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The Importance of Beginning with Your Organizational Profile

Your Organizational Profile is critically important because

e it is the most appropriate starting point for self-assessment and for writing an
application;

e it helps you identify potential gaps in key information and focus on key
performance requirements and results;

e it is used by the assessors in application review, including the site visit, to
understand your organization and what you consider important (you will be assessed
using the Criteria requirements in relation to your organization’s environment,
relationships, influences, and challenges, as presented in your Organizational Profile);
and

e it also may be used by itself for an initial self-assessment. If you identify topics
for which conflicting, little, or no information is available, it is possible that the
Organizational Profile can serve as your complete assessment, and you can use these

topics for action planning.

|E|Prefc1ce: Organizational Profile

The Organizational Profile is a snapshot of your organization, the KEY

influences on HOW you operate, and the KEY challenges you face.

P.1 Organizational Description: What are your key organizational characteristics?

Describe your organization’s operating environment and your KEY
relationships with CUSTOMERS, suppliers, PARTNERS, and STAKEHOLDERS.

Within your response, include answers to the following questions:
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Prinect Color Editor: 
Page is color controlled with Prinect Color Editor:  3.0.52
Copyright 2005 Heidelberger Druckmaschinen AG

To view actual document colors and color spaces,
please download free Prinect Color Editor:  (Viewer) Plug-In from:
http://www.heidelberg.com

Applied Color Management Settings:
Output Intent (Press Profile): ISOcoated.icc

RGB Image:
Profile: ECI_RGB.icc
Rendering Intent: Perceptual
Black Point Compensation: no

RGB Graphic:
Profile: RGB2CMYK.icc
Rendering Intent: Perceptual
Black Point Compensation: no

Device Independent RGB/Lab Image:
Rendering Intent: Perceptual
Black Point Compensation: no

Device Independent RGB/Lab Graphic:
Rendering Intent: Perceptual
Black Point Compensation: no

Device Independent CMYK/Gray Image:
Rendering Intent: Perceptual
Black Point Compensation: no

Device Independent CMYK/Gray Graphic:
Rendering Intent: Perceptual
Black Point Compensation: no

Turn R=G=B (Tolerance 0.5%) Graphic into Gray: yes

Turn C=M=Y,K=0 (Tolerance 0.1%) Graphic into Gray: no
CMM for overprinting CMYK graphic: yes
Gray Image: Apply CMYK Profile: no
Gray Graphic: Apply CMYK Profile: no
Treat Calibrated RGB as Device RGB: no
Treat Calibrated Gray as Device Gray: yes
Remove embedded non-CMYK Profiles: no
Remove embedded CMYK Profiles: yes

Applied Miscellaneous Settings:
All Colors to knockout: no
Pure black to overprint: yes  Limit: 100%
Turn Overprint CMYK White to Knockout: yes
Turn Overprinting Device Gray to K: yes
CMYK Overprint mode: set to OPM1 if not set
Create "All" from 4x100% CMYK: yes
Delete "All" Colors: no
Convert "All" to K: no
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a. Organizational Environment

(1)

Product Offerings What are your organization’s main product offerings (see
note 1 below)? What is the relative importance of each to your organizational
success? What mechanisms do you use to deliver your products?

VISION and MISSION What are the distinctive characteristics of your
organizational culture? What are your stated PURPOSE, VISION, VALUES, and
MISSION? What are your organization’s CORE COMPETENCIES and their
relationship to your MISSION?

WORKFORCE Profile What is your WORKFORCE profile? What are your
WORKFORCE or employee groups and SEGMENTS? What are their
education levels? What are the KEY elements that engage them in
accomplishing your MISSION and VISION? What are your organization’s
WORKFORCE and job DIVERSITY, organized bargaining units, KEY
WORKFORCE benefits, and special health and safety requirements?

Assets What are your major facilities, technologies, and equipment?
Regulatory Requirements What is the regulatory environment under which
your organization operates? What are the applicable occupational health and
safety regulations; accreditation, certification, or registration requirements;
industry standards; and environmental, financial, and product regulations?

b. Organizational Relationships

(1)

Organizational Structure What are your organizational structure and
GOVERNANCE system? What are the reporting relationships among your
GOVERNANCE board, SENIOR LEADERS, and parent organization, as
appropriate?

CUSTOMERS and STAKEHOLDERS What are your KEY market SEGMENTS,
CUSTOMER groups, and STAKEHOLDER groups, as appropriate? What are
their KEY requirements and expectations for your products, CUSTOMER
support services, and operations? What are the differences in these
requirements and expectations among market SEGMENTS, CUSTOMER
groups, and STAKEHOLDER groups?

Suppliers and PARTNERS What are your KEY types of suppliers,
PARTNERS, and COLLABORATORS? What role do these suppliers,
PARTNERS, and COLLABORATORS play in the production and delivery of
your KEY products and CUSTOMER support services? What are your KEY
mechanisms for communicating with suppliers, PARTNERS, and
COLLABORATORS? What role, if any, do these organizations play in
implementing INNOVATIONS in your organization? What are your KEY supply-

chain requirements?
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Notes:
N1.

N2.

N3.

N4.

NS.

“Product offerings” and “products” (P.1a[1]) refer to the goods and
services that your organization offers in the marketplace. Mechanisms for
product delivery to your end-use customers might be direct or through
dealers, distributors, collaborators, or channel partners. Nonprofit
organizations might refer to their product offerings as programs, projects,

or services.

“Core competencies” (P.1a[2]) refers to your organization’s areas of
greatest expertise. Your organization’s core competencies are those
strategically important capabilities that are central to fulfilling your mission
or provide an advantage in your marketplace or service environment. Core
competencies frequently are challenging for competitors or suppliers and
partners to imitate. Also, core competencies frequently preserve your

competitive advantage.

Workforce or employee groups and segments (including organized
bargaining units; P.1a[3]) might be based on the type of employment or
contract reporting relationship, location, tour of duty, work environment,

family-friendly policies, or other factors.

Customer groups (P.1b[2]) might be based on common expectations,
behaviors, preferences, or profiles. Within a group there may be customer
segments based on differences and commonalities. Your markets might
be subdivided into market segments based on product lines or features,
distribution channels, business volume, geography, or other factors that

your organization uses to define related market characteristics.

Customer group and market segment requirements (P.1b[2]) might include
on-time delivery, low defect levels, safety, security, ongoing price
reductions, leveraging of technology, rapid response, after-sales service,
and multilingual services. Stakeholder group requirements might include
socially responsible behavior and community service. For some nonprofit
organizations, requirements also might include administrative cost

reductions, at-home services, and rapid response to emergencies.
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N6.

N7.

N8.

NO.

N10.

Communication mechanisms (P.1b[3]) should be two-way and in
understandable language, and they might be in person, via e-mail, Web-
based, or by telephone. For many organizations, these mechanisms may

change as marketplace, customer, or stakeholder requirements change.

Many nonprofit organizations rely heavily on volunteers to accomplish their
work. These organizations should include volunteers in the discussion of
their workforce (P.1a[3]).

For nonprofit organizations, industry standards (P.1a[5]) might include
industrywide codes of conduct and policy guidance. The term “industry” is
used throughout the Criteria to refer to the sector in which you operate.
For nonprofit organizations, this sector might be charitable organizations,
professional associations and societies, religious organizations, or

government entities-or a subsector of one of these.

For some nonprofit organizations, governance and reporting relationships
(P.1b[1]) might include relationships with major agency, foundation, or

other funding sources.

Customers (P.1b[2]) include the users and potential users of your
products. In some nonprofit organizations, customers might include
members, taxpayers, citizens, recipients, clients, and beneficiaries. Market

segments might be referred to as constituencies.

For additional description of this item, see pages 114-141.
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P.2 Organizational Situation: What is your organization’s strategic situation?

Describe your organization’s competitive environment, your KEY STRATEGIC
CHALLENGES and ADVANTAGES, and your system for PERFORMANCE

improvement.
Within your response, include answers to the following questions:

a. Competitive Environment
(1) Competitive Position What is your competitive position? What are your
relative size and growth in your industry or markets served? What are the

numbers and types of competitors for your organization?

(2) Competitiveness Changes What are any KEY changes taking place that
affect your competitive situation, including opportunities for INNOVATION

and collaboration, as appropriate?

(3) Comparative Data What are your KEY available sources of comparative
and competitive data from within your industry? What are your KEY
available sources of comparative data from outside your industry? What

limitations, if any, affect your ability to obtain these data?

b. Strategic Context
What are your KEY business, operational, societal responsibility, and human
resource STRATEGIC CHALLENGES and ADVANTAGES?

c. PERFORMANCE Improvement System
What are the KEY elements of your PERFORMANCE improvement system,
including your evaluation, organizational LEARNING, and INNOVATION PROCESSES?
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Notes:
N1.

N2.

N3.

N4.

-

Strategic challenges and advantages (P.2b) might relate to technology,
products, your operations, your customer support, your industry,
globalization, your value chain, and people. Strategic advantages might
include differentiators such as your price leadership, design services,
innovation rate, geographic proximity, accessibility, and warranty and
product options. For some nonprofit organizations, differentiators also
might include your relative influence with decision makers, ratio of
administrative costs to programmatic contributions, reputation for program

or service delivery, and wait times for service.

Performance improvement (P.2c) through learning and integration is an
assessment dimension used in the scoring system to evaluate the
maturity of organizational approaches and deployment. This question is
intended to help you and the Assessors set an overall context for your
approach to performance improvement. Approaches to performance
improvement that are compatible with the systems approach provided by
the TQA framework should be related to your organization’s needs and
might include implementing a Lean Enterprise System, applying Six Sigma
methodology, using ISO standards (e.g., 9000 or 14000), or employing
other process improvement and innovation tools. A growing number of
organizations have implemented specific processes for meeting goals in

product and process innovation.

Nonprofit organizations frequently are in a highly competitive environment;
they often must compete with other organizations and with alternative
sources for similar services to secure financial and volunteer resources,

membership, visibility in appropriate communities, and media attention.

For nonprofit organizations, the term “business” (P.2b) is used throughout

the Criteria to refer to your main mission area or enterprise activity.

For additional description of this item, see pages 114-141.
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1 Leadership (110 pts)

The Leadership category examines HOW your organization’s SENIOR LEADERS’
personal actions guide and sustain your organization. Also examined are your
organization’s GOVERNANCE system and HOW your organization fulfills its legal,

ethical, and societal responsibilities and supports its KEY communities.

1.1 Senior Leadership: How do your senior leaders lead? (o pts)

Describe HOW SENIOR LEADERS’ actions guide and sustain your
organization. Describe HOW SENIOR LEADERS communicate with your
WORKFORCE and encourage HIGH PERFORMANCE.

Within your response, include answers to the following questions:

a. VISION, VALUES, and MISSION
(1) VISION and VALUES How do SENIOR LEADERS set your organization’s
VISION and VALUES? How do SENIOR LEADERS DEPLOY your
organization’s VISION and VALUES through your LEADERSHIP SYSTEM, to
the WORKFORCE, to KEY suppliers and PARTNERS, and to CUSTOMERS
and other STAKEHOLDERS, as appropriate? How do SENIOR LEADERS’

actions reflect a commitment to the organization’s VALUES?

(2) Promoting Legal and ETHICAL BEHAVIOR How do SENIOR LEADERS’
actions demonstrate their commitment to legal and ETHICAL BEHAVIOR?

How do they promote an organizational environment that requires it?
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(3)

Creating a SUSTAINABLE Organization How do SENIOR LEADERS
create a SUSTAINABLE organization? How do SENIOR LEADERS achieve
the following?

e create an environment for organizational PERFORMANCE improvement,
the accomplishment of your MISSION and STRATEGIC OBJECTIVES,
INNOVATION, PERFORMANCE leadership, and organizational agility

e create a WORKFORCE culture that delivers a consistently positive
CUSTOMER experience and fosters CUSTOMER ENGAGEMENT

e create an environment for organizational and WORKFORCE LEARNING

e develop and enhance their leadership skills

e participate in organizational LEARNING, succession planning, and the

development of future organizational leaders

b. Communication and Organizational PERFORMANCE

(1)

Communication How do SENIOR LEADERS communicate with and engage

the entire WORKFORCE? How do SENIOR LEADERS achieve the

following?

e encourage frank, two-way communication throughout the organization

e communicate KEY decisions

e take an active role in reward and recognition programs to reinforce HIGH
PERFORMANCE and a CUSTOMER and business focus

Focus on Action How do SENIOR LEADERS create a focus on action to
accomplish the organization’s objectives, improve PERFORMANCE, and
attain its VISION? How do SENIOR LEADERS identify needed actions? How
do SENIOR LEADERS include a focus on creating and balancing VALUE for
CUSTOMERS and other STAKEHOLDERS in their organizational
PERFORMANCE expectations?
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Notes:
N1.

N2.

N3.

N4.

NS5.

Organizational vision (1.1a[1]) should set the context for strategic

objectives and action plans, which are described in items 2.1 and 2.2.

A sustainable organization (1.1a[3]) is capable of addressing current
business needs and possesses the agility and strategic management to
prepare successfully for its future business, market, and operating
environment. Both external and internal factors are considered. In this
context, the concept of innovation includes both technological and
organizational innovation to help the organization succeed in the future.
A sustainable organization also ensures a safe and secure environment for
the workforce and other key stakeholders. An organization’s contributions
to environmental, social, and economic systems beyond those of its
workforce and immediate stakeholders are considered in its societal

responsibilities (item 1.2).

A focus on action (1.1b[2]) considers the strategy, the workforce, the work
systems, and the assets of your organization. It includes taking intelligent
risks and implementing innovations and ongoing improvements in
productivity that may be achieved through eliminating waste or reducing
cycle time; it might use techniques such as Six Sigma and Lean. It also
includes the actions to accomplish your organization’s strategic objectives
(see 2.2a[1]).

Your organizational performance results should be reported in items 7.1—
7.5.

For nonprofit organizations that rely on volunteers to accomplish their
work, responses to 1.1b(1) also should discuss your efforts to

communicate with and engage the volunteer workforce.

For additional description of this item, see pages 114-141.
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1.2 Governance and Societal Responsibilities: How do you govern and fulfill your
societal responsibilities? (50 pts)

Describe your organization’s GOVERNANCE system and APPROACH to
leadership improvement. Describe HOW your organization ensures legal and
ETHICAL BEHAVIOR, fulfills its societal responsibilities, and supports its KEY

communities.

Within your response, include answers to the following questions:

a. Organizational GOVERNANCE
(1) GOVERNANCE System How does your organization review and achieve
the following KEY aspects of your GOVERNANCE system?

accountability for the management’s actions

e fiscal accountability

e transparency in operations and selection of and disclosure policies for
GOVERNANCE board members, as appropriate

e independence in internal and external audits

e protection of STAKEHOLDER and stockholder interests, as appropriate

(2) PERFORMANCE Evaluation How do you evaluate the PERFORMANCE of
your SENIOR LEADERS, including the chief executive? How do you use
these PERFORMANCE evaluations in determining executive compensation?
How do you evaluate the PERFORMANCE of members of your
GOVERNANCE board, as appropriate? How do SENIOR LEADERS and your
GOVERNANCE board use these PERFORMANCE reviews to advance their
development and improve both their personal leadership EFFECTIVENESS
and that of your board and LEADERSHIP SYSTEM, as appropriate?
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b. Legal and ETHICAL BEHAVIOR

(1)

Legal and Regulatory Behavior How do you address any adverse impacts
on society of your products and operations? How do you anticipate public
concerns with current and future products and operations? How do you
prepare for these impacts and concerns in a proactive manner, including
conserving natural resources and using EFFECTIVE supply-chain
management PROCESSES, as appropriate? What are your KEY compliance
PROCESSES, MEASURES, and GOALS for achieving and surpassing
regulatory and legal requirements, as appropriate? What are your KEY
PROCESSES, MEASURES, and GOALS for addressing risks associated with

your products and operations?

ETHICAL BEHAVIOR How does your organization promote and ensure
ETHICAL BEHAVIOR in all interactions? What are your KEY PROCESSES
and MEASURES or INDICATORS for enabling and monitoring ETHICAL
BEHAVIOR in your GOVERNANCE structure, throughout your organization,
and in interactions with CUSTOMERS, PARTNERS, suppliers, and other
STAKEHOLDERS? How do you monitor and respond to breaches of
ETHICAL BEHAVIOR?

c. Societal Responsibilities and Support of KEY Communities

(1)

Societal Well-Being How do you consider societal well-being and benefit
as part of your strategy and daily operations? How do you contribute to the

well-being of your environmental, social, and economic systems?

Community Support How does your organization actively support and
strengthen your KEY communities? What are your KEY communities? How
do you identify these communities and determine areas for organizational
involvement, including areas related to your CORE COMPETENCIES? How
do your SENIOR LEADERS, in concert with your WORKFORCE, contribute

to improving these communities?
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Notes:
N1.

N2.

N3.

N4.

Societal responsibilities in areas critical to your organization’s ongoing
marketplace success also should be addressed in Strategy Development
(item 2.1) and in Operations Focus (category 6). Key results, such as
results related to regulatory and legal requirements (including the results
of mandated financial audits); reductions in environmental impacts through
the use of “green” technology, resource-conserving activities, or other
means; or improvements in social impacts, such as the global use of
enlightened labor practices, should be reported as Leadership and

Governance Outcomes (item 7.4).

Transparency in operations of your governance system (1.2a[1]) should
include your internal controls on governance processes. For some
nonprofit organizations, an external advisory board may provide some or
all of the governance board functions. For those nonprofit organizations
that serve as stewards of public funds, stewardship of those funds and

transparency in operations are areas of emphasis.

Leadership performance evaluation (1.2a[2]) might be supported by peer
reviews, formal performance management reviews, and formal or informal
workforce and other stakeholder feedback and surveys. For some
nonprofit and government organizations, external advisory boards might

evaluate the performance of senior leaders and the governance board.

Measures or indicators of ethical behavior (1.2b[2]) might include the
percentage of independent board members, measures of relationships
with stockholder and nonstockholder constituencies, instances of ethical
conduct breaches and responses, survey results on workforce perceptions
of organizational ethics, ethics hotline use, and results of ethics reviews
and audits. They also might include evidence that policies, workforce
training, and monitoring systems are in place with respect to conflicts of

interest and proper use of funds.
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N5.

NG6.

N7.

N8.

Areas of societal contributions and community support appropriate for
1.2c might include your efforts to improve the environment (e.g.,
collaboration to conserve the environment or natural resources);
strengthen local community services, education, and health; and improve

the practices of trade, business, or professional associations.

The health and safety of your workforce are not addressed in item 1.2;

you should address these workforce factors in item 5.1.

Nonprofit organizations should report in 1.2b(1), as appropriate, how they
address the legal and regulatory requirements and standards that govern

fundraising and lobbying activities.

For some charitable organizations, societal contributions and support of
key communities (1.2c) may occur totally through the mission-related
activities of the organization. In such cases, it is appropriate to respond

with any “extra efforts” through which you support these communities.

For additional description of this item, see pages 114-141.

Assessment of ltem Responses

ltem responses are assessed by considering the Criteria item requirements; your

key business factors presented in your Organizational Profile; and the maturity of your

approaches, breadth of their deployment, and strength of your improvement process

and results relative to the scoring system. Refer to the scoring system information on
pages 186-197.
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2 Strategic Planning (90 pts.)

The Strategic Planning category examines HOW your organization develops
STRATEGIC OBJECTIVES and ACTION PLANS. Also examined are HOW your chosen
STRATEGIC OBJECTIVES and ACTION PLANS are implemented and changed if
circumstances require, and HOW progress is measured.

2.1 Strategy Development: How do you develop your strategy? (40 ps)

Describe HOW your organization establishes its strategy to address its
STRATEGIC CHALLENGES and leverage its STRATEGIC ADVANTAGES.
Summarize your organization’s KEY STRATEGIC OBJECTIVES and their related
GOALS.

Within your response, include answers to the following questions:

a. Strategy Development PROCESS

-

(1)

Strategic Planning PROCESS How does your organization conduct its
strategic planning? What are the KEY PROCESS steps? Who are the KEY
participants? How does your PROCESS identify potential blind spots? How
do you determine your CORE COMPETENCIES, STRATEGIC CHALLENGES,
and STRATEGIC ADVANTAGES (identified in your Organizational Profile)?
What are your short- and longer-term planning time horizons? How are
these time horizons set? How does your strategic planning PROCESS
address these time horizons?

Strategy Considerations How do you ensure that strategic planning

addresses the KEY elements listed below? How do you collect and analyze

relevant data and information pertaining to these factors as part of your

strategic planning PROCESS?

e your organization’s strengths, weaknesses, opportunities, and threats

e early indications of major shifts in technology, markets, products,
CUSTOMER preferences, competition, the economy, and the regulatory
environment

e long-term organizational SUSTAINABILITY, including needed CORE
COMPETENCIES, and PROJECTIONS of your future PERFORMANCE
and your competitors’ or comparable organizations’ future
PERFORMANCE

e your ability to execute the strategic plan
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b. STRATEGIC OBJECTIVES

(1)

Notes:
N1.

N2.

KEY STRATEGIC OBJECTIVES What are your KEY STRATEGIC
OBJECTIVES and your timetable for accomplishing them? What are your
most important GOALS for these STRATEGIC OBJECTIVES?

STRATEGIC OBJECTIVE Considerations How do your STRATEGIC

OBJECTIVES achieve the following?

e address your STRATEGIC CHALLENGES and STRATEGIC ADVANTAGES

e address your opportunities for INNOVATION in products, operations, and
your business model

e capitalize on your current CORE COMPETENCIES and address the
potential need for new CORE COMPETENCIES

e balance short- and longer-term challenges and opportunities

e consider and balance the needs of all KEY STAKEHOLDERS

e enhance your ability to adapt to sudden shifts in your market conditions

“Strategy development” refers to your organization’s approach to
preparing for the future. Strategy development might utilize various types
of forecasts, projections, options, scenarios, knowledge (see 4.2a for
relevant organizational knowledge), or other approaches to envisioning the
future for purposes of decision making and resource allocation. Strategy
development might involve participation by key suppliers, distributors,
partners, and customers. For some nonprofit organizations, strategy
development might involve participation by organizations providing similar
services or drawing from the same donor population or volunteer
workforce.

The term “strategy” should be interpreted broadly. Strategy might be built
around or lead to any or all of the following: new products; redefinition of
key customer groups or market segments; intelligent risks; new core
competencies; revenue growth via various approaches, including
acquisitions, grants, and endowments; divestitures; new partnerships and
alliances; and new employee or volunteer relationships. Strategy might be
directed toward becoming a preferred supplier, a local supplier in each of
your major customers’ or partners’ markets, a low-cost producer, a market
innovator, or a provider of a high-end or customized product or service. It

also might be directed toward meeting a community or public need.
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N3.

N4.

Your organization’s strengths, weaknesses, opportunities, and threats
(2.1a]2]) should address all factors that are key to your organization’s
future success, including the following, as appropriate: your customer and
market requirements, expectations, and opportunities; your opportunities
for innovation and role-model performance; your core competencies; your
competitive environment and your performance now and in the future
relative to competitors and comparable organizations; your product life
cycle; technological and other key innovations or changes that might
affect your products and services and how you operate, as well as the
rate of innovation; your workforce and other resource needs; your ability
to capitalize on diversity; your opportunities to redirect resources to
higher-priority products, services, or areas; financial, societal, ethical,
regulatory, technological, security, and other potential risks and
opportunities; your ability to prevent and respond to emergencies,
including natural or other disasters; changes in the national or global
economy; requirements for and strengths and weaknesses of your
partners and supply chain; changes in your parent organization; and other

factors unique to your organization.

Your ability to execute the strategic plan (2.1a[2]) should address your
ability to mobilize the necessary resources and knowledge. It also should
address your organizational agility based on contingency plans or, if
circumstances require, a shift in plans and rapid execution of new or

changed plans.
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N5.

N6.

Strategic objectives that address key challenges and advantages (2.1b[2])
might include rapid response, customization, co-location with major
customers or partners, workforce capability and capacity, specific joint
ventures, virtual manufacturing, rapid innovation, ISO quality or
environmental systems registration, societal responsibility actions or
leadership, Web-based supplier and customer relationship management,
and product and service quality enhancements. Responses to item 2.1
should focus on your specific challenges and advantages-those most
important to your ongoing success and to strengthening your

organization’s overall performance.

ltem 2.1 addresses your overall organizational strategy, which might
include changes in product offerings and customer engagement
processes. However, the item does not address product design or
customer engagement strategies; you should address these factors in

items 3.2 and 6.1, as appropriate.

For additional description of this item, see pages 114-141.
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2.2 Strategy Implementation: How do you implement your strategy? (50 pts.)

Describe HOW your organization converts its STRATEGIC OBJECTIVES into ACTION
PLANS. Summarize your organization’s ACTION PLANS, HOW they are DEPLOYED, and
KEY ACTION PLAN PERFORMANCE MEASURES or INDICATORS. Project your

organization’s future PERFORMANCE relative to KEY comparisons on these

PERFORMANCE MEASURES or INDICATORS.

Within your response, include answers to the following questions:

a. ACTION PLAN Development and DEPLOYMENT

(1) ACTION PLAN Development How do you develop your ACTION PLANS? What
are your KEY short- and longer-term ACTION PLANS and their relationship to your
STRATEGIC OBJECTIVES? What are the KEY planned changes, if any, in your
products, your CUSTOMERS and markets, your suppliers and PARTNERS, and

how you will operate?

(2) ACTION PLAN Implementation How do you DEPLOY ACTION PLANS throughout
the organization to your WORKFORCE and to KEY suppliers and PARTNERS, as
appropriate, to achieve your KEY STRATEGIC OBJECTIVES? How do you ensure

that the KEY outcomes of your ACTION PLANS can be sustained?

(3) Resource Allocation How do you ensure that financial and other resources are
available to support the accomplishment of your ACTION PLANS, while meeting
current obligations? How do you allocate these resources to support the
accomplishment of the plans? How do you manage the financial and other risks
associated with the plans to ensure the financial viability of your organization?

(4) WORKFORCE Plans What are your KEY human resource or WORKFORCE plans
to accomplish your short- and longer-term STRATEGIC OBJECTIVES and ACTION
PLANS? How do the plans address potential impacts on your WORKFORCE
members and any potential changes to WORKFORCE CAPABILITY and CAPACITY

needs?

(5) PERFORMANCE MEASURES What are your KEY PERFORMANCE MEASURES or
INDICATORS for tracking the achievement and EFFECTIVENESS of your ACTION
PLANS? How do you ensure that your overall ACTION PLAN measurement system

reinforces organizational ALIGNMENT? How do you ensure that the measurement

system covers all KEY DEPLOYMENT areas and STAKEHOLDERS?

(6) ACTION PLAN Modification How do you establish and implement modified

ACTION PLANS if circumstances require a shift in plans and rapid execution of

new plans?
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b.PERFORMANCE PROJECTIONS

For the KEY PERFORMANCE MEASURES or INDICATORS identified in 2.2a(5),
what are your PERFORMANCE PROJECTIONS for both your short- and longer-term
planning time horizons? How does your projected PERFORMANCE on these
MEASURES or INDICATORS compare with the projected PERFORMANCE of your
competitors or comparable organizations? How does it compare with KEY
BENCHMARKS, GOALS, and past PERFORMANCE, as appropriate? If there are current
or projected gaps in PERFORMANCE against your competitors or comparable

organizations, HOW will you address them?

Notes:

N1. Strategy and action plan development and deployment are closely linked

to other items in the Criteria. The following are examples of key linkages:

-

item 1.1 for how your senior leaders set and communicate
organizational direction

category 3 for gathering customer and market knowledge as input to
your strategy and action plans and for deploying action plans

category 4 for measurement, analysis, and knowledge management to
support your key information needs, support your development of
strategy, provide an effective basis for your performance
measurements, and track progress relative to your strategic objectives
and action plans

category 5 for meeting your workforce capability and capacity needs,
for workforce development and learning system design and needs, and
for implementing workforce-related changes resulting from action plans
category 6 for changes to core competencies, work systems, and work
process requirements resulting from your action plans

item 7.1 for specific accomplishments relative to your organizational

strategy and action plans

N2. Measures and indicators of projected performance (2.2b) might include
changes resulting from new ventures; organizational acquisitions or
mergers; new value creation; market entry and shifts; new legislative
mandates, legal requirements, or industry standards; and significant

anticipated innovations in products and technology.

For additional description of this item, see pages 114-141.




NI TRAUNWLNZNA WinpsAnsndulae 1 2555-2556

2. NMSAANSUNANSAILIUNTS

M3ANANMILINANIALTUNMIAHNTOUIANTBINITINLAUTITE B N ULAZTZHZ NI DN
DIANT muﬁ’;"’iﬂw%aﬁaﬁﬁ’ﬂwaﬂﬁﬁwLﬁunﬁﬁﬁfﬂﬁ’mﬁszﬂﬂuﬁa 22n.(5) fazlstig wanis
ﬁﬂLﬁumiﬁmﬂnﬁm‘”ﬁmmﬁ’ﬁmw%aﬁadﬁ"mmeiﬁuama\lmﬁaLﬂ%'smLﬁﬂuﬁ’uwamm@;um
n3020909ANSlusEFudsuAseiuld wasifiowssuisuiusssufisuAsefisdny
WNUIeadA LasHan1IAiun1sinIuNT (%) a9AnTasinadelsvinnuindiannuansig
seninenamIaniiunisilaqiu ﬁ%aﬁﬂ’]ﬂﬂ’l’mﬂﬁﬁmﬁ%ﬂuLﬁEJiJﬁ"lijLL?i\‘i n3anuaIAnslu
seeufifieuiAsetuls

RABWA:
nnewn 1 nI9arnagnsuaruiulfiRnng '33uﬁg\‘]msmwamgm'ﬁﬁﬁﬁ’ﬁﬁmm
FoslpsatsTndBanumdedulunas fetrnsdenloefisdn Sl
o Win 1.1 L‘%'aomi@hLﬂumsmmQﬁﬁ:ﬁugﬂumsﬁmumLLazﬁamsﬁﬂmo
YDIDIANT
o vaA 3 BavmInunanwiiieaiugniuazaain dedudeyasniy
nagnsiarinuliRn1528989ANT ’i’JN‘ﬁ\‘iﬂ’]’id’mV]ﬂﬂLLNuﬂﬁﬁaﬂ’Tﬁjﬂ’ﬁ
iR
o MNIA 4 F9Ms IR M5IATIEE uaznIianIsReg aReuaUBIAIN
FoInIIFIuEITRUINATI A Ay Lﬁaaﬁfuaqumﬁmﬁ'}naqwﬁmmmﬁm Wi
Lﬁuﬁuﬁmﬁﬁm:am%wa (Effective Basis) [un33anan1ssfiunisuasiiie
AnenuaNNiIvtiWsuiuingUseaeAionaensuas unuUfnng
e VAN 5 L39INTADUAUBIANABINTIDIBIANTHUTAANNEINITAUAY
FAMAIYARING (B3IN1TBENUULLAZANNFDINIFTBITLUUNSHRILILAY
m3Bous uazBasmssfiunswasuwssiuyaainsmaunul fiiinng
o WNIN 6 B309NUSUANUNNTIOULHANTDIBIANT (core competencies)
LU LR TDMUAUATBINTZLIUNNTINNUMNLHUUNTRNS
e Wiia 7.1 L’%f'aamsmiqi’mqﬂizmﬁmww::f/’iLﬁﬂaﬁaaﬁunaqﬁumLquiJgjﬁ’ﬁ
N13TAIAIANT
HABLAR 2 fvauaz it Tananisaiiunisfinianisail’ (Waite 2.29.) p137IMd9NT
wasuwasiifunaainnisasule nMadinfiedndvemusnians naaie
AuAlmi MIdhgaaauaznsuwisunaia masaungranelna dofmun
AINNYVAINY N3DNIATIIUEANIMNTIN azuIAnssaiadluauanludinu

a [ 6 =
waATUTLA ALY LAE

aAadunaiaintasiideiilunii 114-141

/

45




46

TQA Criteria for Performance Excellence 2012-2013

3. Customer Focus (100 pts.)

The CUSTOMER Focus category examines HOW your organization engages its

CUSTOME

RS for long-term marketplace success. This ENGAGEMENT strategy

includes HOW your organization listens to the VOICE OF ITS CUSTOMERS, builds
CUSTOMER relationships, and uses CUSTOMER information to improve and identify
opportunities for INNOVATION.

3.1 Voice
(50 pts.)

of the Customer: How do you obtain information from your customers?

Describe HOW your organization listens to your CUSTOMERS and gains

satisfaction and dissatisfaction information.

Within your response, include answers to the following questions:

a. CUSTOMER Listening

(1)

Listening to Current CUSTOMERS How do you listen to CUSTOMERS to
obtain actionable information? How do your listening methods vary for
different CUSTOMERS, CUSTOMER groups, or market SEGMENTS? How
do you use social media and Web-based technologies to listen to
CUSTOMERS, as appropriate? How do your listening methods vary across
the CUSTOMER life cycle? How do you follow up with CUSTOMERS on
the quality of products, CUSTOMER support, and transactions to receive

immediate and actionable feedback?

Listening to Potential CUSTOMERS How do you listen to former
CUSTOMERS, potential CUSTOMERS, and CUSTOMERS of competitors to
obtain actionable information and to obtain feedback on your products,

CUSTOMER support, and transactions, as appropriate?
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b. Determination of CUSTOMER Satisfaction and ENGAGEMENT

(1)

Notes:
N1.

Satisfaction and ENGAGEMENT How do you determine CUSTOMER
satisfaction and ENGAGEMENT? How do these determination methods
differ among CUSTOMER groups and market SEGMENTS, as appropriate?
How do your measurements capture actionable information for use in
exceeding your CUSTOMERS’ expectations and securing your
CUSTOMERS’ ENGAGEMENT?

Satisfaction Relative to Competitors How do you obtain information on
your CUSTOMERS’ satisfaction relative to their satisfaction with your
competitors? How do you obtain information on your CUSTOMERS’
satisfaction relative to the satisfaction LEVELS of CUSTOMERS of other
organizations providing similar PRODUCTS or to industry BENCHMARKS,

as appropriate?

Dissatisfaction How do you determine CUSTOMER dissatisfaction? How
do your measurements capture actionable information for use in meeting
your CUSTOMERS’ requirements and exceeding their expectations in the

future?

The “voice of the customer” refers to your process for capturing
customer-related information. Voice-of-the-customer processes are
intended to be proactive and continuously innovative to capture stated,
unstated, and anticipated customer requirements, expectations, and
desires. The goal is to achieve customer engagement. Listening to the
voice of the customer might include gathering and integrating various
types of customer data, such as survey data, focus group findings, blog
comments and other social media data, warranty data, marketing and
sales information, and complaint data that affect customers’ purchasing

and engagement decisions.
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N2.

N3.

N4.

-

NS.

N6.

Use of social media and Web-based technologies to listen to customers
(8.1a[1]) provides a newer mode of gathering insight into customer
perceptions of all aspects of your involvement with them. Use of social
media may include blogs moderated by your organization and unsolicited
opportunities to learn based on social media outlets your organization
does not control, such as wikis, online forums, and blogs not moderated

by your organization.

The customer life cycle (3.1a[1]) begins in the product concept or pre-sale
period and should include all stages of your involvement with the
customer. This might include relationship building, the active business

relationship, and an exit strategy, as appropriate.

Determining customer satisfaction and dissatisfaction (3.1b) might include
the use of any or all of the following: surveys, formal and informal
feedback, customer account histories, complaints, field reports, win/loss
analysis, customer referral rates, and transaction completion rates.
Information might be gathered on the Web, through personal contact or a
third party, or by mail. Determining customer dissatisfaction should be
seen as more than reviewing low customer satisfaction scores.
Dissatisfaction should be independently determined to identify root causes

and enable a systematic remedy to avoid future dissatisfaction.

Determining relative customer satisfaction (3.1b[2]) may involve
comparisons with competitors, comparisons with other organizations that
deliver similar products in a noncompetitive marketplace, or comparisons
achieved through trade or other organizations. Determining relative
customer satisfaction also may involve determining why customers chose

your competitors over you.

For additional considerations on products and the business of nonprofit

organizations, see item P.1, note 1, and item P.2, note 4.

For additional description of this item, see pages 114-141.
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3.2 Customer Engagement: How do you engage customers to serve their needs
and build relationships? (50 pts)

Describe HOW your organization determines product offerings and

communication mechanisms to support CUSTOMERS. Describe HOW your
organization builds CUSTOMER relationships.

Within your response, include answers to the following questions:

a. Product Offerings and CUSTOMER Support

(1)

Product Offerings How do you identify CUSTOMER and market requirements
for product offerings and services? How do you identify and innovate product
offerings to meet the requirements and exceed the expectations of your
CUSTOMER groups and market SEGMENTS (identified in your Organizational
Profile)? How do you identify and innovate product offerings to enter new
markets, to attract new CUSTOMERS, and to provide opportunities for
expanding relationships with existing CUSTOMERS, as appropriate?

CUSTOMER support How do you enable CUSTOMERS to seek information
and CUSTOMER support? How do you enable them to conduct their
business with you and provide feedback on your products and your
CUSTOMER support? What are your KEY means of CUSTOMER support,
including your KEY communication mechanisms? How do they vary for
different CUSTOMERS, CUSTOMER groups, or market SEGMENTS? How do
you determine your CUSTOMERS’ KEY support requirements? How do you
ensure that CUSTOMER support requirements are DEPLOYED to all people
and PROCESSES involved in CUSTOMER Support?

CUSTOMER Segmentation How do you use CUSTOMER, market, and
product offering information to identify current and anticipate future
CUSTOMER groups and market SEGMENTS? How do you consider
CUSTOMERS of competitors and other potential CUSTOMERS and markets
in this segmentation? How do you determine which CUSTOMERS,
CUSTOMER groups, and market SEGMENTS to pursue for current and future

products?

CUSTOMER Data Use How do you use CUSTOMER, market, and product
offering information to improve marketing, build a more CUSTOMER-focused
culture, and identify opportunities for INNOVATION?
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b. Building CUSTOMER Relationships

(1)

Notes:
N1.

N2.

N3.

N4.

Relationship Management How do you market, build, and manage

relationships with CUSTOMERS to achieve the following?

e acquire CUSTOMERS and build market share

e retain CUSTOMERS, meet their requirements, and exceed their
expectations in each stage of the CUSTOMER life cycle

e increase their ENGAGEMENT with you

Complaint Management How do you manage CUSTOMER complaints? How
does your CUSTOMER complaint management PROCESS ensure that
complaints are resolved promptly and EFFECTIVELY? How does your
CUSTOMER complaint management PROCESS enable you to recover your
CUSTOMERS’ confidence and enhance their satisfaction and ENGAGEMENT?

“Customer engagement” refers to your customers’ investment in your brand
and product offerings. Characteristics of engagement include customer
retention and loyalty, customers’ willingness to make an effort to do
business-and increase their business-with your organization, and customers’
willingness to actively advocate for and recommend your brand and product
offerings.

“Product offerings” and “products” refer to the goods and services that you
offer in the marketplace. Product offerings (3.2a) should consider all the
important characteristics of products and services and their performance
throughout their full life cycle and the full “consumption chain.” The focus
should be on features that affect customer preference and loyalty-for
example, those features that differentiate your products from competing
offerings or other organizations’ services. Those features might include price,
reliability, value, delivery, timeliness, ease of use, requirements for the use
and disposal of hazardous materials, customer or technical support, and the
sales relationship. Key product features also might take into account how
transactions occur and factors such as the privacy and security of customer
data. Your results on performance relative to key product features should be
reported in item 7.1, and those concerning customer perceptions and
actions (outcomes) should be reported in item 7.2.

The goal of customer support (3.2a[2]) is to make your organization easy to
do business with and responsive to your customers’ expectations.

Building customer relationships (3.2b) might include the development of
partnerships or alliances with customers.

KFor additional description of this item, see pages 114-141.




