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QJ

Ltl'UU1J1JH'\"l1:JJU~'U l111,r ~fl1'\"lLn~~tJ:JJ'YI1\1m1U~\I'Il'Ut'UU H:JJ1flt\l~'U ~\lJ'U tJ\lflfll'J ~ 1\1 "l

" . ,
~\lfl1f1j~ U€1~LtJfl'lf'U~\ll9i'tJ\lijfll1Uj1J~1~~tJL.w:JJftfl(lfl1'\"lU€1~~~ml:JJ~1:JJ11t) l'UflT:i1J1'1111;ij~fll1

, " ,
1,rLfl~f111:JJ~1:JJ11t) '¥i'\"lrtJ:JJ1'Ufll1 U~\I'Il'UtJEhn tJ1Jt}l'U :JJ1fl~'U L~tJl,r tJ\Iflfll 1~1:JJ11t)U j 1J~ltl1J

f111:JJll.iml'U tJ'U'tItJ\I~fl11~U l~~tJ:JJ~l\1 "l ~Lfl'U'il~f11~fll1W1~mh\liju1~iY'YInfl1'\"l U€1~tltJ1~

Lfl~f111:JJ'~LU~ (l1J'YI1\1'Y11\1fll1U<U\I'Il'U

1i1fl'il(IlL1l'U1i1fl'il~ij:JJ €1flI'll :JJwi(l'U ~ tJtJ :JJ1flfl-)l 10,000 ~1'U1J1'Y1 1~(lijrf\l
q q '\I q

1J1il'Yl(J1't1eJ\I~l\1'lfl~'I1!eJ~L~(lfltl'Ul'Ul\1m'Wlil1J1il'Yl Original 1J1il'Yl~l\1'lfl~~flcil1:JJ1 ril'U 1my
:JJ1'illfl eJL:JJ1fll(Illu U€1~&1J'Uril'U1J1il'YI~flU1~Lfl'Yl'il~Ltl'U1J1il'YI~Ltl'U'tItJ\lfI'Ul'Yl(l W~'U1\9(hj1J. " .
l~(lfI'U ''Yl(l'l1!tJ~1'Ul\1m1(J1L~(lfl111J1il'Yl Local made ~\l1J1il'Yl Local made 'il~N~~(llL~(I'UU1J1J

~ 1j 1J'illfl1J1 il 'Yl(ll~ l\1'lfl~ L~eJ'tIl(lfl1 (11'UU1 ~L'Ylf1 '11!tJ1J1\11J1il 'Yl~ N~~ ri \leJtJfl'tll (I' UV\lU1~L'Ylf1

31 '1' <:l &31
(J1~'UU1J1J(Original Products) U€1~(lll'l1:JJ(New Drugs) ~m~fl'tl(ll(1t)\l1eJ(I€1~ 14

"'3J 1 Q,I ..• I 'jJ.<:::::to 1 I •.• I 9J
~l(1:JJ€1f11(1eJ~'tIl(1'Yl\lChannel lJ1~:JJ1W 29,000 m'U1J1'Yl fl'U~1'UU1J\I~m~lJ1~:JJ1W1tJ(I€1~ 71

QJ

.:: 'l 31 did '.1 31
'tItJ\I~m~(l111:JJ'YI\I~eJ\I Channels (IH'\"l(ll1J1€1U€1:::11'U(ll) Cl}f\l:JJ:JJ€1f11lJ1~:JJ1W40,800 m'U1J1'Y1

QJ

mml(1\1l'U~lL€1't1 4Q 2002 'tIeJ\IIMS Health N€1'V'll\1'illflfll1m~'ill(1\11JU1~:JJ1Wl1il'l1l.i 1~(lfll1

" "U.u\l\l1JU 1~:JJ1W~l:JJfI 11:JJ'I1'UlU 11'U'tIeJ\lUn'lflm 1'U~'U '¥i'¥i€1\1'Yl~LiJ(I'Utl1J11\I'\"l(ll1J1€1't1eJ\li'~U€1~

'1111l(11J1fll1't1tJ\lfl1f1LeJfl'lf'U~-jl:JJ1m \lfll1 (Cashment Areas) U'Yl'Ufll1;ij~U.u\l\l1JU1~:JJ1W~1:JJ



2

'\J'UlIPl~l'U 1'UI~tI'I!t~~'Vli''V'HJln'nJ'fImm'\JtJ'I1 H'V'HJ11J1~ 'vh1,r\9l~lIPltIlffll1ill (Generic Products). "
'\JtJ'I~lt1 h'fltJ~ 111tJ1H'Il'Utll1'U1J'j~I'Vlf1' (Local Manufacturers) '\Jtllt11911ff'lf1'".h~1t1'lJ~'l1'Vltll<u

19l1'11J'j~I'Vlf1'~lil'UMNC (Multi National Companies) '\Jlt1t11~'UlI'lJ'lJ (Original Products) 1\91t1
e:::1 Q,I .:::! 91 q d .di <j}

MNC lJtJ\9I'jl'\Jtllt1'Vl'jtJtI~~ 12 l'U'\JW.~'VlLocal '\Jtllt1t1'1'jtJtI~~ 18
~ ~

,rtJlJ~U IMS fll'U1w.'\lln1J~1llw.9ftJ'\Jlt1lil'Ul1U1t1 (Units) 'fIW.¢l1t1'jl'f1ltll\911lJ
<u <u

.J .;, 11).1 :JJ I ?l "" "" '" 11) I '?I 11) '" 11) ,
Price List CJf'l'Vl11lJ!t~1'\l~ff'lmlmllJllJ'U'\lHI'V'l'jl~'lJnl'Vltll1lJ11IlJ'U'\JtJ'Il'Vltll1'jtJl'Vlf1' llJffl111'jtl'\l~

<u

~
1I):JJ 1 '" '" 1 """'.1 ",.'\Jlt1\911ml'f1l Price List 1\911'V'l'jl~ H'V'ltll1J1~'\JtJ'I'j;j1J1~'\l~CJftJ \9Itl1'1ilJ'j~lJ~11'jtJ\9ItJ'jtJ'In\9l'j1'f1l

'" <u
I 3J I ,." iIq 910 Q,I d~ .Cl, ~ 0 I Q.I I & r;J

l1\911ff\9lI'V'l'jl~u~'U'U'jl'f1l'VlCJftJ'\Jlt1'\lH'\l'l\9l1m1'jl'f1lPrice List 'V'ltJfflJm'j \9I'I!t\9110 t1'150% 1l~1• ~
1119l'U1t11J1t1f11'j191'1'j1'f1l'\JtJ'I!t19l~~~ lt1l119l~~'lJ~ 'l:l'Vltll

, ~
~1t1 Locall1n'\l~ihl'f1ltllliV\9ll1rJ'Unil (Price Elasticity) fitJ 191'1'jl'f1lHff'l1l19l111'• <u

ri1'U ~\9Imf1l14tJi'm)\9I'jln1'j 111'1~'Ufflff~f11'j ~~ tJ'I~1t1111'n'lJ h '1'V'ltll1J1~ 1\91t1lu'V'l1~l'U ri1'U'\JtJ'I
~ ,

h~'V'ltll1J1~6)flJ6)f'U111tJ1H'V'ltll1J1~t'l1IfltJ 'i!~\r'Ul'Uil 2002 liNl'Um 'lJ~'l1'Vltll Local '\l~u'Ulil'U.
, ~ ,

liYtI'Il~tl1n'Uil 1J~mw.l1U1t1f11'j'\Jlt1111tJ Sales Units IVllJ~'U~'\l~'111I9lI~'Ul~IVllJ1l~~1J1'1'lJ~'l:l'Vl
j/d .Cl, 'jJ: ~ ~ <J1 I

1\9lllJ\9II'l'U~\9I~'1\911t1CJfll'V'l'j1~u~'U'U\9Im\9ltll'Vl'lMNC !t~~ Local Segments 1\91t1fl1'V'l'j1lJllm'Ul'\l~

i1t1tJ\9II~'U~lnil'jlt1'11'U'\JtJ'I IMS Health ~'1~tJ'Il11fh Adjustment Factor ~lilW)\9I'jlri1'U'j~l1il'1

"" cd:JJ .J '" I:JJ I .J ?I '"
'jl'f1l'\Jlt1'\l'j'l (lu~tI) 111'j\9l1t1'jl'f1l\9l1lJPrice List CJf'llJlJ~'fIl'UtJtlm1l1'U'ImllJ'U\9I1'f1W.

<u <u
, , ,
'" 'I ~ :JJ'" '" I "':JJ "" 1 "':JJ 0 ''Il'V'ltJ111lf1~I'fltl'ln'lJ1J~'fI1\91m\9l'Vlll'Vl'\l'j'l\9ItIlu'V'll~Local Segment 'Vl\9ltJ'I'Ul111nm11'U

, ~
liUI'V'l'j 1~f11'j'\J1t11'U'lftJ'I'Vll'11H'V'ltll1J1~'\l~19l1'1'\lln'l1tJ'I'Vll'111'Util 'l1tJ'I'Vll'l11'Utllri1'U 1mU'\l~'\Jlt1

"
Glj!9 ~.<::::t.9Id.C! 9 IV 1 r;J~r;J

\9Ilml'f1l Price List !t~~ 111ff1'U~\9II1J'Uff'U'fIl'VlI'jtlml11tllJ ff1'U6)ftJ'I'Vll'l H'V'ltll1J1~ HCJftJ\9ItJ'If11'j
<u

9J d .<::::to I ~ .<::::to 'jJ ~ Q,I I ~

111~\9Illl'U'jl'f1lff'Vl'limnmlf11mtllJl1J'Uff'U 'fIll1'jtJtll\91Tfltll'1 1'V'l'jl~u~'U'Uf11'j'jlt1'11'U tltJ\9I'\Jlt11'U•

d I Q.I.<::::to I Q.I , .c:!' I I & 0 Q.I I

ll1'Uff1'U\9I1'f1\9111\911Adjustment Factor 'Ul'\l~lJ'fIltJ~'j~1111'1 0.85 t1'1 0.90 ff1l1'j'lJ6)ftJ'I'Vll'1

h '1'V'ltll1J1~

'\l1n1J~ ~ 1'j 1lJ'\JtJ'I'l1tJ'I 'Vll'lh '1'V'ltll1J1~ I'j lm~pqj~fi 1\91m\9l\91llJ n~ lJ'\JtJ'I1j'Vlttll
~ ~

(Therapeutic Class, Levell) '\l~ll1'UilIVltl'l 5 n~lJlmY'f1\91 (Exhibit l) '\llnl1'1l1lJ\9I 16 n~lJ1j'VlTItI1
~

(Exhibit 2) fi'Uri1'UllU'l\9lm\9lnil1tJtI~~ 70 '\JtJ'IlJ~~l\91m\9l1'U'l1tJ'I'Vll'lh '1'V'ltll1J1~l1'1l1lJ\9Ill~~
<u

~ ~
i'mn'j~\Ol'lJm\9l~tJ\9I'j~tI~nm 3 lJ 191'11119llJ2000 llitl'lJn'lJlJ 1995 tll 5 mllJui1ri1'UIIU'I\9Imm1lJ.~ ~ ,

IVltl'l1tJtI~~ 65.8 '\JtJ'I\9Im\9l'l1tJ'I'Vll'11H'V'ltl11J1~11'1l1lJ\9I1'V'l'jl~u~\r'U'lJ~'l1'Vltl11\91lii1Product Line
" jI 'j) I 'QJ d & ~l

tJ~I'U 5 n~ml'VlTItI1U '\l~mtJf11m~'lJ 1\91~11'U1m!11\9l111n !t\9lf11'jll'\J'I'\J'Un't.!'1'\l'lllJ'Uff'UllJ'\JtJ'I
:JJ:JJ "":.!l'"
Hnm!t~~lJHlJtJ
<u
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" .
~,nr'U hJm'Vf'j1'lJ'IJ'fJ~'Ii'jf)'iH.l11J~t~'\..r:h t~'U'Ii'jf)1JVi~'fJ'U1fl\91 ~fYf)l'Jm'Vl 1 'Uf)1'j••

" " .
1J~'lf1l'Jf)'fJlJQLlfl11~lml\9lm~tft'HJ~f)1J'IJ'fJ~1J'j~t'Vlft' l,r f)'j~t~'fJ~~'U'lJll~ u~i1t1J'I11'l1~f)Vi'I'Jf)

"~ Q..I 'JJ .<::::to I Q,I ~

lJ 'j 'l:J'YIl'Jl\9l'fJ~tNGIj'fll'fll'J'U'Ufl'fJ
" OJ

1) 'Ii'jf)1Jl'J1 t~'U'Ii'jf)1J ~~f)1m~~.u'Ui1'ULl~ ~ml'lJt<tJ'lJ<tJ'U w:I~'j'Um~
II q <u q

" .
2) lJ~ lJ 'YIl'Jll 'U'lh~t'YIft'l 'YIl'J~ml'lJU\9lf)~l~ 1 'U'IJ'U1\91'IJ'fJ~lJ~lJ'YI'lJ1f) ~~~lJ~lJ'YIVi

::ll '" 0''1 '::ll ~ '" _I 'I 0 '" '" .d'" '" _ I
tlJ'Ul'Jf)'l:J~'11t1JtlJ'U1J11\91~1\91'lJ~lJlJ'j~'lJltu ~'Uf)1'j'YIlf)1'j\9lm\9l'lJ1f)'lJll'J 1J'j'l:J'YI'YI'lJ'IJ'U1\91f)m~mlJlJ'j~'lJ1tu

1 'Uf)1'j1J~t1Jl~\9Im\9l11J'lJ1mrf) 'j1'lJi1~lJ~IiYll'Jl'IJ'Ul\9lt~f) ~U'YIlJ~1J~ l1J~~lJ1J'j~'lJ1tu l'Uf)1Hl1f)1'j•.'" ,\9I~l\91!'Vl'fJ'\11Ll1'Ufl'j'fJ~\9Im\91

3) f)rlmi11'l1'lJll'J 'I11'fJ~f)1l1~~fYf)l'Jm'Vl ~1J~'lJ1tu ~1i1\91
• OJ

I ')J I ')J

4) I9i''U'YI'U1'Uf)1'j Nil\9lViLl~~'U u~m~lJ~lJ'YI11Jm'lJ1'jtlN~f)m'j~I9i''U 'YI'UViLl~~'U
II qJ q <u

II) _ I '" ~ "'1 II) ~ di ::ll II) _ I '" 0'
~lJl'J~NlJ'j ~flfll\91 C]f~tlJ'U llJ\9Il'lJf)1'jmlJfl'lJ'jlfl1'IJ'fJ~f)'j~m1~'VlltuGI1l'J

OJ •

Q,I.t d, d.<::::to Q,I & 0 d 9J~ ~ 'If} 'JJ<i1
\9I~'U'U1J~t'I1'U11f)1'j 'YIlJ'j'l:J'Vll'Jl'l1'U~"l1J~ Lll'lJ1'j t1\911Ht Lltll'J'J m'Vll 'I1l'J~l'J'U'fJ~ 1\91~'U

1~l'J~l'J11 1J~$l'fJ~t~'UlJ~lJ'YI~~fYf)l'Jm'Vl ~ml'lJLll'lJllt11'Uf)11U~~.u'U ~ml'lJl~tilll'JlJl'Uf)1m'\i~.u'U

HU lU~~Vi'lJHlJ~'\11119i''fJ~~lffl'J~ft'U~f)~N If)~ tvi'fJl,rl~'lJ1~~fh 1 'j ri1'Ufll'fJ~\9Im\91 lJ~Ii'YI~B\9I11
OJ OJ
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1J1£l'Yl lmmJ~'Vh{lll~l~fl~ ~ltl~ I~U1J1£l'YltJl'IJU1~flm'1 ~iJ1J1£l'YlllJJ()V~
'"

lh~I'Ylfl'&iJU t~tJ1J1£l'Yll$l~ll'WUlj';jnlltJliU1h~I'Ylfl'1'Ylm~unmu1uw.h 23 11 1J1£l'YliJJ>.li1\9lnrucntJl" ..
, "

:lJlfl:lJltJ 11~~I~U-vitl()1I'r1J'IJ()'1~'1ll'V'l'Yl611~~lf1iY'Jfm 1l~i11J1£l'Yl1l~iJ5\9l'j"lfll'j"rilUfl'j" ()'1\9lm~ {1''1
'"

3J, iJ I I

~U11 ()t1"l~'1ll~1I 2542 I~U$lU :lJlll~i U{1'ml~fll'j" w-viiJilty'l1l:lJlfl:lJltl~'1-viflri11~NI9l'U I'j"l~'1I9l'()'1

iJfl n 11m 1~ 11' \9l'j"111{1'()1J~'1fYfltlm'V'lmtiiu()'1flmw'1i1iJ$llu 1~~1I~19l'()'11~1l1~1l iJfll'j"ffml1~'1

llUl~~'IJ()'1~1J1'11l'j"1l~~'V'lirfl.:;j1U1U 'j"~~1J~l'1"l 'IJ()'11J1£l'Yll~() 1~ln~m111 l$llu~ t11J1Ufll'j" ll'll'1'llU~

~'1fju Im~{1'l:lJl'j"f:li'1Jii()tlmill'll'1 1$l~() lu
'"

'" "I?I .J i '"odd I '" 'jI 'jI lJ] 'jI",
li'j"fllltJlf:l()llJU'YIU'1Uli'j"flll'Ylllfll'j"11'IJ'1'IJUl'IJll'IJU'j"Ull H ll~~ Im1J J>.l~m~'Yl1J111fl•••

, ",
fll'j" ll'll'1'llU-viH'V'l'j"llll~U 1I1fl1J1£l'Yl~111'Jf1~:lJlfl:lJltl1U illIlI'l1'u ~'1iru NffmJl~'1iJm111{1'U 111-vi1l~. '"

ffflf!11~t11tl1JillI ~t1~ 1~t11~()'1tl1Jfll'j"1J1 'I1l'j ~~ fll 'j"i U $l1U ~ 1'1 "1 ~ri'1 J>.l~m ~'Yl1J~()m111 {1'1:lJl'j"f:I

1Uflllll'll'1'llU'IJ()'1li'j"nll 5u l$llln•
1) 1iYtI~rnr / WUlinll /lil1'Y1:lJltl

2)
..

I '"fl~t1'Ylli'Yl1'1flllll'IJ'1'IJU•
3)

t 'jI ••
flH{1''j"N()'1flm

4) '" ..
lWlUli'j"'j"ll()'1flm

5) 1Jn t11fllfl'fll'j"l11'11U /J>.l~\9l()1Jll'YlU/ll'j"'111'1111
'"

6) '" '" 'jI 0

'Ylflf! ~ 'Yll'1fll'j"1J'j"'YI1'j"ll~~ ml~ J>.lU1
'"

7) flrum'V'lll ~~fll'j" fl l1J flll. •
8) l'YlfltU t~U{1'ln"UI'Ylfl' (IT)

9) '"fll'j"1J'j"fll'j"

10) fll'j"\9lm~

11) fll'j"l~mm~wWlUl

'" '" 'jI12) fll'j"1J'j"'I1l'j"fll'j"1'1'Wll~~\9lU'VJU

13) fll'j"\9l()1J{1'U()'1m111~'1'V'l()111'IJ()'1~flri'1
'"

d 'jI '"14) fll'j"I'j"tJU~ll~~'V'lWlUl
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oJ oJ

hHJ1J~Yi lf11'.ifhnn11'U 1J~mlHhi1ntJ 'llf!fl~f1Jl:JJ{yl:JJ1'.it1 '1'Wf11'.imj~.um1~'1'W

t11J1J1J'WU~~ 'l'WtJ'Wlfl\9l u~~ri~j:-.j~fl'.i~'Vl1J~tJml:JJrll!~ 1J'lJtJ'!1i'.ifl1Jmh~ h !~tJ1J~ 119i''I11j:-.j~f11'.iftmn~...
oJ oJ

!fl~<li'W '1~!'u'Wlh~ l~'I1u'l'Wf11'.i'WWJ'WlftmJf11'V'l'1'Wfn~19l1!{J'Wfn~'Vll'!1i'.ifl1J VI~'1'WJllf11 \1 !tJfl'l1'W. ~

oJ

fl1Jf11'.i VI'!'l'WU1J1J1J'WU~~tJ'Wlf1\9l•
2.2 !~tJftmJ1U~~ !U1~1J!'¥i~1J!!'WJfl~'lJtJ'!'V'll! fl'!l'W '1'W'.i~~1J\91Wl ~tJU1J~~~ntJ '1M

!fl~f1Jl:JJ{yl:JJ1'.ifl '1'Wf11'.i!!~~,j'W'\m~fl1Jf11'.i
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1. t'V'lfl'

2. elltJ
q

'" ..3. ';j::;~'IJf1Tifl'fl1I1

4. ~ltmti.:J.:JTU

5. ell~.:JllJllJ\9'httl1tl.:J.:JllJ1J1J~,rlJ

<I , '"fl C1~'Vlll'Vll.:Jf11';jtt'IJ.:J'\JlJ

1f1Hi:Yfl.:Jel.:Jrlm

'" <I- 1I'lllJllnJJel.:Jf1m

m';jtJlf11fl'f11';jY11.:JllJ /HC1\9lel'IJtt'VlWttH1J.:Jl1l
'"

t'Vlf11lJ1C1Vi:Yl';ji:YlJt'Vlfl'( IT )

f11';j\9lm~

f11';ji,ytJttC1::;~l'lllJl

'" '" 9Jf11';j'IJ';j11nf11';jt.:JlJttC1::;\9llJ'VllJ

f11';jI9l el'IJi:YlJel.:Jf1dlJJVi.:J'V'lell1J'\Jel.:JC1flfll
'"

...I
""I I

, .
f11'V-1l1i 1.2 mtJ'lJu'UJfi~f11"jftfnJ1l~tJ~ mllJmlJntll'Uf11"ju,j~.;r'U'lJtJ~1i"jn'iltil

q
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~
4. 'lJf) 'lJ! 'lJ~ fll 'Jft 01:11

v V I ,

fll'Jfff)rnfli'-:JU ~-:J~'il~ffmniJ'il~V~nfJ 111'ln~fl11lJ'ff11l1'Jt1 1'Wfll'JII~-:J']'W1'W¢ll'W~1-:J1•
"'I1-:J1'WiJ'il'il1J'W1l"~fJ'W1fl\9l'IJfJ-:J'lJ~11'Vl1'VlfJllJ~'Yh{1l19h~fi" ~ltl~•

..\19111]91'" '''' I 91 1-:Jl'WI'VW 'l1 !~ "f)fjW~'lJfJ-:Jf)"lJ\9l1fJV1-:Jm'lJm'W 'Wf)l':i\9lfJ'lJll'lJ'lJ'fffJ'lJtI1lJ.
~ Ji .:g.di 01 Q.I'jJ QJ I

4.2 'lJf)'UI'IJYlVll'lH'Uf)'t'il fff)fj lmfJ-:J mh ~f)fJ'lJ 'IJfJ-:JiJ'il'ilV~l'W" f)fj W~ 'ff1'W'lJfl fl" 'IJfJ-:J•

'Yl.ff.2546

4.4 'lJf)m'IJYI~m~1m.h

4.4.1 v11U1hBtr'i:: llti-:J1¢lfJfJm~'W 2 ri1'W 1¢llln

"1) iJ'n'Hw::ff'J'U'1Jflflll'tlM'Wun.J1'tJ 1 ~ V~11l'Wf)fJfJf)\9l1lJ'lJfJ'lJI'IJ\9l1¢l~-:Ju•
(1) l'Ylff

(2)

'" d/(3) 'J~~'lJfll'Jfff)fjl
o I

(4) \9l11l'l1'W-:J-:Jl'W

(5) fllV-:Jl'W1mllll'l1t.A-:J-:Jl'WiJ'il'il1J'W••
, 'jJ QJ Q.I

(6) 'l1'W1V-:Jl'W\9l'W'ff-:Jf)~

2) VfJuviifrifJ 1mn~m1:JJrr1:JJ1'ifl7'Umm'li.J.y'U 1~V~11l'Wf1\9l1lJ'lJfJ'lJI'IJ\9l

(1) 1ffmlffu / TI'W'lin'il / dl1'l1ll1V

(2)

(3)

(4)
(5)

(6)

(7)

(8)

(9) fll'j1J~fllJ



(10)

(11)

(12)

8

m~~m~

m~1.ijtl!l(l~vrl'1l'W1

'" '" 'JI
f) 1~ 'lJ~ 'YI1~m~ l~ 'Wll(l~ ~'W'Yl'W.

"4.4.2 f1'JmhvIlU ~tJ fl';mJ(I'l'1J1~T:ll 'Wm~ll~~'I1'W'utJ~'lJ~il'Yl'n~ 1 'WU'il'ilu'W ll(l~•

d/
fI~ll'W'W 5 'YI'1J1I:JT:l~

d/
fI~ll'W'W 4 'YI'1J1I:JT:l~

d/
fI~ll'W'W 3 'YI'1J11:JT:l~

d/
fI~ll'W'W 2 mJ1l:Jtl~

d/
fI~ll'W'W 1 mJ1l:Jtl~

1

5. fl1"l1flYlfl11lln1'lfl 'Ufll'ift fl'l:ll

hhllll'il

IiJ ,'" 'JI
IlJl'YI'W~11:J

l:Ul M'Wt{1I:JtJfj1~~~

"I ' <V :ll ..\ "" dG) 'JIG)5.1 f11111tfl'll1~tH'l!fl1~WU-:j'\l'l! ( Distinctive Competencies) lu'Wlfl~tJ~lJtJ'YlI'l1I'W

f)1')~tJ'lJ{Y'WtJ~m1lJl9i'tJ~f)T;j'UtJ~(lf)A1 lm~f)rilJ(lf)A1 1~l:JtJ~rlml9i'tJ~l91~iY'W1'il11'il~ l,rflw ~1 (value)cu q <u q

'1iJ ' 'JI ", I ' '" , I 'JI, I '" '"
tJm~ mlf)~f)fI1 tJ~flu~~f)tJ'lJ'UtJ~fl11lJ{Y11J1~tl'Yll~f)1~ll'U~'U'W u~~f)tJ'lJml:J u~ ~(Y'Yl1iflTV'l(Efficiency)

f;JWfIl'V'l (Quality) 'Wl~m~lJ (Innovation) ll(l~m~~tJ'lJ{y'WtJ~m1lJl9i'tJ~m~'UtJ~~f)A1 (Customer

Responsiveness) ~~l1:l'W~ ~ff1flty~1 ~l~~'mf)n ~l1l'W'W~1'W'UtJ~tJ~rlm 1'W')~I:J~1:J111 'WtJ'W1f1~ 11lll'W llJ
, "

1'WVlft''Yl1~l~ l.wtJlml:J'lJl.yjI:J'lJn'lJ~ll~~'I1'W ll(l~ 'il~l9i'tJ~'\,hf)nvrl'1l'W 1tJ~rllJ~ ~f)tJ'lJl 'YIriTwl,rl m1tJ f) 11..
.% G) ~'JI ..\ 'JI , "'" 1iJ' 1iJ'JI_~ ' '"
'U'W1J1l'Y!l~ l'V'ltJ{Y,)l~flWfI1 (Value creation) 'UtJ~tJ~flmll(l~'V'I1'1l'W1IlJ{Ym1lJ l~lu')I:J'lJ'Yl1~m~ll'U~'U'W

q ••

.d~ t::!i <lJ ~ rI ~ jJ 0 ~ o:::! 9J rI
'Yl1:J~1:J'W~~'W'WtJ~flm 'il~~tJ~'Yl1f)1') lJ~ ~llJ'Wlml:J'lJl'YlI:J'lJ1 'W'Ylf)~1'W'UtJ~tJ~fllJ~ ~ f) tJ'lJ'UtJ~fll1lJ (I'llJ 1') tl

q

I Q.I I <iI 'JJ 0 Q.I d rI", I G} & 9J' q 9J Q.I 9J I d
'Yll~m~ll'U~'U'W 11'il~ l'Y!m1lJ{y1f1tu'YltJ~flu~~f)tJ'lJ l~ 'il~'il~(I'l'1J1~tlm1~flWfI1l'Y!f)'lJ(lf)fI1tJI:J1~'Yl

" q ••

'JI ~I..\ "" 0 1iJ, I ' IiJ 'JI , ~ ' '" ''JI G) ", I 'JI ""
~tJ~m~ lm~lu'WlmtJ~lJtJ'W1IU{Ym1lJ l~lu')I:J'lJ'Yll~f)1~ll'U~'U'W m~ml'W'W l'WtJ~flu~~f)tJ'lJ 4 m'W fltJ

•• q

,
_I .:=.\.c::t. ~.4 ,

5.1.1 u1:tU'YIJiiJl'tV'YImUfJfI'J1 (superior efficiency)
,

~ .<!I ,
5.1.2 t;}WiJl'tV'YImUfJfI'Jl (superior quality)

,
IV .c::I 4 ,

5.1.3 U'Jflfl11U'YImUfJfI'J1 (superior innovation)
,

" ,,~ .<!I ,
5.1.4 fIl1flBVUUB..;JrJ'JlUflfJ..;JfIl1'l/fJ..;JfjflrJl'YImUBfI'Jl (superior customer

responsiveness)
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.q 'V 'lJ J ~ d d ~ d'~ d
5.2.1 lfffJ'YIffU (Vision) 'fHl fldllJbYlllllfl'VIll~lJtl\lm'U 'I1ltlfl1~fllltubY\l'VIll~.. "

!tl~ t1'Uutlr;t\l1tli 'Utl'U1f1~tl~l\liJm\9U;m ur;t~111!tJ1flll!tl~t1'Uutlr;t\lU'UlllU tlr;ti 11'!~'Ui tlfllbYi 11'illJ•
~ ~ d'..J do OQ.J i~ .::'1 ~ 0 I .a..

'Iil flll 'I1l tltl\lflflllC}f\lll~lJmllJbYlf1UJtltl1\ltl\l !'V'lll~!u'Ufllll ~lJmm ~Hr;t"tJtl\l flll ~II\ltl t1"tJtl\l'li l flll
q u q q QJ q

aI d' ~ ~ <JJ d.e! .::!i Q.I 0". Q.I

'I1l tltl\lflflll'U 'U'1 (Reason for existence) 'I1l tlfldllJ~tl\lflll 'VI1I~lJlJ'VIlJl'V1'11ltlfll'V'lr;tfl'l:ltu~tlbY\lfllJ

tl~l\l i~

v '" "I ')} .,k d/ '" "" "~I tl5.2.2 'WUfifHJ(Mission) fltl "tJtlmllJC}f\lUbY~\lfl\lf11lfl1l'l1r;tfl"tJtl\ltl\lflflll!u'U l~fllft

tl~l\lfli'l\l'l ()\l~~*'I1llltl 'I11tJ!!'Ud'VI1\l~ioMr~tlflll!lIjty!~lJ i~ ur;t~mllJtl~ltl~"tJtl\ltl\lTlfln

'I'll i 11'tl\lTlflll iJ!tlfli:1fl'l:lW!~'U"tJtl\l~'U!tJ\l !~'Ufln utll1fftll1ftl1'i 11'iJ"tJtllJ!"tJ~UfllJr;t\l'V'ltl~11::;i 11'flll

lJj'l11l i'Ul~~lJ~l\l'l ltl\lr;t\llllbYlllllfl i oMmllJ~~j!~lJ~tl 1tll~ tJ1l1l~1J~'U~'VI1\lflll~m~

rid'U'VI1\lflnmn~ 'lftl\l'VI1\lflll~m~ iY'Uri'1'111tllJjfllll::;~lJ!'VIfi i 'Uir;tfj~111lll i oM fltufll'V'l"tJtl\l•
d' ~ ~ Q,J tI c{I QJ ~.::'I ~ d rI 9J

H~~fituCV1'I1l tllJ l flll fll'V'lr;tfl'l:ltu"tJtl\ltl\l fI~tlff \lfllJ ur;t::;'V'l'Ufl\l1'UC}f\l!u 'UbYtl'VItl\l flflll ~tl\l flll

:J \l!ti' 'Ui 11'!f)~fldllJ'lfl'U1UJi~~!~'U ~\l i 'Uflllfi1'l1'U~flllf)lIlf 'UfldlVl1l1ltu 1-)1 Hr;t\ll'U~iJtl~!~'U
• u ~

r! , Q.I & ~ ~ o,.J 0

5.3 mU,fYlfiflHfll'H!'lWU'U 'I1llltltl\l U'Udfl~ UH'U\ll'U'I1ltlflllm~'VI1~N '1 C}f\l'Ullll

i oM!~ 'Um tllJi'Uflll11~flll 'VIi''V'lt11m i ~t1iJ11~:J\l'l1llltl~ 11~'I'll i 11'1J\l!f)~! ~ 'UHr;t~tl bYfll'U~~! .ulJU~\l..
I Q.J I Q.I ~

U"tJ\l"tJ'Utltll\ltl\ltl'U

5.4 If1'i~l1'~',.~tl-:.trifl'~'I1llltl()\l m~lJd'Ufllli'Uflll~\l'1J'Ul Ur;t::;tlfi1J~~llJim\lbY~l\l

tl\lTlflll~mlll~bYlJ !~'Um~lJd'U flll~!~t1d.utl\lillJ'lf~"tJtl\lflll~~iY'U ilI~\l~hiJ'U 1tltl~l\l~tJ!titl\l•
~ tl "i')} "tl '" i ')}.,k i')} ')} i ')} " eX!lJ'UflllHbYlJHbYl'UUr;t~ l::;t1fl~ 'lftl\lfl l~fltllJ!'lf\l flHbYlNC}f\l 'lfbYll\l flHbYll\ltl\lflflll"tJ'Ulll•
I I ';j/ I

iY\lfflflUJ~tl i'U'lfd\lYitl\l'flflll~ll \ltl~U'U~lJ~mltJ1l1~~iY'Ui lItli'lJtll \l!tl~t1'Uutlr;t\li m \lbY~l\ltl\l'flflll
U QJ QJ q

1¢l'VIfl"tJtu::;rvltlmllJm lll~ bYlJUr;t~tll::; iY'VI~fll'V'li'U flll 'I'l1\l1'Ui 11'lJnr;tdh 'I1lll tI tJ111bYltl1 ~!~ 'U...
d QI d

tll~!~'U~\l'U

5.4.1 !.vttli 11'tf)~tll::;iY'VI~fll'V'li~t1ldlJi 'Uflll~ltiJ'Uf)lImllJ 'I11tlfllHl'U i~ '1
d .a..,J 0' ~

'VI1I::;!fl~"tJ'Ui~t1tl\lflflll'U'U
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5.4.2 l~fJm1tli~11l'Ul'Um1:ij~tl1'Yl'U~'UfJ'Ul'U\9l'UfNfhW11l 'YlU1~ fltl1~I1imJ~

'4I'Hl1m'Vlfl-ff1'U 1'UfJ-:jflm1~fJ,nJaU~\9l1tl

5 .4.3 l~flm1tll~'UlfJflm'V'l1 'Um1u~I'l'UUqj'lf1111:l~a-~m11 'Umnl1~1'U

5.4.4 l~fJl ~'U m11H''UI1J~t1'U'U'U1~'Yljm 1Jll'U'U'UfJ-:jfl~flm11,rl 'Yltl l~1:l'tltl'U
"

1:l'm'V'l1l1~~fJtl'YlflJl1'U ~11J~t1'Ull1J1:l-:ji 1Jmh~11~1111 'Um~ll1:l' 11:lmfll\9JJu•
QJ J .di I ~ ~ .Q d. <lJ

5.5 l~'U1'i~~lltHflm'Yltlltl()~ fI1'Utitl fI11tll'lffl 111:l~1l'U'Ullf-l'Um1'V'lq\9lm1tl'YltlfJm'U

•.•.I.QQ.I.QQ,I 1 .Q tI dt tI 3J Q.I d.Q r1
111:l~u!]'U\9lfl'U ~ t11:l'tll'lffl'U fJ-:jfl-:jflm l'UfJ-:j1l1fl fJ-:jfI m 11~1:l'11-:j1\9JJ'U1i11 tl 'Yl'V'lIf11:l'UfJ-:j'V'llfll 'U11fJ~'U'Utl 1

ll~ll~fJ~flm mtll W)\9l1:l'1'Ylm1tll~t11tl'U 1l~111:l'~~1()'Yl1-:j'Ufl-:jm1~l1liJ'U ~1'U~11\9lfl~l-:jtl'U m1tl TI11111
q

'UfJ,:'j'U~El'Ylfllllll~~'U fJVtl'UfI11tl1:l'ltll1 m~11 'Il1\9JJ'U1intl'Ufl~'V'llfll'U1 111:l~I1J~t1'Ull1J1:l-:jlrlfJ~111J'U
"

dJ991 91 '" 91
l'V'lfJl'Yl1:l'fJ~f11:lfJ,:'jfl'U1:l'm'V'llll~1:lfJtl

5.6 'Un£J1fl1flfl1~'fhn'U / fHl\9ltl'Ull't1'U/ ll~~'ll~''ll
OJ

5.6.1 V11fllfJlff7ufJl"ifhnu 'Yltlltl~,:'j 1:l'm'V'llll~~fJtl 1~t1~1 i1J loM'UfllflU

1:l'm'U ~ ,rfJ~Vl1-:j1'U 11:l'~fJ1Jmw \9l1:lfJ~ll'U'Ufl1:l1m~I~t11~fJ~ 1l~~fJ-:jiJ1:l'm'V'l~1:l''lJ1t1mtl1:l''lJ1t111l
q ••

l'Um1VlN1'U m1VlVl1'Unll~iJfl11tl1:l''U~-:jl~t11~fJ-:jtl'lJltfJ,:'j~fJi1Jd 5.1 1:l'm'U~Vl1-:j1'U 5.2 m1tlll•

. ,
I .:::i QI Q.I t:::! Q.I

'U111:l'11'Yl'Yl'U1:l'tltllfl t11fl'U ~1'U'UfJ-:j\9l'U

, " .
5.6.2 mWlfJvunu 'YltJ1t1~-:j 'Ylm1Jll'U'U'UfJ~ff,:'j'UfJ,:'j'Yljm1-:j11:l 11-:j.yh1J'U\9111~'U. "

"" ,d '" 91 lIJ 91 "I 1 ..,d 91 lIJ 91", 0 dI c:ll I dI '" '" ••
'U1m1'Yl1l'U\9l fJ~ L~ 111:l~U1~ t1'lf'U'Yl1:lfl1l1,:'jL~1'U1l1flm1'Yl1~1'UC)$~11 'U1:l'1'U'Yl'U-:j'UfJ~fI11tl1:l'tl'V'l'U1i

"
l'U m1 ~1-:j-:j1'U 1~t1~1\9lfJ'Ull 'Yl'UI1J'UE~~fJ~flm1 'Ylj fJ'Yltl1t1-:j1'U~1t11,rtl'U'Ufl1:l1m 'UfJ,:'j\9l'UTI1'Yli''U,:'j1'U•. "d I QJ 0

'Yl'Ufl1:l1ml'Yl1:l1'U'U'Yl1•
5.6.3 UHfJ-371J 'Yltlltl~-:j 11jm1~1l~ifl'l11'V'lq~m1tl'UfJ,:'j'4f1f11:l1,r1JaU~\9l1tl

'" "I •• 9 '" '" " I ••dJ 91 9 9191 ""1 "" 91 1 ",";' 91\9l()U1~1:l'~f1 m11l-:j Llltl1\9l()U1~1:l'-:jfll'V'lfJm~\9l'U L'Ylf-l'U1 .f1f11fl~fI11tl\9lfJ,:'jm1 ~t1fllf1t11:l',:'jll,:'jLll
q 'U q q 'U cu

~~ 'jJ d Q.I~ 3J 'lJ]~od'jJ& 'jJ tI
'Yl1fJ1:l'~m~\9l'U'Yl1~m1\9l1:l1~ m1'Yl1l~1l~1:l' ,:'jm~\9l'UfJtI1,:'jL 1'U'U 'Il111l'U\9lfJ,:'jf1fl1:l1f111tl\9lfJ~m1tl'U1:ltl

• q q

"iJ1J1~ff'Yl1im'V'll1fl1:l~Vl'U~1'U'Yl1-:jm1'U~'Yl11 3 l1fl1:l~ iJllln

Q.I jJ ~ .& 9
1) 'YImn::~I1Ufr;mJf1~(Conceptual skills) 'YltJ1t1()~ fI11tl1:l'1tJ11() L'Um1

Vl1f111tll~111lm'V'l11tl'UfJ-:j1:l'm'V'lII1~~mJf)~flm 11'Ylfl-ff1'UiJfI11tll~t11~fJ~tl'U l~fJtl 1t1~tl'U fJV1,:'ji 1•
I j.I I 'j/

111:l~lijfJ~~ff'U 11l1~ "1 n\9l1tlVfJtl1:l'ltll1 ()f11~1~1~~ f-l1:l~'V'l'Yl1J1ri1,:'j'YlU1 ~~tT'Um1'U~'Yl11.yj~tT'U

"'" "" 9 '" 91" 1f111 \9l~1:l''UL 11'U'U'V'l'Ui1'U 'UfJ,:'jm11:l''UfJ~\9lfJ'Ufl11tl\9lfJ,:'jm1'UfJ,:'jfJ~f1m1 ~tI11tl



"'" ••.• _'li 'V ••••

2J1llJ lWln:) t. ~1illC1JS'JiWlon.

" oJ
111U flU J J ill rI l'i rI UL11ft

11

Q.I j/ rs'Q.I Q.I rs' ,,:!t..::::i ..::::i , .& I

2) nnEJ~W1UU'/{Y{/ffU'W'lJ1i (Interpersonal skills) '\1,)'EJ!'HJm)fl'EJ(l1~'\1'W~d1

Q.I ..J Q.I rI .&, 9 rprp .C). 0 I Q.I ~,Jt I

'Vlflfl~lfltJdfl'IJ:JJ'WfltJ (Human skills) C]j'~'il~'lfdtJ~'\1Hm'\11')L1'1:JJ1,)tl'Vl1~1'Wn:JJfl'IJ'lJflfl[l'EJ'W 1'W'EJ'W') d:JJ~l'W. ~ .
H''lI91'1J~i>l'lJ'Utu'lf1 1~tJ~mn') tl'IJ'lJflfl[l~I~tJd,r'EJ~ 1#l'EJ~l~ihh~ ff'Vl~ fll'W~" .

Q.I j/.<::::l ,,:!t '1J 0

3) nnEJ~nNW1Umf1'lJf1 (Technical skills) fl'EJ m1:JJ~1l[l~m1:JJ'lf1'Wl1Y

, ~ .& c! 9J Q.I 0 9J

'l'Wn'ilm,):JJ\9h~ "l ~liitJd,r'EJ~tl'IJ1TIfll,) m~'IJd'Wfll,) 1l[l~'tJ'W\9W'W C]j'~lfltJd'tJ'EJ~fl'IJfll,)'Vl1~1'W~dtJ

Vo & '1J Q.I ..::::i 3J0'l
5. 7.2 j)n~NU1 '\1:JJ1tJtl~ m~'IJd'Wfll')1;1',)1~m1:JJtJ'EJm'IJ1l[l~'IJ1,):JJ'tJ'EJ~H'Wl 'W~ ~

fll ') l'lJ~ tJ'WIIU [l~ 1-ffl'1fn111[l~ fl [l ~'Vln'tJ'EJ~'EJ~rl fll') :JJ1~fl1':i uil1J~'l 11'U') ~ 1;1''IJfl d1 mh~'il

5.8 fJW.tll'fi Htl~fll'jfl1'UfJ'IJ

<9 ::'1 d<9 1iJ9-I "I dt "I 1iJ9-I "" <V ••
5.8.1 t;JfJW1'W '\1:JJ1tJtl~ m1:JJllJ'W'Vl'W~ ~~'\1,)'EJl'lf'EJtl'EJ~~ (Reliability) 'tJ'EJ~H[l\91flWCV1

'\1~'EJ'IJ~ fll') ~'il~'~h'\11r l~i~tJfll,) 'l MflW~l (Value) llri[lflI'l'1\911m~'IJ. ~ .
& .C). 0 Q.J 0

5.8.2 m'JWJVfUI '\1:JJ1tJtl~ m~'IJd'Wfll,)\91~\911:JJ\91')d'il1;1''EJ'IJfllfl'IJ ~ll[l 1l'W~'Wl. ~

fll') ll({l 'tJ'l M'4flmmuil1J~n'ilm,):JJ'\1~'EJ~l'W~Vl "l 'l Ml~'WIU\911:JJ:JJ1\91,)~1'WfJWfl1'W~Vj~U,)1':itl'Wl

'l
9-1 _~ d 9-1

II [l ~ '\1'IJ') ') [l H[l \911:JJllJ 1'\1:JJ1tJ'Vl\91'EJ~fll,).
1 1 <0\ <9 i i ""d .% 9-1 <V G5.9 l't1fl U tl£.liJniJUl't1~ (IT) '\1:JJ1tJtl~ l'Vlfl ~'W~[ltJ'VlU,)~fl'EJ'IJ'tJ'WWJtJ,)~'IJ'IJ'il~lfl'IJ

1l[l~U,)~:JJd[lH[l,rm.![l ,)~'IJ'IJ~'EJ1;1'1,)i'Vl,)fl:JJ'Wlfl:JJ ll(l~fJUmW1;1"\r'IJm~'W fll')uil1J~~l'W#ll'W

1;1'1,)1;1''Wl'Vlfl'~iJfll')d1~IIH'W ll~fll,) 1l(l~'l~~l'W'id:JJtl'W'EJ~l~iJU,)~ff'Vl~fl1'W l'Vlfli'W i[lV1;1'l,)1;1''Wl'Vlfl'

" .
iJ'EJ~rlu,)~fl'EJmhi>ltu 3 U,)~fll,) ~'EJlui1 ,)~'IJ'lJlh~:JJd[lH[l ,)~'IJ'lJiY'EJ1;1'l,)i 'Vl')fl:JJ'Wlfl:JJ ll(l~

"

5.1 0 fl1'jN~V1Htl:::fl1'j'U~fl1'j '\1:JJ1tJ~~fll,) l1'~fll')m~'IJd'W fll') lU~tJ'Wll U(l~i:l'illltJ

"" 1iJ.1 ?I "" 9-1 "" d::'1 .J .1 9-1 I d ?I
fll,)H[l\91 (Input) ~lJllJ'WH(lH(l\91 (Output) \91dtJfll,)H[l\91'VlllJ'W')~'IJ'IJ C]j'~lJ,)~fl'EJ'IJ~dtJ1;1'd'W'VlllJ'W

il'illltJfll') H~\91 m~'IJd'W fll') H~\91 ll(l~H[lH~\91 fll') tl1'\1'W~llH'Wfl(ltJ'Vlnfl1':i H~\91~iJU,)~ff'Vl~fl1'W•
'il~~ 'EJ~d1~IIH'W 'l M'Vlfl'\1UdtJ~l'W ~1~tJd,r'EJ~tl'IJfll,) H~\91ln~fll':i U') ~1;1'1'Wtl'W'W'EJ~ '1~'Vl1'WtJ1m '1Mln~.
U')~ itJ'lfU 1;1'~1;1'~ 'l Mfl1':i~ll'U'Wfll,) H~\91iJm1:JJ~'EJld'EJ~ hj'\1tJ~'lf~~fl iJfll,)H~\91Yitj tJfl11 l'1'Wldm~ ..

""'W'EJ~ (Just in Time)

5.11 fll'jVltllYi '\1:JJ1tJ~~ m~'IJd'Wfll')d1~llH'W1l(l~fl1':iUilU~\911:JJIIH'W \911:JJll'Wdm1:JJft~

, "
H~\91i1W"I'lYil#ltl1'\1'W~~'W fll')tl1'\1'W~,)lfll fllni~I1;1'~:JJfll,)\91m~ 1l(l~fll,)1l~~1'\1U1tJ H~\91i1W"l'1

.J ?I "" "" 9-1 "" dt 9-1 ""'l9-l"" .ld.J 0'l9-l<V.1 ••
C]j'~m'illlJ'Wm1:JJfl~ 1;1''Wfllll[l~'IJ,)fll,) 1'W'EJ1;1',)l~1;1',),)fl'\1lfl~fll,)ll(lflllJ[ltJ'W C]j'~'il~'Vl1'\1d\91tllJ')~1;1'~fl•
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"" <V <V5.12 fl1111ltlHtl~'Vt\?1l'Ul

5.12.1 nn1'lltJ '\1:JJ1V~-:J O1'jf1~ri''W O1'j'Yl~~fl-:J!viflt'hv,m~'~'i)1f)01'j1.uv'u

1i'u'j ~ lvGJf'u1 'Wf)WWIl'1l'W1U~~flflfH! 'U'Uv-lil\9l.r1ru~

<V <!/ ••• _I '1~"" ~ ~ '
5.12.2 n11'tVlW'Ul (Development) '\1lnvtJ.:! O1'j~~Uu~-:J tmf)~m1lJ011'\1'W1 !G)f'W

O1'j.wIl'1l'W1v-lil\9l.r1ru~!iJ'WO1'jU1'UU'j -:J.wIl'1l'W1v-lil\9l.r1ru~111'ihu11-:Ju~~flru ~lJ1J~~\9I'j -:Jtl'Um1lJ tI fl-:J01 'j. ~.
~ '1 '1~'" ~U~~~'j1-:JUH'i)-:J l'i) mf)'U~f)m~ ~

, ,
.c:::.'!l, A V & Q.I Q.I t::::l Q.I ~ l::!

5.13 fl11'IJ1'Yil1fl11!~'j.mtl~~U'YIU '\1:JJ1Vtl-:JO1'j 'i)~01'j'Yl'j'VW1m lf1V1f)'U!-:J'W'Yl'W'Yl
q •

'i)~1i'1 'WO1'jU'j~dJ'Wfl11lJtlfl-:J01'j~ 1'W!~'W'Yl'W O1'jI9l~~'W 1'i)'i)~1!m 1~r1!~V1tl'UU'\1 ri-:J!~'W'Yl'WU~~••
t1'W'Yl'W'Ufl-:J!~'W'Yl'W \9I~fl~'i)'WO1'jVl'i)1'jru1!~V1tl'U01'j 1t!~'W 'Yl'Wl11'iiu'j~~'Yl1i m'V'l'j 1lJ~-:J01'j flflf)U 'U'U••• , ,
U~:i5f)n 11-:J'j:i5'U'U~fllJ~ O1'j11-:JUv-I'Wfl1'UfllJ'Yl1-:J01'j!~'W !~fl111'f)n 19l~~'W1'i)!nV1tl'U01'j '~:JJ1U~~~ .

<!/ "I ~ "" '15.14 fl11~tl'IJtfUtHfl11tJ'Vt~1"UHll'lJtl~~f)fll (Customers Responsiveness) ~ 'jf)'i) l~

d '" '1 ~ ~ II] ~'" I 0 II] ~, d d
'YllJfl 11lJ ffllJ1'j tl t'WfIn \91fl'U ~'W fl-:Jfl 11lJ \91fl-:J01 'j 'Ufl-:J~ f)fl1 t~ ~ t~ vm 'V'l1:i5'Yl1l~ fl V1-:J!'U~! ~'j'i)~

0' ~ '1 '1 ~ •.• ~ 0 11]_ t ' •.••.• "''1
~lJ'U'jru (Total Solution) 'i):i5~1:JJ1'jtl~'j1-:Jm1lJ'V'lfl 'i) t'\1f)'U~f)mU~~'W1 tu~m1lJ'i)-:J'jf).f)f)~ t'W~ ~ ~

"" ~ ""\9I'j1~'Wm (Brand Loyalty) 'Ufl-:J~'jf)'i)

t::I V QJ & Q.I

5.15 fl11!1t1U~Htl~'Vt~Ul (Learning and Development) '\1:JJ1VtJ.:!01'j'V'l1l'1l'W1U~~

!~lJl~'Wfl 11lJ{ fl11lJ~1:JJ1'jtl l'1f)fJ~ U~~U'j~~'U01'jw1 'WO1'jUa1J~-:J1'W'Ufl-:J'4flmm 111'~1:JJ1'j tl

~ ~ "" 0' .:'1 ~ '1' •.. ""
\9Ifl'U~'Wfl-:Jm1lJ\9Ifl-:J01'j'Ufl-:Jv-Im '\11'jfl-:Jflm U~~!u'W O1'j ~'j 1-:Jm1lJff1lJ 1'j tl t'WO1'j!! 'U-:J'U'W'YlUIi 'j f) 'i)~ .
~~-:Jv'W 'i)~!M'W'~';h1'W1i'ji)'i)i1'i) 'i)1J'Wfl-:JflO1'j'~.u~ 1m -:J01'j~f)fl'U'jlJ!vimiJ'W O1'j.wIl'1l'W1U~~!~lJ'V'l'W.. ~

'j)<JJ e=:! 0 Q,I ~

fl11lJ~~1m'\1l9.!v-I~'Yl~lflty"l flfl

5.15.1 'W1l'1l'W1m1lJ{ m1lJff1:JJ1'jtlU'j~~'U01'jW U~~l'1f)fJ~'lJfl-:J'4flmm1'W
" ..

O1'j U n1J~-:J1'Wl11'iiu'j~~'Yl1im'V'l~ -:J~mlflO1'j U~-:J,j'W1'W!~-:J1i'ji)'i)~V-:Jv'W~ ~ .
5.15.2 .w1l'1l'W1'j~'U'U01'jUa1J~-:J1'W O1Hl1!tJ'W-:J1'W U~~01'j'U~'\11H1'W l11'ii

fl 11lJflri fl-:J19l1fl11lJ'j1~!11 U~~fl11lJU'j~'\1 V~ !vifll11'iJm1lJ'V'l~ fllJ~flO1m ~-:J,j'W1'Wi1'i)'i)1J'W•
5.15.3 ri-:J!~~lJU~~~'I1'U~'W'W 111''Uflmmu~~~'U~'\11'j fl-:JflO1'jii01'j .u~i)'i)m 'jlJ.. ~

f)rilJ'tYlJ.w'W'Ii U~~U~fHU~V'W m1lJf1~!M'W O1'j uti', 'UiI'ill'\1l U~~ O1'j flV~1lJtl'W mh-:J iim1lJ ~'U ri -:J!~~ lJ
q tJ qJ Q

Q.I G) 'j)t:::S. 9.J Q.I 0 Q,I.GJ' 'jJ jJ Q.I & d I lOG] 'jJ

U~~ ~'W'U~'W'W t '\1lJ01'j~'j N'U1'illU~~01~-:J t 'i)Uf)'Uflmm m'U1'j'U01'jfl'U'jlJ C}f-:JlJ~1'WG)f1V'Yllt '\1
q u q 'U

fl-:Jfl O1'j!~ lJ :U~fl11lJ ~1:JJ1'j tll 'WO1'j U a1J~-:J1'W !~lJf1f)V.f) 1'V'l1'WO1'j U~-:J,j'Wtl'Ufl-:Jfl O1'j '\1j fl~ 'j i) 'i)

_ t "' •.• II] ~ .:'1 ''''u'j~!.f)'Yl!~V1f)'W t~!u'WflVl-:J~
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, ,
~..::! ~ Q.I

'l1'HHfltl1!'U eJ-:jfl'U

~.d 0 ~ ,::! 3J G) oC). (/ 1 QJ

6.3 YJ'Vl'Vl1fll'jf1fl'l:llll :i:lJm1lJ'H111lJ ff1lJ l'H11 'Ufll'j 1!f1 'j 1:i:'l1ff fll'W fll m'IJ -:j'IJ'U'lJeJ-:j~ ~

1P flll~l-:j "l !~mJ1lJ11H1J H'l'Ufll'j1J5iJ~-:j1'U i¢leJ~l-:j!'l1lJ1:i:fflJ

"6.4 !tJ'U'u'mqJ~~'U~1'UbY1'l1~1Jfll'j~WJ'U 1~flm1lJff1lJ1'jtll 'Ufll'j U~-:j'll'U'lJeJ-:j~'jflll~l-:j "l



l.

