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ABSTRACT

The purposes of this research were (1) to develop the integrated documentation quality

management system categorized by criteria of Public Sector Management Quality Award (PMQA);

(2) to study opinions of experts toward the integrated documentation quality management system of

Chulachomkloa Royal Military Academy Hospital.

The research was Mixed Approach with qualitative method and survey research which consisted

of 2 parts, part one was the analysis of quality management system documents of Education Quality Assurance,

Hospital Accreditation and Internal Control Systems to synthesize co-criteria/factors and management

techniques/tools categorized by PMQA and part two was the study opinions of experts toward PMQA

categories and management techniques/tools. The research sample was purposively selected of22 experts,

the data was collected by using questionnaires. Statistics for data analysis were the content analysis, frequency,

mean and standard deviation.

Research findings revealed that the experts' opinions concerning the PMQA categories was at

the high level and in accordance with the utilizing PMQA for categories of the integrated quality management

system documentation also at the high level. As for the management techniques/tools, the experts' opinion was

at the high level.

I
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4.1 f111i\l9.l'lJ11~1J1Jlflflffnf111 ~flfln f1W.fIl'rU~~1J1W1f111ihU U1J1Jl1j'lJl'lf'lJ1fl. ~ ~
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'" ,. ,. <'t 'JI 'JI ~ • liJ

1'lf~1J1W1f111'Uf.)~!H'Y'Itn1J1~ !H11fJ'lJ'lJ1fJ1f.)fJ'Y'I1~'il~'ilf.):lJ1fl~111J'lJf.)tn~!1~ .

f111fffl'J:l11~fJf111W\l9.I'lJ11~1J1JIf.lflff1'j f111~fl f111fI W.fI1'Y'11~ ~1J1W1fl1 1'lJf.)~. ~
,. d CJJ jJ d ~QI QJ ef11~'Y'IfJ11J1~I1~11fJ'lJ'lJ1fJ1f.)fJ'Y'I1~~~'ilf.):lJ1fl~l:lJ'lJf.)1Jl'lJ~f1111'ilfJfl~'lJ

_. ~ 31 Gt' l.d ~ YQ../ 0 .dt , G.I 0
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" .

If.lflff11f1W.fI1'Y'11~~1J'JII'\hmm~'j~~1Jh~'Y'IfJl1J1~l1~ 3 1~1J1JlWf.)i'1J~11'il'il1flflW~m1:lJf111~11'il•
'l.h~lij 'lJ.fI1fJ1'lJU~~.fI1fJ'lJf.)fl

4 liJ'JI '''' '" • liJ.I.!5.2 n.Ul't1l !flUmflflffnf111'ilflf111fJW.fI1'Y'1'lJf.)~1~1J1JfJW.fI1'Y'1fl~~f.) !1J'lJ

5.2.1IBmJTn::UUtn1U1::tlUt;JomnvTH'tY1I1'l.JUI '~uti Hospital Profile

Unit Profile :lJ1~'ji1'lJ 1H'Y'Itn1J1~11fJ~1'lJf111U1~lij'lJ~'lJ1f.)~~1:lJ:lJ1m!1'lJHA (1J'Yl~1-20)

U~~1J1mi1'lJ 1H'Y'Itn1Jl~U~~1J~f11'j'i!'lJ.fI1'Y'1llU1Jm~:lJ'Y'I1~lfifJ'j~1l~f.)~ff~11'lfff:lJU~fl'j1J 60 iJ
., CV 4 liJ'JI "<!I .1 '"

5.2.2IBfJU'111::UUtn1u1::tJ'Ut;J0Ii11'tYtn1fffnn IflUfl fJ:lJf.)f1111J1~1:lJ'lJ

fJW.fI1'Vl.fl1fJ'lJflm~~1J~fl:lJfffl'J:n (ff1Jff.) ~ijf.)U 1~n'lJfJW.fI1'Y'1f11'jffflll1U~~nfJ~l'lJ f111U1~lij'lJ

~'lJlf.)~ 11. 'ilU1. ~ijf.)U1~n'lJfJW.fI1'Y'1flnffmn 11fJ~1'lJf111U1~lij'lJ~'lJlfl~U~~U~'lJflnUOU~~1'lJ

1'Y'1.n.'ilU1.

5.2.3 IBfJU'111::UUtn1R1Ut;JUi11117u '~uti 'VItT~fffli'1J1f.)~f11'jfl11JfJ1J
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d,. ,. "" ~ ~ '" 0.1 i '''''VIIH'VW1'JJl~ IHt'W'lJ'lJlfJ'jtlfJ'Vf'j:~~'iltllJtflm'il~'YI1'1l'lJ .'lJil'lJ~'\1'lJ1fJ'jUfll'j\9l'j1'il'illfl

flW:fl'i 'j lJ fll'j \9I'j1'ilU~~ U'j: lij'lJ flWfll'VffllfJ i 'lJU~~fllfJ'lJ tlfl'll tI.:iU~~: 'j:U U•
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<!I '" <!I ~ <lI"''1 0 •••• ..\l~llJ~ ~~
m:IJfl 'Wf) 'Wl11flfl n 1t1f1n~f)'W& 'Wm1 ~ 1t 'W'Wf111t'Vlfl l1 & ~:IJ1C}f~'IJfl:IJnf11111[J~l'Wtflf) ffl1 fI W.fl1'Vl

~ q

_I .., <lI <lI d
6.8 18fltJ11 fJW.fll'W'UtN1~ 1J1Jfl111J1~flU fJWiIl'Wfl11ftfllll l'I:IJ1tltI~ tfl f) ff11 'VI

i i .•• ~ ~",.J''1' J' i'" ~
H'VW1'U1n Ht1[J'W'W1t11fltl'Vl1~~nllflllmn111~'YI1'IJ'W &'W!1'W~l1 'W1t1'IJ'W\9IH Ht 1tI'W'W1[J1fl[J

'Vl1~lInllflllm"'l i ~tll oNtiijflf111111~n'WflW.fl1'Vlf)l1fff)'il1 i 1~t~tI'W'W1t1ifl[J'Vl1~lIn lIflllm'tl'ltrJ 'W
q tU q q

U'W1m~ t~ fli' 'Uf111\911111111~tiJ'W1I1f)flW~m 111f111\911111111~tiJ'W.fl1[J''Wun~ fI W~f)1111f)11\911111

1I1~tij'W.fl1t1'Wflf) i ~mhirm1'W i''U1fl~1I1\911j1'Wtm~1I1~tij'WfJW.fl1'Vlf)l1fff)'il1 (ffllff.)

6.9 18fltJ11fJWiIl'W'U8~1~1J'Ufln'lh~nufJWiIl'W h~'Wrn1JUll'l1l1t1il~ tflf)ff11 ~

'" 0 J' ~ 0 .It '" _I .•••
1I~'YI1'IJ'W\9I111U'U'UUr-l'W'lJflf11l'1'W~ t'Vl fl1'Ufl11\91nll1l1f)flW~m111 f111\Ol11111J1~tll'W111f).fl1t1'Wflf)

i~tlffm,j'W<W9lJJ'W1tm~i''U1fl~flW.fl1'Vli H'Vltl1'U1n ('Vl1'Vl.)
q

~ <!I .,I", 0 J'
6.10 mfltJ11fJWiIl'W'U8~1~1J1Jfl11fll1JfJ'lJiIlfHU l'I:IJ1t1t1~tflf)ffl1'V1l1 ~m'IJ'W\91111

1~t;jtl'U;j'flfhl'l 'W~ tl4fli''Uf111\911111111f)flW~m111m1\911111fffl'U.fl1t1, 'W(ff1ir f)~11111,jty:M

f)fl~Vf'Vl'Uf) un~flw~m 111f111\911111fffl'U 111f).fl1tI'Wflf) i ~mhir m1'W\9l1111t~'Wmh..A~'W(ff\9l~.)

,
7. 'lh~lv'tJ1Hjfll~-illl~'~1U

7.1 f111<W9lJJ'W1~1'W1~'U'Utflf)ff11f111~~f111f.}W.fl1'Vlt~~\l1W 1f111'IJmi1~'Vltl1'U1n

i ... ~ ~
1~t1tI'W'W1t11fltl'Vl1~lInllflllmn1q

:fJJ CVo 01~ <I
7.2 f111n~fl1111C}f1C}ffl'Wun~fIl1~' 'Wm111~'YI1tflf)ff11f.lWfIl'Vl m l'Ifl~flmff111ntl

11~ lJ~~1'W111~~1un~ ~1'Wfl1'U fJ1If.lW.fI1'Vltr1'W~1'Wt~ tl1n'W..
•••• ~ ~'11~' ~'1 '" <!I

7.3 t'Vl:IJ'Vl'Wfl11111fl11:IJt'IJ1&11l1t1fl~U'YJ&'W1~'U'Utflf)ffl1f11111~fl11flWfIl'Vlt'Vlfl
~ ~ q

ff11111t11lffhu'W~'\h~\1f)$lfl~mj'W~l n~fl1111ff'Uff'Wun~1Ji''Ut1lgtl'WVfff'Wfl~'IJ fl~1Jfl n1m' lfii

~ ~l' ~ '"fl11111fl1111t'IJ1 11fl tIl~ tI f) \91fl~ f) 'U~1'Wfl WfIl'Vl
~ ~ q

•• >J

7.4 rnfl 111''l,!fln 1miif.lWfIl'Vl:M1\91f111.yh~1'W.yj~;j'W f1111J~,j~~1'W1j1J1~ff'YIn.fl1'Vl

'" <I <!I <lI 'I ~"' .••• i i'" ~r-lnn'Vl1iflfl fl1111'Vl~'Vlfl&lIun~fl1111r-lT,!'IJ'lJfl~~1'U'U1f111Un~ H'Vltll'U1n Ht'itl'W'W1t11fltl
'JJcv I ~ ,J , t:S!J/

'Vl1~11n 11811mn1'Vl1PJJ'W1fff111 tlJ'Wfl~fl f) 1Ul'I ~f111t1tI'W1
q ~ ~
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fll'j fff)1:l1fll'j'WWlhI1'j ~1J1J1t)f)ff1'j fll 1.ij~ fll 1tJWfl WU';1.;j\j 1W1fll 'j 'II~Ni 'j .;j'VW11J1'I

i '" iI iI 31"'>QI 1IJ i1.!/ ..d ..d iI i QI ii' <!I
H!'j£Jhlhl1rJH)£JYf'j~~'1'i1f}1Uf)m f:j1'i1rJt~fYf)1:l1!f}f)ff11'VUf)rJ1'IJf}.;jhl111'IJf}\9I1.;j'1 flf}

, " • 31
'" '" '" <OS iI "''I iI ~ '" "" "" <!I QI i QI1) UhI1fl~U'I~'YIf:J1:lU'VUf)rJ1'IJf}.;j'YIt '1f11Jhlmflhlfl/lm f}.;j1Jf}Yfhl!lhl'H 'If) hifll'j 'iI~fll'j

i~i1 .9 iI '" 0 QI iI 0 i J •..
11t~1J1C)f.;j'IJf}1J'If)'iIf)'j 'j1J ff11111Jfll111rJ.;j1h1\91f}1J'lJf}flll'1hI~ hl1t)f)ff11 flW.fllYflYf61 1Jfll'j \9111'i1

~ q

'il1f)flW~f)'j11Jfll'j\9l'j1'i1fff}1JU'I~'l.h~1ijhl~'1fllrJ'hlU'I~fllrJhlf}f) 'IJf}.;j'j~1J1JtJWfllYf3 'j~1J1J'~uri

'j~1J1Jfllnj<:i~tihlflWfllYffll1fff)1:l1 1~1J1Jm11J1~tihl flWfllYf i 1.;jYfrJ11J1'I U'I :l:'j~1J1Jfll'j fl11Jj;\1J
q q '4

fllrJ i hi .ij~~lU hlf)\9I11Jtf1WcntJWfll'nfll11J~ 11T:i.ij\9lfll'j fllfl~! i \9IrJijuhi1fl~U'I:l:'YIf:J1:lii~1~rJ1.uf}.;j
~ ,

~.;ji1 (1) 'YIf:J1:l~fll1.ij~fll1 (2) 'YIf:J1:l~1:l:1J1J(3) mlf)fll'jvrWlhl11J~1J1J~.;jfll'j".ij~fll'j').;j'il1!~iJ.;j
~ .c::=.';" ~ 0' ~.c:. tI

(4) fll11J'j"1111U1J1J\j1W1fll1 (5) fll11J'j"'H11tJWfll'n'YI1'Y1.;jf}.;jflf)'j (6) fll'j1J'j1111!"lf.;jf)'i'l~'YI1i... ,
(7) fll11J~1111fl111J!ffrJ.;j (8) fll11J~1111~.;j~'i'lff1Jf:J'YI~(9) fll'j.ij\9lfll1fll1!'l.1ftrJhlU1J'I.;j

~ tI QI QI tI QI 9J
(10) Yff:J\9If)'j11Jf}.;jflfll'j" (11) fll'j'iJ~fll1'Y1'jYfmf)'j1J'41:lV (12) fll'j"'iI~fll1fl111J't

" '" iI(13) f}.;jflfll'j"fll'j"!1V'tJ1
•• 'JI ~ .!/ ~

2) 111 Wf)'j 11Jvhfi V1 'IIf}.;j !1JhIfll1'Y11J'YI1h1~Hfl111Jl1JhI1I1U'i'l:l:fl111J11111rJ'IJf}.;jfll1

~h!'l1h1fll11~1J1JtJWfllYf i~rJ,t1 '1JU'i'l:l:~1~rJ1.uf}.;jti1Jfll11.ijrJ '~uri (1) 1:l:1J1JtJWfll'n

_I QI ~ i '" iI iI QI(2) fll'j" u'j:l:f1h1flWfll'nfll'j"Mf11:l1'IJ f}.;j 1.;jl1rJhlhl1m f}rJ'n1~'iI'i'l'ilf}1Jtf1'i'l1(3) fll1 'j1J'jf}.;j
q q

~
m:l:1J1h1fll'jtJWfllYf i HYfrJ11J1'i'l (4) fll'j"fl11JtJ1JfllrJihl i~rJ11V'i'l:l:lVrJ~'IJf}.;jU~'i'l:l:11Vfll1ij~.;ji1

"'" OJ1. 't1qllctlfl1·Hl~fll'i (Management Theory)

1.1 tl1nJ't'ItllfJ'U8~nT'j.n~m1

QI "'i iI i i1'" QI .!/ i 0 ihlf1'Y1f:J1:lQhI~fl\9lhl 11'tJrJ11Jf11'j'il~fll1 'H1J1rJfHfl111Jff11J11fJ hlfll1111.;j1h1 ~t1
QI 91~' d " ,l::t. ~ Q.1 I QI QI , QI ~

61fYtI~f}'tJ"lf1t1\9111J'YI\91f}.;jfll'j U\9IUhI1fl~~1h1 fll'j 'iI~fll'j 'j 11Jff1JVf1'i'l'l.J1Jf}.;j11 fll'j 'iI~fll'j flf}~
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fl1'j'YhHUnUtfl~ij~~ijUCl~'VIi'l'W1fl'j1PiH"l ~1'U1'U1JlfU~ijU'j 'j{ltijl'H 1JlfJ~~ij~fl1'j UfJl1J'tm~•
., '1~.,,,g,,g ..\'1~ -~ " .,::

fl1'j'il~fl1'j 'UlJ'iI'ilU'U'iI~'H1JlfJO~fl'j~U1'Ufl1nt'ltl 'HU'j'j{ltlJ1'H1JlfJ'tIij~tl~f1fl1'j1~fJmfl'fJ'tI'UlPltl'U••
1.1.1 fl11'JNUH'U (planning) 'H1JlfJ~~fl'j~U1'Ufl1'j'1'Uf)nfi1'H'U~tijl'H1Jlmm~.,

~WJ'U111ifl1'j~ltU'U ~1'U'1'11'U'j'jCltij1'H1J1t:J1!'U•
U" •• .:9' 0 ~ d

1.1.2 fl11fJflfJ~"fl11 (orgamzmg) 'H1JlfJO~fl'j~U1'Ufl1'jfl1'H'U~fl'jijUtl'ltl'VI'il~

, 1J~fl1'j~WJ'U1UCl~1JijU'H1J1fJ~1'Ufl1'jU1'H1'jUCl~~~ff'j'j 'VIi'l'lUlfl'j fl1'j1J'j~ff1'Ufi'ilfl'j 'j1J1Pi1~"l'1'11'
o d _~
ff1t'j 'il1Pl11JtlJ1'H1J1fJ

• "g '1 '1~"" "" '1 ~..\ '11.1.3 fl11'U1 (leading) 'H1JlfJO~fl'j~U1'Ufl1'j 'Ufl1'j "l1ij'VI1il'lClUCl~'iI~'ilNij'U 'U••••
ij~tl fin '1'11'Vh~l'Ui11Jn'Ut~ijU'j 'j {ltij1'H1JlfJ'tItl~tl~tlfl1'j•

1~fJfl1'j'1~'VIi'l'lfJ1fl'jm~fl1'jU1'H1'j1Pi1~"l'~uti1Jl!'HV 1ff~tJ1Jfl'jW 1~'U'V.l'U
I • JI JI.

ff1'j ff'Ut'VIfI';1t f1fJ1;jtl~mh~t '111J1~ff1Jii1J'j~ff'VIi.fl1l'lUCl~1J'j~ff'VIiNCl 11~'H1J~i1~tVJ ij:U~rit ij I'll1J1fJ•••
0' e:i ~ \Ii j} ltt 'Q fj/ ~ '1 0 "" '1 "0 d .c:! 0 cv Q.I

ij~f1fl1'jlPll1J'VIIPl~11 t1J1JNU'j'H1'jfl'U~ff11Jl'jO~lt'U'U~1'U 'Hff1t'j'iltl'lfJ~Clll'l~ tl'l'j1~fl1'j'il~fl1'j••
~ 0 oJ d ~ '1 ~ ~ 1lJ ., ~ "" 111' ," '1 .•• ~ dt1J'Ufl1'jm~1'U'VItf)fJ1't1ij~UCl~"l1f1'Wt1J'Uf)Cltmhflfll NU'j'H1'j t1J11tl~f1fl1'j1J'j~t.fl'VI~ 1J'H'U1'VI....

~1'Ufl1'j~~fl1'j tm~u 1tmt'YIflUflfl1'jU1'H 1'j1Pi1~"l1Jl'1~mh~t~1J~ t~tl~~ ~~~~~'H 1J1fJ'tItl~

ij~tlfl1'j ~~'Utl1tlfY ulPi~u1Yl1'j.fl1f1i'Jtll 'iI'i1:ii.fl1'j: ~fJ1f)f)11'tltl~mf)"l1'U1~m1ll'l1~fl1'j ~lt U'U
91 _~ dllJ 1 QI 'JJ' '1 fJJ d d 0

~1'U~1'U'j~UUfJW.fl1l'l tl'l 'j1~t1JlYl1J1fJ'VIA1J"l1~t 'iI'Utm:lPltl~tl~.fl1V 1Plf){]'j~tUfJU'tItl~'j1"l1fl1'j'VIm

'1'I1'1:u fIrl tl~~1

.,
1.2 ~hi'Ufl11-nfll'U1fl11ftfl'U1nq'tJafl11~~fl11 UIPiCl~U'U1f1~'~~~i1

1.2.1 fl11iftJIJ1fl11U1'1fUm.JUflJD111a"(Classical management approach)
Q.I QI .q "

1) fl1'j'il~fl1'j1Pl11J'HClf)1'V1fJlfl'lffm(Scientific management)

2) fl1'j~~fl1'j\Pl11J'j~UU'j1"l1fl1'j(Bureaucratic management)

3) fl1'j~~fl1'j\Pl11JUUU'H~f)fl1'jU1'H1'j(Administrative management)
It:! fU ~..::. J.

1.2.2 fl11"tJIJ1tJ11fJflfl111!f~'WqfltJ11Ulfurfl1 (BehavIoral management

approach)
<!/ "" ""1) fl1'jfl'f)'H1m~'iI1Pl1'V1fJ1tJ\Plffl'Hfl'j'j1J(industrial psychology approach)
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"d.o QI QI 31 ..c!I .c::!

2) 'VIfJ'lJtlm~'U'lJUfl1111\PlU.:!fl1'j(Hierarchy of needs theory) 'H'jU'VIfJ'lJtl

fl1'j~~l'il'lJu.:!ll1ffl€rJ (Maslow's theory of motivation)
d d

3) 'VIfJ'lJtlX U~:'VIfJ'lJtlY
4 IV .q _t;!

1.2.3 f)1"ifJf)'H1fJnf)Rf)1"i17l~1I"i1J101 (The quantitative management approach)

1) f11ff\9l{fl1'j.ij~fl1'j(Management science) 'H~Uf)n1.ijtlfl1nJUU~f)n

(Operation research)

2) fl1'j.ij~f)WUUU~fl1'j (Operations management)
" .....3) 'j:'U'U'lJfJ\!~fl1':i'il~fl1'i(Management Information System: MIS)

1.2.4 f)t1J"'q'H8f)n9Rf)1"i~:UfJ1'11J Hlun
d

1) 'VIfJ'lJtl':i:'U'U(System theory)
d.o' ~ tI

2) 'VIfJ'lJtl\l~fl1'jt'lf.:!ffmUfl1'jW(Contingency theory)
d

3) 'VIfJ'lJtlZ 'lJfJ.:!Oucm

4) TQM: Total Quality Management '1~'1

.,.
2. r1q'l:lcQ1~'lJ'lJ (System Theory)

.c:i , , ~ I I J lIJ •• 1 Q.I" '1 , ,
'j :'U'U 'Hll1t1m 'HU 1t1tlUtI\9I.:!Ul9lfffJ.:!'HU 1t1'lJUmll1'i1llflU & ~tI'HU1t1t1UtlU\Pl~:'HU1t1

iifl1111ffllliu -6t1U;.:!1U 1m~ff! Htm:fJW ffllU~ iimYl~trJu flff'i:~f)flU U~:rt.:!'Wlmfftlt1Uiifl1'i

l11.:!lU-I1llnUt~fJ'U'i'j~1\Plf;lU'j:ff ~flt~tl1nU iifl1'jtflguu i'H1t~mmmU~tlu ffffl'j'W"'~.:!lU U~:••
" , d -'l , 0' 4 'I '1J ''I
'lJfJll~'lJ11'lJU.:!ffln:'U'U\9I~U~n~lllfl11lltl~'HtlU\PllllffmU fl1'iWt'WfJ& 'H'j:'U 'UUti &U.fl11:ffll~~

qJ II cu q

.I_I J! •••
2.1 8~fllJ'i: m)1j'W'U!1'U'lJ8~'fIq1:l.Q 'i~'U'U

•••• A I 0'
2.1.1 1\PlQlJ'j~ff.:!fl(Goal)

,
"" • '1J2.1.2 ff.:!Ult'lJl (Input)

""2.1.3 m:'U1Ufl1'i (Process 'H'iU through put)
,

"" .2.1.4 ff.:!U1UUfl(Output)
''1J '1J ••••

2.1.5 fl1'jff.:!'lJU\!~tltlUfl~'U (Feed back)

2.1.6 fl1'jfl1'UfJll (Control)
~ 'JJ •

2.1.7 ff~U1~~Vll (EnVIronment)
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~~ .c9 ~ ~d oJ, 'JJ QI d'L:::!o f/ , .c:t d
1'Iifll 'i ';j~'lJ'lJ'IN t lJ'U1'Iifll'i 'Yl <.IflHlfl\9l'i'i flff1 "1'\9l'i 1'YlrJ1ff1"1'\9l'itl rJ1'U.u'I119JF-l(l tm ~lJ

'" '" .
fl11lJ ~:JJ~'U1iti'UiU\9l1:JJ';'U\9ltl'U<1f1rJ',rm~ 'lJ1'Ufll'i11,m (llrJ~lt'Q'U iUtl~Hl9im;jtl~ U(l~ff1lJl'ifl

, '" oC\ Q.I •••I "3J C\od 4:l rI, 'JJ .d
<.If1fJ'11fll'i'Unn'i'U 'i'i'J1\9lQu'i~"1' ~fl fl1rJ1'1ifll';j'Yll~1'YlrJlff1"1'\9l'itlm~\lfl\9l tl-:JU(l~t'YlrJ~'Ii'i'i:JJ

<C\ ~ 4 ~ ,
2.2 tllUJtlAI",n~'lJ'lJ'tt10tll1tlAOtlHfl1~1fJ'U1~'lJ'lJ (Systematic Thinking)

tiJ'Ufll'i:JJtl-:Jl(lfltl~l-:JtiJ'Utl~ti'nlJ lflrJiifJW"1':JJiJ9i~~hfity 5 U'i~fll'i fitl

7 1lf!'J' '.'" ~ , ,d '"2.2.1 1::UU »OJm,'JfNU11U'IltJ-:JU1Uu1::0tJUfJtJfJU\9ltlJ'UflWfll'Vf 'I1lJ'Yltflfl
u •

_ I '" '" "''' ". I • ~ 1lJ ' " , ~ "" , _ 1 11) "\)1fl u tl"1'lJ'Vf'U'Ii'Utl-:Jtl~fl u 'i ~fltl'lJ OtlrJ9f~ ~:JJ"1'1lJ11fit 'U1 \)\)1flfll'i UrJflY1flll1'Yl(l ~"1'1'Uu 'i ~fl tl'U ~fl...
""t" """,, IV 'fit IV I _I "2.2.2 1::UUUIfIHU1NflllJItJUOUtJf/IuU'JfU, (Hierarchy) t<.lf'U fl'Uu'i~fltl'lJfl1rJ

, 'lI!!t .d ~ ~ 1 d ~ "...1' ClI rI Q.I JJ
"1'1'UOtlrJfltlt 9f(l 'Yl'i 1lJ fl 'UtlJ'U'i ~'U'lJU\9ltl'Um lJ'Utl-:Jflu'i ~fl tl'lJrJtlrJ'Utl~'i ~'U'lJ'Unff'U 'i ~'lJ'lJ9f'lJ9ftl 'U

'" . '"
\)~cUtl'Uti'U tiJWM'UU(l~'Ylfltl ~1-:J"1'1lJl'i fl t.;ftllJ lrJ-:Jtl-:Jti 'U11-:J'I1lJfl• .."7 IV J) '" "I ~ '" "2.2.3 m1fJ::'''1 fJ1::UUUUflfHUO-:JU1UfI(Context) 'I1'itlu\)\)rJU1fl(ltl:JJ. '" .'\' ",\, ~ """"""'" ••• 11)' ~"11) " " I "I '\'~flfJ'i tl'lJfl1fJ ~flrltll 'Vf1~'i~'lJ'Utufl'YllJ<.If1\9l'U'U ~:JJm\)lJtl-:JtlJ'Utff'U\9l'i-:J~fl \9ltl-:J:JJtl~tlrJ1-:Jt<.lftl:JJtrJ~

" " 7 IV IV" .,'" IV IV " " ,2.2.4 fltJ-:J'''1 fJfl11UUU'Y'iU1illU::Ul]UU'Y'iU1i(Feedback) fll'i\)~t'U1 \)

""" ",,,g •..•.. " ~ •.. , d" d"
U'i1fl{lfll'i W fl\9ltl~t'U1 \)fl~fl11lJfflJ'Vf'U 'Ii'Utl~u \)\)rJ\9l1~'1'Ylt'U1:JJltflrJ1'Utl~

,,"''''''''' t"" ,2.2.5 m1fJ1fJ11iflfJllUUIfIHU1N (Structure) U1go1::U1Um1 (Process)

" .1 .I,", '" '" ,\," d •.• " d _Id _Ifllu'i~fJfl\9l <.If'Ut<.lf~"1'~fl:JJfll'ilJtl~U'U'U tflH"1''i1~t'i1\)~m'Umtl'Utl'Ut'U:JJU'U~ mfl\)~tu(lrJ'UUu(l~•
'!II ••• d , , •••••• "d "11)_1_1'" _Id 11)"

U\9lflllf 'UlJllJ tl~ m ~'lJ1'Ufll'i t'i 1\)~m 'U\)fl tltl 'U<.Iftl~'Yl1~'Utl~fl11:JJ"1':JJ'Vf'U'Ii'Yl\)~t'U1 tu u 'i 'lJtu (lfJ'U t fl•
i oC\ .q .e!i rI ~ ~ QI 1 ,d,q Q.I Q.I tlQ,I

'i~ 'U'lJ 'Ut<.lf~'lJ'i'l11'i If:JJ1rJfl~tl~flmU'i~fltl'lJ'I1 'itlu\)\)rJ\9l1~ '1 'Yl:JJfl11lJ"1':JJ'Vf'U'lifl'U

U(l~ii ~h'Um ~'Yl'U19itlU \)~rJ'i~w.h~ti'U, 'Ufll'i ~1tij'U~1'Uti4 tl ,,r 'lJ'i 'i 'J1\9lQU'i~ff ~ti''Utl~tl ~ti'fll'i

'" 0 , 9J 3J C), QI , QI QI rI , , I' "
lJlJlJtl~t'll'~ 'i~'U'lJ'Yll '11F-l'lJ'i'l111\9l'i~'I1'Ufl 'Ufl11lJ"1'lJ'Vf'U'Ii'i~'I111~"1'1'UOtlfJ 'Utl-:Jflfll'i. ~

oC\.q QI 11) , I bJ' d'd fjJ ,

fll'i1'U \)ll fJUtlJ'I11\)~tlJlJtl~U 'U'UUOfl"1'1'U t:JJ:JJtl~tll'Vf1~m\9lfll'iW 'YllJlm~\9l'U fl11:JJ"1''U\)U(l~" ..
'" 1lJ_I~ '" d ",.1, '" "g '\' "d ~'W\)lHU1 tufl~U'lJ'UUF-l'U'Utl~'Vfq\9lm';j:JJ'Yltflfl'U'UtlY\9l(ltlfln(ll 'Utl~flfll';j ';j1:JJm tflH"1'n~'Yl9f~

, i"" "' ... , ~ "..., "''' ~fltl 'I1tflflU'U'lJUF-l'U'Utl~'Vfq\9lm';j:JJ~Hfl(l119f~tn1\)fl 'U'U1lJfll';j1tm1~'I1"1'1ml9J'Utl~uty'l11

• ~" " 11) _I" d •.. '\' "'1 _I'" .Id ••(root cause analysIs) 9f~\9ltl~t'U1~u'Utl~tfl01fl'U tflH"1'';j1~ t'Ufll';jlJ';j'Utu(lfJ'U'Vfq\9lm'i:JJ'Utl~fl'U

U(l~tl-:jti'fll';j ("1'flliJ'UW\PJJ'U1tmd''lJ';jtl~fJwm'Vfh~'Vf01'lJ1(l 2548: 59)
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,
3. 't'i~flfll";jnf)f'Ul..J1'lJ..Jl~fll";j~~fll";jl~il'n~ij.~(Deming Cycle)

~ .co..ct Q.I Q.I tJ' d ~ QI ~

f1l'i'U'i111'i~1'tJUt'l~fl'ilm'i:JJllfl111lffll'V"l.JtiUt'l~tfltl1't1~Hfl'tJ4 'tI'tJ\9HJ'tJ'tI~H
• JJ jJ. ,,,

m~'U1'tJf1l'iVil~l'tJ.yj(~tlwh 1~~fl PDCA U'tJ!1J'tJ'u'tJ\9)fl'tJ.yj~lt1J'tJ~fl~lliiu~\Viflt'Wfl~ '~iYlHl~
., .,

fifl Plan- Do-Check- Action ffll1 i''IJ'iltl"~t ~tl~ 'tIfl~fll'i Vi1~1'tJU\Vi,,~'Ii'tJ\9)fl'tJij~~ufi fl

. ,
d ~ a 'J/

fll'Vl'Y12.11~'il'it~1l~ (Deming Cycle) l1'ifl "1~t'lfl PCDA"

d J .q QI .c:~~Qld
'VI:JJl:f1W~UW'VItlfflff\9)'i1l'Hl1'V1tllt'ltl'tJt'iff1'i'Nlmm..N f1'tJfI'tJ1'tJ'VI30 mflfJlflll 2550 'illfl

www.med.nu.ac.th/office/PASSADU/DATAlPDCA[I].pdf

<!l ,
P l1:JJltlfH f1l'i11~Uf.l'tJtlfl:JJ1'illflPlan

<!l I

C l1:JJllltHf1l'i\9)'i1'ilfffl'Uf.lt'lllfl:JJl'illfl Check

A l1:JJltlil~f1l'ilJiiu~m'~'illflfl1'i\9)'i1'ilfffl'U ~fl1l1'illfl Act

, . .,
1.2 fhl1'tJ~1nf1l'iVil~1'tJtVlfl'U';j"j~ti1l111l11lVi~~'~

~ d _I"'" •.•••• d ~:II ~ '?t
'llUPl8'UrI2 1J!l1JPlPlUmNUrl1Hf'J (Do) &]j'~'il~U'U~t1J'tJ .,

2.1 fll';iffm,:mtt'l~NflmJ';j'll1,rt~l 1'il1'tJ1nf1l'iVil~1'tJ1'tJu\Vit'l~f1i'~ Ut'l~t'l~:Ufl

http://www.med.nu.ac.th/office/PASSADU/DATAlPDCA[I].pdf
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:'.:l ~~:II.~:II .k~
"l.lU11I8'UfI 3 l1In;)tf81.HJ~f11~f111tJmrJ (Check) C]f~tU'Ufll':iIPl'j1~ffV'lJ

91 91 tI ~f111lJfll1'H'Ul'l1V~~1'U Ui:l~fll':i ':i~tlJ'UNi:l

~ ,";, 91 ~ 't1 ,,;0 <!I 1 '3.1 t'VmlPl':i1~ffV'lJ11 ~1'U'Yl IPltu'U IPlllJlJllPl':iitl'U'Ylfll'YI'W1Pl'YI':iVlJ...
<!I '" 91 _91 <!I"

3.2 lV1vm 1~ffV'lJflW i:lflllW~'YIHlPll'WfJWfilVlIPlHlPlllJl1Jl'YIlJ1t1'Y1':iVlJ

~U11I8'U~ 4 f111t11'lJtll~uG1"l.l'lJf)""~8~ (Action) lrlVIPl':i1~ffV'lJ~~~1~l1llPlllJUN'W

VI'lJ'h~ri1'W'lJflVl~fN1V1':il~UN'W'1i~ 'YIiVl1l 11i1~lPlllJUN'W ~V~u(l1'l1ri1'U~'lJflVl~V~ IlPltl

91' 91 91. _91 '" ..\ 1" 91 ~ , ~.1 ""
4.1 Ufl 'lI1Pl'W1'YI1PlUi:l1'Yl1fll':i1JfNfl'W lV1V lJ 'YI1fllPlfl1llJ'lJf)VI':iV~!flIPl'll'WVfl•

"4.2 'YIl'Yl1~iWJ'Wn~'lJ'lJ'YI i vtli'1Itl1 ~fll':il1l~l'Wir 'WI:')11PltllPlH

1~ ~':itlPllJrl~ ilV';h~f11llJ 1fl'W~hti'tl.JVdl~~~ i'Wfln ~hl ij'Wfll ':i':i~11'lJfIWfilVll'd V~~1flu •

91 1 't1"""'~ ~ " 0 •• ,,. '"m lJ {J'lJlPlm 'lJ':iV'lJ1U'W1~~mi:l1fll':i'Yll~1'W flWfl1V1~~'lIllPlfl1llJfflJ'lJ~W 'W1VfllffVl~'W1U"~

t1'" tI , ".••.1':i'lJ H 'YI1Pl'll'W•

v •••
4. tlT'H)AtlT'nV~\l1tl.nfll1 (Integrated Management)

" ..
UN'Wl~'W1Jfli:llm Ui:l~fll':itl~-U~lPlllJUN'W~ 1lJt1'U' 'W.w'W'fil{Jl'Y1lJ1t1'YIiVfl~lJl{Jl'Y1lJlt1'fitiWI 'WfI

~ ".d Q.# ~ 4 Q.I ~ 0 1 ' 0 d Q,I ~

IPlllJfl1m~ 'YI'W1'Ylfl1llJ':i'lJNfI"lfV'lJ'lIV~l'Jflfilfi fll':iVlWl'W1 tVlV'W1 t1~N"ffl1':i ~lPl1lJ1lPlQt1':i~ff~f1

_91 ","; 1"tm~11Jl'YIlJltlfll':iVl\li1l'W1'Y111~1"

<!I

'lJ':iWlfl1':i f1V
OJ

ct, I fI .:, #!I ~ Q,I ." d
4.1.1 lJ'H'W1t1t1VOV~f1t1':i~flV'lJ ''If'Wff1'W'YI':iV'lI'W':i~IPl'lJU~ \PIl'W'YI~~1V1lJ1

9.1 1 I 1

tI
"91 QI Q.I' ~..:!l .c:::!t. .c:I tI ,,3J QJ ~ ~ I , •

':i~lJ1i:lt'll11Pl1t1fl'WV'W'WflVff~'Yl~~lV1lJl ':i~lJ1m'll1f11t1fl'W f1V ff~t1VtI ff1'WtlVtI
" • .k "

4.1.2 'YI'\..htldvmfl'W~'Wir'W~f111lJfflJvr'W; l;1VlJlO~ fl~VlfftlC]f~t1'WUi:l~t1'Ufl'WU
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.Ii 31 31 '" 31 d 31 d '" "', '" .14.1.3 11JV~11J1'll1~1t1fl'WUi'l1fl'il~f1111Jm'Ufl1'W1\PI1J'U~\!'HUt~ rJ1Jf1111JlJ~~ff1'W
~ ~ 11}~d .::t 4 lfI"d 4.::1. 'j1 tI ~ .c:!d~.::t 0

fli'l1Jfli'l'Wlfl~fll1~ t~'Y1 Ym~ l1~Vff1J~i'lYm t~'YI11~V'Vm~ff1J~i'lUi'l1 V~f1n1J'W'W 1J'l11\P1'if11~1~~

vriUtl~~Chl'u'Wi 1I~hrJ~U'W1iJ'Wfll1~'llV~'U~W 1fll ~~ ~

1~rJfflllfl111J'llV~ "fll~\!~W1fll~" flV fll~~~ff~mi'l~~~~1Jffnl'lfhtr~'llV~

"V~flm I9i~U~1\P1Q~'U'YI1l'lrJ1m 1Jf1i'llm m~'U1'W~1'W1m~i1'il~tI~1~11~rJ'thl,r1fi~flnll~~ff1'W .

:h1Jn'Wvri1~ffVflf1~V~ fli'l1Jflil'Wn'W1'Wfll~~h1ij'Wfi'ilm~1J~1~11~V 1,r'U~~'fJ1\P1QlI~~ff~fl1'li'W
~~'j141'J/~ d 'J/~

fll~f-.li'l\PIff'Wf1111~Vl1'U~fll~'YIi'lflml'l~l'lV i 'iJ~

"" "" .•.4.2 O11'Wf)l'U 11~'U'UO11;)~ 0111'11'-:J'\I1W1011
~ "

lI~~m~! ~'YIill~~ff'YIi (2008) i~1111ff'WV 9 ;r'W\PIV'W'llV~fll~~9IJJ'W1~~'U'Ufll~

"Q.I Q Q.I .::t

'iJ~fll~1'if~'U~W1fln fl~'W~
••• , , .Ii, d

4.2.1 11fJ11:;nlIf11Uf11'tY"IJB~B~flfJ11(Status Analysis) 1l'lV111~~VV'W ~~U'll~

lvfllff Ui'l~VlIff~':ifl•
o ~u cv 'v ~ ~

4.2.2 fJ1nUf111ItJ'fIfJUhlU1ifJiJ(Vision/mission Defining) Ui'l~fli'l~'YI1i'llV~

"' , 31 '"V~f1fll~VrJl~f1fl\PIV-:J'l1~U'iJ'W~

4.2.3 1:;'l,ffJ1:;'lJ1'UfJ11"IJB~B~rffJl1(Process Identifying) Ufffl~f1111J1~V1JlrJ~

1'W111'llV~N~fll':iVi1-:J1'W(Flowchart) Ui'l~1J1\P1':i!1'Wfll~lIiiu~~1'W (SOP's) ~1~tl1'11V~ ~~f11~~V~
"Q.I tlo ~QI QI rI QI ~ rI

ffV~f1i'lV~fl'UlflWlfIfl111'W~'llV~ ISO 9001 :2000 1fftJ'YIff'WUi'l~l'l'W1ifl'il'llV~V-:Jf1fll~

"• 7 II •••• , ,.1'" "I , 31
4.2.4 fJ11'f11nI1tJ'lJ~1tJ(Simplifying) tflrJfl1~lJ~'U~V tf1Hff~l~.. '"

(Reengineering) lhiJ'Wm~'U1'Wfll~'il1flfll~~11J 2 fi'ilm~1Jfll~~~fll~n~1~n'Ut'l11~1Cln'W .u'Wmfl
. '"

flV m~'U1'Wfll~Vi11 ,riiCl'U~lCl 1~tlfll~~~'U1m~'ll~flfi'ilm':i1Jnll~lff'il1flflWth 1'W;r'W\PIV'W~l~G'l•• I
" , .

'tmfl ill Ui'l~;r'W\PIv'Wfi2 flV fll~UVfluu'Ufi'ilm~1Jimjn~l~ i 1I'iJ1m~1J
o ~ d Q.I

4.2.5 fJ11fJ1nUfl'lJ'fI'lJ1fl (Charactering) ""1J1Clfl~ fll~1\PI':iCl1Jm~'U1'Wfl1~1~
iI I • "

""~UI9i~lflWcn1~ 1~Uf-.li'lf-.lil\PI'llv~m~'U1'Wfll~nm1J1~ff1Jniitlfl1119i1~1~ (Key Performance
~ 4 'j1" 'J/ Q.I 5ff QI Q.loev.d0131

Indicators,KPIs) 11J'W1f1~V~ff~'Y1V'Wf1111J\PIV~fll~'llV~\1flm Ui'l~1Jfl'il~l1J'Wi1'il'ilCl""i'lflfflf1ty'YI'Yl1,..,
'" '" ,

m ~'U1'Wfll~ijll ~~ff'YIi flll'l i 'W'u'W\PIv'Wihm~~ i~i 'W111uf-.I'WN~fl1l'lfiff1J\!~W'
" .

4.2.6 fJ11~flA1UVlnfJlIB'lJ (Monitoring) 1iJ'W;r'W\PIv'Wi,rf1111J~'Wi'il1'Wfll~
I • 1 jJ,

1~ f-.li'ln1f)Cl1n'Ufll':it11J~ 'WUi'l~fll~ f1~uri'lJV~m ~'U1'Wfll~ ~~lT'Wff1'W'llV.:JHi'lf-.lil\PInilhiJ'W i lIm1J~
'"3J 'j1 9J Q.I Q.I" 0 4 ••.IQ.I •.•.1

f1111J\PlV~fll ':i'lJV~\1f1f11'il~\PIV~\lflf11'UfJ1J 'WVfl 'iJlfl 'W'WrJ~\PIV~fll1 'W'Wfll~ lJ ':i'U1J1~m ~'U1'Wfl1 ~
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, .
, "' 1 -,"' -, 7""f4 '14.2.7 WJ1U~~U'U'Utn'iU'i'IJU1~ 'lfRlI'U (Determine of Improvement) 'tH1~1

, ., ,
'" 'JI", '" 'JI' '" 'I tI '" tI'" "" "" ~ 'JI 0 'I'VIm1J1~ff:JJH1lJJ:.l~"IfVlJ'il~~V'I:JJ'UJ'W rl..lfl1'j 'jlJ1 mJ'I...I1'VWlJn~'\1'jVfI'Ifl11:tJ1lJ'I...IJ:.l'l...l1~'I...Ifl1'j

~ q q ~

U~'I<U'I...IU~m~lJ1'1...1 fl1'j ~~'j tlUlJlJ '1'\11il1dh1f11ff '1'1'1...1~1'1...1'IlJtI'j~:tJ1WU~~fl1'j~'I'VI'I...I nlJfI'I...I•••••
4.2.8 tn'itlf'IJtl1~7ntHf'U (Improving, PDCA) fl1'jtl~lJtll'lvd1'1ftmn~'I...Iftvv

, tl1~'1...1~ 'I~hflty '1'I...Ifl1'jtlihtlu~~ fll1m'j:tJfl1'j Uff~'IV flflfld1'1t'l V'I...I'\Jfl'l1Jflmm i ~V P- D-C- A

V'IfI'I 11j'l...l~h'l...l~hflW '1'I...Im~lJ1'1...1fl1n;WI'I...I11;1'1lJ":iW1fl1'j
u ••

4.2.9 tn'i-DRltlU'IJ'IJ7m,;(Redesigning) (11fl1'j tli'lJtll 'IU lJlJfld1'1fiflm~'1...1 fi flV

, tI'1i1fl~tI'j~ iV"ll',J \l'I"l~ '1'1...1fl1'j '1M'J:.l~~fllJU'VI'I...If11'j~fl'l1i1flflfl1'j ~~1tlUlJlJm~lJ1'1...1 fl1'j '1'\11i

.
~ .cI Q,I' J Q.J

4.3 U'Ulf1~Ufl£llflumwcn1HlllfJW.fll'W

'I tI d '" 'JI 1lJ'JI'" 0 '" '" 'I ')I t 'I~'1...1'j~l'VIfY'VI'WWI'I...I1U~1~~:tJfl11'1...11'j~lJlJ:tJ1miJ1'1...1fl1nJ'j'\11'j11~fl1":i:tJ1 ~"ll''VI'I~'1...1..
mfl~! u~~mflmfl"ll''I...I1~fl1~:JJ~~f111:JJff1:tJ1'jtll 'I...Ifl1m~'I<U'I...Iu~djfl1":itl~lJtll 'Im~lJ1'1...1fln.. .,
Vi1'11'1...1fl d1'1~ mw fl'l Vi1'1M'tI":i ~1'VIfY.yjfl'l mh1ff1:tJ1":i tl~ WI'1...11t1'j~l'VIfY'Vi'I ~ 1'1...1AfYn:l1 fl l1U~ ~ ff-:Jf1:tJ1~

fld1'1~'1...1f1'1 Vfl~1fld1-:J1<J1'1...1tI 'j~l'VIfYff'\1~ 1fl1:tJ1fl1~ijlflW ~'j1'11~fJWm'WuM 'I"ll'1~~~V11 Malcolm
..9 0'",. 1lJ')I 0 ~ 'I ')ItI ' ,Baldrige National Quality Award "If'llflWCVJ~'Iflm1 ~~fl1'\1'1...1~lu'I...IU'I...I1'V11'1~'\1 'j~l'VIfYm'l1 fl11

tI 0 1lJtItI '" 'I 'JI ..9 tI 1lJ d ~ ..9 'I t '1 1lJ'JI'" 0 0' '" '" •70 1~l'VIfY '1...11~ ":ilJ ~"ll'"If'l 'j~l'VIfY l'Ylvmu '1...1'\1'1...1'I ~'I...I'1...1'1...1~~V ~~:JJfl1'j'l...lllflWCVJn'l1~~'Iflm1

tI 0''1 'JI '" ~ ••• I '" d '1 ')I •••
:tJ1 1~~fl~ ~"ll'11'l...llfl~lU'l...l'j1'11~fJWfI1'WU'\1'1"ll'WI(Thailand Quality Award-TQA) 'VI:JJVlJ '\1fllJ

I " iJ ,

fl'lflfll'j mfl~ 'j fl111flfl"ll''I...I.yjij1~tI il1J~U~~ J:.l~fl11~11ij'l...lfl1'j \9l1:tJlflW~:tJ1m 11'1...1'Vi'lij l~flm~~'1...1

'1M'u~~~ fl'lflm 11mJ1 '1ri'1 11'1'1...1fl1'j ~WI'I...I1fJWfI1'WJ:.lii\9lfiw~'\1 ~ fllJ1fl1'j'\J fl'l\9l 'I...I\9l~fl~'il'1...1*~WI'I...I1

fl1'jlJ 1'H1'j '11'1...1rifl11:JJ1~'I...I1iifY••
mfl ~1;'1 iju '1...11f] ~ ~ 11~vm ~fllJfJWfI1'Wfll1 tI il 1J~'11'1...1'1M'ffV~f1 ft'V-:JnlJ 1111'\1:JJ1Vm:tJ

'\1~mflW~U~~1~fl1'jlJ1'\11'jfll1fl1'j..y1'1...11ijfl'l~~ i~~f111:JJi1:JJijfl'\Jfl'lff1,:rm1'1...1 fl. 'W.'j. U~~

ffm1J '1...11~:JJJ:.l~J:.lii\9lUli 'I "ll'1~ 1 ~~ 1A ij '1...1fl1'j fffllJ111 m 1~MlflW ~fJwm'W'\J fl'l tI":i ~ l'VIfYl9i1'I11~ ml 1:tJ1

Q.I 'G}" f)/ cv ~ 1IJ . .eI Jt,. 9J QI

tI'jlJU\9l'l t'\1fffl~f1~V'IfllJlJ 'j lJVI'\Jfl'l'j: lJlJ11"ll'fl11 l'YlV U~~ :JJfl11:JJ1"ll'fl:JJW'lfffl~f1~fl-:JfllJ

do ''JJ QI tI.qd ..:::t. .ct, 9J 4 ,dl::(
'W1~11"ll'flq'lJ tlfl111~1V'\1 ~mflW CVJU~~11ifll1lJ1 '\111fll1fl11lJ1'1...11:tJfl'l'VI~'W.fy. 2546 11'1...1ff11J11 tl.
111:JJfl11~WI'I...I1fJW.fl1'Wfl11lJ1'\111~~fl1'jfI1f1i'1 (Public Sector Management Quality Award-

.1 A ~ ')I '1 'JI , '" 1lJ"'''' o'd 'I 'JI ~ '1PMQA) '\J'I...I1'WmU'I...I\9l'l...lUlJlJ'H'\1'1...11V'I1'1...1.fl1f111~~:JJlflWCVJ'VIl1~~"ll'lU'I...ImfllJU'l...l1'Y11'1'I...Ifl11

tl1~liJ'I...I~'I...I1fl'l i~Vfl1111fl11~M'H1~~U~'I ~~Ufl'l...l fJtlffnflu~~ iflfl1ff'1'1...1fll1t1i'lJtll'l

m~1J1'1...1fl11Vi1'11'1...1U~~J:.l~fl11~11ij'l...l'l1'1...1(SWOT Analysis) l~fl '1M'm.hV'I1'1...11~~WI'I...I1fJWm'Vf
.,

fl11lJ 1'\11'j ~~fl11 ~1~fllJJJ1\9l1 1 1'1...1ff1fl~ flfl'Vi'lV'I l1~liJ'I...IlJ'j1'Vi~11'1...1'1'1...1fl11 ~ ~\9l1:JJU~~tl1~liJ'I...I J:.l~
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"" '" , '" di ''1 'JI I _I "" \IJ_I'lfl1'ju'jm'j~~fl1'j'tlm'Yi'U1rJ'I1'UfI1mi C]f'l~:::G}f1rJm'l'Jf)'Yi'U1rJ-:j1'Uff1m'jt:lu'j:::11J'U~'U1~Htu t'U

Y1fI"YI1'11~rJ1n'U,~

OJ A Q.I Q.I

4.4 fll·fYf~Ulf.}WiIl'Wfll1'U1't'il·Hl~fll·unfl1! (PMQA)
_I 'j} , QI ~

u'j:::m)U~1fJ 2 ff1'U'Yit'lf)'l f1~
QI 0 .QI rI

4.3.1 t'lf)'llW:::fflt'lW'tlfl'l~'It'lfl1'j...

in fl1'j~11ij'U fl1'j'tl~H fl'ltlf)n ff m'rlU1~""~1J '1'Ufl1'ju~,j~.flnfi~
Q.I QI tlQI I ,:!\ GI .e:t.QloC:a 9J.q d' rI

fl111Jff1J'rI'U1if)U'Yi'W1rJ'I1'Wfl'U t'Ufl1'jtl{l'IJ~ 'j 1'1ff)1'j t'l111J'YI1'V11mG}f'l~'VI1iff1ff~'jUt'l:::f)t'l~'VI1i1m:::

'j:::UU fl1 'j tI i' uti 'j 'IHt'lfl1'j ~11ij 'Ufl1'j ~ 'Ilr1'UU'U1'Y11'1~ t'l'j flU t'lt'lm::: 'IJ'IJfl1'j 'IJ~ 'H1'j ~~ fl1'j••

"fl'lt'lfl1'j

"1f1WCVI7 'Yi1J1~

<I_I IV <I •••
4.5 6~f1'U1~fl6'U'U6~fll1 i1~fl11 U'U'U\l1Wl fl11V111JUU1'f1HAflWcrlf.}W.fll'Wfl11 'U1't'i11

•.•• IV

i1~fl11i1lfl1! 'W.ft. 2550
31 tI QI QI d' lrI ;:

tI'j:::fWU~1mf)WCVlfl1'j~~'Yi1J1~ 7 'Yi1J1~~'I'j1tm:::1flfJ~~~ & tI'U

4.5.1 'HU1R 1 fJ11";lfJ~';Wj 1r1'Ufl1'j~'j1~tI'j:::dj'U11 ~U~'Yin'tlfl~ff1'U'i1'1ffl1'j••
~h1iJ'Wfl1'jmh~ h '1'W1~~'IifffJl1ffU .w'U1ifi~ thij rJ1Jdhtl'j:::ff'ltl'j:::rJ:::J'U1m:::'j:::rJ:::tJ11 1m:::fl111J

m~wi'l '1'UHt'lfl1'j ~11ij 'Ufl1'j 'j11JO'lfl1'j 'lM't'l111J"hfi tynu~i' U'IJ~fl1'j 1m:::~;jff1'U 1~ff1'U1ilmll'j

m :::~lrJ~l'U 1~f)1'j ~~iY'U '1~ fl1'j fff1'1'U1~m 'j1J 1m:::fl1'j 1~rJ'Ufl'U ff1'U'j 1G}ffl1'jfl1'j ~'j1~tI 'j :::t1J'U••. .
I , .c:t 0 QI d.cl 0 ol:::t. .et QI QI .q ,

11ffTW'j 1'1ffl1'j1Jf)1'j f)1f)U~Ut'l~'U1~'I 'VI" Ut'l:::~11'U'Uf)1'j 1f1fJ1f)'IJt'l111J'j UH" G}fflU~~ ff11i1'j W:::Ut'l:::••

7 JI 0 tV QJ Jlv oClII .cfJlq, If JI , .q 511
4.5.3 'HU1R 3 fJ11 'HR11Ui11tuyn'1Jf;f1'1J'1J1fJ11UiJ::Uf;fUi11U1Ri11UIi1tJ 1lJ'W

fl1'j~'j 1~tI'j:::dJ'U 11 ff1'U 'j 1'1ffl1'jtl1'Yi'U"t'l111J19i'~'Ifl1'j f1111Jfl1"'Yi1'1 1m:::f1111J~'I'rIfl '1~'tIfl 'I

tli'uuifl1'j 1m:::tliiff1'U 1~ff1'U1ffl:l Hmh'l 1'j 'j11Jtl'lff1'U 'jlG}ffl1'jiifl1'j~11ij'Wfl1'j~d1'1 1'j 'l'Wf)n••••
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, V <V ~ .1 ~ I

4.5.5 7fU1f1 5 fJ11~~mU"'1ntJ1t)1'lJf}f}Ut1J'lJfl1'i~'i1~u'i~nJ'lJ11 'i~'U'tN1'IJ

'" 'JI 'JI 'I I 'I 'JI •••
'lJflfn'tU'i'l~'i~'U'Ufl1'it'i£J'lJi'Uv~'lJfHnm U'i'I~fl1Hn1~UH~~ A~ 6Jf1£JA'\1'lJfl'i'llm'VfWl'IJ1~'\JtV~U'i'I~
Gf ~Q1 I Q.d , 1 .4 GJ fj}, 1 'I ~ QJ Q.I _'1 tI .e:lt. Q.I.e:lt.

