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i$l1'Ufll1:JJff'U' 1l1l1nUml~'YI'UI1'J'Umj1~:JJ1nll~mnnnn 1m t1'UlYitl'Utl'U'j:::'I1iH'U~ir'YI !>4~\PIivlyh• " , ,
~ln~ (:JJ'I11'1l''U)ll(l:::'U~ir'YI !>4~\PIivl~n1'1l'1J~ 19(1~~ ~ltl~ (:JJm'll''U) 1l~11l:::'Y'l'Ui1ff ~Yi~~~~' 11

, II 'JI "

irn(l~'VJ'U''Ul~rH!>4(llh:::m)'Um'j i~'Uil'U!>4(l'jl:JJli~'j1m,y'Uir'U 'U~ir'YI !>4~\PIivl~1'j1'1l'1J~ 19(1~~

~ltl~ (:JJ'I11'1l''U)11:::i$l1'Ufld1:JJff'U' 1l1l1nirn(l~'YI'U"i1'U' mli:JJ1nni1'U~ir'YI !>4~\PIivl~l ~ltl~....
(:JJm'll''U) ll~lrlfl nvlR ll:::~hiJ'Um'j ll'lhnn~t1u 1'U~ir'YII,j'11l~'YI:::t'Utl'UI1'J'U'U~ir'YI:JJ'I11'1l''U''U••
\PIm~'I1 trn'YI1'Y'l61111~'lh:::l 'YIffi 'YImntl' 'Ul$ifl'Un'U 1fl:JJ254 7 ~ ~i'ifli 111'J'U#~~..;'1'Y11t1fll1:JJff1:JJ1'jtl

" .
'lJfl~'U~ir'YI!>4~1PlivlYJn1'1l''U~ 19(1~~ ~ltl~ (:JJ'I11'1l''U)11'J'Umj1~~~1'Y'l'j1:::i'ifli111'J'Un1'jll'lj~.u'Utl'Uw~.

" "''UTi'jn1l1~t11tl'U l~t1hjnnn ffir'Uff'U 'U111nillfl 111 ~:::ir'U 'U~ir'YI!>4~\PIivlYJn1'1l''U~ 19(1~~ ~ltl~
q q o:ra q

(:JJ'I11'1l''U)~~1Pi'fl~nm'j 1~:JJffmJill'Y'llm:::'lh::: ff'YIijill'Y'l'lJfl~m'j ~h iJ 'UTi'j n 11l~flll ffl~'I11'11'U'YIH•
1m:::lflmff''UnnilP1Jt.l1fld1:JJff1:JJ1';;t1 ''Um'jll,j~.u'U:JJ1n~'U l~fl 'Mfl~flmff1:JJ1'jtlmhfl~ i$lI1'J'U

'"" ,
fl~H~illtl , IPi'ffill l:::fl 11:JJiliim ll'U'tIfl~ll!>4'Ull(l:::'Ult1'Ultl111n nvlR 'Y'lrfl:JJli~lPi'flnH 'U~lW~I~fl

• I ,'jJ

lVl:JJ~~fl11:JJffl:JJ1'jtl, 'Unn'U~m,;; ~~m,;; '1Mln~fl11:JJ'Y'lr fl:JJ flltl 'llPi'nl111l~t1'Uull(l~Yiln~~'U

" " I I

~~ir 'U ~ffmll~~nfldl:JJff'U 'lllYi ll:::ffmlllflEnn'U 1111~t1Yilfltl1,j'fl~tl'UnT)'lJ~ m ';;~~ f1l'j••
'1'U$ll'U~H "l ~ri~!>4(l~flm1:JJffl:JJ1'jtl 'l'Um'ju,j~.u'U'tIfl~1i'jnll fl'UU1 illriflll:JJff11~ ll'lJtJ~m'j...
~lliJ'U~l'U'tItJ~1i'jnll fl'U i$lun•

" I '"n(ltl'YI1i'YI1~mm'tl~'tI'U•

'" "11P1J'U1i'j'j:JJtJ~flm

'U'j'jtl1mffnwih~1'U / !>4(llPlfl'UU'YI'U/ UHll~'lll••
Q.I .c:::::t. 'jJ 0

'YInlJ:::'YI1~n1 'j 'U'j '111';;ll(l:::fll 1:::!>4'U1••

l'YIfll'U 1(ltm1'jff'Ul'YIff (IT)

m';;!>4~1Pl

m'jlPlm~

m,;;1~mm:::ilP1Jt.l1
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"1fI tI 'il~Yi1fll'j fffll:J r.hiJ 'il~ tit lHhi1 rifl1..r lflflfl 1nJ ff1111'it11 'Wfll'j ll'Ii.:J,] 'W1'WiJ 'il'ilU 'W•
'\Jfl.:J1J~1Jl1 ~~\9l ivlVl1'j1'lf1J~ l~H\i.:J ~ltlfl (1l111'lf'W) l1~fl ili Irtfllmtl1Jllitl1Jtl1Jfl'W1f1\9l ~.:J1J~1Jl1cIJ•. " "
tJ.:Jili ~ f1fl'111.:J~l11l1tl.:Jlill tl oiffl'\Jfl.:J\9l'Wlfl.:J l'i.:J\j 111fl1J ~1J 11 cIJiliff111 1Hlll fffl.:Ji).:Jfl1111 ff1111'it1

OJ

• '" do" 11).1' _~ II) ~ Q •• I.J ~ ~<!l ~ 'I '_I "" 'I ~
111.:Jfll'j II '\J.:J'\J'W11'il~'Wwnfl.:Jflm t1Jffl1J111111t1 tfl flUl 'il(I fl flY'lH. C)f.:J11J'W~(lfll1'W t11UJ1J'j ~11l'W t 11

'U 'U <u Cl u

fl11J'j111fl'ilfll'jtl1J1J~'l111 ~~\9l ivlvh ~ltlfl (1l111'lf'W) lf1t11 'WiJ'il'ilU'W1J~'l1l1cIJ'il~~fl.:JI~~UJtl1Jfll'j• v
'j/ ~ I 'JI

1l'li.:J,]'Wll1fl~'W ~~ir'W iJ'il~t1lifffll:J1l'i.:J 14 ~1'W 'il~ri.:J~Clm~111J~flfl1111ri11~'il'\Jfl.:J1j'jfl'il11~flili•
.dl ~ d 91& Q.I , 'J.I d tI Q.I

~M 1'Wfll'j fl'fll:J 1f1'j.:J'W ~fl'fll:J 1f1lfll1 1.:J11 'il~ ff111 1'j (11 'lflll 'W11'j ~ lt1'lf'W 1 'Wfll 'j't"IWl'W1
OJ

"ftflmn~ 1 'Wfll'j~lliJ'Wfll'jl1l.:J1j'jfl'ill'i\llwnfif ;mCl~lflfl'lf'W 'il'Wl11il1rifll'jVlWl'W l'j~~1J11'j~1l1fl'
• ~ OJ

.. "
l~ flfffll:J l~.:JiJ 'il~t1Yirifl i..rlflflfld111 ff11Jl'j (Ii'Wfll'j II 'li\l,]'W '\Jfl.:Jfl'ilfll'j l'i.:Ji'WiJ 'il'ilU'W.



1. IVlfl'

2. mv
q

'" <93. ~~~'Uf)1~fl'flfJ1

4. 191111lnl-.1HU

5. m~-.11'U'l'U191111lnl-.1-.11'Uil'il~'l1'U

... '"
- mW'VIli'VINflnll'IWU'U

q

'" •.
- J\P1J'Uli~~:JJe:J-.1f1m

- 'U~~ tJlf)1fl'f)1~Yil-.11'U / H~Wle:J'Ull'VI'U/

llH'iI-.1'l'il
OJ

- f1W.fl1Vlllt'l~f)1~m'UfI:JJ
q q

- f)1)\91m~

- fln1~mlt'l~W\P1J'\..!1

4
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j/ 'J/ 1 I

tll'Jffmnfli' 'JU ~'J.yj'il~ffflEnU 'il~fJ.yjrieJt 11'!f1flfl1111ffllll'JfI t hitll'JU,j'J'lJhI t hI~ lhl•
v v

I9il'J '1 'l1'JthlU'il~,j'hlml~eJhIlfl\9\'UeJ'J 1J~r1'Yl~i1flivJVll'Jl'lf1J~ hH'1~'J ~lnfl (1l111'lfhl )

4.1 'Uel'I.H'U~~n.!'I.h~')j'lfn

1J'J~'lflfl'j~ffl'J1'il ~eJ 'VnJ fl'Jlhl~iJI911ImU'J'Jlhl~'JUI9i~'IJ~111'J~~'IJ~hI~hI i 1J l~eJ t 11'
'"

v

ilflllW~ri1h1 'IJflfl~'UeJ'J'Yrufl'Jlhl 1fltl~ lU hifleJeJfl\9l111'UeJ'lJI'U\9li~~'JU.

eJltl•
'" ""'J~fl 'IJtll'J fl'fl1ll

1911ImU'J'Jlhl

eJlfJ'Jlhl '1hlI911lmU'J'Jlhl U '0'il,j'hI••
, 'jJ Q.I Q.I

11hi1t1'Jlhl\9lhiff 'Jflfl

• v

U'il~t1.yjrieJt 11'1f1flfl1111ffllll'J fit hitll'JU,j'J'lJhI 1fltl ~lll hiflfllll'UeJ'lJI'U\9li~~'JU
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QI C), 'jJ 0

'VIfl'll::'VI 1'1fll 1U1 1111U'1::fll1:: ~U 1

fI WfllVHt 'I:: fll 1f'11Ufill••
t'VlfllU l'1ihnn1'ut'Vlfl' ( IT )

fllmi1~

fll1~ClWI

fll1 1;ij't1UCl::¥r\PJJ1J1

'" '" 9J
fll1 U1'11n fl1 1t'lUU Cl::~U 'VIU•

1fltllfl 'ill flm1ll flflt ~ U '\Itl'l vn1fl'I1U

cl 9J , .
'" '"fI::UUU 5 '11mtItl 'I t'\1U flltltltl1'1t1'1

'" cl 'jJ

fI::UUU 4 '11mtItl'I t'\1Uflltl

'" 1~ml1'ilfI::UUU 3 '11mtI tl 'I

'" 1 ,cl 'jJ

fI::;UUU 2 '11mtItl 'I llt'\1Uflltl

'" 1~t~U¢lltlmh'l~'IfI::;UUU 1 '11mtItl'I

lfltltl'lrlml'i'tl'll'lflffU i 'il11'il::i 11'flWri1 (value) mh'l hutiClfl~ 1 tl'lrl'lh::;fltlU'\Itl'lfll1llff1m1tl. ~

'V11'1fllm~'I.;rU 'lh::;flmJ¢lltl 'l.h::;ff'VIllfllVl (Efficiency) f.jWfllVl (Quality) Ul~m1ll

'jJ 'jJ .J ~ ~
(Innovation) tm::; fll1~tlUb1'UtJ'Im1ll~tl'lfll1'\1tJ'I'Jflm (Customer Responsiveness) 9l''It1JUb1''I

j:hfi'ty~ioMlflf'mfln~1t'WU'I1U'\ItJ'Itl'lrlm iu1::;t1::;t111tUtllJ1f1~11t1Ju hl1UYlfl''VI1'1ifl t~tJ

t'l.J~t1UtYitlUtlUfiu~'I.;ru tm:: 'il::;l'i'tl'l't11fll1¥r\PJJU1tl'lrlU1::;fltlUt'\1~1ci'i 11't'\1'Wtlfl11~Ull 1i 11'1¢l~

t~tlb1'~1'1fJWri1 (Value creation) '\ItJ'Itl'lrlmtm::;¥r\PJJ1J11Utim1ll 1¢ltmtlu'V11'1fllm~'I.;ru~t'ltiu
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Q.I .t tI & cjJ 0 ~ ~ d 'jJ rI
~~'W 'W tl~f1 m ~ ~~ eJ~'Yl1fll'j U 'j ~llJ'W IU 'j £J1Jl'Yll'J'U1'W'Ylf1~1'W'IJeJ~tl~ fI U 'j ~ f1tl'U 'IJtl~ f1l1lJ {1'lm 'j fl

'Yl1~fll'j 1l'li~~'W '.il ~~ 1Mm1mhrlru~eJ~rlU 'j ~f1tl'U 1~ ~ ~~~ {1'lm'j fl{1'f l~f1W fi 11 Mtl'U(lf1fi' 1mh~~u q OJ

'j/ ?I.,j '" 0 11). I ' II) 'j/ • I"" , •.• , 'j/ 1 "'.1
I9Itl~fll'j ll(l~lu'Wlfl'j tl~lJeJ'W1 tu{1'f1l1lJ l~lu'j l'J'U'Yll~fllm 'IJ~'IJ'W f1l'jml 'W'W 'Wtl~f1u'j ~f1tl'U

OJ q

1. U'j~iY'Yl1ifllVl~111i1tlf1i1 (superior efficiency)

d ~ 1

2. flWfllVl'Yl111'Wtlf111 (superior quality)

Q.I -=! ~ ,
3. 'W1I91m'jlJ'Yl111'WeJf1l1 (superior innovation)

<JJ 9J d ~ ,
4. f1Ul9leJ'U{1''WD~fll1lJl9ltl~ fll'j 'lJeJ~~f1f11'Yll11'Wtlf1l1 (superior customer

responsiveness)

~ Q.I Q.I tI d d d d tI~ d
1 {1'l'J'Ylfl''W (Vision) fI eJ fll1lJ {1'lm'jfl'Yl~::;lJtl~l11 'W'VI'jDfI1~fll'j W {1'~'Yl~~

.. "
IU~l'J'WllU(l~' ul 'WD'W1fll9ltlrh~iJl11\91rm 1l(l::;'l11IDlfll'j IU~l'J'WllU(l~tT'WmIIU(lll1l~'W 1 Dfll{1'l Mtl'U

q

Q~ tI;; ~ 3J dod d Q.J rI
1J'jfl~'VI'jtlD~flfll'j'W'W "1 (Reason for existence) 'VI'jDfll1lJ\9ID~fll'j'Vl~~lJ'U'Vl'U1'Vl'VI'jDfllVlmndW

I'lmy~fllJtl~l~ l~

•.. c, '" 'JI di dI c, •.. "':ll .1
Vl'W1ifl~ (Mission) fI D 'lJtlfll1lJ"li~ll{1'~~INfll'jfl ~'VI(l fl'IJtl~eJ~flfll 'j lu'W U'j ~fl1fl'

eJ~Nfl11~ "1 ii~~~:J~'VIml'J 'VI~tlll'W1'Yll~~Ii'l'I~eJfll'j 1~~rul~'U 1\911l(l::;m1lJeJ~'j D~'lJtl~D~rlfll'j
q q U QJ

o 1 'j/ '" "" OJ '" :ll :ll. 1c, OJ ••• "'I 'JI"" d 1 'j/
'Yl1 'VIeJ~flfll'j lJltlfl(l flllWlu'W 'lJD~I9I'WleJ~ lu 'Wfllm u 'j 1 {1'l'J'Ylfl''W 'VIlJ'IJeJ'UI'IJI9Illfl'U(l~VlD'Yl~::; 'VIfll'j

. " .
'U~'VI1'j1'W'j::;~'UI'lN"1 'jtl~(l~m{1'lm'jflli'f1l1lJ~~~I~lJ~tl 'U,~ Dl~'j~'U~'Wl1'Yll~fll'jl9lm~ ri1'W

q

111i~'Yll~fll'jl9lm~ 'lftl~'Vl1~fll'j\9lm~ iY'Wf11l1~eJ'U~fll'j 'j~~'Ul'Vlfl1 'W1(lV~111m Ii' flWfllVl'IJtl~
q

H~\9Ii)Wcn'VI~ tl'U ~ fll'j fllVl~flllW 'lJD~D~rlflU l'leJ-ff~f1lJ ll(l::;VlU m1'W ~~I~'W ~D~ eJ~rlfll'jI91'D~fll'j
. " .

~~IU'W 1Mlfl~fll1lJ'lf1'W1ty 1~~1~'W 91~1 'Wfll'jn1'VI'W~fll'jfl~u'Wm'jVi ~l'jW 1i1 H(l~l'Wl1iJeJ~I~'W

eJ~l~' 'j fll'j ui' 'UU 'j ~eJ::;' 'j ll(l~ ~::;n1'VI'W~fll'j fl~tl~N' 'j l'leJ, ul 'WeJ'W1fll9l
q

lil1'VIml'J 'VIml'Jii~ fllmU(l.fll':ifl~'lJtl~eJ~rlfll'j 111tleJflml~'W'VI~flil'J~'Uflmm Ii'
q

dI"':lI_3i d l'J1cldl c,'j/ 'j/ '" ""

l'J~fleJlu'WIU1'VIml'J'Vl~::;ll{1'~~ m'VI'WINm1lJl~'jtyfll1'V1'W1 I{1'Ol'J':ifllVl ~~~~'VIml'J'lJtl~eJ~flfll'j~
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" , OJ
5.3 mUJfl1iflHfll'm'lWUU

c!i "" ••• 0 I .k 0 '1~<lt 'I
'\1lJ1tJfI.:J U'W1flfl UH'W.:Jl'W '\1'H)fll'jm~'VI1\911.:J "l C}f.:J'WllJ1t'lHu'WmtJu t'Wfll'j

~flfll'j'VIi''VltJlm 1fltJijl1fl~.:J'\1lJ1tJ~ l1~.yh 111'1J.:Jtflfltll'WH~~mYfll'W~~t~1JU~.:J'lJtJ.:Jfll1fll'j u~~.yh
q q

c!i 'I "" _I"" """" 1 ~ 0' ""'\11JltJm m~U1'Wfll'j t 'Wfll'j'VlIPlJ'WlU~~lJt]'U\9I\9Il1J flH'ff'j 1.:JtJ.:Jflfll'j 'VIt'\11ll~ 'ff1J

tll'W m ~'U1'W fll'j ~t~tJ1~tJ.:Jti'U'lffl'lJ tJ.:Jfll'j IP1fliY'W111~ .:JflltiJ 'W1 tJmh.:J~tJt~tJ.:J tll'W fll'j H'ff1J H'ffl'W
q

_I 0''1 ~ 0'_ I "" 1 ~.k 'I ~ ~ 1 ~ 0' .J ~ 0 "" ••• 'I I
U~~lJ'j~tJf1\91 t'lftJ.:JfllJ'j~f1eJ'Ut'lf.:J flH'ff'jl.:JC}f.:J t'lf'ff'jl.:J fl'j.:J'ff'jNeJ.:Jflfll'j'lJ'W1l1 'ff.:J'fflflUlfleJ t'W'lf1.:J

q u

," .
l1eJ.:Jrl f11'j fll'j.:J mitT 'W H'U~ '\11'j eIll1lP1fl iY'Wi1ltJ i''UtJ'j.:Jt tJ~tJ'W UtJ~.:J 1 m.:J 'ff~ l.:JeJ.:Jrlf11'j 1 ~'VIf1'lJtu~cu cu q Q. "
t~eJfl111J t'\1lJ1~'ff1JU~ ~tJ'j ~ iY'VIlifIl'Vll 'Wfllnll.:J 1'W111''U'j 'j m il1'\1lJ1£J eJll1 'ff'jtJ 1 ~t 1I'WtJ 'j ~ t~'W ~.:JiJ

q q

- t~eJl11'tflfltJ'j~iY'VIlifll'Vl1flv'j11J1'Wfll'jflltiJ'Wfll1m'j1J '\1~eJfllHl'Wlfl "l ~11:::

" "
tflfl~'W 1flVeJ.:Jrlfll'jU'W

- t~eJml1Ji~Hl1'Wl'Wfll'j~fln1'\1'Wfl'lJeJ'Ut'lJ\9I'lJeJ.:Jiil'Wll1 '\11!1~ f1t] 'j:::dJv'U~

~fl~1f1'j~f1ri1'Wl'WeJ.:Jrlf11'j~eJ.:JtJfi~~\9Il1J

- t~eJml1Jtll'WteJf1f1l'Vll 'Wfll'j1J.:Jf1'lJ1Jty'lflU~~i .:Jfll'j 1 'Wf1W¥il.:Jl'W

.,j?1 _I"" _I"" ••• _I 0' 'I ~ ""
- t'VleltlJ'Wfll'jlJ HHlJ M'W'lJ'Wlfll1 'j m lJU 'U'U'lJeJ.:JeJ.:Jflfll'j Il1tl11Jl::: 'ff1Jf1'lJ

'"
'fffll'VlU 1fl~eJ1J'VIf1~1'W ~ttJ~v'WutJ~.:J 1 tJmjN'j 1flt~ 11 'Wm:::u'ff 1 ~fllilllPlJU

q

OJ "5.5 1~U1i'j·n.JB.:Jflfl'j

l11J1Vi1.:J f'hiJV1J fl111Jt4eJ U~~U 'U'UUH'Wfll'j'Vlq~m 'j 1J~veJ1Ji''Utm~ tJfi~~ti'W

1 fl tJ'fflJ191f1'lJeJ.:JeJ.:Jrlm t~ eJ.:J111f1eJ.:Jrlm 11~ 'ff~ l.:JllPlJ'W1i 'j 'j 1J~~ tfllJ'lJ eJ.:J'Vl1m'lJ1teJ.:J~'W1J1 U~U ~

eJ.:Jrlm fIlV 1 'WeJ\9I'ffll1m'j1Jt~v1ti'W l1~U'fffl.:Jl()'Vl1.:J'lJeJ.:Jf11'jflltiJ'W.:Jl'W~U\9If1fil.:Jti'W fl111J alt~11
q

'lJeJ.:J'U~'ll'VIell 1111~~'WeJVti'Ufl111J'ffl1J1'j fit .,rl11111PlJ'W1i 'j 'j 1J'lJeJ.:J'Vl1m'lJl u~:::ttJ~v'W u tJ ~.:JtrleJ~ It 11'W
'"

'U'j'jtJlfllfl'l'Wfllnll.:Jl'W l11J1vi1.:J 'fffll'VlU1fl~eJ1J 1flV~1 1tJ t'lf'W eIlm'j 'fffll'W~

<JJ 0 Q.I ••• 1 tI .d.d 'jJ 'jJ d d
'11eJ.:J'VI1.:J1'W 1 'fffleJlJm tu \91~ eJfll1 'W'Ufl ~ 1m 'VItf1tJ1'lJ eJ.:J11~\9IeJ.:J1J'fffIl'Vl'VI'ff'UltJfll V 'ff'U lvl111 'Wfll 'j

q q q

l11.:J1'W f11'jl1Nl'W ~11:::iifl111J'ff'lJ~.:Jt~V1.,r eJ.:Jti'lJt~ eJ.:J~eJ1 tJii 'fffll'W ~l1 l.:Jl'W fIl'j n11'\1~ eJ.:J1'W~l1 1
q
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.. '"tntJ1fl1J \l1'U'UfN91'U
, " .

~Hl91tl1Jlt'YI'Ul1lJ1tJil\l 'YImtllt1J1J'Utl\lff \I'Utl\ll1~m1\li(l l1\1li~~'U1911~~'U1J~fln
• OJ

,d '" 'J/ II] 'J/ .1 1 ".,d 'J/ II] 'J/'" 0 .J ~,.J '" '" "'1
'YI'il1J91tl\ll~U(l~lJ':i~ tJ'M'U'YI(lfl'il1\1l~':i1J'il1flfll':i'YI1\11'U9f\l~lJ'Uff1'U11'U\I'Utl\lfl111Jff1J""'Uli 'Ufll':i

OJ

~1\1\I1'U hwfil91 tl1Jlt 'YI'U~~'U~ \I~ tl\lft fll':il1 ~f)11U1tJ\l1'U~1tJ111'n1J1JfImm 'Utl\llPl'Uff1l1 i'1J\l1'U•. "..d, I Q,J 0

'YI1JfI m m ll1 m'U 'U'YI1•
m \I~\l1 'il l1lJ1tJil\l 1~fll':i~'il~9rml1 .•••q~m':i1J'Utl\l1JflfI(l1 ,rtlfi1J~9111J

i91tltl':i~ff \1ft fll':i 'il\l1 'iliii91tltl':i~ff \lftt'~tlm~~'U 111'~1Jnilfl~n~fl111J~tl\lfll':i 1~tJmfftJ~ \I'il\l1 'il
q cu q q 'U 'U

l1~tl~ \lm~~'U'YI1\Ifll':i91mfl fll':i~ 'il~~IPI~\lm~~'Umj1\l hJ'U ~1~~'U~tl\lffmnfl111J~tl\lfll':i••
".1J 'U 'l:W•

"tl'j~ff'YITIml'l l1fl'I:J~V1'U~1'U'YI1\Ifll'j1J~111'j3 l1fl'I:J:;;l~ltri

Q.I 'jJ ~ ~ G) 0

1. 'YIfl'I:J:;;fl1'UfI111Jflfl (Conceptual skills) l'IlJ1tJtl\I fl111Jff1lJ1'jtll'Ufll'j'Yl1f111lJ

~,r11'ilm .•••'j1lJ'Utl\lffm .•••~nfl ~ f)lJf)\lftm --j1'Y1mh'Uiifl11lJt~tJ1,rf)\ln'U ~~f)lJ1tJ\ln'Umh\ll 'j ~m:;;.
1 'J/ I 'j/

~iJtll91flff'Ui 'ilifl "l ~911lJ~f)lJff1lJ1'j tlfl1fl~fl1il\lH(l ~.•••,rl~ri1\1l1.u 1 ~\lU 'U fll'j1J~ 111'jYi~u'Ufl1'j

"'" "" '1 "l 'J/'" 1IPIflff'U 'illJ 'Ul'I 'U~1'U'Uf) \Ifll 'j ff'U f) \l1PIf)1Jfll1lJ91 f)\I fll 'j 'Uf)\I f) \lfI fll'j fltl'j llJ

tV 'j) d' Q.J Q,.I rI ~..::i do I & I Q..I

2. 'YIfl'I:J:;;fl1'UlJ'4'I:JtJfflJ.•••'Uli (Interpersonal skills) 11'jm'jtlflf)flf)tI1\1l1lJ\I11 'YIfl'I:J:;;

~~rnn1JlJlJ'l:J6 (Human skills) ~\I'il:;;GJf"m'l,r~1J~11n ff1lJ1'jtl'¥i1\11lJ~llJn1J1JflfI(l tlJ ~~f)lJ ~llJ\l1lJ
• OJ •

~1~ 1J\lfl1J1JtlJ'M1 1fltl ~f) ff1'j n1J1JfIfI (l~ ~~tJ1,rf)\ll ~ f)~l\1ii tl 'j:;;ff'YITIm .•••
OJ u •

Q..I 9J 0<::::::), ~ 9J 0 9
3. 'YIfl'I:J:;;'YI1\Ifl1lJ!'YIfllJfI (Technical skills) flf) fll1mlt(l:;;fll1lJ'M1lJ1tlJ llJ

OJ u

d d 9J Q.I ~d ~.J.d 'jJ Q,J 0 'jJ

'YItfltll'U f)\I fl1Jlli fll'j m ~1J1lJ fl n U(l~'UlJ9'1f)lJ 9f\ltfltll'Uf)\I fl1Jfll'j 'YI1\11lJflltJ

3/0 ~ 'jI Q.I d 9Jo 1
fill:;; Hhll l1lJ1tJtl \I m:;; 1JllJ fll'j ff'j 1\1fll1lJ tJf)m 1Jlt(l:;;1Jn lJ 'Uf)\I H'U1 lJ fll 'j

OJ OJ

~tl~ tJlJIt tl (l\l1tYtJl1fl"WIt(l:;; fl(l~'YI,r'Uf)\I f) \1ftfl1'j lJ1~fl1 'j tl fi1J~1,r tl 'j:;;ff1Jfll1lJ ff1~~'il

5.8 flWflln Utl~fl1·H;n'I.JiUJ
q q
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f1l'jfll'UfllJ l11JlrJf1.:!m~'Ul'Uf1l'j~~\9IllJ\9I'jl1)i:'H)'U ihfl'U ~Hti:'lU'U~t11f1l'juf{i'IJ. ~

'hl'1Jflmf1nJii-u~n1)m'jlJl1 ~tNl'U IPil.:! '1 t 'li'ttl'U hJ\9IllJ1Jlm!l'UfJWfil'V'l~~.:!lh l'jtl'U 1 U,,~ t 'Ii'

_"I d Y
'U'j 'j" ~m\9l1lJt1Jll11Jl rJfl\91eJ.:!f1l'j•

~ ad. ~ 'jJ QJ d ..1 'jJ

l1lJ lrJtl.:! tflfll'U 1"rJfl U 'j ~ f1eJ'U'IJ'U~ lrJ 'j ~ 'U'U1)~ tf1'UU" ~ u 'j ~ lJ 1" f.l" 'IJeJlJ"~

'j~'U'U~ml'l'j 1fl'j f1lJlJ lfllJ tti:'l~fJumw 'ffU'Ui:l''4lJ f1lnJii-u~.:! llJ ~ llJ 'ffn 'ff'Utflff ~iif1nlNUf.l'U

~~f1l'j tti:'l~t ~.:!1'U'illJfllJeJdl.:!iilh~i1fl1j fil'V'l tflflllJ 1"ti'ffn 'ff'Utflff iieJ.:!rlu'j~f1eJ'Ui:hflty
" ,

3 u'j~f1n lPieJiuu 'j~'U'U1h~lJl"f.l" 'j~'U'UiYeJ'ffl'jlfl'jfllJ'UlfllJ tti:'l~f1l'j~~f1l'j,j'eJlJ"~

l11JlrJf1.:! f1n ~~f1l'jm ~ 'Ul'Uf1l'j tU~rJ'UUu".:!11 'il~rJf1l'jf.l~\9I (Input) i udJ'U

"" Y ""d~1 .J.1 Y I d?t~OJ ""
f.l"f.l"\91(Output) ~lrJf1l'jf.l"\9Ifltu'U'j~'U'U C)f':!u'j~f1tJ'U~lrJ'ffl'UfltU'Uu'il'ilrJf1l'jf.l"\9I m~'U1'Uf1l'j

f.l~\9IU"~f.l"f.l~\9I f1l'jnTI1lJ~Uf.l'U f1"rJflif1n f.l~\9I~iiU'j~i1fl1j fil'V'l'il~l9itJ.:!11.:!Uf.llJt 'li'flf111111rJ.:!llJ..

l11JlrJf1.:! m~'U1'U f1l'j 1NUf.l'Utti:'l~f1l'j Uii-U~\9IllJUf.l'U \9IllJU'U1f111lJ~~

f.l~\9Ifiwen~i~nll1'U~~'U f1l'jnll1lJ~'jlfll f1lni.:!t'ff~lJf1l'j\9lm~ tti:'l~f1l'j~~~111111rJf.l~\9Ifiwen ~.:!

~I "" "" Y "" "j Y 0''1 Y "" • Id .J 0 'I Y OJ • I 0'tJ1'iltulJfll1lJfI~ 'ff'UfIlU"~'U'jf1l'j t'V'ltJ'ff'jl.:!'ff'j'jfl !mf1~f1l'jtti:'lmu"rJlJ C)f.:!'il~m!l11\91f,lu'j~'ff.:!f1.

.... .., ..,
5.12 fll'j11l£JUij~'nt?ltUl

f1l'j1~rJ l11JlrJf1.:!f1l'j~~ri''U f1l'jfl~"tJ.:!t~tJt11f.l"~ i~'illf1f1n1~rJiut ~

U'j~ lrJ'lfut 'Uf1lni\P1J'UlU"~ tJtJf1u'U'Uf.l~\9IfiWen

f1l'jTI\P1J'Ul(Development) l11JlrJf1.:!f1l'j~~UU".:!t,rtn~f111lJfi'1111Ul tGJflJ

f1l'jTI\P1JlJIf.l~\9IfiWenttllJf1nui''Uu'j .:!TI\P1JlJIf.l~\9IfiWen t 'li'ii'ju'i l.:!U"~f1W 'fflJ-u~~m .:!fl'Ufl11lJ. ~.
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•••• v
5.13 fl1".itI1't111fl1"H.:Ilmtl:::~U'tJu

lnJl£JU'I fll'J ~flfll':iVl1'VWlfl·H~£J1titJl~'W'YI1...!~ 'II:::1 '*1 'Wfll':itl':i:::dJ'W fl11lJ•
$Ifl'l fll':i $i'l'Wl~ 'WVI'W fll':i I'lfl ff'W1 'il'il:::11fl':i 1::::MI~£J1titJlll1 ri'lI~'W VI'Wllt'l::::$i''WVI'W'tIfl'lI~'W VI'WIPlt'lflfl 'il'W

q q q q

~ d. Q.I 1i1 •• 1 91d .•.I ~ ~ dl V
fll':il"l 'ill':i W1Ifl£J1fltJfll':i 'if1'l'Wl'J'W l1lJlJ':i ::::~Vllifll'W':i 1lJfI '1fll':i fl flfllltJtJ lm::::fll':i 11'1':i::::tJtJ'tI fl1J t'l

fll':i1Nllf-l'Wfl1tJfllJ'Yll'lfll':i 1~'Wl~fll M'fll'Jl'lflff'W 1 'ill~£J1titJfll':i 1~:JJ111t'l::::1 '*1 tJ'tIfl'lI~'WVI'WlrJ'W 1 tJ••
mh'llJtJ':i:::ffVl~ fll'W~ '1~fI•••

1 0 ll]ii' d d 0' iI 1 1 iIOJ iI
flmQ'Wl::::'Ylllflfl£J1'1ltJfll~':i'il~lJtJ':iW (Total Solution) 'il::::~1:JJ1':ifl~':iNfl11lJ'Wfl 'il l1fltJt'lflfll••••

11t'l::::1111tltifl11lJ'il'l1fl.tifl~1'WIPl':ilff'Wfi'1 (Brand Loyalty) 'tIfl'llpn'il

'l "'''' "'''' 1 iI iI iI '" 0' .?,
I'Wfll':i lJ{)tJlPl'll'W '\Jfl'l1Jflmm 11'ffllJl'JfllPl fltJ~'W fl'lfl11lJlPlfl'lfll':i'tl fl'lrjtJ ':i11l'Jfl'lflfl 'j llt'l::::llJ'Wfll'j

'fffNfll1lJ~1lJ1'jfll 'Wfll'jll~'1'l1'WVll'1li'jn'il~t'lv'W 'il::::1l1'W1~ilt 'Wli'jfl'illl'il'il-u'Wfl'lrlfll'j t~~fI...
1flHfll'j NflfltJ 'jlJl~ m1:l'Wfll'jTIroJ'W 1llt'l::::1'~lJ'l~'Wfl11lJf ~1m 111PJf-lt'l~thf1t1! "l ;; fl

1. TIroJ'Wlfl11lJf fl11lJ'ffllJ1'jfltl'j::::'fftJfll':itU llt'l::::l101:J::::'tIfl'ltJfl mm t'W Ol'J...
'j) ••

tJBU~'11'W t M'lJtJ'j::::ffVl~ fll'W~ '1~'W~flfll'j 1l~'1'l1'W1 'W1:Jf'l~'jn'ilYiv'lv'W

2. TIroJ'Wl'J::::tJtJfll'jtJBU~'11'W fllHl1I'W'W'Il'W llt'l::::fll'jtJ1111Hl'W t M'lJfll1lJ

flrifl'll'll fll1mlf1I~111~::::fl11lJ'lh::::l1Vfl l~flt M'lJfl11lJ'Wf tllJ~flfll'jll~'1'l1'W 1'W1I'il'ilU'W•
3. ri '11'ff1lJllt'l::::mltJ'ff'W 'Wt M'tJfl mm 1m::::HtJ111 l'J fl'lrlOl'JlJOl'J ~ fln'ilm 'jlJflrilJ

q q q,J q

alJTI'W.£ im::::lmflltJ~£J'Wfl11lJ~fllll'W fll':i lint 'tIlIru11111t'l::::fll'j tl~~llJti'W tl~1'1lJfll1lJ'ff'tl
u •••

4. ri '11'ff1lJlm::::'ffUtJ'ff'W 'W1M'lJfll'j 'fff N'tIlrullt'l::::nl~'11 'illlntJfl t'llm HI<Ul1tJfll'j
q u q <u

tltJ'jlJ ~'1lJri1'WGlhmh 1M'tl'lflfll':i l~lJ~flfl11lJ~1lJ1'j fit 'Wfll'jtJBu~'11'W l~lJftOml1'W 1 'Wfll'j

II~ 'I 'l1'Wti tJ fl 'I rl 01 'j 111flli 'j n 'IItJ 'j::::If) VII~ £J1 ti 'Wt ~ I1:1'Wtl ~ 1'I~•
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,
6. ,h~If"n1fifll~dll1~'~r'lJ

Ytl 0 .dIlJY'" .d/ IIJtllY~ 1 '"6.1 f-I '.i~fHl'lJfll'.iff11lnf:l'W1f-l~1l tfl'.i'lJ'il1flfll'.ifffl1l1 t 'IHlJ'WU'W1111.:J 'Wfll'.i~WJ'W1..
u~~tli''lJtl'.i .:Jfl111lff11l1'.if:ll 'Wfll'.i U.u.:J;)'W'Ufl.:JfI'ilfll'.i•

6.2 <U'fl1l~~ i~'il1flfll'.ifffl1l1 ff11l1'.if:llh i tltl'.i~Vfl~l ~1 'WfllPlff1M f1'.i'.i1ltl '.i~tflll....
,

Old. QJ ~ dd ~ Q,J

tlPlV1fl'W M'.i£Ill tfW1t'W fl.:Jfl'W

~d 0 t:!i .c::! 31 1 o<:::t.'" I Q.I

6.3 f-Illl11fll '.ifffl1l1 'il~1Ifldl1J'.i fI 1111 ff11l1'.i f:I 'Wfll'.i 1tm l~M ff fll't'lf1l'Ht 'U.:J'U'W'Ufl.:J....
~'.ifl'il1Pi1.:J"l t~mh1l1tli''lJl~1'Wflntl~~~.:J1'Wi~mjNtM1l1~ff1l

"6.4 t1'J'W<U'm.d~.w'W!llJfflMi''lJm'.ivrWJlJ1~f1f1d11lff11l1'.if:ll'Wm'.iu.u.:J;)'W'Ufl.:J~'.ifl'il1Pi1.:J"l



,
""'U1111 2

. ~
1I11i'[Jlititl1..rln~f111lJff1lJl'H1h.Jmm'li~..ru'tItl~1i'jnlluu ,.h ~f1tl1J~1[J1I1Ii'[J~H"1

q

~ 0 .dt tI ~ Cl3J oQ,lq QJ 0 93J~~.c::s
lIJU1I1U1UlJl f1 'VlU~H'1~tl~f1f1'j1J~~tl~ !l'i f111lJff1fl ty ~Um'j~WlU 1 U"~U 1lJl ~(,lH~tlt ~lJ'tI~f111lJ

'I ' ", 'I ",.d 1Ij3J.k 1Ij3J_~ 'I '" , ",
ff11Jl'jfl ~um'ju'tI~'tIu ~UtlU'Vlll~~~1JlC}i~m1lJ~~lu'j[J1J~Ul(,Mmm'tl~'tIU(Competitive Advantage)

~ ..
~~UU rVi tl1..rlJtl~l,1UUU1fi~ 1u m'j flll1U ~m tl1J'tItl~f11'jffmnfl'ufli1 U"~l~f1l'j li1 ~1uf11'j.. ~
Vi1m'jffmm1tl~ " 1I11i'[Jlititl1..rln~f111lJff11Jl'jfl1um'ju'Ii~..ru'tItl~1J~,r'VlNil~ lvJV11'j1'lf1J~1~,,~~

q

~lil~ (lJl11'lfU) " ~ffmll~~lffUtlUU1fi~ 'Vlqfj~ U"~HO~lUli'[J~l~[J1,rtl~il1J1I1Ii'[Jmm11~1J

"", d

~~U

1. ,r'UlJo1J~,r'Vl~f1fjtu::;mnh::;f1'UUIi'jnll UO::;lf1HfffN
~ q

"1J~,r'VlHil~ lvJV11'j1'lf1J1l~o~~ ~lil~ (lJl11'lf'U)
q

2. f111lJff1lJl'jfl1umm'li~..ru

3. lbYlJ'\'1i'n1/ ~U1inll / dhYllJlV

'" , ",
4. f1o[J'Vl1i'Vl1~m'jU'tI~'tIU

q

", '"6. 1Wl'U1i'j'jlJ'U~f1m

7. 1J'j'j[J1mi'l'm'jVi1~lU / No~'U1JU'VlU/ llHlI~111~

9. f1tufll~U"~m'jfl11JfllJ
q q

10 t'VlfllU loVff1'jffUl'Vli'l' (IT)

11. m'j1J~m'j

12. f1l';i~m~

13. m'jl>U[JUo::;~Wll!l

d 3J ",
16. m'jl'j[Jum"::;~WlU1~
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..
ct. Q.I d~Q/d ~ QI~

~l1J1J~flW~'.i i1J'U\9\'i t1Jtl1'UYI30 V'lqf\''\lflltl'U 2542 tl'41J~UJ:ol'Ufll'j'j~fl1J'\'l'U '\lln
~ ~

mflttln'if'U 1'U1fI'j ~fll'.i h ~i'YH~1'.il'if1J~ lf1tlfll'.i ~fll9i~1J~l1Y1J:olil~i vJ~l'.il'if1J~l~(I~~ ~lnfl uK)
q q

'.i~flllYl'Ulf1mbY'Utl'IJltl,.r'U1,.rltri1.h~'ifl'if'U~1 i 111t(l~1111J~11YJc'11'li'1'\lflYl~liJtl'U1'U~(llf1'\1 ~nYl fV'lv
q q

~ ~
u li ~11'.i~ IYIf\'i YItl V'l~011il 'Ui1 i ~ It~ ~I9i~fIW~ n '.i'.i11nl '.irll1 iJ 'Unl '.i'.i~ fill YI'U'\l1n fll fll tl n 'if'U1 'U

q

1fI H n1'.i h ~i vJ~ 1'.i 1 'if1J~ (fl W ~ n 'j 'j 11n1'.i rll1 iJ 'Un1'.i "I) 11'.i~ n 0 1J~ 1 tl I (I 'IJl1j nl 'j
q

flw~m 'j llfll'j'U 1tl1J1tlV'l~~~l'Wuli ~'ifl~h~'Ulh~li l'U HIlYl'Um ~YI'jl~fll'j fI~~ HUYI'UbYl'Un~l'U~ ~ ~
fltln1'.ibY~bYfI HUYI'Udllrn'Ultlnf;)ll'U~~ HltYl'U1J~l1Y1J:olil~ivJ~1'.il'if1J~h(l~~ ~lilfl 111'U

qJ q 'U cta 'U q

m 'j 11f11'j II(I~ Hit YI'U n vJJ:ol.111'Un 'j'j 11f11'.iU(I~ I(I'll 1 'Uf11'j 1fI tlll 0 1J'\1111tll,.r fIw~ n 'j 'j 11f11'j
~ q

~
n1'.iivJ~lHltlJ:oli'l\91ltli~1.h~IYlfl'lYltl (nvJH.) l~~\01I9i~1J~l1Yl J:oli'l\911vJYJ1'.il'if1J~

q

~ .
l~(I~~ ~lil\01 lJ~O mfjlfl~nqfj';11 Ratchaburi Electricity Generating Holding Company Limited

lrltl1'U~ 7 lJ'Ulf111 2543 ~ltlYl'U'\l\01Y1~liJtl'Ul~ll~'U~I~tlno)fl'.i~U~l 300 ~l'U1J1Yl l\01tll~'U,.r'U
q q

Q.I 0 ~ 'j/ 1 'j/ d lI] 'j/ 'JI ... .1 ~ 'j/ 'j/ 'G\ Q.I d
bYl11ill'\ll'Ul'U 30 m'U'\1'U ll(lfl1l1'UYI~'jlldl1'U(I~ 10 1J1Y1nTIR f,lOl1'U'jOtl(l~ 100 \9101l11'Ul'UYI

U q qJ q q q

18 iY~111f1112543 1J~11Y1"11~'\l\01Y1~liJtl'Ul~'U1J~11Y111111'if'U~lil\011l(l~'\l\01Y1~liJtl'Ul'~llYl'UI~'U•
'j/ ~ Q.I d 0 Q.I Q.I Q.I d'

14,500 (ll'U1J1Y1 U(I~lllOl'UYI 11 19J(llf1112543 f1W~m'jllf11'jf11n1Jl1(1nYl'jV'ltlll(l~\91(ll\01. ~
'\1~ nYlf V'lV(n (I\01.)tl 'Uill 1\911,.rlbY'Utl'IJltl,.r 'UbYliJill I'W11YI'UfIf ~It 'j n'IJO~1J~11YI"I 1,.r It ri 11'j ~ 'if1'if'U

q tJ q U q

~1 i 11 It(l~~ (l1\01l1~ nYlf V'lVItli ~11'j~ IYlfl'l YItlf 1J11~ nYl fV'lV'IJO~1J~11YI"I l,.rl ~ 'U11~ nYl f V'lV'\l\01
I " 'J/

YI~liJtl'Ul{j01'Uli 1319J(llf1112543 1t(l~1'U1'Uli 2 V'lqfl'~flltl'U 2543 '\1~nYlfV'lV'lJO~1J~l1Y1"11'li'1c};tl

'IJltll'U \91(I1\0111~ nYlfV'lvlt li ~11'.i~IYlfl'lYIm11'U1'U1t'j n
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cv _, '"1.2 tlO'llW:::;Ol"ilJ"J:::;OB'U1i''mil
q

jI , '" I

U~r'r'VlcIJlh ::::fleJUlijn'il i 'WnJ'UeJ'Ju~r'r'Vll ~Hl~'J l~rJi'jfil91'J~hu fl'Jl'Wi m:ufi 19
• ~ u

"
eJlfl1ji'VlI:.I'W1W'Jl'Vlh{f1 'W~lcil eJlf1U 3 ~fflP1i'W 20 tl'W'Wi''Jl'~1.ntllfllt'U''Nm~1:.I11 t'U~'il~~m•
flHt'Vl'WlJ'I11'Wflj 10900 m'UYl::::tiJI:.I'WU~r'rYlUlJ'il.6571Yljff'W..102978- 5000 lYljfflj 02937-9321•

t~eJ'Wi'U i 'Wfllj ~ll:.lt~'WiI'WH~'UeJ'JU~r'r'VlH~~ ivJVlu 1'Jl'U1~'JllJ'WU~r'rYlr.ieJl:.lll~fl•
'il::::tlJ'Wi 1J~llJtflW cnfln ~lm~'WiI'WH~'UeJ'JU~r'rYl~ltl~ fl~ 11~eJ 'il::::~lm~'WiI'WH~ 'illfltll i j ff'VlTIll~'J.

" " .'" "" 0 'J/ '" d 'J/ ~ ILl <!l IIj i '" ""'J/ 'J/ d ""
llflt'J'Wfflj eJ'J~llJfltllllJ1t1ltm 'Vl'J'W'il::::~eJ'Jt1J'W!lJ~ llJt'J eJ'W!'U 'Wmytlpt'J'W fJlt~::::'il::::~eJ'JlJt'J'Wff~

f1'Jt11~eJeJr.ii'W1Jru;~fi'tilJ$l1t1U~r'r'Vl H~19li vJVlUl'Jl'U1 lJ~flfJW::::flU1J j::::fleJUlijn'ilti'Wt~1:.I1tlU
<u U <u <u q q

~H~19li vJVllltlfl'Jl'l.nltl~'W "l jltl i$ll1 ~fl'il::::1J1'illflfl1j'U11:.Ii vJVlll9l1lJfftytyvieJ'Ulti ivJVll~'J i~i:'l'J. , "
'WllJtlU flvJH. djeJ1'Wfi 9 I9lmfllJ 2543 ~1'W1'W2 ffrurul ~eJ -arurul9feJ'Ull:.livJVllffllli'U h'JivJVll

q UU Uti

" "'W~'Jfl11lJ~ eJ'Wlti:'l::::-arurul9feJ'UltiivJvhffllli'U h 'Ji vJVll'W~'JmllJ~ eJ'W.J1lJ ffrurul'l1'J 2 l11JUlJeJ1t1
tlU uu q

" ..
U~r'r'VlcIJi~~fll91'J "U~r'r'Vl jl'Jl'U1'WK:J'Jl'W" tUeJ1'Wfi 4 tl'Wtlltl'W 2544 lfltlu~r'r'VlcIJ.

<!l 'J/ 'J/ 'J/ d 'J/ d W _I ",,,j "1 'J/ , 'I
tleJll'WjeJtI~:::: 100 fl1t1'Vl'W'ilfl'Vl::::tUtI'W10 i:'l1'WlJl'VllJ1I9ltllJj::::ff'JfIl'VWf1'flfJ1Ui:'l::::I'Ul'J1lJi:'l'J'Vl'W!'W

q q q q

li'J n'ilUi:'l::::1f1'J'JflUl9l1lJ 1I9ltl1J'J::::ff'Jrl Im::::UH'Wfll'JfllllJ 'Wn'ilfll'J'UeJ'JU~r'r'VlcIJ ~'J~eJ'Jfll'J tt! 'Wfll'J..
i:'l'J'Vl'Wi 'Wn'ilfll'J 1H ivJVll'W~'JJ1'U'W1m~fl i 'W1J'J::::lYlf1'llJ'Wll~fl u~::::t'~mlJ'Wfll'J b1'~l'JlJi:'l~ltvilJ. ~

"'hrtlU~i1mr'W'UeJ'Ju~r'r'VlcIJ 'Uw::::u u~r'r'Vl jl'Jl'U1'W~'J'Jl'W i$l.J1lJ~'J'Vl'WtlU flvJR i'W'J1Juuu'UeJ'J
<u q q q <u

, " .
HHi119livJVlulm~flfii,*'W~'J'Jl'WlllJ'Wt1t1'W (Non-Firm) i'W1f1Hfll'J~~I91'Jlfl~eJ'JtllliJfllvJVll'W~'J~ .

3J , , 'd"

Ul'U'Wlfll~flfil<UeJ'W'UeJ'JmlJ'Jl'~1J'J::::'Vll'W3 Ull'J l~wi l<UeJ'Wih-afl'Jl'~ir'VlTI~'Jll1fli:'l'WU1 t<UeJ'W.. "
I~l'Wj::::tI1 ~'Jll1flitl'W 1'VI lt~::::I<UeJ'Wfli:'leJ'J'Vh~1'W ~'Jll1fl'W f1'J'Wltlfl lfltllJtll~'Jfll'J Hi1I9l~~191n 1lJ

1Jj::::lJ1W.28 IlJfl::::119l1P11~t1f11W.ilflljrieJb1'~1'J'il::::ml11b1'~'il'W~eJlJ~ltlm::::ub1'lvJVlli 'W1~'J'W1W'Jl'Vl~

flltl i 'WtI 2548 Im::::lrleJ1'W~ 22 lJmlfllJ 2546 u~r'r'Vl jl'Jl'U1'W~'J'Jl'W i~lvilJ'Vl'W'il~'Vl::::tiJI:.I'W~fl180..
" " .

