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(Equality)

3. InusiAduaIusanasaan 1 nlunisliuinis (Capability and services quality)
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imastoyauazduaiulivssvguildusy Tnoddvinssuuuuinlidufinnswiain
waninusl 4 o As 1) Avnssudulianudoesdulusunsy (Program activities) unRdn
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Malcolm Baldrige National Quality Award (MBNQA) dusuuuusieianmunIniayid
vosUszimmanigawing Judufusvuieanmuamwiiiiusamasiieg Falanil
Usegndld iy Usemedltu seamsidy Awlud wesunaiy TudiuvesUsyimeanigonng
UidnunalvgfilFseTanainin MBNQA o Motorola, Inc, usy Westinghouse Commerdial
Nuclear Fuel Division Tuile.e. 1988 uasuisvuuindnilésusneda fe Globe Metallurgical,
Inc. éiuqﬁﬁﬂﬁﬁﬁmi Federal Express (FedEx) lasulull m.a. 1990 (Evans and Lindsay,
2005) lnednguszasAandneoesietaganiw MBNQA Usenausie (National Institute of
Standard and Technology, 2006)
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ssnmsiebilasuanudiEslumewaunguninesernig
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E]dﬁﬂ‘iLﬁ@‘%’Ui’lﬁaﬂmﬂﬁwLL‘Via"U“Ia The Malcolm Baldrige National Quality Award (MBNQA)
Weduaduldosdnsfidrirndsemaduosdnsififnonmdude Tnofnseuvesnmusilunis
#1531 7 vaan Usenousie a1aeeii (Leadership) nisvewwunaens (Strategic planning)
nsystiugfuuinisuayaain (Customer and market focus) A15¥aNG MTIATIZALALAS
{fﬂﬂﬁﬂ’muﬁ (Measurement, analysis and knowledge management) mszjuﬁuw%’wmm
UAAR (Human resource focus) N3¥UIUNITUSYWITIANTS (Process management) UaY

[

NAANS (Results) Falandlunnd 1
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ARV 1 LERIAILUUNLIAETATUTINIAAUNTNLYAIY1A789 MBNQA (National Institute of

Standard and Technology, 2006)

it 1 sliusisasiBenuesdnuneeidng anindenyoinsdng Snuazuas
ANFURUS gnsaansvoealuiIniofeding 9IndILuL2e9 MBNQA 9uys
syuuUftanmseonidu 6 wnadadussuuufifnisiegldussafadnivonsdng Taed
WIANIEMIUIDIANT MITTNUHUNAENS Lasn1sulugsuuInsuasnanndunguyas
AER L“Nﬁz'izuwﬁﬁ&m‘imjuﬁ%L{‘Jua’mﬁwﬁzy?l"%ﬁwlﬁr;g'“u“%mnﬁuaawuﬁwﬁ'm;uaﬁnﬁ‘;
Mununagnskaznsugamlonalusunan diunduitaasusynaulusey majatiunineins
YARE NsEuINMsUImsdanis weswadnd [unduvomadns lnvfiyrainsluosding way

i o

2 = 0§ v s v rd Sy o wa
nsrvIunsfidAyasidunualumIfiasiiliesdnsussanadnsiodld JsseuudiEnaslugn

@«
oilv a

winnzdnavhlvesdnsiidnenmlunmsadmdading aiing nsuimasnnmsgiuuing
wayPaIm N15UIMIATUATIRY Msuimsianiinigly saumansWauvSwensyaes 113

VIS wagnsdnnuSuisveusodiruuasyusu

Zhao uagAmy (2004) ladinsousatarmuainusisaifives MBNQA Tuldluntswaiu

isedlletrnmaimnIuinsiams uasdnuninustesdnsuemtipuinisniaiugaaivns sy




20

vowszmedu Tneiluguusnssuudiifnisesdsenoulumenasilunisusa iy 6 winn
Liud amedin manausunsgvs msdadudiuuinsuasaain nistana msdeseiuar
mdanisng msdaduvinensyana uaznssLaumsuimsiams  daussuudiiRnged
a04d 1¥nnadninot0edng Usznousenuiavdng 4 nuanfe aufienelavesyaains

wadndroINsa v TuUingg sadnsmehumstiuiarmsnann wasUsvavuaveteddns

Lakhe usiw Mohanty (1994) na1d wwifiaven1sdnyh Total Quality Management
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(Market share) #¥uuSnislud (Customer acquisition) n13¥AWIESUUTNISIAY (Customer
retention) - Mls#liaIngFuuinis (Customer profitability) waraufiewelovesffuusms

