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The aim of this research is to analyze the system of Thailand Quality Award’s point
value whether it is congruent with the managers’ viewpoint or not. The methods and
decision-making process of Thailand Quality Award (TQA) are based on those of Malcolm
Baldrige National Quality Award (MBNQA). The sampling groups of this research are
manufacturing industries that have been ranked top 1000 by The Nation Publishing
company. These manufacturing industries are divided into small, medium and large size
by the number of employees. Analytical Hierarchy Process (AHP) is applied to investigate
the priority of TQA's criteria and the difference of the managers’ viewpoint in each
sampling group on this priority. The data was collected from 32 mangers in 3 sampling
groups by using questionnaire.

The result of this research indicates that the managers focus on management
system and the organization operation rather than the business result. This differs from
TQA'’s system in which it has a strong focus on business result. When considering the
priority of sub-criteria, it was found that there are the differences between the managers’
viewpoint and TQA'’s system. Therefore, it can be concluded that the managers have the
different viewpoint with TQA’s system.

When considering the differences of 3 sampling groups by using nonparametric
statistic, it was found that the managers-has the opinion in the same direction in most

criteria except the sub-criteria in customer and market focus at 95% confidential level.
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WRIUINISTRITNIRAUNTNUUITIATBIEUSFALNTNT (Malcolm  Baldrige  National
Quality Award)

1988 Baldrige framework

Leadership
Information Stratjgic
and - > Quality
Analysis Planning QA of
4 »  Products &
HR Services
Utilization ¢
Results of QA
of Products &
Services
Customer
Satisfaction

‘ﬁm: B.B.Flynn, B.Saladin (2001)
gﬂ‘ﬁ 2.1 1988 Baldrige framework

1992 Baldrige framework

Management
B of Process >
Quality
Y
HR Customer
_ | Development £ Focus and
A & Satisfaction
Leadership [<4—® Management
1 \ Quality and
Strategie Operational
- Quality > Results
Planning A
Information and Analysis

ﬁm: B.B.Flynn, B.Saladin (2001)
51l71 2.2 1992 Baldrige framework
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1997 Baldrige framework

Customer & Market Focused

Strategy & Action Plans

HR
Strategic
Development
Planning
& Mgt.
A 4 Business
Leadership
v Y Results
Customer and Process
Market Focus Management

Information and Analysis

nun: B.B.Flynn, B.Saladin (2001)

gﬂ‘ﬁ 2.3 1997 Baldrige framework

2004 Baldrige framework

Orgamization Profile:

Environment, Relationships, and Challenges

Human
Strategic
Resource
Planning
Focus
1 A Business
Leadership
y v Results
Customer and Process
Market Focus Management

Measurement, Analysis, and Knowledge Management

un: B.B.Flynn, B.Saladin (2001)

51191 2.4 2004 Baldrige framework
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1988 1992 1995 1997 2001 2004
Leadership 150 | Leadership 90 | Leadership 90 | Leadership 110 | Leadership 120 | Leadership 120
Information and 75 | Information and 80 | Information and 75 | Information and 80 | Information and 90 | Measurement, Analysis, 90
analysis analysis analysis analysis analysis and Knowledge
management
Strategic quality 75 | Strategic quality 60 | Strategic planning 55 | Strategic planning 80 | Strategic planning 85 | Strategic planning 85
planning planning
Human resource 150 | Human resource 150 | Human resource 140 | Human resource 100 | Human resource focus 85 | Human resource focus 85
utilization development and development and development and
management management management

Quality assurance of 150 | Management of 140 | Process management 140 | Process management 100 | Process management 85 | Process management 85

products and process quality

services
Results from quality 100 | Quality and 180 | Business results 250 | Business results 450 | Business results 450 | Business results 450

assurance of Operational results

products and

services
Customer satisfaction 300 | Customer focus and 300 | Customer focus and 250 | Customer and market 80 | Customer and market 85 | Customer and market 85

satisfaction

satisfaction

focus

focus

focus

#11: B.B.Flynn, B.Saladin (2001)
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MBNQA TQA

