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~lVfll'j"1JU1Umt95V'~fmmm~ 'Vl'UlflvfI~ ~'ill flb'\1fIfll~ur Of)fll~~lm'liUt~VltlU U~•v 'JI 'J/ I

lJ~m1u'lil~-ffuiJ~~lJ1tu 6 t~tlU '\1~~'illflUU~~U~~utI 2545 ~m'V'lti1'~fj~fi'il'tltl~ttlt95m~'lJ
'jJ 'jJ

m~t~f)~~U lflmQ'V'l1~tfll'\1¥:11~~U U~~'\1mv '1 iJ'j"~t'Vli1'1umt;VfI~lUtltlflb~V~1~ iJ~~flf)'U
• I v I

tl'U~lU1UU m1tl~t'¥ivl'illflV 1~iJ5~fl~t.w'lJ~Umh~~tlt.wfJ~ ~l1 ,r~mum'V'l'tltl~tlfl~l'\1 m~'lJfll'j"..
1JU 1Utm95vmi1Utfltu cvlf1tlU'li'l~~ lflmQ'V'll~t~mill fJu'¥iv'Utl'U1um'lJ~fllU~~VhiJ Utl fl'illflrl'~ .

'j/ 'j/, •

'j"lfll'Wll1u tm~-5f1~lfl Ufl t1Jv1U 'lil~'¥i~lUlJ1f)viU ~~ ~'U1911
'"

'jJ 'jJ
'QJct. 1'31, & Q.I'jJ A QI rI 931.<::1. l'

• fll~U'tI~'tIU'lJUUlLU'lJll'il~~~'tIU'Vl~fllU~mflfltuCV1U~~fll~L'\1'U~fl1~LflmQ'V'll::::~

t~ Vl1JU'j"~'\1il~iJ~~ t'Vli1'~'~lJ fll~ L~'lJml'lJ ~~fll fl~'UlV1Uiu1j~f)'il'ilU1mlt~ V~iu'\1iJ~lJ1flt~.
~u t95Ut~liiJ1'U'~iJ~~lJ1tu 180 f)~i1'1fl1~u'li~~url''il~lJr1~~l1,r~lV'~~f)ml1v (Real

Yield) ~flm
• 'jJ

• mVfll~1JU 'tIUlfl1 '\1qJ'il::::iJ~~~'Un'Ufll~U'li~~UlJ1flU~~U'illfl~lVfll~1JUU'U'U

iJ~~'\15fl (Low Cost Carrier) lflmQ'V'll~1u~'\1f~f)t'lJ~fllU~~VhiJ ~~iJ~~~'Ur1ml'lt1'il1Ufll~~ .
~~flfl N'lflv~l~iJ~~ Lfl'VlUm1tl~t~Vl lflVlJfll'j"flltiJU 1j'j"f)'il1U ~iJu'U'U~t'WU1,rfll'J'U~fll'j"U'U'U

<u <u q <u
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111~'11Vf)hmr't.J'Vll,n~wh~ ~f)iJu iU"l 1f)t1lJ~Ul'JU tll1~1!i1U tll1~ ~11)ltltll11~!fl~el~iJUelcil~

lJ1.hd1'Vlnfll'V'l U~~1~1:'I'UllliJU1el~ (Secondary Airport) ~lJfil1J~tll1~1 U~~ml~1)lmf1f)

m \91tll1u! nel1Ulfttl11111 U1:'I''111~el!ll~ tll ~1f)t11:'1'11~!~U'Vll~!~el tll1 'fi1fl1)1Jl~ri1U 1~l1um1.Jf
q ..s 'U q,

1J~tll11:'1'lt1tll1iJU U1J1J1J1~'11Vf)

• tll1!1Jf)!1:'I'~'Vll~tll1iJU 1)~~l!i1U 11Jri'Vltl.f1iJfllfl1u l~tl 1f)t1il'Vln'Vll~tll1iJu 1)~
'" q '"

tl tl1 ~dJu ,j'elU~m1J~t1ulu tll1! 1)Hl'Vll~tll1fil!~llmtl~U 1:U1Jlmh~!'Vl ft~l~ "l 1)~f)Nmh~ 1t195U
'" ~ '"

!ft1 £j~ fl1)1f) tI11111)1tltll1!1J f)'l.iluVll!1:'I'~mtl ~u tll1!~1l ~~ 1)~Yl1111'1:'I'1tltll1iJtm r1~951~~lJfl1111

. "
1:'I'l1l11tl'Vll~ tll1 U,j ~~u~11J1~1:'1'1J1Ity'111mtl~U

. " "6131 o.<:::lt.. ~ <::.1.A~ f 1 G} ~

• tll1 !951~1J1J1:'I'111:'1'U!'Vlftmf)1!UU~1tl1)1)~1l!'V'l1l'IJUeltll~mtl !f)mQ'V'll~!U tll1GJfel

'lJltlvhu iJU!'Vlel{rQ\91~~1:'I'l1l11tl~f)fi11 ~~ltl~!~U fil'fi1111!f!t111tll1\91mf)~ ~ltl111'~lU'VlU ~l'11tlltl

" " "'t1~ f! 1:'I'1tltll1iJUU1J1J1J1~'11Vf)1Jl~1:'I'ltltll1iJU1J1~1:'I'1Jfl1111dl!11)1U tll1t111~1J1Jf!m 1.Jf 1f)tI'IJltl

1T\9111f)t11:'1'11vhuiJU!'Vlel{!'lj\91~~~eltl~~90 ri1U1:'I'1tltll1iJU~.w'¥i&'Wlh 1J1~mU!tll1111UelUlfl\91
q

"' 'r • '" d'd 1i]!lI "" .J'I
1)~'lJltl1J\911!f)t11:'1'11NlUelU!'Vlel1!U\91!f)mtltl~'11U~ !U1:'I'l1l

• 1:'I'1tltll1iJu 1U1:'I''111:Uel!1l~tllw:'l~t11 nJ V~fl~" eN'11lm\911tll1~f)~U'VlU!~1l!~1l
~ q q

!~ elfl1111t} ~';j uflU~~1:'I'11l11tl U,j~~U tl1J1:'1'1t1tll 1iJUU 1J1J1J1~'11Vf) 1f) t1m \911tll1'11~ tl1)~!~ U tl11 ~f)
'"

" "QI Q.I gI QI 0 QI A .Q.. d 9J
'V'l'WmlU N~\91el1J!!'VlU'V'lUmlU'V'l1elllm~f)tllmtll1N~\91m 1:'I'ltltll11JU!'11mUfl~1)~!UU

1J11J1J~~1fl1 ~1:'I'~1~'lJel~1J~£1'Vlmtltll1~1)~'lJtIlmfl1el,jltltll1iJU!~1l!~1l

1)ltltll11J1~mU!tll1'IJel'l'fiUlfll11~tlfllWh!ft1£j~fl1) 1~tllf)t111111)~'lJtIltl~lm~t1

"~eltl~~ 2.7 dl'1111J1J~lJ1U!tll11)111)1'Vll'lelltllft-UU ft'mfllJ'lJuri ~'Vll'lelltllft1~'1111'l1J1~ !'Vlft

(International Air Transport Association: lATA) fllf)111)~!1)~ty!~1J 1\911f)mQ~t1~eltl~~ 3.8

~eliJ 1Wi1'l 2545-2549 ~'l~ltll1 5 iJ~vhum

U~~1)ltlUU11W'lJ'lJel~el\911:'1'1'11tl1111tll1'IJU ri 'l'Vll'lelltllft1 'Vltl 1J~£1'Vltll1iJU 1'Vltl
q

~ltlf) (ll'11l95U) 1~'V'ltlltl1u!tll1'IJUri~'Vl1~elltllft11 lu1~t1~ 5 iJ'lJel~UNU 2545/46-2549/50

~lU 1U ~1f) t11:'1'11'IJel~'Vltl1:'l'1tltll1iJU ~ !~U'Vll~!,j' l/el eltl1J1~!'Vl1'1'1'Vlt11)~lJe'J\9111tll1! 1)1ill!~ 1J1\911f) tI
'" q u

m~t1 ~eltl~~ 6.8 ~eliJ If)t1~1f)t11:'1'11~!~U'Vll'l1~'1111~1J1~!'Vlft1'Vltltl1J1J1~!'Vlft~1'l"l1U.fJiJfllfl

!el!9ftl U~~1J1~!'Vlft~1'l"l 1U'Vll1J~U"l lJe'J\9111tll1!~1Jl\91~ltl~!fitl'ltlU

~"' 'I "' ,I " .J d "" • 0 '" '"u 1)1)t1flltl !U1~f)1Ju1~ !'Vlftu1~ tll1'11U'l'Vl1)~llN~ tl1~'Vl1J\91eltll1f)1!UU ~1 tl1)'IJel~.. "
1J1£1'Vlclln~el tll1Yi1~1Jl~lJU 1t11Jlm1Jf)!1:'I'~'fi1fl1)tll1iJU 1U 'lJel1J'liltlYitll\~~u 1f)mQ'V'l1~'fi1fl1)

~ q q.. "
tll1iJU 1~'1111~1J1~!'Vlft ri 'l N~111''fi1fl1)tll1iJu 'lJel~1J1~!'Vlft1'Vltl1)~lJtll1 U,j'l~U.yhYi1l1:'l''l~U

q '"

(UNU11:'1'1'11fl1)'lJel'l1J1£1'Vltll1iJu1'Vltl ~ltlf) (lJ'11195U)iJ 2545/46-2549/50 2545: 17)
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fi';WU~~(Jfl'lmhl,j'l'l~lJ u~'l1'Vlfll'j1JlJi'Vl(J ~lnfl (lJ11l'iflJ) ~'ltUWYl(Jf)TJ1JlJ

m1'l'ifl~ U~~tUWYl(Jfll'j1Jwl1lJih 1Uf)fifllflteHC}f(J~~lwHlmQ(J'l1~ ~'l~ eJ'ld 'lb1'r1'lfll1lJ
'U

b1'llJl'jo1lJt95'lU'li'l.;rlJ'lJeJ'leJ'lAm tvieJ1f)fJl~lui111'l1lJ fll'j u'li'l.;rlJU~~9fl'l9f'lmllJ ifi'tm (JU1lJ
Q • Q.I , w ~

t9f'lU'lJ'l'lJlJeJt:Jl'l(J'l(JlJ

ffli11UNftmn1lJ1l1lJ~tlllJUflmm1lJu~'l1'Vl fll'j1JlJi'Vl(J ~lnfl (lJi11'iflJ) ifi'iM'
'U •• ,

fll1lJb1'lJ1~~m11,j'eJ fll'j1 ~(J "fll1lJ~flt{flJ 'lJeJ'l'V'lUf)'lllJU~'l1'Vl fll'j1JlJ i 'Vl(J~lnfl (lJi119flJ) ~eJ

U~~(J~ri 'lN~~eJmllJb1'llJl'j o1lJ fll'JU 'li'l.;rlJ'lJeJ'leJ'lAm mWftf)£ll: 'V'IUf)'lllJ'j~flUU~i11'j 1lJ

i1111(J'lllJi-h(J9fl'l" tvieJ~eJ'lfll'j'Vl'jlui11lJmllJ~flt{flJ'lJeJ'l'V'lU f)'lllJ'j~~UU~11l'j iiu ~~(JeJ~i 'j

~l'l~ri 'l~m~eJmllJb1'llJl'jo1lJ fll'j U'li'l.;rlJ ~'l ~~ih i 11rifl 11lJ ifi'tm(Ju 1lJt9f'lu'li'l.;rlJU~~N~fll'j
'U

" <jJ 'j/

~ltUlJ fll'jY1~ 'li'eJlJ~Y1ifi' ~lf)fll'j ftf)£Ilfl 1'lUb1'llJl'joih i 111~fhi1lJflUlJ l'Vll'lU~~ f)~(J'Vl1it95'l'U ,
'JI

U'li'l.;rlJ'lJeJ'lb1'l(Jfll'j1JlJi 'Vl(J1lJfll'j~ltUlJ 'fi'jf)~fll'j1Jml'l1lJ'j~fluilfifllfl U~~'j~flU 1~f) ifi'
, 'U

'JI 'JI •

1fI'j 'lfll'j 1 ~(J95lJU t.wmilJ11lf!h~eJ'lJ'lJeJ'lUtyi11~If)'l11,j'eJfll'j 1 ~(J,j'l'l~ lJ 1flt:Jflli1lJfl

1.1 tvieJftf)fJlmllJ~fl t{flJ 'lJeJ'l'V'lUf)'lllJ 'j~~UU~i11'j i-h(J9fl'l~DU~~(J~ri 'lN~~eJmllJ

b1'llJl'j01lJfll'jtt'li'l.;rlJ'lJD'lU~'l1'Vl fll'j1JlJ i'Vl(J ~lnfl (lJ11l'iflJ)

1.2 tvieJftf)fJl~'lU ~~(J~iiN~~eJmllJ~flt{flJ 'lJeJ'l'V'lUf)'lllJ'j~~UU~11l J ~l(J9fl'l~D

U~~(J~ri 'lN~~eJfll1lJb1'llJl'j 01lJ fll'j U'li'l.;rlJ'lJeJ'lU~'l1'Vlfll'j1JlJ i 'Vl(J~ltlfl (lJ11l'iflJ)

1.3 tvieJftf)fJl'j lU'jllJ 'li'eJtb1'lJeJUlJ~ 'lJeJ'l'V'lUf)'lllJ 'j~ flUU~i11'j ~l(J9fl'l ~eJU~~(J~ri'l N(l

~eJfll1lJb1'llJl'j 01lJ fll'j U'li'l.;rlJ'lJeJ'lU~'l1'Vlfll'j1JlJ i 'Vl(J~lnfl (lJ11l'iflJ)

"'" "'" OJ3. fl"H)'lJUh!1f1~f)l11'ilU

• I 'j/ 'j/ I I

1lJ fll'j ftf)£llt1eJ'lY1Yllfll'j1~(Jfl1'lU 1fl(Jfll'j ~'.id~b1'eJumf)b1'l'jY1tfi(Jl,j'eJ'lnU'Vlt]£l~

U~~'lllJ1~(J~1'l "l ~ftf)fJlihlJltlllJ meJuUlJl~fl1lJ fll'j1~(J U~~tlli1lJfl~lU11'j~1 ~1lJ fll'jftf)£ll
'JI 'JI•.. '"

fI'j'llJ
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3.1 ~1mhBff)~ fiel U'il~CJ~hWri1'WUflTHli~uri !'WffellCJ )~~Utll)ffmn )~~U.
U~111) )~ CJ~nmtll)Yil~lU U(l~11'111CJ~lU~-&~ ti~ ~nfl'l'1~'W(ltiuml]JAml1U ~elU 'il~CJ~ri~N(l

~elfl11]Jmm)tllutll) U~~~U'tIel~el~8m

3.2 ~1mh~1]J fiel ml]J~~!r1U~elU'il~CJ~ri~N(l~elml]Jfflm)tllutll)U~~~U'tIel~

1. l'YlfY

2. eJ1V,
'" ."3. 'j~fl1Jf)nfYf)lJl

4. 'j~~1J1J~ltn

5. mV-:llU.
6. lttA'JV-:llUiiff-:lt1fl

rrn:lJfifllilufieJUll ~v~if 'If-H.'!fieJfI'Jl:lJtYl:lJUtl

iufll'jll.u-:l'11U'\JeJ-:leJ'1ftm

1. Ull~VfmUleJ-:lftm

2. Ull~mnnNll~Uli-:lf)l>W'Vl1i,

3. Ull~VfllnJ-:lI'W'U1.1f)f{lll1.1~~mfl. '"
4. Ull~Vf)U1fl1Iml~'Il1l1.1~~flf)UfI'Jl:lJ~

'"

6. Ull~Vf)U~flfll'jm~mUfll'j

7. Ull~Vfllm~lt1'jf)m~Ull1.1~fi'U'VlU.
.

f1l'Vil1 1.1 fllfl1JU'U1R~fll11~t1

h.jtll'Jfffllmtel~ "ml]J~~!MU'tIel~'WUmlUU~lJ'I'1 tll'Juui'l'1CJ ~lti~ (]J111"b'U)~el

U'il~CJ~ri~N(l~elfl11]Jfflm'Jtllutll'Ju~~~U'tIel~el~8m mWftmn: 'WUmlU)~~UU~111'J lu
ml1CJ~lU v.hCJ'ih~" 1~CJ~'J1'ilffelUmflffl'J~!~CJ1'li'el~tiU'I'1fl£jaU(l~~lU1 ~CJ~l~'1 ~fffl£J1'il~Yil

~ t:I QJQ.JtI '~QJ' dlll)'JJ' Q.J 4
tll'J1!fl'Jl~l1ml]Jff]J'WU1i'J~1111~lJ'il'ilCJff1UUflfl[l Cjf~ I~Ufl !'WffellCJ )~~Utll)fffl£J1 'J~CJ~..
nmfll'J'vh~lU 'J~~UU~l11'J 11'111CJ~lU~-&~n~ nuu 'il~CJ~ri~Nbl~elfl11]Jmm'Jtll U tll'JU .u~~U

'tIel~el~8m 1~CJ1~tll'J'I'1~ffelUff]J]J~~lUUUU t-tcst U(l~ F-test
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"
~ltl'l11~tl1~tI 1~flltll'j1~tll~ltIf)111'U~'UtllJb'U~'\HJ~tll'j1~tIf1~~tll1Ji1

. " "
5.1 'lI81J1'lIVlvll'U1.h::::'111fl'J1J'j~'11lmYilii'Utll'j fftlfnfl1 ~i11i~I'I~'tH~'Y'll~'Y'lirtl~l'U,

" " ~
lJ111l'j~~U~'j~~lJ~'U~'Ul1Jmtll'Uml1t1~1'Ur:htl'1fl~lJ1r'r'VItlwu'Ul'V1t1~ltl~ (lJl119f'U)Cjf~

1lJN~9ftllJ~1'UlJ111l'j'Utl~Nlt1tll'jOJitllJJJl'j ~tlltllfl'tI1'U ~~"j 1lJ~~tl1Jmru ~A~~~tllJtll tllfl'tll'U
q q

!lfI~bfl~tl~tI'Ul91bm~N1tI'ITirlJff'U'Utll'jOJitllJJJ1H~1'U1'U264 fl'U 1~tll~milJ~1tlrjl~ 160 fl'U
,q q

5.2 'lI81JI'lIVlvll'UI~8'H1tll'jfftlEl1fl#~.nb~'Um'jfftlEl1mllJfl~b,1'U'Utl~'Y'lirml'U 'j~~lJ

lJ1111'jNlt1'1fl~~tl1l~~tI~ri~NfI~tlmllJfflm'jtll'Utllm~~'Il'U'Utl~lJ1rr'VI tlWU'U1'VIti~ltl~

(lJl119f'U)!lfI~1I~~tI~ija'VIn'Y'lfl~tlfl1llJfl~b,1'Ul~tI~lu'U tl~llJ~1!1thaff'j~ fitl 11~~tI~1'Uri1'U

lJflflfl tllJ~1!11J'j~llJ fitl 'j~f1lJfl1llJfl~b,1'U~tl1l~~tI~ri~NfI~tlmllJfflm'jtll 'Utll'j!l ~~'Il'W
q

ri1'U'UtllJb'U~'Utl~1I~~tI~ri~NfI~tlmllJfflm'jtll'Utll'ju~~'Il'U 1J'j~tltllJ~1t17 1I~~tI l~wi

11'il~tltll"ji.Jltl~rl m 11'il~tltll'j1l~UN'Wb95~tlfltl'Vl1r11~~tltll'j1i~bi!'Wf1tl~l!1f1~~fI1~ 11'il~tltll'j1~
, q ~

1bfl'jl~ MUfI~~~tll'jfl11lJ~ 11'il~tlfl1'j1i~bt!'W'VI1'Y'ltllmlJ'WWJ11'il~tlfl1'j~~tll'j m~lJ1'Wtll'j UfI~~, ,

"5.3 'lI81JI'lIflvll'Ul::::fJ::::rnn tlWY11tll'j1~tll~'j~ tI~nfl1tll'j ¢llbU'W~1'Wtll'j 1~tI~~u~

"" OJ J6. lmn'ffffl'l!'U'Vfl::::

.. "
rhUtlllJYil ~fftlmllJl1mtl~llJ lflHtll'j1 ~tli1
6.1 tllTU'W1'VItil1mtl~~ lJ1r'r'VItll'jU'U 1'VIti~ltl~ (lJl119f'U)t~'Uffltltll'ju'Umi~

(lJl1l9f'U)

6.3 fl1llJfl~t,1'W l1mtl~~ tll"j Uff~~tltltl'Utl~'Y'lirml'U 'j~f1lJlJ1111"jl'Uml1t1~1'WNltl

•• 'I '" "" :lJ <l '" • 'I • ~ ~ 1i):lJ , ..,; 0'

9fl~U~f1~lJflflfl~'Utll"j'Y'l'ill'jrultl~'Utlt'VI~~Htltll~~~tltll~l1'U~ Cjf~ ~~Utl ff~'Utl~ fftll'Utll'jru,
~t ~ aI:::r ~ I ~ d 1.Jt ~ oJ

t'11~tll"jru~l~ '1 !lfI~ tl'W'1 l1'jtlblJ'Utll'j1J'j~ tlJ'Uflltll'j ff11Jb'Y'ltlfl~fl11lJbl1'U~m'jtl~ l~b'j tl~l1'U~

~ tI 4Q1' ~
6.4 fl1llJff1m"jtl'Y'lbfl'1J'Utl~tl~flm(Competency) l1mtltl~ 'VIfl1J~~l~'1 'Utl~tl~flm

~tl~rlm fflm'j tlflll ~~tlrjl~t~ iJ'Ub'dtl~m'illtltll'j Nffl'W'VI1'Y'ltllm'Utl~tl~rltlmi'11l1t1tl'UmllJ
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~ .
'ff1lJl1f1U en 'il'il~ LU'W'fi1l'lJ'ff1JJ11 fll 'Wf111'lJ1f11n'1 f1~1 m1JJ'ff1lJl1f11'W f111 f-.lil~Yhn 'lflruill'YHn'l~~ .
11~H~1 m1JJ'fflJJ11f11'Wf1111l~'lJA1~(J'fffll'Wf111ru'1~~ 'fi11JJ'ffllJl1f11'Wf111~(J'lJ'ff'W(J'lj;jf1fl'1 '1~~

'Vlmllu'lJ'lJ Uj;j~m1JJ'ff1lJl1 flg'W~LU'W1l1~ 1tJGJl'u~B(J'lAm ~'l(J'lA m 1~1 'Wf111Lll~tJ'W'1llrim1JJ. ~ ~

'ff1JJ11f11w9f'lu~'l'l1'W 1f1tJiif-.lj;j~(Jf111 '1~LmtJ'lJL9f'lU~'l'l1'W illtJl'W(J'lAml1t1'l(J1'il'il~LU'W '11l'1~~

'il~ii'fi11JJ 'fflJJ11 fI LL 'lJ'lJ~ 11ti'lJlf1 f111l1t1 'l Uj;j~ fi1111f1'fi11JJ'ff1lJl1 fI~ f1ri l1JJ 1U~ 1ti'LU'Wf111JJ

(l.I rI ct ~ <d. ?f.<::::lo 1 ~ 1 C)J .oJ ~ '" Q,I

'ff1lJl1m~f1'lJ'ff'l'fffl 'U(J'l(J'l flm fl(J fIlJJ'fi11JJLlJ 'Wmfl' 'Wfl1'W f1f11'W11'W'lm'W(Jf111fl U'U'l'U'W 'il~~ . ~. ~
{1tJf1ff'lU'W11LU'W "fl11JJ'ff1lJl1f1VlLfl'£J11~ f1'U(J'l(J'lAm" (Core Competency). ~

6.5 f111U~'l'l1'W l1lJltJG'l f111Yiiif111LmtJmVitJ'lJ1~1111'l(J'lAmLflfl~'W 1f1tJii

Q.f rI t:l:i ~ ~ d d 31Q.1 ~ ..J 1 ..:::..QI ?f Q.I 9J rI
11j;jmf1ru CVl111(Jf1~ f11mfl'U'WUj;j~JJ f-.I~f1'ff'W G)f'l 'W'Ii1 f1'ilJJf1'il~LlJ'W~1j;jf1fl1 'Vlf1(J'lfl f11'il~'VW1tJ1JJcu q ClJ q

~ lJf~"~ 1~"" .J 0 lJf~ "1 1~' ;' "> "1 1~
'ff11'lm1JJ tflLu1tJ'lJ l1f1'lJ~'Wm'l G)f'l'Vll tfl'ff(J'l'Vl1'lfl(J GJl''lf(J'lm1'UB'lf1~f11 111(J GJl'm1JJ'ff1JJ11f1

~ UVI 'il1 'l f111'ff11'lm1JJ '1~LmtJ'lJ'Vl1'lf111 U~'l'l1'W~t'lV'WA(J f111'ff11'lm1JJ'ffllJl1 fll M~mU(Jf111

6.6 1] 'il<UtJ~'ff11'lm1JJ'ff1lJl1f11'Wf111U~'l'l1'W l1JJ1tJG'l 1]'il<UtJ~LU'Wm~~(Jf111'ff11'l.. ~ ~
fl11JJrl'lL~ 'ill 'Wf111U~'l'l1'W'U(J'lf1riJJ1l1~'lf1mYiYl1f111ftf1£J1l 'Wf1111<UtJfl~'lU LWf1U 'il<UtJ(J(Jmu'W 7.

<jJ ~ ~ QI 0 rI ~ Q.I .4 rI ~ QI ,gJ 'jJ

f11'W fl(J u'il'iltJf111'W1(J'l'flm u'il'iltJf11111'lUf-.I'WL'lf'lf1M'Vl'li u'il'iltJf111JJ'lL'W'Wj;jf1fllUj;j~~mfl.. ~

1] 'il<UtJf11T1f11Lfl'51~MU~~ <Uflf111m1JJ1 U'il<UtJf111J,j'ln!'W'Vl~'WtJ1m'lJflflj;j ih<UtJf111<Uflf111~ ..
~ Q.I 91 • 4 Q.I.cS 0

6.7 U'il'iltJfl1'W'ff1'W1Jflflj;j l1JJ1tJfI'l L'Wfl' m~ 1~f1'lJf111~f1£J1 1~tJ~nmf111'Vll'l1'W

1~~'lJ'lJ11111 ml1tJ'l1'W~ir'l tlfl'U(J'lf1riJJ1l1~ 'lf1m~Yl1f111ftf1£J11 'Wflf'lti' ~'lri 'l f-.lj;j~(Jfl11JJ.
.<::::lo ~ d. I Q.I

flflm'W'VlU~ f1~1'l f1'W

; ~ ">"" ; ~ ">"" "1; ~ '"
6.8 tfl1'l'ff11'l'lJ1£J'Vl (Corporate Structure) tflH'ff11'l'lJ1£J'Vl111(J tfl1'l'ff11'l(J'lflm

~(Jf111<Ufl1~ dJtJuw~ m1JJirJJ~'W 1l'\J(J'l'WUf1'l1'WB~1'lLU'W'Vll'lf111 U'fffl'll ML11'WG'lf11111JJf1riJJ.
'l1'W fl11JJirJJ~'W 1l'Vll'liJ1'W1'ill1U 1~ f111'1l1m1tJ'W'U(J'l'l1'WUj;j~ f111~f1~(J~(J'ff11 illtJl 'W'U(J'l'lJ1ir'Vl

~ .
iT m'1 tJf11fl1 'l 'ff11'l'lJ1ir'Vl 1411 "'ff1tJf1111J'lrl'lJ1JUJ'lf1" 1f1tJ111'1111flH'ff11'l'lJ11J'Vl 'il~flf1u'fffl'll 11

u ~

L l1'WLU'Will'WilltJ 1'WUf-.I'WillJ(J'lr1m~
Q.I rI ~ d.

6.9 11PlJ'W'li11JJ'U(J'l(J'lflm (Corporate Culture) l1lJltJfI'l U'lJ'lJUf-.I'Wm1JJL'lf(J fl11JJ
Q.I ,'JI,

fllfl111'l Ln'l~~ l'UtJJJ1 1JJtl'W'U(J'l1JfIfI j;jilltJ 1'W'lJ1ir'Vl 1fI tJ111'111'il~1l11f1 Q~'WlJlLU 'W'lJnl1f1i 1'WYi. ~
~ .ct QI Q.I QI .91..:::.. Q.I ~ QI Q.I'

1~1J'Wt]~m 1JJ'VltJ(JJJ1'lJ f1W(J 'l 1JfI fl j;j~'l U~ f:;j'lJ111111~f1'lJ~ 'l j;j'llJl 'il'WfI'l'W 'Wf1'l1'W1~ f1'lJm'l b!f1
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~Q.I QI ~ ~ Q.J rI rI.::::t
6.10 l~l'J'Vlft'U (Vision) '\1lJ1l'JfI-3.fl1'W'IIeJ-3U'Vl1Jl'VlU(l~l~fltJj~~-3fl6\Hl-3eJ-3flm'Vl

q

" "jlUjl:lJleJlfil'wmJ ml:lJ1,j-3'\11-3 U(l~!1Jl'\1lJ1l'J'IIeJ-3eJ-3rlm!~l~ll'JtlU !m~~-3tJ~UU.wUi11U'lleJ-3
q ••• ~

ml:lJ !1J141tJ 1~'illf1~fI1U O1jru 'IIeJ-3~.fl1'WU1~~eJ:lJU(l~O1j!! ~-3~U 1uti 'il~UU
..:::), .c2 0 if GJ gI 'j/ Q.J

6.11 .fl1jf1'il (Mission Statement) '\1lJ1l'Jm O1j01'\1U~tJ-3flm b'\1~tJ~fl(leJ-3f1U

• "l '" ~"l ~ , ~. '" 9fJUlfll (Value) '\1jtJml:lJm~'\11-3 (Expectation) 'illf1rjfleJl!Ullmj'il~!1JueJl'J1-3 bj !m~ ~U'IIUl~

!~l'JltlU n~tJ~rl~eJ-3tlU1iYl'J'I1ft'U 'IIeJ-3eJ-3rlm~tll'\1U~ '1~!'ifutlU
<I dJ d 9 ~ d. <I 11).1 '

6.12 f1(l~'Vl1i(Strategy) '\1lJ1l'JfI-3 !!Ul'Vll-3'Vl!!~~-3~'\1!'\1UlltJ-3flm'il~ blJqrlll:lJ

ffl!~'il~l:lJ1iYl'J'I1ft'U~tll'\1U~ 1~i~tJ~1-3 h (How) .fl1l'Jluj~l'J~nmulu!'vh'l~..
dJ "l "l "'9!l!9' .1 "" '" '" <I6.13 Balanced Scorecard '\1lJ1l'JfI-3!f1'JeJ-3:lJeJ'Vlb'Il'bU01jfl1l'J'VleJ~Hm~UlJ(ln~l'J'Vlft'u

" .
(l-3itJ~!1Jl'\11J1l'J1Uj~~1JI9il-3"1 'ilU~-301jtJBU~-31U jl:lJVI-3'l'l5!rl1eJ-3ijeJlu01jmufJ:lJU(l~

"~~~l:lJ~H101jfll!.wU O1j'Vll-31ijn 'illU'Vlf1~U~ tJU
q q

dJ ~ d", ~ • 9 n I
6.14 mj~U!'Vlft' (Information) '\1lJ1l'JfI-3'IIeJ~(l'Vlb~mUm~U1U01j bU01jlJj~:lJl(l

~m !m~flf1~~ hrmj1ujtJ~iiml:lJ'\1lJ1l'JU(l~!1JutJj~ ll'J'ifU~tJ01jih itJ1'151U01j~~iYu l'il'lltJ-3.........

6.15 j~UUlJ1~ji11U ISO 9000 '\1lJ1r!~-3 j~uu~'ifll'J1U01jtJj~tlUflUl.fl1'W'IItJ-3
~ q. " .

iYUril!!(l~U5 O1j l~l'J1,j-3!.wuYim~ulu O1j Lm~ ~U ~tJU O1jY1l-31Uyh1JUlJ1~ji11U
q ~

6.16 j~UUlJ1~jjpU ISO 14000 '\1lJ1l'JO-3j~uu~'ifll'J1U01j~~01jtlUj~UU. "
iY-3Ul~~eJ:lJVI-3.fl1l'J1U!m~U5 nUl l~l'JjtJutJ-3rlm

dl Q.I ~ ~ rI 4
6.17 j~UU TQM '\1lJ1l'JfI-3 j~UU01j'il~01jfJUl.fl1'W'VllmtJ-3rlm 9f-3tJ1'il'il~tJj~m)u

91 '..:::t, 91 4d.~91
~ll'Jj~UUl'JeJl'J"1 eJf1lJ1f1lJ1l'J !"b'U j~UU 5~ j~uu'IItJmutJ!!U~ j~Uum9f nJU~U.

Q.I 4 Q.I 4 Q.I 0"4 .c::t 0

6.18 'Vlj'Wl'Jlf1'J'IIeJ-3UHm (Corporate Resources) '\1lJ1l'JfI-3'Vlj'Wl'J~U'Vl~llJ1jflUl

, 1~"" '"~:lJlf1tJ mf1~jll'J t~

7.1 Y1llM'VljlUml:lJ~~!l1U'IIeJ-3'WU f1-31Uj~~UU5'\11ji-hl'J'if1-3~eJtI 'il~l'J~ri-3~m~eJ

ml:lJ~llJ1jfl 'lU01j!!~-3~U'IIeJ-3U511'Vl O1j1JUi'Vll'J ~ltl~ (:lJ'\11'ifU)

7.2 Y1l1M'VljlUtI 'il~l'J~iiil'Vl~'W(l~tJrlll:lJ~ml1U l~l'J~l!!U f1~l:lJ~lUtJjil~j~AeJ

tI 'il~l'J~lUrilU1Jrlrl(l tlU~l!!tJj~l:lJ AeJ j~f1Urlll:lJ~~!l1U~tJtI 'il~l'J~ri-3P-1(l~eJml:lJmlJ1jfllu

O1m~-3~U
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7.3 vh 1rr'YI111JfJ~fhJ1~ tlfJ1J'lJfJ~iJ'j] ~t1~ri ~rHWifJml'jJ~lmHll 'Wl9f~H~~'li'W'lJfJ~

1J1'!J'YItl111J'Wt 'YIEJ~1tl~ (1J111'11'W)

7.4 ~lm1 m41N(j tl11 ffmn l1hh~ t1ml1~1 rrd~I'Wu1~lt1'11u1'Wtl11 nTl1'W~tl(jtl'YIlil 'W..
tl11U~~'li'W'lJfJ~1J1'!J'YItl111J'Wt'YItl ~ltl~ (1J111'11'W)



,
'"'U 'Yl 'YI 2

. "hJ f)1'j ftflId 1f)1'jl ~tIb1D,rW "f1111J~flb~'W"lD·rV'l't!fI-:m"\'U~'l1'V1f1WU'W1'VIti ~ltlfl

(1Jrn'15'W)~D1:llI~tI~ri 'H·m~Df1111Jfl'11Jl'jtl1'Wf)1'ju~~<iT'W"lD~D~flm mWflflIdl: 'Y'll!ml'W'jg::~1J

"1J~'\11'j1'Wml1t1~1'Wi-htl'lhr lf11 i'mD1Ju'W1~fl H~g::'VIqId~1 'Wf)1'j 1h g::f1D'Uf)1'j ftflm~~i1

~ dd.d 91 Q.J ~ d
1. U'W1ml1Jf1fl U~g::'VIqIdfJ'VIbfltl1"l D~f11Jf1111Jf1fl b'\1'W

2. bb'W1ml1J~fl H~g::'VIqId~~b~tI1,rD~tl1J1:lll~tI~ri ~~~~Dml1Jfl'l1Jl'j tl1 'Wf)1'j H~~<iT'W

. ,
~ ~~ e:t lJ,I QJ A. a

1. H'W1fl11lJfl~ Htl ~'Vltll:J.t)'YHfltl1 'Uel~fll.Jfl11lJfWH 'l1'W

.
~ .c::t Q.J J::). ~

1.1 fl11lJt'imtlU~~bt'U1fl11lJflvUf)t11f)'Ufl11lJflvUt'i'U

Webster (~1~ti.:.J1'WeJ'15fJl'VI'j~.w~~U 2542: 6) 1,rfh~ltlflf1111J"lD~f1111J~fl
•• 11 v ,

b~'Wl1 b1J'Wf1111Jb95Dll~hjl~~~D~1J'Wf1111Juil'WD'W'\11Df1111JfeJ'WUYl1l~~ H~ ~~D~Yi~~ 111 f1111J

~flb~'Wbb(lg::f)1'j~~f1111J~flb~'W"lD~H~~~1Jf1f1~~b~'Wl1illll~ b1JU1l~~ '\11Dillllg::~'j ~~l1J~~flll•
Shaw U~g:: Wright (~1~ti~1'W eJ'15fJl'VI'j~.w~~U 2542: 6) mh111 f1Jl1J~fl

b~ub1J'Wf)1'jHfl'fl~DD f1~~f)1'j~fl aU 11l1hg::biJ'Wf11'\11m1fiug::b~tI1tl1Jb~D~'\1i1~b~D~1fllfltlbu'Y'l1~

ml1J~flb~U~D1J l~e'VI n'Y'l~1l1f1'VlfiUf1~

CJleSCit Cl.Cl. d'QJ Cl. G)jJ • ..:..d
Kolasa (Dl~m ~'W~fl''j'W'VI'j "l'W1ig::'VI1J2544: 8) ~'\1ml1J'\11Jltl11f1111Jf1flb'\1'W

~I • 'I ••.•"'''' ~'jId'" ''I' d1".~
blJ'Wf)1'j bbfl'fl~DDfl"lD~U~~~1Jf1f1~ ~'WDU'VI1l~'Y'l1l1'jrulm"lDb'VIllllHeltll~ ~fleltll~'\1U~ '\1'jmu'W f)1'j,

1.h~biJ'W~~~~1fl~ ~'\1i1~1l1flfl'm'W f)1'jW~ ~U1fl~el1J~1~"l '\11elb1J'Wf)1'jmml1Jb~'W "lel~'l.Jf1f1~

dI 'I 'jI d '"
'\1'W~~'W"lelb'VIlIlI'j~

01 'jI ~ 'I "'''' 0' •••• '" • lJ]'jI'
lJ'j~f1el~ m'jru~~'j (Dl~tl~ ~'W~fl''j'W'VI'j "l'W1i~'VI1J2544: 9) flm1 !111

ml1J~m~U (tel1~11b1J'Wf)1'j Ufl'fl~elelfl'VI1~~1'W'Vlfi'Wf1~el~1~'\1i1~U~f)1'j Ufl'fl~ml1J~fl b~'Wt!u

iJ'flljDl'j 1JWb1J'Wri1'W1J'j ~flel1JU~~ b1J'Wri1'W~'Y'l~el1J1lg::ljlJ Bn~tIlbu 'vng::el~1~~elfl'm'W f)1'j Wflltl

'Welfl
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~ tJJ rjJ lrJ tJ) • .q, d ~ ~
~1f)'f111lJ'\1lJ1fJ'Vl~'\1lJ~'tI1~~'Wll~1:Y':i1lb~11 fl11lJfl~H'\1'W flt:HlJ'Wf11':iU1:Yf)~BBf)

q

O~l1f1'Wfl~'tIB~U~"~1Jflfl" l1f)ijB1':ilJWk~'Wd1'W1l':i~f)B1Jl'Wu'W~~~ii~l':iUnO~~eHY1~~1~Bci1~1~
q

• d. A"I A d"l' d d '" d ,~",d., "I
mJ1~'\1'W~~B k':ifl~b~mB~'\1'W~b'W"ln~nm'\1'W~ GJf~fl11lJflf)m'W~BlJ ~~fJ'Vl1:Y~vm~B'f111lJ1:Y1lJ1HIb'W

f11':ikk~~'ll'W'tIB~B~rlm 1l':i~f)fl1J~1fJ 1]~~fJf)wihB~rlm 1]~~fJf11':i11~UN'Wk~~f)"~'Vl1l1]~~fJf11':i
I <jI 'JJ ~ Q,I Q.I.<::!to cI Q,I tJJ ~ QI I 9J QI cI

~~k'W'W~f)fl1U"~~m~ lJ~~fJf11':i1~ 1km1~'\1 U"~~f)f11':ifl11lJ'l lJ~~fJf11':i~~k'W'W'Vl':i'YW1mlJlfl'W

1]~~fJf11':i~~f11':im~1J1'Wf11':i u,,~1]~~fJf11nJ1'\11':if11':i k~'Wkm~A''W'Vl'W
q.

1.2 ih)~[Jnijijnii'W~vlufl11lJAv1!'th'\
'" d •• A "I A d"l' d llJq:f11':iU1:Yf)~'f111lJflf)m'W'tItI~U~"~1Jflfl"~tlk':ifl~ bf)k':ifl~'\1'W~b'W'ln~nm'\1'W~ b•..•

q

:v 'j) 'JJ 'j)

~lkiJ'WA'tI~m{jtl'Wn'W'\1~flfl~lfJfl~~n'Wk1:YlJtllll l1~U ~'Wmjn1J1] ~~fJ.yt'W~l'W'tItI~U~"~1Jflfl"
" •• q

1]~~fJ~'W~1'Wk'\1ri1tfl~ijvrk1:Y'WBU'W1Af)~~1:Y1lJ1':i()1:Y':i1l1~~~tf
•• " q

Q,I Q d , .q,

f)1Jfl11lJ fl f)m'W11 kf)f)m f)

1. ll':i~1:Y1Jf11':iW~':i~~lJflfl"ij~tI~~'tItI~ lJflfl" '\1~flW~ kttl~':i11~1~ "l

1:Ym'Wf11':iW~1f)f11':il~'WUl1'W f11':i1~'W l~~~ l~kl1'W':illil1fJ '\1~tle:i1'W~lmnl-:Ji1'fl km~
"

1l':i~1:Y1Jf11':iW'VlWO'BlJIf)fJ lli l~'W1Jkl1'W~1-:J .
2. d~1J1JfiTWtl1JU~~ fllj ~~ffUfilUtllJ tU()~lijlflflci1J~UU~"~ f1ri1Jijd~iJ1Jfil

q q

'"f)'W

~lf)U'W1'f111lJAf)~1~~'W1:Y':i1l1~i1 ll':i~1:Y1Jf11':iW'tIfl~U~"~1Jflfl" ':i~1Jmi1UfJlJ
q q

"U"~f11':i~ f)iYml1UfJlJ 'tItI-:Jf)~lJ ij N" ~fl'f111lJ~f)k 11'W'tIfl~'l..Jflfl" 1'Wf)~lJl:r '.!

1.3 nt)il ~ !~[J1n11fll 'i!t1~[J'\.H!'lJ~ -:Jfl11lJAv1!'H'W

Traindis (~l~o-:Jl'W el"l5~l 'Vl':i~iivrnJ1.r2542: 11) f)ri11i1 'f111lJ~f)kl1'W'tIB-:J

1Jflfl"1:Y1lJ1':imll~fJ'Wull,,~ 1~1f) fJ
q

Q,I <JJ9J 9 • ~ ~
1. f11n1J':i'tltllJ" b'\1lJ~lf)1Jflfl"'\1':i tl1:Ymn,,"I5'W

"" q

2. f11':il~-r1J1l':i~1:Y1Jf11':iW~':i-:J~1fJ\9l'Wm~

3. f11':itJf)1T~fi1J1,rlla1T~\9l1lJ If)fJllik~lJl ~ '\1~fl\9lHn1J'f111lJf~m4f)Af)

"Mcquire (~l-:Jo~l'W U"l5~l 'Vl':i~iivrl'Jn.r 2542: 11) 1~fln1J1fJ'll'W\9ltl'W'tItI~'tI1J1'W
. ""

f11':ikll~fJ'Wull"-:J11f1'Wfl~km~'f111lJ~f)kl1'Wi1 1l':i~f)fl1J~1fJ'll'W\9lfl'W~1~"l 5 'll'W\9lfl'WAtl

1. f11':ildl~ f11':il'11'fl11lJ1:Y'Wl~~tI~~~1~"l
'JJ "I llJ 'JJ'" 'JJ d 'JJ '" 'JJ

2. f11':ik'tl1b~ f11':ibf)':i1J'tItI'lq!"'VltJf)\9ltl-:Jkm~kf)f)'f111lJ'l
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4. tll'H~1JLmH tll'H~mrell.![l fll1'lli' ml'llL~11'il LL[l~ml'lli'~mmH

5. tll1"m~yh L1J'Utll1"LLt1'fl~'V'lq~m1"'lItltltllJ11 li'1J1"ltlU LLfhn1il1"U!Glf\..!

~ ~tll1"L1J~t1'ULL1J[l~ '\Jtl~Ylfl''Ufl ~ 'il~Lnfl~'Uf'l11J'Vltl ~ 'U~tl 'U ril'U tll1" L1J~t1'ULL1J[l~
q

'j/ v , ,

ml'llflflL,1'U 'il~Lnfl~'U1'U'\J'U~tl'U'¥i1-4 'illmL'Ulflfl'\Jtl~ Traindis LL[l~ Mcquire '¥imhllJ1'il~
.. "

L,1'Uil titl'UYi 'il~Lnfltll1" L1J~t1'ULL1J[l~ml'llflflL,1'UU'U'i1~iJtll1"1~11J~tl'll[l hllh11tl<Ullt1'11"
'U

4. <JJ d dt C:t A •
1'\1li "l C}f~'\Jllt1'l1"'\Jtl\![l'Utll'illJ1'illtl'lJflfl[ltl'U'\11"tlt1'tl'lll[l"lf'Um~ "l u'Um~

1~H'lj~ml'llflflL,1'Utltlm1J'U 31J1"~lfl'Vlfltl

1. fll1'll~flL,1'UL95~1Jltlt1'fl[l1Jt1'fl L1J'Uml'll~flL'I1'U~ Lnfl 'i11tltll1"L~t1'U~LL[l~
q q 'U

1J1"~t1'1Jtll1"ur~~t1'llJ1H''Vl1"l1JYlfl''Vll~1~ Ylfl''Yll~1Jltlt1'fl 1~LLti fll1'll1 tl'i1'U'\1[l~1J"lflYlfl''Vll~[l'lJ
q 'U

t1'fl 1~LLti 1~Lntl'i1lJ1tl ml'll~m,1'Uu"1"'Um ~ L1J~t1'ULL1J[l~1~tI1tl
q q

~ d 9J 'jJ d. .Cl. I d ~J IQ.I 9J
2. fll1'llflflL'\1'U'i11tlmlm ml'llL'\Jll 'i1 tll1"'lIml'llflfl~tlt1' ~'\1'U~'\J'Utltltl1Jfll1m

'U 'U 'U

I ,'JI I

fll1'llL~11 'i1'¥iiJl9itlir~U'UL~'U fll1'll~ml'llL~11 'i11'U'Yll~Yi~1~LLti "lftl1J t1tl'll11J L'I1m~lt1 ml'll~'U 'U

'JJ "I "I '" ?I liJ 'JJ • liJ .c< '" d 'JJ 'JJ "I "I dliJ .c<
ml'llL'\Jl ~'i1~'U[ltlfJU!~LlJ'Utlm~ ~flLLtl mtl "l ~'lI'lIml'llflm'\1'U fll1'll'ifll11H'\Jl ~'i1~'U'Vll~'Vl~'lIfl

1~LLti lli"lftl1J 1~Lfitl'i1 lliL'I1'U~lt1

1.4 fl1i1~nft'UfI~f111'llftvl!l1'U

tll1"lflfll1'll~flL'I1'U'\Jtl~1Jflflm~h 1~'\1mtl11i 11i~1~n'U lfltl~l l1J fltl tll1"~tl1J
q

'" 0'LL1J1Jt1'tl1Jtll'll LL[l~t1''lI.tl1fJU!

Best (6'1~g~1'U U"lft)l 'Vl1"~<W~\PlJtf2542: 12) 1~Lt1''UtlLL'Udl 11i~41tl~rrfl1'U

d ~ d dC:t G} 'jJ d .cS 0 'jJ 0 GI ' <JJ

tll1"'Vl'i1~1Jtltlfll1'llflflL'\1'U tlfltl tll1" LLt1'fl~~m'\1'Ut)~'i11'Ul'U1"tltl[l~'\Jtl~fl1~tl1J ~'ULL~[l~'\Jtlfll1'll

L'V'l1"1~'i1~'Vl11li'L'I1'Uilfll1'llflflL'I1'U 'i1~tltltl'll11 mltlfJU!~L~'U11" LL[l~t1'llJ11"t)'Vll~l'll.u'tlflflL,1'UL'\1,i1

. "
'\Jtl~L'\Jll9itlir~U'U"l ilL1J'Ul1J1'U'Vll~1Jltl'\11tl[l1J"
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Numally (B\:J~\lt'U ~'if{)l 'Vlj\lVl.w~tf 2542: 13) f)riTJil "f)lj1fl'Vlfl''Ufl~

~Bf)lj(ll'JJlJflflCl~~jl~'eN f)lj 'il~lfliliJl1ilfl~Vlt 'UH~~,1'U~1fJl1~Bhh,1'U~1fJ fltloUBml'JJt 'Ul'U

'J/ d GJ QJ ..::::. Q.I rI " Q.I 0<:::),

Hurlock (m\lfl\l!'U B'if{)l 'Vlj\l'Vl'Vl~'U2542: 13) f){ll111 ffl'JJljfl1flml'JJflfl

1. l~flljff\lm~'Vlt]~mj'JJ~Ufffl\lBBtl'JJltmi/l'U~l\l "I

2. t~flljffWntlW iflfJf)ljfll'JJil 'ifBtlB~h ff'Ul'il~tB\lB~h

'1~ ?f ~ '1~d ~ 'I
3. !'iff)ljff'U'Vl'Ul f)ljff'U'Vl'Ul'il~ ~lJ'Uf)lj ff~'VlB'U!11m'Ufl\lml'JJff'U !'il'l./B\ltlflflCl

q

"t!'U

fl11'JJff'Ut 'ill~~1j'Umh\l~h'if'U~~fJ1fltlflljff'U 'Vl'U1

5. iflfJf)ljffBtlfll'JJ~\lfl11mhljfl'Ul

2.1 U'W1f111'JJftVlUtl~'Ylq'Ma~~~tl1.utW)1Jfl11mnm 'jtl1'Wtll'jU 'Ii.:J1I'W

'illf)f)ljffmll'l./B\l Hamel UCl~ Prahalad (eJ'l\l~\lt'U 1i'UifJ fJ'JJ~'Ufll2545:

137-138) tlril1il ml'JJffl'JJljfll1~tlt'Uf)lju'Ii\l'l1'U hi1'if~\l~'il~ffl'JJljt1flf)tlll1'Ufl Hmh\l~lfJ~1
'"

l~~ClBflll1 U~fl1j~ 'il~l1~tl~l1~fJ'U~~Bfflmj fl~Btlff'UB\lfltlffm1~ U1fl~B'JJ'l./B\llJ~Il'Vl~

~11~fJ'UU11Cl\l ml'JJ ffl'JJlj fll1~tlt 'Ufllj u'li\l'l1'U~B\l~1j'U~\l~iJfl11'JJ~flmj'UHCl~iJ11~1"!lfllj ~ClBfl
q

nCll~l'JJ~ tllltu ~'l./B\lfllj ~11~fJ'U~~11Cl\l ~'if'U~~fJ1fl'Ufltlflljl1 ~tl ~1m\l 'l./B\l~j fl 'il~\l~B~V11f)ljl1~tl

'" 'I ~ ~ '" ~ n 1,,1 n I 'I' '" 0 '" ",.J ~ Gl ~'1~1 !m'l./1f)tlffm1~H1flClB'JJHCl~f)lj~lJM'UUlJCl\l!11'JJ"I H'U1flflffl11jtl~jf)'ilCJf\l~B\l 'if !'Ufllj

m~'JJff11\l111B.w~'Ulll1riflljiJml'JJffl'JJlj flt 'Uf)lj u'Ii\l'll'U~miJBf)il 1ijfl 'il'il~~B\lL'W'Ufllj
'" q

Q.I 'J/ Gf' Q.I.oJ 91 0 Ii) 9J .c::::t.<II} ~.d. Q.I d
'Vl~'U1UCl~ffjl\lfl11'JJffl'JJlj fl !'Ufllj U'l./\l'l./'UCJf\l'il~~B\l'Vll !l11ij f)'il !flfJB\lflj1'JJ'JJCltllltu~l{lf)Cl\l

q

(smaller) ifl fJ1~H'U1'Vll\l'l./B\lf)ljl1~tl i f1j\lff11\l~j fl 'il (restructuring) UCl~f)ljl1~tlClfl'l./'Ulfl

Q" I ~ ~ Q' ~ .J 'J/ 9 gJ no I Q.I el
(downsizing) 'JJlJj~ff'Vl1im'Vlflml~fl'JJ CJf\l~B\l!'ifU'U1'Vll\l'l./B\lflljlJjtljBj~tltl (reengineering).

Q.I ••••I QJ' n I •• ~ 9J 9 9J QJ

f)lj'Vl~'U1UCl~lJjtllJ1\lBVl\l~B~'UB\l (continuous improvement) UCl~~'U'U!'if'U1~mj'JJ

(reinventing) UCl~f)ljl1~tl~l1~fJ'Uf)Cl~'Vl1ilmj"I (regenerating) ~~B'I'11111~jfl'iliJml'JJU~f)~1\l

fl'U'illtlfiu'Ii\l'l1'U
'"
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m11J~11Jl'Hl'l1~nhHlTm ,j~,J'U 'I1mtlf1~ flljijfll11J~lmj fI'V11~nTm 'lJ~'lJ'U

Q.I ~ do IV.d. • 9J ~ d. lr)9J 'Q.I ~ 9J .<:::\ ~

'I1t'ln'l1jeJ'Vl~1'fH.1J'Vl'il:t'll'1t11'I1'lij n 'il1Jfll11Jt~!m tl'JJ'V11~fllj U'lJ~'lJ'U'il~!j1JfI'U'lJeJ~fllj 1!'fn 1:t'11
"q q

"
m11J~lmjfl'l1~ nl 'Ufllj U,j~,J'UfieJ flljflj:t'l1U nff1~ fllj u,j~,J'Uj:t'l111~~j n 'il111'U1I'il~'JJ'UU'U'il:t

!1I'Ufllm,j~,J'Ufi'U 1'U!~eJ~f11j~f1~m11J~lmj fll 'Ufllj U,j~,J'Umf1'Vw"l n'Uf11jij~lu'l1t1~'V11~

fllj u,j~,J'U~!~lJU~~!m:t fllj~lj ~~ l!!'I1t1~H'il1f1m~ H''U~'I11j~~hj~lmj fI-J~!,r'U1u~m1lJ
<u <u q. "• "" II)!Ii <!l '" • !Ii !Ii _~ 'l'!Ii !Ii

~lmjflfl1~"l 'lJeJ~~jn'il t~'VJmjeJ~ut'l:i:'Vl~'I1lJ~Ufl'il:i:f1eJ~!'U'U!lJ1'11mtlt~m'U'Uf11j~j1~fll11J

~lmjfl'l1~nl'U fllj u,j~,J'U~ 'il:til1'V11~hirifll1lJ 1~'tm tI'U'V11~f11m,j~,J'U1~eJ~l~uil 'il~~
<u

fll1lJ 1~!m tI'U'Vl1~fllm ,j~,J'U 'I1mtlf1~ fllj~ij.tl1}jm1lJ 1~!m tI'U!'I1'weJn11~<u
, , v , I

U'lJ~'lJ'Ul~tI~'U!~'UeJflw ~TYi~1~11l1'unH''U~lilfl j:t'l111~f11j m'Um1flTYi~1 'I11eJfllj ~~!f11t1lJ
q <u

f"m Uj:t lt1'1l'uut'l:i:'U1fllj~t~ "'11qJll1'~lJ!'I1~~lJ r-m n'Uj 1fl1~ ~ ~ (http://www .totor2u"netlbusiness/

" !Ii dJ ""
strategy/core_competencles"htm [!'lJ1f1~ 11 'VHlfl''ilf11t1'U2546])

2.1.1 fJ.JftV1:tnfJ 'U'lIfJ.Jfll1U6f1Ul1fJ 7UfJ11U.y.J1JU

'Ii'Ui'tI tllJ~'U~1 (2545: 20) ~jU 1111 eJ~'flUj:i:neJ'U'lJeJ~m11J~lmjfl
q

"
l'Uf11m,j~,J'U'll~ 4 ~1'U fieJ Uj:tiY'Vl~.tl1'Y'1(Efficiency) 'fJW.tl1'Y'1(Quality) 'Ulf1mjlJ

,,(Innovation) Ut'l:i:f11jfleJ'U~'UeJ~fll1lJ~eJ~f11j'lJeJ~~flrr1(Customer Responsiveness)
" " .

eJ~'flUj:i:neJ'UY1~4 Uj:t nww 'il:i:~eJ~fInUj:t !iJ'UUt'l:tf1jl'il~eJ'Ufit'leJ~nmUt'l:t eJ~l~~mweJ~1'U
<u

nt'l1fl'lJeJ~f11j~f1~flW ~l'lJeJ~'Iij n 'il 1l1'iifll1lJ!'I1ueJn11~u ,j~,J'U!!t'l:t~lmj fI.w~'U11urifll1lJ 1~
q q <u <u

"!m tI'U'V11~fllj u,j ~,J'U 'lJ'Ul'Ufllj Uj:i: t1J'UUt'l:tfI j 1 'il~eJ'lJ'W~eJ~~1!i1'Ufllj fl l'U ~1u n'Ufllj 1 !m1:i: 11
<u

~.tl1l:i: !n~~eJlJ~l 1u fllj1!flj1:i: 11eJfI~l'11mj1J fllj1!flj1:i:11f11j u,j~,J'U fllj1!flj1:i:11 'il~tieJ'U-
q q

~~U~~'lJeJ~n'ilf11j flljfln'il~eJ'UUt'l:i:1!flj1:i:111 'Uril'U 'lJeJ~i1t11lJ'lJeJ~~jn'ilj:i:fl'U~l~"l ~19f'~1!i1'U
I oC::lt. tlo' • OJ '9J 619/ ....1 <} tI QI

mjeJ~ flljl!flj1:i:'I1f11U'l1'U~'V11~f11jU'lJ~'lJ'U!'Il''U f1'U'VJ'Ufllj t'll'1Jj:t W'll''U'lJeJ~'Vlj'Y'ltl1m

m:i:'Ul'U fllj'lJeJ~f11j~l!i1'U fllj'V11~flljflm~ fllj Nilfl Ut'l:i:fllj.w~'U1'Vl-r'Y'ltl1m1J'4£j6 !~mll'U

~eJlJt'l~1'11-r'Uf11jil11ul9f'l'Ufllj n1'11'U~nt'ltl'Vl1r~eJ1u<u •

2.1.2 n 11V1:ttfiutlnf1i11tvfll1U6f1U11fJ tun l1U.y-!J.yU

QI ....:::), eve;::.. gJ
'Ii'U'Il'tI tllJ'il'U~l (2545: 30-31) Ut'l:i: 1Jt'lt'lf11f1'U~eJ'U(2544: 55-58)

nri1lf1~f11jUj:i: !iJ'Uftntl.tl1'Y'1m1lJ~lmjfll 'Ufllj u,j~,J'U'lJeJ~'Iijn'il~~!1I'U1I'il~t1.tl1t11'UeJ~'flm 11'11.
"n'ilf11jmnl1f11jUj:i: !iJ'Uftfltl.tl1'Y'1fll1lJmmj fll 'Ufllj U,j~,J'U'lJeJ~~jn 'ill 'U~1'U~1~"l fl~.w

1) 11'il~tI~l'Uf11j!~'U dJ'Ufll1lJ~lmjfll'Uf11j'U1'111j !~'U'Vl'U'lJeJ~n'ilf11j.. "
n 'ilf11jflljUj:i: !iJ'UUt'l:t!mtlmYitl'U n'U~u,j~,J'U1'U!1eJ~fll11J~lmjfl" 'Uf11j~~'I11!~'U'Vl'UY1~1'U

<u •

" ,QI '4 'j/ .«:::l. do 1!Ii "" ""
j:i:tI:i:~'UUt'l:i:j:i:tI:i:tl1l ~.tl1'Y'1flt'leJ~'V11~f11j!~'U f1'U'Vl'U'lJeJ~!~'U'Vl'U'Vl'U1m'Il' fllj'Uj'l11j!~'U'Vl'U

• q •
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~ '" ~ "" 'I ~ "" '" 'I ~2) lJ'il'ilCl~l'Uf11HH'\WI 11'lJlCltl'l m111bl'1'lJl1tl L'Uf11'H'lJ1tl'lU(1:;;~n~'l m

(1nA'1191'iY'UA'lU(1:;;lJ1 f111'lJtl'l1i 1n 'il n 'ilf111fl11 '!J1:;;LlJ'ULm:;; Lill CllJLYiCllJnlJ IiiU~'l ~ 'U~. ~

(benchmarking) 1'UL~tl'lm111bl'1'lJl1tl'Vl1'lf111~m~ ;{tl f111'VW1mruL~Cl1n1J'r,'hm.jbl'1l'Vl1'lf111

~m~ {h'U~m~ U(1:;;'VH1~m111'lJtl'l~lJ1i.f)fl m111bl'1'lJl1tl1'Un11'Wnl'U1H~~.tlWcvl1mj "l U(1:;;

'!J1lJ'!JHH~~.tlW cvl L~m111,r H~~.tlW cvlLil'U~CJtl1l1lJ11~tlLn~m111U~n~1'l 'il1nliiu ~'l~'U fl1111. ~
"bl'1'lJl1tl1 'Uf1111Lfl11:;;,1':hH~~.tlWcvl mit'U ~'U 111'U'lJtl'l 1'1'il1H~~.tlW cvl fl'J111bl'1'lJl1tl1 'Uf111~

ri 'I Lbl'111f111~111U1mm:;;f111 i CJ-J£lW1f111bl'~1'l'lJlqJU(1:;;n15'l1 'il1,rUnVn!f1'l1'U

3) 1J'il~Cl~1'Uf111H~~Lm:;;f111f11LU'U'l1'U 11'lJlCl~'l '!J1:;;iY'Vl~m'V'l1'Uf111

U'!J1!'!J1J'il~CJl.'llL,r1Lil'UH(15'V'l£'lJtl'ltl'lfl m ~(1tl~ 'il'Uf111.wnI'U1H~~m'V'l (Productivity) 'lJtl'l~1 n 'il

L'l1'U f111~m1'l i H'll'U 11~m(~''lf111111'l1'Uf111191'L'Vlfli'U i(1t1 f111~~f1111~tl~lJ f111fl1lJflll..
.<::::l. 9J QI Q.I G) 9J 91Q./ I ~ 9J ~ 9J
b1''Ufllfl'lfl(1'l f11H~f111flWm'V'l f111 L~H1lJL'\1'lJl11ClCltlCl(Sub-contractors) LlJ'U~'U n'ilf111~tl'l. ~

L'!J1CllJLYiCllJbl'm'Um'V'l'Vl1'lf111H~~nlJliiu~'l~'U L'l1'U f1111~mL(1:;;.wnl'U1 f11111'l1:;;lJlJf11111'l~

~ 9J ~ 'jJ

f111tltl f1LLlJlJflWm'V'l'lJtl'l m:;; lJ1'U f111f111H(1~ f111(1~~'U'Vl'Uf111H(1~ f111bl''Utl'lm111~tl'lf111..
'j/ v • " 'j/

'lJtl'lrJnA'l "1(1"1 11'lih.wtlfJ'!J1:;;iY'Vl~m'V'l11~tll~nClm'V'l1'Uf111L'!J~Cl'UL'Vlfli'U i(1t1YiLn~~'U1mj "l 1li'

Lil'UiY'UA'11mj~'l11111Cl 1~ li' nlJn'ilf1111~

4) 1J'il~Cl~1'U'Vlf'V'lCJ1mll'U£l6 f111ii'il11W1'!J1:;;L~'U~{hfiUJ1'Uf111bl'~1'l
• u

m111bl'1'lJl1 tl1 'Uf111U~'l~'U 'lJtl'ltl'lfl m N1'U~1'U'Vl1'V'lCl1mll'U£l6 L'l1'U f111bl'11111Lm:;;f1l1fi~L~tl n.
01 '" 'I ' '" "I\!flmm f111lJ1:;;Lll'UH(1'l1'U 1:;;lJlJf111~'l L'il~l'l "l f11111'l1'UL1Cl'U'lJtl'l\!flmm111tlf111'lJ1~'l1'U

m'll'U 'V'l.wn'll'ULm:;;UH'll'UEll.w'U £ Lil'U~'U fl1111b1'11111tl'lJtl'llJflmm~ijl1n£l:;; fl1111~ fl1111. ~

~ 01 '" '" 01 '" '" '1' ~ '" 0' ?t ~~'U'Vl'U'lJtl'lU1 'I 'I 1'U lJ1:;;bl''Vl1immL(1:;;lJ1:;;bl''Vl1iH(1'lJtl'l'U LCllJ1Cl~1'U'Vl1'V'lCJ1nnJ'U£lClLlJ'U~'U.. . ..
~Ql9J d' ~ =" at d.o:::! 9J Q.I fI

5) lJ 'il'ilClm'Utl'lflm U(1:;;f111lJ11111 LlJ'UL1tl'l'VlLnCl1'lJtl'lnlJtl'lfl m U(1:;;.
<it I:::li t.:!:t 'GJ .c)., at <r 9J rI QI

fl1111bl'1'lJl1tl L'Uf111lJ11111'l1'U L~'U Lfl'itl'lJ1Cl L'Uf111~~~tlbl'tlbl'11 Lfl1'lbl'11'l'lJtl'ltl'lflm 1:;;~lJ

"
'lJtl'l1~tl'!J1:;; bl''lfl 'UiCl1J1Cl ~'U~tl'U'!Ja1J~11~ tlnt}Lf1Wcvl ~(1tl~ 'il'Um111bl'1'lJl1tl'lJtl'lYill'l1'U11~tl

" .'jJ Cl, ?t 9J 9J ~ at ~ ~ d.o Q.I' 0 d rI
HlJ11111 LlJ'U~ 'U m111b1'1'lJl1tl~ 1'Uf111lJ11111tltl LlJ'U'V'l'U~1'U'Vlbl'lfl UJ~tlfl11'lJbl'lL1 'il'lJtl 'I tl'lfl f111
~ •• U

~QllJ)'jJ i QI d •.•.1~QlCl, 'jJ.<::::lt. QI Q.I

C}f'l1~ L~ 'il1n'U LCl1J1Cl11(1n'lJtl'ltl'lflf111 H(1f111lJ{)lJ~'l1'U 'lJtl'lf;!lJ111111:;;~lJ~ 'lLm:;;1:;;~lJnm'l
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f1l'J1i''Vl~l'lrJlm 1f1Hff~l\jfJ\jrl m 'J~uu f1l'JAfI~fJ~fJff1'J 1.h~ff'Vli.flll'l'UfJ\j'J~ uu,j'mJrl Url~
"

f1l'J'W1!'Vlflit.! 1rlvhni"l ml9fl1.w\jrlm

6) lI'il~rJ~lul~mm~-Wf)nn 'I1mrJ~\j f111lJfflm'Jtllu01'J-W\PJJU1Url~f1l'J

ff~ l\jUl~ m'J:lJ1m.j111~i1U~~fJ\jf1l'J'UfJ\j'Jflfi'l ~\j 'il~~~rJl'li'fJ\jtlUll 'il~rJI9i1\j"l ~~U f111:lJ"llfl tlJ

'UfJ\jf1l'Jl~rJU(1~-W\PJJu1fId1:lJtfld1:lJff1m'J tl'UfJ\j'I.Jflmm \j1Jlh~mUll U f1l'Jl11f1l'Jl ~rJUrl~
'tJ 'tJ

Q.I Clt. 91 rI QJ .::'t 91 'j/ od. ~ Q.I • d.4
l'l \PJJU1 f111:lJflfIff'J1\jff'j'jflUrl~ U1~ m'J:lJ ~1JU~U f111:lJff1m'J tlfl1U U 'il~~1JU~lU\j'b'tl\jfll1:lJ

ff1:lJl'Jtl~lUU1~ m'J:lJ ~\j1l'il'il1J'Uijfll1:lJ~l~i1UfJ~l\j~\j~ 'il~~el\jl11f111:lJff1flUJtl1'hjij 'il~.yh111
q "

~1Ju'ilfitielu~~ilmmrJufiu'li\j'llu i~
q "

2.1.3 rrJ UJilUJ11f/7 Ut) 11mf.J.yuuiJ::f1J UJ7vfnl1uUltfJ -3U.y.J.yU

fId1:lJi~~mrJ1J'Vll~f1l'Ju'li\j 'llU 'I1mrJ~~ f1l'J~ij.fllidfld1:lJ i~~mrJumUfJ
I I'j/ , t

fl11fiu 'li~.rrU 1f1rJ8U~ffUfJflUlfi1Yithfi1l11Wivrunilfl'j~'I111~f1l'J ~ffUfJ'J1fl1Yi~1 'I11elf1l'J~f1
" q "

~~1rJ:lJNmh~1rJ'b'.uUrl~U~O1'J~~~1'I1qjl11ff:lJm~ff:lJNrltlU'J1fll~Q' \j (http://www.totor2u.net/
.. 'j/d ~

busmess/strategy/core_compctencles.htm [~'U1tl\j 11 l'ltlfl''ilO1rJU 2546])

fId1:lJff1m'Jtl~1~"l lu01'JU'li~'llU ffU'Vl1l'l6 Url~'Vl1l'lVlm 'Jl:lJ~nh~
'tJ

1CJfUM~f1Ulfi1 ~1Ju~WITlU'UfJ~fld1:lJ'1~~mrJ1J!';\ju'li~.rrU'Uel\jel~Am ~~1ulI 'il'il1J'UfldTlJ'1~~mrJU
q ~ q

•• 'tJ

~;~u'li~.rruij ~lU1UU elrJ:lJ1flYi'il~ff1m'Jtlfl\j '1~i~~ijfJnmrhU iU ~~t!uvru~'I1l'J~fJ\j~l~iJU O1'J
"

~f1~elUrJ1rJ'I11el~U~rJUUUrl\j~~~~~UU 'il1flO1'J~~~ff1~'I1lfld1:lJi~~mrJu~f1~~ '111elfll1:lJ '1~~mrJU

~~:lJ '1urium1~ 1mj'Uel~f111lJ'1~~mrJu~;~U'li\j'llUel~~rlfJflnm O1'Jff~l\j~m~O1'JfI\j'1~~~fld1:lJ
" "'tJ •

i~~mrJu;\ju 'li~'llut!u 'il~~el~m~fJfldl1J~,j'll 'illUUm1~~1\j"l 'UfJ~f111:lJ'1~~mrJ1J!;\ju'li\j'lluYi

ff1fltlJ ~~ hiun ftu'Vl1l'l6 'Vl1l'lVlm 'Jl:lJ,r~f111:lJfflm'JtlI9i1~"l ~mUelfl11 Url~~el~~l~iJU

d II) w-k II) w ~ f'::! '" '''''
O1'J'Vl'il~f1\jnGJf~f111:lJ!f1~lJ'JrJUt'b'\jU'U\j'UU

l~tlu'J~ff ~rlmrfl'Uel~01'Jtl1'l1U~flrlrJ'Vl111U O1'Jff~1\jfld1:lJi~tm rJUi~~;~
• q. " .

