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 Abstract:����
This study aims to determine the importance of applying the 

principles of total quality management in hotels Algerian. For  
achieving this, the researcher has selected a random sample of 40 
workers from the  community of study which is  represented by the 
number of workers employed in Algerian hotels  ,case of  Biskra city. 
A questionnaire which has been verified to prove its sincerity and 
persistence, was distributed to them, and it  included over  21 items. 
By entering the data into the computer and processing it using the 
statistical program SPSS, the study found the following results: �

 _The workers in Algerian hotels are aware of the importance of 
applying the principles of total quality management which are: the 
focus on the customer, the continuous improvement, the commitment 
of top management ,and the teams work.�

_There are no differences in the trends of  workers in Algerian  
hotels concerning their awareness of the importance of applying the 
principles of total quality management due to the variable of age, 
education level, job type, and experience.�

  Key words: quality, Total Quality Management, Hotels �
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ÒìîšÛa� µgL��óÜÇ� á�ì–¡� Ýrànm� pbß†¨a� ïß†Ôß� pýçûßë� ñõbÐ×� æc� ‡g
šÛa� Éß� áèÜßbÈm� ÝÈ£� áèÜàÇ� Þb©� ¿� ñ���pa…bè‘� ëc� òîàÜÇ�pa…bè‘�Òìî

áèmbubînyü�bàèÐm�Šr×c�ÝØ’iN 
 êN  òÐ�ý½a�ëc� òÜßb�aòÐ�ý½a�ëc� òÜßb�aòÐ�ý½a�ëc� òÜßb�aòÐ�ý½a�ëc� òÜßb�a� Z� Z� Z� Z�b™‰�k�×�æbîyþa�œÈi�¿�òß†¨a�â†Ôß�ÉîĐn�í

nÜßb©�Þý��åß�ÑîšÛaâ�ªë�lˆèß�lìÜ�di�énÐ�ýß�ëc�é�óÜzní�æc�ïÌjäí�‡g�L
§a� óÜÇ� ñ‰†ÔÛbi� òîÓ†äÐÛa� pbàÄä½a� ¿� pbß†¨a� ìß†Ôß�ÑîĐÛ� lìÜ�di� sí†

ÒìîšÛa�Éß�lˆèßëN 
 ëN  òîÓa†–½aòîÓa†–½aòîÓa†–½aòîÓa†–½a�Z�Z�Z�Z îÔß�òîÓa†–½a�†ÈmáîîÔnÜÛ��bàèß��b�bpbàÄä½bÏ�L�ŒÜí�òîÓ†äÐÛa�bèß

bèÏìî™�Éß�†ÈjÛa�aˆèi�ïÜznÛa�¿�ïmdíë�Ö†äÏ�¿�òÏŠË�Œv°�ðˆÛa�ÑîšÛa�æc�‡g�L
c� Š�c�—‚‘�µg� bèÈîi���†Ó� òÏŠÌÛa� †¯ë� …†�a�oÓìÛa�ñŒçbu� òÏŠÌÛa�åØm� ��ë

éÛbjÔn�ü�†íŠíë�Ö†äÐÛa�åß�ÑîšÛa�xŠ±�ëc� Lcc�†¯ë�lb�§a�áöaìÓ�…†�í�æ�æ
�ÍÜj½a�¿� �bjÇým�Úbäç‰ŠÔ½aa†–½a�¿�ÑÈ™�µg�ð…ûí�æc�éãb‘�åß� aˆç�LòîÓ�‡g�L

bèÏìî™�Éß�bèÜßbÈmë�bç†îÇaì¶�âbm�Ö†•�óÜÇ�òîÓ†äÐÛa�òàÄä½a�æìØm�æc�kÜĐníN 
 ‹N  æb����ßþaæb����ßþaæb����ßþaæb����ßþa�Z�Z�Z�Z�ìç�òîÓ†äÐÛa�pbàÄä½a�ÝàÇ�pbíìÛëc�åß�æcÛa��Ïìm�óÜÇ�ñ‰†Ô

a�ëc�ÕöaŠ§a�åß�æbßþa�õaì��bèÏìîšÛ�æbßþaë�òßý�Ûaa�ëc�pbÓŠ�Û�ëc�paõa†nÇü
t…aì§aÄä½a� åàšm� æc� ïÌjäí� ‡g� Là�émbØÜn¾ë� ÑîšÜÛ� æbßþa� �Ïìm� òîÓ†äÐÛa� ò

îÓ†äÐÛa�ÞbÌ‘þa�òj�ã�ÑÈší�†Ó�á��æbßþa��Ïìm�â†Ç�æcë�Ö†äÐÛa�¿�ñ…ìuì½aò�
ŠÏìm�ìÛ�ónyp��ôŠ�þa�ñ…ì¦a�…bÈic�N 

 �N  òß†¨a�óÜÇ�Þì–§a� òîãbØßgòß†¨a�óÜÇ�Þì–§a� òîãbØßgòß†¨a�óÜÇ�Þì–§a� òîãbØßgòß†¨a�óÜÇ�Þì–§a� òîãbØßg� Z� Z� Z� Z� bèß†Ôm��Ûa�pbß†¨a�æg�òîÓ†äÐÛa� òàÄä½a
Ç� Þì–§a�ÑîšÛa� óÜÇ� òÛìè�Ûa� åß� æìØm� æc� kÜĐní�æbØ½aë� oÓìÛa� ¿� bèîÜ
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´j�bä½a� Lë� bèîÜÇ�Þì–§a�¿�pbß†¨a� êˆç�âbßc� òiìÈ•�Úbäç�æìØí�ü�æaë�æa
�òÇb�Ûa�‰a†ß�óÜÇë�oÓë�Ý×�¿�ÒìîšÛa�âbßc�òybnß�æìØmN 

 ÂN  Þb–müaÞb–müaÞb–müaÞb–müa�Z�Z�Z�Z�âbànçüa�òîÓ†äÐÛa�pbàÄä½a�åß�ïÌjäíiÕîÔzn��æc�‡g�†ÈjÛa� aˆç
Ûa�òÏŠÈ½a�áèí†Û�æìØí�ü�†Ó�ÒìîšÛa�kÜËapbß†��åß�ŠÏaìnß�ìç�bß�Þìy�òîÏbØ�L

�áèm‰†Ôi�pbß†¨a�ìß†Ôß�óÜzní�æaë�|î™ìnÜÛ�kîÛb�cë�ÕöaŠ���Ïìm�kÜĐní�aˆÛ
ìnß�ìç�bß�|î™ìmë�ÒìîšÛa�pa‰b�Ðn�ü�òibu⁄a�óÜÇa�‹bn·�bßë�Lpbß†��åß�ŠÏ

�pb�ë�—öb–��åß�bèilìÜ�di�ë��âìèÐßë�|™aëÜÛ�ÒìîšN 
 ðN  ÑîšÛa� òÏŠÈßë� áèÏÑîšÛa� òÏŠÈßë� áèÏÑîšÛa� òÏŠÈßë� áèÏÑîšÛa� òÏŠÈßë� áèÏ� Z� Z� Z� Z�Šàn�ß� ÝØ’ië� òîÓ†äÐÛa� pbàÄä½a� óÜÇ� ïÌjäí
àÈÛaÝ�� óny� ÑîšÛa� pbubînya� òÏŠÈßë� áèÏ� óÜÇ�ÝØ’Ûbi� bènîjÜm� åß� åØànm

lìÜĐ½ambubyë�ÒìîšÛa�pbjË‰� óÜÇ� Šàn�ß� ÝØ’i�ÒŠÈnÛa� æc� ‡g� L� áè�åØ¹
pbjÜĐnß�Éß�k�bänm�òß†��áí†Ôm�åß�òîÓ†äÐÛa�òàÄä½a�bèÏìî™� �

5J í×Ú^�Ö]�ì�ç¢]�ì…]�c�ì`�ÞV����

�ñ‰ìÜië�ê‰ìèÃ�pbía†i�ˆäß�ð‰a…⁄a�ŠØÐÛa�¿��a…ìuìß�æb×�ñ…ì¦bi�âbànçüa�æg
�åß� aìuŠ�� åíˆÛa� ´îãbibîÛa� ô†Û� üg� òíbäÈÛaë� âbànçüa� †¯� �� éãc� �Ë� LémbíŠÄã

ibîÛa�c†jîÛ�Láèmbvnäß�ñ…ìu�sîy�åß�´ã†nßë�´ßëŒèß�òîãbrÛa�òî½bÈÛa�lŠ§a�æìîãb
�…‰aë…c�áènß†Ôß�¿�´îØíŠßþa�õbàÜÈÛa�åß�…†Ç�paŠ™bª�µg�Êbàn�übi�ÙÛ‡�†Èi
�pb��û½aë�pb×Š’Ûa� ÊbäÓg�¿� aìÜ’Ï�åíˆÛaë� Láç�Ëë�æa‰ìu�Ñí‹ìuë�wä¹…
�bçìÔj�ë� ‰bØÏþa� êˆèi� æìîãbibîÛa� ÉänÓa� bß†äÇë� Lñ…ì¦a� åÇ� áç‰bØÏdi� òîØíŠßþa

åÇ�êŠ�di��bÈÛa�sí†y�æbibîÛa�ozj•c��bèmbvnäß�ñ…ìuë�bèß†Ômë� bç‰ìĐm�ô†ß
�ïãbibîÛa�ÖìÐnÛa�Š��åÇ�kîÔänÛaë�szjÛbi�åíŠÄä½aë�´rybjÛa�åß��rØÛa�c†i�aˆ�ë
�pbíüìÛa� Ýrß� òß†Ôn½a� Þë†Ûa� ñìÔië��Ïbäm�ozj•c�óny� òÇbä–Ûaë� xbnã⁄a�¿
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n½aòîØíŠßþa� ñ†z�Šöaë†Û� áèÔîjĐm� ¿�åàØí�laì¦a� æc� �bÈÜÛ�ÙÛ‡� †Èi� ŠèÄîÛ� L
añ…ì¦a�ñ‰a…g�áq�ñ…ì¦a�ÖŠÏë�ñ…ì¦)1(�N� �

6J Ìè†Ãi�í×Ú^�Ö]�ì�ç¢]�ì…]�cV� �

�p…†Èm�†ÔÛ‰bÈmíÑ�…†Èni�òÜßb’Ûa�ñ…ì¦a�ñ‰a…g��†ÔÏ�LÊì™ì½a�aˆç�¿�´rybjÛa
�sybi� Ý×� bèÏŠÇk�y�é––¥� ŠÄã� òèuë� N�oÏŠÇ� †ÔÏ� bèãc� óÜÇB�òîjÜm� ô†ß

� pbubyåöbiŒÛaIÒìîšÛa� HÛaë� Šàn�ß� ÝØ’i� áèmbÈÓìni� õbÏì�âbÄäÛa� âa†‚n�aë
pbubînyüa�ÙÜm�òÜibÔ½�å�yc�ñ‰ì–iB)2(�N� �� �� �� �

7J ô�^fÚ�ì…]�c�í×Ú^�Ö]�ì�ç¢]V� �

�æc�åØ¹Üã‚�ù…bjß�—ñ‰a…g�òÜßb’Ûa�ñ…ì¦a�ïÜí�bàîÏZ� �
cccc �M�M�M�M  ñ…ì¦a�´�¤�c†j¶�bîÜÈÛa�ñ‰a…⁄a�âaŒnÛañ…ì¦a�´�¤�c†j¶�bîÜÈÛa�ñ‰a…⁄a�âaŒnÛañ…ì¦a�´�¤�c†j¶�bîÜÈÛa�ñ‰a…⁄a�âaŒnÛañ…ì¦a�´�¤�c†j¶�bîÜÈÛa�ñ‰a…⁄a�âaŒnÛa����ZZZZ� �� �� �� �

�ù…bjß�áçc�åß�ægòÜßb’Ûa�ñ…ì¦a�ñ‰a…g��áÇ…�ë�ˆîÐäni�ò��û½a�ñ‰a…g�âbîÓ�c†jß
‰bÈ‘� …Š©� ñ…ì¦a� |j–m� áÇ†Ûa� aˆç� lbîË� ÝÃ� ¿� éãþ� òÜßb’Ûa� ñ…ì¦a� ñ‰a…g��

ÙÛˆ×ë�� ð‰ëŠšÛa� åß� b½� bèi� ´ÜßbÈÛaë� bîÜÈÛa� ñ‰a…⁄a� Úa‰…g��òîÜàÇ� éÔÔzn
Ûasîy�åß�ÕîjĐn�‹ë�†î‘�Ûaí��bi‰þa�ñ…bN� �

