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<lJ

bb~::;Vl~~tJt'VlrJf'tl..:!m~uvl MtJ~n~l..:!ln~ b~'tI1m~m~..:!rh lJ' ~'J'W,",J''tI..:![;l~ll?1 iJ~[;lJ'lf11J'b'"ltru b~tJbl71
<lJ ~

I iI I I

1711~biJ1'Vl~ltJVl ~..:!H bb~::;iJ~1 bb'VlU..:! 1'Wf11J'bb"1l..:!-n'WVl-nl?Ib'"l'W~..:!btl'WVl~l"l1't1..:!f11J'~m~l ~'Wf1~l~M~

tJtM'Vl '"''tI~bnl71-1J1i~b'tl~~(lh::;b'VlMl'VltJ) ~lnl?l btl'WtJtM'Vl"ll'W1l?11'Vlq! ~iJtJtM'VlbbdJ

'tIti~1JJ'::;b'VlMgq'Vl~~'tIb~tf11 bl?ltJtJtM'Vll~~lbU'WfiJ'n'"l1'W1JJ'::;b'Vl Ml'Vlmtl'Wb'J~1'W1'Wn~1 49 tJ tJtM'Vl
<lJ ~ q

lilt I I

,",J''tI..:!l71~ll?1Vlgq..:!~'W'tIti1..:!gqihbgq~'tI bb~1'WgqJl1'J::;f11mrVliJuru'Vl1~1 n~ltJ ~..:!Vlmh'J-if1..:! rJf'W bJ'l~..:!
<lJ ~

rJf'tl..:!iJf11J'';jb,",J'l::;~ [;lJ''J'"lgq'tltJ~..:!~ m.JJl1~Jl1tJ 1'W'tI..:!~n J'b'tI..:!~liJ ~1'W1l?1~'"l::;rJf'tl..:!b~~ b~~ iJ f11J'~ n'M1

~..:!bb'W'Jti l?I"lI'tI..:!~tJt'Vl1J'bb~::;~,rn..:!1'W1'WJ'::;~tJ~1..:!1 "lI'tI..:!tJtM'Vlb~'tI1~ bnl?Im1~ 1~ bmtJtJ 1'Wf11J'bb"1I..:!-n 'W

~~..:!~'W bb~::;gq1~1J't;l~tJ~'tIntJlPibb"1l..:!1~~'tI11J
<lJ

iJ ,",'J1~gq'W1'"l~'"l::;~ n'M1 b~m ntJu'"l~tJ~ b~m-if'tl..:! ntJ f11J'tJt'Vl1J'~ l?If11J'1'W~1'W~1..:!1 ~~..:!e.J~m::;'VltJ

~'tI ,",'J1~gq1~1J't;l1 'Wf11J'bb"1I..:!-n'W"lI'tI..:!fiJ'n'"l~'Wl~ bbn
q

<r' , •••••

2. nmJ'Vlfi'Vl1..:!f11J'bb"ll..:!"1I'W
q

••••• <r'

4. 'Joo..J'WfiJ'J'~'tI..:!,",m

5. tJJ'J'tJ1f11Mf11J'Vl1..:!1'We.J~I71't1tJbb'Vl'Wbb~::;bbN'"l..:!1'"l
<lJ

8. b'Vl,",b'Wb~~gq1J'gq'Wb'VlM

9. f11J'tJtf11J'
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bcP1tJ'"1~vi1 n 1 J'~ n~l'd' lif '"19tJ bVl ~ l~ri 'E:l1~ bn cP1f1'd1 ~ ~ 1 ~ 1 J'f;l1'Wn1 J'bboJ! '1-n'W~'11 'W

U'"1'"1U'Wbb~~1'W'E:l'Wlf11?lbb~~~'1e.J~m~'Vl1J~'E:lml~~lb~'"1"l1'E:l'lfiJ'n'"1'E:lth'lh b~'E:l'"1~1~.wle.J~fl1J'~n~1~
q q

~ ~
bn cP1~'WhJ1.jfdJ'Wlh~ btJ"ll'ln 'Wfl1n~' j;J.,J'Wl~nWll'V'l1 'Wfl1J'~1 bU'Wfl1J''Vll'1fiJ'n'"1 Yl'l1'WJll f1f~ b'E:ln6Jl'W

q d.9

'"1'W.wlhJ~ fl1J'~ j;J.,J'W1J'~~1J1JJ'~b'Vlral b~'E:l"lltJ1tJfl1J'~l bU'WfiJ'n'"11'WJ'~~1Jb~ n ~'E:lhJ
'lJ q
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1. bYiPl

2. 'flItJ,

3. 'j':;~urn'j'~m~n

4. ~l bbVlt.!'1'IIt.!

5. 'flltJ'Ilt.!1t.!~1bbVlt.!'1'IIt.!U"'l"nJt.!, ,

•i1"'l~~viri'elb,xbn InFl'J1:IJ1l1:IJ1'iflb 'Um'ibb"li,,;r'U

fj-tm1PltJ/ ~t.!Dn"'l/ b,jIVl~ltJ

n~tJ'Vljfvn'lrnnb~'1'JJt.!

tfld'l~~l'l'fl'l~m

t)1?l-Jt.!D'j''j'~'fl'l~m

tJ'j''j'mrnPlnI'j'~I'lIt.! /~~I?l'flUbb'Vlt.!lbb'j"l"'l'l1"'l~

b'Vlfltt.!t~~~I'j'~t.!b'VlPl( IT)

~t.!fll bb~:;rn'j'ulrn'j'

rn'j'I?l~I(?\

rn'j'fj~mb~:;~I?l-Jt.!1

rn'j'UlViI 'j'rn 'j'b~t.!bb~:;~t.!VJt.!

rn'j'I?l'flU~t.!'fl'lfI(n~Y;'1Yi'fl1"'l'll'fl'l~nfll~

, ,
Jll'V'lVl 1.1 m''elUbb'U':l~(1lmJ'~nM'lb1'el'l ,",':lI~~I~IJ'bl1'UmJ'bb~'1i'U"lJ'el'lfiJ'n"'l~'W~h'el1JbJl '"'

q q
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mJ'Plm~n rlf'l~ ~'l~IOj:::Plm~nUIOj~tJ~rillb '\Xbn~ rl'd'l:J.J~'l:J.J'lJ'blb'Wmm-n'li'W b'W~'l'Wl?h-:J1
"

Yl-:Jb 'WUIOjIOjU'Wbb'Cl:::rl'd'l:J.Jrl'l ~'VIrj-:Jb'W1l'W'lrllWlIll'l 'IJ1'';Vl rlll'Clbn l?l-iJ'l~:J.Jtll~~ (iJJ':::bVl~1 VltJ) ~'l n ~
q

Pltl'jj''l b'U~ 'l::: er'IJ1''VI'lJ'J':::~'IJ tl'Cl'l'l~'W1iJ••
4.1 "lI'fI1Jb"lll?ll?i1'w'I.J'i~"ll1n'i

iJJ':::"1l'ltlJ'~~'lJ''d1Oj~1l ~,rm'l'WJ':::~'IJjJ1''VI'lJ'b 'W~'d'W"lJll-:J~'l,rtl-:J'l'Wb~llbm~~ n 'jj'ru:::

"lJ1l'ltl~:J.J r;l'dllth-:J b 'WmJ'l?lll'IJ bbjJjJ~lljJm:J.J
q

•.• ,J(
4.2 "lI'fI1Jb"lll?ll?l1'Wb'W'fI'VI1

Pltl 'jj''l ~'l1l-:Jr1iJJ':::tllljJ"lJll'lUIOj~ tJ tJl'l'W~tl'jj'ru:::~'d'WjJ rl rl 'Cl"lJ1l-:J~,rtl-:J'l'W bb'Cl:::UIOj~tJ
q

, "
J':::tJ:::b'd'Cl'lYlH'mJ'Pltl'jj''l ~1l r;l-:Jbbt9\b~ll'Wmtl!l'lrl:J.J ~'l b~ll'Wl?J'Cl'llPl:J.J~.~.2546

4.4 "lI'fI1Jb"lll?ll?i1'W~'Jbb'I.J'i

4.4. 1 v1'JL&7J'i~fl~:: bbU'l1tJlllllmtl'W 2 ~'d'W 1tJlbbfl

1) ~n'Nru::d'J'W1JFlFI~"lJfJ.J'YViJn:J1'Wr~tJ~lU'WnfJfJntWm"lJfJW"lJ(?)
q

(1) b~~

(2)

(3)

(4)

(5)

(6) ~'ltJ'l'l'WrJf'W~'ln~

2) UfiiJr.ftJdrifJ 7.Ud1~F1'J13Jg<)13Jlm 7.'WnlJ'Wb.J-n'Wr~tJ~l~~'Wn(?)l3J

(1) ~~tJYl~,r ~'WfinlOj bb'Cl:::dJ'l'VI:J.J'ltJ

(2) tl'CltJVlflVl'l-:Jtl'lnb"li'li'W
q

(3) trlN~~'l-:Jll-:Jr1mJ'

<V <f"

(4) 'dOO-J'WfiJ'J':J.Jll'lrltl'lJ'

(5) jJJ'J'mtl'l~tl'lJ'Vi'l-:J'l'W ~'Cll?llljJbbVl'Wbb'Cl:::bbJ''lIOj-:JblOj••
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cv .<:::to 9..- 0

(6) 'V1mj'~'V11,:m1J'UJ'Vl1nb'C1~Jl1'J~~kl1
'lJ

(7)
(8)

(9)

(10) mJ'(;l'C11l?l

(11) mJ'~r.rmb'C1~~[;J,Jkl1

'" '" "(12) mJ'UJ'Vl1J'mn~klbb'C1~(;lkl'V1kl
q

(13) mJ'(;l'elU~kl'el~r1'J1:l-J~~~'elbiOl'1l'el~'C1n~h
'lJ

"" " <V(14) mnJ'tJ'WJ'bb'C1~~[;J,Jkl1
'lJ

"4.4.2 vr'JUU~lPI13J~'el r1'J1:l-J~1:l-J1J'rlb klmnb~~-nkl'1l'el~'lJ1-~'V1~~b kllliOliOl'l1kl
q

bl?ltJr)l?liOl1n r1'J1:l-J~ l?lb~kl'1l 'el~~,rn~ 1kl

Ql
,

c;:;; 2.1 ,~

r1~bbklkl 5 VI:l-J1tJrI~ bVlkll?l'JtJ'eltJ1~tJ~

Ql w; "r1~bbklkl 4 VI:l-J1tJbI~ bVlkll?l'JtJ

Ql

hJbbubiOlr1~bbklkl 3 VI:l-J1tJ bI~

Ql hib~kl~'JtJr1~bbklkl 2 VI:l-J1tJbI~

Ql

hJ b~kl~'JtJ'elth~~~r1~bbklkl 1 VI:l-J1tJb1~

5.1 ~'J1:J..1~1:J..11'Hl"l 'Lln1'abb"li-:J-n'Ll (Distinctive Competencies)

bWbrl~~~'el~b-iilklmJ'(;l'el'lJ~kl'el~ r1'J1:l-J~'el~mJ"1l'el~'C1nfl1 bb'C1~n~:l-J'C1nfl1 bl?ltJ'el~~m'
'lJ q 'lJ

~'el~~l?l~klh~1iOl~b~r1ru~1 (value) 'elth~1nbri'C1nfl1 'el~~uJ'~n'el'lJ'1I'el~r1'J1:l-J~1:l-J1m'V11~mnb~~-nkl
q 'lJ

uJ'~n'el'lJ~'JtJuJ'~~'V1fiJl1~ (Efficiency) ~ruJl1~ (Quality) klr)(;lm'J':l-J (Innovation) bb'C1~mJ'

(;l'el'lJ~kl'el~ r1'J1:l-J~'el~mJ''1I'el'l~nfh (Customer Responsiveness) ~'l btlkl~'l~1~bIJ~H'r) l?le.J'C1mJ'

~1 btlkl~1kl'1l'el~'el~l"lnJ'bklJ'~tJ~tJ1'J bkl'elkl1 rI (;l~1 dJkl1Ub klVlfdl'V11'lbl?lb~'el bmtJ'lJ bYl tJ'lJ fl'lJ ~ bb~'likl bb'C1~
'lJ

" " ,
iOl~~'el~vhmJ'~ [;J,Jkl1'el~~UJ'~n'el'lJ bVl~1tlb ~bVl~'eln~1~kl:l-J1b m~b~'el~~1'l r1ruA1 (Value creation)

q

'1I'el~'el'll"lnnb'C1~~[;J,Jkl11u~ r1'J1:l-J1~ bmtJ'lJ'V11'l mnb ~~-nkl~fi~~kl ~'lt!kl'el'll"lm'~'l ~'el'lvl1 n 1 J'U J'~ bi:Jkl
'lJ
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5.1.1

5.1.2

5.1.3

1J~~~VlfiJl'l'V'l~bVltltlfl~'l (superior efficiency)
,

"" .. ,
'".)ruJl'l'V'lVlLVI'\..ltlfl'J'l(superior quality)

,
Q/ .<:::II.dI I .

'\..l'Jl9lm~~VlbVl'\..ltlfl'J'l( superior Innovation)
,

9J iI.t:::lI.dI I

5.1.4 fl'l~l9ltlU~'\..ltl'll"l'J'l~l9ltl'lfl'l~"1Itl'l~flmVlbVl'\..ltlfl'J'l ( superior customer
"

responsiveness)

5.21itJ'Vlfll.w eVrufin'"l bb~~bih'Vl3J1tJ (Vision I Mission I Goal)

5.2.1 1i'mrP1U~tll"l'J1~~'l~'l~(l~'"l~~tl'lb~'\..l Vl1tll"l'lt?1fl'l~~'1~'"l~b1J~LJ'\..lbb1J~'1

l1J1'\..ltl'\..l'll"ll9ltlfJ'l'l~ bVll9l~~ bb~~U'lbtl'l fl'ln1J~LJ'\..lbb1J~'1t!'\..l~'lbb1J~1iXdJ'\..lttlfl'l~ 1iXnUfi~n'"l Vl1tl
q q

~ ,
tr Q.I' ..dI 2/ .0:::::1 ~ ~ Q,;' G""l Q/

tl'll"lfl'l~'\..l'\..ll ( Reason for existence ) VI~tll"l'J'l~l9ltl'lfl'l~Vl'"l~~UVlU'lVlVl~tlJl'l'V'l~fl'Mrul9ltl~'1l"l~

tl fJ'l'l1t?1
,

5.2.2 w'tJfintQJ ~tl .jftll"l'J'l~~'1bb~t?1'1~'1Jl'l~n'"lVl~fl"1Itl'ltl'lAfl'l~ dJ'\..l1J~~fl'lfilj

tlfJ'l'l flrJ'l'll ~'1" t?1~'1V1~'lLJVl1tlbb'\..l'JVl'l'l~1.jfb~tlfl'ln'"l1'1Jb~Ubl9l bb~~l"l'J'l~tl~~tl t?1"11tl'ltl'lAfl'lf

Vi 'l1 iXtl'l Afl'l ~~ btlfl~fl'MnrdJ'\..l"1ltl'll9l'\..lbtl'ldJ'\..lfl'lm1Jf';j~LJi M'\..l1iX~"1Itlub"1Il9lbbl"lU~'1'V'ltl~'"l~1iXfl'l ~
, ~ ,

ulVI'l~ 1'\..l~~~ul?h'll ~tl'l~'1m~'l~'l~(l H'm'l~ ~ t?11iS~l?ltll1Jl~ tl'l'"l~~i.J~'\..lVlVl'l'lfl'lfl9l~'l t?1~'J'\..lVl'l'l

fl'l~f?l~'l t?1-rltl'lVl'l'lfl'lfl9l~'lt?1 ~'\..l~1'lVl1tlu1fl'l~~~~UbVll"lt'\..lt~~~U'l~'l H l"lruJl'l'V'l"1ltl'l~~l9l.nru<v1
q

, ~ ,
~'11'\..lfl'l~ihVl'\..lt?1Jl'l~n'"l,r'\..lm~vh'l~ru'l~'l ~~'1'l'\..lVl~tlfJdJ'\..ltlth'l hl"l'J f

"

5.2. 3 dhVi3J1~ VI~'lLJ~'1 fl'lm1J~Jl'l~n'"l"1ltl'ltl'l Afl'l~ 1iXtltlfl~'l b1J'\..lVl~fl-nLJ~

Ul"l~'l m 1.jf~ t?1ntlb1J'\..lbU'lVl~'lLJ~'"l~bb~t?1'11iXb~'\..ln'll"l'J'l~b'"l1run'l'JVI'I~h b~~m Jl'l'V'l '"lt?1~'1V1~'lLJ
q OJ' q q

1) ?~m1P'1W(Vision)

"~'1J'\..l~'"l~b1J'\..lu1';Vl ~~~ f?lbb~~~'lVl'I"hLJ~W!1'ltl1JbJll"lu1bJll"l~~~
q " q

"To Become the Best Truly Global Consumer Products

Company"



,
Q.J' I l.<:::!i

Continuous Improvement n1:i''V'H~J..J'Wl'fltl1'1l?l'flb'W'fl'l

8

,Jf 0 •••

2) 'W'WflTW~ifJru (Fundamentals)
J.9 ~

(1) People and Organizational Excellence ~'Jld-Jbtl'Wb~~

(2) Products and Marketing Excellence ~'Jld-Jbtl'Wb~~

"vr..:! n1:i'eJ~l?lbb~~n1:i'lW~1~

(3) Business Simplification n1:i'Vllfi:i'n91~btl'W~'fl'l~It1
q

(4) Profitable Growth n1:i'b~Ubl?l"lJ'fl'leJ~nlh

3) fJ'iUW-/ (Values)

". "'l
(1) Caring n1:i'b'fl'fl'fll'Vl:i'

(2)
(3)

(Colgate-Palmolive (Thailand) Limited, 2546).....•...
5.3 mUI'Vlfi'Vl1~n1'ibb"lHI"lI'\.J

q ,
n~~'Vlfi'Vll'1m:i'bb"1l'li'W Vld-Jlt1~'1 bb'W'J~~ bbeJ'W'Il'WVl1'flnl:i'n:i'~Vll(?]I'11 ~'1i:n

d-Jl1.jj'btl'Wn:i''flUb'WnI:i'r.r~n1:i''Vlf~tI1n:i'b~ilih~~'1Vld-Jlt1~9~Vll1 ~1J'Ibn~ btl'WeJ~(?]'fl~rn'W~~ b-nd-Jbb~'1
q q

,
I Q.J' I Q.J'.dI

bb"lJ'I"lJ'W'fltl1'1t1'1t1'W

5.4 bfl'i~'6lff1~'el~~n1'i

b~N~~I'1'fl'lrlnl:i' Vld-Jlt1~'1 n:i'~u'J'Wm:i'b'WnI:i'~W-J'W1 bb~~UlJ~l?lId-Jb~:i''1~¥I'1

'fl'l rl m:i'~ bVld-Jl~~d-J btl'Wn:i'~U'J'WnI:i'~ b~m-n'fl'l nU"ll ~"lJ'fl'lm:i'1?l~~'Wb9~'1~1 bil'Wtu'flih'I (?]'flb~'fl'l
q

5.4.1 b~'flb~bn~U:i'~~'VlfiJll~b~tI:i''Jd-J1'WnI:i'~lbil'Wn9n:i':i'd-J Vl1'flm:i''11'W1~ 1

," "
V19~ bn~~'Wb~t1'fl'l rlnl:i'11'W

5.4.2 b~'fl~'Jld-J-n~b9'W1'WnI:i'r.r~nlVl'W~"lJ'flUb"lJIW'1I'fl'l~1'W19Vlih~ nD :i'~bUtiU

~1J~~1 n:i''VJml'J'Wb'W'fl'lrlnl:i'~'fl'lulJ~ l?l1d-J

5.4.3 b~'fl ~'Jld-Jbtl'Wb'flnJll~1 'WnI:i'1J'IAU1JqJ"ll1bb~~i'l m:i' 1'WnI:i'Vll'11'W
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,
1'W-J'WfiJ'J'~'el~~fl1J' Vl~'ltl~~ rhUtl~ rl'd'l~b~'el bb'Cl~bb'lJ'lJbbt.J'Wfl1J''V'l~~mJ':l-J

~t1'el~fubb'Cl~Ul)'lJ~fl'W b~t1~~'l~n"ll'el~'el~~mJ' bti'el~"'1'ln'el~~n~~~~~'N1' W-J'WfiJ'J'~~~b,",m'el~'V'l'dn b"ll'lb'el~

~'W~'l bb~bbl?i'el~~m ll'ltl'l 'W'ellYl~'lVlmJ'~ b~t1'd fl'W"'1:;bb~~~~~'Vl'l~"ll'el~fl1J'~'l bU'W~'l'W~bblYlnl?h~ fl'W•
rl'd'l~~'l b~"'1"ll'el~'lJ1-~'el'l"'1"'1~~'W'eltJfl'l.Jrl'd'l~~'l~'lJ'bl b.]'l '\,"'11'W-J'WfiJ'J'~"ll'el~'V'l'dn b"ll'l bb'Cl~ bU~t1'WbbU'Cl~

'lJ

b~'el~'l bll'Wb~'el'I,~~'el ~rl~'el~fl'lJ~ll'l'V'l bb'd~~'el~

5.6 'U'a'atl1 n1 flln1'a'¥i1.:i1'U ~/MI'el'U bb'VI'U bb~~bb'a.:i1Ol.:iblOl
<u

5.6.1 '1.1'i'i£J1n1f1(i'tJn1'i'Yh~TU Vl~'ltl~~ ~ll'l'V'lbb'd~~'el~b~t1~'dlU b"ll'W'el'lr1'lJ'

~m'W~ ~'el~Vh~'l'W 1'~~ 'elUmcllYl'Cl'el~"'1'W'lJrl'Cl'lnJ'~b~m']'el~"'1~~'el~:W~ll'l'V'l~~'lJ'ltlfl1t1~'lJ'ltl'\,"'1 '\,'W•••
fl1J'Vi'l~'l'W mJ'Vi'l~'l'Wn"'1::;:Wrl'd'l~~"ll ~~b~t1'dojf'el~fl'lJ~'el~l?i'ellUe 1) ~m'W~Vi'l~'l'W 2) 1l'lJ'1l"'1•
Vl1'el~'l'W~Vi'l 3) b~'el'Wi'd~~'l'W 4) brl1'el~rel'l'W'dtJrl'd'l~~::;~'dn'l'Wfl1J''Vl'l~'l'W 5) fl1J'~'lJ'VlJ''l'lJ

, ~
.c::::i I CV 0

'Vl'lJrl'Cl'lnnVl'Cl'l'W'W'Vl'l•
5.6.3 ££'i~'j~i'"J Vl~'ltl~~ ~fifl1J'~"'1~-nmJ'l'V'l~~nJ'J'~"ll'el~1Jrlrl'Cl'\,~ul)~m~

1'lYlblUJ'~~~ ~ m J''''1~'l"'1:W1'lYlblUJ'~~~ ~b~'elm~~'W'\, ~ er'lJ1-bilmil ~ rl'd'l~ ~'el~ fl1 J' b~t1'el'l ~t1~~"'1-.j'\,"'1
q 1IJ q q qJ Cl.J

I I I 2J

Vl1'el~~m::;~'W'Vl'l,:m'lJ'lYl'Cl'l ~ fl1J'Vl"'1~9 ~~~m~~'W'elt.h~ h'W'W ~'l bll'W~'el~M m~n m'l~ ~'el~ fl1J'~'W~cl'•••

~
'eltJ'l~'eltJ'l~:WUJ'~~'Vlfill'l'V'l Vln~~Y1'W~'l'W'Vl'l~mJ''lJ1-Vl'lJ' 3 Vln~~ Hlbbn

d.9

0/ J.I ~ ai

1) 'YIn'N::i?li'WfI'Ji3Jfli?I (Conceptual skills) Vl~'ltlbl~ m'l~~'l~'lJ'bl

'I,'Wfl1J''Vl'lrl'd'l~ b.]'l'\,"'111'l'V'lJ''d~"ll'el~~1l'l'V'lbb'd~~'el~'el~ ~m~'l'Vl n ~'d'W:Wrl'd 'l~ b~t1'd']'el~ fl'W b;'el~ bm fl'W•
'eltJ'l~h bb'Cl~b~'ell?i'~~'W'\,"'1'\,~1 bb~'dnlYl'l~ tJ'el~~'l~'lJ'blm~b~'l~~t.J'Cl~'V'l'Vl1J1'tl'd~Vlih ~-.jJ'W

, ~ ~
n 'l J"l.J1-Vl'l J'Vl~,r 'Wrl'dJ'l?l~~'W 'l"'1'lJ'WY1'W~'l'W"ll'el~mJ'~'W'el~ lYl'el'lJrl'd'l~ ~'el~ m J'"ll'el~'el~~ m J'b~t1 J''d~

d.9
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2) nmj-::tA'1'W'-I'/.p~mf!'-Iw'Wtf (Interpersonal skills) Vi1'e)~~.m~n'e)thn!l~'1

~1im~:;b~mn'lJd.J'W'MU (Human skills) ~'11Ol:;-rl'JtJ1~eJ'lJ1'Vl1J'~1d.J1J'blvl1'11'Wi'Jd.Jn'lJ'lJAA~~'W
, 'lJ ,

b~'e)'Wi'Jd.J'I1'W m~u'I A'lJUbIJ"Jl1 tt?ltJ~'e)~1J'n'lJ'lJ AA~~ b~tJ'J.jJ'e)'11Jl'e)tJ1'1~lh:;~'VlfiJlT\~
'lJ ~ ,

0/ 1;' ""=l. ..::!!I 2.1 0

3) 'VIn'Jj-::'VI1\Jt?J1W'VIfI'WfI (Technical skills) A'e)m1d.Jlbb~:;m1d.J"Jl1'W1b1J

1'Wn~mJ'd.J~1'11 ~ b~tJ'J.jJ'e)'1n'lJ';jfimJ' m:;'lJ'J'WmJ' bb~:;i'WI?l'e)'W~'1b~m.jJ'e)'1n'lJmJ'vl1'11'WJl'JtJ

1'Wn1 n1J~tJ'Wbb1J~'1';j~tJi f"l.J bb~:;n~~'Vlfl"]]'e)'1'e)'1,",mJ'd.J1~ mJ'1Jlj'lJ~1 ~1JJ':;~'lJ A'J1d.J~1 b~IOl

5.8 Atu1l1~ bb'a~n1'1A,;)'IJA2-J••
5.8.1 FlfU1I1W Vld.J1tJtl'lA'J1d.Jbtl'W~~'11~Vl1'e)b~'e)tl'e)1~(Reliability) "]]'e)'1t:,j~I?lJlrusvl•

Vl1'e)'lJ1'mJ'~IOl:;vl1Vli.h~tt?ltJ mJ'b ~ Aru~1 (Value) ml ~n ~11?l1d.JJ':;'lJ
, 'lJ ,

n 1mm"]]1 ~1J A~1 m1JljilllnlOl mJ'd.Jv;~'e)'11'W~1'11 1~ btl'Wl1JI?l1d.Jd.J11?lJ'J1'W~ruJl1Yi~~'11Jnnl'W1
,

bb~:;b~'lJJ'J'~ t:,j~1?l1d.JbU1Vld.J1tJVl~'e)'1mJ',

5.9 b'VIA LUL~!i~1'1~Ub'VI~
, "

b'VlAt 'Wt~~~1J'~'Wb 'Vlf"l Vld.J1tJtl'l b'VlAt 'Wt~~Vl1JJ':;n'e)'lJ~'WJl'JtJJ':;'lJ'l.J'<rt?lbn'lJbb~:;

1JJ':;d.J'J~t:,j~.jJ'e)~~ J':;'lJ'lJ~'e)~1J't'VlJ'Ad.J'W1Ad.J bb~:;~1JnnJ~t1'lJ~\f'W mJ'1Jlj'lJ~'11'WJl1'W~1J'~'Wb'Vlf"l

~~mJ''J1'1bbt:,j'W~(9lmJ' bb~:;b.]j'l1'Whd.Jn'W'e)tJ1'1~1JJ':;~'VlfiJl1Yib'VlAt'Wt~~~1J'~'Wb'Vlf"l~'e)'1,",1JJ':;n'e)'lJ
" ,

~1~'k! 3 lJJ':;mJ' ~'e)11Jt1 J':;'lJ'lJ1JJ':;d.J'J~t:,j~J':;'lJ'lJ~'e)~1J't'VlJ'Ad.J'W1Ad.Jbb~:;mJ'~t?lmJ'.jJ'e)~~

m J't:,j~I?lbb~:;mJ''lJ1'mJ' Vld.J1tJtl'l mJ'~ t?lmJ'm:;'lJ'J'Wmn1J~tJ'Wbb1J~'1th~tJ

mJ't:,j~1?l (Input) l1Jbtl'Wt:,j~t:,j~1?l(Output) Jl'JtJmJ't:,j~I?l~btl'WJ':;'lJU ~'11JJ':;n'e)uJl'JtJ~'J'W~btl'W

i11Ol~tJn1J't:,j~ I?l m:;u'J'WmJ't:,j~ I?l bb~:;t:,j~t:,j~I?l mJ'flTVI'Wt?lbbt:,j'Wn~tJ'VlflmJ't:,j~1?l~~1JJ':;~'VlfiJl1Yi,

<=l
Yi'f.l(9l(Just in Time)

5.11 n1'1U1~11P1

mJ'I?l~1 t?l Vld.J1tJtl'l m:;U'J'WmJ''J1'1 bbt:,j'Wbb~:;mJ'1JljilllI?l1d.Jbbt:,j'W1?l1d.Jbb'W'J
, "

A'J1d.JAt?lt:,j~I?lJlrusvlVllJln1Vl'Wt?l~'WmJ'n1Vl'Wt?lJ'1A1 mJ'~'1 b~1'd.JmJ'I?l~1t?l bb~:;mJ'~ t?l~1Vl'l..htJ
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~~ (?lJlru~'lmlGl bll'lJ~fJl~~(;1 ~'lJ~lbb~~1J1fl1J' b~'fl~h'lMJ'~1 ~bn (;1fl1nb~ m1J~tJ'lJ ~'l1Gl~v11

1~1'(?lbl1JJ'~~'lrl"ll'fl'liflGlblGln"ll'lJ bb~~'fl'lrlfl1J'1~f1J~fJl~'V'l'fl11Gl
q

5.12 n1~1~!lbb~~~ t9U1J1

5.12.1 n1~~4'tJ Vl~ltJ~'l fl1J'~(;1~'lJ fl1J''Vl(;1~'fl'lb~'fl111~~~1~lGllnfl1J'~~tJ

l1J1-if1JJ'~btJ"ll'lJ1'lJfl1 J'~ wm 1 bb~~'fl'fln bb1J1J~~ (?lJlrusy]

5.12.2 n1~WlPJJ'U1 (Development) VlmtJ~'l fl1J'~(;1bb1J~'l1,xbn(;1ml~nlfJVl.wl

b-n'lJ fl1 J'~ W-J'lJ1 ~~ (?lJlrusy]bll'lJfl1 J'1Jf1J1JJ''l~ W-J'lJl~~ (?lJlrusy] 1~~h1J h'l bb~~~ ru~~1Th~ (?lJ"lfl1J
q 'lJ q

v111~'fl~1'l bU(;1b~~IGl~~1JJ'ru (Total Solution) 1Gl::-;~I~IJ'b1~¥I'lml~'V'l'fl11Gl1,xfl1J~n~lbb~::-;11111J'ti
'lJ 'lJ 'lJ

~fJl~IGl'lfnJln~1'lJ(?ln~'lJ~1 (Brand Loyalty) "lI'fl'l~J'nlGl
"" ••• IV

5,15 n1~b~!I'1..lnb~~~~'I..l1••

~ n'jj'::-;bb~~1JJ'::-;~1Jm J'ru1'lJmJ'1J~~'lI'lJ"lI'fl'li.J ~~1 m 1,x~I~IJ'bl (?l'fl1J~'lJ'fl'l~fJl~ ~'fl'lm J'"lI'fl'l ~1J1Vll J'

'fl'lrlm bb~~btJ'lJfl1J'~h'l ml~~1~1J'b11 'lJfl1J'bb"lI'l-n'lJ'Vll'lnJ'nlGl~5'l~'lJ 1Gl::-;b~'lJl~~11 'lJnJ'nlGllhlGlU'lJ
q q q

'fl'l rl fl1 J'1~~ (;1b~J"l fl1J'~ n'fl1JJ'~ b~'flbll'lJmJ'~ W-J'lJlbb~::-;b~~'Vj'lJ~fJl~i~fJm Vll?J~~~~1 AblJ 1 ~'fl

5.15.1 WlPJJ'U1F1'J1:JJ; ~fJl~~I~IJ'bl1JJ'~~1Jfl1J'ru bb~::-;r1n'jj'::-;"lI'fl'l1J~~lm1'lJ
•• q

'" , ,
n 1J'1J~1Th'l1'lJ 1,xil1J J'~~'VlfiJll'V'l~'l~'lJl?l'flfl1 J'bb"lI'l-n'lJ1'lJb~'l~J'nIGlVlt1'l~'lJ

5.15.2 WlPJJ'U1~::11'1.m1~Unl1pj-31'U fl1J'~1 bU'lJ'lI'lJbb~::-;fl1J'1J1VllJ''l1'lJ1,xil

~fJ1~ ~~'fl'l &ffJ ~fJl~J'fJ (;1b~fJ bb~~~fJl~1JJ'::-;Vltl(;1 b~'fl1,xil ~fJl~'V'l¥'fl~ l?l'flfl1 J'bb"ll'l-n'lJ1'lJifIGlIGlU'lJ
q
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rJii'1fun1'l'iJU'l3J ~-.:J~~';)'W-rl';)r.n;h1~'e)-.:J~m~b~~~~r1,;)1~~1~1~b11'Wm~iJ~m1-.:J1'W b~~ P1mJ[11~

1'Wmnb"Jl-.:J-n'Wnu'e)-.:J~tl1~'VI1'e)fi~nlOjiJ~:::bJlV1b~mn'Wt~ btl'W'e)r.h-.:J~•

, ,
.::::Y.Qj ...::::9 IV

'VI~'e)bnmb'W'e)-.:Jn'W

6. 3 ~~vl1 tl1~~mnlOj:::~ r1,;)1~~r1,;)1~~1m~b11 'Wm~~ br1~1:::1X~[11~mnb "lI-.:J-n'W'lI'e)-.:J~ ~

~~nlOj~1-.:J1 b~'e)\n~1iJf1J1-n'Wm~iJ~m1-.:J1'W1~'e)r.h-.:Jb'VI~1:::~~
"6.4 btl'W~'e)~tl~'W~1'W~1'V1f1Jtl1~~l?J.J'W1~~m1~~1~1~bl1 'Wn1nb"ll-.:J-n'W'lI'e)-.:Jfi~nlOj~1'1 1~ ~ .



d
'U 'VI 'VI 2

bb~:;bth'\~..:t~ bbr;i~:;'el..:trlm' tOl:;.wld-l1b-if bb~:;~ [;J.J'\..\1hj~ltOl:;b1j'W':3irJ'vi f'1\11n~tfl''lfir;il..:t1 b~'el1«l~d-J 1

~..:t,",,)1d-J1~bllitJUb 'Wb~..:tnlm"ll..:t-n'W (Competitive Advantage) bb~:;b~'el i. ,xd-J'el..:tb~'Wbb'W,)~l?11'Wnl~

nl'V1'Wl?1m''elU''lJ'el..:tnl~~mj'l'V1~ n bb~:;':3finlJ'~i. -Db 'WnlJ'.vh nlJ'~m~n ~'el..:t "i1tOl~tJ~ n'elb,x bn l?1,",,)1d-J

~1d-J1J't1 i.'Wnlm"ll..:t-n'W"lJ'el..:tu1-,;''Vl ,",'el~bnl9l lh~d-Jb'el~yJ (lh:;b'Vlf'1\1'VltJ) ~lnl?1" li~mn~..:tb~'W'el
'lJ

, , '"
bb'W,)~l?1'Vl~MlJ bb~:;[:.J~..:tl'W':3~tJVlbntJ')-if'el..:tnu i1tOl~tJ19l1d-J~1t91Ut91..:t.w

1. ,",,)1d-J~1d-J1J't1'Vll..:tnlm"ll..:t-n'W ( Competencies)

':3im1f'1\11 / ~'WfintOl / bUl'V1d-JltJ ( Vision / Mission / Goal)

~ ~ ~o
'VlnM:;'Vll..:tnl~UJ''VI1J' bb~:;Jll,):;~'Wl ( Management skill/Leadership)

~ruJlTW bb~:;nlJ',",,)U~d-J ( Quality and Control)

b'Vl,",b'Wb~~~lJ'~'Wb'Vlf'1\( IT)

10. nlJ'u1-nlJ' ( Service)

11. nlJ'l9l~ll?1 ( Marketing)

12. nlJ'':3~tJ bb~:;~[;J.J'\..n ( Research and development)
~ A ~ ..

13. nlJ'UJ''VI1J'nlJ'b..:t'W bb~:;l9l'W'Vl'W(Financial and cost management),

14. nlJ'l9l'elU~'W'el..:t,",,)ld-J~..:t'\Al'eli.tOl"lJ'el..:t~nAl( Customer responsiveness)
'lJ

q 9.1 Q/ •

15. nlJ'bJ'tJ'W~ bb~:;'\Al[;J.J'Wl( Leaning)

2.

3.

4.

5.

6.

motivaton)

7.

8.

9.

tr , <V

n~tJ'Vlfi'Vll..:tnlJ'bb"lJ..:t"lJ'W( Strategy)

b,",J'..:t~¥l..:t'el..:trlm' ( Structure)
<V tr
')[;J.J'WfiJ'J'd-J'el..:t,",m'( Culture)

UJ'J'tJ1nlf'1\nlJ'.vil..:tTU / [:.J'Cll9l'elUbb'Vl'W/ bbNtOl..:ti.tOl(Work environment / benefit /
'lJ
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1.1 lOI'~1nlP1fl'J1:lJ

"fl,)1~~1~1 ~b1Vl~flb'Wnlnb"li'lO]'W Vl~1tJ tl'l n1~ii fl,)1~~1~1~b1'Vl1'1 n1nb"li'lO]'W

Vl~flVl1'e)~~ 1 ~ ru~"'l:;"ll ')tJb ~ fi~n"'lii fl') 1 ~1~ bmmJ'Vl1'1 nI nb "li'lO]'W"'l~ b~~19l'W"lJ'e)'1n1~'i'5bflJ"l:;'\f.....
0-

fl') 1 ~ ~ 1 ~ 1 ~b1Vl~flb'Wfl1nb "li'lO]'W~'e)fl1~~ ~:;Vl1rfl~tl'l fl1m "li'lO]'W~:;Vl~1'1fi~n"'l~1 b'Wl1'"l"'lU'WU'W"'l:;
qj ••

btl'Wni nb "li'lO]'Wfl'Wb'W~'e)'1n1~~~1'1 fl,)1~~1~1 ~b1b'Wnlnb "li'lO]'W~1fl~'e)lniJnI~~ ~1 bbVl'll'l'Vl1'1n1~

bb"li'lO]'W~b.jf~bb~'1bbf'l:;n1~~1~'1 ~1 bbVl'll'l~{l1 ~tn ~ ~iJ1Vl1~~'1hJ~1~1~b1~'1 bu'Whj~ fl,)1~~1~1 ~b1
qj qj •

, 0-

~1'11 "lJ'e)'1~~n"'l1Jl'VJfl ~'e)'1bbf'l:;~'1Vl~~ bb~"'l:;l9l'e)'1bii'WbU1Vl~1tJ t~m U'Wni ~~ ~1'1fl,)1~~1~ 1m

Vl~flb'Wnlm"li'lO]'W~"'l:;{l1'Vl1'1hJ~fl,)1~1Jl bmtJiJ'Vl1'1n1m"li'lo]'W1~'e)th'l bbVl"'l1'1" 1
qj

"n1~~mj'1"lJ'e)'1 Hamel bb~:; Prahalad : fl,)1~~1~1~b1Vl~flb'Wnlnb"li'lO]'Whn"ll~'1~

"'l:;~1~1~b1 b1flf11Vl'W~1~'e)th'l mtJ~') 1~~f'l'e)~hJ bb~m~~"'l:;1J~iJ b1J~tJ'Wb~'e)~1~1~b1~'e)iJ~'W'e)'1niJ
qj

. ,
"" dl,., 0 • 1<V <V ~ ,.,,., <V ,., • I"" • I ~ ' 2

~m"'l"ll'l ~'e)'1'Vl1n1~u~iJ ~') bVlb"ll1fliJ~Jl1,):;bb,) ~f'l'e)~bb~:;n1nuf'l tJ'Wbbuf'l'lbVl~l"

"fl,)1~1~ bmtJ iJ'Vl1'1fl1nb"li'lO]'W Vl:l-J'ltJtl'l n1~~iiJl1';fl,)1~1~ bmtJiJ bVlU'e)fl~1
I I i-' I I

rolbb"li'lO]'Wt~tJU'Wb~'W'e)flrurol'l'Vl~1rol1b~bbri~iJ1bJl A ~:;Vl~1'1n1n~'W'e)J"l fl1Vl~1 Vl1'e)n1~~~ b~1tJ~
qj • qj

~'e)'1'Vl1b~fi~n"'l t~iJ'e)'1rl~,)~~~fl'Mru:;b~ flf'l'l (smaller) t~tJb.jj'bb'W,)'Vl1'1"lJ'e)'1n1~1J~iJ tfl~'1~~1'1fi~n"'l••
(restructruing) bbf'l:;n1~1J~iJf'l~"lJ'W1~(downsizing) ~1J~:;~'VlfiJl1~~fl~1b~~ (better) ~'1 ~'e)'1H

0- ,

bb'W,)'Vl1'1"lJ'e)'1nI ~1J~iJ1'e)~:;1J'1.J (ree ng ineeri ng) bbf'l:;n1~~ OO-J'W1bbf'l:;1J~iJ1J~'1'e)t.i 1'1~'e)bU'e)'1

(continuous improvement) bbf'l:;bil'WH'W1'~m~~ (reinventing) bb~:;n1~1J~iJb1J~tJ'Wflf'l'lJ'VlfilVl~1

(regenerating) b~'e)'Vl11~~~n"'l~m1~bb~fl~1'1n'W (different) "'l1fl~bb"1i'lO]'W(Hamel & Prahalad

~1'1~'1b'W fi'W"ntJtJ~~'W~1 2545: 137 - 138)

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

2
http://www.totor2u.net/business/strategy/core_competencies.htm

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

http://www.totor2u.net/business/strategy/core_competencies.htm
http://www.totor2u.net/business/strategy/core_competencies.htm
http://www.totor2u.net/business/strategy/core_competencies.htm
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b1J'W'flth'l~ iJmJ'n1V1'W{?)~,)~1'{?)~'Wlb1J~1'l1 mJ'~ (?)MJ''Vlt'V'ltn nJ'~~'l ~') bb~~mJ'~~'l fD1,)1~~'l'V'l'fl1Iiil

1~nu~ n ~1V11'fl eJiJ~')'W1~~,)'Wb~tJ"lI'fl'l'fl'l ~ mJ' fl'fl1 ~ bn(?)MnW11'V'l b~'fl n1') hj~fD1,)1~~1 b~Iiil1'WmJ'~ ~ ~

, "
1'W'fl'W1fD1(?1'flth'liJbVll?le-J~ bb~~tJ1b'fl1mJ'btJ~tJ'WbbtJ~'l,r'W ~1 bbtJ~1'IXb'ij'Wb'flm~1'IXnunJ'nliil Vl1'fl

q q

'fl'l ~ m~'lliil ~iJ fD1,)1~~1 ~ ru'fltl 1'l~'l b'V'ln~biJ'WmJ'J'~u ~'l bVlI?le-J~"lI'fl'lmJ'~1 J''l'fltl"ll'fl'lnJ'nliil Vl1'-'fl
QI q q qj q

" ,rr cv .c::!I 2.1 .:::lI.c:::j .dJ Q/ c,)1 Q.I'

'fl'lfD1nJ''W'W1(Reason for existence) VlJ''flfD1,)1~1?l'fl'lmJ''Vlliil~~U'VlU1'Vl VlJ''flJl1'V'l~m.1rul?l'fl~'lfD1~

'fltl1'lb{?) (n'W-ntJ tJ~~'W{?)1 2545: 34-35)
,

2.2 ~'W fin~ ~'fl on 'fl fD1,)1~~'l bb~(?)'l~'lJl1J'nliilVl~ n"ll'fl'l'fl'l ~m biJ'WtJJ'~n1 M'fltl1'l

n11'l1 ~'l~{?)*VI~1tJ Vl1'flbb'W,)'Vl1'l~H'b~'flmJ'bliil1b1Jb~Ub(?1 bb~~fD1,)1~'fl~J''fl{?)"lI'fl'l'fl'l~m v'i11~

'fl'l ~miJ b'fln~ m.1rubiJ'W"lI'fl'lI?l'Wb'fl'l biJ'Wm J'bbtJJ'~~tJi M'W1'lXiJ"lI'flU b"lll?lbbfD1U~'l'V'l'fl~Iiil~1'IXmm1V11j'
, " ,

1'WJ'~~U~1'l1 J''fl'l~'l~1 ~1~1J'bl1-nm1~~{?)1iS~~'fl1tJ1~ 'fl11iilJ'~ir~'WVl'Vl1'lmJ'I?l~1{?) ~,)'W'Vl1'lmJ'

1?l~1{?)-rl'fl'l'Vl1'lmJ'I?l~1{?) ~'W~h Vl1'flu1mJ' J'~~Ub'VlfD1b'Wb~~~t:n~1H' fD1ruJl1'V'l"ll'fl'le-J~I?l.nru"l'lVl1'-'fl
q

, " ,
fD1')1~~1'W1 ru b{?)(?)b~'W ~'l1 'WmJ'n1V1'W{?)Jl1J'nliil,r'WfD1,)J'~Iiil1J'ru1~1 e-J~'l1'WVliJ'fltlbiJ'W'fltl1'l h bb~~Iiil~~ ~

n1V1'W{?)Jl1J'nliil'fltl1'lh~'fl1tJ1'W'fl'W1fD11?l (u'W-ntJ tJ~~'W{?)1 2545: 35)

"~'Wn nliil bmtJu b~iJ'fl'WbbJ''lO]UbfD1~'fl'WbVltJU1~ nu fD1,)1~~ 1~1 J'blVl~ n ~Iiil~o]u bfD1~'fl'W

nJ'nliil1 ~ ~1 blJ'W1tJ fl'flL ~bn (?)bb'W,)'Vl1'l~-n(?)bliil'W~1V1tUmJ'~ W-J'W1bbe-J'Wn~tJ'Vlfin1V1'W{?)~,)~1 ~ru
q q ~

1Y11'l1 mm~,)'lVl1b'flm~ mJ'~{?)mJ''Vlt'V'ltnnJ' bb~~n1J'~h'lfD1,)1~~'l'V'l'flh1~nu~n~11 Vl1'-'fl~iJ

~')'W1~~,)'Wb~tJ"lI'fl'l'fl'l~nJ''' (ru~'V'l'lpf bnM~11'M 2546: 14)
d.9

2.3 bih'VI3J1!1 VI~1tJ~'l mJ'bbtJ~Jl1J'nliil"ll'fl'l'fl'l~m L'IX'fl'fln~1biJ'WVI~n-ntJ~

UfD1~1mL.jfm {?)~'fl biJ'WbU1V1~1tJ~Iiil~bb~{?)'l1'IXb~'W~'lm1~ bliil1run1')VlU1 b~~mJl1'V'l Iiil{?)dJ'lVl~1tJ
q QI q q
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2.4 Ubtl'IJ1t1 ~'fl bb'W'd'Vl'l~fl~I'l 1 ~1V1fufl1:i'~~~'Wh~b~'fl~bm:i':;VI~I'lfl~~'Vlfibb~:;
!I I I I I

fl1:i'\Jl hJ~ fl1:i'tJll~ u1';'Vli'lVl~lfJb.jf'WLfJUlfJ~IOl:;v11b ~'I"I'l!fl'n'Wi:J ~'dl~~'WblOl~IOl:;~ ~~'WblOl~

lOl:;tJllu~h~'fl:i''fl'lfuJll:i'nlOl ~~~-.:JVI~lfJ bb~:;fl~~'Vlfi"1l'fl'l'fl-.:Jrffl1:i' (Thomas L. Wheelen bb~:; J.

