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nsudaaSunNIUnATasdIUvBIdl (2546) Mvualilgnsmansnsimussuunsifiu
quaniavssrvudsssansunasesdiunedulagliussvrvulidiusauuintu Inedauasuli
aeAnsUnasesduviasiudmannisuImsdanisnaunldlunisufofau lned nagns
Usgnaume n1susulgengruneseileuiineidauiedalonalilsenvunsiadaunis
UIM51uTesinddu warfvuandninasivagdidianisuinisdanisndiieiduwuanadi
v o a wa v o o a o : v o
vieduuud uaslhdundnlunsussiduiananuvaudagyiosdiu

|

WILI1WNYEYNIIIENANINUNRaZITN1TUINIsAINISUITRINR e, 2546

wawsuslmedusunsdesjiiaulaeldisnsuinisianmestuliesnfiieyssloviae

e/ «f

rosUszrsy nnadugrirenisiavessy TuseAvinm Annududludannsfavessy
antuneun1sufoRnuiiiuaududy Ussseuldsunissrneaiiuasainuagldiunsg
novaueInLdons Tnefitmanedsdl @faRnsdninnuanenssunmsimunssuumenis,
2547)

1. \nUsgloviguuesdszivu 1fun n1suInissenisfiainisaneuauss
(Responsiveness) #9A1UADIN5VRIUTEYIvULAE e lTiRananssnuludauan
(Positive impact) AoNIRAUITIRUTZNUU

2. Mewadugnitenisiavesis i nisudmaielildnadns (Outcome) mssnu
Fanusgasd (Objective) faelilasfinasuinasuuusafiunadugns Result base
management) WavNIIAYINTEANAIIRIENANY (Performance agreement) Tunnsesiy

3. fssAvBammuasifinaududludinisiavessy 1 msudmsfasdesfiansan
luidavdsuiisusendneiledorda (nput)  funadws Outcome) Tiiintulasiinisvin
Cost/benefit analysis TWannsadinsziamudululiuazanuduaivesunuanuniolasmis
s sufuUsElenifilesu saukdnssuunmsnadmnenisvhauuagSanasuvesudas
yAAa (Individual scorecards) Adeulesuseduosdnms (Organization scorecards)

4. hififumeunisuftinuiuarusuiu s matausssesnatlunmsfifa

wagn1sandunaun1sUfuRaIU (Process simplification) wardalvilin1snszargg1u1nis
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dndula Empowerment) Lﬁ@lﬁmsﬂﬁﬁ’ﬁmuLﬁ%%guﬁqﬂu%mﬂﬂé’éﬁﬁ’uﬂsmwu SN
UfURalugy One-stop service

5. finsuSuusnisievesdiuswntsiiusowmanisal dun NTNUMULazUuU
NIEUIUNTT LLazsﬂgumauanu’Lmjae‘jmm (Process redesign) @ssndudosnuniudadu
anudAguazauInuvesunuauuarlnssnsmnsses (Program evaluation) NISYULAN
dumynsilisdunagnisusuugengune ngsulaudneg Timugausvaniniseiey
GG ﬁ

6. Ussmwuldfumssmasanuazainuazldfunismevavesmudesns lduinis
Uﬁﬁaﬁ“lﬁmiﬁﬁiﬂLﬁuﬁx‘iﬂ’a’méllax‘lm‘a‘LLﬁ8?]')’13JW\‘1WE]1?]‘UE)\‘1U33‘U'I‘HNﬁE%UU%ﬂW?LﬁU%éJﬂIﬂﬁﬁﬂ’lﬁ
d1979A7 M BIN15Y09UsEIIVY (Citizen survey) wazaufswelavesduusns (Customer
survey) Tuvainvianeisuasiduluegeasiave derinuiuusmauiiRsenssely

