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9 Y
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wiu msefeuyveduiuslunishauswsududsddyuinniinisddamnege idanudy
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of work) TumsvhlfiAauszansam wassdnamgedu nissuunmsuisutuwihideddaguiy ne
MsffufRnuwsiazaufesinurmuendundmiu ilimnulidiulsulsznauing q veams
vhaludndu uazemdusiusmnivgnidalisonsihauresegawendiu safinamn Gulick s
auendnlunisuimsfitiunisussanunuiuiannuugans (top-down) waraisguu (bottom-up) 7
a1y Lldvauendnnisddyde wan POSDCORB 4 alaun P=PLANNING (N153719UHY)
O=ORGANIZING (N153n83/N13) S=STAFFING (n139AN15UAAa) D=DIRECTING (N15811438115)
CO=COORDINATING (n13Usza11911) R=REPORTING (n133181971) thag B=BUDGETING (n13suiszunad)
Dusiu

vaugiluganmsswi 1970 Wusundadagdu sannsanuianszuiuviniueanisuimsians
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

a

JEUINNASFuazenvu (public-private partnerships) kagn13d1339AUABINNVRUsTVIRUTUg UL
Lﬂuqﬂé”laﬂwaﬁ%aua (customer surveys) (Krogh and Triantafillou, 2024) wail m&lmaLﬁyamﬁ'ﬂﬁ
ilugmatamaniasguualmitu Foving inwaasen (2556) dssymaualiagnsiios 5 Usznis léun
Usgnisusn madanisntassuurlmidunislvuinisiladleuuuuseme (non-traditional service
delivery) namfe aglilimmddyiuansnsdsfudyvuuuineiuduuiu uaznserdevudiu
uennAsgdnTIsdans Yssnsiiaes Wenuddfumsnszaiesunannniu eewunsdielou
An3Aa wazanufuiiaveuuuannlufiesdnsunasesdiuviosiu Usmsfiany mszlunsussanuany

N15USNSMANTY (increased burden of service coordination) Lun1sliauddyiuuilduinig
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TudiuvesnszuiwialnsuImssgnakuunisdanisunasessuulumi (New Public Governance)

Hu lolanudAgiun1s9an15UnAToILUULATEUNY (network governance) N9 1dBAINT NI DA

[

1un1AdIU (cross sector collaboration) N158319UTANTTUIIWAUTENINW UFIUAIATTUATLONYY

v v IS

(public-private innovation partnerships) wWagn15a358319aEHANIWAUTENTAIATAUNALT B9

e

(co-creation and co- production with citizens) (Krogh and Triantafillou, 2024) wananni Tuwaenin

NAIFTHINILLN L3IA1NTONURINITTINNUIINAURENINATATENININTEUIUIANNITUTUNITFAIUUUNIS

Y

Ian1sunasaswuulny (New Public Governance) AUNSEUIUNANNISUSHISTIANISNALLLAEAAYA

o

(Digital Governance) Na1MAD ANWALEIAYVBINTEUINTIALLIAUY Ao TUNTTUIUNITUTMITIIUNIASS

EE]

1 | = Aad a o gy = o a PN oA &
Wulifimadaniiffian (one best way) 8nvs ludiduanslaiesinanaieiilannudnaely ninlu
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nslindAydunsyinnusmiudanietienisdenn sududiduladiudsdunddiusiunas
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MUTAUEE1INATN VERNUFINYDINTHWINTUNNRNELTNUYINIUTINAY (inclusiveness) N15UsEaY

ANIAD (collaboration) wagn1sasesailussla (transparency) (Osborne, 2010) UaugInTEUIUTIFL
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YINLNTLRIINAITIAAMUNUIENITNTZNYDIUILUT A ULAD §9LATNITIILUNAIIUNALY

o ¥ a v a a ¢ ] o L4 ¥ =
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1. an¥ULAIINIZANYTIUIININDIUUA (Decentralization by Territory) nu188s n15UBU
srunaliunviosdulunisdnriAanssuniousnsasisazang 4 nelunvesnues ilviviesduiidase
Tun1sunAseInUIBINTY

