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Aunsys1 Ty gRsedouuinissrnisuduiy @UUR 5) w.e. 2545 1m5) 3/1
Joyddr “msuimsswnsdenduldifioussloviguuesssnmu \danadugrsnentsiaves
5 AuiivsEEvSan anuAuaTluBnisiaurdy miaﬂ%umumiuﬁﬁﬁa'm NISARNISND
wazguidnmbenuilisndy manszasasfeasmiwernsldudfesdiu msnszaneswne

fndule NTBIUILAINUELAINLAZNITHOUAUDIAUABINN TUDIUTYY VU i@%uamawﬁawa
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<

101" MsvuugnuamnsivimstadunwimmaiduiuvedrsBauitoliusmssnums
Hulueg1afluse@nsam waza u150nsuaunIn LAY gD N15UBIUTEUIvU (F11neu
ARENITUNITARIUITZUUSIINTS, 2549)

!

ey dunsas uwevlnlsad svsusina (2544) Wnanliin nsussfiumamdisandly
ssvuilln Sndudosfliinausininsgiu (Standard criteria)  waws@3n (ndicators) ety
nsoulunsUssduielhfineudaey Hussuy fannsgrunesidufivensu Tasvseneudny
Ny 7 e Ussnoudae

L inuddugusnanaznisussaingussasdunsulouie (Achievement) unns
Wivuidleunanisanfunuvesmhsnufiiulouslufod sutnguszasdidmunlilu
uloviy Tngilumsusuifiunavesesdnsly 2 dufe nalunmsin uavszduufiRnns

2. INUAAIINLEYDNIA (Equality) waradnudusssuludemy (Social equity)
Usznoudaeid Tnildidey ¢ Usennsfe nsdnds (Accessibiliy) n1sdnassnineans
(Resource allocation) nMsnseenaUszlevil (Distribution of benefits)  LazANLLENDATA
(Equality)

3. inagiaratuisanazauatnlunisliuinig (Capability and services quality)
Ussneusiefitin 4 Ussnisile aussourvestiniy (Organizational Capacity) A3Es
wazifiuawe (Coverage and adequacy) Aa1udlunisliuinas (Service frequency) uas
UssanBnmnslnuinis (Efficiency)

4, TP uSURRATEUTETIRns (Accountability) Usneusiesiiin 4 Uszmsae
Wusiasedenu (Social commitment) A1N5URnvoURDAI515MY (Public accountability)
nslivdnUseAuANABS (Risks quarantee) n1spausUToRnwan (Acceptance of failure)

5. NOFINTAUDINBUAINFBINNSUBIUTH YUY (Responsiveness) Usznausiesitin
4 Usgmsfie msivuaUsziulyn (Problem identification) nsSuflsaudsidiu (Public
hearing) wpsMsiBanagnstunisuflationn (Strategic measures) uaganusIndlunisufdla

Unynn
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6. LAY mmﬁawaiwamnﬁm%aﬁimﬂﬂsaq‘mL{Jmma (Client’s satisfaction)

Usenoumefdinfidndy 2 Ussnisfie sefumiuiienele (Degree of satisfaction) N3
8auSUYSOARNAIU (Acceptance or rejection)

7. nsnaldeniuredeau (Social damage) Usznaudiedidin 2 Usznisde

HanszvuMeuen (Externalities) Aunumdary (Social costs)

nsudaERuNsUnATRdIesiiy (2546) Mvualillgnsemansmswaunssuunsimy
guannUssyirurieafnIunasesdiusiesiulaliusyvivulidiusiuniniu Tnoduadyln

peAnsUnATasdIuosdiudmdnnisuinsdanisfinunldlunisufuiau Taefl nagws
Usenausiy n1susuusanguinesuileuiifividoudielalomaldussvivunsisaounis
e q

IANISUSNISTANISNALAN DL UL UINTI LA

=
|

USNMISIUVDIVDIDUY  LASIIRUANANLAETLAL AT

vieiuuduR wasldilundnlunisussifiuiamanuveusariosiu

WIEIWN¥HNIINIEnTnNueLariSnsuiuisfanistnuidlesfis wa. 2546
wawsualielvdiusvnisfesjURruleeldismsuimsionsthullesififieusslovian

