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3. anasiamdusanasaan1wlunisiiuinig (Capability and services quality)
Usgnaudedidta 4 Usemisie aussoustemitiaey (Organizational Capacity) A3l
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Malcolm Baldrige National Quality Award (MBNQA) Lﬂuc?ful,l,wm%faﬂmmww‘wﬁ
e sEInNAanTgoLusn, ‘ZNL‘UWULL'UU‘S’N’Ja@‘LlﬂTWLL‘VN‘U']W‘V}UE”'VMWN”] fialanily
Ussgndld Wy Usemaddu eemande 3selu$ wazumade ludiuvesisy WFEnIFaLENT
U%ﬂmmmlmjﬁlﬁﬁma@mmw MBNQA i Motorola, Inc. ay Westinghouse Commercial
Nuclear Fuel Division Tula.f. 1988 wasu3svawmdndlafuseia Ao Globe Metall ureical,
inc. muqiﬁ%mﬁiﬁmi Federal Express (FedEx) o5Ulwl a.p. 1990 (Evans and Lindsay,
2005) Inginguszasdavidnvessieianmnin MBNQA Usznaudae (National Institute of
Standard and Technology, 2006)
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YAAA (Human resource focus) nszuUauN1ISUSUISTANIS (Process management) Lay
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Lakhe waz Mohanty (1994) na1a11 wuIRAween133nii Total Quality Management
(Tom) Aemsdaviliiosdnisfinisusulseaussauzodwsiailios fsflnnnusndulunasldineda
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Kaplan uag Norton (1996) 1aina17141u The Balanced scorecard: Translating
strategy into action 1IANAUENAWMTLTUUINIT (Customer) 2zTaanndiuuUenisnann
(Market share)  #5uuin1slual (Customer acquisition) n13¥nw g Fuuinisiiu (Customer
retention)  Mls?ldangFuu3nis (Customer profitability) wazANNianelaveuuuins

(Customer satisfaction)
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mﬁms'\zﬁuaznﬁﬂssmawa

14Tusunsudsagunisdspuaans SPSS for Window (Statistical Package for Social

]

. A a ¢V ) ¢ aw v v = v
Sciences) mewmsma;ﬂammmqﬂszaqmmaamﬂaﬂmiaﬂuwmu Fausznaulume

1 Bseiviaiud (Frequency) wagsouas (Percentage) Y09TTUIUHADUUUY
AraenuaniululiagsuuIng
a ¢ 1 a a | a . = [

5 Aaseidnadoavedn wazAlosuuninsg1u (Standard deviation) S¥AUARM
wawal%amaaﬂivmmumw3mmawmumﬂmﬁmi F9IN1INITIWUTANT
mwmmﬂmimi LALAISIUILANNEAIN Tnsuvvdsuawludauildunsdo
LUy Likert’s Scale usazdeiniudenmeuld 5 muden Eamounnndigald 5
asuuy 1l 4 Asuuu Ununansld 3 pzuuu deuld 2 Azuuy waztiouiian
¥ o o v 1 cJ o %
16 1 azuuy 10U A1ABUYRIRDULUUABUATNNIVIATGEAY UASNINUAIZAL

Anady Wy 5 seau fell

aunisvesteyaluudazdy = Agean - Awingn / U
=5-1/5
= 0.8

TA8UUIEAIININ

1 AzLuulpdsNegsenIne 1.00 - 1.80 ALNEANIN  SszRuauianels

Y
v a
vouTign

2 AzuullALNeYsEnINg 1.81 - 2.60 MneANdn szuanuienelates

Y

i oA w

3. pzuuuledsiiogsening 2.61 - 3.40 MNEATIIN Ssesumnuianelaliu

ARAN

4 psuuuedefieogssning 3.41 - 4.20 MNeAN Ssysumnuianelaunn

Y

D

5 azuuulpdefietsewing 4.21 - 5.00 MNEAIN fsesumnuianalauin

Y

e
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n1snagauAn Reliability
mﬂLmuaaumumiﬁwsmm’mﬁawdwaaﬂimwuﬁw%mwamﬁmw‘%msdau