NI TRAUNWLZNR WinpsAnsndulae 1 2555-2556 55

v

2. MIHIANNTNNUSTUANAD
o
Y3 Qs o € aaa 1 o (%3 o
(1)  msIansANNaNRUS a9AnsiAsnsedlslunsiinaie &34 wazdan1sAN
funusiuand e ussadvanluil
B ' E— . 9
o THlFandlnduasiNgIULLINARIA
anen
e SNMIANAT ARUAUDIANGBINIT wasyWiwtianiiaNaIanIeluLGas
FURUIBIWITTIATBINS T UANAN
ane

o LNNANNKWNWUAUDIANT

v

(2) nsIensiudiadesdeu sednsfiiinisedwlslumsdaniaiudedesseuneegné
wazvhlisulainnszuiunmssanstasesseuinidesasseulésunisudloatng
wriefiuarfidscdndua nazuaumsdanisdedesseuzesgnéinliizunay
L%aﬁummgniﬁné’uﬁum s NANawelauasaurnLlFoenels

nANBWA:

NEWA 1 “ANNENTUDDIRNAN”" iunBhe LLiwqummgnﬁﬂﬁvju‘[ﬁﬁ’uﬁﬁaLLazwﬁmﬁmﬁmao
DIANT ANHUZTDIANNNWU 'nuﬁon’n‘%’anﬂﬁ'ﬂfﬁLm:mmﬁ’nﬁ"naogﬂﬁ'}
m’mLﬁu‘iwaogﬂﬁﬂumsﬁﬂqiﬁaLLa:mmaqsﬁaﬁ’umﬁm warANNinlaveg
gnénlunssfuayusnafinfiuas wusindie ‘nuﬁowﬁmﬁmﬁ[ﬁﬂuﬁﬂﬁié’n

RABNA 2 “wanfug” luinudidruiedy fudiuazuinisieednsiaussislunain
WNRAATUT (3.20.) m'ﬁﬁﬂﬁaﬁaé’numzﬁdﬂﬁtyﬁv’wmmaawﬁmﬁmﬁﬁuazu%mi
FINTIRANTAIUNT AREAINNeITAR uaz “Waslinisuilan” MILIUAIT
agjﬁé]’m:}mzﬁLﬂyﬁﬁwaﬁiammﬂﬂmmgnﬁﬁLLa:mmﬁ’nﬁ ADENLTU ANBHUE
ﬁLﬂwﬁﬁﬂﬁwﬁmﬁmﬁmmadﬁmﬁmmLLmnrﬂ'Nmn@jLLﬂiow%au%mﬂmaaﬁmé"u
fneurAEssl 9195mE9A0 AnEudede AUAT NIRINDY AN
A N3 ERUdNe ﬁaﬁ'mumLﬁmﬁ’umﬂ%LLa:ﬁﬁm’J’mqé’umw QUERIS TR
anAInIBNNTUINSAUINAilA iauﬁaﬂaﬁwﬁuﬁuﬁizwdwaﬁaLmumﬂﬁ’UQnﬁw
B AANT T AU TRINAAS T awﬂaﬁmﬂﬁam'ﬁﬁﬂﬁﬁﬂﬁuLLazﬂaé’ﬂﬁuﬁ
U MIINEIANNAY uazANUaeaduasdipyad1uilz9gndn 89ANIAIT
e uNadNSvaIHaR L HUNTR R UE N B AABT R A IH AN i Ly
iato 7.1 a’quﬂixLﬁuﬁLﬁmﬁ’uguumLLatmimauauawaagnﬁﬂﬁmEmu‘Eu
it 7.2

nnewmn 3 hiszavdAzesnsatiuauugné [3.2n.(2)] Aa miﬁﬂﬁgﬂﬁﬁa:manﬁa:ﬁﬂqiﬁa
/AAN3 AUBNANT WATBIANIRINITONBLAUDIADAIINAIANIITBIQNAN

& o

NABWA 4 MITTNANNRNTUSIUENA (3.29) B19TINNMIRIANNTINABUTUSARS

U
&a [ %

YIRS WANNTNAUSNANUANAT

U

AasunaiNfNTasdailluntn 114-141

/




56

TQA Criteria for Performance Excellence 2012-2013

4. Measurement, Analysis, and Knowledge Management (90 pts.)

The Measurement, ANALYSIS, and Knowledge Management category examines

HOW vyour

information,

organization selects, gathers, analyzes, manages, and improves its data,
and KNOWLEDGE ASSETS and HOW it manages its information technology.

The category also examines HOW your organization uses review findings to improve its
PERFORMANCE.

4.1 Measurement, Analysis, and Improvement of Organizational Performance:

How do you measure, analyze, and then improve organizational performance?

(50 pts.)

Describe HOW your organization measures, analyzes, reviews, and improves
its PERFORMANCE through the use of data and information at all levels and in all

parts of your organization.

Within your response, include answers to the following questions:

a. PERFORMANCE Measurement

(1)

PERFORMANCE MEASURES How do you select, collect, align, and integrate
data and information for tracking daily operations and overall organizational
PERFORMANCE, including progress relative to STRATEGIC OBJECTIVES and
ACTION PLANS? What are your KEY organizational PERFORMANCE
MEASURES, including KEY short-term and longer-term financial MEASURES?
How frequently do you track these MEASURES? How do you use these data
and information to support organizational decision making and INNOVATION?

Comparative Data How do you select and ensure the EFFECTIVE use of
KEY comparative data and information to support operational and strategic
decision making and INNOVATION?

CUSTOMER Data How do you select and ensure the EFFECTIVE use of
VOICE-OF-THE-CUSTOMER data and information (including complaints) to
support operational and strategic decision making and INNOVATION?

Measurement Agility How do you ensure that your PERFORMANCE
measurement system is able to respond to rapid or unexpected organizational

or external changes?
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b. PERFORMANCE ANALYSIS and Review
How do you review organizational PERFORMANCE and capabilities? How do you
use your KEY organizational PERFORMANCE MEASURES in these reviews? What

ANALYSES do you perform to support these reviews and ensure that conclusions are

valid? How do you use these reviews to assess organizational success, competitive
PERFORMANCE, financial health, and progress relative to STRATEGIC OBJECTIVES

and ACTION PLANS? How do you use these reviews to assess your organization’s

ability to respond rapidly to changing organizational needs and challenges in your

operating environment?

c. PERFORMANCE Improvement

(1)

Best-Practice Sharing How do you use PERFORMANCE review findings to
share lessons learned and best practices across organizational units and
WORK PROCESSES?

Future PERFORMANCE How do you use PERFORMANCE review findings
and KEY comparative and competitive data to project future
PERFORMANCE?

Continuous Improvement and INNOVATION How do you use
organizational PERFORMANCE review findings to develop priorities for
continuous improvement and opportunities for INNOVATION? How are
these priorities and opportunities DEPLOYED to work group and functional-
level operations throughout your organization? When appropriate, HOW are
the priorities and opportunities DEPLOYED to your suppliers, PARTNERS,
and COLLABORATORS to ensure organizational ALIGNMENT?
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Notes:
N1.

N2.

N3.

N4.

NS.

N6.

-

Performance measurement (4.1a) is used in fact-based decision making
for setting and aligning organizational directions and resource use at the

work unit, key process, departmental, and organizational levels.

Comparative data and information (4.1a[2]) are obtained by benchmarking
and by seeking competitive comparisons. “Benchmarking” refers to
identifying processes and results that represent best practices and
performance for similar activities, inside or outside your organization’s
industry. Competitive comparisons relate your organization’s performance
to that of competitors and other organizations providing similar products

and services.

Organizational performance reviews (4.1b) should be informed by
organizational performance measurement and by performance measures
reported throughout your Criteria item responses, and they should be
guided by the strategic objectives and action plans described in items 2.1
and 2.2. The reviews also might be informed by internal or external

Baldrige assessments.

Performance analysis (4.1b) includes examining performance trends;
organizational, industry, and technology projections; and comparisons,
cause-effect relationships, and correlations. Performance analysis should
support your performance reviews, help determine root causes, and help
set priorities for resource use. Accordingly, such analysis draws on all
types of data: customer-related, financial and market, operational, and

competitive.

The results of organizational performance analysis and review should

contribute to your organizational strategic planning in category 2.

Your organizational performance results should be reported in items 7.1—
7.5.

For additional description of this item, see pages 114-141.
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4.2 Management of Information, Knowledge, and Information Technology:

How do you manage your information, organizational knowledge, and

information technology? (40 ps)

Describe HOW your organization builds and manages its KNOWLEDGE

ASSETS. Describe HOW your organization ensures the quality and availability

of needed data, information, software, and hardware for your WORKFORCE,
suppliers, PARTNERS, COLLABORATORS, and CUSTOMERS.

Within your response, include answers to the following questions:

a. Data, Information, and Knowledge Management

(1)

Properties How do you manage your organizational data, information, and
knowledge to ensure the following properties?

e accuracy

e integrity and reliability

e timeliness

e security and confidentiality

Data and Information Availability How do you make needed data and
information available to your WORKFORCE, suppliers, PARTNERS,
COLLABORATORS, and CUSTOMERS, as appropriate?

Knowledge Management How do you manage organizational knowledge

to accomplish the following?

e the collection and transfer of WORKFORCE knowledge

e the transfer of relevant knowledge from and to CUSTOMERS, suppliers,
PARTNERS, and COLLABORATORS

e the rapid identification, sharing, and implementation of best practices

e the assembly and transfer of relevant knowledge for use in your
INNOVATION and strategic planning PROCESSES
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b. Management of Information Resources and Technology
(1) Hardware and Software Properties How do you ensure that hardware and
software are reliable, secure, and user-friendly?

(2) Emergency Availability In the event of an emergency, HOW do you ensure
the continued availability of hardware and software systems and the
continued availability of data and information to EFFECTIVELY serve
CUSTOMERS and business needs?

Note:
N1. Data and information access (4.2a[2]) might be via electronic or other

means.

For additional description of this item, see pages 114-141.
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5. Workforce Focus (100 pts.)

The WORKFORCE Focus category examines your ability to assess
WORKFORCE CAPABILITY and CAPACITY needs and build a WORKFORCE
environment conducive to HIGH PERFORMANCE. The category also examines HOW
your organization engages, manages, and develops your WORKFORCE to utilize its full
potential in ALIGNMENT with your organization’s overall MISSION, strategy, and
ACTION PLANS.

5.1 Workforce Environment: How do you build an effective and supportive
workforce environment? (45 pis)

Describe HOW your organization manages WORKFORCE CAPABILITY
and CAPACITY to accomplish the work of the organization. Describe HOW your

organization maintains a safe, secure, and supportive work climate.

Within your response, include answers to the following questions:

a. WORKFORCE CAPABILITY and CAPACITY
(1) CAPABILITY and CAPACITY How do you assess your WORKFORCE
CAPABILITY and CAPACITY needs, including skills, competencies, and

staffing levels?

(2) New WORKFORCE Members How do you recruit, hire, place, and retain
new members of your WORKFORCE? How do you ensure that your
WORKFORCE represents the diverse ideas, cultures, and thinking of your
hiring and CUSTOMER community?

(3) Work Accomplishment How do you organize and manage your
WORKFORCE to achieve the following?
e accomplish the work of your organization
e capitalize on the organization’s CORE COMPETENCIES
e reinforce a CUSTOMER and business focus
e exceed PERFORMANCE expectations
e address your STRATEGIC CHALLENGES and ACTION PLANS
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(4)

WORKFORCE Change Management How do you prepare your
WORKFORCE for changing CAPABILITY and CAPACITY needs? How do
you manage your WORKFORCE, its needs, and your needs to ensure
continuity, prevent WORKFORCE reductions, and minimize the impact of
WORKFORCE reductions, if they do become necessary? How do you
prepare for and manage periods of WORKFORCE growth?

b. WORKFORCE Climate

(1)

Workplace Environment How do you address workplace environmental
factors, including accessibility, to ensure and improve WORKFORCE health,
safety, and security? What are your PERFORMANCE MEASURES and
improvement GOALS for each of these WORKFORCE needs? What are any
significant differences in these factors and PERFORMANCE MEASURES or

targets for different workplace environments?

WORKFORCE Policies and Benefits How do you support your
WORKFORCE via policies, services, and benefits? HOW are these tailored
to the needs of a diverse WORKFORCE and different WORKFORCE groups
and SEGMENTS?




(4)
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Notes:
N1.

N2.

N3.

N4.

NS.

-

“Workforce” refers to the people actively involved in accomplishing the
work of your organization. It includes your organization’s permanent,
temporary, and part-time personnel, as well as any contract employees
supervised by your organization. It includes team leaders, supervisors, and
managers at all levels. People supervised by a contractor should be
addressed in category 6 as part of your larger work systems. For
nonprofit organizations that also rely on volunteers, “workforce” includes

these volunteers.

“Workforce capability” (5.1a) refers to your organization’s ability to
accomplish its work processes through the knowledge, skills, abilities, and
competencies of its people. Capability may include the ability to build and
sustain relationships with your customers; innovate and transition to new
technologies; develop new products, services, and work processes; and
meet changing business, market, and regulatory demands. “Workforce
capacity” (5.1a) refers to your organization’s ability to ensure sufficient
staffing levels to accomplish its work processes and successfully deliver
your products to your customers, including the ability to meet seasonal or

varying demand levels.

Workforce capability and capacity should consider not only current needs
but also future requirements based on your strategic objectives and

action plans reported in category 2.

5.1a(2) addresses only new workforce members. The retention of existing

workforce members is considered in item 5.2, Workforce Engagement.

Preparing your workforce for changing capability and capacity needs
(5.1a[4]) might include training, education, frequent communication,
considerations of workforce employment and employability, career

counseling, and outplacement and other services.

For additional description of this item, see pages 114-141.




RNIELTIA.
HNBLA 1
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5.2 Workforce Engagement: How do you engage your workforce to achieve

organizational and personal success? (55 pts)

Describe HOW your organization engages, compensates, and rewards your
WORKFORCE to achieve HIGH PERFORMANCE. Describe HOW you assess
WORKFORCE ENGAGEMENT and use the results to achieve higher
PERFORMANCE. Describe HOW members of your WORKFORCE, including
leaders, are developed to achieve HIGH PERFORMANCE.

Within your response, include answers to the following questions:

a. WORKFORCE PERFORMANCE

(1)

Elements of ENGAGEMENT How do you determine the KEY elements that
affect WORKFORCE ENGAGEMENT? How do you determine the KEY
elements that affect WORKFORCE satisfaction? How are these elements
determined for different WORKFORCE groups and SEGMENTS?

Organizational Culture How do you foster an organizational culture that is
characterized by open communication, HIGH-PERFORMANCE WORK, and
an engaged WORKFORCE? How do you ensure that your organizational
culture benefits from the diverse ideas, cultures, and thinking of your
WORKFORCE?

PERFORMANCE Management How does your WORKFORCE

PERFORMANCE management system achieve the following?

e support HIGH-PERFORMANCE WORK and WORKFORCE
ENGAGEMENT

e consider WORKFORCE compensation, reward, recognition, and incentive
practices

e reinforce a CUSTOMER and business focus and achievement of your
ACTION PLANS




NI TRAUNWLZNR WinasAnsndulae 1 2555-2556

5.2 aguwnwugevunans: oofinsiddsmsogholsiumsasionoiuwnwuriuynains

WolkussanowaiSolus:duoornsiia:s:auUARa (55 aiuu)

NITUUNTT

Tasueismsfiasdnsaiwanugniu Thaneuuny wazliseTauasinsiialiding
N15AIUN1ISNA a%mzlﬁamsﬂsuﬁumwgnﬁ’ummqﬂmm waz [Fnan1sUs s iutiuN

M IAHANIANEIUNISABNTIU SINNIDSLUNYI189ANSHIBNITDE19 1S [UNITHAINIUARINILAY

fiiie WiRaran1sefiunsiin

Tasnausanuall

. NaNMIUHIASIUDBSUARINT

1)

A9ALSZNOVUBIANNKANY  DIANTIITN19et LS UM sivunasAUsEnausF
. e L
NRINAADAINNNTY  Laridsn1Ta19lslunsivrunesslsenaussuNgINass

U
ANNRIWelaTavuARINT AFN1TrviuaYAlsENaUWaHuandeTueEels A
najml,a:d';ummqﬂmm

JAIUsTINDIANT DIANTHATN19RELSTUNTESNES I TAINGTINBIANS L ARNNT
foa1sidandng ﬂﬂ’iﬁ’]x‘ﬂl&‘ﬁIﬁW@ﬂ’]‘iﬁ’lLﬁuﬂﬁ’i‘ﬁaLLE\]::U'ﬂE\]’m’iﬁﬂ’J’m@ﬂWu
avansii sulalgadnelsinausssnesdnslélduss lamiannainunainvans
NNANNAR TWUSTIN LRZANNAARUDDILARINS

n139ANIRan1sUIReIUN sruun1sTan1snansUfiRuesyaaingyi i

ﬁaLﬁdwﬁusiqwalﬁaﬂﬁali

. aﬁuauﬂﬁﬁmsﬁﬁmuﬁ[ﬁwamiﬁ'\LﬁumﬁﬁﬁLLa:ﬂaﬁu@nﬁumaoqﬂaﬂns

o RANFANTINTUSTNTAINBULNL N1TIHTNTA NSUNERITNE LAaTNITRIN
w39ysla

o VUYURINNTRUIUGNAUALTINY/AINT UATMITUTIWAETIVBIUNULATRNNS

q

73




74

TQA Criteria for Performance Excellence 2012-2013

b. Assessment of WORKFORCE ENGAGEMENT

(1)

Assessment of ENGAGEMENT How do you assess WORKFORCE
ENGAGEMENT? What formal and informal assessment methods and
MEASURES do you use to determine WORKFORCE ENGAGEMENT and
WORKFORCE satisfaction? How do these methods and MEASURES differ
across WORKFORCE groups and SEGMENTS? How do you use other
INDICATORS, such as WORKFORCE retention, absenteeism, grievances,
safety, and PRODUCTIVITY, to assess and improve WORKFORCE
ENGAGEMENT?

Correlation with Business RESULTS How do you relate your WORKFORCE
ENGAGEMENT assessment findings to KEY business RESULTS reported in
category 7 to identify opportunities for improvement in both WORKFORCE
ENGAGEMENT and business RESULTS?

c. WORKFORCE and Leader Development

(1)

LEARNING and Development System How does your LEARNING and

development system address the following factors for your WORKFORCE

members and leaders?

e your organization’s CORE COMPETENCIES, STRATEGIC CHALLENGES,
and accomplishment of its ACTION PLANS, both short-term and long-term

e organizational PERFORMANCE improvement and INNOVATION

e ethics and ethical business practices

e CUSTOMER focus

e their LEARNING and development needs, including those that are self-
identified and those identified by supervisors, managers, and SENIOR
LEADERS

e the transfer of knowledge from departing or retiring WORKFORCE
members

e the reinforcement of new knowledge and skills on the job

LEARNING and Development EFFECTIVENESS How do you evaluate the
EFFECTIVENESS and efficiency of your LEARNING and development
system?

Career Progression How do you manage EFFECTIVE career progression for
your entire WORKFORCE? HOW do you accomplish EFFECTIVE succession

planning for management and leadership positions?
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Notes:
N1.

N2.

N3.

N4.

NS.

“Workforce engagement” refers to the extent of workforce commitment,
both emotional and intellectual, to accomplishing the work, mission, and

vision of the organization.

The characteristics of “high-performance work” environments (5.2a[2] and
5.2a[3]), in which people do their utmost for the benefit of their customers
and for the success of the organization, are key to understanding an
engaged workforce. These characteristics are described in detail in the
definition of “high-performance work” on page 169.

Compensation, recognition, and related reward and incentive practices
(5.2a[3]) include promotions and bonuses that might be based on
performance, skills acquired, and other factors. In some government
organizations, compensation systems are set by law or regulation.
However, since recognition can include monetary and nonmonetary, formal
and informal, and individual and group mechanisms, reward and

recognition systems do permit flexibility.

Identifying improvement opportunities (5.2b[2]) might draw on your
workforce-focused results presented in item 7.3 and might involve
addressing workforce-related problems based on their impact on your

organizational results reported in response to other category 7 items.

Your organization may have unique considerations relative to workforce
development, learning, and career progression. If this is the case, your
response to 5.2c¢ should include how you address these considerations.
Your response should also consider the breadth of development
opportunities your organization might use, including education, training,

coaching, mentoring, and work-related experiences.

For additional description of this item, see pages 114-141.
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6. Operations Focus (110 pts.)

The OPERATION FOCUS category examines HOW your organization designs,
manages, and improves its WORK SYSTEMS and WORK PROCESSES to deliver
CUSTOMER VALUE and achieve organizational success and SUSTAINABILITY. Also

examined is your readiness for emergencies.

6.1 Work Systems: How do you design, manage, and improve your work
systems? (60 pts)

Describe HOW your organization designs, manages, and improves its WORK
SYSTEMS to deliver CUSTOMER VALUE, prepare for potential emergencies, and
achieve organizational success and SUSTAINABILITY.

Within your response, include answers to the following questions:

a. WORK SYSTEM Design
(1) Design Concepts How do you design and innovate your overall WORK
SYSTEMS? How do you capitalize on your CORE COMPETENCIES? How
do you decide which PROCESSES within your overall WORK SYSTEMS will
be internal to your organization (your KEY WORK PROCESSES) and which

will use external resources?

(2) WORK SYSTEM Requirements How do you determine KEY WORK
SYSTEM requirements, incorporating input from CUSTOMERS, suppliers,
PARTNERS, and COLLABORATORS, as appropriate? What are the KEY
requirements for these WORK SYSTEMS?
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b. WORK SYSTEM Management

(1)

WORK SYSTEM Implementation What are your organization’s WORK
SYSTEMS? How do you manage and improve your WORK SYSTEMS to
deliver CUSTOMER VALUE and achieve organizational success and
SUSTAINABILITY?

Cost Control How do you control the overall costs of your WORK
SYSTEMS? How do you prevent defects, service errors, and rework and
minimize warranty costs or CUSTOMERS’ PRODUCTIVITY losses, as
appropriate? How do you minimize the costs of inspections, tests, and
PROCESS or PERFORMANCE audits, as appropriate?

c. Emergency Readiness

How do you ensure WORK SYSTEM and workplace preparedness for disasters

or emergencies? How does your disaster and emergency preparedness system

consider prevention, management, continuity of operations, and recovery?

Notes:
N1.

N2.

-

“Work systems” refers to how the work of your organization is
accomplished. Work systems involve your workforce, your key suppliers
and partners, your contractors, your collaborators, and other components
of the supply chain needed to produce and deliver your products and
business and support processes. Your work systems coordinate the
internal work processes and the external resources necessary for you to
develop, produce, and deliver your products to your customers and to

succeed in your marketplace.

Disasters and emergencies (6.1c) might be weather-related, utility-related,
security-related, or due to a local or national emergency, including
potential pandemics. Emergency considerations related to information

technology should be addressed in item 4.2.

For additional description of this item, see pages 114-141.
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6.2 Work Processes: How do you design, manage, and improve your key work

processes? (50 pts.)

Describe HOW your organization designs, manages, and improves its KEY
WORK PROCESSES to deliver CUSTOMER VALUE and achieve organizational
success and SUSTAINABILITY.

Within your response, include answers to the following questions:

a. WORK PROCESS Design

(1)

Design Concepts How do you design and innovate your WORK
PROCESSES to meet all the KEY requirements? How do you incorporate
new technology, organizational knowledge, product excellence, and the
potential need for agility into these PROCESSES? How do you incorporate
CYCLE TIME, PRODUCTIVITY, cost control, and other efficiency and
EFFECTIVENESS factors into these PROCESSES?

WORK PROCESS Requirements How do you determine KEY WORK
PROCESS requirements? What are your organization’s KEY WORK
PROCESSES? What are the KEY requirements for these WORK
PROCESSES?

b. WORK PROCESS Management

(1)

KEY WORK PROCESS Implementation How do your KEY WORK
PROCESSES relate to your WORK SYSTEMS? How does your day-to-day
operation of these PROCESSES ensure that they meet KEY PROCESS
requirements? What are your KEY PERFORMANCE MEASURES or
INDICATORS and in-process MEASURES for the control and improvement
of your WORK PROCESSES?

Supply-Chain Management How do you manage your supply chain? How
do you ensure that suppliers you select are qualified and positioned to
enhance your PERFORMANCE and CUSTOMER satisfaction? How do you
evaluate supplier PERFORMANCE? How do you deal with poorly

performing suppliers?

PROCESS Improvement How do you improve your WORK PROCESSES to
achieve better PERFORMANCE, reduce variability, and improve products?
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Notes:
N1.

N2.

N3.

Your key work processes (6.2a[2]) are your most important internal value
creation processes and might include product design and delivery,
customer support, supply-chain management, business, and support
processes. Your key work processes are those that involve the majority of
your organization’s workforce members and produce customer,
stakeholder, and stockholder value. “Projects” are unique work processes
intended to produce an outcome and then go out of existence. Project
management also may be applied to a work system challenge or

opportunity.

To improve process performance (6.2b[3]) and reduce variability, your
organization might implement approaches such as a Lean Enterprise
System, the Six Sigma methodology, ISO quality system standards, the
Plan-Do-Check-Act methodology, or other process improvement tools.
These approaches might be part of your performance improvement

system described in response to P.2c in the Organizational Profile.

The results of improvements in product and process performance should

be reported in item 7.1.

For additional description of this item, see pages 114-141.
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7. Results (400 pts.)

The RESULTS category examines your organization’s PERFORMANCE and
improvement in all KEY areas-product and PROCESS outcomes, CUSTOMER-focused
outcomes, WORKFORCE-focused outcomes, leadership and GOVERNANCE outcomes,
and financial and market outcomes. PERFORMANCE LEVELS are examined relative to

those of competitors and other organizations with similar product offerings.

7.1 Product and Process Outcomes: What are your product performance and
process effectiveness results? (130 pts)

Summarize your organization’s KEY product PERFORMANCE and PROCESS
EFFECTIVENESS and efficiency RESULTS. Include PROCESSES that directly serve
CUSTOMERS, strategy, and operations. SEGMENT your RESULTS by product
offerings, by CUSTOMER groups and market SEGMENTS, and by PROCESS types
and locations, as appropriate. Include appropriate comparative data.

Provide data and information to answer the following questions:

a. CUSTOMER-Focused Product and PROCESS RESULTS

What are your current LEVELS and TRENDS in KEY MEASURES or INDICATORS
of product and PROCESS PERFORMANCE that are important to and directly serve
your CUSTOMERS? How do these RESULTS compare with the PERFORMANCE of

your competitors and other organizations with similar offerings?

b. Operational PROCESS EFFECTIVENESS RESULTS
(1) Operational EFFECTIVENESS What are your current LEVELS and TRENDS
in KEY MEASURES or INDICATORS of the operational PERFORMANCE of
your KEY WORK SYSTEMS and PROCESSES, including PRODUCTIVITY,
CYCLE TIME, and other appropriate MEASURES of PROCESS
EFFECTIVENESS, efficiency, and INNOVATION?

(2) Emergency Preparedness What are your current LEVELS and TRENDS in
KEY MEASURES or INDICATORS of the EFFECTIVENESS of your WORK
SYSTEM and workplace preparedness for disasters or emergencies?
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c. Strategy Implementation RESULTS

What are your RESULTS for KEY MEASURES or INDICATORS of the
accomplishment of your organizational strategy and ACTION PLANS, including building
and strengthening CORE COMPETENCIES?

Notes:

N1. Results reported in item 7.1 should provide key information for analysis
and review of your organizational performance (item 4.1); demonstrate use
of organizational knowledge (item 4.2); and provide the operational basis
for customer-focused outcomes (item 7.2) and financial and market
outcomes (item 7.5).

N2. Product and process results reported in 7.1a should relate to the key
customer requirements and expectations identified in P.1b(2), based on
information gathered in items 3.1 and 3.2. The measures or indicators
should address factors that affect customer preference, such as those
included in item P.1, note 5, and item 3.2, note 2.

N3. Results reported in 7.1b should address your key operational requirements
as presented in the Organizational Profile and in items 6.1 and 6.2.

N4. Appropriate measures and indicators of operational process effectiveness
(7.1b) might include audit, just-in-time delivery, and acceptance results for
externally provided products, services, and processes; supplier and partner
performance; product, service, and work system innovation rates and
results; simplification of internal jobs and job classifications; work layout
improvements; changes in supervisory ratios; response times for emergency
drills or exercises; and results for work relocation or contingency exercises.

N5. Measures or indicators of strategy and action plan accomplishment (7.1c)
should address your strategic objectives and goals identified in 2.1b(1)
and your action plan performance measures and projected performance
identified in 2.2a(5) and 2.2b, respectively.

N6. For some nonprofit organizations, product or service performance
measures might be mandated by your funding sources. These measures
should be identified and reported in your response to this item.

For additional description of this item, see pages 142-148.

-
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7.2 Customer-Focused Outcomes: What are your customer-focused perFormqnce
results? (75 pts.)

Summarize your organization’s KEY CUSTOMER-focused RESULTS for
CUSTOMER satisfaction, dissatisfaction, and ENGAGEMENT. SEGMENT vyour
RESULTS by product offerings, CUSTOMER groups, and market SEGMENTS, as

appropriate. Include appropriate comparative data.

Provide data and information to answer the following questions:

a. CUSTOMER-Focused RESULTS
(1) CUSTOMER Satisfaction What are your current LEVELS and TRENDS in
KEY MEASURES or INDICATORS of CUSTOMER satisfaction and
dissatisfaction? How do these RESULTS compare with the CUSTOMER
satisfaction LEVELS of your competitors and other organizations providing

similar products?

(2) CUSTOMER ENGAGEMENT What are your current LEVELS and TRENDS
in KEY MEASURES or INDICATORS of CUSTOMER ENGAGEMENT,
including relationship building? How do these RESULTS compare over the
course of your CUSTOMER life cycle, as appropriate?

Notes:

N1. Customer satisfaction, dissatisfaction, engagement, and relationship-
building results reported in this item should relate to the customer groups
and market segments discussed in P.1b(2) and category 3 and to the
listening and determination methods and data described in item 3.1.

N2. Measures and indicators of customers’ satisfaction with your products

relative to customers’ satisfaction with competitors and comparable
organizations (7.2a[1]) might include information and data from your

customers and from independent organizations.

For additional description of this item, see pages 142-148.

-




NI TRAUNWLZNR WinasAnsndulae 1 2555-2556

7.2 waawsaumsioiduanm: wanisaidumsaiunmsioiduanAmiduosvls

(75 A:nuu)

Tﬁa‘gﬂwaé’wﬁ“ﬁﬁﬁmmmmﬁyLﬁuanﬁq swdsanuiswala anulifsnala wazan
NN LAELLEAYNAANSINUNANNAAA LN NENANAT LASEIUARIA (*) TN WiLansTaya
| ™ U

BeSpunauNmNIzaN

TﬁLLam"ﬁagaLLa:m'ﬁaummﬁamauﬁwmwialﬂﬁ

o €W ] v v
N. AAANSAIUNIINIEUUANAD
bl o

(1)

RNIELVIRA.
N 1

NELYR 2

% A o

AMNNIWD [2dand seautlaatiutaziulltueedianiasd ianssudiu
o)

9
v

AN lauas iR laavandiust1els wadwsvatlawssuisuiu
3:ﬁummﬁawa‘[ﬁmmanﬁma@;Lm\iLLazmﬁniﬁuﬁLﬂuawﬁmﬁm
atinvls

ﬂaﬂugnﬁuwmgnﬁﬂ 'itél’uﬁaqﬁ’uua:LLu'ﬂﬁmaaﬁaiﬂw%aﬁa%‘s’wmﬂmmu

¥

a A =

N33 9ANNNNNULAE ANNFNNUS TuandTustnels wadnsivianildiaw/Say
AINNNWY anA
Weuiuasiinveensiuandiuatnels ()

waanssuauienala annlsifenala ANNYNAUDDIANAT WAZNITHINY
mwﬁuﬂ’uﬁ’ﬁ’u@ﬂﬁﬁﬁiﬂﬂawu1ﬂuﬁ3%’aﬁ msﬁaﬂaoﬁun@;ugnﬁﬂLLa:a'au
mmﬂﬁ'ﬁzq‘lﬂu‘[ﬂwﬁwmﬁm [1.92.(2)] uasnNIn 3 muﬁy’o%%‘mil,l,at%aganﬁ
Suiteuazdszfiumaiiszy$luwde 3.1

FAIA LL@:ﬁaﬂﬁ’ﬂﬁmﬁowaﬂlwm@nﬁﬂuwﬁmﬁ’m"ﬁmaamﬁnmﬁaLﬂ%‘ﬂﬂLﬁﬂuﬁ’u
mwﬁawa“lwmgnﬁwia@;umLLazaoﬁn'ﬂm:ﬁuﬁLﬁﬂmﬁmﬁ’ulﬁ [7.2n.(1)]
9195 TBYALALETEUNAIINGNANIDIBIANTUALINNBIANTDATY

AaSUNBAN ANt e Ui 142-148

91




92 TQA Criteria for Performance Excellence 2012-2013

7.3 Workforce-Focused Outcomes: What are your workforce-focused performance

results? (65 pts.)

Summarize your organization’s KEY WORKFORCE-focused RESULTS for your
WORKFORCE environment and for WORKFORCE ENGAGEMENT. SEGMENT your
RESULTS to address the DIVERSITY of your WORKFORCE and to address
your WORKFORCE groups and SEGMENTS, as appropriate. Include appropriate

comparative data.

Provide data and information to answer the following questions:

a. WORKFORCE RESULTS

(1)

Notes:
N1.

N2.

N3.

-

WORKFORCE CAPABILITY and CAPACITY What are your current
LEVELS and TRENDS in KEY MEASURES of WORKFORCE CAPABILITY
and CAPACITY, including staffing levels and appropriate skills?

WORKFORCE Climate What are your current LEVELS and TRENDS in KEY
MEASURES or INDICATORS of your WORKFORCE climate, including
WORKFORCE health, safety, and security and WORKFORCE services and
benefits, as appropriate?

WORKFORCE ENGAGEMENT What are your current LEVELS and
TRENDS in KEY MEASURES or INDICATORS of WORKFORCE
ENGAGEMENT and WORKFORCE satisfaction?

WORKFORCE Development What are your current LEVELS and TRENDS in
KEY MEASURES or INDICATORS of WORKFORCE and leader development?

Results reported in this item should relate to processes described in
category 5. Your results should be responsive to key work process needs
described in category 6 and to your organization’s action plans and
human resource or workforce plans described in item 2.2.

Responses to 7.3a(3) should include measures and indicators identified in
response to 5.2b(1).

Nonprofit organizations that rely on volunteers should include results for
their volunteer workforce, as appropriate.

For additional description of this item, see pages 142-148.
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7.4 Leadership and Governance Outcomes: What are your senior leadership and

governance results? (65 pts)

Summarize your organization’s KEY SENIOR LEADERSHIP and GOVERNANCE
RESULTS, including those for fiscal accountability, legal compliance, ETHICAL
BEHAVIOR, societal responsibility, and support of KEY communities. SEGMENT your

RESULTS by organizational units, as appropriate. Include appropriate comparative

data.

Provide data and information to answer the following questions:

a. Leadership, GOVERNANCE, and Societal Responsibility RESULTS

(1)

Leadership What are your RESULTS for KEY MEASURES or INDICATORS
of SENIOR LEADERS’ communication and engagement with the
WORKFORCE to DEPLOY VISION and VALUES, encourage two-way

communication, and create a focus on action?

GOVERNANCE What are your KEY current findings and TRENDS in KEY
MEASURES or INDICATORS of GOVERNANCE and fiscal accountability,
internal and external, as appropriate?

Law and Regulation What are your RESULTS for KEY MEASURES or
INDICATORS of achieving and surpassing regulatory and legal

requirements?

Ethics What are your RESULTS for KEY MEASURES or INDICATORS of
ETHICAL BEHAVIOR and of STAKEHOLDER trust in your organization’s
SENIOR LEADERS and GOVERNANCE? What are your RESULTS for KEY
MEASURES or INDICATORS of breaches of ETHICAL BEHAVIOR?

Society What are your RESULTS for KEY MEASURES or INDICATORS of
your organization’s fulfillment of its societal responsibilities and your

organization’s support of its KEY communities?
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Notes:
N1.

N2.

N3.

N4.

NS.

Responses to 7.4a(1) should address communication processes identified

in item 1.1.

Responses to 7.4a(2) might include financial statement issues and risks,
important internal and external auditor recommendations, and the
management’s responses to these matters. For some nonprofit

organizations, results of IRS 990 audits also might be included.

Regulatory and legal results (7.4a[3]) should address requirements
described in 1.2b. Workforce-related occupational health and safety
results (e.g., Occupational Safety and Health Administration [OSHA]
reportable incidents) should be reported in 7.3a(2).

For examples of measures of ethical behavior and stakeholder trust
(7.4a[4]), see item 1.2, note 4.

Responses to 7.4a(5) should address your organization’s societal
responsibilities described in 1.2b(1) and 1.2c(1), as well as support of the
key communities described in 1.2c(2). Measures of contributions to
societal well-being might include reduced energy consumption; the use of
renewable energy resources, recycled water, and alternative approaches
to conserving resources (e.g., increased audio and video conferencing);

and the global use of enlightened labor practices.

For additional description of this item, see pages 142-148.
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7.5 Financial and Market Outcomes: What are your financial and marketplace

performance results? (65 pts)

Summarize your organization’s KEY financial and marketplace PERFORMANCE
RESULTS by market SEGMENTS or CUSTOMER groups, as appropriate. Include
appropriate comparative data.

Provide data and information to answer the following questions:

a. Financial and Market RESULTS

(1)

Notes:
N1.

N2.

-

Financial PERFORMANCE What are your current LEVELS and TRENDS in
KEY MEASURES or INDICATORS of financial PERFORMANCE, including
aggregate MEASURES of financial return, financial viability, or budgetary
PERFORMANCE, as appropriate?

Marketplace PERFORMANCE What are your current LEVELS and
TRENDS in KEY MEASURES or INDICATORS of marketplace
PERFORMANCE, including market share or position, market and market

share growth, and new markets entered, as appropriate?

Responses to 7.5a(1) should include aggregate measures of financial
return, such as return on investment (ROI), operating margins, profitability,
or profitability by market segment or customer group. Responses also
should include measures of financial viability, such as liquidity, debt-to-
equity ratio, days cash on hand, asset utilization, and cash flow. Measures
should relate to the financial measures reported in 4.1a(1) and the
financial management approaches described in item 2.2. For nonprofit
organizations, additional measures might include performance to budget,
reserve funds, cost avoidance or savings, administrative expenditures as a

percentage of budget, and the cost of fundraising versus funds raised.

For nonprofit organizations, responses to 7.5a(2) might include measures
of charitable donations or grants and the number of new programs or

services offered.

For additional description of this item, see pages 142-148.




