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<u <u

1;1''U111~ 11::::ftf1fJ 1t~ V1 tl U 1I11;ijv~ t~ V1oU'tl~ tl U f1n U ~'Vi n;ij ~ f11'JI'U~ 1'U~ H '1 ~ ri ~v.l1;1~ tl1'l1111

1;1'UJ1'Jlll'U f11'JH~~.u'U 'Utl~ 1i'Jfll1 tJ'U'l.J11JJrim1mht~ l1'Utl~f11'J~ 1tU'U ~1'U'Utl~U~El 'VI'Vi1:1f1'VI1'V16
• <u
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1) lffcJ'l1rl'11 ~'UTIfl'il H~~llh'YI:iJ1CJ 2) fl~CJYl£Yll'ltll'Hl~'l.u\.j 3) 1m'l{1~NtJ'lrlfl'J
q

4) l\PlJ'UTI'J':i:lJtJ'lrlfl'J 5) 1J'i'i(J1tllfl'tll'iv11'l1'U ~~\9ltJ1JHYl'U H~~HH'iI'll'i1 6) l1fllJ~Yl1'ltll'i1J~'YIl'i
'lJ

H~~f111~NUl 7) flU!f11'VlH~~tll'im1Jfl:lJ 8) lYlfl1'U hU{11'i{1'UlYlfl' (IT) 9) fll'i1J~tll'i 10) tll'i
'lJ q q

\9lm\Pi 11) tll'iloijml~~~\PlJ'Ul 12) tll'i1J~'YIl'itll'il~'UH~~I91'UYl'U 13) tll'i\9ltJ1J{1'UtJ'lml:lJ~'l'VltJl'i1
q

'1J d 3J Q.J

'UtJ'lQflfll H~~ 14) tll'il'iCJ'U~H~~'Vl\PlJ'Ul

~ ~ ,
1\PiCJ'iI~v11tll'iftflml1 iJ'lJ oijm'YI~lihitJ 1 ti'lfl\Pifl11:lJ {1l:iJ1 HI 1 'Utll'i H~'l.u'U l1'lyhJBD~

l'U U 'iI'ilD 'UH~~fl11:lJm\Pi'YI1'l1 'UtJ'U lfl\9l H~~ 1:1 'l ~~~tJfl 11:lJ tYllh'UtJ'lTI'i fl 'iItJ~N I'i ~~ 'l1'U tll'i
q q

~ ~
ftfllJlfl1'lii Nftflmm\Pi'YI1'l11'iJ~m:iJ1'itll ~l~'U lh~1CJ'lft.Jl 'Utll'i~\PlJ'U 1ftfl CJf11'Vl1 'Utll'ilPlll'u'Utll'i

'lJ

2. l~ eJftflmU 'iIoijCJtYlflt1J~1:1 'l ~~~tJfl 11:lJ m:iJ1'itll 'Utll'i H~'l.u'U 'UO'lfl 'iltll'i\9l1:lJfl11:lJ

m\Pi'YI1'llml'Ulfl\9l

'" .;j3. fl 'H) lJU 'U1 f111 'JJ fI VIm 'Jr'lfll:ll

, ~ ~
u'iloijCJf1u l:iJ1v11tll'iftflml 'Ufl1 'lii Nftflml~Vl'il1'iU! l'illflU'iI oijCJf11CJl'UtJ'lrlfl'J 1\PiCJl~

'lJ

Q.J d Q .c:! QQ.ldd 9J Q,JQ I.Q..Q.

'illfltll'i {1'll m l~ 'YIlt'U11'1\PiYltllJ lJ H~ ~ 'l1'U 1'i1CJYllflCJ1'UtJ'l 'UtJ'l'U fl 1'lfltll'i 'YIm CJYl1'U mYl H'U1fl \Pi

'UtJ'l Tom Peter l~tJ'llffCJl1mr ~'UTIfl'il H~~'U 1CJ1J1CJ H'U1~\Pi'UtJ'l Michael E. Porter ~l'Ufl1'i

Q d I Q.J Q. 9J .Q.

1J'jtll'iH~~fl~~YlTIYl1'lfl1'iH'U'l'U'U H'U1fl\Pi'UtJ'l Philip Kotler \Pil'Utll'i\9lm\Pi H'U1fl\Pi'UtJ'l Charles

W.L. Hill H~~ Gareth R. Jones l~tJ'l~~\9ltJ1JHYl'Ul'Utll'iv11'l1'U H~~ f111~NUl ll~~H'U1~\Pi'UtJ'l
'lJ