David Hunger, 2541: 14)

fl1:i'nlV1'W~~5fJi PI'!! ~'WfinlOl bb~:;d:J1V1~lfJ"1I'fl'l'fl-.:Jrffl1:i' ~'fl fl1:i'nlV1'W~ bb'W'd'Vl1'1VI~ fl

Vl1'flfll:i'n lV1'W~ViPI'Vll-.:Jfl1 :i'~1 bU'W'lI'W"1I'fl'lfi:i'nlOlb~'fl.w.l1tJ~ fl1:i'n lV1'W~fl~fJ'Vlfibb~:; b~J'-.:J~~I-.:J"lJ'fl'l
q 'lJ q

b~fJfl1:i'~~I'l~Ij;]:i'.r~1'WJh'Wf?il'l1 b"ll'W'"JbUJl1'1"1 tJ:i':;~'VlfiJll'1"1 'W.rj;]mJ'~ bb~:;~'dl~~I~IJ'b11'W

fl1 :i'j;]'flU~'W'fl'l~'dl~ ~'fl'l fl1:i'''lJ'fl'l~ n ~1 bU'W~'d~.r ~ ~1V1fU'fl'W1 ~ j;]"lJ'fl'lfi:i'nlOl~li:J~'d 1~'I"I ~'fl~ b 'Wfl1:i'
'lJ q

bb"1l'l-n'WVl1'flh]'flUl'l1~ (fi'W-nfJ fJ~~'W~1 2545: 13)

~5mlPl'!! ~'WfinlOl 'WbfJUlfJ n~fJ'Vlfi ~~IOl:;bU'Wi:l1Ol9fJ~IAill~IOl:;~'l(;J~1~bn~ml~
q ~

UIOlIOlU'W1Ji\u'W'flUl-.:J~ bti'fl'l1Ol1nlOl:;v111~'fl-.:Jrffl1:i'~I~I:i'b1'VlJ'IU~! bbVlti-.:JVl1'fl1Ol~~'W (Position) "lJ'fl'l
q q

'fl-.:Jrffl1:i'~I'flU bU IOl~b~ lOl:;nl'd b~'W'flUl-.:Jh1~~'W~'l bb~:;b~'flnl'd b~'Wl~'flUl'l~'W~'lbb~'d~'dJ'IOl:;
'lJ q

~lbU'Wfl1J''flUl'lh1~bn~~'dbbUU~'I''I'fl~ "bVl~I:;~~" (A Fit model) ~1~IJ'mn~~'dl~l~bmfJU

1 'Wfl1:i'~1 bU'WfiJ'nlOluJ'J'~.r j;]b1tJJ':;~-.:Jrf"lJ'fl'lfl1J'~1 bU'Wfi:i'nlOl~-.:Jn~'fl ~1~1J'b1~~I'lJ'lfJl~bb~:;btlUbj;]
q q q q

lJi''flul-.:Jtf'l~'W,i'Wb'fl-.:J (Tom Peter, 1984: 401 lell'l~'l1 'W b~ti'lX Jj'fJbj;] 2545: 99)
q

~'dl~lJi' bmfJU'Vll'l fl1 J'bb"Ii-.:J-n'Wbll'Wi'd11Ol"lJ'fl'l~'dl ~ ~ 1 b~IOl"lJ'fl'lfiJ'nlOlb 'Wj;]~1 ~ fl1:i'
q

,'" ,
bb"lI'l-n'Wb~fJ b1).'1"11:;1'Wi:lIOlIOlU'W~i:Jfl1:i'bb"1l-.:J-n'WbU~b~1~1 n~'W 'VlnfiJ'nlOl'l"lmm~"lJmfJ ~'d btlU bj;]b 'W"lJbU:;~

q q q

I Iii'

n'fl'Wb~nVl1'flj;]~I~i:Jm~lbU~hj b~fJ'l'l"l'flv111'~\n ~fl1:i'bb"1l-.:J-n'W~ln~-.:J~'Wb~'fl1 ~~I~IJ'b1'flUJ''fl~ 1w.~
'lJ

fi:i'nlOllOl:;v11'Vln~~'Vll-.:J~IOl:;~h'l ~'dl~lJi' bmfJU bbrlj;]'Wb'fl'l bbf?i~fi~IOl:;v111~ bn ~ ~'dl~1Ji' bmfJU~
q q

tf-.:J~'W~'fl fl1:i'~~'l ~'dl~~I~IJ'b11 'Wfl1:i'bb"1l-.:J-n'W~bbVlIOi~-.:Jbb~:;fl1:i'1~bmfJU'Vll-.:J fl1 J'bb"1l-.:J-n'W~IOl:;v11b~

dj'W1Ol1-.:J1~~'fl fl1:i'~fiJ'nlOl~I~I:i'b1111n~fJ'Vlfi~'WtJJ':;n'fluJi''dfJ ~5fJi PI'!! ~'WfinlOl ~lJi'nlV1'W~ H111
q q

ltJtJll~bll'WltJfi:i':i'~lJi' ('~'I"I:i' ~f~~W-I'!!2545: 5)

'"
fl1J'~~I-.:J~ifJi PI'!! fl1:i''dl'l bb(;J'Wbb~:;fl1:i'~-.:JbU1V1~lfJ ~1~1:i'b1~ W-J'Wl~~J'J'b1'W:;

'" ,
"lJ'fl'l'fl-.:Jrf fl1J'1~ bll'W'flUl'l ~ bJ'1b1fJn'fl-.:Jrffl1mUUil~1 "'fl'l rf fl1:i'bbvl-.:Jbb:i'-.:J-nU~~1Aill" (Essence-~

I t cv I

Driven Organization) 1J~~1 n J'1'W'fl'lrffl1J'~-nu b~~'fl'W~'dfJ bb:i'-.:J~1A '1J ~'l n~I'dil~'l bUfJ~ ~'dfJ ~flfJ

Jll'1"1 'I"I..rn'lI'WIOl:;iJ~'dl~vl~ b'Vlbb~:;~I~IJ'b1tJ:i':;~U~'dl~~lb~1Ol1~ 1'W~Jll'1"1bb'd~~'fl~~ b~~1tJ~'dfJ
q



17

m1J-J l.iJ~~'Wl.l.iJ~~l?l~'fl~l.'d~1 ri'fll~l.nlnFl'd1J-J~1J-J1J'C1lwmnl."1i~-n'W~~~u'Wl'W~J'n'"l(Cynthia D.

Scott, ~1~~~1'W ru~'\"l~~ l.nPlJ-J1t'M 2546: 14)
<l.9

"n~~'Vlfimnl."1i~-n'Wlln 1 nf1l1J-J~n'"l:::fh\~'W~1l?l~iJJ':::~~fll~l.~'fl~¥1~fl'd1J-J1Ji\mmJ

1'Wl?l~11n~1~1 "fl'd1J-JlrJ)l.mHul'Wl.~~mnl."1i~-n'W"iJiJJ':::l.~'Wl~~'"l1J'n.l1 2 iJJ':::l.~'W~'fl mJ'ti1l.~'W'fl

fOJn.l,"h~l.VI.w'fln~1l.l.ri~n ~i'1 l.l.~:::~'W'VJ'W~~1n~1 tlnmm~lJ l.Vl~lJlJ1';'VlVl~~1 '"l:::~1J-J1J'C1ti1l.~'W'fl
, ,"

fOJn.l,",1Vll.VI.w'fln~1l.l.ri~n~hlrJ)n(;\'fll.~'fllJ1~,r'W1 ~1J-J1J'C1l?l'fllJ~'W'fl~fl'd1J-J~'fl~mJ'''lJ'fl~~n~hlrJ)~n~1

,",l.l."1i~-n'Wl.fli'fl~~'fll'WmJ'ti1l.~'W'flfln.l,",1~l.VI.w'fln~1~ lrJ)l.l.ri mJ'r11V1'WlnJ"lfl1 mJ'~'fl~1J' l.l.~:::~ .
2544: 119)

"' .••• '13.1 n~t1'V1fi Fl'el 'el~b~•
Michael E. Portermh'd~1 "~Jl1'd:::'Vl1~mJ'l?l~11nl.l.~:::l.'Vlflt'Wt~~~iJmniJ~~'Wl.l.iJ~~

l?l~'fllnl.'d~1 ';h1~l.n Infl'd1J-J~'fl~mJ'l 'WmJ'iJl.l.~:::~¥1~f1'd1J-Jl~l.m~lJ'Vl1~ m nl. "ll~-n'W~~~u'W Jl1~ 1~

Jl1'd:::fl'd1J-Jn ~ ~'W~~mh'd ';h1~ ~'fl~iJ mJ'iJ~lJiJJ'~ e.J~l?lJl1'\"l fln.lJl1'\"l l.l.~:::fl'd1J-JJ''dInl.~'d l.l.~::;iJ••
m J'ti 1l.fli'fl~~'fl'Vl1~ mJ'lJ1V11J'J-J11-if ~~1J-J1J'C1il1J-J1l.l.m"lIl.l.~:::~InmJ'fllJil '1:) VI1mniJ~~'Wl.l.iJ~~

l~lnmfli'fl~~'fl~Utmri'W l."lI'WmJ'f1'dlJflJ-Jfln.lJl1'\"ltlntJJ''dJ-J mnm~lJl.Vl~lJVl1'fll.Vl~lJl.~~~ l.l.~:::••
"

m J'iJ~lJ1'fl J'::lJlJ

l.fli'fl~~'fl ~~ n~ 1'dvl11 ~ l.n Ine.J~'flti1~J-J1n l?l'fln1J'iJ~lJiJ~~ rJ)1'WiJlJU~ n1J'l?l1~1

l.l.l?lfihi~1J-J1J'b1vl11~ l.nIne.J~r11hlrJ)'flti1~~r~u'W l.l.~:::l.fli'fl~~'fll. Vlfi1~ 9~n~1~~Jl1'\"l'"l1 n mnlJ'W

l.Yi~~l.fli'fl~~'flJ-J1l.lJ'Wn~~'Vlfi~1rJ)~lJmJ'tJ'flJ-J~lJ ti1J-J1Hri'WJ-J1n~'W~'fl~ 1 " 4

n ~~'Vlfi l.lJ'Wl.l.e.J'W~1'Wn~1~1 ~1.jfVl1'fll.~ 'flm nl. "1i~-n'Wl.l.~:::~~-ntJ"ll'W:::l.l.~:::l.lJ'Wl.l.e.J'W

~'"l:::~~l.~1J-Jl~'fl~~n1J'~1J-J1J'C1lJJ'J'~1l?lb1iJJ':::~~~~r11V1'Wlnl.nrJ)(n'W-ntJ~J-J~'Wln12545: 39)••
3.2 n~t1'V1t5b~'el~;1.:i F1'J13J t~b mtl1...I'V11·:m1~bb"li.:i-n'W•

n~tJ'Vlfi l.lJ'Wl.fl1'fl~~'flti1~ e.J~~1l.~'"l~~'fl~ mJ' Vl1nnJ'n'"l11n"lJ1lnn1J'iJn~~'Vlfil.lJ'W
q 'lJ q q

" ,
~'W~1'W"lI'fl~m J'~1I.U'Wmnl.~'d nmnVl'"l::'fltil 'Wt~ n"lJ'fl~mJ'l.l."ll~-n'WlrJ)t~tJiJ n1n'"l1ru l.~lJtl?ll.l.~::;iJ

<l.9 ~ ~

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

http://www.isc.hbs.edu/firm-competitive.htm
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, ~
e.J~~1~~~".lJ'e:l'l'e:l'lrolIl1J' n~tI'Vlfiii1.~ ~ni?l~1n ~1t1'lJ~V11J'J'~~'lJU'WVI~~fhvl'Wi?l~'Vhu'W ~~rrln~tI'Vlfim'"l..
~ni?l1.~~1n, i?lrrl1'11 1'W'e:l'lrolnJ'~'1m~~~Lu'We.J~~1~1n~m~ru~ll1J't?ii?l~'W1"'l~i'l~~~1'W1'W tt'11b~

~ ,
Lnl?l~iJ'W~L'lJ'lJLLe.J'W".lJ'e:l'lll1J'(;f1bU'W~J'n"'l,r'W1~1r1'JN~ffi ~U'Wn~'CJ'Vlfi~-rl'Wbi?l~~'e:l'Hf~iJ'WnJ''e:l'lJb'Wll1J'4'i?lll1J'

'VIfi"ltl1 flJ'ti?ltliJ"'li?l~'1V1~1t1~~11 ~ ~ni?le.J~~'e:l~rn'WJl1i"l~ L.jJ~~~~'1".lJ'e:l'ln"'lll1J'vl1bi\n"'lll1J'~1~1J'bl..
~1J"l'e:l~I.~'e:l,:h'liJ-DtI"1l'W~r1J''e:l'lrl'J1~1.~Lmtl'lJ'Vl1'1ll1J'b~"1I'Ii'W'e:l~1'1~'1~'W(fi'W-DtitI~~'Wi?l12545: 9)

'"
n~'CJ'Vlfi".lJ'e:l'l'e:l'lrolll1J'LU'WLLe.J'W'I1'W'e:l~1'1n~1'11 ~'Hf L~~~LiJ'WLLe.J'W~"'l~~'1~~~~b~

'e:l'lr1ll1J'~1~1J'(l'lJJ'J'~Jl1J'n"'l~L~~tJ[?](lUJ'~~'1r1~ihVl'W1?l1.n~ L~'e:l~~~ r1'J1~1.~~mtl'lJ 1'Wn1J'L~"1I'Ii 'W••

Don Neidlinger n'Cl'YJ(h "rl'J1~~1~1nl'Vl1'1fl1J'bL~'1-n'WL~'1n~'CJ'VlfiLtJ'W~'J'WeJ~~

eJ~1'W~Lni?l"'l1nll1J'J''J~L'e:l1'e:l'l~uJ'~n'e:l'lJ".lJ'e:l'lYln'l1~flJ'~'lJ'J'WmJ'~1~U'W'I1'W~~~~'e:l'l~m1~~ ~iJ'WmJ'~I?l
'"

~[?]~tI~~'1~ ~~~i?l'lrlruri1~b ~n'lJ~n ~hL~~~LiJ'WmJ'mn~1V1f'lJri LL"1I'I~"'l~~'e:lm~tI'WLL'lJ'lJ" 5. '" '"
I Q.I.d IV

3.4 n1'ibb"ll~"lI'\..lb~'el~'i1~~'J1:IJ~1:IJ1'i"

Stalk,George ~~~~rlru~ n~1'J~1 "mJ'u~tI'W~~U~'1~I.~V1~I?lU'I".lJ'e:l'l~Jl1'J~~~'Ji?l
~

~ 'e:l~'Vl1'1fiJ'n"'lb'W'VlntJ'Wv, ~ 1 ~U'W~'e:l'ltl1~m n~tI'Vl fi~off 1~1iJ ~'J'W-ri'Jtlb 'Wfl1J'uf'lJ f?l'J'e:l~1'1~1n
•• q

fl1 J'iJ~ n 'l1ru~~ LU'W~ ~ &1 flJ'J'~'e:l'lrolflJ'~hjVl'CJi?lU'I~L~~LU'W~~~ [?]J'b'Wfl1J'uf'lJ t?i'J[?]1~ fl1 nu ~ tI 'W
~ I ~ I

LLU~'1 rl'J1~~1 L~"'l"'l~Lni?l~'W1.~nrrl'e:lLij'e:l'lJ~~'Vl,r'W"'l~~'e:l'liJll1J'~~1'1b~ ~nI?lL~'e:l'W1.".lJnJ'~'lJ'J'Wfl1J'
I I I 21

~1LU'WfiJ'n"'lVl~1~ ill VIm n"'l~~'e:lnL~tI'W~L'lJ'lJ~L~~1.jf~'1u'W~tJ'W~'J'Wb'Wll1J'~~1'l rl'J1~ ~~[?]n rrl1'1"'l1n. '"

~
LL'lJ'lJll1 J'LL"lI'I-n'W1.~L'U~1~~~riL~tI'l ri LL"1I'I-n'WL'Vl1U'WLL~i1'1UJ'~n'e:l'lJl.u ~'Jt1ih~tI ~1'Wf?l'J~~UJ'

'"

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

6 http://www.mhhe.com/primis/catalog/pcatalog/HBICAhtm Harvard Business Review
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"br-l~'Jj'~n'"l"ll'fl'lll'l rl'fl [;]~'lVlmn..J,r'W bb'6'l::;~·W-n..J~'1i11Ol4'tl~h'Wn'ln·ih~'lb V1~"lI'fl'lfi bb"ll'li'W re11'W11Ol~ . ~

~'l'W n'l~iJ;hj'~~h'Wn'l~'d'l'lbbe.J'W ~'1n'lVl'W(;11Ol'lnulOl4'tl']l'l~'W n'6'ltJVlfllOl::;~'fl'l~'d~liJ~'l n'lJ''d'l'l~ ~ .
~'l bbVl'lJ'IVl'l'ln'l~bb "li'li'W b~'flL~~l~'l~r1L.jf"'l'd'l~~'l~l J'r1Vl1'1n'lnb "li'loTI'Wl~'flth'l ~~~ (;1b 'Wn'l J'iJ niJ'fl'l•
u1-MVllOl'lmbN e.J~nl?i I'll bb'6'l::;b~'fl~IOl ::;n1 flU bbN e.J~ n1 ~'flti1 'W[11'd:::;(;1'6'lWl 'l'V'l~'d tJ n'l J'Hbb'W'dVl1~~ .
l?i'l'l1"l1'fl'l n'6'ltJVlfl bb'6'l:::;J''d~~'l n'l~~~'l'lVl1'fln'l flU rl'dU '".J~UIOl4'tlbbJ''1e.J~nVl'l'l n'lnb"ll'loTI'Wb~ btl'WliJ1 'W

,
'" !V 7

"lI'flUb"ll[;]Vl[;]'fl'ln'lJ'''

,
•• 1 I oQ, CV .cS.

Miller, Danny bb'6'l::;Whitney, John 0 n'6'l'l'd'd'l "UJ''Jj'VlVl'W'l'fl11OllOl::;~'l~1n1

'6'l'flnb~tl'WbbUUn'6'ltlVlfl bVlrlb'Wb'6'l~ bb'6'l:::;m~~tl'Wn::;uu b(;1tlmnVltlutJ (;1flUeJ~~~~ (;1~'flr.Jb'W'fl[;]~'lVl mJ'~
q qJ qJ q <u q

b~mfl'Wl~ bbl9llOl::;l~~'l~'lJ'r1'6'l'flm~tl'Wbbuu n'6'l1fiVl'l'ln'6'ltlVlfi nhbUU bVlrlb'Wb'6'l~ bb'6'l::;m::;U'd'W. ~

n'l~~'l bU'W'I'l'W ~'1U1MVlM~~~'l'l;'W~'lL ~iJt!'W iJ~ n'Jj'ru::;e.J~~ e.J~'l'Wfi'W'flti'l'l n'6'l~ n~'Wri'flb ~ bn (;1

e.J'6'l~~~(;1191'fl'fl'l~J''d~ b'W~'W~IOl::;U'lliJ~rl'd1~1~bmmJVl1'ln'lnb"li'loTI'W. ~
"

rlJ''fl'l rl'd'l~l~bmtluVl'l'ln'lnb"ll'loTI'W,r'W'flti " 8~

Vl'l'l"ll'fl'l'fl'l ~n J' bb'6'l::;~~'l'lb~bn (;1rl'd'l~l~ bmtlUVl'l'l n'lm"li'loTI'W ~'lVlfu n'l~~'l bU'WfiJ'nlOlb'W'fl'W'l~ [;]
q

" ,
~'d'l~ b']'lLIOl~'1 mh'di! bn (;1~'llOl'ln n'l~[;]~::;VI'wn bb'6'l::;V13T'W[;]J''dlOl~'flU[1'l'd::;~[1'l'd::;bb'd(;1~'fl~[1'ltl'W'fl n

, , "
'flr.h'I IOl1'14''1 ~'11Ol:;vl'lb ~~'l~'lJ'r1~'fl'l[1'l'V'l"ll'fl'l'fl'W'l rl[;]b 'Wbb~"lI'fl'lb'fln'l~ bb'6'l::;n'lJ'rln ~'l~VllOl::;bn (;1~'W•
l~'flth'l-D (;1 ~ ~ 'l1"1'1JU1MVl~iJ rl'd'l~ ~'l~ 'l J'r1~ 'l 'Wn'l nb"ll 'loTI'WIOl::;iJrl'd 1 ~ ~ 1 ~ 'l J'r1b'Wn'l nbtl n bbtl::;

U ruVl'l tlVl fi1fllOl1 nu ruVl'l b=D'In'6'ltlVlflVlJ''fltlVlfi r-l'l~ [;]fl~'flr.J 'l'l-D (;1bIOl'Wbb'6'l::;[;]'flU~'W'fl'll~'flti 'l'l bV1~1::;
QI q 01 q q

~ ~ b(;1tl n'l nbiJ'6'liJ~::;b~'WU '1JVI'l ~'l'WtJVlfi r-l'l~ [;]fl.'WJ'::;~U b=D'In~'l'lb ~ btl'Wn'l m ~::;vl'l b=D'I~iJfiJ'J'~ b 'Wbb~

"lI'fl'l'l'l'W ~l~fu n'lJ'4'(;1~'l~Url'd'l~~'lI"1'1Jl~'WVJnl ~'d'W"lI'fl'l'fl'l~n'lJ''' 9
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fl1~iJ ~'J1~~1~1J'b1'Vl1'l fl1~m "li'l-n\.l~'J'WVI~'liJ ~'J1~~1 bij'WrJi''fl'lH'nmJ'Vlfi"ll'JtI b~'fl,

~ (?1fl1J'~1bU'Wfl1J'~1'l1b,x bn(?1~'J1~1~bmmJ bb~~iJ-ntl"Jl'W~bVl.w'fl~ bb"li'l-n'W

, '"
b~J''l~~1'l'fl'l~m' VI~1t1~'l "n~1n~1'l 1 Vlb~'flb,xbn(?1fl1J'n1V1'W(?1bb~~fl1J'~1bU'Wfl1J'

~1'Wn~t1'Vlfi bb~~fl1nh~~1'W'l1'WJ'~VI~1'l'l1'W1?l1~Vlih~ bb~~Vl1'flVl'll'JtlnJ'nlOl~1'l 1 n~ 1n ~'l n~1'd, ,
'"

IOl~uJ'~n'fl'lJ ~btl ~'J1~i~~'WfidJ'W~1 ~'lJ-n'W"lJ'fl'lm J't1'lrl'lJtI ru"Jl1'Wbtl'lJ1t1 ml?1J'~1'Wbb~~J'~b11tI 'lJ';)fi n 1J'~ &.9
I 9.1 9./ I I I5l tr 10

m'l1 bb~~J'~'lJ'lJmJ'~'J'lJ~~J'~'lJ'lJ"lJ'fl~~ bb~~m mJ'~1Ol1t1"lJ'fl~~J'~VI'J1'lVl'W'JtI'l1'Wil1t1 b'W'fl'l~n J'"

b~N~r,'l'fl'l ~n~~ri'flb,xbn (?1~'J1~bbl?ln~1'l'Vl1'l~'J1~~(?1bb~~bb'lJ'lJbbe.J'Wu5'lJ~~bbl?ln ~1'l fl'W

J'~VI 'J'1 'I VltJ 'Jt1'l1 'Wl?11~ Vii! 1 ~b 'W'fl'l '"' m ~'l iJ ~'J 1 ~ ~ 1 b,j 'W1?l'fl'l n 1 VI'W(?1n ~ 1n ~'J 1 ~ i 'J~ iJ 'fl
, , '"

dI dI 'i' 19..- 9..- •... 1 •... ' 0 'I '!;"i' """'" •..• "" 11(integration mechanism) bYl'flb"Jl'fl~btl'l 'J(?1'Jtln'Wn~ n(?1'ln~1'd'fl11Ol'Vl1bVib(?1mnI?l1'l1 (?1'l'W

1) Direct contact b(?1t1~(?1b,xm'flfl1~b'Wfl1J'vh'l1'Wi'd~fl'W

2) Liaison role b(?1t1~'fl'lJVI~1t1'lJ'Vl'lJ1'Vlb'Wfl1nh~~1'W'l1'Wb,xfl'lJ'lJ~~~VI~'l,

'" ,
3) Task forces b(?1t1~(?1~'lbiJ'WVI'Il'JtI'l1'Wb'UYl1~nIOl1Ol1nVl'll'JtI'l1'W~1'l1b~'fl~l'vh

Vl'W1~'fl tJ1'lb(?1'fltJ1'lVl~'l i'J~ fl'W
i.I I. I

4 ) Teams b(?1t1~(?1~'l bu'WVi~'l1'WVlb11'Jn~'flf'lJ e:1 (?1"Jl'fl'lJU5~Vl'W1Vl'fltJ1'lb(?1'fltJ1'l

VI~'l b"ll'WVi~'l1'W~W-J'W1~1t1e.J~I?lJlru"Yl1V1JJ~'lIOl~iJn~~'Vl1'l1'W~11Ol1nVl'll'JtI'l1'W~1'l1 (cross-

functional)

5) Integrating roles b(?1t1~(?1bb~'l~'l~1bbVl'll'lb(?1~1bbVl'll'lVl~'lb'WJ'~~'lJ~'lVl1'fl

VI'Il'Jt1'l1'Wb(?1V1'1l'JtI'l1'WVI~'lVi1V1ih~b 'Wm J'UJ'~~1'W'l1'W

6) Matrix 'lJ'Vl'lJ1'VlVl1'fl~1bbVl'll'l~1'l1 "lJ'fl'l1J~~~b'W'fl'l~nJ' ~nn1V1'W(?1b,x'Vl1V1ih~

bb'lJ'lJUJ'~~1'Wfl1J'H''VlfYlm m'~1'l1 i'J~ fl'W

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

A Managerial Perspective 2 nd ed. Tokyo: The Dryder Press, 1999.
11

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

4th ed. New York: Honghton Mifflin, 1998.
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~mj'ru::;'fl\lr1m'~ilm~u1Vl1J'bih.lb~,", (In search of Excellence) b~'fl1,xl,nl71,"y;n:w

~1:W1~t:1t'\..m1J'bb"ll\l-n'W11l1:wb1,'W'J~l71"l1'fl\lThomas J. Peter and Robert H. Waterman, Jr. I,~mnu

'"McKinsey 7-S framework mh'J~1~'fl~il~mj'ru::;~\ll?l'flhHl

Structure

Strategy

Staff

Style

System

Skill

Share Value

4.1 n1'in'i::~1!1'fi1'1..l1~ bb~::f1'J13J~13J1'i"i. 'l..ln1'ibb"li~;r'\..l

Change & Perform Organisational Redesign Service n~1'J~1 "m~'fl'flmbUU'fl\lr1

n~~~ ~'fl\l~\l b'tJ'Wt,xi"nrn\l1'Wil~n1j'::; bb~::;f1'J1:wfl'Wm~1JlJ1Th\l1'W bl71tJ~'fl\lilm~ 1,x'e11'W11iil1,I,rl~

~l71m~ bb~::;i"nrn\l1'W t'Wm~~l71~'W11iil m~1J1Vl1~'Vlt''V'lmm'~\lbu'W~\l~1bU'W ~-rl'Jm'fl\lt'1J'fl\lr1m'

1,xvl1\l1'W'flU1\lil1J~::;~'Vlfi.n1'V'l " 12

Kerry Feldman n~1'J~1 "'fl\lr1m~ilfl'J1:W'V'l¥'fl:w1'WmJ'b1J~tJ'Wbb1J~\l Iiil::;~'fl\lil

fI 'J1:W3J \lJ'Wm.i1\ll?l'fl I,~'fl\l1 'Wm~~ ¥1\lVl1'fl n'fl bnl71f1'J1:W~1:W1~t:1'Vl1\lm J'bb"li\l-n'W~\l11l'fl1J~'W'fl\ll?l'fl•

12 http://www.organisationaUedesign.htmIChange & Perform Organisational Redesign

Service

13 http://www.organisationaUedesign.htmIChange & Perform Organisational Redesign

Service

http://www.organisationaUedesign.htmIChange
http://www.organisationaUedesign.htmIChange
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U~fl e!-:Jr1(Yl~~ ~bt,l~'fl-:J r1'.l1~J''.l~b~'.l, fl1J'uf1J~'.l bb~~fl1nU~Ut,lbbU~-:J b~u~-:J~mh'.l~1 btlt,l
'lJ

~'1.Jbb'"l~1~'1.J"lI'fl-:J.jf'flr1'.lJ'u~Uibt,l paradigm for the postmodern manager" 14

Alcv J( AI •••••Q..Q AICV d' "1 •..•.••• c:;;
4.2 n1'i1..l'i1J'i'fl'i~1JthJlJ1J ~~1'lJbb~~n1'i1..l'i1J'fI~~ n'i bVl3-l"ll'lJ1~ b~n~~

1J1';'Vl'Cl'.lt,lbVIruVl1fl1J'19l'fl1J~t,l'fl-:J~'fl fl1nU~Ut,lbbU~-:J"lI'fl-:J~Jl1'.l~bb '.l~~'fl~U r1
~ q

~~~'.lJ'J'~ b~uH 3 bbt,l'.l'Vl1-:J~'fl15

4.2.1 n1'itl;'1.Jf'il~~'1.J1!(reengineering) but,lfl1J'uf1JbU~Ut,l~~~~vr-:JJ'~1JlJ

"lI'fl-:Jfl J'~1J'.lt,lfl1 J'~ 1 b\Jt,lfiJ'n'"l'fl~ 1-:Jt:l'flt,lJ'1 fl t:l'flt,l br1t,l b~'fl biXlJJ'J'~ t:J~'fl~ 1-:J~1 ~ru 1t,l~1t,l~t,l'Vlt,l
q q ~ q

4.2. 2 n1~tl;'1.J£tl~ £J't.l£tl~£J'tJrfil~-J~;1-Jbtlt,lfl1J'uflJ~ ~"lIt,l1 ~ (downsizi ng)
" , "

bb~~Uf1J~1U fl1J"lJ-:J~1J,r'1.J"Jl1biX~t,l~-:J (delayer) bb~~fl1 J'l-ifbm-:J~¥1-:J b~'fl b~'fll iXbn~fl1J'Vl1-:J1t,l

'fl~1-:JUJ'~~1t,l-:J1t.lllt,l"ll'fl-:J~1U~1-:J 11t,l'fl-:JrolflJ'

4.2.3 'tJrVln~~3J btlt,lfl1J'~'fl-:Jrolflnut,lfl1J'l·ihrfl~~ bb~~'VlfY'lmflJ'~1-:J 1 b~'fl

~ ¥1-:JbiXbn~fl1J'~ ~ bb~~UJ'~~~~~-:J 1VI~ b~'fll9l'fl1J~t,l~-:Jr1'.l1~ ~'fl-:Jfl1 J'''lI'fl-:J~ fl r!l1~ bU~ Ut,lbbU~-:J'fl~1-:J
<1.9 'lJ

, "
rj[;J,Jt,lfiJ'J'~ VI~1U~-:J bb1J1Jbbt:Jt,l"ll'fl-:Jfl1J'uJ'~Y'l~~u~Uint,l b~uiil'.l1u '"l~n t:J~iil-:Jb~-:J1J'.lfl

" ,
bb~::;b~-:J~1J~'fl t:J~fl1J'~1 b\Jt,lfl1J'''lI'fl-:J'fl-:JrolflJ' bb~~'fl11Olbtlt,l1~iil-:J bbVl~-:JYl~¥1-:Jr1'.l1~1~ bmUlJ'Vl1-:J fl'lJ'

bb"ll-:Jo]t,l~tf-:JUt,lVl1'fl btlt,lil ruVl1mrfl blOl~n t:J~~'fl fl'lJ'~1 b\Jt,lfiJ'nlOl 16
~ q

14 http://www.organisationaUedesign.htmIChange & Perform Organisational Redesign Service

15 Charles WL.Hili and Gareth R.Jones Strategic Management: An Integrated Approach. 4
th

ed.

New York: Honghton Mifflin, 1998.

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

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

http://www.organisationaUedesign.htmIChange
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" ,
Louis A. Musante mh:J~1 "<1w.J'Wfi~~~'el'lFlflJ'1~f1Jm~tJ'el~f1J~1fl~'W~mJ 1 ~1

LU'W'Vlf~tJ~'W~eJ1J1vn~LL~~'el'lFlml?\1'l1 ~'lhl1~!;lfl.w1'el'elfl~1H''eltJ1'lL~~~ 'el'lFlm~iJ'el'lFltJ~~fl'el1J~ ~
I I I iI

.c:::I ~.cY 6'.c:::I cv I cv cv Q 1.:;;::1

'Vl~~1J~ru ~'el'el'l~ m'Vl~1~1~!;l'"ll?l~'J1~~~ l?l~~~V1'J1'l'Vl~~mm1J ~ ~~ LL~~'Jw.J'Wfi~~~'VlVl~'elL~tJ'l~ ..
" , ,

rel'W<1w.J'Wfi~~~ir'W~'J1~'"l1'l~'el~'W'Vlf~~'Vl1'lUruru1Vl~'l~l?l L~~1~~1m~m;h1~\~1fmnH ~'lfl1~1~
QI IV cu q

LmtJ1J'Vl1'l fl1 m ~'l-n'W'eltJ1'l m'J~l~ rJw.J'Wfi~~~'el'lFlflntl'W~'l~m fl~~ l?l~1V1f1Jf1LL~'l ~'"l~.w11tJ. ~
" ,

L~tJ'WLL1J1J~'JrJ w.J'Wfi~~~ir'WiJ'f11'W1'"lVl~1~1~!;l~h'l~'Vlfi~~ 1~n1J ~~tJ~~fl'el1Jm~'Vl1'lfi~n'"l LL~~•,
tJ~~~'VlfiJ11~1'Wm~vh'l1'Wl~'eltJ1'l~L~tJ~ " 17

Ulrich 1~~~'J1~V1~1tJ"1I'el'l~1~1 "rJw.J'Wfi~~~'el'lFlm"H~1 rJw.J'Wfi~~~"1I'el'l'el'lFlm

~'elLL1J1JLL~'W"1I'el'l~~ ~ m~~ LL~~fl1~tJlJ1J'i~i'l ~~1 ~ 1'W..o'J'l ~~tJ ~ L'J~ 1 '"l'Wfl~ 1 tJLtI'W~w.J'Wfi~~~

;'l'"l ~..o'JtJ~~1'lJ11~~fl'lj'ru~~1 'W~1tJj;]1"11'el'l~fl r!11 rJw.J'Wfi~~~L~'l1J'Jfl~ L.jf~LL~'l '"l~~~1'l1 ~'el'l r1m~
,

.c:::I I i.f tf" IV If" tJ" 0 4 I I ~ 2.I.c:::I 2.,.0 18
~~~m ~~1'l~~~~J11~~fl'Mru"1l'el'l'el'l~m LL~~'W1~1~1"ll'l~~A1LLVI'lj;]n~'WA1'elfll?l'JtJ "~ ~

5.2 l'1nI'l.l fi'i'i3J'fl~fi'n 'iLt1'l.ll?l'J~f1~"l~ Ln tpl~'J13J~13J1'if;JL~'fltJ'i'i~ ~ ~'J13J11K•...
Lmtltl'vl1~n1'i LL"li~;r'l.l

Michael Zwell fl~1'J~1 "rJw.J'Wfi~~~'el'lAm~~'lA'J1~~1~1~!;l1'Wm~LL~'l-n'WL~'el.w1

~1;'lm~1~LmtJ1J 'Vl1'lm~LL~'l-n'WLL~~~'l~1~ru 3 tJ~~m~~.w1~'J1~~1L~'"l~1~'el'lr1mii~'el~ ~

" , ,
5.2. 3 ~~~1J"1I'el'l~'J1~~~'J1~~1~1~!;l -n'W~'lVl~l?lVlrJw.J'Wfi~~~'el'lFlm~ir1J~'W'W1~

qJ qJ q q

"iJm~~fl'M1~1J~11JmiJ~'J1~ LL~'lLLfli'lLL~~iJA'J1~~1~1~!;l1 'Wm~tJf1JrJ w.J'Wfi~~~

"1I'el'l'el'lFlm 1~iJ ~'J1~ A~1tJ LAtJ'ln'W'"l~vh1~1J1~'VliJm~V1~'WL~tJ'W"1I'el'l~'W~fl~11J1m,~1~iJrJ w.J'Wfi~~~•

17
http://www.optimizemag.com/issue/001/culture.htm

18
http://www.turknett.com/sectionR/advantage.htm I

19
http://www.amazon.com/exec/obidos/asi n/04 713507 45/ma nagermagazine

http://www.optimizemag.com/issue/001/culture.htm
http://www.turknett.com/sectionR/advantage.htm
http://www.amazon.com/exec/obidos/asi
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John Kotter bb'tl::;James Heskett 1~fl~1'Jlrjl:wvrw'l~'El Corporate Culture

and Performance (Free Press, 1992) ~1

1. tjl?J.J'Wfi~~~'El'l~m'bll'W~'J~';h1~bnC9lrl'J1~~1~1~tl'Vl1'lflln~'W1'W~::;tJ::;m'J

2. tjl?J.J'Wfi~~~'El'l~m''"l::;bll'W~'J'W~1~tl.J~~1l~'El'l~flnh::;~lJrl'J1~~1b~'Ol V11'El

, " "
3. tjl?J.J'Wfi~~~Yl~lJ~'l'"lC9lbb~'l~1'WflI~~'W '"l::;~1~1 ~tl tl fl~ l?J.J'W1l~~~'W1~'Elt.h'l~1tJ. ~

C9l1tJtjl?J.J'Wfi~~~'El'l~m'~'El'l~1~1~miJ~tJ'WbbiJ'tl'l bb'tl::;4'C9lfll~l~20

Lorina Eastman bb'tl::;rlill::; l~~~iJe.J'tlfll~~4'm~mnlJtjl?J.J'Wfi~~~'El'ltp)m'~l•
"tj l?J.J'Wfi~~~'El'ltp)m' '"l::;~1l'l\bnC9lm1~1~bmtJlJl 'WflInb"ll'li'W ~l?l1'l n'Wl'Wbbl?l'tl::;'El'ltp)m' 'i:C9ltJlJ1-'l1'Vl~~

tjl?J.J'Wfi~~~'El'ltp)flnJ'l rl'J1~ bll'Wb~~'i:C9ltJ~~1b~~'El '"l::;~'le.J'tl~i"lfi"ll'El'llJ1-'l1'Vl~fl~1lJ1-'l1'Vl~~tj l?J.J'Wfi~~~•

, " ,
LOMA ~ 1 flI ~~flM1 rl'J1~ bntJ'J~'Wn'W~::;~1'ltjl?J.J'Wfin~bb'tl::;e.J'tl~i"lifi'W~l~C9l"ll'El'l.

n'Olfll~i"llJ~1~ 3 ~1'W~1~tl.J~-rl'JtJ~~1'ltj~'Wfi~~~~1'Wrl'J1~bll'Wb~~ ~'El

1. ~'l~b~m.jf'El'lnlJ~'Ji"l'l!fl'l1'W l~bbri ~1'W1'"lwi;h~ rl'J1~ll?l1'l1 b~mnlJ~'JlJ1-'l1'Vl

rl'J1~~~'J'WlJrlrl'tl .jf'El~'tl bb'tl::;flI~~'El~1~~~iJ~::;~'VlfiJl1i"l bbN'Ol'll'"l flI~1~n'ltj'tl~ b~tJ'Jbti'El'lnlJcu q qJ qj

Feedback

'l..Jrl rl'tl'Ol1fltj l?J.J'Wfi~~~l?l1'11 ~ rl'J1~iJ'tl'El C9lJltJl'Wfl1~~1'l1'W il'Vlfi"ltJ1fl~~i"l'Elb~tJ'll 'Wfl1~~1'l1'W

~'l~'lV1~ C9l~fl~1'J liJ bll'W~'l~'Wan'Wi'J~'W~'Ol::;~11~ bnC9l~1 bbWW'l'Vl1'lmm "lI'li'W'Vl1'lm ~17l'tl1C9l~
<IS

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

21
http://www.loma.org/1 ndexPage-Research .asp

http://www.optimizemag.com/issue/001/culture.htm
http://www.loma.org/1
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t:.J~n1t~~tJ"1I'el~'el1'"l1t~"1I'el~~bl'nJ'W Lurie Institute and CEO of eePulse Inc.