A6JffffHJm'WV£J1~t\9l1l'VIVm~'i t'VfV l'\12:!~ tll'IJU'lJ1m~t~HJ1f1'IJf1'UtU1tl'i~~HflU'i'I~UH'lJtl!l'U~fl1'i

l' I .1 ~ 'I ''I 'JI ••• 'JI 'I
A~HJ'i111'UU~ff1'IJ'i16Jffl1'i U'i'I~~'i1~u'i~tll'IJfl111l A ff A ~ fl1'iff'i1~U'i'I~ml:l1fffll'Vftt1~'i'lUlI A 'IJ

o rJJ d -l, ~ Q.I.e:lt. .d 0 l' 0 ~

f1l 'i 'VI1~1'IJtll'i ff'i l~ 'Un m f11ff'VItvv ~Vf111tl !l'U~ ~1'IJ'UU~'lJfl 'i'l1m ll}f~~~ 'IJ1 tl "JH'i'Itll'i f11t'IJ'IJtll'i
d =" .e:lt. .e:lt. cJJ fj} I
'VIt1J'IJt'i'lff U'i'I~fl11llt ~'i qjtll1'\1'IJ 1'UV~'lJfl'i'l1m U'i'I~ff1'IJ'i 16Jftll'i

4.5.6 7fU1f1 6 fJ11Df1fJ11n1~'l.J1UfJ11 tfl'IJfl1'i~'i1~tl'i~tij'IJi'IJ2:!1I11U~~d1tlty
" .. ,

'UV~f11'i~f1tll'im ~'U1'IJtll'i tll'i '1M'U1tll'il1~'\111~ U'i'I~m~'U1'IJ tll'ifl'IJ Yid1tl UJ'Yi'li1£Jfff1~flW~l" .
un~i' 'U'U1f111~ihi1'IJ 1~ff1'IJtff£J U'i'l~ff1'IJ'i16Jffl1'i ~'i'lUfI~'lJm~'U1'IJfl1'i ffU'U ff'4'IJ~d1flty~1~'l

4.5.7 7fU1f1 7 NnanifJ11fh,uUn11 tfl'IJfl1'im1~tl'i~tij'IJH'i'lfl1'ifllt'W'IJfl1'i
l' 'JI I , ~~ 191 '~oQ !II ••. 1 .e:lt. oQ fI oQoQ fj}

U'i'l~U'lJ1l'IJ1l'UU~ff1'IJ'i16Jftll'i 'IJ4 ll~ ~Uf111\9lfl1'IJu'i~ff'VI1iH'i'I~111~'VI1iff1ff~'i1l~f11'IJfJWfll'Vf

f1l'i '1M'U1tll'i ml~l 'IJtl'i~ff'YIiimVl'UU~ fl1'itl~U~'il6Jftll'i U'i'l~ij~~l'IJ fl1 'iffWl 'IJlV~ti' m 'IJVf1~lf1

"iUJ~~'i 1~tl 'i ~tij 'IJH'i'Itll 'i fl1 tiJ 'IJtll 'i 'lIV~ff1'IJ 'i 16Jftll'i ifImm£J'UtYi£J'Uti'Uff1'IJ 'i 16Jffl1'i'\1~VV~ti'm
J..d.d oC\ 'j} .ci QI fj}

U'IJ'YI11m m ~fl 'i'Il£Jfl'i'I~f1'IJf11£J

tll'i'lJ1tf1W enf!Wfll'Wtll'i'U 1'\11'i~~fl1'i mfl1'j 11ltfl 'lJU'lJ1'V11~''IJfl1'i \J'i W1fl1'i

•.• l' 0 "0'. I ' ~" •.• "f1l'i~~tll'i mf1ffl'iflWm'Vf Af1£Jfl1'j'IJ1tf1WCVl/V~fl u'i ~f1U'U'i111mf1tll'i1tm l~ '\1U'i'I~ff ~tfl'i1~'\1•
tUf1ff11f!wm'Vf'UV~'i~ 'U'U'i~'U'Utl'j~fi'IJf!wm'Vffl1'i fff1l:ll 'i~'U'Utl'i~fi'IJ f!Wfll'Vf h~'Vf£J1'Ul'i'lU'i'I~

'i~'U'Ufl1'Uf!llfll£J '1'IJ1I1~f1~lU'lJf1\9l111tf1Wenf!Wfll'Wf1l'i'U1'\11'i~~tll'jfllfli'j 7 '\1111f1ffllll'iU'1 M
'jJ 0 fI tI, ~ 1'J1~

fl1111m V'Ufl'i'lll'U Uf1l'\1'IJfI tf1WCVl/m fl tl 'i ~f1V'U'i111i 'IJtUf1ffl'i fl Wfll'Vf 'UU~'VI~ fflll 'i ~'IJ'IJ fI 'VI~'\111f1••
~~ijfl111lt '\1111~ffll ~ Vf11'i U llllt fl'IJ U'IJ1'Y11~'1'IJf11'iff \PJJ'IJ1'i ~'IJ'IJtVf1ffl 'i f11'j ~~ f1l 'i f! Wfll'Vf'llV~

l' l' '" 'JI 'JI 'I 21 •.••.• 1'J1
lH'Vftll'Ul'i'l A Ht'i £J'IJ'lJ1£J'iV£J'Vf'i~~'i'I~UlItf1'i'11tt'i'l~A'IJu ~~'IJ'IJfltU~m 'illf1l'i'VfWl'IJ 1'i~'IJ'IJ'il6Jff1l'i ~••

U lf1l'j ~ \PJJ'IJ1tf1Wenf! Wfll'Vf f11'i'IJ1 '\111~fI f1l 'i fllfl l'j (PM QA) lllt rJ 'IJtf1Wen'1'\.Jf1l 'i tl 'i ~tij 'IJV~ti'f1l 'i

'j} Jt Q.I Q.I " Gf 91 , • .de:sJ ~ oQ

~1£J~'\.JtV~tVlU£Jm~~'IJfl1'i~~f1l'i 'lJff1'IJ'i16Jff1l'i m ff ~lIU'lJflW m'YI~'U'\.J'YI~H'i'IH'i'I~U'i'I~fl1'i•
'IJ1f1l'j '1Mfi'IJ~i''IJ'lJ1f1THt'i'I~~ijff1'IJ 1~ff1'\.Jtfftl ffWl '\Jl'\1'\.htl~l'IJ i Mff'i~~'IJlIl\9l'i ~1'IJfflf1'i'1~ ~ ~ ~
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In'l:tnL~;hstiry!JD"D"An"S

;UnWu.1G1ADJ.I A11J.1IJ.1~utf U.A~A11J.1"hM1U

/ / 2. n1"S11"u.WU 5. n1"SJ.j"'uU \l;r"ElMlitll1ii1G1f M'iwu1n"SlIAAA

1. n1"S1.h 1 ••• 1 7. NiliI.••••D"An"S
n1'5Ghlilun1'

~

\. 3.~11t\i 6. n1"S~Gln1"

/~irJ.l1 eyiSuUU 'Ilil:: n"~'U1Un1"
;hut2J.,U,lu

t

fllW~ 2.2 fl,ullh~fm'U'tI fl..:jm'j~~m'j U'U'U\!'jW1m Hll)JU'U 1'V11..:jtflWcrlfl1'j¥rWl'Uli>JWfllWfl1'j

'U~111'j~~m'jfllfl~;r ..
.

d 0 Q.I Q.I QI ~ QI QI'

'YI)J1: ffl'WfHl'WflW~m 'j)Jm 'jWWl'W1'j~'U'U'j 1'Jj'fl1'j m'i'W?JJ'U1f}flJf1l'tYn1'iU'i711'i f}~m:jJnfl'i1
", .<Q QI QI . ~ ~ Q.I ,J

mflJcnf}flJf11Wm'iU'i711'if}~m'if17f1'i12550 (2549) fl'Wfl'W1'W'YI10 19J1;'l1fl)J2550

~ln http//oldweb.opdc.go.th/thailkpi-pmqa/PMQA-50-Manual

rig:, .1",...A,. 'I "" ,. "" lp/~ '''"'tflWCVI'Yl..:j7 l'I)J1~'W)Jfl11)Jl'Jj'fl)JW..:jt'W!'Jj'..:j'j~'U'Ut~t1fl1i'U1t1t~11J'Wfffl~ff1'Wflfl

ff1'W~1~'Wm~'U1'Wfl1'j(l'I)J1~~ 1-6) U'{1~ff1'W~!~'W~'{1"w1i('H)J1~~ 7) ~~U~'{1~~1'U1i~ijfl11)J
, , I jI

l~mj lt1~ff1r'Uff'W'Wti'WU'{1~ti'W'1'WtlVi ~h'W)J1'HIn.w~1':iW1~lmnw crlfl~U'W'WVii,r finl l'HU nun•
oJ •

n~~t111~7 ~1'W~1~~'W'tIfl~'jl..:j1'{1i>JW.fl1Wm1..:j'Jj'1~MBNQA w'U'h ..r1~mifl~~'{1"w1ifl1'j
0":::' 4 d 4 ~ 0 rI .91
~11'W'Ufl1'j)Jfl~U'W'W1;X~'YIq'~flfl 400 fl~U'W'W'jfl~'{1~mflflm'j'Ulfl~flm (120 fl~U'W'W)m'j~~l'W'W
31Q1 A 31.::1 I 1IJ91'.cI QI I 91 Q.I

fj'.i'U'U'jmm'{1~fj)Jff1'W1~ff1mffV U'{1~m'j~~m'jm~'U1'Wm'j (1 10 fl~U'U'W)m'j~~!'W'W'YI'jwtI1m
A ,J Q.I 4Q rI Q.I 91

1Jfl'{11m(100 fl~U'W'W)m'j11.:JU~'Ut'Jj'.:Jn'{1~'YI1iU'{1~m'j1~ m'j11ml~'HU'{1~fl1'j~~fl1'jfl11)J~
oJ

(80 fl~U'W'W)1~t1~m1)J'tIfl~11~'H)J~!'Yhti'U1000 fl~U'W'W(~'Jj'~1'j'jW fl1ty~'Wtltytylfl)J 2550)

• ",. .1 lIJ 'JI .ld rI 'I 'JI 'I' '" '1 dulPlluiJ W.ff.2551'WMBNQA l~tff'Wfl!1J'{1t1UtflWCVIfl1'jmfl~U'U'Wtl'l)J ~~Uff~.:J 'W1Pl1':il~'YI2.1
d ~ Ii) QI rI 0 A GI' 'JI 'j/QI

1~V:Ufl1'j!'rI:Ufl~U'W'Ut 'W'H:U1~~'{1'{1W1in1':i~1!'W'Wfl1'j U'{1~'{1~fl~U'W'Wt 'W'H)J1~fl1'j:U~!U 'W~'.i13•••
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I 0' 1fJ1 Q.I ~ Q.f QI I'll
n'1'WtflWCVlf11':i'\1f1~U'W'W'tIt).:Jf11':i'W\P.ll'Wl~wm'Wf11':i'lJ':i'\1l':ill~f11':imm!(PMQA) 'l1':i~'lJ'lJ

"
f11':itl':i~!iJ'Wt).:Jfl'm\Ol'Wm.:JiJ2550 (Self Assessment Report) d~J'W':i~~ml~U'W'W5 ':i~~'lJ ~·m~

':i~~'lJ 1-5 (0 -100%)1~tJfll':itl':i~aiJ'W1~\Olllll1~tlfn':i~~f11':i~~ flt)l1"f1 ADLI (11111~ 1-6) ml~

di cv _I '11 ••• d."••" •••
LeTCLi (11111~ 7) 9f.:J'\1'i'lf1ADLI 1J':i~f1t)'lJ~1tJ (1) Approach - A fit) 1I11ifll':i11':it)UIl-l'WU'i'l~':i~'lJ'lJ
da.r d. tI ~ 0 ~ ~

'Yl'l1~tll'W'Yl1J.:J'lJn'JIl-l'i'lt).:Jflm(2) Deployment - D fit) ~l!'W'Wfll':imt)'lJfl'JlI'VJf1't1'W\Olt)'W\OllllUIl-l'W'VJf1

ml1tJ.:Jl'W (3) Learning - L tit) ~~mlltl':i~tiJ'WIl-l'i'l,,'W1i U'i'lmtl~tJ'Wi~tJ'WfU'i'l~'1hrif11':itli''lJtlH
'U 'U •

(4) Integration - I tit) fl111lfft)~fI~t)n~wh.:Jull-l'W t1fi-u~ 1~ itfl':il~M t1i''lJtlH:u~ri!i1111111tJ'kJ q q cv

t)~fl'm ffmi''lJ'\1''f1 LeTCLi t1':i~f1t)'lJ~1tJ (1) Level- Le tit) 1l-l'i'lf11HhtiA'Wf1l':i1'W1J1l1l-u'W•
_ to:! d cv _~ ••• 'i '11 0 '" •••

t1J':itJ'lJt'YltJ'lJf1'lJt1J111111tJ(2) Trend - T fit) U'W1t'W1I'tIt).:JIl-l'i'lf1l':i~lt'W'Wf1l':i(3)Compare - C fit).. "
tmtJ'lJt.yjtJ'lJt1'lJt)~fl'mfl'W (4) Linkage - Li tit) tq;t)1I1tJ~t1'lJ~1;f1~Il-l'i'l~1.:J "l

\Oll':il~~ 2.1 tflwcn MBNQA ffll1i''lJf11':i'lJ~f11':i~t11'Wl~fI' 'W.fI'.2551 (The Baldrige Criteria for

Performance Excellence)

Categories and Items Point Values

1. Leadership 120

1.1 Senior Leadership 70

1.2 Governance and Social Responsibilities 50

2. Strategic Planning 85

2.1 Strategy Development 40

2.2 Strategy Deployment 45

3. Customer and Market Focus 85

3.1 Customer and Market Knowledge 40

3.2 Customer Relationships and Satisfaction 45

4. Measurement, Analysis, and Knowledge Management 90

4.1 Measurement, Analysis, and Improvement of Organizational Performance 45

4.2 Management ofInformation, Information Technology, and Knowledge 45
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Categories and Items

5. Workforce Focus

5.1 Workforce Engagement

5.2 Workforce Environment

6. Process Management

6.1 Work Systems Design

6.2 Work Process Management and Improvement

7. Results

7.1 Product and Service Outcomes

7.2 Customer-Focused Outcomes

7.3 Financial and Market Outcomes

7.4 Workforce-Focused Outcomes

7.5 Process Effectiveness Outcomes

7.6 Leadership Outcomes

TOT AL POINTS

Point Values

85

45

40
85

35

50

450
100

70

70

70

70
70

1,000

.
""'Yn.n: Malcolm Baldrige National Quality Program (2008). The Baldrige Criteriafor

Performance Excellence. Retrieved February 12, 2008, from http://www.quality.

nist.gov/Criteria.htm

5. fll'nJ1111')fJOUl1'rf~1.,r~tl~~fl,)(Total Quality Management) U'tl~fll')1I1u1l1~
,

, , <!I

fJW.nl'VttltlHVltl!Utl~(Continuous Quality Improvement)

TQM/CQI trh..lt'YIfliJf1~ii ~~t~:IJ~'l-l1nflfllfl fl~"ffl'11m'HJi~t:Jiiti11'11:IJ1t:J~'il~t~:IJ

'lj<j~iY'Ylifll'Vl' 'Wfl1'j~i1~trJ'Wm ~'Ud'WflU u'U'UfiflmrJ'W~flt:J1uti4ml~f1dl:IJ N'Wm'W'Ufl~

m~'Ud'Wfl1'ju~~"ff!njWl'W1in:IJfJWfll'Vlrll'.h CQI 1J'fl'~f1d'U~1uti'UTQM !-dfl~'illflfl1'j

U1'UU'j~m~'Ud'Wfl1'j ti4fl~ fl'U"ff'Wfl~f1dl:IJ~fl~fl1'j'Ufl~~flfl'lfldl~~fl!-d fl~ ~ltrJ'W~fl~mfft:J. ~



22

"
f11'n.h~ffl'W'Vi~'N1'tJ'\JU~~tl ii,j~~l'tJ!HI~~1J1'111'j11~'I1:IJ~'\JU~U~fl f11'j TQ M/CQ I ~~1jfl11:IJ. "
~ltfJ'tJ1'tJf11'jfl1tU'tJf11'j'j ~1J1Jtlwm'Vit'Vn1~'t111M'ti)~fl';n:IJV~V'tJ'hHy'tJtl~

5.1 fl1UJ'tnJUJ TQM Ht1~CQI

TQM flU U'tJTYI1~1'tJf11'j1J1'111'j'\Ju~u~flm~~~n!lJt~U~tlWm'Y'l i~tJff:IJl'~fl

'I'IflfllJ'lm~U~flm1jff1'tJ'h:IJ u~~1jdh'l1:1JlmfJ'tJfHlfh'h1'tJ'j~tJ~tJ11i~tJf11'jff~1~fl11:IJ'Y'lU,,,•
'I ~'!II :: ~ _I 'i •• " "" •• I '" ~ ~ •••

!'I1Ufl~flm 'j1:IJ'I'I~f11'jff'j1~H~lJ'j: W'if'tJUfl'l1:IJff:IJ1'iffl'\JU~U~flmU~:Uflff~fl:IJ~1tJ1l]f~"::IJ~ ~
, JI , 1

'\JU1J'li1tJ'\JU~i)'ilm'j:lJfI~ltJflii~nlJtfJ'tJ'j~1J1J1J1'I11'j11111~U~flm rill! 'tJ1'tJt~U~f1Wfl1'Y'li ~tJmfftJ•. "
f11'j1jff1'tJ'h:IJ H'tJ1fi~1'tJfln't11~1'tJVi'Y'lum1'tJ'VIflfl'tJ 9i~u~~1J1'I11'j'j~~1Jff~"'tJil~'Y'lUm1'tJ'I'Ifl'el qr qJ It

'j~~mJflfhtJl'tJu~rlm mil'nY1ihl 1'tJt~u~tlwm'Y'l U~~~1:IJijun'tJtli'1Jtlt ~~1'tJ1M'ti)~tlwm'Y'l
, . "

u£h~~m,j U~ A~U\PIU1Jff'tJU~f111:IJVi~'Y'lu1'il'\JU~~flfl'l m~1J1'tJf11'j't11~1'tJu'tJ1ji)"m 'j:IJ'I1~fl'\JU~

1~~U PDCA 'I1~UPlan-Do-Check-Action ~1mff:IJU

f11'jtli'1Jtl1~tlWm'ViudH~Un1u~ (CQI) ti'J'tJf11'j~Ufl11:IJ'I1:IJ1tJ';hf11'j1J1'111'j. "
u~~t1i'1Jtl1~tlwm'Viti'J'tJm~1J1'tJf11'jViili,,1J'«'tJ(never ending process) i~tJtli''ifty1'\JU~f11'j

'W1Pll'tJ1ud1~~md U~ flU f11'jli~,t 'tJffflWm'Vi i ~tJ't11N1'tJf11'jtli1Jtl'j ~'11~U'WIPll'tJ1ud1~~ut'du~
II cu q II

'1 ..'\JU~VJflff1'tJ'tJtNflm

""5.2 H••.rJfl11t1flFl'U8~ TQM/CQI

TQM 'I1~UCQI Ai'J'tJf11'jt1'j~ff1'tJU'tJ1fi~'\Ju~f11'j1J1'11n~~fl1'jn1Jf11'j'W1Pll'tJ1

"tlWfl1'Vi 'j ~~:IJ'I'Ii''VitJ1ml1~'I1:IJ~'\JU~U~flm:lJl~1:IJn'tJU~1tli1Jtl1 ~'j~1J1J'I1~um 'j:IJ11Jf11'j't11~1'tJ

4 ~ ~'" 'i .••.•• ~ .1"'.1 I ~ '

t'ViU\PIU1Jff'tJU~f111:IJ\PIU~f11'j'\JU~H'j1JH~~l'tJ !~tJ:lJf11'jt'jtJ'tJ'jU~:f11'jlJ 'j 1JlJ'j~UtJ1~t1J'tJ'j:1J1JUtJH
~ ~ q

~Utdu~ i~tJf11'j~U1Jt11m:IJt~tJ1.uu~n1J

11'11 flB 'tJflfl'tJ1jff1'tJ~1:IJ~u~1jfl11:IJ*~'tJ H~d1:IJijun'tJ't1H1'tJti'J'tJVi:IJ

,h8~'11~m~1J1'tJf11'jm~1'1'1tJ1ff1ff\PI!'I1~UPDCA cycle ~1:IJn1Jfl11:IJfi~
9J c(~ Q.I 0' Q dlif "61 QI ..:t ~, d

ff'jHff'j'jfl !'tJflntl'j1Jtl1~'j~1J1J~1'tJ'\J'tNB~f1m t'l'lfl'tJfI'I'I!'If!'tJf11'j'Y'l1Pll'tJ1tlWm'Y'l:IJ'I'I~ff1'tJ'I'I

.:'1 ~ ~ .,. •• ~ """" ~, ~ .•• ""
tlJ'tJ~1'tJU'\J~(m~1J1'tJf11'jm~TYltJ1fl'lff\PI'j/'\JU:lJMfffl\PI)U~~~l'tJUU'tJ(f11'jff'j1~'I'I:lJ/f11'j1J'j'l11'j~
cv .Q;J rI
,,~f11'j/f111:IJfl~ff'j 1~ff'j 'j f1)

~ , 4 'i •• ~ I ~'" 'i ••d "".% '" ••
A'rt88~ 1 t'Y'lUtl'j~W'if'tJ'\Ju~HlhtJm'j1JH~~l'tJU~~tl'j~ !tJ'If'tJ'I'I"~tfl~'\J'tJflmNflm~ ~

"1'Wff1'W'\Ju~u~flmu'Wflij fln~~itl~f11'jti'J'Wu~flmU'\1~f11'jt~tJ'Wf (learning organization)

'I !II "" d ~ "" ~ 0 lIJ.1 " ••f11'j!'I11J'jf11'j'l'ltlJ'Wmfl'(best practice) C)j'~"~'Wll1J~fl';n:IJug'ju~'\Ju~u~f1m
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'U~~Ul~~0lJtnh~''j m'iiitihl1:JJ1rJ1'JlJf)'W ~U~iJ~~l'W i~i'um'i il1'iifl11:JJi

U{j~th'Wl'il 1'Wm'il9i~iY'W1'ilUfltlWl11l1~UUi'UU'i ~~1'W1'Wri1'W~IPl'WtU~i'u~~'lfUU u{j~u~fl'mii
u •

'"1\Oll'W1i'i'i:JJ'IIU~m'it1 fJ'Wftm~vr\Oll'WlU~l~ ilil1 fJ~8'~
OJ •

5.3 '}'/rflfl11'U0~ TQM/CQI
•.••• ~ lIJjI .1 •.• ~ 0

U111\Oll'Wrtfl<JtlPlfJ{jlt{l~f1W~(2544: 25) 1~t'q1Jfl11:JJl1:JJ1fJU{l~l1{jf)m'itlJ'Wfll.. '".do rJJ OJ' 4 1y" 0 QI d

VlfI{jU~'ilU~f)'Wt'Vml1~lfJUf)m'i'il~'ill~~'W.v 0 .., "'" jI ••• j1•.• ~
5.3.1 f/f)RUntUY"i(fI (customer focus) t'W'il~\lf)ml1'iU~'iU~{j~l'W tlJ'W

ti11l1:JJ1fJl1~umfJ~{j~~u~ii m11fJ~1'W'IIU~t'i1 'i~~U'llU~~Wfl1'W U~~f111:JJffl:JJ1'i t:l1'Wm'i
jI j1•.• jI .J ••• jI jI

IPlUUff'WU,:jfl11:JJ1PlU~m'i 'IIU~~'i U~{l~1'Wl1'W1VI'IIU~t'i lfl Um 'i fI'Wl11U{l~IPlUUff'WU~f111:JJ1PlU~m 'i
j1",

'IlU~~'jU~{j~l'W
OJ .

,_Of. ' .., ~ ••••••
5.3.2 Vflfl'J1Un'UnUf)'U (common vision) tlJ'Wm'i'i1:JJ'W{l~t'Wum'i

fffl~ff'i'ifl' ff:JJ1~f)ii ri1'W1'Wm'inll1'W ~ti11l1 :JJ1fJi1:JJt1'WU{j~iiri1'W 1'Wm'iui' UtU~ fJ'Wi uri
OJ

q uuJ ,.:k.c:.Ql1
5.3.3 "U~l'UiIU'tY'Ufi (teamwork & empowerment) l'Jf)f1'WlPll~'W~'W~f)'W'Wf11'i

o lIJ'lIJjI"" 1 1 .i,~ .1
Vll~l'W ~Wfll'W 1:JJl~tf)~'illf)~{l~l'W'IIU~ f1'ifl'W ~f1'Wl1'W~UIPltf)~'illf)m'i1J'i~ff1'W f111:JJ'WfJlfJl:JJ

~~.d 91 Y••.I~Q.I~ rJJ lItrJJQJ' Q QJ' rJJ ~I fjJ 1
'IIU~~VltflfJ1'1lU~~1J{)UIPl~l'W'il~IPlU,:j1~'iUm'itff'i:JJ'W{l~~1fJm'iI"lf)UU'i:JJ 'IlU2qf{lU{l~ umff

~ ,vO •.• 'j1' c:I.Jt'WU l1'Wlfff)fJfll'W'IIU~IPl'W:JJl'lfUfJl~tlPl:JJVI

5.3.4 ,;~J'Uf)1~'1J'J'Uf)11(processfocus) t~'Wm'i:JJu~'hilfYl11 ri1'W1mytfl~'illf)

'i~UU~l'W ~ ilii' ~fl:JJ m'i-W\Oll'WlflWfll'Wt1 Um'iui'uU'i ~ m~U1'W mnh~l'W 1l1'iifl11:JJi' ~f):JJ~lfJ
q q q q

1'Wm'ju~iJ~ t~'Wm'i fffl~'j ~UUt~UUf)i1U~~:JJfl'iU~ 1l1'~u~iJ~~l'W"h~l'W i~~~q~
,

S1 ~ v.q ='t 05.3.5 iI1'UfI'JtJfJ1fJiIfJiI(problem solving process) tlJ'Wm'i'Wlm~U1'W m'jVll~

1V1fJ1fflfflPl{l1~uuimY'il~:JJ11.gui'uu1~m~U1'Wm'i t~:JJ~1fJf)1'i1tml~"rfffl1'W ilfYl11 m'j

"" .. ~ .. 1 j1~ ••• o. I"" •.•~ ~
1tml~l1ff1mfJ m'i1tml~l1l1'WVll~ 'Wm'iltfl1JfYl11 m'iVl~ffUUVll~mUfl U{l~'Wl:JJl1J{)UmlJ'W

:JJllPl'HT1'U..
5.3.6 flifd'Ul (leadership support) ~'\.hiiuVlU1Vlffll'1fY1'Wm'itiu1,.rtfl~m'i

.J tI ~ 0 'i 1jI •• , •.• jI 0 •.•• I.J jI
tU{lfJ'UU {j~ tlJ'Wm'j'Ul1~fJ 'lfU~:JJm'iW'i1:JJf)'W ~'W1Vlm~~Ut1J{lfJ'UUVlU1Vl 'illf)~f11UfI:JJU{l~

q cu II cu q

ff~m'itrl'Wlfl'lf

5.3. 7 rhfl1J'Hqfli~(continuous improvement) :JJu~l111Uf11ffvr\Oll'U1Udl~

~Utdu,:j ili'Wu 1'ilt1U'i~~UflWfll'W~t1~J'Wud
• OJ
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•••••••• .!
6. fll'i'U'i'l1l'UV\lmUfYlD (Strategic Management)

•••••• of
6.1 f)~::::'lJ1Um~'lJ~'t'iT'H'I1.:tf)'t1Q'fI1i

" "
1.h:::f1ijU~1V.u'W~H)'Wl1"'f1 3 .u'WS91ij'W~ij

..
6.1.1 m':i11~Ufol'Wf1r1~'VI1i (Strategic Planning)

6.1.2 m':i'l11f1r1~'VI1i11.hJ~1J~ ( Strategic Implementation)

6.1.3 m':ifl1UfJlJf1r1~'VI1i ( Strategic Controlling)

J
6.2 m~lHlA"Uf)'t1Q'fI1i ( Strategic Planning)

o ~lV v J u ~ •• t!
6.2.1 tn'11'UFrJD'tJ'IlfJ'U (vision) UlJ:::'tY'U1ifHJ (mISSIOn) 'tIB.JtNfltn1

1) ~hYVl1R'U (Vision) ~ij m':itl1l1'W~ilff'Vll~ U'W1'Vll~l1~fltihmJ1v~

c!l .1 •• , , 'J/ 'J/ •••• 1'" """ ••• , ,. "" 'J/ ~
.•••~1J':i::::ff\lfl 'Wfl'W1fl~ l1fffl~flrlfl\lflU1J ':i'lftu1l1 ':iflm'WVlJ'IIfl~l1'W 1V\l1'W I~VlJffm .•••U1~rlfllJ11J 'U

"
i1'll~v~.yh 'l1'tfi~m':i tU~v'UUUrI\I 1ufffl11mht~ ~

'"••• a •.•••• <!i/ 'J/.k I

2) m':if1'lll1 m .•••'U1if1'll (mission) l1lJ1Vf.N 'IIflfl11lJG)f\lttff~\lfl11lJlJ\ll1lJ1t1•
o , tI =:It d d ~ d QI .e:. QJ QI tI tI , 'J/'"

'IIfl\l m ':i~ 1':i\lfl~'11fl\lfl\l fl f11':i t1J'Uff ~'VIff::: 'VIfl 'Uf.NU ':i'lfty1U rI :::1fftl'VIff'U fl \Ifl f11'.i l1lJ 'IIflU t'll \PItt flU rI~

d , 'J/ .•••••• , , 'J/ •••••• d 'J/ •• """ 'J/' b).1
.•••fl'VI'll:::: l1f11':i1.J':il1l'.i':i::::~1.Jl1'U1V':ifl~ff1lJl'.if.l 'Iffl11lJfI~':i t':ilJff':i1~ff':i':iflfll~S91fll1J

", 'Wm':i'W9iI'W1f1':ifl1.JU'W1'V11\111im':i U~1J~~l'U , l1'ff1lJ1':if11.J':i':iq folrlfflJq'VIi
I ,JI 'J/

\PlllJm':ifi'll'¥i~1t'u'Wm':i UrI::::m .•••Ulf ~fl'Wlfl\PI'¥iij\ltl f11':i9i'fl~f11':i V1\1ul ~tlf11n::::~lJff':i':i .•••tll "'~

Q.I Qld'JI dQ.l4Q1'QI d ,d.c:.J
'VI':i.•••tl1f1':i t trI::::fl1':i ':i1lJ .•••rI ~'VIt'IIlJ tt 'Il~':i 1.JlJ ijf11.Jf11'.it t '11\1'II'Wtm::::f11':ittJ rI tI'Wtt tJrI\I'VItf1~ 'II'W.. "

".' JI <V <V ""6.2.1 tnnNUH'Uf)lJtJ'Il1iu1:::nBVFl1tJ'tI'Ufl B 'UFI.J'U•
~ rI.ClIo 4 QI .c:.

1) f11':i1tfl'.i1::::l1.fll':if1'lll1':ifl .•••'W1if1'll (Mission Analysis)
••••• 'J/ ••

2) f11':i1tfl'.i1::::l1ffm .•••U1~rlijlJmV'Wflf1 (EnvIronmental AnalYSIS)
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"" "" "l3) fl1'j1tfi'j1~'1-H)'lfifl1'j (SWOT 'H'jeJSituation Analysis)
o ~ Q.I Q.I 0'

4) fl1'jfl1'\1'Ufl1fftl'YIff'U (Vision)

5) fl1'jA''U'\11fJ,jff'j'jfitt'fl~ilty'\11' 'Ufl1Hl1tihJ'll'W (Obstacles)

o "6) fl1'jfl1'\1'Uflfl'fl~'YIli (Strategy Decision)

7) fl1'jn1'\1'UfI'UltlUltl (Policy Decision)

8) fl1'jn1'\1'Uflfi~m'nJ (Activity) tht>ltyfl11Jfl'fl~'YIntt'fl~'Ultl'lJ1tl

'" 0 oit "9) fl1'j~fI'YI1t1J'Utt~'Ufl'fl~'YIli(Strategic Planning)

6.3 ,hfl~qnfi'tJtJaUft
" I , , SI SI

t~'WoU'U.yhhtmflfl~'YIn.yjn1'H'UfI Htt~11J1t,j1lrJ'Ut~'Utt~'W,jii~~fl1'j , 'UoU'Wij
o ~ 9J yd. Q 9J i" ='t QI~lt1J'U~~fleJ'l'j11Jtm'\1'U1'Y1fl1'l1'YI1'lflWlJ'j'\111t'lJ11J11.111~~t1J'Ufl1'j11'lttH'U fl1'j ~fI

" 0 '" '" '" 1" 1 i~VAeJ'lflfl1'j fl1'j'U1tt'fl~'lJ'lfi'lJ'lJru'lf1 U'fl~fl1'jfl1'lJfllJ fltl t'lf11 'j~'Uttff'l (2550) fl &'H'UtI1lJ'tIeJ'l
u •

oJ

tt~'U 'l1'Utt'fl~ttH'W,jii ir~fl1'j ~'l i1
Il!!I ••. Ie:.. QlQ~ . ~ 0

6.3.1 tlH'U~l'U (Program) fleJu~'UnlJ'tIeJ'lttH'U]Jtl'lJflfl~flnlJCJf'lfl1'H'Ufl
• , iJ ,

ttitl1ti'lJfi~m'j1J .yj;{eJ'l,jiiir~'\1 it! oU'WfleJ'U~1'l1.yjtttlmW~t~'Wfi~m 'jlJ;{eJ'l~ltii'U fl1'j eJ~l'l
,.:9 4.d 0 ~ 0 d _st ~ 0

fl eJt'UeJ'l tVm'YI~~'U11J1CJf'l H'flff1t 'j ~fl11Jt1J1'\11J1tl'YIfl1'H'Ufl

_I~q"q <l:!I •.•.. IQQlQQ ~ 0 Q

6.3.2 UH'UU{]'1Jf1tn1(Action Plan) fl6 tt~'U]Jtl'lJflfl~m'jlJCJf'lfl1'\1'Uflfl~m'jlJ

~1'l1 ~;{eJ'l,jiiir~ lfltl,,r'j1tlfl~tVfJfl'h~~Vi16~i'j eJ~l'li'j ~i'\1'U trl6h l~w'm ttfl~~1'U1'U

d,v AI"" "''''' "" "" d oit , V"_I"" "''''' 0 i'l'lJ,j'j~1J1W'YI'If tt~'U ]Jtl'lJflfl1'jfl1'j1J'j1tlfl~t6tlfl'YIt1J 'U~,jli nlJ 'H~1Jtl'lJflff11J1'jt)'U1 ,j,j'j~1J1W

fl1':i'~

••• J
6.4 fl11fll'lJ~1I1'll',:m~qnfi

fl1'j fi1'lJfllJtt)f'lflfl tl'YIn t~'U m~'lJ1'Ufl1'j' 'Ufl1':i,j ':i~tiJ'Ufl111JflT1'\1Ul'lJeJ'lfll'j••
~ltii'1H1'Ufl11JUH'Ut1'fl~'YInUfl~fl1':i,ji''lJ,j~ 'lttfli 'tI' 'Um W ~ijfl111Jtrltl'lt'lJ'U ~lfltt~'U ~11'l i ~

Q J 91 Q J , ,J. !J/.dl d '"
fl1':ifl1'lJfl1Jtm:::,j'j:::11J'U~'fl'U\1~fl eJ'ltflfl 'lJ'UeJtI1'lflm'UtH fl1tlt '\1fl 'YI 6fl1 fftt 'fl~eJ,jff':i':ifl 'YItflfl\11fl•••
ff fll'VUt1fl ~eJlJij fl1':il,j ~tl'Utt,j fl'l eJ~fl 'fleJflt1'fl1 ~'l,f 'Ufl1':i'lJi'\11':ifl'fl ~'YI1r~'l t~ 'Um ~'lJ1'Ufl1 'j

~ hi'\1 tlfln'l ~eJ'lijfl1':i fi1'lJfllJfl':i1 \1ffeJ'lJ,ji''lJ,j':i 'lttfli 'lJeJ~fl'fleJflt1'fl1t~eJ, 'IftH rlfl 11ff11J11t)fl'l
q II q IU

fl111.1i~nntl'lJ' 'Ufl1':iU~'loU'Ui~tff1JeJ

fl1':i'lJ'jnrJflt),j'j::: ff'lrl U'fl~ti11'\11J1tl'lJeJ'leJ'ltlfl1':ii ~ \1~;{eJ'lfi1'\1'Ufl fl'fl tl'YIntm:::•••
o A t/I 91 i IjJ QI rI _st QI ~ _~ 'QI 'jI d
fl1t'U'Uflfl~'YIli' '\1ff11J1'jt)'lJ'j 'j q flfl11J1flQ,j':i:::ff 'lfitm:::t1J1'\11J1tlfl'l'U 'Ut1J1'\11J1tlUfl'fl:::fl1'il~fleJ'l1J
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"~1~'lfij;1~f1111nht~'il''UfllHhtihJfll'i (KPIs) tt~fllHn KPI f11'i-w'ilnw1il'ilrijrJ'I1r;lmtli~

_I ~" ••..•••..• J
6.5 fll 'iU'i::qfWII 'If't'ii3flfll 'i '\I8-.1fll'Hl ~ fll 'ifl~q'fl1i

"'6'U'MrJrJ1J~'U"l (2550) tff'U flfll'ilh:::~fl~1 '*'11r;lflfll'i'IJfl~fll'i rij~fll'i fl(;l~'VI,j~\lij
jJ I d GI 'j)QJ t::); Q.I

6.5.1 fll'i ff'i1\1fJWfIlttCl:::f1111J'Vl\lWfll'il'IJfl~~'i 'U'U'ifll'i tm:::'Vl'U m1'U

(Value Creation)
OJ J d OJ ~

6.5.2 ~1tt'U'Ufl\lflfll'i'VIt'l11J1:::ff1Jfl'Ufffll1:::tt1~Clfl1J (a Fit model)

~ '1~_I'" , '"6.5.3 fll'iff'iHfl111J "tlJ'irJ'U/f1111Jffl1J1'if1'Yl1\lfll'iU'IJ\I'IJ'U (Competency)

v, "' •• v••..••••••..•
6.6 fll'i tr1H~f,lUllU~::: fllllJ'W-.1'W8 A;)'\I8-.1~'i1J1J'ifll'i U~::'W'Ufl\ll'U

,
, .q ~ .q

6.6.1 'JlIfl1I'tYUI'INIfI1I1gfliJ (Economic Value Added)
cue:( o'".diG) • eS

1'ifffl~ l'J1J1J1'U'U'VI(fll\lf1\11'U www.account.acc.chula.ac.th)flCl11f1-.1 EVA
~ Q.I 9J ~ , • .c6 ~,el

t1J'U1J1~'i1~"1'U fll'i t\l'U'IJfl\lNCl~fl'Utt'VI'UttCl::1q!Clfll1'U'lf1\1'i::rJ::t1Cl1'l1'U~ '1 1~rJ~\lfl~'U'UW'U;R1'U

'IJfl\ltt'U1fi~'IJfl~fh h'VJl~tff'ifJ;Rff1ff~{ (Economic Profit) ~t1(Jflti'U'h "fl1 '1Hh'U~t'I1ilfl"

.eI " ,:.,,:, ~ ~ "f 44Q "lftl
(Residual Income) CI)$\IflCl1111fl11JJU-3f1-3iJ::mR"lJUflf1lBIUBfliJfl11U1U11tJlI'1H11tJ lRiJUU1U11tJ

'7'" 7 ••.. " •.. If"'IIRI'IItJfll '1191tJUfl11R1IUU~lU (Operating Costs) 1I11::f1IU'fJUI~U'fJU(Cost of Capital) lRiJU....•
'I1URlI'U

~ ,.1 "'="'" "" ..k"~1rJfl111J'I11J1rJttfl'U '1 t'lf'U'U EVA 'il\lt1J'UtWrJ~'VI1-.1tClflfl'l1'U\ll'UfllnJfl\lNCl
" ..

fll'itlU,j~\l1'U'lJfl\l'tNftm fll'i1Jfl\l EVA t'li'UijVi1'1f1Jfl\l~l1JfJWt1'i::: lrJ'lfu.yhhrifY '1 ViEVA

IGJ"'QJQI Q ",d. 'JJ 'JJ , '1'.'"flfll '11!fl~'IJ'Ufl'Ufll'i'U'i'l11'ifl\lflflH'I1J\lt'U 'Ufll'iff'il\l1JClfll (Value-Driven Firm) 1Jfl1'i 'il:::'il1fl~•••
" " .

'U'VI'Ul'VIEVA '11't~(J\lttfi~11~NClfl1'itlU,j~\I1'U l1~ij tW'i1:::EVA Vi1'l1U'lVit~'U,r1 i'ilthrifY'lJfl\l

m:::'U1'Ufll'i '\hflCl~'VI1f'1t1t1~,j~ 1~(Jfll'i t~fl1J l(J\lfl~fttl 'i:::flmJ~l\l'1

EVA Afl'Ufll'ifl1'U1W l~tlfll'i i'*01 '1'i'il1flfll'ifi1tU'U\l1'U'I1r;l\l,rflfllijCl'U~1t1
I' iI" iI , I

~'Ul'J'Ut~'Ul'J'UVii~ t1trlflfff1\lOl '1'iir'U '1 'U1\lfli' \lfll 'ilt1tlfl~'Ul'J'Ut~'Ul'J'U·h01 '1ni'U ~hVi~fl\lVi1 '1~..
~ , ••• 'I ~ '" ~'" ~ '" =" • '" 11) _1'1 ~ '1 ~ , '"EVA ffl1J1'if1ff'i1\l1q!Clfl1tW1J1'11fl'U~f1fl'l1'U1J1fl'VI,,!~t1J'Ufll'i'U1'Yl'iWtl1mllJ 1<]f~1'U~fltl1\l1J

_I •••••• ~. 11) ~
lJ'i:: ff'Yl'6fllWttCl:: ff'i H1q!Clfl1l~~ \I'f!~

"1) fll'ifffH EVA 'U~1:i'Yl~fl\l-W'il1'iWlll'ilrijrJ~\Iij

(1) t~1JOl h'il1flfll'ifi1tU'U\l1'U 1~tlt1'i1ff'il1flfll'iCl\l'Yl'Ut~1J•
(2) Cl\l'VJ'Uim.ii'U 1m \lfll'i~fh01 hff\lfl'h~'U'Yl'Ufll'i(;l\l'VJ'U

q ~ q q

http://www.account.acc.chula.ac.thflCl11f1-.1
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(3) 'lH' 'UnJ~fJ'Wl1 ~ fltro'W 'Yl'W~ 1f)1i 'i f)~~ ill1 11'mWlfl'U U'Yl'W~~YifJ~'V'Ifl
q q

2) 'l.h~~~'Wiltyl11 'l'Wfllnh EVA ~.u'11J1'l~'l'Wfl~tlm

(1) fll 'l ~~lfJ~ltij'W~l'W ill~l~~'W~fl~~~'W i Ufl1tJtJW1'ij1'W'Yl WUty:)f. ~
UCl~~~'Wi Ufl1tJllnll1'Wfl ifl'W~'Ufll'i~~'W ~'li'Wmfl'HJ1'W,jw:)fnll1'Wfll11'~fl'j1fJ~1'W~~U~~'W.. "

fh'l~~lfJU'i~~1~1fl U~'i1fJfll'j~~f)rll1~fl~\hmui''U'l'W EVA lflfJ'l11'~fl~lfJt~'W~1fl i~fl1tJ

laid , ll1 ~Q.J 1 ad lit" J ,Q.J ~.e" I ~ ,

~'lClU'i~ fJ'I1'W'Ylfllfl11~~ lfl'i'U fl(l EVA m~tlm'UfJ~~'U'W lfl 'tI'WflfJf)'UflClfJ'V'I'W~'m~fhfJ'Unn'i fll
OJ OJ q

~ '1"" ~o ••• '1'" 'I .., 1 " 0'Hf)fl'U'jtJ fl1 "lf~lfJf)fl'W~'itJfl1~'W'W~1'W fl1 "lf~lfJ 1'Wfll'iU'i'UUH flHCl''i1~fl~flm
q

~ .
fll'ff ~~Cl'~tJfll'j ~lm.hfJ ~'W'Yl'Wfll'j .ofl~~fl~tlm fl11 ~~lfJ h.!fll'j lfJf)~l(1Cl'm'WllVh~l'W

q .
" ••• "" ••• '" 11) " ••• ""1 "(2) fl'W'Yl'W'Yll~fll'i~~'W W ACC tJfll'i'Ufl~'Ufl'W lflfl1tJCl'tJ1.lflil'W'Yl '11

q ••

,
••.~ d l1]" .c::.I ~ 'Q.J

(3) Risk Free Rate ~lJ'ifJ'UmfJ'U lflfJ1f)t!1f) ~'V'I'j1~1.l1J1.l1.lfl~'YlUflf)fl1~f)'W

(4) flll'U~1't1ij~~vh1.otJtt~Cl~fl'W ijfl1 illrvhn'W
OJ

(5) Vfl'jlflCl1fl (Market Rate) 'l'W'iij'U 4 - 5 tl ijfl111.l~'W~n'WCl'~UCl~ij
OJ

••• 0'l"1I)' 0 11)"
f.lClflflCl'U'Yll l111.lCl'1t!1'itlfll'W1W lfl

•••• ~ ~ OJ' ••

6.6.2 tn1V1't11'iBfJtJ1f11tJ'tIiJfJ CRM (Customer Relationship Management)
fJI~~d ,d G1fjJ' "

CRM ~~~'W'Wtl~11ifll'itJfl'UfJWfl1'Ylmm~Cl'1.l (Optimal Value) mUf)~f)fll

" ., , 11) d "
fl1(1Cl'1'Wf.lCl'1.l'Yll~fll'iflCllflfl1~'l (4P's: Product Price Place and Promotion) ijfJl~ lmfl1tJ ~f)fll

, 1 tQl Q.I Q 'l ,l ~" Q iJ rI d
Cl'1'W '\HytJf)~~flflCl''W ~9fflCl''WfllUCl~'U'ifll'jfl1(1U'i~Cl''Ufll'iW (Overall Experiences) 'Yl'V'l1fH'tI1

, • v

i~i''U'il1f)iY ~.yj'U~,r'Yl~Cl''Wfll 11'~~ir'Wl11f)f)'iIfll'iCl'ltJ1'i mj1tCl''WfliY'Wti'lUCl~'U~ fll'i ~1'Wm~'U1'Wfll'j
,

.e:t. Q.I " 4
'Yll~fll'j fl Cl1fl fll'i 'tIl (I fll 'i 'U'j fll'j flClflfl 'II'Wfll 'i Cl''W'UCl''4'Wfll'i 'tI1 fJfl1 ~'l ij fJl~ m t!1~ Cl'1.l~'V'Iflfl ij 'U

"'l 1 JJ" J. fj/ Ci)fjJ' QlAI QI.qQl 'jJd
Cl''Wfl~ fl111.l'VHWfl 'II'tIfl~Clf)fllflfJ1~flm'W fl~UCl1 fll'i & l1fllUCl~fl11tJflf)flflflfl1'UHl'Yl'il1f)Clf)fllf)'iI~

OJ OJ

, ~ ~ ~ c::f ~Q.I did
fl ijfJ'l tW1.ltJ 1f)'tI 'W 'II'Wf)ClltJt 1J'W~fl U'tI~ 'tIfl~'U HI 'Yl'YlfJ1f)fl flfll'i Clfl mCl fJ'WU'U'U

~ ~
r1J'Wflfl'Wl1trf)'l 'Wfll'j'U~l11'jfl111.lff1.l-n'W,rn'UClf)ti'lU'W11l111 4 'li'Wflfl'W

OJ

1) Vi1fl11tJ~.u'11'i1 (Understand) UCl~Cl'~l~'iIfl~~'W (Differentiate) Cl'~1~q

QI QI tI QI 'jJ dd .c! ... ' Q Q 11) !J) fj/ ~ '11) , , ~" "
Cl'1.lW'W1if)'U~f)fl1'YlflUCl~1.llJ'i~Cl''Yl1ifl1W 'iI'Wlfl'tlfl\jClW'W i1'Wfll~'l11.l11'i1~~1J'W'tIij\jCl'Yll~fl1'W

~ .
U 'i ~ "lf1m ff1Cl'fl ';UCl~ trml W~ 'Yll~fl ijff1 Cl'fl'; f) 'IIfll 'i rr~fl1 'i Vi1fll 'i ffmn1.0 (lfl Cllfl~;j ij ~~ 'W ~fi fJ1n'U

OJ

fj/ Q.I Q d CJJ.::sI ~"Q d' ~Q.I

fl111.lflfl~fll'i (Needs) 'Ylff'Wflfl (Attitude) 'YlClf)flltJflflCl''WfllUCl~'U'ifll'i fl1WW'iI'W'tIfl~'UH:l'V1
OJ

Q QI Q ~1 'jJ _34 ,,~,. 'j)

fl Clflfl 'II'W1Jfl Clf)Clf)ll W~ UCl~wqfl m 'i tJ fll 'i 'U'j flfl 'tIij~ ~ f)fll~ lJ 111t!1 fJfl1(1 tWflU 'U~f) 'l1.l~ f)fll

(Customer Segmentation) 'l'Wfll'j11~Uf.l'Wfll'iflCllfl
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Q.I' Q.I t!l I 0 QI
2) ~WJ'l.J1~lfItlfl'I.J(Develop) ut't~f1lf1tm)fl (Customize) "lI'V~YI1'Hn'\1'nJfl11.. "

ffV'O'n fl'Ut'tflfll fl11'O'f1~f111lJt~'I.J.yjU\9Ifl~1~Ut't~U1fl~Vfl11t't vm~u'l.Ju'U'U 1~,r 'I.J lJ1il'VI~ltrJ'I.J••
'j/.c:1 Q.1 ~ CJI t.:::.!l CJI ~ Q.I <l:!I 4 dt' d GJ9I
\9IV~lJfll'i ~WJ'l.J1'O''I.Jf11Ut't~'U'jfl11 flt't VIfI~'I.J\91V~'VH111W1f11f1tt'tVfl'O'V'\1 'jV"lI'V~'VI1~'VI'O'11J11fl A "lI'

'" ,~ •.• 31 , •.• 1IIti 31 ,. ~ 31 31
\9I1fI\9IV'OV'O'1'jfl'U\1flfl1f11'Ut}fl'I.J 1 1fI1U 1IflUUlflfl11lJ\9IV~fl1'j'tl~N\1flfl1 (Customer Needs) Ut't~

f111lJfI1lf1'\1'i~ i 'I.Jfl1'i i "*'U1fl11~1~"l 'tIv~'U1il'VItrJ'l.JU 'I.J1'V11~'1'l.Jfl1'jiWJ'I.J 1

9JQlQI , 'I

3) 'O'11~'O'lJ~'l.J1ifl1~ (Interact) Ut't~'O'~lJV'U (Deliver) f1Wfl1U'\1~f111lJ•
tI

•.• '1 "' •.. 31 31 '1 '" ~ 31 31" ~
1~'YI'U ~ lJ1'1:1'YI\9Itl~t'tl1 ~U t't~ 'O'11J1'jfl1tm1~ '\1f111lJ\9Itl~fl11't1tl~ \1flfl1 H1'I.J"lI'tl~YI1~ fl11 '0 tl'O'11

d'1 91111911 ,1~~Q.lfJ}~~3JQ.1 QI..c9 0
'VI\9IH ~\1flfl11IfltlU1~m1J1~t ~1~ 'I.JVfl~lfl'I.J lJ'i£J'VIU~\9Itl~ Hfl1 '\1~'I.Jm1'I.J 'YJflfl'I.J\9I1~'\1'I.Jflfl~fl1'j'I.J1

31 , .1111 '1 Yti ,. ~i 31 •.••.• " •.• 31..\ 'I 31 •.• ~ d 31 •.•
'tIVlJt'tmm'I.J 1tl "lI' 'i~ AU"lI''I.J'l.Jfl11'O''j1~f111lJ'O'lJ~'l.J1ifl'Ut'tflfll t~n t'\1\91Hfl'U'O'~'VIt'tflfl1f11lf1'\11~••••••...
1J1fl 'YIff IfI•

4) fl1'jmtl~i~ (Acquire) Ut't~fl1'ii'fl'1:l1 (Retain) \1flfl'l fin fl1'j~t11

'O'11J1'ifl'tr ~lJn'Uflw tl1tni ~f111lJ'l.h~,:r'U '1~ 1~\9I'j ~fl'Ufl11lJlPi'n~fl11't1tl~milJt'tflfl'ldh'\11J1U r-i1'I.J••••
'lin~'YI1~~m1J1~'O'lJ (Right Channel) ~n~ijtl'j~i1'Y11im~ (Right Media) i1'I.Jfl'1~\9I'i~nlJfl11lJ

9J 'j/.d..c9 I d
\9IV~fl1'j (Right Product) 'tIm'O''I.Jn'VIIfI~~1fI(Right Offer) "lI'1~nm'YImlJ1~'O'lJ (Right Timing)

'13131 '31' 111 11131' 31 d••
\9It'tnlfl~'lJfl11 ll'I'tItl1qJt'tUfl\1flfl1tlUH\9IH 1tl\9lHlJ1 (Most Relevant Message) ~~ 1Iflfl'tJlJ\1flfll'YIlJ

Clod .ct.. d , ~QI ~J
f111lJflflfl (Loyalty) Ut't~lJfI11J1fl'VIqfl\9ltllJ'j£J'VIt~lJ'tI'I.J

'" vT:~1 _. 46.6.3 6'nR'URtn11JFJU111f)1UfJWiJl'tY'II'J"tn"jnNl'U (Quality of work life'H"jB

QWL)
t:t~ o..c9 QI QI (/ ,

tJWfl1~"lI'11Plfl11'V11~1'I.J '\1lJ1Ufl~ tJwm~'tI n~f111lJ'O'lJ~'I.J 1i'j~'\11HfI'I.J ~1'lJ

QI d- jJ 0 t 91 ~ ~~ 'jJ 0' ~ ~

fllJff ~u 1f1t'tnlJ'tItl~ fl1'j'VI1~1 'I.J'VI~'\1lJfI~ 1 tllJ'VI~lJ 1Pl'VIH 1fI1'I.JlJ 'lJ£JU (Human Dimension) 'VIt~ lJ•
'J/ 111 ~.A~" C\ ~ 'II 'j/, c:, l>l ''j/

t'tl11tlt'O'1lJ lJ\9I'YI1~fl1'I.Jt'YIfI'l.JflUt't:tff1'1:1Jfl~ 1flUfl f111lJlJ'l.JfI~ f111lJt'O'lJtlfl1f1 t'I.JfI1~l~Ut't~

Q.1 dQ 'i".ct. 31 Q 'JI 'J/ QI

11~1,H1'W 'YIlJfl11lJ'\1lJ1UUt't~'l.J1'O''U ~ t tl fl1'O'fl11 t1 U'I.J'j Ut't~ f111lJA~'jWfl11'\1'U 1cIJt'tcIJ("lI'lW"lI'U
•• u u

V1~'WmJl'iln 2548: 43)
.1 31 ~ '"

'lJtlfl~lfl'I.J Richard E. Walton (V1~fl~'1'I.J H'ilW mt'tlJ'O'11~lfl www.
u

11I 9J CIl d Q.I Q.I 0 Q.1 dtl J ~ e:t~

thaimarketcenter.com) 1IfIt 'O''I.JtlU 'I.J1f1f1tflU1fllJt't fl'1:lw: 'O'1f1~'VI 1~ fl n'U 'tI'I.JtlJ 'I.JtJwm ~ "lI'1\91fl11

.yh~l'I.J i'lJ'\1,r~ffn Criteria for Quality of Working life lf1uu,j~tltlfl trJ'I.J 8 tl1:fl1'j fitl

1) tll\9ltllJU'VI'I.J~trJ'l.J1i'j'jlJUt't~t~u~~n (adequate and fair compensation)

2) ~~Anfl~nlJ~\Ifl€lfl'1:lW:ut't~tlt'tnfl.nu (safe and healthy environment)
o 3J \f} 1t:!Q.I d'J/ d Q,I ~ \l)tI 31' iYYtI~Q,I.f::::). 9Je!l

'O'm~fl1'j'YI1~1'lJ\9Itl~ llJlJt'tfl'1:lW~'VI\9Itl~t'O'U~flU~'l.JAfl'I.J 1 ut't~~~\9In~"lI'1U '\1rj ~lJ\9I~l'Wi'O'fl

'O'~1fI1fl'O''U1UUt't~ hitrJ'l.Jfl'I.J\9I'j1U~ nq'tlfl1~tl'lJl2JU
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='l ~ lvv.,,,,,,,,,, lIJV", v lIJV~ I '"

3) tlJ~ tVfl1ff 'YI~lJ{)U~-:Jl'U t~'W\PJl'Ultl11~1tl11~ff1~l'Hl t~tlJ'Uvm-:J~

(development of human capacities) 'n~il-:Jfl1':iiiiVfl1ff1~'t11-:Jl'U~IPI'UtlV~~U1Ti;hi'ifYU€ldj

tl11~'YImti

4) ttfll:lW:::-:Jl'U~ff-:Jtff1~tl11~t'il1tlJt~U iIPlU€l:::tl11~1i''Utl-:J',run
u

~tI~U~-:Jl'U (growth and security)

5) ttfll:l W:::-:Jl'U ii ff1'U ff -:Jt ff1 ~ ~1'U\!':iWlfll':i 'YI1-:Jd'-:JfI~ 'UV-:J~tI ~ U~-:Jl'U
~ ,~ , G) 21 'JI ..• I C\ Q.I~ lfI 31.:5'" 3J Q.I Q.I CI.I

(social integration) C}f-:J'YImtlfl11~11-:J1'U'U'U"lf1t1t 'YI~lJ{)UIPI-:Jl'Ut~~ t Vfl1ffff':il-:Jff~'W'U1ifl1'WflU
, •• JJ

.c!!t ~,. did GlGI JJ '3IdQl'
1.JflfI€lV'U'1 ':i1~f.N tVfl1ff'YIt'YIlt'YItJ~fl'U t 'Ufl11~fl11'Y1'Ul'YIIPI-:JVgU'Ujl'U 'UV-:J':i:::UUfJW1i':i':i~. "QI QQI' .a .::),

6) €lfll:lW:::-:Jl'U'YIIPI-:JV~U'Ujl'U 'UV-:JflQ'YImtl'YI ':ivm::: U1'Ufl1':i~1PI1i':i':i~

. .k <9 "'''"'''''' '" 'I" '''' G! v '"(ConstItutionalism) C}f-:J'YI1JltJf.H1f.l'lf11P1tm:::1WJ'U1i':i':i1Jt'UV-:Jflfll':i'il:::ff-:Jtff':i1Jt'YI tfl~fl1':itfl1':il'l
" ,

i1'Y1iiff1'U1.JflfI€liitl11miJ'U1i':i':i1J' 'Ufll':i~ 'ill':iW l',r f.!€lIPlVUU'YI'UU€l:::':il-:J1€l':i1~11-:JiVfl1ff'¥i
I lI}~ ~ d ,~ lC:I Q G) d d

UIPI€l:::f1'U'il:::t~Uff~-:Jfl111JfI~H'YI'UVtll-:JtlJ~tf.!t1~tff':ifl1l'l t'Ufl1':i~~ 1Jfl111Jtff1JVfl1f1tm:::1Jfll':i

tlflmV-:J~1t1flQ'YImti

7) fl11~ff1J~€l':i:::'YI11-:J~11P1flU fl1':i't1l-:Jl'Ui~mh'U':i11J (the total life•
space) ~V-:J11itlrlvtli,r ~tI~U~-:Jl'U '~~Ufl111Jfl~~'U'illflfl1':itl~U~-:Jl'U~lmn'U 1tI ~1t1fl1':itil'YI'U~

~1 i~-:Jfll':i't11-:Jl'U~t'YIm:::ff~t~V'YIi1m~t1-:Jfl1':i~~ v-:Jfl41tfl'i -:JVdflU.:Jl'U'il'U11iiit1€l1WflNV'U 'YI~V

1IJvi ~dC\ • QI , d

t~ ''If''lf1IP1ff1'U1PI1VtJl-:Jtl'ltl.:J'WV

8) ttfll:lW:::-:Jl'Uiiff1'Ut~t11;;V.:JU€l:::d'~w'UiflUd'-:Jfl1J i~WIPIH (social. "
relevance) ~tI flU~-:Jl'U 'il:::~V-:J~iYfltm:::t1V~~U11V-:Jflfll':i '¥i1Pl'UtIflU~-:Jl'Uvdir 'U~UN~"lfVU~ V

qJ 'k.I CD ':LI CD

"d'.:JfI~i'U~l'U~l.:J'1l1.:J''U~l'Uf.!€lf.!iilPl fll':i~lfl~'UV.:Jtffti fll':i~m:nfffl1l'ltt1m"V~ fll':itl~U~

d QI 31 ~ "
tmJ1flUfl1':i'ill-:J.:Jl'U tm:::t'YIfl'UfI~l'Ufl1':i lPI€ll~

fll':i~~ itl':ium~fJWfl1l'l~1IP1fll':i't11.:Jl'U 'YI~ViitJfldv11 QWL t~V11

~ .J~ '" "'1v.l V'IV '" lIJVV "',
itl':ium~ QWL tlJ'UU'U1'Y11.:J'YItl'l1Jf.!€lf.!€lIPl'UV-:JV.:Jflfl1':it'YI"I.:J'U'Um t'YI'V'l'Ufl.:.Jl'Ut~t'Ulm~ff1'U

'i1~i'Ufl1':i~~i1'Ui'il~'il~ff.:Jf.!€lm~'YIU~Vfl1':i't11.:J1'U'UV.:JIPI'Uitlmm1J QWL ~-:JtI~u~~v

'WUfl.:.Jl'U'YJm:::~U~1tJU'U1fl~f1111JtiJ'UtI':i:::"lfliitl'lPImm:::m:::~'U fll':iiiff1'U 'i11J' 'Ufll':i~~i1'U i'il

U'U1fl~'UV-:Jitlmm1J QWL ~.:Ji,rfl11~"hi'ifY'Uv-:J "f111~tiJ'U~'4l:lui'Uffm'U~'t11-:Jl'U"

(Humanizing the workplace)

~I:::! QI I ,

'YI€l1t111i1PI1VtIl.:Jt"lf'U
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1) 1~flllfl'i'i1Jll1'tllm,u"!HhnJ'tJfN'I1'U (Work restructuring) 9t~t~'U

fl'i ~tl1'Uf)1'itll~[J'UUlliH1ihh~1'U hni111'ijfl111Jlhff'U1llUt1'Vn!fH1'U 1~Wff11J1'imh 1~'\1~1[J

mh~ lGJf'U 1,*l'YIfliiflf)1'i~~)'jllUtltlflWff1J,j~'tJfN'I1'U (Job characteristic model)
•• q

2) 1~flllfl'i'i1J1~1l'it]W.flTV'l(Quality circles '\1~m~[Jf)dtl'hQC) l~'U

flllfl'i'i1J~h1i~ff1J1';mH)m~'Umi:IJ"l~~ll'i~1J1tU 10fl'U l~'Uff1J1';fl~1J11l1flfl111Jff~m'11lu~~
J=l _. QI' ~ rI ~ 1 A e!l tit

1Jf)1'i1l'i~"J!1J'WtlU~fl'UO~lff1JO(ml1~[J~:fl'i ~ ~wll'i~1J1W) t'W0'i~lJtNilty'\11tm:U'U111Hl'U

f)1'iU~ilty'\11~l~[J1ntlt]Wfl1'W'tJ0'l~1'UU~~t~0'U1'tJ~1~"l ~t~[J1ntlfl1'iyh~1'U'tJ0~'W1fl~'U

QJ J.d Q.I '"6.7 f1'JU1.J1.Jtl'lflfll''JII't'i'lJl:U''lJfl1.Ji:riln~Ul~UU)1J(a Fit model)
,

o QJ 44
6.7.1 n1"Sn1ft'1Jf116D'flR (Good Governance)

f)1'ifhf1tl~U~~~t~'U fl'i:tl1'Uf)1'i'tJ0~f)1'~flff'U 11l~1l:1l0,j~'\1~O1:ij

.1••••.••••''I ' .J 1 'I rI ~ 'JI •.•••• 'I 0 1 'JI
uf;)tl~0[J1~lflO[J1~'\1'U'Ifl[Jfl'Ul'WO~flfl'it1J'U~~flff'Ul'ilf)1'ifl'i:l11m1J flHff'i1'1U~~U'UTVl1~

.d 0 111" A 0 ~ GJ 'J/ I .ci 0 'J/ d Q,.I ~

f)1'il1f)1'\1'Ufln t'WOfl1tlt]1Jf)1'ifl1l'U'U~1'Ul'Ufl1'U~1'1"l 9f~1l~fl1'\1'Ufl11'U111fl111J'itl Nfl'ifOtl'tJO~
~ , ~

lJflfl~ ~1~"l 'i11J11'1fh'\1'Wflfl111J1''UHfl'lfOtl~ON~f)1'illii,j~~l'U~l1J mhYiu 'U~~Oflll'UflWI'Ufl
, ~

11jf)1'ifhntlu~:fl1'Ut]1Jf)1'i~llii'U~1'U l+70111'fl1'i~ltii'W~1'Uijfl111J11l~~1fflm~ijll'i:ffl1nfl1'W

'JI "'l 'I d

ff~fffl (m'lfN l'U"mff1Jff'i" 2550: 33)
•• q ••

1) 1i'in1Jntl1~ 111J1[Ji)~f)1'ifhf1tl~U~ lWl1fl1'j fl1'i~fllm'lff!l~fl1'i

11flmtl~'tJ t1~;'h[J1'j'U 1mm:1' j ff fl1t~ 0f)1'i 'WWl'U111'i: t11ffl 11'tflflll'i~l[J'lnJ'iJ ~ "Ifl ~t11l'i :'lf1'lf'U

lflm,r'Ufl111Jl~'U1in1Jfl111J[J~1i'i'i1Jfl111Jtff1Jtlfl1flq

2) tl'i'i1:iVlfltl1~ '\11J1[Ji)~f)1'itl~'\11'i~flf)1'i1i'ifl'il~l~'U1i'i'i1J11l~~, ff
q

~ ,
u~:m1Jtlfl1fl 1fl[Jij~tl~'\11'iij61'W1'il1'U~flff'U1111'U~'iflllU'U"l ijfl111J1'tlHfl')fOtl~0'\1,rTYiu~:

o , 'JId' 111'JI 'd .1, "'l 'JI"'I 'JI •.••.• 'JI
N~f)1'ifl'i:Vl1'U0~~'U~0~1Jff1'Utflff1'Utff[J11fl'i1[J9f~'i11Jtl~~tl0'l1'U'W'UfH1'U'ij ~flfl1

~~Oflll'W1l'i~'lf1'lf'U..t111l(~llW1 ftVl'i1J'U~~2550: 7-6)..
••• .<!l •••

6.7.2 HDftn1'i'tY'Ug1'U'UB.J1i"SUII1'l.J1D

ffm,j'U1~m~0f)1'i'WWl'UlU'" ~lI'i:l'YIffU~: 1m '1fl1'it~0f)1'i'WWl'W1U,"'1
rI .1 .•• 111'JI 0 111'JId •.•

0'lflf)1'iff'\1u'i:'lf1'lf1~ (UN DP) t flf)111'Uflt11J8 '\1~flf)1'i
o Q,.I d.c:l 'J/ 'J/

1) fl111J'lfOtl1i'i'i1J(Legitimacy) f)1'if)1fl1J~U~l1fl~0'lf)1'ifl111J\lfl~t1~

~11J'tJ0~flf;)111J1[Jl'Jflfl'Ul'U iY~fl1Jogm[J1$1;roih11'Ufl'tJ0~flf;)'\1:IJ1m~[J1f1'W
..::l' , .c! r ,. , ~ 4

2) f)1'i1Jff1'Un1J(Participation) f)1'i1Jff1'W'i11J'tJtI~ff1J1'ifflflO

f)1'iI9lflff'U1'il~ihfltlJU~:::f)1'iff! l~ff1~flfi 111'ntl l'U iY~fl1Jf)1'iijd1'U~11Jff11J1'Jtlyh 1~1fl [J~ff'i~
"
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i:Jihj~fi1J tl':IJ1:Jfm~ll'l1l'l 11'1911111111ijV~1tl\9l'UuH111mh'U IPi'JU'VllJ

3) 1911111u1~'ltl' (Transparency) t~'Ufll':i\9l':i111tl'V1J191111\lf1~V~ijfll':i

til\9ltHtl,rvmlVrh~\9I':i~ iU\9l':i~:IJ1
OJ

31

4) \9I':i111tl'V1J~htll~i~(Accountability) fll':iIPi\9lff'U'1'i1U~~i'1JH\9I'Jj'V1J~V
o v v v.,; d lIJ • 0 lIJv

fllm':i~'YI1'UV~ \9I'U\9IV~\9I1ml1lPJ\9I1tlH~'YItl'1ltl1IPJtl'llH~fll':i lltl1~H~ !1ltl'l:lJ1':iUm~'YI1 !\91

ti'lU':i1ff1l1f1fll':iU~U~\9I1llf1tll1111tlU~~1911111 U1~'1tl'

5) U':i~ff'YIllH~ U':i:ff'YIllfll'VI (Effectiveness & Efficiency) fll':i'1<if

., '1 ~ V.I 1 0', 0' ""1 d •••• .,:: "'"
'YI':i'VItnm 11!\9I1J':i~tl'Jj''Utl'~tl'\9I\9IV1l1~1l'U'l:Itl'Jj'1\91\9Itlllfll':i'VI\PJI'U1m~1J1'Ufll':it'VIllH~H~\9IVtl1~OJ ••

QI ~ G'I ~ 11 0 ~.d
6) 191111':i1JH\9I'JfV1J(Responsiveness) fll':i'VItl1tl11l tl119'U1'Jf1H1tl'Yl111'U1'YI

•• 31

'UV~\9I'U'1M~l1~\91'l'Ufll':i .•h~l'U f1~ll1l1~IPi\9liY'U'1l1U~~i'1JH\9I'Jj'V1J~VH~fll':iIPi\9lff'U'l1l'lr'U~

7) 191111tl'V\9II9~V~(Consensus oriented) t~'Ufll':ifil'l1'U\9IU~~tl'~UI91111
v 'I ••.• .,k d , •••• 1 'I •••.• v.,;
\9IV~fll':i'UV~I9'U! 'Utl'~1911C)1~1l191111U\9lf1\911~f1'U\9Itl'VItl1tllll111~\9Itl''U!1I':i111f1'UU~~191111\9lV~fll':i'YI

tl'v~m~v~ti'U 'UV~ff~1911:lJ1t~'U,rvu~u~t'~V~\9I1Ity111191111.,)\9Itt~~ '1'Uff~1911fll':i~\PJI'U1v~flm111 V
31

ff ~1911i ~~V~t~ tl'Uf1lPU'U1i':i':ill'UV~ff ~1911U'U~ nv'U
31 31 •

8) 191111ttl'llVflll9 (Equity and inclusiveness) t1'l'Uff'YIll.,)'UVI'U!,l'Ufl1'Jf119'U
31.w~i~i'1J 11~fll':i1Jifll':i~1'Uff1ff~fll':i~1'U ~1~~

SI "SI_~ ' <V6.8 fll':ii.Y1Hfl1UI Afll'U1t1'lJ/f111'IJi.Y1'IJ11tl'flHfll1AI"~"'U/i.Y'lJ1':itl'U~ (Competency)

Competency t~'Uu'U1fi~~:IJ1'i11f1fll':i1.otl'UV~ ff1tl'\9I':i1'ill':iUt~1~Ulll9l9mm'U
, ~ Q.I tI tI ~ 111 jlJdl QI"':::' Go' Q.I.c:. fjJ .c::a

U11~111111'Vltl1~tleJ1':i11':i~ C)1~!\9Ifff1'l:11fJWffll1J\9IU~~fJeH'If1'l:1W~'UV~'Uf1~':if1'i1U~~~1J':i111':i

':i~~1Jtl'~~U':i~ tl'1J1911mht~ 'iI'l 'UV~flm~'U 'th:hijl9w 1:if1'l:1W:mh~i ':i 'il1f1fll':i1.otl'Vl1J':hU':i~1~OJ .•
, ," JJ

U~~H~"'VIi' 'YI1~fll':ifff1'l:11l1~t~'U'UV~'41919~ i:J i ~ t~'U 11'iI.otll1 'iI~;1~ 11'41919~U'U~ 'iI~U':i~tl'1J

o d 'l v .,; '1. 1 v. I lIJ.1 v ••.. it ""m1lltl'lt':i'il 'U11'U1'VlfllH1'Uttl'llV 1J111f1\91V~1J':i~f1ij1J!1J~1tlfJW~f1'l:1W~ij'U~ m'YI191111ff1:lJ1':iU

'l'Uf1l':iVh~l'U 1111ti1J~~'U 191111tl'11l1':iU'1\J fll':i ~ijtl'l':iU~~fll':iijU~ffll~'U i' ti1J~~'U t~'U~'U

6.8.1 ffJUJ'HUltJ
'I <1l ••••• v

Competency !'U191111l1:1J1tlft'3J1'HlJJ:: l1:1J1tlU~f1~ll'Uij~'Vlf1'l:1: 191111~

191111tl'l:lJ1':iU 'VIq91m':ill fJW1:if1'l:1W~U~~l1ff'UI9~~'l.JI9I9~~lt~ 'U~v~ij t~vuii U91~l'UV~l~ij

.1 "" "" .1 "" "" it '1 v 0 d ••.•• I •• _~lJ':i~tl''YI1ifll'VIlJ':i~tl''Vl1iH~ U~~t'VIij 111J':i':i~H~tl'lt ':i'iI\9IH\9I11l1\91U1J':i:ff~I9U~~tlJll1 :IJ1tl'UV~••
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Competency hm111J'Y/lJ1tlfr;mJffWnfJm-Jm'iu.,j-J';UA~'mm,n{
.c9 31 ~ d ...1 QI 91 ,.,. q fJ} A

'Y/lJ1fJtl~tl111Jff11J1':itl'\J'tNH'U':i'Y/1'jVI'il~u':i~ff11JVlfl'l:l~'YI1~~l'Wt'YItl!1..1!~fJU~~~1'Wfl1':iH~fl
OJ

1,rtfi~trl'W tl111Jff11J1'jtl'\JV~v~ti'fl1':i~timi1'W 11:.11,ru~~ ~m11tltl~-u~ ff11J1':itltli' 'U~1i ~v£h~

':i1~t~11,r";1Jt1'UlVfl1ff~ti1tl~ttl~I:.I'W itl

6.8.2 lIfJlIW::tT1R'ty 3 'lh::m111B.:J Competency
"" o'A I j} I o<!l

1) Competency 'il~1JV~flu':i~flV'U~11:.12 ff1'WtlV
,d d ij} •••• ij} I ••• j}

(1) ff1'WVl1JV~t'Y/'W~'Jj'~ ~Hfl Vlfl'l:l~(skill)H~~fl111J1 (Knowledge)
, d, 'j/ 'iCJJ' ~ .d 3J

(2) ff1'W'VIG)fVlJt':i'WV~~Hfll'lqflm':i1J (behavior) 'VIff~VlV'W1J1'il1fl

rhiimJ(value) Vtliifftl (trait) ";ff'Wfl~ (attitude) u~~m~.,j'U (drive)•
j} 'j}d~.