�âìèÐ½�bè�b»ë�bîÜÈÛa�ñ‰a…⁄a��jm�ægÔîjĐm�áÇ…ë�òÜßb’Ûa�ñ…ì¦a�ñ‰a…gbè�í�nÈ�
vy½a��b¬�¿�÷b�þa�Šñb’äñ…ì¦a�ñ‰a…g�âìèÐß�ÕîjĐm��b¬ë�L�òÜßb’Ûa�æc�bà×�L

wnä½a�ñ…ìu�ôìn�ß�¿�‹bînßüa�ÎìÜi�óÜÇ�´ÜßbÈÛa�ñdÏbØ¶�|à�í�ÙÛ‡/òß†¨a)3(�� �
� �

                                                 
)1(��LÑíbã�á�bÓ�æaìÜÇòÜßb’Ûa�ñ…ì¦a�ñ‰a…g�ëŒíþa�pbjÜĐnßë9001ÔrÛa�‰a…�L�LÉí‹ìnÛaë�Š’äÜÛ�òÏb�LæbàÇ

�Læ…‰þa2000˜�L15���� �
(2)� H. Drummond, The Quality Movement: What Total Quality Management is 

Really All About, Kogan Page, London, 1992,p17   �
(3)� J. Jablanski, Implementing Total Quality Management, Pfeiffer and Co, USA, 

1991,p143   �
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llllMMMM Šàn�½a�´�znÛaŠàn�½a�´�znÛaŠàn�½a�´�znÛaŠàn�½a�´�znÛa�Z�Z�Z�Z� �� �� �� �
æg�÷b�c��ŠçbÄß� åß� ŠèÄß� Ý×� ÝÈu�óÜÇ�k–äí� Šàn�½a�´�znÛa� éÐ�ÜÏ

LòÓ†i��bä�ª�pbîÜàÈÛa��ïç�bßë�ÝàÈÛa�õbäqc�¿�t†¤��Ûa�òÏb×�pa�ÌnÛa�òÏŠÈß�ðc
�òÐ�ÜÐÛa� êˆç� ÝÈu�åÇ� �ýšÏ� aˆç� L´�¤�µg� xbn¤��Ûa� Éí‰b’½a� ëc�pbîÜàÈÛa

æìiŒÜÛ� òß†Ô½a�pbß†¨aë� ÉÜ�Ûa� ñ…ìu� ŠíìĐm�÷b�c� N� �jÈni�õï‘� Ý×� æc� Š�e
�å�yþa�õï’Ûbi�ïmdm�æc�òàÄä½a�óÜÇ�æcë�LŠàn�½a�´�znÜÛ�ÝibÓ�ò��û½a�Ý�a…

bàöa…�†í†¦a�ëc)1(�� �
xxxx�M�M�M�M����ÝîàÈÛa�óÜÇ�Œî×�ÛaÝîàÈÛa�óÜÇ�Œî×�ÛaÝîàÈÛa�óÜÇ�Œî×�ÛaÝîàÈÛa�óÜÇ�Œî×�Ûa �I�I�I�IÒìîšÛaÒìîšÛaÒìîšÛaÒìîšÛaZHZHZHZH����� �� �� �� �

�†Óë�LòÜßb’Ûa�ñ…ì¦a�ñ‰a…g�wèäß�pbíìÛëc�µëc�êb™‰ë�æìiŒÛa�óÜÇ�Œî×�Ûa�†Èí
�pbÐ•aì½a�p†×c�†Óë�Lò��ûß�òíþ�Þì•þa�áçc�åß�ìç�æìiŒÛa�æc�œÈjÛa��nÈí
� ñ…ì¦a� ñ‰a…g� âbÄäÛ� ò�îöŠÛa�Òa†çþa�†yc� ìç�æìiŒÛa� b™‰�æc� ñ…ìvÜÛ� òîÛë†Ûa�N

��bväi� ñ‰ëŠšÛbi�áöa†Ûa�æìiŒÛa� b™‰�ÁjmŠíë�áöa†Ûa� b™ŠÛa� aˆçë� Lò��û½a� Œî·ë
�pbÈÓìmë�pbjÜĐn¶�ïÐm�ò��û½a�oßa…�bß�åßŒÛa�åß�òÜíì��ñ�ÐÛ�Šàn�í�æc�åØ¹

�ÒŠÇ� †Óë� Léuë� Ýà×c� óÜÇ� æìiŒÛa (Deming)�ÁÔÏ��îÛ� bèãc� óÜÇ� ñ…ì¦a
�émbÈÓìmë� émbubînybi� ûjänÛa� ÙÛˆ×� åØÛë� LæìiŒÛa� pbubînyaë� LpbÈÓìni� õbÐí⁄a

òîÜjÔn�½a)2(�� �
…………�����M�M�M�M����‰†m‰†m‰†m‰†mííííÇ�´ÜßbÈÛa�kÇ�´ÜßbÈÛa�kÇ�´ÜßbÈÛa�kÇ�´ÜßbÈÛa�kóÜóÜóÜóÜ����òÜßb’Ûa�ñ…ì¦a�ñ‰a…gòÜßb’Ûa�ñ…ì¦a�ñ‰a…gòÜßb’Ûa�ñ…ì¦a�ñ‰a…gòÜßb’Ûa�ñ…ì¦a�ñ‰a…gZZZZ� �� �� �� �

�åí‰†½a� lb�×hi� âbànçüa� óÜÇ� †ànÈí� òÜßb’Ûa� ñ…ì¦a� ñ‰a…g� ÕîjĐm� �b¬� æg
¿�´ÜßbÈÛaë�ÙÛˆÛ�òß‹ýÛa�pa‰bè½a�pb��û½a éãa�óÜÇ�kí‰†nÛbi�†–ÔíëB�òîÜàÇ

�pa‰†ÔÛaë� Ò‰bÈ½a� ´ÜßbÈÛa� lb�×g� µg� Ò†èm� LñŠàn�ßë� òàÄäßë� òĐĐ«

                                                 
)1(��òÜ�Ü��µg�ïiŠÈÛa�Ší†½a�ÝîÛ…�LóÐĐ–ß�†î��†»cISO9000�òîàänÜÛ�òîiŠÈÛa�òàÄä½a�pa‰ì’äß�L

�LñŠçbÔÛa�Lòí‰a…⁄a1997˜�L54� �
)2(�ïu�Þ‰b×ë�ïãìçbß��î�ãaŠÏM�òîqýq�L‰ìq�ñ‰a…gòÜßb’Ûa�ñ…ì¦a�T Q M�†»c�áîØ§a�†jÇ�òºŠm�L

a…�LïßaŒ¨a‰��LñŠçbÔÛa�LÉí‹ìnÛaë�Š’äÜÛ�ŠvÐÛa2000˜�L295��� �
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�´ÜßbÈÛa�pbçb£a�œÈi��îÌm�ëc�LÝàÈÛbi�òĐjmŠ½aë�ò––‚n½a�ñ†í†¦a�pa‰bè½aë
òàÄä½a�Òa†çc�ÕîÔ¤ë�õa…þa�´�¤�åàší�ÝØ’i�áèmbî×ìÜ�ë)1(� 

êêêê �M�M�M�M����‰b’ß‰b’ß‰b’ß‰b’ß××××pa‰aŠÔÛa�‡b¥a�pbîÜàÇ�¿�´ÜßbÈÛa�òpa‰aŠÔÛa�‡b¥a�pbîÜàÇ�¿�´ÜßbÈÛa�òpa‰aŠÔÛa�‡b¥a�pbîÜàÇ�¿�´ÜßbÈÛa�òpa‰aŠÔÛa�‡b¥a�pbîÜàÇ�¿�´ÜßbÈÛa�ò�Z�Z�Z�Z� �� �� �� �
í� ŠÄäò×‰b’àÜÛ�òîÜàÇ� bèãc� óÜÇ��áîÄänÛa� ¿� ÝàÈÛa� pbÇbº� Éß� …aŠÏþa� ÝÇbÐm
ŠĐiëí� õüûç�å¥Ø·� òÔ� …aŠÏþaò÷jÈm�åß��Òa†çþa�ÕîÔznÛ� òß‹ýÛa�pbÓbĐÛaë� …ìè¦a

‰b’½a�òîÜàÇ�óÄ¤ë�LòîàîÄänÛa×ÝjÓ�åß�ò��òîàçdi�pa‰aŠÔÛa�‡b¥a�pbîÜàÇ�¿�´ÜßbÈÛa
×�aŠÄã�ñ�j�ÕîÔ¤�¿�bènàçb�½ �æþ�LÒa†çþaÛa�‰aŠÔí�áni�ê‡b¥aÝØ’�ïÇbºL��áq�åßë

g�óÜÇ�ñ‰†ÔÛa�éÛ�æìØm¯…b�òîÛbr½a�ÞìÜ§a��pýØ’àÜÛòàöbÔÛa�L�ñ…ì¦a�ñ‰a…g�kÜĐnmë
‰b’ß� òÜßb’Ûa×´ÜßbÈÛa� …aŠÏþa� Éîº�åß� ¦ÞbÇ�ôìn�ß�pa‡� ò�ìn�½a�ÑÜn‚¶ëí�pb

‰a…⁄aí�sîy� Lò¯� ñ‰a…⁄a�óÜÇ�kòibvn�üa�´ÜßbÈÛa� õa‰eë�pbya�Óü� �⁄a¯�Lòîib
ëæþ�‰b’ß×�ð…ûm�áèng��bšícìäÈ½a��ëŠÛa�ÉÏ‰�µí�òë��áq�åßë�ïÐîÃìÛa�b™ŠÛa�ÕîÔ¤
‹í�õbànãüa�ôìn�ß�ñ…bòàÄäàÜÛ�õüìÛaëL�õa…þa�ôìn�ß�ÉÏ‰�ë)2(�� �

ëëëë �M�M�M�M����ÝàÈÛa�ÖŠÏ�ÝîØ’mÝàÈÛa�ÖŠÏ�ÝîØ’mÝàÈÛa�ÖŠÏ�ÝîØ’mÝàÈÛa�ÖŠÏ�ÝîØ’m  � �� �� �� �
í‰a…⁄a� pbàîÄänÛa� Ý�a…� ÝàÈÛa� ÖŠÏ� ÝîØ’m� �nÈí†§a� òí†yc� òr��pbjÜĐnß

�òîßaŠÛa� ñ…ì¦a� ñ‰a…g�ÕîjĐmgpýØ’½a�Ýy�µ�åß�kÜĐnm� òÜßb’Ûa� ñ…ì¦a� ñ‰a…hÏ� L
óÜÇ� ÝàÈÛa� ñ‰ëŠ™� bîÜÈÛa� ñ‰a…⁄a�ìØmí†Û� ŠÏaìnm� …aŠÏc� åß� ÝàÇ� ÖŠÏ� åí�áè

ë�pa‰bè½aapýØ’½a�ò¦bÈ½�òß‹ýÛa�pa‰†ÔÛ�ò×Š§a�òîma‡�ÖŠÐÛa�êˆç�æìØm�æcë�L
� L� bîÜÈÛa� ñ‰a…⁄a� åÇ� òîÛýÔn�üa� åß� òu‰†i� òÈnànß�òîÇìã� ´�¤�Ò†èi�ÙÛ‡ë

ÉÜ�Ûaë�pbß†¨a�ñ…ìuë òvnä½aN� �
� �� �� �� �
� �� �� �� �

                                                 
)1(�Õib��ÉuŠß�LóÐĐ–ß�†î��†»c˜�L55���� �
)2(��‰a…�L…bànÇüa��íbÈßë�ŒîànÛa�paŠ‘ûß�´i�áîÜÈnÛa�¿�òÜßb’Ûa�ñ…ì¦a�LæëŠ�eë�ðëýîjÛa�´�y�å�y

�Læ…‰þa�LæbàÇ�LÉí‹ìnÛaë�Š’äÜÛ�ñ��½a2005˜�L28��� �
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‹‹‹‹�M�M�M�M�����òíbÓìÛa�òíbÓìÛa�òíbÓìÛa�òíbÓìÛa�bèÇìÓë�ÝjÓ�õbĐ�þa�åß�bèÇìÓë�ÝjÓ�õbĐ�þa�åß�bèÇìÓë�ÝjÓ�õbĐ�þa�åß�bèÇìÓë�ÝjÓ�õbĐ�þa�åßZZZZ� �� �� �� �
� âbÄã� ÕîjĐm� kÜĐníòÜßb’Ûa� ñ…ì¦a� ñ‰a…g���îíbÔ½aë� �íbÈ½a� †í†¤ë� �Ïìm

