11

12

13

14
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2.2

2.3
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3.2

3.3
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21.2

2.13

214

215

221

222

2.2.3

224

(Benchmarking)

Campion

Campiontt
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3.4

3.5

, 2544)

, 2543)

(Quality of conformance)

( , 2538 58)

( , 2542)

(Mott,1972:22

12



, 2544: 62)

, 2539: 195)

,2537:9)

(Tappen,

2542)

Campion et.al (1993)

1995: 295; ansburg,

(Monica,1994

13

1996: 338;



, 2544:19)

, 2544; 227)

Campion

12

,2545: 139)

24

( ,2537:1)

14



15

(Perishability)

( , 2544: 2)
2 ( Bopp,1990:6 ;
Omachonu ,1990:3 , 2541)
1 (Technical or Professional standard)
3 ( 1
2538:1)
11 (Structure standard)
12

1.3



, 2539 : 15)

2543)

(Expressive

16

standard)

, 2537



1. Affective quality

2. Cognitive quality

3. Psychomotor

quality

(2537: 9)

17



Cognitive quality

(2545, 164-5)

Psychomotor

quality

18
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10.

11.

Campion

(1993)

19

Campion

(Scheduling)

(Perfomance)
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| new ?r.Efi'.flia

4 { Ufmi&lafl

14 Campion

Campion (1993)

Campion (1993:832)

141
(Self perception)

(Observer perception)

1.4.2
(Individual) (Group level)
(Goodman et al, 1987 ; James,
1982 and Van de Ven & Ferry, 1980 Campion et al,1993)

(Macro perception)

1421 * (Composition)"

14.2.2 !

1.4.2.3
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211

Woodcock (1989)

(2533:12)

(2537:182)

(2544:262)

Campion

22

(1993)



2.1.2

2.1.3

2121
21.2.2
2.1.23
2.1.2.4
2.1.2.5
2.1.2.6
21.2.7
2.1.2.8
2.1.2.9

2.1.2.10

(2533:37)

2131

2.1.3.2

2.1.3.3

2134

23

, 2544: 62)



and Cook 11993)

214

2.1.3.5

2.1.3.6

2.1.3.7

2.1.3.8

2.1.3.9

McGregor (1960

24

(Macaulay

Parker, 1990)



(Consensus)

150)

10.

Johnson and Johnson ( 1982

25

, 2544

,2533)
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Woodcock and Francis (1994 : 97-129)

L

2.

and agreed goals)

3.

4,

(Balanced roles)

(Clear objectives

(Openness and confrontation)
(Support and trust)
(Co-operation and conflict)
(Sound procedures)
(Appropriate leadership)
(Regular review)

(Individual development)
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10. (Sound intergroup relations)

11. (Good communications)

215

Robbins (1998 : 303 12001 : 275)

2.15.1 (Increased employee

motivation)



goals)

2.15.2

2.153

2154

2.155

2.1.5.6

28

(Higher levels of productivity)

(Increased employee satisfaction)

(Common commitment to

(Expanded job skills)

(Organizational flexibility)



2.2

. 1950

2

(Functional method)

402)

(Bernhard and Walsh 11995

2541:34)

221

Tomey (2000)

Swansburg (1996 : 235)

29

(Tappen 11995 :



Kron (1971)

(2539)

(2542)

30



3l

2.2.2

(Sullivan 11990 : 30 - 31
12541 : 57)

1 (Team leader)

2. (Team member)

2.2.3 (
2539 . 2541 : 60-67 12542 : 216-224)
2231
2.2.3.2
2.2.3.3
2.2.3.4
2.2.35
2.2.3.6

2.2.3.7

2231 (Assignment)

(Tappen 11995 : 308-311)

1 (Task-related factors)



11

1.2

13

14

21

2.2

2.3

2.4

(Relationship factors)

32



AWIAINTalunIIng1ae
CHuLALONGKORN UNIVERSITY



2.2.3.2

1
(Nurses’ note)

record)

(Nursing rounds)

(Medication



rounds)

11

12

21

2.2

2.3

31

3.2

3.3

(2539 : 32-33)

- (Change of shift rounds)

(Mid-morning

(Quick

211 0069

rounds)

5

rounds

or

35

mid-shift



4.1

4.2

4.3

51

5.2

5.3

2233

(Rounds with physicians)

(Pre-reporting  rounds)

(Tomey : 2000)

(Nursing care plan)

36



2234

2.2.3.5

3

(Nurses’note)

(Nursing procedure)

(Pre-post conference)



2.2.3.6

(Supervision)

38



2.2.4

2.2.37

12541 : 67-68)

(Evaluation)

39



10.

11.

12.