2.

3.

4.
5.
6.

motivaton)

7.
8.

9.

,
<::t

'lJYIYI 2

1I'O~tl~ntJ 1Mlfl~mlJJff1JJTH) l'Wtll'm~~'u'tJ'lJtJ~li'jfl'OH~(1~u'j~lf)'Vl iimhlmtl1l '0~tl. ~
?I~.d, cI 0 G)9J cv llJ" ~1~<VQJcI cli ..:!tG)9Jlr)'3l

U(1~llJ'Wbl~'Vlw,)(1~tJ~flm 'O~'W1JJl!'IfU(1~'VH"lJ'Wl!JJ11'O~llJ'W1bltl'Vlf1''Wfl(1~'Vlli\9lW'l l'VW!11 !~JJl

.J lfJ9Jol'" '1'" O<V ..t'19J c:l "''1
C}i~fl11JJ!~!lJ'jtl'U !'W!'If~tll'jU'IJ~'IJ'W(Competitive Advantage) U(1~!'V'W!11JJtJ~m'WU'W1fl~ !'Wtll'j

fll11'W~mtJ'U'lJtJ~tll'jftmllmlfl U(1~l1itll'j~l ~1'Wtll'j yhflnftfl1Jl!~tJ~ "11'0~tl~ntJ 1M!fl~mlJJ

bllJJl'jt) l'Wfll'ju~~'11'W'lJtJ~ 'UjiJ'Vl ''VlmJJ~'V'h{JJlcih~fi(1~ltl~'' ~ftflm~~!bl'WtJU'W1~~ 'Vlq1J~
, , "

U(l~ H(1~1'W1~ tlVhntl1'1i'tJ~tl'U 11'0~tl\9l1JJ~ 1~'U~~ U
fl11JJff1JJl'jt)'Vll~fll'jU~~'11'W (Competencies)

1~m1f1'11 ! Vl'Wlifl'O! !ih11JJltl ( Vision! Mission! Goal)
0' , <V

fl(1~'Vlli'Vll~tllm'IJ~'IJ'W( Strategy)
i 9J 0'

!fl'j~bl'jNtJ~flm (Structure)
<V 0'

11'Jj'Wli'j'jJJtJ~flm ( Culture)

'U'j'jtllfllf1'tll'j'l'11~1'W ! H(1\91tJ'UU'Vl'W! UH'O~l'O (Work environment! benefit!~

CV .<:::::l. 310
'Vlfl1J~'Vll~fll'j'U'j'Vil'j U(1~fll1~fj'Wl ( Management skill! Leadership)

fJWfll~ U(1~tll'jm'UfJJJ ( Quality and Control)

!'Vlfl1'W1(1Ubll'jff'Wl'Vlf1'(IT)

10. fll'j'Ujtll'j ( Service)

11. tll'j\9lm~ ( Marketing)

12. fll'jl~tl U(1~VlI'Jj'Wl( Research and development)
'" '" 9J13. fll'j'U'j111'jfll'j!~'W !W~\9I'W'VJ'W(Financial and cost management)

dl '1 9J •
14. fll'j\9ltJ'Ubl'WtJ~fl11JJ~~~tJ !'O'IJtJ~~flfll ( Customer responslveness )

'" 9J <V

15. fll'j!'jtl'W~ H(1~~I'Jj'Wl (Leaning)
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I OJ

1. f11l t! lIlt! l'Hl 'YIH fll l' U'tl \j 'tl U

1.1 thihOVlfllUJ

"f1111J~11Jl'H)'I1 ~fl 11." f1l'j lL,j \I,)'U 'I11J1tJii\l f1l'j 1JfI111J~11J1HI'Vl1\1f1l':iU,j\l,)'U

'11~ fl'l11 tl~ rl1 rltU~ 'II~'lf1tJ 1M'6'j fl '111Jfl111JI~!1Jj tJu 'VlN f1l'j lL,j \I,)'U 'IIVI!~1JI9i'U'Utl\lfln 1!f1 'j l~rf" ..
"f1111J~11Jn fJ'I1~fl 1'Uf1l'j lL,j\l,)'U ~tl f1l'j\9l'j~'I1.u fl~ii\lf1l'j lL,j\l,)'U 'j~'I111\1'6'j fl'll 11 1'Uil'II'II'IJ'U.u'U'II~~ ..

!1l'U f1l 'j lL,j \I,)'U tl'U 1'U!! tl\lf1l'j ~~ Nfl111J ~11Jn fJ1'Uf1l'j lL,j\l,)'U 1J1fl'VW'1tlUf1l'j 1J\911lL'I1tJ\I'Vl1\1f1l'j

lL,j \I')'U~! ,r1JlL~\llL~~f1l'j~l'j \I\91l!!'I1tJ\I~U l\91mVl ~U~'I11'j~\I lu~l1Jnmj\l!u'U I1.J~f1111J~11J1'jfJ~ ~ .
, ", '"~l~ "I "" I ~ ~ _~ i ~ ~ '"

\911\1'1'Utl\l~ 'j fl 'II VllJfl!'jtl\llL~~'Vl\l'l11JVllL\9I'II~\9Itl\l!'U'U!U1'111J1tJ~Vlm'U'Uf1l'j~'j1\1f1111J ~11J1'j fJ'I1~fl

1'Uf1l'jlL,j\l')'U~'II~U1'Vl1\1 11.Jcifl111J1~!1.JjtJu'Vl1\1f1l'H!,j\l,)'U 1~mh\llLVI'II~ \I" I~

"01'jffflfn'Utl\l HamellL~~ Prahalad : fI111Jm1J1'jfJ'I1~fl1'U01'jlL,j\l')'U lu1'lf~\I~

'II~~11J1HlfJfltl1'11'UVII~tl~N\9I1tJIPl11~\9I~tlVlI1.J lL~fI1'j~'II~1.Ji'U!1.J~tJ'U!~tlff11J1'jfJ\9ItlU~'U tl\ltlU~

~m1~lL 1V1fttl1J'Utl\lU~1J'Vl~!1.J~tJ'UlL1.J~\IfI111Jm1J1'jfJ'I1~fl 1'UO1'jlL,j\l,)'U ~tl\l!ll'U ~ \I~1JfI111JtiVl'11~'U•
U~ ~1Jl1~ 'U1f1l 'j \91~ tl VInm \9I11J~ flfJ W:t:'Utl\l f1l'j !'lJ~ fJ'U!!1.J~ \I!'If'U!~ tJ1tl'U tlU f1l 'j 1.Ji' U 1Pl1!tJ\I'Utl\l

~ 'j fl 'II~\ll9itl\lYhfln1.Ji'uIPl1 1M!,r1tlU~iI11~lL 1V1~tl1J!!~~f1l'j !1.J~tJ'UlL1.J~\I1'I1U'1" 2

"f1111J1~! 1.JjtJU'VlNf1l':iU,j \I,)'U 'I11J1tJii\l f1l 'j ~1Jmij f1111J1~!1.Jj tJU!'I1i'1 tlfl11
I I jJ , I

filL,j \I,)'U 1VltJii'U!~'U tlflW fi111ihfi1 i MlLri~u~1i)fl 1~'I111\1f1l'H~'U tJ'j 1f1111\911'I11tlf1l1 ~VI!\9IjtJ1J~ . ~

r-m1.J1~1v'lf.w lL~~U~f1l1~t\limu1M~1J!'I1\91~1JH~tlU'j1f11~~\I" 3". ~
lL'U1~Vlrl1'11i'U'6'jfl'll~\I~tl\l i 9f1'UO1'j !~~1J~~1\1 '111tl~~'U 1I1.Jri01'j1JfI111Jff11J1'j fJ. ~

G) I Q.I.d ~ I ~ 9J 9J Q,J 3J 9 I Q,J ~

~'Uf1l'j lL'U\I'U'U'Vl!'l1'Utlfl11 '61fl'll 'II~\9Itl\l!'U'UflWW~'U1 lL~~~'j l\1f1111Jm1J1'jfJ ~'Uf1l'j lL'U\I'U'UC}f\l'll~•
~tl\l1111M'61fl'll1V1Utl\lf1'j11J1J~flfJW~!~fl~\I (smaller) 1V1tJ19flL'U1'Vl1\1'Utl\10111.Ji'U1m \I~~l\1'6 1fl'll••
(restructruing) lL~~f1l11.Ji'U~VI'U'U1V1 (downsizing) 1J1.J'j~i1'Vl~m'W~fl11!~1J (better) ~\I~tl\li9f

" .
lL'U1'Vl1\I 'Utl\lfln 1.Ji'U1tl1 ~UU (reengineering) !W~ fln~~'U 1 lL~~1.Ji'U1.J~\lmh\l~ tl!i'1tl\l

~ '1 ~ "" ~ 1 "" ~ I'" <Ii'(continuous improvement) lL~~!'U'U ~'lf'U1\91m11J(reinventing) lL~~f1l'ju'jU!u~tJ'Ufl~~'Vl'6 '111J'1

(regenerating) !~tl1111M~'jfl'll1JfI111JU\9lfl~Ntl'U (different) 'II1fl~lL,j\l')'U ( Hamel & Prahalad

eJ1\1ii\l1'U '6'U~tJ tJ1J~'UVl12545: 137 - 138)

I http://www.totor2u.net/business/strategy/core_competencies.htm

1

- http://www.totor2u.net/business/strategy/core_competencies.htm

3 http://www.totor2u.net/business/strategy/core_competencies.htm

http://www.totor2u.net/business/strategy/core_competencies.htm
http://www.totor2u.net/business/strategy/core_competencies.htm
http://www.totor2u.net/business/strategy/core_competencies.htm
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l-fffJ'lllfl'U -W'Ulifl'il fi1lJmJ tihu'j~b1''Irl 'Ulv'Ulv fl(lV'VI1( l1J'Uel'lrlu'j~flelul'Ufll'j•
o Cl .<::::). ~ 0' & lrJ 3J I QJ 9J GJ 31
fll'Yi 'U~ 'Vlrl"Yll'IJel'llpfl'il'Yi'j elel'lflfln CJf'l'il~b1'l1J1'jt1Uelfl l~elV1'l'l1~l 'il'U m ~19.l'UI'Yi1JflmflTYJflfl 'U

~ 1rW'U'I1'UIul 'UV1fl''Vll'l~tIfWl'el'l lJ'lJelUl'IJ\9Ifln'~l'll'U -5'U!~Vltl'U lJfll'jU'j ~b1'1'U'j~'Yi11'1101fl'I1'U
<u

" .
l1J'Uel~l'l~ lJfll'jtl1'Yi'U~1911;1mY1flty~1'l "'] tl1'j,y~b1''j'j'Vl1'V'lV1mVi(l'l1911U(l~fll'j b1'~1'lfl1111.w'l'V'lel1'il

<it 9J Q.J 9J ~ j/d I lrJ'jJ 'd tI I q jJ ~ Q.I ~ 9J lrJ ••• I ' 0 cl G)
1'YiflU (lflfll'Yi 'jelHllb1'l'U 1~b1'l'Ulb1'V'lJel'lfHflfll'j flel Imfl~fl'flVfll'V'll'V'lelflll IlJb1'fll111b1'll'j'il I'Ufll'j<u <u <u

~lrW'Ulpfl'ill~el~l'l&'IV'U (Cynthia D. Scott aNG'Il'U W~'V'l'lr1lflfl'1J1~fl2546: 14)

2.1 iiJtlnrn1 tiel fI1111b1'11J1'jtl~'il~llel'lltf'U'Yi~elfll~fll'jW~'I~'il~!U~V'UUU(l'l lul'U

. "
el'Ulfl\9lm.h'llJ!'Yi\9lH(l U(l~t11!mfll'HU~V'UUU(l'l'!!'U 1J1UU(ll t1'!1J'U1eJfl1b1'1t1'tlUli 'Jfl'il 'Yi~elel'lrlm..
&.<::! ow I~ d & 0 I Q. ~ tI~
CJf'l'il~IIfI1111b1'lfltlJelV1'1V'Il'V'l'j1~!t1'Ufll'j'j~UtI'I!'Yi\91 H(l'IJel'lfll'j~l'j 'IelV'lJel'lli'jfl'il 'Yi'j elel'lflm'U'U"']u q q cu q

(Reason for existence) 'Yi~elfl1111l9i'el'lfll'j~'il~lJU'Vl'Ul'Vl'Yi~elfll'V'l~flflW~el-ff'lfillel~l'll~ (li'Uiv

'"Vll'il'U~l 2545: 34-35)

OJ "" '" 'JJ oJ dl "'.., ".::'1 ~1 • 'JJ
2.2 'YfU:lifl'il fI el 'lJelfl1111CJf'lUb1'~'ItlMll'jfl'il'Yi(lfl'IJel'lel'lfim llJ'UlJ'j~ fllfl'elV1'1fl11'l"']

G'I'il~l.i'l'YilllV 'Yi~ml'Ul'Vl1'l~1~r~elfll'J l'il~tlJl~U 1\91U(l~fI1111el~'jel~'lJel'lel'lrlm vh1t1' el'lrlmlJ
q q u cu

lelfl~flfl W!11'U'lJel'l\9l'Ulel'l l1l 'Ufll'j UU'jlamlfl'uhflJ'lJelUl'IJ\9IUflU (l'l 'V'lel~'il~1'If fll'jU~ 'Yi1'j 1'U. " .
'j~~U~l'l"'] 'jel'l(l'l1J1 b1'l1J1'jtlH;fI1111~~~l~1l~ellul~ m'il'j~u.w'UVi'Vl1'lfll'J\9Im~ ril'U'Vl1'lfll'j\9lm~•
'lfel'l'Vl1'lfll'j\9lm~ ff'Ull1 'Yi~elU~fll'J 'j~~1Jl'Vlfll'Uhv~t111J11~ fltufll'V'l'IJel'lH~\9Intu~ 'Yi~elU~fll'J•
fl1'V'l~flfl W'IJel'lel'Irl fl 'j ~el-ff'lfill U(l~ 'V'l'!!fl'll'U ~'Il1J'U~el~ el'lrlfl 'j ~el'l fll'j l.i'l!.w'U1t1'lfl~ fll111 GJf1'U1tlJ. "

1~~!~'U ~'Il'Ufll'jtl1'Yi'U~fll'jfl'ilJ'UfI1'jVi'il1'jtu111 H(l'll'U~lJel~l1J'Uel~l'l I'j U(l~'il~tl1'Yi'U~fll'J f1'il<u

el~l'l h~el lul 'Uel'Ulfl\91(li'Uiv Vll~'U~l 2545: 35)

"-W'Ulif1 'illU~VUlb1'iJel'UU'j 'I'IlUlfl~el'UlVivu 1~tlUfI1111mlll'j t1'Yi~fl~ 'il~'Il1Jlfl~el'U

~'j f1'ill 'If~ 1rw'UIU tlel1t1'lfl~U'Ul'Vl1'l~i~!'il'U 'tY1'Yi1Ufll'J-WWl'UlUH'Ufl(l~'Vl,r tl1'Yi'U~1911'tY1flty~1'l"']

fllmb1'1'1'Yi11elfllb1' fln,y~fll'j'Vl1'V'lV1m U(l~fll'jb1'~1'lfl1111~'I'V'lel1'illt1'tlU(lfl{ll 'Yi~m~lJril'U 1~<u <u
1.::::\ rI QJ tI Q.

b1'l'Ulb1'V'lJel'lel'lflm" (tu~'V'l'lfl' lflfl'lll'jfl 2546: 14)

2.3 dJmlJ1t1 'YilllVG'I fllmUMll'jf1'il'IJel'lel'lrlm lt1'elelflllll1l'U'Yi~fliv~uflmm•
'1 'JJdl '" .::'1 _~ d '1 'JJ o:l dl '" 'JJ 'JJ '" , " d
I'I1V~t1elllJ'U!lJ1'YilllV'Vl'il~Hb1'~'1Im'Yi'UtI'IfI1111!'il'jtlJflll'Yi'U1 !b1't1mfll'V'l 'il~ll'l'YilllV'lJel'lel'lflm'Vl" ..

9J oG)9Jod Q.I .<:::l.

'il~\9Iel'l'Vl11'Yib1'1!'j'il(li'U'IW Vll'il'U~l 2545: 36)



17

2.4 U1U'UlU ;jfl UtJl'Yl1':Jfl11~"l ff1'\1i'Uf)1)I9l~iYtJh~!~mJ1t1~):::'\1':h~tl~~'Yl£U~:::
iI 9 I I I

m){h llJ~mnJBil~ u1lrml~'\1mtll '*tJlt11J1t1Vl1l:::vhhrvnJm1tJ iJm1lJ~tJ 11lVl1I:::I9l~iYtJ11lVl11:::

JJBil~!~fl)fl~i'Ufl1)fl1l ~~~~'\1111tlUfl:::tl~~'Yl£'llfl~fl~rltl1) (Thomas L Wheel en U~:::J, David

Hunger, 2541: 14)

m)n1'\1tJ~iEtIllfn1 WtJlifl1l !!~:::!'th'\1111tl'llfl~fl~rlm) fifl f)1)n1'\1tJ~UtJl'Yl1~'\1~tl

'\11fltl1) n 1'\1tJ~Yift''Yl1~tl1)~1!UtJ~1tJ'llfl~li) fl1l!~flU1iJJritl1) n 1'\1tJ~ tl~tI'Yl£!!~:::1fl) ~~~ l~'llfl~
• OJ •

fl~rlm) !~fll '*!~ tJ!flt fl~1JflltJm) n 1nu 1'*'1'1i''VW1m~ 1I:::{hiJJrim1lJ i~!1J1 tlU'Yl1~f)1)U~~'lltJ
OJ

1~tlm)~~1~1ll~)1~ ltJ~ltJ~l~"l !'lftJ flWfll'V'lJJ):::iY'Yl~fll'V'ltJl~m)lJ U~:::fll1lJmlll)tlltJm)•
"\9IflU~tJfl~m1lJ~fl~f)1)'llfl~~tlA1 !~tJ 19l1~H~ff1'\1i'UfltJ 1fl\9l'llfl~li)fl1l11iJm1lJ'V'l~fllJ1tJf)1)!!'Ii~'lltJ

OJ •

'\11fli1.imh~l~ (litJi'tI tllJ~tJ~12545: 13)

iEmlft'u WtJlifl1l tJ1t11J1t1tl~tI'Yl£~~1I:::!~tJ1I1I1ltlrl1I'lill~1I:::ri~~~l1X!fl~m1lJ~1111)tl
• u

1tJf)1) U~~'lltJ'llfl~fl~rlf)1) 'Vi1lJtlm~f)1)!JJ~tltJUJJ~~'llfl~~mtJ f)1)WI tJf)1)~l!UtJ li) fl1l1tJ131111iltJ..
lIJ'j)~ '..:::! dt 0 ~ rI 0 I ~ ~ rI
!~!utJ fltIH~ !tJfl~1I1tl1l:::'Yl11'\1fl~flm)~l111)tl'Yl) 1U\9I1!!'\1tJ~'\1)fl1l~tltJ (Position) 'llfl~fl~flm)•
I I "l 'j) ~ '1fJ G) 'j)c:, ~ 9J ~ ll] 31 ,~ 9J 0 Q

l1fltl W 11~!~ 1I:::ml!~tJfltl1~!) !'\1lJtJfl~ U~:::!lJfltl11l~tJ !~fltl1~lJtJmU~lfll)1I:::~lltJtJm)
OJ •

fl~1~i)11Xlfl~19l1UUU~'V'lfl~"mlll:::~lJ" (A Fit model) mlll)tllfl~fll1lJi~lJJ1t1UltJtl1)~llUtJ

"" "'.1 " 0 "" "" & cl"'l 'JJ IIJ 'JJ "" <; IIJ 'JJ I .;, "'I
li )fl1lU) )~l\91tllJ):::~ ~fl'llfl~tl1)~lltJtJli)tl1l 9f~tlflfl ~1111)tl~) 1~) 1t1!~U~:::l\9lU!\9I!~fltl1~tI~tltJq q q, q

irtJlfl~ (Tom Peter, 1984: 401 ~l~i1~ltJ lmll1' ~tl1\912545:99)•
fl11lJ i~!JJ1 tlU'Yl1~tll)U~ ~'lltJ!~tJ111111'llfl~m1lJff1!~1I'llfl~li)fl1l1tJ\9Im~tll) U~~'lltJ•," ,

1~m'Q'V'll:::1tJ13111IiltJVliJtl1)U~~'lltJ!1J~!bY1111tl.utJ'Yltlli)fl1l'V'ltl1t11lJ'lltl1t119l1!~U1\911tJ'llW:::Vltl'fltJ!f{tl...
I I 'jJ I

'\11fl\9lm~iJJJ1lJ1WVli1.i!'Wtl~'V'lflVl111Xlfl~tl1)U~~'lltJllltltJ~.utJ!Vlfll1X~l111)tlfl~)fl~ l1Xi~ ~)fl1l
I I I I

o ~.c! C! 'j) lIJ 'j) ..•.1.0:::5.' 1.:::)..<:::1 d. 0 G) 'j) Q lIJ 'j) ~ l.d. d. Q.J ..!I ~

11:::m'Yltlltl'Yl1~'Yl1l:::~)1~m1lJ !~!lJ) tlUUtl\9ltJ!fl~ U\9Illi'Yl1l:::m!'\1!tl~m1lJ !~!lJ) tlU'Yltl~tltJ flfl•
'JJ 'I' '" d 'JJ "" IIJ 'JJ _ r.:! I '" d 0 'I 'JJ :ll "" IIJ 'JJtl1)~)1~m1lJmlJ1)tl !tJtll)U'll~'lltJ'YlU'Yl1l)~lm:::tl1) !~llJ)tlU'Yl1~m)U'll~'lltJ'Yl1l:::'Yl1!'\1llJtJ1I)~ !~

fifl tll)~li)fl1l~1111)tlU1tl~tI'Yl£~tJJJ):::tlflU~1t1 iEmlft'u WtJlifl1l ~ i#ln1'\1tJ~ HU1 i JJJJf)il~.. ~

"tll) ~~ l~iEtI~ft'U tl1)11~!!~tJ U~:::tl1)l9l~l111'\1111tlbY1111)tlW~tJ1bYm )tltJ:::'llfl~
cI lrJ'j)cl I..:::! d rI d, rI I Q.J do Q..I

fl~fltll) !~!1JtJfltlH~ !)1!)tltlfl~fltl1)llUUtJl1 "fl~fltl1)lm~llH'llU'YlbY1flty" (Essence - Driven

Organization) 1Jfl~ 1m 1tJ fl~; tln~'llUlfl~fltJ ~ 1 till ) ~rl1I'lty~~tl-n' 1d'd'~ ~lTItllJ~ lt1fttltlfl1'V'l

'" '" I _I 0 cl IIJ 'JJ 'I 'JJ d cl IIJ. 1'JJ
'V'ltJm1tJ1I:::lJm1lJ'YllJl'YlU~:::~1111)tllJ):::~um1lJbY1l)1I!~ !tJ~fl1'V'lln~~fllJ'Yll\9llJ!lJ~1t1m1lJ•
lJJ~tltJuJJ~~\9I~fl~nm rifll1Xlfl~m1lJ~1111)tlltJtl1) U~~'lltJ~t~vtJl tJ~)fl1l (Cynthia D, Scott,
'j) & G) Q..I rI .<:::to

flHtl~!tJ W:ij'V'l~ft'ltlft'lllnJ 2546: 14)
'"
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• , OJ

3. mUJ 't1ti't1 1'1 f)l'JWll ~ 'tI 'W
q

0' ''''' d '" 0 '" ~I <>'liJ9J,,; 91 11]91.1"""fl~~'Yl'Ijf)l~m'IJ~'IJ'W~ '1 fl~llJ lJfl'il::::fll'\1'WWJ~QU':i::::'tHfi~'H'V'l'cH"':i1~f111lJ~~!lJ'HJU

''W~m~ 1'11':11"m1lJl~!lJ1fJui'W!~~fllm~~.u'W" nlJ':i::::!~'Wi~~'ilTHl!l 2lJ':i::::!~'W fltl fll':itJ1t'ff'Wtl

fJtufh~!'\1Utlfll1Wi'tJfl$ll !m::::~'W'VJ'W~~lfll1 1~mill £JU!'¥i£Juu~r'J'Yl'\1d~'1 'il::::'ffllll':i T:ltJ1!'ff'WtlfJtu ~ 1
, ."

'¥imu tlfll1!!n~flfl1 1~ n~tltijtlU~r'J'Yl'W'WG1 'ff1111':iT:l~tlU'ff'Wtl~m1lJ~tl~fll':i'IJtl~~flfl11~~fl11~!! 'Ii~.u'W
qJ I cu <u

, I 'JI I

!f1j'tl~ijtl i 'Wfll':itJ1!'ff'Wtlfltu rh'¥imUtlfyhw 1~!!n fll':itl111'W~':i1f1l fll':iii'tl'ffl':i tt~::::fll':itJ1!'ff'Wtl•
"" 91 "'I "" i 9111].1& "'I 91 91 & i ,,;""0' 91 ""
'ff'Wfil '\1':itlU':ifll':i '\1~lJT:l~lJtl'tJflfll" (Arvind Sahay m~T:l~ 'W'If'W'il~~tt'ilWiJ'Wfl'il 2544: 119)

3.1 mW'flti fl6 6::::''Jq

Michael E. Porter flri1T:11 "'ffm1::::'Yl1~fl1':i~m~ tt~::::!'Ylfl1'WhV~nfl1':i!lJ~£J'WttlJ~~

~ ~ tl~! 1m vb i ~!fl~m1lJ~tl~fll':i i 'Wfll':intt~::::'ff~1~m1lJ 1~!lJ1£JU'Yl1~fll':itt~~.u'W~~~v'W m£J i~

"fll':ilJfuj'm::::uu

!fI~tl ~ij tl~~ mi 1Tvb' ~!fi~ H~tl~l~lllfll9ltlfll':i lJf ulJ 1~~1'WlJfi1J~ fll ':iI9l1~'1 ttl9ln
, , "

1:J'ffllll':iT:l111 i..r!fl~H~tl1 l':i 1~mh~tJ~v'W tt~::::!f1j'tl~ijmmi TW ~~flm£J'ffml'l'il1flfll':i!~'WrW£J~

!f1~tl~ijtllll!~'Wfl~~'Yl1j~l~fufll':i£JtllJfu tJ1111i,*tl'Wlllfl~'W!~tl£J '1 " 4

0' ~ 91 d'] 91 "'I"; , '" '''' ~lfl~~'Yl'B !U'WttH'W~1'Wm1~'1 'Yl~'If'\1':itltl'ltlfll':i U'IJ~'IJ'Wtt~::::~~'lf£J'lf'W::::tt~::::!lJ'WW'I'W

~'il::::ri~!'ff~lJi ~tl~rlfll':i'ff1111':iT:lm':i'l1~QlJ':i::::'ff~rl~tl1'\1'W~ Hl~ ('B'WoJf£I£JlJ~'W~l 2545: 39)
,

d"'l II IlJlI_~ , •.••
3.2 fHW'fl1i!'n6'tf'lV.lfl1UJ !~H1J'J£J'U'flHfl1'JH'U~'Ul!•

fl~£J'Yln !~'W!f1~tl~ijtltJ1riHmh1 'il~~tl~fll':i '\11fl'B':ifl'ili~'lJ1~fll':infl~£J'Yl1j!~'W
q qJ q q

lfWil1'W'lJtl~fll':i~1!iJ'Wfll':ittr:l'1 n£J1fl~'il::::tl~''Whfl'IJtl~fllm~~.u'W 1~ 1~£Jnfll':i!'il~UJ!~U 1mm::::n
~ ~ u

1I]9J_~ ' ~ "'&']91 0'" '" ']91 0'~1"; "'I']
m1lJ ~~llJ':i£JU'Yl1~fll':iU'IJ~lJ'il'ilU'W'il~~'\1m1lJmflUJlllflflUfll':i ~'lffl~£J'Yl'B!lJ'W!f1':itl~lJtl~'Wfll':iU':i':i~

q u q q

, "
Hmll! 1 'il'IJtl~ tl~ rlfll':i f1~£J'YlniJl~!fl~ 'il1f1~l£JU~'\11':i':i::::~uU'W'¥i'il::::f1111'W~ rvh t! 'W ttl9lfl~ £J'Ylnm 'il••

""11]91 ,'] 0'.J ~I '" ",,,,,']d':' 0']91""
!fl~ ~~'il1fl~~~1~'1 ~'Wtl~f1fl':iC)f~m'il'il::::IlJ'WH~1ll'il1f1~flfltu::::fl1':i~~'ff'W ~'il'Yl'ff~'fflJlll'W1'W 'Yl1~'\1lfl~

" ,
1~'W!!UUttH'W'lJtl~fl1':i~1IiJ'W~':ifl'ilt!'W'111m':i'il::::~1!iJ'Wfl~~'Yln1'l1'Wi~ !~tl i,*I~'Wfl':itlUi'Wfll':i~~fll':i

'Ylfl'l £11m 1~£Jn'il~:J~'\1111£J ~111' ~lfl~H~l9ltl'ffm'Wml'l~l~lJtt ~~'lJtl~fl'ilfll':i 111i ~fl'ilfll':i 'ff1111':iT:l..

4 http://www.isc.hbs.edu/firm-competitive.htm

http://www.isc.hbs.edu/firm-competitive.htm
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'" '" <dt ,'j/.d9 'j/ .:ll .d, "" 9 'j/
fl{l~'Ylli'IJ'f)'1'f)'1flfl1'HlJ'WtL~'W'11'W'f)(IVlf111'1"l 'Yl~'lf tL{l~!lJ'WtL~'W'Yl'il~ff'1!ffl:JJ ~11

rI .<:::\ Q.I d'.::::l 0 l1J ~\I] Ij} A d l1J 9J t=::I GI i Q.I

'f)'11'1fl11 ff1:JJ11tllJn{lmlfl'iltL{l~1\9ltllh~ff '1fl'Ylfl111'W1Ol~1 ~1Ol!'\"l'f}!'\"l:JJfl11:JJ~1Ol!lh(IlJ ~'Wfl11 tL'IJ'1'IJ'W
q q

1M:JJ1fl~fflOltL{l~{llOlfl11:JJ!iYmm(IlJ1'Wfl11 !!~'1'll'W1M!11~m.J'f)(I~fflOl -5'W!il'W'il1Ol~'111:JJ1(1'IJ'f)'1fl11Y11li1n 'il
q q q q q

, OJ t:::). t!
3.3 I'll UJi;IUn tI'YIN fll'm'U'1'U'l-H')j' 'ImUJ'YItiq

Don Neidlinger flri11'h "fI11:JJff1:JJ11tl'Yll'1fl11tL~'1'll'W!~'1fl{l~'YlTI!il'Wri1'W~ff:JJVHn 'W
.d .<:::\ tI", I Q.I 0 .<:::\ rI 9J ~l Q.I t::!

'YllfllOl'illflfl1111:JJ!m'f)'1fllJl~fl'f)lJ'IJ'f)'1'YlflEl~ m~lJ1'W fl11\Ol1!'W'W'11'WtL{l~'f)'11'1fI11:JJ1 !lJ'Wfl11 'il1Ol!\9l1tI:JJ
'"

E '1~!!fflOl'1flW ~1~1 MnlJ{lflfl'l tL{l~!il'Wfl11 tI1flffl11i'lJ~tL~'1~ 'il~{l'f)fl!~tI'WtLlJlJ " 5
q '" '"

, Q.I .4 v
3.4 fll'm'U'I'U'l-HfHI ty';jNfll1tltlUn';j tI

Stalk,George tL{l~f1W~ flri1111 "fl11V~(I'WtLV{l'1~1~11~IOl~'1 'IJ'f)'1ffm1~tL11Ol~'f):JJ

"'Yll'1li 1 O'il' 'W'Ylfll'WU ~1!il'W~'f)'1'l11!mfl{l(l'Yln!~1:JJ1ihh'W'l1'"w 1'Wfl11vi'lJ\911mh'1:JJ1fl tlflElW~'IJ'f)'1...
~ Ill] 'j) dl .:::s<t 'j) ~ QJ rI ..:::s 'd I e:Q .<:::! Q.I d.

fl{ltl'Ylli ~:JJ~1Ol11:JJ1t1tl'1fl11:JJ ~f11'1ffl1'1'IJ'f)'1~{l\9lf)WCV1!'\"ltl'1'f)tlN!lOltl1tL\9l'il~11:JJ1t1tl'lfl11:JJ{lflElW~'Yl.
!1J'W'\"ltl~ m l:JJ'f)'1r1m ~ 1~ 11~1Ol~'1tL{l~!il'W'\"l{l1\9l11'Wfl11Vi' lJI9l1\9l1:JJfl11!V~tI'WtLV{l'1 f111:JJffl!~ 'il

'jJ I!JI I I

'il~ !nlOl~'W1 #In 191'f}!jj'f)lJjrJ'YlU 'W 'il~~'f)'1iJfll1 ff~ 1'11M!nlOl!~'f)'W1 'lJm~lJ1'W fl11 ~1ltil'W lil O'ilYiff1rltlJ
• OJ

d ..:::s Ii) 9Jd ~ cl 1 G) 9J I I I Q.I 6
'Yltl1fl'il~{l'f)fl!mJ'WtLlJlJ tL{l~ ~'lfff '1'W'W!1I'Wff1'W ~'Wfl11ffl NfI11:JJtL\9lfl\9l1'1'il1flfltL'IJ'1'IJ'W"

'"
3.5 H';j'IN Kfl'YINfl1';i HsU'IoU'U';lml1l'l'U VImum fi'1~ 8dl ~, ';j

q

Michael E. Porter flri1111 "iJiI'il>UtI:JJ1fl:JJ1t1~'il~!il'W19l111OltL{l~n111'WlOllVtLlJlJ
'"

"fl11 tL'ti'1'll'W 111m '\"ll~tL~rVjtl'1~tL'ti'1'll'W!'vhu'W tLI91V'1Vl~fl'f)lJ 1V~1t1i1'il>UtI#l1'W19l1tLVl !fI'lWuO'il'" ~
"'IJ'f)'1mfl 'f)\9lff111m l:JJU 'W tL{l~V~11:JJ~'1il 'il>U(I#ll'Wfl11 !~1:JJ111111'IJ'f)'1~tL~'1'll'W ih'W 1'ilfl11191fl1'f)'1. '"

'IJ'f)'1~flfl'l tL{l~~'lJ1(1 !m~.i1t1fJflfl1:JJ'IJ'f)'1E'1~:JJ1'YllOltL'Yl'Wfl11lJj fl11 11~ 'f)~~\9l.i1w~11fl~ 1'W fl11vfi 1T~
'j/ & 0 ~ '" 'j/ 'j/ '" 'j/ 1rJ.I& 0' , '"

1Ol1'Wfl1111'1tL~'WG)f'1fl111'WIOl'illfllJ'il'iltl'IJ1'1\9l'Wfl{l tI'Ylli'il~\9l'f)'1l1:JJwtl'l fl1111'1\9l1tL11'W'1'Yl1'1fl11 tL'IJ'1'IJ'W•
!vt'f)1Mff1:JJ11tli ~fI11:JJff1:JJ11tl'Yll'1fl11 tL'ti'1'll'W1#l'f)~1'1~~fflOl 1'Wfl11Vfli1'f)'1lJjrJ'Yl'il1fl!!1 '1~tlflI911'1"l•

dt d 0 Q.I Q.I 9 'j) tG) 31 G] 'j) T rI &

tL{l~!'\"l'f)'Yl'il~fl1fllJtL H~{lfl ~11'f)~ ~'Wm1~~{lf.Jm'\"l1Ol1f.Jfl11 ~'lftL'W1'Yl1'1\9l1'1"l'IJ'f)'1fl{l~'Ylli tL{l~11:JJtl'1

fl11 ff~ 1'111~'f)n1nlJfI1lJfI:JJiI'il>Uf.Jm '1~tlfl'Yl1'1fl11 tL~'1'll'W1M!1J'W1vi 'W'IJ'f)lJ!'IJ\9l~~'f)'1fl11" 7•

5 http://www.ram-electronics.com/strategic competency.htm June 19,2003.

(,http://www.mhhe.com/primis/catalog/pcatalog/HBICA.htm Harvard Business Review Article

HSB Number: 92209 Publication Date: 3/1/1992 Competing on Capabilities:

The New Rules of Corporate Strategy

7 http://www.mhhe.com/primis/catalog/ pcatalog/HBICA.htm Harvard Business

Review Article HSB Number: 79208 Publication Date: 3/1/1979

http://www.ram-electronics.com/strategic
http://www.mhhe.com/primis/catalog/pcatalog/HBICA.htm
http://www.mhhe.com/primis/catalog/
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I' .<::::to Q.I ~

Miller, Danny u"'~ Whitney, John 0 flmlll "'lJ'J£l'Vl'Y'l'W\ltl1'il'il~'tY1'lJl'H)

"'eJm~t1'WU'lJ'lJfl"'tl'Vln l'Vlfll'Wl",fj lm~fll'Jl'jtl'W~'J~'lJ'lJ l~t1fll'Jl'¥itl'lJl~n'lJ~~~~'fl'~ ~mi1'WeJ\91'fl'l'Y'lm 'J 'lJ
q cu lU q qj q

1~t11n'W!~ ul9i'il~ !:J'fl'l'lJ1'Jtl"'eJfll~t1'Wll'lJ'!J fl"'1li'Vll\lflrltl'Vln 'J1.JU'lJ'lJ l'Vlfll'Whfj llrl~m~'lJl'W f11'J
• <u

dI "" ,
~<hltJ'W\ll'W 9f\l'lJ~14'Vl'fl''J'J'fl'~l\l~'W'lJ1' ,rih!'W ii~fl£lW~ H'fl''lJH'fl'l'Wn'WeJV1\lfl"''lJfli'iW1eJ' ,rlfi~Hrl~'¥i

'fl'~l9ieJeJ\lfl'n'lJ ''Wtl'W~'il~Ul l1.Jriml'lJ !${I1.J'jtl'lJ'Vl1\lfll'J u'Il'I'll'W l~l'Y'liJeJ'W n'lJN~iillrl~fl'JeJ'lJfl'J eJ\l
• <u <u

"lfJ ~ '" 1.<::5. , Q.I Q,I I 8
fl 11'lJ !~llJ'J tI'lJ 'Vll\lf11'J II'\l\l'tl'W'W'WeJtI "

<u

I I Q.I ~ 3J d d lI]jJ I Q.I q.<::::!.

John Henderson flmlll "'Wflfl~~l'Wflrltl'Vl'li'il~'lJeJ\ll'Y'l'W !~eJtll\l'J5~I'il'W !'W'Vlft'Vll\l•
'lJeJ\leJ\lfl m llrl~ 'fl'~ l\l',r lfi~ flll'lJ! $I11.J'jtI'lJ'Vl1\l f11'J II 'Il'I'll'W rll'Y'l f'lJf11'J ~ 11tJ'W'Ii'J fi 'ill 'WeJ'Wlfl\91.

" ,
fl 11'lJl'\i' l' 'il~\lflri ldU lfi~'lJ1'illflf11'J\91'J~'Y'lUfl 11"'~'Y'lJJ'W\91'Jl'il'fl'eJ'lJfl11~'fl'fl11~11 l~~eJ'lJfl1t1'W eJfl

,,,,,,,,dI 0'l~ 'I' '1 .d ""J'Ii]~
eJtll\l'ilH'il\l 9f\l'il~'Vll !'Y'l'fl'l'lJ1'Jtl'lJeJ\l.fll'V'l'lJeJ\leJ'Wlfl\91!'Wll\l'lJeJ\l !eJf11'fl'll"'~f11'Jflflm'lJ'Vl'il~lfl~'lJ'W l~.
eJV1\li'~ ~ rllfltu'lJ ~14'Vl~iiflll'lJ'fl'l'lJ1'Jtl${l'W f11'J II 'Il\l'll'W'il~iiflll'lJ'fl'l'lJ1'J tll 'Wf11'J lltlfllltl~ 1Jtu'Y'llu u

""'" .':1 "" 0' ,(l1J~ • '" Ii] ~ , '1
t1'Vl'Ii1 'Ii'ill fllJ tu'Y'l11'J5'I fl r;'!t1'Vl'Ii'Y'l'J eJt1'Vl'Iiftl 'fl'\91'J !~eJtll \l'J5~1'il'W llr;'!~\91eJ'lJ'fl''WeJ\l l~ eJtll\ll'Y'l'lJ1~ 'fl''lJ l~ tI
q u q q

• 1 • I c$ ~I ~ 0''1 '" "" ~ 'I ~ .::'1 0 "" • 1 'I •
f11'J lllJr;'!lJ'J ~1~'WlJtu'Y'll~l'WtI'Vl'liftl'fl'\9l'J l 'W'J~~'lJl'J5\lml\ll 'Y'lllJ'Wf11'Jm~'Vll1'J5\l'JlJ'Ii 'J'J'lJ l 'W11'1'lJeJ\l\ll'W

U • <u

~!~f'lJ f11'J.ij~ih~1Jml'lJrllflt1JHI'Wl'Jfl"l ril'W'lJeJ\leJ\lflfll'J" 9

d , QI' ~ d 0.::'1 jJ q3J ell A
f11'J 'lJflll'lJ 'fl'1'lJ1'J tl'Vll\lf11'J 1l'lJ\l'lJ'W'fl'1'W'Y'l'W\l'lJflll'lJ 'ill1lJ'W \91eJ\l !'J5flr;'!t1'Vl'li'J51tll'V'leJ.

1 9J tI ~ \r] I d~G't9J.Q 0 o.<::::to

flH'fl''Jl\leJ\lflm 'Y'l'lJ1t1tl\l "flr;'! !fl\911\l "l 'VlleJeJ!'Y'llfl~fl1'Jf11'Y'l'W~ lm~f11'J~11'W'Wf11'J

j) tI ....1 I 'jJ d ~ I Q. I lfJ Q.I I

~l'Wfl"'~'Vl'li llr;'!~f11'JlJ'J~'tY1'W\ll'W'J~'Y'l11\l\ll'W\9111J'Y'l'Wl'Vlllr;'!~'Y'l'JeJ'Y'l'Wltl~'Jfl'il\911\l"l flr;'! lfl~\lflml

"'il~1.J'J~fleJ1J${ltlml'lJi1'lJ'w'Wnl1~lm'h~1Ji''W'lJeJ\lfll'JiJ\lfl1J'Utu'J51'W ltl'Ulti 'lJ1\91'J1l1'W ll"'~ 'J~l UtI'lJ1TIf11'J
U ••

8 http://www.mhhe.com/primis/catalog/pcatalog/HBICA.htm

9 Candidate Resources, Inc. - Grand Prairie, Texas - (972) 64 I-5494 Competency Report -

Generic Version For: John Henderson www.virtualhrcenter.com

10 L.J.Bourgeois, III, Irere M. Duhaime and J.L. Stimpert Strategic Management:

A Managerial Perspective 2 nd ed. Tokyo: The Dryder Press, 1999.

http://www.mhhe.com/primis/catalog/pcatalog/HBICA.htm
http://www.virtualhrcenter.com
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1m '1'ffh~tJ'I~m 'iJ~ritJ1M'ln~ml1JU\9lfl~l'l'Yl1'1ml1J~~ U~~ll 'U'UW'I'WtlB1J~ ~ 11\9lfl~l'l f1'W

'J~'I11l'1 'I1l.l1t1'11'W\9l11J'I1l!1~1 'WtJ'Iflm ~'1iiml1J~ll.J:l'W~tJ'Ifh'l1'W~fl~ lmr:Jl1Jjl1Jl1tJ (integration
, , >I

"" "" , Ill'll 'll '" III "" 0 9 'll, ""'" I '" '" IImechanism) I'VWl'l5tJ1J~t1'1n~lt1fl'W fl~ ~fl~'1flmltJl'iJ'Vll ~'11~~t111i\9l1'l"l ~'1'W

1) Direct contact 1~t1.ij~1,riiltJfll'ffl'WfllTYh'l1'W111Jf1'W

2) Liaison role 1~t11JtJ'U'I11Jltl'U'Vl'Ul'Vll'Wfll'Jtl'J~'ffl'W '11'W1,rf1'U'Uflfl~'I1rt 'I.
l'Wu~~~m.htl'll'W

>I ,

3) Task forces 1~t1.ij~I9l'lI.J:l'Wm--btl'l1'Wmvn~n'iJ'iJlfl'l1111t1'11'Wl9il'l"llvttJ1Jll11

m4 1~tJ~1'l1~tJ~1'l'l1rt '1~11Jf1'W
'j/ i I 1

4) Teams 1~ t1.ij~I9l'lI~'WYiml'WYiflll'J lvttJ~ 'UN~'I5tJ'UtlB1J~mhV1tJ~l'Il~tJ~l'l
& I o:::! Q.J ~ Q.I c(Gl 1 & .d I 0 I I

'I1'W'Il'l5'W'Vl1J'Il'W'WWJ'Wl'ffltlN~\9lflWCV1m1J 9f'l'iJ~1Jfl'tJ1J'Vll'l1'W1Jl'iJlfl'l1'Wlt1'11'W\9ll'l"l(cross-

functional)

5) Integrating roles 1~t1.o~UI9i'l~'119l1U'I1u'l1~19l11l'l1U'l'l1rt'l1'W'J~~'U~'1'I1~tJ

'11U lt1'11'W1~'I1u lt1'11'W'I1rt'll11'l1U 1~1 'Wfll'Jtl'J~'ffl'W'Il'W

6) Matrix 'U'Vl'Ul'Vl'l1~tJI9l11l'l1U'1l9il'l"l "lJtJ'I'l.Jflfl~1'WtJ'Iflm fJfltll'l1'W~ 1M'l1l'11Ul~

U'U'Utl'J~ 'ffl'Wfll'J 1.{f'Vli''Wtllm~1'l''l111Jf1'W

~fl'l:lw~tJ'I~m~iifll'J'Ujm'Jl~'Wl~f1 (In search of Excellence) l~tJ 1,rln~ml1Jm1JlHl

1'Wfll'JU';'1'1l'W\9l11JU'Wl~~"lJtJ'IThomas 1. Peter and Robert H. Watennan, Jr. lntllf1'U McKinsey
>I

7-S framework flrill11~tJ'Iii~fl'l:lW~~'1l9itJ ltlii

Structure

Strategy

Staff

Style

System

Skill

Share Value
~ .dt~1 10& oc:j,'J}I.<:::::t. 'JJ
1Jfll11Jl 'l5tJ1J'W11fl Wfll 'iJ~'W11Jl9f'Iml1J 'ffll 'J'iJ1J'II'W'Wfll'Wt11J~1'WflWfll'W...

II Charles W.L.Hill and Gareth R.Jones Strategic Management: An Integrated Approach. 4th ed.

New York: Honghton Mifflin, 1998.
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I I ~ .d..d.

Change & Perform Organisational Redesign Service flmll1 "fll'Hmflll'lJ'lJtl'lflm'Vl~

'J} 1 'J} 1'J} '" "'''' 'J}1 .1"''''''' i 'J} '" 1'J}O .'J}",
\9ltl'l~'ll'U'U 11'W'Ufl'll'U:iJ'VlflfJ~ll~~ml:iJi 'Ufll'jlJ{J'lJ\9l'll'U ~tI\9ltl'l:iJfll'j 11tl1'Ul'illlflrj'il~fll'j

ll~~'Wirfl'll'U l'Ufll'j 19l~ii'UI'iI fll'j 'lJ~11l'j'Vl~'WtI1m~'ll1:l'U~'l~ll1:l'U~'lflt1'jtl'l~'lJtl'lrlm I11'Yil'll'U

I .o::::t •• I "::::::'.<:::l. 12
tltl1'l:iJlJ'j~ff'Vl'lim'W"

Kerry Feldman mhT:h "tl'lrlm~iiml:iJ'W~tl:iJl'Ufll'jltJ~tI'UlltJ~'l 'iI~l'i'tl'lii

fll1:iJll 'l~'UmJNIFimdtl'l I'UflU ff~ 1'l11~tlfi'fHn~fll1:iJffl:iJlHl'Vl1'lfll'j ll<U'l')'U~'l\9ltl'lJff'Utl'llFitl•
~'lln~lltl:iJ~ltJ~tI'U ltJl${tldl'l~ ll~~l1i11lm'il~tldhlmfl'li'jn'il 11~tl~'iI'lJ1~tldl'l1'j ~ 'l~ll1'U'if~l'iI'U... '"
<!I 'J} ~ '" '" ",'J} 1"I~ll '" 11
fltlffml~ll l~~tl:iJ'\Jtl'llJ'iI'iI'lJ'U'iI~:iJml:iJC)f1JC)ftl'U:iJlflml'VlllJ'U'Utl~\9l" .•

"fll'j ril~tI'UlltJ~'l 'l 'U'j~ tI~nm~ III'Ul'U 'iI~Yil'l11''lJ~£1'Vlff1:iJl'jtlii;1\9lfl'lmJ!~•.
'lJ~£1'Vl~mm 'lff~1'l~\9l1t119l1'iI~l'i'tl'lffUlffmtl 1tJ'l'U~ ff~ 11'JJ'U'Ii'j 'j:iJ'\Jtl'ltl'lrlm~ii fll'j ltJ~tI'UlltJ~'I

•• u •

'iI~Yil'l11''lJ~£1'Vlmhtl~ll~~l'il~Ull~'lJi\9l'ltlfl'll:iJ~tl ltJ ml:iJ~~11d'U'iI~iiN~~ ~'ll~tllldtl'lf1'lJfll'j
•• u •

tJ~flN'lfll1:iJ~~ 'l 'Ul~tl'lfll1:iJ'jl~l~h, flntJ~'lJ19l1ll~~fll'j ltJ~tI'UlltJ~'l i ~tI~ 'l~flrill:iJll1:l'U flUlll 'iI
••• u

o Q..I 9J ..•.1.<::::), Q./.<:::l.'l 14
fflflty'\Jtl'l'\Jtlfll'jlJ{J'lJ\9l 'Uparadigm for the postmodem manager"

"_, ••• <!I _, '" ••••••• _I •••••.• ~'" ••
4.2 fll'W'fjJ 'H)~ ~'U'U1J{) 'UYI..:Jnmtl~ fll'W ~'U'f)..:Jftfl~ n'l'lJ'\JU 1~Utl fltl..:J

'lJ~£1'Vlril'U 111uiYi1fll 'j \9ltl'lJff'Utl'l~ tlfll'j ltJ~tI'UlltJ~ 'l'\Jtl'l ff fll 1~1l1~1ltl:iJtift
u •

" , ~
4.2.1 fll'iUfV1rJ'i:::VV (reengineering) l1:l'Ufll'jtJ~'lJltJ~tI'U1~~~11'l'j~1J'lJ'\Jtl'l

m ~'lJl'Ufll'j ~hiJ''U'Ii'jn'iltlVl'ltltl'U'jlfltltl'U i fl'U l~tl 'l~'lJ'j'j~N~tlVl'lalrlUl 'l 'U~1'U1'i''U'Vl'Ufltum'W
q q u q q

'" ~'lJ'jfll'j lm~fll1:iJ'jl~!'jl

4.2.2 f)l'iufwuitnuuifJuTflHi11N l~'Ufll'jtJ~'lJ~~'\J'Ul~ (downsizing) ll~~
~ , ~

tJ~'lJffltlfll'j'!J''lrl'lJ'Uty']j'll11'~'U~'l (delayer) ll~~fll'j 'l~im 'lff~l'll~tllBtl 'l11'ln~fll'jYil'll'U tlVl'l

1J'j~ffl'U'll'Uf1'U'\Jtl'lNltl~N "l 'l'Utl'lrlfn

QJ :::1 .d cI 9J q 9J IV Q.I I A 9J
4.2.3 U'JflfJ'i'iU llJ'Ufll'j'Vltl'lflfnl'U'Ufll'j 1']j''VlflfJ~ll~~'Vl'j'Wtllm\9l1'l"ll'Wtlff'jl'l

G)9Ja& .<::::), ••• 1 ~ r/d:"GI I~ 9J 9Jd ..•1d ....1 I d
Imfl~fll'j fl~ ll~~lJ'j~~fJ'iIff '1111:iJl'Wtl\9ltl'lJff'Utl'lfl 11:iJ\9ltl'lfll'j'\Jtl'l~f1fl1'VlllJ~tI'UlllJ~'ltltl1'l'j1~l'j 1'" •.
i '1 'J} i i '" '" "''' ",.d '"~mU'Wl~1'U~lW'Vlfl 'U ~tlll~~N~\9lfltuCVlll~~'lJ'jfll'j'Vl11mf111mtlll~~:iJfltum'W•
12 http://www.organisationalJedesign.html Change & Perform Organisational Redesign Service

13 http://www.organisationalJedesign.html Change & Perform Organisational Redesign Service

14 http://www.organisationalJedesign.html Change & Perform Organisational Redesign Service

15 Charles W.L.Hill and Gareth R.Jones Strategic Management: An Integrated Approach. 4th ed.

New York: Honghton Mifflin, 1998.

http://www.organisationalJedesign.html
http://www.organisationalJedesign.html
http://www.organisationalJedesign.html
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, ~
1~'W1i'n1J l1mtl()~ U'U'UUN'W'lJeJ~tlll1Jl~'V'lq~1Ja1J~tl'W1~t1~1 i 1J 'il~iJN~~':U~~'U1f1

~ v 0 ~ d' cl lJ]V~ 1 d fJ} l.I1V ... I.:::I

U~~IGJf~~'U\9IeJN~tlll ~11'W'Wtlll'IJeJ~eJ~f1m U~~eJ1'illll'Wl~mUl1~~'Vl~ll~m11J l~lul t1'U'Vl1~f)1l

u'li~,r'W~~~~'Wl1~m~'WlIUJml1Uf1 i'il~iJN~~eJtlll~ll'U'W1ilf1'il 16" .
0' cv r!