´ÜßbÈÛa� åØ·� �Ûa� òîÇì™ì½a��õa…þa� ÕîÔ¤� åß� òîÜîÌ’nÛa� pb�b’äÛa� ÑÜn«� ¿
�íbÈ½aë�pbÐ•ìÛa�Éß�áv�ä½a�wnäí��íbÈ½a� êˆç��Ïìm�æbÏ� aˆÛë�LòîãbØßg��òibÓŠÛa

��òîöbÓìÛa�pbÏaŠ−ýÛ‰bĐ�þaë��åØ¹��Ûaæc��Ý–¤õbäqc�õa…þa)1(N� �
���������M�M�M�M�����pa‰aŠÔÛa�‡b¥ü�òîÏbØÛaë�òÔîÓ†Ûa�pbãbîjÛaë�ÕöbÔ§a�ÞbàÈn�a�pa‰aŠÔÛa�‡b¥ü�òîÏbØÛaë�òÔîÓ†Ûa�pbãbîjÛaë�ÕöbÔ§a�ÞbàÈn�a�pa‰aŠÔÛa�‡b¥ü�òîÏbØÛaë�òÔîÓ†Ûa�pbãbîjÛaë�ÕöbÔ§a�ÞbàÈn�a�pa‰aŠÔÛa�‡b¥ü�òîÏbØÛaë�òÔîÓ†Ûa�pbãbîjÛaë�ÕöbÔ§a�ÞbàÈn�aZZZZ� �� �� �� �

a‰aŠÔÛbÏp�‰aë� òî–‚‘� õa‰eë�pbäèØm� …Š©�o�îÛ�òàÇ†ß�pa‰aŠÓ�Ýi� òîÛb£
ÕöbÔ§bi�¿� †Çb�m� �Ûa� òîöb–y⁄a� Ýöb�ìÛa� âa†‚n�a� ¿� É�ìnÛa�kÜĐní� aˆçë� L

�òîäîmëŠÛa�pa‰aŠÔÛa�‡b¥aòîvîma��⁄aë)2(N� �
8J í×Ú^�Ö]�ì�ç¢]�ÐéfŞi�‚ñ]çÊV�� �

�ægòÜßb’Ûa�ñ…ì¦a�ñ‰a…g�âìèÐß�ÕîjĐm�í�ð…ûgòîÛbnÛa�†öaìÐÛa�ÕîÔ¤�µ)3(�Z� �
− òvnä½a�ÉÜ�Ûaë�pbß†¨a�òîÇìã�´�¤. 

− � ôìn�ß� ÉÏ‰a…þaõ½bi� ð‰a…⁄a� âbÄäÛa� ŠíìĐmë� L��û��ì™ë� òvînã� ò
�òÓ†i�pbîÛì÷�½a�†í†¤ë�‰aë…þa 

− ÝîÌ’nÛa�ÑîÛbØm�œîÐ¥. 

− ‹í½a� ñ‰†Ó� ñ…bb��û� õbÔjÛa� óÜÇ�paŠàn�üaë‰ �ñ…b§a� ò�Ïbä½a� òèuaìßë
�Öaì�þbiN 

− èäß�òíbÓìÛaë�õbĐ�þa�ÝîÜÔmñŠß�Þëc�åß�|îz–Ûa�ÝàÈÛa�õa…cë�bN 
− �´ÜßbÈÛa�õbĐÇgáèma‰†Óë�áèma���âa†‚n�ü�ò•ŠÐÛaë�oÓìÛa. 

                                                 
)1(�� Lñ…ìu�†»c�ÃìÐªòÜßb’Ûa� ñ…ì¦a� ñ‰a…g�� LÉí‹ìnÛaë� Š’äÜÛ�Ýöaë� ‰a…� � LpbÔîjĐmë�áîçbÐß���LæbàÇ

�Læ…‰þa2006˜�L30��� �
)2(��Lpbî©�Ûa�òÇbä–Û�òîã…‰þa�pb×Š’Ûa�¿�òÜßb’Ûa�ñ…ì¦a�ñ‰a…g�pbÔîjĐm�LòãëýÈÛa�‰bàÇë��b�Ûa�†íûß

�LÞëþa�…†ÈÛa�LïãbrÛa�†Ü�a�LÞbàÇþa�ñ‰a…g�¿�òîã…‰þa�òÜ�a2006˜��L4�� �
)3(�Læaì’ã�ÝîºBa…g�âìèÐß�õì™�¿�ïÈßb¦a�áîÜÈnÛa�¿�´î¹…b×þa�´ÏŠ’½a�pbíbÐ×�ŠíìĐm�¿�òÜßb’Ûa�ñ…ì¦a�ñ‰

´Đ�ÜÏB�àÏìã�LÉib�Ûa�…†ÈÛa�LòîäîĐ�ÜÐÛa�òíìi�Ûa�pb�a‰†Ûaë�tìzjÛa�òÜ©�LL�2004˜��L148�� �
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− ‰b’½a�Þý��åß�áèma‰bèß�òîàäm×ìĐm�¿�òíÝàÈÛa�paõaŠugë�kîÛb�c�Š. 

− ‰†nÛa��Ïìmíâ‹ýÛa�k. 

− ��Ûa�…ìèvÜÛ�òàöý½a�ŒÏaì§a�áçúbĐÇgíìÛˆjãá�bàÇdi�âbîÔÜÛ�bèN����� �
9J í×Ú^�Ö]�ì�ç¢]�ì…]�c�ÐéfŞi�Í]‚â_V� �

½a�Ò†èmpb��û�ïÜí�bß�µg�òÜßb’Ûa�ñ…ì¦a�ñ‰a…g�ÕjĐm��Ûa)1(Z� �
− àÜÛ�âbÈÛa�õa…þa�ôìn�ß�ÉÏ‰��û�òÜßb’Ûa�ñ…ì¦a�ñ‰a…g�âbèß�åß�æþ�Lpb

�†äÇ� dĐ¨a� ÊìÓë� Þbànyü� òj�ã� òíc� Úbäç� æìØm� ü�sî¡� �bßb·�pbîjÜ�Ûa�ð…bÐm
ñŠß�Þëc�åß�òzîz•�ñ‰ì–i�ÞbàÇþbi�âbîÔÛa�ïÌjäíë�LÞbàÇþa�ˆîÐäm 

− îÇìã�´�¤�Œ×Š½a�ŒíŒÈm�¿�áçb�í�b¾�Lòvnä½a�ÉÜ�Ûaë�òß†Ô½a�pbß†¨a�ò
�ï�ÏbänÛapb��ûàÜÛ�òÜßb’Ûa�ñ…ì¦a�ñ‰a…g�ÕjĐm��ÛaN 

− �åß� Lpa‰aŠÔÛa� ‡b¥a� òîÜàÇ� ñõbÐ×� ÉÏ‰� ¿� òÜßb’Ûa� ñ…ì¦a� ñ‰a…g� áçb�m
�åÇ��ýšÏ�L‰aŠÔÛa�Êì™ì¶�òÓýÈÛa�pa‡�pbßìÜÈ½a�òîà×ë�òîÇìäi�âbànçüa�Þý�

� æb¹g�ïç� ñ…ì¦a� æcë� ò•b�� L‰aŠÔÛa� ‡b¥a� òîÜàÇ� ¿� ‰ëb’nÛaë� ò×‰b’½bi� ñ‰a…⁄a
ÙÜèn�½a�ónyë�Œè�a�åß�c†jmë�Éîà¦a�òîÛëû�ßN 

− � ¿�´ÜßbÈÛa� …aŠÏþa� õbànãaë� õüë� ñ…bí‹ò��û½a��ñ…ì¦a� ñ‰a…g� ÕjĐm��Ûa
� òÏb™g� L†yaìÛa�ÕíŠÐÛa��ëŠi�ïÇbà¦a�ÝàÈÛaë�æëbÈnÛa� òÏbÔq� ñ…bî�Û� LòÜßb’Ûa�µg

ŒîÐznÛa�Ýöb�ë�åß�òÇìänß�kîÛb�c�óÜÇ�ñ‰a…⁄a�…bànÇaN 
− pb��û½a��òibvn�üa� ¿� bèm‰†Ó� …a…Œm� òÜßb’Ûa� ñ…ì¦a� ñ‰a…g� ÕjĐm� �Ûa

�kä£ë�˜ŠÐÛa� ‰bàrn�a� óÜÇ� bèm‰†Ó� …a…Œmë� LbèÈß� ÑîîØnÛaë� òî÷îjÛa� pa�ÌnÜÛ
Ý•aìn½a�ìàäÛaë�‰aŠàn�üaë�õbÔjÛa�óÜÇ�bç†Çb�í�b¾�LŠ�b‚½a�N 

− îÐ¥�ÞbàÇþa�‹b¬⁄�â‹ýÛa�oÓìÛa�œN 
− �òäØ¾�òu‰…�óÜÇdi�êõb™‰g�óÜÇ�Œî×�Ûaë�æìiŒÛa�pbjÜĐnß�ÕîÔ¤�N 

                                                 
(1)
 Hoffur, Samuel K. M., TQM and Organizational Change, International of 

Organizational Analysis, Vol. 7 Issue 2, 1999,p07�
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− �å�y� á��åàšm��Ûa�pbèîuìnÛaë�paõaŠu⁄aë� áÄäÛbi�´ÜßbÈÛa� …a†ßg
ÝàÈÛa���N 

− ½bi� âbÈÛa�ÖbÐã⁄a� †î‘Šm��ûa‰ìª�ÑîÛbØnÛa� Š–äÇ�ÝÈ¯�ÝØ’i� ò� B�ÝØÛ
½a�ÝàÇ��ûòN� �

^m^nÖ�VíéÞ]‚é¹]�í‰]…‚Ö]� �

1J íéÞ]‚é¹]�í‰]…‚Ö]�íérãßÚ����

1NNNN1NNNN����pbßìÜÈ½a�Éº�paë…cpbßìÜÈ½a�Éº�paë…cpbßìÜÈ½a�Éº�paë…cpbßìÜÈ½a�Éº�paë…cZZZZ����âbÓ�sybjÛa�…a†Çhi�éãbjn�a��òÏŠÈ½�ù…bjß�ÕîjĐm�òîàçc
òíŠöaŒ¦a�Ö…bäÐÛa�¿�òÜßb’Ûa�ñ…ì¦a�ñ‰a…aL��‰…�ò�aòÛby��óÜÇtýq�òíüìi��Ö…bäÏ�

ñŠØ�i�æbjíŒÛa�Ö†äÏ�ïçë´§b–Ûa�âb»�Ö†äÏ�Lkî�ã�Ö†äÏ�LN� �
oãìØm�ña…þa�åß�òÇìà©�åß�‰ëbª�ò�a‰†Ûa�…†Çë�paŠÔÏ�Ý×�Þb©N� �
Þë†¦aÞë†¦aÞë†¦aÞë†¦a����áÓ‰áÓ‰áÓ‰áÓ‰IIII01����ZHZHZHZH�ªªªª‰ëb‰ëb‰ëb‰ëb����ò�a‰†Ûaò�a‰†Ûaò�a‰†Ûaò�a‰†Ûa����…†Çë…†Çë…†Çë…†Çë����paŠÔÏpaŠÔÏpaŠÔÏpaŠÔÏ����Ý×Ý×Ý×Ý×����Þb©Þb©Þb©Þb©� �

áÓŠÛaáÓŠÛaáÓŠÛaáÓŠÛa ‰ì�a‰ì�a‰ì�a‰ì�a …†Ç…†Ç…†Ç…†Ç����paŠÔÐÛapaŠÔÐÛapaŠÔÐÛapaŠÔÐÛa 

01 æìiŒÛa�óÜÇ�Œî×�ÛaIÒìîšÛaH 05 

02 ÛaŠàn�½a�´�zn 07 

03 bîÜÈÛa�ñ‰a…⁄a�âaŒnÛa 05 

04 ÝàÈÛa�ÖŠÏ 04 

Êìà�aÊìà�aÊìà�aÊìà�a 21 

‰†–½a�Z�sybjÛa�…a†Çg�åß�Þë†¦a� �
�pŠØîÛ�÷bîÔß�âa†‚n�a���bà×likert��æbîjn�üa�òÜ÷�c�Éîº�¿�ï�bà¨a� �

