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101U MIUTuUgsRanmnslivinstadutuimaniiaisnduedredaiteliusussivns

Juluedrafiuszdnsnn LALEINITONDUAUDINNAIINADINITVBIUTZVIYU (E1Tnaqu

ARENTTUNITWAUITLUUSIVNIG, 2549)

e Junsas uaslnlsad dvsusna (2549) Tl msussdiumamiasendly

2
o @

ruuilln Sndudoalinnueinnnsgu (Standard criteria)  wazdad¥m (ndicators) iteldiy
a o« v o ) o = & - Y v
nsovlumsuszliuielifnarudaey Wussuy fuespruuasduiivensu Tnsdsenouse

[

NeAFY 7 el Useneushe

Lwnasidugninauaynisussaingussasdvesulouny (Achievement) 1Junas
Wisuiisunanmissuiiuauvesmirsnuiiviuleus |yl ua Autnguszasannimunlily
ulouiy Tasumsussiliunavesosdnslu 2 dafle nalunmss warsEAUUSURNTS

«

2. tnuganuanenin (Equality) waraituilusssuludeny (Social equity)

12 '
o

Usznausiom@iadidndy 4 Ussnisfie nadnils (Accessibility) n1stmassndneans
(Resource allocation) n15nsEatEmaUselovy (Distribution of benefits)  wagALLELBAA
(Equatlity)

3. inausimanuannsanarAnnmlunislfusnng (Capability and services quality)
Useneudesdtn 4 Usznisie anTINULVOIMILTU (Organizational Capacity) AmThEs
Larifivane (Coverage and adequacy) A udlun1slHuTANs (Service frequency) wa
UszdvnSammsviuinig (Efficiency)

4. \neusiAUTURRYEUYRIBIANT (Accountability) Useneusiesiiin 4 Usenisie
Wusiaseday (Social commitment) AmuSURRYOURDANSISNE (Public accountability)
nslindnUseAurmides (Risks suarantee) n1sweusutoRanain (Acceptance of failure)

5. NATINTEUDIRBUATINABINTSUBIUTE YUY (Responsiveness) Usenausefidin
4 Usznisiie msfvuadszidulgw (Problem identification) nssuilsanufngiu (Public
hearing) wmIn1aanagmslunisudlaliym (Strategic measures) uagausImlunisudile

Jeym
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6. nausianuanelavesgnimioustvinsngutimuny (Client’s satisfaction)
Uizﬂauﬁwﬁﬁi’mﬁﬁﬁm 2 Usgmshe sedumufianela (Degree of satisfaction) n1s
gausuUNSoAnAIU (Acceptance or rejection)

7. ineinaldenierodany (Social damage) Uszneudiefidta 2 Usznisae

HaNTEUAEUeN (Externalities) Aunumedemn (Social costs)

nsudnasuMsUnAseduioddiu (2546) Auualilgvsmansmsiamunsyuunisiifu
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1 4 a

Quaniavszyvusionsdnsunasesdiuviesiulagliusssvuiidmdiunniy Tnoduasyls
osdnsUnAsesdutiosiuimdnnisuimsdanisitaunllunisufuaay tned nayns
Usznausie nsduuangminesufouiifedeniielnlenaliussuvunsisasunis
USmsnureaiediu wasdmuandninusiuazdadinnisusnisdanisinieduuuamals

viosduuiuR wagldilundnlumsussidiviananuvousasiedu

WILINNOBHNIIMIENEnINMuariSnisuinisnanistiudlosiis we. 2546

wawsualifelvdiusvnissesd fURnuleeldinsuimsamstudesfififeusslonday

3

[

vewsEnwy \innadunvsienisiavessy Susedniam AnmuAuAlugan13Rav093s
am‘&"’umaumsuﬁﬁ’amuﬁﬁumwmﬁL‘fJu Uszwulasunisdrusanuazainuaslasunis
noUAuBINIIIRDINS Tnefidminedel (@YaRnisdinnunnrnssumsRaLNsEUUTIYNIS,
2547)

L ofinusglordguvesUssyivy IRun n1suinnssivnisfiauisnnouaues
(Responsiveness) foAYMLRBIN15Y0IUsEY M URasHEIE Ny IR IAananssnuludauan
(Positive impact) Aen1sWaNTInUsE vy