~1'WlJl'Vl 'J1lJllJ'WYl'W'il~'Vl::::dJtI'W'l1'Jir'W190 ~1'WlJl'Vl t'VJeJull1Ji ~~'J'Vl'Wi 'W1f1Hfll'J 1H lvJVll'W~'J••
" "Ul'U'W1~I~fl'l1'J 3 lm'Jfll'J~'Jfl~11
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1J~11'Vl"1 i~I'li'l~~'Vll..!h.!1J~l1'Vlth:JV2 1J~11'VltifJ 1J~11'Vl~il\Vli'Yh~nl';lf1J~ 1l~~1J~11'Vl..
'jl'1f1J~~"~~ll..! 1~tJihY~d1l..!fI1'jilfJlrl..!~~d~ll..!100% ll..! 2 1J~l1'VltifJtJ~~tl~l1••

100%

lJ1lJVl Hnlil 'lvhh:i 1'li'lJ1,
~ .d 0 3J 'j)

('V.!'U'il'fl11::;IUU'U11'151':i::;Uft118,275ftl'Uml1)

100%

~ QJ d Q.I

UHIl'l ':il'l5U':i'jlH\~~l'U,
d, d 0 'jJ <JJ

('V.!'U'il'fl11::;IUU'U11'15']':i::;Uft110 ftl'Uml1)*



f'ltu::n'1'5'1Jn'lro'l'VlU"f'I'lll'lflULL YlU

Remneratlon Committee

17

f'Itu::n"1Jm'l1.l;~

Board of Directors

n'1'11Jn'l'1f.Ji'l'ln'1'1

Managing Director

f'ltu::n'1'5'1Jn'l'rll'l'n~\'\flU

Audit Committee
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, v

2. fl11lJtYllJl'jtl'YIHfll'm'll~'ll'W

rrn:JJ{fl:JJnfll1~fl iUfll';ju'li~'\iu l1:JJltJil~fll';j]Jfi11:JJ{fl:JJl';jf1'V1l~fllm'li~'\iUl1~fl

11~fl~ thrl' f1J~ 1)~'lf1tJiM1i';jfl1)]Jfi11:JJ1~!'lJ~tJtJ'YlH fln u'li~'\iu 1)~H~mi U '\Jfl~fll';j11fi';jl~M fi11:JJ
"q q .,

{fl:JJl';jfll1~fliufllm'li~'\iuflfl fll';j~';j~l1U fl~il~fllm'li~'\iu';j~l1';h~1i';jfl1)':h iuil1) 1l'IJUUU 1)~I1JU
OJ q q

fll';ju'li~'\iUtiu iUl~fl~fll';j{f~Hfi11:JJ{fl:JJl';jfliUfll';j u'li~'\iu:JJlm'l tI '1 tltJfll';i]Jl91llll1U~'V1l~fll';j

U'li~'\iU~I.u:JJll~~U~~fll';j~l';j ~19l1Uml~~ul~~l~ ~tJ~111';j~~hi {fl:JJl';imi~l'!u 111~fi11:JJ{fl:JJl';jfl
OJ OJ q. .,, '" 1'JI "'l '" ''JI 'JI _~ i 'JI 'JI

~H '1 '\JtI~~';jfl1)~lJm';jfl~U~~'Yl~l1:JJ~U~1)~~fl~IUUllJm:JJltl ~mUUfll';i{f';jl~fi11:JJffl:JJl';jfl

mlfl 'lufllm'li~.,)u~1)~Ul'YlH 111rifi 11:JJ1~lmtJtJ'Yll~fll';iu'li~'\iu 1~mh~uY;1)~ ~ I
OJ

1)lflfll';iffmn\Jfl~ Hamel & Prahalad : fi11:JJffl:JJl';jfll1~fl'lUfll';iu'li~-ilu1:Ji'lf~~~1)~

ffl:JJl';jflflfli1mu~ '11mh~\9IltJI9111~~~fl~ IhJ U~fi1';j~ 1)~l1j1Jll1~tJUI'~t1ffl:JJl';jfl~t1tJffU t1~tltJ
OJ

ffm1~U 1~ ti't1:JJ'\Jfl~tJ~1J'Yl~ll1~t1UU11~~ fi11:JJffl:JJl';jf111~fl i U fll';ju'Ii~'\iu ~ t1~I1JU ~ ~~]Jfi11:JJ

tj~ 11VU U~~ij l1WlUlfll ';j~~ t1~11~l~ 1:JJ~ flll W~'\JtI~fll ';j111~t1UU11~~l'lfUl~tJ1tlU tltJ fll ';j11j tJ1911•
'" di 'JI 0 .1'" '" i 'JI 'JI '" 'JI .ld.1 'l . 2m~'\JtI~~';jfl1)9f~~t1~'Yllfll';jlJ';jtJ\9I111l'\JlfltJffm1~111~~t1:JJ 11~~fll';jllJMUUlJ~~ 11:JJ'1

fi11:JJ1~111~tJtJ'V1l~fllm'li~-ilu l1:JJltlil~ fll';j~ijmiJfi11:JJ 1~111~tJtJll1i1t1fl':hrill'li~-ilu
OJ

, , iI I'

i~tJtjUlffU t1fiWrill1~lril il1'uri~tJnflfi ';j~1111~fll';jlffUeJ';jlfill1l9l111~t1fll';j~~l~~ tJm..ml1';j~ltJ'lfu
q OJ

U~~tJ~fll';j~~~ imui l1'ff:JJIl1\91ffm..mtltJ';jlm~ff~ 3
". OJ

'JI 0 'I 'JI '" i 0' '" '" <::l 1 'I 'JI .1'" 1 'JI~fl~'Yll !l11i';jfl1)~tJtI~fi';j1:JJ:JJ~flllw~mfl~~ (smaller) ~tJl'lfllU1'YlH'\JtI~fll';jlJ';jtJ m~ff';jH.
~';jfl1)(restructuring), fll';jl1jtJ~~'\JU1~ (downsizing) fll';jijl1';j~iY'Yliml'l~~fllll~:JJ (better)

,,9 'JI i 'j) ~IQ,I ~ Q.I Q.I '1.cS
9f~~fl~ 'lfUU1'YlH'\Jfl~fll';jlJ';jtJ';jfl';j~tJtJ (reengineering), fll';jl'lWlUl u~~l1';jtJl1 ~~fltJH~fllU t1~

(continuous improvement), fll';il'!ui~U1~fl';j';j:JJ (reinventing) U~~fll';il1jtJll1~tJUfl~~'Yl£imj '1

(regenerating) l~tIli1il1'~';jfl1)ijfi11:JJU~fl~H (different) 1)lfl~u'Ii~-ilU (Hamel & Prahalad, flHil~

iu 1iUitJ tJ:JJ~U~l 2545: 137 - 138)
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la'tnlrnJ ~'Uliflll f'hUfm tiJlll~~~~rl 'UlrJlJlrJ mW'V111t1'J'Uv~rlll~~flv1Ji'Ufl1~•
o "" "" -'l 0' .J lIJ~ I '" ~'1~
fl1'Y1'U~'VIff'Vl1~'lJV~1pflll'YI~VV~f1mC)f~ll~~lmHI1JVfl t~VrJH'll'~tll'U m~~'U m'lJflmflHJflfl'U

~ltU'U ~1'U11li 'Ui1ff'Vl1~~tlfl~V~ij'IJV1Jt'IJ~fl1~YiHl'Ufl'Ut~rJ1ti'Uijflllll~~~l'U ~~w.h~l"lir ml'U..
" .

t1'J'Umh~~ijfl1~nm'U~~1;1~rilrlqj\9h~ "1 fl1~~~~u'VIfl"lmmYi~~~1 tm~flll~fl~f111]J.w~l"lV i1l

i11'ti1J~flAl 'YI~m~ijd1'U1~d1'UtiYrJ'lJv~v~rlm tlVi11'tfl~ftflml1l"lt~Vti'1111ldfl11]Jrilt11l i'Ufln......
O~ ~1l]911 ~~ 9J&GI Q.I 0' ~

~lt'U'U~~flll t~VrJHrJ~rJ'U(Cynthia D. Scott, m~fN t'U W!l"l~ff tflffmHl 2546: 14)

3.1 ltfmltnl ~e:Jml]J~lm~tl~ll~]JV~tl1'U 'YI~e:JfI1~fl1~W~~~1l~tll~rJ'Uull~H11li'U
. "

V'Ulfl~vdHijm~~m U~~111tmfl1~tll~rJ'Uull~~ir'Umull~ i11'rfJ'U1Ufl1~i 11'ti1J1i~flll 'YI~UU~rlm••
~~1l~ijfl11]Jrilrlqjvdl~t~ tl"l~l~t1'J'Uflll ~~'lJ()~m~N~'lJU~fl1~~l~~U~'lJU~~~flll'YI~uU~rlmJ 'U "1

(Reason for existence) 'YI~Uml]J~V~fl1~~1l~ij1J'VIlJl'V1'YI~Uflll"lEflElWI9iUa'~f1]Judl~i~

(li'U'lfrJ rJ]J~'U~l 2545: 34 - 35)

3.2 ~'Utiflll ~U ,j'Uml]J~~H~~~()~fll~flll'YI~fl'IJU~U~rlm t1'J'Ufl1~ll~~fl1ff

UdHfl~l~ "1 ()~~~~~'YImrJ'YI~mt'U1'V1H~'1i't~Ufllltll~qjt~1J1~ U~~f111]JU~~U~'lJU~U~rlm

o 'I 9J 0' cI '" 0' ~I ~I _I "" '" '" 0''1 ~c1 d 'I ~
'VI1mU~f1m]JWfl~flElWtu'U'lJU~~'UW~tu'Ufl1~Uu~1~rJ'VIff'Um]J'lJU1Jt'IJ~Ufl1J~~l"lU'VIll~m

. " .
~1J~'YI1~'1'U~~~1Jl9il~"1 ~U~~~m~lm~tl '1i'f111]Jfl~~t~]Jl9iu11l1~mll~~'lJvt'UYi'Vl1~fln~m~

d1'UUU~'VI1~fl1~~m~'lfU~'VIH'VI1~fl1~~m~iY'UAl 'YI~V1J~fl1~~~~1Jt'VIfll'U1~tj~111m'1i'

f1Wflll"l'IJU~Nil~fiWct1'YI~U1J~fl1~ flll"lEflElW 'lJV~U~rlml9iua'~f1]JU~~l"lirml'U~~t1'J'U~ ~~•
V~rlm~v~1i~rw'Ui11'tfl~f111]J"I11'Ultu1~~t~'U ~~ '1'Ufl1~nm'U~fll~ flllJ 'Ufl1~Vl1l1~W1':i1N~~l'U

• u

~ije:Jdt1'J'Ue:JdHhU~~1l~nl'YI'U~fll~fllludl~1~l9iu11l'1'Ue:J'Ulfl~(li'U'lfrJ rJ]J~'U~l 2545: 35)•.
" ~'U1iflllrm rJ1Jtff1jU'UU~~.;r1Jtfl~U'UtYirJ1J1~ti1Jfl11]J~lm~tl'YI Efl~ ll~.;r1Jtfl~U'U

1i~flll '111'~ltU'U111tlU'111'tfl~U'U1'V11~~oif'~t1l'Urim f1Jfl1~~\PlJ'UlUN'Ufl~rJ'VI£nl'YI'U~i1ll~rJrilrltu
•• u

, '1 '" '" ~ & 'I 'I ~'" ~ -'l~l~ "1 fl1m~1~'YIl tUfl1~ fl1~ll~fl1~'VI~l"lrJlm H~~fl1~~~Hfl11]Jl"l~l"lU tll mfl1J~flfll 'YI~U..
~ijd1'U1~d1'UtiYrJ'lJe:J~e:J~rlm" (W!l"l~ff tflffm~El 2546: 14)

3.3 ti:1nu,IUJ 'YImrJ()~fl1mll~fll~flll'IJe:J~e:J~rlm'111'tHlflmt1'J'U'YIEfloif'rJ~1Jflmm•
'1~&-'l~_'li d '1~d& ""~ ~ cI I 0'

t 'll'rJ~tlm1J'Utul'YImrJ'VIll~H~~~m m'Umfl11]Jt 1l~tufl11'Y1'Ult~tlrJ~flll"l ll~]J~'YImrJ'lJV~V~f1m
u q q

~1l~~u~Yil'111'rilt11l(1i'Uoif'rJrJ]J~'U~l 2545: 36)
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~ 31 0 Q.I Q.I ~ G( d ~ 1 ' 0'

3.4 U1U'lJU.I flfJ U'UT\'11~m1~"1 ""TI1'nJfll'j\9l~""'U t'il'VltGJl'fJ'lJrJ~'j::'WJ1~fH'l~'Vl1iU(l::
'JI , " I

fll'jlh 1tl~fllnIB,j~ t11f1''\'1'n~'I'W1rJi~'U1rJtIlrJ-n'il::vhi ,r'Vnrm1'Uiifl'n'lJ~'U i 'il-n'il::IVl~iY'Ui 'il-n

'il::tl n,j~t'~fJ 'j fJ~i't11ll'j fi'il 'il~~ ~'I1'lJ1rJU(l::fl(lrJ'Vlll'll~NfJ~fi'fll'j':LI q It q

(Thomas L. Wheelen tm:: J. David Hunger, 2541: 14)

3.5 li¥U'nfl..1.wUfiftil dhmnu fll'jfl1'l1'U~1ff[J'\'ifnr ~'U1ifi'il U(l::till'l1'1JlrJ'llfJ~

fJ~fi'fl'j fi fJ fll'jfl1'l1'U ~U'U1'\'1l~'I1~fl 'I1~fJfll'jfll'l1'U~Yifl''VlNfllHl1tiJ'U~1'U'llfJ~1i'j fi'ilt~fJ'lJ 11tlri
• OJ

fll'jfl1'l1'U~fl(lrJ'Vl1l tm::1m ~""~l~'llfJ~fJ~fi'fl'j t~fJi ~t~'Utfl~fJ~ijfJ i 'Ufll'jfl1f1t1fll'j i ~'Vli''VI[Jlfl'j.
~'il::lh 1tl~fl11'lJ1~t1nrJtI'VlNfllm'li~.u'U l~rJfll'j""~l~'1Jl\9l'jl~ i'U~l'U~l~ "1 t'lf'U fJW1l1'VI

"tl'j::iY'Vln.fIl'VI 'Ul\9lfl'j 'j'lJ U(l::fl11'lJ""1'lJl'jfl i'U fll'j\9l fJtI""'UfJ~fl11'lJl91'fJ~fll'j'llfJ~(lflfi'1t~'U 1Vl19H~
OJ

1ffrnlfl'tJ ~'U1ifi'il 'U1rJtIlrJ U(l::fl(lrJ'Vlll~~'il~t~'Uu'il.ijrJ'thfiUJ~'il::ri ~r'w1,rtfi~. "

fl11'lJ""1'1Jl'jf11'UfIl'j u~~.u'U'llfJ~fJ~fi'fl'j vi1'lJflm~fIl'j ttl~rJ'Uutl(l~'llfJ~""f11'UfIl'j w1'Ufll'j ~lt11'U

"" 'I ~ '" II]!li dt 'd dt 0 '1!li 0' 0' ••••••

li'jfl'il ~'Uu'il'iltl'U~~t1J'UfJrJ1~~t'UfJ~'il1fl'il::'\'1l~'I1fJ~flfl'j""1'1Jl'jfl'Vl'j1tl\9l1U'l1'U~'I1'jfJ 'il~rJ'Uq q q

0' " 'I !li "" 'II] '1!li';' dt!li "" II]!li , .;,(Positioning) 'llfJ~tJ~flfl'j11tJ~ W ~~ ~~ 'il::fIl1t~'UtJ[Jl~ ~'j~'I1'lJ'Ufl~U(l::t'lJtJfIl1t~'U !~tJ[Jl~'lJ'Ufl~

mlJ1fl1'j'il::~ltih"!fll'jmh.:j1'j1,rtfi~1Vl1UtltI~'VItJ~ " m'1Jl::""'lJ " (A Fit Model) ""1'1Jl'jmfi~fl11'lJ

II]!li.ld 'I 0 "" "" "'.1 0' 0 "" "" d; d ••• !li II]!li
~~tu'j rJtI ~'UfIl'j~lt'U'U li'j fl'il t1'j 'j (l1\9lflu'j:: ""~fl'lltJ.:jfll'j~lt'U'U li 'j fl'il 9I~flfltJ""l'1Jl'jfl ""'j N'j 1rJ!~

q q q q

tm::fll'jt'il1tyt~t11\9l1~mh~~~~'U1i'UttJ.:j (Tom Peter 1984: 401, ON~~i'U 'jfl'.~'jJ""lhi ~rJ1\9l

2545:66)

fl11'lJ1~ttl~ rJtI'\'1l~fll'j U~~.u'Ut~'Ulr11'il'lltJ~fl11mh~ 'il'lltJ.:j1i'j fi'il1 'U\9l(l1~
q

fllm~~.u'U 1~mu'VI1::1'UU 'il'il,j'U~iifll'j u'li~.u'UtiJ~t""~'1Jlfl~'U'Vlflli 'jfi'il'VIrJ1rJ1'lJ'llrJ1rJIVl1t~1J1\9l
q q q

I 1 I 'JI ,

i 'U'llw::-nntJ'Utfi'fl 'I1~tJ\9lm~iitl1'1JlW-n1:Jt.wrJ~'VImh1,rtfi~fIlm~~.u'U '1JlfleJ~.u'Ut~tJ1,rfi 'ilfll'j

1 G( 31\11 31 ~ 0 .a.d d jJ liJ 'jJ _ ~ jJ, I.cu:1 doG( 'jJ

""l'1Jl'jflfJrJ'jfJ~ !'11!~ 1i'jfl'il'il::'\'1l'Vlfl1f1'Vl1~'Vl'il::""'j1~fl11'lJ!~tu'jrJtlimtfl\9l'UttJ~ U\9l1li'Vl'il::'\'1l!'11
OJ q q

tfi~fl11'lJ 1~ttl~ rJtI~~.:j~'UfitJfll'j ""~1~fl11'lJ""1'1Jl'jfI i 'Ufll'j u~~.u'U~UY1'il1.:jU(l::fll'j 1~tmrJtI'\'1l~

fllm~.:j.u'U~'il::'th i ,rt~'U 'il1~1~ fitJfIl'j~li'j fi 'il""1'1Jl'jflU 1fl(lrJ'VlllB'Utl'j::fltJtI~1rJ 1-ffrJl1fl'U
q q

~'U1ifi'il ~1~fl1'l1'U~Hu11tltlB,j~t~'Uitlli'j'j'lJ1~ ('It'lJ'VI'j fJ{Vi~WJU 2545: 5)

"fll'j ""~1~1-ffrJl1fl'Ufll'j1NUH'U U(l::fll'jlVl~til1'l1'1JlrJ""l'1Jl'jfl~WJ'U1""'lJ'j'j f1'U::

rI "IjJ~ 'd d rI el, rI , Q.ldoQ.l
'llfJ~fJ~flfl'j !~t1J'UfJ[Jl~~t'j1t'j rJflfJ~flfl'j UtltI'U 11 " fJ~flfl'j U'I1~UH'lltl'Vl""lflUJ "

"
I' I 'j/

(Essence - Driven Organization) 1Jflmfl'ji'UtJ~fi'fl'j-n.utltfl~tJ'U~1mtH.utl-n'i:Y1fity~~flril1U
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r! , ••••
4. fHlqfltiflHm''jWU~'UU

0' '''''I ° '" 0 '" _I "'llp/"j 'ji ''ji.l''''" m'l~'Yl1ifll'm'\w\J'U!~ "l fWl1lJlJf1'il:::fll'l1'U~1~QUl:::ff.:lfl nlVHlffl1.:1fl11lJ ~IUlV'IJ

'I 01 ''ji.l'''' 'I <> '''' "".1 0'l'ji<> .1 ° <!I!'U\9Im~ f1111 "fl11lJ ~IUlV'IJ !'Ul'l$.:Ifllm'IJ.:I'IJ'U" lJul:::l~'U !'I1¥'1'il1lW12 ul:::l~'Ufl'O

flll U11ff'U'OflWfh~l'I1U 'Of11111ri"f1A1 lm:::~'U 'Yl'U~~ 1f111 1~m 11~V'IJIIIV'IJ'IJ1'!J'Yl'l1d.:l "l
• OJ •. . "

'il:::ff1lJll tlU 11ff'U'OflWfhlll'11u 'Of11111ri"f1A1'~ ~~ tlljj'O'IJ1'!J'Yl'U'U"l ff1lJlltl\9l'O'IJff'U '0.:1
• OJ .. "

fl11lJ~'O.:lflll'IJ'O.:l"f1A1 '~~f111fill~.:I'Il'U lfl~ 'O.:ljj'O1'UflllU11ff'U 'OflW~11ll'11U'Of111'U'~llri
OJ OJ •

fllltll'l1'U~llfll flll~'Offn lm:::flllu11ff'U'Off'UA1 'I1~'O'IJ1f1nl11'l1Q.:Ijj'O"f1A1 "
OJ

j/&G) ~a.d' 'j) a.
(Arvind Sahay, tll.:lm!'U 'l$'U'il\9l\91ll'il.:ll'il'Uf)'iJ2544: 119)

Uf11'l$lflll '11"1VY] 1'U, ~1 1111'U1;] ~l~ V1tl 'IJflll U1f1" V'Yl,r,111~l~ '0ff~ 1.:1m llJ ff1lJ n tl.
"'Yl1.:1fllm~.:I'IlU H~.:Ii1

Michael E. Porter (1996) ml1111 " fffll1:::'YlHflll\9lm~ ll":::I'YlfllU l"V~lJ

flllll1~VUlll1".:I\9I "'O~11myh 1111fl~fl11lJ~'O.:lfllll U f1n lJ lm:::ff~l.:1fl11lJ '~111~ V'IJ'YlHf1n

ll~.:I'IlU~t.:lVUfIlV 1~fIl1:::fl11lJf1~~u~.:Imil1 vb111~'O.:llJf1n l1i''IJl1l.:l~il\9lfll¥'l flWfIl¥'l ll":::..
fl11m 1~1~ 11m:::lJflllU 11fl~'O.:ljj'O'YlHflll'IJ 1'11lllJl 1~~ ff1lJntlU llJllltl" 'IJ1m:::~~flll tl'IJUty'l11

flllll1~VUll tJ".:I'~1~mfl~ 'O.:ljj'O~UVlJf)U l'lfU flllfl1'IJfllJflWfIl¥'ll~vl1lJ flllll1~ V'UlllV'IJ'11~ '0...
" .

11lV'lJl~V.:Ill":::f1ntJi''IJ~m:::'IJ'IJ lfl~ 'O.:ljj'O~.:If1cil1Yh1111fl~~,,'OV1.:1lJlf1~'Ofllll1i''IJtJl.:l~1'U•. . "
l1il1J~flll~l.:1 "l1l~~':Jff1lJllmll 1111fl~~"tl1'l '~'OV1.:1V.:lVU1l":::lfl~'O.:ljj'Ol'l1ci1i1~.:If1mV

~ "" "j <!I ~ o'.d, 'ji", '" 0 'I 'ji J"j 4
fffll¥'l 'il1f1flllllJUl¥'lV.:Ilm 'O.:llJ'OlJlllJUf1"~'Yl1i'Yl~l'IJflll v'Om'IJ ll":::U llJl !'l$lJlf1'IJ'Ull 'OV"l "

1i'U'~V VlJ~h!~l '~11111U1;]~H11 f1"~'Yl,rI1JUll~U.:I1Uf11H "l ~1~ 'I1~tll~'O

fllm~.:I'Il'U lm::::J.:Ii'V'l$U:::11JUll~U~'il:::ri .:Ilff1lJ111'O.:lrlm ff1lJlltl'IJll "l\9ltll1l::: ff .:Irl~tl1'11'U~H...
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c:Y'~ Jt -=!I 0' 0 d d" ~, d 0'

mW'VI1i tlJ 'WtfI 'H) ,nJ eJ'W1ff fH'U;YlI'HI 'VI\9W.:Jfll ';j '111fl1i ';jfl 'il fI 'tI1fI fll ';j1/fl ~ V'VI1i
q cu q III

V •

t1j'WVl'Win'W'tIeJ.:Jfll';j~1t'U'Wfln U~1 flVlflYi 'il~eJV' 'W1~fl'tleJ.:Jfll';j mj.:J,j''W'~1f1vlifln t 'il1tut~U 1\9'1
• ~ u

d ''''_l';! I •••• ~ •••• <'9'''' 0 •••••••• '''' o'~ dt ""U~~1/f1111/ fltlJ';jVU'VIHfll';jU'tI.:J'tI'W lJ'il'ilU'W'il.:J 'I1f1111/ff1f1tu1l1flflUfll';j 'Il'fl~V'YI1itlJ'Wtfl';jeJ.:J1/eJ 'W
• u •

• v

fll';j U';j ';j~ f-m~lt ~ 'il'tl eJ.:JeJ.:Jflfl';jfl ~v'VI1HJ'~tflfl 'il1fl~hvU1 'I11';j';j~~UU'W Yi'il~f) l'I1 'WfI tvh 1.1'W••
U~fl~~'VInm'iltflfl '~'il1fl~fI~1.:J "l ''WeJ.:Jflfl';j ~.:Jm'il'il~t1j'Wf-l~1I1'il1fl~fllltu~fllHifliY'W''il~i.:Jff1/

v •

1I1'Wl'W .yh'-Htflflt1j'WUUUUf-l'W'tIeJ.:Jfll';j~ltU'W1pfl'il1.1'W "l11f11';j'il~~ltu'Wfl~~'VIn t"lf'W'fI tVleJ'~

t1j'Wfl';j eJU' 'Wfll';j ~flfll';j'YIi''V'lVlfl';j 1f1vli'ilflti.:J'I1111v~.yh' -Htflflf-l~~eJffm'Wm'V'l~t,r1/u~.:J'tIeJ.:J..
.

, Q,I ~ Q.I <Cl.

eJV1.:JV.:JV'W(1i'W'Il'V V1/'il'Wfl1 2545: 9)

0' 0' ~ • 'JI d, 'JI ~ d. ""
fl~~'VI1i 'tIeJ-1eJ-1f1fll';jtlJ'WUf-lWI1'WeJV1-1fl11-1"l 'VI 'Il' U~~tlJ'WUf-l'W'VI'il~ff -1tff';j 1/

i'JI 0' "" •••• _I o'do lI)'JIlI)'JI dt ~ lI)'JI_ld 9
'I1eJ.:Jflfll';jff1111';jtlU';j';j~m';jfl'ilU~~1\9'1t1lJ';j~ff-1f1'Y1fll'l1'WfI !1 lfl t'V'lm'V'l1/f1111/ IfltlJ';jVU l'Wfll';j..

u.u-1,j''W' -H1I1fl~fffl U~~~flfl111/tffmtlj vu i'W fllm.u.:J,j''W' -Hm i1mj' mJ~fffl tl'Wtrl'W'ilflti-1'11111V
q q q q

'tIeJ-1flWn11pn'il (Thomas L. Wheelen U~~ J. David Hunger, 2541: 12)

, Q.I .Q, ,!
4.3 f111'iliJUll 'i tl't1 H fll 'm'll -1'll'Ut'lI.:.ifHUJ'fUi•

Don Neidlinger fl~1111 " ft111/ff1111';jtl'VIHfllm.u-1,j''Wt1hfl~~'VIn t1j'W

ri1'W f-lff1/ Hff1'W~tflfl 'il1flfll';j ';j11/W1 eNfltl ';j~ fl eJU'tIeJ-1VIflll ~ m ~U 1'Wfll ';j~ 1tU 'W-11'W U~ ~

eJ.:Jflft111/f t1j'Wfll';j ~flt\9'lj V1/ if -1~Ufffl-1f1tu ~l~' -HnU~mi'l U~~t1j'W fll';j Vlfl~l'I1i' U~U 'Ii-1~ 11~cu q cu cu

d 5
~eJm~v'Wuuu "

'IV ~ y
4.4 fll'i H'll.:J'll'U!'WeJiJ'iHfll1'iliJl'ill'itl

Stalk, George U~~f1tu~ fl~1111 " fll';jttl~V'Wutl~-1~'ti'l1~fI,j-1't1eJ-1
v

ffm1~ U1f1~ eJ1/'VI1.:J1i';jfl 'il, 'W'VIfll'W U ~1t1j 'WI9i' eJ'nhtmfl~ V 'VInt,r1111li ri1'W "lf1V' 'Wfll';j tl i'mi 1•••
eJV1-1111fl~flll tu~'tI eJ-1fl M'VI1i1ti' ~ '111I1V~.:J fln li 1 fI ';j-1fff 1.:J'tIeJ-1H~\9'Intu ~t'~ V-1eJV1-1t~ V1•
U~'il~'I1111V~-1 fln li~fllltu~~t 1j'W'V'lq~m ';j1/eJ-1flm~ iti'l1 ~fI,j.:J U~~t 1j'W'V'l~l\9'1';j''Wfln tli'mi1

... 1.d ... 1 0 d C.\ J ltJ 310' Jt C.\ Q,I ~ 'j) C! 31 'jJ ~ ~ lrJ
\9'1l1/fll';j tlJ~V'WUlJ~-1 f1111/ff1t';j 1I11~tflfl'tl'W Iflfl\9'lm1/eJU';jll'VI'W'W 11~\9'IeJ-11/fll';j ff';j 1-1' mflflt-1eJ'W l'tl

, , 1 'jJ

m ~U 1'Wfll';j ~ 1tU 'W1i';jn 'ilYi~lri tuYi Vlfl 'il~ ~ eJm~v'W UUU U~~, ~{f-1U'Wt1j 'Wri1'W' 'Wfll';j fff 1-1
• u
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4.5 H'i~~ ~fl'fnUn 'i WU~.vU';l£Jft l11U VIfl tlfJ'flli'Mad 1~, 'i

Michael E. Porter (1979) fl~1111 " ijulI~mJ1fl:JJ1t1~1I~t~hJ~";rJ~ U(I~fll'l1'W~

"'j 1Ju1J1Jfll'j U'\i~,j 'W~hh'i!vn~UfitVl t1~fitt '\i~,j 'Wt'Yilt! 'Wtt~v~1J'j ~fltJ1J11J~1t1U11~t1~1'W~ 1U1J'j....
"

'V11~tfl''j ll! flll'U tJ~mfl fJ~ff111fl'j 'j 11t! 'W"l U(I~ V~'j 1110~UlI~t1~1'Wfll'j t~ 1:JJ1hnj'U tJ~~u,j ~,j'W..
o , g) g) Q,I .:::rt,d, .ct. ol!!I.

tJ1'W111fll'j \91tJ'j tJ~'UtJ~(Iflfll tm~H'U1t1U(I~fl t1flflfllll'U tJ~ff~'YI:JJ1'Y1~U'YI'Wfll'j 1J'j fll 'j '11'j tJ
•••• q

.o:::t, Q,I rJ' •• I.<::lt. Q.I.<::lt. g) & 0 ~ cv g) '1J tI g)

H(I\9IflWcy] 'j1fl!1'Wfll'jlJU1J\9I~1'W fll'j11~ttH'W 9f~fll'l1'W~1I1fllJ 1I11t1'U1~\9I'Wfl(l~'YI1ilI~\9ItJ~

'j11111Jo~fll'j 11~19l1ttml~'YI1~fll'j u'\i~,j'Wt~tJ',r ff111l'j i:I, ,*fl1111ff1:JJ1'ji:l'YI1~fll'ju,j~,j'W 1~

mh~~~~~ ''Wfll'j1Jfli1tJ~1J1fl'YI1l1flm ~H~fl~l~ "l tt(l~t~tJ~1I~fl1n1Jm ~H~fl ,,rtJ~' 'W

g) liI9J 1 rJ' & 91 do 0 Q,I ~ Q.I

m1~fJ(ltIm'W~1t1fll'j t 'IHt'W1'Y1N\9I1~ "l 'UtJ~fl(l~'YI1itt(l~'j111mfll'j ff'j 1~ '11'j tJfllfl1Jfl11JfJlllJ 1111£.1

m ~H~fl'YI1~fll'jU,j~,j'W ,,rt~'W l1J''W'UtJ1Jt'U\9I~~tJ~fll'j " 7

I t .<:::lo Q,I &
Miller, Danny & Whitney, John 0 (1999) flm111 " 1J'jll'YI'l1'W~tJ11111~ff1:JJ1'ji:l

(ltJflt~t1'Wtt1J1Jfl(ltl'YI£ l'YIfl1'W1(IV tt(l~fll'jt~t1'W~'j~1J1J 1~fJfl1'jlYitl1Jl~n1JH~~~ff~~m;'u
q qJ qJ q <u

tJ\9Iff1'11fl'j'jlll~t11nU 1~ tt~ 1I~11lff1:JJ1'ji:l(ltJflt~t1Utt 1J1Jfl(l1~'V11'lfl(lfJ'YI£'j1Jtt1J1Jl'YIfl1'W1(IV U(I~
q q ••

O.<:::lo ~.<::lt. Q.I 'j) J 31d::; d Q,I Q.I' ~

fl'j ~1J1'Wfl1'j ~ IIU U ~1U 9f~1J'j ll'YIff'j 'j ff'j 1~'UU:JJ1, '1111U U 11(Iflll W~Hffll Hff1'WflU tJtlN fl (Ill fl(l U

ritJ' ,rtfl~H(I~~ ff~~m)~fh 111'UelU~ 1I~1-A111Jdm1111~t1J~t11J'YI1~fll'ju,j~,ju 1~mijtJ'Wn1J
q ••. "g)d..:::t "1V .• ld 1 Q,I QJ 1 8

H'YIll U(l~f1'jtJ1JflHI~f11111 t~tlJ'jtl1J'YI1~fl1'jU'U~'UUUUtJtI "....

'UtJ~tJ~rlfl'j tm~ff~ N' ,rtfl~m111 1~t1J~t11J'YINfl1'jU'\i'l,jU ff1'l1f1Jfll'j ~1t'WU1i'j flll' U tJ'W1f1\91
q

." .
f11111t~1'lI~~fl~lTU tfl~:JJ1111flfll'j\9l'j~'I1t!fl tt(l~'I1iJu \91'j 111fftJ1Jffm1~U 1~1:i'tJllmtl'W tJfl

tJ~NlI~ ~~~ ~~1Jdh',r ff1:JJ1'ji:llltJ~m'W'UtJ~tJu1f1\91'Utt~'UtJ~1tJfl1ff tm~fll'jflflfllll~ 1J~tfl~~U
q

1~tJ~l~i'~t 1J'W~ ff1fl UJ1J1fl'YI~ij f11111ff1:JJ1'jf1~1U fll'j tt '\i~,j'W1J~ijfl1111ff1:JJ1'jfI 1'Wfl1 'j tWfltW~..
UUJ'I11t1'Y11i1~1J1flUUJ'I11l~'lfl(ltl'YI£ '111tJfJ'YI1ifl'lff\9lfl~tJ~l~i'~l1JU U(I~\9ItJ1JffUtJ~l~ t1~1~

u q u q q

1 -I - I '" ~ 'ii "'1"' "" 'ii '1'ii ,;:'1 0m:JJ1~ffll ~t1fll'j ttlJ(llJ'j~l~UlJUJ'I11~lutJ'Y\1ifl'lff\9l'j t U 'j~~1Jl'lf~fl1N t 'I1tlJUfl1'j fl'j ~'YI1
•• q

l~~~1J1i'j'jll'Utd'UtI~'llU~ lfi'f1J fl1'j ~~~1~1Jm111ff1AqJ H'U'Y.!fl"l d1U'UtJ~tJ~rlfl'j fll'jij

fl1111ff1:JJ1'ji:I'YINfl1'j u'\i~,ju d1U'I1,1~ijfl1111~lt~U ~t1'l' ,*fl(ltl'YI£t~tJ'lhtll~fll'j~ltiJ U fl1'j
q
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. ",. V <!l 11\ I "'<!I'lV"," 0 0 "'"
tflHff'n:J 'H1l1t1f1~" fH'l tfWl1~ ~ 'VlWfJ 'HtfWIf11'H1l'H'UflU(l~f11'jfl1!'U'Uf11'j

'jJ rI _I I 'JI d. ~, Cll. 11) Q.J ,

fl1'Uf)(ltI'Vlli U(I~f11'jlJ'j~ff1'U~1'U'j~'H1H~1'U\9I11J'H'U1'VlU(I~'H'jfJ'H'U1t1li'jf)~\9I1~~ f)(I tf)fl~f)m1••
"tJ'j~f)fJ'U~1t1f1111liYllTI'U£!1J'Uih~'Ui''U'\JfJ~f11'jiJ~r11J'UUJ'lf1'Ult1'Ultl1l1\91'j iT1'U'j~! 1itl'U~'jljf11'ju ••

, 'jJ j} " 'l 0'

\9I1~~ 'j~'U'Uf11'jfl1'UfJll 'j~'U'U'\JfJ\!(I U(I~f11'jf)'j~'il1t1'\JfJ\!(l'j~'H1H'H'U1t1~1'Ufl1t1 'UfJ~f1f)'j "

(L.J, Bourgeois, 1999 : 260)

1f1'j~ff~l~tl~fif)'j 'il~tifJ'l ,r!nflfl111lU\9lf)~1~'Vl1~f1111l~fl U(I~U'U'UU~'UtJ~iJ~~

U\9If)~1~tl'U'j~'H 1H'H 'I11t1~1'U\91111'HU1~'l 'UfJ~fif)'j ~~iifl111l ~1!1J'U~ fJ~tl1'H'Ufl f)(I , f)f1111l~11llJfJ.. "
(integration mechanism) !'WfJ!'1hJ1llt1~' ~~1t1tl'U f)(I 1f)~~f)~11m'ilvh 'l,rlfltl11i~1~ ~ ~~i1

- Direct contact lfltl:Ufl 'l,riilfJf11ff'l'Uf11'jl1H1'U~11ltl'U

- Liaison role lfltlllfJ'U'H1l1t1'U'Vl'Ul'Vl'1'Ufin tJ'j~ ff1'U~1'U'1,rtl'U'UflfI(I'H~~ '1'UU~(I~•

" .
- Task forces lfltl:Ufl~~!1J'U'H'I11t1~1'Um'Vn~n'il'il1f)'H'I11t1~1'U~H~ !.wfJ1l1111

mY l~fJ~l~ '1flmh~'H~~~ 11ltl'U

- Teams lfltl:Ufli~!1J'U Yill~l'U ~m1'j !~fJf'U Nfl'lffJ'UtJ~U~'HU l~mh~ '1flfJ~l~'H~ ~

!'If'U Yill~1'UTIWl'U1ff1t1~~\9Iiltl!~'1'H~ ~~'il~iif)~1l11H1'U1l1'illf)'H'I11t1~1'U~1~~ (cross - functional)
" .

- Integrating roles lfltlU~~~~19l1!m'l1~'1flI9l1!m'l1~'Hif~'1'U'j~~'Uff~ 'H1fJ
OJ

'H'I11t1~l'U '1fl 'H'I11t1~1'U'H~ ~111m!1~'1'Uf11'jtJ'j~ ff1'U~1'U

- Matrix 'U'Vl'Ul'Vl'H1fJI9l1!m'l1~~1~ ~ '\JfJ~1JflfI(I'1'UfJ~fif)'j \]f)tl1'H'Ufl '1,r111'HU1~

U'U'UtJ'j~ff1'Uf)n '1,*'Vlf'Wtl1f)'j~1~ ~ hlltl'U (Hill & Jones 1998 : 372)

~f)Eltl!~fJ~fif)'j~iif)n'U~'Hn!1J'U!~fl' (Insearch of Excellence) !~fJ '1,r!nfl

f1111lff11l1'jfl'1'Uf)nU'lj~'ll'U\9IlllU'U1~fl'\JfJ~ Thomas J. Peter & Robert H. Waterman, Jr. !~t11tl'U

"McKinsey 7-8 framework 11~fJ~ii~f)Eltl!~~~~fJ 1tJi1 10
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Structure

Strategy

Staff

Style

System

Skill

Share Value

'1,rm1lJ'thrlwl9i Bt'lflfl1 Vil1i';dl'il~!;t11'1f1W U(I~!~t11!d fl~
U lU q u

iHjff)~hJfll)Vi1HW ijfl11lJ!1:hJ,r'lJ~hW !~lJHm"~\9l1\9ltl'Vnrfl~1'lJ•
~U~'\1Uijfll1~f~'th ijfllnj~!U'lJfllnJ niJ~
~ lU q ~

~ ~t::1 d..c::::S dQ,::S ~ tI .c:::! 31

m~uu U(I~11iflWVlfllJ11ifll)UUU1'Vltl1fl'lff\9l) m~uu'Ut)1q!(I.
, "'''''U11ff1)'Vlfl

.c::::S ~~I '0'& ad
lJfl11lJ! 'lffllJ 'lJ11fl U!fl1 'il~'lJ1lJ19f~fl11lJ ff1!) 'il.

fll'Wll 2.3 McKinsey 7-S framework

Change & Perform Organizational Rcdcsign Service flci1T:h " fll)t)t)flUUU

c' d", 91 ' 91 q 91 <V '" <V 9lq _ I Q <VQ 'i 91 '" q 91 0

t)~flm 'Vlfl\9lfl~1;j~!'lJ'lJ1'\1'V'l'lJfl~l'lJlJ'Vlfl1J:;;U(I:;;fl11lJ~ 1'lJfll'J U!lU\9l~l'lJ Ifltl\9lfl~lJfll'J IlHJl'Wl'il

Un~~flfll'J U(I:;;'WUm1'lJ 1'lJfln I9lflil'lJ 1'iJ!!(l:;;U~'\1l'J'Vlf'Wtl1m ~~!~'lJ E~~1!~'lJ~i1t1) fl~f U
<u

Kerry Feldman flci1T:h " tl~rlm~iJm1lJ'W~tllJl'lJfll'J!1J~t1'lJu1J(I~'iJ:;;J{tl~iJ

fl11lJ~~~'lJ mi1~19imd tl~1'lJfll) ff~ 1~ '\1~tlnfl '1,r!flflfl11lJff11J1'J i:l'Vl1~fllm..J~.;r'lJ~~\9ltlU ff'lJ fl~19itl•
E~u1fl~tllJ~!1J~t1'lJ 11J'1~mi1~~ !!(l:;; l~':h 1fl'J 'iJ:;;tl~1'lJfllfl1i 'Jfl 'iJ'\1~tli' lIYm(llfl E~~! il'lJi'fl! 'il'lJ

<u • ~

~tl fffll1:;; !!1fl~tllJ'Utl~i:J 'iJ'iJiJ'lJ'iJ:;;iJfl11lJiU~tl'lJ lJlflfl':i1~!~'lJ 1'lJtl~\9l " 12.
Byrne (1992) flci1111 " fll)!1J~t1'lJu1J(I~1'lJ):;;t1:;;!1m~I~'lJ1'lJ'iJ:;;Vi11,ru~rr'Vl

ff11Jl)i:liJ~i\9lfl~tlr.ii~ U~rr'Vl~iJ1m~ff! 1~~\9l1tlI9l1'iJ:;;J{tl~ffWffmtl i 1J'1'lJ~ fffl 1\91J'lJ1inlJ'Utl~
qJ qJ U q

fl~rlm~iJfln !1J~t1'lJ!!1J(I~'iJ:;;Vi11,r u~rr 'Vltl~'Jtlfl U(I:;;!'iJ~W!~U1\9l~flm1lJl9itll1J fl11lJ Vfl'\1~'lJ'iJ:;;iJ
<u u •

d&d dI Q.I QI ..::':l.dt d Q.lQ./ d.
H(lfl 9f~!fltl1!'lJtl~flUfln 1J(IflN~m1lJflfll 'lJ!) tl~m1m 1fl!'J 1, fln1J'J U\9l1U(I:;;fll'J!1J(It1'lJu1J(I~

<u

lfltlE~~flci111J1!~'lJfltyU'iJrl1rlty'Utl~~tlfl1)1JBiJ~I'lJ Paradigm for the Postmodern Manager" L1
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_, ••..•JI _, •••.•..••• _, ••..• " 111<=l ••
5.2 m~lJ~'lJ~B~:i:'lJ'lJlJ{)'lJYI.:ilUH(;I:i:m'jlJ~'lJB.:iflfl~'H'I.J'lJU1~H(;Ifl(;l.:i

'lJ~'!Jl'ld'J'w 1'HqjVllf11 ':iI'ltl1Jff'WtI~~ tlf11':itl1~fJ'Wu11(l~'\JtI~ fffil 1:i:U1\9l11tllJ

fJflff11ff1':iHll\9lfJloM 3 U'W1l'lH fitl (Hill & Jones 1998 : 444)• " . "
5.2.1 fll':i1111J1t1':i:i:1J1J(reengineering) trJ'Wf11':i1111Jt11~fJ'WlJj~\9ln~':i:i:1J1J'\JtI~

fl':i:i:1J1'Wf11':iflltU'Wti':in'ilmh~f.)tI'W':ilflf.)tI'W1fl'W t~tll 111J':i':i(lf-.l(lmh~tllflUlI 'W~1'W~'Wl'l'WflWfilVl
q q u q q

•••. d
1J':if11':iU(l~fl1lm1\9lt':i1

5.2.2 f11':i1111Jtl1~fJ'Wtl1~fJ'WlflHff!l~ trJ'Wfll':i1111J(l\9l'\J'\.J1\9l(downsizing)
" . "

tw~ 1111JfflfJf11':i1J~fl1J'Uty']j'1111ff'W(l~ (delayer) U(l~fl1':i loMl flHff! l~tVltltfltll 11tn\9lf11':iV1Hl'W

tI~l~l1':i~ffl'W~l'Wn'W'\JtI~f..IlfJ~l~ "11'Wtl~fifl':i

5.2.3 'W11'lfl':i':ilJtrJ'Wfl1':i~tI~rlfl':it'w''Wfll':iloMnflfJ~ U(l~l'l1VlfJlfl':i~H "11~tI

ff! l~ 111tn\9lf11':i~\9lU(l~l1':i~~W{~ ~1'H~ t~tll'ltl1Jff'W tl~fl1llJ~tI~f11':i'\Jtl~(lflril~tl1~fJ'Wltl1 (l~~ ~

tI~H':i1\9lt~11\9lfJt~'Vn~ ~l'\.Jtl'lfll'W 1(lfj f-.li"ll'l.tlwcn1J~f11':i~'Hmfl'HmfJ U(l~flWfilVl.

, "
l\PJJ'Wti':i':ilJ'HlJlfJ~~ lt1J1Jltf-.l'W'\Jtl~fl1':il1':i~Vlt]~l1BU~tl'W1\9lfJn1111 'ildjf-.l(ll1~I~~1J1fl

~, 0 Q tI d lI]'jJ~ ,d 'jJ l.r]'JJ d
U(l~t']j'~(l1Jl'ltlf-.l(lfl1':i\9lll'W'Wfl1':i'\Jtl~tl~flfl':i lw~m 'ilt'U'W!\9lmlt 'H(l~l'l bY':iHfl1llJ !\9l111':ifJ1Jl'lHf11':i

u'li~,j'W~&~v'W 'H1tllrJ'Wi1ty'Hlmlfll'il~iJf-.l(l~tlfl1':iflllu'W~':in'il (J.B. Barney, 1986: 656 -665 )

"Louis A. Musante (2001) flal1il " l\PJJ'Wti':i':ilJtl~fifl':iI~i'1Jf11':ifJtllJi'1JlJlfl:U'W

11tlfJ"1 illrJ'Wl'l1Vl6ff'W~~1J~'Hl':i U(l~tl~fifl':i~N "1 rJ~I~I~\!fllhe)tJfllJlloMmjl~l~lJ~ tI~fifl':i~iJ
"',.1 .d tI ~ tI d Q.I f Q.I Q.I

tl ~flu':i~ fltl1Jl'l bYlJ1J':iW fl tI tl ~flfl':il'lbYllJl':if.)'il\9lfl1llJ bYlJ\9lm~'H1N l'l':iVlfJlfl':i1Jflfl (l IW~1\PJJ'Wti ':i':ilJ~ ..
I i1 I ,

Vi'Ha tll~ fJ~19l1tl~fi fl':i U(l~U 'W~ tll9l1U11':iVitllfl ty 1'Wf11':ifi l'H 'W\9l']j'~1'l1;11'l'\Jtl ~tl ~fi fl':ii1'il~ tlll ~ 'il
" .

'H1tl 'il~lllJl'H (l1 fl'Wl\PJJ'Wti':i':ilJU 'Wfl1llJ'il~ ~ ~ tlff'Wl'l1Vl6l'll~i1UlUll'Viff ~ff\9lIVl':il~ ffllJlHl VI1111
u u <u q

n'ilfll':i1flfJl I ~~~f11':i1~t1n fJ1Jl'll~f11':iU'li~,j'WtI~1~m1':i I~ 1\PJJ'Wti':i':ilJ tl~fifl':i IrJ'W~ ~~f.Jlfl~ ff\9l.
, ",

tll'H 1m;u 'li~ Vi'il~lh I l1t~fJ'Wlt1J1J19l11\PJJ'Wti':i':ilJU 'WiJ~l'\.J1'ilViffllJl':if.)ff!l~tll'lijVl (l' 11tl1J~

f-.l(ll1':i~fltl1Jf11':il'lNti':in'il U(l~l1':i~ffl'lijfilVll 'Wfll':iVlNl'Wl~tl~l~~I~fJlJ " 14•
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'II VGJ 'jJ 0' Go' tI 111 'jJ' Q.I rI
Ulrich tfl t11f11UJ'I11l1t1'llfl'lfll11 " 1~'Uti'j'jlJfl'lfim n11 1~'UtinlJ'llfl'lfl'lfim

~ ~ C\ Q,J~d d, Q.I G) , & ~
f1flU'U'UUH'U'llfl'l.•••q~m'jlJ ui;l~fllnJ{)'U~Y1""'1""lJf1'U1l1 t'U'lf1'1'j~tI~ld1;ll'l1'U'I "lll'Uf11;lltltu'U

Q,J .J, 'jJ Q,J tlddGl 'jJ Q.I .e..d fjJ d 'jJ
1~'U ti'j 'jlJ 9$'1'il~'lf1t1""'j1'lfll .•••i;lf1lJf.UYlflt 'U""ltl~l'llfl'li;lf1f1l 1~'Uti'j 'jlJt'lf'l'U1f1Y1t'lllJU'll'l'il~""'j1'l

'"
'I 'J/ •• d I 'J/ ••••••••• 0 .J I I "" 'J/ d 'J/ 15
t11fl'lfl mlJlJi;lfll ""'j 1'1""n f1fll .•••i;lf1lJW'llfl'lfl'lfl m Ui;l~'U1.•••11119$'1lJi;lfllU'I1'1~'j 1""'UfIlflf1fl 1t1 "

'" '"

, QJ

't1H fll'W'U'i'UU

Michael Zwell f1ri1T;111~'UtinlJfl'lflm""r1'lm1lJ""11l1HI1'Uf1l'ju.u'l.,)'Ut~fl

il11l1~'1f1l'j U{t1J~tI'UYl1'lfll'j u.u'l,,)'UUi;l~~ '1b'hAUJ3 lh ~fll'j ~il1m1ml1t~ 'il1l1dfl'lflm n~fl
u '"

'J/ 0

1. f111lJ""llJl'jf.)'llfl'lH'U1
'"

2. f111lJ""11l1'jf.)'llfl'l .•••Um1'U '1'Ufl'lflm
" ..

3. 'j~~'U'llfl'lfl11lJrfl11lJ""llJ l'j f.),,)'U""'111""fl111~'U ti 'j 'jlJfl'lflm ""U'U""'U'U'l,rcu cu q q

iJf1l'jfff1lJ1WIJ11 'U~17'l'1~iJm1lJH~'1Hf1i'I tli;l~iJfl11lJmlJl'jf.) 'l'UfllnH'U

1~'U ti'j 'j lJ'llfl '1fl'lflm 'l ,riJfl11lJfI~ 1m~t1'1n'U 'il~111'l ,r'U~17'l'1iJ]1'U~YIl'lfll'j t~'U~f1ri fl'l19l1f111

'U~17Yl~,uiJl~'Uti'j'jlJfl'lflm 16

John Kotter & James Heskett '~f1ri11 H'l'U'I1U'IiYfl Corporate Culture and

Performance (Free Press, 1992) 11
1. 1~'U ti 'j'j lJfl'lrlm t1'J'U19l1~111'l ,rtflflfl11lJ ""1111'j f.)Y1Nfll'j t~'U'l 'U'j ~tI~t1ld

Q.I tI ~I' 0 QJ do q 'jJ rI ",I 0 d ~
2. 1~'Uti'j'jlJfl'lfim 'il~tlJ'U""1'\.HnfltyYl'l'11 t11fl'lflmlJ'j~""'Ufl11lJ""lt'j'il 'I1'jfl

Q.I .d ~ d 'jJ.e. Q.I 'jJ-=i ~ 11] 'jJ I 1

3. 1~'U 'Ii'j 'jlJYllJ 'ilflH 'll'lfl1'U f1l'j t'l'U'il~m1l1'jf.)f.)f1.•••~'Ul 'l'l1fl'll'U tfl fltlN'I1tlfl1tl. '"
•••.•• 'J/ _I'" _I •.• lIJ 'J/ 17
1~'U'linlJfl'lflm~fl'l""11l1'jf.)tlJi;ltl'UUlJi;l'l Ui;l~'ilflfll'j ~fl

Lorina Eastman Ui;l~f1W~ (2001) ,~""'j1JHi;lfll'jl.ijm~tl1n'Ul~'U'Ii'j'jlJfl'lflm11.
l~'Uti'j 'jlJfl'lflm 'il~111'l ,rtflflfl11lJ '~t1J~ tI'U'1'Ufll'j u.u'l,,)'U~~l'ln'U '1'UU~i;l~fl'lflm 1fltl'U~17'l'1~iJ

1~ 'U'Ii'j 'j lJfl'l fl m U'I fI 11lJt1'J'Ut~ft'1fl t1""~1t""lJfl 'il~~'1Hi;l~"",r 'll fl '1'U~17'1'1~ f111'U~17YI~ iJ1~ 'U'Ii'j 'j lJ•
tI .d 'jJ , 9 1 ';::I.e.

fl'lflm'l'1fl fltlf1d1 ~'Ufll'jlJ'Ifi 11lJtlJ'Uti;lft'•
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. " .
LOMA 'tl1fll1 f1fl'l1l1'l11lJtfl fJ1,}~\Jfi\J~~"h.:J1Wl'W1i~'nJ UCl~f·l{lel~,r,j'W ~h'1w\J {J.:J•

fi'ilfll~~'1J'hij 3 ~1'W-ff1rlW~'lf1fJCl'~1.:J1Wl'W1i~~lJ~1'W1'I11lJttl'Wt~fl'~{J..
1. ~.:J~t~fJ1~{J.:Jnu111~irm1'W 1~uri ~1'W1'il'ln!l~ 1'111lJ~19i1.:J"l t~fJ1nU

'"
111U'i'l1'Vl1'l11lJ~rl1'WUI'II'ICl~{JlJClUCl~fll~~{JCl'l~~ijll~~ff'Vlifll~ UH'iI.:Jl'i1 fln'lM'~1.:J1Cl

qf q cu cu

~t~fJ1ti1 {J.:Jnull ~~ ff'Vli fl1~
o Q.I d 1 fj) ~ 91' do 'jJ ~ Q,J 'jJ GI 91

2. I'IlCl'WW1'Vl'il~lJ.:Jt'W'Wfll1U~fll~ i:'lfll'll{JfJl.:JlJl'ltufll~ NU~ '\1ln~~uu'WIPI{J.:J ~11u u q cu q cu

1'111lJ-ff1rlW1'Wfll~1M'u'ifll~ Clflfi'1{Jri1.:Jijl'ltufll~ li.:Jrw'Wi:'lflfi'lttl'W11elfl UCl~ijfll~ 1M'Clflfi'l
u cu q q cu cu

Feedback

3. I'ltufll~;llP1 1'Wfll~'tl1.:J1'Wi~fJl'i'{J.:JijI'l11lJCl'lJ~Clijl'l1 1lJ11i:'llfl11i:'llfJ'tI{J.:JUI'II'ICl...
'il1fl1Wl'W1inlJI9i1.:J"l ijI'l11lJlli:'l{J~fifJ 1,...1fll~'tl1.:J1'Wij'Vli'~fJlm~~m~fJ.:J 1'Wfll~'tl1.:J1'W~ .:J-i.:J11lJ~

1 ,'JI 'jI , ,

Vifl~11 111ttl'Wff .:JVl'W~l'W,j'W1'i''WVi'iI~'tl11M'tfi~~lU 11l1.:J'VlNfll~u'li.:J,j'W'Vll.:Jfll~1PIi:'ll~Vi1l'i'tll~ fJU
o 9 'jJ t <it 'jJ ,~ ~ ~ , j}..:!I 'jJ 18

Ui:'l~'Vl1t11Cl'llJnf:li:'l~1'Il ~'lf'il1fJIPI1i:'l.:JUi:'l~t~lJNi:'llPlfll~ Ui:'l~Ni:'lIPl{JUtt'Vl'WIPI{JNf:I{J11'W'" .
.<::::t. QJ t/ Q.I I

Ni:'lfll~1'i1fJ'tI{J.:Jm'il1~fJ'tI{J.:JCl'mu'WLurie Institute and CEO of eePulse Inc. ~U11

" ij 7 il'il.ijfJ-ff1rlW~{J.:Jf1mI'l1~1M'1'I11lJ-ff1rlWtv1{J'iI~1~'W1{J.:Jf1m11lrlI'l11lJ-ff1t~'i1
u u '".-

1~fJijfln'lM'I'I~u'W'WIPI1lJ~1~UI'I11lJ-ff1rlty'tl{J.:JI'I~u'W'W~.:JiJ (1111J1fJG.:J1li-ff1rlty 5 111J1fJG.:J

o ""' dCl'll'lty'Vl,,!~) 1) Energy 4.09 I'I~U'W'W2) Product / Technology 4.07 I'I~U'W'W3) Culture 4.01

I'I~U'W'W4) Rewards 3.73 I'I~U'W'W5) Structure 3.43 I'I~U'W'W6) Board of Directors 3.17 I'I~U'W'W

d, c:l, ?I' 0 ""' 'l 0 'l ~ .-7) Venture Capitalists 1.78 I'I~U'W'W9i.:J'iI~t11'W11Culture tu'WCl'1'WCl'1I'lty~'Wfll~'Vl1t11{J.:Jl'lm

1l~~Cl'Um1lJ-ff1t1'i1 1Ji''' 19

I 'JI I'

1Wl'W1i~~lJViijelmltu~~.:JiJ 'iI~'tl1'lM'tfi~1'I11lJ1~t1l~ fJU'Vl1.:Jfll~U'li.:J,j'WViv.:Jv'W

""' .d'l ~'l ""' ""' d ~ ""' 'l ~ ~1. 1Wl'W1i~~lJ'Vl~11~{JfllCl'~'Wm1'W~Wl'WlIPI'Wt{J.:JlJfll~m~IPI'W~'Wfl.:J1'Wt11Cl'~1.:J.
NCl.:J1'W1M'{J.:Jf1m{Jri1.:J~.:J,,!~1~fJijuN'W.:J1'WUi:'l~m~u1'Wfll~19i1.:J "l ~'lhfJ1M'~irfl.:J1'WijI'l11lJ~~

I , 'j} I

~t~lJCl'~l.:JCl'~~f1ff.:J111li "l11.:Jti1l111J1fJ¥iVl1'Vl1fJ

2. 1Wl'W1i~~lJ~til~'lf{J.:J'Vll.:J1M'Ufi~ir fl.:J1'W1'Wfll~ 1'If'~~Cl'1~~f1~ij{Jril M'tfi~N'(l
'"

19i{J{J.:Jf1mijfll~1li'ullHJi'1'Wm~u1'Wfll~ N~IPI'W1rl1'W~~1Jl 1'* uCl~1M'~irm1'W~iYflfliJ'l 'ill 'W~.:J~. '" '"
11(310 0 d