S LY
=

VeIUse vy ienadugndnenisiavesls TUsedvsawm Aeasuruatludanisiavesy

=]

B

af

a@%‘umaumwﬁﬂ'@?muﬁﬁumnﬁwL“‘fJu Ussrulasuniseruieauasainuazlasun
povauaInLiaes Tnefilmneded (@YafnisdinnuanenssumsHausEUUEnIS,
2547)

1 findselovdguuesdsswtvy 1dun n1sudnissivnisfianuisonesuaues
(Responsiveness) floAduA0INTTYBIUsEA M URas W mYslAAaNansenuludsuan
(Positive impact) AoN1TRAITINUSEI Y

2. Wenadugrirenisfioveasy 1ud msviwsitelilinadng Outcome) mswnn
Taquszasd (Objective) fa1eliTasdnsuintsuvugadunadugns (Result base
management) uagnsinviidennasivinenau (Performance agreement) lunnsysiu

3. fsvAvBamuasiinarudualufansiavessy Wun nsuimsfassosfionsan
Tudadieuidivusewinatedodud (nput)  fuwadng Outcome) MAnTulnwintTvin
Cost/benefit analysis Tasnsadiaseinuilululiwasaudurivosunusnundelasinis
fnee guiuusElenifilesu saiednsruunsathumnensieuias iaanuesias
ymAa (Individual scorecards) Adoulosiusesuesinis (Organization scorecards)

4. Wiidumeunsufviouiuerusudu 1dun nMsfivuessegatunsuuRny

o

waznsandumaun1sUfUReu (Process simplification) wardaliinisnsgarssiuianis



[ "
|

finEuls (Empowerment) iteliinsUfiRuiadeduitgnuinmsindsiudssanau sautans
UijiRalugy One-stop service

5. fnsuiuupansievesduswmsliiudewamsel A asmumuuasyfulss
NSYUIUNIT LLﬁS%MW@U‘V}QN'}uiMﬁ@QjLﬁm@ (Process redesign) a3 ndugssnuniuady
ArudAguara e wnunuLarlasannsEs (Program evaluation) N1sguLdn
drusnvnsfilddnfuueznisufusenguane ngsuilivusineg Imuneaufvaniinisale
B

6. Usznwuldfumssruieanuasainuazldfunismouauesaudients tdudnns
U,jﬁaiwﬂ'wﬁajuﬂuﬁqmwm’faamﬁgLazmmﬁqW'€;%%QU5$m%u@%ﬁﬂﬁﬂwé’ﬂimUﬁmi
d1929muAeN13veeUsEwy (Citizen survey) wazmufanelaveiuu3nis (Customer
survey) TumannvaneTBuasduluedneminane Wotsnuiuupamsuioaswmssoly

7. fnsUssifiunanisufdRanusgnsainase leuAnsnsasuiaz SanansUjoRnu
Lﬁ@%ﬁﬁmwwmi@"Juqmmm (Internal control) %aazﬁﬂﬁawmimwﬁﬂﬁumwfjﬁamwum

i ey o a

osfnshivssqulmnglaogrediuseavdam

drinauanEnIIUNSRAINTEUUTIINS (2547) WWimusisazidonveaiidinluud
aynnlun sRmwAMnmAIsUIISIng sy sunsadugningiuuinis fienswnainnig
fudunsludeimsuiendadiuvesssry e NfUsE AN SRR LR AL
Aoatuusnsarsisasldvatotomis Snnshnse A uLar Yol uLE T IUT YT
A5UUinns msdmanisiuilinaudadiugnuivusnisliuians nsudledagmuasszuy