2. ANWUENITNIZAWEIUIANINAINT (Decentralization by function) #uIhs NISUBUSIUIR

(% '
=

TAwnasIsazaIuisadnvinnaniIsuseantauszennui e adiiwalianudaszlunisaduanula
winngautumadaNuunlgve Uty

dusumnumnerenIsnsyas A e ad el Anugnumsiasanmuus uniia
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Y 1
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NANYBIANTITLILNIN N15NTEINUBIUR LLuaﬁmmqwﬁﬁlﬁLﬁué’aaiuﬂﬁsLﬁuﬁ%mﬂmmmwmaq
1190529188119 TUNINTEANEE WAL IVALAZANTNTEANLEIUNIMINADNNT HSIZATTIDE

NI1TUINNTLANYBIUNI D bTU AITHAITUIIBIANTTULDWARRAUTVIANS B LUl

2819158011 oiidaantdgdg1fuAUNLI8NLYIASIUDINITNTEINEDIUID LA8UDIIIA1IN
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2.1.4 WUIAAIIAIEN13IANITUNATEY (Governance) waLsIsUNAUNE (Good Governance)

nAnIIiensinnsunases (Govermance) lWuwnAailFFUMINENEe LarUszyndltoens
WS MBI MEVE M saens iy 1S owaamamsTed 1990 Wusuin Fukuyama (2016) T@5aus7u
AUTNEYeIMSIANSUNATEY (governance) Mnadsmsialaniitinuani3ldegadon 3 armine Tiun

AmNuvIneusn mssansunaseaduiFesesnusiuiioszwineUssina luguuuuueissdnig
seviassmaiiussmaing q ihusuiuiannduesegio deu fausss a9 Mevdsaudauds
ysgaumInilusasesufuiuanas Tuiifsasdiuauimndivesesdnisssinessmasiuaumin
Ty annmglsy (EU) anusudiomaasegiaeds-wudiin (APEC) AnusnasmsAiasewsnnile
(NAFTA) dunaudszeivnfuisodons Tusanidesld (ASEAN) udu

AUVINETidB NM59ANITUNATENNIINALATEMINT ATNBINTULAZAILIVE DA T8
Usenesng 4 tnsanglulsemelaniidesiamn wasidamiamuninain Tymnmasnaessutu uag

[

] Y] ] 1 PN & v = a A a
AINUBDULLDUVDITY 5§UWaﬂLuU§3LWﬁf§nQ ] WRNAIITEN 1990 WuAUNN IYUMSLEUBLUIAALIBITITUINUNG

ESIT]

v

(good governance) sutdunwiAni gnsisulaesuinislan (World Bank) luainudndananiae

a

UsznaudeuluimidossununnildsusuusiilivsemamantuhluuioR endt msliauddty
Aunaniiisssy (Rule of Law) ana1ulusela (Transparency) nannisil@iusiy (Participation)
NANANUNTOUTURA (Accountability) ManAULELBNIAKAZNITNWINTUNNAWINNTEIUIIN (Equality
and Inclusiveness) nanuUszansnin wazUszansua (Effectiveness and Efficiency) #ann1snauauss
(Responsiveness) kagnanyauiudumiui (Consensus Oriented) {udu

aunnedann iuanuAesinatsveinisdnnisuazn1suimsesdns niasenindunis
fudiunsfiusirann1sUnases (soverning without sovernment) Na1IAB ELuaguuaaﬁaﬂﬁmmﬁﬁ@
fun1suimsnuwuusniieduduaionis wazufdsnananssduiayen (non-hierarchical) waznIs
UIMTUUUUUEGAS (top-down) LRNIUSYUUTIVANS

wiluwansdnnisvesdinuingarldmnamnedts 3 UssnistrstulunmsiSeunisaeulnealy
agalsfinny Tussuunmsudmsssnmisuiuiy uaenmsunasesiesdulngldliauddaiuaumnefiaes