~1m'tl1 ~~'VllCl'ltH

3. 1Wl'W1i~~lJ~~.:JCl'~N~.:JU 1~i:l'{JlJfln 'tl1.:J1'W~~ ~.:J~ir m1'W oj 1lJn'Wllii1J~.:J 1'W

tl!'W.:J1'W~V11'Vl1fJUi:'l~}jUH'iI.:Jl'i11'Wfll~'tlN1'W ~~UU1Wl'W1inlJ~ijfln lM'~ N1i:'l1Pl1lJNCl.:J1'Wl~fJ
'"

!U'UH~~rlTu~lml1~tll'Ufll':ivh 1M'1i'jn~'\Jtl~tl~flmlh~ bYtlfll1lHh!1~ 20'" .
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"'I 'I ~l 'jJ 'jJ'I d ..,
f1l'H1f1'lll'UtN John Kotter & James Heskett t'U1J 1995 ff'H:Jfl111H'U1t'iltmnf1tJ

1WJ'UIi ll:IJ~ 'il~'lf1Vntl t l1'tfl~ fl11:IJff1:lJ1l tl'Vl1~ml tt .u~,j'U~t~v'U 1~V 1~l11f1n frf1'll1tillvtJ tVi vtJ

tJ~ir 'Vl~t u'U 1WJ'UIin:IJ t 'Um nH'm11 t 'Uri1'U'Utl~ml t~:IJHil~fll~ ~1'Uml1J a,j~ f1n f1tJtJ~ir'Vl~

11itu'U1WJ'UIi ll:IJ t'U ml1J i'tJ1P111~V t l1'fl1UV1:IJ1WJ'UIi ll:IJ t'U ri1'Utt l f1~tU 'Uml t~:IJHil~fl1~

~l'Uml1Ja,j~ml'h t~'U1WJ'Ulill:IJ~ri~tff~:IJ~1'Umlt~V~ ttj;j~mlff~1~'U1~ml:IJ mlVt:J:lJi'tJ

ml t1J~v'Uu1Jj;j~ml tl1'flU! fi 1f1tJml~ltU'U ~l'UtffiJt:J'Ut'lf'U~1Jl~f1t:JtJml tW~f1n ff~l~ t l1'tfl~. ~
" "I "t 'I 'jJ"l~ ' ,.., "'I .., "''I 'jJ 'I "'I "'I

fl11m1:IJ:lJt:Jt'UmlUf1 t'U1Jty'\11~1~"ll1:IJf1'U mlfl'f11J1flH'U t~l~V~t1m t'Umlfl'f11J1tl~

1Jl~:IJ1U!20 ilUj;j~~tJi1

1. Hj;jml~ltu'Uml'Ut:J~tJ~ir'Vl t 'Uf1~:lJmf1iJHj;j~f111tJ~ir'Vlt 'Uf1~:lJml~••
t'UlJf1 "l ~1'U ~~if tJ~ir'Vl~iJmlt1J~v'Uu1Jj;j~1WJ'Ulill:IJ~~~'U'il~ri~Hj;jtl1'llvi'tJ1;!~~'U 680 %

'1' , 'JI

t 'U'UU!~l1tJ~ir'Vl111tiiJmlt1J~V'Uu1Jj;j~1WJ'Ulill:IJ'il~iJl1Vi'1Jt'Yi:IJ~'Uti~v~175 %
'jJ ~ Q.I de:! d Q.I de!.d & &

2. llfl1'\1'U'U t:J~tJl'll'Vl'Vl:IJmlt1Jj;jv'Uu1Jj;j~1WJ'Uli ll:IJf1m 1fll'Vlff ~'U'Um 900%. ~

11 QQ.ld91 G) d. G)9J oQ.l

Dr. Jim Harris f1m111 " tJl'll'Vl'Vlt'U'Utt:Jf1fll~t'Utt'U1'Vl1~f11l:IJml t'\1f111:IJff1flty

"f1tJ1WJ'Ulin:IJ4 ~1'U ~~~t:J11Ji122

1. 1WJ'Ulill:IJtU'Uj;jf1ri'1 t~'UmluD1Jrum t~~f1ri'11~mu'UfI11:IJff1:lJ1ltl1'U~ ,,~

mlU.u~,j'U t 'Ut!t:J~fI11:lJt~'UiJ~lf1tJ~f1ri1 ml ff'Ut:J~~t:JtJfI11:IJfIl~'\11~'Ut:J~~f1ri1tW~ml ff~ 1~~ ~
I 0 Q,I <jJ

flU! fIlff1'\1ltJ~f1f11. ~

2. 1WJ'Ulin:IJtU'U'U1~ml:IJ t~'Uf1Wi:1'~l~t:J'Ulfl~1~mU'Ufl11:IJff1:lJ1ltl1'U

mlU.u~,j'U 1'Ut! t:J~f1WU1t'Vlfll'U1~v:lJ1Hil~ff'Uri1'll'U~ 1'\1ti m~m~ 1'\1ti tt~~'\11~f1ri1f1~lJ1'\1ti~ .
"3. 1WJ'Ulill:IJtU'Ufl11:IJt~'Utilfl' t~'Uf1n tU'U i:1'~N,j'U~t:J'U1'Uml~~fi11~~1(J tt~

1~tfl~Hil~ H~~iJ1Jl ~ff'Vl~fll~ tt~~iJ Hil~fll~ff ~~ff~ l~mu'U mlri ~ff'Uri1 tt~~tJ ~ml~l1~t ~1~ .
Q,I oClto Q 'j)

~WJ'Ull~tJtJmm~~ tt~~f1U!fll~'Ut:J~ff'Ufil•
Q.I 'j/ 'jJ Q Q 'QJ ~I 'j/ ~ 'j) GI 'j)

4. 1WJ'Ulill:IJt'U'Umli:1'll~'il~1tyty1U!l1:IJf1'U t1J'Umlffl1~ff~tt1~~t:J:IJ t'\1

Q,I d 91& d.c::19 0 ~ ~ Q.I ~ Q 3J tI 'jJ Q.I

~'Um1'U:lJfl11mi:1'f1'Vl~t'Uml'VlN1'Ut~t:Jt~:IJ~~~ t~:lJfl11:IJfI~fflNffnfl tw~m~~'U~'Uf1~l'U "~ .
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"" 'I 'I !II"; !II _I 0 ~ d d ""

f1111J'iW 1Jt'iAf)1':i t'lf tm 'I ff ~1'I~lJ!! 1J1Jf11~'Vl1-aU tlJ 'W'Yl1J!! J;l::'Yl1J~1'Wm 'Vn:: fl'il'i11f)
'"

I !II d 'I 0' d';'.1"j 0 'I !II 0' , '" 1l1_1'I!II 'I !II
11'W1f.J'I1'W1l11J11'W1'Ylfl1f.Jt'Wtl~f1m'Yltl11J'\J'Wt~tlf.J'1 'Vl1t11tl~f1m11mf.J!!l1'111'W tlJ t'lf~::1J1Jf11~ m

~n)J;l~t~ 'Wf)rl1Jl1~ tlVi1J~1'W~::1J1J~l~lJ;l~tl fllJ 11J1'l i'n'W tlf.h~!! l1 i 11mm~ tlff~ N m ::~'W'lM. '" .
tflflHJ;l~1'W1l1f)Vi1J~1'WMitl ~::1J1Jl1J'1rff~~f)~1J (group - based bonus) ~::1J1Jf11~!!~~il'Wfhh

"~ 'j)~ ~..-!I 'j) I Q.I

(profit sharing) ~::1J1Jf11~mff'Yl1iC}ftl'l1'W!!f)l1'Wf)~l'W (employee stock option plan) !!J;l::~::1J1J

"; '" 0' & , 'I _I'" !II .;.
t 1J'Wff'\Jtl~tl~f1m (organization bonus) C}f~1l1f.J1l1f)f1111Jff11J1':itlt 'Wf)1':ilJ~1JJ;lflll'Wl'J'Wtl11JfJillfl1l1

!!J;l::Hi1llflll1 (Hill & Jones 1998: 404)

fl1'H}'111l111J1t1(i~ fI111J~tl~f)1':i 11~ tlfl111Jt~1J 'llIflltl 'l 'W~H'tlf)~'W 'lM1Jflmm!! fffl~~ .
l1q~f)n1J~<Lh i tlririhl11J1f.J l1~tlHJ;lbht~ ll'\Jtl~~l'W !!J;l::tl~rlm 1JUf)1'1f1f)1':i i~'lMfl111J111J1t1

'"
"

'\Jtl~fh:i1 !!Hll~'lllHl1mtl~tl!!1J1J ~'1il
'" '"

Ul~'il~'l'iltl~::f)tl1J~1t1'tlf)1Jill::-ff1flUi 3 tl'j::f)1':i fitl
'" u

1. il'il~tlflltl'l'W'\Jtl~1J'W1J6 t'lf'W fI111J~tl~f)1':i fI111Jtl~1':itl'W1 f1111Jtl~::ff'lrl.
fI111Jt~1J'l1l ~'1t~'W~~~yh '1Mtnfl!!~ '1'il'l '1'il

'" , "'1 ~ Q.lQ.lC!~...s 'jJQ.lO ~~ '1 !II""
2. !!~'1'il'l 'il11~tl!!HHJ;lf)fl'W'Yltf)fl'\J'W'il::m::ll'W'lff)'W111'jtltlJ'Wt11ll 11tf)fl'" ..

, . ".t::i 0 l'!i o<:::lt..<:::l, 'jJ IV

f1111Jl1tl1 tl11J'Yl1l::m::'Vl1 11~tl!! fffl'll1 qll m ~1J'Vl1ltllJ ff'Wtl '1f1111J11tl 'I f11~'W'W'1

3. l1q~m 'j 1J~!!fffl'ltltlf)l1f) 1l::-U11tl~tih111J1t111~ tlHJ;l-ff1t~'il'\Jtl'l'll'W !!J;l::tl'lrlm

"lfltl1JfI111Jff1Jl1'W-B~~~tl itlil

iJ 1l~VfI1V 1'U'\J O~lJ'4lJ6
( fI11lJ~0~f)n)

'" '" ""UHf-lof)~'U 1110

UHll~lll
'"

•....,...

f11'j ~'1'l1l1Jfl111Jff1Jl1'W-Bn1JHJ;lf)1':itli)iJ~'11'W tdtl'l 'il1f)tl'l rlm ~~tl'lf11 'j HJ;lfl111J-ff1t~11
.. "

'\Jtl'l'll'W ~ '1~tl1J~tl'lf11~f1'W'11'WVitli)iJ~'11'Wtl~1'1t~1JVit~1JfI111Jff11J1~tl ~'1U'W~1J~111~~1t~'W
. "

~tl'l 'l i'~ N1J;llltl1J!!'Yl'Wt~'Wtfl~ tl'l1Jtl-ff1flUi '1'Wf)1':i 'il'l 'l1ll1Um1'W lflf.J~ 1'1lJ;lll tl1J!! 'Yl'Wil tl11l tl~'l 'W
u '" '"
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Alan Barker (2003) mh:dl Competency Models tJ'J~nfl'IJ~1£Jflln1tJ~1fi'W'IJt1~
'j/' ." ,'j/ ~ . dd ~ ~

fl11tJ'ffltll'Jtl'1 'Wfll'WflN "l 'IJfl~fliJflm lfl£Jl1::;'ff~f'mhllnflr-miJl'W'Ylfltlln£JiJ'IJ'W Competency

Models ~Uf-I'Wn'YlfVWlm'IJflfl ~'ffltll'J tl'1,*L1~I'Wtfl~fliJijfl'1 'Wfll'J fi'flt~ fln'IJfl mm t.unl1iJ 1'W••
fll'J Nnfl'IJ'JtJ U~::;vr~'Wl'vn1 niJ1'Wn1'JtJ 'J::;t:iJ'WtJ'J::;iY'YlllfllW'lJfliJW11n~ 1'W'J1tJil~ fll'J 11iJUf-I'W

fl~rlm'1..rtJ'J::;ff'IJf-I~fflt~111~ Alan Barker: 2003 II Competency implementation guide II

Career alld
SUCCHslon

Planning

d
fllW'Yl2.5 Career and Succession Planning

Smith (1965) n~1111" 1Jflfl~l1::;tJfiu~nu t~fl~11::;'ff'Wfl~fl11tJ~fl~fll'J'lJfl~\9l'WtfliJ
)I, , 31)1

tyh11'W iYiJl1iJ'1l1l1ffltll'Jtl\9lfl'IJ'ff'WfliJmltJ~fliJnU 1~11'Wffltll'JtltWn 1M ~~iJ
"

1. #~11~'111111mmHi'l\9l11jfl#iJl1iJ'111~L1J'Wt~'WSmith t~fl'h~'Wt1J'W#iJl1~'1l1~'ffltJUtl
"" ")I )I )I )I

'J} OJ "'l 1<JJ <JJ Q.I ~ 'JJ
\9lfl'IJ'ff'Wfl~fl11tJ\9lfl~fll'J 'II'WW'W!1'W fl 'Wfln 111n11::;'ffltll 'Jtl\9lfl'IJ'ff'Wfl~fl11tJ\9lfl~fll 'J'IJ'WW'W!1'WU~ 1

• , I jJ jJ

t~'Wfl1 l1'ff~l~'fffllW iYiJ11~'111l1'ff~nl1iY ~l1iJ'111'll'W~'W111'W1~ fl111'lf1£J~flfl11tJfi~1~ U~::;'fffl~
qJ 'U qJ dSI

'jJ& dd.ltJ 9J.<:::l?l <v: I & & ~ lfJ 'jJQ.I ~ 0

fl11tJi 'ffn'Ylfl tfl t~'WtlJ'WiJ1111£Jfll~'WfltlliJl1'WiJ C)f~'lJNflHfll'J tfl'J'UtiJ'W\9lfl'IJU'Yl'W111'W1'Wt;! ~ "l
I t I , )I

fl1111~f'IJfl11tJi1~Wfl'111 'ffiJ\9l1tJ1tJ~1t1 u~::;tl1'Wtflj fliJijflflthiJl1U ~l1yh '1..rH~Hi'l\9ll1flflntll~~'W
"

mln '1'Wnl'J '1,*t~'Wtl1'WiJ11~£J11~'111~1~i''lJfll'JtlfltJi''IJ tJ'J::;numn 'lJflfl~ '1fl.•h~1'W~iJfl11mhfi'UJ
" • v

I 'jJ j/ , ,

nil '1flVfltJ1~i''lJt~'WtV4tJ~'Wt'yhu'WU~::;tJ'J::;fll'Jl1'fffl~ H~Hi'lfll1flflntlltllnt'yh '1flVfltJ 1~i''lJt~'W

" ".dI 'OJ

tIl n 'II'Wt'Yll'W'W

2. #~11~'1l1~nElW::;H'fftJHffl'Wfifl # iJl1~'1l1~yh '1..r'IJflfl~iJl1rY'Wfl~'U~::;filiJ£JtJ~~l9ifl
" ".

fl~rlm t~'WUfl1~11tl1'W # iJl1iJ'111l1iJ~nElw::; H'fftJH'ffl'W~~ tW'Jl::;tl1'W# iJ~'ffltll'J tl\9lfl'IJ'ff'Wfl~
"" .

fl11tJ~fliJfll'J~'W]1'W'lJfliJ~tJfiU~iJl'W 1~ iYiJ~iJ '11ltlnElW::;H'fftJH'ffl'W1~un fll'J 1~f'IJ11~ntJ'J::;fi'W

'1'W~l'Wnu i'nEllW{Jl'lJl~ fll'J flfln 111niJl'WnutJ 'J::;fi'W~1fl fll'J 'YlWW~fllWnu tiY£J~1fl111n.
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3. a~ll~ i 11i'U~l'\.J'lJ1Wfl1"~ i 11!lI'Ua ~~ihl'.lllJbl"1J~1J~tl'U~blfl bl.flll~1Jl~mh~
•• u •

!'If'UtrltliJfl1'H~lJ~'fl~~l'lm lltiJ'Ufl1'Hlfl ~1'Ul'Uln.htJ U'fl~'lJ1tyfilrr~ 111'fl~111tlbl.flll~~iJ.. "
fl11!~lJ~1'Ul'Um.htJmllll~!~lJ 111tl'flfll1~~'fl~~1'lU'fl~'lJ1Wfilrr~ill~ltJ ulPimh~i1~l'lllJbl.flll~

u

, , " ,
l1rWlJfll1lJbl'U i 1llPitlUH 1l~i ll.flltJi 'U'lJtl~1Jflfl'fli 'UflWYl1~l'U 1l::::tiJ'U11~fl11!.wlJ~'fl~~1'lU'fl~...

''J/ . 'J/ "'I i 0 "'I 'J/
l1'UltJflltJ (Smith, m~m 'U m'U~ 'UflUfll 2526: 81-83)

o , v 0

8.1 fll11.J'tUJUJ'UB-3flll1 .flll::::N'Ul••

o 1Ij.1' 0 cl 'I 'J/ 21
U'fl::::'U1'Vnlublfll1lJbll111l1'U.flltJ.fllfll1'Ul" ...

2. mllJblllJl'Hl'IJtl~'I"lUfl-~I1'U

3. 1::::\Pl1Jfll1lJl~lJ'lJtJ~11'lJ'U1i11lJtJ~flm ~ ll~ri ~lbl~lJU'fl::::Vl11MlfllP)

fll1lJbll1J11 O'VlNfl11u~~,j''Ui'U1::::\Pl1Jbl~blIP)...

.
• 1 VOC(0'lV"" "V.I'::! ••..•8.3 ~'Utt1J1J'UB-3.flll~N'Ul'fl'fll mtfl~fll1'1J !~!'U';i[J1J'flHfl1~tt'U-3'U'U••••

"4 ~1'U \Pl~ij25



33

...
GI 9J GI del QI dd 1 Q.I '1

VfUf1HU : ~'jl~VfUml'U'YI1Jfl111J~11JTHl U(l~""'Uf1~1'U'YI1Jfl111Jm1J'U 'U•
'J/ ""

11'U1'Y1

'jI VO" 0'l'J/<> ,
(lf1f11 : r1'Ul\OHN'YI1l1!f1fl Customer Share mf1f111 Market Share••••

••.• 'J/ <>

f11'j~'U 'IJ~'U'UfllW~'U (l~ 'YI'U•• . .
Vo 9J Q.I • 1I1 ~ Q.I do j) d. 0'l'J/

: r1'Ul\91tJ~m1J\9I1te:1~11" tJ~ t'j fltJ 1WJ'U1i'j'j1J'YIflf1\91tJ~'YI1l~'YI111••••
1i'j flll'U tJ~'IJ~£lmh ~~'IJfl11ml1t ~11\91l1Jtil1111..11tI 1fl t111i~tJ~mfftl•

o lIJ. Cj/ ~.d ~

'YIl tfl 3 11i fltJ (Hill & Jones, 1998 : 156)

1. f11'jNf1tJ'IJ'j1J.•••,rml'U~l'U hhum1JNf1tJ'IJ'j1J~iitJ~N~mdtJ'l

2. f11'j~fli~'¥iml'U~~m\9lWtJ'l (self-managing team) ~'liieJl'Ulll'l'Uf11'j~fl U(l~

3. f11'j~lt1~l\91tJ'lJU'YI'U~B'lH(l'll'U (pay for performance) lflmU'Ufl111J1:Ylr111J~

H(l'll'U 'UtJ'l'¥i1J'll'Umf1w:ilH(l'llmh'U'l.JfIfi (l tm~ lfltl11it U'U B'ln'lJ\911Ul1tl'l'l1'U (job based)

.do 910 ~Q,J d 'jJ d I

UtJ'ULn'U (Rober N. Anthony) 1fl'YI1f11'j11ltl U(l~'lI'll1!11'U11f11'jfl1'IJfJ1J !m~

f11'j11'lUH'Ulfltl1i'j 'j 1J'lIl~ml/1 t1:l'Ut~tJ'l~mY1JHm'U tJ~'lW~ tJ'lt~t11n'U f1~l1fitJ t1:lw~ tJ'l~..
li'j~f1tJ'IJ~1t1 3 U'U1f1111J~fl~1:Ylr111JfitJ

•• di ~
1. f11'j1NUH'U~'YI1iffl~\9I'j (Strategic Planning) C)5'lt1J'Um~'IJ1'Uf11'j'UtJ'l

, 'JI I •

fl111Jli'jl'jfl'U 1'¥illdh'll'U lfltlii1\91f1li'j~~ 'lrl fl111J~'l 'l1l'¥i1l~tli~t1'Uuli(l'l1\91f1li'j ~~ 'lrl••
'1"" 'l'J/ ••.• dt'l'J/ "'1 ••••• 1 """'J/ .1 ""

f11'j\9If1(l'l 1I'YI1I~'lI'YI'j.•••tI1m t.•••tJ 11'IJ'j 'j (l fI 'l1\91fllJ 'j ~~ 'lfl'YI\91tJ'lf11'j U(l~ fl111JlJ 'j 1':ifI'U1'Y11l~..
fl1l1'Ufl'U lt1'1J1m~tJf11'j1~m~'lf11'j '1<Mtm~f11'jflll1'Ufl'YIi' .•••t11m '1'Uf11':iliilu~'l l'U

o <> di ?i ""'J/ <>
2. f11'jfll!'U'U'll'Um'IJfJ1J (Management Control) C)5'ltlJ'Um~'IJ1'Uf11'j'YIrj'IJ'j111'j

~tJ'lf11'j '1<M'YIi'.•••tI1m tJ~Niili'j~ iY'YI~m .•••t~ tJ'1,1''IJ'j'j(lG'l1\91f1li'j ~~ 'lrl'U tJ'ltJ'lrlm 11~tJl1tl1t1'l1'U••
3. f11'jm'IJfJ1Jt~'lliilU~f11'j (Operational Control) ~'lt~t11.u'tJ'ln'IJf11'jfl1'IJfJ1J

m .•••1~tJ~N~ii~tJ11i f11'j ~f11JW~ 'l1'U U(l~m ~'IJ1'Uf11':i'1'Uf11':iliilU~~l'U
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Uf)1'1f1f)WVi"lm1TU '~'l M'fr:mJl11Jltllm~U'U 1~~1~tI'Jtl1Jf)l'jf111JfllJ i~l1mtl.
U'UTYl1~1~tI'il~'IJ{)f)ci11~~1~tI~1Jl~l'i1'UmVi

. "
Joseph L. Massie f)ci11~~ f)l'jfl11JfJlJ'h 1'1j'Ufl'ilm'jlJ'¥i1~f)l'ju~1T~~1'U lm~~hl'U~

1nf)l'j l1~tJU'UTYl1~1'Uf)l'jU ~1T~~1'U1M'1J'j'jq~~1i11l11Jltl~L~tl1l1'U~ , ~ci1~l1U'1

Herbert G. Hicks f)cil1~~ f)l'jfl11JfJm~'Uf)l'j1~m1mhl~'il'IJ{)~f)l'ju~1T~~1'U l~tI

~'j 1'il"'{)1J~i1U'U1'Yl1~1~l1~tJ1nf)l'j 1~~L~l~'UU'j~ lt1'1fu l1~{)lifltU ~l\9i{)fl11lJrl11~'il'il~tlf)tl1 ~~~ . ~
\J] ~ Q.I j!l.I1 ~ ~~ d', 0 d d'j/ ~ d

{){)f) lUl1'j{)U'j1JUHUfll'IJ1'VW'll1lf)~U'j~ lt1'1f'U\9I{)m1lJ"'11'j'il'Yl\9l'tl~f)l'j'U'U11"~lU'Um~1J1'Uf)1'j•
"'''' "'''' O"'?I ~ •.•• "1"''''9~?11'L1'Yllf)tl1l'l'Uf)1Jf)l'jm~'Yl1{)'Ulu'Uf)l'j\9l'j1'il"'{)1J~U" f)l'jm~\9I'Ul\9ltJ'UU"~f)l'jU'j1J\9I11 l1lu'U Iu\9l1lJ~ .. "
UH'Uf)1'j U~1T~~1'U1~tlm 'illi f)l'j fl1~ fll'j W~~m1lJ N'UH1'U'¥itJ1'illfl~ ~ 'UU111l11l1'U'Yl1~UfiL 'IJ

Q.I ~,d ~ ~ ~ Q.I ~ ~ 'j) dll] 'j)

fl11lJH'UH1'U'U'UfltJ'U'Yl'il~lfl~'IJ'Ul1'jtJl1"~'il1mf)~'IJ'UU"1fl I~

, & .:'1 Q.I 0<:::\ d 1~
William F. Glueck f)m1m f)l'jfl11JfllJlu'U'Ylf)'\:l~f)l'j1J'jl11H1'U'Yll'ltl1t11lJ 'If•

'Ylf l'l tl1m 'IJtJ~ml1t1~1'UtJ~l~ liu 'j ~iY'Ylllilll'l lm~ 'lM'1J'j 'j" ~~1\91tl U'j ~'" ~rl f)l 'j fl11JfllJ...
u'j~f)tJ1Jtl1t1t1'il~tI~rl1rlt113 U'j~f)l'j ;itJ f)l'jtlll1'U~tf)U!ct1lJ1\91'j~1'U'l'Uf)l'ju~1T~~1'U f)l'j~\PlJ'U1

<>'" '" dt 'l ~ "" ~ ~1 0 <> '" " 1 0' _ 1'" "I ~Ii]1lif)l'j1~ ll'l{) l1'Yl'j11Jtl~fl11lJf)l1l1'U1 'Uf)l'j~11'U'U~1'U\9I1lJ1\91tlu'j~"'~fllm~ f)l'ju'j1Ju'j~Uf) I'll..
~ I 0 d "''''_1"1 "' <>'IJtJ1Jf)l'l'jtJ~'IJtJ~fl11lJ"'11'j 'il'YllJu'j1f){j (u'j~'lilJ 'j tJ~u'j ~l"''j ~, 2535 :326-329)

f)l'jfl11JfJlJf)"~'Yl 1l (Strategy Control) 1~'Uf)l'jfl11JfJlJ'YlNf)l'j ~~f)l'j~li'tlf)'\:lU!~Vim'\:l

~'l M'fl11lJ rl1rlWtl1Jf)l'j ~~\9I1lJ\91'j 1'il"'tJ1JU"~U'j ~d:J 'Um ~1J1'Uf)l'j ~11iJ'U~1'U1; ~f)" tI'Yl1l'IJtJ~
u •

tJ~rlmi1"'11Jl'jtl1J'j 'j ,,1\91tlU'j ~'" ~rl~~tJ~f)l'jl1 ~tJ'~ f)l'j~11iJ'U f)l'jliu'j ~iY'Ylllilll'll~tI~ 1~lm~..
~ .1"'.1 'Ii] dt 'l ~ '" <> 0' 0'.1 0 d

m'j\9l{)~u'j1Ju'j ~tJtIl~ l'j ll'l{) l1m~1J1'U f)l'j 'il~f)l'j l'lf~f)"tI'Ylli'IJ{)~tJ~flm u'j~"'1Jfl11lJ "'11'j 'il..
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~'U~'Ul1Jty'lNfl1';j u~~ W!l~p~''U1rt'lJ'0';jumnJ fl~l1'hfl1';j'lh~tiJ'U (Evaluation)

'Hmtlfl~ m~'IJ1'Ufl1';j~ffmn1tfl';j1~,1 fl1'H'U~tflW~ 11~UH'U U~~fl1t'W'Ufl1';imh~I~'U';j~'IJ'IJ

I~O~ 'O~~~iY'UfJWi1WI flW~nJU~'H~Oflwfil'lJO~~ ~~l ';jlff'U1'0 'O~lli'Ul1fl1';j~~'l.h~tiJ'U 'O~

fflm';jtl'lh~tiJ'Ul1fl1';jfllt U 'U~l'Ut~'U' 1J~llJ~~ O~fl1';j'H~Ohi H'1J';j~tiJ'U'il~~O~fl1'H 'U~tflW~
'U

(Criteria) u~~m~';j~l'U (Standard) ~mm~fflJ l~tI~tflw~'Hmtlfl~ ~~~I';jlfh'H'U~~'UI~ol~

~~iY'UflWi11'Vi'lJO~H~~'Vl1r~~'IJ~1.J'I'lGeneral Electric (GE) '~fl1'H'U~U'U1'1'l1~fl1';jfh'H'U~
q

"m~';jj}1'Url1'Hi''IJfl1';j~';j1'OffO'IJ u~~1J';j~liJ'Ufl1';jfllIU'U~l'U'lJO~O~rlm 8 ~1'U ~~l'io' 1Ji1

l. fl1';jl11fll' ';j (Profitability) 'Hmtlfl~ m~';jilh1~fll'H'U~';j~~'IJ'lJO~H~fll' ';j~

1i';jn'O~O~fl1';j1'Uul'i~~'l51~ldm
q

3. H~~i11'Vi (Productivity) t1:I'Um\9l';jj}1'Ul~tl1fl'IJ1J';j~iY'I'l1ii11'Vill~~1J';j~iY'I'l1iH~

l'Ufl1';jH~\9I 'H~Ofl1';jfl1t'W'U~l'U'lJO~1i';jn'O1'lf'Utl\9l';jlfl1';jH~\9ImllJVj~'Viol'O'lJO~~flli'l 'H~O
q 'U. "~ d. ~ ~

fl1 llJ H~'Vim~ 'I'llfl~ 'lJ'U
j/ 0 'j) .o:::::t. Q.J (/ Q.I Q.J 'j) o<::::l. Q.I ~

4. rj'U1~lh1H~\9IflWCV1(Product Leader) 'Vi~'U1fl1') ll~~'Ul\91m')lJ~l'UH~\9Ii1WCV1

iJril'UrllrlUJI'iOfl11lJrlll~ 'O'lJO~1i')n'O1hi')~tI~tIl1 l~tl1i')n'O~dJ'UH'~h 1'U~l'UH~~fiw ~~iJlofl1ff
U II II lU

5. fl1')Yr~'U11Jflmm (Personnel Development) fYfltli11'ViU~~fll1lJ~lJl'l'l'lJO~
Cl.I d. 0 Q.I' 0 d Q.I tI & rp 0

'1'1')'Vitllm 'IJflfl~lJfl11lJ fflfl UJ\9IOfl11lJ ffl! ') '0 II~ ~'Vi~ 'U1fl1')'lJO~0~flm C}f~fl 1') \910~fl1'H'U~
q "

QJ ~ 'j/ 'j) Q.I Q.I ~d tI 'j/

m~')~l'Ufl1')'Vi~'U1'IJflmm 'I'l~~l'Umlm 'I'lflfJ~ fll1lJfflm')tlll~~'I'lff'Ufl\9l'l'lO~flm~O~fl1')
~ q 'U . "

6. iff'Ufl~'lJO~'ViUml'U (Employee Attitude) l1iJl'ioo~rlm!'tl'UlI'O>ijmj~;
od ~'j) ~'j/a.. 'jIo Q.lQ,I.o:::::t.

fl11lJffl!') '0 'H';jO~lJm~1'lJO~1i')fl'O H'IJ')'\11')'O~~O~fl1'H'U~ll'U 1'1'lN ll~::;m~ ')~ l'Ufl1';j 1~'I'lff'Ufl\91
q 'U ~

'lJo~ffm~fll 'UO~rlm !~O~'O~fll!U'U fl1,)Yr~'U1 U~::;1Ji''IJ1JH 111'IJflfl~iJiff'Ufl~~~1'i O~'UIO~
q q

Q.I .:':::to " .o:::::t. Q.I I d.

7. fl11m'IJH~'lfO'IJ\9IOffl'U';j 1lJ (Public Responsibility) ~';jfl'O U~~ff ~fllJ~l~lJ

mlmflJYr'U1r~!~O'H'U 'Ufl'U ~~1i ')n 'O~O~fll'H'U~i11'Vi~flmU 'lJO~1i')n'O1'UmllJ~iYfl'lJO~'ff ~fllJ 'H~0
II q II qJ
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"8. ~nJ~H'l'j~l'rhufh"nJltl'j~tI~a-'W tl~~'j~tI~£J11.
"(Balance Between Short-range and Long-range Goals) 1'W'Vl1~uBl1~dh"nJ1t1l1'HrtJn~~'IJ'il~iJ

Q.I 31Q.1 Q.I~ ".d31 d ol:::l<v j/ Q.I 'j/

fl11lJ'lJ~IW~fl'W ~ ~'W'W'eNflm 'VII'lJlJtl'lJ~ tl"~lJfffltlfll'W\9l fl~ ff11J1'jm fl'l:l1fflJlPj"'lJfl~fl11lJ\9l fl~fl1'j
" .

l1~fffl~ 'j~~'IJ 1'Wa-~ ff1'W.yj1l11J1~fflJ

Q.I Q.I '" Q.I (/ ~

(w~!'W'W1i 1'lJ'il'j'W'W'VI'Wtl"~'il'W\9l'W11Jty'IJ~fl1'j, 2545: 213-215)

fl1'j U'j ~dJ'WH~fl1'j uBl1~ ~1'W'lJfl~fl~rl fl'j \9l1lJI'VIflUfl ll"~l flt fl~jj fl'lJfl~
;: .d .t:::l. 'j/ j} Q.I Q.I lr] 'j/ I 26

Balanced Scorecard (BSC) 'W'il~lJfll'ju'j~llJ'Wl'W 4 ~l'W~lt1fl'W fl'W!~llfl

1. fll'jU'j~liJ'WH" ~l'Wfll'jI~'W (Financial Perspective)
_I "" 'JI 'JI

2. fll'jlJ'j~llJ'WH" ~l'W~flm (Customer Perspective)

3. fl1'jU'j~liJ'WH" ~1'Wm~'IJ1'Wfll'jflltl1'W (Internal Process Perspective)

4. fll'jU'j~liJ'WH" ~l'Wfll'jl~tI'Wrtl"~fll'j~\PJJ'W1 (Learning and Growth
<lJ

Perspective)

_I "" 'I ''JI '" '" _ t "''''' '"fll'j lJ'j~llJ'W 1'1" !'Wll\9l"~~1'W 'il~lJ1\9lfllJ'j~ff ~fl'VI\9l1~fl'W.
- 1\9lflU'j~ff~rl~rl1rlUJ1'Wfl1'jU'j~liJ'Wr.m~1'Wfll'jI~'W '~llrl fll'j"~"~

• u
, "'jJ ~ Q & II] 9J j}~.c:S I ~ 'j/

'lJfl~\9l'W'l'J'W11'jflfll'jI'WlJ'lJ'W'lJD~'j1t1!~ ~1t11'Iifll'j\9lN "'}llJ'W\9l'W

- 1\9lflU'j~ff~rl~rl1rlUJ1'Wfl1'jU'j~liJW·m~1'W"flfi'1 '~llrl ff1'Wllti~
• U <lJ

I , !V ,

fll'j\9lm~.yjI'VilJ~'W fll'j f mn"flfi'll~lJ'lJfl~ D~rlm fll'j IIff1~m"flfi'1111lj fl1'jU 11ff'Wflff'Wfi'1YiiJ
<lJ <lJ

~ d d ~ ~.d ~ odd ~ j}

flWfll'W fll'j'IJ'jfll'j'VI'j 1~1 'j 1 11'jDGJffllfftl~'lJfl~fl 'ilfll'j'VI~ IlJ'W\9l'W•
- 1\9lflU'j~ff ~rl~rl1rlUJ 1'Wfl1'jU'j ~liJwoj"~11'Wm~'IJ1'W fll'j flltl 1 'W'~llrl

• U

o C.\ d d.% ~ d.<::1 Q.I ~ Q.I .d d
fll'j~ 11'W'W~1'W'VI'j1~1'j 1'lJ'Wm~'IJ1'W fll'j H~\9l'VIlJflWfll'W m ~'IJ1'Wfll'j 'il~C)ffl'il~m'VI'j 1~1')1.

,
~ ..0:::::. ..::td~1 ~..o:::::. ~ 'jJ

\9lHl1m 11'j Dm~'IJ1'W fll'j'IJ'jl11'j 'VIlJlJ'j~ ff'VI'Iifll'W IlJ'W\9l'W

- 1\9lflU'j~ff ~rl~rl1rlUJ 1'Wfll'jU'j~liJ'WH~~l'W fll'j l~ tI'Wr ll"~fll'j~\PJJ'W1
• U <lJ

'~llrl fll1~\PJJ'W1l1ml~'lJfl~'WiTm1'W fl1'jf fll:l1'WiTm1'W ~iJflWfll'W 1\PJJ'W'Ii'j'jlJ fl~rlm~lll~ 1flfllff.
1M'WiTm1'W'~llff~~fl11lJff1lJ1'jfll1~ fliJri1'W i llJ 111'W~'W

"fll'jU'j~liJ'WH"~l'W~N "'},j'l~~'Wmh~iJu'j~ff'VIifll'WU 'il~~D~fl1fftl~GJfU1~H"

fll'juBl1~~1'W~Utl1Jl~tlflf1'Wi1 KPI (Key Perfonnance Indicators)

1. flltll~1\9lflU'j~ ff~rll 'Wfll'j lvilJ~'W'lJDn 1t1'~'lJD~fll'jU'j~liJ'W H"~l'W fl1'j 1~'W•
'j/ , I I 'j/ I 1

~GJfU~1~YiUtllJ1tf1'W '~llrl 'j 1t1' ~YiI'VilJ~'WljjDlYitl'IJf1lJ1J.yjyh'W1J1111'W~'W

2. flltl 1~1\9lflU'j ~ ff~rl1 'Wfll'j f fll:l1"flfi'1Irl1'lJD~fl1'jU'j ~liJ'WH"~l'W "flfi' 1
• <lJ <lJ

So' , 'j/ ,

~GJfU ~}1~.yjUtllJ1tf1'W '~llrl ~1'W1'W"flfi'll1~l1lJ~ 11~D~1'W1'W"flfi'lYimtl'U 111'W~'W
<lJ <lJ
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.
'l"''''.1 "'l '" '" '" "'''' .1 '"3. flltl ~1~f11J'j~~~f1 'Ufll'j~Hl~~'UfIl'VIlJflWfll'V'l'Ufl~fll'j1J'j~UJ'U~Hl••

" , ' 'jJ

~1'Ufl'j~lJ1'Ufll'j flltl 'l 'U ~'lftj;1~l1iAtllJ 'l ~n'U i~un ~1'U1'U'Ufl~!iltll1!fl~;j'U'il1f)fll'j ~i1~ 11~fl

'" '" '" d , ~ '"'j fltl~~'Ufl~ ~'UfIl'VIH1'Ufll 'j ~ 'j 1 'ilfl Wfll'V'l !lJ'U~'U•
4. flltl 'l1Pi'1~f111'j~~ ~flfll'j-WWl'U111f)'lJ~'V'lUf)~1'U'Ufl~fll'j 1I'j ~!iJ'UH~• " ..

~1'Ufll'j!'1 t1'U~U~~fll'j-W\P1J'U1 ~'lftj;1~l1iAtllJ 'l ~n'U i~uri ~1'U1'U4h 1lJ~'l 'Ufll'j fllJ'jlJl9lflfl'U I9IfliJ•• . . "~ Q.I Q.I o=! <l::::l, & ~ 'jJ

l'I 'j fl 'j ~~lJfl11lJ ~11J1'jfI 'Ufl ~'V'l'Um1'U'VI!'V'llJ'U'U!lJ'U~'U

" "
fll'j1l'j~!iJ'UH~l1~ 4 ~1'U ~llJU'U1~~u~~11jf)n'Ufl~ BSe tj'il~lPi'fl~ii

"j 1 "'", 1 "'", "'", ", " ""?I"f111lJ!'lffllJ t1~~fl~f1~fl~f)'U U~~Hf) t1~!'U1f)lJ1~fJ'VIff'UU~~f)~t1'V11i'Ufl~fl~f1fl'j !1J'Uff'Utlf)m~•••••
~1t1f)n1l'j~!iJ'UH~fll'j1la1J~~1'U 'Ufl~fl~flfl'j 11~fl fll'j1l'j~!iJ'U O~f111lJbh!1'il'Ufl~fl'il fll'j

'" "j '" J'& ~ • 1 '" 'l '" '" &~1mfl'j fl~lJfl'Ufl~ Bse 'U'il~!lJ'Ufll'j'UtI1t1lJlJlJfl~'Ufl~fll'j1J'j~!lJ'U H~ l'If)11~'U11~f1'jfllJfI~lJfI~••
, , 'J/ I

fll'j fl 'il11b11flill 191flfl11lJ b11!1'il'Ufl~ fl ~fl fl'j 1J1f)v~;j'U fJ'U!1'J'Ufll 'j ~fl~ fI ~ fl~ nlJ ~ fll'V'll1U.u~'ll 'Un'U
"

Q.I ~ ~ 'Q.:::! & I?I ~ ~ .J
~m'IJ'U!'V'llJH~H~~!m ~'lf1~lJfll'j~~f1~ Benchmarking 11!lJ'U!f1'j fl~lJ fll'l 'U~

1'" "'" .,;.", ,,,, _I «\ •• 1'" _I" '"flltl ~fJ'VI1iff1~~'j~1'Ufll'j !'V'llJfff)fJf11'V'lU'U-:j'U'U'Ufl~1J'j~!'YlffCj1~'lf1fJ1J'j'IJ1JHfl~f1fl'jU~~ ~'j N· .
~ 1 ~,f Q.I 0 ~ Q,I , Q.I

!f1'jfl'U1fJ'Yl-:jfl~f1fl'jfllfl'j ~ H~~!flf)'lf'U fll'j 'Yl1Benchmarking 'ff11J1'jfI!'V'llJfff)fJf11'V'lfll'jH'U-:j'U'U

1M'n'IJfl-:jflm~1fJfll'j !11'1tI'IJ!l1t1'IJHi1~fiw ~ 'IJ~fin l'I~fll1j1la1J~-:j1'Un'IJfl-:jflm ~'U!~fl 1M'i~

l1j1la1J~~!1'J'U!i1ff (Best Practice) U~~U 1i 11111''IJ1I'j~~f)1911~'1M'm1J1~'fflJn'IJfl-:jflfl'j'U fl-:j~'U

"j '" &?I '" _Id '" '"!mfl-:jlJfl Benchmarking 'il-:j!1J'Ufll'jfl'Ul'I1 !!~~H~m1J~t1'U!'jfJ'U~Best Practice

'il1f)fl-:jflm~'Uf11fJ'1IPi'f)~fll~!1'J'U'ff1f)~1~fJiim1lJ~~~~'j~l'IUf) '1'Ufl11lJ'il~-:j~';h fl-:jflfl'j!'j1 i1ii~

!n-:ji 1I'Ylmt fl-:j iJ-:jiifl-:jflfl'j~iim1lJ'ff11J1'jfl1J1f)f)11!':i 1'1'U'lJN!t fl-:j fll'jftf)'lJ1'il1f)1I 'j~ 'ff'IJfll'jU! ~ 'j-:j•
"'..; '" 0.1 "'1"''1 'j/ ", '. I ", '" '1 '"'Ufl-:jHfl'UH~1'U11J11J'j~fJf)~'If l'Im1J1~'fflJf)'IJ!'j1 'il~'lf1t11J'j~l'IfJ~nm H~~fll'j~fl-:jH~~fl-:jflf) l'I•••••

'" ", ~ '" ", 9 • I'" • 1 "'1 "''''.% «\ ~ "j '" d lJ] "'",'UflfJ~-:j'U'IJ!lJ'U!'ff'U'Yl1-:j~~!'Ufll'j1J'j'IJ1J~-:jfl-:jflfl'j l'I~'U'U Cj1-:jBenchmarking !lJ'U!mfl-:jlJfl'Yl !~'j'IJ

· 9 '" '1"'''' . '" '1'" "j , "''' '" • lJ]'" '"f111lJ~'U!'il H~~'UtllJ 'lff)'Ufltl1-:jf)1N'U11-:j 'U'j~~'IJ'ff1f)~ !'Ufl-:j'il1f)H1'Ufll'j'V'l~'il'UH~111 !~~~'ilH••
Q.I _I 0' Q.I 0 ~ '1 'j) fI & Q,I ~

1~Q1J'j~~ -:jfl'YlNfll'j 'il~'VI1Benchmarking !'V'lfl l'I fl-:jflfl'j 'Yl'j1'IJfI-:jfff)t1f11'V'll'I 'j fl

1~f111lJ~11J1'jfI 'l 'Ufll'j'IJ~l'I1'j ~~fll'j~H,.r 'il~-:jfl-:jflfl'j 'ff11J1'jf1H~m1l~fJ'U Best Practice 'Ufl-:j
" , .

fl'j~'IJ1'Ufll'j 19I1-:j"1 n'IJfl-:jflfl'j 95'UU1D'U"1 !'~flU 11J111'j~fJf)I91'1'Ufin 1I1''IJ'1~n'IJfl-:jflfl'j 'Ufl-:j~'U!fl-:j•
!~fl!1'J'Ufll'j !~lJfff)fJfll'V'l '1'Ufll':iU .u-:j'll'U'1M'n'IJfl-:jflfl'j 27
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v
9.2 ~l'Ufll~fll'lJt'J'llt'JW.m'W

ISO 9000 tFlrlm~~~lPIii'W;{lU"~'IJ~f)nh.!IPI"l\P1'j~~'IJ 1"f) (global market)

'" .~v"v ""..;. ""v ""1Jfl111J'ill!lJ'WIPI'tl~ t'l1fl111J","'W I'll 1'W!'j'tl~'II'tl~ " fJWfll'V'l " (quality) 'II'tl~","'WfI1u"~'IJ'jm'j U"~

ilPU'W1!1j'W'tl~rl1.h ~f)'tl'IJff1'W '11d~'II 'tl~fl111J 1~!1.J~tJ'lJm 14 'tlflU ~ ~.u'Wm 'j 1,r!1j 'W~tJ'tl1J i''IJ 1'W.•.

1J11P1'jiTl'W~l'WflWfll'V'l'j~~'IJ hf)'iI~~'tl~ 1~i''IJ1.h~mfl'i1{J'u\Pl'.i ISO 9000 'il1f)'tl~rlmfh'l1'W\PI...
1J11P1'j!1'W1"f) (International Organization for Standardization) ~!ij'tl~ Geneva tJ'j~!'Vlfl'

"Switzerland 1JllP1'jiTl'W ISO i1 'iI~i1'tl!1j'WIPI'jltJ'j~YJ'lJi''IJtJ'j~n'W~l'WflWfll'V'ln'IJii'W;{lU''~'IJ~m'j...
'II'tl~'tl~rlm 'tl~rlm~'iI~1~i''IJ ISO 9000 'iI~~'tl~TIWl'W1!m~tJi''IJtJ1~m~'IJ1'WmHht'u'Wm'j19i1~ "l

~ <i ~ ~ 'j/ , ",I ~ 'j/

!'V'l'tl!'I1tf)\PIflWfll'V'llPll1J 1J1\P1'.iiTl'WISO U"~'iI~IPI'tl~Hl'Wm'jIPl'j1'i1","'tl'IJU"~lJ'j~!1J'W'il1f)H\PI'.i1'i1","'tl'IJ......
do 'j/ "1 'll] 'j/ 'j/ 1 d. o:::'.l. Q.I tI o:::'.l. , 31 6]

'il1f)fllrJ'W'tlf)'tlf)\PI1rJ ISO 9000 11J1\PI!'W'WUIPI!'V'lrJ~flWfll'V'l'll'tl~H"lPIflWcn u"~'IJ'jm'j UIPI!'W'WI'W•
tI ~ ,:: 'j/ 'jJ Q.I o:::'.l. Q.I d

fll'V'l'j11J'II'tl~'tl~flm'Yl~'j~'IJ'lJlN \PIl'WlflH","'jl~ fl11m'IJH\PI'lf'tl'IJ m~'IJ1'Wm'j U"~'Yl'j'V'lrJ1m'Yl'il~

ij 1~1 ~1 'Wm'jlJ~'I11'j ~l'WflWfll'V'l•
fll~fl1'Ut'J'llf.lW.m'W l~t1'al'll (Total Quality Management) m'j~l!ih,!f)1'.ilPll1J

.. "
U'W1fl 111J~\PI'II'tl~m 'j fl 1'IJfl1J fl Wfll'V'll \PIrJ'j 11J !11'Wm'j ~ 1!lJ'Wf) wvh U'Wm 'j fl 1'IJfl1JflW fll'V'lYJ1YJ~

q q q q

'tl~rlm !~'tl 1,r'V'l'Uf)~l'W'Ylm~~'IJ!fl\PIml1J Hf)TI'WU"~Hf)JJ\PI U"~!fl\PIm'jTIWl'WltJi''IJtJH
q q,J cu q

TIWl'WlffU'W 1fl111J~\PI'II'tl~f)1'jfl1'IJfl1JflWfll'V'll\P1rJ'j11J ul9il~~ '1~i''IJf)1'j rJ'tl1Ji''IJn'W mh~f)~1~'1111~.....
~ ,d .& Q.I ~ ,

fl'tl U'W1'YlN~fJWfll'V'l'll'tl~!\PI1J1J~ (Demming's path to quality) 9f~!","'W'tl11"f)f)1'j'V'l'W~1'W11 Uqj111

"~ 1'WfJWfll'V'l m 'iIij ","1!'I119J'il1f) 'tl~ fl'tJ 'j ~f)'tl'IJ 'II'tl~m ~ 'IJ1'Wf) n H~IPI!m~tJ U1J~f) n YJ~'il1f)'V'l11f) ~1'W

..!t ~ Q,I ~ .o=::t. QJ 'jJ ~ ,:::::::t, Q,I d QJ 9 3/d

U"~'I1'j'tl !fl'j'tl~'iIm 'I1'j'tl","lmlPlm'iltf)\PI'il1f)1PI1'j~'IJ'lJm~ tlluUl'l11!f)\PI'il1f)'V'l'Wml'Wf)fl1'j'il\PI 1'I11J. "
f11'jf1f1J'n'tl'IJ'j1J 1mj '111'tl~\PI!tJ~rJ'Wfl'WU'Yl'Wti'l!fl\PI 'illmfl~ 'tl~~m fifl1'j ijf)1'jtJ i''IJul9i~ '111'tl

!tJ~rJ'W!fl~ 'tl~~m 1mj ul9iti'lUqj'l11!fl\PI'il1f)19i1'j~'IJ'lJfi1:Wfl1'j lrJ'Wfl111JH\PI'V'li:l1\P11,r'V'l11ml'W!~'tl 1,r
" .

!fl\PIfl111J!fl~ rJ\PI~'Wul9im'j Yllf)1'j l!fl'jl~M !m~tJi''IJuf{'j~lJ'lJn'W 1'I1:W.u'tlU'W~111'11'tl~!\PI1JiJ~","l1J1Hl

"","nn~!1J'W 14 111.u'tl ~~i1•
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ofi'emu:ah 14 ofi'6'U6~!~'lJri~(Demming's 14 points to quality)
fj}' ~ 9 jI t .d 'jJ Q.I Q,I

1. 'ff':iVl 'il~lI.:j'HlJ1tJ'lJfl.:jfl.:jflm t 'H1I.:j'Ylm':i'ff':i1.:j'U1~m':i1l UCl~'il~'ff':i':i•••
'Yli'VW1m!~ flfll':i 1tij'mtCl~~~'U1 t~ flfl1':i fffl'l:l1 t~ flfll':i 1J1H i' fl'I:l1tfl ~fl.:jtij'm mJm w UCl~t~ fl••
m~'U1'Um':iH~~'lmJ "1

2. {~tJ'U~t~tJ1f1'U1H'lfUJ1'IJfl.:jm':itij'~m':iflwm'Wu'U 1'l mJt~flfll':i1Ji''U1h .:j'j~'U'U
q, u q q

"'Ylm~'U'U'lJfl.:jfl~f1m.
3. 'l ~'ff()~h~flfll':im'UfJlIm ~'U1'Um':i H~~ ttCl~1Jfi1J'~mm 'Yl'U~f11':i'l ~~1tCl'IJ

.:j'U1J':i~1I1W'Yl1.:jf11':it~ 'Ufl£i1.:jt~tJ1
• v

4. 'l ~'ff()~t'~flm':ifl1'UfllIm':i tij'~9ffl l~tJv~'H ~f1m':ifj N''IJ1tJU fltJ':i1tJ. '"
5. 'l~1~m':im.:j'ff()~t~m~'U'H11h1!'H1

6. tij'~'lM'fjf11':i1Jf1fl'U'JlI'l'U.:j1'U(on-the-job) U'U'U'ffiTtJ'lmj l~mu'Uf11':iffmJ1

t~flm':i~~'U 1UCl~1Ji''U1J':i.:j~'Um.:j•

')J

UHm~~'U•

o ~I d
m':i'YlN1'Utu'U 'Ylll

10. 'lJtij'~m':i*~dhl1lJ1m95.:j~1tCl'IJUCl~ft1'IJ1ty~1.:j "1 U~11'UlJ1tU'U1~
•• v

d 3Jd Q./ rp ~d ~ ..•.I Q,I ~ I 9 3Id &

m':it':i tJ'U':itf1tJ1f1'Um~'U1'Um':i UCl~f1'U'H1Tlim':i t'Wflm':iu':i'Uu':i.:j tl1~'IJ'U'" .

