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ABSTRACT

The purposes of this research were to: (1) develop a performance appraisal
system using the balanced scorecards for Nakhon Nayok Dutchmill Delight Center;
and (2) evaluate the effectiveness of using participatory action research in
development of the performance appraisal system using the balanced score cards.

The research sample consisted of20 employees of Nakhon Nayok
Dutchmilk Delight Center in the 2005 - 2006 years. The research data were collected
via the use of an evaluation form for the balanced scorecard performance appraisal
system, a questionnaire, and focus group discussion. The data were analyzed with the
use of content analysis, percentage, mean, and standard deviation.

The research findings were as follows:
1. The developed balanced scorecard performance appraisal model had the

following characteristics: (l) it had six operational steps, namely, surveying problems
and needs, planning for development of the Center's work, preparation of documents
and evidences in support of work performance, developing work in the roles and duty
according to the appraisal system, formative evaluation and improvement on a
continuous basis, and summative evaluation twice a year focusing on employee
participation; and (2) the appraisal was classified into four dimensions, namely, the
financial dimension, with three objectives and 10 indicators; the client dimension,
with three objectives and nine indicators; the process dimension, with six objectives
and 21 indicators; and learning and development dimension, with three objectives and
14 indicators.

2. Results of the effectiveness evaluation of using participatory action
research in development of the balanced scorecard performance appraisal system
indicated that (1) the developed performance appraisal system was appropriate,

'feasible for implementation, and efficient at the high level; (2) participating
employees in the work development gained learning, awareness of duty, and were
satisfied with the appraisal system at the high level; and (3) employees had opinions
that the appraisal system was appropriate, conformed to the organizational context,
should be used continuously and should be improved for up-to-datedness on a
continuous basis.

Keywords: Performance appraisal system, Balanced scorecard appraisal
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, "
'l,rl~mh~ff.:jfl'\Jf).:j tl.:jAmu'j H1N~ UW'H1Yi~1'Vl1ml1'H fUHU~'H1'ili 'jn'ilmj ill 1'Wiifltl 'il~

q q u 'U q cu

!~f)f1 i~'i~UUU~'H1'i ~~fll'i~'ifi 'il'Utl.:j\9l'Wtl~l.:j' 'j~.:j'il~ff11J1'itH! tl MUN'Wflt'l~'Vl1ii U~f1n tlfiu~i,r

iifl11:lJ!'H :lJ1~ff:lJLL~~iifl11:lJ L1J'Wi U i~i 'W'Vl1.:jufiu~ ~.:jii f11'j U~'H1'j L~~'Vlqfl il~t11ff'W i 'il'H~ 1V

...1 I d 'Q.I d dd. J., e:. 0' G) <JJ 0 d 1J) 9J ~
1uUUU L'lf'W'Vlqfl{Jfllm'U.:j'U'W LU'W'Vlqfl{J'VlL'lftl11 fll'jU'j'Hntl.:jflm tl1tln:ffuN~ff1L":i'il t~'W'W