O1'Ju'li~'lluij 2 U'J~O1'Jfiel 1) ~~el~ltiJU O1'Jl1~'Ul1fl'l1Ul:lJfftl~tlUt~m~fJ~tlU O1'J'1~~mrJUt;~

u'li~'llU'il1fl~u'li\j'llululI'ilVl1u Url~ 2) !'ctel\j'il1fl'Ul1fl'l1U1:lJfftlfl~u1u01'J~~rJUUUUI9i1~"l ~~

luhii'l 'il~tlfltlfl fl1elUel~1~~mdel~ ~~JU1i'J fl 'il~el\j~l~iJu O1'JfI~i ~~\j O1'Jrl~'VlU1UffU'Vl1l'l6" ..
Url~f111:lJff1m'Jtllmj"l 1f1rJ~m~U1U01'JU1UU~ ~lmjff1m'Jtlu'J~ffUN"ff1~~ 'il'1~1f1rJ

I. O1'J~\PJJU1'Vl~l'lrJ1m'l11fJffU'Vl1l'l61mj"l

2. O1'JU1UUHfld1:lJfflm'Jtl~ijel~el~1\j~mdel\j 1~rJ01'J~~'J~UU 1m~. "
ff~l\j "lrl"l lmjff1'l1~um~U1U01'J~1~iJU~lU~1~"l lulI'ilV1J'u

http://www.totor2u.net/
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"o t:::l, ~ Q.I I

3. O1'jfll!tJtJ01'jC)rEl'Yl'j¥'ll'Jlm~l~"1

H,j~~tJ1tJlI 'il'ilutJ"tJfl~fl~r1m• ,
4. f11'j~lrWtJ01'jfl~'¥JtJ!.wfl"tJl'Jltl'Yl-J¥'ll'Jlm~l~"1 l1J~"tJfl'lH"tJ\9l"tJfl~01'j

'J/ 'J/di 'J/ "'. QI :t ~
f11'jff'jl~Hfl~fl~ l1CJ$~flll1Jlfl!mtl1J!'MH"tJ~"tJtJ1tJ'j~ tI~l'JlltJtJ!1JtJ

d.<:::::t. J: ~ Cj/ ~ 'j/o 'jJ 'jJ ~

m ~u lWll'j 'Yl!flfl"tJtJCJ$1Hfl~!fWI'illf) O1'jff'j l~ 1) m1~ fl1l1J!1JtJ~tJl'Yll~flltJ ~tJ'¥JtJ~lHfl~ f11'j

ffrl~fl1l1JH~f)~1~ Hfl~ 2) ml1Jffl1Jl'jtlltJf11'jUl!fftJflfJruril~!lrWflf)il~H,j~~tJ !9ftJ fJruril

~!'\1.uflf)il 'illf)fl1l1J!r1 tJ!i'lfl''Yll~f11'j1J~U~~ltJ f11'j~flUfftJ fl~ 'J f)~1 NflO1'j~l!i!tJ~ ltJ Hfl~~ltJ

Q.I ~ C:t. Q.I cI ~ 9J .c9 Q.I ..•.1 A

tJ1\9lm'j1J'\1'jflNfl\9lflruCVl!1JtJ~tJ (ff1JtJf) 'iltJ'Yl'j1J'j~'YltJ2544: 73-75)
• I .<:::::to Q.I .J

Miller Hfl~ Whitney (1999) f)flll1l unJ'Yl'\1tJ~m'il'il~ffl1Jl'jtlflflf)

!~tltJHUUf)fl~'Yli' !'Ylfl1tJ1fl'tj Hfl~ f11'j!1tltJf'j~uu 1fltlO1'j !fitiUlflf1U ~~~~r[fl~fl~l W~~ffl'\1

m'j1J!~tl1f1tJ1~ H~'il~hhn1Jl'jtlflflm~tltJ!!UUf)fll~'Yll~mw'Yli' 'j1JHUU !'Ylfl1tJ1fl~ Hfl~. .,
o A .::9 A Q.I cI 9J &. 'j/«=:.i t 3Jd Q.I QI •

m~UltJ fll'jfll!tJtJ~ltJ CJ$~UnJ'Ylff'j'jflff'jl~"tJtJ1J11'\11JtJtJl'\11JflmHu~Nff1JNffltJ f)tJfll'Jl~

f)fl1Jf)fitJnfll ,.r!nfl Nfl~~fffl~flfl~r1'j11J 1tJetJ~ 'il~ull1Jriml1J l~!m tlU'Yll~fllm,j~~tJ 1~. .,. "
mij fltJ flU N'fii:iHfl~fl 'j flUfl'j fl ~fl1l1J1~!m tlU'Yll~f11'jH,j~~tJir tJfl ~., .,

r[flqjqjl ffl'i:i1i'j'j1J1"lf~ (2545) ffm{ltJ!~1JNflNi'l~Hl'i~"lfl~ 1~ff11JHil

~~~vh 1,.rfl~r1mi:ifl1l1J l~!mtlultJ!;~H'li~~tJ (Competency) l~Hn

,
.d Q,I .c:::t c1Q1 A

2. 1J'VitJf)~ltJ 'Yl'\11l'Jlf)1Jfl 'ilQ'j tlm'Vi

3. 1h~uu fll'j ~fl fll'j 'Yl-J'Vil'Jlm1JtJ'tJ6~fl fl m~ tltJHUU1~l'Jlf).
Q .c:I.d..d. v Q.I oC:\ d

2.2 H'W1f11llJflVl U~~'Vltl'tl f;l 'VlmU1'UCl-3fl'Ufll 'j1 1-3UW'W!1$-3f)~fJ'Vlti

~ QJ V f! fU ell ~JI
2.2.1 :n;WrlflUI'WU1iflfJllv111U1fJ

li¥tIl1fl'11 .wtJ1in'il ril'Wtl1J !ill'\11Jltl tJ1t11J1t1f)fltl'Ylll !1jtJfl~fl1J'j~f)flU.
'I 0 '" '" "'l "di 1iI'J/' QI 'J/'l'J/
btJfll'j fll'\1tJfl'Ylfl''Yll~''tJfl~'Ii 'jf) 'il'\1'jflfl~fl mCJ$~'il~ffl1Jl'j tlUflf) bflfltll-3"lffl!'iltJ m~ \9ltJb'\1Uflfllm...
'Ylf)fltJ~l!i!tJ-3ltJ l1Jl tJY1fl''Yll~~tlf)~fl~ i:i"tJfl1J!"tJ~f11'j'vh~ltJetJ!~tllf1tJi:ifll'j1J'j~ ffltJ'j~'\1il~. .,

" .
'Viir f)~ltJ!1jtJ fl~l~~ i:iO1'jtll'\1tJfl~1;lfl dlf1qj\9h~ "1 fll'j ~flff'j'j'Ylf'Vil'Jlmfifl~~1 Hfl~f11'jffrl~

fl1l1J~~'Vifll 'ill,.r flUfl f)~1'\11flN'i:iri1tJ1~ri1tJ!~tI"tJfl~fl~flm nfll ,.r!nflftf)tlm'Vi!~m~1111Jrifl1l1J., ., .,
dl!1 'ill tJfll'j~l!i!tJ~'jn'ill~fl~l~t~~tJ (Scott, ~l~~~ ltJ riT!'Vi~ff !flfl'1Jl~'tJ 2546: 14)

.Q, Q.I Q.I cI ~ .d cd ~ cI~.d.d
lfftl'Ylfl'tJ flfl flll1Jffl1Jl'j tl'Yl'il~1Jfl~mtJ'\1'jflfl1flfll'jru ff ~'Yl'il~!1JfltltJ

. "
mJfl~l1JltJ fltJ lfl~fl~l~i:im~Nfl !!fl~Ul!mfll'j !1J~tltJH1Jfl~irtJ1JlH1J'j1,.r!1jtJ1flf11ffl,.r flU~'j n'il
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~ cI .J.<::1 0 QI • ~ ::'f.& 0'.<::::),

'H~tI tI.:JfIm G)f.:J'il~'lJflll'lJ 1;1'1f1f.)JtIrm£J.:J~'W~l~ ~1J1.Jfll~~ ~'lJfl.:J!'H~ ~H1'lJtI.:Jfl1~~ 1~.:JtI~'lJtI.:J~~ fl 'il
~ cI ~ ~ tJJ d.c::! ~ QI eI.

'H~tltI.:Jflm1.J1.J"l (Reason for existence) 'H~tlflll'lJ\91t1.:Jfll~'Yl'il~'JJ1J'Yl1Jl'Yl'H~tlm'W~flllru\91t1

-ff.:JfI'lJ('fi'U9f£J£J'lJ;'U~l 2545: 34-35)

••• "" "l 'JI .J CI "" ••• "'?t 01 I

'W'U'fifl'j) fltI 'lJtlml'lJG)f.:JU1;1'~.:Jfl.:Jm~fl 'il'\1~fl'lJtI.:JtI.:JfIm ~1J1.Ju~~fllfl'tI£J1.:J

9J &. ~ d,9 IjJ .dt ~ ~ i I cI 0 9 gJ
fl1l.:J"l fl.:J~~lJ.:J'H'JJ1£J'H~tlU1.Jl'Yll.:J'YltGIH'Wtlfll~~'il~f.)J~\911Jt\91U~~flll'JJtI~~tI~'lJtI.:JtI.:Jflm 'Yllt'H

tI.:Jf1m 1Jm ml'flllru~l1'U'lJtI.:J\91'Um.:J ~11'Ufl1~ UU~1-ff£Jl1fl',11111J'lJtl1J~'lJ\91Ufl1J~.:J 'WtI~ 'il~111fll~
I " •

"" "1 ••• ' "1 'JI "" "" "" , i" Ii 'JI "l '"1J~'Hl~ t1.J~~~1J\91l.:J"l ~tI.:J~.:J'JJl m'lJ1~fl t'15ml'JJfI~~n'lJ\91t1 u ~ tI1'il~~'lJ'W'U'Yl'Yll.:Jfll~\91m~

ril1.J'Yll.:Jfl1~\91m~ "Iftl.:J'Yll.:Jfll~\91m~il'U~l 'H1t11J1fll~ ~~~1J~'Ylfll'U1~v~ih'lJ11~ flrum'W
q

'lJtI.:JN~ \91.tlructl'H1 tl1J1 fl1~ m'W ~ flllru 'lJtI.:JtI.:Jrlm ~tI-ff.:JfI'JJU~~ wum11.J~.:J~111.J~tI~ tI.:Jf1m

~tI.:Jfll~ ~.:J~t!1.J111~n~ml'JJil1.Jlru 1~~~~1.J ~.:J11.Jfll~nl'H'U~m~n'ilJ'Ufll~~'ill~ruT;h N~.:Jl1.J~
q "

1Jmhl11.Jmh.:Jh U~~'il~nl'H1.J~m~n'iltl~1.:Jhl9itliu1'Utl1.Jlf1\91 ('fi'U9f£J£J'JJ~1.Jm 2545: 35)
OJ

'W'U'fin 'il~m £J1JmlJtI 'UU~.:J'll1J~fI~tl1.J~~£J1Ji ~ tl1Jflll'JJ m'lJ1~ fl 'H~fl~ 'il~'l11J

~fI~tl1.J'fi~n 'il111f1l~i!'Ui U ritll11tn~u'Ul'Yll.:J~9f~t 'il1.J~l'H~1Jfl1~'WI'JJ'U1UN1.JflW'J'Yl:flnl'H'U~~l
q q

~lflf.)Jl9il.:J"l fll~U1;1'1.:J'H11t1fll1;1'fl1~~~fll~'Yl~'W£Jlm U~~fl1~1;1'1l.:Jflll'JJ.w.:J'Wtll'il111n1J'tJfl~1

'\11t1~1Jril1.J i~ril1.J~iY£J'lJtI.:JtI.:Jrlm (uT~'W.:J~tflfl''lJ111l 2546: 14)

till'H'lJ1£J 'H'lJ1£J~.:JfllmUj[n~n 'il'lJtI.:JtI.:Jrlm l11t1t1flmtl11.J'H~ fl9f£J~

"1 ~ "l .?t _~ d "1 'JI '" CI "" 'JI 'JI '" I1Jflmm t'15£J~fltl t1J1.Jt1Jl'H'JJ1£J'Yl'il~U1;1'~.:Jt'Ht'H'Ufl.:Jml'JJt'il~ruflll'H'Ul t1;1'fl£J~m'W'il~'JJ.:J'H'JJ1£J
" q q

rI .d 91 061910 d QI .Q

'lJtI.:JtI.:Jflm'Yl'il~\91t1.:J'Yllt'H1;1'1~~'il('fi1.J'15£J£J'JJ'il'U~l 2545: 36)

'Ul£J1J1£J ~tI U'Ul'Yll.:Jfl~l.:J"l ~1'\1~1Jfll~~~il'Ul'il~t~tI'JJ l£J.:J~~'Hll.:J
" • I ,

fl~~'Yl:flU~~fl1~ih i U~fl1~ua1J'~ 1J111'Y1't1.:J'Hm£J1~'Ul£J1J1£J~'il~vh 111'Wi¥fl.:Jl'U1Jflll'lJ1J'U1'ilYi'il~

~~il'U 1'ilUa1J'~Ll~tI~tI.:J~1Jm~n'il ~~*'H'lJ1£J U~~fl~~'Yl:fl'lJtI.:JtI.:Jrlm (Wheelen tm~ Hunger,

2541: 14)

fll~n1'\1'U~1-ffm1fl',1 'W1.J1in'ilU~~~ill'H'lJ1£J'lJtI.:JtI.:Jf1m fitl fl1~nl'H'U~

U'Ul'Yll.:J'H~fl 'H1tI fl1~nl'H'U~.y] fl''Yll.:Jfll~ f1l~i!1.J.:Jl'U 'lJtI.:J1i~n 'ilt~m4l i Urifl1~ n1'\11.J~fl~ £J'Yl:flU~~
q OJ q

1fI~.:J1;1'1l.:J'lJtI.:JtI.:Jf1m t~tll ~~l1'U~fI~tI.:JlJtll'Ufl1~thn1J 1~'Yl~'W£J1m~'il~ill i uriml'JJ if1~m £J1J
OJ

'Yll.:Jfl1m'li.:J'll1.J1~£Jfll~1;1'1l.:J'lJ1\91~1~11.J~1'Ul9il.:J"l ~"If1.JYlrum'W u~~il'Yl~m'W 1.J1\91m~'JJ ~W~

"f11l'JJ1;1'1'lJ1~fl11.Jfl1~ \91t11J1;1'1.JtI.:Jflll'JJ~tI.:Jfll~ 'lJtI.:J~fl~l ~111.J~19H~~1'H~1JtI'U1f1 \91'lJtI.:J1i~n'illl1J
OJ q

f11l'JJ'W1t1'JJ11.Jfl1~u'li.:J'l11.J'H1t1i~tI~1.:J1~ (1i1.J9f£J£J'JJ~1.J~l 2545: 13)

liY£Jl1fl',1 'W'U1in'il 'U1£J1J1£I fl~£J'Yl:fl~~ 'il~~111.JiJ'il~£J~lflru~'il~ri.:JN~111
q "

~n~ml'JJm'lJ1~fl11.J fll~ U'li.:J'll'U'lJtI.:JtI.:Jrlmvil'JJflm.:Jfll~ ~ll~£J'Uuu~.:J'lJtI.:J1;1'fl11.Jfl1~ru1 'Ufl1~
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f11~iJ'Ulid 0 'il1'UiJ'il'il1J'Ui~dJ'Umh,:j~ ~~~,:j'illf1'il~vh 1,r~,:jflm~lmdt1'Vldlll~lUlnl,:jl1~~ 'il~v'U•••
~ t I r:jJ t::::lo I ll] ~J.., J. jJ Q 1lIf)) , J..,

(Position) 'IJ~,:j~,:jflm11~~ Ul ~~1~ 'iJ~f)11~~'Umm tdhnJ'UfI,:j U~~~'JJ~f)11~~'Ut~mm'JJ'UfI,:j

~~~1f11d'il~f11~iJ'Uf)1dmh,:jh1,r~o~~1Ullll~'VW~ "bl1m~~'JJ" (A Fit model) ~1'JJldmO~fl11'JJ

llJ9I.~ 'I 0 '" '" •••• 1 0' 0 '" '" ~ c:l"'l 91 llJ9I
t~~lJdl'J1lt'U f)1d~l~'U'U1idf)'il llddm~t1lJd~ ~ ,:jfl'IJ~,:jf)1dm~'U'U1idf1'il GJf,:jf)fI~~l'JJldt1~dl,:jdll'Jt~

q q q q

"';lIJ9I'~"'I~ 91~'I '0'91;
U~~~~ll t~ t~~l'Jl,:jl'J,:jl'J'U'U'Um,:j(Peter, 1984: 401 fll,:jt1,:jt'U ~~'U11~l'Jt~ 2545: 99)

fl11'JJi~~illl'J1l'Vll,:jf)1m~,:j,)mIJ'U'I111 'il'IJ~,:jfl11'JJftl~~'il'IJ~,:jlidO'il1'U~m~.
, "

f)1dU~,:j')'U l~m'Q'Vil~ 1'UiJ'iJ'il1J'UYiiif)1du~,:j,)'U~lIm~~mf)~'U 'Vlf)1idO'il'Vil'Jll'Jl'JJ'lJl'Jll'J~1~~1l1~...
'I d 91 91 "'I d '" dllJ' d 0 'I 91 '" , •.• d.,J dt 'I 91
t'U'lJUl~'Vlf)~'U~fIf)l1dfJ~m~'JJUd'JJ1Ul'Vlt'JJ~'Vil'J,:j'VifJ'Vlltmf)~f)1d LL'IJ,:j'IJ'U'JJ1f)l'J,:j'IJ'U~'VifJtl1~l'JJld t1

, 9 jJ\lI CJJ Q 0 Q,d d 'jJ 11) 9J ~ ~ I • .c:r..c:.t .d 0 iii 'jI.c:r.

fJl'JdfJ~t11t~ lidf1'il'il~'Vll'Vlmt1'Vll,:j'Vl'il~~dl,:jfl11'JJt~~lJdl'JllUf)~'Um,:j LL~11i'Vl'il~'Vlltmf)~fI11'JJ
<lJ ••

llJ9I.~ d~"'I "'I ')I 'I'''' d ')I", llJ9I.~
t~~lJdl'Jll'Vll'J,:jl'J'UflfJ f)1d~dl,:jfl11'JJ~1'JJldt1t'Uf)1m'IJ,:j'IJ'U'VlH'Vl'ilHH~~f)1d tmlJdl'Jll'Vll,:jf)1d

I Q.I.d 0 9 gJ d A lIf fjJ ~ d..c:r. 0 d' Q,J 9/ o<:::l, Q,.I Q.I tI
H'IJ,:j'IJ'U'Vl'il~'VlltmU'U'ilH t~ flfJ f)1d'Vl1idf)'il~1'JJldt1'Ulf)~l'J'Vl1i~'UUd~f)~llfl1l'J1~l'J'Vlf1''U••
-W'U1iO'il~i~tlll1'UflHuliuuB1J~~ll'UtU1idd'JJi~ ('I1'JJ'Vid~{~~\P1J,1 2545: 5)

"f)1d~~1,:jlffm1f1',1 f)1d11,:jHH'U~~~~f)1d~,:j~11111'JJll'J~l'JJldt1-W\P1J'Ul

~'JJddt1'U~'lJfJ,:j~,:jflm i~dJ'U mh,:j~ ~dl~~l'Jf)~,:jflm Ullll.nl1 "fJ,:jflf)1dLLl1,:jUd,:j')ll~ftl'fl'UJ"
", , <JI ,

(Essence- Driven Organization) 1JfI~1m 1'UfJ,:jfl m Yi,)ll ~fli1fJ'U~1l'JUd,:jt'1'1'fl'fY~,:jf)ri nw~,:j ~1ll'J'JJ

9J Q..I Q.I .c.t I •.• I 0 d liI jJ q 9J d
~1l'Jf1'f)l'Jf\l'Vi'Vi'Uf),:jl'U'il~'JJfI11'JJ'Vl'JJ~'VlU~~~l'JJldt1lJd ~~llfl11'JJ~1~d'il t~ t 'U~f\l'Vi H1~~~'JJ'Vl.
~~'JJiU~1l'JfI11'JJ~U~l'J'UHU~,:j~~~~nm ri~ 1,r~O~fl11'JJ~1'JJldt11'Uf)1dH~,:j,)'U~t,:jv'U1'Ulid 0 'il.

9J .d'l q Q.I d' A

(Scott, fll,:jt1,:jt'U Ul~'Vi,:jf1'mf1''JJld£l2546: 14).. ..,
2.2.2 fl6JfJrlfirlHfl11U1WIIU•

'jJ & 9 ~ A d' 'jJ A • lIJ'jJ' d'

Sahay (fll,:jt1,:j t'U ")j''U'ilfl~ H'il,:jL'il'Uf)'il2544: 119) f)m1 t111f)~~'Vl1if)1d

u~,:j,)'U1~ G'J fi~l'JJ iJf)'il~tlll1'UWJflt1Ud~~,:jflH~~~~~1,:jfl11'JJi~Lilll'J1l1'Uflm~ f'hl1 "fl11'JJ.
llJ91.~ 'I '" , •.• dnl c:l 'I 91'" nl c:l "'I 0 ,d '" •
t~LlJdl'Jll t'UL")j',:jf)1dLL'IJ,:j'IJ'U"'JJlJd~LfI'Utl1'Vi'illdUll 2 lJd~LfI'U fI~ f)1d'U1L~'UfJflUlfll'Vlbl1'U~ml•
Uri~f)fi'l U~~~'U'YJ'U~~1f)111f1milll'J1l~Yil'J1lll~IJ'Vll1.ct,:jG'J 'il~~lmdt1Ul~~'UfJfJtufh~bl1U~f)11

. "
Hri~ f)fi'l i~ fi~fJLiJ~ll~IJ'Vl'U'UG'J ~lmd t1f1fJll~'UfJ,:jfl11'JJ~fJ,:jf)1d'IJ~,:j~f)fi'1i~~f)11~H~,:j')'U

, ."
LfI~fJ,:jiJfJ1'Uf)1dU1L~'U~flUlfhYibl1U~f)11i1 i~Hri f)1dtlll1'Ufldlfll f)1di1~md H~~f)1dU1L'ff'U~.
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ll1~fJt!tlt'J~~WI fl't.alJ'l-HlflU..Jl1'lJ1t'J'Utl..Jfll':iYil'fi':ifl'il (li'Uit'J t'JlJ~'Ufll 2545: 39)
q q q q

2) tl(l~'Vl.fll'~tlbl~1..Jfl11lJ hl'l'lJ1t'Ju'I'l1..J fllm'li..J,)'U

tl(l t'J'Vl.flllJ'Ulf1ttl..J ijm:J 1hJri~'mffll~ 'iI~~tl..Jfll':i '\11tlli':ifl'il1fl'Ulfl fll':i1J
q •• q

v •
tl(lt'J'Vl.flllJ'U'W'U111'U'Utl..Jfll':ifhu'U fll':i Uft1flt'Jltll1 'iI~tlV1'U l(ltl'Utl..J fll':i u'li..J,)'U 1~ lflt'J1Jfll':i l 'il1ill

q ~ q" U

l~ U hUl(l~1Jfl11lJ 1~l'lnt'JU'Vll..J fll':i u'li..J,)'U t1'i1'i1u'U~..J1Mfl11lJfflf1ill'lJ1tlflU fll':i 1~tl(lt'J'Vl.fll1J'U!f1t tl..J
q " q

• v

ij tl1 'Ufll':iU nm·m ffl!~ 'iI'Utl..Jtl..JAfll':i tl(l t'J'Vl.fliJ1 ~!flfl 'illtl ~1t'JU1mn~ f1UU'Ul1 'iI~tl1l1'U fl !'Vilt! 'U
q q

• 0' "" lJj~ , 'I 0'.J ~ '" '" "" 'I d
U~tl(l~'Vllitll 'ilLtlfl bfl 'illtl ~fl~l..J "1 b'Utl..Jf1m lllf..Jtll'iI'iI~!1J'UH(l'lJ1 'illtl(l tl'14ru~ fll':i~flbl'U b'iI'Vlbl~bllJ

v •
'lJ1'Ul'U Yil1 MlflfltlJ'UUUUUH'U 'IItl..Jfll':iflltU'U ~':i fl'ilt! 'U "1 11f11':i'i1~flltU'Utl(l~'Vl.flt'1f'U 1m.wtl1 ~

tlJ 'Um tlU 1'U fll':i ~fl fll':i 'Vl1'Wt'Jlm 1fl t'J1J'ilflU..Jl1'lJ1t'J~ Yi11 Mtflfl H(l ~ tl bltn'Ufll'W ~ t~ lJ U~..J'IItl..J
q q

fl'ilfll':i Yil1 Mfl'ilfll':ibll'lJ1':iflfll'J' ..JtlV1~tlVl..J1Jit'J'Jf'U~ f1':itl..Jf111lJ 1~tmt'JU'Vll..Jfll':i u'li..J,)'U tl Vl..J..
~..Jti'U (li'Uit'J t'JlJ~'Ufll 2545: 9) tl(lt'J'Vl.fl'Utl..Jtl..JAmtlJ'UUH'U..Jl'UtlVl..Jtl11..J "1 ~1~ U(l~tlJ'UUH'U

q

d • "" 'I ~ 0' "" "'" I o'd 0 lJj ~lJj ~ "j ~ lJj ~
'Vl'il~bl..Jtbl':ilJ bl1tl..Jf1mbll'lJ1':iflU':i':i(lfll':itl'ilU(l~1~f1lJ':i::;bl..Jf1'Vlflll1'Ufl b1 bfl t'Wtl!'WlJfl11lJ bfl

q q

tlJ1 t'JU1'U fll':i U'li..J,)'U1M'lJ1tl~ blfl U(l~ (lfl fl11lJ tilmm t'JU1'U fll':i U'li..J,)'U1M!l1~ m! tl t'J~blfl eJ'UtlJ'U
q q

'ilflU..J11'lJ1t'J'Utl..Jfll':i Yil'fi ':ifl 'iI
q q q

'jJ ~ GI .Clt, c1.Clt,Q,I rI '1II'j)1 rI
Porter (tll..JfI..J b'U bllJf1fl 'ill~rr':i'W'Vltl'14 2545: 17) tlm1 b111 tl..Jf1

QI d.d • 91 ~ J .oJ rI llJ <jJ I 9
lJ':i::; tltlU'II tl..JtI 'iI'ilt'J'VllJH(lm~'VlU~tlfll':ibl':il..Jl1':i tllJ':i::; tltl'lJ'U'UIllf..JtlM'Vlli bflUtl f1Tmbll'lJ1':i fI b'U

q

"I .Clt" d 0' A rI fjJ ~ 0 ") .Clt,

fll':ilJ':i~ !lJ'U ~fltltl'UU(l~ ~flU'U..J'Utl..Jtl..Jf1m 1tf1':il~'\1blfll'WU1fl(ltllJt'Wtl flll1'Ufl btlfllbl'l'l1..J~':i tl 'iI

111tlf111lJt~t'J..Jj)t'J fll':ilJ':i~tiJ'U'I1rr'Wf1~ ~iliAt'JlJ U(l~f111lJt~tl'Utl..J~lh1'Utl..JAm fll':i~':i~'\1t!tl~..J..
'jJ 0 Q.I QI

'Utl 'ill tlfl'Vll..Jbl..Jf1lJ U(l~ tlQl1lJ1t'J

t Q,I A rI
3) f111lJ bll'lJ1':i f1'1'l1..Jfll':i U'U..J'U'W!'Jf..Jtl(l ~'Vlli

Neidlinger (2003) tlril1 H11 f111lJbll'lJ1':ifl'l'l1..Jfllm'li..J')'U!91..Jtl(l~'Vl.fl

~I I d. Cll tin I Q.I 0 .Clt, rI
tlJ'U bl1'U HbllJ Hbll'U 'VlLtlfl 'ill tlflln1lJ m ltl..Jf1lJ ':i~ tltlU 'IItl..J'Vltl'14~ m~ U1'U fll':i fllt'W 'U..Jl'U tW~ tl..Jf1

f111lJ~ tlJ'U fll':i ~flt~1 t'JlJ~ ..J~Ublfl..Jf1ru ~il~1MtlU(l tl~l tl(l~ tlJ'Ufll':it'Jltlffl111miu 'li..J~ 'iI~(ltl tl<u q cu CU

, I A QI ..J
Miller U(l~ Whitney (1999) tlm111 U':i'14'Vll1'U..Jtll'il'il~bll'lJ1':ifl

d rI <} l' .d .::t!jJ,. .c::t Q.I Q.I 9Id.:::t.d .d '6)

(ltltl!(lt'J'UUUUtl(lt'J'Vlli t'Vlf1b'U b(lt'J U(l~fll':it':it'J'U':i':i~UU bflt'Jfll':i!'Vlt'JU1fltlUH'Vlfl'Vlblfl'Vltlt'J b'U
q llJ cu q <u

tl~blll1m':ilJ!~t'J1tl'U1~ U~'iI~1UblllJ1':ifl(ltltl!~t'J'UUUU tl(l11l'l'l1..Jtl(lt'J'Vl.fl ':ilJuuu t'Vlf11'Ul(lV
q q ••

o A ..J A Q.I rI gJ J 'jJo::::t ~ 'jJ.ct Q.I Q.I •

U(l~ m~U1'U fll':ifl1t'U'U..Jl'U Illf..JU':i'14'Vlbl':i':if1bl':il..J'U'U'lJ1111lJ'U'U 111lJ(ltl'14ru~ HbllJHbll'U tl'U tltll..J
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3. f-l~~fll'V'l (Productivity) d~h.aJ1~'j~lU~~(J'Jf11Jlh~iY'Vlfifll'V'l U"~

lh~iY'Vlfif-l" lUf1l'jf-l~~ 'H1Clf1l'jfllrUU,nU'\JCl~ti'jn'il ~"lfU U~'jlf1l'jf-l~~ f1'Jl:JJ~~'V'lCll'il'\JCl~.
~o 9J .c::). QJ rI QI QI 9J

4. f-lUlfllUf-l"~.flUlCV1 (Product Leader) 'V'lI'JJUlf1l'j u"~U'J~m'j:JJfllU..
f-li1~fiUleniJri'Ju1'11fiOJ~Clml:JJ'th~1 'il'\JCl~ti'jn 'illU'j~(J~ (J1'J lf1(Jti'jn 'il~dJu~ih 1U~luf-li1~fiUl en

u q q 'U

~iJ lClfnfftll'HUflYlfYm~'\JCl~Cl~'ffl'Hm'j:JJ~ ti'j n 'il~Cl~f1l'j lf1mu'V'll~ lu 'ffl(J~l'\JCl~1JflfI"~'J 1tJ...
5. f11'j~I'JJU11Jflmm (Personnel Development) fffWfll'V'l ~m~f1'Jl:JJ

t QJ ,:::t 0 QI f 0 d Q.J rI .J 9J
'Vl:JJ~'Vl'\JCl~'Vl'j'V'l(J1m1JflfI" :JJfI'Jl:JJ'fflf1OJ~ Clml:JJ'ffl~'j 'ilU"~'V'lI'JJUlf11'j '\JCl~Cl~f1m G)f~f1'J'j ~ Cl~
•• u

6. 'l1fYUfI~'\JeJ~'V'l,rmlU (Employee Attitude) ~iJ~eJeJ~f1fmilulI11~(J

"I d 0 d ~ 9J q 9J ~ 9J 0 Q.I

'lJ~'l5f1'Jl:JJ'ffl~'j'il'H'jeJ":JJ~'Hm'\JeJ~ti'jfl11 f-l'lJ'j'Hl'j11~~eJ~f11'HUflU'U'Jm~ U"~:JJ1~'j'illU f11'j'JfI... ~

'l1fYUfI~'\JeJ~'ff:JJ1~fllU eJ~f1m ~.y1eJ~'il~fllrUU f1l'j~I'JJU1U,,~tJi''lJtJ'j ~1rr1JflfI"iJ'l1fYUfI~~~~fl ~u..
7. ml:JJi'1JNfI'l5eJ1J~flri'JU'j'J:JJ (Public Responsibility) 1pn11U"~'!1-~f1:JJ

• d. QJ' Q.I rid ~ QI & ~ 9J 0 QI rI ~ 1 'JI6I
~l~:JJfI'Jl:JJ'ff:JJ'V'l'Uti'VlmeJ'H'4u flU G)f~~'jfl11~eJ~f11'HUflfll'V'l"flllUl '\JeJ~~'jfl 'il UfI'Jl:JJ~'fffl'\JeJ~.
ff~All 11~fl1~ ~1Jfl11 UfllJi'lJ~t),rff~fl1JViii~tl fll'j~ l!U U ~lU ~tl~~l n~.

"8. 'ff:JJflm~'H';h~~ih'H'.lJl(J'j~(J~ffUU"~'j~(J~(J1'J (Balance Between.
"Short-range and Long-range Goals) lum~tJBu~~ill'H:JJ1(J'l1~'fffl~'j~fl1J11~iJml:JJ'iifl~~~~f1U

" . "Q.JQ.I rI drJ) d dQl 9J QI 9J QJ Q.lGJ

f1~UU eJ~f1m 'Vlt'\J:JJU'\J~U"~:JJfYfl(Jfll'V'l~eJ~'ffl:JJ1'jm fl1l1'ff:JJfI"'\JeJ~f1'Jl:JJ~eJ~f11'j'Vl~'ffeJ~'j~ f11JtU.
..::::::), ~Q.I-C:l, rI 9J A ~ ~

f11'jtJ'j~ ~:JJUf-l"f11'jtJ {J'lJ~~ lU '\JeJ~eJ~f1mfl'Jm'VlflU fIU"~ ~f1'j eJ~:JJfl'\JeJ~

".at .d ..•1 A 1 9J 9J Q.I Q.J ll]31 I

Balanced Scorecard BSC U 'il~:JJf11'jlJ'j~~:JJU'U 4 f11'UfI'J(JflU flU tflUfl

1. f11'jtJ'j~~iJUf-l"~lUf11'j~~U (Financial Perspective)
n I '" 'JI 'JI

2. fl1':i"Ll'j~~:JJUf-l"f11U'Jflfll (Customer Perspective)

3. f11'jtJ'j~~iJUf-l"~lUm~'lJ'JUf11'jfll(Jlu (Internal Process Perspective)
..• 1 A 9J do 'jJ QI

4. f11'jlJ'j~~:JJUf-l"f11Uf1l'j~'j(JU~U"~f11'j'V'lI'JJU1 (Learning and Growth

Perspective)

"..• 1 A 9J. 9J 9J 'J::1 •.•1 A A d 9J QI QI .at
f11'jlJ'j~ ~:JJUf-l"f11U~1~"1 '\Jl~~U eJ(J1~:JJlJ'j~'ff'Vltifll'V'lU'il~~eJ~mfY(JfI'l5U

lf1f-l"f11'jtJBu~~lu (Performance Indicators: PI) 'H1eJ~iJ(J:JJ~~(Jflfiuil KPI (Key
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" "",I C), Q,I 9J ~.<::lt.ct .d..

Performance Indicators) !!~~f11'jlJ'j~!lJ'iH-l~'Vl.:J 4 ~l'W ~llJ!!'W1'f1~!!~~1'fif11'j'tlfl.:J BSe 'W ~~

9J.d.. dt 1 9J Q,I 1 CjJ Q.I -Cl,QI Q.I tI tI
~fl.:JlJmllJ!'l5fllJ !t1.:J~fl~'fI~fl.:Jfl'W !!~~fjfl !t1.:J!'tIlfl'IJ1~t1'Vlff'W (Vision) !!-n~fl-n~'Vl'fi (Stratcb'Y)

rI ~ rI ... I.Q, ... I.Q, Q.I,Q, tI ~ ..• 1 .Q, cg 0 d
'tIfl.:Jfl.:J'fIm !lJ'W1;!'Wt1flm.:J f11'j lJ'j~ !lJ'Wf·m f11'jlJ {l'IJ~.:J1'W'tIfl.:Jfl.:J'fIm'l1 'j fl f11'j lJ 'j ~ !lJ'WfN'fI11lJ ~ln 'il

'" ')J <'l "l ;: ~ ,I '" OJ ')J ')J
'tIfl.:Jfl 'ilf11'j~1t1!fl'jB.:JlJB'tIB.:J BSe 'W !lJ'Wf11'j'\ltllt1lJlJlJB.:J'\IB.:Jf11'jlJ'j~ !lJ'Wf-l-nb'l1fl11.:J'\I11.:J,

fl'j B'IJ'fI-nlJ ~.:J.tll'j fl 'il~~hf1 tu ~ BmllJffl!1 'il'tlfl.:JB.:Jrlm 'JJ1fl~.:J~'W V'W!1J'Wf11'j ~fl ~'fI~B.:J fl'IJ~.tl1'Yi ~
, u

. "
lf1'j.:J~fl.:J 'I1'JJ1t1~.:J fl-n 'fl~l.:J "l yheB l,.r!fl~f11'jtll'11'W~ !!-n~f11'j~l!'U'W

31 rI ..• 1 ' 'j/ d at , .Q, , lJ) Q.I

f11'jm'W fl-n~'Vl'fi !!-n~ f11'jlJ'j~~l'W .:Jl'W'j~ 'I111.:J.:Jl'W~llJ'I1'W1'Vl!!-n~'I1'jB'I1'W1t1~'j fl'il~l.:J "l fl-n! fl~.:J

"flcil1 'il~1I'j~ flfl'IJ~1t1mllJffm~'W ll!1J'Wih~'IJ9f'W 'tIB.:Jf11'jU.:Jfl'IJUqj'l51 'Wlt1'1J1t1 'JJ1~'jil'W !!~~

..:::l ~ • 'jJ 9J' ,
'j~ !'IJtI'lJ1'fi f11'j ~1.:J "l !!-n~ 'j~'IJ'lJf11'jm'IJ'flm~'IJ'IJ'\Im;J-n !!-n~ f11'j m~ 'illt1't1B'l;Jm~'I111.:J'I1'W 1t1.:Jl'W

.tl1t11'Wfl.:Jrlm (Bourgeois, 1999: 260)
'r ')J '" • 'I ')J '" • '"
b'fl'j .:J~'jl.:JB.:J'fIm 'il~flB b'11!fl~mllJ!!~fl~l.:J'Vl1.:JmllJ'fI~!!~~ !!'IJ'IJ!!f-l'W

11a U~ ~!!~ fl~ 1.:Jfl'W'j ~ 'I1'il.:J 'I1111t1.:J1'W~ llJ'I1U 1~ 1'WB.:Jrlm ~.:JnmllJ ~1!1J 'W~ B.:Jom'W ~ fl-n , fl..
f111lJ~1lJlifl (integration mechanism) !~m'~BlJ lt1.:JH~1t1fl'W fl-n 'fl~.:Jflcil1m'ilYhl,.rl~t1111

". '" '"~1.:J "l ~.:J'W (Hill and Jones, 1998: 372)

l. ~~1,.rnlflf11~1'Wf11'jYll.:Jl'W~1lJfl'W (Direct contact)
'I n I 'I ')J '" .J 'I ••

2. lJ flU'I1'JJ1t1U'Vl'IJ1'Vl!'Wf11'jlJ'j~ ~1'W .:Jl'W!'11flUUfI'fI ~ 'I1'W.:J!'W!!~ -n~ 'I1'W1 tI,

.:Jl'W (Liaison role)
" ..

3. ~~~.:J!1l'W'I1111t1.:Jl'W!'U'Yil~ fl'il'illfl'l1111t1.:Jl'W~1.:J "l !~B'JJ1Yll'11Ul't:imh.:J

'I • .J. '"
!~fltll.:J'I1'W.:J'j1lJfl'W (Task forces)

" ., .
4. ~~~.:J!1J'W-vi'JJ.:Jl'W (Teams) -vim1'j!~B-rUN~'l5Bu1IaU~'I1Ul-vimh.:J 1~

B ~l.:J'I11i.:J !''If'W Yi'JJ.:Jl'WTII'J.l'W1~lt1f-li'l~i)rucvlt '111i ~.:J'il~nfl~lJYll.:Jl'W'JJ1 'illfl'l1111t1.:Jl'W ~1.:J "l

(cross-functional)
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~fllJru~'O'lr1m~nfll'jU~'\11'JLrllH~ft' (In search of Excellence) L~'Olti

Lfl~fll1lJb1'llJTHll'Ufll'm~'l9J'U~llJU'Ul~~'\ItJ'l Thomas J. Pcter and Robcrt H. Waterman, Jr.

'" OJLfltllflU
"• '9J C!Q.1 Q.I' liInld

McKinsey 7-S framcwork flmll1~'O'llJ"'flllru~~'l~tJ nJ'U

l. Structure 'l1JuUUt1tlU41tl 'fj'J'JlJ~l n'Vi1rfl'll'Ufll'Ultlfll'J~ltl~ n

, , .,
1St9J 0 Q.I' 9J 0 A d. do .d ~

2. Strategy ~'\1fll1lJb1'lflOJ~tJ~flfll 'VI1~'jfl'il'YHGlml'1510JLW~tfltllt'UtJ'I

3. Staff nflb1''J~1'Ufll'JY11'l1'Unfll1lJtrl'Ui!'U~h'U t~mmN~~ l~tl

9J A .d. 9J o.d, '9J f A Q.I,Q,

4. Style ~U'J'\11'JlJml~~'U1 lJfll'J1.l'lL'U'Ufll'J'UOU~
c:.t ~ dd. .dA,o::i A ~ d

5. System m~UU!W~l'fjfll'j'Yl~ lJl'fjfll'JUUU1'Yltl1ft'1b1'~'Jm~uu

6. Skill nfll1lJb1'1lJ1'Jtl nfll'J1lm-l'U~nJ'U11~
.d dtd", '0 ~ ad '91'

7. Share Value lJfll1lJL'I5tJlJ'UdlfJrufll'il~'UllJ1C)f'lmllJb1'lt'J'il 1.l'lL'U'Ufll

Change & Perform Organisational Redesign Service (http://

9Jdl "'- 1IJ9J· _I'
www.organisationalJedesign.html[t.\lltl.l 15 'VH)ft''ilflltl'U2546]) ~~flmlb1'~1Jl1 fll'J'O'Ofl

(/ .dd 9J I 9J 9 'jJ Q.I .d Q.I ~ ..•I A Q./A 1 9J d G) 9J
UUU'O'lflm'Yl~ ~'O'l1.l'lL'U'U~'\1'V'l'Ufl'll'UlJ'YlfllJ~U"'~mllJ'l~'Ufll'j1JOU~'ll'U ~~tl~tJ'llJfll'J t'\1

fll'Ul'ilUriN~~ fll'J tt"'~'V'lirfl'll'U 1'Ufll'J ~~ff'U 1'il ~'lLrI'U~'I~ltrl'U~9fltl'JtJ'lfutJ'lr1m ltiY11'l1'U
'"

Feldman (http://www.organisationalJedcsign.html[L.li.li1.l 15

'V'lt:)ft'~flltl'U 2546]) flcilT:h l11lJflm'lmllJiu~tJ'U'\ItJ'lb1'ml~ Ul~~tJlJ 1'Uml~iJ'tl ~-U'UlJ1flflil
d ~ "I ei "'-OJ dei'; 9J d OJ 9J IIJ_I"I d
'YlL1J'U~'UtJ~~ U'JlJ'Yl'YllJ~flHb1''Jl'l'Yl~ltl~l'il~~'O'lb1'tlJb1'mtlL1J~'U'Ylb1'~

'" " q

"2) fll'J 1Jf U~'0'J~uu1J ~-U~'ll'UU"'~ fll'J1Jfu tJ'lr1m 1tin '\I'U1~ t~fl'" 'I

U~rJ'Yl'ffl'U1mu~tJUb1''UtJ~~'Ofll'Jt1J~tl'Uu1J"''l'\l'O'lb1'ml~Ul~~tJlJtlfl" .
b1"I1b1'lnlJ (Hill LW~Jones, 1998) l~tll~ 3 U'Ul'V11'lfltJ

W , . ~

(1) fll'J1Jfu1'O'J~UU (reengineering) LrI'Ufll'J1JfUt1J~tl'U1~~~11'l

'J~UU'\ItJ'lm;:;Ul'U fll'J~ltU'U'fj'J fl'iltJV1'ltltJ'U'JlfltltJ'Ulfl'U L~tJltiu'J'J'" N"''OVWfflrlW1'U~1'U.. "

http://www.organisationalJedesign.html[t.lltl.l
http://www.organisationalJedcsign.html[L.li.li1.l


25

(2) fll'J1Jf'l.H1J~t1'U1r)j .:jb1'h:ull'U f11'J1JflHWI"U'\..n~ (downsizing)
" . "

u~::;1JflJb1'ltltll'J'JJ'.:jfl\nJqJ9l'lt M'~'U~.:j (delayer) U~::;tll'J t ~1 fl'J .:jb1'~l.:jL~mDfltM'Lfl~tll'Jl11.:jl'U

mh.:j1J'J::;b1'l'U.:jl'Un'U"Ufl.:j~ltl~l.:j"l t'Ufl.:jflm

(3) 'Ul\91mnJ Lll'Utll'J~fl.:jflmLU'Ufn'Jt~11f)lJ::;u~::;'Vlf~t11m~1.:j "l

L~flb1'~l.:jt M'Lfl~tll'J ~~ U~::;1J'J::;~lJ ~~ .:jtl1li L~fl\91fllJ b1''Ufl.:jWJl:IJ~fl.:jtll'J "Ufl.:j~ f)~l~ L1J~t1'UU1J~.:j~ ~
, d '1 q '}J ,.,. d ~ QJ 0' ~.d d

flt'Jl.:j'Jl~L'Jl b~mQ~l::; b'U~l'UL'Vlflb'Ub~t1 U~::;N~\91ilWC\'lU~::;lJ'Jtll'J'Vll1~lf)'l1mmm::;:lJflWm~.
,

"" 4 OJ2.2.6 UU'JfI'JUJflVllflffJfltJ benchmarking

Benchmark l1'lJltl~.:j Lti.:j~b!~l1~fl~~b!~ (Best-in-class) 'J::;~lJ 1~f) fl'U

'il::;Lllmr'UUlJlJ~ 'il::;1~1~L~eHmtl'l.H'¥itllJfll1:IJb1'1'lJl'Jfl"Ufl.:j\91'Um.:jril'U Benchmarking ~ fl11l tll'J

1'Utll'Jl~u~::; LmtllJ L'¥itllJNi)\91JlWqf lJj f11'J U~::;11ltll'J1J~'JJ'~n1Je).:jfl m~b1'l'lJl'J fll11 i~~f)il
L~e)'wlN~ tll'J LmtllJ L'¥itllJ'lJlt~t 'Utll'J1JflJ1J'J .:jfl.:jflm"Ufl.:j\91'UL~flli.:jfll1:IJLll'ULi)ft''Vll.:jTJ'Jfl 'il U~::;...
Best Practices ~ fl1n tll'J1J~'JJ'~~l11t M'fl.:jflm1J'J::;b1'lJml:IJbhL~ 'ill1~flfll 'ilf)cill i~il~fl11l tll'J~

o 'I 91 ", ~I "" '<!l 0 0 lJ], I' 91 91,d ?I
'Vllbl1fl.:jflmbj'fll11Hu'Umft' f)mlflflm~lJl'Utll'J'Vll Benchmarking 'Ul bUbj'tll'Jfl'U~lJfj'VlLlJ'U

Bcnchmark l1~fl~1J~'JJ'~i~~~b!wjlLll'Ulm U~~~~Lll'U Bcnchmark b1'l'lJl'Jfl\91fllJf11m:IJL'Jli~
" I 'j/

il Best Practices 'l1~fl1~tll'J1J~'JJ'~'¥i~'¥ib!~'¥ith i1J~fll1:IJLll'ULi)ft'ir'UL"U1l11i~fl~l.:j h (1JqJ~

1JqJqJlfl'il U~::; f):IJ~l'J'JW ffj~lU9l' 2545: 11)
" .

Benchmark l1'lJltl~.:j ,J'U\91fl'U'¥itll'U'J::;lJlJl'U tll'J~'U 11l11ltll'J U'Ul1Jfi1J~
I • 'I , " 'j/

tm::; m::; 1Jl'U tll'J '¥i~'¥ib1'flflth<J~ mUfl.:j bb~::;'\.hdl'U '¥i~'lJlt ~1Jf1J U~::;~ lLU'Utll'J \91l'Wff<J'¥i~'¥ib1'~ir'U..
~ '" "" 91 91 "" """" ~ ?I 910'1 0<l!f.:jDavid T. Keams flfl\91111'l1'UlflW::;NlJ'J'l11'J"Ufl.:jlJ'JlJ'VlXerox <l!f.:jLlJ'UN'Ulb'Utll'J'Vll~ ~

Benchmark ~nfll1:IJ~flt~'UL9f'Ut~t11n'Uil tll'Jl11 Benchmark Lll'Um::;lJl'Utll'J~mdfl.:jl'Utll'J

l~Ni)\91JlWqf lJj tll'J U~::;tll'J~lLU'U<Jl'U "Ufl.:jTJ'Jfl'il nn t'JlJt'¥itllJn1JfiWlj<J~L~:lJU~.:j~b1'fl'l1~fl. ~ .
lJjIJ'Vl~ i~flJtll'Jtlfl:IJflJilLll'U~'\.h 1'U~\91b1'll1m'J:IJ ~<J'il::;nril'U1J'J::;m)lJ~ftlfiqJ (Key

91 <!l "" _~ '" • ,<l ""," 91 <01 'IElcments) 3 fll'U flfl tll'Jl~ LlJ'JtllJL'VltllJu~::;ml:IJ\91m'Ufl.:j (WU~~ L'il:IJb1'b'JUlJ'J fll.:jfl.:j b'U
Q.I Q.I d Q.I'"

W{]~~'UTJ L"U'il'J'U'U'Vl'U2545: 52-54)

I d ", .....1 q 9J0 • d d , d
b1'1'U LlJ'l fll'J~fll"l (2544: 21-22) b9l'f1l11 "tll'J L'Vltl1JLflt'J<J-U"U<J~"U'Vl'U

Benchmarking ~.:jn1M' fll1:IJl1 'lJltlb1'flflfl~ fl<Jn'U 1~ t1f)cil1il L1l'Um::; lJ l'U tll'J ~ L~ t11~ fl.:jnlJ

iJ'il~t1 3 1J'J::;tll'J ~eJ

1. tll'J Lm t1lJL'¥itl1J1J'J::;ff'Vl~m~u~::; m::; lJl'U tll'J n1J~leJ~l.:j~~ 'J1:IJ~<J
, "

tll'J L~t1'Uf'¥i1~flLfi'U'illf)~leJ~l<Jir'U"l
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2. tll'jt1UlJff1..rU 1,rLfl~ f1'j~lJTU tll'J L'j tI'U~~ 'iI~U1i Uritll'Jff~l..J'flru filUn
q 'U 'U <II

~tlr1'1~1t1tll'J~I'JJ'U lU~~U~1JU'J ..JeJV1..J~eJLaeJ..J~ .
~I '" 1 0 '" d • 1~ 0' '" '" <; d ~3. tll'JLu'U111 'ilff1'flru'Vl'il~'1f1t111eJ..J'flf1'jfflm'Jm~..Jm'U !eltllff'Vl'il~ff'Jl..J

"

mil1 1~tlff1U Benchmarking 11mtlf)..J f1'j~lJ1'Utll'JLmtlmVitllJ/'}~N~

N~~nru en lJ1 tll'J U~~ tll'J ~lLU 'U..Jl'U'tIeJ..JeJ..Jf1f1'jfiu ~ ..J11~eJ~U 1'Vl1..JTi'Jfl 'iI~nu 'J~ff'Vlll.fll'ViU~~~ ~ .
U'J~ fflJ NmhL~ 'iI~~f1il l~tllL'fl'Jl~"j~'Um..Jiln 'iI~eleJ'U/'iI~U~..JeJV1..Ji'J Lrlmm tllJLYitllJfllJeJ..Jf1m

q q· ".
~'U1'UU'J~L.fl'VlL~tlJfl'U'Vi~mJ'I1..JV/'iI1'Jrulff1L11~Yiyhl,rL~'U 'iI~eleJ'Uun1U lN~'tIeJ..Jtll'J Lmtl1JLYitllJ

• q

ml ~ 'Utll'JU~lJU'J..J U~~~ rlJ'UleJ..Jf1f1'j'tleJ..J~'U1,r'l1~LYimJ11~eJm{teJileJ..Jf1mfiu~..J 11~eJeJ..Jf1f1'j~. ~

L~'U\~''UulJlJL~mj..J'fl1l:IJL~'UL~ft'1'UTi'Jfl'iI 1~tln1~ tlU'J~ ff..Jf1m1tl $leJ ~eJ..Jtll'J~I'JJ'Ul/U~lJUH
q <II <II <II

I " 9J I

'flU!.fl1'Vi'tleJ..JeJ..Jf1m eJV1..J~ eJL'UeJ..JL'\'~eJLV/:IJU'J~ ff'Vlll.fll'Vil'U tll'J ~lLU 'U..Jl'U 'J1:IJ'I1..JLV/:IJ~~ml:IJ·
fflm'Jtll'Utll'JU~..J'li'U'tIel..JeJ..Jf1f1'j er'U'iI~Uli U~tll'J~~~'U11'U/fil1~~1t1~1..J "1 'lhmV/:IJ

U'J~ ff'Vlll.fl1'ViU~~ L 'Vl'fltJ'fll 'Utll'J lJ111l'J 'tIeJ..JeJ..Jf1f1'j

'JTU lffitltl~ (2543) tlrinf)..J ~Ul $lel ~~fflm'Jtlif1'i1..J11~eJ lum!11
q 'U 'U 'U

"l 1 ~"" "" 1 jJ jJ~ ~ 'jIl jJ Q.I QI Q.I '" f.c:r. Q.I.<::::::t. 1 fj/ 0 d Q1 •.•.I 0' 0'

11'JeJ '1feJ'VlTi'Vi~11fJeJ'U11'JeJfJ ~lJ..J'fllJlJty'1flu lJlJ~..Jl'U 11fflL'J 'iI~1:IJ1~qu'J~ ff..J'fl'tleJ..JeJ..J'flf1'j U~~

"91 0 ~ ~ oCt, 91 0 1 19loC:l..c:r. ~ e3, 0 1 ~ "" 1
.fl11~fJ'U1 11mtlm f1'j~lJ1'Utll'J11'Jel'Viq~f1'j'J:IJ'tIel..JfJ'Ul 'Utll'J '1feJ'VlTi'VI~11'Jel'1f'Ul 11ffm'!ftl 'U

tl~:lJ11~eJ€1~1J..JrilJ1Jty '!flU il1J~ ..Jl'UL~ellJ'J'J 'lNmhL~ 'iI'tIeJ..J..Jl'U

~ 0 ~ '" 1 "I"" " I '" ~ 0 '" "".fl11~ N'U1LlJ'U111'iI'tIeJ..Jtll'JLu~mmu~..J11'JJ'U Ti'J'J:lJN'Ul U~~11'JJ'UTi'J'J:IJ'Vl~ ~

~..JLU'UYi:IJ..Jl'UL~'U~..J~fifl'U~ 'iI~Yil1,rLfl~'fl1l:IJfflm'Jtl~L~'U~~el..Jtll'J'tIeJ..JeJ..Jf1f1'j U~~Ul'Vil i uri· ~ ~
o '" 1 ~'fl1l:IJff1L'J'iI 'U.fl1t1.fl1'fl11'Ul(Ulrich, 1998) .