_IV _I ' , .,j _I'" _I ' , .,j ~
fl1'hJ":i'U'Ul~6UHYl6!U6~ (Continuous improvement) m':iu':i'Uu~.:jfltJ1.:j~m'Ufl.:jtlJ'U

f11111'WtJ1tJ111'IJfl.:jfl.:jrlm~'il~i' mJ1f111111I{t1J~tJ'U'l 'Ut95.:jfJwm'WH l~tJlI fl.:j1111~f11':i'l mJ "1 ~.:j 'il~
'I I V ,

thrVillt.,r1lJ1 'l ~r~fl1Ji'lJ1J ~.:jHClf11':i1Jfi1J'~m':il1t~'Ufl~'l 'Uti 'il~1J''U'lM'~~'U11Jt~fltJ "1 'l 'Uf11111

'WtJ1tJ1l1fi'.:jf1ri11fjm111~lt~'Ul{fl.:j'¥i1m'U~f1'Ut'YlfliJfI " benchmarking" 1{1tJ 'l 'Ut'YlfllJfI

~ fI d Q.I 'jJ 1 Q.I cI d.c:t Q ~ e::id

benchmarking 'Ufl.:jflm'il~t1J':i tJ'U~1m.:j'l'U~1'U~1.:j "1 f1'Ufl.:jflm'Ylll1J':i~'ff'YlTim'W~'Yl~~ 'l 'U

~~'ff1l1mdllt~tJ1f1'U l1~fl 'l 'U~f1'ff111mdll~'U "1 U1:1~'l.ut~'UU'U1'YlN 'l'Umd1Ji''U1J~ .:Jm~'U1'U
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fll'H~~\9I u,,~tlij,j~fll'j'UeFl\9l'UW~ eJdN' 'jf\~ 'H1f)m'U1n~tlij,j~fll'j~~fl'UgW:nlln(1lh '~~f)'h

d A jJ ~ 0 11191 ;: ....IQ.l 1 l.di ~ "l91
f)eJ11l'Vl1l1'jtu11'\1fl'UeJ'Ul11U'I'l'Ut\9l (outsourcing) 'UeJf)1l1f)'Ufll'j1J'j1JtI~ ~eJtl1~\9IeJt'UeJ~ll~tf)\9l~.mt\9l

rJ~ijwnll ~lL rJ'U191'eJ~1<Nu'U1fi \9l'UeJ~f)~ llWJ1JfJllfJ tufll'Vl (QCC) LfteJtU'Ufll'jij ri1'U ~111'UeJ~m:rf)~1'U

fl11J~' tI~1t1 fll'jfl11Jflllfltufll'Vl~~f)ci11 ~eJf)cill'UeJ~'Vl,:rm1'U1'U'j~~mh~ "l1\9ltl..t1' tlf)cill"~
IV q q q q

tI'j~ll1tu'~Lfl'U 10 fl'U ~~1l~'lh~'lilln'ULrJ'UtI'j~~lLfteJ(1f)n'Ul'Uut1!'\11fll'jtlij,j~fll'j¥h~ "l u,,~

U'U111l~~Lit 'U~111n'U11 fl 1'j fl1Li1'Ufll'j LfteJfll'j tI i' 1JtI'j ~w?{''UU'U1fi\9l'UeJ~f)cill fl 11Jflllfl tufll'Vl
q II q II

LfteJfll'jtli'1JtI'j ~eld1~l9ieJt,ieJ~iJtlll 1<Nn'Ull1f)1'Ufll'j ~\9lfll'j'Uel~&tJ'U
• u •

fl1'1~el'lJr1J'1~1J1J(reengineering) f) n tI i' 1JtI~~fJtufll'Vl ~ ~f)ci ldU ft 1\91111ill

L'ff'UeJ1\9ltIL\9l11ri~'\1~elill fll'j tli'1JtI H eJdNI9i eJt,iel~\9I111ill 'Uel~&tJ 'U LfJ'Ufll'jtli'1J tI H U1J1J~ elt1LfJ'U
II u q q

" " di
~eltl' tlVi"~'Il'UVi"~\9IeJ'U ul9ifll'j~ eltli'1J'j ~1J1J9f~'I11L'ff'Uell\9ltl Michael Hammer LfJ'Ufll'jtli'1JtI H•

" " .
fltufll'VlU1J1Jl1~'j~1J1J1'Ufli' ~L~t11UelllLllel{ (Hammer) L'ff'Uwh fll'j ll~ijfll'jtli'1JtlHViLit'Ur·.m•• . "
1l~l91'el~eJelf)1l11l1f)f)fJtf)tucnLm~'ffllll~!1'ULn1 "l Vift1'ffJJtI U"~Y\lfll'j~\9l1'\1~11~'j~1J1J U,,~

'Y.!f)f)'j~1J1'Ufll'j (li'Uitl t111~'U~n2545: 81 - 82)

fl1111'ff11l1'j(11'Ufll'jU,j~'Il'U'Uel~1J~1J'I'l19i1~"l 'l'UUll~,j'U 1~~~'Vl1L'I'lfll'U 1,,~

1 ~I OJ OJ ",.d, '" 1 1 "'9 ' 9 319 '" ~I\9ltIL'i!'Vl1~IT L1J'Uel'U\9l1JU'jf)L'Vl'j1~llfl1111L'I1m1fll'jllL'I'lfl 'U "t1 tl111"l I'll l'UeJ~flf)'jll~L1J'U

f)1'j L~1l:U\9lfl1111'ff1111'j(11'Uf)1'j LL,j~'Il'U lML'\1i1eJ~LL,j~'Il'UI~~1t1f)11 L'If'U
OJ

., '" 31 c:lt 31
James Martin (1996) f)m111 " f)"~'I'lli \9l1'UIT 1l~L1J'Ufll'j'ff'j1~fl1111'ff11l1Hl

~l\9l\9lL~'UlMn1Jel~rlf)'j~ ll~'Il1JLfl~el'Uel~rlf)'j ItI'~ 'j1\9lL~1 U"~~f)11~U,j~" 28
OJ

" fI cL~:!~ 1 3J~
Peter Weill ( 1998) f)m111 " eJ~flf)'j'l'lll'Vl'U~l'U'I'lN IT 1l1f)m11l~'ff11l1'jm'U1(1~

\9I"1\9l1~L~1f)11 U"~'ff11l1'j(1'U1t1iY'U1'i'11~1l1f)f)11 1\9ltIL'i!'Vl1~iY'Ul'i'w111'\1~" 29

'I111'Vl'jfl{Vi~\PJnr f)cild11 " m.htlli 'jflllll~~el~tI'j~L1J'Ufl1111~el~fll'j'Uel~\9I'ULel~neJ'U
• OJ •. "

U"~~el~JJ'U 11l11'ff11l1'j(1~\PJJ'U1fl1111'ff11l1'j (11'Ufll'j 1<NL'I'lfll'U1,,~,:r'U l~eJd1~ijtl'j~ iY'I'lll j:•.m fl'U 1l~

nellMLfl\9lfl 1111'ff11l1'j(1l1l~fll'j u'Ii~'Il'U fll'j 1Mm111fNf)eJ1J'j II Lm~fll'j L\9I1t111fll'j ¥iel
OJ

fll'jLtI~t1'UutI"~LfJ'UE~~lLrJ'Umh~t~~n1Jfll'jLtI~t1'UL'I'lfll'U 1,,~ "('I111'Vl'j fl{Vi~\PJJU 2544: 86)
OJ • OJ
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••.
11. fll'j1J'mn

fll'j H~\9lU"::;fl U 11~fl U!~ 'U-:Jl'U -ua,j~ flU ~-:J~fI lllJ {hfi t1!~Bfl U ~ 1l'W'U~ 'j flll! ~ 'U

mh-:Jlllfllnfl~fll'j ~fI fll'j 'j ::;1111fll'j H~\9l!m::;fll'j 11~flU~~ ~-U'j::;ff'Yl~ flll't 11::;vh i,r fllnhn'U i 'U

. "
'I1lhv·n'UB'U '1 !'If'U flU\9lmfl U"::;fll'j!~'U !~'U~'U ~fllllJflriB-:J~l U"::;-Ua,j~-:Jl'U~lV~'U ~

m ,r!!'Ulftfl i 'Ufll'j ~\PIfll'jfll'j H~\9l!m::;fll'j1l~ flU !~ Bi,r B-:Jrlm !fl\PIfllllJ'ffllll'j(l i 'Ufll'j!!<U-:J'Il'U...

IIJ v • 'I 'I & , "Michael E. Porter !\PIflml!'U Competitive Strategy !\PIm::;'4(l-:J!!fl'UU'I1-:Jfl"~'Yl1i3

_I 'I "v ='1 OJ" v 1 IIJ_I •• ..;
lJ'j::;!fl'Yl !flVfl"~'Yl1ifll'j 'ff':il-:JfllllJ!lJ'UlBfl"fl1JW U"::;'ff':i 1-:JmllJU\9lfl\9l1-:J!lJ 1l1flIJU'IJ-:J'jltlB'U '1
'I v o$t" .,k 'I v 1 OJ

!'U'fflV\9l1'IJB-:J"flfll (differentiation) !1I'Ufl"V'Yl1i'l1'U -:Jt 'Ufll':i 'ff'j NfllllJ'ffllJl'j(l'Yl Nfll':i U'IJ-:J'IJ'U....
fll'j 'ff1 NfllllJ l\P1\P1!~'U'11~BfllllJ!~'U!tlfl'tlfl1JWi 'UH~\9l.tiW~ '11~tl1I ~ fll':i 'lJtI-:J\9l'UtllllVh 1~

'I1mV':i-U!!1I1I tllVi...

fllllJ 1\PI\PI!~'U'I1~tlltlfl'tlfl1JW~!!'ff\PI-:J~-:JmllJ!1J'U!~ff'Yll-:J! 'Ylfll 'U1"r1
fI 1 llJ 1\PI\PI!~ 'U'11~B!Bfl 'tlfl1JW~!! 'ff\PI-:J~ -:JfllllJ! 1J'U!~ ff'Yll-:JfI Wflll't•
fllllJ l\P1\P1!~'U'11~tlltlfl'tlfl1J W~u 'ff\PI-:J~-:JmllJ!1J'U!~ff'Yll-:J'11"1 fl '11mv

fllllJ l\P1\P1!~'U'I1~tI!Bfl'tlfl1JW ~!!'ff\PI-:J~-:JmllJ!1J'UN\11i 'Ufll'j !'ff'UtlN~\9l.tiW ~...

'I '''l OJ "d & o$t v c:l '_I 'I "
fllllJ !\PI\PI!\PI'U'I1'j tllBfl"fl1JW 'YlU'ff\PI-:JmmllJ!1J'UH!'I1'UUfllJ'j::; !V'lf'U 'IJB-:J...

N'1Inflfl ('fflJ~\PI 'ill\9lff1yh1'mr, 'ff'1irv ~Bff~'ff'IJ U,,::; B\9l\9llJ 'ffll'U1V'U 2545: 144 - 145)cu q q q q

~1Wl ~-:Jll't~~l'j'jW 1~i,ru'Ul~\PI H·;h fll'j~\PIfll'jfll'jN~\9l !!"::;-Ua,j~flU !1J'U

'11U'l~mi -:J~ fflfi rumh -:Jt-:J'IJtI -:Jfll 'j ~ l!'U'U 1i'j fl 'il !rlB-:J'illfl! ~'U '11U'l~!~ Vltl1lfll'j 'ff11-:Jff'Ufi'lU"::;
u •

1I~fll'j!~B\9ltl1l 'ff'UtI-:JfllllJ~B-:JflU'lJB-:J"mi'l !!"::;~N"~tlmllJ'ffllll'j(l i 'Ufll'j U<U-:J'Il'U'lJtI-:J1i'jfl'il....
\9l"tlfI'il'UfllllJ'ffllll'j(l i 'Uflwvhih h flU ~\PIfllmU H~\9lu,,::;-ual1~fll'j 1l::;!~'UfllHl1'l1U' l~

~1'U flU BtlflU1I1I fll'jlN!!H'U U"::;flUm1lfllJ!~tI i,r fll'jH~\9l!1J'U 1-UB~l-:JiJ-U'j::;ff'Yl~flll't•
'jJ ~ e::t Q.I dll] 'jJ.e:. 9J 0::::. dod ao d'jJ ,
\9l'U'Yl'U\9l1'lJW::;!\PIVlfl'Ufl !\PI'ff'UfIl !!"::;1ImU'YllJflWflll't\9l1lJ-U'jlllW'Yl\9lB-:Jfll'j !!"::;'ff -:JlJB1I••

~ ~ ~ .c':lle::td 0 G) 3JlfJ 'jJ~ 'j) ~ de::! 'jJ ~
\9l':i-:Jnm flU!l'tlJN"H"\9l!lJ'Ul1i'Yl'il::;'Yll m !\PI'ff'UfIl !m::;1ImU'YllJflWflll't'ff-:J \9l'U'Yl'U\9l1U,,::;.....

(~1Wl ~-:Jll't~~lnw 2546: 14-2, 14-3)
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'lfll'Vl';i f1{.wTIwn1 flci11i1~ tl1nh!'Y1f11'W 1('1Vll1Glh(Ji'WflnH~\9Ilm:::fl1';i'1J1fln i~'.h...
IVlfll'W l('1v Vli''Vl(JlmflnH~\9Ilm:::'W l(J1J1(Jtl1';i1Jii1J~tl1';ilrlfl'\1'il1t1~';if1'il'il:::~fl~flflflll'lJ'1J '\1~fl

1Ji''lJ1J';i ~ll'lJ'lJfll';i H~\9Ill('1:::';i:::'lJ'lJtl1HhI'U 'W~1'W'\1'l11t1li';if1'il 'il:::~fl~l~flfll1itl1nh~l'W 1m:::••
•• '" ~ oJ '" ~ '" ,.,. d'" ..".." ~ ••• ..".:, ••• ,.,. d

fl1JmuAVli'lf C}f~'il:::lfltl1'lJfl~fl'lJIVlfl A'WA('1(J'VI'il:::H('1\91'CY'WfIl'\1';ifl'lJ';itl1';i'W'Wlfl~ fll';imflfllVlfll'W 1('1t1•
~ i1Jl'\1ll1:::'CYll '\1~fltl1';i i1J'CYlll1';itl~f1tl1';ifi'lJIVlfll 'Wl('1v i~fl~l~l'\1ll1:::'CYll 'il:::l1j'W11ru'\11~~hflruAfl

u u

fln~hl'u'Wli';if1'il i 'WVlHtl1';i\9lmf1'il:::flci 11 i~'.h ~~ijfl1111fif1'CYfl~'CYnft~1'WI'VIflijfl '\1~fl...
,. ,. d '" ~ ~'" "1 ~ " oJ .1"1 ~ I ,.,. d ~ 'I ~ .."

IVlfll'W 1('1t111fl'il:::I1J'WHVI'CYlllntllf1'CY1'Wll'lJ~\9Imf1'CY~C}f~'CY';ilJ1f111IVlfll'W 1('1t1'CYlll1';itl'CY';il~mlflf1.....
f11111i~l1n tI'lJ i 'Wtl1';i!l,j~,j''Wff1'\1i''lJ'lJ111Vl~ ~f1flnfi'lJIVlfll 'Wl('1v i~~

rI.t:::!j, Q.J rI

('i.!1l'Vl';i fJ';i'Vl'VlWl'W2544: 84)
., .

~~ir'W~~flci11 i~i1 f1'ilfln '1iI'Vltl~llA'il:::~fl~H~\9IiY'Wfi/11V'lmll '1J~l'\1'l11tlil1"~
.,

I'vhir'W !lA'il:::~fl~l11 i l1'1f1f1H('1fll h!lrifl~flm~1t11f1t1tl1';i H~\9IiY'Wfi'111('1:::i l1''lJ1tl1';i i~i'W1J11l1W

~1.yjtl~'Vlfl i 'Wl1m~~ fl~tl1';i!l 'lJ'lJ'Vlfl~ i 'W';ilfll~l'\1ll1:::'CYll 'il1fl~'W VI'W~l'\1ll1:::'CYll !l('1:::ijflwm'Vl~ i~..
d.o & oG)31 rI .<:::to IQ,I 0 rI 6131

ll1\91';i!1'W \91111VItl1'\1 'Wf1 'il~'il:::'YI11'\1fl~f1m Iflf1f11111'CY11l1';ifJVlNtl1';i 11'lJ~'lJ'W!l('1:::'W1'Vl1fl~f1m m

fl~';iflf1 i'Wli';if1'il'~
OJ •

12. f)ljV!tllVi

tl1';i ~f1tl1';i ~1'W tl1';i\9l('11f111J'W11'il~tI'\1rt~~ri ~H('1Atlm1ll'CYlllnfJ'lJfl~tl~ftm

ir fll'll'ltl1';i '\1mmil'W i ~ f1ci11i1~f11111 fflflru'lJ fl~ tl1 ';i\91m f1 !l ('1:::fl ('1tI'YI11fl n \91mf1 mYi
u •

Philip Kotler flB1111" tl1';i\9lmf1'il:::I1J'W111i'il~ff1flty~'il:::l11il1''lJ111Vl'CY1llnfJ

1Ji'm11 i 'W'CYm'Vl1l1f1~flll~I1J~tI'W1l1J('1~ i 1J \9I('1flf1'ilw1J'W 11'il~£J'Illm11l'CY11lntl i'W flnl11fl1l ';i'lJtl~
, j/ , ,

'lJ111Vli 'W'¥i'CYf1\9Imf1ir 'Wfl1~~I1J~tI'W!l1J('1~ l1Jfl~1~';i1f11~ 1 'lJfl'lJI'lJ\9I'lJtl~fl\9l'CY1'\1m ';illl1J~tI'Wll1J ('1~..
, 1J'il'Wl1iij'lJfl'lJI'lJ\9I~if11 'il'Wi 'W11'il'il1J''W'lJ111Vli 'W11'il'il1J'W~~ ~111J'W~tl~ijfl~~,j'flll('1ff11~ 'il';i1J~

q q qJ qJ

l~fl()fll~l~tl1fi'lJ('1flri1 fi!l,j~,j''W ~~f1 ~1'\1'l11tlll('1:::iY'Wri1 'lJ111Vl'\1mtllll1~l~ll\9l';i :::'\1ir fl i 'Wfl1flci11
•• OJ ••

Ii).c::! ..• 1 rI..:::! rI Q.I rI oJ d ~ .<:::t, 3J Q.I C:!, <j/ ~ C\

l'Wtlf1\91'lJfl~lJ';ill1'ilntliJl\9lfl';i f1';ifllfltl';i C}f~1';i1l11J'W'ilHll('11i'W11'il'il'lJ'WVl11"('1flfll f1flli';ifl'il "
q OJ •

(C . h B· ) (1· ~ .;/ 'I ..;.." •• ~.." )ustomer IS t e usmess" Phi IP Kotler, m~m 1'W'll''W'il\9l\91ll'il~I'il'Wfl'il 2544: 5

~.::::t. Q.I I I rI d. 31 3J d.
1Wl'll'1\91 'CY'WVI';i'CYlltI f1m111 " fl('1t1V1litl1 ';i\91mf1 VII'W'W\91tl'lJ'CY'Wtl~f11111\91fl~ f1n VI
• q q

, fj), 0 e1 t::! 1 rI I Q.I Q.I rI 1.<:::),

ll\9lfl\9l1~'lJfl~('1flfl1ll\91 ('1:::f1'W'il1'W1'Wll1fl'W l';itlfl11 flMVllitl1';i\9l('11f111~m1ll'CYll'Vl'W li ';i:::'\11Hfl'iltl1';i
•• q q

JI I .:A 1" Q.I rid 0 Q.I ~ Q.I .cI 31 .d ~ ~ GJ
~ flfll 1m::: '\1'W1t1~1'Wfl'W "l If1tlH ('1('1'VlliVI'CY1fltyflfl m1llfl flf1 'lJfl ~ 'J flfllVllflf1 111flfl 1 11l'Vl~'Vlfll 11'lJfl ~
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91 f1' e! 'jJ Q.1 'Q.I t.q "1 'jJ. 'j/ ~
"fIfll flmJ'I'l1ifll'H'm1~'U ff1lJ1'Jtlff'n~ft'flVfl1'VrYl1~fll'Ht'IJ~'IJ'UUflmlfl1'J t~ l~V~l'Ufll'J h11J'Jfl1'J•••
~U\91f1~l~U,,~tl'I'Wf)~U~~'Ii'U t'I'lfll'U l"tj~l'Uflf)tJ'yht\91f){ U"~fl1'J~f)ff1'J~ihhdY'l'lnfll'1'4••

.-!I' d 3J~ oClt. oClt. QI

'I'l1~tfl'Jf)'lJ1Vfl11tJt'J1tm~fl1'Jt'IJ1t1~fl1'J\91m~" q\PJJ'lf1\91"!'U'I'l'JfftJV 2546: 13-15)

o d Q.I V lI!9..::to 1 "I

fl11tJff1t'J'il'IJf)~fl1HI~fl1'J~1'Ufl1'J\91m~ flf) fl1'Jt\911J\91'IJf)~Vf)~'lJ1Vl1'Jf)
" ..

'(h'Umj~\91m~ fl ~'l1'U fl1'J1J~l11'Jfl1'J\91m~.yj1J'J~ff1Jfl11tJd1t~'il~f)~iifl" VYl1l~1'U fl1 'J\91m~.yj~•
fll'J'l~tfl~f)~ijf)fl1'J\91m~~d1'fitIJ 41J'J~fl1'J t~Vfll1 4 p's 1J'J~flf)1J~1V1) ~il\91fiillct1(Product)

"
Q.I 0 , , Cl. .&

2) 'J1fll (Price) 3) fl1'J'il~'il1l1'U1V(Place) tt"~ 4) fl1'Jff~tff'JtJfl1'J\91m~ (Promotion) 9f~

_I .<::::to Cl. <C:l. "'j/ Q,J I 'j/ ~

lJ'J~ffYl1ifll'l'4fl1'J\91m~tfl~ 'il1f1fl1'j11~fI"VYl1ifl1'j \91m~~l'U 4 p's ~~flm1 tm~\91f)~tJfl1'j11~U~'U.
dt 6i Q.I tI tI rjJ Q.I ~ I d .o:::s

t'l'4f)\91f)1Jff'Uf)~fl11tJ'I'4~'I'4f)'1'il'IJf)~1Jflfl" U"~1J'j'j "1\91t11J'j~ff~fl'IJf)~f)~flfI'J~1V ~~'U'Uflf)'U Yl'il~tJ•••
& 'j/ ~ 'j/ 'jJ 0 oClt. tI _91 'jJ Q.I

fl1'j11~U~'U 4 p's 'il~\91f)~t'jtJ\91'U~1Vfl1'jfl1l1'U~tm~1tml~l1\91m~tlJll1lJ1VU"1'1'4\PJJ'U1U~'Ufl1'j

,.; 9 3J _~ '" _ I 0' 0' "I 9 3J
\91m~t'l'4f)t l1\91m~tlJ1l1lJ1V1J'J'j"1\91t1lJ'j~ff ~fl'IJf)~f)~flfI'J U"~ ff'Uf)~fl11tJ'I'4~'I'4f)t 'il'IJf)~"flfll....

3J ~ '" I _I 3J 0 ~ 3J 3J
4 ~1'U 9f~ Robert Lauterbom t'JVfI11 4 C's lJ'j~flf)1J~1V mltJ'il1!1J'U U"~fl11tJ\91f)~fIl'j'IJtl~"flfll••

'jJ 'j/ 'j/ Cl. ,dt Q.I r;J 1 'j/ Cl. 'j/ Cl. tI
\91'UYlU'lJtl~"flfll fl11tJff~~1f1'IJtl~ "flfll UiJ~fl1'j\91~\91tl fftlffl'J fI1H'lfIfll ~V~1J'jl11'j \91tl~1tfl'j 1~l1

q cu cu cu cu

3 C ~dl'fitIJ l~uri ~u'li~ iJflfll UiJ~ltml~11'19l1ttl~ ttiJ~l9i'tl~iifl1'jyh STP l~uri fl1mU~" ....
-ff1U \91m~fll'Jflll1 'U~\91m~t1l1l1lJ1V UiJ~fl1'jflll1U~l9llU l1U~Yll.:jfl1'j \91m~tv1ml1fl1'j 11.:jU~U

fliJVYl1lYll.:jfl1'j\91m~~~iilh ~ffYln flll"l ~.:j'ildh '1r1tl.:jflfI'Jtn~mltJ ff1lJ1'j t1Yll.:jfl1'ju~.:j'liu UiJ~•
l~h11J-fffl11tJl~t'lJ~V1JYll.:jfl1m'li.:j'li'U~tl 11J••

"1~v'il~'lJtlm;'1i).:jt.yjv.:jlJl.:jyhU fl.:jU

\91'J1ffUfll (Brand )1JYlfl11tJ'l'UU\91'Jff1'jmba Q1J1Jt~tlUiU11fltJ 20021~flci11i).:j

fhti~'lJtl.:j Stephen King ~flci11i).:jfl11tJU\91f1~1.:j'j~l111.:jff'Uflln1J\91'j1ff'UfllHl1 " ffUflll1lJ1Vi).:j
I I iI I

ff.:j.yj~flfl19'1tlffUfl1ff1lJ1'jtliJtlm~vunu i~\91'j1iY'Ufl1(Branding) t~Uff .:jml"l1~19l1iJtlm~V'U

Q.I "I Ill] 'j/ oClt. <jI I 'jJ Q.I "I 'j/, d oClt. 9J d ....1 0 d ,
flU ttJ t~ ffUfllffllJ1'Jtltfl1mfftJV t~tlVNnCPm1 \91'j1ffUfllYllJ'j~ff1JmltJffln'il'il~fl.:jtlV ..
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I ~wi I

'IJ'Ylfl111Hl1fl Bonner Consultants Inc. flm1 11 'U www.bonnerconsultants.com11

fll'j~IPJI'U 11'1'j1~11'flmh:jij1.h di'Yl nf'm tlCl~fll'j ~ 1LU 'Ufll 'j 1'I1lJ1 fI 'j.:Jfll'j Cl'~1.:J1'1'j 1~11'fl fl~VJ

~ 0 ~ 't iw ~ l.k .,j o<!/ W I i w~ w.,
tlJ'U J:.IClCl'lL 'j ~ t I'ItJ ']j'LlJ'U Cl'1'U'\1'U.:J't/fl.:JtlJ:.l'Ufll 'j Cl'flCl'1'jf,H Clflfll ~~']j'1tJ '\1 t1'1'j'IJ J:.IClI'Ifl 'IJtl'Yl'U••

QI Q,I -=:), Q,I 1lIJ j/' , 31
1'1Clfll'l 'j~ tJ~1Q ~ fl'j 't/fl.:JJ:.IClI'I.flWCVI t1'1fltJHtl'U 'Ufl'U

d d9ldd d ij/'b)~
fll'jlJl'I'j1tJ'\1 fl'Yltl't/.:JtlHfl1'jlJtl'U1'Yll.:J 'U't/fll'l fl nl'U

1. Cl'l1J1'jtl~fl.fl1~"fllJw"'~m .:J~l'IiI'lL 'iI'Ui 'U11'UVi~Ll1'U tlCl~'lf1tJCl'~1.:Jfll'j tJfllJi''IJ i 'U
q

1'1'j 1~11'mrl m 1Cl1f'h'U hI
2. Cl'~1.:Jfl11lJt~fliltl tlCl~fI11lJL~mt'U 1~

W i3ld 0 ~ ~ d.
3. Cl'~'Yltl'U '\1m'Utl'U1'Yll.:Jfll'jl'llL'U'U1i'jfl'il tlCl~fI11lJL']j'tJ1']j'1f.lJ

q u

"
4. Cl'~1.:Ji M!fll'lfl11lJ 1~!1J1tJ'IJ tlCl~ijJ:.lClfl'j~'Yl'IJtl~HCl' .:Jl9lflfll'jl'1l'1ff'U i 'ilc);fl tlCl~fll'j••

dw.J?ld., o<!/'t w ~ ~ w.,
1'1'j 1tJ'\1tlctf.:JLu 'U'YltJtlm 'IJ tlCl~ 'j ~ Clfl t I'ItJClflfll 'iI~L lJ'U m I'I!lJ 'UJ:.IClCl'tll'lfl Cltl.:Jfl 'IJ

•• q

" .
J:.IClfll'j~ lLU 'Ufll'j 1'1.:J'I1'Unfl'U fll'j Cl'~HI'I 'j1VMtl 'iI~~tl\lijfll'j111fll'j 1:OtJ tlCl~111f111lJ!<U1 i 'iIi 'U

oo<::::l, ~ Q,I j/Q,lQJtf

J:.IClfll'jl'llL'U'Ufll'j'IJ'jm'j'ill'lfll'jClflfllCl'lJ~'U1i (Customer Relationship Management: CRM)••

fll'j'IJ~m'j \ll'UClflfll~lJ~'Uti CRM iltl 1$l11!~'U!f1~tl\lUtl~~ri1'\1i''IJfll'j\9lm\9l••
,. ~ I

Vi'iI~Cl'~l\1f111mJ'j ~Yf'IJi'iI tlCl~LVilJfl11mlfl~i 'U\9l'j1ff'Ufl1 tlCl~Cl'~ l\l1:llJTI'U 1i.fl1~n'IJClflfll l1\1Vi!~'U••
\9lm\9l1i'jfl'il!~tJ1n'UUCl~Clflfl1i'U\9lm\9l~'IJn.flfl$l1tJ1J'j~ lfJ']j'u '\1~flflWft1't/fl\l CRM ~ij1J1flfl11

q 'U qj q. "
fll'ji' fllJ1Clflfl1il'il'ilu'U 1i'jfl'il fJ\ICl'11J1'jmh CRM 1J1i ,*L'Wfl~\lClflfllLnl i Mfl "'IJ1J1c);tl ff'U fi'1 '\1~ flqj q q qj

'IJ~fll'j 'il1fl'IJ~rJ'Yl 1~~fl \9lClfl\9l'il'Ui ,*L~'UflM'Y11ii'Ufll'jmClflfll imj~1fJ J:.ICl'illflfl'ilfl'j'jlJi'U
q ••

fll'j Cl'~l\1~lJTI'Uil'1\1flri11 ~\I'I1 'IJL~'Ufll'jCl'~l\1f111lJ 1~!1J1 fJ'IJ'Yll\lfll'j u'li\l.u'U~ijtl~i 'Uil 'iI'ilU'U 32
•• q

o , w w .k w., d ~w I ~wi i
fIlflm1't/H\9l'Uctf\lCl'fll'lflCltl\lfl'IJ'Yl Philip Kotler t\9lflm111 'Ufll'j1J1'IJ'j'jfJlfJ 'U

!Ufl\l1'YlfJ Lrlfl1'U~ 19 \9lmfllJ 254411 #\I~tl\lflfl'j'il~~tl\l~IPJI'UlLvifliMCl'fl\9lfl~fl\ln'IJfJfI~~\9lflCl
. q q

d.ol!l. a Q,I Q,I Q,I o'Q,I j/ Q,I ~ o<::::l,,. j/ j/ Q,I

flfltl" !'jtl\lfll'j~l'Ifll'jfl11lJCl'lJ~'U1ifl'IJClflfll UCl~~'U1ilJ\9l'j1i'jfl'il t\9lfJ'iI~\9ltl.:JCl''j1\1'jfllJ1 UCl~
•• q

., iWe._1 't 0' <!I ,do .,., 0'., I iW~wW .,j .,
~1PJI'U1 mfll'lu'j~ tfJ']j''U '\1'jfllJClfll!~lJ'il1flfl11lJCl'lJ~'U1i\9l\lflm1 '\1 11'l\9l1fJUCl~LlJflJ:.lCl'lJfl'IJ••

W o'd W ~ d 0 iW e. ~ W.l'S:! i I ., 't ~'o ~ W ~_I 0

fll'jCl''j1\1tl'IJ'j'U\9l'YlL't/lJU't/\lfl~~'Yll '\11i'ifl'il II'lLU'jtJ'IJ 'Ufll'jtl't/\I't/'U l\9lfJ IlJ'il1LlJ'U\9lfl.:J lu'YllCl'\lm1lJ
q., '"

'j1f1l "(\9l'UtJ L'YlfJ'U'Vj1PJl2546: 158-159 )

.,~ i ,d£'!t I a 'jJ ", 'jJ

I'I\I'U'U fll'j\9lml'lfJfI '\1lJ flflfl fll'j!Cl''UflflWfIlL~flfl11lJ~fli'il't/tl\lClflfll fl\lflfl'j\9ltl\l
q q ••

L<U1 i ~11~flfll1J'j~LjJ'UfJWft l~ 1~i''IJfl~1\1 h LviflCl'11J1'jtlLCl''UtlfJW ft11I'1fJ~1'ULfI~ tl\lUtll9l1\1 "1

fll'j1J'j~dJ'U f111lJ~fl i ~L~'U\l1'Ufll'j\9lm\9l~~fl\l~l'ImlJl1 ,,\I 'il1fl!Cl''UflflW ft1UnCl flfi' lU~1 ~1tJ
q ••

http://www.bonnerconsultants.com11
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1C}'l'jtl iYlJ~i'lffl~ tlcil1H11" (]tll:lW~I~'U~mUeJtl11~!l~\l~'ildieJ1~111~'U~ ~

m1lJ'ff11J1'jfll 'Utll'j!l~\l'l1'U 'iI~n~1lJrl'U 3 (]tll:lW~~1:Y1rlty '1 ;leJ m1lJ'ff11J1'jfll'Utll'j'ff~1\l

, 'I ~I ~ 0 ~ ~ ~ d 'I
fl11lJ!l\9ltl\9lN fl11lJ'ff11J1'jfll 'Utll'jlu'UN'UWIl'U\9l'U'Vl'U\9l1!lCl~m1m1\9l1'j1 l'Utll'j\9ltJU'ff'UeJ\l~ .

>I
~ ~ "l 'I nl d ~ '''' ""fl11lJ\9ltJ\ltll'j'\JtJ\lCltlfl111 'j tJ\9lCll\9ll 'Uu'j~I\9l'U'\JtJ\ltll'j 'ff'j 1\lm1lJ!l\9l tl\9lN'U 'U li'j tl'ileJ\9l'ff111m'jlJ~ ..

j) Q..I ~9J ~ 9j} , "Q..I 9J oG)31 'J,J cl
'iI~\9ltJ\lVW1lJ1lJVH"lJ'U1'ff'Um!lCl~U'jtlU ll1!l\9ltl\9l1\l'il1tlfl!l'\J\l'\J'U !lCl~\9ltJ\l'Vllll1C1tlmlJtJ\lm'U !lCl~~ ~

fU!tl\lfJW~1~1J1tltl11~!l~\ll~1~ m1lJll\9ltl~1\llmi1'U~1\l '1 11111'i1~liJ'U1Pl1iY'Ufi1tlUU1tlU
>I ••

fJW.tl1'W11Cl~'U1\9lm'jlJlmj '1 i1 'iI~yh 1~lpfl'ilt;!\9l'ffl11m'jlJ'ff11J1'jfll~lJ\ltll'jl!~\l'll'UYi~'UllH 1~ 33

fl11lJ'ff11J1'j f1'VlN~1'U'U1\9lm 'jlJ (Innovation) \9l1~ 'il1tl\lUU'j~1J1W ~:O\9l'ff'j'j H1:Y111f U~
•• >I

\llU1:OlJ llCl~~~'U1IiJUiY\lYill'ff\9l\ll~I~U 11 tJ\lflmu'U 1fil~fl11lJ1:Y1rlty~tJtll'j~\9lfi'U 11Cl~~~'U1

~\l11ltlfl11lJ1:Y1rltylPl\ltlci11 1fim~'il1lJ 1Ul'UlnlJlJ\l1'U~N '1 .tl1lJl'UeJ\lflm 11Cl~yhl~'WUtl\ll'U

dl , ~ 9J ,~'jJ 9J ~ 'j) cI cI ~
'VltlflUlJ'ff1U'j 1lJ 11'j tJ111fl11m 1lJlJeJtlCllll'ff\9l\leJtJtll 'U\9l1'Ufl11lJfl\9l'ff'j N'ff'j'jfl eJ\lflmU'U 'iI~..

~ "I ~ n I"" ~ '" "I ~ , 0'"" '" 0'
'ff11J1'jfl'ff'j1\lfl11lJ !\9llu'jlJU\9l1'U'U1\9lm'jlJ l\9l11'UUtJ'U("I!lJ'W'j ~'j'W'W~'U 2545: 32)
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"UJlfl1JtJ1\91f)';j';j1J Bottom Line mh:rh t';jlffl1Jl';jflGlhtJ1,rtl~ftf)';j~WI'Ul'V1l~

~1'U 'U1\91f)';j';j1J~~t~'Ut~ t1~'tI ~f1 1'U01';j t~1J1\91'\Jt1~t1~ftf)';j l\91tJ01';j~\9lYll';j~1J1J'V1l~~l'U 'Ul\91f)';j ';j1J

" " ,
~'U tt~~ '~'~YlltVltJ~tt~1J1~d1'U 1'Ut1~ftf)';j t'vhir 'U t';jl'il~ ~\9lYl101';j1lf1t11J';j1J1'Ut~ t1~'\JtI~

oGl~~ oClo~d 'jI" 'jJ Q.I oG)31

f1WVIl mtf1\9lfl1l1JfI\9l';j t';j1Jff';j l~ff';j';j fI tt~~f)';j~1J1'U01';j'VI1~\9ll'U'U1\91f)';j ';j1J tt~~t';jlffl1Jl';jfl'V1l m

~ jlo jI •.• & 0'1 jI .., jI ~, &.., "
f1f.Ut1J'UH'U1'VI1~\9l1'U'U1\91f)';j ';j1J9f~'il~'VIl t'tl 'U1\91f)';j ';j1Jt'\Jl1Jlt1J'U ff1'U 'tI 'U~'\Jt1~1W1'U1i';j';j1Jt1~f1f)';j

• OJ

oClo doQ9l ~ OJ 'jI Q.I 'jI ~q<jl~

O1';j1J';jO1';j'VI'VIlmfJf.Utf1\9l'U1\91f)';j';j1J'VIN\9l1'Uf11l1Jffl1Jl';j fl'tl~f1'V1l~\9ll'U Self-sustaining t'V'w m tf1\9l

O1';jt~1J1\91'V1l~~l'U O1';j~ WI'Ulfl1l1J ffl1Jl';j fl 'V1l~~l'U 'U1\91f)';j ';j1J1:Ym f1J O1';jt~1J1 \91.15

fI1l1Jffl1Jl';j fl 1'UO1';j~ ln1'U ~ ';jfl'il ~irf1i'l1101';j'tlmtJ'Vh'U '~tff'U t1tt'U 1'V1l~uiiu~1 'UO1';j1J~'tIl';j
, "

O1';jt~'U tt~~~'U'VI'U Yi 'il~U 1ilJdfl1l1J '~tU~ tJ1J'VI1~01m ~~'Il'U 1 \9ltJ'il~'\Jtlf1~11()~1J1~tt 'U1'V1l.:! fl.:!i,j
• OJ

David P. Vondle '~tff'Umfl~t1~litl1'U01';j01';jff~1.:!f11l1J'~tU~mJ'VI1.:!

O1';jtt~.:!'Il'U 1\9ltJ';j~1J1J01';j~\9lO1';j1J~01';j~m~t1f1':i11'U Service Management System

(how to create Competitive Advantage through Integrated Work Management, Material

Management, Facilities Management and Cost Management) 1\9ltJ'~Hff1JHffl'Ui1if11'J1,r1J~01';j

'J/ dt 'I 'J/, I 0 ~ 'I ~ d ''I 'J/ "" l1j 'J/ "I""
~f1f11t'V'W mU';j~ff1Jfl1l1Jfflt';j'il 1'Uf11'Jt1J'ULower Cost Structure 'VI'il~f1t1 1'tltf1\9lfl1l1J I~Hu';jtJ1J

. 1 .., & 1 'I 'J/ .., d
'VIl~01m'\J.:!'\J'U9f~ \9ltJ1'l1f)';j~1J1'U01';j\9l~'U (David P. Vondle, ]989)

]. Work Management

2. Material Management

3. Facilities Management

4. Cost Management
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John K.Shank & Vijay Govidarajan '1.J1Lff'lHllhlStrategic Cost Management:

, ••• !J/ "" "'?t' di 'I
the ncw tool for competitive advantage 11flTH)flfll';jl'lhl'l'JhI!'Jj'~fWl~'YIli'il~!IJhlff1h111h1~thl

•.• iq!J/.I"" "" "''l!J/iq!J/ di iq!J/.I"" , •.• ,,1':'''1 di
fll';j~\P1Jhllfl1111 tfl!lJ ';jfJ'U!'Jj'..:Jfl~fJ'YIlit11tfllJ1C)j'..:Jfl1111tfl!lJ';j fJ'U'YI1~fllm"W\JhI'YIfJ..:JfJhIC)j'..:J111fl•

""!J/ 'I !J/ "" "" !J/ ,,1"". I "" "" !J/ _I !J/ "'_I •.•
lim 'ill'lfl~fll';j tmflflfll';j'U';j 111';jI'lhl'YIh1'YI11lJ';j~ff'YIli.fll~ 'il~I'lfl..:JlJ';j~flfl'Ufl1fJ 3 fl~f11J';j~ flfl'U11~ fl.. ,

fit! (John K.Shank & Vijay Govidarajan, 1993)

1. Value chain analysis

2. Strategic positioning analysis

3. Cost drive analysis

Sanjib Chowdhury, Ph.D. 1¢lflci111hllntemal Analysis: Resource Strength /
I .<:::), rI <it d e! ~, Q.I

Weakness And Competitive Capabilities 11fll';j1!f1';jl~11.fllfJ thI'il~!1Ih1!fl';jfl..:J:JJt!'U~'Uflfl'YI';j~fJ1fl';j
,,1?t 1 ~ I ••• .,9 _I !J/ 36
'YI!lJhI'ilflt!t!hI U~~ 'ilflU'\J~ I'l~flfl 'ilhlfl11:JJff11J1';jfl'YINfll';jU'\J~'\JhIC)j'..:JlJ';j~flt!'Ufl1fJ••

1. Resource Strengths and Weaknesses

2. Value Chains

3. Strategic Cost Analysis

Michael E. Porter flcirJ11iu Competitive Strategy :Techniques for Analyzing

Industries and Competitors 1flfJ1¢lu l!ffhl flUhi1ftfl 1hifl1';jff~ l~mlll ffllJ1';j f1'Vll..:Jfllm ~~'l1h1
d •.• !J/ '" I ••• di !J/ _ 1 !J/ \7

!flfJ1fl'Ufl~~flfl~~'YIlifllm'\J~'\JhI (The Wheel of Competitive Strategy) C)j'..:J'il~l'lfl..:JlJ';j~fltl'Ufl1fJ-

1. Target Market

2. Marketing

3. Sale

4. Distribution

5. Manufacturing

6. Labour

7. Purchasing

8. Research and Development

9. Financial and Control

10. Product Line
e:k c1 0 'j) rI , Q.I '1 n l.c:t .c:! I _~ rI
C)j'~:JJfll';jfll11 hlflfl..:J~t1flM'YIli'YI1..:Jfll';jU'\J..:J'\JhIt flmlJ ';jfJ'U!'YIfJ'U11!1J1'\1lJ1fJ'\JtI~t1~flfl';j•

!~hltThl6fl~N'\JtI..:Jtl..:j~rl (Hub) U~~~..:Jn1h1'\JtI..:Jtl..:j~t1(Spokes) fitlhl1fJ'U1fJll~iJ~fll';j11~fl~'il~

o 'l!J/ '" _ 1 0 oS _~ d iq !J/
'YI1t11tl ~flfl';jlJ ';j~ fflJ fl11:JJff1! ';j'il1'l1:JJ!1J1'\1:JJltl'YI1N t1
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It(''o ~ 'jJ ''1" .. <l:i
Porter t~'U1!~"IHl!!'U1fl~ " fl1'j~~~'U'Yl'U U~~fl1':ifl:JJfll tGjf'il1t1t1t11~:JJ...

.c), ~ o.:::to Q 'jJ 0 d "1 'jJ~ 'j) 9'jJ d'G) • Q.I

U':i~ff'Yl1ifl1'V1" fl1':i 'il~~1!'U'U1i':if1'ilh1U':i~ ff1Jf-lj;\ff1!':i'il t~'U'U!':i1\91tJ~tGjfflj;\t1'Yl1it 'Ufl1':iU'tl~'tl'U••
Q cv d •• Q.I lIJ 91 91 GI fjJ d'". I 38

1Jnj'Yl'Yl'il~!mGjf'U~flU'lJ~'tl'Ut~~tI~ tGjfflM'Yl1i 3 u':i~fl1':i~ .
_I d iJ dt iJo'l iJ ( ')
u':i~fl1':i'Yl 1 ~tI~!1J'Uf;;i'U1t'Ufl1'jj;\~~l.n'J'U Cost LeadershIp
_I d iJ iJ I 'I iJ '" iJ "" '" 'I iJ'"
u':i~fl1':i'Yl 2 ~tI~ff':i1~fl11:JJU~fl~1~ t'I1ff'Ufll 'I1':itl1J'jfl1':i'tltl~!'j1 t'I1:JJ

"flllW~ il-imjjtl'Utfl'j (Differciation)

U':i~fl1'j~ 3 ~tI~tl1'11'U~~m~ GjfU~'tltl~f-l~~fiwctl 'I1~tl1J1fl1':it,ri~!'il'U

(Focus) !1J'Ufl1':i!'il1~'il~~m~ !'il1~'il~iY'Ufi'1!m~! 'il1~'il~fl1':i1J1fl1':i !~tlj;\~ ~1'U1'U~U,j~']'Ult 'Um~

~ d, 'jJ Q.I rI
Performance Based Budgeting !1J'Um~1J1'Ufl1H1JU':i~:JJ1W'YllJ~!'U'Uf-lj;\j;\'VI1i

ijfl1':i~h!u'U fl1':i~1:JJm~1J1'Ufl1':i~1JU':i~:JJ1Wmh~!n'Um~!n'U f-lj;\ ijfl1':itl1'11'U~:JJ1~':iii1'U~'U'Yl'U. ~ .
fl1':i~ ~~ 1:JJf-lj;\fl1Hl1!U'U ·n'U fl1':i ~~ ff'j 'j Uj;\~'11~tI! U~t1'UUUj;\~'Yl1'V1t11m ~ 1:JJfffl1'V1fl11:JJ~1!1J'U

Uj;\~m1:JJ!1J'U'il1~'tltl~Uf-l'U~1'U !il1'11:JJ1t1'tltl~Uf-l'U\11'U1m ~fl1'j uj;\~f-lj;\"'VITI'il~~tI~U':i~fl1ff

';::1 d 1';' '" , d ~ 'I iJ _ I 19
!U'U'Yl'Yl'j11J~t1'Yl1fl'Ufltl'U'Yl'il~!'j:JJtGjf~1Ju':i~:JJ1W'

" ..iJ 0 9iJII)iJ dI 9 iJ "'0 •

!':i1fl1':i~tI~'Yl1HU t'I1 t~f-lj;\:JJ1fl'tl'Ut'U~'Ul'J'U'Yl\9l1j;\~Perfonnance Based Budgetmg

!n'U':i~1J1J~!U'Uf-lj;\"'VITI Uj;\~!U'Ufl1'j 1~f-lj;\ Uj;\~fl11:JJ11J~~Gjftl1J'tltl~ihtl~~fl1':i~ 'il~~ tI~U~'JJ~

'1iJII)iJ _~ do '1iJ 9 iJiJ '" 40
t'I1 t~\9l1:JJ!1J1'11:JJ1t1'Ylfl1'11'U~t'U~1'Ufl11:JJ'VItIt'il'tltl~j;\flfll \9l'U'Yl'UU(l~flWfl1'V1fl1':i1J':ifl1':i

<U ••

, "
Performance Based Budgeting V1l'U'tlm1:JJVitl1'11'U~~'Ut'Uu~~'U1in'il !il1'11:JJ1t1Uj;\~

l\9lflU'j~ff ~rl :JJ1t1TI1J1t1fl11:JJ<Jftl1J1i':i':i:JJ'tltI~fl1'j 1~~1JU':i~:JJ1WU(l~ !1J'Ui~fl1':i~<Jf1t11'U.
~1'Ufl1':i ~~ff':i ':i'Yl1'V1t11m!~tl1J':i ':i(ll\9lflU':i~ff ~rlm'VI1~\9l1:JJ!il1'l1:JJ1t1'tltl~Uf-l'U~1'U1fl'j ~fl1':i U(l~..
l~t1ijfl1':il~f-l(l 41

~'U!!1J1JU'U1~~ !il1'11:JJ1t1fl11:JJ!iJ'U!~ff'tltl~tI~rlm '11~tin 'ilfl1'j~bhflt1JU'j ~fl1':i 'I1,1.:j

"" "'_I '" '" iJ iJ .J "'_I '" '" iJ 'JJ II) 'II) 'JJ ,
fltl m1:JJ:JJu'j~ff'Yl1ifI1'V1~l'U\9l'U'Yl'UC)f~fl11:JJ:JJu'j ~ff'Yl1ifl1'V1'YlN~l'U~'U'Yl'Ut:JJt~'I1:JJ1t1fl11:JJ11..
tI~rlm '11~tln 'ilfl1'j 'il~~tI~'VItl1t11:JJ(l~~'U'Yl'Ut,r mil 'U':i~~1J~lff~ Ul9ifl1':i'il~i.:j!il1'11:JJ1t11~'h

• <U •

1 'jJ 'jJ d ~ I 'jJ.d e!l Q Q jJ
tltl1~'U tltI\9l'U'Yl'Uflfl1':i 'il~~ 1fl11~'U 'Yl'U!~ M'tl tI~ tI\9lff1'l1m 'j:JJ'il~!fl~ 'j ~1J1Jfl1'j 1J'j '111':i\9l'U'Yl'U

q q It It

U1J1Jt'l1l-iJ'Ufitl fl1':i'JJt1J;~'Ul'J'Un'ilm':i:JJ (Activity-Based Costing) 1~t1 Peter Drucker &
, "

James A.Brimson U'U1~~'I1"fl fitlfl1'j~~~lt~~1t1\9l1:JJn'ilfln:JJVi!n~~'U'il1.:j U(l~.,rtl:JJ(l'tltl~
<U

." .
f-lj;\~l'UVi!n~~'U 1~mu'UVim1:JJff1:JJ1':ifll'Ufl1':i U,j~']'U U(l~m1:JJff1:JJ1':iflt 'Ufl1'jVl1tl1 h t 'Ufl1'j

'\h:JJ1~~!iJ'U~'U'Yl'U'tltl.:jm~1J1'Uflw.f~'I1:JJ~ ~.:jff1:JJ1':imh.,rtl:JJm'l1ri1J'U:JJ11J1'111':ii~ ~'U 'il~V111,r
• <U

fl1'j 1J1'111':iU(l~fl1'j fl11Jfl:JJf-l(l"'VITIV11i~mh~iju'j~iY'YlTI f-l(l~~ il-it <Jffl11Jfl:JJ~'U'Yl'U!~t1~mh~!~t11...
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~ ~ ~ " dABCM (Activity Bascs Costing Mananagement 'il.:JI1J'Wfll'.illllllllJlI'W'VJ'Wl1
)I 'JI 'JI ,

Iflll;i'W'il~.:JW nmu'W hii'lffllHII9i''Wl1'WU1J1JI~hJ'WOfl'illflU ACBM rJ~~~()~I9i''Wl1'W'¥ifll'j~~
<u ••

U1J1JI~hJ'JJ'~'j 1lJH!'If'WflllihJt1~nOfllHjilll 'jOfll'j ~~ ff.:Jfll'jl1lff'Wlll '111JJl1~Ul1'W'lJO~liYtI

~ ~" .ef,Q.I ~ ." ~~d ~"
Clf~1J1~f1HlI'Wl1'W!'I1m'W!l11fl1J'\1'jOlJlflfl1lll'W l1'Wfll'jH~lIl{YtlOflABCM 'il~'j1lJ'\1mtlfl'ilm'jlJ' 1..
3J Q,I ".d 9J ~.d~J 1 Q d' I Q rI
~1t1fl'W'l'\11J1fll1{Y~lIllJlI'Wl1'W'ilHl1lfl~'IJ'W!''If'Wfll'j1lfl'j l~'\1f1WfI1 fll'j1!fI'j 1~'\1m~1J1'W fll'j•••
fll'j1J~'\1l'jflWfIll1 "1~"1 flri111~t1{Y'j1JABCM ~O Ifl~O~ijO~'il~'lf1t1t~lJ1J'j~ffl1~fIll1 U~~••

"~~f11llJ~tlJ!1Jril'IJO~fl'ilm'jlJ~1~ "1 (1'jfffl~'" 'VJlJlJl'W'W..12546)

dI i ')1 ~ 1.J '" ')1 ')1.d
"f11llJl1~110 'il'IJO~~flfl1!1J'W{y1'W'\1'W~'lJO~fll'j1~1JlJlJO~~1'W~flfl1"11Kaplan &

1')1'1 '" <I
Norton ''If!'Wfll'j1l'j1'il{Y01Jfll'j1J'j'\1l'jO~f1mllllJ Balanced scorecard (BSC) Balanced scorecard

i1'm 1J'Wff1'W'\1if~'lJO~!f1~o~ij o~i,*l 'Wfll'j1J~'\1l'j O~rlm ~11J'W~u 111'\1mtli~u~lll995-1996 (j~

. "
flnl~1JlJ~fllll'¥irllfltlJ '~~~l1l;i'W 1'Wo~rlm~1Ju1J1J~W'l1J'j~flO1J~1eJ 5 U1J1J

')1, ,
1. ~1'W{Y1'Wuml1Nfll'jllm~ (Market share)

rJJ Q.I "1

2. ~l'Wfll'j'jfl'lJl~flfl1lfll (customer retention)

3. ~l'Wfln'\1l~flllli'\1JJ (customer acquisition)

')1 dI i i')1 ')1
4. fll':i{Y'jNfl1llJl1~l1tl 'il '\1~flfl1 (customer satisfaction)

5. fll'jl1lfl1 h~tl~fllll (customer profitability)

& Q,I "" Q,I Q,lQ,ld' d ~".dOQ,l
Clf~fll'j 1~ lJlJlJ tl~~ 1'W~flfll {YllJl'j tI 'il~f11llJ {YlJl1'W1ilIllJ UH'Wflll1l1 'il~l'j lJlI 'W11{YlflilllJ 1'illflfl1llJ

q 'U q u

~ "" 1 Q.J;fl1~l1tl i 'il'IJtl~~flfl1l1llJ'j1J'lJNm~~~'W
<u <u
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(customer
retention)

(Market share)

(customer
profitability)

(Customer
acquisition)

11]31' 11]31' dd _Id _1'1 <=> "_ISengc P.M. IflfH111 1111 'UW~'Yl:lJfll'Jlu~l'nmu~~ lH'lf~tl~flu'J~m)'U'Utl~HW

1 '" 11].1 31 d 31 ~ 31 31 ~I d ••• II] 31' 31 <=>

fll'J't'i'WIUl'W'W'Ylfl1'Wut!jt1j1(intellectual) U~~fl1'Wfl11:lJ~ (knowledge) lu'W'Yll'lftl Ifl11rj'U'J't'i1'J

31 '191: QJ 0 Q.I Q.I ~ 1 9J cI d QJ 'jJ 'jJ

'il~~tl~ 't'i'W1't'i'Wflfl11:lJbY1flWfl'Ul'Jtl~ flHbY'J N'Utl~ tl~fl m'Yl'il~ 'ilfl't'il u~~m ~'il1l'J'Utl:lJ~fl11m
u ~ ~

• >I
"" ""'131

<=> d 31 " 31 &'1
I'VWltltl mflflfll'Jl'Jl'J'W~'Utl~\!flfl~ U~~tl~flm (Senge P.M. tlNtl~ 'WBourgeois, 1999 : 284)

" 'jJ ~ ll]' 'jJ c1'131<=>Bourgeois flm111 fl11:lJ~:lJm~1 't'i'Jtlfll'J l:lJbY1:lJ1'JtlbY'JNtl~flm mflfl

d 31::'t 31 0 '" '1 31 '" _ 1 '" '" 31 '" _Id - 1 1fll 'J1'Jl'J'W'J'il~IU'Wfll'J bY'J1~'Utl 'UI 'U~'il1flfl 't'ifl'Ufll'J u 'J'U~ 11'U1fl'Ufll'J Iu ~l'J'WUu ~ ~ fll'J:lJtl~lll'Jfl~
d' , .Q 'jJ~1 QJ

tl~flmU't'i~fll'Jl'Jl'J'W~lu'W 2 ~fl'l:lW~ (Bourgeois, 1999: 22)
>I ,

1. fll'Jl~ l'J'Wf'1'W'lJ'W\9'hOow-levellearning) l~mrfl'l:lW~'Utl~fll'JU1'UU~ ~ u~~

't'i~tlU1'UUI9i~U1'lft!j1 U~~m1:lJl~m~:lJ "l fll'JYi1m1:lJl,r1'1'il'1'W~~I9iN "l U'U'Umtl'Ul~:lJ U~~

fll'J 11!'Wm~'U1'Wfll'J'Utl~tl~rlm U'U'Ul~:lJ~I~'Wmi~
>I

d 31'1 '" ::'t 31 '"2. fll'Jl'Jl'J'W~ 'W'U'W1;!~(high ~ level learning) lU'Wfll'JbY'J1~U~~'V'lrJJ'W1m'V'lU~~

31 '1 '1 '1' 31 d '1 ' d _ld II] _ 1 <=>
fl11:lJl'U1 'il 'WU'U'U't'i:lJU~~fll'Jl'W'W'Ylm~'U1'Wfll'J 't'i:lJ"l 'Yllu~l'J'Wlu'il1fllfl:lJ
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'j/ ,e!?ld.od.d rI cJJ 0G)Vc. c!"G) ~~
11.:J2 1'J1'W'Wt1J'W1'J.:J1I1tthJl1(J.:Jflfl'Hl:::\91(J.:J'Vl1!l1!fl\91 t'Vfn:::fll'H'HJ'W'j !'W'\J'Wm••

• Id •••• ?t .1 '1 "' .,;. d!jJ I d !jJ'I
t1J'jtl'Ut1'J1J(J'Wt1J'WflllU1'J1.:J'\111J'j:::!tI"lf'W1I1fl1'J.:J11~(exploitation of the known) U\91fll'jt'jtl'W~!'W
" ,.