2) Competency flV~Uff~~ 'Y/t'Y/lJtl~H~~llJ(outcome)
~ .

3) H~~1'Wir'W~V~ff11J1':itl1~fhi~ (measurable) ";1itl 'il~fi''Wttll:.lt1mhh•
Key Performance Indicator: KPI

6.8.3 'lh::Ul'nllB.:J Competency
~ d, Q ~

1) Personal Competencies 'Y/lJ1l:.1tl~ffm':itl'W~'VIUfl~~tllJ1J tu'W

•.• .,j i' <'! i j}
tl111Jff11J1':imUl'l1~fl1fllJV'W 1Jff1lJ1':itl~Vm~l:.IlJH'U'U~

2) Job Competencies 'Y/lJ1fJt)~ff1J'j'jf'l'W~'\JV~'lJfltl~t1'Ufl1'j')h~1'W1'W

\9'huml~ 'Y/1mJVI'U1V1tUl'l1~~1'~Ufi fl111Jff11J1'jtll'Wfl1'j1ttl'j1~M~1m'\J fl1'jfl~f11'W1W

tl111Jff11J1':itll'Wfl1'j')h-uw:Jftrl'W~lJ
"

3) Organization Competencies 'Y/1J1tlt)~tl111Jff11J1'jtl-Wtff'l:lml'l1~'\JV~
~ ..

v~ti'fl1':i,rlJ t'li'W 'U~..r'VItlJ;r'WHlJ~(tI':i~t'YIff'VlI:.I)~1t1~ trl'W'U~..rVlliijfl111Jff11J1'jtl11Jfl1':iH~fl

ttl~V~1-nV'l"h 'Y/1V'U~..rVlV'lV{~(1JV1flV{) ~1t1~ ijfl111Jff11J1':itlllJfl1':iH~fl':if'ltl1J91'trl'W~lJ
• .di OQl.d 91~4

4) Core CompetencIes 'Y/lJ1tltl~fl111Jff11J1'jf'lff1flty'VI'lJtlfl~flV~1J'YI':iV
j} 0 .,j 'lj} _~ dt'j}
flV~Vl1tl'lV m'U'j':i~H~fl1mlJ1'Y11J11:.1V1fl~1•

5) Functional Competencies 'Y/lJ1tlt)~fl111Jff11J1':itl'UV~'lJflfl~~ij~11J
• I , ,

j} .c:S.c:Iev ~ 0 , 31.c:S 4' j) Q' QJ

11'WTV!VI':i'UH~')fV'U ~1H'Y/'W~11'Wl'V1Vl'IIt'Y/1JVlJ H~fl111Jff11J1':itl fl11J111..11VI~1~fllJ
~ • "I j} 0' .1 "" ~ ••.• o<!l o<!l

Competency 'il~')f1tl!'Y/V~flfl1'jff11J1':itlu':i~t1J'WU~~tu'WUlJ1'Y11~fl~mVfl'Y/'jV
... 131A .d QI JI QI JI a' , _34 i j} ,

l'l ~ 'W1'lJfl ~1m 'Y/1Jfl111Jff11J1':itl 'VIt'Y/1J1~ff1Jflu ~11..1tl'l Vfl1':i'\J'Uttl ~V'Wfl ~Q'VI1ri;!tlJ1'Y/lJ1tl ~Vtl1~

1itI ':i~ iYVIifIll'l
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,
••• .:t

7. fll~1.J~'t'il'HnllUfftl~(Risk Management)

ff1U flHuflw~m)1Jfll)..:rWl'lJ1)~'U'U)1'1ffl1) (fl. n.).)' ~ M'iJtl11Jfl111J!~tI~~11J)~'U'U

fl1'UfJ1Jflltli'lJ'\JfJ~ COSO (Committee of Sponsoring Organization of the Treadway Commission)
~ 1 d.,..,. '" .:. llJ .1' .••••• .k

'J111J1t1\1~fJfl1ff'YI1l~!fl~fl111JN~n'tl1~fl11'.IJ!fftl'H1t1fl1)n m'tl fl111J"ItyhJ'tl1 'JII)fJml9Jfl1)WC)f~

hJYi~1.h~ff~fi ~1l~,.h iM'~1'lJhJtJ)~ff'Ufl111Jff1!~ 1l~11J1~l\ItJ)~ff~fi•

fl. I .•• ...l
7.2 tHfl1J'j~ fltl'U'Utl.:.tfll'j'U'j'H1'Ul11'IJUnH

!J/ •••••• .,. •••••••••••••• .,. •••••• !J/ i!J/
7 .2.1 ~1'lJf1'tlQ'YI1iff'lJ'Uff'4'lJ1fftl'YIff'lJU{l~n'lJ1ifl1l'UfJ~fJ~flm flfJ ~fJ~ 'JII'Y;Jf1fl'lJ

flltl i 'lJfJ~fim<Ji1t1ti'lJtJ fiU~~l'lJ 1l'lJvhiM'ti
I
J'lJ1Wl'lJ1in1J'UfJ~fJ~fim

7.2.2 ~1'lJ lflHff~l~ ~fJ~iifl1)fh'JII'lJ~fll)fi'il fl111Ji''UN~'lffJ'U~oi~!1l'lJ

7 .2.3 ~ 1'lJ) ~'U'U~1'lJ ~ fJ~iim~'U1'lJ~1'lJ i 'lJfl1)1~ N'tlU'tl~~~~11Jfl1) tJ fiU~~l'lJ

fJri1~trJ'lJ)tJ1i))1J
OJ

01 •

7.2.4 iiU1l.otl-W'lJ~1'lJ t-WfJtJ)~f1fJ'Ufl1)11~UN'lJtm~~~ff'lJ i 1li'lJfl1H'htiJ'lJ~ 1'lJ

t t 'tl~f11)) 1t1~1'lJN'tlfll)tJ fiU~~l'lJ eX 1'lJ~ 1~'1
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"••• , cv •••
8. fll'nJ'i't'il'i~~N'tU'lJq't11i(Result Based Management: RBM)

...
fn:i'IJ~ 111~~'1~,mff:tJq'Yli ti1'lJ ~j1ifll~ 'IJ~l1 n Yi~'mr 'lJfll~ 1~ ~mfll~llfiu~'11'lJ ~1fJ

'" .f'" , ~ A I 4 1!1 '" .,..,;~ 1IJ!I 0 !I!I '" !I !I
1Pl1'Jf1~f)fJl'1l1J'lJ~]J1in:tJl'VHl l1'IJ'nq1IPlQll~ ~ff '1f1'YlIPl'ln m 111~'IJ~111~'Yl~1'IJH~f111:tJfll1l1'lJ1

'Uf)'1fll'j~lli1'lJnl.Hi1'lJ~~fJ~ '1 u~~ffl:tJnf:lunl 'Ui1qjl11'~11'lJ 'Yi1'1Yili1'lJfll~f11'IJfJ:tJi1ffm'l 1M'

li1'lJ' 1lIPll:tJ11Plf:l1l'j~ff'lfl•

J cv ~
8.1 8'1fl'l.h:::fl81J'U8'1NlUTlIQ'flfi....

fll 'j.ij~ fll 'j ~ 'IH~ff:tJq 'Vl~ti1'lJ fll ~.ij~fll'j Yi~ 'IloW''lJYiHt'lfll'j 11fi U~ '11'lJl i1'lJ11ft tll ~ fJ. " ,
, "*~~'IJ'lJfll~1~ H~fll~llfiU~'11'lJ YimfffJ\'11~1~ (KPT) ti1'lJ~1ff:::~f)1.J H~'11'lJiiili1'lJ ~1l1i'j 'j:tJ

H~ff:tJq'Vltll'j~tlf)'IJ~1fJ H~HillPl U"':::H~ft'Vnf l'jlffl:tJ1'jm;jfJ'lJff:tJfll'jH~ff:IJq'Yli~~ ~'1if
QI e:f .q QI 0'

H~ff:tJq'Vl1i(Results) = H~H~1Pl(Outputs) + H~~W1i (Outcomes)
~ &l Cll 4Cll d" SJdo cI tI

H~H~1Pl(Outputs) l1:tJlfJf:l'l '11'lJ 1J'jfll'j l1~f)tl'ilfl'j'j:tJ'Yll'illl1'lJl'Vl'Vlllff'j'ilff:tJ\l'jW

wf f):tJri '1:tJf)1J1M'll'j:::'Jfl'Jf'lJ~i''IJ'IJ~ fll~ H~ Hil~ui1'lJH~'11'lJ~lfi~ 'illtlfll'j~lli1'lJfi 'ilfI'j 'j:tJ••

QltI ~ d.qJ 44 lfJdCll
H~~W1i (Outcomes) l'I:tJ1fJf:l'IH~'Vlttl~'U'lJlPll:tJ:lJlH~fI'j:::'Vl'IJl1'jf)l'lf)'lJ t'U'Vlttl~

'illtlH~HillPl H~rrW£ijfl11:tJff:tJoW'lJ£l~vlPl ~'1fl1Jll'j~'Jfl'Jf'lJ ~i''IJ'IJ~fll~ U~:::ffl1i l'jW 'Jf'lJ••" ...
~'1,:r'lJ H~ff:tJq'Vl~ fif) '11'lJ 1J~fl1~ l1~f)fi'ilfl'j~:tJYitfi~'illtlfll'jlh'll'lJ'~H~HillPl

_l/.! '" "'.,. '" A I .,.(Outputs) IPll:tJl1Jll1:tJ1fJU~~ttl~H~~W1i (Outcomes) IPlHlPll:tJ1IPlQ]J'j:::ff'lfl

•.=-. , v 01:\
8.2 m:::'U1Ufl111J1't'i11~'1NlUTlIq'flfi

8.2.1 mnNUH'UfJiJqmf '~Ufi tlnfi1l1'lJ~ 1fffJl1ffU oW'lJ1in'il1IPlQlh:::~Nfl

"u~~dhl1:tJ1fJ'j:::fJ:::fJl1 fi1l1'lJ~tlmJ'Vl£ ~1~1~H~'11'lJ fl'jf)1Jn~lU~:::'Yli'WVlf1'j•
l~f)rifl11mht~ 'illm:::il 'i).ijVfl1fJ'lJf)tl~ijH~~f)f111mhl ~'i)••
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8.2.2 fJ11'JHUHUUO'lfflfJ11'lh::1iiil fi111'W~fi'ilm)1I ~1''U~~'lffl'IJ~ht'u'Wf1n
" .

n111'U~1911;1~H~~1'W!!~::ai1111111tJ) ~1J~1111~V~f11)VIl''VIfJ1f1)l1ijH~I9iV~1111ff1!~'iI

'UV~!i1111111fJ1W1\I th ~ff ~fi'•
8.2.3 fJ111lRn111fJ.:J1UHlHI1UU1::1iiiJ f11)~1'IJfJlI WI'j1'i1ffV'lJH~f11Hi1!'u'W~1'W

U~~~~";1'j1fJ~1'W~'j~'IJ~~H~n'VI,rU~~H~~1'W!i1111111fJl~mmfJ'IJ!l1fJ'lJn'IJ!i1111111rJ/1W1\1U)~ff ~fi'
q •

~fi111'W~i~l'W Balanced Scorecard

8.2.4 fJ11U1::IUUH0t1111fJ'UfN.:J1'U U) ~!iJ'UH~ff1!~'iI'UV~UH'Wf1~fJVl1fl~fJ'j111q

mmfn~~l!ij'W f1l)m'IJ) V'lJWl111mV'lJn~1~n111'W~!vlv i ~!~'U,yVlI~1'Wf11'ju1'm.h ~U~~~~";l
OJ •

UH'Wf1~tJVl1il'W)v'lJnml9iv iu
q

"_I.Q cv .Q ,

8.3 fl'O'lJ m'1J,z&'IJ'U'nu''lJq'ftti'UO~UlUHlf m,
OQl ~ t:!l 'ttIfJ}o

ff1'Wm1'W~w~m)1If11)'Un1'iff11'j'VI~!H)'W (fl. 'VI.) t~'U1 Balanced Scorecard 111

"1.1l''IJ1"!~'Wmv'lJu 'U1'YI1~fi111'U~i1mlfJ11nmn1 ~~1111ff1!~'iI (CSF) U~~ 1911;1~H~f11)~ht'u'W~1'W

11nf1(KPI) ~~!~'Wmv'IJf11)tl)~!ij'WHmYllqVli'Uv~ff1'Wn;lff11)
" .• 1 "" '" "" I "'''' ,~o "I~"1 ~mV'IJf11'j1J'j~!1I'UH~ffllqVl1l'UV~ff1'W)1'lffll'.jVl'j!'IJ1~ ~'W1t'lf t'W~lIl1V~~l'W4

" ., "" ... "iJ"''''8.3.2 R1Uu1::un1i111rt'UO~fJ~flfJ111 U1::RVHOH0f11 (Output)

, ~ ~11lIff1fl f.lJn'IJf11)1.1) Z11V~VI1'VIf.Ilm Vl1~f1l'j'IJ~111'j~1111fl11fl1'UV~!~ 'Wu q

....1 d6'l ~ G) fJ} -=- .cS Q.I Q Q.I.q d , 4
~'IJ1J)~1I1WVIt'lf ~1111ff111l'.j\l'UV~f11)t11'IJ)f11)mfJ'lJfl'IJH~f11)tln'IJWI~1'WVlH1'W1I1)111tHf11'j

i1v~n 'Wf11'j'VJ'il1WIu~~tl'j~'VIq~ij'lfV'IJ~tl'j1fln

" •.• iJ U 0 , ~8.3.3 R1Ut;}WI11rttn1V1fJ111 U1::RVtl1::V'JUfJ11U1U.:JHOH0f11 (Process)
?t "" ~ '" "'.ld., ~ •• 0!lJ'Wf11)'VI'il1'jW1fJV'Wfl~'IJt1JVIt~Hff)NtN~m m~'IJ1'Wf11'jVl1~llJ

Q.I " QI (/ Q.I '.q "

VI)'VItJ1mll'W'l:lf.I~1111ff1111)\111~fl'Uv~v~~m 1\JJJ'W11n11fll'WtJlI ~1nl)~1111ff111l'.j \I'UV~
q OJ
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(Input)

_I ' ,.,
8.4 1~'U'lH'U'U1~'lJ1WlA1J'U~~lUUN'LN1U(performance Based Budgeting: PBB)

!~fl h1'fffl~i'1Jn1Jtl1'.i1J~ 'I11'.i'.il"J1tl1'.iU~'W~hm'W11111i tff~:JJffr 1-:11If'tn~.fl1'i~..
i' 1JN~'lffl1J~fltl1'.i1~~ lm~'W~1J1h~:JJ1W U"~N"~llq'VIi1 'Wtl1'.i1hii 'W~1'W1'W'VJm~l11J 'VJ011'I11tJ~1'W

" " "~fl~nl'l1'W~N"Nii~ N"~'W~ U"~~1;1~ 'llf'ojf~!~'W'.i1:JJ11~~fl~ijtl1'i1J~'I11'i~~tl1'.i~~U~tl1'i\huN'W

tl1'iffr 1~'.i~1J1J1'Wtl1'i flln1J 1If'!n~ N"~l'W~1:JJ~'.i~1Jl~ 'i~1J1Jtl1'i ~~~lllU"~ 'l.h~!ij 'WN,,\j ~til'W0" 10•
"hfity '1'Wtl1'i1J~'I11'.i~~tl1'.i'Ufl~11'111tJ~1'WN,,~!n~~'W~"fl~~'Wi1ty111fJl1ff'i'.ifl~1~ '1 \}mh 1111oN

t~fl 1lf'ffl:JJ1'itl~~iY'W1~ 'VI1J'VI1'W11i'1J11~~ 11~fl ffU 1Jff'4'W1lf'~1'W1J'i'i'JN"m1l1~Ql1'i~ff~rl

IV _I oC\ ~ 0' '1 •..•.. 0'

8.4.1 f111Jflu1::unJiP/U (Effectiveness) 'Ufl~fl~f1tl1'i 'W'.i~~1JN""'W1i. "
(Outcome) tm~W~nw lfl11:JJ~:JJW'W~n1J N"Nii~ (Output) !'~fl111i1~ ~mflmm~ i1~~tJfJl1ff'i 'i f1~10

10'0'
.fl1tJ 'Wfl~f1tl1'iu,,~ mOfi1tJ'WflOfl~f1tl1'.i

8.4.2 fJ1"i1f1V1::Uninuv (Efficiency) 'Ufl~mrltl1'i1'W'i~111JN"Nii~ (Output)

tm~W~1'iWlf111:JJ~llW'W~n1JN"Nii~ (Input) 1~m~'Wl~~'W'VJ'W~fll1'111tJN"Ni1~ (Output Based. "
Costing) !~fl111i1 ~~mflmm~i1 ~~tJfJl1ff'i 'i ~10fl'i~1J1'W tl1'i N~~U"~1J~ tl1'i 'Ufl~fl~rlOn

8.4.3 fJ1"i1f1flJ1UV1::'I10fl (Economy) 'Ufl~fl~rltl1'i'l'W'i~1J1Ji1~~m.ht~l (Input)
~ QI QJ rlQJ Q.I 4. r 4. d d 'iI QI 0'

U"~""'~l'iW lf1111l ff:JJ'W'W1i01J'VI'i'WfJlfl'ifl'W'1 'Ufl~l1'W1tJ~1'Wfl'W'VItf)fJ1'Ufl~01Jmfltl1'i (Resource

l1~fl Cost) ~!i1'Wfh 'l,*~lfJ'Yll~~flll

OJ' _, •••••• , 'tV' 0' 'I
8.4.4 f111Jflu1::unJiP/U"Bfll 'IIfJltJ(Cost-Effectiveness) 'Ufl~fl~f1tl1'i !'W

QJ d ot:::\ .e:. ~"

"O':l:lW~!mfJ1Jt'YJfJ1Jl1'i~ff'VI1iN"(Effectiveness) 'VI~N"l1'.i~ltJ"J1'Wm~~H (Direct Benefit)

N"th~ lfJ"J1,j'm~~flll (fudirectBenefit) U":::N"l1'i~ lfJ'If,j'~11it':;'W!i1'W~1~'Wojf~t~'W(Intangtble
•.. '1j1 I d ~,J J. ~ fj) I Q 1

Benefit) 01JfI1 'If~ltJ'Yltf)~'U'Wt'Wfll1'.i~t:JJ'Wf111:JJfI:JJfll'Ufl~fi1'iO~'Ufl~l1'W1fJ~1'W•
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,
9. fll'j~~fll'jfll'nllQtlUull~H (Change Management)

'j}.:9<i1 QI.ct 'eS QI

Paul F. Wilson U~~rlW~ (m~t1~ &'U~'Utl t'YItI'Ul',fm2550) f1~11t1~f11'HI~f11'J

f11'JnJ~tI'Um.J~~11t ~'Um~tJ1'U f11'J1Ji'tJ1J~~'PI~V'YltJ'Yl1'Uf11'JVVf1UtJtJf11'J11U1J'91t'YlrlUrl'PI~V

t, d~'r 'J/ "1"1' 'J/. "
'J~tJ1J'J111'Yl~ff1'U'YlI1J'U&rl'J~ff'Jl~U~~&11&'b'lrl'J~ff'Jl~ t'b''Um~1J1'Uf11'JV~rlf11'Jf11'J'YltJ'Yl1'U

t'tlf1ffl'J1~tlmfftlf11 'Jt11~tI'Uu11~~mh~ijutJtJu~'U

rl1111'P1111t1'UV~f11'J~~f11'Jf11'Jt11~tI'Uu11~~mhvvm~'U3 Uti ~V. " .
utlum 'PI1J1t1il~~1'U.yhf1~;j'Ul'Um~tJ1'Uf11'J~~f11'Jf11'Jttl~tI'Uu11~~(The Task of

Management of Change) t~tl1,j'V~ti'tJ~1'U2 ri1'U'~Un f11'J11~U~'Uf11'JI11~tI'Uu11~~U~~fl1'J.o~

i.•mf11'J~ltU'Ufl1'Jmh~ij'J ~tJ1Jt~V1,.rtf1~fl1'J11ii1J'91

UtI~ffm 'PIlIlt1il~ 'UVtJt'U\PI'UV~f11'JtlU1J'91~1'U'UV~~t~tl1'b'lty(The Area of

Professional Practice) t~ V~ ~11f1f11'J~~f11'Jf11'Jt11~tI'UUtI~ ~I'i'V~ mfftl~~ijrl1111 t~tl1'b'1f.m,j'111l'th.. "
'J/ d?l 'J/ 0 tld .,

'PI'Ul'Ylt1J'U~'Ulf11'Jt~tI'UUlJ~~(Change Agent)

'" d <!/" 'J/ .1 'J/.I ••••••
'UtI'Ylfflll 'PIlIltlm V~rlrl1111~(Body of Knowledge) lJ'J~f1VtJ~1t1~lJUtJ1J11ifl1'J

t'YlrlUrl trl~v~ijv 11f)'l:l~~ri ~tff111fl1'J~~f11'Jf11'Jt11~tI'Uu11~~

"tmhu'U i~un

d •••~ .!\ ••• d.1 lIJ 'J/.
9.1.1 Cost rl'U'YllJlJtu'PIlt'JV~t~'Uffl1J1'Jm11~tI'UulJ~~&~~ltl

" ..
'J/ ••• ~ 'J/ •••••• 'J/'" .1'" .1 lIJ 'J/ •••

9.1.2 Customer ~f)m'PI'Jv~ &'lftJ'Jfl1'JrlV ~'YltlJ~tI'UUlJ~~t'Jl&~ffllJl'Jt1lJ••••••
•••••• "I 'J/'J/ ••• 'J/ .,'" .Id ••• '?I 'J/
V'Yl1il'W&'PI~1J'J'PI1'J~V~lJ'J1JtlJ~tI'U'J~tJtJ'PI'JV1J1\PI'Jf11'J\PIl~'l t1J'Um~m~1P.l'U'il1f1fl1t1'UVf1

9.1.3 Competitor ~u.,j~.yhl,.rtf1~f11'JtmtltJt'Yitlm~m:rmlJl (Benchmarking)

o "I 'J/"I 'J/ '" "I 'J/
ffl1J1'Jt1'Ul1J1&'b'&'Ufl1'Jm~\PI'Ul"l'Uml'U&~•

.••• ..., _1<:1.1
9.2 fl'J~tJ1lJfll'J1.J'J't'il·H)~fll·ml·H1JtltlUH1Jtl~(Change Management Process)

fflirml'U f1.l"l.'J.u~~ffm1J''\.Jt'rhm~~il\PIll,..y~'lfl91i~tll'P1'U~mVtJrl1111fi~I~V

i'J/ "d'J/ '" 'J/ '1 " lIJ'J/' 'J/ <!/ '" 'J/ '1 "d •••'PIV~rlm'YlmNf11'J'iI~f11'Jrl1111~fl1t1'U~Nrlm &~~~t'U'Ut1~t1'iI'ilt1111~~VJJfl1t1'UV~rlm'Yl'il~JJ
'Q.1 tjJ tjJ tI Q.1 ,1

~"m~'Yl1J\PIVf11'J'iI~f11'Jrl11m11'J~f1VtJ~1t16 V~rl11'J~f1V1J~~'U••
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9.2.1 fl11m1t/Ufl11UgJ:::JfvnJ~t/'U'tYq;;fl1'nJ '~Ufi fi~m':ilJfll'jjjri1hl'.hlJH{l~. " .
ff'l!1Hn{U~lfl~lJ~111'j (Vi'YJflfl'UlJtl~lif'U)lflHff~HW'U!l'U'Utl~tl~tlm Viw l1'I.A1fNl'UVi

rlJH~'Il'tllJjj'j ~lJlJfll'j ~~~llJlm~1J'j~liJ'Uf-m f1111'U~iI~~fJH'11~fl11lJthl ~~i~l ~'U

9.2.2 fl11;Bil11 '~Hrl fi~m'jlJ~vhllfVlflfl'\..ll.,rll~il~~~~tl~tlm~~vh•
...1 l' lid ~ ~ Q.I , q', "1 fJ} , \l) ~ ,I!(

U'j~ !fJ'Il''UVI~~lfl~'U'UfllJ'YJflfl'UH~{l~fl'U~~lJff1'U'j1lJ!~tlfJl~ &'jm~lJ1'Ufllm{l~lmtl~lJtll'Ufll'j

, 'I 'j/ 'j/ 'j/ d/ I .ld 'j/ Q ,,1
'Il'1fJ&l1fll'jfl'U111 l'UlfHmfJVltl~Il{l~H{lfllu{lfJ'Ufl11lJ'jff~~1m1~1'j 1'U'U

'"
<47!V "" <4,,1 ••.• "" 'j/ ••••

9.2.3 fl116mm 'lffl1:::V'J'Ufl11UgJ:::6fl1B.JUB'U'UfllJ'Il''U~'Utl~fl11lJ'j{lflllW~'Utl~
'"

d' dt Q.I 0 Q.I tI
tl~f1m ('U'Ul~ ffm'UVI~~eIJ{leIJ){lflllW~fll':iVlHl'U 1y>JJ'U1i'j'jlJtl~f1m

u q" J. 'JJ 31 CI Q.I -=9 0 Q.I

9.2.4 'fI1'tYt/1fl1fl1161t/'U1 l'rltlff'jl~f111lJl'Ul &~H{l~~'j~11'Ufl()~f111lJfflf.ltyH{l~

mlflfl1'j'Utl~fll'j~~fll'jfl11lJ~ 1~fJfll'j11fJ'U~~tl~~~1'jtl.nil~n'1tl111milJl{lll1lJlfJ l1lfll':i fll'j
'" '" .

10. 'Ytqflfl'i'UJij.ulfll'i (Organization Behavior)

QI tI .d 0 Q.I ~ tI .•. 1 fJ}

{lflll W~'Utl~tl~f1fll'j ll{l~ m ~lJ1'\..1fll'j VIfflfl ty'Utlnttl~ m 'j lJtl~fl fll'j u 'j~fltl'U~1fJ

fl1'j~~l~ fll'Ul~ m1~~'lh .,rtllJ{llI{l~fl1'j~~~tl~tlffl'j 1m ~ff~l~ fl1'jtltlfllllJlJ~l'U m~lJ1'Ufll'j
'" '" '"

milJ fl1'j11fJ'U~fll':i~~~'Ul~ m~lJ1'Ufl1'jI1J~fJ'UIl1J{l~fl11lJ.u~Il~~Il{l~fll'j~mtl~ 'U1~mnJ. '"
H{l~f111lJlfl1fJ~1'U~1'UIrl'U~'U 1~fJH1~fJ~~'Utlmh11'U'jlfJ{l~lflfJ~m'rll~1J'j~I~'Uthflw~l~fJ1

'" u

"
'Utl~'rlmY~I'U1J~~il
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10.1 fl1~\l~11l

i «l 31 "'I d i i d '" '" 131
fl1'j~~ 11 Yl1J1l'JtHf1111J\9I'eNfll'jYlHlfl111Jt\PI1J lIfiltJ 'Ul'l!}HUWI'U Yl1Jflflmm

Uff~~l'lt)~f)'j'j1J~ U 1i tI*il1Yl1J1tJYl~ 'eH·md1t~lI'1l'O~~l'UUCl:::'O~fi'fl1'j ('j1 W uiYoHtJQCl2544:279)

10.1.1 U1::m'fl"llf)~fJ11fJ~7fJ••
1) fl1'j 'iI~i 'ilfiltJ'U'Of) trJ'Ufl1'j'il~ i 'iI~tn~'iI1f)iJ'iI<ilt.Jtn~'i1''e)1JfiltJ'U 'Of)••••

~t~tJ1tiU~1'U ~~tlf)~ij, IflflCl~'Ut~'U~fi1Yl'U~1J1f)f)'hm'j'il~ i 'iI~fi1Yl'U~ l~tJUflflCl,f'Um~ i~uri
""' CU qJ q

fl1'jf\lYl'U~t~'Ufi1\91tlUUl'l'U fl1'j '1M'~Cltl'J:::1tJGlnr~h~'1 'U1tJUltJ'Il'O~u~'lil'l

i i ~ id"",J' "''''''12) fl1'J'iI~ 'ilfiltJ 'U t'IJ'Um'J'iI~ 'ill'ltf)~'Il'U'il1f)f1111Jff1Jl'l'U1i ~tJ\PIH••••
, '" 31ftI"'""'''''' 1 31 ~ ~ 31. J' I "'" i d

'J:::Yl1H~1'Uf)U~1J{)U\9I~1'U ~tJ1JflflCl~'U'Ut'IJ'U~mYl'U~'Il'U1J1t'O~ t'l1'U tf)~UH~~ 'iltl'l'J1:::n1'U

, 0 Q.I ~ 0 d i . 31
rJWf11UCl:::fl111Jff1f1fY'Il'O~~1'U fl1'j \PI'O~fl1 'j f1111Jff1t'j 'iI 'U~1'U fl1'j tltJ1f) m~l'U tl'l'j 1:::'0t.Ilf)'Y1lmtJ

~J ~.:
f1111Jff11J1'jfl'll'O~\PI'Um~tf)~'Il'U'illf)fl1'j'il~ i 'ilfill:li 'Ul'l~ff'U••

_I """ 7";"; OJ l/I 7~ "'"10.1.2 fJ11U1::fJnfl'fl~rlJQ'lJf)~fJ11f1~fJ'fIlf)fJ1n'JJrJ1UmfJ~fJ11 'IfI'lN1U 'JJ1'If 11

"
1) ri~tff~1Jfl111Jff1JU'jW ..r~fi1~~fl1tJfi1~~ i 'iI'Il'O~l'l,rm1'U••

~ c:, v ~ lev r:., 9J ~
2) ff'j 1~fl111J1J'Uf1~~1'Ufl1'j t~'UUf)'rI'U f)~1'U f1111J1J'Uf1~~llJ m 'j t~'U

~ '" ,~ 31 31 ~ _I '"
!'IJ'U\PI1'01:l1~Yl'U~'Il '0~fl111J\PI'O~m 'j ~ 1'Uf1111J1J'UfI ~1JCl'O~fW

3) til~ ltlfl1ffiM'l'l,rf)~l'U i~l'lUtI:::ff1J1f11J !.r;tl\PI'OUff'U'O~f1111J~tl~m'j

4) fll'j 1M'fl1'j tJ'01Ji'U~'Of1111Jdlt ~'iI'Il'O~l'l,r m1'U ,rut~'U 1J1\P1'jfll'j

· ...i 31 d i fJ/Q1 I QI 4!!t i 31 •••
ff1f1tl1 'Ufl1'J\PI'OUff'U'O~ f1111J\PItl~fll'jl'l'il::: ~'jum'Jl:lf)tJ'O~'UUfl'O (Esteem needs) fl1'j Yl'iH1Cl

"
;;tl~ 'j :::~~'j::: 1~t'Yh~~lt~'U i~;;'O~ij1J"fi 1'j 1f111J1f)U~ff ~1'UU~'Iltl~f1W fil U":::fl111JYl1J1m;~•••••

.c:t Q,!!\~ ~d Qlc:.,lIJ di ~ jI " ~ ~

tf)t.J'j\PIl:lff'l1'OtfftJ~!'IJlJl'ltJ'01J'JUl'l1 A tI C)f~'iI:::\PItl~ff'O~f1Cl'O~!m:::~fl1'J\PItl~Cln\J Yl'j'Ol'lt) \PIm 'J1J'Il'O~

10.1.3 nl1U1::qn,( 'fIqviirJ 1UJrJ 1f1'1f"r~7.;JU~m'JJ1'1f11
!J/ 9J QI,dQ,l' QI ,

1) \PItl~ ff'j1~ f1111JfI1~ Yl1~'VI'l1~t'il 'UUf)l'l 'Um 1'U Yllf)f1111J'rI t.Il tJ11J'Yj 1Jtl'l

31 • i~31 d". •• "'" i ... '1 31 J' 31 ~
UCl1'i1:::m Yll~~Cl~l'Ul'l~ 'O~f1fl1'jff11J1'Jfl!ff'j1Jm~'iI~ 'iI'Il'O~l'l'Um1'U Ylff~'Il'U ~1tJfl1'JHf)'OU'j1J••••
... ""'".· i 31'" ft I "'""'" J'l'l f)fl:::UCl:::11il'l H1'U Yl1J1J'j:::ffl'l1i fill'l1J1f)'Il'U

2) fl1'j ri ~!ff~1Jfl111JfI1~Yl1~'j :::Yl11~fl1'j i ,*f1111J'rItllt.111JtiU~Cl<J1'U

~l'J'\'h 1M'~Cl~1'U~.w~'lh1'J fl'U 1ff11Jl'jf;)U'j'jCl~Cl i ~ M1Yl.J 1~1'U~~~~ '~ti1tJ~U fifi1Yl 'U~fl111J•. . "
QI ~ 9J 'Q,/ 1M::! 9J A 9J i 31 , "'I '1 31 I •.•

fI1~Yl1~l'l\PI'U \PI'O~m'j Uf)l'l'U f)<J1'UU\PI1JYl'U1l'l\PI'O~Ylfl1'j'l11mYl Cl'O Ylf1WYl m'U 'Uff11J1'jflU 'j'j '1. "
!ill'l11J1tJ'fi fl1~ Yl1~ir'U~ 1£.1
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fjJ Q fJ} QJ w ..•1 "l" tI d 3J Q.1

3) H1J~'I11~IVlB.:J1lIVlffn~1.:J1~H~lJ~~ WGJf'WIVlB1JU'VI'W'VIffBlVlfWB.:Jfl1J••
" ""d/ "" , 'I" , '"fl11lJIVlB.:Jfll'm~~ff~1.:Jfl11:JJ~ fffl:JJfJf.l.!fI1 &'11Ufl~'W fl.:Jl'W

4) 't'Wfll~ 'tlfJl.:J1~H~IVlB1JU'VI'W1l~I9l'B.:Jt~B:JJ 11'N llVltJIVlJ.:Jt11JH~.:Jl'W

ijfllnh~~1J1JfJf.l.!1j~'j:JJ (Merit system) :JJ1't,*B[h.:Jm:JJ1~ff:JJ llVltJ11i~t~tJfl'h "UH'WfllJ~ltJ

, oJ d/ " 'I"fllIVlB1JU'VI'WlVll:JJ.:Jl'W"(Pay-for-performance plan) CJf.:J'I1:JJltJfI.:JJ~'U'UfllJ1l1tJfllIVlB'UU'VI'W &'11

"VI,r fl'3l'W ;j 'Wmlt1'U fI f.l.!fIl~ U~::: 1Ji:JJ1f.l.!~1'W'UB~U~ ~ ~ fl 'W•••
10.1.4 fJ111h::fJtlvi' 'fIqlIafJ11fh'11 'Uflfl1UUJ1tJ 7.J7 'U{J1'U'U1'1111

1) n1'l1'WlVlt111'l1:JJ1tJtf!Vll~'UB~~1'W't If''lflVltlI'W fl'Wt'jlll~.yh~l'W i~H~~

ff ~fflVl trlB1'UlJ B1Jl1:JJ1tJ~l'W ~ijt111'l1 :JJ1tJtf!~l~ "IflVlt1l'W:JJlflfl'hfllHh~l'W ~I'WtJ.:Jflfl~ B~'UB•• °4 ••

2) nl'l1'WlVlt111'l1:JJltJ~lU 't lfijfl11:JJtJ1flU~Bd't 'W1fffJ~.yh i~fflt~ll fl1J••
~,. '1""~1"'''''''1I1'''''''' 'I 0 _34" 0'1"'" "d/tlJlVl&~fllff &'I1~lJtl1J1Vl &1Vl:JJff1'WJ1:JJ&UfllJfll'l1'W IVltul'l1:JJ1tJIVl1fJlVl'Wm~!~Jl~ 1l~'VI1m!fllVlfl11:JJ~fffl

~" _34 d/"" ,~~.l.,; 'I" _34 'I" 111"
!1J'W!1l1'UB~tul'l1:JJlfJ 1l~:JJfl11:JJ1l~:JJ'W!VI:JJ'U'W!~~&'11'Un'J!lJl'l1lJltJ mll~ &1Vl

111"" _34 '" ";'1" d/ " "..I3) fllJ &1Vl'UB:JJ~lJB'Wfl~'Ut~B &'I1'V1Jl1JfI~fl11:JJfll1'11'Wl'V11l~1JJJ"•••
!111'11:JJ1fJ

10.2 m"ji'~1'l1U'1.JU~lU(Job design)

!rJ'Wm~'U1'WfllJ 't U fllJ n1'l1'W~H;m:If.l.!~ 1m~ff~l~'UB~~l'W

1'WfllJ!~:JJH~H~IVlU"~ff~1.:Jfl11:JJ~~VlB 't 11't'Wfll~.yh~l'W 1JJ:::fl~'U~1tJ

10.2.1 fJ11,ii:IJ,OB'I11'fJB{J{J1'U (Job enrichment) 'tlf~,rfl.:Jl'W1'UNIVl"lfB1J~1'W!~:JJ
f~ 0 cv ~ ~ ~ ~G}3J J fJ} ~6J3J

UIVl!VI:JJfl11lJfflflru'U~H~l'Wm"~!~:JJ1JJ:JJ1f.l.!!'W B~l'W \Vll:JJU'W1\Vl~t'l1ff ~'U'WVI~~:JJ'VI~&'I1'UB'U!'U1Vl
u ••

o 'I '" ••• 'I ~.l
m'W11l t'WfllJ\VllVlff'W&llfl1'Ufl:JJIVlU"~lU!VllJ:JJlfl'U'W•••

""10.2.2 fJ1'i'IJtJ1tJ'lJB'W'lJfI{J1'U (Job enlargement) U~~fllJ'I1ll'WntJ'W~l'W.. "
(Job rotation) 1IVlfJ't If'UfJltJfl11:JJ11JNIVl''lf~'U~1'W 1lI'w:JJ1Ji:JJlf.l.!~1'WIVll:JJU'W1'W~'W:JJlfl;j 'WU"~U\Vlfl~l~

, SI , ,91 I

i1J1l1m~:JJ !Vl~hi1lf!filVlfl11:JJ9flCJflflU~~~ltll u~~l'Wvh.w:JJt'li'l i 1J,r'WiJ~fl~!rJ'W~l'WllBd't 'WJ~~1J••

w •
o 7 v ',cf ~ ~.c1

10.2.3 fJ1'i'fl1 'H{J1'U{J1tJ'IJ'U(Job simplification) t1J'Wfl1JBBflU'U'U~l'W'VI:JJ

"
fl11:JJ 1JJ ~ ff ~flll~ 1J11J1J J ~1JJ ~ ff'VIi fIlVl 'U~~~ 1'W 1IVltJfllJ" IVlfl11:JJd~ tJlmm :::.u'WIVlB'W'UB~ ~1'W".:J•• " ._I ••••••••• "" ~ ""

10.2.4 1uUU'UfJtuU:IJUfl'IJB{J~1'U (Job characteristics model) t'VIfl'WfltH1J'W'VI

iJ tJ:JJ:JJ1fl't 'WilllllUU i ~un ~l'W''WfllJ !~:JJfl11:JJfflfiru'U B~~ 1'W 1IVltJfllJ J ~'Uilll ~tJ~!rJ'WUfl'W'lJB~~l'W. u.
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.c:.t.~ 'jJ _~ QI QI ,e!", 'j} ~ 'j} ~ ~

~1'U fl11lJlJflff'i:l: U?I:l:'UfllJ?l1Jfl'UfHUJiJlllltlmm'Uflfl' 11tf1~fll1:l:m:l:\9l'U'YITHI\9l1'Y1t1l1'U
'U •

Q.I I J, .c::I' 'lIJ'jJ de:::l J- ~
?Ifl't:lW:l:\9l1~., C)f.:jff.:jf-l?l~\9lflf-l?l.:jl'UU?I:l:lJflfl?lt"lf'U t~f-l?l.:jl'U'YIlJflWfllWff.:j'U'U tWlJUHll.:j 111'Uf!.:j

II q IV <u

wuml'U tn~fl11lJVf.:jWf! 11l~fl.:jl'U vh hfu\9l'ilf1l'i'Ul~U?I:l:mf!flfl1l1ml'U?I~?I~

:II ••
10.3 i111:l:I!;fU1(LeadershIp)

ijilldltltyfld 2 ill ~~lt~'U~fl~Vilfl11lJt~lilli'Ut~lJmf) flfl ih-h "leadership"
~ 01 "', ~. "'l='L"~. '" '" 0 ~ "'l ~ '" ,9J~lJm'itJfT1T"fTT1:"f-ltJ"'" 'Jf'iU "flT1UrnAt.lT"" flUUflfll'ff'U.:jflU "Manager'" C)f.:j"t'i"tlfl1T'U 'U•..

QI Q QI od I QI

"'UfllJ 'i111'i" 'YI~fff!~fI1lJfl11lJ11llltlU\9lfl\9ll.:jfl'U
'jJ 0 t'!I ~ ••I a ~ d J 0 .!I 61 'jJQ ~

fll1:l: f-l'Ul flfl fY?I1J:l:11'i flfl11:JJffl111'i tl'Uf!.:jlJflfl?lm.H'YIll:l:"lf'Ul11 'if! t"lffl'YI1iW?I'U •

''jJ~ "I" ~ 'jJ. 4 fJJitJJQ.lQI QI i tI • .4 QQ,lQ

\9lmjfl'U tlJ11\l:l:tlJ'Ufj'i1ml'U11'iflfj \9llJ~fllJlJty"lfl 'Uffm'Uf1l'itu\9ll~" tWfltl{JlJ\9l~l'UU?I:l:
o 1 'jJ 0 Q ocr, 0 d QI rI _:if .cf 0 111 'jJ

fIl'U 1fJf11'i 11.:jl'U~lt 'U'Uf11'i lI'Um:l:'YI~lJ'i 'iq f-l?lfflt'i 1l\9l1lJ1\9lQtI'i:l:ff.:jfl'Uf!.:jt1Jl11111tl'YIf1111'U~ n

~ih(Leader) flfl1Iflfl?l11d.:j1'UfrcilJ~ijiil'Ulll V'YIllW?l11~flfl11lJffl111'itl1'U'U ~ •

i"A 1'jJ cto QlQ 'j} a 0 :, GI 'jJ 0 Q QI ••. 1 0'

f11'i~-3 llfjfl'U 11tI{J lJ\9l\9lllJfl11lJ\9lfl.:jf11'i11'iflfllff.:j t11fflt 'i 1l\9l1lJ1~1J'i:l:ff.:jfl
QI Q .c!I".d.::! 'jJ ,J QI .<=to , a' .,. i~ 0'

'UflU'i"'f1Tr flU f-ll'flJ'l1YT1Jlvr'JfUT'VJ'i"UA~'IrnU\9lUU.:j"flflTTt\9ltrGJffYT'ff\9l'itm:
'U

fl?ltl:l:'YI1~f11'ilJ~111'i~~f11'i t~fl~lti1'Uf11'i~\9lf11'i'Yl1.:jf11'ilJ~111'i t'lf'U fl'U ~lJtI'i:l:lJltu 1ff~

0' '" "'''' 1 1 .J l::ll..li 01.1 0'f!tlmw t'YIfl'Ufl11if11'i t'YIfl 'U ?Itlffl'ifftH'YIfY U?I:l:t1?11fltlHt lJ'U'i:l:lJlJtW UlJ'i'i?l1\9l tl1J'i:l:ff.:jflU?I:l:•••
dh11 :JJltl'UU~U~fi'm mh.:jij tI 'i:l:ff'YI11fllW U?I:l:ij tI 'i:l: ff'YIll f-l?lvillJ fl?ll~fl11 lJVf~'rw 111'UU.:j~i11N l'U

'U

~..Ii lIJ '" ~ 'I '"flltli\9lt~u'U t'UlJ'ilJ'YI'Ufl~fffll1U1\9l?lUlJflltl t'UU?I:l:flltl'Uflfl ("Xt'YIWt"lfl1?1\9l2548:5)
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v,. v
~lTW ttn'-:Jff'iH (Structure)

(Demographic)

(Globalization)

(New work ethic)

et V 0' V
fl1'it'ifJ'\.Jl t t 'l~ V-:)'f1f1111/1

(Learning and knowledge)

(Emphasis on flexibility)

""· V11/-:JT\.J

v. v '" , I V d v Vet, llt v et
1lJ'\.J1~ll-:JlhUU'l'lU1'1'1 l'I1/; t'\.J'\.JVlH~1:UUl'l::::H1/ff1'\.J tfUffU''II OJ OJ

Q Q,I d .~_ " I

1Jfl111J'l1l'l1f1'l1l'l1fJ'I'IH1\PJJ'\.J1i'i 'i 1/~'Vl1/'U'\.J; "lW-:J1H'i::::'l111-:J
QI QI Q,I " let .I

'Vl'\.Jfl-:J1'\.Jff -:JV1fJflUWU m1'\.J ';j'\.J 'l11/1/1I1fl'U'\.J· cu q q

· ~,h~V-:Jijfl111/t.u'11 ~ fl-:Jfl111/U~fl~ l-:JUl'l::::V-:Jrl1h ::::flVU'Vll-:J

1\PJJ'\.J1i'i'i1/

· tH';WnUclfl'l,:IW::::.u'11/1\PJJ'\.J1i'i'i1/ (Cross-culture) 1/1fl~'\.J ij
· u

'JJ
et V ••• v. V ••• <ll

'Vl1/-:J1'\.J'U11/ 'if1~ Ul'l::::H'\.J1'U11/ 'if1~ 1/1 fl'U'\.J
OJ

~,h~V~l11f1111/~.u'1' 'il1\PJJ'\.J1i'i 'i1/~1-:J'if1~U l'l::::ijf1111/ ~il'\.J
"".Iv,,,,,,,, ,.

· '\.J1U1'ifl~1I1fl'UU ~n-:Jff'\.J 'iI'i1U~flm::::ml &fIfl (Global issues)
,

tl~~ff:UV

f1111/ftfl~~tltl-:Jflfll'i l'lfll'lfl ijfl1':i~'l1~fJ'\.J!~1ll'l-:J~liifJ1/1 '\.Jnn
•'VlHTW
~ 0 fj) _I ~Q 0 QJ , ~

· ~'\.J1 flV-:Jff11J l'i nlJ 'i::::ff1'\.J11i m 'i'VlHl '\.JflUfl111/~ ~~n~ 1-:JflTW

.", "" I 'v ""lP'.I· 'Jf1?Wl'Utl-:Jfl'iJ1/'lJflmm l'fHff1/fll'l1/fll'l'\.J tfl1/1fl'U'\.J

d 0 ~ V"" v.!.. 0' • Id ~
'Jtfl l'l1m '1'1'1'1l-:J1.'\.JllJU ~1It111:U11;! -:J'U'\.JV-:)'f1fl1 'itul'l fJ'\.J~lJ'\.J

tl-:J.rlfll'im1-:Jfll'i~1fJ'\.Jf (Learning organization)

~Ul$1tl-:J-n\PJJ'\.Jlfl111/ ff1111'i tl~'\.Jttl-:Ji'\.Jfll'i iJ 1~~11/-:Jl'\.J~'Vl'i-:J
• OJ OJ

f1111/!~lh~tl~f{1111'\.Jt'Vlfll '\.Jll'lVtld~ff1/tl um~-:J~1I1'Utl-:J· cu- q, qj

~l'\.Jl'il'il::::~'l1~fJ'\.J''l1 ijfll'iUHUlfll'it'VlfllU ll'lfj~H '1 !.u'1••
~1 fJn'\.J!~tl!'rt 1/ 'l1'i::::ff'VliHl'lN'iJ 1••
,. v 0' d"" , v d .1'" '" 1q. V d
tflHff'il-:Jtl-:Jflfll'i 'VlfJfl'l1fJ'\.J'Vl'ifl1/'V1~::::lJ'iU ~1 ifl 'i 1fl! 'i1

q

.c!l • I .6. J
· f1111/ rJfl'l1 rJ'Uff'J'\.J U fI fI l'l!'Vl11111fl'U'\.J

q q

3J 0 0 ='r ~ .r::l ~~~ ~ •• ,d _..
rj'\.J1'i11tuU\9lfl-:J!'i l'J'\.Jl11i fll1'U'i nnfll1' tul'l l'J'\.JUuiN (Manage

change)
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tl';j~l~'lJ~ltl~mmtlCl~ "'flll W~~l tl~£J'lJUtlCl~'U~NtJ~rl fl1';jUCl~H'ih
'U

fll';j nJ~£J'lJUtlCl~~l fi~;f 'lJtJU1~ lfi~m1~ 1l-iull 'lJtJ'lJ;f'lJ~~m £Ji'lJ UCl~m£J'lJtJfltJ~rl fll';j ~'W
d

1it tJ~lll mflfll ';jltl~ £J'lJIItl Cl~tJVl~ ~ tJlit tJ~~ CltJ~ l1Cll';j1~t';j1 (Fast-paced change)
'JI 0 'JI ~ 91 Q.I iJd d ~ ~

. N'lJl~ U~fflll1 ';jtl \91~ muuCl~ fll1V1'lJflUlf.'WUUTICl ~V1lMl'U'lJ••
i tJ .•. "iY I '0'lJ ~~'I:J'lJUCl:fflll1';j tlfllflfll';j tUtJ'lJ1fl\91 ~ ~HlHUli 'lJUl•

~lll : ~tVI'W 'W~ffff~1~.w (2544) mJ~{J11: 'YIfJ'tJ6ml~l.lfiviit;£J~';j1£J ffm,j'lJ';j1'lft1~l;£J~';jl£J
!lI

'I1'lJl 469 - 470

10.4 'h.J-nU'U8~~fl11(Teams in organization)

" "" !lI <!/ 'I .,. ""'" '"1tJ';jl';j'lJUCl~t';j£JlltJ'lJ~(Warren and Reymond 1997 m~tl~ L'lJmmJ'W~ff llffll'lJ£J
'l

2544:378) 1¢lijUlllfl1111'l1ll1tJ'UtJ~Vill~1'lJ H'h lll'lJ fl~ll'UtJ~ 'lJflflCl~~U~fftJ~ fl'lJ 'I1i mJ1flfl'h 1~tJ
tl ~

'lJflflCltmhJ'lJ ii tl fi ffll'W'lJ1in'lJ tJdt 11'lJtl ';j~~111Cl~tl ';j~ ff1 'lJ~1'lJn'lJ l~ till H 1'lJ'UtJ~fl~ll i 1f1J';j';j~
QI -.L tI , QI

1\91qlJ7~ff ~f1nUfm

••.•••.! ..••
10.4.1 fJOIllUVfI'tYUglU'UB.JnU.J1U

1) ii~1'lJ1'lJ fflll~fli~u~fftJ~fl'lJ €'lJ1tll ~£J'U'lJ1~~'lJ tJvnmn';j f)'il••,
"' ...V1';j1J1JtJ1J

2) fflll :jimi'tJ~ii tl fiffll'W'lJ 1in'lJ tJdl 1I'Wtl ';j~~111Cl~tl ';j~ ffl'lJ ~1'Wn'lJ 1~ tJ

.yh~l'U'UtJ~fl~1J i 1f1J7';j~tf.h'l1111tJ
~ QI I QI 51 QI _I ~ _iof d Q..I

3) m:J1WNflVfU\91tJfl'tJ\911t17\91fJ1J7~ff~fl!m~m1l'l:mm~ tJ7fl'W••• ,..., _,.,. ..•
10.4.2 fJ0Iaf)1I01~'UB.JnU.J1UnUu"i~iln1iNlJ

'" _.I .•• " "''' !lI <!/ 'Iff\91h"l'W';jtJ1J1J'lJffUCl~um fltJCll\91tJ';j(Robbins and Coulter tJl~tl~ L'lJ
, .r

~ rid QI lIf~fJJ d d.d .r:::ld..•1 ~.q Qld

mClll'W~ff 1Jffll'WtJ:394) L~mfl1111m'Wtl~V11J~1'WVl1JlJ';j~ffVl1i.f11'W~~'lJ

1) iirllT11111tJi'~1'il'WUCl~1,r1l'il\91Hn'lJ
lIf"61j1ev dQl QI o'QI

2) fll';j L~L'lfVlflll:::'YIffll'W'lJ1ifl1J~l'lJ

'" lIJ!lI 'I ~ '" '"3) llfl111J n11~ A'ilG)f~fl'lJUCl~fl'lJ

4) ii,r tJf:;IflJj~j11Jn'lJ n 1J1~ q tl ';j~ ff~rl'l1i '0dj1l'Y111tJ'UtJ~fflll~flVill~ 1'lJ
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5) ijfll'j~~~ fl~flff1'J ff~ l11N1'Wijfl11:u'li~u~~ffmii 'W'j ~~ U~ff1lll'jf,)
"-,...

QI 11191 ..c:::I ~ e;! •.•. 1':! ..c:::I cI Q.I 191

'iI~ fll 'j t ~ Urt~:Ufflll "lff1'VlW1t]J'j UUfl fl UMrtm rtU~Urt~flfl:UU'j ~'Vl1~ff ~fl:U(Socialloafmg)fl~'W flU1J1f1
t::IQI 3J ,

6) 1J'Vlf11:l~~1'Wt'il';j'il1\9lfl'jfl~
t::ttJJ 0 dde::l ..•1 ~ 6J 91 ,

7) 1Jf./t.!1'Vl~1J';j~UUf11';j]J';j~t1J'W~l'WUrt~fll';j tMf./rt\9lflUU'Vl'WflU1
"

oJ·

8) , ~i''lJfll'j ffU Uff'Wt.!-.1~.fllU' 'WUrtUnU'Wflf1•

10.5.1 tJ.JffJ1~fJB'lJl'Ufnf 5 J1~fJl1

1) i:1f11:ltU~m1'll~'Ufl~~l'W(Work specification) U'lh~l'W\PIl1J

•.. d 'JJ '1'JJ 0 'JJ ~ •••• l! 'L~'" 0

ftf1Nm~'Vl\PIfl~ t"Iffl111J'JJ'1U1WmWl::::~lUnJ 'W~lmJVtr\9l11JflturtflEm::::nrvn:::: tHl1·~l1WUf1~nrvn
u •

2) ff1Ufll'joU'U1UoUW"lf1MlllUfl~ fll'j' oNV1'W1'iloU~flUoUW"lf1Urt~«~fll';j~
u u

.•.. j/- 'j/.•..

rt~Mi:1'W\9l1:u,h~ui't.!'Ufl~1m-3ff~l-3fl~ti'fll'j ~-3U~~U~MTH.!~q~l1ijv1'W 1'01t.!fll';j oU-3flUoUty'Jj'l

tm~«~fll'j~ fllJf1fl'Wff fld' 'Wfl~ti'f11';j'jfl~rt~' tJ\PI1mh~u 'O'Wfl~'j ~~U~l~q~
QlQ,lQI e:i 0

3) 'U6Ut'U\9lfll';jU-3flUUty"lf1 (Span of control) M1J1Uf,)~'01'W1t.!
,.

