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∫∑§—¥¬àÕ

∫∑§«“¡©∫—∫π’È¡’«—μ∂ÿª√– ß§å‡æ◊ËÕ∑∫∑«π«√√≥°√√¡ ´÷Ëß»÷°…“∂÷ßÕ‘∑∏‘æ≈¢Õß°“√∫√‘À“√§ÿ≥¿“æ

∑—Ë«∑—ÈßÕß§å°√ ∑’Ë¡’μàÕμ—«∫àß™’È√–¥—∫§«“¡ “¡“√∂„π°“√ √â“ßπ«—μ°√√¡ ‚¥¬Õ“»—¬¡ÿ¡¡Õß¢Õß

°√–∫«π°“√∑“ßπ«—μ°√√¡ §≥–ºŸâ«‘®—¬‡√‘Ë¡®“°°“√∑∫∑«π∫∑§«“¡«‘®—¬∑’Ë¡’°“√μ’æ‘¡æå„π«“√ “√

«‘™“°“√ ´÷Ëßª√“°ØÕ¬Ÿà„π∞“π¢âÕ¡Ÿ≈π“π“™“μ‘·≈–‡ªìπ∫∑§«“¡∑’Ë§√Õ∫§≈ÿ¡ 3 ª√–‡¥Áπ ”§—≠

§◊Õ ·π«§‘¥°“√∫√‘À“√§ÿ≥¿“æ∑—Ë«∑—ÈßÕß§å°√ °√–∫«π°“√æ—≤π“π«—μ°√√¡ ·≈–Õ‘∑∏‘æ≈¢Õß

·π«§‘¥°“√∫√‘À“√§ÿ≥¿“æ∑—Ë«∑—ÈßÕß§å°√∑’Ë¡’μàÕ¢—ÈπμÕπμà“ßÊ „π°√–∫«π°“√æ—≤π“π«—μ°√√¡ º≈°“√

»÷°…“æ∫«à“ ·π«§‘¥°“√„Àâ§«“¡ ”§—≠°—∫≈Ÿ°§â“ °“√¡’ à«π√à«¡¢Õß∫ÿ§≈“°√ ·≈–°“√ª√—∫ª√ÿßÕ¬à“ß

μàÕ‡π◊ËÕß ‡ªìπªí®®—¬‡™‘ß∫«°μàÕ°“√ àß‡ √‘¡°√–∫«π°“√∑“ßπ«—μ°√√¡ ´÷Ëßª√–°Õ∫¥â«¬ ¢—ÈπμÕπ°“√

°àÕ°”‡π‘¥·π«§‘¥ °“√ π—∫ πÿππ«—μ°√√¡ °“√æ—≤π“π«—μ°√√¡ ·≈–°“√π”π«—μ°√√¡¡“ Ÿà¿“§ªØ‘∫—μ‘

§” ”§—≠: °“√∫√‘À“√ß“π∑—Ë«∑—ÈßÕß§å°√  °√–∫«π°“√æ—≤π“π«—μ°√√¡

Abstract

The purpose of this study was to explore the impact of Total Quality Management (TQM)

strategies on the innovation development process. Papers published in refereed

international journals and indexed by ISI database were comprehensively reviewed.

All selected papers were categorized into three-research domains comprising TQM

practices, innovation development process, and influence of TQM on the innovation

development process. The results show that three basic TQM practices (customer
focus, involvement of employees, and continual improvement) support the innovation

development process, especially idea generation, innovation support, innovation

development, and implementation stage.

Keywords: Total Quality Management (TQM), Innovation Development Process
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∫∑π”

π«—μ°√√¡ ‡ªìπÀπ÷Ëß„π°≈¬ÿ∑∏å∑’Ë ”§—≠„π

°“√π”¡“„™â‡æ◊ËÕ‡æ‘Ë¡ª√– ‘∑∏‘¿“æ°“√®—¥°“√·≈–

æ—≤π“§«“¡ “¡“√∂°“√·¢àß¢—π¢ÕßÕß§å°√‰ª Ÿà

§«“¡ ”‡√Á®„π√–¬–¬“«¢ÕßÕß§å°√ (Santos-

Vijande and Alvarez-Gonzalez, 2007) ́ ÷Ëß·π«§‘¥

°“√∫√‘À“√®—¥°“√Õß§å°√Õ¬à“ß¡’ª√– ‘∑∏‘¿“æ ‡æ◊ËÕ

π”‰ª Ÿà«—≤π∏√√¡°“√∑”ß“π¢ÕßÕß§å°√„π°“√ √â“ß

π«—μ°√√¡ ‰¥â¡’ß“π«‘®—¬√“¬‡√◊ËÕß∑’Ë‰¥â∑”°“√»÷°…“

Õ¬à“ßμàÕ‡π◊ËÕß (Deshpandeû, Farley, and Webster,

1993; Santos-Vijande and Alvarez-Gonzalez,

2007) „πªï §.». 2008 Abrunhosa and Moura

‰¥â»÷°…“∂÷ß°“√π”√–∫∫∫√‘À“√§ÿ≥¿“æ∑—Ë«∑—ÈßÕß§å°√

(Total Quality Management: TQM) ¡“ªØ‘∫—μ‘„™â

‡æ◊ËÕ π—∫ πÿπ°“√ √â“ßπ«—μ°√√¡¿“¬„πÕß§å°√

·≈–æ∫«à“ °“√∫√‘À“√ß“π·∫∫ TQM ®–¡’ à«π

 π—∫ πÿπ°“√æ—≤π“π«—μ°√√¡´÷Ëß Õ¥§≈âÕß°—∫º≈

°“√»÷°…“¢Õß Santos-Vijande and Alvarez-

Gonzalez (2007) ¥—ßπ—Èπ °“√√«∫√«¡º≈»÷°…“

Õ‘∑∏‘æ≈¢Õß TQM ∑’Ë¡’μàÕ°√–∫«π°“√∑“ß

π«—μ°√√¡®“°ß“π«‘®—¬∑’Ëºà“π¡“®– “¡“√∂π”‰ª Ÿà

∫∑ √ÿª·π«∑“ß∑’ËÕß§å°√®–Õ“»—¬°≈¬ÿ∑∏å¥—ß°≈à“«

‡æ◊ËÕ¢—∫‡§≈◊ËÕπ„Àâ‡°‘¥π«—μ°√√¡ ‚¥¬°“√®”·π°

ÕÕ°‡ªìπ·μà≈–¢—ÈπμÕπ´÷Ëßª√–°Õ∫¥â«¬ ¢—ÈπμÕπ°“√

°àÕ°”‡π‘¥·π«§‘¥ ¢—ÈπμÕπ°“√ π—∫ πÿπ·π«§‘¥

¢—ÈπμÕπ°“√æ—≤π“ ·≈–¢—ÈπμÕπ°“√π”π«—μ°√√¡¡“

 Ÿà¿“§ªØ‘∫—μ‘ (Bernstein and Singh, 2006;

