HHINIMINANUszansnaveus NI g IvINANA 1Az VNALDN

4 a Y < Y
ﬂ’JEJﬂ]i!ﬁiuﬁ'i”lx‘iﬂ'J”I?J!‘lJ‘HQ‘iJiZﬂ@‘Uﬂ"li

v d
B HUN lanszalg

%mﬁwuﬁﬁsﬂudmﬂﬁwmm‘sﬁﬂmmwé’ngm
fAalmansuviauna (mﬁ%’ﬂmsmiﬁmgﬁﬂmmuyimmﬁ)
ABEMITANISNsNoaTEN
amTulunaRauUSIsmMans

2558



HHIMEIM SR SZaNEHave U N NI TINAN Az VM IAHBN

= £ k4
aemsi3uannuiuidszneums

v @ '
¥y 1iun lanszang
AMZMIIANINMITNoUTIE)
/ O aaia
AYWMENII0SY. ... £ e DWW O AT INO T U D
(A3.4213 UM2)
AR I01Y............. /OO SFUN 0RO iU S

(ATANAIT YOINYT)

< - - sl M J
AuENIINMITOUINGITNUE TaNI 1w wd i umun s oyiRldifudiuniisves

miIfinamdngasRadmaasundudia (msdamsnisveaiioauysenms)

=

¥ USOUYTY)

AYwmans ... L /N /7)/ ..... AITUNG

219150....... e AIEFIUNTIUMS

Cd
(@3.9273 W)

o

AEWAMAATINIG.......... 1o FUN NIIUNTI
(AIINAIY FANY3)

RTINS T i 0IUMS

(n3.T¥n%u qUarinuga)

(R3.11AY 10 ¥I01139)

fiuuIou 2558



UNARED

4 A a J o a A A o o {
%a’mﬂmwuﬁ LLL!’J‘VINﬂ?ﬁW@lHTﬂi%ﬁﬂ‘ﬁNﬁﬂJﬂﬂﬂiHVIu']Lﬁ‘c’J’JGUUWQﬂﬁWQLLﬁ%ﬂlHWﬂ

] a <
goudremaasuasuanuiludilsznouns

A ya o @ '

Yorive uamyyiun lanszang

A - v A o .4

yoiSeyan Aaenaasuiiiadia (M3TANMINITNOUNGIVVYTUINT)
Umsanu 2558

9 9
v AA o

a o s A = [ I 9 4
MIIIATINLINY UL AIALND 1) ﬂﬂ’HTﬂﬂlﬁﬂ'k!ﬂ!%ﬂ')"mtﬂulﬂﬂﬁgﬂ@ﬂf‘ﬂiell@\‘]@\?ﬂﬂ'lﬁ

Q

A o o { 1 Aa a I
ﬂluﬂﬁyﬂu'ﬂﬁﬂ'}mu'}ﬂﬂﬁ'}ﬂlm$‘lJ1HﬂfJ'f)3J 2) ﬁﬂ‘H']?)Vl‘ﬁWﬁéU'ﬂ\‘lﬂ'J']illﬂuéjﬂigﬂﬂUﬂ']ﬁéll'f)\i
4 1 Aa A Aa o o { []
BNANII ﬁ@ﬂﬁzﬁﬂ‘ﬁNﬁﬂl'ﬁ)\?’ﬂﬁlﬂlVlu'llﬁfJ'J‘lJu'mﬂa'NL!a$‘lJ°L!']ﬂfJ'f)3J Uag 3) IFUBUUSUUINN
@ Aa a A o o { [l A I
ﬂ'l'i‘WﬁlJu'nJﬁgﬁﬂ‘ﬁNaﬂlﬂﬁﬂﬁ]ﬁﬂu'ﬂﬁﬂ'}ﬂlu'}ﬂﬂa'}ﬁlm$‘U‘Ll'lﬂﬂ@ﬂﬁ?ﬂﬂ?ﬁlﬁﬁﬂﬁ%?ﬂﬂﬂ?ﬂlﬂu
£ = ! 9| A A v o A 1
ﬂﬂﬁgﬂﬂ‘ﬂﬂ'ﬁ Tﬂﬂilﬂﬁgﬂf']ﬂiﬂ@lllﬂ'lﬁll'lﬂ A9 UIHNUUNYIVUIANANUASUVUIAYDY (111!!511@1
° 1 Y} I A A 3 ¥
AFUNNUMIUAT T1UIU 74 143 TaglFuuvaeunuilunsoale lumsinusIusIvtoya tas
aa a 4
ﬂl%ﬁﬂﬂmiﬂﬂﬂ@ﬂWHﬂm (Multiple Regression Analysis) “lumsamiwzmi’@ga
a o J Aa o o { ] @ 3
AANITIVYNUIN Uﬁi&l‘Vl‘l!'llﬁfJ'JaU‘Ll'W]ﬂﬁ']\ulﬁzallu'lﬂﬂﬂllﬁﬂmﬁﬂﬂmgﬂﬁ'lﬂlﬂu
v s ' o g ¥ ¥ o
ﬂ‘ﬂﬁgﬂfJ‘Uﬂ']ﬁGU’E)Q@Qﬂﬂ']iiﬂﬂi'lll@ﬁﬂuigﬂﬂﬂﬁuﬂa'N Vlﬂcluﬂ']uﬂ'liﬁiﬁﬁu’lﬂﬂiﬁll N9
o A a a { a 1 [ o ]
AUUUITUBITN ﬂ1§ﬂfﬁ1}'lm°])'igﬂ'ﬂﬂl%ﬂ\3 ﬂ1iﬁ%}1\11§§ﬂﬁﬂﬂﬂ LLaZﬂWiﬂiU@ﬂﬂﬂ’liiﬂﬂJ LAgNIU

