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2.1.4 LUIANIIAEN1TIANITUNATY (Governance) Laz535U1AUa (Good Governance)
LUIARTIAILNITTANITUNATEY (Governance) W ukuIAANlATUNIINATEY wazUseandldeeng
WS a8 UINANENE NS $EIATIEY 9589 29MAITTER 1990 1w uun Fukuyama (2016) o557

AMNMNEYDINTIANITUNATES (governance) MnsRTIMsNalandiiuunlilasesiloy 3 Amviane o

] = 1

AmNuvIneusn mssansunaseaduiFesesnusiuiioszwineUssina luguuuuueissdnig
seviassmaiiussmaing q ihusuiuiannduesegio deu fausss a9 Mevdsaudauds
ysgaumInilusasesufuiuanas Tuiifsasdiuauimndivesesdnisssinessmasiuaumin
Ty annmglsy (EU) anusudiomaasegiaeds-wudiin (APEC) AnusnasmsAiasewsnnile
(NAFTA) axnpuuszonvnfuinelons fusandedld (ASEAN) ilusiu

AUVINETidB NM59ANITUNATENNIINALATEMINT ATNBINTULAZAILIVE DA T8

Uszinadne q Tnslanglulssmalaninesiaun wasmamauiinain Jyminisnasanessudu uas

[

ANUDIULDYDIST SgUalulsEimAnng o Wamarssedl 1990 1 uduin FallnsiausuuiAnig o

a

5957118 (good governance) suduuuiAnfigniisulaesuiaisian (World Bank) luaufdasdana

9zUsznaudlsulumigosduruuini lasuanuzinlilssmamaniduin U us 919 nasla

[

ANEIAYAUNa Nl A5I54 (Rule of Law) nana1ulussla (Transparency) wann1sdaiusu
(Participation) anAMUNTBUTUHA (Accountability) MANAIUANDAIAKALNITHUINTUYNAWLTIY
d1usu (Equality and Inclusiveness) nanUsz@nsnin wagdszdnsua (Effectiveness and Efficiency)
WANNINaUELDY (Responsiveness) uaznangatiuduniuf (Consensus Oriented) 1usiu
Aunanef a1y WuauAnsuaisreinistanisuaznsuinisesdns nieaseninduy

a a

N13ANIUNI5NUI1AIINN15UNATEN (governing without government) na13Ae luyuuesd vzl

v @

ARy RUATUIMIsIULUUTINletwdunioty wazUfsuanatedsAuldaym (non-hierarchical)

LAYNITUSMSHUUULEANS (top-down) IRNYUsEUUTIINTS
wiluwamsignisvesdsanlvneazldmnumunes 3 Yssnstnsdulunisiieunisasulaeialy
pgslsienu Tussuunsuimsssmsuduay uaznsunasesiosdulnelalimudAgiuamuneiiaes

N3BUUIAALS09555UAUNA (good governance) Wunsalfitay Aely F9A5v818ANNTIANLMINY LAY

YMANULYID999AUSENDUVDILUIAAGINA IAUINTY
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WUIANSIIUIAUIS (Good Governance)
= o w 9 a1 v Y a a o - o o 1%
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= =1 o w o a1y v a a o = 9 A a
wana i seileudilnuiensguunidnniun1sasessuuusmsianisinuilesuasdanudia
w.A. 2542 lauusesAusznavvessssunAviadu 6 Ussnns Al
Uszmsusn waniifisssu (Rule of Law) Wunisesinguune wazngdedsdulvviuade wazidusssy
Wuisensuvesdian suszvilidsnuduseundouladulfifnunguuie wazngdeddumaniu
Ingfiodndumsunasesmeldngvune Tldmusunels viedunavesiayana Imstsduldngruiseeig

a wva
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lnedigou AnsaunsufuRnAswavELazIES N nYeIUsTYITY
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=~ =1 a = I3 YR & v ¢ o
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= v ¥ 1 a ! o I aa < ! [ a
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ALY NSIAEILASISME MSUTEIRANTA] NMSULERIUTENR SedU 9
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v a 3 v [

Usemsiiin wanghilniuiiaveu (Accountability) fie nann1sdIARNBIANITNINIATY AALeNYY

>

warN1AUSEIdIny LTAlanaliin15M5I9a0U TILALNDUNIAINUSUR AT UADASITUY haY
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WANFNS WarAUNANTizEeNSUNARINNINSEYITaIRY
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Y 9
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v A o
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2.1.5 wuaAaNgINUAUNINaLD