2.3.2 1UU'lJU'YeNil n::N'u1iM 17mflc;)rrJ m1AflRfJun lJfl 11u.y.Jifu'U 'U

•• 'jI 0 'jI& QI d'd 91 ~ lIJ gJ&
Ulrich (1998) tlm111N'U1'i1~'JmN~~'ViTi'VlL'tIl~eJ..Jtll'J'fleJeJ~!'J U~~'Jtl..J~ ~ ~

I I , I <j/

l1iYitltl~eJ..JYi'iI~Yil1,rLfl~N~dlL~ 'ilLfieJUliuriml:IJ£J..J~'Ul'U 4 ~1'U ~..JU~ ~

1) ~l'U'ViUml'U 1~tlff~1..J'ViUml'U~n'fl1l:IJfflm'Jtl U~~'ViUtl..Jl'U~n

'jI 'jJ 'jI 0 'jJ 0 1~"" .
2) ~l'U~tl'fl1 fJ'Ul~el..J'Vl1mtl~ Customer Share mtlt1Jl Market

Share
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'J/ 'J/• 'J/ 0 'J/ 'J/ 'I 'J/'J/ 'J/6I. 61. '" '" '" '" '"
3) ~lU~j1lJ'¥JU ~UWle:J'H"jl~ m~~~'¥JU'tfff)fl~.flll'll'l'ilUe:JU~'\Je:J~UHj'Yl

99/ QI 9J.a.
U~~ mf)1jffUUff'4U~lU~~U~~'¥JU

4) ~lUe:J~f1m ~ih~e:J~d~ff~1~1~UTijjlJ~\1f)~e:J~~'il~'vhl,r1pn'il'\Je:J~

U~ lJ'Ylll j ~ ffUfl11lJ -ffl~1'il~ llJ ~iJl'\1lJ leJ 1~ eJ1~~e:J~e:JlfteJfllj 111'\Je:J~~111~ ~ e:J~n~1
"

~n. t QI •.• f • Q.I cl 0

e:J~fluj~ f)e:JU'\1~ f) 3 uj~ f)1j'\Je:J~fl11lJffllJ1jfl'Yll~ f)1jU '\J~'\JUCIf~'il~Ul

ad, tI ~~ .a. ~
fl11lJffl~j'ilbJ'e:J~flm (Zwell, http://www.amazon.com [~'\Jlfl~ 15 l'lqrY'ilf)1eJU 2546]) fle:J

'J/ 0

1) mllJffllJljfl'\Je:J~~Ul
"

2) fl11lJffllJ1jfl'\Je:J~l'lirf)~lU

3) j~~UmllJ ~.,rlJ'\Je:J~1~U TijjlJe:J~f1 m~ 'il~ri ~~ff~lJ H~~yh 1,r~n~mllJ

ffllJ1jfl'Yll~f)1j U~~'IlU 1Uj~ flUff ~ff~" . . .
A ~.r:::( .c:::I 9J Q.f r 9J 9J

2.4 H'U1fl11lJflVlHt't~'VI q'tJ ~ 'VI~fUJ1 'IIel~f)'Uf) 11lJ ~~'U'U~f)fll Ht't~V1t'tlVl
, ,

'" 44 jI V

2.4.1 mJ'Jf11lUflVlfUftfJ1'IJeNftUfn'if1l(J 1V1

AA gJ & Q.J ~ •• A dq 91

rYj1jjru U~~flru~ (m~fl~lu llj~.fllj~U 2545) f)m111 ~jf)'il'Yl m

A 9 jI •..• 1 ~ • d QI.a. 'jJ cl
Ujf)1j'il~ L'lfff1Uuj~fflJ'Yll~fllj~m~ (Marketing Mix) '\1je:J 4P's ~'lfU~~W1f)UffUfI1 G)f~

llj~f)e:JU~1eJ 1) r-l~~i1ruq1' 2) jlfl1 3) f)1j~~~lml1eJ 4) f)1jri~~ff~lJf)1j~m~ ~~~~Ue:Jf)'illf)

t <j/QlgJ QI dt ~dt AA cl 'jJ ~ Q.I &gJ

UUU~1eJ~~e:J~mrYmflje:J~lJe:Je:JU"l ~l'llJ~~lJ G)f~llj~f)e:JU~1eJ 5) 1JflfI~'\1je:Jl'lUf)~lU G)f~~e:J~

'" '" "l ~I 'I "j 'I 'J/ 'J/ 61. 'I 'I 'J/'" 'J/ llt 'J/ "l
mrYeJflljfl~~~e:Jf) flljv.lf)e:JUjlJ fllj'il~ L'il ~l'le:JL'\1ffllJ1jflffjl~mllJl'l~l'le:J L'ilmf)U~f)m L~H'\1Ue:J

" "
f1U~~'IlU l'lirf)~lU~e:J~lJmllJff1lJ1jfl lJf1rYUfI~~~ ijfl1llJ~f1~~~lJ lJfl11lJffllJ1jfllUflljWi'
"

~ j) ,.a. 9 91 t Q Q.I' 'jJ.d 9J 0 QJ

uqJ'\11 U~~ff1lJ1jflffjl~fI1UeJlJ Ll'! Uf)UHJ'Yl 6) ~W~lJflljffjl~U~~ U1~ffUe:J~f)lIru~'Yll~flleJ.flll'l

(Physical Evidence and Presentation) lf1eJl'lmeJllJff~1~flru.flll'l1f1eJj1lJ (Total Quality
QJ •• <J 9J QJ QI 991A dt

Management) ~1e:Jm~~'lfU L j ~mlJ~e:J~l'l~Ul~f)lIru~'Yll~flleJ.flll'l~~~~ 'tlluuu fllj L '\1Ujf)1j ~l'le:J

'J/ • 'I 'J/. 'J/ llt·. ?I 'J/ d "l n I '1 ",,,j
ffjl~flrufl1 mUf)~f)fI1 LlJ11'il~~1JUmUmllJff~mfl mllJj1f1~j1 '\1je:J~~uj~ LeJ'lfUe:JU"l

'" "j • 'I 'I 'J/ '" '" 'J/ llt 'J/ d n I '" 'I 'J/7) lJm~U1'Wmj~l'le:Jff~lJe:JUflru.fll'Vi LlJf11j mUjmjf)U~f)fI1 Lm1f1~j1U~~uj~'YlU L'il~f)fI1. " "
o de QI 'jJ ~.at, l' ~

mllJffl~j'il'\Je:J~mj'iJflmjfllUfllj~mfl fle:J mj~~U L~'\Je:J~eJe:JfI'\JleJ '\1je:J

'" .
ri1lm~~~mfl ~\liru mjU~'\1ljmj~mfl'¥illj~ffUmllJ-ffl~1'il ~e:J~lJf)mJ'Yli'~lUmj~mfl'¥i~.

'I 'J/"j "l 'J/ '" "j 61. 'I
mj LGlHflje:J~lJe:J4P's ~e:J~lJfllj11~Hr-lU~l'le:J~e:JUffU e:J~mllJ'Vi~'Vie:J L 'il'\Je:J~UflfI~ U~~Ujj~..
Q.J,...I d' tI 9J Q.I t . d d. ~ 9J d 9J 9J 0

1~fluj~ff~fI'\Je:J~e:J~flmfl1eJ ~~UUf)e:JU'Yl'il~lJmj1l~U~U 4P's 'il~~e:J~~jlJ~Ufl1eJmjf)1'\1U~.
'" '" _~ 'J/ '" "j 'I 'J/ _~ '" n I '"U~~ 1 ~flj l~ '\1~ ~ l~~1Jl'\1lJ1eJ Hm'Vi ~U lUr-lU mj ~ ~ l~ ~'We:JL'\1~ m~~1J l'\1lJ leJU j j ~ 1~ fluj~ ff ~ fI..

'" 61. 'I 'J/ 'J/ .J '" •
'\Je:J~e:J~flm H~~ffUe:J~mllJ'Vi~'Vie:J L'il'\Je:J~~f)fI1 4 f11U G)f~ Robert Lauterbom ~jeJf)1l 4C's

"
n I 'J/ 0 ?I 'J/ 'J/ 'J/ 'J/ 'J/
uj~f)e:JUfl1eJ fl1llJ 'ill~1JUH~~mllJ~e:J~fllj '\Je:J~~f)fI1 ~U'YlU '\Je:J~~f)fI1 fl1llJff~~1f)'\Je:J~~ f)fll

qJ q 'U 'U

http://www.amazon.com
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Hrl~f11'j~~~fl~rHn'jnUrlflri1 1~t1~u1'HlHifl'llLfl'j1~,1 3C's ~~hriru 1~wi fiH'li'l rlflri1
'U cu f.J cu 'U

Hrl~lLm1~'I1~1Lfl'l Hrl~~fl'lnflWn1 STP 1fi'Hf1 f11'jHu'l{hu~m~ f11'jtll'I1U~~m~Lth'\11Jltl

Hrl~f11'jtl1'\1U~~1Hml '1'Yll'lf11'j~rl1~ L~ml1 f11'j11'1HVlUflrl t1'Vl1l'Vl1'lf11'j~rl1~ ~~nll'j~ ir'Vl1lfl1'W•
.J 0 '1 <JJ d' '" I "' 0 IL I ' Ii) <JJ • ~ ' "' ,
CJf'l~~'Yll '\1fl'lfl m Lfl~fl111Hn1Jlnl'Yll'lf11m'tl'l'tlU Hrl~m! lJ{1'ml1J !~LlJ'jtlU'Vll'lf11m 'tI'l'tlU~fl

'"
111

<JJd/'l Q Q.I~ Q.I

Stephen King (fll'ltl'l U U~t1{1'l'j mba, 2002: 80 l!UUL~flU1jU11fl1J,. "
2002) 1fi'mh10'lml1JH~fl~1'l'j~w;h'liruri1nU~'j1iruri1 Hi1 irUri1 '\11JltlO'l ir'lYirlflri1cJffl

'"

U'Vlfl111J~lfl Bonner Consultants Inc. (www.bonnerconsultants.com.

[L'li'lO'l 15 'Wt]fl'~f11t1U2546]) mil 1Hi1 f11'j~I'JJU1~'j1~-Hflmh'lnll'j~ir'Vl1lVlrl Hrl~f11'j~lL'WU

f11'j~11J1fl'j 'l f11'j{1'11'l~'j1~-HflflV1'lL'UUVlmhL~~ 1~tI'1~t1ju ff1U'\1ii'l'tlfl'lHVlU f11'j~fl{1'l'jO'l

~ flri1 ~~"lf1t1'l-H1~1u Vlrl~flUH'VlU~rlfl~'j~t1~ it)~m 'tIfl'lVli1~firu cn1~L~UflV1'lLLtlUflU

f11'jJJ~'j1~-Hfl~LL~'lLLN fl1'jJJHU1'Yll'l '1u'li'fl~fl11lif
, ,

~ Q.I a'lJ) 9J Q,.I '1 QI ..::::td. d I 9J
1. {1'11J1'jtl{1'flflWlrlfl£Jru!~~'j'l~~"Jj'~L~U U'VlU'Vl'Vlmu LLrl~"Jj'1t1{1''j1'lf11'j•

t1fl1J1iJ'1U~'j1~-HflLrlm1mf.hu 111

2. {1'11'lml1JL~fl~flHrl~ml1JL~miu1~

<JJ 'l9Jd 0 Q Q d
3. {1'~'VlflU '\1mUHU1'Yll'lf11'j~lLUU 1j'jfl~Lm~fl111JL"Jj't11"Jj'lru

• v

4. {1'11'l'1,rLn~fl111J1fi'Lmtlu Lm~JJVlrlm~'Vlumh'l{1''l~fl f11'j~~iru '1~91'fl
'"

d<JJ.J?td", d/'l <JJ ?t?t <JJ

~'j 1tl'\1flCJf'lLlJU'VltlflmU Lm~'j ~rl fl !~ t1~flm ~~LlJum ~LlJUVlrl{1'fl~fl rl fl 'I
" ,

nu Vlrlf11'j~lLUUf11'j ~'lUUriflU f11'j{1'!1'l~'j1fhrfl ~~~fl'lJJf11nl1f11'jl ~t1 Hrl~Yl1ml1JL'li'1'1~ '1U
Vlrlf11'j¢hLUU 1j'jn~ Lm~ Yl1f11'jtl1'\1U~11'l~lLmtl 'I'tIfl 'l1j'j n ~'1,rm1Jl~ {1'1JL~U f11'jL~1J~Uf1flU••

1) fll'jn~~ff1riru'tlfl'l1i'jn~f11'j'l,ru1f11'j (1I'j~fll1\9l'U e11'lO'l Kotler
v •

Hrl~ Annstrong, 1996: 666-668) mj'lflflflL~U 3 ~lU 1~Hf1

(1) f11'jL~1Jfl111JH~fl~l'l ~lflfi LL'li'l'llU 'Hlfl1i'j n~'l-HU1f11'j1~~fl'l f11'j'" .
H'li'l'llU~lU'j1m ~lL~U ~fl'lYl1 '1-HU1f11'jLL~fl~l'l ~lflfiH 'li'l'llU~1111 1~t1~~1'jru1~lflml1Jm~

'"
QI <jJ ~ ••• I <jJ Q d 0 4 QI Q.I d I

'\11'l'tlfl'l~flm CJf'llJ'j~flflU~1t1 U'j f11'j'VlmL{1'Ufl 'j11JtI'lrlfl£Jru~'Vl1'lU1~m'j1J'VlLL~fl~1'l~lfl

fi LL 'li'l'llU~1 111 f11'jff 'l1JflUU1f11'j Hrl~fll'Wr:rfl£Jru'"

http://www.bonnerconsultants.com.
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(2) f)1'HVlllfJrum'W'tIfl~f)11'U1f)11 ~ ~blll'1ty'\1rl~ 1'Uf)1n,.fl~mlll

U~fl~1~'tIfl~li1 n ~f)11111'U1f)11 ~fl f)l11 fllJ11:;:f!'U f)11111'U1f)11~b'\1{1flfl11fiu ~~.u'U1f1t1bff'Ufl...
flrum'Wf)11111'U1 f)11~11l~~miJl1i~'\11~ 11· ...

(3) f)11b~1l1h:;:ff'Vl~m'Wl'Uf)11111'U1f)11 (Managing Productivity)
" . "

ff11Jl1tlvh 1fi' 7 11i ;jfl 1) f)11111'W'wml'Uvh~1'U1Jlfl~'U'\11flnW;1l1J951'UltybVlll~'U 1mJ~lfJfil

~l~b'l'ilb~ll 2) b~1J1J11Jlruf)11111'U1f)111f1fJf)11fJflllb~fJfJrum'W'Ul~ri'J'U~~ 3) b1J~fJ'U'U1f)11111

bll'UU'U'U~\PIffl'\1m111 1f1t1b~llbfl~fl~{jflb'li'llll"lf';W U~:;:ff11~1Jl\PI1!,1'Uf)11111'U1f)l1 4) f)11111.. "
'U1f)11'¥i11J~flf)111i''U1f)11'\11flff'U ti'lB'U ~ 5) f)11flflflU'U'U'U1 f)11111n1J1:;:ff'Vl~m'Wlllfl~'U

'I ~d 'I ~ 'I ~ ~ A '" 'I~ '1 '1 '" ~6) f)l1 ~'\1ff~~~~~~flfll ~'\1~GIHbN~1'Ub'tllU'Vl'UUN~1'U'tIfl~'U1lJ'Vlbb~:;:7) f)l1 ~'11b'Vlfl~'U~~tIb'tl11Jl

''If'1t1b~llffflmll'W l'U f)11'U1f)11
'jJ 'j) • I

'I1~i1li1 n ~l11'U1f)11'¥i~fl~ f)l1 bVlll1J1:;:ff'Vl~m'Wl'U f)11111'U1f)l1 ~fl~.
"

1:;:irfl1:;: 1~11il11bnfl t·m m:;: 'Vl'U~ flfll'W ~ fllJtul 'Ubb~f)l1 ~ flflrufll'W 'tIfl~ f)l1 'U1 f)l1 1'111'l1~EJ~fl~.
~ v J/ Q./ Q..f r!

2.4.2 1:::UUU1nl1fJVlfl11gflfl1fJU'WU1i Customer Relationship Management

(CRM)
liJ ~ , liJ~ 'I "l liJ "j '" dPhilip Kotler ~flflm'1 n ~'Uf)111Jl'UnmfJ ~'Ubllfl~ ~'VlfJbllfl'1'U'Vl 19

I A.d tI gJ Q.I ~ q iI iI Q.I AA d~ A Q.I

~mflll 2544 '11ff~'Vlfl~flflH:;: \PIfl~'W1'JJ'U1b'Wflb'I1ffflflfl~fl~fl'UfJflfl ~\PIfl~flflfl 1:;:'U'U'U1'\111~fI f)l1· .
~flti'liY:IJ'~\!1r (CRM) ~ fl1 fi'11bll 'Ubfl~fl~{jfl~~bl1'\11 'Uf)l1 \PImfl ~~:;: ff11~fl '11111J1:;:'I1'U1~bm:;:... " .
bVillfl '11Wl fl~l 'U\PI11ff'Uti'1 bb~:;:ff11~ iYll~'W li m'W fl'U~ flti' 1 'I1~'¥ibll'U\PImflli 1n m~fJlfl'U!!~:;: ~ flti'l.....
1'U\PImfl~'U11flfl fi"W1J1:;:1fJ'11i1'\11flflrufi1't1fl~ CRM ~nll1flfl11f)111fllJ1~flti'1'Ihmj''U li1n~

o:u q <u q, q. "Q.I 0 q9l~~ 91 'eilgJQJ ~A 91 t:9 A AQ./lIIi1.ct

fJ~ff11Jl1tl'U1 CRM 1Jl ~'11b'Wflfl~~flfllbf)1~'\1fl~'U1JlC]mff'Ufl1'\11fl'U1f)11~lfl'U1lJ'Vl ~flflfl \PI~flfl..
'I ~ ~ "'1 ~ 'I • ~ A 'I ~ '" '" "'''' • <!l '" ~~'U ~'11b1J'Ufl~fJ'Vlli 'Uf)11'\11~flfl1 b'I111fl'1fJH~~lflfl~m111 ~'Uf)11ff11~ffll'W'Ulifl~ flm'1 ~~'U'U!1J'U...

f)11ff11~m111 1fi'!1nfJ'U'Vll~f)11!! ~~.u'U~nfl~i 'Uil ~~1J'U f)11\P1mfl~:;:bllW1'1 i ~~bl1f1ru~~:;:';hi 11... "

'U111'Vlffl1Jl1tl1J1'U~'1i 'Uffm'W!! 1f1ft'flll~b1J~fJ'U!!1J~~ 11J \PI~flfl~'Ubll'U't1~.ijm~hm111ff11Jl1 tl. " .
i 'Uf)11'~l1n1h'tIfl~'U111'Vll'U.vifffl \PImfll!'U n1~~ b1J~fJ'U!!1J~~11Jfl~1~1'1f1b~1 'tIfl'Ub'tl\PI'tIfl~.
fl \PIffl'\1m111b1J~fJ'Ubb1J~~11J~'U11in'tlfl'U!'tI\PI~iflb ~'U1'Uil ~~tr'U 'U111'Vll'Uil ~~tr'U~~ ~lbll'U~ fl~n· ..
m1~'liflll~bllb~ ~11J~b~fl~fl1fi'b~mtl'U~ flti'l fibb~~.u'U ~.ijfl ~1'\1'U1fJbm:;:ffmi'l 'U111'Vl'\1mfJ!!ri~cu cu lU cu cu

~ Q.I GI 0 , 9 .ct d'.c;:l tI Q.I 0' ~ ~ ~ A c;J Q.I .d
!111\PI1:;:'\1'Ufl ~'Ufllflm1 ~'Uflfl\PI'tlfl~ 1J11Jl~11fJ1Jb\PImfl1fHflm C)f~b111b1J'U~1~bbml'UiI ~~'U'U'Vl.

• gJ t:9 A

11 "~flm flfl ~1fl~ (Customer is the business)"
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l1Jyh'ff~fl~lmlfll (fl1!V L¥iVhll'lnJ 2546: 158-159)
q

"o d. d.' d' • OJ QI rI 1 ~ 3J •
flhl'iJlh11WJlf1h1 L~Vml mW'YlTimHlm~1J~fll11J'ff1Jl'lhlTi~~'Yll1~f1'iJm~ (lf1fll U(l~'YlhllV~lh1

q q "

thl '1 l~VI'l(l~l'l £~fflfit1J${f) fll11Jfif1~'llf)~~f1fi'1~Lfl~ 'iJlf1ml1J~~l'lf) 1'iJ'llf)~~f1fi'1 f1(l~'Yl£m~

" .
\9lm~il 'ffl1J1~fl'ff11~flf1Vml'l'Yl1~m~ U<U~'Ilhlwifl'iJm~1~ l~VHlh1 m~ 111'1J1m~¥iu\9lf1~h~ Lm~

L'Yl{1f)f1U<U~'IlhlU(l~L'Ylfllhi1(l(j~1h1flf)1JfhL\9lf)1u(l~m~@f)'ffl~~lj1J~~ir'Yl nml'l'Yl1~Lfl1f)<U1V
"
d <jJ ..::g .Cl,.<:::), QJ •••.I ",I

fll11JL~lU~~m~L'lllfl~m~\9lm~ (1nJ'I11\9l'ffhl'Yl~'ff1JV1J.lJ.lJ.: 13-15)
q q

"" "" '"fJruml'l1J~m~\9l11JUhllfl~'Yltl'l:lt1'llf)~ Parasuraman, Zeithaml U~~ Berry

1
31 """"'?!<l3l"" .J

]) fll11J'ff~~1f1 hlm~L'llll'l1J'Yl~f)\9l~\9lf)1'lL'Yl1J~m~(Access) G1f~
"'j/, I jI

fl ~e:l1Jfl~1Jr1~nm¥i Lil~~ lL.whlm~ 'fffllhl ¥i;' ~ Lb f.~in m~fllh1 lVml1J 'ff~~lf1 111'LLfl~11J1J1m~
q "

.Cl, I ~ ~ 1!jJ'jJ 191

7.) m~\9l~\9lf)'ffe:l'ffl~ (Communication) m~'ffe:lb1'1~Lm~'Yl'lle:l1JmLf1f.l1J1
" "

11J'lJ1m~~lVmfJl~95~L'iJhI ~lV~e:lm~L~11'iJ U~~m~11J'fl~fll11Jf1~L,:fhl \9l~f)~'iJhI~m'ffhle:lLLhI~

3) ml1J'ffl1J1~ fl (Competence) 'Yl1J1V()~m~~ rjt ,.r1J1m~ljf1'Jl1Ji'ml1J

'ffl1J1~fl LL~~ r1f1fJ~~ 'iJ~1J~-U~~1h11J1m~ 1~mh~lj1J~ ~ir'Yln.f1l'W

4) ml1J~ml'l (Courtesy) 'Yl1J1V()~m~~~,.r1J1m~ljfll11J~ml'l

do 'jJ d QI C:t 1 Q.I jJQI A ~ A

L~V1J~e:lV1Jml1Jhl1Jfle:lhI\9l11'l~1J1J~m~~f)1Jfle:l1JU(l~LlJhl1J\9l~
"

.dt:9 ~ d~tqjJ
5) ml1JhllL'I1e:lflf) (Creditability) 'Yl1J1Vfl~fll11JL'I1f)flf)~~ U~~ml1J

~e:l~\9l6'lle:l~e:l~flm~l11'U1m~ U~~~1m11'U1m~ m~
"

."j "" 11)31 d/ 1 _I"""'''''6) ml1JL'I1e:lfle:l~~ (Reliability) 'Yl1J1Vfl~fll11J'ffl1J1~fl hlm~lJ{)U\9l~lh1

~i~~tuUJ111e:l~1~utihle:lhlLL~~ulihl~1 L"lfhlm~ 111'u1m~\9l11J~1~LL~~11111'nu~u1m~
" " "

• c:l d/ c:l 1
7) m~\9le:l1J'ffhle:l~e:l£J1~~l~L~l(Responsiveness) 'Yl1J1Vfl~fll11JL\9l1J'iJ

?!<l3l"" d 131"" • c:l
'llml'l m1J~m~'Yl'iJ~ 'Ylu~m~e:l£J1~~l~L~l

"
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8) fl11lJUrltlflnCl (Security) '\1mClfi~ f1l'ilH1J1f1l'i~U'ilfl''illml'U~'ilCl

1:Jlifl11lJl~CI~'\11tJfl11lJlfl~tJ1JHflrl~tfl"l l'lf'U f1l'i t ~lfl~tJ~~tJ'\11tJ~umru~b1'~tJlfl lifJrum'V'l

l1J'U~'U

Q.J ~ Q.J d

9) rlfl'jojru~mClW)fl (Appearance) '\1lJ1Cltl~rlfl'jojru~mCl'UtJfl'Vlb1'1lJl'itl

lJtl~l11'U1~'\Jtl~~umru 1Jflrl1m~t'l1'1J1f1l'i ~rltlfl'il'U~mh~"l t'Wf1l'it'l1'1J1f1lThlifl11lJ

mm~b1'lJ b1'1C1~llJlm~11'UmjCl'\11tl1:J

10) fl11lJt'li'1t 'il~f1J1J1f1l'i (Understanding Customer) '\1mClfi~ f1l'i
'"

'V'lCll(lllJf~flttrl~t'li'l1'il ~rltlfl'il'UmllJ~tl~f1l'i~l~"l '\JtJ~~f1J1J1f1l'it'lf'Wf1l'i'ilfl~l'ilClrl~taClfl.
~l~"l '\Jtl~~f1J1J1f1l'i f1l'it.wlJ1J1f1l'i~1~"l ~llJmllJ~lt1J'U ttrl~fl11lJ~tl~f1l'i'\Jtl~~f1J1J1f1l'i

til'U~'U

2.4.4 f111f11eJV6TUeJ-Jfrnuw-JweJ11J'lJeJ-J£Jf)fl1
"

eX 'I ~::li'.J ., ~ ~d
fl11lJ'V'l~'V'ltl ~'il'\Jtl~rlflf1lt1J'Ub1'1'U'\1'U~'\Jtl~f1l'i1f1lJlJlJtl~f11'Url flf1l'Vl

'" q '"

'I ~ "" d' .J "i ~I •
Kaplan tm~ Norton ~"IJ'f1l'i~'i1'ilb1'tJ1Jf1l'i1J'i'\1l'itJ~flm~llJBalance scorecard C)f~tlmlJ'Ub1'1'U

'\1rl~'\Jtl~tfl~tl~~tl~t~t'Uf1l'i1J1'\11'itl~f1m ~lil'W~tt'V'l1'\1rllCli~tt~1J 1995-1996 fi~1I'ilmj'U lf1C1
q

"., '" ~ "i~ "" 'I ~ ~ ~
f1l'i~'i1'il1f1lJlJlJtl~'Vl~ 4 fIl'U fltl fIl'UflTm'U m~1J1'Uf1l'imCl ~'Uf11'Urlflf1l ttrl~fIl'Uf1l1

q '"

. "
f1l11f1lJ1J'Jfl~Tyhllflqj 1~~f1yh~'Ut'UtJ~f1m1Utt1J1J~1~"l U1~fltl1J~1C1

5 H1J1J

~ ..
1) f11'Ub1'1'UHm'Vll~f1l'i~rllfi (Market share)

9J Q.I fj) I

2) f11'Wf1l11fl'jojlrlflf1ltf1l (customer retention)
'"

3) ~1'Uf1l1'\11~fl~lt'\1:J (customer acquisition)

4) f1l1b1'!1~mllJ~~'V'ltlt 'ilt'l1'rlfl~l (customer satisfaction)
'"

5) f1l1Yhtllh~tJ1~fl~1 (customer profitability)..
~ ct.c:t .:t QJ QJ A t! QJ v

2.5 !I.•..rJfl111JflVl!l~~r1q'M.arllfltl1f)1Jfl111V11Ifl11~'H 11~~llVlfl11fl1nJ~

11'il~CI'\1it~~'il~ri~f·m1urimllJb1'11J11tlt'Uf111U'Ii~.,j'U;itl fl111J'V'l!tllJ~1'U
'"

t'Vlfll'UlrltJ fl11lJb1'llJTjtlt'Uf1l1tt'li~.,j'U'\Jtl~1J~iJ'Vl~1~"lt'U1J'iJ~lJ'U1~~~'V'lll'Vlfll'UlrltJlf1tJ

m'V'll~l'Vlfll'Ulrl~b1'11b1''Ut'Vlfl'(IT) t1Jwlml1Jmfl t'V'l11~limllJl~tJl1f1l1lit'Vlfll'U lrl~t'\1:J"l t~

1'Utl~f1m 'il~t1J'Uf1l1t~lJ~f1mllJb1'llJ11tll 'Utll'i H'Ii~.,j'Ut'l1'mutJritt 'Ii~.,j'U1~~lClfll1 t'lf'U
'"

•• d'~ 1 1 '" ::li ~
JM (1996) flrl1111 flrltJ'Vl1ifll'Ut'Vlfl~'U~rltJb1'l'ib1''Ut'Vlfl'(IT) 'il~t1J'Uf1l'ib1''il~

q...
"', • 'I ~'" d' '" '" "i d' "'~l'" ~ d "' •••ml1Jb1'1m1tl'Vl~f1f1tfl'U~'\1fl1Jtl~flm 'Vl'il~'\J1Jlflrltl'Utl~flm ~lJ~f1'j1f1t'j1Hrl~f1mlflH'\J~

'"
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• 'j)

Weill (1998) tlrilJl1 fl'JrlmYin~'W~l'W'Yl1'Jfi'llHYlfll'W lntlb1'1'J"b1''WbYlfllJ1tltll1

~~ b1'1lJ1'J"m~18'J~Hnfllfi'b~ ..:Jtll1 Url~ b1'l'lJl'J"f:I'lJltl'~'W~11fi'lJ1tltll1 lflmQ'Vll~ ff'W~1f11 hni
~'lJ'Vl'J" fJ{'fl~~U (2544) tlril111l1l-htl~'J" f1~ ~~ A'fl'J1J'J"~biJ'Wfldl'lJA'fl'Jtl1'J" 'lJfl'J

• 'j)

~'Wm'Jnfl'W Url~A'fl'JiT'W 1~11b1'1'lJl'J"f:I~~'Wlfldl'lJb1'1lJ1'J"f:ll'Wtl1'J" l~bYlfll 'Wlrltlu'W lfi'mh'Jn

.1 "" "" "" • 'I 'j) "" • "" 'I 'j) 'j) ~I
u'J"~ b1'Yllirlrl fl'W~~ tlfl bmtlflfl11'lJb1'1lJ1'J" f:I'Yl1.:Jtl1'J"U'IJ.:J'IJ'Wtl1'J" bl1fldl'lJ'l Hflfl'U'J"'lJ Url~ tl1'J"

b~1tl'lJ tl1'J"~fltl1'J"b1J~tl'Wu1Jrl'Jb1J'W ~.:J~lb1J'Wmh.:J~'J~l1JtllJtl1'J" b1J~tl'WbYlfll 'Wlrltl•.

IV d
2.6.1 JrJlU1i11UfNflfl1 (Corporate Culture)

l~'Wlin'lJ 11'lJltl8.:J UlJlJUrl'W'lJfl'Jtl1'J"1J'J"~'Vlq~1Ja1J~tl'W lfltl~1 l1J ~~n
'j) 'j) •

rlml'J b'j1'JlJ1tlUrl~ !9f'JrllJ~fl rlrl tl1'J"~lbi1'W tl1'J"'lJfl'Jfl'Jrl m Url~ m ~b1J'Wlfi'l1'Jbmri'JYib1'~l'Jfldl'lJ lfi'

bill tllJ'Yl1'Jtl1'J" U~.:J.u'W~~.:J~'W l1~m1J'WlItyl11l1U tl1 ~~n rlrl~fl tl1'J"~lbi1'W ~ 'J"f1~ (Barney, 1986:

656-668)
Q,I tI ~ ~d" o..c:). d,A .oJ , Q.J

1 ~ 'Wli n'lJfl.:Jfl m fl fl 1 f:IUl1 'Jtl1'J"fllb'W'W'b'1~ tl1H 1'W'IJfl.:JflWIf'Jfl m1'lJ tl'W•.
l'Wfl.:Jrltl1'J"l1rt.:Jfl'Jrltl1'J"lfllflmQ'Vll~ (The way we do things about here)

'j)

tl1'J"nfl~1'IJfl'J1~'Wli'J"'J"'lJfl'Jrlm 1'WH'W1~fl'Yl1'J~~1'W ~tl1 i1'Ull1U tl'IJfl'J

tl1'J"tifl1i1'bf1fll~'Wlin'lJfl.:Jflm 3 fl'Jfl1J'J"~tlfllJ lfi'uti
'j)

1. Commitment iJlfi' ~ltlflfl~bQ'Vll~'WU tl'Jl'WlJ1l11'J" b'Vhu'W u~A'fl'Jy'h 1 i1'•.
'j)

'VlUtl'J 1'WYlm ~ ~lJ Url~ ri1'W 111oil1 ~ fl UYllJl1.:Jl1'lJfl bf1fltl1'J"tlfl'lJ f lJ Url~ rltl~'W." •..
at , ..•.1 Q.J Q.I •..• I tI

2. Communication tl1'J"b1'flb1'l'J"mtlYlflflu'J"'b'OJl 1~f:lu'J"~b1''Jfl Url~~fl" ..
• 'j)

li'J l1lJ1tl'IJfl'Jfl'Jrl tl1'J"fl vl'Jifl b~'W !m~l1 111.:Jfl'Jrl tl1'J"~~ dj'W ri1'W ffl~ OJ1i1'tl1'J"nfl~ 1'IJfl~ 1~'W li'J"'J"'lJ. "

fl.:Jrltl1'J"b1J'Wl1J~1'lJu'W1'Yl1'J~A'fl'J tl1'J"
•• 'j)

~":::::'.d..' 910 GIg/A

3. Consistency b1J'Wb1'~Yl~~'b'1m'W'Wtl1 (Re-enforcement) bmtlfltl1'J"

b1tl'WfUrl~n'Vlq ~m'J"'lJ~b1J'W l1J ~l'lJl1ft'Wfl~ ~'J l~flJ tl1'J";ul1 i1'bf1fltl1'J"b1J~tl'Wu1Jrl~'Yl1~

1~'Wlin'lJ
'j)

1'Wtl1'J"'fl ~l'J"tu 1 tl1'J"nfl ~ 1 'IJfl~l~'W li 'J"'J"'lJU'W

'I 0' ~ 0 "" ~ 'j) 'j) ""

'IJfl.:Jfl'Wb'Wfl.:Jfltl1'J"b1J'Wb1'lfl OJb'Vl'J"1~ fl'Wb1J'Wrlb1''J"1~1~'W li'J"'J"'lJ" •.
1~'W li 'J"'J"'lJfl 'Jfl tl1'J"nfl 11'lJffl~ ty ~ fl tl1'J"lJ 1l11'J" fl'J fl tl1'J" b'Vl'J"l~nfJ tu ~ lb1J'W
'j)

A , A Q,I d

'Vlbft£j~fltl1'J"lJ'J"l11'J" fl'J'W

1. 'Vll1i1'fl'Jrl tl1'J"n1Jflil mltl£jtu~ mi'W fl'W~ti'JlJfltl8'J ~flU~'Jl1~fl ~flflfl'W
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<J) QI rI \II ~ , Q.I

m'11(l'l'\JD'Hl'lflfll'j l~DtI1'1GJ1fHl1'U

3. ll1 1l1'~D'Ilichi1'1~'111i¢h!'u'U'I1'U~U~tl~l'l tl'U

4 vh 1l1'~nlJ1'j fl tl1'11'U~U'U1'YIl'I fll 'j iJ D'Itl 'U11ill '1111'Ufll 'j ~ mYWYll 'I• U

1~'U 1i'j'j'lJi~fl tl~D'ImlJ1~~nJ
"

3J 6J '"
Jim Harris (http://jamesharrisgroup.com,[t'\J1fl'l 15 'YHlfl'l1fllEJ'U2546])

• oJ

mil1i1 1J1lJ'Vliin.!'Ufl11'lJl1J'UlDtlfll'Wm'j 1l1'fl11lHhriqjtl1Jl~'U1i'j'j'lJ 4 ~1'U fl'l~D hJi1

1. 1~'U 1i'j'j'lJlt!'U (ltlA1 t1J'Ufll'jUti'1Iill'1111l1'(ltlA1 1~EJm1'lJmlJ1'j fl1 'U
" u"

fll'jU 'ti'l~'U m1'lJtll'UiJ~'j 111tl(ltlA1 fll'j~'UD'I~D1Jm1'lJfl1~ml'1'\JD'I(ltlA1 It(l~ fll'j~f1'lflrn lib" ".
o OJ 3J

~ 1'11'j 1J(l tl fl1
"

., 3J OJ ~ 3J 'i' 3J
2. 1~'U1i'j'j'lJl'U'U'U1~m'j'lJ llJ'Ufll'j~'j1'lD'U1fl~ ~~m'U'Um1'lJ~11J1'jfl

1'Ufll'jU'ti'l~'W 1'Ul~D'Ifll'jih"llfl1 'U1(l81J1Ni1~ff'UA1GJ1iJ~1mj li1~m~ hnj U(l~1i1(ltlA1tlri'lJ" .
1mn'U~m~t~'lJ

oJ

3. 1~'U1i'j'j'lJlt!m111'lJl1J'Uli1fl' t1J'Ufll'j tt!'U~f1'l~'U~D'U 1'Ufll'j(l~r11 t~
~lEJ u~tl1'ln~ Ni1~N(l~ihh~ff'Vl~fIl'W l!(ldJNi1~fIl'W~'1~~~ 1~mt!'Ufllni '1ff'UA1 lm~1J1fll'j" .

Q.I <J) <J) ~ A 'Q.J ~I 'jJ ~ <J)

4. 1~'U 1i'j'jlJt'U'Ufll'j~'j1'l11~1qjqj1rn 'j1lJtl'U tu'Ufll'j~n~~ '1tn~(lD'lJ

1l1''Wuf1'11'Uiifl11lJffftl~~ 1'Ufll'j Yi1'l1'Ut~Dt~'lJ'Wti'l t~lJm1lJ~~~f 1'1~'j'jrl t!(l~ m~ ~'U" .
cv 1.9 .•. 1' t! , .cf v2.6.2 fll1'f'1fJ1Ul wileHflfl1lftf.Jfll1A1fJU1~ ~

U'U1m1lJ~~t~EJ1tl1JD'Irlfll'jUl1'1fll'jl~EJ'Ui'~t~EJ'U1~EJPeter M. Senge

Ul1'1~fl1u'Ut'Vlfl1'U1(l8 Massachusetts 1'U'11U'IffD "lUEJU'j~fll'j~l1'l'\JD'ID'Irlfll'jUl1'1fll'jt~EJ'Ui'

(The Fifth Discipline of Learning Organization)" i1~D'Illl'UD'Irlm~nJEJ1mj~iim1'lJti'11'11t!1

nIQ.lQ.lGJjJ'Q.llII<J)~ rI d& <J).d dQ./<J).<J)

U(l~~11J1'jflu'j1J~1 ~'11U'\J'I'\J'U~~ tlJ'UD'Iflm'Vlfl'lUlJ 11~lJ'j~1J1J'I1'U'VlG!f1JG!fD'UU~~D'I~llJ1'j fl

U11J~1 i~mh'lflriD'IUflri1lt(l~ mlJ1~ ~lJ ~11J1'jfl~D1J~'UD'Im1lJ~D'Ifll'jU(l~ ~f1'lm1lJ'WD t11

uri'J tlA1 i~D~1'l'j1~t11 iifll'j ri 'IN1'UU(l~~~'U1m1lJ~11J1'jfl'\JD'ID'Irl mD~~(lD~nm Senge i~
oJ ••

t~'UDU'U1m1'lJ~~N1'U'11U'IffDlri'lJi1i1 1'UD'Irlm Ul1'1fll'j t~EJ'Uf 11~~D'Iiiff 'Iii tll'U1UEJ'111Dfll'j
"

dl <J)A;f t Q.I .::9

Nmj'Ulmtl~'\J'UDQ1'U~1fl'U 5 lh~fll'j flD

http://jamesharrisgroup.com,[t'J1fl'l
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'jJ "'1'jJ '" II) 'jJ •• ..\
'\J£J1IJ'\JtllJL'\J~'\Jtl~m~ff~l~ff~~fI '\1tl~flm ~fltl£J1~~tlL'\..w~

2) ~'JJHlJlJ'\Jtl~m111~fl (Mental Models)
'U

ffm'W m~w1 'Wtl~~Lm:d.J 'iI'iI'l1'W 'iI~LiI'W~1tl1'\1'Wfl~'JJUlJlJ'\Jtl~'fI1111~fl
q 'U

'\Jtl~'fI'W Lm~1'JJHlJlJm111~fl'\Jtl~fI'WLiI'W~1tl1'\1'Wflli m~ ~flff'W 1 'ilH{'l~'VH1~fin1Jfn~yh~1'W 1'W

tl ~fl m mi~m~ L11J'W1'Ylfifl'W~tl~L11J'W1 m~ L1 IJ'W1 'iI~U1 i'JJrim~ L'JJ~IJ'WH'JJ{'l~~'JJUlJlJ'\Jtl~fl1111~fl<u q III <u <u 'U

tl~l~ 1 '\1ru'\1{'l1~ lfllJhrL~;UJnlJm~~flfi'1IJm111Lil'W 'iI~'l m~ L1Jfl1'il 11'1'i1 1t.,rtlll{'ltl~1'llJ
"" 'U

'JJ~~ ff'Yltm'fj U{'l~m~fftlflH'Yl~ fitl~l'llJL'\1~lJ ~{'l LLCl~ '\JlJ1'W mmntlUJm~lJ;1~~lb1 '\JlJ1'W m~
q "

11'lLL~'W~t1 fi1 ttl~l'llJ'JJ~~ff'Yli ~ClLiI'Wfi~~tl~~rl1'\1flJm~ L'JJ~IJ'W~'JJLLlJlJ'\Jtl'lm111~fl '\11fi hilt'U 'U

"
'\JlJ1'W m~11'l H~'W wwm1'W'\1~m'l fifl'W fl'il~fii:llJ i'JJ1rnm~~mLCl~'JJa'l1~LLlJlJ L~ll ~'lir 'W~11J

lJ ~ m~ ~lLil'W ~tl'lY11CllIJ.u'tl ~lnflLLCl~ff11'llJ~~1J1mfl~1 rr'fjir m1'Wfi'W'fjlJ'Yll'lL~lJ 1~lfllJlJ

" , "
lfflJ11rn1 lJlirlJ lJ'ilfl'\11J11J LLCl~fl1111~'l1'i1-n'il~L~lJ 1~L'fj~1~iJ'Q~ir'W'fjirm1'Wfliliff1111~t1

q

.a. QI QI 01 •

3) 1fflJ'Ylfl'W~111

c.1A QI QI rI • QI 9J d. ~ ~ Q.I QI

mjll 1fflJ'Ylfl'Wj 111fi'W'il~~tl'lll 1 'ill fim~'Yl LL~ Cl~fI'Wl"l'lG)f~fi'WLLCl~fi'W

l' d • d A QI QI rI. 191 4 QI Q.I d Q.I ~ d
~fllJ'YlLL~ Cl~fI'W'il~ Lm m'JJ ClIJ'W1fflJ'Yl fl'Wff1'W 'lJfIfI Cl LLCl~ m '\1~ ~ClG)f'lfi'WLLCl~fi'WLfiIJ1filJ ff'l'YltlIJ1fi

'il~Y11 LLCl~ LlI'WE~~LlI'W i'JJ ifi' 'ilflli'l'\11J11J'\Jtl'ltl'lfl m mi'l mj L11J'W1~tlmj ~i:lfi~'W 1rr'Ylfifl'WlJ~tl
q q <u '1

"ffUJ UJl~fi:WfllfllJmfllJ 'ilfl 'JJj g;ff 'lfl1 111n'WlJ'W~'W 'il1'W'\Jtl 'l mj LlI'Wrr'Wri1'W'\1~ tl~ 'W11iJ~ j lfflJ11 flU
UUQJ q ~ q

II) • 0 ,% II) 'jJ 'jJ '" '" '" '" t II) • ~ d '" 'jJ II) 'jJ", '" 1 'jJ
'ilg;~llff11J1jt1m'\1'Wfl'\J'WlJl ~flm1fflJ'Ylfl'W'W'W ~'l.HU'W'YllJtllljlJ 'Ylfifl'W'il~~tl~ ~mlJmj'fjI'1J'W1 '\1

q

ffllJlj t1~1'W.u'111i 'JJrimj L~'lLl1'W~'lmj f)'illffIJl1flU flU! 1'i1 LLCl~ 'ilflli'l'\11J1IJ'\Jtl'lm.hlJ'll'W tl'lfl m
'U q q q

~tl'l mjfl1111 li 'liT'W'\Jtl'l'fjir m1'W ~ 'ilg;~fi~'W ~ eJ lfflJV1 flU 1111 ili1 ~LLI'iL'~1J'l~'WlJtlllY11~1111ffIJV1 flu
q 'U

rI ,~
'\Jtl'ltl'lflfid L'Yll'W'W

d 9J?i d
4) mjLjlJ'W1LU'W'Yl1l .. "

-nll H11'l mj L11J'W1LiI'WiJ~-n 4 -nY111rrlJmj L11J'W1Lf)fl~'Wtl~1'l1J1fi1 'W
'U 'U

" "tl'lflmj lflmf)fl~'W 1'Wfirill'fjir fi~l'WriTU 1'\1ru ili1 ~LnflL'Q'fj1~ ~lJ~'\11jj~~lJff'lL'Vhir'W ¥ill
q u o:u cu

Y11'l1'WLL~Clg;fI'W~ tl'l LLfffl'l ~'WLiI'WL'~tl'W1111 'l1'WLm ~Y11'l1'W~ 11Jn'WLL1J'UL1JflL~IJ L~tllJj j {'l~ 'l j g;~lJ
q

'jJ 1 '1 tI l' d 91 c.1A c.1 9I~
fl11mm111ff11J1jt1 '\111 'Wtl'lflmj ~fllJllLff'W9l'1~'\Jtl'lmjLjlJ'Wjfltl "ff1jff'WL'Ylfl" ff1jff'WL'Ylfl

'U 'U

• ..::A QI • 9J I &. QI .a. A • .J
'iI~9l'1m9l'tlllmj 'ilflmj 'il1filJ'WCl'lCll~LLClg;'il1fi'\J1'lCll'l'\J'WlJ'W lfllJ'fjI'1J'W1f11111flflLLCl~'Ylfl'Yll'l1 '\111G)f~
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v •
..::It, ~ lI] fjJ91 91 A Q.I • 9J ~,..::::t ..•.Iod.

'O~Lf1~'lJ'W!~ tllH'lJ) '111)) ~ ~ 'lJf1m..J 'O~"!l'1(J'ff'j1..JLfI) (J 'lJl(JUtl~ 'YI'lJ..J1'WUtl mutl (J'Wff1) ff'WL'YIfl' Utl~
'U

OA .JQI Q.I

f11)~1 L'W'W..J1'WG}f..Jf1'WUtl~ f1'W

5) f11)~~L;..J)~'lJ'lJ

f11)~~!;..J)~'lJ'lJ hit 'If'lJ(J..J111ti U~L~'W~t1f1ffU'lJff'W'W!m~iJ)~ (Jf1~1 ~
'U q q

'I.'Wf11) ftmn~1(J1~ f11)L;..J1'Y1CJ1fl'lff~{1 'Wff1'lJ11"!l'1~1..J "I m'W1'WU'lJfY~1nll m1w,r1i 'OG..J~~

o QI A A d~ 91 91 QI ..::::t 9J .... I 0' at 9J
fflfl UJ'lJ(J..Jf11)fI~!"!l'..J)~'lJ'lJf1f1(J 'lJ(J'lJtl(J(J'Wf1tl'lJ f11)!) (J'W) '01f1U)~ff'lJf11)U! Utl~ f11)!) (J'WH1f1

U <u cu CU

dt di A Q.I Q.I 0';1 J. • OJ • d QI ~ rI 91 d.

fI'W(J'W "I G}f..JiJUff'lJ'W'W1i'W'O~'lJ'W(J~f1'lJ'VJf1ff1'W'YIiJ)~ f1(J'lJ f1'WLlJ'W)~ 'lJ'lJ 'lJ(J..J(J..JfI m 'VJf1f1'W~ (J..J'lJ

m1'lJ1'lJ N~"!l'(J'lJ11'lJ tl'W1'Wf1WW 1(J..Jrlm 1iJrif11) !~'W(J..Jrlm UM..Jf11)L~(J'W~ ~(J..Jff~l..J)~'lJ'lJ f11)
'U 'U

• v
iJil1J~f11) (J(J'lJ1'lJ(J~h..J~(Jn1(J..J Utl~ii f11) ~)1 'Off(J'lJCJ111'Wff1)~ 'lJ(J..Jm1'lJL~'W 'O~..J \!)U! 1f11) U'W1

AA 9J rI AAA rl9J9I QI oCt A

fl11'lJfI~ !"!l'..Jff)1..Jff)) fI Utl ~ fl11'lJ fI~ !"!l'..J1!fI) 1~ 11!'lJ1~1(Jf1'W 'lJf11) 'YI~ ff(J 'lJff1) ~ 'lJ(J..Jfl11'lJ 'O)..JUtl~
• V

'li(J'lJtl~(J'W f1~'lJ(J~l..J~mU(J..J Uf1f11) 'O~1,r'YIf1f1'W1'lJN~"!l'(J'lJ11'lJtl'Wu'Wii(JiJff))fI'lJ1f1m(J !m~1~
'U q q

iJ il1J~~ 'O~'I.,r1~Htl1 'W(J..Jrlm flfi(J f11) 'lJ~~~..J~'li~ 'lJd1..Jf11) !~(J'Wi''lJ(J..JfI'Wri1'W 111qj1 ,rmJ~ 1 iJ

'jJ dl 'I II) 'jJ •• '" dASenge (m..Jt1..J!'W Bourgeois, 1999: 284) !~f1m111 "'lJ'YIL)(J'W'YIH~'Wm~

9J ~ I QI lI] 'q ''I. 91 .c.i 91 at lJ] I .d .ci 9J rI d
~(J..Jff(J'Wl1)(J'lJ(Jf1f1'W)'Wl1tl..J !'lJ!"!l' m'lJ1L)(J'W)W..J 'Ul..J'YIL'lJ1m'O!'lJ'YI'W'YI'O~!)(J'W)(J..Jflmf1'O~

q 'U 'U
V

ffUJ Lffm'lJ1 1 iJ 1'Wf11) L~(J'W~L~'Wl1'lJ 111(J11'lJL~(J'W~U'W 'YIf1f1'W~(J..Juti..J1J'Wm1'lJ~ tl'W ~(J..Jri ..J!ff~'lJ
'U u 'U cu q cu

1,riif11)'th..J1'W!~'W11'lJ 1ti1 'lf~l..JfI'W~l..JYh 1~(Ji'i'lJ 1 iJ11..J1'W 'lJ(J..J!)1!~'W m~ 'lJ1'Wf11) t1'1..J1'W1~~

Yl1~1'lJr;h~..J (stand alone) fit ,rYl1 1 iJu~t1'1!~'Wm~'lJ1'W f11)f1md(J..Jtl'W~(J..J 1,rmYl1..J1'W 11'lJtl'W

fff 1..J11'lJ..J1'W1 ,rml1(J~!~(J1,r(J..J ri ..JfI'W!ri..Jm111J tl'W~~ ff~1..Jm1'lJ Hf1~'W ~(JYi fl''YI1..J'lJ(J..J(J..Jrlm
'"

~ (J..J1 ,rLfl~ f11) L~(J'W~~ 'O~Yl1..J1'WL~'W11'lJ L~(J'Wf~ 'Od 1'lJ tl'W~ nJ'W111l f11) Yl1..J1'WL~(Jti..Jrim1'lJcu 'U q cu

o d 0' 'jJ 'I 'jJ oZt 0' • '" 'jJd'jJ • 0' 0 II) 'jJ1I) 'I
ff1!H'lJ(J..J(J..Jflm bll'O~ !m1J'W(J..JflmUl1..Jf11)!)(J'Wlf1~(J..J~11~flmm'lJ(J..J(J..Jflm'il~'YI1!~ rl1'lJ!'W

f11)~~w..J )1'lJf1ri'lJtl'WYl1..J1'WL~'W11'lJ 1~(J1ti~(J..J)(J 1,r~1J..Jfi'lJ1JUJ"!l'1~..J "
q 'U u

'lJU!~~iif11) !iJ~(J'WuiJtl..J 1 'W!;..J(J..JrliJ)~f1(J'lJ'lJ(J..J..J1'W 1~mr'W 1 iJLU''W~~l'W
•• v

.!!'1. 'jJ 'jJ oZt '" "'l II) 'jJ. 'jJ A 'jJ 'I 'jJ 0 "'
utyty1 (mtellectual) Utl~~1'Wm1'lJl (knowledge) !lJ'W'YI!"!l'(J!~11r;J'lJ)f11)'O~~(J..J !l1'WTI1'Wf1

" , Vo QI Q.I ~ l' 'jJ rI..::::t Q.I 91 91~ ,:!tG)91A
fl11'lJ(;1'1f1UJf1'lJ!)(J..J !flH(;1'n~'lJ(J..J(J..Jflm'YI 'il~ 'O~111 Utl~ m~ 'il1(J'lJ(J'lJtlUtl~fl11m !'W(J!(J(J !mf1~

u 'U 'U

'" 'jJ 0'

f11)!) (J'W)'lJ(J..J'lJfIfIm!tl~ (J.:JfIm" ,

Bourgeois (1999: 22) f1ri1111 fl11'lJ~'lJL11m111(Jf11)1tiff1m)t1ff~1..J

(J..Jrl m 1 ,r!n~ f11':i!~(J'W~ 'O~!~'Wf11) fff 1..J'lJ(J'lJ~~ ~ltl~ 1,r tl'lJ f11) iJ1m11!,r1tl'lJ f11) LiJ~(J'WUiJtl..J
'U

l~(J'lJ(J..Ju(Jf1(J..JrlmuM..Jf11)L~(J'Wf!~'W 2 ~f11lU!~
'U
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" .
1. f)1'H~l'J'Wf1'W'll'W~~h(low-level learning) !t1'Wi1fl1Jtu~'lJeJ.:Jf)1'JiJj'lJiJl:j

!m~'HreJiJj'lJU~.:JiJj~qJ1U~~f111'lJt~m~'lJ "1 f)1'JVilml'lJ!'ii'll~t'W~.:J~l.:J "1 U'lJ'lJmeJ'lJt~'lJ U~~

f)1'J!t! 'Wm~'lJ1'W f)1'J'IJtJ:JtJ.:Jflm U'lJ'lJ!~'lJ~ !tI'WtJV
""2. f)1'H~l'J'Wf1'W'll'Wt!.:J(high-level learning) ttl'Wf)1'JbYrl.:JU~~~nJ'Wl.fll'Vl

U~~f111'lJt'ii'1t~ l'WU'lJ'lJt'Hli U~~f)1'Jtt!'W~m~'lJ1'WflTi tmj "1 ~tiJ~l'J'WliJmm~'lJ
'j} 'JI. ,

11-:J2 fh'Wilttl'Wir.:J~l!tI'Wl1eJ.:Jflm~~~eJ.:J'Yhhl'tnfl t'Vl'il~f)1'H~l'J'Wn'W
"'JI , • I

'll'W~1!ml'J'1JtbYijtJ'W!t1'Wf)1'JUbY1.:J'HliJ'J~1l'J~i1~lflir.:Jl1f (exploitation of the known) U~f)1'J
" ..

t~l'J'Wf1'W'll'Wt!.:Jttl'Wf)1'i~1'J1~t.weHtbY1.:Jmir.:Jtmj "1 (exploration of the new)

Hill U~~ Jones (1998) mllTh ~'Jn~t'WtI~~1J'Wt~'lJt,rml'lJ~lr1qJnu
. ".

'JI 'JI '" dl "" 'I 'If)1'JbY'il.:J~1'Wfl11'lJ1 (knowledge-intensive) !'Vl'lJ'lJlfl'IJ'Wt'JtJl'J"1 bt.W'Wlfl~ml'lJbYl'lJl'JfI b'Wf)1'J

'" 'JI'" 0$ '" '1'J1'J1 "I i " 'JI ~ •t'Jl'J'W1 ~fI!fl'lJ U~~!'il'Jfl b~'lJeJ1q!~f)1'iUbY1-:J'HllJ'i~ bl'J~'W~lfl'IJtJ1q!~U~~f111'lJ1 b'H'lJ"1 ~~flml'J'lJl

!tI'W!mri.:JbYrl-:Jml'lJ l~!ml'J'lJ'Vll.:Jf)1'J U~-:J'll'Wt,r n'lJtJ-:Jflm
,

~qu 0 ~Iq
1.6.3 U'JrJfl1UJflc;,Wfl1flUf)1'iflN1UluUfI:JJ

fjJ 9 tjI ~ d ~~ 1" Q.I ~ •

m~~'W bmflflN~.:Jl'W~lfl'Vl'lJ.:Jl'WflfltJ 'J~'lJ'lJ b'lJ'WbYtJ.:Jfl~'lJ(group-based bonus) ';j~'lJ'lJf)1'J

"U1i-:JtlWllh (profit sharing) 'J~UUf)1'Jt,rir'Vltc)fmr'Wuti'Vl,:rml'W (employee stock option
i ",<I .J • 'I" I'"plan) U~~';j~'lJ'lJ b'lJ'WbY'lJeJ.:JeJ-:Jflm(organization bonus) GJ1.:J~1l'J~lflfl11'lJbYl'lJl'JfIb'Wfll'JlJ'J'lJ~f1.

