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S5 Anudiuseansnam arufuenludiantiiauvielg nsandunoumsUATRNU n1sannsie

wryuEnmrsnuild iy msnszaremshakarniwensiiuiviesdiy nanszanediua

Fodule mssiusmnLAra LAY MSRBUAuBINdInsYesUTsY Y. ETuRinTausana
PHIU” mw%’wqaammwmﬂﬁﬁmﬁuﬂuummwﬁqﬁﬁ’aLﬂﬁgadwaéegﬁa‘iﬁﬁmﬁwn'ﬁ
ulUagiiusedniamm LazanuisonsuaueaNdansveszyry @lnau

AIEATTUMSHANTE VU, 2549)

s Suvsas waslwlsed fnsusna 2504y Wnanldh maUssdiuambsnuly
syunda Swdudesdiinasisnnigw (Standard criteria) Lazsatia (ndicators) laldiiu
nsevlumsUsaduielinananudany Jusvuy ﬁmmgm;&astﬁuﬁaau%’u TagUsznauey
nuERdIA 7 nae dssnaudy’

L inmeidugninanasaisusiginguirasdvasulyuiy (Achievement) Wunas
WEuifpuraniisuduaeemuisuiitulaugluu U8 funguszasdimunlily
dipne Tesdunisussdiunavesesdnilu 2 dnde aatun e wavssAuuAnTs

2. wnmasuanenta (Equality) wazan1uiusssuludean (Socal equity)
Usznaudiuinidaiiddy & Useasie avaudnie (Accessibility) NSIRATINTNYINT
(Resource altocation) msnsyanenaUsyluw (Distribution of benefits)  wazATMILANBNA
(Equality)

3. insiarasanagAnuamlunsliuingg (Capability and services quality)
Useneudeiatin 4 Ussmshe aussouzveamiisnu (Organizational Capacity) aaivaia
kavigeane (Coverage and adequacy) auatunisliuinng (Service frequency) WAy
UseBrBnmmsiuinms (Efficiency)

4. tnatanudulisauveetan {Accountability) Uszheuiefidia 6 Jsznisfe
Wusaasedny (Socal commitment) ANSURRYBURBANSI5ME (Public accountability)
asldvanussturmides (Risks euarantee) MsvanSudaranain (Acceptance of failure)

5 INNFINSEUEIRRUAINURBINTVIUTEIYY (Responsiveness) Usgnoudusaiie
4 Ysernsie nstmusUssduliam (Problem identification) nisutsprsAnuiu (Public

hearing) tnmsnatdanagnstunisudluilym (Strategic measures) waranusaslumaunly

Uy
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6. inueiany i awalevsagndwleussyinangalinung (Clent's satisfaction)
Usynaugeiid initdidy 2 Usenifie seRuaufianely (Degree of satisfaction) 73
yauSuniadniu (Acceptance or rejection)

7 nFnaAywioRaday (Social damage) Usgnoudieatsa 2 Usenisao

ransEUABLUEN (Exteralities)  fuvunedinu (Social costs)

AsnAsARunsYnATE YA (2546) AwumidilgnsrtaadmsiasuumITIny
c:}LLammi:ﬂ'ﬁwwiamﬁm‘ﬂnmaaéauﬁaaauimiﬁﬁimwuﬁé’;ué’mmﬂ%u Tnedawesuln
efinsunasosd s mdnaisuinsanisisuiflumaujiieu tneil aagus
Usznoudas mauiulssngunossdeviiisideafiodelentaliivumunsaaaunts
UINISNTEVBIDY Larinuavannuazid A suinsdansfidideduuanalid
. a @ e o o uf{ s ar i [ o
yeahuuUR warltilunaniumsdsslivinkanuydunasnenu
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wssswnqwﬁméw'i';'fmé’nmm%ua:ﬁ%‘mw%miﬁ%m&;{'}ﬁmﬁaaﬁﬁ WA, 2546 i

@ /e

sl s s anuingldiEnsuinsisnsdudosidieyseloviy

i |

s =

qeslsznvy Ranadunydrentsisunaly fusyAndam nenuguludnnsiesiy
antumsumU TR uiRuanu iy dszgmuldiumssueruavaanuayldiunig
AT Ldeis Ineiidtnanedd @YafnsdndnnuauensamsinszuuTens,
2547)

1 finusslevigueetdizeivy lous AISU3MITIIBANTAAIWATAADUAUDY
(Responsiveness) Aopudainsresszerukasweteuitiifianansenuludan
(Positive impact) sionsHRNTIRY¥Y 19U

2. innadunvidanisiavasdy ldun Asuinsiielldnadng (Outcome) nsaRm
TanUszacd (Objective) #1195 Tas i nnsuinaseuuadunadugni Result base
management) wazn1dnviidernaciiignany (Performance agreement) Tuynizdu

3, fuszAnsnmuasinanuduanludannaiivvedy len AsUSMTEseinsan
Tdaouidisusznitetodelndy tnput)  Aunadws Outcome) Antulnsiinsy
Cost/benefit analysis Wianmnsahaseiauduliifuayanududvounununialasins
7139 Foutuusslowiilasy suifassuunamadminensihaiutayiananuyeusiay
yaAa (individual scorecards) daslesuTzduedms (Organization scorecards)