RosnusoutiesylovtroUsermudiuuing uarnisimunuinssiuvdedsmsliuinng

MsWRIANNINUINS uanaSasdouivsdmdunswangnnmusnig

WA moniaes (2550) ndndwgesdnsanienisaaiafiesgnnifoaiisuuseiy
mmdFaligsialdfie nsudndudvdeuinaiiuduriuosnisidldlésunismovaues
LL‘awﬁumnaaauﬁu%’ﬁim’jw wan S Auf i duansonevauetaioIns T8
gnAmIegsutinisvield

fisn IndsTand (2549) nardimsiaesdnsunasesdiuesiuluspmeddYamnis
wiinfuanmsiindamuaansansheuresesnsUnaseduiediues nafuiivensy
uarldrusiuflennuseivuy aanadndisy mstheufuasimaluladlnlluus wgfm% lng

mimmawmaummwammmmmmmmmiwmi‘ca@@mmmm amwaaau Wy N9

Lw%m‘igmwmu’ Aanssulud wu Uiudsanisliuinmsasnsuy  mswannisdles ansly
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imarstoyauasduaiulivssuirulidiuion Tneddiuimssuuuulnidufionsanain

<

wdnnus 4 Yo Ao 1) Avnssuduiinnudedsndulusunsy (Program activities) 11777
msviuadadior Single event) 2) Jufanssuidaueuazauusslonideday Wy ns
a5l nsTmutan wdaanden Wauiauuerendn Trueniswananienisties
3) sednsUnmsesduviosiiuddrudrdyrilfiinnsasuwlastaingn duasuldiinany
Tufouarmsiuiusingty 4 wianssumsinnsiinduetlnsatasly Tgliimhenle
Hadundodah

= £%

Malcolm Baldrige National Quality Award (MBNQA) LU"LJW"LALL‘UUﬁﬁaﬂmmwggmma

votszinaanigewint Judusuuvuselanuamudandfiusemanieg alandnld

Usggnald 1y Usewediu ooamads wlds wesinady Tuduvonsemaansgeusng

v
i @

Uignunvgflesieianmnim MBNQA Re Motorola, Inc. uay Westinghouse Commercial
Nuclear Fuel Division lulla.m. 1988 wazuSvmaundniiléiusata fe Globe Metallurgical,

Inc. muqiﬁfﬂmﬁﬁmi Federal Express (FedEx) 195ulud a.a. 1990 (Evans and Lindsay,
2005) lpoinguszasdandnuessisianmain MBNQA Usenaudie (National Institute of
Standard and Technology, 2006)
1. LW@%’JEJﬁi“’ﬂ“U@@@ﬂ’]ﬂMMﬂﬁUﬁ"‘JNVN@’WPW N (Quality) wasnIsunanEn
(Producﬁviw/ Tdanuanunsalum 3LLENW‘WEN
2. leundasnsdnissneg ﬁL‘waumnmtjaﬂ,umdU%’mJg&Qmmw?uﬁﬁLmz/%‘%a
U3nsvosmuadlaaTy
3. Weauavnaasinad 'fﬁu’qmmim AMARAAINANTIN NIASY WAYDIANITA
ﬁ'ﬂwsxLiuﬂ’gmamwzmammaw@;Sﬁuﬂﬁﬂiwﬁmmmw
4. Weldunuamefianznianzaunesdnsivssasdas Syuitainisuinsdanis

DIANITLA aimmumwmmﬂumwwmammwa 1DIANIS

National Institute of Standard and Technology (2006) ladavinmusilunisussiiiu
mﬁﬂiL‘ﬁ@“ﬁ“U‘ﬁN*?aﬂmmwLM’Wﬁ The Malcolm Baldrige National Quality Award (MBNQA)
Lﬁ@é\ﬂ 51lea<lﬁﬂaV‘L°Ur?3ﬁJU§ ﬂ“ﬂtﬂu@ﬁﬂf VllJf“ﬂE,ﬂ’TWsUULaﬂ 1A UNﬂﬁ@UEU’)QLﬂﬁUSWﬂLUﬂ']i
#9131 7 uam Usgneumy a1iegin (Leadership) nasasuunagnd (Strategic planning)
AsyatugSuUSnsiagnan (Customer and market focus) A13¥ANG MSIATIEYUALANT
IAN13AIUS (Measurement, analysis and knowledge management) n1syuduninens
yaaa (Human resource focus) AS¥UIUNITUIHITIANIS (Process management) Lay