William F. Glueck ~1'UfJU!fl1'VlH~~tll'ifl11JfJ:lJ H~~ YltllJ~ Resource-Based View of the Firm
d Q.J Q,Q.J Q.J & 'jJ Q.J d

lflCJ1fl1Jfl1'i1'i1CJH~~'Vl\PlJ'Ul \9l~tJ\Pi'il'Utll'ifl'flm\Pil'U1\PlJ'UTI'i'i:lJtJ'lflfl'J'UtJ'l John Kotter ll~~ James
~l <J} & d' 0 d Q li1;VQ.I ~

Heskett llJ'U\9l'U 95'l'illflYlflm1:iJ1m:iJ1'jtltll'YI'U\PilU'Ufl'JtJ1JH'U1fl\Pi 1\Pi\Pi'l'U



1. l'Vlft

2. mtl
q

'-' &3. 'j~~'lJmmf)1J1

4. \9l1ll'\1t.i~~lhl

5. mtl~lhl 1hi\9l1ll'\1t.i~~lhliI'il'ilUhI
q q

II'

3

<I , '-'
- f)~t1'Vl'fi'Vll~m'jll'\W\JhI

q

'-' <I- 1I'lJhI'fi'j'j'lJB~flm

- 'lJ'j'jtllmftm'jV11~lhl NM1B'lJll'Vlhlll~~

llH'il~1'il
<u
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~
4. 'Uel1J~'UVlflllftf)'Hl

'jJ 31 I I I

flT~ fffl'mffmml'f ~14 ~ ~~ '\1:;;ffml1~lJ ~ tltl '\1.ijCJ~ntl 111\fl~mllJ 'ffl:lJl'j (lIt..! flTHl ~~eU\..!
q

" ,
1 U ¢llU ~ l~ "l 11~~ tJ BD~l U tl '\1~ DU llrl:;; fl11lJ m~ l11~ 1 U tlU lfl \9l'IJtI~ 1J~'l1 'Vll1~fl vd'~ 6 fllJl~ ~

_I IIJ 0 '" 1 '" <I 9J
(lJ'j:;;l'Vlf'Y I'VlCJ) '\11fl~ (lJl11'lfU) I~CJlJtI~fllJ'j:;;fltl1J~1CJ

4.1 'Uij1J!'UYI~n!'l.h:;;'lflfl~

, , "
tJ 'j:;; 'lflfl'j~ '\1dhfl l'j ffmn 1 U ~ 14 ;ltl ~ lr fl ~lU tJ 'jdl'(hlr fl~lU 1l111J 'IJtI~

, "
1J~'l1'Vll1~fl'Vlf~6 fllJl~~ (tJ'j:;;!'Vlf'Yl'VlCJ ) ~ln~ (lJl11'lfU ) ~lJI91111l111~~lUI9l~1l~H1J~l11'j'j:;;I'l1Jl'1'u

'"
,.% IIJ J 1 9J '" ,J cl .d "'" "" '" d., 9JIIJ 9J '"
'lJU!'l \9l1lJ IflH'ff'jl~tI~flm C))'~I'UU1Jflflrl'VllJ'ff1U'j1lJ1Ufl1'j1J'j111'jtl~flm :~,!:,;lnl~rlflEJru:;;'IJ'B~

q

v _I ""1IJ9J .d"'o~1 IIJ
4.2.1 'lJfJ1RIU~mi1U 1~'\11flll1J1J'fftl1JmlJ'Vl'\1~'VllllJUfl1'm I'VlCJ

qJ dO qJ

.<::::).Q.ldd. 'J}OQ./ OCl.l Q.I Q../rl Q.I wd
~lU1'\1CJ'VllflCJ1'IJtI~ 'fflUmluflru:;;m'jlJfl1'jfl1fl1Jl1rlfl'Vl'j~CJllrl:;;\9lm~l1rlfl'Vl'j~CJ (The Office of

I <J) .<::::). c; .<::::). o'd d 'j)

the Securities and Exchange Commission) llrl:;; 11l1rl~'lJtllqJrltl![lfl'Vl'jtlUfl'ff'VllflCJ1'UtI~

Y OJ _I
4.4 'Uij1J!'UYlYll'UYll!!1J~

OJ _I'" , IIJ W ~I I IIJ 9J '
4.4.1 Vl'JUu'ifJl;T'i;;; llm l~llJU 2 'ff1U l~llfl

"~flEJru:;;ri1U1Jflfl1:l'IJm~lrmlu l~CJ~lllUfll¢lI'l~14
q

tllCJ
q

'" ""'j:;;~1Jflnf'YflEJl

1911lIl111~~lU

tllCJ~lU 1UI91111l111~~lUtl '\1'\1DU
q q
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, ~
lI'il~CJViri~1~lf)~m1lJmlJTH) lh1m'Hl~~.;rhl 1~CJ~luhlf11~~~il

0' , '"

mw 'VlIi'Vll~f1THl'IWUhi
q

'" 0'