'Ii'W~.:Jt1J'Wfllnh'j111t~tJtt1'J1.:J111iY.:JlH~ "1 (exploration of the new)

Hill & Jones (1998) fl~11111pfl1l1'Wi11l~lJ'Ut~1J1lffl111Jff1fltyn'Ufll'j1'J~1.:J

!jJ d. .f.,j 'I 'I d!jJ

~1'Ufl111J~ (knowledge - intensive) t~1J1J1fl'\J'Ut'j(JtI "1 !'U(J'Ulfl\91fl111J1'J11Jl'jfl !'Ufll'jt'jtl'U~

•.• d d '1!jJ!jJ .1 '1 ",!jJ !jJ'I I ?t I

lI~tfl'U U":::t'jtlfl !''If'\J(J'l.,!'' flllU1'J1.:J'\111J'j::: !tI"lf'U1I1fl'\J(J'l.,!" U":::f1111J~ !111J"111:::flrlltl1JltlJ'UUl1".:J

1'J~1.:Jfl111Ji~ttl1t11J111.:JflllU,j.:J'Ii'U 1lfn'U(J.:Jrlfl'j (Hill & Jones, 1998 : 319)
" .

'U~rJl1li 'jflll-M'UtJ l'\J(J.:J(Jt1J~fll i~.u(J1'J'jtl11 fll'j ~~fll'j fll'jfl1'Ufl1J fll'j{l(J1'J1'j
q q q

ttrl:::~ .:J-e11'U1t1f1111J1'J:::~1flff111f'Ufll'j t1 tI'U n'U (J.:Jrlfl'j'\J (J.:J'U~rJl1t1J'UflfIJU 11ff1flfIJ 1'Wfll'j U1'J~.:J
qj Q U U

•.• , II) 'II) d II) d "' li!!jJd !jJ •••• !jJ 'I

'U11'Ul11'\J(J.:Jfll'j1l~fll'j11(J::: !'j t'Vl1 !'j ttrl:::t)1'\J'Ul~ n1'Wl1(J.:Jflfl'j !~t'jtl'W'j 11'j(J"1Jt11 "1 !'U••
fll'jt1 tI'U ~ vh 1If 1'JfIllJ'U fll'jffmJl'j:::~'U"lf1&1'\J(J.:J (Jt1J~ flli11Jn'U 1~m~tl1n'U tl'j:::t~'U (J.:Jrlfl'j U11.:J••

.<:::t 'JJ ,t/ d I ~ d 'J}W 1 lrJ l1J.-:!t ~ d 0 'JJ rI
fll'j t'j tI'U 'j 11 (J.:Jfl fl'j U'U'U'UU\91fl\91N 111fl(J.:Jfl fl'j 11tfltl 'j lIfl(J tiN ! 'j (J::: ! 'j fl (J1'J.:J1111:::'Vl1111(J.:Jfl fl'j••••

'jJ, I I

BmJw:::lh'htu'Uitli~1'Wl1~~ ni:hrfll"lf1fll'jl'h'W11'w.:J~(J Peter M. Senge t1'J'W(JU'W1fl111Jfl~

I Q./.<:.':Idt .J , ~, ~ jI 'JJ .<:::t~dclL::),W

Yn'Wl1'W.:J1'J(J''If(J The Fifth Discipline C)5.:J'j:::1J111'W(J.:Jflfl'jUl1.:Jfll'jt'jtl'U~ 1I:::\91(J.:J1J1'J.:Jl1tU'W1WJ

".••• ~I.I 9!jJ '" ~ '9'" .1 •••• 41
l1'j(Jfll'jHflH'W !l1tfl~'\J'W(JtI !'W\911fl'W5 1J'j:::fll'j fl(J -

<u

d !jJ

1. 1Jflfl"l1'j(J'U~ (Personal Mastery)
.<:::t 31 I ~I ~'JJOQJ rI I .<:::t 'JJ

flU t'j tI'W'j '\J(J.:J'Uflfl" U\91,,::: fl 'W 11:::t1J'W11~ t'j 1J\91'Wff111 'j 'U(J.:Jfl fl'j tt 11.:Jfll 'j t'j tI'W'jqj q q qj...
~ I !jJ '" •.••••• ~I.I .••• "" '1 d!jJd 0 'I !jJ
C)5.:JU\91":::fl'W\91(J.:Jfll'j1'Wtll1 'j (Jfll'j HflH'Wt~(Jfll'j t\91'U! \91tW:::flU t'j tI'W'j1111:::'Vl1!l1!'\J11'J11Jl'j f1'\Jtl1t1••

!jJ "'9!jJ", 1I)!jJ' I .,j
'\J(J'Ut'\J\91'\J(J.:Jfll'j1'J'jN1'J'j 'j fl !11tl.:Jflfl'j !~ (Jtl1.:J\91tJt'Wtl.:J

2. 'jtlU1J'U'\J(J.:Jf1111Jfl~ (Mental Models)..
1'JfIl'WflU ill1 'Wtl~\91 U,,:::i1l1l1lJ'W 11:::t1J'W19110111'W~ 'jtlU'U'U'\J(J.:Jfl111Jfl~'\J(J.:J

q ••

mh.:J 1mUl1 " 1.:J 1~tl1lftH~fIJn'Ufll'jfl~~1t1fl11m1J'W 1I~.:Jfll'jt1J~ 111H1 111,*.utl1J"mjNlJ
U U ••

tl'j:::iYl1n.fll~ U":::fll'j 1'Jtl~U l1'jflmh.:JlJt11\91lJH" U":::'\J'U1'Wfll'j u~i1f1J'\11~mfl\91~h1 '\J'U1'Wfll'j
q U

1NUH'W ~f1fl 1,*mh.:JlJtl'j::: iYl1n H" t1J'Wm~tl~~ ff111f'Ufll'j ttl~tI'W 'j tlU'U'U'\J(J.:Jfl111Jfl~ '\11fl i~1 '*••••
"'\J'U1'Wfll'j 1NUH'W wum 1'W11~mJflfl'W nll::: flB'U i tl1 ,*l~flU fl~ ttrl:::tlfilJ&1U'U'UI~1J ~.:JU'W

H1t1'U~l1U ~lt1J'WI'i'tl.:J111r1ltl.utJ ~ 1n~ u,,::: 1'J~N'U'j 'j tl1fllrY~1 lf~u fl.:Jl'Wfi''W~'U'Vl1.:Jt&1'U1\911~tllJ
0' 'j/ I 'J/

lfftll1rY'U lJ1Uti lJlI~111Jltl U":::fl111J191.:J111l111:::t&1'U1\91 t~'j1:::iJQ:::U'W ~um1'Wn'~1'J11Jl'jfl
q

!jJ "' II) 9!jJ "' 1I)!jJ .1 '" II) '.ld _ 1
1'J'jN1'J'i'ifltl::: fi !l1tl.:Jflfl'j !~ t~'j1:::'j1JU'U'Ufl111Jfl~ !1Jt1JM'WU1Ji;'\.:J••
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~QJ cv ell
3 . 'HHJ'VlfY'W':i'l1J

m'i ii1atll1fYu ~11Jfl'W11~1?i'€l~1J1111tlm'i ~ulVi~~fl'WfJ~cJ1~fl'WU~~fl'W hw~
ulVi~~ fl'Wl1~U~m 1J~t1'W1atll1fYU ff1'W1Jflfl ~ u~~ i l1'm ~ N~cJ1~fl'WU~~fl'Wt~t11fl1J~ ~~ €ltlltll1~'¥ll••
u~~til'W ~ ~~til'W illi~ l1~~~l'l1J1t1't1€l~€l~r1mmi ~m'it~ t1'W~fi€lmm"tl~'W il1''Vltlfl'Wii~€laoJtln

q q q, q uu

"
Ntl~~ i~t1€llfftll1~1J 'i ~ ff~r1~11Jfl'W1J'Wvt'W;y1'W'tItl~m'i ti1'Wl1''Wff1'Wl'l~€l~ 'WTiiJ~'i 1atll1 fYU11~i~

CUI q •• q

" '"ff11J1'itlfl1l'l'W~~'W1J1i~ 011 atl l1fYu.u'Wi~til'WYitltl1Jf1J 'Vltlfl'Wl1~l?i'tl~i~f1Jm'i~\PJJ'W 1il1'ff11J1Hl•
H1'W~11Jillff m'it~~tll'W()~fll'in111atll1fYU fltU~l U~~ 11~~~l'l1J1t1't1€l~l'lU1t1~1'Wtl~r1ml?i'tl~m'icu q q q

m11J~~iT'W 'tI€l~'V'l.um 1'W~ 11~Ntl~'WlVi€llatll1fYU~11J i~ i GJfU~t'Wtl~fJ'Wtltl1Jl'11~11J1a t1l1fYU'tItl ~. ~
"0' ,~

tl~flmt'Vll'W'W

.c:S 3J ~ .c!

4. m'it'itl'W'itlJ'W'Vl1J~
, I "

Yi1Juvi~m'it~ t1'W~til'WiJ~l14 l1l'11il1'iim'it~t1'W~tn~~'Wmh~1J1tl i'W€l~fim~ ~
" "l~mn~~'W i 'Wtl~1J'V'l.um1'Wff1'Wi mu illi GJftn~m'V'll~~1Jjm'n~~1Jff ~t'Vh.u'WYi1Jl'11~1'WulVi~~fl'W

q CJ 'U 'lJ

'j/ ~~ I 0 'j/cv ~ ~ .& cv <JJ

~tl~Uff~~~'WtlJ'Wt'V'l€l'W'i 1m 1'WU~~'VlN1'W~lt1tl'WU1JlJtu~tNtI t'V'ltllJ'i'i ~m'i~~1Jfl11m. ~

I 'I 0' 1 "':JJ "'Q "':JJ ~ ,
fl111Jff11J1'itl l'l1J 'Wtl~flm 1~t11Jtff'U')j'l~'tItl~m'it'itl'U'i fltl" ffnff'Ut'VlfY" ff1'iff'Wl'VlfYl1~')j'1(J~

I " ,

t~€l1Jm'i ~~m'i 1lltl1J'W~~~N tW~111tloU'l~~1~~'W1J'W1~(J~\PJJ'Wlm11Jft~U~~VlfY'VlNI l'lll 95~11~

5. m'ift~t~~'i~1J1J

m'ifi~t~n~1J1J l'bjlGJf'tl€l~Il'lll ulVitil'W~tltlff.u1Jff'W'Wu~~1J'i~(Jtl~I~I 'W~ ..
m'ifftlfll~1(J11jm'it~~1'Vltl1fY1ff~{I 'Wff1't111')j'1~1~ "11J1'Wl'W.u1JfY~l'i 'ill fl111JtoU'li 11()~~~rl1flt1J

Q Q cl~:JJ:JJ ~ "':JJ.I 0' "':JJ .,j
'tItl~m'ifl~t')j'~'i~1J1J tlfltl 'tItl'lqJ~(Jtl'Wtl~1Jm'it'i(J'Wt111tlu'J~ff1Jm'JW u~~m'it'i(J'Wt111tlfl'Wtl'W "1
& ~ Q,.I Q,I fld $ I Q,I ,d Q.J ~ tI.c!.Q 1tJ '
CJf~lI!1ff1J'V'l'W1i'W11~'tI'Wtl~tl1Jl'Jtlff1'W 'Vl1J'J~tltl1Jtl'Wt lJ'W'J~1J1J'tI€l~tl~flm fl'Wt'V'ltl~fl'Wt~t1111~11J

ff11J1'itl'llltl~r1m i lIfftln til'W€l~r1m mi ~m'i t~t1'Wn~'Vltlfl'WI?i'€l~iifl111Jf1J~~')j'tl1J~11Jfl'W I?i'€l~~ ~ .
I "

ff~ N'i~1J1Jtlnlln,j~m'i (Jtl1Jf1Jtl~l~~tJti1tl~ u~~iim'i ~'J 111fftl1J9h I 'Wff1'i~'tItl~fl111Jt i1'Wl1j ~
<IQ..<:::l, 'j/ 0' ~Q~ r/'jJ9J Q./d.

\j'JW m'i U'W1fl111Jfl~t')j'~ff'JNff'J 'ifl U~~fl111Jfl~t'lf~ltm1~l'l t'tl1~ l(Jtl'W 1Jm'J 'Vl~fftl1Jff1'i~'tItl~
I "

fl111Jl1j ~ U~::;~tl1J~~tl'Wtl"1Jtl~NlVitJti1tl~ ulVim'J11~il1''Vltlfl'Uf1J~~'If€l1J~ 11Jfl'W.u'Wiitlllff'nfl~ ..
.o!::),.c:S ~ Q,I~ d 'j/lIJ 'jJ tI d .o!!t Q.I ~ .d Q.I d. 'j/

1J1tl1J1(JU~::;l1ill!l1J~'Vll1::;il'l I~N~ i'Wtl~flmtlfltl m'i'tl11~ff~'Vl'tl~'tI1Nm'i t'i(J'Wt'tltl~fl'W

?h'Wimyil1'l'l1J~ ill
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16.2 Benchmarking

••• "" I 1I)~'l~ "" • 1I)~..k
'Wfld'lflfl1'J'l1mtf'VI1'W ~f1 'l1U'Wlf1f1U~~f1ll1J'l1lJ1tf'tltJ~ Benchmarkmg n Cjf~'iJ~

'j/
, ~ d. I Q.I.ei

'tItJf1mltNt'VW~'U1~ffl'W f1~'W

Benchmark 'l1lJ1tf~~ Best-in-class fitJ tri~~fffl'l1~tJ~~fffl'J~~'U 1~f1 fl'W'iJ~liJ'W••
~'WU'U'U~'iJ~'l~1f11~'m1J~tf'Ulntf'Uflll1JffllJ1'Jtl'tltJ~\9l'WltJ~ Ul'W Benchmarking fitJ 11lf11'J'l 'Wfl1'J

1f1U~~lm tf'Ulntfm-l~\9li1w en 'U1f11'JU~~lllf11'J 1Ja1J~n'UtJ~rlm~ffl1J1'Jtlth '~~f1'h l~tJ

U lH~fl1'J 11J~'Utflntf'UlJ1'l ~'l 'Wf11'J1Ji''U1J'J~tJ~rlm 'tItJ~\9l'WI~mj~ml1JliJ'Wl~fY'VIN1i 'In 'iJ ll~~...
Best Practices fitJ 11lf11'J1Ja'l1~~th'll1'tJ~rlm1J'J~ff'Umlmhl~'iJ 'l1~tJm'iJf1~ll'~':h fitJ 11lf11'J

d0'l91 fI, ~I ~ I ~ 0 o lI],..1 , 9J
'VI'V1l'l1tJ~f1m-r;xflll1Jlu'WI~fl' f1mlf1tJm~'Ul'Wfl1'J'VIl Benchmarking 'W1~u-r;xf1l'JfI'W'Vl'U

~d ~ "'l ~_I "" "'''''11) ~d d '?l 'l ~d ~ 0
fj'VII1J'WBenchmark 'l1'JtJfju!j'U\9l ~f1f1'V1"lfllltU'W f1'J1l~~fj'VIt1J'WBenchmark ffllJ1'Jtl\9ltJ'UfI1tl11J

" I JJ

l'Jl '~'h Best Practices 'l1~tJlllf11'J1Ja'l1~n~n"lflnUl' 1J~f1ll1Jlll'WI~fl'U'Wt'tlll1l '~mjl~' 'J
• 'j/

CJ1~Ufffl~f1ll1Jff1J~'W,r,~~~u (ml.l~ 'Ut\.Jtl.l1n11Iln~fmm'J'JW ff1'VllU'lf 2545: 11)
qU qUU

Benchmarking

d
fll'Vl'VI 2.7 'tI'UTUfl1'J Benchmarking

'j/ •

Benchmark 'l1lJ1tf~~ 'l1'U\9ltJ'Unlll'W 'J~'U'U'l 'Uf11'J'ri''U'l1l11lfl1'JII 'Ul1J a'l1~Il~~

m~'Ul'U fl1'J~~~ fffl mh~~tJl~ tJ~ tln~U lUl'W ~~lJ1 'l~1Ji''Ull~~~lIU 'Wfl1'J\9ll1JE~~~~ffflJ 'W~ ~..
• c:! Q.I 3J fj/ ot::::l ot::::l Q.I ~ ~I 'jJ 0 'lode:!

DaVIdT.Kearns tJfI\9l'l1l'l1'Wlf1W~H'U'J'l11'J'tItJ~'UHJ'VIXerox Cjf~lu'WH'Wl'Wfl1'J'VI1Benchmark 'VI1J~ ~

f1ll1J~f1lll 'U1'lf'UI~tfln'W':h f11'Jl1l Benchmark 11l'Wm~'Ul'Wfl1'J~ tJl~tJ~ 'l 'Wfl1'J1f1H~\9li1wen
'U1f11'JU~~fl1'J ~lIU'U ~l'W'tItJ~1i'Jn11t1J~tf'Ulntf'Un'U~u ~~~toU'1JU~~~fffl 'l1~tJ'U1f1'V1~'~i''U. ~ .
fl1'JtftJ1Jf'UiltiJ'W~Ul'l'U~\9lffl'l1m'J1J ~~11~iJU1'W1J'J~f1tJ'U~dlflty (Key Elements) 3 ~l'WfitJ

f11'J1f111J~tf'Ulntf'U1l~~f1ll1J~tJl~tJ~

0' 0', 0' ~ .,g 'l •.••.• 0' •.• 0'
('VltJ~~ 1111Jff~'Jll'U'Jm~m ~'UW!j!'Vl'W1i 1'tl11'J'U'U'VI'U2545: 52-54)

~ 0' "I 'l ~0 I d d , d ..k~'l ~
1'U~ fI1'J~tJl1 !'lffl1ll "fl1'JI'VItf'Utfltf~ -11'tl~f1"11'VI'UBenchmarking Cjf~f1!'l1

~ "', "?I d d ~ •.• ~ •.• _I "'l
f1ll1J'l1lJ1tffftJflfI~ tJ~f1'W!fI tff1mllllu'Um~'U l'U fl1'J'VIlf1tfl't1tJ~f1'Uu1111tf3 u'J~fl1'J fI tJ
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. "
f)l'H~tJ'W~111~~I~'W 1I1f)~'"Je)dN,:r'W "l..•

'" 1 'JI "" d 'JId 0 'L I • 'JI •2. f)1nYmHY'W'W 11lf)~m~1J1'Wf)1'H'W'W'j'YI1l~'W1 tlJ'fff)1'j'ffnU1Wfll
q ~ ~ q

Uf1rtmi'l$1 1tJf)1'j~W1'W l!lrt~ 1Jf 1J1J'j ~eJdN~ eJla eJ~....
~ '" 0 '" d • ,'J1 .. d d '1 d3. f)1'jI1J'W'l11 111'ff1flru'YI1l~<Jf1tJ 'l1eJ~flm 'ff11J1'jfllrt~t'H'WteJf)1'ff'YI1l~

"

d " • .1(11J~ fll'jrteJY'I, 2544: 21 - 22)

1I1f)fl111J~~11l 'W'lJeJ~,:rf)1<Jf1f)1'j 'l1mtJvi 1'W eJ111VieJ'ff'j 1J1 $111•
I & Q.I £:.1.c! Q.I t:I.d

Benchmarking 'W111~'l11J1tJtl~ m ~ 1J1'Wf)1'j 1~U rt~l1J 'j tJ1J1'YItJ1Jf)1J eJ~fl m 'YI

'ff11J1'jtlV\1 1$1~f)11Itrt~ 'l11f-lrtf)1'j 1m tJ1Jll1tJ1J1J11~! 'Wf)1'j1Jf1J1J'j ~eJ~flm'\JeJ~\9I'WI'¥7eJi1t1-WWl'W 1•
fff)t1fl1Vi'\JeJ~1i 'j fi11eJth ~t~ 'W'j 1J1i'j 'j 1JUrt ~ ~ ma eJ~....

Benchmarking 'l11J1t1~~ m~1J1'Wf)1'jt1Jjtl1Jt11t11J;1~f-lrtf-l~\9Ii1w~ 1J1f)1'j !lrt~

f)1'j ~ 1tU 'W~1'W'\JeJ~eJ~fl f) 'j ri U'Ii~'l1~ eJH''l11'Y11 ~ 1i'j fi1)~iJ1J 'j ~ {i'YI ~ fll'YHt rt::;1J'j::; 'ff1Jf-lrtrl1t ~ 1)~~ f) 11.......
1~t11tfl'j 1~11'\9I'WteJ~11iJ1)\91BeJW1)\91U~~ mh~1'j trl m1Jj t11Jtl1fJ1Jtl1JeJ~flm ~'W! 'W1J'j~tfl'Ylt~t11tl'W

q q

" .
Vi~eJml~'W 1)1'j W1'ff1t'H\9I111111'l1t'£I'W1)\91BeJ'W U~ 1'l11 f-lrt'\JeJ~m'j t1Jj t11Jtl1t11J1J11~l'Wf)l'j 1Jf1J1J 'j ~

q q q

Urt~~W1'W 1eJ~flm'\J eJ~\9I'W!'l111\91111t11J'l1~m '11'11eJ11eJ~flm riu'Ii~ 'l1~ eJeJ~flm ~t~'W ~'WU1J1J 1'¥7eJ:J~ri
••• q •••

I "' " ,

eJ~N~eJl'U eJ~ t~m'W1J1J'j~{i'Yl~fllVi 1 'Wf)1'j~lt U 'W~1'W 'j 11J11~t'W1J~\91fl111J'ff11J1'j tl! 'Wf)1'j It'li~.;r'W

'\JeJ~eJ~flm el'W1)~'l1111J~f)1'jrt\91~m'Jwri1!~~1t1I9lN "l i1m~1J1J'j::;iY'Yl~fl1Vi!lrt~I'Ylfli1fl''W

f)1'j1J1'l11'j'\JeJ~ eJ~flm! 'l1iJ1J'j::;{i'Yl~ fllVil;! ~~'W f)l'j111 Benchmarking ~~1:J! il1J'Wf)1'j 1~t1WI1J1J

1~ ~ ~~'W 1JaiJ~ UI9lI~ 'Wf)1'j ftf)1J 1Urt~1'i' 'Wfl i11~ f) l'j 1JaiJ~~~ ~ 'tf\911)1f) eJ~fl m~!l 'Ii~ 'l1~ eJeJ~fl f) 'j

"j 'I 'JI "" 'JI 'IOn I ••, 'JI, 'JI "' ••
flltl'WeJf) lVieJ tl1lf)\91fl111Jt'\J1 t1)ltrt::;'W11J1lJ'j~t1f)\9I <Jf 'l1t'H1J1~'ff1Jf)1JeJ~flm'\JeJ~\9I'W

q



,
<=I

'lJ 'YI 'YI 3

illfffl'ln tto.:j i1ll~t1~nO '1,rtfl~fll1lJtY1:lJl)(l '1'Uf11)u.u.:j.u'U'\JO.:jli)flll~i:1.:jHW•
"mWfff1fJl : 'U~£l'VIf-.lil~1vJ-M1)lGjf'U11eH'1~.:j~ln~ ( lJmGjf'U ) til'Uf11)ffmm~.:jrlnl'il (Survey.

,d , .& QJ ~ d Q,I.dd 0 , ~'31 ~ Q,I 9J J. lfI .... 1
Study) 'VI~.:jfff1fln ~~ 'Ufll1lJfl~ m 'U'\JO.:j~'Uf1.:j1'U'VIlJ~1U'11'U.:j.:j1'U\9HU~f;;!'U)'111))~~ 'U~'U'\J'U tu

.. "
'\JO.:j'U~£l'VIcIJ -nii~oil 'il~t1Yino'1,rtfl~fll1lJtY1:lJl)(l '1'Uf11)U.u.:j.u'U'\JO.:jfl'ilf11)l1.:j'1'Ui1'il'il1J'UU~~•

:, d ,'j} ~ ~ tI , ~ 'j} 0, 9J
O'U1fl\9l 'VI.:j'UU'I1~.:j'\JOlJ~'1'Uf11)fff1fJlU~~ltfl)1~'I1:1Jl'il1f1 2 U'I1~.:j flO '\JOlJ~Ui1lJ.f)lJ U~~'\JOlJ~cu cu ~ cu cu

"'VI~t1.f)iJ1~t1ii) 1tl~~t~t1~'\Jo.:jill~lti1'U f11)fff1fl1~.:j~O 1UU
• OJ

d 'J/

3. f11)tf1'U)l'U)llJ'\JOlJ~
OJ

"" <I'll
4. f11)ltfl)l~'I1'\JOlJ~

OJ

. "
1.1 'lh~'nm(Population) 1~un ~um1'UYiiiI9l1U'I1U.:j.:j1'UI91.:jU~~'U~'I11))~~'lJ\91''U

" " 'j/ " 1

~'U'U '\JO.:j'U~£l'VIf-.lil\9l1vJ~1)lGjf'U11em~.:j ~ln~ (lJ'I11Gjf'U) ~l'Ul'Ul1.:jiY'U 19 fl'U -niiI9l1tmU.:j•
"'VI1.:jf11)'U~m)11.:j'l1lJ~'1'Uo.:jr1m ~ .:jfllW.i1'il~ii ffl'U ':hlJ '1'Uf1n'U~m) U~~fh'l1'U~'U 1t1'Ultl'\Jo.:j

fl'ilf11)~llJ 1flHtY~1.:jf11)~~O.:jr1m

1.2 'UU1~~'U)fh:i( Sample Size) tdO.:j'illf1f11)fff1fJlmfll\9l0'Ut~t11n'UiI'il~t1~
" ..

no '1,rtfl~fll1lJtYl:lJl)(l '1'Uf11)U.u.:j.u'U'\JO.:jfl'ilf11)U'U iifll1lJ ~ltil'U mh.:jV.:j-nH\9l0'Ufl10llJ 'il~I9i'O.:j
OJ

iifll1lJ{fll1lJt,r1 '1'ilt~t11n'UiI 'il~t1~1.:j"l ';hiifll1lJt~t11,r O.:jt~OlJ1t1~u~~ ff .:jf-.l~~no '1,rtfl~fll1lJ

tYl:lJl)(l '1'Uf11)u.u.:j.u'Umh~uV1 'il~.:j Hfff1fll~.:jtll'l1'U ~'\J'Ul~'\JO.:j1911mh.:j~'1oNtil'U1911U'VI'U'1'U
OJ

f1nfff1fl11~t1'1oNf1cilJI911mjNtil'U~ Otl~~ 100 'il1f1U)~Gjflm yb '1,r1~~1'U l'Uf1cilJI9110ril.:jt'Vhn'U..
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'JI JI " J/

lh~'lflm hW1'U 19 fl'U ~~U'U mhJwi1Bdl~1'Um'jffm:l1rli'~i1 ~B ~1'U1'UN1J~'Hl'j11~lnJ~. '"
Q,I Q,I tq31 I 91 ~ QI fjJ 31.<:::). Q.I j} ~ Q.I oC),Q.I

'Ylm~~1J B'U t~Uf1 fol1J'j'H1'j'j~~1J\9l'Ufol1J'j'Hln~~1Jf1m~ Un~fol1J'j'Hln~~1J1:1'~ '\Jf)~1JaJ'Yl
q CU CU qJ CU

"foltl\9livh~1':il'lf1J~ l~n~~ ~ln~(ll'Hl'lf'U)•

t " " 'JJ" a a ~ ~ 01 'Pl 0 .di Q.I c:! 1 'P2.1 tll'HT'HUfl'1M'lHl ~fl'jB~llf)'Yl 'If 'Um'j'Yllft'f1lJlfl'j~'U'il~ 'lfU1J1J1:1'B1Jtl111

(Questionnaire) 1'UEm.H'u~m'j loM''HmtmJu 1J1Jfol1:1'lln'U1'U'lf~U1J1J1:1'B1Jtl111\9ll1l1J'j ~~~'Um B1J'" .
fl1l11il~'\JB~m 'j fff1lJ l~ tll'H 'U~ 11 l~ B1:1'B1Jfll111~~ 1:Yl'j1 'il1~tJ1n1J'j ~~ 1Jfl1l11il ~l ti 'U'\JB~l1U m l'U

" ,.
1J~il'Yl fol~\9l1~~1'jl'1f1J~leJl;'\~~ ~ln~( ll'Hl'1f'U ) l1ihiBiJ'il~Vl1tiB 1~~fl~fl1l111:1'11l1'jfll 'Uf11':i•

"
U~~.u'U'\Jf)~1i'jfl'ill1~ 1'UiJ'il 'il1J'Ulln~f)'U lfl\9l U1J1J1:1'f)1Jtl111~~f1ril1Uti~f)f)f1lil'U 3 \9lf)'U~f)

• q

Iil'U U1J1J1:1'mH1l11111J1J'Hn lVwi11i1f) f1

\9lf)'U~ 2 ~ f)1l1;'1l~V1n1J'j~~1Jmlllil~1 ti'U'\Jf)~l1um l'U ~iJ~f)iJ 'il~v~tif) 1~lfl\9l
'"

fl1l111:1'11l1':ifll'Uf1l'm~~.u'U W 1:1'tl1'Um'JruiJ'il'il1J'UUn~~fll\9l'Hl~ 1'Uf)'Ulfl\9l'\Jf)~fl'ilm'J iJEf1lJw~
q

flltl1111 'UU1J1J1:1'f)1Jtl111~1oM'lil 'UU1J1J1:1'f)1Jtl1111l1\9l'J1.h~lllW wi1111J1J~lfl ~ 'Vl

d/ d rp ,~
fl~U'U'U 5 'H111Vfl ~ l'H'U\9l1Vf)tJl~V~

d/ d 'P
fl~U'U'U 4 'H1l1vm l'H'U\9l1V

d/

11imil 'ilfl~ll'U'U 3 'H1l1Vfl~

d/ 1 • d 'P
fl~ll'U'U 2 l11l1Vm 1ll'H'U\9l1V

d/

11ilti'U ~1Vf)dl~~~fl~ll'U'U 1 'H111tJfl~

\9lf)'U~ 3 ~f)I1:1''Uf)1l'U~Un~fl1111il\9l~ti'UI~1l!~1l1:Yl'Hi'1JiJ'il~V~'U "l ~iJfoln~f)

ml111:1'11l1'Jfll'Umm~~.u'U~1'U~'U "l ~~iJfoln~f)ml111:Yl~~'il'\Jf)~fl'ilm'J iJ~f1lJW~flltl111~l'U

U'U'U1:1'f)1Jtl111~1oM'lil'Uu 'U1J1Jmmll \9l
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, ,
a a ~~ ~~ ~ a a

2.2 fll'1\'1'n'\l iJ81.Jfltl.!ill't'Ufl'18,u.m ~fffl1J1 t~'Vl~HH)'IJfl11lJ\Jfl~ fl~'\Jfl~ Ifl'H)~ lJfl.. "
(validity ) llt'l~fl1,;;m111(1'fl'IJfl11lJl1ll'i1fli1fl'\Jfl~lfl~fl~ijflf1mn (Reliability) ~~ii

2.2.1 fl1';;~';;111(1'fl'IJfl11lJ\Jfl~fl~'\Jfl~lfl~fl~ijfl (validity) 1~t1~f1mJ1 '~ih
d fJI ~ 0 t d'd & '" fjJ ~ ;. 0 91\1]

ll'IJ1J(1'fl1JtI1lJ'Vl(1'';;1~'\J'U'U11(1''Ufl~ flm 111';;t1'Vl'lh mnfl'U fl11fl(1'';;~ 1'VIfl'Vllfl1';;m 111(1'fl1Jll"~llfl t '\J
. "

l,riifl11lJ(Jfl~fl~IVitl~~HI.}f~I'Umn (Content validity)••
2.2.2 'l11111J1J(1'fl1JtI1lJ'1.lVilfl1';;'Vl~t'lfl~1~(Try out) ti1Jfl~lJ~1fl~1~ fl'U'~Ufi

'VIl1ml'U~iiii111'l111~f-i'1J~mn~~mr'U'\Jfl~1J~'I:i'Vl f-j~~'vlvh~ln~ (lJ'I11'lf'U) ~1'U1'U 5 ';;1t1••" " , ,
'11~~111fll1'U'l111J11.lf1J1.l,;;~llfi' '\J111J1J(1'fl1JtI1lJflflflf~ 1l1fll ~11J'Ull1J'IJ(1'fl1JtI1lJVi(1'lJ1J';;W•••

f-i'f1mn '~~ll'U'U fl1';;Ifl1J';;11J';;1lJ'Ii'fllJt'l 111flll1J'lJtlfl'IJtI1lJ~ '~-ff~1 ,rlltlflcilJ~1fl~1~.....
"0 ••. 1 9J 1 'j) 1 Q.I d,

~llJ111'U1'Uu';;~'lflm llt'l~'\Jfl1qjt'l111fllm"~'\Jfl1qjt'l~1~"1 ~~'U
v ~ ~ ~ 'jJ dll] 31v 9J 9J Cl.I ~

3.1 "l/81Jtl'fl\'ltlil1J flfl '\JfllJt'l'VlI~';;'U111flfl1';;fI'Ufl11'11'U~(1'fl
<u q <u 'U

, I 'JI ,
-C:t.Q.I d. d 9J Q.I 9J&, 0 d 9J Q.J' Q.I .c:! -C:t.

llt'l~~1'U111tl'Vllfl(J1'\Jfl~fl'U f-jfl'fl1J1l1~'Vllfl1'Hfl'U'\JfllJ"~~1l\9l1'U'Vl1 - 31 (1'~mfllJ 2546••••
3.2 .u8mn.J&i1Jilij fifl 'li'fllJt'l111flll'U'U(1'fl'UtI1lJ~lfl'U';;1'U';;1lJ '~111flflcilJ~ 1fl~1~ 1~(J

Cd ~ qJ 'U q

o d 'jJ ~ IQ.J d
'V11fl1';;lfl'U';;1'U';;1lJ'\JfllJ"fl1f1(1''U1lJ\9l~11\9l1'U'Vl15 i1WilfllJ - 15 n'U(J1(J'U 2546 1~(J~1ll1'Ufl1';;••

" "11Jmj'U\9lfl'U~~lj ...
.uU\'I81fn 1 Vil'11l1~~fl'\Jflfl11lJj1lJijfl()~f-i''U~'I11';;'\Jfl~ 'U~'I:i'Vlf-j~\9l'vl~1';;l'lf'U~•••

"1~t'l~~ ~lil~ ( lJ'I11'lf'U ) Vi1fl1';;1J1';;111fl11lJfl~lli'U 111fl1.l,;;~'lflm flcilJli11'111J1(J111flll'U'U(1'fl'UtI1lJ.
~fi1'11'U~ llt'l~Vilfl1n1'U';;1lJll'U'U (1'fl'UtI1lJ~ '~~lI'U'Ufl1';; 11~1111'f-i'f1mn••

flfllJ~11\9lfl{ 1~(J1~11.l';;llmlJ1J11~11';;U SPSS 11.0 for Windows••
.frU\'I8U~ 3 'l11f-jt'lfl1';;1Ifl';;1~M~U';;~lJ1t'l'~111fl lU';;llmlJ1J11~11';;U SPSS 11.0..

"for Windows 'U~11i!'Ufl1';;\9l1lJ,j'U\9lfl'Ufl1';;f1mn
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U'U'lH'Hl'UtIllJ

...
, .ld, I.:t. Q.I V d Q.I Q.I

4.2 'Hlfll!1HUJ ( X) ua::iI1"'U'U[J~!m.n.11Y1~~pU(SD) f)'U'lJtl\Jmf)£J1f)'U'j::~'Ufl11lJ

fl~tlftJ'lJtl~f)~lJI9i1tldl~' ~ii~tlil\l.ij£J~h~ "l ~ritl 1,rtn~fl11lJffl:JJl'jtl 1tJf1lm~~,jtJ'lJtl~n\lf1l'j

I · fl11lJ ffl:JJl'jtl 1tJ f1l'j u~~,jtJ'lrtl£J~ff~'" I · ~
fllt m'l£Jtl£J'j::1111~ 1.00 - 1.80 11:JJl£Jtl~•• •. ·'" . I ~

f111lJffl:JJl'jtl 1tJf)l'j u~~,jtJ'lr tl£JflltlHWtl£J'j::1111~ 1.81 - 2.60 l1:JJl£Jm••
I ·'" I · ~

f111lJffl:JJl'jtl 1tJ f1lm ~~,jtJ'l.htJ mn~fllt 'iHWtl£J'j::1111~ 2.61 - 3.40 l1:JJl£Jm••. ·'" • I ~
fI11lJ ffl:JJl'jtll tJ f1lm~~,jtJ:JJlf)fll t'iHW tl£J'j::1111~ 3.41-4.20 l1:JJl£Jm••

I .d I · ~
f111lJffllJl'j tll tJf1l'Ht~ ~,jtJ:JJlf)~ ff~flltmWtJ£J'j::1111~ 4.21 - 5.00 11:JJl£Jtl~•• .
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'lJ't1 't1 4

''If)f)l':ii~m:ll t~ fl'l 11"<0v~ nfl i ~tfl~ fl11lJ fflJJ1'J fIi 'Wf)l'Ht ~ '1'lJ\.1'\Jfl'lli 'Jfl "'Vf~''1,nu
q

1~VlllYil f) 1'J ~1 'J 1" fl 11lJ rl~t If'W,, 1 f)f) ~lJ i1 fl Vl'1 ~'1 t ~ 'W'W11f)'11'W~ jj 1911!!'\111 '1;'1!!~
q

~ ~
~1J~'\11'J'J~~1J~'W~'WhJ '\Jfl'l1J~1r'YIl'Jil\Pllvl~l'Jl'l51J~ l~Hl~'1 ~ltl~ (lJ'\11'l5'W ) ~1'W1'W 19 'J1V
'" q.. ~
1~VlJ1\PlfItI 'J~ ff'l r1t.wflffmn i1'111"<0vYin fl i ~tfl ~ fl 11lJ ffl1J1'J fI i'Wf)1 'Jtt ~ 'I'Il'W'\Jfl 'I fl" f)1 'J ..1'1i 'W

q

11""U'W!!~~fl'Wlfl\Pl
q

3J~ lit 'j) 0 'jJ d lfJ 'j) & Q fI ~Q

I'Jftf)EJ1t~'Wl'\JfllJ~'Y1t~ "1f)f)1'J ftf)EllJJ11tfl'J l~'\1'Y11'1fffl\Pl
'" '"

'J~1J1JflfllJ~1t\Plfl{ l~vii'lt1mm1JbYlt~"'JtI SPSS for win ( Statistical for the social science for
'"

window ) ~'1nl'\1'W~'J~~1Jfl11lJt~flJ'Wi'Wf)1'J'YI~fffl1J'YI1'1ffi1~ Yi'J~~1J'llV~lflty .05 i'Wf)1'J
o Q rI 'jJ 3J& lfJ 'j) 0 QJ d'

'Wltff'Wfll'J~f)1'J1tfl'J1~'\1'\JfllJ~ I'Jftf)Ell ~~'Wltff'Wfl~'1'W
'" '"

.. ~
YilJ~fl1l" <ovYinfli ~tfl~fl11lJ fflJJ1'JfI i 'Wf11m~'1'1l'W'\Jfl'lfl"f)1'J ..1'1i 'W11""U'Wlt~~fl'Wlfl\Pl

q

~ GJ 0 Q rlj}

t'Wflfl11lJff~~1f) t'Wf)1'J'Wltff'Wfll'J~f)1'J 1tfl'J l~'\1'\JfllJ ~
'"~

bYt1J~f)ElW'YI1'1ffi1~JJ1i i'~'1.u

N

X

S.D. " dmff1'Wt1JV'It1J'WJJ1\Pl'J~1'W(Standard Deviation)
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,
•••f1elUll 1

.
\9l1'H~Yi4.1 i:1f1'1:lUl~ri1'W1Jflfli;l'\JtJ~'Ynrf1':ll'I.Jf1ci1l1911tJcil~••

)111

BlfJ•
19l1f1i125 11
25 - 34 11
35 - 4411

'j/

45 11~'W'u
)111

OJ "'i
~~YI'IJm~ffmn

19l1f1ilU1illilll\9l~u u

U1t1Jt1Jl\9l~

U1t1Jt1Jll'1'1

U1 t1Jt1J1!tJf1

)111

)111

11

8

19

o
5

8

6

19

o
8

11

o

19

11

5

3

19

57.9

42.1

100.0

0.0

26.3

42.1

31.6

100.0

0.0
42.1

57.9

0.0

100.0

57.9

26.3

15.8

100.0
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1l1'H~~ 4.1 (IPltl)

..., , ...,
;innl!

y
tl fll:l W:: illl! 1.Jfl fl tl 'U6~'Wl!fl ~ ll! 'Hl£Ii;l;::

q

61fJ~1l!1l! ~ 1tnnl~~ll!ifmrUl!

~lfl'h 3 tJ 11 57.9

3-6tJ 8 42.1

7-9tJ 0 0.0

"
10 tJ~'U'tl 0 0.0

l1:JJ 19 100.0

~m~tl lJtJ1t1tl~l:::l1'h~ 25 -34 tJ ftltlrt::: 26.3 'i)'Utlllflf1'loJ1l:::~'Utlj'U1U111'Vl:JJ1fl~{l'fl ftltlrt:::
q <u u u q

57.9 ri1'U~m~tl'i)'Utlj'U1U111l~ ':JlJl:::~'U~lfl';i1tlj'U1U111l~ l'l~tl{l'~fl';htlj'U1U111'Vl t1J'UN'Uj'l'lll
tlu Uti 'U Uti 'U

'" 9J d 9J ,;:'1 9J "" '" 9J ,;:'1 9Jd
l:::fl'Ull'U:JJ1fl'Vl{l'fl ltltlrt::: 57.9 ltl~rt~:JJ1tlJ'UH'Ull'llll:::fl'UflrtN ltltlrt::: 26.3 Urt:::tlJ'UH:JJtJ1t1

q <u <u q

~ij~enjl1.utl~riij 1..r~nVlfl11tl~ltll1~ 1'\.!fll1H,j~.uwUij~nl1fll1 ..r~1'\.!

ifl1111J'\.!Htl ~ij '\.!lfWl
q

" ,
tlllltflll:::r1fil{l'i1~t1jtl~vr'U 'lJtl~il'i)>Utlyhitl'll1'lflflfl11:JJ{l'1:JJ1lfl'1'UflU u,;~,r'U'lJtl~

"'UHJ'Vl f-.l~ll''Yh~Ul'lf'U~ l~m~~ ~lnfl (:JJl'll'lf'U) 1l1:JJfl11:JJilfltlf'U'lJtl~'VlUml'Uflri:JJ1'l1tl~N..
1fl tI'1~!fltl! ct1fi m~~tI'Vll~trt'IJf1W1ll1{l'fl ~'1M'llf 'U11'Vlflil 'i)>UtllJHrtIPltlfl1 1:JJ{l'l:JJ1lfI 'VlN tlll u,; ~,r'U.& .
9f~U{l'fl~lfltl1l1nrYi 4.2 - 4.16
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\9l1n~~ 4.2 ~llQ ~fJU(;1:::riT\'HrlfJ~t'U'U1Jl\9l1~1l'U'\Jtl~1:::~'Ufl111l~\9l!lt'Ut 'UiJ'il~fJ~l'UlfffJl1rnl /

" .
fll1f1'il / till'l11JlfJ l1~Vii~iiflnt,*U(;1:::1Ja11~'il~ ~t'UiJ'il~11'U!m:::fl111lm\9l111~t'U

tl'Ulfl\9l

(n) = 19

mllJm~'t11.,'j''l.,!tl'l.,!lflYl

(Expectation)

(n) = 19
oJ oJ 1li 1li 1liIl1U Il1U

" " m111l
oJ oJ

fllU fllU l'\1U n1U

mh~ " "fllU fllU
- S.D.Ih eJlh~ X

U~
tn) tn) tn) tn) tn}
% % % % %

(8) (6) (3) (2) - 4.05 1.026

42.1 31.6 15.8 10.5 -

- (14) (3) - (2) 3.53 0.964

- 73.7 15.8 - 10.5

(8) (5) (3) (I) (2) 3.84 1.344

42.1 26.3 15.8 5.3 10.5

(10) (7) (2) - - 4.42 0.692

52.6 36.8 10.5 - -

(8) (7) (2) (\) (I) 4.05 1.129

42.1 36.8 \0.5 5.3 5.3

. .;
fllliHUl 3.98 1.031

3.95 0.524

3.63 0.684

3.58 1.828
. .;

fllliHUJ

(14) (3) (2)

- 26.3 63.2 - 10.5

- (5) (12) - (2) 3.05 0.848

- (13) (3) (]) (2) 3.42 1.017

- 68.4 15.8 5.3 10.5

(5) (9) (3) (I) (I) 3.841.068

~Q.I QJ r! QJ ~

ltnJ'flft'l.,! I 't'I'l.,!1ifl~

I d:1l'tnllfJ

• d
fl1llJffll'lll

" . ~fffl11~ U1~l'leJlJm'l ~l'Il'l'll'U

Q Q.o' Q.I tI ""'"
1ffU'I'1fl''UI fIl'lflll UI'l~

Itll'\1lJ1U

1ffU'I1fl'U/flUi)llUI'l~lth'\11J1U - 73.7 15.8 10.5 -

1" "~\lfWlil'lUI'l~ l'\1lJl~ fflJ ~llJ

iifll~H'ml~,jiiml~~.,'j
''l.,!if~1JU'l.,! (Actual)

11'l1'\1lJ1U'IleJ'l1J~1l'l'1ijff1'U'\hu 26.3 47.4 15.8 5.3 5.3

111flu ~hI'U'U1!'l n1l1h~ ff1J

U~
tn) tn) tn) tn) tn}
% % % % %

~ Q,I 'd""" Q,I Q.I .I
3.1J':ilJ'I'1'1leJ'l11l'UlJ1ffU'I'1fl''U

I f1Ui)llUI'l~ltll'\1lJ1U li'l'U~

" 1 ~"l'lll llUI'l~'l1Jt'lleJ'lllflmm

l'!f)~lU

4. UH'U'l1'U1'U'\1'I11U'l1'U'IleJ'l'Yh'U (2) (14) (3)

ijfl1llJfflJ~'U,jI~eJlJ lU'lfl1J 10.5 73.7 15.8

2.1J~1l'l'1'1leJ'lvil'Ulll~ leJf1lff111

vil'U ij I'h'U oj 1lJ 1'Uf)mh'\1'U ~

"'" Q.I Q.I tI """
5. 1ffu'I'1fl''U I fIl'lflll UI'l~
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1l1f1~1'j1~~ 4.2 ff11JntlffnJH"f11'j1!fl'j1~'l'h~~'IJfl111J~f1!~'U ,~~~if
q