NAAWS (Results) sanamnsluniwd 1
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AN 1 WARIAILUUNUINEINTUTITaRUA WLy AU MBNQA (National Institute of

Standard and Technology, 2006)

PNAA 1 auduseaBunuIdnYnEeInn AN NLINEDUYBI8IANS SnYaTUes
ATIUFURUS gnsAIanTUIoIAIINTINIEADDIANT 1NFHILUUYDY MBNQA 98Ul
svuuUitinseondiu 6 medalussuuufoimsfiasiiliussafadwivesosdng Tned
MINANIEMSUI0IANT MTINUHUNAENT warn1sianiugFuuimsuaznainazlunguuas
eET i mez'ﬁwwﬁﬁ’s?lm'ﬁﬂa‘:ufja9:,Lfﬂu:ai:)uﬁwﬁmﬁ%ﬁﬂﬁﬁ?u%wnﬁummé’wﬁ’m@@ﬂﬁ
NKUNAgNSLasnisuanrlenialuowian d9 uﬂmwaawﬁ gnoulusie nsyatiuninenns

1 Y

UrAg ATZUIUNITUINITINNIT LETNAENG L‘Uuﬂ‘ilm’e]\‘if}dﬁﬁv IﬂEJV]UﬁﬁWf‘ﬂuDﬂﬂf‘ﬁ el

L3 o

mzmumsmamfy%L,Uuqr:guﬂumamzmﬂwammmsqwaaw STiealy wawuﬂgmmﬂwn

wnnsziivailiesdnsiifnenmlunisahandndouel afeusnms nmsuimsdanisgiuuinm
wagma1n MIUIMIAIUNITEY MsuimsTantsnely saiamsimuiniweinsyrea 109

VImsInnsfin uagnisianuiuRsnveusadeeuuasyusu

Zhao uwayAmy (2004) lhinseusietaamninuienfves MBNQA Tuldlun1sWaun

o

isosdletanunmnnauinisdeans warfnoninvstesdnsuesmhsuinisneduenamn s



20

vowszwedu Ingdludiuusnszuuufiinsezusenevlufmenneilunisussiu 6 wian

Liud amefiln msnausunagns nsdadudfuuinnsuasnain nsiana nsieseiuay

AU

MITANTSANG MSYAdUrSweINTYAnA LaYNSEUIUNMIUIMSIINS  drussuuuiiRnied
aosfsinnadnivesoins Ussneudeviiandng 4 wuinfe Auianelaresyaains

NEANS *CU\?H']?@J\MUUNTUU’?ﬂWi NﬁﬁWG‘VlNWWLﬂW‘iNuL’?’ NIRaNe  karUseandNaveIeIAng

Lakhe wag Mohanty (1994) nd1337 wwiAAYaIN159aYi Total Quality Management

(TQW) ﬁamﬁ%"m‘iﬂ“ﬁmﬁﬂﬂ.sﬁﬂwwi“wgaaMiﬁausaa’ﬂaﬁi@Lﬁa@ Faflanusndulunisltmaia

waziasodioduruninlunisnsedn dwivesdnsfidmsiaviissuuamuamezdaunaldain
1) szuumsdavihgunwesiludumnioewlsvie wasnszuiunuwedssdng 2) yrainsg
aghulimnudile waziiunuddglunisinissuuguawiiesdudiunilsveanisussg

Wmunennegsiavesesdns 3) lassadremesesdnsiinsudushdmsusessussuunanm

g

4) ﬁﬂ?i%ﬁ@hiﬁw@YJWQJG?{@QTHT?Jfo3%1 Suusnasneluunay ﬂW&U@ﬂLLUﬁ'DuVUQSU@QLL”‘uﬁiﬁﬂ]“ﬁ)@@