~'W'¥J'W!oW'lJfJtu.fll'VlU~~N~~.fll'Vl (Hill U~~ Jones, 1998: 444)

1.6.4 UHfJ-37fJ/lioJiJRfJUUflU
'lI

1 dl 'JJ "" 0$'1 'I "'''''''1'JJfll';j~-:J ~ 'H'lJll'Jm f111'lJ~tJ-:Jfll';j 'H'JtJml'lJt~'lJ b~.flll'Jb'W'VlN~flfl'W'H
"

'lJflmmubYfI.:J'Vlq~ m';j'lJ~ih liJ~!ill'H'lJll'J 'HreJN~~lt~ ~'lJtJ.:J-:Jl'Wtm~tJ.:Jflm

UH~-:Jt~iJ';j~fleJ'lJ~1l'Ji1fl1Jtu~~1r1W 3iJ'J~fll'J ~eJ" ~
1) t1~~l'J.flll'Jt'W'lJeJ-:J'lJ'41J6t"lf'Wml'lJ~eJ-:Jf)1';j f111'lJiJ'il';jfl'Wl f111'lJ

iJ';j~bY-:Jflml'lJt~'lJl~ ~-:Jttl'W~-:J~yht,r!nfluH~-:Jt~
" . "GI ~ Q./Q./dC\..dl jI QI 0 ~ ~ G)glC\

2) UH~.:J b~'H'Jm!'J-:JN~flfl'W'Vl!flfl'IJ'W~~m~~'W~fl'Wl'H';jeJt1J'W!'H~ b'Htflfl.. "d o~ C\ d 'jJ Q,.J

ml'lJ'Vll'Jll'Jl'lJ'Vl~~ m~ 'Vll'H';jtJUbYfI-:J'Vlq ~ m ';j'lJ'Vl~tJ'lJbY'WtJ-:Jfl11'lJ~eJ-:Jf)1'J'W'W"1

3) 'Vlq~m'J'lJ~UbYfI-:JtJtJfl ~fl ~~ih i iJ~!ill'H'lJll'J'HrtJ N~~l!~ ~'lJtJ-:J-:Jl'W

" "u~~eJ.:Jflm 1f1l'Jijfl11'lJiY'lJ~'Wi'~.:J~eJiiJil
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<V <V •••
L!'jilr-HlfWIU 'H'.it)

L!HjN 11J
OJ

.
fll'Wl1 2.1 il'f1fJW:::"hflUJ 3 U'j:::f)1'j'tlfl~UH'il~1'il

U OJ

f)1'j~~1'iliifl1l1Jif1J~'U tnu N(lf)1'jufi.u~~l'U L~fl~'illf1fl~flm~~fl~ f)1'jN(l
.. "

fl1l1J"hL1 'il'tlfl~~l'U~~ Vfl1J~fl~f)1'jfl'U~l'Ul1U fi.u~~l'Umh~L~1Jl1 L~1Jfl1l1J~11Jl'jfl fl~U'U

~u ~'l11'j~lLU'U~fl~1'i1''jl~l(l~flUU'VI'ULU'ULfl~fl~iJflfflflUJ1'Uf)1'j 'il~1'il'Wuml'U lf1lJ'jl~l(l
OJ U OJ

"
~flULL'VI'Ui1tll'ilflvl'U'ju'tIfl~L~'U 'l1~flhnGJfL~'U

OJ OJ

, I 'j/ ,

'lJflfl (l 'il:::Ufi .u~~l'ULYifll1 'il:::ft'Ufl~fl1l1J ~fl~f)1'j 'tIfl~~'Um~b'Vhu'Ubb(l:::i1~
. ""

'il~1'ill1~l1Jl'jfl~flUft'U fl~fl1l1J~fl~f)1'j 1~l!'U ~l1Jl'j mWf11~fl~i1
OJ

1) k~'il~1'il'illf1N(lNi1~ 'l1~fl~~'il~l'il~bu'UL~'U~~L~tl'jlL~'UbU'U~~'il~1'il~
OJ OJ OJ

" " "9J Q.I ~ lIJ9J '31 QI

ftl1Jl'j f1~flU~'Ufl ~m 11J~fl~ f)1'j 'tl'U'W'Ui l'U ~fI 'Ufl f1'ill f1'il:::~11Jl'j fI~flUft'U fl~ml1J ~fl~ f)1'j 'tI'U

rf"Hn'ULL~l L~'Utll'il~~l~~fll'W~ ~'il~1'il~~ ~f1il~ ~'il~1'il~'Uli'U;jl'U 1~ tll'ilGJf1lJ(lflml1Jn~lmm:::
~ 'U <u 'U <U

~ ~~ d", IiJ ~ C> ~ "': • .J.J ~ IiJ ~'" C> 0

ft'jl~fl11m'" f1'V1f1~f1b~'Ub1J'UlI'il'illJfll'il'UfllJl~'l1'U~ G)f~1J1~flHf)1'j ~f1'jUL~'U~flULL'VI'U'ill'U1'U
OJ q

~~ "l tll'il1~~Ufl1l1JVl~'Wfll'il~~m1J 1u~';J(J bm:::Lu'ULfl~fl~ijflflVl~'l1d~~'vhll1'N(lNi1~~flflf11Jl

~~'U 'l1il'f1l'Uf)1'j l'i1'L~'ULu'UlI'il~lJ'il~l'il~'~fuf)1'jlJe1J~u U'j:::f)1'jU'jf1 uflflm11~1'U~iifl1l1J
OJ q

• 'jJ" , ,

fflf1qJb'Vhlf1vel1J1~fub~'Ubtl1J~'Ub'Vhu'Ubm:::u'j:::f)1'jfiftel~ N(lNi1~fielflf11Jl1Jlf1L'vh'f1~el1J1~f1J

~ ~. t
L~'U1]1f1't1'Ub'Vl1'U'U

2) ~~ 'il~1'ililf1fJw:::Nft1JNftl'Ufifl ~~'il~''il~vh ll1'uflfl(liil1fY'Ufl~ bm:::fil
OJ OJ q

UlJ1J~~~flfl~flm L~'U~fl1~ilbU'U ~ ~'il~1'ililf1fJw:::Nft1JN~l'U~~ b'W'jl:::bU'U~~~~l1]1'jfl~flU
OJ

" .
ft'Uel~fl1l1J~fl~ f)1'jYi'Ui1'U'tIel~~Ufi.u~~l'U 1~ i1~~~1'ilil'f1fJw:::Nft1JNftl'U1~LLri f)1'j 1~fu'l1il f1

lh:::n'Ul'U~l'Uf)1'j~f1fJl'WlJl1J1(l f)1'jelflf1'illml'U f)1'ju'j:::n'U;l~ f)l'j'VI'W'W"fll'W f)1'HfflJ;l~
q

3) ~~'il~1'ill'U~1'U'tI1UJfhil~1'il Lu'U~~~iiml1Jftilu~Ucli'fl'U~~f1 ftm1:::
OJ u q

1J1~fl~l~ bGJf'ULrlfllJf)1'j b~1JN"Ni1~ tll 'ilLU'Uf)1'j(lfl ~1'U1'Um..bmm:::'tI1qJnlil~ 1'il(l~ 'l1~fl ftfll 1:::
" ,,,

fiiif)1'jbtl1J ~l'Ud'U'l1'11dlJtll'il'il:::btl1J'l1~fl"f111~N"Ni1~LL":::'tI1qJnlil'~1'il~dlJ bL~fl~l~hn~l1J

ftmd:::~b~1Jfldl1J~'U1'il~flLL'j~'il~1'ilflllJl'U 'tIfl~Uflfl" l'U f)1nll~l'U 'il:::bU'Ul:f~f)1'jb~1JN"Ni1~bm:::
OJ q



38

.
~ ,:::::t OJ QJ

2.7 Ill! 1fl11 'JJflV'l1mnf) 'lJfll'HII;lfll'm 'j~'lJ1l! fll 'j....
2.7.1 fJ11PUWI U€l~fJ11V1fJ11

Porter (1979) ':i~'4~\lUfl'WUti\lfli:l~'VIi'~t9f1:Ufll':iU'li\l.,J''W (Competitive
~I 1 ~ ~ ?t •.. ~ ~ • lIJn IStrategy) 3 lJ ':i:;::1il'VI ~HJf1i:l~'VI1if)1Tff':il\lfl11'lJLlJ'Wbtl fli:l mHlHli:l:;::'ff':il\lfl11'lJU~ fl~l\1 tlJ '\J1fl

•• d 'I ~ ?t ~ .J '1 ~
fJU'\J\I':i1t1flV "1 t'W'ff1t1~1'\Jfl\l~flfll (differentiation) IlJ'Wfli:l~'VI1i'\1'W\I'Wf)1':i'ff':i1\1fl11'lJ 'ff1'lJ1':itl

.... ~ l' Q.I d'd.d.'l ~ Q.I rI ~ 0 111 3J
'VIl\lf)1':iU'\J\I'\J'Wf)1':i'ff':i1\1fl11'lJ flfllfl'WUi:l:;::btlfli:lflllW 'VIfl 'W~i:l~ilW CVI'\Jfl\l~'W'\J'W'lJltl1'\J'VIltfl

'\1i:l1t1':illUUU 19f'Wfl11lJ lflfll~'WUi:l:;:: btlf)~flllur~II'fffl\l~\lfl11lJl1j'WIi1fl''VIl\lI'VIfll 'Wli:ltj'\Jfl\lff'Wri'l
'"

tli:l:;::U~ f)1':i fl11lJ 1flfll~ 'Wlli:l:;::btlfl~ flll ur~ tI'fffl\l ~\lfl11'lJ 11j'W1i1fl''VIl\l '\1i:l1fl'\1i:l1t1'\Jfl\l ffU ri'1tli:l:;::

U~f)1':i l1ju~ihtUf)1':iI'ff'Wfl~i1~i1Wct1'lmj "1 Ilti~flri'l fl11lJ lflfll~UIli:l:;::btlfl~flllur~II'fffl\l~\I

fl11'lJI1jU~ll1Ulltill':i:;:: lt195t1'\Jfl\l~u~lilfl ('ff'lJRfl '\J1~fl'~vhlmr b!111t1 ~flff~b!'\J 11i:l:;::~~~'lJ

'ff11U1t1U 2545: 144-145)

f)1':i~flf)1':i f)1':i~i1~tli:l:;::ll~U~f)1':i ~\lI1jU'\11!l~'\1rt\l~~lflqJfl~l\1~\I'\Jfl\l

f)1':ifl11ilu1i':in '\J ltifl\l '\J1fl11jU'\111'1~ l~tl1 nu f)l1 'fff 1\1ff'Wri'1tli:l:;::U~ f)l1 Iftfl ~ flU 'ffU fl\lfl11'lJ,

~fl\lf)11'\Jfl\li:lflri'1 tli:l:;::iJ~i:l~flfl11'lJ'ff1'lJ11 tlt U f)l1 II 'li\l.,J'U'\Jfl\l1i1n '\J ~i:lflfl '\JUfl11'lJ'ff1'lJ11tl '1U'" ,
flwvhih 11 f)l1 ~flf)11f)11 ~i1~tli:l:;::ll~U~f)1':i '\J:;::I1jU f)11Yhm!1~f1'lu f)11flflfltlUU f)1Jd1\111~U

d 'l3J .a:. ~ lIf l.at .oC:l, ~ 'jJ ~ .d, Q.I dll] 3J~ 'jJ

1Ii:l:t:f)11fl1Ufl'lJ l'Ym '\1f)11~i:l~llJU tllfltl1\1lJ1l1:;::'ff'VI1iill'Yi flU'VIUfl1 '\JW:;::I<ntl1flUf)tfl'ffUfll
, q

1Ii:l:;::U~f)11~iJflWill'Yi~llJll~'lJlW ~~fl\lf)11 1Ii:l:;::ri \llJflU~1 \111m f)l1 '~lJ~i:l~i1fl,1j'Wl1i~ '\Jdh
q

'1 ~lIJ~" ~ •• "lei ~ ~ ~ '1 'I ~ t ~
'\1 tfl'ffUflltli:l:;::111f)11'V1lJflWill'Yi'ff\l ~U'VIU~l Im:;::'ff1'lJl':itl'ff':i1\1fll1lJ'Yifl '\J!'\1'V1\1i:lflflllli:l:;::

q 'U q 'U

'Yil1fl\llu'lufl\lflm C'11w1 ~\ll'Yiib!1':i':iW 2546: 14-2, 14-3 ) .
l'VIfll U li:ltj 'VI1'Yitl1mfll':i~i1fl Im:;::'Wlt1U1t1fll':ill~U~fll':i IJjfl'\1111t1~':in'\J

3J ~ ",IQ.I ..•.1 .Cl, 0 .C), • .q 3J at ~
'\J:;::~fl\lflflfllIUU'\1':ifllJ':iUlJ':i \1111111fll':i ~i:l~ Im:;::':i:;::UUf)11fl1IUU\l1U '\1U1t11i':ifl'\J'\J:;::~fl\lmflm1i

q ,

o tld'l <j) -J d 91 QI <J.,. .:::f.d .Cl, A gJ ~ .Cl, ~

f)1':i'Vll\llUIli:l:;:: flll mw 'VI 95 CJ1\1'\J~1f1t11'\Jfl\lflUl'VIfl t'Wti:ltl'VI'\J:;::~i:l~'ff'Wfll'\11 flU1 fll1UUbtl\l fll1,

Itiflfll'VIfllu li:ltj~hh'\1'lJl:;::'fflJ '\11flfll':ihj'ff1'lJl':itl~flf)1':inul'VIfllu li:ltj1ri'fl~l\1I'\1'lJl:;::'ff'lJ '\J:;::I1jU
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. "
11'flWJ1l'YHllUfHlJ!!'iHl1ri'illfJ.:J1U f)TH,.! l.:J'fIWfl1llnft f)fi l!!ft~ ff1lJ1'J fJlJ'J'H1'fl11lJ'YW1'iJ 'fIWilll'll1.:J

q qU u q cu q q

" ..
11lJfl111tJ'Yl.:J'J~lJlJ tll urn!1Yi'lJfl.:JYJf)"l i-htlYi'iJ~~ fl.:J11lJij mm~ 91rJtlnU YJf)~lm91Ut~ tId nlJ .:J1Uf)1'J

~mfl ~'Ylf)'fIUiUfl.:Jrl m'fl1'Jir~~'ff1i1 f)lu f)1'JlllUU f)f)1'J~mfl (McGuire, 2002)•
,,; 1i]!II .k "" "" 'I !II Ii] !IIt ""

f)1'J'Yl'iJ~Lfl'flWilll'lGJf.:J11mtlfJ.:J'fI11lJl'l.:Jl'lfl L'iJ'lJfl.:Jftfl'fllm LflU U lJ'fI11lJ.. ~
'j/, 'JI 'j/

~~tfltlm:iflu ilJ~flU tm~hil~m~ltl"l 11'iJ~t1Vlu;J1uYinfll ,rtflflflWilll'lUUlJl1.:Jfl'iJm'JlJ!!~~

'J~lJlJlJ1111H1U11mtl'J~lJlJ~fl.:Jrlmff1m'JfJih hJl91'l~ (lJ'J'J'iJ.:J ~U'Ylmfl' 2544: 11-13)l~!!n

1) 'J~lJlJlJ1'l11'Jm~'J;J1UflWilll'l ISO 9000

ISO ~flm'iJ1f)fhl1 International Organization for Standardization

~.:JtlJu fl.:Jrl f)1'Jmfl~ l111111'1~ t~t11 nlJ f)1'Jnl11U fl111flU~'lJm~ 'J~ 1UU1U1'il'1~hfifllJ'YlflU 'J~tJ/'Yl~ .
r~fll,ru'J~l'Ylfl'~l.:J"l 1U l~flb1'lm'JfJ 191'm~'J;J1ut~t11nu 1~ rdfl.:J'iJ1mt~~~u'J~t'Ylfl'lJm~'J;J1u

'fIWill'W'lJfl.:J~um.:J.
ISO 9000 tllU'J~lJlJlJ1'l11H1Ut~fll,rtflfl'flWilll'l ~.:Jtllum~'J:n1U. ~

,,; ";.".,, A I'" i!ll "" 'I !II flt
'J~ lJlJ 'fIWill'W'Yltfl t11fllJ f)1'J 'iJflf)1'J !!~~ f)1'JlJ'J~ flU 'fIWilll'l Lflmu U 'fI11lJl'l.:Jl'lfl L 'iJ'lJfl.:J~fl'flltlJU.. ~

'j/ 'JI, ••

mlf)'ff1ri'ill !!~~ ~.:Jfl~lJU 'fI11lJAflVlU ~lU ~11 tij flm ~lJ1U f)1'J~h'mYiflfl f)lJ1f1'iJ~~ ~ 1lJ 1U~1t1u c;.; ~

Q.1 'JJ l.IJ jJQ.I dt G) 9J ~ Q.I .::::t Q.I ~ d no I~ Q.I«:::l. GJ jJ jJ

l'lU fl~l'W1l~~fl.:J Lfl'JlJf)1'JfllJ'JlJ ll'lfl Lmf)fl'Ylflfj~ !!ft~lJ'fI11mlJNfl'il'fllJ'Yl 'iJ~lJ!llJ~.:J1U L11Qfl~fl.:J
'JJ t 'j/ t

tlJu 'J~ lJlJ'Ylf)'llU~ flU ~1lJm flff1'JYi1~~fll11~U lJf)1'JU i'lJU'J.:Jfl~1.:J~fl rwfl.:Jtm~ ~fl11~U1~...
b1'lm'JfJih lul91'1~Uf)1'JlJ1111'J.:J1U l~'V!f)'jFn'iJ l1i11'iJ~tllu~luQ~ffl11m'JlJ f)1'JN~~ !!~~

f)1'JlJ1 f)1'J'Ylfl'lJU1fl tllU'J~lJlJlJ1'l11'J .:J1U~ijf)1'Jt111 ul91'mfl~fffl..
2) 'J~lJlJlJ1'l11'J TQM (Total Quality Management)

. "
11lJ1tl~~ f)1'JlJ1111'J'fIWilll'l11111.:jfl.:jrlm tllU!!lJlJU'J~ t'Yl fl'~~1U ~ f).

fi fl!!U1'Yll.:j1Uf)1'JlJ1111'J 'lJfl.:jfl.:jrlm~1i.:jlU Ut~fl.:j'flWilll'l 1fl t1ffm9ff)'Ylfl'flU 'lJfl.:jfl.:jrlmlJ ff1U...
"i1lJ!!~~1i.:j11lJ1tlN~ n1' 'J1U'J~t1~tIld ~1t1f)1'Jff!1.:j'fl11lJ-W.:j'Wfll'iJ1,r!!n~f)fi1 'J1lJl1.:jf)1'Jff!l.:j N~. ~

",I l' rI •• ~ rI IQ./ jJ .J ..::::t , ~ 9J ~ Q.I

lJ'J ~ LtI'il'U!!fl11'JqJffm'il'f)'lJfl.:j fl.:j'fIm lm~ !!flff .:j'fllJfl1t1 GJf.:j'iJ~lJ 'lJfllJ'lJ1tl'lJfl.:jf) 'iJm'J lJ'fImtl'flm flU

tll U 'J~ lJlJ lJ1 'l11'J~1~.:j fl.:jrlm ~ tUU1ut~ fl.:j'flWilll'll fl t1fllfftlf)1'JlJ ff1U i1JJ!! U1Afll Uf)1'Jl11.:j1U~.
"'WUfl.:j1U'Ylfl'flU ~.:j!!~NlJ1111'J'J~~lJff.:j 'iJU~.:j'Wufl.:j1U'Ylm~~lJ 'Ylf)~ltll ufl.:jrlm ij~~'ff1i1 f)1U

q <u cu q q

t~fl.:jflWilll'l !!~~ i 1JJ ijfl nu ui' lJU~.:j.:j1U1,rtnflfl Willl'lfl ~1.:j~ fl tt1fl.:j t~ fl~ fllJ ffU fl.:j'fl11JJ-w.:jl'lfll 'iJ

"jJ 0 Q.I od.~ Q.I <j/ ~

'tIfl.:j'Jf)'fIl m~lJ1U f)1'J'Yl1.:j1UUUJJf)'iJm'JJJ11~ f)'tIfl.:j1.:J~fl PDCA 11'Jfl Plan-Do-Check- Action

lfltllJ!!U1Afl111flUi''il'ill11Uf)1'Jl11.:j1U 7 U'J~f)1'J fifl
u

"(l) ffm9ffl'Ylf)'fIU lufl.:jrlm ijff1U11JJ~.:j!!~U'J~1i1UlJ1iJ'Yl 'iJU~.:j•
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. "
(2) llB'!J'~1fl'Ul'U'YJtlW~fWfH1lrn1'11'Hl~T1m

"(3) 'llB'!J'~tl'U'YJtl.u'Uflfl'U 'iJfl~m~lJ1'U fll'J~'J n 11

(4) ri ~Lff1lJ'llflJ'll~ ~fll'JYl1~1'U~1t1n11mnJ PDCA

(5) mlJfJwtft~llflJ'll~~ QCDSM ~fl fJUAm'VI (Quality) 'J1m

(Cost) fll'Jri~lJfllJ (Delivery) m1lJ'llftflflntl (Safety) Uft~'iJlqJtl1~~ 111'iJfl~'VIirtl~l'U (Morals)

(6) 1,~m1mhf1qJ~fl'llf91qJ1Uft~11j fll'J w1'1 'iJilqJ111UlJlJfl1lJfJlJ

(7) 1,i''ll'J~ lt191U111mfltfl~iJfltm~11i fll'J'llB'!J'~ulJlJmlJfJlJfJUAm'VI
.o:':lo' ~ ••

3) tl11m'JlJtl~lJfJUAm'VI (QCC) 11'Jfl Quality Control Circle

111J1t1(i~ n 11m'JlJ 'iJfl~ tl~lJfJ UAm'VI~fln~ m-Jflflft ~1l B'!J'~~1'U ~~ii fl~
" .

~1'U1'U 3-10 fl'U 'llB'!J'~~1'Ufl~1'UuN'Um~tl1tl'U 'J1lJ~1tl'U~mwmui'ilqJ111~1~ '1 Uft~'li'fl

lJn'VIifl~~tnfl 'il1nfll'JllB'!J'~~1'U iifll'J ~f1n 11m'JlJ'iJfl~tl~lJ l'U ~llUlJlJfll'Jll'J~ 'ltlJ iift'lJ1~tl'iJfl~

mi m!~ftfllJ1~tl 'Urr1fl'll1 mn 1111fl t~'U ri''U111il UJ111 fll 'JUnil UJ111 fll 'J1lf lJ 'llH flUAm 'VI fll 'J
q u u q q

"" 'jJ n I "" "" 'I 0 'i 'I 'jJ '"tft''JlJft''J1~lJ'J~ft''Vl1im'VI Uft~fJUAm'VI!'Ufll'J'Vll~l'U !f1t1!9111ftnfll'J'iJfl~ Deming Cycle (PDCA)

Uft~tfltfl~iJfl l'Ufll'JttnilUJ111 7 mh~ l'Ufll'JYl1n11m'JlJmilJflUAm'VI ~fl fl1'J1~fl'J111ft'fllJ fll'Ju q q

~lu'Un'li'fllJft UN'UfliJ'VI1t'J1~UN'UfliJn1~llm ~ft'lflumlJm1lJ UN'UfliJfl1lJfllJ Uft~UN'UfliJ
q,J 'U cu <u q 'U

m~ 111t1fll'JYl1n'ilm'JlJ'iJfl~milJ 11~~fl~hj.ufl~fl'U lt11J1t1'iJfl~m..hti~1'U Uft~~fl~iifll'J m~Yl1tl'U
q

I I ~ 0 d lIJ 9JQ,I ~ d d 9J 9J 1119J
fl tI1~flfl t'Ufl~ ft'11J1'Jtl'U1Nft~1'U'Vl!f1'JUlJfl tft'HIt 'JtllJ'Jfl tlUmlJ1Uft'f1~ !fI

"fll'JmlJfJ'lJfl1 11~111'JUA1i~'hll'U'I1~'J~ lJlJ (System) Uft~ m~ lJ1'U fll'J

(Process) l'U fll'JlJ1111H1'U fll'JmlJfl'lJ 1,'U~1'U~~tll'Um~lJ1'U fll'J 111J1t1(i~ m~lJ1'U fll'J~
q ~

" ., I 'j)

~lJ1111'J i~m~Yl1~'Utfifl 1~tflflfl11lJiJ'U 11111NftUr1~fl11mht~ 11fl1'lJ111l'J1'Jtlmir'Utll'U i llfl~l~
'lJ

LfflJfl~ '\..Hft'lJfl'llmmtft~ fl~1~~m~ fl~ 1'U~1'U~~ tll 'U'J~ lJlJfll'Jfl1lJfl'lJ 111J1t1(i~ 'J~lJlJm.h~l 'U
~ q

fll'J tft''U flU'U1'Vll~1'Ufll'J~ 1tU'U ~1'U1~ ft'flflfl ftfl~tllJ UN'U~ tl111'UfIi1111flfl 11'lJ'VItl1t11'lJ~11~f mn

fl 11lJ u'll 'J'll'Jd'U 'iJfl~lfl tl'll 'J~ ft'~ff1,~ fl~mtl 1'U'iJfllJ t'iJfl~ fl 'UUJ1fl1~ 'iJfl~'J ~lJlJ"
q 'U q u. "
fll'J mlJfJ'lJ tll'U fl11m 'J'lJ11lf1 fll'J'll B'!J'~~1'U Uft~9rU'U~11jfll'J 111flU'U1

'Vl1~1'Ufll'JllB'!J'~~l'U 1~lJn~(i~t1~h111J1t1~ i~tl1'\1'UfiHri1~11U'1

fll'Jfl1lJfJ 'lJtll'U fll'J lf1 m1lJ1:11t~ 11'iJfl~fll'J'll B'!J'~~1'U 1f1l1fl'J1 11ft'fllJfJl1

U'UTVl1~1,f1 111fl11jfll'J 1,f1~hhll'U'll'J~ lt191u111fliiflUAf11~flm1lJ~ht111 11~tl ntl1 ~f1flfln i'll 111fl
q 'lJ

llflJll'J ~uni'iJt~fl 1~tflfl'll'J~ lt191u~flm1'lJ~ht111~~fl~fll'J Uft~ tll'U m~lJ1'U fll'J~t~tl1~'U tllJ
q

fll'J m~Yl15'Utll'U fll'J fl'J1 11ft'fllJflUft fll'J m~ ~'Ut~fl'U Uft~ f11'J'llflJ~1 l~tll'U i'llfl1lJUN'Ufll'J
'lJ q
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. "
11aUA~l'W i~VfJ1'il~fll1"m~ fll1"ru~~ml~ Nh!WJh!YifJ1'il!n~~h!U~TI1WI h!'YI1~wii 'tIfl11~ Nh!H1h!

~ • d Q ~ ~ Q.I Q ~ 91 d"1 'J/
h!h!f)fJh!'Y1'il~~f)~'tIh! 'H1"fJ'Hft~'illmf)~'tIh!Umf) !~

fll1"m'Ufl~~~m1 f)El~fll1"'U~l'il1"~lh! ~'VW1Vl~19f'YIi''WVlm'tlfJ~'Hl.hV. .
, .at •.• , .4.4 1jJ & Q.J •.• I t:I ••. 1 <JJ ~ Q.I .at 0 Q.I

~lh! fJVl~~u1"~'ff'YI1im'WUft~ 'H'Un~fl~1~qU1"~'ff~fl fll1"flTlJfl~U1"~f)fJ'U~1Vu'il'ilV'YI'fflflqJ3

'lh~ fll1" flfJ fll1"fll'Hh!~tf)wcn~l~1"ilh! 1h!fll1"lIilu~~lh! fll1"¥r\P1Jh!l11ifll1"l~ ~~fJ111''YI1"1'U~~

fl11~n'11'H,rllh! fll1"fll~iJh!~lh!~l~l~ mh~'ff~rl Uft~fllnHmh ~un'i'tI,rfJ'Uf)'W';fJ~'tIfJ~ml~..
ffl~~ 'il~~1I1"1f){]

"" _I ""2. 7.3 mflUflf)1"iu"i;::mUU'1J'1J~iJfJfll'tY (Balanced Scorecard)

'JJ ~ 1 """ '"Kaplan Hft~ Norton (fJl~m h! 'Wb!~~"lf~1"h!'YI1"2544) l'ffh!fJ'Hftf)fll1"

"
Uft~Hh!1~~'tIfJ~ Balanced Scorecard Hl11h!fllnh~tiJh!fJ~rlmm1"1I1"~~iJh!Yl~'H~~ 4 ~~~fJ~.

~ .4-Cl. 1tJ CJJ • 9J Q jJ <jJ 91
'H1"fJ~~ (Perspective) !~Uf) lJ~~fJ~~lh!fll1"t~h! lJ~~fJ~~lh!'Jf)m lJ~~fJ~~1h!m~'U1h!fll1"mV

'1h! Hft~~~~fJ~J{lh! fll1"(1Vh!~Uft~fll1"¥r\P1Jh!1 mv l~~~~fJ~u~m~~~~fJ~vnh~ f)fJ'Ui1J~1V
q cu q q.. "

1) l~q1J1"~'ff~rl (Objective) U'ff~~~~iY~YifJ~rlm~fJ~fll1"'U1"1"~2) fll1"l~Hft (Measure) ~195.. "
1~Yi'l9f'UfJf)11fJ~rlm'Unft lh!l~fl1J1"~'ff~rlYi~fJ~m1"'H~fJhi 3) ,r'c)~m~mnh! lh!iJ 'il'ilUh!

q q cu ~ q. " .}i .at 'j) Q.I Q.I d Q.I d, 'jJ

(Baseline Data) 4) ~Ul'HmV'YI~fJ~fll1"'il~'U1"1"~(Target) ~1m'tl'tlfJ~~1"lf1~'YIt1"1~fJ~fllH~'Un~

5) ~~~ 'il~Y11t~fJ111''U1"1"fttill'HmV(Initiatives) UHh!~lh!'H~fJn'ilm1"~~'il~Y11'l11'fJ~rlm'U1"1"ft..
till'HmV

"'JJ ~ 'JJ1lJ" ~ 'JJ 1 'JJ '" 'JJ.
fJ~flm~fJ~fll1"mh! 'illf)'Jf)m !~11'il~t1Jh!flld'ff1"1~fl11~'WfJ'il'tlfJ~'Jf)fll fll1"1f1Ell'Jf)mtfll fll1"

" ..'JJ l' Q.I & • t:9 ~.at 9J liJ 'j)Q.I t:I 9J
U'ff1~'Hlftf)m 'H~ 1"1~'YI~U'ff~~fl~flWm'H1"fJ'ff~'YIftf)mfJVlf)!~1"'U'illf)fJ~flm ~~~fJ~mh!cu q cu q

, I I •

1.4 0 Q.I d tI 'jJ 0 t:9 I l'j/Q . ~.<::::t..at 'j/ 'jJ
m~ 1J1h!fll1.fllV h! f)'ilm1"~'ff1flflJ'YIfJ~flm'il~~fJ~'YIlt'WfJf)fJ mf)~flW m'H1"fJ'ff~'YIftf)m~fJ~f)l1".......

9J .at 'j/ Q.I 019J , t:I d 1 ~ 'jJ.at

lJH.lJfJ~mh!f)l1"~1"Vh!~Uft~fll1"'W\P1Jh!l'YIl 'H'YI1"1'U11fJ~flm'YI'il~'U1"1"~h!lJ~~fJ~fJh!"l ~fJ~~f)l1"

"" 'JJ'JJ IlJ 'JJ
t1"Vh!1"mh!fJ~!1"'Ul~.•.

" . "
Yl~ff~~~fJ~mvl~uh!1~~'tIfJ~ Balanced Scorecard Uh! 'il~liml~.

'" "''' . '" 1 '" i 'JJ 'JJ '" 0' "1 'JJ'ff~'Wh!1i1"~'H11~f)h!h!ft f)ElW~'tIfJ~m~uft~Hft !~vm~fJ~ f)l1"'il~'U1"1"m~flu1"~'ff~flmv ~~~~fJ~
q q q q

J{lh!f)l1"t~h! ~'ifh! fll1"Y11fllh f)l1"~~mlviJ{ 'il~~fJ~\ht'ffh!fJlh!~~~ftml'l~fJ~f)l1" t'ifh! f)l1"
"

~ d. d 91 .at.4 d d~ fj/.at oo<:::l.

'U1"fll1"'YI1"1~~1"1Uft~mfJVlf)~'U1"fll1"'YIn~t1"1h!h! 'il~~fJ~~m::;'U1h!f)l1"mv 1h! f)l1"~lth!h!~lh!

1 det 'j/ 91 d 1 t::L~ rI 91.at 91
mv h!'YI~ 'ff~'YIlVmfJVlf)~'tI'U1h!f)l1"mV h!'YI~ 'Uflmm'tlfJ~fJ~flm'il~~fJ~~fl11mml~.....

.J ~. 'I 'JJ 'JJ '" 'JJ '"
'fflm1"fl CJl'~f)fJWllV !~'lJ'lJ'lJfJ~mh!fll1"~1"Vh!1"Uft~f)l1"'W\P1Jh!l.......
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.............
2. 7.4 f111'JfJfJlm~'tVVJlU1

lcYl'~6 itlJ~ 19ffl~ (2545) i~millil'il ~tlflW~b~U~rl1i1eJtlilfiu'li~~'il~~ ~

i1eJi~':hruu "fllllJft'11ll'Jt11Utll'Ju'li~'llU" 'il~iJ~ltJtlU 3 ~tlflW~~fflf1ty "l ~eJ fllllJft'1'lll'Jt1

lUtll'Jft'~l~fl1llJUAmh~ fllllJft'11ll'Jt11Utll'Jb1lU~':h~lU~U'VlU~1 bm~fl1llJ'Jlflb~11Utll'J
~ q

"'Ji 'Ji "l 'I ~I cl 'Ji 'OJ'"
AeJUft'U eJ~fl1llJA eJ~tll'J 'IJeJ~i'ltl'fl1'11'JeJAi'llfl ~U lJ 'J~bflU'IJeJ~tll'J ft''Jl~fl1llJ UAtlAl~U U 'Ii'Jtl 'il

~ q

CjJ Q.J.<::::lo 'JJ .c::.. 1'jJ .. I 'jJ 0 GI $I 'jJ

eJAft'l'\1m'JlJ 'il~AeJ~'VWltJllJ'V'lWJUlft'UfllUi'l~U'Jtll'J '\1UAtlAl~ 'illtlflU 'IJ~ Ui'l~AeJ~'Vl1mi'ltlfl1lJeJ~
q ~ ~

br1uui'l~fu~()~flWfil~llltltl1lfiu'li~1'l1'i~ fl1llJUAtl~1~1u~lU~1~ "l hj1l'il~b1lU~liluI{1 tll'J
~ q ~

" ..
U1tll'J flWJl1'V'lbm~ulAm'JlJlmj "l il 'il~yhl'l1'~'Jfi'il~Aft'1'\1m'JlJft'llll'Jm~tJ~tll'Ju'li~'lluYi

'Jum~i~
q

fllllJft'11ll'JtI'Vll~~lUU1Am'JlJ (Innovation) fl i~'illtl~Ull'J~lllW~~.. "
~flft''J'J i l'ffl'\1fu~lUl~mm~~WJu 1 b1lUit~YiUft'fl~1'I1'br1U1leJ~r1tll'J'UU i~ 'I1'fllllJfflf1ty~eJ tll'J

~fll{ubm~~WJU1 ~~'\11tlfl1llJfflf1ty~~tlrill i~m~ 'illtJi 1l1u'\1'l11tJ~lU~1~ "l Jl1tJ1ueJ~r1tll'J
o 1 'JJ Q.J al I I ~ 1 'jJ '~'JJ 1 'JJ A jJ d'

Ui'l~'Vl1'\1'V'lUm lU 'VltlflU lJft'lU 'JllJ'\1'JeJ '\1fl1llJ'J llJ lJeJtlmUft'fl~ eJeJtl U fllU fl1llJ flflft''Jl~ ft''J'Jfl
q

"'" OJ 'Ji III 'Ji _ ~ 'Ji OJ III 'Ji , "' ••• OJ '"

eJ~flmUU'il~1:1'1111'Jtlft''Jl~fllllJ ~flblJ'JtlUfllUU1Am'JlJ ~flUUUeJU ("!tlJ'V'l'J'fJ'J'V'l'V'lWJU2545: 32)

'Vlt]fl~ Resource-Based View of the Finn (http://www.sses.com. [b~l

()~ 13 'V'lt]rr~tlltJu 2546]) i~eJi1J1tJ1l U1£l'Vl1'11'fllllJfflf1tytlu'Vlf'V'ltJlm~ hj1:1'1111'Jm~tJU

"l "j 'Ji III 'Jit "', ?t OJ III 'Ji& III 'Ji • ~ 'I ' OJ

UUU'\1'JeJbfli'leJUtJ1tJ~fl~fltJft'lJU'JWllblJU'Jltl;!lU'lJeJ~ tll'J'Jtlfll nGJ$~fllllJ ~flblJ'JtJU~U tll'J U'IJ~'lJU~ ~
?t OJ '" OJ & ?t III 'Ji t d OJ 'Ji III 'Ji OJ 'Ji III 'Ill 'Ji ~?t ' d

fl1llJblJUbeJtli'ltlflW 'lJeJ~'Vl'J'V'ltJlmGJ$~blJU~flm'Vl'ilUAeJ~~flUi'l~'ilUAeJ~~lJ~fl 'il~blJUbb'\1i'l~'VllJ1'IJeJ~

tll'Jft'~l~fllllJUA tl~l~ 1'I1'tlUU1£l'Vl
, ,

Q, Jl:td. ll=I tI Q.I Q, Q, !lI
2.8 HU1fl1 UlflVl H(;\~'t1qfl<t)'t1HUJ1"\lel-3fllJfll ~lJ ~'tn ~ fll ~!-3lm(;\~fl UfJ U

III "" <I '" 'Ji ~ ••• III 'Ji 0

~lJbfli'l 'V'leJ'JbAeJ'J(www.manager.co.th.[b.IJltl-.113.V.lt]rr.iltlltJU 2546]) ~flU1

bft'UeJUUl~fl 'lJeJ~tll'J i'lfl~U 'VlUUi'l~fllJ rl1191~ltJeJth~iJII'J~it'Vli.tl1'V'l ~ ~b1lU'11.cr-.11U 1:1'1lJll'J~ tll'J
q q

"'1 I Q.J ~.d 0 A A GI 'j/n I 0 d "I 'jJ ~ 91
'lJeJ-.1tli'l~'Vl'liU tll'J U'IJ~'lJUb'V'leJ'Vl'il~fllbUU~'Jtl 'il~'\1lJ'J~ft'Uf-li'lft'lb'J'il~fl UeJtlb'\1UeJ'illtltll'Jft''Jl~

fllllJUA tl~l~ 1'I1'ilul{l '\11eJfl1'\1UflAi'llfl 9fUfl'IJeJ~f-li1Aj)Wcr1'\11eJU1tll'J 1'I1'iflb'ilU bilu tll'J

b'ill~'il~Ai'llfl b'ill~'il~itUl{l Ui'l~b'ill~'il~U1tll'J b~eJi'lfl~lU1Ufiu'li~'llU ~~eJtll'Jbilu~ullu tll'Ji'lfl~ ~

?t .1 d. 'Ji QJ <I d

Performance Based Budgeting blJUm~U1UtllHUlJ'J~lJ1W'Vll.J~bUUf-li'li'l'V'l'li lJ

tll'J ~ 1bUU tll'J AllJ m~ U1U tll'J ~ull'J~ lllW mh~ b1lUb'\1milu f-li'l iJtll'J fl1'\1U fllllA'J Iii lU ~ U 'VlU
q ~ q

tll'J ~flAllJ f-li'ltll'J~lbUU~lU tll'J ~flft''j'j Ui'l~'\11eJbll~tJUulli'l~'Vlf'V'ltJ1mAllJft'.tl1'V'lfl1llJ~lbUU

http://www.sses.com.
http://www.manager.co.th.[b.IJltl-.113.V.lt]rr.iltlltJU
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U~~fll11.H1J'W'01~'llfl,ml'l'W'n'W Lfjl'l1'mI'J'llfl~UI'l'W~l'W1fl';j~f)1';jU~~ l'l~il'V'l,j 'O~~fl~tl';j~ f)1fH1J'W~

'Yl';jlU 1f1l'J..tltl'Wlifl'W~ 'O~L~lIl~~utl';j~lIlf.U (http://www.aais.state.ar.us. 1999)
?I .cd iJ Q.I ~ 31 Q.I

Performance Based Budgeting LU'W';j~UU'YlL'W'WI'l~~'V'lliU~~L'W'Wf)1';jlf1l'l~

U~~ fll111-r UHfI'I1flU'll fl~ N11'J~fIf)1';j~ 'O~~fl~tlfi'!J~1,r1 ~ ~111Lfjl11'mI'J~flll1 'Wfll 'W~1'Wmll1'V'l fll '0

'jJ tjI ~ • 0 91 do
'llfl~~f1fll ~'W'VJ'Wu~~fJf.Um'V'lf)1';ju';jf)1';j Performance Based Budgetmg 'Yll'llflmll1'Ylf)111'WfI

.% 1 "" '" -~ '" _I 0' "" 1~ -t'll'W 'WU~'V'l'Wlif1'OLU111'lJ11'JLm~l~f11J';j~n~fl'mflliU1l'Jmll1'11flUli';j';jll'llfl~f)1';j 'I1~U1J';j~'mf.U.
U~~ L1J'W~ f)1';j~~11'J1'W~1'Wf)1';j~fln';j';j'Yl-r'V'll'JlmLl4flU';j';j~1~f1tl';j~ n ~f1LQ'V'll~flll1Lfjl11'mI'J'llfl~..
!!1'l'W~1'W1flHf)1';j !!~~ 1f1l'JiJf)1Trfll'l~ (Snell !!~~ Hayes, 1993: 1; Garsombke !!~~ Schrad,

1999: 9; Epstein, 1984: 2)

~'WU'U'UU'Wl~fI Lfj111'ml'Jflll'm1J'WL~fl''llfl~fl~f1 ml1~fl fl 'Of)1';j~t11f1tytl';j~f)1';j

.J "'I ""_I '" '" ~ ~ .J ""_I '" '" ~ ~ ll) 'll) ~
l1'W~flfl fll111111J';j~n'Yllim'V'l'Yl1~fll'W~'W'Yl'WC}f~fll111111J';j~n'Ylli m'V'l'Yl1~m'W~'U'Yl'U~1I~fll1'ml'J..

, oJ

fll111ilfl~f1ml1~fl fl'Of)1';j'O~~fl~'V'ltl1t11l1~fI~'W'Yl'Ul,rmn 'U';j~~m'hnfl u~m';j 'O~~~Lfjl11'm1'J11
• OJ •

I I fjJ '}J d ~. 9J d ell Clo A 9J
l1flI'J1~'Wfll'J~'W'Yl'Wf1fl1';j'O~~ lf1dl ~ 'W'Yl'WLQ~ 1'J'llfl~fl~nl11 m';j'lJ 'O~!f1f1';j~UU f)1';jU';j111';j~'W'Yl'W

q q q q

uuulmj tT'Utlfl f)1';j'!Jty;~'W'VJ'Wfl'Om';jll (Activity-Based Costing) 1f1I'JPeter Drucker !!~~

~ QJ ~ A I 191' A .d. oC:lt, ~ A , I d,

James A. Brimson !!'Wlf1m1~f1flflf)1';jflflfl1 'I1'01I'Jm'lJf1'Om';j'lJ'Yl!f1f1'll'W'OHL'I1'WfllLnmlm';jfl
.J oJ oJ

f)1';j1'li1\9\';jflf)1';j ~flri ~ f)1';jYI1i1'Wfi'l1mj'Ylflu'Yl'W'llfl~Lfff.J C}f~U1~fl-r~~'W'Yl'WLl1ril'W!'vhtl'Ul1~fl'mf1.
• oJ ,

f1'";h~'W'Yl'Uf)1';jI'l~ \9\Lfff.JVf1 U~~~ fl'lJ~ 'llfl~ 1'l~~l'Wl'hflfl ~'W1fI mu'WYimll1 nl'mHll 'Wf)1';jU~~.u'W• OJ

!!~~fll111nl'm';jfll 'Wf)1';jYl1fl1h l'Wf)1TWl'm~flL1J'U~'W'Yl'W'llfl~m~Ul'U f)1';j~~1111f1~~nl'm)f1.
oJ

091 IQ,I A liI'jJQ.I 019J A OId'OllJ3Ild

'Wl'llfl'lJ~mm'W'W'mU';j111';j ~fI fl'W'O~'Yl111f)1';jU';j111';j!!~~f)1';jmUfllll'l~~'V'lli'Yl1 ~flfll'Jl~lIOJ •. ~
tl';j~i1'Ylil'l~Yi~ hn~fllUflll~'W'Yl'WL~I'J~mh~L~{Jd (d';jfff1~ 'Yl1l'm'W'Wl12546)...

li~i'1'J i1'W~1~'l1(2533) l~flmnf1~~'Yl,jf)1';iU~~.u'W'llfl~'1pfl'Of)1';jiJ'W nttll~il

li';jfl'Of)1';jiJ'WL~'Wli';jfl'OU1f)1';j~iJilf1£jf.U~mj 3 tl';j~f)1';j tlfl 1) iJf)1';j!!~~.u'Wn~l'Uml~lI'O'O'!J'W
q q cu cu q

2) L~'Wli';jfl'O~ f)1';iU~~.u'W~lL~'W~fl~iJf)1';j~~'Yl'Wn~~11'J'V'l!fllltlU~fl~iJf)1';jnlr'Un'U'W 'Olf1-r~U1~
q q <u q do3

?t '" do'" ~I '" 1 d",,'l' 1 d 1 ~At 'l' 0'LU'W~l'Wn'Wun'4'W'Ylnlflty 3) L1J'W'!i';jf1'O'Wfl'Wlfl~'Ylll ~flf)1n~~b!fI 'Wf)1';j'Yl'O~111J';j~~1'J'I1'W'Yl1~

'" ll)~ '" _I "'I "" dd ~ 'l' "" ll)~_~
Lfl'';j£j~f1'0~fI'mf1f1U'VJf1 "l 1J';j~L'Ylfl'l1';jfl'VJf1nll'Jf)1';jU'W'Yl!f1l'Jl'llfl~ tfll'JlI f)1';j ~flL1J';jf.JU'llfl~nlf.Jf)1';j

A , Q.I A ~ ltJ d ~ rI d' rI d'''J rI dA '}J 1
u'W'llfl~nl1';j~flLmf)1 2 nll'J flfl ~ ~'WL~fI!!fl';j~~'W !!~~'Wfl';j'Ylnn~!!fl';j ~~'W 'YlU'WL'lll'm 'W~mfl

"" _I '" "" d ~ diAl ll) ~ _~ '" ~.dmLC}f1'J!!~~1J';j~nl'W f1Unll'Jf)1';jU'W'YlL'lllJ!!'ll~ 'W1J';j~L'Ylfl''llfl~~'W 'O'WtflL1J';jl'J'Unll'Jf)1';jU'WL'Olf1'W

http://www.aais.state.ar.us.
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~ ~ 0 d 9J d' ~ ~ 9J Clocy .d ~ t. Q.I

C)f.;J~1J'WNftbYl~'J'il'ill fl f1l'J 1 'll'flftV'YI'fjf1l'J'Hml~'I1 ~ftl~Uft~ NiJ'J !.f1f1'Y1t'11WI'll''Wfldl bYl'lJl'Jfl 'il~ f1l'J. ~...
Cl. d. 9J Q.I Clo ~ ::v ..c::t. aid , do 9J •

iJ'J f1l'J'YI~ e:JiJbY'We:J.;J~1'W~ 1m f1l'J fI e:J ~bY'W'YIl.;JUft~ ~ l'Jl.;J f1l'J iJ'W'YI~fldl 'YI~'\I1'lJl bY'We:J.;J~m~ fl~ lJ.. "
w~CIfvmJo]f:Wfl.vi~fl''J£J\lf1'il~AiJ1~~~1.vibY~ 1'Wlftfl 'illflf1l'Jfffl£J1W flbYl'J'inJ1J'W bYl'lJl'J flbYnJ1~11....

Q./ 9J ..c::t. 'jJ Clo 9J
f1lH~ f1l'J~ 1'Wf1l'J ~ m~ f1l'J 11'J 'I11'J~'W'YI'W'\Ie:J.;J~.;J'W'YI'Wf1l'J ~ e:JiJbY'We:J.;Jfl11lJ~ e:J.;Jf1lmft~ f111lJ..
~.;J'V'w1 'il'\le:J.;Jftfl~l ~~'W~fl11'il~mhfiru~ri.;JNft~e:JmllJbYl'lJl'Jfll'Wf1l'Ju~.;J'11'W l..rn11e:J.;Jrlm 1~

~ u

ti'e:J.;J~nmA f1lru'il'W~'W£ (2537) 1~Yilf1l'J~fl£Jlf1l'J~mvmnv1J1h~ff'YI~m'VHm~
u

~'W'YI'W'\Ie:J.;J9 b1'lVf1l'JU'W l'W.f1iJmflw~;'v-mJo]f:W fln11bY1Vnwu'W 1 'YIV l~v~n£Jl'lh~ ff'YI~ m'Vif1l'J. ~

Nil~uft~mllJU~fl~l.;J'\Ie:J.;J~'W'YI'W f1l'J 1~11 'il~Vf1l'J Nil~ Uftdl'W1'WNftNil~'\Ie:J.;JbY1Vf1l'JU'W.
" .

~1.;J "1 niJbY1Vf1l'JU'W 1 'YIV 'illflNft f1l'Jfffl£Jll 'W~l'W'lh~ff'YI~m'Vif1l'J Nil~i!'W 'ViiJ11 bY1Vf1l'Ju'W'n

iJ'\I'Wl~ 1mu fl11bY1Vf1l'JU'W 1 'YIV 'il~~~'WbY1Vf1l'JU'W~iJlh~ff'YI ~m'VibY.;Jfl11bY1Vf1l'JU'W 1 'YIV Uft~
u ~

bY1Vf1l'JU'W~iJ'\I'Wl~~~ flfl11bY1Vf1l'JU'W 1 'YIV 'il~iJlh~ff'YI ~m'Vi 1'Wf1l'J Nil~~ln11bY1Vf1l'JU'W 1 'YIV

1'W~1'W~'W'l'l'W~e:J'I1i-hV'\Ie:J.;JbY1Vf1l'JU'W'ViiJ11bY1Vf1l'JU'W ~1.;J "1 iJ~'Wl1'W f1l'J Nil~~e:Jm.hv hi
bYe:J~f1~e:J.;Jn1J1h~ff'YI~ m'Vif1l'J Nil~ 'ViiJ11~'W'YI'W'\Ie:J.;Jf1l'JU'W1 'YIvl 'Wf1l'J 1~11 'il~Vf1l'J Nil~ 2.

v , 31 'j/

lh~m'YI ~mh~'WUft~~f1~~NU'W 1~Vf1l'Ju'W1'Y1viJ~'W'YI'Wf1l'J1~11'il~m1.;J 2 lh~m'YIi'lbY.;Jfl1T~lV. ~

f1l'JiJ'W~'W "1 1'WflrilJ~1e:J£il.;J u'W1'Y1l.;J~m ~V 1~~bY'We:J~t) f1l'JU'W 1 'YIVbYl'lJl'Jm~lJftnvm'Vi 1'Wf1l'J. ~
" ..

u~.;J'11'WniJbY1Vf1l'JU'W~1.;J "1 1~'lJlfl~'W 1~vf1l'J!'w:JJ1j1'lJlW NftNil~ ~1vf1l'Jl~~f1~t).;Ju'Wl..riJ
• ,9J 31

9f11lJ.;Jf1l'J 1~.;Jl'WLQ~V'lJln~'W f1l'J11.;JUN'W~1'W f1l'J ~~'W f1l'J~I'lJ'WlUH.;Jl'WUft~ f1l'J'I11U 'I1ri.;JU1~'W
., I' JI, ,

.vi~'W'YI'W~ 1 '11~ e:J~~'I11~f1~ e:J.;JU'WYiiJ f1l'J1111.f1f1U l~'WYi ~ 1 'ill flf1l'J ~fl£Jl.;Jl'W 1~v~.;J flri11'Vi11 11.
11'il~V1.h~ff'YI ~m'Vif1l'J Nil~ 11'il~v~'W'YI'W'\Ie:J.;J11'il~vf1l'JNil~ 11'il~Vf1l'JiJ1'111'J f1l'J~~'WUft~ ~'W'YI'W••
11'il~m'YIfll 'Wlftri Uft~11'il~VflWm'Vi'\lt).;JuH.;Jl'W ~~'W11'il~V~ri.;JNft~e:Jfl11lJbYl'lJl'Jfll'Wf1l'Ju~.;J'11'W. .
1~ bY~1Jf1l'J~fl£Jl~.;Jflri11rj1 ~V'il~UllJll ~lh~ flt)iJf1l'J-W 'ill'Jwlnl'l1'W~11 'il~V~l.;J "1 Yiri .;JNft~t)

mllJbYl'lJl'Jfll'W f1l'J U~.;J'11'W1'WUiJiJbYt)iJflllJ

-WlJft tlJCJ.ll9fV (2541) ~fl£JltmV1J!.viViJf1l'J~ltiJ'W.;Jl'W'\It).;JiJ1lJ'YI f1l'JU'W 1'Y1v ~ln~

(lJ'I11'll''W) n11bY1Vf1l'JU'W 1'W.f1iJmflWtClfvUlJo]f:W fl l~vf1l'Jltfl'Jl~ tI'YIl.;Jf1l'J ~~'W iJl~fl1J'J~ bY.;Jfl~ ..
~.t::2 ,. 'jJ Q.I .Clt,.c::t, q..c::t.Q.I ..•.~ .d..

t'Vit)fl'fl£Jl bflHbY'Jl.;J ft fl£JW~ '\It).;J'fj'Jf1'ilf1l'JiJ'W uft~bYm'Vi'YI1.;Jf1l'J ~.;J'W'\It).;JiJ'J£J'YI Uft~ tu'J V1J!'YIViJ.
mllJbYl'lJl'J flniJNft~t)iJU'YI'W 1'Wf1l'J~ltiJ'W.;Jl'W'\It).;JbY1Vf1l'JU'W 1 'YIV 1'W.f1iJmfl~t)~CIfvUlJo]f:Wfl 'J1lJ~

0.;J~fl£Jl11qJ'I11Uft~~1JbY'J'JfI'\It).;Jf1l'J~ltiJ'W.;Jl'W '\Ie:J.;JiJ1lJ'YI f1l'JU'W 1 'YIV ~ln~ (lJ'I11'll''W) bY1Vf1l'J

U'W~Yilf1l'J ~fl£JltmV11~YiViJ 1~Ufi bY1Vf1l'JU'Wff .;Jfll1J~ bY1Vf1l'JU'Wfll~'fj6~~1Jo]f:Wfl bY1Vf1l'JU'W

1 'YIV b1'lVf1l'JU'WUfl1'W ~bY bY1Vf1l'JU'Wt)t)ftiJ1J1Jt)'W Uft~ bYlvf1l'Ju'W'lJlm~CIfv 1'Wf1l'J ~fl£Jll ~f1l'J

Cl. aClo ~ 4 4,- 9J Q./ Clo .c" Cit<j/

1 ~f1'Jl~ 'I1t'll'.;J'Vi'J'JW 'W1~'Vit) e:J'fj1JlVfl.;J !f1H bY'J1.;JUft~ ft fl£JW~ '\It).;J'fj'Jfl 'ilbY1Vf1l'JiJ'W Uft~! 'll'f1l'J.
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.
1~'fI'Jl~11'~;'J1l11J1ru1U fll'J1~'fI'Jl~11'~~fll11'V1'Jl1Jo'JmllJffllJ1'Jtl'tlfl,n1'ltlfll'Juu 1'VImmtl1J~Yitl1J

tl1Jffltlfll'JUUgU "l 1uiJ1Jm'flw ~;m~ll~fJf1 1'f1t1fll'Jl~ff'flri1U'VIl'Jf1l'H~U 'illf1fll'Jfrmnff~ll

1~il ffltlfll'JUU 1'VItI~l~UUli'Jf) 'il'I1~f1'V1l'J~lUfll'J'tIuri 'J'VI1'Jellfllfl' 1'f1t1nli'Jf)'ilfll'Juu'Vntl!9fV..
" .

~ilU'Jltl 1~'l1~f1 U fl f1'illf1l1~'J~l~UU li'Jf) 'ilYim!1JffUU li'J f) 'ilfll'J'tIUri 'J 1~uri 'fI11fll'J1JU fll'J...
ctffllJ1'll'J'Jell fllfl'tIlU ~ilU ~ U Ufl~ ~'Jnf) 'ilfll'J i1lJfl'J'VIU1U f) 'ilfll'J~ ~~tl1~clfl'Jtl1Jli'Jf) 'ilfll'JUU...

" .
'Wlru"lfV ~iuli'Jf)'il h'JU'jlJ li'Jf)'il1J1fll'J~~m'Wil'J ~ilu~u 1J1i1'V1fll'Juul'VItlcIJ~ilU1J1i1'V1Yi1J..
1'f1Hffrl'Jli'Jf)'il'tlUl'fllmu vh l11hmmllJ'fIcieN~1lufll'J1J1'l11H1U ~'Jhifffl'fl'flftfl'Jtl1Jfll'J

• u. "
.wI'lJUl'tlfl'Jli'Jf) 'ilfll'JuuYi~ilu 1llmjl'J'J1'f1~~1 1Jfll'J1i''VIU ~lU1UlJ1f1 1'f1mQ'Wl~lu fll'J <U'fIcJffl..
~'fI~fl'JUUUfl~~1l~tluullm~'VI'fI1 U 1flEjl11l1umJ'tI 'illf1fll'Jflf1lJl'J1U1<UtI~'Jf1ci11ffllJ1'Jtlff'J1l 1~il.
'fI1llJffllJ1'Jtllu~lUl1f11l~lufll'J1J1'l1l'J fll'J1l'JUNU ~'VI'fI1u1flEj fll'J1J1'l1l'J~lUfll'J~~U ~ilu

11'il<UtI~ih'Wlfl'Jrlm 1llri'fl1llJ 1~~mtl1Jlu~;'Ju'li'J~u 1~
'U

oC:::l...:::), d oC:::l. r:I Q.I' lIJ 9J 0 ~ tlt:!l n I l' a ~
ff'JU'VI'J ffl'fl'JffU'VI'J (2541: 1J'VI'fI'fItlfl) ~'fI'VIlfll'J1~'fI'J1~'l1tl'JlJ'J~~tI"lfUUfl~lJqJ'l1l

'illf1fll'Jillf1fltl'Vl1r~U li1J\9l'JlJ1li'tl1J1J1i1'V1fll'J1JU 1'VIti ~ltl'fl (lJ'l1l"lfU) 1'f1t1l~lh~1J'J11J'J1lJ.
"<J) Q.I t/9J oC:::l. ?t ~ .c:), tI oC:::l. tI GI 9J

'tIfllJfl 'ill f1Wf1ffl'JUfl~ fll'JfflJmllru N1J'J'l1l'J~lJU'WU\11U'tIfl'Jfll'J1~'fI'Jl~'l1 Nflfll'J1~'fIT1~'l1fll'J ~"lJ'
'U 'U ~ . "

f1fltl'Vl1r.wUli1J\9l'Jrifll 11~f)'fI1l'J~1tl"lf11'~B'lJ1i1'V1fll'JUU1'VItlcIJ~.wlJ~UlJ1f1'illf1fll'Jflf1lll'J1U1<UtI.
Q1J1Jrl'Uff'fl'Jl11rHuil fll'J fh'l1U'fIf1fl~'VI1l~ilu11'il<UtI'l1rl'J~ri'JNfl~flmllJffllJ1'J tllu fll'J u'li'J'ilu

'tIfl'Jfl'Jrlm ~m~ill'Wlfl'Jrlm 11lrimllJ l~~mtl1J lu~;'Ju'li'J'ilu l~
'U

ruff1U'VI1 'ilUliYllJ (2544) 1~Yilfll'Jflf1lll~~fl'J 'fI1~lJ~'fIdiU'tIfl~'l'l1.Tf1'J1U.
1\11ffl'l1 f)'il~1JNfl~flfll'J ull'J 'J1l1\11ffl 'l1f) 'il : flf1lJlm'Wl~ mw'Wu mlU~flU11J1JW'fl~fl'JUU

~ 'U ~

1J1i1'V1fll'JUU 1'VIti ~ltl'fl (lJ'l1l"lfU) ff~1l1~il 'W1.Tmlu~flU~1J1JW'fI~fl'JUU1J'fI11lJ~'I1U~1t1~()

fll'J ulln1l1\11ffl'l1f) 'ilmnU'J~~1JlllU f1m'J fllmllnllfll'JUU 1'VItI'il~Yill11~f)'fI'fI11lJ'fIri()'J~1lu
'U.-a '\I III

'" '" 'I 0 '" 'I 'j/ 0 1 'j/fll'J \9l'flffU~'il Ufl~ fll'J'fIl~UU'J1U'fI11lJffllJ1'J tl ~U fll'J'J~'fIlJ'VIU'illf1fll'J'tIltl'l1U 'il~'VIl 'l1ffllJ1'Jtl..
fl'fl fll'J nrilJ~~U'illf1~l'Jll'J~~'VIfl'~Yill11~f)'fIm'J~'fI()mtftl ~'Jvh 111~f)'fImllJfflfiru~1'l1rl'JYill 11'U u.. "
ffllJl'Jtl~1~UU'J1U\9lllJU 1tl1Jltl 1~~mw()'J Yill 11fl'flrh1~~ltlYicjfl~()U 1U fll'J'WI'lJU1'J1U1mil ~
.J ~ llJ'j/. ~ '" '" '" o'?f "" ~ '" .J •• 'I' '"C)f'J'il~mu ~'fI1llJ 'il'iltlfll'J 'il'flfll'J ~"lf~f1fltl'VImlJU()f1lJ'il'iltl'l1u~m Nfl\9l()mllJffllJ1'J tl ~U fllm 'tI~'tIU.

"1'''lfl'fll u'Jl'W~lT (2544) 1~Yilfll'J1~'fI'Jl~11'mllJ l~~mtl1J~;~U 'li~'ilU'tI()~ffltlfll'J1JU

1'VImm tluYitl1J tl1Jffltlfll'JUUff 'J'fI11l1Ufl~ffltlfll'J1JUlJ1m~C)ftl 1'f1t1l~~fllJfl'VI~tlJlm U fll'J
'U • 'U

1~'fI'Jl~11'1'f1'J~ffrl~fll'J~l~UU~lU 'tI()~fll'JUU 1'VIti Ufl~ ~mtl1J~Yitl1JmllJ1~~m tl1J~;~U'li~'ilu 'tI()~

ffltlf1l'J'U U 1'VItltl1Jffltlfll'J UUff ~'fI11l1~m~ffltlfll'JUU lJ1m~C)ftl\9lllJUU 1'V1l~'tI()n~ 1JU'W"lf'JUfl~

1m~'fI'Jl~11'ffm'Wu1'f1ftfllJ'tI()'Jfll'JUU 1'VIti ~~()ill 1llrifll'J'WI'lJUlf1fltl'VI1l fll'J U'li~'ilu 111n
'U •
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. " .
lh~iY'Vl ii1l'W1Jlf1~-3~'U ,j'fl11ftYi i~f1J'W1Jl1 ff1fJf111U'U i'VlfJiifll111 '~~mfJU~-3u'li-3.u'ULMUflfflfJ

'"

f111U'U iY-3fl11J1Uft~ ff1fJf111u'U1Jl~mCJ1fJ1'U~l'Ufhtl-3UHHU ~1'U1W~i ~Wff11 Uft~ ~~fJ1U'U~:lJ1
'"

1i'1J1 f1Wvi1fllf1lrW1'U flUff-3rl f111~~'U'Vl1-3!,j11h~ !'YIfl' f111~'il1ru~~1Ji~'\Jfl-3fl~ffTI1 m1:IJ. u.
'Vitl -3~~fJl 1111 ()-3'UifJ1J1mJ l'U~ l~ff~ '\Jtl-3f \i1J1ft~ ri -3!ff1 :lJf111U.u-3.u'U'\Jtl -3tl ~ ff1'l1 f111WllfJ 1'U~ .