"'l fjJ QI QI QI ..c:::I3J ~ CJJ QI ~ "1 'JI I .c:s ••. 1 oIl::lt. Q Q ••.I Q Q

f./t\9ltNflUUW'Jj'l'Vlf./'lJ'jM1'j\9l6~~Urt 'jU H~"lf6U t ~6Ul~1J]J'j~ff'Vl1i .fll1'lUrt~tf1~]J'j~ff'Vl1i Hrtcu u cu IV

4) fll'j'j11JMiflfll'jm~'01UV1'W1'O 'I1111Ufl-3V1'W1'Of11'J~~ff'W'l'O~1~'1
••• .J d.,§ cl ••• 'JJ '" ••• 0 •.• '" '1 "I'JJ .'JJ

'U6~~-:jflfll'j6~'Vl 'lJflflrtfl'Wt~U19f~f1fl6~'lJ'j'\11'j'I~q~M';jfl fll'jm~'01U61'W1'Ofll';j\9l~ff'W 'iI tMttf1~

I ••• I .,§ ••• 'JJ '" cl •••.• '" 'I 'JJ~ .J '" .r d •• 'JJ 'JJ .,j
6~'j~~1Jm-3 9f-3'Jj'1Utmf1~fl111Jn~t'j1 t'Wfll'j\9l~ff'W t'OUf1]Jty'l11'Vlm~'U'W1Jfl'WtM'U61qJrtt1'l6fll'j
•.. "' •• ,J •..•• 'JJ~.J I 'JJ 'JJ
\9l~ff'Wt'il1J1f1'U'W1'1'Wf1~1'W'iI~:Ufl111J'jtTf1'Vl\9l6\P11t.!'W6Urt~

"?t •..••••••
5) f1111JtlJ'W'Vl1~fll'j'j ~~Ufl11:U1J:U1\PI';ji1'W'U6~-31t.!.fllUt 'W6~flfll';j

.cI QI. d • QI d ~ Q .dGl. i1

1Jfl111J"If~t'ilWU6nlfJ,,:-mU~'06 ~~nwm~~t'ilU 1Jf1t)mtu<lUtft~'J::::mfJ1Jvrt"Iffl1'lJfJ1Jf11'J.
o Q d' QI

~lt'Wt.!fll';j'VlU'W'W6'W\PI1U\PI1

y v "10.5.2 ll'IJ'lJ8RHa1H"lIB.JB.JfJfJl1

'1 'JJ •• .,§ •• 'JJ "' ••
t fI Hff'j 1~fl-3f1fll';j 9f~t 'UU'WU'Vl'W~1UUH'W.fJ:U6.:.Jflfll';j (Organization

chart) ti~'lJflf1fl~1nfll'juti.:.J-:j1t.!'U6.:.J6.:.Jti'fll'j6flm11'W.:.J1'Wd6U'1 ~t~Uf111 fll';jUti.:.JUH'Wf1.:.J1'W
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.k, bp" I

(Departmentalization) G)f~U'lJ.H)flnt~lHn()u'U'U t"lfU

'1 ~,,~d OJ " '1
1) Afl'Hff'j1~fl~flfl1'm'U'U1'IU1'Y1(Functional) fl1'j~~fl~flfl1'j A~t1

.oi:!t OJ ,JiJ _1t!:\QI~ 4 'JId ~ CLI

tlflt61 'tlf)'ElW~~1U'YI\91fl~lJ{)'U\9I1'I'j fl1'lU1'Y1t'ill'n~! 1JU1'1'tlf)

'1 ~ " OJ =It '"2) A flHff'j1~fl~flfl1'j \9I1llUNUf)(Division) ~~Utlm1JUUNUf)1'I'jfl
I QI CLI" .c::t. QI cI ,,~ tI .d. 3J ~ d QI

1'IU1()~lU \91111fl 1111ffll'WU1i'IJV~N'tl\9l.flWCVI 'tlf)fl1 .flllff1ff\9l'j flU'YIff'j1~N'tlN'tl\9ltJ'j~t.fl'YIt~t11f)U
" "

'1 ~"'" OJ "3) AflHff'j1~fl~flfl1'j\9l11l1lm~ (Conglomerate) fl1'j~~'fNflfl1'jtWf)

\9I11ltJ'j~t.fl'YI1i'j n~Vfl()~U\91f)~1~o'U Utif)fl flfl ~1flO'U1~t1t~~ 'IJ1~•
'1 ~" "''' OJ 'l'"l4) AflHff'j1~fl~flfl1'jU'U'UUll'YI'jf)G)f(Matrix form) ~~UNum1U 1~t1t1~

fl1'j NffllNff1U 'j~1'I'h~1'It!1~O''UN~\9Ifiwcn'IJV~~tJDU~~lUti'JU 1'1'tifl vh 1Mvnrfl~lU~i' 'UNfl"lffl'U
'j} ~"QI QI QJ .dQl oCll '9J.d.
\9IV~1l~'U~fl'U'Uty"lf1'Y1'j'UN~"lfV'UV()1~Ufltl'YI~~ 2 flU

" If"10.5.3 fNfln1111VV81nnWflU

t~ll~ U~'U11:T'YIt~UtU fli''tlU!'tlf)'YI1fl'IJfl~ff1'li'j 1~()t1flt~f)ff1t1fl1'jU~fl''U

Ufl/"lf1ij'IJfl'Ut'IJ\9Ifl1'ju~fl''UUfl/"lf1flV1~1~~lO'~ 'tlfltllU l~fl1'j~~ffU 1~U'U'lJ'j11lffU6'j~~'U'lJU
u u "

1MUti"'1l~tJDU~~lUU'YIU ..111Mtnflfl111l~~1'I~Uff11l1'itlttJ~()UUtJ'tl~1m ~ff!l~ 1~~1t1

d
10.6 fll'jt)OflUUUO.:,tlfll'j (Organizational design)

"'" 0 1~ "_I I ~ '1 ~fl1'jVflf)U'U'lJV~flfl1'j flV m~'lJ1Ufl1'jm 1'IV~fllJ'j~flV'U\9I1~'1~lU tm~ff'j1~
0' .c.S ~,.. _I QJ Q .r::t~ , 0'

'lJfl~V~fl fl1'j llfl111l t"lfVll AtI~lJ'j~ff1U ~lU flU ~Ulflfl N'tl~'YI~fl \91VV~flfl1'j

t tU1flfl1hfl' fl/~ij N'tl~Vfl1'j fl fln t t'U'UV~fl fl1'j
u

"10.6.1 fl'tl~'YI1i(Strategy)

10.6.2 ff.fl1'WU1~""Vll(Environment)

10.6.3 t'YIfl1u 1'tl~ (Technology)

"10.6.4 'lJU1fl'IJfl-:)V~flfl1'j(Size)

10.6.5 'N~'j:jf1\91'IJV~V~flfl1'j(Organization Life Cycle)
C':lo 0 QI.d,::t I tI 9J ct 3J QJ

t tU 1fl fl 111flfl/'YI1JN'tl\91flfl1 'j fl Vfl U'U'Ufl-:)flfl1'j ~~\91V-:)llfl111l fffl ~fl 'tlfl-:)fl 'lJ
u

• JJ I ,

t~flU 1'IJ'IJfl~ff.flWIU1~A'Vll1U 'lJW~,:rU1l1fli1~fl 1fltlt~ 'W1~ff.fl11~U1flA'flll.fl1t1Uflfli1ijfl111l

d 'J/ OJ •• '1 '"l '" _I ".1 i'J/'"tfltl1'IJfl~fl'Ufl1'jflflflU'U'U6~flfl1'j t~t1\91'j-:)~~tfl~'jlJU'U'UV~flfl1'j'IJU2 U'U'U flUfl fl~flfl1'jU'U'U
"

~mf)'tl (Mechanistic organization) O''UV~flfl1'JU'lJ'U~~ij:jf1\91(Organic organization)
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o ~ 31 ..•.1 rI ~ ~~~ J. '1 'J/
f11':if'llt'W 'Wfll':i':i~'U'UflWm'V'ff'ltl~f11':i':i]Jtt 'U'Ut1~f1f11':itt'U'U ff ~1I'if1\9\t'Wt1~1'I1fl 'H

• OJ

f11111ff1fltyl9i t1f11':i1~ffflUm'V'f'lltl~1I'411Vtld1~tl ~~f'l19i1~ti'UtI~flf11':i tt 'U'U~m fl,,~~'th 1M'V'fUm1'W

Q Q,I.Q 'JJ 9I..c9' t:S 'Q 1· ~ 1 1 d 0 .ct j/dl
11{)'U\9I~1'Wf'l1t1f11111~fffl11\91'W1IfJW fIltflf'ltt H ~~ 1'Itt"~f11111'V'f~'V'ftl 1'1'W~1'W1'I'Yll1l fI 1111~fffl

• , ,J1
4 , 3J d Q.I ..•.. 14 ••. I.cI <=:to .dl
tlf'l 'HtI'W'V'f':it111'YI1'I~':i'Ufll':i t]J" tI'Wt t ]J"~ 'YItflf'l'll'W•

J '1 .•....J J 1 .•....J
a~flfll'qflflau afll.fl'JftU a~flfll'qfl afll.fl'JftU

'" .. " '" '" ..
1'If'l':i~ 'U'U\91111tt 'U'UfJ1Iff1ff\91':i 1'1f'l ':i~ 'U'U\91111\9I1:tJ'H" fl1i ':ifl1'l•

'J/ '" " ~ltiJ'Wii1'lf11':i 1~hj'htld~1 'H'Wt'W'Wf11':i'ilf'l ff1t1~ 1'Wtt 'U'U':i111ff'WtI
OJ •

1~tt'W11'11~tt'U'Ufl" 1ft '1~tt 'W1'Yll~U1J'U':i~'U'U. , '" ~ltiJ'W~l'W 1:iJii'V'f':i1lttf'l'W
0 ""f11'H'Wf'l 'll t1'Ut'll \911'1tfI H fI ':if'l

o 3Jd4i ~~ Q.I 4' ,'JIg 31ddt 1 evi"
f11'H'Wf'l'lltl'Ut'll\91 'H'Wl'Y1t'V'ftl l1\91~fl'ilf11':i 'ilf'ltfl':itl'lllt1 'H'Yll'H'W1'Y1t'iftl1l tI~fl'W f'l

1:iJff'W '1'il1~'W1i':i':i1l
"'I '"Hff1l fl" 11fl" 'W1'I1~1\OJl'W1i':i':i11

'J/", i'J 71 " 71", i'J 7111 '"H'ilf'lf11':i t 'WHfl1'Ufl1I'il1flff'Wtlfl"1~ H'ilf'lfll':it 'WH ':i~ffl'W~l'W'H"flcu cu q q OJ OJ

Q.I Q.I : 'j/ '171
'" 11 '"f11':i'iIf'l'H11'1':i'V'ftI1 m C]f1C]ftl'W f11':i 'if'H " fl ':i~ 'HtI f'l

f11':i~t1ffl';j~mi'J'Wtt 'W1~~ ~ °1" Q.If11';jffflff1';j'Yll f'll1m~f'l'U l1fltt'W1

.
.ct ~ QlQ Q.I Go' Q Q.I QI Q

'YIm : ~t'YI'V'ft'ifl1"\91 (2548) 't./f1'J.J'i'l11'i'YI't./ff1JO 1I'Hl1'Y1t11"tI';j1'if.flt}ff1'WlO.jff\91 fll~t'YI'V'f1l'H1'WfI':i

o Q.I ~ rI 'J/
ff1'Wfl'V'f1l'V'ftff1l11i':i':i1l 'H'W1 19

10.7 Ulftfl"lI'Ua~,{fll'

'W1\91m ':i1l (Innovation) ti'J'Wfl':i~'U1'W f11':i1'Wfll':i"'~'Wlf11111flf'l'H ~t111if11';j t~t1

il1tff'WtI# ~'1'H:iJ~tt\9lfll9il~tt"~~~'W fl':ht~1I ~~t1~ flf11';jff1m':ifl~'iI~t ff'Wt1'W1\91fl';j':i11'il1fl

l1ff'W1fftlmlfl (i'~ff':i':ifl l1':i~tff~!ffi 2548: 317-18)

10.7.1 nffU1utman 2th::n11;if)

1) 'W1\91m':i1l~1'WHil\9lfiwcn (Product innovation) ti'J'Wf11';jtt'W~ill

•• 71 "'I •• 1 ' "'I .1"'.1 •• 71 •• lIf 'J/""J' it 71
ff'WfIl'H':itl'U';jf11';j 'H1I 'H';jtl]J';j'UuHff'WfIltt"~'U';jf11';j tf'lf'l'll'W t'V'f~Wltl'Uff'WtI~f11111\91t1~f11':i'lltl~•

71
"flfll
OJ



47

..,
10. 7.2 tl'i::V1'Um-:;'fJtJ~'U1f1f)-:;-:;1J

v "" ,. 'I v "" v "'I1) f11':i'ff':i1.:Jfl111lfl~(Idea creation) UNf11':it'1ffl111lfl~ff':il.:Jff':i':ifl t'W
"

f11':ifl~ti''WW\lIJJ'W1'H1V1Ji'u1J l.:Jff'Wti'lM 1VU ~f11':i~,m~ 'il'Wm~U1'W fli':i 1..r~;j'U

.,k "" v ••• 'I v"" '" '1'.1
9Nfl111lfl~'ff':i1.:Jff':i':ifl'il~flV mAfl~'W1~m':i1l tMll'U'W

"2) f11':iVl~,m.:Jt1jv.:J~'W(Initial experimentation) t~'Wf11':iti1'H'W~fJW~l

"" .1"'1 v'UV.:Jfl111lfl~U'fl~f11':ilJ':i~qfl~ t6Jf

3) f11':iti1M'W~f1111lt1'J'W'1J'~(Feasibility determination) t~'Wf11':i':i~1J

~'WVI'WU'fl~f·m1J':i~l£16Jf,r~fI1~11'il~ '~i'u•
"4) fllnh~qflI9i'1.ff.u'W~~.yl1fJ (Final application) t~'Wf11':i~ft\PIU'fl~fff1.:J

~ft~.tiWcnM1 VU1f11':i1MUM1m1ff'W~1MU"1

4 1 II10.8 fll1tJtltJl1 U8~f1n1

f11':i~V'ff1':iM1 Uf11':i~Vfl111lMmm1'J'Wm~U1'W f11':i'UV.:Jf11':iu'flm1J~tl'W.u'Ull'fl••
, 'fJJ , jJQI' ,. GJ 91 QI Q.I ciq ..• 1 1

'U11ff1':i':i~M11.:J ~'ff.:JU'fl~~':iU'U11'ff1':it~fJf11':it6Jf'ffty'flfll:lW 1'W~lJUUU~l.:J"1

10.8.1 nff'fn~f)u/mn11J'I11J111 (Direction of communication)
, :II !JI •

1) f11':iffUfl111lM1l1tlll1 ,~.yr.:JYiff'Yll.:J1'WU'W1~.:J(Vertical) l~fJf11':iffV

"f1111lMmfJUUUU'W1~.:J~.:JUU.:Jt1'J'W2 V1H '~uri

(1) f11':i~Vff1':i'il1m~~UU'W'fl.:J':i~~uri1.:J (Downward) '~uri f11':i

ff.:J~h'W.u'Vll 'fl'li11'ff1':i'il1m ~~ 1.11~ ':i~~1.1Md.:J~ VV.u'l.:J 1.1'W~111ff 1£lf11':i-U.:Ji'iU-Uill'1f1'UV.:JV.:Jtlf11':i'fl.:Jffcu cu U IV

rnTflHUM 1Vt ~lMU' 1~~iiI9i1UM 'Il.:JMU'1~vv1'W':i~~U~~lfl11••
."j '" • .1 • '" ~,

(2) f11':iffVffl':i'il1m~~U'fl1.:J'U'W~':i~~UU'W (Upward) tlJ'Wf11':iff.:J

.u'mqj'fl'li11ff1':i'il1fl'rlir fl.:J1'W':i~~Uri1.:J~1JflfI'fl~V~':i~~UU'W\PI11l'ff1£l.:J1'W'UU.:JV.:Jtlf11':i~.:Jff1'W1Mflj
I " I

~ "l "' ••• '" "l V 'Iv v~ .•• 0
tlJ'Wt':iV.:JVlAfltl1flUf11':i':i1£1.:J1'Wf1111lflUM'W1'UV.:J.:J1'WtMVI':i1Uf11':iU'il.:JlJillMTYI'rIU'il1flf11':i'Yll.:J1'W.., ,. J

2) f11'JffUff1':iUUUU'W1'WV'W(Lateral) t1'J'Wf11':iffUfl111lMmfJiiitf)~'U'W

'J~'I111.:Jffm~fl~vd1 1..1flclllt~fJ1fl'WM 1U':i~M11.:Jff1l1~fl~ l.:JflrillU~t1'J'W':i~~ut~fJ1fl'W M1V.. ~ .
':i~WiN~U~M1'J ':i~~Ut~tl1fl'W f11':i~Uff1':iUUUU'W1'WUWlf1fJ1J':i~M~~nmU'fl~'lf1£l 1..rtf)~f11'J••
• 1 ••• .1
lJ'J~ff1'W.:J1'W~'U'W



48

t! '" '" 0 191 191 ,'j~ff'VI1i~HlffllJ l'H) VI1 ~'1Hl1VU'U1'V11~~Ufl

~ G\ ~4 -4' d .
1) ~m)f)&'lfffflflm~'1nfl'lf~NVI1~'VI1'HlJ1~fflJ(Choosmg the correct

d , " -odd '" 1fj) fjJ , QI .,.. Q.I Q.I

medium) 'il~1'H'U11Ul9l~~'lffl~VI1~lJ'U~fl11lJffllJ1Hlff~Nl'U'Ul1ffl'j ~lJlfl'U flV19l1~fl'U&~t1fl'U~'lJ

d •••• 'I 9J.c>"" '" I I , 91 191
~~,,!~fl flfl fl1'j &'l111H'il'j'illfl'UU'lJ'lJfffl~l9lflfffl~(Face - to -face) ffllJl'jflff~Nl'U'Ufl\!~ ~lJlfl

2) fl1'jih~'lJ'lJi1fl'Ufl""'lJ360 fl~ffl (360degree feedback) 1'VIfl'\1flfl1'j

_$I '" ~,Jt '" 0' 'i '"lJfl'Ufl~'lJ 360 fl~ffl ~1J'Uff1'U'\1'U~'Ufl~'j~'lJ'lJ'lJ'j'\1l'jtJwm't'lU'lJ'lJfl~m1lJ(TQM) &~m'VIfl'Ufl

~~flril1~~~U''Ufl1'jt!'j~tiJ'UNtNl'U'illflt1'Hri~~l~ "l 'jfl'lJ~l'U

3) fl1nh'j1'il'illfl't'l,rfl~1'U (Employee survey) fl1'ji~U'lJ'lJfffl'lJfI1lJ

~~fl-ftl'j1'ilt'ill9lfl~U~:::fl11lJtM'U'Ufl~'t'l,rml'U'il~i M',j'fllJ~.,h1ffl'jilfl'U fl""'lJU'lJ'lJfl1'j~flffl'j 'illfl••
'" , , '" Jt ""t! 'i 0' , t! '" t!'j~~'lJm~~'j~~'lJ'lJ'U (Upward communication) tlNlJ 'j~ W'If'WlJ1fll9lflfl1'j'j'lJ l~~l'U

91"'13 91 •
4) 'j~'lJ'lJfl1'jtff'Wfl'Uflfl~1'H'UU~~fl'j~lJfI1lJ(Suggestion system and

query system) ii 1~t~m1~~ff~lJfl1'j~flffl'j U'lJ'lJ'illfl'j~~'lJril~~'U 'j~~'lJ'lJ'Ut~V1n'lJfl11lJfl~tM'W
v •

'Ufl~'t'l,rml'Ui'Wfl1'jt!rmh~~l'U ~1'W'j~'lJ'lJ~~fl'j~~fI1lJ(Query system) tiJ'U11Hvflffl'j'illfl
I •• 1

<vI' QI .:::I.c:l QI'JIo ~ Ql4!:!I6I3I QI 4:.\ 31 ~'jJ
'j~~'lJm~~'j~~'lJ'lJ'W'VItflV1fl'lJ'Uflfllfl1lJ'VIff~ffm't'lfl &'\1'j~~'lJ'lJ'j'\11'j'Ul~'lJ'Ut1J'Ufjl9lfl'lJ

5) fll'j i~'j~'lJ'lJ1'VI'jff't'l'.1fflt1~1'U(Hotline telephone) 1~V'lJ1~fl~ti'fl1'j

1~'tiI~1flfl1ffi M'iifll'j~flffl'j 1~fll9l'j~'j~'\1'h~'t'l,rfl~1'Un'lJ'H1'\1U'11~fl'lffl~VI1~1'VI'jff't'l'.1fflV~1'U

i 'Ut!'j~t~'W~tiJ'Uttu~-ftlflWt-i~~1'W
" , , .
6) fll'j ~~'1M'iin'ilfl'j 'jlJllflfl'lJ 'jlJ trlfltVim1fll.l~~1'Ufl1'j ffflfl11lJ'\1lJ1fl

'I 91' 11' 0'

mUfl'l.Jflfl~f'fltll9l1~"l 'Ufl~fl~flfl1'i

, '" v J10.9 fll'UtltlUD~1\ijf'lni1·nl8.:Jflfl11 (Value and Culture)
, ..•

1 0.9.1 "1UJ'lfUltJ'l/B~"lUtJU

rN "'_.I~I " 91 ~ 'I '" 0' '" 'I 91ffflVl9l"1"I1"dtCl:::~fl1'\.Jff(m~f1~&'\.JW~'t'l~fftflfflJ1'j'll 2546: 32) m
~ 91•••• " ••••• d 0' ~ •.••••• 91 'I 91 ~

fll1lJ'\1lJ1t1nflfl flQtflWCVllJ1191'ijl'W'\1'jfl f.lWfll'VIfl~flfl1'i'\.J'\.Jfll~'\11~'\1'jfll9lV~fl1'j'il:::&'\1t1J'U
,~ t!I': ~Q.I QI ~ Q fI ~ 1 I 0 d ~ l

fll'\.JfllJ flfl't'l'Wjl'\.J'UV~1fffl'VIff'Wu~:::UW1il'W'UV~V~flfl1'jt't'lVfll'j U~fl11lJfflt 'j 'il t1J'W't'l'Wjl'W

~hflty'UV~1\PJJ'\.J1i'j'jlJfl~ti'fll'j ~htJfllJ~flfl1nh~l'W fl11lJt~fl '1'WflltJfllJ ~'il:::tiJ'\.J~1fh'\1'\.J~. "
lJ1191'jjl'\.J'1'\.J't'lf.l~fl'j'jlJll'l.JflflCl'il~Uff~~flflfllJ1 ~~,r '\.Jfl1'j 'lJ'j'HJflWftlt ~'ill9l1lJtill'\1lJ1flfl1'j
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...,
10.9.2 R1m'tf3J1fJ"IIB~1m'U1i113J

1Wl1J1i'i'.i1J titJ ~.:J~'VJflfl1JrJtJ1Ji''U111'l~'lhhhJ~tr~ti'J1JVfl~ith~~l
JI , ."

l1w iti~V.:Jflll11 ~V~lt~tJ1J ti'J1Jml flV'.i~ n1J'h~~tfillfl111JU.:J~1J 11Jt~v,n'J 1J"1 1Wl1J1i'.i';j1JtJ.:Jflfl1';j

.k rI 91 191 ••• .1 <!I '" "" '" 91
C)f.:J'VJfltJ.:Jflfl1'.ifl1n'WlrJ11Jff'.il.:Jmflll'\l1JfltJ 1Wl1J1i';j';j1JfjWflWI U1'l~1Wl1J1i';j'.i1JU11.:Jfl1'.it';jrJ1J~

1) 1WJ1J1i'.i';j1JfjWfll'Vfi~uri fl1nh:n1Jti'J1JVi1J fl1';jvi''Uvl.:J1nfl1':i

..,.., J
11. fll'H)~m'ifl'i'V'lfJlfl'i1J'IfUfJ (Human Resource Management)

oIIQ Q.I Q,.I Q.I tI
11.1 .fI11flll't'l'tlfl'Ut)-:Jtl11;JRtl11'f11'tU.I1fl'nnfUtI

• v 7"" "i91 ,11.1.1 m1m'tf'UAR113Jf1B~tn1 'UnnVfJ1n13J'I;fJJfJ lIUfl (1) fl1';j11.:JUH1J

'" rI ••• rI.1 91. '"
'Yl';j'Vwlm1J'IfurJ (2) fl1';j1tml~'Nl1J 1J'.i~fltJ'U1I1rJ rn'U';j';jrJlrJ1'lfl'J!lW~.:Jl1J(Job Description)

U1'l~fjW~fl'J!lW~.:Jl1J(Job Specification) (3) fl1'.itJVflU'U'U.:Jl1J
,

" v 4 ..., "i 91 , '" <!I11.1.2 tn1 'A3J11lJ1~n1"'fJ1n1JJ'I;fJJfJlIUfl (1) fl1';jff';j'.i111(2) fl1';jflllt1'ltJfl

7 v u ~ v •••-, v: " i 91 , '"11.1.3 m1 "n1"'fJ1n1JJ'IJ'lJfJmIf)AJJ1:::1f1"'Ui~flA lI11fl (1) fl1n'fWl1Jl

(2) t;'\9lV'UU'Yl1J(3) fl1':ii'fl'J!ll (4) fl1';jV'.i~tij1JH1'lV~tr~.:Jl1J (5) UH.:Jl1Jffmi1Ji (6) ff1ff~fl1';j
rI,f Q d

U1'l~H1'lV';j~lrJ'I11JtfltJfl1'l (mUW1J W1Jfl.:JrnU1'l~flW~ 2547:134)••• u

11.2 i1;J9t1't'lafl1Utl119Rfl11'f11'rttl1fl12J\4iIr1

1'1111J'Yl1'YltJ.:Jlh~ (2542) '1htff1Jm~tJ.:J "U1J11,r1Jt~f.l1n'l.lfl1'.i~\9l'YIi'l'IfJ1m

rI ••• 1IJ 'I -='1 Q J

1J'4'J!1rJ(Human Resource Management) 'UV.:JlI'.ifl~l'YlrJl1J1J fl.fl'. 2000" Uffll.:Jfl111Jm1J11. "
fl1'.i~lIfl1';j'YIi'l'IfJ1m 1J1J'J!I6i1Jil~~U1J1i.:Jt,r1Ji 1Jt~V.:Jl9ivhlij fitJ•••
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11.2.1 tJ11'fhnmuumju (Team Work)

!,r hi~frn:I,J'i 1:IJijV1hifll 'i'thnhl ~h:IJn hit ~ f.J\lflfHll1 ~Vff:IJ1:Jfflfl~:IJ

o ~.d 'j} d'" i d Q' I 1 ' ~.4 QI QJ'

\ll! UhI'VI\l:::;~V-:i:IJfl11:IJlf11l:IJ ffl:IJTHl t~f.J'VIlJflflhl\l:::;:lJff1h1'i1:IJ hifll'i "l11mm'l VC)f-:iflhlUn:::;flhl

"" i~0 1~ ·"'~I . "" ""'i~~:lJff:IJV-:i'i:::;~:lJfl11:IJfI~ \l:::; ~'VI1 'HNn-:ilh1Vflf1:IJ1:IJlJ'l:::;ff'YI1i.fl1V.

7 v•.•• 7 v. 7 OJ11.1.3 fJ11 'I1B1UliJfJ11V1'1111I1a~fJ11'I1B1UliJ UfJ11iJ~fJl1

(Empowerment)

1~. "" 1~o 1" .JflU mn'Ul~f11'l1J'l'Hl'lUfi~f111 'Hfl1'Ul~ 'UflUll~f111lJ1U'Vl'U'YIf11'l
JJ ,JI •

m:::;'illmh hi1'il'lJ7'Hl'i (Decentralization) n·nyv~ff ~U'il:::;1i'Hllflfll'.i1fl~!flf.J~tl'U1J1fl u~fl9iHnhl-rl. ~
Empowerment 'il:::;hrt5lh1l'il'lJ7'\1l'in'lJ-rlUn'U '¥l'il:::;I9l'V-:ii''lJH~'')j'V'lJlJfl'1VVH ~-:iu9ifll'i~~ .•h

•I ., •• "" 'i ~I ' 1 ~""-:i'lJlJ'i:::;1J1Wfll'i'il~tHflfll'i ~nV~'ilhlfll'iNn~ l~f.JlJ'i1ff'illflfll'ifl1'lJfJ:IJ~UnVf.JH fln"l1~'illfl

~ "" OJ 'i '" ~ 1~o ,~ • ,~Fj'lJ'i'H1'.i'i:::;~'lJi\!~ l~tf Empowerment :IJ'H1J1f.Jfl1l:IJtHfll'i 'HVlh1l'il 'Hfl1l1Jffl1Jl'it'l fll'i'VIl 'H

.<!I ::"l 'i 1~ 1~"" 1 ~ • 1 .,.Jffl1J1'it'l VhlWl~ 'H'jVfll~HlJ~ lVfllff '\1 flTS '\1Vff'i: hlfll'iff'iHff:IJ'i'it'lhl:fll'i'VIH1'U 'U';i:~'lJ'VI
• u

,1 ,. _I 1 1 ~""1 A e!i ' do I Y QI QI QI 0 c:,
i\!~'U'U l~f.JlJ'ilff'illflfll'ifl1'lJfJ:lJVf.JH fln"l1~ hiff -:i'U :IJ!V.tf~U~Fj'lJ-:ifl'lJ'lJ~"J11'il:::;:lJV'lJfl1'Ul'ilff~

~ ..
fll'i !'vhir'U u9i19l'V~:IJV'lJ'VIi'v. f.J1fl'in~11~'U '¥l~Uiiu~19l'V~fll'i ~ 1f.Jf11l:IJihti~'IJ V~fll 'i:IJV'lJ'H:IJlV

1~0 e!, ~ ~ • 1~~ 1 I ••• '" ~ 1 ~.J., ~ i ~OJ-:ilh1 'Hfl1h11'jJhIff1'\...!'H'U-:i~V~m 'H:lJhI 'il1TVfhlfl~1'U:lJfl11:IJV.'ifl1JhI'H'Ul'Vl'Vfhlmlhl~fl~ ~'i'U

./ •..J '" 1 OJ "" 1.J ~fll'i V'lJ'i:IJun:lJ'i :ff'Ufll'i W'VI1V.tf-:iV.Vhifll'i~~ffhl 'il'VIt'lfl~V-:i•• .
-4 r 7 ~/OJ OJ v OJ ••• p

11.2.4 tJ11fJR'H'IUUtJ1"iu"iUt1l1''fJ1fJVa~'f'JR"BU(Flexibility)

f11l:IJrJ~'\1~hI'il:::;!~'UfJWff:IJU~~fflti~'lJV~'VIi'v.f.J1fl'i:IJ'4'lJ6 1dv~'illfl..
QI ~ 4 Q.I 0 QI , ~ JI d 4!!1 QI 3J

hiflU 'i 'H1'i'H'iV'Vfhim1'lJff11J1'i t'lff11J1'i t'lm-:i 1h1U'Ylhlflhl ~ 'Hmfl'H'lJ1'Yl!hiV-:i'il1flfll'i 'Vf1PJI'lJ1f111:IJ'i••
f111:IJff11J1';it'lUn:::;ij!'Ylflihl inU,$1fl!'H~V
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OJ !II
12. flT'H)~tl1'ifl11lJJ (Knowledge Management)

'ihWfl'n\.JfI\U~m·nJm':iiWl'IJl'j~1J1J'n1fm':i(fl.'W.':i.)i,rijtJlllm':i~f1m':ifl111lf ...
••• "31d", 'i ' .9 •.• 'i •..•••
f1~ m':i':i11J':i11lmflfl111l':iVlll~tJ'lJff1'\.J':il'lfm':i9f~m~~f1m~~ltJ~tJ'\.J~11JflfI~'YI':i~lVflffl':i111

qJ cu qJ q

•.. i 31~ .,j i 31 i" 31dI 31 •.. i 31~ 3131
'WWl'\.Jl'YIt1J'\.J':i~1J1Jt'W~'YIVlflfl'\.J'IJ~~f1m':iffl111':im'\llfl~f1111l':iU~~'WWl'IJ1~'\.JlV~'YIt1J'IJ~':i

q cu qPU

"nm1~uii~~~1'IJ'~ ~dHijU':i~ffVlnfl1'W fl'\.J~~ff~~~i,r~~flm':iijfl111lffl1l1':ifl i '\.Jt;~u~~.u'IJ

~~'i!f1

12.1 '1.h~t.fIn'll8-3fllUJf
, ,

12.1.1 flJ1U!iiil~BfJ1'UfI'U (Tacit Knowledge) t~'\.Jfl111lfi'i'~~lfl

.1 " " ••••.•••• , i 0 31i i d., ~
u':i~ff1Jm':i\U'W':iff1':i':ifl'YI':i~ffty'lf1~tyl\U'\l~~U~~~1JflfI~'\.Jfl1':i'Vl1f1111lt'\l1~ '\.Jff~~l~'1 tlJ'\.J

f1111lf~'1iffl1l1':iflclltJVI~f1~~fl1l1t~'lJfll''3f1'Y11tl~ltJ''fl'llWfifl'l:J':ii~l f1tJ~ltJt'lf'IJl1fl'll~i '\.Jm':i

"vlHl'\.J~l'\.JH;ju'YI1tlm':ififlt;~1tml~...r 1Jl~f11~~~t~tJf)ilt~'\.Jfl111lfU1J1J'lJlllli':i':i1l••, .
JJq '" JJ •• ~ 31'"12.1.2 flJ1Uln7lF1ml~ (ExplIcIt Knowledge) tlJ'\.Jfl111ll'YIffl1l1':ifl':i11J':i11l

"
clltJVltlfli;J lf1tJ~1'\.J11i~1~'1 t'lf'\.Jfl1':i~'\.JVim~'IJ~ltJ"f)'llwfimn V1q'll~~;j~~1~ '1 U~~1Jl~f11~

t~ tJf)ilt~'\.Jf1111lfU1J1J':iUli':i':i11......
OJ !II

12.2 fl1~'U1Ufl1'H)~fl11fll11J3
" ,'4 IIqo Efl II 4 C\QI Q.I tI

12.2.1 n11V.:J7I"J1UlnDl1u'UflB.:JU (Knowledge Identification) 1fftJVlff'IJ/. "
i'\.J1ifi~/ rlh'YI1l1tJfi~~~h tVlui,r1J':i':ilJt'l~h'YI1l1fJt':il~lt~'\.J~~~f~~h '\l\U~Utnijfl111lf

~~i ':iU'l~~di'IJ':iUU1J1Jifiurj~'lfl':i.......
JJ JJ

12.2.2. n11111Hlla:::mn.:JH1fJJ1U1 (Knowledge Creation and Acquisition)
31 31i' 31 •.. 31' 0'" 31d"~ '1IJ 3131

ff':il~f1111l':i'YI1IUtY1~'YI1f1111l':i~lflfl1tJ'lJUf)':ifl'lllfl111l':itm m~f1fl111l':iVll'lf11l1flU~1
'V cu cu 'V

12.2.3 n11DFln11f1Jlu!lmvU1:::VV (Knowledge Organization) 11~

'i 31 31.,j '" 31 0'" d 31' ~ "
~fI':i~ff':i1~fl111llt'Wm~ ':itJll'W':iflllffl'H':i1Jfl1':itf11Jfl111llfltJ1~t1J'IJ':i~1J1J1'\.JU'\.Jlfl~

12.2.4 n11'1.h:::UJUlla:::niun1B.:JflJ1U! U11JU1~lUU1J1JlVflff1':ii ~t-tl'IJ

i
31 "' •..•.. ,I 31 "

1I1~':i}1'IJ 'lffl1'1:l1tflfJ1f)'\.Jtm~U':i1JU1~t'\.Jfl'H1'1'YIffll\!':i\u

JJ4 JJ 0091 •.• ~'"
12.2.5 n111111Q.:JflJ1U1(Knowledge Access) m':ili'lflU1J':ilI'H'\.J~·"flntJ'\.J

Board Web Board cIJ~cIJ
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r .Of. .,4 W •• I 'JJ
12.2.6 fJ11U'lHU'UUtJf)lutJtJ'UfJJUJl (Knowledge Shanng) u~~flU'IJ~l[J

Explicit Knowledge i~Ufi tflmn~ i1'U'fll1lJ{ t'VI'fll'Ul"~ffl~ff'Ut'VIff Tacit Knowledge

i~uti VilJ'fl1UlJfflfH1'Ufi~m~lJflrllJ'flWflTVl 'U1\9lm~lJ••
.cf tJ 0i'JJ "" 'JJ~'.J ,

12.2.7 fJ11I1tJ'Ul (Learning) 'fllnn 'I1fll~t~[J'U~m'Uffl'U'I1'U~'IlU"Nl'Ut'lf'U

"" "" 'JJ 'JJ ~ 'JJ 0 ~ i.li 'JJ "" """.1 ~tfl~~~'IJ'Ufll~t~[J'U~'illflff~1~U~'fl'fll1lJ~ fll~'Ul'fll1m &'U u 'lftfl\9lfll~t~[J'U~U,,~u~~ff'Ufll~W~ ~ ~ ~

imj'l1lJ'Ut1[J'U~UiUU~l~~mdu~•

12.3 TUNA Model (Thai -UNAids Model)
.1 ~ •••• 1 d ., 'J/ , ,
u~~'Vl'U1iN1"1'IJ(J~(2005) lJU~u~~t~'U'lJU~fll~~~fll~'fll1lJ~U[Jl~~1[J'1

l~[JU1hi~ti'J'U3 "h'Ui'l1tY '1 fiu

12.3.1 Knowledge Vision (KV) tflmh'U~~u~\9lU'lJi,n~'hl11fll~~~fll~

'fll1lJnUtvtuu~i~
OJ

12.3.2 Knowledge Sharing (KS) t~'Uffl'U~fflfltylJlm'Vl~l~vh i,rtfi~fll~

u"mU~[J'Ui1tI'U~~l'UnVi'il~~ u"~nVit ffii U'Ut'If'U~1'Ut'fl~u'Ihtl Internet
OJ

~ ' 'J/d 0 i 'J/do 0 ~ .Ii 'J/
12.3.2 Knowledge Assets (KA) IlJ'Uffl'U'lJlJ'fll1lJ~'t1't11'I1lJfll~'U1'fll1lJl tu 'If

"'" ., J i- 1 .,j
~l'UU"~lJfll~\9lUtlU\9l[Jm~~'IJ'IJ'Uut~U[J'1

IV VIV II , .cf v
12.4 fn'.i1l~fll' fll1'lJ1fltJtlUlfll1 U't'i~fll'n'm'U3

~., i 'J/ ~ ~ • "" vd O?I v.,
'I11flU~'flfll'j~~'VlWl'Ul\9l'Utfl~'I1llJ'UU~'flfll~U'11~fll'j l'j [J'U'j fl~ltu'U 'il~\9lU~~~fll'j

OJ

v i ~ iV~ .,j , "" '1V "" ~v"" • .,j ~
'fll1lJ~fl1[J 'UU~'flfln 'I1m'U'j~'IJ'IJ1'Vlf)ff~tff'jlJ&'I1\1'flmmt~[J'Ul &~~Htm~Y1IUt'Uu~'I11flU~'flfll'j

'1 do., v 1 i ''''' 'J/ ''''' ~ 'J/ "" J i ~~lJfll~~~fll 'j'fll1lJl ~[J lJlJfll'jff'jl~'Un [J1fllffU'l1~fll'jl'j [J'U~&'11tfl\9l'IJ'Ufl1[J'UU~'flfll'j

d •.• ~ d. I ' i v ••.. 'i d •.• ~""., 'J/ ,
fl'U'UIlJ'Ufll~ "~'t1'U't1fftlHu"l ~I'If'Ufl'UU[J1~~fl\9l1lJfll~ ~~fll'j'fll1lJ";jlJ'fll11JCJf'UCJfU'U1Jlflfll1

q cu u cu

QI v -:91 ~I .:591 0 ~ , QJ',J
fll'j'VlWl'Ul'IJflmm ~1[Jfll~HflU'IJ~1J1'Vl'jl~lu'Um ~'U1'Ufll'j't1\9lU~~11'U'UflT:iY1lUfl1[J'I1"~~lfl't1•

~ fj} 0 ~ fI 0' 'JI I t ~ ~I

\I'fl"lmlJ'fl111J~'fl11lJ'lf1'UltyU"l U~f1fll'j~~'t11f)tll~i 'j i 'I1\1'flmmm"1'U'U(J'U~m[J't1U~U,,~
• ,.,I 'J/ ••• v.,j '1':: v ~ 'J/ "" ••• d 'J/

u"m u"tI'U f111lJlfl'IJI;;!U'Uu,,~ 'U'Il'U\9lU'U"1~'t11(JU~f1fll'j~~\9lU~'I111't1'fl'Uflfll~~~tfl'U'fl11lJl
lIJ9IQ,I tI l.ct Jt d 0 "bJ9I '.c:S Q Q

m'Vl1~nfl'UU~f1fllHW1~1J'j~'IJ'lJI'VlU't1'il~'U1UUfl1J1''If &~U[Jl~1JU'j~ff't11ifl1'Vl
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13. ij.ulfll'ml"iA1tJu! (Leaning Organization)

a' d ~ 4 d.c9 cJJ d ~ .d 1 A d
ij~f1flTHl1'H'HI'W'j fW 'VI91~HfI'W'Utl1t1'U~f1111lff11Jl'jtll""ijVl'il:::'U'j 'j~ 'Wff~VI""1m'U1•••••

~ij~fll'j ij~l~Un'il~~u~:::~ijl~fH 1~'W~':')'j:::'U'UVl1~f1111lfl~hnJ U~:::fll'j'UfJ1tI~1V11~f1111lfl~

"l ~QI QI .d..i ~ ~ ~ .d ~ ~ ~'t1
t~ 'j 'Ufll'j ff'W'Uff'4 'W'VI91~~f1'Wllfl111lVl:::WijVI:::tl1'W'Wijflfl'j ij'U ll~:::l'Ut.!VI':')~f1'Wl'j tI'W'il:::l'j tI'W
~ QI ~ d

~1t1fl'Wl'jijtl ':')O'il'Wl'W~'jllW'W1f1U~:::f1W:::2546:104)
..i 1 ...1 ~ " ~ ~.d~ ~QI QI' I ••• ..,j

'H'W~'WU'W1f1~ 'WfllHn1~ij~f1fll'jfll'j l'jtl'W~Vlllfll'j~'ilflfl'Wijtl1.:.JU""'j'H~1t1f1ijl'jij~

The Fifth DisCipline: The Art and the learning organization 'Uij.:.JPeter M. Senge ,~,r
00 Q.I tI d ~",

f11'il1fl~'Uij~ij~f1fll'jfll'jl'jtlt.!'j t111••
".d 1" llJ~ , , ..,j ~1

"ij~f1fll'jVl1JfI~1fl'j fIlti 'Wfl~f1fll'j t~'UfJ1t1f1111lff11l1'jtl'Ufl~~'Wf)tl1~~fll 'Wfl~ VI~ 'W
QJ QI' QI tI A fjJ QI cf.d 1 QI'

'j:::~'U'UflfI~ 'j:::~'Ufl~ll'UflfI~ U~:::'j:::~'Uij~f1fll'j1.•••ijff'j1~H~~ .•••1iVI'IflfI~ 'W'j:::~'U~1~G'l
q q II '4 I

fj/ I j1 ~ ~ tI d. .c:.l ~ 1 ' ~ bJ fJ/Q.I
~ij~fll'j flfJ1~UVI'ilH l'U'Wfl~f1fll'jVl1Jflmfl'jllfl111lfl~ 'H11':')U~:::fll'jU~flU'U'W~'Uij~f1111lfl~ t~'j'U

QI 1 l' ~ rI d 1 0' 4 d 'jJ' ,A 91 ~d d
fll'jtlij1J'j'Ulm 'il ff 11J'Wfl~f1fll'jVl1JfI~1fl'j'Wfl~f1fll'jllfll'jl'jtl'W~fltl1~~fll'Wf)~ ~1t111iflln1'il:::

~ ~llJ~ QI~ "

l'j tit.!'j t t1~1t1fl'WVI~f)~f1fll'j"••

. ,
_I <I'" 0 ru ••• ru ••• J ~"

13.1 u1:::A~'U'fItTltlqJUUJ1fl'U'UI1'JJ'UtHO~tlfl11fl11 A1t1'U1

13.1.1 ijfll'j,H''U~1~Vfffll''''U1~~Vllflltl'WVfl

13.1.2 ijfll'jl~llfl111lff11ll'Jtl 1'Wfll'jltlgtl'WUtI~~

"13.1.3 't1WJ'W1fll':iiitI'W~11~1'WiI'ill'ilfl'UflfI~U~:::fl-clll••• °4

1fJ/ ad" ~ Q.I o'dd I

13.1.4 'J1H~'Ufl.:.Jfll'jl':itI'W'j1.•••VH~~.•••1iVl~fl11••
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4 '::'1 7 lIJ 51•.••.• , 91 •.•
13.2.3 U1l11tJ1fJ1ff1JfNfJ11luFr 11'YIf1f1'1.HY111l'Hlt~'.i'Uf11·HY'W'Uff'W'W 'VIVl\PJl'W1••

-=.tl 'JJ 'JJ 4""-=\ ody
fl1111f1~ f1mVl~f1CllUff~~flflf1 tVlflf1fl mf1~f11'.im~'YIl'YI'YI1'Y11t1...

4 4 11 _I •• ~ 51 ~ d "" , ok "" • ~
13.2.3 UfJ1111fJ'U1111fJU1::lrllfJ11W t'W'Wtmf1ff~'YItfltl~~1J1f1fl'W C)f~tlfl1111

o Q.I 0 '4 fJ/ 0 d ~ , rJJ " , lCI 'jJ
VlCl~f11Cl~m'W 1'il lJlf1f111f11'.i t'.i t1'W'.i'il1f1f11111ff1t'.i 'ilU'W1f1~ 'Wf11'.iff'.i l~fl~flf11'.i U'VI~f11'.it'.i t1'W'.i......

OJ OJ J ••• 11
13.3 'Ulflm~;)~m~t)~flm'ml'n':mu3

Peter Senge i~t;jo'Wi~''W'VIU~iYfl The Fifth Discipline l~t1f11'.imfftlmlf1f11'.i

, •.••• ~ SIOJ.!
5 lh~f11'.i 'Wf11'.i'il~f11'.i~Nflf11'.if11'.it'.iO'W'.i ~~'W...

"" ~ ~ 51' OJ , ••

13.3.4 Team Learning flfl tlJ'Wf11'.it'.itl'W1'.i111f1'W 'Ufl~l.JflCl1m 'Wfl~flf11'.i

91 e:s' Y "'1'JJQ.I 1 ~

\9Ifl~11f11'.imO'YIfl~fl1111 '.i UCl~tl'.i~ff'Uf11'.i W 'VIf1'Wfltl1~fflJlt ff11fl...

13.3.5 System thinking tifl f111~fI'W'1'Wfl~flf11'.i ijfl1111ffllJl'.itlt~fl11 lt1~
~''i d OJ OJ •••.• ~ 1 "191' 51 'I d
ff~\9I1~G') t~t111fl~m'Wfl1111ff11Vl'W1if1'WtlJ'W1~lJ'U ~t1'.i111 t~fltl1~t'U1 t'il UCl~ffllJl'.itl11fl~m'W

I .d 0 11).•.1 o.q 0" ~ '1 JJ d d r
':i~'U'Utlfltl 'YI'il~'W1tu11~U~'WUCl~~lt'W'Wf11'.i'Yllff1'WOfltlG')'W'W mff'.i'il'YICl~ff1'W

11 •.. 91 •••• ~ 51"" OJ ~ 91 '1S1~
ff~ 'VIClf1f11':iff'.il~ff':i'.iflfl~flf11'.if11'.i t':it1'W1f1fl ff'W'Uffl1'Wff ~U1~Clfl11 mlJ'W

o!:I 91.4 ~ '1" .q, Q,I 0 ~ Q.I

'YIl~ f111 t1 t1'W111f11'.i Ylf1fl'U '.i11U'U'U'.i~~11ff11fl~ 'lffl1111 fI ~1111 f1'W'YICl1t1f11UVl~ tVl flVllJ 11~ f1'W

11 'OJ~ 0 ?1~S1'i 51 •• ~. 51 ~
'.i~'lf11'.i111f1'W11f11'.i'Yll~l'Wtu'IJ'YI11 'U111tflHffn~'Ufl~fl~flf11'.i t'.i0f111ffmVlU1~Clfl11tu~•

~ .qQ.l~~ fj/ 1

f11'.i11~111\91'.i! 1'W (benchmarking) t lJ'Wf1':i~ 'U1'Wf11'.i'YI1~1'WOC)f~t'.i 11'il1f1f11'.ifI 'W'VI1fl t11~fI '.ifl'UfI'J 11
, , . ,,,

tVi fl ~ 'il~Uff1~'VI 1fl~fl m ~ ijf111 tl ~ iJ~f11':i~ iVtl11 Vlf fl11,:r~fff11J1f11'.itl ~,j~ ~1'WUCl~~Cl~1'W'Ufl~ , fI'.i

ok 1 · "I_I~ d :: ~ OJ •• , ~ ~

fI'W'VI'W~ ~t1~1'Wm~lJ1'Wf11'.it'il1~ Autl~ffm'W'YI'W'W G')11f11':iff11flUJWfl01~tlJ'W'.i~lJlJ UCl~11f11'.i

"
ff~ tl~1t1f1111tfl'.i l~M ~m 'I.htff'IJ fl,rmt 'W~\.11 UCl~t ,r1~.;r'W \91fl'W'Ufl~f11'.itl~,j~ 'il~ ~



55

1. 'j~1J1JfJWlll'Vt (Quality System)

i d.cl 'j) ~ Q 'j} .cl 11I',d gJ Q Q 'j) Q Q 'j) dt i~~ d

'W~fi'VliJ~Hll~ff'WfI1tVHJ"liJmltJ ~Hll~ff'WfI1Hll~ff'WfI1tWfl 'H l~ill~'i!l'WtWtJ"

"flfh"t~tJ1~ffliJl'iilti'1'UltJ' ~ u~i 'Wi1'il'il,j'WI~'Willf1'Ufl"fI1'i u.u "rU'W~m~fI1'i 91fl fI1'i 'UltJ t~'W'Ufl"•" ".~""'"'i I ~ Q ~ d'r "" Q ~ '" ~ d Q Q ~ i ~'"~~9fflliJ 'll''Ufl''~Hll~ \lf1f11iJ lflfl1ff'il~9fflff'WfI1 l~illf1illtJ fI1'i'Vl'il~Hll~ff'Wfil 'H l~ill~'i!l'W

dId .", • ~ "" "', '" ~ ~ 'r d Q ~ '" ~IWtJ"WflfltJl"l~tJ1U~ liJfffl~fillfl" 'H'jfl m~Hf1'Ufi11iJ~fl"fI1'i'Ufl"llf1fil lflfl1ff'Vl'il~'UltJff'WfI1 l~.•
I .cl" Q,I t i .did. .ci.dl

tJfliJiJ'WfltJ ~"'W'Wfi11lJ'HilltJ'Ufl"fJwmw 'W~fi'VliJfI1'ifi1'UfJiJfJwmw 'il"'HilltJil" iJl~'i!l'WUll~

'"l i ~~fi11iJ'VNWfl 'il'Ufl"\lflfil~1tJ

1.1 ll'U1flfllla~fll11J"'1JlfJ

, t~m 'illf1ijffWn'~ i"*i 'WfI1'i~lt ij 'W"l'W'VlHfJWmWfldillf1 ~1.otJ~"'Ufl'l.ht ff'Wfl

fi11iJ'HiJltJ'Ufl"ffWn'~t~tJ1~fl" 1~~H~'WU'W1'Vll" i ,rtfl~fi11iJtfl~fi111H~1 i 'il~~~'W ~"d'
'"l d_l 1 ~1.1.1 "i~'U'UfJOUl1'tY (Quality System: QS) 'HilltJm 'i~'U'U'Vlu'i~f1fl'U fiHff'il"

" .
'IJfl"fl"tfm fi11iJ i''UN~'ll'fl'U rU'lJ~fl'lJfI1nh"l'W 11ifl1n'h"1'Wtm~'Vli'WtJ1f1'i t-nflfl1'i 'Ui 'Hl'i i,r

'" "" '"l d d. I di '" '" ~ ~ ~ '" i ~~ "'-Iitf1~fJwmW'H'ifl 'HilltJil" 'i~'U'U 'i~t'UtJ'UfI1'j'i1lJff"~1" "l 9f"ffll'U9f'U9ffl'Wt'IJ1~1tJf1'lJ 'Ht'U'W1U 'W
.c:::iQl I,Q d

U'W1'Vll" t~ tJ1f1'WfltJH iJt'HI9J iJHll

•••• '"l1.1.2 "i~'U'Um"i'U"i'H11fJOIn1'tY (Quality Management System: QMS) 'HilltJil"

'" _I di dd Q ••• , .s.s , ~ ~ 'r
fI1'i'U'i'H1'iu'i~Ul'Vl'l1'W" 'VliJfI1'i'U'i'H1'i'il~fI1'i U'VJf1"l t'ifl"tWfl 'H l~ill~liJU ttJ'UltJfJWmW'Ufl"

~ .d~ll1Y
fl"fif1'i'YI~" n l~tJ

QMS QS+QI+Overall Management Function

QI Quality Improvement = fI1'itli''Utl~''fJwmw

Overall Management Function = POSDCORB [P = Planning, 0 =

Organizing, S = Staffing, D = Directing (Quality Policy and Quality Objectives),

CO = Coordinating, R = Reporting, B = Budgeting]
4 .c:9 0 ~

1.1.3 m"iR1'UfiJU'101i11'tY (Quality Control) 'H"iB QC 'HilltJil" fI1'i'Wlt'Vlfi'lJfi
, 1" 91

'Hiflfl'ilm'iiJ 'tltliiu~ l-nfl' ,rlfl~fJWmW~liJVifh'H'W~ i~(l1"H~~fiwcnlm~fI1'i'Uif11'i) thin,r

fi11iJ'HilltJ'i1iJ' tlu"tt fl"'IJfl"fl'ilm 'iiJmtJ i 'lJm~'U1'WfI1'i H~~llll~t'Vlfiij fi11i~ti,,' ,rlfl~fiW••
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~fUIW~tl! 'V'l1~'tI~N~Wfi1'V'ln ~fl 'j 'j lJfll 'j t~l ~ 'j 1~ ~ ~~ llJ (Monitoring) fll'j fl~ t tt1fl~ -:!'tIV -:!~ flU'tIV-:!•
!JI

t iY£JVVfl~lflfl'W'j1lJl1-:!fll'j i '11'j~tij£JU~Vtll'l1'W~~l-:! "l i 'Wfll'j~U'l'tlV-:!tff£I

1.1.3m1'lh~flUf:}fJln1n (Quality Assurance: QA) 'YIlJ1£I()-:!1~fll'jui'YIn
, !JI

~~fll'j rwm ~'W'YI~fl1J'j~fl'W'YI~f)fffl-:!~11lJl1'W i ~fl11m~'U1'W fl1'j'YI~Vf11tij'W-:!1'W~~'t11i,n~ F-m
~'V'l1i'~iifJwm'V'l~'j -:!mlJ~tll'Y1'W~'YI~V 'YIlJ1£I()-:!n~m'jlJ'YI~vfln1Ja,j~i~ "l ~~1 i~f11tij'Wfll'j. , .

'" iYJI 0 i YJI"" ••• i <!I ••••• I ••.•, iYJI "''''mlJ'j~'U'UU'l~U~'W 'VI11-:! 1~~'YI1 'YItfl~~11lJlJ'W ~'YI'jV'j'UlJ'j~fl'W11 ~~ ~~'l-:!l'W'VIlJfJWm'V'l

•.• ,d dl .1 rI iYJI YJI ~ •••• i "",d",
~'j -:!~llJ~W 'lfllJW ~'VI'V'l-:!lJ'j~ff -:!~m£J ~ffm'V'lU1~'lVlJU'l~lJ ~'il£J 'Wm~'U1'W fll'j ~'l~'VIlJfl1'j•

I YJI ?t
~1'U ~ lJV £JH tl fl~ V-:!U'l ~ t'U'W'j~'U'U

• OJ

1.2 'J.h~LfI't1'UtH,.,aflfll"i'J.h~il'Uml~fll"i ~f1fll"i f>JWil1ft

i 'Wtflflffl'j tVflffl'j 1J'j~flV'Ufll'j'Un£Jl£J'j~~'U,jW cYi~fffllJl'IJV-:!1J'j~tffij

ff'VIi1J'j~i1'V1,r (lJ.1J.1J.) i~mj-:!1J'j~tfi'VIfl1'j1J'j~fl'WU'l~fl1'j~~fll'j~Wm'V'l vvm~'W 3 'lh~tfi'VI••
".•.. '"

~-:!'W

.1 "J", ~I iYJI '.1 ,d"'.1 ?t1.2.1 u1~lI)'f1'f1iJflluUU1fl1f1U ~Ufl ~lJU'U'U'VIlJfl1'jlJ'j~fllrn'U'WlJ1~'jil'W

,. '" rI <!I' i YJI?t '" •.• i'" "",dt ~ £JlJV-:!~ fl1 'j 'YI'j V'YI 'W1£J-:!1'W1J'j ~fllff 'YIt'U'WlJ1~"i J 1'W'l~lJ 'j ~ 'UUfll'j 'j 'U'j V-:! 'W'j~ ~ 'U'W1'Wl'lfl~ 'VI
o Q.I ~ QI tI" ~ ..:!l d

ffl~ty ~V lJ1~ 'ji1'Wfll'j ~~ fll'jfJWm'V'l'tlv-:!v-:!~fl1'j'j ~'YI11-:!1J'j~t'YIff11~1£Jfll'jlJ1~'ji 1'W'YI'jV 'VI

ii£JmjV"l11lJ1mJl'W'Wl'W16]fl~ ISO 9000 t~'WlJ1~'jJl'W~U'V'l~'YI'll£Ji1Jii'-:!1J'j~t'VIff~H"l~1 i'lfl

ffllJ1'jtl1J'j~£Jfl~1 n'Wf)-:!fifllnlfl1J'j~tfi'VI 'lh~flV'U~ 1£1••
1) milJ HOSPITALITY SERVICES i~uri fi~mm'j iHU'.ilJ U'l~fll'j•.

I '"'VIV-:!t'VI£11

2) flrilJ COMMUNICATIONS i~uri ff'WllJ1J'WU'l~fl1'j~Vffl'j•
3) flrilJ HEALTH SERVICES i~uri i-H'V'l£J1'U1'lU'l~~ilijfl .•
4) flrilJ MAINTENANCE i~uri fl1'jCJ1VlJ'I.hHt~~f)-:!~m• •
5) fl~lJ UTILITIES i~uri ffl1il'j~1Jlfi~~l-:! "l

6) fl~lJ TRADINGi~uri fl1'j~~~1'YI1.h£J

7) flrilJ PROFESSIONALsi~uri fll'jffn1~ fll'jVVflU'U'U fll'jllflVU'jlJ•

8) flrilJ ADMINISTRATION i~uri 'Uflmm U'l~'Uifll'j'l'Wffl,rml'W• •
9) flrilJ SCIENTIFIC i~uri fln1~£JU'l~';\PJJ'Wl•
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"'Wfl fl'il1flU '\1'1.11t1~1'W';jl'1ffll ';jtm~1' iT1ffl'\1 fl'il~ff1:JJ1';jmJ 11tl1 fl~t 'li'Wt~tl1ti'Wll1..
~fl~fll';j ~ltij'W~1'Wfl~l~iitl';j~iY'YI~ fIl'W ~hir ml'W:JJ1~';j! 1'WHil~.tiw ttl~~ffl'Hfl'j ';j:JJ(ff:JJfl.) 1~

'\.h:JJ1t1';j~fllfl'1,*1'WtI';j~t'YIfl'1'Y1t11'W~fl"fl'4fl'j:JJmm!1'W';j~'UUU~'\11H1'WfJWftWI :JJflfl. - ISO

" "'i "" "" •••••.• ~l I "" ~9000" t~tI:JJt'Wfl'\11m:JJfl'Wfl'W'YIfl1J';j~fll';jfl'Wfl'j:JJ:JJ1~';iiT1'W:JJflfl. ISO-9000 UU~t'Wfl'\11flflm1J'W.....
5 l1VU11€lfl '~uri ISO 9000 ISO 9001 ISO 9002 ISO 9003 U"~ISO 9004 l~mtlPi"~l1,rU

~ ., 91
"" ••• 'i ft I"" ""1 'J/ "" 1 'J/ ••.•••.• "" 'J/ QI "":JJt'Wfl'H1t~tlff~1Jflfl :JJ1~';j!l'W';j~UUfJWfIl'W'YI 'lft'Wfl '\1fll';j';jU';jfl~'W'W:JJ~1t1fl'Wt'WtI-33 :JJ1~';j!1'W

••• I ~ 'J/ 0 1 'J/'J/_I "'"
f1fl ISO 9001 ISO 9002 tm~ ISO 9003 ff1'W ISO 9000 t1J'W'UflU'W~'W1'HH1J';j~flflUfll';jmflfl11

OJ

'iI~'\.h:JJ1~';j!1'W1~'u1,*1li'm:JJ1~ff:JJtiUfll';j~ltij'W-31'W'Ufl-3fl-3tlfl'j'Ufl-3~'W 1~[J1,* ISO 9004 t~'W

U'WTVll-31'Wfll';j ~ltij 'Wfl1';j1li'iilh ~iY'YI~fIl'Vl
, .

_I ...:tv ~ q u 131 1.q Q.I.c::t 0

1.2.2 v1:t:An'fl"1JRIuUIIU1fJFJIU':t:'lfUnm1 ~Ufl U'W1f1~U"~'\1"flflln''W 1:JJ1

1'*1 'Wfll';jU~'\11';j.ij~fll';j t~fl 1li'tfl~'lh~iY'YI ~fIl'VlU,,~tI';j~iY'YI~H" 1'WflWfIl'WU"~ H" Hil~/UN•
U'W1ft ~ t~ 'Wli~lH Uflfl" ~'Y1nt ~ flfl1';iiWI'W1Ul'uti ~-3';j~UUfll';j.ij~ fll';j fJWft1'W'H~ flfl1 ';j~ 1tij 'W

fl'j)fl'j';j:JJflWfIl'Vli'W'UflUt'U~~~lti~ t'li'W•
Q.I ~ ~ II • e!I

1) fll';j'j)~fll';jfJWfIl'Vl'YI1'YI-3fl-3f1fll';j(Total QualIty Management '\1';jfl

TQM)

2) fl'ilfl'j';j:JJ 5 ff

3) fl'ilfl'j';j:JJfl~:JJfll';jiWl'W1fJWfIl'W (QCC)

"
4) ';j~UUfll';jtli'U~fl (reengineering)

,
.... "" ""5) fll';j1~'YIff:JJ~" (Balanced Scorecard '\1';jflBSC)•

•• ~ _3i ••.• 'J/'" .d ",.1 'i
6) fl"~'YI1i Six Sigma t1J'Wfll';j1Jfl-3fl'W'UflH~'Wm~'YIfll'j)tfl~'U'W t~[J

odd 'JI .d 'JI d lII_t" Q , .Q Q.I lI!I Q

fIl'W-3m~'W'VJ'W'YI~fl~tff[Jt1J t~tlfll';jU';j'H1';j -31'Wflm-3H~'Vl"l~ '\1"flfll';j'\1';jVUU1f1~'UV~ Six sigma

:JJ1'j)lflU'W1ft~ 1hit:jf-3ffil~fIltl 1~ff:JJ:JJ~!1'W~':h
,

'" I ""(1) 'YIflff-3'Y1flfltll-3f1Vfl'j~U1'Wfll';j••
(2) fl'j ~U 1'Wfll';j 'YIflfl'j~U1'Wfll';j ii fll';j uti ';jtI ';j1'W'\1" 1fl'\1" 1t1•

• 'J/ '" •• ..\"I'J/'" 'J/ll '"(3) fll';j'W1tm'UV:JJ":JJ11tfl';j1~'\1t'Wflt'\1tfl~f111:JJt'U1 'j) 'W1i';j';j:JJ'lf1~••
_I ft I • 1ft I I •••• ft IQI ft I 1 'J/"'~ .1'Ufl~fll';jU1J';j1J';j1'WUUU '\1" 1fl'H"1t1'j)~'W1 1Jfffll';j'VlWl'W1U"~ fll';j 1J';jU1J';j~fl'j ~1J1'Wfll';j '\1~[J-3'U'W

OJ •

" ,
111i'j)~htity'Ufl-311i Six sigma ~'WfldtiUff:JJ:JJ~!1'WYi':hll1t';j1ff1:JJ1';jtl

irU'\1~ V1~~1'W1'W~t vJfI (Defect) 'H~V~ -3~ii~l'\1 ijUfl'W~ V-3 ~~'W"1~'\1 ~V'Ufl~H" Hil~~' ~ 'j)1fl
d Q..etd Q,1 0 d .q 1'JI f)J d • d 'JJ llJ 'JJ

fl'j~U 1'Wfll';j t ';j1fl'il~ff1:JJ1';jtl'\1111i 'YI'il~'U'j)~'il1'W1'W~tvJflU'WH"~H" 'H'Wfltl'YI~~t'Yl1'Y1'i1~'WV[J t ~
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2547: 21)
'" , ,

'U'fJfl1l1flU~-:I~tt'U1il~ tt~~ 111:lflfll':i rO~fl1':il1vh 'l11'lfi~fll':i 1l1l'11'U-:l1'U11~

,,_" •• ~ .31"; 31 ~I .9",~ "_'01 0'"
~1JH~ff tt~:::l'U'U'fi':i':ilJttfl~lfltl1'l1'fJ-:I'Y.!flI"l1t191-:1('1'fJl1J'U':i1fl!1'UflTIJt11Jfl1Jfll':i~1l'U'U-:l1'UfJtlUn.••.•

~ QI A <I!t QI ~ 0 QI elQ ~ 4 0' •• ~

flfJ 11~fl'fi':i':ilJ1fl1J1~(good governance) l1':ifJ'fi':i':ilJ':i! l1':i'fJfll':ifllfl1J~tt~'VI~ 91-:11lJ'fJ'U1tl ~<)f~'U
..:::!l. QI ~. Q.I ~

mfl'fi':ifllllJflll~1':itlfl11 'IJ':i':i'14'V1fllJ1~(corporate governance).. ,
_I "'0 '" '" '31 .1.2.3 u1::UmnfJ1'H'UF1111nft1B'U'fIB.:J1N111fJ1'HmfJ11f.}Om1'tY ~ttfl mfJ'lJfll':i

-ri1l1':iW1fll':ilJ fJ'IJ':iH1~tl':i~ ~111111'n'IJfJ·:Ui'fll':i mfl Nil~ U~:::'IJi fll':i 'l 'U':i~~'IJff1fl~ 'U1'U1<Jf1~tt~:::
'"':i:::~'IJ<)f1~1~t1m 'fJ1Jfll':itl':i:::liJ'Ull1ri1U ff11J1':im.J1' tl'l '*-ri1l1':iW111j'Utt'U1'VI1-:1fll':i 'IJi 111':irO~fll':i

.4 G) ~ ~ , ~ Q.I Q.I Qd 0 QI , 31 ,
l'rl'fJ~l1Afl~fJWm.••.•~ ':i1-:11~fJWm""'':i:::~'IJ'U1'U1<)f1~'VIff1f1ty~Ufl

QI QI d'Q.I oIC:lto

1) ':iH1~fJWm'WlJ~fl'fJlJ'IJ'IJ~~':i1l(Malcomb Baldrigde Quality Award)

11j'U':i1-:11~':i:::~ 'IJ1~fltl ':i~~li1~-ri 1l1':iW1'l11'n'IJ'fJ-:Iri'fll':i tl ':i:::tfl'VI1Pi1~'1'lIfJ~'fJllJi fll~ij f111lJl1jtHil ff

'l'Ufll':i1l11ii'U~1'Ulm:::~fflJf)'VInN~~~fJWm .••.•1~t1-ri1l1':iW1'l'U 7 l1lJ1~ flfJ l1lJ1~~ 1 fll':i\h'fJ~ri'm
.ci Q 0' rI d G) fJ} 0 QI QI 3JQI ~

l1lJ1~'V12 fll':i11~ttN'Ul<)f~t1'V1'fiff1ff~m~:::fl~t1'V1'fil1lJ1~'V13 fll':i !l1f111lJff1flWfl'IJN':i'IJ'IJ':ifll':i
q q u CD

31<=1' , 3J '.c::1 d QI C\ 0' QI fj} d
lm:::NlJff1'U ~ff1'U!fftl l1lJ1~'Y14 fll':i1~ fll':i1tf1':i1:::11!m:::fll':i1l~fll':ifl11lJ':i l1lJ1~'V15~ ~

.'J} QI d QI d Qlo'

fll':ilJ-:I!'U'U'VI':i.••.•t11m'IJflfI~ l1lJ1~'Y16 fll':i1l~fll':im:::'IJ1'Ufll':i tt~:::l1lJ1~'Y17 N~~""''fifll':i••

1~ltIff1,:rm1'U f1w:::m':ilJ fll':iW~'U1':i:::'IJ'IJ':i1<Jffll':i(fl ..••.•.':i.) tt~:::ffm-U'Ul~lJ

N~Nil~mi~<Jf1~ , ~~ 1!ii 'Ufll ':ifffl'14111f1':i1~..1lflWen':i1-:11~fJWm .••.•~~ fI 'fJlJ'If-U~~i 11t~ m.J1lJ1

tli' 1JulPi~'l11'fffJ~f1~fJ~n'IJ'IJi'IJ'VI'lIfJ~':i:::'IJ'IJ':il<Jffll':i1'VIt11l'Uff11J1':i('Ii t~lJfll':iW~'U1fJWm .••.•fl1'i

'" 01 01 .1 .9'310 .?I
'IJ':i111':i1l~fll':imf1':ii (Public Sector Management Quality Award -PMQA) 'lI'U91~~'U11J1!1J'U

'"U'U1'VI1-:11'Ufl1'i1rOtlU

2) ':i1~1~fJWm""'U'I1~q!':itl (European Quality Award) t1j'U':iH1~tl':i:::~11l

':i:::~'IJ1~fl~-ri1l1':iW1'l11'ttrlfJ~ri'fll':itl':i:::!'VIffIPi1~'11'Uq1':itll~t1~fll':i-ri'il1'iW1 1'U9 fJ~ri'tl':i:::flfJ'IJ

'

31' ~ 310 " 0', r ••• 01

~Ufl fl11lJt1J'UN'Ul 'IJfI~lm 'UWlJ1t1tt~:::fl~t1'V1'fittl1~~f111lJ':i1lJlJfJtt~:::'VI':i.••.•t11m~ ..
Q./C\ Q.lC\ fJ} QlC\ Q.I GlC\

m:::'IJ1'Ufll':i N~fJ'Ulfl~ 1l1fl'4f1~lm N~fJ'Utfl~mfl~flm N~'fJ'Ulfl~1l1flff~f1lJtt~:::N~'fJ'Utfl~1l1fl

fflJn('l'U~l11:lfl

3) ':i1~1m~~~ (Deming Prize) !1j'U':i1~1~fJWm.••.•':i:::~'IJ1~fl~lJfJ'lJ111'n'IJ
0' 'l d I ,A ~,.. dd eLl Q.I ~

'fJ~f1fll':iU~:::'4f1f1~'Uty~'Uu~:::tl':i:::!'VIff'fJ'U'1'VI1~~fl'VIlJN~~l'Ufll':ill~fll':i~l'lJl1~flfll':i TQM 91~
j/ J1, V J1

!1j'U111:lflfll':i'~'Ui 1'Uff1i'lty'llfJ~':i:::'IJ1JfJwm.••.•11~ff1lJ':i:::'IJ'lJ11,~'V11fll':ifffl'1411'Uf1i'~U
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o "" 'i''' 31 31 i ~I OJ <Sf11'j~11'U'Uf11'j'\Jfl~ &'j~I'j£l'U'U1£l'jfl£l.•••'i~'iHll1mHmn 'Uf11'j1J'j~fl'UflW.fl1.•••f11'ifffl1l1••
flfl~n""Ufl 1~flflmhA'~~ 450/2544 ~H21 fi'U£ll£l'U44 i11'ffm1J''Uf11'jfffl1l1h~l~fJ'Umri1 U~~

'i''' "" OJ i 31" ~ 1 •.• <S i 31"'1' ~ I •.•
&'j~I'ifJ'lJff1fJTYW1f11'j11~'\1lJf11'j1J'j~fl'lJflW.fl1""f11'jfffl1l1ml~ mlfl11f11'j1J'j~fl'lJflW.fl1""••
i =", ..k "" ~ d 31 0 "" "'" 31••.fl1fJ 'U 11J'lJff1'lJ'\1'lJ~'\Jfl~m~U1'Uf11'iU'j'\11'jf11'jMfl1l1'YllPlfl~~11'lJ'lJf11'jflfJ1~\Olfll'lJfl~1~fJi '\1lJf11'j

~m1n1fJ~1'Ulff'lJfl,Jflml1fJ~1'lJ~'Uif~fi~U~~'\11l1fJ~1'lJ~Irl fJ1.flfl~11uti ~ i'jlJ'lJ IPI~m~'Yl'j 1~flt'l11'\1lJ
v v

'YJflff'Utlf11'jfffl1l1ih1fJ~~I~fJ~~~U

,
~ OJ ~ V 0 OJ , VOJ III V~

2.1 fl1'IJfd'flliftfllll fltl~f)'tnJfl I~Urtltlfll" ~V1tl~'lJty'lflfll1f)1i11'lJfll1i'IJf111

~1IU'Ufll1~~fitl'tJd

2.1.1 i 11''YJfl'\11l1fJO~ilfltlfi1J'~1PI1lJthA'~m~'Yln~fl~l 1,,'lJ (t'in'l1~)

~ 36/ 44 ~~ 20 ii.fI. 44 l~fl~U lfJU1fJWWlU1fJWfll'rHl~~lJ1IP1'jj1'lJf11'jfffl1l1ffm1J'Uf11'ifffl1l1'\Jfl~

m~'Yl'j1~fl~11 '\1lJUt'l~UU1'Yl1~t1'j~fi'lJflW.fl1'Vlf11'ifffl1l1 mn1J'u flnfffl1l1'\Jfl~flfl~n'Vl m lJfJ'YJ1i••
fff1'l:l1'Yl'\11'jflfl~1J'ty'lf1f11'j'Yl'\11'jtl~-q~'Vl.ff.2543

v

2.1.2 i 11'U,J~~~flW~m'jlJflnWWlU1fJW.fl1'VlU~~lJ11P1'jj1'Uf11'jffflll 1 '\JflU~
v •

~~ffm'U fffl1l1~ 'lJI~ fl i 11'fl1'j ~ht'wU~1'lJ1PI1lJUlfJU1fJ!m:::fl~1flfl1'jWWIU1flW.fl1'VllJ11P1'j1l1Ufl1'j fffl1l1...
'\Jfl~m~'Yl'j1~fl~111ilJ 1~'U1t1~1fJfl11lJl~fJuffltJ

v
2.1.3 i 11'U,J~~~flw~m 'jlJf11'j1Pl'j 111ffflUflWfl1'Vlf11'jfffl1l1'\Jfl~U,J~~fftl1U•

~ .1 '" _I'" 0 "" ~I OJ ~ iMfl1l1'\JU1'VlfllPl'j 111ff fl UU~~1J'j ~llJ'UH~f11'j~11U 'U~1U f11'j 1J'j:::flU fJWfl1'Vlf11'jMfl1l1fl1fJ U
, ~ d t

flfJH'UflfJiJ~::: 1 fl'j~

2.1.4 i 11'~~lh~jjfltl'j ~fiufJW.fl1'VlU~:::'j1fJ~1'Ufl1'jfffl1l11P1'UW~(SSR) '\1ifl

nfJ~lU f11'jtl'i :::liJU\OlUlfl~(SAR) 1~fJtl~'j1fJ~lUf11'jfffl1l1IP1Utfl~'\1ifl'j1fJ~1'lJf11'jtl'j ~liJUIPIUtfl~

~lU1'U 6 ')j'~i11'mlJfJ'Yl1ifffl1l1'YJ'\11'jUfl.fl1fJi'UI~flU 'Vl.fI.-iI.£l. '\Jfl~u,J~~il (1'j.l1tl'j. ri~.fl1fJiU••
"'I ""l~flU lJ.fJ.) .