2NNNN1NNNN����æbîjn�üa�pbjqë�Ö†•æbîjn�üa�pbjqë�Ö†•æbîjn�üa�pbjqë�Ö†•æbîjn�üa�pbjqë�Ö†•ZZZZ 

�M�M�M�M����æbîjn�üa�Ö†•æbîjn�üa�Ö†•æbîjn�üa�Ö†•æbîjn�üa�Ö†•Z���ÕÔznÛa�åß�Ö†•�ña…þa�åß�Þý��āŠÇ� �òãbjn�üa�
óÜÇ�òÇìà©�åß�ñˆmb�þa�´––‚nß�¿�òíŠ’jÛa�…‰aì½a��á�ë�ñ���òÜíì��¿�aˆç�
Þb�a�åß�ŠöaŒ¦a�pbÈßb¦a�ÑÜn«òíL�kÜ�ë�áèäß� �õa†ig�ðcŠÛa�Þìy�paŠÔÏ�

òãbjn�üa�ÙÛ‡ë�Òˆ¡�Ýí†Èmë��a�Óaë�paŠÔÏ�ñ†í†u�òj�bäßë�ña…þa�Êì™ì½�
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Lò�a‰†Ûa�õbäië�óÜÇ�pbÄyýß�ñˆmb�þa���Ýí†Èm�ña…c�ò�a‰†ÛaN†í†znÛë�Ö†–Ûa�
ïÜ�a†Ûa�ña…þ�ò�a‰†Ûa���xaŠ‚n�a�ÝßbÈß�Âbjm‰üa�´i�Ý×�‰ëbª�ò�a‰†Ûa�†äÇ�
ôìn�ß�òíìäÈßIα�]0N05� HÙÛˆië� bíìÓ�Âbjm‰üa� ÝßbÈß� æb×�sîy��nÈí�Þb�a�
Ö…b•�b½�É™ë�é�bîÔÛN� �
�M�M�M�M����æbîjn�üa�pbjqæbîjn�üa�pbjqæbîjn�üa�pbjqæbîjn�üa�pbjqZ�åß�Ýua�âa†‚n�a�ÝßbÈß�pbjq�ña…ÿÛ���âa†‚n�a�ÝßbÈß�

„bjãëŠ×�bÐÛa�åß�Ýua�†í†¤�Öb�müa�ïÜ�a†Ûa�paŠÔÐÛ�òãbjn�üa�Þë†¦aë�ïÛbnÛa�
|™ìí�ÙÛ‡N� �
Þë†¦aÞë†¦aÞë†¦aÞë†¦a����áÓ‰áÓ‰áÓ‰áÓ‰IIII02����ZHZHZHZH�wöbnãwöbnãwöbnãwöbnã����òÛ…bÈßòÛ…bÈßòÛ…bÈßòÛ…bÈß����„bjãëŠ×„bjãëŠ×„bjãëŠ×„bjãëŠ×��������bÐÛabÐÛabÐÛabÐÛa����‰ëb�‰ëb�‰ëb�‰ëb�����ò�a‰†Ûaò�a‰†Ûaò�a‰†Ûaò�a‰†Ûa� �
áÓŠÛaáÓŠÛaáÓŠÛaáÓŠÛa ‰ì�a‰ì�a‰ì�a‰ì�a òàîÓòàîÓòàîÓòàîÓ����bÐÛabÐÛabÐÛabÐÛa 
01 æìiŒÛa�óÜÇ�Œî×�ÛaIÒìîšÛaH 0N864 

02 ÛaŠàn�½a�´�zn 0N860 

03 bîÜÈÛa�ñ‰a…⁄a�âaŒnÛa 0N763 

04 ÝàÈÛa�ÖŠÏ 0N869 

Êìà�aÊìà�aÊìà�aÊìà�a����ïÜØÛaïÜØÛaïÜØÛaïÜØÛa 0NNNN860 

‰†–½a�Z�wßbãŠi�pbuŠ«�óÜÇ�…bànÇübi�sybjÛa�…a†Çg�åß�Þë†¦aSPSS�� �
oÌÜi�†Ó�òãbjn�ýÛ�ïÜØÛa�ÝßbÈ½a�òàîÓ�æc�ÅyýãI0N860�H�ñ†îu�òàîÔÛa�êˆçë

�bß�÷bîÔÛ� ò§b•�ïçë� òãbjn�üa� bèi� Énànm� ñ†îu�pbjq� òu‰…�óÜÇ�Þ†më� Lbîj�ã
éÜuc�åß�p†ÇcN� �

3NNNN1NNNN�����Éàn©�Éàn©�Éàn©�Éàn©ò�a‰†Ûaò�a‰†Ûaò�a‰†Ûaò�a‰†Ûa� Z� Z� Z� Z�åß�ò�a‰†Ûa�Éàn©�æìØní� Ší†ßÖ†äÏ� Lá�Ó��îö‰��îö‰� L
ÊŠÏ©��îö‰�LòÇìàL�týrÛ�Ö…bäÏ��ïçë�ñŠØ�i�òíüìÛæbjíŒÛa�Ö†äÏ�Lkî�ã�Ö†äÏ�L

�Ûaë�´§b–Ûa�âb»�Ö†äÏ�ôìn¤�óÜÇ�90�ÝßbÇN� �
4NNNN1NNNN�òäîÇòäîÇòäîÇòäîÇ ò�a‰†Ûaò�a‰†Ûaò�a‰†Ûaò�a‰†Ûa� Z� Z� Z� Z��‰bîn�a�òäîÇ�ò�a‰†Ûa�åß�Éàn©�ò�a‰†Ûa�òÔíŠĐi�Lòîöaì’Ç�
†Óë�ÍÜi�ávy�òäîÈÛa40�ÝßbÇ��ë�Éí‹ìm�pbãbjn�üa�óÜÇ�Éîº�…aŠÏc�Lò�a‰†Ûa��ë�
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ñ…bÈn�a�40�ãbjn�a� ë� Lò†Èi�…bÈjn�a�05�ãbjn�apb��L´–Ôn�½a� òí†u� â†ÈÛ� aŠÄã
� |j•c� …†Çüaãbjn�pb�Ûaò§b–�ÝîÜznÛ�ïöb–y⁄a�35�ãbjn�aÝr¹� b¾� ò�òj�ã�

87N5�E�âìÜÈÛa�pb�a‰…�¿�òÛìjÔß��nÈm�òj�äÛa�êˆçëòîãb�ã⁄aN� �
n�üa�´jí�ïÛbnÛa�Þë†¦aëjbãòÇ‹ì½a�pb�ïöb–y⁄a�ÝîÜznÜÛ�ò§b–Ûaë�ñ…��½aë� �

Þë†¦aÞë†¦aÞë†¦aÞë†¦a����áÓ‰áÓ‰áÓ‰áÓ‰IIII03����ZHZHZHZH�����ÝîÜznÜÛ�ò§b–Ûaë�ñ…��½aë�òÇ‹ì½a�pa‰bàn�üa�òj�ãë�…†Ç�ÝîÜznÜÛ�ò§b–Ûaë�ñ…��½aë�òÇ‹ì½a�pa‰bàn�üa�òj�ãë�…†Ç�ÝîÜznÜÛ�ò§b–Ûaë�ñ…��½aë�òÇ‹ì½a�pa‰bàn�üa�òj�ãë�…†Ç�ÝîÜznÜÛ�ò§b–Ûaë�ñ…��½aë�òÇ‹ì½a�pa‰bàn�üa�òj�ãë�…†Ç
ïöb–y⁄aïöb–y⁄aïöb–y⁄aïöb–y⁄a� �� �� �� �
òäîÈÛaòäîÈÛaòäîÈÛaòäîÈÛa� �� �� �� ��pbãbjn�üa�pbãbjn�üa�pbãbjn�üa�pbãbjn�üa

òÇ‹ì½aòÇ‹ì½aòÇ‹ì½aòÇ‹ì½a� �� �� �� �
pbãbjn�üapbãbjn�üapbãbjn�üapbãbjn�üa����
ñ…��½añ…��½añ…��½añ…��½a� �� �� �� �

pbãbjn�üapbãbjn�üapbãbjn�üapbãbjn�üa�����ò§b–Ûa�ò§b–Ûa�ò§b–Ûa�ò§b–Ûa
ïöb–y⁄a�ÝîÜznÜÛïöb–y⁄a�ÝîÜznÜÛïöb–y⁄a�ÝîÜznÜÛïöb–y⁄a�ÝîÜznÜÛ� �� �� �� �

� òj�ã� òj�ã� òj�ã� òj�ã�ò§b–Ûa�ò§b–Ûa�ò§b–Ûa�ò§b–Ûa
ÝîÜznÜÛÝîÜznÜÛÝîÜznÜÛÝîÜznÜÛ� �� �� �� �

æbjíŒÛa�Ö†äÏ� �� �� �� �15� �15� �10� �66N66� �
kî�ã�Ö†äÏ� �� �� �� �05� �05� �05� �100� �

�âb»� Ö†äÏ
´§b–Ûa� �� �� �� �

20� �20� �20� �100� �

Êìà�aÊìà�aÊìà�aÊìà�a� �� �� �� �40� �� �� �� �40� �� �� �� �35� �� �� �� �87NNNN5� �� �� �� �

‰†–½a�ZsybjÛa�…a†Çg�åß�Þë†¦a� �
5NNNN1�N�N�N�Nïöb–y⁄a�ÝîÜznÛa�kîÛb�cïöb–y⁄a�ÝîÜznÛa�kîÛb�cïöb–y⁄a�ÝîÜznÛa�kîÛb�cïöb–y⁄a�ÝîÜznÛa�kîÛb�cZZZZ� �� �� �� �

†Èi�Éº�pbãbîjÛa�bçŒîßŠmë�ÖŠĐÛbi�òîöb–y⁄a�Lòj�bä½a�ÙÛ‡ë�âa†‚n�bi�
wßbãŠi�â‹ŠÛa�òîöb–y⁄aspssL�†ÔÏ�â†‚n�a�sybjÛa�pa‰aŠØnÛa�k�äÛaë�òíì÷½a�

pbĐ�ìn½aë�òîib�§a�pbÏaŠ−üaë�‰bjn�aëLòí‰bîÈ½a�IpI� HTH��ñ†yaìÛa� òäîÈÜÛ
I(One  Sample T-test�òÛ…bÈßë�„bjãëŠ×�bÐÛaN��åíbjnÛa� ÝîÜ¤� âa†‚n�a� �� bà×

�ð…byþaOne Way Anova�µg�òÏb™⁄bi�LÂbjm‰üa�ÝßbÈß� �
� �
� �
��� �� �� �� �
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2J šæ†ËÖ]�…^fj}]æ�í‰]…‚Ö]�sñ^jÞ�Øé×�����

1NNNN2�N�N�N�Nò�a‰†Ûa�pbäîÇ�—öb–��Ñ•ëò�a‰†Ûa�pbäîÇ�—öb–��Ñ•ëò�a‰†Ûa�pbäîÇ�—öb–��Ñ•ëò�a‰†Ûa�pbäîÇ�—öb–��Ñ•ëZZZZ� �� �� �� �
Þë†¦aÞë†¦aÞë†¦aÞë†¦a����áÓ‰áÓ‰áÓ‰áÓ‰IIII04�ZH�ZH�ZH�ZH—öb–�—öb–�—öb–�—öb–�����òäîÇòäîÇòäîÇòäîÇ����ò�a‰†Ûaò�a‰†Ûaò�a‰†Ûaò�a‰†Ûa� �� �� �� �

�Ìn½a�Ìn½a�Ìn½a�Ìn½a …†ÈÛa…†ÈÛa…†ÈÛa…†ÈÛa òj�äÛaòj�äÛaòj�äÛaòj�äÛaE 

�ä¦a�ä¦a�ä¦a�ä¦a� �� �� �� �Š×‡� �30� �85N71� �
órãc� �05� �14N29� �

Êìà�aÊìà�aÊìà�aÊìà�a 35 100 

ŠàÈÛaŠàÈÛaŠàÈÛaŠàÈÛa� �� �� �� �
 

20M25 10 28N57 

25M30 15 42N86 

30MbàÏ�ÖìÏ 10 28N57 

Êìà�aÊìà�aÊìà�aÊìà�a 35 100 

òîÐîÃìÛa�ÊìãòîÐîÃìÛa�ÊìãòîÐîÃìÛa�ÊìãòîÐîÃìÛa�Êìã Ší†ß�Ö†äÏ 3 8N57 

á�Ó��îö‰ � �3  8N57� �
��îö‰ÊŠÏ� �14� �40� �
©��îö‰òÇìà� �15� �42N86� �
Êìà�aÊìà�aÊìà�aÊìà�a 35 100 

