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szauAMUNINElavasdsuUINTS
AUNTENIUYAATETEUUTMITIIYNISUEUYAY (RUUN 5) we. 2545 wmsy 3/1

<

e “msuimsremsdealuluiieysslovdguuesysemeu Renadunnddenisives

¢ <
Ben s

mnuiidsgantamm anudualuginsiouissy msa@%”’umaumsﬂﬁﬁ’amu NMsann1sAa
wazguidnuhenuitlidudy nsnszmneasiawasminensiiuiiediy nsnszanesiung
dndula MIgueAINAYAINLAT AN TABUALBIAINLABINT TYBIUTEY Y UgSuiayausiana
a9’ Msuiuupsnunwnslivinssafuwummmidsiduduegredaiioliuimssivms
Wulvedwilusz@nsam uazawisanouausmunudenisvesyssamy (@rdney
AN ITUMSWAILITTUUTIINS, 2549)

1Y Junsas uazlwlsad dvsusina (2544) Tnanlii nmsussfiunamisauly

o
v S

zuulla dndudesiiinasiuimsgiu (Standard criteria)  wasia@¥e (Indicators) iteldidu
nseulumsussfiudieliAnmnudaey Duszuu fumsgrunasiduiiseniu Tasusznaude
\neweifiddey 7 nest Ussneusne

L inausidugunanaznisussainguszasdvesulouis (Achievement) 10unis

v @

Wisuiilsunanisiidunusesmhsnuiiulouig Ui fufmgussasdiimmualily
ulsvie Teedunisussifiunavesasdnslu 2 dwufe waluniwsau wazszauUfuRng

2. \na9AENenn (Equality) wasaarundusssuluday (Social equity)
Uizﬂauﬁwﬁa%"‘;’mﬁa"ﬂﬁ’m 4 UsgnisAe N1l (Accessibility) ns¥aassniweins
(Resource allocation) nsnszatenauselev] (Distribution of benefits)  WALAMULALDANA
(Equality)

3. nasimuassanazaan wlunisliuinis Capability and services quality)
Ustnaufiedidiin 4 Usemishe aussoustemiieny (Organizational Capacity) A23918
wazieane (Coverage and adequacy) A2 walun sliusnis (Service frequency) uag
Uszansammsliuinis (Efficiency)

4. \nausinuIURnYeUYDIBIANT (Accountability) Uszneudesidin 4 Usenisae
Wwusiasadeau (Social commitment) AuSulinveudeaisisasy (Public accountability)
nslivdnusefuanudes (Risks euarantee) nsseududofionain (Acceptance of failure)

5. \naUsinNsauBImaUAUADINIIYeIU T (Responsiveness) Usenaugaadadsa
4 Jsznishie nsfmunUssdiutym (Problem identification) msuilsAnudauiu (Public
hearing) mmmiL%anaqmﬁumnﬁl‘uﬂmm (Strategic measures) wagausIaslunisudly
Uy
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6. tnaugiaufanelavresgndniedseyinsnguidinung (Client’s satisfaction)
Ussnoudiefidtadiddy 2 Ussmsie ssduaiuitenela (Degree of satisfaction) 13
yausunIDARAIU (Acceptance or rejection)

7. inunnaldsnionedinu (Social damage) Usznaudiediite 2 Usznisde

ansEnunauen (Externalities) Auvuvnsdenu (Social costs)

nsudaiunsUnasasduviesiiu (2506) Awuslilgnseansnisimuszuunsiiiy
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asfnsUnasasdruiasiutimdnnisuinisdanisfiauldlunisuidaeu taedl nagws
Usenaudae nsdfulangmneszdeviiferdesielalenaliussvivunsisaeunis
Udmsnuresiesiiu wasivuavdninasikazing tanisuinsianisidieduuuamdi

v A a wa 268 ) a o 1 v a
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antupeun1sUTRnuiiAuausudy Ysemruldsunissasauazanuarlaiunis
pouauasawdaIms Tnefitmnedsd @fafnmsddnnuangnssunisfaunszuunems,
2547)

1. \AnUssloviaurestszrruy 1dund n1suiuissienisiiaiuisansuaues
(Responsiveness) #8AusBINTITYBIYIY19uRasHetgnsliiAanansenulu®suln
(Positive impact) #iBn1INaIUNTInUsEUsY