'V'IU~1 "iJ 7 1h~tJ~1~ru~'el~l"lmfl'Jtb~fl'J1:l.J~1~ru b~'el'"l:;1~U1'el~l"lmhJ~fl'J1:l.J~1b~'"l br?ltJiJn1t~ ~ "
'" ,

b"fl:;bb'W'W19l1:l.Jil1~Ufl'J1:l.J~1~'1I1-5 fl~bb'W'W~~U(1 Vl:l.J1tJ~~hJ~1~'1I 5 Vl:l.J1tJ~~~1~'1IVl~r?l)

1) Energy 4.09 fl:;bb'W'W 2) Product / Technology 4.07 fl~bb'W'W 3) Culture 4.01 fl:;bb'W'W

4) Rewards 3.73 fl~bb'W'W 5) Structure 3.43 fl~bb'W'W 6) Board of directors 3.17 fl:;bb'W'W
,

7) Venture Capitalists 1.78 fl:;bb'W'W ~~'"l:;b~'W~1 Culture dJ'W~'J'W~1~'1Ib'Wn1tvhb"'el~l"lm

iJt:;~Ufl'J1:l.J~1b~'"l1~" 22

5.3 '1'l.J~b'U'U"lI'el.:J.ylijJU fi'1'13J'el.:J~n'1 vl'Yh"l. ~bn ~ ~'J13J 1l91'bm!l'U'VI1.:Jn1'1bb-n.:J-nu'¥1~

I iI 1 I

l'W-I'Wfitt:l.JVliJim~ru:;~~ (;]'el1iJu '"l:;Vl1b"bn r?lfl'J1:l.J1~bmtJU'vn~ n1m~~o]'WVl if~m'W
23

5.3.1 1'W-I'Wfitt:l.J~Lm'elm~'V'IUfl~1'W~W-I'W1191'Wb'el~iJn1tm:;~'W'V'IUfl~1'Wb"~h~
q

t:.J~--:l1'Wb"'el--:ll"lm'elth--:l~--:l~r?lbr?ltJiJbbt:.J'W'l1'Wbb~:;flt~U'J'Wn1t(;]1--:l1~"ll'JtJb"'V'IUfl--:l1'WiJ fl'J1:l.J~ r?l1~:l.J
, '" ,

~¥1--:l~ttl"l~--:lbmJ1 ~--:lbU1Vl:l.J1tJVlYl1'Vl1tJ

5.3.2 1'W-I'Wfitt:l.J~biJr?l"ll'el--:l'Vl1--:lb"bbrl'V'lUfl--:l1'Wb'Wn1tb.jf'V'lt~'Jttl"l~iJ'eltJ b"bn r?lt:.J~
"

'V'I'Jm"1l11~vl1~1 b~'"l

5.3.3 l'W-I'Wfitt:l.J~*~¥1--:l~--:lbb'J r?l~'el:l.Jn1tvl1~1'W~~~--:l'V'lUfl--:l1'W:h:l.Jn'WiJl)tw1--:l1'W

bU'W--:l1'W~Yf1'Vl1tJbb~:;iJ'"l~b'"lb'Wfl1tvl1--:l1'W t:;UU1'~J.J'Wfitt:l.J ~iJfl1tb"t1--:l1'~ 1911:l.Jt:.J~--:l1'Wbr?ltJbU'W
"

n1tPlm~n"1l'el~ John Kotterbb~:; James Heskettb'Wt! 1995 ~¥1--:lfl'J1:l.Jb-lhb'"lb~mnU

1'W-I'Wfitt:l.J~'"l:;"ll'JtJrl'elL"bn r?lfl'J1:l.J~1:l.J1ttl'Vl1~ fl1nb~--:lo]'W~~~m'W br?ltJ1~vl1 fl1tPl mn bmtJu bVltJU

u 1'';'Vl~ bU 'Wl'W-I'Wfitt:l.JL'Wfl1 tiJ fu ~'J b'W~'J'W"1I'el--:lfl1 n ~:l.Jt:.J~ 19lJl1'V'1~1'Wfl1 tiJl)tw1 fl1 tnuu1'';'Vl ~hj
bU'WrrW-I'Wfitt:l.JL'Wfl1tiJfu ~'J br?ltJb" r-~hiltJ1:l.JrrW-I'Wfitt:l.JL'W~'J'Wbbm~ bU'Wfl1n~:l.J t:.J~19lJl1'V'1~1'Wfl1t

iJl)U1ifl1~1 dJ'W1'W-I'Wfitt:l.J~~ b~1:l.J~1'Wn1 n~tJ--:lbb~:;fl1 t~¥1--:l'W1'19ln tt:l.J fl1 ttJ'el:l.Jfu fl1 niJ~ tJ'WbbiJ 1;1~

fl1tL" fl ruri 1 nUfl1t~1 bil'W--:l1'Wb~~'el'Wb"ll'W~iJt:;fl'elUfl1t bb~:;fl1t~¥1--:lb" bn r?lfl'J1:l.J1'J:l.J~'elb'Wfl1t
q "

'" '"bbn1"1lU'1lVl1(;]1~1 1'J:l.Jn'W fl1tPlm~nflf~un'W"1I'elUb"1l191t:;tJ:;b'J~1iJt:;:l.J1ru 20 tJ bb~:;1~'V'IU~1

'"
t:.J~n1t~1bil'Wfl1t"1l'el~u1';'VlL'Wfl~:l.Jbbm iJt:.J~~fl~1U1'i'Vlb'Wfl~:l.JVli~'W"VJfl1~1'W ~~u 'V'IU~1 u1'i'Vl

22 http://webuser.bus.umich .edu/feinf/research/
23 http://www.turknett.com/sectionR/advantage.htm I

http://webuser.bus.umich
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I I iI I I

LU~tI'WLLU~'l1'w.J'WfiJ'J'~IOl:;iJJ'ltlfUL~~~'WL~tI'l175 % LL~:;J'lfOll~'W"lJ'el'lU~~'Vl'VliJmnU~tI'WLLU~'l,
I iI I • i

l'w.J'WfiJ'J'~fiiJJ'1fOIIVi~'l~'W~'l900% 1'W"lJru:;ViJ'1fOI1~'W"lJ'el'lu~~'VIVihJiJm nu~ tI'WLLU~'l1'w.J'WfiJ'J'~'" ,
"" x "" 24~J'lfOlIM"lJ'WL'l"ltl'l75%"

'"

"nu1'w.J'WfiJ'J'~4 ~1'W~'ll1l'elbUtJ25

1. 1'w.J'WfiJ'J'~LiJ'W~nAIdJ'Wmnd)uruvn1~~nAI t~tlfOI'Jl~~lmJ'Cl1'WmnL~'li'W,
'" ~ '"

fOI,)l~dJ'WiJ[;lJ'lOlln~nAImJ'~'W'el'l[;l'elUfOI')l~fOIl~v6'l"lJ'el'l~nAl LL~:;mJ'~h'l fOIrufOll~TI.!ffu~nAl
qj qJ q qj

2. 1'w.J'WfiJ'J'MiJ'W'W1'[;lnJ'J'~dJ'WmJ'~h'l'el'WlfOl[;lt~miJ'WfOI,)I~~I~IJ'Cl1'Wmm~'li'W

1'W~'el'lmJ'.w1L'VIfOIt'Wt~~~Ie.J~[;l~'WAI"]jil~1vnJ 'l!I1[;l~I~h~~LL~:;'l!II~nAln~~1 'l!I~ 1'W[;l~1~L~~'" ,
3. l'w.J'WfiJ'J'~LiJ'WfOI,)l~LtI'WL~P1dJ'WmniJu~¥I'l..rr'W[;l'el'W1'WmJ'~~fOllH'r.iltJ

LL11l1~Ln~e.J~[;le.J~~iJuJ':;~'VIfiJlI'l"lLL~:;iJe.J~[;lJlI'l"l~'l~~ ~ t~miJ'WmJ'~'l~'Wrlh LL~:;u~mJ'~J',)~L~,)'" ,

4. l'w.J'WfiJ'J'~LiJ'WmJ'~¥I'l~[;lfjbldbldllru:h~n'W LtI'WmJ'~¥I'l~'l LL,)~~'el~1~

'l"ltrn'lI'WiJ fOI,)l~t~n~~1'WmJ'ViI'lI'WL~'elL~~'l"l~'l L~~fOI')l~~~~tl'lMJ'fOl LL~:;nJ':;~'W'l"ltrn'll'W"'" ,

'l!I1.,l'JtI'll'Wm ~'l!IiJI ~Jll tl1 'W'el'lfOlnJ'~L~~~'W~'eltl1 Vi11~'el'lfOlnJ''l!I~ltl LL1A'ltr'Wbu1.ifJ':;uu nl J'1~

J'1'l1'~~ LiJ'Wn~~'l!I1'elVi~'lI'W J':;UUJ'I'l1'~~Cln.wI~11.ifn'W'elth 'I LL'l"l1'l!1~ltlL~'el~¥l'l nJ':;~'W1~ Lfl~, '" ,
e.J~'lI'WlOllnVi~'lI'Wfi~'el J':;uututr~~'ln~~ (group - based bonus) J':;uummu'lu'Wfhh

"(profit sharing) J':;uumJ'1~~'VIfi~'el~'WLLri'l"ltrn'lI'W(employee stock option plan) LL~:;J':;UU

tutr~"lJ'el'l'el'lfOlnJ'(organization bonus) ~'lr.ilmlnfOl,)I~~1~IJ'Cl1'WmJ'ufu~~~'W'VI'WL~~fOIruJlI'l"l, ,

LL~:;e.J~[;lJll'l"l 26

24
http://www.turknett.com/sectionR/advantage.htm I

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

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

4thed. New York: Honghton Mifflin, 1998.
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6.1 n'l'i~.:I"~ V1~'ltl~~ l"1(Yl~~'el~n1J' V1~'elW.n~b~~1tOlJl1t11'W ~tJ~n~'W1'IXjJl"1~1nJ'u q

bb~~~~~~mJ'~~.w1 hJ~dJ1V1~1t1 V1~'eltJ~~1 b~tOl6JI'el~-:J1'Wbb~~'el~~m iJt!n~"Jl1n1J'1~ 'lXW.n~V1~1t1
0-

6JI'el~~1~1 bbJ'~tOl~1tOlHVI~1t1J'tJbbjJjJ ~~U.., ..,

l"1'J1~b~~1tOl ~~biJ'W~~~vi11'IXbn~bbNtOl~1tOl..,
'" 4 CV Q,.;'d.Q.d' 21 IV 0 -=9'?1 6)21~6. 1.2 LL'i'l~'I &~ V1'i'iJLL'i'leJfW[;I1J'Y/LnWll1J tOl~m~~1'W"Jln'W1 V1J''elb1J'WbVlI?lbVibnt?lu q q

, • 0-
Q o.c:::lJ .<:::lit. a:I 21 IV

l"1'J1~~mm~ 'VltOl~nJ'~'Vl1V1J''elbb~t?l~'V~~l?lmJ'~ 'Vl1?l'eljJ~'W'el~l"1'J1~1?l'el~n1J''W'W1

6.1.3 'W'1~n'i'i3Jr1LL~[;I'I'iJ'iJn ~ntOl~.w11tJ~bu1V1~1t1 V1~'eltJ~~1b~tOl6JI'el~~1'W
0-

bb~~'el~~m b~t1iJl"1'J1~i~vr'Wfi~~ ~'elltJu

i1\l~(lfllU hI'll t).U1 \jlJ 6
( fl11lJ~t)~fll~ )

~ ~ '"1l~~f-HH1"lU11~t)

m~~~lIl '" • dl1~m'HHnn\l'IJt)~~lU

,
Jl1~Vl 2.1 ~m~ru~~1~ru 3 tJJ'~n1J'6JI'el~bbJ'~tOl~1tOl~ ..,

, ,
n1J'~~ btOliJm1~i~vr'WfinjJtJ~n1J'tJD~~1'W bU'el~tOl1n'el~ ~ nJ'Vl ~'el~ mJ'tJ~ fPI'J1~

~ 1 b~tOl6JI'el~~1'W~~ U'el~ ~'el~ n1J'l"1'W~1'W~tJD~~1'W'elf.h~ b~~~ b~~ fPI'J1~~1~1J'bl ~~~'W~jJ"tVl1J'
, 0-

~ 1 bll'W~'el~ b-ifn~~~l?l'eljJbb'Vl'Wbll'Wbl"1~'el~~'el~1~ rub 'Wn1J'tOl~btOl~t!n~1'W bt?ltlJ'1~~~ l?l'eljJbb'Vl'WU'el1tOl~ ..,

Alan Barker mh'J~1 "Competency Models tJJ'~n'eljJJi'JtI mJ'J''J~l?l'Jn'W"lI'el~
, , 0-

l"1'J1~~1~1J'blb 'WJi1'W~1~1 "lI'el~'el~~nJ' bt?ltltOl~~~ tJ~ b 'IXbnt?ltJ~~1'WVl~~1n~~~'W Competency

Models ~bbe.J'Wn'Vlj~mnJ'jJl"1l"1~ ~1~1J'blHbll'Wbl"1i'el~~'elb'Wn1J'~~b~'elnjJfPlmnn·jhvh~1'W mJ'
q q



R_rds and,
\Rec;oanllton

Recruitment

28

'Performanile
Maol!ge<menl

,
Jll~Vl 2.2 Career and Succession Planning

, , OJ

Smith mh,)~l "1J~~~'"l~1Jnu~,nw bV1'elVl'"l~~'W'el~~,)l~~'el':mlJ'''lI'el,H'l'Wb'el~b'Yh'l1'W
I I 11 iI

~~'"l~l'"lVl~l~lJ'bl(W€lU~'W'el~~,)l~~'el~mJ'l~'l1'W ~l~lJ'mbtJnl~ ~~U27
'lJ

1. ~~'"l~b'"l'"lln~~~~[;l Vi~'el~~'"l~b'"l~btl'Wb~'W~ilfib~'el~l b~'Wbtl'W~~'"l'lb'"l~~l~lJ'bl
'lJ 'lJ 'lJ

~ ~x \12.1 !l.I ~J; 'V

[;l'elU~'W'el~~,)1~ [;l'el~mJ'''lI'W~'W~l'Wb~ 'W'eln'"lln'"l~~l~lJ'bl [;l'e)U~'W'el~~') 1~ [;l'el'ln 1 J'''lI'W~'W~1 'Wbb'C-l')~ ~
I I I 11 iI

b~'W'ell'"l~f1~~Jll~~~'"l~ b'"lVl~~n~l~~'"l~ b'"li'WV1'W~l'WlrJl 'ell'"l'JbtJ~ ~ ml~ n~') ~ bb~~~~l~ ~,)1~~~ n
qJ qJ qJ d!I qJ

I iI I I 9.1

Vl~lrJl b~'Wbtl'WiI'"l~tJ~l~'W'elth~VlU~~~ul~~f~mJ'1rJlfu~'W[;l'elUbb'V1'W~1'W,)'W~'l 1'ell'"l1rJlfu~,)1~
I I I I iI

V1~~'ell'"l~'l[;ll~l1J~')tJ bb~~btl'Wb~1'el~il'el'elth~VlU~VlVh1~ ~~~~[;lVl'el'eln~l~~'W Vlin1'WmJ'H'
'lJ

b~'Wbtl'Wth~tJ'"l~b'"l~1~fu mJ'tJ'el~fu 1JJ'~mJ'bbm U~ ~~vll'll'W~n ~,)1~~1 ~ ru bVl11(91tJ'el~1~fu
'lJ q ~

t iI iI I. iI iI

b~'Wb~~~'Wb'Yl1'l1'Wbb~~1JJ'~mJ'Vl~'el~ ~~ ~~ [;lVl'el'eln~l~lmVl1 1~ tJ'el~1~fu b~'W~ln~'Wb'Yl1'l1'W

2. ~~'"l~1'"lim~HU~~~~~~1'W~'el ~~'"l'l1'"l~vll1~u~~~nVl~'W~~ bb~~[phi1tJ~~~
'lJ 'lJ q

l?l'el'el~r1m b~'W~'ell~~lbtJ'W~~'"l~b'"lim~ru~~~~~~l'W~~ b~n~btJ'W~~~~l~lJ'bl[;l'elU~'W'el~~,)l~
'lJ

OJ ,

~'el~mJ'V1'W~l'W"lI'el'l~1J.n~~l'Wl~ ~'l'"l~b'"li m~ru~~~~ ~~1'W Hi'bbn mJ' l~fuVli n1JJ'~n'W1'W~1'W
d.9 qJ dJ cu

mJ'fmn~tJ1Ul~ mJ''el'eln'"lln~l'W mJ'1JJ'~n'W~~[;l mJ''V1~~~Jll~ mJ'b~tJ~~[;l'"lln'el~bVl[;l
q q q

27 http://www.turknett.com/sectionR/advantage.html
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I I 9/ I

b~~~1'W'J'WVll.htJ 'fl1'"l'"l~b~~ V11'fl~(?l~'leJ'i;H.J~(Jl bb~~"1It)b1!n1~'l1'"l~htJ bbl?1'fltJ1'lhn(Jl1~~Jl1'J~Vl
, " ,

b~~ ~'J1~~'W1'"ll?1'flbbJ"l'"l'l1'"lJl1tJ1'W"1I'fl'l'l..m~~b'Wn1~Vi1'l1'W'"l~bU'W~'ln1n~~eJ~eJ~(Jl bb~~VI'I..htJ
OJ •

t)OO-I'Wfi~~~~3J'lb.u'WVl~'l1'W bU'W~'l~l"1 n'W~'"l~Vi11,xbn(?l~'J1~~1~1~bl ~ bU'W~~'fl'l n1~"1I'fl'l'fl'lrlm
q OJ

bb~~.w1'Vnhj~~'J1~~1 b~'"lb'WJl1 tJJl 1 ~V1.u1" 28
OJ

7.2 Jl1'J::eJ'l11n'2l" ,"bn (;lflI'J1a.J~1a.J1~Hlbb'6'l::'l11'V'l1hl~flI'J1a.J~1b;~"lI'2l~n~n1'a••••

.
bb45Ji\)~U ~~~~U1f1fJ1~~1b1~~'f)~rln~~'f)

OJ

2) ~'J1~~1~1~bl"1l'fl'l'V'l,rn'l1'W

3) ~~~U ~'J1~ b.;r~"1J'fl'l1OO-I'Wfi~~~'fl'lrlm~'"l~~'l b~1~ bb~~Vi1b,xbn(?l~'J1~~1~1~bl

Vl1'ln1m~'l-n'Wb 'W~~~U~'l~ (?l
OJ •

m'i~~~1~ru1 ~'fl ~n~1 e!i1'fl,x'Wbb~~'V'l,rn'l1'W bb~~b.u'Wn1~~¥1'lJl1'J~e!.w1b'WVlm~~u '"l~~eJ~
q Got CIJ CIJ q CIJ q

. , "
1J~~n'flun1~~n~1fi~n'"lVll3Jb.u'W~'l bVl'i'hu bU'W'fltJ1'lb~'Wl~-n(?l" 29

q

7.3 'aU bb'U'U"lI'2l.:lJl1'J::eJ'l11v1vh ","bn (;lflI'J1a.Jt~bmtl'U'VI1.:1n1'abb"li.:l-n'IJ••••

bln~'fl'l~'"l~Vi11,xbn(?leJ~~1 b~'"l b~mJ111J~~'J1~~'l~'W e:r.w1~~~'J1~~~(?l~~~ '"l~:W'lbVl(Jle.J~b'W
CIJ CIJ CIJ q q q

"4 ~1'W ~'lu30

28
http://www.turknett.com/sectionR/advantage.htm I

29
http://www.optimizemag.com/issue/001/culture2.htm

30 http://www.bus.umich .edu/news Room/Artie IeDisp lay. asp?news_id=887
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30

, "

7.3.1 nUml1U: ~¥l~'VrWn'nWVlnrl,)l~~l~l~tl bb~~'V'l'l1n~l'WVlnrl,)l~~~~'W
,

'1 '" ""'WVl'Wl'Vl

, ,
7.3.4 'iNFln'i: er.wl#f'fl~m~l?i,)b'fl~~l u 'fl~h ~'fl tjw.J'Wfi~~~Vltln~'fl~Vl'"l~vhl~~ ~

~l'W~r.rU"1J'fl~th~~'VlfiJll'V'll'Wn1~Vh~l'W "1J'fl~~tJlitJ~~l'Wl 'WW.,!,)rN 1'W '"l~n~l n
'" ,

Vl1'flu'flu b~U~l(?1 tJ'fl~~'W'flt.lntJ ertJ1-Vll~"1J'fl~Vl'l,bml'Wbll'W~llP1ru ertJ1-Vll~Vlt.bu~l'WntJ'VltJl'VlVl
qJ qJ Go' CU

~llP1ru 1'Wn1~~'"l~b~1-~~~1~tJ~:;~'VlfiJl1'V'l1'Wn1~Vh~l'W "1J'fl~m~u~lP1tJUru".ill~hu n1~~~1~ rl,)l~~ ~ ~
'" ,

Yl~'V'l'fll'"ll~bn(?1~'Wl'Wn~~M,)~~l'W 'W'fln'"llntJ'VltJl'Vl~tJl Vl1'fl~tJ1-Vll~Vl'1l,)U~1'Wbb~,)VlU1Vln1~~1'W
q qJ qJ qJ

~tJlitJ~ rl,)l~ b-ih1'"l1'W'WtUtJlm'fl~Vlti,)u~l'W n1~l~Ul bVlil'"l~l~tj~ ~~i)l'W')uml~~~(?1')nl'W

n1~Vh~l'W 19l~'fl(?1'"l'Wli/l'W~~lUl~"1I'fl~rl~'fltJ rl~,) 'l1tJbll'Wi1'"lr.rU~neJ~~'fln1~~~1~ rl,)l~Yl~'V'l'eJ1'"l
dJl

1'Wn1n11~1'W "1J'fl~Vl'1l,)U~l'W~~tJ1-Vll~ ~~ rl,)~~'"llnWl b~'fln1~tJ1-Vll~Vlti')ml'W~
'" ,

1'Wn1~~ h~rl,)l~Yl~'V'l'fll'"ll 'Wn1~tJlitJ~~ 1'W'l1'W ~tJ1-Vll~Vl~
, '"

mnJ n rl~'fl~Vl'"l~vh 1~ eri,)~~l'W ~l~l~tlvll~l'W~,)U rl,)l~ l?l~1'"l Yl~'V'l'fll'"l~
21 I I I I 21

.<::::it. Q tv cv .<::::It. cv cv t::II-=:::t cv ~, 2.I.c::j Q 'V CV CV Q

b'V'l~(?1b'V'l~'WntJ~l'W~,)~'Vl~bn(?1~~'V'l'WfiJll'V'l'Vl(?1ntJb'V'l'fl'W~,)~~l'Wbb~~eJ'Vlbnm"1J'fl~(?1~'W'Wmm~VllJ'~
I tI 9.1 i/ I

Vl~'l1'W~'fl~lm~V1~eJ~~l'W bb~~tJl1'"l~,)u (~'l1'W ~'Vl'Vl~tJ~~b~1-li/2529: 28)
dJl

Hill & Jonesl~n~1,)~lmn~~tJ~~~'VlfiJll'V'l"1l'fl~'Vlf'V'lmm~'WmJ'fll'"lvll1~ 3~fi A'fl 31
q

'" , ,
2. m~r.r(?1l?l~Vl~~l'WYl~'V'll191'Wb'fl~(self-managing team) ~~ni)l'Wl'"ll'WmJ'~(?)

3. n1~r.hUrll191'fltJbb'Vl'W~~~eJ~~l'W(pay for performance) t(?)mu'Wml~

~ 1lP1b!J~eJ~~l'W"1J'fl~Vl~~l'W~lnn~l eJ~~l'W~')'W1.Jrlrl~ bb~~t(?)uhj bu'W~~ntJ~l bbVlti~~l'W(job

based)

31
Charles W.L.Hili and Gareth R.Jones. Strategic Management: An Integrated Approach.

4
th

ed. New York: Honghton Mifflin, 1998.
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"ll'e:l'WbfiU(Rober N. Anthony) 1~.yhm~~9t1 ll~~~bt\l~'W~1 m~m1J~~ llt1~m~'d1'1

ll~'Wb(?1t1fi~~~"Jl1~ ll~'d lU'Wb1'e:l'l~~~~ ~~1'W 'e:ltJb'Wb1'e:l'll~mn'W mh'd ~'e:l lU'Wb1'e:l'l~1J~~n'e:l1J~'dtl
'lJ

,
&;::t, ..0:::1 0 Q..' .dj

3 bl'W'df)'d1~rl(?1i'l~1rl'lJ f)'e:l

1) n1~'d1'1ll~'Wtli'lfiPl1~ [?If ( Strategic Planning ) ~'1lU'Wll~~1J'd'Wn1~"lI'e:l'lf)'d1~
q

I !V I I 1

1J~'I~t1'W1 1Il'"l~v'i1'11'Wb(?1t1ilrJ[?lt11J~~~'1~ f)'d1~ lPl'lb'"l1ll'"l~l1J~t1'Wll1Jt1'1rJ[?lt11J~~~'1~ n1~[?lnt1'1b'"l1ll
q q

l~'e:ln1 ~1~~ 1~'1 n1 ~b-if llt1~n1 ~n1'VI'W(?1i'lf'\"/tI1 m b'Wn1~1J51Thl'l1'W

2) n1~~1lU'W'I1'Wm1J~~ ( Management Control ) ~'1bu'Wm~1J'd'Wn1~~~1J1VI1~

~'e:l'ln1~Hfi'lf'\"/tI1m 'e:ltJ1'1il1J~~~i'lfiJl1'\"/ l~'e:lbt\1J~~t1~'1rJ[?lt11J~~~'1~"lI'e:l'l'e:l'l~n~ 'Vl1'e:l'Vltbtl'l1'W
q q

3) n1~f)'d1J~~b~'11J51J'1ln1~ (Operational Control) ~'1b~tI'd-ii'e:l'ln1Jn1~f)'d1J~~

l'u'\"/1~'e:ltJ1'1~ilLOi'e:l~fin1~~ fl'rl'ru~'11'W bb~~m~1J'd'Wm~ b'Wm~1J51Thl'l1'W

Paul M. Dauten, Jr.,Homer L.Fammill Hr'e:lfi1J1t1~1 n1~rl'd1Jf)~ 'e:l1'"l~'"l1~ru11~
q

"
~1lU'W~'1~~1J1J ( System ) llt1~fl~~1J'd'Wm~ ( Process ) b'Wm~1J1'Vl1N1'W n1~f)'d1Jf)~ bW'i1'W~

q d.9
I I i-' I I

1IllU'Wfl~~1J'd'Wn1~ 'Vl~1t1~'1 " m~1J'd'Wn1~1Il~1J1VI1~ 1~m~v'i1~'Wl~'e:lbt\lll(?1rl'd1~dJ'Wb'"l ~1~t1
'lJ

, " ,
llt~'1f)'d1~ ~1 b~'"lm~1Il1Jn~t1'W1,r'W lu'Wl1J'e:ltJ1'1l~~'e:l~'Wl~~'e:l1Jt11t1blt1~'e:ltJ1'1LOi'e:lb{1'e:l'l" b'W

~1'W~~ bU'W ~~1J1Jn1~f)'d1Jf)~ 'Vl~1t1~'1 " ~~1J1J'Vlti1~b'Wn1n~'W'e:lll'W'di'l1'1b'Wn1~~1lU'W'I1'Wbt\d.9 q

Joseph L.Massie fl~1'd~'l m~m1J~~ bu'Wn'"lm~~~rJ(?1m~1J51Thl'l1'W lb~~~bb'W~~fi

n1~ 'Vl1'e:lll'W'di'l1'lb'Wn1~1J51Thl'l1'Wbt\1J~~~ ~'lliJ1'Vl~1t1 ~1~ n1'Vl'W(?1H~'d'l'Vlti1

Herbert G.Hicks fl~1'd~'l n1~f)'d1JI"J~ lU'Wn1~rJ(?1rl'd1~~1l~'"l "lI'e:l'ln1~1J51Thl'l1'W

b(?1t1[?l~'d'"l~'e:l1J(?1~1ll'W'di'l1'lb(?1'Vl1'e:l~fin1~1(?1~hhu'W1J~~btl"JloJ 'Vl1'e:lilf)rufhLOi'e:lf)'d1~~1b~'"l '"l~t1fl
'lJ q 'lJ

, , "
n19 (?1'e:l'e:lfll1J'Vl1'e:l1Jf1J1J~'lllril"ll l~'e:lbt\ III(?11J~~btl"JloJLOi'e:lf)'d1~~ 1l~'"l1ll~'e:l'ln1 ~,r'W llt1~lU'W

q

m~1J'd'Wn1~ ~ l~m~'Wn1Jn1m~~v'i1t['WlU'Wn1~[?l~'d'"l~'e:l1J(?1llt1 n1~m~~'Wl~'e:l'W llt1~n1~1Jf1JlPl'd
'lJ q

, "
bt\ lu'Wl1J [?l1~ lb~'Wn1~1J51J'1l'l1'W b(?1t1'e:l1'"liln1~m (?1n1~ru~'l m1~ ~'W~'d'W 1Il'e:l1'"llll(?1~'Wll~'d'Vl1

g... I 9.1 9.1

'Vl'Wi'l1'lllril"llrl'd1~ ~'W~'d'W,r'Wri'e:l'W1Il'"l~lll(?1~'W'Vlj'e:l'Vl~'l'"l1nIII(?1~'Wll~'dnl~
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~'J~.n1'"l9~~~1~C1J 3 lh:;n1~fl'el n1~n1~'W(;)bnru"Yl~1i?l~~1'W1'Wn1~1JlJ~~1'W n1~~[?J.j'W1~fin1~

1'(;) b~'el1~'Vl~1'I.J~~f1'J1~n1'JWW1 1'Wn1~~1bU'W~1'Wi?l1~1'i?lbl1J~:;~~~ bb~:;n1~1Jf'I.J1J~~bbril6] ']'el, ,

'l.Jn~i'el~6]'el~f1'J1~~1~'"l~~1J~1nD

n1~f1'J'I.J'"J~n~tJ'Vl€ (Strategy Control) btl'l.Jn1~f1'J'I.J'"J~'Vl1~n1~9(;)n1~~~~m~ru:;

~ bPlM~1~m1~~1~run'I.Jn1~~(;)i?l1~ i?l~'J9~'el'I.Jbb~:;1J~:;dJ'Wm:;'I.J'J'Wn1~~1bU'W~1'Wb~~n~~'Vlfi6]'el~~ ,

9'Wi?l'W1 i.JC1J'I.J~n1~ bb~:; ruD~~'Wfi b6]9~i('W'VloJ n~h'J~1 Wl~1J~~bn'W
,

, d. .::::::Id..<:::.:). 6"0 t) 0 Q I

(Evaluation) ~~1~b1~ m:;'I.J'J'Wn1~'VlPlnM1'Jbfln~~n1~'W(?lbnru"Vl 'J1~bbt:.J'Wbb~~(?l1b'W'Wn1~'elm~

btl'W~:;'I.J'I.Jb~'el~9:;l?1(?l~'WflbWl1~ f1ru~~~ ~1'elfirufl16]'el~~~~b~1~'W19 '"l:;b~'W~1n1~~e:r1J~:;bn'W
q q q cu

I I I I j.I I

(Criterion) bb~:;~1i?l~~1'W (Standard) Vlm~1:;~~ t(;)~Vlbnru"Yl~~1~t1~~~Vlbnn1~'W(?l~'WbVl'elH'
d.9

l?1(?l~'Wfiru1l1~6]'el~ t:.J~~~fi ~~'l.Jl~'Vl General Electric (GE) 1~ n 1~'W(?lbb'W'J'Vl1~n1 ~fh~'W(?l,
'"~1i?l~~1'W ~1~f'I.Jn1~i?l~'J9~'el'I.J bb~:;1J~:;bn'Wn1~~1bU'W~1'W6]'el~'el~~m8 ~1'W rK~lYl'el11J.w

d.9

1) n1~.yhn1h ( Profitability ) ~~1~~~ ~1i?l~~1'W~n1~'W(?l~:;rK'l.J6]'el~t:.J~n1h
d.9

~fi~fh ~'el~n1~1 'WbblYl~:;"ll'J~b'J~1,

3) t:.J~i?l1l1~ ( Productivity ) btl'W~1i?l~~1'Wb~mn'I.J1J~:;~'Vlfi1l1~ bb~:;1J~:;~'Vlfi
d.9

t:.J~1'Wn1~t:.J~i?l~1'eln1~~1bU'W~1'W6]'el~fi~n9 b"ll'W~i?lnn1~t:.J~i?l f1'J1~~~~'el196]'el~~n~h ~1'el, ~

2;0 9.J .<::::ll. cv If' cv cv 2.I.<::::l,

4) t:.J'W1(?l1'Wt:.J~i?lllru"Vl(Product Leader) ~[?J.j'W1n1~ bb~:;'W'JlYlm~~(?l1'Wt:.J~lYl~

n ruoy]ih~'J'W~1~ ru lYl'elf1,)1~~1 b~96]'el~fi~n91'W~:;~:;m') t(?l~fi~n9~ btl'We:ru11'W~1'Wt:.J~i?lnru"Yl~~
01 q q qJ

5) n1~~[?J.j'W1i.JfI~1m (Personnel Development) Mn~1l1~ bb~:;f1'J1~~~b'Vl
,

cv -=:I 00..'1 O(Z cv trd. i.l0

6]'el~'Vl~~mm'I.JflfI~ ~m1~~1f1rulYl'elfl,)1~~1b~9 bb~:;~[?J.j'W1n1~6]'el~'el~f1m"1l~f1'J~lYl'el~n1~'W(?l, ~
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7) fl(Yl~fue:Jl?l"Jl'flU(;]'fl~'J'W~'J~ (Public Responsibility) ~~n'"l bb'C1~~'lfl~(;]l'l
, " ,

iJ fl'Jl~~~~'Wfi Vlbn'flVl'W'Wn'W ~~fi~n'"l ~'fl~ nlV1'Wl?lJll'Vi~ n'Jj'ru"lJ'fl~fi~n'"l b 'Wfl'Jl~~~ n"lJ'fl'l~'l fl~
q q q cu

"
8) ~~l?l'C1~~V1~1'lbU1V1~lt1~~t1~~'W bb'C1~~~t1~m'J (Balance Between Short-•

"range and Long-range Goals ) b'W'Vll~1J~~ bU1V1~1t1Vl~~'fl'l~~~U'"l~iJfl'J1~-nl?lbbt'J~n'W
" ,

~'IUlJ 'f)~ffndVlL;r~bb~'l

Perspective)

b 'W~l?l~'J'W~bVl~1~~~

n1~l?I~'J'"l ~'flU n 'C1t1'Vl{~iJ1J~~~'Vl fiJl1'Vi bb'C1~~1~ 1~bl~ l?lr..J'C1~~~V1'fl'WJl1'Vin1~•", ,
~1 blJ.'W~1'W'flt.h~-n l?lb'"l'W '"l~~'fl~ b.jfVl~V1~n m ~Vlbln ~'fl~ bb'C1~n1~~ 1 blJ.'W~1'WVlb-n1b'"l~Jll'Vi m~ru

'lI

"
bb'C1~~W-J'Wfi~~~"lJ'fl~'fl~I"1m bl?ltlU~n.n m~ ':Jfim~~ l?lr..J'C1Vl~~'fl~b-n1 ~htln'W

'lI

,
n 1 ~1J ~~ bi'j'Wr..J'C1n 1 ~1J~,r~~ 1'W"lJ'fl~'fl~ ~ n ~l?I1~ b'VlfllJ.fl bb'C1::;bfl1'fl~ ;J'fl"lJ'fl~

"Balanced Scorecard BSC \l '"l~iJm~1J~::;bi'j'Wb'W 4 ~1'W~'Jtlfl'W ~'Wl~bbn

1) m~1J~~bi'j'Wr..J'C1 ~1'Wmn~'W (Financial Perspective)

2) m~1J~~bi'j'Wr..J'C1 ~1'W~nA1 (Customer Perspective)

3) m~1J~~bi'j'Wr..J'C1 ~1'Wm~U'J'Wmm1t1b'W (Internal Process Perspective)

4) m~1J~~bi'j'Wr..J'C1 ~1'Wm~~t1'Wl bb'C1~m~~W-J'W1 (Learning and Growth

m~1J~~bi'j'Wr..J'C1b'Wbb(;]'C1~~1'W'"l~iJ~l?Ibl1J~~~~ 1"1~(;]1~n'W•
(1) ~l?Ibl1J~~~~I"1~~1~rub'Wm~1J~~bi'j'Wr..J'C1~1'Wmn~'W l~bbn m~'C1l?l'C1'l"lJ'fl~· ~

~'W'VJ'WV11'flmn~~~'W"lJ'fl'lntll~ ~'JtI':Jfim~(;]1~1 bU'W~'W

(2) ~l?Ibl1J~~~~I"1~~1~rub'Wm~1J~~bi'j'Wr..J'C1 ~1'W'C1nA1 l~bbn ~'J'Wbb'!J~m~l?I'C11l?l
• ~ 'lI

I I 'iI I

Vld~~~'W m~fn'Jj'1'C1nA1 b~~"lJ'fl~'fl~ I"1m mnb~'J'lVl1'C1nA1bVl~ mnJ1 b~'W'fl~'WA1VliJm1.lJl1'Vi
'lI 'lI •

m~u~m~~~'Jl?lb~'J V11'fl~'flb~t1~"lJ'fl'ln'"lm~~~ bll'W~'W

(3) ~ l?Ibl1J~~~~ 1"1~~1 ~rub 'Wm~1J~~bi'j'Wr..J'C1~1'Wm~u'J'Wm~ Jl1t1b 'W1~bbn· ~
I 'iI I 'iI I

o Q, oC::II a do oClt.. oC::II.c::::I cv.drl IV .c::::I Ci

m~l?l1 b'W'W~1'W'Vl~'Jl?lb~'J"lJ'Wm~u'J'Wm~r..J'C1l?1'Vl~flWJl'1'Vi m::;U'J'Wm~9l?l6Jl'fl9l?lVl1'Vl~'J l?lb~'Jl?I~~b'J'C11•
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VI~'elm::;u'J'Wfl1 J'UlVI1 J'~ iJiJJ'::;~'Vl~Jl'l~ biJ'W~'W

(4) ~(fIb1iJJ'::;~~,",~~'l riru'l 'Wfl1J'iJJ'::;d1'We.J~~'l'Wfl1n1-tJ'W~ LL~::;fl1J'~ l?J-J'W'l
q ~ 'lJ

l~Lbn mJ'~l?J-J'W'l;1m~::;"1I'el~~'I!n~'l'WmJ'fn~~'I!n~'l'W~iJrlrun'l~ ~l?J-J'WfiJ'J'~'el~~m~bU~b'elfl1~
q

"mJ'iJJ'::;Ln'We.J~~'l'WI?l'l~1 .jf'l~~'W 'elf.h~iJiJJ'::;~'Vl~Jl'l~tl '"1::;~'el~'el'l~tJ~"1Itl~ ~e.J~
,

mJ'iJ5u~~'l'W (Performance Indicators : PI) Vl1'elVlUtJ~~f.Jnn'W~'l KPI (Key Performance

Indicators)
, "

1) Jl'ltJ'l~~ (fIb1iJJ'::;~~r11'Wmn~~~'W"1I'el~J''ltJl~ "1I'el~mJ'iJJ'::;Ln'We.J~~'l'Wfl1n~'W
q

iI I I I iI I I

~"1Itl~~~VlUtJ~Hn'W l~LLn J''ltJl~VlL~~~'W L~'elLVltJunullVl~'l'W~'l LtI'W~'W

2) Jl'ltJ'l~~(fIbliJJ'::;~~AI.'WmJ'fm~n~n fl'l bn'l "1I'el~mJ'iJJ'::;bn'We.J~~'l'W~n fl'l ~"1Itl
q 'lJ 'lJ