DIANT 5) ﬂ?ﬁ’?ﬂﬂ?’mﬁ@\?ﬂﬂiLLﬁ%ﬂ'&’mﬂ?@“ﬁ“@%@\‘]%?imimﬁLUU&’EU%’]W’U:LUﬂ’]’iﬁﬁ’?ﬁﬁﬂi‘muﬁ

o e

UDIDIANT 6) WueernsAdsyuums ﬁe)'a’ﬁ’i f}jﬂ $ANTAN

L3

Ugboro Wag Obeng (2000) wuitlussdansfisyuy TOM whluldagnuanandusiug

q v o

flluuan (Positive correlation) sEwinesanmzdiriweuinisgaan nstidruialunisg
Ufjufinuvesyaains (msligrunalunissadule, nmsidwsialunssuiunmsdndy, wagnns
Wiieloyatmansuasning1nslueddns) auianelalunisinuvesyeansuasaufienela

Y9ISUUIANS

“

Kaplan u@ ¥ Norton (1996) lana 12131y The Balanced scorecard: Translating

= 2/

strategy into action IMMAMIWIUNAYIEETUUINIS (Customer) aginanndruutsnsnain

@

(Market share)  g§5uuSni5lud (Customer acquisition) N133NYIESUUINISAY (Customer

retention) - lsfila9IngSuuIns (Customer profitability) wazaufiwmelavesdFuuinig

(Customer satisfaction)
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sulszana e, 2564 Adusnnslunuuineineg veanautasiuauay’ neduseidiunis

drmavssnavludie anufianeladeduneunisliuinig deamemsliuineg Wity

Tsms wagsedednunemuasnin saunedoaueuusdug duitedrmesdiuuinisluisios

nuuinslasguaniedeiimauamuausiaydsiusiul Mndudiedne 400 degeluns

(9 |

Jadawvudramuaaiunisluseddieliuszysudiuuinisney

Uszrnsuaznguiaeg9lun1sdsng
n15d1999ANAaTIuYesUsEITUg UL TdesEiua N e lavesU sz

Jiuvinisvesmaviaiivausuy UszdnUeuussana we. 2564 Tuguuinseudaiu

seldn3ont® Fudesfunazussimaisisnsy fuasisaguuaziuaaden uaguuinig

6

fungifoununs Afuusnsanmaviadiuaysuys meluswlld Gy 400 18

a0 a v = o o aa 3 v
s2u0a1MINNSITE  daull LATeelanazAtn1siNusIuTIUTEYE
Susnfiunsidededsatssnineiuil 1 gaan 2563 - 30 fue1gu 2564 lngds
wuuaeuaudTImNfiawelavesssarugSuuinismalusudd ielissuwugiuuinis

Useliuseauauianals LLazﬁmasﬁa;ﬂamﬁﬂﬁmﬁuwamﬁqamﬁumﬂiuiaiwﬁm@mmﬁﬂ

3
a @ [

WAMINTANANTEUY INGUVAYNNTLUATEAUANG  TINTAYUNS

nMIMAsaULASadile

LL‘UU6‘1’75%]mmﬁawa%ﬁi%gﬁum%ﬂﬁaiumﬂﬁuﬁausamﬁiamﬁaiuﬂ%gdﬁ losinsnageau
Aaiisensadaiion (Content validity) LaznageunuIfisansuddasaadng (Construct
validity) dmsunismaaounuidede (Reliability) ntuagaiiunismaniiendudszans
Cronbach’s alpha Tudruvessziuaufianaladouusnisilulduinsiinauiadiua

WAUIAIUAUTIUYT
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A3ATIETRATN1SUSTUANE

I

TlUsunsudnsagunadenuaians SPSS for Window (Statistical Package for Social
Sciences) iigtnsizitoyanuinguszasduasnsidedsisludnedu Swsznoulude

1. Ainsngvmaaui (Frequency) Toyanugiuvesdnouuvuaauniy léun wa e
anunImaNTa MIANWIgNER 91 ANUsEd

2. Tpswirnadviavadin uazAndewuuAsgIl (Standard deviation) sefiuAIN
ﬁqwaiwawﬁmwuﬁg%’uu%msm%umumﬂﬁu%mi F9INN1TIAUTAS
Frviigliuinig uasdesneaniuazain Tneuuvasuaaluduildunste
WU Likert’s Scale udazdofimadennavld 5 miaden dnouniniianld 5
pzuuy wnle 4 avuuy Ununandld 3 ezuun tesld 2 ezuuu  uazdeniige
1§ 1 aziuy TasdiAnouYeanouluuasuA L MIA1RAE kazivuATEeY