AUNanely (Satisfaction) viunefle A1I¥v¥eITUN ANIANTINVBIUAAANHFBNITITEUS

Uszaunsaliinanussgdhadadundenieluvesudazyana sudumnuduiusseninadmuned

'
v

AIRTIarAINfeIn1saudala drlugnisAumdsiidesnisuineuaued ielasunisnevauss
ANABINITUIIIAAANNIANTAIUEY nTEReTeTY alu tinviymaddla nelminUszdnsainuag
Usganduavesnisnseyinfianssunilugimunedudisamuiininualy 8ndendaainuiianela

Hurnufanludamsusziiua suliuesiusznouiiddglunmaiFeusnduiusfunadugvsveanisBou

Y

Usgauni1salvesumazunna (435096 LAINI2Na, 2551) seauAINgantesuana suidunauiain

[
v LY

NI HUTIBUTEMINRANUNTUTNEUAMTEUINSAUANUAIANIIVBIYARUY 9 AsuTEAUAIINTY

'
Ly o [y

Wl AUITUSAUAIUKANAIITENINIHANUNTU AUANUAIANT FegnAaunTasanieseauaIuie

' '
[ LY [ o

wolalu 3 seauadl seaunnis dmanunsuinindtaiiuaianis gnatagiinaiuiantinels

sEAuiians d1nauisusinduauatands gna1vsiinauidnnela seaufiaty dinasu

fufasnitanumanis gnAnaziAnanuidndunienslasnn (Kotler, 2003)
o/ dyu aa Y a =<
A dauaziinvasaunimnislivinmsuazanuiionela

TATINITHRIUILRIENUTE911R (United Nations Development Programme) %38 UNDP laisg

3

Tugadmnemswauszdulanudad 2015 AlF5Un1330509910 193 YszmAandnuesednnis
avUsznnd letudl 25 fugeu a.a. 2015 AseuRquYTzETIAAFRIUITANeTY 15 T thanldidu
fiananisitauiinnlssmadosdudunissusudadd e 2016 lUauded a.a 2030 15endn
“Transforming Our World: the 2030 Agenda for Sustainable Development” #3® “915NIWAILNT

§a8u 2030” (Sustainable Development Goals - SDGs) Tuunslenia SDGs awgﬂﬂénﬁamu%aﬁﬂﬁ

(%

4 Agenda 2030 %38 Global Goals Uszneuluaae 17 1uune wagdn1swalu1a%in (Indicators)

[
=

U 232 (;]J’J%’mL‘W?JG]W?]']SJﬂ’J’]ﬂJﬂTJWU'VUGQL‘{j’ﬁ/iﬂﬂ‘EJSU’]\W]u ‘mu L‘{J’TWLI']EJ‘V] 16 Lﬂ’]%ll’]EJEJEJEJ 16.6

1 [ v Aa a a

zy31 “Fesiinsiwnanduiifiiuszaniua fanusuinveu uazlusslalunnsedu” delididinain

9

all

[

dndruuszyinsnianeladuuinisarsisagaiiataniiaulalduinis anudrfyveiddindenaid

=

Aonsludmdiafinnantszaunisalvesuszansuiilasunisuinisannmhenuniedy Tnaanzeeneds

[y

TusednsunATasdIunnY sulldnuwmuryeInIslasuusnsluseiunislasuusNTlnense AuRLUNIT

a =

$UUTNIT MINBUAUNRIAINABINTT kasudentunislasuuinis Faanugeulesonmnin

[

P9INITUINITIINAIATT W mnegosd 16.6 wusad il 5 dain fall (UNDP, 2023)
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1) Madndauinisiideaiiladng dzain a5 Tdesnsiifase wu Wnsdw uled doadni
o1y aaunliusmsdesdiialading

2) Msbiuinisiaiunsasnela Ae Aruinisnsearsssuileulunisuinisdeslugaiu
ANNANNIAIUNTTNEVDIUTE VIV

3) AMATNVBIAIBIILANINALAIN LU AUATDINVBIANUNLIUINTS

4) anuanan1alunsliuing wu nisliusmsegravindisndu ldenufus nsliusnis
dl v b2
Mnaudlaladng