Cooper and Zmud, 1990; Rogers, 1983; Scott,

1994)

·π«§‘¥°“√∫√‘À“√§ÿ≥¿“æ∑—Ë«∑—ÈßÕß§å°√

(Total Quality Management Principles)

°“√∫√‘À“√§ÿ≥¿“æ∑—Ë«∑—ÈßÕß§å°√ (TQM) ‡ªìπ

ª√—™≠“°“√∫√‘À“√®—¥°“√ ∑’Ë™à«¬ π—∫ πÿπ„Àâ‡°‘¥

«—≤π∏√√¡Õß§å°√ ∑’Ë¡ÿàß‡πâπ°“√μÕ∫ πÕßμàÕ

§«“¡æ÷ßæÕ„®¢Õß≈Ÿ°§â“Õ¬à“ß‡ªìπ√Ÿª∏√√¡ ‚¥¬

°“√ª√—∫ª√ÿßß“πμàÕ‡π◊ËÕß (Kanji, 2002) πÕ°®“°π’È

TQM ¬—ß¡’æ◊Èπ∞“π·π«§‘¥∑’Ë ”§—≠ ‚¥¬‡™◊ËÕ«à“

Õß§å°√∑’Ë π—∫ πÿπ„Àâæπ—°ß“π∑ÿ°§π„Àâ¡’§«“¡§‘¥

 √â“ß √√§å®–∑”„Àâ “¡“√∂§âπæ∫·π«§«“¡§‘¥„À¡à

·≈–π”‰ª Ÿà°‘®°√√¡°“√ª√—∫ª√ÿßß“πÕ¬à“ßμàÕ‡π◊ËÕß

´÷Ëß Õ¥§≈âÕß°—∫º≈°“√»÷°…“Õ◊ËπÊ ∑’Ëæ∫«à“ Õß§å°√∑’Ë

¡’§«“¡ “¡“√∂„π°“√ √â“ß √√§å·≈–°“√®—¥°“√

§«“¡√ŸâÕ—π‡ªìπÀπ÷Ëß„π°‘®°√√¡°“√∫√‘À“√ß“π·∫∫

TQM ®–π”‰ª Ÿà°“√æ—≤π“π«—μ°√√¡ (McAdam,

2004; Molina, Ns-Montes, and Ruiz-Moreno,

2007) ®“°°“√«‘®—¬¢Õß Abrunhosa and Moura

„πªï §.». 2008  √ÿª«à“°“√∫√‘À“√ß“π·∫∫ TQM

§◊Õ ª√—™≠“°“√®—¥°“√∑’Ë¡’ à«πª√–°Õ∫∑’Ë ”§—≠Õ¬Ÿà

3 ª√–°“√ §◊Õ °“√„Àâ§«“¡ ”§—≠°—∫≈Ÿ°§â“

(Customer Focus) °“√¡’ à«π√à«¡¢Õß∫ÿ§§≈∑’Ë

‡°’Ë¬«¢âÕß (Involvement of Employees) ·≈–

°“√ª√—∫ª√ÿß§ÿ≥¿“æÕ¬à“ßμàÕ‡π◊ËÕß (Continual

Improvement) ‚¥¬¡’√“¬≈–‡Õ’¬¥∑’Ë ”§—≠ ¥—ßπ’È

1. °“√„Àâ§«“¡ ”§—≠°—∫≈Ÿ°§â“ (Customer

focus) §◊Õ ·π«§‘¥∑’Ëæ‘®“√≥“«à“ ≈Ÿ°§â“‡ªìπ®ÿ¥

‡√‘Ë¡μâπ¢Õßª√—™≠“°“√∫√‘À“√ß“π·∫∫ TQM

(Mehra, Hoffman, and Sirias, 2001) ‚¥¬§«“¡

æ÷ßæÕ„®¢Õß≈Ÿ°§â“®–¡’§«“¡‡°’Ë¬«æ—π°—∫§«“¡

 “¡“√∂„π°“√μÕ∫ πÕß§«“¡μâÕß°“√¢Õß≈Ÿ°§â“

´÷ËßÕß§å°√μâÕß„Àâ§«“¡ ”§—≠∑—Èß≈Ÿ°§â“¿“¬„π·≈–
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¿“¬πÕ° (Ahire, Waller, and Golhar, 1996)

