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duiisngduiiuasiigumdnnisliniseensu sgrsdesluinnamil Ingddanaa ldfunstunld
Tuustavanu3mnsane 9 medaumans wu nuiififedees Henry (1975) fivhns@nwnssuauiamd
Wasusinluusazgavesnsinumisigusemaneansifudauddinsonide adesmennisudmsesnain
nedles vi¥elusmuzes Morgan (1980) fidnwnseunuviaimItemeuiesdnsiunnteiu Wud

[y

IINTAUINITVDINITUINISAINITAI5 sz duINg ARsis U Y Indudeddiarudidyiu

o

LWIAAYEY Woodrow Wilson (1887) 1la491nanugedAnuivesn1susmsnamsansisazluae iy

a [ v v Y

fanszdnnszaeuazliiluszuy Suddnunuimnisinnueeniaspndyiuanuadududeuvegaale

o '
= v @ a U = =

fidsuudasegnmngs Snsdundaifuusadonmunndedoniomesszvuluseduiigaufn
Wilson Lauein Asins@nweansinnign1susnIsnaniIsansIsaes e ingUssasandnasslsenis
1A Ysgnisusn lefagAunuieylsiaaszameh suluia meviedlsifenazvnsauuayssay
AudSe uarUsznisdenn Wleflagfunuiiinsimsagihlrnisuimsiamsansisugiiuseansam
paenuANAITUIUYTEINA Lagidsanuamnsaegegediin wionadnenisladdn wilson
Ussoulvidheuimsuenesninainmsthensidles Tagdhonsidesimihiiimuaulouts waguouau
a5l eI s lUUFUR angiideuimsdndudoiidasslunmadendns 4 wlenaglddnwi
38013 uazidenasdanuiminzauilugnsu oA eliiAnyssansam anuduan anuazaan
a7 wagdszauaudise viusufsnfulunAaues Frank Goodnow (1900) luriaisiexn fildnann
pgndaauin wihiivesdenisifiesie nmsdanaiFeonleuty Lagn1suanieoniuand el diu
fheu3mstu donhminiufiRuassdnduliulouisuasansiusdanandisagasluded Tuudd de
Umsildvimifidudeaeiedelumsneuausshenisdeudedisla lumanduiu fahenisiles

wazrheusmsinludesihnusiuleasausyau waglinuandaiuuasiu
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nslienud i Tumaniidenmsusmsiansassassuivlntuainanunduluuaranesis
fanandadiu variluteduanssei 20 danuwerenldndninermansidrungnisuimsians
AN5N9MEAINTY RauAnNAAYeY Frederick Taylor (1911) flszyin madamsuuuinermandidunis
FaUsziammtenisdnmnuslusuuuusiig q ordunsAmnamsadinmansiielinisisuvesynainsdl
UsyAnBamiassannmgedu mugiunisaangssideumsniuaueing  Suluguassadetimneues

[

N159191U Nd1AgYy Taylor LEUeI1 NMSLUNIUAUYIAINAMLTEIYEY kazn1sRnduiDenszAUANL

< [y

Wenvguesiaazauily ludsdryegidsalunisasiausz@nsninn1svingu ols AuAaRINaI?

Iasunstsudain ianuddgiunisuesuyedidueiosdnslunmsiounnniunsideuyvdlugiuedd

InlanagiinuAnas1eassa WwRenulasunslang a1 ATUUSIUAUIAINAMNLT 8 QW bA

v
@ =% a va (Y [ (3

AU URNuldiudeuenledunismaueesnsnsuJuiiauiavun Aseuiuesnees Mary

v v W 1

Follet (1926) Nisgufisanuduniusveaiiaduty wasdegladsrutawin “isluawisanveilimn

o

[

A luaawiangn lnenislueendia (order)” losannyneuiifiugruauiidovesiiendundnegudy

9 Y

o
Y

wiu msefeuyveduiuslunishauswsududsddyuinniinisddamnege idanudy
Ingeans vap?l Luther Gulick (1937) wifagnaniannsylovtivessruunisutanuiuii (division
of work) TumsvhlfiAauszansam wassdnamgedu nissuunmsuisutuwihideddaguiy ne
msffufTRnusiaraufesihuremuondundniy il liiiuisuusznausms 9 vesnms
vhaonludndu uazemdusiusmnivngnidalisonismihauvess 1auendiu nafiniuan Gulick s
auendnlunisuimsfitiunisussanunuiuiannuugans (top-down) waraisguu (bottom-up) 7
d1iy Lldvauendnnisddyde wdn POSDCORB 4 aldun P=PLANNING (N157719UHY)
O=ORGANIZING (N153n83/N13) S=STAFFING (n139AN15UAAa) D=DIRECTING (N15811438115)
CO=COORDINATING (n13Usza11911) R=REPORTING (n133181971) thag B=BUDGETING (n13suiszunad)
Dusiu