N3BUUIAALS09555UAUNA (good governance) Wunsalfitay Aely F9A5v818ANNTIANLMINY LAY

YMANULYID999AUSENDUVDILUIAAGINA IAUINTY
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WIANEITHNAUIA (Good Governance)

sudoudinuenisuuniivhensairsssuuuimsianmsthudlowasdauda w.e. 2542 1%
AMIBYRIsTTINATIELT mneds “n1sudmsfanstiudiesuasdeaudia Wunuineddalunis
fnssdoulidsnuianiads nagsRaenty wasmaUszvu Jenseuequieieivins deufding
Aesivnisuaziiegsnaaunsoeysauiuegatugy anussnandinfvarsauiudundenelimianis

v U

v 1 U A ) ] a ¥ 1 = 14 a 1 d' LY =
NWERIUIDYINYIYU LL@SLUUﬁ’JULﬁiNﬂ’N&JL‘UﬂLL%QWi@ﬁiNQNﬂ&J ULNUITELNA L‘WE)U??LVI’]ﬂENﬂUMi@LLmGU

q

=< a

Bengngingindunsienmnaziiunluswien insediauazidntmnugfsssn anulusla uagany

Y

q./a‘d

fidusw dwdunudnvarddgyvesdnaaianuduuyed waznisunaseswuulssysulagdul
wszumneasensalulszye aenadeaiuanululve Sgossuuny waznszualangatagiu” (@1ne
AENTTUNITTITIVNTNATOU, 2542)

wenanil sudeudninunenszuuniindenmsadssuuuimstansdudiouasanudia w.e.
2502 I#utsesdusenouresssaniviadu 6 Uszns feil

Uszmsusn waniifisssu (Rule of Law) Wunisesinguune wazngdedsdulvviuade wazidusssy
Huilveusuresdsan SuasiilidinuBuseundelatuufimungmne uazngdedsiumeaniu lnede
Fndunsunasesnmelsingmne dldawsunels viesunavessiayaea dnsdsiulingrngsgaauenia

hifimedenufUa Liflinesgnudetou (Double standard) lilisinsldnguuneluuamusslemilaafiveu

'
wa al

InsoumMsUHURNANTNANSLaTLE N INUBIUTEY IV
Usen13fiaes nanAuessy (Ethics) Ao Mslivase laiusengRtinite linsevhiauinsgiuisan
= = a = I3 v @ N v I '
LAZATIEIUTIU TIUT NsEngRnssunieUszasd Yaanainni1snesudu wienesugsumats nsh
a a = = a wua 3 = o Yy  a v v v
avlilna3esssy visesssulsnuiRuaznguany Wumsdaduluanugniesdiog lnesussalmdmii
Yo35g8ndendnilunsuiuiming welmduiiegrsundeny wazduaiuatvayulissormuimun
suteslundoudu wslinulnefimudedndasla vy eanu dszlevive Usznaue@ngasnaudu

UdyUszanva

Usgnsiiam wanaaulussla (Transparency) Wunsasreanulinsladsiunaiuvesauly
1f Ingusuuzanalnnisiauvesesdnsyniunisiidannuluseda dnsdawedoyadnarsiidu

Usglemlognsalunsanmentumdiladng Ussnvudntadeyaiiansliagain uazinszuiunisivi

Uﬁmmum’maaummgﬂé’aﬁmLﬁ]u"l,éf
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Usynsiid nénmsildrusan (Participation) Ao nszuiumsiigidmuiedewideriidwlsdnide
flomauansiimuzuaziinsiianssusng q iduadedinaruduegvestszavu iWunmalalenals
Usgywuildiusinsus wasiavennuiulunisdndulalgmdrdguectszme lddvenisuderuiu
mslsauasnsae nMsUssiansal nMsuaneUssuud wiedu o