7. fimsUssilunantsufrRnusgiainane lauAnsnsvaeutasTanansufsReu
teliAnszuunsmMUANALLE (ntemal control) Faagrhliamnsoudniunsutinuues

osnsliussquilmungliegraiivssansnn

drinnuaEnISUNIRTRIUITEUUTI9AST (2547) leWmiunseasiBenussdadsaluus

v Q. @

agmnlunsiununwmsuInslassy dunsiadugnddiuuints fensaneinms

0 o

Antumslusesm sSURea mﬁmﬁwamﬁwwu Hoen ey swwummmuammmﬁmLﬁu

]
s

Lﬁﬂ’)ﬂUU%ﬂ’]iﬁ’]ﬁ’]imﬁl(’g{Ma’W‘?j@\‘W]']\‘1 ﬁﬂ’]'ﬁLﬂi’]%ﬁﬂ’ﬂﬁuﬁutkag‘ﬁmﬂuaLLU&"U@\‘]US%‘U’WU

2

§iuusnng nMawan suilaanuAniiuusudgenistduinns nsudledymuasssuu
)

= o ! Ve o o G a
AnaseaieUstlovlieUssvvuiuuins wasmstmusinasgiumiedsnistdusms

NSHAIYIAMNINUSNS LLazLﬂ‘éaeﬁaU‘%miﬁw%ﬁmsﬁ’wmqmmwu’%mi

WaU mevians (2550) ﬂa'n’hqm'sa"ﬁL%f\m'Nmsmawmﬁmgmﬂﬁmﬁ%’uﬂwﬁu
arwdsaligsialdde nswandudmdeusnnAumduanudesnsigdilédunsnouauss
LLazwﬁumsaﬂaauﬁ’uQ’U%Inﬂ'jw NAN ATV D AUAME LA R BUAUBIAIINE BINIS VBN

2/ -y Vo = =4 ]
Qﬂﬂ’lﬁi@%iUUiﬂ?iWi@lﬂJ

fvan Indsdand (2549) nandmsiaesnsunasesdiuiesiuluyuuesianins

a & a o o ; a < 19
"ﬂ%Lﬂﬂ‘U‘u"ﬂ’\ﬂﬂ’13LW3J°?JWFI’3’]3Jﬁﬂll’ﬁﬂﬂ’ﬁm’lﬂﬁ‘u%?]\‘lax‘iﬁﬂ3Uﬂﬂ5ﬁ]\‘]ﬁ’)ﬂﬁ’€]\1ﬂ‘uL@\‘l mnﬁumam‘u

a

wazldmsiudionnussavu anudediEn msthaudiesmeluladlmilussgndld Tag

FolmivesiosduiieadeatuanudndisusunseansueeernsUnATesdIutoRy Wy s

biusmsguuuulnl fanssulml wu YSudganmslivimsasisae nsfaunnsdles nsls
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Pmasfeyanarduadulivssavuiidiudn Tnodduinisgunvulnsiduinnsnnain
winnael 4 do fe 1) Aenssutuiauseiieadulsunsy (Program activities) 1NNT7
msviauaduior Single event) 2) Wufanssuiifianuasanssloviiodion 1wy ns
afemeld mavmutanmdsanden Wautaunazerdn ufenisiainienisiles
3) pafnsunasesdIuTosduidiuddnrlvianisasuudasienan duasuliianinu
saflouasmsifuiusinstu 4) winnssumsiansiatuedasadasle Taglddmbeanle
Jafuvidoti
Malcolm Baldrige National Quality Award (MBNQA) LﬁuﬁuLLUU‘m\‘li’aﬂmmWLLﬂ'W’}a
vosUszinaanigowing Jadufunvuseianuainuisndfiuszmaiisg Walaniily
Ussgndld 1wy Usemedilu eeaaside deelus wazinade TuduvesUsenaansgeusnm
Uitnuunalugiildsnsananin MBNQA fis Motorola, Inc. wag Westinghouse Commercial
Nuclear Fuel Division lufin.f. 1988 uazuSemuunidniilésusieta Ao Globe Metallurgical,
Inc. Ei’m'ajiﬁi]mﬁﬁmi Federal Express (FedEx) leisulul a.a. 1990 (Evans and Lindsay,
2005) lngTnqussasdandnveaseianunin MBNQA Usznauddy (National Institute of
Standard and Technology, 2006)
1. ietenseduesdmsliinmaviuussisiiuannin (Quality) wasnisiiunandn
(Productivity) Wiilanuzmansalunsudetufigedu
2. ieyndednsdnising fivszavanudnialunmsuiuussnaniwiudiuas/vie
Uimsveamuiesldity
3. leaduuImauasnasiivenIAgsRa AgRaNNnII MATE WaTBIANTTNY
iluussidiuenuanusavesmueaiislilunsuiuuzenmam
4. eldidunumaiianiziangaainesdnsiivszasdagiSouifanisuimsianis