11 I iI I

~~~VlUtJ~Hn'W l~LLfl ~'l'W'J'W~nfl'l;1~VI~ ~ VI~'el~'l'W'J'W~nfl'lVlVl'ltJliJdj'W~'W
'lJ 'lJ

3) Jl'ltJ'l~~ (fIbliJJ'::;~~r11'WmJ'e.J~(fI~'Wfl'l~iJ rIbI..lJl'l~"1I'el~fl1J'iJJ'::;Ln'We.J~
q q

iI I I iI

~'l'Wm::;u'J'WmJ' Jl'ltJ'l 'W~"1Itl~~~VliltJ~Hn'W l~bLri ~'l'W'J'W"1I'el~L~tJVlL11~~'W'"1'ln fl1 J'e.J~(fIVI~'el

~'eltJ~::;"1I'el~~'Wfl'l~~'l'WmJ'(fIJ''J'"1r1b1..lJl'l~LtI'W~'W
q

4) Jl'ltJ'l~~ (fIbliJJ'::;~~~mJ'~ l?J-J'W'l;1mt::;~'I!n~'l'W"1I'el~mJ'iJJ'::;Ln'We.J~ ~'l'WmJ'
q

" , ,
iSf.J'W~LL~::;mJ'~l?J-J'W'l~"1Itl~~~VliltJ~Hn'W l~LLn ~'l'W'J'Wi'Jb~~'l'Wfl1J''elUJ'~ l?l'elrl'W~'elllVI~'elJ'::;~U

'lJ

, , "
r1'J'l~~'l~'lJ'bI"1I'el~~'I!n~'l'WVl L~~~'W LtI'W~'W

" ",
mJ'iJJ'::;bn'We.J~~~4 ~'l'Wm~LL'W'J~~ bb~::;~fin'lJ'''1I'el~BSe tl '"1::;~'el~iJrI'J'l~L~'el~btN

~'el~r1~'el~n'WLL~::;~nbtJ~L.jf'lnu~itJ;1P1,r (Vision) LL~::;nmJ'Vlfi(Strategy) "1I'el~'el~~nntl'W~'WtJn~'l~

~'JtJmJ'iJJ'::;Ln'We.J~mJ'iJ5u~~'l'W"1I'el~'el~,",m VI~'elmJ'iJJ'::;bn'W~~m'l~~'l L~'"1"11'el~11'"1mJ'~'JtJ LrI~'el~~'el
" ,

"1I'el~BSe tl ~~ LtI'Wn'lJ'''1It.J'ltJ~~~'el~"1I'el~fl1J'iJJ'~Ln'We.J~'1'lXn~'l~"1I'J'l~r1J''elUr1~~~~Jl'lJ'11'"1Vl~'lA ru
q q ~

~ bI'lU'WL~~e.J~e.J~(fILL~~"1I'l~,Benchmarking LtI'Wbrl~'el~~'elVl~~Jl'ltJ1~tJ'VlIiPI'l ~ (fIf
, , "

~'l'WmJ'b~~ MntJJl'l~ bb~~i'W"1I'el~iJJ'::;b'VlPI ~~'jhtJiJfuiJJ'~'el~~m bb~::;~~~ brl~'el~'ltJ;1~'el~~nJ' Jl'l r1f'iii
q ~

LL~::;L'eln"1l'Wn'lJ'Vl'l Benchmarking ~'l~'lJ'm~~~ntJJl'l~n'lnL~~i'W'l'IXnu'el~ ~m~'JtJn'lnmtJu LVltJU

e.J~(fIJlbI..l~ ulm J' VI~'el~fiiJ5ul1~'l'W nu'el~ '"'nJ'~'Wb~'el'1mmfiiJ5u~~ LtI'Wb~PI (Best Practice)

Lb~::;1~1'l1iJiJfuiJJ'::;tJn (fI1-if '1'IXLVI~'l::;~~nu'el~ ~m"1l'el~(fI'W
q
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, ,
.Qi ~ <=:::!i?1 2..1 "Ie.! e.l 2/

b"'ffi'l~'el Benchmarking 9'1bu'WnlJ'''''WVll bb'Cl::;bb'Clmu'CltJ'WbJ'tJ'Wl(Best Practice)

91 n'el'l fOfm~'WflltJ1~ n ~ n1~ bU'W~ln'Clt~tJn WJ1~ A~~lPlJ'::;wwn1'W"''Jl~9~'I~~1 'el'lfOfnnn hnc;l
bfl'llu'Vln ~'el'l ~'In'el'l ~m~n"''Jl~~I~IJ'tl~lnn~1 bJ'11'WU1'1~'el'l n1J'~mn91 nuJ'::;~u n1J'b1.JlPlJ''I•

i.I I I I

.w'eltJ'Cl'luu bU'Wb~'W'Vll'1~~1'WnlJ'ufuu~'I'el'l ~m1oX~~'W ~'I Benchmarking bU'Wb",1'el'l~'elViH)fu

"''J 1~~'W19 bb'Cl::;UtJ~Hn'W'el~I'1n~I'1"lJ'Jl'11 'WJ'::;~U~1n'Cl bti'el'l91n ~1'WnlJ'~~9t1~11~ t:.J'Cl9~'I
'lJ

1 lPl~uJ'::;~'I ~'Vll'1n1J'~ ~Vi1 Benchmarking b~'el1oX'el'l~ m'VlJ'IUn'l ~nWl1~

Vl1'el1~ "''Jl~~I~IJ'tl1 'WnlJ'U~VllJ'~ ~n1J'~ m'f9~'1 'el'l~ m~I~IJ'mb'Clmu~tJ'W (Best Practice)
" , .

"lJ'el'ln J'::;U'J'Wni J'l9l1'11 nu'el'l fOlmi'WU1~'W1 b~'elUl~IUJ'::;tJ n lPl1'WnlJ'ufuHnu'el'l ~m"lJ'el'l lPl'Wb'el'l

b~'el bU'Wnin ~~ ~ntJ[11~1 'Wnlnb -n'l-n'W1oXnu'el'l~m
,

Charlor W.L. Hill Gareth R. Jones mh'J~1 ~'J'W~I~ruVl~~"lJ'el'lJ'ltJ'Il'Wbbt:.J'W~ .
n'CltJ'Vlfi ~'el MltJ'VlfinlJ'''''JufJ~ (Strategic control) ~'I~"''Jl~~I~tlJbU'W'el~I'1~'I1'WnlJ'Ul'Vll'1

1oXn'CltJ'Vlfil9l1'11~nlVl'W~ HbU'WlulPll~ bU1Vl~ltJ~ ~'el'lnlJ' bb'Cl::;Vil11X'el'l~muJ'::;~u"''Jl~~1 b~9
" ,"

J''J~'l1'1~ ~1'1"''Jl~~I~IJ'tl1 'Wnlnb-n'l-n'W1oXnufiJ'n91~ ~'I mJ'''''Ju "'~ ~'el'lViI "''JU r1n'W~'It1
•• 'lJ

fJbWfll~ bb'Cl::;u1n1J'~~~I~"''Jl~~1 ~tlJ bU'W'fi''W~ubbm1
" , "IV IV tr. dI .<::::JQ/

n1J'9~mJ'fJbWfll~'Vl'l'el'l"'m (Total Quality ManagementTQM) "''el n1J''Vl'Vl'l

'el'l~n J'~ m J'ufuuJ''I "'bWfll~"lJ'el'ln J'::;U'J'WnlJ'Vil'11'Wbb'Cl::;'"bWfll~"lJ'el'l~'Wfh/u1n1 J''el~I'1191'elbti'el'l•••
fJbWfll~ (Quality) Vl~ltJn'l luh'l ~n'jj-bW::; bb'Cl::;'el'l~uJ'::;n'elut~m'J~~'IVl~~

"lJ'el'l~'Wfh / u1mJ' ~~I~IJ'tl~'W'el'l"''Jl~~'el19 bb'Cl::;"''Jl~~'el'lnlJ'"lJ'el'l'Cln~hl~
'lJ

" ,
fJbWfll~'l1'1Vl~~1'W'VJn1'1~!l19mh'J 1~~1 bU'W~tlJbb9~1~tlJ~'I1 'WnlJ'~~I'1 fJbWr11

" " ,
bbfl~n ~h bb'Cl::;~I~IJ'tlUJ'J'~ "''Jl~~'el19 fJbWfll~'l1'1Vl~~ Vl1'el'l1'1J'::;uu bU'WVl.wlVl"lJ'el'l'VJn1 ~ltJ
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'l'Wn'lnU'WUfln'lJ'lWi:llt?1 (Kenneth J. McGuire: 2002 )

ml:W~1:W1J'bl'l 'Wfl1nb"ll'li'W"lJ'f}.:J1J~'B'VlI?h'll 'l'Wil"'l'"lu'W 1~~'l'Y'l1 b'VlAb'Wb~mt?lm'U'Y'll~

IT bU'Wt['W~1Jbbm b'Y'lJ'l~iJWJ1:Wb~'fl~l n'lJ'iJb'VlAb'Wb~~'lVl~·h 'l-ill'W'fl'lAflJ' "'l~bU'Wfl1n~:w~t?lA'dl:W

~l:Wl~bl 'l 'Wn'l J'bb"ll'li'W'l ~bVlil'fl ~ bb"ll'li'W1~~lrJfl~1 b"J!'W
'lJ

, "
'fl'lAflJ'~iJ~'W~l'W'Vll'l IT :Wlflfl~l "'l~~1:W1J'm.jj'1~'ll9l~lt?11~b~'dfl~1 bb~~~1:W1J'bl

d.9

"lJlrJ~'W~h1~:Wlflfl~1 Lt?lm'U'Y'll~~w!hl9i'J 'lVl~ 33

"ll:W'Y'lJ'fl~l'J~l" Vlt,hrJfiJ'n"'l"'l~~'fl'llh~bij'Wml:W~'fl'ln'lJ'"lJ'fl'll9l'Wb'fl'lri'fl'W bb'6'l~~'fl'l
q q

, "
~'W'l"'l~ 1 ~ 1:W1 J'bl~ l?J.J'WlA'Jl:W ~1:W1J'bl 'l'Wn'lJ' H'b'V1AL'WL'6'l~u'W1~'flti l'liJ lh~~'Vlfit:J~ t['W"'l~ri'fl 'l ~

bn t?IA'Jl:W ~l:Wl J'bl'Vll'l fl1 nb "ll'li'W fl1J' 'l ~ ~'Jl:W~ 'tl fl'fl1JJ':W bb'6'l~fl1nl9l1rJ:Wfl1 J'l?1'flfl1ntJ~rJ'W
'lJ

, ,..•• 'l I ~~9/.::S; I tr
b:W'fl:W'fl'l'Wbb'lCompetitive Strategy-Michael E. Porter "ll'lbt?lJ'~1Jbl'lbbfl'WbbVl'lfl'6'ltJ'Vlfi

3 tJJ'~bJl'Vl Lt?lrJ fl~rJ'Vlfi fl1J'~h'l~'Jl:W bU'Wb'flfl~mj'rubb~~~h'l ml:W bbl9lfll?11'l1tJ"'l1 fl ~bb"ll'lJ'lrJ
q 'lJ

~'Wl 'l 'W~lrJ 19l1"lJ'fl'l~fl~1 (diffrentiation) bU'Wfl'6'ltJ'VlfiVl~'l'l 'Wfl1J'~~1'l ~'Jl:W~1:W1J'bl'Vll'ln'lJ'bb"ll'l

i'W n'lJ'~~1'l A'dl:WLt?It?Ibt?l'Wbb'6'l~b'flfl~fl')j'ru~~'l 'Wt:J~19l.tlbl..levl"lJ'fl'l19l'W~'W:Wl'fll"'lvll1~Vl~lmtJbb1J1J
'lJ

b"J!'WA'Jl:WLt?lt?lbt?l'Wbb'6'l~b'flfl~fl')j'ru~bb~t?I\I~'l~'Jl:WbU'Wb~~ 'Vll'lb'Vl~L'WL'6'l~"1I'fl'l~'W~hbb'6'l~'lJ1-fl1J'~'Jl:W

Lt?ll?ibt?l'Wbb'6'l~b'flfl~fl')j'ru~bb~t?I'l~'l~'Jl:WbiJ'Wb~~ 'Vll'l~bl..lJll'V'l"1l'fl'l~'W~l bb'6'l~'lJ1-fl1J'~'Jl:WLt?lt?lbt?l'Wbb'6'l~
q

t:J~19l11bl..l"Yl'Vl~l bbri~ fl ~1 ~'Jl:W Ll?lt?Ibt?l'W bb'6'l~b'flfl~ fl')j'ru~ bb~t?I'l~'l ~'Jl:W bU'W~b~'WbbritJJ'~ LrJ"llU

"1I'fl\l~'lJ1-tn~ (~:W~l?l "'l1l9l~1~~fl';, ~';jUrJ l?1'flm~"1I bb'6'l~'fll9ll9l:W~l'J'WlrJ'W 2545: 144-145)
ClJ q q q q

32
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33
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"m~ ~m~m~t:.J~ ~ bb~:;,j~~mntl'WV1ih~V1~'l~~1 ~'lJl1t.h'l~'l 6JJl1'lm~~1bU'W~~n9
b~11'l91 n b{j'WV1ih~b~tJ'J ni.Jnl~~h'l~'Wrll1 bb~:;'jJ1-mn ~11~11'jJ~'W11'l~'Jl~ ~l1'lm~6JJl1'l~ n ~1

'lJ

m~t:.J~~ bb~:;,j~~m~9:;btl'Wm~vhwL.h~~I'Wm~1111mb'jJ'jJ m~'Jl'lbbt:.J'Wbb~:;m~m'jJ~~ b~1111Xm~

t:.J~~ b{j'Wl,jl1t.h'liJ,j~:;~'VlfiJllY1 ~'W'Vl'W~1 "1Jru:;b~tJ'J n'W1il~~'W~1 bb~:;'jJ1-m~~iJ ~ ruJllY1 ~1~
q q

m~1ru~ ~11'lm~ bb~:;~'l~l1'jJ~N b'J~1 mn~~ t:.J~t:.J~~ btl'W~fi~9:;'t1111X1~~'W~1bb~:;'jJ1-m~~iJ

~ruJllY1~'l ~'W'Vl'W~1bb~:;~I~I~r1~~'lml~Y1111911X~'l~n~1 bb~:;Y1i!n'lI'W1'W11'lAm " (~~rul
q llJ q qJ q

,
~'ltY1fi~'J~~ru 2546: 14-2 - 14-3 )

q

" b'Vl~t'Wt~~ 'VlfY1mnml~t:.J~~ bb~:;'WttJ'jJltJm~,j~~mn~11V1t.i'JtJ~~n99:::;~11'l

1111nbb'jJ'jJ V1111,jf'jJ,j~'l bb'jJ'jJm~t:.J~~ bb~:::;~:::;'jJ'jJm~~ ')bU'W'lI'W V1t.i'JtJD~n99:::;~11'lb~l1n~fim~
q q

b'Vl~ t 'Wt~~~hj bV1~I:::;~~ V1111m~1~~I~I~r19 ~m~n'jJb'Vl~ t'Wt~m~l1t.h'l bV1~I:::;~~ 9:;dJ'WlJ'lJV11

~~1 ~ ru l7il1m~~1 bU'WD~n91'W'Vll'lm~~~1 ~9:;n~I'J 1~~1 ~~iJ~'Jl~ ~~~h'lM~A ~1'Wb'Vl~U~
~ q 'lJ

V1111b'Vl101t'Wt~~ ~nlOl:::;btl'W~~~I~lml~~,)'Wbb'!J'l ~~I~~'l ~'lM,j1~~1 b'Vl~t'Wt~~~I~I~r1~¥I'l
'lJ 'lJ q

2544: 84)

" "
~'l ~'Jl~ bb~nl7il'l~:::;V1~I'l~'W~1n'jJ~~I~'W~1 H~1 ~'W~IV1~ltJ ~'l~'lVl~ n~1~11 ~'W~1 ~1~1 ~r1~ 11n

'lJ

b~tJ'Wn'W1~ ~~I~'W~h (Branding) b{j'W~'lb'uY11:::;~'J~l1m~tJ'Wn'Wl~l~ ~'W~I~I~I~mfh ~1~~tJ

l~l1t.il'l~'J ~ b~'J ~n~'W~I~,j~:::;~'jJ~'Jl~~1 b~IOlIOl:::;~'ll1t.il1t.il'lUm~b'J~1 34
'lJ

'jJ'Vl~'Jl~lOlln Bonner Consultants Inc. n~I'J1.)l'W www.Bonnerconsultants.com

~1 n1 ~~ f?W'W1ml~1Xl1l1t.il'liJ,j~:::;~'Vlfit:.J~ bb~:::;m~~1 bU'Wm~~I~ t~N m~~¥I'l ~~I~1Xl1l1t.il'l btl'W

34 . ~ '"Alice M. Tybout, Gregory s. Carpenter "COVER STORY" mba (D'W'Jl~~ 2544) V1'W180

35
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, , """ ,,".., "" '" "" ~ .., ,~. I""
fl1~~I?lJ'1tJVl'fl'Vlbb"lJ'Ibb~'1 ,",'J~~bb'W'J'Vl'N b'W"lJ'flI?l'flblJ'W

1) ~1~1~b1~'flJl1'Vi~mj'rul~ 1?l~'1tOl~-n~btOl'Wb'WVI'WVl~b~'W bb~::;"ll'JtJ~~1'1 fl1~tJ'fl~fUb 'W•
1?l~1tl~'fl b~'f) b'J~1 e.h'Wl1J

2) ~~1'1,",'J1~b~'f)~'f)bb~::;,",'J1~b~'f)~'Wl~

3) ~df'f)'Wb ~ b~'Wbb'W'J'Vl1'1fl1~~1 bU'Wfi~ntOlbb~::;,",'J1~ b~m"1l1 ru. ~
"

4) ~rNb~bn~,",'J1~1~b1fmlJ bb~::;~eJ~m::;'VlU'f)tJ1'1~'1~m~~~~'WbtOl~'f) bl£ll::;fl1n::;~n~'1
OJ

" ,,,".., "'l .?I "" Q/ "'l 'i' .., ."1 ."'1 .., Q/

1?l~1tJVl'f)6Jl'lblJ'W'VltJ'f)~m bb~::;~::;~ n b~tJ~ n '"'1tOl::;blJ'WbVll?lblJ'WeJ~~'f) ~ ,",~'f)'l nUeJ~ fl1 d
OJ •

" ,
~1 bU'Wfl1~ ~'1U'Wri'f)'Wfl1~~~1'11?l~1~~'f)tOl::;~'f)'1~ fl1~y'h fl1~';J~tJ bb~::;'Vl1,",'J1~ b"ihbtOlb'Wm'l fl1d

~1 bil'Wfi~ntOl bb~::;'Vl1fl1df11Vl'W~'J1'1 ~1 bbVlU'I"lJ'f)'1fidntOlb~ bVl~1::;~~ bU'W~~ ~'Wri'f)'W••

, " ,
~ ~1'1 ,",'J1~1Jd::;V1U1tOl bb~::;bVl~m1~.n n ~b 'Wl?ld1~'WA1 bb~::;~~1'l ~~~'WfiJl1'Vi nu~ n A1 V1'1VlbU'W

OJ

l?l~l~fidntOlb~mn'W bb~::;~nA1b'WI?l~1~~ultJl,", ~'JtJ1Jd::;ttJ"1lU Vl1'f),",ru~1"lJ'f)'1 CRM ~~~1nn~1
q CU qJ q

, "
fl1dfm~n~nA1UtOltOlU'W fi~ntOl~'1~1~1db1'\J1 CRM ~1b"jfb~'f)~'1~nA1bri1b~n~U~1~'f)~'WA1 Vl1'f)cu q q cu

, ,
YJ~~1J ,",'f)l?lb~'f)fl~mh'jl~'Wfl1d~luddmtJb'Wb~'f)'11'VltJ b~'f)rj'WVl19 1?l~1,",~•

Management) bb~::;~'Wfii:lI?l~~dntOlt~m::;~'f)'1~~N fm~n bb~::;~f?J.,J'W1b~bn~1Jd::;ttJ"1lUVl1'f)~~~lb~~

tOl1n,",'J1~i~~'Wfi ~'1 n ~1'J bm~~'JtJ bb~::;b~'f)eJ~~nUfl1 d~~l'1 bbUd'WcPl~b.jJ~bb~'1rltOl::;'Vl1b~fidntOl Hf•
bmtJUb'Wfl1~bb"ll'li'W t~tJhJ91bu'W~'f)'111J'Vl1~'1,",J'1~J'1m" (~utJ bVltJ'W'Vif?J.,J2546: 158-159)•

Philip Kotler n~1'J~1 "m~I?l~1~tOl::;bU'W,r'JbtOl~~1Ab]J ~tOl::;'Vl1b~ulM'Vl~1~ldb11Jfu

~'J b 'W~Jl1'Vi bb'J~~ 'f)~~ b1J~tJ'Wbb1J~'111J I?l~'f) ~tOl'WbU'WUtOl~m11 ,",'J1~~1~1~b1b 'Wfl1 d'Vl1r'h lJ'"lJ'f)'1
I iI' I I

UlM'Vlb 'WVl~~ 1?l~1~u'Wr'h~'1 b1J~tJ'Wbb1J~'111J'f)t.h'l~'J ~ b~'J "lJ'f)Ub"lJ1?l"lJ'f)'1'f)1?l~1Vlndd~ b1J~tJ'Wbb1J~'1••

(Customer is the business)" (Philip Kotler, 5)

36
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~~ fl~ '1 fl ~~'Vlfifl'1J'l?1~'1 ~~\I ,"Y.J'1~~~~'WfiJ'~V1~'1\1ntO;jfl'1J' ~fl ~'1 bb~~V1t.h~\I'1'W~'W1 t~~ ~~~~fi~
" '", "

~ '1~ ru ~'el fl':l'1~.n fl ~"lI'el\l ~ fl ~'1Vl bn~tO;j'1fl fl':l'1~~\I~'elLtO;j"ll'el\l ~ fl ~'1 fl~~'Vl fi fl'1 J'l?1~'1~u~'1~ '1J'bI
IV CU qJ q

~ h\l ~ flWl'1~'Vl'1\1 fl'1 nb ~\I-n'WbbnntO;jfl'1J'1~ t~~ eJ'1'Wfl'1J'L~1J1fl'1 J'~ bbl?1fl ~'1\1 bb~~bVltJ'el~ bb~\I-n'W
'"

bb~~b'Vlfl t 'Wt~~ ~'1'Wfl'el~i'l':l bl?1'el:fbb~~fl'1J'~'el~'1J'~ihJJ'~~'Vlfill'1~'Vl'1\1 bfl1'el~'1~ fl':l'1~ bj':l bb~~fl'1J'

2,.1 .::s. .c:::t, Q, Q/

b"ll'1b1\1fl'1J'l?1~'1~" (':lj;J.J"ll'1l?1~'W'VlJ'~~~: 13-15), ,
fl':l'1~~'1 b~"lI'el\lfl'1~~fl'1J'~'1'Wfl'1J'l?1~'1~ ~'el fl'1n~1Jtl?1"l1'el\l~'el~"lI'1~ V11'el~':l'WbbU\ll?1~'1~

~ I I I

~\I'I!'W fl'1J'1J1V1'1J'fl'1J'l?1~'1~Vlth~~1J fl':l'1~~'1 b~tO;jrX'el\lnfl~~'Vlfi~'1'Wfl'1J'l?1~'1 ~Vl~ fl'1J'H'bfl1'el\l1'J'el,

4 p's rX'el\lnfl'1J'':l'1\1bb~'Wb~'ell?1'el1J~'W'el\lm'1~~\I~'el1tO;j"ll'el\l1Jflfl~bb~~1JJ'J'~r)l?1b1th~~\I~"lI'el\l'el\l~m~':l~, , ,
" , ,

~\I'I!'Wn'el'WVltO;j~n fl'1J'':l'1\1bb~'W 4 p's 9\1rX'el\lb!-~rX'W~':l~fl'1 J'n'1V1'W~ bb~~':Jbfln~'\f l?1~'1~ bi1'1V1~'1~

bb~':l~j;J.J'W'1bb~'Wfl'1J'l?1~'1~ b~'el1~l?1~'1~ bi1'1V1~'1~1JJ'J'~r)l?1b1tlJ'~~\I~"lI'el\l'el\l~flJ' bb~~~'W'el\lm'1~~\I~'elL to;j, ,

STP 1~ bbn fl'1 J'bbU\l~':l'Wl?1~'1~ fl'1J'n'1V1'W~l?1~'1~ bi1'1V1~'1~ bb~~fl'1J'n'1V1'W~~'1 bbVl'll\l'Vl'1\1fl'1 J'l?1~'1~

b~'elvl '1fl '1J'':l'1\1bbeJ'Wfl~~'Vlfi'Vl'1\1fl'1 J'l?1~'1~~~ntlJ'~~'Vlfill'1~ ~\ltO;j~vl'1L~'el\l ~ flnn ~fl':l'1~~'1~'1J'b1,

"fl':l'1~~'1~'1J'b11'Wfl'1J'bb~\I-n'W" to;j~n~':lWi'W 3 ~fl~ru~~~'1~'1!1 ~'el fl':l'1~~'1~'1J'b1L'Wfl'1J'~¥'1\1

fl':l'1~ bbl?1fl ~'1\1 fl':l'1~ ~'1~'1J'b1L'Wfl'1ntl'We:JU'1 ~'1'WrX'W'Vl'W~'1 bb~~fl':l'1~ J'':l~ bj':lL 'Wfl'1J'l?1'el1J~'W'el\l'" ,
"

fl':l'1~ rX'el\lfl'1 J'"lI'el\l~ fl ~'1 V11'ell?1~'1~1'WtlJ'~b~'W"lI'EJ\Ifl'1J'~¥'1\1 fl':l'1~ bbl?1fl~'1\1'1!'W DJ'ntO;j'ell?1~'1V1mJ'~'" , ,

~\lflru~'1~mflfl~'1 ~bb~\l1m~ fl':l'1~bbl?1fll?\'1\1L'W~'1'Wl?\'1\111~';\'1tO;j~bi.l'W~':l~W9'1fl'1J'1J1fl'1J' flrull'1~, '" ,
" "

bb~~'Wr)l?1mJ'~L V1~1 U to;j~vl'1L~~J'ntO;j~l?1~'1V1mJ'~~'1~'1J'm~~\I fl'1J'bb~\I-n'WVl~'WbbJ'\ll~37

37
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~'JI4-1~14-11~~'Vll~ ~ 1'W'W1'~ m~4-I (Innovation) r;)1~'"l1 n~'1JtJ~::;4-Ilru~9 r;)~nH
'". , '"

~IVl~'1J~I'W~9tJ bb~::;~W-J'W1LiJ'W~~Vlbb~r;)~1~ b~'W~1 'f)~~ n'l~u'W1J1l ~ ~'JI4-1~1 Ab]df?1'f)n'l~fo)r;)~'W

bb~::;~W-J'W1 ~~Vllnml4-1~1 Ab]d~~mh'J 1~m::;'"lltJltJ1 'WV!'l.l'JtJ~I'Wf?11~1JlltJ1 'W'f)~~n'l~ bb~::;vh1~

'V'fWn~I'W'Vln~'WiJ~'J'Wrm Vl1'f)1~~'J14-11'J4-lij'f)n~lbb~r;)~'f)'f)n1'W~I'Wml4-1fo)r;)~~I~M~~ 'f)~~mt!'W'"l::;,

~14-11~~~~I~~'J14-11~bmtJ'1J~I'W'W1'~m~4-Il~bbl.l'W'f)'W("Jl4-l'V'l~~f~~W-J,r 2545: 32), '"
'Vl~'MD Resource-Based View of the Firm 1~'f)fi'1JltJ~I'1J1'';'Vl1~~'JI4-1~IAb]dn'1J

'Vl~'V'lmn ~~hJ~I4-11~~ b~tJ'Wbb'1J'1JVl1'f)b~~'f)'W{fltJl~r;)tJ~4-I'1JHW~1 btl'W~1n ~1'W"l!'f)~n'l~~n'Ml1~~
'" d.9

~'J14-11~bmtJ'1J1 'Wn'lm~~i'W ~'JI4-1btl'Wb'f)n~n'Mru"l!'f)~'Vl~'V'lmm~~ btl'Wl~~~~9'1J~'f)~1~ bb~::;9'1J

~'f)~hjl~~~ btl'WbbVl~~~4-Il"l!'f)~n'l~~~I~~'JI4-1bb~nf?11~1~n'1J'1J1'';'Vl38

~4-Il~4-I 'Wl'~m~4-I Bottom Line n~I'J~lbn~I4-11~~-n'JtJ1~'f)~~m~W-J'Wl'Vll..:!~I'W
, , '"

'W1'~m~4-I ~~ btl'W~'f)~Vl~n1'Wn'ln~'1Jb~"l!'f)~'f)..:!~mbr;)tJn'l~9r;)Vil~::;'1J'1J'Vll~~I'W'W1'~m~4-I~'Wbb~::;
'" ,

hJ1~ Vi1 bY1tJ..:!bbri'1Jl..:!~'J'W1'W'f)..:!fl nn'Vl1u'W bn'"l::;9 r;)Vi1 n'l~tJ n'f)'1J~4-I1'Wb1'f)..:!"l!'f)..:!n'l ~Vi11 ~ bnr;)

~'JI4-1fo)r;)1'Ii4-1~~1~~ ~~fl bb~::;m::;'1J'J'Wn'l~'Vll..:!~1'W'W1'~m~4-I bb~::;bn~ 14-11~~Vil1~ ~rubtl'W~tl1, '"

9r;)Vil%mmrll"l!i1b]dVll1'W~I'W br;)tJ1-infi Cutting Edge bb~::;b'Vl~U~1Vl~~~tJn~1 TRIZ b-nI4-11-n'JtJ

b~I~I4-11~~-n'JtJVil1~~rubnr;) Self-sufficient 1'W~I'W'W1'~m~4-I br;)tJn'l~tJn'f)'1J~4-I bb~::;1~n'l~,
,

Q,o' ~ I 9..1 cv Q..' 0 .c:::a.IV.c::S: cv .c:::. lV tr .c:::a. ~ 0

~'1J~'f)~ 'W'f)n'"llnn'l~"l!mm~~'f)"l!lmb~'J b~ltJ..:!"'lr;)'Vlln'l~'J'"ltJ~~~'JeJ~~Jlru"Yl bb~::;n'l~'1Jml~'Vl'Vll

1~ ~rubn r;)'W1'~m~4-I'Vll..:!~I'Wml4-1~14-11~~Vl~n'Vll..:!~1'W Self-sustaining b~'f)1~bn r;)n'ln~'1Jt~

'Vll~~1'Wn'l~~ W-J'W1~'JI4-1~14-11~~'Vll~~1'W'W1'~m~4-I~1'vl~'1Jmn~'1J b~

Feigenbaum, Arman V. dJ'W~::;'1J'1J~'W'Vl~~tJ~::;~'VlfiJll'V'l~n'1Jn4-lml4-1'V'lmm4-l"l!'f)~n~4-I

f?11~11'W'f)~~mb~'f)~W-J'Wl~ruJll'V'lm~~~n'M1~ruJll'V'l bb~::;tJfutJ~~~ruJll'V'l b~'f)m1~bnr;)m~tJ~::;Vl~r;)

4-Iln~~ r;)1'Wm~eJ~~ bb~::;m~'1J1'm~ br;)tJ~..:!~..:!~n'Ml~::;~'1J~'JI4-1~~'V'l'f)h"l!'f)~~ n~h l~mh..:! ~ ~'1Jtl'J'W", '"

, '" ,
~'f) bU'f)..:!"l!'f)..:!~ '1J1'Vll~~::;~'1J~~ 1'Wn'"ln~~4-I~..:!Vl~ltJ1'Wn~::;'1J'J'Wn'l~'f)":!fl n~VltnVl~h b~4-I4-Il1-nl~

'" '"'" ,
'f)rh~~4-I ~'VlfieJ~'t!'W "'l::;~~bn~ b~'Wl~'"l1n m~iJ'V'lun~I'WVll~~'1J m~tJ n bb~::;m::;~'W1~iJ~lun ~1'W

~ruJll'V'l iJ~Jll'V'lbb'Jr;)~'f)4-Im~Vil..:!I'W~~h~M~fl1'(j4-1 H'Jl~1"'l~~n'Wbb~::;n'W bb~::;'Vln~'W'Vl4-1b'Vl1~, , ,

bbrln'lm~'J..:!Vll ~ruJll'V'l~~n~1 b~'f)'1J~~~LihVl4-l1tJ~~~ r;)~'f) eJ~~.n ru"Vlbb~::;'1J1'n'l~~1.l1'V'l'f)1'"l"
q q qJ q

38http://www.sses.com/p ubi ic/events/eu rami com pi ete_tracks/ma nag ingj nnovati on_ 0pp

ortu nity/kostopou los_s pa nos_prastacos. pdf

http://38http://www.sses.com/p
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Department of Defense m::;'VlJ''d'lfl',:nbVl~-n'eJ'I~~U'Wl~VI~~'1"V1~'dbii~61J'W~'VlTI("\'l'6\\f?lf
d.9 d.9 q

b~'eJtJfutJJ''1~~J'J'b1'W::;'eJth:Hhmti'eJ'Il'W'Vlm::;~u bb~::;'Vlfl19!?l ~'eJtll'Wfl'dl~~U~!?l"ll'eJU~'WtJJ'::;fl'eJU~'d~
q q q q qJ

iI !I I I I

b'Vlflllflfl1J'U1'VllJ'i'W~'W~I'W ~ 1?l19~'1~'WV19::;tJ~UtJN bb~::;bfl1'eJ'IiJ'eJb~'1~"ll1fl1J' Jll~ l~flN~~I'1
d.9 q q

I I iI I

V1m,r~ b!?lt.J*biJl1tJV1'VJfl1 m::;U'd'WnlJ' tJJ'::;~'Vlfi~~bb'lA'InlJ'tJ~utJ~'1,r'W b~'eJ~'W'eJ'II?l'eJUbiJ1V1~I~

l'W~~flrJl'1 'eJ1Vl n1J'~!?l~'W'Vl'Wb~~flruJlTV'l 'Vl'WfllV1'W!?lbb~::;~'eJ!?lfl~'eJ'InUJllJ'::;n9~~'eJ'InlJ'
q q q

David P. Vondle (1989) 1~b~'W'eJbfl1'eJ'IiJ'eJl'WnlJ'nlJ'~~'1ml~1~bmt.JU'Vll'1n1nb~'1i'W

b!?lt.JJ'::;UUfl1J'~!?lnlJ'u1'fl1J'~ bVll1'eJn~11'W Service Management System (how to create

Competitive Advantage through Integrated Work Management, Material Management ,

Facilities Management and Cost Management ) b!?l~l~~~~~~I'W~fifl1J'l~u1'n1J'~fl~l1

b~'eJl~tJJ'::;~Ufl'dl~~lb~91'Wnlntl'W Lower Cost Structure ~9::;ri'eJl~bn!?lfl'dl~1~bm~U'Vll'1fl1J'
, "

bb"ll'li'W6]'1b!?l~l.jfm::;u'd'WnlJ'~'1U

13.1 Work Management

13.2 Material Management

13.3 Facilities Management

13.4 Cost Management

John K.Shank and Vijay Govidarajan l~ulb~'W'eJl'W Strategic Cost
I Q,I 9.t .t:::lt. ri

Management: the new tool for competitive advantage 'dlfl1J'9!?lnlJ'I?l'W'VJ'Wb"ll'lfl~tJ'VlTI

9::;btl'W~'d'WVlti'll'Wfl1J'~ W-J'W1fl'dl~l~ bm~u b~'1fl~~'Vlfl m~~1 ~'1fl'dl~l~ bm~U'Vll'1 fl1m"ll'li'W
q

1. Value chain analysis

2. Strategic positioning analysis

3. Cost drive analysis

Sanjib Chowdhury, Ph.D. l~fl~I'dl'W Internal Analysis: Resource Strength/

Weakness And Competitive Capabilities ~1fl1J'~bflJ'I::;,rJlltJl'W 9::;btl'Wbfl1'eJ'IiJmJ'IU'eJfl

'Vl~'Vml flJ'~ btl'W9!?l'fl'eJ'Wbb~::;9!?lbb~'11?l~'eJ!?l9'Wfl'dl~~I~IJ'b1'Vll'1n1nb"ll'li'W ~'1tJJ'::;fl'eJU~'d~
q q
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1. Resource Strengths and Weaknesses

2. Value Chains

3. Strategic Cost Analysis

Most large companies seem to recognize that their cost system are not

responsive to today's competitive environment ... The methods they use to allocate

costs among their many products are hopelessly obsolete. Quite simply, accurate cost

information and strategic cost management can give a company a competitive

advantage. (Ford S. Worthy, 1987)

Michael E. Porter (Competitive Strategy: Techniques for Analyzing Industries

and Competitors) 1~thb~U'elbbU'J~ ~1Ufl1:i'~¥l'l A'Jl:h1~l:h11:i'bl'Vll'lfl1nb"li'liub~m nun'l~'el
,

(f" I IV .::9; 2.1" I 2..1 39
n'MJ'Vlfi'Vll'lfl1:i'bb"lWlIU- The Wheel of Competitive Strategy "ll'l'"l:;~'el'lu:i':;n'elU~'JtI

1. Target Markets

2. Marketing

3. Sale

4. Distribution

5. Manufacturing

6. Labor

7. Purchasing

8. Research and Development

9. Financial and Control

10 Product Line
,

.dl.c::::l 0 2..1 IS" I cv

"ll'l:hlfl1:i'fl1V1U~n'l'tl'eln'tltJ'Vlfi'Vll'lfl1nb"lWlIU- The Wheel of Competitive Strategy

b~tIbmtlU bVltlU~l bU1V1:h11t1"11'el'l'el'lAnntJu~u6 n'tll'l"1l'el'ln'l~'el (Hu b) bb'tl:;~'l rl1U"1I'el'ln'l~'el
'lJ

(Spokes) ~'elUbtlUlt11JljU~fl1:i'V1~n~'"l:;vh1~'el'lAm1J:i':;~uA'Jl:h1~lb~'"l~1:h1bU1V1:h11t1~'Jl'lH

39
Porter, Michael E. Harvard Business Review Article HSB Number: 79208 Publication

Date: 3/1/1979 "How Competitive Forsces Shape Strategy" http://www.mhhe.com

/prim is/catalog/pcatalog/H BICA. htm)

http://www.mhhe.com
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tl~:::m~~ 2 ~'e:l'l~~'1fl'd1J-Jbbl?ln{?h'l1~'W~h Vl1'e:l1J1m~"lJ'e:l'lb~1iJ~m~ru:::l~bVl~'e:l'W1m

tl~:::m~~ 3 ~'e:l\ln1Vl'Wi?ll?l~1i?l"llUi?l"lJ'e:l'li:-l~l?l.nru~ Vl1'e:llJ1m~1t\-ni?lbfOJ'WdJ'Wm~
, ,

bfOJ1:::fOJ\ll?l~1i?l bfOJ1:::fOJ'I~'W~11bb~:::b'"l1:::'"l'llJ1m~ bYl'e:l~i?l~1'W'd'Wribb"1l\l-n'W'!!'Wb'e:l'l6l?J..l'W1~l?J..l'W'jJN~
OJ

bbtl~: www.manager.co.th)

Performance Based Budgeting b1J'Wm:::lJ'd'WmNlJlh:::J-J1ru~~\IbiJ'Wi:-l~~~fi

iJ n 1 ~~1 bU'Wm ~l?l1J-Jm:::lJ'd'WmNlJtJ~:::J-J1rumh'l b1J'WbVll?lb'iJ'Wi:-l~ ~ m~n1Vl'Wi?lJ-J1l?l~~1'W~'WVl'W
q d.9 q

m~~ i?ll?l1J-Ji:-l~m~~1 bU'W\l1'Wm~~ i?l~~nb~:::Vl1'e:lbtJ~t1'WbbtJ~\IVl~~tJ1mmJ-J~Jl1~ fl'd1J-J~1 btl'W bb~:::

fl'd1J-Jbtl'W'"l1\1"lJ'e:l'lbbi:-l'W'I1'Wb1J1VlJ-J1 t1"lJ'e:l'lbbi:-l'W'I1'Wbfl~\1mm~:::i:-l~~~fi'"l :::~'e:l\ltl~:::m I'llbtl'W~Vl nlJ
, "

bi?ltli1'dn'Wri'e:l'WVlfOJ:::b~J-J1.jj'llJtJ~::;J-J1ru 40

b~1 fl'd ~l?i''e:l'lVl1\11'W1 ~1c;) e.J~J-J1 n~'W1 'Wl?i''WVl'W~~ 1~\1 Performance Based
q

Budgeting btl'W~:::lJlJ~ biJ'We.J~~~fi bb~::;bil'Wm~rj' i?li:-l~ bb~:::fl'd1J-J~lJ~ i?l"ll'e:llJ"lJ'e:l'l~1t1~ i?lm~~fOJ:::

~'e:l'ltJ~~1,n~ l?l1J-Jb1J1VlJ-J1t1~n1Vl'Wi?l1'W~1'Wfl'd1J-J~'e:l1fOJ"lJ'e:l'l~n ~1, l?i''W'VJ'Wbb~:::fOJruJl1~m~

'" 41
lJ~m~

, '"
Performance Based Budgeting Vl1.jf'e:lfl'd1J-JVln1Vl'Wi?l~'W1'Wbb~~'WDnfOJb1J1VlJ-J1t1

bb~::;rj'l?lrltl~::;~'1 ~J-J1'e:lfilJ1t1fl'd1J-J"ll'e:llJD~~J-J"lJ'e:l'lm~ H'\IlJtJ~:::J-J1 ru bb~:::btl'W~fim ~~-rl'dtl1 'W~1'Wn 1~
q

~ i?l~ ~~Vl~~ tJ1 n n ~ 'e:llJ~~~rj'l?lrltJ ~::;~'1~b'U~1:::m J-Jb1J1VlJ-J1t1"lJ'e:l\lbbi:-l'W'I1'Wbfl ~\1m ~ bb~:::bi?ltl~ m ~
q q

~'WbblJlJ bb'W'd~ i?l b1J1VlJ-J1t1fl'd1J-JbU'Wb~1'll"lJ'e:l'l'e:l'l~n~Vl1'e:ln'"l m~~~1 ~b1Jtl~:::n1~Vl~'1

~'e:l fl'd1J-J~tJ~:::~VlfiJl1~Vl1'1 ~1'W~'WVl'W ~\1fl'd1J-J~tJ~:::~VlfiJl1~Vl1'1 ~1'W~'WVl'Wl~1~VlJ-J1t1 fl'd1J-J
q q

, '"
~1'e:l'lAn~ Vl~n'"l mN::;~'e:l'l~tI1t11J-J~ i?l~'WVl'W1t\'e:l~1'W~::;~lJ ~1 ~ i?lbb{?\fl'dN::;~'1d:J1VlJ-J1t11~~1'e:l~1\1iJ 'e:ltI

q OJ q

40
http://www.aasis.state.ar.us/Documentation/Newsletter/sep99.htm

41
http://www.ci.san-josc.ca.us/mayor/memos/binessage1999.htm I

42
Snell and Hayes, November 1993,p.1 :Garsombke and Schrad, February 1999, p. 9;

Epstein, 1984 p. 2

http://www.manager.co.th
http://www.aasis.state.ar.us/Documentation/Newsletter/sep99.htm
http://www.ci.san-josc.ca.us/mayor/memos/binessage1999.htm
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1l'l~U'1J~~],'..!'VJ<\,lfilOln~~~(Activity-Based Costing) bCMJPeter Drucker LL~:-;James ABrimson
I i/ I 9..1

LL'W'Jfi ~Vl~ n ~'fl 1l'l~fi ~l"i1H'~1tJ l?n~ nlOlm~~Vl Ln~~'W1Ol1\1LL~~']'fl~~"lJ'fl\l ~~\I1'WVlLn~~'Wb~tJLU'W••
~ lP1'J1~~1~1n11 'W1l'lm "1i\l-n'W LL~~lP1'J1~~1~1 ~(l1 'W1l'l~vh ihh 1'W1l'l~.w1~1fi ~ LU'W~'W'Vl'W"lJ'fl\l

q

", "
n~~'IJ'J'W1l'l~Vl\lVl~~ ~\I~1~1~(l.w1,]'fl~~ LVl~1,r'W~1'IJ1Vl1~1~ ~'W1Ol~vh 1,xmm1Vl1 nL~ ~m ~m'IJ lP1~

•• q

~ ~~~fivh 1~'flth\l~1J~:-;~'Vlfi~~~~ hn-rllP1'J'IJlP1~~'W'Vl'WL~tJ\I'fl~1\1 L~tJ'J
q q

, " "
ABCM ~\1Lu'Wm ~~ ~ m~ ~'W'Vl'WVlLn~~'W1Ol1\1ill L'J~1,r'WhJ1-rlm~~ ~'W'Vl'WLL'IJ'IJL~~

q •• q

" ,
'W'flnIOl1n.wACBM ~\Ifi~~\I~'W'Vl'WVlm~fi~LL'IJ'lJL~~hn~~'J~1~ L'1i'Wrl1L~m'Jm~'flm~~~l?l ~'flm~~~~\1

q

," "
m~~1~'W~11 Vl~'Vl~ LL'Vl'W"lJ'fl\lL~tJ ~\I'IJ1\1lP1f\l~'W'Vl'WLVl~1.wL'\Ih fl'IJ Vl1'fl~1 nn~1~'W'Vl'Wm~~~l?lL~tJ~n

q q

Norton Hf1l'l~l?l~'JIOl~'fl'IJmm1V11~'fl'lAml?l1~ Balance scorecard (Balance scorecard ~'El

LU'W~'J'WVl~\ILlP1i'fl\l~'fl~1fl'Wmm1V11~'El\lAm~LU'W~LL~iVl~1tJ~\ILLl9ltJ 1995-1996 ~\IllIOlIOlU'W
q

, "
m~t)~~~~n ~1Vl~1 ~'1J1~~~~1~'W1 'W'fl\lAml1JLL'IJ'lJ19l1\111J~~n'fl'IJ~'JtJ5 LL'IJ'IJ

1. ~1'W~'J'WLL'lJ\I'Vl1\1m~l?l~1~(Market share)
2,1 Q/ 2.1 I ,

2. ~1'W1l'l~~mn~nlP11Lm (customer retention)••
3. ~h'Wm~Vl1~n~11Vl~ (customer acquisition)••
4. m~~h\llP1'J1~~\I~'fl11Ol1,x~n~1 (customer satisfaction)••
5. 1l'l~~1n1hl9l'fl~n~1 (customer profitability)

I I I I
.cS. IV i.I 2..1 Q/ ev-Q/tr .<:::I ~i.I.<::;:jOQ/

"1l\lm ~'J~~~~'fl\l ~1'W~n lP11 ~1m ~(l1Ol~ lP1'J1~~~~'Wfim~ LL~'WJl1~'Vl1Ol~ L~~l?l'W'Vl~ 1lP1ru
q ClJ q Cl.I

"~11Ol1nlP1'J1~~\I~'fl11Ol"lJ'fl\l~n~1l?l1~~1J~1\1~1\1~\I.w••••

43 Robert S. Kaplan and David P. Norton: 1996.
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(customer

retention)

(Market share)

(customer profitability)

(Customer

acquisition)

(customer satisfaction)

Benchmarking

Benchmark Vl~ltJ?i'l Best-in-class ~'elbri'l~~ ~Vl1'el~~~~J'::;~'lJb~fl~'t.l9::;dj'W~'W
q q

bb'lJ'lJ~9::;1-iftj~ b~'elbmtJ'lJ bVltJ'lJ~'J1~~1~1J'b1"11'el'l[il'Wb'el'l~'J'W Benchmarking ~'el';Jfifl1J'1'Wfl1J'tj~

bb~::;bmtJ'lJ bVltJ'lJt:J~[ilJlru"l'l 'lJ1-fl1J' bb~::;1fifl1nJlJ'lJlln'lJ'el'lrlm~~1~1:rb1Vi11~~fl~1 b~m'J1 t:J~

fl1 nmtJ'lJ bVltJ'lJ~11-if1'Wfl1J'iJt''lJiJ N'el'l ~ m"1l'el'l[il'Wb~mJ'I~'J1~ bU'Wb~M'Vl1'1nJ'n9 bb~::; Best
q q q

Practices ~'el1fifl1J'iJlJllii~Vi 11~'el'l rlmiJ:r::;~'lJ ~'J1~~1 b~9Vl1'el'el19fl~l'J 1~~1 ~'el1fifl1:r~Vil1 ~

'el'l~ m~ ~'Jl~ bU'Wb~M fl~ 1'J~'elm::;'lJ'J'Wfl1J'Vi1 Benchmarking 1111iJ~ fl1:rA'W~'lJ ~~ bU'W

Benchmark Vl1'el~iJlJlliil~~~~~~lbu'W1~:r bb~::;~~bU'WBenchmark ~1~1J'b1[9l'el'lJfP11m~b:i'11~

~1 Best Practices Vl1'el1fifl1:riJlJllii~~~~ ~~1111iJ~ ml~ bU'Wb~Mt!'Wb"1l1Vil1~mh'lh ~'1bb~~'1

"ml~~~~'Wfil~~'1tl

= ~nChma~ =
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... ,
Benchmark 'VlmtJ~'1 -n'WI?l'e:l'WVldJ'W~:;'U'Ulwf1'l~~'W'Vl1~f1'l~ bb'W')tllJ'Ullbb~:;m:;'U')'Wm ~

I • I I I I I i-' I

Vl~Vl~C'l'e:l~l'1l1l'e:lbtl'e:l'lbb~:;.wl~')'WVl~~.J1b.jftlf'Ubb~:;~lbil'Wf1'l~l?ll:J.J~'1Vl~Vl~C'lU'W~'1 David T. Kearnsq q

b-rl'Wb~mrl'W~l m~.yh Benchmark btl'Wm:;'U')'Wm~l1l'e:lbti'e:l\lb'Wm~rJC'l~~I?l.nruevl'U1mnb~~mJ'

~1bil'W'Il'W"lJ'e:I'IfiJ'n9bmtJ'UbVltJ'Url'U~bb"1l'l~bo]:J.Jbb~'1~~C'l'Vl1'e:1'U1~'Vl~Hlf'UmJ'tJ'e:I:J.Jf'U~l btl'W~.wlb'W
q qJ q qJ

~1?l~l'Vlm~:J.J~'19:;iJ~')'WtlJ':;fl'e:l'U~~lA'1! (Key Elements) 3 rJll'WA'e:ImJ'rJC'l, bmtJ'UbVltJ'Ubb~:;

rl,)l:J.Jl1l'e:lbti'e:l'l(~'e:I~; b9:J.JibJ'bb'Uf ~l'1~\lb\.l ru{]~i\.ltf b"lJ9J'U\.l'Vl'W2545: 52-54 ) ~,)\.l bU'I

rllf~'e:lyj (2544: 21-22) 1.jf~1~1 "mnVltJ'UbAtJ'I - bb"1l'l~"bb'Vl\.lBenchmarking ~'1nb~rl,)l:J.J'Vl:J.JltJ

~'e:IC'lrl~'e:I'Irl\.lbC'ltJfl~l,)~lbtl'Wm:;'U,)\.lmJ'~ b~mO]'e:I'Irl'UU9~tJ3 tlJ':;mJ' A'e:I

1) m nmtJ'U bVltJ'Utl~:;~'VlfiJll~ bb~:;m':;'U,)\.lm~rl'U~,)'e:I~l'1~~ J''):J.J~'1fll ~~tJ\.l¥~
<lJ

...
bC'lC'lb~\.l91 fl ~,)'e:I~1'1U\.l1

2) m~~u'U~\.l\.l b~bnC'lm:;'U,)\.lm~~tJ'W¥ ~9 :;.wl1tl~ mJ'~ ¥1'1rl ru~l bbri~fl fl1 rJl')tJ
q qJ qj q qJ

m~i (ij.J\.l1bb~:;tlf'UtlN'e:I~l\ll1l'e:lbti'e:l'l
q

3) mntl\.l~,) b9~1 A'1!~9:;-rl')tJb~'e:I'I~fl ~~l:J.Jl~rlb~'1b~\.lb'e:lm~~9:;~ ¥1'1rl,)l:J.Jb~'Ubl?l

'I'll 'I fi ~n 9 rJl') tJfll ~bmtJ 'UbVltJ'Ufl ~~:;'U')\.lfll ~Yll '11\.l"lJ'e:I'I rl 'U~')'e:I~1'I~ ~
q

91fl rl,)l:J.J~C'lb~\.l"1l'e:l\lUfl';j"Jllm~'Vl~ltJ'Vll\.l 'e:l19~'e:I~~tl1rJl~1Benchmarking 1119:;

'Vl:J.JltJ~\lfl~:;'U,)'Wf1'l~rJ~1bb~:;bmtJ'UbVltJ'Url'U'e:I'IAm~~1:J.Jl~rlYll1~~fl~1 bb~:;.wl~~ m~bmtJ'U bVltJ'Um

H1\.lm ~tlf'Utl~'1'e:1\l~ m"1l'e:l'lI?l\.lb~'e:I-rl')tJi (ij.J'WlMfltJJll~"lJ'e:I'Ifi~n9'e:1~1'1btl'W~tlfi~~:J.Jbb~:;l?l'e:lbti'e:l'I
q q <lJ

Benchmarking 'Vl:J.JltJ~'1 m:;'U')\.lmnmtJ'U bVltJ'U/rJC'l~~~~ I?l.nruevl 'U1mnb~:;m ~~1 bil\.l\ll\.l

"1I'e:I'I'e:I'I~ fl ~~ bb"1l'l'Vl1'e:1~.wl'Vll'1fi~n9~iJtl~:;~'VlfiJll~bb~:;tl~:;~'U~~~l b~9~~ fl~l bC'ltJ';jbrl~l:;~I?l\.l
<lJ <lJ q

b'e:I'I~liJ9C'lrel'e:l'W/9C'lbb~\l'e:l~l'1hbd'e:lbmtJ'UbVltJ'Url'U'e:I'IAfl ~~'Wb\.ltl~:;bJl'Vlb~tJ')r1\.l ~ ¥'e:I:J.J~\l~91~rulq q

~1 b'Vl1?l~Yll1~ btl\.l9 C'lrel'e:l\.lbb~,).w1~~"lJ'e:I'ImnmtJ'U bVltJ'U:J.JlH1\.lm~tlf'Utl~\l bb~:;i (ij.J\.ll'e:1\l~ m
q q q

"lJ'e:I'II?l\.l1~V1C'lbVltJ:J.J'Vl1'e:1b'Vltl'e:l~l'e:1\lAfl~~bb"1l'l 'Vl1'e:1'e:1\lAm~ biJw~i'Wbb'U'Ub~'e:I~'1rl,)l:J.Jbtl\.lb~f'11\.lfi~n 9
<lJ "

bC'ltJiJrJl?lrltl~:;~'1A'Vlifl A'e:I ~'e:I'Im~i(ij.J\.ll/tlf'Utl~'1 rlruJll~"lJ'e:I'I'e:I'IAm''e:I~l\ll?l'e:lbti'e:l'l b~'e:Ib~:J.Jtl~:;, , ,
... ,

~'VlfiJll~ 1\.lm~~l bil\.l\ll\.l ~,):J.JVI'Ib~:J.J;C'lrl,)l:J.J~ l:J.Jl~rl1\.lm nb"1l'l-n\.l"lJ'e:I'I'e:I\l~m'r[\.l9 :;.wl1tl ~m ~~C'l
<lJ

~'WVJ'W/~l1.jfr.iltJl?l1'11 -rl')m~:J.Jtl~:;~'VlfiJll~ bb~:;b'Vlrlilrl1 \.lm ~'U1'Vll~"1I'e:I'I'e:I'IAm 1~iJtl~:;~'VlfiJll~
... , ,

~'1~\.l m~Yll Benchmarking ~'1hJ1-rlbtl'Wmn~tJ\.lbb'U'U';jflVl~~\.ltllJ~ bbl?lbtl\.lm~~fl'Enbb~:;

~'Wrl~l';jflfll ~tln~~~~~ C'l91fl'e:l'l~m'~ bb"1l'l'Vl1'e:1'e:1'1Am' JlltJ\.l'e:lfl b~'e:l1~ bnC'lrl,)l:J.Jbo]lb9bb~:;'111d.J q <lJ
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, , "
(intellectual) bb~~~1'W~'J'u4 (knowledge) dj'W~h~'fl1~~1~ulm:i'/Oj~~'fl'l'l~{hj)l'wn~'J1d-J

I I I ~

~1 '"'ill flU ~'el'l 'i:~:i''l~~1'l"1l'el'l'el'lrlmVl/Oj~r.r~'VI1 bb~~m~/Oj1tJoj]'eld-J~bb~~~'J1d-J~bYJ'elb~'el'l'lhn ~m:i'~ ~ ~

Bourgeois n'Ci1'J~1 ~'J1d-J~d-Jb'VI~'J'VI1'elm:i'hj~1d-J1:i'~~¥1'l'el'lrlm'l~bn~m:i'~tJ'W!

/OJ~bU'Wm:i'~~1'l"1l'elU~~~1 fl ~'l~ flU m:i'tl;:u ~'Jboj]1flU m:i'btl~tJ'Wbbtl~'l 'i:~tJd-J'el'lbbtJn'el'l rlnnbvi'l

" ,
1) m:i'~tJ'W!'l'Wi'W~1 (low-level learning) dJ'W~m1ru~"1I'el'lm:i'tl;:utl~'l bb~~'VI~

tlfubbl?l'ltl;:"Jlt1!1 bb~~~'J1d-Jb~'elb~d-Jlm:i''Vi1~'J1d-Jboj]1'l/Oj'l'W~'ll?l1'l1bbUUm'elUb~d-Jbb~~m:i'bir'W

n :i'~u'J'Wm:i'"1I'el'l'el'lrlnnbUU b~d-J~bUU'elrJ~
"

2) m:i'~tJu!'luiu~'l (high - level learning) buum:i'~h'l bb~~~w..JU1Jl1Y1bb~~

~'J1d-Jboj]1'l/Oj'lubbuu'lmJ bb~~m:i'biru~m~u'Jum:i''l'VI~ 1 ~ b1J~tJuhJ/Oj1m~d-J
iI 2J I I 2J I

i'l 2 ~'JuudJu~'l~1buuVl'el'lAn:i"""l~~'el'l'Vi1'l~bn~ bY1:i'1~m:i'~tJu¥tuiu~1 bmtJu b~ij'el'W~
, , "

bUum:i'bb~'J'l'VI1tl:i'~'i:tJ"Jl,r/Oj1n~'lVl¥(exploitation of the known) bbl?lm:i'~tJunuiu~'lbUUm:i'~ ~ ~

~1:i''J/Ojb~'elbb~'J'l'VI1~'l'l'VI~1 (exploration of the new)

Hill & Jonesn'Ci1~1 D:i'n/Oj'luu/Oj/OjuU~d-J'l~~'J1d-J~1,",illflUm:i'~¥1'l~1U~'J1d-J~
q q QI d.9 qj

(knowledge - intensive) b~d-Jd-J1n~U~'eltJ1 'lU'elU1~~~'J1d-J~1d-J1:i'~1um:i'~tJu~r.r~bnu bb~~~tJn

'I "" .1 ~ or " ~ ' :1'" ~"b"Jl"1l'el~~m:i'bb~'J'lVnu:i'~btJ"Jlu/Oj1m'el~~ bb~~~'J1d-Jlb'VId-Jl/Oj~n~1tJd-J1buUbb'VI~'lM1'l~'J1d-Jb~

bmtJU'Vl1'lmnb"1i'li'W1~flU'el'l rlm 46

44
Senge, P.M. The Fifth Discipline: The Art and Practice of Learing Organization.
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~ ,
lJ1'~'Vlfi~n9i'WiJ1"lJ'fl'l'fl~~1mHl-if'flMU~1 n1~~~n1~ n1~~'JlJ~~ n1~~'fl);<l1~~~~~•••

);<lm1J'Wn1~~mn~~l?1lJ"ll1~ "lJ'fl'l'fl~~1'n1h~n'W~~tJ~~mnlJ u~~~~'W'fl'lflnn~'lA'In1~~tJ'W~~1'fl'l1"ln~
"

", I I I 2.1

~~lJlJth~(?lnl?l1'191n'fl'll"ln1~Vl~~tJ~~n'flt11'1h 'fl~h~'fl~'1Vl9~v'i11,x'fl'll"lm~n'rtbW~t1~1~~'W1u1~
"

1'W~~~nihrn~"ll1n1~vi1'W'Vl~'1~'flPeter M. Senge ~);<l'W'fl~~'W'J~'J1~f1~~1'W'Vlif'l~'fl~'fl the Fifth

Discipline ~'1~~'LJ~11'W'fl'lflnn~'lA'In1~~tJ'Wl9~~'fl'li1~'1~b'lJ'W~iftJ'Vl1'fln1~'tIn~'W1,x~n~~'W'fl~

1.., .I "" 47
'W(?l'J~'W5 u~~n1~ ~'fl

,.. ~
1) 'LJ~~~'Vl~'fllJl(Personal Mastery)

1l1n1tJ'W~"1J'fl'llJ~~~ ~~l?l~~~'W 9~~iJ'W9~d~r#f'W~1'Vl¥lJ'fl'l1"lnn~'lA'I1l1~~tJ'W~
qJ q q qJ

2) ~U~~lJlJ"1J'fl'l~'J1~~~(Mental Models)
"
);<lm'W1l1~bW''W'fl~(?l ~~~~i1991J'W9~~iJ'W~'Jrl1'Vl'W~~U~~lJlJ"1J'fl'l~'J1~~~"1J'fl'l~'W. "