5.1 rlJUJ't'illl[J'U8'lfl111 "1\?U'U1'i'i'i1l8'lflfl'i"
~ ,

Louis A. Musante f1~lT:h "1~'W1i'n1JeJ~flm i~'hJtllltleJ1Jf'Umf1~'WI~eJtI "1 11

1~'W'Vli''V'l6ff'W~~'U1mlu~~eJ~flm~l~ "1 iJ~i:Ji~tJf1111eJeJf1mi ,*eJ~l~I~1J~ eJ~flm~iJeJ~fl1Jl~f1eJ'U
d tI~ c1d Q.I I Q.I Q.I did
'Vl~1J'Ul W fIeJeJ'lflm'Vl~lml tl 'il~m11J~1J~ m ~l111~'Vll'V'lt11m 'UfIf1~ ll~~ 1~ 'W1ill1J'Vll1~eJl~t1~<u ••

19l1mflm u~~J 'W;JeJI9l1111Jl~'i:hrlUJi 'Wtlll ihl1'W~GJf~\9I1:jfl\91'IJeJ~eJ~flm11'il~!:Y11~'il l1~eJ'il~~1J111~ 1
"~ , ,

el'W1~'W1ill1JU'W m11J'il1 \l;JeJff'W'Vlf'V'l6'Vl1~lIUJUJ1Yi~~~~l'V'lll~~lmltl'vh i~lllffl'm ii' cl1~tlll
U U <u q

i~I1J~ t1'U'Vl1~tlllU'li~']'WeJ~1~m1li~ 1~'W1ill1JeJ~flm 1~'W~ ~~tI1f1~~~!:Y1l1f'U~u'li~ ~'il~111i1J
• <u

~ .
1~t1'WU'U'U 19l11~'W1ill1JU'WiJii1'W1'il Yi~lm'j'tl~~ NV'Vl1i'V'l~i ~ tl'UN~1Jl~f1eJ'Uf)1l'Vl1~1ilf1'il u~~•
1Jl~ff'Vl1ifl1'V'li'Wf1w"h~l'Wi~eJ~l~~I~t11J" 17

Ulrich i~i~ml1Jl1mtl'IJeJ~f1111 "1~'W1ill1JeJ~flm" H111~'W1ill1J'lJeJ~eJ~flm

~eJll 'U'UIIN'W'IJeJ~'V'lq~f1ll1JII~~f11l1J61J~~i ~~1Jl1J i 'W'lf1~l ~t1~11~1 'il'Wf1~1t11~'W'i:Y~'W1ill1J
.& I rp Q.I d'ddi 'JJ Q.I ~ d 'j) cl 9J i ')) 0' '"

C}f~'il~GJf1t1~ll~fI1'V'l~f1flW'Vl~ 'Wmtlm'IJeJ~~f1f11 1~'W1ill1JIGJf~'U1f1'VlI'IJ1JU'IJ~ 'il~~ll~ l1eJ~f1m1J
<u

I 'jJ rI Q.I rI rI 0 .& , I Q 'j).<:::! ';JJ 18
1J~fI1 ~ll~ ~llflfl1'V'l~f1flW 'IJeJ~eJ~f1mU~~'Wl'V'llmC}f~1J~'fIlUl1~\9Ill~'W'fIleJf1~1t1"<u <u

OJ • .:'1 OJ v •• v<> "j, 11\ v_I':!
5.2 1 ~ 'U1'i'i 'i1l8'lfl fl'i &u'UVl1i3''i 1'1m&fl~ fl1111i3'1111'i t1&'fi8'IJ 'i'i'i\ i3'fl1111 A ~&u'i [J'IJ't11'1

q'lJ

, OJ

fl1 'i H'U'I 'U'U

'JI 0

5.2.1 m11J~lmltl'IJeJ~N'W1<u

5.2.2 f1111Jm1JUtl'IJeJ~'V'lUf1~1'Wi 'WeJ~flm

5.2.3 l~~'U'lJeJ~m1'j.J~f1111J~lmltl ~'W~~~~~~1~'W1ill1JeJ~flm~u 'U~'W'Wi~<u <u q q

16 Barney, J.B. "Organization Culture: Can it be a source of sustained competitive advantage

academy of management." review 11 (1986): 656-665.

17 http://www.optimizemag.com/issue/OOI/culture.htm

18 http://www.turknett.com/sectionR/advantage.html

http://www.optimizemag.com/issue/OOI/culture.htm
http://www.turknett.com/sectionR/advantage.html
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"ijf1l':i ffm,:l1'vnrh 'U~£l'V&frJ1lJU~-:jUfyi-:j l m ~ijm1lJ {11lJTit11 'Ufll ':i1.Jl''U1~'U li n lJ

'Ufm:mlm 1Mijfn1lJf1~lm~v-:jtl'U 'il~yh 1M'U~£l'Vlijfll':i'l1lJ'Uliv'U'U'eJ-:jl~'U~fli1 'U~£l'Vl~'liiji~'U li ':i':ilJ•

John Kotter UrJ~ James Heskett '~flci1JH1'U'I1ir-:j@'eJ Corporate Culture and

Performance (Free Press, 1992) 11
1. 1~'U li ':i':ilJ'eJ-:jflm l~'U\91J~yh 1Mlfl~m1lJ{111J1':ifl'Vl1-:jfll':i l~'U1'U':i~V~V1J

Q.I 0'.::'1 I 0 Q.I do 9 v rI .... 1 0 cl ~
2. J~'Uli':i':ilJ'eJ-:jf1m 'il~llJ'U{1J'U{11f1ty'Vl'Vl1~'I1'eJ-:jf1mlJ':i~{1'Um1lJml':i'il 'I1':i'f)

Q.I d Q.I ~ d 'JJ.<:::\ Q.I G}3Jd& l.I]<J1 , I

3. J~'Uli':i':ilJ'VlV'UV-:j'il~ll'U-:j~l'Ufll':il-:j'U 'il~mlJ1':iflflfll"l~'U1 ~'I1~'U'U~~'f)m-:j-:j1V~lV. ~
'" 0' 9J • I'" • I '" If) 9J 20
J~'U li':i ':ilJ'eJ-:jf1m\91'eJ-:j{111J1':iflllJrJV'UUlJrJ-:jlm~'il~fll':i ~~

Lorina Eastman UrJ~f1tu~ ,${{1':i1.JHrJfll':il,)m~vJtl'Ul~'UlinlJ'f)-:jflm 11 '1~'Uli':i':ilJ•
'f)-:jflm 'il~'Vh1Mlfl~m1lJ ,${l1J~v'U1'Ufll':i UoU-:j'll'U~~l-:jtl'U 1'Ull~rJ~'eJ-:jflm l~v'U~£l'Vl~ijl~'U li nlJ

'eJ-:jflm li -:jf1J1lJl~'Ul~ff 1~ V{1~ll{1lJ'eJ 'il~ if-:jHrJ~l"l£ 'U'f)-:j'U~£l'Vl~fl11'U~£l'Vl~ij 1~'U li ':i':ilJ'f)-:jflm ~.
o & d QI Q,.I I Q.I Q.I cI~ ~

LOMA 'Vl1fll':i ffflEl1f1 J1lJlflVJI"l'U fl'U ':i~J1-:jJ~'U li ':i':ilJUrJ~HrJrJl"lli 'U'U\911{1~'U'eJ-:j•
fl'ilfll':iI"l'U11ij 3 ${1'U~hfifIJ~'lfJV{1~1-:jllJ'Uli':i':ilJ${1'Uf1J1lJl~'Ul~ff ;i'f)

OJ

1. ~-:j~l~VJ.{J'eJ-:jtlmlJl"lirm1'U '${llfl e11'U1'ilm4'1~ m1lJr~1-:j"ll~VJtl'UI9lJ'U~£l'Vl

f1J1lJ~ riJ'U'Uf1f1rJ .{J'f)lJrJllrJ~fll':i ~'eJ{11':i~ij1.J':i~E'Vlnflll"l ll':i -:j'il-:j1'il fll':i 1M':il-:jlrJ~l~VJlcl 'eJ-:jtl'U
'U II q,J q,J

Feedback

3. f1tuflll"l;1\911 'Ufll':il11-:j1'U 1~V~'f)-:jijm1lJ{1lJ~rJ ijf1J1lJ'I1rJlfl'l1rJlV'U'eJ-:j'Uf1f1rJ...
'il1fll~'UlinlJ~1-:j"l ijm1lJ1.JrJ'eJ~i)v1 'Ufll':il11-:j1'U ij'Vl1'l"lmm~l"lmVlv-:j 1'Ufll':il11-:j1'U ~-:j~-:j'l1lJ~

, I 'jJ 'j/ I ,

~flci 1J' 1.J ll1 'UE -:j.yj'UiI1'U'll'U~'U~ 'il~l11 t,r lfl~1911llml-:j'Vl1-:jfllm oU-:j'll'U'Vll-:jfll':i \91rJl~~'${l1.J~V'U

o G) 'JJ I Ii) 3J ,~ ~ ~ I 3J~ 'jJ 21
llrJ~'Vl1 ~'I1mlJl':iflrJ~m ~'I1'il1V\911MUrJ~ll"llJHrJ\91flll"l UrJ~H~\91'f)'UU'Vl'U\91'f)HfI'f)'I1'U~ .
19 http://www.amazon.com/exec/obidos/asin/04 71350745/managermagazine

20 http://www.optimizemag.com/issue/001/culture.htm

21
http://www.loma.org/IndexPage-Research.asp

http://www.amazon.com/exec/obidos/asin/04
http://www.optimizemag.com/issue/001/culture.htm
http://www.loma.org/IndexPage-Research.asp
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.<:::!oQ.l " Q.I ,

I>Hlf11'j'Hltl'U'fJ-:Hl1'ill'W'U'fJ,nHl1lJ'U Lurie Institute and CEO of eePulse Inc. 'WlJ11

"lJ 71J'il~t1rl1f1ru~'fJ'l1>lmm'jiMm1:iJrl1f1ru tvl'fJ'il~i$l111'fJ'l1>lmitJrim1:iJrl1t~'il l~ltIiJf11'j i~fl~U'U'U
u u ~~ ,

\911:iJilwllJm1:iJrl1f1ty 1-5 fl~U'U'U ~'lii (1 11:iJltli)'l ilirl1f1ty 5 11:iJ1tli)'lrl1f1tyVlt'!~) 1) Energy

4.09 fl~U'U'U 2) Product / Technology 4.07 fl~U'U'U 3) Culture 4.01 fl~U'U'U 4) Rewards 3.73

fl~U'U'U 5) Structure 3.43 fl~U'U'U 6) Board of directors 3.17 fl~tt'U'U 7) Venture Capitalists
dI d, ?I ' 0 '" 9 0 9 91 0' • I 0 d II] 91 22

1.78 fl~U'U'U 91'l'il~t11'U11Culture tU'U'ff1'U'ff1flty 1'Uf11'j'Vl1111'fJ'lflmu'j~'fflJfl11:iJ'ff1t'j'ilI~ "

. ~ ,
1Wl'Uli'j'j:iJVliJ-amjtu~~'l~ 'fJitJii 'il~111i ~tfl~fl11:iJ i$lttJ'1 t1lJ'VlNf11'j U.u'l'lJ'UVl

~ '" 2Jt1'ltl'U .

'" d'l'J}l '" '" '" 91 '" 9 91 915.3.1 1Wl'Uli'j'j:iJ'VlI11 mn'ff'W'Uf1'l1'U'WWl'U1\91'Ut'eJ'l:iJf11'jm~\91'U'W'UfN1'U111'ff'j1'l•
I'lrl'll'U 1~'fJ'l1>lmmh'l~ 'lL!~ 1~t1iJUI'l'U'l1'Uu[j~m~lJ1'Uf11'j~1'l"l ~'lf1t11 ~'W'Utl'll'U iJfl11:iJ~~j tj:iJ

'fff 1'l'ff<j'j 1>lE'll11li"l ;'It 11111:iJltl~'I'i'1'Vl1tl

5.3.2 1Wl'Uli'j'j:iJ~tll~'l1'fJ'l'Vl1'l1 Mun'WtJtl'll'U i'U f11'j1~'W'j'ff1'j'j1>l~iJ'fJ~ 1Mtfl~l'l[j~

~'fJ'fJ'l1>lm iJf11'jtJ1lJtJH$ll'Um~lJ1'Uf11'j 1'l~\91111ri1'U~~:iJll~ U[j~ 1M'WtJf1'll'UfiYtlfliJi 'il 1'UE 'l~. ~ ~
lJ]31o 0 d

'W1m'U11~'Vl1'ff1t'j'il

5.3.3 1Wl'Uli'j 'j:iJ~*'ff~l'lE 'It t1~~'fJ:iJf11'j111'l1'U~~~'lVltJ f1'l1'U11:iJtl'UtJB11~'l1'U

91 d 91 '" 9 9 0 '" d", 9 91 '" 1 91
t'U'U'l1'U'Vl'Vll'Vl1tl U[j~:iJ'il'lI'ilI'Uf11'j'Vl1'l1'U 'j~lJlJ1Wl'Uli'j'j:iJ 'Vl:iJf11'jll'i'jN1[j\911:iJ1'l[j'l1'U ~t1t'U'U~
3/d.d. I I ..!t GI 0 GJ 'jJ Q tI ..•1 0 d
1'l'Vl:iJ'ff1'U'll'1t1t11[j'fJ 1'Uf11'j'Vl1111li'jtl'il'U'fJ'l'fJ'lflm U'j ~'fflJm1:iJ'ff1!'j 'il"~ .

<!/ 9 '0:" 91 91 9 d '"
f11'jfl'tlfJ1'U'fJ'l John Kotter tm~ James Heskett l'UU 1995 'ff'j1'lfl11:iJt'U11'ilttltl1tllJ

1Wl'Uli 'j 'j:iJ~ 'il~'lhtlfl 'fJ1~tfl~ m1:iJ 'ff1:iJl'j tl 'Vl1'lf11'jU.u'l'lJ'U~ ~'l ~'U 1~ tIi$l111f11'jfttlfJ1t tJ'1t1lJtVlt1lJ

lJ1IJ 'Vl~ t11'U1Wl'Uli 'j 'j:iJ1'Utl1'j tJ1lJ~ 11 'Urr1'U 'U'fJ'ltl1'j t~:iJI'l~\91fl1Vl¢l1'Utl1'jtJ B11~tl1'j tllJlJ 1 IJ'Vl~

ili n!'U1Wl'Uli 'j 'j:iJ1'Uf11'jtJ1lJ~ 11~t1i Mfl1{ltl1:iJ 1Wl'Uli 'j 'j:iJ1'Urr1'U U'j tl~t11 'Uf11'j t~:iJ 1'l~\91fl1'W$ll'U

tll'jtJBlliltll'jl1 t~'U1Wl'Uli'j'j:iJ~d'lt'ff1:iJ~1'Wtll'j t~t1'ltm~tll'j 'ff~1'l'U1\91m'j:iJ tll'j t1'fJ:iJ1lJtll'j ttJ~ t1'UUtJ[j 'l

9 91 '''' 0 '" "', 91. I 91 9 91 '" ,'" 'If11'j I11fltuf11tllJf11'j~lt'U'U'll'Ut'ff:iJ'fJ'Ut'll''Ul'lu'j~tl'fJlJf11'j U[j~f11'j'ff'jN Imtl~fl11:iJ'j1:iJ:iJ'fJ I'Uf11'j. ~
~ ~

uni 'Ullty111~ 1'l"l ~1:iJtl'U tlll fttlfJ1fl1 'lii fl'U'U'fJlJt'U\91'j~t1~nmtJ'j~:iJltu 20 11 U[j~ i¢l'WlJ ';h
~

1'l[jf11'j~l1t{l'Wf11'j'U'fJ'llJ1IJ'Vl i'Utl~:iJu'jtl iJl'l[j~tli1lJ1IJ'Vl1'Utl~:iJ11-a'l'U'l'Jtl"l¢l1'U ~'lii 'WlJi1lJjIJ'Vl

22 http://webuser.bus.umich.edu/feinf/research!

23 http://www.turknett.comisectionRiadvantage.html

http://webuser.bus.umich.edu/feinf/research!
http://www.turknett.comisectionRiadvantage.html
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I I , iI :v ~ I

YiiJf1l'HtI~vuutl~'llWJUli'J'JllYi~~u 'il~ri 'H'Hl1,r'J1vfu~ 'l~U 680 % 1'U'lJill~Yiujfl'VlYi 1:JiJf11'J••
! ~ 'JI I I

~tI~V'Ulttl~'llWJ'Uli'J'Jll'il~iJ'J1V11J!'Wll~'UI'~V'l 175 % lt~~'J1f11,r'U'lJfl'lujfl'VlYiiJm'J~tI~v'Ulttl~'l•
'" "'''' d,J <!l 'I d 91 "" '" dll) '''' .Id .1 '"1WJ'Uli'J'Jll f1m1fl1'Vl~ 'l'IJ'Ufl'l 900% I'U'lJill~'Vl'J1f11'Pi'U'lJfl'lU'JlJ'Vl'Vl11l1lf11'J~1JM'Ult1J~'l1WJ'Uli 'J'Jll•••

"'" <!l '" 24
mlf11~'l'IJ'U!'VW'l 75%"••

i ~ .c::::t,QJd91 G) .do q3J oQJ

Dr. Jim Harris nftl111 "U'JlJ'Vl'Vl~'U'Umf1f1ll"lI'Ult'U1'Vl1'lfl1'Jllf11'Jl'Pifl1111mflty

"tlU1WJ'Uli'J'Jll 4 ~1'U~'ll91fl1t1il25

L lWJ'Uli'J'Jll~~'U~f1A1 ~1J'Uf11'Jltn'lIwm1,r~f1A1i~vm111mm'Jtl1'Uf11'Jlt~'l'l1'U,
•• u ••

~I ~ 91 Q.I 'jJ 'jJ I 0 Q.I 'JJ
fl1111~1J'U1l\9l'J'il1f1~f1fl1 f11'J~'Ufl'l\9lflU m111fl1~'Pi1'l'IJfl'l ~f1fl1lt~~ f11'J~'J1'1flill fl1 ~1'Pi'JU~f1f11<u qJ q <u

2, lWJ'Uli'J'J:lJ!~'U'Ul\9lm'Jll~1J'Uf11'J~~1'lfl'U1f1\9li~m~'Um111~lm'Jtl1'Uf11'J!l~'l'l1'U

1'U~tfl'lf11'J~ht'Vlfli'U i~VmN~\9liY'UA1'l5iJ~ i'Pi:J m\9lftl~ 1'Pi:J lt~~m~f1A1f1~1l1'Pi:J 1'Umn~~~1l•••
Q.I 'jJ d.c::::t,::'I 'jJ 'JJ ~ I 9J I

3. 1WJ'Uli'J'Jll~'U'Ufl1111~1l'Umf1!U'Uf11'J!'U'Uff'J1'l'IJ'U\9lfl'U1'Uf11'J~~fI1i 'l5'il1V

lt~1 ,r!n~N~\9lN~~iJtI'J~iY'Vlnflll"l lt~~iJN~\9lflll"l~ 'l~~~ i~m~'Uf11'Jri 'liY'UA1 lt~~uj f11'J~'J1~! 11•••
QJ .<::::::t, .c::::t, 'jJ

l"lWJ'U1'J~UUf11'JN~\9llt~~ flillflll"l'IJfl'l ~'UfI1•
Q.I 9J 9J.c::::t, .c::::t, 'QJ?I 'jJ d 'jJ q 'jJ QJ

4. 1WJ'Uli'J'Jll!'U'Uf11'J~'J1'l'il\9l1WW11ill'J111f1'U!1J'Uf11'l~'J1'l~ 'llt 1~~flll ll'il"l'U f1'l1'U
" "

.d, 'JJeS. d.d,G) 0 dt ~ Q.I d .c::::t, 'JJ cI 'jJ Q.I

llfl11m ~f1'Vl~ I'Uf11'J'Vl1'l1'U~l"lflll"l1ll"l~'l ~l"lllm111fl~~'J1'lff'J'JfI lt~~m~\9l'Ul"l'U f1'l1'U"...

fl1111iJVll 1'Uf11'jl.ui m 'l~! 1'l'JtlltUUf11J'\'11'l1'U! 1J'UYill lt~~Yim1'Uml"l1~n'il'il1f1••
, 91d'1 '" dd,J,;, °'191 '" ''''11)'191 '191

'Pi'U1V'l1'U\9l111'Pi'U1'VlillVl'Ufl'lflm'Vl!l"lll'IJ'U!'JflV"l 'VllI'Pifl'lflm'PiftlVlt'Pi'l'Pi'U Itll'l5'J~UUf11'J 1'Pi

QJd'31 , ~d QJd. 0 GJ3/Q.I I , dt 'jJ 'jJ9'jJ~
'J1'l1~'Vl! 'U'Uf1~1l'Pi'Jfl'Vlll '11'U 'J~UU'l 1'l1~'Vltlf1'U1m I'l5f1'UflV1'lltl"l'J'Piftlml"lflff'J 1'lm~\9l'U I'Pi~f1~....
N~'l1'U'il1f1Yill'l1'U Mifl 'j~UUi1J'W~fl'lf1~ll (group - based bonus) 'J~UUf11'jlt1i'ltl'Ufh1'J (profit

"q j,/.c::::t, .c::::t,~ 'jJ 'QJ i '"
sharing) 'J~UUf11'J1'Pi~'VlliC)ffl"1'Ultf1l"l'Uf1'll'U(employee stock option plan) lt~~'J~UU U'U~'lJfl'l

cI ~ I 9 ...I Q.I 'jJ d .c::::t, 26
fl'lflm (organization bonus) C)f'l'il1V'il1f1m111~lm'Jtll'Uf11'J1J'lU~~\9l'U'VJ'U!l"lllf.lillflll"llt~~N~\9lfll'\Al

24 http://www.turknett.com/sectionRiadvantage.html

25 http://jamesharrisgroup.com/Article-Motivation.htm

26 Charles W.L.Hill and Gareth R.Jones Strategic Management: An Integrated Approach. 4
th
ed.

New York: Honghton Mifflin, 1998.

http://www.turknett.com/sectionRiadvantage.html
http://jamesharrisgroup.com/Article-Motivation.htm
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•.• d/ 'JJ '" c:l '1 '1 d '" '" '1 'JJ
6.1 m'H)~A'i) '\1JJ1t1t'l'l fI11lJ\9ItJ~fll'J '\1'JtJfI11lJl\9llJ!'ilflltl!'U 'Vlf'lmwl'U !'\11JrH'l1m

••• q

l!'ff\9l~'V'lq~mnJ~ih ~hJ~dhmJ1t1 '\11tJf'lIlrl11~'il'IJtJ~HU l!Il~tJ~Tlm ih!f11'lJ'lfll'J l~l Mfrm.mJJ1t1

"'lJtJ~fh:h ll'J~'il~hH'\1Il1t1'J1Jll1J1J ~~-W<u <u

6.1.1 iJ'il~tJllltJl'U'lJfJ.JU'lnlt1I'li'U fI11lJl91tJ~fll'J fI11lJ1J'J1'JtI'Ul fr:l1lJ1J'J~'ff~Tl
q

f111lJl~lJl'il ~~I~'U~~~l111Mln\9ll!H'il~1'il<u

~ Q..I Q..f ~<Q ~ <JJ Q.I 0 ~ d 'J/Q

6.1.2 UH'il.Jl'il 111fJUHP-li;JfJVI'Un6flVl'IJ'U 'il~m~\9I'U'lJ'f1'U1'\1'JtJl1J'Ul'\1\911'\1lf1\91
••• q q.. "do o..:!i .<::::'). d <JJ Q.I

f111lJ'V'ltl1t11lJ 'Vl'il~m~'Vl1 '\1'JtJl!'ff\9l~'V'lq\9lm'JlJ 'Vl\9ltJ1J'ff'UtJ~fI11lJ\9ItJ~fll'J'U'U"l

6.1.3 'tVq;;fJ11U~U(,fVl.JfJfJfJ iJf1'il~'I1111J~dj1'\1JJ1t1'\11tJf'lIlrl11~'il'IJtJ~~1'Ul!Il~

"tJ~Tlm 1\91t1ijf111lJ-fflJ.w'Un~~l9itJ11J-w

lhlllvmv111'lJtlHJljlJ6

( fll1lJ~tl~f11i )
... "

l1itlfm1.'llli'il'lJtl~~l11

m'J ~~1'ilijfl11lJ-fflJ.w'UTItl1Jf'lIlm'J1JBu~~1'U l~tJ~'il1f1tJ~Tlm~l91tJ~m'Jf'lIlfl11lJ rl11~'il.. "
'lJtJ~~1'U~ ~ ~tJlJl91'tJ~fll'Jf1'U~l'U'¥i1JBu~~l'Umh~I~lJ'Vi l~lJfI11lJ'ff1JJ1'J tI ~~1I'U~1J~'\11'J~11~'U

. "
191'tJ~1'*'J l~lIl\9ltJ1Jll'Vl'U 1~'Ulf11tJ~ljtJrl1flUil 'Ufll'J 'il~1'il'V'l1Im1'U 1\91tJ'j1~lIl\9ltJ1Jl!'Vl'U-wtJl'ilmJi 'U

" <u <u

I 1 •.• 1 <JJ
Alan Barker f1Il1111 "Competency Models u'J~f1tJ1J\9Ilt1 fll'J'JllJ\9Ilf1'U'lJtJ~

<JJ 1 rI I G) 'j)..::'.!l d~ ~ J
fI11lJ'ff1JJ1'Jtll'U\9I1'U\9I1~"l'lJtJ~tJ~f1m1\91t1'il~'ff~f'lIl!'\1lf1\91f'1Il~l'U'Vl\9lJJ1f1t1~'IJ'UCompetency Models
d '" '1 'JJ .::'1 dt '" '1 '" '" 'JJ 0 ~I'Vll!f'I'Uf1'Vl'J'V'ltl1m1Jf1f1Il 'ff1JJ1'JtI! 'lJ'lu'UlmtJ~lJtJ !'Ufll'Jf1\91n'ltJf11Jf1Il1m1'IJ1'VlN1'U fll'J Hf1tJ1J'JlJ

q q

l!Il~.w\PJJ'U1'V'l1Im1'U f1n1J'J~lii'U1J'J~iY'Vlifll'V'l'IJtJ~'V'l1If1~1'U 'JllJ(i~fll'J 11~l!f'I'U tJ~Tlm 1M1J'J~'ff1J

f'lIlrl11~ 'ill~
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Pertormance
Management

Trillning and
O~li()pment

.
fll'\"lYi2.2 Career and Succession Planning

Smith flri 1111 "'4f1f1(l'\l~llB1J~HW l~tI~ '\l~"rw tI.;jm1:JJ~tI.;jf1ll"'lJtI.;j\9l'Wlf).;jlyh
'jJ, I 'jJ 'j/

tJ'W iY.;j'\l.;j'l'\lYiff1:JJntl~tl1Jff'WtI.;jm1:JJ~tI.;jf1ll"1#ltJ'Wm:JJll"tllltJf11#l ~.;jij 27
'"

1. ~.;j'\l.;j'l 'iJ'iJ1fl~(l~i1~ 111t1~.;j'iJ.;j'l 'iJ~t1~J'WI~'Wff:iJtil~tl11 1~'WliJ'W~.;j'iJ.;j'l 'iJ~ff1:JJll"tl
'" '" '"'j/ 'j/ 'j) 'j/

~ <V "'I IIJ~ ~ <V "'I ~
~tl1J ff'WtI.;jfl11:JJ~tI.;jf1ll"'lJ'W'\"l'W~1'Wtfl 'Wtlfl'iJ1fl'\l~ff1:JJll"tl~tl1Jff'WtI.;jm1:JJ~tI.;jf1ll"'lJ'W'\"l'W~l'Wllm

I I , 'JJ 'j)

1~'WtIl'iJff11.;jfffll'\"liY.;j'\l.;j'l 'iJYiff.;jfl'hiY.;j'iJ.;j'l '\l.u'W~'W'ill'W1#l tIl'iJG]h~(lflm1:JJtl.;j1(l 1l(l~ff11.;jm1:JJ1iYfl
IU cu cu <fa 'U

d.~lIJ 'jJ ~ d Q.I: I ,J ..J ~ iii 'jJQ.I ~ 0 liJ 'j)Q.I

'Vlfltfl 1.;j'WI1J'WiJ'iJ'iJ~fIl~'WtI~l.;jl1'W.;jC]f.;j1JNfll".;jf1ll"tfll"1JI.;j'W~tl1Jll'Vl'W'\l1'W1'W'Q.;j"I tIl'iJ tfll"1J

f111:JJ-W.;j'\"ltl'l 'iJff.;j~1:JJ11l~1~ 1l(l~liJ'Wlfl~tI.;jjjtlmh.;jl1cl.;j~111 'lM' ~(l~i1~~tltlfl:JJl~~'W mlfl'l'Wf1ll"
'"

'l ,*1~'WliJ'WiJ'iJ,)~'iJ.;j'l 'iJ~l#li'1Jml"~tI:JJi'1J lll"~f1ll"lll"fl 1JflfI(ll1N1'W~nm1:JJ-ff1fltl.llyil 'lfl Vtl:JJ1#l
'" q"

I 'j/ 'j) I I 'j) ':JJ

i'1JI~'WI~:JJ~'W1yilt! 'W Im~lll"~ml".yjfftl.;j ~(l~i1~.yjm)f1:JJ1:JJlf1lyh 'lfl VtI:JJ1#li'1J1~'W:JJlfl~'Wl'vht!'W

2. ~.;j'iJ.;j'l 'iJamJW~~ff:JJ~ff1'W~tI ~ .;j'iJ.;j'l '\l~111'lM'1JflfI(lnl1fl''WfI~ ll(l~filiJ~:JJ~~
'" 'U q

\9itltl.;jf1m 1~'Wtitl l#l·hiJ'W~.;j'iJ.;j 'l'iJ amJW~~ff:JJ~ff1'W~~ 1'\"ll"1~liJ'W~.;j~ff1:JJntl~tl1Jff'WtI.;jm1:JJ
'"~ ,

I9itl.;jf1ll"~'W~1'W'lJtI.;j~llB1J~.;j1'W1#l iY.;j~.;j'l'iJamJW~~ff:JJ~ff1'W l#llln ml"l#li'1Jl1afllll"~tl'W 'l 'W

#l1'Wflni'mn'\"l~11Jl(l f1ll"tltlfl'iJ1m1'W ml"1ll"~tl'WGJf1~ml"'Vl'\"l'\"l(lfll'\"lml"lff~GJf1~'iJ1fltl1J~Il1~•••
?I ~IlJ'W~'W

27 http://www.turknett.com/sectionR/advantage.html

http://www.turknett.com/sectionR/advantage.html
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3. ~~'j)~1'j)GhJ~l'U~lt:\Jfh;;i'~'1'j) tiJ'U~~~iJmlllff~1Ji1J~tl'U~ff~ ffflll~1J1~mh~
~ u •

t'l5'Ut~tliJf)1'H~mH'l~il~ m'j)tiJ'Uf)1'H'l~~l'Ul'Ulnhl'Ju"~~lU1fil~~lm'l~ 'Yi1tlffflll~~iJf)1'H~1lu
, 'j) I I

~l'Ul'U'Yilhl'J m'j)'j)~tVill 'Yi1tl"~l'1~~,,~il\91U"~~lqjfh~~l'j)~ll'J u~mh~l'j~\9IlllfffllldhVill
" .

fll111ff'U'1'j)~tlm ~'j)~'l'j)flll'J'l'U~tl~1Jflfl"'l'Uf)WI"l~l'U 'j)~tiJ'Ul'1~f)1'jtVimm~il\91U"~'Yitlll'J~ll'J"~ .

o , v 0

7.1 fll1tJl'i'll1[1'UtHfl111 f111~~'Ul••
BAPCO f)~1111 "flll~~1.11 tiJ'U111'l'j)~tl~f)1'jtU~l'J'UmJ"~11'JJ'U1i'j'j1l~l11U,,~~ ~

11'JJ'U1i'j 'j ll~JJ~t.w'UVi~JHWtiJ'U~~~~ti'U~'j)~l11'l11tfl~mlllfflm'jt:\ ~tiJ'U~~tl~f)1'j~tl~tl~flm. ~

u,,~l11'Vnlurimlmh~'j) 'l'Uflll'Jfl1fm.wl" 28~

7.2 f111~~lhrla''"!ft~fll1tJtlltJl';itl H"~'lhl'n'tl~fll1tJtll!j'll'Ua~ft'llfln

Michael Zwell f)~1111" tl~flU'j~f)tl1J'Yi~f)3 'lh~f)1'j~tl~mlllfflm'jtl'Yll~f)1m~~

9J 0

1) mlllfflm'jtl~tl~~'U1

2) mlllfflm'jtl~tl,rVnrn~I1'U

Q.I CjJ Q.I cI d ,~ oGJ3I~
3) 'j~~1Jfll111t~1l~tl~11'JJ'U1i'j'jlltl~flm'Vl'j)~ff~tff'jllU"~'Vll !mf)~fll111fflm'jtl

'Yll~f)1'jU~~']'U'1'U'j~~1Jff~ff~~ .
, oC:l. .::9 d Q.I d I '3/d I l1] '3Jd

Kotter tm~ Heskett 'Yl1Jl1" 1i'jf)'j)9f~llll'JJ'U1inll'Vlll~\9Itl1Jff'Utl~~llffl'U!~tffl'J.. ~

7.3 ~tlH'IJ'IJ'Ua~fI11~~U1~'fh,'"!ft~fll1tJ'~!m[l'IJ 't'IH fl1~WU~.u'U••••
I I 'j) 0 3Ie:S Q.I cI.c:1 9J t!t lJ] 9Jd. ~d d

David Ulrich nmll1 " ~'Ul'j)~'jtl~~""'Yl1i'Vlt~Wltl~f)1'jfltltl~!'j U,,~'jml1i'Vl~ ~ ~

tlf)l91tl~~'j)~yh'l11tfl~~mllt~'j)t~tll111urimlllt~~'U ~l11~iJmlllffll~"~~ 'j)~JJ~m\9l~"'l'U4 ~1'U
q) qj <u q q q

"Q.I d 30
~~'U

28 http://www.turknett.com!sectionRi advantage.html

29 http://www.optimizemag.com!issue/OOl/culture2.htm

.10 http://www.bus.umich.edu/newsRoom! ArticleDisplay.asp?news jd=887

http://www.turknett.com!sectionRi
http://www.optimizemag.com!issue/OOl/culture2.htm
http://www.bus.umich.edu/newsRoom!


30

. "
7.3.1 'tYUf}~m: 't1~1'rVnrfl-nWl1ijfl11lJ't11lJl'Hl U'tl~'V'lUfl'lTWl1 ijfl11lJli'UJ'W•

iI 9/o9J oG)9J~ I
7.3.2 f1f}fll: ~'W1\91tJ-:i'Yl1tmfl\9l Customer Share lJ1flfl11 market share

!V, 91091 91 '19191 91& & 0'", '" ""'"
7.3.3 /ij"i'JU'fJU: ~'W1\91tJ-:i't1'JN li~'tl-:i'YJ'W~'t1fltl-:ifll'V'l'V'l'j)'WtJ'W\9l'UtJ-:iUnj'YlU'tl~

'1l1'fll'J 't1UU't1'W'W~l'WI~'W'tl-:i'Yl'W••
7.3.4 fJ~flf}"i: NU1~tJ-:imlJI911W-:i':h "tJ~1'J fitJ 1~'Wli'J'JlJ~tlfl~tJ-:i~'j)~Yl1'1l1'

OJ OJ

li 'J f1'j)'UtJ-:iU~£l'Yllh~'t1UflJ1lJff11~ 'j)\911lJli1mlJ1t1 l\9ltl lli~tJ-:itJ1fltlfll'JU 1'UtJ-:iNU1\91'tltJ\9llJ'tll "
• OJ..

.::::t.v.ct.t::t OJ vo
7.4 -:i1'U11UJ'tnfl£J1flU~tn

OJ

-:i1'Wi;ij't1'UtJ-:ilh ~ ir'Yln fIl'V'l'1'Wfl1':iYl1-:i1'W 'UtJ-:i~l1BU~-:i1'W '1'Wml 1 t1-:i1'W 'j)~ijlJ1fl
~ ,

lij' m!tJmVitl-:i 1\9l VtJlJ<\i'Wmjflu NU~ li l'J'UtJ-:ilitl 1t1-:i1'W1~'Wff1rlill NU~ li1'Jli tl1t1-:i1'WijU'YlUl'Yll1 ff1 rl ill
qJ cu U cu u

'1'Wfl1'J~ 'j)~I't1~lJ't1~l-:il1'J~ir'Ylnfll'V'l 1'Wfll'J '1'1 1-:i1'W 'UtJ-:iN1~U-:irlUUill'M1 ~1t1fll'J 't1~1-:ifl11lJVi-:i'V'ltJ'1'j)
OJ "~ , ,

1l1'1f1\9l~'W1'Wfl~lJ~~1lJ-:i1'W 'WtJfl'j)lflU'YlUl'Yl~U1 lij'tJ~U~li1'Jlitl1t1-:i1'WU~1 m!1l1fll'j-:j1'Wl1l1Bu~

fl11lJl.u'1 1'j)1'W'WltiUltl'UtJ-:ilitl 1t1-:i1'W fl1':i 'll1'1l1ml1 'j)'JN1'tl # -:iB1'W1t1f111lJ't1~\9l1fl 1'Wfll'JYl1-:i1'W

\91'tltJ\9l'j)'Wj11'W~'J1tl1~'UtJ-:ifl'JtJUfI-r1 U1Jl~'WlI 'j);ij't1~ijN'tl~tJfll'J't1~l-:i fIJ1lJVi-:i'V'ltJ1 'j)1'Wfll'JYl1-:i1'W

~ ,
'1'Wfll'J 't1~1-:ifl11lJVi-:i'V'ltJ1 'j)1 'Wfll'J 11BU~-:i1'WU 'W ~u ~li 1'J l1~ 'j)~~tJ-:iijf1'tll1~ 1 'W

, ~
fll'J l1flm tJ-:il1 'j)~Yl1 1l1' Ni 1lJ-:i 1'W 't111J1'J tlYl1-:i1'W191'1 t1f111 lJ 191-:i1 'j) Vi-:i'V'ltJ1 'j) ijfl11lJ 't1'U U'tl~

OJ •

'JI I' 'JI
..<::::I ~ Q.I IV ~ Q.I Q.J t.::!..::! Q.I ~ I 3/d .e! 'JJ Q.I Cl.I ~

1'V'l'tl\9lI'V'l'tl'Wfl1J-:i1'W'J1lJmlfl\9l't1lJ'V'l'Wlifll'V'l'Yl\9lflUI'V'ltJ'W'J1lJ-:i1'W1l'tl~N'Yllfltl1'UtJ-:i \9l-:i'W'Wfll'JU'Jli1'J
OJ

I 'j} 'JI 'JI I

"'''' '" 91 19111) 91 '" 0 1 91 '" "" _I ""'Yl\9l'W'W\91tJ-:iIi t\9lmN'tl-:i1'W 1l'tl~'W1 'j)\9l1t1 ('t1'W'W tJ'Yl'Yl'jU'J~I't1'Jj1 2529: 28)
lfJrJJ 11 .d oQ,o. Q.I fI olr]91 o..<:::!~ 'I

Hill & Jones l\9lflm111fl1'JI'V'llJl1'J~'t1'Yllifll'V'l'UtJ-:i'Yl'J'V'ltl1mlJ'W£WtJ1'j)'Yl11\9l3 1li fltJ .•
L fll'J~fltJmlJ'V'lUfl-:i1'W ~h'WhhllmlJ~fltJU'JlJ~ijtJV1-:i~tJli1tJ-:i

Q.I ~.e! .oJ ..J t.::! 0 1 ""
2. fll'j'j)\9l\91-:i'YllJ-:i1'W'V'l-:iYi1\91'WW-:i(self-managing team) C}f-:ilJtJ1'W1'j)'Wfll'jfl\9l U'tl~

3. fll'J~ltlfi1\91tJUII'Yl'W~fl-:iN'tl-:i1'W (pay for performance) 1\9ltlI'W'Wfl11lJff1rlty~

N'tl-:i1'W'UtJ-:il1lJ-:i1'WlJ1flfll1N'tl-:i1'Wri1'W1JflfI'tlll'tl~ l\9ltl llilU'W fl-:iflm11lmtl-:i-:i1'W Gob based)

.11
Charles W.L.Hill and Gareth R.Jones. Strategic Management: An Integrated Approach.

4
th

ed. New York: Honghton Mifflin, 1998.
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8. flWillVi HtI~m1fl1'Ufltl
Q Q

ar.C!o<v ~

3 U'W1fl11'lJfl~'Yl1:1'lfltyfltl
•• di ~I

1) fll'j11'HH:·.j'W~'Yl1if1'11:1'\9l'S( Strategic Planning ) C]1~lu'Wm~iJ1'Wfll'j'lJtl~m1'lJ
I j} I , i

1J'j1'j t1'W1Yi1l~Vi1~1'Wl~t1ij 1'\91t11J'j~1:1'~fl m1'lJ19l~11lYill~I1J~t1'WII1J(l~1'\9Itl1J'j~1:1'~fl tln\9ltl(l~ 11lYi••
1l~1<U'Yl'f'Vlt11m l'~tll,r iJ'j'j (l()~1'\9Itl1J'j~ 1:1'~fl~~tl~tln U(l~m1'lJ1J'j n t1'W1~ ll~tll'V!'W~'Wltl'lJ1t1••
l~tlfll'j l~'JJl~~tln l<U U(l~tln tll'l1'W~'Ylf'Vltl1m1'Wtln1J~1J~~l'W

2) fll'j~1l'W'W~l'WmiJfJ'lJ ( Management Control ) ~~11l'Wm~iJ1'Wfll'j~~iJ1'111'j
'jJ 99J Q.I I d ..•.1 ~ ar. ~ G) 'jJ .dl Q.J •••. I rI rI d! I

\9Itl~fll'j ~'lf'Yl'j'Vltl1mtltl1~'lJu'j~1:1''Yl1ifl1'VlI'Vltl~'I1iJ'j'j(ltl~1\91t1u'j~1:1'~fl'lJtl~tl~flm 'I1'jD'I1'W1t1~1'W..
3) tlnfl1iJfJ'JJl~~1J~1J~fll'j (Operational Control) ~~I~t11~D~iliJfll'jfl1iJfJ'lJ

m'Vl1~mh~~ij~Dl~fll'j ~mH.U~~l'W U(l~m~iJ1'Wtln l'Wtln1J~1J~~l'W

I/) ~ '" I '" I/) ~ I

Paul M. Dauten, Jr.,Homer L.Fammill ~~D1iiJ1t111 fll'jmiJfJ'lJ mll'Vl1l1nl.!1 ~~11
~ ,

11l'W'\r(~'j~iJiJ ( System ) U(l~m~iJ1'Wtln ( Process) 1'Wfll'jiJ1'111H1'W fll'jmiJfJ'lJ l'W~l'W~Yi

11l'Wm~iJ1'Wfll'j 'I1'JJltl()~ " m~iJ1'Wfll'j~~iJ1'11n l#i'm~Vi1~'Wl~Dl,rln~fl11'lJiT'Wlll ':h~wul1~
<u

fl11'lJ rl11~ll\9l1'lJ~1J'jl'jtl'W 1J'W 11l'Wl1Jmh~l'ff'lJD~'Wl1:1''lJD1Jmtl u(l~mh~~tHdD~" 1'W~1'W~~11l'W
& 'jJ dG) 9 0 ar. 9 9J 'jJ Q.I

'j~iJiJfll'jmiJfl'lJ 'I1'JJltltl~ " 'j~iJiJ'I1'W1'Yl~'Wfll'jI1:1''WDU'W1'Yl1~~'Wfll'j~ll'W'W~l'W~'I11:1'tl~fl(lD~tliJ•
II N'W~ tl1 '11'W~ 1 YJ '11~ Dfl 11 'lJ'Vlt11t11'lJ~ 'i) ~ f tl Ell fI1 1'lJ111J 'j 1J'j 1 'W'lJD~1'\91t11J'j ~ 1:1'~fll11' Dr.i fl1 (J1'W

• <u

.d 'l~
'lJDiJl'lJ\9I'Yltl'Wtu1\91~'I1'lJtl~'j~iJiJ". " . ~

Joseph L.Massie tlrllJ()~ fll'jmiJfJ:lJ 11l'Wnllm'j:lJYi1'~fll'j1J~1J~~1'W U(l~;U'W~l~fll'j

'I1~tlll'W1'Y11~1'Wfll'j1J~1J~~l'W 1,rm'j~()~liJ1'11'JJltl ~l#i'tl1'11'W~Hrl1~mr1

Herbert G.Hicks tlrl11()~ fll'jfl1iJfJ:lJ 11l'Wfll'j1'~m1:lJrl11~1l 'lJtl~fll'j1J~1J~~l'W 1~(J

\9I'j11l1:1'DiJW:llU'W1'Y11~1~'I1~Dl~tlnl~ ~1J,j11l'W1J'j~ltl'lfU 'I1~tlijflw~1~Dm1:lJrl11~1l 1l~t1tltl1.ij~
<u • <u

lI] ~ Q.J 9Jl1I.dt 'jJ ar. 1 rI , 0 ~ d 'jJ :t ~I
Dtltl !1J 'I1'jD1J'jiJ1JHUtl ~'lJI'VlDl'11ltl~1J'j~ (J'lf'W\9Itlm1:lJ1:1'11'j1l'Yl\9lD~fll'j'W'WU(l~lu'Wm~iJ1'Wfll'j•
.d .d '" '" 0 '" ~I ~ "'l _I'" '" '1 ~ ~I 1/)_1'Ylltltl1'Vl'WtliJfll'j m~'Yl1D'Wlu'Wfll'j\9l'j 11l1:1'tliJ~U(l fll'j m~\9I'WI\9lD'W1l(l~fll'ju'jiJ\9I1 m lu'W ~u\9l1:lJ

<u •
, ~

UN'Wtl1'j 1J~ 1J~~1'W1~t1mll ijfll'j fI1~fll'j W()~f111:lJN'WN1'WYim 1lIn~~ 'WU~1'11l'V!'W'Yl1~ll III 'lJfI11:lJ
Q.J ~ I d ar. J ~ Q.I 0. J 'jJ Glr) 9J
N'WN1'W'W'Wtltl'W'Ylll~ltl~'lJ'W'I1'jD'I1(l~1l1mtl~'lJ'WUmtl ~~
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, Cl ?I Q.f .Qj oJ 99.1 <V

William F.Glueck fH'111t1..:Jfll'Hl1lJfl1J tlJ'U'Vlflll~01,)lJ')m,)..:J1'U 'Vll'W1l'J11JIGJf'VlH'W1m•
'IJtl..:JlnJ 1l'J..:J1'U tlrJNlJU ')~ff'Vln.fl1'W Ut'l~h1'lJ ')') t'lii..:J1~t1Un:l.H fl' 01') f11lJfl1JU')~fltllJ ~ 1l'J1I'iI.ijl'J~

q q q

ff11'ltlJ 3 U,)~01');jtl O1')tl1'Yl'U~tfltUcvlm~,)~1'Ul'U01')ufil1~..:J1'U O1,)~~'U111i01,)1~ t~tllM'Vl,)llJ

~ <j} <j} 9 0 <> "', 1 " , I '" " <j}1I] <j} ,

t1..:Jfl111J011'Yl'U1 I'UO1,)~lt'U'U ..:J1'U~11J1~t1lJ')~t'l'..:JfIUt'l~01,) lJ')lJlJ') ..:JUfl1'IJ'IJtllJfll"l,) tl..:J'1Jtl..:Jfl111J
• q

ff1t~ 'iI~lJU,)lflU

O1')mlJfJ1Jflt'l~'Vl£ (Strategy Control) t1:!'U01')mlJfJ1J'Vl1..:J01,).ij~01,)~lJ~fllltU~Vl!fI'll

~1Mm11Jff1I'lUJtllJ01,)~~~11J m1'i1t'l'tllJ tm~u')~!iJ'U m ~lJ1'U 01') fl1! U'U..:J1'U!~..:Jflt'll'J'Vl£'IJtl..:Jtl..:Jfl'fl')
" q

11{1'1m ')t1lJ') ') t'l1~mh ~t'l'..:Jfl'~~tl..:J01,)'Yl~tl 1:J 01') fll!U'U O1,)lJlh ~ff'Vln.fl1l"l!Vll'J..:Ji~Ut'l~f11') ~tl..:J
q q

,'''' ,I I 11] ."j i <j} '" <> " ",I 0 dlJ ') lJ lJHtll'J1..:JI') !l"ltl 'Ylm~lJ1'U 01') 'iI~01')!']f..:Jflt'll'J'Vl1i'IJtl..:Jtl..:JflmlJ')~t'l'lJfl111J{1'1!')'iI
q q

_I '" ..t
8.1 fl111J1~!1JUN~U'Ynlfl1'I.Ji1'j.Ii1W.fl1'W

i'U~'U1 '4tlJlJ..:J01,)!m~ Wtl~~'U£ !'IJ'ilTW'U'VlU flrl1111 O1')U')~!iJ'U (Evaluation)

'Ylml'Jii..:Jm~lJ1'U01')~fffl1l11!f1,)1~,.rtll'Yl'U~tfltUcvl11..:JUI'I'U Ut'l~fl1tU'U01')tlrh..:Jt1:!'U,)~lJlJ t~tl~

'il~I9l~ff'UfltU.fl1l"l f1tUt'l'1Jl1~ 'Yl~tlfltU ~l'IJtl..:J~..:J~t,)lt'l''U1'iI 'il~tt1'U1101')~~U')~tiJ'U 'il~{1'1m')t1
q Q q qJ

U')~tiJ'U 11 01') fl1tU'U..:J1'Ut1:!'U1U~l1J~~tl..:J01,)'Yl~tll:J ~u')~tiJ'U'il~~tl..:Jtl1'YlmHfltUcvl (Criterion)
'"

I I I I jJ I

ut'l~m~') 111'U(Standard) .y]mm~t'l'1J i~l'J.y]tfltU cvl'Ylml'J~..:Jff..:J.y]t,)ltll'Yl'U~~'Ut~tl i,*19l~ff'UfltU.fl1l"l
"" q

'IJtl..:JI'lt'l~l"l£ ~..:JlJ~rr'V1General Electric (GE) 1I9l'tl1'Yl'U~U'U1'Vl1..:J01')tll'Yl'U~m~,)~1'U ff1'Yl1lJ01,)

~')1'ilt'l'tllJ Ut'l~U')~!iJ'U01')fl1tU'U..:J1'U'lJtl..:Jtl..:Jfl'mSl9l'l'U ~..:J~tlluif

1) flWVl1tl11') ( Profitability ) 'Ylml'J~..:Jm~,)~1'U~tl1'Yl'U~,)~~lJ'1Jtl..:Jl'lt'ltl1h

~1i')f)'il~tl..:J01,) 1'UU~t'l~'lf1..:Jnm
q

0<::::). Q.J rI .a «:::\ d ~ d,3J
'IJtl..:J1'It'l~fl tUCV1'Yl') tllJ ')01') 'Vl1i') fl 'il'Vl~tl..:J01')•

3) 1'I~~.fl1l"l ( Productivity ) t1:!'Um~,)~1'U!~l'J1tllJU')~ff'Vln.fl1l"l Ut'l~U')~ff'Vlnl'lt'l

l'U01m~~ 'Yl~tlO1')fl1tU'U..:J1'U'lJtl..:J1i')f)'ilt'lf'U tl~,)101,)I'I~~ m11J.w..:Jl"ltll'il'IJtl..:Jt'lflfi'1'Yl~tlfl111J
q '"

jlo jJ ~ Q.I if Q.I Q.I jJ e:.. Q.I if
4) fj'U1~l'UI'lt'l~fltUCV1 (Product Leader) l"l~'U101,) Ut'l~'U1~m,)1J~1'UNt'l~fltUCV1

ijd1'U ff1I'lUJ~tlm11Jff1t~ 'il'IJtl..:J1i')f)'ili'U')~ l'J~l'J11 i~l'J1i')f)'il~t1:!'U ~U1i'U19l'1'U1'I~~fitU cvl~lJi tlO1t'l'
u q q q,J

5) O1,)~~'U1'4f1mm (Personnel Development) fYfll'J.fl1l"lUt'l~m11J~1Jt'Vl'IJtl..:J

Q.I .,::t OQ,l 1 ad Q.I cI & 3.1 0

ml"ll'J1m lJflflt'l1Jm11Jt'l'1f1UJ~tlm11Jt'l'1! ') 'il Ut'l~l"l~'U101,)'IJtl..:Jtl..:Jflm C]f..:Jm')~tl..:J01'Yl'U~m~') 111'U. " ""
Q.I ~ <JJ jJ Q,I QJ .Q&d rI 'J}

O1,)l"l~'U1lJflmm 'V1..:J~1'Um1m 'Vlflll~ fI111J{1'11Jnt1 Ut'l~'V1f1''UfI~'Vltl..:Jflm~tl..:J01,)
q '"
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. ~
6) l'lffUfl~'tI~N'V'l1Jf1HU (Employee Attitude) Yi~~~),B'Jfi'm!iJulh)1)mj,~;fr:mHh!~'\l

o::!! 9J .0:::::.. 9J 4Qr, 9J 0 Q.I Q.I ~ ~

11';i~HllH 11-n1't1tJ'JIi';if1'\l H'IJ';i111';i'\l~l91tJ\lf)111UIPlH14 TVll\l H-n~1J1191';i'TI1Uf11';i11Pl'VIffUfll91't1tJ\l'ff1J1'lff1
• OJ '"

114 tJ\lfi'm !~tJ~'\l~~l!lJUf)1';i~~U1 H-n~ui''IJ1h 'J1,r'IJflfl-n~l'lffUfl~~~~tJl91u!tJ'J H-n~Ii';in'\l...
7) fl1111i''IJNIPl'lftJ'IJ~mhu';i111 (Public Responsibility) 1pn'\l H-n~rl'\lflll~N~

Q.I OJ ~ ,'jJ.& cI

WJ111'ffll'V'l'UIi 'VitfltJ1114 14 nu C)f\lIi';in'\l~tJ\lfi111UlPlm'V'l~mJW 'tItJ'JIi ')n'\l 1Ufl1111f-fff1't1tJ'Jrl' \lflll
q q q cu

~
8) 'fflllPlm~11'i1\l!i11111J1t1')~tI~rl'u H-n~';i~tI~tI11 (Balance Between Short-• ~ ~

range and Long-range Goals ) 1U'VI1\lU~U~ !i11111J1t1l'l\l'fftJ\l';i~fl'IJ'\l~~m111'tlIPlH~'JnU fl\l1JU. ~
tJ\lfi'm Yi!'Illl!! ~\l H-n~~ftf1t1m'V'l~ tJ\l'ff11J1')tli'mll'ffll 1Pl-n'tltJ\lm111~ tJ\lf)1';i l'l\l 'fftJ\l ';i~fl 'IJ 114 rl'1Plri1U.

f11') 191') 1'\l 'fftJ'lJf1-ntl'Vl1i~~u')~ iY'VInm'V'l H-n~'ff11J1')tl11PlH-n~'ff~~ tJum'V'lf1 1')

~ l!lJU '1114ml1\li'IPl! '\lU '\l~~tJ\l1 ,*~\l11~f1f)1';i~tlf1~tJ'J H-n~f)1';i~l!lJU '1114~!'Il11 '\l'ffm'V'lf)1';i W H-n~
OJ

~
1~UIi ') ';ill'tltJ\ltJ\lfi'm 1IPltl'IJ';iW1f)1';i ::.ill f)1') 1IPlH-nl'l\l'fftJ\l!'Il1~1t1nU

OJ

f)1 ';iU ';i~!1J14 H-nf)1') U~U~\llU 'tItJ'ItJ\lfi'm 191111!'VIfllJfl H-n~!fl ~ tJ'J{j tJ'tItJ\l Balanced
~

d d ~l "" i 'JJ 'JJ .., .., lJ]'JJ I

Scorecard BSC 14 '\l~llf)1')u')~!llU 14 4 1Pl1U1l1t1f1UtJu !IPlHf1

1) f)1,)U')~!1JUH-n ~l1-Jf)1')!~U (Financial Perspective)

~I "" 'JJ 'JJ
2) f)1')u')~!llUH-n 1Pl1U~f1fl1(Customer Perspective)

3) f)1')U';i~!iJUH-n ~lUm~'IJ1Uf)1'Hl1t11U (Internal Process Perspective)
..• 1.0:::::.. 9J d 9J Q.I

4) f)1';iu';i~!llUH-n 1Pl1Uf)1'H';itlU~H-n~f11';i'V'l~U1 (Learning and Growth
..•. 1 0<::::.\ G) '9J d Q.I •.• I tI d, Q.I

Perspective) f)1';iu';i~!llUH-n !UHI91-n~1Pl1U'\l~1l1I91QU';i~'ff\lfl 'VI1911\lf1U

(1) 1I91tlU';i~'ff\lfi'~j;hfltlJiUf11';iu')~!1JUH-n~lUf)1';i!~U '~Htl f)1')-nIPl-n'I'tltJ'I
• u

'JJ '" d,,J lJ] 'JJ 'JJ ""'" I d 'JJ
I91U'l'JU11')tJf)1')!'V'l1l'tlU'tItJ\l';i1t1!1Pl1Pl1t11Iif)1')1911\l"l!llul91u