NI TRAUNWLZNR WinasAnsndulae 1 2555-2556 99

7.5 waawsdumsibula:aala: wanisaigunmsaiunmisioula:aalaiduosiiols
(65 A:uu)

Tagunaawsnsaudiunsiisrdgiunmsiiuuasnain laguaasnaawssuunmueu
ARAVIENENANAT (*) s‘mﬁ'a'[ﬁuﬂmﬁagatﬁmﬂ%ﬂuLﬁﬂuﬁmm:au

Tuaasdayauasassumaianaumansellil

. NRANSAIUNITISULAZARIA
(1)  WanM3AUUNISATUNISINY mﬂaqﬁuuazLLu'ﬂﬁmméfﬁw%aﬁa%ﬁ’mﬁﬁfﬁm
2a9nan1Iafiun1sFunsdudustnels sandeiidalassindrunanauuny
NNMTHY ANNTUAININNSEY (Financial Viability) 3aman1sssiun1sdiu
JuyUszaneu (Budgetary Performance) Justals ()

() WanN1IAUUNMSATUARIA 3:ﬁuf]w‘ﬂ’uua:LLu{[ﬁmmﬁaﬁ’mw%aﬁﬁﬁ’ﬂﬁﬁfﬁﬁm
gaenanImiiunmssunaadustnels snieauutinaaniamuisliunain
MSAUIANARNIALATFEIULLNAAA LazNseaanmsiduatinels ()

RNBLAR:

naewa 1 nMIsmaumaylusidia 7.5n.(1) ATTINGFTALALTINFIUNARDL UWNUNIINIT
WU 11U NARBULNUNNNITANNU (ROI) fauilsannsaiiueu (Operating
Margin) AMNEN1Ia NSl vieanuamsalunmsvimlsmudueain
NIBNANGNAN uanandl praTIndeiTaduaaTuAmIenIIBY Wy 80w
AanY (Liquidity) é’mmﬁhuﬂﬁﬁuﬁianu (Debt to Equity Ratio) Wuaatiae
183U (Days Cash on Hand) Ysz@ndawlumsiddunsng waznseuaduan
fiamanirsauiusTufTadunsiumaiissenulilusde 41n.01) uaz
WUINNNIFIANISEIUNTEY anfiadunel3Tuside 2.2
FMSuavAn I lsuawnmanils 81938 AR UNaN1IANTUNITITEUAY
JUi/sex10y (Performance to Budget) Zmﬁf’l?ﬁ)d (Reserve Funds) nN13aaA314
Auldawnsansusenen wWasidudalFa1en1susmssovuL s fuy
ATUNITIEANTU LﬁEIUﬁU?;IiJﬁ?:ﬂJJZﬁ

nANEWR 2 gFmsvavAnsilsuanwanils Tun1seeusainluiade 7.50.(2) 919594
Aaindun1syiviaiion1snAan3Iowiu18iae (Charitable Donations or

Grants) uas911ulasvn1snson1sivsnisiva

@ﬁﬁa%mﬂLﬁuLﬁumaaﬁaﬁaﬁTuwﬁﬂ 142-148

/




100

-

TQA Criteria for Performance Excellence 2012-2013

shga:15aaninaoTovAUINCUA
nsiUasunJavincur

wnaiian1seiiunsiiduidaléidTauinisunlavnase Wezielwaednsededs
annwIndanfifinaie sg;al,ﬁuwamwﬁLﬂumﬁﬁ’ﬂ’mﬂﬁaﬂﬂmaqwﬁ’ ADUNUDIAINNINIA
Lﬁmﬁumsa%wmmgﬂﬂ’uﬁugnﬁwLLa::qﬂmm NMSMALALABIANTUAZAFEETIN ANNSURAYEL
sadeanlulnd N wazauisiurasadnslussazen an‘ﬁl@isgo\l,ﬂsj’ﬁzuumﬁﬂmswami
m"wLﬁumwmmﬁn'ﬂmm’mﬁmzﬁ’uLLa:ﬁguuaomaoﬂﬂsgimﬂnﬁ

Woudrdlevasinamidiondt 20 Diudr wdasdinudiniswisuwdasly inousiimun
ﬁ;'mm'iag:aLﬁuﬁ@mmwiumiwﬁm L‘]"flumsag:aL‘fiuLﬁanaqwﬂﬂﬂ’ammmmsn‘iumiLL?iode’u"zJaa
29ANAALTINLAT AN Tunwﬂ%’uﬂqammﬁmiam%’o ﬁmﬁﬂﬁﬁmmmauszwdwﬁﬁ
suldisnwdefiady 2 fu dunile Aensvhinudidugihlunsnsessuanaldouls
TuEeeisufiRdunsuinisdanms et lidldneusuasanauvimeindyegdeiiam
Fudpusnniuideny Bndunil AUl iildnuldnsisziiuna
nsafiunisigaenesaiiiag

v
L 1)

ALY 2553 mm‘ﬁiwi’aqmmwLm\amﬁﬁiaumiﬁ%’uLﬂﬁﬂummﬁmhatﬂumomsm
2 P Weavansauian 2 ‘ﬂmmsﬂmauaummmau@aﬁa 2 FIUANNANIT AU &N
3qaia@mmWLm'omﬁﬁ\aﬂ’aﬂﬂﬁummaﬁiumﬁﬁmmmmﬁiwi’a@mmwLm\amﬁ 7 2555-
2556

MsUSuwWasuAsAesnitl 2555-2556 AdleiUseiauad 2 Uszieu Leua
(1) MavansiuanuFutaulusasnisiinasdnsasnsusmsiams (2) ANKHNWUADANAN

ANNFuFauduaNaTITesesnINN Ty mavsrauaNgSalussaulantuul s
NILTNTUGY uazfinnulduliueun asAnsfoveansuannFudou NI IARMA ISR
fiaadudou wsznmsiuasdnsifianudeiuluasugieszdulandanududou aenels
Ann s TanuawuiesAinsaunwsinlunsdneds inariseTanuninuriesd
Foen1sidanuAsfidudou vusiRedfuinuiifanads Wasdnsimuaanudaauly
Us:LﬁuﬁLﬁﬂaﬁ’uaoﬁniLLa:ﬂaﬂulﬁLﬂ%ﬂuLﬁonaqwﬁ' Tﬁaoﬁmﬁmumﬁas&aﬁﬁfﬁm uazaniy
Awnsziianssndula MmsdeanistuanatudaudasedurinunaedfIkaTANNEINITA LY
s UATRRGefiamdeTusfumnils a;mgol,ﬁuﬂitLﬁuﬂﬁﬂum'ﬁﬂ%’uLﬁﬁﬂummﬂuﬂ%
il AonnsranlitiwsionsdnslunislUUia danaudasngs (Goviiiddiarlunday

v Y

watde) dnssryidedesiaglidenily nssuaindezesniiauasiide deveelasiiu

a LY

NA150U Lasvadintasmanil vi’ﬂﬁ@'[%mmﬁ%ﬁummadﬂm lﬂéjnﬁiﬁWLﬁuﬂﬁiﬁLﬂuLﬁﬂ




NI TRAUNWLZNR WinpsAnsndulae 1 2555-2556

mauﬁmauﬂqmg‘uuaqﬁaﬁﬁmﬁawummaﬁzwmﬁmmiwamiﬁ'}Lﬂumi fuANREIeY
TauusiuareasBundiadions wenani Lﬁlﬁﬂ’muﬁmwL%au‘[ﬂagjl,ﬂmmaaaﬁni
Tﬁaugsnﬁmn’ﬁu TﬂﬂL‘i"uﬁaLLﬁiﬂmuﬁwmﬂLL@:ﬂﬂ;fLéﬁLﬂ%ﬂULfmnaqwfﬁ%aﬂﬂﬂﬂﬂ’oammuz
MeNVBIBIANT (core competencies) Wgansmans wazlUfassULIULAZNTZLIUNMT AN
L‘ﬁﬂNIEJx‘iﬁ‘ffﬂLﬁ?ﬂﬁﬁ?t‘ﬁ’;ﬂ‘ﬂ’ﬂLﬂﬁﬂHﬂﬁﬁﬂiﬁ?’]ﬂﬂﬂ’]WLL’]ﬂﬁﬂNL‘E\‘lﬂaqwﬁ'ﬁﬂdﬁﬂﬂw%m&lagﬂﬂgﬂﬂi
Ujiansldednefuglsssa widudazGevaziianadudouluizesiues uwinisdoulss
Fansnaesyihliidassineg fdudousansntaFufoRlfned m3davinagnsiio ey
TuszdulaniWesdnsfosfinanunddssetesaunay (intelligent risks) Tuidoas oldun
W miudssfusfuiug Fonuelunusil 2555 e igldmasumhluidmuseuiwnaes
DIANT

LLmﬁmmfmgnﬁummgnﬁﬁE“J’am‘lﬁ%’ummau’hw‘\‘imﬁuﬁam Weasdnsudeiulunain
seaulanuazseiuTinadiu Lﬂm"fla\‘l\tﬁﬂ%ﬁﬂ’ﬁL%'ﬂﬁﬁi’]ﬁﬂ‘ﬁaﬁ’muﬂzuﬁuﬁﬂﬂﬁﬁédLﬁugﬂﬁﬁLﬁﬂiﬁ
AnaudnlaluuunAedeTu m’m’%’uﬂmﬁaﬂumm%ﬁmuﬁﬁuﬁLﬁ%m%ﬂommgnﬁumao
gﬂﬁﬂLﬁ'amwz\i"\L%ﬁﬁ";uﬁuua:mmﬁnﬁmaogﬂﬁ'}L%'uﬁuﬁﬁﬁﬁﬁ:ﬁuga waztiugunidslunis
831999AN3TgaEu mmm"lﬁ’mﬂizLﬁum‘m%ﬁﬁwuﬁﬁuﬁs{aLﬁugnﬁ'\‘luﬁﬁammQﬁﬁzﬁugo
ﬂ’]i%"U‘W\‘JLLEQ::L%‘Eluiﬁ?’mgﬂﬁ’ma::LﬁEJ’Jﬁ‘UQﬂﬁ’ﬂ,ﬁﬁﬁﬁtﬁﬂﬂluﬂﬁﬂﬁﬁﬂﬁdﬂuﬂﬂulaﬁﬁLﬁﬂ“ﬁﬂi‘ﬂﬂi
LLu’)ﬁﬂ‘ﬁgﬂLﬁuLﬁﬂlﬂiﬂﬁ’lﬂﬂﬂﬁd”ﬁ%‘ﬂﬁ’iﬁﬂdﬁﬂi%ﬂﬂd@ﬂﬁﬂ

MsIVaauIUaoNaNANJIODKUDEOINCUZS1I0TaANUNWIKDBG
la:roJoINCUA

agulddoil
o [~ a [ [~ a o LY 6

o UIUUITHUNTUIRARIIN 41 WU 40 UFLHUNINTUT UIUAITBNUNRARIIN
18 1flu 17 vhde vInlasesvasdns 2 de

o moufidangluiadosieg 5eeismaviidszuuiuiuauAsullasesrudEens
warfianzesganasgiaunldgnasneanaininud eeiinrsgnnaniviunisnmeunu
Benagns wazifududnsolzesssiuanuaaysaivavesdng deasiouluiuimionisli
aruuuluihdsnsdouiuacnsysannms

unu: TAsosooorins

o 48 1 dnvazasAns Lfimsnwdenisdanmarnuduiusiugdesuuasiusindnsialy
mMsusvnsdamvinlggumuesnantiviuiade 6.2

o 48 2 FATIMINIEEANS TINANNSURATEUsdvANluwWNI N Teaduilhiunileiiagg

ﬁﬁ)’]’imﬂuﬂ?’l YN LL@tﬂ’JWN\lﬁLU%UU Lfi\‘]ﬂﬂimﬁr"ﬂﬂ\‘]@\‘] Ang

/

101




102

TQA Criteria for Performance Excellence 2012-2013

rhuoa T MSUNoYANS

o Witn 1.1 mﬁﬁ'lmﬁniﬂﬂﬁﬁ'ﬁzﬁugo i’mﬁamﬁsgaLﬁumm%wi’muﬁﬁuqﬂmmﬁ
RILEINANNYNAUDDIANAN TofuanusuRiazeunidsrasn1sinesdns

e Wtn 1.2 msfi"]ﬁ'uguamﬂ’nsuazmw%'uﬁmxamiaﬁ'eﬂu"lu'mn%'m andedsnsldinig
Uszfiunanmaufifenlunsivueinsuwnuzes§uims

KIUOQ 2 MSOIWUIBONAEINS

. ﬁ’;ﬁaf‘zﬁioL&%umm’oLﬁummﬂf\imﬁwaoaaﬁmtﬁamauauaomiLﬂ&"ﬂul,mmmaoamw
WIRABNLBINRENS

o vhada 2.1 msdmvinagns muﬁﬁ%miﬁm:mummwLquL%anaqmﬁ’ﬁm‘smﬁami
mmminiwamﬁﬁﬂLﬁumﬂuamﬂmaomﬁmLL@::?J@G@:ija Watatifnniennuanngn
2p989ANS lUNTUSURMIsENTWRBUL avaE N TIRE lunan

o de 22 meahnaunslUiiR oadearnduiusseniunuliinisiuingUssaed
\BINALN5I09BIANT

KUoa 3 MisoIduUgNm

o mnllEsunIeanuurnamaEdTafmue waznsldaeseannuladidunalnlunis
Fuitegnen

e ¥t 3.1 Lﬁmmmgnﬁﬂ muﬁﬁ%‘mﬁﬁmﬁm%’uﬁagﬂﬁﬁLLazdﬂﬁgnﬁﬁ wardsnsfiosdns
Uszfiuanufiowela analidiowsla uazanugniuzegnéi

o vhiie 32 AanugniWupasandn awisndndudivesesAns nsaEdbayugnd MTILun
NENYNAN LLa::m{I“Eiﬂ”agagnﬁw mmﬁl:fluﬁac\i’wﬁa&l‘[umia%wmm&’uﬁu%ﬁ’ugnﬁ'} %’aagj
Tushufiaaswesdod

KO 4 Ms3a MSJINSTEA 1Ia:NSYOMSADIUS

e Wda 41 mMsin mMsIaszh Ltaznﬂiﬂ%’uﬂ§ewanﬂiﬁqLﬁumsmaomﬁni ‘l@isfmﬂ”aga
LﬁmmmgnﬁﬂLﬂuaaﬁﬂi:ﬂauﬁﬁﬁﬁmTunﬁiﬁ’mwamiﬁ'ﬁLﬁumimaaaaﬁm Barountilad
nﬁnﬁi'nﬁ\m'r{[%agagnﬁﬂLﬂuﬁaé’mﬁﬂﬂuwmm 3 ﬁ'lmuL%"aamiﬂ%’uﬂqawamiﬁ']Lﬁu
MsnnaffumMsuUeiuISUATRR AR uazifsfumsldReinuainmamununans
9?'1LﬁumiLLazﬁagmﬂ%ﬂuLﬁsmLﬁammmmiwamiﬁ'\Lﬁum*ﬂuamﬂm

Kuoa 5 Msijoiduynains

o mniileaaEuslv uaziedumusEdairun

o ¥fD 5.1 &N WUIARDNTDIYARINT AN TR INNTTIUT AR SR N T UD B
YARINT Taafludrunilvreinsusmasnamas WRLIAANEINTNTBIYARINT

e WD 52 AWHNWUIDIYARINST 5134m’534mﬁugnﬁ1Lfluaaﬁﬂiznawﬁwmmsﬂ’mm
yaansuazFin

-




NI TRAUNWLZNR WinasAnsndulae 1 2555-2556

Kuoa 6 MsvIduNMsuuaNms

vinadiAsudodu “nsajeiiunsuinnig” WinsjoiunsufiRnisfinfauas aiusu
NSEINDUNANT U DBIDIANT

¥iate 6.1 SEULNIU U%’ﬂﬁdwﬁuLﬁmg:al,ﬁuizum'mimﬂLQW']: TIMTINITAIWANFUNUDBY
STUUMATL

Wido 6.2 nszuaUNsIee anudunaeivaNENNUSTBINTEUIUNTINIUAUTZUY
39U ﬁ’ﬁaﬁ{l’omu5\1mzmumﬁwmsﬁaﬂﬁqﬂmu

KUOQ 7 waaws

vuaniignusulitmenadesiunmsnwasuntastunaie 1-6 enscduliianadnsiiady

LASTINNZEN TUIAHARSILIUAYEIN 6 WA 5 Wale

Wil 7.1 WAAWSAIUNAAAUMLAZNITUIUNS HadWFaNMTTINTTaAEfurNadnS

FUNAANUTILRE HAANSAIUNTELIUNTT msﬂ%’mﬂﬁﬁuf‘fﬁmﬁ;wawmﬂﬂﬁzmi oot

(1) 89ANIINYTLAVANNAILINTUNT UL LENHRFWSFIUNTELIUNITOBNINNNARWS U
HARAUT lapanwizagnebeluaniwwlIadann1sliusnis wa1sdu3nisieaiiy
NILUIUNTT

) Lﬂuﬁoﬁwﬁmﬁm’mL%aﬂmm::mumiﬁ’uLﬂﬂﬂizaoﬁg\aqmL%'aammé'i“aﬁummaaﬁmv\hu
msa’aua‘uwﬁmﬁmﬁluﬂwﬁuua:amﬂm

3) ﬁmmiffnmﬁau‘lﬁlﬁmmmﬁﬂL‘%‘laommé’uﬂ’uﬁ‘ﬁomqLLazwaizmmwaé’wﬁlﬁmaqwﬁ
funsruunsUfiRnsuasnaniuni

¥iate 7.3 waé’w%ﬁwmsa,jmﬁuqamm gnﬁ’%’ﬁ[ﬁaamﬂﬁmﬁumiﬂmaowmm 5

vl 7.4 waswsfiunsihaAnsuasnsinAuguasdAns uaasIEaziBannNTuRn

waue9nsiesAnslunadnsiiadolvdamudiu

WMo 7.5 WRAWSAIUNITHULALARIA a"v’ﬂHLﬁuﬁ’aﬁaqﬂﬁw wnzidunadansgaiing

(bottom line) Ia9p9ANIAIU MY

onNsuAwn

aﬁmuﬁ’wﬁﬁmﬂﬁﬂé\’%’umsﬂ%’uﬂqoﬁmuLﬁﬂﬁﬂﬂ’[ﬁﬁuaﬁﬂﬁu LREWEIINTI1IAINN
FARURSULLINDDY “NITANANISAINANITAIUNT”

luoMMSIAAIIUUWAAWS

LmeomﬁﬁﬂzLLuuwaé’wﬂé’ﬁmsﬂ%’uLﬂﬁﬂu‘[ﬁaamﬂé’mmn%uﬁ’ugﬂmeaoﬁ’ﬁiaLLa:
FLAUANMNTNYT0IVDIDIANT Tnugedefadiarmuafiugiu dadmualassin uasds
fvuasne aasiadelunsianadns usnani n1saianisainanisedunisluinust
arfutlpglutieazuuu 90-100%

103

/




104

TQA Criteria for Performance Excellence 2012-2013

IUONONISQOUINCUA

Tunswssnena13rasuINTa Qﬂﬁﬂi%ﬂ’ﬂ\‘l’ﬁ'@ﬂ’l‘iﬁ’lﬂ’l’lﬂdLﬁﬂzﬂﬁv‘i’]ﬂatLﬁﬂﬂiuﬁ’)‘ﬁa
Lﬁmhﬂiﬁﬁﬁaﬁm%’mwi’ammanmauﬁaﬁmuﬂummﬁﬁo 7 wuamlﬁaﬂwaﬁﬂazﬁw%waﬂqm
aATS U YTRaLfipedavins B9 u IS suaznan1sAiLe U (Application Report) lnamay

v
(%

Formuanevnaluanue iy 100 winszay @ wsuatiunslng) wisanuels

a

1Y 70 tinTeane (8 msuaiunisaenne)

€

e e $2D,

Womludguiiueeenidu 3 s doil

(1) Lmeaﬁ"a\lﬂLﬁmﬁmﬁumsmuwﬂfoﬁaLﬂmﬁmai’aﬂmmwuﬁamﬁ LATNIIYNANN
dinlavadinsnes

@) wummensnauidalunim 1-6 (N5zuUNT)

@) wumenIneuitelunun 7 (Waans)

nsaauAaNBelUsEANSnaluiitasr1eg a9AnIAITENeBetUUINIIMTIHAL LY
(M1 194-197) éhe BeazeduiedesAnsanansnuaasiwiuivnsussquasmauiuygediey
fudarruazasidelsatls

oMU

1. walhsnosousheaidaalurtvdoinnurisiodannrumwikosdliidnonooin
wﬂfoﬁaanﬁswi’a@mmwLLﬁomﬁTﬁﬁagaTumummLﬁawﬁLLa::mmaU SR AN G
Yselgmilunsdseifiunuiog mﬁmmiﬁ'\mmLﬁﬂaﬁm‘ﬁammumdﬁ oot
o oo i 7-99)
o STUUNMIWIATLUY (Win 186-197)
o BADUANT (i1 163-182)
o mpdunainaumIEIte (W 114-148)




Favirdinzag

9

Wi TaauMwIAITR Wessdnsiluida § 2555-2556 105

sUlluuyovrogo

szinnvasiipyanie
SNIIUMATBIANS

ANNBLRDAITD Havide AZULUUDDIRITD Snsmavlusdad
7.1 waawsauwannNnuAlia:Ns:udums: J' ¢
wamsaidumsauwaantuvila:us:answagoons:uoumsiduoenols (130 A:iuu) NRANWS

Famnuaiugu

darmunalagsin —p
vaeiriousnidu
weazi3aenngg
AT

1szifiu
W0

ity
ﬁamwummaq

NN
fanduadie
. BUBAAWA
wardoiviua
Agdnlidaau
2. Tiduuzih
Tunsmeu
3. sryviseaduny
Anudanleg
fidey

-

T‘nﬂiﬂNamsmLuumiﬁa"ﬂﬁ’mﬁ'mwammm UszAnBranazlseansATNeaInszuIUNIs SINTINIZUIUNNSG

[ a wa o € o

fi19q mauauaﬂmﬂmanaanm nagniuaznsufiins Tasusnewadwisuunmananion aanguandiuas
SIUARIN LATINNLSTINUASRANUTIBINSEIIUNS ) i’mm’[mtﬂnwauamesunmwwmm..au
Tuaasdayauas sIsumAisnoumause UG

@

N. NAAWSATUNARAUNLAEATEUIUNTSTNNTIUANAT
9 ' a—

a0 o

i»ﬂUﬁ?‘]‘UuLLE‘l LLuﬂumaamaﬂwiammm‘wmﬂm'naawamimmumsmuwamnmm menmumiwumw

Rialal wLLﬂvﬁaUﬂuﬂ\ﬂﬂﬂﬂi\‘iﬂaﬂﬂﬂ’lL‘l.JuBF_I’N\L‘i WE\]E\]W%LW@]"]NLSJBL‘U‘JHUL‘VIEliJﬂ‘UWaﬂ’]‘iﬂ'ﬂuuﬂ’ﬁ’ﬂﬂdmt’ﬂ\‘i LLﬂwﬁdﬂﬂﬁauW
AnAn vm"VWlﬂﬂWElﬂﬂdL‘ﬂuE]El’]\i\li

2. waansiulszansuaraenszuaumsuinnas

/ (1) Uswawﬁwamaamsﬂgumms ivﬂUﬂQ?UuLLﬂ“’LL‘L!’JI‘HN’IJBﬁﬁl’l’lﬂ“ﬁiﬂﬂ’l’ﬁ’lﬂ%ﬂ’]ﬂmﬂﬂdNﬂﬂ’ﬁﬂ’]L‘L‘luﬂ’ﬁ
mum‘sﬂgumm‘maﬁmumuLLavnivmum‘s 5’JSJ‘V|\‘JWE‘]MH’IW IDULINT u,a.,muﬂauq VllMJJ’]»ﬂSJ
fuszAndna Yszd8ninin LLawu’Jﬁlﬂ‘i‘iﬁJ’Hﬂ\‘m‘in’Juﬂ’ﬁL‘].JuﬂFJ’N‘Li

\‘ (2) ﬂ’liLﬂiHNWiﬂNﬂﬂﬂ"l’JuQﬂLﬂ‘u iyﬂ'mj’%mul,l,ﬂyLl,u’ﬂus\l’ﬂﬂ\‘iGI’]’Jﬂﬂiﬂﬂ?'ﬁ?ﬂﬂﬂﬂﬂmﬁﬂdﬂiyaﬂﬁNa
?JE]O?”UUGWHLL@“’H’W?LﬁliEINWiE]N“IIE)\‘iﬂﬂWu‘VWl’N']uLNE]LﬂﬂﬂEJW‘UG]LL@"’J’]TJ“’QﬂLQuL‘]JUE]EI’]G\li

a wva

A. naawsiunsihinagns lWuin

nadnsvnsiriaviemiiafididgrssmsussanagnsuasunliRnareseedng amisnIsiouazianag
ANNLEILNTITDIRNIIAUSNANYBIBIANT (core competencies) tupENdls

ANBIHIR:
q N ' .
N 1 waanwsneauluiide 7.1 asuaassssumand s lEdmsun1siiessiuasnuniunanis
afiunszesesans (Wide 4.1) u,ammmimmwmmmmﬂmm’hﬁ (Wi 4.2) LLaJImiJuwumuTu
m‘mgummiLwaﬂsuﬂ‘mwaammumimmuanm (mma 7.2) WasMUNISULALAaR (Wil 7.5)

mnewg 2 waansiusdatuiuaznszuumsiissenluiide 7.1n. msdealssiuanadisniavisarinaia
wisraegnéaaiiszylflulassieedng [1.2.2)] Tavdwdemusssumaiswsnlfluide 3.1
uaz 32 Friandedtamsniimansususiestiinanoaaisameogndn iy Tedtseq fiasy
Wludio 1 2edlaseinedng vanewme 5 uasiiade 3.1 nanawg 2

vewmn 3 waawsiasaluide 7.19. msreuaussdaimuaiisndlunsufifing maitssylilulaseins
89AN3 szl 6.1 uaz 6.2

naewme 4 GT';i’mLLa:ﬁ’q%’;’mﬁmm:ammﬂa:ﬁw%wamaani:mumiﬂﬁﬁ’ﬁms (7.19.) 81AINTNNANIIATIANDL
NSEINDLTITULIAT LAZNSEANSURRAATUT USNT LAZNTZLIUNITIINANEUBN NANTAIUNNTTEY
gasnauuasiusiing wadwiuazdninisadrouianssnzeawdniog U313 URLIEULIL N1Ian
ANNTUF UL DIRNBAULIIUNETULAZNITIIRUN AN B LI NMIUTUYT9N19219899U N3
uJaﬂuuﬂammmu’ﬂmmimnmLLa nmmauauaﬂumiﬂnmams’ﬁﬂu‘mma”anLau LRENAAWS (1
nmadiaalondesauiivineu viansndoundandug

o
o

NBWe 5 s Taveshdfansussguaunagniuazusulfiifing (7.1a) msmizacitingUssasiideanagniuas
dhuseaediitmualfly 2.12.(1) LmemmmimLuumiLLauwawmmmitﬂwaoLquﬂgmmiw
seyl¥lu 2.2n.(6) uaz 2.29. mua1y

NN 6 N1TIANANIIANTUNIIAIUNANAUTTURE 1/5/‘7775’\7’1ﬁiﬂadﬂﬂii’llﬂuﬂ?\ii’f’lﬁ\lﬂﬁ’]l?’ﬂ’l\m1’7\7 2199n
ﬂ’IWiJﬂTﬂEIALWéNFﬂWWiJ 9\7?]775.‘11/9]?7@41’75’\7714“57.‘:77£/\771JN5’\72§?1JW??/E]UW?£/

@@ﬁa%mmﬁmﬁmaaﬁ'gﬁaﬁuwﬁﬂ 142148

o\

darmuasieg
mﬂummﬂmmav
UszifuRanan

v

anpng
S MFUBIANT

<+ Taiugemuannls
(dpdea)

| waasntihfinsunemesuiaNAnTaeiade




106

-

TQA Criteria for Performance Excellence 2012-2013

2. MAUINPIBMsaoudoMKUQUODRIJOCD?)
sUnuureside uaaslidusuieg saeiade unum wazfmumisposusiasaiu

fadassusedasosihanudilafeaiuguuuuiidauasderimuasiaeg fegludsidu
Wseu (Q3Uwtin 105)

o A

mlmmqﬁwﬁaﬁwummLwiazﬁﬁ]aﬁbLwamﬂ‘iﬁﬁﬂaﬂi:Lé’iuﬁmsmﬁ UANINNU

o v

HaNAsfuTNianIssumeiueinamineviids (i 114-148)

-4 1 L [ % 1 @ ‘ ” = “ v &,
Lﬂm"ﬂLLW@tﬁ’J‘IIE]IﬂiUﬂ’ﬁQﬂﬂQNLﬂu “NITVIUNT” (MUIA 1-6) NIB “WRAND” (VNIA
7) mudszumzasEIumATifenIs uwmnisnesuidsluning 1-6 aglunmit 107-109
LLatLLU’)V]’W\m'ﬁGIE)‘]Jﬁ’J“ﬁE]TuWN’Jﬂ 7 ag”[uw% 110-113

Farmuasieg Tuwdasidesgluguuuudinoin Yszifuiiansaneaiivaisdiniy
mansneeg teduusiidnlasgedesuiindosnmsssaumanslsting HNTATAITWENIN
paumaNainaluidedy wilisnduesusnmeufiasmoin wazenasinn1Ineunaiy
Aol ifuiasanifsriudunguauanumanz s

3. msswdoiuomomsiiasiuu

msUszfiuAmmaumuiidanssuIumsuazNaans e ununiusdezenamisinm
WA NMIWRTLUY (11 194-197) uwananaiadaiviualuiidanszuiuns »ule 1-6)
W& uwmensliazuuudeiianuaAwiussduauanysaizeduuinie ANATBLARN
299n15618MAgn1sUHTR ANATEUAgUILAzIRfeTaINIsEEuS waTNITYINNNSIY
a9ddsEnaUdus TusTuUMITANITHANIIATINNT

4. mAWINANUKINEYODAEANY

Al lunusioafaunINELANAINATIARANNIATI LRI BM NIRRT
Tuaedns midadulfassosrudindslalussudned ((;l‘;\‘]l,wi‘ﬁﬁﬂ 163-182) N1991NAN
L‘ﬁﬂwﬁma"lf’:amha‘(ﬁaaﬁmﬁ'am'in'i::mummazwaé’wﬁmaamﬁnmﬁ@mwmzLﬁuﬁ”’a
meluuazneueneasAnsldetvgniies

5. vamlAsosoovrns

Iﬂidiﬂdﬂdﬁﬂﬂﬂi@ﬂL%Nﬁu‘ﬁL‘mJ’]::NNﬁQ@Iuﬂ’]ﬁfﬂﬁﬂiﬂﬂdﬂuagﬂﬁiLLatNafﬂ‘iﬁ’]Lﬁu
o Tassswevdnsazrenniiodnlaludeiiiedosuazddniigasegsia/fanis Wusha
WATHANNTAIUNTYB99ANT LA 89AnsHlun1TUseifiunuLes vjjé’mm%ﬂu‘lﬂumﬁﬂﬁﬁ
LONEITINBIUIBTNITURENANITANTUIU LLa:v;ime'ﬁzLﬁuﬁamﬂ‘[uLLa:mﬂuanT‘%’[um'ﬁ
A3z LU 3’151@&551@@34lﬁuLﬁﬂfaﬁ'ﬂmoiwaqﬁniagTuwﬁq 114-116




NI TRAUNWLZNR WinasAnsndulae 1 2555-2556

IuSNIYMSsaoURDJolurkuoQ 1-6

wiidinaunasgoiunadwin1sailunsNa1AyI8989ANT WARNIEAINAANSLDY
@mﬂ'wmaﬁﬁuﬁﬁaﬁ’ﬂmﬁmﬁaﬂmn fiintdlty 81a9AnINNaaNS LA vSaNsnIIn1s
Ysudgedningudsviossdnafiiisuidesiuls asdnsdndudoadrlafeanvgin “vila

9

a

2 &

Fouiniy uwazasvin “azls” Lﬁal,i'amiﬂ%’uﬂqﬂﬁﬁ%u

waszasiidsluniin 1-6 fvualiiiieddedunszuiumsfisdufigazeseedng

dawaﬁian'ﬁﬂ%’uﬂqowamiﬁﬂLﬁumima\amﬁns\lﬁumﬁqﬂ u,a:ﬁw‘tﬂgé’quﬁwammmiﬁ%ﬁu
NINRALY

mﬁﬂaﬁﬂu,a::mi’[ﬁﬁagaﬂauné’uﬁuagﬁ’uLﬁamu,azm’mﬂugmﬁmmmia%mﬂﬁﬁa
WU penedd Ml pvAnITeAImauTdeneg Taawiussaumazasnszuaunsiadyu
VAN ANNLUINNNITIAVLATNUNIURIS AU A LU

1. hAWKNaYoLANMU “ognols”

Tunsnauiidelununn 1-6 fifidain “ag9ls” p9AnNIAIIABLAIDINGINGIIFE
N15ULEUEENINUMATEINTUIUNTE AAiuansfisuuInig n1sanenaagn1sufiis
N3EEUS LATNTYIANT (@'ﬁwumﬂﬁﬂumu Yitin 186-197)

ARBUNTIAENTHUNARINA1INTDAIRB AL ILAENMBE eIt gnUsElUdn
“darsaumatiounasfniau” (Anecdotal Information)

2. IhAUKLNaoLANIU “otls”

¥
a

widielunnan 1-6 fdaw “arls” oy 2 wuy il

Anwuu 1 unsontivassumanuguiiediunssuIunsiaAyuasdunau
NIeEUNIT NMIRaULFLNEIn “Tas” u‘fluQ%’uﬁmaumﬁvﬁm:‘[wﬁﬁw el laitiNeawa dvis
m3dledevselWdeyatlounduls

Aaauuui 2 Wunmsanieasaumaiiieidseiuna TgUszavd Whiseaen
WinfIaiadyTavnsinTinde “ozls” Moumardmmuausundie Wesdnsuanslfiiu
anaaaadasllunwimaisiuuarnmsysannisfuzessruunisdanisnansfiuns
FIDE LT Lﬁaaaﬁmﬁmuﬂﬁ’mqm:mﬁ@onaqw%ué’a WNUUJURNNS fMANan1IaiuNIg
waznaswsuesafisenulilumne 7 fosduiuiiuinguszsediBanagniiasy e

107

/




108

TQA Criteria for Performance Excellence 2012-2013

3. osUadBMscitduMmsyovovrns laardviviusnmvia:dodoinaciolld

wans G eidiussuy

wuamsifuseuy de wwamnaiuldgls LLaﬂ*’ij’%’agmLazmiaummﬁﬂﬁlﬁﬂmi

Souj wiaananaléin wwmeianuduszuy Weuwameduiinisdsydiu fnns

Yiudye duimnssy wazlinsudeiiuanaisiuegson Foazaomaliuuinotiug

3:ﬁum”mauymimn°ﬁu

s uiomsthenangnsUfin

m'ﬁauwmﬁLﬁmﬁ’umsmﬂmaﬂgmsﬂﬁﬁﬁﬁu aagUfimaihuwmslu ikl

WBUENg TavavAnIndnls Feermiauslinsrdutulaeldansg

uaas¥uionsGouj

NILUIUNTANT AITIINNITNTUTERULRzNTUTUY e AN DN FDBINTS

wWasuwasiuuiintlan m‘sﬂ‘%’uﬂqomzmumsmaﬁm'iLLﬂoﬁuﬁ’uwmmmﬁm

ma\‘imﬁmﬁmm::amLﬁaTﬁLﬁmnﬁL%ﬂu;'iitﬁumﬁm

uaas ¥udensysanms

miy'mnmiLLaﬂoﬂaﬂuaamﬂﬁaolﬁTuLLu'mwLﬁmﬁ’uu,a:mmnauﬂﬁu FENIN

NTTVIUMT UHWU fTR MIUATRMT uaskadns devihlviAedssdninwuas

U3 ANSHaTBIDIANT

Ltaﬂa’[ﬁtﬁuﬁams&jaLﬁuua::m'mmL&’uﬂafn

MIULEAITNNTHITULRZAINAILE LAY Fourilediedadndty 4 Yszms Ae

(1) 1A5931989AN3 mﬁzﬂﬁ"ﬁ’mwu'jﬁaﬂiﬁwﬁdﬁﬁmﬁamﬁm

(2) ¥R 2 MINNUNULBINaENS TnteTngUszaeABonagms wnuUfiRng uas
ANTIOUSHANTDIBIANT (core competencies) AITHARS LAUBENIIAUTAT
ﬂ‘szl,ﬁuﬁsg:mﬁumnﬁqﬂ wazadunghmatenaagnisujifvssqualdatiels

(3) AaduunTieassinasmanumuluszsussdng (hide 4.1) asuansisnisi
29ANIIATITH LA NUNIUTITFUIAAEIRUNAN1TAT USRI UAR U
ANEATY

(4) vm 6 nMIyaiunIsUIRng ATLLERY AU D LA UTATIL AT TE UL TULRE
NTEUIUNTVINUATAMNEIFYABNANTAIUNAATINYBIDIANT NITUERAY
ﬁommsgaLﬁuLLa:mmmL&’umawaaﬁﬁﬂuwmm 1-6 WATNISARMINGIIAT
Andasiurasiideluning 7 A HUSUUFINANIANTUNTIBIBNANT

aaudarvunvasindasinet Wasysal

fssumaiiznavvllaziadnduanuunniasiuszuunisdanisnanisediunig

POIDIRNT I B9ANTADIRBUUTLIAURITAUNNNUTLIAY NM1TRBUAAINUGRT

manludszifiuiasaneranauneniuvdasaniui e




NI TRAUNWLZNR WinpsAnsndulae 1 2555-2556

4. S1050RIIOBUMUANUINLN:EU
Amsulundazidonrsiinuauysailudessnniigavinfiesfuld agnelsfinm
ﬁﬂmaummLwia::ﬁﬁaﬂﬁaﬂfuméu%&oﬁuLLa::ﬁ’u sty FemslEinnsdeBermauluridiadue
ANNAIN RN FNUNUNSNEIT AR TaUmAN TUnsdfonan) T3 Us1aUmMATEY
nszmumsﬁd’qﬁfylﬁ’luﬁaﬁaﬁﬁmmmwammﬁu f0dNITU TTUUNIRNRILILALNTEBU
Jpp9yAaINg ArITeuegvardualiluiide 52 wasvndasnainfeEosnisimuiuay
miL%'wfﬁﬁn‘[uﬁﬁaSumﬁwﬁoﬁﬁa 5.2 TaglidasadunosoazBunt iy

5. 3sUuuins:53U

puRnsfiaAssuTeTarstdided 100 wihnszansaudifmual3Aliselemdnniige
wazinauasnsaumalinssduloaldunugiuaaenislnazesu (Flowcharts) manguas
ﬁ"rﬂ”aﬁ'?uﬁ (Bullets) NM5317031uuntin ki 100 vitinseans Wietsdulwasdnsiansandeie

I |

ﬁmﬂcqum‘[umiu%mﬁﬂmimﬁmua:ﬁ'}ﬂmuwaé’wﬁ

109




110

TQA Criteria for Performance Excellence 2012-2013

IuSNIYMSaoURDJoluKUDQ 7

nUUNRENSITUE ALY FITEUWA WU LREFIBENTLEAYTINITIIBUF I
waa"wﬁﬁﬁﬂizﬁmﬁwaLLa::mmaugmi figail
1. UoiuwaawsmscidumsyovooAnsiahArvnaa
m'ﬁ']Emuwaé’wﬁmimamqm'iaﬁmumﬁafwﬁzyﬁqwiam'maﬁL%amaaaaﬁﬂ'i AN
uwaaslFaevsudaud ulaseseesdng vuiamaiesdng nManumuBnagns Mgy
aNAN NIYITIUYARINT S’JNﬁGﬂﬁisg:OLﬁuﬂ’liﬂﬁﬁﬁﬂ’li

2. RnowahArunudornnuanaAty 4 Us:msyooiuomomMsiRA:IUUINOMSSIEDIU
wadwsnous:answa
o sEuNanIsAiuNg AT Ulueseidsanuvane lFdnIEy
o WAlEIN WOLAIAANINTBINARNS FRIINITWRBULYAY WATTOULTATBINT
aenaagnIsu)un
o MISuuisy WauaaswadnsidawSsufisuiuasdnsduiidanunagamansas
e MSYIUINNT L‘ﬁame'jﬁﬁmﬁwmuwaé’wﬁﬁd”]ﬁngﬁy’mm LLa:ﬁi’ﬁLLunmﬁun@;uﬁﬁm
1 (u AINNANGNAT YARINT NTEVIUNTT LLa:mg:umﬂwﬁmﬁm’ﬁﬁﬁﬁty)

3. ldavdoyanudiiuaaoasovanNiMSaamMUIUDILU

LLﬁdﬁlﬂJﬁﬂﬁﬂi"}ﬁ’mmanm%uﬁwaaﬂ”agauuﬂﬁu Lm%ﬂﬁ"ﬂﬂLLﬁamiﬁiagaﬂ”auwé’a
aﬂ'wﬁaﬂmmgmﬁm;}aLﬁ@TﬁLﬁuLLuﬂﬁmﬁ’mwu fnsunadnsUIaSase1afasLaadua NG
#dvIanInnaa

wwalds vanedle wamssdunmaiiuanuefinuazagiiu Tealisaunsmensnily
UNAR UaNaNil FnafilFuaasuullnigpamansanfusIausaziflgseeuls

fmsunaansNadg winasfebiviuunlfianawSoufisuidaauiny wiads
eudoya v Adl s




NI TRAUNWLZNR WinasAnsndulae 1 2555-2556

4. BsUuunns:B3U 15U NSW 18:1S0

wasnSsdulngenaiauslugduvviinszdulasldnsiwuazaisns dearsiidays
TwazBoaislFulanalivie nadwsiuaasenussiiaslurananlanamilmiswisudioy
fupednsduals “Usulddugudeatu” (dud maduauslugudassmdmsudoyaid
ANLANANTBITUA)

ABE9LTU mssﬁmmuuﬂﬁummﬂaaﬂﬁﬂLﬂu'«ﬁmu'ﬁ’uﬁwmuﬁﬁgm&lL&’ﬂﬁimﬁmu
WNIIU 100 AU %ﬁmwwmﬂmnn'jﬂmﬁﬂﬂmuﬁi’ﬂmuﬁ’uﬁwmuﬁg@Lﬁa\lﬂﬁv’awm Tae
wzdnTuiuninauliaeilugisnaifiseeuna vielunsdifiesdnsfinnswssudiisy
HaAWSTUBIANTAUATT UL UE T

5. ystinmswaawsiidiuidom

Tuenasseuismsuaznan1saniiuey miﬁﬁwa%mﬂmﬂwmﬂ@jﬁ’uwaﬁwﬁﬁuﬁ
Tufiieatu sednsarsedurevnuuilidninmswdsuntasiifideddy lidarluguuinvie
ANUAL

uananil aslddaeiiuldseandesiuide wu Ul 3 Tuiide 7.1 aslddiae
mAvguUdu 7.1-3 (@ﬁaamﬁugﬂm'\mamﬁﬂ 112)

ADENNTINHTEY 112 LLamﬁo"ﬁagaﬁmﬁmmaﬁwLauaLﬂudauwﬁwmﬁmauﬁﬁa
7.1 NAAWSATUNRANUTLLAZNTZUIUNT

Tulas9i19pvAng avAnsldiszydn Six Sigma WussAusznauiiardnluszuuns
Usudgewanisdnilunis lesfizesdedoduniisdudiiafiddydvide (Defects per
million opportunities)

111




112 TQA Criteria for Performance Excellence 2012-2013

51 7.1-3 IRENERGEERV L]

(1}

i a | EREhECY
50  Z nARTN .
45 R 000 0.