Õß§å°√∑’Ë¡’°“√∫√‘À“√ TQM ®–¡’°‘®°√√¡∑’Ë‡°’Ë¬«¢âÕß

°—∫ª√– “πß“πμ‘¥μàÕ°—∫≈Ÿ°§â“ ¡Ë”‡ ¡Õ (Dean

and Bowen, 1994) ·≈–¡’√–∫∫°≈‰°μ‘¥μ“¡

§«“¡§“¥À«—ß¢Õß≈Ÿ°§â“√«¡∂÷ß°”Àπ¥μ—«™’È«—¥· ¥ß

√–¥—∫§«“¡æ÷ßæÕ„®¢Õß≈Ÿ°§â“Õ¬à“ß‡ªìπ√Ÿª∏√√¡

2. °“√¡’ à«π√à«¡¢Õß∫ÿ§≈“°√∑’Ë‡°’Ë¬«¢âÕß

(Involvement of Employees) À¡“¬∂÷ß ·π«§‘¥

∑’Ë‡™◊ËÕ«à“ °“√∫√‘À“√ß“π·∫∫ TQM §«√„Àâ§«“¡

 ”§—≠°—∫°“√¡’ à«π√à«¡¢Õß∫ÿ§§≈À√◊ÕÀπà«¬ß“π∑’Ë

‡°’Ë¬«¢âÕß ‡π◊ËÕß®“°°“√¥”‡π‘π°“√μÕ∫ πÕß

§«“¡μâÕß°“√¢Õß≈Ÿ°§â“ ·≈–°“√ª√—∫ª√ÿß§ÿ≥¿“æ

Õ¬à“ßμàÕ‡π◊ËÕß ®– “¡“√∂‡°‘¥¢÷Èπ‰¥â μâÕßÕ“»—¬§«“¡

√à«¡¡◊Õ¢Õßæπ—°ß“π∑—Ë«∑—ÈßÕß§å°√ ‚¥¬‡©æ“–Õ¬à“ß

¬‘Ëß§«“¡‡¢â“„®·≈–°“√¬Õ¡√—∫μàÕ°“√‡ª≈’Ë¬π·ª≈ß

μà“ßÊ ´÷Ëß®–∑”„Àâ°“√∑”ß“π¡’ª√– ‘∑∏‘¿“æ ¡’§«“¡

¬◊¥À¬ÿàπ ·≈–§«“¡§≈àÕßμ—« Ÿß¢÷Èπ

3. °“√ª√—∫ª√ÿß§ÿ≥¿“æÕ¬à“ßμàÕ‡π◊Ë Õß

(Continual Improvement) À¡“¬∂÷ß ·π«§‘¥∑’Ë

æ¬“¬“¡ àß‡ √‘¡„Àâ‡°‘¥°“√ª√—∫ª√ÿß§ÿ≥¿“æÕ¬à“ß

μàÕ‡π◊ËÕß·≈– π—∫ πÿπ„Àâæπ—°ß“π∑’Ë‡°’Ë¬«¢âÕß¡’

°“√π”‡ πÕ·π«∑“ß°“√∑”ß“π„À¡àÊ Õ¬Ÿàμ≈Õ¥‡«≈“

‚¥¬∑—Ë«‰ª°≈‰°¢Õß°“√ª√—∫ª√ÿßÕ¬à“ßμàÕ‡π◊ËÕß®–

‡°‘¥®“°°“√‡√’¬π√Ÿâ¢âÕ∫°æ√àÕß„πÕ¥’μπ”‰ª Ÿà

°“√ √â “ß √√§å·≈–°“√«“ß·ºπ‡æ◊Ë Õπ”‰ª Ÿà

¿“§ªØ‘∫—μ‘ ´÷Ëß°“√ª√—∫ª√ÿß§ÿ≥¿“æÕ¬à“ßμàÕ‡π◊ËÕß

®–«“ßÕ¬Ÿà∫πæ◊Èπ∞“π„π°“√æ—≤π“°√–∫«π°“√∑”ß“π

¢—ÈπμÕπ°“√º≈‘μ μ≈Õ¥®π§ÿ≥≈—°…≥–¢Õß ‘π§â“

‡æ◊ËÕμÕ∫ πÕß§«“¡μâÕß°“√¢Õß≈Ÿ°§â“ ∑—Èß≈Ÿ°§â“

¿“¬„π·≈–¿“¬πÕ°

À≈—ß®“°·π«§‘¥°“√∫√‘À“√ß“π·∫∫ TQM

‰¥â¡’°“√π”‰ªª√–¬ÿ°μå„™âÕ¬à“ß·æ√àÀ≈“¬∑—Èß„π

Õÿμ “À°√√¡°“√º≈‘μ·≈–∫√‘°“√ Abrunhosa and

Moura (2008) ‰¥â∑”°“√«‘®—¬Õ‘∑∏‘æ≈¢Õß TQM

∑’Ë¡’μàÕπ«—μ°√√¡·≈–º≈°“√»÷°…“  æ∫«à“ À≈—°°“√

À√◊Õ°‘®°√√¡°“√∫√‘À“√ß“π·∫∫ TQM ¡’ à«π™à«¬

„π°“√ àß‡ √‘¡°“√¬Õ¡√—∫„π°“√π”π«—μ°√√¡∑“ß

‡∑§‚π‚≈¬’¡“„™â √«¡∑—Èß¡’Õ‘∑∏‘æ≈∑“ß∫«°μàÕ

«—≤π∏√√¡„π°“√ √â“ß √√§å·≈–°àÕ„Àâ‡°‘¥π«—μ°√√¡

¢ÕßÕß§å°√ ´÷Ëß Õ¥§≈âÕß°—∫ß“π«‘®—¬¢Õß Dinh

Thai, Barbara and Tritos „πªï §.». 2006 ·≈–

Santos-Vijande and Alvarez-Gonzalez „πªï

§.». 2007 ‚¥¬º≈°“√»÷°…“¥—ß°≈à“«  æ∫«à“

π«—μ°√√¡∑’Ë‡°‘¥¢÷Èπ„πÕß§å°√®–‡°‘¥®“°°“√∫√‘À“√

®—¥°“√∑’Ë¥’ °√–∫«π°“√À√◊Õ¢—ÈπμÕπ¢Õß°“√æ—≤π“

π«—μ°√√¡¥—ß°≈à“«¡’À≈“¬·∫∫®”≈Õß∑’Ë‰¥â∂Ÿ°æ—≤π“

¢÷Èπ¡“·μà¡’·∫∫®”≈ÕßÀπ÷Ëß∑’Ë ‰¥â√—∫°“√°≈à“«∂÷ß

„πß“π«‘®—¬Õ◊ËπÊ Õ¬à“ß°«â“ß¢«“ß (Bernstein and

Singh, 2006; Cooper and Zmud, 1990; Scott,

1994) §◊Õ ·∫∫®”≈Õß°√–∫«π°“√æ—≤π“

π«—μ°√√¡¢Õß Rogers (1983) ∑’Ëª√–°Õ∫¥â«¬ 4

¢—ÈπμÕπ¥—ß®–Õ∏‘∫“¬√“¬≈–‡Õ’¬¥„πÀ—«¢âÕ∂—¥‰ª

°√–∫«π°“√æ—≤π“π«—μ°√√¡

(Innovation Development Process)