(2) 1I91QU')~'ff\lfi'~Li1flty1Uf)1';iu')~!iJUH-n~lU~f11{1 '~Htl ri1umhf)1';il91mlPl
, , ~

Yi!Vlll~U f)1') i' mn-nf11{ l!~ll'tltJ'JtJ'Jfi' m f)1') H'ff1'J111-nf11{11m.1 f)1HJ 1! 'ffU tJiYu 1{1Yi~flWm'V'l
OJ OJ •

f)1,)'lJ1f)1,)~';i11l!~ 1 11~tJ~tJ!iYtI'I'tltJ'In'\lf)1')~~ !iJu~u

(3) 1I91QU,)~'ff\lfi'~ff1flty i Uf)1'jU')~!iJu H-n~lUm~'lJ1U f)1')flltl1 14 i~Htl

o ~ d d ~ .0:::::.. .dd Q.I ~ Q.I d d
f)1';i\Pll!UU\llU'VI';i11Pl!';i1't1Um~'IJ1Uf11'j H-n191'VI11flWm'V'l m~'IJ1Uf)1';i '\l1PlC)ftJ'\l1Pl111m1m';i 1191';i'J!1-n1•
11~tJm~'IJ1Uf11';i'IJ1111')~~u')~iY'VInm'V'l !iJu~u
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Q.I •.•.I c'd 0 Q.I 9 ...1 ~ 'JJ .d. 'JJ (l.J

(4) 1\9ltllJ';j~'tY~f1'Y1ff1f1UJ 1'Wf)1';jlJ';j~llJ'WvHWI1'Wf)1';jl';jEJ'W';jn~~f)1';j'V'l\Pl.l'Wl
•••• OJ

'~nri f)1';jvr\Pl.l'Wll1fl£J~'lJfl~'V'l11ml'W f)1';ji'fl£Jl'V'l11ml'W~1JflWfll'V'l 1\Pl.l'W1i';j';jlJfl~r1m~ltl~ 1flf)1'tY•

'J/

f)1';jtJ';j~dJw.m~1'W~N1 ,j'1~~'W fl~l~1JtJ';j~il'YInfll'V'li1 ~~~fl~mffEJ~')j'i11~N~

f)1';jtJiiU~~l'W (Performance Indicators: PI) 'H~fl~iJEJlJl~EJfltl'W':h KPI (Key Performance Indicators)

1) fllEJ l~l\9ltltJ';j~'tY ~r11 'Wf)1';j lvilJ~'W 'lJfl~';j lEJ1~ 'lJfl~f)1';jtJ';j ~l~'W N~~l'W f)1';j l~'W.
'JJ I I I 'JJ I ,

~')j'mH~~iJEJlJl~tl'W 1~Ufi ';jlEJ1~%VllJ~'W lijm~EJ'jJtl'IJtl~Nl'Wm l~'W~'W

'1 ~<V.I " <V <V <V .1 "" ~4) fllEJ 1\9l1\9ltllJ';j~'tY~f1f)1';j'V'l\Pl.l'W1'Y1fl£J~'V'l'Wfl~1'W'lJfl~f)1';jlJ';j~llJ'WN~ ~1'Wf)1';j•
'J/ , ,

l~EJ'W~n~~f)11vr\Pl.l'W1 ~')j'u~iH~~iJEJlJl~tl'W 1~nri ~1'W1'W'l'h 1lJ~I'Wf)1';jfl'IJ';jlJ~flfl'W~fltl 'H~fl
OJ

Q.I Q.I d ~ J d 'JJ

';j~ ~'IJmllJ 'tYlm';jtl'lJfl~'V'l'W ml'W'YIl'V'llJ'lJ'W ltl'W\9l'W

'JJ QJ <r 'jJQJ~Q.lQ.JcI tI c'?1 rI
'tYfl~f1~fl~fl'W n~~~fl W~l'lJlfl'IJ1'tYEJ'YIfl''W(Vision) n~~fl~~'YI1i (Strategy) 'lJfl~fl~f1mllJ'W~'WEJflm~

~1EJf)1';j tJ';j~l~'W N~f)1';jtJiiu~~l'W 'lJfl~fl~flm 'H~ flf)1';j tJ';j ~l~'W ~~mlmh~ 'il'lJfl~fl ~f)1';j ~1mfl! fl~ ij fl
'J/ ,

'lJfl~ BSC U ~~l~'Wf)1';j'lJEJ1EJlJlJlJfl~ 'lJfl~f)1';jtJ';j~l~'WN~ l,rfli'1~'lJ11~f1';jfl'IJfI~lJ~~fll';jfl~~!:YlflUJ.....
, 'J/ •

~ flfl 11lJ !:Yll~ ~'lJ fl~ fl~r1 m mflV~~'W fl'Wl~'W f)1';j 'tYfl~f1tl'fl~tl'IJ'tYfll'V'l~U'U~ 'I1'Wtl'Wfl~l~';j'Wn ';j~'lJfl~•

Q.I ~ ~ I ~ ?t Jt ~ .o::k 991 rI
'tYm'IJ'Wl'V'llJN~N~\9ln'H ~')j'1\9l, Benchmarking l1J'Wlfl';jfl~lJfl'H 'W~fllEJ 1\9l~'YI1ifl'1'tY\9l';j

$ll'Wf11';jlvilJffflEJfll'V'ln ~~'I1'W'lJfl~tJ ';j~l 'YIfl' ~~'lbEJtJi''IJtJ';j ~fl~flm n~~ 'tY~l~lfl~ fl~lEJ~~fl~flm fll'V'li' 'i1. ~

n~~lflfl')j''W f11';jl11 Benchmarking 'tYlm';jmvilJffflEJfll'V'lf11';j n~~'I1'W1,rtl'IJfl~r1m $l1EJf)1';jltJ~ EJ'lJl~ EJ'IJ

N~\9lilw~ 'IJ1f)1';j 'H~fll~tJiiu~~l'W tl'IJfl~r1m~'Wl~fll,r1$ll~tJiiu~~l~'Wl~fl' (Best Practice)

o lIJ. I. I <V • I "'1 ~ '1 ~ <V"
n~~'WlllJlJ1'IJlJ';j~EJfl\9l1 ')j' Im'Hm~'tYlJfl'IJfl~f1m'lJfl~\9l'W•

.,It '" <!l?1 ~ A I'" '" ~
lfl';jfl~lJfl Benchmarking 'il~llJ'Wf)1';jfl'W'H1 n~~n~f1tlJM'Wl1EJ'Wt (Best Practice)

~lflfl~r1m~'W fllEJi~fl~f)1~l~'W'tYlfl~ 1~EJijmllJ~~~\9l';j~'H11fll'WmllJ~1 ~~'<h fl~r1m l'Jl 1li1~

Hl~1 tJ'YIf1t!fl~ iJ~1Jfl~flm~1JmllJ'tYlm';jtlmflfllm 11 'W'IJNl!fl~ f)1';jftfl£Jl~lfltJ';j ~'tY'lJf)1';jur\9l1 ~.
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3J Q,I?t 9J Q,I i Q.I ~ 'J/e:!J ~ d ~ ~ dll] 'JJOJ
'Ufll'J~'1 'U'lHlJ'UI'ff'U'Vl1'1~~'Uf)1'jU'J1JU~'1fl'l'flm'1l1~'lJ'U C)f'lBenchmarking 11J'UI'fl'jfl'l'JJfl'VlI~TU

'fl11'JJ'ff'U1'i) Im~ul'J'JJ1~tl'Ufl~1'1fl~1'1'lJ11'1 1'U'j~~lJ'ff1fWl l~fl'l'i)lmh'UflWW'ff'i)tf':h 1~H~'i)1 'I
<U

Q,I ..•. I rI Q,I 0 J.. '19J rI .:=2 Q,I ~

1~QlJ'j~'ff'l'fl'Vl1'1f)1'j'i)~l11 Benchmarking I'VW l1fl'l'flm'Vl'j1lJf,l'lftfll'J1l1l'l l1'jfl

1~'fl11'JJ'ff1'JJ1'jf,ll'Uf)1'jlJ1111'j~~f)1'j~II.y{'i)1 'I fl'lflm'ff1'JJ1'jf,l1l~fllU~l'J'I,..1 (Best Practice) 'lJfl'l
" , ,

m ~lJ 1'Uf)1'j I9i1'1'1 tllJfl'lfl m im1 1fl'U'1 l~flih'JJ1u'j~~flI911 'UflUUi' lJ 1~tllJfl'lfl m'lJ fl'l~ 'WlfJ'I

I~fll1j'Uf)1'j 1~'JJ fffll'Jll1l'l '1'Uf)1'j1l'\l'l,J'W'111tllJfl'lflm

Charlor W.L. Hill Gareth R. Jones flci11'",h ri1'U'tY1flUJ'Vi'ff~'lJfl'l'j1l'J'I1'UllH'U
" q

o'<!! 0' oJ"" ."'?I ,d'l • 'I~
fl~~'Vl'fi 'flfl fl~~'Vl'fif)1'j'fl1lJfJ'JJ (Strategic control) C)f'l'JJ'fl11'JJ'ff1'fl11jllJ'Ufll'Jl'!l'J'II'Uf)1'j'U1'Vl1'1111

0' , .d • I/] ~ ~ I/] • I _~ .d ~ • 'I ~ 0' • I • cl
fl~~'Vl'fi~l'1'1 'Vlfl111'U~I1llJ'U IlJ~1'JJllJ111'JJ1l'J'Vl~fl'lflU 1l~~'Vl1111fl'l'flmu'j~'fflJ'fl11'JJml'j'i)

" oJ"
'j 1'JJ'tl'l'ff! l'!'fl11'JJ'ff1'JJ1'jf,l1'Uf)1'j 1l'\l'l,J'Ul11tllJ'fi 'jfl'i)l~ C)f'lf)1'j'fl1lJ'fl'JJ~fl'lVl1'fl1lJ~tl'U~'1{j

q q <u

fJWll1l'l1l~~lJ1f)1'j ~~':hii'fl11'JJ'tY1fl11jl1jm)'U~lJmfl'1
QJ ~ rI ~ d~ rI

f)1'j'i)~fl1'jfJWll1l'l'Vl'lfl'l'flm (Total Quality ManagementTQM) 'flfl flU'Vl'Vl'lfl'l'flm

iif)1'jui'lJU'j'l'flWll1l'l'lJfl'lm~lJ1'Uf)1'jVl1'11'U Im~'flWll1l'l'lJfl'li1'Wf{l / lJ1f)1'jfl~1'1l9ifll~fl'l
q q q

& I Q,I rI ~
fJWll1l'l (Quality) 11'JJ1l'JU'I'lU'jl'! ~fl'l:lW~ ll~~fl'l'flU'j~flfllJ 1~l'J'j1'JJml1'JJ~'lJfl'l

'" ~ '" .d '1 ~ ~I/]~'ff'U'fll / lJ'jf)1'j 'Vl'ff1'JJ1'jf,l'ff'Ufl'l'fl11'JJl'lfl'i)1l~~'fl11'JJ~fl'lf)1'j'lJfl'l~fl'flll~
<u

" ,
fJWll1l'l'tl'll1'JJ~ 1'U'YJfl'1 ~~ tl1 'i)flci111~11 11j'UfJ11jll'i)'tY1fl11jV'I1'Uf)1'j 'ff! l'1fJW~ 1

" " ,
lltl~flf{l 1l~~'ff1'JJ1'jf,llJ'j 'j ~'fl11'JJl'lfl1 'i) fJWll1l'l'tl'll1'JJ~ 11~fl'tl'l'j~lJlJ 11j'Ul1lhVi'lJfl'l'I'Jfl'1 ~1l'J

~ 'i)~~ fl'l11'JJiJfl 1l~~'lf1l'Jtl'U'Vlfl~ll'Jl'If'UI~l'J1tllJ'I1'U f)1'j ~m~ ~'Vlfl'fl'U1'Ufl'lfl m 'fl1'j ii~~ 'tYl'Ufl
q q

l'Uf)1'jI1jm:rflf)1'j~m~ (Kenneth J. McGuire: 2002 )
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fI1111ftl111':itllwtll':iU~'l.u\'!'lJtl'lU~f1'1'l~1'l'l h.!t1\l~1J'W i~~'l'V'lll'l'lfl1 'W1~rihll:HQ'V'l1~
s't Q..I Q..I .c:I.dt'.c! dGJ I q 31GJ tI d ~ e::!

IT lU'Wtl'W~Umf1l'V'l':il~llfl1111l'lftl11 tll':illl'l'lfl1'W 1~£J !'\111'l ~'If~'Wtl'lflm \l~lU'Wtll':il'V'l1l'IJ~fI1111

ftl111':itl '1'Wf11':iU~'l'li'WiM'n-1'utlfiu~'l'li'W'~~l£Jf1';h l"l1'W••
" tI 31 ?I 9J di' G) 'JJ OJ '" d

JM f1m111 "f1~£J'I'l'fi~1'W IT \l~lu'Wtll':ift':i1'lfl1111{1'1111':itl'l'l~~~l~'W ~'l1f1Utl'lflm'l'l•
Q.I.dt tI lJL.llTI 'jJ d d I I I r>

\l~'lJUlfl~tl'Wtl'lfim ~u ~~':i1~m1 U~~~f111f1U'IJ'l"·-..
tI dd ~ I 31 .di l1J 31 d I

tl'lflm'l'lll'V'l'W'Ul'W'I'll'l IT lllf1f111 \l~{1'1111':itll'IJltl'l~m~ ~~l':i1f111 U~~ftl111':itl'IJ1£J
'"

" I I:::l. 31 ..• 1 ~ 'jJ '9J
'lfll'V'l':i f1m111 " 'l1'W1£J'fi':if1\l\l~\9Itl'lu':i~lll'Wfl1111\9ltl'ltll':i'IJtl'l\9l'Wltl'lf1tl'W U~~\9Itl'l••, ~

lJ'W'1\l11ftl1J1':i m~\.JJ'Wlf11111ftl111':itl '1'Wtll':i '1~l'I'lfl1 'Whriu 'Wi~tl~1'liJ1J':i ~ iY'I'lill'l~ fl'W\l~ ntl '111'

lfl~f11111{1'1111':itl'l'l1'ltllm ~'l'li'W tll':i '1M'fI1111~ Nf1tlU':ill U~~tll':i l\9l~£Jllf1n~tltll':i l1J~£J'WU1J~'l..
lll'W~'l~ll1J'Wtl~1'lt'lfii1Jnutll':il1J~£J'Wl'l'lfl1'W 1~ri" ('lfll'V'l':i f1{Vl~\9JJtf:86).....

dt '1 ' dillJ9I dI , 0'

llltllltl'l ~'WU'lCompetitive Strategy-Michael E. Porter C)f'l~~':i~1Jtl'lUf1'WU'l1'lf1~~'I'l'fi
_I 1 0' 91 ~I ••.• 0' 91 '1IJ,1" dt

3 u':i ~lf1'1'l ~~£J f1~~'I'l'fi tll':i ft':il'lfl1111lu'Wltlf1~f1'1:ltuU~~ft':i 1'lfl1111U\9If1\911'l~u \llf1~U'IJ'l':il£Jtl'W'1
'1 91 ~ 0' di 9 'J} , ••••
~'Wftl£J\9Il'IJtl'l ~ f1f11 (diffrentiation) lU 'Wf1~£J'I'l'fi'l1'W'l ~'Wf11':ift':i1'lfl1111 ftl111':itl'l'll'l f11':iU'IJ'l'IJ'W...

, ~
f11':ift~1'lfl1111 l~~l~'W U~~ltlf1~f1'1:lWli~'l 'W1'l~\9Ifitucn'IJtl'l\9l'W1i'Wllltl1\lyh '~'l1mm1Juuu l'lf'W..

l' ••.• 0'''; dI ~I "" 1 1 '" "" 91 "" l'fI1111~~~l~'W U~~mf1~f11Jtu'l'lUft~'ltl'lfl1111lu'Wmfl' 'I'll'll'l'lfl~'W~~£J'lJtl'lft'WfilU~~mtll':i fI1111~~~l~'W
Q..I c1d .& :::1 o<::'.:lo .<:.'), 9J .<:.'), i I Q..I r:I

U~~mf1~f1'1:ltu'l'lUft~'ltl'lfl11lHu'Wmfl' 'I'l1'lfitufll'V'l'IJtl'lft'WfI1U~~mtll':i fI1111~~~l~'W U~~mf1~f11Jtu•
~Uft~'li1'lfl1111l~'Wl~fl' 'I'll'l'l1~lf1'l1m£J'lJtl'liY'WAl U~~U~f11':i l~'W~U 1'1'Wf11':ilft'Wtll'l~\9Ifitucn••
9 I I 91 l' ••.• 0'''; dI ~l 91 o:l '_ I 1 0' 91 ""1
~'l11J"'1Uf1~f1f11 f11111~~~l~'W U~~ltlf1~f1'1:ltu'l'lUft~'ltl'lfl1111lu'Wl'lm'WUf1u':i~ t£J'IJ'W'lJtl'lI'lU':itf1f1......

.<:::::t. Q.<::lt, Q.I rI .0:::::. Q.I '.c::t...:::::.

(ftllfl~ \ll\91fl'':i'V'l'l'lf1'1:l,ft1'W£J\9Itlfl'':ift'IJU~~ tl\9l\9l11ftl1'Wl£J'W 2545: 144-145)
q q q II

.12 Cybercorp, 1996: http://www.amazon.com

.1.1 Peter Weill. Harvard Bussiness School Press., 1998.

http://www.amazon.com
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"f)1'j ;1~f)1'jf)1'jHillPl u~~aJaU~fl1'JlU'Ul1U1~l1d 'l~-ff1f1tytl~1'l~'l 'lJtl'lf)1 'j ~WU'U~'j f111

~ ::'1 Cj) d d QJ <JJ ~ 3J ~.dt 9J 'JJ
l'Utl 'l111mlJ'Ul1'Ul'VHflV1fllJ f)1'j ff'j 1'lff'UfI1 U~~lJ'j f)1'j !'V'ltllPltllJff'Utl'l fI11111Pltl'l f)1'j 'lJtl'l ~ flfl1 U~~

'"
iJH~~tlfl1111mm'jtll'Uf)1'ju';'l~'U'lJtl'lli'jf111 lPl~tl~11'UfI1111ff1m'jtll'Uf)1'jyhil1 i 'jf)1'j;1~f)1'jf)1'j Hi11Pl•

•• I~Q,J~ :'1 0 9Jd3J ~93J ~
l!~~ lJDlJ101f)1'j 11~!lJ'Uf)1'j'Yl1l1'Ul'Vl~1'Uf)1'jtltlflUlJlJ f)1'j1NUH'U U~~f)1'jfl1lJfJll !'V'ltl!l1f)1'j H~1Pl

lU'Ui iJtl~l'liJiJ'j~ iY'Ylijfl1'V'l 1'i'U'Yl'U~1 'lJW~!~V1tl'Uni~iY'U~l U~~lJ~ f)1'j~iJflWfl1'V'l1Pl111iJ~mw••
~I'i tl'lf)1'j u~~ri 'llltllJlPl'j 'l!1m f)1'j !.yillH~Hi1IPl!U'U1~~ l1~yh1,ri~iY'U~lU~~lJ~ f)1'j ~iJflWfl1'V'lff 'l. '"
91 ~ 91 'I 'I 91 ~ 91 ., 'I 0' ",';' 1 ""
1Pl'U'Yl'U1Pl1u~~mm'jtlff'j1'lfl1111'V'ltl!11 m'Y1'l~flfl1 U~~'V'l'UflnW!'Utl'lflfl'J " (ff1W1 1Pl'l!'V'lliff1'j'jW

q <u q q

2546: 14-2 - 14-3 )

" !'Ylfll 'Ul~tj 'Ylf'V'lVlfl'Jf)1'jHillPl U~~'UlVlJlVfl1'JiJaU~f)1'jlrltll1U1V~'jf11111~l'itl'l

tltIflU lJlJ l11tliJf lJiJ HU lJlJfll'j Hi11PlU~~'j ~lJlJfll'j ~WU'U'l1'U l1U 1Vli 'j f11111~l'itl'lliitlfl1~f)1'j••
o a'dG) 'j}.J d 3J Q,J <) d d C\ ~ 9J ~ ~ ~ ~

'YlN1'UU~~tliJfl'JW'Yl!'I1 C)f'l11~lflV1'lJtI'lfllJl'Ylfl!'UlM'Yll1~H~lPlff'UfI1l1'jtllJ'jf)1'j'U'UW'l f)l'jl~tlfl•
1 1 ",d1l] I "l 11] , .,., 1 1 "'11] 91 I ~I

l'Ylfl !'U !~V'Yl !llmm~ffll l1'jtlf)1'j !llff1m'jtll1~f)1'jfllJl'Y1fl!'U !~V !~tlVl'lmm~ffll l1~llJ'UlItyl11

~ -ff1f1WI'itlfll'j~ ll'U'Uli 'j f1111'U'YlNfll'jlPlm~ l1~flri 11'~ 11 ~~iJfl1111~~ fff Nff'j 'jfl~ 1'Ul'YlfliJflu. '"
"l 1 1 '" cv ~l 91d 11]91 " di .111] 91 I 1 1 '" 91

l1'jtll'Y1fl !'U !~V llfll1~llJ'UH'Vlff1111'Jtl!~ff1'UU1J'llPlm~ff'l C)f'lff'JlJ!~11 l'Vlfl!'U !~Vff1m'jtlff'J1'l
'" '" .

1,rlf1~fl1111'~liJjVlJ l'Uf)1m';'l'll'UbY1l1flJlJ~ir'Vl~;1~f)1'jn1Jl'Vlfll'U htj'~~ " ('I111'V'l'jf1{Vl~rJJ11. '"

2544: 84)

jJ G) o<::l, QJ ~ QJ lr]31 I ~

Stephen King tJl'l !'U'UIPlVff1'jmba, 2002 : 80 QlJlJl~tI'Uli'U11f111 2002 !~flm1tl'l
.. "

fI1111UlPlfl~1'l'j~l1'h'liY'U~lnlJlPl'j 1iY'U~1' ~i1 iY'Uf11l1m Vii'l iY'lVi~flf119ftl iY'Uf11mm'j tl~tlm ~V'U
'"

n'U'~ 1Pl'j1iY'U~1(Branding) lU'U~'lm'V'l1~19l1~tlm~v'Un'U'1J'~ iY'Uf11ff1111'Jtllfh~lfflJV'~tI~l'l

e:l "" 91 d.1 0 e:l I , 11]91 14
'j1~!'j1 1Pl'j1ff'UfI1'YllJ'j~fflJfl1111ff1l'j1111~f1'ltlVtlV1'l!'jf)1~!1m .

'"
I 11]91'1 '

lJ'Ylfl1111111flBonner Consultants Inc. flm1 n 'U www.Bonnerconsultants.com11

QJ d 'j) I .<:::S..• l ~ ~ 0 ~ ,. 3J d 9J I ='1
fll'j 'V'lrJJ'U1101'j 1Vl1tltlV l'llllJ 'j ~ff'Vlli H~ U~~ fll'j ~ 1!'U'Ufll'j 1Pl111!fI 'j 'l fll'j ff'j NIPl'j 1Vl1tI tlV 1'lllJ 'U
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d djldd d 'l9J'lI1~
fll'nJ\9l'J1Cl'l1eJ'VlU'IJ~UH m'JlJU'Wl'VlN 'W'lJeJ\9leJlU'W

1) ~11J1'J()~eJfl1'WtlmJw.1~\9lH'il\9li\9lt'il'W '1'W'¥l'W11~1l~'WU~~']hCl~~ VJfll'J CleJlJf'lJ '1'W•
d!Ji"j 'IiLI

\9l'J1Cl'l1mlJeJnmHl'W llJ

<JJ ~ ~ ..A ~ lI1 <JJ

2) ~'JNmllJt'lfeJ()eJu~~mllJt'lfeJlJ'W 1\9l

!Ji 'lj,ld 0 C),.<:::l, d.
3) ~~'Vl eJ'W 'I1t'l1'WU'W1'VlNfll'J\9l1t'W 'W'Ii'Jfl'ilU~~mllJt'lfCll'lflUl• u

>I

4) ~~ N 'lMtn\9lfll1lJ 'j{t'lJ~Cl'lJ u~~iJH~m~'Vl'lJeJfh:j~~l9ieJflnl9l\9lil'W 'l'il91eJ U~~
<u

dl dl
fll'J'J~~fl()~

d!Ji.J~d •.• dl1 !Ji ~ ~ !Ji •.•
\9l'J 1Cl'l1eJC)f~t'lJ 'W'VlCleJm 'lJU~~ 'J~ ~fl \9lCl~flfll 'il~t 'lJ 'Wt'l1\9lt'lJ 'WH~ ~eJ\9l fl ~ eJ~fl'lJ H~fll'J

<u •
>I ,

~ It'U'W fll'J ~~'lJ'WfleJ'W fll'J ~~1~\9l'J1VMeJ'il~~eJ~iJfll'J'Vhfll'J1.ijCl U~~YllmllJt~l '1'il'1'WH~fll'J~lt'U'W

'Ii'Jn'il U~~Yllfll'Jtlll1'W \9l1N19l1Ul1tl ~'lJe:J~'Ii'Jn'il '1MmlJ1~~mil'Wt~lJ~'W ne:J'W••
"fll 'J 'lJ1 'I11Hl'W ~flflla-lJ~'W 11 CRM (i eJ, ~ -h iI'Wt flteJ~iJ eJ~~ 1:11'11f'lJ fll 'J \9lm\9l ~ 'il~

<u

~~ 1~fll1lJ1h~'¥l'lJ i 'il U~~t~lJfl 11lJfifl~i 'W\9l'Jlff'W fll U~~~~l~a-lJ~'W1ifl1'Wn'lJ~flfll ~~~til'W
<u

C), d. Q.I <JJ '1 !Ji "'1 !Ji 0 I 1 tI ~, dd'
\9lm\9l'Ii'Jfl'ilt\9lCllfl'W U~~~flfl1 'W\9lm\9lH'lJ'J flfl \9l1CllJ'J~ t1'lf'W 'I1'Je:JflW.fl1'IJe:J~CRM 'VllJlJ1flfldl

q cu cu q

, >I

fl n ffl'l:n~flflltl 'il'il1J'W 'Ii'Jn'ilEJ~~llJ1'J mh CRM 1J1'1i'rwe:J~~~flflltnl 'lMfltl'lJlJ191e:Jil'Wfll '11~e:J
CU II q cu

'lJ1fllHlfl'lJ1Ei'Vl '~~fl \9l~e:J\9l'il'W'1i't~'Wfl~t1'Vl11'l 'Wfln'l11~flfll '1m.j~lClH~'illfln'ilm'JlJ '1'Wfll'J
• <u

~~ l~a-lJ~'W11~~flrlld ~~'lJ'lJtil'Wfll'J~~NmllJ '~tU~Cl'lJ 'Vll~fllm~~;r'W~iJmJi'WtI'il'il1J'W " .16
<u •

~ "'01 0'1i]!Ji , 1i]!JiG) G) "l Ii] "j •.• d
l"l~~lJ fle:J\9lt~m l\9lflml!d l'Wfll'J1J1'lJ'J'J(J1t11'WtlJe:J~ I'VlCl tlJeJd'W'Vl19 \9lmfllJ 2544•

I ~ d tI 9J Q.I ..A '1 9J 9J QI C),A, d ~
11~ ~'Vle:J~flm 'il~\9leJ~'W\P.ll'Wlt'We:J'11~e:J\9lfl~e:J~fl'lJtlfl\9l 'il\9leJ~ flfleJ•

dt Q.I Q.I Q.I tI Q.I 'j)

"t'Je:J~fll'J'il\9lfll'JmllJ~lJ'W'W'Iifl'lJ~flfl1 (CRM :Customer Relationship Management)
... '" '" 1 jJ 'jJ Q,I Q,I 9 9J C), 1 a' ~ I d Q,.I Q.I rI

U~~'W'W'IilJ\9l'J1i'Jfl'il \9lCl'il~\9le:J~~'Jl~ 'JflfJl U~~'W\P.ll'Wlll1tfl\9lU'J~ Cl'lf'Wl1'Je:JlJ~mt'WlJ'illflmllJ~lJ'W'W'Ii
• <u

•.• , 'l9!lil!Ji!Ji "j •.• !Ji o'd!Ji o:l o:l 0 'l!Ji '" 1i]!Jio I"':! i ' ...
\9l~flml 'I11\9l\9ldCl U~~tlJe:JH~lJfl'lJfll'J~'Jl~um'W\9l'Vlt'IJlJU'IJ~fl'il~'Vll 'I1'Ii'Jfl'ill\9ltlJ'JCl'lJ 'Wfll'JU'IJ~'IJ'W•
1\9lClhJ~ltil'W~e:J~'UYll~~mlmlfl1" (\9l'lJCl tl1Cl'W'W\P.ll2546: 158-159)•

Philip Kotler flrlldl1 "fll'J\9lm\9l'il~til'Wrh'l'il~1:11flty ~'il~YlliM'lJ1Ei'VlmlJ1'J()uf'lJ19l1

'1'W~fl1'WU l\9l~e:JlJ~t'lJ~Cl'WU'lJ~~'1J \9l~eJ\9l'il'Wtil'WtI'il.ijm.Jlfll1lJ~11J1'J () '1'Wfll'JYlltll' 'J'lJe:J~'lJ1Ei'Vl
I ~ I I

'1'W11~\9l \9lm\9l'lJ 'Wtlltl~t1J~Cl'WUU~~' Umhnl\9lt ~ 1 'lJe:J'lJt'IJ\9l'IJeJ~e:J\9l~1'I1m'JlJt1J~Cl'WU U~~, U'il'W••
'lJiJ'lJe:J'lJt'IJ\9l~i\9lt'il'W i 'WtI'il'il1J'W 'lJ1Ei'Vli'WtI'il'il1J'W~~~ltil'W~e:J~iJml~~mmrllt~ 'il'JU ~t~e:J(ie:J'~

q III <u cu

t~Clln'lJ~flfll ~U~~;r'W ~.ij\9l~1'I1tllCl U~~ff'Wri'l 'lJ1Ei'Vl'l1mClU r1~t~lJ\9l'J~'I1'lJ fl '1'Wfllflrlld '1'We:J~\9l
<u <u <u

...I "';;II tI Q.I a' ~ d ~I C), 9J G) ~ QJ d I 9J ~ C),

'lJe:J~lJ'JlJ1'ill'JtllJt\9lm \9l'Jfltflm C)f~t'JlJtlJ'W'ilHUm l'WlJ'il~'lJ'W'Vll1 "~flfl1 fle:J 1I'Jfl'il" (Customer

is the business)" (Philip Kotler, 5)
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. , "c1.<:::t~ IjJ d I 9J' 0 d
flClt1'Vl'Iifll'j\9lClWI'VlI'U'U\9ltJ1J{Y'UtJ~mllJ\9ltJ~fll'j 'Vl11\9lfl\9lWIJtJ~ Clflfllll\9l Cl~ fI 'U'ill 'U1'U lJ 1fl 'U. ~

11t1flll flCltl'Vlnfll'j\9lCll\9ltJ~mllJ~lJ.w'U'lh~ldl~n'ilfll'j Clmi'lllCl~'Yltl 1t1~1'U rl'U "1 1\9ltll'lmh'ljn~.. ~
, "

'tYlfl w;J tJ fI 11m) fl~'tltJ~ Clfllll'vi!n\9l 'illflmllJ~ ~vwI'll 'tltJ~ Clfllll fl Clt1'Vln fll 'j \9lCll\9lilffllJl'j tI {Yrl~
u ~ ~ q

ftfltlm'W'Vll~fll'j ll'li~.u'Ullfin'ilfll'j 1~ 1\9ltl~1'U fll'j tM1J~ fll'j~ll\9lfl~l~ UCl~l'YliJtJ~ll 'Ii~.u'U llCl~~

l'Vlfl1'U h'fMl'U fltJlJVi11\9ltJ{ llCl~fll'j~tJ{yl'j~iJ1J'j~i1'Vl1i m'W'Vll~lfl~tJ'liltimllJl~1 UCl~fll'j 1'1i'1()~

fll'j\9lCll\9l" (J1PTI'lf1~ {y'U'Vl1{YlJ't1:13-15)••
mllJrlll~'il'tltJ~fll'j~\9lfll'j~l'Ufll'j\9lCll\9l ;JtJ fll'jI~1J 1\9l'tltJ~t1tJ\9l'tllti 'Yl~mY1'Ull1j~\9lCll\9l

191,n1'U fll'j 1J~ 'Yll'jfll'j \9lCll\9l~1J'j~{y1JmllJrlll~ 'il I9i'tJ~iJflCltl'Vln19i'1'Ufll'j \9lCll\9l~~ fll'j totilfl~tJ~jJtJ•
'JI "" .,j dI '1 '" • I 0' 0' 'JI

4 p's \9lmlJfll'j1l~III'l'Ul'WtJ\9ltJ1J{Y'U tJ~mllJ'W~'WtJ !'il'tltJ~1JflflCl llCl~1J'j'j Cl1\9ltllJ'j ~{Y~fI'tltJ~tJ~flm \9l1t1...
19l~J'Ufi tJ'U ~ 'il~iJfll'j 1l~1l1'l'U 4 P's ~~l9i'tJ~l~lJl9i''U~1t1fln 01'Yl'U\9l UCl~llfl'jl~M\9lCll\9lI~l'YllJltl

'JI '" .,j i'JI _~ "'.1 0' 0' dI '1
UCl1'WI'lJ'UlUI'l'U fll'j \9lCll\9lI'WtJ'Yl\9lCll\9l11Jl'YllJltl1J'j'jCl1\9ltllJ'j~{Y~fI'lJtJ~tJ~flm Im~{Y'U tJ~mllJ'W~'WtJ ! 'il••

'JI 'JI dt ""'.1 'JI 0 ?I 'JI
'lJtJ~Clflm 4 \9ll'U 9f~ Robert Lauterbom l'jtlflJl 4 C's lJ'j~fltJ1J\9l1t1 fl1llJ'illllJ'U UCl~fl1llJ\9ltJ~fll'j~

fll 'j llll ~ff1'U \9lCll\9l fll'j 01'Yl'U\9l\9lCll\9l1~1'Yl1Jl tI llCl~ fll'j 01'\1 'U\9ll9llll'Yltl ~'Vll~ fll'j \9lCll\9l I~mll fll'j

1l~UI'l'U flCltl'Vl,r'Vll~fll'j \9lCll\9l~~iJ 1J'j ~i1'Vl1im'W ~~ 'il~Vll tMtJ~rlm Ifl\9lmllJ {YllJ l'j t1'Vll~ fll'j II 'Ii~.u'U•

t 'Uflllll 'Ii~.u'U" 'il~iJ~1t1f)'U 3 {]fl'I:JW~~rllflty"l ;JtJ fl1llJ{YllJl'jtl t 'Ufll'j {Yrl~fl1llJll\9lfl~1~

'1 ::lI 'JI 0 'JI 'JI ~ c:l '1 'JI
fl1l1J{Yllll'j tI !'Ufll'j IlJ'U 1'l'Ul\9ll'U\9l 'U'Vl'U\9ll llCl~fl1lm 1\9l1'j 1 !'Ufll'j \9ltJ1J{Y'UtJ~fl1l1J\9ltJ~fll'j'IJtJ~~ .

<j} ~ d <j} I ~ C.\ 'jJ

Clflfll 'Yl'j tJ\9lm\9l t 'U1J'j ~1\9l'U'lJtJ~ fll'j {Y'j'1~fl1llJll\9lfl\9l N'U 'U 'Ii'jfl 'iltJ\9l{Yl'Ylm 'j 1J'il~\9ltJ~'WtIltlllJ~ ..
Q.I .<:::::l, 'j) .<::::). i 'jJ I " 9J 0 G) 'JJ 9J d Q.I 'jJ& I d. I

'W1'lJ'Ul{Y'UfIl IICl~1J'jfll'j 'Ylll\9lfl\9ll~'illflflll'IJ~ UCl~\9ltJ~'Vll!'YlClflfll1JtJ~l'Yl'U UCl~'j1J'jtl~flWfll'VllJlflflJlcu cu '\I q
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IiJ !lI _I'" !lI OJ 1iJ!lI I "Co OJ "

f111:JJ!~!u'jtl'IJ~lhlhl1~m'j:JJ !~UhlhlrJhI ('ll:JJl'l'j fJ'jl'll'lWlhl 2545: 32)

'VIt]£I~ Resource-Based View of the Firm 1$lrJn'lJltrJ1'IJ~£l'VI1~fI'"n:JJ1:Y1fltyn'IJ'VIi'l'ltilm

.d IiJ ' '" '" dt !lI liJ!lIl ", ~ OJ IiJ!lI& IiJ !lI
'VI!:JJ{Y1:JJlHUCltlhlU'IJ'IJ '\1'jrJ!f1ClrJhltl1tl!~ ~t1{Y:JJ'IJ'jtu11!'IJhI'j1fHT1h1'UrJ'If)1'j'j"fl£l1!1C}f'lfl11:JJ!~<u ••

!tl'1 tI'IJ1hl f)1'jU~'1.,jhl m1:JJ!~h!!rJmlfl£lW 'UrJ'I'VIi'l'ltl1m ~'1!~hI 1$l~'1~~'IJl9irJ'I1$l UCl~~'IJl9irJ'I1lJ

liJ!lIdI?1 I d !lI I '1!l1 OJ Co OJ 18
!~ 'il'l!uhlU'\1Cl'l'VI:JJl'UrJ'If)1'j{Y'j1'lm1:JJ!!~fl~1'l! '\1fl'IJm£l'VI .

Q,I , I , 9 ~ tI Q,I 9J
{Y:JJlfl:JJ hl1~m'j:JJ Bottom Line flm111!'j1{Y1:JJl'jtl')$1t1!'\1rJ'Iflml'lWlhll'VI1'l~lhl
. , "

hi l~m 'j:JJ cJ1'1!~hI!1rJ'I'\1t:lfl '1hif)1'j !~'IJ1~'UrJ'IrJ'Irlm 1~t1f)1'j ~~'V11'j~'IJ'IJ'VIN~ 1hlhil~m 'j :JJ~hI
" ,

!W~ 1lJ 1$l'V11!'¥itl'lU~'IJ1'1ri1h11hl rJ'Irlm !Vht! hi !'j 1'il~~~vhf)1irJm)'IJ'j:JJ 1h!!1 rJ'I'UrJ'If)1'j'V111~!f1~

~ .:::::::. ~ 'JJ ~ r;J Q,I 0 9 'JJ ~I <J} 0

fI 11:JJfI~'j !'j:JJ'CY'j1'1'CY'j'j fI UCl~m ~'IJ1h1f)1'j 'VIN~lhl hi1~ m 'j:JJ UCl~!'j 1'CY1:JJl'jtl'VI1! '\1f1tu!uhl f-.lhll• <u

!lI OJ & 0 '1!l1 OJ !lI?1 I & OJ " OJ

'YIl'l~ 1hlhi1~m'j:JJ C}f'l'il~'VI1!'\1h11~m'j:JJ!'U1:JJl!uhl'CY1h1'\1hi'1'UrJ'I1Wlhlli'j'j":JJrJ'Ifim 'UrJ'Ifitu !'j 1tl'l•
1$l~~'V11~'l1jf)1'juf{1'Ui1tym1hl'llhl 1~t11t1n Cutting Edge UCl~!'VIfliJfl1'\1lJ~{1t1fli1 TRIZ !1i'l:JJlGlhtl

!'j 1'CY1:JJl'jtlGlhtl'l"11~f1tu!f1~ Self-sufficient 1hl$llhl hi l~m 'j:JJl~t1f)1irJflrJ'IJ'j:JJ UCl~'1~flni''IJ'jrJ'I•
hirJfl'il1flf)1'j'Utl1mfl1 rJ~1tlU~1 !'j1iJ'I~~'V11f)1'j1~t1~'11911f-.l~~fitu9'1UCl~f)1'j 'IJ~f)1'j~'V111~f1TlUf1~•

Q,I 'JJ IV 'JJ ~ G) 'JJ .<:':::l ao 1 !lI
hi1~ m 'j:JJ'VI1'1~ 1hl fI 11:JJ'CY1:JJl'jtl '\1Clfl'VI1'1mhl Self-sustaining !l'l rJm!fl~ f)1'j!~ 'IJ ~'YIl '1~1hl

f)1 'j ~ Wlhl1m1:JJ'CY1:JJl'jtl'VI1'l~lhl hi1~m 'j:JJ-&1'\1i''IJf)1'j !~'IJ1~

Feigenbaum, Arman V. !~hI';j::;'IJ'lJelhl'YJ'j'ltl'j~iY'VInflll'l ~'j1m1:JJm1:JJl'ltl1t11:lJ'Umfl~:JJ

~l'l"llhlrJ'If1m!'~rJ~Wlhllfituflll'l 1l1'j'l-rfl£llfltuflll'l !m~tli''IJtl'j '1f1tuflll'l !~rJ'V111~!f1~f)1'jtl'j ~'\1iJ~
II q q q

:JJlfl~'CY~1hlf)1'jf-.l~~ UCl~f)1'j'IJ~f)1'j 1~t1iJ'IfI'Ii'fl£ln~~'IJm1:JJ~'1l'lrJ '1'il'UrJ'IClflfl1l$lmh'lfll'IJG1h1"• <u

dao d t:!t ao djJ 310 d' I ,

Costello, Robert "'VImm:JJ f1rJ Uhl1f1~'VI~rJ'If)1H1l1~~hIl UCl~f)1'j:JJ'CY1h1'j1:JJmm

I9irJ!i1rJ'I'UrJ'I~'IJ~ '\11'j'j"~~ 'IJ'CY'I '1hif1'ilm 'j:JJ~'1'\1Clltl1hl m ~'IJ1h1fll 'j rJ'Irl m~u 1l1~h!g:JJ:JJl1t1~<u <u

I Q.I ao ~ Q.I I;:j "1 'j) ~ Q,I d 111 'jJOJ dl j} 3/d 0 .& 'JJ
rJtlN'CY:JJt]'VIlif-.lClhlhl 'il~'CY'1!fl~mhl !~ 'il1flf)1'j:JJl'lhlfl'llhl'VI!~'j'IJf)1'j Hfl UCl~m~l9JhI'1'\1:JJmhlfl~lhl

f1tuflll'l n'CYml'l!n~~rJ:JJf)1'j'V11'llhl~'CY~1'l'CY'j'jf1 ~!~:JJ 1111'11'il~'1nhlUCl~nhl UCl~'VIflflhl'Vi:JJ!'VI'1~•••
Uflfll'j U'CY1'1mfltuml'l~~fll1 !~rJ'lJnCl!il1'\1:JJltl'CY'1'CY~firJ f-.l~~fitu9'1!!Cl~'IJ~f)1'j~tl1l'lrJ 1'il"

II II cu II
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1 Q,I Q,I d,.<::::), cl ~I rf
Department of Defense m~Y]'j1~flm '\1lJ'tItl~':i!1J1ml"l1':i!"1 "'Ylfl1ltllJ !u'W ~'Yl1ifl'1'ff\9l':i

!vttluf'Uu':i~'ffm':itl'W~mn~~m,1tl~ l'W'Ylm~~'U U{l~'Ylfl"1 'iI\9l~mi1'WfnllJf'UH\9l'l1tl'U 5'WU':i~fltl'U~1t1
Q q q q 'U

V j/ I I I

!'Yl'f1'Wflfll':i'U~'\11':i'll'W.w'W;n'W~\9lh~~JJ'WVi 'iI::::ui''UU':i~ U{l::::!f1~tl~ijm~~i'l11fll':i flltll~l m ~'ff~l~....
'I " 1

ViiJiuti l\9ltl~~dh 1uVi'I'Jfl"1 m::::'U1'Wfl"l':iU':i::::iY'YlllH{luti~fll':iuf'UU1 ~U'W !.wtl'ff'Wtl~\9ltl'U!ijl'\11J1t1

l'WlJlJfllN mil fll':i{l\9l~'W'Yl'W !~lJflWflll'l l1'Wfl1'\1'W\9lU{l::::'fftl\9lfl~tl~tl'Ufll':i::::fl'il~~tl~fll':i•••
~ & '] 31'] 31?1 ., ,I .td, "" ~ d. ']

fll':i!l'llJfl11lJl'l~l'ltll'il'lW~H l'l1 !u'W1\9ltlu':i::::'ff~f1'Yltltlm'Wtl'ff~tl'Wl\9l"~ . ~

David P. Vond1e (1989) Hlm'Wtl!f1~tl~ijtll'Wfll':ifll':i'ff~1~fI11lJ1~!U1t1'U'Yll~fll':iU~~'Il'W

l\9ltl':i::::'U'Ufll':i>U\9lfll':i'U~fll':i~mi1tlfl';hl'W Service Management System (how to create Competitive

Advantage through Integrated Work Management, Material Management, Facilities Management

1 liJ 31 ""'" '] 31 "" 31 d. '] 31,1 0 Q ']and Cost Management) \9ltll\9lH'fflJH'ffl'W11ifll':i !'\1mflW~flfl1 !l'ltl mU':i::::'ff'Ufl11lJ{l1!':i'il !'Wfll':i

~ d '']31'''' liJ31'" ,.,&, ']31 .,ef
!'U'WLower Cost Structure 'Yl'il::::fW!mfl\9lfl11lJ !\9l!1htl'Ul'll~fll':iU'tI~'tI'WCJf~ !\9ltl!'l1m::::'U1'Wfll':i\9l~'W

13.1 Work Management

13.2 Material Management

13.3 Facilities Management

13.4 Cost Management

John K.Shank and Vijay Govidarajan 1~'I11!'ff'Wtll'W Strategic Cost Management:
I Q.I 'j) ~ tI ~I I diG)

the new tool for competitive advantage 11fll':i'il\9lfll':i\9l'W'I'J'W!'l1~fl{l~'Yl1i'iI::::!u'W'ff1'W'\1'W~l'Wfll':i

., liJ 31 ,I'" "" "''] 31liJ 31 & liJ 31 " I'" , ., d';' "" & ""
l'l\PJJ'Wlfl11lJ!\9l!u':itl'U!'l1~fl{ltl'Yl1i m !\9llJl CJf~fI11lJ!\9l!u':itl'U'Yll~fll':iU'tI~'tI'W'Yltl~tI'W CJf~'\11fl1i':ifl'il••

'JJ q 9J ~ ~ 'j) dd",1 ~ ~ 'j) ..• 1 jJ tI",1 Q.I ~

\9ltl~fll':i !'\1!fl\9lfll':i'U':i'\1l':i\9l'W'Yl'W'YllJu':i::::'ff'Yl1iflll'l'iI::::\9ltl~u':i::::fltl'U\9l1t13 tl~f1u':i ~fltl'U'\1 ~fl f1tl•
1. Value chain analysis

2. Strategic positioning analysis

3. Cost drive analysis

Sanjib Chowdhury, Ph.D. 1~flci111'W Internal Analysis : Resource Strength/
I ~ rI q ~I dt~1 Q.I

Weakness And Competitive Capabilities 11fll':i1!ml~'\1flltl!'W 'iI~!u'W!f1':itl~lJtl'U~'Utlfl'Yl':il'ltilm

d ~'Q I ., & ,I 31
'Yl!1J'W'iI\9ltltl'WU~~'iI\9lU'tI~ \9l~tl\9l'iI'WfI11lJ'ffllJl':i tl'YlNfll':iU'tI~'tI'W CJf~u':i::::fltl1J\9l1t1••

1. Resource Strengths and Weaknesses

2. Value Chains

3. Strategic Cost Analysis
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Most large companies seem to recognize that their cost system are not responsive to

today's competitive environment ... The methods they use to allocate costs among their many

products are hopelessly obsolete. Quite simply, accurate cost information and strategic cost

management can give a company a competitive advantage. (Ford S. Worthy, 1987)

Michael E. Porter (Competitive Strategy: Techniques for Analyzing Industries and

Competitors) 1~l111ff'Wtlll'W df1lPll 'Wfll':i ff~l~f1dl:lJfflm':i t1'1'lNfll':ill'\i~"j'WI~tldtl1Jmtitl

, '" di 'JI _I 'JI 19
'I'll~fll':ill'lW\J'W - The Wheel of Competitive Strategy C]j"~'j):t\9ltl~lJ':i:tf)tl1JlPldl'J .

1. Target Markets

2. Marketing

3. Sale

4. Distribution

5. Manufacturing

6. Labor

7. Purchasing

8. Research and Development

9. Financial and Control

10 Product Line

0'

f)j;)tI'I'l'li
q

.19
Porter, Michael E. Harvard Business Review Article HSB Number: 79208 Publication Date:

3/1/1979 "How Competitive Forsces Shape Strategy" http://www.mhhe.comlprimis/

catalog/pcatalog/HBI CA.htm)

http://www.mhhe.comlprimis/
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I'H'lWI l'ill~'il~iY'UAl W,'l~l'ill~'il~lJ~fll,) r¥h)'(;l~~l'Ul'UflU~~'I1'Ul:r'Ulfl~ elWl'Ul -WWl'U'VNffmJ'(;l:

'"
www.manager.co.th)

~ .1 d, 31 '" 0' ""'
Performance Based Budgeting l1J'Um~lJl'UfllHlJU,)~:JJ1W'VIl;!~l'U'UN'(;l'(;l'Vfli :JJfll')

~hu 'Ufll') \9ll:JJm~lJl'Ufll') ~lJU')~:JJlWtHh~l~'Ul 'I1\9ll~'Uv-l'fliJfll':i f1l'l1'U~:JJl\9l':i~1'U~'U'VI'Ufll':i ~~ \9ll:JJ. ., .
v-l'(;lfll':iIPhu'U ~1'U fll':i~~ff':i':iU'(;l~'I11mU~fJ'UUU'(;l~'VIi'l'IfJlm\9ll:JJffflll'lml:JJ ~lt~'U tm~ml:JJt ~'U 'il~~

'IH)~Uv-l'U~1'U ti1l'l1:JJlfJ'IH)~UN'U~1'U1flHfll':iU'(;l~ r'm~l'I; 'il~~ 'tI~U':i~fllft't~'U~'VI':illJ l~fJ~lil'U

t1't1'U~'il~l~:JJ1,*~lJU':i~:JJ1W40

31 0 13111]31 .1
1

31 d~ .
l':ilfll':i\9l'tl~'VI1~1'U '11!~v-l'(;l:JJlf)'IJ'U'U\9l'U'VJ'U'VI\9l1'(;l~Performance Based Budgetmg

l~ 'U':i~lJlJ~rw' 'Uv-l'(;l~l'I; U'(;l~lU'Ufll':i1~v-l'(;lU'(;l~ml:JJi'lJH~'lf'tllJ'IJ'tI~~lfJ~~fll':i~'il~~'tI~uBJJ~1 ~

11] 91 .9.1 d 0 1 31 1 31 31 '" 41
!~\9ll:JJl1Jl'l1:JJlfJ'VIfll'l1'U~'U~l'Uml:JJl'I'tI 'il'IJ'tI~~f)m, \9l'U'VJ'UU'(;l~fJWflll'lfll':ilJ':ifll':i

, "
Performance Based Budgeting 'I'1l'li''tIml:JJVif1l'l1'U~~'U1'Uu~-w'U1if1'illi1l'l1:JJlfJ U'(;l~

1\9ltlU')~ff ~rl:JJl'tliilJlfJml:JJ'lf'tllJ1i ':i':i:JJ'IJ'tI~fll':i1,*~lJU'j~:JJlW U'(;l~l~'U1~fll'j ~'lflfJ 1'U¢ll'Ufll'j ~~ ff':i':i•
'" "j "'. I 0'.9.1 i i ""' '" 42'VI'jl'l fJlm ll'l'tllJ':i'j m\9ltlu'j~ff~flm l'Il~\9ll:JJl1Jl'l1:JJlfJ'IJ'tI~Uv-l'U~l'U!flHfll'j U'fl~ !~fJ:JJfll':il~N'(;l••

~ 'UUlJlJ U'Ul~~ ti11'11:JJlfJml:JJl~'Uli1ft''IJ'tI~'tI~rlm'l11't1f1'ilfll':i~~l~tyU':i~fll':i'l1~ ~

~ .-:::\ ... 1 ~ ~ 9J 'jJ .J .:::1",1 ~ a. 'JJ <J) li1 lli') 9J I

fI'tI flll:JJ:JJu':i~ ff'VI1iflll'l'VI1~~1'U\9l'U'VI'UG)f~ml:JJ:JJu':i~ff'VI1iflll'l'VI1WI1'U\9l'U'VI'U!:JJ!~'I1:JJlfJml:JJll••
~ ..:!I ~ 9J 9J 1 31 '1 Q.I ~ I ~ _~ lI] 9J I , 'j)

'tI~flm 'I1'j'tlf)'ilfll'j'il~\9l'tl~l'IfJ1fJ1:JJ'(;l~\9l'U'VI'U'I1't1fJ'U':i~~lJ\9llff~ U\9lm':i'il~\9l~l1Jl'l1:JJlfJnll'tlfJ1~'U 'tIfJ. '" .
~ 'U'VI'Unfll':i 'il~~lw,h~'U'VI'Um ~fJ'IJ'tI~'tI\9lffl'l1m':i:JJ~~lf1m~lJlJfll':ilJ~m':i~'U'VI'Uu lJlJ 1mJ J'Ufl'tl

q q q q

fll':iJJty;~'U'VJ'Uf1'ilm'j:JJ (Activity-Based Costing) l~fJ Peter Drucker U'(;l~ James A.Brimson
I 'jJ I 'iI I

U'U1~~'11 ~f)fl'tl fll':i~~fll 1,*~lfJ\9ll:JJfl'ilm':i:JJvhf1~~'U'il~~ U'(;l~,j'tl:JJ'(;l'IJ'tI~N'(;l~l'UVhfl~~'U l~mu'U Vi
'"

flll:JJ ffl:JJl ':itI i'U fll':i u,j ~'I1'U U'(;l~flll:JJ ffl:JJl':i tI1'Ufll':i 'I'1lf1l1 ':i 1'Ufll'itJ 1:JJl~ ~l1J 'U~ 'U'VI'U'IJ'tI~•
~.& 0 j) I ct a. j) Q.I 0 9J a.

m~lJl'Ufll':im'l1:JJ\Pl G)f~ffl:JJ1':itl'Ul'IJ'tI:JJ'flm'fl1'U'U:JJllJ':im':il~ 'tI'U'il~'VI11'I1fll'jlJ':im':i U'(;l~fll':imlJfI:JJ
'" .

v-l'fl~l'I; 'I'1l1¢l'tl~NiJU':i~iY'VIiiv-l'fl~~lJJ'l 'lfmlJfI:JJ~'U'VI'UlVirJ~'tI~l~l~rJl••

40 http://www.aasis.state.ar.us/Documentation/Newsletter/sep99.htm

41 http://www.ci.san-josc.ca.us/mayor/memos/binessage 1999 .html

42
Snell and Hayes, November 1993,p.l:Garsombke and Schrad, February 1999, p. 9; Epstein,

1984 p. 2

http://www.manager.co.th
http://www.aasis.state.ar.us/Documentation/Newsletter/sep99.htm
http://www.ci.san-josc.ca.us/mayor/memos/binessage
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ABCM ~.:!I~'Wf11'J~~\9l1lJ~\.!'YI'W~hfl~~'W1l~.:! W nm,r'Wl~l<J1f11'J~~'W'YI'WUlJ1H~lJ
• OJ •

~ .
'WeJfl1l1flU ACBM rJ.:!fi~t).:!~'W'YI'Wl1fll'Jfi~ulJ1Jl~lJl~I~'JllJl~ IW ~llffmlm'JeJfll'J~~\9l 'JeJfll'J>U~ri.:!.