ôìn�½aôìn�½aôìn�½aôìn�½a����ïàîÜÈnÛaïàîÜÈnÛaïàîÜÈnÛaïàîÜÈnÛa Á�ìnßÁ�ìnßÁ�ìnßÁ�ìnß 05 14N29 

ðìãbqðìãbqðìãbqðìãbq 05 14N29 

ïÈßbuïÈßbuïÈßbuïÈßbu 25 71N43 

Êìà�aÊìà�aÊìà�aÊìà�a 35 100 

ñ�¨añ�¨añ�¨añ�¨a ÝÓa����åß5��������paìä� 05 14N29 

åß�5�M10paìä� 05 14N29 

10åß��Šr×dÏ 25 71N43 

Êìà�aÊìà�aÊìà�aÊìà�a 35 100 

‰†–½a�Z�wßbãŠi�pbuŠ«�óÜÇ�…bànÇübi�sybjÛa�…a†Çg�åß�Þë†¦aSPSS� �
� �
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ïÜí�bß�Åyýã�êýÇc�Þë†¦a�åßZ� �
− �åß�áç�òäîÈÛa�…aŠÏc�òîjÜËc�æc‰ì×ˆÛa�áç…†Ç�ÍÛbjÛaë30��òj�äi85N71�E 

− �åÇ�áèä��†íŒí�òäîÈÛa�…aŠÏc�kÜËa�æc25�òä� 

− òj�äi�´Èßbu�áç�òäîÈÛa�…aŠÏc�kÜËa�æc�Åyýí71N43�E 
− �ñ†ß�†íŒm�òäîÈÛa�…aŠÏc�kÜËa�æc�áèm���Ö…bäÐÛbi��åÇ5�paìä� 

− � bßcÊìã�ïÛbnÛb×� òÇ‹ìß� ïèÏ� òîÐîÃìÛa� ZŠí†ß�Ö†äÏ�8N57� E�á�Ó��îö‰
òj�äi8N57�E��îö‰ÊŠÏ�òj�äi40E���îö‰�òÇìà©42N86E� �

2NNNN2�N�N�N�Nò�a‰†Ûa�wöbnã�ÝîÜ¤ò�a‰†Ûa�wöbnã�ÝîÜ¤ò�a‰†Ûa�wöbnã�ÝîÜ¤ò�a‰†Ûa�wöbnã�ÝîÜ¤ZZZZ� �� �� �� �
��’m�ÒaŠ−üaë�òãë‹ì½a�òîib�§a�Âb�ëþaë�áîÔÛa�µg�òîÛbnÛa�Þëa†¦a�pbîĐÈß

� ðì÷½a� æ‹ìÛaë� ð‰bîÈ½aIòibu⁄a� ñ†‘� H�Á�ìÛa� âa†‚n�a� �� †Óë� pa�ÌnàÜÛ
� ÍÛbjÛa� ï™ŠÐÛa� ïib�§aI3� H��a‰bîÈß� éÐ•ìi� ï�bà¨a�pŠØîÛ�÷bîÔß� ÕÏë�óÜÇ

òîöb–y⁄a� ò¦bÈ½a� †Èi� ë� òäîÈÛa� òibvn�a� òu‰…�÷bîÔÛ��wöbnäÛa�óÜÇ�Þì–§a�áq
�åß� bçŠ•bäÇë� ò�a‰†Ûa�pa�Ìn¶� òÔÜÈn½a1�µg�21��Ý×�pa�Ìnß�ÝîÜ¤���sîy

†y�óÜÇ��ÌnßôL�ïmdí�bà×Z� �� �� �� �
cccc�M�M�M�M����æìiŒÛa�óÜÇ�Œî×�ÛaæìiŒÛa�óÜÇ�Œî×�ÛaæìiŒÛa�óÜÇ�Œî×�ÛaæìiŒÛa�óÜÇ�Œî×�ÛaZZZZ 

Þë†¦aÞë†¦aÞë†¦aÞë†¦a����áÓ‰áÓ‰áÓ‰áÓ‰IIII05����ZHZHZHZH����ÝîÜ¤ÝîÜ¤ÝîÜ¤ÝîÜ¤����paŠÔÏpaŠÔÏpaŠÔÏpaŠÔÏ����Þb�aÞb�aÞb�aÞb�a����ÞëþaÞëþaÞëþaÞëþa����IIIIæìiŒÛa�óÜÇ�Œî×�ÛaæìiŒÛa�óÜÇ�Œî×�ÛaæìiŒÛa�óÜÇ�Œî×�ÛaæìiŒÛa�óÜÇ�Œî×�ÛaIÒìîšÛaÒìîšÛaÒìîšÛaÒìîšÛaHHHHH� �� �� �� �
‰‰ ‰‰ �� �� áÓáÓ áÓáÓ �� ��

ñ‰b
jÈÛ
a

ñ‰b
jÈÛ
a

ñ‰b
jÈÛ
a

ñ‰b
jÈÛ
a

 
� �� �� �� �

�Þb�a�Þb�a�Þb�a�Þb�aIIII‰ì�a‰ì�a‰ì�a‰ì�aHHHH Á�
ìnß

Á�
ìnß

Á�
ìnß

Á�
ìnß

�� ��
ïib
�§
a
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�§
a

ïib
�§
a

ïib
�§
a
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Š−
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�� ��
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ìÛa
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æ‹
ìÛa

ðì
÷½a�
æ‹
ìÛa

ðì
÷½a�
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%
���� ����

II II
òibu

⁄a�
ñ†‘

òibu
⁄a�
ñ†‘

òibu
⁄a�
ñ†‘

òibu
⁄a�
ñ†‘

HH HH
���� ����

01 � Œ×ŠmÖ†äÐÛa� ñ‰a…g��b™‰� ÕîÔ¤� óÜÇ
åöbiŒÛaIÒìîšÛa�HáèmbjÜĐnß�ò�a‰…�Þý��åß 

3N79� �1N34� �75N8� �

02 nmŒîà�Ö†äÐÛa� ñ‰a…g��pbjË‰� òîjÜm� òÇŠ�i
åöbiŒÛa�pbÈÓìmëIÒìîšÛaH 

3N63� �1N30� �72N6� �
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03 �ñ…ìu�´�znÛ�òîÜàÇ�Òa†çc��jm�ání�pbß†¨a
åöbiŒÛa� pbubînya� óÜÇ� aõbäiIÒìîšÛa��H

áèmbjÜ�ë 

3N64� �1N34� �72N8� �

04 �âìÔmÖ†äÐÛa�ñ‰a…g��åöbiŒÛa�õb–Ôn�biIÒìîšÛa�H
�pbß†¨a�ÑÜn«�Þìy�áèmbÈÜĐmë�áèöa‰c�òÏŠÈ½

bèß†Ôm��Ûa 

3N38� �1N30� �67N6� �

05 �âìÔmÖ†äÐÛa�ñ‰a…g�åöbiŒÛa�ðëbØ‘�ò�a‰†i 3N48� �1N34� �69N6� �
Þb�a�Êìà©Þb�a�Êìà©Þb�a�Êìà©Þb�a�Êìà©����ÞëþaÞëþaÞëþaÞëþa� �� �� �� �3NNNN58� �� �� �� �1NNNN35� �� �� �� �71NNNN6� �� �� �� �

‰†–½a�Z�wßbãŠi�pbuŠ«�óÜÇ�…bànÇübi�sybjÛa�…a†Çg�åß�Þë†¦aSPSS� �
�Þë†u�¿�ñ…‰aìÛa�wöbnäÛa��’mI05�HêŠ•bäÇë�åß�01��µg05�Þ†È½a�ŠèÃc�‡g�L

� oÌÜi� †Ó� òäîÈÛa� …aŠÏc� òibug� ñ†‘� æc� âbÈÛa(%71.6)�� ïib�y� Á�ìi(3.58)�
� ð‰bîÈß�ÒaŠ−aë(1.35)� æc� Åyýã� La� Š•bäÈÛa� ‹Šica� ¿�oàè�c� �Û�aˆç� õbäË

ç��Ìn½añŠÔÐÛa�ï01�I� Œ×ŠmÖ†äÐÛa� ñ‰a…g�åöbiŒÛa� b™‰�ÕîÔ¤�óÜÇIÒìîšÛa� H�åß
áèmbjÜĐnß�ò�a‰…�Þý��H�òibu⁄a�ñ†‘�oãb×�‡g(%75.8)�N��éîÜí�ðˆÛa�Š–äÈÛa�bßc

èÏï�ñŠÔÐÛa03�I�óÜÇ� aõbäi� pbß†¨a� ñ…ìu� ´�znÛ� òîÜàÇ� Òa†çc� �jm� ání
�pbubînyaåöbiŒÛaIÒìîšÛa�HáèmbjÜ�ëH�òibu⁄a�ñ†‘�oãb×�‡gL(%72.8)��Á�ìië
� ïib�y(3.64)�� ð‰bîÈß� ÒaŠ−aë(1.34)� Nëm� bç†Èi� ïmdñŠÔÐÛa02�� ìçëIŒîànm�

Ö†äÐÛa� ñ‰a…g�åöbiŒÛa� pbÈÓìmë�pbjË‰� òîjÜm� òÇŠ�iIÒìîšÛaHHL��ñ†‘�oãb×� ‡g
� òibu⁄a(%72.6)�� ïib�y� Á�ìië(3.63)�� ð‰bîÈß� ÒaŠ−aë(1.30)� N�åßë

g�¿�oàè�c��Ûa�ôŠ�þa�Š•bäÈÛa�åß�Ý×�ïç��Ìn½a�aˆç�õbäË�paŠÔÐÛa�5�L4�‡g
�òibug�ñ†’i�bàèäß�Ý×�põbu%69.6)�L (%67.6�ïib�y�Á�ìië(3.38,3.48)�
�ð‰bîÈß�ÒaŠ−aë�ïÛaìnÛa�óÜÇ(1.30, 3.34)�ïÛaìnÛa�óÜÇN� �

�âbÈÛa�Á�ìn½a�æc�Åyýã�òßbÇ�òÐ–ië�aˆ�‰ì�a�æìiŒÛa�óÜÇ�Œî×�Ûa��×c��åß
ï™ŠÐÛa�Á�ìÛa�N��ðc3N58��×c��åß3�N´–Ônn�½a�æc�óÜÇ�Þ†í�b¾�ÔÏaìíæì��óÜÇ

‰ì�a�aˆç�ôìnª�ðc�bçaìnª� �
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llll�M�M�M�M����Šàn�½a�´�¤Šàn�½a�´�¤Šàn�½a�´�¤Šàn�½a�´�¤ZZZZ� �� �� �� �
Þë†¦aÞë†¦aÞë†¦aÞë†¦a����áÓ‰áÓ‰áÓ‰áÓ‰IIII06����ZHZHZHZH����ÝîÜ¤ÝîÜ¤ÝîÜ¤ÝîÜ¤����paŠÔÏpaŠÔÏpaŠÔÏpaŠÔÏ����Þb�aÞb�aÞb�aÞb�a����ïãbrÛaïãbrÛaïãbrÛaïãbrÛa����IIIIÛaÛaÛaÛaŠàn�½a�´�znŠàn�½a�´�znŠàn�½a�´�znŠàn�½a�´�znHHHH� �� �� �� �
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òibu
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⁄a�
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òibu
⁄a�
ñ†‘

HH HH
���� ����

06 Ö†äÐÛa�¿�õa…ÿÛ�Šàn�½a�´�znÛa�ò�‰b¾�ání 3N80� �1N46� �76� �

07 �áí†Ôm� óÜÇ� ´ÐÃì½a� Ö†äÐÛa� ñ‰a…g� Év’m
òß†Ô½a�òß†¨a�ñ…ìu�´�znÛ�òÏ…b�a�pa‰…bj½a 