vauriluganmsswi 1970 Wudundelagdu sannsanuianszuiuviadueanisuinsians
assadunainuats lnswdaznszuiuimifinuamdnuazitmned dyiuandsiusenly o1
nszuwiminIsdanisniadguualu (New Public Management 3o NPM) @slsi3udninaninnszua
w@3tiedIngd (Neo-Liberalism) I NPM Tiauddyiunisanuunaiazn1snavesniasy neiauawus

Infin1sudsgusziamaa (Privatization) N13319yAaINTNTRRIANIABUBNUSURNSAATdlALTRImils
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WUNIASY (outsourcing) N5YINARYITIENTUIAUINITUWNY (contracting-out) N1FTIARIUTENI I

[ Y ]

sEmnnIesgiunndIune 4 lunisifanisiafanisuils (quasi-public firms) nsiduudiusiuduy

JEUINN1ASFuazenvu (public-private partnerships) kagn13d137aANURBINTaIUsERsUlugIUEN

a

Lﬂuqﬂﬁ’laﬂmaﬁuama (customer surveys) (Krogh and Triantafillou, 2024) wadd Lwlmal,ﬁajawﬁ'ﬂ
ihlugmatamanasguualmitu Bosing inwaasen (2556) Idssymmaaliognedes 5 Usznns ldun
Usgnisusn madanisntassuurlmidunislvuinisiladleuuuuseme (non-traditional service
delivery) namfe aglilimmddyiuansnsdsfudyvuuuineiuduuiu uaznserdevudiu
uennAsgdnTIsdans Yssnsiiaes Wenuddfumsnszaiesunannniu eewunsdielou
An3Aa wazanufuiiaveuuuannlufiesdnsunasesdiuviosiu Usmsfiany mszlunsussanuany

N15USNSMANTY (increased burden of service coordination) Lun1sliauddyiuuilduinig

INNMUVINTAN 9 2 AFLININTY I IARDEINTIMNY tagUseanunumiienugassng o Ty

o o A

' [y 1 o ! v a X N a av ¢ & = [
Jaufuegaliseeneliuingstu Usensnd nmadivlavedlanlugalanAdng iOunddudadud Ay

o

Y @ 1

figauliiiudn arsfadunannvanetiu sSsunalianunsaaniufanislafauldlaedis Sudusesende

AUTITDAUAILANITENINUTENA WazUsenNIsNI unumvassguIanaldtun1sfesktyUymndnd
[y o 1 | a dy [ 1< [ |

anududousie 9 11n893u Binazduulevisnisdesdudszna wlovienissisussna wlguiy

wswghanuulu a1 Jedududsadauinmse wasnsiadu § fdreysesann Wmhsnulussautendey

A9 9 WemLun1 Ty

nszUWiFINsUIMsSsRawuUmindulswiewdgminduauimelnl 9 vedantiuanniEuau

o

An33uN 21 Wuduude n13U3nIssEianuunsianisunaseswuuluml (New Public Governance)

o w [y [

sulanuddyiunisnszaesiunalugninensuimsdansiidnniy wazmsendenrmsamiefudy
AP (cross sector) 5¥I19NAST 1BNTU MAYsEREIRY BernsUnAsesdIuTiesdy fildulddude
naulgule wazn1Adu Y o ﬁaEqJ:Uuﬁlug’m“U@ﬂﬂﬁﬁ%NLﬂ%‘EJGU"]EJIUﬂWiVT’N’]‘IAiIU?,Jﬁ'uGI’mLL‘L!’Ji’]‘U
(horizontal management) wazaduiuaILRusnsluN159119UIUAY (partnerships) meldn1svinau
fufuisudduauialatsnms dumsuinemnie nasjuaeneudiuiowosiunioduniufiodns
#519859A (Krogh and Triantafillou, 2024) G?faéfaqagiuuﬁugmmaqmmﬁ'm%ﬁu TAudAgyiv