v

I 4 a A 1 a Aa = o A
L“]Ju;j:ﬂi$ﬂf]ﬂﬂ'li"ll@\1@\1ﬂﬂ'li fl’lf]‘l/'l‘ﬁwaﬂ10ﬂ3ﬂ§l@ﬂi$ﬁﬂﬁ§4ﬁﬂlﬂﬂﬂi NUUNYIVUINA NS
1 9 [ I v Aaa A A [
VUIYDU Tﬂﬂmiﬁiwumm‘im LﬂUﬂgﬂﬂﬂWN@ﬂﬁWﬁﬂ%ﬂU'}ﬂQ\iq@] IONNUT D ﬂ']iﬂill
o " o 1 o a A Y 1 A o o A
'E']\‘]ﬂﬂ'liﬁh)ill u’lulﬂglluﬂﬂ'l\icluﬂ'liwmu'lﬂizﬁ‘ﬂ‘ﬁWaclfﬁl,l,ﬂ‘UiHﬂu’llﬂﬂﬂﬂlu’l@ﬂa’lﬂl!agmu'lﬂ
v Y a Y I 9 A @ a A A o
fl'ﬁ]llﬂ')flﬂ'lilﬁillﬁi'l\?ﬂ')'llllﬂuﬁdﬂigﬂﬂﬂﬂ'ﬁ 2 UUIMNN AD 1) ﬂ?ﬁW%uTﬂﬁZﬁﬂﬁNaﬂlﬂﬂﬂiHﬂ
1 UNeIVUIANAUAZVUINGONAIBATLET NAF 19U IANTTY (Innovativeness) LA 2) MITWAU

@

a a a o 1 ] ] 4 1
“]Ji%ﬁ‘l/l‘ﬁNﬁﬂjﬂﬂﬂi‘]&lﬂu1lﬁﬂ’3ﬂlu1@ﬂﬁ1\1lm%"lluﬂﬂﬂ@hﬁjﬁﬂﬂﬁﬂiﬂﬂﬂﬂﬂﬁiﬂh (Self-Renewal)



ABSTRACT

Title of Thesis Guidelines in Developing Effectiveness of Small and Medium Tour

Operator with the Entrepreneurship Reinforcement

Author Miss Chayanun Saikrajang
Degree Master of Arts (Integrated Tourism Management)
Year 2015

The objective of this research were 1) to study the characteristics of corporate
entrepreneurship in small and medium tour operator, 2) to study the influences of corporate
entrepreneurship on effectiveness of small and medium tour operator, 3) to suggest the guidelines
in developing effectiveness of small and medium tour operator with the entrepreneurship
reinforcement. Data were collected from 74 small and medium tour operators in Bangkok using
questionnaire surveys and multiple regression analysis.

The results show the characteristics of corporate entrepreneurship in small and medium
tour operator is moderate level including Innovativeness, Proactiveness, Risk-taking, New
business venturing and Self-renewal, and corporate entrepreneurship which positive influence on
effectiveness of small and medium tour operator. Innovativeness has highest positive influence,
followed by Self-renewal. Finally, This research has two guidelines in developing effectiveness of
small and medium tour operator with the entrepreneurship reinforcement including

Innovativeness reinforcement and Self-renewal reinforcement.
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Veiga and Dino X X
(2009)
32 Ozdemirci (2011) X
33 Rojas etal. (2011) X X
34 Zehir; Muceldili and
X
Zehir (2012)
35 Mokaya (2012) X X
a Jd a
36 o1Mad qaiazls
(2543)
37 USiud danude
¢ X
find (2550)
38 Rounosd ysues
X
(2553)
39 NOANT TIA YA
X

(2553)
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230U (2553)
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DIAMT (CE) (Antoncic and Hisrich, 2000; Daniel, Mathew and Gretchen, 2007; Zahra, 1991)
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2) ANVANTOMUMIHAN (Manufacture Capability)

3) miﬂﬁﬁ’uﬁ’uﬁﬁ’umﬂuaﬂ (Interaction with Outside Sources)