1I'lJhlIi'j'jlJ~~flm

1J'j'jCJ1mfl'm'jyh~lhl r--H1\9l~1JU'VlhlU[;j:i::m~'il~l'il
'U

m'j\9lm~

m'j1~mm:i::vrl'lJhl1

~ ,

4.4.2 vl1mhvl1u;{~m1lJmlJ1'jtllh1mm~~.;rhl'U~~1J11J'Vl'l1~Vi1JBu~1h111'il~uhl

U[;j:i::m1lJfI1~'YIl~1h!'eJhI1f1\9l

~
1~CJl~'il1f1m1lJ~~l~hI'U~~vrum1hl ~~il

""fI:i::UhIhI5 'YIlJ1CJm

""fI:i::UhIhI4 'YIlJ1CJtl~

""fI:i::UhIhI3 'YIlJ1CJm

""fI:i::UhIhI2 'YIlJ1CJm

""fI:i::UhIhI1 'YIlJ1CJtl~

111mi l'il

11] ,c:l 9J
~lJmhl~lCJ

l11l~hI~lCJ~ch~t~

1 ' & ~ ~ dG] 9J
1. i'l111HT1m'Hl 'l-.\f)l11!'IJ~,"'l-.\ (Distinctive Competencies) 'YIlJ1CJtl~lfl'j~~lJ~'Vl ~'lf

1him'j\9l~1J{1'hI~~fll1lJl9i'~~m'j 'U~~[;jf1111U[;j:i::f1~lJ[;jf1111l~CJ~~fl'm 19i'~~I91~iYhll 'il11'il:i::1~ flW ~ 1
'U q cu q
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~ Q.I Q.I 6 ~ ci d ~ a'~ d
2. 1 iHJ'YIrt U (Vision) 'Vi:lJ1tI tl-:J fl11lJ b1'1:1J11 tl '\il 'iI:;;lHl -:Jl Yl'W 'Vi1 'Bflll'l fll 1 W 1H '\il 'iI:;;

.. "
lU~tI'WHU~~ 1u1 'W'B'W1fl\9l'B~1-:JlJm\9lvm H~:;;u1lmf111lU~tI'WHUCl-:J'l1'WlJ1HU[l1 t1'l~'W1 'Bf11'ff1~tl'IJ

q

li 1 f) 'iI l~ 1 1:;;l ~ 'Wfll1 1:;; 'IJ[) -:Jm\9lrl~ 'U'B-:Jfll 1~ 1H 'B~'U'B-:Jli1 f) 'iI (Reason for existence) 'Vij'Bfl11lJ
q q q qJ q

'1l d d ~ Q.I 0' I Q.I

\9l'B-:Jf111'\il'iI:;;lJ'IJ'\il'Ul'\il'Vi 1 'BfIl~~ fHIW \9l'B'ff-:JfllJ

U 1:;;fllfl'B ~1-:Jfl ~1-:J"1 [) -:J~1'1~ -:J'Vi:lJ1t1'Vij 'BH'W1 '\ill-:J~ 1~ Lvi 'Bfll1 l 'iI~ ty l~ 'IJ1 \9l H~:;; fl11lJ 'B~1 'B1'1'U'B~

'" 0 9 <;J '" "" 0-' '" :0'1 :0'1" 1 C> 0-' 0-' "'9 <;J"" d
'B-:Jflm '\illl'Vi 'B-:Jflm lJl'Bfl~flEJ WllJ'W'U'B-:J\9l'Wl'B-:JllJ'Wf111HlJ11 'fftl'\il fl'W l 'VilJ'U'B'lJl'U\9lHfl'IJ ~-:J~'B'\il'iI:;;

1~f111'IJ~Yl11 1'W1:;;fl'IJ~1-:J"11'B-:J~-:J1J1'ffl1J11tl1~m1lJ~l'I~l~lJ~'B 1Ul$l1 'W'B'W1fl\9l

'l ~ c! .& Q.I Q.I o'dJ ~ .J 1 0

5. lflHtl"'HH)'lflfl'J (Structure) 'Vi:lJ1t1tl-:J f111lJ'fflJ~'Wli'1i-:J1f11'1'U'W I'Itlfll1'\il1-:J1'W

11lJtl'W H~~:;;'lJflfl~H~~:;;\9'hH 'Vitl-:J~H D-:Jtl'W1U\9l1lJ'ffltl1J-:Jfl'lJ'Uill'l51lm:;;'Vi U1~
q u

QJ c! & ,<':::. ..Jt
6. 1 \?llU 11 'J 'J 'j.J ~ 'I fI fl 'J ( Corporate Culture) 'VilJ 1tI tl-:J fl1 'WtllJ fl11lJ l'l5 eJ H ~ :;;

ll'IJ 'IJllrl'W fl11 U 1:;;~ q~ 'Vij 'B~ q~fl1 1 lJ ~ l~ 'W~ tI'BlJ l''lJll ~:;; U a1J~ tl'W11'1tI'fflJ l~fl'U 'B-:J'B-:Jfl' fl 1 ll~ ~:;;