nshmthvemaies Mmaysannsauinmaniiiianldlunisuilelym myaduayu waznisaia

WwIeUngauTINileiuiuNNAIAgIU AMsaTediaunduiadiouanesdnu; waznsilasulenia
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AADANAU NNTYDUSUAILLANG D UNANNIAY (Svedenmark, 2025) T gusana nlagazuanuuiFe
w89 Osborne (2010: 10) 837 “msshmsunasesuuulns (New Public Governance) Wnamismaanu
IPFIN 9 FvamvareiiesiuduaaeunIsuinsassaly wudearulieruaisysunsruauns
annvarglunsimuaulsuiearsIsals uuaRnsina s uun NSz AU

madnn 9 ludnvazyeunsenis loussqitmangde MaiuUssansaaveinslnusnig”

o

na1fe ludiuvesnszuiuriminisuimssgiawuunisdanisunaseawuulng (New Public

Governance) Hu laliAud1AyAUN1SInN1TUNATILUULASEY18 (network governance) N1581/Y

ANUIIAUTIA1AEIU (cross sector collaboration) N3ATUTANTINTINAUTENINUAIUNIATY

[

Lazlanyu (public-private innovation partnerships) kaEN15A55a319MAENENTINTUTENTNNIATY

AunaLilas (co-creation and co-production with citizens) (Krogh and Triantafillou, 2024) uena1nil

o

TUiaNIMMATTBIRIUNT L51E110NUTINITVINNUTIN AU 1 INATATENININTEUIUTIALNITUTINGSY
8

Aauuunisdnnisunasesuwuulug (New Public Governance) AunsrUILiALA1ISUSsInnswalula

Y]

Adv1a (Digital Governance) Nanafe anwalrdaIAYURINTEUIUTIALLINUY Ao TunTzuIuNITUTIITIIU

(%
Y

masgiulisimadeniidiign (one best way) 8nvia liifidauandlaifiesiauanaieiilansudnsoly
nindunislianuddyiunsinusuiudaesevienisdiay suludfidulsdudediunddiusy
e uiueg9lnaTe Uuﬁugmmaﬂmiwmﬂ%nﬂs'halfﬁmwﬁmui'mﬁu (inclusiveness) MIUsEa1Y
Ausauile (collaboration) wazn1sad1erulussla (transparency) (Osborne, 2010) vaugiinszuInsie)

Ly

a < o aa S a [ dl' 14 o [ 1 @ v ! =
Naee Wunsihszuuadnamalulagunlglunisusmsinnig LWEJI%ﬂ'ﬁVI'N']MLIJUIUEJEJ'Ni’J@Li’J‘Vl‘LWl’N‘V]

1Y

wardauldsala Ndf nnnedIuaINnsansadeuTauataunaulalntas vinesls Ny wazagials

o U

IneflingUszasdiiosnszaunisuimsianisaisisaliliussansanuazUssansna Wudu

Tngaguanidlemdnsiuiomauds wannsany uasidusdyfunssuiuiminsuimany
MAgAUAsuLUadly Eliassen and Sitter (2008 $ndlu 3a¢3nd inwanssal, 2556) seyin maUasuutas
AenaEInsaguTIveenliegios 6 Usenis lawn

Usznsiinds unisdanisunasesiiifentestuyavennsssdeuloviedinineniinisesn
nHuUe (governance involves a broader set of policy instruments than legislation) na1afe Wunis
UIMInuNAsEiTIemhsng 9 uenmadguiaitunidudiuniesnisianisunases naenau

91fBIAT03dad Y 9 817 ANTINTETENINNNIATTUAZIBNYY NTRBNKUUTEUULR Lagn1sudedy
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'
a wvaa

MsetfuayunsEoud msamamanuiiemeunsuLAnNsUFTRMIwAR waznsUSusmau Tas
fegranariidugpvenedosioulonefifinnudidainniinisesnngraneiiesdulimndienseh
ANLBEN9LATIATATINNY

Usgmsiiaes lunsdnnisunasesiivilimsuuausenineniady lenvu uazoranasinsidousns
(governments blurs the boundaries between the public, private and volunteer sector) Tneidunis
Tennuddnyfumaduiudiusuiuseninniedsuasensu Wesmnuanvanslassnisiu naenvuy
finnudevng wazaruadesiaunnniiniagy aasnsunsilialenauaznisainanureusssuli
geRnseaalinsduddinnlunsuinsinniiniesy

