\y tyTQmainrmitnng 4.

2
3

1

2,

3, .. 2540
1 (New Public Management)

(new public management)
(terminological problems)

(management) (administration)
1 (2541) 1 (2542);

(2545);
(2546 ( )); (2546 ( ));
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(public administration)’ (public - management)
(government)
(governance)
/
(traditional public administration)
Gruening (2001)  Yamamoto (2003)
11
1970 ( ,2541:3) 1980
(Gruening, 2001: 2)
20
(Hughes, 2003:
vi) 19902
2 public administration

(240: 8 )
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¢ Imanagerialism™ (Pollitt, 1993); “ [ e public

management” (Hood, 1991); Imarket-based public administration”

(Lan and Rosenbloom, 1992); “ [the post-bureaucratic paradigm”

(Barzelay, 1992); * [entrepreneurial - government” “(Osborne  and
Gaebler, 1992) Hood

(new public management) NPM Hughes

“new” ¢ "

o Public

Management and Administration 3 (Hughes, 1998: preface Hughes,

2003 Preface 4, §)

(traditional public administration)
20

(Dunleavy, 1991)
19 20
(Oshorne and Gaebler, 1992; Pierre, 2000)
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(entrepreneurial spirit)

! ( Hughes, 2003;
8-14  49-50)

111
Margaret
Thatcher 1979

Ronald Reagan
1980

1980

(Organization for Economic Cooperation and Development/OECD)



25

Sunnyvale Phoenix
( Osborne and Gaebler, 1992 )
Bill Clinton 1990 Clinton
Reinventing Government
Osborne  Ted Gaebler Al Gore The
National Performance Review (NPR) David Oshorne ~ Ted Gaebler NPR
4
(Gore, 1993: 6 -7 Hughes, 2003: 5) Gore

(Organization for Economic Cooperation and Development/OECD)

OECD (The Public Management
Committee/PUMA)
1990  OECD ¢ " (a shared approach)
1998 OECD

(@ major cultural shift)

(Hughes, 2003: 4 - 5)



112

(keynesian)

(neo-classical  economics)
rationalism)

3
Development Report 1997

(scale)

1970

26

(scope) (method)

3(Hughes, 2003: 9)

(economic

1990 World
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Milton Friedman

(Friedman and Friedman, 1980) Milton Friedman
Ronald Reagan

113

(core business)

114

(information and
comunication technologies/ICTs)
(electronic  government)



19.2

12

Gulick and Urwick, 1973)

(semantics)

28

(managerialism)

(management)

(Mullins, 1996: 398 -400

(administration)

1 2540:3)

Hughes, 2003: 6)



29

(Dunsire, 1973 Hughes, 2003: 6)

Oxford “ an act of
¢ " (to manage the

administering”
affairs of) Oxford American Heritage
” (The management of affairs)

Longman
" (to manage and organize the affairs of a company,
government etc.) Longman



Rl

“t0 organize the way a test
or punishment is given, or the way laws are used”

14
(Dunsire, 1973 Hughes, 2003: 6)
(
)
(administration) minor
ministrare “ " (to serve) (Baker, 1972: 12 - 13; Hughes,
2003: 6) (management) manus (to
control by hand)
(Hughes, 2003 6)
(instruction)

(service)
(the
administration)



(Hughes, 2003: 6)

(public - administration)
management)

(procedures)

( )
(Hughes, 2003: 6)

(Burdeau
( ,2542: 82)

3

(the achievement of results)

(synonym)
(public

253 72)



(the administration)

13

public administration 4
3

(the academic study of the public sector)
public administration

David Rosenbloom

32



3

" (Rosenbloom, 1993: 6 )

/
(Ott, Hyde and Shafritz, 1991 p. ix
Hughes, 2003: 8 ) 1990
( Bozeman, 1993)

) public
administration

Luther Gulick and Lyndall Urwick (1937):

(arbitrary)



illiam F. Willoughby (1927) : “

Simon, RA,, Smithbmg, D.w.., and Thompson, VA (1961);

5 (convention)

34



3

(2536: 65 - 66)

public - administration

(an
administrative management)
Simon, Smithburg and Thompson (1961: 3)

Hughes
subset (Hughes, 2003: 8)

subset

Hughes

Hughes

v



Hughes
(Hughes, 2003: 7 - 8)