π«—μ°√√¡ ‡ªìπ∑’Ë√Ÿâ°—πÕ¬à“ß°«â“ß¢«“ß«à“ ‡ªìπ

 ‘Ëß∑’Ë ”§—≠ ”À√—∫°“√æ—≤π“∑“ß‡»√…∞°‘® Õ—π

‡π◊ËÕß¡“®“°‡ªìπ ‘Ëß∑’Ëπ”¡“ Ÿà°“√ √â“ßº≈‘μ¿—≥±å

·≈–§«“¡‰¥â ‡ª√’¬∫„π°“√·¢àß¢—π·∫∫¬—Ë ß¬◊π

(Abrunhosa and Moura, 2008; Cooper and
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1. °“√°àÕ°”‡π‘¥§«“¡§‘¥ (Idea Generation)

‡ªìπ¢—ÈπμÕπ·√°„π°√–∫«π°“√∑’Ë ‡ªìπ≈—°…≥–

‡©æ“–„π·μà≈–Õß§å°√ ∑’Ë®–√«∫√«∫¢âÕ¡Ÿ≈¡“®“°

∑—Èß·À≈àß¢âÕ¡Ÿ≈¿“¬„π·≈–¿“¬πÕ° ‡æ◊ËÕ°àÕ„Àâ‡°‘¥

·π«§‘¥„À¡àÊ

2. °“√ π—∫ πÿππ«—μ°√√¡ (Innovation

Support) ‡ªìπ¢—ÈπμÕπ∑’Ë®–π”·π«§‘¥∑’Ë‰¥â‡ πÕμàÕ

√–¥—∫ºŸâ∫√‘À“√¢ÕßÕß§å°√ ·≈–ª√–‡¡‘π·π«§‘¥°—∫

‡ªÑ“À¡“¬«à“ Õ¥§≈âÕß·≈–‡ªìπ‰ª„π∑‘»∑“ß‡¥’¬«°—π

À√◊Õ‰¡à ´÷Ëß¡’·π«§‘¥„À¡à¡“°¡“¬∑’Ë∂Ÿ°≈–‡≈¬®“°

Õß§å°√ Õ—π‡π◊ËÕß¡“®“°°“√¢“¥°“√ π—∫ πÿπ®“°

ºŸâ∫√‘À“√ ·μàÕ¬à“ß‰√°Áμ“¡ ·π«§«“¡§‘¥∑’Ë‰¥â√—∫

°“√¬Õ¡√—∫ ®–μâÕß∂Ÿ°®—¥μ—Èß¢÷Èπ‡ªìπ‚§√ß°“√∑’Ë¡’«‘∏’°“√

„π°“√æ—≤π“∑’Ë™—¥‡®π·≈–¡’°“√√–∫ÿ√“¬≈–‡Õ’¬¥

∑’Ë·πàπÕπ‡Õ“‰«â

3. °“√æ—≤π“π«—μ°√√¡ (Innovation

Development) ‡ªìπ¢—ÈπμÕπ ÷́Ëß‚¥¬ à«π„À≠à·≈â«

√“¬≈–‡Õ’¬¥¢Õß°“√¥”‡π‘π°“√®–‡ªìπ‰ªμ“¡

·π«∑“ß∑’Ë°”Àπ¥‰«â„π‚§√ß°“√ ·≈–®–μâÕß‰¥â√—∫

°“√ π—∫ πÿπ®“°Õß§å°√ ´÷Ëß®–¡’°“√æ‘®“√≥“∂÷ß

‡√◊ËÕß¢Õß°“√≈ß∑ÿπ∑’Ë‡æ’¬ßæÕ √«¡∑—Èß°“√®—¥ √√

∑√—æ¬“°√μà“ßÊ ∑’Ë®”‡ªìπ„π°“√¥”‡π‘π‚§√ß°“√

Õ¬à“ß‡À¡“– ¡

4. °“√π”π«—μ°√√¡ÕÕ° Ÿàμ≈“¥ (Innovation

Implementation) ‡ªìπ¢—ÈπμÕπ∑’Ëπ”‡ πÕ∂÷ß

º≈≈—æ∏å¢Õßπ«—μ°√√¡π—ÈπÊ ¡“ªØ‘∫—μ‘ À√◊ÕÕÕ° Ÿà

μ≈“¥ ´÷Ëß‚¥¬ à«π„À≠à·≈â« Àπà«¬ß“π¥â“π

°“√μ≈“¥¢ÕßÕß§å°√®–‡ªìπºŸâπ”„π°“√¥”‡π‘π°“√

¢—ÈπμÕππ’È ‚¥¬®–«“ß·ºπ·≈–°”Àπ¥·π«∑“ß„π

°“√π”‡ πÕ ‘π§â“ÕÕ° Ÿàμ≈“¥ ·≈–‡°Á∫√«∫√«¡

¢âÕ¡Ÿ≈∑’Ë –∑âÕπ°≈—∫¡“®“°μ≈“¥·≈–≈Ÿ°§â“ ‡æ◊ËÕ„™â

 ”À√—∫°“√æ—≤π“μàÕ‰ª„πÕπ“§μ

√Ÿª∑’Ë 1 ·∫∫®”≈Õß°√–∫«π°“√æ—≤π“π«—μ°√√¡ (Rogers, 1983)

·√ßº≈—°¥—π

∑“ß‡∑§‚π‚≈¬’

°“√∫√‘À“√

®—¥°“√

‚§√ß √â“ß

Õß§å°√

°“√°àÕ°”‡π‘¥

§«“¡§‘¥

°“√ π—∫ πÿπ

π«—μ°√√¡

°“√æ—≤π“

π«—μ°√√¡

°“√π”π«—μ°√√¡

ÕÕ° Ÿàμ≈“¥

°“√μ‘¥μàÕ

 ◊ËÕ “√
°“√§«∫§ÿ¡

∫—ß§—∫∫—≠™“

·√ß¥÷ß¥Ÿ¥

®“°μ≈“¥

Zmud, 1990; Rogers, 1983; Scott, 1994) ÷́Ëß

®“°°“√»÷°…“∂÷ß°√–∫«π°“√°àÕ‡°‘¥π«—μ°√√¡¢Õß

Rogers „πªï §.». 1983 π—Èπ ®–ª√–°Õ∫‰ª¥â«¬

4 ¢—ÈπμÕπ ¥—ßμàÕ‰ªπ’È
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º≈°√–∑∫¢Õß°“√∫√‘À“√ß“π·∫∫ TQM