.J ~ ~
fll'Jvhilmi'll mj'YI~u 'YI'W'tIeJ.:!lfftl C)f.:!1Jl.:!'fIf.:!~'W'YI'Wl'I1ril'U l'vhnlJ 111eJmflfl11~'W 'YI'Wf11'J ~~\9l1fftl~fl..
ABCM ll:::'JllJmntlflllm'JlJ 1~~ltln'W 1M'lJlfl~ff~\9l1lJ~'W'YI'W 1l~.:!~lfl~~'W 1<J1'Wf11'J11m 1:::M'fIW ~1...
fll'J11'fl'J1:::Mm:::lJl'Wf11'J f11'JlJ~m'J'fIwm'V'l "1""1 flri1l i~tJffnJ ABCM fteJl'fl~eJ.:!;jeJll:::<J11mvilJ••
th:::il'YI1jm'V'l u":::"~m1lJ1;!qjIU~1'tleJ.:!f1llm'JlJ~1.:! "l (J'Jfffl~ 'YJlJlJl'W'Wl'1 2546)

~ 'I 'JI?I'.J ••.. 'JI 'JId
"m1lJ'V'l.:!'V'leJ11l'tltJ.:!~fl'flllu'Wffl'W11'W.:!'tItJ'1fll'Jl~lJlJlJm~1'W~fl'fl1'YI Kaplan U,,::: Norton

'I 'JI '" 0' "I ~I' .J
1'lff11'J\9l'JlllfftJlJf11'JlJ'J111'JtJ.:!'fIm\9l1lJ Balance scorecard (Balance scorecard t1eJlu'Wffl'W11'W.:!

I I "~

1'fl1tJ.:!;j tJl11 "*1'Wf11'J lJ~m'JeJ.:!rlml1I~'W l1u'V'li11mtJ\,l.:!u~il 1995-1996 t).:!U1l1l1J'Wi~tJf11'J \9l'J11l•~
Q..I Q.I 31 t!:t j).C:t, G) fj) 9J 9J t=:.1 9JQ.I
l~lJlJlJtJ.:!'YI.:! 4 ~l'W'fItJ ~1'Wf11'J1.:!'W, m:::lJl'Wf11'Jfl1tJ I'W, ~l'W~fl'fll U":::~l'Wf11'JI'JtJ'W~fllJ

'" 41'Wl\9lm'JlJ" , . ~
fll'Jl~lJlJ~flIl1l1rl1I'lqj 1~>U~'I'h~'W 1'WtJ.:!rlm ~UUlJlJ~l.:!"l U'J :::fleJlJ~ltJ 5 UlJlJ

'JI , ,
1. ~1'Wffl'Wum'YI1.:!fll'J\9lm~ (Market share)

9J Q.I 'jJ I

2. ~l'Wf11nfl'l:ll~fl'flllf11 (customer retention)

3. ~1'Wf11'Jm~flIl1111~ (customer acquisition)
'JI ~ 'I 'I 'JI 'JI4. f11'Jff'J1.:!'fIl1lJ'V'l.:!'V'ltJ111111~fl'fll (customer satisfaction)

o 0 lr]' 9J
5. f11'J'YI1f11 1'J\9ltJ~fl'fll (customer profitability)
& QJ 9J 'jJ Q.I QJQJcI .d ~'jJdoQ.l
C)f.:!f11'J l~lJ lJlJeJ.:!~l'W "fl'fl1 ff1lJ 1'J t11l~'fIl1lJfflJ'V'l 'W1i\9l1lJU~'Wfl1'V'l'YI1l~1'J lJ \9l'W'YIffl'fl ill

Q qJ II U

~ 9J 9J 1 Q./e!
lJl1l1fl'fll1lJ'V'l.:!'V'ltJ 11l'tltJ.:!"fl'fll \9l1mU'tI1.:!m.:!~.:!'WOJ OJ

43 Robert S. Kaplan and David P. Norton :1996
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(customer

retention)

(Market share)

(customer profitability)

(Customer

acquisition)

(customer satisfaction)

Benchmarking
dl ~ I d ~ c:I.d Q./ 1 Q.I .;.'1 9J

Benchmark 'Yl:lJ1tJfI'l Best-in-class f1tJlfl~'Yl'tY\Ol'Yl)"tJ\Ol'Yl'tY\Ol)"~\Ol1J~flmH)~llJ1-.I\9l'Wll1J1J••
~ 'il~ 1 ,*l\Oll~tJl1J~ tJ1J1YitJ1JfI11lJm:lJ1)"f.)'UtJ~\9I1-.IltJ~ ci11-.1 Benchmarking fi tJl~fll)" 11-.1fll)"l\Olll~~

11J~tJ1JlYitJ1JN~\9Ifitu en 1J1 fll)" 1l~~1~ flu1Ji)1T~ tl1J tJ~rlm ~'tY1:lJ1)"f.)l11I#1~fli1 l~ml1 N~fll)"

11J~tJ1JlYitJ1J:lJ11 '*11-.1fll)"1Jf1J1J)" ~tJ~rlm'UtJ~\9I1-.I1~tJ1J~fI11lJl~W~ft''Yl1~'Ii)" f1'il lla~ Best Practices...
fitJ 1~ fll)" 1Ji)1T~~l111lf tJ~rl m 1J)"~ 'tY1Jfl11lJ rl11~ 'il'Yl~tJtJ 1'ilmi 111#1 i1fitJl~fll)"~l111lf tJ~rl m

, ~I ~ I ~ 0 0 11]..•I I 9J 9Jd .::'1 ~
~f111lJllJ1-.I1~ft' flm1f1tJm~1J11-.1fll)"'Yl1 Benchmarking 1-.I1IlJ~fll)"f11-.1Vl1Jr;;j'YlllJ1-.IBenchmark 'Yl)"tJ

~"I"""'''''lIJ~'''.d '?I 1 ~.d?1 0 lIJ~1
r;;jlJ{l1J\9II\Ol\Ol'Yl~\Ol11IlJ1-.If1)" 1l~~r;;j'YlllJ1-.IBenchmark 'tY1:lJ1)"f.)\9ItJ1JfIlf.1llJl)"1I\Ol11 Best Practices

'Yl~tJl~fll)"1J fl1T~~~~'tY\Ol~11111Jcifl11lJl~1-.I1~ft'J 1-.11'Ull111#ltJ~1~ I)" ~~ll 'tY\Ol~fI11lJ-fflJ~1-.I'Ii"'!#I~~ if'!<J • OJ

~:lJ1: 1Jt)j~ 1Jt)jt)j1f1'illl~~ fllJ~1ntu f11Vll'W'lf Benchmarking 'Y11~iJVlifrJ1miJuAtiff't11~1finfJ

.wlJ.wflf~~ 2 flHI'YlVllJ'Yll1-.lm 01-.111-.lmwJVJmr 2545•
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& ~ dd 9J ~ Q~

Benchmark 'Yi:lJ1t1m 'U'W\9ItJ'W'Vlltl'Wl~'lJ'lJ1'Wfll'JfI'W'YiT11ifll'J II 'W1U{]'lJ\9Illi:'l~m ~'lJ1'Wf)1 'j

~~~i:'l'flmJl'llP1tJl~tJ'llli:'l~lhri1'W~~:lJ11-r;ur'lJlli:'l~~hl'w'Wfll'j\9l1lJ~'l~~~i:'l'fl,f'W ~'l David T.Keams••
do QJ' 9J 9J .<::It. ~ QJ' & ~ 9J 0 G) 0 dd. ~ d

tJfl\9l'Yi1'Yi'W1f1W~H'lJ'J'Yi1'J'UtJ'l'lJHJ'Vl Xerox CJf'lI'lJ'WH'W1~'Wf)1'J'Vl1Benchmark 'VllJfl11lJflflm'W~ ~

1'l5'Wl~tl1tl'W11 f)1'JY11 Benchmark 111'Wm~'lJ1'Wf)1'JlP1tll~tJ'l1'Wf)1'j1flH~\9I.tlWen 'lJ1f)1'jlli:'l~f)1'J

~11iA'W'll'W'UtJ'l'li'jf1l1 1m tI'lJlVitl'lJtl'lJflll~'l~I;;lJll ~'l~i:'l'fl'Yi1tJ'lJ1£l'Vl~ 1~r'lJfl1'j tltJ lJr'lJ 11111'W~u11'W
q cu q 'U

.J. c:1 I ",I do Q.I 'jJ t!t Q.I ••• l.d d

~\9Ii:'l'l'11m'jlJ CJf'll1~lJi:'l'l'WU'j~f1tJ'lJ'Vli:'l'lf1ty(Key Elements) 3 fl1'WfltJ f)1'j1fl, lu'jtl'lJl'Vltl'lJlli:'l~

I..,A if o'i o''J/&G) Q.I QJrI Q.I if ,d
m1lJ\9Itll'WtJ'l ( 'VWi:'li:'l111lJi:'l'~l!!m tJNfN ~'W W{]fV'l'W'Ii l'Ul1'J'W'W'Vl'W2545: 52-54 ) i:'l'1'W1m

0' n.1 '1 9J 0 I "" "" I "" di d'l 9J
fIl'ji:'ltJl1 (2544: 21-22) ~'lffl111 "f)1'jl'Vltl'lJlfltl'l -ll'U'lfl" ll'Vl'U Benchmarking CJf'lf1mfll1lJ'Yi:lJ1t1

i:'l'tJflfl~tJ'ltl'U 1fltlf1ci1111111'Wm~'lJl'Wf)1'j~I~tl1;;tJ'ltl'lJ1l111ltl 3 lh~f)1'j ~tJ

1) f1U lU'j fJ'lJlVifJ'lJu'j~~'VlijflTV'l!!i:'l~m~'lJ1'U f)1'jtl'lJl911tJV1'l~~ 'jllJf1'lf)1'j l'j fJ'W~~~
"

1fl fl 1~'U111f11911tJV1'l11'U'1
Q.I G) 'jJ ~ d 'jJ d 0 11]... 1 ' 'jJ 'I 'JJ j)

2) fll'ji:'l''U'lJi:'l''4'U~'Yi!f1flm~'lJl'Ufll'jl'jfJ'U~ 'Vl11~'U1~U~fll'ji:'l''j1'lfJWfl1!!f1~f1f1lfllfJf)1'j

vr\P1J'Ullli:'l~Ur'lJU'j 'ltJVN~tll~tJ'l•
3) fll'jI11'U'I11111ff1l'lty~11~'l51fJ1MtJ'lflmi:'l'llJntl!~'lI~'W 1tJf)1i:'l'~11~i:'l'~1'lm1lJl~'lJ 1\91

'Vl1'1'Ii'j f111~lfJf)1'j IU'j fJ'lJlVifJtJf1'j 'j ~'lJ1'Uf)1'j Y11'l1'U'UtJ'ltl'lJ1911tJVN~~.
111f1f111lJ~fll~'U'UtJ'l11f11'1f1f)1'j'l1mmil'U tJll1'VWi:'l''jul~11 Benchmarking 1l111~•

& Q.I •.••~ .d Q.I cI d 0 11]jle! I 0 ...~ d GJ 9J
'Yi:lJ1fJmm~'lJl'Ufll'jlfllli:'l~lu'jfJ'lJl'VlfJ'lJf1'lJtJ'lflm'VlmlJl':itl'Vl1 ~flflm1 lli:'l~'U1Hi:'lf1THu'jfJ'lJ1'VlfJ'lJ1J1~'If

1'Wf1nUr 'lJU'j 'ltJ'lrl m'UtJ'l\9l'Ul~tJ'lf1fJvr\P1J'U1ftf1fJfI1~'UtJ'l'li'j f1l1tJVNI11'U'jU'Ii'j 'JlJlli:'l~~ tll ~ tJ'1.. ~

Benchmarking 'Yi:lJ1fJf1'lm~ 'lJl'Wf)1'j lU'j tI'lJlVifJ'lJ/1flHi:'lH~\9I.tlWen 'lJ1f)1'j lli:'l~ f)1'j1911I'U'W'll'U'UtJ'l

tJ'1rl f1'j flll ~ '1'Yi1 tJ~u1'VlN'Ii 'j f1l1~~U 'j~ ~'Vlij f11~lli:'l~U'j ~i:'l''lJHi:'lff11~11~~ f111 1fl fJ11fl'j 1~11'\91'WltJ'l~ ~ .
I • "

"h~l1flritJ'U/l1flll~'lmh'll 'j lijtllm fJ'lJlVifJ'lJtl'lJtJ'lflm fl'W1'UU'J~lfl'Vll~fJltl'U ~~tJlJl1'lVl1l1'j W1i:'l'1m \91...
~Vl11 MI11'Ul1fleitJ'Wll~lU 1Hi:'l'UtJ'lf)1'j lU'jfJ'lJlVitl'lJ:lJ11 ~l'Uf)1'Jur'lJU'j 'lml~vr\P1J'U1tJ'l rlm 'UtJ'l\91'U..
1Ml1fllVifJlJ'I11·tHWUtJ11tJ'lflm~ll~'l '111tJeJ'lflm~I11'U l'1'Ull'lJ'lJl~tJ*m1lJl11'Ul~fl'1 'U~'j f1111flfJ~

l\91tlU'j~i:'l''lflmlf1 ~tJ I'1tJ'lfll'jvr\P1J'U1/Ur'lJUHflWfI1~'UtJ'ltJ'lflm tJV1'l~tll~ tJ'l l~ tll~lJU'j~ ~'Vlij fI1~...
" .

1'Ufll'j ~11iA'U'l1'W 'jllJl1'lIVllJ~flm1lJi:'l'11J1'j tll 'Uf)1'j II ~'l']'W 'UtJ'ltJ'lflm e)'U11~U11Urif)1'j i:'lfll'1'W'Vl'WI~ .. "
fl11 ~~lt1~W'l 'lflmVllJU'j~~'Vlij fI1~IIi:'l~I'VlfliAfl1 'Wf)1'j'lJ1'YiU'UtJ'ltJ'lflm 1M~U'j~ ~'Vlijfl1~i:'l' 'l~'U~
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flTJ'I'll Benchmarking ~\ll:l.i'l <]h1J'Ufll'H~V'U!llJlJ1n~~t'U u~u~ !l~!1J'Ufll':iffml1!!~~ft'Ufl~11n

fll':iU ~U~~~~~IPl'i)lfltl\lrlflJ~!l<U\ll1 ~tltl\lrlflJ mV'Utlfl !vitl '1M'!nlPlfl11lli..rl'1'i)!l~~U 11JlU':i~ ~fll'l'

'1~'l M'm1Jl~'i:Yllt1lJtl\lrlflJ'\Jtl\llPl'U

'\Jill~~iJfl1 ':i!U~ V'U!lU~\I '1'W!~\ltl\lft U ':i~ fltllJ'\J tl\l\ll'U llPlm1'U I un! 'U~~ l'U 11U1U11
" ".. "9J 9J ::'I .et...!-l lI]9Jl 9J ~ 9J 'l9Jo Q.J 0 QJ

(intellectual) !l~~lPll'Uflllll~ (knowledge) !1J'U'Vl!'J1tlllPlllf;;!lJ':ifll':i'i)~\9ltl\ll1'Ull1'Uflflllll'i:Ylflty

"''''' 1 9J tI d Q.I 'J/ 9J~,J'l9J~ d 9JfllJi':i tl\l flH'i:Y':il\l'\Jtl\ltl\lflflJ'Vl'i)~'i)lPlm !!~~flJ~'i)lV'\Jtlll~ !l~~fl111JJ!'V'ltl!tltl mfllPlfll':i!':iV'U':i
<u <u <u

I I 'jJ ~ lIJ' 9J rI'l9JQ. d 9J

Bourgeois flmlll fl11ll~llm~111':itlfll':i lll'i:Yl1JlHI'i:Y':il\ltl\lflflJ mfllPlfll':i!':iV'U~'i)~

i1J'Ufll':i 'i:Y!l\l'\JtllJ~1Pl~lt11Pl'1M't1lJfll':iui'ml1!..r 1t1lJfll':i !U~V'U!!U~\I 1IPlVlltl\l!Wfltl\lrlflJ!l 11\lfll':i

'" 'jJ.:l1 '" 45!':iV'U':i!1J'U2 ~fl£Jill~
<u

" .
1) fll':i!1V'Uf'l'U'lJ'U19l1(low-level learning) !1J'U~fl£Jill~'\Jtl\lfll':iUi'lJU1\1 !l~~l1~tl

ui'lJ!!~\lUi''J1tyl !l~~fllllli~tl!~Wl fll':i'l'l1fl11ll!..rl 'l'i)'1'U~\I~1\I''l UlJlJmtllJ!~ll !l~~fllmr'U

flJ ~lJl'U fll':i'\Jtl\ltl\lrlflJ !llJlJ!~ll~!1J'U tl~
<u

"2) fll':ii1V'Uf'l'U'I1tf~\I (high - levelleaming) !1J'Ufll':i'i:Y!l\l!l~~.w\PJJ'Ulm'V'lU~~

flllll!..rl'l 'i)'l'U!llJlJ'lmJ U~~fll':iiU'U~flJ~lJl'Ufll':i '1mJ "1~!tl~v'U iU'illfl!~ll
j/ j/ I 1 'j/ I

'1'1'\12 ril'Uih1J'U ft\I~l!1J'UYitl\lrlm'il~l'1'tl\l'l'll'lM'!nlPl!'V'l':il~fll':i i1V'U!'l'U'I1'U19l1!1.nVlJmiJ fl 'U
<u

~ 1 cI ~ d9J , d 'JJ'l ~ d
ilJ'Ufll':i!l'i:Yl\l111U':i~ V'J1'U'illfl'i:Y\I'Vl~(exploitation of the known) !l\9lfll':ii':iV'U~ 'U'\J'U'i;!\I!1J'Ufll':i

rll':il'i)!vifl!l'i:Yl\lm~\I'll1~ "1 (exploration of the new)

Hill & Jonesfl~T;h 'Ii':in'i)'l'Uil'i)'i)U'U!~ll'l'l1'fl11llrllflUlt1lJfll':i'i:Y!l\l1il'Ufl11ll!
q q u <lo9 O.J

•• do ,J"" <] '1 '" 'jJ",d '" 'l'jJ(knowledge - mtenslve) !'V'lll1J1fl'\J'U!':iflV"1 .'Ufl'Ulfl\9lfl11ll'i:YllJl':itl 'Ufll':i!':iV'U':i'il1Pl!fllJ!!~~i':iVfl 'J1
<u

'jJ " 1 1 .I 'jJ 'jJ'l I .:ll I 'jJ I/] 'jJ _ I'"
'\JfllqJ~ fll'H!'i:Yl\lmlJ':i~ V'J1'U'i)lfl'\Jfl\!~ !l~~fl11ll~ l1ll"1 'iJ~flmVlJl!lJ'U!l11~\I'i:Y':il\lfl11ll IIPl!lJ':iVlJ

'Vll\lfll':i!l<U\I'I1'U'1M't1lJfl\lrlflJ 46

44 Senge, P.M. The Fifth Discipline: The Art and Practice of Learing Organization.

New York: Doubleday (Currency) 1990 Bl\lfi\l'l'U Bourgeois, 1999: 284.

45 L.J.Bourgeois, III, Irere M. Duhaime and J.L. Stimpert. Strategic Management:

A Managerial Perspective. 20d
ed. Tokyo: The Dryder Press, 1999.

46 Charles W.L.Hill and Gareth RJones Strategic Management: An Integrated Approach.

4th
ed. New York: Honghton Mifflin, 1998.



48

~ .
11j}j'Vlti1"fl'ili\nhutJ,:j'tHlJjfll 1¢{.u'mn1l11 fll1";ij~fll1" fll1"1'1111l'1lJ fll1"i1'(J{l'l1" llrl:;:;...

E '1ill'u 1t1m1lJ {l':;:;~1f)'tY1'H111 fll1"11 tI'Un'U tJ'Iflf11'IJtJ'I11j}j'Vl 11l'UmUll 'iltY1flUl1 'Ufll1"ll {l'~'111'VllJl'Vl
'U q u U

<V , 1 ' 1 <:l 1 '" " 131"" 31 "'I 31 'I "" 31'lJtJ'If11H~f111"11tJ:;:; 1" 1m 1" llrl:;:;I1"1'IJ'U1~ 'H'U'VltJ'Il'1f11 ~11"tI'U1" 'H1"(JrllJl'Hrl1 ~'Uf111"I1"tI'U1"~ ~

Vl1111'{l'fIl<U'Uf111"ffm,l11":;:;~1J6ln~ 'lJtJ'ItJllJjfll~hlJti'U 1;ijtll~tl1fl11 1l1":;:;1~'UtJ'Iflf11 llti '1f111"11tI'U~11~
'jJ , I I :v

tJ'Ifl m lll1l1Ull\9lf11"i 1'1'il1f1(J'Iflf1wVill'1t1~;ijf1mh'l11" (J:;:;11"~(Jff '1Vi'il:;:;vh111'(J'Iflf11~mHll:;:;u ~hiJ'U~

1 1j}q d d.d. QJ <::::\ ,& ~ ~, Q..I ~ .it
1l ~ ~'U'Vl,,!~ f1lJ'Uf11'1f1fll1"'Vl1'U'H'U'I'If(J Peter M. Senge 1{l''UtJll'U11'111lJl'1~m'U'H'U'I{l'(J 'If(J the

& I 9 d' I .d. 9J 'J1 d~ d d ~ Q,J ~ ~I 9 <j) Q

Fifth Discipline C}f'l1":;:;'!.J11~'U(J'II'1f111l'H'I fll1" 11"tI'U1 'il:;:;\9I(J'IlJ{l''1'Vl11l'U1'Utl 'H1"(Jfll1"Hf1~'U ~'Hlf1~
~

d/ ''I <V n , "'I 47
'IJ'U(JtI ~'U\9I11'1'U5 lJ1":;:;f111"1'1(J~

'" 311) '!.J1'11'1r1'Vl1"(J111(Personal Mastery)

f1n 11fJ'Ur 'IJ(J'IUI'1I'1r1111"ir1:;:;m..t 'il:;:;l~ 'U'il~l~mr 'U'ti1l11U(J'Ifl m llti '1f111"11fJ'Ur
ClJ q II q,J

di, 31 '" <V "'I ~l nl"j '" 1 "" 31'" 0 'I 31
C}f'lll\9lrl:;:;I'1'U\9ItJ'If111"1'UfJ l'I1"(Jfll1" Hf1H'Ul'Vl()fll1" 1\9111\91 llrl:;:; fll1" 11"fJ'U1"'Vl'il:;:;m ~'Hl'IJ1{l'11J11"fI'IJfJ1fJ~

31 "'I 31 " 131' , "j

'IJ(JUI'IJ\9I'IJ(J'Ifll1"{l'1"l'1{l'1"1"I'1l'H(J'Il'1m ~(Jf.Jl'l\9lm'U (J'l

2) 1"1l111111'IJ(J'Im1lJ~~ (Mental Models)~

{l'fIl'Uf111W1 'U(J~\9I llrl:;:;il'il'il<U'U 'il:;:;111'U1911fi1l'1'U~1"1l111111'IJtJ'Im1lJ~ ~'IJ(J'I1'1'U llrl:;:;. ~

11l1111111'111lJ~~'IJ(J'II'1'U 11l'U1911fi1'H'U~11if111"I91~ff'U1'il llrl:;:;'VIq~f111"lJf111"Vl1'11'U 1'U(J'Iflf11 1111'I

fll1"11 tI'U ~ 'Vlf1I'1'U191'(J'I11tI'U~ fll1"11 fJ'U~'il~lh 11lrifll1"11l~fJ'U1l1lrl'l1"1l111111 'lJtJ'Im1lJ~~(J~1'11 mucu q ClJ cu qJ cu U

f111"{l'(J~11'Vl1f1(J~1'liJll'I\9IiJHrlllrl:;:;'lJU1'Ufll1"llniJUll'I1~iJ;1\91:Jh1. "
'IJU 1'U fll1" 11'lllH'U ~f1f1 l.JYmh'liJll1":;:; ff'Vln Hri I~ 'Uf1'l ~ (J~~ 'ti1l'1 f11f111"11l~fJ'U~

1"1l11UU'IJ(J'lm1lJ~~ l'Ilf1 hii.JY'lJU1'Uf11111'lllH'U 'VI'Uf1'Il'U l'I~(J'Vlf1I'1'U~'il:;:;mrU 1111~11ifll1"~~~ .~ ,
llrl:;:;llfi<u~ 1111111~lJ~'l'l1 'U~lfJ11jl'll1" ~111:l'UI91'(J'IVl1mfJ.u'(J~lfl~ llrl:;:; {l'~1'l111"1"fJlfllfl'Vi111''VI'l1 f1'I1'U

~ , ~
fi'U'VI11m'll~l1 l\911~fJiJ1fffJl1fl',r iJ1'l1fJ iJ'il~'HlJ1fJ llrl:;:;m1lJl91'l1'ilVi'il:;:;1~11 1\91 1'VI1"l:;:;iJu:;:;'l1'U•

<V <:l1' 31 "1 'I 31 "131
n I '" l' n '''' n ,'VI'Uf1'l1'Uf1 lJ{l'llJ11"f1{l'1"l'l{l'1"1"I'1(J:;:; 1"~l'I(J'Il'1fll1" ~ 1'VI1"1:;:;1"lJll11111'111lJl'1~lJllJrlfJ'UlllJrI'I~

oIQr, Q.I QJ rli

3) 1{l'fJ'Vlfl''U1"1lJ

fll1"iJ1fffJl1fl'U~1lJ fl'U 'il:;:;191'(J'l1J1'ill f1fll1" ~ lll"irl:;:;1'1'U~'l ~'1fl'U l!rl:;:;fl'U 1~ fJ~lll"i r1:;:;1'1'U

'il:;:;llrlf1lll~fJ'U 1ffCJl1fl',r ri1'U UI'1I'1r1llrl:;:;1Ml'H\9IHrI~'1fl'Ullrl:;:;fl'Ul~fJ1fl11E 'l~(JfJ1f1'il:;:;Vl1 llrl:;:;lll'U E'l..
~11J'U11l1¢{ 'il~:W'Il'IlJ1fJ'IJ(J'I(J'Iflf1111ti'lfll1"11fJ'U ~~(J fll1"H~f1~'U 1M'Vlf1I'1'UiJ.u'(JffUlUl1Hf1:W~l~fJmf1fJ

q q ClJ q uu QJ

~
'il~ 1l1":;:;{l' 'l fl ~1lJ fl'U 11'U-W'Uill'U 'IJ(J'lfll1"I1:l'U 11''Uri1'U l'I ~m~'U ti iJ \911"....
47 www.manager.co.th

http://www.manager.co.th
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~ ~ I

1bYVl1ff.u 1I~ubJLY1:JJl'H)tll'H'W~~'WJJ1 iJl 1111bYEJr1ff.uu'W iJJ!1I'W ~EJtl:JJ1U Ylflfl'W1I~•
~tl-:l i$l1Ufll'j~WJ'W1 h~fflJJ1'jflNl'W;h:JJ iUff fll'j !~-:I!~'WG-:lm'jn1l1bYEJr1fftf flill~l U~~lI~JJ-:I'HJJ1EJ

qJ q q q

'Utl-:lmJ 1EJ-:ll'W tl-:lflm~ tl-:lfll'j fI11:JJJJ -:lJt'W'Utl-:lYlUm 1'W~lI~Hfl~'W ~tl1bYEJr1fftf i1:JJ iJJ1 'l1U~!'WEJ-:I. ~
.<:::). 0 o<::::t. Q.I Q.I rI rI I ~

EJWJtl:JJ Yl1\9I1:JJ1LYEJYlff'W'Utl-:ltl-:lflm! Yll'W'W

'" "'.?I '"4) fll'j !'jU'W~!lJ'WYl:JJ
I , 'iJ '31

~:JJU'Yi-:lfll'j!1U'W~!1l'WiJ~~ 4 ~vhi 11'ijfll'j!1U'W~!f)~~'Wtl~l-:1:JJlfl i'Wtl-:lT1fll'j 1~mn~~'W~ ~
"1'Wflri:JJYlU fl-:ll'Wff1'W 1mu iJJ1 'l1!f)~m Yll~Nujm'j'j~~uLY -:I!'Yhu 'W ~ml1-:11'Wu~~~fI'W ~mu LY~-:I

q U qJ qJ

~ 'W!11'W!~ tl'Wi l:JJ-:ll'W u~~ ViNl'W Jl1EJtl'WUUU!U ~!~W !~ tlU'j'j ~ G-:I'j~~ U fI11:JJ ~fl1l:JJ fflJJ1'j fI1 'HJJ. ~

1 0' 1 d 3J .<:::!.<::::t. oil::! 9J ~
'Wtl-:lflfll'j ~U:JJ!ff'W'I11~'Utl-:lfll'j!'jEJ'W'j fltl "ffl'jff'W!Ylff"~

, "
ffU ff'W!Ylffll~'l11m.;j;mJfll'j ~~ fll'j 1I1flU'W~-:lril-:1 u~~ 1I1fl~l-:1ril-:1~'WU'W1~ £J~ WJ'W1

"" "" 1 I..J .::::to J "l9J9J 9J .<:::.). QI I 9J ~ I d.

fI11:JJfI~ U~~YlffYll~ 'H:JJ "li-:lll~!fl~'U'W l~mHm'HU'j~~Uflm~ 1I~'I11£Jff'jl~!fl'jtl'U1EJ !W~Yl:JJ-:ll'W~

U~fl!U~EJ'W ffl'jff'W!Ylff U~~fll'j~l!'W'W -:ll'W~-:ltl'W U~~tl'W

"" ""5) fll'jfl~!'I1n~UU

fll'jfl~!~-:I'j~UU iJJ1 'l1'Utl-:l1 'HJJ U~!ll'W~f1flffUUff'W'W u~~u'j~£JflI911 ~1 'WflUftflEn~ ..
$llEJ1n fll'j t~-:l1Yl£Jlfflff~{1 'Wffl'Ul1'111~W'l :JJ1'W1'WUUff~l'j nJ fI11:JJ!.ul 1lIG-:I~~',hl>lty'Utl-:lflU fl ~

..:::!o da 3J 9J Q.I d 3J rI d 9J ~ ~ .<::::to Q.I Q.I rid
!'I1-:1'j~UU flfltl'Utl~~£Jtl'W fl~U fll'j!'j £J'W~1I1flU'j~ffUfll'jill U~~fll'j!'j £J'W~1I1flfl'Wtl'W"l "li-:lU{)ff:JJYl'Wli'W

J IQJ ,d. Q.I d rI d d lIJ I 0 rI
11~ 'U'Wtl £JflUYlflff1'W YlU 'j ~ fltlUfl'W! U'W'j ~ UU'Utl-:l tl-:lflm fI 'W!Yl£J-:lfI'W!~£J11l~ I:JJfflJJ1 'j fI 'W1tl ~fIm~ .
II) _I' 5lt 0' I '" "'II) '" '" '" OJ "" • OJ '" '"IlJ fffll'j!1J 'Wtl-:lfl m U'H-:lfll'j! 'j £J'W'j I~ Ylflfl'W~tl-:l:JJfl1lm U H~'I1tlU'j l:JJfl'W ~ tl-:lff'j l-:1'j~UU fll'j~ ~ .. "
U B lJ~ fll 'j £Jtl:JJ1U tl ~ 1-:1~tl! i'1 tl-:l !! ~~ ij fl 1 'j ~ 'j 111fftlU cil1i 'Wffl 'j~ 'Utl-:lf111:JJ!1J 'W11j -:I \!'j ill lfl 1 'j

, "
U~~~ tl:JJ~ ~tl'W fl~Utl~N~mi'1tl-:l U~fll'j 1I~1,xYlflfl'W 1UH~'I1tlui1:JJtl'W U'W ijtlUff'j 'jflJJ1flJJ1EJ U~~~ ..
1nuBlJ~~1I~ 1 ,xi~H~ 1'Wtl-:lflmMitl flU'U~~~-:I~,j~'U1l-:1fll'j11£J'Wi'Utl-:lfl'Wff1'W 1my1,x'H:JJ~ iU

"UYl!~ £J'W~H~Ylm~~tl-:lfftl'W 'H~tlUtlflfl'W i'W'H~-:I iJJ1 'l11,xt'Ul!1 £J'W~!tl-:l UNl1!'Ultl1l1 iJJYl'W~lI~. ~
d 9J rI d d d 9Jd dad d 9J~ 'JJ I j,JOJ

!'j £J'W'jtl-:lflm flll~ffUJ! ffm'Ul iU 1'Wfll'j! 'j £J'W'j !U'WYl:JJ 'H'j tlYl:JJ!'j £J'W'j 'W'WYlflfl'W ~ tl-:lUU-:liJ'Wf111m fl'W
qJ <u U qJ <u q IV

~ tl-:lri~!ffj:JJ 1 ,xijfll'jVil-:11'W!1l'W~:JJ iJJ1 'lf~l-:1f1'W~NVil i~£J~:JJ iU11 ~1'W'Utl-:l!'j1!1J'Wm ~U1'W fll'j

11l-:11'W1~~Vil~l:JJih~~ (stand alone) Iii ,xVi1iUU~ 111!1J'Wm~U1'W fll'j~mrltl-:ltl'W ~tl~ i ,xJJ1Vi l-:11'W

h:JJtl'W ff~l-:1~:JJ-:ll'W1 ,xm-b£J~!~£J1~tl-:l ri -:lfI'W!n-:l:JJ1i1:JJtl'Wfl~ ff~ Nfl1l:JJHfl~'W~tl'¥1ffYll-:l'Utl~~

tl-:lflm ~ tl-:l1 ,x!f)~flU!1 £J'W~~ 1I~Vil-:11'W!1J'W~:JJ !1 £J'W~~ lI~i l:JJtl'W ~WJ'W11n fll'jVil-:11'W!~tlJJ-:lri
qJ cu q qJ

o do'", 1'".?I 0' I '" '" d '" I 0' 0 II) "'II)fI11:JJffl!'j1l'Utl-:ltl-:lflm mll~ 'H!lJ'Wtl-:lflmumfll'j!'j£J'W'j fl~tl-:l~llUflmm'Utl-:ltl-:lflmll~Yl1I~ l'H:JJ~ ~.
1'WflU fl~!tl-:l ~il:JJflri:JJtl'WVil-:11'W!1J'W11~i~£J iJJ~tln tl 1,x NlJ-:II>lUlJUJ '111J-:I ". ~ "
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'U VI VI 3

.<:::::t,,:::! Jdl ?I .<=::t,Q,I.<:::::t, 0 ,.d..di Q.I .<:::::t, ~

llif11':ifl'f)'tl1!lJ'Wf11':i11lm'IlTi:1'l':i11l (Survey Research) 1,!\I'Yl1l~fl'f)'tl1':i~~13m1'lJfI~!'Y!'W

'Ufl\l'l"lUf)\j1'W131rJ'Yl i'Ylm'lJ~1~h{m9b~rl~ ~ltl~ ~iJ~fltJll.otJ~rifl1M'!n~m1'lJ{l'lm':itl1 'Wf11':i!!'ll\l'll'W
~ & ~

11\11'W1I1l1l-u'WU~~fl'W 1f1\P1C)f\liJ1~f11':i~1!'W'Wf11':i~\lij•

I I jJ ,

1.1 'l.h~'lflm l11~'Wf11':iffm,:11fi'tJfl111'Wl1iji~uri ~1'Wl'W'I"lUf)\j1'W l1-ff\ltl~'\1tlltJ\l1'W

mUf)\l1'W 'Ufl\l131rJ'Yli'YltJ!'lJ~'Vh{'lJ19b~rl~ ~ltl~ 1~tJ!1l1~ll\lf)ri'lJN131'\11':i U~~'I"lUf)\l1'W':i~~1J1J fl-U~\11'W
• OJ ':<J

'" '" '"'Yl{l'\If)~UH'W f)f11':i\PI~ l~U~~f) l':i 'U1tJ

1.2 'lJU1~flQ'-l~18dH f11':in1'\1'U~'U'W1~'Ufl\lf)~'lJ19l1fl~1\1 (Sampling) n1'\1'W~ 1~l'.J

f11':i~'lJ19l1fl~l\1U1313 Stratified Random Sampling ~l'Wl'W 60 f1'W

1.3 liifll'j!~8flflQ'-l~18dH 1~tJili1~m1'lJtl11l~!~'W (Non probability - Sampling)
1 ..:::l I t:!! 1 Q,I I Q,I •.•. 1 rI ~ 9J 9.J .::'1
I~tJ'lJ11~ 'lJ\1'\1'lJ1tJ'Ufl\lf11':i m flf)f)~'lJ\PIlfl tJ1\1\PI1'lJl\PItllJ':i ~ {l'\lfI fI fl H\PIfl13U1313{l'fl13tl1'lJ 1l~\PIfl\l! lJ 'W

q q q q 'U

, ~
'I"lUf)\j1'Wl1-ff\ltl~'\1tlltJ\l1'W ff1Uf)\j1'W 'Ufl\l131rJ'Yli 'YltJ!'lJ~'Vh{m9b~rl~ ~ltl~ 1~tJiJ11\1 N131'\1l':i ':i~ ~ 13{l'\I

OJ OJ

f11':i'U1tJ
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, ,
2. !fl~6~i1t)'nl.m'Wmlfltnn

Jt t!t dG) ~ d 'j) ~ ~ q ~ d t!t ~ 0

lfl'H)~1Jel'VI~'IH'Uf11'jlfl'U';i11J'j11J'tJel1J"I'V'lelf11'jf'l'fl1J1 ~'Um ~'U flel 111J1J'ffel1Jtll1Jl'lf~ 'ff1 'j 1~
<u

I~ 1:nt11J 'j ~ ~1J 'j ~ ~1J fI 111J ~fllli 'U'tJel~'V'l,:rfl ~1'U'tJel~1J1 £1'VII'VICll1J~vJ 111J 1c)f1~ fi" ~ 1t1f1~iJ~elll ~:ijEl~

'"
tielt ~lflflfl111J'ff11J1'jtlt 'Uf11'j 11~~,j'U 'tJel~1i'jfl~ 11~t 'U1I~ ~U'Ulm~el'U 1f1\911 flElllti~elelfHlJ'U 3 \9Iel'U••

.d::'1 9J Q.I I 9J d Q,J

(il8U'fI 1 llJ'U 111J1J'ffel1Jtll1J 'tJel1J" "fl£lW~ 'ff1'U1Jfl fl" 'tJel~Yl\91el1J111J1J'ffel1Jt111J1Jmrmu ~<u <u

rl1tll1J~ t oMllJ'U 111J1J'ffel1Jt111J1l1Jmm 1ElI9l11~m)

(il8U~ 2 llJ'UII1J1J'ffel1Jtll1J;Jel1J"I~El1t11Jm11J~fllli'U 'tJel~'V'l,:rfN1'U ~iJ~elll ~ :ijEl~tielt '11'<u

lflflfl111J'ff11J1'j tlt 'Uf)1'j 1l~~,j'U W 'fftll'U f11'jwll ~~U'U 11"~~mfl'YrJ~ t 'Uel'U1fl\9liJ~fl£lW~rl1tll1J•
~ t oMllJ'U 111J1J'ffel1Jtll1J 1J1\91nh~1J1W1911111J1J~ lfl1 'l1

1f1Elt oMlflW~t 'Uf11'jn1'H'UfI'j~~1Jfl~1l'U'U ~~if
<!l ol 'JJ , ,

""fl~ll'U'U 5 'H1J1Eltl ~ l'H'UfI 1ElelEl1~El~

<!l ol 'JJ

fl~ll'U'U 4 'H1J1Eltl~ l'H'UfI 1El

<!l

III ll'IJ t ~fl~ll'U'U 3 'H1J1Eltl~

<!l I ,ol 'JJ
fI~ll'U'U 2 'H1J1Eltl~ 1Jl'H'UfI 1El

<!l

1111limi1Elmh~t~fl~ll'U'U 1 'H1J1Eltl~

(il8U~ 3 ;Jell'ff'U ell I'U~'tJel~H\9Iel1J1l1J1J'ffel1Jtll1Jl~El1t11J1I~ :ijEl~tielt ~lflflfl111J'ff11J1'j tl
<u

t'U f11'j II~~,j'U19l1~'U ~ ~iJYl"~elm11J'ff11J1'jtlt 'Uf11'j 1l~~,j'U 'tJel~fl~f11'jiJ~fl£lW~rl1tl11J~1 oMllJ'U

111J1J'ffel1Jtl11J 111J1JU m CllUfI

'JJ<!l IiJ 'JJ 'JJ."j '" , ."j '"
t;;jf'l'fl£ll ~fI'VIfI'ffel1Jfl111J\lfl\9lel'1'tJel~lm el~1Jel (validity) 1l"~f11'j \91'j 1~ 'ffel1JfI 111J'U 11'lfeltl el

. '"t!t t!t.<::::t,Q,I Q.I d

'tJel~lfl'jel~1Jm~El (Reliability) fI~'U

'JJ ."j '" <; 'JJ""", IiJ 'JJ 0

3.1 f11'j \9I'j1~'ffel1Jm11J\lfl\9lel~'tJel~lfl'jel~1Jel (validity) ~flElt;;j1~El~fI'U1111J1J'ffel1Jtl11J

d 'j) ~ 0 , clod.r:9 'j) 'j).Q, dt 0 9JlI] 9 3J.d. 'j)

'VIm1~'tJ'U'U11'ff'Uel\9lelm~1'jEl'VIU'jfl£llfl'Um1elm~ l'V'lel'VI1f11'j\9l'j1~'ffel1J lm~llfl ~'tJ~'H1Jm11Jtlfl\9lel~
<u

, '"
d "" '"l'VIEl~\9IHI'lf~I'Uel'H1 (Content validity)
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o d 1I1 'j) ~ 0 0 9Jll] a'd ....1& 9J 'j).:::-.

3.2 'WllL'U1HHJ1JtmJ'Vl !fl'i'UfIllL 'W~'W1 lL1:1~Wl ! 'lJlIlfHll1l1'i V'VllJ'jfll:ll'fl'W'fl11tJ1:1'i~

9J G) <JJ9J o<:::l. 9J ~ .<::ll rI ~ ~ ~ 0 ~ I Q.I •.•. t
U1:'ld! 'YlH'Vl1~'fltu 1\PJl'Vll~fll'Wf1l1'U1 'Yll11i1 flll1l1fltJ~'flm !tJfl'lf'W\9111111:1tJ'U!'fl1 tJ~lJtJ !~tJ'WllJllJ1 'UlJ 1~

ClJ q q q Ii

" ,
lL f{! 'IJ~ 1'W!.utJ'Yll m l:I1l1 t i'

3.3 tJ1U'U'U1:1tJ'UfI1lJ'1JYilf1l1'Vlfl1:1tJ~ti' (Try out) tl'Ufl~lJI911tJEh~ 'fl'W'~lLri~'U~'Yll1

"1~~'U~'W'lJtJ~'U~1J'Vl''VlmlJ;)'vh{1J1~1~fl1:1 ~ltlfl ~1'W1'W 10 11V mr~1I1fl'tJ'WtJl1J11Jf'U1JHUf1''IJ•
lL 'U'U1:1tJ'UfI1lJUfl'fl#~ !~tJ ii'! ~'WlL'U'U1:1tJ'UfI1lJ~1:1lJ'U'iW

OJ
91 I I ,

3.4 1I1fl'tJ 'WtJ 1~ tJlJ1:1l1!~ 1I1fl!! 'U'U1:1tJ'UtlllJlJl1!'fl1 1~l1' 'Yllfi 1'fl 11lJ! ~tJlf 'W~ 1Vl~ 'Yll
OJ

.:/ I I I

-alJ1J1~if'Vl~ lLtJ1:1Vh (Alpha Coefficient) !~tJ~filmllJ!~tJlf'W

'1 d 'JJ 'JJ""", I/] 'JJ 0 "" 'JJ 1
! 'Wfll1 !fl'U 'i 1'U 1 1lJ'IJ tJlJ 1:1H111V ! fl fll! 'W'Wfll 'i 'i 1'U 1 1lJ 'IJtJlJ 1:1111fllL 'U'U1:1tJ'Utl1lJ fl V

OJ OJ OJ

" "~ 1!'W'Wfll'i! ~'W'U'W\9ItJ'W~~iJ

v .Q,,Q,I:!! 9J dlrt9JQ.I 9J 9J QJ~ 0

4.1 'lltJlI"'t1Y1t1.f1l1 'fltJ 'lJtJlJ1:1'Vl!m'UlIlflf1l'i'fl'W'fl11'Yl'W~1:1tJ \9I1'il !tJfl1:111lLlIfl lL1:1~~ ~ w ClJ

C.\Q.I d d 'JJ Q.I 9JCJ.Q.I 0 d 'j) ~ IQJ d
~1'W111V'Vl!flV1'UtJ~fl'W r;j111VlI~'Vllf1l1!fl'U'lJtJ1J1:1 \9I~lL\9I1'W'Vl1 - 31 mflfJl'fllJ 2546

Y _I '" '" 'JJ dl/] 'JJ", d d I/] 'JJ
4.2 'lltJ\!"1J!lI.gll 'fltJ 'lJtJ1J1:1'Vl!fl1'UlIlflf1l1tJtJfllL'U'U1:1tJ'UfI1lJ'Vl!fl'U11'U11lJ !fl1l1fl

'J/ 'JI 'j/ ,

~\9ItJ'U!!'U'U1:1tJ'UfI1lJl'1~iJ1flVlI~Yilf1l1!~'U'i1'U11lJ~tJlJ1:1m'fl1:1'WllJl91~lL~1'Wl11-31 if .:J'Yll'fllJ 2546
OJ OJ

o ~ Y G 'JJ 0 'JJ dl/] 'JJI/] "" 0'

4.3 'UlUlJlItrtJlItllll't1 !Y1mYl11~trtJlIfl111ltrll'U1W lL1:'ld'Wl'IJtJlJ1:1'Vl!fl !1J1!ml~'Yl
OJ OJ

"'j)"::-'Q.I 0 ~ Q.I d

H111Vfll!'W 'Wf1l1 fl.:J'W
OJ

5.1 \9111111:1tJ'U'fl11lJ1:1lJ'U'iW'UtJ.:JlL'U'U1:1tJ'UfI1lJ~ !~i''Ufl~'U;j'WmlL~1:1~Q 11'U
OJ
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, , ,
"" 9J '" 11].1 9J '" '"flfJU'YIl !!lJ1HH)lJfI11J'lJ'e)1J'fli'1111J'lJ'e)~p..j\9l'e)lJ!!lJlJ'ff'e)lJfI11Jlf1tl1f1lJ

'" '"

.d 9J.?1 '.1 I

flfJU'YI2 !!lJlJ'ff'e)lJfI11J'lJ'e)\l'flI1J'UlllJlJm\9l'l1'ff1'U1J'l~mWm (Rating Scale)

'l ~~lJfl111J~\9I111'U!!'fl~iil~lJ~ U liil~lJ~ l~m~\9I'el'U~lJliJ'U 'lltJ'li''e) 'lltJfl'ilm'l1J 'lltJ~l'U ll'fl~

'l11Ji'1f1~1'Ul\91tJf11'lYi1'li''e)1Jm~mn~lm~tJ (X) 11'fl~~lml1Jl~tJ~llJ'Um\9l'li11'U ( S.D. ) l\91tJl~
q '" ••

lu'l!!mmhl~'il~U SPSS / PC " for windows (Statistical Package for the Social Sciences /
"Personal Plus) l\91tJtl1'l1'U\9I~1~~-W

fl~!!'U'U5

fl~!!'U'U4

fl~II'U'U3

fl~II'U'U2
dI II] I c:l 9J

l1mmN 11J1l1'U\9I1tJ
& lJ),d:J/ ,d

fl~II'U'U 1 l11JltJfl~ 11J1l1'U\9I1tJ'e)tJl~tJ~
, ,"

If1Wcvlfl~!!'U'UYil~l'Uf11'ltlll1'U\9I'lh~~lm~tJ~~I9i'e)1U-W
," ,

fl~II'U'Um~tJ 1.00 - 1.80 U~;~~'e)~~mnfl111J'ffl1Jnfll'Uf11m'li~'IJ'Ul'U'l~~lJYiI9i''e)~U-rlJUH
q," ,

fl~II'U'Um~tJ 1.81 - 2.60 U~;~~'e)~~mnml1J'fflm'lfll'Uf11m'li~'IJ'Ul'U'l~~lJI9'h

fl~II'U'Um~tJ 2.61 - 3.40 U~;~~'e)~rlmnfl111J'fflm'lfll'Uf11m'li~'IJ'Ul'U'l~~lJ1hwf1m~
, "

fl~II'U'Um~tJ 3.41- 4.20 U~;~~'e)~rlmnml1J'fflm'lfll'Uf11'l!!'Ii~'IJ'Ul'U'l~~lJ'ff~
'"." ,

fl~II'W'Um~tJ4.21 - 5.00 U~;~~'e)~rlmnml1J'fflm'lfll'Uf11'lII'li~'IJ'Ul'U'l~~lJ'ff~mh~£)~
'"

'fffl~lt~~l'I'l'lWl (Descriptive Statistic)
,

'"1. fl111Jfl (Frequency)
I 9J

2. m'l'e)tJ'fl~ (Percentage)
,

I '"3. mm'fltJ (Mean)
,

, '"4. mfl111JllJtJ~llJ'Um\9l'l~1'U



,
"'"'U VI VI 4

" "f)1'j fff)ll lfl 1~ij 'l i'f)l) 1tij(JUUUI9$~~ 'j'j W'Ul'l1j tJf)1'j 1tijl'Jl9$~'U'j'jtIl(J tJtJf)l1'U'U1tij(J

19$~uj:JJlW (Quantitative research designs) ~1IihJlnm1m1:JJ;Jm:dt'l1~(Jf)1'jb1'tJ'Um:JJtl'Uf)~:JJ~1mh~

'j~'l11nl'Ui11-31 iY~'l1lfl:JJ2546 ~1'U1'U 50 'lf~ Ul:JJlU'j~:JJ1t'l1Ifl'jl~Mrm b1'l:JJl'jtlb1''juNt'll#l••

Nt'lf)1'j1Ifl'jl~M;JtJ:JJt'l..t1 lU'lJtJ~f)ri:JJ~1mh~ ~1'U1'U 6 ;JtJ
OJ •

\9ltJ'U~ 2 Nt'lf)1'j1Iml~M;JtJ:JJm ~~'Uml:JJ~~I,1 'U~~~tJiJ'i1tij(J~ritJ 'lMln~ml:JJ b1'1:JJl'j tI
OJ

'l'Uf)1'jII~~'Il'U 'l'U#l1'Uf)1'j11~IIN'U#l1'Um~'U1'Uf)1'j1nn'i1 #ll'Uf)1'jm'Ufl:JJ'lJtJ~n'i1f)1'j ~1'U1'U 82 ;JtJ••
\9ltJ'U~ 3 ;JtJlb1''UtJU'U~I~(J1tl'UiJ'i1tij(J~~Nt'l~tJml:JJb1'1:JJl'jtl'l 'Uf)1'ill~~'Il'U 'l'U#l1'U~'U"l

•... ,
~lU1U (flU)

:lI
f10H1flllw:::n1UUflflft 'j t)(Jt'I:::..

l'¥'lfl

'lfltl 27 54.00

'" 23 46.00m1l..:j

'j11-.1 50 100.00

tllfJ.
~lwh 2511 2.00

25 - 34 11 34 68.00

35 ~44 11 15 30.00
>'

4511 ~uiu
'J11-.1 50 100.00



•..• ci
'i:::V11Jtn'i ft fl'Ml

~lfl':h l1jtytyWl~

lHtytyWl~

lHtytyll 'I'l

l1jtytyllflfl

o ,

VIlI111U'l'llU

'\1ft! f1,HU115u&!f1l 'i

'illJ

tllfJ'llU 1u~hll11l1'l'llUil i1ilUU

~lfl':h 3 U
4-6 U
7-9U

"10 U ~'Ull1

~ "'I'ln'Wlm 1l'41HJ

Uty; / f1l'iI~'U /~ll'\l'fffl1J

rJ~~/115u&!f1l'i

f1l'i~mVl/ f1WlJll'J

1~l'Jll~:::~V1J'Ul

l'l'lfll'U ll'Jli'ffl'i'ff'Ul'I'lff

t'U'll${llfi Nll'J~V1f1l'i (Admin)

55

\llU1U (flU)

41

9

50

31

13

5

50

24
16

5

5

50

46

3

50

82.00

18.00

100.00

62.00

26.00

10.00

2.00

100.00

48.00

32.00

10.00

10.00

100.00

2.00

92.00

6.00

100.00
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.d .<:::), flfj} , <V , 0 , 'tV I

1JlflI9l1'jl~'Y14.1 li-I'Ofl1'j1!ml~WUtJ:lJ'01Jlflfl'O:lJ19I1tJ£J1~ 1J1'W1'W50 fI'W 'VflJ11 fl'O:lJ19I1tJtll~
•• q q

~I 0 "" ~I !J/ ~I "" "" ~I !J/
!lJ'W!'¥'lfl''lJ'ltl1Jl'W1'W 27 fI'W fI~HlJ'W'jtJtlfI~ 54.00 U'O~!lJ'W!'¥'lfl''1111J~23 fI'W fI~HlJ'W'jtJtI'O~ 46.00

"

ri1'W'I'I1tY1JUfl1'jffml1'j~~u1J~tytyll9l~ ~1'W1'W 41 fI'W ~19I!tJ'W~tJtI'O~ 82.00 'jtJ~'O~:lJl

"I ~ I"" i 0 "" ~I !J/
fltJ lJ'jtytyl 'YI1Jl'W1'W 9 fI'W fI~HlJ'W'jtJtI'O~ 18.00

fl~:lJ19l1tJ~1~ij~lU'I1tl~~1'W!tJ'W'¥'lUml'W1Jau~fln ~1'W1'W 31 fI'W ~19I!tJ'W~tJtI'O~

~9J.t:::l. <v9Jo .<:::::t.~I9J 9J.<:::::t. Q.I

62.00 'jtJ~'O~:lJlfltJ Ii-IU'j'l11'j'j~\PlUI9I'W1Jl'W1'W 13 fI'W fI~HlJ'W'jtJtI'O~ 26.00 U'O~Ii-IU'j'l11'j'j~\PlUflm\l••••
o .<:::),~I3J QQ,J

1Jl'W1'W 5 fI'W fI\Pl!lJ'W'jtJtI'O~ 10.00 19I1:lJm\PlU

fl~:lJ19l1tJ~Nri1'W'I'I1tYijtJ1~~1'W~lfll1 3 iJ ~1'W1'W 24 fI'W ~\Pl!tJ'W~tJtI'O~ 48.00

'jtJ~'O~:lJlfitJ 4 - 6 iJ ~1'W1'W 16 fI'W ~\Pl!tJ'W~tJtI'O~ 32.00 U'O~ 7 - 9 iJ ~1'W1'W 5 fI'W ~\Pl!tJ'W~tJtI

'O~ 10.00 19I1:lJr;11~U

fl~:lJ19l1tJ~NtJ~'I 'W'I1tl1t1~1'W~l'Wfll'j I9Im\Pl1 fll'j'Ulti ~1'W1~1 46 fI'W ~\Pl!tJ'W~tJtI'O~
q ••

92.00 'jtJ~'O~:lJlfitJ ~1'W1i-li1191I 1JaU~fll'j ~1'W1'W 1 fI'W ~\Pl!tJ'W~tJtI'O~ 2.00

19I1'jl~~ 4. 2 '1i'tJ:lJ'Ofl11:lJ~\Pl!~'W~ij~tJtl1J ~tI~ritJ 'IM!fl\Plml:lJfI'1:lJl'jtl'l 'Wfll'jU~~'ll'W 'UtJ\l1j'jfl1Jtll
•• q

~l'WliYtI~fl'U 1~'W1jfl1J I !1l1'l1:lJltl

~
'U0f11UI

.c:s 6lV _I~~~
lJfll"j !'II!!(;l~'U{]'IJ\1\'il"j~

1UU'iliI1JU
, '"

rll! 'lUlU S.D. ihvl'IJ

~l1l1il£Jilfn!1<W'Ufin'll I AiJnnJ1£J
1. U~ll'YI'UtJ~'l'hu l~tll'l1U\Pllfftll'lfYUI

f11'j f11l/1il1'11:lJ1tli ~tlfl~ tJ\l!l'i'l~ l'I1:lJl~ ff:lJ••
!J/ I ~

\9Il:lJfff111~ !l1\Pl'i'ltJ:lJfln!l'll \l'llU

2. U11l'YI'lltJ\l'l'hwu\Pl lafllffi'l1''l'hU1J

1:Y1Ui 1:lJiufll'j tl1l'1l! \Pllffv'tifYU/fIl'j f11l

ll'i'l~lill'11:JJlV

00

3.62

3.46

.81

.86

'"'YI

3

4

00

4.02

3.84

.65

.74

.,;
'YI

3

4
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'" I19l11HVl 4.2 (l9lfl)

iifmHl!l;l:::uilllih)~~

1'Wif1l1Ju'Wy
'lJelfl1UI ,, '"i'Ill i1l;ltl

00
S.D.

o ..,
l;llVl1J , ""i'llli1l;ltl S.D.

00

o ..,
l;llVl1J

lJf1r:hl'J

4. UVj'U~l'U1'U111l1l'J~1'U'\JtJ\I'l'il'Ujjfi11lJ

fflJ~'Ui'f1l'jl~tJlJ ll'J~f)U lih111Jll'J'\JtJ~U1lJl'l

5. lffl'Jllrn.r I rmn'il m'l~1i11111Jll'J'\JtJ~U1lJl'l

jj ff1'U'lf1l'J111'f1l'j~11l!'U1i'jn'illh ~ffUfi11lJ.
o d

ff1l'j'il

3.10

3.88

3.92

3.59

.84

.90

.85

.61

5

2

2

3.82

4.04

4.14

3.97

.69

.60

.78

.52

5

2

12

1. ~l'UliY£J~ff1i1 TI'U1ifl'il llihr!:J..Jl£J (l'Ut1'il'il1Ju) lfl£Jl11.J~lm~£Jflrilul~fl1J. '"
f1~IIUU 3.59 lrle),W'il11W1l~Ul1£J'Ii'tJ ~lU1U 5 'li'tJ 'V'l1J',h liY£J~ff1i I mlfl'il ll(;l~Ii1l'l1m£J'\JtJ\I

1JjiJ'VJ ihY1U'lh£Jl,rflll~hiJU1ilfl'illh~ff1Jm11.JLl1l~'il ij~lm~£Jt1\1~t1fl (X = 3.92) ll(;l~ 1JjiJ'VJ. '" .
ijliY£J~ff1ih11lfl'illl(;l~lihl1mm~u~I'li'11'illl(;l~f1J~'\JtJ\l1Jflmm'VJfl~1£J ij~ll'i1~£J~lt1fl (x =3.1 0)

III q q q

2. ~lUliY£J~ff1i1 TIU1ifl'il llih'Y'im£J ( m11.JfIlfl'Y'il\11utJUlfll9l ) lfl£Jl11.J~ll'i1~£JtJri
'"

lUl~fl1J 3.97 lrle),W'il11W1l~Ul1£J'Ii'tJ ~lU1U 5 'li'fl 'V'l1J--l1liY£J~ff1i I mlfl'il 1l(;l~lil1'Y'im£J'lJfl\l

1JjiJ'VJ ijff1'U'lf1£Jl,rflll~hiJ'U1ilflm_h~t11Jm11.JLl1l~'il ij~lm~£Jt1\1~t1fl (X = 4.14) ll(;l~1JjiJ'VJ. '" .
ijliY£J~ff1i/mlfl'illl(;l~lil1'Y'imm~'U~1'li'11'illl(;l~f1Jr'lJfl\llJflmm'VJfl~1£J ij~ll'i1~£J~li!fl (X = 3.82)
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~ ~ I ~

~1'UmHJ'YIli'YIN flTH! 'U..:J'U'U
q

ihmHJll{;l:::uiiiWi'il~..:J

1'Wif'il~u'W
,

A11i1ilU S.D. ~lvlU A1milu S.D. ~lvlU

'j} d" ~ , Q.I

flU 11''j1'l mWVl1i I'VWf1l'j!! 'U..:J'U'U
q

2. U~llVl'Utl'l1'11'UlJf1l'jU1U!u~fl'UmwVI,}'lM
q

3J OJ 3J ..d n 1.:::1 ~ I I

11'tl~ f1" tl..:JflU 11'i1l'I"HI1~" tl:JJVII1J" fl'U!! 1J"..:Jtl fl
'U

\91"tl~nm

3. 1'11'UlJm1:JJ!m1:JJI,r1 'l1J'l'UflU1lm1~M!!"~
'U

~ ~I l.r:::l

fl U 11'l!!H'U fl" flVl1i11J'Utlfl1'l~
q

U~llVl'Utl'l'Vl1'U

5. U~llVl'Utl'l'Vl1'U lJ!!H'U UilU~ f1l'j ~1Y1:JJl'jf,)

111fl "fl VI,}:JJl'f'hI'U'Uf1l'j I~tlfh'l lJU'j ~ftVln H"
q

on

3.86

3.62

3.54

3.24

3.40

3.53

.83

.64

.65

.89

.83

.57

2

3

5

4

5

on

4.30

4.08

4.14

3.94

4.12

4.11

.61

.70

.64

.74

.59

.54

4

2

5

3

3

1. ~l'Ufl"~'YI-6'Y11..:Jfl1'm~..:J'Il'U('l'U1I'il~'!J''U) 1~fJ':i1lJfi1m~tJtl~'l'U':i~'fl'IJ 3.53 lritl

Vl'il1':iW1!~'U':i1tJ,rtl ~1'U1'U5 ,rtl 'V'i'IJ':hfl1':i~'IJj'll'YI 'IMfl11lJrl1flt1Jti'IJfl1':i~~1..:Jfl~tJ'YI-6!~tlfl1':i1I~..:J'Il'Uu q

ijfi1m~tJ~..:J~~~ Cx = 3.86) 1I~~fl1':iijri1'Ui1lJ'l'Ufl1':itl1t1'U~fl~tJ'YI-6'l,rti'IJ'lJj£l'YI ijfi1m~tJ~1~~cu q q q

(x = 3.24)

2. ~ 1'Ufl~tJ'YI-6'YI1..:Jfl1':iII~..:J'Il'U (fl 11lJm~ t11..:J'I'Utl'U 1fl\91) 1~ tJ':i1lJfi 1m ~tJtl~'l 'U
q 'U

':i~'fl'IJ 4.11 !ritlVl'il1':iW1!~'U':i1tJ,rtl ~1'U1'U 5,rtl 'V'i'IJ'"h fl1':i~'IJj£l'YI'l,rm1lJrl1l'ltlJti'IJfl1':i~~1..:J

fl~~'YI-6!~tlfl1'm~..:J'Il'U ijfi1m~m~..:J~bf~ (x = 4.30) !!~~flUijri1'Ui1lJ'l'Ufl1':itl1t1'U~fl~~'YI-6'l,r
, .

QJ .<::::lo Q.I .c! I .<::S. 0

fl'IJ'IJ':i1l'YIlJfl1m~tJ\911bf~(x = 3.94)
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v
'lJ8fl1UI

'" 'I 'lJ _I'" """ '"lJfll'J 1'll!l[l::;U!lUl1Ill'J'I

1hlifll'iJUhl
rhl'll~tJ S.D. ihYl'u

v ~ V .!
Vim !fl'j'ltf'n~8'1flfl1'j

1. 1m '1ffh~1J11l'YI'UtJ'I"huiJi'I1l1J~~I'i1UU~~

~I d 91 'I !I
luU'YII'Ull'i1'UtJ\I'YIflf'llrJ.
2. U11l'YI'UtJ'I'I'huiJfll'HU~rJUUUfl'l

1 91 •• '191'" • ~
Im \Iff'n~tJ\li'lflTJ 1111Ji'I1l1JflfltJ\I\911Ufl~

3. U11l'YI'UtJ\I'I'huiJu lrJUlrJ~'i1~uf1JftJ1"~1J1J

- I '" ~'" _ I ~ •• i 91'" <l
UD1J\91\11UU~~u1"1JtJ'Ii'lfll1" 111J'UUWH~fl~\1

4. 1J11l'YI'UtJ\I'I'huiJu lrJUlmUUfll1"m~'i1lrJ

BlU l'i1U~~ 1l1'Bl'Ul'i11Ufll1"l91~ffU 1'i1tl1J

~UiiU~\I1U

5. 1J11l 'YI'UtJ·:.l'vhuiJ fll1"uf Uff1 rJU\IflU Uqj 'If1

dJUUU11"11J 1l1'iUfl\l

00

3.28

3.28

2.54

3.50

3.18

3.15

.93

.78

.79

.74

.85

.58

•••fI

3

2

5

4

11

00

4.02

3.82

3.12

3.98

3.78

3.74

.57

.75

1.08

.65

.74

.65

3

5

2

4

14

1. ¢llU 1m'lff~1'lfNflf)1l ('1'WU'i1'i1u'W)1~Wll1J~lm~m)~'1'Wl::;~1J 3.15 !rltlV4'j)l1"U!l. ~

!'LI'W1"lrJ;ltl ~1'W1'W 5;1tl ¥'l1J':h 1J1rJ'YIiJ'W1rJUlmU'Wf)11"m::;'j)lrJfll'W1'j)U,,::; '1l1'fll'W1'j)'1'Wf)1ll9l~ir'W 1 'j)
I I I 'j)

fl1JH-U flU~'ll'W ii~lm~vff,rViff~ (x = 3.15) U"::;1J~rJ'YIii'W 1VlJlvVi'j)::;-uf1Jjtll::;1J1J-UflU~'l1'W
~ ~ ~ q ~

U"::;-Uf1Jtl'lflf)1l'1l1'ii'IJ'W1~!~mN ii~lm~rJ~T~~ (x = 2.54)

2. ¢ll'W 1f1Hff~Ntl'lflf)1l (f11l:JJm~111'l'1'Wtl'W1f1\91) 1~Vll:JJ~lm~Vtl~'1'Wl::;~1J~

3.74 !rltlV4'j)llU!l!~'WllV;ltl ~l'Wl'W 5;1tl ¥'l1J",h 1f1Hff~N1J~rJ'YIiiml:JJi'~!'j)'WU"::;!~'W~!;l11'j)

'lJtl'l'I'Jf1~hrJ ii~lm~V1;!'l~~~ (x = 4.02) U"::;1J~rJ'Vlii'W 1VlJlV~'j)::;-uf1Jfm::;1J1J-ufiu~'l1'WU"::;

_I'" 0' '19l~ d ~I.<::! 0

Ul1Jtl'lflf)1l m.J'IJ'W1~t"f1"\1 :JJmmmJ\9Il~~ (x = 3.12)
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q GtSJ ~I.<:::t.~~
llm~ !'IIl1rl~lJ!l'I.JVI'll~..:j

i'Uif'll~u'U
, '"flll'ilrlU S.D.

Y v G
Yilt! 1~t!fi1"n.JMfl 01

1. 'lJ11J'Vl'lltl':l'l'lTUiHWl'U1i1'HJ( U'lJ'lJUN'U

~11~U1~~~~'lltl..:j'lJ11J'Vl1~V11~)

Ifl'UViVtlH:i'lJU~~I'li'11'ii'lltJ'I'Vlf1~hv.
2. 'lJ11J'Vl'lltl'I'I'l1'UlJ1Wl'U1in ~'lltl'l f111V11'l1'U

i1~il'Ulfl'UVi~..:j1'U

o I l.<:!:t 0

f11l' 'Vl1'l1'UtlVl '1\91 tJl'UtJ'I'ffml'ff~tl

5. 'lJ11J'Vl'lltl'l'l'h'U1Hm1mhflUlil'lJ1Wl'U1in~
"

00

3.32

3.82

3.42

3.56

3.82

3.58

.98

.92

.81

.84

.96

.72

'"VI

5

4

3

2

3

00

3.96

4.30

3.86

3.96

4.26

4.06

.60

.68

.76

.70

.63

.57

'"VI

3

5

4

2

6

1. $i'1'1-J'1WJ'U1in~'tl'lflm(l'UtI'iI'iI'lJ'U) i~V,)1~ ~lm~rJ'tlvl'U1~~u 3.58 Irl'tlVl'il1,)W1. ~

!'J:!'U1ltl,r'tl ~1'U1'U5,r'tl Vluil U~E1'1'lijlWJ'U1i11~'IJ'tl'lf)11YiNl'U';h~tl'UI~'U'vhJ'I1'U ij~lm~tI'ff'l ~