Barry Bozeman Jeffrey D.  Straussman
2

(Bozeman  Straussman, 1990: 4)

36

(new

6(  Graham and Hays,199L:

Hughes
(' Hughes,2003 : 6-7)
14 (public management)
public management)
13)

1970
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Gruening

(Gruening, 2001:10)

Hughes

(transformation)

(Hughes, 2003: 50)

15 (government)
(governance)

(orderand )

(the legislature)
(the executive)
(the judiciary)



3

(the governmental (the administration)®
Wilson

government “to steer” (Osborne and
Gaebler, 1992 :25)  * "

governance  B. Guy Peters
2001 4



39

(market government) / ,
(participatory state/govemment) (flexible government)
(deregulated government) Peters

(Peters,

2001) Peters
16 [
¢ / " (traditional model of public
administration)
19
/ .. 1900 - 1920
1970 1980

(anonymous)



1 /
Woodrow Wilson Frederick Taylor Max Weber
Northcote-Trevelyan Report of 1854 (Hughes, 2003: 17)
16.1
/
19
16.2 19
17 ( , 2540: 115)
(,2536)
19

Woodrow Wilson ~ “The Study of Administration” 1887 (Hughes, 2003: 20)

19

40



1854

1854

Northcote-Trevelyan

41

Northcote-Trevelyan
(spoils system)7

( , 2540: 115)

(merit)
Northcote-Trevelyan
(Hughes, 2003: 20)
Thomas Jefferson
( ,
2540: 115) 19
" (“To the victor belong the spoils”) 1830
Andrew Jackson
(Hughes, 2003: 18 - 19)
7 patronage
system patronage spoils
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1881 James A. Garfield
1883 (The
Civil Service Act) “The Pendleton Act”
4
The
Pendleton  Act
(Hughes, 2003: 20)
Wilson “The Study of Administration”
(Hughes, 2003 21)
Wilson
163 Max Weber
Max  Weber
/
(Hughes, 2003: 21) 3
(charismatic authority) (traditional authority)

(rational/legal authority)



43

Weber 6
(ideal type) (Gerth and Mills, 1970: 196 - 198)

1

2 (hierarchy)

3 (impersonality)

(written documents)

4, (division of labour)
(specialization)

b, @ lull time
occupation)
6.
(general rules)

Weber

(impersonality)

(Hughes, 2003: 22)

\Weber
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Weber (Gerth and Mills, 1970: 199 - 203)

I} (social esteem)

' v
7. MANMITINEINUNITAITIAMAUIVITIFAITNG 6 VOV 19U

6 (ideal type)
(technical superiority)

(Gerth and Mills, 1970:
214)

164 Woodrow Wilson
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Woodrow Wilson Max  Weber
Woodrow  Wilson

(the separation/dichotomy between politics and
administration) (Hughes, 2003; 24)

(Wilson, 1887: 197 - 222 Stillman 11, 1996: 6 - 16)
Wilson
Wilson
(1 1887) (the science of
administration) (the science of politics)
2,200 (Wilson,

1887: 197 - 222 Stillman 11, 1996: 6 - 16)



putare =

William 1

(feudalism)

2546 ( ):84)

16.5

“to computare

)( Behn,2001:6-7

. 1086

of American Government and Politics

()83

acoountability

responsibility

accountability

(accountability)
Westminster

Westminster

46

Wilson

(accountability)9

accountability

(render a count)

(anglican concept)
( , 2546 (): 85)

responsibility

responsibility

| 2546( ): 85)

(com =

l

The Dorsey Dictionary

( 2546

accountability



(ministerial responsibility) (

(technical accountability)
(Hughes, 2003: 25 - 26)

responsibility NPM

( )
(trace hack)

( )

(,2546( ) 98 -99)

(impersonality)

accountability
Hughes 6372

47

2546 ( ): 99 - 100) (Hughes, 2003: 25 - 26)



(objectivity)

16.6

Taylor 2

1970: 3 Hughes, 2003: 27)

(Kanigel, 1997: 210 - 211

1
studies)

Taylor

Taylor
Weber Weber

48

(Hughes, 2003: 25 - 26)
Frederick . Taylor
Frederick

(Kakar,

Hughes, 2003: 27)

(time and motion

(Fry, 1989: 68 Hughes, 2003: 30)