" "U1 ~ L'YIfl' ri1'U ,j~HffmmfJ1Ju'ULfifl 'il1f1~1'U1'Um -3-31'Um'W1~'YIl-3 U11JlruUi:l::; 1::;f11J11flliJ11J'U 1'U

U'i::; ~'YIfl' ti1 f)'il iHm:IJ 1111()-3 f11'i~lLiJ'U'U ifJ1J1fJ1'Uri1'U~L~fJ1,jtl-3ti1Jf111.wIPJJ'U1iflHff1'l-3•" .
.w'Ui1'U ~ 1'Uf111fl11'Ulfl11 Uft~ f111ntlff1' 1-3'Vi1tl 1f11fl'fJ1'Uuti -31'I1ii 1'Uf1111~fl11~"r ffi1l'W U1flft tl:IJ

'W1J11 f111U'U 1'YIfJii 'ilflU ~-31'U~1'ULfl1tl.u1fJ0111..r1J1f111~f111-3'\J11-3~li ftf1 'il1f1011 Ltl'Uff:IJ1~f1•
'l' '" • 1 ~ 'l' ~ "" "" 'l' 'l' '"'\Jtl-3 The Star Alliance !flfJ11'ilfltltl'U 'Ufll'U !fl1-3ff11-3f1111J1'1111 ~-3'U'YI'U~m::;L'Vlfl!'U !ftfJ.. . "

ri1'U itlf11ff'il~~f)fl 'il1f1f111UUnU~!ft::;YhmYi~..J'\Jtl-31h::;L'YIfl'1'Y1fJ Lm::;tlUff11fl l~LLn 'UifJ1J1fJ
'" .

f111~1JmJ1'U~lLff~ Uft::;fl1111ft1i'11 'Uf111ntlff1'l..Jff'U1:IJU'Uuti~ 1'11ii 'il1f1f111frm111~fJff~U 1~i1

"" lJt '" • 1 ~ 'l' ~ "" "" 'l' 'l' '" <k~.., lJt ~ 0

O111J'U !'VlfJ:IJ'ilfltlfl'U 'Ufl1'U !flHff11~0111J1'1111 ~~'U'Vl'U Uft::;!'Vlfl!'U !ftfJ C}f~l'll'ilfJ'il::; !fl'U1.. '"

l'lft~l'Ul ~fJ,jl~~'U1JlLtl'UU'U1'Y11~ 1'U011n1'11'UflU 'il~fJ~h~ "l ~ ri ~l'lft~tlfl11:IJff11Jl1f.l1 'Uf111

u.u~i'Ur~m'h 1Urifl11:IJ 1~LmfJ1J1 'U~~~LL.u~'Il'U'\Jtl~tl~rlm l~un U'il~fJf1111J1'1111 U 'il~m~'U'YI'U
'" .

Uft::;u'il~m'Vlfli'U iftv 1'UU1J1Jfftl1Jtll11~tl 1u .
QJ .c::::.. ", Q.I I ~ ~ .c::::.. d QJ .<::::t.QI

1ftfll 'U1ff ~'11 (2545: 1J'YIflflfJtl) 'il1f1f111fl'f1'l:l1L1tl~ fl11:IJflflm'U '\Jtl~'W'Um1'U1J1£J'YI

f111U'U 1'YIfJ ~10fl (:IJ'I11't''U) ~~fJ101J1J11 fJ1f11fl'tl~rlO11 Lm::;fff1fJfIl.wf111.w1PJJ'U11uritl~rlO1mti~
'"

.ct j/ ~.alQ.l c1'~ ~ QJ .c::::.. d d IV c1' ~

f111 L1 fJ'U1 C}f~:lJl~f.lU1::; ff ~fl L'W tl fl'f1£J11::;fl1Jfl11:IJfl flLMWf1fJ1f11J1J11 fJ1f11fl'tl~fl 011 !m::; !'If1£J1
'" .

1::;f11Jfl11:IJfifl L,:i'U!~fJ101Jfff1fJfIl'W f111.wIPJJ'U1i U ritl~rl f111uti ~f111!~ fJ'Ul' '\Jtl~'Wir m 1'U1J11J'YI f111
'" '"

U'U i'YIfJ ~lnfl (:IJ'I11't''U) iflfJfrf1'l:l1!mfJ1JLYifJ1J1~f11Jfl11:IJfifl!,:i'U ~ll1flru ~f1£Jru::;ri1'U1Jflflft••
.dl QJQltI, QI , QJ .c::::..ddQ.l d'

~m::;fl'f1£J1fl1111ff:IJ 'W'Uti1::; 'I111~flru ft f1£Jru::;ffl'U1Jflfl ft f11Jfl11:IJflfl LM'U!f1fJ1f11J1J11fJ1f11fl' tl~fl f111..
Uft::; fff1fJfIl'W011.w IPJJ'U1i uritl~rl f1Tmti~f111 L1fJ'U1' l'lftf111 frf1'l:l1'W1J11 'Wu f1~1'U1J11J'Vl f111U'U

'" '"

1 'YIfJ ~lnfl (:IJ'I11't''U) iflfJfIl'W11:IJUft1nfl1111fiflL,:iw~fJ101J1J11fJ1f11fl'tl~rlO111'U1::;f11J

U1'U f1m~ iflfJiiu 'il~fJ~ii l'lft~tlfl11:IJfiflL,:i'UL~fJ1ti1J1J'i1fJ1f11fl'tl~rl f111 1~un fllfJ 1::;f11J011•
frf1'l:l1 11fJhi 1::;f11J~lU'I1U~~1'U Uft::; r:hfJ~ff~Ofl ri1'U.fl1'W'i1:IJ'\Jtl~fl11:IJfifl~,:i'UL~fJ101J

"
ffmJfIl'W011.wIPJJ'U11 uritl~rl f1l1 uti~ f111~~fJ'U1ir'Utlrj1 'U1::;f11Jfitl'U,j1~ff ~ ~~ n'l1:IJ1fJfl11:IJi1~ ~ ~ ~

1J11J'YI O11u'Ui'YIfJ ~10fl (:IJ'I11't''U) iifff1mll'W~'il::;.wIPJJ'U11u!tl'Utl~rlf11mti~f111L1fJ'Un~ iflfJ
'"

11'il~fJ~nl'lft~tlfl11:IJfiflL,:i'U 1'U~~tl~f1~f1ftll 1fi'un fllfJ 1~f11Jf111fff1£J1 11fJifi' fftll'UfIl'Wff:JJ1ff.
1~ f11J~ 1Lmu~ Uft~ r:J1fJ~ff ~Ofl Uft~'W1J11fl11:IJfi fl ~,:i'U~~fJ101J1J11 fJ1f11fl'tl~rl f111ii fl1111 ff:JJ.w'U;

01Jfl11:IJfifl L,:i'UL~fJ101Jfff1fJfIl'W f111.wIPJJ'U11 U ritl~rl f111uti ~011 L1 fJ'Ul'
'" '"
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1un t'I1~el~1~ij (2545: 1J'Vlri~~el) i~Yi1fl11~fl1J1L~el~ ~'lfU1~~"fl11~1L'Wl.!nU

m&~fl1J1 1J~ir'Vl w1ic]} ~lO'~ 1~tdj1~fJlh~'ff~r1L~el~fl1J1'Vlt]1J~ 11~flfl11 LL"~LLl.!1'Vll~1l.!

fl1111~'jjA 'lJel~1~1J1J1~~" fl11~ 1LU l.!~1l.!~1.n uti 'iI~oUl.!~1'lJ11~flfl111~ 1J1J1~~"~,, tI.flTW 1~ tI

Ln1J111J11'lJ~el'lJ"'il1flfl11ff'lJ.fll1Jrum1'lJfl11~~~fl11 Lm~'l1111U1~1t1~1~ "l 5 ~1t1 1~tlfl111~~ ~
QJ l1' ~ '0 4 ....~ .ot::i. QI

LL1J1J'ff'lJ.fll1JW ~"el~ 'ill.!"fl1J1 'il1m 1t1~1l.!Lm ~ w fl'ff11~ 1~ "l LL"~ 1...11'lJ1fffl1J1Lu1 tl1JL'Vltl1Jfl1JLL1...I1

~ ~ ~1'lJ'Vlt]1J~ 1~1J1J1~~,,~ "tI.flTW 'il1fl fl11 ~fl1J1'ff~11i ~'hiJ 'iI~oU1...I1J~ ir'Vlmru~fl1J11 ~~ ~U1~~"
" .

f111~lLU1...I~11...l'l1~YiL~l.!~1L~1...ILL"~hh~1...I~1L~1...I 1~tlii~~U1~ ~"fl11~lLU1...I~11...111...1LL~m~~lt1el~l~

otl~L 'il1...I~1'lJ~fl1JW~~11...lLL"~1~ f'l111~'ff~r1~1'lJ~11JN~~el1J 11...1'lJW~~~1J~1111'i1~1,rfl11 mhriru O'1J
q ~ u

~~U1~~" f111~1LU 1...1~11...l~ L~1...I~ 1L~1...IL~1...I11~ fl ~~ LrlmJ1'lJ1Lm tl1JLYitl1J~1'lJ11~ fl'Vlt]1J~1~1J1J1~

~"~,,tI.fll'W LL~1'W1J111J~ir'Vlii~~U1~~"fl11~lLU1...I~11...l11...13 'lJ'lJ'lJel~ ~1'lJ11~m~1J1J1~~"
q q

"I 'jJ "" 'jJ 'jJ 'jJ 'I 'I
~"tI.fll'W riel 'lJ'lJ'lJel~~11...lfll1L~1...I'lJ'lJ'lJel~~11...l"flf1l Lm~'lJ'lJ'lJel~~11...lm~1J11...1fl11.flltlt1...l t1...l'lJW~

Q Q q cu q. " "
YilJ'lJ'lJel~~11...1fl11 i1tl1...If Lm~ fl11~ 1'JJ1...ITU1...11J~ir'VltJ~ili~ Mfl11'lJ{hri t1J11...11-,!'lJ'lJel~U

L1'lJ1 rr'1'ff'lJ1J1ru (2545: 1J'Vlri~~el) i~Yi1fl11~fl1J1L~el~ 111~ir'Vl~~"'lJel~fll111'lJ~

fl~'lJ'lJel~fll1il1...l i 'Vltl mru~fl1J1 1J~ir'Vl fl11il1...li'Vltl ~lO'~ ('lJ111~1...I)'il1fl~"fl11~mJ1'W1J11 fl11

L~li1'lJfl~'lJl~1...I1iil~1 'ff~1{ ~"imLel1...lCJf~el~1J~ir'Vl fl11il1...li'Vltl ~lO'~ ('lJ11l~1...I)Yil1,rLfi~~~

fl11'lJ'ff1'lJ11f'l 11...1fllm~~~1...I11...1~11...lf:W.fll'Wfll11,r1J~fl11Lfi~fll1'lJtl1t1 lm~~ltJLff1...l'Vll~il1...l Lm~
q

~ e(GI ~ .<:::lo Q.I" 4 ~Q.I QI • ~Q.J 0

'ff1'lJ11fl'ff11~.fll'W'W'il1...It1...lfl11 L1J1...I'ff1tlfl111J1...I1~~1J t"fl 'il1flfl11fffl1J1~11...l1 'iltI~~flm1 ~1'i1t1'i1~1...11~

'lJ1h1111~flel1Jfll1.w'il11Unflll11...1~iJ 'iI~tI~l~ "l ~ri~~"~elfl11'lJ'ff1'lJ11fl11...1fl11LL'li~~1...I ~~'iI~ih

i111ri11...1LL1J1J'ffel1Jfl1'lJfl11'lJ~~n11...1'lJel~'WUm11...l1~~1J1J~1111'lJel~1J~ir'Vl fl11il1...li 'Vltl ~lO'~

('lJ111~1...I)~eliJ'iI~tI~ri~~"~elfl11'lJ'ffl'lJ11fl11...1fl11LL'li~~1...I'lJel~el~flm mru~mn: 'WUm11...l1~~1J

1J~11111l.!mhtl~11...l~ltl(ih~

Choonwoo Lee (1997) i~Yi1fl11~fl1J1Lm~1~tl11...1'ffel~111~L~1...I111~L~1.!LL1fl~fl1J1

a'Vl~'W" 'lJel~fl11'lJ 'ff1'lJ11fl 'lJel~el~r1m ~el~" fl11 ~ 1LU1...I~1l.! Lm~ 111~L~1...1~'ffel ~ftfl1J1a'Vl~'W" 'lJel~

f111 L~el'lJlt1~1~1111~el~flm (organizational linkage) ~el~"fl11~lLU1...I~1l.! 'il1flfl~'lJ~1el~1~

1J~ir'Vl11...1111~L'VlffLflll1~143 1J~ir'Vl 1~tI~mnfl11'lJ'ff1'lJ11fl'lJel~el~r1m 11...1'lJJJlJel~'lJel~fll1~~fl11
q

(entrepreneurial orientation) fl11'lJ'ffl'lJ11fl1ml11.!L'Vlfl11...1l"tj Lm~fl11'lJ'W!ellJ1l.!~11...lfll1L~1...I

"~ ., "" n Ill) 'jJ, 'l' 'l' "" 'jJ 'I 'jJ "" ~
'il1flfll1fffl1J1'i!1J1J1...I'ff1u t~11 fl11'lJ'ff1'lJ11fl'Vl1~L'Vlfltl.! t"tlLL"~fl11'lJ'W1el'lJ tl.!~11...lfl11L~1...IL1J1...I

q. "i1~ff1riru 11...1fl111 ~L~1...I~11h;'111el'ff~-nel1...lf)~~"fl11~lLU1...I fl1HJel~1J~ir'VI i~ ffl1111Jfl11 L1J1...Iu

<Yr1...11iil ~1'Vll~ ~1fi 'iIO'1J1J~iJ'VIg1...IL~1...ILV; tI~iiri11...111...1fl11 'ffU1J'ff111...1~"fl11 ~ 1LUl.!f111'lJel~1J~iJ'Vl
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.. "
,iJ'O .qQl ~ t::1 QI ~

Michael V. Russo u,,~Paul A. Fouts (1997) ~'YJ1\lTW11lm'H)\l1,JlJlJtJ\lHlfJ1flU'W'W

!1'W ~l'W'Vlf'Wfllm~ 1l~thm ii'm!u(J''4'W fll1~~hru'W\l1'Wi'W(J'm'WU1~~tJlJ~1\l '1 t~tJvmfh h
'UtJ\lU1'l1'Vll~fJ*lJtJ\l '11~'Vlf'WfJ1m~~U~tJ\l hi'~ti'W fl11lJf 11'JJ'WTi11lJtJ\lflmU"~fll1

• 'JJ ,,<J/

(J'! l\lm'W~ fl'l:JcllHtrJ'WYifJtJlJfU N" fll11 ~fJ~i11tM'W11'Vlf'Wfllm mri1u'li 1~til~ ~ 'WmW\l U~

'J/ "" 'J/ 'I 'J/ "" .% "'?f ~ 0 , 'J/'t '"
~tJ\llJfll1(J'11\l tmfl~'U'WU"~'W1'JJ'W1tlJ'Wm1lJ(J'lm1t) CJf\l'YJ1~ t~fJf111\!1W 1fll1 u,,~fll1 1l~fll1

'Vl1'Wfllm~~u~tJ\l'~ mN(J'lJN(J'l'WflUt'Vlfll'Wl"ri flfl'l:J~ 'Vlf'WfJ1mlJ'\..j'l:J6m1lJ(I'lm1t)'UtJ\l

tJ\lfl m ~n1lJ~\l11'JJ'WTi'j'jlJtJ\lflm flTJ l11fl1~'Wi:lruUJ1 fll1~tJ(I'1';j mfJi'WtJ\lfl mmh\lii
u u

""I Q ~ .d~ .::::t ,. dQ./ iI .q ~ jJ 'GI fjJ I 91
lJ1~(J''VlTim'W fl11lJlJ9ftlt(l'fJ\l U"~'W W1J1fJ'Vl9f~H1l'W'UtJ\lfjU1'\111t'WtJ(I'11\lflwm t'l1UflQflm

" .
'n'W1~fJmj'uu (I'~'Yl'tJ'WiM'rH'W~\liJ1l~fJ~l\l '1 Yi1l~ff\lN"~tJm1lJ(I'lm1t) i'Wfllm~\l~'W 'UtJ\ltJ\lflm

Belen Villalonga (2002) flri11' 1i'W\l1'W1~fJ~\l'Vlf'Wfllm'UtJ\ltJ\lflm~~u~tJ\l 'li'~

'ho1tJ\lfl m i~i 'Wiill1mw 'UtJ\l'Vl1'Wfllm'UtJ\ltJ\lflm~ ~U~tJ\l 'li'~mmyh i~ n1l~th' llfffl11lJ••
" " ", ~tm fJUt9f,m~\l '1i'WlJ1fl~'Wtyhir'Wtm~ ~\l (l'lJlJ~!l'WU 1fl1101tJ\lfl miill1mw 'UtJ\l'Vl1'WfJ1m 'UtJ\l

tJ\lflm~ ~U~tJ\l 'li'~mmyh i~ n1l~~h' llfffl11lJ '~tmfJUt9f\lU~\l~'Wmh\lt\l~'Wmfl~'Wn'hJ'W.•
" ..

U"~~\l (l'lJlJ~!1'WYi(J'tJ\l11N"m~ 'VlU'UtJ\l'Vl1'Wfllm 'UtJ\ltJ\lfl mYi ~U~tJ\l hi' ¢l~tJfl11lJ' ~tmfJUt9f\l

U~\l~'Wmh\lt\l ~'Wi'WtJ~(I'1'l1m 1lJ~ U~fl~ 1\ln'W1l~U~fl~1\ln'W~1fJ ,j'tJlJ"~ '~1 U1l1fl\l1'W1~mnj'u...
" .un~tJ fll1\!1W 1fll'J'Vl1'WfJ1m'UtJ\ltJ\lfl m-n.ou ~tJ\l' li' ~ 11N(J'lJN(I'l'WnUfl11lJ (l'lm1 t)i'Wfll';j ~~

fll1 fll1 ~~fll1 t9f\lfl"fJ'Vli'~~ 1l~il1'W1tJ\lflm 111ffWnlJ(I'lm1t) i'Wfll1 U~\l~'W'~tJ~l\lt\l~'W...



,
<=l.