2. \Aanadugridenisiavesss dud msumaielildnadné (Outcome) msennu
fnqUssasd Objective) a19l5Taadinasuinisuvusadunadugns (Result base
management) Wagn1sinvindennasindenadiu (Performance agreement) Tuynsedu

3. fuszAvtamuasiinanuduatluBinisficuesy oud msudsilazdesiinnsan
ludadsuidiouszninaddadorndn (nput)  Auwadné Outcome) MAadulaefins
Cost/benefit analysis Taunsadiasizienudululduasauduaivesununuviolasinis
feq Weusuusslenifile sy sawedassuunsnadvnemsineukas TenaIuTetuRae
yama (Individual scorecards) Fideulosfusyiuasdnis (Organization scorecards)

6. Wiifumeunisufsinuiuaudndu dun msfvuaszeznatlumsufianu

LazN17aatunaunIsUURIU (Process simplification) wagdaliin15nsza1ue1u1aNIT
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dnaula (Empowerment) iialinsufdRruasaduiigauinistnddfudssavu savisnis
UfURnulugy One-stop service

5. dmsuiudsnisiaesdiusymsiviudawmgnisal laun nsnumusasyiuss
NITUIUNTT LLazsﬁ%m@uﬁNﬂﬂMﬁ@&J@yg (Process redesign) @93 ndusasmuniuaidiv
Audrdguazanudnduvewnunuwaslasinisnszes (Program evaluation) N1SgULEN

dusensilidniunaznisuiudsnguang ngssdeudneg Wivangaufuannmsaiog
HD

6. Usgyrvulasunissruigaiiudznanuaslaiun1sneuausInIuaeInts thunnis
UftRsnsidatiusnusioinisuazsarufisnelavesssrvugiuuinadundnlaeiinn
drraannudesnisvasdssynyu (Citizen survey) wazAURINDlIYVBIETUUINTT (Customer
survey) luannvaneTiuasidulusgvasinaue Wetwufuupnsufdannsdeld

7. imsussiusanmsufifnuedaiiaue Iduinmsanaeuuas Tananisuiiae
weliAnszuun1snuauALes (intemal control) SsagsiliamnsandndunsufoRnuaes

saansbiussaivneldegredivssdnsam

ATNNUANLATTUNSWAILISEUUSIWANS (2547) TeNmunseazidenvassdinluus
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asmAlUNIRAIIAMAINNITUIIS AL AumsadugnAgSuuinig fansanainnis

gudunstudesnissuilsanufatiureslseeiry d9eameiuses19uaINIToRanIANLAALTIL

N o
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anusaaieUsslorisaussanaudSuuinms wasnsiuuaninsgIunsedsnsliuingg

NMIWALIANAIWUINTS uaziaasiiouimsdmiuniswauinunmu3ng

WaU meniaed (2550) na'niwqmﬁn%amamwmmﬁ&qulﬁmﬁ%ﬂizﬁ’u
anudusaliigsfaldfie mandedudvisuimaiudueudesmsidadsldiunisaevauss
wazmiiunsvaouiufuilnadt wiesusiviedufivarduaiuisonevauesaudenisves

[

v/ & ¥ a G ]
anAInIBs vusnvisely

fisn UndSTand (2509) nanrinsWanesdnsunasesduresiuluyuuedifauins
szfetuninmsiiudaeuannsanisinauresesdnsunasesdiutiosdues nsidufiseusu
warldmnudaniennussivy mnuAeity nmhenuiuasmeluladlalluussandld Tae
Aflnivesissfuisrfestuanudadiudunsianisvesesdnsunasesduviosdu 1wy s
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darsteyanazduainlivszrruddiusin TasAdusnissduvulnddufiansuiain
waninudt 4 do fie 1) Aanssutuliaudeifeandulusunsy (Program activities) 110031
nsvinauaTufed (Single event) 2) Wufnssuiifiauuasauussloviddedny Wy s
asenele nsWauian mdwinden WauIAuwaye 1w saudeniswauivnenisiles
3) gaAnsunasadduvissiuddiud iy siliiianisidsundasdingy duasuldifnainy
[ <~ [ v a ;’ @ [ a -:’" % ra Il