Taylor



16.7

Wilson, Weber, Taylor

Elton Mayo
Taylor ‘
( Bozeman, 1970; Schachter, 1989

Gulick ~Urwick (1937)

.. 1920 - 1970

49



50

168 /

1970 1980

(Hughes, 2003: 32)

1970

1681

(the  formal,
linear logic) ~ Wilson

(Peters, 1989: 4)
Wilson

(premise)



same as achieving anything)

2546 ( ): 98 - 109)

1682

(Behn,1998: 140

51

(Avoiding errors is the

(empowerment)

(procedure)

Hughes, 2003: 33)



2003:33 - 34)

1683

(lack of enterprise)

(Behn, 1998: 140 Hughes, 2003: 34)
2
(Hughes, 2003: 34)

Weber

(Hughes, 2003: 34 - 35)

Weber

52

(Hughes,



Weber

(Hughes, 2003: 35 - 36)

(Hughes, 2003: 36)

(Bozeman and Straussman, 1990: 139)

53



Weber
Weber

(Merton, 1968; 260 Hughes, 2003: 36 - 37)

(Crozier, 1964; Caiden, 1981)

(Hughes, 2003: 38)

o4



16.84

/
(public choice theory)
Ostrom
Weber
Ostrom
17
NPM

(Metealfe, 1998: 1)

(Hood, 1991: 3) Hood NPM 7

I}
professional management in the public sector)

(diffused)

55

(Hands-on



5%

2. (Explicit
standards and measures of performance) (goals) (targets)

(3
(goals) Wilson

(Wilson, 1989: 25 - 26
Yamamoto, 2003: 5)

3 (Greater
emphasis on output controls)

NPM
(accountability for results)

(inputs and processes)
(accountability forproceses) (Yamamoto, 2003: 5)

(Shift to disaggregation of units in the public
sector)

Pollitt
(decentralization)

(purchaser)



5/

(provider)D(Pollitt, 1995; 134)

) (Shift to
greater competition in (the) public sector) NPM
( )
(provider)
(exit) /
, (voice)

(Yamamoto, 2003: 6)

(Yamamoto, 2003: 5)
6. (Stress on
private sector styles of management practice)

1 (Stress on
greater discipline and parsimony in resource use)

Yamamotol NPM 7 H001 7
(premise) Yamamoto

il 3

purchaser, provider, producer

(
) 1 purchaser

(deliver)

provider provider

producer NPM Hood
purchaser  provider provider  producer



58

NPM NPM
“ " (customer)
(the principle of customer-orientation) Pollitt (1995: 134)

(customer responsiveness)

(standards of quality)

OECD
2
(OECD, 1991: 11)
Hood
NPM 7
Holmes  Shand
OECD NPM
NPM
¢ " (a good managerial approach) 8 (Holmes and

Shand, 1995: 555)



5

3. (provide)

(contract)
)

Pollitt
NPM /

2
(performance indicators)
3

(multi-purpose)
4,
(contract or contract-like relationships)



60

(contracting out)

(individualism)

Ferlie NPM NPM
4 (Ferlie et. al, 199 , 2546 ( ): 34 - 35)

I} (efficiency drive)

2. (downsizing and decentralization)

(market testing)
(contestability)
(purchaser) (provider)
(contractualism)
3, (in search of excellence)

4, (public ~ service
Orientation)



(

2542)

20

Omening
Lo TN T

Gmening

NPM
(Gmening, 200L; 2)
L

61

NPM 5
(
( )
NPM
A 1
(Gmening, 2001 2)
Gmening
(vouchers)
(performance auditing)
, )



i)
Osborne

Appendix A

10,
1L
12,
13

14,
15,
16.
17,
18,
19,
20.

62

(separation of provision and production)

(contracting out)

(

)

(user charges)

NPM Gruening

(vouchers)

(user charges)

“The Study of Administration” Woodrow Wilson

Gaebler

36

/]

.. 1887

( Osborne and Gaebler,1992:



63

Gruening 6 21-
26) (Gruening, 2001:2)

21,
22
23,
24,
2.

26.

Gruening NPM

NPM

, NPM Hughes
NPM Hughes
NPM 13 (Hughes, 2003: 54
-60)



(administrator)

NPM

NPM

64

(manager)1

NPM

NPM



(accrual accounting)

classification)
(SES) 1970
(senior executive)

65

(position
Senior Executive Service



66

SES
6.
(disaggregation) (Peters, 1996: 31) 4 Hood
Thatcher The Next Steps
(quasi-
contract)
Holmes Shand Hood
disaggregation NPM (Holmes and Shand
1995 569)
(Holmes and Shand,
1995: 566)
1.

