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ABSTRACT

The objective of this research is to create the appropriate performance measurement
indices of various industries, by applying well known quality awards, namely; the Malcolm
Baldridge National Quality Award (MBNQA), the Demming Application Prize and the European
Foundation for Quality Management (EFQM). These quality awards have well established
evaluation criteria for which some are similar among each award; while most criteria focuses on
organization work flow. In this research, the common and different criteria among these awards
were analyzed and a new set of indices were created based on this analysis. The performance
measurement indices were classified into 4 different perspectives according to Balanced
Scorecard, which consisted of 14 indices in financial perspective, 13 indices in customer
perspective, 18 indices in internal process perspective and 18 indices in learning and growth
perspective.

In this research, data were collected by using questionnaires. Target industries were
selected from top export industries of Thailand namely, vegetable and fruit processing industry,
garment industry, electronics industry, and gems and accessories industry. Results showed that
these industries were highly focusing on their internal processing and financial perspective.
Vegetable and fruit processing and gems and accessories industries were focusing on their
financial as the first priority, while electronics and garment industries were focusing on their

internal process.



In analysis process, the performance indices were separated to four perspectives. The
first perspective is financial perspective which consist of net profit, cost and profit per sales, sales
and loss, and production and operation cost. The second perspective is customer perspective
which consist of organization image creation, solution for customers complain, market share, and
customer satisfaction and environment care. The third perspective is internal process perspective
which consist of information technology management, production process, product quality
management, material and logistics management, and energy cost and safety in the factory. The
fourth perspective is learning and growth perspective which consist of employees’ training,
vision, strategy and planning, employees’ satisfaction, and product development. This
classification helps to indicate performance measurement of those four industries clearly and

could lead to better evaluation of factory performance.