4) MITNVAYUUIANTIN (Innovation Encouragement)
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2FIANUMTAY (Financial Performance)

e %avj{ﬁnm
1 2 3 4 5 6 7 8 9 10

1 Fitzgerald, Johnston, Brignall,

Silvestro and Voss (1991) x
2 Brignall and Ballantine (1996) X
3 Lernner and Haber (2001) X X
4 Denton and White (2000) X X X
5 Antoncic and Hisrich (2001) X X X
6 Atkinson and Brown (2001) X X
7 Harris and Mongiello (2001) X X
8 Antoncic and Hisrich (2003) X X X X
9 Harrington (2004) X X X
10 Antoncic and Zorn (2004) X X X X
11 Evans (2005)
12 Reichel and Haber (2005)
13 Atkinson (2006) X

14 Kim and Lee (2007) X X X X



53

M35190 2.10 (919)

LY v

1 IAMUM Y (Financial Performance)

aery Fodfinmn
1 2 3 4 5 6 7 8 9 10

15 Lee and Jang (2007) X X
16 Yang et al. (2007) X
17 Kuo and Chou (2008) X X X X X X
18 Doran, Haddad and Chow (2008) X X X
19 Tseng, Kuo and Chou (2008) X
20 Antoncic and Prodan (2008) X X X X
21 Huang (2008) X X
22 Chen (2010) X X
23 Shwu-Ing and Hsin-Yi (2011) X X
24 Chen, Hsu, and Tzeng (2011) X X X X X
25 Tyagi and Gupta (2013)
26 Sourouklis and Tsagdis (2013) X X X X
27 Wu and Lu (2012)
28 fouiesd Yysmes (2553) X X X X X

s Tadumsitu 12 10 8 6 12 1 16 10 2 2

%3 U

WIIn: A¥HAITIAAI1UNSIEY (Financial Performance): 1 = Return on Assets (ROA), 2 =
Return on Equity (ROE), 3 = Return on Sales (ROS), 4 = Return on Investment
(ROI), 5 = Revenue Growth, 6 = Sales Revenue, 7 = Sales Growth, 8 = Net Profit

Growth, 9 = Cash Flow, 10 = Cost Controls
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(Financial Performance)

1. 90 MIAUINV0I8AUIE (Sales growth)

2. 91M31EVTI0v83531810 (Revenue growth)

{3,4,7,9,11,12,14,17,18,23,24,25}

3. BATIHANDUUNUDINTUNSTNATIN (ROA)

(5.8,10,14,15,17,20,22,24,26,27,28}

=

4. FaywanouIMUNATeTH (ROE)

{5,8,10,15,20,22,24,25,26,28}

5. aasmaAvlavent lsans (Net Profit growth)

{2,3,6,9,12,13,16,17,24,28}

PN 2.3 Tmﬂﬁfﬂﬂﬁﬂﬁﬁ%ﬁuﬂuﬁTuﬂﬁ!314!5116\1TJ%'15?‘1/]ﬁTLﬁEJ’JGUuTﬂﬂﬁNLLﬁ%ﬂluTﬂﬂ"ﬂﬂJ

uvaInIn: 1 = Fitzgerald et al., 1991; 2 = Brignall and Ballantine, 1996; 3 = Lernner and Haber,

2001; 4 = Denton and White, 2000; 5 = Antoncic and Hisrich, 2001; 6 = Atkinson and
Brown, 2001; 7 = Harris and Mongiello, 2001; 8 = Antoncic and Hisrich, 2003;
9 = Harrington, 2004; 10 = Antoncic and Zorn, 2004; 11 = Evans, 2005; 12 = Reichel
and Haber, 2005; 13 = Atkinson, 2006; 14 = Kim and Lee, 2007; 15 = Lee and Jang,
2007; 16 = Yang et al., 2007; 17 = Kuo and Chen, 2008; 18 = Doran et al., 2008;
19 = Tseng et al., 2008; 20 = Antoncic and Prodan, 2008; 21 = Huang, 2008;
22 = Chen, 2010; 23 = Shwu-Ing and Hsin-Yi, 2011; 24 = Chen, Hsu, and Tzeng,

2011; 25 = Tyagi and Gupta, 2013; 26 = Sourouklis and Tsagdis, 2013; 27 = Wu and

Lu, 2012; 28 = RoUNoTA Ysmsels, 2553.
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v 9
rHuudugnm lIugaamnisuneuNie MsAnEIAGS
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U