QI 0 .-.:!I ••. 1 Q.I dl
2.1.5 11~'YJ1'j:::UUff1'jff'lJt'Ylffl'Vlflf11'j1J'j:::fl'lJflw.fl1'Vlf11'jfffllll•
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2) t11l'Y'U~1i1tJl1fn1fll'.iflll dhrnJltlUr:l:'fffll'V'lfl11mh~1I'1l'eFlf1l'.i

vr~'U 111'0~1~19l0td'eN i~tll'UUr:l:tll'U'.itl1i'.inl.•. .
o <l:::Ioe:::l 0 ~ e:::I.<=l QJ .et ~ ~ QJ ~

3) fll'\1'U ~ 11i~lt'U 'U~1'U'Yl1l'\1r:lfl!l'U 'VIl~'VIt)Ilt)'\1'.iO~r:lfll'.i 111£.1'\1'.i0

~ d ~ .,. 1IJ~1 'I" •.. ~ •.. 0'"", ~ "'" ~
'Il01lr:l'VIm~0~ t ~ ~ £.It'\1f1'.i01.Jflr:l1lfll'.i'V'l~'U1~1'Ufll'.i 11~ tl'.i:'ff1.Jfll'.itlm t1'U'.i m:1.J1'U fll'.i t'.i tI'U'.icu q ru qJ

fllnr -:it'ff~11f1l'.it~ tI'U~fll'.i l'~Ur:l: fll'.i tl'.i: dJ'U~r:l fll'.i vr~ 'U11.JfI mm tm: fll '.i1.J~'\1l'.i~~ fll '.it~ 0....
\11i tlrit'ill'\11Jltl~t11'\1'U~ i1'.•.

4) t11'\1'U~tm ci-:il'V1t11mflltl'U Ofl~ i,rfll'.i mY1.J'ff'U'U'Yll-:il"lflfll'.i•
o ydGJ9I I!!l ~

5) fll '\1'U~ 1.J'VIm 'VI'\1'U1'VI t'\1 'lJfI r:ll m 'Il0~'fffll 'UffflIl 1l'Jfl fI 'U '.i111'VI~

~t~tI'U i'1.JN~"lf01.JUr:l::~~htii'U~1'U\Pl11l~t11l1'U~HO~l~ijtl'.i:U'VIiifll'V'l.•.

6) t11'\1'U~fll'.i~~'ff'.i'.i~UIJ '.i:1I1WUr:l~fll'.ii;$'VIi''V'ItI1fl'.iV~l~ij tl'.i:u'VIii.fll'V'l

2.1. 7 'fffll'UffflIll~ltii'U-:il'U\Pl11lU~'Uvr~'U lfl Wfll'V'lfll'.iffflIl l'fffll'U ffflIl 1•
oJ ••

'.i1m1~ijfll'.it11n1.J~ ~\Pl11lfll'.i~lt ii'U~l'U i,rtll'U itlV~1~19l0tuv~tm:1.J'.i'.ir:lti11'\11Jltl'¥it1ll1 'U~il'•
2.1.8 'fftll'UffflIl 1 i'1.Jfll'.i\Pl'.i111'ff01.J1I1flflW~m'.i1lfll'.i \Pl'.i1'il'ff01.JfIWfll'V'l•

fll'.iffflIll 'IlV~ flv~";,..mfl i'U,r1~t~tl'U fl.f1. - 'ff.f1. 'Il'eNUI9lr:l~U

2.1.9 i,r'fffll'U ffflIll~~"'l'.iltl~ l'UflWfll'V'lfll'.iffflIl ltl'.i~~lU 1~tI'.i: 1.Jfl111Hht~11••
_~ d 0 1IJ~'l'" ~ ~ ~ •.• ~

\Pl11ltlJl'\11Jltl'VIflll1'U~ n t 'UU~'U'V'I~'UlfJW.fll'V'lfll'.i ffflIll'llV~'ffm'U ffflIl 1 'V'I'.iV1Il1r:lflj l'U 'IlV\lr:l

"Ur:l~~r:lfll'.itl'.i~tiJ'U ~r:li111t)'VIiit'ff'U tll9lvml 'W~l'U9l''Ui1~n~ m1l~'VI1iffflIll'VI'\11'.i 1.JflUr:l:

'ffl1il'.iW"lf'U

2.2 fll'j ~ ltihunn.h:::fiufJw51l'VUllti 1Wlltl.:Jfltl.:JnVnJ fl

2.2.1 tn1nwnnmr 7nUl':::"i:::vvtn"i'lh:::nu'1w/J1'tV/J1fJ1u
~ 1IJ .1'" "I 0 ,

1) fll'.i'ff'.i l-:iflr:l tflfl1'.ilJ'.i~fl 'UflW.fll'V'lfitl fll'\1'U~l1'U1ml'Utm:::f1W:::fl'.i'.i1lfl1'.i•
Q.I ~ _ I <V ~ 1 GJ 9I.::l V d QJ QJ ,/ QJ rI.:9
'.i1.J~~ "lfV1.Jfll'.i lJ'.i~fl'UfJWfll'V'lfll'.i 'MflIl 1 ~ tI t'\1111.J'Yl1.Jl'V1'\1'Ul'YlUr:l:::f11111'ff1J'V'I'U1ifl1.Jtl-:ifI m V'U

.fll tIi'U'fffll U 'U
•.•• 1 •.• "I 0'.1

2) fll'.i'V'l~'U l'.i:::1.J1.Jfll'.ilJ'.i:::fl'UfI W.fll'V'lfll'.i tr:ltlm:::1.J1.Jtm:::V~f1lJ'.i:::flV 1.J•
"I ~ ••• d'l ~ ~ 0 ~ ~

l1'.itllJ 1111£.I'll'eN'.i: 1.J1.J'VIt"lffl11.JfJ11fJWfll'V'l fll'.i 'Mfl'l:llUr:l: fll'\1 'U~111\Pl'.ij 1'Ufll'.i ffflIl 1'Il0~'ffm 'UffflIl 1

3) fll'.i i~.yjlUr:l~fll'.ivr~'U 1~1ltlfll'.itl ~U~~l'U

(1) '.i:~1.Jtl~tlJtlJl\Pl~ ~~vh~lltltl'.i :n'U f1Wfll'V'lfll'.i fffl£J1
tI tI cu q

(2) ~llVfll'.i tl~U~-:ilU lI:9l'O-:ifhU-:itl-:iV-:if>i'tl'.i:fltl1.Jl11oilll itl

'Il0-:i'.i~1.J1.Jtl'.i:n'UfltUfll'V'l•
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"""" 0(3) 11ifl1'j'Yl1HU

(4) tflfHt'l nn.!mY'U'U•
"ft I '" ~ •..d ""2.2.2 ftl"i"nfJUBV"i::VV V~f1lJ'j~flV1J l'IHllJ 1I1111'V1f11UJfl1'j\Ol'j111ffV1J

!'If'UtHI'i'f1W~'lJflflllUll~l'Ithtl~l'U ~i'1J ~f1G)fV1J'j ~!ijtl1Jl'I ~ VflQ!flW en l'I~VU'U11lii-u~

fl'j~1J 1'Ufll'j 1'Ufll'jll'j~t1'U f1WfIl'Wfl1'j fht11JUll~~\Ol\OlllJ•
2.2.3 n1"i'lh::IUUfJOIiJ1'tYiJ1V1u 1l'j~!iJ'Ul'Ihi111~1'U l'I~Vlm~fll'j!~'U

..• 1 ~ Q Q,I tV.::s 91... 1 oC:ll 9J 'jJ ~ "
'j~tl~ u'j:!lJ'U \OlllJfIlmlll'lllfl'UV~ fffl11J'U f11nl HlJ 'j~!lJ'U 111flfll tl'UVflfl111 H1J'jl'll'j f1W11l1'j1I~ ~

2.2.4 ftl"i;f1";1"i1V-31Un1"i"mJ1"UIB-31l'j~flV1J~111 ri1'U'l.!l ri1'Uffl'j::;

um~ri1'U ff'j 1l!~ 'Ufl1'j 'j ltl~ 1'UfIWfll'Wfl1'j ffm:n1l 'j::;MtI !ff'Uv\9ivl'Ihi 1tl~ l'U ~ 'Uff~t1f1 l'Ihi1tl~1'U••

3. fll'i~'lJ'i8~fl'i~'lJ1'Ufll'itJW.fll'Wh~l'UJltJl~ (Hospital Accreditation :HA)

3.1 A11tl'tnnU'll8.!JHA

fl1'J1'*t111i'VImY1'11i'1JHA ti'11l::;H1l11\OlH~1hilll::;U'l.Jll'h "fl1'Ji'1J'JV~f1WfIl'W•
"i ••••••• 'JICi'l •.••• ""
tHVWllJl11" A'lff\Ol'J11l1'Jtl'UltlU'W'VItlll'jffty1'J'Jwnm (V1~(l~ t'Um.pWl'U l'1fl"J!\OlfJll2544 :172)
y ,

~111fl1'J 1Mf111lJ'thtiwt11Jfl1'Ji\PJJ'U11l1flfl'hfl1'J i'1J'JV~ ~~ i~;;Vff'J1l11 fl1'j 1'*GJfVfl1'ji' 1JHI~'UV~" .

.
0='1.:111 03.2 fl11tlmllJ'UflVl8,nn HA
.., , .., If llJ'JI Ci •• ""

3.2.1 "ig1i"i"iJJ'IJ'Yll'IH"i1'l1B1W1fJn"i I'1IV 'tY.f1.2540 tfl'j::;'lJ(l~fJfllJfl1'jW'UtNG)fl\Ol
, ., jI

1'U!~v~.yhfitl1t11Jfl1'J1J~ fl1'j ty'UfIl'Wi 1~~ij

1) lJl\Ol'Jl 52 1JflflmivlJiiiY'VIi!fflJVfIlflt1'U 1'Ufll'ji'1J1J~fl1'J'VI1~•
dllJ 'JI 'JI llJ'JI"" "" ""llJ 'JI•.• "" "" •.• "i

ffl1il'JW ty'U'VIt\OllJl\Ol'J!1'U Ull::;fjtl1fl t'jlJff'VI1it\Ol'J1J1J'jfl1'j1l1flfffl1'U1J'Jfl1'jffl1il'jWty'U'UV~'J! t\Oltl
y y ,

i:J!ihJ~l 1,*~lll..r~i1 mlJfl{Jl'IlJlll,jtytY~ fl1'j1J~ fl1'j'VI1~ff11i1'JWty'U'Uv~i'! ~V~! ~'U i 1lmh~..r1il~
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Im~ihJ'j~ffVliim'W i'!~V~~~ l,rUfhh~'lfl'lf'U 1~v1lifl~~?I~hu?I~11'U~vm~f1l'jw ~~rl'\?l1:JJ~

f1t)11:JJ1V.utytY~

2) :JJl\?l'jl62 i'!IPl'V~~~UCl~ff~I'ff1:JJf11Hn1inw~'Ul,rtl'j~'lfl'lf'U 1~i'Uf11'j

U1f11'j~1~:JJ1\?l'j!l'UU?I~ijtl'j~ff'Y1ii m'Wmh~..t1il~
" ,

U'U1'Ulvulvi1i1~tN111'Ui'!1i'j'j:JJ'lJty 2550 :JJ1\?lH¥i80 f11'jfl1l'l'U~'UlVU1Vf11'j
" ,Glt:! , .oC:l QI QI Ag} 91 o<=:l. QI

'ffl1il'jW~'U ~~'U "'ff~m'j:JJ 'ff'Umr4'U U?I~'W9:ll'Ul'j~UU~'Um'WVlI'U'Uf11'j'ff'jl~!'ff'j:JJ~'Um'Wv'U.. "
ill 1tl ~~'Um1~.yji1~ti'U'Uv~tl'j ~'lf1'lf'U'j1:JJ11~~~!m~ff~! ff1:JJ1,rtl'j ~'lfl'lf'U1~i'UU1 f11'j'ff11il'jW ~'U

~ij:JJ1\?l'j! 1'UVdl~ ..t1il~U?I~ijtl 'j ~ffVlii m'Wu?I~ff~! 'ff1:JJ1,r!Vf1"J1''UU?I~'l,{:JJ"J1''Uij ff1'U-i1:JJ1'Ufl1 'j

.w9:ll'U1~'Um'WU?I~f11'j~~U1f11'j'ff11il'jW~'U 1~v~ijl1,r 1~1,r U1f11'j~~f1~11~~1~tl il.u~l1,r l~
.c::..c::I ~ 'lrJ gJQ,I gJ

\?l1:JJ:JJ1\?l'j!1'U1"J1'1'lf'WU?I~~'jV1i'j'j:JJVV:JJ1~'jUfl11:JJfJ:JJfI'jV~\?ll:JJf1tJl1:JJ1V"
, .

v ~ v '.oC\ IV 4 c9 .e!.cQ

3.2.2 UHU'tYfJlU16ff'i'JJ&'rfJf}UU:1:U\lRUlIH\I'II1fIfUJV'fI9 'j~Uf.N'j~UU'ff'Um'WVI'W~Jf q q

'I.h~'ff~fi".h "lrl'U 'j~uu~'Um'W!;~~f1~~~f1n !'ffi:JJ'ff~l~~~'UV~tl'j ~'lfl'lf'U f1dU~fiUf11'j ij
I • JI I

11ftf1tl'j~fi'U .yj~'U1~1'Ufll'j !-«lil~u 1fll'j~'Um'W.yj!flVmVl'j u?I~ijfJwm'W!ij VV1:JJ~l! ~'U 1~v-ff'~f1:JJ

'VJf1ffd'U'VJm~~uijfl11:JJ'WV!-nV~V11~~'Um'Wijfff1Vm'WU?I~ijff1'U-i1:JJ1'Uf11HY!l~ U?I~~~f11'j
,. .c::I Q 'JI 91 rI" QI ~.&::\ .&::\

'j~uu fJwm'W t~V:JJf11'jI'jV'Ullm~ 1<Jftl'j~lv'lf'U 8V1~IVl1V1'UV1~~1f1lJ:JJUtyty1'fflf1ClU?I~lJ:JJUtytyl

1V1vI~V 1,r-ff'~f1:JJ1V1V~1'j~8dvd1~~~\?l'U1V~U?I~ij~'Um1~1'U-ff'~f1:JJl?1f1~ij'ffm'Wf11'j!~8:JJlv~
.c::I":::' ~ 'Q,I , gJ fJJ gJ 1 4. 'QI .Q OJ • ~

U?I~:JJVVl1i'W?I\?l8f1'U8V1~f111~'U1H" U?I1\?lV!'U8~"JUf.!'U'WWl'U1!ffUI! f1~U?I~'ff~f1:JJU11~'lfl\?l

fA .uU~ 10 (2550-2554) ~iju 'U1V11~1'Ufll'j.w9:ll'Ulf1'U!m~-ff'~f1:JJ1V1Vff-ff'~f1:JJU'l1~.f)iJUf.lJf.lJ1U?I~
flJ flJ U U

f11'j!i v'U! fll'j !'ff1:JJ'ff~1~1i'j'j:JJiiUl?l I~Vf11'jU1111'j~~fll'j tl'j~!V1ffVdl~~~ti'U••
3.2.3 R11UAt}\lfJ11'Vt}\lU\lfUJ 1~un ~~lm~'U ('thUml'Utl'j~fi'U-ff'~f1:JJ

OJ

m~V1'j1~f11'jflft~ u1liVltl'j~fi'U~'Um'W <1?1<1)tHfi'm~:JJfl'j8~~Un.f)f1 U?I~fHfi'm1'lfl;'W

i .••
3.2.4 UfJ1UfJ1'i0l'i:1:VVV'ifJ1'iil'Vn1'tY

"1) f111:JJ!lVlfll'U l?1vu?I~'j~uul,ru1f11'jijfl11:JJ'ffftucih~v'U
OJ

2) ~U11.f)f1'Ul~f111:JJ11t~t 'U1H'WV1Ul?11Pl'8~mffv'jlf11U?I~'ffm'W••
mv'U vm~'U!f1~8~~~ff'U

3) 11~'WV1Ul?l'Ul~'j~UUfll'j\?l'j1~ff8U~i'~fJ:JJ

.• ,.".,1 "" )!t" .14) :JJU'U1t'U:JJVI~~lf1~fll'j1"lV~'jV~:JJ1f1'U'U
~I •••.• .1

5) 1J'j~'lfl'lf'U:JJfl11:JJfI1~111~:JJ1f1'U'U
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3.3 fl"j~'U1'Ufl1"j'U8~HA

ffm,r'J...l'WWl'U1tm~i'1J·HI~fJWill'n1H'VH:.I1111'tl('n'i'n.) i~tlTI1'W~m~'U1'Wfl1'i'll~N

'"HA 'l.h~fl8'U~1£l 3 ;r'W~8'Wfl8

3.3.1 fl1'i'W'Wl'W1flWfi1'n'll8~h~'ntJ1111'tl~11JU'W1'Vl1~~fh'l1'W~i~i'W1J1~H1'W. ~

tI "".,j iI iI iI d iil i
3.3.2 fll'i 'i:::t1J'W~'Wt8~t'n8~'i1~~fl111Jfll1'11'W1tm:::fl11:IJ'n'i8:IJ'YI~:::'I1fi1tJ 'W

OJ

" <JJ d 0

8~flm fi1£l'W8flt'lll:1J1W£l1Jffl'i1~

3.3.3 fll'it~tJ:lJff1'i1~U'tl:::i'1J'i8~1~£l8~flmfi1tJ'W8fl

3.4 fln-nm'U1~W.fllvt'U8~ h'iVUJ11JUl

fl8 fll'i ~~'i:::'U'U'U1'H1'iU'tl:::'i:::'U'Ufllnhn'W '1 'W1'i ~'ntJ1'U1Cl~11JU'W1'Y11~~

tl1'H'W~i ~i'W:IJ1mi1'W1H'ntJ1111Clih~'U'Ufll'i~'i1~ff8'Ut~8Uti'i 'Iltli''UtI~ ~~1tJfll'itl'i:::ff1'W

'""" •.. ""
fl~m'i1J ~~'W .

"" ""3.4.1 fll'i'U'i'l11'ifl11:IJtfftJ~ (Risk management)

3.4.2 fll'itl'i:::n'WfJWill'n (Quality assurance)

3.4.3 fll'iiWl'W1fJWfi1'n8~l~~8ti18-:j (Continuous quality improvement)

3.5 fl1'i,.h:::n'U~w.fllvt h~vtm'UUl

AI'" 'i' <!/ ""fll'ilJ'i:::fl'W fJWfi1'YftH'ntJ1111Cl'H:IJ1tJtHfll'i 11~'i:::'U'U'U'i'l1l'itm:::'i :::'U'Ufll'i

vh~l'Wi 'Wh -:j'ntJ1'U1Clt~8trJ'Wmlfltl'i:::n'W 'h~:::iifll'itl6,r~-:j1'W ~1:IJ1J1~'ii1'W '1178U'W1'Y11-:jtl6,r~
do 4,::S QI 01 d 1II<JJ.4 <JJ 0 QI _1.qQ.lQ

'YIfll'H'W~'H'i81JN'tlCl'n1i~1:IJ'YIm~n C)f-:jtl'i:::fl8'U~1tJfll'ifll'H'W~:lJ1~'ii1'W fl1'i1~ NClfll'ilJU'U~

tm:::fll'itl i''UtI~ -:juti'i 'Il trl8 i:uiifll'i tl6,r~~11JU 'W1'Vl1~~tl1'H'W~'H78NCl'tl'ni"1:UtrJ'Wi tI~l1Jm~

3.6 fl1"j,.h~lij'UllI'UttH (Quality Assessment)

fl1'itl'i:::t~'W~'Wt8-:j~11JU'W1'1l8~ffm,r'WiWl'W1tm:::i''U'i8-:jflWill'Yf1'i ~'ntJ1'U1Cl•
?I ••• 'i' "" dd iI 'i' tI ..• .,j iI 'i' •.•

('Yf'i'n.) tU'Wfl1'itl'i:::t:IJ'Wt~tJ'YI:IJ'YItfltJ1'1l8~t~tJfl1'i m 8'Ufl~1Jfl1'i 'i:::t1J'Wt'Yf8fl'W'H1t8fl1ff'n Wl'W1

fl1'i~n~t~tJ:lJt~8if -:jtfl~fl1'itl6,j~-:j1'W 1l1-:jfll'i'YI'U'YI1'WU'W1fl111Jti~i 'Wfll'i t16,j~ fll'itl6u~-:j1'W
~ Q.I fJ',d Q J ~ 0 ltJ I .PlIJ ~ <V ~t:S 0 "eA

~H UCl~NClCl'n1i'YItfl~'Il'Wt'n8'W1 ttl\1fll'iUn t'lllJty'H1U'tl~'YfWl'W111ifl1'i'Vl1-:j1'W8tJ1-:j~8t'W8-:j

iil t1..Ql, ~ Q.I el -=:to 0' 'jJ 0 i
fll'i 'lnt'U'U 'i:::t1J'W~'Wt8-:jt'Yf 8'U'W'YIfltm:::1tm1:::'H'i:::'U'U~1'W~11J'Il8fl1'H'W~ 'W:IJ1~'i i1'W

1H 'YfO1111'tl
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3.7 'lh~A~U'HDfl lUfll1-r'U'HH

1.h~t~'Wm;flt'Wfll'ii'1J'H)~h~'VW11J1~ij 61.h~t~'WH{uti

3.7.1 i'i~'VWl1J1~ij~111Jli~J'U~~~t ,r1J~fll'iflrh~ijijmufl1'Vt i~m.u'WH'ihm~'W••••

3.7.3 iH'Vtm1J1~ij'i~1J1Jfll'iilfl~fi'W~111Jt~tI~fll'i vrWI'Wl~wm'Vt fld1~~mdfl~•
o ~~~ d~~~ ~

U~~fl1'j1ilH nC)f~~WflTYfYlt~'Vt\PJl'W1U~1

3.7.4 i'j~'Vtm1J1~ijfll'it11fi'U~u~1Jl~'i! 1'Wu~~~~tl1i'j'j1J1G)f1~'Vt
.,. .::t ~ QJ' rI,q ,q"_'1 Q 0'

3.7.5 t 'j~'Vtm'Ul~lJfll'i'VtVlmHYVl1irjlJ1mm~~U~ ~'i tl1i'i'i 1.1fl~~m

"i '" 0 ~_'I ~ ~ 03.7.6 t 'j~'Vtm1J1~lJm~1J1'Wfl1'iVl1~1'WU~~fl1'i ~Um'llJ1t1C)f~t'W'Wfl1'i'W1••••

4. fll1fl1lJfJlJ.fllt11u

4.1 Ur.n1J"O-:Jfll1f11'lJ!lJ1JIllUlu

fll'i~11JfllJmtl t 'W ~llJ'j~tUtl1J~w~m 'jlJfll'j~'i 1m~'Wu~'W~'W11~1t1fl1'j•
t1TPI'W~1Jl~'j!1'Wfl1'jfl11J~lJm(Jt'W'Vt.ff.2544 '\11JltlO~m~1J1'Wfl1'i1lfi,j~~1'W~~t11fi1J~u~
.!I ~ 'Q.I QI 't fJJd.J ~" ~ G) I

Hltl1J'i'PI1'jU~~'lJfl~~m 'IJfl~'PI'W1t1~1'W'i1J~'j1~~~ t 'PI1.1'11'Wt'Vtflff'j1~~111J1J'Wt~fltl1~fflJm~fflJ N~

11 fln ~hn1'W~1'W'IIfl~'l1'U1t1i'1J~'i 1~~~'U'j 'j~1~t111'j~ff~rl'IJfl~fll'i ~11J~1.1m tIt 'W~1'W11'i diVl nN~•••
U~~11'j~ffVlnm'Vt'IJfl~fll Hht'u 'W~1'W~~'j 11.10~fl1'j ~U~i'molTYIi' 'Vt6ff'Wfl1'j il fl~fi 'W'PI~fl~~fl111.1••

• !II

H~'Vt~l~ ~111Jtfftl'PI1t1fll'ii'1 1'PI~ fll'jff'Wt1l~fl~ 'PI~flfll'iVJ~~~t 'W'l1'\11t1i'1Jm1~~1'Wfl111.1

t~fliltJ 1~'IJfl~'jltl~1'WVl1~fl1'jt~'WU~~~1'Wfll'i1lfi,j~~11JfltJ'PI1J1t1'j~tUtl1J ~fl,j~fl'U U~~lJ~

4.21V1Q1.h~tT-:Jri"O-:Jfl11f11'U!lJ1JIllDlu

4.2.1 tflfl i,rtfi~1I'j~ ffVlnNmm~1I'i~ffVlnm'Vt'IJfl~fll'i~lt iA'W~1'W

A'l~"" A",,~~ ""4.2.2 t'Vtflmtfl~fl111JtG)ffltlflt~'IJfNflln1t1~1'WVI1~fll'it~'W

it i'jJ~ ...IAQlQ e:l 'jJ Q.I Q.I dd "
4.2.3 t'Vtfl 'PItfl~ fll 'i lJU1J~mlJ fl tJ'PI1J1tlU~~'i ~t1Jtl1J'IJfl1J~~1]VItfl tl1'IJfl~
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r ,
••••••••• V OJ ~

4.3 1~A'UtI'U'rufltl1'UfHfl'Utl11fl1'UfJ1J.flUJ&'U

.r:f ~ r~'v 0

4.3.1 1:::lVlIVfUU:::fJ11UfJ11f11'J'iJI~UUHUflU'J1fl'JlIfJ11fJl'HUflU1fI1flU fJl1

f'l'JVf'lUI11117U 'tV. fl. 2544 .yB 5 111'111l';W1'IJlln~~~11~'j~1J1Jf11'Hl1'UflllfllfJ1'W1~fJ1.jfq •

,,'J/ •• ,1!'1t ,,'J/ 'J/ d " .k -='1 CV 'cv d
1l11l'jjl'WflTifl11Jf11lfllfJ &'W'YllfJ'j~!1JfJ1J'W!U'WU'W1'Yll~&11U~1!ff'j ~fllfJ &'W11'W~1J'W1JU1l1'W'VI

~ ~
•••• " 'J/ CV CV "i ''J/'' " CV ••

'j~!1JfJ1J'W&'lf1J~fl1J&~m)fJl~'W6fJlltNUff~~'\J61l~ ~~'W••
1) ff~1Jfll'j fl~U~~11ltJ1h~ff ~flf11'j~l!U'W~l'W~"hfi'qJ 1'W'j~~1J111l1fJ

1'U1l'j1~ U~~'j~~1Jfi~m'jll

2) ,rm.!~!~fJ1n'Ufffll'WU1~n'611f11'jfl11JfJ1l 1~fJm'Wl~!~fJ1n1Jfl1l1l

~f)ffll vu (l~ ~~fJ1in 1J'\Jf)~N1J~1111'j ~~1Jff~u~~1Jfl(l1m 1'W111l1fJ11J11'j 1~•••••
3) fl1l1l! ~fJ~~fflfi'ty~ii H{lm ~'Yl1J~f) f11'j1J'j 'j q111Q1J'j ~ff ~fl'\Jf)~f11'j

lll1l 3)
31Q.1 ~ ftl ~ Gt oC\~ ~ •••.I.c:.

5) H'j'UH~'lff)1J1J'j~!1l'W'j:t:1J1Jf11'jfl11Jfl1JfllfJ &'WU{l~11if11'j1l~lll111J'j~!1l'W•••
6131 , Q.I 4 3161 Go' GJ ' fj/o QI

J:-I{l&l111'W1fJ'j1Jm1~ 'jlfJ~l'Wfl1l1lfl1J11'Wl&'Wfll'j 'ij~1l~ 'j~1J1Jfll'jfl11Jf111fllfJ&'W1lf)~fllfl1J~U{l
~

U{l~fltU~m 'j 1lfll 'j 11'11~fff) 1J'lJf)~111l1fJ1'U1l'j 1~(~lii)l1 fll1 flff1J1'W'W!f)1l't;~ri~ffl! 'W1111'tlTU'fl~1'W

fll'j 1l'i1~!~'WUH'W~u ~1fJ !~UU~ffl'U'mlu fll'j1l'i1~!~UUH'W ~u ~~'\Jf)111'~1!U'Wfl11!~'Wf)ciH~'W
4 .q ,.q,,, 0

4.3.2 1:::lVlIVf'l0l:::fJ11UfJ11f11'J'iJI~UUHUfl 'II 'J1fl'JlIfJl1fJl'HUflU1fI1flU
r

fJ11f'l'JV"UI11117U 'tV.fl. 2544 ..rBn 6 111'~11J1l'11~'jlfJ~1'W~f)fltU~m'j1lfll'j1l'j1~!~UUH'W~'W
910 QI .d Q.I II I 'JJ.c:I .::k t
~fllfl1J~ U{l U(l~ fltU~m 'j 11fll 'j 11'j 1~fff)1JlflfJ1fl'Ufll 'j fl1'Uf11lfllfJ &'Wf)fJl~Uf)fJiJ{l~11'W~fl H

fllfJ1u!n'lff1J1'W,:r1J'ijlfl1'WiuiI~1J1J'j~1lltU 11~f) i11J6Vi'Wun'1u~mw !~UU~fllnlfJ~lU
J1 •

QI 61 jI 0 61 31.c:tQ QI QI QI 61 31 d
flHU 'ifl &l1m~'YllfllfJ &Ufff)~'j 6fJffff1J1'WU'IJ~lfl1'W1l~'j~1J1Jfll'j fl11Jfl11fllfJ &'WU~1!ff'j~•~
11lfJihlfJ{l~tflfJ~ ~~ij

1) ,.,1fl111l!..1'W111~1J1Jfll'j fl11JfJ11fllfJ' 'W'lJf)~111l1fJ11J11'j 1~~ 6~ii
~

.c:I 1::1 4 lIJ '
1l11l'jj1'W11111'j~!1JfJ'U'Wl1'jf) &11

2) 'j 1fJ~l'WH{lfl111J'j~ !iju fl1111!rlfJ~'Wf)U~~1.11~ff'YliH~'\Jf)~'j~1J'Ufll'j

fl11Jf11l.fllfJ1'W1'Wfll'j1J'j 'j q,11lQ'l.h~ff~flml~!-lI1'\''i1l1fJ~fi1l'l'W~ 'j111..f~,rf)ff~1JJ:-I{lfll'j1J'j~dJ'W

U~{l~f)~fl1J'j~fl6'U'\Jf)~fll'j fl11JflllfllfJ 1'W 1h~flf)1J~1fJ•
'J/

(1) fffll'WU1~{lf)1l'lJ6~fll'jfl11Jflll•
(2) fll'j1J'j~!ij'Wfl1111!~fJ~
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(3) n'ilf1'j'nJfl1'j f11'lJfUJ
q

(4) ff1H"hlt'VIffUCl~fl1'j~flffn

(5) fl1'j~~mll'l.h~tijhlHCl

3) 'iI~~flhl 'IIfl~'j~'lJ'lJfl1'j f11'lJflllfIlt.li hl'Vlrflll~ mffhltlUhl~UHhlfl1'j••

!II
4.4 iJ.fl1'Vml~iU)'IJ'Ilf)~tl11tllUf2'IJ

''JJ <Ii ~ Go' ,.k t t
fffll'VlU1~"flll'llfNfl1'jfl1'lJfJll 111l1t.1fHu'il 'ilt.1UCl~fffll1~~1~'1ll}f~ff~H"~fl

.1 Q Q _I Q Q "I "
u'j~ff'VI1ifll'VlUCl~u'j~ff'VI1iHCl'llfNfl1'jfl1'lJfJll.f1lt.l& hlfl~f1fl1'j

tJ'j~flfl'lJ~ht.ltl'il~t.I~l~'1 t'lfhl

4.4.1 'jtJu'lJ'lJtm~tJi'''lfW1fl1'j.•i1~lhl'llfl~~ht.l'lJ~111'j
~ u

4.4.2 f1111l~mY~6UCl~'iI~t.l1i'j'jll'llfl~~fhfi'lJ~u" f.l1t.1'lJ~111'juCl~'lJflmf1'j'IIfl~

.
o V4 QloCl

4.4.4 fl1'j llfl'lJ111J1t.1fl1hl1'iI11hl1'V1UCl~f1111J'j'lJH~"lffl'lJ

4.4.5 hl1t.I'lJlt.lU"~fl1'j 'lJ~111'j 'VIi' 'Vlt.Ilf1'j'lJfIfICl•
'JJ Go'

4.4.6 f1111l'jf1111Jff11l1'jf;)U"~'VIfl'l:l~'IIfl~'lJflmf1'j~ .
el d lIJ'JJ 1 '}I " 14.4.7 fl1'jfl1'lJflll'VIlltl~mhl &~ (Hard Controls) f1Hff'j1~fl~f1fl1'j hl t.lU1t.1•

'j~tijt.l'lJ11itJfiu~ c!JClc!J

4.4.8 fl1'jfl1'lJfJll~llfl~hhilhl (Soft Controls) ~~'thi1fl l1ffhlfl~ rhUt.lll

1\>1Jlhl1i'j'jllfl~flfl1'jf1111l1j'il~t.l1i'j'j1Jf1111l~flff~6 f1111li''lJ~~''lffl'lJf1111J1tH~iff

,
4.5 tl11,.h~Aij1,!tlll'IJA«t1~

f1111lt~t.I~111l1t.1il~1flfl1ff~'iI~tn~m~fl1'jw1,j ~~tJ'j~ff~fl~vh i11'~lhl1,j
.1 0 d Go'.1 "_!It el 0 ".1"
u'j~ff'lJfl111lff1t'j'il~11l1~Qu'j~ff~f1UCl~tu1111l1t.1'V1fl111hl~ m'ilfl~ hl1UU'lJ'lJ~1~'1t"lfhl

, JJ

f1111l~~'VlCl1~f1111ltfft.l111t.1f1111l'tJtyttJrl1fl1'ji'1 111" flwffhlnJi1fl~ fl1nJ'iI~~

Q

4.6 fl1}fl11'IJtl11tllUf2'IJ

n'ilf1'j'j1lfl1':ifl1'lJfJll 111l1t.1il~hl1t.1'lJlmm~11ifl1':i~1~'1~f.l1t.1U~111'jti111hl~i11'

'lJflmmtJfiu~ t~ml~11~flfl1'lJfJll f1111lt~t.I~UCl~1~i''lJfl1':iffhlfl~~flUl~t.l1jfl1'jtJfiu~
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4.6.1 f11m~'l{)~' tJfl'.i~1J1tJfll ':1fll':1111'lltJ\9I12.11Jfl~
" d 61 91 '61 OJ OJ llJ 91

4.6.2 ff12.1l':1f1ftflfl112.1tffrJ'l tlWrJ ttJ':1~f11JrJ{»)J':11Jtfl
"

91 91 91 OJ _I "i "4.6.3 \9ItJl'JtJ\9I{)'lfJ2.1fl1J~ftu':1~ trJ<)ftJ

4.6.4 tV1rJ'l'rl{)mm~ff2.1 l~w1:J:JJlmntJ ~lt~tJ

"" ••• _I'" ?t4.6.5 2.1fll':1\91f1\911:JJu':1~t2.1tJ~fttlJtJ ':1~rJ~

<!l 91 ••• 91
ffl':1 fftJ t'VI ff 'VI2.11rJfl112.1':112.1fI 'I '\I {)2.1ftUft ~ ':1lrJ'Il tJ 'VI1'1fll ':1t'l tJ '\I{)mHm~':11rJ'lltJ

" "
gtJ t~rJ1ti1Jfll':1 ~ltijtJ'lltJ '\I tH{)'lflm':1 i'l~t ~tJ .ij'{)2.1ftlj)lmm ft'ltllrJ 1tJ Uft~tllrJtJ {)fl{)'lflflnihrJ

"
~ fJJ QJ G) fJJt:::t 'Q ~ 6J 31 d d 'jJ ,

1J':1'VI1':1\91{)'llj) fI t 'VI2.1ffn fftJt'VI ff{)rJl'l'Vl {)tl'W'l Uft ~ ff{) ffl':1 t 'VI'4f1 ft1 fl'.i 'VItf1rJ1'\1{)'1{)r.J1'lm m ~ff2.1Uft ~

l1tJt1ft1

4.8 fll"jPi~V111J'lJ~~~ih.lN~

flT'j ~f1 \9112.11J'j ~tij tJ ~ft 'VImrJil 'I fl'.i ~ 1J1tJ fll'j 1J'j ~ tijtJ fJWtll'Vl fll'j 1Jfi U~'11tJ

Uft~1J'j~tijtJ1J 'j~iY'VI1i~ft'U{)'l fll'jfl11JfJ2.1tllrJ 1tJ ~11'l1 ~{)~1'l~{)n1 {)'lUft~ff~ltff2.1{) 1fI rJmlj) {)~1tJ
'j1J'U~H
"

4.8.1 fll'j~f1\9112.1~ft'j~'VI11'lfll'j1JfiU~'lltJ

"4.8.2 fll'j1J':1~tijtJ ~ftt~tJ'jlVfli' 'I

_I ••• 91
4.8.3 fll':1u':1~t:JJtJfl1'jfl11JfJ2.1fl1rJ\9ItJt{)'l (Control Self Assessment)

4.8.4 fll':11J':1~tijtJfll'jfl1'IJfJ2.1{)~1'lt~tJflff'j~ (Independent Assessment)



,
'lJ't1fl 3

fll'j~IPJI'\..I1'1~'U'U1fJflff1'jfll'j ~~fll HI Wfl1l'l 1;1~'U'jW1fllHJ V~i'j ~l'ltl1'U1C1i'j ~1~t1'\..1•••
'11 '11 ::,1 ~ "'•..•.. 'l' 'I'll '" " •.• ,,~

'U1t1'j'Vtll'l'j':::l1Cll1V111f1mm~'\..1111'\..1fll'j' 111t1l'lIPJI'\..11!~ t1fll'j !"ll'fll'j11m1:::1'I11C1~ff~lm1:::'H1m:lln•
"_I ''I'" .1 •.• <!/V~fl1J'j:::ml'U 'j'111!'\..I!Dflffl'j fll'j' 11~ fll'j' fJWfl1l'l"V~ 'j:::'U'Ufll 'j 1J'j'~fl'\..lfJWfl1l'l fll 'j fffl1l1 'j :::1.J1.Jfll'j

.1'" 'l' 'I '11 0 ••• 0 'l' 'I'll "u'j:::fl'\..lfJWfl1l'l !Hl'ltl11.J1C1 UCI:::'j:::'U1.Jfll'jfl1'UfJ11fl1t1!'\..I11C11'\..111J111~111U'\..Ifl!~t1 !"ll'1f1WCVI

fJWfl1l'lfll'j''Ui'PI1'j ~~fll'j fl1fl7! 1~v41tJIPiVfl11111~1'111UCI:::fl11111i1'\..11I11P1'j! 1'\..1i~t1,~~~ .•h
'" Q 'J/.J, 0 'JI"

11'U'UffV'Um1l 'tlVfl1111fl ~1'P1'\..I'tlV~~1"ll't11"ll'1t:y1PlVfl1111m 111:::ffll 'tlV~fll 'j 111U'\..Ifl1m:::fll'j '1"ll'lflW CVI

fJWfl1l'lfll 'j 'Ui 'PI1'j~flfll'j fl1 fl 7! 1'\..1'IJ'j W1fll'j 1fJflff1'j fll'j' ~~ fll'j' fJWfl1l'lUCI~fl1111m 111:::ff1l'tl V~

1'YIf111fl/1f1~v~ijvfll'j'Uil'll'j 1'I~fl '1'\..Ifll'j~hI'U'\..l~ 1U 'j:::'U'UflWfl1l'l ~1~t1' ~ti11'1U~m;1I~1mh~
, q qJ q

•.• ..\ ••• Q 'JI '" "'J1 .oS •.• , lIJ ,1
l'l1PJl'\..l1ImV~1IV1f11.Jn'U'j'111'tlV1ICIfll'j1Im1~1'I'tlV1ICI 'j1t1C1~lVtI~~~IPIV!tJU••••

" "fl1'11~t1'1'\..Ifl7 ~ihilu fll'j1~mH"1INff1'\..1 i~t11ifll'j1~tI1;1~fJtufl1l'l (Qualitative

Method) Im:::fll'j1~tI1;1~ff1'j'111 mv'UmJ1Ifl~1I~1V~1~~'1~'1'\..1fll'j1~t1 fiv

1.1 ,h~'lflfl1"t).:.Itl1119rJtl11TffJtU1 -:i~'lJ'lJIt)mn1 tl1-:i9~tl11 tJWII111I;;.:.I

lIJ 'JI ''J1 ''l' 'l'.oS 'JI '11 0
'Y-:iW1tl1-:i !~Ufl 'tl1'11"ll'fll'j'tltNl'I'U1t1~lU !Hl'ltl1'U1C1 !H 1'jt1'UU1t1'jVtll'l'j~ ~CI11V1I1f1C11111'U1U

14 l'I1l1t1 ~~li1U ~~flVim 1V~11l ~~Vi11Vflff1'j flWfl1l'l'j :::~'Ul'Itl1t1UCI:::'j:::~'Uh~l'ltl11.J1C1'tlV~•••
'j:::'U'Ufll'jtJ'j:::tlU fl Wfl1l'lfll'jfffl1l1 'j:::1.J1.Jfll'j'lh:::tlu flWfl1l'l h~l'ltl1'U1C1UCI~'j:::'U'Ufll'jfl1'Ufi'l1l... ~

fl1t1'1u

1.2 flii1JP11t)rh.:.l~I;irJ1'1fltl! 1~ilii6flfl~1I~16~1~U'U'Ul111~11~ fiv 1!fl1"ll'lfll'j

.J 0 d • I'" 'l'.J lIJ. 1 ••• 'JI '" 'JI • 1 '" 'JI. I'" •.•'" .J.oS 'JI
'YIff11'jl1U'jt:yt:y1!'YI'tlU m UCI~/l'I'jV ~'U'j1'l1'j ~1PI'j111u'j:::11lU~Un'UIPI~lU'YI1Ifl1111~UCI:::

".1 •••••''JI , '::'1 i '11 •.• lIJ 'JI , .1'"
u'j:::ff'Ufll'jW l11U6t1fl11 5 1J U~lU'j~'lJ1.JflWfl1l'l'YI~ff11J'j::'U1.J !~Ufl 'j::'U1.Jfll'ju'j::flUflWfl1l'l••
fll'jfffl1l1 'j~'U'Ufll'itl'i~tl'\..lfJWfl1l'l h~l'ltl1'U1C1I1C1~'i~'U'Ufll'jfl1'UfJUflltl'l '\..I~1'\..11U22 flU

, v q ~ 'JI.oS '" ~ •.•• I'" 'l'''' "
1.3 flQ1J~n1.:.1tJwlfJt 111U~1I1IPJ1fll'jflfl1l1'i~~'U1J'it:yt:y1mVl1~6flll'iff1ffm

••• <!/ " 0..\ 'l' 'JI.f
11C1::/l'I'j6fffl1l1ff1fflPl'i 111U1U3 flU 1l'lalPl'j1'i1ffV'Ufl1111IP1HIPl111!flHff'j1~ IUV1'I1UCI::



69

.o cv ,,,, ~

fl11lJ I'11'lJ1~fflJ'lJ t)~ mlll'lJ t)~ U1J1Jfft)1JtlllJ ffl'1111Jf) ~lJ ~l 'IW1'll'lTl1
• 'U ••

. . "
'" "" ••• ,'" ~Q,I ••• 1 cJJ do 0 Q,I t::l

Ifl1t)~lJt)V1 'll' 'Uf111111t1lJ1~f)t)1J~1t1U1J1Jfft)1JtlllJlJlIl'U1'U 2 '11~ ~~'U

d 0 Q.I".c:i
2.1 U1J1Jfft)1JtlllJfl11lJl'I1'U ffl'1111J~I'll't11'll'lty

2.2 U1J1Jfft)1JtlllJdl'11i'1J~V11~fJW 1Wi

.
CI 0 Q..I '" q

2.1 U1JUUOUt111JfllUUl1'UU1111Ul!:flVU1VlqJ

~ " 0 .1 ~ .1 ~ '1" d I •••• I111'U'lJt)fll flllJU 1J1JlJ ~ lt1lJ~ U~~ lJ ~1 tIllJ ~ 'll''j 11J11lJ fl11lJ I'll 'U'lJ~N f) q lJ\9l1t)t11~

~1;t11'll'lTl1~1'U1'U 22 fI'U~t)fl11lJl'I1'lJ1~UlJ '1'\..lf)l1'W\llI'U 11~1J1Jlt)f)Ul1f111.o~f111f1Wmv.l;f~
'U •••

'l' 'l'''''' "'l' ,,""••.•1" d '11J1Wlf111'lJt)~ t1~V.tI11J1~ tHI1t1'U'Ult11t)t1V.1~1I~1It)lJlf1~1 t~t1~111t1 ~fft)1JtlllJfl11lJl'l1'U 'U'U • 'U
d Q.I Q.I ,1

1I1~1~'U'I1~f)"1 ~~'U

1:1' IV V A:lo

2.I. I fI 'JmI'H'UfI Btn'itn'i'tYfWU1'i:fUUlBnlf1"itn'iUA n1"if!}wn 1'tY6'lf.J7J'iWltn'i

~ ~ ~" " '.1 d .,; QI'IIB.JI H'tYfJ1'UliJ I 'i.:J6'ifJ'U'UlfJ'iBfJ'tY'i:f1}iJUBJJmiJ1 'UlJ 'j ~lft'U lf1t11f)1J

1) 1~~1Jfl11lJl'I1'lJ1~fflJ (dlfityu~~lrJ'U 1111~'l'UVll~1I~,j~l) 'lJt)~f11'j.oft

0' rI... 1 '0 rI ~ Q.I Q,I

lf1WCVl/t)~fllJ 'j ~ f)t)1J 11lJ 'il1U'Uf)\9l1lJlf1W CVlfJWfllV. f1111J'j '111111~ f111mfl1!

d, QI 0 Q,I ,J cJJ -=:t,
2) f111lJl'I1'U\9lm~~1Jfl11lJl'I1lJl~fflJ (fflf1tyU~~lfW1'lJt)~) 'lJt)~lVIf1'UfI/

JJ 4 .q Q,I 0 rI.q QI Q.I

Ifl1 t)~lJ t)f1111J1 '111';j 11~ 1I1U'Uf)\9l1lJ'I1lJ1ft 'lJt)~lf1W CVlfJWmv. f1111J1111111~ f111 fllf11!

(1) 1V1f1Ufl/lfl~t)~ijt)f11 11J~l111.o~f111~ 1";1 'I1lJl~UlJfl11~~ t)t)f)

(2) lVlflUfI/lfl~t)~ijt)f1111J~l111.o~f111~f111Uti"'lJ / l~lJl~lJ

d, Q.lOQl OQl QI rI
3) f111lJl 'I1'U\9lt)f11111~~1~1Jfl11lJUlf1Tl1'lJt)~f111 'iI~'I1lJ1ft\9l1lJlf1W CVlflWmv....

f1111J~'1111.oftf111 fl1f1i' !'lJt)~1~1J1Jf111111~o'U fJWmv.f111fff)1l11~1J1Jf11'j1l 'j~ O'UfJwmv.

1'j ~v. t111J1~U~~'j~1J1Jf11'jfl11JfJlJmtl' 'U

_I d , .q J ~ 0 QJ

2.1.2 ilqJ'lfl f}Ulf'i'ifl V1f11~1111~lf1~'lJ'UllJt)'Ul'j~1J1Jlt)f)Ul'jf11'j1l~f11'jfJwmv.

"" 'l' 'l'''''' " .1""••.•""1'll'~\!'jW lf11'j'lJt)~ tHV.tI11J1~ tHl'j t1'U'\..llmt)t1,...'j~ ~~lIt)lJlf1~l'lJ1lJU1J\9l

o U Sol lC:lII

2.2 UUmn)Ut111JtYl111UI!:f'fl1~t;}0Alf1l

1~ 'UU1J1Jrlt) {lJlI 'j ~ liJ 'UU1J1Jfft) 1JflllJ 'll'U ~ fi1tlllJlI m t1iJft I~t1101J f111lJ
" .4 0 0 QI SlA

1'11'lJ1~fflJ 'Ut)~1'Ut)'I11U ~ ~ ffl'U 1'U fll11l'U t)~ U1J1JUt)1JtlllJ Ul'11 'j 1J~l 'll't11'iflTl1
'U ••
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" ••• J "" J3.1 n'Unil'Utl\l'j;1;nfltl1nAfl11~1'/U'j;1~U~lfl11~1'/
~ cI QI tI ~ 0 GI ~,d QI

'11ml~l1Ui:I~t'l~1fl':il~11'tlfl~'tlflfl111'U~ t'U1f1flffl~fJWflTYfYI~ 3 ~:::1J1Jlfltl1fl1J

rI t:I_1 ' ~.A ~ Ct. GI ~ 0 Q,1 0 rI
lfl WevJ/fI~f1lJ~:::flfl1J ~11/ Ui:I:::1'Y1fI 'Uf111f1 'j fI~1/fl1J ~111'j 11i:Ifl1 m1'U 11/1'il~ 'ill11'Ufl \VI11/lflW evJfJW.fl1'n

fl1'j 1J~111~~~ fl U f11f1i'i 114flflU\I ~W1fl1 'j ~:::1J1J1fI flffU fl1 'j ~~fl1~ fJW.fl1'n 1~tlfl1 ~Uff'1~111

~ , ~
'tlfl1/i:lUi:I:::ffUff'W1'YIfl' 'illfl 3 Ul1i:1~ f1f1••

~ ~ rI. <C:l d ~ lid QI rI I

ff ~'n 1/'n \VIl~'11m:::mflffl'j flm fl'YI~ fI'Wfl fflfl tI'1fl11~::: 1J1J1m:::lflW evJfJWfll'n\VI1~ '1
oC\Qld.d 'jJ

3.1.2 ~1'U1~W'YIlfltl'1'tlfl~

3.1.3 1f1flffl~fJW.fl1'ntJ 'j :::~lil'tlfl~ h~'nUl'U1i:1 h~1~tI'U 'UltJ~ fltJ'n~::: 'i:I'ilfl1/lfl"'l

ffll1 i'1J i'11fl1 'j \VI~1'il 'illfl fI W:::m 'j 1/fll 'j \VI'j 1'il tJ ~~dj'U'tl fI~ 'j::: 1J1Jfl1~ tJ 'j::: n'U fJWfll'n fl1'j ffm:ll
III

'j:::1J1Jfl1~tJ'j:::n'U fJW.fl1'n 1~~'ntll1Jli:1 Ui:I:::~:::1J1Jfl1'jfl11JfJ1/.fl1tJ 1'U..r~.fl1t11'WUi:I:::.fl1t1'Uflfl
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OJ

t'vhti1J 5 fl~U'W'W

· '" .
'\11J'J~tflWct1'l1i}ul'\1U f1fl111Jihtif.lurJ'W V'W~1J-n 4 nl'\1'U~fl~U 'W'U
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OJ

t'vhti1J 3 fl~U'W'W · '" .
'\11J1~tf1Wct1'l1ihh'\1U f1fl111Jthtif.lurJ'W V'W~1J-n6 nl'\1'W~fl~U'W'U
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. ..
mmj1'Wl13 ${1'Wfll'J1J~fll'J1'1flfll'J ~TU'1GJf3.1 !OI:l'l~'lJO'1f1'ilfl'j'jwlf1Hfll'J

.c::t..c::t. .c::t. .eS do rJJ QI rJJ a QI 1'" "'i
1J'Jfll'J 1'1flfll 'JU'1~ 1GJfl'lfl'l'YIflOU ff'I.J0 '1fl111Jfl 0'1 fl1'J'l"lWI'W1f1111Jt 'U1Jt t'IJ'1'IJ0'1 Lr'1fl1J l'I fftl 1'I.Jfffllll

, Q.I Q.I tI " ••.1 'rJJ ~ tI
'J11Jfl1J1JflfI'l m01Jm1 ']j'1J']j''W0'1flfl'J'lf1J']j''W0'1flfl'JlJflm0'1ff1'W'YI0'1tl'W Wfl']j''W V'lflfl'JWfl']j''W...