Usensiivin wdndriinfulingeu (Accountability) A vidnmsdrdnyfiesdnaianiay matonwu
wazn1AUszadenu Walonalviinisasvaey deagagioufsmuiuinveusoaisisuy uazde
HiRendomseiiidlidmds Wunsnseminludvsnini enudinluanusuinvevsodsen msldle
Haymansisarvestnuile uaznseiedesulunisuidam saenau maansnluanuAndiuiuanei
LayAANETIaz oL UNaIINMINTEYIvR AU

Usgn1saaving nanauAua (Value for Money) n3enanussdnsan uagnanussdnsng
(Efficiency and Effectiveness) 1iunnsudmsdnnis wazldnsnensfisidmdioliinyselovigsanun
dusn Tnosussrlirulmesirnuuszndaldvost e aisessrauiuas3nmeniaunmanansautedu
Tolunrilan LLas%’ﬂmﬂ’wmw%’wmﬂiﬁiimwmﬁamgizﬁ’ﬁu ENUAIZNTIUNITVITIVNSNALS BY,
2542)

YaugiimIuimsnsmsusiuivludeung ldfinsUssfiussdussnnivia uasendedlisaiasie
29AN3ANY 9 sgaiiane Tnsanznstantunssunindndumihsnuivhnsusaduseiusssniva
Yosnuang 4 1901a%s naensuesdnsUnasesdiuiesdu ludresdunsussdiuiu fuen

lUssla uazduasunislidiusiuvealsey vy Aunsasuas 19duAguLasANUauIudun Auns

ESUaiInATeYIesy NYY wasUsEydIny Lazaunsanaumastaludiny laedin1susediuain

(% 1%
Y

FITUNUSIU DUNLN8DIN15NANTIAUTTDIANTUNATDIAIUY DI UADINTEYIN UIOADIAILTUNITAY

<9

Q_JE

grunanig auszideu waznguune 1w wasisiuulssrvuiunnznssunisiuunviosdiu Uawe

v v
A v v v Av v o

Toyatr1as Wawes1e5usedng n153niaun1sindedndne iusiu wazusziliuand @ induimu
v @ | =2 o A Ao 9 = v o X Ao v oA o« Y v

suilunisusvenfsuimeaiiuauindnsiauinaginnuimianndu Addyae daududulu
A1unN1sUUR O wagnaliiiaudnnssuluy g Yulugusuiesdiu wazgaitene n1suseiiu
Auautitanzysziny lnsaniznisusziuanuamiuvestszrvuluiiuil nsussdunisaniy

1ATINT BALAAINTIUVRIIANTUNATEIEIUDINUY (WU (@a1TunssUningn, 2564)
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2.1.5 wuaAaNgINUAUNINaLD

'
] al

AUNanely (Satisfaction) viunefle A1I¥v¥eITUN ANIANTINVBIUAAANHFBNITITEUS

Uszaunsaliinanussgdhadadundenieluvesudazyana sudumnuduiusseninadmuned

v -

AIRTIarAINfeIn1saudala drlugnisAumdsiidesnisuineuaued ielasunisnevauss
ANABINITUIIIAAANNIANTAIUEY nTEReTeTY alu tinviymaddla nelminUszdnsainuag

Usganduavesnisnseyinfianssunilugimunedudisamuiininualy 8ndendaainuiianela

YK

Juenuddnludenmsuszfiuan sulussdusznauidfglunisSeuinduiusiunadugvsvesnisiieu
Uszaunisalvesusiaruana (635194 1Aansena, 2551) seauaiiuidnvesyana dwdunauiainnis