o A oy ”a%%’ﬂo’{mgnf?h (Customer Performance)
a1y YOHANHN
1 2 3 4 5 6 7 8 9 10
1 Geller (1985) X X X
2 Fitzgerald et al. (1991)
3 Brown and McDonnell (1995)
4 Brignall and Ballantine (1996)
5 Denton and White (2000) X X X X X
6 Atkinson and Brown (2001) X
7 Harris and Mongiello (2001) X
8 Reichel and Haber (2005) X
9 Evans (2005) X X
10 Phillips and Louvieris (2005) X X X
11 Jogaratnam and Tse (2006) X
12 Atkinson (2006) X X
13 Kim and Lee (2007) X X X X X X X X
14 Yang et al. (2007) X
15 Huang (2008) X
16 Kuo and Chou (2008) X X X
17 Doran et al. (2008) X X X
18 Tseng et al. (2008) X X
19 Sainaghia (2010) X
20  Zigan and Zeglat (2010) X
21 Shwu-Ing and Hsin-Yi (2011) X
22 Chen et al. (2011) X
23 Avci, Madanoglu and Okumus (2011)
24 Ozdemirci (2011)
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M3190 2.12  (919)

‘: Y Y
. A v 33N UGNA (Customer Performance)
any YOHANH

1 2 3 4 5 6 7 8 9 10

25 Wu and Lu (2012) X X
26  Tyagi and Gupta (2013) X X
27 Sourouklis and Tsagdis (2013) X X X X
28 Detta (n.d.) X
29 Aoufesd Yswes (2553) X
st Fadugnd 13 19 7 3 3 2 2 4 14 4

U w

LENREIN IR (’%ll‘lfﬁﬂ]d‘; ﬂﬁmgnf’ﬁ (Customer Performance): 1 = Service Quality, 2 = Customer
Satisfaction, 3 = Customer Loyalty/Retention, 4 = Customer Price-Value Perception,
5 = Customer Complaints, 6 = Customer Profitability, 7 = New-Customer
Acquisition, 8 = Market Segmentation, 9 = Market Share and 10 = Company Image

3 [

v Y v
Ms1eh 213 uaasdmumriananmsauiiuaumugndr lugaamnssuniouiien

oUAY auls Snunuataiiseda
1 ﬂ’JﬁJﬁQWﬂ%ﬂJ@QQﬂﬁ}T (Customer Satisfaction) 19
2 AIULLINTAAA (Market Share) 14
3 AMNINLING (Service Quality) 13

@ @ Y Y

H 9 H
M13199 2.13 LAAIaIAUAIY ﬂwamaﬁuummﬁ’mgﬂmﬁgﬂmamﬁmqu@

(2 [

1 A ° £ Y = Y
lugaenvinssuneuiion $1uau 3 @2%3a 1aun 1) AuNanelaveagnaAi (Customer
Satisfaction) 2) AMNINUINT (Service Quality) 3) AIUUUINITAAIA (Market Share)

ﬂﬁ'”l’ﬂﬂﬂﬁ?ﬂ wamiﬁnﬁmmﬁmgﬂﬁﬁ (Customer Performance) ‘mﬂﬂﬁﬂ N3

Usziiumamsaniivaumugnivesussminiervuanaruazvuiadon Tagialdain

Y
(S (2

%39 fio 9n31AWNIN0 19v0IgNA1 (Customer  Satisfaction) #IULLINITADIN (Market

v
=K o 3

o Yy ¥ A Y 2o dyy o o 1 ]
Share) Lmzmu’mmasmﬁﬂummgﬂm KNIV ﬂﬂllﬂi]Tﬂﬂ15ﬁQLﬂ51$ﬁﬂ\1ﬂf‘11') FIW1TDAIN
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< @ o A A o o { ] 1% {
LﬂuiummﬂWamimmmmﬁﬁugﬂ?sﬁﬁum°1J'§‘151‘mn!,ﬁﬂaﬂlmﬂﬂmmammﬂﬂ@u ﬂ\ifﬂW“ﬁ 2.4

@

pazasmi ldldadauuudeunuie Jananisduiuanusugniivesusiminien

vinanarazviagouluuni 3 ae 'l

1. ANNTT121298380M (Customer Satisfaction)

HAMIAUHHNILAILGNA 2. AMAINUINS (Serviee Quality)

¥

(Customer Performance) {2,34,6,10,12,16,17,19,20,22,27,28}

3. #uuLamInata (Market Share)

{1,2,4,5,11,12,13,14,18,20,21,23 24,75}

2 2.4 Tnmai’ﬂwamiﬁuﬁmmﬁ’mgﬂﬁ'wmu?ﬁ’mﬁwaﬁmmmﬂﬂmmammﬂﬂ'@u

!mde‘v’;m: 1= Geller, 1985; 2 = Fitzgerald et al., 1991; 3 = Brown and McDonnell, 1995; 4 =
Brignall and Ballantine, 1996; 5 = Denton and White, 2000; 6 = Atkinson and Brown,
2001; 7 = Harris and Mongiello, 2001; 8 = Reichel and Haber, 2005; 9 = Evans, 2005;
10 = Phillips and Louvieris, 2005; 11 = Jogaratnam and Tse, 2006; 12 = Atkinson,
2006; 13 = Kim and Lee, 2007; 14 = Yang et al., 2007; 15 = Huang, 2008; 16 = Kuo
and Chou, 2008; 17 = Doran et al., 2008; 18 = Tseng et al., 2008; 19 = Sainaghia,
2010; 20 = Zigan and Zeglat, 2010; 21 = Shwu-Ing and Hsin-Y1, 2011; 22 = Chen et
al., 2011; 23 = Avcietal., 2011; 24 = Ozdemirci, 2011; 25 = Wu and Lu, 2012; 26 =
Tyagi and Gupta, 2013; 27 = Sourouklis and Tsagdis, 2013; 28 = Detta, n.d.; 29 =

Y = Aa ~
NOINYIA u‘jimﬁi, 2553.