'.JJ " :11"":11 "" d i '.JJ:l1 ",";
~~~f)-.:j1.l-.:j~fl11:lJLu'Wmfl' Lu'Wf11':iU'j'H n 'VlLtl1'lf'W~ ~~ flm Lu'Wf11'i \!'iill 1f11n'.! fl':')'Vlqfl{JL'V'ltl

U1:lJ11'*1'Wf11'iu'\i-.:j;r'Wrifl11mhL~~ Ul~Ufi f11'jU~'H1'i !Gjf-.:jf1~(J'Vl1i fll'iU~l11':itl~Am U'ltluuu'" ...
t f II V

~ '.JJ '" '" <!l '" Il) V'" 31-'1 •• '" '" i' I ' .1 , ••!U'W~'W LflV1f1U!'itl.:j'W t~:lJNfl'flfl11'il(J'Vl.:jfl1(J 'Wu'j~t'Vlfl'U~~\9lHu'j~!'Vlfl' 'V'lU11 f11'jU'i'H1'i
'"

4C:\ " ~I ~ ~ A Q.I .dl G'jY
L'lf.:jfl~~'VlliUUUI'jt'l(Jfll'V'l (Balance Scorecard: BSC) !u'Wlmtl.:j:lJtlfll'jU'i'H1'j~~fll'j'Vl'lf1(J t'Hfll'j

o 0'1l)• I' .1" "'''.1 0 d Il) v ?I d, i 'l ""'" '" <!l
'W1UN'Wf1~~'Vlli t u ~f11':i u{J U~ u 'i ~ ffUfl11:lJ ff1!H t~ Nt'lLu'W'Vl'W1'V'lf) 'il t ~ V1li f11'j 1~'H 'j f) f11'i

tl'j~!iJ'WNt'lfll'i tl Bu~.:j 1'W'Hi tltll ~flci 11'~ 11fll'j U~'Hn L~.:jfl "Q'VlllUUUI'j ~Vfll'V'l (BSC) Vil'HU 1~

fl1Uf,J:lJf11'i~~f11'j l~(Jfln tl'i ~tiJ'WN~flntlfiu~.:j 1'WU"~~.:j ri11'i\\)Vf1u'j~f11'i'Hd.:jfltlf1nU~'H1'i

"" 0' '" ,,; 0', "" 0' "" Il)v:lI'" ,J",
L'lf-.:j f1~Q'VlliUUUCfJ~Vfll'V'lV-.:jff1:lJ1'j't1fftl ffn flt'l~'Vl1i~ff1J1'lff1f).:jfl m 'j ~~U~ 1.:j':') t~Lu'Wf)'W'H'W-.:jtl'W

t~(J1n'WU~~~-.:jLU'W'l'W~~~iifl11:lJri11'i\\)~f)fl11:lJri1!~~'Utl~f).:jAm (Kaplan U~~ Norton ~Hi'W

~ ~ 4 rI tq9J 0 QJ

Malina U~~ Selto 2001) 'Wf)f1'il1fl'Wfl1'jU'j''Hn!'lf.:jflmJ'Vl1iUUU~~Vfll'V'l (BSC) t~fl11:lJff1flW•• u

'Utl~f11':i1~N~ tl'i ~LiJ'WN~f11'juBU~.:j 1'Wfl1 U~ nUfll 'j'U~ 'H1':i~~fl1'j ~ 1tl~flm i~ ili ff1:lJ1':itI

'" • f "" • I "" "''''' IlJ 31'1 cO 0 i VIlJ ' ,1~N~u'i~nJ'WN~fl1'ju{JU~-.:j1'W t~ t'W'i~(J~n~1'Vlff:lJfl1'j' 'il~'Vl1 'H t:lJff1lJ1'itl'Vl'j'lU11 fftl1'Wfll'V'l
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~ ••• 0' I ••• '1 di dt II) I ~ ~ d 0 '1 ~II) I ~ '"

u'iHl'Uhl'\Hl'ltl'lfltl'HW W 'j~~'U!~ "lI'IllJtI !lJHYmhlfll'YI'tltlWlhlW'IU(l1 tl'il~'YI1!'11 tm'Vlff'Yl1'1U(I~
q cu cu cu

iJ11J1W'11hl'hj)~~t1'1iJi'U1J 'j '1tJ~~l'j tfH lJlml eltJlvlfJ'I·l~ ~ '1JhldJhl1'l1~ 111'111ffllJ1'j tl",Hlhll 11'q q

'U'j'j(lL.[jl'ttlJlfJ~11'l1~ (Michael Hammer 2545) U(I~'jlfJ'Ilhlf1l'j1'ilfJ'tItI'I'YIelrl iJ'nhl (Nivenq

2002) ffllJUO fjWjhl1~11'U 1rr'jl]~ 1'1"1f11'j 'il~ t 11'f111mhfl'tytl'Uf1l'j f11'UfllJ f1l'j 'il~ f1l'j l~fJf1l'j
'iI •

1~N(lf1l'jiJ~tr~\llhl 1~fJ'Ilhl1'ilfJ1~9it 11'llh.jfl11lJUl'ltl~ 1'l'j~ldl'l'U1,r'VlYiiitln'il~f1l'j l~fJi,r

f111mhfl'rutl'Utll'j 1~N(lll(l~'U1rr'jl]~ 111111'f111lJt'YlflUJtl'tJt~t1 '11'l\ltl ci11 'il~lllhl1~il'U1rr'jl]~t 11'
U u

rl':nlJt'Ylfl'tytl'Uf1l 'j 1~ N(liJ'j ~LilhlNrl tll'j iJB'I1~\llhl ii f..m tll 'j fllL iJ'hl'11hlLi'l hl~ 'l11'YIfl i 'illlrl~ ffllJ1'j 0

~ QI dd 'G) 9J ~ J Q.I fI \I} j.I ~ Ii].dt J d 1 0' •••

ff'j 1'l1Wlhl1J'j HJ 'Vl~tl11 !lHtl~ 'tIhltl'U el'I f1f1'j!~ N(lf1lHl'tlll 1 thlL'jfl 'Ihl ffllJ n OLtJhliJ'j ~ fJ'b'hltl'U
iI 'V v T

Utl1'b'ltl n llrl~ \ll'W 1,) fJ<l1'Wij 'il~ ti'l 'W'11'W1,) fJl1'WiT lWl1 tI ffU 'Uff'W'W'11'W1'b'l tln ~ 1'Wtln,)~ tl n...
1~m'Q'YI1~fldl'ln'ltll'jfftlll lt~fJ1tl'U tll'J'U1'111'jL<l1'I tl(l fJ'jI]TIU'U'U~(lfJfIl'YI (BSC)ll(l~iJ\lffllJ l'J mi'l'W

• q

iJ'j~ lfJ'b'ul~fJ~ 'j 'I i hlf1l'j,) ~ tll'j i hl t1'1f1f1'j t'YI 'j l~Lrlel'Vl 'j l'U iliJ'j~ ff'jl] i N(lU(I~,j' tI ~ltl~ 'illtltll'j

'U1'11nL<l1~tlrl~'VITIu'U'U~rlfJf1l'YIilltlhl m.iH hU~1 n 'il~ ffllJ1'jtliJ1'UiJ~ 'I YrWl'W1t 11'tln ')~f1l'j
I 'iI

t1'1f1m 1f1~iJ'j~ ff'Vli N(lU(I~iJ 'j ~ ff'jl]i fl1'Y1lJ1tlV'l~'W

d'Q,J tic::. d'~lJ1 d' Q,J Q.I ~I ~ rI Cl ~

ffWJ~'Vl'b'lJ(I(I ~ t(l'jl] 'il'l'l11~'Wm'WlfJtl tu'Wff1'1J1'11'W'I'tIfl'ltl\lflf1'j1J'jtl'ilWtl'b'hllJ
'" q

fIl 'j f1'ilL~fJ1tl'U f1l'j ~1'l1'l11fJ'WlJUiJ (I n iJ 'U'j 'j 'ilLff~ 'il 1~ fJii t'Y1Utl\ll hli l'I oJt1~~ f1'j 'II 'Vl'YIlJ'I11'Wmcu q u ~ q

~ v , v
1Jflmm'tltl\lijhl6ii~lhl1hli1~ff'W 20 f1'W fIl'jf1'ill~fJ'j1lJ'tItI'Iijhl61~lLti f1l'j~\l9ftl f1l'j1'l'j1'il1'U

dQJ ~'~j.I .:::::. Q.J..:::!d, c::. f ,

f1l'jLtl'U'jf1ll1Url~ f1l'j L'Utl'illfJff'Wf11 f1l'j I'l(I l~ tll'j L'lhltll'j 'Uty'b' lJm ~Hfff1l'j L'I'Wt1~'j~'I111\l 8-

" f ~ 0 ~ 'j) 'jJ Q.I ;f 91 .c:), d-

10 mhl'Ul'Vll'ltlL~t1hl ffllJ1'jtl'illU'Wtl11ru'l11tlelmtJ'W'jlfJ~1'W1~ ~\I'W 1) m'Wf1l'jL'Ihl lJ11rul'll
u U

tlU L~fJ1tl'Ui1tlll~ f1l'j ')~"'l'j ~'U'Utrru9i tl n'YIVlm ill'j lfJ '~~f11~ 11'il~, ~1 'UUrl~1HU~hl ,)~", 1
U

\I'UiJ'j ~1J1f.U'jlfJ~lfJiJ'j ~~ltJ 2) ~ 1hlt1m;' 1 ii11tyl1ll~fJ1tlmY1hl U'l.i~tll'jl'lm~ 'illtl ffhl flliJ'j~Lfl'Vl

L~fJ1tlhl 11rul'llf1l 'j 1tlll 1(I tl~ nh ~~1 11UJ'I11f1l 'j '111(I tl ~ 1i '1111 11ru'I11f1l 'j L'ill~1'l(ll~ hi 11 3)
U cu fJ cu fJ

~ ",,~.d •.• 0' ••• 0 •••• 1 0' -~ '1 ~~ •..
~lhlm~'U1hl f1l'j lJuty'l11ltlfJ1tl'Uf1l'j1HUNhltl(lQ'Vl1J f1l'j 'il~'YI11~Qu'j ~ff \lfI L1Jll'llJ1fJ 'I1'jflfJ'j~

tl'U1~fJl1ffU ~hl1Jfi'il tlrlfJ'jI]TI U(I~f1l'jiJntr~mlJUN'WtlrlfJ'jI]TI 4) ~lhlf1l'jL~fJhl!Url~YrWlhll ii
q ~ q cu

11ru'l11L~fJ1tl'U m'j ff'j 'j '111'YIirtl ,n 'Wf1l'j Ntl tI 'tJ'j lJ'V'lUtl 'll 'W'1'1111 f1l 'j iJ 'j ~ 'b'l ~lJ ~hl £ Url~ f1l 'J
U

d j.I c::. rI

L'JfJhl~~lhlmlJfIl'J tl'il'tlfl'lijhlfJ

1~fJff~iJijhl61'l'b'il mf ~ 1m" ')~l'I1~'Wf1'j 'WlfJtl ~ii11tyl1ll'l1hlL~fJ1tl'Wf)'Ulpfi 'ilWtl'b'hl

Jt ci tJ fQlQl ~ d QI QI ,;. 1 ~O.:'I
flhl "1 "lI~'il~~fH H'tI'1't1hltl'U ~ 'j tl 'iliJ 'J~Lfl 'jI]l~ tn tl'WI'W'j ~~ 'U1:!~ II hl1'Vl1'I L'YIt1f1l'Jfl~'j t1~'il\I'illLu hl

, ~ d fJJ d'd 'JJ " .:=:. jJ Id QI '1 ~ ~
flfJl'lfJ'I'Vl 'il~~fl~ 11'1ll~'Wtl(lfJ'Vl1J'Vlt'W'W'tIfJ1fJff1'Wll 'U'I f1l HI (I l~ 'ill tl1:Y'Wf1l'lh ~Lfl 'VlL~fJ1tl'Wl'I tl11 'I•
.J '" 0 ~.I 0 ~ '1 I i I ~ .J'tIhl f1l'J'Jtllll'illhl1hl'tltl'lrltlf1lu'j~'ill f1l'jUff1'111l(ltlfll 'I1lJ f1l'jI'ill~~(ll~ 'I1lJL'YIlJ'tIhl f1l'J

'" '"
OJ <J)QlQI d' .J' 31li1l1t" rI

'YIWlhll1Jflrllm 'll'l'Vlhl tl'Ufll1f1l'JW I'lm~ 11tyl'll!'\1 m'W1:YllJ1'jOlltl t 'tI !~ l~fJf1l'J UiJrl'lUNhltlrlQ'Vl1J
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11).1 .1"" "''''''1 .1 "" """ .,g?lI U flU U~}'IJ~ I 'W~u U'U'U'UU.;Jf1l) U'j l1l'H'll'.;Jfl CI~'VITi!L UU~ ~HJfll'W (BSC) 9fHJ Ufl111fl1)~tu'W

tfl~u.;Ji'1u~'1htl t 'Wfll'j tt ,j~~~lfttl'l1fnrttCl~U1fl(l~'VI£1,j ~fl1'j,j fi1J~Uti1.;J1#1H(lttf11 ii.;JttJ'Wtfl~U.;Ji'1U

~t ~,j'j~tiJ'W u~~m t~UI91~~'WUCI~t~UflWW)OlJ'W11~Bfl~ 1t1
9/4:::ll Q..I GI QI 91 rI d f ~ , ~ '1 tp 0' Q.I ~ tI
H1'iltl t'W"II'W~'\JtJ'll1 m'W Irll-HJ t'l1'WJ I n"W'fIJUJtll'l'jU~UCl~i'WU l1ft''WtI~'ll'lH1Cl~ ~ ~ ~ ~

~ 1 (l'l'i' ~.;Jl1i~'W fl) 'W1tIfl (l'11J1'j (Ht~.;J'lJ'Wfl'UTi) n 1),j 'j ~!il 'VIt~tl1n'W 1~ (l':lJfl1'j 'l,r~ fll'j-W)OlJ'W1•
'j~'UUU~l11'j ~~fll'J U(l~,j'j~!iJ'WHCI t,r (l'U~fl f{ U.;JnUil 11fl UtU ~ m~~!,j ~tI'WU,jMUti~ ClU~nCl1••
'J/ "" """ .,g , "" "II) 'J/~ 1 tlfll 'j 'U'jl1l'J! 'll'~fl (l ~'VITiU'U'U~ CItlfll'W (BSC) 9f.;J'W111~ bY11J1HI ~ UU bY'WU~fll 'j fl1)'UU~~'Wtll~

~f1':hf1l'j 'U~111'j t~.;Jfl (lQ'VI£U U 'U~'W'1 ~~ .;JHClfll 1 'j rJ.;Jq~u~d~tI.;J UtiHt~tl1 ~ ~ 1#1~~Vi1
1fl 'j ~fll'J 1~ t1t~ U-W)OlJ'W1'j ~'UU,j 'j~!iJ'W fl1 'j,j fi1J~.;J1'WUU'U~ Cltlil l'W(BSC) ff1l1 i'u~'W VIOl'll'iJ(lrl'

31

~ h'l'i' ~~l1 i~'Wm 'W1t1fl #l1t1ntiitlul1il~tI,j fi1J~ flU UUU~ LY1'W11:lJ~'W

31

flln~)OlJ'Wl'j~'U'U,j'j~tiJ'W fll'J,jfi1J~.;J1'WU'UU~Cltlm'W (BSC) ~i~Q,j'j~(l'.;J~ IOl.;JU

2.1 tvtUfr)OlJ'W1'j:::'U'U,j'j:::tiJ'Wfll'j,jfi1J~.;J1'WUU'U~(ltlm'W (BSC) 'UU'l~'W61Ol'll'iJ(lrl'

~ h'l'i' ~~l1i~'W m 'W1t1fl #l1t1111fll'j l~tI,jfi1J~fll'JUuu~ LY'J'W11:lJ

2.2 tvtU,j'j~tiJ'W,j 'j~~'VIn m'W'Uu.;J'j~uu,j'j ~tiJ'Wfll'j,jfi1J~'ll'WU'U'U~ ClfJm'W (BSC)
• 31 •

.yh~)OlJ'W1~'W~1t1'j ~dJtI'Ullil~t1,jfi1J~fll'J UUU~ LY1'W11:lJ

o •••• ...,

3. flltll1Jt1l'il'ilU

3.1 'j ~'U'U,j'j :::dj'Wfll'j ,jfi1J~'ll'WUUU~Mm'W fl1'j ,j'j::: flU'U~1fJi~Q,j'j:::bY 'lfl'l 'Wfll'j

,jfi1J~'ll'W#ll'W 'l~UN~1911ii~ U(l~tflW~fll'j,j'j~tiJ'W 'lmrmlw::: 'l~ U(l:::~utn,jfi1J~'l 'Wfll'j

,j'j~tiJ'W Util'l h
3.2 fll'J 'l<H''j:::tiitl'Ullil~t1,jfi1J~ fll'j uUU~ LY1'W11:lJ'l'Wfll'jfr)OlJ'Wl'J~'U'U,j'j~tiJ'W fll'j

31

,j n1J~~l'WU'U'U~ (ltlm'W ff1l1i'my'WvlOl'll'iJClrl'~ 1m, 1~ nu 'l ,rtn~H(l~'l 'W#ll'W~U1,jU:lJ1flU UfJl<l •••

t-nfJ~'l~

3.2.1 ,j'j:::~'VInm'W'UU'l'j~UU,jndJ'Wfll'j ,jfi1J~~l'WU'U'U~(ltlm'W ~fl11:lJ

tl1:lJ1~(l':lJUCI~fl11:lJttJ'W1,j1#1'l 'W'YIl.;J,jfi1J~ 'l 'W~1'Wfll'J u11,j'1 <H'1~ ~1t1 bY~~1fl ,j'j~l1 ii~n(ll

'J/ 'J/ "" .1 "" "" 'J/ II) 'J/ 'J/ ci 'I
~fl~U'l mmn'W~l:lJm'jf1l1 bYl:lJ1'jtIU'j~t:lJ'Wm'jfll1'Utl'lfl~fj(l'tl'W 1~:lJ1fltJum'WfJ'l t~
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3.2.2 'WWl'U1m'i'IJB.:if1~1Jl1JlrnJ1t/1'U~hUfl111J\9I'i~'\1Uf1 m'il~fJ'Uf l1f1El~\9Il1J

m'in'il'IJ B.:il'lU m1'U l'U f1l'i'WWl'UN1'U'IJB.:ici1Jl1J1'\11J1tJ lli'ldh 'il\9lfl~~~I'iB m'i'lJ 1'i ~'U'U'th~liJ'U.

" "
m'i 1~tJ1'Ufl1.:iU l~'Um'i1~fJ'WWl'U 1~1fJ11lf1l'i1~mJfi,j~m'i U'U'Uiiri1'Ui11J (PAR)

iim tJ'Ull'U1~~~ ftl1Jl'i (1 ~n'th~'UllN'U fl ll"l'IJ tJ.:if1'i tJ'Ull'U1~~ f1l'i'WWl'U1'i~'Utl1.l 'i~liJ'U f1Ti•
"1.lfi,j~.:i1'Ull'U'U~rltJml'l 1~tJm'iiiri1'U'h1J'lJtJ.:il'lUf1.:i1'U 1~~.:iU



tn1ui]OO ,nu

utJtJ~(;W.fll'f'l

1~fJ,,r1:t!UfJtJ q
~.c::t~Q.I

l1ilijfJ

Ui]OOtn 1utJtJ

6

m:ttJ1'k1tn1oWwt'kl1

_I "" _I"" ""'"1:ttJtJ1J1:tnJ'kItn 11J{)tJ~.:I1'k1

UtJtJ~(;lfJ.fll'l'l

2.'W~ 'Ul'j:t 1111tl 'j:t tlJU fl n

U~,j~~ lUlL111I~MfI1'W

4. un~1I1Iu'j:ttlJUtl1'j

U~,j~ ~1'UUU1l~"mll'W hJi~

5. lh:ttiJUN"tl1'J'~'J:t1lU

U'J:ttiJ'Ufl1'j U~U~~ 1UU1I1I

~MfI1'W (BSC)
q

1:ttJtJU1:tdhHlUU i] 00.:11'kI

UtJtJ~(;lfJ.fll'l'l

1.i~'j:t'UtJU1::tiJ'Utl11

tl~,j~.:I1'U U1ItJ~"fJfI1'W

~ ihh:t iY'Vlll fI1'W

t
'"2. 'W~U1tl11'IJeFI

fl ri JJdhrnJ1 wH"hJJ1~fJ
q ••

fI1'W~ 1.1 flHI1lU'U1~~ tl1'j'W~'W11:t1l1lU'J:ttiJu fln U~,j~.:I1'UU1I1I~"l'JfI1'W

l~tJtl1'j iiri1U 'i1JJ'lJV~'Wl!m1'Uff1'\1i'lIflU6~')fiJ,,~ ~ i,,'Vl'
'"
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V iI I I 51

fl1'jl~tJfl1 ~ihtltHll'jffflfnl~tJ~fl'H)Ufli:J:WI~ 'e)~~He') ~~U
••••

5.1 fl1'jl~tJfli'~U~~vrWJ'Wl'j::;UUU'j::;liJ'Wfl1'jUaU~HWllU'U~'WflTW (BSC) 'IJ'e)~

fl''W6~GJfiJ~t1~h'l'i' ~~lr1~'Wm'WltJfl
"

5.2 U'j ::;GJflfl'JU~::;fl":W19l1'e)~1~~''*''Wfll'J ffmn 'lh::;fl'e)U~1tJ•
5.2.1 tr'W6u~::;,..rWml'W'IJ'e)~tr'W6~GJfiJ~t1~'~'l'i' ~~111~'Wm'WltJf1 iJ'Vj'Vllifffl'J1GJf

2548 - 2549 Irl'W~~1:Wfl'J::;U1'Wfll'Jl~mJaU~fl1'J!lUUIPl~tJfll'VI (BSC) Itl'W~~1:W11~U~'W ~1:W

UaU~fl1'J!l~::;'lM.,rm,j~ ~1'W1'W 20 fl'W

VG) fJJjJ G) .•. 1 ~.c::. ..•.t~ Q.I~ rlQ.J A rI
5.2.2 fJ m'lJ'e)lqj~l'Wnl'jl'lnil'(('e)1Jun;"l"Yl'Jj~~fl1'ju{]U~~l'W'IJ'e)~tr'WtJ~'jf:W~~

~'~'l'i'l~tJfl1'jl~tJUaU~fl1'jUU'UIPl~tJfll'VI (BSC) U'j::;fl'e)U~1tJ

1) 1~1'VIUml'W'Vlfl'J::;~U'lm~fl''W6~GJfiJ~t1~'~'l'i' ~1'W1'W 20 fl'W. "
2) ~flf{lU'j::;~1'IJ'e)~fl'tJ6~GJfiJ~t1 ~'m1 ~1'W1'W 30 fl'W

" "

5.3 19l1UU'j/ U'j::;I~'W~~~ffmn'l'W~l'Wl~tJtf U'j::;fl'e)U~1tJ•
5.3.1 19l1llU'j~'W l~llri 'j::;UUU'j::;liJ'Wfl1'jU~U~~1'W'IJ'e)~1~1'VIUmlWj'W6

Q.I Ck fS'dliJ fI d cv rI,l v e::l Ctoct ~Q.I ",I~ Q.lClo

~GJf1J~~~1~'Vl'Vl~~lml~11'IJ'W~1tJ'j~I'UtJU1lifl1'j 1'Wu{]'U~fl1'J!l'U'U1Pl~tJfl1'V1(BSC)

5.3.2 19l1llUHIl:W U'j::;fl'e)U~1tJ

1) U'j::;ff'Vl~fll'VI'IJ'e)~'j::;UUU'j::;liJ'Wfll'JUaU~~l'WUU'UIPl~tJfll'VI (BSC)

2) vrWJ'Wlfl1'j'IJ'e)~fl":Wl'ljll1mtJ / rrh:Wl~tJ. "

'JI , " '"

fll'j~1l'U'W~l'Wl'Wfll'Jl~tJU 1~:W~WJ'Wllij'e)l'W~ 1 ~~lfl1J 'W.fl'. 2548 iY'Wtl~..
'" <V d1:W'e)1'W'Vl31 ~mfl:W 'VI.fl'. 2550•
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"<!/

1"~UUlJ1f1'll'W

••.• ~ ••. 1.tC:::). Q.lA ..c9 QI ,

6.2 1~'U'U1J1~~1J'W fll'hJ{)'U(1Hl'\.U!'U'U~t'I£lm'Vf '\11J1Vtl.:J 1"~U'Uf1lHlllf1l1" u'U'U1.J.:J

•.• .,f .I.,g "I ~ I ~ Ilj~ , ~
fI{I'CYlJq'Vlli'llfl.:J.:J1'WU'U'U'fflJ~"tUU'U'U'\1'W.:J U1"~f1fl'UWW1.JlJlJfl.:J1l1.:J'1 4 1l1'W tllUf1 ~1'W

"" ~ ~~ 'I J! d ~ •.•
f1l'H.:J'W 1l1'W~f1fll 1l1'Wm~'U1'Wf1lHllV t'W U"~'Pll'Wf1l1"I1"V'WtU"~ViWJ'W1

6.3 1::::'U'Utl1~~)j'W '\11J1VG.:J 1"~'U'Utl1"~liJ'Wf1ntli),j~.:J1'WUU'U.~Mf1lVi ~1'\1i''Ufj'W6

~mfiJml ~'"l'i' ~nj'1~'Wf1nnVf1

6.4 fl11t11::::~)j'Wf-m '\1lJ1fJG.:J f1l1"~lliY'WfJtl1th'll fl.:J#.:J'11l~ .md.:J'\1~ mrJ'W f1nl~'U

"" "'~ '?InU1"1lJ U"~1Im 1~ '\1'llfllJ" flV1.:Jlu'W 1"~UU
'U

11 lI!:\ & rI ~ jJ ,J
6.5 ~1J1Jel~m'Wfll1~~'W (Financial Perspective) '\1lJlVtl~ lf1WCVl'\11"fl'llflf111lJ'Vl

1 <!/ "' ••• "" '" dllj '" i OJ ~'" 'I ~ """1 'i "'~, d
'U~Uflf1f.).:JfJWf1l'V'l'llfl~fj'WfJll'lflJ"" ~ t"'Vl'Wm'W1Vf1 'Wf1l1"t'lfI.:J'Wt'\11f1llu1"~ W'lf'WfJlJmlJlf1'Vl~ll

nlJG~f111lJ'ff1lJl1"tl i'W f1l1""1l~'Wl'J'W'U ~f1l1" 1l"~f1l1"I~lJ'j 1tl'~ '~llti Ulll1~1'1 ,*~lVf1l1"'1 ,*1'ff~

ef.:!t cI
'ff'WItl" fl.:J'1'Wfl''WV

'U

~
"f1f11
'U

v Gj • <!/

6.7 ~1J1J8~V11'Wfl1::::'Ul'Wfll1fl1£1 t'W (Internal process Perspective) '\1lJltltl~

0' 4 fJ} d I tI QI fi'~ G"~ CjJ 4::\ Q.I

If1WCVl'\11"fl'llflfl11lJ'Vl'U.:JUflf1f1Wf1lVi'llfl~fl''WV~'Vl'lflJ'''' t 'W1l1'Wf1l1"'U1"f1l1" f1l1" 'i11lf1l1"U,,::::
• 'U

v q '" Q.I •.•6.8 1l1J1Jel~V11'Wfll11'W'W~Ut'l::::fll1'Vf(1ll'Wl (Learnmg and Growth Perspective)
..c9 d' a ~ d I rI~ ~ rI.<::::ill) rI Gl 31

'\11mJtl~ lf1W CVl'\11"fl'll flfl11lJ'Vl'U~'Uflf1f1W.f1Wl'llfl~fl''Wtlll'lflJ'''' 11 t"'Vl'Wm'Wltlf1 t 'W1l1tJ f1l1"
• 'U

QI 9J , Q.lQI.:!t rI QI ,.de
ViWJtJ1fl11lJ t f111lJ 'ff1lJl1" tl 'llfl~ 'lJf1mm f1l1"f1.:Jfl ~U,,~ 'i1~1"f1.f1f11l~ flfj'W tl f111"ViWJ'WlflV1~~ m tJ fl~

f1ll~1.:J1tJ~ 1lJntJll"~ f1l1"I'ff~lJ 'fff 1~'ll1WII,,~ti1tl.:J '1'ii'llV.:J'Ufi{11m 'llfl~fl'tJ6~'lfiJmf ~ i"l'i'
" • 'U

tJmtJ 1fJf1lI"::::f111lJV4.:JVifl'1 'iI'1'W~ltJ

6.9 t11~~'flim'Vf"uel~1::::'UU '\1lJlfJG.:J 1) ijf111lJl'\1lJl~'fflJ'llfln~'U'U 'ff1lJl1"tl

'111itl1 ,*i~~ltl 'ff~~1f1 '\.h~'\1trlll1"l \lf1~fl~ muti'1tJ 'fflJ\J1"W~llJf1llfi'il'llfl~fj'W6~'VlGJfiJ"rl'
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~im1 2) iM'~Hl~~UfJWflWI'\lO~.nU 'I1~mlliM'~lUiJfll'l~~U1lJ1fl~U!tJuihflU 3) ~!~l:Jl~U~

1Jfil1lJV4-:J'V'lUi 'H~l:Jlf1Ufll'lU1) ~UU i1Ji,*

fl11lJffllJl'l f1'\lU'J'V'lUfl-:JlU H~~ ffllJl'l f1fl~m U-:JrH'I fll'l 1J~1T~~lU '\lU-:J'V'lUfl-:J1U1~ ~!~l:Jl~U-:J1J

fl11lJV4-:J'V'lUi\l

6.11 ~~'Ulfl1~'UO~fl~'lI&ffl'tnJUf 'lilJll:JU-:J fl~lJ!ill'1ilJltJ1Jfil1lJ~i:::m:rfl 1Jf)1)

l~tJU~ 1Jl'imJ~mlJfI1if1\1UUU~~tJfI1'V'l (BSC) 1Jfl11lJm~~u~u~uiuflli~WJUN1U'\leJ-:J'" .
'Ji d Q.I . iJ ~ gJ 11 9J Y d 'jJ

fl~lJl1J1'I11J1tJlfll:Jlf)UlJlJlJ eJ-:J~lUfll'l!~ U ~ lU ~ flfl1 ~ lU m ~u lU fll'l ll~~lJlJlJ U'l~ lU fll1 l1 l:JU1
q q q,J II CU

u~~'frWJU 1 H~dJl \I~fi~~~~Of)1)U 1)~uu1J 1~liJU f)1)1J~lJ~-:J lUH UU~~tJfI1'V'l (BSC) l1J'1,*
Q.I ~ ff ~ QI tlQI ~ tI o!:S.lI) tt' Q.I Q.I

6.12 tnJVI'lf'll~~ 'lilJll:Jm 'V'lUmlU'\lll:J'\leJ~ffWm'lflJ~~ ~ 1~'Vl \I-:J'lil~UmUll:Jf1
'"

Q..I V J ~ Q.I 3J tI fV .e:. tle:::t iii d' QI Q.I

6.14 'Hl'H'Ult]lUJ 'lilJll:JfI-:J 'lil'11UltlUl:J~'lflJ~~~ 1~'Vl \I-:J'lilV1UmUll:Jf1

6.15 t]'U~ 'lilJll:JU-:J tlU~fl'lfiJ~~ ~im1 ~'l'li1~UmUltJf1
, ,

f ~e:f,_. J ct ~ \I Q..I •.• 1 Q ~ Q.I 'jJ tI QI C). "

6.16 flQ~~~u~~tl1Jfl1';H;U'tufl[Jl'UO~fl1Jfl11u'a~nJ'U 'I11J1tJfl'l 'Iil'11U1tlUl:J~'lflJ~ i'I

"II) "i ':.d 4'~ 1~'Vl Ul'\l~'V'lU'Vlfl1fifl~NHi'I~fI1f1~~lUUUfl

,
_I 1 d.::\ , \/I!ilv

7. IJl~ tJ'l1lfYlfll~111l~A~lU

II So', 51

'1Ufl11ffmJl1~tJfli' -:JU1Ji~ltJ'lftHifl1~111l~ i~i'u 1Jfl-:JU

7.1 '~i~UUfl1itli~liJUfl1nJ~lJ~HWU UU~~tJfI1'V'l~1J'lhdrl'li fI1'V'lffl'lii'U'frWJUl

-:J1U'\lU-:JffU~fl'lfiJ~~ ~iml ~'l'li1~Ufl1UltJfl
'"

7.2 ltJU ltJ Ulfl ~O-:J;jU'1U flli U1Ji'I-:Jf1~~'Vl1fl1J~fl1nJ~lJ~~ ffllJl 1f1'frWJUl1-Jflmm '111'

U~.:j;rUf1U~i f1llth ~lfI1'1l~fnf1U 1~
7.3 Yl~fl1i1Ji~liJU '1,*ltJU'u'ulJ~iluumlu~'1 ,*1Ji'U1Ji -:J~ULU'Ji~'" .
7.4 ltJUU U l'VlN '1U fl1)U 1) ~UUfl1)1Ji ~liJUfll1 1J~1T~-:JlUUlJU~MfI1'V'l

11)_1'13/4' "'" '" ""II) ••'" d.::'1 a • " II) 3/(BSC) lU l'lfflUtlWJ~'lflJi'I~ ~ li'l'VlUUl'llUUffl'\lllmU'\llfJ'\lU'ltlUtJUfl1UlfJfl l~



,
<=t

'lJ 'YI'YI 2

~QJ ~ d d QI ~ ~ Q.I~ .eS d 'j)

fll';j1'Otim ~t.HtI'Wfll'iVl~'W l';j~'U'U'l.h~uJ'Wfll'i tl!)'U\9I~1'WU1:l~fYflEl1fl11'-1ttl'W1tl1fl '1'W
"fll';j tJ 11'i'1~1fl j:·m fl1';itlU u~~l'LJ6UV~tJ''WtJ~11:11'1\911'-1iTI fll 'i 'l.h ~ liJ'WU'U'U~ 1:1{jfllVl (Balanced

Scorecard) 1tl'l~''Wfll'itlUU~'O~~ ~1~{j1~flflEl1U1:l~n'U'i1'-1H'W1~fl 'Vl(jEla lVflff1';i 1Pl1';i1
, . "

'U'Vlfl11'-1tt1:l~~1'Wi~t1.yhfitl1.,rV~ fflm'i f1ff'itl H1:1~tJltff'WVff1';i~ 'tllrltl/\9I1'-1111.uvfi~~ V1tli1. "
1. U'W1~m~'U'U1flN1:lflMfllVl (Balanced Scorecard)•

• t ""'" ?I1.1 u'i~1\91fl11mu'Wm

1.2 fl11'-ll1mtJ

1.3 fl11'-1thrltl/'Uv~'i~'U'U1flN1:lflMfllVl (Balanced Scorecard)" .
"'" ... '"1.4 U'W1flflVl'W~1'W111:lflfll'i'UV~The Balanced Scorecard

1.5 v~~tl'i~flV'U)J'-I'-IV~•
1.6 m~'U1'Wfl1'i'l'Wfllni~'W1 The Balanced Scorecard

1.7 il'O~t1fftT'Uff'W'Wfl11'-l'tllt~'O''Wfllnh The Balanced Scorecard•
1.8 tl'i~ itl'l1,1'UV~'i~'U'U1flN1:lflMfllVl(Balanced Scorecard)•

2.1 fl11'-ll1'-11tl

2.2 V~~tl';j~flV'Ufll'i'U~11lm'U'Uihi1'Wi1'-1

3.1 iflHffrl~
$I d cv a

3.2 l1'Wl'Vlfl11'-l'i'UNfl'l1V'U

3.3 1fttl~fl',1 ~'W1in'Ott1111mtl U1:l~UN'Wfl1:ltl'Vl,r•
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1. U'U1flVl't'f'U~nmm1fl1JThe Balanced Scorecard (BSC)

Robert S. Kaplan u,,~David P. Norton tft"iH)U'Ylfl1llH~tnnU Balanced Scorecard

'1'U11nyU Harvard Business Reviews ''Ut/19921~tJvijUltJU'U1fl~ '1'Uf)l'H~VlJ ltJ'H1l'jfl1UfllJ•>I
o ~ <V . 'j) ~ ~ Q.I IV tI o'G)

fll'j~lt'U'U ~l'U 'j~ tJ~ft''U (Short-term Operational Control) t 'U1flU1ft'tJ'Ylfl''UUCl~fl"q'Yl1'i l 'U'j~tJ~tJl1

0' 91 0' '1 91 .,g '" J 'I"'''' <!I '"
'UV~V~flflU ~1tJlJlJlJV~ (Perspectives) V~flf)1'j l'U 4 m'U 9f~lJVl'Uj1'Ut1"ll'U 3 lJlP!flVV~1P!

• >I

1l11'U'U UCl~V'U1flIP!'\Ill '1"r~ 'j fll1ijlJlJlJV~ Vifl ~1~~'U l~tJ itl t~'1"r fl11mY1fltynmmlP!VUU 'Yl'U'1'U
>I
QI let '.d

'j ~tJ~ ft''UUlP!tVltJ~VtJl~t~ tJ1

'1'Ufl1llHrJ'U 111~fl U1~H" fll'jU au~·n'U 1~tJeJlP!'j 1ri1'U ~ 1~'1 l~mQ Vl1~~i1'1 GJftrJ'U

~ 1'Uf)l'j t~'U hJ1~trJ 'Ut~tl~ '1111-1cr1'l1l'U1~fll'j 1i'j fl 11u~'j UUUUfl1'j U111l'j ~1'U'1'Uft'11l'iTVtlJ1 fl1. ~ ~

l'UGJf1~'Ylfl'1n'l:l 1980 trJ'U~'UlJ1 11-1tU'Ufll'jm~1IltJm1lJ1'u~~'I1VU''Ufll'j'\lllfh 1'j 1UrJ~ri1'U~1~'1
• >I

'UV~v~ri'fll'j '\Il11"rm11tJ~ 1'UUCl~m11tJ~'j fl1l'l1Ti'1~V~ri'fl'U ~l~n'1 "rfl1lmhfltynm11tV~ UCl~tU'U
fll'j~l1UW ltVlfJ~19i1tCl'UHClIP!VUU'Yl'Ul1lflfll'j ~ltU'U~ 1'U'1'U'j~fJ~ i'U n'UVdNt~lJ~ ~~trJ'Udv~~

• >I

a1ff1J'mtCl~eJ'UIP!'jlmY1111'utll1l1U'U l~mQ Vl1~V~1~~~' 'Ufl'1P!1'jHl l111-1il•
~ 31 4::::l. ~ 1J~ w./ ,d rp Q.I

'Yl~HU'j111'j 'j ~~u ft'~tt"~H 'il~fl1'j 'j ~~u fl" 1~1P!1~fll 11fl1llJft''U 1 'ilflU Balanced~ ~ ~
>I ••

Scorecard (BSC) I9i~U~t1lJttl~~11 'Ut/1992 t'WV~'il1flfl1llJ ft'~~1fl '1'Ufll';jfffl'l:llH"fll'j¢i1tU'U~1'U

'I .I.,g 'I 91' 0' d 'I 91
l 'UtlJ'UV~ Scorecard 9f~ft'llJ 1'j fltt ft'~ ~fl11lJ ft'lJll" l 'U~ l'U IP!N'1 'UV~V~fl f)l'j 'YlVi1m'll 1 & 'l1fl11lJ

ft''U111'~ttJ'Umh~~ U'j~fll'j~cr1flty BSC rJ~t~VlJltJ~eJlP!'j1ri1'U~H'1 t'l1'lnufll'j tU'U~1'UUCl~fl11lJ

" Q d' tI lI) 31 1 Q.I 'C::::d 31 .ci IV d,.,.c:ll. ,
IP!V~fll'jt'l1~flClfJ'Ylli'UV~V~flfll'j l~nfJH"~1P!1 UIP!fllJ'lJVVl~ft'~!fl1P!'il1flfll'j'Yl HU'j 111'jUIP!"~fl'UVll1l1~. ~
Q Y'I 91 Cil91 6'1 QI d 'QI dl" Q I .e9
1Jfl111Jt'U1ll1UCl~IP!V~f)1'jl'l1~l'U BSC l'UClfl'l:lW~'YlUlP!flIP!Nfl'U'il~IP!V~VillUW1VfJHH)UflVUtl~

~ .09 91 "" "I 91 ,,'" ." 0'

U'U1'Y11~'U'UIP!V'UUCl~m~U1'Ufll'j nlJtl~'UVfl1'j'j~1~IP!N'1 nl11~ (i'j1li lJ1<i.l~fl''jl'U'U'YI UCl~

Q.I QI 0' Q.I 0' Q.I

W{)jVi'Uli t'Ull'jU'U'Yl'U, fll'jVi~'Ul Balanced Scorecard 2547)

The Balanced Scorecard ftelel~'n
Balanced Scorecard (BSC) 11-11~trJ'UtVltJ~U~tfl~V~ijV i UflU 1~UCl~u'j~til'UHCl

51 . I'

v~ri'mtlhu'U U~ Balanced Scorecard (BSC) trJ'UlJ1flfll1tfl~v~ijvVi'1~i'Ufll'j1~u,,~u'j~til'UH"

BSC t tJ 'Ut fl ~ V~ij V 'Yll ~~ 1'Ufl1 'j ~~ fll 'j ~ GJf1 fJi 'Ufll 'j U 1fl "q 'Yl1i" U ~ fll 'j U ~ U~ (Strategic

Implementation) l~tJV 1fftJfl1 'j 1~ 11~VU'j ~til'U (Measurement) ~ 'il~GJf1t1'\1ll'1"rV~ri'fl 'j tfl~fl1llJ

91 ~I IV ,:k Q.I .::t Q.I • 91 G) ~ ct..::$ 0 IV 1 0 d tI
ft'V~flClV~ tlJ'UV'U11'U~V'Ut~tJ1fl'U UCl~lJ~t'U'Ul'Uft'~'YllJfl1llJ ft'lfltyIP!Vfl11lJft'lt'j1l'UV~V~flm) Vi~

." 0'
t~'I1~'j'U'Yl'j : 2545)
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.?I dt ",,J,,, ",d. '151" 'I
Balanced Scorecard (BSC) tlJ'\.Hfl·H)~t1tlCJf~UlIOHl1flU'U1fl11tJflfl'YI'lf1t1 t'Htl~flm t'U

.1 "'1'J}'?1 .1"'''''''1 d. 51 d",..,..,,, '" "" ,J'?I
f)1'j UlJml1flfl~~'YI'fi t 'HtlJ'Uf1l'j lJQU~ fltlt 'jtl~'U 'YI1't'W'YIfl''Ufll 'j fl 1JU~::::fl~ ~'YI'fi'lJtl~tl~fl mCJf~tlJ'U

J 0 ~ Q..I 0 ~ I 0 ~ :, d~ 91 IV dCol 0 d ~
'lJ'U~tl'U 'lJtl~f1l'j fl l'\1'UfllJ 1J1JtI~lflq}~ tlfl11tl~lt 'j 1Jtt~::::ulfl'U 'Uf)LlJ'Uf)l'j ~'j Nfl'lf'U 1flrl~ ~lt'j 1J 'lJ'U

• JI •

l~mtJ'U911u.:J:J10.:Jt1Jl'H1JltlU~::::1~1flrl ~ f)l 'j ~ 1tU'U~l'U 1'Ubl1'UvhhflT.lJ~ tlfl~t1'Y1n ~~ t1tli~'ll BSC
u q

ItJ'U'j::::U'Ufll'J ifl rl~f)l'j~ltU'\.Hl'U ~riltl'YItl~1fftl'l1fl'11u~::::fl~t1'Y1n'lJtl.:J eJ.:Jf1mLYfll'JU n'jj~ U~::::
q <u '!i.l

JI

~::::ileJ'Uf)l'j~ltU'U~l'Ul'Utltltltl.:J 4 ~l'U'H~fl f1~i1
q

51 '" 51 51 IIJ 51 .;.. '"
1. t1t1t1eJ.:Jfl1'Uf)l'H.:J'Ut'U'Uf)l'j~'jN'j1t1 t~ttUUtI.:JtI'U•

3. tJtltleJ~~l'U m::::U1'Uf)l'j tU'Uf)l'jU i'uUH'W\P.IJ'U1m::::U1'U f)l'j'U1'H1'j .oflf)l'j flltll 'U
q q

4. lJtltleJ.:J~l'Uf)l'j t~t1'Ufu~::::f1l'j 'W\P.IJ'W1 tU'Uf1l'j ~r1.:J~'j'jf1~.:J 'lmJ1 f)l'j~r1~t~1tJ

Q,I Cl<::::lo rI a.. <V 0'

m1t1~11Jl'jtl'lJeJ.:J'Vl'Ufl~1'Utt~::::'j::::UU (fl''j'Vl~fl' 'Vlq'YI'fi'Vl'U~2546)

'" '" dt '" ,J 'I .., .1 '" 'I "Balanced Scorecard 'H'jeJ-BSC fleJ tmeJ~t1eJ'H'U~t'Uf)l'j1~tt~::::lJ'j::::ttl'Url~ t'UeJ.:Jflf)l'j

Q.I ~ t:'!\ ~ .J d , q Cl QI Q,I tI 0 cflsJ' Cl Q,lCl

U~::::t1~t1J'Utm eJ.:JtIeJ'H'U.:J'YI'lf1tI t'Ufll'J tt U~ .:J1~tI'YIfl''Utt~::::'U1fl~ ~'Y1'fi tU ~fl l'J U Q'U~ (Strategic

1 51 dt '" d I 'I dt "" .?I dt '" 'IImplementation) IOwt'U'Utm eJ.:JtleJ'YI'lf1t1t'Um'j~eJ~l'j fl~~'YI'fi'lJeJ.:JeJ.:Jflf)1'jtt~::::tlJ'UtmeJ.:JtleJ t 'U

f)l'jt~eJtI itl.:J'j::::'H11.:J1fftl'l1fl'11tlUttrl'Uuii'jj~f)l'j'lJtl.:J eJ~f1fl1'j neJ'll1tflflfl11tJttJ'U 'Hi1.:Jt~t11tl'UU~::::
• I "

*!u'Ul'UiY.:J'j,i1flty'l.i1'Hi''UeJ~f1f)l'j~flt~tJ~'U'lJeJ~ BSC (iY'YIn~fl~ 'Vlqfll1il~fJb1 : 2545)
~I ~ d,d. G\ $'~' d "t d ~ V 4!!t

BSC tlJ'UU'U1flfl'YII'jtl l'lf~,m~ 'YIfl'1'jHJ'YI 1990 t~t1t11Jflt'jtl~'U1Jlu1fl'Uflfl~ 2 fl'U fltl
q q

rI ~ Q,I 0' 0' d..l~
Professor Robert Kaplan mu1'jtlulfltl'H11'Y1t11~t1~l'J11'jfl U~::::Dr. David Norton 'YIlJ'jflfJ1

JI

'YI1~~1'Uf)l'j .oflf)l'j ~ ~fftl.:Jri 1'U'Mii f)l'j ftflfJ 10.:Jfll'j U'j ::::tihm~fl l'J~ltU'W.:J l'W'lJtl.:Jtl.:Jf1fll'J 'Vl'U'1l
JI JI

tl~f1fll'J 1'WtlttJ~fllLY1'W 1'HWUtltI 1~911:J11flVI N~ l'Wfll'j t~'WttJ'W'H~fl U~::::~.:Jfftl.:Jri1'W i~I~'W tl..
• JI

U'U1flfltntl1tl'Ufll'JUnaii'Wrlb1tl.:Jf1fll'J 11 tl ~f1fl l'J hjfl1'j 1J::::Viu l'J W1m 'Vl1::::911:J1ifl~1'Wf)l'jt~'W
JI , JI

lJtJtJtl.:Jt~t11ttJ'W'H~fl tt~fl1'j u::::Viul'J W1911:J11fl'1'U illJtltltl~(Perspective) 101~i1
1. t.ltltleJ.:J~l'Uf)l'jt~'W(Financial Perspective)

51 51( ')2. tJtJtJtl.:Jfl1'W~flfl1 Customer Perspective• <u

3. t.ltltleJ.:J~1'Wm::::U1'Uf)1'jflltll'U (Internal process Perspective)

4. t.ltltJtl.:J~l'Wf)l'jt~t1'Ufu~::::fll'Jvr\P.IJ'Ul (Learning and Growth Perspective)

oC::l.d, Clt. QI Cl.c:::la 9J
(tl1Jllu'jT.lJfl''j fllfl1'lf1f)l'j1Jflf)l'j flW::::'U'j'H1'j'fi'jfl1J 'H'U1 1)

• u q

~ dt '" d I 'I 5151 '" 0 .3i
The Balanced Scorecard (BSC) tlJ'Wtfl'jtl~t1tl'YI'lf1t1 t'Hrl'U'j'H1'jf)l'H'Wfltli1'Htl1t1

<u

~'YI'fifl'lff~{ U~::::tt'W1'Y1l~, t1~f)l'jU 'j'j 'l1~qU'j::::~ .:Jf1'lJtl~t1Jl'H1Jltl~~ tlflu'W ~fl~lt1 ~':i1u ~tl'U

mU~t1fl~~'YInfl'ilfl'j'jtl~1~1 tvttlll1tflflrl~fftlq'YIt tl~~~rh'W1Jl BSC ttJ'W~~~t1ii'jj~ tl'Wtl~m)1
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III 'Ill 'j) • '" '1 'j) .?l d .it 1 '" '1 'j) , '1 'j)
~1t'n UJ1~'Unn~~ 1'l1f1H)'UfI~lJ~1J'U'j~'U'U'j~~1.W'UUt1~!'IH)lJ t1~fll'j1~f-lt1~1'U l'U~l'U~H"l 1'l1

9J QI QI rlQI QI d' tI
~tl~f1t1tl~~lJVl'U1ifl'U (1'jfl'fl~ 'VJlJlJl'U'U'Vl:2544)

The Balanced Scorecard (BSC) ;jtlfll)1~U'U'U~lJ~t1 ~f1t1tl'UfI~lJfll'jtl~,j~~l'U'VJfl

'j), rI 0 liI d ~ 4::! Q.I ••• I rlq 0 9J d lJ} t::t Q.I Q.I

~1'U 'Utl~f1m fll)'Vl1~1'Utl~ 1)f)~llJ~lJtllJ1~tJ1J'j~~~f11'iJfll'j'VlH1'iJUt11 fl~tl~lJ~11~ (KPI) ~H
" .

'" "I 1 11I.1' "I "'.1 0' '" 0' • 11I.1'
'U~~!'lftllJ t1~l1JtJ Performance Management fltl1~tJ1J'j~~~f1'l1t1fl'Utl~tl~flm\)~\1fl'U111Jtltltl

Ut1~\)~f1fl1t1~t1~1tlu\Pit1~UI}.j'iJfl ~Vl)l~u\Pit1~Uf-l'Ufl~tl.:l ~fl1) f1\), 'iJfll'jl'1 H 1'U ~!t1~1'Uu\Pit1~Uf-l'Ufl~
'""\)~1tll9i~1~f1tl'j ~~ ~rl' 'iJfl 1'Jl'1H 1'iJ'Utl ~t1flUtl~ ~ ~19i11~ ~191'tl ~~tl~ fI~ tl~n'U 19111~'l1~fl'Utl.:l'U~1T'Vl. '"

o .:9 A (II'.:::t Q.I Q.I ~ 0

fll'j'Vl1~lWHlJm~'j!1'Utl'iJ!~t11fl'U ('UillC\;J'jt11t]$1:2545)
~

l~t1(1'~tl The Balanced Scorecard (BSC) !~'U'j~'U'Ufll'j,r~fllm'U'U*f-lt1ffml'Vl~

.1 d.1 'j) 'j), 'j) III 'j) • 'j) "" 'j)

'UtlH1'iJU'U'U~lJ~t1~1JU'U'U'l1'W.:l1J)~fltl'U~1t11,jlJmN~1'iJI'1N"l 4 ~1'W I~Ufl ~1'iJfll1!~'U ~1'iJ

'j) 'j) , 'j) '" 'j) '" .1
~flf\1 ~ l'iJ m~'U1'iJ fll'jfl1t1 'iJ Ut1~m'iJ fll'j!'j t1'U~ Balanced Scorecard (BSC) lJ~1JU'U'UUt1~

iifll1 ~<i1t1' 11'fll1 Ultl'Vl tl~Y1fl''Vll.:l'Utl~tl~rlm flt1~'Vl11ut1~dhmJltl t1~~fll1tl~,j~!~'iJ 1tll~
v , , , , "

tl~H ~tl 1~ff'Vl~ 11lVlV fl '¥1~ iJ~!~ 'iJ~f1~tl.:l11 tl {1tl ~11 '¥i~1 'Ufll1 {1tl (1'11'¥1~ fl t1t1'Vl11Ut1~1}.jt1~l'iJ d. '"
wwml'U'Vlfl~~~'Ul 'iJtl~rlm fl'U\)~'I111tldflnVl'WJ'iJ 11}.jt1.:l1'iJtl~1~\Pitl!~tl~\Pitlltlfll1'U~'l11)f)t1t1'Vl11. '" .

Q.I ~rI tI JJ <=It.4

Ut1~I}.j"(1'lJq'Vl1i'Utl~tl~flm~1t111iBalanced Scorecard.
'" "" v '1JIThe Balanced Scorecard 'IJ~~I·n.Jg)'UOf.lH l'.i?

.c::I ~ gJ ~
The Balanced Scorecard lJ~~!'jlJ~'iJ\)lfl'4f1f1t1 2 fI'iJ f1tl Professor Robert Kaplan

0' c:r. Q.I .d .::9 31 Q.I 1 ~
m~1'jtl\)lfllJ'l111'Vltl1t1t1 Harvard Ut1~Dr.David Norton 'Vltl)f)'l:l1'V11~~1'Ufll'j\)~fll1 ~tI'Vl~~tl~

fI'U'~~fl1'Jflf1'l:l1~~fll'jtl1~!~'iJI}.jt1fll'j~1~il'U ~1'U'Utl.:ltl~l'lm\PiH"ll 'iJtl!lJ~ fllUt1~Vl'U11tl~rlm

, , I' "" "" , 91 'Q.I ~ QI Y ~ d Q.I ~ d lI1 91 ~, .it
(1'1'U l1f.lJ 'Utl!lJ'jfll'iJtllJ 'lfU~~1'lf1~'V11~~1'Ufll1!~'U!1J'U'l1"fl 'Vl~(1'tl~~~1~!(1''UtlU'U1f1~'U!1tl~

u . ".1'" 0' 1 d 91 -Cl.c::t, Q.I d. QI 91 q

'UtHfll11J1~!lJ'iJf-lt1tl~fIm ~m! 'Vl'W'Vl1}.j'U'j'VI11\)~Vl\)11ill 1!Q Vl1~~1'lf1~'Vl1~~1'Ufll1 !~'U (Financial
'"" " .

Indicators) !~'W'l1~ fl '¥1~ ~tl~! (1''iJtl11 tl ~rl fl) f111\)~Vi \) 1) ill 11911~1~ l'U ff1,jlJlJtl ~ (Perspectives)

'~Ufl1,jlJ lJtl ~~ 1'Ufll1 !~'U (Financial Perspective) 1,jlJlJtl ~~ 1'U~f1fi'1 (Customer

Perspective) l;jlJlJtl~~1'Um~'U1'Ufll1fl1t1l'U (Internal process Perspective) Ut1~1,jlJlJtl~~1'Ufll1

" "d 'jJ QI QI llJ 9J.:::t ~ tI Q.I

11t1'U~Ut1~fll'jVl~'iJ1(Leaming and Growth Perspective) 't1~(1'tl~1~~VllJVlI}.jt1~l'W'Utl~~'U!tl~f1H

d ~~fjJ 013131 ~ jJ

U1fl 1'U11'J(1'U Harvard Business , 'WiJ 1992 'il1fl\)~'U 'iJ1lJ 'iJ~'UlJ1 't111'l1U'W1f1~ 'Vl1~~1'U•
Balanced Scorecard I1:l'U~iltllJU"~ 1~fi'U tl~HUVl ~'l1" 1tll 'Utl.:lrl m \Pi1~"l ~ 11 t1fl \)'U111~11

III 'j) , '" ~ ~, a "I " ",.,;", ,0'Harvard Business l~tlf1t1tl~ mlJ'U'l1'U~ 'Utfl1tl~lJtl'Vll~~ l'Ufll'j 'il~fll1't1lJl}.jt1m~'Vl'U~tltl~flm

~1fi\)mfl~~~lfI~tl~l1tl'l1d.:ll'U1tl'U 75U



14

ltiV.:l 111flU'U1fl~ Balanced Scorecard l~'UU'lnfl~~dlJl~ 'U~r~flUfl~ i"*n'U VV1.:J
'"v ,

u'Vd'l1f11fJ~.:lU~~'U 'Vlft1n fJl1 1990 l11hi'ml' fl fll'Hlfl~U 'U1~~'U V.:J Balanced Scorecard lJfll'J
I jI , 'j/

11\PlJ'U1fll'Jllfl~fll'Jvr\PlJ'U1illtJVN~mUtJ.:J 'fl'f.:lUml1 Kaplan Hfl~ Norton fl~il1'U Harvard

Business l 1J'Ufll nl1lf1''U ml 'U1fl~ ~ 'lf1t1i 'Ufll d lid :~aiJ'Uv.1CI tJ.:Jrlm u fl~ 111l f1''UV,r tIlJ fl'l1~ tJ'J1fJ.:J1'U
'", • v

i M~U~'l11'J 1~fJmfftll,jlJlJV.:JfltnJ1flfl11lVifJ.:lU~~1111V.:J'VlH~1'U flld l~'U l1'Ufld~'¥t.:Ji'UU 1996 '¥t.:J

11)31' '" d "'.<!l J ') I 31 '131
f1'tJ.:J1~'J111flW·lW'U'l1'U.:Jf1'tJBalanced Scorecard 'U'W1J1l~W11~L'U'Ufll'J l'lf Balanced Scorecard•
~ J. ~GJ ds cI oq9J~ 9J ~ ~~ Q.I~~ ~Q.I

lU'Ul'fld V.:J11V l'U fl1 'j f1'Vf1'ld flfl ~'Vl'li Hfl ~ 'Vll1 mfl~ 'fl1 111f1'V~ 'fl fl V.:JLU'U 'l1'U'H~ fJ1fl'U 'Vl1'Vl.:JU'j fJ 'Vl
v ••

Ul1~,j''U'l1'l1.:JffmrilJil i~flfl1m1J'U'l1'l1.:JiYV'VlH~ 'jnl1l1'U1fJ~l1 ~~ 1'U Amazon.com Hfl~iiflldullfl

!"I' , II) Qd.,f do"" 'lJ 1I).1'I'lJ
lu'UfIlfJ1\9lN"l 18 fIlfJ1 Vtl1.:J1'jfl~l'UtJ.:J111fl11flld'U1U'U1'fl~m'U Balanced Scorecard 1U!'If

v v
V~1.:JU'W1'l1f11fJ'¥t.:l1'UtJ.:Jrlfld~ 'j n l1Ufl~ 'YItl1t1~ 1'U'UtJ.:Jof~ l111M'YIrrflfll d'UtJ.:JH'U1fl~lHjflwVr\PlJ'U 1

• v •
~ V! UV.:J11'Ui 'UU 2000 'lJ'fl'fl fl '¥t.:Jf1'V.:Ji ~ 11lJ fl'U L~ tI'U 'YI'l1~iYv fl flLri 11.JfVThe Strategy-Focused

. ') 0' II) III) 'lJ ?I d 'I .1 '" 0'
Orgamzation 1~t.l'U1lf1''UV11 Balanced Scorecard 111!~lu'UL'WtJ.:J'j~UU !'Ufll'Ju'j~!1J'UHfltJ~'flm

III) 'lJ !"I "j .<!l 1 0 0'11) "" "''''' .,f.<!l i "" d, 0 1 'lJ
U\9l1~flf11mu'ULmV.:J11V 'Ufll'jflld'W1flfl~'Vl'li 11l1l{]U\9lUfl~l'fldtJ.:J11V 'Ufll'jU'J'l1ld'Vl'lf1tJ'Vl1 'l1

0' I 'j) 'j) 0 Q.I Q.I rI ~ I f fj) t

V.:J'fl fld ~ ~ l'U 'UUfl ~ 1'Y1'fl 1111f1'1'fl ty flU fl fl ~ 'Vl'li111fl 'U'W U'I ~ '11 ~ ~ tJ11111~ fl '111 i ~ 11 Balanced

II) 'J} '" 1I).ld ~ '" 0' .,,: '" i'lJ !"I
Scorecard 1~'W\PlJ'U11uVfl'U'U 11'UU11~U'U 'YIf11tJ "1 V~'flfld l 'J11l1'JU 'If Balanced Scorecard lu'U

i "" '" 0''J~UU 'Ufll'jfll'jU'j'l1ldUfl~ l1~fll'jV~f1m

"v 0 Q.I IV ct.v C\

'\18111fWl'\I 8.:JVll'lf 1 VI't1N fll'i !.:JU

"" J.,f 1 d 'lJ "" 0 .1 ""
The Balanced Scorecard !fl~'U'Ul'UV~1l1fl 'UV~\9lL1fl1~U'j'YI1'j'Vl1fll'Ju'j~l1J'UHfl

V.:Jl'i'fld~fl i 'If!f1~ V,:djtJ'VlH~l'U ,j'f,lJ;Ufl~fll 'JL~'U!~'Wml' fl l 'If'U fl\9l'j 1ff1'U 'Vl1~fll'J l~'U 'J1tJ'~
"

91''IJ'I'J'Un1 h !1J'U91''U U~fl1 fJi91'fll'J U,j.:J'lJ'Ui 'U~f1Ul1~U'U ~U~'YI1d l~11'WU11fll'J~ V.:JrlflH ~
• v v

1I'J~f1'U'fl11mi1! ~ llUfl ~VV'J tJ~fIlfJ i91'fIl1fll'J Wu,j.:J'lJ'Ul1'J 'UU'j.:J'l1'U flU mfftJ~1;1~'VlH~ 1'U
'" .v jI jI f jI

fll'J l~wVitJ.:l V ~ Hl~tJ1'l1 'Uhi! VitJ~'Wv '¥t.:J.wlUV.:J 111fl~ 1;1~ 'Vl1.:J~ 1'UflU l~'U lJ,rv~ 1fl~'l1 fl1fJ

lI'J~fll'j '~uri

1. fll'J ':Wf1'l1J1dttlld~LiJ'U 1'UE.:J~~U~V.:Jhj'~ ltiV.:J 111flUll ~fJ1;Y1fif,lJ~ritJ1M!n~
"

fI 1 111'~lll~ tJU'VlH fll'j U,j ~'lJ'U ff1'Y1ofU V.:Jrl fld ~ H "1 i'U Ul1 ~,j''U ~ fll1~!1J'U 'Vlof'WfJ1fld 'l1~ tJd, f Q.I iJ lI) 91 e:lio , 'j)

f111lJf1'111Utt'Vl 11f1'l1J1'jttl1U\9lV.:J1~ (Intangible Resources and capabilities) m'Vl!'If'Ufl1111~

.,fd 0' 0' .;j 1 :P .;j i
(Knowledge) 'lfV!f1'fJ~Ufl~fl1'W't'lll'U 'UV~ tl.:Jflfld f11111't'l.:l'WV ll'UV.:J~flm fI 1111't'l.:J'WV 11'UV.:J

",. t:1 31 ,£ 31 .<!l 31 t 'J} ') ') d '" .,6
't'l'IJm1'U \9l'J1/tJ11V'll V.:Jf1''U'fl1'l1'JVU1Jfld~'Vl.:Jfl1111f1'l1J1'Jtt'Vll.:J~1'Ul'Vlfl ! 'IJ ! fltJUfl~'U 1\9lfld 'j11 9f.:J

• v v
Ull~fJVi ':Wf1'11J11tt~U91'tJ.:J'~mri1.whjf1'l1J1'J tt i ,,*~1;}1~'VlH~1'U fll'jL~'U 'YI~v,j'f,lJ;1J1l1'J~dJ'U'~

"
1~fJ~1 'lI!'Jl~fl 1"*ff1'U~1.:J'UV.:l\lflfi1'Vl1.:Jfll'J ,j'ty;}i 'U.:JUfll1 l~'UflU\lflfi1\9l f11~'UV~V.:Jl'i'fld 1'Ufll'J
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." .
flnlJ lvll ~ ~ vil ~lJ¢I fl.:j'11-i'1#l1l1 ci liT 'W ll~ '11-ifl'llJ II()lJ flfl '1#IflrJl.:ji~1 ~'W~.:jlJ Cl~ lilll ii~i.:j Vil i M'••
flCllm~'Wll~ ~mhfitu~ flflll fl'f N~~fll1lJ mlJ II()'VlNflllll 'Ii.:j'l1'Wi 'Wl~V~t111'lJfl.:jfl.:jflm

u ~

i'W1l~~1J'W ~i1m~ 'W~fl'lJfl.:jfll1lJi (Knowledge Era) fl'W'1~'1#11~'W1Vitl.:jff'W'Vli''Vl6~

Lhfity'lJfl.:j fl.:jfl fll flfl~fl '1tlll~ '1¢Ifl mtllllllJ'W lJ'W (Capital) ~ 'Ihm fl'ilJ fl'f N i,r fl.:jfl m tll~ fl'lJ

fl11lJ -&ll~~ m)N '1l~~lfl~fl.:jlJ fl'VlNflll1Jtu;llCl~'Vl Nfllll~'W~i ~n'WflrJi 'Wll~ ~1J'W'1l-ifl'llJll()1~
u •• q

..c!I Q.I j) a' q o::!I $I c:.., ~ Q.I d''1 f)J 'j) I 'j), '1.1l1l fl ~ lJ\Pifl.:j1Jfl Cllm 'lJfl.:jfl.:jfl m t 'W511'W~'lJfl.:jlJ 'Wl1l fl UlJ m ~'Vl.:jft'W'Vll 'VlV ~ m 'Vll'W~fll'W u mlJ

Uf)1Jty;t-hlJ fl.:j1Jfl m m'lJfl.:jfl.:j flm I~'W fl~ '1l 'Vi1 'Wfll ~ ~~ l'ilflU f)1Jty;t1Jl.:j 'Vi1'W\Pifl'W11 fl'Wl~'Wl.w tl.:j

, fJ} d t:S C\ '1 <j) , ~ d '1 'j) I Q.J d,f,.c:=:,,4d. .d
llfl \Pi'W'Vl'W'VllJ'lJ11\Pi'W \Pil'Vll'W'Wlfl.:j ~ ~1l1 'W ~11 i 'Wll ~ ~lJ'Wlll'lJ l\Pil ~lJlJl1l fll1i flll 'Vlll1lJl~ ftlJllCl~

q q

l~fli1fl '1#11'Wflll1~lJCl~ l'lJfl.:jfl'W••
QJ ,J' Q.J Y ~ "l r;J ~ d"d ~ ~ G) d «!t c!i ~ .d

2. \Pi1'1fl~'Vll.:j\Pil'Wfllll.:j'WlJflfl t l1 'VllllJ().:jIl1\PifllHU 'Vllf1~'lJ'W~'Wfl~\Pi l1l fllJ flfl().:j ft.:j'Vl
q

"".1 31 •'1 ''131 '1 313J<S ~ 'I d "".1 •.. "'1
m\Pi'lJ'WlJlUClJ (Lagging Indicators) U\Pi lJ ~lJflfl ~l1~().:jutyl1111Cl~ ~flfllft'Vl~~lf1~'lJ'WfllJfl.:jflm t'W

Z : ~ j} dG) YG} IV;f Q.I rp ~ d Q.I o=!I fj/ ~ '1 'J/ • Jt
fl'Wlfl\Pi 'Vl.:j'WI'Wfl.:j ~ 1 fl 'lJfllJ Cl'Vlt'lf t 'W\Pi1'1f1~'Vl 1.:1~ 1'Ufll ll.:j 'UItl'U \Pi1lC1'lJl1l fl'lJfllJ Cl'Vl \PilJl\Pi flllJ fl••••

" "I '1 'j)~ Q.J I 91 ~ 1 '1' 1 d Q.J , d
1l1~ fllHU l1l m ~ V~l1m ~ ft'U L!~ Cl.:j fl\Pill fl'1'W 'VlH~ 1'Wfl U l.:j'U\Pi1.:1"1 lJ11 ~~l tl'W fl\Plllfl'1'W'Vl

"UfI'~.:j ftfll'Vlflrifl.:j'lJ fl.:j fl.:jflm fl11lJ ftllJll ()1'UfllHl1tll '1l l1~flfl11lJ fl'llJ U ()i'WflU'l1U ~l1i1

31 "" "I " 31 I ..,j ~ •.. "'i I "I "I '::'1 31 d 31 "" 3Jd ='tf.llJ ll1 Ul1l flfl.:jfl m ~~l \PiflllJfl u~lJtu'lf 'W11\PlCl~l~ fl'W l1l fll fllJ u UCl~'lJfllJ Cl'Vlf-.llJll11l m ~~llJ'Ucu cv' tJ qJ cu cu

~ i "I d 31 "I '::'1d 31 ok '1 I i 313J<S d d" 31 "" i
'lJfllJCl 'Wl~fl'W'VlllClll1lflu'VlUCl1 C)f.:jfll~'il~ lJftllJU()lJflfl l1l().:jfl'.:j'Vlfl.:jflflH~\Pifl.:jlf.l'lftu 'W

•••• u

"fl'Wlfl\Pi '1#1ij~ltl~ VlJ '1~11flll i ~ll~19l1~H~'Vl N¢I 1'Wfllll1'Wl ~ fJ.:jflrJN1~tl1 ltl~ VlJl'fflJ fl'U flll<UlJl()•• . . "
1~WlJfl.:jm~~fll1 ~.:jl~V.:jflrJl.:jl~tll fl'W<UlJ~~f 11tll~.:j ~~ '1tl '1l1'W~mlJm~l'U fl'm'U ilU'WlJlU~1l1 ~fl••
lll.ulJl()'If'U ~.:j'~ ~~il~tl.:jll~11.ulJl()'If'W u~'1l-ii 11<UlJl ()'If'U fl~ II~mrlfl.ulJ~l'U '1tlll~ 1 i'U'lJtl.!~~

Q.J JQI d"l IG) • QI ,: QI tp ~ GI tpfJ}d c:r 4!t ~ d 0' V ClI"

\Pi1'1f1~'Vl ~lJ ~'If\Pl1'1f1~~1'Ufllll.:j'W ~~lJflfl ~l1 ~().:j ~flfll ftl1lflUtyl11'Vl fl.:jflm ~~\Pifl.:jIWlfty l'U fl'U lfl\Pi

I JI " "' •.• .1•.. d 31 d , '1 i 31 "" 31 .1 31 ""
1'll''U tllfl.:jflmlJ\Pl1'1f1~'Vlllft~.:j' 11111'W1U fllJl ~tl~I1Cll ~'Uflll l1lJ l flU Clflfll'U l'U'lJ'Wf.llJll1U••••

d 11]31'''' 31 31 , '131 oil] ,
fl'llJll()'Vl ~~'VllllJ 1~ 11fl11lJ'Vl ~'Vlfli ~'lJ fl.:jClflfll 'il~Cl~'U fltl Cl.:jft.:j f.lCl~l1 Vfl~'lJ ltl\PiflCl.:jUCl~'U 1 ~tl fI'••••

o 1 Q.I ~ d "I rp' QJ ~ OJ 'j) ~ ~ Q.J ~ Q.I d Gf 9J d d

flU Cl~Cl.:j'lJfl.:jf1l l \Pi.:j'U'W~~ m'U t~ 11\Pi1'1f1~'Vll~~ 1'Wfl U 1.:j'WllJ'U \Pi1'll'1\Pi'VlUfI'~.:j 111ll1'W fl~\Pi

q .d Q.I ,1Q.1 ~ ~ a d Q.J ~Q.J d i Y d d,.
(Lagging Indicators) ~'U'lJtl.!~'Vl\Pi1'1f1~~1'WfllllJll1Ufl'U"11tl'W\Pi1'1f1~'Vlllfl'~.:j l11l1'U().:j tflfllfl'

l1~fllltyl11i'Wfl'Ulfl\Pi (Leading Indicators)

The Balanced Scorecard ''U!l'U~lfl~el~''Ufll~tl~~lihlf'Hla~rim

"II~~U'U flll tll~ tiJ'U fl.:jfl m '1~ fl'lllll ()i~U~~ 1;1~'VlNf1ll11'U l#ll.wtl~ fldl.:jl~tl1

. 9J ~ $I ~ J. 9J di d J'dt ~ 'j) ~.d
~lJll11l\Pifl.:j'Vl~ll tl.!llJlJlJfl.:j fl'U"1 tll~ fl fllJ~ 1fJ C)f.:jtll ~l~ 'U'Wfl fl ~~ll lJ\Pi'Ul1l fl'VllJ l'lJfl.:j Balanced

d •.. .x ..,j i3J?1 ..,j "I '1 .1 "" "okScorecard 'VlKaplan UCl~ Norton 'VlWl'Wl'lJ'UlJll'Vlfl 'lflu'Wlmfl.:jlJfl ~'WflllUl~llJ'Wf.lClfl.:jflm C)f.:j
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.:II .% c:l lit 31' .1 31
tutJ'VltJ,!ltJU'Jf1"l 'UtI\I Balanced Scorecard ll~t'\1U t~11Uj~ntlU~1tJ1;j:JJ:JJtI\I (Perspectives) 4

1;j:JJ:JJtI\I'~Ufl

1. 1;j:JJ:JJtI\I~lUf1ljl~U(Financial Perspective}

2. 1;j:JJ:JJtI\I~lU~n~l(Customer Perspective)

3.1;j:JJ:JJtI\I~lum~U1uf1ljmtJlu (Internal process Perspective)

31 .cl j) Q.J

4.1;j:JJ:JJtI\I~lUnUl'JtJuiUCl~f1lj'Vl\9lJUl (Learning and Growth Perspective)

1~tJmtJl~u~Cl~:JJ:JJ:JJtI\ltJj~ntlu~1tJ'lftl\l 4 'lftl\l '~lln•
Q.J ••• I fI do QI I '1 QJ 0'1 dJ'

4.1. 1~Quj~ff\lfl (Objective) 'YIfflflty'UtI\lll~Cl~1;j:JJ:JJtI\It~tJ1~QtJj~ff\lfl U'YItJ

~ ~ d cI 31 d .e:t lrl",ll g./c:9 .c:=::l, f

li:JJ1tJtl\!ff\l'YItl\lflm~tI\lf1lj'YIll~UjjCllijtltlVlnll~ tu litl\! tIl'YI l'l1U• . . "
4.1.l1~tltJj~ff\lfi'vhhf1UJmvl~:JJ:JJ:JJtI\I~lUf1ljl~U '~lln f1ljlVl:JJ~U'UtJ\I· u.

'ntJ'~ f1lHl~Cl\l'UtI\I~U'YJu li1tJ f1ljl~:JJ~U'UtI\ljltJi~~1tJl~nU~U"l t~tJ~U

4.1.2 1~tltJj~ff \lfi'~j;hf1UJfllfJl~:JJ:JJ:JJtI\I~lum~u1tJf1ljfllfJltJ '~un f1l'J· u.
o ~ d d;j ~ deS ~ d d ~ Jt -=1 Cl

~lltJ U\llU'YIj 1~1'J1'UU m ~U 1tJf1lj NCl~'YI:JJflWm'Vlf1lj Ujf1lj 'YIj1m n li'J tI'l1tJtfftJ\I'UtI\lnllf11j•.
dd

'YI~

01.1 ",d 0 01 1'J/ 'J/ 1 lit 'J/ I
4.1.3 1~tlu'J~ff\lfl'YIfflflUJfllV ~:JJ:JJ:JJtI\I~lum~U1Uf11jflltJ U t~unf1lj· u.

o ~ d r::: & Cl dd ,d r::I .a
~1ItJtJ\lltJ'YI'J1~1'j1'UtJm~U1tJ nu NCl~'YI:JJflWm'Vlm ~U1tJ f1lj ff \I'YIn~ t'j1~'j\jnm li HI•
m~U1Uf1ljU1liu~ijtJj~a'YI~fll'VlI~U~U

Q,I •••I d't:! 0 QI l'j) 31 ~ 9J QI 11)" I
4.1.4 1~tluj~ff \I'fl'YIffl'flUJfllU ~:JJ:JJ:JJtI\I~lUf1ljljfJUjUCl~f11j'Vl\9lJtJlt~un

quit <u

f1l'j t~:JJl1mj~'UtJ\I'VlUf1\IltJf1l'ji'nlJl'VlUf1\I1U ~ijflWm'Vl1\9lJU 1I'J'J:JJtI\lfi'm~liJ~ i tlf1lffl,r•
'VlUf1\IltJ'~Uff~\lfl11:JJffl:JJ1jtl f1uij'J~UUl'YIfll U iCl~ffl'J fftJl'YIff~~ l~tJ~tJ

Q.I ~Q.I <=!I .J y 'QI ~QI

4.2 ~1'l11~ (Measure lijtl Key performance lndicators) 9f\l'~lln~1'l11~'UtI\I

01 "'1' jJ ~ Q.I JQI ,;f ~ dt ~ 1 I '"

1~QtJ'J~ff \lfl tJU~Cl~~ltJ 9f\l~1'l11~t'\1mU ll~l1JtJtfl'JtI\I:JJtI tJf11'JUtln11tl\lflmu'j'j'J

1~tltJ'J~ff \lfi'l tJU~Cl~~ltJ'\11t1'1J ~1t1~l\lt'lftJ..
13101.1 "'1 ~ .f 111 'J/ 'J/ ""

4.2.1 flltJ ~1~tlu'J~ff\lfl tJf11jt'Vl:JJ'UtJ'UtI\I'JltJt~'UtI\I:JJ:JJ:JJtI\I~ltJf11'jl\ltJ••
" • , f JI I

~1'i11~ViiJtJ:JJ1oM'tltJ'~un 'JltJ '~VilVl:JJ~U1VitJUtlutJYi~ltJ:JJ11~tJ~tJ

VQI "QI <J)' y" QI ~QJ

4.2.2 mtJl~1~QtJ'J~ff\lflltJf11)'jml1~n'flltf11'UtI\l1;j:JJ:JJtI\I~lU~n'fll ~1'l11~

..;"" l"'cv lilY '0 31 ~ ~ 0 9J d \I) ~ <J)
VltJtJ:JJ'l1ntJ t~Uf1 'OlU1UCln'fllVl\lli:JJ~ li'JtJ 'OltJ1UCln'fllVlliltJ ttJ(Defection Rate) t1JtJ~U~ ~

13101 n I "'1 "" "" 'J/ dd . 'J/
4.2.3 mtJ ~1~Qu'J~ff\lfl Uf11'JNMlfftJ'fll'YI:JJ'flWfll'Vl'UtI\l1;j:JJ:JJtI\lmtJ

m~u1uf1lHl1tJl U ~1~1~~iJtJ:JJloM'tlUi~un ~ltJ1tJ'UtI\lliYtJ~lfl~~U'Olnf11mi1~ li1t1 !t1fJCl~

,qgJ.d. ?I"
'UtI.:jfftJ'fllVlmtJf11'jm1'OflWfll'VlluU~U•
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GJ jJQ.I ..• 1 " Q.I QI Q.J gJ
4.2.3 m(J ~\911\91Qu'i:;:ff-:Jflfll'i'V'l~'Wl'Vlflfj:;:'V'l'Wfl-:J1'W'lIeN1JllllU-:J\911'Ufll'i

" , .
i1(J'U!U~:;:fll'i~~'U11'l1;1\91'¥i{J(Jlll~rl'W lAWl ~1'U1'U~11:INl'Ufll'iU'IJ'ill~Ufl'W~UTI 'I11U 'i:;:~'IJ•. . , "

Q.I d q .c:Q ~I 'jJ

fl1111ff11l1'ifl'llU.:J'V'l'Wml'U'Vll'V'l1l'll'U(Competencies Level) lu'U\91'W
. "

4.3 l{11'111l1(J(Target) l~l!n 1'l1m'll'¥iU-:Jrlm~U.:Jfll'i~:;:'IJn'1'l1U.:J1'l1;1\91U~~:;:

U'i:;:fll'i1'l1U~N l'l5'W
. "

4.3.1 l{11'111l1(J1'l1U-:Jfll'il~1l~'U'lIU-:J'il(Jl~l'yhrl'IJ!eJ(J~:;: 20 ~uTI

4.3.2 l{11'11111(J'lIU.:J~1'U1'W~fll'1'lln1~'\11(J1I:;:~U.:Jililfl'U !mJ~:;: 5 ~UtJ

_3.i 0 dd~~ ~", i''''4.3.3 lU1'11111(J'lIU-:J1I1'U1'W'lIU-:J!ff(J'Vl!fl\91'l1'U~lflm :;:'IJ1'Wfll'i f-.l~\91\91U-:J lllfl'W

Initiatives

'Wum'\1'UU~lfl'l5U.:J 4 'l5U-:J\91111'l1~flfln'llU.:JBalanced Scorecard n1l1t'U'Y1H

_I"''''''' "' •.• .;,J "" di IlJY I !II di .!I Y "I ~ •••
UQ'IJ\91~Hllfl~:;:n''lll'll'UUfl'l1U-:J'I1'U-:J~\91Ufl'lIU\l~~l'W (Baseline Date) ClJ'-:Jnff\91-:JfI.:J'lIU\l~~'UUlI~'IJ'W

'111U~u\l ~tJ~ 1'W'lIU-:J1'l1;1\91lt~ ~:;:1'l1 ~.:JflU 'I11~ U~ i:l t 'UUlI ~'l1'W~:;:l~ 'U1'l1'l51tJt 'Ufl U nl'11'U\91

.'l IV.1 •.• ' •.• , !II'" IV ,J 'I ~ •.••.• '" Y "I '" , ~
lu1'111l1 (J'lIU.:J\911'l11\91 U\91~:;:\911 'I111fl1111 'l1\91lll'Ull1fl'll 'W ~'WU~ ~ 'IJ'WtJ-:Jfl.:Jllfl1111l '\.I1 ~~f-.l\91U~l 'IJ'U

o , Q.J 0 t iI.c::i 3J Q.I Q.I ~ W ~ v 3J.:k Cl p
U'i:;:~111 t 'Ufln '\1\91'Vl1Bse 'W'U~:;:\91U.:Jll'\.lU\l~lJ~ ~'IJ'Wm 'IJVJfl\911'l11\91f1.:J~:;:t'l1i\91ClJ'.:J'\l'i.:J'llnl1

, ~ v v
hit'l5lM l'wu.:J~lflI'l1;1\91'IJ N~ 1 U.:Jrlm Ul~ ~~ ililfltJijll1nu'Uvi1 t 'I1~liij,rU\l~~'W !1'U'\.IU.:J~1;1\91

'JI v 'jJ ,

U'W'l ~.:JU'Wt 'U'Vll-:Jtl~'l1~~'i -:J'llt1l1 ~11'l1;1\91 t\91'¥i'liij~u \l~ t 'WlJlI~'l1'UU~~i,jl~'W hmh i UV\91

'" •.• !II ~ •.• IV 'I y'; 0 1lJ.1I Y Y Y ';!II
\91\91fl'IJ'\.IU~~u~~'IJ'Wll1fl'Wfl'\.IUml'ill'Vl11uflu'Un~1~\91'Y11tJ'\.IU\l~~:;:l'illl'\.l1111m.:J

" . ,
fl1111ffll~'U £'\.IU.:J1\91f1U'i:;:ff-:JrlI'l1;1\91 ~Ull~lJ~ ~'l1'U l{11'11ll1tJn~:;:i1.:J'¥i~:;:vil

q •• q
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Iii, 1

~11HVi 2.1 ml1J~1J'w\.j'fi'IJtl;j1~tlU'j~ff;jflI9i1:U1~ ,rtlmrUlllloU'U lil1111J1tlUCl~i1.:)Vill::'l'h••••

"'.1 '"1~QlJ':i~ff'lf1 (Objective)
QJ d' Q/ .,;!(

~1'lf1~(Measure '\1':ieJKey dhm,mJ
performance Indicators) (Baseline Data)

':iltJM~l~)J~wViIJ'Uri'IJ1'J~~lU 5%

A ~
ff1Jl'1ff1~f1f11

~~Vil':i~'IJ'IJ

(Initiatives)

10%

7%

5%

(Target)

10%

)J1

~lU1U~f1ri'l~mtJ'hl(Defect 7%

Rate)

~ ~
~1J1JeJ'l~lU~f1f11 f11':i
., ~ I

':if1EJ1~f1f111f11

2.l1J1JeJ'l~lU m~'IJ1u f11':i ei~':il'\JeJ'llfftJ1l1f1f11':iHft~

illfl1u f11':iHft~~ijfltlH1m (Waste Rate).
(Quality production

process)

']I '" ~
~)J1JeJ'l~nu f11':il'.iflU~11i:1~

(Increase Employee skill)

JOiU i~flm)J

flUf1'llU

eJ d1'l

d t Q.I Q,I d' 'Q,I' tI QI ~Q.I V _~
1I~!'Vi'U11f1111Jff1JVl'U1i'j~'\11H1~Q'lh~ff':)fI ~1'll'1~ 'lJfl\jCljl'U l1J1111JltJ UCl~

" I

Initiatives ir 'UlrJ'U, Ufl~1;j1i'jilJ'll'l&l1J1tlllCl~ffUJ1'j tlVi1Ji''lJi~n'lJtll119ll1'U 'U:U1~1J'j::~ l1'U'~

fl~1.:)41tl~ltJ

, I

1 '" "'.ct 1 q 0 <IlLl' _I~ •••••The Balanced Scorecard 'U!l'U~lfl·;H)':)1Jfl't1'ltlf.l t'Wl1'i'UlmlQ't11i m«fl1'i'U{)'Ug)
, .