Leadership 120 | Leadership 120
Measurement, Analysis, 90 | Measurement, Analysis, 80
and Knowledge and Knowledge

management management

Strategic planning 85 | Strategic planning 80
Human resource focus 85 | Human resource focus 100
Process management 85 | Process management 110
Business results 450 | Business results 400
Customer and market 85 | Customer and market 110
focus focus
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Histogram of amount N = 391
Each * represents 2 observations
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Strategic Planning 30z Y .
Customer and Market Knowledge 3o |

Inconsistency = 0.00

with 0 missing judgments.
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Priorities with respect to:

Goal
>Management

Human Resource Focus 1 | ImYATREN.SEATIL4E L1
Process Management ELEl ODWOONIF L 1 O

Inconsistency = 0.00
with 0 missing judgments.
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WHUANN 4.4 INANAIATYIBIINIANITHNRIANS

Priorities with respect to:

Goal
>0rganization Feature
=Leadership

Organizational Leadership 531 |
Social Responsibility 460 |

Inconsistency = 0.00

with 0 missing judgments.
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Priorities with respect to:
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Organization Feature
=Strategic Planning

strategy Development 457 |
Strateqy Deployment 5143 [ A B N RN N
Inconsistency = 0.00

with 0 missing judgments.
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Priorities with respect to:

Goal
Organization Feature
=Customer and Market Knowledge

Customer and Market Knowledge 432
Customer Relationships and Satisfaction 568 I

Inconsistency = 0.00

with 0 missing judgments.
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WHUANN 4.7 UTINANAI AT I8IINIANNTHLHUNTNENTYAAA

Priorities with respect to:

Goal
Management
Human Resource Focus

work systems 0 I
Emplovee Learning and Motivation a3s0 I
Employee well-Being and satisfaction 303

Inconsistency = 0.01

with 0 missing judgments.
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WHUANN 4.8 UINANNEIATYIBIUNIANITAANIINIELIUNNS

Priorities with respect to:

Goal
»Management
>Process Management

value Creation Processes ==y 0000000 ]
Support Processes 212 I

Inconsistency = 0.00
with 0 missing judgments.

WHUANN 4.9 UWINANAIAZIIBIANIANITIA NNFALATIET LAZAANITAINT

Priorities with respect to:

Goal
=Measurement, Analysis, and Knowledge Management

Measurement and Analysis of Organizational Performance 543 _
Information and Knowledge Management 457

Inconsistency = 0.00

with 0 missing judgments.

WHUANN 4.10 UTINAINNA AR IBINHIANARNEN9§INA

Priorities with respect to:

Goal
=Business Results

Customer-Focused Results

Product and Service Results

Financial and Market Results

Human Resource Results

Organization Effectiveness Results
Governance and Social Responsibility Results

Inconsistency = 0.00
with 0 missing judgments.
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=3
WUNALAN
Priorities with respect to:
Goal
Organization Feature 214 I
Management 235 I
Measurement, Analysis, and Knowledge Management 271
Business Results 281 [

Inconsistency = 0.01
with 0 missing judgments.
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Priorities with respect to:

Goal
DOrganization Feature

Leadership o Y NN
Strategic Planning LA AT "X WA Y ]
Customer and Market Knowledge 42> I

Inconsistency = 0.01

with 0 missing judgments.
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Priorities with respect to:

Goal
>Management

Human Resource Focus Ml 6 e G ele oo e ]
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Inconsistency = 0.00
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Priorities with respect to:

Goal
0rganization Feature
>Leadership

Organizational Leadership 597 |
Social Responsibility 403 I

Inconsistency = 0.00
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Mann-Whitney Test and CI: s, m

S N = 10 Median = 0.2500

m N = 11 Median = 0.2500
Point estimate for ETA1-ETA2 is 0.0000

95.5 Percent Cl for ETA1-ETA2 is (-0.2500,0.1332)
W = 109.0

Test of ETA1 = ETA2 vs ETAl not = ETA2 is significant at 0.9719
The test is significant at 0.9715 (adjusted for ties)

