuu TQM wWhluldasnuanduus

| - i ' v o Y oa v o
mduuan (Positive correlation) NI UIMITgIEn nasleualunag
Ujtieuresyeains (msligwaslunisdnduls, nsildasalunszuiunsdady, wasns

\nivRRYIIEsLasy inensluesdng) ansiswelslumsyhauresyamnsuazauiiamels
YOIETUUINNY

Kaplan waz Norton (1996) 1¢'nd1214 1y The Balanced scorecard: Translating
strategy into action MffivwugnAmIediuuinig (Customer) ae¥randuuyanisaans
(Market share) #3uu3n1slwyl (Customer acquisition) N133NWIFUUSASIAL (Customer
retention) ﬁ’ﬂsﬁlé’mmﬁ’w%ms (Customer profitability) wazausnelaveSuuinig

(Customer satisfaction)
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LuvgeunmdsvamiswelavesusyyvudSuuiniamalusudld telviszvvugFuusnis

Ussiliuszivaruiienele wasdndsdeyanisusaifiunaudiansumaluladnsyaomind

SRGENTTERREREVS INNVAGUNIIINTRANANR e Tamans

nsARaULASDle

LL'UUé’ﬁaa]mmﬁqwa‘Lﬁ]ﬁ’L‘B’n’jum%"aaﬁéﬂ,uﬂWSLﬁusausamﬁagaluﬂ%gqﬁ ladn1snaaeu
ANMILABIRLTuTienT (Content validity) 4agnAaaUANLTBIR5ITeTAT9a599 (Construct
validity) @usunisvaasuniniieds (Reliability) mﬂﬁ?u%ﬁwLﬁunﬁmmﬁm&’wisﬁwé
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N5AATIEUAZNISUSZUIANE
1ﬂﬁUiLLﬂsmﬁﬁL%ﬂgﬂmﬁqﬂmmam§ SPSS for Window (Statistical Package for Social
Sciences) L‘W'a'imeﬁ%;&amui’mqﬂizaaﬁ"uaqmﬁ{]’aﬁﬂioﬂu%’wﬁu Feusznaulushe
1. AAseininug (Frequency) wagzSesay (Percentage) VOITIUIULABUUUY
drsrennuAniuluuiasuuInig
2. Ansevianadsiavadn LLaszﬂmmummgm (Standard deviation) ssiuAIy
fmelavesUszoivugiuuinisdedunaunisiiuinis desmnenisiuinag
Waihiigliuing wasdesursniwaraan Tnsuvvaoualudiuildunsya
HUU Likert’s Scale wsinzdaiimadionnould 5 maden dnouunniignld 5
Avuuu 1nld 4 Azuuw dunansld 3 asuuy deold 2 Avuuuy uazosiian
W 1 azuuu Tesddneuresimeunuvasun A uade warfmunsedy

¥
v a

Anaae Wy 5 sedu fail

Anunvesdeyaluusiaziu = Avgean - Avhan / Swudy
=5-1/5
0.8

TAgVINEAININ

'
a

1. %LLuuLaﬁwagjide 1.00 - 1.80 wuneAuI1 dszaualnufianels

Useiign

a A 9} =

2. AZLULAAENDYIEIN 1.81 - 2.60 ywAudn fszduaufianslatos

v

3. AZUUURAINDYSYNIN 2.61 - 3.40 VNEAIILTA Hsgsuanuiiawelauiy

v

ARNN

1
o I U =

4. Azuunadeiegszning 3.41 - 4.20 mneeui Sseduaafianeloun

'
a '

5. AZLUULLAY BYTENIN 4.21 - 5.00 NUIBAIILT Aszauaunanelayin

igm
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NAN1SANEI

NNINAEUAN Reliability
PNULUVVABUNIUNTANITIIANN TN 19 VRIU T VUETUUTNTVDI8ANITUTI T

fua Wua1A1 Reliability (Cronbach’s alpha) Tus1utumoun1siuin1s AuYeIn1enIs

a

Wiusns A wmihigliuins uazaudsduieaiiuagain dewiniu 0.92, 0.93, 0.91
wag 0.89 auaIay  FallAgandiAingmAe 0.70 (Nunnally, 1978 814lae Prajogo and

Sohal, 2006) 518ALLDUARILAAILUAITIN 1

M50 1 UaneAn Reliability duunsusunlnisuszidiu

Fuildnnsusediu UIUTD Cronbach’s alpha
Funaunsliusng 6 0.92
YOI NMIIAUINIG 6 0.93
Wthigluinng 6 0.91
AEIEANAZAIN 8 0.89

NANISIATIZHAINWUUATS2D

31111581573A0 T anelv09U Y 1YULTUUTNNTVO0IANITUINITAIUAIUA
wingyr Uszdndeudszunas w2563 lunudunisdanusglanients auwmuiguyy
wagaiann1sdsay anulesn maaummﬂqn%aﬁaa%a wazuautasiuLarusSImaNsIsauiY

WUNUTENUETUUTNIRRURU AR UDUANUTInelagaziBeauandlun1s9W 2

MINN 2 uassdnnuYeRauLUUdeUnWdTIIAILTINel

NUUSNNS PUURVVAUONN WIWUTEITUN Seuavaasusevvun
VRGN AAULUUEBUAY ABULUUEBUNNY
v v 3 Y A |
UAUMSIRAUSE LS BN E 100 36 36.00
NuAUTRNgLYLLAYaTaRnTE AN 100 39 39.00
Nuiulesn veayyInUandeneasng 100 38 38.00
umutesiukazusIImIEsISUNe 100 35 35.00

323 400 148 37.00
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Tudhuvessgivamnuiianelavesussrivudsuuinisisuuinmsmunsdafiviglivie
¥ Y0ILIANITUTIMTAUAIUAUINGYY WuTANReweladedunaunsliuSIsiiseRuAzILY

1 4.51x0.62 Yeamenisbiuinmsiiseauagiuui 4.5120.54 Wmiigliuinisiissiuazuuy

'
I o <
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