40 [ —— Aifisuifsgazaulan

—— IANIIAETIN

—l— fudsniinefign

PagLREAaa UNRUIE
wW
o

20 [——

15 [——

10 |——

CAl B v

2549 2550 2551 2552 2553 2554 2555

nymdenafusseeiislunsnenunaldfaauiasiUscansna ool

. ﬁmﬁ::qéhLamﬁﬂﬁ’umﬁwLﬁaéﬂaé‘oﬁﬁmﬁam

. Tﬁﬂ”agmmazLﬁﬂmmLmuﬁu’\aﬂmLLnuLLawmﬂ’a’mama“B’mwu

. ﬁmmams:ﬁuuazLLuﬂﬁuﬁagamaoéfﬁﬂwami@ﬁLﬁumsﬁ@fﬂﬁ’zy 5 VI NBHR)
AUV

o LaAINAANSIURIA MR T

. gnﬂsﬂ‘ﬁmLLmﬂﬁLﬁu'ﬁmLuﬂﬁuﬁLﬁuﬁmﬂuﬁaﬁﬁﬂﬁuﬁﬁmﬁ

. meﬁagaLﬂ%ﬂmﬁﬂuﬁmm::auashoﬁ’mwu

o WWBINIHET p9RNIEINITOLEA RN AN s Rna ke TuE BN AR T 3
Yszan

. ﬁm'ﬁmﬂmsmiwam'ﬁﬁﬂLﬁumiﬁﬁ'%’uﬂqﬁﬁﬁ%u iauﬁOﬂﬂiU%’uﬂqaaﬂﬁoﬁﬂLLuw%a
fnsclanludl 2554 WafsuiunanissdunsfidusnsessBHAATUT 2. doya
Hamasedueiivnsudsundasedeinnizlen uazenadeindunaainnsEou

SnaAyIINEBRAATUA N,




NI TRAUNWLZNR WinasAnsndulae 1 2555-2556

fhageAadunenTwiatislunsfanuuuImens Rz uul (1t 196-197) @atl

wamwﬁLﬁumimmqmmmﬁnﬂuﬂaqﬂ’uagﬁuitoﬁ’uﬁLE'iEJu %ﬁﬂ@ﬂlﬁaﬁnnﬂiLﬂ%ﬂu
Lﬁﬂuﬁ’u@wiﬂuqiﬁmﬁmﬁ’u LL@tﬁ’U@jLﬁﬂmﬁws:éfﬂaﬂ
wamsﬁi’wLﬂumimmammaaﬁﬂmamﬁaLLuﬂﬁumsﬂ%’uU'gm‘/’iﬁLtazﬂ"oﬁu
FBNRRAUT . ﬁLLuﬂﬁumsﬂ%’uﬂ‘gaﬁﬁﬁu Tawsnendaduen n. ufirdiunans
ﬂ"uﬁumﬂuﬂafgﬂu wRAIBINANITATIUNTAF LR SEY (2p9LRBdpduniY
Uszanm 5) uazfuuaiafindusoust 2550

SUHNAATUN 2. ﬁmiﬂ%’uﬂqoﬁsmﬁfmdﬁ TmﬂﬁwamiﬁwLﬁum{[nﬁlﬁmﬁ’u@maﬁ
Lﬁaﬁqm‘[uﬁqsﬁ'«vLﬁmﬁ’uLwisfl’omwé’amﬂwﬁmﬁmﬁ n.

ABRARAUN A. %aszq‘luswmu%%‘mma::wam'whLﬁumuduﬂuw“mﬁ’mﬂm
Usngilgmiienfuvesideluge Lwimmmini'jw:ﬁmﬁﬂ%’uﬂ'goﬁﬁﬁu (99AN3
mﬁa%mﬂﬂcymﬁLﬁm%ﬂuﬁhoﬁuﬁaﬂﬁﬁuﬁ)
avAnsfimamanisaiivnisanaszasdnszeadelunnarawdaiom sesdndud o,
fpeinmadsudgeidmasniaeniadusiaug sednsmanisalitaewdasu n.
arussgdhnany Six Sigma nelull 2555

6. SdvluomomsiBA:iuu

MsUszifiuAnaurasdaluvain 7 asRansandeivuszasindauazuuiniensis
Azuul Felianuddiussiunan1saiunisanaduade Yediduseuudl
NRANS ﬂ”agmﬁam%ﬂmﬁﬂuﬁﬁ’uﬁuﬁﬁu migﬁtmn'mJmaaﬁﬂsznauﬁdﬁﬁ@mzuumﬁ
IANIHANTANTUNT UargaudezavnTTUIuMIUTIY oty aeAnIAIdBsRaTANTILNT

WRZLUININS HATIUY (BT 196-197)

113




114

TQA Criteria for Performance Excellence 2012-2013

AOSUNEINCUNS1ERDTO
Insosvovrns

1A5951989ANT LEAY HAUNNTINTDIDIANT 1ATITNDIANTLIUBNTNRN N IARDNGY
N13AINUTBIBIANT ANNANWUENRAE98IANT anwiAdaNEIuNTUTITY uay
VIUNBINREnS '3334‘1713\1LLu'mNTuﬂmJ%’uU'u;\iwamiﬁhLﬁums TAs931909ANTUEAILSUNLD
Tt laseAnslunsfiansansneedsnsuasnan1saLlueu AnTedsziliusianunw
wisnfesldlasesvasdnaiaaianudnlaieslsfissdnsliausidn sanioiadii
wardnaFuANNEFTaYETauImATagAnTUaue T lunuan 1-7

TasesvasdnTazyinlkesdnsdnladindaierfuiiasonelunaznsusniisdy G
fruasnwIRdNunssiueny Tadumai ldud Wusha Sduied Adon anssous
NANVDIBIANT (core competencies) ENWLIARBNFIUNITUINTY ANNTIIMBLAEANNLE
wWisuiBanagns nansenuAdsn1sdniueunaznisiadulazensdng dedu Tasesne
avAnsazteiesdnsdnlalaadulunsunaasniseiueu Farmuaiddieldussawa
Ef’]L%Q"IJa\‘iﬁqiﬁﬁ/ﬁﬁmﬁiﬁ’:\‘lﬂluﬂﬁﬁﬁuLL@:IuBu’]ﬂm uazANSIEUDDIDIRNT TINTIANEBIN1S
Toma wasdadninfiinafassuuNIsTANITHANTAHINNTTIB9ANT

1. aNBNu:OYANS: anuvnuNaANYUOLOYANSADO: IS

A

Y

Widafinanivanus LarANNENRUS IR AN EINAFDENTNULIARDNTDIBNANT LRZE

ﬂd’]’Jﬁx‘]’it‘]J‘]Jﬂ’ﬁﬁ’]ﬁ‘]J@LL@E]\‘]ﬁﬂ’i @ATINTBIRTRN A N1TiUALSUNEMSUBIANTILAL IH
ANANS I UNITAD LD ANUATDILN T LUNHNIA 1-7

dpaatnm
o MSIEMANST Wi “l@asue” “Aapim” “Ausha” “Afln” way “aNISauLvan
29989ANT (core competencies)” HAMNLANANAUIUANLARLDIANT UNBIANT
analaldgmsnt agwlsfiony svdnsnisinnudnlafidaauivisiifianusd @i
ADBIANT VAWATBINITAIDELTBIDIANT LLazm‘wﬁ0311’1'3::ﬁug@ﬂ”aom'ﬁﬁmaﬁnﬂﬂﬁ
fNauUIAR mm%’mLﬁmf‘zﬁ;zmﬂﬁmﬁnsﬁmﬁuﬂlaLLam‘"]Lﬁuﬂ13m1uﬂaqm5ﬁdowa
NIENUADDUIARTBIDIANT




NI TRAUNWLZNR WinasAnsndulae 1 2555-2556

o 11 la289ANNHITULATAMNEINITO IUNTULNTUEIBIANT AD NITAVIUARNTIOUS
NaN20IDANT (core competencies) ATALRULAsAANNETaotNvdasuiluEoy
FINA NNFUNENTIOULNANTBIBIANT (core competencies) WIHatawinnzay
zaFvanulaneulunain M faNIIauLaNTaIBIAnS (core competencies)
MiudafiamaBenagnivilinaanuldwioudnagms uwarnmadndamindfunis
Juadududsznauluanssausvdnaaseddns (core competencies) FL2E
aﬂ“vagummﬂ"aﬁu

o amuwindendungszboudeiieduviasdnssfudesfiRmulassananseny
Aadsnsiiueuzaeesdns anndhlaluEasanmiadansenaidudeddnly
nadindulalunsufiinnsuasluBenagniednefiuseandna uananiu el
aoﬂ’ﬂﬁzq‘lﬁ’jwaoﬁnmﬁmﬁﬁLﬂumimuﬁaﬁmum%uﬁfwmﬂgwmﬂ ngsviiay
dorfedy uazanaTs LR viefinmsdilunsiimianitdarimunsiieg Setisuanis
anuifupadngdiiin

. aaﬁns%uﬁﬁﬁizuumiﬁﬁugLLaaaﬁnsﬁﬁwuml”iLﬂuaemﬁimmzqmmé’uﬁuﬁﬁ%a
mMspnulisgedany Fofu 5\1651Lﬂuﬁaaﬁmiﬁmuﬂwﬁﬂﬁmm@’ﬁﬁzoﬁ’uga AL
nIIuMSMAUgUaRIANT uazavAnsual (i) aeetdiau Anududassiazay
FURAYAUIBIAENTINNIANAUYUABIANT smfudssidunarsunfiddalu
Tasea oM amiuguassAns

. TumtﬁﬁQdouauﬁwmmﬁd’ﬂﬁ’maﬂwE‘iﬂumzmumwﬁoq Aardnlunissiiy
gana/fans wazlumssnelinianmsussganuliuseudoudeiuadnedsiunns
DIANT ﬁaﬁwuﬂmmmﬂﬁqﬂmu 2193 INTINNTRINELTiRTINa M aTUNaY A
Havigu Fruunineuiliasi mnusRsalunsidenareanuuy uinnssNdu
NITUIUNTAIDRANNTUA '5’;uﬁ“\amiwﬁmw%mﬁmimummﬁmmimmgﬂﬁwLca‘ww::
318

2. amomsnigovoorns: amomsniiBonagnsyovovAnsfioo:ls

AT

ﬁaﬁaﬁﬂdﬂﬁoamwLLfmﬁauéﬁmmsmioifuﬁmﬁmﬁwLﬁumuagj FAIDIANNTIIMBLLAL
mm‘lﬁm‘%ﬂuﬁmnaqwﬁ’ﬁﬁwﬁn&l Lmzé’aLﬁuﬁaLLu'mN‘i?‘iaoﬁnﬂ%’[umsﬂ%’uﬂ?awami@hLﬁumi
suuﬁamzmumaL’%ﬁufﬁszﬁuaaﬁm LALNIINIINUIANTIN agmﬂizmﬁmaoﬁﬁaﬁ A N3
anudnlaluanuimesidyresesdng wazdinlaszuulusednsiasadonasineany
TewSauBantedu

/

115

TAspsvovANS

AOBUE



116

TQA Criteria for Performance Excellence 2012-2013

Jadann
a @ o a & =
o anwnjluBesyauds gz TemalunsUiudye uasnmadivlasesssdns §

AMNINTUBL1EIADAIMNRISALAZANNTIHUVDIDIANT ﬁmmwﬁﬁ DIANT
FINTONIAUA (1) WAASUT NITUIUNIT SNITTOUTHANDDIBIANT (core
competencies) LLa:@mé’num:ﬁﬁwaﬁiawamsﬁ'\Lﬁunﬁ%\nﬁué’ﬂumzmmmm

6 \ d' o U [ 1 6 n:l' Y nl' 1 L% 6 [ % U
9ANT (2) RNV lvaednsuandivanasdnsdu (3) Avfitelfasdnssneianulé
WisuBeudetuldoenedoiiu way (@) feiavdnssiosimuiiasnusmuisiunain
pENetiU YIaaZ AL UG

anadnlainguisinlas fdwiuisg wazdnuusiiddyesduis Wuiedu
atwdslunsimuainezladuanaldnZsududsiusaadnslugsfauaznan
aoﬁm%uﬁwﬁmmLﬁﬂaaah\‘lﬁn%ﬂuﬂmwLLamﬁauﬁﬂumiLL?ide’uTuﬂﬁJqﬁ’u S FVRK)
adusingg finasonansdiuulszdiu warnswisuwasiisduiiiady

wissdayaiBaIsuiieuiaziBaudedu m%wﬁaﬁaﬁﬁmﬂuqiﬁa ASZUIUNTABY
WEN 91891UU5E N T DU ENNNTULAL DIANTNAITU n3Useyn (Conference)
w3ateluvinediu LRZNNIANDANINNTINGNT

msﬁﬁLﬁumummaoﬁnﬂummﬂﬁﬁmiLL?JofJ’ugmj'uTuﬁa'«gﬂ’u VNILAINTY DIANT
ﬁwé’\nw%fyﬁ’m's'mﬁwmﬂLﬁanaqmﬁﬁﬁiowam'ammmmsn’lumﬁ’ﬂvﬁzé’uwami
plun1Tegeieiu wazsnelidennuldiussuBonteiueeeaddng AT
wand 9195 WTIAUNUMIANTUIY (1TU THR WI9U w‘%aamuﬁﬁ”’amagﬁmam%)
NIV ILRIINAFITEIARIA NIIATUIINNIDATOLATDINANIFIILALBIRNTLOILAL
Tapgudy anziATsgha ﬂuﬁ\immﬁumumaaqﬂmﬁuazLﬁmgﬁwﬂaoﬁ\ﬁtﬁu
Viovduuazszsulan WIIDIINDIADBIGING NMIULEUBHRANUT NI BN A WNY
nswasuudasadnsdunaudiumalulad wiensilguasinidingaaa uanaInd
p9ANTBNA B AUAMNT MBI AEITUAITRIIN 371909 LLaz%’ﬂmqﬂmniﬁﬁ
AN LY

naldldeseundansnidasnisusuwasumaluladoenednuun %ﬁ@ﬂmwiaﬁ%mm
Tunsudsiunsenainveeasdns daduauiimeifianuddyededeiianatin
Fu egrvlusinmesnistsuwasumaluladogiednuun Wy aexfiamessu
yanafianunuiiaIosfianidia Insdwidefefmdanunulnsdwiihuuaznsdwi
815130 Lﬂ%‘la\ﬂﬂ/}iﬂ’ﬁ‘ﬁLLﬂdﬁqiﬁQﬁ?’]ﬂU%ﬂ’ﬁﬂ'\‘iLaﬂﬂ’ﬁ LazannanedldnnIainauLas
foduoanoaulatl (Social media) Avine3Sn13daanssineeg nnuszinn Jagiu
mﬁniﬁmd’ﬁwamwanéauﬁu’\‘imﬂuua::mﬂuaﬂﬁ;sﬁ%tmmj’]Laua i lHduny
mmﬁmwmdwﬁu‘[mw:LLinﬁquviﬂﬁasza‘flulﬂlﬁ




NI TRAUNWLZNR WinasAnsndulae 1 2555-2556

KUoQ 1 NMIsUNovANS

PNIANITUIDIANT nf\inﬁﬁ%m'ﬁﬁQﬁﬁté’ugamzﬁﬁLﬁafiﬁ%mzﬁﬂﬁmﬁmﬁmm
98U NIiruedNeTiAl Ao LAZN1TAIANIINANITALTUNITYDIRIANT 1as AN

o aa P

SRlal wnmﬁmswﬁjﬁ'ﬁ:ﬁugoﬁamsﬁ’uqﬂmm wIna$evinseanudugi fauswlunig
Boudsciuesdng Wanfirlusuias nsviiiinan1suiin19eg19a3999 uazadae
vsssmafdaasNIFiinnsUsewg AUjrResslaSusanuas Nan1smlunsaie visndl
fosmfvszuumamiiuguassdns uazisnisiesdnsldmoussqradiungnans a3us3su

warANuRzaUsdIANiuNNI N TN TETURUTNEURR A

1.1 msthovrndaawins:augo: wihs:duaouhoorinsoenols

AL

'
v v v o

WiteatinTayssdudssiiudAyasannsuiaTa Ui ssAUge TINTNIBN1INgUN

Y
v

seugeimuaLazeaTidevirmilazAdonsesedns uazihedeudena Ui wde

Y
sjuitiufonsujifeusevinssdugelunssssdaiwldesdnsfinanissniiunsifagng
Sedusiunssfaiiugsia/Nanisuazgnén

il
dpsanm

. ﬁaﬁaﬁs&oLﬁuwmwf\fwﬁcymmﬁjﬁﬁzﬁugﬂumiﬁmummﬁﬂuLLa::ﬁﬂma n380813

mia%ﬁa@mﬂ'ﬁu,a::v‘ff[ﬁLﬁmmmauqmm@mmi:ijQﬁdaulﬁmmﬁﬂﬁgmmnn

ngx waznsaniiosAnainnsujiinise1easeds anudsazesaAnadie

pfunsueeNsallng LLa:mmagaﬁuﬁiamiU%’uﬂqo MIFINUIANTIN LAZAN

fefurnsasdnsiduddy Sedavardunisadvussenniadiialfiiianisidesune
Tumadndulaunfuiifons anuaseei waznmadeusluszdussdnafinandedu

[
Y v o (% =

° Tuaa ﬁﬂsﬁiﬁ%’u ANNENEDIDEI gIUU JUNIEAY Qaumwm{oﬁﬂumm%ﬁwuﬁﬁu

v o

ﬁa%wmwgnﬁ’uﬁugnﬁﬁ Tunr9Waugun luauIAATBIBIANT FAINTIINITENE DY

U

e

mlLﬂjﬂLLa:m{lﬁiwi’a‘lumiqﬁﬂmumaaqﬂmﬂi HuseaugalaInaseinyeaAIu
\Jugunzaenuies ﬁE\I"Ju’il’md[uﬂ’l’iL%EluiitﬁUE)\‘iﬁﬂ’i miﬁmmvﬁﬁﬂuamﬂm N9
NUNURUNDAATLLALUS iauﬁ”’aﬁmuiaﬂﬂamauazﬁaﬂﬁmmq fungoenaise
YAAINT uaNNis fanssunisianngiilueuan sraTINasnHuRADY Waans
fisusnlundngasnawamungiinesdng

117

G
(9}
2
<
W
c
-}
[fa)
0]
=
«

1




118

TQA Criteria for Performance Excellence 2012-2013

1.2 msmnuqiaovAnsiia:AUSUWaBOUCiodAUIUoONID: ovfnsciduMsogvls
Tumsrriuqiaovrns larikussawadhunWUSUWaBOUCioaDALTU2ONID

ﬁ’ﬁaﬁmwﬂs:Lﬁuﬂszlﬁuf\i’wﬁcm Tus:uumsﬁﬂﬁ’uguamﬁm e NIRRT
M3t1e9Ang uenand femsrerssiiumafissdnailviiuladiyaainsnaulusednsls
UsewgAURTRmungvang uazadusssn TueLaasaMaiURaTausaduanlunie uay
miaﬁfuaguqmuﬁﬁhﬁfy

daFInNm
o ’ﬂ”afﬁwumﬁmﬁ’umifﬁﬁ’ugLLaaoﬁns WUIIAINNARINISNOIANTIEADINAUE

ﬂﬁum'ﬁﬂ%aﬁﬂ’inmé’mmsﬁﬂﬁ’ugLLaﬁ%’uﬁmau %’Uivﬁ'ﬂ'«v Tuseler swtesuRnzay
sonasine Aty s lianansaunilasnayselombveeffidnlddudoiddn
(iauﬁaﬁﬁaﬁu) maamﬁmﬁayﬂummwé’nw%’wﬁ aoﬁmﬁ\lﬂagﬂummwﬁnw%’wﬁ Pty
TpeRnIfliua N marils AnznIINNIIInaIAIsRdsy lunMmMuMULaEATI9
NOUDIANT 3auﬁaﬁﬂmmﬂitLﬁuwamiﬁwLﬁumimmmﬁnma:ﬁ;«’ﬁwgoqﬂ

’[umﬁmmiLLa::ﬂ%’uan]owamsﬁ']LﬂumﬁﬂLﬂuéﬁmﬁm‘zﬁmﬂumiL%ﬁ@ﬂTuﬁwu (1)
nsUsewgidjuReteiiatesssn (2) msuiRenungransuazngseidoudaiedy
wae (3) Hadeidegsineg masfiazfinanmsadunsiidludseionandldiiu senados
ﬁﬁwumﬁai’ﬂw%aﬁﬁﬁ’mﬁmm:auﬁQﬁﬁ::é’ugomm‘m‘[“ﬁ’[umsﬁmmu uanani
peRnsmsfianwldersziuanuinarssdoan litwseduifuarssy$lungane
wazngszfoudetoduiiagiunislifinnn ssdnsnduuuvadsifidosneenanili
witlanidanmuanariinnuduldasiunalsngfufiRanung s uaza3us I

aoﬁnimﬂ%’gLLazaoﬁnirm‘qﬂamﬁmﬂmﬁnim\mﬁwﬁammﬁ’ammmﬁmu Fam1a
'3';34ﬁ\aﬁunumaﬂmammazmiﬁﬂLﬁu\ﬂu AMNTUNAL A wisNTulunTin g
NAAA DT sauﬁamﬁuﬁmmﬁ“\iﬂmiamsﬁmﬁm@LL@%’ﬂmm%’wmmmﬁﬁm:

v @

widatinanafisnssudnEndnenssssnend Feenaussglilasnislimaluladiidu

a - LY

Anstuienindon M5 lEE1sARNHUNTUAINANNALNUEISIARBUATE QRERITR I
waww MalBundendsuiiasanandit vienmah aaildudinaduan (i




Wi TaauMwIAITR Wessdnsiluida § 2555-2556 119

o ANNSURnTaUAaRvaNTuINISANINBNINN TN TRANNg T sude

v
o

Teduwindu sednsladrsuiainnielnafilonasiuayuszuufia Meludu

fouanden fan uaziAsegia samdslemalunmsaivayumasuiisdy el seiu
WATTBULATDINIRUDEYUTUBE U TUIALALANNT N TOVDIBIANT

o Tunsdinlufidrusanfvguoy ssdnsarsiarsantinssiuayuluFesiiu
NNIIOUSHANTRIBIANT (core competencies) GIBENITU NM15TivANTIINTBRY
Ti\aL‘%‘ﬂuua:ﬂm:nﬁum‘iwL‘%ﬂul,ﬁaﬂ%’uﬂfgomsﬁnm aoﬁnsiauﬁaﬁ’mjﬂﬁﬁmi
fnusnorsaugiiedsulysgeeundslugnsuiesiu Tael#ns@nuuazifueian
aaﬁ’ﬂmﬁ"aLLﬁIﬂﬁ@ﬂﬁé’ﬁi@ﬂﬁﬁﬁﬂ;@ iauﬁg\m%wmm'ﬁwﬁaLﬁ'aaﬁfuaqumaﬁ'}
53N9/faN13 uazaNIANITIEN Tufanssuiiduysslomi wu Aanssueanadas
A9 viemsudeiluAsuRTRRduAARDud s wlunsugsiuzesinelunaie
IfomLLazLﬁaﬂ%’nﬂqoﬁ'ammﬁau FpdNEMSUBIANIT linawviwanls 1dun A
'ﬁauﬁaﬁ’umﬁmﬁ\lﬂLLmomwaﬁﬂi’iﬁuw%aﬁuaoﬁnsqsﬁa/ﬁamiﬁu Lﬁaﬂ%’uﬂqawami
FfiuNaesIN u,a::m'i@LL@%’ﬂmm%’wmnidammLLazdauﬁiﬁ%’UU%QWﬂ

1

G
(9}
2
<
w
c
-}
[fa)
0]
=
«




120

TQA Criteria for Performance Excellence 2012-2013

KUDQ 2 MSODIWUIBLNAENS

MNUIANTINUHUTINAENS NANITINITINUNULBINRENEUAZN1TINUNULJTANNS
maduwsulUia 38msvibiulaiinswennsifisaneiiazussauasiamuunu 38msin
AMNEISIASNEANNSIEY wariEnsUsuwisuunudeaounisaitedy anediiuin
mmé’aﬁumaaaaﬁnﬂuizﬂzamu,azamwanﬁauﬁmmiLLﬂaﬁumaaaaﬁﬂsLﬂuﬂszLé‘iuﬂaqm%
ﬁdﬂﬁ@ﬁﬁi’%ﬂuﬁmagﬁummwLqumwmmaamﬁm miﬁﬂf\iuiaLﬁ@ﬂaqwﬁﬁd’ﬂﬁmﬂiznﬂi
nils Aan1sdefulaifsdfuanssausndnvededdns (core competencies) dvasziiund
Usznaviiddnluanuseiuzesesdng

Tumm::ﬁwmﬂaoﬁmﬁmmﬁﬂmﬁumﬂwLquL%\maqmﬁmnﬁuﬁam LAANTIINY
Asdfenaiuidasnaiunuldujrd Tasewizededsluaniunisaiinaiananduls
peAnIFasdianunassiuaznianfumsuwasunlasililéaedn 1wy anziasegiad
fundu iamaluladidnuuideanisoadvanuiiuthulininaeimdodvlnegesinGa
WAAALANLEN BN ﬁaﬁaf’?uamﬂ%ﬁuasﬁaﬁﬂLﬁmﬁoﬂmum"a\amﬁumis{qLﬁuﬁan13ﬁwu1
wruasdaaNs 0 lunsUfIRMNLEUTEIDIANS

a o

NI IRAUANLI ALY N AY 3 UTEn19T89AnaTuLAATRIBIANT

Lm'sg‘ummﬂu‘fluﬁae\i"]ﬁtﬂunﬁmoLquLﬁanaqmﬁ

. mmLflulﬁﬂﬁ;g;mﬁugnﬁﬂLﬂuu‘uuaammLﬂu@m%\maqwﬁﬂi:mwﬁd ‘[mmﬁmﬁuﬁ
ﬁaﬁ’ﬂ"fmLﬂﬁauﬁﬁwaﬁiamm@nﬁummgnﬁw AANATHN UAZEIULLNARA TINNEAIT
Juiladefiddusaanuainnsalunmsudedu nsvimls wazanudaiurasesdng

o mﬁﬂ%’uﬂqawamsﬁwLﬁumsLLazui’mmiudowam’amiLﬁuwﬁmmwﬁgﬂui:ﬂzﬁzmmz
JLHTYN LLa:v*mumm‘m’[um'ﬁmioﬂ’uéi'luéiunu/ﬂm M3 edaanuaINsaly
NM3UHTANT FININANTIAGY NMIABURUBY URTANDATIEU LAAITINITRIU
TunsafeanuudannssrasanunionyadadAng

. Tuamwané’auﬁLﬂ&iﬂuuﬂmaﬂnnmL%ﬂuﬂaagﬁ’u avrnsadusiaesiiuniside
ﬂaqwﬁLﬁaTﬁLﬁmnﬁsL%'ﬂuﬁi:ﬁuaaﬁniLLazitﬁuqﬂﬂa wnauiudndasgnilenns
ﬂ%’uﬂ'gou,a:mﬁL‘%ﬂui\lﬁ’[um:mumiﬁwmu UNUMALABTBINNTINUNULEINAENS
AemsiiszuneuuaslassnsiinliiiansBouiseandeslluwuimedioniu
NUAANIBINAYNSTRIBIANT Lﬁaﬁﬂﬁﬁu%d'}msﬂ%’uﬂqaLL@:ﬂﬂiL%ﬂuilﬁLm%ﬂu
B9ANT WIS BNE M UNITREIFUANNE IR TBIRIANT AL AT R T A NS FRy
PluufiReeneaseds




an’ﬁsni’a@mmwummﬁ Wipavdnsfifiuaa T 2555-2556
KIUOOMSOWIWUIBONAENSITUMSASoDUS:ITUOOANSIUGEMSCND) aod

o msszygauds geseu Toma uazgUassAiidIAY ausI0UENANTEIBYANT (core
competencies) 5auﬁaﬂaﬂummiﬂumiﬁﬁﬁ’ﬁmunaamﬁ

o maldniwensliinyszlomigege m‘sm’lwuu’[mmmmns‘mwnwymewa
ﬂ’ﬁL"ﬁﬂNIEl\‘liq,WJ’]\‘lﬂ’J"lﬁmE]\‘iﬂ’ﬁiyEl sUUATTEBTENY F9p1aivuATIBINAYY
nmawsunIadanmalulad nMavmugsesey LLamﬁmwwuﬁumﬂwummﬁw
ANIINAD

o Myl s lufaiscandua dufe fnalnlunsfeansdorvuauay
vssgrNspaadadlUTuuwmeeaiu W 3 3eu Tdiun

(1) 3= AUBIANILAZIZAVLINS

(2) TLAUTE VDN IULAE ILAUNTLUIUN TN WIUNR ALY
(3) TEAUNUIBITULAL TEAUANBULIUITIBYAAR

darmunzswmsianisunudanagninssuldauazufifedwiinagns Wewann
ﬁugmﬁ%ﬁw‘lﬂgmwLﬁuﬁjﬁwﬁimmm’ﬂummm Fornuadlildvnaneainuinzdoeiiie
MILHUNTBIEUIRINITINLELBE e Tun9ns TasereldldnineANd1e9fnIRINNTD
ﬂ%’uﬂqaw%mwLqumwﬁﬂﬁﬁg\mm sznumsﬂ%’uﬂ@ﬁﬁﬂizﬁm%waLﬁmmnmiwauwmﬂu
NaINNANEFULULLRENAETEAUANNTINGD %ﬁﬁaoﬁuu'mwv?mnaqmﬁﬁ%’mLﬁm Tosane
aam?im,ﬁaLtwuﬂﬁﬁ'%'uﬁa;on'mﬁﬁ'ﬂuu;]Jm n3an1sa31eudanssninag Tufioet98s
m%’wmmﬁﬁayjamﬁﬁm dau’[my'mﬁmi’wﬁ’ummﬁ’ﬁﬁn&lﬁnLﬁum@waé’mﬁunumﬂﬁu
atialsfiou aednsenaiitheiasanddusudu delilgrldaeiosetiadion wu A
Suiiavousadean Ui

2.1 msvarnnagns: ooAnsiddmsoevlsiumssarnnaans

AT

Widafin19U5218uisn137 098N 14 UM MAUARNTI AU NANTDIDIRNT (core
competencies) mwﬁ'mwLﬁonaqwﬁLLazﬂaﬂuiﬁLﬂ%ﬂuL%\maqmﬁ wazlun139ain
TaguszaediBenagnifinaaussanaiitmeouaziinanuldSoy woll eV liimans
FIUNTAE9H AMNEIRNTOTUNMIUTTY uazANs S lusUNARRDIT

121

G
(9}
2
<
W
c
-}
[fa)
0]
=
«

2




122

TQA Criteria for Performance Excellence 2012-2013

Fadann
. ﬁaﬂ”aﬁﬁmum’[mmiaumﬁwumummnsvmumifmu,wu TSR RFTRUMNADD

£

ﬁaaaawmmmmmwam“wu ANMNEEY ANNTME wazdarvusfididudug 9
DIIFINANTENUAD AN A BALAAN IUBUIARTEIBNANT LABNITNBINNSALNARN
mmmmmuLLa::whﬁu‘flu‘lﬂlﬁmmgmmmmmﬁnmazﬁﬁﬁﬁm%ama'm LLu’me’Isg:a
wi’ﬁﬁﬁu%wﬁmuﬁmua:L‘flua%ad’m%’umsé’mﬁwnaqw%ﬁ@oLﬁugnﬁmammm Wip
Finssaaula NMIIAETINTNEINT LAZNITTANITALTIN

ﬁ’aﬂ”aﬁajw"ﬁ’ﬂﬁmamquqiﬁa/ﬁanﬂiunﬂizmm fnsuasdnsfidiasnisnanilauas
Tduarmwamls aanusnsudedu UTTAUBINALNS UUININITIIHY LRZLHY
SQIY! %’aﬁmumf‘fﬁmumamo%’mquﬁﬁﬁugmmsﬂﬁﬂ’ﬁmiﬁzgoLﬁuamﬂm wei Lad1gf
NNBANNINFDINHNIILHY WAITNTINLHUTIRNIZENZA9 ¥EIENTNaBUNAR
Fredsianiy L‘Wi’]tLLﬁLWiE]\‘]ﬁﬂS‘ﬁﬁ’]éJ\‘lLﬂ’]tWWl’]x‘iN%’]\ﬂﬂﬂ’]ﬂ"llﬂdﬁq‘iﬁﬁ?/ﬁﬁm’]ﬂﬂﬁ‘i
ﬁ’{foaﬁLﬂuﬁaaﬁmumLLazwmaaui’mqﬂi:mﬁlﬁonaqmﬂﬁaﬁmﬂ%ﬁmuﬂLLat%ﬁWTu
‘1_1‘32:LﬁuﬁE\f’lﬁtyEAJ.G(5]'E]ﬁ‘;\iﬂ’l‘ﬁﬂﬁﬁ'ﬁﬂ’l‘ﬁuatwaﬂ’liﬁ’lLﬁuﬂ’l‘i"ﬂﬂ\‘iﬁlx‘lﬁﬂ‘i

ﬁfrﬁaﬁl,ﬁu"[uL‘%ﬂﬁ%%miﬁmﬁmﬁmmLﬁaLﬂuﬁjﬁﬂumimioij’u %aﬁnﬁuayjﬁ’umi

a

wulapesaelduarlszAndnanasnisufiiing mmﬂuvjﬁﬁﬂumﬂmaﬁuﬁuﬁﬁLﬂu
Fouflnmaasoutan SeldifissRansaunudnaianiodunaiafissdnsudeiuwingy
wAgaIINTIITNTaeAnIuTeTuse 33n15aeAnsutetuiinansn1iianuay
mﬁn‘sﬁ”amﬁﬂaqﬂLL%LLazwdaummmﬁmLmLl,azmao@jl,mia upNING H9919
Lﬁﬂﬁﬂdf“fﬂﬂﬁﬁﬂﬁﬂﬁ)ﬂﬁﬁLﬁmasmiamauLﬁaTﬁ\Lﬁw%a%’nmﬁﬁLmuav;iﬂﬂummﬂ
foudidnlsifinsivuansauiatatnetniau Lwiﬁ;mﬁumaaﬁﬁaﬁ Aansvi¥iaeAns

msqm'mL‘]‘fluvjﬁii’ﬂumimiaifuaamﬂ’aﬁu

N13AIANTAIENINLIARBNFEIUNT U TULaT AN lupu AR TuF AT AN
afﬁﬁn&lmn%ul,‘%"am ‘Eumsmauwurﬁanaqwﬁ’ Fevmieanuaxnsnlunisaianisal
NAN1ALIUNIT IUBUAR LLazwanﬁﬁuﬁumﬁuamﬂmm@jLL?J'G N13A1ANT501
ﬁondnﬁ’;ﬂﬁmﬁmmwwuLtazamqﬁaﬁﬂiumimiaﬁu FreanIa lunsIanIsiy
qﬂaﬁﬂﬁ’uq LLE\]&“Ii’JEI%‘]Jx‘)IBﬂ’]NGi’N‘T aaﬁmma’lﬁigﬂLmuﬁwmnwmwmmeﬁaa\i
g0UN130i9Naee viawmadanarifn1siianTundug WeaiNIAIAATIUENN
WIndaNEIUNTUT LA AN INTD ol %uagjﬁ’ummmLLazﬂaanmmaaﬁm
NNTINUTVANVBIBIANT (core competencies) WNfinNafiaIn1sluaUIAR FEHU
AMNANFIZBINATIN AINTIAEIBINTUABULURY LaFILUIeIMTuaNtu (11
1A AUNU NIBDRTIUTANTIH)




NI TRAUNWLZNR WinpsAnsndulae 1 2555-2556

2.2 msthnagnsiuufua: eorinsthnagnsiuliucioenols

RTINS
wideiinsndssduiinafissdnslilunsuasingUssasAionagnsluguaudfifinng

A

LWQTﬁUiiqi’mqmzaaﬁmeﬂfu FINNIIBNITNDIANTATINVTZAUANMNA IR WAB U LU

Uieins e dulaidinsdeneanagnignmsujifeuussaihusad

dadann

¥
=] =2 A

aﬂ”aummm%miﬁmﬁnﬁmﬁﬂLquﬂﬁﬂ’ﬁmiLLa:dwmmjmﬁﬂﬁﬁ’ﬁ lufeyaang
NaUAiEFY uasusing m'mafﬁl,%waaLquﬂﬁﬁ’ﬁmiﬁuagjﬁ’uw%’wmnmaz
Fr¥anan1ssiuns Tseanuseaadaslilunuimafisifuzasunuzamias
U NEINDY LATWUSHAS wlasdesdesi Aedsnsfiesdnslmeliinay
soaadovlulunsiieniuiazanuaaduan Moy AUnIMnUATEULNIY
NTEUIUMTIIININ wasdiafidndy Annasaadaelulunuinaifsafuiazainu
mﬁummoﬁ’andn%Lﬂuﬁugmﬁm%’umiﬁwumu,a:miﬁ"amiﬁi’ﬂﬁummz\fﬁ@maa
ﬁamwmaﬂ%’uﬂquﬁﬁuﬁuayj °’f§'\‘1Lﬂumuwﬁ'amaomuﬂizﬁfﬁumamﬂwmﬂmu

wananil M anan1smiiunsseianudddslunsfianunanisaiidiunsg

e eXe ﬁe

= T a

A9ANTDNR NIV ldvataUss e vin WU Talgdnanswenan1enisiSuLie

MluruljiRnsussauadiSauazussgiuseuniuifiog smsuisasnisadu
muTuﬁﬁJﬁ;ﬂ’u 9193 WINNTAATITANIL U IIUNA swaﬂﬁ%’qu% LLa:wﬁﬁumuﬁﬂu
seninfunyuiou drudssnsawuiasih WusulfiRnisussana enadasned
YaAa9UDINTLURIIURAFIBRIUAARUTA N1TIATIERHARDLUNUNITRINY
(Return on Investment - ROI) w%awamammuﬁiaﬁuamu (Return on Invested
Capital - ROIC) %\‘lLLﬁiﬂta\‘]ﬁﬂiﬁ?tﬁgﬂLL‘]J‘]Jﬂ’ﬁ%Lﬂi’]tﬁLﬂW’]tﬁ’]LadLﬁaﬁﬁﬂIﬁﬂﬁﬁﬂi
Uszifiumaaansamemsidulumsdnduauluiiegiuuasiiaziindusdely 5auie