Hri ~ 'B-:Jfl'm~'B~1 'WfIlfl 'B\9l'ff1'Vim 1lJU1:;;lf1'\ill~ tl1tl'W m'illJl~'W li11 lJ 'B-:Jfl'm~H\9lfl~ l-:Jtl'Wl$l
'U q

. " .
8. I'HlYl~'lH!'YIU (Benefit) 'Vi:IJ1t1[)-:J'\ilmu H'IJ'IJ'U'B-:J-ff-:J'U'B-:J'Vijm 1-:Jlm1-:J~l~'W ~1l~'W

q 'U

'IJ~fll1~ ~'IJ~'B-:Jl$l H~:;;U1:;; 1t1'l511'~~fl~1-:Jl$l1'IJ 'il1flf111Y11-:J1'Wl~'W a -:J~'B-:JAm'Vij'B'Vit-htl-:J1'W ~1t1
'U

, "
1~ tl'IJ'lJflmm'U'B-:J\9l'W n1'Vi1 m1'W ~'lJflmm l'Vici1'l1'WY11

q q

~o -=9 ~ dlci
9. ill1:;;fJUl (Leadership) 'VilJ1t1m m:;;'lJ1'Wf111'Vi1'Bfl11lJ'ffl1J11tl'U'B-:JlJflfl~'Vi'W~'\il

'iI:;;~-:J1 'iI'Vij 'BlJ~'\il TI~~~ 'BlJfl fl ~ rl'W1~ U a1J~ fl11 11'1"111'1tl1 ~fl1:;; 'IJ1'Wfl11 ~'Bfl11lJ 'VilJ1t11~ 11lJ tl'W

~1l'W'Wf111 m'IJfllJ i-:Jf111 'iI-:Jh 'iI'W'lJ11~rl~n1l1'i1\9l1lJl\9ltlU1:;;'ff-:Jfl'H~:;;dj1'Vi1J1t1~fh'Vi'W1'I H
q qj q q

~Q.I Q.J -=2 ~ j}

10. fll'J11ltllltl:;;'l"IrolUl (Research and development) 'VilJ1t1m flTifll'lfl'W f111'\il1'l~'B-:J

lvim.:r~'W 1HCl:;;'B'BflH'IJ'IJrli1\9lJlW cnH~:;;'IJ~ f111 f111U1'IJU~ -:JH~:;;lU~tI'WH U ~-:J1~1f)l'Ia -:J1mJ "1 lvi'B
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" ,
tl'U 11~t)'~tfi(J1Li1tl~f1h!

~':ifi'il~l-:j "1 !~eJ'th:JJl1Ji'1J l~l1-lf)1':i1JBD~nu lJ{eJ~l-:jl'lnJ1:;;1:'flJ
>J

6.4 !~1-l.ueJmrW1-l1l11-l rh'Vi i'1Jf)1':ivrl'll1-l1~\9lmllJ1:'f1lJ 1';jtll1-l f)1':iU~-:j'\J1-l'lJeJ-:j'jj':ifi 'il
'" '" q



,
<:I

1J 'Y1 'Y1 2

'Ii';ifl'ilVi~tl'Vl1Vl61~'W'Ii ';ifl'ilVi~~~lJtl1';i 11~~.u'Wtl'WD~l~';i'W II';i~ 1~t11'i! Vl1~ 1 'WlJ 'il'ilU'W~
q q 'II q

1 'j/ 'j/ I I

lIJJlfY';ill1Yfl 'il'il~ l~lJW 'W19l111~~D ~fl1t1119i'fl11~tJ\9\ ';i1f1DtllU t1Vi1911Y\11 ~ 'th ~'Jf1'!rw 11'WlJ 11 ~ fl 11lJ
., 'lJ

'j) I I ,

'ff'W1 'iJ tltJtll';i 1:1~'Vl'W1 'W\9\m~Vi ~tl'Vl 1Vl61J1tl~'W lU D~ 'il1tl ll9i'1tJ N1:1\9\DtJll 'Vl'WVi'ff~tl11tll';i ~ltll~'W cJ5~
q 'lJ

" ,
1'Wtll';i 1:1~'Vl'W1 'W\9\mf1 Vi~tl'Vl1Vl6l! 'W l! tl1:1~'Vl'W'il~ I9i'D~1:1~'Vl'W~1'WtJ ~ll 'VlVi~tl'Vl1Vl6 cJ5~lJ D~'th ~1J1W

q q q q,J

36 tJ~ll'Vl I91~J 'W tJ~ll 'VlVi~tl'Vl1Vl6~~lJtll';i 1l~~.u'Wl~Dl ~ll9i'1:1tlfi11J1tl~'W ~~I~'W 'Vl1~Vi~~~'il~Y\1
'lJ