WS UMEUTEMI AU U 9INAUAMTOUTNNSIUANUAIAVTINRIUARATIY 9 AelusERUATILTTNDl

v v §w [y [y

FAUNUSAUAIUUANATENINNANUATUIAUANUAANTY BegnAnanunsasanieseauanuianalaly

[y

-dl
AUNADY

' '
[ [ a o o 1

3 sdiudail sEaunils dmanunsuininitauaiands gnAtasiiaauiantinela s

ee

[ [ 14 a

dWaunTugiidualuaIande gnatagiinainuiannela seAuNaty dwaunsy

Y

Calle

g9nn
Y
AUAIANTI gnANRzinANANguRvIenelauIn (Kotler, 2003)

o/ dyu aa Y a =<

A dauaziinvasaunimnislivinmsuazanuiionela

TATINITHRIUILRIENUTE911R (United Nations Development Programme) %38 UNDP laisg

3

Tugadmuneniswaniseaulanvasd 2015 AlATUNITTUTRIRIN 193 UTenAaUITNUI8IANIS
anlszyuf Weduin 25 Aueieu A 2015 ATEUARNYINTEETaITIdeIUsIanIely 15 T dnlddu
AANIINITNAUINNNUTENAR DI NTUNITTINAUAILAT AL, 2016 LUIUDIT A.A. 2030 LFnin

“Transforming Our World: the 2030 Agenda for Sustainable Development” #3® “915NIWAILNT

= ' A

§a8u 2030” (Sustainable Development Goals - SDGs) Tuunslenia SDGs awgﬂﬂénmmu%ﬁﬂﬁ

4 Agenda 2030 %38 Global Goals Usgneuluaie 17 1Wnuie wazdn1swaluifa%3a (Indicators)

[ '
[ =l

FIUIU 232 FT AN ORARINAINUNMNUIVBLTMUNET19AY 198 LT8R 16 wnunegesi 16.6

14
o v Aa a a = ) o

AelinsiauIan 1 dunduseansuna dnnusuiaveu wazlusdlalunnsedu” Gelididinan

AN

9

143

all

1%
v v

dndruuszyinsnianeladuuinisarsisagaiiataniiaulalduinis anudrfyveiddindenaid

v '
v

AonsludmTiafiunanUszaunisalvesuszanauiilasunisusnisanudisauniasy lnoenizededs

[y

TusednsunaTasdiuinny sulldnwuzysinislasuusmsludsesiunislasuusmslaenss anualunis

a =< =~

$UUTNIT MINBUAUNRIAINABINTT kasudentunislasuuinis Faanugeulesonmnin

1%
[ [

P9INITUINITIINAIATT W mnegosd 16.6 wusad il 5 dain fall (UNDP, 2023)
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1) Madndauinisiideaiiladng dzain a5 Tdesnsiifase wu Wnsdw uled doadni
o1y aaunliusmsdesdiialading

2) Msbiuinisiaiunsasnela Ae Aruinisnsearsssuileulunisuinisdeslugaiu
ANNANNIAIUNTTNEVDIUTE VIV

3) AMATNVBIAIBIILANINALAIN LU AUATDINVBIANUNLIUINTS

4) anuanan1alunsliuing wu nisliusmsegravindisndu ldenufus nsliusnis
dl v b2
Mnaudlaladng

5) nskiusMseg g nuaziissedaluns

dinaulsunuuinisassasuitanswerandns emnuadwuulumsinaufianelaves

1%
a

Uszrwuluauuinisniasgld 5 88 ¢ail (Office for Public Services Reform, 2002)

'
v aa o

1. AAfiamnsadanasiuld (Tangibles) naunsfs wirseuuinisniasgiaseiunisninuagnin
wseaflefinuiiusazldaulding wu wilnaufiaunsanudiuldegasain wieslle wuuresusng ¢
Alesunsesnuuulildnuldegrsasmnuasiesenisvhanudila

2. fifiduaudndede (Reliability) nuneds arumantslunislasuusnisvesuseavy
ansaldsunsnevausilansega liuuinisesnansuinu gnifes undede

3. TAAIUNITABUAUDY (Responsiveness) MU18T4 NUIBUINITAIATIAINITOANDUAUDY
ANABINTITIUA Nz YRINITITAN e A swazdiaunsonlun1sliauYrswaoUssvnvu
USN5LARENITIAET Tiunan

a. fidunslidsiudyn (Assurance) manefis wirsuInaniassannsaadieanulinga
wazlimnuiulafuussnvuls fenugnin danuilusuasdeyalunsliuinng