Usgmsiany iunsdnnisunasesiiiedestunisunesemanssedu wagnsldshunaiisfiai
(governance involve several levels of government and mutual power-dependence) Nan2#o F3una
wiazUszmaddudedlinudfyivesdnsseninsssmaiinuosdsin 017 Ussineluglsudndudios

= a o o 13

mungneet Msimuaulens wasnsthuleugllujoRnfisiaiuivesinsanamelsy EU) Wusiu

[y

U5en15d N153AN15UNATBIMAEITIRULLININIMNTINUBINITUNATEN TnesTuratdousiany

[

(governance involves a holistic approach to governing: joining-up government) L“fJumﬂﬁmmﬁﬂmy
AuAmuswilonueg WlndTe 1w NsViuUsEaudINNTens i waznsondeausilonuduniagaiu
(cross sector collaboration) aesl3508sonNd Ty

Usgnsfivh nsdanisunasesenduidetiefiiiudassunnwe ¢ fuasdnsmugiutunns ey
U1 (governance relies on autonomous networks as much as on hierarchical organizations)

o

WunislimudiAgiuiasetisnindiuang q wagnisvinausiuiuluiuisu (horizontal) Tngende

[y

AuAInIYesszuumaAluladasaunadivenszaudnauaiuisalussanisiluliaud Ay du
arutunstsAutmuInauAuly tag

Usgn1sandine n1sdanisunasendunisidssuun dang ulunismiugwanielusguia
(governance is oriented toward flexible regulatory systems for regulation inside government)
) 14 o w LY IS 1 aa [ 1 A 1 a v P~ Y1 3 o 14
Wumslirnuddndunistangu wagn1ssisuuinnssulu 9 venandntdendaladn unisvinli
JPUUNSAILANATIIARUEATEUINNTY Wiauiunsenseaulseansnnlunisinumudiuaunsoy

Suia uaraulusdlanaadu
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2.1.2 WUIAALAZAIUAIAYVDINITNITTIEDIUND
Tuwmaignnsanesusematiu nsnszatgsiunatainduiuimalunisimuiseaulan (global
development approach) 8914 Wunannsinnisunasesiilasuniseensumlan wesandunisudle

4910ANTLUUTIVNSNATIATA WaZANYRINANIUUTEENT AN IAUS NNSas15ULIuUNSINN1S

I
Y

Unasasdrunannusunayneglisgnadnese sl nsnszaedrunaluluiiensvausinnusionis
[ ) ! Y a Aa Ao w LY = ] a
wazANINTuveINIsdINaUNSIRUS NSNS 1T N R UTE V19U NdN 3y SUUUNRUNANDAWATUNT
1Y v a v a & ~ v [ g v o v o ' o v =
wauvssduluiesdiuty 4 L‘UENWJEJLU‘IJLLN’JVINVIIM?]’J']ZJﬂWﬂEy,ﬂi_lﬂ’Tﬁﬂ’lEJI@UE]’]U’]’R]i%WﬁLﬂJENIUi’MS

Jugduedeulunisiauiuinninfilisgurailugiunumduimdoudsnand (ctizen-led rather than

Y Y

Yal o

government-led development) aaenau n1snseaeguIadutnulaanuidinugreIn1TiaUIoeNs

f98U (Sustainable Development Goals) UNTUFIUIINKUIAAYDIDIANITANUTEIIWIANT 17 UseNI3

= b4 [ |

laganigde 16 Nsyyia MIasdipuwisduRnMsuBwnAua1NNsainfmLeRsTId (Rugeiyamu &

9
v ¥
v A

Msendo, 2025) aeilu tienimeluidl Feazvgrsanutazlianudidyiunisnandiuuifnlag

AUANAYVDINITNTLINYDIUND

LUIAAULALUENNNTATYANEE1UID DordunuiAanlnudAymenisduasunsidiusiuves

Ussrrulunisnagingula unletynmang 9 suluisnmsiaunviofiuresmuies agiu n1svianuaila

feanumnevewmannsnszanesunadududsdrdnnavsi i lanetuwuAedlruind sy Jgl%

Y

muvINEYeInsNIEAEs e L ianavanesseluil

AAU NAaUNIN uazasyeg Fseudl (2526, w. 39) lalvimumungdn 115581 vaned
mMsnszanevthilazenanniguianansiugmieauszdusosasiy

wEun ele uagAny (2530, U. 8) wAAIVIAUEIN N13NTEINWEUNIAR m'iﬁ%’gmaﬁ?m%hmﬁiﬁ
Usgrwuanunsadnunddsinlurodunuies Iﬂﬂﬂ?iLﬁ@ﬂl}Eﬂﬂﬂi@ﬂﬁLﬂﬂﬂuiuﬁmalu Fegrunaluns
UJUANINTIUAN 9 LLazmiﬁ’ﬂﬁ’Uﬁ’zyﬁnﬁguLﬁwﬁf’lﬁ%wﬂaEJmiﬂﬂmaqﬁ%ﬁmﬁ'}ﬁﬂﬂmmmmm
spunananaduifiesinamsuazmunugualiviesiulfiRlunungrunesazmsguiingels