~~~ Cx =3.82) U(;l~U~E1'1'lijlWJ'U1i1UJ(UUUUN'Umlmh~Vlq~'IJ'tl'lU~E1'1'l i~t111lJ) I~U~t1'tllJ1U

!!(;l~I,rl1 'iI'IJ'tl'l'Vlf1Nlt1ij~lm~t1~lff~ (X = 3.32)••
2. $llU1WJU1i1UJ'tl'lflm (mllJfl1~'l11'11U'tlU1I'lI'l) i~t1,)1lJ ~lm~t1'tlvlu')~~u~

4.06 Irl'tlVl'ill1Wll~U,)1t1,r'tl ~lU1U 5,r'tl Vluil U~E1'VlijlWJU1i11lJ'IJ'tl'lf)11Yil'11U~1~tlUI~U

.do' ~ 0

lJfl1llHWl'll~~ (X= 3.86)
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v
'tj0f11UI

... 1Y _I'" ""'" '"t1fll1 ~!Hl~U!l'IJ\'J1l1-:J

l'Wifll~u'W
S.D. ~1~'IJ fll!uill'J S.D. ~1~'IJ

v 0

~l'W1J'j'nllfllflfll'jflH1'U / Ni;WI01JHfI'U /

H'j 'I'll '1111
'U

lUfn:nhm..!
.0:::),Q..' l.:::t 11I.q ,:!f 'j)

2. mll'VI'1JO.:J'VIllUJf11'J'iWlfl'ilm'J'IJ!'VHlff'Jl.:J

f111 mYUWml Url:;;ml 'lJffll1f1 ~'J :;;l'l':il.:J~hfJ

3. yhUi#1f1JfllI'101JU'VIU~!11'1J1:;;ff'IJ !m:;;

!~U 1i'J'J 'IJ1U f11'Juau~ ·:nu

4. 1J~ll'VI'1Jo·:rl'hu ]Jfl1'J uf 1JIU~fJm UU1J1J f11'J
'U

"1:Yf111:;;fll'HU

5. 1J~1l'VI'IJo·nhu ]Jf11'J11'1UHUUrl:;;fll'l1U ~

10 f111:Yfl11'111!11uflWVl1'I1U'1JO.:J'VfUfl.:J1U

OfJwir~I'ilU
.<::).Q.I l.:::t I

6. mll'VI'1JO.:J'VIlum:;;1J1Jf11'J'illfJHrlI'101JU'VIU
d y
'VIIUUHrl.:J1U

00

3.76

3.36

3.74

3.44

3.08

3.82

3.38

.72

1.01

.75

.86

.80

.85

.73

.,;
VI

2

5

3

4

6

10

00

4.16

3.86

4.08

4.00

3.98

4.26

4.05

.65

.83

.70

.67

.68

.60

.53

2

6

3

4

5

7

1. #11U1J'j'H.I1f11fl'f11'j'l'11.:J1U / I>Hl\9l01JU'VIU/ m.:J'il.:J'l'il ('luil'il'il1J'W) 1\91t1'JJlJ~ll'Q~tI
'U •

tleJ'l'W'j:;;~1J 3,38 Irltl~'ill'jW.ll~'W'jlt1~O ~l'WJ'W 6 ~O 'W1J111J~'IJ'Ylij'J:;;1J1Jf11'J~1t11>H'l\9ltl1JU'Yl'W~
'lI

9J .<:::! I d d .t:::). Q.I.cS. Q.I.<:::::). ~ 9J Q.I Q.I tI
1'W'WI>H'l.:Jl'W'lJf11I'iHW~.:J'Yl't!\91 CX = 3.82) UIl:;;1J'Jll'VIlJf11'J'il\91fl'ilf)'j'J'lJI'Wtlml.:JflJl'IJfflJ'W'W1i 1m:;;

f1JllJfflJJfI~'J:;;'l111.:J~htl ij~lm~tI~lff\91 Cx = 3.36 )•
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2. ~1'WU'j'H.Ilfllfl'fll'jl11~TU / j:-HlI9HlUU'Vl'W/ m~'il~i'j) ( ml:IJ'fIl~'I11~i'WeJ'Wlfl\91 )•.
1~t1'jJ:lJfilm~t1mii'W'j~~u 4.05 IrleJVl'ill'jWlltJ'W'jltl,reJ ~l'WJ'W 6 ,reJ '\AlUl1 U1lJ'Vlih~uUfll'j•.

, I' .
I .<:::!,9J.<:::!,1 d d ~Q.ld Q.I':::::" .et 9J

'illtlN'Cl\9leJUII'Vl'W'VlI'W'WN'Cl~l'W:lJflll'iWtl1;!~'Vl~~ (x = 4.26) U'Cl~Un.I'Vl:IJfll'j'il~f1'ilm'j:IJI'\AleJml~

flJlm1:IJ~'WTI 11'Cl~flJl:IJb'I'll1fl~'j~'I11N~ltl iJ~ll'U~t1~lb'l'~ (x= 3.86)
q

'" 1j1 ...latoQJQ..ar..
~fll'J 'II11i;l~un'UI'I'il'J;j

1uu'il'il'lJU
q1I

'U8fl1UJ ., '"flll'lli;lU

(x)

S.D. ~lYl'U
.,;
'YI

,
rhl'll~U S.D. ~lYl'U

(x)

"..::::,Q.I 1.<:::1 Q.I QI d

2. mll 'Vl'lltl\l'Vll'W:Ufll'j 'il\9l\9l\l'VlIJ\1l'W'ill fl

~htll9il\l"l (cross function) ~ffl:UUtl

'l.h :::;fflU\llm:::;'I111\l~htl

3. U111'Vl'lltl\l'YhuiiflWO~~\I\1U'lh:::;lJ1tu iu

"4. 'lJ111'Vl'lltl\l'Yhu i M'mlmhri'tyil'lJfll'jll~lI'l\l

Vi:u \I1U i u 'j :::;~U'lJ5u~fll'j ~ iiil1U 1'il1~:Ui U

f1l'jIll\9lffU i 'il~1l'UU flU~lUl9il\l "l

( self-managing team)

5. 'lJ111'Vl'lltl\l'Yhu iM'mlmhri'tyiufll'j ff~l\l

3.60

3.10

3.34

3.48

3.42

3.38

.90

1.05

.89

.89

.88

.73

5

4

2

3

10

4.16

3.84

3.92

4.02

4.04

3.99

.62

.87

.85

.74

.70

.64

5

4

3

2

11
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1. ~1'IH1fl£j~m'jU1'\1l'H!(;I~fl11~~th (h.!'ihl'il1J'W) 1~£J'j1lJfilm~cl'mJl'W'j~~u
"q "

3.38 !rltJVi'ill'jWl!~'W'jl£J'Ii'tJ ~1'W1'W 5 'li'tJ '\AlU'-.h U1£l'Vl1..rmllJbhf1UJtlumnd\~fl11~~Ul~
u "

o • >I

!'W'WYilJ.:Jl'W l~£Jli'li'tJlifilm ~mY.:JYiff~ (X = 3.60) U(;l~U1£l'Vllim'j ll~I9l.:JYilJ.:Jl'W'illfl~h£J~l.:J"l
" q

(cross function) ~fflm'jtllh~ff1'W.:J1'W'j~'\1i1.:JN1£J lifi1m~£J~lff~ (X = 3.10)
q

2. ~1'Wl1fl£j~m'jU1m'jU(;I~fl11~~U1 (m1lJfl1~'\11.:J 1'WtJ'W1f1\91) 1~£J'j1lJfiWQ ~£J
"

tJ~1'W'j~~u 3.99 trltJVi'illlWlt~'W'j1£J'Ii'tJ ~1'W1'W 5.ij'tJ '\AlU11 U1£l'Vl1..rfl11lJ~hf1tlJtlUfl1'jfffl.:J
I I , jJ

fl11~ ~U1Yin!'W YilJ.:J1'W1~£Jli'li'tJlifi1m ~£Jff.:JYiff~ (X =4.16) U(;I~U 1£l'Vllifl1'j 1l~I9l.:JYilJ.:J1'W'il1fl N1£J
" " q

~1.:J"l (cross function) ~ff1m'jmh~ff1'W.:J1'W'j~'\1i1.:JN1£J lifim!~£J\9h~~ (X = 3.84 )

:II
'l/0f11UJ

:II
Y1l'WfIWill 'WHt1~fl1'!f11'I.Jf1'lJ

q q

..::I GlV ....I.c:..~...::::..
JJfll'J !'tf!l~~u!)'l.JfllI'J 'I

1'j.,\ifll~u'j.,\

, '"
fll!U~U

(X)

S.D.

'"'11

a". Q.I cI <:::::l, d d .c:::..

1. ~H't\9lflU!CV1U(;l~mfll'jl'l!llurnwHl\9l'lHl'l

'IJ~ lJmi 1'WUflU! fITVH1'J'W~t1tl:IJ1 'IJ'lH).:J\9Im~

1~t1..t11hJ

2. 'IJ~lJl'l'lltlnh'W 1H'fI11mY1rltynUf111VlWl'Wl

U(;I~fll'j lJf 'IJ1J~.:J~1'UflU!fIll'W [h'l~tll~tl.:J

3. 'IJ~lJl'l'lltJ'I'Vh'UUfll'jthtfl~tl.:J)jtl 1'Ufll'j

:ij~fll'jflU!fIl'l"l tllllt'l5'U fll'j:ij~fll'jflU!fIl'l"l

1~t1tl'lrh1:IJ ( TQM ) , ISO, QCC :IJl1'*

I Ii) 31", 31 '" 311
4. l'll'U 1~'jmU(;I~t'jtlm 'U:IJl\9l'j1'\l1'U" '" .,
91 d ~cv I 0 J
~1'U flU!f11'1"ll'lm £j 1'1l'll'Uf11'11'U~'IJ'U

q

'IItl 'I'11'U, ~ rim 1U fi'ilm 'j:IJri1 i'itlJ

6. 'IJ~lJl'l'lltl'l'Vh'Uu'U lt1'1Jltl\9l'j1'i1fftl'IJfll'j

'IJ~ 111'j '11'U'fHh '1!1'J'U'j ~ 'IJ'IJU(;I~ff~ltff:lJt)

4.02

3.82

3.52

3.40

3.50

3.12

.65

.80

.84

.81

.79

.92

2

4

8

5

11

4.56

4.34

4.14

4.]2

3.94

3.86

.54

.52

.88

.75

.77

.81

2

4

5

9

]0
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ijfll'jl~!!~:::uiillii'ilj"
hnj'il'qu'U

,
rlltfl~tI S.D. al~U , '"fl1m~u S.D. 1:l1vlU

7. 'IJ~ihl]'Utl,,'VhlJ'lMfI11lJfflf1ty 1l'fl~1111'V1fl'Ufl

f)1)"lh:;:;!illJll'IJ'IJ~'flfJfl1'Y'1 (Balance Score

Card ,BSC) lJ1'l~'llJfn)"u)"~lilw:,l'f1

8. 'IJ~1J'V1'Utl,,'VhlJ'l11'fI11lJfflf1tyn'IJf1U

.<::::to rI I'
\91)"1'0 1:Ytl'IJ\9I~\9IllJf1'flfJ'V11i'Utl'lflll'U"

• 'U

'j) ~.<:!t ..::t,..::).

~1mmtl'llJtl'V11'l1:Yfl\91

1o. 'IJ~1J'V1'Utl'l'VhlJ'lMfI11lJfflf1tyn'IJf1U

'Y'IUf1'11lJ'llJtl 'Iflm

11. 'IJ~1J'V1'Utl'l'YhlJ'l11'fI11lJfflf1tyn'IJf)1)"

'lM'Y'IUf1'IllJ

13. 'IJ~1J'V1'Utl'l'VhlJ'l11'fI11lJfflf1tyn'IJf)1)"

\91)"1'01:Ytl'IJll'flU)"~lilml'f1f)1)"1:YfNflW ril 'l11'.
'HI.J

00
2.94

3.76

3.24

3.40

3.50

3.46

3.08

3.44

.89

.72

.72

.90

.81

.81

.72

.56

,..
'YI

13

3

10

9

6

7

12

9

00
3.78

4.14

3.80

4.00

4.00

3.96

3.60

4.01

.82

.81

.83

.81

.67

.75

.88

.61

12

3

11

7

6

8

13

10

1. 1l1lJf.JWfll'VHl'fl~fl1'jm'IJf.J:JJ ('llJth)~1TlJ) 1~fJ'j1:JJrlllQ ~t1tl~'llJ'j~f1'IJ 3.44 lrltJ

Vi'ill'jWl1~lJ'jlt1,j'tJ ~llJ1lJ 13 ,j'tJ 'Y'I1J11 Ni1\9lfiwc.1!lrl~'IJjfl1'j~!~m.jrlNi1\9l'UtJ'I'lJj'l:l'VliJf1Wfl1'V'l•
!~lJ~t1tJ:JJ1'IJ'UtJ'I\9lm~ 1~t1~11tJ iJrlllQ~tIbY'l~1:Y~ (X= 4.02) !lrl~'IJj'l:l'Vl'l,rmlmhflUJn'IJfl1'j'U • u

~I Clt, !jJ I '1 jJ j).<:!i 9J .d I d ~
\9l'j1'01:YtJ'IJ!lrl~U'j~!:JJlJNrlfl1'j1:Y'jl'1f.Jwm 'I1rjtltJ'I1lJ :JJm!'iWtl\9l1b!~ (X = 3.08)
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2. ~ 1'Ufllli flTI'Hl ~:;5fl1':ifl 1'UfllJ (fl 11lJm~111~ 'l 'UtJ'U1fl\9l) i ~ t1':i1lJfi 1m ~ t1tJ~'l'U
•• 'U

Q.I dt oC:::\ .::'1 'j) 0 'j) I Qj Q.J rI .c:. ..:d .::'1 CI

':i:;5~'U4.01 !lJtJ'V'Hl1':illi1!lJ'U':i1t1'UtJ'il1'U1'U 13 'UtJ 'V'j'U11 v.I~\9lfllliCV1U~:;5'U':ifl1':i'Vl!lJ'Uv.I~v.I~\9l'UtJ~

'U~E1'Vliiflllifl1'V'j!1J'U~t1tJlJr'U'UtJ~\9lm~i~t1~1'U iifi1m~t1{1~~{1~ Cx = 4.56) U~:;5'U~E1'Vl'l,r
• 'U •

m1lJ-ff1r1tytl'Ufl1':i\9l':i1'il{1tJ'UU~:;5U':i:;5!iJ'Uv.I~fll':i{1!1~fJllifi1'l ,r~i1tJ~'U iifi1m ~t1~1b!~ (x =3.60)

v
'UBfl1UJ

.0:::1 61V ....I~~ ~
llfll~1'lI!!i:l~ufl'l.JI'I'l)~'1

hnl'il~u'\,!
,

ri1!llafJ S.D. ~h?{'l.J

00

, ..•
fll!lli:lfJ

(x)

S.D.
...
'YI

~l'l!mfll'l!l'(,1ulll'Hn.u't1R (IT)

]. lJ~1J'Vl'UtmhuiJfl1'j'lHlJIU~(J'U IT ~H'l14

fll 'j ~11'U14.:1114'111'..114 lliJtltl(h::rff~111l:JJtl

2. lJ~1J'Vl'IJtl'lvi114l9i'tl.:j~.:j'V'j1!'Vlf11'U1~1i-

llUll14l'Vlfl' ( IT ) 'l14fl1'j~lI'U14~'jn'iltlciN:JJ1fl

3. IT 'IJtl.:j1J~1Jmil 'U1l1:JJ1HIri~u~:d'lJ

'll'tl:JJ~~..114lliJtI'j~'Yd1.:jl'i1l1(m14 MtlciN
'U

3.48

3.70

3.44

3.32

3.48

1.01

.71

.99

.89

.65

2

3

4

6

4.20

4.00

4.04

3.80

4.01

.67

.67

.67

.76

.58

3

2

4

9

1. ~l'U!'Vlfl i'U i~V{11':i{1'U!'Vlfl' ('l'UU'il'ill1'U) i~t1':i1lJfi1m~t1tJ~'l'U':i:;5~'U 3.48 !rltJ
• 'U

~'il1':illi1!1J'U':i1t1~tJ ~1'U1'U 4 ~tJ 'V'j'U':h 'U~El'Vll91'tJ~~~'V'j1!'Vlfli'U hV{11':i{1'U!'Vlfl' (IT) 'l'Ufll':i

~1!'w'U1i':in'iltJ~nlJ1f) iifi1!'Q~t1{1~~{1~ Cx=3.70) U~:;5'U~El'Vl!t!'Uf)n'l,*':i:;5'U'U IT !.yjtJfll':i!~t1'U
• 'U •

!U~:;5ri~'li11{11':i~tJlJ~ !.yjtJur'U':i:;5'U'U1nf)wYh~1'U\9l~tJ~nm iifi1!'Q~t1~l{1~ (x =3.32 )
'U 'U •

2. ~l'U!'Vlfl i'U hV{11'j{1'U!'Vlfl' (m1lJfl1~111.:j 'l 'UtJ'U1fl\9l)i~t1'j1lJfi1m~t1tJ~'l 'U':i:;5~'U
'U

4.01 !rltJ~'il1'jlli1!1J'U':i1t1~tJ ~1'U1'U4 oUtJ'V'j'U':h 'U~El'Vliif)nur'U!U~t1'U IT ~'l,*'l'Uf)n\Ol1!i:l'U

.:j1'U'l,r11'UmJtltJ~1~{1~1!{1lJtJiifi1m~t1{1~~{1~ (x= 4.20) U~:;5'U~El'Vl!t!'Uf)n'l,*':i:;5'U'U IT !.yjtJ
'U •

f)l'j!~t1'UiUil:;5ri.:j'li11{11'joUtJlqjil !~tlUr'U'j:;5'U'U1nf)wYiN1'U\9l~tl~nm iifi1m~t11911b!~ (x =3.80)
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.•• "V _I'" """ '"'JJfll';j !'lI!!t'I~U!l'l.JVI'il';j~

1uif'il~uUlJ
'ij8fl1UI , ...

fIlli1t'1U S.D. ~1~'l.J

o<:::l,QI 'do<l.l .o:::::.l':::Id

1. m 'll1'l'IJfJ~VIllUJ fll {'j~fll'H..j'ft~ l'll 'VHJ~'VH)

~ fJfI11lJl91'fJ~fll'j'IJfJ~~m~ 1'UU'i1'i1'1lU.
2. 1J~\rl'l'IJfJ~'Yh'U i#i\11l'1'li'11 'U1{'jUflT:ir-l~~/

1J1 fll'j ~11'U"ffiJtl1J11~1'Ufll'j{'j~I91''U'\'l'Ufll'j

r-l~~fJfh"fflJfJ
'U

9J Q.I 0 I

!l{'j:;;~'i1~'i1111'Ulti (suppliers and distributors)

QI 0 1 Q.J .c::t

'i1~'i1111'U1till 1J1Jl'l'U11{'jl'VW~

4. 1J11l1'1'IJfJ~'Yh'UiJfllnH'1J'Ih~ lI{'j:;;~WJ'U1.
~{'jfJ~l1m

5. 1J11l1'1'IJfJ~'Yh'U111'fI11mY1I'lWtl1J fll'j fi~ft''U
"

~ ~'I.h:;;~'ll~1I{'j:;;fI11lJfi~ 1mj"l~1'Ufll'j r-l~~

on

4.00

3.58

3.34

3.56

3.34

3.56

.57

.78

.82

.70

.94

.59

2

4

3

5

4

on

4.30

4.14

4.04

4.12

4.12

4.14

.54

.64

.70

.66

.85

.58

...
'Yl

2

5

3

4

2

1. ~l'Utl1'jNi'1~II{'j~tl1'j1J~tl1'j (l'UiI'i1~1J'U) 1~tI'j1lJ~lm~tltJ~1'U'j~~1J 3.56 lrltJ

Vl'i11'jWl11:hJ'jlt1~tJ ~1'U1'U 5 ~tJ VlU11 u~r1'V1iJfh~~tl1'jNi'1\91~IVltl~VltJ~mnllJl9i'tJ~tl1'j'IJtJ~\9Im~

l'UiI'i1'i11J'U iJ~lm~m"~~"ff~ (X = 4.00) lm~u~r1'V1 'l,rml1J~lrlilltlUtl1'j~~#i''UiY~'I.h~~'ll~ll{'j~
q <u q u do:J

fl111J~~ hnJ"ll9i'l'Utl1'jNi'1\91mh~~tJlcitJ~ iJ~lm~t1~l"ff~ (X = 3.34)•
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2. ~ 1'Wfl1';j N~~!!~~fl1';j1J1f1n (fldl1JfIl~ld'~ t m)'Wlfl~) i~l'J';jd1Jfim~ ~~Hl~t 'W

';j~~1J 4.14 !d(),W1l1';jWl!1'J'W';jl~~tJ ~l'Wd'W 5 ~tJ 'W1Jil1J1'!J'Vli'if\1~~fl1';jN~~~!V1~~'WtJ~tJml1J

~tJ~fl1';j'IJtJ~~m~ t'WiI 1111U'W i'ifilm~m,.~~~~ (X = 4.30) !!~~1J1'!J'VltMmlmllflWtl1Jfl1';j~~1~
q cu q U

Q.I Q.I rI I 'JJ Q.J ~ 9JQ.I 0 , ~ 'JJ d
fldl1J~1J'W'Wli';j~'I1dNfj'IJ1~d~Q~1J !!~~fjll~1l1'l1'Wl~ (suppliers and distributors) !'WtJ~';jl~m';jfl..

.<::::t. Q.J 0 , ~. 1'=1 0

';j~1J1Jfl1';jN~~!!~~fl1';j1l~1l1'l1'Wl~ 1JfIl!'iW~~lLl~ (X= 4.04)

:II
'Uflfl11'll

'" 'I v _I'" "'" '"llfll"j l'llUtl~U!l'IJVI'il"j~

h.jif'il'iJUhI
, '"All'iHUJ rill'uihJ S.D. tllYl'IJ

:II
YIl'UflT'.iYlt11Vl

I. 'IJ~1l'Vl'IJtJ~vil'W1Mi'I1l1Hhfttyn'IJfll';jff~N

Q..I d' d 9J
fI1'Wf1fl'l:lW/~';jltl'\1tJ( brand)

'IJ~fll';j i~tJ~h~ff::;~1fl

4. 'IJ~ll'Vl'IJtJ~vil'Wii fll';j fi1'\1'W~:JJlm 21l'Wfll';j

ri ~1m 'IJffmi'l I 'IJ~ fll'j' Uf1::;ffl:JJl ';jf,) uilu~
~1:JJ:JJl~';j 211UMmh~fftJ~i'I~tJ~~'U!~tJ~

5. 'IJ~ll'Vl'IJtJ~'Yhuiifl1';iri ~!ff~ :JJfll';j'IJltlUf1::;

...I Q..I Q.J rid 3J di 3J I _~

fl1';iu';j ::;'lflff:JJ'ViUli'Vl!'IJltl~f1 fli'l1 fl~:JJ!ul'\1:JJltl...
i~!lIumh~~

6. 'IJ~ll'Vl'IJtJ~<l'hu Ml11';i::;'IJ'IJ'IJ~m';jll~fll';j

f1flri'lft:JJ~U£ (CRM) :JJl1~..

(X)

4.12

3.80

3.74

3.64

3.74

3.52

3.76

.92

.61

.66

.85

.63

.76

.49

'"'l'1

2

4

5

3

6

(X)

4.58

4.22

4.16

4.20

4.28

4.08

4.25

.64

.58

.68

.73

.64

.78

.52

'"'l'1

3

5

4

2

6
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1. ~l'Ufl1l\9H'll~ (l'UthHl'lJ'U) 1~t1l11J~1ll!~t1-eJ~I'Ul~fl1J 3.76 Irl-eJ.w'tl1lW11~'U
• OJ

llt1.u-eJ ~1'U1'U 6 .u-eJ'I"l1J11 1JjE7'Y11,rm11Jff1f1tytl1Jfl1lt1'~l\1m'l"l~m.lur/\9Il1~,r-eJ (brand) ]J~1

m~tI1;I\li'i~~ (X= 4.12) !l~~ 1JjE7'Y11~U1l~1J1J1Jjml~~fl1l~flfi'1b11Jvr'U,j (CRM) 1Jl'l~]J~1. ,
'" 0m~t1\911~~ (X= 3.52)

2. ~l'Uflll\9lm~ ('fI111Jm~'I11\11'U-eJ'U1'f1\91) 1~t1l11J~ll'Q~t1-eJ~'l'Ul~fl1J 4.25
OJ

Irl-eJ.w'tl1lW11~'Ul1t1.u-eJ~1'U1'U 6 .u-eJ'I"l1J111JjE7'Y1'l,rm11Jff1f1tytl1Jfl1lt1'~Nm'l"l~fl'l:lur/\9Il1~,r-eJ
0:=::I1.d .d ~Q.I.d 9J I <Va' & 'jJ

(brand) 1Jmm~t1'tJ:\I'Y1~~ (X = 4.58) !l~~1Jl'l:l'Y11J!l~~t1'll\1'lf-eJ\I'Y1l\lfl1l'tl~'tll'l1'Ultl9f\l~flmt1'11JlHl..
'jJdi.:=:t.9J .<::::\ b]3I1 dol do

1'IJ1(J\lt1''U'fI1!l~~1Jlfl1l !~-eJtlNt1'~~1fl 1J'fIlI\Wtl\9l1b!~ (X = 4.16)

ihn'j1,rml~uiillii~~\1 A111JAlYl'Yil\11h1ennAVI

lJ 1h1if~~Uhl
'l/ijfllUJ , .,; o OJ , .,;

Al!iHm S.D. ~m11l Al!lHl£J S.D. ~h~u

(X)
.,;

(X)
.,;

VI VI

lJ ...,,'" OJ

~lUflljl~UJHt1~'Wroml

1. u~'lJYl'IJa\l'VI1'Uihl1'jft~f1'U~\llh~~fli 3.28 1.01 4.06 1.02

ll(l~ml1Jft~ 'hnJaafl:JJlmh\l~m~a\l

2. U~'IJYl'IJa\l'VI1'Uh1'mllJ'ihri tyll(l~.o~ff'j 'j 3.08 .92 2 3.92 .90 3

\lUlh ~:JJlWl~a flU 1.0fJll(l~~\IJJ'Ula~l\l
'Jl ~

1'l1:JJl:;;fflJll(l:;;ffa~fl (la\l f)Ufl11:;;\91(11\91

3. u~'lJYl'ua,rYI1'Ulil~1afllfflM'Vl'l! f)\Il'U 3.04 1.03 3 3.78 .86 4

iJ-ff1'U':i1lJl'U fll'j ffr l\lff'j 'j rl~ \I1h ~~fl i
ll(l~mllJft~ lmJ"]

4. 1J~'lJYl'IJa\l'Yi1'Uff1tm(Jft\9lf1'U~ \I1h:;;~fli' 3.02 .96 4 3.94 .91 2..
U(l~m1lJft~ lm.i"] \9I'j\lflUmllJl'i'a\lfll'j(lf)f11

OJ

~1'lJ 3.10 .74 12 3.92 .76 13
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1. $(lUf11'Jltijmm~vrWJU1 <'lu1Jll~1Ju) 1~rJ'J1:JJ~lm~(JB~lu'J~~1J 3.10 !rlBl\l1l1'JWl

!~U'Jl(J.fJB ~lU1U 5 .fJB 'W1Jl1 1J1rr'¥1ijf11'J~~ri'U~'11.h~~lliml~ml:JJ~~ hnjBBfl:JJ1Bfh'l~B!dB'I

ij~lm~m"'1i1iff~ (X = 3.28) U'tl~1J1rr'¥1ffl:JJ1'JfI~~ri'U~'11h~~1l.iml~ml:JJ~~ '1:11 J.J '1 \9lHfl1J" . -
9J 9Jdl.d~

'f111:JJ\9lB'If11'Jt1flfll:JJfllm'tl(J\9l1~~ (x= 3.02)

2. ~lUfl1'Jltijmw~vrWJU1 ('f111:JJfll~l'rl'11uBU1'f1\9l) 1~(J'J1:JJ~1!'H~(Jmi'lU'J~~1J
"

3.92 !rlBl\l1l1'JW1!tJU'Jl(J.fJB ~lU1U 5 'liB 'W1Jl1 1J1rr'¥1ijf11'J~~ri'U~'11h~~1l~U'tl~ml:JJ~~lmJ

BBfl:JJ1B~l'1~B!dB'I ij~WQ ~(Jff '1~ff~ (X = 4.06) U'tl~ 1J1rr'¥1!1l~1Bfl1ffll1'W.wfl'llU ijd1U i 1:JJ" .
lUfl1'Jff~1'1ffnrl~'11h~~lliu'tl~ml:JJ~~ 'lmj'l ij~lm~(J~l~~ (X = 3.76 )

11
'l/8fl1UJ

•• 'I v t1"" ""'" ""~fll'J !'ti!l~::: !l1J~1I'J-3

1'Wifll~u'W
riwililtl S.D. ~h~1J

1, u~11l1'Uil\lyhuiJ~'Hlfll'J~11uwn14

~114 fll';ivhnl i ';imJN~ill~il\l

2. u~11l1'Uil-3yh14iJ~~fI11:JJffllJ1';if.) 114

fll';i lH'U f1~~14 l114i ~~ 1fl':hrill'll\loU14. "

'Uil \I';i1VMil~N~ ill~il\l

4. u~11l1'Uil\lvi114ff11J1';if.) H14 lU'UlVfm

U~ '\1l';i~14 l114~~ 111114Ull 11V114fll';i ffr 1\I.
fI11:JJi~l'm VUl1Nfll'J ll'll\loU14

5. u~11l1'Uil\lvi114iJfll'J 1oM\lU1h::;lJ1WllUU

• 'j/
:IJ\ll1414Nf1\1114(Performance Based Budgeting)

114 f1l';in1tlU ll'tl::;t1';i::;llJ14Nf1fll';i1oM~lV\lU"1

(X)

3.62

3.04

3.78

3.08

3.40

3.38

.70

.83

.71

.72

.83

.52

.;
VI

2

5

4

3

10

(X)

4.34

3.84

4.18

3.80

4.02

4.03

.63

.79

.75

.78

.68

.62

4

2

5

3

8
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1. ~l14fl1':i'U~'I1l'Hn':il~14U~~~i\nru ('l141I'il~1J14) 1\PltJ':i1:JJ film~m)~'l14':i~I9l'U 3.38

lrltJ~'ill':iWl1iJ14':iltJ~tJ ~114114 5 ~tJ 'V'l'U':h 'U~'\J'Vlil519l':ilfl1':il'il~tlJl~'U 119l'IJtJ\l':iltJl~tJ£h~ ilfilm~£J

ff\l~ff\Pl (x =3.78) U~~'U~'\J'Vlil~\Plml:JJffl:JJ1':itl '1Wll':itJ-r'U~\PlI91'14'Vl141~~lf)':hfill~\l.;r14 ilfi1l'Q ~£J
ru q q 'U

~lff\Pl (X=3.04)•
2. ~l14fl1':i'U~l11':ifl1':il~14U~~I91'14'Vl14 ('l14tJ14lfll9l) 1\PltJ':i1:JJfilm~£Jmi'l14':i~I9l'U 4.03. ~

lrltJ~'ill':iWl1iJ14':iltJ~tJ ~114114 5 ~'eJ 'V'l'U'h 'U~'\J'VlilY-l~fl1':i~11i114\ll14~l14fl1':ivhfhl':imh\l~mil'eJ\l

(x =4.34) II ~ ~'U~ '\J'Vlffl:JJ 1':itl 'l<U141tJ'U 1 tJfll ':i'U~ '111':i191'14lJ 14~ ~ 11~ 1411'il~ tJ'114fll ':iff~ 1\lfl11:JJ I ~
ItJ~tJ'U'Vll\lfl1':iU~\l.;r14 ilfi1l'Q~tJ~lff\Pl (X = 3.80)•

j,I

'Uflfl1UJ

'" 1v t1"'''''''' '"'J,lfll'j 'ti'lltl~ {)1J~'il'j.:.t

1Uif'il'iJUU

, '"i'Ill1"1tltl S.D.

1. 'U~'l:l'Vl'IJ'eJ\l'l'hl.l'lMml:JJ1:hf1tyi1'lJfll':i

\91 'eJ'lJffl.l'eJ.:.tfll1 :JJ~tl\l fll':i'IJ'eJ\l1:'lflft'1
'II

( call center)

3. fll':i\9l'eJ'lJffl.l'eJ.:.tml:JJ~'eJ\lfll':i'IJ'eJ.:.t1:'lflft'l
'II

'IJtl \l'lJ~'l:l'l'nil14'eJci'll.llfltll ctl~~
'II

(X)

3.96

2.88

3.68

3.36

3.47

.60

.85

.62

.72

.50

.,;
'VI

4

2

3

7

(X)

4.38

3.76

4.12

4.06

4.08

.60

.89

.69

.74

.59

4

2

3

5
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1. IPi1'Wfll'j \9leJ'lH1''WeJ~f111lJ.w~'VW hi 'tJeJ·Hlf)Al ('l 'Wtl1J1Ju'W) 1~tI11lJ~ 1l'i~~{JeJ~'l 'W~. ~

'j:::;~U 3.47 lrleJ.w1Jl'jWll~'W'jl{J'Ii'eJ ~1'W1'W 4 'li'eJ 'V'lU':h Ujlh'1'lMmlmhl'lt1Jnufll'j\9leJUb1''WeJ~

f111lJl91'eJ~fll'j'tJeJ~~f)Al ]j~lm~[J'~~~~~ (X = 3.96) U(l:::;Ujl1'VHtJ~')$eJ~'Vl1~ 'l M~f)A1UeJf)f111lJ

<j} 11] 'jJ 1 ~ rI <j} QJ QI rI ,::! I .d ~
\9leJ~fll'j l~ l'l1'WmY'W{J(lf)fI1b1'lJ'V'l'W1i(call center) lJfllm(l{J\9l1b1'~ (x = 2.88)~ ~ .

2. IPi1'Wfll'j \9leJUb1''WeJ~f111lJ~~'V'leJ 'l1J'tJeJ~(lf)Al (mllJfI1~'Hl~ 'l 'WeJ'Wlfl\9l) 1~{J'j1lJ~

~lm~{JeJ~'l'W'j:::;~U 4.08 lrleJ.w1Jl'jWll~'W'jl{J'Ii'eJ ~1'W1'W 4 'li'eJ 'V'lU",h Ujl1'V1'lMfl11lJ{YlI'lUinUfll'j
~ u

'jJ 9J c!1.d .d .<::::':\Q.I~II 'l91 91
\9leJUb1''WeJ~f111lJ\9leJ~fll'j'tJeJ~~f)fI1 lJfllm(l{J~~'VI~~ (x = 4.38) U(l:::;U'j'l:l'VIllJ~'I1eJ~'VI1~ 'H~f)fI1

UeJf)f111lJl91'eJ~fll'jllPi l')$'W]jf)''WV(lf)AlalJTI'Wll (call center) ]j~lm~{J~lb1'~ (x = 3.76)~ ~ .

lJ
'Uflfl1UJ

ihmH'll~~tJijllih)~'i

hn1'il~u'W
i'hl'll~[1 S.D. ~l~U

tI I d 'j)

tl'iflmUl'i'if)l'H'jtl'Ui ( learning organization)

2. 'lJ~'JJ'Y1'tJfl'i'Vh'U]jf)1'j i,r 'lil1b1'1'j.,j'fllJCl'tJfl'i~
'lJ~'JJ'Y1UCl~.,j'mJm~t11tlm'lClf)utJfiU~'il'U

'tJEJ'i'l'il'UUCl~'V'll!f)'il'U i'UI1Cll~~fl'if)1'j

3. 'lJ~'JJ'Y1'tJfl'i'l'il'Urij~'i1J1h~:l.JlW Hrviflf)U

~WJ'U1 uCl~1Jf)flmlJ'V'll!f)'il'U

4. 'lJ~'JJ'Y1'tJfl'i'l'il'U"';lf)1'j lYitlU1~1I'i1rijtl?{1'U

'lJ~ l'i U fl~ft f)1'j 1'U?{l'U ~ l'i"'} tl'lJ ~~l1J'Ulilfl'

( benchmaking )

(x)

3.40

3.48

3.58

3.30

3.44

1.03

.91

.95

.95

.85

.
'"'t1

3

2

4

8

(x)

4.12

4.12

4.18

3.96

4.09

.72

.77

.69

.90

.67

2

3

4

4
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1. $l1'Uf11~i!1t1'U~l!'f1~TI~'Ul(l'Uu'il'il'lJ'U) 1~t1':il:JJ~1l'Q~t1mjl'U':i~~1J3.44lrl'frVl'ilUWl
'" q '"