(Customer satisfaction)
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NFIATIZILAZNNTUTENIANE
THUsunsudnsagunedsnuanans SPSS for Window (Statistical Package for Social
= A = [$73 ar 3 = e o 4 £ = 7
Sciences) ieAlanzidoyanuingusrasduasnisidedsinluineiy Ssussneuludae
=3 L3 A 0 o
1. JAs1ginIAuD (Frequency) wag3ouay (Percentage) Y4T1UIURABUNUY
danudAniulunsaznuuinig
a | &l a | oA i 2
2. Anseinieduevade wavanlsauuninsgu (Standard deviation) seauAy
fawolavasuszurvudiuuinisredunounislivinis deamenisliuinns
v v o v oa a o ! A v o
Wmglduinns wasdsdureadiuagain lasuuuasunmludiuilduinsia
WU Likert's Scale wsiazdeiimadonnauld 5 miauden dwauuinianld 5
Avwuy U0l 4 azuuy Uunanald 3 azuuu teeld 2 avuuu  uazlesdign
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o =
Youfign
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n1snagauA Reliability
mmvuuaaumumﬁa‘fm%mmﬁ&walwawimjwué%’w%mwaamﬁm‘su'%mia'au

#1ua nudnAn Reliability (Cronbach’s alpha) lusnudumeunisliuinig AuYemIanTs

¥ =

THUSAs s faliusnis wagsudduieaudzain dawianu 0.92, 0.93, 0.91

Y

%) = o '

waz 0.89 muddu  FelArgendnAningadie 0.70 (Nunnally, 1978 1lae Prajogo and

o o =
Sohal, 2006)  seazideafanslun1sNen 1

a5797 1 udnsd Reliability duunausiuiilanisussdiu

Fruiildnisuseiiy FIUIUTD Cronbach’s alpha
Fumoumsliuinis 6 0.92
PRININITIAUINT 6 0.93
tinfiglsiuing 6 0.91
A981U9EANATAIN 8 0.89

NANTTIATIZHA LUV
ann1sdrsraaafianelerasysryrugSuuinisvesesdanisuinisaiudiug
Noana Useandeuussunal WA, 2564 TUIUAIUNITARY AslusmsdafiunSluviesd
Sruatainsuasdinnanaset meeduidedinggieny dnles geoygImUgnasnoadns
wAUFUNTANYT AuERaIAnNan wu’i'ﬁJ'ss'*uwu@’%’uu%mwauuwaaumummﬁawa’lﬂ

s18auduaLARdlun1g9R 2

A159N 2 LLamaﬁwmumm@’mamwuaaumuﬁﬁwmmﬁawa’h

IUVINTG $manMUUABUIY  SnunuUsEevud Zpyarya s
fidmda AAULUUAIUDNY AOULUUADUNTY
MudunIsags nsliuinisdaiunidly 150 67 44.66
Vol
NuduaTainIsuasdeAuaLAIIEd N9 90 39 43.33

ﬁ" ot o L4
eRuudadnggeony
Uy
ausnulest veayynUandenaaing 63 27 42.85
UM IAn dudRaTIAnGn 121 51 42.14

3 424 184 43.39




24

(7]

“Luehwum's:ﬁﬁummﬁawa’lﬂmamsﬂm‘uuﬁé’w%nﬁ‘i’r‘iiuﬁﬂﬁﬁmmiﬂﬁa NSNS
Fofun@luiosd vee0AnITUINIsduAUanaLena wuiaufaneladedunaunis
Tousnsilsedunsuuudl 4.500.42 Yomnenslduinisiiseiuaguuud 4.52+0.50 Lﬁ’fmﬁwﬁé{
THusnnsilseRuAzuuLT 4512004 wazdrudsdhurepuasainissfunsiuuil 4.52+0.50
uaglunwsanlunneuueIuUINITAIUNTAAY nsliuinmsdafundlusiesit favinfiy

e ) Y P o
4.51+0.49 lnefidsyeu SUUULAIYINAU 5.00 S19aLDEARARIIUANTIT 3
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= o < = ” ; -
M135199 3 sgAuANRdEIaYANia (Arithmetic mean) WagAILUERLUUNIATEIUY (Standard

deviation) weeszAiummAswaladanuuIMsivsvrrugFuuinisluldunsiesdnisuims

Ll T iheste= il
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