2. Panadugninenisiisuessy lud msulmsiteldlduadng Outcome) mseny
Taguszasd (Objective) AaneliTasdinisuinisuvusauiunadugni Result base
management) aznsImidennasitdnenanu (Performance agreement) lunnsedu

3. fsgAvSamuaifinaududilulanisiavessy 1oun nsuimsiieedesfiansan
ludniguifivusewineladodndi (nput)  funadng (Outcome) MARTuUlawIinTY
Cost/benefit analysis Thasnsadinswimmilululdvasaamduivosununundelnsinis
e ufuusslendild$u suiadasruunsmnadivenenisimuiesiananuresay
yAAa (Individual scorecards) Adouloaiuseiuesdnis (Organization scorecards)

4. ”L;Jﬁ%umaun'ﬁuﬁﬁ’ﬁmmﬁummﬁ%ﬂu Ioun msrimuesseviatlunisujufnu

wazn1sandunoun1sUfUReu (Process simplification) wagdnl#iinisnsyatudiuianis
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dndula (Empowerment) Lﬁ@’[ﬁmsﬂﬁﬁamuLﬁ%a??uﬁamu’%ms‘lﬂé’ﬁaﬁ’uﬂswwu e
UijUReulugy One-stop service

5. finsusudgannsiisvesdrusignistiviusiomnnasal tiud nsnumunasd$uuse
NSEUIUNTG Ltas"ﬁy’umauw"w'luimja&\JJ'L&:JE) (Process redesign) Fesndugoamuniug iy
PwdAyuaramTudureNuuLaslAsINMINITEE (Program evaluation) ANsyUiEn
a"auswmiﬁhifd’wL‘l‘i‘uLLaxmsU%’UU?mgwma ngsulousineg Bimueanivaniinisaleg
GHD

6. Usznuuldfunisdruieninuasmnuagldsunisnevaussainudenis lduinis
Uﬁﬁﬁswmsﬁuf&Lﬁuﬁammﬁaqmiu,azmmﬁawa‘lwmﬂwm‘uwﬁw%ﬂ’]'ﬁLi‘Jwé’ﬂImUﬁmi
d59mnionIveessnvu (Citizen survey) uazanufianelaves¥uusns (Customer
survey) TumannvaneTBuanduluedeerinane totmsUsuUmmsuiiRsemsdsly

7. fimsUssifiunansufiRnuersadiane laudnsnsvaeuuaz TananisUf Ry
Lﬁaiﬁt,ﬁmwvmimuQmmaa (Internal control) %a%v‘fﬂﬁmmmwé’ﬂﬁumiﬂﬁﬁ’ﬁmwm

osfnsbiussquimungliednsiiussansnm

d1ineuANENITUNSTAILNSEUUTIUNYS (2547) dRausieasiBenvessaisaluns
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avvuRlunsRRLIRUA mNsUIHIsTae s AunnssatiugnAng
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uazviunsIvaeuAUUslandt wandusiviodudndrfuamsansuaussaamudenisves
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fiin UndSTand (2549) ndvdmsaunesdnsunasesdiuviesivlusmuesiamnnis
wifnunnmsisdamuaunsnnshauvesesinsunasesdiuiesimes madufivensu
wagldausiuioandserivu auAnd sy nsihenuiuasvalulagindluvsegndld oy
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Transtoyauarduaiuliussvivuiidiuson Taofiivinisguuuuindduiansanan

waninmel ¢ o fe 1) Avnssudulanudeidondulusunsy (Program activities) 1A

a o

o 5 =] 2 [ = 1 ¢ Qs 1
MIMUATUNET (Single event) 2) Wuinssunlaumuwaranuselovdaodiag Wy ns
a$1951eld nasWRuIEN MAWINEDY WauIANLaZE TN SNBSS INIInIS KD