, "
1~ ri1'W 111i~tll';i \9\mf11'lAilJlJltl~'W ~1CJl'l1'Wtl'W

tJ~1l'VlVi~tl'Vl1Vl6 fllJl~~ ('th~I'VlfYl'Vltl ) ~ltlf1 (lJVi1'Jf'W ) 1~'WtJ~1l'VlVi~tl'Vl1Vl6~lJ

ri1'W 111i~tll';i \9\mf11~ 'WtJ'W191tJ 1 'UD nh ~ 1'VlfYl 'VltI 1'WlJ 'il'ilU 'W I~'W 'fflJl~tl \9\m~ Vi~ tl 'Vl1Vl61111 ~
q

Q.I Q.I rI Q d! Q Q.J Q.I Q.J d QQ Q.I 0 Q.I Q.I Q':::::' if
1l1:l~\9\mf1Vi1:1tl'Vl';iVltl lf1lJ'JfD" tJ';ill'VlVi1:1tl'Vl';iVltl 'W'lifl'Vl';i 'il1tl~" fl1t1Vi1:1~tll';iltl~1tltl\9\tll';iW.

'" '" '1 '" '" _ Id _ I 1 '}) '})'" '}) '1 ";'1
lfY';ill~tl'ilIl1:1~tll';il~'W l'Wlf1D'W tlltltJ1fllJ 2540 lJtll';illJ1:1t1'WlllJ1:1~ IflH'ff';i1~~l1Dl1'W l'WlJ 2541

" , ,
1~t1 tJ~ll'Vl fl1Jl~~ DD~IDl~t1 1eJ1:1~~ ~ltlf1 ~DlJll~I'tJ~t1'W9fDl~'W tJ~1l'VlVi~tl'Vl1Vl6 fl1Jl~~

('tJ';i~I'VlfYl'Vltl ) ~ltlf1 111:1~lrlDl'W~ 17 \9\mfllJ 2545 tJ~ll'Vlll'tJ1:1~'fffl1Vll~'WtJ~ll'VllJVil'Jf'W 1'tJ~t1'W
q

~Dl~'W "tJ~1l'VlVi~tl'Vl1Vl6 fllJl~~ ('tJ';i~I'VlfYl'Vltl) ~ltl~ (lJVi1'Jf'W )"

"
1'Wtll';i 1'l11il'W'Ii';ifl 'ill! 'W tJ~ll 'Vl1191'1tJ 1 tJ D'WUll\9\ 'illtltll ~ 'Vl';i1~tll';i fl ~~ 1~ 'tJ';i~ tlDtJ'Ii ';ifl 'il

q q u q

mltl'Vl1Vl6 4'tJ';i~lfl'Vl l~llfi tll';il~'W'W1t1Vi~1a5D'U1t1Vi~tl'Vl1Vl6 tll';ifilVi~tl'Vl1Vl6 tll';i~f1~lVi'l11t1

<V <V 0' :::1 d,I"'l lr]'})<v oj 0 <V

Vi1:1tl'Vl';iVltI tll';i llJ 'W'VllJ';itl1l1tll';i 1:1~'Vl'W 111:1~1f1';itJ fl 1'llJ!Vi 'W'JfDtJ 'il1tli:'t'1'Wtl~l'W flW ~ tll ';ilJ tll';i
q

nltltJVi~tl'Vl 1Vl6111:1~\9\m~ Vi~ tl'Vl1VlcJ 1~ 'tJ';i~tlDtJ'Ii ';ifl'il~I~t11.ij'D~Il1:1~'ffl! tJ'ff'W'W'Ii';ifl'ilVi ~tl'Vl1Vl6
q q q

W 1'W~ 17 tlltltJlfllJ 2546 tJ~1l'VllJrlll!tl~1'Wm'Ul~1'W1'W 31 m'U1 i~D~~~I'Wl'U\9\
" .

tl~ ~1'VlVl"1'tJ~lJW CVl1:1111:1~l'U\9\iJiJfl1fl~l~ "1 tJ~ll 'VllJtlU 1~ tJ~tll';i'W ltiVi ~ lc11D'UltiVi~tl'Vl 1Vl6191'1t1

Q Q if d 9 3J jJ~ Q ~ ~ Q.I Q.J dG} Q rI
';i~tJtJl~'W 'fff1 ';i~tJtJD'W 1\9\D';i1'W\9\ 111:1~IVitltllJl~'WlVl DGJ1DVi1:1tlmVltl I'W';i~tJtJlm f1\9\tJ1m'W GJ1