"
~~~'lJfl111Jfl~!'t1'U''Uif.ll'iJU'U H"f11'j ffmn~'IJ';h hJ.fl1~'j 11Jl1~'\11Jf1'\JtJ~i1ll,r tI~l'U

1-ff£Jl1rYlJ/~'U1iflll /dl1'\11J1t1 mi1J19l1mh~ijfl111J!~'Ui'U'j~~'IJ !~'U~1t1 (X = 3.58) '\11J1t1f1111J
q

';h i1l1,rtl~l'U 1-fftll1rYlJ/~'U1iflll /d11'\11J1t1'~ijf11'j i ,*lm~tl~1J'~ll~ ~i 'Uilll~1J''U U,,~!rJ'Uilll ,rtl~

titJ i 11'lflflfl111Jff11J1'jtl i 'Uf11'jU.,j~.,j'UlrJ'UtJth~1J1f1 lf1t1i 'U.u'tJfhm1JUH'U~l'U i 'Um11t1~1'U'\JtJ~

'Vi1'Uijfl111J-ff1J~'U,r!~tJ1Jlt1~ti'IJ!i11'\11J1t1'\JtJ~'IJ~f1'1'lij~lm~tlff~fffl (X = 3.95) lm~~lm~tl
•• q

~lfffl (X = 3.05) i'U.u'tJfhm1J'IJ~f1'1'l'\JtJ~'Vi1'Ul1JflltJf11ffi11''Vi1'Uijri1'U~11Ji'Uf11'jfh'\1'UfI
q

1-fftll1flU/.fl1'j flll !m~l i11'\11J1tl

"~~~'lJfl111Jfl~!'t1'Ul'U6'U UWl H" f11'jffmn~ 'IJ11 i 'U.fl1~ 'j 11Jl1~'\11JfI'lJtJ~i1ll,r tl~ 1'U

l-fftll1flU /~'U1iflll /li11'\11J1tl f1ci1J19l1mh~ijfl111J!1l'Ui'U'j~~'IJ l~'U~1tl (X = 3.98) '\11J1tlfl111J11
q

f1ci1J19l1tJth~!1l'U11 i1ll,rtl~l'Ul-fftll1flU /~'U1iflll /li11'\11J1tl l1J'Ui1ll,rtl~titJ i 11'lflflfl111Jff11J1'j tl•
i 'Uf11m.,j~.,j'U i 'UtJ'U1f1\91lrJ'UtJth~1J1f1 hw i 'U.u'tJfl1m1JUH'U ~1'Ui 'U'\1111tl~1'U'\JtJ~'Vi1'Uij

f1111J-ff1JTI'U,rl~tJ1Jltl~ti'IJli11'\11J1tl'\JtJ~'IJ~f1'1'lij~1l'u~tlff~ff\Pl (X = 4.42) U"~~lm~tl~lff\Pl....
(X = 3.53) i'U.u'tJfhm1J'lJ1f1'1'l'\JtJ~'Vi1'Ul1J\PlltJf11ffi11''Vi1'Uijri1'U~h1Ji'Uf11'jtl1'\1'U\Pll-fftll1flU/

.fl1'jflll U"~li11'\11J1tl
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.
d

~lnn'l 4.3 fi 1m ~tJUCl~ri'nHrl tJ,mJ'u lll~';j il1lJ'tItl~ ';j~~1Jfld1:JJfl~!li lJilJU 1l.ij'tJ~ llJ flCltJ'VI£...
" .

'VI1~fll';ju'ti~'Ii'lJ l1~.yj'~ijfll';i t~uCl~llfitr~ll~ ~'1lJU 11~trlJUCl~f1d1:JJfl1~'wh t lJ

tllJ1f1~

flilQ'tltl,,rn1J1J1lJ'tl'\Jf)~l'il'U - 21.1 52,6 \5.8 \ 0.5

fl11Jli'llVlMl~ 1'UeJ'UlflVl

(Expectation)

(n) = 19
d d 11i 11i 11il'I1U 111U

" " mJ1\l d d
~1fJ ~1fJ l'I1U 111U

oth~ " "~1fJ ~1fJ
- S.D.U~ oth~ X

U~
In) In) In) \n) In)
% % % % %

(8) (5) (3) (I) (2) 3,84 1,344

42,\ 26,3 15,8 5,3 \0,5

(5) (II) (I) (2) - 4.00 0.882

26,3 57,9 5.3 10,5 -

(5) (4) (3) (6) (I) 3,32 1,336

26,3 21.1 15,8 3 \.6 5,3

(5) (5) (4) (3) (2) 3.42 1,346

26,3 26.3 21.1 15.8 10,5

(5) (5) (6) (2) (I) 3.58 \,170

26.3 26,3 3 \.6 10.5 5,3

, ••fill iliUJ 3.63 1.2163.26 0.904

" "~1fJ ~1fJ

oth~ X S.D.

. ..
flll il iUI

(n) = 19

'" 1" _f~~ oIClJlm'j ~!!tl::1J{)1JVI;)'j~

1'Uif;)~u'U(Actual)

(4) (10) (3) (2) 2.84 0,898

(1O) (6) (2) (I) 3.32 0,885

- (13) (4) (2) - 3,580,692

- 68.4 21.1 \ 0.5 -

- (7) (8) (3) (1) 3.11 0.875

- 52.6 31.6 ]0.5 5.3

15.8 42.\ 26,3 5,3 10,5

In) In) In) In) In)
% % % % %

do"
flU 'tl11'1l.llHI 'UlflilQ'rI1il.ll

~hI'U'UflU 'It{f)£h~ii

Ih::iY'tllif-lil

Q,I 'j/ " dJ
fl1J f1l'J ff'J HmHJ'tllH'VWfll'J

U~~'ll'U

~ ..
fll'J11fl'Jl::'I1Uil::f1l'J1HUf-l'U - 36,8 42,\ \5.8 5,3

•. ?t • '"
flilQ'tl1iI1J'Uf.ltIl~fl

< , ••••
fHlf,/'rI1i'rlHfl11!!'1WIlU

I. 1J1lJ'tl'\Jf)~'thu,,rfl11lJl'hflt)j (3) (8) (5) (I) (2) 3.47 1.172

~ ".fl1Jfffll'VH I1fl il f)}Jf)t!~HIf)fl

11ill

. '" " " ,,3. 'tll'U}Jml}J~fl11lJl'\Jl \J 'U
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d ~ G' Q,I ~ d 1II 31Q,1 ~

'illfl\9Il'n~Vl 4.3 ~llJ1':ifHY'j1Jj:-H'lfll'j 1~1'I'j1~'\1'j~1'I'lJ1'I11lJfWll'\1'Utl'll'l.:j'U
q

"
'i~~'Ul'll1'llflflA-HU 'uifmruu !}ftlfl1':i ffm:ll~'lJ"h 1'Ufl1~ 'j 1lJl1.:j'\1lJl'I'IIfl.:jtJ'il~t'J~l'U

q

fl"t'JVlnVlNfll'ju.u.:j.u'U flcilJI9l1fl~Ni1mllJ~ll'U1'U'j~~'lJ '~U'll1'il (X = 3.26) '\1lJ1t'JmllJil
q q

tJ 'il~t'J~l'Ufl"~VlnV11.:jfllm.u.:j.u'U '~i1fll'j 1~u,,~1Jii,r~'il1.:j 1'UtJ'il~,r'U ~m~~i:l'UtJ'il~t'J~fifl1 'li'tnl'l

1'111lJ~1lJ1'jfl1 'Ufll'j u.u.:j.u'U'1'U'j~~'lJ'lh'Uflm.:j 11'1t'J'1'U.umllflllJ'lJ1rJVl'llfl.:j'Vh'U iJfll'j1Jr'lJ~1J~t'J'U

cI 9J 31 Q,I j/ • .d' d. - , d
fl"t'JVl1i'1'\1~fll'll'l"fl.:jfl'lJ~fl1~~I1I'1"fllJflt'J\9mfll'll1m lJl'I1t'iWt'J~.:j~1'I (X = 3.58) U,,~l'Il~lWt'J

q cu cu q

~1~1'I (X = 2.84) 1'U.umllflllJ'Vh'Ui1ri1'Uj1lJ1'Ufll'jf11'\1'Ul'lfl"t'JVl£1'1i'n'lJ'lJ1rJV1'llfl.:j'vh'U
q q

"
'i~~'Uf11111flflA-HU'mmUWl j:-H'lfll'jffmJ1~'lJil 1'Ufl1~'j1lJl1.:j'\1lJl'I'IIfl.:jtJ 'il~t'J~l'U

tI 'Q,1 1 Q,I 'do d GJ Q,I d <jJ - ,

flMVl1iVlNfll'jU'II.:j'll'U fl"lJ\9l1flt'JNlJmllJL'\1'U t'U'j~I'I'lJ L'\1'U1'I1t'J(X = 3.63) '\1lJ1t'J1'I11lJ11
q q

tJ'il~t'J~l'Ufl"t'JVl£Vll.:jfllm.u.:j.u'U~i:l'UtJ'il ~t'J~fifl1 'Ii'~nI'l1'l11lJ~1lJ1'jfl1 'Ufll'j u.u.:j.u'U1'Ufl'U 11'l\9l~i:l'U
q

fl~l.:j lJ1fl 11'1t'J1'U.umll fIllJ 'lJ1rJVl'IIfl.:j'Vh'Ui1flwlH 'lJ!1J~t'J'Ufl" t'JVl£1 'Ii'~fll'll'l ~ fl.:jn'lJ~ fl1~ U11'1~ fllJ
q
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~l'n~~ 4.4 film ~m!,,~riTU!~tJ.:I!1J'W1J1~~~1'W'l.Itl.:l~~~mn1'1J~~!ii'W1'Wil\l~tJ~l'u 1flHff~ 1.:1
" .

tl.:lrlm l1.:1Vi'~ijfl1~1~!m~ll~,j~\l~.:I 1'Willl~,j'WU"~fld1'1Jm~111.:11'Wtl'W1fl~

.• 1" 11"''''''' '"1-1011'lfltt"!: {}U\llil1~

luifil~ii'u(Actual)

(n) = 19

(Expectation)

(n) = 19

~1fJ ~1fJ uu11l n1u llfU
~1fJ ~1rJ

urh~ X S.D.

U~
tn} tn} tn} tn} tn}
% % % % %

111u l11u 'ti ,ti ,ti
~1fJ ~1fJ 1Il111l Illu lllu

" "1l1fJ 1l1fJ

tn} tn} tn} tn} tn}
% % % % %

X S.D.

lfl1~a'-rHl'l~ri'fll1

\. lm~i1'hH)~fi'f1l':i'\JfJ~1J~irl'l (2) (12) (5)

'\JfJ~'VhUjjfll111i'~H\lUllil~I1JU 10.5 63.2 26.3

~1'lh lIl'\JfJ~'V!f1ih(J

- 3.84 0.602 (7) (7) (5)

36.8 36.8 26.3

- 4.11 0.809

(I) (12) - (6) - 3.42 \.017 (6) (7) (3) (3) - 3.84 \.0682. 1J~irl'l'\JfJ~'VhuiJf1U

11J~(JUll1Jil~lm~i1'fl~1l1'jj 5.3 63.2 31.6 3\.6 36.8 15.8 15.8
I QI ~ ,

fI1111flilfJ~WJllil~ (JfllHJU

fJ(h~i1'iJlli1'llfJ

3. 1J~irl'l'\JfJ~'Vhu)ju 1(J1Jl(J~\l~ (6) (4) (5) (4) 2.63 1.]65 (5) (2) (3) (8) (I) 3.11 1.370

1Jf1JffJ':i~1J1J1J~,r~~lUllil~ - 31.6 21.1 26.3 21.1

1Jf 1JfJ~fi'f1l':i1,r)j'\JU lfll~f1il~

26.3 \0.5 \5.8 42.\ 5.3

(8) (8) (I) (2) 3.\6 0.958 (9) (4) (3) (I) (2) 3.89 1.370

f1l':im~\l1(JellUl\lllil~1,r - 42.] 42.] 5.3 10.5 47.4 21.1 \5.8 5.3 10.5

ellUl\l 1Uf1l':i~f1ffU1\ln1J

~1J~,r~~lU

5. 1J~irl'l'\Jij~'Vhu)jf1l':i1Jf1Ji1'l(J - (6) (9) (3) (I) 3.05 0.848 (3) (7) (5) (3) (I) 3.42 1.121

,r~I'11J,rty'IIll1JUllUl':il1J1l1' - 31.6 47.4 15.8 5.3 ]5.8 36.8 26.3 ]5.8 5.3

. ..
flll UiHI 3.22 0.918

, ...
fill UiUI 3.67 1.148
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d ",I ~ tI ~ ~ d 1IJ"cv ef
'illfWI1~UVl4.4 ~1lJ1~(]~11J~Hlf11~1tfl~1~'1-n~mJfl111Jfl~l'H'U t~~~'U

>I

'i~~'l.Iflll'JJftYl!,"'Ul'Uifll~u'U f-Hlfln ffm:m'flrh 1'Ufl1'W~11J..1~'111J~'\ItJ~iJ'il~tJ~l'U

lflH~~l~tJ~fi'm flri1J~1mh~iJfl111Jt~'Ul'U~~~1J 'limll'il (X = 3.22) 'I11JltJfl111Jl1 iJ'il~tJ~l'U•
1fl~~~~l~tJ~fi'm '~iif11~ 1~u~~ll~,j~ 'il~~1'UiJ'il~,j'U u~~t1:l'UiJ'il~tJ~ritJ1M'tn~fl111J~11Jn(] 1'U

f11m";~~'U 1'U~~~1J1l1'Ufl~N l~tJ 1'U~mlltl11J 1flH~~ 1~tJ~fi'f11~'\ItJ~1J~lJl'l'\ltJ~'Vh'UiJfl111J

i~t'il'Uu~~t1:l'U~t~11'il'\ltJ~l'lfl~htJ iJfi1t'i!~tJ~~~~ (X = 3.84) U~~fi1t'i!~tJ~l~~ (X = 2.63 )
q qJ q q

• >I

1'U,j'tJflltl11J1J~lJl'l'\ltJ~'Vh'UiJ'UltJ1J1tJlIi'il~llr1J~tJ~~1J1Jlla,j~~ l'Utm~llr1JtJ~fi'fln 1M'iJ'\I'U1~

>I

'i~~'l.Iflll'JJftYlt'"'Ulmmlfl'" f-Hlflnffmn'W1Jl1 1'Ufl1'W~11J..1~'I11J~'\ItJ~iJ'il~tJ~l'U

1 'j/ tI 'Q,I' d d 9 Q.I d 'j) - , iJ '"
flH~~l~tJ~flm fl~1J\9l1tJtJ1~1Jfl111Jl'H'Ut'U~~~1J l'H'U~1tJ (X = 3.67) 'I1lJ1tJfl111J11 'il'iltJ•

~1'U1fl~~~~ l~tJ~fi'm t1:l'UiJ'il~tJ~ritJ 1M'tn~fl111J~1lJ1~(]1'Uf11~U";~~'U1'UtJ'Ulfl\9lt1J'Umh~1Jlfl

l\9ltJ1'U~tJfi ltl11J1fl~~~~l~tJ~fi'fln 'IJtJ~1J~lJl'l'IJtJ~'Vh'UiJfl111Ji~t 'il'Uu~~t1:l'U~t~ll 'il'IJtJ~l'lm~htJ.
iJfilm~tJ~~~~ (X = 4.11) U~~fi1t'H~tJ~l~\Pl (X = 3.11 ) l'U~tJfiltl11J1J~lJl'l'IJtJ~'Vil'UiJ~ ..

• >I

'UltJ1J1tJlIi'il~llr 1J~tJ1~1J1J1la,j~~l'\...!U~~ll r1JtJ~fi'f1111M'iJ'IJ'Ul\Pltafl~~
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~ l'n:j~ 4.5 fi 1m~t1U~~ril'l-'!!rltl,mJ'U lJl~ 'j )l1'U'IJfl~ 'j ~~1JfI',mJft~!If 'U1 'U1111~t1fi'1'UirlJ 'U1i ';j';j:IJ
" .

fl~rlf1';j l'i'~Yi'fi'ijfll'j 1~u~~tla,j~ 11~~1'U1I1l~,j'Uu~~fI'.n:IJfIl~l1i~ l'U fl'U1f1~

fIl1".f11Vl'trJ,:j'~tl~lfWI

(Expectation)

(n) = 19
d d 11i 11i 11iIl1U ll1U

" " ml'hl d d
flltJ flltJ Il1U Il1U

tl/h~ " "flltJ flltJ
- S.D.U~ tl~l~ X

U~
(n) (n) (n) (0) (0)
% % % % %

(5) (7) (5) (2) - 3.79 0.976

26.3 36.8 26.3 10.5 -

(7) (6) (3) - (3) 3.74 1.408

36.8 31.6 15.8 - 15.8

(5) (3) (4) - (2) 3.47 1.219

26.3 15.8 47.4 - 10.5

(5) (6) (5) (2) (I) 3.63 1.165

26.3 31.6 26.3 10.5 5.3

(5) (3) (8) (2) (I) 3.47 1.172

26.3 15.8 42.1 10.5 5.3

. .;
flll'iliUI 3.62 1.188

X S.D.

3.28 0.888

(3) 3.47 1.219

15.8

" "flltJ flltJ

. .;
flll'iliUJ

- (11) (5) (2) (1) 3.370.895

- 57.9 26.3 ]0.5 5.3

- 57.9 26.3 10.5 5.3

- (7) (10) (2) - 3.26 0.653

- (3) (14) - (2) 2.95 0.780

- 15.8 73.7 14 ]0.5

(2) (II) (3)

10.5 57.9 15.8

tltJ1~

U~
~n) ~n) ~n) ~O) ~n)
% % % % %

"" ,V t1"'''''''' '"".01') 'IIUtl:: {)'UfH),),:j

'~if{lilU~(Actual)

QI •••• do <j/

f)1Jl~U~nlJ'l1lUUf!UU11'Vl

IW:; ~ il1JffU il ~m1lJ ~il ~f)1)

(1I1J1JII~Um1:1.l'\h::'VH1~'lJtN - 36.8 52.6 10.5 -

1J~rJ'l11mnllJ) 11'Ju~m)lJf1J

II":; l,'1li \J'lJil~'l'Jf)~l(J

(n) = 19

2. 1J~rJ'l1'IJil~~lUU1~U~))lJ

'lJil~f)u.yh~lU '.l1lJflUl1'Ju

I l..!l 0

il (Jl~~ illU il ~fflJ 11fflJil

o<::lo Q,l I j.l

4. 1Jnl'l1'IJil~'V1lUlUUfll)

1.H111.1~~II01'IJfll Hl mu

5. 1J~rJ'l1'IJil~~lUil1'f111lJ,hr1t1J - (I I) (5) (2) (I) 3.37 0.895
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d .<C:\ fI Q.I .Q d "1 91ev d
111f1\911'jHVl4.5 ff1'lJl';itlff'jilf-lr:lfll'j 1!m 1::11'j::~'Ufl11'lJfI~Hl1'W t~~~'W• .,
";j::~'Ufll1tlfl~!l1'U 1'UU'\l'i.lu'U f-lr:lfll'j fffn:ll'Yl'U'h , 'WfIl'Yl'j 1'lJ"'~11'lJ~'ll fl~1I11')tI~ 1'W

11"lJ'W'fi'j'j'lJfl~rlm f)"'lJ1911fld1~iifl11'lJ!~'W'l'W'j::~'U i~ml'll1 (X = 3.28) 11'lJ1t1f111'lJ'h 1I11,)tI~1'W•
11"lJ'W'fi'j'j'lJfl~rlm i~iif)l';i '1,*!m~il~1J~ 11~~'l'W1111~1J'WUr:l::! 1'1'W1111,)tI~tlfl 'll1'!f1~f111'lJff1'lJ1'jtl '1'W

f) 1'j!! 'li~'li 'W'1'W'j:: ~'Uil1'W f)r:l1~ 1~tI' 'W;JBrl1tl 1'lJ'U~11''Vl'llfl ~'Vi1'Wii 11"lJ'W'fi'j 'j'lJ'llfl~ f) 1'j Vi 1~1'W~l'lJn'W

!1'1'Wli'lJ~1'Wiiril!'Q~tlff~ff~ (X = 3.47) !!r:l::ril!'Q~tI~lff~ (X = 2.95) 'l'W;Jml1tll'lJ'U~11''Vl'llfl~~ ..
''jJ 'jJ OJ d 'jJ "

'Vll'W!'W'Wfll 'j ff'j Nll"lJ 'W'fi'j 'j 'lJfll'j! 'j tI'W'j 'll fl~ fl~f1 m~ .,
";j::~m111tlfl~!l1'U 1'Utl'U1 iWl f-lr:lfll'jffmn'Yl'U11 '1'WfIl'Yl'jl'lJ";~11'lJ~'llfl~1I11 ,)tI~l'W

Q.I rI IQ,I I..:::! cl, Q.I 091 - '~Q.l9I
11"lJ'W'fi'j'j'lJtl~f1m f)r:l'lJ\9I1tltlN'lJfll1'lJm'W 'W'j::~'U m'W~lt1 (X = 3.62) 11'lJltlfll1'lJl1lJ'il'iltl~1'W•
11"lJ'W'fi'j 'j'lJfl~r1m!1'1 'W1I'il')tI~tltl' l1'!f1~f111'lJff1'lJl'jtl '1'Wfll'j !!'li~'li'W '1'Wfl'W1f1\91!1'1'Wfld1~'lJ 1f) l~tI' 'W

;JBrl1tll'lJ'U ~11''Vl'llfl~'Vi1'WJj11"lJ'W'fi'j 'j 'lJ (!! 'U'UUf-l'Wf111'lJil 'j::;'Ylq~'ll fl~'U ~11''Vll~ tI'j 1'lJ) !1'1'W~tlfl'lJ i''U
,_ I I _

'jJ , !l d' d , d 0 '1 'jJ
!!r:l::!'ll1 'il'llfl~'Vlf)H1t1 'lJfIlmr:ltlff'lff~ (X = 3.79) !!r:l::fIl!lWtl\9l1ff~ (X = 3.47) 'W2 'llfl

q ~ q q
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" .
f)l'nhnu / ~fMlf)1Jl!'Vl'U/ l!H~{J'tll l1{JVi'~iJf)TJ't,*l!'fI~tJfi-u~ll~{J't'UiJll~-u'Ul!'fI~

fldllJfI1~'\11{J't'Uf)'Ulfl~

.. ,V t1"'''''' '"t10Ti '1I11i:1~ f1'UYlll"i.:!

l'Uifll~ii''U (Actual) (Expectation)

(n) = 19 (n) = 19

v "~110 fll0

lJ[h~ X S.D. U~

v v
fll0 fll0

lJ[h~ X S.D.

~n} ~n} ~n} ~n} ~n}

% % % % %
~n} ~n} ~n} ~n} ~n}

% % % % %
'lJ"j"jtJlflll'lfll'nhnl-l/

fji:WIa'lJllflU / II'Hll.:j1'il

\. u~1J't1'IJeJ'l'Vhuhi'rr;mJ (I) (7) (9) (I) (I) 3.320.885 (9) (4) (4) (I) (I) 4.00 1.202

- (9) (7) (3) - 3.32 0.749 (8) (6) (2) (3) - 4.00 \.106

o Q.I Q.I <JJ

'l1'lflt!Jf)Uf)l'Hl''.il'lm'HJlfllfl 5.3 36.8 47.4 5.3 5.3
,,; " 1" ~ dlVleJm::: flU l1'V'llmnl.UJ

fllllJ !\'lJ1'UfllHl Nl'U

2. u~1J't1'IJeJ'lYil'Uiif)l'.i ~~

47.4 2\.1 21.1 5.3 5.3

- 47.4 36.8 15.8 - 42.1 3\.6 10.5 15.8

- (8) (8) (I) (2) 3.160.958 (5) (3) (8) (1) (2) 3.42 1.261

(5) (13) - (I) 3.160.688 (6) (6) (6)

- 42.1 42.1 5.3 ]0.5 26.3 15.8 42.1 5.3 10.5

(I) 3.84 \.068

5.33\.6 3\.6 3\.65.3- 26.3 68.4 -

QJ Q.I rI Q.i et

'l1'lJVi'Ulillil:::fl1llJ'l1'llJflfl

'.i:::11')1'l~1{J

3. Yil'U1~iUi'h~eJUll't1'U~

111lJ1:::'l1'lJllil:::lll'Uli'.i'.ilJ

1uf)mJ5u~'l1'U

4. U~ll't1'IJeJ'lYil'Uiif)l'.i

tliUltl~{J'U~tlllUUfll'.i ~'lh

01'.i l1l'll'U Ihi' 'l1'eJ~flrl' eJ'InU

5. u~1J't1'IJeJ'lYil'UiJf)l'.i1l'lIIN'U/ (3) (3) (10) (I) (2) 3.2\ 1.134 (8) (4) (4) (I) (2) 3.79 1.357

15.8 15.8 52.6 5.3 10.5 42.1 21.1 21.1 5.3 10.5
o 'jJ".. d

O1'.im'll'U'lJeJ'lI\Jll1'Ul't1

eJdwi~I\J'U
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"" ,~l'Hn'l 4.6 (~tJ)

ihn':iH'ua;::t1iilliill~'l All"'fll~l1r'l1uaUlfl~

1uif'il'Quu (Actual)

(n) = 19

ifll~tl~d 'lNa~afl11".tTlm':itI
.. .. 111 hi 1111111-1 1111-1

" " ml' \l
.. ..

1Ufll':iU';'l~U fl1U fl1U 1111-1 1111-1

mh~ " "fl1U fl1U
- S.D.V~ m;l~ X

V~

(Expectation)

(n) = 19
.. .. 111 111 1111111-1 1111-1

" " ml'll
.. ..

fl1U fl1U 1111-1 1111-1

mh~ " "fl1U fl1U
- S.D.V~ ()th~ X

V~
~n) ~n) ~n) ~n) ~n) ~n) ~n) ~n) ~n) ~n)
% % % % % % % % % %

6. 1J~l1'1'l'IJ()~ .•hwih;::1J1Jf1l'.i (3) (2) (12) (1) (1) 3.26 0.991 (8) (2) (7) (I) (1) 3.79 1.228
I .d. "

1l1mHWHl1Jtl'l'l'W'I'lI'W'W 15.8 10.5 63.2 5.3 5.3 42.1 10.5 36.8 5.3 5.3

, ..
fl lIiHlfJ 3.24 0.901

, ..
filliHltl 3.81 1.204

d ~ cI Q) ~ cl lI]31QJd
111fl~l'Hnl 4.6 bY11Jl1t1bY11J~Hlfll'Jllm1~'I11~~1Jfll1lJfl~mlJ !~~~lJ

q

"
'J~I911Jm1lJf1~ll1lJ' lJUl1l11JlJ lAIi1fll'Jftfl'lJl~1J';h , lJfIl~'J llJY1~'I1lJ~'UtJ~Ul1~t11>l1lJ

q

1J1'JtIlfllfYfll'Jvhnu / 1AIi1~tJ1Jll'VI'U/ llHl1~'l1 flcilJ\911tJVNnm1lJll1lJ'lJ1~1911J hillUil1<u q

X ' ~ '" ~ 0 'I liJ ~c! 'I ~( = 3.24) 'I11J1tlm1lJl1 lJl1l1tl~llJ1J'J'Jtl1fllfYfll'J'VI1~llJ / 1AIi1~tJ1Jll'VIlJ/ 111~11~111 !~lJfll'J l'lf
<u

lli1~1Jfi1J~111~, 'UUl1~1JlJ lli1~I~lJi1l1 ~t1~ritJ' li'1f1~m1lJ bY11Jl':itli lJ fllm ~~'lllJ i lJ1~ 1911J1J1lJflm~

1~t1'1.lJ,j'tJfl1tlllJ1J1fl'VI'UtJ~'Vi1lJ'I.li'fll1mY1fltun1Jfll'J bY!N1J11 t11fllfYl~tJm~~lJ' li'~'l1 m1lJ nu q

fll1lJ bY'lli 'UfllJvh~ 1'U lli1~,j'tJtIllJ1J 1fl 'VI'u tJ~'Vi1lJn fll1 ~~ f111m 1lJl~tJ bY!1~fll1lJ fflJ vrlJ -Blli1~
q

bY1iJfl~'J~wh~~ltl n~lm~t1bY~bY~ (X = 3.32) lli1~~lm~t1~lbY~ (X = 3.16) 'I.lJ 2 ,j'tJ<u q q

fl1tlllJ fitJ ,j'tJfl1tlllJ'Vi1lJ'~f1J~ 1~ tJ1Jll'VIlJ~mlJl:::;b1'lJlli1~!~lJ'Ii'J'JlJ' lJ fll'J1Jfi1J~~llJ lli1:::;,j'tJ

fl1tlllJ 1J1fl 'VI'u tJ~'Vi1lJn fll'J 1Jf 1J11J~ t1lJ11J111J1Jfll'J 11~'I.l1fll'J'Vh~1lJ'I.li'bYtJ~fl~ tJ~n1JbYfll1~fll'J W
<u <u

Q.I .0::::\ d &, ~ Q.I 9J

J:::;~1Jfll1lJfl~mlJ' lJtJlJlfl~ Hi1fll'j fYfl'lJl~1Jl1 , lJfIl~'j llJ'VI'I'I1lJ~'UtJ'IU'Il'Iltl~llJ

1J'j1t11fllfYfll'jvh~llJ / 1AIi1~tJ1Jll'VIlJ/ llHl1~'I.l1 flcilJl9iltJVNnm1lJll1lJ'l.lJ1~1911J 111lJ1>l1t1
<u q

(X = 3.81) 'I11J1tlfll1lJil U'Il~t1l>lllJ1J'j'jtl1fllfYfll'jvh~llJ / Hi1~tJ1Jll'VIlJ/ llHl1~'l1l~lJUl1~t1~
<u

o Q.I Q.I 31 ~ 'jJ 9 'JJ Q.I d. I» 0 9J
m1lJ bY1fltufl1Jfll'jbY11~1J'j 'j t11fllfYl~tJm :::;~lJ1'I1~lJ fl~llJ lJm1lJb1''U1lJ fll'j'Vll~llJ lli1~'UtJtIllJu q q

1J1fl'VI'UtJ~'Vi1lJnfll'J~~f1l1m 'jlJl~ml! Nm1lJfflJvr'U-Blli1~b1'111fl~'j:::;'I1il'l~ltl n~ll'Q ~t1b1''1bY~
<u q

(X = 4.00) lli1:::;~ll'i:j,~t1~lbY~(X = 3.42) 'lJ,j'tJflltlllJ1J1fl'VI'UtJ~'Vi1lJnfll'J1Jf1JI1J~t1lJ'j1JIl1J1J
q <u

fll11l~11lfll1~1~llJ 111bYtJ~f1~tJ~n1JbYfl11~fll'jW<u



72

" .
1J~111';jU~~j) 11~~U 1 11'll1H{ijfl1';j 1,*u~~aJB1J'~'ij ~ '11'Wu'ij ~1J''Wu~~fnUlmfl111'l

1m)'Wlf1191

(n) = 19

~n) ~n) ~n) ~n) ~n)

% % % % %
<v ~ tI 0

'fIn'll:::n l"i'U"im'H!l;l:::.n n:::fju 1

I. 1J11i'l'1'IJil'rl'huMmllJ~Hltjj (3) (9) (4) (I) (2) 3,53 1.172

fl1UJfll~'trJ~1UtlUlfl~

(Expectation)

(n) = 19
d d 1li 1li 1li11111 11111

" " mJlIl d d
f111J f111J 1lI11 11111

lldl~ " "f111J f111J
- S.D.U~ 111JH X

U~
~n) ~n) ~n) ~n) ~n)

% % % % %

(8) (4) (4) (I) (2) 3.79 1.357

42.1 21.1 21.1 5.3 10.5

(9) (3) (2) (5) - 3.84 1.302

47.4 15.8 10.5 26.3 -

(9) (3) (4) (3) - 3.95 1.177

47.4 15.8 21.1 15.8 -

- (12) (2) (4) (I) 3.32 1.003

- 63.2 10.5 21.1 5.3

(5) (7) (4) (2) (I) 3.68 1.157

26.3 36.8 21.1 10.5 5.3

. ••f11111l;l[J 3.72 1.199

3.47 0.964

3.32 0.957
I ••

f\ 1I11l;l[J

(4) (10) (4) (I) 2.890.809

(13) (3) (2) (I) 3.47 0,905

- 68.4 15.8 10.5 5.3

- 21.] 52.6 21.1 5.3

(I) (12) (I) (5)

(I) (7) (8) (2) (I) 3.26 0.933

5.3 36.8 42.1 10.5 5.3

Q.I 'jJ 'jJ 0 d 'jJ
f)1Jf)l'H1'1 1'1fll 1:::J;jUl 'fll'U'U 15.8 47.4 21.1 5.3 10.5

ihJ'Il'U

l1lJ'I1'Uillf)fhEJ~N '1 (cross 5.3 63.2 5.3 26.3

function) ~ ffllJl'HIU 'l:::ffl'U

'11'Un'U'l:::'\111'lfhdltl

" oJ.UCl:::ff'll'lflll:::J;j'U lU1J1J

ijm,H'!ltl:::tlilllii,,~~
1uU"1lUU (Actual)

.
2. 1J11i'fl'IJil'lyh'Uijf)mi~~'1

" "f111J f111J

lldl~ X S.D.

U~

.
3. 1J11J'fl'IJemh'UiJf1l'l~~~'1

'11JU'l :::lJ1ill i'Uf)l'l~\llJUl

l1ml'Ui'U'l'jm:::~1J

4. 1J11J'V\'lJeJ'Iyh'Ui,rfl11lJ~1I'1tjj

n1J f)l'l ~~;'1l1lJ'I1'U i 'U'l:::~1J

u~,j~m'l~iJ61Ulill~lJ i'U

f1l'l ~~ir'Uiil"1Iii'Uf)l'ltl1'\.l

~N '1 (self -managing team)

5. 1J11J'fl'IJeJ'Ivil'Ui,rm1lJ~1I'1tjj

i " ".'Uf1l'l ff'l Nfll1:::J;jUl'IJeJ'I
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d c:. "Q,J ~ d lJ] j/Q./ ef
'il1fH9I1'iVlVl4.7 'ff11Jl'H)""':itJ~H'lfll'i 1!f1'i1~11'i~~'Uf1111Jf1~U11'Ut~~.:J'U•

"
~~~'Ufll1t1fl~AliU 'UifllllUU f'H'lf) l'i ffm:ll'Vl'U '.il , 'Ufll'Vl 'i l1Jl1.:J111J~'l.Ifl.:J11'il,rtI•

~1'Ul1m:l~fll'i'U~11l'il!~~flll~H'lJ1 f)~1J1911fl~1.:Jiif1111Jt~'U''U'i~I91'UhJml''il (X = 3.32 )
OJ •

, ~ '" 'JI '" "" 'JI 0 , 'JId , 'JI " I"" "''''' "" , ~ '"111J1t1f1111Jl11J'il'iltl~1'UVlf)'l:l~fll'i'U'i111'il!~~flll~fj'U1 ~1Jfll'i ')fU~~1Jtl'U~'ilH 'U1J'il~'U'Utm~

tll'U 11'il~t1~fifl' ,rtn~f1111J'ff11Jl'itl' 'Ufll'i U.u.:J<U'U''U'i~I91'UtJ1'Uf)m.:J1~t1' mjflfhm1J'U~"jVl'l.lfl.:J
, ,_ r

"'j) OQ,lQ,l 'j) i/ot:1'j)t:1 .r::!'.r::! 1.r::!

VIl'U 11f1111J'ff1f1tuf)'Ufll'i'ff'i1.:Jflll~H'U1V1t'U'UVl1J.:J1'U1JmtlWtl'ff.:J'ff~ (X = 3.53) u~~mm~t1
u <U CU II. - "

1'l1t!~ (X = 2.89) 'mjflfi1m1J'U~"jVl'l.lfl.:J'Yh'U,,rf111mhfltyn'Ufll'i~~I91.:JYi1J.:J1'U''U'i~I91'UtJa1J~

fll'i~iiiJ1'U1'ilt~1J''Ufll'il91~iY'U''il~ltU'Ufll'i~1'U~1.:J "l (self-managing team)
"

'j~~'Ufll1t1fl~tliu lmlU lfIVi H~fll'i fff)'l:ll'Vl 'U11 , 'Ufll'Vl 'i l1Jl1.:J111J~'l.Ifl.:J11'il~t1~1'U

Q.I ~ 'Q,I I.r::! d, Q,I d'jJ - ,

V1f)'l:l~fll'i'U'i111'iU~~flll~ f)~1J~lfltll.:J1Jf1111Jm'U 'U'i~~'U m'U~lt1 (X = 3.72) 111J1t1f1111Jl1•
1I'il~t1~1'Ul1f)'l:l~fll'i'U~ 111'il!~~ flll~H'lJ 1 tll'U1I 'il~t1~fifl' ,rtn~f1111J'ff11J1'itl , 'Ufll'i U.u.:J<U'U''U

OJ

"fl'U 1f1~tll'U fl~N1J1f) 1~t1' 'U'lrflfi1m1J'U~"jVl'l.lfl.:J'Yh'Uiifll ':i>il~I91.:J.:J'UtJ':i~1J1W''Ufll':iYr\PJJ'U1U~~

'ff~1.:Jflll~H'lJ1l!'U'UYi1J'n'U'l'UVlm~fl'U iifiml~t1'ff.:J'ff~ (X = 3,95) tm~fi1m~t1~1'ff~
'U II cu q II

- "
(X = 3.32) ''UoU'flfi1m1J'U~"jVl'l.lfl.:J'Yh'U,,rm1ml1fltyn'Ufll':i>il~I9l~Yi1J.:J1'Ul'U':i~fl'UtJa1J~f)n

~iiiJ1'U1'ilt~1J''Ufll'il9l~iY'Ul'il~ltU'Ufll'i~1'U~1~ "l (self-managing team)
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1Pl1';j1~~ 4.8 rhtll ~mtCl:::"h14t~f.J~t'IJ14lJ1IPl';j i114'lJ()~';j:::~'IJfl111Jfl~tli14 114U'O~f.J~ 114fJWflWHm:::

" ,
fll';jfl1'IJfJ1J 'I1~Yi'~iJfll';j loffuCl:::tJfi11&1'01~114U 'O~1114UCl:::f1111JfI1~111~ 114()141f11Pl

(n) = 19

•• '1Y t1"' •.••. '"JJfll':i t'lnlil::: fl1J~H)':i'l

luifil'iluu (Actual)

.
"'" GI I 0 ..,g

1JHl'\'l 'IJil~'I'll'Ufll'l1'U~ 'IJ'U

5. 1J1ri'\'l'IJil~"I'h'UiJfmnl'l1'U~ (3 (10) (4) (I) (I) 3.68 1.003

lll~'i5!l'U'lJil~~l'UH~l'11i'1J 15.8 52.6 21.1 5.3 5.3

fi \lfl'i 'i lllY1ftill

mlJJf'll~'t'fr'lluf)Ulfl~

(Expectation)

(n) = 19
<l <l 1u 1u 1ullm I11U

" " lllJ1\l
<l <l

~lU ~lU I11U I11U

tlIh~ " "~nu ~lU
- S.D.'ii~ tlIh~ X

'ii~
{n) {n) In) In) In)

% % % % %

(5) (12) (2) - - 4.16 0.602

26.3 63.2 10.5 - -

(5) (11) (2) (I) - 4.05 0.780

26.3 57.9 10.5 5.3 -

(2) (10) (6) - (1) 3.63 0.895

10.5 52.6 31.6 - 5.3

- (13) (4) (2) - 3.58 0.692

- 68.4 21.1 10.5 -

(8) (5) (4) (2) - 4.00 1.054

42.1 26.3 21.1 10.5 -

(8) (7) (3) (I ) - 4.16 0.898

42.1 36.8 15.8 5.3 -

3.32 0.671

- 4.05 0.405

(I) 3.84 0.898

5.3

(8) (9) (2)

- 42.1 47.4 10.5 -

- (17) (I) (I) - 3.84 0.50 I

- 89.5 5.3 5.3 -

(2) (6) (5) (5) (I) 3.16 1.119

(2) (16) (I) -

10.5 31.6 26.3 26.3 5.3

10.5 84.2 5.3 -

" "~lU ~lU

tldl~ X S.D.

'ii~
{n) {n) {n) {n) {n)

% % % % %
flWiI1'n Ui1:::tll'ifllUflU

1. Nil~ntllcnuil:::1J1fll'i~1111'U

NilNil~'1Je)~1J1lh1li 1'UiJ

~ tll illVll tl'U~[JmJ i'1J'\Jil ~

~m~
2. 1J1ri'\'l'IJil~"I'h'UMm1lJ

~Y1ftill0'1Jfln ~ Wl'U11m:::fln

1.H1JlJ~~~ 1'UfJtllillVlilci1~

(TQM , ISO, QC)

• ~"~,, d "14. 'I'll'U 1~'i1Jtlm:::l'i[J'Ut 'U

6. 1J1ri'\'l'IJil~"I'h'Uij'U1[J1Jl[J (3) (12) (3)

~'il\lffil1Jfll'i1J1mH1'U 15.8 63.2 15.8

ilci1~ltJ'U'i :::1JUlm:::ff~11fflJil

. '"~ill'Uil~

3. 1J1ri'\'l'IJil~"I'h'UiJfll'ilh

lflril~iiil 1'Ufll'i \l~flTl

fJtllillVllll H
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.
IPll'Jl-:I'Yi4.8 (I'ltl)

- 31.6 52.6 5.3 10.5

- 10.5 42.1 26.8 10.5

- 36.8 47.4 5.3 10.5

fllUli'llA 'trJ'ilUtlU lflVl

(Expectation)

(n) = 19
d d 111 111 1111l1'U 1l1'U

" " lllilil
d d

Vl1tl ~ltl 1l1'U 1l1'U

" "tltlH Vl1tl Vl1tl
- S.D.[j~ tltlH X

[j~

tn) tn) tn) tn) tn)
% % % % %

- (12) (5) - (2) 3.42 0.961

- 63.2 26.3 - 10.5

(5) (5) (7) (I) (I) 3.63 1.116

26.3 26.3 36.8 5.3 5.3

- (8) (9) - (2) 3.21 0.918

- 42.1 47.4 - 10.5

(I) (14) (2) - (2) 3.63 1.012

5.3 73.7 10.5 - 10.5

(5) (7) (4) (I) (2) 3.63 1.257

26.3 36.8 21.1 5.3 10.5

(5) (7) (4) (I) (2) 3.63 1.257

26.3 36.8 21.1 5.3 10.5

m 2.95 0.780

10.5

m 3.32 1.003

10.5

" "~ltl ~ltl

flIh~ X S.D.

(3) (14) -

15.8 73.7 -

iim')lUui;1:::tliillih)~'i
lui1l1i}UU (Actual)

(n) = 19

- (7) (9) (]) (2) 3.11 0.937

- (6) (10) (1) (2) 3.05 0.911

- (9) (8) (I) (1) 3.32 0.820

- (2) (8) (7) (2) 2.53 0.849

- 47.4 42.1 5.3 5.3

(I) (8) (8)

5.3 42.1 42.1

tn) (n) (n) (n) tn)
% % % % %

L!t o<!t ~.""

ImB~1JB'I1Nfftl~

I O.1J~1J'I1'\JeJ~'Yhll'i,rl'lll1J

fflr1t1j01Jfm~'J111ffeJ1J I
~I -=:., .do 3J

lJ'J :::11JllNMll'J l':i£Jll~ '\JB~

VlUf1.:flll 'illB~rlfl'J

11.1J~1J'I1'\JB~'YhllMl'Ill1J

fflr1t1j01Jf)l'J~'J 111ffB1J

lli1:::U'i:::liJllNi1 f)l'i ffr N

i11.U,hMi1f1l'i'l. ~

(Balanced Scorecard: BSC)

1Jl 'i~'illf)l':ilh:::~iJll~m

12.1J~1J'I1'\JBni111hri1111J

fflr1iy01J f1n ~':i111lYB1J~m:::

.1 ~ ". ~ "lJ':i:::I1JllNClf)l'ilY':iNfJl.Um tl1

VlUmlll

flWiIll'tlm:::fl11fllUfl"

7. 1J~1J'I1'\JeJ':nhuMl'Ill1J

fflr1t1j lli1:::ihtl1i1lJi1f)l'J

lh ::aih.Jll1J 1Ji') i1£Jill VI

""" tI, I

~~~l1JfHl~'I11i'\JB~tJll '\J~

9. 1J~1J'I1'\JB~'ti111Ml'Ill1J

8. 1J~1J'I1'\JB~'Yhll'i,rl'lll1J

fflr1t1j01J f)l'Jfl'J 1 IHYB1J
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.
~l'JVIYi 4.8 (~fl)

'" 1" .1"" ••.•• ""lIfll1 'tIl!t\::;u{)1JYI'il1.:.t

l'Uif'il~u'U (Actual)

(n) = 19

if 'il.ij[J~ti .:.tHt\~()mllli.T11l11 tl
d d

1li 1li 1lil11U l11U

" " mi1'i1 d d

l'Ufll1l!';.:.toU''U
~l/J ~l/J l11U 111U

tlIh~ " "~l/J ~l/J
- S.D.U~ tlIh~ X

U~
(n) (n) (n) (n) tn)
% % % % %

'1f.l1i11'fUltl::fll1fllU'1"

13.lJ~1J'Vl'lHH"i1u1'l1mllJ (3) (7) (7) (1) (I) 3.53 1.020

~hi'1t1!nlJf1l'Hl':il\l~H)lJ llil::: 15.8 36.8 36.8 5.3 5.3

.1 = ". '"U':i:::llJUNilf1lHY':il~fJUlm 11

3.36 0.839

mllli'\lYl'tfl.:.t 1'U()'UlflYl

(Expectation)

(n) = 19
d d

1li 1li 1lil11U l11U

" /ll/J mil \l
d d~l/J 11111 l11U

tlIh~ " "~l/J ~l/J ~ S.D.U~ nUH X

U~
tn) tn) tn) tn) (n)
% % % % %

(5) (10) (2) (2) - 3.95 0.911

26.3 52.6 10.5 10.5 -

. ,,;
m llUlU 3.74 0.950

d ~ a' Q,J ~ cl ll]9JQ.I d
'Olfl~l'Jl'l'Vl 4.8 'ffl:JJl'Jtl'ff'J1lr;.j(lfll'J1!ml~11'J~~'UmllJfl~H11'W !~~'1'W•

"
~~~1Jfl11'lJfl~&-HU 'Uif1l1lilU r;.j(lfll'J ftfl'!:l TVl'Ul1 t'W fIl'Vl 'J1lJ 11'111lJ ~'IJ fl'l 11'O.ij(J~"'W

q

fltufll'VlU(l~fll'Jfl1UfllJ flrilJI9l1fl~1'l~mllJ!lt'Wt'W'J~fl'U '~Ullt'O (X = 3.36) 11:JJl(Jfl1TiJ11...
11'O.ij(JJ{1'WfJtufll'VlU(l~fll'Jfl1'UfJlJ 'J{~fl1'J t ,*u(l~llBu~ '01 'It 'W1I'O~U'W U(l~!1J'W 11'O.ij(J~riflt 'Ii'!n~

f111lJ'ffl:JJl'J tlt 'Wfll'J U<U'I 'll'Wt 'W'J~fl'U1l1'W flm'l 1~(J t 'W'Ii'flflltl1lJr;.ji1~fitu ct1!m~'U1 fll'J~! 1J'W

r;.j(lr;.ji1~'lJfl'l'U1il'Vl'vll'W~f1tufll'Vl!1J'W~(JfllJ1'U'lJfl'l~m~ ~~1!'Q~(J'ff'l'ff~ (X = 4.05) U(l~....
~1!'Q~(J~l'ff~ (X = 2.53) t'W'Ii'mhtl1lJ'U1il'Vl'IJfl'l'l'i1'Wt'li'f111lJbYlrltuU(l~lh!'Vlflilflfll'J1l'J~!iJ'W....
U'U'U~(l(JfIl'Vl (Balanced Scoredcard : BSC)

"
~~~1Jfl11'lJfl~!-HU lUtlU lfl~ r;.j(lfll'J ftmn'Vl 'Ul1 t'W fIl'Vl 'J1lJ 11'111lJ ~ 'IJfl'l 11'O.ij(JJ{1 'W

I Q,I '.e! d eii Q.I d 'jJ - I

f1tufll'VlU(l~fll'Jfl11JfllJ fl(llJ~1fl(JNlJfl11:JJ!11'W !'W'J~1l'U m'W~1(J (X = 3.74) 11lJl(Jfl11lJ11...
1I'O.ij(JJ{1'Wfltufll'VlU(l~fll'Jfl1'UfllJ !1J'W1I'O.ij(J~ri fli'Ii'!n~fl11lJ'ffllJn tli'Wfllm <U'I'll'Wt 'Wfl'Wlfl~••
t1J'Wfl~l'1:JJlfl 1 ~ (Ji'W'Ii'flfll tlllJ r;.ji1~fitu ct1U(l ~ 'U1 fll'J~! ~ 'Wr;.j(lr;.ji1~'IJfl'l 'U1 il'Vl'vl1'W~ fl tufll'Vl!~ 'W~•
(JfllJ1 'U'lJfl'l~m~ U(l~'Ii'flfhmlJ'U1il'Vl'IJfl'l'l'i1'WiJ'W 1(JUl(J~ 'J1'0 'ffflUfll'J'U1111'J '11'WflVN! 1J'W'J~'UU

U(l~'ff~l!'fflJfl ~~lm~(J'ff'l'ff~ (X = 4.16) U(l~~lm~(J~l'ff~ (X = 3.21 ) t'W'Ii'flflltl1lJ'U1il'Vl....
'IJfl,rvh'W t 'Ii'f111lJ bYlrl tut1'Ufll'J f11'UfllJfl' 1m fI~ fl'l~fl'Vl N 'ffi)~....
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" .
ffl'HYlJ!V1ff 11\ll11f1'ijf11'ji,*u~:;;1Jn1J~ 'ilj \li'UiJ'il~1J'UU~:;;frn:lJflWl'\11\l i'We)'Ulfll'1

.• 1" t1"' ••••• '"tlm~ ~!!i;l:::n1J~H)~.:J

1'\.,\i1;)~i1'\.,\ (Actual)

(n) = 19

{)(h~ X S.D. U~

U~

(Expectation)

(n) = 19

" "~lU ~lU

tJdl~ X S.D.

~n) ~n) ~n) ~n) ~n)

% % % % %
~n) ~n) ~n) In) In)

% % % % %

(I) (10) (7) - (I) 3.53 0.841 (9) (7) (2) - (I) 4.21 1.032

1l1f11\,\lauiTl1iT\'\l'nfi (IT)

I. 1J~lJ'I1'IJel·n1Tujjfl1'.i1Jf1J

l1J~m.I'.i~1J1J IT ~H'lufm

~llih.ml.l 111''Il'\.Hl'l1vmj,~

fflJllfflJel

5.3 52.6 36.8 - 5.3 47.4 36.8 10.5 5.3

(I) (9) (3) (6) - 3.260.99] (5) (I I) (2) (I) - 4.05 0.780

l'l1i'11l.l1"Vffl'.iffW'I1R'(IT)1l.l 5.3 47.4 15.8 31.6

fl1'.i~lI'Ul.l ~ '.ifi \lelcil'1l.J1f1

26.3 57.9 10.5 5.3

(4) (8) (I) (5) (I) 3.47 1.264 (11) (6) (I) - (I) 4.37 1.012
I QJ j1 do

ffllJ1'.i 0 ff '111"~'.i1J'lJellJ"'Y1

'Ill.l ffl1V'.i~ldl'1'\1tJ 1V'Ill.l1~

21.1 42.1 5.3 26.3 5.3 57.9 31.6 5.3 - 5.3

, " ~
elVN\Jf1~W'lllfl~'YIW1"1

4.1J1lJ'YI'lJel'l¥i1l.lIUl.lf11'.iH

~ d. 31
'.i~1J1J IT I'VWf11'.iI'.iVl.l~Il"~

ri~'lil1ff1'.i.,j'eJlJ" l~eJ1Jf1J1JH~ ,

(3) (8) (8) -

15.8 42.1 42.1 -

- 3.74 0.733 (3) (13) (3) -

15.8 68.4 15.8 -

- 4.00 0.577

...
fIlluatJ 3.50 0.957

. .;
flllUtltJ 4.16 0.850



78

.c:i .c:. 0' QJ ..:::. d I1IjlQ.ld

~lfWl1'.i 1'l'YI 4.9 '1.'1'llJ1'.ifl'1.'1''.ill~rilin'.i1L'fI'j 1::;'\1'.i::;ffiJfl1111flfll'l1'W Iflfl'l'W•
"~::;~'IJflll1JflvH'"U'Uif1l1lUU NJ:1tll'.ifffl1:ll'rnJ11 'l 'WfllVl'.i11111'l'\111fl'llfl'lil ~ ,)(J~1'W•

L'YIfll'W1!:1V'1.'1'l'.i'1.'1''WL'YIft'tlrill~1fltil'llifl1111n~'W'l'W'.i::;~'IJ Lli'WJl1(J (X = 3.50) '\1111(Jfl1111i1•
il~,)(JJl1'WL'YIfll 'W1 J:1V'1.'1'l'.i'1.'1''WL'YIft'lJ1litll'.i 'l ~HJ:1~llfi'jj~~~ 'I 'l 'Wil ~~'jj'W LLJ:1::;Li:l'Wil~ ,)(J~tifl 'l '11'

Lf1flfl1111'1.'1'11ll'.ifl'l 'Wtll'.i U<U'l,j''WLi:l'Wflti1'llJ1tl lfl(J 'l 'W,rflfhfllll'IJ~I1'Y1'llfl'll'h'WrU''Wtll'.i 'l ~'.i::;'IJ'IJ IT

r~fltll'.i t1(J'WfHJ:1::;ri 'l<U11'1.'1'1'.i,rflllJ:1r~ flllf'IJll'.i 'l'.i::;'IJ'lJ1TItl1'.i'V11'l1'WflJ:1flflnm lifi1m ~(J'1.'1''l'1.'1'fl
/U cu q 'U q

(X = 3.74) LLJ:1::;fi1m~(J~1'1.'1'fl(X = 3.26) 'l'W,rflfl1fllll'IJ~I1'Y1'llfl'll'i1'Wl91'fl'l~'lVl1L'YIfll'W 1!:1v•
'1.'1'1'.i'1.'1''WL'YIft'(IT) 'l 'Wtll'.i~lL'U'W 'Jj'.if1~flti1'llJ1tl•

"~::;~'IJflll1JflvH,"u'uel'\.nflYi NJ:1tll'.ifftl'l:llVl'IJi1 'l 'WfllVl'.i11111'l'\111fl'llfl'lil ~,) (JJl1'W

lid. IQ,I Ie! d'l QJ d9J - ,
L'YIfI1'W1J:1(J'1.'1'1'.i'1.'1''WL'YIft'tlJ:111fl1fl(Jl'lllfl1111l'l1'W 'W'.i::;fl'IJ l'I1'Wfl1(J (X = 4.16) '\1lJ1(Jfl111111•
il~ ,)(JJl1'Wt'YIfll 'W1 J:1V'1.'1'1'.i'1.'1''WL'YIft'Li:l'Wil~,)(J~tifl 'l 'I1'Lf1flfl1111'1.'1'1lJ1'.ifl'l 'Wtllm<u'l,j''W 'l 'Wfl'W1fl\9l

Li:l'Wflti1'llJ1tl 1 fl(J 'l 'W,rflfl1fllm~'IJ'IJ IT 'llfl'l'IJ~I1'Y1l'i1'W'1.'1'1lJ1'.if1ri 'lLLJ:1~f'IJ,rflllJ:1~'l1'W '1.'1'1J(J
OJ

'.i::;'\1il'l'l1l.i1(J'll'W lJ1flti1'lfltll91'fl'lUJ:1~'l1'Wnm lifi1m ~(J'1.'1''l'1.'1'fl(X = 4.37) LLJ:1~fi1m~(J~ l'1.'1'flcu qJ q q

X 'l <JJ 0 ~Q,I I 9J 9<JJ ~ e:l <jJ I' <jJ

( = 4.00) 'W'llflfllfllll'IJ'.i'lJ'YI'llfl'l'YI1'WL'W'Wtll'.i 1'lf'.i~'IJ'IJ IT LVlfltll'.iL'.i(J'W'.iHJ:1~'1.'1''l'll11'1.'1'1'.i'llflllJ:1
OJ OJ

Lviflllf'IJll'.i 'l'.i ~'IJ'lJ1TI tll'.i V11'l1'W\9lCHlflL1m.
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" .
l1-:jYii~iifln 1,*!w~1Jfi1J'&1 'il~-:j1'WU'il,1J''Wml~fl11lJflWI111-:j 1'Wfl'Wlfl\9l

(0) = 19

" "VllU VllU
Odl~ X S.D.

U~
tn) tn) tn) tn) tn)
% % % % %

fll11lfllVl'tf1-3 iuaUlfWI

(Expectation)

(0) = 19

" " ili ili ili11111 11111

" " mi1\) " "i'llU i'llU 11111 11111

Odl~ " "VllU i'llU
- S.D.U~ Odl~ X

U~
tn) tn) tn) tn) tn)
% % % % %

- (17) (2) - - 3.89 0.315

- 89.5 10.5 - -

(5) (9) (4) (I) - 3.95 0.848

26.3 47.4 21.1 5.3 -

- (14) (4) (I) - 3.68 0.582

- 73.7 21.1 5.3 -

- (10) (7) (I) (I) 3.37 0.831

- 52.6 36.8 5.3 5.3

, .;
f111'i1iUJ 3.72 0.6443.43 0.556

3.42 0.597

3.42 0.607

- 3.890.315

. .;
fImum

(8) (10 (I)

(9) (9) (I)

(4) (13) (I) (I) 3.05 0.705

- 89.5 10.5 -

- 21.1 68.4 5.3 5.3

- 47.4 47.4 5.3

l'l'lfll1.l1t1lJflm·jUWl~'I1wn:r1J - 42.1 52.6 5.3

111',*'1.lfll'it1~~1.l'YJ1.lfln

~UWleJ~liY1JeJ

ijm1Hutl:::t.liillii'il;-3
hru'il'j!1JU (Actual)

fll'if.laVi

I. 1J1rJ'I'l'\JeJ~'Yi11.lnnli1~flm1uWl - (17) (2)
.do d , 'jJ
'I'll'VlIN'VIeJWleJf1111JWleJ~fll 'i

'\JeJ~Wlm~'1.liJ\)~U1.l

2. 1J1rJ'I'l'\JeJ~'Yi11.l1~1l1

3. 1J1rJ'I'l'\JeJ~'Yi11.lnflmH1J1J~~

llt1::;~l'lJm'i ::;1J1JfllmUWl

eJIh~~ mu fl~Wlt1eJ~11t11

4. 1J1rJ'I'l'\Jfl~'Yi11.lh1'l'rn1J!hi>lt1!

01J fln fl~ri'1.l fll'i ~ilWlh1l.i"l

flcil~~flIUfl~
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d .C\ tI Q.I .C\ d 13JQ.J ef
lIlf1\9l1nn'l 4.10 ffl:IJl'HHY'nJ~H'lf11':i1tfl':i1~'\1':i~~1Jfl11:IJfl~H'\1'W ~~.:J'W• .,
"i~~'Ufll1'IJft~&,"U 1uif'il1JUU H~ f11':iflfl'lHV~1J'h '1'Wfll'V~':i1:IJ11.:J'\1:IJ~'11t1.:Ji111,)t1

v """'" '''' d'l ",dV X '~"'V~l'Wf11':iH~1'l fl~:lJ1'l1t1t11.:J:lJfl11:IJm'W 'W':i~~1J m'W~1t1 ( = 3.43) '\1:1J1t1fl11:IJ111J1I1ItI~1'W•
f11':iH~l'liif11':i '1~u~~,jfi11~ 1I~.:J'1'WillI~11'W U~~t1'J'WillI ')t1~ntl '1,rtf1~fl1l:IJffl:IJn(l '1'Wf11':iu'\i.:J.u'W

trJ'WtI Vl.:J:IJlfl 1 ~ tI'1'W~ t1f1l(ll:IJ1J~rJ 'Vl'llt1.:J'Vi1'Wiifi 1~.:Jf11':iH~I'l~t'Vl t1.:J'VwlPit1fl 11:IJ19l't1.:Jfln 'IIt1.:JI'l~ l~

'l'WillIlI11'W iifhmgtlff.:Jff~ (X = 3.89) u~~filmgtl~lff~ (X = 3.05) 'l'W~ml1m:IJ1J~rJ'Vl'lltl.:J
q cu q q

'Vil'W'l,rfl1lmhfityfi1Jf11':ifl~ft'Wf11':iH~1'l '1mj "I t1Vl.:JlPimt1t1.:J
.,

"i~~'lJfll1'IJfl~t,"U 1U6U lfl\>l H~ fln fffl'l:l1'W1Jil '1'Wm'W ':i1:IJ11.:J'\1:IJ~ 'IIt1.:JillI,) t1Jl1 'W

f11':iH~1'l mimlTtlVl.:Jiifl1l:IJtlf'W'l'W':i~111J tlf'WJl1t1 (X = 3.72) '\1:1J1t1fl11:IJil i1l1')t1Jll'Wf11':iHi1\9l.
trJ'WillI,)t1~ntl 'l ,rtf1~fl1l:IJffl:1J1':i (l 'l 'Wf11':iu'\i.:J.u'W'1'WtI'W1fll'ltrJ'W t1Vl.:J:IJ1fl 1~t1 'l 'W~ml1m:IJ1J~rJ'Vl

'IIt1.:J'Vi1'WlJliJ It'Vlfll 'Wl~Vf11':iH~\9l~l1'W ff1JtI:IJ1 'l ~'l 'Wf11':i~~I9l''W'Vl'Wf11':iH~l'ltlVtff:IJtI iifilm gtl...
1:!.:Jt'!~ (X = 3.95) u~~filmgtl~lt'!~ (X = 3.37) 'l'W~t1f1lm:IJ1J~rJ'Vl'lltl.:J'Vi1'W'l,rfl11mhfity

fi1Jf11':ifl~ft'Wf11m~1'l 'l mj "I t1Vl.:JlPimt1t1-:!
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.
d

~l'n~'Vl 4.11
• d ,,d Q.f QaGt21Q.1'jJ

fi 1m" tJu,,~~11HlW~! 'U'UlJ1~'j il1'U'\Jfl~ 'j~ ~'Ufi 11lJfi~! 'Vi'U t'U1J1I1ItJ~1'Um 'j ~"1~..., .
l1~Yi'~iJm'j 1~u,,~ufi1J~lI~ ~1'Uilll~1J'U!m~fi11lJfi1~'Vi1~ 1'Ufl'U1fi~

5. u~1J'Vl'IJeJ'l'V;''U)jfl1':iri'lI'iY~lJ (3) (2) (11) (2) (I) 3.21 1.032

f11':i'IJltJllil:;flm.h:;~llYlJVl'U,j 15.8 10.5 57.9 10.5 5.3

d ., •• ., • -OJ 'l"
'Vll'IJ1G'l\,jflfllfl'1lJIU1l1lJ1tJ ~

l1'l'UeJ~l'l~

A11lJA1Yl't'l1-31um.nAYI

(Expectation)

(n) = 19

" " 111 111 1111l1'U 1l1'U

" " 1ll-i11l " "1110 1110 1l1'U 1l1'U

mi1~ " "1110 1110
- S.D.

(j~ mi1~ X

(j~

tn) tn) tn) tn) tn)
% % % % %

(5) (4) (9) (I) - .68 0.946

26.3 21.1 47.4 5.3 -

(5) (3) (10) (I) - 3.63 0.955

26.3 15.8 52.6 5.3 -

(5) (3) (10) (I) - 3.63 0.955

26.3 15.8 52.6 5.3 -

(5) (4) (10) - - 3.74 0.872

26.3 21.1 52.6 - -

- (II) (5) (2) (I) 3.37 0.895

- 57.9 26.3 10.5 5.3

- (10) (7) - (2) 3.32 0.946

- 52.6 36.8 - 10.5

, .;
flllUi:l[l 3.56 0.928

X S.D.

3.21 0.631

- 3.58 0.507

- 3.63 0.496

3.14 0.798

(5) 2.53 0.964

26.3

...
fllliHUJ

d 191 t1"'~'"lJfll'j 'ti!!i:t~ f1'lJYI~'j-3

111if~llUll (Actual)

(n) = 19

(I) (13)

5.3 68.4

(6) (II) (2)

- 31.6 57.9 10.5 -

- (12) (7) -

- 63.2 36.8 -

- 5.3 42.1 -

- 26.3 42.1 5.3 26.3

- (I) (8) -

- (5) (8) (I) (5) 2.68 1.157

mm
(j~

tn) tn) tn) tn) tn)
% % % % %

d .,
i'l':iltJl1eJ (brand)

QJ 'jJ ClI cI
flUf11':i'iY':il'llll'YIilfUJW I

"'" Q,I 'jI Q,I UI tI
m l1U \J~f11':i\,jflfll 'iYlJ'YI'U1i

(CRM ) lJ1H

~ " d d 1lJ'if~~£l'Yli:t'-3Ni:tYl6A11lJi:t'UJl'j(l 1l1'U 1l1'U

fl11Y1i:lWI

I. u~1J'Vl'IJeJ':Il'il'U,,rfrmHhftt)j

.,
\,jfl fll

.
2. u~1J'Vl'IJeJ'l'Vil'U~'l':ilfll

Nt1i'lnW '1'1'IU~flU\MeJ~l'l

1l1lJ1:; 'iYw1'l'U~tJeJlJ'r U'lJeJ'l

~QJ I "'" 'JJ
3. UHJ'Vl'IJeJ'l'Vll'U:lHm:;'iY':il'l

oJ .,
~eJ'l'Vll'l~'l\,jfli'll'iYllJl':iG

l,j'lO'lNt1i'lnw'I'1' IU~f11':i'l~

eJV1'l'iY:;~rJfl

4. u~1J'Vl'IJeJ'l'Vi1'U)jfll':if11l1'U~

lJli'l':i .i}1'UflU ri'llJeJU

Nt1i'lnW 'I'1'llil:; 'iYllJ1':imJ~u~
i'lllJlJli'l':i .i}1'U'l~eJV1'l
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d ~ '" Q.I ~ d lIJ3IQ.I ~
\llfWll'JH'VI 4.11 't'I'11J1'J()'t'I''J1J~'i;lfll'J1Im1~11'J~~1Jfl111JfI~n1'W t~~~'W•

"'i~~1Jfll1'JJfl~Ul1u'Uif'il"l..ru ~'i;lfll':i fff1£ll'V'l1J':h 1'Wtll'V'l'J11Jl1~111J~'IJtl~il 'il1ltI

f1'l'Wfll':i~'i;ll~ f1ci1J~1mh~ijfl111J1~'Wl'W':i~~1J ilillul'il (X = 3.14) 111J1t1f1111J'h il'illltl•
f1'1'Wfll':i~'i;ll~ if1'ijfll':i 1~1t'i;l~1JB,j~ 'il~~1'Wil'il~,j'W ll'i;l~t1:l'Wil'illltl~ntll ,rlfl~f1111J't'I'11J1':i()1'W

fll':i It'Ii~,j 'W1'W'J~~1J1J1'Wmn~ 1~t11'W,rtlfl1m1J1J ~iJ 'VI'IJtl~l'h'W ij f1n n111'W~ 1J1~'Ji1'W fll':i ci~1Jtl1J

~~~ti'w~1t'i;l~'t'I'11J1':i()1JB,j~~11JlJl~ ':ii1'Wif1'mh~'t'I'tl~f1atl~~tlldtl~ ijrhm ~t1~ ~~~

(X = 3.63) 1t'i;l~rhm~t1~l't'1'~ (X = 2.53) 1'W,rtlfl1m1J1J~iJ'VI'lJtl~"h'Wi~un~1J1J1J~l1nll~fll':i•
tlm~h~m~''Wlr (CRM) 1J11~

"'i~~1Jfll1'JJflYl!l1U'UBU lfl\l1 ~'i;lfll 'j fff1£ll'V'l1J11 1'Wtll'V'l':i11J11~111Jfl'IJtl~ il 'il1ltI

f1'l'Wfll':i~'i;llfl f1ci1J~1tl~Hnfl111J1~'Wl'W':i~~1J 1~'Wf1'1t1(X = 3.56) 111J1t1f1111J11il'illltl•
f1'l'Wfll':i~'i;llfll1:l'Wil'illltl~ntll ,rlflflfl111J't'I'11J1'j ()1'Wfll':ill 'Ii~,j'W1'Wtl'W1f1~I1:l'Wtl~1~1J1f1lfltll 'W

,r tlfl 1()11J1J~iJ'VI'IJtl ~vi1'Wij fll ':in111'WfllJl fl':i~ 1'Wfll':i ci~1Jtl1J~~ ~ti'W~It'i;l~ 't'I'11J1':i()1J~,j~ ~ 11J

1J1~':i]1'Wif1'tl~H't'I'tlflfl~tl~~tlldtl~ ij~1l'H~t1~~~fl (X = 3.74) ll'i;l~~lll~~t1~l~~ (X = 3.32)

1'W,rtlfl1m1J1J~iJ'VI'lJtl~vi1'Wi~un~1J1J1J~m'j llflfll'j'i;lf1ri'l~m~'W£ (CRM) 1J11~•.
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~l'H~~ 4.12 ~lm ~tJu":;,,hWt~tJ~t1J'UlJ1~'j!l'U"fl~'j:;~1JfnllJ~~tM'U l'UU'il~tJ~l'Uf11'jl~mt":;
" .

