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1. ANFUNBIANS (Leadership)
1.1 nMaueAnsineéinszAug (Senior Leadership)
1.1.1 devimiuazAlian (Vision and Values)
1.1.2 ms&‘ﬂmma:uam?ﬁﬁLﬁumﬁ‘ (Communication and  Organization
Performance)
1.2 SRUNALNAUAEANNTURATRLFIaRIAN (Govemnance and Social Responsibilities)
1.2.1 83FNNUNATBIDIANG (Organizational Governance)
1.2.2 NNATUEITNUATAIINGNABIAILNUNIE (Legal and  Ethical
Behavior)
1.2.3 mmﬁuaqumuﬁﬁqﬁry (Support of Key Communities)
Z mmwuum’nmaqwﬁ (Strategic Planning)
2.1 MIRRUINRENS (Strategy Development)
2.2 nMsuwdsnagmign iR (Strategy Deployment)
3. MasjauliugnAuaraanm (Customer and Market Focus)
3.1 mafienaifeaiugnAuaznanana (Customer and Market Knowledge)
3.2 AMuanelaUaT AN NNLS T uqnﬁﬁ (Customer Relationships and Satisfaction)
4. M990 NFIATITH UAENNIAANIANG (Measurement, Analysis, and Knowledge
Management)
4.1 N1990 NIFUATITIURTNUNIUNANITANTUINUIDIDIANT (Measurement,
Analysis, and Review of Organizational Performance)
4.2 nrdmnsfirudieyaaisaume uazn193mn19A131489ANS (Information
and Knowledge Management)
5. N93iNAAUIIY (Workforce Focus)
5.1 N9NNANAIUTINTBINAINTIU (Workforce Focus Engagement)
5.2 Rauandenn1inauTeafindausany (Workforce Environment)
6. NFAANITNTELIUIU (Process Management)
6.1 NTTLIUNNIATNANIAN (Value Creation Process)
6.2 n?:mumuﬁaﬁuwuua:mm'Nunumiﬁmﬁumu (Support Processes

and Operational Planning)



7. HANNTANHLINY (Results)
7.1 HAANSAURUAUALLTNNT (Product and Service Outcomes)
7.2 HANEHUN19LTiUgNAN (Customer - Focused Outcomes)
7.3 NAANSAIUNNTRUUAEA1UNTTAAA (Financial and Market Outcomes)

7.4 Naﬁwﬁ'ﬁ’mw?wmnmmﬂ (Human Resource Outcomes)
7.5 HaaNSAULTEANENARIANT (Organizational Effectiveness Outcomes)
7.6 HAAWEAUNITUNBRIANTUAZ A1 UN1sFUR AT D UFABAIAN (Leadership and

Social Responsibility Outcomes)

TAsai19e9Ang | annwanfen nywedius waznsvinone
Organizational Profile Environment, Relationships, and Challenges

2 5
MIMNULUNSENE msWirmudnAtyivyasng
(Strategic Planning) (Human Resource Focus)
1 ) :
o anye
nziiin uan iy
(Leadership) 3 6 (Result)
WiarwdAnyiug i MIAMINTZLIUMST
(Customer and Market Focus) (Process Management)
4

n1in MRt uaznsaanTANG
(Measurement Analysis and Knowledge Management)

2 4 TR INUNTINTRAMINTNTRIENTFRLNENN | MBNQA
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#8ealf  Singapore Quality Award (SQA) 1994
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oy Japan Quality Award (JQA) 1995
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n1siaran1sUHiRMULLLANAS (Balance Scorecard; BSC)

Kaplan and Norton (1998) l#uuzuamalia Balanced Scorecard Weldlunnsiaus
mstlfiRnuresasinisnagsia Tnafsdniinieskiugnkn (Customers Perspective) i
ANUNTTUIUNITLTNI3N81189ANIT (Internal  Perspective) WATAMUTANIINI9FHUS
(Innovation and Learning Perspective) el NIRRT AR A AT EiNAILTRI8IANS
dly wenannasdananisfiRaui ey duidiuliAnieiaunisdu (Firancial
Perspective) usliitnatinuiit Felianunsaneuauesinguszasd Ardlanasangabiidoulk
gaude unznisuAsuwlasessnmwisienneuenasdnisifetinnsauagu

N12WAIMN Balanced  Scorecard  (efANANY AuflunsiRMIIEMA AT
nafiAuresesanisuuu v lneldeeAusenavancununagnisrazenonuandiaiu
Ltuuﬂ{‘]u'ﬁn'm:ﬂzd’u ATNNTBLUNIAATBITELLNIUTMNSTINAE NS (Strategic  Management
System) mﬁmamﬂjﬁu"mmmuu.uo'n'm'fﬁmﬁﬁa‘lﬁtLI's"uumm"muamﬂlﬁuﬁmuﬁ'uumsﬁu
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