1iI~.ct ,,'" iii ~ •.• '" "" iThe Balanced Scorecard l~lJtllnJ1fltll;j~tll'Ufl;j 1I'U1~VlnJ'Ul111mmtlUftl 'Utll'J

1J'j::dJ'UI~.jCll~tJ,:)tl~1':)1~tJ11rJ'Ulf1~tl.:)ijtl~'1htl' 'Utll'J'\.J ltlCl~Yl,r, 1J~tll'j1JfioU&1 ~.:)i'U1J'il~oU'Ul'l'lJ11

~~vfl'U~~hflty'Ufl;j~'lJ~'\1 nri1'U i'\1qJhJ'~ fl~~ tllnH UH'U '\1~tltln ~~l11tlCl~Yl,r U~tl~~

fl111J ffl1J1 'j tl i'U tll'J'\.11tl Cl~Yl,r~'~fi111'U~~'U , 1J~tl1'.i 1JfioU~tl~l':) ii 1J'j~ i1Yl i'm'VmCl~'l.h ~ i1Yl iHCl
.d <1.1 0 d ~ 'jJ 'jJ ~ <Ida

tll 'j Ylfl.:)fltl 'j 11~u 'j ~ ff'lJfl111J ffl1 'j 1I'U'U11~ 1'1fl;j U1 ~ tl fl'lJ ~1 tlYl.:Jtl Cl~Yl1iYl~UCl~.. "
fl11lJffllJl1tl i'Utll1tJ ltlCl~Yl,rVi~1~tl.:)mjHl~tl1 ~tl1J hlffllJl'JtlI9ll1'U'U.:J l'U '~l'IllJtlCl~'Vl,rViI9i.:J1~
i 'U'UW~l~ tl1n'U {)liifl11lJ ffl1Jl 'j tli'Utll1 1JfiU&l11~'IJl~tlCl ~Yl,r~~ VtllJl1 1i,rtl.:Jfltl1'Ul~iiR'Yll':)~

t 'jI It"

i'~111'U UCl~~':)6'1tl.:)flm'U 1~11':)tlCl~Yl,rVi~UCl~f1111Jffl1Jn tl i'U tll 1ufiu&lVi~fl;jflm,:r'U ~tl1J1I~

•• I : ~ 191 Q.I ~ 0 Q.I d 0 lil 9J " •.• 1 0 Q ~ "
u1 ~ff'lJfl111JCl1!'ViCl11'1':)UI'I~'U ~.:J'U'UU'U1Yll.:Jfflf1tuYlll ~Yll1 '\1fl.:)fIm u 1 ~ ff'lJfl111J ffl1 11111.:)1'1fl.:)

"". "
111::tlfl'lJ~1tll1.:Jtll1iitlCl~Yl,rVi~ UCl~f1111JffllJ11 tli'Utl1'.itJ ltlCl~Yl,rir'U' 1I~tl1'.i1lfiU&l
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~ " ,
<v ''''' "" d<v

i:'llJll1m\91-:JHIPH1lJ 'U1\Ol'VIfl''VIN'VI'l1'~H'il'W

h;ft1lJ1HI~1IiJ'Wn\.J tI 0 d1~ftlJfl11lJ ff111 'il

1 ~ o'd ~ 1 v\Ol\911lJfli:'ll'J'VI1i'VI\91-:J1•

mh~ 11~~vnr;h1JttJl11~fl-:Jri'm i 'Utl1 ~1'VIfl'1'VIl'Jff1'W'1Vittil~~t:lJ ilii 'lfm1'U1~Vi~fl iliiiu u u

" ..
fl i:'l~ 'VI-flII ~ I~ 'Wfl11 'U1~ fl11lJ ff llJ 11 t1 '1'Wfl11 U 1 fl i:'l~ 'VI-flu'W1 tI ~ fl11 tI a,r~ VIIn ~ ~ i:'lVlllVl 'il~ -:J

~'U~Vi n 'Ufl-:J1 mlb11'W iVitY hi11 'il~ I~'W fl1f1 i'~Vi~ fllflfl'l1''W ~ 1-:Jiifl1UJ'lfl'W 1ty i 'Wlfl~fl'lijfllti:'l~

m~'U1'Wfln'l 'WflnnlYi'WlOlfli:'l l'J'VI-flll'VI'U~-:Ji'Whj11'il~I~'W flnllm1~"r SWOT flnllm1~M•
~lPIftlYim1lJ ~1l.u~;r'W ~flf{l f111nlYi'WlOllfftJ'Vlfl'U Vi'W1in'illli:'l~fli:'l~'VI-fl'l'U'J~~'U~H'1 u~1JtyVi1~

~mrlfl1~iifl 11 n1 Vi'WIOlVi fl''VIN'U fl-:Jfl-:Jri'fl111i:'l~fli:'l~'VI-flflflfllJ 111tl'1fl~'U 1:J ft1lJ 11t1U 1fl i:'lfJ'VI-flJ'WitI
. 1" I jI

tla,r~'lMlnlOl~i:'l1Pl1lJVI~-:J i ~1#l ~tlff11f1n1l'ltyVl'l11 iMfli:'l~'VI-fl1:Jff1lJ1'Jt1U 11 t1~fl11t1a,r~1~'I1'W

·tI'J~flfllJ1t1~1l'J

"" <v •••• 0' 0'd 0.1 ~ I itl """ Q

1. 1ftl'.J'Vlfl''Wlli:'l~fli:'ll'J'VI1i'VIf11Vi'W~'U'W'U1\Olf11Hl flff1111i:'l~ml'J'VI fl~ tN~lJ'jVi1'J• Q

"" I •••• ~ d"'l" lIJ''''l'lQ<V""o' o'i''''1'
'j~~'U1Pl1-:J'1 lli:'l~'W'Wfl~1'UutyVi1flflflm'4f1mm tlJl'U1 'il t'W1ffl'.J'Vlfl''UUi:'l~fli:'lQ'Vl1i lJl'U11'il11

, ".
lPI'Utfl'l'il~~fl~vhfl~ 1 'j1-Wfl'lf1l'JhflJ'j 'jqlffl'J-nfl'u'I1 'WtlfllJl'J1flVl'il~'I11 'lMfI'Wtla,r~1PI1lJflC1fJ'Vl,ji#l

iJ'j/ .Q Q.I' Q 'JJ G) ,C\ QJ QJ tI fI .p
2 mJ~lJ'jVi 1'j'j~\Ol'U1Pl1'l'111i:'l~'4f1mm 'il~lJfl111J1'U1 t 'il1Plfl1ftl'.J'Vlfl''WUC1~fli:'lfJ'Vl1illlPltll

'JJ f ,,,

~lJ~ Yi1'j II i:'l~'4f1 i:'l1m Il1 ri I'll 'WfJ'l'U11Ol11'j 'I ~ 'Ii 'ilVI'il~ tI a,r~ ~1l1Jfl i:'lQ'Vl-fl tlfllJ tllflVl 'il~'I11i MflC1fJ'Vl-fl'l1'W

tnlOl1~

tI d 91.cd 0 <V da iJ ~ Q.I tI Q.I lI) " ltJ VG) 1G)
3. 'j~t~'W~IOl'Y1ll'J 'Vlff1f1tyflflfl~'U'jYi11'j~IOl'U~'l'Ufl'lfl'lflm1Jfl tlJflfll'J t~ tft t'illli:'l~

'1Mfll1lJ n1l'ltyti'Ufli:'lQ'Vl-fl1J1fl'l1 fl ~~'I11 i Mfli:'lfJ'Vl1i1lii~iim'j U 11 t1~m'jtl a,r~ fltl1~llVl 'il~ ~

~ IV IV 0 4:9 Q.I 'jJ ~ iI 91 ,,0'1 a
U'il'illJ'Wm'J 'il1Ol'Vl1BSC 'il'llJ fl\91fl'lI'JlJIPI'W\Ol1l'Jm~'U1'W m'j 'Y1l~~1'U fli:'ll'.J'Vl1iflfl'Wflfl••

"" 0' ~ 0' "" 0 0' 0'';' 'I ~lIJ" 0'
1. m'jllm1~Vi'VlHIOl1'Wfli:'lQ'Vl1i lli:'l~m'j'il~'Y1lfli:'l~'Vl1i'Ufl'lfl'lflmt'Wfl tVi tlOlfli:'l~'Vl1i

•••• 0'
Vii:'lfl'Ufl'lfl'lflm (Strategic themes)
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Q.I 0 d f1' & d ~J 'JJ d el
2. ll~'Vllt!N'W'VlfH'l~'Vl1i(Strategy Map) C)f ~t!N'W'Vl'VlNm'l~'Vl1i'W\I~t! 'ff~~im'H'Wtl~

fl1llJfflJVl'W £'1'W!;~m IP.!t!~~N~'\JEI~l\P1Q'lh~ 'ff~ft~ l~'l illtl il9i'~lJlJ E1~'\JEI~BSC l~tI'ffEl~fl~E1~t!~~
cv fC,\CVCVt! o'Q./ cI

'ff'W'IJ'ff'4'W\PIWJ 'fftI'Vlfl''WU~ ~f1~ ~'Vl1i'H~ f1'\JEI~EI~flm

3. fll'jf)l'H'W~1'i1;l~ dh'Hlllti t!~::-:E~~ll~'vh(Initiatives) '\JEI~l\P1m.h~'ff~l'1t!~~~•
& e!t I d ~ Q.I Q.I"

lh~fll'j 1l~1l::-:tlEl1l!'ff'j1l'ff'Wm:::'IJ1'Wfll'j i 'Wf1n'WrlJ'WlSSC 'l'W'j~~'IJEI~flm (Corporate

Scorecard)
, J,I 'I I

'1'Wf11 'j;ij~ Vi l! !N'WVi'VlN f1~ ~'Vl£11'W~ I'lltl llJVi~hf1ty'l Vi1'1~GJf1t11'Wfll 'j f)l'H 'W~UN'WVi'Vll~
•.• IlJ 31 ,

f1~tI'Vl1i t~t!f1•
1. E1::;hfiEl1fftl'\'lfl'U ill'jf)ll t!~::-:f1M'Vl£~fflf1W'\JEI~E1~ftm

q u

2. 1l1f11fftl'\'lfl'Ut!~~f1~tI'Vl£~~f1ri 11 E1~h fiEll\Plmh::;'ff ~ft'Vll'lfll'j !~'W~ fflf1W~
•• u

•.• 31
E1~flm ll::;\PIEI~'IJ'j'j~•

3. i'Wfll'j~ 1'I::;'IJ'j'j ~l\PItl'lJ'j~ 'ff~ft'VlN~l'W fll'j!~'W~~f1ril1 v::; hfiEll\P1tl'lJ'j::; 'ff~ft•••
<JJ ydovd 0' v

'VlN~l'W~ f1m'Vl'fflflW'VlEl~flm~ ll::;\PIEI~'IJ'j'j ~
'U u •

••• A I •..d ••.. 31 31 31 31 IlJ <!l 'I d
4. 1l1f11\P1tlu'j::;'ff~fl'Vl'fflflW'Vll~~1'W~f1m'\JN\PI'WE1::;t'jflElm::;'IJ1'Wfll'jillti t'W'Vl

• u 'U

fflf1W~E1~ftm 1l::;19i'E1~~fl11lJl~~!~'Wmi1 E1f1'hflt!';~
u 'U

"j '1 31 •.• '" i· 'I dl' ' <!l '31a IlJ <!l5. !'WEI'HV~flmlJm::-:'IJ1'Wfll'j 'Wfll'j'VlNl'Willtll'W'Vll~~!~Um'WElf111NEI'W E1::;t'jflEl
'U

. "v ~ C,\.cg •••1 C,\ c,\

2.2 fIl'j ~~~~'\J E1~\PI'W'Vl'W'H'jE1fll'j!'V'llJ'\J'W'\JE1~u'j::;'ff'Vl1iill'V'l•. " .
c,\ Q.I .cI lq <JJ c,\ Q.I ..::!t

3. 'IJHJ'Vlll::;lJ'jltl t~!'V'llJ'\J'W!'WEI~1l1f1
q •.• '" 1lJ3I 31' ~ ,J

3.1 'IJHmmltl t~1l1f1~f1m!fll!'V'llJ'\J'W

3.2 'IJi'l1'Vl'ffllJntlt!'ff1~'H l'j ltJ '~1l1f1~f11l1 imJ
'U

3.3 'IJi'l1'Vl'ffllll'jtl'Hl'j ltJ'~ 1l1f1N~\PIfiru~hnJ
d q •.• '" IlJ 31 ~,J 31 q •.• d/ IlJ 31 ••.• A I •.. 31

4. fll'j'Vl'IJ'j'l:J'Vlll~mltl t~!'V'llJ'\J'W\PIllJ'\JEI3 'IJn''Vll'I~ t~fll'H'W~1\P1Qu'j::;'ff~flYlH~1'W
J/

~f11l1H~~ij
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<V SI I

4.1 f1ll'H1fll(lf1mlf1l
'"

SI i I4.3 f1lnn(lf1m 'InJ
'"

Ii

5. Vl1~U~f7'Vli~'I1111WlU~'",I';hmhJ(ltlfl'lL'thmJlU'lH)~u~f7'Vl~tJimU(l~(ltlfl'lmhJ'w
q cu lU q

i SI 0 <V <V ''1 SI '1 d.J d/' d SI SI 0 SI
'I1f1111Jfflfltuf1UflWm ~U~ lU ~~1J1tl'Vlff~C)1~f1llUn(lfl~f1Wm 'Vl(lf1m\9ltJ~f1llll~ff11J1lfl'Vlli '11u q q q q lU

'" <V tI "'i 'jJ '1" f d v Q,I ~Q,I J'9JtJ~f1mffl1J1lflU~l(l1\9lfl l~ff~f1 U'Utl4 ~~t:JflWm'Vl(ltlm'l1(ltl'Utl~Ulfl'VlU\9ltl~f1ll
q q q lU

tll~f1tlU~1U
,

CIo 'jJ..::1~

5.1. ffUm'Vl1JflWfll'V'l•
Q,I'~iJd d

5.2 tlUll~ff~ffumm1~ll1 \9lHnm
, Ii

5.3 f1ll hrU~tlwYi~'I'i~iUl~'I1il~U(l~'I1~~f1ll'U1U

5.4 f1111Jfl'1J~1'UtJ~aufl'1'l1~tJllfll~hiff ~!fiui tI. '"
6.iU f1ll~tl~rlm ll~UnqfJW~l iU~ ~~~tlfl'l~tl~f1ll i u,rtl 5 tl~rlmll~~tl~ijtlU

Ii

~l!i1u~lumuiu iU~lU~h~"1 ~~U
~ dA ~ ~

6.1 m~U1Uf1llH(l\9l'Vl1Jtll~ff'Vllim'V'l

••• SI d ,. Ii "'do
6.2 fJwm'V'l'UtJ~ffUm'Yltltlf1ll1tl ~H~lU tJ~ U!tlWCV1~

Q,I t d d
6.3 f1Ull~ff~'Yll1~!l1

6.4 f1llU~'I1U~lU1\9lfl~u~ijtll~a'Ylifll'V'l f1llUn(l1\9lfltll~ff~rliU'u'tJ 6•••
I iSi '" .,:. ••• <V tI "'i SI SIll~"lf1U'I1tJ~f1ml'V'l1JH(l\9lm'V'l(Productivity) \9l11J1\9lQl~ff~f1 U'Utl2 ~1fJ

."j i SI 0' <V "'SI SI .t 0' SI ~ '1 I

!'V'ltl'I1tJ~f1mff11J1lflUll (l1~fltll~ff ~f1'UH\9lU'Yl~'I11J~tJ~f1mll~\9ltl~1JU~ll11•• ,
Q,I d Q,I cS Q

1. 'V'lUm lU 1J'Yltlfl ~!!i.'l~f1111Jff11J1lfI'Yl!'V'lU~'V'ltJ
, Ii

2. 1m ~fff 1~Ui.'l~1WlUlill1JiUf1ll l'lH1Uyh~ml1U1U~tJtlUl'lH lU
0' do ,. ,. do d I 1SI <V 0 iSI I do_I •••••• .K

tl~f1m1Jl~UU1'Vlfl~U 1i.'lfJffllffUl'Vlfl''Ylll~''lf1fJ'I1'V'lUtl~lU'Yll~lU~tJfJl~1JlJl~ff'Yllim'V'l1Jlf1'UU

d iSI I SI 0' iSldo <V 0 d '" 'J/ d '"
ll~1'\1U ~11mtJ~fIm ~1JmH ~Vl1UHU'Yl'Vll~tl(l fJ'YlliUft1 UHU'Yl'VlN f1(lfJ'Yl1ill~••

, i 'J/il ••• ' '" do iI i d", i.,j 0' '" ,J 0 i SI
"lf1fJ'11~Ul'\1l'mft~'V'lUf1~lU1Jfl111Jl'U1 ll'Yl'lf~!llU U! ltJ~f1i.'l~'Vlli'Utl~tl~f1m1J1f1'Uu'Yll 'I1'l'JtlflU

, , SJ "

mfJi U v~rlm riltJ~ ilflVa ~.yjijfl111J"hflty~tJfl111Jffll ~ll'Utl~tl~rltll l11J'I'i~rila ~.yj\9lUttJ~l'l1

t , SI 'J/ '" '" '" ''1 SI 0' tI 0 d 11)SI I 11) .J 0
UU ~ffV~f1i.'ltl~f1Uf1(l~'Ylli'UV~fHflmUi.'l~'lf1U~'I1eJ~f1ml~ffUfl111Jfflllll ~~tlfJl~1'i C)1~ll~'Yll

i 91 4Il::\ tI d Q,I ~ • 1 iJ d tI .•. i ~dd 0 Q.I

'11f1U tll :;!1JUHi.'ltJ~f1m 1Jfl111J"lf~1llU'UU!!i.'l~ffl1JU fllJ~lU U 'Vlll:; 'i~!1JUU ff~'Yl1Jfl111Jfflf1ty
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Q.J d " lit j,lQ.I 0 d t/ '3l 3J Q.I •.• I ~
11fl ~\llfl'YHl~flm t~ \l~'VllW·rU'VlflfltJ'Vl'li!!fll \)~I'ltl~"WltJfll1lJ'Utl~ 1I'lflu'j~ ~~fl••

, I iI I I

1'l1lJmfUVi'VlNflfltJ'Vl,}tltlfli1.1t~myrl'l~1:J11~ ~tlmHHU tlh'YIlJltJ Ufl~~'1Vi\l~Vlll'lllJU'Ul~~
q • ~ ~

"<!I <jJ

t'IJfl'lI'l'U'Utl'l BSC

.cd d" 'Q.I J'OJ _~

1'l1'jN'Vl 2.2 W·.j'U'Vlfl"~'Vl'li\!l'll'lfl~ tlJl'YIlJltlU"~ Initiatives

, ,
'" .. '"- l-n1Jmfll~Vl

- 'el'elfl

Promotion

ffl~ fftH Vltl1Jl

H;

%

15%

150,000

(Target)

dhl11Jlt1

2,500 ~ltl

mVl

"llJlnu 15

10%

mVl

20%

'llJlflU I
~111J'I

2,000 ~ltl

100,000

QJ ~fV

1I1'lf1~(KPI)

o " '"~lU 1U ~fll'llVl
.,; .%

t'VUJ'UU

~l/J

flll·.nfV'Il~/JU ~lfl

, "/JVf1'Ultl~V"fll'll I
'"

"~fll'll

1'1111n1~H~1i;Wfl1~

t,r1J~fll~

"'.1 •.
111Qu~:al'll'l

(Objectives)

~ltl 'l~illn" nlll
'"

I
I

Strategy Map

I f11H~lJ~U~!lmu'l'\' I
l'

I m'l'\'~lflilfll'\'1111lil~lJ

,If'I f11m"1~111ilfltl'1111lj

;f\ ;f\

II nuu;nl1~ii II nfllntUl~lIU

J1\ /1\

II ~'~U.ll@' 1\ n:t~:~n11II Ofllunnfl'!l flnflnfl

I!\ '" ~ ;f\

d
~1~1~1

fl1~~9lJUl

'tifl'll~'UV.:j

-nl!flnw

~ tltJC1:;'U a~f11CS ri ~
'U'el'l~'hj~Hml1

~lU1U1UhJfln

'elm1J~'eltJ

20%

15%

15%

101U

10%

<jJ

!lU'U'el\l"

lhj~1J1.J Bar

-code 1Jll-rf

-~fl'elm1JVV1'l
I .ol

11'ell'W'el'I

- ~~n~m~1J
'I'fWmlU

'" '" ..ff1J'I'lUli

, , tI,

BSC i11' 'lftfl~ fl'l jj €lVi' -*'11..1 fll'j1.1'j~tiJ'UfHH'Yilt! 'U U~V'ltrJ'Utfl~ fl'ljjfl' 'Ufllnhflfl

"i·1 '.1'" "'''''t <jJ ..\ .o!l d ',..\ •• " ~..\ <!I'
~'Vl1i u\!u!l'IJ I'll ~m'U'UtflHl'llJtl'Vl'lf1t1 'Ufll'j ~tl ~l'jflfl~'Vl1i'U €I'Ifl'lflmU€'l~t1J'Utm tl'l1Jfl 'Ufll'j

t~fllJ ltl"l'j~'YI1H 1~m1fl'tr n'lJUH'U1.1au~f1l'j'Utl'ltl"l~m ntl' ,rdl~fll11JtrJ'U 'YId'lt~t11n'UUfl~

~'1tt!'U''Uii'l~ffHit\jffl11i''IJtl'l~m ~'1fhwtll1J~l'l'l 'UfH BSC ~ Kaplan n'IJ Norton i~',r,~

'1<jJ I

~Ufl
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"1. BSC hi'l~lihllYirJ~H~fll'j~ ':l'lJ'j11119l1;1~Hflltli~LLfiCl~llllll~~ UfiLtJ'U
q

a 4.d I ~ ~ rI
LfI'j~~ll ~'Ylff1111'j tl'IJ~nLCl1L'j ~~'j 11'11~~flCltI'Yl1i'IJ8~~~fI fl 'j

q

2. BSC LtJ'ULfl~~~ijt)~'lf1t1i 'Ufll'j ull ~~lfftlilffUml~flCl~'YlTI~fllnJfi,j~

fl1'm1Jj;l~mU,fnfi'tI~ The Balanced Scorecard
"<!l iii

flj;lQ'flfi fl88~ A 'a

rI ~ ~d a d. d' 0 I i 91 Q.J 91 J.
flCl~'Yl1i fit) 11ifll'j'\1'jt)U'U1'Yl1~'Yl~~f1mll~'W11ff'U8fJWfIl (Value) '\1fl'IJ~flfll1'V'lt)

o , 'JJ " .1 0 ~ d'JJ .,k ?I 0 "I <!l "'.., '" "i '"
'Yl1 '\18~flmu'j~ff'IJfl1111ff11'j 1l1'l111'VlVlt)~fll'j (C)f~t)lllll~Lu'Ufll A 'j'\1'j81fft:J'Ylff'U) 'Ufll'jOW1l1'jW1

"0 "
flCl~'YlTI'lJ8~'IJ~lr'VlL~fl'lf'Ul1'Uff1ll1'j(H~1l~'U1:l1fl~ lmll~lt1'l ~t) i llil

'JJ «l i' "I d" '" 'JJ "1.1 I .., 'JJ
1. ~flfll'\1'jt)VlCl1~ 'Ufl~ll t'\1'U'Yl8~flm~'jfl1l1l~L'lJ1tuU'IJ~'IJ'U~1t:J

"I «l I <!l 'JJ d 'JJ _3-1 'JJ
2. ~~ t 'jflt)flW fIl'\1 'j t)m111Vl~~fll'j'YlClflfllLu1'\1ll1t1'IJ~~L'j1Vl~Hfll'j

q ~

"
3. t)~rfm 1l~U1Lff'UtlflW~111'Uiwrm,lru~~clH 1'j U~~1l~ff~1~fl1111HVlflfi1~i'Uff1rJVl1

q

o cv, ~ II I I ,d 9J
ffl'\1'j'IJ'\1'U1t:J~1'U'j l'lffll'j 'U'UflClrJ'Vlli'IJ~~'\1'U1t1'jl'lffll'j UVl~~Ll'\1~flll~Vl ~~m ~'IJfI~ll

q q

d I Q.J ~

U'j~L~'UVlW'1 ~~'U

1. 1l1fllffmlffUUCl~fll'j fllI'IJt)~~ ~rfm tfl'j;j ~~ flll l'I1'" fl'IJ~~'HU1t:J~1'U

"I «l d. d 'JJ '" 'JJ «l '" '" .,k ~«l "I «l , d
2. ~~ t 'jfl~ff ~'YlClflfll'\1~fl'IJ~~L'j 1Vltl~fll'j 1l1nL'j1 '\1'jtlt)fl'Ut:J'H'U~flfltl~~ t 'jflt)flW fIl'Yl

~ . q

1'j1,h1ff'U tl',.r n'IJClflll I'll t)~1'j 1~

3. tl~ h~tlflllm'j]J'\11'tl~ ~~1'j1vl11~tl',.r ff1ll1 'jU11 ff'UtlfJWl'i1Vl111~~flIl1~8~fll'j

4. Vi1~dH h1 'j 1ii~1l~fflll1'j tl-W~'U1UCl~Ui'UUl ~fJru~1~1'j 1U 11ff'U~' ,.rn'IJ~flIl1

'Hl'tlfllt:J '~'IJtl'IJ 1'lJVl'\1,r1~'IJtl ~'\1U1rJ'jl'lffll'j 1'j1ff1ll1'j tl ~ 11~U1Lff'Utl'IJ~fll 'j' 'U~llu 'IJ'IJi '\1lii,.r n'IJ

Clflfl1i~'\11'tl ili~
".1 .••.•• "

8..:ifl1J1~fl8U'IJ~~fl1 'aU'n'1111'If~flj;lf..!'flfi

~ Cl rI l!l 0 cI lj) rI ~ ~ 'Q

, 'Ufl n'IJ 'j'\1n l'lf~flClrJ'Ylli'\1'j ~fl1'j 'U1W1flM'Yllill1 t 'lft 'Utl~flm'U'U'U fl~1111
q •

rI .dOQ.l IrJgJ,
~~flll'j~fl~'IJ'Ylff1fltlJ 3 U'j~fll'j t~Ufl

CJ

'" " ..1. fl1'j1!m1~'\1 (Strategic AnalysIs)

2. fll'j~~Vi1 (Strategic Formulation)

3. fllnJfi,j~ (Strategic Implementation)

o Q.I ~~'?f a 4' rI 9I.t!(~1 4 d1' 0

ff1'\1'j'IJ BSC 'U'Utltl1111J'ULfI'jtl~1l~ 'U~~flU'j~ fltl'IJ"1~'Yl1t:Jflmu'ULmtl~lltl 'Ufll'j'Ul

flCl~'YlTIiU~fllJU fi,j~ H~ili' 'lfLfl~tl ~ijtl , 'Ufll'j lLm 1~,1HCl~~~Vi1flCl~'YlTIff1'\1i''IJ1f1~tl~ijtl , 'Ufln

11m 1~,1flCl~'YlTI ~~tl'U~ H LtJ'U~i~fl fl'U~cll ~Uow <j '\1Cl1rJi~!1fi
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1. m'jl!ml~,1ll~U~~ ll~U~U lmllff !H'l~,r~~ltl~ 11~~~iJmJ!1tJfltlU1l SWOT••
Analysis m'j~~l'llfl(l~'YI,1

2. m'jl!f1'jl~,1iJ'il~tJ 5 'lh~fll'j~i'jYH1~~'Q~ffll1m'j]J 111fl 5-Forces Analysis
~ t/ ~~ ~

3. m'j1!ml~111~'iI'j'lf1~'Q~ffll1m'j]J 11'j~ Industry Lifecyc1e
~ d'~ Q.I' 0 d ~

4. mnLfI'jl~l1Ull'ileJUl1~ml]Jffl!'j'il'U~~'Q~ffll1m'j]J 11'j~ Key Success Factors

5. m'jl!f1'jl~,1(lfllG)$Ur1~f1W~l111fl Value Chain Analysis., .
'" •• , "1!J/ !J/

6. m'j1!ml~l1fJWml1'j~ml]J~~~fll'j'U~~~flfll (Customer Analysis)
.:::to 0'., Q.I

7. m'j1!ml~11~U'U~'UU (Competitor Analysis)
Q.I ~b1 31..:1 ~ rI t/ 'J/ rI 'JI ~ 0 ~ cv 0

flltJl1 (l~lllfl'YI L~]Jm'j1!m l~l1fl(l~'YI1iU(l1 fl~f1m ll~~~~]Jfll'j flll1U~l1 'jfl\1~'YIlfl(l
" • .o:k G) 4d ~ Q"I r;J Q.J I old.' Q.I II] SI ,

~'YI1i(StrategIc Formulation) 9f~ tUfl~~UU!'jl]Jflll~1flU1lf)(l~'YI1i]Jfl~ 3 'j~~lJ L~Uf)......
1. 'j:t~lJfl~f1m (Corporate Strategy)

2. 'j:t~1J1pf1'i1 (Business Strategy) U"~

3. 'j:t~1J'Ua.u~fll'j (Functional Strategy) U~!d~~lllf)11WJulfll'jluuu1fi~ 'lU~l'W

"
fl(ltJ'YI,1.•",,r, 'WiJllll.u'Wirf)l'lflfll'j~l'Wf)(ltJ'YI £!~]J~~1lf)(ltJ'YI,1f11'j \1~i'ju~ 2 'j~~lJ!'Vhir'W ~fl

q q q q

"'j~~lJfl~flmU(l~ 'j ~~lJ~ 'j f1II ff1'Wf)(l~'YI,1'j ~~1J'Ua.u~f)nir 'Whh,r,'li,tJ'Ut) ~f11l]J L~'Wf)(l~'YI,1

ldt)~lllfl llil~nt) i,r!f1~fll'j 1~!,j1tJ1J'YIl~fllm'li~,ju U(l:ti'jU'W11U]J~'iI~!~'WUY-l'W,ja.u~fll'j
I ••

(Action plan) ]Jlflfl11f)(l~'YI1i
CV 0 ,

fll"Hl ~ 't11fl~q 'tUi

"Q.I" Q.I ~ ct d ,,dQ.l 1 .. '"
f)(l tJ'V11i'j~~lJ t)~fIm! m~ 'j~~lJ'fi 'j fl 'il'W'W]Jfl11]J!!~ f)~ 1~'Y1'lf~!ll'W ~ tJfl(l tJ'V11i'j~~ lJ. ~ .

" "I !J/Vd/ <!l '" , 0 '" •• I V 'v d
~Nflm 'il~lJ t)fl L11'j tl~UU 1'Y1l~11'j t)'Y1ff'YIN 'Wf)n m L'W'W~l'W'l.It)~t)~ fIm 1l~ t)~fll 'j ]J~!'W'W'V1'il~., .
'IltJltJ~111~fl ili UCl~ti'1~t)~fll'j~'il~'IltJ1tJ~1'il:'IltJltJ~1 t'W~'jf1'ilt~ (Where to Compete) flltJl1"~

dllJ VA '" •• '" " V V '" do" '" •• IIJn'illfl'YIL~1Jfll'j11m 1~11!'lf~f)(ltJ'YI1iUCl1Y-llJ'jl11'Jffl]Jl'jtl'YI 'il~flll'I'W~fl(ltJ'YI1i'j:t~lJfl~f1m L\9\ L~tJ. ., .
, "

fll'j~fllJ~lm]J~leJ'1 llif1~lm]J~~u
•• v .d ••.•••.• "1 '" ,

1. fl~f1m~t)~fll'j'YI'il~'IleJ1tJ~1 (Growth) f1~~1 (Stable) 11'jt) 11~~1 (Retrench) ff1'W.
t l1rum\J 1~ l~ fllJYi11f)'il~i~i'lJ 'il:t l1U lli.w'Wfll 'j 'UeJ1tJ~111~ t) Y-lff]JY-lffl'W'j~1111~ fll'j 'UeJleJ~1UCI~11~•..

~1 (Combination)
'JI rI r;J .d Q.I" Q.I $I Qd \r)

2. mfl~f1m~t)~fll'j'V1'il~'UtJ1tJ~1 fl~f1mll~'UtJltJ~1~1tJ11i Ll1'W?

2.1 'l.ItJltJ~1'illflflltJtUt)~flm (Internal Growth) 1'1f'Wfll'j'l.ltJltJffl'lll fllH~1J

'" v, I "1 v, '1 ..... .1 "".1 "", v
ff'Wfil 111Jl1'jflfll'jl11~flfll 111J ~tJfll'j'UtJ1tJ~1!l1C11U 'il~!fl~'Il'W'illflfll'j~ll'W'Wfll'j~1tJ~'Wlt)~
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•.• .- 'i' "" ,J iJ ," I •••.•2.2 'lJtl1tJ\9\'Hllflflltl'Uflflfl~flm l~tlfll,HI~tfl~'IJ'U111flfll'H'IJ1 lJ11llflllfll1fl'U
••• ~ <!I iJ ," I ~I •.••• I ••• .- ~

fl~flm fl'U 'I11flfll1 !'lJ1lJ!lJ'U'W'Ulill~'j'j1llfl'Ufl~flmfl'U
gJ II <J/ d QI tI QI 1 ,

3. mfl~flm~fl~fll1l111~'lJtl1t1~1fl~flfl1'il~'lJtIltl~1fltl1~ 1?

3.1 'lJtl1t119111~fJhril'Ufi'lU~~'U~fll1~I~ll~fl~rlmiimJ'l'UihHJ'U'U
'" .

3.2 'lJtl1t119111~fJil'Ufi'lU~~'U~fln 'lmJ'l

iJ .- iJ d •..•.. '" ," l'l "'"4. mfl~flm~fl~fll1l111~'lJtl1t1~1fl~flmll~'lJtl1t1~1 lJ 'Uli'iflll 'I1'U?•
4.1 'lJtIltlI911'l'Ulpn1ll~ll

4.2 'lJtl1t11911'l'Uli 1fl11'lmj~ ftll'W'U1ftl'Uli1fl lI!~ll••
4.3 'lJtl1t11911'l'U1pflll'lmj~ '1.1ft1Jl~'U£tl'U~1till!~ll

~ 'i' I •••

5. fll11'lfflll Itl~1~'I111~fl~tll1liU~~BalancedScorecard•. .
<!I 'i' 1'- iJ <!I

5.1 fll11'lfflll Itln~'I11Nfl~~l1lill~~ BalancedScorecard~1t1U'U1l11~fl'U'l
;..1 ~ r:I ,

5.2 fllmlJ~~1I1flfll11Ifl'j1~11 SWOT~ BalancedScorecard
'"

"" ..,
UU1fl~~~'IJ'lJ1~fn'~~r.lill'W(Balanced Scorecard: BSC)

fl1uuilu'-n
•.. '" ,J 'i'

1~'U'U1~H~l'Jfttlfll'W(Balanced Scorecard)\lfl'W~'U1'IJ'Ul~tI Robert S. Kaplan
fI'JI Q,I.r:::t , ..• 1 oC:l. QI

f11llntl~l'U'Uty'lfU'l1~HarvardBusinessSchoolll~~ DavidP.Norton lJ1~li1'U'U1'l:ll1Renaissance

StrategyGroup 1I1~ll1ff~'I1i'!mll~fll'l'U1J fI.ff. 1990l~fl~fl'U~'Ufl~~fl~m'Ufll1wl'UillI',r'U ~
I 1Y ...• Q <JJ Q,I QI J. 'l jJ QI Q.I d 4 .d ~ ,

~.:jF-l~'111lJU'U'Ufll1 'U1'1111~fl~111'U~1!'Wfl '11l1'Ufl 'Ufll 1111~tI'U111l~~!'Ufl~1I1flfll1l1 fl~f1fl1111~fltl
'" '"

1fl~Hm~1I'j~~'Ufl11mhl ~11'l'UfJflfl11U~~.u'Ul11~,rflll ~~11~11 fl111~H~fl1'j 11n,r~~l'U ~1l:J'U1911. '" ~
q o.:!I j,I' dl ~ QI QI .r:::t gJ 1 gJ ~ ~ , I '" , 'do QI QI 1
!~'U'111flUllU~ fl11tI~~~fl'Ufl111~H~!'WtI~~1'U ~~1'U'11'U~'U'U 1Jl'WtI~'Wfl!'W11~ llll~ 11~H~ ~

Lyjtl~'ii111~ ~ 1Ig;1lff~ ~i1~H~fl11\PllL'W'U~1'Ul1H ~1nll '~flfh~m fl'Ufi'lll~U~'I1119i'fl.:jl111'UH~fl11
_I Q Q,lQ ~ d ~ Q.I Q II] I d Q,I Q d Q <JJ j.J .q 'l t d- ~I
lJt)'U~~1'Ul1~l1!U'U~11~'Ull~~ llll tJ 'U~1!~'U11~tfl~ fl11fI'Ufl11'11111'U1f1~ 'I1lll1ll~!lJ'U1~U'Ufl11. ~
1~ F-l~Viiill 1~ill1 nfi 1'Wll~~iifl11ll ~ll\l 1W1J1flfl11'i ~'U'U1~H~ll 'U'U!~ll 1~tI'4flfl C} 11~~fl~'~

oj1llfl'U fffl'l:llL~fl ~ "fl11 1~H~fl1111~,r~ ~1'U'IJfl ~fl~rlfl11l'U fl 'U1f1~" H~1l1flfl11fffl'l:ll '~11~ 'U1

!fI~fl.:jij fl1~ H~fln 11~,r~ ~1'U1'I11.1ll~d1ll tl 'U'l11'~fl1111'U1f]~1~'U'U1~ H~I'J~tlfi 1'1"1(Balanced
QI Q.I QI Q Q.l'Q d IV J ~ ...f 91 Q.I

Scorecard)~lll~ fl'l:lW~'IJfl~~11~H~fl11lIt)u~~ 1'Ul1'W~'U1'IJ'UC}f~lJ1g;flfl'U~1t1~llllfl~fl11 1~ 4
<JJ QI ~ ~ I IQl tI'l ~

llllllfl~ '1"11flll flU fl11~fl ~1'ifHfl11 t11~~~1g;'111N1~ t1'lh ~~~fI 'U1~tI~ff'UU~g;1g;tlg;tl11U~~q - q q

rl1~~mg;'I1'h~19111~l1Nfl11!~'Utl'U19111~~'1.11"lfl11~fl11!~'U•
~fl1J111t1~1'Ufl11fffl'l:l1~~flrl11'~t1fl~Wll~1'U111ff11 HarvardBusinessReview'l'U

'"
~l ~ .k~ ""
lJ fl.ff.1992 !1fl~"The BalancedScorecard:MeasuresthatDrive Performance"C}f~!lJ'Ufl11fl1i'Ultl
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l1"fifin m'l~tL'U1fi~'VlqfJli'Ufl-:Jl~'U'U1~N(l~mJfll'Vl(BalancedScorecard) 'il'Um~~-:J11f1.ff.1993...
do t:::1 dcv.dl.dl 1
1J'U'Vlfl111J'Vlllt1-:Jl'Utfitl1fl'Uf11ifffifJltlfl-:J"Putting the BalancedScorecardto work" 'U1Wffli

'" OJ1 .?I 0 .c::!l Q.I

t~t11fl'U ~t1Robert S. Kaplan Lt(l~David P. Norton tu'Uf11illt1-:Jl'UN(lf11i'U1U'U1f1~i~'U'U1~N(l

~(ltlfll'Vl (Balanced Scorecard)hh.h~~flI911~ U(l~1'U11f1.ff. 1996 1~iJf11'j~-wmh1mri1J1mJ1~.
4:!:t 1 • ,~ 0 Q

'lffl11 "Usmg the BalancedScorecarda StrategicManagementSystem" fi(ll1f.N flll~lL'U'Uf11i
Q.I ~ I .c::!l Q.I 111 '111V?I Q.I Q.I

'VlWJ'U19f-:J'Vl'U11U'U1f1~'j~'U'U1~N(l~(ltlfll'Vl(Balanced Scorecard) t1Jt~tu'Um'Vll~\9l11~N(lf11'j•
"Un1J~-:Jl'UL'yhU'UUIPlV-:Jfffl~f1 ~fl-:Jfl'Ufln'U1111ifi(l~'Vlirlll1 i''Uf11l'U1111i,r~f11'jflfi~ 1t111~-:J'illfi

" ..
OJ '" "l OJ II) ~,;11 '" '" 1~OJ I 1'U'U1J1tL'U1f1~t'jfl-:J'j~'U'U1~N(l~Mfll'Vl(BalancedScorecard) t~Lu'U'VlWJ1JtL(l~'lffl'UU'Vlll1mV 'U•

a' I ';'1 II)~ I ,~d .kl "j "l
fl-:Jflf11'j\9lH'l'Vl1 (lfi tLm::11'jffn Harvard BusinessReview t~t1fiVfl-:JmtJ'Ul1'U-:J'Utmfl-:J1Jfl

~1'Uf11'j,r~f11'j~iJN(lm~'Vl'UlPlflfl-:Jflf11l~lfl'ilmfi~~~1'U'jfl'U 7511('Vl~ L~'lf~1'U'Vl{2545)

'j~'U'U1~N(l~ (lVfl1'Vl (Balanced Scorecard)t~W~'ULfI~fl-:Jijfl1 'Ufi n U'j ~:aiJ'UN(l•
rI 0 9J dt ~ ~ I Q.I ~ .dt d! ~ I lOa'

~Nflm tL(l~'UlLff'Ufl'Ufll.d(lt'Vlfl'jlt1-:Jl'Urj'Ul 11n \9lfl1J1'Vl~'UlLtJwm fl-:J1Jfl9f-:J'lf1t1 'Uf11'j'Ulfi (l~'Vl1i

1u~f11'juil1J~ (Strategic Implementation) 1~t1fl1r1t1f11'j1~11~flU'j~tiJ'U~'il~'l11t11Mfl-:Jflf11ltfl~

f1111Jfffl~f1l1 fl-:JL~ 'Ufl'U11t1-:Jfl'U t~ t11fl'U Url~,j -:JtoJ'U1'U~ -:J~iJfl111Jrllfi rulPlflfl11mYlt ~'il'Ufl-:J
• u

a' 0 ,~ a' 1 ~ ,~ 0 OJ OJ a'.1
fl-:Jflf11i (Kaplan & Norton,2000) 'V11l1fl-:Jflf11l1J-:Jt'U'UtL(l~11f1111Jfflf1tyfi'Ufi(l~'Vl1imfi'U'U
VA Q.I Q ~lIJ3J' QI d .t:::l. tI
N'U'j111'j'j~~'Uff-:Jffl1J1Hl1Jfl-:Jt'\1'Ufll'Vl'j11J'Ufl-:J1il fl 'il t~flVH'lf~l 'il'UtLrl~'j1~L'j 1 ('Vlff 1~'lf~l'U 'Vll,"<u q q

2546)

1'UU 'j~t 'Vlffl 'VlviJf11'JthtL 'U1fi ~ 'j ~'U'U1~ N(l~(l Vfl1'Vl (Balanced Scorecard)m•. "
U'j ~~fi~1 ~ 1~m11J'illfi1-:Jf11l~'j fl'il IPlflmu t11J1~1'Um.hv-:Jl'U 'I'iHl1f1 i'! U(l~1flfi'lf'U U~tL1Pl1'U

tNflflll ~'Ufl1'VlN(l 'ill flflU ~'U~ 11'Ul~fl-:J'Ufl-:Jflll TI~'U1~Wfll'Vl'U~fll l t~ m\9l1t11J~11,rl~fi n
" .

U'j~tiJ'UtL~~i''U'jt)-:J~Wfll'Vl'j1tJ'I'i~f11'j'U~l11i-:Jl'UU(l~~'UU'j~1J1WtL'U1111,jl1~~loJ'UN(l~l'U vh 1M

" .k "
11ft1v1'j~'Vltll'U1rlff'U1'ilt11U'U1fi~ij1J1u'j~VflI911~#l1m'lf'Ufl'U 9f~'Uw~ijtll~~fl~'j~l1 ';h~IPi11'l1'Uf11'j. ~

fl11'lJ'lnnff'U8~1~'U1JrYlf-.l~Y1i'1ffil1"'"(Balanced Scorecard)q

1~iJ ir fi1'lflf11'j tLrl~ir fi'U1111'j'VlVlt111J1Mf1111Jl1mV'Ufl~fll':h Balanced Scorecard

1~tJ111fl'il~UU~\9lH~1 fll'h "Balanced" UU(l,h "ff1J~~" ff1'U "Scorecard" uu~':h "1J\9l'j'il~•
" A 0 Q.I ••• I f Q.I 31 d Q.I • ..::. .c:t. .:k •

U\9l1J"l1Jfl'Ulmn1Jfl'UUu(l11 "'U\9l'j'il~tL\9l1J'Vlff1J~(l"('Vllff'jty l~l'il'jtyfi'ilfJ(l, 2545) 9f-:J'Ul'il~.. "
tnU1,rtHfl'Ufi1'J 1~N(l 1'U11(lltJ'l ~lwVffll Mtfl~ ff1J~rl U~filt'\1 ~lijV-:J 1,jm ~~Hi~~-:J1~iJ~

'VlV1Vl1J1Mfh~ln~f1111J11~flt1 Vfi~fl111,j 1'1f'UflUU'j ~tiJ'UN(lfl~fl 'J11JU'U'Uff1J~rll1~fl~'lfij 1~N(l•
ffll~'il'Ufl~~'jfl'il (~UV tl1V'U'1Wl,2545) l1~fl 'j~'U'U1~N(lflnuil1J~~1'U~~Vfl1'Vl (~;)\9l'jl1'lf'j;)\9l~

fiWcn,2544)tLlPlff1'U1mY~fi1~t~'Ufil'1'i'Ur1wtl"hBalancedScorecardl1~fll~fil~fl'h Bse
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'J~ 'U'U1~ Hi:I~ ~HJfI1'Vl (Balanced Scorecard) m 1JII 'U1~ ~'IJ tl-:j II fl,j II m.J lli:l ~'U tl{ ~ 'U

lII" t t d d,1 C:o.l CJ/ 1

(1996) t~ fli:ln1 1 LU 'U'H 'U'VI1-:1'VI'il ~'IHL'U ~ lli:l~,j 'j ~L1J'U ~Hfl fll 'J '1'U t1fl'IJ tl-:j 'IJtl1Ji:I'lJ11ffl'J•••
• 1 v '" 'l v '" v '" v v v 'IlJ'J~fltl'U~1tJ fll'J1~ 'U 4 ~1'U fltl 1) ~l'Ufll'jL-:j'U 2) ~l'Ui:lflfl1 3) ~1'Uf)'J~'U1'Ufll'Jmtl t'U Ui:I~ 4)••
'jJ d Y Q.J 1 Q1 •.•1 tI Q.J 131 QQ.I Q.I rI cI tI
~l'Ufll'J L'j t1'Umi:l~'VlWJ'U 1 !~t11\91f1lJ'J~ ff -:jfllli:l~ m'Jdl9l 1911J1'il1fl1fftJ'VIfl''U lli:l~flM'VI'fj'IJtl-:jtl-:jflm'J•••• " ,d "1 Cj/d. Vd~ ~ Q.I

'Utlfl'il1fl'U !19I1JH'VIfl'fl'l:Jlll'U1fll9l'J ~'U'U1I91Hi:ll9li:ltlm'Vl (Balanced Scorecard) 'lJtl-:jUfl•••
• 1 0' '" lIJ 91'1 91 d.,j '" '" J
lJUi:I'U Ui:I~'UtJ'j\9l'U !191l'Hfl111JL'H'UL'VltlL\9I1JI9I.:J'U

'Vlff LI9I'lf~~'U 'VI{ (2544) fl ci1111 'J~'U 'U1191Hi:l19Ii:It1f11'Vl(Balanced Scorecard) L~ 'U••
, ~ <I!!I.dq 9JG) Q.J ••• I 4Q, I ~?I dt ~ <v d. G}

1J1flfl11Lflltl.:J1Jtl'VI!'lf t'Ufll'J1191 Ui:I~lJ'J~L1J'UHi:I fli:l11fltlLlJ'ULfl'Jtl.:J1Jtl'VINfll'J'ill9lfll'J'VI'lf1tJ t'Ufll'J

lhfli:ltl'VIn1 ,jfffll'J,j n1J~ 1191t1tllfttlfl 1'J1191'H~tl,j'j~!iJ'U Hi:I ~ 'il~'lf1t1 '111'tl.:Jrl fll 'j Lfll9lfl111Jfftll9lfl"'tl.:J••• :tJ

t~'U fl'U'Hd.:Jfl'Ut~enn'U Ui:I~~.:JL.w''U'1'U~ .:J~ijfl111J~hftw~tlfl 11mi1L~ 'i1'IJtl.:Jtl.:Jrlfll'J
• u

19IirtJ LYiV'U'VlWJ(2545) fl ci 1111 'j ~ 'U'U1191H i:I191i:IVfI1'Vl (Balanced Scorecard) L~'U••
Lflttl.:J;jtl~t~tl1J lfJ.:J~.:J~L~'U1r,lV~fl'11 Ui:I~fl1'Jn'il'IJtl.:Jtl-:jrlfl1'J fl.:J1,jri'J~~'l.JciN 1191tJ1Jtl-:j '1'U 2 iJ~~••

<V ~ .:::t.~ ~ .:::t. .ek d Q.J 'l ~ d I Q.I 'l '"
fflJ~i:lfl'U fltl1J\9I19I1'Ufll'JL.:J'U (Finacial Perspective) 9f.:JLU'Ufll'J1191 'Uff.:J'VIlJlflfl11fll'Jdl9l 'Utll9l\91

Q.I .:::t..:::t.dllJ IG) IV 4::ll ,J ...I 'jJ cv 3J 'jJ iJ
fl'U1J\9I'VI t1J !'lf19l1'Ufll'JL.:J'U (Non-Finacial Perspective) 9f-:jlJ'J~fltl'U19I1Vfll'Jd19l19l1WJflfl1 19I1'U

'l v '" v '" ,.
f)'j~'U1'Ufll'JmtJ 'U Ui:I~19I1'Ufll'JL'Jv'Umi:l~fll'JL\9I'U t\91••

.:::t. Q.I.:::t. ~ QI rI t, Q.I

q''il\9l'J1 1'lf'J'i1\91\91flWcyj(2544) fli:l1111 'J~'U'U1I91Hi:lfJi:lVm'Vl (Balanced Scorecard)
iI t 'I .

*L U'Ufll'J1I91Hi:lm'J,j~1J~.:J1'U ~-:jYi11911~t~'W~1ti:l'IJ'VINm'J i~'U lli:l~Yi 1~t~'U'VI1.:Jfll'Jt1'UtVltl' M'

''''.1 0' ••.• 0' di ~I ~ '" .,;", 0 ••.• I '" '" '" '" 'I di '" '"
'U'J'Ji:l1\91f1lJ'J~ff .:Jfl'Hi:Ifl'IJtl.:Jtl.:Jfl fll'J 9f-:jLlJ'U lJ 'il 'iltJ'VI1Jfl 111Jff1fl WL 'Vll L'VIV1Jfl'U 'H'Jtl tlfl t'U'H'U.:Jfl tl 1J

•• u

fl111J ff1JI9Ii:In'U 1191Vff1J fl 1'J ~ 'i1~ij fl l'J ~ 1LiJ'Ufll'J \91tl 'Uff'U tl-:j 'lM' 'U'j 'Ji:I~ tl1\91f1,j 1~ ff -:jrl 'H~fl 'l 'U 4•••
91",91 ",v 91;P ••.• " 91 "''' ~I'"
19I1'Wfltl 19I1'Ufll'JL.:J'Ufl1'Ui:lflfl1 ~11'Ufll1'VlWJ'U1tl-:jflfll'J lli:l~fl1'UHi:li:I'Vl'fj'IJtl.:Jfl111JLlJ'Uti:lfl'••

iY'VI1ifffl~ 'Vlqfl1:ftl~fJi:I (2546) 'lM'fl111JL11'U11 'J~'U'U1flHi:I~mJfl1'Vl (Balanced

~I '" • '" d .1 di .1 vScorecard) t lJ'U 'J~'U'U fll1 'ilfl fl 1'JU'U'U~ -:jHi:Iff1Jq'VI'fj'IJtl-:j-:j1'ULt'U'Uff1J~ i:I~ lJll 'U'U'H'U.:JlJ 1~fl tl'Ufl 1t1

v I v lIJV I ~ '" V ~ v 'I v '" 91
~1J1Jtl-:jfl1'U\9ING'J 4 fl1'U tflUfl m'Ufll1L.:J'U ~lWJflfl1 19I1'Uf)'j~'U1'Ufll'J mtl t'U lli:l~fl1'Ufll1t'JV'U~

" ..
'Utlfl 'il1fli'1iJ-:jijN'tGJffJ1'lf1W' 'U~1'U fll'j'U~'H1'j ,)flfll'j ~fl'H i:l1vvh'U Yiflci11i)-:jfllnJ1ttll

•• u

1~'I.J'U1flHi:lfli:lVm'Vl (Balanced Scorecard) lJlL~'Utfl~tl.:J;jtl' 'Ufll'J,j'j ~LiJ 'UHi:ltl.:Jrlfll1Ui:l~fll'Jlh• . ~
fli:lfJ'VI'fj1,j~fll'j,j~1J~LVltlfl111Jff1L~'il'IJtl.:Jtl-:jrlfll1 (1'jftfl~ 'V,J1JlJl'U'U'Vl,2544; 'U'Vl'Vl'j ~ww~t1tJ~,

QI , ~.:::t. QJ d

2545; 'Vl1ff1t1J ~.:Jl'il'Jt1Jfl'ilfJi:I,2545 Ui:I~flq1:JW1 q'1'J'JWflflfl, 2544)

OJ d d:~ 91 OJ .diflmq,j 'J~'U'U1fl Hi:lfJ i:It1m'Vl(Balanced Scorecard) L1I'Utfl'J tl.:J1Jtl'Vll.:Jfl1'U fll1 'ilfl fll 1 'VI

'il~-i1tJ 'l 'Ufll'J 111fl i:lV'VIn1,j fffll'J,j n 1J~ 1fl fJtllfttlfl 11 119111i:l~,j1~LiJ'U~ 'il~ 'lf1fJ 'lM' tl.:Jrlfll'j lflflfl 111,1••• :tJ



28

f'111lJ~hflty-U6'i':i~'U'lrJYlf-..It1~t1u.m'Vf (Balanced Scorecard)
." ~I "" '1 "" "" o',J

'j~'U'lJ1fH-nWHWfll'W (Balanced Scorecard) lu'\.Hl'W1rl~ !'Wf11'j'U'jlI11'jl'lf'JfHW'VIliC)f'J••
t~'W'j~'U'Uf1l'j'lJ1111'j U'W11 ml tcitl'i 11lflfll'Jftmllfll'J 'flltl1'W 'Jl'W'lJtl'i'U 1El'VI1Pl1'J"li 'Wtr tl'J'U1111'j

'" .I ,
t'lf'imHJ'V\li (Niven, 2002) 'W'U11•

1. i:it~fJ'ifmH'l~ 10 'lJtl'J'U1El'VI~'l'llf1lnNU~'WflflfJ'VITIUfI~'\.hdfll'J1J fi,r~111 'i• ,,'kl
&::t.r:1 ~ cv d VG) rI cv tI

2. 11t'WfJ'i 'j tlfJfI~ 5 'lJtl'i'W 'Wml'W 'VI'VI'j l'UUfl~ t'lJ1 ! 11fl fI fJ'VIli11fI fl'lJ tl'Jtl 'Jrl f1l 'j•" ,do. d. 'JJ rpcv I QI dliJ 311 cv
3. 11t'WfJ'J'jtlfJfI~ 25 'lJtl'J~l1~f1l'jt'Vll'W'W'VI !~ !'U'W(I'~l11~fI'Jl'W

"
'JI '" , 'JI di 'JI • Id/"j .I .I 'JI

4. ~'lJ'j111'j1Jlflfl11'j tlfJfI~ 85 'VI 'lft1m'WYlflfJ u'jfl'j;j1t'j tl'JflflfJ'VIli'lJtl'itl'Jflf1l'j'W tlfJ
~ ~ q q

wh 1 ~1111'JlPltll$itl'W

do Q. v .t:::::l. cv d Q.I d'd. 0

5. 11t'WfJ'J'jtlfJfI~ 40 'lJtl'J'U'j'j;j'VI'VIl1Y1(1''jH'U'l.h ~1JlW~ 111flflfJ'VIli'VIf11'Y/ 'W~•
111flfll'Jftflm~'Jflci11 U(I'Y1'J1~t{f'W 11f1l'j 'U1111'jfl~rJ'V\ £t~'W UUJ'Y/1~ fflfl tlJttfl~V'J'lJ1Y1

• u u

" ,
1Jn:ff'VIn fll'W 1'Wfll'J'fl1tU 'Wfll'J 'Wtlfll1 lflU 'j~'U'lJ fll'J 'U1 'Y/l'J ~~ fll'J U'U'Uli'J ~fI 'Jl'WVi~ 11~~tl'J~fI1111•

1. (l'11~fI'j~111Nf1l'j 1Y1~~'J 1'WJi'1'Wf1l'j t~'WU~~ Ji'1'W~ i~i 6Jff1l'j t~'W.. "
f11 'j Vi 'U1El 'VI1J'j ~ (I''U ~ ~ ff1 t~ 11Ji'1'Wfll'j t~ 'WUIPlt~ fJ'Jtl ~ H t~ fJ1 i 'W1'Wi1 1 ~ i Ji'ti1'W

mrm.h ~fl'W 11'U 1El'VI11~(I'l11 11 t1'fll'j 'i tl~ iJi' tl~l'J t'Jll'W 'j ~'U'lIfll 'j ~Y1f11'j U'U'Uli 'J~M1'W~~~ 'J" .
d I 'JJ Clo Y 4 f Y

(1'11f11'j11 f11111(1'11~ ~ 'j ~ 'Y/11'J~~ 'i 1'WY11'Wfll 'H'J 'W U~ ~ ~ M 1'WY11'Wtl 'W"l t'lf'W \Jflfl1 fJWfll'W 'lJtl'J

m~'U1'Wf1l'j~~~fll'V'l fI 1111ffl 1111'l11'W1ty'lJtl'i1JfI~lm fll'jftfl'j;j11~mt(\~'W 1~m'j11 i '\1~"l t~'W

'JI~'W
2. (l'11~(\'j~1111'Jtl~~ Ul1~,r'W tW~tl'Wlfl~

QI 1 d.c::t 3J Q rI QI dd
'j ~'U 'Ufl1 'j 11Y1fll 'j U'U'U1J'J~~'J 1'W'VI~ 11~ ~ tl'J 1Jtl'i f11J'j ~ fl tl'U 'lJtl 'Jfln 1Y1~Cl 'VI1J(I'1JYI~••

, .c::l l1) 91 , Q.I ~cv 31 .Ql & ~ Q.I rI tj/ rI ~ QI 1'J1 ,
'j~111H tlYl~ tYlUfl ~1'lf1Y1'V1H~1'Wfll'jt'J'W C)f'JtU'W~~~'Wli-qYl'VIltl'lJtl'itl'Jflfll'j ul1~'U'W Y1Ufl

QJ~Qld i GJ'JJClo eS i 'JI
~ 1'll'1Y1'VIU(l'Y1'J~Cl 'J1'W'lJtl'Jfl1 ~'lJ 1'Wfll'j 'Wfll'j ! '\1'U'j fll 'j ~ ~ tlYll1 'Wf1111J'Y'l'J'Wtl 11'lJtl'J Clflfl1 tt~~••
tl'W1f1~ ~.:i1Ji'ttf' 1Pi1i1Y1~U(I'Y1'Jfll'jt~t1'Wf fll'jl~t1tt~~~\PJl'Wll1~tl'W1~fl1'j1J1'\1~"l 'lJtl'Jtl'Jflf1l'j

"
~'J~~tltlflYltlfltltlfl~~i'Wtl'Wlfl~

QI , dd. 0 ~ Cl 'JJ QI

'j~'U'lJfll'j llYl f1l'j tt 'U'U1J'J~~ 'J1'W'VIYlfl1'j f11'W'Jt1'Jfl111J~ tl 'Jfll 'j tt~~f1111JfI1Y1'\11'J•
'JI.ot, 1'" cl I ~ rI 1 Y!iI.t:!:I jJ 4

'lJtl.:i~1J(I'1'W Y1(1'1'Wt(l'fJ~fl~1t1 'Vl'Jflltl'WtlfHJ'Jflf1l'j t'lf'W \Jflfl1 ~t1tl"1'W l1'jtl'l11J'lf'W UCl~fllfJi'W
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V~fifll~ ,t{Uf1 'VlUfH1U l1~m.JfWlm~uiiu~~lU h;fl1'jh1'ml:lJbhl'i'tlJntJf)~:lJi~f)~:lJl1cl~tJ1f)

lnU'U
, Q.I tlo. d Q.I ~ l.rJ fjJ Q.I V tq 'lit $I

4. bl:lJ~{l~g;l111~'VI'j'VltlblU'VI'iltJrltJ~ ~~U{lg;'iltJrltJ~ ~:lJ~~•
~::::tJtJfll 'j,) ~f) 1'j UtJmJ ~t-!{l.;jlU~~fl1'j iJ bl:lJ~ {l 'j::::l1iNf)1~ 1~t-!{l~Ubl~~ iMlltU, ,

Q.I </0. dQ.J fj) 'il I 31 ~ Q.I f1~ Q.I tie::.. dcv 31 , 'tV I v
'VI'j'VltlblU'VI'iltJrltJ.;j ~ l'll'U ~lUfll'jl~U 'VI'j'Vll'JblUt111'j U{lg;'VI'j'VltlblU'VI'iltJrltJ.;j :lJ ~t'll'U'VIumu,
'VIf'Vl t11mtJ flfl{l t{ 1U 'VIf'VlviYu 'VIN Ututu 111~tJUlrlm 'jlJ

• u u

31 J' 0 :'l Q.I I dl A ~ .d.t A tJ.t:!t
~ 1t!! l1 rl U 'illf)fl11:lJ 'illl UU ~.;jf){l11'il.;jtf)~ tfl 'j tJ.;j:lJtJ'VI1.;jf)l'jtJ 'j l11';iil1 :lJ'UU:lJ1fl tJ•

Q.J .Jd dt ~G) A Q.I dt~
'j::::tJtJ 1~ t-!{l~ {l tI f11'Vl(Balanced Scorecard) 9f.;jt tJ U tm tJ.;j:lJtJ ! U f) U tJ 'j l11 'j 'il~ f) n t'VltIl'Vl:lJ•
... 1 ~.G::\ G) j/Q.I rI 1 I $I Q.I eta,; i 0 ~ d dt ~ d dt l rI
1J~::::bl'VI1ifl1'VltMf)tJtJ.;jflfll'j !~EJ'ilg;~~tUUrl1'll'1~ U fll'j~lt U Ufll'jttJUtmtJ.;jlJtJ'Vll'll'tJ:lJ W~ f){l~'VI1i

1 •• 1 o'd'<J)QJ 0 ~ -=:t.Q.I QJ 0' QJ' 0. ",

U{l::::'ll'1EJU1J{l.;jf){ltl'VI1i'VI ~'il~'VI1'llU rll:lJ1blEJ'VIfl'U (Vision) U{l::::'VlU1if)'il (Mission) 'lltJ.;jV~flfll'j•
"rill'J'VItJ~' U ~l1 tJ 1fJ.;j lU I9i 1.;j"l Vll iM'VJf)l1 tJ 1fJ.;j1U 1'1.;jt{Jll1lJ lfJ'll tJ.;jf) 1'j uiiir~.;j lU l~fJiJ ~~

tI d 'JJ Q.I. 0. Q.J Q.I tI Q.I 0. rI ;f Q.I 0 G) $I d 'j1 d
fl'WJf1 {l N 'VIbl tJ~ fI {l tJ~f) tJ 1 bl tI 'VIfl'U U{l::::'VlU 1if) 'il 'UtJ.;jtJ.;jfl f) U U tJf) 'ill f) U t1.;j'VI1 ! m l1 'U'UVlJ {l'VI~ ~

fl'jVtJfl'J:lJf)nu~::::dJut-!{li'U 4 ~lJlJtJ.;j (Perspective) ~tJ~:lJ:lJtJ.;jt{lUf11~l~'U (Financial
. ,::9 911 ':::!P 0 Q.I ,d do Q..I..ci. ~

Perspective) CJ1.;jUlJ11 'il::::lJ'll tJ'ill f)~Url fl.;j t11U ~lJ:lJ tJ~'VIbllfltlJtI.;j tU tJ~'ill f) bll:lJ1 'j t:ltJtJf)t-! {l~ l'U U{l::::

"." <V V <V ilc!J V .c!J V V v
blfl1'Vl'VINf11'j t.;j'U 'j 1:lJ'VI.;jbl::::'VItJU fl11:lJfll~l11.;j'U tJ.;j~ tl tJl1 U l1 'j tJl'ill'U tJ.;j ~lJlJ tJ~~lU ~f)fl1

d rI ",t 0 d gJ ~ fjJ ct
(Customer Perspective) fll'j'VItJ.;jflfll'j 'il::::1J'j::::bltJfl11:lJ bllt'j 'il'VIN~lU fll'jt.:!U 'il::::rltJ.;j:lJ';jlf)!lU'illf)

v I v." eI 'I v i v." .,:.r. v v eI ~1 <V'l' eI
~f)f11l'll'U ~f)mlf)~fl11:lJ'Vl.:!'VlV!'il ~f)m:lJ1 'll'tJ~f)1'jt'VllJ'U'U ~f)fll~blf)1J'j::::'VItJ !'ilU{l::::f)m1m

<I i dd V 'I . d v
V~flfll'j 'U'VI1~'VI~~:lJ:lJtJ.:!~lUf)';j::::tJ1Ufll'jfl1t1 ~U (Internal Process Perspective) f)1';i'VI~f)m'ilg;

." eI i 1 ~ rI CiJ dd d $I fjJ I .d
tf1~fl11lJ'Vl.:!'VltJ 'ilU{lg;f){l11tl.;j tJ.:!flfll'j !U 'VIN'VI~ :lJ1'illf)fll'j 'VIt'j lbll:lJ1'j tl bl'j N t-!{l~lU ~ 1U rl H"l 'VI

.d 'JJ QI ~ igJ ~ ~ fjJ, Q.I.do QI 'v
lf1t11'lltJ~f)tlm::::tl1'Ufllm{lrl m::::tl 1U fll'j l1tl'j fll~ l1 'jVUlJUrl'lltl1'Uf)1~ blU tlbl'4 'U'YILllfltlJ"l ~

Vd1~l~'Uli1fl' 'lli1'il::::t~'Um::::tl1'Ufll'j i Mtl~ fll~ m::::tl1'U f)1'jtl~l11';i'VIf'Vltl1m f)';j::::tl1'Ufll~ d~
." 'i' I .,: 'I' d.c!J.::', <10 <V ok .::'1

:lJtJtltl~fll~ !~t!! 'i! 'Vl1::::tJtlHl'J':!f)';j::::tl1'Ufll'j !'Ul1U 1l'J.:!1'U'YIt:ltIt1J'Uf){l~'VI1ibl1fltlJCJ1.:!l1J'UQtlJU'il~tJf)

i ,d 0 '~I' eI i v V .c!J V d V <Vl1tlJ'VI 'il::::'U1 1J~fl 11lJ 'Vl.:!'VltJ 'il'll tJ.:!~ f)fl1 U{l::::,!~'VIltifl tJ~lJ:lJV ~~ 1'U f)1'j t'j fJ'U~U{l::::'Vl~U 1

d rI $I V .~
(Learning and Growth Perspective) fll'j'YItJ.;jflfll'j'il::::bl1:lJ1'jt:lbl'j1.:!t-!{ln'U~lum::::tl1'Ufllm{lrl

.c!J i<JJ ~ .d.?i ~ 91 d dd d 'j) Q.I ••• I rid.

l1H) l1tl~ fll~ 'VItU 'Ul{l fl'rl tJ.:!:lJtlfl {l1 m'YIlJfl WfI1'Vl lJfl11:lJ 'j fl 11lJ bl1:lJ1HI 'VIf)'l:J::::1J~::::bltJfll'j WlJ.. ~
.Q V rI~, e1e:9 ~ '0 d ~ e:!t

fl111Jfl~bl~ 1.:!bl'j 'jfl bl.:!i l1lJ"l ~lJlJ tJ.;jU 'il.:!AUU'j 1f)~ l'U Ul1..;jfl111J blll 'j 'il~g;fJ::::l'J11U{l::::fJ.:!t1U'llV.;j

V~fifll'j (iY'YIifff)t 'Vlqf)"r1J~Q{l, 2546)

d I Q I .1'" <I i ""ok ~
'ill f)'YIf){l11:lJ1 'il::::m'Ufl11lJ Url f)m.:! 'ill f) fll'j 1J~::::llJ'Ut-!{l tJ.:!fl f)1';i 'UtJ~~ CJ1~ttJ'U~fl

~rl Ll1l1 f)nlJ (Industrial Age) ~ bll:lJ 1';it:Ii~~lJ :lJV~'YI1~f)1~ l~U l 'If'Ut-!{lfl1 ht~ 'U~1ti 1l1'U ~

o d rI d~ I .e1 'Q.I d ~ QI Cll ~ ' d 0 d
fl11:lJ bl1l ~ 'il'll tJ.:!tJ.;jflf) 1'j f)t:I V11t'VlfJ.:!'VltJ ttrl f) 1'j 1~ t-!{l'VIt1l U rl1t.:!'U tU'U f) 1'j tl.:!tl Vf) tl ~fl 111Jbl1l 'j 'il
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~ do I rt I d ill Q..I II d I

'Ufl..:Jfl..:Jflflll '1'WflCfl~UVl1'W'WimYllllltllJfl..:Jm'W iCfl11 1 'W1J1111u'Wml~fl'W 1fll9lfl..:Jflnu 11~ltJ'WmJ1..:Ii l•
<I.., "'l II) 31 .1 .1 '" <I 'I I

UflUUCl'W1U'l~'Wfll\9l'W (Kaplan & Norton,1996) 11..:JtCfl1ff'Wfl~uUUUflllUl~llJ'Wfl..:JflflllUUU t'\1lJ

"" .., .1 '" d I 'I 31 " .1 '"flfll~UU1CP)UCl~Ul~llJ'WNClCP)mJfll'W (Balanced Scorecard) Vll1~'I11tJ mfl..:Jflflllff1111ltlul~llJ'WNCl
- .

n1l tl~,j~..:J 1'Wi ~ fl V1..:Jfll flU fl ~ lJ 11Cl~fflJf.j Cl 1cp)tJ'l'11'1r1ff1lJ II tllJ fl..:J1~ 'Wfl11lJ ff11 ~ 11'1'Wfl~\9I 'il1n

31 '" "'l~ '" I <I ,::II I II) 31 31 31
1llJlJfl..:JCfl1'Wflll1..:J'W Vll1Utl..:Ju 11~U'W11 fl..:Jflflll1 u'W fltJ1..:I t l111n1llJlJfl..:JCfl1'W~ nfl1 UCl~1llJlJfl..:JCP)1'W

m ~U 1'Wn U flltJ '1'W l1Cl~ ff1lJ II tl tll ~ 1n 'Wfl..:Jfi'n U 1'Wfl 'W1fl \911~1CfltJfl1fftJlJ lJ lJ fl..:J~1'Wfl..:Jfi'n u '1'W•
fl'Wlfll9l i~lcp)tJfl1fftJlJlJlJfl..:J~ 1'Wflll1~ tJ'Wfm1~'W1'lJ 'U1 'l'111r1Cl'llJ UtllJfl..:Jt ~ 'UVlfl'VI1..:1fllly;'i 11U'W..:J1'W. ~

v v

UCl~'\11U 'W1'1'11..:11 'Wflll 'W1'lJ'U1fl..:Jfi'fl n I r1~~ 'U iTflU ~ '\1n i'W 1 '\1]j ~..:Jfl1fl i'j l1Cl~lfl fl'l1'U~..:J1 r1fl11lJ
• v.J v v v

ff'W111 UCl~l~mhl1'W 1~cp)um 1 ~ CJ1..:JUl9lfl~1..:1fl'Wi U\9I1lJ 1\91tlUl ~Cl'..:JPl'Ufl..:Jfl..:JPlm ~..:JUl1lJ~..:J 'l'W•

'"'" "" OJmfU1Vl'W'l-!!p'l-!'UM'a~1J1J1V1~H1VJ~fjft1'W(Balanced Scorecard)

l~UU1CP)NClf.jCltJfll'W (Balanced Scorecard) 19I1lJU'W1~Cfl'Ufl..:JKaplan llCl~ Norton
• v

"'111 31", '" "'l.1 31 11131 ,
(1996) VI tCP)lUflll'WI'lJ'W1'U'WUl~flflUCfl1tJ1llJlJfl..:J (Perspective) 41llJlJfl..:J tCflUn

1. 1llJlJfl..:J~1'Wflll1~'U (Financial Perspective)

31 31 ( • )2. 1llJlJfl..:JCP)1'W~flfl1 Customer Perspective

3. 1llJlJfl..:J~1'Wm~U1'WflnflltJ1'W (Internal process Perspective)

4. 1llJlJfl..:J~1'Uflll1~tJ'WiUCl~flll'WI'lJ'Wl (Learning and Growth Perspective)

lfl'a..:Jtf~NU'l-!1flVl Balanced Scorecard

lcp)tJmtJ'l~u~Cl~lJlJlJfl..:Jtll~flflU~1tJ~h'Wff1fltu 4 ~h'W i~11fi
• u

1. 1I91Qtll~ff..:JPl (Object) ~ff1flty'Ufl..:Jll~Cl~1llJlJfl..:J \9I1lJU'W1~Cfll~UU1CP)NCl~ClUflWl
dt~d fI 1 QJ~iJ d

(Balanced Scorecard) fl fl Cl'..:JVIfl..:Jfl flll1l..:J '\1'N '\1l fl \91fl..:Jflll VI11~ U n ~
v v

evdcv..:!t llJ" IQ,ldQl

2. \9I1'Jl'1Cfl (Measures'\1lfl Key Performance Indicators) tCflUn 19I1'111Cfl'Ufl..:J
v v ,

1\91f)tll~ff ..:JPlI'U11~Cl~~ 1'W ~ 1;1CP)m ri 1U 'il~l1J'W1fl~ fl..:Jijfl I hi flll1Cfl 11 fl..:Jf>1'flllunCl1191f)tll~ff..:JPl
v•• q

v
61 I 4JJ ..:!t l1J • rI ••. t 9J QI I::l Q.I •

t'W11I91Cl~Cfl1'W'\1lfltlJ \9IllJ1flWCV1'Ufl..:JKaplan and Norton fl1lUl~nflUCfl1UI9I1'Jl'1m~'\111..:1 20-25

QJ ,! " d' "I9J f 9J 61 ~ d 0 Q..I ,~ GI .•. f 9J QI JQ.I

19111'Wfl '1'\1fl..:Jflfl U t cP)lJ..:J1'W'Wt'U fl Utll ~ llJ'Wt U 'W1~ VIff1fl tu 1'YI1'W'U 11Cl~lJ n Ul ~ nflU cP)1tJ19I1'Jl'1Cfl
• u

'131 31 '" 31 1Y Y Y 31 '1Y 31flltJ tI9l1llJlJfl..:JCP)1'Wflll1..:J'WlflUCl~ 22 fllU 19I1llJlJfl..:JCP)1'W~flfl1lflUCl~ 22 flltJ tI9l1llJlJfl..:JCfl1'W

'I <I Y '1Y 31 '" 31 .., 31 .J
m~U1'WflllfllU t'Ufl..:JflfllllfltJCl~ 34 UCl~fllU t\9l1llJlJfl..:Jm'Uflll1lU'W~11Cl~'W1'lJ'W1lfltJCl~ 22 CJ1..:J

, '131 '" <I I 'I '.1 3111~'WU11flltJ t\9ll~UU1CflNCl~mJfll'W (Balanced Scorecard) 'Ufl..:Jfl..:Jflflllff1h1 t'\1tyfl1lUl~flflUCfl1tJ
'JI I' " " 'JI

~1;1CP)fl'W'¥ii]j'l'lf~1;1CP)flll1~'Wtll~lllW fflUCl~ 80 'Ufl..:J~1'U1'W~1;1CP)~..:J'\1lJCP)('W"llCfl'l1~~'UVI{

,2545)
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"Q.J .c::5. IV , Q.J

'lJfl.:J~1'll'1~Ht\PH'l~ 1000J

1 ~~ d,f Q../ods _3-t
4. WflNl'W f1Hfll'J 'l1Hlfl'ilf)'j'JlJ (Initiatives) 'Vlfl.:Jflfll'J'il~'O~'Vl1t'VWU'J'HUlJ1'l1mtl•

.,; 0 .1 1 i.1 .1., Ii) '1' "".,"" .,; 0 d '" "l
'Vlfll'l1'W~'lJ'W ~t1 'W'lJ'W~fl'W'WtI.:JtlJ 'll'W'I'W11~u~fll'J'Vl'il~'Vlltll'Wt'VW.:JUN'W.:Jl'W lm.:Jfll'J'l1'jfl

~ ~ 3J d 31 0 ~ _3.1 d ~
fl'Om 'j lJtUfl.:J~ 'W'1'1~fl.:J'Vl1t'WflU'J 'j ~t lJ l'l1lJ 1t1'Vl~fl.:Jfl n

""""., ., •••• d •• .:: v v d
'illflUN'W.tUJ 11;'l't1'Vlfl''Wtt(l~flmJ'Vllitll'W fl''Wtlfl?1l.:J'lJfl.:JlJ:JJ:JJeJ~'Vl.:J4 ~l'WU1;'l'~~ '1'l1t'l1'W

~ q ~ q

, 1 Q.I 0 Q.J Q..I' •.• I ~ '1 v , v
11 'Wfln'O~'Vl1'j~UU1~N-n~-ntl.fll'W (Balanced Scorecard) 1~Qu'j~1;'l'~f1.flltl ~U~-n~J1lJ:JJeJ.:J'O~~fl.:J

SI " f , , ,

1;'l'eJ~f1~fl.:JfiultYtI";fl't1'u-n~flmJ'VlTI'lJeJ.:Jfl~rlfll 'j ";.:Jihi1fl.:J 'il1flfll'jl1fl.:Jrlfl n 'O~'Vl'j1U 1~·;hii .:Jl1n•
o Q.I 0 QJ 01 d ~ 'j) QI <JI Q.J ~cv Q.I a' tI

fI11lJ1;'l'1f1ty 1;'l'1'l1'j U fl~f1 fll'j 1;'l'.:J'W'W'il~ ~ fl.:J1;'l''WU m-! 'Wu-n~ 1;'l'fl~f1-neJ.:JflU 11;1't1'1'1fl''WU-n~fl-n~'Vlli'lJfl.:J

"" ,
'il~tM'Wl1J1lJlJ fl.:J";.:J4 1~~flfl1'l1'W ~~'Wm l~t1mfftl'll~ 'll'tyl i'Wfll'j ~ltU'W ~ 'j0'O";1"1
" ,

111 U-n~lJlJ:JJfl.:J";.:J 4 iJ.:Jnfl11lJifmi'WTI~flfi'W l'Wt~.:Jm~u-n~N-n trJ'Wfltu€lmltu~~hflWl1nll M'
q q q u

'j~'UU1'~N-n~mJ.fll'W (Balanced Scorecard) nfl11lJU~fl~1.:J'Olmfl~fl~ijfl h.Jfln'll'j~tiJ'W,*1"1 I'll

~_I v
f) 'i f1lJ'a~fl f)1J~tltlf)'i'U f) 'i'a~U1J-:I~w"VJ"rJ fll'Vt (Bata nced Sco recard)

1. ~tltlf)'i~n.Jm'ai~'\.J (Financial Perspective)
_~ "" <Ii •••• v .1

tlJ 1'l1:JJltl'Vl H fl n t.:J 'WU1;'l'~.:JfI~ ~~ 11'j~ 1;'l'~f1 'j ~ t1~ tI11'Ufl.:J fl ~f1 fl n fllV '1~J11JlJV~'W
. ,jI , t

~U1'l11 'jIlit Vlt1.:JU~ 'll 'j ~ dJ 'WN-n.:J1'Wl1 tO~~'W U~ -:lU~ iJ~fl1 U.:J O.:J~ 1U 'll 'j Vi"h flwi 'Wfl n .uUlfi ~ fl'W
~ u

lfl 1'l11J1t1'1 'U'j ~t1~ t111 ('W'j 1;'l'i'ty i .:Jt'il1tyO'il,2545) fll'j 1'~ N-nfll'j ~ 1tU'W.:J1'WH1'WJ1lJ:JJfl.:J'VlH~ 1'W

fll 'j l~ 'WlrJ'Wfl n l'~fl1'W 'j 1lJ 'lJfl.:J~N rlfl n fl ci 11fl elLrJ 'Wfll 'j 1~11fl-n tI 'Vl; fl1 'j ~ 1tU 'W~ 1 'Wm'l ~ fll'j•
'" "'. ''I 'll" 'll •• i 'JI"'.1 , Ii) 1 ''ll d li)'ll" 'IU'j'l11'J'lJ1;'l'1'W'll'1t1 t'Wfll'J' 'jU ~.:JV.:Jflfll'j l'i~'lJ'WfltlH t'j ~t1J1.:J 'j~t~'W t t1~f111:JJ1;1'11Jnfl t'W

fll'J''thih I'J' U~11J1:JJlJfl.:J~1'Wfll'J't~'W 'O~n,j'fl~lfi~ 1 'WU'iI~u'W u~iJ.:JtrJ'WJ1lJlJ~H~fflfltyl~vm'Wl~

f ~ tI Q d , 0 "I dt v ~ d cv , .td
flV H t1.:Jfl.:Jf1fll 'j 1im 'il'l'1lJ.:JU1;'l'1.:J'l11fll t'j t'Wtl.:J'il1fllJlJlJ tl.:J~ 1'Wfll 'j t.:J'W'il~11l'W~ 1Uflfl11fl-n V'Vlli'Vl

q q q q

tl1l1'W~~'W ll-n~U1 I111,*11~u~rieJ iM'tO~ N-n~~tlfll'j~ltij'W~tlfll'J'~11'Wwn'W'Utl.:Jfl~rlfl1'jl'i~V lli

"' .. i 'JI V "'., 'll 'JI .•• .,; 0" 'll
('W~ 1~'b'~'j'W'I'1'J', 2545 fllV ~J1lJ:JJV.:J~l'Wflnl.:J'WlJfl 'j~flflU~1fJfl-n~'I'1li'Vl1;'l'1f1ty 3 'J'~fln

"l

(Kaplan and Norton,1996) f1fl

.,;. .1 Ii) 'JI • '" 'JI "l
1. fll'jl'W1J'lJ'W'Ufl.:J'j1V t~ (Revenue Growth And Mix) 'Olflfll'j'lJV1V1;'l''WfIll'i'J'fl

Q G) ~ jI ~ I $I 1 I ~ d,d.d ~ Q.I,1cv dQ G\ Y
fll'J'l1;'l''WU'J'fll'j t'l1t'Ulfl.:Jfl-nlJ-nflfll 'l1lJ U-n~fll'jU'J'fll'J''Vlm'W Vfltu fIl'l'1t'WlJ1;1'.:J'U'W~1'll'1~'I'1'WVlJ t 'b'

q <II q <u

"1~uri 'J'lV 1~~ flii'WT1'lU-n~U1fll'j il'ili~fl'j 1t11~";.:Jl'ilJ~ l'i~tltl1 1 'j~'Vln 'il1flii'WT1'ltt(l~U1fll'J' '1l'ili

9J .6. lIJ iJ , Y a 9JQI Q d 3J
'j eJtI-n~fll'j t'W:JJ'lJtl.:J'j1t1 t~~tl-nflfl1'il1'W 1'WN'jUU 'j fll'j tll'W ~'W~ ~
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~ t:!t ..{ J Q 1 .., .. ~
2. m~ MI i:l-3'Uf)-3Vl'U'Vl'U'\1~ f)m~ l'VUJ'U'U'Uf)-3~i:lVlm'V'l ~tJmn.htJ~lfll'ff'Um•" , "

11i:l~tJ~m~ 1mj m~ i:l~I9i''Ui'J 'U'" -3'VlNVlHlli:l:i:'Vl1-30mJ i11'~ 1i:l-3 m~ i~'Vlf'V'lmmi1'U~ 1'U-i 11Jtl'U
" ,

~~'\111-3'\1thfJHW 1P11;1~Yi 1.i1flru il9i'mlel'm 1m'j i:l~i:l-3'Uf)-3I9i''U'Vl'Un1lm 'j1J ~ lfJ '~'Uf)-3'V'l11fN1'U
u •

?l ~
llJ'UVl'U

i~'""'..i ~?I.1 1 d' ,J "l '" ~ 13. m'j 'b''VlH'Wi:l''U '\11lJ'UlJ'j~ fJ'b''U1I1n'U'U '\1'jf)ni:l~'Vl1i'Vll-3Vl'Ui'J'W ~fJm'ji:l~