930 4NN (2531, 1. 84) uazyNd anwzyns (2539, u. 22) luansirusfiaenndeaiuieaiu

NInszaesnaliann deidudsniguevdunaunasesusdnliivesdnsduiililinendesivdues

PUIBUSTIITIIBNTAIUNAIUNT iU NS sUTIUS N15AUATS T UEUN99819 TRelinNudaTEANLALAS
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sufansiisunafivefinnsandadulalubedfey q Mfedestuiiadu Imalﬂﬁaﬂ%uazuiﬁ’umiﬂ’qﬁ’uﬁ’ﬁym
FeusituagfunheuIrnIsresELnaIwy

sudadidnAndnvanevinuiidanuiuadieiun1snsgnesiung el W siwems wiales
(2542, w. 290) NEINT WeNa (2543, U. 62) ALY @I (2545, U. 14-15) Uagaey aU3nn (2547,
u. 228) l¢lmdsmumsnszanedinna vaneds nsuinisindiunanslgiesiu vieveseadnatu
Favmsvimsdiunanafissmuguiiuguaudlildidilutedutymndinsusedile

wananil fu Usvywgnd (2535) Ialkendewdn nsnszanesnaludwisgussamaumans
wnee nsveeuazteuvanelimiieidnasluiduddidunisviedadulounudruddnenulng
113139188 UWeN1A 2 Uszavde

1. mMsaneuLesavesdineulng wie Deconcentration Fsvianeds dinvulnajueumune
Timiegendugiuiuns viodnaulauny wistuialunsdnduladugariessegiidiinmulmg

2. masflumvsenisdndulannifuvemiisgos vie Devolution Gemsneds n1sfiviaeges
anansadinduladtiuanuldies Ineldseavesynn visegninvisaindtinaulng

weanutlaannsliAnunuien1snsza1e9 U lugeduld Seladinnsdnunauniig
yosnsnszesnalinumguiidain wasnnAnmgeilv @y gaysal, 2503 u. 8-9 $1idu asega
%, 2538, 1. 1-2) Tnewwamguiisaaulalinnumng 2 dnuae fe

1. aN¥UEN1INTZADIUIAININD1UNYA (Decentralization by Territory) nUHY N1TUDU
srunaliunviosdulunisdnriAanssuniousnisassazsng 4 elunvesnues ilviviesduiidase
Tun1sunaseInuienTY

2. ANWULNITNILAIWEIUIANINAINT (Decentralization by function) #uIgde NITUBUTIUID
TWurassazansadariaanisussianlaUssanmilsld Ve oldanudasslumssniumls
wngaufumedaiithuldvesnuiiy

dusumnumnereInIsnszasuanuvg el ad el Aniugdumsiasanmuus unna il

(%
Y 1

“MITINBIUND” We “MInsER1esIunn” du msafinnsuninsunaiiasdndudvaiued fusdng
UnAseadigvizevargesrnsunases a1viuegluasinsunAseasienisendn NMsTiud1ua uidignnnnegiu
MaNw0eANTILIINTN N13058A1881UND kurRanguidldifiufelulssiuiiazuenanuninsves
150589188 W199eN TUNINTEILEININLIAALAENINTLANBEWNAAINATINNT INSIEATTIRE

AINFUNINTLANYOIUNINS D IINU AITHAITUNINBIANTUULBUNIRAFUTV AT o bl
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281915810 oildaandgaigIfuAIUNLI8TLTI A5 IUDINITNTEINEFIUID LA8UDIIIA1IN
“N19n52971891113” (Decentralization) HAuuune 2 Yo Jousn U99IIN1SNTLIYBIUIINUIBTINTT