Cannot reject at alpha = 0.05

1 v T
519 4.17 nauffauinsuiiwinandAnyi tdannTssnuauadnuazawananelneds

o

Mann-Whitney

Mann-Whitney Test and CI: s, |

s N = 10 Median = 0.2500

1 N = 11 Median = 0.7500

Point estimate for ETA1-ETA2 is -0.3000

95.5 Percent Cl for ETA1l-ETA2 is (-0.5000,-0.2500)
W = 67.0

Test of ETAL = ETA2 vs ETAL1 not = ETA2 is significant at 0.0028
The test is significant at 0.0023 (adjusted for ties)
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Mann-Whitney

Mann-Whitney Test and Cl: m, |

m N = 11 Median = 0.2500

1 N = 11 Median = 0.7500
Point estimate for ETA1-ETAZ is -0.3000

95.1 Percent Cl for ETA1-ETA2 is (-0.4999,0.0000)
W = 91.5

Test of ETA1L = ETA2 vs ETA1 not = ETA2 is significant at 0.0235
The test is significant at 0.0195 (adjusted for ties)
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Mann-Whitney
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Sl el el e| c|lci| g |celce|lec &g E|E&| | E|.E|.E|ES
= < = = [ RS & el cx|lec el & € °& c s s 3& ‘s e R
017 10.750 | 0.250 | 0.500 | 0.500 | 0.500 | 0.500 | 0.614 | 0.268 | 0.117 | 0.500 | 0.500 | 0.750 | 0.250 | 0.228 | 0.220 | 0.220 | 0.106 | 0.178 | 0.048
018 ] 0.200 | 0.800 | 0.857 | 0.143 | 0.750 | 0.250 | 0.099 | 0.537 | 0.364 | 0.750 | 0.250 | 0.167 | 0.833 | 0.163 | 0.275 | 0.037 | 0.414 | 0.053 | 0.058
019 10.143 | 0.857 | 0.200 | 0.800 | 0.833 | 0.167 | 0.105 | 0.605 | 0.291 | 0.250 | 0.750 | 0.800 | 0.200 | 0.074 | 0.171 | 0.105 | 0.218 | 0.391 | 0.041
020 ] 0.750 | 0.250 | 0.833 | 0.167 | 0.500 | 0.500 | 0.618 | 0.297 | 0.086 | 0.500 | 0.500 | 0.500 [ 0.500 | 0.124 | 0.146 | 0.272 | 0.137 | 0.196 | 0.124
021 1 0.667 | 0.333 ] 0.250 | 0.750 | 0.250 | 0.750 | 0.208 | 0.131 | 0.6671 | 0.750 | 0.250 | 0.250 | 0.750 | 0.151 | 0.117 | 0.381 | 0.109 | 0.179 | 0.063
022 ] 0.667 | 0.333 | 0.333 | 0.667 | 0.333 | 0.667 | 0.208 | 0.131].0.661 ] 0.500 | 0.500.4 0.333 | 0.667 | 0.184 | 0.141 | 0.297 | 0.094 | 0.207 | 0.078
023 ] 0.500 | 0.500 | 0.200 | 0.800 | 0.200 | 0.800 | 0.151 | 0.091 | 0.758 | 0.667 | 0.333 | 0.200 | 0.800 | 0.157 | 0.127 | 0.363 | 0.078 | 0.212 | 0.063
024 10.875|0.125] 0.750 | 0.250 | 0.250 | 0.750 | 0.281 | 0.584 | 0.135 | 0.750 | 0.250 {0.750 | 0.250 | 0:189 | 0.102 | 0.345 | 0.046 | 0.270 | 0.049
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Sl el el e| c|lci| g |celce|lec &g E|E&| | E|.E|.E|ES
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025 10.875|0.125]0.125 | 0.875 | 0.167 | 0.833 | 0.637 | 0.258 | 0.105 | 0.833 | 0.167 | 0.833 | 0.167 | 0.091 | 0.238 | 0.163 | 0.064 | 0.044 | 0.400
026 ] 0.143 | 0.857 | 0.200 | 0.800 | 0.800 | 0.200 | 0.729 | 0.109 | 0.163 | 0.857 | 0.143 | 0.143 | 0.857 | 0.480 | 0.225 | 0.043 | 0.059 | 0.087 | 0.106
027 1 0.667 | 0.333 ] 0.333 | 0.667 | 0.500 | 0.500 | 0.186 | 0.127 | 0.687 | 0.750 | 0.250 | 0.750 | 0.250 | 0.462 | 0.112 [ 0.038 | 0.147 | 0.172 | 0.069
028 ] 0.750 | 0.250 | 0.333 | 0.667 | 0.750 | 0.250 | 0.665 | 0.245 | 0.090 | 0.250 | 0.750 | 0.750 | 0.250 | 0.146 | 0.207 | 0.043 | 0.136 | 0.367 | 0.100
029 ] 0.500 | 0.500 | 0.167 | 0.833 | 0.750 | 0.250 | 0.200 | 0.200 | 0.600 | 0.750 | 0.250 | 0.500 | 0.500 | 0.449 | 0.231 | 0.038 | 0.151 | 0.094 | 0.036
030 ] 0.800 | 0.200 | 0.167 | 0.833 | 0.167 | 0.833 | 0.291 | 0.605|.0.105 ] 0.800 | 0.200.}.0.833 | 0.167 | 0.415 | 0.083 | 0.205 | 0.163 | 0.092 | 0.052
031 ] 0.750 | 0.250 | 0.750 | 0.250 | 0.250 | 0.750 | 0.600 | 0.200 | 0.200 | 0.833 | 0.167 | 0.500 | 0.500 | 0.235 | 0.133 | 0.111 | 0.058 | 0.070 | 0.393
032 10.125 | 0.875] 0.889 | 0.111 | 0.857 | 0.143 | 0.750 | 0.171 | 0.078 | 0.833 | 0.167 {0.167 | 0.833 | 0.284 | 0.348 | 0.045 | 0.200 | 0.025 | 0.099
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A
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001