ssrnsiielildsuanudusalunsinaunmvesesdnng

National Institute of Standard and Technology (2006) ladaviunasilunisUssiiiu
%Nﬁﬂil,ﬁa%’mﬁﬁaﬂmmwLwi\‘r’ma The Malcolm Baldrige National Quality Award (MBNQA)
Wodnasuliesinsiidhiasenmaduesdnsidfnenmbuda Taednseuveanmsilunig
15 7 van Usenausae a1zl (Leadership) nsnsununagns (Strategic planning)
nsyjutiugsuuinisuazaain (Customer and market focus) Msiana N1AlATIERLAENNT
5ﬂm‘§mw§ (Measurement, analysis and knowledge management) msajuﬁu‘mi“‘w BN
yAAa (Human resource focus) NS¥UIUNITUINITIANIT (Process management) Wa

NAaWS (Results) AILARIIUAINA 1




Organizational Profile : Environment, Relationships and Challenges

Strategic Human Resource

/ Planning Focus N
Leadership <:> Results
N Customer.and Process /

Market Focus Management

Measurement, Analysis and Knowledge Management

A Qs o Q) Qs ] « . .
AN 1 AR UURUINAINIUIINIGAUATWIVIVINYDY MBNQA (National Institute of

Standard and Technology, 2006)

NN 1 503L‘ﬁﬂi’]ﬂﬁ8L§8ﬂ’0@@5ﬂﬁ3m38\‘)ﬁﬂ3 ANNUINEBUYBIBIANT ANYULVDI

e e & s b4 1 (3 s 1
ANUTUANUS YNTANFAIVDIANIUNINILABBIANT ITMNAILUUVD MBNQA 9%LLU3
a wa [ 2 a wa = o ¥ =% [ Y] L3 af
wuwg‘ummiaamﬂu 6 WN?@%QLUU?%UUUQUWﬂWﬁVF\]3VIWIMU3SQQQN@@WS‘UE]\‘]EN¢M3 Tnen

4 b4

MIIANILNITEIBIANT NMIINMKUNEENTS waznisdaiugiuuinisuasnatnsnidunguues

Y

o

amgdiin wneseuuUftRnsnguisdudiuddyflasvliguimaiunuddyveenis
Nununagnsuazsmsuarlemaluonian dunguilaeussneulufie majaiuniwens
yAna nsruIumsuimsdants waskadnd Wunduueamadns Tnediyrainslussdng uas
nszuumMsiiddazdunnualunisiiagiliesdnsussquadnsiineld Ssssuuufoinislugn
winavgiinavinliesansiidnenmlunitsafrmdadug aeusns nmsuimsdanisdiuuinig
wazAatn NMUdNsdunsiy nsuimsdensagly salmetaumineinsyaea 3

= £ A WU a 1 )
UIMTIANSIR  waznsilanusuinreunads ANLAZYNYU

Zhao uagane (2004) ladnseusieianmninursviives MBNQA Tlglunisian

13RIl IARMAIMATUIMIIANTT UaeANgNINYDIDIANTURIMINIEUTNITNIAIUERAMNTTY




20

gesUsemnadu Tasfludrunsnszuudiinsasuseneulusmeinasilunmsussiiu 6 wiie
Thun amediln nmenwnunagns nsgadudiuuinsuasaatn nsiesa Mlesevuag
mafansmnd majaiuninensyana asnssuIunsuimsians  dussuuddiing
aosdeTnnadnwsuoseadns Ussnausieminandng 4 vaiade mwilawelavesyaains