Twdlauarnsiluiusiinsdu 4) winnssunisdanmisiindueslasaiasly legluivuieauls

JIFUnIBILUN

Malcolm Baldrige National Quality Award (MBNQA) LfJUé]’ULLUUi’lﬁaﬂmmwuﬁd"ma
vowlszimaanigowsng %aﬂuﬁuuuumi’aﬂmmwmeﬂaﬁmzmqu vilanuild
Ussndld 1wy Ussvaddu eeamside Awlud wasady luduvesUssmaanigoutn
U?ﬁw‘umﬂiﬁajﬁlﬁﬁﬁa@mmw MBNQA fia Motorola, Inc. kaz Westinghouse Commercial
Nuclear Fuel Division lula.a. 1988 wazudsnaumdniilésuieda fe Globe Metallurgical,
Inc. E‘iuuﬁjﬁamﬁﬂ%mi Federal Express (FedEx) 1eisulut a.a. 1990 (Evans and Lindsay,
2005) lmg¥nqusvasAndnvassneiananin MBNQA Usenaudie (National Institute of
Standard and Technology, 2006)

1. tedaenszduasdnmisliinisususiadunmuam Quality) wasnisifiunands

(Productivity) lfimwannsalumsudsduiigaiu
2. \fendatesdnisaise ﬁﬂizaummﬁ’n%ﬁumiﬂ%’wgaqmmwéué’mas/ﬁa
UInsvewmuedlaity

3. e auamiuasnasiiiemagaia AAREVINTIY A1AST LAZBIANIIANN

iludszidueuannsavessuaaielflumsuiuugsnmain

4. Lﬁa’L%LfJuLmeaﬁLawwmzmLLfiaqﬁmsﬁUizaqﬁ%ﬁsui’ﬁamsu%mﬁ@ms

aaﬁmnﬁa‘lﬁlﬁ%’ummE‘hﬁﬂumiﬁwmﬂmmwmmaaﬁmi

National Institute of Standard and Technology (2006) 1admasvinauaitunisussiiiu
saAnsiiiefuseianunInusiend The Malcolm Baldrige National Quality Award (MBNQA)
A a v G a v < ¢ da o 3 a a Iz
Weduasulosdnsiidisindsenmadussdnsfiddnanmduwda laefinseuvasnmsilunis
#9150 7 vam Uszneumie A (Leadership) n1sa1eununagms (Strategic planning)
nsyudugSuuinisuazeana (Customer and market focus) n1siana NMsiAsigsinaznns
%mimmﬁ (Measurement, analysis and knowledge management) msag:uﬂ’uw%’w&nm
yAAa (Human resource focus) NILUIUNITUIUISIANT (Process management) Uas

NAANS (Results) sawanalunini 1
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A 1 LLaméf';quwmmfmi”usﬁﬁaﬂmmwLmqma‘uaﬁ MBNQA (National Institute of
Standard and Technology, 2006)

N 1 asduseasiBenvesdnunzeding an wundeuuniesng ANWUSYD
% v L3 & % 1 ¢ 4 1
AUAUNUS gNTANANIVOIANIUNINIEADBIANT IINFILUVUTDS MBNOA 28U s
a wa [ 4" < a wa d' o % =2 [v] '3 I3 d'
sruulfjuiiniseanidu 6 wnagsdussuuluansiazyiliussaimwadndvesesdns Taed

v

MLIANIEN15UIBANT MITMUNUNagNS wasn1syadudiuuimauazaatnanfunguues

u

'
= o

AU waziwuﬂﬁﬁamsnzjm‘fwLﬂudauﬁwﬁmmwﬂﬁﬁﬁmaLﬁummé’ﬂﬁfﬁgmaqms
Mausunagnsuazmsuasnlenialueuian dunduildesuszneulusne nsgaduninenns
YAna NsEUUMsUIMsTans uassadws Wunduvewadns Tasflyrainslussdns uay
ﬂizmumsﬁﬁﬁm%u“JuqmLLa‘lumiﬁ%ﬁﬂﬁmﬁﬂsmsqmaﬁwéﬁﬁy’qﬁ Faszuuufoansiunn
wnaziinavihliosdnsiidnenwlunsadrndndas afeuims ASUIMTIANIINSUUINIS
LaEAaIA ASUIMTAUNITRY MIuSisdanisansly smﬁv’amiﬁwmw%’wmﬂsqﬂﬂa n1s