3) avAnsUnAsosdviesiuldruddy v liiAnnsasuuasiindn duasuldiinany
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Nuleuarmsluiusing®u 4) winnssunsdanmsiieduedavainsly Tagliiviioaula
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Malcolm Baldrige National Quality Award (MBNQA) LﬂuﬁumuswﬁaqmmwLw%wﬁ
VOIUTEINAANI TN %qmuﬁmwmwﬁa@mmwLMWWWUSWMN"} vialaninly
Usegndild 1y Ussvediu semmside Aeeldd wasunaldy luduressumaansgowsn
U%ﬁm‘umﬂiwajmﬁs’)ﬁaﬂmmw MBNQA fia Motorola, Inc. Uay Westinghouse Commercial
Nuclear Fuel Division Tule.m. 1988 wasudsmauindniildsusieta fe Globe Metallurgical,
inc. dugshefiliuinis Federal Express (FedEx) I6EUINT A, 1990 (Evans and Lindsay,
2005) lne¥nguizasdndnuessneTanmnin MBNQA Usenaudag (National Institute of
Standard and Technology, 2006)

L. Lﬁa‘zhaﬂizéjumﬁmﬂﬁﬁmm%w':;qﬁqﬁwammw (Quality) waznisifiumanin

(Productivity) Wilaawansnsalunisudstufigetiu
2. ileyndesnsdniseieg fiusravmudndslunisusuugsnunmauduas vie
UsnsvesnuosldRty

3. dleathamuasinasifiinagsin negrangsy mad tavesdnisne

ilvsziliurruamnsavesnueaiioltlunisuiuysinmnm

a, LﬁaiifﬁJuLmewﬁLawmmz'«NLLﬁmﬁﬂﬁﬁUwaqﬁ%ﬁﬂuﬁﬁdmw%mﬁmmi

ssnsifieliilifunnuduialunswanguninwesesdnng

, National Institute of Standard and Technology (2006) lavmvinnauailunisussiiiu
awﬁﬂsLﬁa%“mwi’aammmmwwa The Malcolm Baldrige National Quality Award (MBNQA)
deduasulvosdnsfidrsidssmaduosdnsifithenmduda Tnefnsouveunsiluniy
#1501 7 e Useneume n1azgin (Leadership) n1sasununagns (Strategic planning)
nsyaiugSuusnisiaznain (Customer and market focus) Ms¥aNa AITIATIERLAYANT
TMN15A3U5 (Measurement, analysis and knowledge management) N13auuninens
yaaa (Human resource focus) AS¥UIUNITUINITTIANIS (Process management) WLag

@

NAEWS (Results) aawansluning 1
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ANY 1 LLamGT';quwmmﬁ”m%’mwi’aqmmwLm'wﬁ‘um MBNQA (National Institute of

Standard and Technology, 2006)

MR 1 9ziluseanfunrednuneeIing anTMILINADNTBIRIANT SNYMYYDS
ANFURUS gnsaIansueInl1uYIMIofne99Ans 9INHILUUYEY MBNQA Uy
a ws < a va -« o 8 v < v ¢ ¢ =
syuuUfiiimseenitiu 6 winadadusyuuuoinsiiavinldussaianadwdvesesdns Tned

£% 124
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NaFWEYRIMITUEFUUING nadnsmsiumsiulazmanann uasUsyavinavesoedng

Lakhe uaz Mohanty (1994) nd1vd wuIAAU94N1399Y1 Total Quality Management
(M) Fenisdmviliiesrnisiinisusudgiaussousesnasiaiies Fedmusndulunslémate
waziadeaflodruruannlunisnsiede dmiuesdnsfiiimsdahszuununmezdanaldann
1) sruumsdmiinunmesdudiunilionlois waznszuIunuweInsdng 2) yeains
aelulianundile waziiunuddylumsdohszuugaaininasdudiuniseanisussg
\Wmunennegsisvetesdns 3) Tassadwesasdnsiinisuiushdmiusedussuugmuaim
4) finsvasusiueruiensregivuinisneslunarneuenidudrunisvesunugsfioves
peAns  5) Msinaudeanisuavaumentwesiiuuinisiudiuddnlunsadeaussouy

(3 = 3 = < o ey s a .
YDINANT 6) LUUDIANTNLTLUUNISEOANTNLUTERNT AN

Ugboro uaz Obeng (2000) wuitlussdnsithszuu TOM Wnldldasnuaandunusd
fluvan (Positive correlation) s¥winennggiivesuinisgean nistkeruialunis