~~~~lU ~~lJlJ~'J1~~~"1J'fl'l~'W b'lJ'W~'Jrl1'Vl'W~~fi1l1~~~~'Wh ~~~~'V'l~ ~m~~ 1l1~v'i1'11'W1'W'fl'lflm

~~'lA'In1~~tJ'W~'Vln~'W~'fl'l~tJ'W~n1~~m.'!~9~iJ11u~1l1nu~tJ'W~~U~'1~U~~lJlJ"1J'fl'l~'J1~~~'flti1'1
qj q qJ cu qJ qj

~U~~lJlJ"1J'fl'l~'J1~~~ 'Vl1nhJ1.jf"1JlJ'J'W1l1~'J1'1~~~'W'V'lifn'l1'W'Vl1'fl'Vln~'Wn9~n~lJ1u1.jfr)fin1~~~" .~ ,
~~~~ulJlJ~~~lJlJ~~~ l?1'1if'W~1tJlJ1''Vl1~~1dJ'W~'fl'lv'i1~1tJojf'fl~1n~ ~~~~);<lh'llJ~~m 111~Vl1,x'V'lif n'l1 'W

~ , ~
~'W'V'llJ'Vl1'1~~lJt(?lt~tJi1~~m~'~'l!i1~iftJ i19~'Vl~1tJ ~~~~~'J1~~'119Vl9~~~lJt(?l~'V'ln~n'U~if'W•

«=:::it, cv cv CS'" I

3) 'J);<ltJ'Vl~'W~'J~

n1~m~tJ'vl~'l!h~ n'W9~~'fl'l~191n1l1~~~~l?l~~~'W'liil'l~'1n'W~~~~n'Wt~tJ~~~l?l~~~'W

9~~~~n~u~tJ'W~~mr~'l!~'J'WlJ~~~ ~~~~1,x~'Vl(?l~~~'1n'W~~~~n'W~~tJ'JnlJ~'1~'flm n9~v'i1 ~~~~~1J'W••
~'1~~u'W1u1~9~:iJ'I'Vl~1tJ"1J'fl'l'fl'lflm~~'l-i'ln1~~tJ'W~~'fln1~~~ncWI'W1~'jIl1l~'Wi1ojf'fl~rub"U1~nJJ~t~tJ

q q qJ q Q;' tv qJ

~
'fl1~tJ9~U~~);<l'll"li'J~n'WlJ'W~'W:i'j1'W"1J'fl'l1l1n1J'W,x'W~'J'W'Vl1'fl~'Wfin(?l~

• <IS'

47
www.manager.co.th
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" '"~~rJvlfllUIOJ:;hJ~ 'UJ1~blfhl!I'W~~'W~n1al tl1~~ rJvlfllUU'WhJ dJ'WVlrJ'f)~ftJ 'VlnfPl'WlOJ:;
q

"lJ'f)'lVltJ'Jm 1'W 'f)'l rl m~'f)'l m ~r1'J1~ ~'l J'W"lJ'f)'l'l"IUfN1'W~IOJ:;e.Jn~'Wl?!'f)~~rJvlfllU1'J~1~1"1lbbfOlb~rJ'l
q "

"~ 0 ..::::t.CVQ/(i" tr 1(V

rJ'WrJ'f)~'Vl1l'l1~'J~rJ'Vlfll'W"lJ'f)'l'f)'lr1nni'n'W'W

4) m~iSrJ'Wh1J'WVl~
"

Vl~ bb~'lmn1rJ'W~b1J'W~~~ 4 ~v'h 1~i1mn1rJ'Whn~~'W'f)tJ1'l~1n1'W'f)'l rlm~
" "

" "t~rJ bn~~'W1'Wn~~'l"Iun'l1'W~'J'W1Vlru 1~1"1lbn~ b'U'l"I1dftJ1V11~~:;~tJ~'lbi'hu'W Vl~vl1'l1'Wbbl?!~:;r1'W
q QI qJ qJ

~1~1~tl1V1~1'W'f)'lrlm~ t~rJi1b~'W;~l'l"lJ'f)'lm~iSrJ'W~~'f) "~1~~'Wb'Vlfll"
", "

~1~~'Wb'VlflllOJ:;"1l'JrJb~'f)~m~r.r~m~1OJ1ntJ'W~'l~1'l bb~:;1OJ1n.jh'l~1'l~'WtJ'Wt~rJ~ [9J.J'W1
, "

m1~ ~~ bb~:;Vlfll'Vl1'l1mJ~'lIOJ:;bn~~'W1altl1~tJ1V11~~:;~tJn~1'l 1OJ:;"1l'JrJ~h'lbrl1'f)~1rJ bb~:;Vl~'l1'W
"

bb~mtJ~rJ'W~1~~'Wb'Vlfll bb~:;m~~1 bU'W'l1'W~'ln'Wbb~:;n'W

5) m~~~b~'l~:;tJtJ

m~~ ~b~'l~:;tJtJ1~1"ll"lJ'f)'l1VI~ bbl?!b1J'W~tl n~utJ~'W'W bb~:;tJ~:;rJn 19iLfl'Wm~~n111
" q q

al'JrJ~fim~b~'l~'Vlmfll1~ l'lfl 'W~1"lJ1~"ll1l?!1'l1~1'W1'WutJfllm~~'l1 r1'J1~b.jJ111OJ~'l~~~1 ~b1.J"lJ'f)'lm~~~

" "
b~'l~:;tJtJ !i~'f).jJ'f)~~tr'f)'Wn~tJm~~rJ'W~1ntJ~:;~tJmmr bb~:;m~~rJ'W~1nrl'W~'W1 ~'ltJlJ~~~'W€tl

" ,
IOJ:;~'W'f)tJntJ'Vln ~'J'WVltJ~:;n'f)tJn'Wb1J'W~:;tJtJ"lJ'f)'l'f)'lrlm r1'Wb~rJ'lr1'Wb~mlOJ:;1~~1~1~tl U1'f)'l rl m

" q

1tJ~ m n1J'W'f)'lrl n ~bb~'l m n1rJ'Wnal 'Vln r1'W~'f)'li1r1'J1~ftJ t:j~"ll'f)tJ1'J~n'W ~'f)'l~ ~1'l ~:;tJtJm ~
" " q

tJlJtJ~m~rJ'f)~ftJ'f)tJ1'll?!'f) bti'f)'l bb~:;i1m~l'l~'JIOJ~'f)tJ411'W~1~:;"lJ'f)'lr1'J1~b1J'W1OJ1'l\)nl.l1 m~
.c:t..c:., 2.1 tr ~.c:t..c:::t, ($"9.19.1 0/-<=:1 .<:::::).

bb'W'Jr1'J1~rI~ b"ll'lM1'lM~r1 bb~:;r1'J1~rI~ b"ll'l'Jbrln:;VI b"lJ1mrJ n'W~m~'Vl ~~'f)tJ~1~:;"lJ'f)'lr1'J1~1OJ~'1
, "

bb~:;.jJ'f)~~tJ'f)'Wn~tJ'f)tJ1'll?!'f)bU'f)'l bbl?!m~lOJ:;1~'Vln r1'WftJt:j~"ll'f)tJ1'J~n'Wu'W i1'f)tJ~~~r1~1n~ 1rJ
" q q

bb~:;~fitJlJtJ~~1OJ:;1,nale.J~1'W'f)'1rlm!i~'f) m~"lJr.r~~'l~-r ~"lJ'J1'lm~iSrJ'Wl"lJ'f)'lr1'W~'J'W1Vltl.!1~VI~ ~1tJ

"tJ'Vlb1rJ'W~t:j~'l"I~1~~'f)'l~'f)'W Vl1'f)tJ'f)nrl'W1'WVI~'l1~1"1l1~b"lJ1iSrJ'W~b'f)'ltJ1'lVl b"lJ1mlOJ1~'Vl'W~1OJ:;
q "

"iSrJ'W~'f)'lrlmrh:;~ rub~rJb"lJ11tJ1'Wm~~rJ'W~b1J'WVl~Vl1'f)Vl~iSrJ'W~u'W'Vln r1'W~'f)'lbbtJ'lU'WrI'J1~~n'W
qJ ClJ cY qJ 'll q qJ

~'f)'l~'l b~1~1~i1m~vl1'l1'Wb1J'WVl~ 1~1"lll?!1'1r1'Wt9l1'lv'ht~rJ~~1tJ~1 'l1'W"lJ'f)'lbn b1J'Wm:;tJ'J'Wm~

tl1'l1'W1~~vl1l'l1~~1~'l (stand alone) !i1~v'h1tJbbl?!tl1btJ'Wm:;tJ'J'Wm~l?!'f)bti'f)'l n'W~'f)'l1~~TV11'l1'W

1'J~ n'W~¥1'lVl~'l1'W1 ~Vlti'JrJ~ b~m.jJ'f)'l ~~ r1'Wbri'l~11'J~n'W~~ ~h'l r1'J1~e.Jn~'W[?]'f)Vlfll'Vl1'l"lJ'f)'1
"
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•••••tJVlVl 3

~fi~1bilCUn1'afilnM1

" "m~~mj'1~\.l~r)1~M::;~f\ltl dj'Wm~~fl'jj'1L:n\l~r.rmL'lJ'lJ~1~'J'"l(Survey Research)

t~U~\I~'"l::;~n'jj'1~::;~'lJ~'J1~~~L~'W"1I'fl\l'WUn\l1'W~::;~'lJ'lJ1V11~"1I'fl\l'lJ1,;''Vl ~'fl~mrn-th;~ t'fl~~•
(th::;L'VlPlI.'VlU)~1n~~il~'flU'"l~u~ri'fll~Ln~~'J1~~1~1~tll'Wn1~LL~\I-n'Wi\ll'WU'"l'"ltl'WLL~::;'fl'W1~rn•
, ".c!i~.:::I O.cr. Q.I q

~\I~'Jfin1~~1L'W'Wn1~~\I'W

1. th::;"Jl1mLL~::;n~~t;l'J'fltl1\1•
2. L~1'fl\lil'fl~1-n'Wm~~n'jj'1

3. n1~~1Lij'Wm~rn~'J'"l~'fl'lJL~1'fl\lil'fl~H~mj'1

1.1 ,j'i~"li1n'i ~1-n'Wm~~n'jj'1A''W~r)1l'W~~I.~LLfi~1'W'J'W'WUn\l1'W~::;~'lJ'lJ1V11~

"1I'fl\l'lJ1,;''Vl~'flmnrn-1J1;~t'fl~~ (1J~::;L'VlPlI.'VlU)~1n~~\Iil~1'W'J'Wt~U1J~::;~1ru350 ~'W
I Q,;'. 0 I IV I 0

1.2 ".lI'l.I1{;ln~3J{;l'J'eltl1.:im~mVl'W~"1I'W1~"1I'fl\ln~~rn'J'flm\l(Sampling) n1'VI'W~

"t~m~'fln~'lJ1V11~~::;~'lJn~1\1~'WI.1Jt~ul-nn~~t;l'J'fltl1\1~'flU~::;24 wl1n'lJ 85 ~'W"1I'fl\l'Wun\l1'W~ .
"

~::;~'lJ'lJ1V11~Vi'\IV1~~

I I I" '"

L~~\Iil'flV11-n'Wmnii'lJ~'J'lJ~'J~.jf'fl~~L~'flm~~n'jj'11'W~f\ltl~'fl LL'lJ'lJ~'fl'lJm~L:n\l~1~'J'"l~

L~mn'lJ~::;~'lJ~::;~'lJ~'J1~~~L~'W"1I'fl\l'Wun\l1'W~::;~'lJ'lJ1V11~'lJ1~ ~'fl~Lnrn-1J1;~t'fl~~ (1J~::;L'VlPlI.'Vlu)

~1n~ ~il ~'fl11'"lr.ru~ri'fll~ Ln~~'J1~~13-l1~tll'WmnL~\I-n'W"1I'fl\lfi~n'"li\ll 'WU'"l'"ltl'WLL~::;'fl'W1~rn••
"t~mLtJ\I'fl'flmtJ'W3 rn'fl'W~\Itl
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.••• ~I """, "j;'!'fI'IJ'VI 1 LlJ'IJ Lb'll 'lI ~'fI 'lI t113J"lI 'fI3J ~ ~ n 'tt{u~~'J 'IJ 'lI fI fl ~ "lI'fI.:I I:Jj;'!'fI'lI LL'lI 'lI ~ 'fI 'lI t113J.......
~~ mj'CU:;~1 m3.J~H' LU'WLL'lJ'lJ~'el'lJt:113.JLL'lJ'lJVI~1tJ [?]')L~'eln

.••• ~I " .••• "" .•••• a "" .•.•4 ,
j;'!'fI'IJ'VI 2 LlJ'IJ Lb'lI1.J~'fI'lI t113J"lI'fI3J~Ln!l'J n'll f1'J13J fl 111L'\II'IJ"lI'fI.:I'V'l'IJ n.:l1'IJ 'VI3J 11I'fI...

,j~~!Ivl ri'fl "L~Lii 111f1'J13J~13J1'iti "L 'IJ n1'iLL"li.:l-n'IJ {U ~t11'IJ n1'inAif~~,r'IJ LL~~.v1fl1 111'\111.:1•
"L'IJ'fI'lJ1flj;'!

"(Likert's Scale) Lt1m'l·il\ncu"Yli. 'Wn1~n1V1'W~~:;~'lJ f1:;LL'W'W~-:Jtl

4
,

",!V I.c::..

f1:;LL'W'W5 V13.J1tJt:1-:J LV1'W~'JtJ'elm-:JtJ-:J
4 G "f1:; LL'W'W4 V13.J1tJt:1-:J LVI'W~'JtJ

f1:;LL'W'W3 4 hImJ'l '"lV13.J1tJt:1-:J

fl:;LL'W'W2
4

12JL~'W~')tJV13.J1tJt:1-:J

f1:;LL'W'W1 V13.J1tJ~-:J 12JL~'W~'JtJ'el£h-:J~-:J

.••• " " .••• ""_"1 "" .•••• "L" .•••.
j;'!'fI'IJ'VI 3 "lI'fI L~'IJ'fILL'IJ~"lI'fI.:II:Jj;'!'fI'lI LL'lI'lI~'fI'lIt113J Ln!l'J mJ lJ~~!I'V1 n'fl '\II Ln 111...

"l • QJ Q.I 4 .caI_ I 0) I cv .Q..

fl'J13J~13J1'iti ••'lJn1'iLb"ll.:l"ll'IJj;'!'J'fI'IJ 6] 'VI3JI:J~j;'!'fIfI'J13J~13J1'iti ••'IJn1'iLL"lI.:I"lI'IJ"lI'fI.:In~n1'i

~ ~ n'MCU:;~1 m3.J~'\,ojf LU'WLL'lJ'lJ~'el'lJt:113.JLL'lJ'lJU~1tJ bU~

~~n'M11~'Vl ~~'el'lJfl'J13.Jt:1n ~'el-:J"lJ'el-:JLfli'el-:Jij'el (validity) LL~:;n1~I?I~'J'"l~'el'lJ f1'J13.J'l.h L~'el~'el~ ~
, "

"lJ'el-:JLfl1'el-:Jij'el~n'M1 (Reliability) ~-:Jtl
I

3.1 n1~I?I~,)'"l~'el'lJfI'J13.Jt:1n~'el-:J"lJ'el-:JLfl1'el-:Jij'el (validity) L~tJ~~n'M11~U1LL'lJ'lJ~'el'lJm3.J~ ~
d i.I J' 0 I cr'd_ f.! II !I A .J 0 ~ i/.Qj !V

'Vl~~-:J"lJ'W'W1L~'W'elI?l'el'el1'"l1~tJ'Vlu~n'M1 f1'WfI,)1'el~~:; L~'el'Vl1n1~I?I~'J'"l~'el'lJ LL~:;LLnb"lJ'tV13.Jf1'J13.Jt:1n 1?I'el-:J~
d ••. J' .

L'VltJ-:JI?I~-:JL"ll-:JL'W'elVl1(Content validity)

3.2 U 1 LL'lJ'lJ~'el'lJm3.J~1~ftJ~1 LL'W:;U1 LL~:;LLm "1J'"l1nm'"l1nr~mn'M1 ~'WfI~1~M:;

bL~'J't ~~'Vl~-:Jfl CU'J~'Vl1-:J ~1'Wn1~'lJ1V11~fi~n'"l'"l1 n'el-:J,",n~L'eln"Jl'WI?I~'J'"l~'el'lJ Lfl1'el-:Jij'el L~'elU13.J 1uf'lJtl N
" q q q q

~"J' d't "LLnb"lJ~1'WL'W'elVl11l1'M1'Vl "ll

3.3 U1LL'lJ'lJ~'el'lJm3.J1uvhn1~'Vl~~'el-:JH' (Try out) n'lJn~3.J[?],)'el£h-:J ~'W1~LLri wwn-:J1'W

"~:;~'lJ'lJ1V11~'lJ1';'Vl f1'el~Lnl?l-U1~3.JL'el~~ (U~:;L'Vlfll1'VltJ) r.hnt11 ~1'W'J'W 10 ~1tJ V1~-:J'"l1n,r'WU13.J1
" , ,

Uf'lJUN LLm"lJLL'lJ'lJ~'el'lJm3.J~n f1f-:J L'¥i'el'tonLU'W LL'lJ'lJ~'el'lJmuVi~3.J'lJnu
q ~

'" I I I

3.4 '"l1 mr'Wu 1-n'el3.J~V11~'"l1 mL'lJ'lJ~'el'lJ m3.J3.J 1';j LfI~1 :;.JVl1 fD11f1'J13.J L~'el~'W ~'JtJ';jfiVl1~
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" "Lt'lU~ 'l b-w'Wn'l nu'Wi'WlweJ'W~\lU
" ,

4.1 bb'OlnmJ'lJ~'eJ'lJm~~'l'W,)'W100 1t'l 1.~n~~~,)'eJih\l ~\lbbj;]rj''WVi1-31 n~n!J'lfl~ 2546

4.2 bfi'lJ~'lJ~~bb'lJ'lJ~'eJ'lJm~n~'lJ~'W~'l 85 'UU'lJf.it'lbu'Wffiu~::;85 "lI'eJ\lbb'lJ'lJ~'eJ'lJm~

II II '" I

V(\lu1~vh n'lnn'lJ~,)'lJ~,)~']'eJ~~ll'lfl~'W'l~ ~\l bbj;]rj''WVi1 - 31 ~\l~'l fl~ 2546
'lJ

5.3 oW 'l.Jf'eJ~~~1~m bM'l::;,f ~')U';)fi'Vl'l\lfl~ ~Lt'lUHhJmn ~~ fl'eJ~Yi')bl9l'eJf~'l b~'Ol~1J'lJ 'lJ

"n'l ~';)bfl~'l::;,f']'eJ~~1~ ~'l b-W'Wn'l~~\lU
'lJ

Ul'el'Ll.vt 1 Lii'Ll LLtltl~'eltl {I'l3J,r'el3J~;m~tu::'ll1'Ll~1".l1'el'UrUl'eltl LLtltl~'eltl {I'l3Ju u

iJ~m~ru::; ~'l m~~1. -ifbU'Wbb'lJ'lJ~'l m~~~'lU ~') b~'eJn'Ol::;vh n 'l ~';)bfl~'l::;,f

;'eJ~~ Lt'lm~'W'eJbU'Wl9l'l~'l\l~'lrhffiu~::; bb~::;n'l~bb'Olmb'Ol\lfl,)'l~~bb~t'l\lltjl'Wl9l'l~'l\l~ 4.1 19l'l~']'eJ~~'lJ 'lJ
, •..

~,)'W'lJflfl~"lI'eJ\l~l9I'eJ'lJ~'lJ'lJ~'eJ'lJ~'l~
q 'lJ

••• ~I •.•••• IV •••• fZ IV.d ••• ,

Ul'el'Ll'VI 2 L1J'LlLLtltl~'eltl{I'l3J".lI'el3J~Lntl1 ntl ~1'l3J~~L'VI'Ll".ll'el.:J'W'Wn.:J'l'Ll'VI3J~'el
u

,j~~t1.vtri'el1. ••.•LnUl~1'l3J~'l3J1'i{l1.'Lln1'iLL-n.:J;J'Ll

iJ ~ n'Mru::;~'l m~~H bU'Wbb'lJ'lJ~'eJ'lJm~~ 'l19l~1J~::;~'lru~') bb'lJ'lJ~bfl1'vf

"(Likert's Scale) Lt'lu1.-ifLnru"Yl''Wn'l~ih~'Wt'l~::;~'lJfl::;bb'W'W~\lU
dl

,
fl::;bb'W'W5

a i.J I..c:tr.

~~'lU~\l b~'Wt'l,)u'eJm\lu..:J

fl::;bb'W'W4
dl Qi •..

~~'lU~..:J b~'Wt'l,)U

fl::;bb'W'W3
dl

hI bb't.\1.'Ol~~'lU~..:J

fl::;bb'W'W2
dl

hh~'W~')u~~'lU~\l

fl::;bb'W'W1
dl

hh~'W~,)U'eJih..:J~\l~~'lU~\l
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...a •.••.• ...a ••...•• "1 •••••• ...a, "I •••••••

j;l'flU'VI 3 ".lI'fIL~U'fI LLU~".lI'fI.:!eJj;l'fltJ LLtltJ~'fI1.Hl13J Ln!l'JmJ1J~''UI'VIn'fl b1)lLn j;l••
"Ii • Q.I Q.I.aI ...:::J4 'ea' Q.I oQ,

~13J1'at;l bun1'aLL".lI.:!".lIUj;l'J'fIU 1'VI3JeJ'aj;l'flfl'J13J~13J1'at;l bun1'aLL".lI.:!".lIU".lI'fI.:!n~n1'a

ili m~tt;lJ~~ 'H113J~1-n d:J 'l.lbb'IJ'l.HH1'IJm3.1bb'IJ'lJU~1 tJ b11~b~WJ n'lJ'vl f"1'l.l~.
,",'J13J~ ~ b~'l.lbVi3Jb~3J"1I'f)'l~ [;l'f)'IJbb'IJ'IJ~'f)'IJm3.I '"l~v'hm~~bm1~"Hr'f)3J~ t~tJ1-iY.ifi~~u ~m [;l13J~ 1 (9)'IJ

'lJ 'lJ q
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'U 'VI 'VI 4

~ ~ ,
m~~nM'1 ~'\..l""~I~M~b~~':j~~ bblJlJ~I~';1'"l""f~i1 1ffi b""~I~~']'f)~'&'lb~'f)b~'\..l'f)e.J'&'lm~~m~1

'lJ

Ul~~t'f)~yj (u~~b'Vl~hm) ~ln(?) t(?)~e.J'&'lm~~mj'1~lm~mb~n':jb""~I~Vl1~dJ'\..l 3 ~';1'\..l~~~'f)1U~

~';1'\..l~1 .]'f)~'&'li';11U
'lJ

~ ,
1'\..l~';1'\..li1'"l~bU'\..lm~':jb""~I~~.]'f)~~i';11u"lJ'f)~n~~l?l';1'f)~h~1~bbrib'V'l~ 'f)1~ ~~~1Jn1~

'lJ q q

4.1 -4.6

-ll'el3J~-k'Jl'I.J
OJ

b'rll'lf

']lIt]

Vl~~

1';13.1

'el1~•
~ln~1 25 tJ
25 - 34 tI
35 - 44 tI

~
45 tJ~'WhJ

1';13.1

39

46

85

o
38

31

16

85

45.9

54.1

100.0

o
44.7

36.5

18.8

100.0
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~ I n ~'l1nf1j f1j'H9i~

mf1jf1j1l?l1

mf1jf1jlbVl

mf1jf1jlb'f"ln

~'1bb'VIU..:I..:ITU

'V'lun,nuuljillim1

1'JJ-J

'fl'1 ~..:ITtll.'U ~'1 bb'VIU..:I..:I'1'UU'"l'"lU'U••
~ln~l 3 U
4-6U
7-9U
10 u~u1t1

I '" Q..I cv
'VI'U'J~..:I'1'Ul9I'U~..:In lPl

Vlf'V'lmmJ-Ju~u,
~ =' =

uf1j'1l/mn'lU/l?l1'J9~'f"lU

r.J~l?l/uljul1m1

m1l?l'ClIl'l/m1"l1ltJ

'fj4'tJbb'Cl-vrl?J,/Ul

bVlflbUb'Clm~11~UbVlf1
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12

20

53

o
85

9

3

36

20
17

85

25
27
3

30

85

9

13

6

51

3

3

85

14.1

23.5

62.4

o
100.0

10.6

3.5

42.4

23.5

20.0

100.0

29.4

31.8

3.5

35.3

100.0

10.6

15.3

7.1

60.0

3.5

3.5

100.0
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'"l"inlWW"i-:!~4.1 Y4U~"i n~~~'d'flEh-:!Y4oJ'n-:!"i'WUt';'Vlrl'fl~bnl9l-1h~~t'fl~yj (i.J~~L'Vl~l'VltJ)•
~"iri(?) ~'d'W1vm.!LtI'WLY4~V!tlJ~~"i'W'd'W46 rl'W ~(?)LtI'W~'fltJ~~54.1 LL~~LtI'WLY4~"Jl"itJ~"i'W'd'W39 (P)U

~(?)LtI'W~'fltJ~~ 45.9

n~~~'d'flEh-:!Y4,rn-:!"i'Wu1~rl'fl~bnl9l-i.J"i~~t'fl~yj (i.J~~L'Vlf'111'VltJ)~"iri(?) ~'fl"itJ 25-34 11••
~"in~~(?) ~"i'W'd'W38 rl'W ~(?)LtI'W~'fltJ~~44.7 ~'fl-:!~-:!~"iHfLLri'fl1tJ 35 - 44 11 ~"i'W'd'W31 rl'W ~(?). ,

'"
LtI'W~'fltJ~~36.5 LL~~'fl"itJ 45 1I~'Wli.J ~1'W'd'W16 rl'W ~(?)LtI'W~'fltJ~~18.8,

n~~~'d'flEJ"i-:!Y4,rn-:!"i'Wut';'Vlrl'fl~Lnl9l-i.J'l~~t'fl~yj (i.J~~L'Vlf'111'VltJ)~"iri(?) ~m~~m~n,

~~~uuhunnt'Vl~"in~~(?)~"i'W'd'W 53 rl'W ~(?)LtI'W~'fltJ~~62.4~'fl-:!~-:!~"iHfLLrie:r~~m~~mn~~~u
~ ~ q ~

mruru"i19l1 ~"i'W'd'W20rl'W ~(?)LtI'W~'fltJ~~ 23.5 LL~~~m~~mj'''i~''in~''i~~~umruru''i19l1 ~"i'W'd'W
QI QJ QJ OJ

12 rl'W ~(?)LtI'W~'fltJ~~ 14.1

n~~ ~'d'flEJ"i-:!Y4,rn-:!"i'WUt';'Vlrl'fl~Lnl9l-i.J"i~~t'fl~yj (i.J~~L'Vl~l'VltJ) ~"iri (?) LtI'We:ru1V!"i~, ~
,

~~~U~'W~"inVl~(?) ~"i'W'd'W 36 rl'W ~(?)LtI'W~'fltJ~~ 42.4 ~'fl-:!~-:!~"iU1LLrie:rUtV!"i~~~~Un~"i'l, ~

n~~~'d'flEJ"i'lY4,rn'l"i'Wu1';'Vlrl'fl~ Lnl9l-'Lh~~t'fl~yj (i.J~~b'Vlf'111'VltJ) ~"iri (?) :W'fl"itJ1'W, ,
'" ,

~"ibLV!tl'l'l"i'WU'"lt;nr'W10 tJ~'Wli.J~"inVl~(?) ~"i'W'd'W 30 rl'W~(?)LtI'W~'fltJ~~35.3 ~'fl-:!~'l~"i ~'fl"itJ1'W,. ,

~"i'W,)'W 3 rl'W ~(?)LtI'W~'fltJ~~ 3.5

n~~ ~,)'flEJ"i'lY4,rn'l"i'Wu1';'Vlf1'fl~ Lnl9l-i.J"i~~t'fl~yj (i.J~~L'Vlf'111'VltJ)~"iri (?) ~')'W1V!~

i.J5~-:!"i'W~"itJm~l9lm(?) I m~"itJ ~"i'W,)'W51 rl'W ~(?)LtI'WffitJ~~ 60.0 ~'fl'l~'lm~"imr'1!~ I m~~'W I

19l~'d'"l~'flU~"i'W,)'W 13 rl'W ~(?)LiJ'WffitJ~~ 15.3 ~"itJ'VlfY4mm~'WmJ ~"i'W,)'W9 rl'W ~(?)LiJ'WffitJ~~•
10.6 ~"itJe.J~l9lI i.J5llilm~ 9"i'W,)'W 6 rl'W ~(?)LiJ'WffitJ~~ 7.1 ~"itJ~9mL~~~~'W"i~L'Vhriu~"itJ

L'Vlrlt'Wt~U~"i~~'WL'Vl~ ~"i'W,)'W3 rl'W ~(?)LtI'WffitJ~~ 3.5
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~'J'U.y12 iJ"'Iqtl.y1rirel "\,~bn ~lPl'J13-1~13-11'it;l"\,'Un1'ibb,j.:J;r'U.y1~n1/itl.eNbb~~,jil~"'I~.:J

"\,'UiJ"'I"'ItJ'U
q

" ,
n 'l J'~ Ll"1n~Vl1 'W~':l'W'ili:J~~ m.h~~-:J f01LVi'f)~ m~n l"1':l'l6-J~ (9lL~'W"1I'f)-:J'V'lun-:J'l'W J'~ ~'jJ'jJ1V1'l J'

q

'jJ1MVl l"1'f)mn~-iJ'l;6-Jb'f)~yj (iJJ'~LVlPll:vltJ) ~'ln(9l L~~':ln'jJU'"l~~r;i'l-:J 1 ~r1'f)1.~Ln(9ll"1':l'l6-J~'l6-J'lJ'~

1.'Wn'l J'LL"ll-:Jofl'W~i:JmJ'H LL~~iJlJ~'"l1-:J 1.'WU'"l~iJ'W~'l'f)~1. 'WJ'~~'jJ1.(9l

2.1 ,j~4'!I;lri'eli. ,"bn ~ 1"111:lJ~1:lJ1~r;li. t.l n1~bb"li.:J-nt.l;lijn1~i.,rbb'tl~'l.JD~~i.:Ji. t.l

2. 2 ~~ ~'lJ 1"111:lJ f,l ~ b~t.l"ll'el.:Jvnr n.:J1t.l~~ ~'lJ'lJi'lJl1~v1ii I?i'elii'~4'!Iv1 ri 'eli.~b n ~
1"111:lJ~1:lJ1~r;li. t.l n1~bb"li.:J;rt.l"ll'el.:J'el.:J~n1~ i:JJ''l~~~L~~ (9l~-:J~

1.00 -1.80

1.81 - 2.60

2.61 - 3.40

3.41 - 4.20

4.21 - 5.00

mmiJ~t:J~

'f)-:Jf01nJ'i:J l"1':l'l6-J~ (9lL~'Wr;i'f)U'"l~~~~-:J t:J~

1.~ Ln(9ll"1':l'l6-J~'l6-J'lJ'~1.'Wmm"ll-:Jofl'W"1I'f)-:JnJ'n'"l
q

,
1.'WJ'~~'jJ ~'l6-J'ln

'f)-:Jf01nJ'i:J l"1':l'l6-J~ (9lL~'Wr;i'f)U'"l~~~~-:J t:J~

1.~ Ln(9ll"1':l'l6-J~'l6-J'lJ'~1.'Wmm"ll-:Jofl'W"1I'f)-:JnJ'n'"l
q

1.'WJ'~~'jJ ~'l

'f)-:Jf01nJ'i:Jl"1':l'l6-J~(9lL~'Wr;i'f)U'"l~~~~~t:J~ 1.~ Ln(9l

l"1':l'l6-J~'l6-J'lJ'~1.'Wmm"ll~ofl'W"1I'f)~nJ'n'"l
q

1.'WJ'~~'jJiJ'l'Wn~'l~

'f)~f01nJ'i:J l"1':l'l6-J~ (9lL~'Wr;i'f)U'"l~~~~~ t:J~1.~ Ln(9l

l"1':l'l6-J~'l6-J'lJ'~1.'Wmm"ll~ofl'W'lJ'f)~ nJ'n'"l
q

'f)~ f01nJ'i:Jl"1':l'l6-J~(9lL~'Wr;i'f)U'"l~~~~~t:J~ 1.~Ln (9l

l"1':l'l6-J~'l6-J'lJ'~1.'Wn'lm"ll~ofl'W'lJ'f)~nJ'n'"l
q

", ,
b(9lUrn'V'lJ'':l6-Jn'lJ'~ Ll"1J''l~Vl1'W~'J'W'ili:J~~~iJJ'~~~ f01LVi'f)~m~n 1i~Jl'l'V'lJ'':l6-J"1I'f)~U'"l~~~r1'f)1.~

q

Ln(9ll"1':l'l6-J~'l6-J'lJ'~" 'Wn'lJ'LL"ll-:Jofl'W~i:Jn'lJ' HLL~~iJlJ'jJ1l'"l1~ 1.'Wi1'"l~iJ'WLL'jJ'jJn~'l~1 ~~ LL~(9l~1~~~J''l~ ~~ L~~ (9l

1'W~'lJ''l~~ 4.2



59

l?l1n-:J~ 4.2 U'"l~rJ~ n'el1'IXLn~fl'J1~~1~1J'bl hm1JLL'lJ-:J-li\J~iJ mJ' 1 -if LL~~1JlJllil'"l~-:J 1 'W

U'"l"'lu'Wt~Wl1'1"lJ''J~

U'"l~rJ~n'el1 ~ Ln~ fl'J1~~1~1J'bl1 'Wmm'lJ-:J-n'W

~iJ mJ' 1-if LL~~1JlJllil'"l~-:J 1'WU'"l"'lu'W

1. ~1'W~~mrPl,r /~'Wfin'"llLih'VI~1rJ

2. ~1'Wn~rJ'Vltf'Vl1-:Jmm'lJ-:J-n'W
q

" '" •..
4. ~1'W'J f?J.J'WfiJ'J'~'el-:JflmJ'

5. ~1'WlJJ'J'm m PlmJ';11-:J1'W/e.J~ l?l'el'ULL'Vl'WILLN'"l-:J1'"l
'"

x

3.9200

3.7388

3.2141

4.0659

3.7275

3.6918

3.8344

4. 1559

4.1224

3.9392

3.7529

3.8212

3.9853

3.9206

3.8418

S.D.

.556

.616

.622

.563

.468

.480

.538

.543

.550

.625

.717

.455

.598

.447

.437

J'~r;llJfl'J1~

A~L~'W

'"l1nl?l1J'1-:J~ 4.2 'I"llJ~1'1"l,rn-:J1'WlJ~';'Vlfl'el~Lnl?l-1J1;~t'el~~ (1JJ'~L'VlPl1'VlrJ) ~1n~

~ 'J'Wb'VIrki L~'W~1U'"l~rJ ~1-:Jl ~iJ mJ'b -if LL~~1JlJllil'"l~-:Jb 'WU'"l"'lU'Wn'elb~ Ln ~ fl'J1~~1~1J'blb 'WnlJ'

LL'li-:J-n'Wb~W11'1"lJ',)~'eltJb'WJ'~r;llJ~-:J iJrhL'U~m'VhnlJ 3.8418 ~'J'WL~rJ-:JLlJ'W~1l?lJ'~1'WL'VhnlJ .437
'" '" ~

LL~~L~'el~'"l1J'n,nU'"l~rJb'WLL~~~~1'W1Jnn!J~1 U'"l~rJ ~1'WL'Vlflt'Wt~~~1J'~'WL'Vl PI L1J'WU'"19rJ~~ n1J'

bonLL~~1JlJllil'"l~-:J b 'WU'"l"'lU'W~n'el1'IXLn~ fl,)1~~1~1J'blb'WmJ'LL'lJ-:J-n'W~1n~~ ~ J''el-:J~-:Jm1~LLn U'"l9rJ

Jh'WmJ'e.J~ l?lLL~~mJ'lJ~mJ' ~1'Wr)f?J.J'WfiJ'J'~'el·~r1nJ' LL~:;Jh'WmJ'l?l'ellJ~'W'el-:Jm1~~-:J'I"l'elb '"l"JJ'el-:J~n ~1
'"
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2. 3 U'"l~!Iv1ri'f1i.'lKbn 19l Fl'J13-1~13J1'atli. 'Wn1'abb-n .:I-n'Wv1ii n1'ai.-Kbb~~tJilllii'"li.:li. 'W
U'"l'"l,J'Wi. 'Wbb~~~~1'W•

11'Ol~rJ~ ri 'f)b ~ bn tnrl'Jl:iJ ~ l:iJl~blb 'Wn1 ~bb"1i'l-n'W~iJ n 1 ~b-nbb~~iJl1t1~'Ol1'lb 'W

U'Ol'1t1'W~'lmh'Jolfl'llif'W(11l1~1'l~ 4.2) ~1:iJl~bl~'OlI~~knU'Ol~rJl?ll'l lb'W~lrJ~~b~rJtn"lJ'f)'lbbl?l~~~h'W

"lJl ~'li:t

2.3.1 pj1'lJ~~tJnpfUW'lJfin~ u~:;dhVi~1tJ

n! ~rJbrln ~V1''W~'J'W~iJ~l1lbliJ~~~'l~b~'f) ~m~1 rl'Jl:iJ ~ tnb~'W"lJ'f)'l~ifml'W
q

11l1~1'l~ 4. 3 U'Ol~rJ~ri'f)b~Ln tnrl'Jl:iJ~I:iJl~blb 'Wn! nL"1l'l-n'W~iJn1~H LL~~iJl1llih1'lb 'WU'Ol'1t1'W

Jll'WrJ~mil,",u ~'Wnn'Ol bL~~LiJ1V1~l1rJ

1. lJ1';'Vl"lJ'f)'l'V11'W1JlihVl'WtnrJ~mil,",u/Il1~n'Ol!LiJ1V1:iJlrJ

lJl bln lif'f)'lLL~~LVI:iJl~~:iJ[?l1:iJ~Jll'J~Lb'Jtn~'f):iJn!nb"1l'l-n'W
"

2. lJ1';'Vl"lJ'f)'lvll'WbDtn'l'f)n1~b~'Vl1'WiJ~'J'Wi'J:iJb'W

n!~nlV1'WtnrJ~rJ~,",u / Jll~n'Ol bL~~LiJ1V1:iJlrJ

3. lJ1';'Vl"lJ'f)'l'V11'Wm~rJ~ ,",u/ Jll ~n'OlLb~~ biJ1V1:iJ1m u'W

~ bolflb 'Olbb~~flJ¥"lJ'f)'llJrl~lm'Vl n ~lrJ
"q q

x

4.1059

3.0353

3.6824

S.D.

.859

.851

.790

4.41184. bbe..J'W'lI'Wb'WVltJ'JrJ'lI'W"lJ'f)'l'Vl1'WiJml:iJ ~:iJ~'Wfi

n 1 n~'f):iJ 'lrJ'l nlJ biJ1V1:iJ1rJ"lJ'f)'llJ1';'Vl

5. rJ~rJ~ ,",u / Jll~n'Ol bb~~bU1V1:iJlrJ"lJ'f)'llJ1';'VliJ~'J'W6Jl'JrJ 4.3647

3.9200

.563

.670

.556
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,
'"ilnlW1~1-.:JV1 4.3 '\AlU~I'\Al'l!n-.:Jl'WU~';'Vlfl!l'CHn(?J-iJl;~b!l~~ (iJ~~l'Vlpj1'VltJ) ~lfli?l

~'d'W1V1bkh~'W~lih~tJ~I'W~~m~"pju / ~'WDn'"i / lU1V1~ltJ~iln!~1-nll~~iJ{j'l1~'"i~-.:J1'Wi1'"i"pr'W

ri!l1~lni?lfl'dl~~I~I~bl1'Wm~ll"ll-.:J-n'W bi?ltJ~'d~!ltJ1'W~~~u~-.:J il filVu~mvhflU 3.9200 ~'d'Wl~tJ-:) lU'W
OJ OJ

~1 (?J~~I'Wl'Vh flU .556 bb~~b~!lY1'"iln1..ni1'"i~tJ1'W~ltJ~~b~tJ i?liJnn!)~1 '\Al'l!n-.:Jl'W~'d'W1Vlb1.!b~'W~1

bb[:.J'W-.:J1'W1 'WVltJ'dt.I-.:Jl'Wilf1'dl~~~~'Wfil~!l~ btJ-.:JflU lU1V1~ltJ"lJ!l-.:JU~';'Vl~1 n~~ i?l ~!l-.:J~-:)~ll~'W~1•

2.3.2
~ ~ B ~

Pl1'IJn ~ EJ 'Y1 fi 'Y11,m 1 'l££ 6jJ.:J6jJ 'lJ•
n! ~~ bfl~1 ~Vl1'W~'d'W~il.r (?JbliJ~~~-.:J~b~!l Mmj'1 f1'dl~ 01i?lb~'W"lJ!l-.:J'\Al'l!n-.:Jl'W•

, ,
ll~~n!~'dl-.:Jbb[:.J'Wn~tJ'VlD ~-.:Jll~i?l-.:J1~~-.:J~ltJ~~l~tJ~1'Wm~I-.:J~ 4.4•

,
"" , •..

b'\Al!ln!~bb"lJ-:)"lJ'W

2. U~';'Vl"lJ!l-:)Vl1'Wil n! ~iJ fu biJ~tJ'Wn ~tJ'Vlfil ~~!l i?lf1~!l-.:J•

"lJ!l-.:JVl1'W

5. U~';'Vl"lJ!l-.:JVl1'Wilbl[:.J'WiJ{j~ n! ~~ ~ 1~1 ~blU 1 n ~ ~'Vlfi

~ 1 ~ 1 bn'Wn! ~1~!lU l-.:JiIiJ~~~'Vlfi [:.J~

x

4.1294

3.7529

3.7529

3.4471

3.6118

3.7388

S.D.

.828

1.011

.785

1.075

.757

.616

~~~UfI'dl~

01i?lb~'W
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,

"'lrlnI?l1:i'1'lVl 4.4 'V'lU~1'V'l,rn'l1'Wu1';\''lr1'el~bnl?l-lh~~b'el~~ (iJ:i':;b'Vlf'l1lvltl) ~1fl(?l

~ 'J'WbVIb1Jb~'W~1if"'l~tJ ~1'Wn~t.J'Vlfi'Vl1'ln1nb"li'li'W~nn1:i'b-nbb~:;iJ5mi"'l1'lb 'Wif"'l'1U'WrI'elbiXbn(?l

r1'J1~~1~1:i'b1b 'Wn1nb"li'li'Wb(?lm'J~'el~b'W:i':;~U~'l nri1 b'U~mvhnu 3. 7388 ~'J'WbntJ'lbU'W
'lJ 'lJ

~11?l:i'j1'WbVl1nU .616 bb~:;b~'el~"'l1nl.,nif"'l~tJb'W:i'1tJ~:;b~tJ(?liJ:i'1n{)~1'V'l,rn'l1'W~'J'WbVlb1Jb~'W~1

U1M''VlbiXm1~ ~ 1~ ru flU n1:i'~ ~1'l n ~tJ'Vlfib~'eln1nb"li'li'W~1 n~~ (?l :i''el'l~'l~1 b~'W~1u1M''Vlnn1:i'
'" q q

" ,
n1:i'~ br1:i'1:;Vl1'W~'J'Wi1nr)I?lmh:;~'l ~bYl'elMmn r1'J1~A (?lb~'W"lJ'el'l'V'l,rn'l1'W

q

1?l1:i'1'l~ 4. 5 if"'lr.rtJ~r1'elbiXbn(?lr1'J1~~1~1:i'b1b'Wn1nb"li'li'W~n m:i'H bb~:;iJ5u&1"'l1'lb'Wif"'l~u'W
2/ <j' 9.; ~

(?l1'Wbr1:i''l~:i'1'l'el'lr1n1:i'

1. br1:i''l~¥1'lU1M''Vl''lJ'el'lVh'Wnr1'J1~i(?lb'''l'Wbb~:;dj'W~

b"ihb"'l"lJ'el'l'Vln~1tJ
q

2. u1M''Vl''lJ'el'lVl1'Wnm niJ~ tJ'WbbiJ~'l br1:i''l~¥1'l"lJ'el'l

'el'l~m:i' b~n r1'J1~r1~'el'l~'Jbb~:;~(?lVl~'W'el~1'l~~1b~~'el
q

, "
3. u1M''Vl''lJ'el'lVl1'Wn'WbtJU1tJVl"'l:;iJfu 1'el:i':;UUU~u&1'l1'W

bb~:;ufu'el'l ~ m:i' b~n"lJ'W1(?lb~n~'l

4. u1M''Vl''lJ'el'lVl1'Wn'WbtJU1m iJ'Wm :i'm:;"'l1tJ~1'W1"'l

bb~:;b~~1'W1"'lb'Wm:i'~(?l~'Wb"'lnU~u5u&1'l1'W

5. u1M''Vl''lJ'el'lVh'Wnm:i'ufu~1tJU'l~UUq)"ll1btl'W

"bb'W'J:i'1UbiX~'W~'l

x

3.6353

3.5882

2.5176

3.2706

3.0588

3.2141

S.D.