fua Wu31A1 Reliability (Cronbach’s alpha) lugrudumoun1stiuinis fAutemnens

v Yy a o

THUSANS UG MTTEIAUSAIT agAUEIDIUIEANNEZAIN fawindu 0.92, 0.93, 0.91

U

1Y & A 1

way 089 mwuddu  FalArganinAandngmhe 0.70 (Nunnally, 1978 g1alme Prajogo and

a ) P
Sohal, 2006)  1eaziBuanuandlunnTIen 1

as1ef 1 uaneen Reliability Swunaudnuildnisyseiy

gruildnnsuseiiiu LD Cronbach’s alpha
Suneun1sliusng 6 0.92
YaNeNSIUTNNS 6 0.93
Lﬁmﬁwﬁﬁlﬁﬁmi 6 0.91
F981UNEAHESAIN 8 0.89
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a"aueﬁwam&ﬁgﬂumuﬁmwuéfm%’@Lﬁumﬁuazﬁqﬁ@a%ﬂa

Uszisulumsinsgauanuisnela Mean #* SD
Funeun1susns
 dumounisliuinisldgeenndudeu waslinnuagei 4.50+0.58
AMUTINSIUNTIAUTANS 4.49+0.47
fpuentuneunisivusnsuandliodndaeu hesensliuins 4.51+0.01
fsyuuiBusdduneundawanisiusnng 4.50+0.95
mmazmrwﬁlﬁ%’umﬂmsu%miLwiaz%y’umau 4.50+0.45
Tngaguviufianslafunszuinums wartumeunsliusnisseaula 4.50+0.35
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YDINNTIAUING
Sdomenisluinisiivarnvaneiiosessudszrvudfuuinms wWu Uinsuen 4.50+0.52
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ﬁmiﬂis%ﬂﬁuﬁuﬂﬁt§§uu%n1wl'swﬁw'awmmﬂﬁu‘%maﬁ%ﬂﬁ 4.51+0.65
mavaueIrudaenImslruinsusznsulfogfiusedninm 4.50+0.45
downainisliusmsanunsadniieine azen I8 4.50+0.87
the demuuengausms / dhedsenduius fanudaaudilang 4.50+0.25
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arhitglsusnas
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thiinegliautemdeuusth uaranusoudladomildednemnd 4.52+0.25
uthiiaansansudednanlddaiau Wilade uasgnsies 4.51=0.58
dhuhidsuufisaelunisliuinis 4.53+0.47
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Aade 4.51+0.43

Aadys 4.51+0.40
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SyildoRur 1sans wazthayliresuinisedhaiieane 4.51+0.62
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a15197 5 seduAnadelavatia (Arithmetic mean) WagAUEIUUNIATZTY (Standard
deviation) maqwé’ummﬁqwdam'amuu%msﬁﬂiwwu;’ﬁ’w‘%mslﬂi%’u%maﬁmﬁmw%ms
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futunsun1siuInIg
Fumeunsliuimsldguenndudeu uaslinnuadesia 4.52+0.25
AusISItuMsiuINg 4.53+0.47
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Iﬂaaqﬂﬁwuﬁawa’lﬂun15‘11)711%mwamﬁmﬁwﬁnﬂmﬂuwﬁﬂm 4.52+0.52
AladY 4.52+0.50
FAIumLEEnIN
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Pnafisanoreddesuaauazan Wy feao vonh fidsmetliuinig 4.53+0.38
Anyazeravesdauiliuinsiag T 4.52+0.44
SulddoRut nsans wamihiulineeuimsediadioame 4.51+0.77
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Ima?ﬂvhuﬁawahﬁuamuﬁ Fangunsaluazissrueamuagain 4.52+0.49
Aiade 4.52+0.50
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gutunounisliusnig
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