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Malcolm Baldrige National Quality Award (MBNQA) DudunuusneTanuatwisiseni
a - &S @ v ) t P ' ) o
golssmaanigowing Fulufuuvusetagauninuiadfussimadiigg falandily
W 3 R T I3 ' v a
Usvendld Wy Ussvedily oemande eiud uasiniady ludwwesdsemsanizauinm
U%ﬁ’wmmﬂ‘mnjﬁlﬁﬁwﬁ'aﬂmmw MBNQA fia Motorola, Inc. uag Westinghouse Commercial
Nuclear Fuel Division Tufla.e. 1988 wasuddvamednitlésussta Aa Globe Metallurgical,
1 =) d LY h g .
nc. ﬁ?uq‘m%ﬂﬂﬁiﬂ'ﬁ Federal Express (FedEx) osulul A, 1990 (Evans and Lindsay,
2005) TaufegussasAndnvessieianmniw MBNQA Ussneudae (National Institute of
Standard and Technology, 2006)
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National Institute of Standard and Technology (2006} isanvinnmilunisUsuiiy
pednsiftofuTeTanmuAmuenn@ The Malcolm Baldrige National Quality Award (MBNQA)
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f3n 7 vas Ussaeudie anazgt (Leadership) n1mausunagng (Strategic planning)
msjaugiuuinisuazaain (Customer and market focus) N13dasa MTliesEiLALNNS
¥an13A2705 (Measurement, analysis and knowledge management) n1ssjaidunineins
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YA W f
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Lakhe wag Mohanty (1994} na1in win@aueen1anin Total Quality Management
(ToM) Aemsdavhldasdmaiimuiuupaussousededeides. Saflmnuduiilundldineda
azitadiadnauunlunsnmatn dwmiveadniifinsdnvissuuqanmezdanaldain
1) suumsdaaunmasiudnmdwenlous uasnssuunueetesdng 2) yaains
melusleradile waziiuasddnlunsdavhszuunmawiesdudundanimsus
Wmsnevegsiavasesdng 3) Tassafrwesosdnslinsufudadmiusesiussuununin
8y finnswasusauaudenisvesdiuuinsnslukasaoueniiudruviliweuugsisues
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= - | =
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Kaplan &% Norton (1996) lana1214Tu The Balanced scorecard: Translating
strategy into action Hiidmedugniudedfuuinig (Customer) winnduniianzvain
(Market share)  §¥uusnaslud (Custorner acquisition) ms¥nwfiuusnisau (Customer
retention)  ilsiildanngFunins (Customer profitability) wasaifswalevesifFuuins

(Customer satisfaction)
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M5 AAszilagnITUIEIIaNA
TlUsunsudniagumedsnnanans SPSS for Window (Statistical Package for Social
. A a ¢ ai s et g 0w = 0oy
Sciences) Weliareideyanuingusvasduaimsidodraaludniu dssznaullig
=3 3 of 24 3 173
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a 1 o = 1 - . . s
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NANTIANEI

nMInngauaAn Reliability
MnkuuasuIMsAIsAufiaelarsl ssrauduuinisvetesinsuimsdoy
fua WUIAI Reliabitity (Cronbach’s alpha) lusnudunsunisiiuinig Audesnianis

u o o v g w oA o s o o w
Wudms sudwihadliuins wassuBadmngaauazain ddwidu 0.92, 093, 0.91

1
4 =%

uae 0.89 Mgy dsfimgendiAingaia 070 (Nunnally, 1978 &l Prajogo and
Sohal, 2006) swamﬁmﬁmamﬂummﬁ 1

- ! . e o 22 =g P
BN 1 wamean Reliability FruunauauldnisU szl

sruildnsUsadi dniude Cronbach’s alpha
Fumeumsliudnng 6 0.92
AN IRUS NG 6 0.93
Wt agisgnns 6 0.91
Aasaunaanuaean 8 0.89
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