4. WidupeumsugiRnuiuaadulu i astvunsvezoatlunsjine

warnisandunsun1sUHURNU (Process simplification) wardnliiinisnszanseruanis
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dadula (Empowerment) tislinsujiRnuaiaduiigauinslnadaiudsermy TING

UijiRanilusy One-stop service

5. finsUsudanmsinresdusenmidiunamnmsel laud nsVUnIUEaEUTUYSe
nszuaunns wazduneuviisiulwiogians (Process redesign) Fagndudomuniudidu
amnudndnuaraudniurewunuaiukazlasinisnizee (Program evaluation) N3EULEn
drusnsiiisuiusaznisuudsaingune ngsudeusneg THwuneauivanmnisale
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6. Ussrmilidunissnneauazainuagldiunisnovauesanudains likins
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7. fimavssdiunamsuiiinueseaiheme Wuinsmnssounas ireamaifiao

delHiAnTsuumMsAIUALALIBY (nternal control) FsasvhlianunsandndunisUinnuuas

aarnitiussaimangldegradidssansam

AnneamEassINIRRLAsTUUTEAs (2547) Tianeanduavasiitaluus
awitnslumsiauauamnsuinstasTn . inunisjulugnAgiuuingg finsanannns
sufiunishadaanmssuilimufaiureasenvy S naTUsE A TUE I SDLARIATUARALIY

Byafuuinsasisauelavatedsmig fnsAszdeNinLarTelaus LU T IUTE YUY

Fuuinng msthranmsiuileradadiunuiusanstiiving msudlulywinasssuu

=D «T0e

amuteulausslevisousrrudiuuims wasmstmumnasyuvieisnslifuinm

asWanuA UG ianatesiouimsdwiumsiiannauawuing
#EU mamani (25500 nanringasdndannanaainileagasifisaniuuiiu
0w g o Y v o v oo o a o v Say M v
anudnieldganalafe manEnduddeuimadudurudasmndiddiasunnavaues
uazniunsvaeuiuguilnaii AR sV e AUA VAT TINUALDIAI RSN YD

Qﬂé’%ﬁa@’%’w%mw%ahj

Sian Yndsiand (2549) nanvimsvaesdnsUnasesduipsdulugpaediauinT
e An RS ae s S nuTeednTUnAs et LTastues mudutsonu
wagldenudiiornusseey rudeite nsdianuiuasmaluladlnilydsygndld lee
i‘sﬁim&*zjaaﬁaa?{ui?‘{aﬁmﬁummﬁm‘%L':S:m'f'mms%’mmma&mﬁﬂiﬂﬂﬂieaﬁwﬁaaﬁu Wy 3

iudnssuuuulml Aenadlvl wu YSudpansbivimsansnsae aswmunaaiiies Ml
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ﬂh’;awﬁas&aLuagéaga%uiﬁﬂsmwwﬁdauém Tngandusnisguuuuinddusiansunen
wimang 4 1o fe 1 denssutufienusediondulusunsy (Program activities) 1NN
> ¥ e . o e o=t ' £ e '
AsvinuasuaEa (Single avent) 2) LUunﬁ}niiwmﬂmmLLﬁsﬂmﬂis‘imumaamm WU N3
afsls nrswaunanmEieandon Waunautarondv S7UEINITRRIUINIINGL B
3) pannsUnaTssduteduildruddgylfiiamsiasuuasiing 1 dadulwiinanny
Suilsuazntsiudusiingtiu 4 uianssunsianaintuedasaiasla leebifmhunla

o A

HUVS U

Matcotm Baldrige National Quality Award (MBNQA) Lf}uéiuuuwN’E’aﬂmmmm‘mﬁ
m@sﬂigmmm%’gam‘%m s?iuﬁuﬁwuumﬁaﬂ‘mﬂmm%wﬁﬁﬂwmmiwﬂ vialanialy
Usegndld W Usemedidu ssamsidy Al warsiade ludnmenlsenaanigousm
wEeelafldseTanan i MBNQA fi Motorola, Inc. uay Westinghouse Commercial
Nuclear Fuet Division tulla.a. 1988 LazUitmunadEnilasusieta Ae Globe Metallurgical,
Inc. ﬁmqiﬁ%mﬁﬁﬂ’ﬁ Federal Express (FedEx) Infulull ap. 1990 (Evans and Lindsay,
2005) Taednguszasdndnuoasnedanmnin MBNQA Uszasuaae (National Institute of
Standard and Technology, 2006)

1. Lﬁaﬂhanizﬁumﬁmﬂﬁﬁmiﬁwﬁ‘aﬁdﬁwﬂmmw (Quality) waznnsdiunandn

(Productivity) Wi naunsalunussiuiigedu
2 ieungesidmsiie AussauanadnsslunsUiuUR A wauAwas/vEe
Uinsvesnuiedlaiin