'lJ
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, , "
Ii'! tl ~ 'il1f)i1 'il<ijCJVilJ Nrl ~ tl fl 11:!J '01:!J 1'J G1 hi f) 1 'JII~~.u hi 'IJtl ~ 'Ii'J fl 'ilII~ rl:i::U 'J:i::Ii) 'Vl11hi lJ tl ~

q '" .
'Yl[l1CJiI 'il<ijCJ !! rl:i::I~ hi ~ ~~!!~ rl:i::tl~ rlf) 'J'il:i::1'11:!Jll i'!! rl:i::~ I'll 'WllJ-J 11 'il:i::I~hI 1~CJ'l1 rnr f)rl ~'Vl1r~ N '1

,.j 9 ~lI] ~.,9 lI] ~ , I"" 9 "" , <V ,.j 9 ~ cl
I'V'Jtll 'Yl 1~:!JlC}i~fl 11:!J l~ Iu 'J CJ'IJ1'W1'l1~f)1'J!! 'IJ~ 'IJ'W (Competitive Advantage) !! rl:i::I'V'Jtll 'Yl:!Jtl~!'Ylhi

"" 9 0 "" """".d 9 ~9 "" ~"" lI] ~ <V
!!hl1fl~ Ihlf)1'Jf)1'Ylhl~mtl'IJ'lJtl~f)1'JfI'f)1:l1 !!rl:i::1'1if)1'J'VlI'l1lhlf11'JfI'f)1:l1 NfI'f)1:l1I~tl1f1'mlhl1fl11:!J

'"
f1~I~~'Vlt)1:l~ 1'J'J'illm'J:!J !!rl:i:: !tlf)m'J'Vl1~1'l11f11'J~1~ '1 ~1~CJ1.u'tl~:!JlI~hlmtl'IJ!!hl1f1~1'Wf11'J

& ct d d1 d cl 0 Q.I l!I 3J Q.I d
fl'f)1:l1fl HhI C}i~'ffl:!Jl'J G'O'JUtltlf):!JlI1J'W U'J :i::1~'W'fflflUJ I~~~'W

q u

1. m1:!J'ffl:!Jl'JG'Vl1~f11'J!!~~.uhl (Competencies)

2. l~CJ'llf1'tf ~'W'lifl'il !!rl:i:: 1i11'Yl:!JlCJ (Vision / Mission / Goal)
0' , <V

3. f)rl~'Vl'li'Vl1~f11'J!!'IJ~'IJ'W (Strategy)
') ~ 0'

4. Im~'O'J1~tl~flm (Structure)
<V 0'

5. 1WJhI'Ii'J'J:!Jtl~flm (Corporate Culture)

6. 'IJ'J'JCJ1f11f1'f11'JVl1~1'WNrl\9ltl'IJ!!'Vlhl Url:i::UH'il~l'il (Work environment / benefit /
'"

motivation)
Q.I Q 3J 0

7. 'Vlf)1:l:i::'Vl1~f11'Jm'Yll'J!!rl:i::i111:i::r;j'Wl (Management skill / Leadership)

8. fJ'illi11'V'JUrl:i::f11'Jm'IJfJ:!J (Quality and Control)

9. l'Vlflihl irlV'ffl'J'O'WI'Vlfl' (IT)

10. f11'J'lJ1f11'J (Service)

11. f11'J\9l[l1~ (Marketing)

12. f11'Jl<ijmlrl:i::~WJ'Wl (Research and Development)

"" "" ~13. f11'J'IJ'J'YlUf11'JI~hlUrl:i::\9l'W'VJ'W (Financial and cost management)
"" 9 ~

14. f11'J\9ltl'IJ'Ohltl~m1:!J'V'J~'V'Jtll'il'IJtl~~f)fl1 (Customer responsiveness)
"" ~ <V

15. f11'JI'JCJhI~Url:i::'V'JWJhl1(Leaning)

, OJ

1. fl11lHYl lJTHl 'YI1--1fll1 U'U ~ '\J l-!

, , "
fl1~ltl~m1:!J'lJmm1:!J'01:!Jl'JG'Vll~f11'JU~~.u'W 1~lJNU11'Ohltl l1'YlmCJVhhl cJf~1 'WViiJ •

'"
"I & t::1 Q.I ci

'il:i::'IJtlf)[l11G~I'V'JCJ~'IJl~m1:!J'Yl:!JlCJ ~~'W

1.1 fl 11:!J m:!Jl'J G 'Yl1:lf) 1 hi fllm ~~.u 'W 'Yl:!JlCJ~ ~ f11'JlJ fl 11:!J '01:!Jl'J G 'VlNf11m ~~.u 'W

'Yl1:lf) 'Yl~tl~ ~lA UJ~ 'il:i::'l11CJ1~ 'Ii'J fl'il lJfl 11:!J l~IU~ CJ'IJ'Vl1~f)1'J II~ ~.u 'W 'il~ I~:!J~ 'W'IJtl ~ f) 1'J llfl 'J1:i::1-1
u q q