1~'U':iltl.u'5~l'Ul'U 4 .u'5 'V'l1Jl11J1f1'V1')~~1Jlh~:JJlWHI~ml1':iTI~'U1l!'f1~1lf)51J':i:JJ'V'lUml'UiJ~lm ~t1

~~~q~ Cx =3.58) l!'f1~1J1f1'V1'V\lf11':illitl1J1~i1 'il,)t1$l1'U1J1tn':i5~flf11':il'U$l1'U~l~"l tl1J~~I~'Ulilf1
, ,

dol.cio

( benchmaking ) :JJfI1l'iWtl\911il~(X = 3.30)

2. tll'Uf11':iljtl'U1l!'f1~TI~'U1 (f111:JJfI1~'I11~l'U5'Ulfl\91) 1~t1':il:JJrilm~t1mJl'U':i~~1J
'" '"

4.09 Irl5Vl'ill':iWll~'U':iltl.u'5~l'Ul'U 4.u'5 'V'l1Jl11J1f1'V1')~~1J1h~:JJ1WHI~5f11':iTI~'U1l!'f1~1lf)51J':i:JJ

'V'lUml'U iJrilm ~t1tY~~tY~ (X = 4.18) l!'f1~1J1f1'V1l11f11':illitl1J1~i1'il')t1$l1'U1J1tn':i5~flf11':il'U$l1'U
'" q

~l~"l tl1JN'~I~'Ulilf1 (benchmaking) iJrilm~t1~ltY~ (X = 3.96)
'" q

fI11:JJtYl:JJl':itll'Uf11':iII~~.u'U'lJ5~~':if1'iltll~iJf11':i1~l!'f1~1l~U~'il1 ~

l'UiI'il'il'lJ'U':iltl$ll'U (n = 50)
q

mUJA~!Ml!liij~{)if~~1'J

~ri{)'1M!n~ml'JJtTl'JJ1~ tI'1l!011l! .u'l'lll!

~, " d" d"
l:JJll'U 'il m'U~dfJ m'U~dfJ

8Vl.:lV.:I

,
fll

(X)

S.D.

2 3 6 38 3.59 .61

(4.00) (6.00) 02.00) (76.00) (2.00)

~ , ~
2. ml~'Y11i'Y11.:lf)l'm'IJ.:I'IJ'U 3 14 31 3.53 .57

(2.00) (6.00) (28.00) (62.00) (2.00)

3 6 25 16 o 3.15 .58

(6.0) (12.0) (50.0) (32.0) (0)
2 6 5 34 3 3.58 .72

(4.0) (12.0) (10.0) (68.0) (6.0)

(8.0) (34.0) (44.0) (6.0)

5. 1J'J 'HJ1 f)l ff f)l 'j In.:n'U I NMHI 1JII 'Y1'WI

~lH~~hJ

4

(8.0)

4

4

4

17

17

22

22

3

3

3.38

3.38

.73

.73

(8.0) (8.0) (34.0) (44.0) (6.0)

2 19 26 2 3.44 .56

(2.0) (4.0) (38.0) (52.0) (4.0)

o 6 15 23 6 3.48 ,65

(0) (12.0) (30.0) (46.0) (12.0)

o 3 17 28 2 3.56 .59

(0) (6.0) (34.0) (56.0) (4.0)
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OJ '" "
,

i'l11lJ flYl!l1U ~iivi 6 if ~ ~t.I
-:i::Yl1Ji'll1lJi'lYlll'iU i'Il S.D.

'hh{iu~lV 'hh{iu '1' " d!V
d

,
!V '", 1l!!'U 11 mU~1V mU~1V HUltJ

fi06 i'l1!OYli'l11lJiXllll-:i tliu fll-:i!! ';'loUU !V ' '"eJ~l'lV'l ~1V eJV1'lV'l 00
10. fll'im'11~ 0 0 8 37 5 3.76 .49

(0) (0) (16.0) (74.0) (10.0)

11. fll'i1~tlllfl~~I'lJ'Wl 5 10 14 17 4 3.10 .74

(10.0) (20.0) (28.0) (34.0) (8.0)
~ ~ !V 012. fll'itJ'il1l'i fll'ihl'Wllfl~~'Wl'!'W 4 26 19 3.38 .52

(0) (8.0) (52.0) (38.0) (2.0)
•• , 'jJ 0 3.4713 fll'i\9leJUfl''WeJ.:jmllJ'tN'VHl IJ'lJeJ.:jtJflfll 4 15 29 2 .50

(0) (8.0) (30.0) (58.0) (4.0)
'" 'jJ ~14. fll'iI'itl'W~llfl~'I'lI'lJ'Wl 4 15 25 5 3.44 .85

(8.0) (2.0) (30.0) (50.0 ) (10.0 )

00 3.45

\9l1'il-:J~ 4.17 ~l'WJ'WU~~%'OtJ~~~O-:Jtl~~I9lJO~N~lU'Wtlml~~\9lllh.J~n~oll'il~tJ~rio 1rrlfl\9l•
'fll1lHl1m'it) 1'Wf11'i II~-:J.,j\J~O-:J1i'ifl'iltJl~I1J'W'fll1~'fl1\9lVi 1-:J1 'WO'Wl'fl\9l•

3J
'iltJ\9l1'W (0 = 50)

i'l11lJflYl! l1ufiiivi6if ~~t.I

~rl6 i 'l1!OYli'l11lJiXllll-:i tliu fm!! ';'loUU
'1, " d!V d!V

ll!!U 11 m'U~1V m'U~1V

eJ~l'lV'l

,
i'Il

00

S.D.

(16.0) (64.0) (20.0)

" , ~2. flfl~'tl1i't1l.:jfll'ill'IJ.:j'IJ'W

o
(0)

o

o
(0)

o

8

7

32

28

10

15

3.97

4.11

.52

.54

(0) (0) (14.0) (56.0) (30.0)

o 18 22 9 3.74 .65

(0) (2.0) (36.0) (44.0) (18.0)

(14.0) (58.0) (28.0)

(16.0) (52.0) (32.0)

5. Untllfllflfll'iYll.:jl'W / Nfl\9leJUll'tl'W1

llH~.:j'IJ

o
(0)

o
(0)

o

(0)
o

(0)

8

7

26

29

16

14

4.06

4.05

.57

.53
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rh

00

S.D.

~ ~ ~o
6. 'I'Iflll~fll':iU':n11'mft~fl11~f;fWl o 7 30 12 3.99 .64

(2.0) (0) (14.0) (60.0) (24.0)

(2.0) (62.0) (34.0)

8. l'l'lfl iu h'lhrm1"wl'I'Ift' ( IT)

(2.0)

o

o
(0)
o 7

31

24

17

19

4.01

4.01

.61

.58

(0) (0) (14.0) (48.0) (38.0)

(56.0) (36.0)

(4.0) (52.0) (44.0)

1O. fll':i\91ftWl

o
(0)

o
(0)
o

(2.0)

o
(0)

4

3

(6.0)

2

10

28

26

15

18

22

21

4.14

4.25

3.92

.58

.52

.76

0(0) (8.0) (20.0) (30.0) (42.0)

o o 11 24 15 4.03 .62

(0) (0) (22.0) (48.0) (30.0)

o 6 24 19 4.08 .59

(0) (2.0) (12.0) (48.0) (38.0)

o 2 5 21 22 4.09 .67

(0) (4.0) (10.0) (42.0) (44.0)

00 4.03

milJI911tl~1-:J l~i 1f -«m'(;1''Wtlu'W~!~entl1JU1l.ijl:J~ij~~19i tlfl11lJ'(;1'llJl'Hl i'W flll u'1i -:J'l1'W•
, , "

i'W~l'WU'W'1 Viij~~~tlm1mi1!~1l'Utl~f)1lf11l ~~~tl 11lu
"j '" i 0' "" •.• d ~ d I ~ ~ i~~~...

1. fl11lJ!'l1tltltl 'Wfl1'Vf"\I1l'W'Utl-:J1Jl'1:l'Vl'Vl~f)fl1lJ\9ImII \9Itl~'VW1l:J1lJ'(;1'll-:J '11~f)fl1l1lf)
'lJ 'lJ 'lJ

fl 11lJ '(;1'llJ1l m!~~fl 11mh! j 1l..r-:Jtl~ \9IU~~U 1l1l'l1''W i 'Wf11l~1J1£l'Vl'UtJ-:J! ll! ~ 'W~fl\9lrl'W '11~m ~ 'W
• 'lJ

~ ~~\9I iY'Wrl 11911i\9ll911'11d-:J'11~tJ'11ml:J'l1911 '(;1'~Nfl11lJ!-« 1i 1li'W \9Im\9lu ~~ ~ f)rl rlllJ1£l'Vl'UtJ-:J! II
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~ Q,J t:5...::t I

1J'J'I:l'Vltl1'VllJH\91t11Copy

2. t1'i1~tI~ tJ,jff1lJl'Jtlne/l ~ln~m1lJmlJntll 'Wtll'J H~'J'U't..!'tID'Jn'iltll'J f\ftD fll'jl'j'jl'j'iltJ

'tID'Jfll1lJl1:J'W 1J1I1'VlltllClfti ~D'J~Dtlfl11'Vl1'JtI inJ m1lJtl11~DiiD~(;1fl~1i:iI9iDtl1~f 'JlJlflfl11tl1~1J'W
q cu U q

~I "lu'W\91'W

d cl I 3Jdt
'VlH'tI'Jfll1rjD'W New Products = Competition Average

5. t1'i1~u'WiJ'J tJ,jln~ Intrapreneurship 19i1'Jfl'W19i1'Jf1~19i1'Jfl'Wl9iwn1 Coporate Culture

tJ,ji:i'tl1~ Tinancail Perspective ,1nfrastracture Perspective , Customer Perspective, Internal. ,
3J~ .c! QJ Q,J

process Perspective Ilfluty'Yl1H1J1J Experiental Marketing ('Vl'W'Jmtl"l fl1J Balance Score Card)

I/] ," '" '" I/] , " '1
llJf,)'Wlfltlfl1J Total Quality Management, Beachmarking tI'J llJl'tl1l'il

" ...<::::! 'j)Q.I Q.I 'j) , Q.I d 0 ~

6. lJrj'il~tll'J'J~~1J\91'W1Jl'Jfl'WI'Vl1'W'W'Vl'jl'jtl1f.J1lJ'Vl11'JD'J CRM (Customer relationship

Management) HI9it J,jlll 'Wfll1lJ I9itll,1 D'JD ~1'Ji'~ l'il'W

"I'" '1 '" 1/]'''1/]''''1 ,""" '" "'I/]'c:l
7. Receptor flD'\Al'Wfl'J1'WI'WD'Jflm llJ~ llJl'tl1l'il ffl'Wrj1J'J'Yll'J'J~~1J~'JtI'J llJm'W

o ~I.d ""~ "I '" I/] ,c:l ~
fll1lJ 'il1lu'W'Vl'il~\91D'JllflutlJ'Yll ('Yl'JDtI'JlJD'J llJm'WU tlJ'Yll)

u u. "
"I '1 '" '1 "C\~ ' C\8. I'JD'J Competitiveness 1'W'J~tI~lTi:l1D'W lfl(;1'i1~lJutymH'W ('tItl..!~'WDay by Day

'" '1 "I/] " ., 1/].1 C\~ ,.\
Management) tJl'il'il~tI'J'jI'jD 1'l11~ H\91\91Dlu'il~lJutyml'JD'J Productivity (Out put - input Ratio

In tll illtl1J1-vi tl1Jtl1J ~H ~'J)
<u

o 0 I 9J ~ \11 ,,~tq 9J ~ d' A
9. fll1'Vll Reengineering H(;1~tJl'il'Vl1 downsizing 'JllJ~1t1'Yl1D llJfll~ 'Vl'J'WI'jl'jD

tli'1J structure l~ Competitive

"'" "'''j'' '1" 0"'''' "j "10. ff'J1'Jl~'WllnlJD'Jflm l~tIl'W'Wtll'J mm1lJff1fltyfl1J Intangible Assets l~tlff'J1'J

'j)lfJ9J~ ~ lJ]19l 9J ~li]'od ,d
Learning Organization 1 'Yll~ lJ'il~'W'Wfl'W'iI~ llJ l'tl11 'iI Policy 'J1'W'iI~(;1lJmm'Yl1D llJff1l'J'il1'Vl1'Vlfll'J

'1 "''' "'1"" ".111. Strategic Management fl'W I'WD'Jflm\91D'JI'tl1l'il1tytyltl..!rju1~flDUtll1

• '" d/ '" ,.\ I/] .11/] "(Interpreneurshlp) D'Jflm'il'J'iI~'tIUlfl(;1D'W lU l~

~ , ~ 'jJ ...• I.c:! 9 9l.c::!

12. Selection System \91'JH\91Recruitment 'iI'Wtl'J Decruitment \91D'Jlu(;1t1'Wl'YllJ

fltl..!fll'jl'j 'iI~(;1~t1tlJm t~lJ1fl
q u

13. TQM. 'iI~ln~~'WtJ,jt~ ~lfl'WiJ'J'tI1~m1lJl,r1l'il11'yhtlJ~D'Jl111~'W1l1'JlJD'Jf1m

'j) lrJ3/1 ~ G) 0 9 -=!i ~'~I ~.d 'j) I .:::":i

\91D'J1JDfll~11 "fl~H1J1J!~ 'Vl1H1JU !~" 'iI'J'iI~tlDl1Iu'W "ff'J'Vltlfl\91D'J" 1'l1'WResult Oriented 'Yl'JD<u

'" , '" • I/] ~I "Profit Maximization, Efficiency flU Effectiveness \91Nfl'WDtll'J 11 lu'W\91'W
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"14. 'fl~l~U~I'Wtl'l What is U~~'fl'l~ What should be , What will be ti\1't.!'W'V'l'fJ111
'" '"

,
3J I 0 Q,I ..:!t _3-t Q,I

15. \9l'fl'ltl'fllJ1l1tlffl'l1'j'lJ Prevention cost lJ1fl"lI'V'l'flU'fl'lfl'W Internal Failure cost,
3J .dlJl'o ~I 3J dExternal Failure cost \9l'fl'l(j~ Inspection 'Vl lJ1l11u'Wm'fl'WlJfJrufll'V'lll~(j~ Now-Value Added
"Activities !~lJ1fl ~'1U'Wmm!'W Intangible Asset

Q.I ~ 0 Q,I GJ Q,I d <j} tI 'j) ~

16. 'fIl'j\9l'j~'I1'WflfNmllJffl'flW t'Wfll'j'V'l~'Wlfll'jI'jtl'W'j - 'fl'l'flfl1'U'fl'lN'lJ'jm'j
u '" '"

, "d Q,I 1 , ..:!t Q,I I Q,I & 3J Q Q.I

17. 'fIl'jlJfll'j'V'l~'Wl'lJ'fImfl1'fltlN\9l'fll'WtJ'I \9l'lU\9l'j~~'lJ'jlfl'iil'W t1'1N'lJ'jm'j'j~~'lJff'l
q dB <u qJ

9J QQ,I' Q.I 09rJJ Q,I da:. d Q.I

18. ff'jN Mission / Objective 'U'fl'l'l.J1ll'Vl'jllJfl'W ll~'Vll t'l1'V'l'Wfl'Il'WlJ'VlfY'VlNI~tI1fl'W

'jJ Q.I I rI d. 0 I

ff'jl'l'fll1lJfY'j'Vl1il\9l'fl'fl'l'flfl1'Vl\9l'WI'fl'l'Vll'fl~ ll(j~fll'j Recruitment New Employee

"19. m'j 1M'~'fJ].!(j~llffl'j 1'W\9lm~fll'jll~'1'1l'W'U'fl'l1pflllU'W"l ll(j~ ffU 'lJff~ 'W~1'Wl'lflfll'j

~ 1~t11tl'lJN{1\9lJ1rucrllliill 'V'l'VlV fll'j'Vl'jl'lJ.,r'fllJ(j'U'fl'lfl II~'1 yb1M'ffllJ1'j t1UllJ1U f'lJfl(j t1'Vl£i~ 'I1'W'" '" .
vi 1'1~ l111M''lJ1£l'Vli:JlirtllU~ t1'lJ1'W~1'W1~~1'W'I1d'l~'flflll ~'1 1'lf'WIrl'fl'l1l.,r'fllJ(j'l1 ~'fl'Vl'jl'lr,h 'lJ1£l'Vl

'" '"
~ll ~ 'I ('lJ1£l'Vl'U.) nfll'j l~tlJll'V'l'VlVl11flllfl'j'jmh'l1f'lJiY'Wfi'1~1'11d'llvi'fli1'fl'ltl'W i:J1 M't1'fl~'Ultl\9lfl~l

w:hrl' nfll'j'fl'flfl Boot Iff'W'flU'W~.,rtJ1q!(jiM'11'V'l'Vlvuiiu~ll(j~I~lJ.,rtJ1q!(j1'I1:J"l1M'tl'lJU'V'l'VlV

20. 1'W'iil'W~'lJ1£l'Vl fl. ~'fl'lnflllfl1'jlJ~1'l1'Wl1ml~t11tl'W lvi'flffl1l1\9lm~'UtJ'I\9l'WI'fl'l
""

i:J1 'lfl11flllfl1 'jlJM1'l1l1flflll~'1lJ1flt!fl 1'V'l'jl~1l~l11iM'\9lm~dl'WIIU'ltlflU~'1 iU ll(j~fll'j Iff'WtJiY'Wfi'l
'" '"

"I 'j) 0 &
!lfl (j fl 'fI11l~t11fl (j 1'l.JlfllJ 1fl 'U'W

'"
"21. 'fIl'j l11fll'j Iff'W'fl.,r'fllJ(j~llffl1 iM'1l'V'l~'I1mtllJ1fl~'W ll(j~ iM'\9l'j'1tl'lJflrilJli11'l1lJ1t1'" .



,
""'lJ't1 't1 5

fll'jfffl£J lil 'il~t1~tltJ t M'tfl~ml1J{yl1Jl'Hl t'Wfll'W ~-:J'l1'W'tltJ-:J1i'jfl'ilt11 mill fffl£J1 'U'j£J'Vl•
" "''Vlm1J~<Wl{1J1~lb~f1~ ~ln~ t'Wflf-:Ju ioMtl1'j1~mL'U'U!~-:J'V'l'j'jtu'Wl'Y11tJtl1'j1~m~-:J'U'j'jtl1t1 tJtJflH'U'U

1~mcif-:Ju~mtu (Quantitative research designs) ~lLiJ'WLn'U'jl'U'jl1J<tYm.!~ i~t1fll'j{ytJ'Um1Jn'Ufl~1J

19l1mh~ t'W'j~'YI'h~l'W~ 1 - 31 ir-:J'YIlfl1J 2546 ~l'Wl'W 50 '11~ '\.h1J1U'j~1Jl~1Lfl'jl~'I1I'l~ {Yl1J1'jfl.

"'tltJ-:Jfl'ilfll'j ll-:Jt'Wil 'il'ilU'WH~~tJ'W lfl~•
1.1.2 LvttJfffl£J1H~~LU~ t1'UL'Vltl'UU'Wl~~'tltJ-:J'V'lU fl-:Jl'Wt 'W'j~~'U~1-:J"l ~tJil 'il~t1~tltJ

t ,.rLfl~fll11J{ylm'jfl i'Wfll'j WU-:J'l1'W'tltJ-:Jfl'ilfll'j

~l:t 0 Q .c:S:
1.2 l1iYl1LUUm'nnl'tll

1.2.1 fJ,hJf1,;mfh.:J L1J'W'V'lUml'Wiml1'W'tltJ-:J-fflUml'W'tltJ-:J 'U'j£J'Vl l'Vlm1J~'Vh{
q

m9h~f1~ ~ln~ ~-:Jril'W t mubY' -:Jn~ul'l'W flfll'j\9lm~H~~fll'j'tllti LatJ-:J'illm1J'W'V'lUml'Wmi1J~
u •

{ylm'jfl{y!l-:JtltJ~'tllt1H~~ih hm~'U~£1'Vl U'j~fltJ'U~lt1 'V'luml'Wuilu~fll'j ~l'Wl'W 31 1'1'W

';JJe::::. QJ 'JJ 0 9Je::::. QJ 0 9,)..::::. Q.J

rl'U'j'YI1'j'j~~'U\9I'W 'ill'Wl'W 13 fl'W 1'l'U'j'Yll'j'j~~'Uflm-:J 'ill'Wl'W 5 fl'W H~~ 1'l'U'jm'j'j~~'U{Y-:Jcu cu <u QJ

" "
~l'Wl'W 1 fl'W i~t11~f'UH'U'U{ytJ'Um1J~'Wfl~'U1J1'jl1Jll-:Jir'W 50 '11~ 'illfl~l'Wl'W'V'lUfl-:Jl'Wl'WbY'-:Jn~•

<!! "'f "'I "j "l "''1 ~'l d ~"j ""1.2.2 WliB.:JUBfJ1ifffJYl LmtJ-:J1JtJ'Vl ~'11~'Wfll'jLtl'U'jl'U'jl1J'tltJ1Jm'V'ltJfll'jfl'fl£J1
OJ

" " ,
flf -:JUL1J'WH'U'U{ytJ'Um1JL~-:J-ffl'jl'ilLntlln'lJ'j~~'Uml1J~~Ll1'W'tltJ-:J'V'lUml'W 'U~iJ'VlI'Vlm1J~Vh{1J1cJ11~1'l~

~ln~ ~i:i~tJil 'il.otl~tltJ i lfLfl~fll11J{ylm'jfl i'W fll'JLL ~-:J'l1'W'tltJ-:J1i'jfl'il ~-:Jt'W il 'il'ilU'WLL~~tJ'W1fl\91••
"i~t1LLU-:JtJtJm1J'W 3 \9ItJ'W ~-:JU
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.
'"\9Hl'W'Yl

Q.I.o:!I 0 9J
llUU{ltlUm:JJllUU'l1mtl\9l1!~tlfl 1l1'W1'W6 'lJtl

\9ltl'W~ 2 rUtl:JJ~!~t11tlmnl:JJ~~!~'W'lJtl-:l'Vnr fl-:ll'W~iJl9itliJ1J~t1~titl 1M'!fl~
'U

f111:JJ{l1:JJl'j"f11'Wfl1'j"Il~-:l'll'Ww {lm'Wfl1'j"wtlllll'l1'Wll~~~m~'l11-:l1'Wtl'Wlfl\91 ~1'W1'W82 rUtl
q

\9Itl'W~3 rUm{l'Wtlll'W~!~t11tlUilll~t1~titl1M'!fl~ml:JJ{l1:JJl'j"f11'Wfllm~-:l'll'W

1911 ~'W "l ~iJ ~ml9itlml:JJffl! 111'lJtl-:lfl llflUiJ~ flll w~fllm:JJ~ 1'*!~'WIIUU {ltlU m:JJ1Jmtl!lI~

1.2.3 f)l'ilnVnV'i1U.yfJ:IJ€I N~1!'W'Wfln1~t1!nU'j"1m1:JJrUtl:JJ~1~t11M'flrl:JJ19l1mh-:lv qJ o:u q

1~ fll'Wll UU{ltlUm:JJll~~\9ItlUW-:l (Self-administered questionnaires) !nu'j" 1U'j"1:JJrUmqjWllfl{l'W1:JJ

1'W'j"~'l111-:l1'W~1 - 31 E-:lmfl:JJ 2546

'''''79.1 V ..:::),v q
fl1'iIl'lJ.3'IJU UA1Ufl1'i1NUNU A1UfJ'i:i:V1Ufll'i1i'ifHJ A1Ufll'ifl1VfW'IJfJ~fJ1Jfll'i••

mi:JJ19l1mh-:liJfl11:JJ~~!~'W~iJl9itltl1l ~t1~titl 'lM'!fl~f111:JJm:JJl'j"f1 1'Wfln II~-:l'll'W
q

, ~
'lJtl-:lflllflwViiJfll'j"1,*1l~~1JB'I1~1l!-:l1'Wtlll~'I1'W(ll:JJl'j"f1~~ih~U\9Il:JJfI~Il'W'W1l1fl:JJlfl11J-lJtltl1~~-:lU

1) lPfnJnl1S91€lWl iJ~lm ~t1 3.7 6 'l1:JJltl~-:ltl-:lf1miJml:JJ{ll:JJl'j"f1 1'Wfll'j"II~-:l'll'W1'W

~ l'Wfl1'j"\9Im~1'W'j"~~U{l-:l 1~t1'WU11 u!'!J 'Yl1~1 M'ml:JJfflfltu!~'Wmh-:l{l-:ltlUfll'j" {l~l-:lfl1'W~flllW/
'U u 'U

\9I'j"l~M'tl(brand) 1M'!~'W~~~fllltill'W'Yl611~~!flff'lfm i~t1iJ~lm~t1{l-:l~{l~!'vhtlU 4.12 fll'j"~U!'!J'Yl
'U 'U q

1~ M'ml:JJfflfltu 1'Wfll'j"{l~l-:lfl1'W~flllW/\9I'j"l~M'mY-:lH~'lM'E'W1l1'IJtl-:lU!'!J'Yl!~'W~~~fl 1l~~t1tl:JJfUtl'W
u 'U

mh-:lfliN'lJ11-:l 1'W'l1J,j~fllll u!'!J'YltJ-:l1~iJfl1'j"~~1J'j"~'lflff:JJ~'W,r~11{l1'j"'IJtl-:l'Yll-:lU!'!J'Ylll~~~~fl 11fl 'j"'j":JJ
'U'U
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ri 'H'i:1'~lJfln'U1t1i¢Ytltl 1~!111J1~{ylJU~~!,r1i1~mi lJu'V'rv16~!~ 'W!1Jll11Jlt1 i¢Ytltl1~~ 'Utlmllm! 'U•
'V'nJm 1'Un!'~ 'U11U~rJYlV~'ll1'f111mY1fltlJ 'l 'UflTn.J1'j ~UUU~111'j 1l~f11'j~flA'lffm:rmllJ1' off1~tllj

u ~

I I jI I

film ~tlfltl 3.52 ul9itJ1llll~V~ili{ylJu'jwuUU!!~~ljm1lJl9itl!'Wtl~lJ1flUfl ~~u'U!~tI!'tJ'Uf11'j~lH H~

~~f111lJ {Y11J1Hl' 'Uf11'ju'li~;r'U¢Y1'Uf11'J\91m~''U'j~~U{Y ~ Yl1~U~rJYlf11'j1l~ljf11'j 'll1'f111mY1fltlJ
~ u~ ,

lJ1fl~'U 'l 'Uf11'j'l11'j~uuu~m'j ll~f11'j~flA' 1ffmimllJ 1'loff !'li'U f11'j!nu,rtllJ~litlllll1J'U'UtI~~fl{{l
qJ '\I q qJ

" ~
f11'j ri ~1J\91'j tJ1t1'V'l'j l'U!fl~'U tJ~~fl{{ 1 f11'j'll1'u ~fl1':i'vhfl'1ItlU~fl{{ 1\911lJ~ml W~'UtJ~tltJ~Viff ~c}ftJ~ ~

2) ~n/Jffm1rnJ/wiJ'fjnf}/ti1mm(J ljfi1!'Q~tI 3.59 111J1t1i1~tJ~Tlmljf111lJ{y11J1'jtl

'l'uf11'ju'li~;r'u'j~~u{y~ ''Uf11'jtl1l1'U~iffm1fl'U / fll'jflll U~~!1J1111J1t11~tI'V'lU11~u~m'ji¢Yljf11'j~ ~

tl111'U~iffm1fl'U/f1nflll !W~!1J ll1lJ1t1'UtJ~U~rJYli¢Yojf~!1l'UU~~ljri1'U 'lhtl'll1' f11'j~ 1!'W'U1j'jflll•
I I I 3J

'lh~{Yum1mh!~1l ljfi1m~tI{y~Vi{Y~ !'vhtlU 3.92 UH'U~1'U'UtJ~ul9i~~!!H'UflVitl111'U~~'Uljm1lJ~ .
I I I " 9J

ffmi'U1r!~tJlJ 1t1~tlU!1J1111J1t1'UtI~U~rJYlul9iil~Vi~u~m'jtl1l1'U~~'U U'UV~i:ui¢Yi'Uf11'jci1t1YltJ~'ll1'~
I ! I , j/ I

!~'U Vi!,r1' llU~~i'u~'UtJ~umnm' 'UtJ~TlmtJtl1~citJ~u~ 1~tlljfi1m ~rJl911Vi{Y~fitJ3.10 ~~u'U!~tJ~ ..
~

!~'U f11'jri~! {y~lJ' l1'U~rJYlljf111lJU~~Ufli ~lJ1fl~'U ~U~l1l':i 'l 'U'j~~U{Y ~m'jljf11'j u~~'ll1''V'lUm1'U~ ~

Ylm~~u Yl'j1Ui1~f11'jtl111'U~ifftll1fl'U/fll'jflll U~~!1J1111J1t1U~~'j 1lJi1~i1i~1l~'I'11'll1'ifftll1fl'U/•
13J 'jJ I ,

fll 'j flll U~~!1J1111J1t1Vi19i~~'U1J'j~{YUHml1! ~11!~tJ'V'lUfl~ 1'UYlflf1'U1l~{Y11J1'jtl i 1lJj'jtltl'U Vill~li~ i 1J••, ~
'll1'i1~!1J1111J1vViI9i~i li¢Y U~~f11'j' l1''V'lUm1'U ljff1'U i 1lJ' 'Uf11'jtl1l1'U~!1J 1111J1t1U~~iff'Vl1fl'U

!~tJ!~'Uf11'j 1t1~UH'U~~~H'UtJ~UH'UflI9iW'l 'll1'ljm1lJ!~tJlJ 1v~i~'l'U'l'.!m~~u

3) ~n,d'wU'fj'jWf)-Jr1m ljfi1m~tI3.58 111J1vi1~tJ~Tlmljm1lJ{y11J1'jtl 'l'Uf11'j

U'li~'ll'U'l 'U~1'Uf11'j{Y~N'l~'U1j'j'jlJtJ~Tlm 'l 'U'j~~u{Y ~ 1~V'V'lU11 u~rJYlljf11'j1J~flN~' l1''V'lUfl~l'U lj~ ~

1~'U1j'j'jlJ'UtJ~f11'j'l'11~1'U~1lJtl'U!~'UVim1'U ~lm ~V{Y~~{Y~ Lr'htlu 3.82 'll1'm1lJ-ff1fltlJtlUl~'U 1j'j'j lJ
~ • U

I I iI 'j/
t=I I 9J 9J 9J IQ,I t=I ~Q,J 'J} & Q,I

Ylm! 'U'Uf1Wf11'V'l!!~~f11'j\91tJU{Y'UtJ~f11111\91tJ~fl1'j 'UtJ~~fl f11 !!\911~'U1j'j'j 11YlU'j 11Yl'V'lmmlJ {Y'j1~'U'U'U'U.. ~
, ~ ,

fl~U ilii~!~'UlivtJlJi'uU~~!~l' 1l'UtJ~Ylfll1tl1V~1'U '1'11'll1'lj'V'lUfl~l'UUl~UH'U m'Vhu 'UViljl~'U 1j'j'jlJ•
, I , I 'j) I 'j) I

Viu~rJYl~tJ~f11'j ll~1J~flN~ 1~vlj~m~ ~VI'11Vi{Y~fltJ 3.32 ~~u'Uf11'jViu~rJYlI9i~'lllVill~H~fl~'U 'l 11~ .
~

!fl~ 1~ 'U1j'j 'j lJ'UtJ~tJ~Tlm U~rJYl~tJ~lj f11'j*!,! 'Uf11'j{Y~1~ f11'j~lJcifu'UtJ~1~ 'U1j'j 'j lJ'll1'lJ1flfl1114

!~tJ 'l 11!fl~f111lJ!~'UUUUUH'U ~~ ll~'lhv' 11f11'j'l'11~1'Ulj'lh~ilYlJjfll'V'llJ1fl~'U

4) ~1Um1NS~tW~m1'1Jrfln lj~lm~tI 3.56 111J1t1i1~tJ~Tlmljm1lJmlJ1'jtl 'l'U

fl1'j U'li~;r'U'l 'U~1'Uf11'jHil\91U~~U~f11'jtJ~'l'U'j~~U{Y ~ 1~tI'V'lU11U~rJYlljtl1~~f11'j Hil\91~rwtI~'V'ltJl9itJ~ ~

f111lJ~tJ~f11'j'UtJ~\91m~''Utlllll1J'U ljfi1!'Q~V{Y~~{Y~!'vhtlU 4.00 U~rJYli¢Y'I11!Ylf11'U1~V~11'U{Yiltl. ~ .
lJ1'l off~l'Ufl1'j Hil\91 !~tJ!~ 'Ufl1'j ~~~'UYl'U' 'Ufl1'j Hil\91!!~~ljfl1'j1Ji'U1J'j ~!!~~~~'U1'j~UUfl1'j Hil\91••
tJ~l~l9itJ!rl tJ~\91~tJ~nm ul9iu~rJYlV~ili~tJtI 'l11m1lJ-ff1fltlJ 'l 'Uf11'j {Y~Nm1lJ fflJ~'U 1ftlU ~'U1t11\91tl~ U

u ~ •
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!l(l~~~~~l'I1'\.ll£J ':i1:IJ~-:Jf)1':iNi1\9l~~;{'W~-:J11':i~~'fji1lnj"l eJ~1-:Jl9ieJ!l1eJ-:J1~£Jij~lm~£J~1~~AeJ 3.34
~ ,

#}-:J'I1'W'jI]1-:J1J':iij'jl]f11':itVl:IJf)1':i 1M f111mhfl'w 1 'Wf)1':i 't'l~ Nfl11ml:lJi~'W£ -5'W~fl1JN'lJl£Jl\9lll~1Jm'l~
u <u •

N~~ ~ l'I1'\.ll£J1M:IJ1f)~'W t~eJl1':i~ 1£J'lfu1'Wf)1':i~ltiJ'W 'fj':itl1l1Ml1':i~'t'l1Jmlmh~1It-:J~'W
<u •

5) ~1'/.JfJt:lf/'Y1tf'Yl1-3m1lt'li-3'11'll ij~lm~£J 3.53 11:1J1£J~-:JeJ-:Jf1f1':iijml:IJ't'll:lJ1':i1l1'W

f)1':i u.u-:J<i1''W1'W~1'Wf)1':ifil11'W~f)(l£J'jI]£f)1':iu.u-:J<i1''W1 'W':i~#}1J't'l-:J 1~£JVl1J11 1Jj'lJ'jI] 1MfI 11mY1flW fl1J
<u u

9J d'~ I Q.I ~I.d d I Q.I ..J'~ ~..::::.
f)1':i 't'l':il-:Jf)t'l~'jI]litVleJf)1m 'lJ-:J'lJ'W :lJfI1m (l£J~ -:J'jI]~~t'jl]lf)1J 3.86 'WeJf)1Ilf)'Wtm:l£Jl:IJtf1~1f)q\9l'jl]1-:J

trY':i'fj 'ij tl1l 1Jjij 'jI]'t'll:1J1':i1l11i' 1Jt11~£J'Wf)(l £I'jI]£1Mijml:IJ 't'leJ~f1~ eJ-:Jfl1J 't'lm 1~ U1~ ~ eJ:IJ'1~t 1J'WeJ~l-:J~
'"' q

, I jJ jJ

1111M1Jjij'jl] '1~i'1JNt'lf1':i~'jI]1JUeJ£J'¥i't'l~ UI9i~Vl1J11f)M'jI]£'¥i'jl]1-:J1Jj'lJ'jI]t1J'W Nfil11'W ~~'W 'I1'WVl'l1f)-:Jl'W
• q <u

lhJ'1~ijri1'W11:IJ 1 'Wf)1':ifil11'W~f)(l£J'jI]£lMfl1J1Jjij'jl]tM ij~lm~£J~l't'l~t'Vhfl1J 3.24 ~-:Jm1l1l~ri-:J~l(l1M
• q

I jJ I jJ

Vl'l1f) -:J1'WIIIt<if11111 'Wf)t'l ~'jI]£'¥ifi 111'W~~'W ttt'l ~ III1151T~\9l1:IJ11'qeJ1Jl-:J'¥if)t'l~'jI]£'¥ifi 111'W~~'W ~Ill
't'l1:IJ1 ':i11\9leJ1J't'l'WeJ-:J11W111~tfl~ ~'W'1~ eJrjl-:J't'l:IJ1J':iW td eJ-:J11If) N~ tN9fW1IW111Ut'l~ ~~ -:J~ -:J1IW111:1J1f)

u cu <u u u 'U u

~ 't'l~A eJNU'jI]'W£J1 ~-:Jl{1'j1] 1-:J1J~ 'lJ'jI]'1~lM1 eJf)1't'lVl'l1f)-:J1'Wt11~lJ 'W:IJl'lf1£J1'Wf)1'j 11:IJfl'Wfil11 'W~f) t'l£I'jI]£
q <u •

."j 9I~ d d '1 '" d 91 '" lJ] I d d.?1 lJ] 91
tVleJUf)lJW111 f)1I~:lJeJ-:Jt'I1'W~'WeJf):IJ:IJ'jI]N1J':i111':i~:IJ't'll:1J1':itI:IJeJ-:Jt'I1'Wf1tlJ'W~~

u • <u

6) ~1'/.Jmf1 I'll It:lEhnnr'llmrr ij~lm~£J 3.48 11:1J1£J~-:JeJ-:Jf1f1':iijfl11:IJ't'll:1J1':i1l1'W

f11m.u-:J<i1''W1 'W~1'Wt'jl]f11'WhV't'll':i't'l'Wt'jl]fl'l 'W':i~#}1J't'l-:J 1~£JVl1J11 1J~ij'jl] lMfl11:IJb'Y1flWfl1Jf)1':iUl
<u u

t'jl]f11'W1t'lv't'll':i't'l'Wt'jl]fl' :lJl1~1'Wf)1':i~ltiJ'W'fj':ifl1lt1J'WeJ~1-:J:IJ1f) ij~lm~£J't'l-:J~'t'l~ rVhfl1J 3.70 tdtl-:J1Ilf)
• <u •

1J~ij'jl] '1~~ltiJ'W'fj':ifl1l 1'WeJ't'l111f1':i':i:IJ£Jl f)1':i~1Jjij'jl] 1~ijml:IJ '1~t111£J1J1'Wt~eJ-:Jt'jl]f11'W1t'lV ~ri-:JNt'l
• q

G) 9J~ 9.J d. d. f I d. .J, G) 9J ..::::.Q.I .c:l

~11't'l'WfI1~ rli1\9leJeJf):IJ1:IJfl11:IJU\9lf)\9l1-:J U(l~ £Jlf)\9leJf11':i(ltlf1t(l£J'WU 1J1J C)f-:J't'l-:Jrl(l ~111J':i'fj'jI]:lJfl11:IJ

j/ & GJ j)..:::s.1 d ,cg d'.<:::!

7) ~1'/.Jm1"'fJ1Jff'llfJ-3WJ1U'IN'WfJ 1'iJ'UfJ-3{jfJf]1 :lJfI1mM 3.47 11:1J1£Jll-:Jtl-:Jflf1':i:IJ

ml:IJ't'll:lJ1':i111 'Wf)1':iu.u-:J<i1''W1'W~l'Wf)1':i\9leJ1J't'l'WeJ-:Jml:IJ~-:JVleJ111'lJeJ-:Jt'lf);{leJ~1'W':i~#}1J't'l-:J 1~£JVl1J11<u <u <u

1J~ij 'jI]111'f111:1JbhflWfl1Jf11':i\9ltl1J 't'l'WeJ-:Jfl1nJ~ eJ-:Jf11':i'lJtl-:Jt'lf);{1 ij~ 1m ~£J't'l-:J~'t'l~Hvi lfl1J 3.96•.• <u cu q

ul9i'jI]1-:J1Jjij 'jI]f11':i11i'1J11':i-:J1 'Wt~eJ-:Jf11':it~:lJfl11m1~t~ 1'lJ eJ-:Jf)1'j\9leJ1J't'l'WeJ-:Jfl11:IJ~ eJ-:Jf)1':i 'lJeJ-:Jt'lf);{l
q <u

~
91 -"l

t'lf) fI1:1J1f) 'lJ'W
<u

!JI -=f!1l Q.I .<:::i' d Jdl d' do G)

8) ~1'/.Jm1A1CJUlltt:l~'WiPJJ'll7 :lJfI1mt'l£J 3.44 11:1J1£JmeJ-:Jflf1':i:IJfl11:IJ't'll:1J1':i1l~'W

f11':iU.u-:J<i1''W1 'W~1'Wf)1':it1£J'W~!lt'l~~WJ'WleJ~l 'W':i~#}1J't'l-:J1 ~£JVl1J11 1Jjij 'jI]~~-:J1Jl1':i~:IJ1W '11t~tlf)1':i<u <u <u

~WJ'Wltm~'tlf)eJ1J':i:IJVl'l1f)-:Jl'W ij~lm~£J't'l-:J~'t'l~ tvilfl1J 3.58 Ut'l~trleJVl'l1ml'W~tl-:Jf)1':i.ul1't'll':i<ifmm<u • <u
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1J1rJ'Vl~'ff11l1'J()~ 11~'l ..r~11'ff1'J.{{'eJ:JJ~1~11'Unm~~8'Jtln !!~1J1rJ'VlV'J'lJWltll'J!ViI:J1Jl~lIl1<ijl'J~l'U•.
I I I jJ

1J1'111'J'eJ'Jf1tll'J'l 'U~l'U~N"l n1J~YiiJfll1:JJ!1:I'U!~fl' iJ~lm ~l'J\9'l1~~rvhn1J 3.30 ~'Ju 'U1J1rJ'Vlm'JYl1

tln !1J~l'J1J!Vil'J1Jl~1I11<ijl'J~1'U1J1'111'J'eJ'Jf1tln'l 'U~1'U~1'J"l n1J~~iJfll1:JJ!1:I'U!~fl' !~'eJ'l ..r'Vl'J11Jfll1:JJ
GJ 'Q.I dt,:::! Q.I i I ..J 0 3J rI ~ ed,

ff11l1'J () 1'Utll'J!! 'lJ'J'lJ'U'lJ'eJ'J~'Uw'J!:JJm'Vll'J1Jtl1Jfl!!'lJ'J CJf'J11~'V11'l 'I1'eJ'Jflm'ff11l1'J()'Vl'J11Jm 11~'Vl'eJ'eJ'U...
" ,

!!~ 1iJ11l11.H1Jih 'J'l ..r~Hj'Ur~'eJ~m1n1J~U~'J<iJ'U1~.....
jJ .dl d ~ rI d GJ

9) ~nJFJflJil1WU(j:tn11m1JFJ1J :JJfl1mM 3.44 'I11l1l'Jm'eJ'Jflm:JJm1:JJ'ffl:JJ1'J() 1'U

tll'J U~ 'J<iJ'U'l 'U~ 1'Uflwm'VH!~~ tll'Jfl11Jfl:JJ mil 'U'J~~1J'ff 'J l~l'J'I"l1J'"<h N~~nWct1U~~1J1tll'J~!1:I'U
II q 'U 'U

N~N~~'lJ'eJ'J1J1rJ'VliJflWm'l"l!~ 'U~l'J'eJ:JJi'1J'lJ'eJ'J~m~ 1~l'J~1 1 U iJri1m ~l'Jff'J~'ff~!'jIhn1J 4.02....
1J1rJ'VlH{'l..r fl11:JJff1I'iwn1Jtll'J~WJ'U 1U~~Ui'1JU'J 'Ji1'U f11'l ..riJflWm'l"l 'eJV1'J~tHd-rJ'J iJtll'J~~~l:JJ" ..

ctd. I I 9 9J d 0 ~ 9J 9J 1 11}~
tl~l'J'Vl1i'VlflU'lJ'Jl'l$ :JJtll'J'Vl1tll'Jm1Jfl:JJflWm'l"l'ff'Ufl1~1l'J'J~1J1J ISO 9000 U~~ 'J'J'J1'U1~:JJ1~'J1'U1'U

q qJ q q 1\9

~I ..J ?I 'j) dt o!!t 9 9JQ.J 3J d 'd I ~ QI Q.I 9J Q.I 9 ~
GMP 2 lJ CJf'J!lJ'Utll'J'ff'J1'Jm1:JJ!'l$'eJ()'eJmtl1J~tlfl1!tl'U'eJl'J1'J~ U~1J'J'l:J'Vll'J'J~'eJ'JU'J1JUH1'U!'J'eJ'Jtll'J...
U'J~!iJ'UN~ ~'JiJ~1!'Q~l'J~l'ff~rvhn1J 2.94 1~l'Jtll'JiJ1!'V1fliJfltll'JU'J~!iJ'UU1J1J~~l'Jm'l"l (Balanced••

"Scorecard) :JJ1'l~ 1~l'J!1:I'Utll'J:JJ'eJ'J'ff~Vl'eJ'Ufl1'1"l'l'U'l1ml'JiJ~ 11'Jm1:JJ'ff1:JJ1'J()'l 'UlIl1l1u'U!!~~ 'l 'U'eJ'U1fl~•
I I I iI iI

!~mVi:JJflWm'l"l'lJ'eJ'J1J1rJ'Vl'l ..r~V'J~'U 'U'eJtl111tlU'Utll'JiJ1 Balanced scorecard 111'l~11~'lhl'Jfl1'11'U~•", ,
~'l$iJ;l~ 'l'U'VltlG'l~1'U !~m1:l'Utll'Jui'1JUHU~~~WJ'U1i1'Ufl1U~~1J1tll'J'eJV1'J~mii'eJ'J• I •

10. lPfnJ1J'J'ifJ1mrrnl'ynNnJ / p.m"'fJ1JU'YI'lJ/ UJ-J'iJ.J l'iJ iJ~1!'Q~l'J 3.38 'I11l1l'J~'J•.
'eJ'Jf1miJfl11:JJ'ffl1l1'J() 'l 'Utllm~'J.u'U 'l 'U~1'U1J'J'J l'J1tllfl'tll'JYl1'J1'U N~~'eJ1JU'Vl'U U~~U Hl1'J 'l 11•.

!'vhn1J 3.82 1J1rJ 'Vl1~'l ..rm1:JJff1I'iwn1Jtll'J 'ff~1'J1J'J'Jl'J1tllfl'~11~m~~'U 'l..r'l"lUtl'J1'UiJm1:JJ ff'lJ'l 'U" ..
tll'JYl1'J1'UU~~'I"lUtl'J1'UiJm1:JJ~iYtl':hI$(i'1J~l~'eJ1JU'Vl'U~!'I1:JJ1~'ff:JJ!1:I'U1i'J'J:JJ U~1J1rJ'Vlm'J ui'1J U'J'J...
G) ~ 0 1 'jJ 9J 0 Q.I 9JQ.I I d.d1.d
I'U!'J'eJ'Jtll'J 11'JUN'U!m~tll'l1'U ~ 'eJtll'fftll'Jtlll'11'U1 'l 'Utll'J'VlN1'U'lJ'eJ'J'I"l'Utl'J1'U'l 'I1'l$~!11'Utld1'U CJf'J:JJ

~lm ~l'J~l'ff~!'vhn1J 3.08 t!'U'I1:JJ1l'J~'J'I"lUtl'J1'UlJ,jmli111'eJtll'ff~~'Uw'J11~n11'11U1 N~~l:JJll1~'eJ.
'I"lUtl'J1'U 11~UfiU~'J1'U 'eJV1'JlJJ !~:JJfll1:JJ 'ff1:JJ1'J() !!~~ lJJiJfl11:JJV{1'Vl1l'J!!~~~~~ 'J'I1:JJ1l'J'l'Utl1'J

Yl1'J1'U u~1I11J1rJ'Vll~iJtll'Jn1'11'U~ l'eJtll'ff'l 'Utlnn11'11U1'lJ'eJ'Jtll'JYl1'J1'U'eJV1'Ji'~!11'U 'I"lUm1'U 11~

iJ~~~'J'I11l1l'J~11~U~U~'J1'U 'eJVN!~:JJm1:JJ'ff11l1'Jm~'eJ1'lJifl l11'eJtll'ff'l 'Utll'J!~'eJ'U19l1uml'J ~'J11~

!1:1'UN~~ 'eJV1'Jll1tl~ 'eJ1J1 rJ'Vl
jJ Q.I .C), jlo .d I d. dl rI.d

11) m'lJ'YImJ:tm'J1JTI111IW:til11:tfj'lJ1 :JJfl1mM 3.38 'I11l1l'J()'J'eJ'Jflm:JJfl11:JJ

ff1:JJ1'J () 'l 'Utln u ~ 'J<iJ'U'l 'U~1'Ul1tl'l:J~tll'J1J1'11 n u~~m1~H'iJ 1'eJV'l'U'J~~1JU1'U tlm'J l~l'J'I"l1J'";h....
1J1rJ'Vl'l ..rfll1mhl'iwn1Jtll'J'ff~1'Jfl11~H'iJ1~!u'UVi:JJ'J1'U iJ~lm~l'J'ff'J~'ff~!'jIhn1J 3.60 1J1rJ'Vl'l..r

u 'U 'U q

" ,.
fll1:JJ ff1I'ityn1Jtll'J <ij~I91'JYi:JJ'J1'U'l 'U'J~~1JU~U~tll'JYiiJih'U 111!~:JJYi'l'Utll'JI91~i1'U'l l1~hiJ'U tll'J~l'J"l
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lW~ t Mf1111HY1flWl 'Ufll'Hl~ 1\Ifl11~~U 1'lJe:J~~1J~'YI1'j'j~~1Jmn~ ~~~1J~£l'Ylfl1'jllf1Jlh~¥ie:J
u CIJI 'U q

1J~£l'Ylfl1'jijflU ~~~~ilill~l'U 'il1fl~lVI'i 1\I"l1~e:J1l'j~ff1'U ~1'U'j~'YI':h~~lV ~~ij~lm ~V~Tq'~I'Vhf11J

3.10 1'lf'Ufll'j 11~llfo.l'U'lJe:J~fo.lil\9l.tlwcnlmJ m'jijI91111'Yl'U'il1fl'YIt-bv~1'U1'i1~"l1l11l'j~ff1'U ~1'U'j 111f1'U
.Jt jI ~ .cd 9J ~ ,~ jI ~ Q.I ~G) l(i1 jI ~ .cd 9JQ.I QJ

l'V'le:Jt 'YIlfl~1l1l1le:J~'Ylfl11~'lJ'U llfl~flln 11111e:Jt 'Ufl1'j ff'j 1~fo.lfl\9lflWCV1 !'YIll!'Yil1J'U'Yl'j'iJflllfl~ ve:Jm1J. ~
"'1 d d '" ~I I '1""" "'1 '1 """ a' ""'lJe:J~f1flfl1 !'U'j~V~lJm'Yl'j1~1'j1 V~lu'Ufl1'j'lf1V !'YIlfl~m1lJl'lJ1 !'il!'U1J'Yl1J1'Yll'lf~fl11~'lJe:J~e:J~f1me:Jfl~

.,k
'Yl1~'YI'U~

~ 4 ~ jI t:::S.1.<::! dl tI.<::!

12) ~nJnn1.J'j'l11mnH'tJUtlg:~'tJ't]'tJ llfl11,WV 3.38 'YIll1Vtl~e:J~f1mllm111

ff11l1'jtl t'U flU II~~,j'U t 'U${1'Ufl1'j1J~'YI1'jfl1'j 1~'Ullfl~${'U'Yl'Ue:Jtil'U'j ~~1J1l1'Uflm~ 1~V'V'l1Jl1 1J~£l'Ylij. ~

fl\9l'j1fl1'jl'il~Wl~1J 1\9l'lJe:J~'j1Vl${e:Jti1~1'ie:Jl~e:J~ij~lm~vff~~ff~ I'Vhf11J3. 78 1J~£l'Ylijfo.lfln1I 'je:Jti1~
u ~ •

I'ie:Jl~e:J~ llfl~l,r 'Ufl1'j t <N~1Jll'j~ll1WII1J1JJJ~l1r'Ufo.lfl~l'U lll'il~e:J~'il1fl1J~£l'Ylij~~f11111~1f1~t 'Ufl1'j•
I , " 31

llf1JfI~${'U'Yl'Uij~lm ~tJ\,'i1ff~1'Vhf11J3.04 1.we:J~'il1flfo.lil\9l.tlWcnili~hll1~1'YIt-hv ff1'Ull1fl${e:J~c)fe:J1\9ltl~1J•••
'il1fll'i1~1l'j~1'Ylfl'~~l11 t Mij${'U'Yl'U~ff~ ~~Ii1mll~ V1J~Il~~ t 'Ul~e:J~${'U'Yl'U

q 'U 'U q

13) ~1'tJTm,nrfNfNrlnn ij~lm~v 3.15 'YIll1V~~e:J~f'i'mijm111ff11l1'jtlfl1'jll~~,j'U

t'U ${1'U1f1Hff~Ne:J~f'i'me:Jtil 'U'j~~1J1l1'Uflm~ 1~V'V'l1Jl1 1J~£l'Ylij'U1v1J1m,r 'Ufl1'jm~'il1Vfl1'U1'il~

llfl~t Mfl1'U1'ilt'Ufl1'jI91~ff'Ut'ilf11J~ll nil~~l'U ij~lm~vff~~ff~ lVlv~ 3.15 J'U¥ie:JllU1J~£l'Yl'il~t M'U ~ 'U q

fl1'U1'ilfll'jl91~ff'Ut 'ilf11J~llBil~~ 1'U~\9l111 lll'it 'U'Yl1~llBil~'il~ ~'V'lUfl~l'Uff1'U t 'YIqj~iJfl'il~ffe:J1Jmll

111'Y1,r1~1'U'Ylflflf~${1Vfl1111I JJmlt 'ilt 'Ufl1'jI91~ff'Ut 'illlr;'!~I~e:J1~e:J~f1'Ufl1'j H~'V'lm~ ~~ff ~fo.lr;'!t M~1'U.
iJ iI I 31

ij'1'lJ111cJ11CJfe:J'UIIr;'!~ci1<N1 'Ue:Jfl'il1flU'V'l1Jl1t 'Ui:l 'il'ilil'U1J~£l 'YllJJlfl vij'U 1V1J1ViIi'il~llf 1J1m ~1J1J•
, 'I j),

llBil~~l'U ij~lm~vI9'i1~~ 2.54 91~vhlMfl1'jl11~1'U lJJijm111flcie:J~1911 ~~U'U1J~£l'Ylfl1'j'il~IVllll 'U
, I ':JJ I

11e:J~fl1'j11l~V'U1l1lr;'!~1m ~ff~l~e:J~f'i'mt Mijm111tJ~'YIti'Ullr;'!~f1cie:J~19111l1flfll1U 1'lf'U fl1'j lVlllilill 'lJ1V•
I~ e:J1M'V'lU m1'U 'lJ1mn~f111111,j'1l,j' 'Ut 'Ufl1'jff~ 1~m111L111'W'U£~~f11Jflflrl' 1 llr;'!~f11111flcie:J~19111'U~

" .
flU l11~1'Ull1fl~'U llr;'!~'il~l111Mff11l1'j tlll~~,j'U 1'Ulj'jn'il'¥iijm1~fl1'j II~~,j'Uf1'Ue:Jti1~'j'Ull'j ~I${••

31 .a.r.Q.I Q.I .<::! 1 d. dl tI.<::!

14) ~nJn1nlJ{JUtlg:'WfJJ'tJ1 llfl1mflv3.10 'YIll1Vtl~e:J~f1mllfl1111mll1'jtlfl1'j

II~~,j'U 1'U${1'Ufl1'j1~Vllfl~'WWl'U1e:J~1'U'j~~1J1l1'Uflm~ 1~v'V'l1Jl1 1J~£l'Ylijfl1'j~~rl''U ~ ~ll'j~~£ji

llr;'!~f11111~~1'Y1JJe:Je:Jflll1e:Jti1~1'ie:Jl~e:J~ij~lm~vff~~ff~ lVlv~ 3.28 ~1Jl~e:J~1l1'il1flfo.lil\9l.tlwcn'lJe:J~~ .

111I ${,re:JVll1fl 1'V'l'j1~${e:J~1${f1Jfl1'je:J'UiJ~'il1fl1J~£l'YlllJJdYmle:J'Ull'j~fle:J1Jf11J1'Ul~e:J~~1Jll'j~ll1W ~•
>J

ije:Jti1~~1f1~ ~~U'U 1J~iJ'Ylfl~l111${1'U~h'UflU1~Vllr;'!~'WWlU11'Uff1'U'lJe:J~fl1'j1~1Jf fl£j1V11Mijfl1111

f1~'Yl'U e:J1V'U1'U 1~e:Jr;'!~${'U'Yl'U1'Ul~e:J~fl1'j'lJe:Jlll~v'Um~'YIll~e:J1V'lJe:J~r;'!flrl'l'YI1e:J'WWlU1${1'U1J'j'j 'il
q q q 'U q
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llW cn111'~~'W ffiJmt~~ U It ~fliifl 111flfJ1'iH'Wf11'J1.i'1t'W'W1'Wf11'J1HmJ 'J'1ffltJ f11'JNil\9l111'liI'111lJ~'W'" ..
ffiJtJlJ1fl~'W ~'1tiJ'W~ '1~ 1~fl1'JlJfl'1.r;llJtiJ'W flVl'1t'1

N~fl1'Jltml~M,r fllJ~1'111lJ~~t~'W~lil91flU 'iJ~tJ~tifl 111'ttl~fl11lJffllJ1'Jtl1 'Wf11'J
'"

U.u'1,]'W'Ufl'1n'iJf11'J~tiJ'Wfl11'llfll~'t'l1,,1'Uij'Ulfl~ 'Ufl"flrilJI91Tmh:J~l'Wl'W50 fl'WVlU11 flrilJl91lflVl'1••
lil'1l1lJii1~t M'W~lil91flU'iJ.ijtJ~tifl 111'tn~mllJffllJl'Jtl1 'Wf11'Jtt.u'1,]'W'Ufl'1n'iJf11'J~tiJ'W fl11'llfl1~'t'l1'1

"1'Uel'Ulfl~ ffllJ1'Jtl.ijmll~u l~~'1U

1) 1f1'iJfl1'if91€1m li~ltl!~tJfl~l'W'J~~u 4.25 11lJ1tJmllJ11111u!1l'Yl111'mlmhrlqJ

1'Wf11'JYllf11'J\9lm~ 'iJ~'lhtJ'\;h 111'fl'1rlfl'Jlifll1lJ ffllJ1'J tl1 'Wf11'JIt.u'1,]'W~ff '1flVl'1t'1 1~tJVlt! fl\l1'Wli
'"

mllJ~~t~'W11u!1l'Ylm'J 1MmlmhrlrutlUfll'Jff11'1mVlJ;]fl£lw/\9l'Jl~11'fl (brand) lJlfl~ff~ li~lm ~ tJ
u •

"" ,OJ
ff '1'Ylff~t'Y11flU4.58
'" .

2) 1f1'iJfl1'iN~f91tWg;nT:i1J1nT:i li~lm~tJflv1'W'J~~u 4.14 11lJ1tJmllJ11111U!1l'Yl