Ujjufinuesyaanns (msligwnalunisdnduls, msfidusainlunseuviunsdndy, uwasnis

174 1

fideyatmasuazninensluesring arufimelslumshauesyamnsuasaiufimels
VOITUUINNS

1 )

Kaplan wa ¥ Norton (1996) leina11131u The Balanced scorecard: Translating

=

strategy into action IfiAMIeNUNAMIBETUUINTT (Customer) A TAINEIULUINTTARIA
(Market share) #$uu3nisTusl (Customer acquisition) n135NYIFTUUINISAN (Customer
retention)  ilsfilA91ngSuuIng (Customer profitability) uarauewelevosFuuinis

(Customer satisfaction)
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P2 P
N1SNAEDULATDIND
wuudrnaanuienelanlfiluadesdielunsifiusiusindeyaluasall ladnsmagey

AULTEInsATUilan (Content validity) WagnaaouALNEINTATILATIAS1 (Construct

<
a

validity) d@wfunisnadeuainuiiiede (Reliability) 9antduazaniunismaniardudssdn
' o P | a Al Y a a a |
Cronbach’s alpha Tuduvesseduanufisnelanesuuinsiilulduinisiesdnisuimsdiu
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NM5ILATITAAZNNTUTENIANE

<

T lUsunsudnsagunedaumans SPSS for Window (Statistical Package for Social

Sciences) Lﬁafimwsﬁ%auamﬁmqﬂssaaﬁ%mmﬁ%’aﬁws’;ﬂwﬁwﬁu Fausenavluse

4

1. 3iAsziniaaud (Frequency) wav3agay (Percentage) Y9ITIUIULABULUY
dsanuAniulunsazuuinig

2. Aipseiaadsiavadn uazAdsauLInsg (Standard deviation) s¥AuUAIL
ﬁnwalwawizﬂjwué’%’uu%ﬂﬁﬁaﬁgumaumﬂﬁu%mi Y9ININITIAUINNS
Lﬁmﬁwﬁ@ﬂﬁu%mi wardsgruasanazaan Insuvvasunludildunsie
WU Likert’s Scale ustazdofimadonnould 5 niudon dnounniigald 5
avuuy 1nld 4 azuun Ununands 3 asuuu Yesld 2 azuuu  uaviieuiige
19 1 Azuuy Imaﬁm"mawaaé’mauquaaumummﬂ'%a?a WASATNUATEAU

[
[ v

Anade 1y 5 sueu fatl

mmnivesdoyalunsasty = A1gean - Awgn / by
5-1/5
0.8

TaenuNeAITUIN

a a4 ! a 1Y) ¢
1. AYLUULRAYNBYIENINY 1.00 - 1.80 “U18AINUIN NiSQUﬂflqﬁJW\?W@I%

Y
Upyiign

a % =

2. ﬂ%LLUULﬂgﬂ'ﬁ@?ﬁin%W’jN 1.81 - 2.60 RUIWAIIUI Ni%@Uﬂ’JWﬂJWQ‘W@IQﬁ@H

'
< 1

3 prUUURAETEYsEIING 261 - 3.40 MUIEANI Tsgauanuienelauiu

Y

AN

b

I I U =2

A 1 U
4. ATLUURASVDYIYNIN 3.41 - 4.20 rU1gAIUN fsgaunuiswalanin

Y

'
< 1 |

5. ATWUUWRAETIDYIEUINN 4.21 - 5.00 NUEAIININ ﬁi%ﬁUﬂ?WNﬁQWBIQNWﬂ

Y

nan
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A1snAaauAl Reliability
‘\ﬂﬂLL‘U‘Uﬁ’eJ‘UmiJﬂ’]iﬁ’ﬁ’s‘\lﬂ’JWMWQWGIQ?JEQUSS%W%UQ'%UU%ﬂﬂi%@ﬁaﬂﬁﬂﬁ’iugﬂﬁﬁ’m

faua nudnAn Reliability (Cronbach’s alpha) Tudrutunoun1stiusnis A1uYeInIIns

'
a

Tusn1g Audmingliuinns Lardudesiuigalnudgaan dAwinu 0.92, 0.93, 0.91
Lway 0.89 awadu  FedlArgendnAringafie 0.70 (Nunnally, 1978 F149lme Prajogo and

a v P
Sohal, 2006) swamaaﬂc’mmﬂﬂumﬁw 1

ase7 1 waeeAn Reliability Suunausiuitldnisuszidiu

gruildnisusuiiiu Lo Cronbach’s alpha
fupeunisliuinig 6 0.92
29IN9NTIAUINIG 6 0.93
Wt figliusns 6 0.91
S981U0EANNEEAIN 8 0.89