"m1:JJ'ff1:!Jl'JfI'Yl1:lf) h.lf1U U'li~.uhl~tl f11'J\9l'J:i::'Yl't!f)~~~f11'H!'li"J,i)\J'J:i::'Yll1"J'Ii':ir;u -; 1 lh! U'il'illJh! 't!h! 'ilg;
'" q q
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l~t.! f)THI ~~.ut.! tlt.!ll.ll~ t)~f)1'j b1'~1~f1J1lJ mlJ THllt.! f)1'j II~~.u t.!1J1f)'Ylt) '1 tllJf1n n~lll'1'nj ~'Vl1~f)1'j

ll~~.ut.! Vi l.fllJ ll~~ll Cl~f)1Hl1H~ 111tnJ ~NtJ WI ClWI N1J1'Y1n~~ llJ b1'llJ1HllJ~IU t.!ltJ ~ fl11lJ
qj qj q

I Q 1.I]'1l ~ ~ I 9,.' '3J _~ '1 '3J 9J
b1'11J1'j tl\9l1~'l 'lJt)~ ~ 'j f)'jJ 1\91'VJf)l'j t)~ IICl~'Vl~'YIlJ \9Ill\9l'0~\9lt)~It.!t.!I1J 1'Y1lJ1V 1\91Vlt.!t.! f)1'j b1''j1~fl11lJ

mlJ1'jtl'YIr:rf) It.! f)1'j II~~.ut.! ~ 'O~tJ Wl1~ ltJ rif1J1lJ 1¢lltJ~ V1J'Vl1~f)1'j 1l~~.ut.!1¢lt)~1~1l VI '01 ~ 1
qj

1.2 '01f)f)1'jftml1'lJt)~ HamelllCl~ Prahalad: fl11lJb1'11J1'jtl'YIr:rf)1t.!f)1m~~.ut.!llJl'l1

~ ~~ '0~b1'11J1'j tl tlf)tl1'Y1t.! \9Illt)~1~\9l1VI9111¢l \9lClt)\9IltJ 11191fl1'j ~ 'O~tJ;1 1JItJ~ Vl.llvi t)b1'1lJ 1'j tl \9lt)1J
qj

b1't.!t)~tl1Jb1'ill1~ 1I1\91~t)lJ'lJt)~1J1Ed 'Vl~ltJ~ Vt.!lltJCl ~ f1J1lJb1'11J1'jtl 'YIr:rf)It.! f)1'j II~~.ut.!I9i't)~I~t.! E~~
n f1J1lJ~\9I 'YI~t.! IICl~n1ll'JJ m f)1'j \9lClt)\9II1Cl1 \9l1lJr:rf)'EJru ~ 'lJt) ~f)1'j ItJ~Vt.!lltJ Cl~I'l1l.ll~ V1tlt.! tl1J f)1'j'

q

d1 'J} 0 9 'J} "'" "1 cI <'i '" c:j "1 9'J} ,I'" "1 'J}
G}f~'O~\9lt)~'Vl11'YI'li'jf)'OI\9lVt)~m1lJlJClf)'EJru~IClf)Cl~ (smaller) 1\91V lGIHlt.!1'Vl1~'lJt)~f)1'j1J'j1J lflHb1''j1~

q

~'jfl'O (restructuring) llCl~f)1'jtJ;11JCl\9l'lJt.!l\91 (downsizing) ntJ'j~ir'Vlililll"l~f)i11~lJ (better) ~~I9i't)~
~ .

9 'J} ,I '" "l '" , I '" ,I ' , "l
I 'IHlt.!1 'Vl1~ 'lJt) ~ f) 1'j 1J'j 1J 'j t) 'j ~ 1J1J (reengineering) II Cl~ f) 1'j l"l1'JJt.!111Cl~ 1J 'j 1J1J~ ~ t) V 1~ \9lt) It.! t) ~

'J} 9 'J} '" , I '" , Id cl9'
(cominuous improvement) llCl~It.!t.!I'lft.!1\9lm'jlJ (reinventing) llCl~f)1'j1J'j1JI1JClVt.!f)Cl~'Vl'li l'YIlJ '1

(regenerating) Ivi t:Jll1 h1' ~ 'j fl '0n fl11lJ II \9lf) 1911~ tlt.! (different) '01 f) ~ II ~ ~.u t.! (Hamel & Prahalad,

'j) & 9 Q.I Q

m~m It.! 'fit.!'lfV VlJ'iJt.!\9I12545: 137 - 138)

1iYmlrYtf 'Wt.!'Iifl'O fllt.!VlJ 11J1tJ'j~b1'~rlt.!1V1J1V f)Cl(J'Vl13 1~t.!t)~rltJ'j~f)t)1Jlt.!f)1'j
q

tl1'Y1t.!\91VlrY'Vl1~'lJt)~'Ii 'j fl 'O'YIj t) t)~rl m ~ ~ 'O~b1'11J1'jtl1J t)f) l¢l t) ~1~'I1\911'0t.! m ~ 19i'l-J111'1JflCll m 'Vlf)flt.!
'II CI 'II 'l