ANANLAENTIRNATUINNUN UL TRNINIRINTUY

wnuUJiRin1s arssaniivusudumdneinsyreanioyrains Gedievaanndoalulu
wINREIILRE LAY UNALNSLABTINYBIBNANT

123

G
(9}
2
<
w
c
-}
[fa)
0]
=
«

2




124

TQA Criteria for Performance Excellence 2012-2013

o DU NAIAUTENDLDBILHUAIUNTW BINIYAAR LU

mMsvnlassaswindresuuaansuzRafinnsBesualunmsinauls
uazn1sfndulazesyaaing
mﬁﬁu’[umiﬁidLa%u‘[ﬁﬁmm'ﬁwﬁastmwQu%mma:wﬁfnmumn%u 12U
AN INNDVDINVNIW
nsfiansandenisindeldasdnsneusnadunisunuy Seenafinansznuse
yaansideguaznsdGalnsg

N33 5uiaw3sunsans1nsuaNFaInIs U udaTIidsLasdnadN
mmimaoqﬂmn{[uamﬂm
mﬁﬁmﬁam‘%m%m’[ﬁﬁmiLLﬂa‘fJummiLLazmiL%'auifi::ﬁumﬁm
N15U5UWABUS L UUNITUSINTAIMDULNULAE NI TENE DI TN Lﬁarﬁﬂ"gﬁu
B9ANT AAATU NN w%a@mé’ﬂumﬂumiﬁwmu
n133BumstEns@nsuarineusy wu Tusunsuwauifiirlusuiaen
WUBHATAUNIIAINBIRB A9 w"\'iaﬁaﬂﬁﬂﬁﬁ’uﬂladw:ﬁqﬂmmﬁﬁmwi’ua:
Wnsrisene waznsdalusunsainausumeluladniiiddusennugiss
Tuamﬂmmqﬂmmua:mﬁm

o mMImanainaznTwisufisuTurdied :g:owi’oﬂ%’uﬂqommmminmaomﬁn{lu
AN lanarfesntlasafiisatunanissidunisdaudsiuiinadn wa
m:wi"]Lﬁumiﬁmmminﬁim%mﬁ\‘m'ﬁLﬂﬁﬂuLLﬂaoﬁn‘fluwamnmﬁ";mqﬂuﬁjﬁa/
Aanstml nsdhgaaaivel msdaldmaluladln uinnssudunaniud v3e
Lquﬁ’um&iaumaﬂaqwﬁﬁuﬁ Feoraieadosiussduanudes nszuIuMIRnaN
ﬁanf\invi’ﬂﬁmﬁmﬁmww%aumn‘ﬁu”{umiﬁ’ﬂL%oé’mﬂm'ﬁﬂ%’uﬂ?aLLa::mi
LﬂﬁﬂuLLﬂaoLﬁ%ﬂuLﬁﬂuﬁ’wm@jLL"ziw‘%amﬁmLﬁﬂuLﬁm wasisuiuivaerie
WhiszasdfidmenteBsrsesdnsanysznaumsfarsan nszuunshaeadiiiu
wIasiplunTItadfd Fus msUn1TUIMTIanNITeedns Walsudu 1393n UERH
Tas9nns




NI TRAUNWLZNR WinasAnsndulae 1 2555-2556

Koa 3 MisUoIUUgNAN

NN TEaiugne na’nﬁﬁ%‘m'ﬁﬁmﬁﬂﬁ%’[umia%ommQnﬂ’uﬁ’ugnﬁw Tﬂﬂﬁqﬂ
34:\1LﬁuTunﬁﬁ%“uﬂaLLamﬁuagugnﬁ'} UitLﬁﬂﬂ’J’]NﬁOWﬂIﬁ??}adgﬂﬁ’] \UBNARA TR NN N
wazadnanuENiug Sedewasonnuinfvesgndn Tasrunisasuludveniendnioud
wmﬂﬁag:dLﬁﬂﬁmm@ﬂﬂ’uﬁandnLﬂuwaé’wﬁwﬁ'aﬁﬁﬁﬁmmmﬂaqmﬂ@mm Tudunssuite
m3Beud uazwanisdflunsiduda wadnisuanufionelauaslifionalaasgnénle
snsaumaisddeivhidnlagnéuazaann Tunaensd (Jesoasgnin Wanssumans
ANYINE ﬁgaaguummaognﬁﬂLLazwqﬁﬂﬁmaammm iauﬁgﬁ%miﬁguumLLazwqﬁniimm
gﬂ@iwm%ﬁowaGiaﬂamﬂ"\aﬁumaaaoﬁn'{[umam

3.1 1dgovovanm: ooAnsiddMsoevisiumisian:ansauinADINGNAN

AT

ﬁ’ﬁaﬁmwﬂwLﬁumzmumiﬁaaﬁﬂﬂ“ﬁ’lum'ﬁuﬂognﬁw Uszifiupnuiinalawas
awlifswelazasgnin LLazﬁiLquﬁLLaﬂ?ﬁ”ﬁagamd’n‘f Taafdnaneieiurmansaumead
ﬁ@mﬂ'wL1‘7‘\iaﬁﬂﬁmﬂandwmmmmwi’waagnﬁw

dpsanm
. msLﬁannaqmﬂumﬁuﬂoLﬁmma\agnﬁﬁuagjﬁ’uﬂﬁﬂmaqiﬁa/ﬁamsﬁf\i’qﬁfymm
D9ANT mﬁmﬁmﬁuﬂaLﬁmmaagﬂﬁﬂugﬂLmuﬁwmnwmﬂﬁm‘%‘am suuuuAgnl
sauﬁomiaaumugﬂﬁﬁmjuﬁamm@nﬁﬂﬁﬁﬁty (Focus Group) MIYINNIIBENN
Tﬂﬁ%mﬁ’ugﬂﬁwﬁﬁfﬂﬁm m'ﬁﬁummigﬂﬁﬂuaﬁmLLa:ﬁﬁoﬁ[uamﬂmLﬁmﬁ’um'ﬁﬁmﬁu
Tagavdasadulagndniusiugnén malezinslémiaidegninlaewFoudieuiy

AR IRNIBUT D ENAR S LT TS EARIIY LA ETFUMATLEINNTEI9I97130

£

Poyadounauaingndn

e

o vhdediiuiinisfiasdnsldasaumaaingnénfiaransoirllddudunisseld
ssaumaiiliFsdunsselianisatiludeslasiundndusiuasnszuiunis
moqiﬁa/ﬁamiﬁﬁfﬂﬁm 5auﬁaTﬂuﬂﬂiﬂitLﬁumm&’uﬂ’uﬁs:wdwoﬁunuﬁ’uawalﬁ
Lﬁﬂﬁ’]‘ﬂuﬂLﬂﬂﬂitﬂdﬁ[uﬂﬂiﬂ%ﬁﬁ?dLLa35@@5Wﬁﬂﬂ’)’]3¢ﬁ’]ﬁtﬁ[uﬂ’ﬁmﬁlﬂuuﬂad

125

G
(9}
2
<
W
c
-}
[fa)
0]
=
«

3




126

TQA Criteria for Performance Excellence 2012-2013

o Tuanmnadenfimalulad msudsdu wangia wazdvan dnsuwfsunasedie

5057 ﬁﬁa%’wmﬂﬂizmsﬁmadawa&iammmwﬁ’maagnﬁﬁLLazmmﬁ’nﬁ I
nsufduiusiugnélunain sratiu JeflanudduiiazfoesuiteuazBouiagng
RIS mﬁuﬁauazL%ﬂuﬁmmﬁmzﬁm%waﬁﬁLflwﬁmLﬁaﬂmamﬂnﬁfimﬁunaqmﬁ
moﬁqsﬁa/ﬁ'«vmﬂmm’;mmmﬁm

&
n

wiululddedsanspulaiifiouaasanudssivlaseninduiuaznsaivayu
WRNNNIUGEesq arsaumationalfunainnsujaniusiudeaniiosdnaidud
HUNITLEY w%avhuﬁmmoﬁgnﬁﬂLﬂu@’%ﬁu ma’wﬁLa"_’luLmdamiaumﬂﬁﬁ@mm

A
@

D, D) D

' [ 4

ADDIANT aaﬁmmmﬁLﬂuﬁma%’wmwﬁumﬂﬁuﬁamaﬁﬁtﬂammﬁmmuua:

[
a a

ARRAINTIINULNAY

AnusAeiugnd ngugnd diumaa gnéiluadin uazgnénlusuian ek
BIANTRINTOULEUBNRAT AT NN AN aﬁfuaquTﬁmﬁnsmoﬂaqmﬁ”mwmimmmﬁ
IWNZEN W&uuﬁﬁuuﬁﬁuﬁq\aLﬁuQﬂﬁWNWﬂ%u wWaungsia/faniatnieg uazvinli
suladnevdnsasinnudiodiu

v ' '
[ ] a o o ' =

Tumiﬂ‘sz LHIUAIINIW EIGLQ LRCAN NI?JW\‘]WE]I?“II ANANATUU  LNHNNTIATYLUIHNNU

q < q
ﬁE]ﬂ’l‘iL‘IJ%‘EJ‘]JLﬁEJ‘]Jﬂ’)’mﬁ\‘lwE]I’Q"ZJBdgﬂﬁﬁﬁﬁﬁiﬂﬂdﬁﬂiﬁuﬁﬁﬁiﬂ@;LL"IN NRAATUNNLTTU

@jLLﬂaw‘%aLﬂumoLﬁanSu WRL/MIDNANTRI ENARTUNNAFIBARIAY §NTFUMA
wmsnitanaldunanmafnedesouifisuiivinlaseednsiesdslnoniaanudass
ﬁaﬁ’ﬂﬁﬁwaﬁiammﬁﬂmmgﬂﬁﬂLﬂuﬁoﬁﬁmwﬁwﬁ@ashaﬁﬂumiﬁwmwLiﬂaﬁu
Hafurngg ANdNFuRaIn wazanafinanIEnUAsANNEINITaNsueTuluTTET e
WATANNEIEUDDIBIANT




NI TRAUNWLZNR WinpsAnsndulae 1 2555-2556

3.2 AoWwWNWUYoDanm: oofnsidasMsogvlsiumsasionouwnwunuanm
IWOQOUEUODAIUAOOMSIA:ESIDADEUWUS

RATIU
ﬁ'm”af‘:m'nmzLﬁumzmumiﬁumLLa::a%wu'“a’mnﬁu’[ﬁwﬁmﬁ’mﬁﬁmauauamnﬁﬁ
LALARIA ﬁﬂﬁgnﬁﬁmmmﬁummiaumﬁLLaz%’umiaﬁuaqu LLa?.:Tﬁmiaunnﬂgnﬁ'\ AR
wazwAnSuT uonand ﬁﬁaﬁﬁ’amwﬂizLﬁumsa%wmmﬁuﬁu%ﬁugﬂﬁﬁLﬁa%’nmgnﬁﬂ‘ﬁ
LLazLﬁumm@nﬂ’uﬁ’umﬁm ﬁ“iamﬁhf'zﬁLﬂ'mmmﬁaﬂ%’uﬂqon'ﬁmmﬂ a%wai’ﬁuuﬁﬁuﬁagmﬁu
gnﬁﬂmnﬁ‘iﬁu BNSEALUANNANATEIgNAN wazAu leNa UM Ia3euiangsy

dosanm
. mm@nﬁ’umadgnﬁﬁLﬂumiﬁi’%ﬁum{(mﬁoﬂaqmﬁ Toafidhvsnaaa3ennusng
wﬁﬁzﬁuﬁgnﬁﬂaﬁfuaquamoLﬁuﬁﬁiaﬁﬁaLLa:wﬁmﬁ’mﬁ M3z lFANNANA lUTE Y
fand1n yaanIsievil Tausssudigoriugnén Tmﬂayjuuﬁugﬁummmmrﬂ”ﬂaaam
daaufflut’%‘mnaqm% LRZWANTINURZANTENTDIRNAT

. ﬂaqmﬁ(ﬁmmmﬁ’uﬁuﬁu&iaznaqmﬁaw‘[ﬁ‘lﬁwaﬁugnﬁqmﬁm fatlu NRYNSAIN

(% v A

auwuﬁmaaﬁnﬂﬁmﬁ'\u‘;luﬁml,mnﬁmﬁ’uaam%’mLﬁmafm%’mwiazgnﬁ'] NANANAN
LAZEIUARIA UBNINT maﬁ”aaLLmnsmﬁummﬂﬁ’mwu‘lmaasﬁ%mgnﬁﬁLwia:?ha
IR

o NITVIUNMTIILIIWN ATIER LLa::m@iumqmmﬁa%mL‘%‘ﬂuﬂaiﬁwiﬂg'ﬂﬂiﬁﬂﬁ’maWLﬁ@
fnae avtedpuSuulsdoseiiuseinina u,azﬁﬂlﬂgmﬁﬂd'}é’fummaﬁﬁzymaomi
Yl panszuiumsuasninioun DIANTAEFBITNENDARITIUNATBIHATALTIUNNT
ISl :;Ji'n'ﬁﬂﬁﬁ’ﬁﬁ"aﬁu’omﬁmaﬂﬁoﬁﬂitﬁw%wa

127

G
(9}
2
<
w
c
-}
[fa)
0]
=
«

3




128

TQA Criteria for Performance Excellence 2012-2013

KuoQ 4 MsSa MSIIASTK 1A:MSPAMSAIUS

IAN1T IR NM19IATIEA wazmsTan1snnng Wursnendnzesinamiluiusssuma
ﬁ@i’ﬂﬁcyﬁ”’owmﬁﬁmﬁumﬁm MIIATEA uaenIUTuTInanIsAIUNg FININTIANS
ANITBvRIANTBENNNYTEANNA Lﬁawé’nﬁu‘(ﬁlﬁﬂmsﬁuﬂqau,azLv‘?ium'mmmin“lumi
WD UDDIBNANT

P ' A « yy A & & o v a @
afu1edeg viNaA 4 Dawu “aNy 1/1Lﬂuquﬂnmawﬂﬂanmmamﬂam‘lﬂuLtmm\i
WenfuesmsujifnisfiuingussavdiBenagnszesesdns wladrdyoesnislidoyauas
miaumﬂﬁaﬂdnayjﬁ@mmwLLa:mmw%aﬂ%’mumaoﬁaEa

S9n3NTU WHaYINNTZULIUAUEITTUNA N1FIATIZR LLa::mﬁﬂmimm'}f anafu
uvasidavdulun1svn AnA NN IE WS s BI LTSI ULANITIANRNAAN W ATTU NNIATIEY
mauﬂqumiﬁaﬁmﬂLﬁonaqmﬂuL%aaﬁdnﬁiﬁaﬁaﬂ

4.1 Mmsda MSIIASTEA IlaMsUsSuUsOowamsaiiuMsyonooANSs: OOANSIJOBMS
ogholslumsda JInsH lla:uunUsSuUsowamsaiduMsyovovFAns

RTINS

ﬁaﬁaﬁm'ﬁmﬁzLﬁuf‘;%‘miﬁmﬁn{[ﬂummﬁaﬂLLazTﬁﬁagaLLa:msaumﬂc\i"m%“ums
FARANITANIAUNT NFIATIER LRSNITNUNIU Lﬁ'aaﬁfuaqummwLquLLazmsﬂ%’uﬂ?an'ﬁ
ANIUNTTBIDIANT

ﬁ"m”aﬂLﬂuquﬁﬂmwacmfmfmimLL@:"‘JLmﬁzﬁﬂ”agaLLa:mﬁaumeumﬁmwams
@hLﬂum‘su,azs:uumﬁﬂmsﬁﬁmsgimﬂm‘z ‘[ﬂﬂmﬁ’ﬂ‘ﬁagaLLa:msaumﬂﬁmmilﬁuua:
Fnudug

AUTTRIATINMTIANANMIAUTUMST MTIATIER MUY UaznsUSuLge Aauiie
%ﬁﬁmi%’ﬂmini:mumsmaomﬁn{lﬁmsqwaé’wﬁmaomﬁmuazi’mqﬂs:mﬁﬁmnaqm%ﬁ
RGHY Faiieanisainareusussssn1sasuLasisnSmselllEaadanelunie
NBUBNDIANT 3’;345«17&63:14?%‘@13’@171'Lﬂmaﬁﬁmaﬁﬁmumﬂu




T Taguwuien tieasdnsfibuda U 2555-2556 129

dpauing
. mmaamﬂﬁm‘lﬂiuummaLﬁmﬁ’uua:mmimﬂmﬁu‘.‘luwé’nmsﬁd’ﬂﬁmhmiﬁﬁ
sruumytanamasilunsliuiifuaznmabluldegnsszauanusisa nsiana
nssfiumsfasiansunireumauarlsrAnsnaneen1sldu e Wnseiuaiw
ﬁmmﬂum'ﬁm:LﬁuLLazU%’uﬂqdwami@i’ﬂLﬁums anusanadadlUTumedieaiu
LLa::migmnm‘smamqu5\13%'miﬁﬂﬁ§f';i’maamﬂﬁm‘tﬂuummaLﬁmﬁ’uﬁ’aﬁu’a
D9ANT LLa::"J%'miysmwmiLﬁa’[ﬁlﬁﬁagaLLazmiaumﬂmnﬁ'qﬁg\‘imﬁm uanandt
mmaaﬂﬂé’aﬂﬂ[uLLu'meﬁmﬁ’uLLazm'ﬁysmwmiﬂ’omanﬂquﬁﬁ%miﬁg’«:ﬁﬁzzﬁu
gafhﬂmmg'm'iﬂfjﬁ’ﬁiuL%f'm"ﬂ”ari’mummﬁmwan'mhLﬁum'ﬁ HDAAAINNANTT
GﬁLﬁum{lm::é‘]’unz\jmmu,a::nszmumﬂuﬁﬁmﬁd’ﬁﬁmﬁmﬁ Afnualiinfiaiu

(% 1

éﬁﬂcymaaoﬁﬂiﬂmaw/i%aﬁwwuﬂi’ﬁﬁﬂw%’Uﬂﬁiﬂ%’uﬂqa

4

G
(9}
2
<
w
c
-}
[fa)
o)
=
«

. ﬂ'ﬁT"ﬁ”ﬂ”agaLLa:msaumm‘BaLﬂ%ﬂﬂLﬁﬂULﬁuﬁqd’ﬂ TrysiannNevAnT MaNanantung

TtoyauazasnumaBaoudisy fievotl

(1) mﬁmﬁﬁLﬂuﬁmﬁi:ﬁmaommmLﬁmﬂ%ﬂmﬁﬂuﬁ’n@:w’rjaLLa:"i’ﬁ'ﬂﬁﬂ’ﬁﬁLﬂuLﬁﬂ

2) aauwAdoSeufisuuasasaumAilFannsinTssufsuAssnaansu T
Lﬁmmiﬂ%’uﬂ?\m%aLﬂﬁﬂuLLﬂaoaﬂﬁoﬁwaniszm (“Breakthrough”)

(3) ﬂ’]iL‘]J%El‘ULﬁﬂuﬂ’]iﬂumﬂﬁ’mwaﬂ’]iﬁﬁLﬁuﬂﬁiﬁﬂﬁ’]\lﬂﬁiﬂ’muLﬁﬂﬁ?ﬁﬁ‘ﬁuﬁiﬂ
NITVIUNTILRLNANTIAHEUNITDOINTELIUNIIAINGD

(4) m3aensainansaiiunTdalSsufisuiasnan1Iailun1IIeeguneena
weliasdnswiudornauiimeuazlssfunianssudisniu uenand sssume
L‘B\‘iLII%EHJLﬁﬂugdﬂﬂﬂﬂﬁuﬁléuﬂﬂi’iLﬂi’]zﬁLLatﬂ’]iﬁﬂﬁHTQﬂ’NQiﬁﬁ?/ﬁﬁm’ﬁ
AAeTpefUaNITOULANVIBIANT (core competencies) N13LHURUGHAT
WREMI NI BANIAEUBNAITILATWNY

. ﬂ’ﬁlﬁaﬂLLﬂtﬂ’]ﬂ‘?‘j"fjﬂEaL“?NUJ%FJ‘ULﬁFJULLata’]iaumﬂaﬂNﬁﬂitﬁwﬁNa DIANIFDY
(1) MvuaanuTduuazaduaNuEIAY
2) MU zmua s fsufivanzay swannelulaznisusn
5309 LATAAA

LK% A

(3) Idoyauarassumadiarivuaihdssaedivime uaziiosaadnnsysuly
LLmJﬁﬂﬁﬂi:TﬂﬂTuL%aoﬁafwﬁiyaﬁiﬂoﬁaﬁiaﬂaqwﬁlﬂa W TUDDIDIANT




130

TQA Criteria for Performance Excellence 2012-2013

. mwumuizﬁumﬁnﬂuﬁﬁaﬁﬁﬁmﬂizmﬁ[ﬁmamquwam‘sﬁﬁLﬁum{(unnﬁ"aa
ﬁzdwﬂﬂ”liﬁﬂLﬁuﬂﬁiﬂ[uﬂﬂﬁzﬂuLLE\]Sﬂ’]iﬂ’]ﬂﬂ’ﬁﬂiWﬁ\]ﬂ’ﬁﬁ’]Lﬁuﬂ’]{[uﬂu’]ﬂm Tasaadn
Han1snumuaiduuIneideiald 171”’\1Lﬁ@%ﬁﬂmﬁﬂmm%’uﬂgaLLa::IamaTumi
a%wu'?mnﬁuﬁL%aﬂmﬁu’mqﬂizmﬁ FNIINUSHANDDIDIANT (core
competencies) TladuuvivaugSa uazfiafisdsaseedng doiu aedUszney
AFAUTBINITNUNIUTEAUBIANTUTEA1TNIS Aan1sudananisnuniulyiu
uismﬂulfmﬂﬁﬁ’ﬁﬁﬁmmLa‘ww::m::wLﬂmwaﬁfm%’umsmﬂmaﬂgnﬂiﬂﬁﬁﬁﬁaﬁo
89ANT uartenaaludufasney Wusing §arnsnie LLazgnﬁwﬁz\fﬂﬁm

o MAARNZAENBIANIA UM lanan1sdiuns uazmsufiRnisfisdiu
p1auANANAUBENNIN FupgAuUIEIAN FUIR FATWLIARBNGATUNTUTNTUTDY
29AN3 wariladudug MedaemIIeTE e

(]

msmmmé’uﬂ’uﬁ“szwdwm*sﬂ%’uﬂyvgmmwmmwﬁmﬁmﬁﬁuﬁa%ﬁ’ﬂﬁm 2l
AUGNAN LU mmﬁawa‘[waogﬂﬁw m‘a‘%’nmgnﬁﬂ"ﬁ LaraIULLIARIA
mws‘fuﬁ’uﬁ‘s:w’mﬁumuﬁ’mﬂﬂﬁﬁLﬁm'mi']fymﬁLﬁmﬂ”mﬁugnﬁmazms
udledlumetnefivseRndna
miﬁmmmiLﬂﬁﬂuuﬂmdmuﬂommoﬂuLLdmaomﬂ@w’LLazLﬁﬂgﬂﬁﬂ WaTN1g
LﬂﬁauLuJa\ﬂuéimmm@nﬁumaaQﬂﬁﬂ
LLuﬂﬁumsﬁuﬂqwmﬁfﬁﬁ’mwamﬁm"'}Lﬂumiﬁf\i"}ﬁcy U WRANIW FOULIRN
mMIanrNgLLEe MIsennaniudilna uasssiuzeadey
mmﬁ’uﬂ’uﬁi:mwm'ﬁﬁﬂuiszﬁuuﬂﬂaLLa::mm%ﬂuifszﬁuadﬁmﬁ’uajaﬁhw’?iu
AOWLNIU

wamﬂﬂ“nﬁﬁmmilﬁuﬁu‘fluwamﬁnnmm%’uﬂqommﬂaaﬂﬁﬂ N921ANU
WRZNNIANDBNTBIYARINT

a A

wadselaminazAnlFa1anneaduni1sin1AneLaslinausy 398NN

[ =

ausHiIUeBIaNIBing vislomaluniadeuinlnawuudu

a A

wadszlomiuasaldaeiieaiunisusulenisdanisuazmsutieiiuaaag
YDIDIANT

mmé‘fuﬁ’uﬁ’szwdwmﬁmm'ﬁmmiuatuﬁhmw
ﬂ’;mﬁ’uﬁuﬁ'ﬁzijmmmmm’[umﬁzqLLazmauaummmﬁmmiﬁmﬂm
AMNEINITOURZDATINIRIYARING ﬁ’unﬁ%’nwﬂﬁqﬂmﬂsagﬁ’umﬁm 19
la uazwRnnm
m’mﬁ’uﬁuﬁ’i:mwﬁunuﬁmw‘lﬁﬁLﬁmmnﬁtym‘ﬁLﬁmﬁmﬁuqﬂmmua:mi
whlatlyvetneliuseandua
(31’1'3’61L?imw%aﬁﬁm'ﬁ'ammwﬁmmwLLazammWLﬂ%ﬂuLﬁﬂuﬁ’uwam'ﬁﬁ%ﬁum'ﬁ
VOIALDY




T Taguwuien tieasdnsfibuda U 2555-2556 131

. LLu’ﬂﬁN?lﬂ\‘iﬁu‘lquL‘lJ%El‘]JLﬁEIUfTULLu’JIﬁN‘IIE]\‘lfI;LL?i\‘]

o ANMNRNWUFTEVINAUNINTRINRASUT i ananIsidunsdunTURLR
s wazuwrldunanissdiunisdunisdulaesn Aasreulidulusdsa
fine iy Funumasifiueu eld yssindnmlunisld@uning uazyad
WAnEaNITNIY

e NITTANIINIWEINTRINTUUNUINUYTUU IR Iﬂﬂﬁaﬂimﬂﬁoﬁunu/
Uszlami w%awam:mwiaﬁaLL'mﬁamLa:"qwu

. mﬂ‘l@iqw%w‘%aamﬂﬁ 1‘7iLi‘fluwammnmsﬂ'%’uﬂqowam‘;@i"\Lﬂun'ﬁﬁm@mmw
AUNMTUYTANTT uazFULARINT

. m'ﬁrﬂ%ﬂuLﬁﬂﬂﬂﬁﬂ%’uﬂqowamiﬁﬂLﬁum'ﬁéﬁmﬁ]mmwLtazé’mms‘ﬂﬁﬁ’ﬁmiﬁ
fnasawan1sAflunsiunIdusernitemiiegsia/Nansme

. waﬁiﬁ%’umnﬁamwmsﬂ%’uﬂgaﬁiam:LLmGuam RuuUnyUIBUY LAaTYaAn
HANNIWE

. wamzmuﬁmﬁﬂsﬁLﬁﬂmnmmﬁ’ﬂﬁma@ﬂﬁﬁ

. mmé’uﬁ’ufszwmﬁunuﬁ’mqU\L@\"’nmnmﬁﬂﬁjmam‘[mi ﬂuﬁy’mﬁ*’ﬂmﬂgmmm
Tan

o FuntNmRaiBUiUflS

o wuIlduNNLATEEAY AAIA ﬁauﬁaﬁﬁﬁgamwé’nm%’wﬁ LRZNANITENUYDY
wurliNGInaAaANETIEUIDIRIANT

4

G
(9}
2
<
w
c
-}
[fa)
o)
=
«

o doiiaasvuardoyafiogineny Tnarlifuiuguidysz@ndnalunmsdasduany

SIAUTDIDNANT AU wdatisatuidasiianuasaadesiuluiumaioatusting
Tnd3nsznin sl ediunSNUNIUNANSALTUNNTIEIRIANT LAZTENININTS
AATIEATUNMIIMINAUDEIBIANT e ldifuladinisdmssmiuduiusiunig
dadule wazvihlisdulainsdeduladusguuiugusesdoyauasasaumeading
Uszidiu wanandl wanssiiunstuafinzasnsdng UsznaufusauufguLieniu
nIwasuudasnelunazaisuaniusuian v liaeAnIaInIsaAIANIINANTT
fiflums naeanisainantionnduniseiiolunisneunufisdo

. m'ﬁﬂﬁﬁ’ﬁmi;ﬁuagﬁ’ummLﬁﬂﬂummL%aﬂmmmmmmzwmzwiwm:mums
AN LATIENINNTEUIUMSAUHRANS N15UJURNITUATNAaNSTBINTEUIUNIT
pradanafaniwenid1eg fetfu avAnsfedosnisatrefefiazdaefitugiu
m3daeinfidssandnaionssindula wszniwensildlunmsysulgeiisnna
wazanadumaduwaiudnlidanudanu

/




132

TQA Criteria for Performance Excellence 2012-2013

4.2 msvamsaisauinA A0S la:nAluladansauina: ooANsidsNsosvls
Tumsdamsansauina AoWSUoLOLFNS llainAlulagiansauins

AT

ﬁa“ﬁaﬁmuws:Lﬁuﬁ%‘miﬁmﬁmv‘iﬂﬁﬁﬂﬂn’wﬁﬁaga FSHUNA BOWALIT LAz 1TAUS
fifioans faunn uazfenawionlion dwsuyeains idswen Wusins §linnusaie
WRZNAN ﬁgﬂuma:ﬂﬂﬁua:muzgmﬁu wenandl Semsrarszfiudsnsiesdnslilunsade
wazdansiunindn1eainul Lﬁﬂﬂ%ﬂﬂ@@ﬂizﬁw%ﬂﬂw IRV IR LLa:LﬁanizﬁuTﬁLﬁﬂ
WINNTINDBIBIANT

FadInm

m3dansassumannasdudiesinmnineinseneaseds Wesenunasleyauas
ssaumAfinaInTusgsnmaa nsiulpagivsifiassasnisldassumeniy
5Lﬁﬂmaﬁné‘lumsﬂﬁﬂ’ﬁn'}‘mmmﬁmﬁmnﬁu ‘ﬁaﬁLﬁudauwﬁwmLﬂ%mi'mmmﬁﬂnm
2903 WuJunazRadvanoaulall 'n3417?\1miﬁ'aaﬂiizwdﬂoqiﬁa/ﬁamiﬁ’uﬁqiﬁa/
fan13 89ANINUBYANS LLazﬁjﬁﬁJ/ﬁamﬁﬁuﬂuﬂnﬂ Hudasiivimeainuanisnzes
suAnslumaiiszuudionanfiananingetie uazwionlionulugUuouilinude

ﬁﬂaﬂLL@tﬂ’]‘iﬂuLWﬁLﬂuﬁldﬁ’]ﬁ'@ﬂﬂﬂdﬁdﬁiaLﬂ%i)‘li’]ﬂﬁqiﬁﬁ)/ﬁ?ﬂ’]‘m%ﬂﬂx‘]ﬁﬂ‘i WUsHAT
uazviwldgunu m3mauawluded avAnsmsmiviomslidoyauazassuma
Tuduil LLa::mimwﬁﬂﬁommG”m\am'ﬂummaumumwugnﬁaamaaﬁm&aaEh\a
samL%’;LLa::miaJ‘;tﬁummLfiaﬁa‘lﬁmmﬂ”aga é’mﬁaommnﬁmimﬂTauﬂ”agamo
Sinnssfindfinanniuagnesiaiio

madansannizessdnafesuiuiianniiuaansdiesldlunsufifien Uulg
NTEUUMS WARAUT wazusns swdenmsimmnnsudlatiumesea$eassa B
wiapnuAn kngnAuasa9Ang

m3dans 18 dszdu ussutsiiuanaduesssdng Fovintudenq Wuntdslunaay
L%'mﬁmﬁmﬁamw%cy’[uﬂﬂﬁ’u aoﬁm%uﬁ'ﬂﬁmﬂwﬁmnﬁuw%’wﬁmammimn
yaans gnén faswey {ianusinie uasiusiing SewiuduiedeuliiiamsiGou
$3eiupvAns warUsudsenan1saiiung

pednIATINLNUDETEiRTs Tlunsdaliilaseadefiuguzasszuuimnalulad
qIRUMA YR uaTENIIUNA Tﬁw%au“[ﬁmu\léﬁath\wiaLﬁaaTunnﬂnﬂuﬂﬁini Tsidnae
LﬂuﬁﬂﬂﬁﬁﬁLﬁmmnﬁﬁumﬁw%auguﬁ Tunssrumandaisdedeanudesnis
maoQﬁd'sulﬁdauLﬁﬂﬁgmmmaomﬁm ‘nuﬁ’mﬂmm and Fatsnoy Wusing uas
aNsande wenand masinsUszaldsonadosiuunulaesinsaaedng el
mmmﬁﬁLﬁuqsﬁa/ﬁaﬂﬁslﬁaﬂﬁosiaLf‘im (¥hiip 6.1)




NI TRAUNWLZNR WinasAnsndulae 1 2555-2556

Koa 5 MisuUoiduunaINs

nHIANIRIiuYAaINgT naiIBUTRTEAuduyaaing GesjsiiarairouasSnu e

mﬁmﬁamwmmé’auﬁﬁwami@i’wLﬁumswﬂayjLaua 5’;uﬁamivi’ﬂﬁqﬂmmﬁmmgnﬁuﬁu
DIANT w"\‘iaTﬁqﬂmmuazmﬁmmmmﬂ%’u&hﬁiamsmﬁﬂuLLﬂaaLLazﬁsmm'smd’ﬁa Tunam
i ATBLARNANFABINMIHUTAAINENNTALALTRTIMAIYAAINT ﬁuﬁam‘smmm‘i‘iaﬁmgu
NMFNNUBBILAIINT MIYITUYARINT TIMTINTEFIANNENAL MTRUT WaLNTIANT
YARINT %amiﬁwLﬂum{[uﬁnymzﬁgimwmiﬁ’u (PNFpandaslUTunuInadefuiy
TaguszasABenagniuazunuljifiniseesesdng) Wesiuayulinisdanismineinsyana
aamﬁm‘lﬂ’luummaLﬁmﬁ’uﬁ’unaqmﬂmmm mmﬁﬁ%mamquﬁomﬁmoLquﬁnuw%’wmm
14‘ﬂﬂa‘w‘%aqﬂmns‘lﬁftﬂumuwﬁa’luwmmm'i'mLquLfﬁanaqmﬁ' (VHIA 2) e

5.1 amwinadouyeounains: ovANsIdsMsoenvisiunsasivanwioadouni
Us:@nswala:nonyuunains

LlAIAFIUY

vdeilnsaUssifiuanmiadendiuyaainszesesdng anudein1sduiaany
SINIAUATIATIAAIYARINT 5%‘mauauaammm”mmimmﬁ’uLﬁﬂ‘iﬁmummaoﬁmmaqwa
smﬁg\amwﬂi:Lﬁu"i'ﬁ'miﬁﬁﬂﬁmﬁmﬁu‘[ﬂﬁdﬂmimmﬂTumsﬁNmﬂaamﬁ’ﬂLLa:Lﬁuamgu
MUY Whvanedsfialviiaanmuiedoniifyss Ansnaidawalvnnsvheusesesdng
msqwaa‘hL%mm?.:ﬁawuuqﬂmm

dasang
o NNavAnI Litmzauiale FufugesUfiRanannsgududnisaiuanudasadely
souivine adnalsfony ssdnsifinansddunsifasinszuaunsiuenainay
vilvisulahanufiviaufianuasadsauanigiuduiiuda sefasinlimie
namsguiimnualy desantensesnuuunszuiumsidein laelddeyaainii
Aendeslaspseiunuidaiaanmwedenlunisviewilaeeds

o avAnsdulng Litwrawalaioy Memamnanslunssivayuyaaing fog
P09N15USN1T Drsaaud Aansan walemadug Wud mslEmusneicludss
FUMLaza1Inn1Te1u nswauiaufntin lue @ nniseunaz e Hi
Tomalgsuound Aanssudunuinavierudsswed nsentavsumeioagnady
nwnsuazlifunienis mslinsdnsusnndeanauluniri maguayastu
Flaavinanu msmém&nmﬂiﬁquﬂmﬂiﬁLﬂmﬁa%’uﬁmmumam%’ma:Lﬁau%ms
s FalaensvihouuundenguuasTusunsunadselomd mstwlimouinidle
ANLANY 19 waﬂiﬂﬂdﬁﬁl,ﬁamﬁﬂmmq ‘nuﬁamimmﬂL’Jmmamqﬂums%’ﬂm
wenLnanas s s xsa ldusnsetseia

133

/

G
(9}
2
<
W
c
-}
[fa)
0]
=
«

)




134

TQA Criteria for Performance Excellence 2012-2013

5.2 AowuwnNwugovynains: ovfAnsiddsNIsogvisiunisas1onuwnNwWugoo
uAEINS IWOIRUSSaAUENIBDIUS:AUODANS IIa:S:aUUAAA

AT

ﬁaﬂ”aﬁmwﬂizLﬁuszuwmmﬁnﬂuL‘%f'a\'mﬁa%wmwgnﬁu N1TWRIUT LLAEN1T
Usziflumagnifumesyaang ies¥vanuasnsanasnszduldyasnannaud fine i
p9An3leptelUsEANSHALALIANAINEINTA Imﬂﬁi’mqﬂizmﬁl,ﬁaaﬂfuwuwamiﬁ'ﬁLﬁu
N37RY898dANT WBTNENTIOUSNANVDIBIANT (core competencies) N11F wasiiaaLasH
Tesdnsussquuulfiinisuazyi iulaindianudeiu

davanm

N3y linanssunsia Lﬁu\lé\’mnmmﬁﬂ*@u UIRNTIN n1suvetiuany
Suaziinue nM3daansuasnIsaneneasITEuUmANS AnFanadadluluwuinig
WienfiuiuTngUseaeATedasAns nsyeniugndn WATNIRBUALBITITIAEIFEAIN
ﬁaam?ﬂaaqiﬁa/ﬁﬁ)miLLazﬁaﬁmumaammmﬁL1J§EJuLLiJaolﬂ qm:{awmmmﬁﬁaﬁ'
ﬁaLﬁaiﬁqﬂmmmmanﬁ'muiﬁmaqwamwﬁLﬁum'sﬁﬁ

wamnmsﬁﬂmé’ﬁmumnLLam'jflLﬁaqﬂmmﬁmm@nﬁuﬁ’umﬁmga ey ¥ina
fiunsftueteiteady vuidesiiuiiesdussnevadalunisaseany
HNWUAUBIANT Téun mav‘hmuﬁﬁqmﬁh SianezavavAnstniau dddnIuiezay
senanssiiunts aglusnmwiadasmsihanuiivasesdis Wilodela uazldam
anfiadeiunaziu

TuavAnsilsiuawmnanilsvalgavdng wu"’nmmm:ammz]’ﬂ'5:7u7\73\7?wm:j’ﬁn5\7
@:m'ﬁ/mmuﬁwuw"mg' NI EAAR D UANT TN

avdnsmsviadlauar ianuddwiviladeituneuanugniu n13s1379
mwﬁmﬁumamﬂmm NINAUNINNENAIDE (Focus groups) URBN 13NI
ﬁ’ummﬁqﬂmniﬁmaan%mﬂﬁmﬁmLﬁﬁTﬁ)ﬂﬁJé’ﬂma\hﬁi‘Lﬁﬁﬁﬁu

FLUUNNTUSTNTAINDLUNULAE NN TN DI BNIBUAITWVNILENTUTEULNY Wie [¥Lha
YszBndwa nslidmsuunuuazmasndessuzeanadonlasivinersaayaaingd
wiuldtmau

WUINNNTUSNTANADLLNULALNNSENEBNTNIBY D1aNBINTuLeiiuramls s
TsreYaunfisnaunioniissufifinanissdunisfibon wazanudenlasiusiia
ANNENITUTBIENAT MIUTIRTRgUIERIAENNALNEIBIBIANT w%aimqﬂstﬂoﬁﬁuﬁ
NIATUVDIDIANT