(9

Anody LU 5 seau eadl

Auniesloyaluldasty = AEeR - AWER /  ududy
§~1¢5
0.8

TAgnUEAINNIN

1. ﬂBLLuuLaafjﬁ@@jizﬂjN 1.00 - 1.80 Mu1eANI  Hsvauauianela
ffouiian

Z %mea?{aﬁagjiwd’m 1.81 - 2.60 vwgANIn dszaumnuisnelates

3, muuma?{a%gaw’m 2.61 - 3.40 MuwANTI AszAuANUInelaUIY

AN

1
a 1 '

4. ATLULRALNBYIEIIN 3.41 - 4.20 NUBAIINI ﬁssﬁummﬁmdamm

Y

5. Azuuulpfeneysening 4.21 - 5.00 PUNEANIT HsgauaAuNanalauin

G2
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NANISANEN

n15nAaauAT Reliability
PNLUUABUANNNTENSIIR LT melaresU sETUg S UL NN TTRNAUIARIUS WU
A1 Reliability (Cronbach’s alpha) lugrunssurunis / Suseunisliuinns dudmiii /
YARINIHLAUINS LavduEIsIuneAINdEAIn dAnviiu 0.92, 0.93, 0.91 uas 0.89
pud1fu FadArgendnAningafio 0.70 (Nunnally, 1978 $19lpe Prajogo and Sohal,

2006) S19azlDLARIUAAIILATTIN 1

AN597 1 uangdn Reliability $auunmudunign1sussid

Fruildnnsussidiu UIUTD Cronbach’s alpha
Fupaumsliusnng 6 0.92
YPINNNTIAUINIS 6 0.93
L%’mﬁwﬁﬁﬁﬁﬁmi 6 0.91
9o wIEAINAE AN 8 0.89

HANT5IASIZAIINUUVESID
9nmsdannuinelavesssrouluuinisveanauiadival sy’ Usgdnd

sulseanns wa. 2564 Tusuduiafuigldusentd nudmlestuuasussmiasisuns

uduasguesduneden waroudumalouiegi wuiussesudSuuinimmey

wuvdsuaumaiselaseazdeauandlunisien 2

A151990 2 LLamﬁwmuﬁuaﬁﬁmuLLuuaaummﬁwswmmﬁ@wda

PUUINIT $uuLUUaUy  SauauUsE v YouazansUszr1vud
Adnda MOULUUADUDY HOULUUADUNY
nuimudniiuseldrisnt 110 50 45.45
NumutasiularuTIIas1Ie 80 37 46.25
mu@hummmqﬂuuas?mmﬁam 100 44 44.00
uiunzilousiegs 110 51 46.36

39U 400 182 45.50
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Iu&husuaws@w’ummﬁ@wdwaﬁﬁiwwugﬁ%’w%miﬁ%’w%msé’m%’@Lﬁmwié’w‘%am@
YDUNAUIARIUAUTIUYS wuianufeladetuneumsliuinisissduasuundl 4.52+0.53
FoenannsliusnnTisesuasundl 4.52+0.39 Lfﬁ]’mﬁwﬁ;ﬂﬁﬁmﬁﬁwﬁumLmu‘ﬁ 4.53+0.47
Lazdudasune e wazendissiuazuuudl 4.52+049 warlunneanlunniuYesIuuInTg
uSaAuseldvtens Sewinfu 4.52+0.40 Taefilszduasiuuifnmihhy 5.00 swauden

LanslumIsan 3
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A15197 3 seduAnedsavadle (Aithmetic mean) wagAndesuuuInsgIy (Standard

deviation) maﬁzéﬁ’ummﬁqwa%&iamuw%maﬁﬂizmwuﬁ%’w%mﬂﬂ%ﬁmsﬁmwﬂma&i’wa

Unays lunuusmsoududafusegldviend

JupounsAuINIg
Jumeunisliuinmsligeendudou ualimnundeci 4.52+0.32
AanusInslunisliuinng 4.52+0.45
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