2223 wamsguiuaumunszuIumsniely (Internal Process Performance)
9 9 Aa 1 o A J A v o Y
meldayuueneanTad msautiuanuneluessdnslanszsieniily

paAMsa I IAURgIMNgnMdeInsaziioninagegadennuiane luvesgnm tay
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$281%0539 015 v aednmeldyuuesdunsity venaniuyuuesdiunszuaumsniely
sruanaeInmsUszmeuranssuiunmsuuusuiy fe TaudFyiunsaaamas
U5uilgenszuaumsgsne Allanudsyissinaueauiigndidesns Tavamnsai
waReaeTgu AU IUN5 811 (The Generic Value Chain Model) Fafin11u
Tndifestuunifialsunenman (Value Chain) ¥eq Micheal E. Porter (1985) #iszy1$
parmItszneudrefnssuidraiiufanssundn 1dun

1) Inbound Logistics HU1051 19n530A1 MNeITUNITUEUR 113
YUAS HALMINTLNBAUMKTDIA0AD

2) Outbound Logistics Hu1689 Aanssuiifersumssaiy 59u5 $a

o ] a Y a2 o 9 a [ v A Y @ a 4 U
mwmﬂﬁumuazmmﬂﬂmgﬂm 21N NITIANITAAITUA ﬂ15§]ﬂ¢nﬁ1\1ﬂ15mu5i‘llﬁ'ﬁlﬂluﬁ\1

. a 1 { A o o Y
3) Marketing and Sales ¥H1809 NINTTUANANUAGINVNTFNYITA

A

¥ a a 4 1 ] [ a )

anMFeauA ez UINMIVeIBIANT 151 M3 laya Mssasemsduasunsvie iudu

4) Operation #118049 NINTTUNNYINUNITAUTUNIUA DIRITY
AMIIANVAIUYIY MTIADNATTFOINIINITIATINUIY NMTAIHUATIAN

. =K Aa ~ = Y a A
5) Customer Service M11804 NanTTUNATOUAGUDINMS IRUTNIIND
' 9 9
MNAMAIMI 011395 NEIAUAT TINNINTUIMITHAINITVIE 817 NMIAAAT NM5FONTIFI 113
@ [ = I
sanes va uazmsousumsldaud udu
o v Aa a a o ] I~ a [
dmSufinssuasunsenanssuatiuayuamnsoutseoniu 4 nanssu 1dun

D fheaunalulad 1dun Aanssuigrelumsmugualdundd
a Y A a a A 9 a o A @ a Y A Y A
FUANIBUTNIT 81N NINTTUAIUNITIVEHTOWAUT MITORAUVVFUAT N51AN 11T

= Y [ 4
weravma Tu lag limune nuesnms
J o g F) 1A A Y A o o a A o 9

2) fhedade laun Aanssursonihnlunsianiingay etiudmn
1 lunanssuae ua lulennssulumsvudansomnasudieinoay

3) MINaLIMineInsyAna laun Nanssua1eqNineIveanuns

)
a o o 1 a 4

VIMIINTNOINTYAND ALUANITUATIZHANNADINITAIUYANDINT NMITATIHIALNT
AR MIENDUIN NMIVIMITRUIADULATAIADLLUNY

4) MnsTNENUAYUOULIMT 1dun fanTsua1e ANedTeenuns

a o J @ a
Uiﬂ'li\?'luﬂﬂllﬂcluﬂﬁﬂﬂ'ﬁ NITINUAY miumﬁuazmmu
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1A Shwu-Ing and Hsin-Yi (2011: 33) lafnu1i5es d1aiansdsailiuma

o 4 A o W 1 1
SUYLVUANUTUNUS ﬂitfﬁﬁﬂmmywmgmumuﬁm (E-Travel Agencies)