OECD

(OECD, 1998: 13 Hughes, 2003:



57)

1980
(Flynn, 1997 114 - 115)

(performance contract)

" (charters)

67



68

Hughes

Holmes Shand

NPM
(Holmes and Shand, 1995: 560)
(generalization) ~ Holmes ~ Shand
(premise)
I |
L |1y, "y

10.

(public management)

(unrealistic formula) (interaction)



69

Hughes
(a bureaucratic politician)
4 /
(de-politicize)
b
11
/
NPM /
(direct accountability)
i
£ NPM
Gruening (2001 2); (2544: 35 15)

| (entity)



10

(responsibility)

(civil society)

(distrust)

12,

(purchaser ) (provider)
NPM

(provider?
NPM

(entity)



I

NPM
OECD

(OECD, 1998; 40)

(Hughes, 2003: 59)
13

NPM

1990

(federal government) 6
(Borin, 1997: 63 Hughes, 2003: 59)

L

?”



?H

NPM

NPM 13

(partnership):  “
?H

?H

Hughes

NPM

2



NPM

NPM

(meaning)

12

NPM

NPM 12

13

NPM

(postmodernist)
(modernist)

10 NPM

75) )
NPM



10.
11.
12

FWIANNSAUNITINY1a 8
GCHULALONGKORN UNIVERSITY

4



21 NPM

Holmest , , .
(NPM) Hood Pollitt Ferlie Gruening Hughes
&Shand
1 Professional Management 1) (1214)
2. Measures of Performance @ @ (19
3. Qutput or Result-Oriented ®) ) () ®) 23
4, Disaggregation @ 2.36) §) ) (5,79 13 182) (6 2
5. Competetion,Market- driven ®) ®) ©) (10) U]
6. Private styles of Management strategic management (6) (6) ) (8 19 (15,9
1. Improved financial and accounting management, Parsimony in Resource use W) (L4 1519
8. Accountability U] d (10, 19)
9. Management and Money to Support change ©
10. Contract or Contract-Like Relationships (4 (@ ©
11 Customer-Oriented U] @ (6)
12, In Search of Excellence ®)
13 Vouchers v
14, User Charges 17
15. More use of information technology 2
16. Legal,Budget and Spending Constraints 2
2

18 Policy analysis and Evaluation

19, Improved Regulation

20. Democratization and Citizen participation
21. Re-xamining the role of government (13)

(
(
(
17, Rationalization of Jurisdictions (2
2
(
(

o H oo w w

— o S s e e e s s RO O O N S Ot



n w»

, (governance)
NPM
( B) .. 2545
.. 2546
NPM
NPM
18
.. 2546 NPM 12
2546 9 1 1
1 9



12

il 19) NPM

NPM 8

13 14

NPM 10

7



NPM

21

27-32)

29

9

NPM

23

24

8

3 4
T 20:)
2
NPM
NPM 1
4 5
NPM 5
30-31

NPM 7



4

44)

5

NPM

(

( 33-39)

NPM

45-49)

.. 2546

22 80)

11

10

NPM

NPM

2

NPM

37-4)

£)

NPM

3

19



2.2

.. 2546

.. 2546

10.

12

10.
1t

11

12

12
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(theory of private management or managerialism)

Lane (1995);
(public choice theory)

(2546 ()

(2536)
(new institutional economics)

(transaction cost theory)b (principal-
agent theory)T Hood (1991), Yamamoto (2003)
(institution)
(' Dunleavy, 1991)
Rhodes NPM
1988 NPM
(Rhodes, 1997: 48 - 49) Hood 1980 NPM
f " (“free to
manage”)
" (“free to choose”)
(Government Management) .. 1987
(manifesto) NPM (Hood, 1991 6)
6 I (2546)
( (2546 () )
i ( (2546 () )



82

(Hood, 1991: 6)
(Hughes, 2003: 60; Pollitt, 1993:5) Pollitt

(Management is clearly an activity which is intimately concerned with
directing flows of resources so as to achieve defined objectives.)
(output) (value
for money)