<f~.c:! QI Q./QI.:!\' ~ 9Jd
O'1flfl'J 1']j'1']j''l''lfftllU'W ff1ff'Wl ffm'WlI'J~flOUfll'J U'l~ffmu'W ff '1fl1JO'Wff'1t ff'J 1Jfl111Jt'IJ1JU 'IJ~
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131 d, _I '" <9 'l' ,.,. 131 '" <9
'tIfl~GJ.f1J<]f'UHff~~ l1m'U11'j~'U'UlJ'j~f1'U~Wml"lf11'jfffnl1 !~tI ff1Jff. ff~m'j1J 'I1ffm'U'Uf11'jfff1lJ1
.cI QI~ IQI rJJ 'QI

1Jf1111J'j 'Uj:-j~<]ffl'U\9Iflff ~f11J~1m <]f'Wf1'U

"
f11'j1J'j~tfi'U ~Wfl1l"lmtl'U flf1 ~~ 1'*I'l 11i~~\9I11J1Jl\91'ji1'U 9i 1~~ 1'Wf11'j1J'j~tfi'Wml

o e::\ Q.1 ~ ~ d d ~ Q 9J
f11'j ~lt'U 'U~1'U'tIfl~ffm'U'W~~1Jfff1lJ1 'j 11Jmf11'j \9I'j1~Wtl1Jfftl1'U fff1lJ 1 C]j'~1'Wf11'j1J'j ~t1J'U~~\9Ifl~

~hu~U~1Ji'<]ftlJ1 .w'W1ifi ~HCl~~f1lJW~f11'j t~ tI'Uf11'jfffl'U 'tIfl~H~Cl~ffm1J'U fl~1Jfff1lJ1 1~tI
u •

QI .e:9 'JJ.cI Q.I 0 •.••f 0 ~f od 9J' 31' <9
ffm'U'U~~1Jfff1lJ1~~\9I fl~1Jf11'j ~~'YI1'j1t1~1'UlJ 'j~~llJ t\9l'jt11Jtflf1ff1'j 'tIfl1q!Cl 'W~1'U\9l1~"l 'j11Jtl~
" Q.1,J'.dt 91 Q.I ~

'tIfl1JCl\9I11J\9I1'U~<]ft l"l fll"l 'j fl1J'j 'Uf11'j1Jna1J 'Umtl'W flf1••

o ~ Q.f cv 0 J «I_I ~ J
ftUI1iUlfJaUUU'f" flT'H1A;)11lumflt\!cn/8~ft'U~~fl8U\JI1'JJ't'i'JJ1Afi1 fl1~,h8~ftfl1

'U8~~~UUfl1~tJ~~ou~t\!iI1'Vf1~~'VffJl'lJ1a

~flfi1'11 'U~ 1'W1J1\91'ji1'W h~l"l tl11J1ClHCl~'U~f11'j"f'tlfll'Yt ~ 1J'Ut~i;1Jl"l'j~tfitl'j~~ Clfl~

m'j1<]fff1J1J~fI'j'U 60 11 \9Ifl'W~ I fIll"l'j11J'tIfl~f1l'j'U~'I11'jfl~fi'm 1'U1J1\91'ji1'W~ 1 fllnhfl~fi'm

310 GI 0 OJ ~ ~QI QI tI ,4:::t., QI ~ ~Q.I Q.1 tI
r:;f'U1'j~ ~'lHJ~f1111'U~l"l'U 1if1~ 1fftl'YIff'U f11'Utl1Jmtl'YIfl~l"l'U 1if1~ 1fftl'YIff'U

fhutl1J~h'W 'j~'U'Uf1l'j 'Ih 11Jff~1JflCl1m '¥Jf1f1'UHCl~~.w'U1ifi\9l'jff1flty t~fl'\h 11J1Ji)1J~ fllnJi) 1J~\9I'U

'tIfl~~iJ1'j~~'U-;;X ~fff1~~ ~tn~Nfl1J'tIfl~fl~fi'm~ff ~tff~ 1Jfi1'11'U~UCl~ff ~j:-jCl',riif11'j1Ji)1J~\9Il1J
" • j/

~ ~ 4.::1. 9J ~ rJJ .cI.r:!I' ...1 Q.I •.•• 1
f1t)l11J1t1HCl~1J~'j tl1i 'j'j 1J'YI~ ff'j l~ff ~H1~ Clfl1JHCl~ 'U'j 'j tI1 f1lff'YI tfl fl\91flf11'j lJ'j 'UlJ1~j:-jCl~1'U

QI ~ QI ••. I rI rI rJJ QI 'QI tI
f11'j'Un 'Ql"l'U1if1~HCl~1\91fJlJ'j~ff ~f1't1fl~fl~f1m f1l'jff'j1~'U1\91m ',)1Jft111JflClfl~\9I1't1fl~fl~f1m

f11'j t~ tI'U f1 'U'j~~'Ufl~fi'm HCl~1JflCl1m ff1J.w'U1ifIll"l 1'Uf11'.i'Vh~1'U~~ f1111J111JjjflttCl~

f11'j 1J'j ~ ff1'U 'U~f11'j f11',)fff l~ttCl~ ff ~m~1J19'1l 'U1i'j ',)1Jf1111J1JClfl~fi tI1'Uf11'j ~ UClN'ibtl
•• OJ

4 SI t!
1.1.2 m1U8Ul1ua::VF'lm'U'fJ8~B'lflWi

1) N'iJ1'j~~'Uff~~flff1'jti'U'UflCl1m ,,rtl1'U1~f11'jI'l~iY'U1~ ttCl~~~'~cu CUI q cu

, " ." JJ

11f1Cl1m'YIf1f1'W11111~fl~fi'm N'iJl'j~~'Uff ~m~~'U 11ftfi~f11'jffflff1'j fffl~'YI1~iii\9l'j ~11J\9I'j~1Jl11111~.a.c q 'V 'U q

rI 910 Q.I.d q 1 191 QI , Jt ~ 'JJ •
fl~f1 m j:-j'Ul'j~~'Uff ~1J'U'VIlJ1'Y1t<]f~'jfl'Wf1l'j '11'j 1~1ClHCl~f11',)tlf1t1fl~<]f1Jt<]ftltl"l fltff'j1Jff'j 1~f1l'j1J~cu 'V q q

n!'U N'ihtllN'i' 'Uj:-jCl~l'U f1Wml"lHCl~f1111J1JClfl~fitl 1'Uf11'j~ UClN'i' 'U'U~f11'j HCl~f11'jij j:-jCl~l'U~~cu cu q cu cu
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2) ~'lh.i ~~1JtJ~nll'l'U ~ ~~t U''U~1Iiiu~ fll'H~mll';j1li'1J1I~ ~~'tHl'U 1~mn';j

"
1J';j'HJ1~Qlh~ff ~ti' u~~1tfrJ'Ylfl'lr'\lV-3V-3fi'm ';j111'Yi-3';j~~ml1111fl1~1'l1-3'l 'U~~t U''U~-3tlril1 ~ih

• OJ
jJ ., ,

';j~~ 1JtJ-3VI1JVI1'U~i11f1~~~fll ';j~ 1t iJ 'U-31'U~r.i1-3ffiht ffll m~ v ';j~1Jfll';j ~ 1t iJ 'Ufll';j iii~1t ij 'U

aU olCIl CV~ 'Q.I'

1.2 fll·mlfl1J~UDthlfll'jUa~f111'IJ11JN~'tft)1Jf)t)i:r-3tn.1 (LED.2)
rI .ei 0 Q.I .q ~d QI .q, ~

~-3fl m Uff~-3fl-3';j~1J1Jfl1 ';jtl1tlU~ U~ tl ~fll';j VI~ fl1111';j1J~ ~ '11V1J~ Vffl1i 1';jW~ff';j 1-3

fl11ll11'U 'l ~'hiifll';j ~ltiJ'U-31'Umh-3ii'il~ rJ1i';j';jll U~~iiff1'U ff,r 1Jff'4'UflV"l'\lfl1'Vl'\lV-3'l111'Jf'U.

o <V •••

1.2.1 fJ11fJ1f)'l.J~I6Df)fJfJ11

" 'l 'JI ~ 0'" '" d", 'l 'JI1) V-3tlmVl1JVl1'UU~~Uff~-3 l'lm'U';j~1J1Jfll';jflltl1J~U~tl'ilfll';jVl~ 'U~1'U
OJ

fl1111i'1J~~'I1~1J~~fll';j~~fll';j'\lV-3~1J~l'ln fl1111i'1J~~'JfV1J~1'Ufll';jt~'U tl1111111-1-3'l ff'l 'Ufll';j
OJ

~ltiJ'U-31'U fll';j~';j1'ilffV1J~1ij'UVff';j~ U~~fll';j-w'Yimr~~1I';j~ ltJ'JfU'\lV-3~iiff1'U '~ff1'UtffrJ
OJ

" 11 .q ~o Q"I2) ~-3flm ';j~tll'U~~-31'U'\IV-3~'U1'YJm~~1J.
.q Jt:f_/.q ~ e.:f .q

1.2.2 'tVqflf)nUnvlJVflfl1Uf)~'I1U1tJIID::UfJ1tJ1i1nl

" "e!l d 'JI' OJ

1) V-3flm';j~1JU~~fl1~fll';jWfl-3fl1111tfftJ-3 / ~~m~Vl1J~l'U~1J~~ff-3tlll U~~
Q.I .c! q o~ rI rl4:! q

fl1111m 1~'Il V-3ff1'61';jw~t'U V-3ll1'il1fl1J';jfll';j /fll';j ~ 11'U'U-31'U'\I~~~-3fl m V-3fl m 11fll';j t~ ';jrJllfll';j

'" 'l 11 d Q"I' ~ '1 'JI d'l ~ QI 'v , tV ~1'11-3m'U ';j~t~'U~~tlm1 ';j111fl~fll';j 'I1m~1J1'Ufll';jVl 'I1V1';j'VlfJ1mVfJ1~flllfllU~~';jtlll1ff-31n~•• " .
ft'vlliifll';j nl'H'U ~m~1J1'U fll';j ,j'1;1~ U~~li1l'H ll1fJ'thrity l~V 'l Miifll';j1lii-u~~111,r vu~riuu~~

~ d 4 'JI , t
tltll'llllrJ';j 111VI-3~ ~tl11111ffrJ~l'l ';j~fHl m ~Vl1J~ 1'U~1Jtl'l ~1'U'U

2) ~~ti'tlHi -3tff~llH~~fff1~tl1111J'U 'l 'il11'il~ii'Vlq~m ';jll~ii 'il~rJ1i';j';j11'l 'U

11iitfll~'U nlJtlmW iifll';j ~~~111n1t11JH~~~ltiJ'Ufll';jflV'Vlq~m';jll~ ~hN'Umrtl 'il1rJ1in 11

1.2.3 fJ1111Umr'iU'fU'If 'UIID:: 11'f11J1'tV'fIt)~'fU'If'U

V-3fi'mn11'1'U~'l111'l1'U'tl1ritylm~~ -3~'il~'lMfll';jff,r1Jff'4 'Ut tt1'l111'Jf'UV-3ti'm

•.• 'JI 'JI ~ 'I 'JI , " •.• 11
ff'U 1Jff'4'UU~~ff';jHtl1111t'\lllU '\1-3~l'lHtl'l111'l1'UV-iJflmff'U 1Jff'4'U"l'\lfll'Vl'\lV~'l111'l1'U ';j~ff1'U~1'U

u~~fff 1~fl1111-1l11jj~t11JV-3ti'mg'U"1 t~V ~~ 'lMii1J~ fll';j ~1I';j~ft1'U t1'UU~~'l '*Vli''VlfJ1m -1111t1'U

.
o.Q CV Q..f 0 fl cI_ • .ct 0 tI

f1181i1J1[1i:rU1Ji:r'f"fl1'j 'iJ~;nUU mflwcn/8-3tlu'j~fl81Jf)1'IJ't1'IJ1~n 1 fll'jU 18-3tlfl'j

'\I8-3'j~1J1Jfll'j f111JfJ'lJfl1[11U

fll';j'lhv~ti'm 'l 'UfllU'U~U 1fll';j U 11l1~';jj 1'Ufll';jfll1JfJllfllrJ 'l 'U' 1I'l ,*'l 'Ut<if~lIiiu~

flW~m';jllfll';j~';j1'il1~'UH~'U~'U 'th,rm1'U~';j1'ill~'UH~'U~'U '~tlrill()~ ~~ti'lh~tlV1J~ 1

'JI e!l ~ •.• , d1, •.• , 'l 'JI'" .1 'I
fffll'VlUl~~Vll'llV~fll';jfl11JfJlll'lll1rJfl~ 1J'il'iW~l~ "1 C)fn111tl'Uff~~~ l'lllfll';jfl11JfJll'\l'U ~'U



78

'JIIthtli''U~'j1'i1 t'If'U tli'GJ1ru1U'l::;'jtlU'U'Ufll'j'yh~1'U'Utl~~'U1'J111'jfl111J~mY~6tm::;'iI1t11j'jnJ fll'j
•.• 'II 'II.

o QI' ~4 f)J QI ,. 'j} Q.I" 0'

fllfl1J~U'l'YI~ fl111J~ 'YIfl'lJ::;tm::;fn11Jffl1Jl'jfl'Utl~1.Jflmm !flHff'jl~fllHI~tl~flm fll':i1Jtl1J

o rJJ d Q,I ~ '1 ~l:S ~ 'j} ~ 9J
tll'Ul'ilU'l::;'JII'Ul'Y1f1111J'j1J~~GJ1tl'U'UW'Ulmm::;1li'U'j'Jll1'j~1'U1.JfI'llm tlJ'UlI'U

fl'ilm'j 1Jfll'j fI1'UfJ1J1'Utl~rltl'j::;fltl1J~ 3 'Utl~fll':ifl11JfJ1J.fllti1'U iifll'j n1'J11'U~~GJ1i1
1~ ~'lfll'j~lt'U'U~l'U~~hTlrut 'If'U fll'j~':ltm l::;..1U'U11U'1J'Utl~fl111Jttl~ t1'UutI'l~'U tl~fl~ 'j1~h'U ~~...

G) j/ fU ~ rI .q ••.• ~ •• ~.t!l ~ 'j}Q.I , .dt
'iI::;'Utlfl t'JII'U fl1tfln::;'JII'YI'j l'U "tllfll'j ~~uflll" 1Jl~tltll~tltll~'j1~t'j111 H)'Ul{lflH 1'JIItl~'jlff1'U11 'j tl

u'U11U1J~H~tlfl~t~'U~GJ1i1thil M'~tl~~~1I11J11~tllM'fl111Jff'Ul 'iltn'UVhff'lJ !~tl lM'ff11Jl'jfl. ~
~~iY'U1'ilff ~fllmtil 'UiJt1J111fl11ii'U 1t1'Ultlu'l::; 'j ::;!Utl'Uti fi.u~tlri1{1tn'U'YI1~fll'j 'j11J'Yl~iiu~'UH~
(Flowchart) uff~~m::;'U1'Ufll'j fll'j~ltU'U~l'Utm::;fll'j''JII'l'Utl~'j::;1J1J ~tl1J'l H~1m~ff~Htl~rlm

'II

(Organization Chart) tm::;fhtln1Jltl"fl'lJW::;~l'U (Job Description) iifll'j~tlffl'j~tlfhl1'U~'Utl~

'j::;'U1Jfll'jfl11JfJ1J' tl~~'Vnrfl~l'U ~'U~1111~~1I11Jfll'jfl1'UfJ1J1J1mfll'j util 'Ut~tltli'1Jtl1 ~'j ::;'U'U

rI... I .d Q ~ jJ ~ d QI tI
tl~flu':i::;fltl1J'YI 5 fll'j~~1I11JtI'j::;t1J'U~'l (Monitoring) 1Jlll'jjl'U'Utl'U 1J111Qtl'j::;ff~fI

111'~tl'j::;dj'U.w'il1'jW 1f1111Jt111Jl::;ff1J'Utl~'j::;'U'Ufl1'j~~~11JtI'j::;!ii'U~'lfll'jfl11Jfl1J.fllti 1'U'Utl~
'II •

, <V, 'I 'JI <V.I" 'I
11'U1t1~1'U tl'U'iI::;GJ11t11111Jn~1~Qu'j::;ff ~fI'Utl~fll'j fl1'UfJ1J.fllti !'U

fll'ji''U H~"]j'tl'U~tlff ~f11J'Utl~'j::;'U'Ufl1'UfJ1Jfl1t11'U u ff~~il~trltlii fll'j 'j::;'lJ

.d. ..9 "" , <V.I".!Ii •• "" ~ ••
f1111Jtfftl{lll)f{l1J~'lfl':i ::;'YI'U~tl fll'j 'U'j 'j ~1~Qu'j::; ff {I1'1tm::;t 1J1111Jltl'U tl~ tl{lfl fl 'j 1Jfll'j 1t 1'1'jl~ 11

.d .Q ~ d ~ Q.I ~ fJJ.q f)J 0 ~~ C\

~'l m::; 'YI'U'YItll 'iltfl~ 'U'U'ill flfl111Jtfftl{l 'U'U 11'l~ 'il1fl 'U'U~'U'j 111'j~ tl{l flll1 'U~ 1li fll 'j 1J'j 1111fl111J
'II

t~t1{1!m::;fll'j~~iY'U 1'iltrltl1n'Ufl'ilfl'j'j1Jfl11JfJ1JU 'l::;~~lIl1J~'lfll'j tlfi.u~~l1J~1ifll'j ~nll1 'U~ m W
~

i1~{It n 'Ufll 'j 1Jtl~ 'il1fliJ 'iI~t1.fllt1'Utlnt ~lri.fll tI1'Utn'Ufl11 i' 'UH~GJ1tl'U~tl ff ~fl1J'YIl~U'tl1Jfll 'j i' 'UH~GJ1tl'U
'II

'<V 'i 0 11J'JI'I 'i •• .d.
~tlff~f11J l~t1~H'iI::;flflflll1'U~ n l'U'U W'Ultl~l1Jtl{lfltl'j::;fltl'U'YI 1

'II

~
1. 'YIfl'l:Jt)fll':i ~~fll'j !i1'UVl'Ujl'U'U tl{lfll'j'lhtl{lrlfl'j l'U fll'j tl111'UflViff'YJl~'Utl{lth'U

'j1GJ1fll'jfll'j ~fftl'Ylff,r fl1Utl1J Viff'YI1{l~'lfll'j~ltU'Ufll'j~fIl~11'){1 tm::;fll'jrilt1'Y1tl~' tlrifll':i
'II~ .

tlfi.u~ 1~t1tllfftl'tj'U~tl'U fll'j11{1U~'U (planning) fll'j~~tl~flfll'j (organizing) fll'j'\.h (leading)

tm::;fll'jfl1'UfJ1J (controlling) 11~tlfll'j tI'j::; tii'U ~'l

"" ~ "?t ,l 'JI
2. 'YIq'l;l{)'Wq~fl'j'j1Jtl~f1fll'j !lJ'U'W'Ujl'U 'Utl~ fll'j ff'jl~1J'j 'j t11fllfffll'j ~{11'iI

lM'ii1'U1'i1~~iY'U1'iIf1111Jflrltl{l~1 fllnh~l'U!n'U.yj1J 1roJ'Ulin1J U'l::;'U1~fl':i'j1J 1~t1
?t • 'JI ••

m::;'U1'Ufll'j !lJ'U, tI!.wtl 111'U':i'j'ltiJ1111J1t1'Utl~tl~flfll':i.
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"'~ 1:1 OJ <l::lt. , Q.I , CJI Q,1 do ~.r=I 4!!!:1' tI d

t~ !H'1~1Jfl11m'UN~\9lVff':HnJ 'i~'U'UtlVtlffV~mW~fl'\...l (1Jfl111J Fit 'Yf'iVWv~) tlV11V~flfl1'i'il~1J

'1.h~iY'VIiN'"

"" 91 "" '" 21'" 91 i4. 'VIq'H{}'i~'U'U !'\...I'Ufl1'i1JV~'U'i'U'YI( Context ) 'Yf'iV1J'iI'iltlU1~"'V1J ~t1'iV'U

i 'j) '~i QI QI o'QI ~ "" GI Q.I Q./ tI Cl QI QI tI
~t1\9lV~1JV~VtJ1~!'li'V1J IHU"'~ff1JW'\...I1ifl'\...l'VI~'Yf1J~\9lV~!'lll t 'ilT1111Jff1JW'\...I1i!H'1~t1{)ff1JW'\...I1i

91'11.1 "'191 V'I.<!l •.••.••• 21"" dv(Feedback) fl1'i'il~!'ll11'il 'i1fl{)fl1'iW 1~\9lV~!'ll11'iltl~fl111Jff1JW'\...I1i'llV~1J'iI'iltJ\9l1~'1'V1!'ll11J1

d 91 tld Q.4~ i 9J , 0 crt "
Ifltl1'llV~ fl1'i! "'tJ'U11ifl~U'U'U flHff'i1~( Structure )1J1\1m~'U1'\...1fl1'i( Process) 'YI1t'Yf!'i1

d , , QI QI tld 'j) 1J] QI d lIJ ~ ~ A d.:sGJ
!'Yf'\...I'iI~ VV'\...l'lfV~'YIH'IJV~fl111Jff1JW'\...I1i'YI'il~!'ll1 t t1t1'i'U!tlntJ'\...I t ~'iI~!'U'\...IW'\...I'iT 1'\...1'VI~ t'\...l fl1'i'VI'U'VI1'\...1q dO

N"'fl1'i~h!'U'\...lfl1'i'llv~v~fi'm U~1U 1NmJ1t1i''Utll ~Ufl' 'll
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?t A .••• .,k "" "" d I 71 "
2. Balance Scorecard t'U'Utmfl-:J1JflC)f-:Jtf1~1l1flU1.J1f1111JfI~11"1f"Wh1fl-:Jflm 1'Utll'i
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4. \!~~ht~lJt;-:Jtff'illinll (Economic Value Added) 1l'i~ lt1'1fU~ff1tity'llfl-:J EVA
'j/, JI "

rifl1Mtn~;j1.Jfi'Utll'i'U~'\11'ifl-:Jflm;;,j-:Jtti'1.Jtll'ifff1-:J1J~fh (Value-Driven Finn) ,i}-:JUt'W'i1~ EVA. ~

Vi1'\1ti'1~t~1.J'I111"1,Y1tity'llfl-:Jm~'U1'Ufll':iil1fl~~11.fi11l1l~<U~ 1~[I EVA t~'Utfl~fl-:J1\91f1111J

ff11J1'ifl11.Jtll'i~lti1'U-:J1'UU~~\!~fhn"tll':i~u~"~-:J l\91t1tti'1.J~~'UlJ'Ut~'U'VJ'Ud:!'Umlfl EVA '~i''U

A • 17171 "" "" "" ., , iJ"",J
fll'iflflflU 'U'U1J1t'Wfl111 '\1~'U 'i'\11HY11Jl':i f1'Y'l" 1HI!. 1f-I~l9Ifl'UUl1'U1l1flfll'i~-:J'VJ'U 'IIfl-:J'U'illl1cIJ ~\9I'II'U
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l'W'WU'W1f11'j ~~fI1'jl1flll1t1~'I1 (lfl11 ~l 'j t1'WlJfl11lJ'ff1flqj'YIf{~ m~1J1'WfI1'j ~~ fI1'jl1flll1\9lfl~'ff ~

.q G)YYd Q.I .q Q QI QI d lIJ'jI d
l'Cl''jlJ t '11~l 'jtl'W 'ff1lJnO'Vl9SJ!'W1\9l1lJ1i'j'jlJ')f1\9lU{I~!\9llJ\9l1lJfTfltlfl1'Vf ~~m'W t~ ~lfllJ1\9l'j! 1'W'YI6

OJ •
3J QI d QI 'do d 'JI.c::I,3J "oe:l ~ 0 Q,I

~l'U 'I1{1fl~\9l'j U{I~fll'j!'j t1'Wfl1'j'fffl'W \9l11J~')f6.6 m~1J1'W fI1'j!'j t1'W1'Y1l'W 'W~l'j t1'Wl'U'W'ff1flqj
OJ •

U{I~~ 1,j~; 6. 7 'j~~1Jfl11lJ.w~'Vffll ~'UtH,r flffflll1~flflWfl1'Vffl1'j'fftl'W 'Utl~m~l'j fi'U{I~ff ~'ffU1J'C1"\.J'W..
"" vi "" v· _I ••••.•••• _I 0' ••• i QI

fI1'j l'j t1'W1 ~t1t'i!'Vl1~fI1'j!'j t1'W1~lflfl1'j lJ{)1J\9lU":::lJ'j~'ff1JfI1'jw ~'j ~ ~t1m~'U1'W fI1'j'W9SJ!'W1U{I~

.oi:\ Q.I GJ fj},::t QI QI.c:!I' JI QI 'JI " 4 QI

1J'j'11n '11{lfl'ff\9l'j t 'I1lJfl11lJ'YI'WfflJtI t1f1'11t1'WU{I~'fftlflfl{ltl~fl1Jfl11lJ\9l tl~fI1'j'UtNf-l!'j t1'WU{I~ff ~fllJ~ . ~

U{I~fl1'j ~~ 1M'-Uff\9lUflffflll1iiriTU -i1lJ 1'Wfi~m 'jlJfI1'j!~ t1'WflJ1 fl~f{~

lJ1\9l'j! 1'W1'j ~'VltIl1J1"u{I~1Ji fll'jf{'Ufl1'Vf 'i! <U1Jmi1lJ'Vl'j~!iitl'j~'i! "fl~m 'j1')f'fflJ <U~

fI'j1J 60 iJ lJ1\9l'j!1'W~3 fll'j*!,r'W~ihtl I ~i'1Jf-l{l~l'W (PCF)
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I
v.o:t .., V}I v..,

3.1 f111'U3mfnfl'lJ~ulr.J I ~1'lJNa~lU (PCF.l)
tI d CJJ 9J QI d 0 QI j/ ....'I 9J QI

{l~fI fl'n 'W'W'j f111:JJ\PItHfl1'Hm~ f111:JJfll\PI'H1~'VIfflfltu 'U{l~f.lu1U / f.lnm~H1'W 'U{l~
~ u ~ ~

\PI'Wlyt{li M'J'Wi 'l'i1'U~fl1'j~~\PI i M'ff{l\PIfl~{l~n1Jfl11:JJ~{l~fl1'j~~flri11

,
r,4 .., V_'I VU

3.1.1 fJ11U.;tlfJlJ1ftVt/u1lJ / t/1VNi'I~1U

1) {l~flm'j~lJfl1'j~l11'Wmh'W'u{l~~illl:J I ~i'1Jf.I~Hl'W fl~:JJ~i'1Jf.lCI~l'W

11CI~\PICl1\P1'U~fl1'j q'llflTW {l~fl m nl'H'W \PI'h1l~ ~~ 1i1'W1J~ fl1'j q'U mw ff1'H i'mb'W i 1Pl'll{l~~iJ 1l:J/~i' 'U

, 9JQI ~
f.lCI~1'WmpJ fj'j 1Jf.lCI~1'W11C1~\PICl1\P1'U'Jfl1'j q'U mw

~ ....~ ..• ~ ~ .... ~iJ ~....
2) {l~flm'j'Un~UCl~1'jl:J'W~fl11:JJ\PI{l~fl1'j11C1~fl11:JJfl1\P1'H1~'Il{l~fj 1l:J / fj'j'U

'"
f.lCI~l'Wijfl1':i'U lfll1:JJrU' 1Ji 4fi 'Wfl1'j 11~11f.1'W~\PI'U~fl1'j 11C1~1Ji''U1J'j~m~'Ul'W fl1Hh~l'W~ .

~i~ d .•• ~ ~_'I~"" A !'ir3) {l~flm 6]ffll1:JJm'W11C1~Affl:J~ff~'VI{l'W'Il{l~fjlJll:J/ fj':i1Jf.lCI~1'W1Wm1J'W

~ d, ~ ~ l~"" .1 ~ 0 i~~, ~....
{l~f1m'YI~~l'W'WfjiJll:J I fj'j1Jf.lCI~l'W1J1fl'U'W \PI{l'Uff'W{l~fll1:JJ\PI{l'lfl1mCl~'YI1 'HfjiJll:J / fj'j1Jf.lCI~l'W

<!/ i .1 A ~ 'i' ~ ••.•
W~W{l 1I1J1fl'U'W11C1~lW{lfl'W'H1 &{lfl1ffff'j 1~'Wl\P1f1'j'j:JJ

~ _1 ••.• _1 •••••••.• ~ ••• ~i~"" ~
4) {l~flm lJ'j1JlJl ~11ifl1'j 'j1Jn~UCl~l'j fJ'W~ 'H'VI'Wfll1:JJ \PI{l~fl1'j'll{l~

~l~Ul..r {l~11C1~Viff'YI1~f11'Jl1J~ fJ'W111JCI~'U{l~'U~ fl1 'j q'U m.•.•

.., .., J .dl •• v..,
3.2 f111'UiI'U'nU1iUa~f111'U'n'l'ntl &;)'Ilf)~~1'lJNa'llU (PCF .2)

tI ~ QI QI tI QI ". <J/QI A 9J .,:!\ J., QI

tHflmff'j1~fll1:JJff:JJW'W1ifl1Jfjilll:J / fj'j1J f.lCI~1'W lW{lff'j1~f1d1:JJ16]f{l:JJ'Wff'j'YI1i1

<!/ 'I I "' ••• _I" <!/ i ~iJ~"" 0fll1:JJW~W{l &1I11C1~fll1:JJ'jl:JJ:JJtl:JJfl1'jlJ'J~1:JJ'Wfll1:JJW~W{l 1I'Utl'lfj lfJ I fj'j'Uf.lCI~l'W 11C1~'W1

..r{l:JJC1:JJ1i 4f1Ji'1J1J'j ~fl1':i~hl'u'W~l'W~ .
v .., u Ju V_'I Vu

3.2.1 fJ1111':iHfJ11UllU'rIU1invt/u1lJ / t/'jVNi'I~1U

tI <JJ Q.I Q.I tI Q.I 91iJ j/QI .Jt
1) {l~flmff'j1'lfll1:JJff:JJ""'W1ifl'Ufj lfJ / fj'j1Jf.lCI~l'W A'n{l\PItl'Uff'Wtl~

~ ~ A.:, ••.. <!/ i A i ~1II ~ ••.• , '"
f111:JJ\PItl~fl1'j ff'j1~fll1:JJ16]ftl:JJ'Wff'j'YI1i1 f111:JJW~"'W 11UCI~lW{l 'H t\PI'j'Ufl11:JJ'j1:JJ:JJtl

2) ijitl~'YI1~ff1'Hi'1JiM'~iJlfJ / ~i'1Jf.lCI'll'W fl'W'H1..r{l:JJCI,hlff1'j 'U{li''U~ ~ ~

1J~ fl1'j 11C1~ lff'Wtl..r {lr tl~ ii fJ'Wtl~fl m ~ \PI""1..rtln1'H 'W\PI~~ ~1J~,j~ ff1'H i' 1Jitl~ VIHfl1 'j ~ \PI~ tl

3) {l~flm~\PIfl1'jn1Jth~tNl~fJ'W'Utl~~iJ1fJ I ~i''Uf.lCI'll'\.Uyttli1fijfl1'j11~''U~ ~

mh~, ~HCI";'W'lh~~ ijfl1'j ':i11J'jl:JJUCI~11fl'j1~..1 f'hr tl~l~ fJ'Wl~ tl i 4f1'Wfl1'j1Ji' 'U1Jl ~~l~~tl'lfl m

4) {l~flm 1Ji'1J1J 'j ~1~fl1'jffr1~f111:JJff:JJi'W 1i'lm~i{l~'VI1~fl1'j ~\PI~{ln1J.
9J ..•.'1 Cj)Q.I fit 'JJ QI QI 'JJ 'JJ d" ~ ....I.d ...t ~
HlJlfJ / H'J1Jf.lCI~l'W t'H'YI'Wfl'Ufll1:JJ\PItl~fl1'j 'Utl~ H1flfJl'U tl~UCI~Vlff'Yl1~fl1'j llJCIfJ'W11lJCI~'Utl~'U'jfl1'j~ ~ ~
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., '" 4 7 "." "OJ3.2.2 f)l"iu"i::mUfJ1mn~nfJ 'fJ1/fJ~fJU1fJ/ fJ"iUHiH1'U

••• 1 '" <'!I 'I 91.'1 91.., '19191..\
1) 1Jfl1~1J~::;t1J'Ufl111J'Vf~'VHlHI'UtHN1J1fJ / NnmClnu tm::; &'If'U'tl1JClt'Vf'tl••••••

Ui'UUHfl1~~1t'W'U~TU 1lifl1~1flN~m1J1::;ff1JflUf1rl1JHil1fJ / Hi'UN~~l'UH~CI::;f1rl1J U~::;L~,j''tl1JCIq q qJ qr q qJ

~d'J'Uu~~ lV'lfUl'Uf1Wlhiuui'uuH •
••••• .., 91.., ••• 91_'1 91.., '" •• ..\

2) 1Jfl1nlfl\9l11JNCI'\1~~fl1~t'U1~UU~fl1'HI1f1N1J1fJ / mUN~~l'U'VI'U'VI t'Vf'tl••••
1'liL ~i'u,j''tl1JCli1'tl'U mrmrlfJ1nUflWfll'VfU~fl1~ ~trJ'Uu~~ lfJ'If.wl 'Uf1Wlh i uui' uu~ ~25 •••• •

"_1"'.1 •••••• 1'" <'!I '1'191..,.., 91
3) 'tl~flm1J~U1J~ ~11ifl1~1J~::;t1J'Ufl111J'YN'Vf'tl &~ &'I1'V1'Uf1Ufl111J\9I'tl~fl1~'U'tl~•

91 d fJJ ~ Aid ...• ~
f:;!tf1fJ1'U'tl~UCl:::'VIfl'VI1~fl1~ t1JClfJ'UU1J~~'U'tl~U ~f11~"l'Ufll'Vf

lflV~~1~W1fl111J

o ~ cv IV 0 d If_. 4 1v
fll'tl1i'lJ1fJtlU'lJO'''i'un1\l~Hnlluflmwcn/tHtlU1:;flt}'lJ\JI11J'H1J'JAn 3 fl11 'H

o Q,I' cv Slcv ~ ,,~, "vet ~
fll11J 0'1tl qJ fl'lJ~1'lJ'lJ~fl11 ml:: ~1JtT1U IAIO'fJ'Ut},n:: 'lJ'lJfl11 tll'lJ fJ1JlllfJ &U

tl1'tliu 1VffU Uff'4'Utf1W ct1fJWfll'Vf hm1J1fl~ 3 fl1~ 1'Ii tl111Jd1t>1fYnu~i' UU~ f11~

91'" lIJ 91 •• 'I "" 'I "'_I"; ••• .,;
U~:::f:;!1Jff1'U &flmv'U'tln::;uUfl1~fl1'IJfJ1J.fllV &'Uf1'tl &'U'tl~f11J~::;f1'tlU'VI2 fl1~U~::;t1J'Ufl111JtffV~

I "" lIJ";" 'I .,; ~ .., .,f <'!I 91 .,;
'\1'U1tJ~1'U1Jf1C1&f1'V1l'YW~'Vf'tl&'Ufl1~ ~::;1Jfl111JlfftJ.:l~1f11J~~VfllV'U 'tlf1 CJ1~~11lU~~f1fl1lUClV'U

Ylff'U f1~ '\1~'tlfl111J.w~'Vf'tl1~~'tli1'U ~lU~::;U~ fl1~ U~fl1~U~ ::;tii'Ufl111Jt~V~'UfH~::;UU fl1UfJ1J

'I 1.c::t 91 4 Y.d I lit iI .et Q.I,!)J jJ Q.I Q.I ~.<!!t , ~

.fllV &'I.J 'Um W'U'tl~Clf1f11'\1~'tlN1Jff1'U &fltffV V~'tl'tl'Ufl1'Ufl1~ ff~ l.:lff1J'Vf'U1i'\1H)'If'tl~'VI1~fl1~ff'tlff1~••••
U~::;ilin!'U fl111Jfl1\91'\11~'U'tl.:l~f1~ltvhnum\9l~! 1'U'U'tl~m::;U1'U~ 1'U l'Vf~1::;f1111Jl~mt'U'h

9J 0 ~ od •.•f 4:l..c:::." d 0 'j/ "
U1fl1 ~\9I1l'U'U.:l1'U1J1J~~ ff'VI1ifi 1'Vf\)f1\91tH\9I11J1J1\91'j! 1'U'VIf11'\1'Ufl U~ 1 V'tl1Jff11l1 ~Uff~ 1~fl111l

<'!I 'I .., 91 lIJ 91
'Vf~'Vf'tl&~lm::;\9I'tlUff'U'tl~fl111Jfl1fl'\11~'U'tl~~f1fl1 &fl••
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• I
A 4 .4o.C!t, v q 1~ 0 Q,.I QJ 2!QJ ~

mfl'Ufl/lfl ~M1Jt)'lJ':i't11~·t'm fl'Ut)-:j't11Jl~n 3 fl1~ 't1f1111Ji:rl f1tyfl'U~~'U'U~ fl1~Ui;l~

V.::l' "V, .::l
~1Ji:rl'U A~i:rl'Uli:rfJ

>I

1. Customer Relationship Management ijfl11lJthflf.lJ'h.Jf111trl'\.J~'\.J!1'\.Jf111'U'i1111
QI Q,I fI QJ ~QJ ~ I ~ ~ ~

f111lJfflJl'I'\.JIif1'UH1'U'U1f11m'\.J1 hYlJ 1.h~f1V'U~1t1 4 'tl'\.J~V'\.Jf1V
'"

1.1 l11f111lJtihl'i1 (Understand) ml~ff!VJ'ilflt~'\.J (Differentiate)•
QI I QI 4 '0 QI .J..

1.2 l'IWJ'\.J1~f1t~'\.J(Develop) U'1:::f1f1mVf1 (Customize) 'lfV.:J'Vl1.:Jff1111'Uf111ffVff11

QI 9J 'JI ,.d, , t:::!;

f1'U'1f1f11 f111ff1 1.:Jf111lJ t~ '\.J'VlU~f1~ l.:Jtm::: fJl f1~ Vf111'1Vf1m t1'\.JU'U'U
'"

1.3 ff!nd'lJ';'\.JIifll'Vt (Interact) tm~ri.:JlJv'U (Deliver) f.)WrhuM.:Jfl11lJ1J1:::11'Ul'i1

1.4 f111mv.:J l'i1 (Acquire) U'1~f111i'f1'l:n (Retain) f1~lJ~m~h~ijfl11lJ.flf1~

.=t, d , QQI ~J
(Loyalty) U'1:::lJfIllJ1f1'Vl"lfl~V'U 11:l'Vlt'VtlJ'tl'\.J

'" .d?l ";'l~'l '" 0' .,;.,;",
2. f111'U11111f111lJtfftl.:J tu'\.Jm:::'U1'\.Jf111'Vl!'lf !'\.Jf1111:::1.JU'1:::1tm1:::11f111lJtfftl~'VllJ

I OJ.I 0' 0' 1 '" 1 .,; ",.1
H'1m:::'Vl'U~Vf111 'U11'J1~QU1:::ff .:JfI'tlV.:JV.:Jflm fI t1l'1'i111W1'i11f1H'1m:::'Vl'Utm::: Vf11ff'Vl 'iI:::tf1~'tl'\.J

9J ~ 9J QI 0 ~ d, ~ QI dt lil 9J G) 0' Ad 9J
H'U1'1111\91~N'ilfI'Vl11 :::'U'U'U11111f111lJtfftl~VfJl.:J'ilH 'iI.:J ffVff11! '11'Ufl mm !'\.JV.:JflmlJfl11lJ 1f111lJ
'" . '"

t~ll 'ill '\.J1:::'U'U'U'i'l111f111lJt~tmm:::\9I1:::'I1,rf1().:Jfl11lJd1flf.lJ ijf1111f1 H'1f111'U'i '1111f111lJt~t1.:J

Vd1.:JijtJ 1~ iY'Vl1iflll'l ij 1:::'U'Uf111~ ~ \9I1lJtJ1~tiJ '\.JH'1f111tJii,j~.:J 1'\.Jf111U1t'VlfI i1fI f111u'i '1111f111lJ

.d CiI 9J6} j,J QI QI 0' ~ 61 ilQI Q 'JIe;:t, i 9J , d 0
tfftl.:JlJ1 ! 'If ! 'Wf111ff11.:Jfl11lJfflJ'Vt'\.J1itm:::f111lJl'I.:Jl'IV ! 'iI'tlV~fj1'U'U1f111tm:::fjlJff1'\.J f1ff1'\.Jtfftl'Vll

l-Hff11J11tlun1 'tlm1lJt~t1.:J i~vdN11~t~1

3. TQMlCQI u'\.J1'Vll.:Jl'\.Jf111'U'i'H11'tlv~v.:Jflm ~*tU''\.Jt~v.:Jf.)Wflll'll~t1fflJl;f1l'Jf1

f1'\.J'tlmV~flmijri1'\.J -;I1lJ tm:::1l.:J'HlJ1t1H'1fh'1 1'\.J1:::t1:::fJl1 ~1t1f111ff!1.:Jfl11lJl'IV 1'il1-Httfi'1f1fl1. '"
~ ~ _I 1 0' " '" cI • OJ ~ .J '" •

11lJ'Vl.:Jf111ff11.:JH'1lJ1::: t1')f'\.JUf1'H3qlfflJ1'lff1'tlV.:JV~f1m tm:::Uf1ff .:JfllJfl1t1 C)f.:J'iI:::lJ'tlV'U'tl1t1'UV.:J
• JI , •

n'ilm 1lJfI~1t1f1i1.:Jn'\.JtrJ'\.J1:::'U'U'U'i'H1111111.:Jv~flm ,itU' '\.J1'\.Jt~V.:JfJWfl1l'11f1t1Vlfftlf111 ijri1'\.J -;I1lJ
, >I

U'\.J1flfll '\.Jf111l11nU l1'Vt,rm l'\.Jl'.)flfl'\.J 19i.:Ju~~'U'i'H 111:::~u~ .:J'iI'\.J().:Jl'I,rfl.:J1'\.Jl'.)m:::~Ul'.)f1f.l1t1l '\.J

V.:Jflm ij~~d1Uf1l '\.Jt~~NflWfll'Vt tm:::'i1lJllvn'\.J1Ji''UtJH~l'\.J l-Htn~f1WfIl'V'lvd1~~Vt~V~ t~V•••
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l-< ~;:I "'lll/"'>
8 (I/"'>(;:

;::laa ~I/"'>
~ :s I/"'>(;:
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"7a~ ;::l I/"'> ~ ;;0;J:
~

ri t"'" N t"'" -1/let"'" e;:aa ;;0 .•.... g -1/:;;: ,,:;;: C'"
~ l3'I/"'> 1/le ;;0 ri ;::l (;:-;::l t"'" (9: ;::l GO ;J: t"'" 0OIS c;:; •...• (g OI(tO GO C'" .~;:I I GO e;: (ri (;:
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,
.o:t <v .,. J <v !iI

M'.I'lVl't14 flT'i1V1fl111&fl11~M U~~fl11'ilVlfl11fl11'J.J~

~ rI Q.I 0' 0' 0',.., ' ~ J. 4 .q

f)1'j 1t fI 'j 1::;11UCl::;ff ~tm 1::;11tf1WC)'J/tNfI u'j::; fl tl1J'j 1)J tm::;t'Ylfl 'Uf1/tm tl~)J tlf)1'j 1J'j111'i

'\1"m.m~mflff1'i f)1'j ~~ f)1 'j fI Wfll~ 'Utl~ 'j::;1J1Jtl 'j::; tl'U f1Wfll~ f)1'j fff1l:ll 'j::;1J1Jtl 'j::; tl 'Ut1I Wfl TVf... ~

h~'VW11J1Cl tm::;'j::;1J1Jfl11JfJ)JfllVl'U~lU'Ufl~1)J'\11J1~~ 4 f)1'j1'~ f)1'j1tfl'j1::;,1 UCl::;f)1'j~~f)1'j
j1d .c:! o.q OJ ,1

f111)Jtm1tlCl::;mV~UCl::;mmjlJltl ~~'U

J J_I '
AflwcnU~~tl~fllJ1~mnn1'J.J

QI .q rI o.q I

4.1 f)1'j1~tm::;1tm1::;m·mf)1'j~lt'U'Uf)1'j'Utl~ff1'U'jl'1ffll'j

fl. f)1'j1'~HClf)1'j~ltiJ'Ufll'j

••• 'J/
'U. fll'j~~f)1'jfl11)Jt

d CJJ <!::llQ.l jI rl4Q.1 rI.-:!\ 91 .qQ.l

1Jlmj1'U'YI 2 ~1'U~1'U1~tlUCl::;~1'Uffn~ff'jHl 1J1~qtl'j::;ff~mvw l11HCl~1'U1~mm::;

~1'Uff~ 1~ff'j 'j t1't~'U~1'U'Ul'~m 'j)J ~'I11itl ~fll'j ff~ 1~UCl::;oWWI'Ul'Y1f'Vi(11m \If1f1Cl~ t~tl1'1f1ty "J~

'J/ •.• 0' 'J/l ,.ok ~. 'J/ •.• o'~ ~
f)1nn1~UCl::;~ WI'U1tl~f1 f111)Jt 11)JCJ1~t lJ 'Ufll'j 'UtllV'Vi 'j 1JU~'U 'Utl~ f1111Jt UCl::;'Y1'j 'Vitlff'U 'YIH utyty1

~ff1)J1'j0'l11 itltl'j::;Vfl~1;;~1'U i~~~~t~'UiI~~my,tiw'Utl~f)1'joWWI'U1f1Wfll'Vf tl'j::;iY'YInfll'Vf Am::;....
"~~f1111Jff1)J1'iO'Utl~f1'U i'YI£J'j1)Jli~fll'joWWI'U 1ffff' ~f11Jt~t1'U~ ff'~f11Jfl11)J ~ UCl::;ff'~f11JU11~~ ~ ~

fliJiI WW1 fl'U fitl 1M'tfi~1'WI'U1i'j 'j)Jfll'j 1oNfl11)Jn 'Uf)1'j ti111'U~.yjfl''YI1~UCl::;f)1'joWWI'U1 ~Cltl~ ~'Uf)1'jcu fJ U cu

t~1Jflfltlfl1'Vi f)1'j U'Ii~ 'Ii'U'Utl~ tl 'j::;A'YIf1'. "~" QI Q,I Q.l'Id Q.I Q.I

1J1~'j!1'U'YI 5 ~1'Ufll'j~\IlI'U1ff011J'Utm::;'lJflCl1m ~11J~'If 5.2 fll'j'Vi\lll'U1ff011J'U

1 rI .c::I jld Q.I j1~ Q.I d 0' 1
"Jmflf)1'jf)1'j t'j V'Ut 1JUH'Uf)1'j ~~f)1'jfl111Jt t~tlff'U1Jff'l1'U tl'j ::;t~'U~'YI1iff1ffm m::;1J1'U fll'j 'U

~ •.• 'J/l 0' AI 'J/ 'J/ •.• <!I
f)1'j1J'j '\11'j~~f)1'jfl111J 'j 'Utl~f1fll'j u'j::;fltl1J~1t1f)1'j'j::;1Jfl111J'j fll'jfl~mtlfl fll'j'j 11J'i11J~ . ~

•••••• c:l 'J/ 'J/ ~ 'J/ ~ 'J/ ~ 'J/ Aid 'J/
f)1 'j ~ ~ 'j ::;1J1J~~ tf11Jfl11)J 'j fl1'i t 'U10~'U tl1JClt'Vitl ff'j Ht lJ 'Uf1111J'j UCl::;fll'j UClm u ClV'Uf111mcu cu cu cu

~ rI ~ Q.I .-=I jJ 0

'YI~flltil 'Utm::;mtl'U tlfltl~f1 fll'j fll'j ff'j 1~1J'j'j (I1fllfftm::;1W1'U 1i'j 'j 1Jf)1'j t'j tl'U 'j ~'j1~fftl1Jf)1'j 'YI1~1'U~
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~ d. .1'" '" "' ••• 'J/" 'J/d..% ~ 'J/
~Tn"tu 'VIff t'VH.lt'VnJlJ1~~'VI'Iimw flll1J 1'I1THI~ fll1 fl11m hHl~ fl fll1 1'11~ 'U'U rrm 1'11'VIf1fl 'U~ .
1
" 'J/ dI 'J/ ••• 'J/~ 'J/'J/ ~ '" •••'" 'J/ I d.
'U~Hflfll1~11J1':if;)t'U 1tl~fl11:IJ~H"tl~'W1Jl'U1~'Ut~H1m1J'U/'j~ n:IJ'VI~tJ{)1J~~l'U i~t1t11~:IJ

tJ1~iY'VIim'Wv'U ~~ri~~"tl1,r ~tl1U'U t1~:lJffmnij fl11:IJ~11J11tl 1'Ut~~mj ~;r'U~ ~~~. ~ .
" .QI'e::s QI 31 4 ~ c!

~11J~'J15.5 fff1t1m'W'UtI~1~1J1J!1'U'Utl1q!"tlt'Wtlflll1J1'1111fll1tltl'Uflll~t1'U H"tl~

"' ••• '1 1'J/ '" dI ••• ~ 1'" 'J/
fll111ltl t ~tlH~~~ m'l1'U tl~fl11:JJ'WtI1t11:JJ'UtI~~tl11J'UtI~:lJl'Tf1'l:l1'Ufll1'W1Jl'U11~1J1Jil'1'U'UtI:IJ"tl... ~. "
t-Wtlfll11J1'1111fll1 t~ tI'Ufll1 ~t1'U U"tl~fll11~tI n:IJ11~ijfll1tJ1 ~tij'U tJ1~iY'VIiim'WH"tl:;

••• 'J/ '" dI 'J/ 'J/ 'J/ d. ~ d.
fl11:JJtJ"tltl~,mJ'U~H1~1J1Jil'1'U'UtI:JJ"tltm~tJ1~t:JJ'Ufl11:JJ'W~'Wtllll'UtI~~1'J1il'1'U'lJm..m t1f1'V1~:lJfll1

•• qJ qJ dB qJ

'W1Jl'U11:;1J1J1,rijfl11:JJ11'U~,jtltl~1~:JJtI~. ""
1J1~l!l'UVi 6 ~1'U'I1tlf1'i;!~lH"tl~fll1t~tI'Ufll1~t1'U fi11i~:]f 6.9 fhl~~ltll1~'I1:JJ~

d1 'J/1 'J/ "''''' , '" ~ dI '1 'J/, .d
'VI '11'U1~1J1J'I1t1~ffll~ fltl:JJ'W1t~t11 H"tl~tf'UtI~ll~'Ut'VJff~t1'Ufll'Tf1'l:ll 'I11J1t1fHfIl 'J11l1tl'VI

••.• ~ 1 'J/ ~ ••• 'J/ "''''' d1'J/ ..\
~tl11J'UtI~:JJl'Tf1'l:ll 'J1t'Wtlfll1'W1Jl'\J11~1J1J'I1t1~~:JJ~fltl:JJ'W1t~t11H"tl~ff'UtI~ll~'Ut'VJff'VI 'J1tWtl

q • ~

" ""QI cv d QI QI' ~Q 'dl .cl

fll1 ~'U 1J~'4'Uflllll ~ fll1 t1tI'Uflll ~t1'Unm:IJ~ ~11J~'J1'U1J~1JtIf1m ~ m'Wfl11:JJ'Wtlt'WtI~'Ut1~

~ '" 1 Q.I' d d <JJ'J/' d <!!I 1IJ'
tmfJ~:JJfJ 'Ufll1~'U 1J~'U'Ufll1 t1tI'Ufll1fffJ'Ufll1 t ltl'U 1~1t1~'U1f.l-311m1J1~~:JJ'WfJt'WtI~'I11tI t:IJ

• OJ

~. " QI d ~ ,.

C)f ~ tlfJ:JJ~ ~~"tl~ fJm:::1J1'Ufll1 ~~f1l'j t'j tI'Uf1l1 ~fJ'Uu"tl~fJwm'W 'lJfJ~~"tl~"tl~ t~ tI~ 1~

1J1~1j1'U 11~'rwl1J1"tltm:;1J1fll1q'lJm'W uU1Jm ii:JJ'W'j~ti1t1'j~u "tlfJ~m'j1'J1ff:JJ1j~. "
fl11J 60 iI :JJ1~'j!1'UVi 4 fll'j1'~ 1tm1:::H U"tl:::i~fll'jfl11:JJf (MAK) ti1'l1'U~ 1-n'U ~~U

OJ ••• l tIOJ tI l " ••.•1"'d.4.1 fl111ft lltl'n:;'t'Il&i:1::: 1tJ 1~Ni:1nU'UtHtl~flfl11 (MAK..l) fJ~flfll'j~~ 'H:JJ

f1l'j 1'~1tm 1~H tJi' 1J'Viff'VI1~'VI1J'VI1'Utm:::tJi'1JtJ1~~"tl~1'U 1~v1~.,rfJ1q!"tlU"tl~~l'j ff'Ut'VJff1'U'rJm::: ~1J

I "U"tl~'rJf1ff1'U'UfJ~fJ-3flfll1

4.1.1 fJ11?flHgJ-11U

1) t1-3flfllltiltlf1 'j11J11:JJU"tl~t~t1:JJ1t1~.,rtl1q!"tl/ff1'j~'Ut'VJff/fi1~1'~~hflty~

~t1~fl~t1~ itJl 'UViff'VI1-3t~tl1ti'U t~t1 1~~~~1:JJ~"tlfll1tJn,j~~1'U1h~~11''U ~~~1:JJ~"tl-31'U1~tI'j1:IJ

tI.q 9J <JJ tI .•.I~ we.

'Ut1-3t1-3flfll'j ~ ~~1:JJfl11:IJfll1'11'U1~ l:IJU~'Uf1"tlQ'VI'Iitm:;u~'U lJ{) 1J~fll 'j

fI l!I 91 A .•.t:! do do QI 01'J/2) t1-3fl fll'j m t1f1'Ut11q!"tlU"~~1'j ff'Ut 'VIfft 'J1'UlJ<W1Jt'VItl1J'VIff1flty U"tl~'Vl1 '11

iT'U 1'il,hijf1Wlh 11J1~ffU1J~'4'Ufll'j fi~iY'U1~fJ~l~ijtJ'j:;iY'VI i~"tl
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2) ~.:Jflfl1'nh#.:J~ 1~ ~lflflWY11J'Yl1'lJ'lh~!iJ'lJ~HN1'lJ'U~.:J~.:Jflfll':im. ~
~~ih~1Jfnl:JJfflfifl!IVf~fll':i tli'mJl.:Ju"~1111 ~fll~HY! 1.:J'lJ1\9lm':i:JJ'Vl!~:JJ'l1,U"htJ'Yl~~~flT:itlii,j~. ~ ~
11111.:J~.:Jflfll':i

••.••••• 4 ••.• V
4.2 fll1;JflflTnn1iJUlfift IfIfUUliu.n:rnUUlflft U(;1~fll1;Jflfll1fll1'IJ1 (MAK.2)

rI 91 .:.. 1 'd 91 rI ~ ~ rid 0 ~

~.:Jflfllnnl.:Jfl11:JJ:JJ'lJ ~11:JJ'U~:JJ"ffl':iff'lJ!'Ylff9f~'rl'YlU1':iU,,~gl':i~U1':i'Yl~1!U'lJ..
d 91 191 0 '" 91.'1 91", ~ 91 '":JJflW.fl1'VlU"~'Vl':i~:JJ~.:Jl'lJ ffll1':i1J1JflmmlNlJ1tJ IH':im·m.:Jl'lJ. ~.:Jflfll':iff':il.:J!m~~~fl1':i

II q qJ CUi

~ QI cI " ~ cv .e:.. ~ ~ ~ rI
ff'lJ'Yl':i'W tJfl11:JJ~'U~.:J\9l'lJ!'Vl~tl':imJ l.:Jtl ':i~ff'Yl1i.fIl'Vl!!"~tl ':i~ff'Yl1iH" 'U~.:J~.:JfIfll':i

•••• OJ

4.2.1 m"HJf1m111'S'tYtJltJ1lrnlrUmff

1) 'l1~1qI"U"~ffl':iff'lJ!'Ylff~~1!~'lJ ffll1 i'm-JfI"lm 1~1J~111':i1~i11tJ/~i'1J
~ 4 'J/ 91 .l, 91' "" '"

H".:Jl'lJ/~.:Jflm .fl1tJ'lJ~fl :JJfl11:JJ'Vl':i~:JJh.:Jl'lJ!~~\9l~fl1':i~U"Hil1tJ fl1':i1J':i111n~fll':i fll':i\9l':i1~ff~1J....
'Yll.:Jfliififl fllniw.J'\.J ltJW.fl1'Vlfll':i fffl1:l1!m~fll':i 1~tJ UH'lJ.:Jl'lJ!m~fll':i~~fl1':i ffl':i ff'lJ!'Ylffiifl11:JJ

QI evSl tI
!11:JJl~ff:JJfl1J'U'lJ1~ Im ~f111:JJ9f1J9f~'lJ'U~~ ~~f1fl1 ':i

~ 91 .:.. l' ~ rI • .1 ~ ~d .,!\ <!I 1IJ91
2) ~~f1fll':iff':il~f111:JJ:JJ'lJ~11g1':i~U1':i!m~9f~11'YlU1':i:JJfl11:JJ!<J1~tl~t~

1J~~ri'lJ11i1~'l1~:JJ"t1 111" !m~ 11f~1'lJ~ltJ..
~ 91 ':"1'91 .:: rI rI

3) ~~f1fll':iff':il~f111:JJ:JJ'lJ~11'U~1qI"lm~ffnff'lJI'Ylff ':i1:JJ'Yl~':i~1J1Jgl':i~U1':i

rI tie!! fJJ 1" "~ 1 ""U"~9f~vJ'YlU1':i:JJfl11:JJ'Vl':i~:JJ~~l'lJ~tJl~\9lm'lJ~~ 'lJ.fl11~UmU'lJ•
cI Q.I tIJ Q.I 9/c;t 'JJ ~

4) 'tNflfll':itl':i1Jtll~fl" tflfl1':i~~ 111:JJ'U~1qI"!m~ffl':iff'lJ!'Ylff':i1:JJ'Yl~':i~1J1J

0' rI • .1 0' 0'..J 91 191 191 '" '" 91 91 d 91 "" ""eJl':i~U1':i!m~9f~11'YlU1':i'Yl'Vl':i~:JJ<J111'Yl'lJfl1Jfl11:JJ\9l~~fl1':i'U~'1rj!fltJ1'U~'1 'Ylff'Yll'1'U~~1J':ifl1':i

tl'U.fl1'VlU"~fll':iltl~tJ'lJUtl"~!'Ylfll'lJ htj
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OJ' " "4.2.2 tl111Jfltl11frJUI16JJB~IHfJf}1

4 Q.r fjJ 0' 4'~~~'lrt~
:lJfl1'H)~fl1'ifl11:lJ'i'UtI'HNflfl'H't'ItI l1tfl~ff~f1t1 ~11'W:fl1'i'i1'U'i1:lJU":::..

, 31 , .Id 'JJddt .1 'l' " 31-'1 31",
tnrJVI tI ~f1111J':j'U'eH'UfI ~ 1m fl1 'i ()1rJVItI~ t m:::u ~ flt'lJ" rJ'Wf111:lJ'i VIt'U'Wu 'i::: ~rJ")j''W~1fl f-Iu1Wf-I'i 'Ucu ~ qJ qJ qJ

f-I~~l'WU~:::tI~fl'fl1'i .fl1rJ'Wtlfl fl1'i u~ml1~rJ'W 1jjfl1'il1i)U'~ ~~/t ~'Wtilff tm:::u 1111~fl1'i l1iiu~

o 31d d 31 , 31' 0' 0 '"

fl1'i11'i::::lJ1~U~:::'W lfl11:lJ tVltflrJ1'UtI~:lJ1 'Jf 'Wfll'i11~ttf-l'W fl~ q'VI'li tm::: fl1'i'W I'll ~fl!l'W m~

A tld Q.I ••. ' ~ A .Qd QJ fI,''JJ
1V1m ff1 fffl'i tm.l1fl'Uu 'i::: ffVl 'Iif-I"'U tI~ 1 'Iifl1'i tlU" 'i flll1:lJ 111'i:::qflfl 'Jf

v v
4.3 t:lWil1'Vt'Utl~'Utl\la tJl'nn·U'nft ua:l:f11UJ1

0' 31 ~ , I 31 31 "
4.3.1 tI~f1fl1'iff'i1~f111:lJ:lJ'W 1l11'UtI:lJ" ff1'iff'WtVlff tm:::f111:lJ'i'tJtI~tI~f1fl1'j....

t::t • 0 ~ ~ 11131 QI tI ....1 Q,I

:lJfl11:lJU:lJ'WrJ1t'Jf£ltltl ~~ 'VI'Wt11I9Jfl1'iWum~u~tI~tw

0' 31 ~ , , '" '" 31
4.3.2 tI~f1fl1'iff'i1~f111:lJ:lJ'W 11 'Wfl1'i 'iflll1f111:lJ~'U'tJtI~'tJtI:lJmm:::ffl'iffU! 'VIff••
QI •• ' fj}

Uf-I'W~1'WU~:::fl1'i~~fl1'iff1'iff'Wt'VIff (mformahon management) t'Jf'W:lJ1f1'ii1U'tJtI\!~ :lJ1f1'ii1'W

"" .:: 0 "" 0' d 31 """" d 31
t'VIfll'W 1m! 'tJ'WfltI'W''Wfl1'i~lt'W'Wfl1'i tflWCY)fl1'itfl'U'tJtI:lJ~ 'i:l:rJ:::nmU~:::1'1i l'Wfl1'jfl~tfl'U'tJtI:lJ~....
tflW cnfl1'i 11i''U11'I~,j'tI:lJ~ '11'11'Wff'jjrJ fl1'i i'flll1f111:lJ11"tI~nmm:l:f111:lJ~'U...

d '" "" " '" 31 ,d'JJ'I1:lJ1~'V14 fl1'i1~ fl1'i1tfl'i1:::'11 U":::fl1'i~~fl1'jfl11:lJ'j'tJtI~fl1'jfl1'UfI:lJ.fl1rJ 'WtflrJ1'tJtI~...
Q.I QI 0 'JJ A 0'...1 d iJ
fl 'U11'I 'Jfty1tm::: t 11U'U'Ufl1'iVl1~1'W 'UtI~ ~'U 'I '111'i tI ~fI u 'i::: fltl'U 'VI 1 ff.fl1't'1U1~ ~ tI:lJ'tJtI~ fll'i f111JfJ:lJ

, 'Wfl1'jffU 'Uff'4 U, ,riifl1'il1i' 'U111~f1Wtll't'l~l'W' U tI~fl'm fi1'11U~ti11'11:lJ1vm 'Vf1:::ff1'11i''UUf-I'W

11i''U111~fJWtll'Vf~lU 'VfUm1'W l'Jflfl'W ~'WtflrJti'UUf-I'Wl1i' 'U111~~~mll1't'IU ml'W 1~i' 'Ufl1'itl1J'i:lJ',r

Vh~l'W!~'W'f1:IJr~ tluTi"'l 'UilW'l11U~:::11i''U11'j ~'i:::'U'U~1'W ~'Ui 'I11'j f11'j t~'W~u11'Wfl1'ii t~:lJl1i''lIl1'i ~u q <u cu q

9J ~ Q.I 'JJ ,. .t:I _I~ .c:!t ' d ~ d QJ
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t1f1V~~'lf1Jt'lfVIt~~f1l'jff'j 1~1tH'il~!'il1J1'Vf'il1'jW1~1V

OJ
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.., lV.
5.1.2 m1'tYfU'Ul'lJtUnf)1"n~fJ'Ul

CV .:1)10 QI ~ ••. I r::$
1) 'i~'U'U01'iVfWl'U1U't'l~t<.HJ'UHn'l1'i'U'Uflcnm Vf1l1'iW1u'i~t~'Ufl1111

••• q

o "" 31 1 "" 31 ••.• di ••.• 31 31 ""
1I1nJ'UU't'l~f11111~fN01'i 'U01'it'iV'UIUi:l~VfWl'U1 C]f~1Jfli:l1m 'I11'11'U1~1'UU't'l~~'U'i'l11'i'i~1J

.u'fl01'11'U~t~flO1'i~fl i'Ufl'4ty1\P101'iU'i~flfl'U1'lf1;Vf f11111t~V1'lf1tyVitff~'U fl~fl~rl m f11111

.y;1V11m~~fli:lQ'Vl1fU't'l~fll'i'U'i'i~Ufmu~,j~fll'i'Ufl~fl~rlm 1I~V1i'i'i1l tlWfl1Vf f11111Ui:lfl~11V

fll'ifff1~tff~1l'~'Ufl1Vf O1'iui''UU~~N't'l~l'U'Ufl~fl~rlm O1'itU~v'Uuu't'l~tVIf11'U 1't'l'8tm~'U1\P1m':i1l

, ••.• _I " " ••.• 31 "" g) "" ••.• "
ff1l~ i:l'i~'I111~1\P1QU'i~ff~fI'IJfl~fl~f1 m fl'U fI 1111\PIV~01'i'UV~1Jflcnm fll':i t'i V'U IUi:l~ff'U VI'jl'l V

31 "1 _I ••.• ~ :J ~ '="l
f111111'UtH V~f1m Vfllfft t't'l~1uU 'U'UO1'il'lWl'U1V1'11't'llfl'l1't'llV'i 111VI~fll 'i Mfl~ 1 fll'i FiflV'U'i1l

131 ",,~.1 _I " 0 I
011 f1'lf O11tU'UVft't'lV~O11ff~ff1lu1~ff'U011W1I1flO11V11~1'U (\Pll1lfl1111t'\1111~ff1l) fll1mtJVlfl~

31 31~ .••• "" I "" i g) 0 31 ••.• i' i 311
f111111"1fl~VI't'llVVfl'l11mfl~VWV1Q O11ff~tff111 'I1'U1f111111U't'l~Vlfl~~ '1111"1111'If 'U011

U~,j~~l'U

QI .c:t. 910 QI ~o
2) 'i~'U'UVfWl'U1U't'l~t'itJ'Ulffl'111'U~'U1

" ~I "" _I "" "" ••.• "" 31..s ••.•3) V~f1mu1~t1l'U u1~ffVl1iNi:l'UV~1~'U'U01'il'l Wl'U1U't'l~t1V'U 1·~1'11'j'U

'UfI't'll m tm~ Nth 1~ vVi1111W1N't'lO1'jUn,j~~1'U 'UV~U~ 't'l~'UfIfi 't'lU't'l~N't'l~l'U'Ufl~ fl~ rl m-i 111~1V
q. ':d q

rI Q.I 4 ""GI A ~
4) v~f1m 1I~01'it'ifl~f11111011'11'U II 'UV1'l1'Vf011~1'U'Ufl~1JfI't'llm'VJflfl'U Vl1

~ rI ,t:S ~ ~ tI.cI 'JI ,,~ "0 4 ~ 0

VI~V~f1m VV1~11U1~ffVl1i N't'l V~f1fl 11101 n1~ UN'Uff'i 1~~'U'i '111'i U't'l~~'U1tVfVn'U VIV~011 VlHl'U

_I'" ..,
5.1.3 m1u1~IJJ'UR'11UfJf)'tY'U'fJfN'1JRnm1

tI _. ~ QI ol:i 1 ,,~.c:I d
1) fl~f1mlJ1~t1l'Ufl1111~flVf'UU't'l~f1111lVf~l'lV lI'Um1JfI't'llm ~1V11i011V1. "

Ifl'U Vl1~01'ilm~'~ Ifl'U VI1~011 .yjt'\1111~ff1ln'Uu~i:l~fl~1I U~ i:l~ri1'U'Uv~1Jflcnm tm~ 1.f~1;1~
" .

t'\1rl1ikwflU i' 'Uu~ ~f11111~fl-n'U 'UV~1Jfli:llm

2) V~rl fl'n.J1 N't'l01 1U1~ lij'U f11111~fl-n'U 'UV~1JfIcnm 1I1t~fl1l1 v~n'U N't'lft'Vt:6

v
5.2 tlm'WtA1AatJ1J'Utl~'ldfla1fl1

rI Q d GlOQ.l al" "
V~f1m'U1 'VI11'U~f1111lff11111QU't'l~1~~'U01't'l~f1'U l'Yn) 'VI~1'U'UV~V~f1m1J1 'i ~ N't'l

• d " ••.••• 31"" 31" 0 ~ •••••• 31
ff1t'i'ilV~f1m'il~ l'I1llffmVfU1~'t'lVlll'Ufll'iVl1~1'UUi:l~UnV1fllffVlff'U1Jff'4'U l'l11JfI't'llm

ij1!'U .tl1Vf~U't'l~ij f11111U't'lV~ 11tJ
.., ..,

5.2.1 "IJF'lR'11Ugml1fJ"n~R '1lUl'tYtJ\I'tYB"IJB\I'l,/Rnm1

1) V~rl m U1 ~tij 'U;j~f11111ff11111Q'Um 'Ufl 't'llm U't'l~ 'i ~~1J01 ft~f1'U~•
" do 0 " dQ.ol' Q '0' " dQl ~
\PIfl\l fll'i 1Ifll1 fll'l1'U ~'VI'UTm'UN~'lI'V1J'lJtHU\PIi:l~\PI1U'VI'U~ U't'l~1IflU'VI1l1V'l1'U1V1'i'UFi~'lI'fl1J\PI111
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~ ~. 'I
fl1111~fl1111ff11JTHl 'IItl'i'lJ fl €11f1'Hm~'IIElf)1'H'U~ &'Uf1t) 'H1J11:.1

2) ijm~'U1'Uf)1'.l~ijtl'.l~iYVl1iH€1 'l'Uf1l'.lff'j'j'Hl ':h~l'i 11'iiilU'H'll'i U€1~

~l'.l~i'm:Jl'lJflmm ''H,j ijf1l'j'j1'U'.l1111l'.l1~ffEl'U tm~tl'.l~tiJ'UfJWff1J,j~'IIEI'i'lJfl€11m f)1'.lHf1

_I "" ~ .:, , , ~ '"
EI'U'.lII U€1~1J'.l~ ff'Uf1l'.l WEI'ifl m ff'.l 1'ifl111J 1J'U 'il11'U fl €11m t1J'U1I1UVI'U'IlEl'i fl1111 'H€11f1'H€111:.lVll'i•
~Q,QI <C.\I QI

'IlElfl~ 1Wl'U1i'.l'.l1JU€1~fl1111fl~EI1'U 'llEI'i'l!1J'lf'U'Iltl'i'rl'U f1'i1'U" A,~ "
3) EI'ifl m'U'.l'Hl'.ltm: 'il~'.l~'U'Ul.Jfl€11m t'rlEi 'H'i1'U 'IlEl'iEl'iflm'U'.l'.lqH€1

• cI 'I ~_l 1 ". ..; ... " ... ~ I ~ ~_'I ~'"
ff1t'.l ~ &'lf1J'.l~ 1:.I'lf'U~1f1fl111Jt'lf1:.l1'lf1qJ'rltffl:l'llEl'i EI'iflm tff'.l1Jff'.l1'if)1'.l2;l'it'U'U ~1J11:.1/ ~'.l'UH€1'i1'U

/ f)1'.l 'l11''U1f)1'.l~'IIm'rl 'l11'H€1~llij'Uf1l'.l tfl'U 1tl1l11Jfl111Jm~'H1'i'HiEl~f1'h lIE1'Uff'UEI'iI9iEl

31 C\ 0' _IQ,QI~ I Q.I d ".d
fl1111VIlVllm 'If'i f1€1fJVl1iU€1: ttH'U 1J{) 'U1If)1 '.l fl €1EI'i1I1'rl ElVI~~ 11tl 'Uff'U EI'ifl11111l EI'if11'iVl

ttl~t1'Uutl€1'i 1tl

'" "''' .•. ~
'II~fl1111ff11J1'.l flU€1~fl1111t'rlI:.l'i'rl EI. EI'iflm'U'.l'H l'i'lJflmm fl1111llfNf)1'.l 'IlEl'il.Jfl€11m U€1:fl111J

~EI'if11'.l'llEl'i EI'i~m t~EI '111'~'U' ~11ff11l1'ifl~ltij 'Uf)1'.l 1~EI~l'il9i EIldEl'i t~Elf1 EI'in'U f)1'.l €1~l.Jflmm...
~ .ct lI)ld lI!Id o='t

tt €1~t 'rl EI€1~H€1m ~VI'U'ill f1f1l'i Vll.Jfl€11m &1Jt'rltl'i 'rl Elt1JEl1Jfl111J 'il1t1J'U

5.2.2 U11tntJltf7un11fhnu

0' 7J J., 61 0 ~ QI ••• I ~ GJ ~ .d 0 ~

EI'ifl m ff'.l Hfl111Jll'U &~U€1:~lt'U 'Uf1l'itl'.l 'U1J~'it'rlEi &11fffll'UVlVIl'il'UtElEI

19iEl~'Ilm'rl tl€1E1fltltl tt€1~ijf)1'.lf1tl'in'Utll:.l ijf)1'.l t11'H'Ufl~11fl H€1'i1'UH€1~tf11111l1t1f1l'itli''Utl~ 'i

o QJ , ••• 1 d
ff1'H 'i'U UlI €1~1J'.l~ tfl 'U

.
•••• ov ov • ""_I .•• , !II

fl181i1l1t1tJUlItJ'tfU fl119~91UU mflwcn/8~fl1J1~ fl811P1111't'l'I.J1~'fl5fl111:l"lUU

'fl1'WtI1fl1~flfla'U8~1:1.J1Ifl11flll1 t,}ll.tlltilU

EI'i~tl'i:f1E1'U~ 1 ffm'rltt1fl~El1Jf1l'ili1'i1'U ~'U1111'Jt11'H'Ufl'U lt1'Ulmm~1~'lJ1'H1'.l.•.