U

mslgiaauas

@ [

4
nag laiudguedFiadiunszuaumsmeludmivldianamsduiuauvesgaamnssu

1 d' 9 1
neune laun
Y 1
1) Uszansnmlunsaiiuaiu (Operating Efficiency) d1%53and 1Ay
9 1 a a o a 4 .d' A 49! Y o a
laun Yseaniaimmsantinauveseannmsniuiu nsdsendanarlumsauiivau
1 1 v Y ]
ANuaINIsa lumsusmannudsaiuiu anuamsalumssnpigiugnann a1
A Y Y a Aq Y a a '
anasnnmsud luilgymingndiiesisou msanasvesszeznanlflunmsesuisdudazda

a Y a
ll@llﬁuﬂ’l’ﬂ%@llﬁﬂ?ﬁ

]
(4 v A

Y
o a . . o w Yy
2) UINNITUNITUINIT (Service Innovation) m%awﬁmmu laun A
< a o a o L ] 1 =Y Y Aa @ a 1
s lumsdladmandaat lnd msauasulimanissausugduuumsusnmsuuulni

Y a ¥ )
ﬂﬁﬁh’iﬂﬁfﬂﬁ@]HJﬂ'JHJG]’ENﬂ'I‘iﬂJENQﬂﬂ1

(3 v

Y
3) anudaoanauaznIANNINASIvEeY (Safety and Scrutiny) A%
~ ) @ 9 J v @ 9 1Y [ 1Y 9 ) a
ndingy laun nsfvauldanudaeads nisfulsenuuaz lianuiulalumsaaniu

PRGN

(% [

Y
Kaplan and Norton (1996) na131371 drxiayuvesmunszurumsnielud

3

mmﬁuﬁuﬁmwaﬂd@Namsﬁuﬁmmﬁ’mgﬂﬁﬁ ‘%\1GLﬁ!LﬁﬂNﬁiTﬁT@QﬁﬂTiﬁiﬁ%ﬁﬂTi%ﬂﬂ?i
Aa . Y Y = A 2 X Yy o A
ﬂ”IfJGl,u‘Vlﬂ%3fNNﬁGLWQﬂﬂnJﬂ’JﬁJWﬁWﬂiﬁ]LWiJiﬂﬂéUu PIADANADIND Powers and Jack (2008) N

Anemu masutiuanumelunavesIsane1uia azadninanauInasanunans laves

9 Qd’ A Lg ! v
ANAUASUIATIWUYULTUNY

QU g

9 [

dsumstananisautduaudiunszuiumsnelulugaamnssuneaiion
E4

9 [
msanyngeil Idsrusiuaudseinerdesnunsianamsduiuaiuuuuanga (Balance

Jd o o X o

o (2 ¥ @ & f yw
Scorecard:  BSC) LléjlﬂTﬂTiﬁﬁlﬂiigﬁﬁ 1370 TINAVINNTTUATIZH WU 9’]3%’3@]&5}11!

nszurumsnelulugaamnssuneungnanyazmmzuana iU UuuLaznIng )

o 1

' a Yo A A [ [ v A % dyw A o 9
UDIUAASTIND ﬂWiﬂ%WH’Juﬂ’JnJﬂllﬂ'lﬂi%%'lﬂ Ulnmmmmﬂqmwamm%mm@uw%
o & =2 g dyd a Y v dyw . . & = 4
ANUU Gluﬂ'liﬁﬂ‘bl'lﬂiQH%\?W%'IiﬂHGI,GD'GI’J‘B’JﬂGU@Q Shwu-Ing and Hsin-Yi (2011) HIANHIUTDN

v W

@ dyw a a oa % o A =R a2 v A
@]'JGI)"J@ﬂ'liﬂi$LlluWﬁﬂ'lﬁJQ‘U@N'Iulla%gﬂllﬂﬂﬂﬂ’lﬂﬁuwuﬁ ATUANHIUITHNAILNUNDIUNYD

A3

Y v
v A v Ay A v (4 L5

I v A o a o o g
(E-Travel Agencies) 1uad¥iavanlunsanu13de laslidyiandian 3 A21330 Ao

9

Uszansmnlumsaiiuau (Operating Efficiency) WIANTIUMTUINT (Service Innovation)

o a . I
tazaNNYasansuazNIRANINAITIIEOY (Safety and Scrutiny) Lﬂufvg]}u
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nanlaoasl  mamsautdumsAunszuIun1sntelu (Internal  Process
Performance) Mineae msisziiumamssudinauludmnszurenmsmeluvestiiniuiien
YuIAnaNLazUUIAgeN lagianan1saniumsaiunssuIumsnitelu (Internal  Process
Performance) 1&andaiia fo Uszansamlumsdudinam (Operating Efficiency) H9N551

N1UINIT (Service Innovation) LazANYasANBLAZNMITAANINATIVAO (Safety and

Y v
v A v A

. = Y o Jd o 1 ) Yy Y A o
Scrutiny) "If\i@]’]ﬂf?ﬂ‘l/]llﬂinﬂﬂ1ﬁﬁﬂmi1$‘Vi@NﬂaTJ ﬁ'lﬂJ'lif]u1l11J1‘lfﬁ5NL!“]J‘]J’ET@‘]J‘E]'IM INBIANA

o A Y A o o { ] {
mmuuuﬂu@1mm‘zmumimﬂiumewwmmu,ﬁmmumﬂammzmumaeﬂuuwﬁ 3

ao
oA Y 9 a .
2224 Namimmuﬂmmumiﬁﬂuguazm‘imuTﬁ (Learmng and Growth

Performance)