.w\P1J'Ull1~Vii~iJf11'j1i'tm:;1JBl1~ 'il~~1'Uu'il~11'Utm:;fl11lJm~'\11~1'Ufl'Ulfl~

t=t 1V tJA<L.AC!lA
t1fll'i '!flUI:: {)1.J~i1~-3

'lfUiliJU'U (Actual)

(n) = 19

if i1.ij[J~ti-3Hl,wi t) f111lJ ll'11Jl~ i:I " " hi lJJ hi111'U 111'U

" " mih " "
''Ufll~l!,j-3;{'U

f'lltJ f'lltJ 111'U 11111

mh~ " "f'lltJ f'lltJ
- S.D.th fldl~ X

th
~n) ~n) ~n} ~n} ~n)
% % % % %

fl1'Jl;)fJlliI::n\llt'Ul

\.
~ IV I d ."" j.I

(6) (10) (I) (2) 3.05 0.911UnJ'l1'IJil~'I'111Ulf1lHI~f1'W -
jI "..~ U """ "ll~::ff'll~ff'l'lflff~ 'l::ml5I - 3\.6 52.6 5.3 10.5

1l~::fI11lJ~~ l'\1Uil il f11J1ilcil~

"j

~ill'Wil~

2. U~11'1'1'IJil~l'h'W I l1f111lJ 'th~ty (3) (7) (6) (2) (I) 3.47 1.073

ll~:: ~~ff'l 'l ~U1h ::lJlru!~il 15.8 36.8 3\.6 10.5 5.3

f1nl~mm::~\iJJ'Wlilcil~

" ~1111J1::fflJll~:: ffil~f1~ il~f1U

flll::~~l~

3. U~1I'I'1'IJil~l'h'W!t1~lilf1lff'\11 - (7) (9) (I) (2) 3.11 0.937

'VlUf1~l'WiJdl'W oj llJ l'Wf1n - 36.8 47.4 5.3 10.5
'j/ "...,,;, 11 ."" "..

ff'lNff'l'lflff~ 'l::~lJ5Ill~::

fI11lJ~~ I '\1U'l

4. ""'" IV I ."" " (6) (10) (I) (2)m lJ'I'1'IJil~'l'll'WffllJl'Hlfl~f1'W - 3.05 0.911
~ .""".. """
ff~l.h::~lJ 5Ill~::fI11lJfI~ - 3\.6 52.6 5.3 10.5

l'\1U'l ~'l ~nUfl11lJ~il~f1l'l

"'lJil~\Jf1l'll . .;
flUililfJ 3.17 0.958

f111tlfll~'trJ-3 1'Ut)'U lfl~

(Expectation)

(n) = 19

" " lJJ 1JJ lJJ111'U !'\1'U

" " m.ii'il " "f'lltJ f'lltJ 1'\1'U l'\1'U

fldH " "f'lltJ f'lltJ
- S.D.U~ fldl~ X

U~
~n} ~n} ~n) ~n) ~n)
% % % % %

(5) (3) (8) (I) (2) 3.42 1.261

26.3 15.8 42.1 5.3 10.5

(5) (9) (2) (2) (I) 3.79 1.134

26.3 47.4 10.5 10.5 5.3

- (13) (3) (I) (2) 3.42 \.017

- 68.4 15.8 5.3 10.5

- (12) (4) (I) (2) 3.37 \.012

- 63.2 21.1 5.3 10.5

. .;
1.016flU iI iUJ 3.50
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d _I ~ tI Q.I .o:::a d ltJ ~Q.I ,e1

~lfWI1~l.:j'VI 4.12 'i:Y1'lJlltnnlJ~Hlf11~ltm1~'\1~~fI'IJ'fIl1'lJ'fI~H'\1'U tflfl.:j'U•
"

1~~ml111.JfiVl!,"U'UifllllUU ~"f11~ ffm'J1Vllr:h 'l 'UfllVl ~1'lJ11.:j'\1'lJfI 'IJeJ.:jiJ~>UtI~1'U~

f11~1>Utltt"~~~'U1 fl~'lJ~lmh.:jij'fll1'lJ!lf'U'l'U~~~'IJ hJmlh (X = 3.17) '\1'lJ1t1'f111'lJ'hiJ~:OtI•
~l'Uf11~1>Utltt,,~~~'U 1 '~ijf11~ 'l ,*tm~1Ja'jj~~~.:j 'l 'UiJ~ ~'jj'U tt,,~t1:l'UiJ~ :OtI~fleJ'l,rtflfl'fll1'lJ

'i:Y1'lJ1~tl'l 'Uf11~tt'll.:j,j''U'l 'U~~~'lJ1J1'Ufl"1.:j 1f1t1'l 'U0?1eJf11tl1'lJ'IJ~f1''VI'lJeJ.:j'Vh'U'l,r 'fIl1mhfltytt"~

:OfI'i:Y~~.:j'IJ1J~~'lJ1W!~eJf11~1:0tltt" ~~ ~'U 1eJ~1.:jt'\1'lJ1~'i:Y'lJtt"~'i:YeJfI'fIlleJ.:jfl'IJ fl11~ \Vl"1f1 ij ~ 1t\!~tI

'i:Y.:j'i:YfI(X = 3.47) tm~~lm~tI~l'i:YfI (X = 3.05) 'l'U 2 o?1eJf11tl1'lJ;jeJo?1eJf11tl1'lJ'IJ~f1''VI'lJeJ.:j'Vh'Uij~ ..
f11~~flA 'Utt,,~'i:Y~l.:j'i:Yn~ .:j1J~~~llitt,,~'fI 11'lJ~fI 'l mj eJeJfl'lJ1eJ~l.:j~ m iieJ.:j!m~o?1eJf11tl1'lJ'IJ~f1''VI

I .o::::::t. 'jJ ~ _I .o::::::t. tI oar. 'l I Q.I '3J 'jJ

'lJeJ.:j'Yl1'U'i:Y1'lJ1~tlflfl'fl'U 'i:Y.:jlJ~~flll! tt"~'fIl1'lJ'fIfI '\1'lJ"1 \VlHfl1J'fIl1'lJ\VleJ.:jf11~'lJeJ.:j~flm

"1~~1Jftl111fiVl!,"U 'UOU UWI ~"f11~ fffl1l1Vl'IJ '.il 'l 'UfllVl~ 1'lJ11.:j'\1'lJfI'IJeJ.:jiJ ~>UtI~ 1'U

f11~1:OtIt!"~~~'U1 fl~'lJ~lmh.:jij'fll1'lJ!lf'U'l'U~~~'IJ tlf'U~lt1 (X = 3.50) '\1'lJ1t1'f111'lJ'hiJ'il>UtI.
~1'Uf11~1:Otltt"~~~'U 1 t1:l'UiJ'il :OtI~fleJ'l,rtflfl'fl 11'lJ'i:Y1'lJ1~tl'l'Uflll tt 'Il.:j,j''U'l 'UeJ'U1'f1\Vl!1:l'UeJ~l.:j'lJ1fl

1fltI '1'U0?1ml1tl1'lJ 'IJ~f1''VI'IJeJni l'U '1,r 'fI11'lJbYlfl tytt"~:O fI 'i:Y~~~'lJ1J~~'lJ1Wt~ eJf11~1:0tltt" ~~ ~ 'U1
• - , I

, 'jJ QI dol.c:! 'do

mJ1~t'\1m~'i:Y'lJtt"~'i:YeJfI'fI"eJ~fl'IJflll~\Vlmfl 'lJmm"tI'i:Y~'i:YfI (X = 3.79) tt"~mm"tI\Vl1'i:YfI~ ..
(X = 3.37) '1'Uo?1m'htl1'lJ'IJ~f1''VI'lJeJ~'Vh'U'i:Y1'lJlltl~flA'U~~1J~~~1l1!t''~'fI11'lJ~fllmj "1 \VlHfl'IJ

9J 9J

ml'lJ\VleJ~f11~'lJeJ~"flm~
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\9ll'j"N~ 4.13 film ~tI!m~ri1'W!~t1.:!!'U'W:JJl\9l'j"jl'W'Il'El.:!'j"~f11Jfl1llJfi~!,1'W 't 'W11~ iltl~ 1'Wfll'j"1J~ '\1l'j"...
fll'j"!~'W!!~~~'W'YJ'W11.:!.yj'~iifll'j" 't~!!~~tlfiu~ ~~.:!'t 'W11~ ~U'W!!~~f11llJfIl~'\11.:! 't 'W
'El'Wlfl\9l

~"~lU (Pcrfonnance Based

ft11lJA1Yll11'11 Utl'\.!lfWI

(Expectation)

(n) = 19
d d 111 111 11111111 11111

.. •• mlh d d
~1U ~1U 11111 11111

fJ01~ •• ..
~1U ~1U

- S.D.~~ fJOH X

U~

~n) ~n) ~n) ~n) ~n)

% % % % %

(6) (10) (2) (I) - 4.11 0.809

31.6 52.6 10.5 5.3 -

(5) (7) (6) - (I) 3.79 1.032

26.3 36.8 31.6 - 5.3

(8) (6) (5) - - 4.\6 0.834

42.1 31.6 26.3 - -

(8) (6) (5) - - 4.16 0.834

42.1 31.6 26.3 - -

- (12) (4) (1) (2) 3.37 1.012

- 63.2 21.\ 5.3 10.5

, •• 0.947f1llQ~tJ 3.913.59 0.867

- 3.63 0.761

- 3.63 0.761

(I) 3.53 0.772

5.3

, ..•
fIllQ~tJ

(12 (6)

63.2 31.6

- (7) (9) (1) (2) 3.]] 0.937

- 36.8 47.4 5.3 10.5

(3) (6) (10) -

(3) (6) (10) -

(6) (10) (I) (2) - 4.05 0.911

•• ••~1U ~1U

miH X S.D.

~~
~n) ~n) ~n) ~n) ~n)

% % % % %

Budgeting) 1Ufll'.if1101J

1l(l:::U'j:::liJU~"fll'.i 1i'~ltl

~1Ju'j:::lJlru

iim'jH!!t1:::tlnlliill~'1
luifll'iJUU (Actual)

(n) = 19

~l~iJU~lU~lUfll'j'¥hfl1h 31.6 52.6 5.3 10.5 -

.. '"eJtlNi'leJ~ue)~

2. 1J~1l'l'l'\JMl'huiJ~~fl11lJ

ffllJl'.ifl 1ufllnH'ml~~U'I'!U

1¢l~lfr;h~Il~~<UU

3. 1J~ll'l'l'\JeJ~'I'hUiJeli'l'jlfll'j

......
fll~U~lnml~I~UII~::~U'1U

1. 1J~ll'l'l'\JeJ·:rl'hulhH'lfll'.i

U 1t11Jltlfll'.i1J~'Ym~U'I'!U~~1 15.8 31.6 52.6

11'luil\J~t11ufll'j fffNfl11lJ

1¢llUSt11J'I'll~fll'.i1l~~<UU
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d ...1 &Ql 0' QJ ~ d liIilcvJ'
'il1fWI11N'Yl4.13 tll1Jl1tH"1uH~f1l11!f111~111~~1Jfl11lJfI~m'W t~~~'W•

"'I~~'IJtl1111fl~!l1U lUifll1.I1JU H~ f1l1 ftfll:ll'V'l1J'h I 'WfIl'V'l11lJl1~l1lJ ~'UtN 11'il,j'tI
iI ~ .et. 'jJ 'Q.I" do d 9 QI d CjJ -

~1'Wf1l11J11111f1l1!~'WU~~I'I'W'Yl'Wf)~lJI'I1fltlNlJfl11lJm'W t'W1~~1J m'W~1t1 (X = 3.59 )••
111Jltlfl11lJ,h 1I'il~t1~1'Wf1l11J~m1f1l1!~'WU~~~'Wl'J'W '~ijf)n I tu~~Uii11~'il~ ~1'W1I'il~11'W U~~

!iJ'W1I'il~t1~tifl I M!fi~f111lJtll1Jl1tl I 'Wf1l1u.,j~~'W!iJ'Wmh~1Jlf) 1~t11 'W.,j'flfl1mlJ1J~lr'Yl'Ufl~'Vh'Wij

H~f1l1~1!iJ'W~1'W~1'Wf1l1'Vl1fh'1mj1~~tJldfl~ ijfhm~t1tl~tl~ (X = 4.05) u~~ri1m~t1~ltl~
OJ • q

(X = 3.11 ) 1'W.,j'flfl1mlJ1J~lr'Yl'Ufl~'Vh'Wijm1It~1Ju1~1JlfJH!1J1J1i~!.w'WH~~1'W(Perfonnance Based.
Budgeting) 1'Wf1l1fhfi1J!m~u1~!iJ'WH~m1It~ltl~1JU1~1JlW

"'I~~'IJtl1111fl~!'I1UlutJUliWI H~f)n ftmll'V'l1J'h 1'WfIl'V'l11lJl1~l1lJ ~'Ufl~1I 'il~t1~1'W

f1l11J~m1f1l1!~'WU~~~'W'Yl'W f)cilJI'i1mh~ijfl11lJ!~'W1'W1~~1J !~'W~1t1 (X = 3.91 ) 111Jltlfl11lJ
q •

11 1I'il~t1~1'Wf1l11J~1111f1l1!~'Wu~~~'W'Yl'W !iJ'W1I'il~t1~tifl 1M!fl~f111lJtll1Jl1tl 1'Wf1l1u.,j~~'WI 'W•
fl'W1fll'l!1I 'Wfl~HlJlf) 1 ~ tll 'W,j'flfl1mlJ1J ~lr 'Yl'UtJ~'Vh'WDI'I11f1l1! 'il~ ty!~1J 11'1'UtJ~11 tl1 ~ tJ~H

~tJ!i1tJ~ U~~.,j'tJfl1mlJ1J~lr 'Yl'UtJ~'Vh'Wtll1Jl1tl it'W lt11Jltlf1l11J ~1111191''W'Yl'W~ ~ 1!1I'W11'il~tIi'Wf1l1•
tlfNfl11lJ 1~!U1t11J'Yl1~f1l1U.,j~~'W }jri1m~tlb1"~b1"~(X = 4.16) u~~ri1m ~tI~ 1b1"~ (X = 3.37)

OJ q q

'I 'jJ 0 ""'" 'd 'l'jJ .1 ' 'jJ
!'W'UtJmmlJ1JnJ'Yl'UtJ~'Y1l'WlJm1 !'l1~1JU1~1JlWU1J1Jl,j~!'W'WH~~1'W(Performance Based Budgeting)

i'Wf1l1fhfi1JU~~U1~!iJ'W H~f1l1 it~ 1tl~1J'l.h~1JlW
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~ln~~ 4.14 ~htll ~t1tt 'I ~ffl'U l~ t1~I1J'U1Jl~ 'j i 1'U'Utin~~1Jfll111fi~1 ~ 'U1'UiJ 11~t1~1'UflU
" .~ 'I !li ••• d II) !lid 'I !li _ I"' •.•'" '" 'I ~ •.•

~tJ1J'ff'UtJ~f11111l'l~'V'W!l1'UtI~~flm l'1~l'1!~lIfll'j !'lHm~1J!l1J~l1H !'U1Jl1~1J'Utt'l~

f11111m~l'l'1~1'UtI'U1f1~

(n) = 19

'"'Ill:H\'Jflfll

I. u~tJ'I'1'IJiJ'l'ihw1'I1'frmJ(hlty (3) (7) (6) (3) - 3.53 0.964

fllUlfllVl'l'i1-31UtlUlfWI

(Expectation)

(n) = 19

" " ili ili iliIl1U Il1U

" " mil\] " d
f11tl f11tl Il1U Il1U

!lcil~ " "f11tl f11t'J
- S.D.6~ !ltll~ X

6~
tn} tn} tn} tn} (n)
% % % % %

(8) (2) (6) (3) - 3.79 1.182

42.1 10.5 31.6 15.8 -

(3) (10) (5) - (I) 3.74 0.933

15.8 52.6 26.3 - 5.3

(8) (4) (6) - (I) 3.95 1.129

42.1 21.1 31.6 - 5.3

(5) (6) (7) - (I) 3.74 1.046

26.3 31.6 36.8 - 5.3

, •• 1.073fill il j;lfJ 3.813.48 0.925

5.3

(I) 3.63 0.955

5.3

" "f11tl f11t'J

!lcil~ X S.D.

. ..
fllliUlfJ

(3) (4) (I I) - (I) 3.42 0.961

(3) (8) (7)

15.8 42.1 36.8

15.836.8 31.6 15.8 -

iJ ~ Q.I I I

'IJiJ~" f1f11'IJiJ~U HI'1'1'I'1l'WiJ£J~ ~
"Ulf1rucn~~

'
"'' ""I"lI\:jf1f11UiJf1mllJ~iJ~fl1'i!~ 15.8 21.1 57.9

t d tI ~ Q.I Q.I tI
1'lfWlJt!lW\:jf1f11fflJ'YI'Wli

" "~iJ~fl1'i'IJiJ~\:jf1f11

2. u~tJ'I'1'IJiJ~vil'\.a1J~'liiJ~'I'1l~

6~
tn} tn} tn} tn} to}
% % % % %

ihn':iH'utl:::ui)oo'I'-3
1uU'iI'i!UU (Actual)

4. u~tJ'I'1'IJiJ~vil'WffllJTHl - (9) (8) (I) (I) 3.32 0.820

~iJUff'WiJ~mllJ~iJ~t1l'i'IJiJ~ - 47.4 42.1 5.3 5.3

" "I'" d\:jf1f11!~iJ£Jl~'il~I'il11":::

(call center)

3. fl1'i~iJUff'WiJ~mllJ~iJ~fl1'i
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'illfWI1'il~~ 4.14 ~11J1'ifl~'iUf:-H'If)1'i1LfI'il~M'i~~1Jfll1lJfiflLM'U,~~~rl'•
'JI

1~~'UfllltlflVl!ilU1Uifll1luU fH'lf)1'ifffl'l:l1'W1J'j, 't 'Ufll'W'illJ'l1'1l1lJfl'tltl'li1 'il.oV~l'U
& Gt j/' QJ • d d 9 QJ' d f)J -

f)1'i~tl'U~'Utl'lfll1lJ'W'I'Wtl t'il'tltl'l"flfll fl"lJ~ltl(J1'1lJfll1lJLl1'U t'U'i~fl'U Ll1'UfllV(X = 3.48 )....
• ~ ., 9/ <9 'I 9/ ~ 9/d 'I 9/ _ f "".,"" "" 'I

l11J1Vfll1lJl1 lJ'il'ilVfll'Uf)1'i~tl1J~'Utl'lfll1lJ'W'I'Wtl t'il'tlfl'l~flfll !fllJf)1'i !'lfU"~lJ!l1J~'ilH !'U

i1'il'il1J'UU"~L1:l'Ui1'il.oV~rlfl'l..rLflflfll1lJ~11J1'ifl 'l 'Ufll'iU.u'l,J\u1:l'UflVl'llJlfl lflv'l'U,rml1f11lJf)1'i•
~fl1J~'Ufl'lfll1lJ~fl'lfll'i'tlfl'l"fl~1'tlfl'l1J~11'Yl'yh'Umi't'ULflwcn~~ iifilm~V~'I~fl (X = 3.63 )

'U <u cu q

U,,~fi1Ll!~V~l~fl (X = 3.32) 'l'U,rflrllmlJ1J~l1'Y1't1fl'lvil'U~l1J1'ifl~fl1J~'Ufl'lmllJ~fl'lf)1'i'tlfl'l•
31~31' G ., 0'

~flfll !flfl(J1'1'ilflL'ilU"~'YI'Uf)1'iW
'JI

1~~'UfllltlflVl!ilulm)u lflVl f:-mf)1'iffflEll'W'lJ':h '1'Ufll'W'i llJ'l1 'Il1lJfl'tlfl 'Ii1'il.oV~l'U

<9 'l 'jJ lQ/ 1.::1 d'l Q.I d3J -
f)1'i~fl1J~'Ufl'lfll1lJ'W'I'Wfl 'il'tltl'l"flfll fl"lJ~lflVNlJfll1lJLl1'U 'U'i~fl1J Ll1'UfllV (X = 3.81 )....
l11J1Vfll1lJl1 i1'il.oV~l'Uf)1'i~fl'U~'U fl~f111lJ~'I'Wfl'l 'il'tlfl'l" fl~1t'lJ14i1'il.oV~rlfl'111'tflflfll1lJ...

~l1J1'ifl 'l 'Ufll'i U.u'l,]''U'l'Ufl'Ulfl\9H1:l14 flVN1J1fl 1flV'l 'U,rflrllfl1lJf)1'i ~fl'U~'Ufl'lfl 11lJ~ fl'lf)1'i

'tIfl'l"fl~l'tlfl'l'U~l1'Y1vil'UflV'l'ULflWcn~~ iifiwQ~v~'I~fl (X = 3.95) U,,~film~V~l~fl
CU <u cu q q

X '1 31 0 '" 31 ""., ':;"1' '131 31 31 \1)31
( = 3.74) 'U 2 'tIflmmlJ flfl'tlfl'UnJ'YI'tIfl~'YI1'ULlJfl'lffl'l'Yl1'1!'\1"flfll'Uflflfll1lJ~fl'lf)1'i !fl...

I t::! d 3J Q,I Q.I d 9J 0 ~QJ ,

L'lf14 lJ~'UV~flm~lJ'W'U1i (Call Center ) U"~'tIflfllmlJ'UnJ'YI'tIfl'l'YI1'U~11J1'ifl~fl'U~'Ufl'lfl11lJ
31 31\1)31' G ., 0'

~ fl'lfll'i'tlfl'l" flfll !flflVl'l'ilflt) lU"~'YI'Ufll'iW...
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d
IVll'HH'l 4.15 ~lm ~mHl~ rid'lH~ fH!1J'U1J llVl';jiil'U 'Uti n~~1J fI dl1Jfl~H,.1 'Ui'U illl ~ fJ~ l'U fll';j!~ fJ'U~~ ~

" .
U{l~~\P1J'U1 l1-:JYi'~ijfll';j i ,*U{l~llfi-u~lI~ -:Ji 'Uilll ~-U'UU{l~f1dl1JfI1~111-:J i 'UtI'U lf11Vl

'1'UU:i:::lJlOlHI'V;eJflln:;'\ilJlll 5.3 78.9 10.5 5.3

1l't1:::NfleJm lJ'ViUfl'll'U

42.1 21.1 26,3 10.5

15.8 36.8 36.8 - 10.5

rrJllJi'IlA'tfl'1 'UtlU lA\iI

(Expectation)

(n) = 19

'" '" 11i 11i ,1i11111 11111

" " Ill!i \l '" '"~lU f11U 11111 l11U

tJ~l~ " "~lU ~lU
- S.D.

U~ tJU1~ X

ih
(nj (nj (nj (nj (nj

% % % % %

(5) (10) (2) - (2) 3.84 1.167

26.3 52.6 10.5 - 10.5

(8) (8) (I) (I) (I) 4.11 1.100

42.1 42.1 5.3 5.3 5.3

(9) (7) (2) (I) - 4.26 0.872

47.4 36.8 10.5 5.3 -

(5) (6) (6) - (2) 3.63 1.212

26.3 31.6 31.6 - 10.5

, .,;
1.088fIllUi:lfJ 3.963.30 0.896

(2) 2.95 0.780

10.5

(n) = 19

-x S.D.m;l~

" "~lU f11U

, '"f1l1Ui:lfJ

•• '" t1•• ~ ••tlfll~ 'lIua::: {)U\ilil~'1

hnliliJuu (Actual)

(3) (14)

15.8 73.7

- (8) (4) (5) (2) 2.95 1.079

(3) (7) (7) - (2) 3.47 1.124

(I) (15) (2) (I) - 3.840.602

(nj (nj (nj (nj (nj

% % % % %

organization)

o Q./ Q./ 51 .,.
ll"lflt1JflU f)l'H1':i l'leJ '1flm

, d"
1111'Ifll:i IHI'\.q; (learning

'" ••• OJn , 11'1fJlJ31Ii:l:::Tt\ij/lJ'

I. U~lil1'UeJ'Ilhu1'11'fll1lJ

4. U~lil1'UeJ'Ivil'\.HVi(JUlfltl1l ~(J

tt'lllU~11l:i eJ'Iflm 1lltt'l1.1

~l'l '1fi'U~~d~l'\.H~fI

(benchmaking)

51 d Q./

'UeJl;J't1Ifl£Jlflmmfln

Ua1J~Hu'UeJ'Ivil'\.Hm:::

'ViU fl'llll "Ul1m~~eJ'Ifln

3. U~lil1'UeJ'Ivilll~fl
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.d ~ ~ Q.I ~ d "I 'jJQ.I e%
'illfWl1·n~'Vl4.15 'ffllJllfl'fflll~H'lfllll!ml~'I1l~\PI1Jflll:IJfl\PIm'U !\PI\PI'I'U•

"~~~1.JftlllJflYl!l1U'UihHl1JU H(lflllfffl'ln~1J':h '1'Ufl1~ll:IJ'l1'1'11:IJ\PI'lJfl'lil'il~tI~l'U
q

flll!~tI'U~U(l~TIWJ'Ul f)ci:IJ1911flVNiiftll:IJ!il'U'l'Ul~l911Jltimli'il (X = 3.30) 'I1:IJltlftll:IJ'h
OJ •

il'il.ijtl~l'Uflll!~ tI'UrU(l~TIWJ'Ul 1~iiflll '1,*!!(l~ll~u~ 'il~'I'l'Uil'il~U'U !m:;! 1:l'Uil'il.ijtl~fifl 'l..r!fllPl

flll:IJ'ff1lJllfl '1'Uflll U'll'I'll'U'1'Ul~~1Jlll'Uf)m'l 1\PIti'1'U~fJfllm:IJ1J~rr'Vl'IJfl'l'Vh'U~1Pl'l1Jlll~1J1W1l'
!~flflllTIWJ'U1U(l~Hf)fl1Jl:IJ~irf)'I1'U iifilm~tI'ff'l'ff\PI (X = 3.84) !!(l~film~tI~l'ff\PI (X = 2.95)

OJ ••

'1'U 2 ~ flfllm:IJ;]fl~ flfllm:IJ1J~ rr'Vl'IJfl'll'il'Uiiflll 'l..r'Illl'ffl l ~ fl:IJ(l'IJfl'l1J~rr 'VlU(l~~fl:IJ(l!~tlln1J H(l
OJ OJ

flllllB 'l1~'Il'U'lJfl'll'il'UU(l~'V'lirml'U '1'U!lm~ ~ fl'lflll !!(l~~ flfllm:IJ1J~ rr'Vl'IJfl'll'il'U!Yltl1Jl\P1il'il~tI

91 '" 0' '1 'j), Q.I 91.:'1 ~
\PIl'U1Jlmlfl'lflm 'U\PI1'U1Pl1'l"lf)1Jrj!lJ'U!ml (Benchmarking)

"~~~1.JftlllJflYl!l1U'UBU lftYl H(lflll fff)'lJl~ 1Jil '1Wll~ ll:IJ'l1 'I'I1:IJ\PI'IJfl'lil 'il~tI~l'U

flll!1t1'U~U(l~~WJ'Ul f)ci:IJ1911flVl'liiml:IJ!il'U'l'Ul:;~1J !il'U~lt1 (X = 3.96) 'I11J1t1flll:IJil il'il~tI
OJ •

~1'Uflll!1 tI'U~U(l~TIWJ'Ul!1J'Uil 'il~tI~fifl 'l1X!fl\PIflll:IJ'ffl:IJII fI'1'Uflll U'll'I'll'U'1'Ufl'Ulfl\9H1J'UflVl'l1J1f)
OJ

l\P1t1'l'U~flfllm:IJ1J~rr'Vl'IJfl'lvil'U~\PI'I1Jlll~1J1W 11'!~flflll TIWJ'Ul!m~Hf)fl1Jl:IJ~ir ml'U iifilm ~tI

~'If!\PI (X = 4.26) U(l~film~tI~lf!\PI (X = 3.63 ) 'l'U'ljflfllm:IJ1J~rr'Vl'IJfl'll'il'U!Yltl1Jl\P1il'il.ijtl~l'U

'" 0' 'I 91' "' 91~1 '"1Jlmlfl'lflm !'U\PI1'U\9l1'l"l f)1Jrj!lJ'Umft (Benchmarking)



91

i1'il~l'J~ti,u'Hwi{)mUHnlll'itl hml'i

U';-3"1i'lA1Itl-31pn'il

d lil _1~Cl.N:lt. Ct.

llnl'i lI11tt:::lJ{JUfI'il'i-3

l'Ui1'il~u'U

x
S.D.

mlllfllfl1·rl-3

l'U{)'Ulflfl

x
S.D.

3.58 0.828 1Jlf) 2 3.98 1.031 1Jlf) 2

5. U:m.llfllfYfll'J vb ·HU I

fHW1ClUll'Vl'UIll'J.:JlI.:Jl:il
'"

11 3.81 1.204

2.

3.

4.

6.

7.

3.26 0.904 'lh'Uf)f!l.:J

3.22 0.918 .ul'Uf)fll.:J

3.28 0.888 .ul'Uf)fll.:J

3.24 0.901 .ul'Uf)f!l.:J

3.32 0.957 .ul'Uf)fll.:J

3.36 0.839 .ul'Uf)f!l.:J

10

12

9

7

6

3.63 1.216

3.67 1.148

3.62 1.188

3.72 1.199

3.74 0.950

1Jlf)

1Jlf)

1Jlf)

1Jlf)

1Jlf)

1Jlf)

9

8

10

5

7

6

8. l'Vlfll'U lfl~ffl'Jff'UI'VlfY ( IT) 3.50 0.957

3.43 0.556

1Jlf)

1Jlf)

3 4.16 0.850

5 3.72 0.644

1Jlf)

1Jlf) 7

10. fll'J\9IflWI

11. fmi~mlfl~~\P1J'Ul

3.14 0.798 .ul'Uf)f!l.:J

3.17 0.958 .ul'Uf)f!l.:J

14 3.56 0.928

I3 3.50 1.016

1Jlf)

1Jlf)

11

12

3.30 0.896 .ul'Uf)fll.:J

3.35 0.871 UnHlttH

"" "" "12. fll'Jm'Hl'Jfll'JI.:J'Ullfl~\9I'U'I'J'U

13. fll'J \91ClUff'U Cl.:Jml~J'Vi.:JVlCl' 11

d " ~14. fll'JI'J{J'U'Jllfl~Vl\P1J'Ul
'"

, d

fIl!1HIl'J

3.59 0.867

3.48 0.925

1Jlf)

1Jlf)

3.91 0.947

4 3.81 1.073

8 3.96 1.088

3.77 1.034

1Jlf)

1Jlf)

1Jlf)

lIlfl

4

5

3
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" "";.:1 14 ~1'Ui~~.:Ii'1
" .

1~~1Jftl1'lJfl~!11'Ul'Uu'ilmJ'U ~Hlfll'j fYmn'VflJ'h , 'Ufll'Y'l':i11J";,nnJfI 'tIfl.:l'Vlf)iI 'il,j t1Yi
q •

tifl,,r1nflfl111JtYl1Jl':ifl1'Ufll'jU~.:I.u'U f)ci1J19i1fl~l.:liifl111J1il'U1'U'j~~1J'~U\11'il (X = 3.35)•
l'l1Jltlfl111Jil 'V.!f)iI'il,jtl i~iifll'j 1~ml~lIfi1J'~'il~ ~1'UiI'il ~1J''Uu~~l11'UiI 'il,jtl~tifl1 ,r1nflfl111J

tYl1Jl'jfl1 'Ufll'j u~~.u'U1'U'j:::~1JlIl'U f)m~ lf1t1ii iI'il,jtl~l'Ufll'j1J~ l'll'jfll'j l~'UU~~~'U'Vl'U,.
'JI "'." ." 0' '" _!Ii 'JI '1 '1 d 'JI '"' <1
f11'U1tYtI'Vlfl''U/ fll'jf)'il /11Jll'l1Jltl, f11'U1'V1fl!'U!MtYl'jtY'U1'V1fl', f11'Ufll'jIPW1JtY'Ufl.:lfl111J'Y'l.:l'Y'lfl!'il

" .
'tIfl~~f)111 U~:::~l'Ufll'jH~\9l iI'il,jtl";~ 5 ~1'U~~f)cil11tJ'UiI'il,jtlYii~iifll'j 1~lm~lIa1J'~'il~.:I' 'U

iI 'il'il1J''Uu~:::ltJ'UiI 'il,jtl~tifl1 ,r1nflfl111JtYl1Jl'j fl1 'Ufll'j U~.:I.u'Ul1~I'Ufl~N1Jlf) ri1'UiI 'il,jtl~m ~flBf)•
'JI .?l ~ ." """1 'JId , 'JI "'.,,'" '" <1 ~." d ~ '" "" , <1 'JI ""9 f11'U hJ'UlJ'il'iltl'Vl!f11Jfll'j 'lH1~:::1I!l1J\9l'ilH!'UlJ'il~1J'UU~~l1J'UlJ'il'iltl'Vlf)fl !l'l1f)f1fl111JtYl1Jl'jfl

", 'Uf)l'j U~~.u'U' 'U'j~~1JlIl'U fl~ N!'vi liT 'U

" ,
'j:::~1Jftl1lJfl~ !l1'Ul'U fl'U 1ft \>I Hi:lfll 'j fYflEJ1'Y'l1J',j, 1'Ufll'Y'l 'j 11J";.:Il'l1JfI 'Vlf) iI 'il,j t1Yi.

tifl1,r1nflfl111JtYl1Jl'jfl'l'Ufll'jll~~'ll'U flci1J19i1fl~1~ii1il'U'l'U'j:::~1J 1il'U~1t1 ( X 3.77).
l'l1Jltlfl111J il 'Vlflil 'il,jmi'1'UU~111~ti fl1 ,r1nflfl111J tY11Jl'jfl1 'Ufll'j U~ ~'ll'U111'UtJ~N1Jlf) ifI tI 'illfl•

"
fll'j1~t1~\9l11J~1~1JI91~U~ih~1J1 - 5 11~111\9lflI911~'illf)'j:::~mnl1Jf1f11il'U'l'UiI'il'il1J''U ~tJiI'il,jtl~l'U•

'1 '1 d 'JI "" '" '" 0' "".!Ii 'JI d 'JI '" 'JI
l'Vlfl !'U !~t1tYl'jtY'U1'Vlfl', f11'U1tYtI'Vlfl''U/ fll'jfl'il / l1Jll'l1Jltl, m'Ufll'jl'jtl'U1.11~:::'Y'lrlJ'Ul, f11'Ufll'j

~ 'j) Q, 'jJ 9
1J'jl'll'j\9l'U'Vl'Ull~~fll'j1~'U U~~f11'U1J'j'jtllfllfl'fll'jYil~1'U / H~\9ltJ1JU'Vl'U/U'j~'il~!'il \9l11J~1~1J. ~



,
-=t

1J'YIfl 5

fl1Hl1rw'U Ti';jn'il1'UiJ'il'il-u'Ufl1';j U~~<uw1:l'Ud tN~ 1:J fJl'ill1 ~m~fJ~ 1#1U~~U'U 1'U'il~1'l1••
I 'jJ , ,

fll1m'Uu';j ~lJ1f)~~~'U 1I';j~f)tl'UtlmYfl11~U1~~m.J'Yiiifl1mJ~fJ'Uu 1I~~tlV~Wtl~! 1m ff ~~mi'11'
• OJ

" ..
tl~rl m ~ H "l ", ~f\lfl~ 51U~~ !tlf)'lf'U 191'tl~ iif)U 11~'U19I11'11'",'Utl'U lHl1'U f)l';j uf Vi!1I~ fJ'UU11~ ~111

!~tl1 'I1'n'ilfl1';j1:Y1lJ1';j(ltlV';jtl~U~::;~I'lJ'U W'1'U!tl~fffl11lJ! 1:lwi'l f'( #I1fJfl1';j 1:Y~1~fl11lJ l#1!1I~ fJ'U1'Uf)U
OJ OJ

u~~<U'U1'I1'!1:l'UHihl'll~Ti';jn'ill#11'U~1:Y~
OJ, •

Hflf)'joJ 11#1'W'Ui1 1:Yfl11~f) 1';j u~~ <U'U1 'UiJ 'il 'il-U'Uii iJ 'il ~fJlJ 1f)lJ1 fJ~ n tl1 'I1'!n~
OJ •

"fl11lJ 1:Y1lJ1';jtl1 'Ufl1';j u.,j~ <U'U'Utl~ lp n'il 1I';j::;!fll'l~ 1~ "l ~ ~U'U ~~ l#1111f)Uflf)'joJ1~~ ';j~~'Ufl11lJ

~~!11'U'Utl~H'U~11l';j1'U'U~r11'1f'ii'l\9l1vJvh';j1'lf'U~ 1eJ~i~ ~ltl~ (lJ111'lf'U ) ~ii~tliJ'il~fJ~ntl1'11'!n~
OJ •

"fl11lJ 1:Y1lJ1';jtl1'Ufl1m ~~<U'U'Utl~Ti';jn'il'W~~~l'U ",~ 1'UiJ 'il'il-U'UU~~tl'Ulfl\9l..

1.1 l~t1t1<J~tJ~rl'IJ~~m<Jihlln !~tlflf)'joJl~~iJ'il<ijfJ~ntl1 'I1'!n~m1lJ1:Y1lJ1';jtl1'Ufl1';j
q

"u'\i~<U'U'Utl~n'ilfl1';j ",~ 1'UiJ'il'il-U'UU~::;tl'Ulfl\9l•

, "
1.2 1fi~1!ih!fn<Jflfl'ln 1I';j~'lf1mVi1"*1 'Ufl1';jflf)'joJll#1un H'U~11n"'~l1lJ~'Utl~'U ~r11'1

OJ

" ~ ~
f'ii'l\9l1vJvh';j1'lf'U~ 1eJ~~~ ~ltl~ (lJ11l'lf'U) ~1'U1'U 19 fl'U \9l1lJ1flH1:Y~1~fl1';j~~tl~rlm C)f~lJ•

"0' Q.I I~~ cv9J3J~ Q.I 9J~ Q,I

\9l1Ul1'U~~1'U\9l~U\9lf'i'U';j111n::;~'U\9l'Uf'i'U';j111';j';j~~'Uf)m~ U~~f'i'U';j11l';j';j~~'U1:Y~
'U qJ cu cu

I .!\ 91& If) 91 0 c:l 91 11 91 ." .!\

';j~1111~!~tl'Umf)tl1fllJ 2546 f;;!f'(f)'joJ1!~l'llfl1';j !f)'U';j1'U';j1lJ'Utllq!~!'Utl~\9l'U'il1f)11'U~1:Ytl

\911';j1~1'U1~fJ~!~fJ1.utl~ U~::;!!11ci~.utllJ~i1!~f)1'l';jtliJm11~fJ1w$itl'Ui1~111fllJ 2546 Hflf)'joJll#1
OJ OJ

111f)l';j1:Y~N!fl~tl~ijtl eJ'Ul#1un U'U'U1:Ytl'UtIllJ\9lllJmtl'UU'U1~~f)l';jflf)'joJ1 u,j~tltlm1:l'U 3 \9ltl'U

d 'j)' 'jJ .d 'jJ d Q,I Q,I ~ d de:!

\9ltl'Ul'l 1 'UtllJ~ 1:Y1'U'Uflfl~'Utl~ f'i\9ltl'Uu 'U'U1:Ytl'UtIllJ \9ltl'U l'l 2 'UtllJ mf)fJ1f)'U ';j~~ 'Ufl11lJfl~!11'U l'llJcu q cu 'U. " .
~tliJ 'il~fJVintl1 'I1'!n~fl11lJ1:Y1lJ1';jtl1 'Ufl1';j u~ ~<U'U'"~1'UiJ 'il'il-U'UU~~tl'Ulfl\9l \9ltl'U Vi 3 .utl!1:Y'UtlU 'U~•
U~::;fl11lJ~~!11'U!'vtlJ!~mYll1~'UiJ 'il~fJg'U "l ~iif'i~~tlm1lJ1:Y1lJ1';j tl1 'Ufl1m ~~<U'U'Utl~n 'ilfl1';j U~~
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IIJ " ••• d.I~ " """ .d. "'I ".,t~'W lll1JmHl1JfI11H 1.1'WfHll 'ill'Hl'VIlJ 'j f1'lllfl'W fl1ltJ 1.1'j~ l'VitJmf11'j ~ 'j 1 'il1.1tJ1JU" 1 'VI~"tJ-:J t 'b'f11J
" , .

f1ri lllPi 1 t1fh-:J U,,~ U llJ1U f{1'UV f1fl i' -:Jt.wtJ hn~u 1J1J 1.1tJ1JfI111Yi 1.1111J'j W U ~ 1~ nil f1U 'VItJ~. ~
d f)J • a Q,I

U1J1J1.1tJ1Jtll11 U" ~ lf11J'j 11J 'j 111'UtJ11" 'j ~ l11l-:J l~ tJ 'Wf1'Wt1l tI 'W2546~

., d """~ IIJ " ••• "'11" -:J'illf1tf11J 'j 11J 'j 111'UtJll "U"1 f-li1f1'll1 t~'VIlf11'j m1'il 1.1tJ1Jfl11111.1111J'j tu 'UtJ-:J'UtJll"cu cu cu cu

ltC'l~U 1'Ii'tJll ".vf-:Jl111~~ 1~111llfl'j l~ -H'VIH 1.1il~~ 1t1lfl ~ tJ-:JfltJllVi 1l~ tJf 1 ~ tIi ~1,j 'j um mht ~ 'il'j,j~ ~

SPSS 11.0 for windows ff1l1i'1J'Ii'tJll"~lrJ'Wi;1f1'lltu~ff1'W1Jflfl"'UtJ-:JH~tJ1JU1J1J1.1tJ1JfI1111lfl'jl~-H~ . ~

~1t1f11m 'ilf1U'il-:Jfl1l11~ U,,~ ~tJtI,,~ U,,~'Ii'tJll"t~t11ti1J'j ~~1Jfl1l11~~lM'W'UtJ-:J~JJ~tJU'il:OtI~~

fitJ il1'ln~fl1l111.1l111'jtl 'l'Wf11'j u.u-:J<1J'W'UtJ-:Jn'ilf11'j llfl'j 1~111 ~t1f11'jl1lfiWi~ ~t1U,,~filt~t1-:Jt1J'W

"1.3 ~~m~~m:n1.1l111'jtl1.1'j,j'~~-:Ji1•

~~trJ'W~tJtI,,~ 57.9 mtl'UtJ-:Jf1rillIPi1tJriHmj'l'W'M1~ 35 - 44 iJ lrJmh'W'lmu~~lrJ'W~tJtI"~ 42.1
q q cu u

~ ''1 Q,I ~ ") d ~ d 9.1 d 9.lCi 0 , 9J ~ Q,I 9J
f11mfl'll1tJtI 'W'j~~1J,j'j UJUJl t 'VIlllfl'VI1.1~fl~ltl'W'j tJtI,,~ 57.9 ltl'Wf-lll~lUl1'W ~-:Jl'Wf-l1J'jl11'j'j~~1J\9l 'Wcu u u q 'U cu

lrJ'Wff1'Wimu ~~trJ'W~mJC'l~ 57.9 mtl-:Jl'Wi'W1911Ul1tl-:J-:Jl'WU'il'il1J'WtJri'l'WGJf1-:J~lflil 3 iJ lllfl~1.1~
U q q cu q

, <jJ I I 'j)

~~lrJ'W~tJtI"~ 57.9 5'Wt'UtJ~1ll'illfl1J1rJ'VI f-lil\9li'Vh~l'jl'b'1J~ 1eJ"~-:J ~lti~ (lll1l'b''W) tVi~l111fitJlPi-:J.
1J1rJ'VI'l'WiJ 2543

1.3.2 f-l"f11'jftfl'lllfl11111.11111'jtl i 'Wf11m.u~.u'W'UtJ-:J 1J1fl 'VIf-l~~i 'Vh~l'jl'b'1J~•" ,
19"~-:J ~lti~ (lll1l'b''W) 1~t1ftfl'll1'illflmlll~~lM'Wi'WU'il'il1J'W'UtJ-:JflrillIPi1tJril-:J~tJU'il:OtlYifitJ'll1'..