.962

.917

.811

1.138

.822

.622

,
o

I?l1
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,
'"l'lfl(W1J''l~.y] 4.5 ~1J~'l~,rn~'l'W1J1ir'VH4tl~bnl?l-lh~~btl~~ (lh~b'VlP\l'VltJ) ~'ln(?)

~ '"J'Wb~ t1i b~'W~ 'l U'"l{t.J rJ\ 'l'WbflN~~'l~tl~ roln 'l J'~ n n 'l J'b-n-bb~~ulJ1J~'"l1~ b'Wu'"l'"j1J'Wn'tlb iX bn (?)

fl'"J'l~~'l~'lJ'b1b'Wn'lnb"Jl~-n'Wb(?)t.JJ''"J~tl~b'WJ'~~1Ju'l'Wnm~ nro1'lVu~m'Vhn1J 3.2141 ~'"J'Wb~~Nb1J'W
'"

~ 'l1?lJ'~'l'Wb'Vhn1J .622 bb~~bdtl~'"l'lJ'bI..l'lU'"l{t.Jb'Wnt.J~~b~t.J (?)UJ''lnf'l~'l~,rn~'l'W~'"J'W b~rub~'W~'l~ ~ ~

bflJ'~~ h~1J1i''Vln fl'"J'l~-n(?)b'"l'Wbb~~bll'W~b-n'lb'"l"lltl~'Vln ~'lt.J bb~~1J1i''Vlnn'lnU~t.J'WbbU~~ bflJ'~~~'l~
q

2.3.4
"" .

P/1 'U 'JVJI'U fi 'i'i3J'iN fin 1 'i.. ,
n'lJ'~ bfln~~1 'W~'"J'WUn.rI?lblUJ'~~~f01b~tl~mn fl'"J'l~~ (?)b~'W"lItl~~,rn~'l'W

q

1. 1J1';'Vl"lltl~'Vh'Wn1'W-I'WfiJ'J'~ (bb1J1Jbbe-J'Wfl'"J'l~UJ'~~~~

"lItl~1J1';'Vlb(?)t.JJ''"J~) bll'W~t.Jtl~~1Jbb~~b-n'lb'"l"lltl~'Vln ~'lt.J
q

"::::"Q,I I ~Q/ 0 I Q/

2. 1JJ'~'Vl"lltl~'Vl'l'W~'"JW-I'WfiJ'J'~"lItl~n'lJ''Vl'l~'l'WJ''"J~n'W

bll'WVl~~'l'W

3. 1J1';'Vl"lltl~vi'l'Wb1J'Wn'lJ'~¥'l~1'W-I'WfiJ'J'~n'lJ'~t.J'W~
'"~

"lItl~tl~fln'lJ'

4. 1J1';'Vl"lltl~vi'l'Wb1J'Wn'lJ'U~1JUJ'~bbm"lln'l J'vl'l~'l'W
q

, ,
I I..::!I 0

tlm~ I?ltlb'Wtl~~~'l b~~tl

5. 1J1';'Vl"lltl~vi'l'Wb,xm'l~~'l ~ t1J n1J~ W-I'WfiJ'J'~~b1J'W

x

3.8941

4.2824

3.8353

4.0000

4.3176

4.0659

S.D.

787

..590

.670

.831

.676

.563

J'~~1Jfl'"J'l~

~(?)b~'W
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,

"'llnmdl~-Vl 4.6 'V'liJ~IYnrn'nwiJ111'Vl~~lcHnl?l-lh~~b~~yj (lh:;b'VlPl1'VltJ) "hfll?l

~ ';l'Wb~fki b~'W~IU"'l~tJ ~1'Wrr w.J'Wfidd~~~ f1nd-VliJn1db-K bb~:;UD"r~"'l1~b 'WU"'l~"r'Wri~ b'IXbn 1?l~';l1 ~

~ 1~ ldblb 'Wn1 dbb6Ji~-n'Wbl?ltJd';l~~~b 'Wd:;~iJ~~ iJ rll b'U~tJb'vh fliJ 4.0659 ~';l'Wb~tJ~ biJ'W~ll?ld~I'W
'" '" 0.9

b'Vl1fliJ .563 bb~:;b~~~"'lldrulU"'l~tJ1 'W:ntJ~:;b~tJ I?lUdl n£l~I'V'lUn~I'W~';l'W1 ~ fkib~'W~1 iJ111'Vlb~
, ,

OQ,.'lVQ/ &::119.1 9.1 2.1 a::J

~';lI~ ~ 1 ~ ill niJ';l w.J'Wfidd~'Vl b'W'W~ruf11'V'l bb~:;n1dl?l~iJ~'W~~ ~';lI~ I?l~~ n1 d"1l~~ ~ n ~ 1~1 n'Vl~ I?l
01 q cu q

d~~~~~1 b~'W~ 1 iJ111'Vl~rr w.J'Wfidd~"1I~~n1 dv11~1'W:h~ fl'WdJ'W-Vl~ bb~:;bU'Wn1 d~ tl~rrw.J'Wfidd~

2.3.5 pj'1'lJU'i'i£J1n1pfn1'i'Yh~1'lJCJiilWiJWL 'YI'lJ LLii::LL 'i~"N1~
'"" .

n1 d~ b~ d1 :;~1'W~';l'W.wiJrrI?lblUd:;~~ f1b~~ ~ mn ~';l1 ~ AI?lb~'W"1I~~'V'lUn~I'W
q

b~m fliJ n1 d~~I~ ml~~~~'Wfibb~:;ml~~I~ ~ Ad:;~~I~ ~1tJ I?l~~ 1?l"'l'Wd:;iJiJn1dr.l1tJ t:.J~l?l~iJ bb'Vl'W

dJ'W~'W ~~bb~I?l~H~~ntJ~:;b~tJl?lb'W1?l1d1~~ 4.7

1?l1d1~~ 4. 7 U"'l~tJ~ ri~ b'IXbn I?l~';l1~~1~1dbl1'Wn1m6Ji~-n'W~iJ n1d 1-nbb~:;UD1Thl"'l1~b 'WU"'l~"r'W

~1'WiJddmn1Pln1dv11~1'W t:.J~I?l~iJbb'Vl'Wbb~:;bbH'Nb'"l
'"

1. iJ111'Vl"1l~~'Vh'W1'IX~';l1~~1fibl.dfliJn1d~~1~iJddmn1Pl

b~~ n d:; ~'Wb'IX'V'lUn~1'WiJA';l1 ~ ~"1Ib'Wn1 dv11~ 1'W
q q

x

4.1176

S.D.

.905

,
Q,CV 1.::::1 Q/.<:::::l. .d:I 2.1 Q/Q/~

2 iJdjj''Vl"1l~~'Vl1'W~n1d'''ll?ln'''lndd~b'V'l~M1~~';l1~~~'V'l'Wfi 3.7176

bb~:;~';l1~~1~ ~ Ad:;~~1~ ~1tJ

.840

3. 'Vh'W1~fiJrl11?l~iJ bb'Vl'W~b~~1:;~~ bb~:;bU'Wfidd~ b'W

n1dUDiJ"i~I'W

4. iJ111'Vl"1l~~vi1'W~n1dUfiJ bU~tJ'WdU bb'JJiJn1d"'l~b'"l
'" '"

3.5059

3.3529

.811

.685

n 1 dv11~1'Wb~~ 1~~~I?l ~~~~ fliJ~f11';l:;n1n1r

5. iJ111'Vl"1l~~vi1'W~n1d';l1~bbt:.J'Wbb~:;n1~'W1?l b~n1~ri1';l~U1 3.6000

1 'Wn1dv11~1'W"1I~~'V'lUn~1'W~~1~-n I?lb"'l'W

.<:::ll.CV I ~ I I .di.l
6. iJdjj''Vl"1l~~'Vl1'W~d:;iJiJn1d'''l1tJ All?l~iJbb'Vl'W'Vlb'W'Wt:.J~~1'W 4.0706

d';l~ 3.7275

.710

.720

.468
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,

'"llnlW1~I'lVl 4.7 'V'liJ~I'V'nrn'lltiiJ1-,;''V1(P)'f)~lnl?l-'l.h'if~t'f)~~(u~::;l'V1~1'V1t1)~ln~

'6Ii'dti1VIb1.il~ti~IU'"l~t1 ~ltiiJ~~m m ~m~vll'llti/e.J ~ l?l'f)iJll'V1ti!ll~'l~'l1'"l~iJm~1-n ll~ ::;ulJu~h 1-'l

1tiU '"l'"lUi.lll'f)1,x In ~ (P)'dl~~I~IH11 tin1nl"ll 'l-ntit~tlJll'V'l~'d~'f)tJ1 ti~::;~iJ~'l iJ1"11Vu~t1l'vhniJ, ~ ~

3. 7275 '6Ii'dtil~mliJti~II?l~~ltil'VhniJ .468 ll~::;ln'f)~'"lI~tl.,nu'"l~t11ti~It1~::;l~t1~U~ln!J~1

'V'l1!n'llti'6li'dti1VIru l~i.l'i liJ1-,;''V11,x(P)'d1~ ~ 1 ~ ill niJ n1~~ fl'liJ ~~m n1 ~ l~'f)m::;~tit ~ 'V'l1!n'lltiiJ~ ~ ,

2.3.6 ~1'lJnn'M~n1'i'U~Vi1'i££~~1l1'J~eji,h
01

" ,
n1 ~~l(P)~1:;Vl1 ti'6li'dtii1iJ.rI?lb1u~:;~'l r1l~'f)Mm~n(P)"Jl~f.i1 19l1~ti"ll'f)'l'V'l1!n'llti,

"2. iJ1-,;''Vl"ll'f)'l'V11tiiJm~~ 19l~'lVl~'llti'"lln ~1t11Y11'l1

(cross function) ~~I~I~b1U~::;~lti'llti~:;VI~I'l ~1t1

"
3. iJ~"lI'f)'l'V11tiiJm~19l~'l'liJU~:;~lru 1tim~l?J-ltil

4. iJ1-~"lI'f)'l'V11ti1~ml~~Il"i bk!niJ m~~'lVl~'llti1 ti~:; ~iJ

ulJ~ m ~~iJre)1til'"ll~~ 1tim ~~19l~ti1'"l~ll Utim ~~lti1Y11'l1

(self-managing team)

5. iJ1-~"lI'f)'l'V11ti1~ml~ ~1l"iill1tim~~ ~1'lJll 'd:;~.wl"l1'f)'l~ ~

x

4. 1647

4.2000

3.4235

2.9412

3.7294

3.6918

S.D.

.614

.828

.730

.713

.662

.480

~::;~iJ(P)'dl~

f.i1 19l1~ti
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,

1Ol111IW1J"l'lVl 4.8 YiU~1Yi'l111'l1'WU1',;'YHo)'el~blll91-i.h6hJb'el~~ (i.JJ'~bYlf"11Yl~) ~1nC?l

~ 'J'WLVIb1.i b~'W~ 11h~~ ~ 1 'Willh"~ll1J'u1'Vl1nb~ ~Jl1'J~~U 1~iJ ll1J'Li bb~~i.Jl)1J~IOl1''1L'W1fIOl~1J'W
,

n'elL ~ bn C?lm1~~1~1J'~ L'Wll1nb"1i'l-n'WtC?l~Jl1YiJ''J~'eltJL'WJ'~~U~'1 iJA1 b'U~m'Vl1nU 3.6918
'lJ 'lJ

~'J'Wb~m bU'W~1191J'~1'Wbyh nu .480 bb~~b~'elViIOl1m .•nlllOl~~ L'WJ'1~~ ~b~~ C?li.JJ'111D~1Yitill'l1'W
," ,

~'J'WLVIb1.i b~'W~'J~VlU1',;'YliJll1J'~ C?I~'1Vl~'11'W1Ol111~1~ ~1'1 1 Vl~1~1J'~i.h~~1'W'I1'WJ'~VI~1'1 ~1~

bb~~ b~'W~'J~~U1'';YlL ~ r1'J1~~1 r1ill nUll1J'~~1'1Jl1'J~~U1~ bti'WVl~'11'W 191~'elC?l1Ol'WL~ r1'J1~~1 r1ill
~ 'lJ ~

2.3.7
IV

V/l'lJ fil Wil, 'tvLL~:m1~fil'J '1J fil ~•• " ,
ll1 J'fj br1J"l ~Vl1'W~'J'W\liJrJ 191~i.J J'~~'11"1bY1'elM llh"1 r1'J1~ ~ C?Ib~'W"lI'el'lYitill'l1'W,

,
bnm nu r1b1.\Jl1Yi"ll'el'li:J~ 191Jlb1.\syfbb~~U1'll1J' 191~'elC?I"'l'W'Wt~U1~ 191J''JIOl~'elUll1 J'U1'Vl1J''11'W dJ'W~'W,

1911J'1'1~ 4. 9 1f1Ol~~~n'elL ~ bn C?lr1'J1~~1~1J'~ L'Wll1nb"1i'l-n'W~iJ ll1J'Li bb~~i.Jl)~IOl1''1L 'W

1f1Ol1Ol1J'W~1'Wr1b1.\Jl1Yibb~~1l1 J'r1'JU r1~" ,

1. i:J~l91Jlb1.\.;jbb~~U1'll1~b1J'Wi:J~i:J~l91"l1'el'l'lJmyh'WiJ

r1b1.\Jl1YibiJ'W~~'el~fu"ll'el'l191~1C?IbC?l~~'J1i.J,
2. 'lJ1',;'Yl"ll'el'lYl1'WL,x r1'J1~~1 r1'11n'lJll1J'~ OO-J'W1

bb~~i.Jf'lJi.JJ''1 ~1'Wr1b1.\Jl1YiiltJ1'1 ~il b~il'l, ,

mVi b"l1'Wm~C?lmJ''1b1.\Jl1YitC?l~'el'lI"1J''J~ ( TOM), ISO, OCC

~1L-n
4. vh'W1~f'lJ~bb~~~~'Wrl 'W~1191J'~1'WJh'Wr1b1.\Jl1Yi~'lJ1'~

~ ~ ~ q

",0 ""

Yl1'Wll1V1'WC?I"lI'W

x

4.4471

42941

4.4706

3.4000

S.D.

.681

799

.628

.966

J'~~'lJWl1d~

~C?lb~'W
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..• ,
l?l'lJ'1'1'Vl4.9 (rwel)

ntOlm':i'~~1~'1!

6. i.J~';'Vl"1I'fl'lvl1'W~'WbtlU1t1l?l:i''dtOl~'flU fl1 :i'i.IhnN 1'W

'fltJ1'1LU'W:i'::;UULL~::;~~1L~~'fl

7. u1'i'Vl"lJ'fl'lvl1'Wb~~'d1~~1 ~'1!LL~::;U1L'Vl~U~

n1nh::;Ln'WLLUUi?l~t1Jl1y.j (Balance Scorecard, BSC),

~ 11fl'Wn1:i'i.h::;Ln'W

8. U1';'Vl"lJ'fl'lvl1'Wb~ ~'d1~~1 ~ '1!riUfl1:i'l?l:i''dtOl~'flU

,
.0:::9.0:::9 Q.Q.

L~:i''fl'l~'fl'Vl1'1~ rll?l

1O. U1';'Vl"lJ'fl'lvl1'Wb~~'d1~~1~'1!riUfl1:i'l?l:i''dtOl~'flU

LL~::;i.h::;Ln'We.J~ n 1:i'tStI'W~"lJ'fl'ly.j,rn'l1'Wb'W'fl'll"ln:i'
'lJ

11. U1';'Vl"lJ'fl'lvl1'Wb~~'d1~~1~'1!riUfl1:i'l?l:i''dtOl~'flU

LL~::;i.h::;Ln'We.J~fl1:i'~~1'1 ~bWfOhb~~ n ~1
, 'lJ

12. u1'i'Vl"lJ'fl'lvl1'Wb~~'d1~~1~'1!riUfl1:i'l?l:i''dtOl~'flU

LL~::;i.h::;Ln'We.J~fl1:i'~~1'1 ~bWfOhb~y.j,rn'l1'W,

x

3.5765

3.7765

3.7176

3.9529

3.7412

3.5647

3.5882

3.5647

3.7529

3.8344

S.D.

.836

.643

.734

.858

.819

.747

.712

.969

.937

.538

,
tOl1nl?l1:i'1'1Vl 4.9 y.jU~1y.j,rn'l1'Wu1';'Vl~'fl~Lnl?l-i.h~~b'fl~yj ('Lh::;L'Vl~l'Vltl) ~1rii?l

~'d'W1V1q,i L~'W~1iftOl~t1~1'W~bWJl1y.jLL~::;n1:i'~'dU ~~ ~~ n1:i'boifLL~::;U~,r~tOl1'11'WiftOl~,r'Wri'flb~

Lni?lm1~~1~1:i'rlb 'Wn1nL"li'lO]'Wbi?lm'd~'fltJb'W:i'::;~U~'1 ~ ~1 L'U~mvl1riu 3.8344 ~'d'WL~t1'1LU'W
'lJ 'lJ
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ISO ,QCC 3-11H'~1n~~~ ~'e)'1'tl'l~1l~'W~1~~ [?lJlruSY]ll'tl~u1-m~~dj'W~'tl~~[?l"lJ'e)'1u1-';vd:Jflru, ,

Jl1'V'ldj'W~t.I'e)~~U"lJ'e)'1[?l'tl1~b~t.li') 11J ll'tl~U1-';Vl'1.'IXfl,)1~~1 ~ ill flU m~~ w.J'W1ll'tl~mnJ~uiJ~'1~ ,

2.3.8 r;i1'tJL 'YIFI r 'tJrfi;jgf1~gf'tJL 'YIP(

m~~ lfl~1~Vl1 'W~')'W~iJrj'[?lbliJ~~~'1~l ~'e)~m~n fl,)1~ ~ ~ l~'W"lJ'e)'1'V'l,rn'l1'W,

[?l1~1'1~ 4.1 0 i1~~t.I~ri'e) 'l,xln~fl,)1;j.J~1;j.J1~b1'l'Wmm"ll'l-n'W~iJm~H'll'tl~iJl)llil~1-'1

'l 'Wi1~~'I1'W~1'WlVll"lb'Wb'tl~~1~~'WlVlM,

1. u1-';Vl"lJ'e)'1vh'WiJm~iJ~uliJ~t.I'W IT ~H1'Wm~

~1lU'W'I1'W'l'IX~'W~~t.I'e)r)1'1~~1l~~'e)

2. u1-';Vl"lJ'e)'1vi1'W~'e)'1~'1'V'l1lVll"lb'Wb'tl~~1~~'WlVlM(IT)

i.'Wm~~1lU'Wfi~n~'e)r)1'1~1 n,

x

4.0000

4.5176

4.0000

4.1059

4.1559

S.D.

.724

.629

.740

.690

.543

.
~1n[?l1~1'1V1 4.1 0 'V'lU~1'V'l,rn'l1'Wu1-';Vlfl'e)'tlln[?l-iJ1~~b'e)~yj (iJ~~lVlM1vlt.l) ~1n~

~ ') 'Wi.VICJJl~'W~ I'll ~ ~ t.I~ 1'WlVlflb'Wb'tl~ ~ 1 ~~ 'WlVlM~iJ m ~'l-nll'tl~iJl)'I1~~ 1-'1'l 'Wi1~,,'I1'Wri'e)i.'IXIn ~

m1~~1~1~b1i.'Wmnl"ll'l-n'Wb~t.lJl1'V'l~')~'e)r)i.'W~~~U~'1 iJri1l'U~mvi1nu 4.1559 ~,)'Wl~t.I'IlU'W
'lJ 'lJ

~1 [?l~~1'Wlvi1 nu .543 ll'tl~l~'e)~~1~ru1i1~~t.I'l 'Wnt.l'tl~l~t.I ~iJn nll~1'V'l,rn'l1'W~,)'Wi.VIru l~'W~1~ ~ ~

U1-';Vl~'e)'1~'1'V'l1lVll"lb'Wb'tl~ ~1~~'WlVlM'l'Wm~~1l U'WD~n~'e)r)1'1~1n 'e)r)1'1hf\ [?l1~U1-~Vlli.('Wn1~1.Jf,



2.3.9

69

IV ••••••

PJTUn1'JeJfi (;ILL~:m1'J'lJ'Jn1'J
" ,

mJ'';j bflJ''l~Vl1 'W~'J'W.wn~l?lm.h~~~ Ab~'fl~n'M'l fl'J'l~ ~ ~ b~'W"lI'fl~'V'ltin~Tw,

b~m flU fhK~mJ't:J~ l?lbb'Cl::1l1J'U'l b'Vlfl L'WL'ClU1l1J't:J~l?l/U11l1J'~Vl'W~~t.l~'lb.jf ~.:)bb~~':)1~~~J''lt.l 'Cl~ b~t.l ~

b'Wl?l'lJ''l~~ 4.11

,
.c::lI.CV I .o:;::Iocv .oC::lI.~q I

1. UJ''M'Vl''ll'fl':)'Vl'l'W~m'Cl~mJ't:.l'Cll?l'Vlb'V'lt.l~'V'l'fll?l'fl

fl'J'l~~'fl~n'lJ'''lI'fl~l?l'Cl'l~b'WU~~U'W,

2. U1';'Vl"ll'fl~vh'Wl~U'lb'VlflL'WL'ClumJ't:.l~l?l / U11l1J'

~Vl'W~~t.l~'lb-if1 'Wfl'lJ''Cl~ ~'W'Vl'Wfl'lJ't:J~l?l'P.ltlb~~'fl
, 'lJ

(Suppliers and distributors) b~'fl~¥'l~~J'J'rh~uu

.::::::., cv 0 I cv ..r:::::I

mJ't:J 'Cll?lbb'Cl~mJ'~~~'lVl'W'lt.l bbUU'Vl'Wb'J'Cl'l'V'l'fl~

4. um"ll'fl~vh'Wi:J1lInJf'lJ1JJ'':) bb'Cl~~oo.J'W'lJ'~U'lJ1lIJ't:J~l?l/,

x

3.8471

4.3176

4.1294

4.2471

S.D.

.994

.561

.651

.575

J'~~Ufl'J'l~

~~b~'W

.737

bb'Cl~fl'J'l~~~bVl~1 ~'l'WmJ't:.l~l?l'fltl'l~~'flb~'fl':)

J''J~ 4.1224 .550

,
~'lnl?l'ln~Vl 4.11 'V'lU~'l'V'ltin~'l'Wul';'Vlfl'fl'Clbnl?l-1J'l~~L'fl~~ (1JJ'~b'Vl~1vlt.l) ~'ln~

~''J'W bVIr1i b~'Wri 'lU~{t.l ~'l'WmJ't:J~ l?lbb'Cl~mJ'u1mJ'~n mJ'boif bb'Cl~1JlJUi~1~b 'WU~~U'W rl'flb ~

bn~ fl'J'l~~'l~'lJ'rlb 'WmJ'bb"1i~-n'WL~m'J~'fltlb 'WJ'~~U~~ nr1'l b'U~t.lb'vhnlJ 4.1224 ~'J'Wb~t.l~bU'W
'lJ 'lJ

~'ll?l J'j''l'Wbvh nu .550 bb'Cl~b~'fl~~'ln1.l1U~{t.lb 'WJ''lt.l'Cl~b~t.l~1JJ''ln!J~'l 'V'l'wn~'l'W~'J'WbVIrl.Jb~'W~'l

u1';'Vll~il'l b'Vlfl L'WL'ClUm J't:J~l?l/'lJ1fl'l J'~Vl'W~~ m.nb-if1 'Wfl'l J''Cl~ ~'W'Vl'W1l1J't:J~l?l'fltJb~~'fl bb'Cl~lJ1';'Vl
, 'lJ
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•..
2.3.10 V11'tJn1~{W~1V1

n 1 J'';)b,",J'1 :::Vl1'W~':l'W~nrrL9Im.h:::~'l Ab~'el~ m~n,",':l1~ A ~ b~'W"1I'el'l'V'lUn'll 'W
q

, ,"
.<:::liI cv !l.I cv tr.-.::!i.I cv .<::::lo!l.l Q. cv 2.1 cv cv (f'

bn'CJ':lnu n1J'~ J'l'lfl 1'V'l~ n'rtru/L91J'1UVI'el n 1 J'L91'lJ'1 '"'1~'W,",1 bb~:::n1J'UJ'VI1 J'1Ol~ n1 J'tj n m~~'V'l'Wfi

~'lbb~~'lH~'lJ'lU~:;b~U~l'WL9llJ'l'l~ 4.12

1. U~';'Vl"1l'el'lvll'Wb~,",':ll~~l~nJnUn1J'~fl'lfll'V'l~n'rtnr/
,.,.'"L91J'lUVI'el(Brand)

"2. u1i'Vl"1l'el'lvll'Wr;i'lJ'1,",1~'W~h / u1n1J'1~mh'lbVl~1:;

~~ bU'W~U'el~~U"1l'el'l~n~h
'lJ ,

3. Um"1l'el'l~l'Wnbb~:::~~wlhl'l'Vll'lm~~~VI'\.,hu~'l~nfll
'lJ

~1~1J'b1b-ill~'l~'Wffi bb~:;u~nlJ'1~'eltJl'l~:::~':ln

4. U~~"1I'el'lvll'Wn n1 J'fhVl'W~~1L91J'~1'WmJ'~'l~'elU~'W~11/
d.9

U~n 1 J'bb~:;~1~ 1J'b1tl5 ~ L911~ ~ 1 L9IJ'31 'W1~'eltJl'l
,

'" , <ll~'el~ ,",~'el'lL91'elb'W'el'l

5. u1i'Vl"1l'el'lvll'Wnn1J'~'lb~1~n1J'''1Ilmb~:;

n 1 J'tlJ':;"lll~~~'Wfi~ b-ill~'l~ n fll n ~.~ bi11V1~lU
'lJ q

1~bU'W'eltJl'l~

6. U~i'Vl"1l'el'lvll'W1~U1J':;uuu1V11J'{ ~n1J'~ n ~h ~~~'Wfi
'lJ

(CRM)~lH

x

3.9882

4.0118

4.2353

4.2118

3.4824

3.7059

3.9392

S.D.

1.096

.838

.734

.656

1.031

.769

.625

IOllnL911J'1'l~ 4.12 'V'lU~l'V'li!n'll'Wu~i'Vl,",'el~bnL91-tll~~b'el~vJ (tlJ':::b'VlfP11'Vlu)~ln~
~'':l'WbVInJ' b~'W':l'lU IOl{Ur;11'WnlJ'L91~'1~~n nlJ'l"ll' bb~:;tl5u&iIOl~'l1 'WUlOl~u'Wn''elliX bn ~ ,",':l1~

~1~1J'b11 'Wn1J'bb"li'l-n'Wb~Ufll'V'lJ'':l~'eltJl'WJ':::~U~'l nroll b'U~mvllnu 3.9392 ~':l'Wblb.:jbU'W~lL91J'
'lJ 'lJ

31'Wbvll nu .625 bb~:::bd'el~lOllJ'ruli1lOl{ul'WJ'lU~:::b~U~tlJ'1 n!J~l 'V'li!n'll'W~':l'Wlm1j b~'W~lU1i'Vl

n bb~:::~;<'wrl'el'l'Vll'lm~ ~~lV1t.hu ~'l~ n fll ~1~1 J'b1bih ~'l~'Wfll bb~:::u1nlJ' 1~'elt.h'l~:::~':l n~l n~ ~ ~
'lJ q

J''el'l~'l~lb~'W~l u1i'Vlnn1J'nlV1'W~~lL91J'31'Wn1J'~'l~'elU~'Wfll / u1n1J' bb~:;~1~1J'b1tl5~L911~
, "

~1L91J'~1'W1r;1'eltJl'l~'el~,",~'el'll'l'elbU'el'lL91~'el~IOl'Wnn1J'r;i'lJ'1,",l~'Wfll/ u1n1J'1~'eltJl'lbVl~1:::~~bU'W
d.9
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.., A IV Q,.I

2.3.11 V11't.m1'1'J~tJ ££~~WVJJ1J1
" 0

n1 ~~Lfln~'VI''W~'J'\..l'wiJl'~b1i.h~~'1r1L~!l ~ m~nfl'J 'ld_J~ (?lL~'W"lI!l'l'V'fWn'l 'l 'W,

x

3.7882

S.D.

.888

~~&l'lJfl'J'ld_J

~(?lL~'W

,
o o.dj

!l!l nd_J'l!lm'l~!l L'W!l'l

2. 'lJ~';'Vl"ll!l'lvi 'l'Wb~ m'ld_J~'l ~ '!d LL~~~(?lM~'1'lJi.h~d_J'lru 3.4471
o

~ .c:t,Q/ Q/ I it Q/

L'V'l!ln 'l~'J'"l tI LL~~'V'l[1J,J'W'l!ltl'l'lL'VId_J'l~~d_JbL1:'l~~!l(?lfl~!l'l n'lJ

.893

1'V1~1~~'1n'lJfl'J'ld_J~!l'lm~!l'l~n~'l--------------------------
~'.Jd_J

Jl'l'J~~~'l(?l

3. 'lJOO"ll!l'l'Vh'WbiJ(?lt!lm~1 ~Un'l'l'WiJ\:'l'J'Wf'm 1'wm~

~~'1~~~~'1tJ~~~h~tiLL~~fl'J'ld_J~(?l1mh

4. 'lJOO"ll!l'l'Vl'l'W~'ld_J'l~b1~ (?l~'W~'1tJ~~~'M..rLL~~fl'J'ld_J~ (?l
d.9

3.8824

3.8941

3.7529

.905

.787

.717

o

'"l'ln~'l~'l'lVl 4.13 'V'l'lJ~'l'V'lUn'l'l'W'lJ~,;'Vlfl!l~Ln~-tJ'l'ifd_Jt!l~~ (tJ~~L'VlP\l'Vltl) ~'ln(?l

~o '.J'Wb'VI'!do L~'W'.J°'lU '"l~t1 ~ 'l'Wn1~~~t1 LL~~~ [1J,J'W'l~iJn1 ~1-nLL~~tJD,r~'"l~'11 'WU'"l~,r'Wri!l1 ~ Ln(?l

fl'.J'ld_J~'ld_J'l~b11'Wn1nL"li'li'Wt(?lWl'l'V'l~'.Jd_J!ltib'W~~&l'lJ~'1 iJ A'l L'U~m'Vh n'lJ 3.7529 ~'.J'WLnH.mJ'\..l
" "

d_Jrl~~~'l'\..lL'Vhn'lJ.717 LL~~Ld!lVl'"l'l~b1.,ni1'"l~t11'\..l~'ltl~~L~t1(?ltJ~'ln{)~'l'V'lUn'l'l'\..l\:'l'.J'\..l1'VIq! L~'\..l~'.JtI~

'lJ~';'Vl dJ (?lt!ln1~1 ~'V'lUn'l'l'\..liJ~'J'Wi'.Jd_Jb'Wn1~~~'l'lM~r1~'1tJ~~~'M!LL~~LL'W'.J ~(?l1'V1~1 ~~'1n'lJ

fl'.J'ld_J~!l'l n1 ~"lI!l'l~ n ~'l ~~!l (?l'"l'W~(?lMN'lJtJ~~d_J'lruL~!ln'l~~~t1 LL~~~ [1J,J'W'l!lti'l'lL'VId_J'l~~d_JLL~~
"



72

IV Q, .Q, IV

2.3.12 Pl1'lJn1~U~U1~n1~iH'lJLt~::{;1'lJfI'lJ•" ,
fl 'l ~i)bf>1n ::;~1'W~':l'WtinrJ~bl1J~::;~-:Ir1b~'el~fl'rt'l f>1':l'l ~ iiil~b~'W"lI'el-:l'Vft!fl-:l'l'W

q

b~mnUm~~'lbU'W-:I'l'W~h'Wm~.yhn'lhm~1Jfu~~rX'W'Vl'Wbb~::;'Wb~U'l~m~u1~'l~rX'W'Vl'W~-:lbb~rMH
q q

x S.D.

~::;C?1Uf>1':l'l~

iiil~b~'W

4.3294
,

, , "'l
'elm-:l~'elb'W'el-:l

2. U1';'Vl"ll'el-:l'Vh'Wn~~m'l~~'l~'l~bl1'Wm~1Jfu~~rX'W'Vl'W3.2824
q

.679

.854

,
, , "'l

'elm-:l~'elb'W'el-:l

4. U1';'Vl"ll'el-:l'Vl'l'W~'l~'l~blH''Wb~u'l~m~u1~'l~rX'W'Vl'W
q

3.7765

3.9882

.696

.715

~ ~'l btl'WUIGlr.r~1'Wm~~~'l-:lf>1':l'l~1~bm~U'Vl'l'l mm~-:I~'W

5. U1';'Vl"ll'el'l'Vl'l'Wnm~H'-:lu1J~::;~'lrubbUU~-:lbi.l'We.J~-:I'l'W3.7294
q

(Performance Based Budgeting) 1'Wm~n'lnu bb~::;

1J~::;b~'We.J~m ~H'r.hmu1J~::;~'l ru

3.8212

.746

.455

lGl'lfl~'ln-:l~ 4.14 'V'lU~'l'V'l'l!fl..:n'Wu1';'Vlf>1'el~'Hfl~-1J'l;~b'el~~(1J~~b'VlfPll'Vl~) 9'ln~

~':l'Wb~ t1J b~'W~'lUIGlr.r~~'l'Wmm1~'l~m~W'Wbb~::;rX'W'VJ'W~nm~ H' bb~::;1J~~1Gl1-:1b'WUIGl~tf'Wri'elb~

bn~m'l~~'l~'l~bl1'Wm~bb~-:I~'Wb~Wl'l'V'l~':l~'eltJ1'W~::;C?1U~-:In,"hb'U~m'Vl'lnu 3.8212 ~':l'Wbtl~-:lbU'W••••
~'l ~~~'l'Wb'Vl'lnu .455 bb~::;b~'el~IGl'l~ru'lt1IGlr.r~1'Wn~~::;b~~~1J~'lflf1~'l'V'l'l!fl-:l'l'W~':l'Wb~ illb~'W~'l~ ~ ~

u1';'Vln e.J~ fl'l ~~'l bU'W-:I'l'W~'l'Wfl'ln1 'l n'l h'eltJ'l-:ll9l'elb~'el'lbb~~~ 'l~'l~blb.jf'Wb~U'l~fl'l~u1~'l~rX'W'VJ'W

~ ~'l btl'WtllGlr.r~1'Wm~~~'l-:lf>1':l'l~HlbmtJU'Vl'l-:lmnb"1l'l~'W
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2.3. 13 M1't.m1~(jJ'iJ'l.Jff'U'iNFI'J1 :J,JW-J'tV'iJi.~ "1I'iJ-J1mF11
41" ,

fl1~':j brl~1~Vl1'W~'J't.l'wi:l.r11lb11J~~~'l ~ bYl'eJ~ n')j'1 r1'J1:h1~ (?)b~'W"lJ'el'l'V'lUn'll'W•

1?l1~1'l~ 4.15 i19~tJ~ri'el1~bn(?)rl'J1:h1~l:h11~b11'Wfl1nb~'li'W~i:lfl1~Hbb~~1JlJ~91'l1'Wi19~tr'W