5 Al IUINILAEINNTT GATIRT MAGREMNTTH AATE LAZBIRNISAIY

shlUssiuanuenusavemueaiotiluntsuiuuiaunm

4 delddusnmefiarisesisaudesdnisiivssaasdeuitnisuimsians

< PNy Ve [ LY 3
awwmsieldlfTurudiialunsdaAnA TMIDIBIANTS

National Institute of Standard and Technology (2006) Indmyinueilunisussdy
pernsfiadus1eTaRmuA MUY The Malcolm Baldrige National Quality Award (MBNQA)
o = & ¢ A o e, . & = =
odnaSulvesdnsfiindiudsenaiiuornsilidnonmwiduian Inefinsouvnaunusiiung
f9nn 7 visae Usznousy anazgiln (Leadership) N521uNUNagNS (Strategic planning)
nrsfadugiuuinmauazaate (Customer and market focus) mTiana NITIATIEKALANS
Fannsaan§ (Measurement, analysis and knowledge management) ATHUTUNTWYIAT
yana {(Human resource focus) AIEUIUNITUINITIANTS (Process management) Ut

nadns Results) mauanslunil 1



19

Organizational Profile : Environment, Retationships and Challenges

— R
Stralegic Human Resource
Focus

!
I
{ Planning

SN

< T > Results =~ -
{/ & e
\ N Customer and Process !

Ma

|
|
i Market Focus nagement i
\ 5 {} | i /
o /
B /
\ Measurement, Analysis and Knowledge Management '

@ 1 nanesaruuvuangmniuseTanuameraiAves MBNQA (National Institute of
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Standard and Technology, 2006)

a1 andusisandonvednuneesdng anmLIndoNTBIIANG ANYNLYEY
AruEuRUE gnsAIEnIveIn TN IN1eaeaIAns IINATLUUTEY MBNOA SETIAIE
spuujiiinseandu 6 wnadaiiussuuudRnmsfiesiliusqiadndvesesdns Tnel
MAnEnsesAng MsTaKunagnd wasnsuiiudiuuinuasaaiatziunguues |
ANEE m‘iﬁxizuuﬂﬁﬁamiﬂdmﬁ%LfJua"suﬁwﬁmﬁ%zﬁﬂﬁéﬁwmﬁummﬁﬂé’wmmi
ausunagnsiasmskalamaluean dunduildessznouluime asaunineins
yAna NIEUIUNTTUIMIIIANNS uasnadns Wunguyemadng Tavilyaannsluesdng uas
mzU'mmwmﬂmmuLﬁunmu,ﬂumimuwﬂmmnsmaawaawwmﬂa Fasruvufiantstumn
wmsinavlfesdnstidnoamlunisaiaudndast afeuins maviwsdamsgiuuing
wazean AsUSnIEunsiy. meuimadamsaolu IR NG ATYRAR N3

Uvsdamisiie waznmsiinufulinvounedinuuas U

v

Zhao wazma (2004) WhhnseumeTanuamuisifines MBNQA Wldlunsiain

wsadietanumnnisuImsinns LB AN HYDIBIANTUBIMUIBUINITNNAUGAATMNT T
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{ akhe WAy Mohanty (1994) na1in wwadnuasnidavi Total Quality Management
(TQM) ?zami%’@ﬁw‘iﬁaqﬁmiﬁfmﬂ%’uU;aamsausaéwwiaLﬁaa Faslrududulunsidivete
Lesiaidesuaunniunansieia dmivesdnsiifinnsdmhesuugmainasdunaldain
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ssding 5 mainaussimsuazanuman e iuuindudnddglumsainansiouy

- <, I3 ot o of = a
YagaIAns 6) WHussansiiszuunisdeaninidzdninm

Ugboro Laz Obeng (2000) wiitluosdnsfnszuu ToM it ldaswurandiiug
AiBuuan (Positive correlation) sewinaniazdivasfuinisgaga nisbifgnalunis
UFgRnuvesuaans (nslEduislumsindls, astldrusaulunszynsdady, waznis
dhilstieyadmansuazminensluoing arnuftewslalumavhauvesyeansuasaufisnel
YW TUUIMS

Kaplan waz Norton (1996} Tonanal3lu The Batanced scorecard: Transiating
strategy into action JdlAnIeugnAIMIalsuLINTT (Customer) Az naindruudinmInats
(Market share) §3uuinislul (Customer acquisition) assAwIfTuUInIaids (Customer
retention)  AlsfldRIngFuuinag (Customer profitability) wazanuewsloreusuuinig

(Customer satisfaction)
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MMsAIASIERLAZNNTUTEUNaNE

T Tusunsudisagunisdanuenans SPSS for Window (Statistical Package for Social

R A ¢ w ¢ aa o vy et b
Sciences) Wolinssidayamaiaguisarvaimidvdiialudieiu Fausznouludae

1.

Sinsrzdmud (Frequency) wazdesas (Percentage) Tasdniulnouiuud1a
auAnululsaraIuEng
P ¢ 4 = o oA .. o
TerwvAnafuavads wavalgauunasgiu (Standard deviation) seRAuAY
Fawolavesuszsud Fuuinisnedunsunisliuing demienislduingg
A L , o ] % v s
Wmthitglsiusnis wesdsdnneenuazan Tneuuuasunsludiilfinasiauy
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