191

1960 1970 (Carter, Klein and Day,
1992 Hughes, 2003: 61) 1980
(neoclassical economics)

(methodology)



18
(state minimalism)
Wealth of Nations (1776)  Adam Smith

19

1880 Otto von Bismarck

20
1919

.. 1929

New Deal

(socialism)

(laissez-faire)

Karl Marx

(welfare state)

20

The



84

(big government)

1970

18 (state minimalism)
(small government)
(neoclassical economics)
(economic  rationalism) 4
(Hughes, 2003: 87)3

L (individual rationality)
(preference)
2. (model)
(game
theory) (rational choice theory)
(public
choice theory)
3, (@ maximum role for market forces)
(self-

requlating)



85

4, (@ minimum role for government)

1911

(Lane, 1995: 152)

NPM
Thomas Jefferson Center for Studies in Political Economy and Social Philosophy
Virginia Virginia James Buchanan ~ Warren Nutter
Virginia
(Buchanan, 1986)
(methodological individualism)
B
Virginia
(preferences)
Herbert Simon (not bounded)
(Tullock, 1965)
B

( 2542: 111-112)



86

Dunleavy (the rational actor)
4
(Dunleavy, 1986: 3)

I} (sets of
well-  formed preferences)

2
(transitive or logically consistent)
3, 4 " (maximizer)
4
4
(
) (Mueller, 1989)
(Downs, 1957) (Black, 1958)
(Buchanan and Tullock, 1962) (Downs, 1967; Niskannen, 1971,

1973, 1994)

(" tility maximization)

(benevolent despot)



(social welfare maximization)

Ostrom

Ostrom

(consumer sovereignty)

(choice)

87



(deregulation)

1912

(methodological individualism)

(institutional - environment)

88

(new institutional economics)

(institutional arrangement)

(rule of the game)
(legal environment)



89

(,2506( ):43-44)

(principal-agent theory) (transaction cost
theory)

19121

(agency theory)
Adolph Berie Gardner Means,Jr. . The Modem Corporation and Private
Property (1932)

(separation of ownership and control)

(agent)

(principal)

(principal)
(agent)



90

(opportunistic behavior)

(agency cost)
!
]
19.1.22
Oliver E. Williamson
(transaction cost
economics) Market and Hierarchy: Analysis and Antitrust Implication (1975)

Ronald Coase (costs of

transacting business) The Nature of the Firm (1937)

(theory of production)



a

(in-house provision)

(internal cost system and
pricing arrangements)



/
!I
(contractual incompleteness)
(uncertainty) (risks)
uncertainty)

(behavioral uncertainty)

(in-house provision)

92

(general



192

V1

0

(managerialism)

Weber
(results) !

[

(private  management)

generic management

93



94

(strategic planning and

management) (Total Quality Management/TQM)
(performance-related  pay)
(performance auditing) (change management
and  management  development) (information
technology) (result-based management)
(balanced scorecard)
(. )

(effectiveness) (efficiency)



95

Peter  F.Drucker (guru)

Drucker
(Management by Objectives/MBO) The Practice of Management (1957)
Managing For Results
(1964); The Effective Executive (1966)

(inputs) (outputs)



(inputs) (outputs)
)
0

(1989: 98, 101, 161 - 162, 169 - 170, 171)
20

Drucker,Bennis

Meier (1993: 134)

Covey

96

Covey



97

192
f (participatory
democracy)
Gruening
(Gruening, 2001 2)
(governance) , Peters
1 4
(market
government) /
(participatory  state/government) (flexible
government) (deregulated government) /
Peters

(participatory management)
(street-level  bureaucracy)
(discursive democracy) 2
(communitarianism) (Peters, 2001)

Oshorne Gaebler
Reinventing  Government

il “associative democracy”(Hirst,1994) ; “strong democracy”
(Barber, 1984);



98

(community-owned  government) (Oshorne  and
Gaebler, 1992: chapter 2) Osborne  Gaebler

Peters Oshorn
Gaebler

L ( )
' , (Peters)

, (Peters)

Reinventing Government
(Oshorne and Gaebler, 1992)

Peters

ideal speech community Habermas



110

9

(governance)



1101

Metealfe

(Schick,1996 : 25)

(Metealfe, 1998 :3)

(Metealfe, 1998 : 3)

100



(Denhardt and Denharclt, 2000 : 550)
1 1
(output controls) (discretionary management)