~~~tJ1~'W'Vl'W~19i'f)-3nu i~i:l-3 11i:l:i:M'U111i~1I'j ~ 1fJ'b'U 1l1nff'W 'Vlf'V'l~m1'j i11'lJ1n~'W 1P11;i~~1.ilfiru
• u

"
'~11n filVlf)tJ11'Vl'U"'-3'\11J~ 1tJ'WI9i''W

i'Wnu~ 1l~'VlHI.J111Vltl1l'j~ 'ff-3flmfJ 119i'1J1J1Jf)-3~1'Wm'j 1~'W1tJ'Uf)VH' 'j f)-3flm'j 1l~••
t11'\1'W~ni:lfJ'Vltil ,ri~l1l'W 111l~ i 11Vifl''Vl1-3i~1J1J1Jf)-3~1'Wnu 1~'W1l~i:l'1111HIVlf)tJ'ff'W f)-3~f)nM'Vltiqq. q

d' IfIrp, Q.I

'Uf)-3f)-3flm'j t~f)fJ1.:j'b'~11l'W

2. '411118~vi'n!gflAl (Customer Perspective)

l~1Jf)-3flnU ri1l-JlmY*llr'U~m ~tJ1'WmHn11J i:l'1111'jtl t 'Wm'j~ilVlff'U fll l~fJhj

o <'I <'I ~ ~,~ '" 'I d'dd. I '" ,J 0'

m 'W-3tl-3fl111J Vlf) -3n 1'j 'Uf)-:J~ n fl1 11VllJ1l~ 'IJ'Wt'Wi:l'm 'Um ':itU 'Vl1Jf)1'j 11'U-3'U'UlJ1 n 'U'U n" ~'Vl1i'Uf)-3

f)-3fl m ~~ -319i'f) uj -3fl111J i:l''Ui1li 11~ i:lnfl 11tJ 'W'\1~n 1~fJ~ 1P1l'W1tJ ~ f)1'j 1v7 f)Vlf)tJ i:l''Uf)-3fl111J I9i'f)'-3m 'j. ~
"'Uf)-3i:lnfll111'i ~ f tJ 11'j ~ 1tJ'b'U 'ff-3i:l'~ ~ -311'W1111~tJ 1.i1fi ru 1 'Un 1'j t11 '\1'U~fl111J 1.111~ 1)i 'Wf) 'U1flVl'Uf)-3

qJ cu q u

f)-3fl nu ~ f)fl111J 'ffllJ 1~ tl i'Wnu Vlf)tJ i:l''Uf)-3fl111J19i'f) -3f)1~ 'Uf)-:J~ nfll~ 111~ fJ'U1111,,-3' 111 ~ tJfl111J

~ . ~ 0 "1~?I.1 0 '" "l
Vlf)-3m~'Uf)-3i:lnm'ffllJ1'jtl1)l11'Un t~llJ'U 4 lJ'j~m'j'ff1flru flf)

~ u

Q.I~iI ~ d 3Jrp
1. Vl1'ff'Wm11i:l~tJ'jm'j'Vli:lnmVlf)-3m'j~

2. l1"l~'~ftJ'IJ~m'j

3. fJt\!m'V'ltJ~nu

tjJ I:!:I Q d
4. Vl'W'Vl'W'jlm l1~f)tJ'jm'j'Vl1'\1111~i:l'1J•

'l~ ~.I ~ "'.1 0' '" dO"'.1 ill'"
fllfJ tVl1J1J1Jf)-3i:lnm1)g:lJ'j~nf)'IJ~ 1tJ1VltllJ'j ~ 'ff-3fl'\1i:ln'Vli:l'lflru 5 lJ'jg:m~ t~l1n

q cu .:t u

" ..I' Q,I dQ.J do Q.I ~'f d:I d Q..I I I

1. i:l'1'UlltJ-3f)1'jllm~ Vl1'b'1~'Vli:l'lflty flf) i:l'1'WlltJ-3f11'jVli:ll~11Jm'VlfJtJntJ~11'U-3

2. m':ifn1l1~n~11nl 1tJ'Wnul~ml1J'ffl1Jl'j(11'Um'jfm:n~1'W~nfll1~lJ'Uf)-3

f)-3flnU ~-3111)1)u'U omtJ'U ~ -31.ilfiru 1P11;1~~1.ilfiru 1#111n ~ 1'W1'Wi:lnfll~'ffru'\11fJi 1I1'Wll~i:l~tl~f)
q u u 'U cuu

" "o jJ Q.I 4!t tq9J 91 " "1'i1Q,1 =:It gJ
1)1'W1'Wi:lnm'Vl-3l11J~ l1'jf)'jlfJ t~i:lnm1mVlf)'jlfJ t~'Vl-3'\11J~ l'IJ'WVl'W~ ~

~ ~i '?I '" 0' 'I ~3. m'j1'V'llJi:lnm '\11J llJ'Um':i1~ml1Ji:l'1111':itl'Uf)-3f)-3flf11':i t'Wf11':ill'ff1-3l11i:lnm~ ~

imj 1P11;1~~1.1lfiftl i~l1n ~1'U1'U i:lnfll1 mj~f)i:lnfllJ-3'\1lJ~'\1if)~l'W 1'W"nfll~lvj1J~'W ':iltJ'~V(1 cu cu cu

"~ 'I " "1 ~ '"i:lnm m1JVlf)~ltJ t~'Vl-3'\11J~~
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4. tl111J.w~'rHJ11)'\Itl'Hln~ 1 l'rJ'Wf1l~1tltl111J.w~'rHJ11)'\Itl~~n~1~iilPim.J1nu 1'W~ ~
'JI jI :II I

1]1)'il-U'WU 'Vlntl~fl'fll~1..rtl111.1l:Y1f1illtl'Un1j &1~11) tl111J.w,:j'rHJ11)'\Itl~~n~ 1li~uiifll~ 'Vl'U11~ n~lYi
q q u cu cu. " ,

iitl111J.w ,:j'Vltl11) 1 tl'W1)~'Utlnvl tl hliJ,:j l:ln~ 1Vn 10 tl'Wi1nh ~tl'Ufll~ ci'Yi~'\Itl,:jI'1'Wltl~1911'lf1tlYi~

&1f1ill;)tltl111J.w~'Vltl11)'\Itl,:j~m~11~1'Wl'W~tl~ tl·:U1tJ'W'\Itl,:jl:ln~l" ~ ~
olJJ' 31.d olJJ 31 1JJ3I 31 , 31

5. fll t~l'1tll:lntl1 flln11~11)~'Vl~1'Ufll t~l~ll'1tl,:j'Vl~l'U~ltJ ttlll~~I'1'W'Vl'Wl'1tll:lntl11~ . ~
" .

~ltJrltl'W 1tltJfll~~tl'l'h~'W'Vl'W1'111JOllm~)J''W~~'U'U1911'lf1tlYi&1f1ill'~llrlfhhlPitll:ln~l 1 ~ltJ. ,,~

i 31"". I '" '" •I "'", 131.1.d 0 ••• 131tl1UtllJm~'U1'Wfll~ 'HlJlJ~~tl'Vl1irll:llll:l~lJ~~tl'Vl1ifll'Vltl~tltlflltJ 1'1,:j'UlJ~~1Jltu'Vl'il1ntlfiTV'!1'1. ~ .
;t Cj/ ~ '1i),:!I do Q.I i rI d • old

1J1J1Jtl,:j'W1)~l'1tl,:jW'il1~tu111tl~ t ~tltlm~'U1'W fll~'Vltl1tlillflltJ 'Wtl~tlm'Vl'il~"ll'1tJ'W11tl'Wtltltu tll'Vl. ".
l:ln~l~tl~fll~ 1tltJtl11J1~tlthll'W1fitltl1tJ 1CJf1l11~tltu~1'\1tl,:j('Vltlltl"ll'~1'W'Vl{2545) ~~~, t11cu q It 'i

tl,:jfl'n1jtl~~ntl'U~1tJO'ilm ~1J'H~n 5 01lm~)J l~llrl
Q.J Q..I <C:\ ~ Q,I C\ ~

1. fll~lltl'H1 f111tl1'Utl1J1I'1tltl'U1ll:l~fll1'U1'H1jtlMtl'Wtll••
'" '" 3J 0 d.1 .1 .1'" P ••••.• ~I 'j/

2. f111rll:ll'1tl'WtlltllI11l2lJ f11111lJ12lJtl'W'l'11f111'U11~ nU~lll:lltl1tl~llm llJ'WI'1'W

3. 01)m11JIPiH"l ~1~tJ1~tl,:jtl'Ufll1 ~~lln'U11'U111J~tl~1'HthtJ 1ll:l~'U1f1l~ltliJ,:j

. , "
4. O'ilm11JIPiH"l YilfitJ1~tl~tl'Ufll1~,:j'1)'..r~n~1 CjftliY'W~1'H~tl'U1fll11"lf'Wf1l1

1CJ.llltu1 f1l1~l'1ntJfll~ ri~ltl11Jfll~ ~l'HthtJ fll11tltlntl~~'litl~'Vl1~fll1~THlhtJ
, . "

5. 'U1fll1YiI'WlJtltu~l'H~mJ1~~i'nll1iY'W~1111Jli~,..r'U1fll~mr~fll~'\I1fJ 1'lf'Wf111••
"~tl~~ f111C!ftllJihH f1l~tl'U11Jn1j1tiY'W~1•

&1'Hi''UO'ilm 11Jlt(1)J'H~tlO 1)m11JtlU'Utl'l.!'Wtl11Jl1tlll,j~ tltlm~'W 01)m 'j1J 'H~tl
3J .,11 Q.I 4:!l Q.I ~ Q.I e:. A Q.I 4 4:!l 4 0 , ~ .Q Q.I l1J iI ,

'H'W1'Vl'Wfll'jlltll1l'H'jtllltlC!ftl1tltll'1'U ltl1tl,:jllm Itl~tl~lJtl lWtl'W11J1"ll't'Wn'ilm~lJ'Hl:ln ttllln•
1. 01lm'j1J~'lf1mvi)Jtltu~11..rllrliY'W~ll1~tlm~'U1'Wfll'j 1"lf'WO'ilm11J~1'Wfll~•

•••.••.• '" 'JI <!I 131 1 1 ""1'JI •.•••1'iltJlll:l~'Vl~'Wlfll~tltlnll'U'Utl'Wtll tll~ll:ltln "ll'l'Vltl'W l:ltJ l1m1Jl~tllJn'Utl,:jtlfll1

2. l~llrl O'ilm~1J~I~tJ1,rtl~fitJfll1'U1'H11'Vli''VltJ1nnJtltl~ 1"lf'Wf11111tl11~11tl111.1
iI iI Q.I Ql'a ~I .Q Cl.c!l ,
I'1tl~fll~tll'W'4tl~ 1m fll'j'iltll11 tltlmtlfl fll~ p.jntl'U'jlJ flWl.J'jl11~1~'Wltltl'Ulll:l~tl1l'1tl'Ulll'1lJ

3. O'ilm'j1J~I~tJ1,reJ~fi'Un1jtJ1'Hl1..t1"lltl1'WeJ,:jfl'fll1 fll'j1HllrllJ nu-uty'lf
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)J , " I " So'

~ 1'1f1~i1ff1~ru '1u:lJmJfl.:Ji11~uri ~lU1U '\Jfl.:J~iYfJi1~n~;jU\l1f1'1jU\9H)Ufll)f-l~1Pl
u •

'YI~flf fltJCl'\Jfl.:JffU l'i'l~~·hu fll'iIPl':i"Hl ~fl'IJy;]tufl1'Vl nm '1uu~m;m :t:'IJ1U fll'J 'fJ1Pl'J1fll'i d .:J:lJfl'IJIPl'i.:J••
, '1 Q.I I::),QI d''l '.::'Ij)

IPlfl!1m 'J:t:fJ:t: Ufll'J'VlWlU1f-lCllPlfltuCV1 'YI:lJ~uUIPlU

. II <Ol II
4. ~lJlJfl~m'Ufll·H·W'U~Ht'I:::fll'J.wQ}t'Ul (Learning and Growth Perspective)

t~U:lJ:lJ:lJfl.:J~ff1~ru~flflU1Y;]\9l'\Jfl.:Jfl.:Jflfll'i '1U ~lUfll'i ~111ru~~'IJ llPl UCl:t:.wWlU1'1U
q u· fJ

J:! I I 31d 0 d <jI ;t rI jJ ~ t

'J:t:fJ:t:tll11 mJ:lJ ff1U 'lf1t1 '1'YIflfl 3 :lJ:lJ:lJfl.:J'IJ'j"j'Clf-lCl~lt 'i 11flltl 'l1Pl:lJ:lJ:lJfl.:JU fl.:Jy;]fll'i 11:t:1Plfl.:J'Vl111'itu111•••
'1 d "'.1 •• '1" " "'" "'JJ '1lUfll'i'VI11:t:'IJ'j"j''J1IPlQu'i:t:ff.:JY;]fl1t111Pl1l:lJ:lJfl.:J~lUfll'i~.:JU ~l1U~flm UCl:t:~lUm:t:'IJ1Ufll'ifllfJ U

tI 31.:::1.c::t jJ (V Ilil

fl.:Jflfll'J l1:t:lPlfl.:J:lJfll'i~'itlU mCl:t:'V'lWlU1flfJ1.:J 1'i••
1~t1d1u'lmYl1:t:~.:J~,ru'1u 3 ~lU'YI~fl~ ~fl l)'VIi''Vltllm\jy;]y;]Cl (People) 2) 'i:t:'IJ'IJ

(System) ~lUt'VIy;] iu iClthn'Jffu~'VIfl' UCl:t:3) m:t:'IJ1Ufll'iflltl'lUfl.:Jflfll'i (Organizational

9J Q.J cI ~ '1 rI ?I Q.JdoG.J'.et
Procedures) ~ 1U1WlU 1i'i 'J :lJUCl:t:'IJ'J'J fJlfllfl'fl.:Jflfll'i C)f.:J\jy;]Cl1m Ufl.:Jy;]fll 'i ~U UiJ 1111t1'V1ff1Y;]ty'VI"!~

'"
'vh'1 M'fl.:Jflfll'.i ~1.:JG11Jfll1:t:Vi111'.itu11IPltltl'.i:t:ff.:Jfl '1U~lU 'VIi''VlV1m1Jflfl Cl~.:Ji1

I ••

IV Q.I & QllrJ9J'l OJ ,

1. 'VIfl'l:l:t: Y;]11:lJff1:lJ1'itl'\Jfl.:J'VlUm1U (Skill) C)f.:J11:t:1~t~ Ul1Cl1f.lClfl'l:ltu:t: ~'lfU

~lU1Ui1 i:lJ.:J~'VlUfl.:J1Ui~i''IJfll'.ifl'IJ'i:lJ~flill1~flfll'il11 Competency Test 'YI~flfll'il11 Strategic

Skills Coverage (L~U fll'.iff1'.i 11111fl'l:l:t:~ijfl11:lJff1~ty~flflCl~'VI,r'\Jfl.:Jfl.:Jflfll '.i UCl:t:Vi111'itul'hij. '"QJ .:::1.:::1 Q.I '1 $I Q.I Q a Q.I ?I jJ

'VlUmlU'VI:lJ'VIfl'l:l:t: U~lUUU~ ~'VW.:J'Vlfll1'iflf.l~) ~UUIPlU

2. l1fl'Ufl~ UCl:t:fl11:lJ~.:J'Vlfl '111'Ufl.:J'VlUm1U (Attitude and Employee Satisfaction)

1~V:lJ1fl1Jml:t:1~~ 1t1fll'il11ff1'i 11111f1'UY;]~'\Jfl~'VlU fl.:J1U ~lU 1U'li'fllffU fl~1JY;]Cl1m~ffUfll1 ~fl•
~lU 1U'Ii'fl~ffUfl~1Jfl Cl1fl'HffU flUCl:t:ijflWlh hhlilu~

3. 'fJ1Pl'ilfll'rl1:lJ'lH1~U 1'li'lflflfl'Ufl.:J'V'IUm1U (Turnover) ~.:J1l:t:1~ 1~f.lVi111':i'tul1l1fl•
OJ " OJ

fl\Pl':i'lfll'i~'\J1 flflfl'\Jfl.:J'V'IUfl~lU
jI , SI JI t

U flfl111fl~ 1'1f1~i1flrl11'li'1.:J ~U flltl '1~:lJ:lJ:lJfl.:Ji1i1.:Jij~ 1'1f1~i1 ff1~ru i ~uri y;]11:lJ
• u

" " OJ " OJ d llJ' GI" llJ"~"
tlfllPlfl.:J'\Jfl.:j'\Jfl:lJCl fllPl':i'lfl11:lJmfl'IJflCl:lJ'\Jfl.:J'\Jfl:lJCl fllPl'i1'V1':i':t:'IJ'IJt:lJff1:lJ1':i'tll'lffll'i l~ lUU\9lU
qJ qJ Cl cu

m:t:Ul'Ufll'J1'Ufll'J.wQ}t'Ul 'J:::U\rJYlNt'lYit'ltlill'f'l (Balanced Scorecard)q

'1 OJ OJ .1 "
m:::1J1Ufll'i lUfll'J'V'IWlU1 'i:::'IJ'lJ1~f-lCl~Clf.lfll'V'l (Balanced Scorecard) u':i':::flfl1J~1f.l•

'"
oUU\9lflU~l.:J~ (Niven, 2002) i~uri

~ d 0 Q.I C\ ?I ~ ~
'UU\9lflU'VI 1 fll'YIU~Clfll:ltu:::~'ifll1 UCl:::m1:lJluU:lJ1':i'1:lJtl.:J1J'VI1J1'V1'\Jfl.:Jfl.:Jflfll':i'

'" .
oUU\9lflUi1 2 fil'Y1U~UCl:::VUi1U '1U 1~f.l11fl'U'\Jfl.:Jfl.:Jflfll'i

'" . ,Q.I .:::I 0 d
'\JU\9lflU'VI 3 fll'YIU~ll:lJ:lJfl.:J(Perspective) 'VI1'YI:lJ1:::ff:lJ
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II It'

,]14lPltl14Vi4 ~~1'vllUf-l14ViVlHmHJVllh~vltJtI-:Jr1nn l~tJfi1'H14~rrlPltltl'j~~-:Jr1'¥hh~tlJ.. "
i 'JI , 1 'JI ."j 1 '" i '" ""flltJ IPIUIPI€'l~lJlJlJtI-:J~CllPltlWlftllJ Cl-:Jn1414"mH11~l'l1-:Jl'I1~t!"~f-l€'l..