[ Y [y 1

Tous 19 (Devolution) (Anafan dw1a, 2545, 1.7) Wuitazvieuianianszaresunafiissiugend

aumngluted 2 Ao n1snszatesunTivaeden1suUs1una (Deconcentration) lNS1¥N15N5EANY
grunaluaumnevesnsLUsE U Qmﬁau%LﬂuLﬁmmiﬂssmaémwﬁLﬁ@&?’]{uiwmmwmi
#39nalneIsguIanieiueuInnI Tuwziinisnszarssrunaluannumnediaesiu enanunei
nMsnsyanesunafiveuaniiwns Inglisdudeadunsnssaesiunafiiatuneldviiesivnis

wionalnvessguiameiues wiowndumnszaesiuvadlugesinsunesasdiwiodundanududasy

IINNITNUMUAITEINVDINITNTEINWEIWIATIAU a11150a3ULAT7 N1InsEanedIuavaneds
nsnszaesIute/minfivessguianatsgesdnsunasesdiusiosiu ielfesdnsfanandaviiuinig
asrsagliunauluriosdiu nielidualumsdndulavnsedslafidasenmaums lnodalonali
Uszmuluviesiuldfldmsiulunsunasesauies Ssuianansfiunumidisadumislunisaugugua
psAnsUnAsasdruTiosd wifl eliiosduududunismuanasguiinaely Tasanansafivuansey

uluirmineSuesngmssinsnsses s uligadiuiuneieiuld 3 sUkuure (Qaians dulve, 2557, u. 16)

M Yo

1) ngugnmuauleuswazindiauenansylasudnsnaanuuifaastoul (Neoliberalism)

Y

) o

nauiazesmansznes g lugusidundosdioddylunisldsiunauimsdamsansisuroonan
19903557y 1AKUULEEL1949n15 (Commandist state) tipsaing1unaegandsiiuduing
Tty nin1siaraminayssleruainaAlgInIwuaATYEng 1y N15taunssadunIniuniienun1nsy
nsldiumiaminfuarsnaUsgloviliiunueatasniniios wazanuduiusidagududaig q

° = & M a Y] . . PIEY)
ANUU miﬂizfmammﬁ]m%ﬂmaLﬂumi’eNﬂ,JEﬂumiwwwmalmwwm’m (Marketization) NtUuUN1Y

Ui snuuuuiionndn nsudsguniienuvsenisyinbiuinisvessgdumieuduienyu (Privatization)

2) nauinimuwaziniadeulnigdnfun1siauuusnaud (Centralism) nauiifiuuiAni
Linelasomnudumailumsanfiulasinsiauiiasunlatymininue1nauressguuusiuaud na1ime
£ d' 4 Q:I ! . | 1 d' 96’ Y
N13IWAILIMLENNI5§IN1591NUNAE1S (Top-down Policy) Arulinelasedynianuinieuainiu
N1sRAILILEEN1SIRasINTNeIns Tneuulianuauladunisnszaediung Fellanufgiuinazldilu

w5 psilelunstlugnisimunuwuusiuile (Cooperative development) suiigUnuluyuvunadiusing 9
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2.1.4 LUIANIIA2EN15IANITUNATDY (Governance) Laz535U1AUA (Good Governance)
LUIARTIAILNITTANITUNATEY (Governance) W ukuIAANlATUNIINATEY wazUseandldeeng
WS a8 UINANENE S $EIATIEY 9589 29MAITTER 1990 1w uun Fukuyama (2016) 953573

ANNMLNEYDINTIANITUNATES (governance) MM sNalandiiuunlilasesiloy 3 mmming o

] = 1

AmNuvIneusn mssansunaseaduiFesesnusiuiioszwineUssina luguuuuueissdnig
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AUVINETidB NM59ANITUNATENNIINALATEMINT ATNBINTULAZAILIVE DA T8
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a a

N13ANIUNI5NUI1AIINN15UNATEN (governing without government) na13Ae luyuuesd vzl

v @
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LAYNITUSMSHUUULEANS (top-down) IRNYUsEUUTIINTS
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2.1.5 wuaAANgINUAIUNINDLD
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' Y a = A < 3 a{' ! < v Y o =3 d'
aan1shiuinis dediaduduszasdgegan s nulaiaiumanisly duanulidfianelafiensas
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Y ¥  a o A
Tqﬂﬁu@ﬁ‘UqﬁlﬂﬁqﬂJﬂq‘Wﬂ 2.1

Perceived
Quality

Complaints

Customer
Satisfaction
ACSI

Customer
Expectations
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