(Schick,1996 :25-26)

(deLcon and Green, 2001 : 627)

(deLeon and Green,
2001 :621)



102

1102

Oshorne  Gaebler
1 10 1 Reinventing  Government (1992)

deLeon Denhardt (2000 : 89) Oshorne Gaebler
deLeon  deLeon (2002 :
239)
Metealfe (1998 : 10-11)

Denhardt Denhardt (2000 : 549)
Oshorne  Gaebler

( )

(Peters and Pierre,1998)

4 Hughes
(2003 271-272)

(Hughes, 2003 :272-273)

Laurence Lynn (2001 : 199-200) Max Weber
Hughes (2003 :272)
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Lynn Weber Weber
Weber
Weber

Sandford Borins (1999 : 309)
(civil society)

Hughes (2003 : 273)
(instrument)

(political accountability)
(accountable for results)
(Hughes, 2003 : 273-
214)

Hughes (2003 : 274)

Hughes
(managerial accountability)



(Hughes, 2003 :274)

Larry D. Terry (1999 :276)

(responsiveness) (representation)

Hughes (2003 : 274) Terry

(Hughes, 2003 :274-275)

Hughes

Hughes OECD (1998:56)

1103
e (public spirit)

Linda deLeon  Robert B. Denhardt (2000)

104



105

deLeon
Denhardt Reinventing Government (1992) ~ Osbome ~ Gaebler

deLeon Denharat The Administrative State (1948,1984)  Dwight Waldo

(deLeon  and Denharct,2000:90)
Reinventing Government
(reinvention
movement) (market  model)
(customer  service)ll
(administrator a5 entrepreneur) (premise)

deLeon Denhardt

(deLeon and Denhardt,
2000 93-94)

deLeon Denhardt
(anarchic)
(impersonal signals)
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(deLeon and Denhardt,2000 :94-96)

deLeon Denhardt

1950 1960
1980
deLeon
Denhardt



(

- 2539)

, 2529

2540

2540

,2538: 148 - 151)

)

L 253)

(
 2546)

2540

5

107

( , 2529)
( , 2546;
. 2543)
2540

2539

2525



(

 2529)

108

(achievement)



109

(2539)

, ( /management)
(administration) ( , 2539 14 - 17)

253 1)

2540 '
(governance)
(new public management)

2540



governance, accountability

.. 2540-2544
. 2546-2550
.. 2540-2544

2542 :9)

.. 2540 - 2544 L

P

2540
5
(
- 2546-2550
| 2546) 5
)
5
254
5
2

transparency accountability

110



READY”

Integrity

(.. 2546 - 2550)

5r
governance
] Integrity
(Activeness)
(Morality)
(Relevancy)
(Efficiency)
Accountability
Democracy
(Yield)
8
" 8 “I AM
2
Integrity dignity



2540
[ 2540

(review)

2542 5 2546 8
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(,2530:43)
R
(
2530 : 44)
political  accountability organizational ~ accountability  (
2545: 6-34,6-39) legal
accountability legal accountability
(
, 2545:6-36)
professional accountability professional accountability
( , 2545: 6-40)

( 2540 48)



14

(2530 :43-44)

( ,50:u)



115

(,2530 :45)
(
) political ~ accountability, legal
accountability, organizational - accountability professional accountability ~ (
, 2545 1 43)
()



116

10 () 8
()9 ( 2530 4)

organizational accountability professional accountability
political accountability legal accountability (
, 2545 . 43)

( 2547; 249-
250)



2540
(ceteris paribus)
31
2540
(.. 2540-2544)
2540

(

5
2530 :49)

.. 2540

2540 1

2544+ 188-189)

17

17
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. 2541

" n 2542

2543 :89)

. 2542
(Senior Executive Service, SES) (
2543 :10)

(Thailand International Public Sector Standard Management System and
Outcomes/P.S.0.)

( , 2543 21-
22)
] (Result Based Management)
3
(Critical Success Factors, CSFs) (Key
Performance Indicators, KPIs) L
! ' (
, 2543 24
. (Performance  Based

Budgeting)



3.2

2543 1 13-14)

5) .. 255

.. 2546-2550
1

(Better Service Quality)

(High Performance)

(People Participation)

2547 :4)

(Rightsizing)

19



( 2547 :5)
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