~h'Wfl1~I?l'el'iJ~'W'el'lr1'J1:h1~'l'V'l'el19

~~~'iJrl'J1:h1
i19~tJ ~h'Wfl1~I?l'el'iJ~'W'el'lrl'J1:h1~'l'V'l'el19 X S.D. '" '"rl (?)bVI'W

1. 'iJ1';'Vl "lJ'el'lvl1'Wb~ rl'J1:h1~ 1 ~ '1!n'iJ n 1 ~1?l'el'iJ~'W'el'l 4.1412 .726 ~'l
'lJ

" "rl'J1:h11?l'el'ln1~"lJ'el'l~nrl1
'lJ

2. 'iJ1';'Vl"lJ'el'lvl1'Wbtl (?)"ll'el'l'Vl1'lb~~ n ~l'iJ'eln rl'J1:h1~'el'l fl1~ 4.4000 .581 ~'l:hl1n
'lJ 'lJ

1~ b"ll'Wi:lfil\'Wu~n~hi:hl~'Wfi ( call center)
'lJ 'lJ

3. m~I?l'el'iJ~'W'el'l rl'J1:h1~'el'l fl1~"lJ'el'l~ n ~h"lJ'el'l'iJ1';'Vl"lJ'el'l 3.8706 .768 ~'l
'lJ 'lJ

vl1'W'eltJ1 'Wbnrusy]~~
'lJ

.<:::::it. CV' I iI

3.5294 .8104. 'iJ~'jj''Vl"lJ'el'l'Vl1'W~l:h11~b1I?l'el'iJ~'W'el'lrl'J1:h11?l'el'lfl1~"lJ'el'l ~'l
'lJ

~ n ~11~'eltJ1'l~'J (?)b~'Jbb~~i'W~ bI1'Wmnl1
'lJ

~'J:hI 3.9853 .598 ~'l'lJ

91nI?l1~1'l~ 4.15 'V'l'iJ~1'V'lUn'l1'W'iJ1';'Vlrl'el~bnl?l-1J1~:hIt'el~yj (1J~~b'Vlfil\l'VltJ) ~ln(?)

~'J'W1 VIqj b~'W~ 111 9~tJ ~ 1'Wn1 ~1?l'el'iJ~'W'el'lrl'J1:h1~'l'V'l'el19"lJ'el'l~ n ~ 1~i:l n1 ~1.jf bb~~1JlJ~91'l1 'W

i199tr'Wri'el1~bn(?)rl'J1:h1~l:h11~b1b 'Wfl1nb~'li'W t(?)tJfl1'V'lJ''J:hI'eltJ1'W~~~'iJ~'l i:lr11b'U~tJ bvl1n'iJ 3.9853
• 'lJ 'lJ

~'J'Wb~tJ'l b'iJ'W:hI11?l~~1'Wbvl1n'iJ.598 bb~~biJ'el~91~ru1il9~tJ 1'W~ltJ~~b~tJ (?)1J~ln!J~l'V'lUn'll'W~'J'W bVI'kJ
b~'W~'JtJ~'iJ1';'Vl1 ~rl'J1:h1~1 ~ run'iJfl1~I?l'el'iJ~'W'el'l rl'J1:h1~'el'l fl1~"lJ'el'l~ n ~1 bb~~m~btl (?)"ll'el'l'Vl1'lb~

~ 'lJ
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.., 4 •.•• Q.;'

2.3. 14 11I1'tJn1~L~tJ'tJ~LL'ii~'W(;JJ'tJ1
<u

" ,
n'l J'fJLf"lJ"l:::Vl1'W~'JkI'WiJ1'l?lbllh:::~'l ALVl'ElMm~l f"l'Jld-J~ [91L~'W"lJ'El'l~,rn'll'W

q

1. Um"lJ'El'l'Vh'Wb,xf"l'J1d-J~1ri'1!nUn'lJ'~~1'l'El'lAnJ'

LL~'ln'lJ'~t1'W! (learning organization)

2. U1';'Vl"lJ'El'l'V11'WiJn'lJ' 1,x"1i1'J~1J'-if'Eld-J~"lJ'El'lU1';'Vl
'II

LL~:::-if'El~~L~mnu ~~n'lJ'1l~~'l1'W"lJ'El'l'V11'W
,

LL~:::~,rn'l1'Wb 'WL'J~1Vl ~'El'ln'lJ'

3. U1';'Vl"lJ'El'lYll'W~ [91'lullJ':::d-J1ruH L~'Eln'lJ'~ 1?J-J'W1

LL~:::"tJn'EluJ'd-J~,rn'l1'W

4. u1';'Vl"lJ'El'lYl1 'Wvh n'lJ'L VltlU1' [91iIlOl~tI ~h'Wu1V11 J'

'El'lAn1J'b'W~h'W1Yl1'l1 nU~~L1J'WL~P1 (Benchmaking)

J''J d-J

x

4.0118

3.8235

3.9882

3.8588

3.9206

S.D.

.523

.620

.627

.804

.447

J':::~U f"l'Jld-J

~[91L~'W

1Ol1nl?l1J'1'l~ 4.16 ~U~1~,rml'Wu1';'Vlf"l'El~ Lnl?l-1l1~d-Jb'El~~ (llJ':::L'VlP11'Vltl) ~1n[91

~ 'J'WbVI'1i L~'W~1iIlOl~t1 cJ11'Wn'lnjtl'W!L~~ ~n'l J'~ 1?J-J'W1~iJn1 J'bi LL~:::1l~~1Ol1'lb 'WiIlOl~UWl 'Elb,x

Ln[91f"l'J1d-J~1d-J1J'blb'WmnL"1i'li'Wb[91t1Jll~J''Jd-J'Eltn'WJ':::~U~'l iJ r11L'U~t1L'Vl1nU 3.9206 ~'J'WL~t1'l LU'W
'II 'II

d-J1l?lJ'jl'WLYl1nU .44 7 LL~:::L~'El~1Ol1J'ru1iIlOl~t1b'WJ'1t1~:::L~t1[911lJ'1n.D~1~,rn'l1'W~'J'W bVIbk! L~'W~l'JtI

~u1~ b,xm1d-J~1 rirunumJ'~~1'l'El'l AnJ'LL~'l mJ'~t1'W~ LL~:::m J'~[91'lull J':::d-J1 rul ~ L~'Elm J'~ I?J-J'W1
~ 'II
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" ,
n1J'';j ~1"1J'l::;VI''W~'Jkl'wiJ1'[flblDJ'::;~-:Jr1~~'fl~fl'jj'l m1:J..Jm(?IVlrJ-:J"lI'fl-:J'V'ltim1'Wu1~ 1"1'fl~~fl[fl-.

D1~:J..Jb'fl~y.j (DJ'::;~'VlM1vltJ) ~ln(?l ~~mnUif'"i~tJ~l~ 1 ~ri'flb~~n(?lm1:J..J~1:J..J1J'blb'Wfl1J'b~"l!~1I'W~

1"11(?1V1rJ-:Jb'W'fl'W11"1[fl~1'fl~b'WJ'::;~Ub(?l
'"

", ,
fl1 J'';j ~l"1n ::;Vl1 'W~ 'J'WuiJ rJ[flbiD J'::;~~ ~~ ~'fl ~ fl'jj'l ~~Jl1'V'l J''J:J..Jif'"i~tJVl ri 'flb~ ~n (?I.

if'"i~tJ~ ri'flb ~ ~n (?I1"1'J1:J..J~1:J..J1J'blb'Wfl1m"l!-:JlI'W

~ 1"11(?IVlrJ-:Jb'W'fl'W11"1[fl

1" ~1'W';j~m1M,r /~'Wfin'"i/~i:hVl:J..J1tJ

2. ~1'Wfl~tJ'Vlfi'Vl1~fl1J'~~"l!~1I'W•

" <V ~4. (?I1'W'JI?J,J'WfiJ'J':J..J'Cl-:JI"1fl1J'

5. ~l'WUJ'J'mfl1 Mfl1J'vl1-:J1'W/~~ [fl'flU~~'Vl'W/~~J'-:J'"i-:Jh
'"

X S.D.

3.9318 .687

3.8047 .713

3.4329 .506

3.9694 .733

3.7333 .687

3.7694 .590

3.7774 .621

3.9676 .779

4.0212 .670

3.8863 .678

3.8000 .710

3.7459 .550

3.8853 .686

3.7412 .583

3.8128 .570

J'::;~UI"1'J1:J..J

~(?I~~'W
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IOnn11l1J'1'l-Vi 4.17 'Y'lU~I'Y'l,rn'lI'Wu1'';'Vlrl'el~bnl1l-tJl;~b'el~~ (tJJ'~b'Vl,",l'VltJ) ~ln(?1

~'J'Wb VI,\! rll (?1V1~'l(hUIOl~tJ lYl1'1 1 n''elb'IXbn (?1rl'Jl~~I~IHlb 'Wn1J'bb"ll'l"ll'Wb'W'el'W1rll1lb(?1tJJll'Y'lJ''J~

'elUb'WJ'~~U~'l ~~lb'U~m'Vl1nU 3.8128 ~'J'WbtltJ'lbU'W~ll1lJ''"il'Wb'Vl1nU .570 bb~~b~'el~lOllJ'blJl~ ~ ~
UIOl~tJb 'WbblYl~~~I'WtJJ'In.D~1 UIOl~tJ~1'Wn1J'e.J~ 11lbb~~mJ'u1'mJ' blI'WUIOl~tJ~ rll (?1V1~'l~IIOl~ri'elb,x

bn (?1rl'Jl~ ~1~1 J'blb'Wn! J'bb"ll'l"ll'Wb'W'el'W1rll1l~ln~~ (?1 J''el'l~'l~1 U1bbri UIOl~tJ~h'W~ l?J.J'WfiJ'J'~'el'lr1nJ'bb~~•
J11'Wb'Vlrlb'Wb~~~IJ'~'Wb'Vlf'll

3.2 i11Oj~!Iv1ri'e1b~bnl1l~'J1~~1:JJ1'a{) b 'Wn1'abb-n.:J-n'W.v1 ~111l'Vl-r.:Jb'W'e1'W1 ~ l1lb'Wbb~~~

~1'W,jIOj~!I.v1ri'e1 b ~bn 11l~'J1:JJ~1:JJ1'a{)b 'Wn1'abb-n.:J-n'Wv1 ~111l'Vl-r.:Jb'W'e1'W1 ~ 11l

rK~n~1'J,r1~~'W (11l1J'1'l~ 4.17) ~1~IJ'bl~lOllJ'blJ1UIOl~tJl?h'l1b'WJ'ltJ~~b~tJ(?1"lJ'el'l

"
bb~~~~1'W1J1 ~'lU

3.2.1 1Pl1'U~~mrpfU/ .,.v'Ufint01 / dl1V13J1~
" ,

mJ'-::i bml~Vl1 'W~'J'WU~~ 11lbltJJ'~~'l r1b~'el~mn rl'Jl~ m (?1V1~'l"lJ'el'l'Y'l,rn-:J1'W•
u1'';'Vl rl'el~ bn l1l-tJl;~ b'el~~ (tJJ'~b 'Vl,",1'VltJ) ~1 n (?1 b~tJ'J nu mJ'~~'J'W1'J~b 'Wn1J'nlV1'W(?1~im1 ,",u

JllJ'nlOlbb~~bU1V1~ltJ bll'W~'W ~-:Jbb~(?1-:J1~~'lntJ~~b~tJ(?1b'WmJ'I-:J~ 4.18

11l1n-:J~ 4.18 UIOl~tJ~ri'elb,xbn(?1rl'Jl~~I~IJ'blb'Wn!J'bb"ll-:J"ll'W~m(?1V1~-:Jb'W'el'Wlrll1l ~l1'W-::iitJ'Vl,",u

~'WfinlOl bb~~ bU1V1~ltJ

1. u1'';'Vl''lJ'el'l'Vl1'Wl~nlV1'W(?1 -::iim1,",u/JllJ'nlOl!bU1V1~ltJ

1~bln ~'el-:Jbb~~bVl~I~~~ 11l1~~Jll'J~bb'J (?1~'el~n1J'bb"ll-:J"ll'W~

x

3.9294

S.D.

.783

J'~~Url'Jl~

A(?1b~'W

2. u1'';'Vl''lJ'el-:J'Vl1'Wb1J(?1b'elm~b,x'V11'W~~'J'W1'J~b 'W

n1J'nlV1'W(?1-::iitJ~,",u 1 JllJ'nlOl bb~~bU1V1~ltJ

3. u1'';'Vl''lJ'el-:J'Vil'W~1itJ~ ,",UI JllJ'nlOl bb~~bulV1~lmll'W

~ b-nlblOlbb~~fU~"lJ'el-:Ju rl~1 nJ''Vln ~ltJ~ ..
4. bbe.J'W-:Jl'Wb'WVl'l,btJ-:Jl'W"lJ'el'l'Vil'W~rl,)l~i~~'Wfi

n 1 J'b~'el~ btJ-:Jnu bUI VI~1 tJ"lJ'el-:Ju1'';'Vl

5. -::iitJ~,",u 1 JllJ'nlOl bb~~bU1V1~ltJ"lJ'el'lU1'';'Vl

~~ 'J'W'jhtJb ,xmJ'~1 bU'WfiJ'nlOltJJ'~~Url'Jl~~1 b~1Ol•

3.4941

4.0353

4.1176

4.0824

3.9318

.841 ~-:J~

.851 ~-:J~

.808

.775

.687
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,
r.l1nl?lln~Vl 4.18 'V'l1J~lYnrmlj,J1J1'';-'Vl~'fl~bnl?l-1.hi~.Afl~vJ (iJ~~b'VlP\1'VltJ)r.Jln(9l

~ 'm1 Vlq! m (9lVlr!~~lif'"l~tJ ~lj,J':Jimr p\11 ~j,Jfin'"l bb~~bihm-JltJ '"l~ri'fl1~\n(9lWJ1~~1~1~(l

1j,Jn1 nb "li~ij,J1j,J'flj,Jl~ l?It(9lm'J~'flt.n j,J~~~1J~~ ii fOilb'il.~tJbVl1n1J 3.9318 ~'Jj,Jb~m b1Jj,J~ll?1~~lj,J
'" '" d.!l

bVl1n1J .687 bb~~b~'fl-W'"ll~bl..nif'"l~tJlj,J~ltJ~~b~tJ (9liJ~l n!J~ 1 'V'l'l!n~lj,J~'Jj,Jl VIq! ~l (9lVlr!~~l

bbc.Jj,J~lj,J1j,Jwwr.Jmlj,Jii ~'Jl~i~~j,J€b~'fl~ tm n1Jd:J1V1~ltJ"lI'fl~1J1'';-'Vl~1n~~ (9l ~'fl~~~~l b~j,J'dl,

3.2.2
~ ~ I ~

~1un~~~fi~1~n17U~~~U•
n1 ~':Jb~ n ~Vlb j,J~''J j,J~ii r!l?I(liJ ~~~~ r1b~ 'fl~ n'I~n ~ 'J1 ~ ~ 1 (?1Vfr!~"lI'fl~,

,
"" , <V

b'V'l'fln1m"ll~"lIj,J

2. 1J1'';-'Vl''ll'fl~v1lj,Jiinl~iJf1JbiJ~tJj,Jn~tJ'Vlfl ,x~'fl (9l~/A'fl~,

"lI'fl~v1lj,J

5. 1J1'';-'Vl''ll'fl~v1lj,Jiibbc.Jj,JiJ5~ n1 ~~ ~l~ 1~m~1 n ~tJ'Vl€

~l ~l bUj,Jn1~ 1~'flth~iiiJ~~~'Vlfic.J~

x

4.0941

3.8118

3.6910

3.5294

3.8941

3.8047

S.D.

.781

.932

.845

.920

.756

.713
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~'lnIWl~'l'l~ 4.19 'V'lU~'l'V'l,rn'l'l'WU1';'VlfOl'fl~;Hnl?l-i.h;~b'fl~'V'l (u~:;b'Vl(P\1'VltJ)••'hnr?l

~ 'J'W1'\!ln1 fOl'lr?l'\!l~'1~'lU~~tJ ~ 'l'Wm'W'Vl{VI 'l'l m nb"Ii '1-n'W'''l:;n'fll ~ bnr?lfOl'J'l~ ~'l ~ 'l Hll 'Wm nb "Ii'l-n'W~ ,
1'W'fl'W'lfOll?lbr?lm'J~'fltil'W~:;C?lU~'1iJ~'lb'U~mvhnu 3.804 7 ~'J'WbritJ'IbU'W~'lI?l~~'l'WbVhnu .713~ ~ ~

bb'tl:;b~'fl~~'l~n,nll"'l~tJl'W~'ltJ'tl:;b~tJ r?lU~'ln{)~'l 'V'l,rn'l'l'W~'J'Wl'\!lb1J m r?l'\!l-r'l~'lU1';'Vllv:ATI~ ~1A 61f

n u m ~~ ¥'l'l n 'tltJ'Vl{b~'fl mnb "Ii'l-n'W~'ln~~ r?l ~'fl'l'tl'l~'l b~'W~'lu1';'VliJ m~ufu bU~tJ'Wn'tltJ'Vlfi' v:" ,
~'fl r?lfOl~'fl'lnU~Jl'l'V'l bb'JI?l~'fl~~ bU~tJ'WbbU'tl'l'fl~I?l'tl'flr?lb'J'tl'l bb'tl:;u1';'VliJ bb~'WuD~m~~~'l~'l~bl

\\1n'tltJ'Vlfi~'l ~'l bil'Wm~Hl'flti'l'liJu~:;~'VlfiJl'l'V'l,

" ,
n'l ~~ bfOl~'l :;'\!lL 'W~''J'W\1iJ ~ I?lmh:;~'1 ro1b~ 'fl ~ m~'l fOl'J'l ~ fOl'l r?l'\!l~'1"lJ'fl'l,

'V'l,rn'l'l'Wb~tJ'JflU bfOlN~¥'l'l"lJ'fl'lu1m., m~ufui'fl~:;UUUD~'1'l'WbU'W~'W ~'1bb~r?l'lHC?l'l~'ltJ'tl:;b~tJr?l

l'Wm~'l'l~ 4.20

1. bm'l~¥'l'lu1~"lJ'fl'lVh'WiJfOl'J'l~-nl?lb"'l'Wbb'tl:;bu'W~b.jhl"'l

"lJ'fl'l'Vln ~'ltJ,

2. U1';'Vl"lJ'fl'lvh'WiJmnu~tJ'WmJ'tl'l bfOl~'1~¥'l'l"lJ'fl'l

'fl'l i"1m ~1V:iJfOl'J'l~fOl~'fl'l~'Jbb'tl:;~r?l'\!lti'W'flti'l'l~J'l b~~'fl,

3. u1';'Vl "lJ'fl'lvh'WiJ'WbtJU'ltJ~"'l :;ufu i'fl~:;UUUDllii'l 'l'W

bb'tl:;U¥U'fl'l f1m~ 1v:iJ"lJ'W'lr?lb~n'tl'l

4. U1';'Vl"lJ'fl'lvl'l'WiJ'WbtJU'lm u'Wm ~m:;"'l'ltJ~'l'W'l~

bb'tl:;lV:~'l'W'l"'l1t!m~rfIr?l~'Wh flU ~uDu1i'l'l'W

5. U1';'Vl"lJ'fl'lvl'l'Wilm~ufu~'ltJu'l ~UU blJ"ll'lbUt!

x

3.6353

3.6588

3.0352

3.4471

3.3882

3.4329

S.D.

.829

.932

.808

.779

.741

.506

~:;~UfOl'J'l~

~r?lb~'W
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r.nnlWl~'l,rV\ 4.20 'Y'lU~'l'Y'lUn,nWU~~'Vl~tl'6Hn(p]-D'li~btl~~ (D~~b'Vl~1'VltJ)~'ln(?l

~'J'W1'VI'1i~'l (?l'VIri~~'lU'"l~tJ~'l'Wb~~~~~'l~tl~ r\ n'l~ '"l~ritl1 ~ bn(?l~'J'l~~'l~'l~b11'Wn'lnb"li~i'W1 'W

tl'W'l~(P]b(?ltJ~'J~tlu1'W~~~u~~ iJri'lb'U~mvhnu 3.4329 ~'J'WbritJ~bU'W~'l(P]~~'l'WbVhnu .506 bb't1~
'lJ 'lJ d.9

britl~'"l'l m<nu'"l~tJ1 'W~'ltJ't1~b~tJ(?lDn n!)~'l'Y'lUn~'l'W~'J'W1'VI'1i~'l (?l'VIri~~'lb~~~~~'l~U~~'VliJ ~'J'l~

-n(?lb'"l'Wbb't1~btl'W~b-ih 1'"l"lJtl~'Vln ~ 'ltJ~'l n~'~ (?l ~tl~ 't1~~'l fl'l (?l~'lU~~'VliJn'lnD~tJ'WbbD't1~b~N~h~
q q

3.2.4
•••••••• <I"

5/11,,1'J(;JJ 1,,1fi ~~ 3J'tN f11n'1 ~
" ,

m~!j b~~'l~'VI''W~'J'W\liJri(P]b1D~~~~~b~tl ~ m~nm'l~ ~'l ~l'Vlri~"lJtl~'Y'lUn~ 'l'W
q

1. U~~'Vl"lJtl~v\'l'WiJriW-l'Wfi~~~ (bbUUbbe.J'W~'J'l~D~~'Y'l~~

"lJtl~U~~'Vlb(?lm'J~) btl'W~tJtl~fUbb't1~b-ih1'"l"lJtl~'Vln ~'ltJ
q

...:::::.cv I QCV 0 I CV

2. U~~'Vl"lJtl~'Vl'l'W~'JW-l'Wfi~~~"lJtl~m~'Vl'l~'l'W~'J~ n'W

btl'W.v;~~'l'W

3. U~~'Vl"lJtl~v\'l'WbU'Wn'l~~ ~'l~ri W-l'Wfi~~~n'l n~tJ'W~
'lJ

.•.
"lJtl~tl'l~n'l~

4. U1~'Vl"lJtl'lv\'l'WbU'Wn'l~DfUDN bbm"lJn'l ~Vh~'l 'W
q

, ,
I 1.<:::Y 0

tlm'l (P]tlb'Wtl~~~'lb~~tl

5. u1~'Vl"lJtl'lv\'l'W1~ ~'J'l~~'l r1b1jnuri W-l'Wfi~~~~bU'W

~ ruJl'l'Y'lbb't1~n'l~(P]tlU~'Wtl'l~'J'l~ ~tl~ m~"lJtl'l't1n fl'l
q 'lJ

x

3.8235

4.1176

3.9059

4.0706

3.9294

3.9694

S.D.

.774

.878

.734

.910

.973

.733

~~~um'l~

fol(?lb~'W
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'"l1nl?l1~1-:JVl 4.21 ~1J~1'V'l'Wn-:J1'Wi.J~';'Vlf\'e1~bnl?l-i.h~~t'e1~Yl (lh:::b'VlP\LvltJ) ~1nC?l

~ r.mb VIrki f\1 C?lVltJ-:J~1U '"l~t1 ~1'WtJ OO-J'WD~~~'e1-:JfD1n~ '"l:::r1'e1b1Xbn C?If\':l1~~1~1nl 'l'Wn1nb "li-:J-n'Wb'W

'e1'W1f\l?ltC?lm':l~'e1~'l'W~:::~1J~-:J il~1b'il.~m'Vhn1J 3.9694 ~':l'Wb~tl-:Jb1J'W~1l?l~~1'Wb'Vhn1J ,733 bb~:::~ ~ ~

b~'e1~'"l1~ru1U'"l9t1'l 'Wntl~:::b~t1 C?li.J~1n!l~1~Un-:J1'W~':l'Wb VltlJ f\1 C?lVltJ-:J~1 1J1-';'VliltJ OO-J'WD~~~n1~

vl1-:J1'Wi':l~ n'Wb'lJ'WVl~-:J1'W~1n~ ~ C?I ~'e1-:J~-:J~1f\1 C?I~1 1J1-';'Vl'l ~ f\':l1~~ 1 Aill n1JtJ OO-J'WDn~~btJ'W. ~

, ,
,"'" 0

l?l'e1b'W'e1-:J~~1b~~'e1

3.2.5 11i1'lJ'lJ~~~1n1flfn1~'Yh:n'lJeJ,"/WiJ'lJU'YI'lJ U,"~ U~-3"N1~.•.
" ,

n1 ~';jbf\n :::Vl1'W~'':l'Wuil tJ l?lrt i.J~:::~-:J fD1b~'e1 ~ m~1 f\':l1 ~ f\1 C?lVltJ-:J"lI'e1-:J•
~un-:J1'W b~m n1Jn1~~h-:J f\':l1~i~~'Wfibb~:::f\':l1~~1~ f\~h:::VI~1-:J~1t1 l?l~'e1C?I'"l'W~:::1J1Jn1~r.i1t1 e-J~

l?l'e11Jbb'Vl'WdJ'WfJf'W~-:Jbb~C?I-:JH~-:J~1t1~:::b~t1C?1'l'Wl?l1~1-:J~4.22

l?l1~1-:J~ 4. 22 U'"l9t1~rl'e1 'l ~ bn C?If\':l1~~1~1~rt b 'Wn1nb "li-:J-n'W~f\1 C?lVltJ-:J'l'W'e1'W1f\ l?l~1'W1J~~mn1 P\

n1~v'h-:J1'W / eJ~l?l'e11Jbb'Vl'W/ bbN'"l-:Jb'"l~

~:::~1Jf\':l1~
U'"l9t1~1'W1J~~mn1p\n1~vl1-:J1'W / e-J~l?l'e11Jbb'Vl'W/ bb~-:J'"l-:J'l'"l

X S.D,~
""

w;

f\C?lbVl'W

1, 1J1-';'Vl"ll'e1-:Jvl1'Wb~ f\':l1~ ~1 A t1J n1J n! ~~ ~1-:J1J~~m n1 P\ 3.8588 1,071 ~-:J~

b~'e1n~:::~'W'l1X~un-:J1'Wil f\':l1~~"lI b'Wn1~vl1-:J1'W• • ,
2 .

.c:::.. Q,.' ,.=I cv.r=:::t. ..:::9 2,1

3.8471 .779 ~-:J1J~~'Vl"ll'e1-:J'Vl1'W~n1~'"lC?ln'"lnn~ b~'e1M1-:J
'lJ

f\':l1 ~ i ~ ~'Wfibb~ :::f\':l1 ~ ~1 ~ f\~ ~:::VI~1-:J~1t1

3. vl1'Wl~~1J ~1l?l'e11Jbb'Vl'W~bVl~1:::~~ bb~:::biJ'WD~~~b'W 3.5765 .850 ~-:J~

n1~i.Jn~-:J1'W

4. 1J1-';'m'e1-:Jvl1'Wil n1 ~i.J~1Jbi.J~t1'W~i.Jbb1J1Jn1 ~'"l-:J'l '"l 3,5882 .766 ~-:J~ ~ 'lJ

n 1 ~Y]1-:J1'Wb~'fl 'l~~'fl (?) r1~'fl-:Jni.J~Jl1':l ~1l1 nu
5. 1J1-';'Vl"ll'e1-:Jvl1'Wiln1~':l1-:JbbeJ'Wbb~dhVl'WC?Ib'e1n1~ 3,6471 .719 ~-:J~

n1':lVlti1'l'Wn1~vl1-:J1'W"lI'e1-:J~un-:J1'W'e1~1-:JiC?lb'"l'W
,

6, 1J1-';'Vl"ll'e1-:Jvl1'Wil~:::1J1Jn1~r.i1t1~1l?l'e11Jbb'Vl'WVlbtJ'W 3,8824 ,865 ~-:J~

e-J~-:J1'W

~':l~ 3.7333 ,687 ~-:J~
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,
r.nnl?11~I'lVl 4.22 'V'liJ~I'V'l,rn'lI'WiJ~';'VlfD1'el~Hnl?1-th~~t'el~'V'l(tJ~::;b'VlP11'VltJ)~ln(9J

~'d'W1vmJfD11(9JVl1"'l~IU'"l9tJ~I'WiJ~~tJ'1n1P1n1J'Vll'lI'W / i:J~l?1'eliJbb'Vl'W/ bbJ''l'"l'l1'"l '"l~ri'el1~bn(9J~ ~

3.7333

~'d'WbntJ'l biJ'W~Il?1J'~I'WbVi1niJ .687 bb~~b~'el~'"lIJ'bl..I1U'"l9tJ1'WntJ~~b~tJ (9JtJnn!l~1 'V'lUn'lI'W

~'d'WbVIru fD11(9J~liJ~';'Vlb~ fD1'dl~~1 ~ runiJn1~~h'liJJ'J'tJ1n1 P1b~'elm~~'Wb ~'V'lUn'lI'W~ fD1'dl~~"lI1'W
Q.I Q.I q q

, ,
o .<::i d 0:::. Q.I' .:::,I I =.:I iI =.:I {)/

n1~'Vll'lI'W~1 n'Vl~(9J ~'el'l~'l~1 fD1'el iJJ''M'Vl~~~iJiJn1J''"lltJ i:J~l?1'eliJbb'Vl'W'Vlb'W'Wi:J~'lI'Wbb~~~n1J''"l (9J•

3.2.6
•.•• G..o' A "'0

V11'tJ f1n 'H::n1 'iU 'i'/il1'i L£~ ::111'J:: eJ'tJ1.•.
" ,

n1~':j bfD1J'I~VI''W~'d'WU~1"l?1bltJJ'~~'lr1b~'el~n'Ml fD1'dl~fD11(9JVl1"~"lI'el~'V'lUn~1'W•
I 9/ I I

bnmniJ.nl'd::;~tll n1J'9 (9J[;]'lVl~~I'Wbb~~..:liJtJ~~~lru~'l bb~(9J~H~'lJ'ltJ~::;b~tJ (9J1'Wl?11~I'lVl4.23~

"2. iJ~';'Vl"ll'el'lvll'W~n1~9 (9J[;]'lVl~'lI'W'"lln~ltJ ~1'l1

(cross function) ~~I~IJ'bltJJ'::;~I'W'lI'W~::;VI~I'l~ltJ

"3. iJ~';'Vl"ll'el'lvll'W~n1J'9 (9J[;]~~iJtJJ'::;~1rub 'Wn1J'i lYJ-J'W1

2.; 2.1 0 =.:I 6l c:v

bb~::;~J'1'l.nl'd::;i:J'W1bbiJiJ'Vl~Nl'Wb'W'Vlm::;(9JiJ~ .
"4. iJM"lI'el'lvll'W 1~fD1'dl~~11Di''1!niJmJ'[;]~Vl~'lI'W'l'W~::;~iJ

tJ5lliim~~~~I'Wl'"l b~~b'Wm~[;](9J~'W1~ ~1 bU'WmJ'~'1'W~1~1

(self-managing team)

5. iJ~Mv1"l1'el'lvll'Wl~fD1'dl~~11Di'ru1'Wm~~ ~'l.nl'd::; ~tll"l1'el'l~ ~

x

4.1059

4.0824

3.6353

3.3059

3.7176

3.7694

S.D.

.740

.820

829

.772

.825

.590
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"'lln(9l1n'l~ 4.23 'V'liJ~1'V'ltin'l1"l.!iJ1';'VH·1'El~bnWl.h~~b'El~~ (U~~b'Vl(Pj1'V1tJ)~ln(?1

'tlrmb VInl ~11?1V11''lr;ilU"'l~tJ cJ11"l.!11n'M::;n1~iJ1V11 nb~::;Jll'd::;eY-W1 rl'Elb~ bn1?1~'dl~~l~lHlb "l.!n1~~ ~

bb~'l-n"l.!b"l.!'El"l.!l~(9lbl?1tJJll'V'l~'d~'ElrJb"l.!~::;~iJ~'l~ ~1 b'U~m'VhniJ 3. 7694 ~'d"l.!b~tJ'lbiJ"l.!~l(9l~~l"l.!b'VhniJ
~ ~ d.9

.590 bb~::;b~'El~"'llJ'b1..l1U"'lr.rtJb"l.!~ltJ~~b~tJ I?1U~ln!l~ l'V'ltin'll"l.!~ 'd"l.!bVI'1i~11?1V11''l~liJ1';'Vl~m~

~ 1?1~'lVl~'ll"l.!"'llm:JltJ f?11'l1 ~~lm~b11.J~::;~l"l.!'ll"l.!~::;VI~l'l~ltJ bb~::;~11?1V11''l~liJ1';'Vlb~ m 1~ ~ 1 f1b1!

niJ n 1 ~~ ~l'lJll'd ::;eY-W1~ bii"l.!Vl~'ll"l.! (9l~'ElI?1"'l"l.!b~ ~'d1~~ 1 f1ru niJ m~~~l'lJll'd::;~-Wl"l1'El'l ~iJ1V11~
CU Q.I qJ qJ

3.2.7 '"M1 '1JF/nun 'W£L '" :m1~F/ 'J 11F/3.J•• ~ ,
n1 ~':Jb~~l ~Vl1"l.!~''d"l.!i1~l'(9lb1U~::;~'l Plb~'El~ n 'Ml ~'dl ~ r111?1V11''l"ll'El'l

q

,
'V'ltin'll"l.!bnm niJ r1b1..lJll'V'l"ll'El'lj;.J~ (9lJlb1..levlbb~::;iJ1n1~ (9l~'flI?1"'l"l.!"l.!btJiJltJ (9l~'d"'l~'fliJ n 1 ~iJ1V11~'l1"l.!

q

1. j;.J~(9lJlb1..levlbb~~iJ1m~~biJ"l.!j;.J~j;.J~(9l"ll'fl'liJ1';'Vlvll"l.!~

~b1..lJll'V'lbiJ"l.!~tJ'El~fiJ"lI'El'l(9l~ll?1bl?1tJ~'d1u
q

2. iJ1';'Vl"ll'fl'lvll"l.!b~~'dl~~1f1t1!niJm~~l9J.J"l.!1 bb~::;

UfiJU ~'l ~1"l.!~b1..lJll'V'l'ElrJl'lf?1'flbti'fl'lq q

'fllVlb-n"l.!mNl?1m~r1b1..lJll'V'lbl?1tJ'fl'l~~'d~(TOM) , ISO, OCC
q

mb-il
4. vll"l.!l~fu~bb~::; ~tJ"l.!¥t"l.!~1(9l~~1"l.!~1"l.!~b1..lJll'V'l~iJ1';'Vl

qJ qJ dS q

~
,0 .cS

'Vll"l.!n1V1"l.!I?1"l1"l.!

5. iJ1~"lI'fl'lvll"l.!~nl~nlV1"l.!I?1~1(9l~~1"l.!"lI'El'l'l1"l.!1~~lV1fiJ
d.9

x

4. 1882

4.0824

4.0588

3.6471

3.5412

S.D.

.764

.966

.930

.960

.933
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,
rW1J'1'1Vl4.24 (l?l!l)

x S.D.
J'~~'lJ m1~

~~b~'W

3.5176

3.6941

6. 'lJ~';'Vl "lJ!l'lvl1'1.•d'.J'WbU'lJ1U(?lJ"YOl~!l'lJ fl1 J'U~Vl1J''11'W

!l~1'1 bU'WJ'~'lJ'lJbb\N~~~1b~~!l

7. 'lJ~';'Vl"lJ!l'lvl1'W't'IX~'J1~~1 ~'Y bb\N~U1b'Vl~U~

fl1nh~b~'Wbb'lJ'lJ~\NWI1~ (Balance Score Card, BSC)•
~ 1'tf\,'Wfl1nh~ b~'W

8. 'lJ~';'Vl"lJ'fl'lvl1'W't'IX~'J1~~1~'Yn'lJfl1J'(?lJ''J'"l~!l'lJ~~m~ 3.7882

.750

.802

1.036

,
d:I d:I .<::::It.,Q,

b~J'!l'l~!l'Vl1'1~rl (?l

1o. 'lJ1';'Vl"lJ!l'lvh'W't'IX~'J1~~1~'YnUfl1J'(?lJ''J'"l~!l'lJ

bb\N~lh~ b~'We.J\Nn 1J'~U'W~"lJ!l'l~,rn'l1'W 't 'W!l'l~ n J'
<u

11. 'lJ~';'Vl"lJ!l'lvl1'W't'IX~'J1~~1~'Yn'lJfl1J'(?lJ''J'"l~!l'lJ

bb\N~lh~b~'We.J\Nfl1J'~~1'1 ~rur11 't 'IX\Nn~1
• <u

12. 'lJ1';'Vl"lJ'fl'lvl1'W't'IXm1~~1~'Yn'lJfl1J'(?lJ''J'"l~!l'lJ

bb\N~lh~b~'We.J\Nfl1 J'~~1'1~ rur11't 'IX~,rn'l1'W•

3.7176

3.5412

3.7059

3.5882

4.0353

3.7774

.811

.894

.828

.835

.808

.621

,
'"l1n(?l1J'1'1Vl 4.24 ~'lJ~1~,rn'l1'W'lJ1';'Vl~!l\Nbn(?l-tJ1;~b!l~~ (tJJ'~b'Vl~1'VlU) 91n~

~ 'J'W'tVIrum ~Vl1''1~1U'"l9U ~ 1'W~ru1l1~ bb\N~fl1J'~'J'lJ~~ri!l 't'IXbn(?l ~'J1~~1~1 J'rl't 'Wfl1J'bb"ll'l-lf'W~ ..
bb\N~b~'fl~'"l1J'ru1U'"l9U 't'WJ'1U\N~b~U~tJJ'1n{)~1~,rn'l1'W ~'J'W'tVIt1J m ~Vl1''1~1 e.J~(?l.tlruevlbb\N~'lJ~n 1J'

~ bU'We.J\Ne.J~(?l"lJ!l'lU~,;''Vln~ru1l1~ bU'W~U!l~f'lJ"lJ'fl'l(?l\N1~b~u~'J1tJ~1n~~ ~ J'!l'l\N'I~1 'lJ1,;''Vl't'IX• •
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2.2.8 1Pl1'tJL'Y1F1r'tJr~;jf/1~f/'tJL 'YIP(
" ,

mJ'~ bml~~' 'W~'J'l.I'W:Wr)~ bllJJ'~~~ ~b~!l Mm~1 (PI'Jl~m ~mr)~"lJ!l~'V'fWn~ 1 'W,

b~mnumJ'ufu bU~t1'W b'Vl(PIt'Wt~~~IJ'~'Wb'VlPl bb~~(PI'JI~~I~IJ'blb'WmJ'~~ bb~~fu.jJ!l~~ ;~ bbMl-:J
'lJ

,
~ 2..< "" "" ~ ""b'J~-:JJ'It1~~b!ltl ~ b'W~ln-:J'Vl4.25

x S.D.
J'~~U(PI'JI~

~~b~'W

1t\'Vl'W~~t1!l~I~ ~~1 b~~!l

2. U~';'Vl"lJ!l~vil'W~!l~~~~lb'Vl(PIt'Wt~~~IJ'~'Wb'VlPl(IT)

b'WmJ'~1 bU'WfiJ'niDl!l~I~~1n
q

4.1294

4.1059

3.9765

3.9676

.961

.690

.740

.779

,
iDllnmn~.y] 4.25 ~Uil~,rn~I'WU~';'Vl(PI!l~bn~-UI;~t!l~yj (uJ'~b'VlPll'Vltl) ~ln~

~'J'Wb~ b1!(PI1 ~~r)~~ ltfiDl9t1 ~1'Wb'Vl(PIt'Wt~ ~~IJ'~'Wb'VlPl rl!lb t\ bn~ (PI'Jl~~I~IJ'blb 'WmJ'bb"ll-:J-n'Wb'W

!l'W1 (PI~t~m'J~!l~l 'WJ'~~Url!l'W.jJl-:J~1n :Wrll b'U~mvil nu 3.9676 ~'J'Wbntl-:JbU'W~1~J'\iil'Wbvii nu
'lJ ~

.779 bb~~bn!l~iDllJ'n.ntfiDl9t1b 'WJ'It1~~b~t1~Unn!J~I~'I!n-:Jl'W~'J'Wl ~ b1!(PI1 ~~r)-:J~IU~';'Vl ~!l~~~

~1 b'Vl(PIt 'Wt~~~IJ'~'Wb'VlPlb'Wn1J'~lbU'WfiJ'niDl!l~I"l~ln !l~I"lhfi~l~ IT "lJ!l"lU~';'Vl~I~IJ'bl~"lbb~~,
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'" .
3.2. 9 P11'tJn1'ieJ'aI1lL&~::n1'i'lJ'in1'i

" ,
Wl~~ brln::;Vl1 'I..l~''J'I..luiJ1'[;ll.lth::;~'1 ~b~tl ~ m~1 rl'Jld-J rll ~Vl1''1"lltl'l•

'I"l,rn'lI'1..l b~mntJnl~'1m~e.J~[;lbb~::;m~Ulb'Vlrlt'l..lt~tlm~e.J~[;l Vl1tltJ1'm~~~'I..l~~~d-Jl'l-if ~'1bb~~'1H
,

C/ "'" 'l "'"~'1n~~::;btl~~ 'I..l[;lln'l'Vl 4.26

[;l1~1'1~ 4.26 U"'l~~~ritl 'l ~bn~rl'Jld-J~Id-Jl~l.l'l'l..lmnb"li'l-n'l..l~rll~Vl1''1'l'l..ltl'l..ll rl[;l ~1'1..lm~e.J~[;l

bb~::;m~tJ1'm~

.c:t,Q/ I.c::,IOev .c:::to.:::J.::::rI I 2.1

1. tJ~'M'Vl"lltl'l'Vll'1..ld-Jm~'1m~e.J~[;l'Vlb'l"lm'l"ltl[;ltlmld-J[;ltl'lm~

"lltl'l [;l~1~'l'I..lU"'l"'ltl'l..l•
2. tJ1'';'Vl"lltl'lyl1'1..l1~Ulb'Vlrlt'l..lt~tlm~e.J~[;l/ tJ1'm~

~~'I..l~~~d-Jl'l-if'l'I..lm~~ ~ ~'I..l'Vl'l..ltl1~e.J~[;ltltJb~d-Jtl
• <lJ

3. tJ1'';'Vl"lltl'l'Vl1'1..l'l~ rl'Jld-J~1Al.l.!ntJtl1~~h'l mld-J

~d-J~'I..l€~::;VI~I'1~"llI~1'[;ll.l~tJbb~::;~~~~IWll1~<lJ • <lJ

(Suppliers and distributors) b~tl~¥I'1M~ro1~::;tJtJ

x

4.0588

4.0706

4.0824

S.D.

.761

.737

.676

~::;~tJrl'Jld-J

A~b~'I..l

.c::::t. IV 0 I Q/ ai
tl1 ~e.J~[;lbb~::;m~"'l~"'l1V1'1..l1~bbtJtJ'Vl'l..lb'J~I'1"ltl~

4. tJ1'~"lltl'l'Vh'l..liJm~tl~tJ'L1~'1 bb~::;~W-I'I..lI~::;tJtJm~e.J~[;l/ 4.0000• .787

5. tJ1'~"lltl'l'Vh'l..l 'l~rl'Jld-J~1AruntJm~A~ ~'I..l~'1tl~::;~'jj'..r
'" <1.9

bb~::;rl'Jld-JA~'lmJ1 ~1'1..lm~e.J~[;ltltJl'1l?ltlbtitl'l

~'Jd-J

3.8941

4.0212

.831

.670

,
"'lln[;lln'lVl 4.26 'I"ltJ~I'1"l,rn'lI'1..ltJ1'';'Vlrltl~bn[;l-tll~d-Jttl~~ (tl~::;b'Vlf'll'Vl~) ~ln~

~ 'J'I..l'lVIrJ rll ~Vl1''1~lU"'l~~ rJ{ 1'1..ltl1~e.J~[;lbb~::;tl1~tJ1'tl1~ri tlb ~ bn~ rl'Jld-J~ ld-Jl~l.lb 'I..ln1nb"Ji'1-n'l..l

b'I..ltl'l..llrl [;lt~m'Jd-JtltJb 'I..l~::;~tJ~'1iJ~1 b'U~m'Vl1ntJ 4.0212 ~'J'I..lbtJ~'1btJ'I..ld-Jl[;l~~I'1..lb'Vl1ntJ.670
<lJ <lJ <1.9

bb~::;b~tlYi"'llnl,nU"'l~~b 'I..ln~~::;b~tJ ~tlnn{]~1 'I"l,rn'lI'1..l~ 'J'I..lbVIrJ rll ~Vl1''1~ltJ1'';'Vlb ~ rl'Jld-J

~ 1AillntJ tl1 ~~ h'l rl'Jld-J~d-J~'I..l€~::;VI~1'1~"llI~1' [;ll.l~tJ bb~::;~~~~IV1tJ 1~ b~tl~¥I'1~::;tJtJ n 1~e.J~[;l
Q.or cu q llJ

bb~::;tl1~~~~ lV1tJlmbtJtJ~'I..lb'J~I'1"ltl~d-Jln~~ ~ J'tl'l~'1d-JltJ1'';'Vll~u 1b'Vlrlt 'I..lt~tl n1 H.J ~ [;l/tJ1n1J'~•
~'I..l~~~ d-Jl'l-if'l 'I..ltl1J'~~ ~'I..l'Vl'l..ltl1~e.J~ [;ltltJb~d-Jtlbb~::;tJ1'';'VliJmJ'tl~tJtlJ''1 bb~::;~W-I'I..llJ'::;tJtJtl1J'e.J~[;l/

• <lJ •
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IV

3.2.10 ~1'tm1'l~~1~
" ,

n 1 ~ijb~~1 ~V11'W~''J 'Wi'li11' [?JmJ ~~~ 'l f1 bYJ 'elPi m~l ~ 'J1:W~ 1 (;)Vll''l"lI'el'l
q

, ,"
VfWn'll1J bntJ':ln1Jnl~~~l~Jl'l~~nMnr/(9ldl~~'e) nld#l'ldlr11~UAl bb~~n'ldu1Vll d'9~ nl d~ n Ai

'U

1. 1J1';'Vl"ll'el'lvll'W1~~'Jl:W~1r1~n1Jn1~~~1'lJll~~n~nr /
,

"""[?J~l~VI'el(Brand)

"2. 1J1';'Vl"ll'el'lvll'W~'l~1~1 ~'W~1/1J1n1 ~1rJl'eltll'l bVI:Wl~~:w

bU'W~~'el:W~1J"lI'el'l~n~1
'U ,

3. 1JM"lI'el'lvll'Wi1bb~~~~'l"lhl'l'Vll'ln1 N(;)~Vltll~~'l ~ n ~1
'U

~'W~1/1J1n1 m~ ~~1:W1~bl1Jlj'lThl[?Jl:W:Wl[?J~jl'W

1rJl'eltll'l~'el(;)~~'el'l~'elbti'el'l

5. 1J1~"lI'el'lvll'Wi1n1~~'lb~1:Wn1~lmb~~

n1~1J~~"Jj1<K:w~'W~b-111~'l ~ n ~1 mi:wd:J1V1:W1~
'U q

UlbU'W'eltll'l~

6. 1J1';'Vl"ll'el'lvll'W1rJl1.l1~:;1J1J1J1V11 ~~ (;)n1 ~~ n ~1 <K:w~'Wfi
'U

(CRM):W1Hf

x

4.0588

3.9294

3.9176

3.9647

3.7647

3.6824

3.8863

S.D.

.917

.737

.820

.747

.996

.862

.678

J'~~1Jml:W

~(;)b~'W

r.nn[?Jl~l'l~ 4.27 ~U~lwwn'l1'Wu1';'Vl~'el~Ln[?J-1Jl~:wt'el~yj (1J~~b'VlP11'Vl~)~ln(;)

~ 'J'W1VIbki m (;)Vll''l~lU9~~ rJll'Wn1~[?J~l (;)rl'el1~ bn (;)~'Jl:W~l:Wl ~bl1'Wn1nb"1i'l..u'W1'W'el'W1~ [?Jt(;)~

~'J:W'eltl1'W~~~u~'l i1Alb'U~mvllnu 3.8863 ~'J'Wbn~'lb1J'W:Wl[?J~'"Jl'Wbvlln1J.678 bb~:;b~'el~91J'rul
'U 'U d.9

u9~~1 'W~1~~ :;b~~ (;)1J~1n{)~ 1 ~,rn'l1'W~'J'W1 VIbki ~1 (;)Vll''l~lu1';'Vl1 ~ ~'Jl:W~l r1'1!nu n1~~~1'l
, ,

IV ~ .<::lI2/ .<:::iI .c;;::" Q/.<:::::l 0 j c:>. 'V

Jll~~n~ru bb~:;~VI'el(Brand) :hJ1n'Vl~(;)~'el'l~'l:Wl U~~'Vl:Wn1mIVl'W(;):Wl[?J~'"Jl'Wn1~~'l:W'el1J~'W~l
q d.9

u1n1~ bb~:;~l:Wl ~bl1Jlj'lThl[?Jl:W:Wl[?J~jl'W1rJl'eltll'l~'el(;)~~'el'l ~'elbti'el'l [?J~'el(;)9'Wi1n1J'~'l n ~1~'W~1

bb~~1J1n1~lrJl'eltll'l bVI:Wl~~:WbU'W~~'el:W~1J"lI'el'l~n ~1
'U
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.., Q, Cl.o' Cl..'

3.2.11 511'tJn1'i'J~tt £L~::'W{PJ.J'tJ1
" .

111J'~ b~ J'1 ::::Vl1. 'W~''J 'WiliJ rJ~ rJi.JJ'::::~'I flb ~ 11P1 11'Ml ~ 'J 1 ~ ~ 1 ~VIrJ'I"lI11'l
q

'V'fWfl'Il'Wb~m n1Jfl1J'~~~'W~'1i.JJ'::::~'Mffbb~::::~'Jl~~~ 1V1~ 1 bU'W~'W~'1 bb~~'11rJ~'1ntJ~::::b~tJ~ 1'W
.

""~lJ'l'1Vl 4.28

~1 n'l~ 4. 28 i1"'l~tJ~ri111~\n~~'Jl~~l~lJ'rJ 1'Wfl1J'bb"ll'l-il'W~~1 ~VlrJ'I1'Wl1'Wl~ ~ ~l'Wfl1J'~~tJ

bb~::::~W-I'W1

.
, • .dl

111111~111tJ1'1~11b'Wl1'l

2. 1J~';Vl"ll11'l'Vh'W1~ ~'Jl~~l r-l'1J bb~::::~~MN1Ji.JJ'::::~l ill.
.d.i oIC:lt.CV IV I iI cv

I,'V'-l11111J''J'''ltJbb~::::'V'-lW-I'W111tJ1'1bVl~l::::~~ bb~::::~11~ ~~11'l 111J

Jll'J::::~~l~

3. 1J~';Vl"lll1'lvll'Wbtl~bl1fl1~1 ~y.j'WI1'11'WiJ~'J'Wi'".l~1'W

fl1 J'~~l'1~nr1~'1i.JJ'::::~'Mffbb~::::ml~ ~~ 1VI~1

4. 1J~';Vl"lll1'lvll'W~l~lJ'rJ ~ ~ ~'W~'1i.JJ'::::~'M..rbb~::::
d.9

~'Jl~~ ~1 VI~1 ~Nn1J~'Jl~~l1'lfl1J'''lIl1'l\'jI1~l

J''J~

x

3.7176

3.7765

3.8235

3.8824

3.8000

S.D.

.868

.891

.789

.793

.710

.
"'l111~1J'1'1~ 4.28 'V'-l1J~1'V'-l,r11'11'W1J~';Vl~l1ml1~-i.Jl~~bl1~~(i.JJ'::::bVl~lVltJ)~ln~

~ 'J'W1VIb1i ~1 ~VlrJ'I~ 111"'l~tJ ~ l'Wfl1J'~~tJ bb~::::~W-I'W1 ri 111~ bn~ ~'Jl~~l~lJ'rJ 1'Wfl1HI,"ll'l-il'W1'W

l1'Wl~~b~tJJ''J~l1ti1 'WJ'::::~1J~'1iJfDilb'U~mvlln1J 3.8000 ~'J'Wb~tJ'Ib1J'W~l(?]J'~l'Wbvlln1J .71 0 bb~::::
'lJ 'lJ d.9

b~l1~"'ll J'illli1"'l~tJ1 'WJ'ltJ~ ::::b~tJ~i.Jn 11!l~1'V'-l,r11'11'W~'J'W1VIt1J ~1 ~VlrJ'I~l1J~';Vl"'l ::::biJ~bl1fl1 ~1~

'V'-l,rfl'll'WiJ~'J'Wi'J~1'Wfl1J'~h'lMJ'r1~'1i.JJ'::::~'M..rbb~::::bb'W'J~ ~1VI~ 1 ~Nn1J ~'Jl~ ~11'lfl1J'''lI11'l~ 11~1
d.9 'lJ

~~11~"'l'W~~MN1Ji.JJ'::::~l illb~l1fl1J'~~tJ bb~::::~W-I'Wl'eJt.ll'1bVl~l::::~~bi,~::::~l1~~~11'l n1JJll'J ::::~~1~
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•••• Q. .Q. ••••

3.2.12 t1I1't.m1'i'1.1'iVl1'in1'iL.:J'tJ££~::/;r/.J'VI'lJ•
tl1 ~~ LfDln ~'\..r"'1..1'~'(;)'w~iH19H11J~~~'lr1L~'fl ~ n'l11 WJ1:J.JfDl1~'VlrJ'l"ll'fl'l•

x

3.9412

S.D.

.746
,

, , dO

'flm'll?l'flL'W'fl'l

2. 1J~-J'Vl"ll'fl'lvil'l.,d:J~~fDl'd1:J.J~1:J.J1~tl1'Wn1~1J¥1J~~~'W'Yl'W3.5412• .894

,
, dO

l?I'flL'W'fl'l

4. 1Jm"ll'fl'lv\1'W~1:J.J1~tl1.jj'WttJ1J1tJfl1ru~1~~'W'Vl'W•
~ ~1LU'WUlOlrortJt 'Wfl1~~~'NfDl'd1:J.J1~LmtJ1J'Vl1'ln1~LL~'l-n'W

5.1J1~"lI'fl'l'Yh'WiJfl1~t .jj'l1J1J~~:J.J1ruLL1J1J~'lLiJ'We.l~'l1'W•
(Performance Based Budgeting) t'Wfl1~fl1rl1J LL~~

1J~~Li1'We.l~fl1 ~t.jjr.l1tJ'l1J1J~~:J.J1ru

3.8000

3.8118

3.6353

3.7459

.704

.838

.738

.550

,
1Ol1nl?l1~1'lVl4.29 ~1J~1~'\.!n'l1'W1J1-J'VlfDl'fl~Lnl?l-1J1~:J.Jt'fl~y.j(1J~~L'VlPll'VltJ)~1n~

~'d'W"'Vlrum~'VlrJ'l~1UlOlrortJ~1'Wfl1~1J1'Vl1~n1~~'WLL~~~'W'Vl'Wri'fl1~Ln~fDl'd1:J.J~1:J.J1~tl1'Wn1nL~'l-n'W"'W~ .
Ld'fl~1Ol1~ru1UlOlrortJ1'W~1tJ~~L~tJ~1J~1n!)~1~'\.!n'l1'W~'d'W1'VlqJfDl1~Wr'l~11J~-J'VliJe.l~n1~~1 bU'W'l1'W

~1'Wfl1~vi1ii11ffir.h'l r;J'flLti'fl'l LL~~~"'I~n~tlt-n'WtmJ1tJ n1~1J1'Vl1~~'W'Vl'W~~1 LU'WUlOlrortJ"'Wn1~~¥1'l•
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3.2.13 Pl1'lJn1j'f;/'fJ1111'lJ'fJ.:JFI'J13JW.:J'W'fJ h"ll'fJ.:J'iW1f1
OJ~ ,

fl1~';jL,",~1::;m'W~'"J'WuiJrJ191biLl~::;~'lfl L-W'elMmj'1 ,",'"J1~'"'1~VlrJ'l"ll'el'l'l"l,:rn'l1'W
q

~::;~1J,",'"J1~
if'"l~t1~h'Wfl1~l91'el1J~'W'el'lm1~-w'l'l"l'el1'"l

X S.D. "" <;;

,",~LVl'W

1. 1J1';'Vl"ll'el'l'V11'W1~,",'"J1~~1 ~ '1!n1Jfl1~l91'el1J~'W'el'l 3.8471 .779 ~'l••
" ",",'"J1~191'el'ln1~"lI'el'l~n,",1••

2. 1J1';'Vl"ll'el'lvi1'WLiJ~"ll'el'l'Vl1'l1~~n~11J'eln ,",'"J1~~'el'lfl1~ 4.1176 .808 ~'l•• ••
1~ L"ll'WiJfll'W~~n~1i~~'Wfi ( call center)••••
3. m~l91'el1J~'W'el'l,",'"J1~~'el'lm~"lI'el'l~ n ~1"l1'el'l1J1';'Vl 3.8000 .887 ~'l•• ••
"lI'el'lvi1'W'elrJ1'WLnru,,]~~••
4. 1J1';'Vl"ll'el'lvi1'W~1~1~bll91'el1J~'W'el'l,",'"J1~~'el'lfl1~ 3.7765 .891 ~'l••
"lI'el'l~ n ~11~'elrJ1'l~'"J~ L~'"JLL~::;Vl'W~bI1'Wmmr••

~'"J~ 3.8853 .686 ~'l••

,
'"l1n1911n'lVl 4.30 'l"l1J~1'l"l,:rn'l1'W1J1';'Vl,",'el~Lnl91-Ll1;~t'el~-W(lh::;L'Vlflll'Vltl) ~1n~

~ '"J'W1Vlru' '"'1 ~Vl~'l~1if'"l~t1 ~1'Wm~191'el1J~'W'el'l,",'"J1~-W'l'l"l'el1'"l"ll'el'l~n~1 rl'el1~ Ln~ ,",'"J1~~1~1 ~bI~ ..
1'Wmm"ll'l-n'W1 'W'el'W1'"'191t~t1~'"J~'elrJ1'W~::;~1J~'l iJfOi1L'U~mvi1n1J 3.8853 ~'"J'WLntl'lL1J'W~1191~~1'W.... ~

Lvi1 n1J .686 LL~::;L~'el~'"l1~ru1if'"l~t11'Wntl~::;L~t1 ~Ll~1 n{)~1'l"l,:rn'l1'W~'"J'W1Vlq! '"'1~VlrJ'l~11J1';'Vl

LiJ~"ll'el'l'Vl1'l1~~n~11J'eln,",'"J1~~'el'lfl1~1~ L"ll'WiJ~'W~~n~1i~~'Wfi (call center) LL~::;1~,",'"J1~~1~'1!