~ d tl 1 '31 ~ dt ~ Q.I.d c("d iJ J
'lJ14IPltl14VI5 'j~~lJn~lJfjtJ'jm'j lVWCl14Cl14llf-l14VlVl1-:Jn"~Vl1iVI~'j l-:J'lJ14

SI • SI

,]14lPltl14Vi6 fi1'H14~'jlCl"~lUCl~'lJtI-:JllP1tltl'j~~~r1i14~l14'lJtI-:J~1~1~ ~l14~tllJ€'ll14. ~ ~
,'jJ 'jJ v

i1~~1.J'14ltll'l1mtJVi~tI-:JtJ'j'j" 'j1mi-:Jllf-l14~l14 n~m'jlJ 'l11t11flHf11'j .tlltJi14,]14lPltl14i1~lm'jtl••
d d l1J rJJ Q.I J~ Q.I 0 Q.I ,JQ.I o~!if Q.I rJJ Q.I

lWmtJ14tl'j~l~14 t~ ~-:J14fltl 1) f11'j~~Vll~1'l11~ 2)f11'l114~lU1'HmCl l~tJtI1fftJ'lJtI\!"l14iJ~~tJ14

U"~ 3) ~~111Uf-l14~l14lm'lf11'j U€'l~n~m'jlJl~tllH'tJ'nmtl1'HmCl~fil'l114~•
ifllllf.liXUmn~Uflll'IJ«1111l1ufll'H)~nl~~'U'Ul~N'l~~UJill'W (Balanced Scorecard)

i1~~tJ~"lhmnrtJ~'414fl11lJdll~~ 114fln~~111'j~tJtJl~f-l€'l~€'ltJ.tll'\"l (BSC) fltl

3J oCt, QJ' 9J ,'31 IV I d d
1. f-ltJ'j'l11'j'j~~tJ €'I'-:JIPItI-:J 'l1f11'jft14 tJ~14 14tlCll-:JtlPllJVI

'U 'U •

tlnaiJ14itll"*

3. l~t1t~lJ'lJltlJfil"-:Ji~mm~lJtJl'j~tJtJl~f-l€'lCfl€'lClfll'\"l (Balanced Scorecard) fltl m
u •

1'JIi" dOl 'JI ~ i ""&, ~ 'JI "" "'" 'JI."j 'JI 0'l1 14tI-:Jflf11'jfl1'J'jtJVl1 'l1l'l114f-l€'l14'j~~tJ'l114-:JtlCJ1-:J'j1~l'j1f-ltJ'jm'jlJfl€'ll'l11 t14tI-:J~lfllPltl~f11'JVl1
"

i" "" d" I 0 1'JI& ~'l1 'j~tJtJ1~f-l€'l~€'ltJ.tll'\"l (Balanced Scorecard) lJfl11lJftlJ'l.!'jWfltl14mm 'l1C}$'lllJ14f11'JfJlfl

l~tI'l~lm~'UtJ1Cflf-l€'l~ €'ltJ.tll'Vl(Balanced Scorecard) t~14# 'l~~tI'liif11'jtli'tJltl~tJ14 1,rl~ lntJ
<JI I Q.I ~

~.f111~ll1~ €'ltllJtltJlPI€'ltl~l1€'l1~ ~14
OJ

1. ~tI-:Jfil'l114~llP1tltl'j~ ~ -:Jr11,r.jf~l ~U'".ll~tI-:Jf11'j f-l€'l"'\"ln1~ i,j1GJft~tlf11'j ~tJ~~• . , "
2. ~tI'l111mh~~t1ti1t1~IPI€'ltl~t1€'ll i,jiiVii114~~

SI

3. f11'j~~111~1~1Cfl U€'l~ttll'l1mtJ~tI~ i~41tJ'l1~ tlCJ1fl~14tn14' tl

4. fll'S ~tI~ l14tn 14t~ tI~tlfl~ vl~J 14fll 'j ~tI ~1'j ;~iifl11lJ ~h~ty

" .s iV , ~ .c::I 4 I

5. IPltl'l'j~€'lfl 1l~lltl11ll141fl~ Balanced Scorecard llfl11lJtJCfll1~14 ~1111'jtl

ttl~fJ14utl€'l 'lU€'l~uti'i 'IJi ~1Pl€'ltI~t 1€'l1
4 Q.I' G# rI a Q.I e! Q.I cd ll) <JId Q.I 0 ll) rJJ fj) :Sf

6. f11'jllIPl1t1fJl~'lJtI'l1IP1tltl'j~~'lfll1'jtlIPl1'l11~1'l t~lJf11'j~~Vll nU€'l1 ~~llJ14•
tl ,- ", 1 'JI 'JIJ <V 0.1 q 'Ill 'JId,- ~ "", tl <V i 0

'J~ tfJ'l114'l11fJl1f-l1'l~~Vl1'IJ14m tl111 t~ll ttlf11~l'I1141PI1t1CJ1~U€'l~ 'j~l1fJCflt1€'ll 14fll'j1'll
OJ

'J.h~Imn1'U8~~~'JJ'Ul~N'l~'l£.lill'W (Balanced Scorecard)

'j~'U'Ul~f-l€'l~€'lfJ.tll'Vl(Balanced Scorecard) 14tln~lflln14lfl~t1~!itl1 14fll'jtl'S~liJ14•
tl QQ tI ~Q.I::'1 J. ai ~ o,q t/

'j ~~Vl1if-l€'l'IJtI'ltl~flf11'JU€'l1 fJ~lU14lm tI~ll tI 14fll'j tJ 'jm'j U€'l~~II1414 ~ l14lPll11Uf-l14n€'lfJ1'l1i'UtI'l•
tI.Jt Q.I 0 Q.I ~ rI "1 $lev Q,I rI

tI~flfll'jl14tI'l~lnfll'j~~Vl1'j~tJtJ1~f-l€'l~M.tll'W (Balanced Scorecard) 1414tI~flf11'j~~ t~'j'Uf-l€'l€'l'Vl1i•
g14"1 ~~h~ty14tlfll'l1i1t1~lflf11'jtl'j~liJ14f-l€'lUn '~uri
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, "
1. "lf1tJi14f11jfh'\114~1~CI'l'ifl'UU(l~fl(l~'Vl~lii'~!'il14 j111'l'i~ci1tJ'Vlfl~~1Jflmm'VJfl

c:v ~ t t/
j ~~ tJ'Vl1'Vl~fl~fl f11j

2. "lf1tJi14f11jn1'\114~1~Ul1'j~ff ~rl U(l:t 'il~li~'\1mCl114f11j~ 1!'W14~l14~i'~! 'il14j111i1~•••. "
ci1tJ'Vlfl~1~Ul1'j~ff ~fl1~'l'i1'1'i~fl~rlf11'j•

3. ihnj11~UH14 n1'\114~!t11Y1mtlU(l~UH14l1aU9lf11jff1Yli'tJrnhtJ~l14~1~"1

U141~~j~tJtJ1~ H(l~(ltJfll'V'l (Balanced Scorecard) Ufl'\.h 1111oNi14 f11j.ij~f11j flltJi 14. ~

fl~flfln 1~'Vlfl j ~~tJ 'V'lUfl~ 114 Vlflfl14114'\1111tJ~ 114 'il~~ fl ~f ';hwu1~ 'lJfl~ ~1te)~~nl~nl1fld
III '4 cu cu

V QJ •••• v lIJ.I QJ
fffl~fl(l fl ~fl tJt1'Vl1'ifl'1ff~ j 'lJfl ~fl ~fl fl n 'lJfl t'\114 j 1JUtJtJ'lJfl ~j ~tJ tJ1~ H(I~ (l tJfll'V'l (Balanced

q ~ q

Scorecard) fln~~~l14'il~1liloN1~A'~'il1m~~tJtJ14(l~riH (Top-Down Approach) !"lf14 N1tJ'lJ1tJ~fl~
" .o _'" ••• 11 v v, '1 '.:'1'" 11 •.• v 0 lIJ v "I

f11'\114~!1J1'\1mtJtJtI~'lJ1C1'lJtI~~1!t1~H1C1Uflfl(l~ t1~j 11 t141J14H1tJ'Ut1~~1!fl~ 'il~~ t1~'Vl1t1~t jtJ1~!'V'ltl
q ~

QJ ••• v", .% , d <j) ~ _'" ,,,,,,! 0 v
'V'lWl141fltufll'V'l'lJfl~'V'l14m114 1'\1~'lJ14N1C1f11'j~m~fl~t1~~~!1J1'\1mCl11tJ14'il~'Vl11m ~f11j t1~1jtJ1~

q

.a QJ , 'Iv '" VlIJV .%, •.. '" V dV VI",.,!QJ v
!'V'lflff14tJ~'\.rUN1tl'U1C1t '\1'lJ1tJ~'Um t~mfl'lJ14 N1tJUty'lfU(l~j~tJtJ'lJfl1q!(lfl~fl~'i 11tJ141l1!fN~fl~

QJ '1 I QJ 'lIJ .a'lVV'" "'31'131'1 QJ">'1l1JV d
'V'lWl14lj~tJU~l14 t14~114'lJfl~~1!t1~t1tJ1tj !'V'lflt11HU'j'\11j'iJ'UtI'iJ(l t'lf t14m'j~~ff14 t'il t~'j1~!j1~ ~

v"> v "> •.• 'Iv"> 'I v "I
~tJ'jl11'J 'il~~fl~tJ H11'J'il~f11'j tmfl~fl1111 ~ll~ (l t1411(lltJ"1 ~ 11411'j fl'\1" 10"1~llllfl~

'lJ6~f11'jtJ~'\11j.ij~f11'jllii "lf~1l'jJt1~!~0~~114i ~~114 '11'1.1~!'vi1,j 14 '\11fltl~flm'j~t1~ f11'jl~H" i 14f11'j

". "
~11'W14~l14j~O~tJll fl1jiiflnl~HClhr~1l~Cli14mJllfl~'I'i~ 4 ~l14!atl~'il1flllllllfl~'I'i~ 4 iiq q q

QI «V d'GJ Q I' 0 A e:9 Q.I CV , «V ~ ~

fl1111~'jJ'V'l141'ifl14!'lf~mVJUCl~HCl~ ~H(l~flf11'j~l!1414~lWI1~fl14UCl~fl14t1tlHlI1fl ~H1414~'jJllfl~'Vl~4

~1J1Jfl~~ ~!lI14 ~ ~~ ffHTty~fl~ rl fl1 'j 'il~~ t1H1WI141 fl1tJfJ'iJ UCl~11j ~!iJ 14HClfl1 j ~ 1!iJ 14~ 114 fl~

" .
~"6~nm iJ~~ir 14'iI~'ti1i,rU1 1l1riHClf11'j~1!'W14~l14liCl~Cl~114t1141fl~~

...;, d I ••• ='1 .a "I 'I
'il1fl'VlflCl11111'il~m1411'j~UtJ1~H(l~(lOfll'V'l (Balanced Scorecard) !1J14!fl'jfl~1l6 t14

q

f11'jtJ~'\11'j~~f11':i !~m~lll1'j ~iY'Vli fIl'V'll,r n'IJ tI ~rl fll'J 1~Clli~!U14 f11'H~f)'jJltl~fl"tJ'Vl ~U(l~U 1JCl~q q

••.dllJvQJ O,J lIJ.I' .1">"'''> "> •.• QJ 0' QJ "> 0' v .1 '" ~
flCl~'Vl1'i'Vlt~'il~'Vll'U14t1J~f11'j1J{JU~~1111~0'Vlfl'14UCl~'V'l141'ifl'il'lJfl~fl~flf11':i ~1tJf11':i1J':i~!ll14H"C)f~

" "SI I

mf)tJfl'Qll'l'i~ 4 lJllllfl~ ~1~tJ~~'~U1U14 1~~i1111~f H~1~1~H"fl1':i11 aiJ9l~l14!~flunilty'\11fl1j

U1f1Cl~'Vl1'i111~fl1 'j l1aU9l !!Cl~!~fl11 'il~~1111'jUU1 t1~flfl1 'j l,r tJ'j 'j 'Qfl111Jff1! ~'il~ 1111fftl'l'ifl',J~

fi1l114~Hl~114~'l~
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"" "" ct"2. UU1flVlfll'i'U'i'Hl'iU'U'U'lJff1'Wn'lJ (Participatory Management)

2.1 fl1UI't'i~UJ

fll'nJ~l11'm'lJ'UijriTw~l:JJ~llHl'Wlil~'tleJ-:j Swans burg (2002) 11:JJ1tlO.:j fll'Jtil~

,. 'l W WA I '" QJ'" '" A I .!\ _ 1& dI '" '" A I I QJ I W
teJfll'ff 11~u{J'lJ~.:j1'W:JJfll'J u'J~ 'II:JJt'V'leJU'Jf1'l:l1111'J eJ 'J~~:JJfl11:JJfI~ U~~eJ.f)u'J1tl'J1:JJf)'W 'J~1111.:j~

~trltl1,j'eJ.:j' 'Wf) Utlll1 'W~tilll1:JJ 1mt~d'~ QU'J ~ 'ff-:jA~l:JJn'W t~ eJt~'WU 'W1'V11.:j'l 'Wfll'Jtlfi,j~-:j1'WU~~

1~ u 'hi'fllnh.:j 1'Wflltl' 'WeJ.:jAf)U ijViff'VIHt~ tlln'W ij eJ.:jAti 'J~ f) eJ'lJ,).:jd'

~I "'"., ,
2.2 8.:.1 flu 'i~ fHJ'U'lJ8.:.1 fll 'i'U 'i't'i TUt'U 'U~ tY1'U'i 1~

"
f) 1'J 'lJ~ 11U U'lJ'Uijftl'W ~ l:JJij eJ.:jf1t1'J~ f1eJ'lJ,).:jU;] eJ

"1 W 'I ?I "A I d 0 OJ A I '"
1. f11UJ t111.:j t\l (Trust) tu'WeJ.:jflu'J~f1eJ'U'VI'ff1flWu'J~fll'Jttm'tleJ.:jfll'J'lJ'J111'J

<J

U'lJ'UijriTW ~ 1:JJ f) l'J~1Jflmm~'l~,j -:jf1'lJ,jty'M1 1~i''lJfI11:JJ 1~lN' \I \l1f1~'U~111'J i,r tlfi,j~.:j1'W \I'W

'lJ'J';j~~·w"ht~ \I ~'U~l11';jfll'Jijfll'J m~\l1tl.:j 1'W'U~~fll'J~~ff'W' \I' ,r:JJ1m'Vh~ \I~l~'W'~•••
~c:., IV "1'1 ~I$lt:::\ t:!l

2. fI11:JJtl~:JJ'W~f1'V'l'W(Commitment) ~lflflfI t:JJ11\l~tu'W~'U';jl1n l1'JeJ.. ~ ..
~tlfi,j~.:j1'W~eJ.:jfll';jfl11:JJti~iT'W~m~'W U~~f111:JJti~iT'W~mh ..j \I~tfl~ i~~mrleJ1JfI~ 1m' 'WeJ-:jAfll';j

4:t, • G) Q.I ell. i '"t A QlClI 4::1 V.ci.::'I' ~ tI Cll

:JJ'ffl'Wn:JJ t'Wfll'J~~'ff'W \I fll'J1J{J'lJ~.:j1'W :JJfl11:JJ~'ffmu'W'ff1'W11'W.:j'tleJ.:jeJ.:jflfll'J UfI~tf1~\J1f1

f111:JJ{fff1flltl'l 'W~~ i \I'tleJ.:j1JfI~lmw.:j hi'l ~fll'J,j.:jf1'lJ

3. tilll1:JJ1tlU~d'~Qu'J~'ff.:j~ (Goal and Objectives) fll';j'ff~1.:jtilll1:JJ1tJU~~

QI •.• I 0'1 cv ~~ QI QI jI,d, ~~"lfjJ ~ Q.I .t:::lod

l~f1u'J~'ff .:jfl'J 1:JJf)'W'tleJ.:j~'lJ'J111'J 'ff1:JJ1'Jtl'tl \lflfI11:JJ'tl~tW-:j'VI \I~tf1f1'tl'W t~ fll';j'U 'J111'J \I~fll';j1im\lf)••••
mjjeJ'W n'lJ1'M1'lf'V'l~'W'1 ~ eJ.:jfll'Jij ftl'W ~ 1:JJi'Wfll';j ~f1 ff'Wi \In'U~'lJ ~ 111'i u~i,j~eJ.:jfll'i 'lJ~ 111'J

JI QI , ,., Q A \I) fjJQJ 1 i W '"
~eJ.:jfll'ifll'i'ff'W'lJ'ff'4'W fll'J~~~tJ U~~fll'J'lJeJf)f)~11'il1f)~'lJ'Jl1U t:JJeJ1~'J'U 'il::"ff.:j~~ l1tf1f1fll'J

u~mtl~tl'Wlilll1:JJ 1tJU~~ 1~f1t1'i ~ 'ff-:jf11l:JJn'W U~~trleJ'VIf1f1'Wijtilll1:JJltJ~ 1:JJn'Wvh.:j1'W' tI, 'W••
~ d QI 0 rI Ii] fJ} 0 d III v v _ii Q.I _I fll-Q,I

'VIff'VIHt~tJlf1'W 'il::'W1eJ.:jflfll'i t l1'lJn ~f111:JJ'ff1t'i 'ill~ fll'i 'ff'i1.:jtull1:JJlmm::l~QU'i ~'ff .:jfln:JJf1'W

w'" & QJ OJ wd ",J'''1W ••• "'oil '" '"
'tleJ.:j~'lJ 'i 11U \I.:j'ff1:JJU tl'tl \I~ f111:JJ'tl~ tw.:j 'VI'il~tf)f1'tl'W 1~ t'V'l'il~ t:JJeJ'VJf)f1'W:JJt1J ll1:JJltltfl tJIf)'W fll'i

VlNl'W~\I'~ 1 tI'l'W Vlff'VI1.:jt~tlln'W .
cl..::::r. e:S .c::t d 0 cv Cl

4. f111:JJ:JJeJ'ff'i~(Autonomy) l1:JJltJm fll'i'VI1JflfI~:JJtl1'Wl'il f111m'lJ~~'lfeJ'lJU~~

u "ff~.:jfl11:JJ 'ff1:JJl';j tl , 'Wfll'i Vl1.:jl'W~ i~i' 'lJ:JJeJ'lJ11:JJ1tJ' 'Wfll1:JJ i' 'lJ~f1'MeJ'lJeJV1.:jfl 'ff'J::: '4 fI ~ 1m 'VIl.:j

'" '" W ~ '" , '" '" , t 'I W .d w, w'"1'lfl'M'V'l~eJ.:jfll';jfll1:JJtlJ'W eJ"ff'i~ 'Wfll'J~~'ff'W 'il~eJ.:jl'W 1'W'lJ'Vl'Ul'VI11'W1'VI'tleJ.:j~'WU~::~eJ.:jfll'J f1'J'U
. "
i WI dI ",..k 'I '" "" '" W"1W

fll'J~U~ 'Wil'W~~'i 1:JJ.:jl'W11'JeJ'ff:JJ1'Mf)C)f.:jfll'i:JJeJ'lJl1:JJltl.:j1'W t 'W~f)'l:lW~'W'lfltJ~f1f111:JJ'tlflUtl.:j lfl

a ,91Q1 0" .d Q.I C\ i 0 ..k 0 i W '"
fleJ ~'J'lJ:JJ eJ'lJl1:JJltJtl1'W 1\111'W1'VIfl11:JJ'J'lJ~~'lfeJ'lJ 'Wfll 'i 'VIH 1'W'tleJ.:j~'WteJ.:j C)f.:j'il:: 'Vll l1tf)f1 fI11:JJ

~:JJt'VlU~::l~:JJ' \I, 'Wfll 'i tlfi,j~.:j 1'W~ 1:JJfll1:JJ i' 'UHfI'MeJ'lJ
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, if iI SI

~~fl 1,rtlllf1tlfn1~flfl i' ~ihh~ ~11i~i''Ufl11~ ~1~ij flmh~~~~u~ ':i~~'U~'U~111':i...,
lI'Wi1~~1J~U~Hu 't!'W~1~fl i~l ~u 'W1flfltll':i 'U~111':itl'U'UiJd1'Wh~~1~U'W 1fl~I'lJfl~ Swans burg. .,
(2002) t't'l':il~ 111tl tll ':ili~'U~YiII~1~ tl'Wfi 1Yi'Wfl~ 1:Jfifl Hc\'1 tl ~~ ~1JfIU~ 1I~~fl~~1~tl'W 1J':i~dJ'W

l\J q q" ~
if SI • 'JI,.,

fl11~~~'W i1Ji~ -n~ih~fl 1,r~1:Jf1fl't!'W ~lm':im.h' 1J1~'~1I~ ~

2.3 u'U1ftml1uuil'U'tf1~h~fl11'j.h'tfhr(Gronlund, 2000).,
1'Wtll'J1J'J~tij'W'lJ'U1'Wtll':i .u'W~fl'WYi~fl1~tl1':i1J~u~1fl~m~ tll':iUl i 1J'l~1J~u~

'~1I~ ~~fl~iJtlll1Jn;tij'W~1'1 '1Jt~fl1tl'U tll'J'U~111'J ,)fltll'J 11m ~'WVJ'WYi1fl~'U1J'J~mw

t'lf'Wt~fJ1n'Utll'JYl1Jl':iW lfl11W~'W' 1J'~'l 'Wtll':iU l' 1J'l~1I~~ ~ fl~iJtll'J UlItltt 1J~':ilfJrl~tflflfl trtfliJ., .
tll':i 1J':i~tij'W.u'W~fl'WYi~fl'lJ'U1'Wtll'J 'l 'Wtlll1J~U~~l'W ViiJtll'j1J'J~tllfl''I'lflrlfl~ 1~l ,r~llll'jW'l1'W .

i''U~lflfl~1tl'Wt~fJ1n'U.•
o lIJ.I'1 VllJ VI & 0 lIJ.l'1 VlIJ VI

1. tll':i'Wl &1J&'If&fl~lfJ(Easy of Administration) Yimfltl~ tll'J'Wl &1J&'l1&fl~lfl

~~fl1tl 'l1ri~fJltl~'U~fl'W iJfl11~oMfltll'W~lm'jtl1Jflu~'~tltl~fl~~Htl'W. ~ ..
2. l~nrllmm~~~ (Time and Required for Administration)YimfJi1~ l'*nrll

lIJ I "'I V .,. lIJ.lllJ '''' 0 ",,1 I '" V "'I
&~~ltlYi'Jfl'Wflmtl'W &1J &~~tll'J tllYi'Wfl~lfl~ 1 'lJ'Wflflfl'Ufl11WYi m~ ~~~l~'lJfl~tlrl~Yi'J fltll'J..

3. ~lfJl'Wtll':itltlrl~rlHrl~Ul'1J1J'J~QtlI9i'1~ (Easy of Interpretation and

.,. "'1 ~ V., 0 d "'I V ,1 I",
Application) tll'J1tfl'J l~Yi ~rl t'W'lJ'W~fl'W,,!fl'l'llfJ1I~1J':i~~'Url11~~1~'j lIYi'JflrlWYi rl1 'lJ'Wfl~tl'U~rl

.1 .,. v ., v "'.'''' '"tll':i1J'j~t~'W mtll':itl1Jrl~rltltllPlfl~ Url~~1J'j~~'I'l'fim't'l tll'J'Jlfl~l'W..
lI~iJl'1wm't'l t~lt~fl~~'j~1J'j~t~'W~l~m~'jjl'W Url~t~'W1J'J~ lfl'l$l.r1'Wtll'jf1tllJl~fl i1J 'l'U'I'l1~

OJ " j/ ~ lIt,~, 'iii ...1 -=i d ~ 0 QJ

~'j ~tl'U'lJl~mtll'j U1Jrl~rl~fl't'lrllflll~ &~ltlflflWfl1 fl11mlfl &'Utll'jU1Jrl~rl1J~til'U ~ ~~lflill. "
4. fl11~tVhtVifJ~tl'U'lJfl~tllnh i1J'l,*Yi~fltll'Jt1J~fl'UtVitJ'U (Available of

.di 1.r::::1 Q.I tI'l 'l tpQJ d QI v
Equivalent or comparable Form) Yi~lfltl~ fl11~t'l'llt'l'ltJ~tl'W'lJfl~ltlWCVJ 'Utll'j 'l111P1~tltJ1tl'U'lJfl

o oJ 'JI & '" 'l,A.l '" ",,,,,A oJ 0 lIJ.1'1 v
fl1m~9f~rlrllfJflrl~tl'U 'Wt':ifl~~'Wfl111'j~fl'Uml~fJltl Hrl~l'1W~~'UlPlfl'W'19f~fflm'jtl'Wl &1J&'l1U'I'l'W

'" "l 'JI ,A ,. "'I _~ '" 0 '" '" "': • I'" '" ~ 'JItl'U &flt't'lfl1J'j~ tfJ'l1'U&'Wtll'J1Jfl~tl'Utll'jllfl1l1mW~tll'j1fl9fl 'j1JU'U'U'lJfl~tll'jt1J'jtJ'U~'I'lfJ'UtU'W'lJfl..
f'ilm~~ ~iJ'j~ ~ 'Ufl11~fJl fl ~lflUIPItl~ 1~tl'Ut~ m 1J~flU~Vifl'U'J~~'U'lJfl~tl ~ ~ ~ ~ fl~ tll 'Jifl iJ1J'J~ lfJ'l1U•.,
1'Utll'j ifltll'j~~'U 1'l 'U-nmJ~~'W jl'W

JJ' Q.I dt Q ,~dQ.lQ.l CJJ
5. fl11~l'1~fl1 (Cost of Testing) 1J1I11fJl'Wt'H)~'lJfl~t~'U\ltltlm1mttJ'W fl'Ufl'U,,!fl'l'l1fJ

tdfl~1I1tlt~'W ill1 'lf1J1I~flYi~tl 1'Wtll'Jri1l1'j W1 ~'t'l'Jl~~rl~ i ~i''UiJfhmtltll1
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9J ~ o'rv ..:::::t. cI di rI
~U)Ml)ffU~~~~~~ ~ ~~
" "

CS ffu6~~jJ~~~'~'fl'
"

.
""m'W~ 2.1

'YfW f)·:nU 'IJ1eJ

••• d<v ••• d ~ dfll~ft~~8~aU~~~~~~~I~n

fYU6~'~'fl'~~M1~UmU l~f) rim) n'il~hl'lru'IJtl~~U~Ml)ffu6~'il~~tl~U~Ml)cu tI qJ cu

~~fIli 1~mfluM'Ul~~'il~~tl~~u~i'u~~~tlU'IJtl~~U~111i~u6itJ~ltJ~tlhId
C!t. Q,.I v C!t. Q.J d

1.fIliUiMli'il~fIli~ltJfIl)t~U fIl)Uqj~ (Financial)
••• <V 'JI 'JI

2. f1l'.iU'.iMl'.i'il~f1l'j~lU~f)m(Customer)
"

••• <V 'JI i
3. f1l'.iU'j11l)'il~f1l'.i~lUm~U1Uf1l'.im~tJ(Internal process)

~ QJ 'JJ d 91 Q.I •

4. f1l'jUiMl'j'il~f1l'j~ltJf1l'jt'j~tJ~U~~'WWltJl(Learnmg and Growth)
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";jtlU'U1Jfll ";j'I.J~'l11";j~~Hl1";j••
fl''U6~hl1'1')~'I11~Ufl'j'Ultlf1 itf)11'U~'I111,)~f)11i'U11lUiJ'U'lHl~PDCAml~f)11~ ~

"it Swot ihltli:!I~t1~ ~~iJ

D (Do) tlnoo
~lfl112Jt-«1i 'ilUi:!~i:!~ij~tl6u~

C (Check) ~";j1ilg8'U

\P111'iIff~'UUi:!~V'UiJu fl112J~11mr 1 '11~~Mi:!f111tl6u~1 ~mm tl'UlVitl'Uf1'Uf1i:!~'Vl'fi

A (Action) uG1'U
~l'"hmm il'U i 'UtY1'U~f)11tl6U~'~Mi:!~Ui:!~'I11"lf~~'V11~tli''Utl1~tY1'U~',j~
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1UU'lJ'lJtn1H'Swot
tlQ.I <:::::!. rI d, rid d , 3.1 d, <JJ d Q.I e1

fI''WtI~'lf:l.H'l~~ 1m!] :l.H)~U'U~'il~HH)'Wltlfllbl' tlUbl''j'jfl 'Utl~ 'Utl!~tI ~~'W
'\I q q q

'jJ

~1'W'lJ1f1

- fll'jt~'W

- f111:1.1,j~~'W'l'Wfll'j'WWl'Wl~1'W•

- f111:1.1bl'lm'jtl'Utl~VlUml'W

- fll'jl9i~t'U~fll'j'Ultl

'" d- fll'jVlWl'Wl'Utl~'YI1JHU

- f11l:l.lVl~Vltl'l'il'Utl~"f1;{l
OJ

- fll'j'\11Vluml'W

- fll'jI9i~H'U~fll'j'Ultl

-f1l'.i'WI'1J'WlVlUm 1'W'Ultl

'" <> 'jJ
1.1 fll'j'.i'lJt~'W~~\9I"tl~t~'W'YIHfll'j 'Ultl

1.2 fll'jthri~t~'W

1.3 fll'j~lm~'Wt~tl'W 'lMunVlUf1~l'W'Ultl'l 'Wl'Jf1G"}1'W~1, 16 '\Jtl~l'Jm~tl'W

1.4 fll'j ~~Vil'j ~'lJ'lJ'l1W:J}.Jf~H'il'Wtlf119i'tl~t-tl'WU 'il'il'l1'WU~~ ~l:l.ll'jtl
" OJ •

\9I'.i1'ilbl'tl'lJi~l'Jm 1m

2. '4f1mm~t~tl1,rtl~ U'j~f1tl'lJ~1t1
v v

2.1 mM'lJ1fll'j h~un VlUf1~l'W'Ultl ij'lJ'W\9Itl'Wfll'j~ltiJ'Wfll'j~~i1
OJ

Qla <V QJ4::lorl QI~

2.1.1 fll'jfl~H"tlf1Vl'Wml'W'\Jltl (~l1'f1'lf:l.l~") \9Il1JfJW~:I.I'lJ\9I

2.1.2 fll'j ~f1tl'lJ'j:l.lVl,:rf1~1'W'Ultl( ~11~'lfii,,'ti') ~'lJ 'j'j~ i'\1,j

'jJ '" i I2.1.3 fll'j'YI'lJ'YI1'Wfl11m fll'j'YI'fl{ltl~'\Jltl fll'jMl'\J\9I'Utl~Vl'Wml'W'\Jlt1 '\1:1.1
OJ
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3.3 m111.:jtlN'Wm1'thnu m'l~m111~tlN'Wm1't11fJ

3.4 m1ti1'l1mHI~H~'W1l1Ol'tllfJtl(;'j~t'VIfliJflm1't11fJ••
QI d

3.5 1~iJiJll~tfliJte:Jmn1

3.6 m1.oIOlVinlfJ~1'W

3.7 m11NtlN'Wm1't11fJ'tItl~'V'lUfnl'W11fJl'W

3.8 l'Wt1(;'jlVil~l'Wtl(;'j~m1i1L'VIfl'~1'W'V'l'l1fnl'W'tIlfJ((;'j'11~GjfiJ(;'j~)

'" 'jJ '"4. m1L1fJ'W1U(;'j~m1'V'lWl'Wl••
tp .~ I

4.1 111f111lJ~t'V'llJtl~LftlJtl

"'" "I '"4.2 tliJ1lJl'l'Wfnl'Wt~tl'W(;'j~1f1H

4.3 iJm1~Wl'Wlfl11lJ~Ghnjl r1'ilml'WW~tl(;'j~'V'lUfnl'W••
4.4 m1fttl'W~1'W t~'W m~iJ1'Wf1ncilfJ'VItl~f111lJ~ 'th~ftiJm1wl'Wm1••
Vil~l'W t~tl'r1'~~i'iJm1(;'j'tl'W~1'WVil~1'Wi~Vil~l'Wt~'WVil~l'Wtn~ um:/'I1~tl••

o llJ"'d " Q.lJ
'Vll~l'WU'VI'W91'W1~ lJtl~mh:::f1tl'tJ'tItl~m1(;'j'tl'W~1'W~~'W

4.1.1 iJl91tlth~ft~~~ilOltll'Wil "ll~,..r'm lhtl~i1 tlth~ 11•
4.4.2 iJi1iVil t'VIfli1f1'11~tli1im1tltiN11 ~Viltl~1 i~N(;'j~

4.1.3 t~'Wm~iJ1'Wm1t~fJ'Wrt'Wf1nViNl'W••
4.1.4 ,Jn d'm:r'W,r~~1~W;jNN'fttl'Wil'tJN't~fJ'W~ ....,

SI .et Q.I .Q.

't'iUlflfl1UJ1tJf.WI'lH)'U'lJe:l.:i Supervisor

.
"I ~
t1tl~m191(;'jllOlU(;'j~m1'tJ1'11nt'tl91f111't11fJ

QI '" 'jJ 'J/~ "'''''l'jJ
2. 1l~t911fJlJtlN'W~1'W'VIl~~1'Wf11191m~91llJ U'W1'V1l~'tItl~NiJ1'1111fl''WfJt'YW I'll.....

'tJ1'HHih'l1lJ lfJm 1'tIlfJ•
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3. t:l'UnJU,,~i~ '1,rrllU'U~U ll'ltr tl'll'U'llltJ.flltJ i 'Uff'Uvi,rij fldl1Jff11Jl':itlff 'l-ff'U~1
'"

~'l"tl~lU'U'U'llltJ~H (Direct Sales) umatl'Ul'ltrtl'll'U'llltJ~~'llt:l'lff'UV
'" '"

4. tlln'U~u" '1'U~ l'Ufltu.flll'l tll':i'llltJ U,,~tll 'j 'U1tln'll t:l'll'ltr tl'll'U'llltJ !~myfl'l
'" .

fldl1J.yj'll'lt:l i~ i ,rn'U"tl~l
'" . " .

5. ~l!il'Utll'j~u" !!(l~uf{I'llih1J'H1Vitfl~~'Un'Ul'ltrtl'l1'U'll ltJi 'Uu~t'll~!Vit:l i,r
'" u

'Wtrtl'll'U'llltJ 'U'j 'j'ltill'H1J 1tJ'YJtlt 'll~

6. ~l!il'U tln ffln~oU't:l1J"'YlNtln ~m~ &l~~l1J'l.h ~:aiJ'Uf'I"tll'j~m~ fll~fl~t'U
'"

tJt:l~'llltJ~f 'U~~ 'lft:l'U!11~t 'll~ tll'j 'llltJ~ fll~ il ~dj f-l(l~~ t:lff'UU
'"

7. i''U~~'lft:l'U'l 'Utll'jffl'j d~t'll~tll'j'llltJ u.u'lt'll~tll'j'llltJ u"~'IJi''U!'ll~tll'j'llltJ~l1J

fldl1Jm1J1~ff1J'llt:l'lff.fll'Wtll'j! ~1 UH&l'U1~'llf)\l~" l~ 1~tJl~i' 'Ufl111Jt,1'U'lm'U ~ltl~'U 1'Hl'If1''UV
u '" '"

8. i~'Hll'ltrtl'll'U'llltJ~l1Jt'll~~I~ ijtll'ji~tt.u'll1'i ,rm'U'Ylm'll~•
..•. 1 I 4' QJ .<::::t, tI Q.I <01. -fI Clo QJ

9. lJ'j~ffl'U'j~'H11'lff'UtJ~'lf1J"" ff11~'lf1J"" u"~'UnjVl
'"

QJ Q.I ~ 0' cJJ <JJ I J
10. tll'jt:l'U'j1Jtt,,~tll'j fft:l'U'll'U'W'Utl'llltJ (ffld~'lf1J"") 1~m'U 'Ui 'U~ l'U~t:llLJ'U

c:. ~ vd Q.I .Q, Q.I rI 0

10.1 t'W1Jt~1Jfl111J'j ttltJdtl'UfH'l~.fltu CVlU"~tln'Yll'll'U
'"

I0.2 u"mLJ~m,-lfl111J~~t,1'U '1'UtllHl1'l1'U

10.3 fft:l'U'l1'U'l.,,rl'ltrtl'll'U'llltJ (ffld~'lfiJ ml) t,1'Uu'U'Umh'l~Qtll9i't:l\lt~t:lilt:l

10.4 &l~~llJl'ltr tl'll'U'lllfJ (ff11~'lfiJ" ~l LJhH'll~tll'j'lllfJ'llt:l\lff11m\l

10.5 U'U~U111jtll'j'l'11'l1'U !'If'Utll'jtff'Ut:l'lllfJ tll'jt:lll'UltJoU't:l1J" tlnff'l-ff'Uf'i'1
'"

10.6 LJfl1r~i,r~ t~t:l 'l,rl'ltrtl'll'U'llltJ (ff11~'lfiJ"~n~'Uu'U'Ut:l~1'l~tltll9i't:l'l
~ '" '"

10.7 fwtJm ~19i''UU''~i ,rtll~'l i ~Un'Wtrfl'll'U'llltJ (ffll~'lfiJ"~~"t:l~n"l•
I

1I "" "" d't'iUlfl'U0~Ufl~&~tl'i

od tI ?I 0 I ~ tlQ.I C\ rI a"1 tI d C\ d 0 Q.I

ttfl'lft'lftJ'j tlJ'U~lU'H'U'l'll'U'H'U'l'llt:l'lfj'UtJ~'lf1J"" ~ t"'Yl 1Jm'jtl~'Ylfflflty

1. t~~ tJ1J!t:ltlffl'j~ ~lttl'UVi ~~l9i't:l'li.n ,rtVltJ'll'lt:ln'ULJ11Jltu \l1'U

2. i''Ut~'Utt,,~t:lt:ltl '1'Ufflflruf 'Ut~'U~ltl'Wtr tl'l1'U'll ltJ (ff11~'lfiJ,,~)
u

Q Q.I O •• I.c:lio

3. ttl'U'jflmU"~'U1Hlm'l'U

11 ~ rrI
't'iUlfl'U0~tl\il0fl

t:'J ~ 0 1 ~ rlQ,I Clo rI all] tI Q ~ do Q.I

ff~t:ltl !1J'U~lU'H'U'l'll'U'H'U'l'llt:l'lf:J''UtJ~'lf1J'''' ~ t"'Yl 1Jm'jtl~'Ylfflflty

1. i~!\il1 tJ1Jtt:ltlffl'j ~t~tJ1n 'U-Wff~t:l~H'Wm-WtJ'ln'ULJ11Jltu'll'U\il"t:l~il•
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4. ~ltJiiul'il!t,,~Yl'ff~hrwi'Vfl:rfl~lU'UltJ(ffl1~'b'iJmr) 'lh~~T)U..
cv 0 .c:S , ~ 'j) Q.I Q.I

5. 'il~'Vl1'V1~mtJu'illtJffUm!t"~'Vlff~11tJ1U•
6. i''lJiiul'i l~'VlU fl~lU ~1'1-nl1tJl~hj1J~fiUluu\9i"~1Ul~~'\11J~m'lJld"l1ufll1

.
1I ••• ..,

't'l'lHn 'U~ ~'V'I'UfN1U'U 1£1

l'lUmlU'UltJ lrJu~humJ~~lUm1~'U~~ftu6~'b'iJm)'~lml ij.fll1fi'il~fflrlW
<U ••

o , oC:l 31 GJ V&.:!t 'JJ '" I 0

2. Ulff~ffUm t'\1tl~1J~"flmu1~'ill
<U

o'et, A3Id~ 0' QI

3. U lff ~1~UU"~ffU m'VII'\1"~'illflfll1 'ill'\1'WltJ11tJ1U

4. Uff1~'\11"fll'il1mJ<U

31 GI 31"1 'j)Q.I ~ 'j) 4 CV

5. ~U""flm t'\1t~1'lJffUm\9l11Jm\9l1ill'W'U~~'lJ1fJ'VI
<U <U ••

"".., .., ,[.., •••• \1 ,[
1tT£1'YIft't..! 'W't..!fifHl IlJ1't'l1l1£1 Ui;l~ni;l~'YIfi

A QJ Q.I' r!
1tT£1'YIftU (Vision)

'uiJYl'VIliftml'b' 2552 ftu6~'b'iJ,,~ ~lml ~~'\11~Um'WltJfl'il~~~~ffl1JUtl
• <U

"'lJ~'\1U~~fll1'l'W~1'W\9i~1tli1

1. ~lUfll1\91m~ 'il~~~~ijftmJ.fll'Vll'Wfll1u'li~,jUti'lJflu'Ii~~~fl'h ffl1J11(l')h~
<U

<Clto, 1 Gt "11I 'jJ • 'JJ I Q.I ~, .Q QI tI.• 1 or::I Q.I

'b'~ff1UU'lJ~fll1\9Im~t'\1 t~ mil ~'W~m'VI1fl'lJ'\11~mflfl 11tJ~~'UltJ'Utl~H"\9IfIWCVIu1~lfl'VII\9lfJ1flU

v v v '" v 'I v v .:, ~_l
2. ~lU~flm 'il~\9I~~mfJ1tm~~flmt'\1fl~ff.fll'Vlfflm1tlfJfl~lU~~flm'VI1 tu

'IV", v. V'l ,~.r'lVIIJV'l '" • d
t'\1l'lh.A~flmtl1~'illtl,,~ llff1~'·n~flm t'\11Jll'l1J'lJUt'\1t\91 tU~\9I11ff1U'VIl'\11J1~ff1J

9J 61" A QI df' QI

3. ~lU m ~'lJ1U fll1 t'b'1~'lJ'lJ'lJ1'\11'J'il~fll'J tl 'lJ'lJ1Jff1U 111Jtl"~'\1"flfll'J'lJ~~

v '" v"'''' v IIJv v IIJv'"4. \91 lUfll'J 11fJUttl,,~'VlWJU1 'VlUfl~lUl'JflflU'il~\9I~~t~'VI'lJ'VI1Ufl111Jtt~1'lJ

'VI'J1'lJ,r~1J"'Ii11ffU ffU 1'VIftl 1-1'l1Uti'lJfll111l~tlUIItl,,~ I~ tl~WJU1\9IUl~~mh~\9imrl tl~••
i('t..!fiO<ll (Mission)

l~~11-1'ftu6~'b'iJm1~1m" ~~'\11~UmU leJfll~~1l'UU~lUltlri1fffJl1ft,1~~1~
<U <U
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~, ~ ~
1Pl11Jft'fltlfllVlU{l~'U'j'U'Vl'tltl~ft''U~

OJ

2. 'U~f11'j,r'U"h ~m11Pl6'hrm11Jrl1rlUJtl'U{lflI'i1 t~m"~l~fffltJfllVlf11'jU~~.;r'UOJ OJ.
"'''' .'Vl~fl11

3. 1Ji''U'lh~m ~'U1'Uf11'j'U~11l'j~~fll'j '111'iifl111Jflritl~191'1 l1Ji ~'l ff 1Pl'j11lfftl'U1~•
4. tJm~~'Ufl111Jff11Jl'jt1'tltl~VlUfl~1'U1~t11J~t1t1'U!U{l~vr\PJJ'U11Pl'Uttl~mh~

• OJ

tihtUJUJ (Target)

t~tl 'l11'ft''U6~'lfiJm1~1m1 ~~111~'Um'U1(Jfl1~~ltiJ'U~1'U11Jri;hY'mlft'.w~~1~
OJ OJ

"i11Jtl'Utl111'U~tihl11J1tJ~~i1
1. 1J'jg;:'lf1iYm~'U£mlHl1Vl'tltl~HillPl.tlwct1'l'U'j1Ju'U'U'tltl~f11'j~tlff1'j191'1~tlI91'1fll'j

• OJ

UllflU~'U~'U fln'l 11'm~'Utlfl~tl U{l~f11'j~~l1JmlPltl{ 'l 'Uffm'U~'lf1J'lf'U'Vlfll11J.u1'Utld1~~1(i~
l\I q q l\I., .

mtl'UfI{l1J~'UVi~~111~'Um'U1t1fl'l11'1~'l'UtlWVl'Iiffm 1'lf 2552••
2. 'l 'UU~{l~tlll ~l9i'tl~ffltJ l'j tI'l11'{lflI'i11J'j~~11~iiri1'UhtJ 'l'Uf11'j'U~111'ji~f11'j

OJ

Q.I -=:to ~ Q.I ~ tI.c::tlrJ tI 3.1\1] 3J I fj} CJJ 0 Y 0 ~
1Pl1tJVl'U'lifl'il'tltl~ft''UtI\9l'lftJ{l{l~ l{l'Vl 'll1 l\9ltlm~'UtltJ'jtltJ{l~ 10 'tltl~1l1'U1U{lflm1J'j~1l1'Vl~l1tJ~

OJ ••

3. 'lUU~{l~tl'il~l9i'tl~ff1tJ1'jtltJfl~1'U~'Jfll'illt111J'l11'trlu'JflI'i11J'j~~1'~d1~U'tltJ

"
~tltJ{l~ 10 'tltl~~lU1'U{lflI'i11J'j~hn~l1tJ\9l••

4. 'l 'UU~{l~tlll~~tl~ff1tJl'jmt ff1~m{lflI'i1 'lmjt~1J ~1tJfln1J'j~'lniYtJvr'U£'l'U•.
,SI " ,

'j1Ju'U'U'tltl~U~'Uvr'UU{l~f11'jff'U'Vlu1191'1~tll91'1tl'U'UfIi'I{l'l'1111J'lu~'Ut~tJtm~ttl\9l~'UVi'lmj'l 11"~! tltJ
OJ •.,
{l~ 10 'tltl~~lU1'U{lflI'i11J'j~~Tn~l1tJ\9l••

flltJ'lutlVl'Vl'liffml'lf 2552•
'" .ot ~ (lJ 'I ,.,'" ",.d d/ _I " '" 116. Ut'Vlft'~l'Wl1'jtlHfltl'U'jtJVl'Wfl~l'Wll1tJt:jW'Ii',j'jtJ 'il'jtJ'Ii'j'j1J'VlVl~u'j~ff~f1tJi'l11tJ~

l1flEl~'l 'Wf11'j""~1'WU{l~ii'j ltJ'~'Wml11J1~utifl1'j~l'j ~~11Pl
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" .
4. L'Ol~\9I"l191(hnJt14L'IJ\9IV'i14Vi~~111Vll.h1~14'I.{11Vltlf1l~LilVlff1'IJ1tmJ'lJtl1tl

LI'l1fl~ltl~l14 t -H'U1 f1l~ "m~l t -H'1'l~flUI'l"lI~14~~ 1~~l1'rVl~ .
5. ihi'lfl'~l14 111Ui'lUi'l1141'l1111f L~UUti'ilqJ111~V'lUt 14~~Wh~f1l~'Ll~-U~~l14

"U"~i'lUi'l114f1l~t1~-U~~l14\9I1111ffm1fl',r Vl141in1lU"~Li11l1111tlUV1~uum$lU14"~ I I'l~-:j

6. th~-:j'IJ1tu t-H'fh~-:j t1l 1VlUf1l~t-H''lJU-:j'IJ1tu111mlU1~~Lfl'EH~lIL~lILdu-:jt14• u u

1Uf1lff-fflftqJ\9Ill1ffllI'l1~ t -H'fi 1\91UUHi'ltJL~14i~tJL~U14UVHUUUL'Vhtl'ufil~ H\9Il111Wjf1l~f1m:n'IJu-:j

'lh,lltil'U (Determination)

. ,
oC:1t, QJ ,::f,.ct 'V Q,.f

4.1 fl111'iltl'YumrJ'UMfl'lJ Balanced Scorecard

f)qlJT.Ul ~T.UUNf)~ (2545 : Ui'lftVlVU) 1~'Ll~~Qf)~t,*U141flVl~~UU1Vlrl"~"Uf11V'1
~

(Balanced Scorecard) tl'Uf11~t1~~tiJmrll qi'ln rl"'lJU-:j-:j114l~U'lJU-:jffm-U14V'l1W'11614111 VlUVlWl141
~ "

~'I1iJ1VlfflJqi'lnrl" l1-:jl1l1Vl22 ~'I1iJt14 4 ~l14tI~~f)UU~1tl 1) ~l14~141in'il 2) ~l14f)~1ILi11111J1tl 3)
jJ CloQ./ j.I .::s 91 Q.I _I .c::. GJ

Vll14m~1J114f11~111U U"~ 4) Vl114f11~t~tl14~U"~V'lWl14lU"~'01f)rl"f11~1J~~tlJ141'l1111ff11J1Hl t14~

f1lnh 1'Llt '* ijH'ff1111':imh~'I1iJ 1 'Llt,*t14f11~t1~~LiJ141~rl"ii-:j 91.25% U"~rl"'il1f)f11~f1f)lJ1i1-:j t 1-1'~

.,rmff14flU14d1Ln.J1flVl~~U1J1Vlrl"~ "tlf11V'1(Balanced Scorecard) t~14U141flVl~ijI'l1111~Vll1 ~14t 14

f1l'i'Ll~-u~ "'1 t 1-1'ff1111':itI'W11 t1,j~~~f)91't,*1~tl'U~l14~11"1f)11"ltl u,,~ t 14fl~~f11~l1"ltll'LlU1J1J

1Vltltl1V'l1~f)11 U 11 'Llt ,*tl'u U~~ f11~~t~14 'I11l1tl~114~1'11f11~~~\9I111,jf)~ 11~ij f11'i L,j~tl14U,j,,~

1tlf)~ltl'lJl'lmm t 14~~~u~h~"l t~14'Ll~~~l tduiif11~ 1Uf)~ltJ 'Ll~Ut,j~tl14~U1111~ 141tlU1UU"~f)"

~i'li't14f1l'i"'Hl14VUlIt,j~U14UtI"-:j 1 'Ll\9l111'lJ1'l1'l"..,1t 1-1'hiffllJl'H)~ m114 f1l~\9I111141UU1tl 1~ud1~

~mdu~ U~fl~~f11~~Ultt141flVl'i~UU1Vlrl"~Mf11V'1 (Balanced Scorecard) lJ1t,*t~Uf11~'Ll1~tiJ14

l1J i1U~~ f) 1'i 'il~ 'Ll~U t 'Ll~U14f)" tli'l i' '111U14luu 1UUV1~1 ~~ ffl111 ~ tl ~Vl'11~ f)f) 11 t~ lJ t.wV ~U~•
'Ll~1Jt'Ll~V14l1if1l'i1Vlrl" fflJqi'l~ t -H'ffUVlI'l~U-:jtl'U141VUlU111Uf)" Qi'li't '111J~'O~ffllJ1~ tl~ It'W14f1l1

~u',jl~udl~~mdu~

t1~ltU 1Wl14ff1V'1~"r(2545: Ul1ftVlVU) '~f1f)lJ1f)nt,*~~U1J1Vlrl"~"tlf11V'1tl'u
c. " ..••fA' Jt 0 ,. d gJ 9J .c::. •••• C\

11f)'01'l11J" f)VUVtl'l1 U~fflfll~ 1191tltf)U'lJfl1q!" '01f)f) 11 ffU U tl111~U ~111~U"~f)1~ 1J1~<Jtllt '11~

" " "
,j~U~f)n rl"f1l'if1f)lJ1'~~1~1Vlrl"f1l1~lti114~l14'14 4 1JlIlJfl~ ~~~1Jfl~~f1l~l1~ff14 33 ~1
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~.:!fiWl'U~UJ1\91'ji1'UI~V'~ltJ~tJtllVitJtlt1t1r'Hlmn~1lt1'U~1'U111~ lfltJI9l1;1fl~.:! flci1111:l'UlfltU,:!;JU
• cv 'fJJ "" , '" 'fJJ1Il 'J/cv • <::l _9.\ d ~ III 'fJJ

'ff1flty'\JU.:!rjtl'jl11'j 'Ufll'jfl1t1~1JllH'Ufl(1~'Vl1i'11Ifl'jtlfl111J'ff11'j11\9111Jl1Jll11J1tJ'Vl\9l.:!n .
mu'Ui)u ~'U'Vl'j1'j'jW~ (2544 : tI'Vlflfl~U) l¢i'fffl'I:J11~tJ¢i'1'Ul{jWl1J1tJU~l'l'fll'jVi

iiH(1~ VflU 191fl ff'U' llU III 'U1iifl 'j ~tltI1fl H(1fl(ltJfl1'V'l(Balanced Scorecard) 1Jl' ~'l'UV.:! I'l'fl 'j•
m tUfffl'I:J1'Vl1'V'lll1m1Jflfl (1ll(1~1i'j fllnh ItJtI 1fl'Vl~ 'VW 1~fl fl'Ufl1 'ff\91~ ~1t1fl m1fl1'Jfffl'I:J1