'"

1.i'1tU'Wf11'JNil\9lU~~f11'JU! f11'J'iJ~'l1ltJYll1Mfl'1rlfl'JlimllJffllJ1'J tl1 'Wf11'JIt.u'1,]'W~ff '1 1~tJVlt! fl'11'W. '"
limllJ~~t M'W111 ~WVlt!fl'1l'WlimllJ~~t~'W 11U!1l'Ylm'J 'iJ~lifhJ;]'1fll'JNil\9l~t.wtJ'1Vlfll91flmllJ\9i'fl '1f11'J

'Ufl'1\9lm~1'WU'iJ'iJ1J'Wli~ltl!~tJff '1~ff~t'vhtlU 4.30. '" .
jJ ~ , Q.I .<::1 I d '<JJ .<:::I Q.I I 9J

3) ~1'tJnml'Y1'[j'Y1}Jfl1'iU'IN'lf'tJ lJflWQM4.11 11lJ1tJfll1lJl1tl1U'J£l'Yll.j'1t'W'Wf11'J

ff11'1fl~ tJ'Ylll'Y11'1f11'JIt.u'1,]'W'iJ~'l1ltJYll'1Mfl'1rlfl'J limllJffllJ1'J tl1 'Wf11'JIt.u'1,]'W~ff '1 1~tJVlt! fl\l1'WlJ. '"
fll1lJ~~t~ 'W111 ~tJVlt! fl\ll'WlimllJ~~t ~'W11U!1l 'Ylm'J 'iJ~111'fll1lJfflrl rutlUf11'J ff11'1fl~ tJ'Yllltl~fl

u •. .
, Q.I ..:::i I .c:=t .c:=t I Q,I

f11'Jlt'U'1'U'WlJfl1tlWtJff'1'Ylff~t'Y11flU4.30
'" .

j/ .d!J,/ Q.I .c:t I d ,9J .<:::It, Q,I I '3J .c! 'JJ
4) ~1'iJfl1'it'j{l'tJ ltWg;'WV3J'tJ1 lJflWiWM.09 11lJ1tJmllJl1tl1U'J£l'Yll.j'1t 'W'Wf11'Jt'JtJ'W~

lt~~f11'J~WJ'Wl11'iJ~'l1ltJYll1Mfl'1rlfl'Jliml1JffllJ1'J tl1 'Wf11'JIt.u'1,]'W~ ff'1 1~tJVlt!fl'1l'WlimllJ~~ t~ 'W11
'"

U!ll 'Ylfll'J 'iJ~l11'mllJfflrlrutlUfll'J .ij~'1mh ~lJ1W11t'~flfll'J~WJ'W llt ~ ~~flflU 'JlJVlt! fl\l1'W li~l tQ ~ tJ
u

d
ff'1'Ylff~ t'vhtlU 4.18
'" .

jJ ~ 1 !J/.c:=t,.::::i 19)

5) ~1'tJfl1'if91f)1JffWNmTJJ'W-J'Wf) f}'lff)-J~nfl1 lJfl1tl!~tJ 4.08 11lJ1tJmllJl1tl1

U!ll 'Yl1.i'1tU'Wf11'J\9lflUff'Wfl'1fll1lJ~'1Vlfl 1'iJ'Ufl'1~fl~ l11'iJ~'l1ltJYll '111'fl'1rl fl'Jlil'1l1lJ ffllJ l'J tl1 'Wf11'J. '"

U'; '1,] 'W~ ff '11~ tJVlt! fl'1l'W li fll1 lJ~ ~t ~ 'W11U!£1 'Ylfll'J 111fll1lJ ff 1rlru tlU fl1 'J\9lflU ff'Wfl'1l'1l1lJ
'" u

rp 9Jo:::il d .d IQ.I

\9lfl'1f11'J'Ufl'1~flfl1lJfl1tl! ~tJff'1'Ylff~t'Y11flU4.38
'" '" .

jJ QI ~.<::!1 d 1'jJ C),Q.! 1 'jJ r;J
6) ~ 1'tJ'JV3J'tJ'[j'j'j3Jf)-JfJn'i lJfl1tl! ~tJ 4.06 11lJ1tJmllJl1tl1U'J£l'YllJ'1t'W 'Wf11'Jff'J 1'1•

1WJ'W1i'J'JlJ'Ufl'1fl'1'flfl'J'iJ~'l1ltJYll1Mfl'1'flfl'JlimllJffllJ1'J tl1 'Wfll'J It.u'1,]'W~ ff'1 1~tJVlt!fl\ll'WlimllJ ~ ~ t~ 'W
'"

fI .d .c:!' d d I Q.I

fl'1I'1fl'JlJ1fl'Ylff~ lJfl1tl!Mff '1'Ylff~t'Y11flU4.30. "'.
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7) 1I1U1J1'Jrnmrrm'i'I'11-nU / N~W1f)1Jll'YIU/ llNY-J 1u i1~ll'Q~tI 4.05 'H:JJltlfl11lr:11
~ C), Q.I f 31 9J 0 o<::i d..<::I o<::i 'JJ '1 '" '"
tl11J1'l:1'Vl1J.:ll'W'Wfll1ff11'11JntIlfllfl'fll1 'Vl1'11'W:JJ~HWHJ1Jll'Vl'W'Vl~llrl:::::JJfll1 ff11'1111'1'il'l 'ilfl1J'W'Wfl'I1'W. ~

'il::::'IhtJ'\<11 'llf eJ'Ifl m i1f111:JJff1:JJlHl '1'Wfll1 ll'li '1'1i'W~ff 'I i ~ tI'WUfl'I1'W i1f111:JJ~~llf 'W1J1lJ'Vl fI11 i1~...
I t:::! j/ ..::::!, cS. d , QJ

1::::1J1Jfll1 'il1t1NrI\9IeJ1Jll'Vl'W'Vll'W'WNrI'I1'W :JJfI11'iWtiff '1'Vlff~ 1'Vl1fl1J4.26~ .
,

91 .q .q !J/ .:::!'.:::l I 'JJ .::::.. Q.I I <JJ

8) ~nUm'i1J'i'l1?'im'ij-J'tJlUl~f1U'I'}U :JJfl11'iWtI 4.03 'H:JJltlm1:JJ11tl11J1'l:1'Vl1;j'lI'W'W

fll':i1J1fll1 fll1 1~'Wlm::::~'W'Vl'W'1M~1r1'1'il::::'lf1t1Vl1'1MeJ'Irlm i1m1:JJ ffl:JJ11 t) '1'Wfll1 1l'li'l'li'W~ff 'I i~tI'WU fl'I1'W. ~

i1f111:JJ~ ~ llf 'W1J1lJ 'Vlf111 i11J1lJ'Vli1Nrlfl11 ~ 11lJ 'W'11'W¢l1'Wfl U Vl1tl11 1 eJVN~ elldeJ'Ii1 ~ 11U~ tiff '1~ ff~~ .
9) 111'tJl'YIfITu TflehnHJ"tJmrr i1~1l'Q~tJ4.01 'H:JJltlfl11:JJ':hti'11J1lJ'Vl*IU'W¢l1'W

l'Vlfli'Wirieiffl1ff'Wl'Vlfl''il::::'lf1t1Vl1'1MeJ'Irlmi1f111:JJffl:JJl1t) '1'Wfll111~'1'1i'W~ff'I i~tI'WUm1'Wi1f111:JJ~~ llf 'W~

l'Vhtl1J 4.20
jI ..::::!I d 19J.<::::t,Q,l1'J}

10) ~1UfJflJm'WjUl~m'Jm1JfJ1J :JJfI11'iH'W 4.01 'H:JJltlm1:JJ11tl11J1'l:1'Vl1;j'lI'W'W

¢l1'Wf1tUfll'Wllrl::::flUm1JfI:JJ'il::::'lf1t1Vl1 'llfeJ'Iflmi1m1:JJffl:JJl1t) '1'Wfll1 1l'li'l'li'W~ff 'I i ~ tI'WUfl'I1'Wi1.. ~

f111:JJ~ ~llf 'W111J1lJ 'Vlm1 ff~ 1'1Ni1\91fitUcnllrl::::1J1 fll1 ~ I~'WNri Ni1\91'UeJ'I1J1lJ'Vl i1f1tUfl1'Wl~'W~ tleJ:JJof 1J•
'UeJ'I\9Im~ i~tI~11 U i1~ll'Q~tlff '1~ff~I'Vhtl1J 4.56~ .

j} Q.I .q jlo.:::1' .d. 1'3/.<:::::t,QJ

11) ~1U'YIfJ'J:J~m'i1J'i'l1?'ijUl~f}YJ~fj'tJ1 :JJfI1l'QrltI 3.99 'H:JJltlm1:JJ11tl11J1'l:1'Vl

, :v 9J QJ' ~ 9J 0 , 0 '1 91 01 '" '1' '" '1:JJ'II 'W'W~ 1'W'Vlfl'l:l::::fll1 1J1 'H11 ll~::::fll1:::: N'W1 'il::::'lf1t1'Vll 'HeJ'Ifi m:JJfl11:JJ ff1:JJn t) 'Wfll1 II 'U'1'U'W 'W. ~

1::::~1J~ff 'I i~tI'WU fl'l1'Wi1m1:JJ~~1 M'W111J1£l'Vlm1 '1Mm1:JJ~1l'lWtl1Jfll1 ff~ 1'1fl11::::~U1~1 U'WV1:JJ'11'W~ ,,~
<do I .c::! ..:::I I Q,I

:JJfI1l'QrltI~'1'Vl~~ 1'Vl1fl1J4.16

12) I(1UJffcJ'l1fflJ / WUIi11U / dfmmo i1~ll'Q~tI 3.97 'H:JJltlm1:JJ11ti'11J1lJ'Vl

1i 'IIU'W¢l1'Wfll1ff~1'11-fftlllfl'tJ -W'W'fifl'il tih'H:JJ1t1 ~i~l 'il'W'il::::'lf1t1Vl1'llfeJ'Irlmi1f111:JJff1:JJl1t) '1'W•
fll'jl!.u'l'li'W '1'W1::::~1J~ff 'I i ~tI'WUfl'l1'Wi1m1:JJ~~IM'W 111-fftlllfl'tJ / fll'j fl'il 11~::::tij1'H:JJltl'UeJ'I1J1lJ'Vl~

i1ri1'W 'lf1t1'llffll1~11lJ'W 'fi1fl'il1_h::::ff1Jm1:JJ~11~ 'il i1~1l'Q ~tlff '1~ff~'Vhtl1J 4.14. ~ .
jI .qQ..l Q/ .:::! I ..:::! 19J '::::"Q,I I 9J 'JJ .<:::::t,(l.)

13) ~1Um'jJUOllfl~'WfPJJU1:JJfI1l'QrltI3.92 'H:JJltlm1m1tl11J1'l:1'Vl1;j'lI'W'W~1'Wfll11'iltl

llrl::::-W\PJJ'W1'il::::'lf1t1Vl1'1MeJ'Irlmi1f111:JJffl:JJl1t) '1'Wfll1 1l~'1'1i'W'1'W':i::::~1J~ff'I i~tI'Wufl'l1'Wi1m1:JJ~~IM'W 11~

1J1lJ'Vlm1i1fll1~~fl'W E'1U1::::~w~'llrl::::m1:JJ~~ '1'H1ieJeJfl:JJleJV1'1~eJld eJ'I i1~1l'Q~tlff '1~ ff~I'Vhtl1J 4.06«'l ~ •

!Vy jI rJ' do' d 1'j/.<::::l,QJI'JJ9J

14) ~1U fI'i-Jff'iNeNflm'i :JJfI1l'QrltI 3.74 'H:JJltlm1:JJ11tl11J1'l:1'Vl1;j'lI'W'W~1'Wfll1

.u~fll1 i m '1ff~1'1eJ'Irlfll1'il::::'lf1tJ'\ih '1MeJ'Irlmi1m1:JJff1:JJUt) '1'Wfll1 1l'li'l'li'W'1'W1::::~1J~ff 'I i~tI'WU fl'I1'W~
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'II1flI>Hlf11'j1!m1~M.,jtl:JJ~f11'jftm:mttl'l t1'11:ijtl~ritl1M!fl~m1:JJ'i:Y1:JJ1'jtl1'Wf11'ju.u'l<U'W
'" "'lJtl'llnfl'lltl1 mwftmn 'IJ~r1'Vl1'Vltlt:JJ~'Vhf:JJ19h~fi~~ltl~ H'1:ijtl'lJtltlfl1J'j1t1\9l1:JJth~!~'W~'1U. '"

2.1 J>.l~f11'jftmnfl11:JJ~~!li'W 'lJtl'lfl~:JJ19l1tlti1'1!~tl1tl'IJtI 'II:ijtl~ritl1 M!fl~m1:JJ'i:Y1:JJ1'jtl•
1'Wf11m~'1<U'W'lJtl'llpfl'lltl1~iifl1~1,rH~~uiimlll~'11'j.!ifll~.u'j.! 'Vl'IJ11 fl~:JJ19l1tlti1'11Mfl 11:JJ~~!li 'W11

'IJ~r1'Vl1Mfl11mhfitu1'W~1'j.!fl1~V1~1~Hilmh~'UH~fl l~mhm~tI!'l'htl'IJ 3.76 ~lfl'IJ'jtl'l~'1:JJ1!rJ'W
"

iI ~ ~.do I .d. I Q.I iI rJ , OJ .d. I d I Q.I

3.58 V11'j.!fl1~N~V1&m~fl1~'U~fl1~:JJflWiWtIt'Vllfl'IJ 3.56 V11'j.!fl~Q't1fi't1Hfl1~H·lW\J'j.!:JJfl1m~t1t'Vllfl'IJ

3.53 ~l'j.!mfll'j.!l~~hn~t1''j.!mFl iJ~lm~t1tyhtl'IJ 3.48 ~mfl1~~lel'Ut1''j.!B'Ifl111J.w'l1''lB11l'IJB'Igflfll
, ,

.c! I .<:::! I Q.I ,., .c::( iI QJ .do'.d. I Q,I iI

:JJfl1!iWtIt'Vl1fl'IJ 3.47 V1mfl1~&~£l'j.!~H~~1"l~m :JJfl1m~m'Vl1fl'IJ 3.44 V11'j.!fltlUI11"lH~~fl1~fl1'Ufl1J
OJ ••

, ,
iI QJ ~ iI 0 d. 1 .d. 'Q.I iI ~ ~ 'V cS I .d.
V1m't1fl'll~fl1~'U~fll~H~~f1n~N'j.!l :JJfllm~m'Vl1fl'IJ 3.38 V11'j.!fl1~'U~flnfl1~&'1'j.!H~~V1'j.!'t1'j.!:JJfl1!'Q~ tI

OJ •

t'vhtl'IJ 3.38 ~l'j.!lfl~'1t1'~HB'Itlfl1~ iJfl1m~myhtl'IJ 3.15 ~l'j.!fl1~l~mm~.w~m iJfl1m~m'Vhtl'IJ 3.10

" "
J>.l~f11'jIi''W'Vl'IJfl'lfl~11'l1'1Utll'll!rJ'W!'Vl'j1d1 'IJ~r1'Vl 1'Vlm:JJ~~1{:JJ19h~fi~ ~ltl~

!rJ'W'IJ~r1'Vltl1'lJ'W1~flm'l~iJ'IJ~r1'VluJ,jtlti~th~!'Vlfl'&1J'W l~tI'IJ~r1'Vl1¢1~1!iJ'W1i'jfl 'IItl11'Wih ~!'Vlfl'1'Vltlcu u q q

!1:l'Wnm'Wl'Wflil 23 1] 'IJ~r1'VliJJ>.li1\9l.tlW~tl1:JJ1mJltlU~~!rJ'W~tltl:JJi''IJ'lJtl'lrf'lH'Vl'Vl6 U~~!f)bY'l5m

~I ~Q.I.elQ.I' J ~ ~ 1.:::.1 d 9J' rf

U:JJ11'IJ'j'l:l'Vl'll~:JJtl\9l'j1f11'j'i:Y1'Wmtl'l\9lm~~'1'lJ'W!'jtltl"1 \9l'lU\9lU2542 !'U'W\9l'W:JJ1U\911'W'i:Yfl11~f11'jW
I I I j/

Yifl11~!fl''j'l:l;j fl'll'lJtl'llh ~!'Vlfl'!~'1!~:JJVl'W19l1U~~1i'jfl'lltl1n1~'11¢Ii''IJJ>.l~m~'Vl'IJ'II1fll I'll '1f11'j¢l1'W'i:Y'lJfl1'Vl
dO ••

'lJtl'li';j'lJ1~ l~m'Qm~ "lflHf11'j 30 'IJ1'Vli'fl'l:l1'Vlfl hfl" vh 1M'U~r1'Vll'i'tl'lJ,j'l1U~flWV11\9lm~!rJ'W
dO ••

~lfl'IJmfl 1'W'lJW~~f11'j1:ijm!~~~~'W1tlfl:ij~ H1 'W~lfl'U'i:Y~Vl1t1 ~'1tll'll!rJ'W!'Vl'j1~ri1'W 1ViWiJf11'j"'. "
o ~ 'jJ 9J 9J 'jJ 0 QJ GI ~Q.I d'jJ J Q.I .:::.. Q.I 1& I d I

'W1'i:Y'Wfl1!'lJ1:JJ1H~~~1t1'lJtl'lllfl~ !'Wf11'j1'11t1'Vl\9ltl'l'lJ'Wfl'IJ'IJ'j'l:l'VlU:JJC}f'ltltlU'j~!'Vlfl'tu1J'W" .
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9J 'j} 'JI.a. , ~
\91'Wl'J'W'UtJ'1~fWIl(Cost to the customer) mlJJ'tY::::~nfl'UtJ'1~flfl1 (Convenience) H~::::fll':i\91\91\91tJ'tYtJ'tYl':i

'" ~ 1 'jJ ~ ~ do Q.I \1]31'" 'j}

fl1J~flfl1 (Communication) \911'J\91tJ'111ml::::'I13 C 'I'1'tYlf1tlJ I\91Hfl fJH'U'1 (Competitor) ~flfl1

(Customer) H~::::11ml::::1119l1ttJ'1 (Company) H~::::~tJ'1iJflwvh STP i$iwi' fll':iHU'1-ff1'W\91m\91

(Segmentation) fll':i fil'l1 'W\91\91m\91lih'l1JJ11'J (Target) H~::::fln fl1'l1'W\91\9l1H'I111'1'1'11'1fll':i\91m\91
d. 0 tI .d.~.<::1":::::" =:. ~ 0 1~ 0' ""

(Positioning) I'VW'I'11fll':i11'1HJ:-.I'Wfl~ ~'I'1li'1'1Nfll':i\91m\91'1'1\91JJU':i::::'tY'I'1lifll'Vl 9f'1'il::::'1'11'11tJ'1f1m lfl\91

mlJJ'tY1JJ1':itl'l'11'1fll':i H..J'1'Il'WH~::::ih i U-ffmlJJ i$il1J1I'J1J'I'11'1fll':iH..J'1'1l'W\PitJi ul 'Wli':ifl'iltJ\91'tY1'11m ':iJJI'll
" q q

2.2 lrltJ'W'ill':iW lU'il.ij1'Ji 'W$il'Wfll':i\91m\91 'Vl1J11 fll':i~1J~fl'l'1 i Mfl11JJrllflt1Jn1Jfll':i 'tY~1'1
"

Q.I ".d31 d.I do d IQ./ j} Q.I I 9J Q.I ~

fll'Vl~fl'l;lW/\91':ill'J'I1tJ (brand) JJfI11'Q~I'J~'1'1'1~\911'l'11fl1J4.12 J:-.I~fll':ifl'W'Vl1J\91'1flm1'tYtJ\91f1~tJ'1fl1Jll'W1f1\91

1 I lJ] ~i I '"'W 1J'I'1f111JJ'il"lfl Bonner Consultants Inc. flm111 'Wwww.bonnerconsultants.com11 "fll':i'VlWl'Wl
.d9J I d. .<:::l,~ 0 .a. 9J .d9J I d 0 d 1 l~

\91':ill'J'I1tJtJl'Jl'1JJU':i::::'tY'I'1liJ:-.l~H~::::fll':iml'W'Wfln\911JJ lm'1fll':i'tY':il'1\91':ill'J'I1tJtJI'J1'11U'WJ:-.I~'tY11':i'il \911'J'If
~I I & ~ ~ 'JI '13!lJ1 9JQ.I Q.I Q,I .t::::'). Q.I ,f

lu'W'tY1'W'I1'W'1'UtJ'1HJ:-.I'Wfll':i'tYtJ'tYl':im~flfl1'il::::'lf11'J'I11\91mJ:-.l~\91tJ1JH'I'1'W\91~tJ~l':i::::I'J::::1tJ 'ilm 'UtJ'1J:-.1~\91.f1WCV1

lJ] ~.o'l I I

1\911u'WtJl'Jl'1H'W'WtJ'W" (Bonner Consultants Inc., WWW.BONNERCONSULTANTS.COM)

d. d j/ d d d. 1 9J I lfJ ••. lJ'
fll':iJJ\91':ill'J'I1tJ'I'1H'U'1HH m':iJJH'W1'1'11'1 'W'UtJ\91tJIU'W

2.2.1 'tY1JJ1':itl~tJf11'Vl~fl'l;lW1$i\91':i'1'il\91.J1\911'il'Wi 'W'l'1'W11~1'I1'WH~::::Glbl'J'tY~l'1fll':iI'JtJJJ11J
q

i 'W\91':il~MtJlrltJl1m~1'W i U

2.2.2 'tY~NmlJJl~tJf)tJll~::::mlJJl~tJJ'W i$i
~ i3ld o.r:::::t...:::::" d

2.2.3 'tY::::'I'1tJ'W m'l1'WH'W1'1'1Nfll':i\9111'W'Wlim'ilH~::::mlJJl'lf1'J1'lflt1J
q "

"2.2.4 'tY~1'1i 11'lfl\91mlJJ i$il1J1l'J1J H~::::iJJ:-.I~m::::'I'11JtJ~l'1'tY'1\PitJfll':i 191\91ff'W1'il9ftJ
"

H~::::fln ':i::::~ fl ~ '1\91':i1~11'tJ~'11~ 'W~ I'JtJJJi' 1Jll~:::: ':i::::~ fll \911'J~flA 1 'il::::l~ 'WI'I1\911lJ'WJ:-.I~'tYtJ\91f1~tJ'1n1J J:-.I~
" q

" I

fll ':i~ 11U'Wfll':i ~'1U'WfitJ'Wfll':i'tY~l'1\91':il1J~tJ'il::::~tJ'1iJfll':i111fll':i l.ij1'J H~::::111mlJJl.u'll 'ill 'WJ:-.I~fll':i

~ 11U'Wli':i fl'il H~::::111fll':ifl1'l1'W \911N\9l1H'I1l1'1'UtJ'1li':ifl'ill Ml'I1JJ1::::'tYJJllJ'Wl~JJ~'W
q q

'WtJfl'illfl.n Vl~i1u f1tJ\911~tJ{ i$ifl~l1 Hi'Wfll':iJJ11J':i':il'Jll'Ji 'WliJtJ'1i'l'1l'J lrltJ'J'W~

19 \91mflJJ 2 544 11 ~'1~tJ'1flm'il::::~tJ'1.wWl'Wl1~tJ iM'tYtJ\91f1~tJ'1n1Jl'JfI~~\91tJ~ ~;JtJ "1~tJ'1fll':i.ij\91fll':i
q q

~tJ'1 i U111'tY'1f1':ilmlf11

2.3 lrltJ-W'ill':iWlU'il.ij1'Ji 'W$ll'Wfll':il.ijI'JH~::::.wWl'W1 ~'1fl~JJI9l1tJ~1'1l MmlJJrllflt1JllJ'W ih~1J
q "

'tY\91V111'J1\911'J'Vl1Jl1~lm~l'JtJvl'W':i::::~1J 3.10 H~::::flciJJI9l1tJ~1'llMmlJJ~\91111'W11 1J~fl'l'1m':iiJfll':i~\91A'W
q " q

~ ...I .a. cI ..:::::" 1 I 'I 11 d 0 Q.I d.J 9J Q.I

'tY'1u':i::::\91'l;l'il"H~::::mlJJfI\91'I1JJtJtJflJJ1tJl'J1'l\91tJl'WtJ'11u'Wm\911J'tY'1'1'1'tY\919f'1'tYtJ\91f1~tJ'1fl1JRobert B. Tucker
~ " q

http://www.bonnerconsultants.com11
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, iJ 'J/ I

~flrilT:h fll'H~1J 1\91'Utl~tl~fi'mln\91~U'illflU1\91ml:JJ'YlNt{1'i.!flll~\91ajftl, flllN~\91 Im~'Wl!mlu~

Y1l1~ln\91fll1~\PJJUlN~\91.tlW~1 'I1~"l 11'Cl~ln\91fll1~\PJJU1'Yll~t{lUfll1\91'Cll\91t{1fJU 1\91flll:JJ1'I1J,jI1JU

lhl'il'l1~fl 'lhfJl~tl~fi'm'1J,j'l1:JJ\911tlfll'fflu'lftl~'Yll~~1~ "l

2.4 N'Clflll fffl1J1'fl11:JJfl \91111U 'Utl~ fl ri:JJ~1mh~ l~fJ1tl1J'i'l'il~fJ~tltll ~ln\91'fl11:JJ'ffl:JJ11fI
q

1U flllll 'Ii~.,ru'Utl~1iln'ilfJl~!'i]Ufl11tlfll~'trl.;Jl'I.H)Ulfl~ 'W1J',h flri:JJ~1tl~1~ 1~ml:JJfl\91111U11
q q

1J1£l'Yll~'fl11:JJ'(;hf1ililU~lUfl1~~~l~liJu~h~'lJu'Hl 1\91fJiJrill'Q ~fJl'¥htl1J 4.25 th~1Jltl~'Cl~:JJ111JU
"

~ ~ ~.ct I d 'Q.I ~ G ,Q.I.<:::!,.d I Q.I

~lUfll~N~~II~~fl1~'lJ~fll~ :JJfI1I'inWI'Yllfl1J4.14 mUfl~fJ't11i't1Hfll~II"WUU :JJfI1I'iWfJl'Yllfl1J

4.11 ~lUfll~11~U~II~~-W~Ul iJrill'Q~fJlyhtl1J 4.09 ~lUfl1~~ij'lJtfUMfl11tl.w.;J'Wijl1l'Uij.;J~flfll~ ~
.<:::I I d 1 Q.I 3J V d.c::t I d. I Q.I 31 0

:JJfI1I'iWfJl'Yllfl1J4.08 ~lU1~U1i~~tlij.;Jflfl~ :JJfI1I'iWfJl'Yllfl1J 4.06 mU'lJ~~mflliitfll~'t1H1U /

N~~ij'lJII't1U / 1I~.;J1l.;Jl1liJrill'Q~fJlyhtl1J 4.05 ~lUfll~'lJ~'Hl~fll~I~UII~~~U't1U iJrill'Q~fJl'¥htl1J
~ q

4.03 ~lUI't1f11Ul~Utfl~tfUI't1iit ( IT ) iJrill'Q~fJl'¥htl1J 4.0 1 ~lUi'JWm'WII~~fl1~f11'lJi'Jtl iJrill'Q ~fJ
, Q.I V V t:::t. 310 ..::i I d. I Q.I V ~Q.I Q.J G Q.I ..:::::t,

l'Yllfl1J 4.01 ~m't1fl'l:l~fl1~'lJ~'Hl~II~~iln~f;;Iul :JJfI1l'Q'ClfJl'Yllfl1J3.99 mUltf~'t1iitU/ 'WU1ifl1l /

dh'Htll~ iJrill'Q~fJI'Vhtl1J 3.97 ~mfl1~l~ml~~-w~Ul iJrill'Q~fJlyhtl1J 3.92 1l'Cl~~lUlf1~.;Jtf~H

G d' d 'Q.I

ij.;Jflfl1~ :JJfI1I'iWfJl'Yllfl1J3.74

'fftl\91f1~tl~tl1J'fl11:JJfl\91IMUI~fJ1tl1J11'il~fJ~tltll ~ln\91ml:JJ'ffl:JJ11fll U flllll'li~.uU

'Utl~~ln'ilfJl~ijfl1~1'l¥1I~~Uiillil1l~.;J1Uif1l'iJUu 1\91fJ~'Cl~U 'fltl\91l'Cltl1(2544) '1t{flril111 "fl11\91'Cl1\91

11~U'\111 'il~~hf1ili~'il~l111~1J1£l'Yl'ffl:JJ11flUf1J~11 U'ffm'W1l1\91~tl:JJ~IU~fJUllU~~ '1U \91'Cltl\91'ilU
" . " .

11Jutl'il~fJ'ihml:JJ'ff1:JJ11fll Ufl11Y1lfhh'Utl~1J1£l'YllU~'ff\91 \91m\91l!ufh~~IU~fJUllU'Cl~'1Utl~1~11\911~1
q

'Utl1J1'U\91'Utl~tl\91'ff1'l1ml:JJIU~fJUllU~~'1U'ilU'1~iJ'Utl1JI'U\91~i'\911'ilU1U 11'il'il'!JU
q q

2.5 IrltlVl'ill1Wl11'il~fJiut{luflll\91m\91 1Uri1U~I1JU'fl11:JJfI1\91'111~lutlUl'fl\91 'W1J11

1J1£l'Yll~'fl11:JJ-dlf1ilitl1Jflll 'ff~1~m'W~fl'l:lW/\9111~~tl (brand) iJrill'Q ~fJ'ff~~'ff\91lyhtl1J 4.58 l'lfU
" •• q

l~ fJ1tl1J 11'il~fJ~iJfl 111 ,*1l'Cl~Ua '!J~ 'il1~1U 11'il~ '!JU'Utl~1J1£l'Ylm:JJ'fl11:JJfl\91111U 'Utl~ fl~:JJ~1tl~N
9J Q.I I 9J Q.I Q ~I o<:::::t. ••• I tI ~ I I V d

N'Clfl11'flU'W1J\91~flm1'fftl\91'fl'Cltl~fl1JllU1'fl\91'Utl~ l"I~'Clu'fltl\91l'Cltll(2544) C)f~flm111 fllltf~HII'lJ~U~

~ 1.u:JJt1~~ 'il~Y1l1~1iln'il '1t{IU~fJ1J1U flllll'li~.,rU 1\91fJ'1J,j~111JU\Xtl~'1UY1l'ff~m 1:JJl1'fl1
q

2.6 IrltlVl'il n W111'il~fJl U~ lU 1m ~'ff! Ntl~fl fln 1U ri1U ~lfl U'fl11:JJ 'fl1\91'111~1U

, did IGI Q.I 't I ~ 9J Q Q.I d Q.I ~I .d 9J G}
tlUl'fl\91 'W1J11:JJfI1I'iWfJtlfJ!Ul~\911J 3.74 !\91fJVl1J11!'fll ~'ffll~1JTI:I'Yl:JJ'fl11:JJ'lf\911'ilUII'Cl~luU'YlI'Ul!'il•.
'Utl~'l'Jfl~lfJ iJrill'Q~fJ~~~,,!\91lyhtl1J 4.02 'fftl\91'fl~tl~tl1J Byrne 'illfl Business Week (1992: 60)

special edition 1\91fJflril111 "mmH;cJ'/,Ju1IfI-J 7'/.J'i:t{j:tnfl1ii7u'/.J1'/.Jf}g;n17»111YrJtnm'ifliJtjf?~

f/-J ad7 ~ 111yniiiJ Tf/'i -JfffNii~1{JiJf}:tla-Jfff1Jfffl1{j 7117'/.Jiiff~ ?(PJJ'/.J1i'i'i:JJ'lJa-Ja-Jrln'iiiiJn 1'i
'U cu U q
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A115{J'tJul1M'ilg:rh 1n1J1Ei'Ym01f)~U{Jg:m1fW~1J T~.Jf)M7:JJS9if) 711 frn:JJfj~ '11OU'ilg:iJN{J~iJl.JAnfr;Jl if f).J...
ff1Jnnl1~nN.JflJl:JJ;;~ 1'/.JA#f).Jm7:JJn~A~J, nnl1i'1Jf91J u{Jg:mn115fJ'tJul1{J.J •• (Byrne, 1992: 62)

~ 1 0 "" ••••• \Lf'l~3.1 'UtH~"'UH!U~ Ufl1"jU1Htlfl1"jl~f.J &m'lf

3.1.1 1l1fH-Hlfll';j1~rJf1ri:lJ1'11f)~1'1lJm1:lJil~!llh!':h1l1l ~rJ~tlfll M!f1~m1:lJbY1:lJl';jtl•
1'Ufll';jU~'J,j\'!'lJfl'J'Ipf1llm~lJfll';j 1.jfUr:l~Uil'IJ1l1l~'J1'U1I1l~1J'U 'IJ~iJVl1Mm1mhfl'ty 1'U~mfl1"j~tlWI

, ~
!iJU'(;h~'IJH"jfl 1'U'lJtu~Yi ~lUfl1"j11lm!tl~f¥\?1lU1 tlf1~~ H1'U~Wl'IJbY~V{lrJ ~'JU'U u~'hdl'U1mlJ... "

'IJ~ iJ VIU 1!,r 1-ff'Uf111l1f1~NU ';j~ !Vlff u~ '1J~iJ VI~f11';j bYU'IJbY'U'U1'Ufll';j ~ 1!'U'Ufll';j #l1'Ufll';j 1~rJUr:l~•, , ~
Vl\9JJ'U1 rWflVl\9JJ'U11'l~\9IJltuc.11~bY'Ufl'J\9Itl'IJm1:lJ~fl'Jfll';j'lJfl'Jf1ri:lJ!'ihVI:lJlrJ 1~~V'J~'U \9Ir:lfl~ll'UlJfll';j•
ffmJ11~rJfl'Jflfll1:lJfhnJ "l 1'Ufll';jVl\9JJ'U11'li1\91Jltu c.1~m:lJl~bY:lJtl'IJfI'UIVlrJ Ur:l~Vl\9JJ'U1m~'IJ1'Ufll';j

1'li1\91~lJlh~-ffVl1im~ !~fl1 ~ lh~'lf1'lf'UlJm1:lJ~'U 11l~flI'111'li1\91Jltuc.1

3.1.2 1l1f1I'lr:lfll';j1~rJf1ri:lJ1'11fl~1'JlJm1:lJil~! ll'U 111111~rJ~tlfl1 M!f1~f111:lJbY1:lJl';jtl•
1'Uf11';jU~'J'l1'U'lJfl'J~';jf1llm~lJf11';j1.jfur:l~uil1J~1l~ 'J1'UiJll~1J'U~1'Uf11';j\9lm~ ~'IJ11 'IJ~iJVll~fI11:lJ{hfl'ty

I 'I 'iJ

tl'IJfll';jbY1Nfl1W~'f1EJW/\9I';j1VMfl (brand) lJ~m!~rJbY'JYibY~ !l'htl'IJ 4.12 ~'JU'U 'l11f1~U';j~f1flUIi';jf1ll
qj q qJ q

31 31 do'" '1 31';' '" '11] 31'1 0?1 31 '" '" '1
~l'Um\9lfl'Jfll';jVlll~~lH!bYtlrJ';jm~ !'\1rJ'JrJ'UflrJ!~ !'U';j~t1~ml 1l1!u'U1l~\9Ifl'J~\9JJ'U1fff1rJfl1~!'Ufll';j..
U~'J'l1'U 1~!f1~m1:lJ 1${!mrJ'lJVl1'Jf11';j\9lm~ ~U1!m~Yi:lJ~'IJ~'l11';j~fl'JlJ1ffm1fftf~f1~1'11f1r:l !~fl~ f1EJ1....
~h'U f1';jfl'J\9Im~ 1M'IJ~iJVllJ\9l1U'\111'J1'Ufll';j U~ 'J'l1'U~i~!ll'U u~Vl61l~ 1l~~11'Um~~f1EJw/\9I';j1~~ fl

~ ,
111 'jJcv Q.I .c:I..:::! 'jJ

(brand) !~'lf~! 1l'UYJf1f1';j'JVI:lJm1:lJ\9Ifl'Jfll':i

3.1.3 1l1f1I'lr:lfll';j 1~rJtlri:lJ1'11fl~1'JlJm1:lJil~Hll'U 111111~rJ~tlfl1 M!f1~f111:lJbY1:lJl';jtl•
1'Ufll';j U~'J'l1'U'lJfl'J1i';jf1llrJ1~lJ fll';j 1.jfUr:l~U fl1J~ 1l~'J1'UUllll1J'U #l1'Ufll';j 1~rJUr:l~Vl\9JJ'U1 ~'IJ11 'IJ~iJVI• '!.<J.

f11';jlJfll';j il~f1'U ~ '1U';j~~EJ£ur:l~m1:lJil~ 1mJflflf1:lJlfl~l'J~mdfl'J!~'U ~1~'IJ bY'J~bY~ rvhtl'IJ 3.28o\l •••

"'.:: 31.1 0 d1l]31'" & 1I]_1'l31?1 '1 '" " 31
~'J'U'U l'lu';j~f1fl'IJfll';jbY1:lJl';jtl'U11'lr:lVl !m'IJ1l1f1fll';jfff1EJ1 !U !'If!u'UU'U1V11'J!'Ufll';j~\9JJ'U1fl'Jflm1:lJ';j....
1mJ"l 1~t1bYU'lJbY'U'Ufll';j1~rJUr:l~Vl\9JJ'U1 !~mH'lJUH~f1EJtu~I~'U~mUflf111~U~'J tl'U l#lutl....

'1 31 • '1?1 31031 31 ~ cj
m1:lJbY1:lJl';jtl !'Uf11';jbY';j1'JfI11:lJU\9If1\911'Jm1:lJbY1:lJl';jtl !'Uf11';j!u'UI'l'U1~1'U\9I'UVI'U\9I1Ur:l~m1:lJ';jl~!';jl...
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9 3J I I' 'j) 0 9 ').J ').J d Q.I 9J& I d I I I 9 'j)li1 ').J I

l11ll\91fl \911'1'il1flfH I'U'lll];j~\91tl'l'Yl1l11];jflfl1lJtl'lm'Wll];j~'jlJ 'jfl'lflW f11'YllJ1flfl11flll'U'll 11 l \91 f111lJ II\91fl\9l1'1cu cu cu q cu

"
'l'W~1'W1?i1'l''l l1Ji1'il~I1J'WI9lTiY'W111 fll'jlJ1fll'j fJWflWI ll];j~'W1\91m'jlJ'l111J'l i1 'ildh'lt1~'jfl'il

bY1lJ1'j tl!~Cl'lfll'j II~'l~'W ~'j'W!!'j 'l1~•
3.1.4 H];jfll'jffmnfl11lJA\91!lt'W'Utl'lflrilJI9l1mh'l!~Cl1tllJiI'il;ijCl~ntl '1t1!fl\91f111lJbY1lJ1'j tl•

'1'Wfll'j ll~'l~'W'Utl'lln fl 'ilCl1~!ilU f111'llmVl'}rJ~ 1UBUlfl\>l 'V'llJi1 lJ1El'Yl'1t1f111lJ!:Y1AUJ'1'W~lUm'I\>IinVi
• u

!iluih~1JU'Ifl 1 'W'Uw~~~n! lf1H~1'HB,ulm'I tlfl;ij\91I 11 'Wtl1~lJbY\91Y11Cl llbY\91'11 t1!lt'Wi1 hJi1
OJ •

bYtll'Wfll'jw1 'Wtl'W1fl\91'il~!1J~ Cl'Wll1J];j'lI1Jmh'l lJ1El'Yl~iJ'lfl'liifl11lJ~1!1J'W~'il~~tl'll t1f111lJ!:Y1AUJu
9 'j) ~ :t ~ ~ ~ & 6) ~.dd I Q.I ').J ').J 1I19JQ.J

l 'W\911'Wfll'jI9l];'l1\91 'Yl'l'W!'V'l'j1~li'jfl'ilCl1tltl!1J'W 11'W'l !'Wli'j tl'il'YllJfllm 'U'l'U'W!'UlJ'U'W'j 'Wm '1 !m~ !\91'jlJ•••
H];jm~'YllJ 'il1tlfll'j II~'l~ 'W~ Clfl'Yl'WUCllJI ~'V'l'jlJll\91'W'il1tllJ1El'Yl~llJ'lf1~lJ1tllJ1Cl 1 'WiI 'il'il'lJ'W ~'llJ1El'Yl Cl1••• " ,
1'W1J'j ~!'Ylft'l 'YlCliifl11lJlll9ltlI?iN 1'W'U'Wl\91'Utl~lJ1El'YllJ1tl ii'l'1~lJ1El'YlVi!1J'Wvmrl m1i !1J'W~11191];'11\91

ii~lJ1J'j~mw 1 'Wfll'j Yi1fll'j 19I];'I1\91lJ1tllJ1Cl1 'W'Uw~~lJ1El'Yl~ii'U'Wl\91tl];'l1~ ii~lJ1J'j~lJ1W 1 'Wfll'j1J~.
II] 1 '" "" "" '" cl di II] ''''.1 'I 0

!'ill~I9I];'I1\91IlJ lJ ltl'W tl 'j1lJtl~lJHj'Yl Cll'U'Wl\91!];jtl9f ~ll 'YllJ'il~ !lJ mlJ U'j ~mw !'Wtln'Ylltll'jI9l];'l1\91

.,j, 1 II] cl 'J/. I "" 'J/ "" 'J/ '" "''I 'J/
!'V'ltl'V!1bY1'WfI'jtl~I9I];'I1\91tlCll'l !'jtll9lllJHu'j~tltllJtl'iltln\911'W lim'ilCllfl~l9Itl~'V'lWJ'W 1tl];jCl'Ylli !'W\91l'Wfll'j

OJ ••

191];'11\91'1t1'l'1'Wfill~'lmJ!bYlJtl lll?ilJ1El'Yl~fI1'j 1t1f111lJ!:Y1AUJ1 'Wfll'j;ij\911f1HbY~l~tl'lftm'Utl'l'V'lUml'W
OJ OJ u . , "

1 t1iifl1llJflritl~19l11 'Wfll'jYil~l'W tll'ilYill 'W'j1J'Utl~ mhClli'jfl'il rrltl];j\91~l'WVicihcMtl'Wll];j~1t1 iJl'W l'il
OJ •

fll'jl9l\91iY'W1 'iltllJH'iiiJl'W l'ilmh~!~lJ~ !~tlfl1llJbY~\911m1\91! ~ 11 'Wfll'j 191\91iY'W1 'il
OJ

3.1.5 'illtlH];jtln 1;ijCJtlrilJ~1mh~iifl1llJA\91!lt'Wil1J 'il;ijCJ~ntll t1!fl\91f11llJbYllJ1'jtl•
1'Wfll'j ll~~~'W'Utl~li'jfl'ilCJll 'Wff1'W~!1J'Wfl1llJfI1\91111~ 1'WtJ'Wlfll9l~l'Wfll'jI9l];'l1\91 'V'llJil tlrilJl9l1tlEh~••
iifl1llJA\91!lt'W illJ 1El'Yl1t1f11llJ!:Y1AUJtllJfll'j bY~l~fll'V'l~tl'l:lW!I9I'j l~t1tl (brand) ii~lm ~CJbY~~bY\91

u OJ •

" "T Q.J Q.I QJ 91", f ~ ').J 'j) d 0 d 9 9JQ.I ~ Ill} 3JG)
!'Yl1tllJ 4.58 \91~'W'WmtlHu'j~tltJlJli'jtl'il \91l'WCJ1l91tJ~fll'j'Yl'il~\91l'j'l!bYtlCJ'jfll'V'l!11CJ~CJ'WtJCJ!\91!'W'j~Cl~Cll1

OJ • OJ

~111J'W'il~~tJ~~WJ'W 1fftlCJfll'V'l1'Wfll'j II~~~'W '1t1!fl\91f111lJl$lrm CllJ'Yl1'lfll'j 191];'11\91H't11ll];j~ VilJH'lJ1 111'j
OJ OJ

~ tl'lii1-ffCl'l'1ft'u~tl11'lltl];j !~tlf tl'l:l1ff1'Wm tJ '1191];'11\911 t1lJ1El'Yliil'llll11U~ l'Wfll'j ll~'l~'W~i\91!'il'W
, " .

1J'j ~'lfl'lf'W 'il\91~11'Wfll'V'l~tl'l:lW!I9I'jlVt1tJ (brand) 1$1i~!'il'W'Yltlfli'~Viiifl1llJ~tJ~fll'j•
3.1.6 'il1tlH];jtln1;ijCJtlrilJI9l1mh~iifl11lJA~!lt'Wil1J 'il;ijCJ~titJ '1t1!fl~f111lJbYllJ1'j tl•

1'Wtln mj ~~'W'UtJ~li'jfl'ilCJll 'Wff1'W~!1J'Wfl1llJfI1~'\11~ 1 'WtJ'Wlfll9l~ 1'W1m ~bY~l~tJ~ft tll'j 'V'llJil•
tl~lJI9l1mh'liifl1llJA~!lt'W ill m ~bY~1~lJ1El'Yliifl1llJi\91! 'il'Wll];j~!1J'W~!~ll 'il'UtJ~'Yltl~lCJ ii~l! U~Cl..
bY~~bY~ rvhfilJ 4.02 ~~J'WtlntJtJtllllJlJtJ~ftfll'j~~~tJ~1J~!'!'W 1t1'V'luml'Wii'l'1tl'l:l~ fI1llJ~ ll];j~!.u'11 'ilcu q q cu

1m~bY~l~l'Wfll'j1Jiiu~~l'W l~CJiifll'j 1 t1iJl'Wl'illlti~;ij~tln!m~'V'lUtl~l'W 1'Wfll'jl9l~iY'W1 'il fll'jlJ 1 11l'j

'Ylf'V'lCllm !~tJ']hmtJ~flJtJ~fttln 1 t1Yil~l'Wmh~ii1J'j~iY'Yln fll'V'l
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..
3.2 .utlU;YUtl!!U::: lUfl1'il.u£lfl1~~h)'tJ

3.2.1 fI1),1Jfl1)'¥1fl'l:l1lml'J1H l1U'UfI11lJ't111Vl'UTI )'~<Wh~fI1111fl~1 ~ 'U'Ufl-:Jf)~ll ~ 1-:J"1

~ij~ flilll.iju~fifl i Mln~WJ1mhl~ 11i 'Uf11)' ll'li -:J.,J'U'Ufl-:Jn11f11),~I1:l'Uil11.ijUf)Ui ,*ll!,'l:::llfiu~11~ -:Ji 'U
, , "

il1111U'Ufl'Ufl1111fl1~l'r1-:J i'U fl'Ulfl\9l loWfli Mln~fI1111i'~I11'U~-:J~'U.
~!I\9lf)19i1-:Jtl'U1~UI9l1ll'lh~'U"1 mV1 f)~1l1'U\9l1ijfl-:J!I!,'l:::I'U\9l~l-:J.ij-:Jld'~

3.2.3 fI1)'1Jf)U¥1mn '1mlmjw~:A;'fJll!,'lI~-:JflWil1'V'l 1~flj>~'U'1'lllifl'U l'U 'CI'll'\1\9l'Ufl-:J1I11.ijU
OJ ••

~N"1 ~111iMn11f11)'1l),:::'CI''UfI11mht~11

3.2.4 H!,'l'U'fJ-:Jfl1)'1.ijU111i 'I1'~'U~'Vmn11fl1Tlnn11${l'U(J1 'CI'llJ1),fltl1'\1'U~ll 'UTVmVl WJ'U1
OJ •

ri -:Jl'Cl'~ll 'CI'U'U'CI''U'Ui M'fJ-:J~m1Jfl1111'Cl'1lJ1),fl '1'Uf)Ull'li\l.,J'U 'Ufl\l li)'n11 u11$li Ml'\1lJ1:::'CI'll 'CI''fJ~fltl'fl\l••
tl 'U'CI'fl1 'V'lf11)'111~ U'U!l1l!,'l \I 'Vl1\llff)' 1]~ n 11ll!,'l:::bY\Ifill

3.2.5 fl1)'1Jf)WW1fl1m #.U~¥1f)1J11${11l11l~ U'UIl1U'Utl'Uflll'i! ~U'Ufl\l'U~rJ 'Vl~'U"1

i'U fl\9l'Cl'l'\1m),1l1~U1tl'U 1~U111f)fl1),¥1f)1]11${fl1m ~ U'U'fJ\lli),n11(J1'U~rJ'Vl 1'Vlmll ~.w1{lJ1clh~fl!,'l ~1tl~••
lVl1tl'U 3.45





2523

'lfl~'lflV ~J'j'jtuU\9lV "lI'tl~V~ii~~~tlmlllVj\l'VHl! 'tli'Wfll'juiiu~'nU'IHFJ!~l'l1Ul~'ff1'fil'jtu ~'U"

1'VlV1U'\AI'W;U1 illt1J11'VlVlfl'l 'ff\9l'j 1I'I1lUtu cV1\9lUtucV1\9l1'VlVl~ V 1I'11l1'VlVl~ VlI i1~~
" "

2534

~'W~\9l191'tl~\I!'tl'Wn'tl "fll'j\9lm~!'Wfl'\9lJ'j'j'!:l~ 21" UU~U~~!~mJ!~V\I'tllf) "FT Mastering

Marketing First Edition." in Association with INSEAD jl Kellogg Graduate School

of Management London Business School Wharton School of the University of

'" ~Pennsylvania ('\AIt]fl''tlfllV'W 2544) '11'W15 - 119

'lf1l'\AI'j f1{.y:jVl\9Jn1"mJJv~ 9 fll'jtltlm!'IJ'IJ'j~'IJ'lJfll'j~l!U'W\ll'W "!'W If}fJl111fJl'Jl1fJU'lfVl7J'lfl. ~ .

fJl'j'Jl3UNUfJi:JfJ'YI1fUi:J~fJnffJ'l.JfJ1J 'I1U15 - 32 'W'W'Vl'4~'ffl'U11'lf11'VlVlfll'j~~fll'j

1I'11l1'VlVl~V'ff1'Ul1V1inllln'jl'lf 2545•

Q.I d o<:::::t. ~QJ IV t! ru ~ , ~ 0 v V J Ci)'

tu;J'\AI\lfl' Lf1fl'1Il'j'!:l 'Jl1fl'YIffU 'WUlmfJ Ui:J~f1lUfl1Jl1m'J'l.JfJl'jl1'JNfJ~f1fJl'Jflflm1J f)H!'Vl'\AIll'l1l'Wm
"" ..

cl .1 o'cl
!tlf)c)H1Jm!'W'Vl 2546

urjI'\AI~ 'lfJ~\9l;1'W U~~ u'jlll1'VlV fJ'fllltytyl mfl';;f1fJl'j1V1Ni:J~lUl1Ufl1'HU f)~ \I!'Vl'\AIll'l1l'WfI'j

~'W'f'ltl{ii!~V Uflrl' 2545•
m!v !'Vivm~\9JJ f1'Jml1m11f1iffJf1fl'lfU~1JfJ~lj'5fjfJUi:J~f1U (Core Human Competencies)

fflHfJl'j Human Capital 'l.J1Y'YI ~ lBU n f1fJucYmwmrt 111flVl f)~ \I!'Vl'\AIll'l1l'WfI'j

'W11f)~1 2546 'I1Ul 158 - 159
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ff'W~l':llr rNRtn1UiJg:tn'W1'Hl"i m~!'\I1'VflJ'\11'Wm 1'\l1£J'J\9JJ'Wl'VnU'lf2533•
t1'iJ~'W\On'''I1'\.htl~ 2 m'jl1~!!H'W" i'W Aflfl€fl"itn1€ffJU'lPl1'lfltn1<DvlfJ'IRfll"i

IV t!at rI~d 3J
UiJg:'YI1'tVtJlflnn;fl:ltJ 'Vl'iJ'VlflH'\I12 'Vi'Wl 10 - 11 'W'W'\I1'4~bYl'Ul1'lfl1'\11t11m'j~\01m'j

'iJ'\111'\11t11~t1bYl'U~t1li'j'j'iJ1n'jl'lf 2544•
, d i" i "" U.!. "'Vi'Wlt1'\117 m'jm1JfI'iJ W)~flm'j" 'W Aflfl€fl"itn1€ffJU'lfWJ'lfltn1fJPlfJ'Ifltn1---- ..

Q,J tlo.. rI~.d 9J
UiJg:'YI1'tVtJlfl1UU'l:ItJ 'Vl'iJ'Vlm~'\I12 'Vi'Wl102-103 'W'W'\I11J~bYl'Ul1'lfl1'\11t11m'j~\01m'j••
alUf)Vim~''iJ'\111'\11t11~t1bYi'U~t1li'j'j'iJ1n'jl'lf 2544•
· "'Vitllt1~ 1 ml'iJ~~lhh~t11n1Jm'jl1-:j!!H'Wf)M'\I1n!!~~m'jfll1JfI'iJ" i'W U1g:UJiJ

---- OJ ••

"" </ 'J/ "" '"
€fl"i~'lPlJ'lfl tn1JHUMUfliJfJ'YI1Hmg:tn1f1JUf}U 'Vi'Wl 1 - 5 'W'Wmp bYl'Ul1'lfl

1'\11t11m'j~\01m'j 'iJ'\111'\11t11~t1bYi'U~t1li'j'j'iJ1n'jl'lf2545•
· "'Vitllt1~ 3 f)1'jnl'Vi'W\01f)~t1'\11n'j~~1J1Jj£l'\l1"i'W U1g:UJiJ€fl"ig:'lfPl1'lfl----- ..

r! 'JJ d ~ 0.. Q..I

tn1JHUMUfliJtJ'YI1iUiJg:tn1f1JUflU 'Vi'W1 50 - 51 'W'W'\I11J'jbYl'Ul1'lfl1'\11t11f)1'j'il\01m'j•••
'iJ'\111'\11t11~t1bYl'U~t1li'j'j'iJ1n'jl'lf 2545•
· "'Vitllt1~ 4 m'jn1'Vi'W\01f1~t1'\11n'j~~1Jli'jf1'il"i'W U1g:UJiJ€fl"ig:'lfPl1'lfl tn1JHUMU---- ...

fliJfJ'YItfUiJg:tn1f1JUf}U 'ViUl 90 - 92 'W'W'\I1\!~bYl'Ul1'lfl1'\11t11m'j~\01m'j

'iJ'\111'\11t11~t1bYi 'U~t1li'j 'j'iJ1n 'jl'lf 2545•
"1Jruli 'j 'j 'iJ f1'iltl~ \0111J1bY'\I1n19:~VtJ'1i1~fll"i1<DtJm'l€f'lflUffl€fVl1 m -:j!'\I1'Vl'iJ'\11'Wm

q u q q

2542

h~Vim{!'iljt1JH~ 2540

\!t1J~ \!t1Jt1Jlf1'il !!~~f1'iJmnw frj'VllU'lf Benchmarking m'l,rPliflJmdJu~i!iff'YIH1j1nfJ
" ,

Vim{fli'~.y] 2 f1H!'\I1'Vl'iJ'\11'WfI'jB'Wl'Wf1HvJV!my 2545•
~ " • .I,.<!f ""'" '" '" , '" n I '7 '" " ""!1J~ m'j~eJ1"I ~UfJJ1il'YltJUAfltJ'I U'IJ'IPI !!lJ~'illf1 Benchmarking Workbook !\01t1W~'Vl~fl'!f)fl''iJ1HJ

~ rI ~ d.
'Vl'iJ'VlflH'\I12 f1~~!'\I1'Vl'iJ'\11'WfI'jBe Bright Book 2544
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lI] ".0. Q.I tI tI ~ fI ~ ") e;i 1 tI
!'V'/Cl'J'JtI11)'Jty'V'/'W~1~f1 'tYql1lf}"i"iUeJ~RfJ1"iAmg:fJ1"iV"i111"i f11~1'l'1'V'/1J'l11'Wfl'J !tJl\91t1'W{1'!\91'J 2530

'V'/~fffff1i 'V'/'JWii1~f11:l "f11'JtJl Competencies rifl1flf11'J'UfiU~" N-DVlfJ1"i"i1fJffVV-1111
<1l9 q q '\I ~ QJ

"" yV
757 (4-10 1JQ'Wltl'W 2546) 'I1'Wl 19

'J1W ~ffoHtlf11:l "ml1t1~ 5 f11'J1)~'1)ll1:l~f11'J~\91~\91~f){1'l'Ji'Wf)~fi'm" i'W V"ig:U'J€J'iT1"ig:'lIVlj'1fl
• OJ •

.., " .., " yV "" ""
fJ1"iiJVlfJ1"ieJ~Rf}"iU€Jg:'YI"i'tYfJ1f}"iUU'1:/fJ 'I1'W1 239-240 'W'W'I'11J'Jm'l.l11'lfl••

" •.
1'Jfff1~ lJ1J1J1'W'W'I'1 "Activity Base Costing Management - ABCM." Copyright 1999-2000

chaiyaboon brother group. [Online] (24 May 2003) Available:

http://www.chaiyaboon.com/seminar2003/details.html
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11;m 1f1~ff~M j-DfJf}1"ij-Dm;;~viiv"1if}1"i f11~1'l'1'V'/1J'l11'Wfl'J1'l'1t11\l'1J'Wl'V'/liJ'lf 2541
IV )I , j) 'j)

1'Jtll .tl'l'1'JfJ1'lfloHtI 'Hif}f}1"ij-DmiieJ~pfu Vi1J~flf~'¥i 3 f1HI'l'1'V'/1J'l11'Ufl'J ~'WI\9lf){I'l'1fl'V'/~'U~~•
2539

.<:::::l. tI.o. <)' d 9JQ..I' v...I t! .<:::!, 'J/

1Cl'J'JtI {1'1J~ !'lffl\91 "t1f)\91fl'WfjW.fll'Vf' f;/iJVlfJ1"i"ilfJ'iTUVlm 768 (20-26 m'l11fl1J 2545) 'I1'Wl 18

1~'lfl~ {1''W'I'1'J{1'11t1'''I1tl1t1~ 13 f11'J>U\91f11'Jf11'J\9l1:l1\91"i'W Af)f}'iT1"ifJ1"i'iTeJU'1fVlj'lllffUUUl•••

.c:::t. t! $I d.<:::!,.:::::!l. Q.I

'lIVl'J'1flfJ1"i'JNUHUf}€JfJ'YI1iU€Jg:fJ1"iR'JVRU '11'Ul 66 'W'U'I'11J'J m'l.l11'lfl1'1'1t11f11'J 1)\91f11'J
Q Q q II

'U'W'I'11J~ 1J'l111'1'1t11~t1{1'hJllt11j'J'J1J11i'Jl'lf 2545••
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,
~ Q..I' IV IV III_I 9J d
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