•... ""n1Jm~l91'el1J~'W'el'l,",'"J1~191'el'lm~"lI'el'l~n,",1••
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11-' JCI ••••. Q./

3.2.14 11I1'Un1'iL'itJ'U'iU,"::WPJJ'U1
'" '" ,

n1:i'':J b~ n:::Vl1 'W~''J'l.d1iJt) I?Im.h:::~'1 ~b ~1l ~ m~1 ~'J 1:J..J~1 t?lVlt)'1"111l'l,
,

l"lUn'l1'W bn~'J nUn1:i'~¥1'11l'l r1nm 'lA'In1:i'~~'W¥ n1:i'~ W-J'W1bb~:::n1:i''tlnmJ:i':J..Jl"lUn'l1'W b'lJ'WI~f'W
'lJ

Q/

U"'l~ ~ ~h'Wm:i'~~'Whb~:::~ W-J'W1
:i':::t?lUm1:J..J

'lJ X S.D. .,. <Z

~ t?lbVI'W

1. U1~"1I1l'l~1'Wb~~'J1:J..J~1~~nUn1:i'~¥1'11l'lr1n:i' 3.6471 .667 ~'1'lJ

bb'lA'In1:i'~~'W! (learning organization)

2. U1~'Vl"1l1l'l~1'WiJ n1:i' b~~1'J~ 1 :i'ojf1l:J..J~"1I1l'lU1~Vl 3.8353 .721 ~'1'lJ 'lJ

bb~:::ojf1l~~ b~~ 'Jnu CJ~ n 1nJ~~'11'W"1I1l'l~1'W

bb~:::l"lUn'l1'W b'Wb'J~ 1~ ~1l'l n1:i'

3. U1~'Vl"1l1l'l~1'W~t?l'lUlh::::J..J1bWHb~1ln1:i'~W-JU1 3.7529 .653 ~'1'lJ

bb~:::'tln1lU:i':J..Jl"lUn'l1'W

4. U1~Vl"1l1l'l~1'Wv'h n1:i'bVl~Ut) t?lU"'l~~ ~f1'WU1V11:i' 3.7294 .662 ~'1'lJ

1l'l rl n1:i' b'Wr~f1'Wr;h'l1 nU~~dJ'Wb~Pl ( Benchmaking )
'lJ

:i''J:J..J 3.7412 .583 ~'1'lJ

,
"'l1nI?l1:i'1'1Vl 4.31 l"lU~1l"lUn'l1'Wu1~Vl~1l~bnl?l-u1'6f:J..Jt1l~~ (U:i':::bVlfi'\1vm) ~1nt?l

~ 'J 'WbVIni ~1 t?lVlt)'1~1U"'l~~ Jl1'Wn1:i'b~~'Whb~:::n1:i'~ W-J'W1ri 1lb~ bnt?l~'J1:J..J~1:J..J1 :i'blb'Wn1:i'bb"Ii'1-n'W
~ 'lJ

b'W1l'W1~l?Itt?l~:i''J:J..J1lrJb'W:i':::~U~'1 iJr11 b'U~m~1nu 3.7 412 ~'J'Wbn~'1bU'W:J..J11?1:i'~1'Wb~1nu .583
'lJ 'lJ d.9

bb~:::b~1l~"'l1:i'bW1U"'l~~b 'W:i'1~~:::b~~ t?lU:i'1n!l~1l"lUn'l1'W~'J'Wb VIt1! ~1 t?lVlt)'1~1u1~'VliJ n1:i' b~-if1l~ ~

~ 1'J ~1:i'"1I1l'lU1~'Vl bb~:::-if1l~~ b~~'J nu CJ~n1:i'U~~'11'W"1I1l'll"lUn'l1'W b'Wb'J~1~ ~1l'l n1:i' 1?I~1lt?l"'l'W

~ t?l'lUU:i'::::J..J1bW1~b~1l m:i'~ W-J'W1bb~:::'tln1lUJ':J..Jl"lUn'l1'Wbb~:::"yl1m:i'b Vl~Ut) t?lU"'l~~ ~h'Wu1V11:i'1l'l ~n 1:i'

b'WJl1'Wr;]1'11 nU~~b'lJ'Wb~fi'\



d
'lJ 'VI 'VI 5

~'itJn1'ifiln'tt1 bb~~i'el b~'U'elbb 'U~
q

n 1 J'~ n 'jj'1 U"'l~t1~ n' 'ell 'IX Ln~ fl'J 1 ~ ~ 1 ~ 1 J'n 1'Wn1 J'LL"Ii-.:J-n'W"lJ'el-.:JfiJ'n"'lnJ'ru~ n 'jj'1
q

" "U1M'Vlfl'el~LnlYl-1Jl~~b'el~~ (1JJ':;L'VlM1'Vltl)91n~1'Wflf-.:J11LiJ'Wn'lJ'~n'jj'IL~-.:J~~mLuu~IJ''J'''l(Survey

Research) b~t1ij.rlYln1JJ':;~-.:JfPlL~'el~ n'jj'lth~t1~ rl'ell~ Ln~ fl'Jl~~I~IJ'n 1'Wn'lJ'LL"lI-.:J-n'W"lJ'el-.:Jn"'ln'lJ'
q

", ,
~-.:J1'WU"'l"'lU'WLL~:;'el'W1fllYl LoW'el~n'jj'l LmtiU LVltlULL'W'J~~"lJ'el-.:J'Vnrn-.:Jl'Wl'WJ':;~UU1V11J'~lijU"'l~t1Vl

q

, " "
n~~ r;l'J'eltlI-.:JVl1-ili.'Wn'lJ'~n'jj'l flf-.:Ju HILLrl 'V'lUn-.:Jl'WJ':;~uu1V11J' U1M'Vlfl'el~LnlYl-

q

" "1Jl~~b'el~~ (1JJ':;L'VlM1'Vltl)91n~ 91'W'J'W~-.:J~'W85 fl'W b~t11~fi~~r;l'J'eltll-.:JLLUU~It1 (Simple
q

Random Sampling) LL~:;l-D'LLUU~'elUm~ LtI'WLfli'el-.:J~'ell'Wn'lJ'~ n'jj'l -n'el~~~1Jl"'l1 n n1 J'lYl'elU

LLUU~'elUm~"lJ'el-.:Jn~~r;l'J'eltll-.:J"'l:;Ul~I1J:i':;~'J~~~ b~t1l-nt1JJ'LLnJ'~~IL~"'l:i'1J SPSS for Windows
q ~

"~ ~ n1 J'~ n'jj'I~I~IJ'n~J'1J1Jl ~-.:JU
q

1.1 i'fl:IJ~vt'J1tJ"lI'fI~n%'i3-H~''J'fI!i1~•••
"'llnn'lJ'~n'fl'1'V'lU~1 n~~ r;l'J'eltll-.:J'V'lUn-.:Jl'Wu1M"Vlfl'el~LnlYl-1Jl~~b'el~~ (1JJ':;L'VlM1'Vltl)

q

91n~ ~'J'WlmliLtI'WL'V'lMVlru-.:J~'eltl~:; 54.1 ij'ellt1 25-34 tl ~'eltl~:; 44.7 ijn1:i'~n'jj'IJ':;~U
'" '" q

mrubU'lb'Vl ~'eltl~:;62.4 LtI'WeJu1V11:i'J·:;r;iU~'W~'elm'l:; 42.4 ij'el1t1l'W~ILLVltl-.:J-.:Jl'WU"'lIOlU'W10 tl
cv Q./ llJ q q

"~'W11J ~'eltl~:;35.3 LL~:;1JlJ~-.:Jl'W~It1n'l:i'lYl~l~ / n'l:i'"lJlt1 ¥'eltl~:; 60.0

1.2 ,j~~!Iv1n'fl"l.,rbn ~ A'J1:IJ~1:IJ1~t1"1.'Wn1~bb"li~-n'Wvliln1~"l.ibb~::t.lli~~~~"I. 'W

1Ol1nn1:i'~n'jj'I'V'lU~1 'V'lun-.:Jl'Wu1M'Vlfl'el~LnlYl-1Jl~~b'el~~ (1J:i':;L'VlM1'Vltl)91n~
~ 'J'WlVI'1i L~'W~lU"'l~t1l?il-.:J1 ~ijn1 :i'1-D'LL~:;1JlJml"'l1-.:Jl'WU"'l~u'Wrl'ell~ Ln~ fl'Jl~ ~1~1 J'n 1'Wn1 J'

LL"lI-.:J-n'Wb~Wll'V'lJ''J~'eltll'WJ':;~u~-.:Jijro11L'U~m'Vhnu 3.8418 b~m~'W~lih~t1~I'WL'Vlfl b'Wb~~~IJ'~ ~

~'WL'VlM LtI'WUIOl~t1~ijn'lJ'1.jfLL~:;1JlJ~1Ol1-.:J1'WU"'l~u'W~rl'ell,xLn~ ml~~lm:i'n 1'Wn!J'LL"lI-.:Ji'W~1n~ ~ ~

J''el-.:J~-.:J~11~LLrlU"'l~t1~1'Wn'l:i'~~ lYlLL~:;n'l:i'u1n'lJ' ~1'W.roo.J'Wfi:i':i'~'el-.:JfPlnJ'LL~:;~I'Wn'l:i'lYl'elU~'W'el-.:Jml~

.w-.:J'V'l'ell"'l"lJ'el-.:J~n~h~
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tGJlf1111'V1~':l~lh9rJ~ n'el1~ bn ~ m 1 ~ ~ 1~ 1 m1 'Wf11nb~\lO]'W~~ f11~H'bb'Cl~tJlJ1JlltGJ1'\1

"
1 'Wih~u'W~\lf1~1':l~1~1~b1~tGJ1~bl<I1UtGJ9rJ~1\1 11 'WnrJ'Cl~b~rJ ~"lJ'el\lbb~'Cl~~l'Wl~~\lt1

1.2.1 UiOI4'tJ~Ttl?i'm1P1U W'U5niOl LL~::dJTtII3J1tJ 'VI1J~1'V1,rf1\11'W

1J1'M'Vl(PI'el'Clbf1l?l-tJ16~b'el~yJ (tJ~~b'VlMh~rJ) ~ln~ ~fJ'Wl VlblJb~'W~lri'ell ~bn~(PI':l1~~1~1~b11'Wn1~

bb"1i\Ii 'Wb~m':l~lmjb 'W~~~U~\I ~ ~1 b'U~mvhn1J 3. 9200 b~rJ'VI,rf1\11'Wb~'W~1 bbi:-J'W\ll'Wb'W'wl,btJ\ll'W
'lJ 'lJ

tJ16~b'el~yJ (tJ~~b'VlMl'VlrJ) ~ln~ ~':l'Wl~nJb~'W~lri'ell ~bn ~(PI':l1~~1~1~bl1 'Wf11nb~\lO]'Wb~m':l~
'"

'elUb'W~~~1J~\I ~~1 b'U~mvhn1J 3. 7388 ~\I'V'I,rf1\11'Wb~'W~11J1'M'Vl1~(PI':l1~~1~run1Jf11~~~\lf1'ClrJ'Vlfi
CU CU QI q

1.2.3 UiOI4'tJ ~1'UrF1'j\3gff1.J'f1.J,.rn1~ 'VI1J~1'V1,rf1\11'W1J1'M'Vl(PI'el'Clbf11?l-tJl~~ b'el~yJ

(tJ~~b'VlMl 'VlrJ) ~ln~ ~':l'Wl ~qJ bt1'W~l n't) 1~ bn ~ (PI':l1~~1~rWb11 'Wf11nb ~\lO]'Wb~rJ~':l~'el~1 'W~~~1J

tJl'Wf1'Cll\1 ~ ~1 b'U~mvhn1J 3.2141 ~\I'VI,rf1\11'Wbt1'W~1b(PIN~~l'11J1'M'Vl~(PI':ll~-n~btGJ'Wbb'Cl~bU'W~

b-if 11 tGJ"1J'el'l'Vlf1~ lrJ bb'Cl~1J1'M'Vl~ f11 ntJ~rJ'WbbtJ'Cl'l b(PIN~ ~1'1'el'll"l f11 ~1~~ (PI':ll~ (PI~'el\l~':l bb'Cl~~ ~~U'W
q q

,
'elr11'1~ ~ 1 b~~'el 1?l'Cl'el~tGJ'W~'WbrJ1JlrJ btJ'Wf11m~~tGJlrJ!ll'WltGJ bb'Cl~1~~ l'WltGJ1 'Wf11~~ ~~'W1tGJn1J

~tJlJ~'11'W

1.2.4 UiOI4'tJ ~1'UrJ{;JJ'U5~~3J'f1.J,.rn1~'VI1J~1'V1,rf1\l1'W1J1'M'Vl(PI'el'Clbf11?l-tJl~~ b'el~ yj

(tJ~~b'VlMl'VltJ) ~1 n ~ ~':l'W1~ni bt1'W~l n'el1~bn ~(PI':ll~~l~l~bll 'Wf11nb ~'1O]'Wb~m':l~'elu1 'W~~~1J~\I
'" 'lJ 'lJ

~ ~1 b'U~mvh n1J 4. 0659 'b~rJ'VI,rf1\11'Wbt1'W~1 1J1,;"'Vl1~(PI':l1~~1 ~ runu1 W-J'Wfi~~~~ btJ'W(PIblJlll'V'1
'" q,

9.1 iI' Q G I .c:.cv QQ/

bb'Cl~f11~I?l'el1J~'W'el'l (PI':ll~ 1?l'el'lf11~"lJ'el'l'Clf1(PIl~l f1'Vl~~ ~'el\l'Cl'l~l b~'W':ll 1J~~'Vl~':l W-J'Wfin~"1J'el'lf11~
'lJ q

'V'I,rf1'11'W1J1',;"'Vl(PI'el'Clbf1I?l-tJl~~b'el~yJ(tJ~:;b'VlMl'VlrJ) ~ln~ ~':l'W1~qJbt1'W(hri'el1~bn~(PI':l1~~1 ~1~b11 'W

f11nb~'1i'Wb~rJlll'V1~':l~'elul'W~~~1J~'1 ~~lb'U~mvhn1J 3. 7275 bb'Cl~b~'el~tGJ1~blJl1'WnrJ'Cl~b~rJ ~
'lJ 'lJ



93

n'lJ'r.r CPInfDlnJ'nJ b~'el~j1'1 ~'J1~~~~'Wfi bb~:::~'J1~~1~ ~ ~h:::VI~l'1 ~1t1

1.2.6 mr.fEl Jliru rrn'M::n1ruoo~££~::111'J::erUJ 'V'I'lJ~l 'V1'1!fl'll'W1Jm ~'el't1bfll?l-.•.

, ,"
Jl1'V1J''J~'elt.Jl 'WJ':::~1J~'1 i1 ~1 b'Y1~tIb'vhn1J 3.6918 bCPItl'V1'1!fl'll'Wb~'WJl'JtlVl1J~';'Vli1 n1J'r.r CPI~'1Vl~'11'W

'lJ 'lJ

fDl1fl ~ 1t11911'11 ~~1~1J'bllh:::~1'W'I1'WJ':::VI~1'1 ~1t1 bb~:::b~'WJl'JtI~1J1'';'Vll ~ ~'J1~~1 ~ b1)n1Jn'l J'~ ~1'1

Jl1'J::: ~ U 1 ~ bU'WVl~'11'W I?l~'elCPIfDl'W1~~'J 1~~1 ~ ru n1J n1 J'~ h'lJl1'J :::~U1".lJ'el'l~1J1'Vl1 J'J':::~1J fl ~ 1'1
qj QI CU CU

I '" iI I I

'elt.ll 'WJ':::~1J~'1 i1 ~1 b'Y1~tIb'Vhn1J 3.8344 ;1-.'jU'V1'1!fl'll'Wb~'WJl'JtlVl1J1'';'Vli1 n1J'U1 b~1'el'l~'ell 'Wn'lJ'r.r i?l
'lJ 'lJ

n'lJ'~ruJl1'V1 'el1Vib-n'Wn1J'r.ri?ln'lJ'~ruJl1'V1bi?ltl'el'lr1J''J~ (TOM) , ISO ,OCC ~lH~lfl~~i?l J''el'l~'1q q , q

~1 b~'W~ 1 eJ~ I?lJlrusyfbb~:::1J1'n1J'~ dJ'WeJ~ eJ~ 1?l".lJ'el'l1J1'';'Vli1~ruJl1'V1 dJ'W~t1'el~¥1J".lJ'el'lI?l~l i?lbi?ltl-vY'JhJ,

1.2.8 mr.fEl m'lJL'YIfili'lJ i~Ei~1~~'lJL'YIP('V11J~'V1'1!fl'I1'W1Jm~'el mfll?l- U1~~ b11~r~

(lh:::b'Vl lPl'l'Vltl) ~1 n i?l ~ 'J'Wl VInh~'W~ 1rl 'ell ~ bn i?l~'J1 ~ ~1~ 1 J'bll 'Wn'l J'bb"Ii'l-n'Wbi?ltlJl1'V1J''J~'elt.Jl 'W
~ 'lJ

,
~1 J'~'Wb'VllPll'Wn1J'~1 bU'WfiJ'nfDl'elt.l1'1~ln 'eJt.l1'1hti m~1J1'';'Vl bU'Wn1J'HJ':::1J1J IT bY1l1n'lJ'~t1'Wj

, 'lJ

1.2. 9 U'"lr.fEltp}1'lJn1~eJ~{;1££~::n1nijn1~ 'V11J~l'V1'1!fl'll'W1J1''i'Vl ~11~ bfll?l-

U1~~t'el~'V'l (UJ':::b'VllPl'l'Vltl) ~lni?l ~'J'Wl m'k! b~'W~lrl'ell ~ bn CPI~'J1~~1~1 J'bll 'Wn'lJ'bb"Ii'1-n'Wbi?lm'd~

'elt.Jl'WJ':::~1J~'1 i1~1 b'Y1~m'Vhn1J 4.1224 ;'1'V1'1!fl'l1'Wb~'W~11J1'';'Vl'lJlU1b'Vl~ b'Wb~~n1J'eJ~I?l/1J1'n'lJ'
'lJ 'lJ

,
~ .<::::It. I I .cY

eJ~ Wn'l J'1JJ'n'l J''eltl1'1I?l'elb'W'el'll?l~'el CPIb'J'Cl1

1.2.10 mr.fElm'lJm~lPI~1(j/ 'V11J~1'V1'1!fl'I1'W1Jm~'el'l'lbnl?l-U1~~b'el~'V'l (UJ'::::b'VlfP1'l'VltJ)
,

~1 n i?l ~'J'WlmUb~'W~l ri'ell~bni?l~'J1~~1~1J'bll'Wn1nb"Ii'l-n'W bi?ltlJl1'V1J"J~11t.Jl'WJ':::~1J~'1 i1~1 b'Y1~t1
~ 'lJ 'lJ

b'Vhn1J 3. 9392 bb~:::bri'el~fDl1J'ru 1 UfDlr.rtlb 'WJ'1t1~ :::b~t1CPIUn fl{]~l 'V1'1!n'll'Wb ~'W~ 11J1'';'Vli1 bb'l'l:::~h'l

-n'el'l'Vl1'1n1J'r.r i?l~lV1t.htl ;'1~ fl ~l~l~lJ'bl b-ih~'1~'W~1 bb~:::1J1'n1 J''lJl'elt.l1'1 ~:::i?l'Jn~l n~~ i?l J''el'l~'1~1
'lJ ,

b~'W~ 1 1J1'';'Vli1 n'lJ'n1V1'Wi?l~11?lJ'\lj'1'Wn'lJ'~'1~'el1J~'W~1 1J1'n1J' bb'l'l:::~l~lJ'bluntWi 1?l1~~1 [9lJ'\lj'1'Wd.9 d.J •.•
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,'" ,
l~'flth\l~'el~H"l~'el\l ~'elLU'el\l(Pl~'el~'"l'WiJn1~~\ln~1~'W~1/ u~n1~1~'el~1\lLVI~1:;~~LtI'WVltl'el~~U

1.2.11 i1fOJr.rEJlWl'tJm'l~r.rf1 LL1i::WJ;JJ'tJ1 ~U~TV'nrn\l1'WU~~~'el~Ln(Pl-lh~~b'el~~

('I.h:;L'Vl~l'Vltl) ~1n ~ ~ 'J'WlVlruL~'W~1rl'el'\,~ Ln(9l~'J1~~1~1~b11'Wn1nL'1i\l-n'Wb~m'J~'elLll'W~:;~u~ ~

r1'el'W.jf1\l~1n iJr11L'i),~m'Vhnu 3.7529 LL~:;~'el~'"l1~ru1~'J1~~~L~'Wl'WLL~~:;.jf'el~1m~1J~1n!J~1

'VfWn\l1'WL~'W~'JtI~U~';'Vl LU~b'eln1~ 1~ ~t1n\l1'WiJ~ 'J'W:h~l 'Wn1~~h\l~ ~~I"1~\l1J~:;~'I.1..rLL~:;
d.9

LL'W'J~~ 1Vl3·h (Pl~\lnU~'J1~~'el\ln1~"lJ'el\l\jn~1 (Pl~'el~'"l'W~~~~Nu1J~:;~1ruL~'eln1~~~t1LL~:;vr1?J.J'W1

, '" •...
'elm\l LVI~1:;~~LL~:;~'el~~~'el\lnUJl1'J:;(Pl~1~

1.2.12 i1fOJr.rf1~1'tJn1'l11~V11'ln1'l&~'tJLL1i::~'tJYI'tJ ~U~1~t1n\l1'WU~';'Vl~'el~Ln(Pl-•
1J1~~b'el~~ (1J~:;L'Vl~l'Vltl)~1n~ ~'J'WbVIrYL~'W~1rl 'ell~ Ln~~'J1~~1~1~b11'Wn1nL'1i\l-n'Wb~t1

JlTv'4~'J~'elLlb'W~:;~u~\liJr11L'i),~m'Vhnu 3.8212 LL~:;L~'el~'"l1~ru1i1'"l~t11'WLL~~:;.jf'el~1m~~ ~

1J~1n!J~1~t1n\l1'WL~'W~1U~';'VliJe.J~n1~~1 LU'W\l1'W~1'Wn1~vl1111h'elLl1'1~'elLti'el\lLL~:;~1~1~b11.jj

'Wbt1U1tI n1~U~Vl1 ~~'W'Vl'W~~1LtI'Wi1'"lr.rtll 'Wn1~~~1\l~'J1~1~LmtlU'Vl1'1n1nL"lI\lo]'W
q

U~';'Vl~'el~Ln(Pl-1J1~~b'el~~(1J~:;L'Vl~l'Vltl)~1n(9l~'J'WbVlruL~'W~1rl 'ell~ Ln~~'J1~~1~1 ~b11'Wn1~~

LL"lI'I-n'Wb~t1~'J~'el~l'W~:;~u~\liJr11L'i),~m'Vhnu3.9853 ~\l~t1n\l1'WL~'W~'JtI~u~';'Vll~~'J1~~1 Arunu~ ~ ~

iJ~'Wtl~n~1~~vr'Wfi (call center)~ ~

1.2.14 i1fOJr.rf1~1'tJn1'l&'if1'tJiI.&1i::WJ;JJ'tJ1 ~u~1~t1n\l1'Wu~';'Vl ~'el~Ln(Pl-~

1J1~~b'el~~ (1J~:;L'Vl~l'Vltl)~1n~ ~'J'WbVlrYL~'W~1rl'ell~ Ln~~'J1~~1~1~b11'Wn1nL'1i\l-n'Wb~m'J~

'elLll'W~:;~U~\l iJr11L'i),~m'Vhnu3.9206 b~tJ~t1n\l1'WL~'W~'JtJ~U~';'Vlb~ ~'J1~~1 ArunUn1~~h\l~ ~ ~

'el\l~nnL'\A 'In1~~tJ'W~LL~:;n1~~~\lU1J~:;~1ruH L~'eln1~vr1?J.J'W1LL~:;'tJn'elU~~~t1n\l1'W~

1.3 iI'~4'!JcV1n'el"I. ~bn ~fI'J13Jif13J1'l~"l Un1~bb"li.:l;rucV1fl1 ~'Vl1.:l"lU'elU1 flIP!

'"l1nn1~~ n'l.11~U~1~t1n\l1'WU~';'Vl~'el~Ln(Pl-1J1~~b'el~~ (1J~:;L'Vl~1'VltJ) ~1n~
~'J'WbVlrY~1~VI~'1~1i1'"l~tJ~1'1 1 rl 'elb~ Ln~~'J1~ ~1~ 1~b11'Wn1nL'1i\lo]'Wb'W'el'W1~(Plb~tJJl1~~'J~

'el~b'W~:;~U~'1iJfi1L'i),~tJL'vhnu 3.8128 LL~:;L~'el~'"l1~ru1ih~tJb'WLL~~:;~1'W1J~1n!J~1i1'"l~t1

~1'Wn1~e.J~ (PlLL~:;n1~U~n1~ LtI'Wi1'"l~'tJ~~1~VI~\l~1'"l:;rl'elb~Ln(9l~'J1~~1~1~b11'Wn1nL'1i\lo]'Wb'W

'el'W1~(Pl~1n~~~~'el\l~\l~11~LLriih~tJ~1'W~I?J.J'Wfi~~~'el\lrlmLL~:;~1'WL'Vl~b'Wb~~~1~~'WL'Vl~
q

'"l1nJl1~ ~'J:J...Ii1'"l~tJ~rl 'elb~ Ln~~'J1~ ~1~ 1~b1b'Wn1nL'1i\lO]'W~~1~VI~'1b'W'el'W1~(Pl

~\lmh'J~1~1~b1~'"l1~ru1i1'"l~tJ~1\l 11 'WntJ~:;L~t1~"lJ'el\lLL~~:;~1'Wl~~\l~
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1.3.1 U"l';~pj1'U~&fmrpf.JW'Ufin"l ££~::dl1't-UJ1~ ~U~l~,rn~I'W

U~';'VlfOl'f)mnl?J-tJl'6f3Jt'f)~~(tJ~:;b'VlPl1'Vl~)~ln~ ~'J'W1V1q)fOl1~Vlt)~~1'"l:;n'f)ll~\n~fOl'J13J~13Jl~(l1 'W

n1nb"1i~i'W1'W'f)'WlfOll?Jt~~~'J3J'f)~1'W~:;~u~~~fOllb'U~mvhnu 3.9318 bb~:;b~'f)~'"l1~rulif'"l9~1'W
OJ OJ

~l~~:; b~~ ~ tJ~l n!l~l ~,rml'WfOll ~Vlt)~~l bbe.J'W~1'W1'Ww.b ~~1'W~fOl'Jl3J ~3J~ 'Wfib~'f)3Jtm nu dJl Vl3J1~

"lI'f)~U1-';'Vl3Jln~~ ~ ~'f)~~~3Jl b~'W~l~~mlPlU Jll~n'"l bb~:;biJ1V13Jl~"lI'f)~U1-';'Vl~~'J'W·]h~1 ~n1~
q

~l bU'Wfi~n'"ltJ~:;~u fOl'Jl3J~l b~'"lbb~:;U1-'i'Vl~';J~~~ PlU Jll~n'"l bb~:;biJ1V13Jl~ dJ'W~b-ih1'"lbb~:;fu~
q 'lJ

"lI'f)~UfOl~lm'Vln~l~
q q

tJl'6f3Jt'f)~~ (tJ~:;b'VlPl1'Vl~)~ln~ ~'J'W1VIrum ~Vlt)~~ lif'"l9~~11'Wn~~'Vlfi'Vll~ n1nb"1i~i'W'"l:;ri'f)
~ q

1~ bn~ fOl'J13J~13Jl~(l1 'Wn1nb"1i~i'W1'W'f)'WlfOll?Jt~m'J3J'f)~1 'W~:;~u~~ ~ fOllb'U~mYhnu 3.8047
'lJ 'lJ

~'J'Wbrimbu'W3Jll?J~Jl'WbYhnu .713 bb~:;b~'f)~'"l1~rulif'"l9~1'W~1~~:;b~~~tJ~ln!l~1 ~,rn~l'W

fOl1~Vlt)~~lu1'i'Vl1 ~fOl'Jl3J~l ~ ru nu n1~~~1~ n ~~'Vlfib~'f)n1 tbb"1i~i'W3Jln~ ~ ~ ~'f)~~~3Jl b~'W~lU1-~'Vl
~ q q

bbe-J'WtJ5,m n1 ~~ ~ l3J 1~m.Jl n ~ ~'Vlfi3J1 ~l bU'Wn1~1~'f)~ l~~ tJ~:;~'VlfiJll~

1.3.3 U"l';~tfl1'U rfil~.:J'lIf1.:J'i1.:Jl'fn1~~u~l~,rml'Wu~';'Vl fOl'f)~bnl?J-tJl'6f3Jt'f)~ ~

(tJ~:;b'VlPl1'Vl~) ~ln~ ~'J'W1Vlq)fOll~Vlt)~ril'"l:;n'f) 1~ bn~ fOl'J13J~13Jl~(l1 'Wn1nb"1i~i'W1'W'f)'WlfOll?J

t~m'J3J'f)~1 'W~:;~u~~ ~ fOllb'U~mvh nu 3.4329 t~~~,rn~ 1'WfOl1 ~Vlt)~~l tfOl~~~~l~U~';'Vl~ fOl'Jl3J
OJ OJ

re)l'Wl'"l bb~:;1~re)1'Wl'"l1'Wn1~&l~~'W1'"lnu ~tJ5U"i~1'W

1.3.4 U"l';~tfl1'U?J;JJ'Ufi~~3J'i1.:Jl'fn1~~u~l~,rn~l'Wu1-';'Vl fOl'f)~bnl?J-

tJl'6f3Jt'f)~~ (tJ~:;b'VlPl1'Vl~)~ln~ ~'J'W1Vlq)m ~Vlt)~~l'"l:;n'f) 1~ bn~fOl'J13J~13Jl~(l1 'Wn1nb"1i~i'W

1'W'f)'WlfOll?Jt~~~'J3J'f)~1'W~:;~u~~~fOllb'U~~LYhnu 3.9694 t~~~,rn~l'WfOl1~Vlt)~~lu1-~nt)f?J..J'Wfin3J
OJ OJ

. ,
,,,,, 0

l?J'f)b'W'f)~~3Jlb~3J'f)

1.3. 5 U"l';~pj1'U'1.1~~~1n1pfn1~'Y11.:J1'U/&J~VI'i1ULL'Y1'U/££~.:J"l.:J1"l~U~l.••
~,rn~l'WU~';'VlfOl'f)~ bnl?J-tJl'6f3Jt'f)~~ (tJ~:;b'VlPl1'Vl~) ~ln~ ~''J'W1VlC1)'fOll~Vlt)~rJl'"l :;n'f) 1~ bn~

,
fOl'Jl3J~13Jl~(l1'Wn1~bb"1l~i'W1'W'f)'WlfOll?Jt~~Jll~ ~3J'f)~1 'W~:;~UfOl'f)'W.jfl~3Jln ~ fOllb'U~mvh nu 3.7333

OJ
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9'(7j n'"lnn~ b~~~h'l rl,)'l~~~~'Wfi bb~~m'l~~'l~ rl~~~VI~'l'l~'ltJ

1.3.6 i1'"l9'tJ~'l'W~n~~m~U1V!1nb~~Jl'l,)~~-W'l'V'lu~'l'V'/ilm'l'Wu1';'Vlrl~~bn(7]-
"

th~~b~~yj (tJ~~b'Vl~l'VltJ)~'ln~ ~'h'WbVln)rl'l ~Vlr)'l~'lri~ b'IXbn~rl,)'l~~'l~'l~bl b'Wn'lm-n'li'Wb'W

~'W'lrl (7]b~m')~~tJb'W~~~U~'ln~'lb'Yl~m'Vhnu3.7694 b~tJ'V'liln'l'l'Wrl'l~Vlr)'l~'lu1';'Vlnn'l~9'~
" "~ ,

~'lVi~'l'l'W'"l'ln~'ltJ~'l'l1Vi~'l~'l~bltJ~~~'l'W'l'l'W~~VI~'l'l~'ltJbb~~rl'l ~Vlr)'l~'lu1';'Vl'l'IXrl')'l~ ~'l F1bl.J
,

nu n'l ~~h'lJl'l,)~~-W'lVibu'WVi~'l'l'W(7]~~~'"l'Wb'IXrl')'l~~ 'l F1runu m~~¥'l'lJl'l,)~~-W'l"lI~'l~u1V1'l~
qJ <V q.J 'il

tJ'l~~b~~yj (tJ~~b'Vl~l'VltJ)~'ln~ ~')'W'lVlrurl'l ~Vlr)'l~'lri~ b'IXbn~rl,)'l~~'l~'l~bl b'Wmnb-n'li'Wb'W
'", ~ ~

~'W'lrl(7]b~m')~~tJ'l'W~~~U~'ln~'lb'Yl~m'Vhnu3.777 4 ~'lu'V'/iln'l'l'Wrl'l~Vlr)'l~'le.J~(7]Jlru"Vlbb~~
" "

-W'lbrl1~'lij~b'Wm19'~m1~ruJl1'V'/~1'vh"ll'Wn119'~m1~ruJl1'V'lb~tJ~'l~1'd~(TOM) , ISO ,OCC••
~1H'

1.3.8 i1'"lr;fmi1'Umf1r'Ur~;j~1~~'U£'YIP( 'V'lu~'l'V'liln'l1'Wu1';'Vlrl~~bn(7]-

i.h~~b~~yj (tJ1~b'Vl~1'VltJ)~1n~~')'WbVIn)~1~Vlr)'l~1 ri~b'IXbn~rl,)1~~1~'l~blb'Wn'lm-n'li'Wb'W
: II '" I

~'W1rl (7]b~m'd~~tJ'l'W1~~U~'ln~1 b'Yl~m'Vhnu3.9676 ~'lu'V'/iln'l1'W~1~Vlr)'l~1u1';'Vl~~'l~'l'V'l'l
" "

1.3.9 U'"lr;ftJ(;j'1'Un1~eJ~(;1££~::n1~'1.J~n1~'V'lu~1'V'liln'l1'Wu1';'Vlrl~'6'Hn(7]-

tJ1~~b~~yj (tJ1~b'Vl~l'VltJ)~1n~~'d'WbVln)~1~Vlr)'l~1ri~b'IXbn~~'d1~~1~1~blb'Wn'lm-n'li'Wb'W

~'W1rl(7]b~tJ1'd~~tJb'W1~~U~'ln~1b'Yl~m'Vhnu4.0212 b~tJ'V'/iln'l1'Wrl1~Vlr)'l~1U1';'Vlb~~'d1~
" "
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1.3.10 U~r,ftJtt1'tJn1'i/JI~1/J1 ~tI~I~Un'lI'WtI~~'VlA'fl~Hnl?]-lh;~b'fl~~

(u~::;b'Vl~l'Vltl) r.hnrn ~,)'WbVlqi AI rnVlrJ,:dIn'flb,x bnrnW.J1~~I~I~b1b 'Wn1nb-n'l-n'Wb'W'fl'W1AI?]brntl

~'J~'fl~b'W~::;~tI,",'fl'W.jJl'1~ln ~,",1b'U~m'Vhntl 3.8863 ~'1~Un'lI'WAI rnVlrJ'I~It1~~'Vlb~ml~
" , ,

OQ../CV i.I cv trCilil .c:::I Q.CVQ 0

~IAruntlm~~n'l.nl~'tln~ru / t1V1'fl(Brand) ~ln'Vl~rn ~'fl'l'tl'l~It1~~'Vl~m~mVl'Wrn~II?]~~I'W
~ q ~

,
n1 ~~'1~'fltl~'W~I/tI~m~ bb'tl::;~I~I~b1Ulj~ 1?]1~~II?]~~I'Wl~'fl~I'1~'flrnA~'fl'l l?l'flbtJ'fl'l I?]'tl'flrnlOl'W

~n1~~'1nA1~'W~1 / tI~n1~1~'fltll'1bVl~I::;~~bU'W~t1'fl~ftl"ll'fl'l'tln~1
"

1.3.11 11~r,fm;j1'tJn1'i~r,ftJ££~~ntijJ'tJ1 ~tI~I~Un'lI'WtI~~'VlA'fl'tl bnl?]-

Ul;~b'fl~~ (u~::;b'Vl~l'Vltl)91nrn ~ 'J'WbVlqi AI rnVlrJ'I~1 rl'flb,x bnrnA'Jl~~I~I~b1b 'Wn1nb"lI'Ii'Wb'W
, ~ ~

'fl'W1AI?]brnm'J~'fltlb 'W~::;~tI,",'fl'W.jJl'1~1n ij r11b'U~t1b'Yhntl 3.8000 Vl'lti~Un'lI'WAI rnVlrJ'I~It1~~'Vl
"

IOl~dJrnb'flm ~b~~un'lI'Wij~'J'Wi'J~b 'Wn1~~h'lM~rl~'1U~~~~!bb~~bb'W'J ~ rnbVI~ 1 1Yl~'1ntl A,)I~

~'fl'lm~"lI'fl'l'tln ~1 I?]~'flrnlOl'W~rn~~~'1t1U~~mrub~'flm~~~t1 bb'tl~~OO-J'WI'fltll'1bVI~I::;~~ bb~~~'flrnA~'fl'l
"

Ul;~b'fl~~ (u~::;b'Vl~l'Vltl) 91n rn ~'J'WbVInJAI rnVlt)'1~1 rl'flb,x bnrnA'Jl~~I~IJ'b1b 'Wn1nb"lI'Ii'Wb'W~

'fl'W1Al?]brnm'J~'fltlb'W~~~tI~'1 ~fDilb'U~mvhntl 3.7459 bb'tl~b~'flV11Ol1J'ruTUIOl~t1b'W~It1~~b~t1rn
" "

tJn n!J ~ I~Un'lI'WAI rnVlt)'1~lt1~~'Vl~ ~'tl n1~~ 1bil'W'Il'W~ 1'Wn1~vll n 1h'fl~ 1'1l?l'flbti'fl'l bb~~

~1~1 ~b1b-n'Wbtltllt1n1J'tI~Vll~~'W'Vl'W~~1 bU'WUIOl~t11'Wn1~~h'l ml~l~ bmtltl'Vll'1 n1m"ll'li'W
q

tI~~'VlA'fl~ bnI?]-Ul;~t'fl~~ (uJ'~b'Vl~l'Vltl) 91nrn ~'J'WbVlqi AI rnVlt)'1~ln 'flb,xbnrnA'Jl~~I~IJ'b1

b'Wn1nb"ll'l-n'Wb'W'fl'W1AI?]trnm'J~'fltlb'WJ'~~tI~'1 ~Alb'U~m'Vhntl 3.8853 trntl~Un'lI'WAlrnVlt)'1~1
" "

tI~~'Vlbtlrn"ll'fl'l'Vll'1b~~n~It1'flnA'Jl~~'fl'ln1J'l~ b"ll'W~~'WtJ~n~li~~'Wfi (call center)bb~::;1,x
" " "

OQ/CV iI i.I

A,)I~~1 Aru ntlm~I?]'fltl~'W'fl'l ml~I?]'fl'ln1J'"lI'fl'l'tlnAI~ "

Ul;~t'fl~~ (UJ'~b'Vl~1'Vltl) 91nrn ~'J'W1VIqi AI rnVlt)'1~In'flb ~ bnrnA'Jl~~I~IJ'b11 'Wn1nb"ll'li'Wb'W
, ~ ~

'fl'W1Al?]brnm,)~'fltlb'WJ'~~tI~'1 ~fDilb'U~m'Vhntl 3.7412 Vl'lti~un'lI'WA1rnVlt)'1~It1~~'VlijmJ'1~
" "

.jJ'fl~ 'tl"ll1'J~ 1J'"lI'fl'lti~~'Vl bb~~.jJ'fl~~ b~t1'Jntl ~~ m ~unU~'11'W"lI'fl'l~Un'lI'Wb 'Wb')~1~ l?l'fl'ln1 J'" ,,~
I?]~'flrnlOl'W~rn'ltlU~~~1 ruB b~'fl n1J'~ OO-J'W1bb~~'tJn'fltl~~~Un'lI'W bb'tl~vlln1 n Vltltlt) rnulOl~t1~1'W

tI~Vll~'fl'lrln1J'b'W~I'Wr;\1'11 ntl'fl'lrln1J'~bU'Wb~~
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2.1 ~fim:i'~njj"\ Lth.lm:i'~m~'l~'WfDl~'lL~'l~'W'J'"l*'Jhj m~~m~'l:i''ltJ~~L~tJ~~'lni(n

2.2 "ll'J'lL'J~'l"lJ'el'lm:i'~'l:i''J'"lLfhJ-n'el~~ 'el'l'"l';hb~-n'el~~~~'l:i''J'"ll~Lu~tJ'Whj(?l'l~~ ~

n '1~ L'J~'l n'Ci~~'J'el~'l'l~~'l:i''J'"l ~'l fDl:i''eliJfDl~~l~*'J~-.:J'Vln :i'~~iJ, ", ~
2.3 LV,'el'l'"l'ln-n'el~'1n ~"lJ'el'lL'J~'lb'Wm:i'~nM'l ~'WfDl~'li'WLfl'W1uvl'lL~ LniJ:i''JiJ:i''J~:i''ltJ

Qj 2.< l'~~L'eltJ~"lJ'el'l"lJ'el~~~~'ln~

iJ1-~fDl'el~Ln(?l- U'l;~b'el~~ (u:i'~L'VlP\hltJ) ~'ln~ ~~nM'lbfDli"lJ'elL~'W'el-n'el~~L~'WLL~~-n'elL~'W'elLL'W~~
I I 9.1 9.1

Y1'el'l'"l'"l~Ltl'WU:i'~btJ"ll~t;l'elm:i'iJ1-vn:i'9~m:i' L~i1u:i'~~'VlfiJl'l'Vi~'l nu'l~'W~'l t;l'el1uu
, ~

3.1 '"l'ln i:J~ m:i'~ nM'l'ViiJ~'l'Vii(n'l'l'WL~'W~'l'WbmJ'ltJY1'"l~ufiJ 1'el:i'~iJiJU~1Th'l'l'WLL~~

ufiJ'el'l ff n'l:i'b ~i1"lJ'W'l~ L~n~'l'"l~ri 'elb~ Lfl~ fDl'J'l~~'l~'l:i'~ L'Wn'l:i'bL"li'l-n'WL'W:i'~~iJfl'el'W-n1'1U'eltJ
, ~

~'l'Vl'l'l eYiJ1-VI1:i'fDl'J:i'~LL'"l'lb~'Vi,rn'lI'W'Vl:i'liJ~'l bfDlN~~I'l m :i'iJ1vn:i'~ ~ m:i'"lJ'el'liJ1';'VlJlltJVl~'l m:i'~
!I I I 9.1

UfiJ1'el~'li1 ~ nMill~'el~I'lh "D'l'el'l'"lvl'lb~'Vii(n'lI'Wi1..r P\'WfDl~Y1~t;l'el'el'lf1m~1 n~'W

3.2 '"llnm:i'~nMl'ViiJ~1 'Vii(n'lI'W~'J'WLml.! L~'W~liJ1-i'VlLtI~b'elm~b~i1~'J'Wi'J~L'W

n1:i'nlVl'W~ ~itJ..rp\,r / Jll:i'fl'"l bb~~bihl~~ltJL'W:i'::::~iJU1'Wn~I'l ~'lfDlill::::~iJ1Vll:i'fDl'JHtI~b'eln1~~

-n'elb'6ll'l.l'elbb'l.l~~1'\!1r'Un1~fiim~1flf-:lGi'ell tJ
fDl'Jn~~n~~'Vl ~~'el'l1~ fDl:i''eliJfDl~~U:i'::::"lllm'Vii(n'lI'W iJ1-i'Vl fDl'el~Ln(?l-Ul;~ t'el~~, ,

~, ,
(U:i'::::L'VlP\l'VltJ)~'ln~ ..r'lVl~~ b~'el'"l::::1~'V1:i'liJ~'lfDl'Jl~~r1b~'WbnmniJU'"l9tJL'W~I'Wt;lI'l1 l~~n~'el'l

~1 n~'W ~'l~'l~'l:i'~ H'btl'Wbb'W'J'Vll'lb'Wn1 :i'~'"lI:i'ill lUfiJU:i''lU:i'::::~'VlfiJl'l'\''Jn l:i'iJ 1Vll:i'9 ~ n 1 :i'"lJ'el'l,
~

iJ1i'Vl"1b~i1 PintJJl '1'ViLb~::::b~'elt;l'elm:i'~1bU'W'l'1'Wb~ bfl~U:i'::::~'Vlfii:J~JlltJb'W'el'lffml?i'el1u





, ,
n-:J'V'lJ' 'Vl'f'l-:J1'IJ"VI'lJ'dtlYl13 mJ''IJ~Vl1J',"h~'f'l'IJbb'Vl'W'' L'W tI~::aJ'J'iigf1~::"ifVl~"if1n1~r.rvm1~•

~ ..., d' 11 ..:::I"':::".c:Iio Q.o'

'iJ-3F1n1~£L'ii::'Y1~'tV!/1n~aJU'1YtJVI'W1 129 'W'W'Vl'IJJ'~1"l11'd"ll1'd'Vltl1mJ''"Il?lmJ'
• q

d-IVl1~'Vltl1~t1~ L"lI'VitlfiJ'J'd-Id-I1flJ'1"ll 2543
q
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