NI TRAUNWLZNR WinasAnsndulae 1 2555-2556

ANNFBINT UM AN LA NTRNEUTNTBIARINTENRTAINLANGINIUNIN ?Tuayj
AUANBUCTDNIU ANMNTVRATOUDDIYARINT LRZIZAUNITNAIUITBIBIANTLAS
WARZ1AAR ANEDINITH awmamquﬁamﬂﬁuﬁnuﬂumiLLaJ'\ﬁ“Jumm:aj n13
foans nmsvieududin waznsuddann 'i'mﬁu’amsﬁm'mLLa:mﬁT"ﬁ”ﬂ”aga n19
ﬁﬂﬁmﬁan’j'lmmﬁmmsmmgnﬁw ANNENNITOIUNTAATZENTEUIUNNS LR AR
ANNTUEBUDDINTELIUNTT NITARANNFULHBLALIBUIAT N15HNNIUALEIAN
sdAsuarn1saiwussyslalienanadas sanfnisdaarduandIdyaInaw
aamﬂﬁaoLﬁanaqmﬁw%amﬁmm::ﬁﬁuv;u/ﬂiﬂwﬁ ANMNFRINITIUNNGANY B9
swisineeseiugolumaluladlinionusiiugiu wu nssu madeu nwn
AAAIERS LARZTINEEAUABNNIADS

TamalunaGeuiuaziann eravildmenelunionsusneedng uareravitlag

naseunuluauzufifieu nsidsuludiosisau nadeudisnsldaeniimes

Y3aN1TS8UNWING FINTINITNAUVINIBNIUNLYIN IFLAANITRAILY N15ERWINY V38
mMIuNLae

Lﬁaﬁiuﬂzﬁqﬂaﬂnimi:wﬁnﬁaﬁﬂﬂnﬁwgaqmmmuma VIR1UDIANT LH LN UWRI U
318qﬂﬂaﬁ$mﬁﬁ"mﬁ’mwia:ﬂu Tﬂﬂﬁmsmwﬁoi’mqﬂi::aaﬁf\huﬁ'séﬁmm"ﬁwmimu
WRENIEEUIMY

LLﬁ’jwﬁ’ﬁaﬁt‘Lﬁl@imuﬁamsﬂnamuqﬂmmﬁﬁmiaﬁ’ugﬂﬁ'lLﬂuﬁlﬂﬁ WEN1IANDLIN
fansnafiannsddyuazfifituleenaly daulnajeseusguivnaBouuasiinee
e fedatebeludeniniudiuazgnd A8nssuitegnén A8nsuilatigm
NIDANNANWMRT LazIBN1TIANITNIINITABURUBIANAIAYI9DBIQNADESE
UssAndwa

3:uumﬁmmimmimmmﬁmmsﬁna‘lnmsLLﬂafJummﬁmmqﬂmnmazmﬁns
Wavih lisuladnasshunisvinnuilinanisediunsfivededaiiley wiluzaefisl
USRI Lm'a:mﬁnimsﬁmumﬂmmiﬁﬂd’wﬁfyazmﬁwiamiﬁﬁﬁ’ﬁmu LA
lHfinszuunsusiiussasumaiogeduszoy Tasawizagedomnaumean
Lﬂuﬂqﬂuid'suqﬂﬂaﬁﬂoﬁnaﬂuﬁawmm (Implicit Knowledge)
éfﬁﬂﬁi%’lumiﬂizLﬁumzﬁw%waLLazﬂizﬁmﬁmwmaﬁzwmsL%ﬂu%uavm'iﬁﬁum
YARINTURLT wmm%ﬂ,ﬂmnwammumawamimLuumwammmmﬂa 789U
LAYEIANT TINTIWNANTE mumawamsmmumswmmﬂuanm LAZNIFILATIEA
dunu/alsclom

135

/

G
(9}
2
<
W
c
-}
[fa)
0]
=
«

)




136

TQA Criteria for Performance Excellence 2012-2013

o fundinanudisnwaladusneld waranuiewalatunisidsudumivaziJuivandny

Lwiﬂaaﬂaé’ﬂﬁ%l:\iLﬁmwaﬁa:ﬁﬂﬁﬁﬂﬁ)dmﬂmm%ﬁmm@nﬂ’uuazwamsﬁﬂLﬁumi
W5 sredwzasiaduduiiainianfiansan m'ﬁLLﬁ\L"nﬁfymLLazﬁﬁamﬂ*ﬁmm
yaansaeneiidsedndng Tanagmsumsimuiwazannfvtin luegnniseu
POIYARINT amwu,'m5au°[umsvi"1muLLa:miaﬁfuagummﬂwu%mi AN
Yanaduuarnistlasiufaressnauiivinen Usunusuisuiesey n1sdeansiisl
Uszandua ansanie warmevihediuiin sasiennusiuastusu swdensdiu
ﬁiwaommﬁmmsﬁLmnﬁi'mﬁ’ummm\juqﬂmmﬁwmnwmﬂ ARDAIUNNTATUAUL
28989ANs N1 HuSMIgnén

[

UBNINAIA ANMNNNNUD E]\']l!ﬂa’lﬂﬂﬂﬂﬁﬁ\‘i fBN138137908 Lﬂl&‘l’l’]\?ﬂ’ﬁﬂ%ﬂlﬂ Hu

Mensudn SelfEindug 1wy 321U n3atean Msfeend waznaiaviee
37U




TN TR WIYNTG Wessdnsiiluida U 2555-2556

Kiuoa 6 MsyoIduNMsUnuans

AN SRIUNTUITRNS Aansandeiimaihlinuzesesdniussawna AAHATIA
Yszifiudreednsfidinisegelalunsesnuuy 9013 wazUSulgenssuiunisvinuunas
STULUTE ARy et WiufiaNa ATy eIaNTIOULANTBIEIANT (core competencies)
udemstlasiunazihan s lumlioanudiSauazanussiusosndng Tasanizoting
E‘ianﬁm%ﬂuw%auﬁmé’um'szgﬂLauﬁmmﬁﬂﬁu WaliulainesdnsanansaufiRnnsliadne
Aoiilng

sruvuitdssRninnuac s insnagasordunisesnuuuiifiuss dndua n’mg;ol,ﬁuﬁ
n3tavnu mwr’f‘iaﬂmﬁ’ugnﬁﬂ WeaNBY WUSHAS Ltaziﬂﬁmmiwﬁa iauﬁy’amﬁsg;mﬁums
a%mqmmﬁiaﬁjﬁmu‘lﬁmmﬁﬂﬁd’ﬁﬁaﬁmm NN IUTUYFeNanI AN TAIUNNS
UJiinns msansaunan Mswisaniauan1Lanidy sntensuseiliuna nIUsulge
ptgsalay uinnTsn WaTMISBUSIEAUBIANT

srupudiaslEsunsesnuuuludneasivhWeednsdianuaaesa Aaduiedies 29
“AIMNARBIAD” MNBTN AMNEINITAVRIBNANT ILNNTUSUMIBENITIALER dangu uazd
UszAndnasaanusiaansiasuutaly anxasassn anansnefenswRsunanFuian
woundlslydudnuuunileatnesiasy nsneuauavaiTInBEIHaANNFaINsTiWABULLURY
lunSaan1izmana w%‘ammmmin‘lumﬂﬁu%miﬁwmfmmﬂmummm”aamimaagnﬁﬂ

v vy
v A

Wz WilTualiunaynsvedaIAnILAzAANA ﬂ’)’mﬂ6]'@\‘1(51”3ﬂdud?uﬁf’lﬁtyuﬁﬂ"ﬁuﬁiﬂﬂ’ﬁ
sadulaindrelfiosAnsneuanaidiunisuwnu miﬁﬁamﬂaaﬁ’uﬁjdouauﬁdﬁﬁm LALNIIN
FoanaviuanindelugUuuuwanini mIsadiunuuazsaunaouIIgldfenagnslu
N139ANIINTELIUNTIUUY Lean miamlaaLﬁﬂLmzﬂ%’uﬂqawamﬁmﬁmmﬁmﬁ’ﬂmomi Six
Sigma RO Fefiauswiusgetelunsldsiansdymsfnaun1sdanisnssuiunig

VVNATUNN RN

137

)

G
(@)
2
<
w
c
)
[fa)
0]
=
«




138

TQA Criteria for Performance Excellence 2012-2013
6.1 s:uudU: ovANsTdBMsoevIslumsooniuu DamMs Ila:UsuUsps:uumu

AU

vidietingnadssfiuuuimenisuaisaiunsesnuuy M3dans waznsUsulesEuy
1 maliselemiannasssnusndnuosasdns (core competencies) a3 19nmAn Hgné
wssamiansonMgniduiionaiiniu TmivussaanudSaLazmaseiuraseadns

dasanm
o dadifiasaunisiinisesnuuuszuusulagsIn warNITANSLRGBINNIIIING
Wowdnnandus shdetvinliduanudeslasiisdnbeiuanssousnanoosndng
(core competencies) Buiinlsifiautiuguarinfufisnfidrdalunisvildosinsd
Aanugaiy faulgwseulunisudstu wasduiisassuiinislunain

o vaepvdnssndusiasiilsiviorvuadniugdoney wusfing wazfanuduie
TR UNIPDNLLUSZ UL LA NTEUIUNIINIL Na12lauTI8 Nsepnuuufisl
Uizﬁmﬁwa%ﬁmﬁwﬁoﬁaﬂﬁﬁhulﬁﬁhmﬁﬂﬁowuﬂium\a‘[ﬁ@mm wInfilAs9ng
spnuuunaslasenInsaniy Wi nranTuRANTIHTuR aUnsal uazdv
FAUIBANNTEAINTINTURRAA T DU B9ANTENafB AR IA UNTU e a1
mslinswens deenaduismanilslunmsansunuremizsuazaaarlunissen
nAndulmigaanaldotnonnn

. Lﬁav‘h‘[ﬁﬁ’u‘iadﬁmmmﬁwLﬁuaﬁulﬁasiﬁosiaLﬁaa’iunnzqnlﬁu DIANIAITAIIEN
miﬂﬁﬁ’ﬁm'ﬁmaoaaﬁﬂmnLLdaguﬁéimn'lﬂumidouauwﬁmﬁ’mm"‘lﬁuﬁgnﬁw WUsNa
YDIDIANT u,azmwﬁadmmazﬂ”aﬁmummgnﬁw:Lﬂuummﬂﬁmﬁmﬁmum
szdumMsldusMauignd fedwdy sesdnsfiliuimasuaisisyulnadnias
G”m\'imﬂumﬂﬁu%mimﬂndﬂmﬁﬂiﬁqiﬁﬁ)ﬁ\lﬂléﬁﬁu%m{iuL%‘aaﬁ'ﬁﬁLﬂuﬁ 29ANIA L
wsemsailsiiwiiudlatigmiunizgnidu Suflusnninsdesiinismdoamsen
TWusn1s anunersnvinliaednsmdusuldadesialssrisyssaruivainy
wenenlumahdiulahesdnsiidoyauas srssumainioaliom (hie 4.2)




TN TR WIYNTG Wessdnsiiluida U 2555-2556

6.2 Ns:udouMSsHIOIU: ©YFANsI38Msogislumisooniuu Sams 1a:Usuuso
NS:uouUMSHOUNENATY

AU

Widatinsrelssfiumssenuuy ams LLa:ﬂ%fuﬂqam:mum'iﬁ'muﬁz\i"lﬁ’cy Waade
AuAnFungnd UjuRinisegndvsz@ndnmuazdsz@ndne uaziiosdnussquasiige
uasdafy

dpaanm

o NITVIUNTVIUNTIFUTBIBIANT FINTINTLUIUNTAAITUNARA U LA
ﬂitﬂ’)uﬂ’ﬁ‘ﬂ’]\‘iﬁjﬁﬁ?/ﬁﬁ?ﬂ’]iﬁ\l,ﬁ\iLﬁﬂ’)ﬁuwﬁmﬁmﬁ %ﬁ@ﬁﬂi:ﬁugaﬁmsmﬁﬂﬁmm
fdAaANsISILasN1TAUTAZe9BIANS NITUIUATRInaSTAAEAT ey
NNIIOULVANVBIDIANT (core competencies) TnqUIzavABonagMS uariladuiuv
ANNESEA a9 TRIRIANT ni:mumsm\aqiﬁa/ﬁamiﬁd"}ﬁty 9193V
NITUAIUNSTEIUTANTIN N9ATBLAZWAILY n15Tantmalulad n1s¥anisans
NUNALRZAING mﬁmmsﬁaﬂﬁqﬂmu nmaduiusinsiugdenny I NFIH
DIANTAIBUDNANEUNITUNYL NITAIVIINURSATOUATBININTT msmmsﬂ,ﬂgmmm
Tan MITANMIAATING FINRINTZLIUNMTTILUAZNITARIN
FMIUBIAN IR INUT W IWATLT n5:U'3uw7a§5ﬁﬁz/ﬁayn75ﬁﬂ"m”zy D19TINANNITNINY
msadnarwaNsLsiuds nmadauluniswansuuleisaisisas idavemnansae
YANTEUIUN TR IaIaTY Svanevnlidermuauaswan1 s uduns
VIR U IUNTSRAIINUANA N DG WAUB

o NITVIWMINUARIADIDIBIANT 'i'mﬁomzmum'ﬁaﬁfuaguﬁaﬂfuagum'ﬁﬁﬁﬁﬁ
MUsraTunaznsasNaundnsn wadnlilésuniseenuuuluseasiBuasiniu
WA U ’ﬂ”arﬁwumaamzmumiaﬁfuaqumuﬂnﬁlﬁﬁuagﬁ’uqmﬁnymwm
WRAATUANININ Lwi%uagjﬁ’uﬁaﬁmuﬂmﬂTummmﬁmLﬂuﬁﬁﬁ’m 9fmeinITUIERU
wazysannstiufusded deliiulaindinsdeslosuazléinanisdnidunisng
se@ndnmuarysedndua nseuunsaEtiuayy 8195NAINTEUIUMIAUNTRY
WAzt nsvansenAsaEauil SIuUSsEungang vuuSnsEunswenns
yara NIUsEnaNius WRSITUFULIINTBUY

o LUIMNINITOINUULNTZUIUNTTEIEVANT DIARANLANANTUTUT AN B DB
nanSuR I Huniasunfiesnuuuln Viﬁmmwmnwmwmgmmu WinfiAsdas
funszuiumIveufiinswisundaslidiazainnsetios aednsaseileiiede
AvuafidAaIndniuT Jadefidaiiuifansanlun1eenuuunIsuIuIg
WauATaUAgNivANLaBA ANTFOULVDINAANTUN LUTEHLHIY HANTENUAD

/

139

G
(9}
2
<
w
c
-}
[fa)
o)
=
«

)




140

TQA Criteria for Performance Excellence 2012-2013

fowndon nszuiunIwdnfiduinssiadeuindean (Green Manufacturing) IaA
13150 1NN TIATAAINNEINITAVEINTLUIUNNT AMNFINITD LN TUN U AR L6
ﬂ'nummmdluﬂ'liﬂ'lqo'%’ﬂm\lﬁ m'mwmrmmmjmmmmmwﬁ’wmgﬂﬁwﬁﬁﬂﬁ
ﬁaaﬁwﬁmﬁmﬁw%amiaﬁuaquﬁmﬂgﬂLLuuTﬁLﬁan IAANNTINTNVDIFRINDL
WaTNTTAeNa1s NspnuULiiiUs: Ansnadavrileissaunaliasnanninaas
NITUIUNTHAALASAINBUEIY F9913HDIIAT1EHTURELBUATBINTELIUNTTHER
WEIUANS UazepNUULYEaUSUaNsz UM IRenan I ng (“Reengineering”) el
ﬁmzaw%mwgﬁu 5’;3417?\161auaumﬁiammﬁaamﬂaagnﬁ'\ﬁLﬂﬁﬂuLLﬁaolﬂ

widilinafsnisianmelunszuiums warmsfdniusivgnduacfsoney Tu

Y
a J

n13¥antslunszuiunisuarnisufaduius evdnsdovdinianimunyaingilu
nszvIumMsiieta fainennsal vieufduwus ﬁamﬁummﬁﬂfmﬁluﬁﬂﬂmﬁaﬁqm‘lu
F0fUg BoINTEUIUNS deaadlumuazaldiefionafaiuannadeaunlyan
wam'ﬁﬁﬂLﬁum'ﬁﬁmmwﬁ’o‘lf’ﬂﬁmﬁaﬁaﬂﬁqﬂ mi%msqwamiﬁﬂLﬁumiﬁmwﬁ’aﬁf
1 aednsdasimunssiuviosnasgusawanssfiunsnmelunssoiunts Wi
wwmelunaseduls mnflaradeswuiedy Foshmamasnmsutlodelvng
nseiunisraenszuiumsiulymadldeanuuuliifn nsudlaimunzaneia
fasfiansaundrumaluladuaz/misdiuyaains FUNUEN BT TDINTEUIUNTT
mmmmﬁhﬁmm:aum‘;Lﬁummﬁﬁ@mﬁﬁumﬁmaommLﬁmmu (3N
flywn) Feazaslemaiatvienisifeiigvnludnsasideniulugedug 1edeedng
Tunsrﬁﬁﬁﬂﬁﬁuﬁu%ﬁugmﬁwmLﬁm%’aa BYANTIEABDINANTAUNTIAMNUANFINDDY
gnﬁwﬁaﬂumim::Ls‘iu'j'mamim"ﬂLﬂumimaamzmumsﬁLﬁﬂﬂm Fafudeianiina
ﬁumﬂﬁu‘%mﬁma‘imﬁwu,azm{[ﬁu%mﬁmmLwiazqﬂﬂa JDUNAITBINTELIUNTT
S luuvesAnsorauudulvisninnia Asldiiamnuiimalunisianiny

fvindusieiu ua Z‘[uﬂﬂ’i’itlﬂ,ﬂﬂﬁ NRAIDULINT

ST BIANT mﬁmmsmﬂﬁqﬂmuLﬂuﬂﬁﬂﬁﬁmmﬁﬁﬁn&lLﬁumn%ﬂu
nﬁiﬁazmiqLﬂmmﬂﬁmwﬁmmwLLa:waﬁﬂ,i FINTIANNEEIDDIDIANTABTIN
LHDDIANINUNIUANTIOULAEN (core competencies) TIAU ¥ Wisin13ATIE
Helonay Wusding LL@:g’{[ﬁm'}u‘i’mﬁa"[w,%\maqmﬁ'mnﬁu n‘;:munﬁlﬁmﬁ’mﬁdauau
A159895DIAIUe 2 Usenns Ap BawdFuUsnanTALiluNTIRIERYNPLUAL
WUsHAT LLazﬁaﬂTﬁwunLmﬂﬁﬁfuaqusiamiU%’uﬂqﬁ:‘uumwﬂaoaoﬁn'ﬁ N139ANT
m\ﬂ‘ﬁ'qﬂmu 9195WiINTEVIUNNTARLRBNERINDY ToafidnaneieansuIug I
VDIERINDL u,a::Lﬁumﬁmﬁ'\ﬁamﬂmﬁ’u@dmauu,azﬁuﬁﬁmﬁﬁamgmﬁ




NI TRAUNWLZNR WinasAnsndulae 1 2555-2556

v

. ﬁamaﬁﬁmum‘lﬁﬁmmumﬂL‘f"imﬁ’uﬁ‘ﬁmiﬂ%’uﬂ@amzmumiLﬁamiqwami@ﬁLﬁu

MRt wamioﬁ’ﬁLﬁumiﬁﬁ‘ﬁuﬁlﬁwmﬂ50@mmwﬁﬁ%ﬂuguuawmgﬂﬁﬁLﬂwﬁu

Lwiﬂ’\mmﬂﬁawamsﬁﬁLﬁum'ﬁﬁwumsLﬁuLLazﬁﬂum'ﬁﬂﬁﬁ’ﬁmiﬁﬁ%ummguummm

Qﬁmu‘léﬁmmﬁﬂﬁ'uéﬁm U wRANIW uwameineg Tun1susudgensruaunis

Aldrulaeialy sande

(1) MIBNANITNUNIUNANTANAUNNTVDIBIANT

) ﬂ’]‘ﬁLL‘U'G‘ﬂuﬂaQW%ﬁU’itﬁUﬂ’)’lNﬁ’lL%Qﬁ?ﬁdﬁ]\‘]ﬁﬂ‘i Lﬁaij’mﬂﬁ‘iaumiﬁﬂuiLLaz
uInnIIN

(3) NMTIATITINTTLIUNTUATNTIFE (WU NITTAYIRINTZLIUNT NTNAaBILRE
magﬂmmmuﬁqmmm:mumi nstlasiuaNNRaNan)

(4) mﬁ’%’ﬂLLa:ﬁ’muﬂuﬁﬂuwmﬁﬂLLazqsﬁa/ﬁanﬂi

(5) NMasudssaNsIausfussdnsiidudea

6) M3lEmaluladniaian

(7) M3ldaTaumnAIINgNAITEINTELIUNITANNY enelunarn1sunneedng
LLu'Jvmmaﬂ%’uﬂ‘;arﬁtmumsmﬁ)ﬁaﬂ%agaﬁmms@mﬁamtLﬁummﬁan
WALTARIFUANNEIATY wuInessnalalanmaliiiniaidanuinung sande
MIDENUULNIZLAUM IS aUSUSDNT UM s (“Reengineering”)

141

G
(9}
2
<
W
c
-}
[fa)
0]
=
«

)




142

TQA Criteria for Performance Excellence 2012-2013

KuUdQ 7 waaws

v 1

ANIAHNANST zgoLﬁuﬁowaé’Wﬁ“maomiﬂszLﬁu’s’mqﬂimaﬁ wazMIUIziuesgnese
NAATUNDDIBIANT 3’2%17].;Gﬂ1’3ﬂ33Lﬁuﬂi::‘]J’Juﬂ’]‘JLL@::ﬁﬁ)ﬂ‘J‘JNﬂ’]‘j'JJ%"iJ‘]J‘g\‘iﬂitU’Juﬂ’]iﬁﬁﬂﬁm
HAAWSFIUNTIIUGNAT HAAWEFIUYARINT WARWSAUNTATUAUABIANT TTuUNNTI
2IANT LATANNSURATALADFIANTUIINTIY LAZATNTINHANITANIUNITAIUNNTFULRS
ARALABITIN G’iwmsaﬁmﬁuﬁwaé’wﬁfﬁ\mﬁin PlFamnsasnsEaTIuITesInTE B9ldun
mﬁﬂmmﬁi’qLauaqmmﬁﬁL?jﬂuiuguuawmgnﬁmammm nsfinanIsAiunIsicEe

Tapiuldandz iadunmsufifinis yaans ngrane §9ax 9385530 UASMIRY 390V

¥
v Ao

MIRAIUNIT L%ﬂuii:: AUBIANILLA Zitﬁﬂuﬂﬂ@

e 7 Selasauma “Tupusfiinguase” (Fr¥aanntni) Wedssifiuuas
YSuUeanssiunsuasndun Iﬂﬂﬁmmaamﬂé’aﬂﬂuLLmvmLﬁmﬁuﬁ’unaqwﬂmmw
YDNDNANT HITD 4.1 ﬁﬂwuﬂiﬁﬁmﬁLﬂ'ﬁzﬁuazmumuﬁagaLLazm'ﬁaummmwaé’wﬁ ol
NIUNANTIIUNTALTINYDIDIANT LLa::Lﬁ'aﬁ’mdﬁﬁUﬂaﬂud’ﬂﬁmTunﬂsﬂ%’uﬂ‘ga




TN TR WIYNTG Wessdnsiiluida U 2555-2556

7.1 waawsauwaannuila:Ns:udums: wanisaligumsauwaanouiia:us:answa
yoons:uouMsiduoenols

AU

idatinsratssfiunadnsnissufiunisvesndnsasivasnsufiinisiiddy e
waaslAifutondndusiuazuinsfiiquninuazfiqua Geazvinligndiinanufiivwala
LAZANHNWU Wdetitinsratssfiunadwizesnszuiunsiiaduresedng Solaily
Teul¥luides 72 — 7.5 WanaasWiiuisUssAnEnmuarUss ANSNaTaITE UL IULAS
NILUIUNTYINIU
dosanm
o shidaflusYananisaiunsdunansud %ﬁLﬂuﬁa%i’maasguuawmgnﬁﬂ

(4 &

LAaLN15AARUlINANAAINITER LAY ANNTNNUSTUDIANTIUDUIAR AITANANIS

a o @ =

sflunsfunaaiudldsnanarsaumaiiioaiugné Sesruswliluiade 3.1
WAz 32

Fringuwdainsifivainsanaztinantd onefansananiugseludl dud nea
Aunwnely wansldnuaieeawindued ssduzeade anuiawainzaenslv
uins nalumIrsusuey doyaisaiuanaielunsldnunioauanyu:fuses
wﬁmﬁmﬁﬁmmwmﬂgﬂﬁwmmﬁﬂ'ﬂmwmﬂmuﬁu muﬁg\awaﬁﬁamnﬁﬂum{lﬁ
NAAAUTLLAZLUINTS

. ﬁﬂawﬁuﬁuﬁ’izmwwamsﬁﬂLﬁumiﬁmwﬁmﬁ’mﬁﬁuﬁa%ﬁ’ﬂﬁmgnﬁﬂ JunIaeila
n3damsisdatded iUt uaudnuae 1w
(1) miﬁmumm:misﬂ'oLﬁuﬁ%aﬁmumﬁd’ﬁﬁmﬁm@mmwLLa::gnﬁ”u
) miizqﬁ'aﬁﬁﬂﬁw§mﬁ’mﬁuazu%msLmnma'«nﬂﬁﬁag‘[ummﬂ
(3) NMIMANNTNAUSIBIUNAURENATENTNAURNBULVRINAATUNTUNAAIINTY

WolaUALANNHNTUTBIGNA

Aananiust enadlfiiudiunaaiimasintulnainisiifasinswasunlas
nMIwdsuanuiaansfiady vislomafindndnriviauinesdady

143

G
(9}
2
<
w
c
-}
[fa)
o)
=
«

7




144

TQA Criteria for Performance Excellence 2012-2013

F LAz it TaUsL ANBNALAZ YT ANENMNNTZLIUNMS 919 INEIRaNIIATIUNTS
maﬁzunmuﬁLLamﬁomsamﬁunu‘lﬁmnﬁuw%aﬁwﬁmmwgﬁu TaansiEnswenns
nmslunaz/vEemeuan MIansiuNIaesNaRBnIansEWaNIL Man
USanaunstUassraais nsiddsclomianwaninnassld wazn1suiizesdendumn
Tlval drdTansmavauasnelusedns Wy aunan ANEANEUTBINIINAR 1IN
ﬁv’awmﬁi"fﬂumsdauauwﬁmﬁ’mﬁ‘[ﬁuﬁgnﬁﬁ AR luNIR9ASesIns uazaily
msaanwﬁmﬁ’mﬂmgmmm nan1sefiunsfinzuludunisusmssdneuuay
Fudue uona Nt awmuﬁoﬁﬁmLL@:&I’Q%’J’@mwwzm\aﬁqiﬁa/ﬁami U DRI
UIANTTHLAT NSNS HNANAATDINAATUTNLATNITLIUNIT HRAWSIINNITUD
Six Sigma WUATR wazmssauSUaNTIOULIBINARILT o NaiideNay e
maam\ﬂm’qﬂmu U NIRRT IUIURUAIAYARILAZNIATINTUINGAL NTBNTEAL
AAWLAZNARNW nwﬂ%’uﬂymmanLﬂﬁ‘iﬂuﬁ”agama&ﬁnmaﬂnﬁ LAZNIIAA
ﬁuv;uiumﬁﬂmim\ﬂﬁqﬂmu FINTIHARNEN19AT2 U2 U INMIE LA BUBN
U N13RTIRUITEHUMNIZVLNNATFIUALUNIN ISO 9001

videtinssdulitpednmimunuacldmfafifuendnuaiuaa$oassdlunisinau
nszuuMsisAyuazmMItsulemsjofinns dfefiduendnwal asiiansan
fanuduiusIBamauarnaseriwan1saiunsfiuljifnisuasaunwnia
HANTANTIUNNTVRINARTUT p9AnTAs R TaRAsdasuarddlun1syssifiu
Naﬂ’]iﬁ’]Lﬁuﬂﬁiﬁlﬂ\‘iax‘lﬁﬂiLLatﬂﬁiﬂﬁﬁﬁﬂﬂiﬁdﬁNﬂ Twieananiansanzanidu
YDIBIANT

n3inenuAunihzesaNdsIN g ReA L“Bonaqw%nﬁ‘;lw,‘%'mﬁﬁﬁmﬂmmﬁa
iflavanasdnsiurumnndndtlavnlunsimuadiafivanzas fiaanuimi
sanasinldnnannnisivuanadnsiasiauinyss 8982 IHasA Favieganu
TnguszaeABenaensiianau ntF Il aRFIna LA TA LT
nag




T Taguwuien tieasdnsfibuda U 2555-2556 145

7.2 waawsaumsuoidugnm: wamsdidumsahumsijoiiuanAiduognols

A

ﬁﬁa*ﬁmwﬂi:Lﬁuwaé’wﬁmaawam'ﬁﬁﬂLﬁunﬂiﬁﬂuﬂﬂsag;atﬁugnﬁﬂ LNBLLEA LU
avAnssniiunsldfiieslalunsadwanuiionslaliunignd uazaiarugniuluszezeny
(*)

7

dpaatnm

. ﬁ’aﬁaﬁsﬁoLﬁuﬁﬁagaﬁﬁmﬁmﬁ”’wm Walimsuuaztiuaian1sainan1sadiunig
maaaoﬁnﬂuguuammgnﬁﬂ %agaLLa:msaumﬂﬁLﬁ'm%aomamquﬁomm
ﬁowaT'«JLLazlsiﬁawaTamaagﬂﬁﬂ ﬂﬁ%’nmgﬂﬁﬂ"}f nwﬂﬁgnﬁmazmmﬁﬂgﬂﬁw LAY
gnﬁﬁﬁﬁﬂqiﬁaﬁ’uaoﬁnslﬂuﬂizﬁﬂ da¥oedpunngnd msuidawmdninasoundied
sefndua mIBunosrusziunindnmn audnaniuiaInyuNaIIaIgnen T
NTNTIAININLAZIIAN mimfafﬂhxLﬁﬂﬂﬂgﬂﬁ'\‘luﬁmmmazmn‘lumiﬁmia
avAnsuazaNdlunsldndndud (aseuaguivunsamiunisliuinig ns
aﬂfmguamoLﬁuﬁmaagﬂﬁﬁﬁiaﬁﬁaLLa:wﬁmﬁmﬁmmadﬁm NI Ta N3
FADUA LLaznﬁilﬁ%’unﬂianaiaamumamngﬂﬁ'}LLazaaﬁmﬁmz’Suﬁ

G
(9}
2
<
w
c
-}
[fa)
o)
=
«

¥ =

o vhdafiiunadnssmunisjadugnd Gannnimsiaenufienelazesgnd wae
mmgnﬁuLLazmmﬁuﬁuﬁLﬂuﬁ's%i’mLLa:ﬁai’mﬁﬁndwﬁm%’ummaﬁL’%ﬂummmh
DUIARA LAZRIMSUANNIIEUIDIDIANT




146

TQA Criteria for Performance Excellence 2012-2013

7.3 wadwschumsuoiduynains: wanmsdidumsaumsuoiduynainsiduogols

AT

ﬁaﬁaﬁmwﬂizLﬁuwaé’wfﬁmmiq\iLﬁuqﬂmm WaLaa L FUTNRIANTIINITOESY
wazsnnanmeeslun s uiidianann . Sanudoems AN LAENTEEUS
Tﬁun’qﬂmnsﬁv’mmlﬁﬁLﬁm’lm

dadann
o WARWSNIINNUL P3N lUvSatlasuanizeaenddns tasemly 1iu

ANMNUABAAE N15T1A9IU N15a198N ANNANNETY uwazda¥eaSeu (ta¥pennd)
PDIWUNNIU T WTUAVIOLINAD 1 HU N192IA9IULRENITANEN B1aNMIWIsuisy
‘Euazﬁuﬁaof‘iuﬁ%mzﬁugﬁmﬂmummmm:ﬁm Haduanizrava9dng Aa fiai
mﬁnﬂﬁmwﬂizLﬁumﬁmmﬂ‘lum’atﬁmmu@:mm@ﬂﬁummqﬂmns Hademanii
919 TINENTOUIDATDINIANDUIH MIANBUTNTY viEansRnausHd Ny el
UITRAINABINIFUTARNTINTARALTATINAIYAAINT FBULDARATAINE T
PDINIINMNRUATIANWNTVINUFIBAULDY ANIINNDTEAINEANINWUASHIBTANTT
N30ENRNITASNENFINAINTINYDINTELIUNITUAL ALY

wadnsraviiiadndanuamnsauasfnmMaTesyAaIng 9193IMAvT I
yasNsunnmiisay uazmsiususesinggiussmsuinesidesns 91T
n3U3ulAs9a319T8989ANs Manygudsunudesnuuuiiensususssnfianilu
seaunagnsvisadaivuazasgnéi

61’3'3’91waé’wﬁﬁsﬁm’mﬁaﬁa%imﬂawu@ﬂﬁ’uLLa:ﬂawuﬁdwaTamaoqﬂaﬂni 193NN
msﬂ%’uﬂqoLﬁmﬁunﬁiﬁmﬁﬂﬂmzﬁwﬁﬂmu FUFIINDNANT waTNISLANLUAnUY
BUUZVDIYARING HARWSTT B9 maswﬁoﬁagaﬁLﬂuﬁ'«wﬁ’ﬂﬁ%ﬁﬂ U AU
Te¥adudu LwiqmﬁuﬁfﬂﬁtymmﬂuﬁagaﬁLLﬂmﬁaﬂi:ﬁm%waw%awaé’fqu%
ﬁ'msmmmﬁﬁﬂwaﬁ’uqmé 21aldiun miﬁqﬂmnsagﬁ’umﬁmmuﬁuﬁaL'fluwam
2NN5315:1ATINTENEBNTNIBBLADUT NI w‘%‘am‘sLﬁuﬁummﬁi"}muqﬂmﬂ‘sﬁiﬁ
%’Umil,'ﬁauﬁﬂLLwiid%"'oLﬂuwauﬁmniﬂiLLniumiﬂ’ﬁumﬁ”’ﬁwmmﬁm




T Taguwuien tieasdnsfibuda U 2555-2556 147

7.4 waawsaunmsuiovANsIa:NIsSMNUQIaonANS: waawsaunisuovAnsiia:
msrnuqQiiaovrnsiduognols

AU
wideliiansanwadnwiisdyvesesdnsluizasnisiiadnilaefussdugeuaznig
MAugUaBIANT INDLLERS FAUTI A IUNIWNIINTIRUNR M5TupvAnINAaSys5IN Tavinlv

Y

msqwaﬁmmm%’uﬁmawiaa"’mu‘[moﬂ’mu,azmsaﬂfuaqu?gmuﬁﬁmm

=2

7

Fadann

o a9AnsfIinTUiRed1995999 wazuaavlFiduiinissswgRufiflassiud
NIRTFIUGY Iﬂﬂlﬂﬁuﬁuiﬂﬁdﬂuﬁﬂ’ﬁmﬁLﬁduﬂﬂ%quL%iadﬂ’]iﬁWﬁU@LLaﬂﬁﬁﬂi e
ANNTVRATOUATUNITNU 9385730 LATANMNIUHATOUDEIEYN AIENIINNTANNY
@LLaadﬁmLLa::ﬁjﬁﬁ:ﬁugomﬁﬁmmuﬁﬁmwamivﬁLﬁumiﬁtﬁmﬁmaﬂwaﬁwLaua
wazdosnswanmasidunsfenantigRswlddndolisus

G
(9}
2
<
w
c
-}
[fa)
o)
=
«

. waé’wﬁwmﬁmsﬂuﬁammdﬂL’%W‘ﬁﬂﬂwiu’ium'ﬁﬁﬁﬁ’ﬁmungizLﬁﬂuﬁﬂuﬁi\mmé’au
ngvane wazngszfoudetisduseg wanisaTasaulasriisvIunIAsTs eI
muﬁaﬁuagunuﬁﬁm (*) WAAWSA19T AITTINAINTAUUTUUANNKIGNUAE
waszlomizassoaniuaaneuazmasivayunamuidfn

. mnmﬁn‘;Lﬂﬂgnﬁaﬁ”wuw‘%aaﬂwwnw’lﬁngwm51 nszipudoiedy wiedmwan Tu
2439 5 TUNNIUNN aoﬂ’ﬂsmia@ﬂmqmmﬁ[uammwi‘]wﬁ’u’lﬁmmﬁw




148

TQA Ciriteria for Performance Excellence 2012-2013
7.5 waawsahumspula:aaia: wamsadigumsaumsipula:aanaiduosinols

AT
Widailnsadssiiunaansirunisdunazaaiaiaidn iwaldidnlatenrnusiuag
NNTTRU TITIANNTIMBUALANNEUTIAUARIADDIDIANT

daFInm
o driainneelumdediduimtanduirssdugeldlunisfinaunasgvaians
BATIUSZRUNANITANIUNTLAZANAUAIN NS UDDIDIANT

o upnWtlpandTalusdes 7.5 NUBLNe) 1 fTauLazfT Tadunsduiiman e
9197 Ndeeld sz ﬁwlsw%ammv;u FIULAUNUNA (Cash Position) yae
funwiignd (Net Assets) Sasauniiau (Debt Leverage) WaIWNUAA ﬁ'ﬂﬁqw%
Apviu UszAndniwzeemsaiiiun1sfiunstiu (Msiuky (Collections) n1si3en
Wuku (Billing) msu%msgnwff (Receivables)) LAZNAADULNUNIWNITNU AIIANA
MIANIUNTAUARA m%’mﬁaé’f';"‘;’mnﬁlﬁﬂmwmqiﬁﬁ)/ﬁam's NARTUTA VN LRE
nmsdngaatalni wisdasdiusldveswiniudiing dmiusednsiibinarom
Wan1ls fTanan1saiun1sFiunana mfﬁauﬁaLGuu%mmﬁamsqﬂaw%a
Ruthumaeflésy




Wi TaauMWIARITR Wesednsduida § 2555-2556 149

AJauna:nudAaKkan

RAODUDYODINCUA
T TaRUAWLiITA IHuuIIieg s miunTUTsdunuieraeedAns NIAn
Lﬁﬂﬂ@lﬁ%ﬂi'\ai’a@mnwwLm'amﬁ Lmzm{iﬁﬁ”agm’]auné’uLLﬁaaﬁmﬁaﬁﬂﬁmN’i@ foniniu
Fofiunumsdaadsznsiunaasaadwanuaansalunsugedu deseludl
. mﬂumsﬂ%’wqﬁ%n'ﬁﬁﬂLﬁum'ﬁ FAANMUFINITO ULASHANNNWIVDIDIANT
o nazfulifinsfessuazudsiiuasaumaisufinfduiaaseninsasdnasneg mn
Uszinm
o HurIasfiafiainisaianldlunisianudnlanazdaniswaniseiuniszes
D9ANT '3';34171”’\1“[%1?]14LLu'JvnﬂumﬂNLquLLa::Lﬁu‘[amﬂumﬁﬁﬂuﬁ

IUs:avAyovincuriwomsaidumsniduiaa
mm’ﬁimi’aqmmwuﬁamﬁ %’mﬁﬁuLﬁa?j'uﬂTﬁaoﬁnﬂ%Lmeoﬁyimwmﬂumﬁmnw
NANISATIUNTT T RINA VLA

. msdauammmﬁﬁﬁumua’lﬁuﬁgnﬁ'}LLa:ﬁjﬁdaulﬁdquLﬁﬂ FIAINAADAINIIEU
YDIDIANT

C
G
<
G
[en
o}
2
@
2
)
>

c
(en

L a a [ ¥
° ﬂ’]i'ﬂiﬂﬂ?\‘]ﬂiﬁi ANBHALLATIAANNEINITOVDY ﬂdﬂﬂ‘iﬂ AP IPEY
° ﬂ?iL%EJUi?IE]\?E]\‘]ﬁﬂ’iLL@&?JEN LLGi@::l!ﬂﬂ@

mMdauIa:IuoAQKan
NUTIT N TARUNWLNYA é’ﬂﬁﬂﬁuiﬂﬂaﬁﬁ’ﬂmﬁﬂuLLazLLuaﬁmwé’nﬁhoq oot
o nMItavAnIag R deEY
. mﬂm‘i‘flmﬁﬁﬁgmﬁugnﬁw
o MIBBUITLAVDIANTUALTLAVYAAR
o nalANEAYTUYARINTULRETUETAT
o ANMNANDIF
o MIuliunUIAA
o MIFANIfioUIANTIN
o madandnelidayaads
o ANNSURATELABEIANIUIINTG
. misg;aLﬁuﬁwaﬁwﬁﬂmzmm%’m@mm
o NNUBIBITTUY