HAN1SIATIEHAINUUUENTID
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deviation) maqssé’ummﬁawﬂasiamuu%miﬁﬂsmmmé’%’w%milUI"u'U‘%miﬁaaﬁmsu%mi

ahuﬁmawz‘lé}"ﬂumw?mmué’m%’mLﬁmwlﬁw%am@

T dswmdvlumsdessiueonudionel . Mean:SD
Funeunsliuinis
“Fumounsirusnishigenndudeu uaslinnuadon 4.50+0.30
A lunistiuing 4.51+0.47
feventuneunisliuimsuandlisgredaiau eRBNSIAUING 4.51+0.56
fsyuuABussudeundmanisiiuinig 4.51+0.35
mmazmnﬁlﬁ%’umﬂmiu%msl,wiaz%umau 4.51+0.44
Tngaguvhufianelafunszuiuns wazduneumsliusnisszdula 4.50+0.58
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anud Uinslutiananiniies vdeusniaansnyms
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Im&Jaqﬂvhuﬁawa’taﬁﬂuﬁmmaﬂ'ﬁL‘ﬁnﬁm’%mﬂussﬁﬂlm 4.52+0.65
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ans19T 4 (fle) SeeuARisauAdn (Arithmetic mean) La¥ANUBIUUNIATZI (Standard
deviation) maaizﬁ’ummﬁawahm'amuu%mi'ﬁu3wmfuué%’w'%mslﬂwu%miﬁmﬁms‘u%mi

duiuanglglunuuimaduiaugusuiagaanndnm

Yssaulumsinssiuanafiswela ~ Mean % SD
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annuimauaamineuins agmnlunsiumaniuuing 4.52+0.42
A RanevesddIueALaYAIN LTU Faensn vewuh Aiinegliuinig 4.51+0.53
anarvenvasanuiiliuinslag s 4.50+0.52
Syedefiun 213813 wavihnulaesuinnsegradisawe 4.51+0.09
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sutuneunislfusns
“Fumounslrusnishigenndudeu uaslianuadon 4.52+0.36
A lunistiuing 4.52+0.58
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dhuthiieeglinnutiemdeunuzin wazannsauilatymildodiesini 4.52+0.54
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s unuieawelunisliuinig 4.52+0.45
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Aady 4.52+0.58
I AR el A e
apufifvemiieuins AvanluNISAUNINITUUINIG 4.52+0.65
PN aNeURIAEIWIBANNAZAIN LU foonsa vonih Ameslkuing 4.51+0.41
anwazeInvesaEnUivuSNsTne T 4.52+0.21
fylsdefun 1sans wazthaulinesusnsegaiio e 4.52+0.32
gunseliABedlddinauiiuady waeiifieane Tuinmsnad 4.52+0.56
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suauTanelaresU s vuguuinsAules maaummﬂqﬂ?adaa%m U9
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Ausuanslizlunuuimssules) veeugrUgnasieing

5 Usziulumsiaszauanuitanela ‘ , Mean + SD

snudumounslusnig
“Hmounsusnisligeendudeu uazdiauaded 4.51+0.56
AusIslunsiiusng 4.50+0.35
fitheventunsunisliuinsuanslisgnsdaiau NARBATIAUING 4.49+0.89
flsyuuissaunaundaeanisiiuinag 4.51+0.47
mmazmﬂﬁiﬁ%’umnmw%nmwiax%u’umau 4.51+0.65
TagagUviufianelafunszunums wazdumeunsliuinissedule 4.51+0.58
fLady 4.50+0.48

AUTDININISTIAUINNS
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A NeYDRE UL AINEEAIN LT faansn vowh filsmesliuins 4.52+0.36
anaarvenvasEnuiiluinnslae T 4.53+0.36
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