13.

14.

40



2.3

(2543)

Jones (1998 : 165)

1 2542)

4
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(2533:56)
(,"" : 2544)
1
2.
3.
4.
5.
2 4 5
1 4 Tuckman (1965

Jones, 1998: 166; Parker, 1990: 113)

11 (Forming)



1.2

(Storming)

(Brain storming) (

43

(Brain storming)

, 2544:227)



15

13

14

2.
1996:372)

21

2.2

, 2543 : 45)

(Norming)

(Performing)

(Forming)

(Storming)

a4

15 ( 12538

(Robbins 11998:296 ; Swansburg 1



31

2.3 (Norming)
2.4 (Performing)
2.5 (Adjourning)
Tuckman
1

(Best or Good Practice)

(Benchmarking)

(Benchmarking)

(Benchmarking)

Spendolini (1992:9)

45



American Productivity & Quality Center (APQC) (1993 : 3)

Gift (1994 : 5)

Andersen and Pettersen (1996 : 4)

Robere (2000 : 10)

(2542 : 109)

(2542 : 28)

46



(2542:153)

(2543:79)

(2543 : 89)

(2545 : 10)

47



48

3.2 (Benchmarking)

321 f ( ,2540:22-23)
(Andersen and Pettersen,1996:5-7 ; Robere, 2000 :
22-30 ; , 2545 :16-18)

3.21.1 (Internal benchmarking)

(Work standard)

(Best practices)

( ,2540
23 1 , 2542 : 154)
1
2.
3.
3.2.1.2 (Competitive benchmarking)

(Competitor)
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Xerox

3.2.1.3 (Functional or industry or

cooperative  benchmarking)

Benchmarking
3.21.4 (Generic  or collaborative

Benchmarking) 1

Federal Express

Benchmarking Domino Pizza

3.2.2
(Andersen and
Pettersen,1996 :5)

3.221 Performance benchmarking or result benchmarking



50

3.2.2.2 Process benchmarking

(Best  Practices)

B
(Productivity)

( 12540 : 24)

3.2.2.3 Strategy benchmarking

3.2.2.4 Product benchmarking or customer  satisfaction
benchmarking

( 12545 :
14-16)
1

(Internal Benchmarking)

Process Benchmarking



3.3

12545 : 20)
PDCA
(Check) (Act)

(Andersen and Pettersen 11996 1Robere : 2000)

Pettersen (1996) 5

1. (Plan)

11

.5 (Self Assessment)

12

121

122

ol

65

(Plan) (Do)

Andersen and



partner)

13

14

15

1.6

17

123

124

171

1.7.2

52

(Benchmarking
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2.2

(Search)

(Interview)

(Interview)

53



(Observe)

31

311

3.1.2

3.1.3

(Supporting processes)

54



3.2
4.
5.
3.4
9
117)
34.1
3.4.2

3.4.3

(Analyse)

(Adapt)

55

(Benchmarking : Code of conduct)

(Andersen and Pettersen,1996 : 115-



56

3.4.4

3.4.5

3.4.6

3.4.7

3.4.8

3.4.9

( , 2544 : 22)

3.5 ( , 2544 1 24
12545 : 22-24)

351

3.5.2

3.5.3



57

3.5.4
3.55
3.5.6
-3

3.5.7 (Code of conduct)

Andersen and Pettersen (1996)

(Plan) - (Search) -

(Observe) - (Analysis) (Adapt)
Tuckman (1965) Jones (1998)



11

12

13

14

(Plan)

51

(Search)

(Observe)

(Analyse)

58



(Adapt)

(2545)

(Learning

Where are we?
Who is the best?
How do they do it?

How can we do it better?

organization)

, 2545 6)

59



(2533)

(2536)

35

(2537)

283

.05

10

60



(2537)

(2539)

(2540)

61



(2540)

(2542)

(2543)

vm

62



63

(2545)
AIC
5
(Self assessment)
AlC
(p<.05)
AIC
Farley and stone (1989)
1
2.
3.
4. 5



64

The Healthcare Forum and The American Productivity and Quality

Center (APQC) (1992 cited in Gift,1994)

28

85 %

Gift (1994) (Collaborative

benchmarking)

Plan-Do-

Study-Act

Porter (1995)

58 19
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Czarnecki (1996)
McNeese-Smith (1997)
Campion (1993)

Tuckman (1965

Jones,1998)

65



Andersen and Pettersen

(1996)
1 (Plan)
2 (Search)
3 (Observe)
7
Tuckman (1965 Jones,1998)
(Forming)
(Storming) (Norming)
(Performing)
4 (Analyze)

5 (Adapt)

Campion et al. (1993)
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