'U 'Vl 'Vl 3

. " .
tlll~f)'l:l1fil.!fl11Ub"'J~~~B~ihlll.!f1111~m;~rl'11'Hl (Survey research) lw1B~ w;n:1J

~~~11l.!'llB~'Y'lum1l.!1J~£1Ylf1111Jl.!i 'YW ~ln~ (lJ1119fl.!)~B1J~~t1~ri~J:-.lb'l~Bfl11lJff1mlflll.!f111

!t'li~'lJl.!'llB~B~f1m mru~fnn: 'Y'lU m1l.! 1~~1J1J~11111l.!lnl1t1~1l.!p.htl'ih~1~t1f111BBfH~1J1J

,Cf 91 f Q.I I

ffB1Jfll'lJ (Questionnaires) !'Y'lm11J11'lJ'llB1qJb'l~1f)f)bl'lJ~1BtI1~

. " "
1.1 'l.h~'lflfl'i (Population) .yjl~1l.!f111~f)'l:l1fl~~il$\B~Q'Y'l1~'Y'lUf)~1l.!1~~1J1J~1111

~ltl9h~'llB~1J~£1Ylf1111Jl.!iYltl ~ln~ ('lJ111'lfl.!)~1l.!1l.! 264 fll.! !m~1~mi'lJ~11:)eh~~l'u1l.!,

160 fll.!

Yamane' (D1~1l.! lh~flB~ 2542: 10) 1~t1'lll.!1~~1B~1~flf)f\1'l1l.!~~1~~1Jm1'lJ!;Btl.! 95%.•.

!tb'l~fi 1fl11'lJflb'll~!fl~Bl.!hitnl.! 0.05 'llm~ ~1B~1~~!1ll.!~1!tYll.!'llB~lh~ 9f1m~l ~ll.! f111ftmn

"~~i~~1f)f111~'lJ~1B~1~!t1J1JQuota Sampling ~~i~~1l.!1l.!~1B~1~~~il

N
n

2
I+Ne

n =

N

e =

"!'Y'lll~Q~Ul.! fi1 N 'llB~~1l.!1mh~9f1m~B 'Y'lUf)~1l.!1~~1J1J~1111~ltl9h~'llB~
" .

1J~£1Ylf1111Jl.!iYlti~ln~ ('lJ1119fl.!)11~'l1'lJ~~1l.!1l.!264 fll.! !tb'l~!tYll.!fi1~~B111fi1n ~1l.!1l.!

Q.J I d 0 d 0 91 1II 91 , g/cS ~ 0 Gt <jJ • dt ?t •
~1Btl1~Yl'il~mf111!f)1Jff1lJ~'llB'lJb'l~~ ~~fll n = 159 J:-.lfl'f)'l:l1~~f11'l1l.!~~9ffll 160 !'Y'lB!1Jl.!fll......
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n =
'jJ

1.3 lnm'Jti'm11el£h.J lrnmJ"~'lJ~1tJ~1~UlJlJuu~i'W~1'lJffflbl1'W (Proportional
'jJ

Stratified Random Sampling) lfltll~'Q'~J"~~U

'jJ

~1'W1'W~1tJ~1~l'Wul9i'l~mi'lJi'W.
'jJ 'jJ

~1'W1'W~ltJ~UY1~11'lJflX ~l'Wl'Wlh~'iflm 1'Wul9i'l~milli'W.
'jJ

hUl'W lh~'iflml1~l1'lJfI

~ltl ~1'U1'Ulh~"Iflm ~1'Ul'U~1tJ~1~

~ltlffir lJff'U'UmJ"GJfe:J'lJlhJ"~tllf11rWl'U 112 68..
(TE, TQ, TP, TJ, TX) ~ltl~1'UlJ1f11J"U'l~

ffirlJff'U'U~lWlh~ (TO) ~ltlf11J"~mfl (TR)•
~ltl~'U'VI'UmJ"Hi1~ (TV).

~ltlGJftJ'lJlmYtllf11rWl'U (DM) 80 48
~ltlGJftJ'lJlh~~tllf11fftll'U (DL) 72 44

J"1'lJ 264 160

,t " 'j/
~ ~.ciG)~ 6i Q.ld.~ G)

!fntJ~'lJO'VIt'if t'WmJ"fl'fl1l1flJ"~'UfltJ ~~lJlJfftJlJm'lJ (Questionnaire) (mflfflJ"U'UlJ t'W

mfl H'Ulfl fl) ffll1~1J'Vlirml'UJ"~~lJlJ1111J"~ltl~1~'lJO~lJ1'td'VIflWU'U 1'V1t1~lnfl (1l111'if'U)

o .Jbj~~ t lbjd
'ill'Ul'U 264 fl'U G}f~tflffJ"l~'illfl'lJ'W~tJ'U~OnJ'U ..

~ ~ at C),(Vdd. ~

1 f11J"fffl'ln mflfflJ" U'U1flfl 'VItj'tJt) !m~H'l~l'Ul'iltl'VI!fltll'lJO~

2 fffl'tJl!~t1lnlJlI 'il<iltl~iifl'VI~fwl9imnlllffl'lJ1J"fll 'Uf11lU~~.;r'U!~m~'Uu'U1'V11~1'U

2.1 el'.Jfhh~flel1J'\Iel-.JH1J1JtTel1JtlnJ

UlJlJfftJlJm'lJUU~OOfH~'U 3 bl1'U ;itJ
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rilt.l~ 1 U'iI~I'J~tllmllutJ)"iJ'ff)"~ (Independent Variables) H{wi U'iI~I'J~lt.l

rilt.l'l.JflfI[1 l~ufi tl'lfl' tJl~ )"~~1Jtll)"~fnn )"~~1J1J1m)" tJl~,nt.llt.l)"~~1J1J1m)" U[1~

'\1'1111'J.:J1t.l~ff.:Jtifitll t.l tll)"1f1f>.mU1J1J'!Il~)"11Jf:\Jqr~(Nominal Scale) 1fll'Jl.ul'llflllJU1J1J ~~fl1J

~ .<::::i jI.at QQ.I 0 ..•.1 ~ Q,I ~

mflfl~fl1J!l'lI'J.:J'iJfltfll'Jl lJ[1fl'I:Jru~fIlfillJuml'JuflU1J1J'\1ml'J~lmflfl (Closed-ended Question:

Multiple Choices Question)

rilt.l ~ 2 yht.lijfll1lJ~flt..1t.lt~l'Jlti1JU 'iI~1'J~ri.:JH[1~flmllJ'ffl'!ll)" tll t.ltll)" UeU.:J~t.l

OV1.:Jh tllt.ll'llflllJl,ru'fffl.:JmllJ~flt..1t.llf1I'J1.u'!ll~)"1mt1J1J Likert Scale ~.:JU1.i.:JU1J1J'fftf1[1

umlrilt.l (Rating Scale) flflfltl1t.l 5 )"~~1J l~ufi t..1t.l~ll'JflVl.:Jt.:J t..1t.l~ll'J hht'l11'i1 hh..1t.l

'jJ \l} • c::: ~ 1 ~
flll'J tt[1~ blJt'\1t.lflll'Jfll'Jl.:Jl'J.:J

rilt.l ~ 3 ~flt'fft.l fl Ut.l~t~lJt~lJ~ flU 'iI~1'J~ri.:JH[1~flmllJm'!ll)"tll t.l tll)" UeU.:J~t.l

'iJfl.:J1J111'V1tll)"Ut.ll 'VII'J~ltifl (lJm~t.l) ~lt.l ~t.l '1 tl1t.ll'llflllJtJmmUfi

2.2 nl1H'lhf.ltHllfllt1J1JtHI1JtlUJ

if 'I ~ o' • i "" if
tf1ruCV1 tll)" b'\1fI ~Ut.lt.ltm ~tll)" tll '\1t.lfI film llJ '\1'!Il1'J'iJfl.:JfIl fI ~Ut.lt.l bfll'JlJtf1ru CV1

if 1 ~ ~
tf1ruCV1 tll)" '\1fI ~Ut.lt.l '\1'!Il1'Jtl.:J fI~ Ut.lt.l

d ~ . .,; ~
t'\1t.lflll'Jfll'Jl.:Jl'J\l '\1'!Il1'Jtl.:J 5

d ~ ~
t'\1t.lflll'J '\1'!1lI'Jtl.:J 4

himl1'i1
~

'\1'!Il1'Jtl.:J 3

1. d ~ ~
lJt'\1t.lflll'J '\1'!Il1'Jtl.:J 2

hh..1t.l~ll'Jmh.:Jt.:J
~

'\1lJ1I'Jtl.:J

t d. Q,I ~do:::t ~di?t
'il1flt.l t.l 'iI~lJtll)" UtJ"fll1lJ'\1'!1lI'J'iJ fl.:J)"~fl1JmllJflfI t'\1t.lfl flfl)" .:J'\1t.l.:JtlJt.l fI~ Ut.lt.l. ,,"

m~l'Jflflfltllt.l 5 )"~~1J ijG)h.:Jut.l~)"mfli't.lt'yhtit.lfifl 0.8 ~.:Jij
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fl~U'Wt.H"·HWI- fl~U'W'W~lfffl
'" q q" ..o QI -=t..:::t j,J

1l1'W1'W'b''W1l1fltl1'tJfJ~
5-1

0.8
5

d <!l <:l 'jI 'jI
2. fl~ II'W'Wlmw 1.81-2.60 11'JJ1t1tl~ l11'Wfl1t1'WfJtI

d <!l <:l 'jI of
3. fl~U'W'Wl'j:HW2.61-3.40 11'JJ1t1tl~ l11'Wfl1t1u1'Wflm~

.d ~ d 'lI
4. fl~II'W'Wl'iHW 3.41-4.20 mJ1t1tl~ l11'Wfl1t1lJ1fl

d 4 d 'jJ d
5. fl~ u'W'Wlmw 4.21-5.00 mJ1t1tl~ 111'Wfl1t1'JJ1flll~fl

.<i .,.
2.3 f1l1't1V1ITCl1HfI'Hl-:iJ..lCl

111J1JfffJ'lJmw1J 'Wlfl~fJ~ijfJ~ff1f1ru~1 ~ 'Wtll1j11J'J1lJ,j'mHl 'tJfJ~tll'Jflmn
u '"" ..

fi'~t! 'Wfl1'J ii fl1'Jllfl fffJ'lJ111J1JfffJ'lJtl1lJ 1fl tlii tll'J llfl fffJ'lJfl11lJ l.yjtl~~ 'J~ll(j ~fl11lJt.l119ffJ(ifJnfJ'Wt11

1tl1 ~ ~~~flmn 1~~'hIU 'Wtll'J~'J111fffJ1Jtl'J~iYll1iil1'V'l'tJfJ~lfl~fJ~ijfJ 1'W1~fJ~fl11lJl~tI~~H fl11lJ
'"

dt ~ QI d
l'b'fJtlfJ 1l(j~fl11lJfl'JfJ1Jfl(jlJ fl~'W

q .. ".c:I ,.. 0 ..:::t 'JJ a? 0

2.3.1 fll1111f1JU./mfJ.JVlH (Validity) ~fltlUlll'lJ'lJffel1Jfl1lJllff'J1~'tJ'W 'W1m'WfJ.. ", C1"..:::tn'~ ~ j,J ~ 0 •

~ fJfJ1111'Jtill u 'Jfl1l11'V'lfJ~'J 111fffJ'lJfl11lJ \l fl~ fJ~'tJt)~It.!fJ111 (Content Validity) 'tJfJ~fl1 mlJ ll~ (j~
9J j/ 'JJ 'j)

,j'fJ'hl'WfJ111fl'JfJ1Jfl(jlJ ll(j~ tl fl~ fJ~~ 'J~ti1J1~ tl tl 'J~ ff~~ 'tJfJ~tll'J flfl1l1fl f ~i111~fJhi ml~111flt! 'Wrh
q '" q

~ <4 "
2.3.2 fll1111flJU./I'llfJf]fJ (Reliability) lfltlt1111'lJ1JfffJ'lJmlJ'l1~mj1J 1tlllflfffJ1J

(Pre-test) ti1J'V'lt!fl~1'W'J~fi''lJ'lJ'j111'JN1t1~'W'tJfJ~'lJ'j'l11lfllTU'W11lt1 ~ltifl (lJ111'b''W) hUTU 30

fl'W Uft1'JJ11Ifl'J1~,.y111ri1fl11lJl~mt'W lfltlri1i¥lJtl'J~iYllfUfJ(jyJ1'tJfJ~ Cronbach's Alpha 1~ri1

i¥lJtl'J~iYllffl11lJl~fJ(ifJ Cronbach's Alpha l'Yhti1J 0.9833 ~~iiriT~~fl';h 0.8000 (ifJ'j1fJ~lu.. "
Iflrucn1~1~1l(l~I1J'WYitlfJlJf1Jti'W lfltl'l111tl (ff'b'l~ 2540: 21) ~~(ifJ11111J'lJfffJ'lJmlJi'1m'JJ1'Jtlt11

q

"In 1'1 'jI <:l 'jI ~ <!l ~ ,1"1 'jI
W ~'b'lfl'lJ'J11J'J1lJ'tJellJm'V'lfJfll'Jfl'fl1l1fl'J ~'W~fl

'"
2.3.3 fll1111flJU./fl1fJUflqU (Comprehensiveness) fl11lJffllJ1'Jtlt111tltJ~-u~

1~ (Practicability) 1l(j~fl11lJl1J'WtJ'Jt!tI (Objectivity) lfltlt1111'lJ'lJfffJ1JmlJ~ff~1~~'W 1tl1M

fJ1111'J6~tl~fl1l1'Y11tll'J~'J111fffJ'lJ,j'fJ'lJfl'V'lifJ~1l(j~tll'J 1~ff1'W1'WtlfJ tlfl 1 ~(jfJfll1'Wtll'J 1~il1111 l~el

U1lJ1Vl111'Jru1tlf'lJtl 'J~llfi't 'tJ1Ml11'JJ1~fflJ nfJ'WU1t tlln'lJ'J11J'J1lJ,j'fJlJ(j 11'j~
q '"



53

<f 91
3. fll'Hfl1J':il1J':il'lJ'Uf)'m'l

'lI

'iif)lJn~l.n 'Utll1ffmnl~tJ "mllJ~~llf'U'ilf)~'WUf}n'U'lJ1iJ'Yl tll1U'U i 'YltJ~ln~
'"

(:U11l't''U)~f)t1'il~tJ~ri~f'H'l~f)ml:Uff1:1Jl1tll 'Utll1U~~~'U'ilf)~f)~f1m mrufffnn: 'Wuml'U1~~'IJ

'IJj'l1111'U'I1,jltJ~1'U~htJ(ih~"lh~f)f)'IJ~ltJ<Uf):Un 2 ~f)'lJru~ fif)
'"

3.1 <Um.lmJ~:lJ.fJiJi~'illf)tll1 l~U'IJ'IJ'fff)'IJm:un'IJf)~:U~lf)~l~'WUf)~1'U1~~'IJ'lJj11l1

r:J1tJ'ih~~l'Ul'U 160 't'~ Un~Ul:lJl1lfl11~'If'iif):Un~ltJ hhum:Uffll1'il111 SPSS. '" '"
9J C)..<:::t. lIJ 9J 9J 9J .<::), do. ~Q.I

3.2 'ilf)\!n'YJ~tJiJ:U!~'illf1f1l1fl'Ufll1U'Ulfl~ 'Ylfl'lJt) mf1'ff11Un~~1'Ul'iltJ ~nf)~'il'U

<Uf)\!nf)~f1ml:uf~l~"l 'YIl~~l'Uti 'il~tJ~ri~f'm~f)fll1:Uff1:1JlHll'Utll1U~~~'U

,,\ ~ ~ 0 ~ dll) ~ '" . ~ 0 II)nlnl
l:Uf)1'J'IJ1'J:U'ilf)\!mml 'il~'Ul'ilf)\!n'Yl !~:IJln~1'11'ff(Codmg) Unl'Ul nJlJ1~:Ulm,m

'JJ '" •• 'I 'I ~'ln I 0 <1 n I 'I 'JJ '" '"
~ltJflf):U'Wll~f)1 !~tJ!'t' !lJ1Um:U'ffllHtlJ SPSS Un~ !'t''fftl~'Wnru'Ul (Description Statistics)

>I
0<:::), iC:). QI d..

Un~'fftl~f)'4:1Jl'U (Inferential statistics) ~~'k!
, >I >I

'fff)~Yi'l.n 'Utll11!fl1 l~ 'If'iimm 1'Utll1 fff1'lJlfl~~il~fff1'lJll~'fff)~l 'Utll11lfl'jl~'If
'" '"

4.1 tll[fOfl1t1f.la~ '1~ffl'l1~'IJf)i'lJ1mmtJ'IJ lYitJ'IJ<Uf):umtli11'ilfl~ ml:U~lfl~l~ '1'Utll1'" .
>I >I

Cl Q.I .c:::i9 9J q, 9J ~ Q.I 11. 9J Q.I ~ d 'Q.I f

fl'f1'lJlflH'U !'t'f)1i'lJ1tJ'ilf):UnlJ'il'iltJ~l'U'ffl'U'lJflfln 'ilf):Un1~~'IJfl11:Ufl~m'U'ilf)~f1n:U~lf)tJ1~ lm~
~ q ~ q

9J 9J d~ o9J d'9)
'ilf)\!n 'ilm'ff'Ufl U'U~l'W:IJl~:U'Ul'il f)\!n:lJlU 'ilf1U'il~ml:U tl11lfll1 f)tJn~..

'q ,oI:t Gl9Jq, Q.I Ct, d o9J
4.2 f1lHHlfJ !!a~fI1!ilf.l~!ilt!'jJ1Yl·Hnt! !'t'f)1i'lJ1tJ1~~'IJml:Ufl~m'U 'Ul'ilfl:Unfll1:U~ '"

Ct, d • ,J
fl ~m'U:IJlu'ilf1U'il~'I11flll'iHW

4.3 fll'i'YIAtft1ilvl1f.ltll t-test !!a~tll F-test l.y1f)'Yl~'fff)'IJ'ff:U:U~~1'U';h~lU111~'ff1dj
'j/ ", , ,

flJl:U ff:u.w'U£f)~l~nUtJfflfi OJ ~ f)~';]U111~l:U'l11f)hi 't1~il1~tJtll'l1'U~ '1M'ih~~ 'IJflJl:U!95mJ''U'ilf)~
u



,
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'U1111 4

fll111£J~llH·-I(lf)1'.i~f)EmreJ~ "m1'lJ~~Hl1'U'lJeJ~'t'lirf)~l'U1J1lr'VI f)wu'U' 'VI£J~lnfl

('lJ'\11"b''U)~eJiJ\I~£J~ri~f-m~el'i;111'lJm'lJ11f11'Ufll1LL..J~.;r'U'lJeJ~eJ~rlm m&~mn: 't'lirf)~1'U1:;;~1J

1J111111 'U11,jl£J~1'UH1£J9hr '~i,';J1ifll1 ~mm~~ri111 \I 1f1£Jfll1eJeJf)LL1J1JffeJ1JfI1'lJ~1'Ul'U 160

'lJ'f1 \l1f)~1'Ul'Ulh:;;"b'lm~dj'U't'lirm1'U1:;;~1J1J1'\1111'U11,jl£J~1'U?l1£J9h~~~11'lJfI 264 fl'U ~~,~
q

_~eJ_'U_Yi_'_1 fll11bfl11:;;"y'li'm.!(l fffl1'Ufl1't'l'IJeJ~lh:;; "b'lm11~eJf)~'lJ1911eJ~1~(1911LLlhilff1:;;)

~eJ'U~ 2 fll11bfl11:;;"y1:;;~1Jm1'lJ~f1bl1'U~eJiJ \I~£J~ri~ v.I(l~eJfl11'lJff1'lJ11fit 'Ufll1
v • v

LL..J~.;r'U'lJeJ~eJ~rlm ll~1'U.fl11:;;1l\I~1J'ULL(l:;;Yimfl111~11\1:;;t ,rbf1f1~'Ut 'UeJ'U1fl~

~eJ'UYi3 fll1'V1f1ffeJ1Jff'lJ'lJ~il'U..
at 0 91 4 4 I QI •

~ eJ'U'VI4 fll1'U 1bff'UeJ'IJeJbff'UeJH'U:;;b't'l'lJ!~'lJ\11f)f)(l'lJ~leJ £J1~
--- q
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(n = 160)

1. lVifl

2. ()10,

~lfrh 35 11
35 - 44 11
45 1J~1.!hI

~ ""3. :i~¥IUf11:iflfl1Jl

~lfrhu~tjJtyl~~

U~tytyl~~

u~tjJtyl1'Yl'li~()~'1flil

4. :i~flUU~m:i
9/0.0 ad'
H'l~ fl1:iUN1.!fl'li:i ()1'YlOUl'Yll
'"
r;JQ.I oil!! d ,

tj'l~f11'J flfl'l'li 'JeH'YlUUl'Yll

" 0 ~I" '" • ;[ ,. Itjfll1.!1t1fll'JH1U'liHll'YlOUl'Yll'tl1.! lJ

~lU'li'tl'l~1.! "l (illun 'JM~~~fll':ifltJ'I

H)'1~e)11.!1Ufl1:iN1U lW~~e)11.!1Ufll'J1m;u)
'" '" u

5. ()lU'I11.!'J1J/h'\j~flUU~'lilj,

~1fl'.h 5 tJ
5-9 tJ
10 - 14 11
15 1J~1.!'hl

6. m.htNl1.!fiu'Itlfl

N1o'litlJJ 1'li tYUt)~N1UGJi()JJ1h~ '1eJlfllrWl1.!

(DM, DL)

N1Ui:Yl!Ui:Y1.!1.!fl1:i'liflJJ'llT:i ·HJ1!llflUl1.!, ,

(TO, TQ, TP, TJ, TX)

r:htlnUU~flm!t)~i:YUUi:Y1.!1.!'111.!'lh'l (TO),
N1Ufllj~i:llfl (TR)

Nltl~'U'YJ'U!ll':ifli\~ (TV)

~ l'W TW

140

20

25
135

33
!O5
22

100

44

5

11

42
34

22
62

91

44

17

2

6

87.5

12.5

15.6

84.4

20.6

65.6

13.8

62.5

27.5

3.1

6.9

26.3

21.3

13.8

38.8

56.9

27.5

10.6

1.3

3.8



56

d d IIJ~' • '" •• 'l'~ A ~I ~
'illf)~l'jl.:.J'Yl 4.1 'iI~L'Yl'Ub~11f)(l'lJ~1t1t11.:.J""1'Ub'YlUJL1J'UL'Vlfl'''IJ'll:Jfl~Lu'U'jtll:J(l~ 87.5

• u ,. "
'Vltr,hmi'lJlmuYi",,~ljml:J'lJ1f)f)11 45 l1~'UhJ ~~L1J'U-ftll:J(l~84.4 'jtl.:.J(l.:.J'lJ1;]tlmi'lJml:J'j~'Yll1.:.J

q u q, q q q

35 - 44 11 ~~L1J'U~tll:J(l~ 15.6 hj'VltJmi'lJ~1t1~1.:.J~ljml:J~1f)11 35 llml:J rll'Yl'rtJ'j~~tJm'j..
flf1'l-J1bh'U 1mu 'iltJm'jflmJ1'j~~1J'U1UJUJ1~~ ~~L1J'U-ftll:J(l~ 65.6 'j tI.:.J(l.:.J'lJ1lj'j~~tJm'jflmJ1~l

u u u

f)11tJ1UJUJ1~~ ~~L1J'U~tll:J(l~20.6 U(l~lj'j~~tJm'jflmJ1tJ1UJUJ11'Yl'Yl1t1"".:.Jf)11 ~m1J'U~tll:J(l~u u u u ~

13.8 mi'lJ~1t1Vl.:.Jri1'Ulmu~lH~lLmll.:.J~~~m'jUVl'Uf)'Yl1mYil:Jmyh ~~L1J'U~tll:J(l~62.5 'jtl.:.J(l.:.J
• u "

o Q.I ~ 9JQI ~ d. • e:::.. :=:t 9J 9J 0 .!I Q ~ 9J
'lJ1~l'lJm~tJfltl Vl'il~m'jf)tI.:.J'Yl'jtlL'Yll:JtJL'Yl1flm1J'U'jtll:J(l~ 27.5 Vlm'U1l:Jf11'jHll:J flm1J'U'jtll:J(l~

" "
o • ~ lfI 9J I jlQ.1 gJQ,J t 9J 0 G) I ~ :='i

3.1 U(l~~lU'Yl'U.:.JtI'U"1 b~Uf) 'jtl.:.Jfj'il~m'jf)tI.:.J 'jtl.:.Jfj'il~m'jNll:J U(l~fjm'U1l:Jm'j b'Ylty flm1J'U

~tll:J(l~ 6.9 f)ri'lJ~1t1~1.:.Jri1'Ulmuljml:J.:.Jl'U'j1'lJl'U'j~fltJtJ1m'j'lJ1f)f)11 15 11 ~m1J'U~tll:J(l~
• u •

o Q.J ~ d. q Q.I ~ jJ , ~l Q ~l 9J d.

38.8 H).:.J(l.:.J'lJ1(9l1'lJm~tJfltl'lJml:J.:.Jl'U'j1'lJb'U'j~~tJtJ'jm'j'UtI£Jml 5 u fl~Lu'U'jtl£J(l~ 26.3 'lJ.
ml:J.:.Jl'U':id'lJl'U'j~fltJtJ1m'j 5 - 9 11 ~~L1J'U~tI£J(l~ 21.3 U(l~ljml:J.:.Jl'U'j1'lJl'U'j~fltJtJ1'Yll'j..
10 - 14 11 ~~L1J'U~tI£J(l~13.8 f)ri'lJ~1t1~1.:.Jri1'UlmubY.:.Jtl~Nl£J9ftl'lJl'YlUhL(l~Nl£J9ftl'lJt'h'j.:.J

q u u q

mmfl'tI1'U ~~L1J'U~tI£J(l~ 56.9 U(l~'jtl.:.J(l.:.J'lJ1~l'lJbllfltJ;]tI bY.:.Ji1~Nl£Jm:rtJ""'U'Um'j9ftl'lJlIl'j.:.J..
mmfl'tI1'U ~~L1J'U~tI£J(l~27.5 Nl£J.:.Jl'UtJ1m'jU(l~"",:rtJ""'U'U.:.Jl'U911.:.J~~L1J'U~tI£J(l~10.6 Nl£J.

" ..
l'U ri1'U.u 'iI~L1J'Um'j u""~.:.J~.:.J;;tI'lJ(lfl11'lJ~~ Ll1'U'UtI.:.Jf)ri'lJ~1t1Vl.:.JYilj~ till 'iI~£JYiri.:.JVl(l" .

~tlfl11'lJf(1'lJ1'jtll'Um'ju'li.:.J'lJ'U 1~l:JUU.:.JL1J'UtI.:.JrltJ'j~f)tltJ7 ~1'U l~uri 1) m'ji!lt1.:.Jrlm

Q 0' • 9J 9J OJ .Clo rI QJ 9J
2) m':idl.:.JUVl'UL"IJ'.:.Jf)(ll:J'Yl1i3) m'j'lJ.:.JL'U'U(lf)fl1Lm~~m~ 4) m'j1~ 1Lfl'jl~'Yl U(l~'iI~m'jfl11m

• q q 'U c:u

I'j/ QI d' QI Q A 9J
5) m'j'lJ.:.JL'U'U'Yl'j'Vl£J1m'lJ'U'tw6) m'j'il~m'jm~tJ1'Um'j U(l~ 7) m'jtJ'j'Yll'jm'jL.:.J'ULm~~'U'Yl'U...



57

(n= 160)

'1jjutl '1jjn'h.l '1jjn1u.i'lv

h <XlV Udl~V~
(Leadership)

" "111lHIlV

Udl~V~
n

"~lV

n n n n

x S.D. flll~

(%) (%) (%) (%) (%)

(31.3) (46.3) (13.1)

(31.9) (46.9) (16.3)

'" "lYl'Wf\1rJ

'" "lYl'Wfl1rJ

1Jl'Wfli:1N

'" "lYl'Wf11 rJ

1Jl'Wfli:11'.1

'" "lYl'Wfl1rJ

1Jl'Wmll'J

1Jl'Wfli:1l'J

3.03 0.937

2.81 0.919

3.11 0.821

2.93 0.922

3.27 0.8674

6

14

(2.5)

11

(8.8)

(6.9)

(3.80)

18

(11.3)

21

26

29

28

29

71

75

75

83

74

43

51

39

28

50

(17.5) (51.9) (17.5)

(26.9) (44.4) (I8.1)

(24.4) (46.9) (18.1)

2

11

3

(1. 9)

3

(1.9)

(1.3)

(6.9)

6

(3.8)

91 'jJ 0 .,:f 91 .<:1

1:Y':i1'Jill1::5~'W TYIl'W'W'YlJJ-:ll'W
'" "2. 'IJ~1J'Yl~f1l':i~fl~'JViJJ-:ll'W'illfl

ihrJ~N '1 (cross function) ~

1:YUJl':i01J':i::51:Yl'W'Jl'W':i::5Ylil'J

ihrJ

3. 'IJ~1J'Yl~f1l':i~fliHIJ1J':i::5mw.

i'Wf1l':il1\la1'Wlml::51:Y!l'li) 11::;

~thll'IJ'lJVi lI'Jl'Wi'W'Ylm::; fl'IJ'" ,
4. 'IJ~1J'Yli~fl1lllrilftt'\!tl'IJfl1':i

~fli'JVill'Jl'W i'W':i::;~'IJ

1Jil,j~ f1l':i~ ~ell'W 1'ill~ 1Ii 'W

f1l':i~f1 U'Wi 'ilflll'U'Wf1l':i~l'W

~N '1 (self-managing team)

5. 'IJ~1J'YlMfl1lllrilftt'\!i'Wf1l':i

,..J o<:::lo d d.<::i

film i:1rJ'lHl'Jfl1lllflfllYl'W ':i111'Yl1i

~tJ1J 'il~rJf1l':il1ltJ '.1ftm

3.03 '" "lYl'Wfl1rJ

1Jl'Wflm'J

'illfwn'Jl~~ 4.2 ~1Jl1tlri'iJ~lmh~1J~11'iJ~flL~'U ~tl1] 'il~t1f1l'Jt11tmlm hUlll~,

1]'il~1J'Utl~i'U'J~fl1JL~'U~1t11hwmn~ ~~1Jfhm~tl'Jl'iJL'Vhtl1J 3.03 1fltl1J~11'iJ~flL~'U1'U'J~~1J

L~'U~1t11Jl'Utlm~~~~flmj~1J1ir'Vli..rml'iJfflI'lWtl1Jf1l'J~fl~ml~yjt11~nr'UYi'iJ~1'U (X = 3.27)
q" q 'U U cu.. "

U{l~iJ~11'iJ~flL~'Ui'U'J~~1JL~milt11Jl'Utlm~~1~fltlvYi1J111'Vli'I1'ml'iJ~l'iJl'J tltl1Jf1l'J~fl~~Yi'iJ, "
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nu1'U'j~~1J1J5u~fll'j~i:hhUl'\lL~'lJ1'Ufll'j~~if'U1'\l¢ilLU'Ufll'j~1'U~1~ "l (self-managing team)

(x = 2.81)

d
~l'jUVl 4.3 f1lm,~£J9Jtl~ml'lJ~~L11'U~lj ~tl 1]'\l~£Jfll'j dl~ nv.l'U!;~mW'Vl-B 9Jtl~'Wt!fl~ l'U 'j ~~1J

q

1J1'\11'jNl£J~l~1'Umd~1] '\l'\lU'U
q

(n= 160)

" "l'I1UW)V

Odl~1J~
'hill1.1 '1l.iIl1U '1l.iIl1U.i'":W
,~ kw OdN1J~ x S.D.

(70) (23.8) (0.6)

(46.9) (32.5) (13.1)

1. 'lJ~r1l'l '1~r'h'\1'Ufll tYU'I1fftAl

fIl";i il '\J/Llhmnu i~t1 f)~U'l..
~ . ~

LI1f11:'1U1Jf)l";i1l'lJ'l'lJ'U

2. 'lJ~r1l'lL1JfI 1uf)ltl1-H'l'h'U~

ffl'U~l1J 1'U f)l";ifl1'\1'UfI

ltYU'I1fftA/.fmil'\Ju1:'l~Ltl1'\11JlU

n

(%)

8

(5.0)

6

(3.8)

n

(%)

112

75

n

(%)

38

52

n

('Yo)

21

n

('Yo)

(0.6)

6

(3.8)

3.78 0.568

3.34 0.889

1J1f)

3

(1.9)

49 90

(30.6) (56.3)

13

(8.1)

5

(3.1)

3.20 0.742

(10.6) (53.8) (33.8) (0.6)

79 58
(49.4) (36.3)

'lJU'l'llfl1:'l1m'IJf)f.hu

4. UN'U'l1'U1'U'lJ~r1l'l~fI111J

tY1Jl1'U1lf)m:)iU1J lMr1'lJ

Ltl1'\11JlU'lJU'l'lJ~r1l'l

5. ltYU'l1fftA!imil'\Ju1:'I:~atl1'\11JlU

'lJU'l'lJ~r1l'l~ ffl'U'151u1-H' f)l";i

"'1 Li'i'U1j";iil'\J'l.h~ tl'lJfll11J
q

o d
tl1L";i'\J

6. 'lJ~r1l'lMfI111Jj;i1tlt!lr1'lJf)l";i

6

(3.8)

17

23

86

92

54

38

12

(7.5)

6

5

(3.1)

2

(1.3)

3.43 0.814

3.72 0.711

3.81 0.746

d ~
L'\1'UfllU

1J1f)

d ~
L'\1'UfllU

1J1f)

d ~
L'\1'UfllU

(14.4) (57.5) (23.8) (3.8) (0.6) 1J1f)
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.
~l'jl~Yi 4.3 (~el)

(n= 160)

Q.1 QI ~"

'lJ il 'iHlf1lJ' 1 H llf-l'U1'15.:if)CltI'Vl1i.
"l~tl

~1U

'hill'\l 'hjl~tl lhjl~tl~'"lU

111 ~1U ll~l~V~ x S.D.

n n n n n

(%) ('Yo) ('Yo) ('Yo) ('Yo)

(44.4) (38.8) (7.5)

7. 'lJ~17'Vl~f)mJf'lJ1U~tI'U

f)Cltl'Vl{I~ffij~ft~ij.:in'lJfffll~.
111~ ~ ij 1J~IU~ tI'UllUCl.:iij 0

'"

12

(7.5)

71 62 12 3

(1.9)

3.48 0.816

1Jlf)

(28.1) (56.3) (9.4)

~Clij~nCll

8. vi1'U~ml1J~mlJJl;,h l'il I'U
'"

~ "f)lJ' 11ft J' l~'I111Cl~ f1l J'1l.:illf-l'U

f)Cltl'Vl{l'tJ'UijOl.:i~•

6

(3.8)

45 90 15 4

(2.5)

3.21 0.764

51 73 26

(31.9) (45.6) (16.3)

(26.3) (45.6) (18.8)

44 89 18

(27.5) (55.6) (11.3)

2.91 0.907

3.17 0.765

3.11 0.851

14

7

(8.8)

4

(4.4)

(2.5)

307342

3

(1. 9)

(0.6)
5

(3.1)

9. Vh'U~ri1'Ui11J1'Uf1lJ'rll'l1'U~

f)Cl~'Vl{Mn'lJ'lJ~17'Vl

1o. 'lJ~17'Vl~llf-l'Uuii,j~f1lJ'~

o d' 0 .o:::lt,

ffl1JUil'Ulf) Cl~'Vl1i1Jl~ ll'U'U

f1lJ' MijOl.:i~UJ'~fi'Vlijf-lCl

11. 1m .:iff;1.:i'lJ~17'Vl~ft1l1J

'I5~1'il'Ulltl~lll'Uih'li'l 1'il'Uij;j

'Vlf)Nltl.
(15.6) (50.6) (23.1)

12. 'lJ~.y'Vl~f)mU~tI'UuUCl.:i

1 ftJ'.:i ff~Hij.:iftf)U 1~~ft1l1J

2

(1.3)

25 81 37 15

(9.4)

2.76 0.872

(30.0) (43.8) (17.5)

(29.4) (42.5) (15.6)

ff1Jllff1Jij

13. 'lJ~17'Vl~'U1t1'lJ1t1~'il~uf'lJfij

J'~'lJ'lJUii1J~.:i l'U IICl~uf'lJ

ij.:ift OJ 1~~'U'Ul~lg f)Cl.:i

14. 'lJ~.y'Vl~'U 1t1'lJ1f.1lu'Uf)U

m~'illtlBl'Ul 'illlCl~MB l'U l'il

I'U f)U~~ fi'U I 'iln'lJ~uii1J~

.:il'U (empowerment)

2

(1.3)

4

(2.5)

47

48

68

70

25

28

18

(11.3)

10

(6.3)

2.94 0.976

3.05 0.910
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·~1'j1~Yi 4.3 (~U)

(n= 160)

" "ll1U",ltJ

Udl~()~

'himJ 1l-ililu 1l-ililU.rltJ

11l ~ltJ !ldl~()~ x S.D.

n

(%)

n

(%)

n

(%)

n

(%)

n

(%)

15. 'IJ~17'1'lijf)1':j'jH''IJU1[J1J'lfl'IJ

1Jty 'lfll1:h.lll'W1)"1'IJ i:tf l\.Hl-.l

16. 'IJ~17'1'l'lrrfl11lHhfltytl'IJfln

3

(1.9)

3

(1.9)

28 81 31

(17.5) (50.6) (19.4)

43 88 20

(26.9) (55) (12.5)

17

(10.6)

6

(3.8)

2.81

3.11

0.915

0.782

(33.8) (42.8) (16.9)

17. 'IJ~17'1'l'\ltl-.l'\'h'W'\'hflmVi[J'IJ

1fltl1)~ [J~1'W'IJ~'}11)"tl-.lrl fll)"

'l'W~l'W~N '1 tl'IJ~~l'lI'Wl~ff..
(benchmarking)

,.,d .o::!o d .<::td.'

fill u a [J'\ltl-.lfl11:JJflfl!l1'W'I'lmHI

t11)~[Jfln1Nlll\1'Wl~-.lflj;1 [J'I'l'fl,

4

(2.5)

54 68 27 7

(4.4)

3.13 0.877

3.23

'ti1fl~l'j 1~~ 4.3 'V'l1J-hmi 'mi1U ~1~iifl11'lJ~~H~U ~u1J'ti~£Jfll'j11~uvn.H95~mW'Vl-fllu
q q

~ QJ .~ QJ c:l 'JJ _ I & d I d , QJ 'l' d '" c:l ~
.fl11~lJ 'ti'ti1JUU£J~U'j~fl1Jb'\1Ufl1£JlJ1Uflm~ 9f~'lJmblHW'j1'lJ~'Vl1fl1J3.23 ~fl£J'lJfl11'lJflflb'\1U~U

q ••

'j ~~1Jb~U~1£J1J1U mn~ff ~ffflU~~ U~~1J1fi'Vlbllfl1u fllff1 ,r'vhuii ri1U i1'lJ 1ufll'j fl1'\1Ufl1ft£Jcu q 'U cu

'Yirn1/.fl1'jflMil 1'\1'lJ1£J(x = 3.34) bn1~iifl11'lJ~flb~U 1U'j~~1Jb~U~1£J1J1Uflm~~lfffluri~1J1fi'Vl, "
iifll'j b1J~£JUU1J(j~1fl'j~ff~1~U~flfl'j 1,riim1'lJmiu~i1bn1~Vfl'\1riuuri1~ff~lbff'lJU (x = 2.76)

q
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(n= 160)

" "1l11.l~1l'J

illl~l'JflTnj,m!'Wj;H)ti'lu1;1~~n:ml mh~tJ~, " "~1l'J

'himl 1lin11.l 1lid'11.l~hl'J

111 <?:1l'J mh~tJ~ x S.D. fill~

n n n n n

(%) (%) (%) (%) (%)

(21.9) (60.0) (11.9) (3.8)

35 96 19 6 4

(2.5)

3.95 0.845

:IJlfl

(brand)

(38.8) (43.8) (9.4)

58 83
(36.3) (51.9)

2

(1.3)

3

(1.9)

62 70

11

(6.9)

15

6

(3.8)

10

(6.3)

3.24 0.759

3.21 0.877

d "1'l'l'Wf11l'J

'\J1'Wfl1;11'l

d "l'I'l'Wf11l'J

'\JTi~mn'l

(34.4) (35.6) (18.8)

3.12 0.871

3.33 0.783

3.21 0.9727

3

7

(4.4)

(1.9)

(4.4)

17

30

28

57

67

69

55

55

66

(34.4) (41.9) (17.5)

(41.3) (43.1) (10.6)

3

5

II

(1.9)

(3.1)

(6.9)

'jJ .,g -. 'j/ - ~ 91
1'\J1tl'lff'WfllU1;1::;'IJ':ifll':i !f1

tl01'lff::;f11fl

4. 'IJ~'ll'l'1iJflmh'l'l'Wf1:1Jlll':i!l'W

, - 'jJ -
fll':iff'l:JJtl'IJff'Wfll/mfll':i U1;1~

ff1:JJ1':itl '\Jfi,r~1I1:JJ:JJ 111':i! 1'W

'1~tl ti1'lfftlf1fl~tl'lY1itll~tl 'I

5. 'IJ~'ll'l'1iJflUri'llff~:JJfll':i'\J1l'J

U1;1::;flU'\J':i::;'lf1 1:Y:JJl1'W'IiTII,r1

ii'l flci :JJlil1'l'l:lJll'J'1~t1~I'Wtlti1'l~,

6. 'IJ~'ll'l'1M'Il1':i::;'IJ'IJ'IJ~'I'lU

(Customer Relationship

Management, CRM) :IJl1,r

7. 'IJ~'ll'l'1Mfl11:JJ1:hfitytl'IJfll':i 18 82 40 16 4 3.59 0.907

(11.3) (51.3) (25.0) (10.0) (2.5) :IJlfl
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'" ,mnn'l 4.4 (~D)

(n= 160)

" "Il1U~l(J
1Jl1.otlf1l)"~.:ml''\.ro flri'lU1:1~~H11fl l)th~ti~, "

'1lill11 '1lin'~u '1lill1U~l(J

,~ ~1(J l)~l~U~ x S.D. fIll~

n n n n n

(%) (%) (%) (%) (%)

(46.9) (30.0) (10.0)

12

(7.5)

75 48 16 9

(5.6)

3.41 0.967

lJ1f\

(36.9) (38.8) (14.4)

(25.0) (45.6) (19.4)

2.96 0.920

3.15 0.94611

12

(7.5)

(6.9)

31

23

73

62

40

59

4

5

(3.1)

(2.5)

<I ~ GI Q.I rI
t!,Utlijflfl1tYlJ'I'fU1i (call center)

9. fln~el'lJtY'\.Hl~fll1lJ~el~f1l)"

'lJel~1:1flri'l'IJel ~'lJ1li'Vlel ~hl
" "

",,d.<::i
l f\'Ul,"I'I'Vlfl

10. 'lJ1li'VltYllJnl.1f1l)"~el'lJ

(38.8) (48.8) (10.0)

1~el ~N)"lfl! ~lU1:1~'t1'U f1lnu

11. 'lJ1li'Vl'IJel~'l'i1'UMfl11lJ

(,hfttyn'lJf1l)"~)"ll1tYel'lJ U1:1~

'lh~!iJ'U~1:1 f1l)"tYINfltul'il,

2

(1.3)

62 78 16 2

(1.3)

3.29 0.713 d "l'Yl'Uflltl

1.Jl'Ufl1:1N

(14.4) (60.6) (21.9)

'h"Uf\fl{ 1
"

~ QJ oI::iro 'j/ ~
12. mlJ'VltYllJnl.1flflfl'UtY~

'lh~~lJiU1:1~fll1lJftfl''Yl~ "1

23 97 35 5

(3.1)

2.86 0.687

,..:;! .clt. cd do<;1'

fll(Q fl(f'IJel~fl11lJflfll'Yl'U'VllJflel

1J11~tlfln ~.:ml''U 1:1flri'lU1:1~~1:11fl, "

3.28

'illfl~l'n~~ 4.4 'Wlrhflri'lJ~lD~1~iJf\11'lJ~flLl1'W~D1J 'il~t'JflTnj~LU'W~fl'fi'1LL~::::~mfl, , "
'1 ~ OJ ''I OJ Q " n I .,k "', d , OJ t '" '" Q '1l'Wfl11::::lJ'il'il'U'WDt'J!'Wj::::fl'UL11'Wfllt'JlJl'Wflm~ G1f~'lJf\lm~t'Jjl'lJL'Vllfl'U 3.28 Iflt'J'lJf\11'lJf\flLY'l'W1'W, "

Q.I d rJJ .d .:::).QI lit rjJ 0 ~ Q.J 'jJ QI QI ",

j::::fl'U L11'Wfllt'J1l1'W fl~ Wff ~bYflDt'J'Vl'Uj 'tl'Vllfl 'Wlj::::'U'U'UjY'llj'j)fl fllj ~ flfllbY'lJ'W'W1i (Customercu q <lJ cu

Relationship Management, CRM) 'lJll~ (X = 3.33) Lm::::iJml'lJ~flLl1'Wl'Wj::::~'ULl1'W~lt'J
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(n= 160)

'hill11 '\l.in"l'W M1"l'W~1V

113 ~1V tJdNV~

(60.0) (28.8) (8.1)

3.53 0.7261. 1J!Il'VllJf)n'tli'1Jru~o'U

l'VlflL'U L1;lOi:HH'l"'Ul'Vlfl (IT)

~1.n 'Uf)1'H11l'l1wll'U M
'I1'Ui:nJ03 rhH'l"lJ II i:nlt)

~ '" "oJ 'i 'i '"2. 1J~1J'Vl~3..'1'1'l..'l'l'lll'Vlfll'UlM

ffn ff'Ul'Vlfl (IT) 1'Uf)1~fl1l'l1'U

1i~f)\13~N1J1f),

" "l\1'WVl1V

mi1~v~
n

(%)

3

(1.9)

44

(27.5)

"111'W

n

(%)

96

96
(60.0)

n

(%)

46

16

(10.0)

n

(%)

13

4

(2.5)

n

(%)

2

(1.3)

x

4.12

S.D.

0.680

1J1f)

(46.9) (36.9) (9.4)

(45.0) (38.1) (12.5)

3. ~~1J1Jl'VlflL'UL1;lOffnff'Ul'Vlfl

'\J3..'11JiIl'Vlff11J1HIri ..'Ir-i1'UU1;l~

IV 'jJ .c::l QI Q.I ,

~1J'\J31J1;l'Vl'Vl'Uff:lJO~~Vi11..'1

ViU10..'11'Uil1 01'Ui~3~1..'1

.<:!!t .d 'j/ "
l'l'l3 f)nl~ O'U~ll1;l~ff ..'I'\Jl1ffn

'li'3:lJ1;ll~3'tli'm~1J1J11if)n
"

't1N1'U~1;l3~nm

5. 1J~Il'Vlhffl11:lJri1r1tytl1Jf)1~

7

(4.4)

6

(3.8)

5

75

72

80

59

61

56

15

20

16

4

(2.5)

(0.6)

3

3.41 0.819

3.39 0.777

3.42 0.789

1J1f)

1.<::1 -. d dd t

fl1m 1;l0'\J3..'Ifl11:lJflfUVi'U'Vl:lJ~3

tl\1~Of)nl~ 1lfl~1~'" ll(;l~

(3.1) (50.0) (35.0) (10.0) (1.9)

3.57

1J1f)

1J1f)
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'i11fWl11"1'J~4.5 'VnJ'jlfl~lJ~1t1~1'JiJmllJ~m{i'U~tl1J'i1~t1tl11"1f11bml~i1 U(l~~f1tl11"

~ ~ Q,J '9 Q,J d 9J ~ d. d • Q,J ".d ~ d
fl11lJ1" !'Um1~lJ 'i1'i11J'UtltI !'U1"~f11Jb'\1'Ufl1t1lJl fl Clf'JlJfl1bQ(ltl1"1lJb'Vllfl1J 3.57 !f1t1lJfl11lJflflb'\1'U~ . ~

1'U 1"~~1Jb{i'Uf1'1t1lJ1fl~ 'Jl:1'f1t1~~lI~rr'VI~tI'J~'J'Wlb'VIfll 'U1(l£jl:1'11"l:1''Ub'VII'! (IT) 1'Utl11"fllbU'U1i1" fl 'i1
'U q ClJ q

tI~l'JlJ1fl Cx = 4.12) bm~iJfl11lJ~f1b{i'U1'U1"~~1Jb{i'Uf1'1t1lJ1fl~lrrfltld~1"~1J1Jb'VIfll'U 1(l£j l:1'11"

l:1''Ub'VII'!'IJtI'J1Jj rr'VIl:1'1lJ11"tl ri 'J~l'UU(l~ 11J~ tllJ(l ~ 'fl'U l:1'iTtI1~'\111'Jml1t1'J 1'Ufllt11 'U1f1'tI ~1'Jtl f)~ tI'J~ ~

.
'"\9111"1'J'VI4.6 filbQ ~tI'IJ tI'Jfl11lJ~f1 b{i'U~iJ ~ tit! 'i1~t1tl11"l.i'Jbt! 'U'VI1'WtI1fl1 lJ'U'l:lV'lJtI'J'WUfl'J l'U 1"~~ 1J..

1J~'\111"Hlt1<il'J 1'Um1~t!'i1 'i1.u'U.
(n= 160)

" y!111.J1'11v
11\l~rJfn~~'m!'U'Yl'r'Vll'llmlltflI6 orh.:j1J.:j

"!ml lli1l11 llil~u llil~m\'1v

11l ~1V Odl.:j1J.:j x S.D.

n n n n n

(%) (%) (%) ('Yo) (%)

(29.4) (52.5) (11.3)

..,.,. OJ .<::IQ,I "

1. In'll'l1ll1l'll'U1inllel.:Jf1m

(u 'lJ'lJUN'Uf1l11l1h::;'Vlt] ~'\Jel.:J

'lJ~,r'l1 ifll'l~l11) 11l'U~l'lelllr'lJ

ua::;l<U'l'\l'l1m~hl'l•

(0.6)

47 84 18 10

(6.3)

3.07 0.825
d ')J

1'l1'Ufl1l'l

'lh'Unal.:J

(34.4) (50.6) (8.8)

(38.1) (38.8) (14.4)

d "1'l1'Uflll'l

1Jl'Unm.:J

2.98 0.872

3,16 0.813

3.16 0.924

10

(6.3)

9

(5.6)

10

(6,3)

14

30

23

75

81

6261

43

55

(26.9) (46,9) (18,8)

2

(1.3)

(0.6)

4

(2.5)

2. 'lJ~,r'l1~11'll'U1i~~1l'\Jel.:Jfm

Vll.:Jl'U '.il11f1'U11l'UVi II

3. 'lJ~,r'l1I'U'Ufl1~ff~H11'll'U1inli

(49.4) (30.6) (6.3)

ffihlffllel

5. 'lJ~,r'l1'll1'f11111rllrltIJf1'lJ 16(10.0) 79 49 10 6

(3.8)

3.56 0.895

llln

fJtui11'Vlua::;fl1~~el'lJff'Uel.:J

" "f1l111~el.:Jnl~'\Jel.:Janf11~
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·d ,

~l~l\1'Yl 4.6 (~e)

(n= 160)

d v
1\11Hl1tl

i11)~Vf1l~1i'll'\.hrl1f'VHJ1m:JJ'\.,!lHJ Ocil~O~, , v
V\ltl

ilimJ ilil1~\J ilin~\J~ltl

11l ~ltl OciHO~ x S.D. fill:::

n n n n n

(%) (%) (%) (%) (%)

6. 'lJ~,r'l1 hffrn:JJtY1l'lt1!n'lJf)U

9J .d 'j/
ff~1'l'lJnV1f1lflll'H)m~fl'\.,! ,

3

(1.9)

36 74 35

(22.5) (46.3) (21.9)

12

(7.5)

2.89 0.901

(12.5) (54.4) (21.3)

(16.9) (52.5) (21.9)

69 47 28

(43.1) (29.4) (17.5)

cl "l'\-1'\.,!fl1V

U1'\.,!f)t1l'l

2.78 0.831

2.70 0.853

3.18 0.990

14

11

(6.9)

(8.8)

18

(11.3)

34

3584

8720

27

5

(3.1)

(0.6)

'I'11'l1'\.,!

7. 'lJ~,r'l1~f1l~~fln1)m~wYieJ

91 QI QI <I
ff~l'lt111:JJff:JJYI'\.,!1i Ut1~fl11:JJ

ff1iJflfi~ g;'\,d1'l~hV

8. 'Yi1'\.,!hi'f'lJfhfleJ'lJU'I1'\.,!~

lVi:JJlG;ff:JJUt1G;l1!'\.,!1in:JJ1'\.,!

f)WU5U~'l1'\.,!

9. 'lJ~,r'l1'vi1'\.,!~f)mH'lJlU~V'\.,!

~UU'lJ'lJf1l~1)'l 11)tl1~'I'11'l1'\.,!
" ".d q 91 'j/ QI

lYleJ mffeJflflt1Mf)'lJ

(8.8) (43.1) (31.9)

(10.6) (50.6) (18.8)

0'
ffm1f1l~tu

10. 'lJ~,r'l1ijf1l~11'lUr-1'\.,!1lt1G;

f1m'\.,!fll eJf1lffn' 11'1-1'11'11'\.,!

f)1~ 'I'11'l1'\.,!'\Itl 'lYltr f) 'l1'\.,!tl [h'l

'l5fll1)'\.,! (career path)

11. 'lJ~,r'l1ij~~'lJ'lJf1l~~lVr-1t1.. "fleJ'lJU'I1'\.,!'I1l'\.,!'\.,!r-1t1'l1'\.,!

12. 'lJ~,r'l1hffl11:JJi:hI'lt1!n'lJf)n

(0.6)

2

17

14

88

81

69

55

30

51

15

31

(19.4)

26
(16.3)

2.54 0.944

2.44 0.867

3.48 0.682

'1, cl
W'l-1'\.,!

"fl1V

(1.3) (5.0) (34.4) (9.4) :JJlf)

(learning organization)
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'" .~l'n'l'Vl4.6 (~'B)

(n= 160)

" "!11U~1tJ

11'il~OflnU'IIU'W'Vl1'Vwlm1J'WllU oth~t)~. .
"11-1U 1umJ 1UI"U 1un1u.I'1tJ

111 ~1tJ lltiNt)~ x S.D .

n n n n n

(%) (%) (%) (%) (%)

(31.3) (43.8) (20.6)

2

(1.3)

50 70 33 5

(3.1)

3.07 0.833
d 9J

l'I'i'Wfl10

.ul'Wflt'll'l

flUNi:l m:i.ufi,j~'Il'W'Uil 'I

ril'Wlli:l~'Vl,r fl'll'W 1'W11i:ll~

(64.4) (21.3) (8.8)

(31.9) (45.6) (16.3)

1Jlfl

3.08 0.854

3.59 0.7793

8

(5.0)

(1. 9)

14

26

34

7351

10.3

2

(1.3)

6

(3.8)

14. U~ll'Vl M~fltYn 'IU.u:i~1Jlw'

'Hl~il flWVlI'lI'Wllli:l~ Nfl

ilm1J'Vil1fl'll'W

15. U~ll'VlMfl1lw:hflt1JflUfln

fI:i1'iltYilU lli:l~.u:i~liJ'WNi:l

m:il~ O'W?'Uil'l'Vll1fl'll'W1'W..

(26.3) (46.3) (23.1)

•.
il'lflm

16. U~1l'VlMfl111Jthflt1JflUm:i

fI:i1'iltYilU lli:l~.u:i~liJ'WN(l

m:i tY?l'lflW,thM'Vll1flHW.
2

(1.3)

42 74 37 5

(3.1)

2.99 0.820
d 9J

It'l'Wf\10

.ul'Wflt'll~

,.c:::t .-::0. d d.c:::t'

film i:lO'Uil'lfl111Jflfll'l'i'W'Vl1JflB

11'il~om:i U'IIUt.l'Vl1'VlOlm 1J'WllU••

3.04

'iJlfl~lj l'l~ 4.6 'V'llrh milJ ~'WUl'liJ'fll11J~fl b'l1'U191'B11'iJ<Otlfllj'jj'l bu\.mf'V'l tllm 1J,\.fl:16
q q q

'1Wlll~1I 'iJ'iJll'U'Bu'l'Uj ~~1JtJl'U flm'l ~'1iJf11bQ~tldl1Jb'Yhn1J 3.04 1fltliJ'fll11J~flb,1'U '1'Uj~f11J
q ••

b'l1'U1(1tltJl'U flm'ltr 'I~fl'B Q~yj l'U 1I(r1Jf11~ 'B1Jbb'Vl'U~b'H1Jl~ ~1J bb~~b~'Utijj 1J'1'UflljtJ ~11~'11'U

(x = 3.18) bb~~iJ'fll11J~fl b,1'U'1'Uj~f11Jb,1'U~lt1tJl'U flm'l~1~fl'BU~1J1't!'VliJfllj <Oflfl'iJmj1Jb~'B
q ••

~~l'lml1J~1Ji'U1r bb~~ml1J~ll1'fl~j~l'r:il'l~ltl (x = 2.7)
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~ln~~ 4.7 film ~t1'\Jt)~f1dllJ~mlh..!~1J~t)lI'il~t1fllj ~f\ fllj m~'lJTU fllj'\Jt)~'V'l'Wml'Uj~~'lJ

'lJ1111j~ltlI1h~h.!f)ld~lI 'il'il'l1'U.
(n= 160)

" ~Il1Uww
uth~f)~

1~ll\1 1~d~u hhl1u~·ltJ
ill ~ltJ Udl~f)~ x S.D. fill:;

n n n n n

(%) (%) (%) (%) (%)

(13.8) (35.0) (27.5) (20.0)

1. 'lJj17'1'1~fhi1'1f)1lfj~~tfhi1'1

fl'j.A'vh~t1'1l'H)~fJf)1l~fJ'lJ

ffUfJ'Ifl11U~fJ'Inll~fJ'I~~1~

22 56 44 32 6

(3.8)

3.35 1.065 d "1'\1'\.,\~1t1

mn

(31.9) (44.4) (17.5)

2. 'lJj17mhl'l'1fl1u hthmfj~~/

'lJ~f1ll~'I1Uffl1t1mHlu f)1l

7

(4.4)

51 71 28 3

(1.9)

3.19 0.843

(15.6) (58.8) (21.3)

2

(1.3)

25 94 34 5

(3.1)

2.91 0.734

91 OJ..::r. 9}0I 0 ,

fj~1t11~tl~'lJU~~m)~ ~mu 1t1
OJ , OJ

(suppliers and distributors)

36 69 45

(66.3) (24.4) (1.9)

(22.5) (43.1) (28.1)

mn

d "l'\1'\.,\~1t1

d "1'\1'\.,\~1t1

'I.hunm'l

3.12 0.845

2.92 0.869

3.74 0.656

6

(3.8)

3

(1.9)

2

(1.3)

3

3759

39

59

106

(36.9) (36.9) (23.1)

10

4

2

(1.3)

(2.5)

(6.3)

~ gI.I """
l'YlfJfflH ffnm~'lJ'lJ nUfj~~

u~~nU~~~l'\'nl1t1U'lJ'lJ'I1U

I1m'YlfJ~

4. 'lJj17'1'1ijf)1J,ji''lJ1h'lU~~,

~1'lI'\.,\ll~'lJ'lJf)1lfj~~/'lJ~f)1J

fJUH~fJli1fJ'I~~fJ~l1m

5. 'lJ~17'1'11~i:.rmluj;hrlt)Jfl'lJ

f)1lft~fi'U a '1,jl~~lliu~~

mlUft~''\11i "1 fi'l'\.,\f)1lfj~~/

f)1l'lJ~f)1lfJUH~fJli1fJ'I

6. fj~~fitucV1U~~'lJ~f)1l~lllu

fj~fj~~~fJ '1'lJ~17'1'1ijfltufll'Yl.
11l'\.,\~t1fJlJi''lJ~fJ'I~~1~1~t1~1

113
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·~l'n:JYi 4.7 (~~)

(n= 160)

" "1111H11fJ

oth~1)~

"111'U

"¥llfJ

'1~ll\i '1~nl'U '1~ltl,.l~lfJ

111 ~lfJ mh~1)~ x S.D. fill:::

n n n n n

(%) (%) (%) (%) (%)

7. 'lJ~'ll'VIMfI1llJi:Ylrlt)!O'lJflU

YlI'll'Wl Ui:1~Ill':i'lH''lJ1.1~.:J~l'W

i1~~ l'YHl rl1.:JI9i iJl{liJ.:J,

7

(4.4)

98 46 4

(61.3) (28.8) (2.5)

5

(3.1)

3.61 0.752

lJ1f1

(18.8) (65.0) (10.6) (5.0)

8. 'lJ~'ll'VIiJlll':i111LfI~iJ.:JiJiJ1'W

fmifllll':ifllliilWI iJ1VlL'l5'W,

30 104 17 8

(0.6)

3.96 0.743

lJ1f1

0'

iJ.:Jf1':i1lJ (TQM), ISO, QCC

lJ1H

, '1'j1", 'jI '" ~
9. 'VIl'WIfI':i'lJtUi:1~l':ilJ'Wt I'W 12 124 20 3 3.89 0.567

(77.5) (12.5) (1.9)

(59.4) (30.6) (3.1)

(65.0) (21.9) (5.6)

lJ1f1

lJ1f1

cl 'jI
L'l1'Wfl1U

'!.Il'Wfli:11.:J

3.27 0.874

3.65 0.693

3.67 0.750

2

5

(3.1)

(1.3)

(0.6)

3

(1.9)

5

9

48

35

95

104

65 60 24

(40.6) (37.5) (15.0)

(7.5)

6

(3.8)

9

(5.6)

9

(5.6)

'j} .d """ Q.I

lJ1fl ':i'\i1'Wfll'WfllliillYl'VI'lJ':ilJ 'VI~ ,
o .1

flWl'WfI'\J'W

10. 'lJ~lI'VIiJflmh'I1'WfI

lJ1fl':i! 1'W'\JiJ.:J.:J1'W11'1:ll'l1i''lJ

n\lm':ilJ1:llrlt)!~H '1

11. 'lJ~lI'VIiJ'WlU'lJ1lJfl':i1\lffiJ'lJ

III ':i'lJ~'l1l':i iJUHLil'W':i~'lJ'lJ

Ui:1~ffU1LfflJiJ

12. 'lJ~1I'VIMfI11lJ1:l1tlt)!Ui:1~111

L'VIfliifllll':i'lh ~ L1J'WU'lJ'lJ

fJi:1lJillYl (Balanced

Scorecard, BSC) lJ11,n'W

1ll':i'lh~L1J'Wr-li:1

(19.4) (48.1) (26.3)

13. lJ~,rYlJjf)Tj"fiflf1hta-:J

'!.I':i~~lJiUi:1~fI11lJftfl 1'l1li '1

iJiJ fllJ1iJ Ul.:J~iJl{liJ.:J

31 77 42 10

(6.3)

2.81 0.820
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"" .~Tnn1 4.7 (~tI)

(n= 160)

" "1l1UWl(J

lJth~o~
lumi lud1u lud1u~'l(J

III ~lV mh~o~ x S.D. fI11:t

(11.9) (56.3) (26.3)

(21.3) (51.3) (20.6)

14. 1J~,r'YIhi'fI111Jrllr1t!!Ui;"l~

~~ t1':i':i-31Jlh~lJ1lliL~tl tlU

1~VUi;"l~~I'll'Wltl£h.:j

m1~~i;"ll~

15. 1J~,r'YILiI~lfltllt1hi'

'V'll! fl.:jl'W~ri1'W511Jl-U tll':i
~ ~~ ~ ~

bi'dHbi'nfltHlh~~'lll!Ui;"l~

fI111Jft~ hui '1
I do A d d..c::1 I

filL1!i;"lV'\ltl.:jfl111Jfl~ m'W'YI1J~tl

i1'il~[Jtll':i<ij~tll':im~1J1'Wtll':i

n

(%)

(0.6)

n

(%)

19

34

n

(%)

90

82

n

(%)

42

33

n

(%)

9

(5.6)

10

(6.3)

2.74 0.738

2.89 0.829

3.31

'i11f1~111~~ 4.7 1"l'lJl1ml1J~'"Wci1~iif1111J~~L,1U~ tlU 'i1~t1f111~~ f111m~'lJ1U f1111u.
~ '" ,,~ '" d 'JI ~l ,J "". d • '" 'i" "" "" d 'I

fl11~lJ'i1~'lJUUQ ~U1~~'lJL'\1U~1t1lJ1Uf1m~ 91~1Jf11L'iHltl111JL'YIlf1'lJ3.31 ~~t11Jf1111Jf1~L'\1U~U

1~fl'lJ L,1U~ 1t11l1Uf1~1~b1'~b1'~tI ci~'lJ1ir 'l'liiu 1t1'lJ1t1~11 'i1b1'tI'lJf111'lJ1'\111tlci1~t'UU1~'lJ'lJtt~~
OJ' OJ

b1'~lLb1'1JtI(X = 3.27) tt~~iif1111J~~L,1U lU1~fl'lJL,1U~1t11l1Uf1m~~1b1'~tlci~'lJ1ir'l'l1'11'f1111J
• OJ

TI1f1ty tt~~ ~~ b1'11~'lJlh~ 1J1WL~tI f1111~mm~~I'1lU1t1ci1~t'\1m~ b1'1Jtt~~ b1'tI~f111tI~ n'lJfl11~ ~m~

Cx = 2.74)



70

(n= 160)

" "l\1UYlltJ

fJth~v~
n

(%)

n

(%)

n

(%)

n

(%)

n

(%)

x S.D.

(20.0) (63.1) (13.8) (2.5)

42 73 34

(26.3) (45.6) (21.3)

(45.0) (41.9) (8.1)

51 65 26

(31.9) (40.6) (16.3)

(23.1) (57.5) (15.0)

(20.6) (54.4) (20.0)

A QI .d. 0..0, 91
1. 'U'JEl'VllJmH)l'Jfl1l'U'U'I1'Ufll'W

f11nl1fl1 \heJ(h'l~eJl~eJ'I

2. 'U~11'VliJ~flfl11lJI;l1lJ1'Jtl1'U

f11'JtJi''U1:1flJi''U'Vl'UM~lfl':i1,

3. 'U~11'Vlih)~'J1f11'Jl1J~tlJl~'U 1~
'\leJ'1'Jl(J 1#1eJVN~ eJl~ eJ'I

4. 'U~l1'Vll;lllJ1'Jtl i~'U lmJ1(Jfm

'U~'Hl'J Ji''U'Vl'U~~lt1J'Uil1J~(J,
i'Uf11'J I;l~NmllJi~ltJ~(J'U

'VlNf11'Jll,j'l.,J'U

5. 'U~l1'Vlljflui~'1'UtJ'J~mtu

. "ll'U'UlJ'Il'U'Ufl1:1 '11'U,

(Performance Based

Budgeting) i'UflUihn'U ll1:1~

tJ'J~liJ'Ufl1:1 f11'JH~l(J'I'U

tJ'J~lJ1tu

6. 'U~11'Vl'\ltl'lvi1'UMm1mhfttlJ

n'U f11'J~ 'J11JI;ltl'Ull 1:1~tJ'J~ liJ'U

fl1:1f11'J I;lrl'lfltuth i~ ~iltl~'U, ..• ,
'.d ,0::" cd d.d.'

flll\! 1:1{f'\ltl'lfl11lJflfll'Yi'U'VllJ~eJ

i11J~(Jf11'J'U~'Hl'J f11'J l~'Ull1:1~

32

4

(2.5)

5

(3.1)

9

(5.6)

2

(1.3)

101

72

37

33

22

67

92

87

4

13

24

32

(0.6)

7

(4.4)

3

(1. 9)

9

(5.6)

5

(3.1)

8

(5.0)

3.99 0.705

3.01 0.869

3.39 0.761

3.16 0.955

3.04 0.747

2.91 0.775

3.25

d "l'Yi'Ufl1(J

lJ1fl

d "l'Yi'Ufl1(J

tJ1'Ufl1:11'1

d "l'Yi'Ufl1(J

tJl'Ufli:11'1

d "l'Yi'Ufl1(J

tJ1'Ufli:11'1
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~lfW\l'jl~~ 4.8 'Wll'llf)~lJ~';ltlci1~ljm1lJ~~L~U~'BiJ ~<ijtlfll'j1J~'\11'jfll'j L~t.Hm~.
'jJ 'I ~ •.• ''I •.• d 'jJ " I di at. d , •.• i at .q

~U'VlU bUml~lJ~~1JU'Bti bU'j~~1JL'\1U~1t1lJ1Uf)m.:.JCJ$~lJfI1L1HW'jllJL'Vl1f)1J3.25 b~tllJ'fIl1lJ'fI~....
L~U1U 'j~~1JL~mllt1U1U fm1.:.J~~~~'Bci~1J~I1'VlljeJ~'j 1fll'j L~~UH~1J1~'\J'B~'j1tll ~'Bci1~~'BL~'B~<u q <u U

(x = 3.39) LL~~lj'fll1lJ~~L~ulu'j~~1JL~U~1t1U1Uf)m.:.J~1~~'B~~1J~I1'Vl'\J'B.:.J'Vhul,r'fll1lJb11flqJ

••• n l.q 'jJ' 'I 'jJ'jJ"l 'jJ -
f)1Jfll'jml~~'B1JLL~~lJ'j~LlJUN~fll'j~'j1.:.J~ru'fl1 A'\1fjfl'B'11U(x = 2.91)

1~tI~':i1J~1f)~1'j1.:.J~4.2-4.8 'W1Ji1m1lJ~~L~ULQ~tI'\J'B.:.Jf)~lJA1'Bci1.:.J~lj~'BiJ~<Otli~tI..
'jllJ~ri~N~~'Bm1lJ~1lJ1'jfllu fll'j LL'Ii~'IlU'\J'B~1J~I1'Vlf)WUU l'Vltl ~ln~ (lJ'\119fU) luml~

iJ~~uu 'Bcilu'j~~1JU1Uf)m.:.J '\11m~~1J~v.:.JhjU111~~.:.JLL~~.:.J'j1tl~~LBtI~lu~1'j1~~4.9...
~1'j1~~ 4.9 m1lJ~~L~U'\J'B.:.J'W,rm1U'j~~1J1J~'\11'j~-htl'lh~~lj~'BU~<ijtl~1~'1 Yiri~N~~'B'fIl1lJ

~llJ1'jfllUfll'j LL'Ii.:.J'IlU'\J'B.:.J1J~I1'Vlf)WUU 1'Vltl ~lfl~ (lJ'\11'15U)luml~u~~uU

~lLLUmtJu 'ntlu ~<Otl

(n = 160)

, 9J Q.I ~

fll'j lJ.:.JLUU 'Vl'j'WtIlm lJUEJtI..
o '"fll'jU1'B.:.J'fIm

'fIl1lJ ~~ L~u~lj ~'BiJ~<Otl~ri ~N~~'BmllJ ~llJ 1'jfI

lufll'jLL.u.:.J'Ilu

X

3.57

3.31

3.28

3.25

3.23

3.04

3.03

3.24

S.D.

0.51

0.48

0.65

0.58

0.49

0.59

0.73

lJ1f)

U1Uf)m~

U1Uf)m.:.J

U1Uf)m.:.J

lhuf)m~

U1Uf)m~

U1Uf)m.:.J

UTWf)m~

~1f)~1'j1.:.J~4.9 LtJUfll'j~'j um'W'jllJL~tlln1J'j~~1Jm1lJ~~L~U '\J'B~f)~lJ~1'Bci1~~'B... "
iJ~<ijtlYiri~N~~'B'fIl1lJ~1lJ1'jfllufll'j LL'Ii.:.J'IlU'\J'B~'B~'flm1~tlfll'j'W1'fll1lJ~~Li1U'V1~'\1lJ~7 iJ~<Otl

lJ1U'j ~lJl~'illJflU <Vb 1111~f11LQ~tI'jllJL'Vhfl1J3.24 ~.:.Jf11LQ~tI~~f)~11~f)'BcilU'1h~'j~~1J'fIl1lJ..
"" d d 'jJ n I dl n I III 'jJ. 'I ~ •.••.••.• "" !I ' d
'fI~L'\1U "L'\1U~1t1u1Uf)mr ~~~'jlJN~ A~11 AUml~lJ~~1Ju'Wum1U'j~~1J1J'j'\11'jH1tl9f1~L'\1U..
fllt1U1U f)m.:.J~'BiJ~<Otl~ri~N~~'B'fIl1lJ~1lJ1'j fllu fll'j LL'Ii~<iJu'\J'B.:.J'B.:.Jf1m
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(n= 160)

'lUll'll 'lun"lu '1Ull"lU.r,W

111 ~ltl (Jdl~1)~

(JUlf1~

m.l111ril11:::
S.D. 1~1i1f1~u1ux

nnnn

d

I11U

n

d "111'\Hl1tl

U(h~1)~
(Leadership)

(%) (%) ('Yo) (%) (%)

(34.4) (41.3) (22.5) (1.3)

55 66 36 2

(0.6)

4.08 0.821 d "lll'UfllV

1J1f)

(24.4) (43.8) (23.1) (6.3)

(13.1) (53.1) (28.1) (3.8)

(19.4) (53.1) (23.1) (2.5)

1J1f)

lJ1f)

lJ1f)

d "lll'UfllV

d "lll'UfllV

d "lll'UfllV

d "lll'UfllV

3.77 0.899

3.86 0.823

3.72 0.810

3.81 0.9594

5

(3.1)

(2.5)

3

0.9)

3

(1.9)

7

6

4

10

45

36

37

37

84

85

70

85

(52.5) (22.5) (4.4)

39

31

21

28
(17.5

,
-. IV d, QJ cv .::t

2. 'lJ'nl'VllJf11~'\lfW''l'V1:IJ'lTIHl1f)

~lV~l'l "l (cross function) ~

j;'fllJ1~T.11h::;j;'fTIH1'\.n::;llil'l

rhv
3. 'lJ~,r'Vl~fm~fliN'lJ'lh~lJ1tu

,,~ "
I'Wrlnl'lI'1l'U1U~::;j;'f~1'li111::;

H''\11U'lJ'lJ-vllJ'l1'U1'U'Vlm::;fl'lJ~ .
4. 'lJ~,r'VlMmllJl:hflt1Jf1'lJfm

~fli'l-vllJ'll'U 1'U~::;fl'lJ115,r~

f11~~~e11'Ul'\ll~lJ 1'Uf11~

~flff'U''\lflll-U'Uf11~~l'U~l'l "l

(self - managing team)

5. 'lJ~,r'VlMfll1lJi:i1flty''Uf11~

1.o:::i -. d dd. 1

fill 'iA~ V'\HI'lfll1lJflfllll'U'VllJ~tl

t1'\l~Vf)n'\11tl'lrlm

3.85 d "lll'UfllV

lJ1f)

'illfWll'n~~ 4.1 0 'W'lJilf1~lJ~'l"urh~ii'fnllJ~~Ll1'W~t)iJ 'il~t1f1Tn.hu~f1'm~fll~'l11~il

19J '" d 1 '" '" d 9J .J d, d , '" 1 d '" d'il~ mf1~'\J'W 'Wt)'WlfWleJtll'W)~~'lJL'l1'W~1t1l.Jlf19f~lJfllL'iHW)1lJL'VI1f1'lJ3.85 IfltllJfl11lJfl~m'W~

1'W)~~'lJ Ll1'Wf1'1t1l.Jlf1bY~bY~t)~~'lJ1I1' 'VIhl''fnllJ"hfl' UJf)'lJfil) bY!1~fll1~ ~ill~ LU'WYilJ~1'W
'U q cu U 'U. , "

(X = 4.08) U~~iifl11lJ~~Ll1'W 1'W)~~'lJLl1'Wf1'1t1lJlf1~ht!~t)QYi'lJ1I1''VI1'11'fl11lJfflfl'qJtl'lJfil)~~~~
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.yjlJ'nu1u'j~f1'lJ1Ja.u~fI1'j~ne'hul1J~~lJhHn'j~~i1u11Jfll~UUfl1'jf1'lU~1-:j"l(self-managing

tcam) (X = 3.72)

(n= 160)

" "111'\.l'fl1tJ

tlVHV~ "'fl1tJ

lUll'll '1Ull1'\.l '1Ull1'\.lr1'ltJ

1'il r1'ltJ tlVl~V~ x

~ " dfl11Ufl'fll1-1'\.lYl

fl1'fltr'l~il'il~

S,D. hrlil'fl~'\.l1'\.l

n n n n n
tl'\.llf1f1

(%) (%) (%) (%) (%)

(32.5) (55.6) (11.3)

1. 'U~1l'V1Mrl1i1'U~1ffV'llfnrl

= _'i •• ""fIl':lfHI/LlJ1i1lJ10 1~\1f)flll;J

Ull::;li1111::;1;1'lIfl1li1;1'fill::;

52 89 18

(0.6)

4.19 0.678

ffl'Uil111'Uf)mhi1'U~ (18.1) (55.0) (21.3) (5.0)

1 ffollfl'l1'lim n l1Ull::;l il1i1lJ1 0

" . "'ln~ 111l1lf11':Iil ~;J ~'U

2. 'U~ll'V1lil~ 11lf111;1'Mvh'UlJ 29 88 34 8

(0.6)

3.85 0.795

(30.6) (48.8) (19.4)

44 78 35

(27.5) (48.8) (21.9) (0.6)

cl "li1'U~104.01 0.797

3.84 0.836

4.08 0.7812

(1.3)

2

(1.3)

2

(1.3)

317849

33 79 40 6
(20.6) (49.4) (25.0) (3.8)

3. 'U~ll'V1mffollfl'l1'/fmnl1 Ull~

_'i ~1""9 "'''lU1i1lJ1mlJ'U'V1l~lll1Ull::;':I'U~

~1l;j'Uf1mm'V1f)~10..
4. Uf-l'U;J1'U1'U'U~1l'V1lJf11111

ff:lJl1'U-6 f11':ll~1l1l1o;Jn'U

lilli1lJ10~f) ;J'U~il'V1

5. 1ffollfl'l1'/fmnl1Ull::;lil1i1lJ10

~ll;j'U~ll'V1lJ ffl'U'I510i'lf m':l

fl1l l!'U 1i':In 11th::; 1;1''Uf1l111.
o cl

1;1'll':ll1

6. 'U~1l'V11'lff1l111ri1fll:\J n'Uf11':l

91 ,,~ , Q.l

1;1'':I1;Jf)1lO'V11il'Vlllf)n U~;j~'U,

66 77 14

(41.3) (48.1) (8.8)

2

(1.3) (0.6)

4.28 0.728 cl "li1'U~10

lJ1f)'¥i1;1'~.
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.
~111~Yi4.11 (~'el)

(n= 160)

" "Il1'UWltJ

tJdl~iJ~

"1l1'U

~1(J

iUll11 iU1l1'U iUlli'U~1(J
11l ~1(J mi1~u~ x

"'" d d
fI111Jfl~Il1'UYl

fl1~l1')~illl~

S.D. 1,""tfi~~'U1'U

30 72 44 8

(18.8) (45.0) (27.5) (5.0)

15. 'IJ~\r'l'l}jf)Wtli''IJtllUll'~ft\.1

QI ~ 'j/ ~

'IJty'l51LlJ'UU'U1'a 1'IJ1'1'ltl'U M

16. 'IJ~1l'l'li,rf11111thft'tyn'IJf11'a

n

(%)

46

n

(%)

73

n

(%)

37

n

(%)

3

n

(%)

6

(3.8)

3.70 0.957

4.00 0.809

tJ'U lfl\l1

lJ1f)

d ~
L'I'l'U~1U

(28.8) (45.6) (23.1) (1.9) (0.6) lJ1f)

(21.3) (50.6) (19.4) (7.5)

17. 'IJ~ll'l'l'lltl~'l'il'UYilf11'HViU'IJ

1~111l~uf1'l'U'IJ ~'I'l1'aMtl f11'a

i'U~l'U~l~ '1 n'IJ~~Lll'ULili'i
"

(benchmarking)

1.c:::I .<::lo d ~d t

film 1:1U'll tl ~'i'l1111'i'1~ L'I'l'U'tumtl

1111~ Uf11'a1 HUf-l'UL;5 ~f) 1:1q'l'l-fi

34 81 31 12 2

(1.3 )

3.83 0.892

3.91

lJ1f)

lJ1f)

\11f)~111~~4.11 'V'l'U'hmitJ~1'el~1~iimltJ~~tl1'U~'eltl\1~t1m111~Ul'ltH';~mW'Vl1i~
q q

"'. 19J.Q el '9 cv d 'jJ .& do 1 d 1 CV cr d

fll~tll~11\1~ mf)~'\I'Ul'U'el'Ulfl~'elQb'U1:t:~'Uttl'U~1t1tJlf)G)f~tJfl1t'i:nW',jltJt'Vllf)'U3.91 b~t1tJ

fll1tJ~~ tl1'Ul'U',j~~'Utl1'U~lt1tJ1f)b1'~b1'~'el~~'U111'Vli t{f\1t1'U~1ffm1flU/m',jnMillt1tJ1t1 it{ tl f)~'el~
'U q 'U <u

91 'OJ d <Clodl ",d'jl
u~~mm~b1'tJ~ltJb1'ml~tn~~'eltJm',jtt~wu'U(x = 4.19) U~~tJfll1tJfl~m'U 'U',j~~'Uttl'U~lt1tJ1f)

~1~~tl~~l'il'Uiiril'U~ltJl'Um',jf\1t1'U~f)~~'Vl1il,ril'U'U1rr'Vl (x = 3.68)
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(n= 160)

d "IIIU<;iltJ

UdHt)~

d
111U

"<;JltJ

'him! 'hitl1u 'hitl1U~ltJ

i\1 ~ltJ mi1~t)~ x

A " df111UfI<;J111Ul1

fI1<;Jl1'h11\1::;

S.D. il1'ln<;J4'uiu
n

(%)

n

(%)

n

(%)

n

(%)

n

(%)

1. 'lJ~l1'V1Ml'I1uJtilt1t:lJn'lJnr:i

fjJ QJ 0' d ~
iY~l.:lfl1'VW nllT,U/~~lVVi il

(brand)

67 73 13

(41.9) (45.6) (8.1)

5

0.1)

2

(1.3)

4.24 0.828
d gI

lVi'Ufl1V

:ill nYi iYfl.
.

""'" QI Q.I A CjJ ""'"

2. 'lJ:ill'V1~.:l:ilfl1iY'UfI1/'lJ:im:i

'1 gI , ~ .d
flilVl.:llVi :iIl~iYm1J'U'I'1

25 99 30 4

(15.6) (61.9) (18.8) (2.5)

2

(1.3)

3.88 0.739
d gI

lVi'Ufl1 V

:iIln

38 83 31 6

(23.8) (51.9) (19.4) 0.8)

(26.9) (46.9) (20.6) (4.4)

3. tI~1Jl'l~Ut)~ff!l~,fel~'Vll~flTi
Q/o ,.ok 'jI

llfl1l1Vi'U lV9i.:l1:1nfl1 iYl:ill:iil
'"

gI"~gI ~ ~gI
l~lil.:liY'UfI1111:1~'lJ:im:i Ifl

tl rh.:l iY ~ f)'.!f)

4. 'lJ~11'V1~nnrllVi'Ufl:ill~:i'11'U

, ""'" 'jJ .-
m~iY·nJtl'lJiY'UfI1/mm~ 111:1~

iYl:Ul:i mJ fi,j~~l:U:Ul~~~p 'U

'1f1'ilVl.:l iYil flt1J;\'tl.:l~tll-dtl.:l

5. 'lJ~1J'I'1~mni'lliY~:um:i~lV

43

51

75

74

33

25

7

6

2

(1.3)

2

(1.3)

4

3.93 0.833

3.94 0.874

4.01 0.925

:iIln

:iIln

(31.9) (46.3) (15.6) (3.8) (2.5) :iIln

(31.3) (45.0) (20.6) (1.9)

••. -~ '1g1~,,,
il.:ln1:1:UI1JlVi:illV fll1J'UtlVHfl.

6. 'lJ~11'V1M'l11:i~'lJ'lJ'lJ~Vin

QJ 'jJ Q/ Q/ "

llflm~ ~ nt11iYHVI'U1i

(Customer Relationship

Management, CRM) :ill 115'
7. 'lJ~11'V1'hft111:utilt1t:lJn'lJm~

50

63

72

68

33

25

3

3

2

(1.3)

4.03 0.842

4.18 0.808

:iIln

d gI
lVi'Ufl1V

(39.4) (42.5) (15.6) (1.9) (0.6) :iIln
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,
'" ,

~111-:i'Vl4.12 (~eJ)

(0= 160)

" "1l1'U~1(J
1I'iJ~t1fl1'Hj'mr'UMfi'lu1;"l~~Hn~ lldl~V~

q "

"1f1'U

"~1(J

iumJ iUIl1'U iUIl1'U~1(J
1il ~1(J llcil~V~ x

fl1~f1'1~11il~

S.D. h1'lil~~'U1'U
n

(%)

n

(%)

n

(%)

n

(%)

n

(%)

(31.9) (41.9) (20.0) (3.8)

<I !:II OJ QJ rI
t!'UtI~f)fI1j,nJ'Vl'U1i(call center)

9. f)n~n)'lJtl'Ut)~f\11lJ~t)~fl1~

'Ilt)~1;"1f)fi'l'1lM'lJ~,r'Ylt) rii'U
" "

58
(36.3)

51

77 19 3

(48.1) (11.9) (1.9)

67 32 6

3

(1. 9)

4

(2.5)

4.15 0.841

3.97 0.948

lJ1f)

lJ1f)

'JJ 'JJ
tl'Ut)~f\11lJ~t)~fl1~'Il5~~f)fI1 (31.3) (41.9) (18.1) (5.6)

(29.4) (48.8) (17.5) (3.8)

(15.0) (55.0) (25.6) (3.8)

0'",,,,
l1Yi:\l,'''fI'Yl~

10. 'lJ~,r'YltlllJ1~t1fl1~~t)'lJ

'1 !:II , d QJ rI

~t) t11'1~1~lnU1;"I~'Yl'Ufl1~U!

11. 'lJ~,r'Yl'llM'Vil'Ui,rf\11lJ

j,i1ti'T:!!f1'lJf)n~~1'iJtlt)'lJU1;"I~

,.h ~lii'Ufl1;"lfl1~ tlf 1'1fl U!th
q

i,r unfi'l
"

12. 1J~1Tl1~l1Jl~t1tl~tl'lJ«~

lh~~lli111;"1~mllJt1~ i'\1li "l

,.J. .oQ, d .d..d.'

flll1HW'Il t).:jf\11lJf\~m 'U'YllJ~t)

1I'iJ~t1f)nli~l,r'U 1;"1f)fi'lU1;"I~~1;"Il~
q "

50

47

24

67

78

88

29

28

41

9

6

6

5

(3.1)

(0.6)

(0.6)

3.92 1.00

4.03 0.824

3.80 0.759

4.01

lJ1f)

lJ1f)

d 'JJ
l'\1'U~1U

lJ1f)

lJ1f)

'il1fl~ 11 1-:i~ 4.12 'V'l'Ui1fl<llJ ~ 1eJ ri1-:iiifl11lJ~~ bl1'W~ eJ11 'il~(J1i -:ibU'W" fl~lU"~ ~m~~
q q "

Q.." 'I ~"" & 'I ''I Q..' Q ~ dI "', d • Q..' '1 '"
m~'Vl1-:i11'il~ ~mfl~'IJ'W L'WeJ'W1fl~eJ(J!'W1~~'Ub'Vl'W~1(J1J1fl CU-:ilJfl1b'iWm1lJb'Vllfl'U 4.01 ~~(JlJ

"
fl11lJ~~ bl1'W1'W1 ~~ 'Ubl1'W~1(JlJ 1fl'(,1'-:i'(,1'~eJri~'U~ lJ'Vll 11'm1lJff1fl UJfl'U fll1 ~ eJ'U'(,1''WeJ-:ifl11lJ ~ eJ-:ifll1

'U q 'U U

'lJeJ-:i~fl~l (X = 4.18) U,,~iifl11lJ~ml1'W 1'W1~~'Ubl1'W~1(J1J1fl~1f!~eJ~~'U~11'Vl'(,1'11J11t1~~~'W~-:i

1.h~~El~U"~m1lJ~~1'Vl1i "l ~1-:ifl'Um1lJ~eJ-:ifll1'IJeJ-:i~fl~1 (X = 3.80)
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(n= 160)

iliml ililiiu ililiiu~ltJ

III ~ltJ ll1h~1h

" ~Il1UriltJ

ll1h~ti~

n

"Il1U
~
riltJ

n n n n

x S.D.

""" d ",;:
fllllJflrill1Ul1

f11rir11~11\l::;

I~Ii1ri~UIU

llUlflVl
(%) (%) (%) (%) (%)

(38.1) (46.9) (13.1) (1.9)

1. 'IJ~,r 'Vliitll 'j 'l.H'1mJ ~ rJ'u

L'Vlfl[.Uli:"!Vtll'jtl'UL'Vlfl (IT)

~1'lfl'U tll'jf11L'W'U -l1'UIff

61 75 21 3 4.21 0.739 oj "m'U~1V

(36.3) (48.8) (12.5) (1.9

1Jlf)

1Jlf)

oj "L'\1'U~1V

4.17 0.773

4.46 0.603

4.18 0.768

(0.6)

(0.6)

3

5

(3.1)

9

15

20

83

78

68

58

83

56

(51.9) (42.5) (5.6)

'I'l'Utll1veJ Ul-l tl:ihLj,HJeJ

2. 'IJ~,r'Vl~M~-l'VI1L'Vlfll'U ll:lV

tll'jtl'UL'Vlfl (IT) l'Ufmf11L'W'U

~'jfi'\JeJOl-l1Jlf)

3. 'j:::'IJ'lJL'Vlfll'U hVtlUtl'UL'Vlfl

't1l-ll'U~i:"!eJ~ni:"!l

5. 'IJ~,r'Vllfffl""n1Jj,iltltytl'IJtll'j 33 90 31 4 2 3.93 0.781

(20.6) (56.3) (19.4) (2.5) (1.3) 1Jlf)

,.J _ d d.d.'
film i:"!V'\IeJ-lfl1l:lJfI~m'U'VlmH)

i:l'\J~Vf)l'j")~ lLml:::'l'l Ui:"!:::

4.19 d "m'U~1V

1Jlf)

'illfl~Tn~~ 4.13 'V'l'lyhflri'1Jii'1tl~1'lijf\11'1J~flLll'W~t)'iJ'il~t1fl111f1 1Lf\11~,1 u,,~
q

~fI fl11 f\11'1J~~f\ lfl '\11'1il 'il~1,.rLflfl ~ 'W1'Wtl'Wlf\ ~ tl ~1'W1~f1'lJLll'W~1t1'1J1fl ~'1ijfi lLQ~tI'J 1lJ rviltl'lJ~ ~

4.19 1f1t1ijmllJ~flLll'W 1'W1~f1'lJL,1'W~1t1lJlflrr '1rrfltl~~'lJ1'l1'VHt!'Wfl11 1i'1~'lJ'lJ IT L~tl fl11 L~t1'W~
q, q 'U cu
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u~~ri'l~llbYlj,j'mJ~ ~~BtJj1Jj~1J1J11imjV\1'11'U1I~B~Hlm Cx = 4.18) u~d'ifnl'lJflfl~l1'U
"

l'U j ~fl1J~11'U111£J1J1fl~ lbYfIB~~1J1l1fll ,rfll1'lJ fflf1 UJfl1Jmj fll1Jfl 'lJIII mfl ~B'1:UBfll'1 bYG~
q CU U III

(x = 3.93)

mjl'1~ 4.14 filb'Q~£J'UB'Iml'lJflfl~l1'U~n~BlI 'iJ ~£Jmjl-i'l~t!'Ufl'r'Vi£J1m'lJ'UlJ6'UB'Im;'lJ ~lB~l'1~...
'j)

fllf1'1"Y'1'111'iJ~ ~nfl~'U1'UB'Ulflll

(n= 160)

.. "I11tl1111J

ihl'oof11'nJ'IlU'UVlf'VtOlf1':i1J'UllO Ucil~U~, .
.•

lr1tl '1UllU '1ullitl '1U!litl~l1J

111 ~l1J Ucil~U~ x S.D.
fIl"r11~r,h~~

h1'1i1"~tl'tl
n n n n n

(%) (%) (%) (%) (%)

(18.1) (48.8) (28.1) (3.1)

~ QJ .::SQ../ d'

1. 'lJ'jllVl1Jl~'U1i'.i':i1Jtl'lflf1':i

(u 'lJ'lJUr-l'UfI111JU'j ~'Vttl~'1Jtl'l

'lJ~'llVllf1o'jl1J) ltl'U~otl1Jf'lJ

UO~l,j'l''\JVlf1rho.

29 78 45 5 3

(1.9)

3.78 0.844

lJ1f1

(23.8) (48.8) (22.5) (3.8)

1Jlf1

oj 'j)

l'Yi'Ufll03.99 0.839

3.90 0.8482

(1.3)

2

(1.3)

3

6

36

36

73

7838

46
(28.8) (45.6) (22.5) (1.9)

2. 'lJ~'llVliil~'U1i'.i':i1J'1Jtl'lf11'j

'thn'U~l1J r1'Ultl'Uii1J

(26.3) (51.3) (17.5) (3.8)
o ,. ~

f11'jVlNl'Utl Ol'llltll'U tl'l

iX:UlliX1Jtl

5. 'lJ~'llVl'lffll11Jrlltltyr1'lJ

42

61

82

73

28

20

6

5

2

(1.3)

3.98 0.839

4.18 0.813

lJ1f1

(38.1) (45.6) (12.5) (3.1) (0.6) lJ1f1

'j) 'j)

f1111JlItl'lf11'j'1Jtl'lof1f11
"

6. 'Ui17Vl'~fI111Jrlltltyr1'lJf11'j
~ d. 'j/

iX'jN'lJ'.i':iOlf11ft l'Vttlf1':i~lI'U.
47 78 24 9

(29.4) (48.8) (15.0) (5.6)

2

(1.3)

3.99 0.887

lJ1f1

"t11'l1'U
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·d •

~l'n:j'Vl4.14 (~tl)

(n= 160)

" "I11'UWlI'J
ihHlfJf\1:ili':ml''U'I'1-r'VtfJlmlJ'UlJ6 lldl~tJ~, ,

"l'\1'U

"~ltJ

'himl 1udhJ 1UI~'U.rltJ

111 .rltJ lldl~tJ~ x S.D.

"'" d ~fl11lJf1~1l1'U11

f1l~l1'kil\J~

'M'lfi~~'U''U

'jJ Q) Q.I .I
bYH~\'l11lJbYlJ'Vt'U1llHl~f111lJ (21.3) (46.3) (28.1) (2.5)

bYl:iJfli'h~ViiNfhfJ

8. lhwM-rUfi1~tJUll'l'1'U~

n

(%)

34

43

n

(%)

74

87

n

(%)

45

20

n

(%)

4

8

n

(%)

3

(1.9)

2

3.83 0.858

4.01 0.843

ll'Ulf1~

lJ1f1

(22.5) (48.8) (20.0) (7.5)

(26.9) (54.4) (12.5) (5.0)

(29.4) (40.6) (18.1) (8.1)

(25.6) (43.1) (17.5) (7.5)

(27.5) (53.1) (17.5) (1.3)

(16.9) (55.6) (23.1) (3.8)

l'YilJ1~bYlJUi:l~li:l'U1lnlJi'U

f\1:i'llfi,j~~l'W

9. U~ll'l'1l;,'UiJfm'll-r1Jl'll~fJ'U

:i'llUU1If1WiHillf1Wth~l'U'" •.
,,; i'li 'li '"

l'VttJ VibYtJf1f1i:!tJ~f1U
<I

bY.fl11f\1:iW

10. U~1l'l'1iJf\1:i11~UYl'UUi:l~

nlVi'Uf11tJf\1bYti'11ml'li'U

f\1:ilh~l'U~M'Vttr f1~1'UtJrh~

if111l'U (career path)

11. U~ll'l'1iJ:i~UUf\1:i~lfJYli:!
.J 'li

~ tJUU'l'1'U'I'1l'U'UYli:!~l'U

(learning organization)

13. U~ll'l'1iJf11:ii,r,jl1bYWU'tJlJi:!•.
,c", Q) 'jJ do

~tJ~U:ilJ'I'11ta~~tJlJi:!lf1fJ1•.
tlUYli:!f11:i'llfi,j~'ll'U~tJ ~

vil'UUi:!~'Vttrf1~1'Uhm i:!1~

36

41

47

44

27

78

69

65

85

89

32

28

29

28

37

12

12

13

2

6

(1.3)

2

(1.3)

10

(6.3)

6

(3.8)

(0.6)

(0.6)

3.84 0.903

3.74 1.112

3.84 l.057

4.06 0.746

3.84 0.765

lJ1f1

lJ1f1

lJ1f1

lJ1f1

lJ1f1

lJ1f1
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.
'" .~Tn~'V1 4.14 (~tJ)

(n= 160)

1l1U.I''"W

lJ'\l~vfl1J~'mr'W'Vl~'Vtvlf)'nJ'Wllv nVl-l(j-l, , "~1tJ

'hhl'\l 1lid~u 1lin'1u.I'1eJ
, ~ vi'1tJ nVl-lt)-l x

~ " rl
mllJfI~ll1Ul1

f\l~ l1') -liVi) ~

S.D. 1l1'lfi~~u'u
n n n n n

nUlfl.,

(%) (%) (%) (%) (%)

(22.5) (46.3) (26.3) (3.1)

(21.3) (68.8) (9.4) lJlf)

)J1f)

3.86 0.843

4.11 0.567

5

(0.6)

15

4274

11034

36

14. 'IJ~,r'Vli~~flffn.:j'IJlh~)J1Tlt

"1 'li .d w ~I
11 l'Vt tJ fl1J'VtI'.ll'W1Ui:l~Hf)

tJm~'VtUf).:jl'W

15. 'IJ~,rll'hfmllJ1:hfttl!11'IJfl1J

~J1'\lfftJ'IJ Ui:l~lh~liJW.ji:l

f)m~V'W r~tJ .:j'VtUf).:jl'W1'14
<u

(25.6) (45.6) (20.6) (4.4)

0'

tj.:jflm

16. 'IJ~,r'Vl'l1fmlmhfttyr1'IJfl1J

~J1'\lfftJ'IJ Ui:l~'lh~liJ'Wr~i:l

flU ffr l.:jfl Tltl'i1l,x'VtU f).:jl'W,

41 73 33 7 6

(3.8)

3.85 0.979

)J1f)

'..::;:I =. d .d..d t

flll\! i:lV~tJ.:jfl1l~flflm'W'VllJ~tJ

lJ '\l~Vf)Uli .:jlU'W'Vl~'VtVlm lJ'WlJV, ,

3.93

~lf)

'il1f)~Tn3~ 4.14 'W'Ul1mi1J~,JtJ~h~tifr:n1J~~b,1'U~tJlh.utlm'.iti'mr'U'V1~'Wl'J1m..
d'd QJ' G} 3J L:::l & ,Gt Q.J d 3J ~ dId , QJ

1J'U}W'V1fl1~'I1'l~11'il~ lmf)~"U'U1'UtJ'U1fl~tJtll'U '.i~~'Ub'l1'U~1t11J1f)G})~1Jfl1b'iH'ltI'.il1Jb'Vllf)'U 3.93
• OJ

1~t1tifll11J~ ~ b,1'U1'U'.i~~'Ub,1'U~ lt11J1f)~~~~ mj~'U 111'V11li'fll11J -ff1f1ill tl'Ul\PlJ'U1]'.i'.i1JtJ~~m ~ bt! 'U<u q <u u

'li 'li - '" '" Q 'I '" Q
fJwm'Wbb(l~m'.i~tJ'U~'UtJ~fll11J~tJ~m'.i"UtJ~~f)fl1 (x = 4.18) bb(l~1Jm11Jfl~b'l1'Ul'U'.i~~'Um'U

~llJ1J1f)~Ti:'Y~tJ~~'U1}J'V1tim'.i 11~bbv-l'Ubb(l~n1'11'U~ltJm~n11'11t! 11'Um'.i~l~l'U "UtJ~'Wt!f)~1'Umh~
• <u

ci5~b'il'U(career path) (X = 3.74)
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~l'n~~ 4.15 filtll. ~tl'lJfJ'Hl11'1J~~tlh"\~n~fJtlll ~tlf11'J~~f11'Hl'J:;;'lJl'Wf11'J'lJfJ~f1c1'1J~lmh~~.
"f11~'\''l'r~111l:;;tfi~ ~'W1'WfJ'Wlf1~

(n= 160)

d "muwltJ
!lril~V~

llimi llill1u llill1u~,ltJ
1\l ~1tJ !lril~v~ x

""" d .d
f111lJflllmUl1

fI1ll wiril \l:;:

S,D, 1,rlnll~u1u

(28,8) (46.9) (18.8) (5.6)

1. 1J~1J'\'IiJfh1:1.:lfll'Jf1UfI/nUl.:l

i'I'UViI'¥iv.:l'Viufielfmflel1J

1.1'Uel'1i'111lJ~el'Ifll'J~el'lfl a lfl

n

(%)

46

n

(%)

75

n

('Yo)

30

n

('Yo)

9

n

(%)

3.99 0.839

lJlfl

2, 1J~1J'I'l'U1l'V1i'11'Ula'1hmf1ufI/

1J~fll'J~'l1'U 1.111VlJlit}'U fll'J

" =.aflfl'U'\'I'Ufll'Jf1aflU VI1.1lJel, ..
3. 1J~1J'\'IMi'I11lJ1:f1fltytl1Jfll'J

1.1fl'li'l11lJ iYlJl1'Ulh~'Yl11'l
91 cv ~ ~GJ 0 ttl~1V1f1tlfl1Jll1;1~f;j~fl~1'Yl'U1V

(suppliers and distributors)
d. 91.1 ~

l'ViU1.1'Jl'l1.1'J'Ji'I'J~1J1Jfll'Jf1afl

l!a ~fm \1fl~mti 1Vll1J1J'l1'U

l11;11'ViU~

53 70 28 9

(33,1) (43.8) (17.5) (5.6)

21 91 39 8

(13,1) (56.9) (24.4) (5.0) (0,6)

4,04 0.857

3,77 0.763

lJlfl

d "l'Yl'Ufl1 V

lJlfl

(31.3) (43.1) (16.9) (8.8)

35 74 35 14

(21.9) (46.3) (21.9) (8.8)

f1a f1afl~U'I1J~'l1'\'1iJi'li.Uill'Vi (39.4) (51.3) (8.1),

IU'U~VellJ~1J~el'lflalfllflV~1

, , ~
eWl'lflell'U eJ'IfIMfll1al

5. 1J~1J'\'I'M/llf i'l11lJ1:Y1flty tl1J

I'm ftflfi''U1rhlh ~ftlli'll1;1~

i'I11lJftfl imj '1 f1'l'Ufll'Jf1afl/

.". t t ~

fll'J1J'J fll'J elVl'lflUl'UU'I

6, f1aflJ1i.Utt1111;1~1J~fll'J~IU'U

50

63

69

82

27

13

14

2

(1.3)

2

(1.3)

3,97 0.914

3,79 0,927

4,29 0,667

d '"l'Yl'Ufl1V

lJlfl

d '"l'Yl'Ufl1V

lJlfl

d '"l'Yl'Ufl1V

1Jlf1Vi1.1fl,
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·~l'n~~ 4.15 (~eJ)

(n= 160)

'1l.i1l11 '1l.iI,1U '1l.iI,1u.h1

11) kw lJ~l~~~ x

~ " ~fl11lJf1.Hl1Ul'l

f11V1l1l~il1)~

S.D. 1M'lnV1~u1u
n n n n n

(%) (%) (%) (%) (%)

(35.0) (48.8) (13.1) (3.1)

7. 'lJ~,:r'Vl"r i'l11lJ 1:ilflt1jf1'lJf)1:i

i'fll'Ulllo:i:f)1:i1Jfmh ~~1'\.!,

56 78 21 5 4.16 0.765

lJ1f)

(36.9) (55.6) (6.3)

'f)'i\l.srYVl'eJ dN~tHUtJ ~,

8. 'lJ~,:r'Vlijf)WWllft~tl~iJtl 1'W

f)1:i,)~f)UftWfllVi tll-nI'lf'W,

59 89 10

(0.6) (0.6)

4.27 0.663

<I
tl~m1lJ (TQM), ISO, QCC

lJ11,r

9. vil'W'1~i''lJ~llO:i:I~V'Wfl'W
" "

47 94 19 4.18 0.620

(31.3) (50.0) (16.9) (1.3)

(26.3) (59.4) (12.5) (1.3) lJ1f)

lJ1f)

lJ1f)

4.12 0.721

4.01 0.789

4.09 0.699

(0.6)

2

227

20

80

95

50

42

45 76 34 5

(28.1) (47.5) (21.3) (3.0)

(29.4) (58.8) (11.9)
'jJ .d .c::,. cv

lJW1:i~1'W~TUflWfllVi'Vl'lJ:iEl'Vl
ti ,

o .1
f)1'\1'W~'IJ'W

10. 'lJ~,:r'Vlijf)1:inm'Wfl

lJ1l1:i~l'W'lJtJ~~l'Wi"hil'\1f'lJ

n'ilm:ilJ1:l1flt1j~N '1

11. 'lJ~,:r't1i:i'WlV'UlVlI:i1'il1.Ytl'lJ

f)1m~m:itldl~lllm:i:'lJ'lJ

llo:i:1.Yih!1.YlJtl

12. 'lJ~,:r't1"r i'l11lJ1:l1flt1jII0 :i:tA1

I'Vlft'Uft f)1:i1J:i:i:!i'i'Wll'lJ'lJ

(21.9) (49.4) (22.5) (3.8)

'l0VfllVi (Balanced

Scorecard, BSC) lJ1"r1'W

f)u1J:i:i:!i'i'Wf1o
__ QI do ••••• 'jJ ..d.

13. mll't1lJf)1:ifl~fl'W1.Y~

1J:i:i:~llillO:i:i'l11lJft~ 1mi '1

tltl f)lJ1tldl~~tlIUtl~

35 79 36 6 4

(2.5)

3.84 0.894 d "ll'i'Wfl1V

lJ1f)
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"" I

~111~Yl 4.15 (~tl)

(n= 160)

" y111'U1I1rJ

mh~ti~
"1l1'U il.imi il.id1'U il.id1'U~1rJ

111 ~1rJ ofh~ti~ x

~ d c::
mUJfllIll1'Ul'1

mv1l1i~ill1~

S.D. 1,rlnll~'U1'U

(15.0) (55.0) (24.4) (3.8)

(18.8) (52.5) (24.4) (2.5)

14. 'IJ~ll'Vlllffl1l1Jrilfityll1;1~

~fl i;ln ~'IJ'I.h~1J1T1U~eJfllJ

i~(I111;1~~I'll'\.neJriN

m1~¥1li;11fl

15. 'IJ~ll'Vllilfl1eJflli;lM

vn! fl.nU~ ffl'U ~11JhIfll J

" "';'.1 - "i;lJl~ i;lnfl i;l~1J';j~flll~111;1~

fl1l1Jtlflllt:U "l

,.d """ d .d;d'

fill ~ 1;1(I'lJeJ~fl1l1Jflflm'\.l'Vl1J¥1leJ

1111~(If11J~fl fllJm~'IJ1'\.l flU

n

(%)

24

30

n

(%)

88

84

n

(%)

39

39

n

(%)

6

4

n

(%)

3

(1. 9)

3

(1.9)

3.77 0.816

3.84 0.823

4.01

O'Ulfl91

1J1fl

G "llt'\.lfl1(1

1J1fl

1J1fl

\11fl~111~~ 4.15 'I"l1J'hmitJ~1tlcil~iJfl11tJ~fl b~'W~tl1J\1~t1011~flO11 m~1J1'WO11~.
f11fl111~11\1~l"rbflfl~'W 1'Wtl'Wlf1~tlcil 'W1~~1Jb~'W~1t1mfl ~~iJfh'Q ~m1tJb'Yiltl1J 4.01 1fltln

OJ

"" ~ 1 Q.I d r;I .d, 11( glQ.J fjJ .d. ~ <j) d
f111tJflflbl1'W 'W1~fl1Jbl1'Wfl1t1mflb! ~,,!fl tl~YlYl1'Wlfl11J~U~~ b1t1'W~ l'Wm~ 1j11'Wfll'WflW fll'l"lYl

1J1f1Ylfhl1'Wfl~'W (X = 4.18) u~~iJfl11tJ~flb~'W 1'W1~~1Jb~'W~1t1mfl~1,,!fltl~~1J1 ~Yll"rfl11tJ

o QJ Q.I 9J Q.I QI d' I r;I QI ~ CjJQ.J 0 I

bl'1f1ty fl1J011bl'11~f111tJbl'tJ'I"l'W1i1~1111~fj'lJlt11~ qfl1JU~~ fj \1fl\1111'Wlt1 (suppliers and

distributors) b~tl bl'! 1~bl'11fi')~ 1J1J011 Nil~u~~ 011 ~fl ~111t11t1U1J1J'l1'Wb1m'l"ltl~H~~1J1f1Yll"r

f111Ul,hrl' ty u~~ ~fl bl'11~1J1h~mw b~tl 0111 ~mm~~~'Wltl cil~ bl1tJl~bl'tJu~~ bl'tlfl f1fttl~ tl1Jfll1~

~mfl (X = 3.77)



85

\9'l111'l~ 4.16 fi1m~U'tleJ'Im1lJ~\9l!'\~hJ~iJ~eJl1 'i)tOUf)l11J1'H11f)l1 L1lHm~~'U'Vl'U 'tleJ'If1~lJ~leJ~l'lq q

. "
'¥i fIl\9l 'H1'111 'i)~Lfl\9l~'U1'UeJ'Ulfl\9'l

(n= 160)

luml lUIl1U lUIl1Uv\'lV
111 v\'lV lJ(h~()~

" "ImHI1V

lJ(h~()~

n

"~lV

n n n n

x

""'" d ..,,:
fI11lJfl~I11U'Vl

m~11"khil:::

S.D. hrlil~~u'u

lJUlflfl

(%) (%) (%) (%) (%)

(28.1) (39.4) (25.6) (5.6)

(44.4) (43.1) (12.5)

:JJlf1

4.32 0.686

3.88 0.9302

(1.3)

941

20

63

69

45

71
""" Q.J .d 0":::' ~

1. 'lJJlJYlmHH11J~ll'U'U'l1'U~1'U

f)1J'I'l1r11iHHh'l~ ell1iel'I

2. 'lJ~,rYlii~~m1lJU1:JJlJtli'U

f)1JlIf'lJ1:1~~'UYI'U'1f1'~1f111
q

:JJlf1

:JJlf1

3. 'lJ~,rYliie)~J1f)1Jl~~t)jl$l'lJ l~

'\Iel'lJ 1£1'1f1'elEi1'l~ell~el 'I

4. 'lJ~,rYlUllJl'W ii''U l£1'lJl£1f11J

'lJ~'Hn~'UYI'U~~llll'U1I~ 1l£1
q

46 72 38 4

(28.8) (45.0) (23.8) (2.5)

39 68 42 10

(24.4) (42.5) (26.3) (6.3) (0.6)

4.00 0.793

3.84 0.889

(20.6) (47.5) (28.1) (3.1) :JJlf)

i'U f)1J Uf1'lt11llJ '1f1'lll~£1'lJ

Y11'lf)1Jll'\i'l'll'U

5. 'lJ~,rYliif1ni,r'l'lJlIJ~:JJlt:U

. "ll'lJ'lJJJ'll'U'UHU'll'U

(Performance Based

Budgeting) i.'Uf111rho'lJ llU~

1I1~liJ'UHUf)l1 i.i'~l£1'l'lJ

111~:JJlt:U

6. 'lJ~,rYl'\lel'lvi1'Ul1fm1lJi:htit)j

33

31

76

70

45

42

5

15

(0.6)

2

3.84 0.805

3.71 0.929

ri'lJf)1'j~11~Uel'lJllU~1I1~liJ'U (19.4) (43.8) (26.3) (9.4)

HUf)l1 Ufl'lflt:Ul'l1 i.1frr~el1f'U
q "q

(1.3) :JJlf1

1.<:1 """ d .ctd.'
film" (f'\lel'lmllJfI~l'H'UYllJ~el

11~1l£1f11J'lJ~'H1'j f)1'jl~'UllU~

3.91

:JJlf1
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\l1fWll'J 1~~ 4.16 'Y'I'Ui1fl~lJ~Tmh~1Jm1lJfl~b'1~h.! ~tltl \I~CJfIl'J'U~'\11'J fIl'J b~'WU~~

'J/ d. Q.I' 'J/ ~ & I Q.I d 9J ~ .::::.t, d. I QJ

~ 'W'Vl'W'Vlm~'Vil~11\l~ hHfl~'tJ'W 1 'Wtl'Wlfl~ tlCJ1'W'J~~'Um'W~lCJlJlfl G\i~lJmblWCJ'JllJ b'Vl1fl'U 3.91
q ~

1 ~ CJ1Jm1lJ fl~ b~'W1'W'J~~ 'Ub~ 'WII1 CJlJlflft ~ft~ tl ci~ 'U~ '\J'Vl1J-0~ 'J1fIl'J b \I~ UH~'U 1~ 'tJtl ~'J1CJ111tl ci1~
<u q <u U

~m~tl~ Cx = 4.00) U~~1Jfll1lJflm~'W 1'W'J~~'Ub~m~lCJlJlfl~1b!~tl~~'U1'l-d'Vl'tJtl~'Vi1'W 1,rfll1lJ

rl1f1UJn'UfIl'J~'J1\1fttl'UU~~lh~biJ'Wr'mfll'Jft.f1~f1Ulfh1,rN'Gtl,r'W (X = 3.71)
u q 'U q

1~CJftnh1fl~1'J1~~ 4.1 0-4.16 'Y'I'Ui1m1lJfl~b~'W 1~CJ'JllJ'tJtl~fl~lJ~ltlci1~~1J~tl
q q. "

tl \I~CJfll1lJft1lJl'J t) 1'WfIl'J bb'li~'Il'W'tJtl~'U~'\J'Vl fIl'JlI'W 1 'VlCJ~ln~ (lJ'Vi19f'W) .y]m~'Vi1~il\l~ bfl~~'W

1'Wtl'W1fl~ tlci1'W'J~~'Ub~'W~lCJlJlfl ~~1'W~1'J1~~ 4.17~

. "
1'WfIl'J u'li~'Il'W 'tJtl~'U~'l-d'Vl fIl'JlI'W 1 'VlCJ~ln~ (lJ'\119f'W) .y]m~'Vi1~i1 \I~ 1,rbfl~~'W 1'W

tl'W1fl~

(n = 160)

fll1lJ~~ b~'W1~CJ'JllJ~m~'Vi1~i1 \I~ 1,rbfl~~'W 1'W

tl'Wlfl~~tltl \I~CJ

,~ ~
fIl'Jl.,! ~b'WWJflmu~~ ~m~

fIl'J ~~fIl'Jm~'Ul'W fIl'J

I 'J/ QJ (/

fIl'J lJ ~b'W'W'Vl'J'Y'ICJlm lJ'W'l:JCJ
q q

"" "" ~fIl 'J 'U'J '\11'J fIl'J b~'WU~~ ~ 'W'Vl'W
q

o ,-
fIl'J'Wltl~flm

f111lJ~~b~'W~1J~tltl \I~CJ~ri~V4~~tlfll1lJft1lJ1'J t)

1'WfIl'J U'li~'Il'W

x

4.19

4.01

4.01

3.93

3.91

3.91

3.85

3.97

S.D.

0.73

0.70

0.75

0.67

0.62

0.68

0.69

lJlfl

lJlfl

lJlfl

lJlfl

lJlfl

lJlfl

lJlfl

lJlfl

\l1fl~1'J1~.y] 4.17 rtl'W fIl'Jft'J1l.fll'Y'l'JllJb~CJln'U'J~~'Um1lJ~~b~'W'tJtl~fl~lJ~ltlci1~~tl
q q. "

tl \I~CJ.y]ri~V4~~tlfll1lJft1lJ1'J t) 1'WfIl'J u'li~.jJ'W'tJtl~tl~fl m 1~CJfIl'Ji11m1lJfl~ b'l1m1~'VilJ~ 1'W 7

tl \I~CJlJlll'J~lJl~11lJn'W 1-111,r1~fi1m~CJ'JllJb'Vi1n'U 3.97 ~~fi1m~CJ~~fl~11~fltlci1'W(ih~'J~~'U~
~ d cl 'j/ ~ ..•.I 111 9J 'Q.I Q.J ~ 11 I d. ~ d '~Q.I

fll1lJfI~b'Vi'W "m 'W~lCJlJlfl" \I~ft11J V4~!~11'Y'l'Wm1'W 'J~~'U'U'J'Vi1'J H1CJ9f1~lJfll1lJfl~ m'W ~tl1J \I\lCJ
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•• 'j}

~ri'l vH'1~tlml1Jb1'llJl'J01Ufl1'JH<U'I<UU'lJtl'ltl'lfl m~fl1~1''i'1'1il 'i1~1,rLf)~~U 1u tlmfl\9\ tl~1 U'J~~'U
<u

fl1'J'Vl~~tl'U~1J1J~:U1Urilu fl1'J'Vl~~tl'Uml1J~1J~U'lh ~,.dl'l~1m.h ~~'J~ (~eJ1J"
~ <u

~mwll'Wri1u'Uflfm) fl'U~1U'1.h\9\11J(U 'i1~t1~ri'lvm~eJml1J~11Jl'J01u fl11H~'1~U) ~'1hiI'm
q

'j}

'" dfl1'J'Vl~~tl'U~'1U

~1J1J~~lU~eJ~ 1 'WUf1'11U'J~~'U'U~'Yll'JHltl95l'l'IJtl'l'U~11'Vlf11'JiJul'Vltl ~lfl~ (1J'M19fU)~1JL'WfI'

~l'l flU 1Jfl1l1Jfl~ L'l1U~tlU'i1~t1f11'J~fl'lfl1l1J~11Jl'J 01Uf11'JH~'1.uU1W1l1~

U'i1'i11JUl1iu\9\f1~l'lflU
q

\9\l11~~ 4.18 I'm f11'J'Vl~fftl'U t-test 'J~'Ylil'lL'WfI'fl'U'J~~'Uml1Jfl~L'l1U~tlU 'i1~t1~ri '1~" ~tlfl1l1J

~l1Jl'Joluf111H~'1~U 1Um1~U'i1~1JU

• 'JJ 'JJ
3. f11'J1J'I!mWf1fl1LL"~\9\m~

q <u

~ ~ d ~ ~
4. f11'J1~1Lfl'Jl~'Yl U"~'i1~f11'Jmlm

<u

, 9J QJ d
5. f11'J1J'ILUU'Vl'J'Wtllm1J'W'l:JtI

q q

140

20

t-test

Significant

(2-Sidcd)
0.935

0.235

0.645

0.667

0.928

0.163

0.301

0<::::. ~ d'JJ d "1 'Jl'
'W'i1l'Jrul~"f11'J1Lfl'Jl~'Yl'IJtl'lJ"'i11f1\9\1'J1'l'Vl4.18 !~fll Significant 'lJeJ'It-test 'lJtl'l

'JJ 9J I Q.I 0 Q.J d. 0

U'i1~m1'1 7 mu !'Vllf1'U 0.935,0.235,0.645,0.667,0.928, 0.163 Lm~ 0.301 \9\l1Jm~'U L1Jtlm

1J1Lm t1'Ut'¥i t1'Ufhum:Y1fl'qJ'Vll'l~il~ (0.05) 'W'UillJ fh".! 'I f1il U~~'1~'1f11'Jt1eJ1Jl''U~1J1J~~ l'tdl'l ~
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'h "'V'Iirm1'U'j:;;~UU1r11'j~ltl951~"tJeJ~U1'l1'Vlf1l'j1J'Ut 'Vltl~ltlfl ('lJr1l'1f'U)~iJ~'V'Iff~l~tl'U iJ

fI11'lJ~fl~,1'U~eJlIl1.ijtl~ri~YH'l~eJfr11'lJ~1'lJl'jtit 'Uf1l'j u 'li~'Il'Ut 'Ufll1:;;11111l'lJ'UhjUf\f)~l~tl'Umh~iJ.

~'lJ'lJ~]l'U.ueJ~ 2 'V'Iirf)~1'U'j:;;~U'lJ1r11'j~ltl951~"tJeJ~'IJ1'l1'Vlf1l'j1J'Ut'Vltl ~ltlfl ('lJr11'1f'U)~iJm~

~1-:jtl'U iJfl11'lJ~fl~,1'U~eJlIl1.ijtl~ri~Ht'l~eJf1l'j~r1~fl11'lJ~1'lJl'j tit 'Uf1l'j u'li~'Il'U

t'Ui1l1:;;1I11111J'Uhh~f\f)~l~tl'U•

f\1'j1-:j~ 4.19 Ht'lf1l'j'Vlfl~eJ'IJ F-test 'j :;;r111~mtltl'IJ'j:;;~'IJfI11'lJ~fl~11'U~eJlIl1.ijtl~ri~Ht'l~eJfl11'lJ.
~l'lJl'jtll'U f1l'j u'li-:j'll'U1'Ufll1:;;Ul1'\J1J'U•

I Cj/ Q.I ~

5. f1l'j'l..J~~'U'U'Vl'j'V'ltllf)'j'lJ'\.fl:ltI

6. f)l'j.ijflf)l'jf)'j:;;'IJ1'Uf)l'j

0

Significant111'U1'U
~~~~t~mtl.