∑’Ë¡’μàÕ°√–∫«π°“√æ—≤π“π«—μ°√√¡

®“°°“√∑∫∑«πß“π«‘®—¬¢â“ßμâπ  “¡“√∂

· ¥ß„Àâ‡ÀÁπ«à“°“√∫√‘À“√ß“π·∫∫ TQM  “¡“√∂

„™â‡ªìπ°≈‰°„π°“√π”‰ª Ÿà°“√æ—≤π“¥â“ππ«—μ°√√¡

‚¥¬º≈®“°°“√∑∫∑«πß“π«‘®—¬∑’Ë‡°’Ë¬«¢âÕß “¡“√∂

Õ∏‘∫“¬§«“¡ —¡æ—π∏å√–À«à“ß°‘®°√√¡æ◊Èπ∞“π¢Õß

TQM °—∫·μà≈–¢—ÈπμÕπ°“√æ—≤π“π«—μ°√√¡´÷Ëß¡’

√“¬≈–‡Õ’¬¥ ¥—ßμàÕ‰ªπ’È

1. °“√„Àâ§«“¡ ”§—≠°—∫≈Ÿ°§â“ (Customer

Focus) °—∫¢—ÈπμÕπ°“√°àÕ°”‡π‘¥·π«§‘¥ ®“°°“√

∑∫∑«πß“π«‘®—¬∑’Ë‡°’Ë¬«¢âÕßæ∫«à“ °“√∑’ËÕß§å°√„Àâ

§«“¡ ”§—≠°—∫§«“¡μâÕß°“√¢Õß≈Ÿ°§â“®–‡ªìπ°“√

º≈—°¥—π„Àâ‡°‘¥π«—μ°√√¡ μ—«Õ¬à“ß‡™àπ º≈°“√»÷°…“

¢Õß Hayes and Abernathy (1980) æ∫«à“ ≈Ÿ°§â“

®–‡ªìπ‡ ¡◊Õπ‡ªìπ·À≈àß°”‡π‘¥¢Õßπ«—μ°√√¡ „π

¢≥–∑’Ëß“π«‘®—¬Õ◊Ëπ (Abrunhosa and Moura, 2008;

Wycoff, 2003) ‰¥âÕ∏‘∫“¬«à“ §«“¡æ¬“¬“¡¡ÕßÀ“

 ‘Ëß∑’Ë≈Ÿ°§â“μâÕß°“√·≈–§“¥À«—ß®–‡ªìπªí®®—¬™à«¬

º≈—°¥—π„ÀâÕß§å°√∑’Ë‰¡à¡’·π«∑“ß„ππ«—μ°√√¡∑’Ë·πàπÕπ

‡°‘¥°“√ √â“ß·π«§‘¥„À¡à π”¡“æ—≤π“‡æ◊ËÕμÕ∫ πÕß

§«“¡μâÕß°“√¢Õß≈Ÿ°§â“∑’Ë‡ª≈’Ë¬π·ª≈ß ·≈–¬—ß

‡ªìπ°“√ √â“ß§«“¡¡—Ëπ„®«à“ π«—μ°√√¡∑’Ë‰¥âπ—Èπ  “¡“√∂

 √â“ß¡Ÿ≈§à“„Àâ‡°‘¥¢÷Èπ°—∫≈Ÿ°§â“‰¥â ´÷Ëß‡ªìπ‰ª„π

∑‘»∑“ß‡¥’¬«°—∫º≈°“√»÷°…“Õ◊ËπÊ (McAdam, 2004;

Molina, Ns-Montes, and Ruiz-Moreno, 2007) ∑’Ë

 √ÿª‰ª„π∑‘»∑“ß‡¥’¬«°—π«à“ °“√ àß‡ √‘¡„Àâ∫ÿ§≈“°√

„πÕß§å°√æ¬“¬“¡¡ÕßÀ“·π«§«“¡§‘¥„À¡àÊ Õ¬à“ß

μàÕ‡π◊ËÕß‡æ◊ËÕμÕ∫ πÕß§«“¡μâÕß°“√¢Õß≈Ÿ°§â“ ®–

π”¡“ ÷́Ëß°“√æ—≤π“π«—μ°√√¡‚¥¬‡©æ“–Õ¬à“ß¬‘Ëß

π«—μ°√√¡·∫∫μàÕ¬Õ¥ À√◊Õ Incremental Innovation

(Baker and Sinkula, 1999)

2. °“√¡’ à«π√à«¡¢Õß∫ÿ§≈“°√ (Involvement

of Employees) ∑’Ë‡°’Ë¬«¢âÕß°—∫¢—ÈπμÕπ°“√

 π—∫ πÿπ°“√æ—≤π“π«—μ°√√¡ ¢—ÈπμÕππ’È®–‡ªìπ°“√

μ—¥ ‘π„®¢ÕßºŸâ∫√‘À“√„π°“√æ‘®“√≥“«à“ ·π«§‘¥

„À¡à∑’Ë‰¥â®– Õ¥§≈âÕß°—∫‡ªÑ“À¡“¬¢ÕßÕß§å°√À√◊Õ‰¡à

∂â“ Õ¥§≈âÕß°Á∑”°“√®—¥μ—Èß‡ªìπ‚§√ß°“√√Õß√—∫ ∂â“

‰¡à Õ¥§≈âÕß°Á®–‰¡à®—¥∑”‡ªìπ‚§√ß°“√·≈–∑‘Èß·π«

§«“¡§‘¥π—Èπ‰ª ¥—ßπ—Èπ ∂â“°≈à“«∂÷ß‡©æ“–°“√π”