5) nskiusMseg g nuaziissedaluns

dinaulsunuuinisassasuitanswerandns emnuadwuulumsinaufianelaves

1%
a

Uszrwuluauuinisniasgld 5 88 ¢ail (Office for Public Services Reform, 2002)
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v aa o

1. A@Aausadanaiuls (Tangibles) nunedls wiie91uUIN15A1ASEIA S WIBAIINEZAIN
w3psilaAnuiiunazldanulade wu wilnaufaunsanumiulaegsazain el wuuresumig 9
aY vo 9 Y ' ' ° v
lasunseenuuulrlgnulasgsazainuaziesen1siiaudila

2. d@nuanuudeie (Reliability) wunsdie aruaanislunislasuusniseesussviasu

a3alRTUNIIREUALBILAENTIRN tHTUUSNITRENATUNIU QneBs Uedie

2

3. AAA1UNI5NBUAUDY (Responsiveness) NUEAI NUIBUTNITNIATTAINITONBUAUDY
ANUABINITIUA NWULVDINITIAAINUT LA DA AUNT U TUNS T AINY 18 Ma DU L V1 TU

Usnslaag1asinE e

'
%

4. fanunstiAdudyg (Assurance) Munefis 1BUINIINIASFAINIT0a519AULTNS

waglvinnuduladuussasuls danugnim Tenuslununasdeyalunisiiuinis

;4

5. ianuauldla (Empathy) vanefis nirguinisniaszianuenlaldussyvugdsuuinig

nstiauaula nsgwlgauazanlrsunIuteyaranseng o

' 1%
[y [

luvaue dyiginanuisnelaningnalagmhsnuuimilivesUsemaansyeiusni (American

Customer Satisfaction Index) laszuliin Aanssusig o sunarnvateuudwasion1sussdiunmunn

o Yy LY

suduiisuinndidnneitedeaenill sudwaseninuiianelaveslduinig lnefinanwigendseau

Y Y

vy v & v 1 LY 1 % Y a [ ' o & a
SUEN?‘I'J'mﬂ’]m/n\‘il'lﬂE]u‘VT‘Ll’]‘LlLLa’JL‘ZJUﬂU’J']‘lJiﬁiﬂu{L%@mﬂ']Wﬂ'W{LWUiﬂ'ﬁLUUQEJ"IQVLi N9U WAUTZLHUYDY

AufsnalalunshiusnismngldusmsanunsaihlUguadnsidauin laun anuidnlingda uwasivedu
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' Y a = A < 3 a{' ! < v Y o =3 d'
aan1shiuinis dediaduduszasdgegan s nulaiaiumanisly duanulidfianelafiensas
waneanluguwuuvesnsuunsenissenseu Wudu sSududmuneilifissisouusedndla dudl

Y ¥  a o A
%qﬂﬁu@ﬁ‘UqﬁlﬂﬁqﬂJﬂq‘WVI 2.1

Perceived
Quality

Complaints

Customer
Satisfaction
ACSI

Customer
Expectations

AW 2.1 Al innnaianalanngnai 819l American Customer Satisfaction Index (ACSI). (2015)

WInY Ansgusa wazame (25564: nii1 106-111) seufie bwInelun1seNTEAUAMAINNIT
usnsivelminauianelaanglduinig 13 10 Usens laud 1) msasliinanudfyainasduuy
(Bottom - up management) 2) n15Ugnilaiiasvesnruiisnelavesgndlimluinusssuvesesnns
3) Welimsiaguulainagnsvesaedns AsiinsdeasiazUsuidsunisinanuianelagnaili
gonndosiuingUssasivetesing 4) msdndusesinsandadengiunzauluniseenuuudiinaany
flanalavesgnan smsduddanuianudilaludesnsiana 5) nsiwuaninivesdinlidniau

! o b4 ) = ! < & Y o Y o o U A « [ =
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Ya3gneA 6) N1stvRsuUINsiduTlunsesnuuuiUsadiuiana 7) nsasaussenialvgSuusnig
o v < a @ [ @ 3 o ¥ a v
aunsaneumaulanuaudulse 8) nswmuinsianaluseduesasin 9) maindussdiunadnly
| I a A& Y Y LY A o v v a £ = v [y 3 v v
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