" .
'V'ltl11 tl1fl'VlU iiiJ 11~l'J'ffUmY'U'U l¢i'Ufi H'tl1l11'J'1~ fllHYU tI'ff'U 'U ll(1~ii15tJllfnrVi 1l~~~'U 1

• 'U •

" 1 'l3J ~ <v rI d~ d e: '3.1<=:10 Q.J ,.,

V.:!flm fll'J 'lfU'U1flfl'j~tltl1flf-.l(1mWfl1'V'l V.:!flfll'j1JI~'U'Vl'U'Vlll~lVV mflflfll'j'V'l~'U1 fl1'U••
1 1 '" _I " '" 'J/ 'fJJ , " ''1 'J/ "" 'fJJ~l'Vlfl 'U M fJ1JmWU(1~I\9lnl1J'V'l'jV1Jfl1'Um~"l \91(IVflll'UV,;jfI fll'jiJ,;j I'tHflflll 'U1'VlNfll'j llfl 1Jty'111

" ..
111Jt1'Ud1'UfJtlt;Y'j'jfl l~ufi U'U1'VlNfll'jtJ1t1tJ~~ll(1~~~'U119l1~1flViiiv~1'UiJll~'l1'UViIl11J1~'ff1J

"ll(1~{jV~t1'Ufl1'J9h~v'U fll'j t;Y~Nfl 111Jl,j'1'lllU(1~fll'j llPl~l'J1Jfl111J'V'l~U1JUfi'V'lUm 1'U'1~ 'ff11J1Hl
", "

l,j'l' lllm~tJ il'l1~\9I11J19l1~1flVi~~'U1~'U

'ff'j1W tJ'j~1J1(11'j'lf1~ (2544: tI'Vlflfl~V) l¢i'fffl'I:J11~tJ'ffUtI'ff'U'UH(1~UtJ'ff'j'jfl
u ••

'1'Ufll'jU1'J~tltl1flH(1fl(1 tJfl1'V'l(Balanced Scorecard) 1J1''*, 'Uv,;jl'l'fll'jflci1J1i'jflll~V'ff1'j'\JV,;jl'VltJ••
"''''ImWfl'fl'I:J1Telecom Asia Public Limited (TA) ll(1~ Advance Information Service Public

" "Company Limited (AIS) H(1fll'jfffl'I:J1 'V'ltliJll~l'J'ffUtI'ff'4'UU(1~fJtJ'ff'j'jfl ~,;jiY'U 9 iJlI~t1 l¢i'ufi

'fJJ cv "" 'fJJ". 'fJJ "" " P 'fJJ cv
1) \9l1'U(1fl'I:JW~~'jflll2) \9l1'Urj'U13) fl1'UU'U1fl\9l4) fl1'U'j~tltI'ff1HY'Ul'Vlfl' 5) ~11'Ufl1'U1~'U1i'j'j1J

v,;jl'l'm 6) ¢i'1'U'j~tltlfll'j~1111'U~I1'U7) ¢i'l'Ufll'jl\9l~tJ1Jfll'j 8) ¢i'l'Ufl1'J~V'ff1'J''Uv.:!l'l'm 9) ¢i'1'U

'V'lUm1'U
«S did9J ,. "" cv

1l1flH(1fll'jfl'fl'I:J1lI,;j1J'\JVt'ff'UVll'U~ 'Ufll'j'U lll'U 1f1fl'j~tI tl1flH(1flMill'W•
(Balanced Scorecard) 1J1',*,'Wfll'j~1l'U'Ufll"j l¢i'v~l,;jiitJ 'j~iY'Vl1ifll'V'lflV

"
1. ~ullJm::~tlfl1"jiitl'Vltl1'Vl ~hflty' 'Ufll'jU III 'U1fl\9lU1J1~1lU'Ufll'j

'J/ _I "" 'J/ cv. "" cv 'J/
2. \9IV,;j1J'j~~fl\91l1ll11J1~'ff1Jfltlfll'jfl11'U'Ufll'j 1~'U1i'j'j1J 'ffill'WU1fl(1V1J'\JV~

y' 'j/ 'lI] 9J " V gJ
4. \9IV,;jI'ifV1Jll'J.:!'\JV1J(1ViIfl1l1flfll'jtJ'j~liJ'U~,;j 4 1J1J1JU.:!1'\J1fl1t1t1'U

'U •

d" 'do f cv 0 d e!
5. fll'j1J 'ff1'U'j 11J'\JU~'Vlfli-htJ1JH(1\91Vfll'j l'Jum tlll(1~ f1111J'ff11'j 11'\JU,;j'j~tltI'U•

1(1(1fl ~'U'Vl{\9I'j~fJ(1(2544: tI'Vlfl\9l~V) l¢i'fffl'I:J1ll'U1fll'j'ff~1.:!~'lfUfl111JV~'jV\9l

'\Jv,;jml1t1~1'UtI~ fll'j 1'1f1fll'j~L1:I'UU~l'l'fl'j fl'ff'j ~, 'U1Jl111'Vltl1citl~lU'UflU(1~~fl ~1~tlfl111Jd1flty

'\JV,;j~'lfU1flfl111JV~'j Ufl'\JU~l1tl1tJ~ 1'U ltJ~lltllVilltlfl111Jiiflllt'U ~V~'lfU 1flfl1nm~'j Vfl'IJV.:!fl~1J
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~1J~'I1l~l1\.htJ1J~fll~'I'lH l'lflfll~ '\ltH~l'lffll1U ~~~hit 'If~l'lffll ~ 1~WU~~~fl~t ~~~1J1J1~~MJClfJ

51 '151.1 15ld
.fll'VmCl~Key performance Indicators J;Y'jHU1J1Jfftl1JtlUJ!l1u'j~'lflmmllJf::!I'lffJl'lfltyU~~

~1J~l11~l1U lfJ'Il 'U1J~fll~ l'lfl fll'j ~ 1U'j~1'Ylf'll ¢lllff~ 'Ifl11lJfi~ I{f 'U ~Clfll~ l.ij'fJl¢l~ 'lfU fl11lJtId
rjJ ~~ QlQCVQl' od. OQJ ow QJ~

~t1~ 4 ~1'U ~llJ'Vl'lJ;Y'U33 ~'lf'U ~'1~1t1(Jl'lI<.w'lClWI1JmllJfflfltu~'1'U
u

1. ~'lfUfl11lJtI~~tI~¢l1'Uflln~'Uu'j~fltl1J¢l1fJ 1) fl\9l~lfll~lvilJ'\ltl'l~ltJi¢l 2)
Q.I d Q.I rI

~Clfll'j\9ltl1JU'Vl'U'lltl'ltltl~'\llti3) t1\91~lfll'j 'I1~'UI1t1'U'\ltl'l'Yl'j'ji'jtJnlJ"I ~"I

••• '" ''jJ 'JI.I 'jJ ••• d/ 'I 'jJ
2) ~'lf'Ufll1lJtI~'jtl~~1'U~flm u'j~fltl1J~lt1 1)'j~~1Jfll1lJ'Yl'lV'ltl11l'\ltl'l~flm

2) ~1'U1'Ufll~lvilJ'lltl'lClflri'1!l~Cl~t13) ,h'Ull1J'I¢ll'UflU\9Im~"I ~"I...
QI ..:::s ,rjJ G} •.• I Ij) 0

3) ~'lf'Ufl11lJtI~'jtl~~1'Um~1J1'Ufll'jflll:Jl'U u'j~fltl1J~lt1 1)1l1'U1'U'jltl'l1'U

,rtllJm~t11n1J~flri'12) fl\9l'jlfll'j~~~lt~~ltl¢ll'Uffl1il'jWUlf)fl 3) ~1'U1'UlflHfll'j~\9JJ'Ul.........
~ Ij) ~ Q.I rI a ~

lJW1'j!1'UJ;Y'Um~~\9If)WCV1l1~tl1J~fll'j
Q.I d 'fj/ d rjJ Q.I •• I jJ 0

4) ~'lf'Ufll1lJtI~'jtl~m'Ufll'j!'jl:J'U~ll~~'YlWJ'Ulu'j~fltl1JWW 1)1l1'U1'U1JflCllm

~nfll1lJ~fll1lJJ;YllJl~tlViHl'UU'Vl'Un'Ui¢l 2) 1P11lCl'\lllJ;Yfl'l~~\9I.fll'Yl'lltl'l1Jflmmt'Ul1UlfJ'Il'U 3)....
~Clfll'j,h~liJ'U1Jflmm'l'Uml1t1'11'U"I~"I•

ri1'Ufll'j IU~t11Jfl11lJfifll{f'U'lltl'lfl~lJH1J~'I11'j'jl'lfflUIICl~itJ'l 'If'jl'lffll'j ~1J'h....
itJnfl11lJll\9lfl~Hn'U

,,!\l\9l'jl l'lf'j\lI'l~fiwcn (2544: 1J'Vl~fltJtI)'¢lVilfll'jffmnfll'jU'j~liJ'U~Clfll'j
." .

ri '11J;Y~lJU'j~ff'l'lfi.fll'Ylm lJVi~'U¢l1tJl'l1~lfl~~flU Ufi'l1~'Il'U~M.fll'Yl '\lt1'1mlJVi~'U hWffmn 1'U
• JJ

,hirml'Uli~'Un'l'\l'Ul~'1m;u flm'lll~~l~fl 'th~If)'Yl~~ 5 ll'l1'11~tJlU~l:J1J1litl1Jm~1J1'U'Il'U
u

ll1J1JltllUCl~U1J1J'l1tJmh'lCl~I5 llM'I ~~fll'jffmn1l1flfll'j1tl~tJ1JlVifJ1J~1J',h fll1lJ~'I~tI 111

jJ QI A.d..:::. '1 ,~J JQI ''''QI JQ.I
'lltl'ltl'j ~'lfl'lf'U~lJl'j1J1J'j fll~ 1l1flmlJ'Yl~'Ull1J1Jm ~1J1'Ufll'j l1lJ1'YllJ'\l'U'Utlfl ~1fl'UtJ'I ~1'I1'lf1~...

1~tltl 'j~1iJ'Ufll'jU fi'l1~'11'UllCl~fll 'j'1..r~~\91t11Jll'Yl'Ullfh.JflCllfl'j~J;Y~~tI'Ufll~ 1~~~Ufi'l1~'11'UU1J1J

~CltJ.fll~tltJl'll~'U1i'j 'jlJvfl¢llt1

,,!'U'Vl~111ff'VltfJlJlJl'U'U\'i'(2544: 1J'I'l~~dtl)'¢lffmnlmfJ1J1VitJ1Jl1crflfll~'\ltl'l

'j~1J1J1~~C1~'Wm~(Balanced Scorecard) tl1J1'l11fl~Clfll'jUf)'l1~'11'U~'l~tltJ'lltl'l1J~tr'Vll'Yl. ~ ...
q .c:lQ 0 QJ te9 f Q CI Q Q.I QJ ~ Q.I

C1t1~mClfl1l1fl~(lJ'I1l'lf'U)~~fll'jf'lflfJl ~1J111J'jl:J'YllJ\9I11~~Cl\9l1lJll'Ulflm~1J1J1~~~~M.fll'Yl

(Balanced Scorecard) l~fJ~ 3 ~lJlJtI'I 1~l:J'll11'l1'l11fl~C1¢l1'Ufluufi'l1~'11'U'1'U¢ll'Ufl1'jI~t1'Uf

llC1::fll~11l~tu1~1J1\91llCl~V'l~1J'h 1J~'l:7'YlnI'l11~~C1~1'U1'UlJlfl .flltll1cr'lfll~fffll:Jl~'Ilff'UtlU'U~1..r
", " ,'" " .

1VllJI'l1~1~1.wtl'l..rmtl1Jfl~lJn'l 4 ~lJlJtI'I IICl~I~t1flI'l1~1I'1Vi,h~ty1~l:J'I~lJlJtI'ICl~3-4 1'l1 11'1tJ
"'l 'l'J/ "QI 11 QI •• I a' ~Q.I

1C1t1fll1fftll'lflCltI'Ifl1JflC1~'I'l1iUCl~1\91Qu'j~ff'Ifl'\ltlmHJ 'Yl
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lfltlff1U f1111~tI~t~tl1~fl-3tl'IJ Balanced Scorecard ff1'\..J1JlfltrJ'\..Jf1111~m~fl•
-Wm'\..J1f111'IJ1'1111~f1f111fl-3fi'm IPl''JtJ Balanced Scorecard t~f)fff)EI1tU~ (J'IJtVi(J'lJf111UaU~-31'\..J

. "
U'IJUtri1m'1~f111'IJ1'l111~f1f111U'IJ'IJfI~m)l'W (Balanced Scorecard ) U~~t~f)'I1119i1~1f1 '1'\..Jf)11•

"1f1f-l~~~tlm'W'1'\..Jf111UaU~-31'\..J'Ufl-3'4fHnm '1hi fl-3fi'm~-3 '1'\..Jff1'\..J'j 1'1ff111tt~~mfHf)f)'If'\..Jlfl(J
" .

mf)'IJmJ1Jm1fl'il~~ 4 ~1J1m~ f-l~f111ffmJ1 'I1~~'il1f)Vi'lPl'tJ11~'IJ'lJ1f1f-l~U'IJ'IJ~~(Jm'W (Balanced
'I !lI , """ 'JI j/?l 0 ••.• 'JI Q, 'I" ""Scorecard) 1J1t'lf 'Vl'IJ11 f)-3f1m1Jm11Jm1'11'\..J1tu'\..J~lf1'IJ fj'IJ1'1111U~~'lJfI~lm t'\..Jf)~flm1Jm1

"L~tI'\..Jfu~~'Wm'\..Jwl'\..JtfJ~'1Mfff)f1f1~f)-3tl'IJl9i1~1f1U'IJ'lJflMfl1'Vl U1 ~'lf1'1f'\..J~f'IJ'lJ1m1iifl111J~~~ . ~. "
'Vlfl'1'il'1'\..J'IJ1f)111Jlf) rJ~;j'\..J

, ,
~QJctq iI Q.J _I~~ qf'

4.2 fl1'il'iUJ't1!fl£Jl'Uij.:ifl'Ufl1'iU{)'U~~l'\..JHtl~fl1'i'mn'U'il'lJ (PAR)

4.2.1 ~n/J.nf1i11fJ7utl~:tmR

~'WntU tU 'IJW~l~ 1t~~fltU~ (2541: 'IJ'VIfifl~eJ) '~l11m11,)m~eJ~f)11

'Wm'\..JleJ~fi'f)1~1J'lf'\..J ~~'I11f111~L~ -3t'Vl11 trJ'\..J1fI1-3f)111~(JU au~ f)11 It 'IJ'IJiiff1'\..Ji11J (PAR)

~ltij'\..Jf)111mn1J'I11ftl1'\..J 1~W:i1-3 'W.ff.2538-2541 lfitliiti11'l11Jl(Jt~eJffmnm~'IJ1'\..Jfll1-Wm'\..J1~
" 'I !lI"" ••.• .J "'" I dl ?1 'I 'JI

eJ~flm~1J'lf'\..J t'I11J~f)fJ tU~fll1'Vl~f1'\..JteJ~U~~1Jff1'\..J'j 11J f-l~f)11fff)EI1'j ~(J~U1f) tu'\..Jfll1 tff'\..JeJ t'l1

9/0 oIC:to rI "~ ~ ...1" d ~ I ~ rI
fj'\..J1U~~ff1Jl'lfflf)~flm~1J'lf'\..J '\..J'I11J'IJ1'\..J'W'ill1tU 1ff~u'Um 'VI'il'il'.i~'UeJ~ffm'\..Jm'Vl '.i11J1tm 1~ '11

tY11'l1IPl'UeJ~1Jty'l11U~d11JVi 'ill'.i tU1U'\..J1V1N '1'\..Jfll1 ItnUty'l111 f1t1'lf11tl1'\..J~f)~f11'.i un1'UUty'l11.
4::l Q 0 I Cl. ~ <vI QI

Lff'.ifJifl 'il f11'.if-lMl It ~~ fll'.i 'ilI'll '\..J1 (Jf-l~f-l~\9l1JlflVl~f1 It~~ tleJ1J1 'IJ11f111'Vl m '\..J1ff1tY'\..Jlit ~ ~

1m '\..Jli'.i'.iuiifJtU fh~ eJf111'Wm'\..J1fJtUfI1'W~1\9l'UeJ.:J\9l'\..J\9l~eJfI'il'\..JeJ~fi'm U~~~1J'If'\..J LrJ'\..Jf)11 fff)'\..J

!lI 'JI 31 Q,' Q, "" 11 j/"J ~ Q,
fl111J\9l~Hf111'UeJ~'lf11'IJ1'\..Jf11'\..Jtff1 fJi f)'iJ ff -3tff11Jf) 11 t1 tI'\..J1 m ~'IJ1'\..Jf)11t!f) t'Uu ty'l11Lff1fJif) 'iJ

.J 'I Q,"" '0' Q, I 'JI Q,'l '1' 1 31
U'IJ'IJ'W.:J\9l'\..JW~t'\..J'I1~1t11lif11'.i'.i11Jf)~1J'iJ1'11'\..J1(Jf-l~J}.l~\9lUflJ}.l'IJ'.itflfl tfltl\9lH U~~ '\..Jfl1'\..Jff1tY'\..J1. ~

J}.l~fl111 ~tlU a u~ f111It 'IJ'IJii ff1 '\..Ji 11J tl'IJeJ~fi'm IPl'1'\..Jtff1 fJi fl'ilU~~ eJ~fi'fl1

~l'W ff1ff'\..J1 1mu li 1'.i1J ,~~ eJf~ d1fitlrh eJ~fi'm'lf1J'If'\..J'I1~f)flri1J111J19i1'UeJ~'lf11tl1'\..JL~t).yh
~ u q q

ii'ilm11Jt)~1.:J'1f1f)~H'I1~~'1'\..J'lf1J'lf'\..J~ffflfJ1 ii~flfJtU~U~~flfltlfl1'W~U\9lfl~l.:Jtl'\..J 3 UiJ'IJ flf) 1)•
f)~fi'~1J'If'\..JU'IJ'IJli '.i'.i1J'lf1~~ tii fI 'iJ1fl fl1'.i1 t~1JU~~ f111~ 1tij '\..Jf)1'.i'Ufl~ 'lf11tll'\..J tfJ~ ii flfl tlll1'Wi'\..Jf11'.i

..6 "",,"; " .,; Q, !lI !lI '1' "J 31••.•
'W~\9l'\..Jtf)~U~~1JtY1'\..J111J1J1flVltYfi 2) f).:JflmVltflfl'il1flfl111J\9leJ.:Jfll'.i'Uf).:J'lf11'IJ1'\..JtfltJ tfl'.i'IJf111•

QJ ,.. tI ~<v 0' dc:v QI ~ ~ ~<v i1
ffU'IJ ff'4 '\..JtfitleJ~ flm teJfl'lf'\..JfI1(J'\..Jt)f)1Jfffltlfl1'Vl1 fl~ ~.:J1Jl 3) fl.:JflmVl 1i 'ilfl\9l~'U'\..J1Jfff)tlfI1'Vl'\..Jf)tI
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Ult'~~ty t~(rJ1111'\.J (2540: 'U'Ylf111~t1)lJl..11t11'.i1~fJU~u&it11'Ht'U'UiJ

"Y1'\.J11:JJ tftl'Ull'.iiJri1'\.J 11:JJ'lJtJ'l tI 'lfl m 'lf11U 1'\.J'1'\.Jfll'i-WI'JJ'\.JN 1'\.Jri 'ltL'1'1:JJfll'i tfllJ~ 'i ~'l11111-W'l'l1

..11fll'.i1~fJ'l'\.J 5 mju1'\.J i'\.J~'l11111-W'l'llt~'\.Jl1m 2 iJ t~tJm~~'\.JiMtnlltl'lflm'lf11U1'\.J 111fJi~~ .
n'ilm'.i:JJ~N1 t~'\.J ~t1 j:-H'lflU1~fJ 'W'U',h m~'U1'\.Jfll'i'i1:JJ1911U~~fll'i~1!U'\.Jn'ilm'.i:JJ'lJtI'ltl'lflm

~tnll~'\.J i'\.J11~U1'\.J~1'l1 iJi1'\.J :JJ1,nfln'ilm'.i:JJt~:JJ '1'\.Jl1~U1'\.J fll'i~ 1tU'\.Jt11'.i'lJt1'ltJ'lflm ri1'\.J'lmY
d ''jJ ~ <J/' 'jJ QJ .c!! 0'l9J 'jJ d lfIgJ,d.l Id

'il~:JJj:-.l~~tJ1I1'\.Jtfl''i lJ i fl 'il'lJtJ'l'lf11'U1'\.J'fltJ'\.J'lJN 'lfllt 'il'\.J 'flt1'Yl1 11'lf11'U1'\.J:JJ'i 1fJ !lIt 'W:JJ'IJ'\.JU~~:JJj:-.l~
, "

~1'\.J-W1'JJ'\.Jl'Yli''WfJ1m '1'\.J'lf:JJ'lf'\.JtJ'lflm .yitnll~'\.J'U1'ltl'lfl m iJ'U'Yl'U1'Yl'1'\.Jt11'.i..11'1MtnllflU-WI'JJ'\.J1•
'Yli''Wmm i '\.J'b':JJ'lf'\.Jt~'\.JtJ~l'l:JJ1mt~~rr 'l'W'U11t11 '.i-WI'JJ'\.J1'Yli' '\AIm m '1'\.J'If:JJ'If'\.JiJ 'fl11:JJif:JJ~ '\.J£fl'Ufll '.i••

'" $I 11]$1 "" $I .1." "d"",J",
'WI'JJ'\.J1111'\.J'.i1fJ 11lH~~tfl''.ilJ i fl 'il'IJt1'l'lf11'U 1'\.J '\.JtJ fl 'il1fl'\.JtJ'l'W'U11 lJfl1 tJ'lflfl'.i 'Yltflll'IJ'\.J:JJfll'.i

~ltU'\.J'll'\.J~fitl iM'tflllfll'i-WI'JJ'\.J1Jl1'\.Jif'l'fl:JJ'l'\.J'lf:JJ'lf'\.Jt'lf'\.J fll'.i-WI'JJ'\.J1HlJ 1 flU-WI'JJ'\.J1m~'U1'\.Jt11'.i. ~

..1H1'\.JH~~fll'i i1fJ'\.Ji'IJtJ'l6'Jt:JJ'lf'\.JJl1'\.J~1'l1 fll '.i11:JJJjtlfl'\.J'lJtJ'l'lf11U 1'\.J UCl~flU lJli''U'U 1 fll'.i U~~

'" "" ",,JL'1'1L'1'1Ifll'.i 'il1fl'Yll'l'.il'lffll'.i 1I'IJ'\.J
" .

t~lIMfl~ 'If:JJ'\.J:JJ(2540 : 'U'Yl1'111~t1)iJl..11flUfffllJl1~m~tJ'l fll'.i Ut'Y1fl'111fJ••
i~~UH'U'Ufll'.i 1~fJU~U&ifl1'.i tt'U'UiJ d1'\.J 11'JJ 111viJ ~1I~'l11:JJ1m~m.Hmh 'l~'Yl1ifl'lL'1'~{'IJtI'l

1Ht~fJ'\.Ji'\.J 1'flHt11'.i-W1'JJ'\.J1'Yli''WfJ1m:JJ~lJ6m~'Yl'.i1'lfffllJ11ifll'.i 1~flumrflfitJfll'.it,r1 hliJri1'\.J

11:JJtl'Um~'U1'\.J fl1 '.i11~fl'IJtJ'l6'Jt:JJ'lf'\.Jt~tJi' ur1 'lUty111U ~ ~L'1''\.JtJ'l~ tJ'U~t1t1J1l1:JJ1fJ'IJtJ'l6'Jt:JJ'b''\.Jj:-.l~~ fl1'.i

"" "" '" • I ' II] $I'" $I dI d", ,J I 'i '" '" ~'\.Jt'Y1fl'UCl~1'ilfJ u'.ilfl!]11 6'Jt:JJ'lf'\.J!1I:JJ'fl11:JJ1L'1'fl'Yl1l'IJ'\.J~tJ!Ht'.ifJ'\.JH~~fll'.i'illlfll'.il'1fllJ1'IJtI'l

1m'lfll'.i 111fJif 'ltfl~ 'il1flfll'.iUL'1'1I'ltltlfl '1'\.J'Yll'l~~'IJtJ'l L'1'm~fl '1'\.J'lf:JJ'lf'\.Jt11'.ii M,rmL'1''\.JtJuCl~U'\.J~•
I '''I i .1"'.1 t '" ., "" '" ~l .1 t 01 ~ ~Ifll'.i'UtlflflCl11 fll'.i'.i1:JJ:JJtJ '\.Jt11'.iu'.i'UuH !'i'lt'.ifJ'\.J U~~'illlfl'ilfl'.i'.i:JJtI'\.Jtu'\.Ju'.i~ lfJ'lf'\.J 9f'ltu'\.J•

m~'U1'\.J fll'.i'IJtJ'lt11'.iui''UUl 'lUj:-.l'\.J~'Yl1ifl'lL'1'~{i'.i'lt~fJ'\.J

mw I'lffJ~ '.i1~ 11'JJff~ U~~'fl ru~ (2541 'U'Yl1'1lI~tJ) i~..11fl1'.i 1~ fJ

U~U&ifll'Ht'U'UiJri1'\.J11:JJ'l '\.Jfll'.i-W1'JJ'\.J1tJm~fJ'\.J mtJ'Ufli'1 1 '.i'lt~fJ'\.JUCl~6'Jt:JJ'If'\.Jf-l1'\.Jfl'.i~'U1'\.Jfll'.i..
.ea 31 dl .c:l')".c::! 'jJ iii'" 0 lII' 3J 0 QI QI .• t
L'1'.:JH111CltJ:JJfl'fllJ1'Yl!Ht'.ifJ'!4'U1'\.J !j:-.lCltl:JJ~1'U~ lj:-.l~'lfH t11tfltJ'UHtCl'\.J 'il.:J11111'\.JmU~:JJ

fl~:JJt1J111mfJfitJ 11m~fJ'\.J tl'.i~'b'l'b''\.J 1Ht~fJ'\.J U~~6'Jt:JJ'If'\.J111fJiJn'ilfl'.i'.i:JJt~tJ~ltU'\.Jfll'.i 3

1m.:Jfll'.i fitJ 1m.:Jfll'.i 1Ht~fJ'\.J~t~fJ1 1m'lt11'.ifl1'U~:JJ~rum'Wa'lU11111tJ:JJ UCl~im'lt11'.i-W1'JJ'\.J1

~rum'W~1~UCl~~ 'lU11111tl:JJ6'Jt:JJ'If'\.J'l ~t1m '1'\.Jfll'.i1~fJtl~U~fll'.i 6 t~tJ'\.J j:-.l~fl1'.il~fJtl'.i1fl!]11

f1~ 11m~fJ'\.J ~tlflmtJ.:J tl'.i~'lfl'11'\.J U~~,r1'.il'lffll'i 'il1fl'Ml-bfJ,n'\.J ~t~fJ1,r tJ'l t,rlmiJri1lJ 11:JJ'1'\.J
fll'i~ltU'\.J .:J1'\.Jt~'\.JtJ~H~ 'il1flj:-.lClfll'.itl'.i~tij'\.J 'W'U11 11~'l 'illflfll'i1~fJtl ~u&ifl1'i U'U'Uiiri1'\.J11:JJ

$I "" "" '" '" .1 v ~ 11 "''''' ",,Jf111:JJ1 t'il~f1~ UCl~'Wq~m'.i:JJ'lJtI'l'\.Jm'.ifJ'\.JUCl~u'i~'I11'lf'\.J1!1'\.JL'1'.:JU111r1tJ:JJHCl~fJrum'W'lf1~1I'IJ'\.J
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l'Jfl~ltHri0I1J1 t1'U!iitl'Un'U tlo'Wf11'j~ 1!U'W.:I1'W~ 11J11'l'j.:lf11'j um~ci.:l~1:'lfl'j~'Vl'U1,rtfl~ 011m 'j1J

~O!rio.:lflltJ'\1~.:I111flii1J'lrfli~t1t:10'W~';100f)1J1fl1'j .:I!1tJ'UU1:'l~'lf1J'lf'U~'Y11f)1'ji~tJ•
m~1:'l'l 1mf1'El~1tJfi'U (2543 : 'U'\I1r1~rJO)1~'Y11f11'ji~m~O.:l f11'ji~m~.:I

1.1i],j~f11'iU'U'UiJci1'Ui 11J(PAR) l'U fl 1'JTIWl'U1Ol~h'l~ 'will !flEl~ 'J1j'j nJ 'lfl~U1:'l~f11'J~~f11'j~ l'U

1j.'jfil1'lf1J'lf'Uu'U'U~wn~'W!O.:I'lJO.:l1.1'j~'lf1'lf'U~OlfftJ1'Um,M l'Wl1'U'Yl1J1:'l't111J02 1~tJiJ1~t:11.1'J~1:'l'.:Iff
• OJ.

!~OffflEl1f)1'JiJ ci1'U i 'ml 'Uf)1 'jTIWl'U101;'\AI~ 1t1ill lflEl~ 'Jlj'j 'J1J'lf1~~1'Um~'U1'W flni~m~.:I

1.1i],j~f)1'j u'U'UiJci1'Wi 11JU1:'l~ffflEllU'U1'Vl1.:11'Ufln ~~ fl l'J 1j'J0 11'l!1J'If'WU'U'U~ .:I'\AI1~'WtO.:I'lJ0.:1

!fiEl~'jm~OlfftJl 'W'\1liul'U'U~ntU 1I'lHf)1'J11'U'Yl1J1:'l'tIl1J02 191l'lJ1:'l1'l1:'l0.:11tl!go'U ~lU101'l1:'lO.:l'\11~
OJ

~.:I'\11~1:'l''j~un1th~'lf1mU1:'l~fl~1JOrJ1.:1!~'U!~l'\1Ul~1'W~1!f101'l1:'lO.:l'\11~~1'U1'W 8 1'l'U H'th
• OJ

'lf1J'lf'U ~1'U1'U 8 1'l'U U1:'l~!fiEl~'Jm~!~hh1J 1m.:lf)1'J ~1'U1'U 20 1'l'U1~111flf)1'Jr1~tilom!'U'U•
!111~l1.:l !1'l~o.:l]j0~1 ~ !~'U!!'U'U~1JfllElWU'W1~fl fll'J~.:I !fl~U'U'UiJci1'Wi11JU1:'l~1liiJci1'U h1J

U1:'l~U'U'U1:'l'o'Utlnlillfl1'j~l~fio f)1'j1.1'j~'l!1JOfi1.1'jltJfl~1J(Focus Group) fl1'i1.1'j~'l!1Jfl~1JdOtl. "_~ ~<Qt, c:lq V \I)!V , 'JJ f c:l , ct. .:::.

U1:'l~Ul'I1J1:'l'~1:'l'1J~1:'l.:ll'U1:'l'tl~'\I1~'lf ~~Ufl 'JotJ1:'l~1'll!U1:'ltl 1:'l'1'W!'UtJ.:I!'U'Wm~'j!1'UU1:'l~!1'U'Utl1J

~1:'lfll'Ji~tJ '\AI'Ui1 '\11fl NltJ~i 11J1m .:If)1'JiJci1'Ui 11J1'U0 'IIm 'J1Jf11'jTIWl'W10l;'\AI~1tJ1n!fiEl~'J•
1j'j'j1J'lf1~~ 11J'U'Vl'U1'\11'\1U1~ !flEl ~ 'Jm iJfln!1 tJ'Uiu 1:'l~'lhtlm il on'W1'Wfl l'JTI Wl'W101;'\AI !rio

"fl'j~'U 1'Ufll'j i~ tJtl i],j~fl1'j!! 'U'UiJci1'Ui11J{Y'U~~ 1:'l.:l!flEl~'J fl'j iJl1fl'l:!~1'Wfl1 'j 1.1i],j~~ 1'U!flEl~'J

1j'j'j1J'lfl~!~1Jmfl~'W 1~tJ1.1'j~dJ'U~1:'lm1J1:'l'f11'\AI11~.:I I'l~1!~ O'U!fl'l:!~'j m iJfln !1.1~tJ'UU1.11:'l.:l'Vll.:l

!fY'J'l:!!fil1~ .:I1'l1J!m~if.:I!n~"'o1J1'U!~.:I'U1fl iJf)1'J1:'l~f)1'J1~1:'l'l'J1I'liJf)1'J!fiEl~ 'JiJf)1'j 1~m.J'U1'\AI'J1'U
o Q.I Q.I ~ .:::s GI VtI Q.I tI Q.6..l , .d v ,

f)1'j f11'11~fY~I'\A1'lfU1:'l~1/f11'J~'If~ tJ'\11/fl'\l1~U'Vl'W~mfl1l!'\AI1/mfl'lJ'W U1:'l~'\AI'U11!flEl~'jm 'Vl!'lIl'J11/

1m .:jf)1'jiJfl111/~~!riO.:l1'Wfl1'j1l1!U'Wfl1'j 1~tJfl1'j1.11:'lflr:¥fl~1tJin!fiElm1j'j'j1/'lf1~od1.:1~ mrio.:l iJ
OJ

" I ,I

fl1'j'lltl1t1~'Uiifl1'J 1.11:'lflr:¥mfl'l:!m1j'j 'j 1i'lfl~U1:'l~!.w1/'lfU~r:¥flii1.11:'lfl iJf11'J11.:1U'U1'VlN 1'Wfl1'J~~fl1'j
OJ OJ

~1'W~'j 0 l1'l!1/'lf'WU'U'U~.:I'\AI1~'U!O.:IOdN! ~'W1'lhi 'J'J1/ iJfl1 'J'J11/fl ~1I'tl1~tJmj'fl 1~U1:'l~~l'\1tl1t1
"

0'j1'j'JtU !fl~Un1 (2548 : 'U'\I1r1~do) 1~TIWl'W1~1;1~l'ltUfll'\AIf)1'j~U1:'l
•• OJ

~'lIf11'\A1~ihm?of.:l~U1'U dl'\1f'Uii1/~'lIf11'\A1 1~tJ1ll1~t11.1G,j~fl1'JU'U'UiJci1'Wi11/ (PAR) ~.:jiJ
1 ,jI ,.. I

1~t.l th ~1:'l'.:Iff!~oii l1~~Wl'U1~1;1~fJtUfll'\AI fl 1'J~U1:'l~'lI fll'\AI~ihm ~o ~.:IiiU1'Uih'\1 ~'UVi1/~'lI f11'\A1
I " I V I

U1:'l:!~01.1'j~aiJ'U~1:'lf11'j1~'J~!iJtI'U1ni~t11.1i],j~fl1'J U'U'UiJci1'Ui11/1'W~'WVif)1'J1~t12 ~'UVi fio
J/ , 91 ,

~'Wii~'U~~'lfo'U'lJ~.:I 1:'l'tllUm;mj'fJi'\11'i1.1'j~'lf1 ('Wom'll~!'VlfY'U11:'l) U1:'l~~'UVi~'U~~'lf0'U'lI O.:lfY'U6
OJ

fI , 91 Q.I 0 Q ~Q.I .:!! I

tJ'WfJ~'lIfll'\AI'l!1/'lf'Wmqj'U1'W1:'l'1/'lf1t1'\A1Wl'W1(t'll~!'Vlf1''U11:'l)~1!'W'Wfl1'j1'11tJ3 'j~tJ~ 1'l0 1) flO'U'j~tJ~
" SI " ,

~ 1!U'Wf)1'j 2) 'j~ fJ~~l!U'W fll'j tl1'\1'U~~ 1;1~ 3) 'j ~ fJ~U 1~1;1~ 11.1'Vl~ 1:'l0.:1'"*1'UVl'UVi. " ,
fl~1/!il1'\1111t1Vi',,*''Wfl1'ii~fJiJ 3 fl~1/ fio 1) fl~1/~ihm~0~.:IViu1'U 2) fl~1/~~U1:'l 3) fl~1/
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l~1'HU1~~11i1jWq'IJ1'W,yf'W~ l~ttl'lijtl~l~ l¢lun mj1lm1~M'I1lJG)f'Wuuuiiri1'W~'nJ flU
Q.I tI di Q.I d" , ~Q.I ,

~lJmllWl'il1~~fl flU~'1lfl~UUUlJ~1'\..n1lJ mj~'W'VI'W1fl~lJ (Focus group) r·mflU1'ilti 'V'lU11
" if I jI I

\Pl1~1~~tltm'V'lmj~U~ff'IJm'V'l~il1m~tli' '1l1U1'W'lJtl'lVi'Wl1111mj1~tI 2 m-i 'I l¢ltll'H'W~tltlm1:J'W
q '\l o~ 4U

71 <!l ~ ~'I 71 "" ~.'I ~ .Ii IIJ 'IIJ ~ '?t ~
4 ~1'W ~tl 1) rju1t1 2) rj~U~ 3) 'VIlJq'IJm'V'l 4) rju1t1U~~rj~ll~ 9f'lllJ I~UU'IlU'W 8 ~1'W

v v

~llJmtlUU'W1fi~ ~1~1~'Wtlm'IJ~l'VIffU1~ii~1'W1U 15 ~1~1~ 1~tlUU'Itltlm1:Ju¢l1'W~il1t1 8••
v v v

~1~1~ ~~U~ 3 ~1~1~ l1lJ~'IJm'V'l~lU1'W 3 ~1~1~ ri1u~il1t11Ul'IJ~l'VIffU1~ ~lU1U 21
qJ CU q cu

V V v

~1~1~ UU'Il1:Ju¢l1UHil1t1 ~lU1U 13 ~1~1~ ¢I1uH~u~ ~lU1U 4 ~1~1~ ¢I1ul1lJ~'IJm'V'l 3
qJ '\lCU q

V v

~1~1~ ¢I1u~il1mm~~~u~ 1 ~1~1~ rll'Hi'UH~flU'lh~liJUflUl~'j~l1itlU1n1~mJfhr~fln
'U 'UlU ~

V V •

UUUiiri1'WhlJ'lJfl'lflflrilJlil1'HlJ1t1'l1'1 3 flrilJ l¢lun flrilJ~il1m~tli''1l1U1U flrilJH~U~ flrilJ
q ~ <u q , cu qJ q

, II V , 'jI II,

l~1'HU1Vi~11i1jWq'IJ 1'WmH~roJU1~1~1~~Wm'V'lmj~u~~ihm~tli''1Viu1'W'l1'1 2 ~Ul1 iioUtl
v v

~U'V'lU~'1U 1)) ~11lJVl'l'V'ltll'il'IJtl'lflrilJlil1'HlJltl'l1'1 3 flrilJ 'V'lu'h ii~11lJVl'l'V'ltll'ill'Wmj~u~••••
~il1mffli' '1~U1'W~llJ~1il~ l1:J'WmiHlJlfl 2) ~11lJi~ 11lJloU11'ilU~~'l1flll~arltl1flUmj~U~
91...'1 ~ Q.I d 'jJ , _3.t 'd 9J fJJ 61 cS Q.I d Q
Hu1mjtlH'YlU1U'lJfl'lfl~lJl1Jl'Hmtll~tlnlJ 'V'lU11 lJ~11lJj ~11lJl'IJ11 'ilU~~lJ'VIflll~'V'lfl'VI'il~lllU•••••
Ufl'Wil11Pitll 'l.ll ¢I ri1U fl ri lJl il1'H lJ 1t1~ l1:JU"I1l1U 1U hi l¢l i' U fl U 1Jfl 'l1flll ~~U ~ 'ild 1lJ ij tl flU•
l~l'HU1~~11i1jW q'IJlPitll 'l.llUtl'W 1~~ 3) 'V'lq~m jlJ'lJtl'lfl~lJlill'Hmtl~l 1:JUl ~ l'HU 1~ ~11i 1jtu q'll

v~ 19J '~d 4 .t!f. 'jJ d Q.I Q.I dQl::'l '
U~~'lf11 U1U 'H~ 11lJ nlJlJ fl lJ ~ 11lJ fl j ~ ~ tl j tl j U lJ 'V'lroJU 1fl n ~ llJ ~ 1"111~ lU 'Wfl tI1'1lJ1 fl

4) flrilJlill'HlJltliiUU11ulJlumjill~1il~l'l.l'l~'il~'11UtlUl~~ ~'1Vj'il1jW1l¢l'il1mf'l 2 ,yfu~ ii ,•
• v •

flU ~~j~UUflU1J'WVifl flU ~~j~UU~ 1uoUmJ ~dltl1flUflU~U~ q'llm'V'l~il1m~fli' 'IViU1U ~tl
JJ iI 1 • 'jI

" Q.I QJ Q QI QJ iJ OJ 0 t/ Q.I ~ ~ d $I ild. 0 Q,Id QI

~ ~fl'lflU~1'lf1~'VJ fl~1U~~'V'lj tllJflUm'H'W ~ lfl tu CV1~~~'W~tu m'W'lJfl'l'V'l'W'VI~ 1t1 5) rj'VI'W1~1"111~

, 'l.l1~d;;'W'h~ 1il~ii ~ 11lJ l'HlJ 1~ ~lJ fl u,yfu ~ i 'I¢I1~ ~ 11lJ rl1~ tu'IJtl '11Pl1il~U~ ~~ 11lJ 11:J'W''l.ll ~
u

'illflfl n 1~ tI~ lrltl10Ufl'IflU fln 1 ~tit ~ tIfln ii ri1'W~1lJ U~ ~mj 1 ~mJ ~1J~ fln

uuuiiri1'W ~1lJ(P AR) 'V'ltl~l'l.ll¢l11 m~U1U fl 1j rl1~t1J'II eJ'Ifl U 1 ~tI 'il~9{tl'l'l.lj~ flflU¢l1t1fl U
, .:!t Q.I ,~e;:" Q.I ••• I dt .:9 ~ •..• ~ d'~

j 1lJ lJtlfl'Wj ~'H11 'IH1 'iltiU~ ~ uj ~G)flm l'V'ltlfffllll ~ m'V'lu tu'H I'll tl 'Iu j ~ G)flfl j U~~ 11m l~ 'Hu tu'H1
•• u u

~1lJflUflu'l.lj~G)f1m 1~t1mj'l.lj~'I11Jtlii'l.lj1t1fl~lJ (Focus Group) mjl;j~~tI mj~'W'YlUlfl~lJ

VtltJ ~1lJflUnl'HU~U U1 'VI1'11Ufln U~l1tu'Hl ~1lJflU 1HUHU ~ 1lU U '11U U~~~ 11UU '11U~llJUHUu
, V v

Vi11'll-r j1lJ'l1'1flUtl1flU ~~vl1lJ'l.lj~li.iUH~~1lJfl1J'lJj ~"I11m'l1 'Ill UU11:J'W'VIHflUU~~ hi 11:J'W
v

'Yll'lflU l'WflU~1t'W'W '11'Wuuuii ri1'W~1lJ'il~·iiH~lPifl'l.lj ~G)f1m 'l1'11'W¢l1'WflUffflll11~t1U~~flU

vrroJU 1'l.lj~G)f1mfl rilJ 1il1'H lJ1tl mj 1~t1'l.lfi1J~ m muuii ri1'W~1lJ 'il~~llJ n (l ri '1l~~ lJmj 1'jt1'Wf'll tl 'I. ~ ..
• 1 1 71"" J '" 0 1~'" . I d • I '" '" <t/uj~G)flflj 'H~'II'W'illfl1~lJ 'VI1 'H1fl~flU1u~tlUUu~'1 l'il~~~ 'V'lq~flnlJflUffflll1 U~~
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if ~U1flamJ vb 1Mtl ~~'lflmiitJwflll1;1fl~~~'W j:-Hl'UeJ~f)111~tJtlfi,r~fI11 U'U'Uii ~h'W idlJ(p AR)
9.1 (lJ Q.I ~ d Q.I tI ",I

ffllJ lHl ff'WeJ~ \91eJ'Ufll 'Wf)1 ~ l1~'W lfl 'W l1 ~ 'WH 1'W\911JJ 'U'VI'UI 'VI11'WI 'VI l1 ~ 'WleJ \Ifl m 1J 1 ~'lflm

f)rllJlih11lJ1tJl1~tfiflfl11JJ\9I1~11Uf) 1Wi 11 nl1 iifl1IJJ f-jf)-Yr'Wiifl1IJJriYmrh.Jt~l'utJ\lUJ;'l~f)111~tJ. ~ ~

tlfi,j~f)11U'U'Uiiri1'W 11lJ(P AR) trJ'Wf)111~mtJ;'l~-YrI'll'W IU 'U'lJi\l~'W



,
<=l

'lJ 'YI 'YI 3

fll'i flf1'l:ll1.om~ ~-:)fll'i fll'i<W\PJJ'Wl'i ~'U'UU'i~lii'Wfll 'iU il u~ -:)1'W~~'U'U~"t1fll'W dll1 1'U
d' QJ ~ 0' c:! lfJ 0' Q.I Q.I .t cf d ~ Q.I Q.I 31 ,f, V <Q,

ft''WtI~'JnHH'l~ ~"'Vl1l-:)111~'Wm'Wltlfll'WflH'W~tl'Wf1l'i l'ilmm~'\"l\PJJ'W1'~U'i~t1fl~ l'1l'l'Wll'Ulfl~
" q

'i~'U'UU'i~~iJ'Wll'U'U~" t1fll'\"l (BSC) f1'Uf1l'i1.0t1uilu~f1lm'U'UiJril'W~ llJ (PAR) 'illJ~..r l~ltlf1'W
~e:I~ 0 <Q, ClQ.l Q.lJ'

9f-:)lJ'IJ'W~tl'Wf1l'i~l~'W'Wf1l'il'ilti ~-:)'W

1. U'i~'Il'lmll"~milJI911tl~1-:)•
2. m tl'Ufln<w\PJJ'W1-:)1'W~ 1m ~'U'UU'i~~iJ'Won uilu~ -:)l'Wll'U'U~1;Wfll'\"l (BSC)

"
3. ~l~'U'lj'W~m.J fll'i<W\PJJ'Wn ~'U'UU'i~~iJ'Wfll'iuilu~ -:)l'Wll'U'U~1;'ltlfll'\"l (BSC). ~ ~

3.1 'ffl'il'il'fffll'\"lutul11 111;'l~f111lJ~tl-:)fll'i
u

..
• 1 "" ~ ~ .1"'.1 I f <!l3.5 u'i~tlJ'W f111lJf1l111'Wlll"~ u'i'UuHtltlN~tlt'W m

q

3.6 l.h~~iJ'WJ:'mf1l'iuilu~-:) 1'W~lm~'U.'Uu 'i~tiJ'W

4. th ~tiJ 'Wu 'i ~ iY'Vlllfll'\"l'IJtl-:)'j~ 'U'UU'i~tiJ'W f1l 'j u ilu~ -:)1'W111J'U~" t1fll'\"l (BSC)

"j <!l d'l~'l ""'"5. tmtl-:)lJtl'Vl ~'Il'~'Wfll'il'iltl

1.1 th~')j'lfl~

"1'W-:)l'W1.ot1U U'j~ 'Il'lm ~r1'Wi:r'W6lt"~'\"lufl-:)1'W'IJtl-:)fJ''W6~'Il'iJ,,~ ~, "11 ~-:)11i~
'Wm'W1t1fl
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'OJ ,

1.2 ml1J~18fJH
q

(Purposive Sampling)

1.3 fl~1J~ihiTI'1dl1J1Ufl1~11lfJ !~'WmilltJflfl~~ihiTW!~fJl~tl'Hi'IJfll~1~fJ iJ

L tlcimihr1ll1fJ t~'W'I'nJml'W'Utl.:jfl'Wtl~'lflJ~~ ~'ml ~.:jr11fl'Wm'W1fJtl U~~. ~
"~'IJ1r11~fl'Wtl ~'lflJ~~ ~h"l ~lU'Wtl\9111119l1Ur1'1l.:jiJ~lV~~!flVfl~.:ji1 'I'UrmTW'U1fJ ("'11~'l'l<if~ ~

~tlo Q.I 0 f 0 Q.i' 0 t

ll~~) 1I1'Wl'W 15 fl'W 'V'I'WtlCJ1'W\911Ur1'W.:jStock 1l1'Wl'WI fl'W 'V'I'Wm1'W\9llUr1'W.:jCashier

o cv 0' 0 Q.I 9J tlo
1l1'Wl'W2 fl'W 'V'I'Wtl.:j1'W\911Ur1'W.:jSupervisor'il1'W1'W 1 fl'W r11r1'W1~'WV1I1'W1'W 1 fl'W ~111

" "~.:jiY'W 20 fl'W
o Q.I tI Q.J g) tI 0 J' d
1I1'W1'W'V'I'Wm1'Wfl'WVU~~r11r1'W1fl'WV 1I1'Wl'W 20 fl'WU !1JUtJ~~'lflm~ ~

tl ~ll !ilmll1 V !~ 'W~<j 1111~V ~ <j111fl'W'W\P1JU11~'IJ'IJ11'j ~dJ'Wflld 11~ 1J~CJl'WU'IJ'IJ~ ~fJm'V'lU'IJ'IJiJ

, , ~I' II ~I lie, 0' • I e, ~I II 0

fflUnll (BSC & PAR) !1J'WUr1~.:j'Utlll~ t1J'WN1'V'11tlEl~~'IJ'lJ1J'j~UJ'W)tm~!1J'WN'W1~~'IJ'IJ~ ~ ~

11~~!lJ 'W1111~1 'Wtl1 ~'W\P1J'W1CJ1'W\91111'IJ'VI'IJ1'l'lr1U1~ 'Utl.:j\91'W

2. ~mi'l1h~~l !~'Wtlcill'Uflfl~~1 M'.u'tlll~1'WtlWWl~~'U'Ull~~tlJ'Wu'U'Ufl~fJm'V'lcu qq. q,J q

1111~ 1'W~h'W~ !~enfl'Uf11 ~1M''U1tl n un ~tl~ 1U~ ~~ 1111!1l~ fJ'Wul1~.:j~!f)fl ~'Wfl'Ufl'Wtl~ ..
, 3/d ....I tI d Q.I '" t ~ lI) fj} f fj/ ~ tI Q.J ~ tI.c:t l1J tI

3. tl~llNll1Jd~ff'UnnOHtlfJ1tl'IJflld1J~~!llU Afl!ttl N'lJdr11~ff'WfJfl'lfll~~ fl A~'l'l
q cu <u <U

Q.J 0 .:k fjJ ~ ~ ~ .d Q.I d 4!1 QI ='t Vd
ff1'U1mfl~~lUtltltl 1I1U1U 3 ~lV 9f.:j~'U'j'l11d'l'lCJ~lfJ'W1l~f1E1W~.:j1U'l'lmlltlUtl'Wu~~!lJ'W~1l

...• o'd .. 1 dl ...1 A 0' ~ 'Q.I?I ~QQ.I

1J~~"''U fll~WttlVlf1 n 1J~~!1l'WtJfl ~ 1tl ~ U~~fll~ 1Jd~!ll'Wtl.:j'fIm \91fl\91tlf1'Wll1!1J'Wn~ 1'W1U ~1\) fJ

"lIJ" t d:I GI •.•1':::::' 9J I Q.I d. Q.I Q.J A

Ifl'Utlfll111~11111tl 1'Wfll'j 1J~~!1l'Wfl1111fftlflfl ~tl.:j~~1H\911'lf1fl tl'Um~ tlllU~~fll111mll1~"'1l'Utl.:j

.1 e, dI II e, "', .J'II) lI'l II ' ••• II e, ""
~~'U'U1J~~!llU 9fCJN'U~r1nff'WfHr1m'W Ifll'l1 fll111 nllll tlfl1fJfl1111fJ'Wfl~ ~

cv ....• _i c:r cl,.d
1.4 ~lU1J~ / 1J~~AYlUfI~~flfl'tJl

1'WCJ1'W1~Vrl'lld~!~'W~],hfff1E1l ,h~tltl'U~lfJ•
1.4.1 ffl1mhPl'u ~~'IJ'lJ1l~~dJ'Wfl1~1l~1J~.:j1'WU'IJ'IJ~~fJm'V'l(BSC) ~

QI tlJ jJ d I I

'" .:j!fl~l~'I1'U'WfllVfll~ll ffl'W ~111

1.4.2 ffl1mJ"iVlUJ '~un lld~iY'l'liim'V'l'UtlCJ~~'U'Ulld~!lJ'Wfl1dll~1J~.:j1'WU'U'U

fl~{Im'V'l (BSC) U~~fll~'W\P1J'W1fl1~'UtlCJtl~llt{hr1ll1V / ~h1l1~V.. ~
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1. fil':H~1J~'W'lJeJ~

~i1tIill

9J
~'W'YI'W.