150

-

TQA Criteria for Performance Excellence 2012-2013

ANENILAT LUIRAANANGIN ﬁana’nLflummL?iaLLazwqﬁnﬁuﬁwudﬂBdoayj‘(uaaﬁmﬁﬁ
wamIsunstuiavaisue aidsuuaziudandniadunngwiineiiaanudenTes
seninenamsmunsiadyuazdormusvasnsanisaslinsaunisdanisiiu
wadns Fouhlugnmsufiinisuaznisideysilounau

NMisthoofinsoenoidddenAu (Visionary Leadership)
v;iﬁ'ﬁ::ﬁug\ma\maﬁmm'ﬁﬁmuﬂﬁﬂmaLLam%Nm'ﬁmmﬂﬁagaLﬁugﬂﬁw a519AHyY

ma\amﬁmﬁﬁmwﬁ’mﬁmuazLﬁugﬂﬁﬁm\fm%’uqﬂmm sfmﬁ”’\aﬁ’mummmmﬂwﬁ’oﬁgo

AN AlEN URZANNAIANIIZBNBNANT AITHANANARTEVINNANFABINTITTDIH

1 ¥

suldidudennngn furdesiiulifinsa¥enagns szuy uazdBnnasiieg Wensvsg

9 Y
@)

nanseunsiduae msn‘s:éjuiﬁl,ﬁmuﬁ’mﬂﬁu MIETNANNIURLTAANNEINT LAY
ﬂﬂiﬁﬁ‘lﬂijﬂfnuﬂ"aﬁumaamﬁm mﬁﬂuu,a:naqw§ﬁ1ﬁﬁqﬁum1*ﬁﬂasﬁaﬂ%ﬁ'm'ﬁﬁ']Lﬁuﬁanﬁu
warnsdndulazasasdnsg ﬁjﬁﬁ:ﬁugamsa%aLL‘mﬂ’umaTa nIThu LLa::daLa%u‘lﬁqﬂmns
v;nﬂuﬁﬂ'auiauTumsﬁﬂﬁaaﬁnsﬁimumwd’ﬂL%av fimsWmuiuaziioud Judanssy uaz
gaNSuMIWABULYAd Flsiugemsianuiuiaeusensufiinsuaznamssmiiuniizes
ALLNITNMSINTLALABIANT T,mﬂﬂmznﬁumﬁgﬂﬁﬁao%’uﬂmmuﬁimﬁﬁmu‘lﬁmulﬁmqnﬂ@;u
Tuduedesssn MaUdifnig uaskansaiun1szesevAnIuas TaviiinTsAugese

fuszsugemsuiauiuuuuededs TasnsUszngffifedefiedessan uasd
fUFINFAUDITUNNTINAY MRBANT NNTEBY miﬁ’mmlﬂﬁﬂuamﬂm MINUNIU
WANIIANIUNIITDOIDIANT LLa:m‘sﬂnsiamumﬂqﬂmﬂ{[umﬂﬂuLmuaaim?iﬁ HUTZAUEY
SWIONUULEINA DTN ATlaw WRTANNANANTITBIBIANS lWnTaNT UNTE319NIEEUN
m']mg;aﬁ’u uazANNANS BN AT WTe9ANT

nowWIduidanyoiduand (Customer-Driven Excellence)
LﬁaomngﬂﬁwmmﬁniLﬂuﬁﬁﬂﬁuwamiﬁﬂLﬁummaz@mmw Al AIANTFABIATN

v
= Y Y (% a

ENRUANIUS LAZ ANHUSTINNATDINAAT U ’3’)3~Iﬁ\1“ﬁﬂ\‘l1’]’1\ﬂﬂﬂ’1ﬂ°ﬁ’15\‘i LL@ZNﬁUﬁHu@ﬂﬁ’W

~

FosonpuamA Wunignd suazihlugnisligndnlnd anufionsla anaflon uazanuing
POIGNAN nsnandeluneiis i’)ﬂ\lﬂgdﬂ’ﬁ‘ﬂﬂﬂﬂfﬁﬁﬂ/ﬁﬂﬂ’ﬁ‘lu‘ﬁli\m mm@mﬁﬂﬁs{mﬁugnﬁﬂ
ﬂiznauéhﬂdauﬁLﬂuﬁaqﬁ’uLLammﬂm A miLﬁﬂ'«ammﬂiﬁnuwaagﬂﬁﬂuﬂﬂﬁ’u LAY
msmﬂmmiﬂ'nuﬁiﬁnuwaa@nﬁ'lLLaﬂammaammﬂTuamﬂm

@mﬂ'wLLazmmﬁawa‘[waognﬁmwlﬁ%’u§w%wa'«nﬂ‘f]a€fﬂﬁhm ANt nUszauniTnd
ﬁowmﬁgnﬁwﬁﬁ’umﬁm 'mJ5\1mms‘fuﬂ’uﬁizijadﬁmﬁugnﬁﬁ Farrwazrnnlinela
ANMNLTBNU uazAMNANATDIgNAN




TN TR WIYNTG Wessdnsiiluida U 2555-2556

m’mL‘flul,aﬂﬁsgaLﬁugnﬁ’uﬁmm‘wmﬂmnﬂfhmﬁammLﬁﬂLLa:mmﬁmwmm AREEY
@mauﬁ’ﬁmuﬁﬁmuﬂl’i wiamsandaindgisauangnan agalsfimny Tasomandiudefidng
AanwansaizevevAns luyNNpIgnd u,a:Lﬂudauﬁfﬂﬁ’fﬂummn‘flulﬁﬂﬁag:\nﬁugﬂﬁﬂ feni
ﬁ’ummd’ﬁL%waomﬁnﬂummﬁﬂtymmaoL‘é‘ﬂ ANNAAWAIATBINITWILINT wazdaunniad
L‘fluﬁad’ﬂﬁngmho?ia’[um‘s%’nmgnﬁwLLa::m‘sa%'mmmﬁuﬁuﬁ’ﬁ’ugnﬁﬂmzﬂzam

o a

B\?ﬂﬂiV]ﬁN muanm‘lu L‘WEJ\‘]LLG]IWﬂ’J']NN’]ﬂﬂJGIE]ﬂﬂ‘b‘mwﬂiﬂ\‘lﬁ\lﬂﬁﬂm% LLN“"]J?ﬂ’ﬁVIGIE]‘]J

2

v

auaommmaomswumummanmm’mu u,mmmaﬂmfammﬂmmaﬂmanwmvLLa sanwud
m‘lmmmumw:ﬂmmLﬂumn@l,m mwsﬂmmLﬂuuum'«vLnﬂmnmswammmuaﬁa’[wumaﬁom
U%’uﬂ‘;d‘[ﬁﬂﬁl,l,rigﬂﬁﬁ MIUEUBNAAAUTIWIDNLINT NINARALAZLINIIMNAIINADINS
PDIGNANANIET Y ﬂa\lﬂﬁﬂaﬂﬂﬂaﬂElzuﬂﬁ’il,ﬁ’lﬁ\‘]?la\‘]gﬂﬁﬁ MIRBUAUBIDENTINEIMIBAINN
RuusiABiugnA

¥
LYY 1 v

MNUU AN LUULE\]V’W]N\‘I Luuaﬂmw Huuuada L"Ii\‘lﬂ@EWlﬁVlN\‘i Luumﬁnmanm\lfma:

q
a v a

AITNNNA ﬂ’ﬁLWNN’JuLLU\‘](ﬂN’]ﬂ LL@uﬂﬁiLﬁl‘]JIVI“IJB\‘]ﬁﬁﬂﬁ) mﬂnsmmumm‘hmmmmaoms

%

rasgnduaraaInfidsuntasuaziiniulvd sanviladasneg Afinasaanugniuzes

Qﬂﬁ’] aaﬁniﬁm%’uﬁuﬁﬂmmgﬂﬁﬁ avANIdavAIANITRIAN I ABU LY A lURRR LU
mmLﬂuLaﬂﬁgoLﬁugﬂﬁwﬁ”aaﬁ’s’muﬁﬁuﬁsg:aLﬁuQnﬁ'lLLazmmﬂﬁimﬁa

MsiSgugs:auovrnsiia:s:auynna (Organizational and Personal Learning)

miﬁmﬁm%msqwamiﬁﬁLﬂumimaqiﬁaﬁlﬂmaﬁ sufusasiuuimeiinaldiiia
NIBUUITLAUBIANTUAL TEAUYAAR %ﬁquﬁammanLﬂé"iﬂuL’%‘ﬂuﬁmm\huni:mumsﬁL‘fJu
JLUUNTSEUSIEALDIANT Us:nauﬂ”mmsﬂ%’uﬂ‘gdLmedﬁﬁagLLéhashdsimﬁm LATNT
uJé"ﬂuLLUaoﬁc\fﬁﬁtyw%au’;’mﬂﬁuﬁﬁﬁ‘lﬂ@jLﬁmsm\aﬁua:LLu'wm’[mJ QRPIEHIVE{ NATMERIAR
sl luAmsufivuaesesdns SemnsanainnsBouiasiu

(1) a\huﬂﬁama\amaﬂﬁﬁ’ﬁmuﬂazﬁ?ﬁuﬁﬁwuu‘fluﬁﬁm

) ﬁaﬁﬂﬁﬁ’ﬁiunnizﬁuﬁg\nwiqﬂﬂa HUINY URZBIANT

(3) 5aﬁdowaﬁiammﬁﬁiymﬁ@iumsﬂﬂﬂmo

(4) n’mﬁum'ﬁa%waaﬁmmiuazLLﬂdﬁuﬂaﬁuiﬁaﬁaaaﬁni LAY

(5) AsiAnannisnasiulenalumswisuudasiidfunasiauune NN
83 9uinnTTn

151

C
G
<
G
[eu
o}
2
©
2
)
>

c
(en




152 TQA Criteria for Performance Excellence 2012-2013

Lmaian'm‘%auiflumﬁm T8un ANNAATEIWITNNIULALDNEINNAT NANITITULATWAILN

Hayaangnd mMIwdsiuIBUfIRndwaALaznTTUIUNTBLIARY

L= v s [ [ s &'
NERBUIITAVUIANT SINAAIU

1)
@)
3)

(4)
(5)
(6)
(7)

matiingad Huigndmundndumilnivieiviudwnd uaznisusmagnéi
nmaswlemalnse negsia/fians
mia%'mLLazﬂ%’uﬂgomzmum'ﬁmiw%agﬁLmumaﬁqsﬁ"v/ﬁamﬂmﬁ UERIGIEITIEY,

£
=3

Fulnd

MIRAANNAANAIR VBILEY ANNGLEE LLazﬁunuﬁL'ﬁ'mﬁm
msﬂ%uﬂqammmmsn’[umsmamua@nﬁﬁLLazmsamaunm

MIRNNAAN LAz ANBHA LN NS NN IIMNATESEIANT Lay
ﬂ'mﬁuwamwﬁLﬂumwaaaoﬁnmﬁﬂﬁmsqwaiuﬁ'mmm%’uﬁmawiaﬁmu
Turandne

anuESavesyaanstuiulamalunsidouduasnsldlavinustniq Aisdu A
ﬁf’]L%wao@’ﬁ'\ﬁaﬁuﬁ’umim”']ﬁﬂan'mlmmﬁmimﬁmﬁu Tupednsfifionaasing M3kEuizes
ananadiasusazauiofudddmuiy wazaanhlufinsanswiunsinuinisSouiuas
NNBLYDINUNI UG mﬁmamuﬁmmsL%ﬂui}';'ﬁzﬁuqﬂﬂalﬁﬁwmﬂﬁm'ﬁﬁﬂm NINNBLTH
wazlomadug eanniviuasiaunegwdadiss Temawmariismionisduasueu
LLazmiLﬁummauLmumumm§LLa:ﬁnuzﬁmm‘[ﬁLﬁwﬁu saunsaoueu sz Uit
LﬂuﬁﬁmsﬁﬁumﬁﬁumLLa:maﬁ’umwuﬁ”aamiﬁfoﬁﬁ@mmmﬁm ABnslEnsfnsnuaznsiin
AUINDAINANLAD swﬁgamsﬁﬂuﬁaimﬂauﬁaLﬂ@% fumasidin sanden1sSeunalna

(1)
@)
)
(4)

-

msﬁauﬁszﬁ’uqﬂﬂa AINRAIL

‘v‘iﬂﬁqﬂmmﬁagﬁlumﬁmﬁmm@nﬁu flaufanwela uazfivinueranraIaNNTL
Wian1sdpudssninnmiisnuneiuedng

Hnsarefunindniernuizedadnns

famwuadeniiaeinauTanTINaN T

fratiu mil,%fﬂujﬁ:%’o\la\imsagoLﬁmmim{[ﬁiﬁwﬁmﬁmﬁﬁﬁﬁu WAATT3ITNAINTINTD
ﬁﬁ%ﬂumwamumgﬂﬁﬂ USUF a5 9uinnTsn wazluss8nsninaie Lﬁaﬁﬂﬁaaﬁmag
Tunanaldpdnefviunarfinnnuldwssulunanisadunis ﬂ'm‘%ﬂuﬁﬂ’aﬁaﬂﬁﬁﬂﬁqﬂmrm‘i
annfiswalauazussgslalunmsssganuduiia




TN TR WIYNTG Wessdnsiiluida U 2555-2556

AUALWUSUOOATSUIIAZIUDAQKAN

NN IRAUMNUYIBIR

o A o o " f"'\uﬂ"‘iﬁ"ﬂ"ﬁ”mn:
AIWIMNANUBNLRCLUIAAYIAN @‘J\ﬁ

o

2
Lo zunngeLun g

M3IANI
Toelddoyaade

%@gnﬂaﬁn’(unszmum‘s
Afuszuy (Mne 1-6)

>

WaAWSN1IALILY
(Man 7) Al

mslinouahAryriuunannsiia:wusias (Valuing Workforce Members and Pariners)

mwafwL%Qmmaaﬁm%uﬁ’uqﬂmmﬁﬁmm@nﬁu Foinanaunfiananung fAenig
peRnIiTaeu anusufazeuluranissiiuns usanmwaseniivseads Wildadels
wazWiaundadetuuasiu

UBNIINUU ANANRINTAIBDDINAAAY mm;'aj B AMNAAFINETIA LLaszg\ﬂa
2ANYARINIHATTUsARINIINATL TU s nIANd AN TUiDANNE 5 TBIBIANT

nﬁﬂﬁmmaﬁﬁcyﬁiaqﬂmni R ﬂmwg:oaii’usiamia%mmm@ﬂﬁu ANNRanala
NMIRAILY LARZANRINNDDIYARINT %o%ﬂ”mmﬁ’ﬂmiaanLL‘}JU"E%‘Ug‘jﬁ’ﬁﬁﬁmmﬁﬂmjuua:
fnan1sedunsisimsnsanfuauivinuiariinasauaififiauwandeiu A
meiiddyTunslianuddyiuyaaing el
(1) miﬁg'ovﬁﬁ\ammagoﬁumaa@’ﬁﬂmﬁmﬁﬁﬁammﬁﬂL‘%‘waoqﬂmm
2) MININITTVUNTENEBNwEVIe [Fse TaTiuenwilaluansruunsnanauuny
ANUNA
®3) ?’J’aLauaﬁﬁumiﬁmmu,a:mmﬁnwﬁwmqﬂmmﬁﬁ[umﬁm
(4) ﬂTﬁLLﬂGﬁuﬂ’)’WNiﬁﬂ\‘iadﬁﬂiLﬁE)TﬁlgﬂaﬁﬂiﬂﬂuﬂiﬂIﬁU%HW‘SQﬂﬁ’]\LﬁﬁEajd%u Eield
Tﬁaaﬁnimﬁqﬁ’mqmzaoﬁ@onaqm%’lﬁﬁﬁﬁu
(5) nMiadwanmwaadeniduasnldyrainsniruaudsesdissauaauuas i
UIANTIN

(6) NMIFFNENMWNARBNANBVULLARINTARAINTIANE J

153

C
G
<
G
[eu
o}
2
©
2
)
>

c
(en




154

TQA Criteria for Performance Excellence 2012-2013

aaﬁmﬁma%nmwm’mﬁaﬁamaf[uu,a::mwanmﬁnuﬁa‘[ﬁmmmmmL‘]’Jmi:mﬁ
Tapswldntuy auswiionielussdng 9197 IANNTINTDIENINYAANTUREFUTNNS
%amaﬁﬂﬂgimiﬁmmqﬂmm MIRNaUTHINNLIBUN iaNTUSUlATIEF e WY NS
ffnuifnan1sefiun1sfia anndndanislussdng anaieadasiunisadviadatne
AN NNUTTEVINAUIBIUANG Lﬁaﬂ%’uﬂwmmﬁﬂmju NNIAAUAUDY LaznITueiiu
A3

ANNTINNBNBUBNEYANT BnauAnTIndiadugndn Fawney anndunsAnsmie
B9ANT TNTUANYG ANNTINBEINagnivIamsiluiusinsrIaaivanudNiusiduau
saufianpuandifinnnadyuindedu ’B"’\am'aLﬂuﬁadmdgmmmimﬁaLﬂuﬁugmmaa
wﬁmﬁ’mﬁ[miw%au%mmﬁfuaquLﬁagﬂﬁﬂmi wanani mMaduiusinsas TN NNE LA
LESNAMNULDILNTILRTHNITOULARNTDIBIANT (core competencies) WInTAAINNTINITO
maa@’ﬁwaaﬁmmaaﬁnﬂuﬂizLﬁuﬁlﬁumwaﬂaifﬁuﬁu AaNsNSauionahaundennu
ldwssuBenagnivavasdnsdnite

mm‘i’;s\lﬁamsf[uu,azmﬂuanaoﬁniﬁ61'@7xn'aTﬁLﬁﬂmsﬁﬁumi’mqﬂs:mﬁizﬂzsm
"Ei"'\‘lLﬂuﬁugﬂuﬁw%’umiamui'auﬁuLLa::mmL%aﬁm:mmﬁu i a9AnTUATHUSAnTS
ﬂ’]‘i‘itlgLi‘l"ﬂul?ll,l,ﬁdﬂ’]'md’%%ﬁ? nalnlunis@aanspsvainians wuInUssiiuanuinInti
AapnaudEnslunisUsuwsumuaniunsnifiwdsundasly Tuunensd MIVANANGTATURT
Tassmsfineususwiuanadiuisnswisiitisandldaslunsinuyesins

AOWAEODMD (Agility)
ANE 5 lun1z il undniswasuLlasnasaaituasdnisutstiulusssulan

q
~

Sudusipsordaanuaaaei Sevansfe AnuaRTalunTWasuLlaeteduluaram
ﬁ@maju'lumimauauaommﬁmmimaagﬂﬁ'}LaW']::i'm naNeIANIABIAATEEZIA (U151
wanduAlminsafitsulysinddngaain sau%aaaﬁmﬁiﬂLLmomwaﬁw‘lmmzaoﬁmmﬂ%’g
faempuaunnt TS Uz IRuluvindennlnas msﬂ‘%’uﬂqaL’Ja'ﬂumimauaumﬁﬂﬁm
adpszuueulng Matsulaseadvzesiisnusasnszuaunseulfseudetu wie
mmmmiﬂumiﬂ%’uuJ5ﬂumnmzmumiwﬁﬂﬂg’ﬁﬂmzmumswﬁaamﬁmL%a frarlu
Qﬂa’m’iﬁiﬁ‘%’unTﬁﬂU’iuﬁﬂuﬂﬁ’JEJ\‘i’]uLLE\]::\lﬁ’%"Uﬂ’l‘iLﬁyﬁlEf’]u’lﬁfluﬂﬂ‘ﬁﬁﬂﬁu&[’qax‘iﬁﬂ?’mﬁf’lﬁfy
asi'm?iﬂumsmmﬂmsmioifuﬁ‘gul,m

Y

IR BN N PR G RIGE ) mﬂm'ﬂi:miwﬁﬂumimmmwﬁﬁmﬂL°1‘30LL°1i0°ﬁ’u ADIBULIAN

<

(% (¥

Tunseenuuufismahndaiusivieuinminengaaia WiesaunaIN1Ia3wuTANIIN e
ABUAUBIABAANATIINTWABULUAIBENTIAGY mﬁnm”aagﬁmﬂmsmsﬁwmuLwiaz%’umau
Tufian3Ine9eq (WU Concurrent Engineering) B3ufausansddenionsauuuinallauds
math W lwBemdsduazmahluufon

-




Wi TaauMWIARITR Wesednsduida § 2555-2556 155

mﬁmwamwﬁ’wLﬁumiﬁmnaﬂunﬂLLdguﬁﬂaquﬁﬁﬁn&Jmn%u wazsounanaieidu
fIafnsdufviderainszuiuns nslanusiduSesnadensiindsslomisdudug
iy msﬂ‘%’uﬂqanmﬁ%’[umﬁnLﬁumu%z\iowaﬁiaﬂﬁﬂ%’uﬂqﬁtuumu D9ANT AN
funu nsysannsvaelggunu nannmLazaNuaiulusnwasegAaivimsluwsang
iy}

msuoiduounna (Focus on the Future)

NI NavAnIifaNuisdusaseduanudnlaiiadusiee WlUTE A ULATIL 8z
ffnanszNUADaIANILATARIA Tun’m{ag}immﬁﬂmasma“i’aﬁul,l,aznﬁﬁwam‘sﬁﬁLﬁumiﬁlﬁﬁ
atigfaiu aaﬁmﬁaaﬁummoﬁ:{aLﬁuamﬂmamo*’ﬁ’mwu LLa:ﬁmmagoﬁuﬁ%a%wﬂ’uﬁ:
'3::ﬂ::ﬂ'nﬁ’uQﬁﬁhulﬁmmﬁﬂﬁaﬁﬁty lun gndn yaains fasuey wWusfing fievu
S5IIUBU URTYNBUVBIDIANT

N1IINUNUIIUDBIDIANTTIAITANANITIa IV TvTadaT Wil ANAIAnTNDDY
anAn ‘[amaTumia%wﬁjﬁa/ﬁﬁJmﬂmJLLazmmiauﬁamoqsﬁﬁJ N5WABULUAITRIRAN
L8N msﬁ’mmqﬂmnsLLazﬂmuﬁmmﬂunﬁ%wmu NSVUBFIVBIARIALAN NI
WarudFumalulad miLﬂﬁﬂuLLﬂaamaagnﬁw%amummm sUuuuN9gIN/NaNIg M3
wiasuwasesngszibsudaifedusnes ANNFBINIRAT ANV TITDIENTU LA FIAN Y
nFiasuly 3auﬁonﬁiﬂ%’uLﬂﬁﬂuLﬁonaqmﬁmaa@jLLﬁq frariu TqUszavALBInaeNSIAL
N39ARIININEINIefaesaetuiladuaenandie msativauianasauaguiisn IR
YARINT URSHEINBL NMFINBHURUNDAMUMUNTNUT AnHa nsadwlanmaiiouiansss
LaZNISAIANII0L

C
G
<
G
[en
o}
2
@
2
)
>

c
(en

MsYaNsIWouIaNSsL (Managing for Innovation)

UTINIIN NNBdy miLﬂﬁﬂuuﬂmﬁﬁi’wﬁwﬁaﬂﬁuﬂ?owﬁmﬁ’mﬁ PINT UNUIU
nszuuns MsUfiinns wazgluuumegsha/faniszesesdns wea¥eua il
fuldaude u"‘;’mnﬁum'ﬁfhmﬁm\lﬂgﬁﬁ%ﬂumiﬁﬂLﬁum'ﬁ winnssuenaiediseiunig
ndduvetesaumsy u"'imnﬁulsiﬁi"]ﬁ’mag“lumaummmﬂm%é’mtazﬁmmLﬁwﬁu LAEH
AMNEIAEFABNITUNTANT STUDeU LLa:nizmumivi"mummaoﬁn‘ﬂuﬁqnﬁ fu §uin
aoﬁnﬁami%ﬁﬁLLa::u%miaaﬁﬂiLﬁﬂTﬁui’mniiunaﬁEJLﬁumuﬁﬁommi’muﬁﬁumiL’%ﬂui
VONDIANT iuuﬁoysmﬂﬂﬂiui’mniiuLﬁﬁl’“fh@ﬂﬁﬂﬁﬁﬁmumzﬁ?ﬁu Tnpfiszuumadsudgowa
N1IALTIUNITVDIDIANT ﬁaﬂﬁawqu“[ﬁl,ﬁmui’mnﬁu nszvaUNIES U IanTsNegduTsuy
faefinsufRetaiafeionadng

u’“imﬂﬁuLﬁmﬁnﬂm‘séfaaummimmaaﬁnmazqﬂmm Fatiu ANEINITOIUNT
wewnwsuarlduslomiananuimaiognnngiFeianuddysenisnanduuinnsanges

6
BNANT




156

TQA Criteria for Performance Excellence 2012-2013

msvamdaaliddoyanso (Management by Fact)

NM37ALAZNITIATIEANANITANIUNTRANNEIAFADDIANT NITIARRAITWAIUIRIN
ANABINITURENAYNENINGIN/NANT LLa:msSaﬁa‘*ﬁagaLLa:miaumﬂﬁﬁﬂﬁ’nAamoﬁa
AEIFUNTELIUNNT WARAR LRSHRAWSTNRAL N1TUSrnITHan1IAiunTe9aAnIfeeedy
doyauarasaumaranratesluuulsznauii STUUNTIANANTSALTIUNTAITATEUARN
i

o WANMIAIUNMIFAUINAT WA UaTNITUIUNT

o NMIWBURBINANITAEUNIAUNTUFUANNT Aunatn a3ty

o WAMIANAUNIAUNFINDY YARINT WUsHAT AU Lazn15u

. waﬁuqméﬁmmﬁwﬁ’ugLLamﬁnsLLa::m‘saJﬁﬁ’ﬁmuﬂg‘zzLﬁﬂuﬁiaﬁ’aﬁu

mﬁmmiﬁﬁLLun"i’iagaLﬁaa:mnsiami%lmwzﬁ U TILUNAINARIA ATNEIBHRATUA
WRZANNFNYARINT

N13ATIEA NuBd msné"umma'ﬁ:ﬁofﬁﬁaﬂaoﬁagaLLa:msaumﬂaanmLﬁa’lﬁ
SUUsUUNTUsTIURNR msdndula NM3UIuUYe LazuInnIsw Tunsiwsned asdnsadu
ﬁao‘iﬁ%agaﬂaﬁmumtuﬂﬁu nsaamIal aaaeurNdumedunaii FelopUnAugn
p7q liiusudn NMIIATIERILEUUTUURATUINAIUTENT WU MTIUNY NTNUNIUY

Han13AuNlauTIN MIUSuU5IMIUGIRnT MIUsIaRanIsIensNsWaBULLURY LAz
n3wSsuisunansdiunMsiussAuisyAseeguisviazee “ABUuRNduEa”

Tumiﬂ%’uﬁ?mamiﬁﬁLﬂumsLLazmﬁmmimimﬁﬂmmao B9ANIAITHANNEFTY
funsiienuasldim Taniaddianan1saiiuns

De

91 ﬁﬁmw%aﬁaﬁ’mﬁLﬁanmﬁmL‘fluﬁaﬁﬁﬁq(ﬂﬁazﬁauﬁdﬂﬁﬂﬁﬁﬂﬂgwamsﬁﬂLﬁu
nandguludugndn n1sujifinig nmadu wardeanlulenie ngudaiansed%iad
ﬂiaUﬂquLLazL%ﬂmﬁ’umw@iaomimaognﬁﬁLLa::wamwﬁLﬁumimmaaﬁm%?}%ﬂﬁ

ﬂ’it’lJ’)uﬂ']’i‘I;I’\‘MNﬂﬁﬂﬂﬂﬁﬂ\‘i\hﬂu wuaMeRefuiuhUs aeATo9eIAng

frvauazftina1aiannIdudan1sandula luanwuindaniin1swasuLlasetng
590157 mi"iLmﬁ:ﬁ*’ﬁagaﬁ\lﬁmnni:mumiﬁﬂmumadowa‘(ﬁlﬁﬂmiﬂ‘s:LﬁuLLa:ﬂ%’mﬂﬁﬂu
A IANIBAITIRWRILIU Lﬁﬂ“[ﬁaﬂfuaquLﬂﬂﬂitmﬁmmmﬁmﬁﬁu




NI TRAUNWLZNR WinasAnsndulae 1 2555-2556

AOUSUWaLBOUCioduAUTU0ON3O (Societal Responsibility)
Qﬁﬁmﬁmmﬂﬁmmﬁf’]ﬁaﬁiamm%’uﬁmauﬁﬁﬁiaﬁmu n13dsengAujuRated
a3usITHnarnImiivanIgnuaz sz lezivasdeanlulonie Q’ﬁﬂmmﬁmmuasjmﬁﬁ
TunsianuafySeeasesss nsduaseeilaanugaaudy AuLaeant wadswndan
2098151500 N1IANATaIdasiugreuNe Aulaeany uazfvuindon ATBUARNDY
NANTENUTBIN1TUATRANT TR N TR N ITAIRTRIWAAN T uana Nl B9dnIAaTH
mmzﬁﬁ’tyﬁiamimﬁnﬁm%’wmniLLa:miaﬂmmgmLﬁﬂf?]y’\iLLﬁiéiuvm N19IIULHUIIADT
manniaiidawansznuTudaufionainiuainmandn nsnszatewdafoe nszuas
N3 ELAENIIATARAAT T N15uHLATUSEAnSnaaistleerud liiedam wiladaym
fiiaTustrensslunsenn wazdnliiansaumanaznssfuayuiidesnisiieansiswus

fiaumszminluGasisnaniegians Trsineanadasaiouaranudniuressnsise

avAnsbinsisuAlfiRnunguansuazngszisudeiduoaefiadu dmia wie
Uszmawinty udastisodeivsumaniuiulamalunisild “wilandrfeiduiudes
Ujiamungsziay”

avAnsmsiatiansUszwgiuiifedwlasesssnlunissiilununaz mafuauiusiu
idwlddnielunnnad asiinsdmuedefsufiRdueiesssnseiugeuazfiosdnig
AnsnalaBAMLNIINNIMAUYULABIANT

“marilvivanumgnuarsclazizasdoaniuagniie” nueliv mMsuaavnz§i
LLa::msaﬂfuaqummm”aamiﬁfﬁﬂﬁ’@whi?iv'h\lﬁmu*ﬁaﬁﬁmmaoﬁm Tuszyuamwiaiau
doan uaziAsugiafiasdnsiidninasy azfihuaznssfuayudong1n e1asmiiona
founsUsudseiunsfne greundsuazuinisdusesyury mavi ldfidsuindenis
mMaduuuustviifraedeaniudssifuiiianuafy mIsysnEmsweIns mMsluinsguou
uazmInAa NMIUsuLgeIsUfIRTedeANIIALEINR/AANT uazmaussiiuansaumean i
ANEUNNgIte nsusasnziii lugiusfidussAnsfuuunainsasenasoaoniudu
emasguazionu Tumsfuiusiasiisliussquasuedonados

N137ANIS IS aANNSURATaUsADFIANTUINT FTudagldiianmunzan uas
ANNTURATEUTDINMEHUNEMIUATIRAINETD

157

C
G
<
G
[en
o}
2
@
2
)
>

c
(en




158

TQA Criteria for Performance Excellence 2012-2013

mMsUoIduRwadwslia:msasonruA (Focus on Results and Creating Value)

I |

maTanan1ssiiun1szevesdng Sududojadunadniididy Sahlylddesai

1 o 9w

@mmLLa::inmmmauqamm@mﬁﬂﬁudQﬁdaulﬁmmﬁﬂﬁmﬂm Tgun andn YAaINT §io

> U
LY

WU faoney Wusing ennanie uastapu naaiauae s uldsndeididymeail

q

i ipsdAnsanansnainanuinfdessdng ilugnmadvlamadssgiauasdismisdoan
Gl

e

m\aﬂ'%”’oLi"hwmzmmmm%fwauqammmmmaLﬂﬁﬂmmmLLazmaﬁ’mLﬁaﬁ’uIﬁ sty
nagmizovnednsensszyaudiosnsveviiduldduiefiddylSddanauy Wagwli
fulaléidn uwunazn1sufiiianeg aussaudiasnisoesnniiy wazvinidsenisiia
wam:wuﬁmawia@’ﬁmulﬁmmﬁﬂnajﬂmmjwﬁa mMsiERTanan1safiunisuuinay
WUUAIN (Leading & Lagging Measures) 3INAUDHIIANAA WudSnnsfifivscandnalu
miﬁamiﬁaﬁ;mLﬁud’qﬁtﬁmtﬂ:ﬁ”’uua:sw:m’mmmﬁni NNIATINAAMINNANIIANTUNT
LEN u,azLﬂuﬁugmtﬁamiﬂ%’uﬂ@awa&’wﬁ

JUUODIBOS:UU (Systems Perspective)
Lﬂm"ﬁ‘i’lx‘l’?a@mﬂ’lwLLViO%’]ﬁiI’)LNuE]HNNENL‘Iai\i’i::‘lJ‘]JLﬁE]ﬂ’]’i’%\ﬂ’]‘iﬂx‘iﬁﬂ’iLLﬂtﬂ’itU’]uﬂ’I’i

a

mz\fﬂﬁcﬁiﬁmsqwaé’wﬁ'l,l,azsg;ogwamiﬁﬁLﬂumiﬁlﬂmaﬂ NUTI 7 MNon AHENLAZLLIAR
AN WAZLUININITIHAS LU Lﬂumﬁﬂ‘s::nauﬁugmnalmmsmmwmiizuuL’ﬁﬂﬁmﬁ’u
p8slsfimy MsTeanmsnamsmilundessinazdssauanuasald dosendansfansesd
anwaaandadluluuwmedieiu uazmaysannsludssifuanzassusasaving

NIRRT Manedle nanaInwIINTedavAnalaeldandasnisiiadyvavgsia/
N3 ININANTIOUELNANYDIBIANT (core competencies) TAQUTLRIALBINRENG LWL
UATRNT ez Izuueu

AnunaanndadluluiuImafieiu vuneis nsenduanudiaulesfisAsEning
Farmmuasiieg Tunuanseg apvinamisneTaguaiwuiesif ievldiuladiumueu
nszuIuNs fMie waznsufiinissneg Senusesadosliluuuamadeniu

maysannmadunissepesananuseaadolyluwumadisaiu weliesdusznay
ufaaIUTBITZUUNMIIANINanIauNTaasansinsUiiRnsedaulaeiulfind
uaznaans a3

-




TN TR WIYNTG Wessdnsiiluida U 2555-2556

LUIAAAINAIT 19614 LLm\flﬁLﬁuTuﬂsaumiu%mﬁﬂmimuLmeﬁ'mi“a@mmw
UNTNA Tuntin 4

NNNBIEITEUY ATBUARNTNNIN{UTTAugenaevAns A ns Ay safianiaide
nagns uarnsyeniugndn devianeanudn §UstAugeisensafana ﬂ%’uﬂgauﬁh LAY
JanawanIaiunig loeodunaswsiiunugu

¥
%

1BN9NY NNUDILBITEUY SINNNTINTINTIHEITR FTETR ANTINUSHANVRIDIANT

]
= o

(core competencies) WarANITRvBIANIRBRIWNAENSTd AN nanadon1sdeules
nagnsatuiit ATz DUIULaTNIEUIUNTNR ALY WAaTN1STRAIINSNEINS AN

soaadovluTuuwmadiediu WweUsudgenamasniiumalaesan uasviignduasiiisou
Tgdudanonala

TRV AVNG AT VNN NTIANTINBIANT BRZNITIANSAUBIALUSENAULARY
U Lﬁamsqmwz\fﬂﬁwmmﬁm

159

C
G
<
G
[eu
o}
2
©
2
)
>

c
(en




160 TQA Criteria for Performance Excellence 2012-2013
ANUrU:NEANIIODINCUY

1. o ILiUNaaNS
mm"ﬁsgaLﬁuwamiﬁ’ﬁLﬁumﬁzﬁuaaﬁmﬁﬁfﬂ Sy Fetsenauda
(1) WAAWSAUNRRAUALAZNTELIUNTT
HAAWSAUNNTIaTIUgNAN

v €

WRAWSAUNTHITIUYARING

)
)
(4) waaWsEUN1TNBIANTUAZNIATUALRBIANT
) WRAWSAIUNITRULAZARIA

M3l ialugunessineg wmaismiuieildiuladinagnizesednilianuangs
tuAsliewdusluiuladumiviulyseninguifidwldsdmieiady TagUszaednie
WhseavATNI B FULATIEBE )

2. inamnbilatmundsnnsuasaunsaysuldle
inaurisznausedaivuaisjeiunadng atnalsfinns nasldlFimunddoli
o 29ANIASHlATIET9RElS
o 29ANIAITEB AT IVt IB UL NLAY FIuaSEEIIN PNUATUNN wantini
A
o DIANIAITLIMINUILNUAN FpBIRBATU

Tadunshiluanseiuldaussdnsuarannsasuwdsusueudosnisuasnagnsi
Auusly

i ldliruedsnisly wane

() f\gmgm,ﬁuagﬁwaé’wﬁ Lil35UATR 1n3nsiie v3olaT9a3909dng 89AnNIARTHINNT
Wannuazuaasiuduuamsiia$wassd J5ulHl wazfinubeandu winld
ussgendaiiviua mi‘ff’immﬁls\i‘lﬁﬁ’muﬂﬁ%mﬂ;’iﬁﬁﬁgmgwmﬂLﬁ'am‘%ua%wﬂﬁ
aaﬁﬂiﬁﬂmiﬂ%’uﬂqo wngeAssfudeslyuaraeiiinszlan 5899013
LﬂﬁﬂuLLaJmTui::ﬁuﬁugmﬁmuﬁ’mﬂﬁu

@) nsdenldieiaie wefle zuU LLa::Tmoa%wmﬁnsﬁuagﬁuﬁﬁwmﬁ LU
UTEINNUATIUIATBITINY ANNANNUSIEAUBIANT TEAUNTHAIUNITBIBIANT
suwﬁaﬁmmmmmmLLazmmﬁwﬁn%’uﬁmammqﬂmm

3) ﬂﬁsg;\uﬁuﬂ”aﬁmummuﬁ%Lﬁuﬁﬁﬂﬁﬂ’ﬁ%"ﬁwLa%ua%wmml,ﬁﬂa n138aans
nsusiviudiaya AnuFanndadlllunuInaiisaiu WAZNNTYITUINIT Tunaue
wenfusmivsyuliiiouinnssuuazuwimajiiiivainans




TN TR WIYNTG Wessdnsiiluida U 2555-2556

3. mzuﬁaﬁuagus,‘mumLﬁei::n'uLﬁa'[ﬁtﬂms::mﬁaaﬂﬂé’aolﬂ'[uLLuQMﬂeLﬁmﬁuﬁ’e
29ANS

mmmLfmi”uuLﬁa‘lﬁﬁjwﬂi~aaﬁaamﬂ§a\ﬂﬂ’luLLu’mNLﬁmﬁ’u {Wusinguaey
Iﬂ’ﬁx‘iE\I‘iﬁdﬂv‘ﬁmﬁﬂ’]‘iﬂu’i”%’J’I\‘lﬂ’luﬁNLLE\]”LLu’]ﬂﬂT‘INﬂ TA5951989ANT tNEUT WUININTIH
AZLLUL ifmmmimmuwaam mafumguazrs waznadeslasnszuiumsszniteiie
G99 DOILNEUT