)

Y = Y a <3| Ao o Y o 1
3;!1]1]@\iﬂ']lllﬂ’lilﬁﬂuguaglﬁﬂiﬁLﬂui}!uu@\iﬂa’]ﬂﬂluu']ﬂ L‘Wﬁ'lgsl,Wﬂ'J’liJﬁ'] UAD

4 = 2 Y g o Yy 1 @ < Y
UINAUVDIDIANTT aﬂmmmmymmu"lﬂ ﬁ]z‘wﬂw“hJﬁm1m°uiiqmqﬂizmﬂmﬂiwwm
A [ d Y] = 9 @ ~ 1 1
DU (WITAU LRYTUY, 2545: 35) FI90AAADINY Kaplan and Norton (1996: 31) NNA1II N1T

a o a 9 ~ 9 o 4 ?1‘/ I a 4
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l EJujTLLﬁ%ﬂﬁW@lu”l"ll’EN@\‘iﬂﬂii "l,ﬁ'mmﬂ REN N ﬁﬂ AU TIVITOUDINUNITU Tﬂi\i’d%}N
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(Mayan g5uh, 2547: 22) FalnAudadaFianad unstu sugna uazd1unszuIUNS

S 1 1 IS T w

olu 12 UF0II19TTHINANVAINITOVOINUNNIY TLUY waznszuIUNIsSNNed N

U

L7

Qd‘ﬁ} o 1 0o o 3’, 4 Aa KX o I Y =
ﬂmﬂum‘n@]mmmzm"lﬂgwamwwawm A UBIANITFINDIIT N UADINMINUNIU
NAYLYDINUNIY A TU a8 ITAUNA HAZTZUUITINAUNTAMHUAITATA UL UIIUVDY

4 A 1 dy I A 1 ~ Y a o dyw 0o I
99AMS Aura1dazunisrendensiseuiuarmiay lavead1xiannudusa lagnis
FANMIMUNIINNU 919 AU 19U IWITNIIY AT SNEIWITANIY MTHNBUTNILAL T
o Y] 4 [ 0o [
Walnnnezazyeu Teanunad U5 9mUAT9ANs NIz uIUNIn1e Y (Kaplan and Norton,
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1996) u,azm"lﬂqmmmu,mmummu FIA0AANDINY Shwu-Ing and Hung (2008: 329) 7
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9
antuaunelu uazwamiﬁuummmﬂiumwaﬂagﬂﬁ’maxﬁ’mmmu PNUU NITIANG

MIANTUUIVDANAA (Balance Scorecard: BSC) 19 1danudfyasnisitouuaznis

wulavesesdnis mazdudadenezsreldmsdutiunmanioluesanisdullediel

szaNTNN

dmSumsdamamsgutiuaudumsisouiuazmsiau Talugaamnssy

! y Y [
veue msAnwnieil Idsausmauitennedesny mytanamsdaiununuuauaa

(Balance Scorecard: BSC) Wieuolidiuluaisnad 2.14

@ [

v Y
Ms1ef 2.14  MIPUsWMFARaMsAuHuOuAuMsBouduazmsay lalugadmnssy

ol
i fadmunsisenduasmivia
nau #ﬂé’ﬁﬂy1 (Learning and Growth Performance)

1 2 3 4 5 6 7 8 9
1 Geller (1985) X
2 Brown and McDonnell (1995) X X
3 Zahra (1995)
4 Denton and White (2000) X X X
5 Harris and Mongiello (2001) X X
6 Evans (2005) X X X
7 Phillips and Louvieris (2005) X X
8 Kim and Lee (2007) X X X
9 Kuo and Chou (2008) X X X
10 Doran et el. (2008) X X X X
11 Chen et al. (2011) X X X X
12 Avcietal. (2011) X
13 Shwu-Ing and Hsin-Yi (2011) X X
14 Wu and Lu (2012) X
15 Detta (n.d.) X X
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M3190 2.14 (90)

o [

dw Y ) k4 a
Y ﬂﬂ1uﬂ1§ﬁﬂu§!m$ﬂ1§!ﬂ°ﬂiﬂ

iy #ﬂé’ﬁnm (Learning and Growth Performance)
1 2 3 4 5 6 7 8 9
16 Rounosd Yysmed (2553) X X
swfiadmnsidewduezosdulan 11 6 8 2 4 2 1 2 s

U w

HIITIR): ¥R aumMsiieuiuazMsiula: 1 = Employee Satisfaction, 2 = Employee
Retention, 3 = Training and Development, 4 = Employee Professional Ability, 5 =
Employee Productivity, 6 = Improve Service and Facility, 7 = Employee Education, 8
= Employee Ability To Manage Emergencies and 9 = Teamwork Efficiency