3N84� �1N48� �76N8� �

08 �†yc� ÝàÈÛa� ñ…ì¦� Šàn�½a� ´�znÛa� �nÈí
Ö†äÐÛa�¿�òî�b�þa��íbÈ½a 

3N40� �1N48� �68� �

09 Šàn�½a�́ �znÛa�òĐ’ãcë��ÁĐ��¿�æìÐÃì½a�áçb�í 3N67� �1N49� �73N4� �

10 � ‰aŠàn�bi� Ö†äÐÛa� ñ‰a…g� ‰ìĐm�kîÛb�cë� Íî•
ïÓ†äÐÛa�ÝàÈÛa 

3N73� �1N40� �74N6� �

11 ¿bØm�ñ‰a…g��pa‰bØniüaë� pbÇa†i⁄a� Ö†äÐÛa
òß†¨aë�õa…þa�ôìn�ß�´�¤�µg�òÏ…b�a 

3N83� �1N47� �76N6� �

12� �� �� �� ��µg� ñ†í†u�pbß†��áí†Ôm�óÜÇ�Ö†äÐÛa�ÝàÈí
‰aŠàn�bië�æìiŒÛa� �

3N66� �1N41� �73N2� �

ïãbrÛa�Þb�a�Êìà©ïãbrÛa�Þb�a�Êìà©ïãbrÛa�Þb�a�Êìà©ïãbrÛa�Þb�a�Êìà©� �3.70� �� �� �� �1NNNN45� �� �� �� �74� �� �� �� �

‰†–½a�Z�wßbãŠi�pbuŠ«�óÜÇ�…bànÇübi�sybjÛa�…a†Çg�åß�Þë†¦aSPSS� �
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�Þë†u�¿�ñ…‰aìÛa�wöbnäÛa��’mI06�H�åß�êŠ•bäÇë06��µg12�Þ†È½a�ŠèÃc�‡g�L
� oÌÜi� †Ó� òäîÈÛa� …aŠÏc� òibug� ñ†‘� æc� âbÈÛa(%74)�� ïib�y� Á�ìi(3.70)�

� ð‰bîÈß�ÒaŠ−aë(1.45)� Åyýã� La� ¿�oàè�c� �Ûa� Š•bäÈÛa� ‹Šic� æc�aˆç� õbäË
ç��Ìn½añŠÔÐÛa�ï07�IóÜÇ�´ÐÃì½a�Ö†äÐÛa� ñ‰a…a�Év’m��òÏ…b�a�pa‰…bj½a�áí†Ôm

òß†Ô½a�òß†¨a�ñ…ìu�´�znÛ�H�òibu⁄a�ñ†‘�oãb×�‡g(%76.8)�N�ðˆÛa�Š–äÈÛa�bßc
� � ïèÏ� � éîÜíñŠÔÐÛa11�I�µg� òÏ…b�a� pa‰bØniüaë� pbÇa†i⁄a� Ö†äÐÛa� ñ‰a…a� ¿bØm

òß†¨aë�õa…þa�ôìn�ß�´�¤H�òibu⁄a�ñ†‘�oãb×�‡gL(%76.6)��ïib�y�Á�ìië
(3.83)�ß� ÒaŠ−aë� ð‰bîÈ(1.47)� N� � bç†Èi� ïmdmëñŠÔÐÛa06�� ìçëI�ò�‰b¾� ání

Ûa� ¿� õa…ÿÛ� Šàn�½a� ´�znÖ†äÐÛaH� òibu⁄a� ñ†‘� oãb×� ‡g� L(%76)��Á�ìië
�ïib�y(3.80)��ð‰bîÈß�ÒaŠ−aë(1.46)�N�¿�oàè�c��Ûa�ôŠ�þa�Š•bäÈÛa�åßë

g��åß�Ý×�ïç��Ìn½a� aˆç�õbäËpaŠÔÐÛa�10� L9� L12� L8�ñ†’i� bàèäß�Ý×�põbu�‡g
� òibugI74N6%� L73N4%� L73N2%� L68%Hïib�y�Á�ìië3N73L3N67� L3N66�L
3N40��ð‰bîÈß�ÒaŠ−aë�ïÛaìnÛa�óÜÇ1N40�L1N49�L1N41�L1N48�ïÛaìnÛa�óÜÇN� �

� âbÈÛa�Á�ìn½a�æc�Åyýã� òßbÇ� òÐ–ië� aˆ�‰ì�aIIIIŠàn�½a�´�znÛaHHHH����c�åß��×
ï™ŠÐÛa�Á�ìÛa�N��ðc3N70��×c��åß3�N´–Ônn�½a�æc�óÜÇ�Þ†í�b¾�ÔÏaìíæì��óÜÇ

‰ì�a�aˆç�ôìnª�ðc�bçaìnª� �
� �
� �
� �
� �
� �
� �
� �
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xxxx�M�M�M�M����bîÜÈÛa�ñ‰a…⁄a�âaŒnÛabîÜÈÛa�ñ‰a…⁄a�âaŒnÛabîÜÈÛa�ñ‰a…⁄a�âaŒnÛabîÜÈÛa�ñ‰a…⁄a�âaŒnÛaZZZZ 
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13 �pbß†¨a�ñ…ìu�´�zni�bîÜÈÛa�ñ‰a…⁄a�ánèmaòß†Ô½ 3N66� �1N36� �73N2� �

14 ��Ûa�lbÈ–Ûa�òÏb×�ÝîÛˆm�óÜÇ�bîÜÈÛa�ñ‰a…⁄a�ÝàÈm
ñ…ì¦a�ÕîjĐm�æë…�Þì¤ 

3N68� �1N29� �73N6� �

15 �´ÐÃì½a� ´i� æëbÈnÛa� óÜÇ� bîÜÈÛa� ñ‰a…⁄a�˜Š¤
nÛdÒìîšÛa�pbubînyaë�pbjË‰�´ß 

3N71� �1N19� �74N2� �

16 �éuaìm� �Ûa� Ý×b’½a� Ý¡� bîÜÈÛa� ñ‰a…⁄a� âìÔm
ÉíŠ��ÝØ’i�ÒìîšÛa 

3N46� �1N21� �69N2� �

17 �pbã‹aìß� —î–‚ni� Ö†äÐÜÛ� bîÜÈÛa� ñ‰a…⁄a� ánèm
ñ…ì¦a�ÕîÔznÛ�òîÏb×�òîÛbß 

3N58� �1N29� �71N6� �

sÛbrÛa�Þb�a�Êìà©sÛbrÛa�Þb�a�Êìà©sÛbrÛa�Þb�a�Êìà©sÛbrÛa�Þb�a�Êìà©� �3NNNN61� �� �� �� �1NNNN22� �� �� �� �72NNNN36� �� �� �� �

‰†–½a�Z�wßbãŠi�pbuŠ«�óÜÇ�…bànÇübi�sybjÛa�…a†Çg�åß�Þë†¦aSPSS� �
�Þë†u�¿�ñ…‰aìÛa�wöbnäÛa��’mI07�Håß�êŠ•bäÇë�13��µg17�âbÈÛa�Þ†È½a�ŠèÃc�‡g�L

� oÌÜi� †Ó� òäîÈÛa� …aŠÏc� òibug� ñ†‘� æc(%72.36)�� ïib�y� Á�ìi(3.61)��ÒaŠ−aë
� ð‰bîÈß(1.22)� Åyýã� L� �Ûa� Š•bäÈÛa� ‹Šic� æca� ¿� oàè�cç� �Ìn½a� aˆç� õbäË�ï
ñŠÔÐÛa15�I�´ÐÃì½a�´i�æëbÈnÛa�óÜÇ�bîÜÈÛa�ñ‰a…⁄a�˜Š¤´ßdnÛ��pbubînyaë�pbjË‰

ÒìîšÛa� H� òibu⁄a� ñ†‘�oãb×� ‡g(%74.2)� N� �ïèÏ� � éîÜí�ðˆÛa� Š–äÈÛa� bßcñŠÔÐÛa14�
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Iñ…ì¦a�ÕîjĐm�æë…�Þì¤��Ûa�lbÈ–Ûa�òÏb×�ÝîÛˆm�óÜÇ�bîÜÈÛa�ñ‰a…⁄a�ÝàÈmHL��oãb×�‡g
� òibu⁄a� ñ†‘(%73.6)�� ïib�y�Á�ìië(3.68)�� ð‰bîÈß�ÒaŠ−aë(1.29)� N�ïmdmë

� bç†ÈiñŠÔÐÛa13� ìçëI�pbß†¨a� ñ…ìu�´�zni� bîÜÈÛa� ñ‰a…⁄a� ánèmaòß†Ô½H�oãb×� ‡g� L
� òibu⁄a� ñ†‘(%73.2)�� ïib�y� Á�ìië(3.66)�� ð‰bîÈß� ÒaŠ−aë(1.36)� N�åßë

g�¿�oàè�c��Ûa�ôŠ�þa�Š•bäÈÛa��åß�Ý×�ïç��Ìn½a�aˆç�õbäËpaŠÔÐÛa�17�L16�‡g�L
�òibug�ñ†’i�bàèäß�Ý×�põbu  I71N6%��L69N2%Hïib�y�Á�ìië3N58�L3N46��óÜÇ

�ð‰bîÈß�ÒaŠ−aë�ïÛaìnÛa1N29�L121ïÛaìnÛa�óÜÇN� �
�âbÈÛa�Á�ìn½a�æc�Åyýã�òßbÇ�òÐ–ië�aˆ�‰ì�aIIIIbîÜÈÛa�ñ‰a…⁄a�âaŒnÛaHHHH�����×c��åß

ï™ŠÐÛa�Á�ìÛa�N��ðc3N61��×c��åß3�N´–Ônn�½a�æc�óÜÇ�Þ†í�b¾�ÔÏaìíæì��óÜÇ
‰ì�a�aˆç�ôìnª�ðc�bçaìnª� �
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18 ��ë‰�…ì�m‰aŠÔÛa�‡b¥a�¿�ò×‰b’½a 3N74� �1N42� �74N8� �
19 �õa…þ�òß‹ýÛa�pbîyý–Ûa�Ö†äÐÛa�¿�æìÐÃì½a�Þì±

áèi�ò�bä½a�ÞbàÇþa 

3N71� �1N37� �74N2� �

20 �æë…� áè™�Èm� �Ûa� Ý×b’½a� Ý¡� æìÐÃì½a� âìÔí
Š‘bj½a�Þì÷�½a�µg�ÊìuŠÛa 

3N66� �1N32� �73N2� �

21 � Úbäç� æìØm� bß†äÇ� ò•b�� ÝàÇ� ÖŠÏ� ÝØ’m�òuby
òäîÈß�âbèß��‹b¬ü 

3N53� �1N27� �70N6� �

ÉiaŠÛa�Þb�a�Êìà©ÉiaŠÛa�Þb�a�Êìà©ÉiaŠÛa�Þb�a�Êìà©ÉiaŠÛa�Þb�a�Êìà©� �3NNNN66� �� �� �� �1NNNN31� �� �� �� �73NNNN2� �� �� �� �

‰†–½a�Z�wßbãŠi�pbuŠ«�óÜÇ�…bànÇübi�sybjÛa�…a†Çg�åß�Þë†¦aSPSS� �
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�Þë†u�¿�ñ…‰aìÛa�wöbnäÛa��’mI08�Håß�êŠ•bäÇë�18��µg21�Þ†È½a�ŠèÃc�‡g�L
� oÌÜi� †Ó� òäîÈÛa� …aŠÏc� òibug� ñ†‘� æc� âbÈÛa(%73.2)�� ïib�y� Á�ìi(3.66)�

� ð‰bîÈß�ÒaŠ−aë(1.31)� Åyýã� La� ¿�oàè�c� �Ûa� Š•bäÈÛa� ‹Šic� æc�aˆç� õbäË
ç��Ìn½añŠÔÐÛa�ï18�I‰aŠÔÛa�‡b¥a�¿�ò×‰b’½a��ë‰�…ì�m�H�òibu⁄a�ñ†‘�oãb×�‡g

(%74.8)� N� � ïèÏ� � éîÜí� ðˆÛa� Š–äÈÛa� bßcñŠÔÐÛa19�I�Ö†äÐÛa� ¿� æìÐÃì½a� Þì±
�òß‹ýÛa�pbîyý–Ûaáèi�ò�bä½a�ÞbàÇþa�õa…þHL��òibu⁄a�ñ†‘�oãb×�‡g(%74.2)�
�ïib�y�Á�ìië(3.71)��ð‰bîÈß�ÒaŠ−aë(1.37)� N� bç†Èi�ïmdmëñŠÔÐÛa20��ìçë