(2-Sided)fl'U

o , 111. f\1f111 35 F-test 0.393

2. 35 -44 11 25
'j)

3. 45 1I~'Ut1J 135

0.141

0.135

0.935

0.385

0.800

0.177

~ ~ r1'j/ .d lrI Cj/ •

'V'I111'jW1Ht'lf)l'j1~fl'j1:;;r1"tJeJ\!t'l111f)f\1'j1-:j'Vl4.19bflfll Significant "tJeJ~F-test "tJeJ~
'j) •

1I11.ijml~7 ~1'U L'vhtl'IJ 0.393,0.141,0.135,0.935,0.385, 0.800 Ut'l~ 0.177 f\l'lJih~'IJ ~~m.h

'lJl~mtl'IJ~Yitl'lJfhirmhf1qj'Vll-:j~~~ (0.05) 'V'I'lJ11iJfi1~~f)11 H~fl~~-:jf1l'j tleJ'lJf'IJ~'lJ'lJ~~1'U11~~

11 "'V'Iirf)~1'U'j:;;~'IJ'lJ1r1l'j~ltl951-:j"tJm'IJ1'l1'Vlf1l'j1J'Ul'Vltl ~ltlfl ('lJr1l'1f'U) ~iJmtl~l~tl'U iJ.
fI11'lJ~fltl1'U~eJlIl1.ijtl~ri-:jHt'l~eJfl11'lJ~1'lJl'jtlt'U f1l'j u'li~'Il'Ut'Ufll1:;;1I11~'l'T'Ut~Uf\f)~l-:j tl'UeJ~l-:j1i
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fl'lJlJ~~lU~el~ 3 'V'lUm1U'J~~'lJ'lJ1111'J~ltJ(1h~'\Jel~'lJ111Ylfll'J1JUlYltJ ~lflfl (lJ'YI1"lfU)~li

'J~~'lJfll'J flfnn~h~ flU li'fll1lJ~m'l1U ~elll 'i1~tJ~ri ~vH'1 ~ elfll'J fI'~1~'fll1lJ

fl'llJ1'JGlufll'Ju.u~~U llUl11~1I'i1'i111Uhju~f)~l~flU.
~ l'n~Yi 4.20 NClfll'JYlflfl'el'lJF-test 'J~'YI11~'J~~'lJfll'Jflmnfl'lJm1lJ~flt'l1U ~elll 'i1~tJ~ri ~NCl~el

m1lJfI'llJ1'JG 1Ufll'J u'\i~~u 1uml~lI 'i1'i111u•

o if
1. fll'JU1el~'flm

• '1J '1J
3. fll'Jmt'WUClf)'fllUCl~~mfl· '"

OJ.<::::to rI Q.I 'jJ

4. fll'Jlf1 It'fl'J1~'YItm~ 'i1f1fll'Jm1m
'"

, 'jJ Q..I rI
5. fll'JlJ~tUUYl'J'V'ltJ1mlJUrW· .

0

Significant
'J~~'lJfll'Jflmn

'i11U1U
fI'~~~l~

'flU (2-Sided)

1. ~1f)i11l1UJUJ1~1 33 F-test 0.093u u

2. 1l1UJUJ1~1 105u u

3.1l1UJUJ11Yl'YI1el 22u u

fI'~f)11
'"

0.309

0.778

0.443

0.457

0.893

0.339

~ ~ tI'jJ d '" 9J •
'V'l'i11'JU!lNClm'Jlt'fl'J1~'YI'\Jel'l.!Cl'i11f)~1'J1~Yl4.20 tfl'fl1 Significant '\Jel~ F-test '\Jel~

" .
1I'i1~m1~7 ~lU t'Yhfl'lJ 0.093,0.309,0.778,0.443,0.457, 0.893 UCl~ 0.339 ~llJth~'lJ tijm11

lJ1till tJ'lJtYitJmhumllf1' UJ'VI1~fI'~~ (0.05) 'V'l'lJl1li A1f1'~f)11 UfI'fI~()~fll'J tJellJ~'lJfl'lJlJ~1l1U11~~
u '" ~

11 "'V'lUf)~lU'J~~'lJ'lJ1'Y11'J~ltJ'ih~'\Jel~'lJ111Ylfll'J1JUlYltJ ~lflfl (lJl11'15u) ~li'J~~'lJfll'Jflml1

~l~flU li'fll1lJ~flt'l1U~elll 'i1~tJ~ri~NCl~elm1lJfI'llJ1'J G1Ufll'J U.u~~u lwnl~lI'i1 'i111uhi U~f)~l~.
Q.I l.,::i Q.I 0 Q.I

f)Uelm~lJUtJfI'l'flqj"
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fl'lJlJ~~ll-A,rU~ 4 vn!fl:nl-A'.i:;;fi\nJ1111'.i~l£J''lh~'\lU~'lJ1ld'VI O1'.iUl-A1'VIfJ~lfl~ (lJ111"l5l-A)~lJ

'.i:;;fl'lJ'lJ1111'.i~l~fll-A lJm1lJ~~L{fl-Al9iu1!'iJ<UfJ~ri~~m~ U01'.ifl'r1~m1lJ fl'11J1'.itl

1l-AO1'.iU~~'Ill-A1l-Afl11:;;1!'iJ'iJ'JJl-Ahju~f)~l~fll-A,

~ 151~Yi 4.21 N~01'.i'VI~fl'U'lJ F-tcst '.i:;;1111~'.i:;;fl'lJ'lJ1111'.iflmn1lJ~~L{fl-A~U1!'iJ<UfJ~ri~N~~ U

m1lJfl'11J1)tlll-A 01) U~~ 'Ill-A1W1l1:;;1! 'iJ~'JJl-A

l.
'j!<v
N'iJ~01)UNl-Af)
'"

at d- ,
11)UL'VW'lJL'VI1
'j!<v2. N'iJ~01)f)U~
'"

at d- .
11)U!'VIfJ'lJL'VI1

~1l-A1l-A

100

44

F-test

Significant

(2-Sided)

0.419

'" 0'2. O1)11~UNl-AL"ll'~f)~~'VI1i
• 'j! 'j!

3. m)lJ~!l-Al-A~f)fl1U~:;;~lm~, '"

I ~ Q/ d'

5. m)lJ~Ll-Al-A'VI)VW1mlJl-A£W, ,

o • at
4. ~lU11l-A~Ul-A"1 11

0.288

0.156

0.040

0.176

0.009

0.069

.y:j'iJ1)U!lN~01)1!'fl)1:;;11'1imqJ~'iJ1f)~1)1~~ 4.21 1~f11 Significant '\lU~ F-test J'~~~
f)11U":;; ~lf)':h L~ml11J1LillfJ'lJrVifJ'lJf11UfJrl1fity'VI1~fl'i1~ (0.05) 1~fJ'V'l'lJ11f11Significant '\lU~

~ QI 0 tI ~ rI • fjJ 9J , gJ
F-test '\lU~lJ'iJ'iJfJ01)l-A1U~'flm O1)11~UNl-AL"l5~f)"fJ'VI1iO1)mLl-Al-A~f)fl1U~:;;~m~ O1)lJ~Ll-Al-A

q q cu q

OJ rI .at. ~ 91 • Q.J

'VI)'V'lmmlJ'4£w Lm:;;01'.i'lJ)111)01)L~l-AU~:;;~m'll-A L'VIlf)'lJ0.419,0.288,0.156, 0.176 U~:;;

0.069 ~llJthfl'lJ ~~!rlml11J1Lill fJ'lJrVifJ'lJf1l'UfJrl1fiW'Vll~fl'i1~(0.05) 'V'l'lJ11lJf11fl'~f)11 Ufl'~~il~
u '"

m)fJfllJ1'lJfl'lJlJ~~1l-A 'h~~11 "'V'lUf)~1l-A'.i:;;fl'lJ'lJ1111)~lfJci1~'\lU~'lJ1ld'VI O1)Ul-A1'VIfJ~lfl~

(lJ111"ll'l-A)~lJ):;;fl 'lJ'lJ1111) ~ 1~fll-A lJ'fl11lJ A~L{fl-A~ u1! 'iJ<UfJ01)111U~f1m O1n1~ UNl-AL;~f)~fJ'VI-6,
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''jI 'jI , 9J Q.I cI .0.. .0.. 'jJ .J I
f)1'J'lJ,:m.HH'lf)fI1U(l~~(lWI f)1'J'lJ.:j!'W'W'Vl'J'V'Hnm'lJ'WfJtlU(l~ f)1'J'U'J'I11'Jf)1'J!.:j'WU(l~~'W'Vl'WG}f.:jb1'.:j

q 'U q q q

f·m~tlfl11'lJb1'1'lJl'Jtll 'Wf)1'JwU.:j~'W1'Will1~lhH),u'W ~h.h!~f)~l.:jtl'W tl~l.:jihrmllf1 UJ". "
d Q.I I I Q.I.o.. rI Q.I

'\Iru~!f1tl1f)'W'V'l'U11f11Significant '\Itl.:j F-test '\Itl.:jf)1'J1f11!fl'jl~1'I U(l~\lflf)1'J

9J Q.I • Q.I 0 QI & .:A 0 •.•~

fl11'lJ~ !!(l~f)1'j'iJflf)1'Jm~'U1'Wf)1'J !'Vl1f)'U 0.040 !m~ 0.009 ~l'lJmfl'U G}f.:j!'lJtl'Wl'lJl!U'Jtl'U

!~tl'UfilUmhf1qj'Vl1.:jb1'G~ (0.05) 'V'l'Ul1ijfil~1f)11 Ub1'f1.:j~.:jf)1'Jlla!b1'1ib1''lJ'lJ~~1'Wl1.:j!m~

tltl'lJr'Ub1''lJ'lJ~~1'Wuli.:j~11 "'V'lUml'W'J~~'U'U~1'I1'J ~ltl951.:j'\ltl.:j'U~£1'Vlf)WU'W1'Vltl ~ltlfl

('lJl'Il'i1'W) ~ij'J~~'U'U~1'I1'J~1.:jtl'W ijfl11'lJ~f1!,1'W~tl11 \I~tlf)1'Jlf11!fI'Jl~,1 !m~ ~f1f)1'Jfl11'lJ1..
!m~ f)1'J~f1f)1'Jm~'U1'W f)1'J ~.:jri.:jvm~tlfl11'lJb1'1'lJl'J tll 'Wf)1'JU'li.:j~'W1'Will1~11 \I\I'lJ'WU~f)~1.:jn'W.

ff'lJlI~~l'W.,rtl~ 5 'V'lUf).:jl'W'J~~'U'U~'I11'J~ltl951.:j'\ltl.:j'U~£1'Vlf)1'J1J'Wl'Vltl ~ltlfl ('lJ'I11'i1'W)~ijm~

.:j1'W'J1'lJ1'W'J~~'U'U~1'I1'J~l.:jtl'W ijfl11'lJ~fIt,1'W ~tl1111~tl~ri.:j vm~tlf)1'Jb1'11.:j

fl11'lJb1'1'lJl'Jtll 'Wf)1'JU'li.:j~'W1'Will1~11 \I\I1J'Whh!~f)~l.:j n'W.
.

~ l'Jl.:j~ 4.22 v.!(lf)1'J'Vlflb1'tl'U F-test 'J~1'I11.:jmtl.:jl'W'J1'lJ1'W'J~~'U'U~1'I1'.itl'Uf111'lJ~f1!,1'W~tl11 11~tl.
~ri .:jv.!(l~tlfl11'lJb1'1'lJl'Jtll'Wtll'J!! 'li.:j~'W1'Will1~ 1111'\11J'W.

Q.I ~ d 9J Q.I .0..
f)'UfI11'lJflfltl'l'WfIl'W 'J~f1'U'U'Jl'Il'J

1. f)1n'lltl.:jrlm 1. ~1f)11 5 tJ

2. 5 - 9 tJ
3.10-14 tJ

"4. 15 tJ~'Wlll

• 'JJ 'JJ
3. f)1'Jm!'W'W(lf)fI1U(l~\9mlf1· ..

QI Clo rI Q.I 'jI

4. f)1'J1f11!fl'jl~1'I !m~ \lflf)1'Jfl11'lJ'J..
• 'jI Q.I r:I

5. f)1'J1J.:j!'W'W'Vl'J'V'ltllm'lJ'4fJtl

6. f)1'J~f1f)1'Jm~'U1'Wf)1'J

'" '" 'JJ7. f)1'J'U'J'I11'Jf)1'J!.:j'W!!(l~~'W'Vl'W•

0

Significant111'Wl'U
b1'G~~l~

fI'W (2-Sided)

42 F-test 0.82

34

22

62

0.238

0.435

0.632

0.547

0.858

0.460
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~ ~ ~g/ d lit 'jJ ,

'V'l,\)11ru1N(lfll11Lm1~'Yi'IJellqj(l,\)lf1\91l11.;j'Y14.24~~m Significant 'lJel.;j F-tcst 'lJel.;j

"1I'\)<UtJl1.;j7 ~l'U rvhtl1J 0.82,0.238,0.435,0.632,0.547, 0.858 U(l~ 0.460 ~lldhf11J LiJml1

lJlLm tJ1JLi1tJ1Jfht1mllfl' UJ'Y11.;jbl~~(0.05) 'V'l1J';hlifi1bl.;jty:h Ubl~.;j~.;jfll)tJellJf1JbllJlJ~:Ul'\.r.h.;j~
u ~ ~

11 "'V'lt1f1n\.!1~f11J1J1'Yil1~ltJ'lf1.;j'IJel.;j1J1rd'Y1fll1U'U1'Y1tJ ~ltl~ (lJ'Yil"lf'U) ~lielltJ.;j1'U11lJ1'U
q

1~f11J1J1'Yi11~1.;jtl'U lim1lJA~Llt'U~el1l '\)<UtJ~ri.;jN(l~el'fn1lJbl1lJl1 fli 'Ufll) U~.;joU'U1'Um1~

1I'\)'\)u'Uhiu~f1~1.;jtl'Uel~1.;jlium11fl'UJ "
q u

bllJlJ~~l'U.uel~ 6 'V'lUm1'U1~fl1J1J1'Yil)~ltJ'lf1.;j'IJel.;j1J1rd'Y1fll1U'U1'Y1tJ ~ltl~ (lJ'Yi1"lf'U)~li

'Yi111tJ.;j1'U~ 5.;jtl~ ~ 1.;jfl'U lim1lJ A~ LIt 'U~ elll '\)<UtJ~ri.;jN(l~ elfll1 blr l.;jm1lJ

blllJl1f11'U fllm'li.;joU'U1'UJ1l1~1I'\)'\)U'U1~U~f1~1.;jfl'U
q

~ 111.;ji1 4.23 N(lfll)'Y1~blel1J F-tcst 1~'Yi11.;j'Yi111tJ.;j1'U~5.;j fl~ fl1Jfl11lJA~Llt'U ~el1l '\)<UtJ~ri.;jNm) el

m1lJblllJl1f1i'U fll1 U~.;joU'U1'UfIl1~1I'\)~u'U

91 F-test

Significant

(2-Sidcd)

0.235

JJ11.;jell fllfWl'U
q

3. ~ltJ.;j1'U1J1fll1U(l~ 17

blU1Jbl'U'U.;j1'U'lfl.;j
q

• 'J/ 'J/
3. fll1~.;jL'U'U~f1f11Lm~~m~

Q,I C:t. if Q.I 9J
4. fll11~ 1Lfl11~'YiU(l~ ,\)~fll1m1m ~

.•..
6. fllH~fll)f11~1J1'Ufll1

4. ~lVfll1~m~

5. ~lV~'U'Y1'Ufll1Ni1~
q

2

6

0.069

0.248

0.107

0.271

0.152

0.569
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~ ~ ~91 d ll1 'jJ I

'VHI1'jrulvmf11'jrHfl'jl~'l1't1tl'lqjft'\llfWI1'jWV14.25!~m Significant 'tItl~ F-tcst 'tItl~
" .

ll'\l~t1Yl~ 7 ~l'W b'vhn'lJ 0.235,0.069,0.248,0.107,0.271, 0.152 Hft~ 0.569 ~llJth~'lJ ~iJm~h
m~lli t1'lJ~YitimiTWtl~lf1qj'V11~b1f:)~(0.05) 'V'l'lJr;i1iJf11~~f111 Hb1~~g~f11'jtltllJ~'lJb1lJlJ~~ll-J11~~

11 "'V'liT mll-J 'j~~'lJ'lJ1'l11'ji-htlil~ 'tItl~'lJ1'tJYlf11'j1Jl-JLYltl ~lfl~ (lJ'l11'l5l-J)~iJml1t1~1l-J ~ bY~n~

~1~fll-J iJmllJ~~Llfl-J ~tlll '\l~tI~ri ~v-lft~tlmllJmm'j tI '1l-Jf11'jH~~~l-J'1l-Jfl11~1l'\l'\l'lJl-JhjH~ f1~1~,

~ d "i'l11lJi'l~m'W~1'W

o '"1. flU'Wltl'li'lm

tll£J, '"fYfllll

.
'Yl'W1£J'l1'W

." 913. f11';ilJ'lL'W'W1:1flft111i:l:::fl 1:11~, '"

, I , ,

Uflflfll'l Uflflfll'l Uflfl~H Uflflfll.:l

I , I ,

llflflfll.:l llflflflH llflflfll'l llflflflH.
Uflflfll.:l

, ..
llflflfll'l llflflflH llflflflH

,
llflflfll.:l

I ~ Q.J d'

5. f11';ilJ.:lL'W'W'V!';i,\,Wlm)J'Wll£J, , .
llflflfll'l

llflfl~H

.
Uflflfll'l

'\llf1~l'jl~~ 4.24 b1'j1lv-lftf11'jYl~b1tl'lJb1lJlJ~~ll-J'V'l'lJ111]'\l~tI~ll-J'j~~'lJ'lJ1'l11'j~, ~

U~f1~l~ fll-J iJfll1lJ~~~lfl-J ~tlll '\l~tlf11'j'l~ l~fl'jl~l1 Hft~ll '\l~tlf11'j~~f11'jm~'lJll-J f11'jH~f1~l~fll-J
I~ .<:::l, ~ I ~ Q.J 0 rI Clo rI • 91 'jJ

H~lJmllJfl~ml-J ~tllJ '\l'\ltlf11'jmtl~fl m f11'jl1~Hv-ll-J~'l5~f1fttl'Vl1if11'jlJ~~l-Jl-Jftf1fllHft~~m~ f11'j, ''''*~U:l-J'Vl~'V'ltl1mlJ'4'td6Hft~f11'j'lJ1'l11'jf11'j~1l-JHft~~l-J'Vll-JL-:UH~f1~l~nl-J rill-J1]'\l~tlgl-J L~mi

~'V'lfYtIltl 'j~ ~'lJf11'jftf1'tdl tIltl~ll-J 'jllJ '1l-J'j~~'lJ'lJ1'l11'j Hft~'l1,-htl~ll-J~bY~n~~H~ f1~1~nl-J iJ
q ,. "

fll1lJ~~ ~lfl-J~tl1]'\l~tlYiri~v-lft~tlfll1'jJb111J1'jtI '1l-Jf11'jU~~~l-JYl~7 ~1l-JL-:UH~f1~l~fll-J
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..
~ 0 gJ A. A. tv'

~()'W114 m'j'W1H,Y'W()'U()H,Y'W()u'W~~'t'f'm~lJ'\llflmllJ~1()f.lH

'iJlf1r'hm'lJ'lhnm1J~ hm'U'UffB'Um'lJri'nJ~ 3 brlBifi'1'UU'U'lJffB'Um'lJf1~'UmU~1 ifi'

. " "
y'j 1f11'j'lh ~'lJ1(lfl11'lJft~ b{t'U'\11mrBbff'UBU'U~b.y:j'lJb~'lJ 1~tin N'bff'UBfl11'lJft~ b~'U m'¥l,r~'U 65 fl 'U

'"" .
ft~bil'U!r)tlm: 40.63 '\JB':Jf1ri'lJ~lmh~'¥l~'\1'lJ~ ~~l'U~l1'jl~Yi 4.25.

hW1'U (fl'W)

65 40.63

'Vi'U"hri1'W lmytJ~bil'W f11'jbff'UBfl11'lJft~b{t'Ub~'lJb~'lJ1'WmB'U'\JB~~1U'lh~1'lJ fiB

11'iJ~tlf11'j lhB~fl m f11'j11~UH'Wb9f~f1(ltI'Vl,j f11'j1i~b.w'U(l f1AlU(l~ ~m~ f11'j1i~b.w'U'Vl1'Vitll m
q q cu q

If Q.I.t:), d' QJ 91 QJ A L:).

'lJ'W£JtIf11'j1~ 1bfl'jl~'\1 U(l~'iJ~f11'jfl11m f11'j'iJ~f11'jm~'U1'Uf11'j U(l~f11'j'U'jm'jf11'jL~'U~m~. '"

19l'W'VJ'WU(l~nLff'UB1I'iJ~tlg'U "l L~'lJL~'lJef1 2 1I'iJ~tI ~~ifi'ff11hm~t11Lff'UB1'W~1'jl~~ 4.26 ~~u"

~l'Wl'U

43

13

10

10

9

3

3

2

94

'JI 0 ""

'jBtI(l~ ('\JB~'iJl'U1'Ufl11'lJfl~
, "d A A QJ

b'\1'UL'Vi'lJb~'lJ'Vl~'\1'lJ~)

45.74

13.83

10.64

10.64

9.57

3.19

3.19

2.13

1.06

100
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"" d ~ '1 ~ OJ 0 "" nl.?lf11l Uff~~f11l1Jflm11'WU1:'1~'tltlLb1"We:HL'W~!'Wlll'JlJ ~~l'J ffl1Jll tl'WllJl'W~lltu lffllJLlJ'W
q

11~.ijl'J~e)l'J~~ !~LLff~~lll'J1:'1~Lfll'J~l'Wrllll~~ 4.27

,~ ~ "" 0 <!l <!l ~ ~ <I '1 ~OJ

1. mnJ~L'U'Wf11lffll~~rlffl'Wf1mml1JLlJ'WLm'tltl~tl~f1m ~11lf1

tl~flm vi1JLYll~li1'nuf11lvh~l'Wtl~l~iilll~ftYl~fIl'W
q

2. ri ~ff~l~ LL1:'1~1l1:'1f1N~11'1J'W1ill1Jtl~flm~1i~L'U'Wll'J~ ll'J91tf'tltl~
~ q

, "
tl~flmlJlf1f1'"<hlll~ 1l'J91tfrilml11i1'L~'WYil'Jtl1J1Ul1~tl~f1m

3. ml~ ~lltu llll~LiJ'W N1:'1f11lllUU~~l'Wtl~l~L1j'W1ill1J LL1:'1~L~'W
, "

d. QI Q.J 'j),.. I A 9J "I A

Yll'Jtl1JlUm NlJl~ L1J'WU1:'1~Ntlf1lJl~ L1J'W~ ~~

4. Li~ff~l~ Ll1:'1~ll1:'1f1N~1i1'iiml1J 1U~~91tlUI91tlrl'W 1'Wmrl~~
o<:::t ~ Q.I rI Q.I ,,:::l A QI ,

1Jflll1JCJftlffrll'J l f1fJ1l~ LlJl'JlJl'Wl'JU1:'1~f11lrll ~rltl nm

5. ri ~Lff~ 1Jf11lllf1tllJ l1J L~tlL~1Jf11l L~l'J'W~U1:'1~L~ tl f11l<W1'1J'W1~
G) ~ 9J Q.I 'j/ I

'lJfImm ~11fftl~f11:'1tl~ f1lJflll1Jrl tl~ f11l 'tltl ~11'W1l'J~1'W

6. ff~1~'tl1tyU1:'1~th~'~1~ ff~l~lJlll'Jlf11fl'Lm~~~Lnfl~tl1J~~ U1:'1~

ll1:'1tl~.nl'Jl'Wf11lll UU~~l'W f11l~tlffll~ll~L~lLm~ii

III~ft'Yl~fIl'W

7. f11l1UU1:'1~f11lfi~Li1tlf1'WUf1~1'Wmh~11l~~lff f11l1tJf1lhl'J

tl~l~L1j'W1in1J

ll1J

• tjI 'j/o d 'jJ 'jJ QI A <JIo
1. ml Ll~ffll~ N'W1Yl'Wltl1J~1l'JYlf11l~f11llJl11ll U1:'1~fIl1~N'Wl~ ~

• ~ ~ 0 d d "" '1 ~ '1 ~~
2. 1J~ffll~N'W1Yl1Jflll1J~l~ ~~Lm~f1m'l11UJ~'Wf11lLLf1lJUJ'l11

q '\I U U

dA 'jJA.dl QI A

3. ml1J ~ll'J1ill1J'tltl~fjUl'l11l l'J~111:'1f11il'JlJl.f)1Jl1:'1

ll1J

25

5

4

2

2

3

2

43

6

5

2

13

58.14

11.63

9.30

4.65

4.65

6.98

4.65

100

46.15

38.46

15.39

100
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.
'" I~1':il\l'YI4.27 (~fl)

1. m':i L~l~fI~ll!1Jf'lJw,n..! fl"t1'Y1lllH'LtrWflfl'hfiu<U\l.uu
q "

~hrm1fn1/~u1ifl'OILih11mtl ~fl\l.u'lJL~~flU i1Jl Ui1fl''YI1\lL~t1l
IV

flU

2. fll':iu1J':i':i1Jfi!1~l11fl'O 'O~L~Ufll':iL~l!mll!~lm':itllufll':i" ~

U<U\l.uU

3. 1L~':il~l1'OflU~\l'\lfl\lfl\ll'lm 'Wl'OflU~\lml.flufll':ill\lUNU
q q

':ill!

'JJ IV

fllU fll':i 'Oflfll':im~ 'lJ1Ufll':i

1. ~fl\lijfll':i~':il'O~fl'lJ ~fI~ll! Lm~1J':i~iiJUN"\llUflcil\l~flL~fl\l

I 'JJ 'JJ

m~':i;J1U U"~1J\lLUU"flm~ q"
'jJ ••

4. fll':i1J ':i~~lU \lTUYl\l.fl1t11UU" ~ ':i~111l\l11Ult1\llU'¥i Ltltll'l!fl\l

flcil\lij1J':i~ iY'YIn.fl1Vl

':ill!

Q.I q ~d. tI 91 Q.I Q.I rI ~ 91~
2. 'Ofl~11l!i;j'UtlQfl~l~l!VlU1i one stop service LVlflUfllJqJ'l11

'\Ifl\l" flfi'1i~YlU'Yil\l'¥i
"

hUTU

4

2

2

2

10

3

3

3

1

10

7

2

9

40.0

20.0

20.0

20.0

100

30.0

30.0

30.0

10.0

100

77.78

22.22

100
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ff1JfI 1'J11~lWmJ1.w 'il1'JUl1&W.w mfJ ;) flil 'il~tlf11'JJ,j,m!'\..Hl1'Jffh~ ~~Hhwtl ~~flJ11J t1JUt ~1't1fl ~.
rI GJ j/Q,I rI. 'j/ QI 0 • do oC:ll.<:::), d.c! • 9J dl

fl~ ftm L11'Jtlfl~ft m 'Vl1Jt'Vlt 'ilt 'Vitl1Jf11'J'Vl1~lUfltll~1Jtl'J~ff'Vl1ifll'W 'Vl1Jfl1'Jtltli:l~ff ~o~58.14. '"~ .
fl~U U f1'11J11J'VldJ ~ tl ~f11'Jt.w1J~flft 111Jff11J1'J0 'Vl1~f11'Ju ~~'1lUt 'Wil 'il~tI~ 1U f11'JJ,j~tt! U 'Vl1'Wtl1m.

(1'9 91 &. ~ QI I j/.dl ~ 91 A 0 .cj Q.I q fJI ~

1JUfJtI L11ff~'tIU 1J'JfJ'VldJft1'JmtUU f11'J~tltl1J'J1Jt'Wflff'J1~tm~tli:ltl'il~ff1U tl'tltl~'WU tl~lU L'11ttlfl
q q" q q

9I~ '" 0' A 9Idl ~ 91 0'. '" Q •~ I ~ 0' •
ft 111JHI m tltl '1ftm ttlflfIJ11J'Jfftl'tl tl'l f11'Jt1JUt'il1't1tl'l tl'lft m'J11J tlU t'ViUUtl"u'J~ LtI'll'Uff1U 'J11J

'" '"
• ~I ~ 0' • 91 ~ '" 0' '1'.1 '* 0 IL I • 0 Q 'I

mtlm11J'J~ LtI'll'Uff1U~U ff'J1~t1JU1~U1in1Jtl'lfim L'Vi1J'tIU1Jlt'WflUl L1JfffIJ11Jff1t'J'il LUf11'J
'"

o A A rI, ~~
fl1tU U ~'Jtl 'il'tltl~tl~f1 m tl tIl'l tI'I tlU

~ QI c1 •..•I d ~ d 0 A...I ~ 9J d QI ~ QI 'j/

1J'il'iltltl tlu 'J~ tfl U 11U'1'Vlff1JfIJ'JU 11J1tlfl1J'j1t1 ft tl 'tItl tffU tl uU~ ttltl1 tl1J1J'il'iltlfl1U f11'J

~'1tt!u ~tlfi'lUi:l~ ~i:lWI lf1t1'WUtl'I1U'J~fl1J1J1'\lil'J r:htl"lh~dJ iift111Jt,1'Wi1 il 'il~tI~'1tt!u f11'J~tl1J

ffUfl~f1111J.w'l'Wfl t 'il'tltl'li:ltlfi'l rLlu~tlil'il~mY1fiUJ~ri'lf-.li:l~tlfIJ11Jff11J1'JO tUf11m~'1'1lU (ril
'" u

l'tltli:l~ 77.78) f1'11J11J'VldJ~tl'lf11'J t~1J~flft111Jff1m'JO'Vl1'1 f11m ~~'1lUt 'Wil 'il~tlf11'JJ,j'ltt!Ui:ltlfi'l. '"~ .q 9J cg A QI • c;J ~J ct fjJ •..•I A 0 ~ 9 31 Q.I

Ui:l~ f11'J~i:lWI mff ~'tIU 1J'JfJ'VldJft1'J1J~tUU f11'JJiitltl1J'J1Jt'Wflff'J1'1Ui:l~1Ji:ltl'il~ff1U tl m'Wu tl'I1U'". '"

~ ..
....I A 91. q 91. 'j/ d.~ Q.I ct d, or:::). QI

f11'J~'J1'ilfffl1JUi:l~1J'J~t1JUf-.li:lf11'Jff'J1'1fJUlfl1L'ViUtl~tlfll Ufltl'il1tlU1J'il'iltltlU G'"J 'Vl1J'JfJ'VldJf11'J.. ~
.w'il1'JUl1t.w1Jt~1J i~uri f11'J~1'J'1fl1'W~tlfJru.yj~'tItl'l~'J1iYUfi'1 f11'J~'1'J1f1liY'Wfi'lUi:l~1J1f11'Ji~

~ d '" 91 '" 'I 91<=1• '" 0 .,J 91 91 dl lit 91
mm~ ff1JUi:l~t1JU'Vltltl m1J'tItl~i:l tlfll f11HfI m1J'll'tl~'Vl1'1f11'J'ilfi 'il111UltlGJf'li:ltlfllff11J1'J m'tl10~ LfI

'" '"
ff~fl1tl toMU f11'Jt~1JoMtl'l'Vll~f11'J~fI~1'Vitl1t11T~'Jlf1t1ff1'J lf1t1~lU'J~1J1JDUt~tl{rw~ ~t~tltli1

e-ticket ~i:ltlfl 'ilU ~fI t ,rii'J~1J1J'!J1111'J~flf11'Ji:ltlfi'lb11J~Ui'~~
'"



,
.:t

1) 'Yl 'Yl 5

tl1~f{flEl1t~'e)-J "m1lJ~flt~'U 'iJ'e)-J'VfUfl-J1'U1J~~'Vl tl1~u'U 1'Vltl ~ltlfl (lJ'\119J''U) ~'e)

11'il~l'J~ri -JV'H'I~'e)f111lJff1lJ1~f11'Utl1~ U~-J.;r'U'iJ'e)-J'e)-JAmmWf{mn: 'YfUfl-J1'U~~~1J1J~'\11~1'U

• ~f' II) 'JJ 0 "'" I "'II) 'JJ " I "I"; ~ '" '" d'\1'U1l'J-J1'UH1l'J9J'lr tfltl1'\1'Ufl1~f1u~~ff-JfI n 2 u~~tl1~ fI'e) t'VWfI'flI11~~fl1Jm1lJflflm'U'iJ'e)-J
q. "

'VfUm1'UcIJ ~'e)11'il~l'JYiri-JvH'l~'e)m1lJff1lJ1~f11'Utl1~U~-J.;r'U'iJ'e)-J'e)-JAm11-J1'U.fl11~11'il'il-u'Utm~
q

I 'JI , I

Q.I do GI 91 ~ ~ G) ~ ~ dl ~ Q.I , q.<::i I ~ ~

fllfl'\11-J'Vl'il~ b'\1tflfl'iJ'Ub'U'e)'U1f1~ U~~ t'YWnflI11f1-Ju'il'ill'Jff1'U1JflfHl'Vl'lJvH"l~'e)fl11lJflflm'U
q

" "tl1~f{flI11f11-Ji'hrJ'Utl1~f{flI11m'Yl1~ flrilJ~1mh-J'iJ'e)-J'YlUfl-J1'U~~~1J1J~'\11~1'Uml 1l'J
q

-J1'U~1l'J"lf1-J1J~~'Vl tl1~U'U 1'Vll'J~ltlfl (lJ'\11")j''U) ~1'U1'U 160 fI'U 1~tl1nilJ'\1tl1l'J~1mh-Ju1J1J
q

"Uti-Ji'U~llJffflri1'U (Proportional Stratified Random Sampling) 1fll'Jtl1~tt'ilflU1J1Jff'e)1JfIllJ1l1'
'j/ 91 , , ,

• Q.I' d ~ cst fJJ 0 .:::ill)91?t 0 QI n I .d,

m 'e)1JfI~lJ'Vlfl'\1'U1l'J-J1'U 'Vl-J'Ut'Yl'e)b'\1fll~ 'e)1JU1J1Jff'e)1JfIllJ'Vl t fl !1J'Ufll~ 'e)1J'\J'e)-J~ 1U'Vl'Uu ~~")j'1m'Vl
q q

!'\1lJ1~fflJlJ1fl~fffl!'yh~ 'il~!rJ'U1111~ U~~ l11tl1~ f{flEl1!14'e)'\11f111lJ crlJ~ 'U1i'iJ'e)-J~ 1Utl~ fl ff~~ fl 'e)
q

1J~'\11~ U~~'\1tl1l'J-J1'U~ff-Jtlfl tl1J~1Utl~~llJ fl'e) 11'il~l'J~ri-JN~~'e)fl11lJff1lJ1~f11'Um~u~-J.;r'U

'iJ'e)-J'e)-JAm!nmjmJ~!;-Jtl~lJ1W ,htfflJU 1'U~tl'iJ'e)-J~1'U1'U f'e)l'J~~ u~~fi1m~l'J t14'e)'e)t1J1t1~ ~

5flI1W~~1 1tl'iJ'e)-JflrilJ~1'e)~1-J U~~m1lJ~fl!,1'U~ij~'e)11'il~l'JcIJ l11m~11~~lJ1~N~ 1fltl1~!fI~'e)-J
q

.
Yi~~~1JumhfiqJ 0.05

. "
'il1flm~f{flEl1 ihN~Yi 1~lJ1'e);;tl~ll'JN~ 1~~-Ji'l

Q.I ..•. 1 J, QJ ,

2.1 ~fl~W~'t1Hu 'j~'tflfl'j fllilVl'j'iJfl.:.tm1'lJVl1fl[JH•. "
'il1fl~1'U1'UflrilJ~1'e)~1~Yil11m~f{flI1l'n-J'\1lJfl 160 fI'U N~m~f{flEl1'Yl1J11flrilJ

q q

"~1'e)~1~!rJ'U9J'1l'J'lJ1flfl11'\1~-J ri1'UlJ1flijm~ 45 iJ~'U 1tl 'il1Jm~f{flEl11'U~~~1Jtl~qJqJ1~1 ~~~1J
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1J1i11'j -H\.Hh'U 1i1qjeJ~l'U'j~~1J ~~flfll'jUf-I'U fli1~mViv1JL~l iim~~l'U'j'nJ 1'U~luml~1J1i11'j 15
II

1l~'U 1'JJ U(l~ri1'U 1mul:Y~tlfl~lVG!fmJ lmuLm~ ~lVG!fmJ1'll'j ~mfllfWl'U
u u •

2.2 ft llllftv\L 'l1'Ut~tIlO'lJiJ \l ~fJ~ti ~f.ltlvi aft lllllXllll 'it!''Ufll 'itt';~.u'U '\10~a~vtfl 'i' 'U

\11fl f-I(lfll'j ~flfn 'V'l1J11'V'lirm l'U 'j~ ~1J1J1i11'j1'Wml 1V~1'U~lv~h~"'l iiml1J~fl

Lli 'U~eJ1J\1~vlflm11J~ ri ~f-I(l~eJfl111J'ffllJ1'j fll'U fll'j LL~~~'U'\JeJ~eJ~ftml'Ufll1~ 1J\1\1,j'U11 fl 111J•
'ffllJ1'jfll'Ufll'jU~~~'U'\JeJ~eJ~ftmmjl'U'j~fl1J'JJ1'Uflm~ (fiWQ~V 3.24) ~eJ i~~lJ1mm~mj\1'U

OJ

Lf1'U1'JJ Lm~iifl111J~flLlf'U111J1rr'VI"'l iifl111J'ff11Jl'j fI'VI1~fll'j LL~~~'Um~~l'Ufll'jlfl lLml~rf

'" 91 '1 Q.I • ..J 4 1 91 d • Q.I Q.I.c:.. 11
U(l:;:\1flfll'jfl11meJV 'U'j~fl1J'ff~ (fllLl1(lV 3.57) GJf~U'fffl~i1Li1'U11'V'l'Ufl~1'U'j~fl1J1J'ji11'j H1V

OJ OJ OJ

'lfl~"'l iifl111J~flLlf'U111J1rr'VI"'l 1,rfl111JbhflUJLL(l~'ffir1J'ff'U'U1J\1~V~l'Ufll'jlfl lLml~l1 U(l~
u •

II II

~fl fll'jfl111Jfl 'Uflll~ 1J\1~,j'U~eJ~m~'l Lm~iifll11J 'ffllJ1'j flm~ fll'j U~~~'U1'U~l'Uil b.!~ ~~ir'U
I I jJ I

1J1rr'VI"'l~~fl1'j~1'j ~'fmn HU(l~iWl'U1LfJm~1JftflVfll'V'l1'U~1'Uilmh~~mueJ~~eJ 1'JJ

bid'U1J\1~vl'U'j~fl1J'jeJ~(l~lJ1fllmhfl1J l~un

~ Q.I 9J Q.I ,d.J 191 d • OJ

2.2.1 lJ \1'iWfll'Ufll'j \1flm~1J1'Ufll'j (mLl1(lV 3.31) GJf~U'fffl~i1Li1'U11'V'l'Uml'U
II •

'j ~fl 1J1J1i11'j~lV'151~"'l iifl 111J~flLli'U111J1r1'VI"'l iiml1J'ffllJ1'j fI 'VIl~fll'j LL~~~'U1'U1J\1~v~l'U il Vi
'J/ , • 'J/

'j~~1J'JJ1'Uflm~ ~~ir'UL.wmVl1J~flfll11J'ff11Jl'jflm~fll'j U~~~'Ul'U1J\1~vil1J1rr'VI"'l~~fl1'j 1,r

fll11Jb11f1UJU(l~ 'ffir 1J'ff'U'U~1'Ufll'j f-I~fl Lm:;:1J1fll'j 1,riifll'j'JJ'f1J'JJ'j ~U(l~i WI'Ulfltu fll'V'l fll'j f-I~flu q q q.~ "~
Lm:;:1J'ifll'i eJV1~flm'U eJ~fl" eJfln(ll

~"'91 '91 91 ,.d & 191Q.
2.2.2 lJ\1\1Vfll'Ufll'jlJ~L'U'UbJflmLm:;:flm'Pl (mLl1(lV 3.28) GJf~U'fffl~i1Li1'Ul1

'V'lirfl~l'U 'j~fl1J1J1i11'j ~lV'151~"'l iifll11J~fl Llf'U111J1rr'VI"'liifll11J'ffllJ1'j fll'U fll'j U~~,J'Ul'U 1J'il~V
if, , "

~1'Uil Vi'j:;:fl1J'JJl'U flm~ t1'11J1rr'VI"'l ~eJ~fll'i LVl1J~flfll11J'ffl'lJ1'j fI'VI1~fll'j U~~~'Ul'U 1J\1~vil
"'''' 191 0 '" '" 91 91 911J'i'l:l'VI"'lm'j i1ml1J 'fflflUJ Lm~'ff'U1J'ff'U'Ufll'U fll'j fleJ1J'ff'UeJ~ml1JfleJ~fll1 '\JeJ~(l flmU(l~ fl mflu. OJ

~ Q.I 9J ~ .Cll 9J • d ..J 191 Q ,

2.2.3 lJ\1\1Vfll'Ufll11J1i111fll1L~'UU(l~fl'U'VI'U (mmblV 3.25) GJf~Lt'fffl~i1Li1'Ul1.
'V'lirml'U1:;:fl1J1J1i111 ~lv~h~"'l iifl111J~mlf'U111J1rr'VI"'l iifl111J'ffllJ11 fll 'Ufll1 Lt~~~'Ul'U1J'il~V

'JI, , "

~l'wilVi'i:;: ~1J'JJl'U flm~ t1'1~eJ~fll'j LVl1J~flml1J 'ffllJ11 flm~ fll'j LL~~~'U1'U1J\1~vil 1J1rJ'VI"'l fl1'j

1
91'1 '" '" 91 d! 91 "I91_~ 1 ''''
95'UW1J1Vfll'j1J1i111 fll1 L~'ULm:;:fl'U'VI'UL'V'leJ'ff'jl\lml1JtflLlJ1V1J 'Ufll1 Lt'\J\I'\J'U.

~ Q.I 9J Q.I A tI t d ..J 191Q'
2.2.4 lJ'il'ilVfl1'Ufll1\lflfllWI1\1fl(lV'VIti (fllm(lV 3.23) GJf\lLt'fffl\li1Li1'Ul1.

'V'lirfl~1'U1:;:fl1J1J1i11'j~lV'151~"'l iifl111J~flLli'U11fll1 flli1'Uflll:Ym1fl'U fll1f1'il LL(l~LihmJ1v'\JeJ\I
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w·rw,nu f1l'j ~~\9l1lJfl"l'J'Vl1r"U (J..:Jfiu<U..:J'llULm~fll':i'vh benchmarking ff(J~flft(J..:J tl'ULih'l1ml'J
q ••

L~(Jfff1..:Jfll1lJ lri'nhl'J'U 1U f1l'j u <U..:J'llU~mhLtl'11U'j~~mJ1u flm..:J..
2.2.5 il 13.ij'l'Jri'lU f1l'j .ij'~f1l'j'Vlf'Wl'.l1f1':ilJUIJ6 (fhLU~l'J 3.04)

q

2.2.6 U13.ij'l'Jri'lUf1l'jl11(J..:Jf1f1':i (fi1b'Q~l'J 3.03)

131fl<U(J2.2.5 Lm~<U(J 2.2.6 'W1rh LUuu13.ij'l'Jm1lJmm'jfl'Vll..:Jf1l'jU<U..:J'llu~ijfi1

LU~ l'J1U 'j~~'U 1fltl' tlU ~..:JfflJwJ'jl11m(J;hh1l'J ;{(J lUlI13.ij'l'Jri'lU f1l'j .ij'flfll'j'Vlf'Wl'J1f1':ilJU IJ6
q

'WUfl..:J1U'j~~'U'U~'I11'j fJ1l'J911..:J'U~E1'Vl f1l'jllu 1'Vll'J ~ltl~ (lJ'I11"lfU) ijfll1lJ~ml1U11'U~E1'VldJ ij
" ..

fll1lJmm'jfl'Vl1..:Jf1l'j U<U..:J'llU 1U U 13.ij'l'JU~1 u,,~ 1113.ij'l'JYifflJm'j l'JflmbUU 1h ~ b~U~ 131'jW1LUU~Lft'IJ

;{(J f1l'j~1l'Jfi1\9l(J'UU'VlU~LUUN"..:J1U (fi1L'Q~l'J 2.44) 'jllJii..:J1h~L~uil13.ij'l'Jf1l'jfh'l1Ufl1(Jf1lffn'11
." .