(3 [

4 o 4 o A 9 9 a
ﬂ1§1\1‘ﬁ 2.15 uaaganay ’J% @1wamimu,uuammumiﬁ‘ﬂuguazmimﬂ@iuq@mwniiaJ

Woudien
oA auls sununtaiisisda
1 Anuiane laveaniinau (Employee Satisfaction) 11
2 MIANDUTULATWAIUININIIY (Training and 8
Development
3 PRI IN1TA0DNVDINUNIIU (Employee Retention) 6

(3 [

v Y v
A13190 2.15 aasdnuiFiananisdutduauaumsizouiuazmsan lai
Y a = d' A ° o o gy ~

gnodstanniigalugadimnssunouiion 1w 3 @a3da laun 1) anuianelues
W1N41U (Employee  Satisfaction) 2) NSAABUINUALWAIUINIGAIIY (Training  and

Development) 1% 3) 801310130100NVDINUNIU (Employee Retention)

[ o a Y ~ 9 a .

nanlasagl manmsdniuauaiunsisouguaznsanla (Learning  and

Y = 9

Growth Performance) Hue84 mydsziiunamsduiivauludumsizsuiuazmsaulaves

9
IS [

vsEminnervuianattazyuingol Iaedalaand13ia Ao sasianunans laves

WNU (Employee  Satisfaction) 8A3IINITA10DNUDININIIU (Employee Retention) LAy
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4
v A o

o @ o @ .. I :
mmuwaﬂqﬂiﬂﬁ?]ﬂammzaxwwmwumm (Training and Development) Lﬂuc?fu «Tﬁm%m
A v o ¢ w ' 9 I o o Aa 9 = 9
nlannmsdaaszainan ewnsoaneiuluaatasamsduivausumsiseouiuay
M3y Tauoaus HniunevuanalazIuIngoy aan1ni 2.5 tazaimsniin ldldada

LL‘U‘]JﬁfJ‘UﬂHJLﬁ’E)’SJﬂWQﬂﬁﬁ'llﬁu\‘ﬂuﬁ'luﬂigﬂﬂuﬂ']ﬁﬂ'lfJGlu‘llENiJﬁ miunervuanalag

vinagouluuni 3 ae 'l

1, ATIFIINB 199NN 1H (Employee satisfaction)

HaMIANHMIY

b 4

3 = ¥ =
'E"I'IHﬂ"ﬁﬁ{luzlmxﬂ'ﬁlﬁﬂiﬂ

(Learning & Growth Performance)

945171501990UDINIINIY  (Employee retention)

(4,7,8,10,12,15}

MW 2.5 TuaadanamsauiunudumsisouiuazmaauTaueaedmsgsne

!mdeﬁm: 1 = Geller, 1985; 2 = Brown and McDonnell, 1995; 3 = Zahra, 1995; 4 = Denton and
White, 2000; 5 = Harris and Mongiello, 2001; 6 = Evans, 2005; 7 = Phillips and
Louvieris, 2005; 8 = Kim and Lee, 2007; 9 = Kuo and Chen, 2008; 10 = Doran et al.,
2008; 11 = Chen et al., 2011; 12 = Avci et al., 2011; 13 = Shwu-Ing and Hsin-Yi,

2011; 14 = Wu and Lu, 2012; 15 = Detta, n.d.; 16 = nounesa ysmef, 2553.
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1 ) a = 1 9 o dy [} d' ] 9 [ o a
1551981101513 2) ummmJ@a°luuwENmﬂ%mmmnmzuumﬁmwamﬁmmmmiu
v ]
FLYSHUNUIZYLHI LA 3) ﬁmmmJsogaizw31&ﬂmwuﬂﬂulﬁ’uazﬂﬁmmuﬁunu Taguq
o A I FY o dy o A 9 A . .
HaNITANUUOINOeNTY 4 @11 A8 1) HaNITABUUIIUAIUNITIY (Financial Performance)
[} 9 (% 1 dy v A [ a [ a 9
Ja'ldnda1ia% 5 61 A 8n31M 5 TAvo988AYY (Sales Growth) 8931 T1AL Tavessie 1a
[ a o J Y
(Revenue Growth) 99T INANDUUNUINNTUNIWYTIV (Return on  Assets: ROA) 9§91
HAADULNUIINADOR U (Return On Equity: ROE) 1azdai1nsian Iaveam lsqns (Net Profit
4
Growth) 2) Namiﬁuumm@’fmgﬂﬁﬁ (Customer Performance) 30 1491nd21)9% 3 @ fio AW
ﬁawaﬁlwmgﬂﬁﬁ (Customer Satisfaction) @3ULUIN15AA1A (Market Share) uazﬂmmwﬁmi
(Service Quality) 3) HamIAUHUMIMUATZUIUMINE T (Internal Process Performance) 79
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