5. ianuauldla (Empathy) vanefis nirguinisniaszianuenlaldussyvugdsuuinig

nstiauaula nsgwlgauazanlrsunIuteyaranseng o

' 1%
[y [

luvaue dyiginanuisnelaningnalagmhsnuuimilivesUsemaansyeiusni (American
Customer Satisfaction Index) laseyl¥in fanssusng 9 surainvanstudnananIsUsduaunINgy
& v v v a v o [ ' = Y a = 1 ~ Iy}
Junsuinngildnufendedaenily sudmareanuiisnelavesldusnis Inenninuigeuiseauvas

pumanidbineunthiududuiuinussewlinaunmnishiuinisilueensls Ml nauszifivveseiy

fanalalumslivinmsmngdlduimsanunsatluguadnsideuin taun anuidnlingda uwavivediuse
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al

Y a P ) s 1 =3 v Y o 1 =2 d'
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Tugduuvreanmsuumsenisseaseu usiu suludmunenldfisusnsowuieddle dvlidrsduesune

TamunIndg 2.1
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Cuality

Complainis

Customer
Satisfaction
ACSI

Customer
Expectations

AW 2.1 Al innnaianalanngnai 819l American Customer Satisfaction Index (ACSI). (2015)

WInY Ansgusa wazame (25564: nii1 106-111) seufie bwInelun1seNTEAUAMAINNIT
usnsivelminauianelaanglduinig 13 10 Usens laud 1) msasliinanudfyainasduuy
(Bottom - up management) 2) n15Ugnilaiiasvesnruiisnelavesgndlimluinusssuvesesnns
3) Welimsiaguulainagnsvesaedns AsiinsdeasiazUsuidsunisinanuianelagnaili
gonndosiuingUssasivetesing 4) msdndusesinsandadengiunzauluniseenuuudiinaany
flanalavesgnan smsduddanuianudilaludesnsiana 5) nsiwuaninivesdinlidniau

! o b4 ) = ! < & Y o Y o o U A « [ =
W dwusliyaranis vsendlgnuniatuvimihnndnlunsiuiaveuluseswaimsinauiianela
Ya3gne 6) N1stvgsuuINMsiduTlunisesnuuuiiUsaidiuiana 7) nsafaussenialvguusnig
o v < a @ [ @ 3 o ¥ a v
aunsaneumaulanuaudulse 8) nswmuinsianaluseduesasin 9) maindussdiunadnly
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Swegluniumdugasiewiniana wenvhvduszdiuna Wilatadnnis uavinguszasdvesiaiang
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'3 =<
29AUZNAUYRIAMUNIND 1D
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5. msluinsifanuiave mneanuds nisliuinsiviuussnani uazsansUf TR
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1) n1sdwne 1 uisnsdmsuldasiaaeuynnadulaenisdaunangfnssusazandudin
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2.1.6 AUAIAYVIIUIANTTY

UINNT5Y (Innovation) NUBAS AMNARN N1INTZI M‘%@ﬁwaqﬁlﬂu“ﬂw W’JWGLMQJUUVLNQ’]LUU
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naUszlevuiunisiu $3nnnudueg i wazainudusednsain (European Parliament Research

Service, 2016, Online)

nfemdnwiy wearazUasdusznauddglunisasinumnevesdnii “ulnnssy” naudsenis

Aa 1) aulnd (Novelty) Miitganeazildsundasdaiiiegludagdu 2) anuliamuan (Value) 1y

nsasmamlshiiuuion udssansamlitunssuaunmsinu wie Usuussmnuduegvesyldling

Y
=

899U waz 3) Wnan1sveusuanauludinu (Adoption) Nagtudsusnlaludduiltu viell winnssy @mise
dadu 5 Uszian fell @dnauuinnssuwisen®, 2547, w.5; European Parliament Research Service,
2016, Online; Schumpeter, 1984; Edison, Ali and Torkar, 2013, pp.1394-1395)
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