3.iJri1'Uu,j~fll'j~m~iill1m~tY1J tl'U

fool ~~tiillq-".h ~Ifl'YIl~tl1tl'W

5. fil1.r;~ lt1~ 1'Wl'tYfllh1! n~ 1'Wfl~ fl~

6. fil1.r;~1t1~ l'W'l.h~'b'lffm~''Wnfl~ fl~

, 'I 9J 1 9J , 'I P.
7.m 1'b''illt1f11'Wl'l111'W~Ufl~ml'JltYeJtI

50 %

-'ll'j~'b'lff1J~'Wn

- l'ill~~fll~ l111i

hJi~1tY
~n'iltYeJ'U ill

a QlQ QI'A

1O.1Jfll~ 'ilflln'UWntYn fll'j'j'lJ'illm~'W

9J .:, .?I 9J.I."; J2.~nf11'b'1f1~111lJ'W~ nf11lJ'j ~ 'illll'l1J'IJ'W

d ~ J
1J order m1J'\l'\.J 3 %

9J ..; .-;6_ ~I
tleJfI~nmll'l1J'IJ'W 8 % / lJ
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'1'Ufl1~.o~fl1~'UeJ,:j

M~l'l.h~~l
" 5.iJri1'U·;hlll'Uf1l'HH'1'~,:jmlllfi~lll'U

0.4 gI
H'U~'UlLi'ltl'U1J1'U

tlj~'ll'lnm~'tnr -

~n~liiri1'U11ll

, ...
'Utlf111m11111eJ

3. fl1~Uft1,:j'l11

~f1~li1Uj

Y QI ct 0 I oIO::l,.4 , o:::s 91 ~I
8.~f1f11'll'1f1jl1ll'ill'U1'UL'VI11~UI.y~tl1l1f1ml ~tyLftV~f1f110 % I u

9. iif1m.yfll~'U'Utl,:j~f1~lhnj ~f1~lhn.h.yfll 5 % IU

1.vn!fHl'U iJri1'U

11lli'Uf1Tnl,:j

QJ d 91
3.fl1~~~fl1~'VI1'U'U

~f1~lfflrity~ll~

.:::t OJ Go' d'd.::s Q.I

6.fl1~llll'4fl Vftlli'l 'U1i'VI~'Utl ,:ji'l'Um l'U

7.~f1~11~i''Uff'U~1~~,:jl1rn~tiTI1'U~U~

"' ..lIft1'U~1ll 100 % '''' .-~1lli'l VlJ'UlfY'UV
". '" .-~1lli'lVlJ'UlfY'UV
"

. '" .-'I111i'1VlJ'UlfY'UV
"

4.~f1~liJri1'U11ll

i'Ufl1~.o~fl1~

5.i'lUml'Uiiri1'U

1111t'Ufl1~.ofl

ft.fl1i'1LL1~~eJ:IJ
~d ~ ,

'UeJ,:jt:1'UV'VILeJeJ~eJ

fl1~tl~tJ~,:jl'U

14.iiri1'U1111'1'Un1~.o~~~'U'Uftl1iljQ!tl1.f)f1 iiri1'U1111 100 %

15.iiri1'U1111i'Ufm.o~if,:jiil'U1Vmll1ft~~1f1 iiri1'U1111 100 %

, ..• .-
j111n'ilm~lIfY'Uv

"
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., 'tJ 0' '" .. '" dhl11mJ191Q 'i~ff.:JfI 9l1'b'1~

6. f1l'ii'hhU11JJ 17.~Vifl'ml111rn'IJf1l'i'tJQU~n\.HHh.:J~mi1~.:J \'il.:Jl'U'U~m1"1'fJn1'U

~~.:J'YfUm1'U1'U C4 ~ 4Q1r1."d ...\ ., 0'...\ ••• iV1 iV18.JJfJWli'i'iJJ 'il'ifJli'i'iJJ 9f~ff91fJ91eJ'H'UlVl 9f~ff91m'lfat;lD 1 'il ~
f1l'ifff 1.:J

gJ.cS .:S~ I 19.iim'ifl'i eJ.:J91'U~~ i1.i~~ln.ueJ.:Jn'IJeJ'lJ1VJJ~
•• g.I

fI11JJ~ffnVl~91eJ , 'li1ml'ifJm~fJ

.. ..
20.1.i.:JJ'U1'Uf1lnl1.:J 1'Ul~~fI11JJn11'H U'1 ~V'UYi1.:Jl'U1'U'HU'1~m'b''YIlm~m'in'il ,

0'
~~.:JfI''UV

21.iiff1'U11JJfff1.:Jm'iVlf1lfl''tJ'iG;'b'lli'tJi91fJ
Q.I Vl .c::t, d jJ..,S" 'i'IJ . .:Jfl1mfl~111'U~~'U..

\'i1n'U'U~m1"1

~ v g.I
!'Hfl11JJt

l.'YI'ufm'Uii

fI11lJff1JJ1'i01'U

f1l'i~Hn~lm~f1l'i

'tJ'i~'b'liYJJvr'Un

l~mU''U''nfi'l
" ,

~hfifll~dl.:Jfj.:J
"

v
2.Vl'IJV11'Ufl11lJ~

l!"~vrl'1J'U191'U

91llJ fI11JJ ~11{J'U

~d1.:JffihtfflJ~

3. iifJf.Uli'i'ilJ

'il1fJ1i'i'iJJU"~
QI .J <4

fJWMllW~Vlm

'tJ'i~ff.:jt1

•• v ~ •• o'~
2. lJfI11JJ~fI11JJff1JJ1'iCl !'Uf1l'i11m1~'H~nl'l1

Go' I gJ I

3. 'ifin1'ieJ1'U l!ff1.:J'I11f111lJ~eJQlfflJ~

4. f'lJ'Vl.:Jfl11JJfi~~,1'U~ eJ.:J~nfi'leJ~lffJJ~

..
OJ j1 q , , .o:!I

5. 'YII'JJ'U191'Ul~.:J911lJ'H'U1VleJV1.:J91m'UeJ.:J

v .;l •

2. Vl'IJVl1'UfI11JJt fl'n1l1~.:J1'UeJQlffJJ~

3. \'i1.:J1'Ul{J'UVilJn'IJ1~~'U'YIUm1'UeJ~lffJJ~

v v
.:J1'Un 11'H'U1

o ~ v g.I
l!'U~'U1 !'Hfl11JJ~

~ g.I0 0
!'HfIll!'U~'U1

o ~ v v
l!'U~'U1 !'Hfl11JJ~

•• "(1 0

!'HfIll!'U~U1

•• "0 0

!'HfllUU~'Ul

•• "0 CI

!'Hfl1UU~'U1

q "0 (I

'Hfill! 'U~U1

•• 91 0 (I

!'HfIll!'U~Ul

fl1 '111~U1'1~\J\JU '1~ dJU fl1 '1U ijiWi -31UU\J\J~ "Uil1'Vt

f1lTW\9JJ'Wl'.i~'U'U1J'j ~:aihJf1l'j 1JaU~.:nwmJ'U~"tl.fl1'W '\1mtl~'l m~'Ud'Wf1l'jVl\9JJ'W 1
I " iI 'JI

.:.l1'W1PI1lJ'U'Vl'Ul'Vl'\1lhVi ih'J'WlPltl'Ui'U f1l) ~1l'U 'W.:.l1'W1J)~tlfl'U~dtl,j'W IPIfl'W~h~ru 6 ,j'WlPlfl'W
" 1/

l;itl'Wlrl'W UF-l'W.fl1'WtIfl.:.lf1l'j Vl\9JJ'U1'j ~'U 'U1J'j ~dj'W f1l'j 1Jau~ .:.ll'WU'U'U~ "t1.f11'W (BSC) 1~~.:.lU
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.fru~ 1ti111'lH;f.fll'V'li1ty'l1lH~:::fl11tl~ij'Ull':i
o ~ .;, ~ '" 91 od

- ff1J11lutyrnm11J1J'Ul'H L'Utl1'lfYllll'I~f'l111J¥11tl-:lmJ1l1til'U

-lH/m11Jfllri'Yi'lrfl-:l1'Ut~t'J1n'UflmJijU~-:l1'Ull'U'U BSC 1l1'l~mJ1~mt'U'l.J PAR

~
" .Q.I q CV G

'U'hI'tl 2 1HHN'hI'V'l~'hIH1U'Uij~tl'hlU

- 11-:111N'U~~l'i 11flJ -:lmJ~I'JJ'UlJ~'U'U'l.h~tij'Uttl'l~t'Jfl~ l-:1m tl'UmJ~I'JJ'U l-:11'U

I .c:.. 0 GI " Q.I effU "
- t'Jm1-:1J~'l.J'lJ'I.h~t1J'Uml1'U~1J1JlItl-:l 1~mJJ~ff-:lfl ~1'lf1~ 1l1'l~tfllliqtJ, ,

- ~J 11lI'l'tl'lJfJlliilll'l'U tl-:lJ~'U'lJ lll'l~ 11111'U~ij~ mJ'!.lJ~tij'U

1
.fru~ 3 ~~'tillijfltll1tlUmn~'hIfll1uii'U'A~lUVlltl1:::'U'Uth:::!iJu

- '!.lJ~'l1l1tl.n'!.lJ1t'Jfl~1Jtv1tl ~~l'i 1Wflff1J'!.l J~fltl'Ufl 1J'!.l~U~ -:I1'U1'U$Il'U

1

" , .
cv 4=t _t ~ V" _.u _I ' , a
'UU'tl 5 'U1~ltlUfl11tlflnfiU1H~~'U~'U1Jl~ijUHVlij!Uij~

- 11111'U~'j~t'J~nCllm'j'!.l'j ~tij'UllCl~~ ltU'UmJ'!.lJ ~tij'U~11Jt1111'U~t11'11

- fi1tU'Um'j~1'JJ'U1-:11'Utlt'h-:l~tlt~~H l~t'Ji'ml1~~t~'U'!.li''lJ'!.l~-:I~~$ltlt'J

1
v

'!.l'j~tij'Uff~'!.lYmflmJ~U~-:ll'Umm~'U'lJ'I.h~tij'U 3 fli'-:I

t~'U11'l.J'j 11J11nfli l'Ute! fl ff1J ~tl-:lJtl t'JmJ'!.l~u~-:I l'U i~t11'U111J1~11~
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. " "ihnY';I1...!VitlJu 11t1t'l~tatlfl'\J tI.:J'llUIPltlUf11)~ronn iJlO1.:JU

,r'U~1 fll'nh'a11lil m't'fifty111!!~:::frJ1'llp\'el-:Jfll'a tlJu fl n ff1)1'HYfIl'\AlTI~ ~tru

TIty111 Ut'l::: f111:JJ¢ltl.:Jf11'J~ltlJt) iU fln~\9JJU H1U 1Pl1:JJ'U'YIUl'YIl1Ul~'\JtI.:J'\AlUfl,nmI'UVI01<Jl'iJml
OJ

~'t'lli' lfltlf111tJ'J~'It:JJtlihh1t1fl~:JJ (Focused Group ) f1f.:J~ 1/2548 trltl1U~ 3 1'Jt'l1f1:JJ 2548
"~-mflUtJ'J~'lf:JJ ff'JtJi~I01.:JU••

1.1 tJ'J:::<Jl':JJ'\AlUm1l..!t~t1Jf1'Ufln~\9JJ'Ul.:J 1U '\JtI.:Jfl'U v f11) ~\9JJU1'11U'\JtI':Ifl'UVtlJu
• OJ OJ.. "

l1tf 1Vi'\Jtl.:J'\AlUmlU 'V.jflf1U tlJu f111:JJ~1tlJU tldl:Hi .:J~hU!l1t1.:J~lflTI ~~tru U TIty111flUri'1'\J1t1iif11'J

U,j~'llU iif11md~lPlmfl fllmd~t'lflri' 1'1u'J:::101my.:J~~ hJ~\9JJ'UlIPlUttl.:J 'l-H'l1Uf1Uf11'JttJ~t1UUtJt'l.:J
OJ OJ OJ

, , ,jJ

~:::ffU.l!fftllPlt'llfl mmfftlt'lflri'l Ut'l~iJflfl~f11)t'l.:J iUVifffl tf)tnf1'UlQtl.:JU i;t -H'f111:JJff1'U'\AlUm1l..!cuu cuu <u q cu

"
'lU~lU~tI itJu

1.1.1 f111:JJft~t11f1'UtJ~1J~.:J1UU'U'Ul?Jt'ltIfIl'\Al (BSe).
$I.el QJ ~ Q.I ~ I ,

1.1.2 m1:JJ~!fltl1fl'Uf11)'U)l1n ~flf11)U'U'U:JJff1U)1:JJ (PAR)

1.2, ff1n~fffll'\AlTIWl1l tlJl..!f11)ff1)1~ TIW111!lt'l~f111:JJfiYm~t11f1Uf111:JJ
OJ OJ OJ

~Uf1.:JiUtll'lf'\Al'\Jtl~'\AlUm1U f111:JJ~Uf1.:J'll..!fl1)~11.:Jtld'\JtI.:Jfl'UVI01'lfiJm( ~ im, Ht'lf11'JtJ)~'lf:JJ
OJ OJ •

~ jlc9.d Q.I ~ q Q Q.I 7J fJJ

1.2,1 lJty111f111:JJ~ffmfltl1fl'Uf111:JJ:JJUf1'I tUtll'lf1"l'\Jtl~IPlU 1"lUmlU~l'\J1

tJ'J:::'lf:JJiif111:JJ1IPlflf1nt'lut'l:::iif111:JJ i1.l~Uf1.:J '1Utll'if1"l iJ ~lU1U 18 f1U flfltlJU fmm::: 90 '\JtI-:J•

1.2.2 TIqJ111f111:JJff111:JJt~l' ~'1Ufl1)tJ~1J~-:J1U'\Jtl.:J1"lUm1u~tJ'J:::'lt1Jri1U

'l1Wtltu'h ViU m1U'\J1flf111:JJfi Uf11111-:J!lHl..!f111 '\J1t1 f111nmufltilm1Jltlf1111Plt'llfl tm:::f111OJ OJ

Uff1-:J11lt'lfll'1'1' mj
OJ

1.3. ff111~f1111J¢ltl.:Jf11'J~lllJl..! ! lJUfll1 ff1'J 1~f111:JJ¢ltI.:Jf111'l-H'lflflf111:JJ,1Uf1-:J' U

tll'lfVi !~t11f1'Ut~ fl.:Jif~tJ 1:::'If:JJijfl11 tliitJ 'J1£.1'U tJ 'J:::!~U~ 1.:JG')l~t11f1'Uf1111J¢l tI.:Jfll1'\J tl.:J1"lUm 1U•
"Ht'l'lltl-:Jfll1tJ'J:::'lf:JJff1:JJ1'Jflff'JtJf111:JJ¢l tI-:Jfll'J'\J tI.:J'\AlUfl.:J1U i~ I01-:JU••

1.3.1 fll'J11.:JUHUfll11Plt'llfl i~Ufi 1Tlf11'J i'flfl1fffllVif111f1.:Jtld'\Jtl-:Jt'lflri'ltJ'J:::~1OJ OJ

""" • .,; 0 , 31 31':- "I. I' 31 ~ 31.1 0 II) 31 •••'" 31' ,
11ifll'J'YIff1:JJ11f1'Vl1 11~flf1l'YI1 tlJ l1flmtl!'UU~flf1llJ1:::~1 tfl 11if11m'ff1~111~flf1l l11JUt'l:::f11'J

31 1"'1'31"".1"'91.1
'ff11.:Jf111m 11J:JJtl 11!flfl'\JU flU ~ flf1l'V.j fllJ'J:::!fl'Vl

1.3.2 ~tJ!l'UUfll1tJ~tr~-:J1U ¢ltl.:Jf111~tJ1flfn!rltlVi'UTIty111 ¢ltl-:JflWth.:J1U

i1:JJf1l..!!lJumu~ !It'l:::iJ111J¢ltl-:J!~m 1£.1i~'\Jtl~IPlU 'l-H'ff1:JJ1'JfI~ n -:J'lf1IPltld'~!lJUtJfl~
OJ

" .
('J1t1t'l:::tatlflfl~'Ufll'jtJ1:::'lt1JtliitJ'J1t1fl~1Jf1i'.:JVi 1 /2548 fIlf1HU1f1 l1Ul 127)
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...
eve( Q,I G
'U'Un 2 lHUN'U'V'l~'UH1'U'Uel·Hj'U[J

2.1 1lmr-rw 1~tlf1l1:ij~'Vl111f-.l'W1Ja'JJ~f1l1'lh~~liJ

~ cr'~ 31 o::'t fjJ d 0

2.1.1 1Iml~11lJUJ11lml~mlll\9n)~f1lH111J'W \lln'UtlllCl'Vlffln\l'W'lJ
u ••

2.1.2 fil11'W~11ll11lJ1t1f1l1YlI'1J'Wl~1'W1~w1Jn'lfll'Wunnw 1~fJf1l1'Vl'IJ'Vl1'W•
1fftl11fl',1 Vl'Wlifl\l 11ll11lJ1fJf1l11Ja'JJ~~1'W'Utl~tf'W6~'lfiJml ~i1:'ll'1~i~fil11'W~Hll~1 ~1J1~'lill
QJ' d. Cll,~ Q.I Q.I ~

S'IJ'VlS1'lJItCl~1JII~tI'WtI'W~ 11J11Clf1n1 Sl~ II

jJ.<:!t.d ~..:!td d
2.1.3 ff'jN'VlNlCltln'Vl11mn11 mml1:'l~mtln'Vll\ll1:'ltln'Vll11lJ1~ffll lU'U

" .
'Ii'W~tl'Wl1lff'Wtl'Vll~liitln'Utl~'V'lU n~ l'Wll~1:'l~I'l'Wi'WnnYlI'1J'WN1'Wi 1111JLinn llri'iJU111111Cl~1'l1111

•• u

~ fl\lf1l'j'U tl\l'WUn\ll'W ~lll 1 fftl 11fl',1 Yl'Wli fl \l llCl~11l111lJ1tl'lltlfl''W6••
"2.1.4 fil11'W~1m~nn fl\lf1'j'jll 'j~tI~nCl1i'Wf1l'j1Ja'JJ~fl\lf1'j'j1J,r'W

o •.• do .:'1 91 '191 'll)91 I ••• do ~1 91 i91 _I 0 •••

f1l11'W~'Vl'j'Wtllf1'j'Vl\llllJ'W~tl~~'lf 3 tlfJN ~~lln 1ff~'Vl\l111J'W~tl~ 'If .:j'lJ1J'j~lJ1W~11'W'Wf1l'j•
H'i''lJ~~'lftl'lJll~1:'l~ 1m \lf1l'j 111:'l~fil11'W~'j~fJ~nmnn1J1~liJ'W 1m ~nn••

2.1.5 mpj~nn i ~11f-.l'W1Ja'JJ~f1l'j1J'j~ ~liJ I~'Wf1l'jm.pj~f1l'j~ll'W'W\ll'W~ 11J

Uf-.l'W1Ja'JJ~f1l'j tJ'j ~~lil~11J1Jn~

2.2 tJ'j~'lill :ij~'Vl11I'lHf1l'j 1:ijm~tll~'I'1J'Wl'j~ 'IJ'IJ1J'j~liJ 'Wnu1J~'JJ~~l'Wll'lJ'IJ~ 1:'ltl

flWl (BSC) 1~tln1'j1:ijtl1J~'JJ~f1lm'lJ'lJiiLi1'W~111 il\'I~'W 1flHf1l'jVllfl'fj lvilll~lli'WllN'W1J~'JJ~

"AI 0 ~l •.• '"f1l'jlJ'j~\lllJ ~.:J'W

"1J~,j~.:J l'WU'lJ'lJ~"tlfll'W 1~ tlnn 1:ijfJtJU,j~f1l'j II'IJ'IJii-ff1'W~111 iifl \lnnmhfi ty ~\l {j
~ 'j) 4:S .d o'tV Cll rI t:Sb1 0' Q.I QJ' d ~

2.2.1 l'jll~'U\llnf1l'jfl'nfjl~~l'W'Vltf'WfJ~'lf1JCl1:'l ~ LCl'Vl'iI.:J111~'lfCl'lp C}I~

~ 0'", ••• 0' "'''I 0' ''I :Ii d •••.• ~ o'dllJ'JJ •••••• d
11J'Wfl''WtI~'lfllClCl~ t1:'l'Vltltl L'W'Vl-eJ\l'Vll~tl1n'WUCl~IU'Wfl''WfJ'VlL~'j'lJ'j N 11:'lf1l'j~m~tI-eJ~Wtl1J'Ufl\lfllfl••••••
~d''Wtlfln''WiJ'V'l'Vllifff1'jl'lf 2546•

2.2.2 fJn~ l~'j~ 'IJ'IJ1J'j~:aiJ'Wfln1J~,r~~l'Wll 'IJ'lJ~CltIfll'W (BSC) 1~tlf1l'jt.lf1~1\l

" "1~f11J'j~ ff~~i 'Wf1l'j 1J~'JJ~ ~1'W 1Pl1:JH~ 111:'l~lnWcvl~11l~1l1l-eJ.:Jf1l'j 1J~ 'JJ~~1'WU'lJ'lJ~" fJfll'Wl1~ 4

91 '1 d.1 'I 91 91 "'l ",f ~ .1 •.• ~
~1'W t~fJ'VllJ'j~'li1Jll-eJ'lJ~11'Wl~"'11"'1l'V'l'j Un1IStl.:Jq'Vlli 11J'W1J'j~lil'W UCl~'V'l'Wn\ll'W5 fl'W l1J'W

flW~f1'j'j1Jnl'j tln~ 1.:Jf1'j-eJ'lJnnVl9'JJ'W1f1l 'jtJ UU~.:Jl'WU'IJ'lJ~ClfJfll'WUCl~'j~'lJ'lJtJ'j ~liJ'Wf1l'j'lJ UU~.:J1'W

U'lJ'lJ~ClfJfll'W U~1U1l'U'1~~1J'j~'lilltlfl1J'jlfJfl~1l (Focused Group) l~tl1'V'l1f1Effl1l111111J1~ff1J
" " .

fl11111~'W'tJ'~ '1'Wn1'jtJ'j~'lillfli' \l~ fl i 1J ('j lfJ1:'l~IVfJ~-eJd'1'Wf1l'j1J'j~'li1JtlfltJ'j lt1fl~llfli'.:Jl1 1 /

'JJ
2548 fllflN'W1fl l1'Wl 127)



62

2.2.3 l1fiu&1nw 1'WU'Y1Ul'Ylln! l~'lHl.:JU~i:l:;;:'4flfHll 'WnH)Uf111vr~'W1nu

l1fiU&1~l'WUUU~i:lfJfiWl (BSC)

2.2.4 111:;;:tiJ'WHi:lf11111fi'l1&1~1'Wtli:l:;;:111Ul1~~\Pl'WttJ~1,",I ~\Pl111tntucn'YJn
1II

~1~1\Pl tli:l:;;:111:;;:tiJ'W~nl1Hi:l f111U1';i :;;:uul1 ';i:;;:liJ'Wf11111;;u&1.:Jl'WtlUU\Pl i:lfJfl1'W1111'* 1\PlfJ1,*uuu• :<J.

111::::liJ 'Wf11111fi 'l1&1~1'W

2.2.5 111:;;:tiJ'W111:;;:~'YlTIm'jl'H!i:l:;;:~~'W1f111'lJtJ.:Jnrilltihl1111fJ 1\PlfJ1'*•
UUUfftJUfJ111

2.3 ~~'W U:;;:UUl1 1:;;:liJ'Wnul1fi'l1&1.:J1'WU UU~i:lfJm'W (BSC) 1\PlfJf111fJn11~

"1:;;:UUl1'j:;;:liJ'W f11'j l1fi'l1&1.:J1'WUUU~i:lfJm'W 111:;;:f1tJU~1tJ'1\PlQl1'j:;;:ff.:Jf1 ~1~1\Pl tnill cvl1 'W'YJn
J/ , 'J/ I

lI1111tJ~ lHr~\llnU'W'~U1l~lrii'i11'j:;;:'Jf1l11'j:;;:'JflltJill1'j1fJf1rill (Focused Group) fl1~i'i 2 /2548q lU q q q

• 1 .:: .1?1 ~...\ • I '::.J ~ '1 d ilI~" "'1 ~~'"'"
ffU:;;:f11'jlJ'j:;;:'Jfllfl'j ~'WtlJ'WHi:l'OUt'WtJ~lll\llnf11'jlJ 'j:;;:'Jfllfl'j .:J'YlUi:l1 t\PlfJ'Ylth:;;:'Jfll t\Plllll\Pl 'I1H1'ilfJ

q q q cu
iJ sJ I ,

'l1ff~tm1:;;:"r 1\Plql1'j:;;:ff~f1 ~1~1\Pl tnillcv1l1~ 4 lllllltJ~ ljjtJU1t~1~i'i11'j:;;:'l.flltJill1'jlfJn~1l

Ui:l::::iinul'W1f1Elfl1111lmJ1:;;:ffll 1'W'Ylf111'j:;;:l~'WmiJ1 ~11'j :;;:'JflJi~iill&11 ,",111Ul1 'j ~wl" 'lJ~mn111 1'W•••
'11i:llfJl1'j :;;:t~'W '11~ ~\llf1~ii f11'j ufi'i 'lJu~ 1~11'j:;;: 'Jfll iill &1l~ 'W'JftJU ff111U f,)ff'j 11'j 1fJi:l:;;:tUfJl'l'lJtJ~f11'j••

• 1 "'.' ~ 'jJ '"2.3.1 lllllltJ~\Pl1m:;;:UUlJ';i:;;:lll'W lJ'j:;;:f1eJUI'l1fJ lllllleJ~l'll'Wf11'jl.:J'W 3••
" 1II

Q.I •.• ' " QJ dQ.l 91 jJ Q.I •• I ~ Q.I.c:tQ.l gJ
1\PlQlJ'j:;;:ff~fl 10 \Pl1'Jf11'l ~lllJtJ~l'll'W~nm 3 1\PlQlJ'j:;;:ff~fl 9 \Pl1'Jf11'l~lllJtJ~1'l1'Wm:;;:U1'Wf11'j

" 1II

6 1\Plf,)11'j:;;:ff~f1 21 ~1~11'l lllJlJeJ.:J~1'Wf11'jt~fJ'WfUi:l:;;:vr~'W1 3 1\Plf,)11'j:;;:ff~f1 14 ~1~11'l
q q ClJ q

~ d d, "...1 ~,J
2.3.2 f11'j11'j :;;:tll'Wfl1111ll1111:;;:ffll 'Yl11'j:;;:'l.fllt'l1 'W11 'j :;;:UUlJ 'j :;;:lll'W'Yl

'" .1 •••• .?lilI.lllJ~ "0 .1 '" d", .1 1~'l
'WWJ'W1'lJ'Wllfl1111t'l1111:;;:ffll llfl1111tlJ'W t lJ tl'l Ui:l:;;:f!''WfJ\l:;;:'Wl'j:;;:UUlJ'j:;;:lll'W'Yl'WWJ'W1'lJ'W111'Jf 'W••
f11'jl1fi'l1&1·n'Wi~u~'l1I'ld' 'I11f1'Wuilty'l11~'WtrleJU1' 1111fiu&1 ~.:j1,",ijf11'j111Ul1~ ~ufi"'lJ 1,",iifl1111

t'I11J1:;;:ffll~eJ' 11

2.2.3 f11'j 11'j:;;:liJ 'Wfl1111t'l1111:;;:ffll \llf1Uflfl i:lf11fJ'WeJf1 1 I'lfJf11';i11'j :;;:tii'W fl1 111..
gI,d , dv IQ,I

t'I11J1:;;:ffll \lln Hl 'Jftl1'Jf1 OJ Ui:l:;;:f11'j \Pln \l fftlU fl1111 \PlH \Pl111ff m'W \llnf1 i:l1l'Yl'j U'W'Jfl'l (Knowncu u q cu

Group)

2.3.4 f11'j,h :;;:tiJ 'Wfl111Ul1111:;;:ffll'lJ tJ~'j ::::uul1'j:;;:tiJ'W

1) U1'j:;;:UUl1 ';i:;;:tiJ'W~ ~h'Wf11'j 11'j:;;:tiJ 'Wfl11lJ t'I11J1:;;:ffllmfJ 1'W1I'lfJf111
tJ t "

11'j:;;:'l.flltlil1111fJf1~1l (Focused Group) fl1.:ji'i 2/2548 ditl1'Wi'i 20 'Wt]fY~f11tl'W 2548 (mflH'W1f1

" '_1.1 '" "".1" d '" •• "" ~ '" ••'I1'W1 132) lJ lJ 'j:;;:tll 'Wfl1111 t '11111:;;:ffll \l1f1 HlllJ 'j:;;:ffU f11'j tutn tl1nU f11'j lJ 'j:;;:llJ 'W1'l1fJn U 111\Pl'Jf'W••
fl111JffeJl'lfl~tJ~ (JOC) 'j:;;:w:h~'j:;;:uul1'j:;;:tiJ'W~~WJ'W1~'Wnum'jn\l'lJeJ~~'W6~'liiiml ~'i:lvf hw~
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"'tI ••.11 ~I .., W •• .., "" •• "'II)" •., .., .., "I w", 0 II)W
11 'j~ffUfll·HUC)f'ltU'W'\11'\1'Wlfl'tHJ~'If:l.HHl ~ Hl'VI '\lfl'lfl''WtJ 'W'il'l'\11~ tfHUfltl'l 'ill'W1'W 3 fl'W t~~ ~ .

t ~ 6] Yti "" ')" tI ~ ~ ~'\lflfll1m 1:l.J:l.Jflm 'j~t:l.J'Wfl11:l.Jt'\1:l.Jl~ff:l.J'\lfl'l'j ~U'U t~ t1fll'j 'j~t:l.J'Wfl11:l.J~Ht'lf'lt'W fl'\11UCl~

"tI'j~tiJ'W fl11:l.Jfffl~fl ~ fl 'I 'j ~'\111'l1~ tl tI 'j ~ ff '1~fllltl n tr~ 'Il'W ~ 1:Jfl~u Cl~LflWctli 'WU~Cl~:l.J:l.J:l.J~H flU. ~ .
"" ••.., "" •• '" II) •• .11 0 "I WIt I .1 II)tI ~l ,.., '" W

fll'jfl'il'\lfl'li.3''WtI~"lJ':l.JClCl ~ tCl'VI C)f'lfll'\1'W~ t'\1m IOC ~'IU~ .50 '\l'Wt tu'Wm~'If'Wfl11:l.Jfffl~flClfl'l

t tI " , '~d Q.1 ~

Vit'\1:l.Jl~ff:l.Jnld1'11~tltl'j~iHfl 'l'WU~~::;:IJ:IJ:lJfl'l ~1:Jf1~ U~::;tflWct1 ~119l1fll1'W'Wfl~~'VI'I••
-==I ~ rI , <r I jI.c:t... I tI f .d

'j1t1~~lfltl~fllnlm1~'\1m IOC t~t1fli:J:IJf.;!:lJu'j::;ffUfll'j W UCl~fll'j~'j 1'ilfffl'Ufl11:IJ~ H'illflfli:J:l.J'VI
v tQ.l .c::l<vcf

~U'W"lJ'~(Known group) :l.J~'I'W

tI
<Q, 1 31.c:1tI •• 0

fll'j 'j~I:l.J'Wml:IJt'\1:l.Jl~ff:IJ'\leJ'Ifli:J:l.J~:l.J'j::;ff'UflllW 'il1'W1'W 3 fl'W

~ ~I 'j,I ol:lo tI Q.I tI~ tI I e:::l Q.I ~ Q.I ~f jJ I •••1 CI.

C)f'lIU'W~'U'j'\11'ji.3''WtI~'VI'If:IJClCl~Hffl'\ll :l.J~flfjru~'Il'Wt'\1:l.JeJ'Wfl'W tu'Wf:;!l'll'Wfll'ju'j::;I:l.J'Wflll

tlntr~'I1'W'\leJ'Ifl''WtJ~'lfiJCl~ ~ 1m1' , 'W~'I'\11~fllfl~~1'W eJeJfl ~flli1fl'lfl'W:l.J1ttJ'Wl1m'W 1'W N1~t11f1~ ~ ~
I "f ~ "I W ~I wtI "" tI "" d1 '1 w.., I "f'\leJfl11:l.J'j1:l.J:lJeJl'VWt'\1lu'Wl'l 'j~I:l.J'Wfl11:l.Jt'\1:l.J1~ff:l.J'\leJ'I'j~U'U'j~I:l.J'WC)f'l ~'j'Ufl11m1lJ:l.Jfl'illfl~

w,d ~l' '"
I'lI'lftl1"lJ'1T;lHu'Wfltll'l~~ "

IflW ctlflWW 'illl Wlfl11:IJl '\1:l.Jl::;ff:l.J'\leJ'I'j~'U'Ul~t1t1'j~tiJ'W 'il1flfl11:IJ

fffl\Olfl ~ fl'l'\l fl'l 'j ~'U'Uti 'j~tiJ'W flll tI ntr~'11'WU'U 'U~Cltlfi l~ (BSC)fl'Ufi 1'j il'il'lJfl'lfl''W tJ 11iifl11:l.J~. ~
W .., WI W '" .11", •• GJW ..,.1

fffl\Olfl Clfl'lfl'W 1~ fltll'lt'\1:l.Jl~ ff:IJ:l.Jlfl'Wfltll~t1'1' \OlC)f'1:IJtflWCV1 flll t'\1fl~U 'W'Wfl11:l.Jt'\1:l.J1~ff:l.J ~ 'I 'W

.1 "",d.., .1 '" W "I'"
fl~U'W'W + 1 'j'~'U'Uu'j~I:l.J'W'VI~\P1I'W1'lJ'W:l.Jfl11:IJfffl~flCl~Ht'\1:l.J1~fflJt'W'j~~'U:l.Jlfl

tI "",d..,,J,,, W 'l"'w
fl~U'W'W 0 'j~'U'U 'j~I:l.J'WVl~\P1I'W1'lJ'W:l.Jfl11:l.Jfffl~flClfl'lt'\1:l.Jl~fflJ 'W'j ~\Ol'U'Wfltl

tI
",,d .., .1 II) '''' W II) ''''

fl~U'W'W -1 'j'::;'U'U 'j~llJ'WVl~\P1I'W1'lJ'Wt:IJ:l.Jfl11:l.Jfffl~flClfl'l t:l.J:l.Jfl11:IJl'\1:l.Jl~ff:l.J

'\1~'1'illfl~i 11Niitl n~ff'Uflll w1f1t1'j ~liJ'Wfl11:l.JI'\1:lJl~ ff:l.J'\lfl'l 'j~'U'UtI 'j ~liJ'WU~1 '1.11~
"

I'l~ fllltl'j ~ liJ'W~ 1f1lJ1'\11rl1~'If{j fl11:l.Jfffl~ fl ~ fl 'I 'ill fl~~ 'j ~ 'I U

IOC = IR
N

IOC

I R U'Vl'W

N U'Vl'W
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jI v , jJ" ,

Q;' do Q.J Q.I II) 9J IjJ 0 1 Q;' ~ Q.J ~ I '31 d gJd", I d'1J) V II] fjJ 9J~ Q./ Q.I

~1"lf1~'U'Un m~lfl11'U'Ufl~~'\i1'Hn'U'lJUl'ff'Uml'U~'\i1v-tJJu'j~'ff'Um'HIJ.~~L'ff'UUU'U~11 v-t1'iJV'j'U
'" '"

H Url~U11tluni'IJtlf'UtlH'j~'U'Utl'j~LiJ'Ul'iu 1tl•
v-trlfln '\i1~'ffU'U~11JJU~fll'i1~'IJU~'j ~'U'Utl'j~liJ'Ufl ntl a1J~~1'UU'U'U~rlV

fll'V'1(BSC) 'j~ldNfl~JJ~fmli'~ (Known Group) fl~W~.:jn'Ufl~JJtlfl~ (~'U6~"lfiJm' ~1rll1

~~l'rJ~I'l'j1~Url~~W~) 'V'l'Ui1flriJJ'ff~n'UflriJJtlfl~iJv-trlm'jtl fi1J~~1'UUl'lflI'i1.:jn'Umh~ih!m:hfi'w
q cu q 'kI v

.d. QJ II 'JI v
'\i1'j~~'U.05 L~V~ 42 ~1~1~t'vht!'U ff1'UVfl 12 ~1~1~ itiiJ~11JJUl'lflI'iNn'U

r~{Jffil.l f) 1f1n n~hrth.Jn nt ~eJl'1n f) ffeJllfl fl.J i1TW'l1eJ·n~1l1l1.li~dJu••

" .
fl1.Jn ] dJum'il'1n'iJffeJ1Jm1JJmm~ff3J'I1eJn~1J1Jf)1f1m{J1u ~J{J

'" / ~'" J ' 31 Q,I d' d,./ d..:::::r.~ Q.I ,

nn1Ji~'1f3JeJi11Jn{Jnlj3J(Focus Group) 'I1eJ.Jf1fl.J~t'iJrwunnw:ru{JYl1Ji~'1f3J3J3JI'1{JU{JUJ1

i~1J1Jl.li~dJunflJ13Jt'/1m~ff3J tw~iJm1JJdJu 11.lMti1fJ'lJ111.lI1nv~ j~fJI1i~ff.Jr1 u{l~l'iJ(j~. "at'" e$ "'.'I1/ji jI jI '"

Yln3J3J3JeJ.JYI'WfPlJU1'11Uff1JJ1'iflfl 'ieJ1JfI{l3Jmmf)'I1eJ.JfI'U{Jl ~f1i1JfJJU flnl'1eJ.JU{l~ff3J1J'ifl.JYln
q q q QJ lU 'V q

l.li~nn

<1' Q/ '" <1' <=/ iii '" jI
fl'U{J~~3J{I{I ~l{lYl Yln~1U
'" . " .

fl1.Jn 3 tiJum'iOueJ'um1JJI'1'i.JfJ1f1m{JueJn r~{JmnJn~1Jll

I1i~tiJUlmll~{I{Ji1m 71.lYl~ffeJlltfllnlj'3J-#fmJ';~ 2 n43J (nlj'3J-#nllidrYlMm 1unn
, JI J/,

I1nV~.J1U'f!.J tfllnlj'3Jnnl.li~ffYlMmmil.lnV~nul.ln~ 'W1J?1ndl{J.J 12 iJ:;j~tnnju;W
" .

Fmmil.lnV~.J1U 1uul'1nviNtfUtW~ 42 iJ:;j~iJp.J{ln1'il.lnv~nuul'1nl'1'NtfUeJdNiJumhFitJjn

i~lOill .05
"~,n!'U~~'ff1JJ1'j tl 'ff'jtl1 #li1 'j ~'U'Utl 'j ~liJ'Ufl 1'jtl fi 1J~~1'UU'U'U1'lrlVfl1'W. ~.

at '" ~ "1.I"1j1 '" '" 'l ~ djl(BSC) JJ~111.Hl11Jl~'ffJJJJ~11JJL'U'U~u~~ Url~JJ~11JJ~'j~~lJJl;Yfll'V'll;Ynn'jtl11'l 'U'ff~'Vl~t1~fln

1~1#l Url~l;Y1JJl'jtl~lU'Ufltl 'j~ ff'\i1nfll'V'lm'jtla1J~~1'U'lJtI~'V'lirm1'Ui#l Lm~'l 'UflWWIPJI'UN1'U'lJtI~

" "~'U6~"lfiJm' ~1rll1 ~~l11~'U~'j'U1Vfl'l 'U~f ~U 'lMUn~'U'Utl'j ~liJ'Uflntla1J~~l'UU'U'U~rlVfll'V'l

(BSC) ~'W'IPJI'Ul~'Url'1tl'l~t1~Nl'itlrdu~ l1lfliJtltyl1lLrltlU nntla1J~'l M~hrw'Uflntlf'UlJ~ ~un1'IJ

"11'lVfl1'j tl 'j~'I1JJtIfltl 'j 1Vfl ~JJl'Yi1ir 'U
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o _34 '1 '" _I "> d '" .13.4 flll1'U ~!lJl11111t1 L'Ufll 'j 'V'l1PlJ'Ul;Jl'U1'l1m~'lJ 'lJlJ 'i ~!lJ'U'YIVHP1J'Ul'U'U

U l!~ lff~tl'j~'lflJtJfitl 'jltlf1~lJ !!rt~~tl'j~'lflJiilJ~~IPlJ'U l;Jl'U 1..r~l'U!f1Wen tJ~l;J<u q q q

j/ d 4.1 Q.J J'ev d' d , d ~ ~ lIJ 91Q.1 d
'UtJtI'YI'j~~'lJ 3.5 'l'Jf1\9l'J'lfd~!!rt~lJm!lWtl!!l'lrt~1JlJlJtJ;J 1~t1'idlJ'YI 4.0 !'UtI'U!U'UI'l1'il\l t~~\I'U

'i ltlfll'j

fhm~m-lrtfll'jtl'j~!iJ'U 1~t1'idlJ I 'jltl1JlJlJtJ\l1 !i11l1l11t1f11'i~IPlJ'Ul\ll'U (xo)
, "I d Q.J dQ../ _

mmrttl'jltll'ld'lfd~ (XI)

!f1Wenfll'jtl'j~!iJ'U-vtd 1tl (x2)

4.00

3.50

3.75

3.5 fll'jfill1'U~tlGVi'Uf1l'itlG'l1~\I1'U l1l11t1~;J f1l'ifil11'UWl1'i~t1~!dm i~lldhtJ~ h. "
'¥itl'i~'l1lJtJfitl'jltlf1~lJ (Focused Group) iilJ~i..r,)mhtlGVi'WtlG'l1~\I1'W ~\IU
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I-to li.fl.48
iI"" ~
~11l(J~

1-15 li .fl. 48
iI"" ~
mllmm~..
l'IU f).:jl'U

"'l iI""~
15 li.fl. 48 t;H mllmm~~

31 ~.fl .50 'V'lUfl.:j1'U

. iI~
"If1.:jl1fll ~1'lJ~

(1n1'iN1'U'¥i) ""~1PI'ln)'lJ

15 -20 IllfllfllJ
iI"" OJ

m1ltJll"~. ..
2548

~
'V'l'Uf).:jl'U

3-15 'V'l.tJ, 48
iI"" ~
~11ltJ~

15-30 'V'l.tJ. 48
iI"" ~
~11l(JU"~~

OJ

'V'l'Uml'U

\lfl1l1~liJ'U

iI

" flfll~

1-31 ~.fl. 50

)- 31 ~.fl.50

"'l15 ~.fl.48 M

31 lll.fl.50

10 Ill.fl 49

"'l15 li.fl.48 (l.:j

31 lll.fl.50

f)l1 11l1~'lJ'lJU1 ~liJ'U011 U~u~ .:jl'Ull'lJU~"tJfll'V'lIu1 <MtJdl.:j~Dl~tJ.:j

9. lh~liJ'Ufl1llJti'l1'tnrl l~tJ'l'l1l'lJ~"f)1Hillii'Unu fmn~1PI1~'U 111fl.:j

~m'V'l lIf'lJUl.:j~~~tJU~~rol'U l5.:j11l~.:j1111'11lJ1U

9. 111~liJ'U~lll~" O1111~,j'~.:jl'U~ lm~'lJ'lJU 1~liJ'Ufl11U~u~.:j l'Ull'lJ'lJ~"fI

"ftl'V'l1'U 4 1JlJlJtJ.:j 15 lJl~1il'U 54 19l1:Jf11P1l1llff'UtJ'lJ1'11'l'l1l"~l~tJll'V'l1

1O. U1~liJ'U1I1~ff'l'lnftWf'llij.:j1~'lJ'lJU1~liJ'Uf)l11l~U~.:j l'Ull 'IJ'IJ~"tJft 1'V'l

(BSC) ~1Ull'lJ'lJtYtJ'lJmlJ l'IUml'Ufl~lJll1ll1lJltJ~11lJl~tJ

1. unaiJl.Hym'V'li'J1l1lu'Ui'Jrul11 f11llJI91'D.:jfl1'Hn'l~lfhJnm 1lJ.u'illH'l1llf)
• u ~

" .
fl11U1~'1(lJDfiu'ntJf)~lJflf.:j'¥i 1/2548

2. flf)1l.:j1~'lJ'lJU1~liJ'Ufl11U~U~.:j1'U1l'lJ'lJ~~flm'V'l(BSC) l~mlmY'UD~D~

.1 ~ ~u1~'1(lJ'\nN'V'l'Uf).:jl'U~'Ufl
" ..