AannaaandasluluwuImaisafuraanad tiaenFTaRlENN1aINNTEUIUNITUAS
naqmﬁmaomﬁmﬁﬁmmﬁaﬂmLLa::Lﬂ%wﬁoﬁ’uua:ﬁu f?f’ﬁﬂLMdWﬁL%BNIEJGI@UﬁI’iGﬁUQmﬁ’]
2o9gn@ uazfflauldaude sarasfiundassin doiu mslEE Tamsiaau
nssuiviitanssusneg slululuieneiasnedasiu Taalisdudosimvunisuiralas
azLdun w%amaﬁmﬁuimwquuﬁ Waansdan1snszunsiTudawiull famanias
Hustaadaeialunsdosns LL@:n‘fluﬁug’m"lumimﬂmmLﬁmmmmwamiﬁwLﬂumiéjmi
UfrRativraaaiasiuiiuasdng anwasandasiiluuvmadsaiudinliiulainensiug
maomﬁn‘aa{o\lﬂ[ul,l,mmoLﬁmﬁ’u ?szLﬁmﬁ’uﬁaﬂfuméuiﬁaaﬁmﬂmmﬂdaaﬁa qUInIIN
wazfimsdesunalunissnduls

gm\laaLﬂos::‘uuLﬁaTﬁLi’Jmizmﬁaamé’m‘lﬂuummoLﬁmﬁ’u%ﬁmﬁmiL%mﬂm
FENINITDFA9Y Tummﬁagmaﬂnm Immawwzmmﬁ'oLﬁanaqwﬁuazLﬂﬂﬂitaoﬁﬁms
wasuuasluinui NﬁvimsﬁauﬁmnmsﬁﬁﬁﬁLﬁmﬁu‘[mﬂmﬁ’ﬂﬁagaﬂauné’mwﬁo
NITUIUNTIUNTNAANS

wWaIMIEsuiuuaiy 4 SunoL

(1) N1FINBHY F9598E9N199ANUULNSTLIUNIS N15LEBNEITA warnITtIenan
Lﬁaﬁﬁaﬁmumjmsﬂﬁﬁﬁ (LUINN)

@ mMIUfuReNuNy (Msaenaagn1Uim)

3) m'ﬁmaﬁmﬁ:LﬁummﬁnwﬁﬂLLa:nTﬂﬁm%\ammi’[m (ﬂuﬁy’\amilmzwﬂama
dnfuuinnssy) (MsGeuj)

@) MIVSuLNUlRE A ENATEINNSUTEEY ANNNANNRUIENINNTELIUNSHALHUNE
NuUHIRNT LaznLiendYafindu (MIY3N13)

161




162 TQA Criteria for Performance Excellence 2012-2013

4. namstiuaunInTvdssliuntiuinlsesaen
LNUTALAS LU NI A LYY U5enaudie suuniTnstadssifudeneniiu 2 87u

%

N

ihe

(1) Formus wiufinanissduns 17 e

@) wmnMsirzuuu aSunefefifisneg 289n1InTeUselu IHuA nszuIuMsUR:
wadns sandviladeiiadaieg Aldlunisasierszfiulundazin dodu ns
m’mﬂi:Lﬁuﬁomﬂ‘iﬁmﬁnimmqﬂuﬁaLLaﬂamﬂunwﬂ%’uﬂwmu?’mﬁwumﬁy’\a
17 viatie u,azmmzé’fuﬂ'mJauysfﬁmmmzmummazwam'ﬁﬁ%ﬁum'ﬁﬁﬁmum\ﬁf
Tuuuamenistifazuuy dewmed nMInsavssduiailygnstfiansde
Usuigenanssdiunmslunndu awildedunalilude 1. naudfijoiunadng)
n13n52305 uT e duesasfiontsdanisifivsslonininniinisnuniuwa
nseLtiunigily LLa:mminﬂ%’ﬂﬁ”ﬁ’unaqwﬁ FTUUNITIANTT WREBVANTHANE
U3z




an’ﬁsni’a@mmwummﬁ Wipavdnsfifiuaa T 2555-2556
ONSIUAWN

Jumdndinanuuazmaduieedtazaring Anan iyl Feianusdday
Aon1sdanisnanisaiiun1sresasdns §eruaradenaiudedmdnifisdgdelsing
Tunsansgs sesnaeiildiety desnddwimaniasfimsdaduls Lﬁmﬁumiszqﬁw
mdwisenanilansaumeaiisisdesansaguisdaldluaisnudmi

g‘ﬂLL‘uuﬁﬁﬁLaua“[uaﬁmuﬁ’wﬁﬁé’faﬁ

Ysrlausnidufionuiingstu Uscloadasnlugantinusnzensanunasnssisdwi

1 Y

i dovtidng sudusegndayanssaumisrnudanlasiisdysiainaurinuandu

Action Plans: twudquams

“wnudfifin1s” vunefe uwunsddunsianizienzasdenausuaeingussad
Lﬁanaqwﬁfﬂ”’oizﬂ:éy’ul,l,a:i:ﬂ:sm wnuUfiinnstieszysuaz Bunsaminensiisoalduay
nspuanidaevilidusa madaviusulfifnisiedinduduneuiidrdyetiedslunis
Meuny nasaniifinsfmuntaguszasfidnagniuasiiseasfedednauud el
qmmmﬂﬁ%mﬁmﬁmmL?J”ﬂ'vLLami"maqmﬁ‘g’nwﬂﬁﬁ’ﬁa&iwﬁﬂ%ﬁm%wa Tunaudid ns
dheveaunulfiRn1sgn1suiih aseuaguiivnsaiwiialdseaadaslluiuimedieaiu
seriensnusine Tumsdieveagnisufifienssndusiedinmsfineusuiianzianzasun
winUUWALYEainIRIImIYARINT Insdae

ety TaguszaediBenagnioasiaeulugsiafiimsudeduge Aensasuas
Fnyrn1sidugundiusnnd Forfu uwudfv@nisaasiiunisesnuuunszuiuniTid
U'ﬁzﬁmﬁmwLLazm'm%fNi:wﬁ’iy%ﬁmwaauﬁuvgu’lui:ﬁuﬁ"vnﬁu Feaanndaeiulyluy
WU U nadns nsdneneagn1sUUR e1asntensRnausaviiissuLazfia
sulumsdaarduanuddyandunuuasysslosl n19dwasinasnsnuniulussdy
89ANTIAITILUAINIANNARN TN NsAUANFUNY LazAMNW

AANINNAAINNDEY “Strategic Objectives” “TagUsravAlBanagns” Usznay Tumiin
178

Alignment: AoWaoandoviUiuluonviGeonu

“auaaamdadlUTuluIMaFEIiu” vty ANNERAARBITBILNLNIY NTTLIUNNT
asauwmd nsdaduladitisadunswens msUfTRnT wadws wazn13iwazy e
aﬂfmquLﬁﬂﬂﬁ:aoﬁﬁd’ﬁﬁ@mmmﬁm anuaaandadlUTuluImaiedfupgefiUss8ndna
Fudugaviianudnlesiniuluneswonaziszasd auedasldf auasarsaumai
wWinAuWezETuNITIMAY MIRRMIN MTIATIER LLazmiU%’uﬂga‘Lu 3 LAY AD AU
BIANT FEFUNTELIUMINEIFY LAz TEFUrUENIY
AANIIIAAIINDEY “Integration” “N1TYIUINT Usznay Tunth 170

Y

163

/

=
2
@
>
((a]
(o
®




164

TQA Criteria for Performance Excellence 2012-2013

Analysis: Mmsdins:r

“MINATIEH” nanetle mMIsnTameudaiaaiouacdaya LﬁﬂTﬁLﬂuﬁugﬁuTunwsﬁﬂﬁu
TanenefitszAndua

mﬁm'ﬂzﬁﬁnL?‘iﬂﬁmﬁ’umimmwﬁuﬂ’uﬂuL%@LW;LLa:wa NINATNEATEALDIANT
Tagsau %ﬁ'aﬂ%ﬁwmw%mﬁﬂmﬁ:ummLLaznizmumsﬁwmuLﬁaTﬁUisqwaé’wﬁma
qiﬁa/ﬁamiﬁc\fﬁﬁn&lLLa:i’mqmzmﬁﬁmnaqw%

tvwidomasenasdoyaudacfirasiinnusddny uslsltpedUssnaundniisiussanua
AansUfTRnmIansdaaduANR Ay LaNell Lﬁadmnnﬁﬂﬁﬂ’ﬁmiﬁﬁﬂszﬁw%wa*”f"fuagj
fupsdnlaluanudiiusinesiu Feldanmstinsziddofiaasouazdoya

Anecdotal: DansauinAdosiazlisamu

“farsaumatosuarlifnian” ey 815 UARIUATEUIUNTATINANNENIY
wizaslududsnig dda nalnmsdeneagnsujuf wasiadonisdsadiu nsusudye
WREMIEEUS sssumatiosuazbidaeui Sndunslifenauaznisasuieiansuuaas
399 MnnInszuaunsfiduszuy

fhetelumaney Boeiimafigisziugedenaagnisuialusumamasidunsi
AenTs nsnpuiiiasaumatiseuas lidnmu maa%maﬁom@mmﬂﬁ@ﬁﬁ:ﬁugaﬂwﬁa‘lﬂ
ALBENEIIANT DRIBNANT FunN1TRBUFIBnTsuaunMItdustuy areiunefedinisi
Q’ﬁﬁ:ﬁugoﬁgﬁwm‘[ﬂumsﬁamiﬁawamaoﬁ’%ﬁumﬁmwi’o‘lﬂﬂ’annﬁuﬁﬁﬂmiLLa:qﬂmns
vgﬂﬂuaﬂﬂaaﬁ%aua msasue v TaRHlun1Ins el vl anduaraedsns sawd
Lﬂ%'aaﬁauazmﬂﬁﬂﬂiﬁum'ﬁh:LﬁuLLazﬂ%’uﬁ'gﬁ%mﬁﬁamﬁ

AANIIRAIINDEY “Systematic” “HAuiduszuy” Tuntih 179

Application Report: sraoudsmsiia:wamsaiduoiu

“IINIUABNNTUREHANITANTUNU" D Lanamu?'iia’[%’[unﬁaﬁﬂﬁmw’ia@mmw
WAITNR Wil aoﬁmﬁaﬁm%ﬁauﬁuﬁﬁﬁLﬁumﬁmﬁq u,aza’fmdﬁﬁd’wﬂfmwmwi’a@mmw
wivznAneTuliiuiufinvua

Approach: 1uono

“WUINY” Manede 35nsfieednsafiunsiienaususedarviuavasiidiasieg Tu
T WUINIY ARETINENANMEIEaNTBYAENssedarnusTawide wasann
wIndeNmMIsfiunueesndng anvdssansnanaenstduuamaiu

W uddnidslunsussdiuridalunain 1-6

gFeBueiisdsisaiuumg Tudes “stuunisiiazuun Tunlh 186-197




TN TR WIYNTG Wessdnsiiluida U 2555-2556

Basic Requirements: Jornrnuawugu

“Farmuaiugiu” nanads Sovildinuidesaiue Wansudamioiiuuwiia
1'7'iLﬂuLLdumiﬁﬁﬂﬁmmaoﬁﬁaﬁu ﬁaﬁwwumﬁugmﬂums:aﬁﬁnﬁLﬂuﬁugﬁumaoﬁaﬁaﬁuq
(FrpEaitu wuwmedmiumsdavinagnssmiuide 2.1)

Twnouwiil Farvuatiugiuzesusasidouaadlid “davde”

afetwgUuuuzasideluni 105

Benchmarks: s:quiRauiRen

“sedpfisulAse” vaneds nszviunsuazwasns Seflnansdfunisuasi5UTa
ﬁLfluLﬁﬂmmﬁanﬁuﬁﬂé’ﬁﬂﬂﬁaﬁunﬁﬂTuw%anﬁﬂuanqsﬁa DIANTENTINNNTIATEAUTBULARN
iielHidnlafonantsadunssedulaniudiagtiu wazsiiel¥ussananisusulqeetneiinn
nslon

FLAUNBULABN ﬁflugﬂmeﬁwaaﬁmda@am%ﬂuLﬁsm iaga@mﬂ%ﬂmﬁﬂuﬁuq Pt
ﬂ”agaqiﬁﬁﬁamaﬂﬂﬂqﬂﬂaﬁmu (mumnu‘;lummﬁlwmﬁﬁﬁa) doyanan1saiuniszed
ALLTIY LLa:miuﬁamLﬁﬂnﬁuaaﬁmﬁﬂﬁﬁﬂﬂ&'aﬁ’uﬁagiuﬁuﬁgﬁmam%lﬁmﬁu naafiiaus
wﬁmﬁ’mﬁuaw%msﬂé’wﬂﬁ’uTuﬁuﬁgﬁmam%Su

Capability, Workforce: donowanuisn, unains
AAITAAIINTBY “Workforce Capability” “GAAINEIN1TITBIYAAINT” Tunti 181

Capacity, Workforce: 8asihdo, upains

o o

AANIIAANTEY “Workforce Capacity” “BRm3ANadARINT” Tunti 181

Collaborators: wWinousoutio

“ﬁ"ﬂﬁmm’a"’mﬁa” e AN mi’;ﬂmu‘w%aqﬂﬂaﬁﬁmwﬁuﬁdumiﬁﬁLﬂumiﬁ’umﬁns
ﬁﬁ;:aﬁuagu’lumﬁmmw%aﬁanﬁumof\hu ﬁ%a@’ﬁimﬁwLﬁummﬁuﬂ%\amqmﬁaﬁL{Immﬂ
svorauiisonadaiuviomiouiu Taasialy mﬁm'”mﬁa‘lué’ﬂﬂmzﬁﬁﬂla\iﬁ%’amnaw%agﬂ
woufidiunienis

AANIIAANDDY “Partners” “Wusling” wii 173

Core Competency: auSSNUaNYODODANS

“ENIIOULHANDDIDNANT" HNIB L%‘adﬁaoﬁmﬁmmﬁwmcyﬁqﬂ ANIIOULVIANVDY
D9ANT Lﬂ‘fluﬁmmmmminﬁﬁﬂﬁiyLﬁonaqmﬁ L'fluLmuwé’nﬁﬁﬂﬁmﬁnsmsqﬁuﬁﬁa Fea$
AnuldsaulunanalfiuipsAnIns o e T WIIARBNTBINITUENT FNSITOULHANTDIBIANT
ﬁnLﬂuﬁaﬁ@;LLﬂa w%a@’a’auauLLa:ﬂ’uﬁﬁmaanLﬁﬂuLLuuiﬁﬂwn LASENTIOUSHANYDIDIANT
paadvanulFwSouigedulunisutetu nslidussnssousndanfidaan13ve9e9Ang
m%i\awaviammﬁ']mﬂLﬁanaqmﬁﬁﬁfﬂﬁ@ wIamadewsuulunain

165

/

'c
S
T
3
3
@
C
6]




166

-

TQA Criteria for Performance Excellence 2012-2013

ANTIOUSTIRNDDINANT D1aLfipdaeiuanssousrantumealulad nsiususnIfily
wmiloulas aaafivsnzanzeaseuey nisanuillwvinduludegsfa/famadesams @y n1s
ingaianis)

Customer: anm

“anfin” vaneilv @%wﬁmﬁm’ﬁ TUsunsy viSausnmszedaddns (Bunin “wRndaust” Tu
naud) vieenevsiBuflilusuien gnd sandeflinindumilasns LLQZQ%BW&G]J’TN’VTLWE}
mdedn WU e viineg daunu n3ausEniilHnandunvavasdnsiugiulssnaunis
PoINAnTuTiY mmﬁﬂndnﬁagnﬁmmanﬁwﬁ mamquﬁugnﬁﬂuﬂwﬁu gﬂﬁﬂuamﬂm
WRZQNATBIALTNA Y

mﬂmﬂmaﬂﬁsgmﬁugﬂﬁﬂ Lﬂuﬁhﬁswé’nﬁitmwﬁwmLﬂmﬁﬁﬁa@mmwummﬁ
ﬁﬁaagj’[umﬁmﬁaLLazwqﬁﬂﬁmmmﬁmﬁﬁwamiﬁﬂLﬁumiﬁﬁ MIyaiiugnAinanszny
WATAITYIUINTTUAANIBINRENSVBIBIANT TEULNIU UATNTELIUMIANIU URTHATNS
N953N/AIN1TVBIDIANT

aF1inANNTEY “Stakeholders” “filauldisnude” Tunlh 177 wislnsuisans

v €6 1 ¥

wuﬁizmwgnmLLa:qﬂﬂaﬁuﬁma\lﬁ%’uwans:wumnwﬁmﬁmﬁ TUsunsn v3auU5n157809
6

D
2(

NANT

Customer Engagement: AOIWWNWUJODANAN
“ANuNWUDRIgNAN” AN megumaagnﬁwﬁvjﬂﬁﬁ’uﬁﬁaLLazwﬁmﬁm"ﬁmmmﬁni

W AUTUANNENNT0TEIDIRNT ILNTADLAUBIANFBINT AT M IES AN T NS DEN
sowlns walignindeaslinaning

ANBULVDIANUHNEU 'i'mﬁaﬂ'ri%’nu'lgnﬁ'ﬂfil,l,atmmf]’ﬂﬁmaagnﬁw ANNENlaD9
gﬂﬁﬂumsﬁwqiﬁa/ﬁamiﬁumﬁﬂﬁ LLa::m'mLﬁ:ﬂ’«mmgnﬁﬂumiaﬁfuaquamoLﬁm‘/’iLL@:

wuiiBvie TauvivnanTuilrauduidn

Cycle Time: sounan

“FOULIAN" HNBD nmft‘iﬂ”ao‘iﬁLﬁammmwﬂ”a@nﬁuw%aﬁﬁmﬂﬁm%aaugsfﬁ M3
Frunafiunumsdalunaeii mezwanissiunsdunaiianusidyegiebeionis
Usudpannuaansaiunisugefuiasianssiiundas s

“FAULIRT" NI nmfﬂ%’lumiﬁﬂLﬁunﬂiiunnLLdagu MIUSudsesaUnaT 91RTINi
nafilFlunmsssnwiniusnigaain nalumMIvmuAdss natlunmsseney nailu
nUsuWasuAIasing L’Jaﬂumimauaumgnﬁﬂ wazFTaduREA AU




TN TR WIYNTG Wessdnsiiluida U 2555-2556

Deployment: msmanoagmsuiua

“matemengn1sUfia” winefs mnuesauaguuazihivzasmahuumslfiu
mstiiereuaupsdoiualuinud nsdieneagnisufifiazUszifiuainanuaseuaguuas
awdntunsiumslldisumiseuiifedeeinioeedng

n3tnenaagnIsuHn Fudfvdalunsyssfudolununn 1-6

gFesunpindnisiunsienengnisUfin Twdes “szuunslieazuun” Tunth
186-197

Diversity: A0WHKaNkane

“@runaInnaty” vanedy nmsliqudtnarnisldvstleaiainainauansivses
YARINT %oﬂiaUﬂquﬁaﬁaLLﬂiﬁiNﬁ iy Berf Aaun R0 e NUBIR ANANT
wualdunawne mqLLazwqﬁnﬁuﬁLmnsmﬁ’umuqﬂaﬁﬂ nsAnE Auidln wasinee
FIIAMHULANAN NNANAA AMNARLTL §12IN19FNEN WRZHNNDY

Tunausii et mmwmnwmwammummqﬂmnsﬁmﬁnﬁwLLa::‘qmumaagﬂﬁ']
mslddsslemiannanunanvaiszesivaesdesi axfialonmalunsinanissilunsfia
avanufiswe R urignd yrans uasyNsu 'nuﬁy’m%wﬂ'nu@nﬁuﬁ’ugnﬁwLLatqﬂmm

Effective: Us:@nSwa
“g52RNEHa” vN1efy N19UTANIINTEUIUNITNEBNIATNST FHEINITONDLEUBY
wasefigol3lERiedln MIdssiliudssansnadostszdfiui
1) wwantufiauseaadoslulunumisiisrfuiuanudesn1soesesfng uay
sudnsanansaiemeniiotuumegmsU iR lsRResle
@) UseRunadNSTRINInTNITT LY

Empowerment: Msidosunolumsdaéuio

“mipsnalunsdeaula” vaneis MslfsrunauazanasRsserlunsdeaula
wazmIufiAnmsuiyaaing madssnnalumadadulassdanalinisdadulanszvinlasgi
ag”lné’wﬁwmumnﬁqa %"’mﬂuﬁ«”’ﬁmmiuazmmLﬁﬂmﬁmﬁ’umuﬁu

m'iLgaéﬂuwaiuﬂﬂsﬁmﬁuiaﬁﬁ;msgaﬂuwﬂTum?n"Jmmmn{[ﬁmmﬁna%ommﬁowﬂa
IﬁLLﬁgﬂﬁﬁéf\‘iLWiﬂ’ﬁﬁﬂﬁiaﬂ%\‘lLlﬁﬂ ﬂ%’uﬂym:mummm:Lﬁuwﬁmmw i'mﬁg\m%uﬂqawamﬁ
ANIUNITVBIBIANT uﬁmniﬁ\lﬁ%’ué’ﬁmﬂumiﬁmﬁu%a:ﬁaoﬁmsaumﬂLﬁiamiéfﬂﬁﬂa
Fsnzan oty paknTsedavdaliiansaumaiivunmauazidulselomd

Engagement, Customer: AOIWUWNWU, anAN
AANINAAINDEY “Customer Engagement” “ANNNNAUTEIGNAT" Tuntih 166

167

'c
S
T
3
3
@
C
6]




168

TQA Criteria for Performance Excellence 2012-2013
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SCORING SYSTEM

The scoring of responses to Criteria items and Award applicant feedback are

based on two evaluation dimensions: (1) process and (2) results. Criteria users need to

furnish information relating to these dimensions. Specific factors for these dimensions

are described below. Scoring guidelines are given on pages 194-197.

Process

“Process” refers to the methods your organization uses and improves to address

the item requirements in categories 1-6. The four factors used to evaluate process are

approach, deployment, learning, and integration (ADLI).

“Approach” refers to

the methods used to accomplish the process

the appropriateness of the methods to the item requirements and the
organization’s operating environment

the effectiveness of your use of the methods

the degree to which the approach is repeatable and based on reliable data

and information (i.e., systematic)

“Deployment” refers to the extent to which

your approach is applied in addressing item requirements relevant and
important to your organization
your approach is applied consistently

your approach is used (executed) by all appropriate work units

“Learning” refers to

refining your approach through cycles of evaluation and improvement
encouraging breakthrough change to your approach through innovation
sharing refinements and innovations with other relevant work units and

processes in your organization

“Integration” refers to the extent to which

your approach is aligned with your organizational needs identified in the
Organizational Profile and other process items

your measures, information, and improvement systems are complementary
across processes and work units

your plans, processes, results, analyses, learning, and actions are harmonized

across processes and work units to support organization-wide goals
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Results
“Results” refers to your organization’s outputs and outcomes in achieving the
requirements in items 7.1-7.5 (category 7). The four factors used to evaluate results are

levels, trends, comparisons, and integration (LeTCl).

“Levels” refers to

e your current level of performance

“Trends” refers to
e the rate of your performance improvements or the sustainability of good
performance (i.e., the slope of trend data)

e the breadth (i.e., the extent of deployment) of your performance results

“Comparisons” refers to
e your performance relative to appropriate comparisons, such as competitors or
organizations similar to yours

e your performance relative to benchmarks or industry leaders

“Integration” refers to the extent to which
e your results measures (often through segmentation) address important
customer, product, market, process, and action plan performance requirements
identified in your Organizational Profile and in process items
e your results include valid indicators of future performance
e your results are harmonized across processes and work units to support
organization-wide goals
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ltem Classification and Scoring Dimensions
ltems are classified according to the kinds of information and data you are
expected to furnish relative to the two evaluation dimensions given above.

The two types of items are designated as

1. process m
2. results m

In process items, approach, deployment, learning, and integration are linked to
emphasize that descriptions of approach should always indicate the deployment-
consistent with the specific requirements of the item and your organization. As
processes mature, their description also should indicate how cycles of learning
(including innovation), as well as integration with other processes and work units,
occur. Although the ADLI factors are linked, feedback to Award applicants reflects

strengths and opportunities for improvement in any or all of these factors.

Results items call for data showing performance levels, trends, and relevant
comparisons for key measures and indicators of organizational performance, and
integration with key organizational requirements. Results items also call for data on the
breadth of the performance results reported. This is directly related to deployment and
organizational learning; if improvement processes are widely shared and deployed,
there should be corresponding results. A score for a results item is thus a composite

based on overall performance, taking into account the four results factors (LeTCl).

“Importance” as a Scoring Consideration

The two evaluation dimensions described previously are central to evaluation and
feedback. A critical consideration in evaluation and feedback is the importance of your
reported process and results to your key business factors. The areas of greatest
importance should be identified in your Organizational Profile and in items such as 2.1,
22, 32, 51, 52, and 6.1. Your key customer requirements, competitive environment,

workforce needs, key strategic objectives, and action plans are particularly important.




Wi TaauMWIARITR Wesednsduida § 2555-2556 191

Mstilunrodola:oaMsiKa:Iuu
Waidiasineg uunauiinzasansauma wardayaiasansdasiiauanindinig
Uszifiung 2 ARsenandnesiu Fdeudadu 2 Uszim leun

1. NFEUIUMS
2. WRANS

ﬁaﬁaﬁagﬁ[uwmw 1-6 1 “UUIN (A) — M3teneagmsUiUR (D) — msteud (L)
— MIysanMs ()" fanudonlaiu Lﬁmﬁu'jm‘fiaﬁmia%uwﬁaLmemﬂﬂ%\a DIANIABY
Fliduionmhuumeiug TudemeagmaUfiase wazeduasniudaimuaiiszyly
Tudoilug uazesdnsiaue Lﬁ"aa%‘mﬂﬁas:ﬁummauyitﬁmaamzmumi AITULARAY LAY
F199IMsieus (3TN ITIUTANTIN) LLazn'rm”imwﬂﬁﬁ’unszmuﬂﬁLLa:mmﬂmuﬁu
Aaduldatndls Seudidrilade suldun W N-MsanenaagnsURIR-nsReui-n1sysan
n5 azfanudenlueiufiaiu ﬁagaﬂauné’uﬁdo‘[ﬁud@’aﬁﬂﬁmwi’a%azﬁauwLL%GLL@:
Tomatumadsudgsluiledulailadnile wioyniladails

ﬁaﬁaﬁag”luwmm 7 fmuslifosuaninanasiiian3asnd Tafiddmsaswaniseiiy
N19PBIBNANT Tugmmmm “sea” “uudlifn” waz “mIwSuudivy” i’)ﬁ\lﬁ\‘l “Nysanns”
yagwasnsiudarvuaiidfyraesdng ﬁ’ﬁaﬁaﬁuwmm 7 SOrvUA S BUNAAWENNS
filunsiifidoyansouage dedniuslasaseiunisinenaagnisufjifuazn1sideusves
89Ans mninisudeiiuanuiluBeenszuiunsiulyeuaziimsdienaagnisUjiiogneg
9N AITITuanINaaNSTiranndasTudie feily AzuuuzaswadNSLAazdeluNIn
7 azfusandern Tnefansanssdtsznauluiladeis 4 (LeTCl) DINANTALHUNT

nuu

“PouaAnY” TumswonsnunAziuu

nsUssiiu 2 AAfenantinedu u‘fluﬁﬂad’ﬂﬁcﬂunﬁﬂitLﬁuLLazTﬁﬁ”agaﬂaunﬁu
Ysziiusdduiidasiansan Ao “Anudd” e9nsruiumILacHadnssatlasudFnie
qsﬁa/ﬁﬁvmiﬁLLam\l}ﬂmﬁmmﬁ%‘mmazwams@ﬁLﬁumuﬁiﬁaﬁﬂﬁ’mwﬁ’a DIANIAITILY
Basiiiuiadniigalilulasesnsesdnsuazirdiasneg wu Wl 2.1, 22, 32, 5.1, 52 uay

6.1 lazlawizagndugasanufissnsfisidyoesgnd anmwaadesdiunisudedu A

&
G
[
c
>
2
@

al o >

fpun13TRIYARINT TAgUstavABonagnsNaAY uasuwuUfiRn1g




192

TQA Criteria for Performance Excellence 2012-2013

Assignment of Scores to Your Responses

The following guidelines should be observed in assigning scores to item

responses.

-

e All areas to address should be included in the item response. Also, responses

should reflect what is important to the organization.

In assigning a score to an item, first decide which scoring range (e.g., 50
percent to 65 percent) is most descriptive of the organization’s achievement
level as presented in the item response. “Most descriptive of the organization’s
achievement level” can include some gaps in one or more of the ADLI
(process) factors or the LeTCl (results) factors for the chosen scoring range.
An organization’s achievement level is based on a holistic view of either the
four process or the four results factors in aggregate and not on a tallying or
averaging of independent assessments against each of the four factors.
Assigning the actual score within the chosen range requires evaluating whether
the item response is closer to the statements in the next higher or next lower

scoring range.

A process item score of 50 percent represents an approach that meets the
overall requirements of the item, that is deployed consistently and to most
work units, that has been through some cycles of improvement and learning,
and that addresses the key organizational needs. Higher scores reflect greater
achievement, demonstrated by broader deployment, significant organizational

learning, and increased integration.

A results item score of 50 percent represents a clear indication of good levels
of performance, beneficial trends, and appropriate comparative data for the
results areas covered in the item and important to the organization’s business
or mission. Higher scores reflect better trends and levels of performance,
stronger comparative performance, and broader coverage and integration with

the requirements of the business or mission.

TQA applicants do not receive a single, final score as part of their feedback. They
receive a scoring range for each Criteria item, and they receive scores in two overall
bands: one for process items and one for results items. The descriptors for these
scoring bands portray the organization’s overall progress and maturity in the process
and the results dimensions. The scoring band descriptors are available at www.tqa.or.th
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PROCESS SCORING GUIDELINES

For use with categories 1-6

/~ SCORE

PROCESS N

0% or 5%

No SYSTEMATIC APPROACH to item requirements is evident; information is ANECDOTAL. (A)
Little or no DEPLOYMENT of any SYSTEMATIC APPROACH is evident. (D)

An improvement orientation is not evident; improvement is achieved through reacting

to problems. (L)

No organizational ALIGNMENT is evident; individual areas or work units operate
independently. (I)

20%,
or 25%

10%, 15%,

The beginning of a SYSTEMATIC APPROACH to the BASIC REQUIREMENTS of the item is
evident. (A)

The APPROACH is in the early stages of DEPLOYMENT in most areas or work units, inhibiting
progress in achieving the BASIC REQUIREMENTS of the item. (D)

Early stages of a transition from reacting to problems to a general improvement orientation are
evident. (L)

The APPROACH is ALIGNED with other areas or work units largely through joint problem solving.
()

40%,
or 45%

30%, 35%,

An EFFECTIVE, SYSTEMATIC APPROACH, responsive to the BASIC REQUIREMENTS of the
item, is evident. (A)

The APPROACH is DEPLOYED, although some areas or work units are in early stages of
DEPLOYMENT. (D)

The beginning of a SYSTEMATIC APPROACH to evaluation and improvement of KEY
PROCESSES is evident. (L)

The APPROACH is in the early stages of ALIGNMENT with your basic organizational needs
identified in response to the Organizational Profile and other process items. (1)

60%,
or 65%

50%, 55%,

An EFFECTIVE, SYSTEMATIC APPROACH, responsive to the OVERALL REQUIREMENTS of the
item, is evident. (A)

The APPROACH is well DEPLOYED, although DEPLOYMENT may vary in some areas or work
units. (D)

A fact-based, SYSTEMATIC evaluation and improvement PROCESS and some organizational
LEARNING, including INNOVATION, are in place for improving the efficiency and
EFFECTIVENESS of KEY PROCESSES. (L)

The APPROACH is ALIGNED with your overall organizational needs identified in response to the
Organizational Profile and other process items. (1)

80%,
or 85%

70%, 75%,

An EFFECTIVE, SYSTEMATIC APPROACH, responsive to the MULTIPLE REQUIREMENTS of the
item, is evident. (A)

The APPROACH is well DEPLOYED, with no significant gaps. (D)

Fact-based, SYSTEMATIC evaluation and improvement and organizational LEARNING, including
INNOVATION, are KEY management tools; there is clear evidence of refinement as a result of
organizational-level ANALYSIS and sharing. (L)

The APPROACH is INTEGRATED with your current and future organizational needs identified in
response to the Organizational Profile and other process items. ()

or 100%

N

90%, 95%,

An EFFECTIVE, SYSTEMATIC APPROACH, fully responsive to the MULTIPLE REQUIREMENTS
of the item, is evident. (A)

The APPROACH is fully DEPLOYED without significant weaknesses or gaps in any areas or work
units. (D)

Fact-based, SYSTEMATIC evaluation and improvement and organizational LEARNING through
INNOVATION are KEY organization-wide tools; refinement and INNOVATION, backed by
ANALYSIS and sharing, are evident throughout the organization. (L)

The APPROACH is well INTEGRATED with your current and future organizational needs identified
in response to the Organizational Profile and other process items. (1) /




TN TR WIYNTG Wessdnsiiluida U 2555-2556

IuoMOLMSIKAILUNS:UDUMS KUoa 1-6

/ ATLEUU

NIEUIUNT (HNIA 1-6)

0% %38 5%

Tifuumegnadussuuidiu dasauwatosuaclidnEuy (A)
LmulaiwumiﬁwLLuamaﬁLﬂui:uuzjmiﬂﬁﬁﬁ (D)

Tingasbiduifuudnlunsdiuly dmsusudgedlediedam L)
LivaaslFiuirdauseaasacluluwumeaiioriulussdussdng udasiuiindoniineu
AiiunIageenmea (1)

10%,15%,
20%
138 25%

LLam‘(ﬁLﬁu'jwL%uﬁLLu'mNash\ﬁLﬂui:uuﬁmm_laumsiml”aﬁ'mumﬁugmmmﬁ"sﬁa (A)
ﬂ’]iﬁ’]LLu’JV]’Nl‘iJﬂ"]ﬂ%ﬂﬂéjﬂﬁiﬂﬁﬁﬁﬁdagﬂu’fl’;uL%N@l’quLﬁﬁUVlﬂﬁuﬁﬂ%ﬂﬂﬂ’md’m Fafuguasn
Giamimsq’ﬁaﬁmumﬁugflumaaﬁa‘*ﬁa (D)
LLaﬂﬂﬁLﬁudwL’%NﬁmimﬁﬂuLqumnmié?ﬁuﬂtymmLﬂuLLuqﬁmTun15ﬂ%’uﬂ§aﬁaﬁ W
fluumefiseaadesluTuuumiadsafuiuiuiivenitseuiy frulvaiinaina1ssiudu
witdv (1)

30%, 35%,
40%
130 45%

LLam\ﬂﬁLﬁudﬂﬁLme\‘immLfJui:uuLLa:ﬁﬂi:ﬁ‘w‘ﬁ‘wa‘*?‘imauauaaﬁiaﬁaﬁwumﬁugﬁuﬁlmﬁa"ﬁa (A)
ﬁmsu’ﬁLLu'mwlﬂtiwmamﬁin'ﬁﬂﬁﬁ’ﬁ 5\1LLﬁ'jﬁm\aﬁuﬁﬁamawmﬂmmﬁoaﬂTu%uL?iuﬁu (D)
LLamoTﬂquawLsuuLmeaazmLﬂusvuu’[umsﬂi”LuuLLaVUiUﬂwm”mumsmmﬂm (L)
L:muLmewaamaao‘lﬂuummaLﬂmnunummmaamiwumummmﬂns mum”ulﬂu
Tasssasdnsuaclunasiviadedus (1)

50%, 55%,
60%
138 65%

waae IR wesadussuuuasfivss ininaiinauauassadornualagsinzasiada (A)
fnshuvamelidemengmsufifdussned feudienauanseiuluinsiuiiniaunemiseu
D)

finszurunsdsziiiunasySudgsetnafuszuulaslidoynads uazuinsBeuiluseivesdng
T saFuinnssntineg Lﬁaﬂ%’uﬂfgoﬂﬁzﬁw%mwLL@:ﬂs:ﬁw%wamaonszmumiﬁﬁ'}ﬁm (L)
fumsiissaadasluluwumadisaiuiuanudesnidassanaessdng muiiszyl3lulaseins
avAnsuarlunasividiadug ()

70%, 75%,
80%
138 85%

waa IR adussuuuasivssAnsnafinauauassatarvussneg sasiade (A)
ﬁmﬁﬁwLLuwmlﬂmwamjmiﬂﬁﬁ’ﬁLﬂuaﬂwoﬂmﬂlﬁﬁmmLmnﬁmﬁdﬁﬁm (D)
nazvaunsvssfiuiasUulpetadussuulaslidoysade uazmadeuslussduaedng sl
msaauianssuduedasieiddulunsianis Snsuansliifusteinnuiniswisuwdasd
Aty sufunaannisdesziuasnsusiiusyduaedng (L)
ﬁLmeo‘ﬁ'yimmsﬁ’u@muﬁaomsmmmﬁm‘[uﬂaqﬂ’uLLa:amﬂm mwﬁi:q‘l’ﬂﬂmaiwmﬁm
wazluinawiviadiadug ()

90%, 95%
38 100%

wan LI wesadussuuuas iU Ansnaiinauauasiatiorvussneg saswdioatng
auysal (A)
finsduuanisludieneagnisufiRedrvanysallaslid
Tuiufivsemipanulag (D)
nszvunmsvssdusasyiudpetiduszuulaslddoyaase uaznadeuilussdvesdnadonis
g5 utanssnduiniaefiafidsdulunsdanisianeesdns fnsuandlifiusgredamuiae
aaﬁnsdwmsmﬁﬂuuﬂmﬁﬁﬁuLLa:ui’mﬂﬁuﬁﬁugwumnmﬁLﬂﬁzﬁ waznsuuatiulussay
29ANT (L)

ﬁLmeoﬁyszmmiﬁ’umwﬁaamswaaaaﬁn{[uﬁwﬁuLLa:amﬂmLfluazhoﬁ mu‘*?‘is:q‘lﬂu

[

fandauniaANuANASARIATY

<

Tasesreeeansuaz luinasiidadusg () Y,

195

uoums

0]
c
>
2

A




196 TQA Criteria for Performance Excellence 2012-2013

RESULTS SCORING GUILDELINES

For use with category 7

.~ SCORE

RESULTS N

0% or 5%

There are no organizational PERFORMANCE RESULTS and/or poor RESULTS in areas
reported. (Le)

TREND data either are not reported or show mainly adverse TRENDS. (T)

Comparative information is not reported. (C)

RESULTS are not reported for any areas of importance to the accomplishment of your
organization’s MISSION. (1)

20%,
or 25%

10%, 15%,

A few organizational PERFORMANCE RESULTS are reported, responsive to the BASIC
REQUIREMENTS of the item, and early good PERFORMANCE LEVELS are evident. (Le)
Some TREND data are reported, with some adverse TRENDS evident. (T)

Little or no comparative information is reported. (C)

RESULTS are reported for a few areas of importance to the accomplishment of your
organization’s MISSION. (1)

40%,
or 45%

30%., 35%,

Good organizational PERFORMANCE LEVELS are reported, responsive to the BASIC
REQUIREMENTS of the item. (Le)

Some TREND data are reported, and a majority of the TRENDS presented are beneficial.
m

Early stages of obtaining comparative information are evident. (C)

RESULTS are reported for many areas of importance to the accomplishment of your
organization’s MISSION. (1)

60%,
or 65%

50%, 55%,

Good organizational PERFORMANCE LEVELS are reported, responsive to the OVERALL
REQUIREMENTS of the item. (Le)

Beneficial TRENDS are evident in areas of importance to the accomplishment of your
organization’s MISSION. (T)

Some current PERFORMANCE LEVELS have been evaluated against relevant comparisons
and/or BENCHMARKS and show areas of good relative PERFORMANCE. (C)
Organizational PERFORMANCE RESULTS are reported for most KEY CUSTOMER, market,
and PROCESS requirements. (1)

80%,
or 85%

70%, 75%,

Good to excellent organizational PERFORMANCE LEVELS are reported, responsive to the
MULTIPLE REQUIREMENTS of the item. (Le)

Beneficial TRENDS have been sustained over time in most areas of importance to the
accomplishment of your organization’s MISSION. (T)

Many to most TRENDS and current PERFORMANCE LEVELS have been evaluated against
relevant comparisons and/or BENCHMARKS and show areas of leadership and very good
relative PERFORMANCE. (C)

Organizational PERFORMANCE RESULTS are reported for most KEY CUSTOMER, market,
PROCESS, and ACTION PLAN requirements. ()

or 100%

N

90%, 95%,

Excellent organizational PERFORMANCE LEVELS are reported that are fully responsive

to the MULTIPLE REQUIREMENTS of the item. (Le)

Beneficial TRENDS have been sustained over time in all areas of importance to the
accomplishment of your organization’s MISSION. (T)

Evidence of industry and BENCHMARK leadership is demonstrated in many areas. (C)
Organizational PERFORMANCE RESULTS and PROJECTIONS are reported for most KEY
CUSTOMER, market, PROCESS, and ACTION PLAN requirements. (I) J
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