UImsdensiifl uasnsiianuiuliaveusedenuuazumy

Zhao wagmmuE (2004) 151’15’1ﬂﬁauswi’a@mmwummamaq MBNQA Tuldlunrsweaiun

iw3esdlainamnINNIsUIMSTANIS LazANENTWYBIDIANTYBIMILIBUTM I UgRAMNTIL
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gosdeTanadwivntasdns Ussnaufewuaandng 4 nunade ANuiisnelavasynaing

radwiveInTutudTuuInTg nadwsmedunislulasmsmatn uavUseaviuavetasdns

Lakhe waz Mohanty (1994) na1791 wWuIARYEINI3INYIN Total Quality Management
(TQM) Femsdmviliesinsimsufupsaussouzedwdaides Feianusidulunisldivada
waziAesfiodiurumnlunisninate dwfuasdnsiinsdnvirssuuamnmasdanaléan
1) ssvumsdaviaunmendudumiweclovs waznssuiunuvesesng 2) yaains
anglufinnudle wasiuanuddglunisdavissuuauaminsdudiuniswesnisussg
Wmwneniegsinesesdns 3) Tassadwesesdnsiinnsdiusidmiusosiussuuamam
4) fimswasusiuaudesnisvessuuinisatslusasnsuenifudiuviwesunugsiaves
8eAns  5) msfpanusasnisuazanuaaniwesuuimsidududfylunsaiiaussauy

¢ o ¢ A S o a a
UBIDIANT 6) Lﬂuax‘iﬂﬂ'ﬁ’]lﬁgU‘Uﬂ']iﬁﬁ]ﬁ'ﬁ“l/]ﬂﬂi%ﬂ‘l’lﬁﬂ']W

Usboro was Obeng (2000) wuitluesdnsfithssuu TOM wWhluldaswuaanduius

a g

mduuan (Positive correlation) syuItenegguivesiuinisaedn naslieruialunis

a wa

UuRnuvesyaans (mslidmnalunmsdndule, msiidwinlunssuiunmsindy, wasms

Whisdeyadnmsuazninensluesdng) anufwmelalunsinuresypainsuazanufismela

YBIIUUINS

Kaplan ag Norton (1996) e na12141u The Balanced scorecard: Translating
strategy into action M&AMIIMUGNAMTELIUUTANT (Customen) aziRaindluutanisnain
(Market share)  ¥uu3nslual (Customer acquisition) m1s¥nwIESUUIAISIAN (Customer
retention)  Anls7iléanng3uuInis (Customer profitability) wazANuAswelavesguuinig

(Customer satisfaction)
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UsgsnTeutsvanns we. 2564 ldusnslunuuinisnieg vesesinsuimsdnsiuaniuld
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Winaummsatanszds Ingunguwsiunsgaudnd  JavIngumns

nsMAsaULATasile

wuudseamuielaildifuededielunafunusdoyaluadill 1iiinisnaaoy
A ansadaient (Content validity) wasnaasuainaifissnsaudalaseadne (Construct
validity) dndunisvegauauidedio (Reliability) nfurzaniunsmaniiddulszans
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TR R TG B R IR EA Ve T
Hlusunsudndagunnadapumans SPSS for Window (Statistical Package for Social
Sciences) eAnszideyaniuinguszasduainsifednsludieiu Fauszneuluie
1. 3ims1eRn1A1ud (Frequency) waz$esar (Percentage) YBITIUIULADULUY
drmmnuaaululdaznuuIngg
> Answridnadoavadn wazAdeuuunAsgIu (Standard deviation) EAUAIM
‘WQW@IQ‘UENU’58‘UW‘UUE§%UU%W1W]'B%UGIQUﬂ’ISELﬁU§ﬂW‘J 499N19N15MUINIS
Ehigliuinig uardissunearuazann Tnswvuaeualuduiliunsin
WUU Likert’s Scale usiazdefinnadenneuld 5 niaden Emounniigald 5
auun wnld 4 azuuy Uunandld 3 azuuy teeld 2 Azuuu waziiouiian
16 1 Azuuy Imaﬁnﬁmawaq;jmamwuaaummmm@hm?%a LaTAINUATEAU