IŠ‘bj½a�Þì÷�½a�µg�ÊìuŠÛa�æë…�áè™�Èm��Ûa�Ý×b’½a�Ý¡�æìÐÃì½a�âìÔí(�‡g�L
�òibu⁄a�ñ†‘�oãb×(%73.2)��ïib�y�Á�ìië(3.66)��ð‰bîÈß�ÒaŠ−aë(1.32)�N

g�¿�oàè�c��Ûa�ôŠ�þa�Š•bäÈÛa�åßë��åß�Ý×�ïç��Ìn½a�aˆç�õbäËpaŠÔÐÛa�21�L
� òibu⁄a� ñ†‘� oãb×� ‡gI70N6%HNë�ïib�y� Á�ìi3N53�ÒaŠ−aë� ïÛaìnÛa� óÜÇ

�ð‰bîÈß1N27N� �
�âbÈÛa�Á�ìn½a�æc�Åyýã�òßbÇ�òÐ–ië�aˆ�‰ì�aIÝàÈÛa�ÖŠÏH��×c��Á�ìÛa�åß

ï™ŠÐÛaN��ðc3N66��×c��åß3�N´–Ônn�½a�æc�óÜÇ�Þ†í�b¾�ÔÏaìíæì�bçaìnª�óÜÇ�
‰ì�a�aˆç�ôìnª�ðc� �

3NNNN2�N�N�N�Nî™ŠÐÛa�‰bjn�aî™ŠÐÛa�‰bjn�aî™ŠÐÛa�‰bjn�aî™ŠÐÛa�‰bjn�apbpbpbpb����ò�a‰†Ûaò�a‰†Ûaò�a‰†Ûaò�a‰†Ûa����� �� �� �� �
• µëþa� òî�îöŠÛa� òî™ŠÐÛaµëþa� òî�îöŠÛa� òî™ŠÐÛaµëþa� òî�îöŠÛa� òî™ŠÐÛaµëþa� òî�îöŠÛa� òî™ŠÐÛa� Z� Z� Z� Z� æìÜßbÈÛa� Ú‰†í�ü�¿Ö…bäÐÛa�òíŠöaŒ¦a��òîàçc

� ù…bjß� ÕîjĐmòÜßb’Ûa� ñ…ì¦a� ñ‰a…g�¿� òÜràn½aë� Z�´�znÛa� LæìiŒÛa� óÜÇ� Œî×�Ûa
ÝàÈÛa�ÖŠÏ�LbîÜÈÛa�ñ‰a…⁄a�âaŒnÛa�LŠàn�½aNNNN 

• � òî™ŠÐÛa� ‰bjn�üµëþa� òî�îöŠÛa�âa†‚n�a�� �� ‰bjn�a T�ñ†yaìÛa� òäîÈÜÛ
I(One  Sample T-test 

• �òîß†ÈÛa�òî™ŠÐÛa�ÝjÔã0H��òàîÓ�oãb×� a‡gIT�H�òàîÔÛa�åß�ÝÓc� �òiì��a
�òîß†ÈÛa� òî™ŠÐÛa�œÏŠãë�LòîÛë†¦a0H� ��òàîÓ�oãb×� a‡gIT� H�åß��×c� �òiì��a

òîÛë†¦a�òàîÔÛaN 
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Þë†¦aÞë†¦aÞë†¦aÞë†¦a����áÓ‰áÓ‰áÓ‰áÓ‰IIII90����ZHZHZHZH‰bjn�a� wöbnã‰bjn�a� wöbnã‰bjn�a� wöbnã‰bjn�a� wöbnã����òàîÓòàîÓòàîÓòàîÓ T����ÕîjĐm�pbíìn�ßëÕîjĐm�pbíìn�ßëÕîjĐm�pbíìn�ßëÕîjĐm�pbíìn�ßë����ù…bjßù…bjßù…bjßù…bjß����ñ‰a…gñ‰a…gñ‰a…gñ‰a…g�����ñ…ì¦a�ñ…ì¦a�ñ…ì¦a�ñ…ì¦a
�¿�òÜßb’Ûa�¿�òÜßb’Ûa�¿�òÜßb’Ûa�¿�òÜßb’ÛaÖ…bäÐÛaÖ…bäÐÛaÖ…bäÐÛaÖ…bäÐÛa����òíŠöaŒ¦aòíŠöaŒ¦aòíŠöaŒ¦aòíŠöaŒ¦a� �� �� �� �
�Ìn½a�Ìn½a�Ìn½a�Ìn½a� �� �� �� �òàîÓòàîÓòàîÓòàîÓ ��������Tòiì��aòiì��aòiì��aòiì��a� �� �� �� �òàîÓòàîÓòàîÓòàîÓ ��������TòîÛë†¦aòîÛë†¦aòîÛë†¦aòîÛë†¦a� �� �� �� �òÛü…�ôìn�ßòÛü…�ôìn�ßòÛü…�ôìn�ßòÛü…�ôìn�ß� �� �� �� �

æìiŒÛa�óÜÇ�Œî×�ÛaæìiŒÛa�óÜÇ�Œî×�ÛaæìiŒÛa�óÜÇ�Œî×�ÛaæìiŒÛa�óÜÇ�Œî×�Ûa 20N14� �1N69� �0N000� �
Šàn�½a�´�znÛaŠàn�½a�´�znÛaŠàn�½a�´�znÛaŠàn�½a�´�znÛa 18N58� �1N69 0N000 

bîÜÈÛa�ñ‰a…⁄a�âaŒnÛabîÜÈÛa�ñ‰a…⁄a�âaŒnÛabîÜÈÛa�ñ‰a…⁄a�âaŒnÛabîÜÈÛa�ñ‰a…⁄a�âaŒnÛa 21N30� �1N69 0N000 

ÝàÈÛa�ÖŠÏÝàÈÛa�ÖŠÏÝàÈÛa�ÖŠÏÝàÈÛa�ÖŠÏ 19N29� �1N69 0N000 

‰†–½a�Z�wßbãŠi�pbuŠ«�óÜÇ�…bànÇübi�sybjÛa�…a†Çg�åß�Þë†¦aSPSS� �
ïÜí�bß�êýÇc�Þë†¦a�åß�ÅyýãZ� �

�ðëb�m�‰ëb�a�Éîà¦�òíìäÈ½a�ôìn�ß�æc0N000��åß�ÝÓa�ïçë0N05��oãb×ë
� òàîÓT�‰ëb�a� � Éîà¦� òiì��aIIII20N14LLLL18N58LLLL21N30LLLL19N29HHHH����c� òàîÓ�åß��×T�

�ðëb�m��Ûa�òîÛë†¦a1N69��Èí� b¾ÞìjÓ��òî™ŠÐÛaòÜí†jÛa�ðc����� �æìÜßbÈÛa�Ú‰†í�¿
Ö…bäÐÛa�òíŠöaŒ¦a�� ÕîjĐm� òîàçcù…bjß�� ñ‰a…gòÜßb’Ûa� ñ…ì¦a�¿� òÜràn½aëZZZZ��Œî×�Ûa

æìiŒÛa�óÜÇLLLL�ÛaŠàn�½a�´�zn�L�L�L�LbîÜÈÛa�ñ‰a…⁄a�âaŒnÛa�L�L�L�LÝàÈÛa�ÖŠÏNNNN� �
òîãbrÛa� òî�îöŠÛa� òî™ŠÐÛaòîãbrÛa� òî�îöŠÛa� òî™ŠÐÛaòîãbrÛa� òî�îöŠÛa� òî™ŠÐÛaòîãbrÛa� òî�îöŠÛa� òî™ŠÐÛa� Z� Z� Z� Z�ôìn�ß� †äÇ� òîöb–yg� òÛü…� pa‡� ÖëŠÏ� †uìm� ü

òÛü…0N05�Ö…bäÐÛa� ¿�´ÜßbÈÛa�pbçb£a� ¿�� áè×a‰…g� ¿� òíŠöaŒ¦a� òîàçþ�ÕîjĐm
�ñ‰a…g�ù…bjß�Êìã�LïàîÜÈnÛa�ôìn�½a�LŠàÈÛa��Ìnß�åß�Ý×�µg�ôŒÈm�òÜßb’Ûa�ñ…ì¦a

�ñ�¨a�LòÐîÃìÛaN� �� �� �� �
�‰bjn�ü�òî™ŠÐÛa�òîãbrÛa�òî�îöŠÛað…byþa�åíbjnÛa�ÝîÜ¤�âa†‚n�a���One Way 

Anova�� 

� òîß†ÈÛa� òî™ŠÐÛa� ÝjÔã0H�� òàîÓ� oãb×� a‡gIF� H�òàîÔÛa� åß� ÝÓc� � òiì��a
IFH� åß� �×a� ‰ëb�a� Éîà¦� òÛü†Ûa� ôìn�ßë� LòîÛë†¦a0N05�òî™ŠÐÛa�œÏŠãë� L

� òîß†ÈÛa0H� �� òàîÓ�oãb×� a‡gIF� HòîÛë†¦a� òàîÔÛa� åß� �×c� � òiì��a� N�ôìn�ßë
�åß�ÝÓa�‰ëb�a�Éîà¦�òÛü†Ûa0N05� �
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�wöbnã�|™ìí�ïÛbnÛa�Þë†¦aë�ð…byþa�åíbjnÛa�ÝîÜ¤N� �
Þë†¦aÞë†¦aÞë†¦aÞë†¦a����áÓ‰áÓ‰áÓ‰áÓ‰IIII10����ZHZHZHZH��ÝîÜ¤��‰bjn�a�ÝîÜ¤��‰bjn�a�ÝîÜ¤��‰bjn�a�ÝîÜ¤��‰bjn�aåíbjnÛaåíbjnÛaåíbjnÛaåíbjnÛa����ð…byþað…byþað…byþað…byþa� �

�Ìn½a�Ìn½a�Ìn½a�Ìn½a� �� �� �� �ŠàÈÛaŠàÈÛaŠàÈÛaŠàÈÛa� �� �� �� ��Êìã�Êìã�Êìã�Êìã
òÐîÃìÛaòÐîÃìÛaòÐîÃìÛaòÐîÃìÛa� �� �� �� �

�ôìn�½a�ôìn�½a�ôìn�½a�ôìn�½a
ïàîÜÈnÛaïàîÜÈnÛaïàîÜÈnÛaïàîÜÈnÛa� �� �� �� �

ñ�¨añ�¨añ�¨añ�¨a� �� �� �� �

�òàîÓ�òàîÓ�òàîÓ�òàîÓF� �� �� �� ��òàîÓ�òàîÓ�òàîÓ�òàîÓF� �� �� �� ��òàîÓ�òàîÓ�òàîÓ�òàîÓF� �� �� �� ��òàîÓ�òàîÓ�òàîÓ�òàîÓF� �� �� �� �
‰ëb�a�Éîà¦�ïÜØÛa�Êìà�a‰ëb�a�Éîà¦�ïÜØÛa�Êìà�a‰ëb�a�Éîà¦�ïÜØÛa�Êìà�a‰ëb�a�Éîà¦�ïÜØÛa�Êìà�a� �� �� �� �02N15� �02N07� �02N14� �02N63� �

‰†–½a�Z�wßbãŠi�pbuŠ«�óÜÇ�…bànÇübi�sybjÛa�…a†Çg�åß�Þë†¦aSPSS� �
ïÜí�bß�êýÇc�Þë†¦a�åß�ÅyýãZ� �

�åíbjnÛa�ÝîÜ¤�òàîÓ�æc�ŠàÈÛa�sîy�åßF�ðëb�m�òiì��a02N15�òàîÓ�åß�ÝÓc�L
F�ðëb�m� �Ûa� òîÛë†¦a2N92�òíŠy� �u‰†iëI3L31H�ôìn�ß� òàîÓ� oÌÜi� bà×� L

‰ëb�a�Éîà¦�òÛü†Ûa0N161��åß��×c�ïçë0N05�� �
�åíbjnÛa�ÝîÜ¤�sîy�åßÊìã�òÐîÃìÛa�� òàîÓ�æcF�ðëb�m� òiì��a02N07�ÝÓc� L

� òàîÓ� åßF�ðëb�m��Ûa� òîÛë†¦a3N32�òíŠy��u‰†iëI2L32H�òàîÓ�oÌÜi� bà×� L
‰ëb�a�Éîà¦�òÛü†Ûa�ôìn�ß0N114��åß��×c�ïçë0N05�� �

�åíbjnÛa�ÝîÜ¤�sîy�åßïàîÜÈnÛa�ôìn�½a��òàîÓ�æcF�ðëb�m�òiì��a02N14�L
�òàîÓ�åß�ÝÓcF�ðëb�m��Ûa�òîÛë†¦a3N32�òíŠy��u‰†iëI2L32H�bà×�L�òàîÓ�oÌÜi