'I1l! 11U fll'jVl1..:J1U "Utl..:J'Wufl..:J1U (fi1LUftl'J 2.54) f1..:JUutl'l'U~E1'VldJ ~ (J..:Jf1l'jL~lJ~~m1lJff1m'j fl

" " "'Vl1..:Jf1l'jLL<U..:J'llU1uil13.ij'l'JU 'U1rJ'VldJ fll'j 111m1lJb11flW1ufll'jUn'L "U'lHmh..:Jil13.ij'l'J 2 <U(Ju111'~~u
" q. " "

1~l'J.ij'~ 111ij1~fll':i'lh~LiiuN"..:J1U(Jci1..:J hH..:J 1ffU,,~i~b13U u"~buuYil'JtllJfml..:Jff(J..:JfJ1l'J Yl..:JfJ1l'J

9l"" 1 Cl. C:t 3J Q.I Q.I Q.I Q.I <jJ ~ f ~ ~ 0 9J 9J G) 0 I

Nu'j ~ blJUfltl N'U..:Jfl'U'UW'151U"~'WU fl..:J1UNflflu'j ~ LlJU 'j llJ fl..:Jfll'j fll'l1U ~fll1lJ flll'11U 1 ~U \9l1U'11U..:J
~ ~ u ~~

..:J1U11(Jci1..:Ji'~b13u L~(Jfff1..:JU'j..:J~..:J1131Ufll'jtJa1J~.J1U(Jci1\lijtJ'j~a'Vl~m'WLL,,~tJ'j~a'Vl~N"

dQ,l • d d d, Cl. <jJ C:t di Q.I Cl. dt 9J
U tl fl131flUtJWI 'Ul1lJ'Ul..:JtJ'j ~ L~U 'VlU113~l'Jflm'W 131'jW1~1l'J fl (JL'jtl..:Jf1l'j 13~fl13f1':i'jlJ L'W(Jff'j 1..:Jfll1lJ

~lJ-wU13'U"~m1lJff1'l1fl~h~'I111..:JfJ1l'J (fi1b'Q~l'J 2.7) Lm~L~(J..:J'U'j'jl'J1f1lft'lu~Vl1..:J1U (fi1b~~l'J

2.89) ~..:Jijfi1b'Q~l'Jtlci1 ULflW ~fitlU<U1..:J~1 ff~r1'(JU 111'bl1U11'U~rJ'VldJ fll'j L~'1fl1bUU f1l'jtJf'U..
'U'j 'j l'.l1fllft'~~1 U~.yh'llU 111''Wufl..:J1UVl1..:J1Utl ci1'l~m1lJ ff"U iim1lJf ffflLffiJ (JU'I1~'111~.yh'llU

q ••

bUU'J!lU 'I11:l'l~ ff(J'I bUU f1l'j VIl'llU ~ djUYilJ'I1U bff~ lJ fff1..:Jfll1lJ fflJ-WU £'j ~'I111..:J'11t!1 l'J..:J1U 1~l'J

Q../A .d. QI ~ I QJ

fll'j13~fl13f1':i'jlJflW1 LL"~ffU'VlU1fll'j~U"l ':i1lJflU

thu lu1J1J .ij'l'Jri'lU fll'jil1tl..:Jf1f1':i 'WUfl..:J1U'j~~'U'U~'I11'j fJ1l'J911..:JdJijfll1lJ~~bl1U
VI" I

11'U11J'VldJ ijfll1lJff1m'j fl'Vl1..:Jfll'j LL<U..:J'llUluu 13.ij'l'JU~lff~ ~..:JUUtl'1'U11J'VldJ ~(J'Ifll'j b~lJ~~fll1lJ
q

" "mm'j fl'Vll..:Jfll'j LL<U..:J'llU1uil 13.ij'l'Ju111'ff'1~U 'U~1J'VldJm'j 111'fll1lJb11fl W 1ufll'j 1Jfl(J'U'jlJl1flIJ~ fll'j.. "

'U1m'j bm~ml~ ~il11 11mfl~u fl11~bUUtlci1uu 13mJU fff1..:Jfll'j b~l'JUn 11'WUfl..:J1U b~tl bllU<u III q <u

"C:t 310 9J A 9J 0 91 Q.I Cl. <it do 0 Cl. QJ 1'JJ '" 'JJ
'V'lU~lUml~~U1 flmfl~ flm'Vl1 flm\9l~ffU b13flTjlJfll'j~lbUUfll'j'V'l~U1 'I1'V'lUfl..:J1Uflbl1

~~au 1131u"U(J'Ub"U\9lfll1lJf'UN~'15tl'U~fh'l1u~ l1tlci1..:Ji~b 13U hiNfl"U1~D1Ul13fll'j ~~au htlci~ ~
. 'U 'U 'U

1J..:Jfl'U1JW'151b~l'J..:J~b~l'Jl ijm1lJ 13~..:J.ij'..:JLL"~13~'11131u f1l'j LLn'ilW'I11 ijfll'jfff1'lN'il1~ij 13~l'J1i'j'jlJ
u 'U U cu

'JJ 0 ?I '"
U,,~ LUU fll'j'Vll..:J 1U buU 'VllJ
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..
fllVl 't'i1-311~~1-HtnVl~'W1'Wij 'W1fl~

'ill fWH'Ifn'i ffflfJ1 'W'Ull'V'l'Wfl,nW'i ~~'U'U~'\11'ihnn.htl-:jl'U ~htl'ih-:j"1 iifl11'lJ~fl.. "
b~'U~fl1l 'il~t1li ri -:j~H:'1~flfl11'lJ~1'lJl'i tll 'Ufn'i U.u-:j<iT'U 'Ufl-:jfl-:jf1mlifl1fl'\11-:j'h 'il~1'~\nfl ~'Ul'U fl'Ulfl 'fl

~flfl~l'U'i~~'Ub! -:j (rilb'Q~t1 3.97) ~-:jU~fl-:j1"rd~'U':i1'Wlrml'U'i~~'U'U~'\11'i ~,hmh-:j"1 iifl'n'lJfllfl

"QI t::!~ G\j1AQI,:::i iii IQ/ tI ~,. QI q91
WJ-:j'\1'ifl'flfl-:jfn'i t'\1'U'i'l:l'VI"1'lJfl11'lJ~1'lJl'itl t'Ufn'iU'U-:j'U'U'Ufl-:jfl-:jflm'lJlfl'U'U tfltltl-:jfl-:j tl'ifl11'lJ

OQl Ql21Q191 OJ A tI QI fjJ • .d 4 Gf9ld I

~lflWfl'U1J'il'iltlfll'Ufn'i1fl 1bfl'il~'\1 U~~'ilflfn'ifl11'lJ'i (fllb'Q~t1 4.19) CJf-:jU~fl-:jtl'ib'\1'U11
u ~

'Wlr ml'U 'i~ ~'U'U~'\11'iNltl'lfl-:j"1 ~-:j1la1J~m! 1~1 'Ufn'iC)$fl'lJ'l'l11-:jmfnfftll'U 'lJfl-:j11'il~t1flU!fll'W

-:jl'U"1l'f1W b'W'il~~ fl'l:lf;U~'Ufl-:j-:jl'Ub~t11,j'fl-:jn'Ufl11'lJ1I~ flfl.f1t1'Ufl-:jfn'i b~'U(ll fnff ifltl'fl'i -:j U~~ ii
u

" " "QI ~31 Gl9I fI d IS) 'QlGf~Ql9I d. d QlQI'jJ

fl11'lJfl1fl'\11-:j'\1'ifl'flfl-:j fn'i ~'\1fl-:jflm'lJfl11'lJ~1'lJl'itl t 'Ufn'i U'U-:j'U'Ut'U1J'il'iltlfll'U 'U'lJlfl'U'U fl-:j'U'Utll

. " "
'U~iJ'VI"1 ~fl-:jfn'i b~'lJ:Uflfl11'lJm'lJl'i tl'VI1-:jfn'i u.u-:j<iT'U1'U11'il~t1ill"r~-:j~'U 'U~iJ'VI"1fl1'i 1"rfl11'lJ~

dl'f1t1!U~~ ~lr'U~'4'U~1'U'VI1'Wtllm U~~ -:j'U1I'i~'lJlill ~fl L11 ~-:ju'lJ1'U1I'il~1J'U~~ fl~m1'1 u~'U~iJ'VI"1
'JI •• 'JI I'

fl1'if11'i -:j1fl'l:ll L1u~~~I'lJ'Ull"r~~'Ub.wm~'lJftfltlfll'W l'U~l'Uil ~fl L1Iflvl-:j~mufl-:ju~~V-:jv'U

um~brlfl~ 'ill'i ill 1~-:jfl11'lJri'1'lJl'i tl'Vll-:jfn'i u.u-:j<iT'U l'U tI 'il~t1~iirilb'Q ~t1'Ufl-:jfl11'lJ

fllfl'\11-:j~1"l'fl 'V1'Ul1V-:jb~'U1I'il~t1~b~t11n'U~1'Ufn'iUlfl-:jf1m (f11b'Q~t13.85) ~-:j~flflfl~fl-:jn'Uril

m ~ t1fl11'lJ~fl b~'Ub~tI1n'UtI 'il~t1u"1'Ufll1~ tI 'il'il1J'U ~-:j'W'Ul1iiril~1~fl b'lf'Un'U (ri lb'Q~ tI 3.03)..
~~..1'fl'Ul"rb~'U11'WUml'U'i~~'U'U~'\11'iNltl'lfl-:j 'U~iJ'VI fn'i1J'UL'VIti ~lnfl ('lJm'if'U) ri1'Ulm1i

" .
V-:jhhl1'Ufl11'lJdl'f1W'Ufl-:j1/'il~m1mj~ fn'i'U~'\11'i U~~fIl1~ ~Ul ~-:jU'U~l'U~iJ'VI"1 ~fl-:jfn'i t~'lJ

u ~

" "
:Uflfl11'lJ~1'lJl'i tl'VI1-:jfn'i u.u-:j.u'U1'U11'il~t1ill"r~ -:j~'U 'U~iJ'VI"1fl1'ili-:j bU'Ufn'i Nflfl'U'i 'lJ't1fl'l:l~~ .

'" 'Jl 0 'I 'Jl -1 ,d ~ ''I '" l' 'Jl 0 'I ,d 'Jl
fll'i'U'i'\11'ibm~ fll1~ J:j'Ul t'\1'lJlfl'U'Ufl11'VIt1J'Ufl~t'U11'il~'U'U ~';j l-:jJ:j'Ul t'Ut1lu'U'Ul'\1'lJ'VI'flfl-:j

~,d ~I II\, I 'Jl 0 'I ~I '" I 'Jl 'Jl 0 ~ I 'Jl 0 d ~ '"
b1J~t1'UU1J~-:jt1J'illflJ:j'Ul ~'U,!1JU'U'Utfl'lJ"1 t'if'U ~'il-:jJ:j'Ul1J'i~ Ul'VIb'U'Ufn'i'Vll-:jl'U'VIb1J'U'VI'lJ-:jl'U

U~~ l,rill'Ul'il (Empower) n'U'WUml'U l'U fn'i~~rff'U 1'ill'U'Ufl'Ub'U'fl'Ufl-:jfl11'lJ1'U~fl'iffl'U l'U fn'i
" ,

'U'1'\11'ifl-:jf1m U'U'U1'\1liu'U tI 'il~t1~l'U 't1fl'l:l~ l'U fn'i'U~'\11'i um~fl11~ ~Ulb~'U tI 'il~t1dl'f1WliUl'Wl
~ u

fl-:jf1m 'lIrifl11'lJdlb~ 'il~
Co A.! QJ Q..I JQ.,I _1 '

2.4 ~t'1m'iYlVli:fij1Ji:f'lJ'llfl! 1'WUt'1~~t'1m 'i 1tfl 'i 1~'t'ifl11'lli:f'll'Vt'Wti fl1 U'U 'ifl 1-39
A tI QI OJ tI '31 'QI.Cto

'illfl fn'i 1bfl 'i l~ 11fl11'lJ~'lJ'W'U1i'i ~'\111-:j'Ufl'lJ~ ~ tll'Ufll'W ~1'U 1J fl fl ~ fl'Ufl11'lJfl fl

bl1'U~fl1/'il~t1~ri-:j~m~flfl11'lJ~1'lJl'itll'Ufn'iu'li-:j.u'U'Ufl-:jfl-:jf1m ~-:jii~1t1n'U~-:ji'U 6 ~'lJ'lJ~il'U

'W'U11
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2.4.1 'WUmlU'j~~1J1J~'Hl'j ~h£J'lh~'U~H1J~I1'V1fll'j1JU , 'VI£J~lflfl (1J'Hl'lfU) ~ij

L'Wft'~l~n'W ijml1J~f1L~'W~eJU'il~mll'j'fffl~'fl111J'ff11Jl'j fl1'Wfll'j U,j~,JU 1'Wfll1~U'il'ilU'Wili.
2.4.2 'WUml'W'j~~1J1J~'Hl'j;Jw~h~'UeJ~1J~I1'V1 fll'j1J'W''VI£J ~lflfl (1J'Hl'lf'W) ~ij

m~~l~fl'W ij'fl111J~f1L~'W~eJU'il~£Jfn'j'fffl~'fl111J'ff11Jl'j fl1'Wfll'j u,j~,J'W1Ufll1~U 'il~u'Wili

LLflfl~l~flU

2.4.3 'WUml'W'j~~1J1J~'Hl'j ;Jl£J'lh~'UeJ~1J~I1'V1fll'j1J'W' 'VI£J~lflfl (1J'Hl'lf'W) ~ij

'j~ ~1J fll'j ffmn~ l~ fl'W ij'fl111J~m~'W ~ eJU'il~£Jfll'j 'ff~1~'fl111J'ffl1Jl'j fl1Ufll'j U,j~,JU1'Wfll1~

U'il'ilU'Wiliuflfl~l~fl'W.
2.4.4 'WUml'W'j~~1J1J~'Hl'j ;Jl£J'lh~'UeJ~1J~I1'V1fll'j1JU' 'VI£J~lflfl (1J'Hl'lfU) ~ij

'j ~~1J1J~'Hl'j ~l~fl'W ijml1J~f1L~'W~eJU 'il~£Jfll'j'ff~1~'fll11J 'ff11Jl'jfl1 'Wfll'j u,j~,J'W1'Wfll1~U 'ilvu'W

Uflfl~l~flU

2.4.5 'WUml'W'j~~1J1J~'Hl'j ;Jl£J'lh~'UeJ~1J~I1'V1fll'j1J'W' 'VI£J~lflfl (1J'Hl'lf'W) ij

m£J~l'W 'j11J1'W'j~ ~1J1J~'Hl'j ~l~ fl'W ij'fl111J~m~'W ~ eJiJ'il~£J~ri ~r.J'(l ~ eJfll'j 'ff~1~'fl111J'ff11Jl'j fl1 'W.
fll'j U,j~,J'W1Ufll1~iJ 'il'ilU'W'liUflfl~l~flU.

2.4.6 'WUfl~l'W'j~~1J1J~'Hl'j ;Jl£J'lh~'UeJ~1J~I1'V1fll'j1J'W' 'Vw ~lflfl (1J'Hl'lf'W) ~ij

'H't11£J~1'W~ bY~nfl~l~ fl'W ij'fl111J~f1L~U ~ eJiJ'il~£J~ri ~Y-I~~eJfll'j'ff~ 1~'fl111J'ff11Jl'j fl1 'Wfll'j LL,j~,J'W

'Ufll1~iJ'il~UU 'liUflfl~l~flU

'ff'jtlY-l~fll'j'VIfl'ffeJ1J'ff1J1J~~l'Wi~'h iJ'il~£J'fl0!'ff1JU~ri1U1J'fl'fl~ '~uriL'Wft'm£J
q •• q q q

. 'j~~1Jfll'jffmn m£J~lU'jl1J1'W'j~~1J1J~'Hl'j U~~ml1£J~1'W~bY~flfl 'W1J'h 'liijY-l~~eJ'fl111J~m~'W•
£JflL~'W'j~~1J 1J~'Hl'j~Uflfl~l~ fl'W 'W1J'hil'WiJ 'il~m~£J1~ij Y-I~~eJ'fl111J~ fIL~'W 1f1£Jij'fll11J~f1L~'W

L~£Jlfl1JU 'il~£Jfll'j \heJ~fl' m U 'il~£Jfll'j11~ UY-I'WL95~fl~£J'VI,r iJ 'il~£Jfll'j ~~ LU'W~fl~lU~~ f1~lfl iJ 'il~£J.. .,

3.1 'illflY-l~fll'j ffmn 'W1J11'fl111J'ff11Jl'jfl1'Wfll'jU,j~,J'W'UeJ~1J~I1'V1c1\1'WU'il~£Jfll'j~~
. "rwU'VIf'W£Jlm1J'4lJ 6v~eJ~''W 'j ~~ml eJ'W.,jl~~ 1 ~~U'W~1J~'Hl'j ~~m'j L'ffj1J'fff l~ iJ 'il~£Jfll'j ~ ~LU'W
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'Vl1'V'lV1mlJl.!£I6 l~ t)~~~? 1~'" fI''Ufl~ ~~1l1'fi'tJ'V'luf1~1'U1'Ul~fl~~ l~1:J1fl'lJ H" m~ 'Vl'lJ~fl'V'lUf1~1'U

lY1fl~?l~U':i ~~~1\11'Uf)1':i1Jfi1J~~l'U 1l1''lJ':i':i~blhl1lJ1l:Jmh~lJ1J':i~ i1'Vl~m'V'l

3.2 ~1f11J~<il'm~fl'lJ'lJ1111':i ~~'V'l'lJi1':i~fl'lJ'lJ1111':i~U~f1~1~fl'U lJm1lJ~flb,:t'U~fl

1J~<il'1:Jf)1':i~?1~fl11lJ~1lJ1':i 01 'Uf)1':iU'li~ ,j'Ubb~f1~1~fl'U ~~ btl'U1J~<il'm~1:J1~lJH" ~flfl11lJ~fl b,:t'U
v •

fl~uwl11:J'lJ1111':i'Vl1'V'lV1mlJ'U£l6 fl1':ilbfl'j1~,1i1bnfl ~lf1~lbl1~ 1fl b~mh L1J1J1'lJ1J':i~bbH'U~l'U...
• v

bm~n \1m ':ilJB'U "l 1'Ufl'U 1fl ~ 1l1'b'I1lJ1~~lJfl'lJ 1mb"~ ':i~ fl'lJ'lJ1111':i'\Jfl~'V'lUf1~1'U 'Ufl f1~1f1Ufl1':i1J

f)1':iflfl mb'lJ'lJf)1':i~fl ~llJ u,,~1J')~ biJ'UH" f)1':ifl1bU'UUH'U~1'Ufl ~1~btl'U')~ 'lJ'lJbY1fl1.nl1'btl'UlJWI':ii1'U

ff1111'lJi-hl:J'lJ1111':i'Vl1'V'll:J1mlJ'U£I6~ fl i1J.
~ ~~ '" '" ~ '" oJ ~ .d ~t

mf1H" f)1':if1f1£11Hf1f1£111~I:J'\Jfl b~'Ufl '\Jflflflbl1 'UU"~ '\Jfl b~'Uflbb'U~'Vlm ~~~bu'U
OJ

v
1J':i~lU~fl1~flf)1':i~?1~fl11lJ~llJ1':i01'Uf)1':iu'li~,j'U'\Jfl~fl~f1m fl~~fl L1Ju

• v v

3.3.1 b.wfl~~lf1H"f)1') ftf1£11fl1~ilbtl'Uf)1':iftf1£11bQ'V'll~milJ'V'lu f1~1'U1'Uml11:J.
v v

~1'Ui-hI:J9h~ H" f)1':iftf1£11~~m \lbtl'U ~1~bQ'V'll~1'Uml11:J~1'Ufl~ f1ri11b'l'i1u'U fl~U'U ~~fl1':i 1Jf)1':i

'\J1:J11:Jf1rilJ1J':i~9nm ll1'fl ':ifl'lJfl" lJ'Vlf111tl11:J~1'U1'Ufl~f1 m 1fll:Jf11':i'W1bb'U1fl11lJ~fll 'Ub~fl~ fl~ f1ri11...
L1J'Vlfl~fl'lJl'Ul1tl11:J~1'Ut'U "l

3.3.2 fl1H~Y\ If)1':i ftf1£11,n'Ul<il'm~fl,rd'flf1flf~ l'U"lh~~bfl'':i£li n~~~'U bi1fl~~1f1
'j/ , 'j/ •

':i11:J~1'Uf)1':iftf1£11'Q1J'lJUi~Y\1f)1':i ff1':i1 ~fl11lJ~fl b,:t'U1'U9h~bf1':i£li n ~b1lJVJ'U~1111fl1J1'lJ~1 ~lf1Yi

fl f1fl~1'Um1~G)$'lJbG)$1'Vll~'lJ1't1'Vl<1(bfl~fW~ i~lJmllJ'V'l?mJ ~fl~1J':i~flfl~~lbY1flfl11lJfl~,)flfl "fl

~11i'~11:J ~fl'Vlfl'U~'lJ1J':i~lJ1ru~V~hiiifl11lJ ~lbtl'U "fln ~m':ilJ~m~~~ri~H"m~'Vl'lJ~flfl11lJ fl~
OJ

rI QI t 0 ~ d dt .a,. d.eX • CJl Q..1 Q/ d
':iflfl'\Jfl~ fl~flm fl~'U 'U f)1':i~1')1 \lfl11lJflflbl1'UblJflbfl'':i£l i f1~fl '\J'U \I~9f11:J~~'YIfl'Um'V'l'\Jfl~'lJ ~~I:J'YI

v

ri~H"~flfl11lJmlJl':i01'Uf)1':iu'li~,j'U i~iflb~'U~'U
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"" "" "''''' 1'J/ 1 "" o''J/ '" ./"'./ 1 'f)mJl lTW"b'l'J1Jqj"b'l nn "lJSPss for Windows Umnm11~11'VV'dtl jJ1J1Jll'JUlll.J 11:J.J
" .

Vhl'WI'l:r ,rVi 6 m ~rVI'VnJ'111'WI'lj h ~~ lJ~ ~'Vl1(l~m ur lJ 'I111'VH.I1ft l'J 2546
q q

~hl'n ~'W~m'W'Wy) mnrfNIl1J1JSlin1rrUfI~ flj~L'Vl~lJ'I11'Wflj ril'Wf)m-:l~tl1lJ~mn 2535
q q

, , <jJ ,

~'W~~f1 U~-:lL~'Wfi~ f/11AiJ1A7uPlA'J11yn 21 ~lJ~I'l:r-:l.yj 1 flH~'Vl~lJ'I11'Wflj ~lJ~~ 2544
q

ruj~rll'Vl6 Ut('W'VltN n1)1J1111j.JmYl;'WfJ1n;nJlrJjc1ffUfJ1mJflmllifu~ (Modern Human
" .A t1Wai 0'

Resources Management in Practice) ~lJ~I'lH'Vl 2 f)l~~'Vl~lJ'I11'Wl'lj W"b' enj

Q,I QI,f QI 0' aJ Q./ "

rut]~~'W1i ~'U~j'W'W'Vl'Wm1fWlm1n1'Wf11n1:JJ'lJEJfJ(Human Resource Management)

t4 ft1'W'Vl{ ~'W1i~YllJ "1'l11lJf1rUl1'W'UeJ-:l~Um1'W:ril~1'11 f) ~~li~f)mj mht11:r5I1~1'11fi ~ : ~flm

LQ~1~mru~um1'W~tl'W:r'lJ1J'W~I'l~f)'ru'W 1J1t1'Vl f)WU'W''Vll'J ~ltl'fl (lJ'I11"b''W)''

1'VltI1ih'l'W,r 111UJUJ1ftmJ fn~l91j lJ'I11Uruci1l91('ff~l'llJl'Vll'J111j~ tJfl f1) uru ci11911'VltI1ft l'J
" " q

"" "" '"lJ'I111'Vltl1(lmf)'EJl91jfl1~~j 2544

'flUtI !.yjtl'W~1'JJfrJmffm11fJifiJ;fJ'1fU~'fIfJ-Jfj1niJUiJ~'m flj ~L'VI~lJ'l11'Wflj ~m'WYi
q • q

"" '"I'lf)Wlf(lU~'W'VI 2546
, " .

jj~i'l'J if'W~l-:l~ 15 ntlf,fYl't[)p)jOWJ nni1ffnEJ?ntlf,fYl'Y1N1j1nfJ'Uv/1 nfJ VilJ~I'l:r-:JYi 1

m -:J!'VI~lJ'I11'Wl'lj h -:JVill~''VIl'J11'JJ'W1~1i!''b'2533
q

QI ..::). Q Q./ r1' Q./ rI , d
1i'W"b'tIl'JlJ'il'Wfl1 mnffnm1ffVUifW]"lJ1 m1fJ)P)V\lflm1lut~n1'Wf11nm'IJEJfJl1UJfJn 2, 7

'W'W'VI1J~ tfl'lJ11"b'11'V1t11fl1j ~flmJ rl1U f)-Wll~mnl'Vltl1fttl~ 1'U~tl'IiJJ 1l1~j1"b' 2545
q q

" " .
'WJ1f(~ 'llU"b'f)(l U(l~ "b'flfl~ f)fllJfl~ 1~liJfJ1J71i7U(J1i1nfJ-wm~I'l:r-:JYi11 flH~'Vl~1l'l11'Wm

q III q q q

h-:l~lJ~~W1(l-:JfljWlJ'l111'Vltl1fttl 2546

U1~ 1"lf~1-:J~ mfV.JfjfJlltl~IlUJfllPInNm'j1J1111'i/U)p)m1jc1Jf.Jnmj'n' flHL'Vl~lJ'I11'WI'lJ
q q

Q.I Q A 0' t d
1JjJ'il-:J 'il'W'VI1l1f( 1~1J1J1JJ111Jflwm'WISO 9000 : 2000 'V'ill~l'lj-:l'Vl 19 flj-:J!'VI'V'llJ'I11'WI'lJ

q q

~lJ1l'lllri-:lr~Y1lJL'Vl1'l1'Wl(lV (''VItI, ~~'W) 2544

1J1t1'V1fllJ'U'W ''VItI ~ltl'fl (lJ'I11"b''W)mVU7ffmnfJ'VfJ\l1J1yn f)nUU 1Y1fJlJ1nlPl (:JJ111"lf'/.J)fj
2545/46-2549/50 flj~!'VI'V'ilJ'I11'WflJ 2545

q
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2534

tJflll~ ~mJ~'W~n "'Vlrl'Wfl~Uft~fll1lJ'YW 1~" 1'W wnrrlml'jrrEJu"lffPIJ'jfmfJ~nj'J'1J1Jl/Yel1u

EJ.Jr1n1'i m ~L'YI~lJ'\11'Wfl'J~1'IJ11'Y1V1f)TJ~~fll'J 1J'\111'Y1fJ1fttlff1'IJ'Vl£J1i'J'JlJ1n'Jl'if..
2533

1.h ~fllr ~l'l.r rl~L~'if':i "fll':i1~fl'J 1~rtfll1lJ~1lJ1':i tl 1'Wfll':i U'Ii\l'll'Wff\I~H)f)~~flfl 'IJtN1.h~ L'YIrll'YIfJ1tl.
~tl~ f)~" 1'Y1fJl'Q~'W~tl~ ruon1'Y1V1rll~m1J'\1l'uillcVi~ (Lrl'J~l1rll~~1m'U~'J) uru cVi~" " ..

A rI jI ell ",f~O/~jI

~~ L~'if~'J'W'YI'Jururn.JlJ1nnmJ'YI1HJn1'iu[]'1J~WJfJ Balanced Scorecard lU'l~ Key
<) A rI rI A Q./

Performance Indicators f)~\IL'Y1~1J'\11'Wfl':i~':i\l~1J~VW1ft~mru1J'\11J'YIV1ft£J 2544

Yin~ '\1~~ht1hvtJft "'Vlrl'Wfl~ 'lJtl\l~tr fNl'W f11'Jtl'J ~tllffl'WjJ:Ufllfl ~tl f11'J£Jtl1Jr11f11'Jutl':i ~tl
rI ~ A QI & jJ 'jJ 'jJ ClIo A tl

A
IA

tl~fl fll'J LlJ'W11'J'joJ'YJ1J'\11'if'W"fll'J rlf)fJl't'l 'Wfll1~lfJ~'Wm\l 1'Y1t11'W~'W'Iiu 'Jrurul
" "

"Lf)fJ~'Jrll~~'J 2545
" .

~fti'lfll ~lH"tl'W n11flfPIn1'ifJf! hni (Modern Management) ;'1J.wflr\ln 1 fl~\I~'YI~lJ'\11'Wfl':i

Q .1" QLtlflCJfLumL'Wl'l2544
d .c::.A ~ 'jJ 0 61 rI G\,.I .:::::::!o Q.I ~ QI

':il'W 1~'if£JtJft "flll~~'Wl ~'Wtl\lflfll':i" ~'Wu'j~1JJ(Jrr1'i~"lfWJ'jf1n1'itJ)im1'iEJ.Jf!n11lU'l~'YI'j'WfJ1n'j

1JljYel 'I11-hO;i 4 'W'W'YI'4~~1'IJ11'Y1£Jlfll'J~flf11'J ~h,rflYilJ.wq'l 'I/'Vltl1i'J':ilJ1n':il'if

2543

L':i'IJl rl~mJlJ'JtU "tl'J~n'YInNft'IJtl\lf11':i':i11Jfl~m~''W1iiJ~':i'Yl1~fllTU'W m&flflfJ111~'ll'Y! f11'J1J'W...
L'YI£l~lti~ (1J'\11'if'W)" 1'Y1£l1U~'W~tl~qjqj11'Y1£l1rll~~':i1J'\11UrucVi~ (Lrl'JfJ~rll~~1)

QJ A A QJ A QJ rI
11ruCVI~l'Y1fJlft tI 1J'\111'Y1t11ftflLflfJ~'Jrll~~'J 2545

1mn 'W'Jn\lrt "fll1lJfim~'W'lJtl~~,rf)~1'W11~'ll'YI fll'JU'Wl'YItl ~ltifl (lJ'\11'if'W) L~£Jlti11
d' QI OJ 1tJ ..• t t rI , d. 'jJ &

1J'J'J£Jlfllrltl~fl f11mft~ rlfWfllYi fll'J~~'W 1 ~u~tl~fl f11'JU'\1~fll':i ~'J£J'W'J" f11'JrlflfJ 1....
ll'Wfl11~1t1~'Wm\l tI~ruOJ111~'\1l'J1i'Jn~1Ji11UrucVi~ Bill cVi1'l1'Y1£JlftfJ lJ'\111'Y1£l1ftV" " .

"Lf)~~lrll~~'J 2545

1CV1'JVn1J~ i'iffl~ "~flil tlf)f)';h Uft~L~1f)il L~m~1JflJllJ~llJ1'Jtl l'Wf11'Ju'li\l'll'W" SMEdata....
91 .ol

~1f) http://smenet.hypermart.net/webboardl00529.htm (2545) [L'lJltl\l 8 ~ft1fl1J

2545].

http://smenet.hypermart.net/webboardl00529.htm
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1t1.!1 mtieJ~i'~~ "~~fW1~I~rt'lf)1'i~lLihH1U f)'jW~mn: 1J1r!VHeJ1'iqf~lf)~" f)1'i~fi1J1~Ufl~l

~1fW1Um~ 1J1t1lt1l11J1111'i~'jfi~1l111,rrucYJ~,rWcYJ~1'Vlt'J1~1'J111111'Yll'Jl~1'J

"Lfi'tJ~'jr11't'l'~'j 2545

't'l'~~ ff'ifilJf)'j "1I9JJU1i'j'jlleJ~rlf)1'j (Corporate Culture)" 111trl1m'lU1111'lIPJU 1J~22 \1,r1J~

3/2544 m!160-63

ad ~
Strategy) fi~ ~L'Vl'W1l111'Wfl'jG}fm~~tfl'ifU 2545

't'l'l.J'Wfi~'W'Vl'i1J'j~Yiu "m.hl'J~ 6 f)1'j1Lml~11f)1'jLL'li~,jU'Yl1~f)1'j9ilm~" lu 1.h:t:1J1C1trn:t:"1f~.
.:::lo Q 0' A rI 'iJ d

1"1flmnlfl'l1:t:rr 1NUf-./Utm:t:1lf1n:t:rrnNm'lIPJClm l1Ul 73-75 UU'Yl1,!'i ffl'Ul

1'if11'Yll'Jlf)1'j ~~f)1'j 111111'Vlt'J1~1'J't'l'1'Ul1l'J1i'j'imn'il'if 2544.
fflll'Jr1 'Wl1fil'.i tll1u1'rrntW,JnClfjnmm:t:U IfJUlfJ1j1nfJ (Strategic Management & Business

.c.. cI t d. 0 QI IClt. rI '3JQ.I
Policy) 'Wll'Wm~'Yl 4 f)~~t'Vl'W1l111'Wfl'j't'l'lUf)'Wll'Wfj'j)~f)1'j 2541

Q.at, cI Cl, rI Q, rI& ..•.J l' rI ~ 0 rI QI ~ 6) 9J Q.I

't'l''i'W'Yl'i 't'l'lm't'l''W1i "f)1'j1Lfl'jl~l1m1J'i~ ~tJ'if'WLL"~lJru111~1f)f)1'iUlf)ntJ'Vl1i'WU1ill~'im ~'iff)1J. ".

t! 1'Ul1l'J1i'.idmn'il'if, 111111'Vlt'J1~tJlh:t:JJ1C1trl1:t:6Jf~7"1f17nfJ1ilwufmhfJd 1-5 UWeJ7IPJffmn
'WU'Vl1J1't'l'l'U11"lfl1'VlI'll f)1j ~~f)1'j fflUfi.wlll{'t'l' 1'Ul1l'J1ij'imn'jl'if 2544..

____ lh:t:1J1C1trn:t:6Jf~7"1flmnNUf-./UtlClfjnmm:t:m'lfnUf}JJ 'I1'l-hfJd1,3,4lW:t: 15

VWeJ7IPJffmn 'W'W'Yl1J1't'l'l'U11"lfl1'VltJlf)1'j ~~f)1'i fflUf)~m{1l1111'Vlt'J1~I'Jt! 1'U111'J

1ij'.imn'.il"lf 2545

____ lh:t:JJ1C1trl1:t:"1f~7"1flm'lffmnrrUrrrlatr'l:t: mhfJd 1-5 VWeJ7IPJffflln 'WU'Yl1J1..
't'l'1'Ul1'ifl1'Ylt'J1f)1'j~~f)1'j fflUf)~m{ff l'U~tJ1i'j'jmn'n"lf 2546.

t!'iflf11 'Wjl'W ~'lf"f)1'.i 1Lflj 1~11fl1111'1~tm l'J1Jt~,m'li~,j'W'UeJ~ffll'Jf)1j1JU'1'Yll'Jtm1'J1JtVitJ1Jf)1J't'l'ltJ

"" "" 'i.1" "" '" .;g iI iI iI • I""f)1'j1JUff~fl ~lJ'iLm~ffll'Jf)1'j1J'WmtmG}fI'J" f)1jl'lf)'tJ1fl'Wfl11~11'J~Um~ 1J'iUJUJl
" "

cI rI ,. ~ rI A Q.I tI
eJ~ntJ 'j)1~'i~flfl" tlClfJ'YI1im'iIPJCI1~ f)l ~t'Vl'W1l111Ufl'i ~'i ~'Wll'W1l1111'Yll'Jlnl'J1i'i'i1lr11ff9il'i2544

O"lft)l 'YlH~.wI9JJU"fl1111H~Ll1'W'UeJ'1'WUmlU1J1r!'Ylf)1j1JUi'Yll'J ~ln~ (1l111'if'W) ~eJf)1jLtll'j

llli'~1ffll1n~ (mW~f)'tJl : 'Wumlul'Wm.l1tJ~lUt'YlfllU lnVffljff'Wt'Ylr1)" f)1'j~fi'tJl
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H1J1Jtnl1Jt1111

~~tH f11111ftvHih-!'\Itl'i'Vi..rfl'il'\.,l'lJ~11't1 f'll~1J'\.,I''t1t11l1nVl (1l'H11f'\.,l)

\?itlU 1)~ t1~d 'if,m\?i tlfl1111tfllll ~tl ''\.,If'll ~H'; 'i ~'\.,I'\Itl 'itl 'iflfl ~

1 '"01 ,1~ . .J .,g 01 ~ I'" 1
U'U1HHI'Uf.11lJ fI'H f1111\1(J'UblJ'\..A'ff1'\.,1'11'U~'lJfl~f111ffflIJl'lHl flff~1IJ1 tutu1 'YI mu~

•• u u

'U~'1111~1fl\1 1J'I111'Y1(J1~mr1'lJl'1mi'J'Jmi'J11f ~fl1J'J~ff ~f1~.ytfll,r'YI'J1'UG~fl111J~fl b~'U'lJfl~

'V'lirm1'U'U~iJ'YI flWU'U i'YI(J ~ltlfl (1J'I111f'U)~fllh~(J~ri~f.H'l~flm11Jff1m'Jfll'Uf11'Ju"lf~~'U'lJfl~

fl~f1m ~~lm~ 'lJflfl111J'i11J}jfl \11fl'Yh'Ul'U fll'J ~fl'UU'U'Ufffl'Uf.111J U"~'lJflUfffl~fl111J'lJfl'Uflru mh~
q

"" "fl1;U\1~ U'U'Ufffl'Uf.11lJijl'1~'I11Jfl3 ri1'U lfl(Jij'J1(J"~~O(Jfl ~~il

ri1'U~ 1 'lifllJ"~1i1J'lJfl~m,r'lifl1J" ~1'U1'U6.u'fl......
ri1'UYi 2 f1111:11'J1 \1'J~~'Ufl11lJ~flb~'U~ij~flll \1~(J~ri ~f'H'l~eJfl11lJff11J1'Jfli 'Uf11'JU~~~'U i 'U

oCl. Clto 91 0 91
U"~ f111'U'J'I11'Jfll'J b~'UU"~~'U'YI'U \11'U1'U 76 'lJfl

q

ri1'UYi 3 'liflbff'UflU'U~ 'llfl~'V'lirm1'Ub~(J1fi'U1l \1~(J~rim"~flfl111Jff11J1'Jfli 'Uf111U~~~'Ufi'1'U

~ 0 fjJ

fl'U "l \11'U1'U 1 'lJfl
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i;,hl,!~1 ,jeltltlil'tJ'\Iel.:J~h1,j'emtl
'lJ 'lJ 'lJ. "

~~~-:.t'l1'JJlULVitl'VI~11J'li'tlll!;'lVi'W1l1'W'lJtl'J'Vn!ml'W ~~~1J1J~ '\11~1'W~ltl"lfl'J
<lI q 'U <fa

fh~H~-:.t hhf1L'UtI'WLflttl'J'\1lJ1t1../ !;'l'J1'W 0 '\1t!lfll~tl1J~~~ 'Jn1Jfll111LtI'W'l~ 'J

o 1. "ll'ltl

2. tlltl•
o 1. ~1f)11 35 1J

o 3. 451J~'WltJ

'" ""3. ~~f11Jm~ftf)1l1

o 1. ~1f)11tJ~OJtlJ1~ju u

o 3. tJ~OJOJ11'V1'\1~m1''Jf)';h
u u "

o 2. '\1~'J

o 2. 35 - 44 1J

"o 3. ~ell'WltJm~ ~ltJ'\1~tlLl1t11Jrvil~'W1tJ
"

o 4. ~lLmt.i'Jg'W "l1tJ~f1~~1J .

"5. tll~'ll'W 1'W~lLmt.i'l~~~1J~1J~'\11~ (,:r1J~111~'lU~~1J~'\11~~~~mr'W 'l'WG'l~lU'\1'\l'JtI'l ~u'W)

o 1. ~1f)11 5 1J 0 2. 5 - 9 1J

"o 3. 10 - 14 1J 0 4. 151J~'WltJ.
I ,dQlQl

6. '\1'Wlt1'll'W'VI~'lf)f1

o 1. ~ltJcitl1l1m1Ju!;'l~~ltlcitlm:h~'ltJ1mfttll'W (DM, DL)

o 2. ~ltJ~,:r1J~'4'Wm~citlm.'h~'ltJ1mfttJ1'W (TE, TQ, TP, TJ, TX)

o 3. ~ltl'Jl'W1J~m~U!;'l~~tr1J~'4'W'll'W"lfl'l (TO)

o 4. ~ltJm~~mf1 (TR)

o 5. ~ltl~'W'VI'Wm~~i1~ (TO)•
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~V1'i1.:.1'l'i'lllUtfteJ'Vl'.i1'lJ~~ '.i~fi'lJfl11'lJ~~H-H'U'\JeJ~'Vi1'\..d1iifl11'lJ t-Hm~1tl'lJl f1'Vi~m!mm~1~~b~fJ
q q

" .
i1~~tl~l~ "l tm'hil11tll'Ui1~~tlfiii~H'l~eJfl11'lJft1'lJ1'.itl 'l'Uf1l'.i tt,j~'Il'U'\JeJ~~htl'ih~

'lJ~11'Vlf1l'.i1J'Ui'Vltl ~1f1~ ('lJm'i1'U)

fh~H~.:.I hh~t:Utl'Utfl~eJ~'Vi'lJ1tl./ ,,~'l'U'i5eJ~11~~ltl,reJfl11'lJtVltl~'Yi'd~GJfeJ~~~1'.i~f1'lJfl11'lJ

tV'U ~~ ~

5

4

3

2

1

ft1 'Vi~m'll ~eJ'lJ11

ft1'Vi~ml1~eJ'lJ11

ft1'Vi~ml1~eJ'lJ11

ft1'Vi~mh~eJ'lJ11

rl1'Vi~1ifh~eJ'lJ11

d 'JJ
t'Yi'U~1tl

hjml'l~
t" • d 'JJ
l'lJt'Yi'U~1tl

1~t-H'U¢{1tleJ~1~t~
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Ull'q,y\!

(Actual) (Expectation)

5 4 3 2 5 4 3 2 1

2. 'lJ~.y'Ylijm':i~fli.:!lhjnW'il1f)~h[J~1.:! '1 (cross function) ~

i,llJJ1':itlih~ i,ll'Wnw':i ~Vli1.:!~h[J

3. 'lJ~.y'l1iim':i ~fli.:!.:!'lJ,.h~JJ1W 1'Um':i~I'1I'U1LH'l~i,lf W1l1~

N''Il1u'lJ'lJvhm'U 1'U'l1m ~f1'lJ~ ,

4. 'lJ~.y'l11~f111lJri1tlT:lJn'lJm':i ~fl;''lvhJ.:!l'\.,\1'U':i~f1'lJ

ufiu$i m':i ~ iitll'U 1'ill~1I1'Uf)1':i~fl i1'U1'ilf11l'U'Uf)1':i~ 1'U

~1.:!'1 (self-managing team)

5. 'lJ~.y'l1M fI11lJ ri1tlflJ 1'Um':i i,lf 1.:!ml~N''Il1'\Jtl.:!N''lJ~VlU" ~ ~

1. 'lJ~.y'l11~nlVl'Uf!1U[JY1flt1'/m':i n'il/lil1Vl JJ1[J '~tl f)~tl.:!Ut'l~~
'jJ • .,

lVlJJ1~i,llJ~llJ i,lml~Ulf1 i;'ltllJf)1':iU'\J.:!'\J'U

2. 'lJ~.y'l1lilfl1tJmi,li~'\'h'Uihh'UillJ1'Uf)Un1Vl'Ufl

lU[JY1flt1'/im n'il/lil1Vl JJ1[J

3. 'lJ~.y'l1iiluUl"flt1' rmn'il Ui;'l~lil1VlJJ1mll'U~l<U'11'ilUi;'l~

f'lJf'\Jtl.:!'lJfli;1lm'l1f)ih[J~ , ,

4. UfJ'U.:!l'U1'U'lJ~.y'l1iifl11lJ UlJl1'U1lf)m~tllJ l[J.:!n'lJl~lVl JJ1[J

'\Jtl.:!'lJ~.y'l1

5. lUU'tlflt1' rmn'il Ui;'l~l~lVlJJ1[J'\JM'lJ~.y'l1iirll'U';l[JM

m':i f11l'U'U~':in 'ilU':i~ i,l'lJfll1lJ rill ~'il

6. 'lJ~.y'l1'MfI11lJ ri1flflJ n'lJm':i i,lf 1.:!f)i;'l[J'l11ll'~tlmm,j.:!,r'U" ,
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(Actual) (Expectation)

~ ~
-«i:l -«i:l. ~ ~ ~ ~

if1)~l1ii«.:jHi1AOflll'Jlt'l'UJ l';m 1Ufl1 'H!'i.:!'II'u
- «i:l •... -«i:l •...

~ -i:l ~ -i:l•... (C •... (C
-i:l i:l i:l -i:l i:l i:l

(C ro
~

(C :II~ :II~i:l i:l c:? :11(;: i:l i:l c:?ro :II~ ~
;t ;t :II~ ~ ~

;t ;t:11(;: u;: u;: u;: u;:;t ;;:t -~ -~ -~ ;t ;t -~ -~ -~uE ~ !r" !r" !r" uE uE !r" !r" !r"

5 4 3 2 1 5 4 3 2 1

fl1'j
';".'>; __'C>.fC;

.-:It. QI.:;1 ..•1 Q.I ••. 1";' "1 91 91 '"
7. iJ~f1l11Jfl1~unJlumlumWl11i '1HHJflfl1:\tl.:jfliJt'lfllYl

q

" .d d Ill1f11:\tl1Jl1lU1:\ouull 1:\.:jtlOfl1:\tlfll1 1:\1...

1o. iJ~1l11ihlf.lUUD1J~fl1~~t'l11J1~tlt11fl1:\~11,j1J1flll'WUfl1~

Mtl vl.:jiiu~ ~ffl1iifl1:\

1 91 ~I '''' '" ~ '" 91 111. lflHt'ln:jH10'lfl.:j1Jflll1J'lffll'ilUU1:\~lUUl1l'll1 'il'lltl.:'l'l'lfl

i-htl
12. iifl1~ lll~tlUmJ1:\.:'IIt1Ht'l! Htl.:jrlfl1~MiiWJ11Jt1ritl.:'l~l

13. iJ~lll1iiU ItliJltl~'il~ll~iJ~tl~~iJiJll~1J~.:jlUU1:\~llfiJ

tl.:jrlflU Mii'llUlfllg flM

14. iJ~lll1iiU lOiJltll.u'Ufl1~m~'illtltllUl'ilU1:\~MtllUl'il 1u

fl1~~fI aU 1'iltliJ~llD1J~.:'I1U(empowennent)

15. iJ~lll1iifl1nJ~iJ t'lltl1J.:jft'iJ'UtJ.J'lfllilUUU1~liJ 1'11'iu1:\.:'1

16. iJ~lll1 1'1ffl11mllft'w tliJfl1~fl~1'il t'ltliJ~flm1Jfl1:\tll1,j 'Iltl.:j
u q

17. iJ~lll1'1ltl.:'l'YiluYllfl1~lliOiJifliJ'iJ~O~lUiJ~'I'mtl.:jrlm 1u
", QI jI.J.?I <I"lo

fllUfll.:j "1 fliJ~l1lUUl1:\fl (benchmarking)
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if \111,r 'U

(Actual)

tll1lttl1~'trr~

(Expectation)

"7 "7

-«Q;J -«Q;J

if \1llfJ~ti~HD~0tll1 mnlt 1'1f:11'U01'111,j~.u'U
"7 "7 "7 "7

-«Q;J ~ -aQ;J ~
"7 -Q;J "7 -Q;J~ (Q ~ (Q

-Q;J Q;J Q;J ~Q;J Q;J Q;J
(Q

~ ;>.~ Q C"" ;>.~Q;J Q;J G? Q;J Q;J G? ;>.c:;;:
;>.~ ;>.~ ~

;;l: ;;l: ~ ~ ~
;;l: ;;l:,,;: ,,;: ,,;: ,,;:;;l: ;;l: -;; ~;; -;; ;;l: ;;l: ~;; -;; -;;"~ "~ ~ ~ ~ "~ "~ ~ ~ ~

5 4 3 2 5 4 3 2 1

1. U~1l't11.Jfll11J tllfttynUfll':i ffr Hm'Vl~ fllH.u/~11~,r f)

(brand)

2. U~1l't1~~11f11U'Ufll/U~ fll':i 'M'f) th~m:lJ1~ ff1Jlll'U~tlf) lJrU

~
~f)~1.'lflfll.•

""" QI .do ~ I Q.I 0 ,..,g ~
3. U111't11JU1.'l::;ff11 ~'lff)~'t11~fll1 ~fl HH'U lt19i~~ flfl1 ff1:lJ11tl

l~lg~U'U~lU1.'l~U~ fll1 Mf)th~ ff~fll fl

""" Q.I.d, 0 I _ 91 """
4. m1l 't11Jfll1fll'H'Ufl:lJ1~lS1'U fll':i ff ~1Jf)Uff'UfI1/m fll':i

U1.'l~ff1:lJ1':itl1.1fi,j$l~l1J:IJ1~1pU '1~ f)th~ fff) flfl ti'f)~~f) l,1fJ ~

5. U~ll 't1}jfll1 ri~l ff~ 1Jfll1 ~ltlU1.'l~fll ':i1.11~'!51d'1J~'UIf ~l ~ 19~

1.'lfl~ 1fl rlmi11'H:IJ1tI'1~lll'U f) th~ ~•
6. U~ll't1 '1~ti11 ~UUU~'H11 ~flfll':i 1.'lflfl1 t11Jl1'U1i(Customer.•

Relationship Management, CRM) :IJ1'~

7. u~l1 't1,..rf1111Jrllftty nUfll1 ~ f)U ff'Uf)~f1111J~f)~fl 11~f) ~

~
~ fl fI1

A'" ::"l' '1~ ~ ~ '191' d8. U':i1l't1llJfl'lff)~'t1H !'H1.'lflfl1Uf)flfll11J~f)~fll1 fll'lf'U 1J.•
d' 'jJ ClI Q.I .I

tJ'UtI~flfl1ff1J'Vl'U1i (call center)

9. fll':i ~f)U ff'Uf)~fI111J~f)~fll1 ~f) ~1.'lflfll~f) ~U~ll 't1f)ti1'U....

d '" .-11fll':ilU1.'l~'t1'Ufll1tu

11. U~1l't1~Mti1'U,,rfl111Jrllftt:!JnUfll1~11~fff)U U1.'l~

1.11~lii'UH1.'lfll1ff!Hfltufi1',r fl~l

12. U~ll't1~f)~vil'U ffl:1J11tlflflft''U a~1.11~fi1liU1.'l~f1111Jflfl

'mi "1 m~nUfI111J~f)~fll1~f)~~flft'1
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(Actual) (Expectation)

'" '"-ao:l - ao:l

if ll.ofJ~i:i'U~(]A8fllnun~ l1tllufl 1111'1i-3.,JU
'" '" '" '"-ao:l ... -ao:l ...
'" -o:l '" -o:l•.. (Q •.. (Q

-o:l o:l o:l -o:l o:l o:l
(Q ~~ ~~ lZl r"" ~~o:l o:l GO o:l o:l GO ~c;;:
r"" ~~ ~

;;I ;;I ~~ ~~ ~
;;I ;;I~c;;: ,,:;:: ,,:;:: ,,:;:: ,,:;::;;I ;;I -;; -;; -;; ;;I ;;I -;; -;; -;;"E "E ,..... ,..... :;- "E "E ,..... ,..... :;-

5 4 3 2 1 5 4 3 2 1

1. 'lJ~livlihl1'nH''lJl'lJ~[JUl'Ylf11'U h1hnnYUl'Ylfl (IT) ~1~'U

fll ':i¢\1l'ihm'U 1'If'tl'U tY1J[Jt) th ,HY~ 1LtY11t)

2. 'lJ~li'Vl~t),:rvt.:jl'llL'I'lf11'U hUtYUtY'UL'I'lfl (IT) 1'Ufll':ifl1rU'U

1i':iilllt) OHlIl 11,

3. ':i:;;'lJ'lJL'Vlf11'UhIUtYl':itY'UL'I'lfl'\Jt).:J'lJ~li'VltYllll':itlrl.:J~l'UUi;l:;;

i''lJ.,j't) 11tl ~ 'tl'U tY1J[J':i:;;'wi H'\1 ti 1 [J.:Jl'Ufl1[J 1'UMt) OHtl 11~t).:J~ ~
ua:>;'tl'UL1tll

_tv 91 'j/ a d. 91 "
4. mlJ'VlL'U'Ufll':i1'l5':i:;;'lJ'lJ IT Ll'lt)fll':iL':i[J'U1;LW:;;lH'\J11tYU

.,j't)1Itl L~t)'lHm:;;'lJ'lJ11ifllnh.:jl'U~at)f'lL1m~
5. 'lJ~li'l'l 1'lff1111lt11flW O'lJfll':im'lJf111~1mf1~t).:jijt)'I'l1.:jtYil~

u ,

1. 'lJ~1l'Vl~il'1l'U1i':i':i1lt).:jftm (U'lJ'lJLlfl'Ufll':i'lh:;;l1q~'\Jt).:j

'lJ~li'Vllf'1U':i111) d~I'U~[JmJi''lJUtl:;;L.,j'111l'\Jt).:j'VlI1~h[J,

2. 'lJ~li 'Vl~ il'1l'U 1i':i':i1I'\Jt).:jfll':ill1.:Jl'U 'h1l O'UL{l'UVi 1I.:jl'U

,oQ,a.r 91 'j/ OJ .d 'j/ rI

3. 'lJ':ilJ'I'lL'U'Ufll':i tY':il.:J11'1l'U1i':i':ilJfll':i L':i[J'U':i'\Jt).:Jt).:Jf1m~
4. 'lJ~1l 'VlL'l!'Ufll':iUi''lJU ~.:jlln'i'\Jfll':i 'tll.:J l'U t) dH~ t) L,it).:j

tYihLtYlJt)

5. 'lJ~1l'VlMmllJt11flW fl'lJil'1l'U1i':i':i lJt).:jftm~L'lr'Uf1wml1
u ,

91 91
ua:;;11u~t)'lJ tY'Ut) .:jmllJ~t).:J fll':i '\Jt).:j~ 11f11

-Q.lq91 OCVQJ 91 .•. 9/qil
6. mlJ'Vl 1'I1mllJtYlf1WI1'lJfll':itY':iHm':i[J1fllflLl1t)m:;;~'U I'llu ,

l1'!! l1.:Jl'U~ m llJ tY'\J1'U fll':i'tlH l'U,
_Old QI_ .•. 'j/ 001

7. mlJ'VllJfll':i llf'll1llm':i lJLl1t) tY':il.:Jf111lJ tYlf1t!JUtl:;;mllJ

tYl1Jf1th:;;'Ydl.:j~h[J
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U'\l'llUl!

(Actual) (Expectation)

8. vi1l! i~fufh~eJUU 'I'll!~m1J1~ UlIU~~llll!1i :i'a1l1l! fm

1Jfitr~'11l!

9. u~lr'l'liJfn;j1Jful1J~ fJl!~1JuuUfn;j ~'111lf)ll'\'h:n'Ul~eJ 1lf
~ ~ .

UeJflfl~eJ'IflUUfill::; f)llW

10. u~lr'l'liJf)ln1'lUN'UU~~fhlf'UfI ieJf)luri'llm!11'Ufln

'I'11'11'U'\JeJ'I'Vitrfl'l1'UeJU1'Iifllll'U(career path)
~ QJ .c:t I d 'jJ

II. ual'l'lm::;UUf)ll1l1fJN~~eJUU'I'l'U'I'll'U'UN~'11'U

12. u~'l7'1'lMfl1111 tYltlWflU fln Uf1'1eJ'Ift m U'I1'1f)lll~ fJ'Uf
u ~

(learning organization)

13. ui'l7'1'lii fln M'\ill U1i,j' eJ11~ '\JeJ'1uill 'I'lU~ ::;,j'eJ11t'll~ fJl flU~ ~
N~f)ll1J5tr~'11'U'\JM'th'U Ut'l::;'Vitrfl'll'U 1'Unm~~eJ'If)ll

14. ui'l7'1'l i ~~flUlHU1Jl::;1JlW Hl~eJf)lli\lal'U 1U~::;llfl

eJm 11'Vitrfl 'I1'U

15. uill 'I'l1lffl1l11'cr1tlty flU fln~llll UeJUU~::;1Jl~liJ'UNt'l

fln l~fJ'Uf'\JeJ'I'Vi-Ufl'll'U 1'UeJ'1ftm~
16. ui'l7'1'l'\JeJ'Il1m Mfll111 tY1tltyflU f)ll~llllUeJUU~::;

1Jl~ dJ'UN~ f)ll uf 1'IflWfhM'Vitr fl'll'U•

543 2 1 5 4 3 2

1. ui'l7 'I'lii111a'!f)ll Nil~/111a '1fl'U'¥irnU'l'VieJ~eJf)ll ~eJUU'UeJ'I

fll111~eJ'Ifl1l'\JeJ'I~ t'llfl 1'U'iJll~tr'U

2. U~'l7'1'l'U1l'l'lfli'U hVflnNil~/uifln~";'Uul1fJ1Jl1tl'Ufln
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iI;)~u\!

(Actual) (Expectation)

"" ""-qQ;l - qQ;l

"" "" "" ""
iI;).ufJ~li'U"'D~0f11UIUUI1 'Ul1\!fl nll,j~,r\!

-qQ;l ,.... -qQ;l ,....
"" -Q;l "" -Q;l,.... ~ ,.... ~

-Q;l Q;l Q;l -Q;l Q;l Q;l~ ("0
<lI~ ~ <lI~

("0

o:l Q;l l;;:> <lIG: Q;l Q;l l;;:> <lIG:
<lI~ <lI~ ~

:;:l: :;:l: <lI~ <lI~ ~
:;:l: :;:l:

,,:;: ,,:;: ,,:;: ,,:;::;:l: :;:l: -;; -;; -;; :;:l: :;:l: -;; -;; -;;"E "E s- s- s- "E "E s- s- s-

3, 'U~1l'VIilfrr:ll1JtY11'i'ty n'UfllJ ff~ 1~f1111Jff1J~'UiJ~vrh~

~'\J1[J')~tl~'UU1;"l~~~~~nn.hv (suppliers and distributors).....
~ gJ a' ~ OJ 0 I Q.I

l'Vitlff';j1'1ff';j';jfl';j~'U'Ufll';jN1;"lml1;"l~fll';j 'l~'l1t1'U 1VU'U'U'VI'U

l1m'\'ltl~

4, 'U~ll'VIihnnH''U'lh 'H11;"l~111'1l'Ul';j~'U'Ufm Hil~/fll';j'lJ~ rm.
, , ..

tlVH~tll'UM~1;"ltl~l1m

5, 'U~1l'VIMfl11 mhl'i't!j n'Ufll';jfi~fi''U i'Ilh~~lJi'U1;"l~f1111Jfi~

i'Hli ") fi'1'Ufll';jHil~/fll';j'U~fll';jtl01'1~tll~tl~

6. Hil~fiw.nU1;"l~'U~fll';j ~ l~\!ml Nil ~'\Jtl-:i'U~ll'VI~f1W.fll'l'll~'U.
~Vtl1Jf'U'\Jtl-:i~1;"ll~l~V~li~

7. 'U~,r'VIilffl111JtY1I'i'wn'Ufml1l'1l'U1U1;"l~fm~f'U~';j 'Ifi'1'U
u •

, , ..
fJWm'\'ltlVH~tll'\.,ttl~

8. 'U~ll'VI~f)l';j'\.hlf1!tl-:ijjtl i'Ufln~~f)l';jflWm'\'l tll'Y1•
'" '1./ i"fll';j'l~f)l';jfJwm'Vi L~Vtl-:ifl';jl1J (TQM), ISO, QCC 1J1'If

, "gJQI 91 od. 1"q 9J .d. _ Q.I

9. 'VIl'Ul~';j'U';jU1;"l~l';jV'U)l'U1J1~';j~l'U~l'UflWm'\'l'l1'U';jlJ'l1lU cu _ q

• .1
fll'H'U~'\J'U

1O. 'U~ll'l1~fll';j nl'H'Ufl1J1~';j!l'U'\Jtl-:i'll'U 1i'tY1'H:i'Un'lm';j1J

tY11'i't!j~1-:i")

11. 'U~1l'VI~'UlV'UlV~';jl'lfftl'Uf)l';j'U~'Hl';j-:i1'Utl01-:il~'U';j~'U'U

U1;"l~ffiJ11ff1Jtl

12. 'U~1l'l1ilffl111J tY11'i't!jll1;"l~'\.h1'l1f1iiflfll';j~';j~liJ'UU'U'U

fl1;"lvm'\'l (Balanced Scorecard, BSC) 1J1itl'UfllJ

~';j~liJ'UH1;"l
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(Actual) (Expectation)

.
if v .• , , , I •.••

1l1ltJ't1tT,UH1\11 0i'l11 UtTUn'H,l 'Utll':iII'U'i'U'U

543 2 5 4 3 2 1

, ...
ill'J1'1~HH'Uil ~

14, 'IJ~1J'I'1hi'fl11lJ thrltyllg~.of) j;'(~~~'IJ1h~1J1tlU~il rml.ol'J
cv, 91 QI

IIg~'Yt\IilI'Ulill'Jl~ m 1J1~j;'(lJIIg~ j;'(ilf)fIg il ~f)'IJil11 ~11g If)

IS. 'IJ~1J'I'1liJf)lilf1lj;'(hr'Yt,rf)nw~ril'U~llJi'Uf)nj;'(fl~j;'(~'Hl

~~1h~~lJillg~fl11lJfif) ht~ "l

I. 'IJ~1J'I'1ii~gf)1~~ll'W'W~l'Wf1'l'Wf)1~'l'hfhh()til~~ill,iil~

2. 'IJ~1J'I'1iJ~flfl11lJ j;'(l:iJlHI i'Wf)l~,jf'IJ g f)cA''W'I'1'W1A'~1f)11•
r111,j~.,j'W••

3. 'IJ~lJ'I'1iJtlll~lf)1~l\J~tyl~'IJ 111'\JOUll'JMotil~~tH,iO~

4. 'IJ~,:r'l'1j;'(l1J1~tli~'Wll'J'IJll'Jf)1~'IJ~'YmcA''W'I'1'W~~llll'WU\J.o[l•
i'Wf)1~j;'(fHfll1lJ 1f1'lm l'J'IJ'I'11~f)1~1l,j~.,j'W

5. 'IJ~1J'I'1iJf)n i~~'IJ,j~~1J1f,lHl'IJ'IJ~~l,r'W~g ~1'W•
(Performance Based Budgeting) i'Wf)1~fhti''IJ llg~,j~~liJ'W

~g f)1~i~~ll'J~'IJ,j~~1J1tu

6. 'IJ~1J'I'1'\Jo~'l'h'Wiri'f111lJ tlltity ti''IJf)nll~l \Ij;'(il'IJUg~

,j~~liJ'W~g f)n j;'(f1~f1tur11i,r ~iio,r'W....
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~ <!t..i 91 "''' Of..i '" ,el'U' 'UelfHl1'UeH)lflYl'j~'l.rl.Jlml1(\?J'jlU(;l~~elU~H'U1~~'jnJ)Y1lJ~(;lVlelft1UJ

~h~jl)'\Jel~~hu'lh~ ~1'U1'U 1 ;;el

'Yil'U~~rhiji1\l~vg'U1~~flli1t) t:j~ffllJTHlrlt) 1,r~n~mllJfflm1tl1 'Ufil1 b!~-:J.;r'U'\m-:J

r:hv"Ih-:J~'Y411~~li~1~•

000



i11flHU1ft ,.

1f)j 'Jff~1'J1J1'11'Vlf11j1JU' 'VlV ~ln~ (lJ'111"lfU)
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"~1tit]~fITi'~fl'rhfll 'fI~ 1.1<u

.!I ~ tie::. 'jJ
""lt1fl1';j<VnW"lm'i:Y1.1'fllU~~

hh£JWWlwcn



fllflN'tfJfl fl

1f1j~ff~\~Hl£nh-J 1J~~'l'l fllj1JhlL'l'l£J ~ltl~ (1J111GJfhl)



127



·-=l •
tTtll 'W 't1 't1 H 1 'W

<v C\ d,QI 6
Ul-:JW111J1ft' ffU~:lJru'j~U

27 iU11'fl:lJ 2500

fl~ -:JL'Vl'¥l:lJ'\11U'fl':i

.at .c::t, Q.I oClt.

1'Vl.'lJ. (L'fl:lJ) :lJ'\111'Vltl1rltllJmH'l '¥l.ft'.2523

Nlt19fl-:J 'lJ1~'Vl fl1'jiiU1'Vltl ~lnfl (lJ'\11"lfU)

1ft'1fl':ifllfl1ft'tI1U 5 (Division Manager Level)