0.02

0.03

002

0.05

0.05

003

0.14

0.06

004

0.13

0.12

005

0.00

0.10

006

0.00

0.03

007

0.00

0.11

008

0.09

0.06

009

0.05

0.08

010

0.00

0.05

011

0.02

0.12

012

0.03

0.15

013

0.00

0.08

014

0.04

0.15

015

0.13

0.13

016

0.00

0.01

017

0.07

0.03

018

0.09

0.14

019

0.13

0.12

020

0.13

0.09

021

0.05

0.05

022

0.05

0.05

023

0.03

0.04

024

0.13

0.07

025

0.04

0.08

026

ARUDN
1 2
0.04 | 0.02
0.04 | 0.05
0.11 0.08
0.06 | 0.05
0.13 | 0.13
0.02 | 0.13
0.04 | 0.10
0.10 | 0.04
0.04 | 0.03
0.06 | 0.01
0.08 | 0.08
0.04 | 0.00
0.12 | 0.00
0.13 | 0.00
0.00 | 0.00
0.14 | 0.00
0.06 | 0.00
0.13{ 0.13
0.12 | 0.13
0.06 | 0.13
0.02 | 0.00
0.01 0.00
0.05 | 0.00
0.13 | 0.13
0.12 | 0.13
0.14 | 0.13

0.08

0.14
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LULARLAN
°]§E°ﬁ7]l 1 2 3 4 5 6 7 8 9 10
4
027 0.03 | 0.02 - - - - 0.09 - - 0.03
028 0.15 | 0.13 - - - - 0.15 - - 0.07
029 0.10 0.08 - = - - 0.00 - - 0.07
030 0.09 | 0.07 - - - - 0.13 - - 0.15
031 0.02 0.13 - - - - 0.00 - - 0.05
032 0.12 0.1 - - - - 0.10 - - 0.15
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