~l'UVli''rll.l1ml.Jflfl€1 (Human Resource Policies and Practices) t~tl1il'Uf1l'.lti~tiltlf1 f1l'.lHf1tl'U'.lll

f)1'.l t~tl'U i'Ut~tl'U ii 1tm'll 'i tm:f1l'.l ~lt1H€1tl'J~ lt1'lfU 11tl'lJU VI'Utfl'U€11t1" f1l:lWUfll:l'.i t11'H'U~

'J~ l:.I~n€11U€1~~Elt1111'Wfl t~tl1n'U f11nh: tiJ 'WH€1f1l'Jtl ii,j~ 'i 1'U~l 'H1J1: ff1J t'li'U 'J: tI: t1€11ntl'U

f11'J~ ~l'iW 1fl1111~ fl"J11J'lftl1J 'rlU f1'i1'WVI'i1'Utf1Wen~H;'l 'Wf1l'.lW~l'J W1fl1111~ fl1111'lftl'U tm:

f11'Jt~EI'Wi'Ut~EI'UiilH'H 'Il'i 'W11:.1'lJ1t1f11'Jt~tl'W ii1U 'H'Il'itm:fl1111~ fl1111'lftl'U '1~tf1Wentl'i:liJ'WH€1

'JI 0 31 ~ d.di ...1~Q.I~do J
'i 1'Ut m~ 'IlEIf)1 'H'Wfl fl1'W~'Jtl1i 'i 'J1JH€1~U'W1V11.:JVI'rl 'i 1J{) 'U11VIf11'H'Ufl 'Il'U
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ijrl1~~~ lflH'ff~l~tl~~m (Organizational Structure) ml:::'ffltJ~l'Um~u~ti'UUty"ll'l~
QI Q,I QI 0 .q tI.::I .q QI

'l1~t11'UUCI:::t'I1lJ1:::'fflJfl 'U'll'Ul~UCI:::ClflllW:::fll~ ~ It 'U'U~l'U 'll tl~'fl~fl fl ~ lJm~ t tff~ ~t tf-l'UfllJm~ 'il~••
a' d ~ ~~ evll31 Q.I .e:t jle:{ QI.q

tl~ fl m ~VI\!fl~ tl ~tm::: tU'U1J'il~'U'U t 'I1l'l'UfHl'U 'YJ f1fl'UVI~l'U Uft:::lJm~ ~:::'l.I'11'UlV1fl11lJ~'Uf-I~"ll'tl'U

'lltl~~'Ui 'I11~i'U~hu'11\1~"hfitlJtldl~tWtJ-:jl'ltl f11'11'U~ti11'11lJltJf-ICI~1'U~fftl~fl~'fl~n'Ufl11:Ut~'U'ili ~
•• u

" ..,. _!if o.q GJ QI dd 9J Q,ldQ,l 'j)

t~HJml'll:::t 'Ul'l1lJ1tJ'lltl~m~ ~ It 'U'U-:j1'U t 'U~:::tJ:::ff'U '11ClmCltJ~m~ ff~ 1~fl11lJ fl~~ 'UVll'l 'Um l'U IPltl~

tl iiU~~1'U\PlllJti11'11lJltJ~~-:jtf1'U1Ii -:j'il'Um'il'll1~fl11lJ~tlff\Pl6'1 ~ m':i iM':iH1ftl'firml'Utrl'fltliiu~

1~f-Ift~l'U \PlllJti11'11lJ1tJ

'I 91 "' ••.•• 1 91
U'U'U'fftl'UmlJfl1~fl1'UfJlJmtJ t 'U~1'Ufl1~'U~'I11'JVI':il'ltllm'l.lflfl" 1J':i:::fltl'U~1tl

1) m':iff':i':i'l11 1~Utl ~ltl'Ui'l11'Jiim'Jfil'11'U ~Yi'flll :::UCl:::fl11lJffllJl':ifl~ ~lt~'U'lltl~
• JI

~lU 'I1U~~l'Utilfity i~tl~l~ oM~t'il'U m'Jfftl'Ufi~t~tlfl'l.lflCllm t.wtl'U':i':i~u~-:j~~ iim':iVl~fftl'UYi'flll:::

tm:::fl11lJffllJ1':iflmlJ~fil'11'U ~i~'lltl~U~CI:::~lU 'I1U~~l'U Utu;t~'Ut~tl'Uuft:::fh«l~ii DIPl'J1~ 'il~i'il
u ••

UCI:::ffllJ1':ifli' fllll'l.1flCl1m iMtldn'Utl~~m iim'J tf-ltlUl'l~;;mJCltldl~~1il~ i'Uf11':ii''Uff:Jm'l11 tl

ff'Jnn'lJflCllm t.wtl~h~~~ ltmU ~~1~~ iim':if11'11'U~m:::'U1'Um'Jfi~u~tlfl t~'fl iM'i~'lJflCllm~.
QI 0 , d

m lJ1:::fflJf1'UIPllU'11'U~~l'U VI"l~

2) fll\Pltl'UUVl'Uiim~ U'UViflt1C1ltl iiU~~l'U 'll'fl~'lJflCllmtm:::iiM 1'11,r1~1'UCI~'UllJ. "
i' 'U':i'fl~, 'UCI~t1C11m~t~ tl'U,J'Ut~'Ut~ tl 'Uii m'J Vi 'ill ':iW1'fl'U:J~tm::: ~~Vilt~ 'U"1 tl"" flll W'Dflll ':i ii•
fl lIPlV'UUVI'UiMUtl1JflCI1m ~ tliiU~~1'Ut~'Uf-IClfflt~1I UCI:::iMtttl'lJflCllm ~ tliiU~~l'U ii

tl~:::ffVliml'l~~
!J1d QlCt, Q 0 9Jd eve=:. ,

3) '11'UlV1fl11lJ':i'Uf-I~"ll'tl'UlJm~ m'H'U~'I1'U1V1fl11m 'Uf-I~"ll'tl'U'lltl~1JflCllmU\PlCI:::fl'U

t~ 'Uft ltl""flll W'Dflll 'J fll':i ttl~ tl'Ut ttlCl~~ fflfityt~tl1ti 'Um':i lJ'fl'U'I1lJltl~ l'U iif11'J~~Vilt ~ 'UClltl

""flll W'tJflll ~i' 'Ufj~"ll'tl'U 'U'fl~~l'U ~ fflfityii m ':itl'4 :J~1~tlM1'11,rI'll U1tJ~ l'U ii m':i f1I'll 'U~'I1,r1~

fl11lJi''Ufj~'l1tl'U-:jl'U i~'flrll~oM~t'il'Ut~tl i M1JflCl1m ffllJ1~ fltl ii,j~~l'U 1~\PlllJ 1\PlQtl':i:::ff~~f11':i

. '" ,
~lt'U 'U~l'U'lltl~ 'I1'U1tl~1'U

4) m'J-WWl'Ul'lJflCllm iim~fl1'UfJ:U~tWtl~l'l'fl'l11'fl i,j t~'fl i Mfl11lJ~'Ui'il'h 1JflCllm

1~i''UVli'l'ltl1m tfl~'fl~jjtl UCI:::flU~fltl'U':ilJ~ ~lt~'U~ tlm'Jtl iiU~~l'U mlJ'Hl! 1~fl11lJi' 'Ufj~'l1tl'U

9Illt· •••••• "' •••• 1••.•• 1 '191 ••• .1 • llt .1"' ••.•'"
m &lJtl'ltl~l'ltl'il~lJ11im~1J'J'U1Jl~m~fl1'UfJlJ t'I1~'U'U'fltl1~&'Jm':i1JD'U\Pl~l'U'llV~1JflCllm

5) iim~ f11'11'U~lJ1I91'J!l'U m~tliiu~~l'U iim~tl~ ~tij'Um~ tliiU~~l'U \PlllJlJ11Pl~!1'U ~
" .

fil'11'W~t~'Ufli' ~m 11 UCI:::~~Vilti:l'U ClltJti'f1l1WtJf1l1'Jiim~ tJfldtl~'I11tl i Mn~1C1Utl1JflCllm-riii

f-IClm~tl iiU~~l'U ~ -:jfl11lJ1\Pl~!l'U ~f11'11'U~iim~ tliiU~t ~'fltli''Utll ~m':i tlii,j~-:jl'W ~~lfl11
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QI QI rI ..• 1 9J 0 91 GJ CV

1. fl1'HI~fl1 'j nH'W1 f1'HJ'lfMtI 1J'j~ f1VlI~ 1t1fl1'j fl1'\1U ~f11111191fHfl1'j lU 'VI'j 'VW1m

"1l)!II I .,,, "" "AI !II 0
1I'411tl lflUf1 (1) fl1'j11~UNU'VI'j'VW1mlJ'411tl (2) fl1'j1!f1n~'\1~lU 1J'j~f1VlIfl1t1 fI1l1'j'jtl1t1

~f111ru~~lU (Job Description) u~~fJru~mlru~~lu (Job Specification) (3) f)1'jVVf1UlIlInu

1l)31 dI ., "1l)!II I ., .s
fl1'j lfllJ1C)f~VI'j'VW1mlJ'411tl lflUf1 (1) f)1'jn''j'j'\11 (2) fl1'jfl~mVf1 (3) fl1'j1l'j'j~

fl1'j"l,*'VIi''VItl1mlJ\i1l6''1-A'!nfltl'j: lt1'1futt~"lfl i~url (1) fl1'jVlWJU1 (2) fll191VlIU'VIU(3) f)1'ji'f1111
JI

(4) f)1'jtl'j~liju~mtlii,j~~lU (5) UH~lUff1lVlU1i' (6) n'1n'~fl1'jU~:Nlltl'j: lt1'1f.ulf1VfJ~
JI

.c:9 I QI 91 QI

2. n'lJ'j'jflU~ (Competency) '\1111t1tHf1'llJ'l.IV~'VIf111~f111lJ1f11111n'llJ1Hl 'j1lJ'VI~

'VIq~m 'j 11fJru~ f111ru~Ull: nflU f1~~1Jfl m m ~l!;jU ~ v~ih~ mJ ii ,j~~lU Vf.h~iitl 'j ~ffVlnm'VI

Al "" "" ..t "I !II 0 d ., Al "_,,, "
1J'j ~n'Vl1iN~ Ull~! 'VIV '\111'j 'j 'l N~n'1!'j ~191'j ~19I1111191Q1J'j~ n'~f1U~~! 1J1'\1111t1'l.1fNV~fI fl1 'j

!II !IIddl t!ll QlI1l)!II
Competency I9IV~Un'fl~"I'\1!'\1UtHN~~lU (outcome) N~~lUUUl9ltNn'l1J1'jfl1flfl1 lfl (measurable)

~ llJ ••. 1 .d 9J QI QI 0 1 •
Vl1l1J C)f~~~fJU!f1t1f1Uf1l1f1111Key Performance IndIcator: KPI

3. f1tum'VI'if1191fl1ni1~lu fl1'j~flltlmmlJfltum'VI;1191fl1'jyh~lU '\1~Vi~t1f1~v'h••
..t ''1 ?l d~ "" "'I!II.l !II 'I !II QI 1l)!II

QWL !'lfV11ltl'jUfl'j1l QWL !1JUUU1V11~'VI!'VI1IN~N~I9I'l.IV~V~flfl1'jl'\1tt~'UU m l'I1'V1Uf1~lUlfl

t'li'11J1iiri1U':f111"IUfl1H;flffU i ~~'il~ff~Nllm~'VIlI~vfl1nh~lU'l.IV~I9IU hhum1l QWL ~~

tl ii,j~~ V'VI11m1 U 'l'Jm ~~11~1t1UU1ftflfl11lJ!;j U tl 'j ~'If1ntl i191t1U~~m ~~ U f)1'j ii ff1U i111"IU f)1'j

~flffU"I~ UU1ftfl'UV~ ltl'jum1l QWL ~~i-A'fl11lJ~hti~'Uv~ "f111lJ!;jUlJ\i1l6"1un'mu~

'ii1~lU" (Humanizing the workplace)
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U~fl f1nhm~'U1'U f11'j.yhn'U~hflty i,j,j ii,j~ 'U~'\11'j~~f111 u~~,ji''U,jt ~

m~'U1'Uf11'j~~f1ril1 t~mi~1Ju~f.lwfh1Murl~ibl'J / ~i''UH~~l'U~'U ti~~t~U'U'j'j~'fl111Jfflt~'i)'lJU~
0'

U~'flm

6.2.1 tn"i11F'1tn"ifJ"i::7J1'Utnnhnu
rI 0 o.d lfI~ ~Q.I~ jJ

1) U~'flm'\Jlm~'U1'Uf11'j'VI1~1'U'VIUUf1U'U'Un !,jllU'U~ U~~ff'jl~'fl111J

J'U11l111l~!~'Uillm1J~ufil'\1'U~ ('U'j'j~fJWrlm':lw~~'fl1~'\1i~) fflflty'IJU~f1'j~'U1'\Jf11'j Uf11'j'lJ1

" " ." .... .,j" . " . "'1 ••..
'lJU1J~'i)lfmihl'J m'UH~~l'UU'U Hff~1JU'UU~~H'i'11J~1'U'i)1f1.fl1l'J'UUf11J11'lft'lJf11'j'i)~f11'j

'U cu cu qJ cu

" " .
m ~'U1'Uf11'j~~f1ril1 U~flm' .j/~1~1~H~~1'U fflflty U~~~1~1~'j~'\111~f11'j ,jii,j~~1'U!~U'fl1'UfJ1J

u~~,ji' 'Ul.h ~f1'j~'U1'Uf11'jlh~1'U•
2) Uf1WW1l1'jW1'fl111J'flWl'\1i~'IJU~Nil1l'JUf11'jun 'U1l'Jm~'U1'Uf11'j'U~f11'j

OJ

••.• 0''';. "",J.,j 'I"". "" '" ,,; 11)" ".'1 ""
ff'IJfl1'WU~~H~~'W1i'VI'Ul'i)~m~'IJ'Ut'W Ut'\1Hil1l'J1J'fl111J'fl1~'\11~'VIffl1J1'jtl~U'Uff'UU~ t~ HlJ1l'J1J

• OJ OJ

~i1'Ui11J''Uf11'j~~il'U' 'i)U~~\h'fl111Jff2J''fl'j' 'i)'IJU~~il1l'J1Jl.w'i)1'jWl' 'Uf1n 1M''U~f11'j

0' ,,;. 1"'" 'I _'l ••.• "3) U~'flf1n'Wll'Jl1J'VI~~'fl1 'If'i)1l'Jt~l'J'j11Jt'Uf11'j~'j1'i)ffU'U lJU~f1'Uf11'j~U~

"
Yil~ l'U cUlU~~'fl111Jfi~'Wm~

6.2.2 tn"itl1vthm"ig:7J1'Um"i,h~1'U

f11'j,ji''U,j'';j~m~'U1'Uf11'';jYil~1'U m'i)'i)~1.j/1if11'j~mnf1'\1ml'J t'li'U (1) f11";j•
u~m ,j~l'J'Uf1~l'J'VI'Ii'~1l'j~ff'U'fl111Jfflt~'i)fl1l'Ji 'Uu~t1'm tV;u.u'Ut'fl~U'Uf11'ji1l'J'U~u~~'U 1~m 'j1J (2)

• OJ

f11";j1tml~Mm~'U1'Uf11m~~f1n1~l'Jllii,j~f1n (3) f11'j1.ijmm~-Yr(PJJ'Ul(4) f11'j.ij~'j~~'Ut'Yiv'U!fil'J~

(benchmarking) (5) f11'jlli''Ut,j~l'J'Ut'VI'fll'U l~tj (6) f11'ji.j/ffl'jff'Ut'VIff'i)1f1~il1l'JU~~~i''UH~~1'U~'U. "
(7) f11'j' .j/~m.!~f11·H~'Ut~ull'j~lij'UN~'VI1~1~Umm~fil'\1'U ~i!h~'U'fl111Jfflflty, (8) f11'j,ji''U~u

'j~'U'U (re-engineering) cIJ~cIJ 'thff'UU~U\!~H~f11'j,ji''U,jt ~m~'U1'Uf11'jYil~1'U i 'Uf11'j,j'j~!iJ'U
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o ~ Q.I Q.I 0 J tl .:l QJ

ft 181i1JUJlrU1JlrUU fl1~~~muufUflWan/tHfl1.h: fl81Jfll1J'I11Jl~'t1 6 fl1~~~fl1~
q

fl~:1J1U fl1~'U8·:n:1J1Jfn~ f111JfJ1JillDlu

fllU U~ U lfll'j ~~1H'j~ 1J1Jfll'jfl1lJfJllfiltJ' 'UU'l ~fll'j'j1tJ~1'U fll'jfl11JfJ 1JfiltJ' 'U

:,; lII'J1o ~QI

, 'U'lJU ~ 'U & ~ fll '11'U~'IJ'U~ t)u fll'j ~~11~'j ~1J1Jfll'j ft 11JfJ1Jfil tJ1U U'l~ fll'j 'j 1tJ~1'Ufll'j fI 11JfJ1l.fl1tJ''U
oJ

'" •.••.• • "'I 91 '" 91 tI 91~l1J'j:l1JtllJ f1~um~'IJ'U~ t)'Ufl1'j ~~'VI1'j1tJ~1'Uf1111Jfl1J'I1'U1m1J'j~llJtJ1J f1~~.'lJt)5 'j~f1U1J~1tJ

fll 'j ill '11'U~~i' 1J~~ 'ifU1J 'IJU1Jl'IJ~~1'U~ ~~'lh ~tij'U 'IJt)~ulPi'l~ ff1'U~1'U fl1 'j tI 'j~ 1ij'Ufll'j f11lJfJlI'IJt)~

u\Pi'l~ff1'U ~1'U ~~vhuf-l'U fll'jtli' 1JtI~~fl1'jfl1lJtJ1JfiltJ' 'U& ~~l11'j 1tJ~lU fI1111fllJ '11U1 U'l~ ~~

1H'j~1JlJfl1'jfl11JfJllfiltJ' 'WI tli'lJtI~ ~fll'jfl11JfJllfiltJ' 'U

t)~fltl'j~f1U1J~ 3 fi~m'j llfll'j f11lJfl1l1rJ'UVmi1 t)ri1~' 'Ufll'j~ 11U'Uf11'j1~tJ1il1J•
f11'j~~fl1'jm~1J1Uf11'j 1~tJn1'11U~lrJ'U'lltJftm:lflr vm:l'j 'lJt)~u1t11J1mt'l~1itlilu9i ~ i~'j~'lJ

uri1~i~1 ~'U~~'I1U1~m11li' 1J~~'lft)1J'lJU~l'llrm1'UulPi'l~f1'U1~tJ1n1Jfll'j~11U'U~1'U' 'U'I1U1~
oJ

i'1J~~ ')fUlJ 1~t1W~1'jW11I1f1ij'U1tJ1J1t1U'l ~'j ~1utJlJtlil u9i mh~trJ'U l'I1~f11'jnll n~ij Uf-l'UN~
• "" 1IJ 91"'1 91(Flowchart) (Uff~~m~1J1'Ufl1'j fll'j~11'U'U~1'UU'l~f11'j &'l1'l'IJt)~'j~lJ1J'lJUlI'l) ~H fI'j~ff'j1~

OJ

t)~ti'm (Organization Chart) U'l~fl1t)i1J1t1ftf1'}.lW~~1'U (Job Description)

U1J1Jfft)1Jf:l11lf11'jfl11Jfl1JfiltJ''U~1'Ufl1'jlJ~'I11'j ff1'11i'1JffU1Jf:l11JH'lJ~'I11'j~
• OJ

i'1J~~'ift)1J~1'U1J~'l11'j, U1~ t)~1~tJ1n1Jm~1J1'Ufll'jtlilu9i~l'U (Process) fJ1tJ1J~'l11'j1~ij

f11'jW~1'jW11m~n1'11U~m ~1J1'Ufl1'jtlilu9i~lU ~ff1l>i~' 'Uf11'j~11U 'U~lU mllfil'j fi~ fJ1tJlJ~'I11'j

ijf11'jtl'j~lij'UtI'j~iYl'Iif-l'l'IJu~m::1J1'Uf1ntlilu9i~1'U f-l'lf-l~~ (Output) 'I11UH'lft'Vni (Outcome)

lllf1 f1'j ~1J1'Ufl n tI ilu9i~ 1'U'IJt)~'11tl1t1~1'U1J'j 'j "J ~ 11l1~tJ tI 'j ~ff ~flU 'l ~1ih '11111tJ~n I'll 'U~

!II ~, •

1. 1~~U PDCA U'Udj'U';r'U~t)'U.yj~11rJ'U~u~tlilu9ilPimut)~ flt) Plan-Do-Check-

1 ~ ."I .;. ."Ii 91. lIJtI 91 .It I ."Ii 91Action ~m~l'f1~'IJ'U~t)'Ul'I 3 ~'j11lfft)1Jff~l'I ~'VI1t U'l1 (Check) 1l'ft)~nllfft)1J11~lUl'I ~

1rJ'U1tI~11J1J1~'j11u~n1'11U~'I11Uhi u~1'\h1J1t1i'lJtI~ ~uA'1'IJ1Jf1l'fit)~ (Action) 1rlt)~'j1'j)fft)lJ

uN1 l'f1J'hijff1'UlJf1l'fiU~1l'f'j1~UH'U 11i~'111t)l1111ii ~~l1JUHU ~t)~uA'i 'lJff1'U~1Jf1l'fiu~ 1~tJ

9I1IJ 91 'JI 0 _~ ••• .It 1IJ ''I 'JI "" ''''' .1 '" •..
Uflt 'IJ~'Ul'\1~ U'l1l'11fl1'j ut)~f1'U tl'ft) t1J&'l1lfl~fl111JlJf1l'f'j t)~1f1~'IJ'Ut)f1U'l~'l11'V11~l'f\PJJ'U1'j ~1J1J•

oJ

'I11t)tli'1JtI~ ~f11'jl11~1'UU'U'l 1~tJ~H
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• v

2. fll'j1J~'\11'j fll'HtJ~tI'UU tJel~ !~'U f1'j~1J1'U fll'j tJi'1JtJ Ht'YlflU tl'\11 fl'j~1J1J 'j11Jl1~•
, d ~ 't 'J1 lIJ '1 . 'J1' "Cl'TlJ'Yl!1J'UtflHCl''jl~Uel~ UJ G)f lm~Cl''jl~ t'1l''U f1'j~1J1'Ufll'j'\ltH'O~flfll'j fll'j'Yl1J'Yl1'Ut'Of1Cl'1'jhw

QI.d , d d J. 131 .eto .e:t. QlCl, 'JJ QI yd.d
Vlfftlfll 'j! tJ eltI'WIttJ el~'OtI1~1.1It1J1JUH'Ut11'W'j ~1J1J Uel~t l'l '0 '\1!fWI f1n tJ {)1J\91 \91 'O~Vlfftlr-J'Yl1.1fl111.1...

'" 'JI 0 'J1 '" ~ 'J1 0 _I'" _I _I 'J1_1
t'1l'tl1'1l'ltyl'\l11J1'Yll'H'W1'Yl11J'Wf::!'Wlf11'j hJeltl'UUlIel~ (Change Agent) Uel~lI 'j~ f1'01J~1t1111U 1J1J

1nfll'j 1'YlfloWfl Ifl1 'O~ij '0Uel~11f1'l4~ ~ ri~!ff~ 1.1fll'j ItJg tI'WIttJ ~N
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.q J QI rI rI tI~ I ' .q ~ <L!!I .q

fll'j 1t fl 'j 1~'11U'ft~ff ~tfl 'j 1~'I1tflW cn/tN fllJ'j ~fl fl'U'j 1:UU'ft~t't1fl 'WflMI 'j fl~:Ufl fll 'j 'U'j '111'j

'11ft fl'IJfl~ tflfl ff1 'j fll'j ~~fll 'j fJWf11n'IJfl~'j ~'U'U11'j ~n'WfJWf11n fl1 'j ffflfl1 'j ~'U'U11'j ~n'WfJWft1n

h~ntl1'lJ1'ft U'ft~'j~'U'Ufl1'Ufl:umul'W~lU'Wfl~1:U'l1:U1~~ 7 H'ftftn,rfll'j~htu'W~l'W ih1U'ft~tVU~•

~~ v _I .Q 1:\

7.1 1JfI~''U1J1~D'nfiNn

Q.lJevdoQl od tI,
~ 1"lf1~ 't1ff1flfl!'lJfl~fll 'j 'U'j 'j ~ fl11:Uff1t 'j ~~ 1:UQ't1ti ffl ff~ 'j 'IJfl~ ff1'W'j l"lffll'j :U1mfl

0' 0 ""
'I1:U1~2 .1 'IJfll'jfl1~fll'jWH'ftfll'j~lt'W'Wfl1'j

••.••.v !II v ••.
7.2 1Jlll~''UtJWj)1'Wfl11 l't'ItJ1tn1

OJ ..g 1 1 ...g 1 'j)OJ "" 'j)"" 1'j)' '"
H'ft'IJfl~1~fl11:JJlHl"lfl ~U'ft~ :un~nfl ~'lJfl~H'j'U'U'jfl1'jU"~H:Uff1'W ~ff1'WtffU

OJ OJ

" .
QI ~ Q.I d 0 Q.I fjJ .c!l 1 1 ,..g 1 "Q,I ~ 31.:s I 1'j) , '"

~1"Jj'1~'t1ff1flfl!~1'\.Jfl11:U"Nnfl ~u,,~ :un~nfl ~'lJfl~~'j'U'U'jfllm"~~:Uff1'W ~ff1'WtffU :U1~lfl

G) 'JJ 31 d QI 31Q.1.q ,ild I 1fjJ I d 'jJ Q.I QJ rI
fl1'j'j~1.J t'W'lJ63.1 fl11:U1tflU1fl'U~'j'U'U'jfl1'jU"~~:Uff1'W ~ff1'WtffU U"~'lJfl 3.2 fl11:Uff:Ul"l'Wti

d 61 91Q.1.q 31~' 1'j)' '"
U"~fl11:un ~nfl t~'lJfl~~'j'U'U'j fl1'j U"~~:Uff1'W ~ff1'W tffU

••••••.1' .1 ••••••• 1••••..••••
7.3 1JfI~n'U1J1::D'nfi m'W'UtHtn11J!ltJ1ll1''If tn1

" ,
1I'j ~flfl'U~ 1U~1;1~ i1thti fY'IJfl~ H"fll'j ~ 1tU'\.Jfl1'j ~ 1'Wfll 'j 1Iiiu~ fl1'j 'IJfl~

QI ~~ o.q ~ 4' d
m ::'U1'Wfll'jff'W'Uff'4 'W'j1:u't1~H'ft~mn 'ju'Unm H'ftfll'j ~11'W'Wfll'j'IJU~ U~flm '11'j Uff1'Wn"lffl1'j't1

, " I' 1

.•h~1'WtfiU1~U~n'W 'j1:uil~~1;1~1I'j~ff't1iH"V'W '1 i11'11:U1~ff:U:U1~lfli1'j~1Jl'W'I1:U1~ 6.2
JI , "iJ ,

~1;1~i1thtiw~1'\.Jfl11:ui''UN~''lffl'U~1'W fl1'j l~'Wl1~fI1U1'Wu,,::mu'W flfl ~1;1~i1ff1tiW~1'\.J fl1'j
" ", ,II I

trJ 'Wfl~ fl'fl 'j i1~ 1'Wfll 'j ffU 'Uff'4 'W'It:U''lf'Wi1ff1 tifl! 1t'ft~~ 1;1~ i1ff1tifl!~ 1'Wfl1 'j 11ii U~~1:Ufltl 'j:: tUU'U

'j) OJ OJ d 'I 'I
'lJfl'U~fl'U U"~fltl'l1:JJ1U :U1~lfl't1'j~1.Jt'W'I1:U1~1 (H"~lfl ~ff. fI1U t'W+fI1U'WUfl)

.1 'j) 'j) "" 'j) '" 'j) OJ

lJ'j~flfl'U~ 1UH" ~1'W'j::'U'U'U'j'l11'j ~l'W1.Jflfl" H"~l'W fl1'j t'j (J'W1u'ft::n~'W l'IJfl~.
'JI "'l 1 1 ''''l 1 'JI "" "''''1.Jflmm H'ft~1'Wfl11:UH1"Ifl fl11:un~nfl ~u,,:: :un~nfl ~'lJm1.Jflmm H"~l'Wnq~m'j:U't1:U

~1utin:u fl11:U11'11~1~~ijIPiU~U1 fl1'jfhn'U~u"~1m~~~ l"lq~fln:u~~h1J'W ~1Uti'j'j:U
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"""" '" _I "" ""7.1 'lJfI~lUlJ1:t;r'nfiNt1

1J1milhl~W.flTVf'UtN ~1Iff. l11Jlt1fl~1Il\9l)'ilh1~Wmwthl 4 iJ~ ~f) tJ)'::iY'VIi~~

"fl1),U1111)'tm::fl1),~~fl1), fl1),11t1h1fU~::fl1),'l.h~tihltlWmW Uti~l1jhl 7 1Jl\9l),~lh148 riTti~:Jf~ . ~

i ";?l ~ '" o'1J)~ I .,; 91 910 d «!I
~t1111\9l)'jlh1'V11-411Jhl1Jl\9l)'ilU~1h1~~~Wti l~Ufl 1J1\9l)'jlhl'VIl~lh1~WmWI!;i~ll),llfl1)'fffl'l:ll

d y ~ Q.I fjJ 0' 'J/ d .~ ~
1Ilmjlhl'VI 2 ~1h1~1h111ltlU~~~lU~),1~~)')'tl 1Il\9l)'jlh1~1h1'V13 fl1),U),fl1),1')j'1fl1),U"~1J1\9l)'jlh1. " .
.yj4 ~1h1fl1),l11'4,jll ~ff~tJ~U~~1IPJJhlti)')'11 i ~t1iiri1~1~.yjff1flty'Um fl1)'Un'ltl111Jff1l~ 1l\9l11l

" .,; _91_1 " •• " " 'I~'VItiff1~\9lJ'1l1fl11111~'VI2.1'UllJlu)'~~~tl1')j'~~'VItiffl~\9lm~~fl~~'VIti moun"l ~hlfl1),U),),'l

, 91 9I.oS" Y I .oS t 91 .,; 91
tl111l~1I~"),~1111~tl111J\9lmfl1J''UO~1!;i1l~1h1~~1h1tfftl'VI~111J~1J1\9l),j1hl ~1h1'VI5 ~1h1fll)'

" ..
ilPJJhl1~tnuhlU"::'lJtlmm ri1ti~~ 5.3 ijfl1)'till1h1~U~hlfl"~'VI1i'Uo~~m1J'hI.yjlt)f01Jitl~tiu~'VIti. "
ffl~\9l{')j'l&i U"~1J1\9l)'j1hl~lhl.yj7 ),~uufllnh~tihl~wmw ri1ti~:Jf 7.2 tJ)'::iY'VIi~~'UO~fllJ'

'l.h~tihl ~wmwmtl t hi ~O\!"~1U,.~~il~ ~~fl1)'th~liJhI~ wmwmtl t hi~Ofl1n;lPJJhll~tll1J'hlU~::

'lJtl~lm fl1)'U1111)'~~fl1),U~::l1tifl~\9l),fl1)'11t1h1fl1)'~Ohl~ tU'hI~11t1h1l1jhlff1flty \9l"o~ 11hifl1)'

'l.h~tihltlwmwmtl t hI~ri ~~"~otlwmw~ii\9l1J'w cVi\9ltlwmw 1~t1 'l.h~iY'VIi ~~'UO~fll),U1 fl1)'...

7.3 ijfl~lUt.l1~iJ'ni iI1.•••,.8~fll1t.1i],j'ihl'lHl11.
, .d ~ fJ}

1J1\9l)'i1hl~W.flTVf~1Iff. ~1h1111\9l)'ilh1'V15-7 11Jhl1J1\9l)'i1hl~1h1m::U1h1fln..
'I I 1lJ1' ' .oS 91 '" '" ". 91thlU\9l~::1J1mi1hl t~IUfl 1J1\9l)'i1hl'VI5 ~lh1fll'jWlPJJhll~mUhlU~~'lJtl~lm 1J1\9lJ'j1hl'VI6~1h111

~fl~\9l),U~::fllJ'l1m...lfl1),~Ohl 1Jl\9l)'jlh1~ 7 ~lhl),::'lJUfll)'tJ)'::tihl~wmw U~~~fl~tJ)'::ff'VIimw

flWIJ fiu~~1hi
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""""v OJ J7.4 1Jfl~1't.!fll"a'ffWfU18"flfl"a

1J1fl~i1'U~ 5 ~1'Um'j.w\9)l'U1ffmU'UHr;l~1Jmnm ffU1Jff'4'UUlW11fJWfI1'Vli'U

l'I1l1~~ 5 m~~~tt1 'U'VI1'Vl£J1m1Jflflr;lfI1rJi~~~1J1Jmnhn'U ~~ ijm'j1Jil'lu U1J1Jijri1'U-i11l

31 0 111' 'I llJ 31 '" 0 ""t'U'Um~m~'iI1rJVl'U1'i1 'j ~ &mm~fl'j1'i1ffV1J l~ Hr;l~1J'j~1J1Jfl'j1'i1ffV1Jfl1'j'VI1~1'Ufl11lfl1'jfl'il

'IJV~ffmu'U flr;lV~ 'iI'U~~ i lfijm~ ~~fl11ltm~1I~~tij'U ~flm~lh~l'U vd1~l9imi1v~ 1~v1I11J1I'j~•
o Q.I 0 .dd~ ef 1 "" "" '"

fl1n11~ 1'UUr;l~'Vl\9)l'U1m~ 'VI1~1'U'VI"rJ~'IJ'U "rJm'j 1J~l'I1'j 'j ~1J1J~1'UflU 1J~l'I1 'j 't'l'j 'Vl£J1m 1Jfl flr;l

t~'Url1fltlJu

v OJ 11 '" <!/ ~ dllJ '''' '"'U8tT~IflVl~~1J1J 'j~fl'UfJWfI1 .•••m~fffl').j1t1J'U'j~1J1J'VI11l1lU1J1JU~'Um'j'il"m~

'" ••..;QI '1 31 <!/, 3111"""''''' •• 31 31 d '"
't'l'j'VlrJ1mll'4').jrJ't'l")j'~t'il'U'U"1'Ufl111l'Vl~""V 'iI'lJV~~ n1Jfl~l'U fl1 Vl'il1'jrJ t'il1l'1'U1't'lff'U1Jff'4'U

, 11 QI rI QI ~ ='i Q QI Q.I 'QI ~~J IQI 1 Yo ""
fl1~'l 1 H1J1Jm'j'iI"8~flm rJ~llV~l1J'UlJ'j~1l"l'I1flr;l1JV~ "~'U'U 'iI~'IJ'UV~fl1J'U rJ1J1rJ'lJV~~1J'jl'll'j

'1 0 <!/ <!/ '<!/, '" 31 .J <!/ 31 '" .J ~ 31""
'Ufl1~ fl1'U~tN ffll ~ fl ~~l'I11~fl111l'Vl~'VlV 'ii'llV~ 1Jfl fllfl 'j fl1J~flfl1C]f~l'IlJ1rJt1~~1~tI'UC]f~t1J'U~1lff1'U

"1~tffrJl9iV V~rlm l1"ffV~ fhrJ

.
o ~ Q.I Q.I 0 J .1-.1 .:t IV d

fl18fi1JltltTU1JtT1fUfll"a i)~mu't.! flIflWcn/tH fl'U"a~fl81JVll1J't'I1.J1~n7 N~nl'Ytfi

fll"a~hIUU"1't.!'U8""a~1J1Jfll,t1,~ nu tJW.fll'ff 11~'ffm1Ju't

7.1 ijfl~lutl,~anfiNO

1J1fl'Jj1'U1'j ~'Vl1'J11J1flUfl~1Jimnl'IJfI1'VlUU1J1'ililll'Vl'j~lf)t1'j~U r;lV~ m'J1")j'

ffllU~m1J 60 iJ flV'U~ 4 ~flm~~11'iJ'U~l'U'lJV':IV~rlm V~rlmUff"~ 'lft'?f'U~flm~~lti1'U~l'U~~

_ I '" _ I , _I do", llJ 31 I 31 Yo}l 31 ''JI Y}I 31QJ

Hfl~m'j'U'j1JlJ~" 'U'U'J~1"'Uff1flty l"Ufl ~r;l"1'Um'j~Ur;l~lJ1rJ ~fl"1'Um'j~~1'U'U~lJ1rJUfl~~'j1J

.!\ 31 "" 'P 31 _I "" "" 31 0

~fl~l'UV'U'l ~fl"l'Um'jt~'U ~fl~n'U1Jflfl1m ~r;l"1'UlJ'j~ff'VI'Ii~fl'IJV~m~1J1'Ufl1'j ~fl"1'Um'j'U1

31 J! "" llJ 31 ,
Ufl~ ~fl"l'U m'jff-:i l~lff'jll~'IJfI1'Vl 1"Ufl

d 'JI y},
1J1fl~!l'U't'l 4-1 ~fl"1'Um'j~Ur;l~lJ1t1 (PCR)

(/ 91 d Q.I Q.I 9J Q.I,fQ.l 0 Q.I 'J/
V"flm Uff"~' l'I1l'I'U'j~"1Jil'il'il1J'UUfl~U 'U11'UlJ'lJV~fl1')f1"ff1fltlJ"1'UflU "1m

• u ••

". : " Q.I fI Go' ~.

~1J11'J't'l~''U~1'U~flr;l'Vl'Iim~1J1'Um'jfl111l1lflV"fW Ufl~ functional status 'IJV~~1J1rJ....
,J jI 0

1J1fl'Jj1'U'VI4-6 ~fl"1'Ufl1'j'U1 (LDR)
" ,

(1) V~rlm Uff"'" lft-H'U'j~~1Jil 'iI~U'UUfl~U'U11,r lJ'IJv~19i1G)f1"rl1flty1firJ1n1Jfl1'j

" .•. I.e.. CVQ tI
1J'j 'j ~ ~flfl11l flflfJ't'l 'IiUfl~ U~'UlJn1Jfl m'j 'IIV~ V~fl fl 'j

(2) V~rlmUff"~ 'lft-H'U~fl'IJV~'Vlq~m'jlJ~ij'ilirJ'Ii'j'jlJ fl111lt~mt'U, 'U~il1

'j ~~1Jff ~11fl~ m ~fi1n1J" Ufl n 'IIfl1'J....
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<f 'I v d '" "" ""
(3) ~Hflfl·Htfffl'l tlHl1'IJNCl'UV'lfl111l':i1JNfI"lfV1J'Yll'lfl1'H'l'IJ (fiscal accountability)

'II

";'lmtll'IJuCl:mtl'IJVfl

"" '" <f••••q \9lfl':i ':i11~'U fll'VHl Cl: NClCl••••1i~'Um ••••'UV'l'lJfl Cll fl':i .

tI G) .91 c:f QI il '" i fJJ Q.I e!Q.I 0 Q.I d QI

(2) V'lflmUfffl'l tl1ll1'IJ':i:f11J 'il~1J'lJtm:U'lJ1 'IJ1l'UV'l\9l1"lf1f1fflflfl!tfltl1fl1J
~ QI fI , ~Q.1 ~ .d 0 QI

••••q\9lfl':i ':i11~'Um ••••UCl:NCl Cl••••1i~'Um ••••'UV'lfl~ 11fj':i1J1J':ifl1 ':i~'Um •••••Y1fflfl fl!.

0' 6J !i1 d QI il '" i fJJ QI efQ.l 0 Q.I d QI

(3) mflmHfffl'l tl1ll1'IJ':i:f11J 'il~1J'lJUCl:U'lJ1 'IJ1l'UV'l\9l1'lf1f1fflflfl!tfltl1fl1J

••••q~fl':i':ill~'Um ••••UCl: NCl'tl.•••£~'Um ••••'UV'll.h:"lflfl':i 1'IJ'll1l ''If'IJ

""'" SI ~ SI '"7.2 1J11I~lUf.)tl.!m'Wn111'HtJ1n11

v.d p 'v v. v", "j

1l1\9l':ijl'IJfll'IJ'YI 4-2 NCl'fll'IJfl1'i~'lt'IJ'IJ'Uv'lfjibmm:fj':i1JNCl'll'IJV'IJ (CFR)
tI 6l.9ld Q.I~ Q.I i" Qle!QlOGl.d QI ,:Q GJ "

V'lflfl':iUff\9l'l tlHl1'IJ'i:f11JlJ'il'il1J'lJtm:U'lJ1 'IJ1l'UV'l\9l1"lf1f1fflflUltfltl1fl1Jfl1lll ••••'l ••••V t'il fl1lll 11• u

~ 151 ' 'JJ' 9JQ.I .!!\ I 0 'JJ
••••'l ••••V t'ilf.)Wfll'illfl~lllltJ'l'UmfjlhmtCl:fj'i1JNCl'll'IJtJ'IJ"l fl1'ifl'ltJ~ fl1':iU'IJ:'IJ1 tm:fl1'iff':il'lfl1lll

~~SI _. lC\.Q _fA~
7.3 1J11I~lUu1: O'fl1iill'W'Uf)'ln11ut)tJ11I11" n11

.d v "" <f '1Vd '" ~ '"
lll\9l':ijl'IJ'YI 4-3 NClfll'IJfl1'it'l'IJ (FNR) V'lflfl':iUff,H tl1ll1'IJ'i:f11JlJ'il~1J'lJtm:

'II

U'IJ1iU1l'UV'l~16i11\9lfflflfl!'U V'lNCl fl1'ifllt ij'IJ 'l1'IJ~ 1'IJfl1'i (~'IJ

.d p "" '" <f 'I v
lll\9l':ijl'IJ'YI 4-5 NCl'fll'IJlh:ff'YI'6NCl'UV'lm:1J1'IJfl1'i (PER) 1) V'lflfl':iUff\9l'l m

'II • "

n1'IJ'i:~1JU 'il~,j'IJtm:u'IJ 1iUll'UV'l~ 16i11f1fflflfl!tfitl1fl1J NClfll'ifllt ij 'IJ'l1'IJ'UV'l'i :1J1J'l1'IJ 'i11l";'l

.91 0 QlQI~QI~.t!I ~ tI 6J.9Id Qlil '" iV
fl1lll ••••'iVllffll1'i1Jfltl ••••1J\9l11':iVm1:~mU'IJ tm:2) V'lflfl':iUfffl'l tlHl1'IJ'i~f11J 'il~1J'\.Jtm:U'lJ1 'IJ

'II •
QI qQl 0 QI A Q.I 0 ll!::lo 0 Q.I

11'UtJ'l\9l1"lf1f1fflflfl!tfltl1fl1JNClfl1':i fllt 'IJ'IJ'l1'IJ 'UtJ'lfl':i :1J1'IJ fll ':ifflfl \y
.d v 0 v, d <f '1Vd "'~

lll\9l':ijl'IJ'YI4-6 NClfll'IJfl1nn (LDR) 'UVtlVtlVl4 ~Hflfl':iUff\9l'l tl1ll1'IJ':i:f1U1J'il~
'II ,

,j'IJtm: U'IJ1iU1l'UV'l~1;1f1 fflflfl!tfitl1fl1Jfl1nh:d1'IJ tJ'ltlfl':i fl1'i lIii,j~ \9llllfl~111l1mm:

..::I ",.d rI 6J" d QI QI i fjJ QI efQ.l 0 QI

fl~':i: t1Jtl1Jtm:'UtJtlVtlVl5 tJ'lflfl':i Hfffl'l t11ll1'IJ':i: f11JU'il~1J'lJtm:u 'IJ1 'IJ1l'UV-:J\9l1'lf1f1fflflfl!
,

t:::I Q1 QI 14 Q,lc:t, I

tfltl1fl1J fl1':i ff'IJ 1Jff'4 'IJfl1lll ':i11l1lVU Cl: fl1lll ':i1JN\9l"lftJ1J\9ltJ'lllI"lf'IJ

"'''' SI OJ J7.4 1Jfl~lUn11'WflIUlf)'ltltl1

NCl~1'IJ'YI1••••tI1fl':i'lJflflCl (HRR) 'UV'lfl1'ill':i:fl'IJf.)Wm ••••iH••••tI11J1Clll':i:flV1J
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'JI " i fJJ c:i Q/ ~ QJ 1fJJ Q/ e!Q/ 0 Q/ d. Q.I Q/

WJfJ 1) tNflfl'm""~N ml'l'W':i::~'lJu""'lJlJUft::UlJ1 'WlJ'Ufl~~1"1f1~""lflrutflfJ1fl'lJ~ftfl11lJ~fl'V'l'W
• U OJ

.dl '1 '" 'JIo" '1'J1 d
'Ufl~'l.Iflft1m fl11lJ1'N'V'lfl "'Ufl~'l.Iflft1m fll':i'V'lWl'W1'l.1flft1mtlCl::~'W1 2) fl~flmtm~~ ml'l'W

>I •

':i::~'lJU "~U'WtlCl::U 'W11UlJ'Ufl~911;f1~~hti~tfifJ1n'lJ;j~fl11lJff11J1':i(l ':i::~ml\91':i1ihJ:t~ fll':ii'mn

i'JI •.• d " ,,'JId "'21 '" 1'J1
1 Uft::'YIfl'll~'YItl'1lJ1::""lJ'Ufl~'l.Iflft1m 3) tHflmu""~~ mtl'l'W':i~~'lJlJ"~'lJ'WtlCl::U'W1 'WlJ'Ufl~

>I •

9l1;f1~ ~hti ~tfitJ1n'lJ 'lJ':i':itJlfllffflln'h~l'W ty'Ufl 'W1irfJfl11lJ 1.1ft fl~.fifJ ff'YIi1.I':i::1 fJ"lfU'Ufl~ 'l.Iflm m

.
o ~ cv Q,.I 0 d 41_1 .cI u tI
Alf)li1JlrJtT'UtJtT'If"fll"j1l~1l1u'UmflW"/t).:jAlJ"jZ flf)tJAUJ't'IU1~f1 7 NiUl'VtIi

fll"j~ lI'ih •.:jl'U'Uf)~"j~tJtJfll"j AltJfJUlllrJ'1u

4:\~ '" _I .Q,Q7.1 UA~l'UlJ"j~tTflfiNtl

d i'" _I'" ~ ?llJ1\91':i!1'W'YI5 'Ufl~fll':ifl1'lJ~lJmfJ 'W fll':i\91~\911lJlJ':i::tlJ'W~ft(Monitoring)C]f~t1J'W

lJ1~':i !1'Wty~..;'lfJ'UtHfll':ifl1'lJ~lJfI1fJ i'Wtrl'Wt~fl~':i::'l.I'h i'Wfllnhtu'W fll':i trlfJ1n'lJfll':i9l~\91111

1.I':i~tii'W~ft ~lfJ'lJ~l'I1':ilPi'fl~~~ i11'iifll':i9l~\9I1lJ1.I':i::tii'W~ft hWfll':i9l~\9l1lJ~ft '1 'W':i~l'I'h~
JJ " JJ

fll':i 11iiU9l~ llJ Uft:: fll':i 1.1':i::tii'W ~ft t~ 'W':i1fJfl i' ~V d1~ ~V t11V~ Uft ~ mht ""lJ V lJ1\91':ii1'W~ vi1ii
'" _I "" :II 'JI_1 ••••••••• _ I •••
1\91q 11':i~ ""~fl & l'I~lJ ':i~tlJ 'W'V'l"1':iW1fl11lJ t l'IlJ l~""lJ'U V~ ':iZ 'lJ'lJfll':i \91~ \9I111lJ':i~ tll 'W~ftfl1 ':ifl1'lJ ~ lJ

fllfJ '1'W'UV~'\1U1fJ~1'I.J V'W"~ 'lf1fJ '111''lJ':i':i1:21\91q1.l':i~''''~tl'Ufl~fll':ifl1'lJ~lIfllfJ '1lJ fll':i 9l~\9l1lJ

1.1':i::tii'W ~ftfll':ifl1'lJ ~lJfllfJ '1'Wfl1':i trl'Wfll':i1.l ':i::tii'W ~Wfll'V'l'UV~ ~ftfll':i ~ 1tU'W~1'WilJ':iV'lJ':i ::fJ::

nft1~ti1'\1lJ~ tvlv '111'fl111J~'W'1'iI'h~V\9I':i1"'V'ltJ'il1flfll':i\9ln'il ""V'lJUft::fll':iffV'lJ'YI1'W ~'W .

i~i''lJfll':i1.li''lJ1.I1 ~ u~i 'Uvd1~n'Wfllft

U'lJ'lJ""fl'lJm1J')j'~~ 1 fll':ifl1'lJfl1JfllfJ'1 'W~1'Wfll':i'lJ~'\11':i ff1'\1i''lJffV'lJm1J...
~'lJ~'Vl1':i~i' 'lJ~~"lfV'lJ~l'W 'lJ~ '\11':i iiti1m1JtrlfJ1n'lJm:: 'lJ1'Wfll':i11 iiU9l~l'W (Process) U""~~()~

>I

9l1;f-j~ ~llJ 1.1':i::ff'VIi~ft (Effectiveness) t 'If'W~lfJ'lJ ~ '\11':iii fll':i 1.1':i::tii 'W11':i::ffVli~ft'Ufl~

m~'lJ1lJfll':i11iiU~.:j1'W i'WV~\9I~H1'W1I1~ftfll':i~ltU'W~1'Wi'W':i~~'lJ~ft~ii\91 (Output) l'I~V ~ftJ:t'V'ltf

(Outcome) 'il1flm:: 'lJ1'Wfll':i 1.1iiU~~llJ 'Um'VlU 1fJ~1'W 'lJ':i':i1:2\911111\91q 1.1':i::""~tlUft ~t il1'\11J1fJ~

ti 1'\1lJ ~~V t""lJ VU'W~"lfllJ 1m fll ':i11i' 'lJ1.I1~1.1':i::ff'YIi~ft'UV~fll':i 1.1ii U~ i ~iifll ':i1.h i 1.11.1ii U9l fl d1 ~

,,~~~~ m::'lJ1'W fll'j ~ltUlJ ~1'W~ff1ti~ijfll':i ~~'thtrl'WtVfl""l':i '1 'W~1.IU'lJ'lJ~""11J1'j(lUm 'U1.Ii''lJ1.I1~

, ~ ~1fJUft:: tVfl ""1':itrlfJ1n'lJ m ::'lJ1lJ fll ':i~ 1ti.i'W~llJ t~ 'Wi1"~U 'W(up-to-date )
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d ~ Q,f ~.c9" ...Id QI ~ 4 .c9 '1 I "" ~
fl11Uff~FHl1f11J1111Oflltl'\.JVf1 9f'l'.i111t1'ltlf1flll1JCltl'\.JVlff'\.Jfll'llf '.iVfl111llN'rlV 111'1vff'\.JfllUCl~

U~m'.i
rI.d I

V'lflll'.i~f1VUVI 5 ffl'.iff'\.J1VlffUCl~m'.iffVffl'.i (Information and Communicat)
QJ ~ 31~ ~,~ QI "91 0 'QJ 4: 9/ct 'j} ~ ,

1l~ t lfllffltlm'.iI'l~\9IV·"Vffl'.if1Utlf1fll Fjllllf'\.Jltl'rlff~ If'.iVFjt lfU'.im'.i UCl~f1~lI1JflflClflltl'\.JVf1

1~tl1fium'.i11l~tI'\.JullCl'lfl111l~V'lm'.i'UV'ltlf1~1 .ij~iM'ij'\.Jlt1ulmm~11illiiu~d:iv iM'fl111l~'\.Ji 11
1 ,. f

'" "" •• '" . <!I "lIJ ~'" ~ ~ <!I111lm'.iI'l~l'Illllf1t11f1Um'.iffVffl'.iVll~'.iU1l1f1tlf1fll Fj'Ultl1JflflClflltl'\.JVf1V'\.J"l

.q~SI _I ~ ~ ... ,AQ..IC\

7.3 1JflAlU'U''j~i:rYl1i.fI1'Vt'UO'lfl11U!)Ufl11'll' fl11

U1JUffVUm1l1~~ 1 'UV'lm'.ifl1UfJlJ.mtli'\.J~1'\.Jm'.iU~lfn dllfi'UffVUt1lll

~U~lfl'.i~i'U~~'lfVU~l'\.JU~lfl'.i ijfllt1l1l1~tl1fiuf1'.i~U1'\.Jm'.illiiu~'l1'\.J (Process) Uff~'lil'l
., ., .

~1;f1~~1'\.Jl.h~ffVli.flTVl (Efficiency) ~'li1 Fhtlu~lfl'.iijm'.i~~\9Illl'lh~lijw:·mliitl1nU

1.h~ffVli.flTVl'UV'lf1'.i~U1'\.Jm'.i~11U'\.J'l1'\.Ji '\.JV~\9Iijm'.ifll'\.J 1W~tJl1'\.J'UV'lU~Cl~f1'.i~U1tJm'.i

~llU'\.J'll'\.J~dlt1ty ijm'.ilmtlUl'YitlU~tJl1'\.Jm'.i~llU'\.J'll'\.Jnu~m"~1'I (Output) lf~VNCl"''rlti

(Outcome) l~Vlm tlU1l1t1Ull'.i~ffVli fIlW ~Vlff'\.JVU'\.J~1~tl1nU1I11'I'.im'.ilvillll'.i~ffVl i.fll'rl

, ~i'1Jm'.i '1hllltJi'mh 'lutfl 'Ui '\.JnCll~mlll~ffll•

•••••• !II cv tI
7.4 1JflmUfl11'VtfMU10'lflfl1

UUUffVUmll'l!fl~ 4 m'.ifl1UfJlIfIltli'\.J~1'\.J1J~lfl'.iVli''rltllf1'.i1JflflCl dllfi'U
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SWOT MATRIX, 5 Force Competition Model, Seven S Mckinsey, Public policy UCI~t'Ylfli1flVi

~t,hn'lflty')1'U1'W 2 fl'Utff'Ut)l..rIPi~f.)f.)flfif.)\!~filtvt:JJt;r'ltfl~l:lif1'il (EVA)

3) t'Ylfli1flltfl~f.)~~f.)fl1~ui111'j11"fl'Uf.)'111:JJ1~~ 3 fl1~1..rfl11:JJff1fltytiU
3101 Q fJJd' 1fI " I d 1IJ fj/ , Q

fj~U'U~fl1~U~~fj1Jff1'U 1~ff1'UtffV l~Ufl Customer Relationship Management fl1~'U'j111~

fl111H~V'I TQM/CQI 1~m'Ylfli1fl~~t~V1'lf1tytff'Uf.) l..rtvt1Jt~:JJ '~unQuality Insurance

Technique(QIT) fl1~1tm1~,riltyl1l'h:JJti'U'j~wh-3f.)'1flm Critical Practice Guidline(CPG)

Excellence Service Behavior(ESB)
Q 4.c!l Q QI .J QI Q tI

4) t'Ylfl'Uflltmt)~1Jf.)fl1nnl1nl1~fl'Uf.)'1111J1~'Yl 4 fl1~1~ fl1~1tm1~l1UCI~
Q.I ""131' QI 'JJ ~

fl1~'il~fl1~fl11:JJi l~Ufl fl1~'il~fl1~fl11:JJi(KnowledgeManagement) fl1~'U'j111~U'U'U\l~W1fl1~

~~U'Uff1~ff'Ut'Ylflt~f.)fl1~~~fl1~ (MIS) 1~m'Ylflijfl~~t~V1'lf1tytff'U f.)i..rtvt1Jt~:JJ Competency

Base Theory ,Ethics, Management Environment, Manageing Organization UCI~Change conflict
Q,=!\.c!l Q QI d IS} QI

5) t'Ylfl'Uflltm f.)'1:JJf.)fl1~U~111'j11Clfl'Uf.)'111:JJ1~'Yl5 fl1nJ~t'U 'U'Yl'j'Wmm 1,/flflCl

'~un fl1~~~fl1~'Yli''Wv1m:JJ't.il:l6 ff:JJnt1'U~(Competentcy) t.)W.fll'WG]f1I'1fl1~')1l~1'U1~m'Ylfli1fl

~H't~V1'lf1Wtff'Ut)l..rtvt:JJt~:JJ '~un ff1J~CI;f11'17-habbits 11"flfl1~m~fl1ff'W1 Innovation Service
••• u •

6) t'Ylflijflltfl~t)~~t)fl1~ui111'j11~fl'Uf.)~11:JJ1~~ 6 fl1~~~fl1~m~U1'Wfl1~ '~un
fl1~Ui111~fl1~ ttJ~V'UU1J~'1 1'1~~PDCA 1~m'Ylfli1fl~H't;V1'lf1Wtff'Uf.) l..rtvt1Jt~1J '~un

••• u
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Q.I QJ 9J ..•. 1
Six-sigma SDCA ADLI r1~mlPJ-~·mr1~m~]J~l Conflict management

7) tml'arl/trl~fl~ijflm'ilJi'Hl'i'H~f1'tJfl~'H:U1~~ 7 r1~~.•••.fim'i~ltihJm'i 1~ufi
fI , , •

m'ilJi'Hl'i~~r1~tY:lJtrVln Balanced Scorecard 1~m'VIrliArlYi~t~U1'lfltytff'Ufl'1ft'W:ut~:u 1~ufi

Strategic Quality Management Best practice Benchmarking

.Qc:S'oQJ oV tV • A

2.2 fll1t1fl~ l't'iUV18a1~lJfll1t1tn flty'IJ8.:Jfl111l~'t'itll~V11t1lflwanfJWKl1'Vtfl11lJ 1't'i11

1l~fll'W1fl1!

'i~lJlJfJrum .•••m'i1J'i~ti'UfJrum .•••m'jffm:ll 'i~lJlJm'i1J'i~ti'UfJrum .•••1'j ~""UllJl~

U~~'j~1JlJf1l'i fl1lJfJ:umu' 'U' M'rl11:udlflty' 'Um'j 1J'j~tij'Um:U!flruct1fJrum.•••I1~~~ 'H:U1~11it.•hti'U
~ .

U~~ 'j~lJlJ flrum .•••11~ffl:U'j~lJlJi1~~~ih~lJrl11:Ud lfl tlJU~~~ 'H:U1~11im ij fl'Uti 'U 1~ U~t ~U1'lfltlJ
q u lU u

"
iiml:Ufl~tif 'U~flrl11:udlflty i 'UU~"~'H:U1~t~U~'th~lJ~lf1:lJ1f11tJm..! flU ~~~ fl11Jij

\9ITn~~4.10 ~1~lJfl11:UdlfltlJ'tJfl~m'j ~~'H:U1~\Oll:Utf1ruct1rlrufll.•••'tJfl~'j~lJlJf1111J'i~fl'Urlrum .•••
u ••

f1l'jffmn

1 2 3 4 5 6 7

o ••
1. f1l'j'Ulfl~flm 105 12 0 8 o 2 2 129

~ ..
2. f1l'j11~UrI'Ut'lf~~'VI1ifflff\9l'j 28 66 5 16

3. f1l'iiM'fl11:udlfltlJfllJ~i'lJ 7 6 45 16
u ••

~ 314' 11] ~ • ,ct,
'U'jm'jU~~r1:Uff1'U t~ff1'UtffU..