NASWSUDIN THUTUETUUINT Hadwiniun1siulaenIsnatn uagUssAvinavedntAns

Lakhe wag Mohanty (1994) na11 WuIAAYINIIAYIN Total Quality Management
(TQm) Aemsdnviliesdnisinisuiuupanssausedwiowilos Fedimusndulunisldinaia
uaztaesiiosurunnlunsmeata dwivesdnsiiiinnsdaviszuuamunmezdunaldan
1) ssuumsdaviamnmasfudunioeslovs waznssuIuuveInsdns 2) yaains
aglufianudile wasfuaruddlunsdaissuunuaminzidudiunisvesnsussy
Wrnuen19gsnavesssdns 3) lassadnvesesdnsiinsuiudiidmiusesiussuugunin
4) finmsuasusamaudeanisvesgiuuinianislutasnieusnidudiunisveunugsiisves
93Ans  5) n1sTaniudisanisuazanumaniwesiiuuinmadudiudAglunsaiaussous

4 [=1 [ d'd 4' a}:l @ e
PIVIANT 6) LWUBIANTNUTLUUNTSTEREITNUUTLANTNMN

' P W v ' YR
Ugboro Way Obeng (2000) wuirluasAnsitrssuy TM wluldagwurmandiius
a g L . ) v o IYIP v o
Mduuan (Positive correlation) snI19n1gdUNTDIgUINISgga Aslieuralunng
UtRauvesyrains (mshigmnslunisdaduls, nslidusulunssuiunmsdedy, uasms

hdsdeyadiansuaznineinsluesding) anufiawelalunmsivuresyaansuagaiufianels

YDIUETUUINT

Kaplan @z Norton (1996) lana12111u The Balanced scorecard: Translating
strategy into action IANAUGNAMTEEITUUINNT (Customer) EIRINAIULUINITAAIN
(Market share) #5uu3n1slna (Customer acquisition) As¥n¥EFUUTNLAN (Customer
retention)  fls#léa1ngFuuinns (Customer profitability) wagaanufanelavesdfuuinis

(Customer satisfaction)
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BUANUUM TG 51985z ndnedun 1 gatan 2564 - 30 Augeu 2565 lasds
wuugeunudsInmiielavesssauiuuinmelusudd welsiussuaugiuuins

Usgiliuszauaunanele LLEW'«'Jﬂﬂﬁ‘?fﬁ]&‘\l’aﬂ’]iUi%LﬁuNaﬂJ’lgﬂﬁﬂﬁﬁuLVlﬂIUIag‘Wi%?\]@ﬂJLﬂﬁW

WinammIamnTEls ngnaguwsiunsgaudng TIIAYUNT
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mMavageuinsasile
wuudssmuiteelefiliifuedesdelunisifiusiusindoyaluadsd I8insmegeu

AUNBInTUBaionT (Content validity) wagnaaeunufisansadelaseadng (Construct

&
S

validity) @mfunismaasumuifede (Reliability) 990 Tuagsufiuni1svianiia dudssan
1 a < 1 ) A ¥ a d < 1
Cronbach’s alpha ludmvessziuanufisneladeauuinisiluldusnnsiesdnisuinisdiy
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N15ATITALA1TUTZUNANE
Tfldsunsudndagunisdanumand SPSS for Window (Statistical Package for Social
. d a ¢ v ) ¢ aw o v ) 9
Sciences) lialasgnvaganuingUssasAvesnsidedrnaludiediu Fassneulugie
1. AAS18InIA1ud (Frequency) uax%aaas(Perenmge)maqﬁwuauémauuuu
deanuAsiululsaznuusnig
a s 1 o a 1 4} . . k23
2. AAsviARRaYAtn LasAndesuuunsgu (Standard deviation) syduany
ﬁqwalﬂmaaﬂiswwmuﬁ%uu%mwaﬁaﬁumaunwsiﬁu%ﬂWi 499NN A US NS
Wnthagliuinis uasddnneamuazan Tnsuuvasuanludiuduinsse
WUy Likert’s Scale udazdofimudonmould 5 maden dmeumniigald 5
Azl 1l 4 azuu wnandld 3 asuuu dedld 2 azuuu  uaslenitan
[ o o 1Y ' o ° )
9 1 Aguuy 1A UTBIRE UL UUADUANLIIANRAY LaSAIMUATERY