"ln~mlll1.11111'jtl i 'Wfll'j U.u-:J<1J'W11-:J14 U 'il:Otli 'WfIl'Vi'j 111 'Vi1Jil n 'ilf11'jJJfl11111.11111'jtl 'l 'Wf11'j

U.u-:J<1J'WtJri'l'W'j~~1J,jl'Wflm-:J (X = 3.35) u"~lrltJVi'ill'jtuli1-:Jfl1111fll~l11-:J'l'WtJ'Wlfl~'UtJ~flrill.~ .
1Pi1tJril-:J~JJ~tJfl11111.1l111'jtl 'l 'Wf11m.u-:J<1J'W'UtJ-:Jn'ilf11'j'Vi1Jil flrillIPi1tJril-:JJJfl1111fll~l11-:J 'l 'Wf11'jU 1•
U'il:OtI.vf-:J14 ~1'W i,j'l~,jfi1J~'l'WtJ'Wlfl~ 'l'W'j~~1Jlllfl (X = 3.77) ~~1.11111'jtlUtlflf-l"f11'j

~ cI 'j)Q,I ;f
1lfl'jl~l1 1.1'j,ji~~-:J'W•
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1) fl11:IJflf1!~14'\Jtl~tl~:IJ~1mh~~iil9itltl~~rJ~ritl i,r!flf1fl11:IJffl:IJl'Hl i 14

tlnu~~'li14i14tI~~U14 U'lj~tltlm~14 2 tl~:IJ••
,.d Q.1 d lI} ~.ct q Y ••.I~ Q.1~ ~ I q iI ~

tl'l:IJ'I'l 1 t1'il'ilrJ'I'ltf1:IJtll';jt"lm"~lJ~1J\9l'ilH U,,~tltl tmtlf1fl11:IJffl:lJlHl
"

i14tll';iU~~'li14i 14';j~~1J:IJltl ~~!~rJ~\9l1:IJ"1~1Jfl11mhfiill'\Jtl~t1 ~~rJ '~~~ij 1. t1~~rJ~l14tll';j
"

1J~l1l';jtll';j!~14U"~~14'I'l142. ~114lam1rnr /m';jfl~ / !ihH:IJlrJ 3. ~114!'I'lfl1141"fjffl';jff14!'I'lfl'•

2) fl11:IJflf1!If 'W'\Jtl~tl~:IJ~1mh~~iil9itltl 'il~EJ~ritli ,r!flf1fl11:IJ'ffl:IJl';it)
q

"'l14tll';jU~~'li14'l14tllJlfl\9l 'W1Jl1 tl~:IJ~1mjl~iiml:IJmf1111~l9itltll';iUltl'il~rJ 11~14 ~114 'tJ'l~
q

iI fI I Q.I 'jJ QJ 0' 'jJ 'jJ QQ,I

9. f11'Wtl"~'I'l1i'Yll~tll';iU'\J~'\J1410. f11'W1WJ'W1in:IJtl~flm 11. f1114tll';i\9lmf112. f1114tll';i1'ilEJ

U"~-WWJlJl
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2.1 il'il~V~iifll'j 'l~u~~1JaU~'il~~'l 'Uil'il~u'U ~~tifl 'lMLti~fl11lJ{yllJUtl 'l'UflU

U,j~,j'U'l 'U'j~~1JlJ1fl U~~iifl11lJfI1~l11~ 'l 'Ufl'U1f1~~'il~lhil'il ~V~~flri1111J'l~1Jau~ Lvlfl 'lMLti~

flTlll{YllJUtl 'l 'Ufll'j U,j~,j'U'l 'U'j~~1JlJ1m'lf'UL~V1t1'U1~uti il'il ~V~l'U fll'j1J~l11'jfll'j L~'UU~~

'V 'V "" '" "''' "" _!Ii 'V i i d 'V~'U'Y1'U, ~1'U1{YV'Y1f1'U/mm'il / L1J1l1lJ1V,~l'Umfl 'U ~v{Yu{Y'Umf1, ~1'Ufll'j~fl1J{Y'Ufl~fl11lJ•
.!i 'l 'V 'V ""
'V'l~'V'lfl'il'tlfl~~flfl1 U~~~l'UfllHm~••

2.2 il 'il~v~ii flU 'l ~u~~1J aU~ 'il~~'l 'Uil 'il~U'U ~~ tifl 'lMLti~fl11lJ {YllJ lHl 'l 'UflU

U,j~,j'U'l 'U'j~~1J1Jl'Uflm~ ul9i'l'Ufl'Ulfl~iifl11lJfI1~l11~~'il~lhil'il~V~~flril111J'l ~1Jau~ Lvlfl 'lM

Lti~fl11lJ{yllJUtl 'l 'UflU U,j~,j'U 'l 'U'j ~~1JlJ1fl 1~uti il 'il~V~l'U f.]Wfl1'V'lU~~fll'j fl11Jf.]lJ, ~1'U

2.2.1 il'il~V~l'UflWm'V'lU~~flUm1JfllJ: il'j)'ilU'UH1J~l11'j'tlfl~1J~£7'V11~'lM
Q q q 'U

fl11mhr1Ult11JL~fl~flWm'V'lU~~fll'jfl11JfllJLl'h~fl1'j vh'l Mfl11lJ{YllJ1'jtl 'l 'UflU U,j~,j'U'tIfl~ti'j)fll'j
u ••

mi 'l'U'j~~1J1Jl'Uflm~ (X = 3.36) ul9iiimllJfI1~l11~'l'Ufl'Ulf1~~'il~t'hil'j)~tI~1'UflWm'V'lU~~...
flUfl11Jf.]lJ lJ1i~1JaU~L~fl'lMLti~mllJ{yllJ1'jtli'Ufllm,j~,j'Ui'U'j~~1JlJ1fl (X = 3.74)

I>·mfl U lL fI'j 1~,1 {Y'j1J1~',hil 'il~v~l'Ufl Wm'V'lU~~flU m1JfllJ ii rml9iflfl11lJ {YllJ1'j tl i 'Ufl U U'ti~,j'U...
.::::,. & 'j) Q,.I ,::::::. , Q,.I I

'tIfl~~m'il C)f~'fffl~fI~fl~fl1JU'U1mllJfI~'tIfl~l1mtl "l 'Yl1'U~Wll''U Joseph L.Massie , Herbert

G.Hicks U~~ William F.Glueck ~i MmllJt'Ylr1Ult11J1J'Y11J1'V1't1fl~fll'jfl11JfllJ5'U1J'j~flfl1J11J~1V
u •

flufill1'U~LflWctli'Ufll'j1JaU~~l'U, flWVl\PlJ'U111ifll'j1~,flu1Ji'1J1J~~LLti'1't1L~fl i Mfll'j i~

'VIi''V'lmm 'tIfl~m.hv~ l'U L1J'U11Jmh~ ii1J'j~E'VIllill'V'lU~~1J'j'j ~l~tl1J 'j ~{Y~rl••
~ Q,I 'j) Q,.I Q 'j) 0 'j) Q lr] '9 'j/ 0 Q,I Q.I

2.2.2 1J'il'ilV~1'U'VIflEl~fll'j1J'jl11m~~m1~~'U1 : J:-l1J'jl11'j!lJmfl11lJ{Ylf1Ulfl1J
•••• u

flU{y~l~~flEl~fll'j1J~l11'j u~~m1~ HtJ1 ~nhi Mfl11lJ{YllJ1'jtl i'U fll'j U,j~,j'U'tIfl~ti'ilfll'j mii 'U••••
'j~~1J1Jl'Uflm~ (X = 3.32) Ul9iiifl11lJfI1~l11~i'Ufl'U1f1~~'il~tJlil'il~V~1'U~flEl~flU1J1l11'jU~~

m1~~tJllJ1 i~1JaU~Lvlfl 'lMLti~fl11lJ'ffllJ1'jtl i'UflUU,j~,j'U i 'U'j~~1JlJ1fl( X = 3.72) J:-l~fll'j

lLfI'j 1~,1 'ff'j1J1~';hil 'il~V~l'U ~flEl~fll'j1J1111'jU~~ill1~HtJl iiJ:-l~l9iflfl11lJ'ffllJ1'jtl'l 'UflU U,j~,j'U•••
'tIfl~li'jti'il ~~{yfl~fI~ fl~t11JU'U1mllJfl~'tIfl~ Michael Zwell ~i Mfl11lJt'Ylr1Ult11Jfl11lJ{YllJ1'jtl'tlfl~

• u

'V0'l 0 fill} ~~ ~'j/o

rj'Ul 'Ufll'j'U1fl~flm !1J1;!~fl11lJV~tI'UU~~U'U1f1~rj'U1U1J1JResults -based leadership 'tIfl~ David

Ulrich ~~'j ~l1UflG~fll'j~\PlJ'U1U~~{y~l~'V'lUml'U i Miifl11lJ{YllJ1'j tl
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MQI'j/ od 9J QI .c:r..GlQI 'l~ .....'l
2.2.3 lJ,HJtlfl1'Wf11'H'HJ'W'Ht"~'Y'I~'Wl : 1J'n,:''YItI~'\I1flf11'i l1fl11lJ'ff1fltlJ 'W

~ . u

t~ fl~f11'i t~ tI'WrU"~.w~'W 1 ~~.yh'l,r fl11lJ 'ff11l1'i fl 'l 'Wf11'iU'Ii~;r'W'\Ifl~ flll f11'ifl~'l 'W'i ~~1J'l_h'Wf1" 1~~ ~

(X = 3.30) Ul9iiifl11lJfl1fl111~'l'Wfl'W1fl~~1I~111i111~tI~1'Wf11'it~tI'Witm~.w~'W11l1'l,*tJaU~

t~fl'l,rtflflfl11lJ'ff11l1'ifl'l'Wf11'iU'Ii~;r'W'l'W'i~~1J1l1f1 (X = 3.96) ymf11'i1tm1~,r 'ff'itJi~'hi1l1~tI•
'j/ .cS 'j/ QI d. , 'l' Q,I ..::::t, ~ 'j/ Q,I

fl1'Wf11'it'i tI'W'i tm~'Y'I~'WllJym~flfl11lJ'ff11l1'ifl 'Wf11'iU'\I~'\I'W'\Ifl~1i'i f111C)f~'ffflflfl "fl~ f11J~ .
U'W1f111lJ~fl'\lfl~ Peter M. Senge ~'l ,rfl 11mhfityfl1J f11'it~tI'Witm~.w~'W1'\1fl~fl~flm 'l ,r'Y'lirf1~l'W

~ d. 'j/" ~ .cS c),. ~ doC), Q,I QI fI I .cS ~.cS

tlJ'Wf1'W'YI'i fl1J'i f1"lflfl U"~lJm1lJflflfltl1~ tlJ 'W'i ~1J1JlJ1'fftl'YIff'W'i 1lJ tm~ lJfl11lJ tlJ'W'YIlJ~

1~'W 1i'i 'i 1.1 fl~ fl f1'i ~ ~Yi1'l,r f111lJ 'ff1lJ1'i fl 'l 'Wf11'i U'Ii~;r'W'\Ifl~ flll f11'i fl~'l 'W'i ~ ~ 1JtJ1'Wf1" 1~~

(X = 3.28) ul9iiifl11lJfl1fl111~'l'Wfl'Wlfl~~1I~111i111~tI~1'W1~'W1i'i'ilJfl~flm 1l1'l,*tJaU~t~fl'l,r

- "
tflflfl11lJ'ff11l1'ifl'l'Wf11'iU'Ii~;r'W'l'W'i~~1J1l1f1 (X = 3.62 ) u~ir'W ~~'ff'itJ~mf11'i1tm1~,ri~i1.
i111~tI~ 1'W1~'W 1i'i 'i lJfl~flm ii f-l"l9iflfl11lJ'ff1lJUfl 'l 'Wf11'i U'Ii~;r 'W'\Ifl~1i 'iflll ~~ 'ffflflfl ~ fl~ fl1J.
U'W1f111lJ~fl'\lfl~ John Kotter U,,~ James Heskett ~'l,rfl11mY1rl'tyfl1J1~'W1i'i'ilJfl~flm r~fl'l,r

tflflf11'i ~1lJtt 'i ~~1lJ 'l1l~ 1'lJ'W1tt,,~tJi' 1Jt11~tI'W'l,r tflfl f-l" f11'i11au~~ ~f1i1 t11i'1flf1 i1 fl~l~ ~~V'W'l 'W

fl'W1f1~ lfltl1J~iJ'YIfl1'i'h1f111mhrl'tyfl1J11'lJ'W1i'i'ilJ 4 fl~N ;jfl

1. Customer Service Culture

2. Innovation Culture

3. Operationally Excellent Culture

4. Spirit Culture

2.2.5 i11l~tI~l'W f1"tI'YItl'Yl1~f11'iU'Ii~;r'W : 1J~iJ'YIi:J i~'l ,rfl11mhrl'tlJfl1J f1U
• u

fl111'Wfl f1" tI'YItl'YI1~f11'i U'Ii~'llm 'Yh~f11 'i ~~Yi1'l,r f111lJ 'ff1lJU fl 'l 'Wf11'i U'Ii~,j'W'\Ifl~ flll f1U fl~ '1'W. ~

'i~~1J111'Wf1m~ (X = 3.26 ) Ul9iiifl11lJfl1fl111~'l'Wfl'W1fl~~1l~111i11l~tli11l~tI~1'W1~'W1i'i'ilJ

fl~flm 111'l ,*tJaU~t~fl 'l,rtflflfl11lJ'ff11l1'ifl 'l'Wf1n u'Ii~'ll'W'l 'W'i~~1J1l1f1(X = 3.63 ) u~J'W ~~

'ff'i11f-l"f11'i 1tm1~111~i1 i11l~tI~ 1'Wf1M'YItl'Yl1~f11'iU'Ii~;r'W ii f-l,,19iflfl11lJ'ff11l1'ifl 'l 'Wf11'iU'Ii~,j'W..
~ &- Q,I' 'j) Q.I ~ d..cS d, .cS

'\Ifl~~'if1ll C)f~ymfl~f1m1'ffflflfl"fl~f11JU'W1flfl'\lfl~ Michael E. Porter 'YIlJfl11lJt'\1'W11f11'ilJf11'i

11~Uf-l'Wf1"tI'YItl~~ 1l~'I'11'l ,r1J~iJ'YI'ff11l1'ifl;r1Jt~tl1u'Ii~;r'W fl1J~U'Ii~i~. ~

fl11mhfiUJ 'l 'Wf11'i 'ff~1~1J'i 'i tl1f11fff11'iYi1~ 1'W~m~ fl1JU'YI'WU,,~ UH11~'l1l ~~Yi1'111'fl11lJ 'ff11l1'i flu ~

'1'Wf1nu'Ii~'ll'W'\Ifl~flllf11'imj'i'W'i~~1J111'Wf1m~ (X = 3.24) ul9iiifl11lJfl1fl111~'1'Wfl'W1fl~~1I~111~
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iJ~~~~1'U1J'j'HJ1fllfffll'jlhHU / H,WHJ1JU'Yl'U/ m .:J~.:J'l~ 1J1'l~1Ii),j~t'~fl 'l-M'tfl~fl111lfflllntl 'l 'U

fllm.,j.:J,j'U'l'U'j::~1JlJlf) (X = 3.81 ) HClfll'jltm1~,1ff~1I1~11 iJ~~~~1'UlJ'j'j~lfllfffllnh.:J1'U /

HMlfllJU'Yl'U / UH~.:J'l ~ ijHCl~tJfl111lff1lJl'jtl 'l 'Ufll'jU.,j .:J,j'U'Ufl.:J1i'jfl~ ~.:Jfffl~fl~fl.:Jn1Ju'U1fl ~'Ufl.:J
OJ •

'j1W Vi1<jf~flCl~f)~1111 fll'j~.:J'l ~ijmlllffllV¥'Un nlJHClfll'j1li),j~.:J1'U t'd fl.:J~lf)fl.:Jri'm~~ fl.:JfllmCl. ~
fl11mhth'Ufl.:J.:J1'U ~.:J Uflll~ fl.:Jfll'j fl'U.:J1'Ufi 1Ii),j~ .:J1'UflU1.:Jt~llfl111lff1lJl'jtl ~.:JU'U ~1J111n

~1tn'U~fl.:J'l~'j1.:J1Cl\9lfllJU'Yl'Utn'Utfltfl.:J;jmh~w 'l 'Ufll'j~.:J'l 'il'VfWm1'U
" OJ

2.2.7 iJ'il~~~l'U lm~ff~l~fl~ftm : lJ111'Yl1~1~'l-M'fl11mh~w~1'U lfl'j~ff~l.:J
"

fl~ftm ~~lh'l-M'fl111lff1lJl'jtl'l'Ufll'jU.,j.:J,j'U'Ufl.:Jfl'ilfll'jflU'l'U'j~~1J1I1'Uf)m.:J (X = 3.22) u~ij
OJ

fl111lm~111.:J'l 'Ufl'Ulfl\9l~'il~U 1iJ'il~~~1'UlflHffr1.:Jfl~ri'm 1J1'l~1IB,j~t'~fl 'l-M'tfl~fl1111ff1lJl'j tl 'l 'U
- ~

fllm.,j~,j'U'l'U'j~~lJlJlf) (X = 3.67) ~~U'U~~ff'j1lHClfll'j1!m1~11"'~11 iJ'il~~~l'U lflHffr1~•
fl~ftm ij HCl~flfl111l ff1lJl'j tl 'l 'Ufll'j U.,j.:J,j'U'Ufl.:J1i'j fl 'il ~ ~HCl~~f)~11fffl~fl ~ fl.:JnUt 'U1fl 111lfl~•
'Ufl.:JKerry Feldman ~!ff'Ufl11 fl.:Jftm~ijfl111l'Vlrflll'l'Uf)1'j!1I~(J'Uu1ICl.:J'il~d .:JHCl'l-M'tJ.:Jftm

ff1lJlHl\9lfllJff'U fl.:J~flf)1'j t1l~(J'UU1IM'Ufl~~.:JU1~~flll 1~flU1.:J'j1~!11 rlflllijfl 11111~!11~(JlJ'l 'U

f)1m.,j~,j'U

( X = 3.17) U~ijfl111lm~111.:J 'l'Ufl'Ulfl\9l~'il~U1iJ'il~(J~1'Uf)1'j1~mm~V¥\P1J'U1lJl'l~1IB,j~t'~fl 'l-M'

!fl~fl111lff1lJl'jtl'l'Uf)1'ju.,j.:J,j'U'l'U'j~~lJlJlf) (X = 3.50) HClf)1'j1!fl'j1~,1 ,n1l1~11iJ'il~(J~1'U•
f)1'jl~m!Cl~V¥\P1J'U1 ijHCl~flfl111lff1lJl'jtl 'l 'Uf)1'j U.,j~,j'U'Ufl~1i'jfl'il ~~fffl~fl~fl~nlJU 'U1fl111lfl~•

.<:::to cI~ do d 'JJ ,~.<:::::), 'j/ Q,I

'Ufl~ 1CV1'j(JtYll~1'lffl~ '1'U1I'j~!~'U'Ufl~f)1'j tY'jHfl111lU\9If)\9I1~'U'U 1i'jf) 'il'il~\9Ifl~'Vl(J1(J11l'Vl\P1J'U1
OJ •

ff'Ufi'lUCl~lJ1fin 'l-M'ijfl111lU\9If)~H 'il1f)fiu.,j ~ UCl~lh 'l-M'Clf)fi'1i' lJ~ii~flWfi 1~ijlJlf)f)11fiu.,j ~cu cu cu 1I 'U

~ "" ~ "" "" "l '''l ~'l~ 0 "" "" 0 "" ~2.2.9 1I'il'il(J~1'Uf)1'j\9lCl1~: lJ'jl:J'Yl~1l~~ 'I1fl111ltY1flWf)1Jf)1'j~1!'U'U.:J1'U~1'U
"

f)1'j\9lm~ l~~tlf)~~tnU fl'U~lJff~~l(J vh 'l-M'mlllfflllntl 'l 'Uf)nu.,j~,j'U'Ufl~fl'ilf)1'j flU'l 'U'j~~lJ
OJ. OJ

1I1'Uf)m.:J(X = 3.14) u~ijmlllm~'I11.:J'l'Ufl'U1fl\9l~'il~U1iJ'il~~~1'Uf)1'j\9lm~ 1J1'l~1Ii),j~
, -"

t'VJfl'l-M'tfl~fl111lff1lJl'jtl'l'Uf)1'jU.,j~,j'U'l'U'j~~lJlJlf) (X = 3.56) ~~U'U~~ff'j1lHClf)1'jl!fl'j1~,1.
1~11 iJ'il~(J~1'Uf)1'j\9lm~ ij HCl~flfl111lff1lJl'jtl 'l 'Uf)1'jU.,j~,j'U'Ufl~1i'jfl'il ~.:Jfffl~fl~fl~nlJtt'U 1fl~.
'Ufl.:JPhilip Kotler ~!ff'Ufl11 f)1'j\9lm~'il~an'U1r1'l'il~ri1~qj~'ildh 'l-M'lJ111'YltY1lJl'jtl1li'ml1 'l'U

fffll'Vltt 1~"'flll~!1I~~'UU'lJCl.:J111\9IClfl~'il'U!n'UiJ'il~~U1fl111ltY1lJl'j tl 'l 'Uf)1Hhih h 'Ufl~lJ111'Yl
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.,
ff':itJf:-Hltll':iffflInh.!fil'V'l':i111 'V'llJ':h'IJ~,rYl f-j~\9livh~l':il'1f'IJ~ 19i1~~ ~lfl\9l (lI'Hl'lfU)

q q

iJI'I1111ffl111':itlY11~tll':iu'li~')'U'1'UihHl'l.J'Uh,.J':i~~'IJtJl'Uf1ill~ (X = 3.35) l\9ltliJil'il~t1~l'Utll':i
q

'IJ~'Hl':itll':i t~'UUil~~'U'l'J'U t1:l'Uil 'il~t1~tifl'1 M'tfl\9lfl1111ffll11':itl'1'Utll':i u'Ii~')'U 111f1~'1\9lt1:l'Ufl'U~ 'IJ~ 1
- .,.

(X = 3.59) ri1'U'1'Ufl'Ulf1\9liJfl1111f11\9l'H1~'1'Utll':i'lhil'il~m;~ 14 ~1'U 1tJ'1,*tJiiU~lt~fl'1M'tfl\9l

f11111ffl111':itl'1'UU'Ii~,)'U'1'U':i~~'IJ1I1f1(X = 3.77) 1\9ltliJil'il~t1~1'UtY1f11'UlilVffl':iff'UtYlflt1:l'Uil'il~t1
I l' - 'j1 'jI

'¥itifl'1M'tfl\9lfl1111ffll11':itl'1'Utll'JU'Ii~')'U1I1f1'¥iff\9lt1:l'Ufl'U~'IJ'¥i1 (X = 4.16) U~h;~U~'IJ~'Hl':i
q ~

I r , 'j1 dt CjJ

~fl~ '1M'f11111ff'U'1'ilUil~tVillfl11mhfi'ty'ii1'Hi''IJU 'il~t1B'U'¥i1~ul111flfltJ':i lt1f-jil'1M'1I1f1~'U t'V'lflff':i1~

f11111ffl111':itlY11~tll'JU 'Ii~,)'U'1M'fl'iltll':i ~ fl1tJ

.,
u'Ii~')'U'\Jfl~fl'iltll':i 'illf1f-jiltll':iftmll111'1 M'Yl':il'IJ',h~'IJ ~'Hl':i'\Je:l~fl1ltll':i~'lU~':i ~~'IJ~'U f1ill'llW~ ff'l~ ~

lifl1111llt 'Uffe:l\9lfl~e:l'lfl'Uil '1'UU1l'il1.J'Ufl1ltll':i '1M'f111:JJ'iilrlUJfl'IJU1l~t1~tie:lt M'lfl\9lfl11:JJffl1l1':i tlt 'U
q u.,

tll'JU'Ii'l,)mVitl'l'lJ1'lu'il~m'Vi1tJ'U U~f111:JJfll\9l'H1'lt 'Ue:l'U1f1\9l~'IJ~'Hl':i"1 ~e:l'lf11':it M'litll':i t i'Uil~~

tJi)1J~ 1l~~'ii1'Hi''IJU'il~t1~tie:l'1M'lfl\9lfl11:JJffl111':itl'1'Uf11':iu'Ii'l')'U 'l'Jf1"l il1l ~t1 ~'lU ff\9l'l'1M'llt'Uil

~'IJ~'Hl':i "1 ~e:l'ltll':i '1M'e:l'lrlmlif11Tvr~'U1':i~'IJ'lJtll':i'IJ~'H 1':i~\9ltll':i'1M'lifrf1t1fil'V'l'iil'Hi''IJ~llU 'U~

., ., ,

'ill f1tll':i fff1£llf1i' 'lU ffl111':itl ff':itJ f-jil'¥i' ~ i' 'IJ'ill f1tll':i \9le:l'IJU'IJ'IJffe:l'IJtll:JJ'\Je:l~
q

'J/ C> C> di d .d '" lIJ 'lIJ 'J/'l 'J/ 0 '" .,f ~ '1 d. c1
f-j'IJ':i'H1':i"1 '\Je:l'lf11ltll':i9f'ltU'U'il\9lYlfHltll':it:JJ!\9l 'Hfl11:JJfflI'1UJt'V'ltH'IJ'UU'U1YlN'Utll':il'V'l:JJ'\J\9l
~ q u '.,
fI11:JJffl111':itl'\Je:l'lfl1ltll':i ff':itJ'~~'lU

q

1) ~1'U1fI'j ~ff~l'lfl'lrlm f11':ili'Ult1'1J1t1tJi''IJil\9l'\J'Ul\9le:l~rlm'1M'l~f1il'l

Uil~t1:l'Ulf1':i'lff~N~li~f1£lW~U'IJ'IJ':il'IJUil~l1:l'Ulfl~fl'lilt1 (Flat and Network) l\9ltlil\9l'IJl'lillm
q

jJ , j/ I , )I' " 'j1

Uil~')'U\9lfl'Utll':i~llU'U 'l1'Ul1cih~e:l'Uil'llVie:l'1M'lifflt1f11':i1J~rl'IJ1Jty'lfll1 tl'U ':i1:JJ";~litll':i ~\9l~~

'¥i:JJ'l1'U(Self Managing tcam) lv7e:li''IJ:JJe:l'IJiil'U1'iltll':i~\9liY'U'1'il'1'U~1'U~1'1 "l (Empowerment)

'ii1'Hi'm~:JJfl11:JJ1'I~e:l'l~1 '1'Utll':i 'IJ~'Hl':i~\9ltll':ifl'lrlm

2) ~1'U1~'U Tin:JJe:l'lrlm l\9ltlfl1':i l~:JJtJilf1rJ'lUil~ff~ N1~'U Ti':i':i:JJfilti'1'Ue:l'lrlm~
'I 'J/c> ~ " , c1 'J/' , .,f 1 ~ '1 'J/c1
!'Hf11ltll':il'IJ'Ue:l'lflmU'H~tll':il':itl'U~fltlN\9ltH'Ufl~ (Learning Organization) \9lmu\9l 'H:JJtll':i

, " .,
Nf1e:l'IJ':iwVi:JJ";f1£l~Uil~1'I11:JJnM'fl'IJ'IJ1'1illm '1'Ufl'lftm ";'l'H:JJ\9lYlm~~'IJ him 'V'l1~~'IJ~'H1':it'¥htJ 'Ucu q q cu

If\t'HHlflU'Vlj rum:'1M'f111lJ thrltyfl'IJtll':i l~t1'Ui11lJfl'Ulv7utll':i111'l1'Ul'tl'U'¥ilJ (Team Approach)
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~ .
'J11.n1~.yrWl'l.nh1't~'W~~fi'mmlfmJ~tI'Wfl111J~ (Learning and Teaching Organization) \9l~~~Hl'l.,lij••
fll'J,.h~tiJ'Wf·m ~~m'il i,*tfl~~~ijmJ'J~tiJm·mU'lJ'lJfI~fJm'V'l (Balanced Scoredcard) ~ff11Jl'JtI•
1f1~1J1J~~ '1~'VJf1iJ~ U~djfll'J t,j~ tI'lJtYifJ'lJ1f1fl'lJ~'Jn'ilg'W (Benchmarking)

"Q,I 4'& ". rI ~ ~i . ~ Q,I .&
3) f11'W'YI'J'V'lfJlm1J'IfI:ltlmU1J11fl~f1m'il~t1J'W~'jf1'il 'WmJ1J~'jf1'i1'V'l~~~l'WC)f~

r1~\9l'1vHh lf1fJt.J'W~l'Wfll'JrI~\9l tfl~~~.ij'mu~~I'YIfll'W l~ti U~f1WWWl'WlflWm'V'l'IJ~~'lJflmm••
i 'W~~fi'mn'il~t~1J,j'J~iY'YI1j m'V'lfllnh~1'W1Jlf1~'W i 'W'YIf1~1'W~1fJt'l1'Wfi'Wn 'ilfll'Jfl1'J i ,rfl11mhfiill

• u

~ ..
fl'lJ'lJfI~lm i 'W~~fi'm I'i~U~f1l'J1Jf1~'lJ'J1J'V'l'l1ml'WtTI~i ,riifl111Jt'il1ill i 'Wll.J1Yifll'J ~1'W(Career

• u

.cS "'jJ QI ~, , .:':), d ~"
Path) llfll'Jm~\9l'W h1'V'l'Wml'W1Jff1'W'J 1ll i 'Wfllmfffl~f111llflflm'W 'J1ll'YI~ff'J1~'lJ'J 'Jtllfllfl'U~~•
,jof'lJt,j~fJ'W'J,jU'lJ'lJflWthnw U~~fl\9l'Jlrl~\9l~'lJU'YI'Wi,rt~'W~ ~'il~'1'iI(Incentive) t~mh '1,jri......
f1111J~ffflfllfifliJi 'ilU~~ f1111J~fffli 11Jfl'Wt~'Wt~l'IJfl~n 'ilfll'j U~~ f1111J'il~ofmi fl~ '1'W~ ~fi'm••••••
(Loyalty)

j/ I 'jJ jJ ,

3.2 'li'fltff'Wfli'Wfll'JftmJlflof ~~~ '1,.1 1i1~~'illflfll'Jftml1 '1'Wflof~uii'li'fl~lti'f1i'\.Jt~~~

d 'j/ di d "' d d 'j/ '1 d/ 0 d/ 0 '1 'j/'j/
'IJ~~nmU~~fll'jtfl'lJ'IJ~1J~ C)f~1JU'iI'iltl'YItfltl1'IJfl~'Wfll'jfl'fl1:l1'ill'W1'W1Jlfl M'YIl 'Hr1\9l~'lJtt'lJ'lJ••••
fffl'lJm1J~~~ '1'*nm '1'Wfll'J-WU'il-Wtfl'jl~M'1 'Wfll'j\9l~'lJtt'lJ'lJfffl'lJm1J~1fJt1~1~ ~lflfl ~~ii

" "'li'mff'Wmt'W~'1'Wfll'jftflmflof ~~~ '1,j~~U

" " ,
I) fll'Jftflm '1'Wflof~U'1~'tllfll'jftfl1:l1flri1Jl'ilmh~ 'illfl,j'j ~G]nm Yit1J'W'V'l'l1m 1'Wi'W•

1 'J/ 'JJ I

'lJ1fl 'YIYi~v'1'Wli'J n'O'V'l~~~lWVl tI~'lJ1fl Ylt~tl1t'vh'l1 'W ~~ '11'WtTI~ '111'r1~fl l'Jftfl1:l1ff11Jl'J ml1 '1,.1'1'*•••
_I '1 "''1 'jJ 'd oC:l. £::l. I ~ & &" ~ Q.I d d
1J'J~ ~tI'l$'Wf1~tJl~1J,j'j ~ ff'YIlir1~ff ~fffl\9l~Yl~~\9lffl'H m 'j1J 'il~f11'Jfl'fl1:l1'1'Hm ~'lJfI ~1J1JHJ'YIYlt11 '\.Jcu q q q

"~fl~'I11'H~fl'1'Wfl\9lffl'Hm'J1JU t'l1'W'lJ1flYl r1~\9lhJvh ~1ti'f1 (1J'Hl'l$'W)...
jJ 'j/ I I

2) fll'J ftfl1:l1'1'Wflof~U'1~'tllfll'Jftfl1:l1fl111Jfifllli'WYiii~flU 'O.ij'tlYififl'1,rtnflfl111J

ff11Jl'jtl '1'Wfll'Jtt~~.u'W'IJ~~n'ilfll'JtVltJ~ 14 ~l'Wt'vhJ'W ~~iJ~iiU'il.ij'tI~l'Wg'W "l ~fl~fi~ i,rtnfl
" ,

f1111Jffl1Jl'JtI '1'Wfll'JU~~.u'W ~~'I1'W'Hlflii~ff'\.J '1'OYi'il~'tllfll'jftflm~'\.J f1~1~~ff11Jl'JtI'I11rl~•• . "
fll'Jftfl1:l1 '1,j~Wl'Wl,jof'lJ,j'j ~~~ fl'W'O~t~'Wfll'jff~ NflW ~l '1,rttfirl~~1'Wftfl1:l1 '1,rt-W1Jff~~'\.J••••

" " ,
3) fll'J ftfl1:l1'1'Wf10f~U'1~ 'tllfll'j ftfl1:l1tn tl1fl'lJ'j ~~'lJfl111Jfi fItli '\.J'IJ~ ~'V'l'11fl~1'W

I ,,'j/ 'J/

fl~1J1'i1~VNYiiiI9l1ttmj~~1'WI'i~tt~~'lJ1'Hl'j'j~~'lJ~'W~'W '1,.1'IJ~~'lJ1fl'YI r1~\9l'1l'h~l'jl'l$'4~ lem~~
o QI , ~ & 0 dl Q.I .c:), d QI I Q.I I del
'Olflfl (1J'H1'l$'W)t'Yll'W'W'O~f11'j'YIlfll'Jfl'fl1:l1'j~fI'lJfl111Jflflm'\.J 'IJ~~'V'l'Wfl~l'Wfl~1J\9l1flfJl~Yl1J.

" "19l1ttmj~~1'\.JI'i~U~~'lJ1'Hl'J'J~~'lJ~'W~'W '1,.1'IJ~~'lJ1fl'YIi 'Wflri1Jli'jn'ilt~tllfl'W fifl 'lJ1flYl r1~\9l'1vHh....
'jl'l$'lJ~ ~1ti'f1 tt~~'lJ1flYl 'jl'l$'lJ~'V'l~~~l'W~1ti'f1 ~1t1 t~~'il~'tlli,r'1~f1111Jfifltli'W~tt\9lfl~1~tt~~••
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.;. .1 .k • 19/ dI d l1J9/'"
'\1"lfl'\Hl1t11J1fltl~'II'U ~ 11Jfll11JU~fl~ N'II fl~ ~m-Jtu~ "Y1'U'l..!flfl" C}f~11~'I'll m-m flll fl'flEJ1'1'lA fl1J

, ~ tlc&~ ~
fltu fl1'1'l1~flll1tfll1~'\1I'lf~" fl1J1fl'll'U•

" " I'.:::::.ct oC:t. ~1 '" "'1jI-=:t.d. ." '.cl 'd.
4) l1iflll1tfll1~'\1 'UflH'U 'lfl1i'\11mlfltl"~ mt,wtl tt"~mt'UtI~t'U'U1J1m!l'U

" .
tfill! 'U ~~flll1 ,*1~ flll'\1lri1fll1mYm~''U,j 1~'\1':h~ih~t1l1ri fl 1,rtnfl fll11J ff11J1H11'Uflll tt'; ~'ll'U

"" d d 9/
fll11Jfl flt '\1'UU" ~tfl'U l1'U l11J'IIfl1J"

OJ

, "
4.3 tijm.'hU'U'Ufffl'Utll1J' 1J'I'l1'lfffl'U 1'Uflof~U1fl H~fl'UU'U'Ufffl'Utll1Jij~ eJtff'U flU 'U~1'U

OJ

" " 'j)

ril'Ul1 3 'IIfl~U'U'Ufffl'Utll1J u~lijm.J1u'U'Ufffl'Utll1J 11J'I'lfll'l'il1 ~l1iijm ,r~fltff'U flU'U:;;1J1 l1~ijm'il
OJ

.A _I"" 9/. 1 .,;", • .k 9/ 9/ 19/
t'Ufl~ 1J1'ill fllJ l1J1tu 'IIflmtll1J 'UU'U'Ufffl'U t111J'I'l1J'il1'U1'U1J1fl C}f~H~ fl'UU 'U'Ufffl'Utll1J\91 fl~ 'lfnm

OJ

1'Ufl wrilJ 'ilTIIfll1~ 11'1'Ufll ':i\91fl'UU'U'Ufffl'U t111J~1m 1m~ ~1nl'l

4.4 1~flllffflEJ1fld':i 'I'll'lfffl'Ufld11JbY1J'W'UlilrJ'U':i1£J~1'U ff1l'\1\91~l1i 1~1 '*1 'Uflll ffflEJ1•
" 'j/ I j/ I

fl of~ij n'jfl ~'il1fl~ fl~ flll ffflEJ11.wt1~1ufl~~ 'Ui1~11'il~t1l1ij H"~flfl 111Jff11J1l fI 'I'lN flll U';~,,) 'U
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fi~ij.:J 'Wf1Uti'1 "f11111~~V'ltl'hJ i 'Wf1l'Jl'1Hl'W'\Jtl.:JfI~i 'Wh.:J{1tJ'W1J'1itfllfffl'ln" l'VltJl'WV'l'W,rtJ~tytyl

ll'l11~WcY1~ fllfll'll'l1J~'Hl'Jf1l'Jffmll ~WcY1~l'VltJl"tJ 'I1Ul 81 - 83 'ilWl~.:Jf1'JW•
ll'Hll'VltJl"tJ 2526

a ~ tI jI 4Ql 7 .d ....1 c:l'::!

'll''W'il~~ U'il.:J!'il'Wf1'ilf)l1fUlm Ufffrn'nm 21 UlJm!B:l;!'JtJ1J!'W.:J'illf1 FT Mastering Marketing

First Edition in Association with INSEAD jl Kellogg Graduate School of

Management London Business School Wharton School of the University of
'j) .a:t. c1'od.

Pennsylvania 'I1'Wl5 , 119 f1~.:J!'VlV'lll'Hl'WfI'JV'l1lV'l~2544

'll'1lV'l'Jf1{VlVl'I9JlU"ml1tJ~ 9 f1l'Jtltlf1U1J1J'J:l;1J1Jf1l'J~l!iA'W.:Jl'W"i'W lfJfl€'Tif)l"HrfJU'lIVI'J'lIl fll'i
• OJ •

'J1fl11:,:nA~.J1fhJlfJm'l:':f)l1.flVlf)l1f)l1~hl';;u.Jm 'I1Ul 84,86 ffl'Ull'll'll'VltJlf1l'J

,y~f1l'J 'W'W'Vl1J1-fflUf1VlllYlll'Hll'VltJlr:1tlff1'U~tJ1i'J'Jlllihl'll' 2544••

d 'j).:::::. ~ Q..I d

'JHUMUfl'lfJrJ1iU'I:':f)l1f1JUf1U 'I1'Wl5, 32 ffl'Ull'll'11'YWlf1l'J'il~f1l1 'W'W'Vl'l.j1

-fflUf1VlllYlll'Hll'VltJlr:1tJff1'U~m'i'J1111~11'll' 2545.

, C,), oC::t. cI
~1'Wff'Vllilf1l1V'l1lV'l1lV'l2544•

o Q,I Qt, c1'd d ~
ffl'Wf1V'l1lV'l9Htl~mfl'll''W2545

OJ

~UtJ !l1tJ'W'Vj19JlflJlUirlUl'iUV1J.flfl'llU:':1JfJ-3'1fl1JU'I:':flU ( Core Human Competencies)

lf1Hf1l1 Human Capital 'I1Ul158 - 159 f1~.:J!'VlV'lll'l11'WfI'J'Wllf1~l 2546

limftJ tJll~'W~l "mlltJ~ 2 f1l111.:JUf-l'WUB~ mlltJ~ 7 f1l1f111Jfllli'Wtl.:Jflf1l1 " i'W lfJflirl'if)l1•
~ Q..f" QJ' '~o'~d.

€ffJU'lIVI'J'lIl f)l11JVlfJ-3f1f)l1U'I:':rJ'J'tVfllf11UUYflV'lllV'lflH'Vl2••
ffl'Ull'll'll'VltJlf1l'J ,y~f1l1 'W'W'Vl1J1-fflUf1VlllYlll'l111'VltJlr:1tJff1'U~tJlinlll~1 l'll' 2544••
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1i'UoMtIt11J;]'Ufll "l1l-htl~ 1 f1l11J~,*1 iUt~t1ln'Uf1111NU~'UtlCltl'VliuCl::f111f1l'Ufl1J mllt1~ 3~ ..
tll'i fi I'll'Ufl tl CltI 'Vli1::~ 'U'U~11'Vl UCl:: m.ld tI~ 4 tll'i fi I'll 'Ufl tl Clt1'Vli1::~ 'UTi1f1'il " 'l 'U•••
...1 ~ " ~.:::::t, Q.I

JJ1::U1 €IU1"i::'ljfl I'll 1 fl111NUNUfl€Jqn1i U€J::fl11f11Vf}U ffl'U ll'1fl 1'VltI1f111'ilfl f111

'U'U'Vl1.,(1~hUtl~1J..{1Jl111'Vltllfttl~ 1'U"';t11inmn11'1f 2545

1.Jty~ 1.Jtytylf1'il UCl:: tl1JCll11W, il~'Vnu'lf Benchmarking fl1.J€lflgfl11UtVu6tittnNf1flfJ
" .

~1J..{f1i' ,rYi 2 tlHt'Vl'W1J111'Ufl1 fl'U1 'UtlHvH1mf 2545•
d " ••I'~ "><=/ <=/ <=/ , <=/ .1 . ')

t'U~ fI11Cltl-n fjUfJ11itflUWflfN U'fJ.JfI UlJCl'illtl Benchmarkmg Workbook tfltl

Q.I tI ~ ~ tI ~ d.
w'~'W~ff ttlffmnJ 'W1J'WflH'Vl2 tl~~t'Vl'W1J111'Ufl1Be Bright Book 2544

U1::'lj1J 1tlflU1::tff~~ U1U'lJ1fJtm::fl111NUNU: 'Hilflfl1"iU€J::nqyij tl~~t'Vl'W1Jl1l'UfI'j

o Q,I C:t, tI ~ ~ tI
ffl'Utl'W1J'Wt'U~tlClf111'W1J'W2535.
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fl11lJfflJ'VlUli Ufl::::fl11lJff1lJflfl':i ::::l111.:j

~htJ.:j1'U

3. yj1U 'M~'IJrh~tl'IJIl'YlU~!l1:JJl::::fflJ Ufl::::l~'U

linlJ1ut11':iu5iJ~.:j1U

4. 'IJ~'li'Yl 'IItl.:jyj 1Uiit11':iUr'IJ1U~tJ'U':iUU 'IJ'IJt11':i
"

0'
ff.fll1::::nUi.U

5. 'IJ~'li'Yl 'IItl.:jyj1Uiit11':i11.:jllHUUfl::::n1l1U ~

1elt11fft11':i fi'11l1U' 11u t11':i'" 1.:j1U'IItl.:j

'Vlum1'UtldwM~I1l'U

6, 'IJ~'li'Yl 'IItl.:jyj 1Uii':i::::'IJ'lJt11':i ~1tJHfl~ tl'IJll 'Yl'U

v "'=' J,I 0
fIflJJ::m m1'/111UiI::n n::fj'U 1

1. 'IJ~'li'Yl'lltl.:jyj 1U 1M'm1lJ ff1rl qjtl'IJt11':i ff~ 1.:j

115

•... .. ..
1::V1'Ufl11t1flVl!'t'iU

•• 1 y 1.1" VO> •• ~ if •..• fl1111fl1V1't11-31ueU1flVllIm~ '!Iua:: {)'IJVI"~-3 U "'iJ'lJU

"" ""-(;;;J - (;;;J
"" "" "" ""- (;;;J ~ - (;;;J ~
"" .;;;J "" .;;;J~ (C ~ (C

.;;;J ;;;J ;;;J .;;;J ;;;J :l
(C ~ f" (C ilI~ ~;;;J ;;;J c:? ilIG: :l ;;;J c:?
f" ilI~ ~

;;::s: ;;::s: ~ ilI~ ~
;;::s: ;;::s:ilIG: ":;1: ":;1: ":;1: ":;1:;;::s: ;;::s: -;i -;i .;i ;;::s: ;;::s: .;i -;i -;i"!: "!: ~ ~ ~ "!: "!: ~ ~ ~

5 4 3 2 1 5 4 3 2 1
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iJ;)~tJ~nt1 1Mln~fl1111l.Tllll"i(I

1Ufll"iU';-3.uU

V'.:::II J.I 0 ,

f1n'!l~f)11tJ11111Ui:J~m1~IJUl ( flB )
~

2. U~,:rVl~e:l,n;"uijm'j .ij~fi-3l11NTU~ln~hfJ

nU~l-3 '1 ( cross function) l1ffl:IJ1'j(l

'lh~ffT\Nl'U'j~ldl.:J~hmi'U i~

3. U!,:rVl~e:l.:J'Vil'Uijm'j.ij~~.:J.:JU'lh~:IJlrui'U

i'U'l'Jm~~u
~

4. u!,:rVl~e:l.:J'Vil'UiMf111mh"'tyrlum'j.ij~fi.:J

11:IJ.:Jl'Ui'U 'j~~u'llBiJ~m'j~ijBl'U l~t~:IJi 'U

m'jfi~ff'Ui~~lrw'Um'j~l'U~l.:J '1 ( self-

managing team)

5. U~,:rVl~e:l.:J'Vil'UiMf111mhrlty i'Um'jff~l.:J

f10UJ lY1Ui:J~n11f11tJflU....

I. Hilfltiruq{u,,~u~m'j~d]ml"Hilfl~e:l.:J

u ~,:rVl'Vil'UijfJrun TV'lliJ'U~fJe:l:IJ1U~e:l.:Jfl"l~

i~fJ~1 i'll

2. U~,:rVl~e:l.:J'Vi.l'UMf111:IJfflrltyrlUm'j~~'U 1

u"~m'j'll1u'll'j -3~l'Uflruml"le:l~l.:Jfimiie:l.:J..
3. U~,:rVl~e:l.:J'Vil'Uijnl'j'Ullfl~e:l-3ije:li'Um'j

.ij~m'jfJruml"l:lJli.r; mV1I'1i'Um'j.ij~nn

fJruml"l1~fJe:l.:Jfh1:IJ( TQM ) , ISO, QCC
, i<J/Q.I jJ ~ jI~ ,..

4. Vll'U ~'jU~U"~t'jfJ'U~ t'U:IJlfl'ji!l'U~l'U
d ~QI '0 JfJruml"lVlu'j'ilVi~e:l.:JVll'Uml1'U~~'U

5. U~,:rVl~e:l.:J'Vil'Uijnm;ll1'U~:IJlfl'ji! l'U

'Ue:l.:J.:Jl'U'1~ffll11 un~nn :lJfflrlty

5 4 3 2 5 4 3 2



.
."fV""''I'''''ulHUTYlOtl !'t'i !MlfllnnYlllTj (J

't!fll·m,;~.ut!

f1WfI1nUiI::fJ1'ifn1JfUJ ( RtJ )~ ~
6. 'IJ~ll'V1'IJeJ.:j'Yht!iJt!lfJ'IJlfJ~'illlneJ'lJm'i

'IJ~'I1l'i.:j1t! BV1.:j!fit! 'i~'IJ'IJ!!,,~n~l!nllB

7. 'IJ~ll'V1'IJB.:j'Yht!1,rm1llff1r1t:y !m~t11!'V1flitfl

m'i'l.h~!iJt!!!'IJ'IJ~Mfll'Vi (Balance Score.
Card: BSC) 1l1H51'Um'i'l.h~&w ..m

8. 'IJ~1l'V1'IJeJ.:j'Yh'UiMm11lff1r1t:yf1'IJnl'i

~ ..9..:!t .e.l,L::o
WJfJ!fl'i eJ.:jlleJ'V11.:jntl~

1O. 'IJ~lJ'V1'IJB.:j'Yh'UiMfll111ff1r1t:yf1'IJm'i

~'i11lneJ'IJ !!"~'I.h~!iJw-l"nm~fJ'U!'lJeJ.:j
'"

'Yn!n.:j1'Ui'UeJ.:jrln'i

11. 'IJ~1l'V1'IJeJwh'Ui,rm11lff1r1t:yf1'IJm'i

.1 '" ".~'i11lnB'IJ !!"~U'i~!llW'mm'in'j1.:jfJrufl1

111' "nti'l
'"

12. 'IJ~ll'V1'IJeJ.:j'Yh'UMm1llff1r1tyf1'IJnl'i

.1 '" ", i"~'j11lnB'IJ!!"~U'i~!llmmnl'in'j1.:jfJrufl1 '11

'Yn!n.:j1'U .

13. 'IJ~1l'V1'IJM¥h'UMm11lff1r1t:yf1'IJm'j

A I '" ",~'illlnB'IJ !!"~u'i ~!1l'UN"m'in'j1.:jfJrufl1

117

v '" "'i::~'IJfl111lfl~!'I1t!

"" , " 'll"' •.•• '" ~ if OJ mll1f11~'t"J~ 't!tlt!lf1~lIfll'i 'lIUi:\:: fI'IJ~ll'i~ t! lli}l.Jt!

~ ~
-aG:l - aG:l~ ~ ~ ~

·aG:l ~ -aG:l ~
~ -G:l ~ -G:l~ (Q) ~ (Q)

-G:l G:l G:l -G:l G:l G:l
(Q)

~ :.~ (Q)

~ ~G:l G:l G> G:l G:l G>
f"" f""

~
;;l: ;;l: ~ :.~ ~

;;l: ;;l::'G: :'G: ":;I: ":;I: ":;I: ":;I:;;l: ;;l: -;i -;i -;i ;;l: ;;l: -;i -;i -;i"!: "!: - - - "!: "!: - - -5 4 3 2 1 5 4 3 2 1

IfIflTuTilfhnnrumfJ ( IT )

I. 'IJ~ll'V1'IJB.:j'Yh'UiJnl'i'lli''IJ!'ll~fJ'U'j~'IJ'IJ IT ~

i.rii'U nl'i ~l!it'U.:j 1'Ui,r'l'1'U nllfJeJ01.:j

nih!nlleJ

2. 'IJ~llmJeJ.:jvl1'U~B.:j~.:j'l'l1!'V1f11'U1,,1j

nl'i n'U I'V1!'lI'Un 1'i~ 1!it 'U~ 'i f) 11eJ~1.:j]J1n I I
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·.•.Gf QJ -=t, CIfI v~
u1HltI'YIOtl !'Yi IOVlfll11lfflllTi tI

luOl'iu';.:leUu

lflRTuTufhnnrumrr ( IT i (pjt))

«:t,cv f 'JI,., .•
3. mlJVl'IH1.:lVl1U1UUnl'j 'b''j~'l.nJ IT I'VHlnl'j

1nnl'jl'11.:11'UfHH)~!1m

4. 'IJ~irVl'IJtl.:l'Vi1'U1.w'Unl'jHi'j~'IJ'IJ IT l~eJnl'j

fl1"HJ ~ f)n

I. 'IJ~irVl'IJeJ.:I'Vi1'Uljn1~.:Inl'jN~\9I1 nl'j'IJ~f1l'j

~I.wfl.:l'V'llWieJm1lJl'i'eJ.:Inl'j 'lJlN\9Imf1''U

1l1l~iJ'U

2. 'IJ~irVl'IJeJ.:I'Vi1'U1$l'l111Vlfl1'UhVnl'j'IJ~nl'j~

l'l'U J:YilfllJl' oif, 'Unl'j l1~I'i''UVl'Unl'j N~\9IeJV, ~
lJ:YlJeJ

3. 'IJ~irVl'IJeJ.:I'Vi1'Uljnl'j1.J~'IJ1J1.:1 lll1~~\ilJ'U1
«:It, 'I ~

'j ~ 'IJ'IJnl'j 'IJ'j nl'j eJfl1.:1\91eJl'UeJ.:I\9Il1eJ~!1111

4. 'IJ~irVl'IJeJ.:I'Vi1'U'11'm1lJ1:T1fltytl'IJf1l'j fi~ri''U

nl'j'IJ~nl'j'mj "l eJv1.:1fim,1eJ.:I

fl11flUlfl

I. 'IJ~irVl'IJeJ.:I'Vi1'U'11' fl'nlJ1:f1fltytl'IJnl'jJ:Y~ 1.:1
QJ tI .d gJ

ill'V'll1f1lJtU / \9I'j1flYieJ( brand)

2. 'IJ~irVl'IJeJ.:I'Vi1'Ufl.:l'j1fllN~\9ItitU'l1l 'IJ~nl'j 1$l

eJV 1.:1IYi1Jl~ J:YlJIr1'U~ fleJlJ ~'IJ'IJeJ.:I11f1ri'1~
«:t,cv I d ~ I QJ

3. 'IJ'jlJVl'IJeJ.:IVl1'UlJlll1~J:Y'jl.:1'b'eJ.:IVl1.:1nl'j 1lf1
o 1.0:9 'J,J j/ Cl «:t, Q.I tI
1l1Yi'U1fl9l.:l~f1fllJ:Y1lJl'jt11 'IJ1t1.:1Nl1\91fltUcrl

~ III jI t

lll1~'IJ'jnl'j !~eJfl1.:1J:Y~~1f1

5 4 3 2 5 4 3 2



if;)~t1~ne'''!n~m1Jltfllm tl

lunl'Iu,j-3oVU

flJ'iVliJ1R (fit) )

4. 'lJ~'l7'V1'\Jel,n/huiif1T:ifhHU fl1J1fl'i! 1Unl'i

ri ~1Jel'lJ~~fli1 i.U<tl/'lJ~nl'i u,,~ ff11J1'imJil'l1~

fl11J1J1fl'i! l'W'MelV1~ffelflflll el~fiellii el~

5. 'lJ~'l7'V1'\Jel~'I'hUiinl'iri~!ff~1Jm'i'\J1VU"~m'i

,j 'i ~ 'lfTcY1Jl:rU~~! ~ 1~~"nfl 1n cim il1l'11J1V...
'hi'dJUelV1~~

6. 'lJ~'l7'V1'\Jel~'\'hwl~111'i~'lJ'lJ'lJ~m'i~~m'i

MfllcY1J~'W-6 ( CRM ) 1JlH..

.<::I.QI I do ~ <j) 'jJ d

1. mll'V1'\Jel~'V11'W1Jm'ifl~fl'WU"~ff'i1~ffnfl

~~,j'i~~llj'U"~ml1J~~ 1mi '1 eleln1J1ClVl~
..;

fl ell'WCl~

2. 'lJ~'l7'V1'\JCl~'I'h'W1Mmlmhflty!W~~~ff'i'i

~'lJ,j 'i~1J1i.U!vi Cln 1'i1~VU"~~\PlJ'Wlel Vl~
<Jl ~

!l'I1J1~ff1JU0 ~ffCl~ fl0 el~n'lJf1l1~ fl" l~

3. 'lJ~'l7'V1'\JCl~vi1'W!iJ~1CJmff1M'I'n!ml'Wiiri1'W
. 1 <Jl •• ..:.1 ~ •.

'i11J 'Wm'iff'il~ffnflff~u'i~~ll!U"~

m11Jfi~ il'lli '1

4. 'lJ~'l7'V1'\Jel~vil'Wff11Jl'i()fi~fl'W ~ ~,j'i~~1lj'

!!o~fl111Jfifl il'lli '1 flHn'lJml1J~Cl~nl'i
<Jl

'\Jel~"nfll..
"" "" ...flJ 'i11'nil,. flJ 'iA,nm iJ:::VI'U fJ 'U

<el, CLI '0<:::1 0 "'='0 $I

1. 'lJ'ill'V1'\JCl~'V11'W1J~"nl'i fl1!'W'W~1'W~1'Wn l'i

l1lrll '1'i elV1~fiellii Cl~

2. 'lJ~'l7'V1'\JCl~vil'Wii~flml1Jff11Jl'i() 1'Wm'i

,ji''lJ''fl ~'W'YJ'Wl~~ln'h~!! ~~.,j'W
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.., A ..
'I:::~'lJm1Jlfl~!l'IU

•• 1 II t1A...,. A ~ if .., m 1Jlfll~ 't11-31Ut)u 1fl~Jlnl'I 't1Ui:l:::{)'lJ~;)'I-3 U ;)~UU

"" ""0('" - (..,
"" "" "" ""0('" ,... 0('" ,...
""

...,
"" -..,,... (i;l ,... (i;l..., .., .., ..., .., ..,

(i;l C"" ~
(i;l

0lI~ ~.., .., t;? 0lIc:;: .., .., t;?

~ ~ ~
;J: ;J: C"" ~ ~

;J: ;J:
1I~ 1I~ 0lIc:;: 1I~ 1I~;J: ;J: .;i .;i .;i ;J: ;J: -;i .;i -;iliE liE ~ ~ ~ liE liE .- .- ~

5 4 3 2 1 5 4 3 2 1
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.
ifQJ.::t'''v~

iH)[J'YIOtl!'t'iln~f11111ffUJ11(l

lUnl1u';-3<Vu

.er. 4Il:ll JI r
fl111J1'11l'm1'SA~'UUlJ:::v/'UfJ'U (flfJ)

5. 'IJ~1J'I'l'\Jtl~'Yhuiifll'j nl'l1'Uf11Jl~~jl'UnTnY ~

1Jtl'IJNi:l~iltu'l1 / 'IJ~fll'j Ui:l::;ffl1Jl'jtltli)U'~

~l1J1Jlm! l'U '1$1tlcil~fftlf1f1~tl~fi en'; tl~

4. 'IJ~1J'I'l'\Jtl~vh'Uii5~'jlfll'm~tyt~'IJ i~'\Jtl~

'j ltJ '1${tlcil~fitlt';tl~

5. 'IJ~1J'I'l'\Jtl~vil'Uffl1Jl'jtl H''U itJ'IJ1tJfll'j

'IJ~'I11'jfi''U'l'J'U~~ lt1J'Uil 'il~tJl'U fll'j ff~ 1~

f111:IJ'1${ltl~tJ'IJ'I'l1~fll'jU'\l~.u'U

6. 'IJ~lJ'I'l'\ltl~'Vh'UiinT:iH'~'IJtI'j::;:IJ1tuU'IJ'IJ

. "~~t'U'UNi:l~l'U (Performance Based

Budgeting) l'Ufll'jfhn'IJ Ui:l::;t1'j::;tlJ'UNmm

H'~ltJ ~'IJtI'j::;:IJ1tu

'" 'I •.•
fl11f1fJ1Ji1'U fJ~fl1 m'W~'WfJ HJ'lJfJ~fJnfll

1. 'IJ~lJ'I'l'\ltl~'Vh'UlHmlmhrltyn'IJfll'j

~ tl'IJff'Utl ~ml1Jfi' tl ~fll'j '\Jtl ~i:lnil 1
'"

( call center)

3. fll'j~tl'IJff'U tl~ml:IJfi'tl~fll'j '\Jtl~i:lf)fi'1'\Jtl~
'"

'IJ~1J'I'lvil'U tl ~l'Utntu'l1~~

4. 'IJ~lJ'I'l'\ltl~"; l'U ffl1Jl'jtl~ tl'IJff'Utl~ml1J

5 4 3 2 5
..

4 3 2
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if~~[J~ntl 'MlnVlfl1nnTlll l''i tl

'Ufll·m';~.uU

5 4 3 2 5 4 3 2

•• " OJ

fI11I1tJUIUiJg:'tYVUU 1

1. U~1l'Vl~B~vhu(hfi'l11lJ",htitynutl1':ift~VI

" I .<::1. jJ

B~f1mll'\1~tl1':iI':itlU~( learning

organization)

2. U~1l'Vl~B~vhUntl1':i1M.,j11ftl':io\i'Bml~B~
'II

U~ll'Vlll(1~o\i'm.J(1I~[J1nUf.@m,jBiJ~Hu

~B~vil'Ull(1~'Vnrfl~1'U1'U11(11~~B~fll':i

3. U~ll'Vl~B~vh'U~~~u,j':i~lJ1\'uHI'~Bfm

'I1\P1l'U111(1~~m)mlJ'VI,rfl~1'U

4. U~1l'Vl~B~vi1'U't11tl1':ilVitlUl~1I1l~[Jfi'1'U

U~'\1l':iB~tlm i'Ufi'l'U~l~'l nU~~lll'Ulilfl'

(benchmarking)

, ,
SJ 4 .:S, , 0 a ~
Vl1'Utl'U~ C)I~U~fH1Vltlfl11'IJU11':i~~tl~n~fll':i

vi1'Uf1~':hnllll~t1~'U1~~fl'\1~B1~~ft11J1':i(lflB lH'ln~i'I11lJft11J1':itl1'Uflml.,j~.u'U ~B~nlltl1':i 1'VI':i1~l'\1'l1~

............................................................................................................................................................................................



.oj
'IH)

1'W t~tl'W thfl~
,

clc>

~m'W'VHf1~

'lh~1~ f1l'j ftmn

cl 0

~m'W'Vl'Vll\11'W
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22 ~mfllJ 2519•

lJll1i'Vltll~mllJr11U'l1\1 '\Itft'. 2537 - 2540

1J1UJUJ11J1m'j1i'jflmjwcV1~ ~l"J1f1WUUJ%
tJ tJ q U

f1tl\l\l1J1J'j~lJ1W "hWf1\11J1J'j~lJ1Wmn l'l1lJ

m~'VlTJ\lf1m 1'l1lJ
1J'j~~lUrI'Wf11J1m'j \I1J1J'j~lJ1W