QI ~ ••

4. f1l'j1~ f1l'j1tfl'jl~'Htm~ 14 0 25 24

3 0

9 6 1

6 10 2

119

90

81

2

4

5

14 30 15 12 6

21 6 0 8 9

, ~ QI

5. f11'i~~t'U'U'VI'i""£l1m'l.Jrlfl~

6. f1l'i~~f1l'jm~lJ1'Uf1l'j

o 24 5 20 27 4

14 0

6 10

81

91

60

5

3

7



132

1l1fWI1';jN~4.10 tr"'~~o~fldlmhfity'Utl~!f1wcvll'Jtumw '1'U';j~UUf1l';j1J';j~n'Ul'Jtumw

dl I'::i 0 QJ ,~ I ~ , 'j)' 0 a' ~ ,J
f1l';jfffl'ill mmn~U1l1fl1Jlfl lJ'Hl'Wtl[J ~ttfl f1l';j'Ultl~flm f1l';jdl~ttr-l'Ut'lf~[J'VI1ifflff~';j•
f1l';j~~f1l';jm~Ud'Uf1l';jf1l';j'1,rfldlll~hfitIJnu~i'uU~f1lm~~~1jrid'U '~rid'Utff[J rid'Uf1l';j1~" ....

Q tI QJ <JJltJ'j) 0 QI 'QJ 1 'J/ QI fj}

f1lntfl ';jl~'YItt~~f1l';j'il~f1l';jfldlll';j t~fl~tt 'U'UfflfltIJt'YllflUf1l';jlI~t'U'U'VI';jwmm Uflfl~ ~11l~1[J
qJ tI q Ii

Q.I 0' 0 t::::).

r-I~~W'jjf1l';j~lt'U'Uf1l';j

~l';jHYi 4.11 ~h~Ufldlll~hfity'Utl~f1l';j,r~'HlId~\9l11l!f1Wcvll'JWmW'Utl~';j~Uufln1J';j~n'Ul'JWmW

1HW[JlUl~

2 3 4 5

105 18 5o "1. f1l';j'Ultl~f1m

"" "2. f1lnl~tlr-l'Ut'lf~[J'VI1ifflff~';j•
61 'j) 0 Q.I Q.I 'j)QI

3. f1l';jt'HfldlllfflfltIJflUr-I';jU" ..
41::\ 31d' ltJ 'j) , .ct

U';jf1l';jtt~~r-IlIffd'Ut~ffT\..ltff[J..

14

21

7

72

6

12

5

45

10

4

12

12

24

o
6

9

9

2

2

2

12

1

2

2

135

112

97

76

2

3

6

I 91 <V

5. f1l';j~~t'U'U'VI';jW[Jlm\lflfl~

6. f1l';j~~f1l';jm~Ud'Uf1l';j

7 12 10 20 21

7 24 20 16 12

28 6 5 12 6

8

8 1

4 9

79

88

70

5

4

7
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2 3

•...•... ""
v'W~'U'YI

4

f1~U'U'UU'IJ'IJ ih~'U
~

5 6 7 rl1~,hrl'1rf1

o <I
1. fll'j'Wlv.:.tflm

"'" <I
2. fll'nl.:.tUH'Wt"lf.:.tQ'YI1iffltYlVl'j

, 31 0 Q.I Q.1 9JQJ

3. fll'j 'I1fl1111tYlflt\Jfl'UH'j'U" ..
C!& 91d' 111 91 , do

'U'jfllm~~HlltY1'W t~tY1'WttYrJ..

98
28

7

12

60
o

5

15

30

4

16

16

o
3

9

4

o
6

2

o
5

125

122

73

1

2

5

•.•• "'" <I
4. fll'j1~ fll'j1tml~'I1U~~

•.•• 'j)

fll'j'il~fll'jfl11m ..
, 'j) •.••

5. fll'jll~t'W'W'YIn'Wlfl'j1Jflfl~

6. fll'j.ij~fll'jm~'U1'Wfll'j

~ tI 0 ~

7. H~~'Vl1ifll'j~lt'W'Wfll'j

7 18 25 24 6 8

o 12 5 16 24 12 1

28 36 15 12 3 10 0

28 6 0 16 12 0 9

89

70

104

71

4

7

3

6

.,; c!/ 0 '" <I, i
'illfllVll'jl~'YI 4.12 UtY~~()~fl1111tYlflt\J'lJV~tflWCVIflWm'Vl'W'j~'U'Ufll'jfl1'UflllmrJ 'W" ..

t~rJ~ih~ml1fllllfl hhnti'vrJ '~urifllnhv~flm fll'j1HUH'Wt';~rJ'YI1iffltYlVl{ fll'j.ij~fll'j•
m~'U1'Wfll'j fll'j1~ fll'j 1tml~,"U ~~fln.ij~fll'jfl1111f ri1'Wfll'j' 11'fl1111"hfltlJfi'U~i''U'U~fll'j.. " ..

$'A' 1IIfjJ ,e::s Q.I tI 0 ~ , ~ Q.I ~ 0 Q.1 <JJ
U~~~ll tY1'Wt ~ tY1'WtUti H~~'Vl1ifll'j ~It'W'Wfll 'jU~~fll'j ~~t'W'W'YI':i 'VlrJlm 'lJfl flm lJ'W~l~ 'UmrJ
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2.3 tl111Jfl~A,"Uft8ifty't'il ~..JiJ1·m "ll8~1~'Um8fliJl1m":ii'~m":ii'Jtl.!m<ru~~'r'itl.!lm"j"ll8~

~ ~.:t:ll :II
l":iUUJ1'UUlIHA1fJUUlfJ18fJ'W1~'iJtH)81Jm'ill

m'Jl~~ 4.13 tilml:JJg'lltl~;Jty'l11 f.JtJff'J'Jfl'lltl~f11·nh'J ~'U'Uttlflffl'J f11'J.ij~f11'JfJW.fl1'Vt

t~ ~ \! 'JW1f11'J:JJ1tJij 1J~

••.•~ ~ 'I ~.I 'l' •• lit ,~lIt ' ~ 'I
1. f11'J'J'Ul fl11:JJt'll11'ilUll~m'U1J'J~ ItI'lf'U'IItl~f11'J\!'JWlf11'J fl11:JJl:JJl t:JJt'lll t'il

~ ....
fl11:JJ1'lltl~'llflmfl'Jfl'U PMQA

~ 0 'I
2. m1~f.;!'U1Ull~f11'J~~ t'il'llfl~lfl'J

3. f11'JttJg t1'UUtJll~11"U'U1)'J'J:JJtNflfl'J 11if'U f11'JttJgtl'UUtJll~fl{J'J~ tiitl'U., .
4. 'J~'U'Uii'il~1i~'I1:JJ1t1f11'JtJ'J~tiJ'UU~ll~'J~'U'U~l~n'U ~1;1~Viu\Olfl~1~n'U••
5. f11'JUtJll~'YIq'tJa~f11'JtJ51J~Ull~ f11'Jfl1'UfJ:JJ~~\OI1:JJ

6. tJ'J~ff'Ylim'Vt'J~'U'U IT

7. f11'J11ffl11:JJ~ht>iw~tl'J~'U'Uttlflffl'J:JJlmn'U 1tJfl1'J t,!'Ufl'J~'U1'Ufll'J...

6

5

3

3

2

1

'illfl\Oll'J l~~ 4.13 ttff~~()~;JW'l11 tltJff'J'JfI'IItl~fll'J'\.h'J~'U'Uttlfl ffl'Jfll'J .ij~fll'J....
••• • 1•••••.•••• • ••.•~ lit ,~lIt ' ~ 'I ~.I 'l' ••

fJW.fl1'Vtt'lf~\!'JWlfll'J:JJ11J{J'U\OI'Vt'U11 fll'J'J'U1Ull~f111:JJ t:JJl t:JJt'lll t'ilUll~m'U1J'J: ttl'lf'U'IItl~f11'J

'l' ~ ~ ,,; , •••••.•••.• ~ "I ~o 'I
\!'JWlfll'J t~t1 PMQA t1J'U1Jty'l11'Ylfl1~11'il~tfl~tl'U~'U\OI'U'Jtl~~~:JJlfltl m1:f.;!'Ultm:fll'J~~ t'il

'll f1ll1fl'J fll'J ttJg t1'UUtJll~1\PJJ'U1)'J'J:JJUll: fl {J'J~t ii t1'U fl11:JJU\OIfl~l~'IItl~ ~~~ ~'11:JJltlfll 'JtJ'J: tiJ 'U.,
U~~~1;1~ fll'J UtJll~'YIq'tJa~fl1'JtJ ij1J~Ull:fll'Jfl1'UfJ:JJ~~\OI1:JJ tJ'J:ff'YIi m'V'l'IItl~'J~'U'UITUll~

fll'J 11ffl11:JJ~ht>ity~tl'J~'U'UWflffl'J :JJlflfl';hfl'J~'U1'U fll'J
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1JJ1Yi 5

tT'iU01'ilcDtJ tlflU'iltJNtl Utl~~tl~tTUtlUU~q

0l'jvt\i9JlJ11:mmmff1'j Ol'j ~f10l'jfltlUl1l'H~-:J1J'jW 10l'j'U ~H1'j -:J'VW11Jl~h -:J11t1lJ•••
<JJ 'jJ ~ ~ ~Q.I ~ i ~d t:llQl' ~

'U1mtltll'l 'j:~mltllnflml1J lJ Ol'j nfl'l:l11'iWl 'Il'-:JP-lfflJP-lff1lJtf1t111i0l'j1~Wl'll'-:JfJWf11l'l (Qualitative

Method) U~:0l'j1~m~-:Jd1'j1~ (Survey Research) UU-:J,)lliAlJOl'jtltlfllfllJ 2 ~hlJ fitl
• .:1 Q cI QI tI Q.I

ff1'U'VI1 0l'j11m 1:111m: ff -:Jlm1:l1ltlflff1'j flWfIll'l'U tl-:J'j: 1J1J0l'j 11'j :fllJ flWfIll'l••
<!/ AI Cl1 <; 'l.,j 0'

Ol'jfffl'l:ll 'j:1J1JOl'j]J'j:fllJ~WfIll'l tHl'ltJl1J1~ U~:'j:1J1J0l'jfl11J~lJfIltl tlJ ll'ltl111lflWC}'I/

tI•.. 1 ' Q J. ll!!I Q QI <r QI 0 rI
tl-:JfI]J'j:fltl1J'j1lJU ~:I'VIfllJ fI/1m tl-:JlJtlOl'j1J'j 111'j11~fl tf1t10l'j 'Of1~llllJ fllPl1lJlflWO}'1f1WfIll'lOl'j•
1J~111'j~f1Ol'jfllfli'i

,,d Q.I 0 d, QI '31.J 0

ff1lJ'VI 2 0l'j~~'VI1U1J1Jfftl1JmlJfl11lJl11lJ'IItl-:Jfl~lJIPl1tltJl-:JP-lI'll'tJ1'1l'lW'01'U1lJ 22 fllJ
••• u

~ 0 GtY rI .Q QI QI

f1-:Jfl11lJl11lJ1:fflJ'IItl-:Jfll'j 'il1lllJflU~:0l'j t 'Il'lflWC}'I~WfIll'l0l'j1J'j111'j 'ilf1fll 'j fIlfl 'j! U~~fl11lJ
.Q ~ 01!!1 .Q Q.I .d", 9J .Q cI QI rI

1111Jl~fflJ 'IItl-:J1'VIfllJ fI/1fl'j tl-:JlJtl Ol'j 1J'j 111'j11~ fl'VItf1m flOl'j 11m 1~1111~:ff -:Jlm1: l1ltl fl ffl'j Ol'j
QI 0'.Q QI QI

'ilf10l'j ~WfIll'l1Pl1lJlflWC}'I~WfIll'lfll'j1J'j 111'j'ilf1fll'j fIlfl 'j!

11'j 1fl!) ff1'j: 1f1t1ff~1I1rltl1n1J1n,) 11iA'UOl'j 1 ~mm: P-l~fll'j 1 ~tI tl fi11'j 1t1P-l~fll'j 1 ~tI

31 0 ~QI 'JJ QI I 1IJ ~

lPl~tlf1~lJ'UmfflJtlUlJ:fll'jlJ1P-l~fll'j1~t1 1111'Il' f1-:JlPltltlIlJ

l~tlvtWJlJ1'j:1J1J ltlflff1'j fll'j ~f1fll'jfJ WfIll'l1 ~-:J\!'jW1fll'j 1 f1t1Ol'j~~lflW r:VI/

tl-:Jflll 'j~fltl1J~1lJ ~111lJflIPl1lJlflWcn~Wfl1l'lfll'j 1J~111'j~f1fll'j fIlfli'! 1l~dYfllnfl11lJl11lJ 'IItl-:Jfl~lJ

~1tl~1-:J~l ;t11'1l'lW~ii ~ flfl11lJ 1111Jl:fflJ 'IIfI-:Jfll'j ~1UlJ flll ~ ~fll'j 1~lfl Wr:VIflW fIll'l fll'j 1J~1111~f1Ol 'j
•• u •

f11fli'! 1lJ fll 'j \!'j tu 10l'j ltlflff1'j fll'j ~f1Ol 'j ~ Wfl1l'l1m~ fl11lJ l11lJ1~ fflJ 'IIfI-:JI'VIfliAfI/lf1~ fI-:JijflOl'j

1J~111'j11~fl 1'UOl'j')lliAlJ -:J1'U'j:1J1JflWfIll'l•
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..c::!t..cto.q .q Q.I

1.2 1fiflll'U'Ufl1111ltl

_I 'Q.I ,

'U1~'lflfl111"'~fl"''lJVl18t1Hq

f OJ' l!i1d 0 OJ' 4 Ci)3J
flfl1J~16t11~Nt'lftl1'lfltlJ 1I1'U1'W22 tl'U tl~H"6flU'U'UtU'Y'l1~t1l1~1I~t'HUfffl~tl111J

q ~ u

~ r;:j, QI OJ' 0 GJ"''' ~ OJ'

tl fit '11'U~6 'j ~fI 'Utl111Jm 1J1~ff1J'lItI~fll'j 11fI 111U'WflU" ~fll 'j t 'lftflWCVItJWfIl'Y'lfll 'j 'U'j '11l':i 11fI fll'j

fIltli'i l'U fll'j\!'jW 1fll'j 'j~'U'UtUflff1'jfll'j i'flfll'jtJWfIl'Y'ltu"~ tl111Jm1J1~ffll'll6~t 'VItlUtl/. ~
Ifli 6~1l6fll'j'U~'Hl'm "'fll 'Ufll'j ~1tU 'U~1'U'j ~'U'UtJWfIl'Y'l,:]~ff11J'j~'U'U..

.!S.!S ••.:t ~ !I:.'I •• ..,
lA1M1J811"'~11fl11f11'lf1'Ufl1111ltl

Itl~6~lltltm~1n fll'j t~'Uu'U'Uff6'Um1Jff1'Hi''Ufl~1J9i1mh~~t~tl1"1f1qJ1'Ufll'j
Q d ~ OJ' OJ' 0 GJ3J 0' -=-

Ufffl ~tl111Jflflm 'Utf1t11fl'Utl111Jm1J1~ff1J'lItI~fll'j 1If11I1U'UflUfl~ fll'j t"If!flWCVItJW.fl1'Y'lfll'j 'U'j '111'j

i'flfll'jfllfli'i Ufl~t'VIflUfl/ttl~6~1l6fll'j'U~'H1'j'H"'fl t~'Uti1m1JU'U'U1J1~'j'l.h~1J1Wti15'j~~'U

~1'U1'U15 ~6 fhtn1Ju'U'Ui'fltr'U~'U 3 ~6 U"~fhtn1JUCl1milfl ~1'U1'U2 ~6

'" "fl11lfl1.Jn1.J11'IJ"8\1'"

d " ..\ •• "QI " "". I1. !fl'U'j1'U'j11J'tl61J"tUflff1'j l'Y'ltl1ttl'j1~'HU"~ff ~ttl'j 1~'H'11l!flW CVI/6~tlu'j~fl6'U~

tlWfIl'Y'lfll'jfffl'ln 'j ~'U'Ufll'jU'j~ti'U tlWfIl'l"l h~'Y'ltl1'U1" U"~'j~'U'Ufll'jtl1'Ufl1JfIltil 'U iJ11J1i'fI•••
o tI ..e:s. OJ' OJ'

1I1U'Ufl\Pl11J!flWCVItJWfIl'l"lfll'j'U'j'H1'j1Iflfll'j film i (PMQA)
21 3Id d Q G d OJ

2. 'j 1'U'j11J'lI62,dfl111fl r;;jt"Iftl1'lf1ty 'VIUfffl ~tl111Jtl fIm 'U!fltl1fl 'Utl111Jm 1J1~ff1J'lI6~

fll'j i'fI ~lU 'UflUfl~f)1'j 1'*tflW cntJWfIl'l"lfll'j'U~ '111'j i'flfll'j fIltli' i (PMQA)U"~tl111Jm 1J1~ff1J'tl6~

!'VIm1tl/lfl~ 6~1l6fll'j'U~'H1'j '11"'fll 'Ufll'j~lIU 'U~1'U'j ~'U'UtJWfIl'l"l

•• J"
fl1111fl11~"" tl\l'"
Q t/'JI 91 ad d d •
1tm1~'H 'lI61J"1I1flU'U'Uff6'Ufll1J'tl6~NI"Iftl1'lf1tlJ'VIUfffl~tl111Jm 'Ufl6fl111J

~ ~ u

mlJl~ff1J'tl6~fll':ii'~~lU'WflU"~fll'j 1c;1!flWcntJWfIl'l"lfll'j'U~'H1'ji'flfll'j fIltli' i Ufl~!'VItlUtl/

ttl~ tI~1l6fll'j'U~'H1'j'H "'fl 1fltltl1m1JU'U'UlJl~'j U'j~1J1Wfh 5 'j ~~'Utm~ti1m 1Jumtlilfll '*ti1tU ~tI

, ~ '" " cl "(Mean) u"~mt'UtI~t'U'UlJl~'ji1'U (StandardDeviation) fll'j1tfl'j1~'Htl111Jm'UU"~'lI6tff'U6U'U~

,,~ '" 0.1 'I" '" ",l 'i d d.1
'lI6~f.;!1'lftl1"1f1qJ"If'U~tl1m1J1JCI1milflt 'lffll'j1ttl 'j 1~'HI'U6'111t fltI!fl'U'j 1'U'j11Jfl111Jm'UU"~ff~1J

o 'JI ~ •

'U11ff'UtI'tltit ff'UtlU'W~t1J'U'111J1~'111J~
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"'..,1.3 Nilnl111lfJ

fl17.w\ilJJhll)~1I1IWflff17 fl17 ~~fll)fJWfJTt'H ;$-:J\!':i\IJ lfll7'UtN 17 'J.•••tI1l1li11) 'Jt1 tJhI.,
~ 11 .1111"'''''U1tJHI£J.•••) ~~i1~fllHfli11 ffl 1J1HI ff~ lJNi1 ~~ 'Jhi

,d rI rI I ~ J.4 .oC::\ Q.I'

fflh1'V11 tflWcn/fl'J fltJ) ~ flfl1l nlJU i1~t'YIflhlflIt m fl'JlJ flfllHJ nn711i1fl'Ufl'J

11 0 'I .1 '" ~ .1 '"'Uflfll11 hi~ & hiWflffl) fJWfIl .•••'Ufl'J) ~1I1Ifll7lJ) ~ flhifJWfJ1.•••fll 7 fffl'lll 7~1111fll) lJ) ~ flhifJWfIl .•••

17 'JWtJlllli1 Ui1~)~ 111Ifl1) fll11fJlJfIltJ' hi ~~~lUhlfl~llJtflW cnfJWfIl .•••fllnJ ~11n ~~fl1) fIlfl i'!...•
~llJfIl .•••'Yl5.3
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QI .oS G' 0'

'flfl'l:lW:{llfltlJ'UtNltHflfl1'i

~ " "
'fl'ft1TfU1~t1f:)1lfl111l1YllTf'Utifl111lVllV11U

6 nl1iAfll,n1::U1Ufll'

Benchmarking

••••1f118~"'8

fl1'SU;1f1'S~.:IFltnfu€'fYli

Balanced Scorecard

7 NaU'nt1n11fh,iiUn11

(QA) JJlf1'SJ1U~ 1-4
..;

11lfl'S!lUYI5-7
..;

(HA) fltl,"YIIV

IV-I, IV-7, IV-2

IV-3, IV-5, IV-6, IV-4

(IC) u.:Ift'u'S::m)1J~5

111J1Jt.l'S::,iiUtl4ft'U'::flU1J~5

•••••'fl'8~"'8

,
(QA) "'1fI'11UYlS

•.. .1.-
fl1tH'nl5.1 ,5.2 ,5.11

v v '"fl1atllfl1'Sll'''tllfl'UJlI'lIU

a'3J"tlU::

f3Wtll";;lf1m,limu

,....
Ifl'J8~IIe

fl171J;1fl' flnIU~tJ'UllUtl.:l

PDCA

5 nl11i~,,rU7lr'nrnn'1,lflfl&l
-l

(QA) 11lfl'SJ1UYl5
..d •.•• J

Ulf1' !lUll 6 fl1tH'I16.4..
i1ti.:l;; 5.10,5.11,5.13

..I
(HA) 111f1'!lU1l5, 5.1,5.2,5.3

(IC) tl.:lri'U'::fltltl~ I ,5

111J1Ju,::&iiutlUi'U'::fltlU~ 1

111J1Ja'UUtl1UYl1"61fl'i1JflfltI

, •. ,
11lfl'S!lU;i 6 ti1ti.:liYi6.7

'-* .,. J~"'lfl'll'U7l 5 fl11J.:I'Ilfl5.4,5.1l
,

IIlfl'11UYi 7

(HA) Ulf1'!lUtflU~ 6,6.1, 6.2

(IC) Utl..2 Utl..2- I

UU.U6. 3 111J1Jfiflfll11U6.3

U.:Iri'U'::flU1J~3.5
.I

111J1Ja'U1Ja1JJ'l"7l2,4

TQM/CQI

CRM
m'1J;1fl'Sfl11UIStl.:l

3 nl11"'fl1111lt1ft'tynuti1u

U1nl111&l::Q'iJchu't\'cf1UIm.
.I

(QA) UlfI'!lUYl6..
A1ti.:l;;6.6,6.7

(HA) Ulf1'J1U;i3, 3.1,3.2,3.3

(IC) U6.2 U6.2-1 UU.

U6.3 111J1Jfiflfll3JUtl.3

u~ri'u'::nU1J ~I ,2

•• •••1f118~118

4 4.c:1l rI
7lt}t!lf,Jm'1J'1fl"'Il~fla~Y1l1

Balanced Scorecard

ldft1h!;;3Jli.:lI"''lIJfiv EVA

•••IfI'J8UI8

•• J
2 n1'1HIIN'IU"~q7lllflUm1

, ..
(QA) 3Jlfl'J1Uli5 i1ti~;; 5.3..

ti1ti~i 5.2
.I

(HA) 1I1f1'SJ1UYI2, 2.1,2.2

(IC) 111J1JU6..2 U6..2-1

u.:Iri'u'S::nU1J~ 1 ,3 11£1::5

IItJ1Ja'U1Ja11101'1J;1fl'

1I11,1,11I.

I 8'" .••4 n11-ifl fll111f1'1::'tfIlD::n11Uflfll1f11m, 'fl'J8~II8
.d •• , ~ •• t

(QA) Ulf1'J1UYI2,5 fl1tH'I15.5,5.IO,5.2,5.5 4. fl17Vtllfl1'fl11114(KM)
, ..

(HA) JJlf1'!lU;i 6 ti1ti~;; 6.9 m'1J;1fl'SIIU1JUIWlfl1'
"'.1 -l(IC) U4fllJ'::flWYII, 4 , 2 MIS

.1 •• "'.1 .IllUtllJ'S::I3JUtl4fllJ'::fltl1JYI2 , 4

••••Ift18.:1118

Ylq'llgnnv,,"n.... '""t}'lI11Wt}fln113JUUlm,

"t}'lIQ'Ztltl

A Fit Model

1 nmhe.u{n,
.I

(QA) 3Jlfl'J1UYI5..
A1ti.:l;;5.1

...• ., .-l
JJlfl'Jl\1Y1 6 fl1tH'I16.5

'"JJlfl'Jl\1Y1 7
cI ~.'/3Jlfl'!lUYI 3 ,,11J.:I'I13.1

.I •
(HA) 3Jlfl'J1U "I 01'\11

,yUU
(IC) U6.2 U6.•2-I

u.:Iri'tbznu1J ~ I

d . 0' cf_1 ' A.A 4 .q Q.I Q.I 0

fllTfVl 5.3 'fl'lUNnlflW cn/f:)~fl1J'i:flf:)tJ'i1llU'fl: lVIfl'Ufl/lfl'if:)~1Jf:)fl1'itJ'i11l'i'lUm \l~\llU'Ufl'1l11l
Q.I ~ ~ ~ Q.I

fll'TffJI'UllflW cnf.}WfllTffll'itJ'111' \l~fll' fllfl'2' (PMQA)
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.•• " ..\" "_I •1.3.1 Ht't'llt).:jfllnlm 1~111t)fln'nfl tlUlll'f'llt).:jlVUI1111fUUCVl/t).:jfllJ~~ml'ln11J'IItN•
.f{t)fh11'\..I~1'\..Iltlfln'1~f'JWflTW'IIt).:j1~1I11fll1111~ti'\..ltJtuflll'ffll1fifl'J!l11~1I11fll1111~ti'\..ltJtuflTW

1 , " ""-'! 0 ""~ IHl'fl'Jl1l1tl Utl~1~1I1Jfll1fl111fl1Jml'J'U l'f1l11Ul'ltl~~~1J1I1J'Ut)flll1'\..1~(lflWCVl/t).:jfllJ~~flt)1J)•
d.d 0 ~ GI QI 0 fI Q QI fa'
'VI1Jfllt)1i1l1l'Jn''\..I1In''4'\..Ifll1~~~lU'\..lfl~11JlflWCVlf')tuml'ffll11J11111~~fll1 mm! 7 111J1~

••.. d 1 ' """" "~I ,d ~~.:jUn'~~~l1Jml'f'VI5.3 ~l'JU~tl~111J1~'\It).:jlfltuCVlf')tuflll'f~~1JlflWCVl/t).:jfllJ~~flt)1J~11J'VIL1J'U

.f{t)flll1 '\..I~1'Ultlfln'11f'JWflTWli4t)1r1'\..1U'\..I1'V11~1'\..Ifl11t'hlu'Ufll1.u~nlltlfln'11tJwml'f"hl1 i' 1Jfll~
oJ

i'1J~11~~lflflW~m 11Jfll~~11~n't)lIUtl~111~lij'\..lHtlfl1l'J1'\..Iutl~ml'J'Ut)fl~.:jii

do"
1) 111J1~'V11 fl11'Ult)~flfl'

o "(1) fll~'\..Ilt)-IJflfl~

o Q rI .• l!J ~ ..IGI
fl. fl11flll1'\..1~'VItY'VI1~'IIt).:jt)-IJflfll~lJ1~flt)1J~1l'J 1I11J'VIlJ1'lftyl/

11W1il'\..11'ffl'Jf1tYUI i'\..l1in~ I L1~h111~n'.:jfi''Ull'J1Jll'JI flnn'!l-1J1I1'Wlfl1tY fhUl'J1JUH'U
"

~11U'Ufl11 l-lJll11Jll'J/~1~1~t)~fi'm lm-IJn'!l-1Jfll1.u~t).:jfi'm fltu~m11Jfll1~i'lIH~'lft)1I

'U1~fl1':i1J/lt)flln'i~'Ul .
'II. fl11fllti1JtlUtli1~ '~url 1~lijl'J1I flt).f{t),j.:jflll ~2jt) Utl~

l-lJll11Jll'J

(2) fl111Ji'1JH~'lft)1I~t)'ff.:jfl1Jfll1un'~-IJl1afl!1'U~lr1'U l111i':i11JL~fJ1till

fl. fl111Ji'lIH~'lft)1I~t)'ff.:jfl1J
o Q 'Q oIIIClt.

'II. fl11~lL'U'Ufll1t)l'Jl-1J1J~1l'J1i1nJ

fl. fl111lffll1n'UlI n''4'U~t)'J!1J'lf'U~dlflty
d oQ ~

2) 111J1t'l'Yl2 fllnl-1JuH'Ul'lf-IJq'VI1itYln'~1

QI 0 "(1) fll1 ~t'l'VI1~'VI1itYln'~1

QI 0 o''I~o .. ''-fl. fl1~1I1'Ufl11~~'VI1q'VI1itYln'~':i1~'VI1fl11lJ1~11J'Un'ml'f
:p 0 ..\ , oj "

U1t'l'('1t)1JUtl~'VI1SWOT 1l'ft)'VI1111't'lt)t)'U'~U'll.:j'llt)~t).:jflfl1

-'4_1 " ••• ,,"" ••.• 0 ""'\I. llJllJ1~n' -IJfll'lf~q'VI1itYln'~1 1Jfl11~~'VI1UH'UI'J'VI1itYl~1/fltlfJ'VI1i
o _'I d1., _I " ••.•

lLtl~fll1 flll1'U~llJll11Jll'J111t)1~QlJ':i~n'-IJfl'lft'lL~'U

(2) fll1t11l'J'Ylt)t'lfltlq'Ylnl1ami4t)Uliu11au~

fl. fll1 t11l'J'VIt)t'lUH'U11alliifll1 ~fl1111allii 111~flt)lI~ 1l'Jfll1.ut'l

l11UH'U11a,j~fln 11fl':i-IJfll1In~fl111J~n't)t'lflilt)-IJti1J11H'UfltlfJ'VIn fll1U lUH'Uiu11Q,j~utl~l1mh'U
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~ .
1jfl111li' 'U~~1110'W~111n~fll ~~tl ff~~'VIi'~ t11fl~fll ~\0\ U'Uff'WU~~Ufl111lttl ~£J'Wtttl ~~•• ~ .

'll. fl1~tl1tlfl1~W'~mfl1~~htij'W~l'W1jfl1~nl11'Wtl~1;f1tlYi1tlJ:.l~1~

U~~fl1~tl~~tii'WJ:.l~1m ~fl1~t~U'\111l1u~1'Utli''Utl1~
..I 1~ 0 Q,I QI ~Q.J.q !JI..::s' \Ii Y .t::I,

3) 111l1tl'VI3 fl1~ 11fl111lfflfltyfl'U~~'U'U~fl1~tm~~mY1'Wttltfftl

(1) fl111l~t~t110'U~i''U'U~fl1~U~~~1jri1'Wl~tfftl l~un 'lfU~'VI1~i''U'VJ~
•• ''II ••

U'U'Utl~~tii'Wfl111l.w~~U1~ fl1~'lhltltli''Utl1~i1u'Wml'U
.d QI ~ " Q,I ~

4) 111l1tl'VI4 fl1~1tl fl1~1tfln~11U~:::fl1~~tlfl1~fl111l~••
QI Q fI 0 Q

(1) fl1~1tltm~ 1tml~11J:.l~fl1~tllt'W'W~l'W
~ ,

fl. fl1~1tlJ:.l~fl1~~ltij'W~l'Wfl1~nl11'Wtl~1;1tlfl111lil1 'Wfl1~

~1t1~1'Wfl1~'1.h~U1J~U~~ffl~ ff'Wt'VIff1l1ffl!'Uff'4'Wfl1~~tlff'W1~

'll. 1tml:::,..y'J:.l~fl1~~ltij'W~1'Wfl1~111fflm~'llu~ilty111fl1~

nn£J'UtYitl'Uu~~t~u1l1t1~'llu~~U1J~'YJfltl~~t.fl'VIt'lf'Wfl1~t~'Wfl1~tlil,j~~l'W

QI "(2) fl1~~tlfl1~ffl~ff'Wt'VIffU~~fl11:lJ~

fl. fl111l~~Ull1-N~1'W'Uu~ffl~ff'Wt'VIfffl1~11~~~'U'Utfl1U'lilt11'11'

ff~tl1fl ~1tlt~1,t1g~ fl1~i'm:l1fl111ltl~Utltltl
QI fJJ ••• I~ d ~

'll. fl1~~tlfl1~fl111l~fl1m~m1J~t1'Wt~t1'W~••••
~ '9J Q,f

5) 111l1tl'VI5 fl1~ll~t'W'W'VI~'VWlm'Utlfl~••
(1) ~~'U'U~1'W

fl. fl1~~tlU~~'U~1111UJ:.l'Wnlti~~~.fll~~~1'WU~~tl~1l1W~1'W

'll. ~~'U'Ufl1~tl~~tii 'WJ:.l~fl11tl il U~~l'W'UU~1Jfl fl~

" ""1"..1 QI""fl. fl1~~VH1'WU~~tl111lfl1111'Wl'W'I1'Wl'VIfJWff:lJ'U\O\U~~

"" " "1(2) fl1~t~t1'W~'llU~1Jfl~lmU~~fl1~ff~l~m~~~~

fl. fl1ni\PJJ'Wl'Ufl~lm•
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~ ,;j 'I I

(3) f1l·HY·nunlllf.llffnUCl:fl':mJ~,rvm t'ilUnUflCllm••.'" •..6) 'JI/Ul~V16 nl'.i'il~f1l'jm:U1'lml'j
~ ,

(1) m:U1'\..!nl'jff'jl~flWfl1•

Q.I ~, Q 1

~U1in'il'Ufl~ff1U'jl"lff1l'j/.fll'jn'il'JI/U1[J/ FLOW CHART

'U. m:U1Uf1l'jf.l~;J iWlU1UCl:rll[JVlfl~f11111fUi'UUH
OJ •

Ald.1 ~ ~ •.• ~•.• '" ~"" lIJ ~ , '"
l1JCltlUU1JCl~;Jlll'Ufl\!Clfl1111;Jfl~f11'j/fl1~'JI/1~'Ufl~~'jUU'j f1l'j ~llff1U t~ff1Ulfftl

(2) m:U1Uf1l'jffUUff'4U '~Ufi f1l'jtil'JI/U~m~U1Uf1l'jff,rUff'4U. " .
nn\!'jw lnntimhu 'jl"lff1l'j ~U ~1;1~/f1l'jU 1u111~m:U1Uf1l'j f1l'j lNtlU~'iUClnl'l1~t1u

tJ'j:ffUf1l'jW
.d QI~ ooQ

7) 'JI/1l1~V17 f.lClCl~1inn~llUU~lU

(1) iJ~~lUtJ'j:ffVlif.lCl

"''''~ 'I ~ '"(2) ll;J~lUflW.fll~f1l'j t'JI/U1nl'j•
(3) iJ~~lUtJ'j:ffVli .fll~'Ufl~nnU ~,j~'jl"lff1l'j

(4) iJ~~lUf1l'jiWlU lfJ~flm;J'j 1'ilU'j:liJUNClf1l'j~lliiunn ff1U
1 .1'" '" •.• , 4 rI.! d", '" ~ ,;j •••

'j1'1ml'j ~m1J'jt1U1VIt1Unu ff1U 'j l"lff1l'j'JI/'jfJfl~flm flU V111.fll'jn'ilflCll[JfICl~nu

1.3.2 lVIf1UfI/lf1~fJ~ijflf1l'jU~'JI/l'j'JI/""n'Ufl~'j:UUfJW.fll~\!'jWlf1l'j 1~[J~lUun
~ Q QI Q,I

;JllllnW ay)fJW.fll~f1l'jU'j'JI/l'j'ilflf1l'j .fllfl'j! (PMQA)
, , "

1) 'JI/1l1~fi1 f1l'j,hfJ~ti'm lV1f1iifl/lfl~fl~ijfJf1l'jU~'Hl'j'JI/""nlumJ1f1u

'~urlV1tlll~f1l'j'}f1f1l'jV1tllla~tl~m'jllfl~ti'nn V1tlllij'j:UU A Fit Model
d '" rI "'.!"'1 '" •.•2) 'JI/1l1~V12 f1l'j11~UNU1"lf~~V11ifflff;J'jlVIf1UfI/lf1'jfl~llflf1l'jU'j'JI/U'JI/Cln

" .
lU'JI/1l1~U '~urlV1tlllijnuU~'JI/l'jl~~nCl~V1i'Balanced Scorecard \!Clfill-Wlll';~lff'jll!fi'il

(EVA)
d 1'jJ 0 Q.I Q.I 9101 Q il4' 111 fJ} , .::t

3) 'JI/1l1~V13 f1l'j 'JI/f11111fflmlJnUN'jUU1nl'jUCl:f.lllff1Utflff1Utfftl
" OJ OJ

, " .
lV1f1iifl/lf1~fl~ijfJnUU~'JI/U'JI/""nlU'JI/1l1f1U'~urlCRM nl'jU~'JI/l'jfl11111fftl~TQM/CQI

.d Q.I Q " QI fJ} Q ~~

4) 'JI/1l1~V14 f1lnfl f1l'j11fl'jl:mm:f1l'j'il~f1l'jfl11m lVIf1UfI/lf1'jfJ~llfJ
OJ

"
f1l'jU~'JI/l'j'JI/""nlU'JI/1l1~U '~urlf1l'j,}f1f1l'jfl1111f(KM) f1l'jU~'JI/l'jUUUU".iWlnnMIS

OJ OJ. ,
4 ,y Q.I oC:lto ,:!f.::!l Q Q.I

5) 'JI/1l1~V15 f1l'j~~tUUVI'j~t11m1JflflCllV1f1UfI/lf1'jfJ~llfJf1l'jU'j'JI/1'.i'JI/Cln

"
lU'JI/1l1~U '~urlf1l'j'}~f1l'jVli'~t11mll'4116 ffllnou: UCl:fJW.fll~'M1;Jf1l".i.•h~lU
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6) '\1111~~ 6 fll~~~fll':ifl~~'UTUfll~ t'YIfliJfl/1fl~'el-:Jij'elfll~'U1'\11~'\1ftfl'l'U
'" ,

'\1111~i11~Ufi fll~'U1'\11~fll~tlliltJ'UU1hN PDCA

7) '\1111~~ 7 f-l~ftVl1rfll~~htiJ'Ufll~ t'YIfliJflltfl~mij'elfll~'U1l11~'\1ftfl 'l'U

mJ1~if 1~ttri fll~'U1'\11~~-:Jf-lmY11tl'YIi Balanced Scorecard Benchmarking

I d -C\ d 9/.d 0 .di '1 6}31
ff1'U'YI 2 fl1111fl~U'\1'U'IJ'el-:J~t')ftJ1"lf1ty~1'U1'U22 fl'U tl-:Jfl1111t'\1111~ff11'Ufll~!'lf

fll~~~tfltu ~/'el-:Jfill ~~fl'el'Ui 111~ltt'U fl~l11tfltu~fJtu.fll'Vffll~ 'Ui'\11~~~fll~ .fl1fli'! (PMQA) 'l 'U.~ ~ 4 4 Q
fll~ \!~tu 1fl1~~~'U'Ut'elflff1~ fll~ ~~fll~ fJtu.fll'Vftt ~~fl1111t '\11J1~ff11'IJ'el-:Jt'YIfl 'Uflit fl ~'el-:J11'elfl1~'U~'\11~

'"'\1ftfll'UfllnhtiJ'U-:J1'U'IJ'el-:J~~'U'UfJtu.flTn 1~tJff111f-l~1~ ~-:Ji1
ClGl QI .4 d 9Jd t!i Gt

f-l~flln~ tJ ~ ~ ~ 'Ufl1111fl~t'\1'U'IJ'el-:Jr:;jt'lftJ1'lf1tym fl1111t'\1111~ff11 !'U.flWI~111'IJ'el-:J

fl1 ~~~Ufltu~/'el-:Jfill ~~fl'el'Ui111~1tt 'Ufl~l11 tfltu ~ fJtu.flTn fll~ 'U1'\11~~~ fll~ .fl1fl i'! (PMQA)

31.,1 '" "" '" 6} QI
f-lt'lftJ1'lf1tu11fl1111f1~t'\1'U! 'U~~~'U um••••

fllnhtfltu ~fJtu.fl1'rffll~'Ui'\11~~~m~ .fl1fli'! (PMQA) 111'l.rt 'Ufll~vrWJ'Un~'U'U

•.• "" ., .,'" 31 31
t'elflff1~fll~~~fll'j fJtu.fl1'rft'lf-:J\!'jtu1fll'j'IJ'el-:J! 'j -:J'rftJ11J1~! 'j -:Jt'jtJ'U'U1tJ'j'eltJ'rf'j~~~~'el11tflm

31d ~ ~ d GJ QI

f-lt'lftJ1'lf1tu11fl1111fl~t'\1'U!'U'j~~'U um....
Q.I ~ c::I i1d.ci trt -C\ ~ 4

'j ~~ 'Ufl1111fl~ t'\1'U'IJ'el-:Jf-lt"lftJ1'lf1tutl-:Jfl1111t '\11J1~ff111'U.fl1'rfi111'IJ'el-:Jt'YIfl 'Uflit fl ~'el-:J11'el....
Cl QI SId Q .Q d i ...

fll~'U~'I1n'\1~fl f-lt')ftJ1"lf1tu11fl1111fl~U'I1'U'U~~~'U um....
2. aihhlfJNO
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f.}WfIl .•••fIlU 'U'iI~t1J'Uf)1"jlJ'i::tlJ'U Ut'l::f11'i1PI'i1'i1fffl1JtJWfIl .•••U'Cl::lJlmi1'U~ 1'UlJ'iI'illJ'U1t'Ul (Input)

.k !'II !II.I'" • .1'"U'Cl::m::1J1'Uf11'i (Process) C)f~t1J'Uf)1'it'U'UlJ'i::nJ'U"!'VI~" UlPlflIPl1~'il1flf)1'ilJ'i::tlJ'UtJWfIl""
' ••.•. 1 ~ Q.I d

fIltJu flfl (fJlJflf)1"j lJ'i::tlJ'UfI1U'U flm::~1J ~~lJfffl1:l1: 18)
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fJW1Wl1J'lf.1J.

~llm,j.:J ,rf)Uty;f 81. f)~1J~1'U1Jl\9l'jil'U~1'Um'j\9l'j1~fffl1Jfllai'U m1Juty;ff)'C!l.:J

14. ~fl 'Ul~ff11 !f1lJ1'Ufll'l'jttJ'j1Jt~1ty

flW1W'i1J'lf.1Jf)ff.1J.
q q

~ltm,j.:J ,rf)uty;} 71. f)~1J.:Jl'\J1J1\9l'jil'U~1'\J01'j\9l'j1~fffl1Jfllai'Um1Juty;}f)'C!l.:J
J. GIft QI

15. 'lffl vt.6. 'lJwa'jf)lJ ~'U'lfa

fJf.UllPi711'1.1J.vt1J.1~U\9l'jti1a1JtviltJ1t]t]lmf)

~ltm,j.:J 'jfl.:J~Uty'lflO1'j1Ht~a'\Jtff'Uli'mr m1Juvtl'lVl'I'I11'J1Jf).4 .Q .c:.,Q QI

16. 'lffl vt.fl.'I1ty.:Jff'jvt'j ~'U'lfa

fJf.UllPi7tJ1tytyl11'1vttllm'Clfflff\9l1

~lU 'I1,j~ fl W~m 'j1J01'j \9l'j 1~'i:1fl1JU'Cl~tJ'j~tij 'UfJWfllvt O1'jfff)lJ111'1tll~ auvtl'IV

4 QI rI fI
17. 'lffl 'j .ff.vt.fl.~'j .fl1'ClaQf)lJ.:Jl1J

fJW11Pi7f)ff.~.(01'Jfff)lJl) MBA.(m'j~~m'J~1itJ) MSc.(ff~'j11'1al)

~l tm,j.:J 'j fl.:JflW1J~iha1'lflO1'j flW~ff'l1n'lffflff\9l11J'I1111'1al~alin1Jfflff\9l1
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,
4 t::! ~ •.•.1 do

18. 'lf0 l'HWl'nYru~l~W 1J~~VllJlIW
" OJ •

~ rI QJ ~ ~

fJW11PJJf1~ff1ff~~lJ'I11UWCVI~(fl1~U~'I11~fl1~'VW1UT")
o '310 Q QI QI

~111'11\N ~m'U10fl1~1VI01~O'VW1U1~f)O~VI'VIUf)
~ ~

19. 'lf0 'Ul~ffl1 fl'UOlJ~~1~ff~~~fJ~

fJuqm 1l~~~11 VlVI1~~11..1fl1':i,j~;U~~fl1~.ij~fl1n~UUff1~ ff'U1V1ff

~lU'I1ll~ ~ii1'U10fl1mrill.ij~vh~10~l'U ~mfl1~ll n,j~~l'U th\!f)~l'Ull~~liJ'UN~ ff~~.
OJ. 'It!

it .c=. QI 0' ..•.1 ~
20. 'lffl 'VI.6.'I1~~Rff. 'If'U1'U'UVI"{J1J~~lff':i!

fJWlm 1l~~~11V11V1tJ1ff1ff~{(~~;b1V101)
o 'VI 910 Q QI tI ~
~111'11'U~ ~'lf1tJ~m'U1tJf)1'i1'YW1~OU'VIVItJ'VI'i~lJ~fJtl1f1~1.
4 ,. ~ 4

21. 'lf6 'VI.O.~.ff. lfftlW ff~ff1~

fJW1Wi1l~~~11V11V1U1ff1ff~{
o I 'jJ'!JIo Q QI tI 91
~111'111..1~ ~'lf1rJ~61'U1tJfl1~1V101~ml'V1V1U'VI~~1I~fJtl1f1~1
4 QQI 4 ,

22. 'lf6 'VI.6.~.ff. O~fffl~ 'I11.J'I1'U1U

fJflqWi 1l~~~11V11V1tJ1ff1ff~{

~llmll~ m'il1~U,.r1'11~1mfl1'lf1~~;11V1011V1rJ1~mll'lVlU'VI~~lI~fJtl1f1~l



iluunnfl ~
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:II'W~::~~il8,.umn
~ ~

th;lIil~fllw 1th'Wumabfl 11111;111~ti'lJ'ijfJlllff'Vnl~8 1lIil
~

1. fll'j-W~'W1 'HmfJil~ fllnh ',f~;j'W 1;11'~~lfJUfl~ff~~1fl~6fll'j1l~,j~mflfli11~1l

2. fll'j-W~'W 1'j ~'lJ'U16flff1'j fll'j ~~fllHJWfIlV'f 'HmfJil~ fll'j ~11ij 'Wfll 'j ~~ 'H1l1~'H~8~ ti'1I'j ~fl6'lJ
"0 'I d.,. .,. •• .,j ~ •• .: d" 4 ••.•

'U6~'U6fll'H 'U~ ~'U16flff1'j fJWfIlV'f 'VIll'VIt)llQ 1'VIfl'Ufl/1m8~1l6'lJ':i'H1'jV'f'Uj1'W 'VIflfl1fJflfl~fl'U 'U6~'j~'lJ'Ufll'j

'lh~ti'UfJWfIlV'f i HV'f[J1'Ulfl fll':i1l'j::ti'UfJWfIlV'ffll'jflflll1 Ufl~fll'jfl1'lJfJllfllfJ1 'U'U8~1HV'ffJl'lJ1fl i 'j ~i~fJ'W
CjJ 91 A -: 91 1 0 ~ I' ....1C\QI.c:t,9/

'U1tl':i6 tll'l 'j ~~fl ~811lflm 1l'l8fl ~ fl 11119f19f8'W 'Ufll'j ~11'U'W~1'WUfl:::~1fJ\9'I6fll'j 1JII'lJ\9'I~1'U16flff1'j fJWfIll'l.
QI Lt o.c:a 1 A M 01 0 " "I" I3. 'j::'lJ'lJ18flff1'jfll'j~~fll'jfJWml'l 'Hllltlfl~ fll'j~11'U'U~1'U ~tJl'jll~lfl1JUtl'U11'U1 ~~Ufl

".1 "" 0 " • i 'I " .,. •• .,j ~8~fl1J'j :::fl8'lJ/1flWCVI\9'I111'U6fll'H 'U~'U6~l6flff1'jfJWfIll'l 1'U1t1m~'lJ1'Wfll'j ~tl ~'If'VIt)llQ l'YIfl'Ufl/1m8~1l6
•• .,j '1~".ck ••.• "~,,.,. "0 'I 0 ••••

fll'j'lJ'j'H1'j 1V'f6~'H~~lll9f~Nflfll'l1i fl6 'U8\!flfll'j1'Utl'U':i1tl~1'U\9'I6'lJ'U8fll'H'U~ ~'U18flff1'jfJWfIlV'f ff1'H'j'lJ

i''lJfll'j \9'I'j1~1I'j::aij'U~lflflW~m'jllfll'j fIl[J 1'UUfl::fIltl'U 8fl

•• 4 "_I "" 0 'I _.I"4. l'lf~'lJ'jW 1fll'j 'Hll1tlfl~ fll'j'j1116~fl1J'j~fl8'lJ/1flW CVI'U6~'U8fll'H'W~ ~'UU'lJ'lJ1'18'j1ll6flff1':i
OJ

jJ. ,JI
••.• .,. ~ ~ " 4 ••.•'I .,. •• ~ ~ •• ~ " ~

fJWfIl'V'l'VI~ff111'j~'lJ'lJ 'VIm116'W'H'j 8 fl m tlflfl ~fl'W~'W'VItIll Q l'YIfl'Wfl/1m 8~118fll 'j'lJ'j 'H1'j 'V'I'Wj1'W1'U11lJ'W
,.,. i"" .,j,,, 0" .,.

'H111~'H\!1~fJ1fl'W ~tl6~lflW CVIfJWfIll'lfll'j 'lJ'j111'j~~fll'j mm j(PMQA) 1l'l6 'Hff1111":ifl'W1'U8\!flfll'j 1'Utl'W

" 0 " " •• " ••••• : " 0 ••'j 1tl~1'W\9'I6'lJ'U6fll'H'W~1'Wl6flff1'j fJWfIll'l 1111'If1'Hlfl~lI":i~ itl'lf'W'j 111fl'W fl~fl11119f19f8'W1'Ufll'j ~11'W'W~1'W

, .
• 0 ~ /:11 OJ.os .,. OJ:II "' •• '" ,

fl1W1gJ8'lJ f110UI/'nlAfl'UH't'ItllfJ v 't'I'UlgJ1A~tlfl'flgJ'~fl'lJ'UtlA'fIilil' ~/fll1tll't'l'U'U8~'fIl'U
.et CJI ,

gJ8'U'fIl 'U6\!flff1'W'lJflflfl

.,j " " d'lf81!;11'Hfl1111111'W...•.....•......•.....•.•••....•..•..••••..•.••...............•......•..••••..•..•••........••...•..•...........
..•fJ tu1~ .

o ,
\9'I111'H'W~ ..................................................•..•......•...........................•...........•..•..................•.....................................

• 1 " 01. 1J'j~ff'lJfll":iW'YIl~l'W

D 1. 5-9tl D 2. 10-14 11 D 3. 1511~'W111
, "1 Q' Q Q .c::l

2. 'j ~'lJ'lJfJtufIll'l ~ 'VI'YIl'W11fl11111'If[J1'lf1ty 'YI'q~

D 1. ":i~'U'Ufll":ill'j:::ti'Wfltum'V'l iH'V'Itll'Ulfl•

D 2. 'j:::'U'Ufll'jll'j~ti'WfJtum'V'lfll'jflfllll

D 3. 'j:::'lJ'Ufll'jfl1'UfJllm[J 1'W

D 4. ~'W'l ':i:::'lJ....................•...........•......
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~ ". ~ ~ ~
116 11f./11::t6f./~ 1l1fl 'lWf./

5 4 3 2 1

'" rI .. '" '"fll1 ~~'I11l1~~11llfltUcnfJtUfll'Vl fll11.J1'1111~~fll1 f11f11!
,

". 0 rI
1. 'I11l1~'Yl1fllnn6.:.lflm

..l •• rI
2. 'I11l1~'VI2fll111.:.lUJ:-f'I.Jt~.:.lf./'Yl1iff1ffm•
3. 'I11l1~~3 fll11 ,rfll11lff1flqjti1.J~i'1.J1.J~fll1 tm::

~".' i~' ".llffl'I.J ~ffl'I.Jlfff./
d Q.f .q ~ Q.I jJ

4. 'I11l1~'VI4fll11~ fll11tfln::'I1!m::fll1~~fll1f1111l1 ••,". ,,, '"
5. 'I11l1f1'Yl5fl111:1.:.lt'I.J'I.J'Yln'W1m1.lflfll1

,
". '"6• 'I11l1f1'Yl6fll1~~fll1m::1.Jl'Ufll1
..l ",rI 0"

7. 'I11l1f1'V17J:-f1111'r11ifll1~ll'U'Ufll'j

8. f1111l!'l11l1::ff1l1l6.:.lfllnh PMQA 1l11.f1'Ufll1'WWJ'U1

'" ..
1::1.J1.Jt6fl ff11 fl1 'j ~fI fll 'j fJtUf11'r1t')f .:.l\l1tU1fll'j

\lI6U~ 3 fll'j llVfll11lff1flqjti1.Jfll'j ~~'I11l1f1~11ltfltUcflfJtU.fl1'r1

mtU 1~f1ihti1.Jfll11l ff1fltu~'Yh'U ij~ 6fll'j ~~'I11l1f1116.:.ltfltUcflfltU.fl1'r11'UU~l1::'j ::1.J1.J11f./.:.lih~1.J~lfl
• u •

1I1fli1.J'I11Uflf./lf1f./ (1) 'I11l1f./il",ff1flqj1l1fl~rrfl tm::(7) 'I11l1f./il.:.lff1flqjU6f./~rrfl olilflll,..,hntylfhftu1Hlti
ih~1.J'Y/,..uml'ln~r.llftu Ut\'ltlU'Y/"'ltlU'l'lliil~1.JO~1 t.I

.
o '" ".111f11.J'YI(

,
o '" ".111f11.J'YI(

,
o '" ".m~'U'YI (.
o '" ".m~1.J'YI(

,
o '" ".111~'U'YI(

,
o '" ".m~'U'YI (

,
o '" ".m~'U'YI (

oJ o' rI
) 'I11l1f1'Y11fllnn6.:.lflm

d Q ~
) 'I11l1f1'Y12fll111.:.lUHW~.:.lf./'YI1iff1ff~'j•
) 'I11l1~~3 fll'j 1,rfll11Jff1flqjti1.J~i'1.J1.J~fll'jtm::~ijrll'U i~rl1'UtiYf./

d Q.I .q " QI 'JJ
) 'I11l1~'YI4fll'j1~ fll'j1tfln::'I1!m::fll'j~~fll'jfl111l'j

OJ.
A I 3J Go'

) 'I11l1~'YI5fll'j2:l.:.lt'U'U'YI'j'rlf./lm1.lflfll1
,

". '") 'I11l1~'YI6fll1~~fll'jm::1.Jl'Ufll1
d QI J o.Ct.

) 'I11l1~'VI7Hl1l1'r11ifll1~lt'U'Ufll'j
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2. ~1~Ufl1111'iY1flty'tIt1~f11'j.o~11111~~111tf1W enf.! W fl1'Wl'U~::m'Ufll~'I.h~ft'U'1Will'Wfll~ft fllll· .o QI I'::i .c:I 0'"

~1~'U'YI( ) 11111~'YIlm'j'\.J1t1~flm· .OGl.d cS ~ fI
m~u'YI ( ) 11111~'YI2m'j11~ttH'\.Jt'lf~~'YI1iff1ff~'j

~l~U~ ( ) 11111~~3m'j' ,rfl1111'ihfltytiu~i''U'U~mm~:::~ihi1'\.Ji~ri1'\.JtiY[J
o QI d d QI .q tI QI ~

m~u'YI ( ) 11111~'YI4m'j1~ m'j1tfl'j1:::l1tt~:::m'j'il~m'jfl11111· .OQlQ .:I'y QI

m~u'YI ( ) 11111~'YI5m'j~~t'\.J'\.J'YI'j'W[J1m'lJflfl~· .OQld .c:l QI

m~'U'YI( ) 11111~'YI6m'j'il~m'jm:::U1'\.Jm'j
OQld d QlfI oCll

m~'U'YI( ) 11111~'YI7H~~'W1if1l'j~lt'\.J'\.Jm'j

3. ~1~'Ufl1111ff1flty'tlt1~f11'j .0~ 11111~~111tf1Wenf.! Wfl1'Wl'U~:::'U'Ufll~tll'U '11JillU1U
OQld .d 0 d'

m~u'YI ( ) 11111~'YIlm'j'\.J1t1~flm
o QI d d oQ tI
m~u'YI ( ) 11111~'YI2m'j11~ttH'\.Jt'lf~[J'YI1iff1ffm•

) 11111~~3m'j' ,rfl1111ff1fltytiu~i''Uu~mm~:::~ijri1'\.Ji~ri1'\.JtiY[J
.d QI .q tI QI 'jJ

) M1l1~'YI4m'j1~ m'j1tm1:::Mtt~:::m'j'il~m'jfl1111'j••
d r 51 QI

) 11111~'YI5m'j~~t'\.J'\.J'YI'j'W[J1m'lJflfl~
· .OQl.d do QI

~1~'U'YI( ) 11111~'YI6m'j'il~m'jm:::U1'\.Jm'j
OQld d QltI o.q·
~l~U'YI( ) M1l1~'YI7H~~'W1if1l'j~lt'\.J'\.Jm'j

o 01
1. fll~UUHtlfl~

oQ.J..c!I .c::l Q.I .:s Q fI d tI d QI

t'YIfl'\.Jfl/tmtl~llti - 'YIt]llum'j'il~m'j 'YIt]llU'Wt]~m'jlltl~flm'j 'YIt]llt)'j:::U'UtI~flm'j'YIm1l1:::ffllf1Ufffll1:::
!J/

ttl~~tlll (A Fit Model)

'j:::~Ufl1111m1l1:::ffll0 1I1f1~'i!~ 0 111f1 0 1.h'\.Jf1~l~ 0 U'mJ 0 U'tI[J~'i!~
· .

t'VIfli1fl/tfl1t1~titiVifl1'j~~tltlf1 .

'" ..\ a d .d '"
t'VIfl'\.Jfl/tfl'jtI~lltl'YIfl1'j t'Ylllt~11..................................................................•.............................

••• 01

2. f11llHllf1"'U"~q"fiflUI~
.q.ita d.q ~ tI

l'V\fl'\.JfI/tmtl~llti - 'YIt]1lt)m'jU'j111'jt'lf~f1~Q'YI1iBalancedScorecard.
ll~fht~llttjf~tfl'jlliln'il (EconomicValueAdded-EVA)....

•• • 1 D!J/ D!J/ d
'j:::~Ufl111Jtmn:::ffll 0 1I1f1~'i!~ 0 lllf1 0 1Jl'\.Jf1m~ '\.JtI[J '\.JtI[J'YI'i!~

· ..q o!!l .c!I.d QI

t'YIfl'\.JfI/tfl'jtI~lltl'YIfl1'j~~tIti f) •.•..•.••..•..•.•.••••.•.....••..•••...•.•..•..••.•..•..•.•••••.••••••••.••..•..••.••••..••••..•· . ,.q .c!I.c!Id .e:::t..q

t'YIfl'\.JfI/tfl'jtl~lltl'YIfl1'jt'Wln~1l..................................................................•.............................
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••v 0 OJ OJ VOJ'" V<=I' It v q
3. f111!'Hfll1'IJ«lfltyfl'U~1'U1.J1fll1&m~~'lJf;Y1'U !~U«t1

~ J. ~ Q d
l'YIfl'Wfl/IWHH:JJfl - Customer Relationship Management fll'i'U'i'Yll'ifl11:JJlfftl~ TQM/CQI

'i~~'Ufl11:JJm:JJ1~ff:JJ 0 :JJ1f1~~~ 0 :JJ1f1 0 1.h'Wml1~ 0 -Ufltl 0 -Ufltl~~~· .~ dt 4 a Q.I

l'YIfl'Wfl/lfl'ifl~:JJfl'VIfl1'i\9l~flflf1 ............••.•....•...........•..•.............••••••......••.•..•..........•..•...•..........· ..~ t:!I~d. .c:r.<Q

l'YIfl'Wfl/lfl'ifl~:JJfl'VIfl1'i1'W:JJI\9l:JJ ...............•......•..•...........•...........•...•......................•..•..•..•........•

Q.I' .::tl J QJ SI

4. flln~ fll11&fl11~'H UO~fll1il~fll1fllU.IJ

~~,:!I Q.I 3J ~ A Q.I

l'YIfl'Wfl/lm fl~:JJfl - fll'i~~fll'ifl11:JJ 1 fll'i 'U'i 'YIl'i U'U'U\!'iW lfll'i 'i~'U'U ffl'iff'Wl'YIfl'IWflfll'i ~~fll'i (MIS)

'i~~'Ufl11:JJm:JJ1~ff:JJ 0 :JJ1f1~~~ 0 :JJlf1 0 1.h'Wml1~ 0 -Ufltl 0 -Ufltl~~~· ,<Q l!!I 4 do Q.I

l'YIfl'Wfl/lfl'ifl~:JJfl'VIfl1'i\9l~flflf1 ...............................•............................•...•..................•....•.......· , ,~ .c!I .c!I do .c:r. ~

l'YIfl'Wfl/lfl'ifl~:JJfl'YIfl1'i1'Vl:JJI\9l:JJ ................•.....•..............•..•.....•..•..••••..•...........•..•.....•.....•.....•....

, V OJ

5. f111'IJ~&'U'U'fI1'nmfl1'UflflO
" "

.c:r. ~ 4 QI Q.I rI ~Q 0

l'YIfl'Wfl/lfl'i fl~:JJfl - fll'i ~~fll'i'YI'i'Vlmmll'\fl:ltl ff:JJ'i'ifl'W ~(Competency) f'JW.fl1'Vl~1\9lfll'i'YI1~1'W

'i~~'Ufl11:JJm:JJ1~ffll 0 :JJ1f1~~~ 0 :JJ1f1 0 ,jl'WfH'l1~ 0 -U~1tI 0 -Ufltl~~~
, ,

.c:r. .c!I l!!I.c:l QI

l'YIfl'Wfl/lfl'ifl~:JJfl'YIfl1'i\9l~flf)f1 ........................................••....•..........................•...........•.....•..•.· ..A 44d. ..::::t.A

l'YIfl'Wfl/lfl'ifl~:JJfl'YIfl1'i1'Vl:JJI\9l:JJ ..........•..•..•..•..•..........................•........•..•..•.•...•..•........•............

· ,.••••••••.••• 1<=1.1 iI
l'YIfl'Wfl/lfl'ifl~:JJfl - fll'i'U'i'\11'ifll'illJ~t1'WUUtH 1~~flPDCA

'i~~'Ufl11:JJm:JJ1~ff:JJ 0 :JJ1f1~~~ 0 :JJlf1 0 ,jl'Wf1~l~ 0 -UmJ 0 -Ufltl~~~· ,Q .c!I .c!I d. Q.I

IVlfl'Wfl/lfl'ifl~:JJfl'YIfl1'i\9l~flflf1 ..........•...........•..•.....••................•.•......•.....•.....•••.........•....••..•..•.
, . ,

A 44d Q.c:r. .

IVlfl'Wfl/lfl'ifl~:JJU'VIfl1'i1'Vl:JJ&\9l1l .......•.......•..•...•.•.......•........•...••••..••..•......•..•....•...•....•.......•.•....•.

cv d 0 iQ

7. NOO'nfifll1~1&'U'U~1'U
, ;

A 44 A r QI ~

l'YIfl'Wfl/lmf)~llU - fl1'i'U'i'\11'i~~~~ff:JJq'VI1i Balanced Scorecard

'i~~'Ufl111lm:JJ1~ff:JJ 0 :JJ1f1~ff~ 0 :JJlf1•· ,A 4 4:1 d Q.I

IVlfl'Wfl/lfl'ifl~:JJU'YIfl1'i\9l~flflf1 .......................................................•..........................•.............· ..A .c!I 4 d A A

l'YIfl'Wfl/lfl'if)~:JJf)'YIf11'i1'W:JJI\9l:JJ....•......•.......•.•.........................•.•..•............••............................
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1. .•hufl~rhv~''If}V ~ ,rn,nh~tT~~'h1J (dhmnv) 'llV-3f11'J~ltih.l-31'U fJWfl1'rl'llV-3'J~1J1Jf11'J1h~tl\.IfJwfl1'rl

1H'rll:Jl1Jl~ 'J~'IJ1Jf11'J'lh~ti'UfJwfl1Vlf11'Jffm:l1 11~~'J~1J'lJf11'Jfl1'IJfJ1Jfl1ui'U

......................................................................................................................................
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