1
@ =

Anade Wy 5 seiu fadl

aundvesfeyalunsiazdy = Angegn - mangn /  Fuudy
=5-1/5
0.8

i

TRgnuI8AIINI7

s
< t

e‘ 1 ' o o <2
L. AsBUURaYYIRESEWINe 1.00 - 1.80 Mu18A1U7N HgauAunanela

Y

v oo
Yioeiign

a 1 1 =) @

2. ﬂL’LLUULQaUﬁ@%’iSM'j’N 1.81 - 260 wweAMIIT UseRumnuiewalatias

3. 3uumua§aﬁagszwdﬁq 2.61 - 3.40 wgAu Tseauanuienelaviu

AN

1 [

d 4
4. AzluUlRagnNoy gy M 3.41 - 4.20 NUIAIINI MiuﬂUﬂ'ﬂNW\‘iW@Iﬂﬂﬂﬂ

o 1 ) =2
5. AgluUlRasNag 5"‘“14'3'1\1 4.21 - 5.00 wu1gaUN ﬁi%ﬂUﬂUWNW\?W@Iﬁ]NWﬂ

=4
nign
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NAN1SAN®YI

n1MagEauAT Reliability
mﬂLmuaaumumsai’ﬂs'mmmﬁqwdwawswwutﬁ%’uU%ﬂwsmmmﬁmsu%msdau

#1UA WUIIA1 Reliability (Cronbach’s alpha) lumuduneunisldiuinig dudeamnianis

' ‘
2 e @

Tiusng Mudimifigliusns wasdudesiuisaiiuasain danwiadu 0.92, 0.93, 0.91

U

wag 0.89 mwadu  FallAgendndningmde 0.70 (Nunnally, 1978 $1dlae Prajogo and

Sohal, 2006) seazBuadandlun1sed 1

A1919% 1 WaneAY Reliability S1uunausmuildnisusediu

fuildnisusziiiu Ul Cronbach’s alpha
Fumeunistiuinig 6 0.92
oM 19N1TIAUS S 6 0.93
Lfi}’mﬁwﬁ@ﬁﬁmi 6 0.91
AedunerUEzaIN 8 0.89

HAN1TAATIZNINUUUAITID
nmsdsammisnelavesUssrrrugSuuinisvesesinisuinisaiusivaneivile

UsganUauussanas wa. 2565 Tuaususudnsznt® anudunzidousudedsdn drusuiSessn

fownd vudmvesyynneadeens uazsuduloaiunazaiuaulsn wudiussemy

S

U oY o A
FUUSNSRaULULUER UMUANNRIwelaswazBuntanslumIs g 2

&2

TN 2 uansdIuIuYedneuLUUEe N ud I ewe Y

IUUINT Fmouuuvaeun  sounulsswnuil | Sevasvesusswrvudt
Fisnda fOULUUADUNIN ABULUUADUAN
nueusugsEms 100 a7 47.00
ugutunsfeuudossdn 100 48 48.00
nusuiuiFesmdomnd 100 45 45.00
NuMUYDIYYINneas1Ie1A1s 100 44 44.00
nuimudesiuuazaiupulen 100 49 49.00

U 500 233 46.60
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Tudmvesssiuanufiswelavesyssnvuduuinisnfuuinsdiudutisennd ves
psin1suimsdusvanaile wuitaufweladeduneunisliuinisiiseduasuuud
4.52+0.41 dasvnamisliuinisiiszduasiuuil 4.52:0.5¢ WEwmihitglsuinmsiseduazuuud
4.53£0.45 wagduAsdursanuazminiiseduasiuui 4.5240.50 waglunwsauluynsu

o g

-~ L (-] =] 1 ¥ d i Q/
PO3UUINTAUSUYISEA1E TAidy 4.52+0.48 Taefidseauasuuufuwiagy 5.00