3. ,h~'1(lJflf.:j'¥i 2/2548 l'WtJl'V'l1f)1:fmllJl'\11J1~~lJ'UD.:jmtJ'lJfl11~rol'Ul

1~'lJ'lJU1~liJ'U'111t"l~ u1~liJ'UmllJl'\1lJl~~lJ fl1llJl~'U1UM'UtJ.:j1~'lJ'lJ

U1~ lU'U011 U~ U~.:jl'Ull 'lJ'lJ~t"Iflft1'V'l1lt"I~O11Uf'lJ U~.:jllfll '1J191llJlJ~~ 1h ~'l,flJ

nll1'UIPIl111'111J1tJfill1'UIPlO11U1~liJ'U

4. U1~liJ'Ufl1llJIl11J1~~lJ'UtJ.:j1~'lJ'lJ ilPlflVl1l1'HUlmllJ~DlPlfl~tJ.:j (lOC)

i vd 1

IPItJrjl'IW1"1fltyllt"l~111P1~tJ'lJKnow group 1llf) 2 f)'jlJ
" . ,

5. u1~'I1lJtJfiu1ltJfl~lJ(Focus Group) f1f.:j'¥i3/2548 l'WD11lJn'UVl1ll'HUl

nll1'UIPI~Ull'lJ'lJltJf)~11~U'lJ~'4'U flnU~u~.:j l'U Ut"l~l~tJ1<Mu'UYif)1tJ.:j1DtJ

f)11U~U~.:jl'U

6. l1l1~'lJ'lJU1~liJ'Uf)11U~U~.:j1'U1l'lJ'lJ~t"IUm'V'l(BSC) luH iIPlU~rol'Ul
9J , Q.I JQ,I 0' ~ d Q,I

.:jl'Ul'll1~lJl~1!1'U ~1"1f1IP1lfltuCVl~lm~'lJ'lJUnllJ'U lfl'lJl1t"1flil'U

1D.:j1tJflfll1U~U~.:jl'U
••• Q,' 0 ~ •• I Cl. 3J jJ f

7..u1~llJ'U fltJ'U011 IPIll'U'U.:jl'Ull"~unllJ'Ufl1llJ fl1111'Un ~111l.:jf)l1

U~,j'~ .:jl'Ul~ijU f 'lJUl.:jij dl.:j~ ijl~ ij.:j

8. 11'lJ'l'l1'Ufl1llJ! DmlJtYlJlJ'Ul flf)'):l1IP1.:jl'Ull,,~iil'l'lf1.:jl'Umfl1'U1~l,dl.:j~ ~
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.fru~ 3 ;}'mhmmn-a iIU'I.JiIllUfl1-atl~'Iffl~lUVIUI-a~'l.Jm.h~liJu

WmYl'j ffU mn~ 'Wfll 'j tlau~ ~1'W\9l1m ~iJiJ tl 'j ~dJ 'Wflutl aU~ ~l'WttiJiJ~ (lt1fll'W

(BSC) !~'W!fl~V~~ V~'~!~'WU'iA'V1fl'lf'JtI~l U 'Wl1mHlfl~ 1'W 1 V-:j'jVtlflllllaU~-:jl'W'Uv~'Wuml'W
t jJ I I I 1

l\9lfJumrlriilitll~'lnJVfltlllt1flci~ f11.:JiIi3/ 2548 !i'ivl'WiIi 5 i'W11fl~ 2548 !ViV11lJn'W
OJ q •

.w'ijUtu l11ff~fll'j,r\9l , lfiJWflffll V~IIU1-:j ~ tll ~'If~ lfi'11lJo'W tll'M'W\9lWflffU ffUiJ ff'W'Wfll'j
• q

"tlaU~-:jl'W ~-:j{j

~ '" OJ d 0 9t ~ 'l~, I ~
3.1 ~~~fJ.:J\9l1'Wfll'j!-:j'W Wflff1'j'l1(lfl~1'W'\'1'ij1!'lJ'W\9lfJ~t'lfu'j~flfJiJ\9l1fJ (1) ff~\9l

U'Wl1flfln1iJ ~1l'J !~'Wtll~~li'W 'UfJ.:J'WUm1'W'Ull'J(ff11~'\'1';i1ml) (2) 'iJ!ff~'ij1iJ!~'Wffl'111iJ

Cashier (3) U'Wl1flfllmntlaU~~1'Wlll'Jl'W'UfJ~'Wum1'W (4) '\'1~!iil'J'WI'J~flll1iJ - ~lm~'W (i~
\9l1~ttiJiJ'lJfJ~iJ~iJ'\'1) (5) ttiJiJUlri-:j!~'W (6) ff~\9l!~'Wff\9l(6) ff~\9l(;l~nmllfl~ (7) fflJ\9l(;l~nm

• q q

.::I QI cS Q.I' Q,/ Q 'j)

'WfJfl (Over Time) (8) '\'1~!iJfJ'W'Wff\9l(9) '\'1~!iJl'J'WfI~fll'jliJ - 'ij1l'J'Wff\9l/ ff'WfI1•••
~ ~ d 0 ~I ~ 'l~" I ~ '" ~ hi 03.2 ~~~fJ~\9l1'W~flfl1 Wflffn'\'1'ijl!u'W\9lfJ.:J t'lful~flfJiJ\9l1t1 1) '\'1~!iJtI'W~flfl1ul~'ijl

,I & '1 ~ .-! ~ -=l '" ,I
2) ff1J\9lUl~'ll~ 3) ttiJiJfffJiJm~ml~'W~'WfJ t'ij'lffJ.:J~flfl1 4) V'W"lmlJllfJ(;I~!VfJ\9l'UV\I~1JttiJiJ

" ,
WflffnVV''W'jll'J~1'Wfllltll~''lf~Vfltll1l'Jflci~f11\1i1i 3 / 2548 (fl1f1~'Wlfl m!l 138)

OJ q.
~ d'l ~ ,I ~ OJ'" 0'

3.3 1J~~fJ-:j\9l1'Wm~iJl'Wfn'j Wflffn'\'1 t'lf u'j~flfJiJ\9l1l'J 1) U~'W~\Ifll'j'ij\9lV\lflm 2)

uwutlaU~fll'jtl'j~~liJ 3) 'jll'J\ll'Wfll'j\9l'jl'ijfffJiJ~l\9l'j~l'W~~\9lfitu~ 4) U'Wl1flfn'j~V\I!1l'J'W
.c!l 0 Q Q Q,J Q.I o'Q, tI QI Ci Q,/ 91

'I1'jVfll'j\9ll'M'W'Wt]\9lml~'UV-:j'W'Wfl~1'W'U1l'J(ffl1\9l'\'1'1f~(;I(l) 5) ff1J\9liJ'W'\'1flflll'W\9l~flfl1 6) ff1J\9l

U'Wl1flflllttniJUI'I11m'Wl~!~fJ\I 7) llt1\11'Wfllltll~!iJ'W\9l'W!fJ~ 8) fflJ\9l!~l'JlJ 9) !f1t1'j~U\9ll
u q

'11~V'I1U~ffV"lflJ!"lfl'J'I1~V'I1U~fffJl'JflVV\I!~\9l'1f!f1l'Jl~ 'ij1fliJ ~£1'\'1u~ '11~ fJ'ij1fl'l1tlll'J\l1'W g'W

3.4 1J~~V~~1'Wflll!1t1'WfU(;l~-W\Pll'W1Wflffll~'~ tll~flViJ~ll'J 1) 1WiU\9l'j~~h'W

fll'jViJ'j~ fflJlJ'Ul11~Vfffl1n~\I1'W 2) U'Wl1fll1~Vllt1\11'Wfll'j!~ltlflViJ'jlJ''U 1m\lflll~l\1"l'UV\I

ff'WVl1~V'UV\liJ~rr'\'1l!1Jl1~VV\lftm!f1 ~fJ'lilti 3) !f1t1l~U\9l'j 11~V'I1U\lffVtlflrJV\I 'ijlfl11l11U'lff'WVOJ OJ

~ 'I ~ oJ <!l ~ d OJ .::'1 ~'" OJ ~l ~-=l _ I •.• ~I ~-=l
\9l1'Wt\9l\9l1'W'I1'W\l11'jV'I1mfJ\9l1WflfJlfliJ!1JtHjlJm1~'UtI'W !1J'W~lJfll1~1J'j~l1fJ\9l !u'W~lJlJ~flfJ

fflJ-W'W1i~~ 1~'W~Uffl\1'111(lfl~1 i'I1~l'JfJ\9l!~fJlJ!~'W~iJfl~l'J111'ijlfffl1'W!1l'JiJ~VfJ <1(;1<1cu QJ lU q....
cu c.t OJ ~ V q ...1 Q

'UU'Y1 4 'VH'lIUH lU AU 'I.J'YI'1.Jl'YI11Ul'YIVlUJu-a::: l'JJU

ll111t! 1r.r'WVum~'Wum 1'Wi'Jflfl'WllaU~\I1'W\9l1~ tlfl~i 'WiJ'\'1iJ1'\'111U'1~ ~\Ifl'j fJiJmpJ

"fl1'jfl'ij'IJV~ff'WV~'lfiJ(l~ ~lm1 .u\l'l11\9l'WfIl'WlfJfl ~\I~fJltl{j
OJ

4.1 tlaU~-:j1'W\9l1~mfJiJfln-W\Pll'W l\ll'WUiJiJ~(;IfJfl1'W U(l~\9l1~U~'W\l1'W 1m \Iflll

.,. , I 0 ';;'1d 11) ~ •••• 0 ,%
!m~fl'ijfl''j~1J'j~'ij1u'\'1t\9l'jl~fl'Wfll'11'W\9l'U'W

4.2 tlaU~l1t!l~mm~iJiJtll~!iJ'W i'W 4 1J~lJfJ\I 15 i\9lQll'j~ff\lft 54 ~lil\9l
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, v

4.3 ~\PJl'Wl\9l'WleJ~1\9lmu1tJull1tJu/>jCln'Wl1hi)ua'l1~lumr1tiu 1911'l11\9l'l'JflI9111'W

4 l;!lJlJeJ~ UCl~lflW~ t.i'TWUll 1911i1~~1'Wl\9l~lfllllflw~nl M'd ~ufuU1 ~ lv7eJ~~1u~lill111J1tJ

~1~~U 3.5 'V1fl1911i1~uCl~ij~lm~tJ i~tJ11lJ~1'WlJlJlJeJ~ ~l'WCl~ 4.0 lrJ'Wmh~ti'eJtJ lrleJmh:U'Hl
q q u

v

4.4 f11UfllJ filtiU ~~\9lllJ/>jClfll1-W\PJl'Wl~1'W1~1UUUUfll1U1~liJ'W ~~ij U1~liJ'W
q ~

neJ'Wfll11Jii'l1~~1'Wlv7m111U Cl'illl1Uu ~'I1'WU1~liJ'WfldllJ 01111ti' llv7eJUfUU1 ~ U1~liJ'WlrleJ
v. ,

ff'W"1~ i fl1 ~flU 1~eJ'Vl11U/>jClfll1ua'l1~~ 1'Wlm~u1~liJ'W Cl'~U!~eJ111U1~ff'Vl~flll1'UeJ~1 ~UU

unaiJ'WflUua'l1~~l'WUUUIPJCltJilll1 (BSC)
" ..
QJ ct _I ~ 11 11 _IOJ _I ' , ~'Uun 5 1J'i~!lIUfl1111fll1,"U1H~~1J'i1J1Jl,:j8fJH(iJeU'lHH

v

5.1 fill1'W~1~tJ~nmfll1U'j~liJ'W Cl''jUlrJ'Wl'll'jHfill1'W~nmfll'jU'j~liJ'W ~~ij
q

.
\9ll'n~l1 3.4 fil'l1 'W~ U'j~!iJ 'Wfll 'j-W\PJl'WH 1'W'UeJ~~'W6 UCl~U'j ~ liJ'Wfll 'jU a,j~ ~1'W'UeJ~l1Um 1'W

'VJflfl'W

'l'Jflfl'W

.. '" ..
- tr'WfJ,Vl'Wfl.:jl'WtrWJ

- H)fl'(Yl~~eJ.:j~eJfJf)1~

l.lBU~.:jl'W

.. '" ..
- tr'WfJ,Vl'Wml'Wtr'WfJ

- LeJfl'(Yl~~€J.:j'jeJfJfl1~

tJBU~.:jl'W

. '"f11~~lL'W'W.:jl'W

'\I eJ,:mwu~~aiJ'W

l.lnaiJ'WneJ'W

v
54 1Pi1~1~

l.l~~LiJ'Uml:lJfhmUl l.ln;LiJ'Wlu 4

10 91.f1.49

15 li.f1.48

• v

5.2 ~ llU'Wfll'jU 'j~liJ'WNClfll'jUa'l1~~l'W 1'l1lJUVl1Jl'Vl'l1ti'll1 ij'jltJCl~l~tJ~ ~~ij
jI , l'

5.21 ~llU'Wfl1'jU'j~liJ'W flf~Vi 1 u'j~liJ'WdjeJl'Wl1 15 i'W1lfllJ 2548 lrJ'Wfll1

1JnaiJ'Wn()'W~llU'WflUlv7eJVl'jlUCl'm'V'lUu~,j'W 'U()~ UCl~~'Wl1l~~~ eJtJ~'il~~()~1JfuU1 ~~\PJl'W1

5.2.2 ~11U'Wfl11U'j~liJ'W f1f~~ 2 U'j~liJ'WlrleJfI~~Um'\l()~'lh~nm1~tJ
• I II ,

1;jt)1'Wl1 10 \9lCllfllJ 2549 lrJ'Wfll1U'j~liJ'Wfl1llJOl"J'\nj'1 i~mU1tJUll1tJuti1Jfl11U'j~!iJ'Wflf~Vi
q

1 lv7eJ~'il~'Vl'jlUll ~1'W01111ti'11~tJ~l~ 1911i1~ l~uH~v~ hjr·h'WlflW~~~U~~eJ~-W\PJl'Wl~eJ 11J
I' .)1

5.3 ~!H1~1J1JU1Vlfl'mtJi'W i~tJ11hv7()'W'lhm~()'W 1;jeJijUty'l111M'1J~m1l1,1;eJ'W~~ij
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5.3.1 tJtl'1fl'H\.fffl'U19l1trJ'Um'itJtl'1fl',n'U19l1~tlI9l1trltliJiJru1111-2 fl'U
u

• y

5.3.2 tJtl'1fl'~l'Ufl~lltimJ(Sub meeting) 'l,*tJtl'1fl'~l'UtijtliJiJtyl'lli l11n'UI9l~U~3-

5 fl'U
• y

3.3.3 'lh~'lilltl;h.hlrJfl~ll(Focused group) 'l,*tJ!l'1fl'~l'UtijtliJiJtyl'lll9l~u9i 6 fl'U

'310 .d • ~ 191 0 OJ G)

3.3.4 fj'lfl'UltyflU'VlbYlllUf.1'1fleJ!'V'ltl'U~ 'illflm'ibYl'il'ilfl'fl(JfIl'V'l'UtJ~'lJflfl~l'U

tl'Uu iJ~GJ11'Ultym'i~bYlllUf.1hl'fhu'U~ll1 hi'mlll'lh(J!l'Ii;'tl 'l'Umn1!l'1fl'~1'U1~fJl1h~tJwlhfJ

t~tJ'U1~ ('ilfJ"~tOrJ~ ~GJ11'Ultyfl1'i~'l ~ m'i tJtl'1fl'U'lJ'lJ!~tl'U'lhm~tl'U (tl~i 'UfIlflfoJ'Ulfl l'I'W'l

190)

...
;tun 6 tl'j~!ijuW(;Ul1'jtlilllil'ilUPlltl'j~'lJ'lJl.h~!ijU

6.1 mnh~tiJ'U'l'U~'U\9ltJ'Uif trJ'Wmah~tiJ'U flf~~ 3 'lh~tiJ'WtrltJi'WtrltJi'Wtl~

lm~m'i'l'W1'W~ 1 \9Wlflll 2550 trJ'Umnh~tiJ'UbYnHl 'il'W~iJfl'V'litJ'itJdJ'W 1~~~'Wl'tlri
q q cu tU

tilll'lmfJ~fill'l'U~ Hl'I1tl hi
cI Q.I 91 I ~ Q.I 0 'j) G)

6.2 tfliJ'iliJnlll'l"fli1'UttlflbYl'i 'UtJ'l,!"\9lW'lt'V'ltJ'il~fl)~'Vll'UtJ'l,!~lJ,tbY'UtJl'U

·nJUiJmhtrJ'WUfo.l'WfliJuvi~/ Ufo.l'WfliJtff'Ufll'V'lcil(Jf)'ilfl)'ill U~~'iliJ'il11mflbYuitJ~'JtJfJm'i~ ~ ~
. y

Ua,r9i~l'U~W'l !~iJ HtrJ'U m'fli1'U 'ilfJ~~tVfJ~~lttJ'U'lh~tiJ'W~~ 'l'W\9l1'i1~9itJ1uil

I ~.fl.450

<V.I '"1~Q1J':i~ff.:jfl

'Iltl.:jm':itl':i~lihJ

tI':i~lihJff~tlf-lClfl1':i

tI~U~.:jltJ

\9l11J':i~'lJ'lJtI'j~liJtJ

'" <v '"- ~1.JtJ,l'ltJf1.:jltJ~tJr.J

- ltlnffWiemeWfl1':i

,j~U~.:jltJ

UCl~N'tI':i~liJtJi11J~
!l/«><v <v
f-l1'Wm'l~l'l1.JfHltJ
"

'l'J0fltJ
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, "
tJ'J~liJ'W'l.h:dY'VlTIf1l'W'lJe:J.:J'J~uuVi~\9JJ'W1~'WhW~lU'Wtlfll'JtJ'J ~liJ'Wlrl'W 2 crtlfJW~

tI jI 91 ~d ~

3.1 tJ'j~liJ'WfY'WtI'i)lmH'lfll'J~\9JJ'Wl.:Jl'W~llJI911~H~ ~1t1tll'JtJ'J~llJ'Wltl'W 3 flH..
mh1fitl tJ'j~liJ'Wtltl'W~lliJ'Wfll'j (15 1Lfl.48) Irl'Wtll'JtJ'i~liJ'Wfff1l'WtI'i)'i)U'W tJ'j~liJ'W'j::l11H•
~lliJ'Wfll'j (10 ~.fl. 49) tJ'J~liJ'Wl~tl'Vl'ilUfl11lJfi'11l1Ul i'tlfJl~~I~'W tJi'UtJ':! .:J~~~tltl H'C'l~

tJ'j::liJ'Wl1cr.:Jfll'J',*'i~UU (1 ~.fl. 50) lrl'Wfll'jtJ'J~liJ'Wff':!tJ~'C'lfll'jtJaU~;jl'W l~W'~~lliJ'W

"
tJ'J~liJ'W ~;jlj

'" 'JI 'JJ 'I ,I'" "'''' i ~.::'l '" 'JI 'JI 0''JJfl'W lJfl11lJfll1l1'W 1 !'Wfll'Ju {JU~.:J1'W 'Wf1l'W'i1lJtl 'i)~lu'Wfl11lJl 'i)'ityfll1l1'Wl'lJfl.:Jtl'WtlWJtI
" ,

3.1.2 Imri.:J,rfllJ'C'l i'*11.:J,rflmHY1'W1911'lJfl.:J'Wirml'W1'li'W fll'Jl~lJ'lJfl;jtltl~'lJltl....

SI, t SI

3.2 tJ'j::liJ'Wfl11lJll1lJl~fflJ'lJfl.:J'J::UU l~fJtll'JtJ'j~liJ'Wfli';jn 4 lijflff'W~~

lflHfll'j1~t1 ''W1'W~ 15 lP.}'C'llfllJ2550 1~'Wfll'jff':!tJ~'C'ltl1'J',*'j::UUtJ'j::liJ'Wtll'JtJaU~'ll'W

UUU~'C'ltlm'Wl~t1',*uuuffflUmlJ ',*mlJ'Wirml'W'Vltlfl'W U"~'C'ltlf{ltJ'j::~l ~1'W1'W 30 fl'W....
"'" '" '"'jltl'C'l~Wtl~ ~.:J'W
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15 li.fl.48

10 ~.fl.49

I ~.fl.450

15 ~. f1.50

'\JtJ~f11'j,j'j~!iJu

,j'j~!iJutitJU

fllHi1lUU~lU

,j'j~!iJuml:JJti\n11!l
q. d , c:t,Q,I

tUfl'j .:jU'jf1'\JtJ~'lrNn~ 11\W

,j'j~!iJufq,jf-mf11'j

,jiiU~.:jlU

,j'j ~!iJu ,j'j~iY'VlnflW'l'\JtJ~

'j~UU,j'j~!iJu

,j'j~liJU

UUU,j'j~liJufm

,jiiU~.:jlU

UUU,j'j~liJwm

,jiiU~.:jlU

UUU,j'j~liJUf11'j

,jiiU~.:jlU

UUUf1tJUtl1:JJ

". '" ".- ~WJ,'VlUf1.:jlU~WJ

- 1tJ.:j'jtJ{jf11'jV11.:jlU

". '" ".- ~U{j,'VlUf1~lU~U{j

- 1tJ.:j'jtJ{jf1nV11~lU

". '" ".- ~U{j,'VlUf1.:jlU~tW
, .

- 'jtJ.:j'jtJtJf11'j'Vl1.:jlU

". '" ".- ~U{j,'VlUf1.:jlU~U{j

- ltlf1f11'j

ffuti'fi'll'iJ~~ ~'1~V1'
"
~'" '"f-l1\WU~~'VlUf1.:jlU
"
~uti'fi'll'iJ~~ ~1~V1'
~(V Q.I 0'

f-l1\W 'VlUf1~lUffUtJ
" "

"'""I ~ ?I Q.I - rI ~. cv "3.2.1 f:;!lJ1~t1J'U tlJ'U'V'l'Uml'U'lJtl\l~'UfJ t'V'l'Jl~t'lfml 'V'l'UmlWUtl\l~'UtllJflf1'U
d gJf ~QI~ ~ jJ Q.I cvfjJ QI l1)3J

tll'U f:;!111JU!llJ~fll1lJ fl'IJ'U~tl'U ~~ 1;l11Jl1t:H"~Vltl'UJ:-H'lfll1'V'l\PJJ'U1~lflf1111J1lJl'IJtl\l'V'l'Uml'U l~

'" 91 91 'I • 1"" "''''' 'I d ~I "" 91 'J/ " 911Jf1111JfllTI1'Ul t'Ufll1lJ!llJ~ \l1'U 1'UfI1'V'l111Jfl~~tlJ'UmUH1l'H1jfllTI1'U1'IJtl\l~'UtI~1t1

I 'J/.I 0 "'" "" ""'1lJ " dt '91 .1 ""3.2.2 flrl1Jrlflf11lJ1~~1'IJtl\lff'UfJ~'lf1J,HI ~ lrlVl t'VW l1fll'JlJ1~t1J'U1;l11Jl1t:1. '" '"
" _I"" "''''' "" <!/ 'I 'J/ 'J/ _ I 0 ~ ~I 'J/'" I I' _I """1;l~'Y1tl'UHrlfll1lJ!llJ~\l1'U~ 11J1;lfl1'V'l~1\l ~\ll'l1 \1flmlJ1~ ~1C]1'ltlJ'Uf:;!'JJ1;l1'U111J 'Ufll1lJ1~t1J'U~ 1fJ

3.2.3 UlJ lJ 1;ltllJmlJ t~tl '1~U"J~til 'Uf1111Jm 1Jl~ 1;llJ'lJtl'l1~lJlJU 1~til'U fll1

U~,j~ \l1'UUlJlJ~" tlfll'V'lUrl~vr\PJJ'Ulfll1 'IJtl'l fl~lJt illl11Jltl , ~UlJlJ 1;ltllJt:11'JJUlJlJlJ 1~'J U1~1JlW fi1

" "
5 1~~lJ 'IJtl'li1tfl{'Y1 '~1;ltllJmlJVnrml'U U1~fltllJ~1t1;r'U~tl'U ~'lU

.,; 'J/.K "
~tl'U'Y1 1 'IJtllJ"'W'Uill'U'lJtl\lH~tllJUlJlJ1;ltllJmlJ

'" .. '"
~tl'U ~ 2 f111lJfl~tli 'U!~fJ1nlJ1 ~lJ lJU1~til'U fll1U~,j~\ll'UU lJlJ~ rltlfll'V'l (BSC)

I • ,"

~tl'U.yj 3 fll1ihh'U':hlJ / fll1t~fJ'Ur / f111lJtU~fJ'UUUrl'l.yjtfl~;j'U~lflfll1vr\PJJ'Ul
'"

1~lJlJU1~ &Wfll1 U~U~ \l1'UUlJlJ~ rltlfll'V'l

~tl'U~ 4 f1111Jfl~! li'UUrl~,r tl!1;l'UtlU'U~g'U "l t~fJ1nlJfllnh1~lJlJU1~til'Ufll1

U~,j~\ll'UUlJlJ~rlfJfI1'V'l 'u'1~
";, 'J/ <!/ '1 91 '" i 'J/ - I ""3.2.4 UlJlJ1;ltllJmlJVI 'lfm1Jf111lJ'V'l\l'V'ltl'il'IJtl\l\1flf11'I1rl\lfl11 'If'J~lJlJlJ1~tlJ'U

"fl11U~U~HWUlJlJ~rlfJfI1'V'l ij 2 ~tl'U ~'lU

.,; 'J/.K "
~tl'UVI 1 'IJtllJrl'V'l'Uill'U'lJtl'lH~tllJUlJlJ 1;ltllJmlJ

'" .. '"
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, ,
4. Ifl~a\lijafi1,n"'Hlll1~tl

If!~v~ij V~~ l~trJ,r fJ~fi iJ 'j ~ iJiJU 'j ~liJU f)1'j Ufi u~ ~1UUiJiJ ~ ,UJfIl'V'l(BSC) ~fJ. "'.ac ~ .• I ~ .. I~ Q,lClt. ~ a ~
4.1 !m V~lJV'j~iJUu'j~llJU f)1'ju{)iJ\9I~ 1UlliJiJ~ C'WfIl'Y'l IUV'l11ff1'j ~'tIfJ~lm fJ~lJV

U'j~f1ViJ~',W ~fl~~l1lJ1t1 mlf1f)1'j mfJiJf1WW~UN1UlliJiJ~C'ltlfll'V'l llUiJU'j~liJUf1n
'" '" .

UfiU~~lU 1fltl~lU U m 1t1C'l~l~t1flI1:lUJ,JlJlJfJ~ l\91QU'j~CY~fl ~ 19f1flllC'l~If1tucvl,JU\9IfJUf11'j~~U1

'"'j~UiJtJ'j~!iJu llC'l~llU 1tJfiu~i U f)1'j'l11'j~iJUU'j ~liJU 1ui oM'j 1lJ'I'1~'j1t1~1Uf)1'jU'j~'lilJVflU'j1tJ

f1cilJ•
4.2 !f!~ V~iifJ~l oMU'j~liJU U'j~iY'YlllfIl'V'l'tlV~'j~iJiJU'j~liJU U 'j~f1ViJ~ 1t1 IliJiJ

U'j~liJUf)1'jufiu~~lUlliJiJ~C'ltlfll'V'lllC'l~lliJUCYfJiJtIllJ ~lU1U 2 QUiJ 1!~C'l~QUiJl~H1Uf)1'j

\9I'j111CYViJf;jtufll'V'l111f1V1111'j6~1l1 f1'l:l11'V1tJ1U'V'lU £ 11C'l~H1U f)1'j \91'j 111CYVUf!11lJ I~t1~ (Reliability)

'"
1I1f1f)1nh~'lilJVfltJ'j1tJf1~lJ 'j1tJC'l~t~t1fl ~~i1

4.2.1 tliJiJU'j~liJUf)1'jufiu~~lUlliJiJ~C'WfIl'V'l 11:lUtliJUU'j~!iJu~~1~mh
"' ..

lJlJlJV~ l\91f1U'j~C'l'~fl ~ 19f1flllC'l~If1tucvll1H1Uf11'j \91n \lCYfJiJm1lJll1tJ~ \llf1f)1'jU 'j~GJ{lJVflU'j1tJ•• 'JI

I , '''dnl tI f 3J3J IQI

f1C'llJ f)1'j'l11fl1 IOC \llf1f1C'llJ~lJu'j~CYiJf)1'jtu f)1'j\9l'j111CYfJiJf!tufll'V'l1l1f1f1C'llJ~'jllU'lffl(Known
It 1\ cu q q IU '\J

group) l~V loM'lh~liJU~C'l~lU'tIV~fju6 1fltJH1Uf)1'jtJ'j~!iJUf)1'jufiu~~lU'tIV~'V'lUf1~lU nvu
'j~ld1~ tlC'l~l1~~f)1'j'l11'j~iJiJU'j~liJU 1uloM

d"l fJJ Q.I iI.<::::I' f .ar, Q.I ::'t jJ 0

4.2.2 UiJiJC'l'VUtlllJ 'VI!'l1t1llJ'V'lUm1U~lJC'l'1U'j1lJ1\ltJ llC'l~llJUv.lU1'j~iJiJ~ ~

ll'j~liJU 1ul oMl1:lullUiJcyvUtlllJUmtJUfltl iJulJ1\91'j'lh~mtu rh 5 'j~~U 1,*l~iJ,rmJC'l~lU

,j'n~ iY'VIllfIl'V'l'tlV~'j~UiJ tlC'l~~1U-W~U 1't1v~f1~lJlill'l1lJ1tJ ffTUtlUUC'l'VUfI1lJ,j,nmu fl 1'*

CYVUfl1lJf!11lJ~fll ~ U tu "l 'tIv~f1~lJl il1l1lJ1m~t11fiuf)1'j U 1'j~ iJU,j 'j~liJU 1,jloM

4.2.3 tlUiJC'l'VUtIllJ C'lf1fh,j'j ~ ~1 t1:lUtl UiJ C'l'fJUtIllJUmtlilfltl UiJm\91'j,j'j ~mtu~

f11 5 'j~~iJ loMl~u,rVlJC'll~t11fiUf!11lJ.;I~'V'lV1\l'tlfJ~C'lf1fi'1l1~~f)1'j'l11'j~uu,j'j~liJu 1UioM~ ~
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5.1 m'i&fhJ'ilU'il~.o'en.Jt1
'II

~~ cv 0':::' d 9J .d.ct d 31 Q,.' e1
f.l1'11tJ~lt'\..A'Wf11~tf1U~1U~1l1'IJtllI"'I11ml'l'H)'UJtI'Vl'1'If fI~'W......
5.1.1 In'lJ''i'JV1'JU.,j'BY€JfJ 1fW 11'lhg;Ii'JUfn1UOv"Pi.JlUUVVf./€Jfli1 1'tV 1fltJ'1oM

I <!l.1 "" .1"" "''''' '1 'JJ d 31 '" "31& ~I 'JJ 0~lI tllJ ~~tll 'Wf11~lJ!jU fI~1'WUUUIPJ"l'JflWI 'lftf1U'lJtll,!" '111fl~'Wm 1'W'lJtI~~'\..W'l'Jfll'l 'Wfj9m lJ'Wfj'W1
iI iI

~~UUtJ~~tij'WitJ'oM lf1tJfl1~tJ~~tij'W 3 1'Ii'~ ~~ij
iI ••

1'Ii'~Vi 1 t~'WflUtJ~~tij'W ntl'W~ltU 'Wf11~t~tI'Vl~1Ufll~tl 'I1'111l'W'lJtI~fl''W6....
flf~~ 2 t~'Wfl1~tJ~~tihJ~~ll'h~~ltUUfll~ l~tI'Vl~lUI'I11l1n1111U'1

iI , ,

fli' ~Vi 3 tJ~~lijUl1 ~~flU '1oM~~UUtJ~~lijU t'WtI'Vl~lUf.l" f11~il1~~UUtJ~~tiju i tJ

'loM'1U ff1U'IJ tI~fl1~tJ~~tiju ~mflU tJiill~ ~1U t~U f11~tJ~~tijuu uuij ffl'W~1'~JioMUUUtJ';j~til'W

_I "" .1"" "''''' 31.1 "" _I 31 ",' 31 " ~~mJ'i~UUlJ~~UJ'Wfl1~lJ!jU \9l~1UUUUIPJ"l'Jfl1~ m ~lI fl U fjlJ ~~tll'WlJ~~fl tIUfl1tJ11111'Wlt)'UtltlJU

m~lIfl1~ 1~tJIPl1Uf1tl~tJ~~til'W11l1f1U~irfl~ l'WNtlfltJ~~tilU'VlflI'lU il1fl~U'W'W~tJ~~ail'Wi~1I1111....
~lm~tJ l~tJfl1~

• iI

tlflLfl'fl fI~UUUVii~t ~'Wflg;Uuu 'IJtI~~irm1U ~\1fltJ~~til'W1'1Uir 'W"l

d 1I.d ...1 ~ ...I ~.Q •.• / ~ l' d5.1.2 mV':i'JV1'JU1JBU€JmB u':ig;mUu1g;lr'YIfii1 1'tV1JB.J1g;VVu1g;mU t fI tltfl'U...
iI

<JJ ell:! 9J cv4:l

~1'U111J'lJtll,!"'I11fl1Jl'lfi"'Vltf1l'J1'IJtI~~~U ..
1) fftl'Utl1l1~irm 1UNij~hU11l1 '1Uf11~i\ll'J t~tI'Vl~1'UH"f11~i\lmnl'J1f1'U...

tJ~~iY'Ylnfl1~'11tI~~~u'Utm~~WJU 1flU'IJtI~flrl1Jtit111111l'JioMfftl'Utl1l1l1~~fl1~ioM~~U'UtJ'i~til'W..
1fltJ~1,rtJi~lItJ'U U'U'UfftJ'Utl11Ji,.r~ir m 1U ~ 1tJ\9lU m~fI~U'Ylfll'l'W u,,~i ~i' 'UU'lJ'Ufftl'Utl11JflUfI~'U....

v W I ~

IV QI 91 4Ii!I J::t cv9! QQ.JQm 20 l!'U'U 'IJtll,!"~'W!lUtfltJ1fl'Ufj\9ltJ'UU'U'Ufftl'Umllll ~~U

ij~irfl~lU~\9ltJ'UU'U'UfftJ'Umll~lU1U 20 flU ~irm1Uff1'W'll1tUij1Wj
••• u •

f11~ffflfl1~1f1'J1~~~'UtJ1WW1\9l~~lU1U 17 flUftflt~UrtltJ,,~ 85 u",~rcW"~60 ijtJltJ~1tJ~
tI u q CUI

I '" 31 i 9J 0 d d'd jJ ~ c::s Q.I

~~'\111~ 18-22 1J~tJtJ,,~ 65 ~'Yll~lU'Vlfl'UtJUlI1U"1 5 - 6 iI 1J~'Wm1UtJtJm1'Wfllflff'W1l1...

ftflt~UrtJl'J"~ 75 ij~irfl~1'WtJ~~~1~hirm1'\..Jt~l'J~5 fI'Wftflt~UrtJtJ"~ 25 'YlflflUi~~l'Wf11~•
tJ'U'i1JlI1ntJu;~t,j' 1tJiill~ ~1U ~1'W~ i ~i' 'U1JtJ'Ul1l11l'Ji,.rtJiill~ijfl111Jtlir ~'l'Jflfl'W tm~~irm 1U

I i I '" 31<9 d", '" .::i ""i d <9 ~ '" i-I "" ~ 31ff1U '\1W1Jfl11l1~fffl'Ylfltm~lIfl11l1\9l~'il'il~~ Uf11~'Vl'l1~tlfltlJUtJl'lf~\9l"tJfIlJ flflLlJUH)l'J"~ 95u •••

" ..• 1 0 <.} 1 QI ~ .:M 91
2) fftJ'Utl1l1"flfl1lJ~~ '111Ifltlf11~ffllU 'U'U'U~mwt~tJff~'VltJ'WH"f11~......

tJii 1l~~1'W'lJtJ~~irm 1'W'il1fl1JfIfi "flltJU tlfl! fI tJfftl'Utl1l1t~tlt illtJ'UtVitl'UH" flU tJiill~ ~1'W'IJtJ~
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vnjfi~l'Ul1~~m)u l)~tJtJlh~tih.J 1ul ~ntJtflw ctl ~l,j'v 1~ -ff~lttJtJfffltJt1l1l1 M'rlfifi'lU)~ ~l~m~ ~
.c:.., d c' 0 Q..f 9J ~ d Q.I 3J ~ 4:1 4J ef
\91\91\91flHW'Vlfl''UV<1l1l'UTW 30 utJtJ 'lJfl:lJrl'V'l'U;Yl'UtfltJlf)tJl'I\91fltJlttJtJfffltJm:lJmlVrl~ltJtJ\9I \9I~'U

CU cu <»s <U

iJrl f)l'i lU)~ ~1~\91fltJlttJtJfffltJm:lJ ~l'U TW 30 f1'U rlf)fi'l-ffl'U h'ltUiJ1Wicu cu cu u q

JI
~ Q-' ..• 14::.\ ..:::l.q?1 jJ jJ d Q.I ~I ~ lJL.I 31

m)fl'f)m)~\9ItJlJ'jrurul\91) f1~lllJ'U)flVrl~ 57 ltrl~)flVrl~ 64 :lJfl1V\911 36 lJ'IJ'UtlJ )flVrl~ 47
" " q

iJfllQf11)l~'U t'1':lJ1<lfm~"dN 1-2 tJ nifl~l1lf)i:J''U6<1~~11~rlfl;~ imJ f11)iJ-ffl'U111l'IJfl~~f1fi'1

-ffl'U:lJl f1flrJl 'U) U!! tJtJ 11:lJ~111UlVif'U l'i l!! n ~!! 'U~U l! ~ fl'U l1l'U i M'i~N~\91i1w ctl fl \91!~'U ~flVn~~ ~

73 . f11l:lJffffi~iJ~flN~\91i1Wctl \91)l~'lfiJrlft -ffl'U:lJ1mlf'U11 iJ)ff"lfl~~ fl1mJ ~~tJnf)f1!~'U

U)~~l tJ'Vltll'Vll 'Um~l,j'111:lJU'j~"lf:lJ'lJfl~nf)fi'lU)~~ 1 -ffl'Umf) hj"lffltJUff\9l~f11l:lJfl\9ltlf'U fl\91
q ~

~ 'J/ '" '1 'J/o> ,{O> '" ,{ "'lIJ ,{ I d I '" .?l I 'J/
l1J'U'jflVrl~ 77 f11):lJnm tl1f)1Jfl''UtJ\9I''lf:lJnn\91tn'Vl ffl'Umml1'Ul1 :lJ!1rllmm'V'l)1~llJ'Ult:lJtll'U~
.q ~I 'j) 3J.el doe! I c'Q.I ~ ,J ~1IJ rI ')I d '.c::t 3Jel d4 ~ ,
f1\91llJ'U)flVrl~ 60 f11lmfff1'Vl:lJ\91flfl''UtJ\9I'If:lJnrl\91tn'Vl 'lJfl~nf)fI1 !l1'U1l :lJfl1lmfff)'Vl\91 11~)1:lJ<u cu cu cu

o I 0 ct jJ .do ~ rI f ~.:::::r. 'G) ~
111l1'UlV Url~lt'U~'U l!'V'lfl'Utll'U () lVrl~lfltJ\9If)1'j 1!f1) l~'YIfI1fft1\91fl~ t 'Uf11f1N'U1f1'Y1'U1 149)

••• <Iv
5.2 mj11fl'il~fi'IJ81Jtl

91~Q.I lJI Vo ,q.c:::i ~ rI'jJ ~~dG'l9lGl ~ ,JjJ
1'1111tJt\91f)111'W\9I11if)1)1!f1) l~l1'IJfl:lJmm~fft1\91'Vlt"lf t 'Uf)1'j 1lml~'YI'lJflllrl\911:lJ~ ~ ~

U)~lf)'Vl'IJfl~!f1~fl.:Jijfl l~fl'Vl)ltJNrl f)1) l,)t1ltn~'Vl'j ltJNnf)1)U 1)~tJtJU'j~liJ'Um i~1\91Vi~
lu'jufi'i1l SPss 10.0 for window i'Uf)1'j1lml~,.1 fhm~t1 fil-ff1'Ul~V~l1J'U1l1\91'j!1'U Url~ fil

JI
•• 0> '"
'Vl(Hest) \9I~'U

~1J1Jfl~ 15

JI
••• <Iv .' •••• 1 0> '"5.2.1 Jlftn::n'IJfJ3jlHJ1fUlU1JU1::mU ltlJrlNrl \9I.:J'U

1) film ~tI'IJfl~f1~lt 'W'U11If) f)1) U'j~tiJ 'Uf)1'jUaU~~l'U 'lJfl~'V'lUf1.:Jl'Ui'U 4
JI JI

1\91mh~ff~rl 54 1Pl1;11\91'lJfl~'V'lUf1.:Jl'UUn~UUrlfl1l:lJ11:lJ1v1~~~U
q

0.01 - 1.49 l1mtl~~ iJNrlf1nUaU~.:Jl'U'j~~1J'lY~ul~q~

1.50 - 2.49 'YImtl~~ iJNnf)1'jUaU~~l'U'j~~1J'lYe)fJ

2.50 - 3.49 l1mtl~~ iJNrlf)UUaU~~l'U'j~~1J1h'UfltlH

3.50 - 4.49 l1mtl(j~ iJNnf)1'jUaU~~l'U'j~~mJlfl

4.50 - 5.00 l1mv(j~ iJNnf)1'jUaU~~l'U)~~1J'IJlfl~q~

2) mw ctlf11) IPl\91ifw ..m f)1) Uau~ ~1'U'IJfl ~'V'lUf1.:Jl'U mm ~1J1JU'j~liJ'U 1\91tI
• JI •

m'j nn tJ1JlVitJ1Jfilm ~tJn1Jmw en ~ ~U 'V'lU f1.:Jl'U~iJNrlf)1'jUaU~ ~l'U ~l'U 'j~~1J~ttjtJ1J('V'lUf1.:Jl'U

Grade A) 'j~~1J~!~'U ('V'lUf1.:Jl'UGrade B) 'j~~1JU1'Ufirll~ (~Uf1.:Jl'U Grade C) 'j~~1Jti't)tJ

('V'lUf)HW Grade D) Url~'V'lUml'U~iJ~.mf)1)UaU~~l'U'j~~1Jti'fltJ~~\9I(~Uf1.:Jl'U Grade E) lPl\9lif'U
• JI

l\91tJi~film~tJ ~~U
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0.01 - 2.49
&

'rfUm 1u~ijt}Hlm';jtJ at1~'11U';j~~UU6U'runtlm.
<:l '"
'YIq~('Wuml'W Grade E)

2.50 - 3.49
&

'W'Um 1U~iJYl~m ';jtJa t1~'I1U ';j~~UU6U'Iun tItI 'I

('W,rm1U Grade D)

3.50 - 3.99
&

'W,rfl'llU ~ij Yl~m ';jtJa t1~'11U';j~~'U1.hu'I1lJ1t1m

fUlH ('W,rm1U Grade C)

4.00 - 4.49
&

'W,rm 1U~ijYl~fl 1';jtJijt1~'I1U ';j~~u~lviumntltl'l

('W,rflnW Grade B)

4.50 - 5.00
&

'W,rm1u~iJYl~m';jtJat1~'I1U ';j~~U~&mmJmJ1t1t1'1

('W,rm1U Grade A)

~ Iv 31at,Q,I lI}9Jo : Q.J

5.2.2 f)1'iJm"i1~'H1I6:YiJfJ 1fWUUiJ6Ua1U f.;!1\ltlt~ m'l1 'W~'Wl'11'Wflfl~U'W'W'1U

m'j ~6Ut!UmHlUt1llH ~ eJ'1~~HlUt1l1JtJ';j~ff'YIlifl1'W ~\91lUlm';j'lJeJ'Ifl~lH ihmJ1t1 t!~ ~f11111V1'I•
"'WeJ'l\l'lJeJ'I';j~uutJndJ'WmTtJat1~nWmJU~Mfll'W (BSC) l~tlm';j '1'l1'u n'nrflfl~t!'W'W U~~t!tJ~
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" "l~ffeJUt1l1J tJ'j~ff'YI~fll'W'lJeJ'I'j~UU N'1~t1'~tl111'W~U111'l!flfl~U'WU~'Ii1••
~ d~ -Cld ClC\ QI ~
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"
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2 'I1lJ1t1€i'l tJ'j~l~UJ'W "l 'lJeJ'I'j~UU1.h~liJuijtJ'j~ff'YI~fll'Wlu'j~~u UBfJ

" .
& "t <:l '" "I "'" "'" t "'" "'" '1 '" J/ .::('11lJ1t1ft'I u'j~t~U'W'W"l 'lJeJn~uuu'j~t1J'W1Ju'j~ff'YI1ifll'W tU'j~~U UBtJrli[PI

"2) U1'11'l!flfl~t!UU'lJeJ'It!UUffeJUt1l1Jt!UUlJ1\9l'jtJ';j~111Wfh5 'j~~U ff111ful~

" "
ffeJUt1l1J.w\91lUlm'j'lJeJ'Ifl~1Jl1J1'11lJ1t1N'1~tI'~tll'H'W ~U 11114flfl~t!'WU ~'1U....

&
5 '11lJ1tift 'I

&
4 '11lJ1tIft 'I

&
3 '11111tItl 'I

&
2 m.Jltltl'l

&
'11111tItl 'I

fl~lH1J1'111J1t1ii~\91lU1m 'j'lJeJ'Ifl~1J&1J1'I1lJ1t1'lU 'j ~~U UW~iJPI
• • q

fl ~1Jl1J1'11111t1ii~\91lU1fl1'j'lJeJ'Ifl~1Jl1J1'111J1t11U 'j~~U mft• •
fl~11l1J1'11111t1ii~\91lU1m 'j'lJeJ'Ifl~1Jl1JU11J1t11U'j ~~u tlmftiJN

fl ~1Jl1J111111t1ii~\91lU1m 'j 'lJeJ'Ifl~11l1Jl'l11J1t11U 'j~~ 1JUBtJ• •
fl ~1Jt 1J1'11111tliJ~\91l'W1m ';j'lJeJ'Ifl~1Jl1J1'11111t1tu 'j ~~1J UBtJ~llPl· . ,
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5 l1:lJ1fJ~~ 1h~~~'WJ'W"l ijI'l11tJVi~'VH)l~1'W'j~~1I :lJ1f)~l[A

4 l1:lJ1fJ~~ th~~~'WJU"l ijmltJVi-:JVlal~lu'j~~lI :lJ1f)

~ d c?: e::! & Q.I

3 l1:lJ1fJfl~ tI'j~~fl'WUU "ltJI'l11tJVl-:J'Vwl'iJlu'j~fljJ V1Uf)i:lH

~ d~.::l ~ Q.1J/

2 l1tJlfJfl-:J tI'j~~fl'W'W'W"ltJmltJVl-:JVlai'iJl'W'j~flll UeJU

"'I _I d ~ '" "'IIi '" 31 dl1:lJ1fJfl-:J lJ'j~~fl'WUU "ltJI'l11tJVl-:JVla ~ U'j~fllllJeJl'JYHr~
, ,

.::::), t! r ~ od, Q.I •.• I L:::t. ~ OJ

5.2.4 J1fI11:t:nfnlfJi:lf} ~fW1fllllJ'j~~Vl1if11Vl'lJa-:J'j~1I11 VlIPlJUlf11'j'lJeJ-:J

"flrltJlil1l1:lJ1fJ W;'l~1'l11tJVi~Vlai~ H1')fJL~nll1Ufl ~~U. ~. "
film~tJ4.50 ;i'WLtI 'HtJlfJ~~ ijtl'j~i1Vl~mVl ~1PlJ'Wlfl1'j'HiaijI'l11tJVi-:J

,
1 .., '"

Vla ~ 1~V1'lJmfl't1qVl

fiwj:!~fJ 3.50 - 4.49 'H1J1fJ~~ ijtl'j~i1Vl~f11Vl ~1PlJ'Wlf11'j'HiaijfnltJVi-:J

VleJl\J 1~~'lJmfl.
fil~'j:!~fJ 2.50 - 3.49 'H:lJ1fJ~-:Jijtl':i~i1'Yl~f11Vl .w1PlJ'Wlf11'j'Hiaijfl11tJVi~

VleJ1\J1~~'U'lhumn~
,

film~fJ 1.50 - 2.49 'H1J1fJ~~ ijtl'j~i1Vl~mVl vrlPlJ'Wlf11':il1iaijfl11tJVi~

VleJi\J 1~~lJ..r8t1
,

film~fJ 1.49 ~N:lJ1 l1tJlfJ~-:J ijtl'j~i1Vl~mVl ~1PlJ'Wlf11'j'HieJijfl11tJVi~

, ". '" '"UlllJ~eJlIflltJ ~lflfllfl11tJ fl'W'W

4 Iii ..I ~ ~~Q.J\J]"Q rs''jJ ..• I.Q
5.2.6 JlfIl1:t:WIJBili:lf)1f)UUUu1:t:mu ~1\JfJ tfl1~ml~'H'lJeJtJ~~~f11'jlJ'j~~tJ'Wv ~ ~

"iI , •

f11'jtlii,j~ ~lU'lJeJ~Vlt!m 1'W11-:J3 fli'-:J ~tI~fJlI~VimJI'l~U'W'Wii'~ ~lflf11'j tI 'j~~ijUtili ~fltucvlVi.
nl11'Wfl ifltJf11'jVlfl~Vllfilii (t-test) u~~tTmi1tityVl1~~i)~Vi'j~~lI .05


































































































































































































































































































































