·π«§‘¥∑’Ë‡ªìπ‰ª‰¥â¡“¥”‡π‘π°“√®–μâÕß°“√°“√

 ◊ËÕ “√°—π√–À«à“ß°—π„πÕß§å°√ ‡™àπ  à«π«‘»«°√√¡

°—∫ à«π°“√μ≈“¥ ◊ËÕ “√„π‡√◊ËÕß¢Õß‡∑§‚π‚≈¬’ ·≈–

 ‘Ëß∑’Ëμ≈“¥μâÕß°“√‚¥¬√«¡ (Bernstein and Singh,

2006) Õ’°∑—Èß °“√®—¥°“√∑√—æ¬“°√·≈–°“√∫√‘À“√

∫ÿ§≈“°√ °“√μ‘¥μàÕ ◊ËÕ “√√–À«à“ß°—π¢Õß à«π∑’Ë

‡°’Ë¬«¢âÕß (Abrunhosa and Moura, 2008) §ÿ≥ ¡∫—μ‘

§«“¡‡ªìπºŸâπ”¢ÕßºŸâ∑’Ë√—∫º‘¥™Õ∫ (Prajogo and

Sohal, 2004b) ´÷Ëß§«“¡√à«¡¡◊Õ¢Õß∫ÿ§≈“°√∑’Ë

‡°’Ë¬«¢âÕßμ“¡·π«§‘¥ TQM ®–¡’ à«πÕ¬à“ß¡“°„π

°“√ π—∫ πÿπ„Àâ‡°‘¥π«—μ°√√¡

3. °“√ª√—∫ª√ÿßÕ¬à“ßμàÕ‡π◊ËÕß (Continual

Improvement) °—∫¢—ÈπμÕπ°“√°àÕ°”‡π‘¥·π«§‘¥

°“√ª√—∫ª√ÿßÕ¬à“ßμàÕ‡π◊ËÕß ‡ªìπÀ≈—°°“√Àπ÷Ëß∑’Ë ”§—≠

¢Õß TQM ∑’Ë‡ªìπ ‘Ëß π—∫ πÿπ„Àâ∫ÿ§≈“°√‡æ‘Ë¡‡μ‘¡

§«“¡√Ÿâ §«“¡§‘¥ √â“ß √√§å (McAdam, 2004) „Àâ

°—∫∫ÿ§≈“°√‡Õß‡æ◊ËÕμÕ∫ πÕß°≈ÿà¡≈Ÿ°§â“ ·≈–∑”„Àâ

Õß§å°√¡’§«“¡ “¡“√∂‡Àπ◊Õ§Ÿà·¢àß ´÷Ëß‡ªìπ·π«∑“ß

∑’Ë ”§—≠„π°“√°”‡π‘¥·π«§‘¥„À¡àÊ  ”À√—∫æ—≤π“

º≈‘μ¿—≥±å∑“ßπ«—μ°√√¡¢ÕßÕß§å°√Õ¬à“ßμàÕ‡π◊ËÕß

(McAdam, Armstrong and Kelly, 1998) ´÷Ëß®–

 π—∫ πÿπ„ÀâÕß§å°√¡’π«—μ°√√¡„À¡àÊ ÕÕ° Ÿàμ≈“¥
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Õ¬Ÿàμ≈Õ¥‡«≈“

4. °“√ª√—∫ª√ÿßÕ¬à“ßμàÕ‡π◊ËÕß (Continual

Improvement) °—∫¢—ÈπμÕπ°“√æ—≤π“π«—μ°√√¡

º≈°“√»÷°…“ß“π«‘®—¬∑’Ëºà“π¡“ æ∫«à“ °‘®°√√¡°“√

ª√—∫ª√ÿßÕ¬à“ßμàÕ‡π◊ËÕß®–™à«¬„Àâ°√–∫«π°“√æ—≤π“

π«—μ°√√¡‡ªìπ‰ªÕ¬à“ß¡’ª√– ‘∑∏‘¿“æ ÷́Ëß‚¥¬∑—Ë«‰ª

„π‚§√ß°“√æ—≤π“π«—μ°√√¡ ®–¡’°“√°”Àπ¥μ—«

∫àß™’È§ÿ≥¿“æ„π°“√ªØ‘∫—μ‘ß“π  ¡’°“√°”Àπ¥‡ªÑ“À¡“¬

„π·μà≈–¢—ÈπμÕπ ¡’°“√§«∫§ÿ¡§à“„™â®à“¬∑’Ë®”‡ªìπ

·≈–∑’Ë ”§—≠ §◊Õ °“√∑”ß“π‡ªìπ∑’¡∑—Èß∫ÿ§≈“°√„π

Õß§å°√‡¥’¬«°—π ·≈–μà“ßÕß§å°√∑’Ë®—¥μ—Èß√à«¡°—π„π

‚§√ß°“√ (Bernstein and Singh, 2006) πÕ°®“°π’È

·π«§‘¥°“√ª√—∫ª√ÿßÕ¬à“ßμàÕ‡π◊ËÕß¢Õß TQM ¬—ß

‡ªìπ à«π™à«¬„Àâ‡°‘¥°“√√—°…“¡“μ√∞“π„π°“√∑”ß“π

°“√∫√‘À“√®—¥°“√°√–∫«π°“√¢ÕßÕß§å°√‡æ◊ËÕ∫√√≈ÿ

∂÷ß‡ªÑ“À¡“¬ (Perdomo-Ortiz, Gonzalez-Benito,

and Galende, 2006) √«¡∑—Èß‡ªìπæ◊Èπ∞“π∑’Ë ”§—≠

¢Õß°√–∫«π°“√æ—≤π“π«—μ°√√¡·∫∫°â“«°√–‚¥¥

À√◊Õ Radical Innovation (Collins and Hill, 1998)

5. °“√ª√—∫ª√ÿßÕ¬à“ßμàÕ‡π◊ËÕß (Continual

Improvement) °—∫¢—ÈπμÕπ°“√π”π«—μ°√√¡¡“

ªØ‘∫—μ‘ ‡ªìπ°“√π”‡ πÕπ«—μ°√√¡ÕÕ° Ÿàμ≈“¥

Àπà«¬ß“π¥â“π°“√μ≈“¥®–‡ªìπºŸâ°”Àπ¥°“√∑”ß“π

„π°√–∫«π°“√π’È ‚¥¬π«—μ°√√¡∑’Ëæ—≤π“∫π

√“°∞“π°“√„Àâ§«“¡ ”§—≠°—∫§«“¡μâÕß°“√≈Ÿ°§â“

®–¡’ ‚Õ°“ ª√– ∫§«“¡ ”‡√Á®„π°“√π”‡ πÕ Ÿà

μ≈“¥¡“°°«à“ (Dinh Thai, Barbara, and Tritos,

2006) ·≈–¿“¬À≈—ß®“°∑’Ëπ«—μ°√√¡¥—ß°≈à“«ÕÕ° Ÿà

μ≈“¥·≈â« °“√ª√—∫ª√ÿßÕ¬à“ßμàÕ‡π◊ËÕß∑—Èß„πμ—«

°√–∫«π°“√º≈‘μÀ√◊Õμ—« ‘π§â“®–π”º≈∑’Ë –∑âÕπ

ÕÕ°¡“®“°°≈ÿà¡≈Ÿ°§â“π—Èπ ¡“‡æ◊ËÕ°“√ª√—∫ª√ÿß

·≈–æ—≤π“‰ª Ÿà°“√ √â“ßπ«—μ°√√¡Õ◊ËπÊ „πÕπ“§μ

(Bernstein and Singh, 2006)