‰ëb�a�Éîà¦�òÛü†Ûa�ôìn�ß0N186��åß��×c�ïçë0N05�� �
�åíbjnÛa�ÝîÜ¤�sîy�åßñ�¨a��òàîÓ�æcF�ðëb�m�òiì��a02N63�òàîÓ�åß�ÝÓc�L

F�ðëb�m� �Ûa� òîÛë†¦a2N92�òíŠy� �u‰†iëI3L31H�ôìn�ß� òàîÓ� oÌÜi� bà×� L
‰ëb�a�Éîà¦�òÛü†Ûa0N110��åß��×c�ïçë0N05�� �

�ðc� òîß†ÈÛa� òî™ŠÐÛa� ÞìjÓ��Èí� b¾�†äÇ� òîöb–yg� òÛü…�pa‡�ÖëŠÏ� †uìm�ü
òÛü…�ôìn�ß0N05�Ö…bäÐÛa�¿�´ÜßbÈÛa�pbçb£a�¿��áè×a‰…g�¿�òíŠöaŒ¦a�òîàçþ

�ôìn�½a� LŠàÈÛa� �Ìnß� åß� Ý×� µg� ôŒÈm� òÜßb’Ûa� ñ…ì¦a� ñ‰a…g� ù…bjß� ÕîjĐm
ñ�¨a�LòÐîÃìÛa�Êìã�LïàîÜÈnÛaN� �
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í³^¤]V� �

÷æ_�Vsñ^jßÖ]� �

1NNNN �i�ánèm�sîy�òÜßb’Ûa�ñ…ì¦a�ñ‰a…hi�Ö…bäÐÜÛ�bîÜÈÛa�ñ‰a…⁄a�âaŒnÛa�i�ánèm�sîy�òÜßb’Ûa�ñ…ì¦a�ñ‰a…hi�Ö…bäÐÜÛ�bîÜÈÛa�ñ‰a…⁄a�âaŒnÛa�i�ánèm�sîy�òÜßb’Ûa�ñ…ì¦a�ñ‰a…hi�Ö…bäÐÜÛ�bîÜÈÛa�ñ‰a…⁄a�âaŒnÛa�i�ánèm�sîy�òÜßb’Ûa�ñ…ì¦a�ñ‰a…hi�Ö…bäÐÜÛ�bîÜÈÛa�ñ‰a…⁄a�âaŒnÛaZZZZ� �� �� �� �
�M��pbß†¨a�ñ…ìu�´�zniaòß†Ô½� �
�M�ñ…ì¦a�ÕîjĐm�æë…�Þì¤��Ûa�lbÈ–Ûa�òÏb×�ÝîÛˆm� �
�M��pbubînyaë�pbjË‰�´ßbmåöbiŒÛaIÒìîšÛaH� �� �� �� �

2NNNN �óÜÇ�Œî×�Ûbi�âìÔm�Ö…bäÐÛa�ñ‰a…g�æc�óÜÇ�Œî×�Ûbi�âìÔm�Ö…bäÐÛa�ñ‰a…g�æc�óÜÇ�Œî×�Ûbi�âìÔm�Ö…bäÐÛa�ñ‰a…g�æc�óÜÇ�Œî×�Ûbi�âìÔm�Ö…bäÐÛa�ñ‰a…g�æcåöbiŒÛaåöbiŒÛaåöbiŒÛaåöbiŒÛaIIIIÒìîšÛaÒìîšÛaÒìîšÛaÒìîšÛa�H�H�H�H�åß�åß�åß�åßÞý�Þý�Þý�Þý�ZZZZ� �� �� �� �
�M�åöbiŒÛa�b™‰�ÕîÔ¤IÒìîšÛa�HáèmbjÜĐnß�ò�a‰…�Þý��åß� �
�M�åöbiŒÛa�pbÈÓìmë�pbjË‰�òîjÜm�òÇŠ�IÒìîšÛaH� �
�M��pbubînya� óÜÇ� aõbäi� pbß†¨a� ñ…ìu� ´�znÛ� òîÜàÇ� Òa†çc� �jm

åöbiŒÛaIÒìîšÛa��HënßèmbjÜĐá� �� �� �� �
3NNNN�����ñ‰a…g�æcÖ…bäÐÛa�Šm�óÜÇ�Œ×Ûa�Þý��åß�Šàn�½a�´�znÉîv’m�ÐÃì½a´�
� óÜÇòÏ…b�a� pa‰…bj½a� áí†Ôm�� ´�znÛòß†Ô½a� òß†¨a� ñ…ìuN�� ÙÛˆ×ë�¿bØm

òß†¨aë�õa…þa�ôìn�ß�´�¤��µg�òÏ…b�a�pa‰bØniüa� �
4NNNN�äÐÛa� ñ‰a…g�æcŠm�Ö…b�Ö†äÐÛa�¿�æìÐÃì½a�Þì±�sîy�ÝàÈÛa�ÖŠÏ�óÜÇ�Œ×

áèi�ò�bä½a�ÞbàÇþa�õa…þ�òß‹ýÛa�pbîyý–Ûa����ë�ÐÃì½a�âbîÓ�ÙÛˆ×´�Ý¡��Ý×b’½a
Š‘bj½a�Þì÷�½a�µg�ÊìuŠÛa�æë…�áè™�Èm��Ûa� �� �� �� �

5NNNN�Úa‰…g�� æìÜßbÈÛa� ¿Ö…bäÐÛa�òíŠöaŒ¦a�� ÕîjĐm� òîàçcù…bjß��ñ…ì¦a� ñ‰a…g
òÜßb’Ûa�¿�òÜràn½aëZZZZ�æìiŒÛa�óÜÇ�Œî×�ÛaLLLL�ÛaŠàn�½a�´�zn�L�L�L�LbîÜÈÛa�ñ‰a…⁄a�âaŒnÛa�L�L�L�L

ÝàÈÛa�ÖŠÏNNNN� �� �� �� �
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6NNNN�� †äÇ� òîöb–yg� òÛü…�pa‡�ÖëŠÏ� †uìm�üòÛü…�ôìn�ß0N05��pbçb£a�¿
Ö…bäÐÛa� ¿� ´ÜßbÈÛa�� áè×a‰…g� ¿� òíŠöaŒ¦a� òîàçþ�ñ…ì¦a� ñ‰a…g� ù…bjß� ÕîjĐm

ñ�¨a�LòÐîÃìÛa�Êìã�LïàîÜÈnÛa�ôìn�½a�LŠàÈÛa��Ìnß�åß�Ý×�µg�ôŒÈm�òÜßb’ÛaN� �
^éÞ^m�Vé‘çjÖ]l^� �

− ÉíŠ��ÝØ’i�ÒìîšÛa�éuaìm��Ûa�Ý×b’½a�Ý¡�bîÜÈÛa�ñ‰a…⁄a�âìÔm�æc 

− æc�ñ…ì¦a�ÕîÔznÛ�òîÏb×�òîÛbß�pbã‹aìß�—î–‚ni�Ö†äÐÜÛ�bîÜÈÛa�ñ‰a…⁄a�ánèm 

− åöbiŒÛa�ðëbØ‘�ò�a‰†i�Ö†äÐÛa�ñ‰a…g�âìÔm�æc 

− Šàn�½a�´�znÛa�òĐ’ãcë�ÁĐ��¿�æìÐÃì½a�áçb�í�æc 

− ïÓ†äÐÛa�ÝàÈÛa�kîÛb�cë�Íî•�‰aŠàn�bi�Ö†äÐÛa�ñ‰a…g�‰ìĐm�æc� �

� �
� �
� �
� �
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Äq]†¹]�íÛñ^ÎV� �

1M c�òÜ�Ü��µg�ïiŠÈÛa�Ší†½a�ÝîÛ…�LóÐĐ–ß�†î��†»ISO9000�pa‰ì’äß�L
òí‰a…⁄a�òîàänÜÛ�òîiŠÈÛa�òàÄä½a�LñŠçbÔÛa�L1997� 

2M Læaì’ã� ÝîºB�¿� ïÈßb¦a� áîÜÈnÛa� ¿� ´î¹…b×þa� ´ÏŠ’½a�pbíbÐ×� ŠíìĐm
´Đ�ÜÏ�¿�òÜßb’Ûa�ñ…ì¦a�ñ‰a…g�âìèÐß�õì™B�òíìi�Ûa�pb�a‰†Ûaë�tìzjÛa�òÜ©�L

�àÏìãLÉib�Ûa�…†ÈÛa�LòîäîĐ�ÜÐÛaL�2004 

3M �paŠ‘ûß�´i�áîÜÈnÛa�¿�òÜßb’Ûa�ñ…ì¦a�LæëŠ�eë�ðëýîjÛa�´�y�å�y
�Læ…‰þa�LæbàÇ�LÉí‹ìnÛaë�Š’äÜÛ�ñ��½a�‰a…�L…bànÇüa��íbÈßë�ŒîànÛa2005 

4M �Š’äÜÛ�òÇbjĐÜÛ�õbÏìÛa�‰a…�Lòîybî�Ûa�ôŠÔÛaë�Ö…bäÐÛa�ñ‰a…g�LïÜzØÛa�´�bí
�LŠ–ß�LÉí‹ìmë1998 

5M � Lñ…ìu� †»c� ÃìÐªòÜßb’Ûa� ñ…ì¦a� ñ‰a…g��Ýöaë� ‰a…� � LpbÔîjĐmë� áîçbÐß
�LÉí‹ìnÛaë�Š’äÜÛ���Læ…‰þa�LæbàÇ2006 

6M �pb×Š’Ûa�¿�òÜßb’Ûa�ñ…ì¦a�ñ‰a…g�pbÔîjĐm�LòãëýÈÛa�‰bàÇë��b�Ûa�†íûß
…†ÈÛa� LïãbrÛa�†Ü�a� LÞbàÇþa� ñ‰a…g�¿�òîã…‰þa� òÜ�a� Lpbî©�Ûa� òÇbä–Û� òîã…‰þa�

�LÞëþa2006 

7M æbàîÜ��…ìàª��bnÐÛa�†jÇL��ÕîjĐnÛ�ïàÜÈÛa�ÝîÛ†Ûañ‰a…g�òÜßb’Ûa� ñ…ì¦aL�
Éí‹ìnÛaë�Š’äÛaë�òÇbjĐÜÛ�Úa�ía�LñŠçbÔÛa��L2001 

8M �LÉí‹ìnÛaë�Š’äÜÛ�ŠØÐÛa�‰a…�LòÜßb’Ûa�ñ…ì¦a�ñ‰a…g�L…a†y�áîçaŠig�Ñ�aìÇ
�Læ…‰þa�LæbàÇ2009 

9M � LÑíbã� á�bÓ� æaìÜÇòÜßb’Ûa� ñ…ì¦a� ñ‰a…g�ëŒíþa� pbjÜĐnßë9001�‰a…� L
�LÉí‹ìnÛaë�Š’äÜÛ�òÏbÔrÛa�Læ…‰þa�LæbàÇ2000 

10M �pbîÜàÇë� áîçbÐß� òß†¨a� ¿� ñ…ì¦a� ñ‰a…g� Lðëbî�a�Ñíbã� á�bÓ� æaìÜÇ
ëŠ’Ûa�‰a…�LpbÔîjĐmëÖ��Læ…‰þa�LæbàÇ��LÉí‹ìnÛaë�Š’äÜÛ2006 
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11M ïu�Þ‰b×ë�ïãìçbß��î�ãaŠÏ�M�òîqýq�L‰ìqòÜßb’Ûa�ñ…ì¦a�ñ‰a…g�T Q M�L
a…�L�ïßaŒ¨a�†»c�áîØ§a�†jÇ�òºŠm‰��LñŠçbÔÛa�LÉí‹ìnÛaë�Š’äÜÛ�ŠvÐÛa2000 

12M �’i� ŠàÇ� õaŠš�� L� L� L� LòÜßb’Ûa� ñ…ì¦a� ñ‰a…g����Ò‰b–½a�¿� L� L� L� L�Š’äÜÛ� Ýöaë� ‰a…
Éí‹ìnÛaë�Læ…‰þa�LæbàÇ��L1998 

13- H. Drummond, The Quality Movement: What Total Quality 

Management is Really All About, Kogan Page, London, 1992 

14- Hoffur, Samuel K. M., TQM and Organizational Change, 

International of Organizational Analysis, Vol. 7 Issue 2, 1999 

15- J. Jablanski, Implementing Total Quality Management, 

Pfeiffer and Co, USA, 1991 

16-Jean Brilman ,les meilleures pratiques du management,3edition 

organisation, paris, 2001 
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