¥
[ v a

AaaY L{ju 55gauU nU

auntevesdeyaluusiasdu = Agegn - Adngn / Sty
5-1/5
0.8

1

TagnuNgAINNIN

| ! a o

a4 4 i =
1. AZLUURAINBYTEYIING 1.00 - 1.80 %“UNYAITNIN NiS(ﬂUﬂ’J”INWQWEﬂ‘\]

Y
DRG0

]
I ] I a U =

2. YLULLRABTBY YUY 1.81 - 2.60 NUYAIININ Ni%@Uﬂ’NﬂJWQWEﬂQﬁ@U

v

'
a ] 1

3 AYUUULRATIlTEWing 2,61 - 3.40 MUEAIIUI fsysumnuianalalnu

Y

AREN

b

| a (% =2

A 1 1
4. AZLUURANBYTYNIN 3.41 - 4.20 WANEANIN NS%WUW}WNWQW@IQMWH

Y

5 AzuuuRAsTiegsEwing 4.21 - 5.00 NUEAINI Hseauanuianalain

Y

an
9
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NANISAN®YI

n1snadauAn Reliability
mﬂquaaumumsﬁmammﬁqwa’Lwawswwu{{%’w%msmaaaqﬁmsu‘%msdfm

fua wuinan Reliability (Cronbach’s alpha) Tusudunaunisliuinis duteemians

v o

9SS Eudmifidliusns wazdudiuieanuazain dAwinu 092, 0.93,0.91

Y

) = o

waz 0.89 auddu  FsllAainiaringmde 0.70 (Nunnally, 1978 $1alae Prajogo and

a ) A
Sohal, 2006)  S1waviduandandlun1IIen 1

M19997 1 waneAn Reliability Sauunausunldnisussiu

Fruildnnsusediu St Cronbach’s alpha
Sumounisliuinig 6 0.92
YRININTIAUTNNT 6 0.93
Lﬁ’]’wﬁwﬁ@ﬂﬁﬁms 6 0.91
H98UIEALELAIN 8 0.89

HANTSILATIZAAINUUUETD
ann1sAIsr9nufanelavesuserrudFuuinisvesasAnisuInisdnsiua

Fulg Usesndeuusvane we. 2560 Tuaududaiunglinientd dudaunguunay

aYafinisdenu dules) veougnUgnasroadns Ui uAndouuarduIiung LagNunu

<2 ! % a <2 A
NITANEN ‘W‘U’J”IUiﬁﬁiﬂﬁlu%}SU‘Uiﬂ"lﬁ(ﬂﬁ]‘ULLU‘UEﬂE]‘Uﬂ']lIﬂ’J’WQJWQWEﬁ.‘\JiWEJ@%LgﬂﬂLLﬁ(ﬂ\ﬂUWﬁNﬂ 2

s 2 wanssuauvesmeuLuudeuaNaIsIRALTlanela

NUUINIG SnuLUUABUATY  SuauUsEui YpuavunalsvynTu
fisnda AOULUUEBUNN ABULUUADUAY
usnudafuselanions 100 39 39.00
NuuianguuLasaiainisdny 100 42 42.00
nushulest veoynwUgndsnoadns 40 18 45.00
nuiudanadeuuaraniug 100 43 43.00
UAMUNTANY 60 29 48.33

374 400 171 42.75
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flszuuAsuedduneundtweInIsiuIng 4.48+0.63
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e Feruvengauinig / thedssnduius Sanudanudilade 4.51+0.36
Tngaguufianelasugamemaiiieuinislusgiule 4.50+0.40
Alady 4.50+0.38
Wi iigluins
mthiTaeslued Buwduudula wavndeufiarliuinig 4.49+0.36
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dhwihiliusnsedsuuinmsmileutuynate Lidenufjin 4.48+0.30
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auazo1nvesEnUiliuInslae s 4.49+0.36
Sviladefun 1sans wamhauliresuinisednadivane 4.51+0.45
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mumumaumﬂwusms
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e nfilasuannsuinsusiastuneu 4.50+0.56
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the demmuengauinis / Tredseandniug Sanudanudilade 4.51+0.79
Tnvaguviufianslashudemmadifieimsluseeivle 4.51+0.44
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Frudmnigluims
Ethiaanslued suuduudula waznioudiagliuinig 4.50+0.78
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AuAEANTILEUIINMSUSMsuAa uney 4.51+0.47
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