=
SeazdeauaAndlun1SIan 3
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- o = a . . oA
A9 3 SeauARaslavana (Aithmetic mean) wazAiloauuuinsgiu (Standard

deviation) maqazﬁummﬁqwdam'mmu%msﬁﬂazmwé%uu‘%mslﬂlsi’fu’%miﬁmﬁmw%ms

awhvanewilelunuuinmsausiusutssns

TuppuN1TliUIMY :
Funounshiuinmsliigeenndudou usednruadoah 4.52+0.36
anusslunsliusns 4.51x0.58
fitheuentunsunsliuinmsuansliosredaoy fedennsliuinis 4.53+0.36
flszuuAndeaddunoundmwenisliuiang 4.52£0.45
Anuagandlduannsusnsusastuney 4.52+0.52
Tngaguvinufianslatunszuiuns waedumeunslviusnisseaula 4.52+0.65
FLad 4.52:0.41
PoaInsliuinig , -
Sromamstiuinsiivanvansifieseaiuussvrsuffuuinig wu uinasuen 4.52+0.69
aawil Uinisludaainifies vdeueniianstunis
finsussrduiudligiuuimemsuisiomamsiiusnsidali 4.53+0.89
ABUAUBIANINABINITMSIUSNTUsEvuldegeiiusyavinm 4.52+0.58
dasmanistiuinmsausadnieie azan 5901572 4.51+0.87
the dearuvenyauinis / thedssduniud Saudamudilade 4.53+0.65
Ingaguviuiawslasugeamenisidndauinmsluszavle 4.52+0.48
finde 4.52£0.54
il .
wihiisiislued Busduudila uazwdoufiesliuins 4.53+0.77
dmhilneslsiaudiemdewusd wazausousletlamldodesng 4.53+0.65
Wmithiienunsaneudednalddaau drlade wargnies 4.52+0.65
Whiifiduaudismelunisliusns 4.53+0.45
Wwihilliuimssediuuinmsmiteutumnane ldidenufin 4.54+0.36
Tneagdvinufianelslunsliuimsveadmiihiivavinuluszdula 4.530.47
Aiade 4.53+0.45
ﬁaé’mwmmasmh | .
anuiidereamieuims avmnlunsdumensuuinms 4.53£0.65
AnuLamevesdssneanuasmn Wy fleeasa weuh filwmedliuins 4.53+0.47
AagoInvssanuiiliumslag 4.52+0.38
fudvdefiun 3ans uashiulinesuimedraiiomwe 4.52+0.56
gunsaliedeslidinauiuaty uasiidisame TWusnsmag 4.53+0.57
Tngaguvinufiawelafuaniuil Yangunsaluazdesueauazain 4.52+0.65
Ady 4.52+0.50
e =
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ludauvesszivaufisnelavesUssmvudfuuinsiudunsfouiudessin ves

aadmsuImsdiuuanemile wuietuneunisliuinsiissduasiuud 4.540.45 9o4

memsbiuinisissfunsuuui 4.54:0.52 Wwihiglduinsiseiuasuunl 4532044 uay

A masmuaznInilsedunsuunil 4.5410.52 waglunmsanlunndrurosauuinisduiy
y «

L7 dy o 13 1 L7 A 1 o
noidousuilodadn Jawvindu 4.56+0.47 Tnefidsssuaziuuduyingy 5.00 SNUALDUALARY

Tupnsnen 4

A15199 4 szdudedsavada (Aithmetic mean) wagANdeuuNLINIgIU (Standard

. . [ 2 i = o e LY ¥ e o (2 <
deviation) ?J@QS%@Uﬂ’JWiJWQWEﬂ‘\]Gl@\?’]ﬁU'ﬁﬂ'ﬁViUS%‘U?‘UUQ?UU'iﬂ’]ilﬂi‘lﬁU’ﬁﬂ'ﬁ‘Vl@\?ﬂﬂ?iU‘SWﬁ

dushuanamilelunuuinsiulunsideusudeddn

MUTUABUMITIAUSNTS

‘ﬁu’umaumﬂﬁu%m'ﬂajfjamn%’wﬁau wazllauadesdin 4.54+0.58
awsslunslwusnis 4.50+0.35
fitheuendunoumslduinsuandliesnadaay hesensliuins 4.55+0.45
fiszuumiesdduneundsueanisiiuinig 4.54+0.58
mwazmnilafunnisuimsusiasiuseu 4.53+0.54
Tnsaguvinfonelafunssuaums uastunounasliuinssesula 4.54+0.33
Aade 4.50:£0.45
udemnniliins " : . ‘
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