Õ¬à“ß‰√°Áμ“¡ º≈°“√»÷°…“¬—ßæ∫«à“ ·π«§‘¥

°“√∫√‘À“√ß“π·∫∫ TQM °Á¡’Õ‘∑∏‘æ≈¥â“π≈∫

(Õÿª √√§) °—∫°“√æ—≤π“π«—μ°√√¡ μ—«Õ¬à“ß‡™àπ

∂â“§«“¡À¡“¬¢Õß°‘®°√√¡°“√„Àâ§«“¡ ”§—≠°—∫

≈Ÿ°§â“ (Customer Focus) §◊Õ §«“¡æ¬“¬“¡∑’Ë®–

º≈‘μ ‘π§â“À√◊Õæ—≤π“°√–∫«π°“√„Àâ Õ¥§≈âÕß°—∫

¢âÕ°”Àπ¥∑’Ë≈Ÿ°§â“μâÕß°“√ (Product-Process

Specifications) °Á®–∑”„ÀâºŸâ∑’Ë‡°’Ë¬«¢âÕß≈–‡≈¬À√◊Õ

„Àâ§«“¡ ”§—≠°—∫§«“¡æ¬“¬“¡∑’Ë®– √â“ßπ«—μ°√√¡

„À¡àÊ πâÕ¬≈ß À√◊Õ·π«§‘¥°“√ª√—∫ª√ÿßÕ¬à“ßμàÕ‡π◊ËÕß

(Continual Improvement) ∂â“À¡“¬∂÷ß§«“¡

æ¬“¬“¡∑’Ë®–æ—≤π“°√–∫«π°“√º≈‘μ‡æ◊ËÕ≈¥¢Õß‡ ’¬

À√◊Õ‡æ‘Ë¡ª√– ‘∑∏‘¿“æ°“√º≈‘μ‡æ’¬ßÕ¬à“ß‡¥’¬«°Á®–

 àßº≈„Àâ ºŸâ∫√‘À“√®—¥ √√∑√—æ¬“°√„π°“√μÕ∫ πÕß

§«“¡μâÕß°“√ªí®®ÿ∫—π¢Õß≈Ÿ°§â“¡“°°«à“∑’Ë®–π”‰ª Ÿà

°“√ √â“ßπ«—μ°√√¡‡æ◊ËÕ°√–μÿâπ§«“¡μâÕß°“√¢Õß

 ‘π§â“„À¡à„Àâ‡°‘¥¢÷Èπ μ“√“ß∑’Ë 1 ‰¥â √ÿªß“π«‘®—¬∑’Ë

Õ∏‘∫“¬∂÷ßªí®®—¬ π—∫ πÿπ·≈–Õÿª √√§¢Õß°“√

∫√‘À“√ß“π·∫∫ TQM ∑’Ë¡’μàÕ·μà≈–¢—ÈπμÕπ¢Õß

°√–∫«π°“√æ—≤π“π«—μ°√√¡

º≈®“°°“√∑∫∑«π«√√≥°√√¡¥—ß· ¥ß„π

μ“√“ß∑’Ë 1 æ∫«à“ °“√„Àâ§«“¡ ”§—≠°—∫≈Ÿ°§â“‡ªìπ

ªí®®—¬ π—π πÿπ §«“¡ “¡“√∂„π°“√°àÕ„Àâ‡°‘¥

π«—μ°√√¡ ÷́Ëß§«“¡μâÕß°“√¢Õß≈Ÿ°§â“‡ªìπ®ÿ¥

μ—Èßμâπ·π«§‘¥„π°“√§âπÀ“·≈–æ—≤π“π«—μ°√√¡

Õ¬à“ß‰√°Áμ“¡ ¡’ß“π«‘®—¬®”π«πÀπ÷Ëß‰¥âæ∫«à“ °“√

‡πâπ§«“¡μâÕß°“√¢Õß≈Ÿ°§â“ “¡“√∂‡ªìπÕÿª √√§

μàÕπ«—μ°√√¡‰¥â ‡¡◊ËÕÕß§å°√‡πâπ∂÷ß§«“¡æ¬“¬“¡

∑’ËμÕ∫ πÕß§«“¡μâÕß°“√„π¢âÕ°”Àπ¥‡©æ“–
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(Specification) À√◊Õ§«“¡μâÕß°“√‡¥‘¡Ê ∑”„Àâ

‰¡à¡’§«“¡æ¬“¬“¡∑’Ë®–§‘¥πÕ°°√Õ∫

 à«π·π«§‘¥°“√¡’ à«π√à«¡¢Õß∫ÿ§≈“°√∑’Ë

‡°’Ë¬«¢âÕß æ∫«à“°“√¡’ à«π√à«¡¢Õß∫ÿ§≈“°√À≈“¬Ê

√–¥—∫ ·≈–®“°À≈“¬Ê Àπà«¬ß“π„π°“√∑”ß“π ¡’

 à«π™à«¬„π°√–∫«π°“√æ—≤π“π«—μ°√√¡‚¥¬

‡©æ“–Õ¬à“ß¬‘Ëß ¢—ÈπμÕπ°“√ π—∫ πÿππ«—μ°√√¡

(Innovation Support) ·≈–¢—ÈπμÕπ°“√æ—≤π“

π«—μ°√√¡ (Innovation Development) ·≈–„π

·π«§‘¥ ÿ¥∑â“¬¢Õß TQM §◊Õ °“√ª√—∫ª√ÿßÕ¬à“ß

μàÕ‡π◊ËÕß æ∫«à“ ¡’ß“π«‘®—¬∑’Ë· ¥ß∂÷ß °“√ª√—∫ª√ÿß

ß“πÕ¬à“ßμàÕ‡π◊ËÕß‡ªìπªí®®—¬ π—∫ πÿπμàÕ°“√‡°‘¥

·π«§‘¥π«—μ°√√¡ ·μàÕ¬à“ß‰√°Áμ“¡ æ∫«à“¡’∫“ßß“π

«‘®—¬∑’ËÕ∏‘∫“¬«à“°‘®°√√¡¥—ß°≈à“«‡ªìπÕÿª √√§

‡æ√“–°“√ª√—∫ª√ÿßÕ¬à“ßμàÕ‡π◊ËÕß‚¥¬ª°μ‘ ‡ªìπ°“√

ª√—∫ª√ÿß‡æ’¬ß‡≈Á°πâÕ¬ (Incrementally Change)

´÷Ëßμà“ß®“°·π«§‘¥π«—μ°√√¡∑’Ë¡’°“√ª√—∫ª√ÿß‡ª≈’Ë¬π

·ª≈ßÕ¬à“ß¡“° (Dramatically Change) ‚¥¬∑’Ë

§π„πÕß§å°√‡¡◊ËÕ‡§¬™‘π°—∫°“√ª√—∫ª√ÿßÕ¬à“ßμàÕ‡π◊ËÕß

·≈– “¡“√∂¥”‡π‘π°“√‰¥âßà“¬°«à“ ®÷ß‰¡à§‘¥∂÷ß°“√

ª√—∫ª√ÿß‡ª≈’Ë¬π·ª≈ß·∫∫π«—μ°√√¡ πÕ°®“°π’È

¬—ßæ∫«à“ ¡’ß“π«‘®—¬∫“ß à«π· ¥ß∂÷ß°“√ª√—∫ª√ÿß

Õ¬à“ßμàÕ‡π◊ËÕß π—∫ πÿπμàÕ¢—ÈπμÕπ°“√æ—≤π“ ·≈–

π”π«—μ°√√¡‰ªªØ‘∫—μ‘ ‡æ√“–°‘®°√√¡°“√ª√—∫ª√ÿß

ß“π®–Ωñ°Ωπ∫ÿ§≈“°√„Àâ∑”ß“π‡ªìπ∑’¡ ·≈–¥”‡π‘π

°“√ª√—∫ª√ÿßß“πÕ¬à“ß‡ªìπ√–∫∫ ´÷Ëß∑—°…–¥—ß°≈à“«π’È

®–‡ªìπ à«π π—∫ πÿπ∑’Ë ”§—≠„π°“√π”·π«§‘¥

π«—μ°√√¡¡“æ—≤π“·≈–π”‰ª Ÿà¿“§ªØ‘∫—μ‘

®“°º≈°“√ ”√«®«√√≥°√√¡∑’Ë ‡°’Ë¬«¢âÕß

√–À«à“ß°“√∫√‘À“√Õß§å°√·∫∫ TQM ·≈–°√–∫«π

°“√„π°“√æ—≤π“π«—μ°√√¡  “¡“√∂ √ÿª‰¥â«à“ß“π

«‘®—¬ à«π„À≠àÕ∏‘∫“¬§«“¡ —¡æ—π∏å¢Õß TQM μàÕ

§«“¡ “¡“√∂„π°“√ √â“ßπ«—μ°√√¡¢ÕßÕß§å°√

Àπ÷ËßÊ „π‡™‘ß∫«° ·≈–¡’‡æ’¬ß∫“ß à«π∑’Ëæ∫«à“

·π«§‘¥∑’Ë ”§—≠¢Õß TQM „π∫“ß§√—Èß‡ªìπÕÿª √√§

∫∑ √ÿª

∫∑§«“¡©∫—∫π’Èπ”‡ πÕ°“√∑∫∑«π«√√≥°√√¡

∑’Ë»÷°…“Õ‘∑∏‘æ≈¢Õß°“√∫√‘À“√§ÿ≥¿“æ∑—Ë«∑—ÈßÕß§å°√

(TQM) μàÕ§«“¡ “¡“√∂„π°“√ √â“ßπ«—μ°√√¡¢Õß

Õß§å°√ ‚¥¬¡’°“√ ”√«®ß“π«‘®—¬∑’Ë‰¥âμ’æ‘¡æå‡º¬·æ√à

„π«“√ “√«‘™“°“√™—Èππ”„π√–¥—∫π“π“™“μ‘ ®”π«π

∑—ÈßÀ¡¥ 45 ©∫—∫ ´÷Ëßæ‘®“√≥“„π¡ÿ¡¡Õß¢Õß

∫√‘À“√ß“π·∫∫ TQM  «à“¡’ à«π π—∫ πÿπÀ√◊Õ‡ªìπ

Õÿª √√§μàÕ§«“¡ “¡“√∂À√◊Õ°√–∫«π°“√„π°“√

æ—≤π“π«—μ°√√¡¢ÕßÕß§å°√À√◊Õ‰¡à Õ¬à“ß‰√ ‚¥¬

æ‘®“√≥“∂÷ßÕ‘∑∏‘æ≈¢Õß·π«§‘¥À≈—°¢Õß TQM

§◊Õ 1) °“√„Àâ§«“¡ ”§—≠·°à≈Ÿ°§â“ 2) °“√¡’ à«π

√à«¡¢Õß∫ÿ§≈“°√ ·≈– 3) °“√ª√—∫ª√ÿßÕ¬à“ßμàÕ‡π◊ËÕß

®“°º≈°“√ ”√«®·≈–∑∫∑«π ™’È„Àâ‡ÀÁπ«à“ ∂÷ß·¡â®–

¡’«√√≥°√√¡∫“ß©∫—∫ æ∫«à“ TQM ‡ªìπÕÿª √√§μàÕ

§«“¡ “¡“√∂„π°“√ √â“ßπ«—μ°√√¡ ·μà«√√≥°√√¡

 à«π„À≠à (34 ©∫—∫®“° 45 ©∫—∫)  π—∫ πÿπ«à“

°“√∫√‘À“√ß“π·∫∫ TQM ¡’ à«πÕ¬à“ß¬‘Ëß„π°“√

‡æ‘Ë¡§«“¡ “¡“√∂¢Õß°“√ √â“ßπ«—μ°√√¡ ´÷Ëß°Á§◊Õ

‡ªìπªí®®—¬„π°“√ π—∫ πÿπ„π‡°‘¥°“√ √â“ßπ«—μ°√√¡

π—Ëπ‡Õß
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