~1IiJt.!~1t.!ltJlt.!VlrY'Vl1~~tlf)I9i't)~ n'lJt)1JI'lJ\9lf)1Tll1~1t.!5l.ll~V1tlt.! nf)1'jtJ'j~mt.! 'j~'YIi1~l"lirm1t.!
qj

~ ,
l~ t.! t) ~1~~ nf)1'j tl1'Y1t.!\91191191l\91bhi'l t1J 191N '1 f)1'j ~ \91b1''j'j 'Vl;1l"lV1m Vi Cl~1911IICl~f)1 'j b1'~1~fl11lJ

~ 9 9 'J}'" 'J} "l 'J}<'i' II] 'J}, <'i cI, 9 'J}"'" '" d! 'J} 11], I ' 0 c:j
l"l~l"lt) 1'0 1'YIf)1JClf)fll'YI'jt)NlJb1'1t.!I\9lb1'1t.!Ib1'V'lJt)~t)~flm fit) 1'YIlf)\9IrYf)Villl"lIl"lt)f)1111Jb1'f1J1lJml'j'O

qj qj qj
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"" OJ OJ G "l "" d "l •.•,,;, "" ,I"" ,I IILI'l
ltH.l'flft'W 'fH) 1'l11'lJm'lJl'H1'Vl'il~'lJtJ~ll1U l1'jtJm~fll'Hl!{1'~'Vl'il~llJ~H'JUlllJCl~ IlJ IU,

I t:::! 0 .cd ~ 9J~ '1 GJ3JQ..I Q ~ ~

tJh!1l'l~mn~'lJIl1~NCl llCl~h!1ltJ1fll'j IUmJh!llUCl~UU 'JJlllUCll muu ltlfll{1' 111f1'lJli1f1'il11 'jtJtJ~l'lm
q q

~~ 'il~lJI'l11'lJ rl1fl'illtJ~1~t~ 1'V'l'j1~11Iu fll'j 'j ~'lJil~1l1 ~NCl'IJtJ~fll'j ~ n ~tJ~'IJtJ~li 'j fl'ill1~ tJtJ~flm JU "1
u q q <u q

(Reason for existence) 11~tJm1'lJl91'tJ~fll'j~'il~lJ'lJ'Vl'lJl'Vl11~tJfIl'V'l~m.Jru~mr~I'l'lJtJ~1~1~

(liUi'V V'lJ~U~l 2545: 34 - 35)

QJ ~ ~ 9J & ~ Q Q.I rf ~I ...I I 9J <!fl
'W'WfifHl I'ltJ 'IJtJm1'lJC;j$~1l{1'~~TNfIl'jf1'ill1Clf1'IJtJ~tJ~l'lm IlJUlJ'j~fll'fl'tJV1~m1~ "1 t1~

'il~ l-i~11 'JJl Vl1 ~tJlI U 1'Vl1~ ~ 1 ~I~ tJ fll 'j 1'il1'illl~ 'lJ1~ II Cl~ 1'l11'lJ tJ ~'j tJ ~ 'IJtJ~ tJ ~fl m 'l11111'tJ ~ fl m lJ
q q u <u

. " ,
'j~1Pl'lJ~1~ "1 'j tJ~Cl~'lJ1{1'1'JJl'jt11 ~m1'lJfl~111'lJ~tJ I Ull'l tJl'il'j~'lJVlUVl'Vl1~fll'j~m~ -fflUll.u~'Vl1~

fll'j\9Hn~ 'l1tJ~'Vl1~fll'j~m~ -ffU~111~tJ'lJ1fll'j 'j~IPl'lJl'vlI'l1u h~~l11'JJll~ I'lWfIl'V'l'IJtJ~N~~i)Wcn
q

~ Q Q.J d' d' I Q./ Q.I.::2 ~l ~ d if 9J ,'jJ G) 9J
11'j tJ'lJ 'j fll'j m'V'l Clf1'EJW 'IJtJ ~ tJ~I'lm ~ tJ {1'~ I'l'lJ llCl~ 'V'lU f1~1U C;j$~IlJ U {1'tJ'VltJ~ I'lm ~ tJ~ fll'j mlu U 111

q

, " .
Ifl~f111'lJ'l11U 1'ill1~~ I~U c11~1 U fll'j f1111U ~ m'j fl'il 11U f11'jVl 'il1'jW rJ1 NCl~1U VllJtJ~llIu tJ~l~ I 'j

u ~

llCl~'il~f1111U~fIl'jfl'iltJ~1~ 1'j~tJ lULU tJh!1f1~ (liUi'v V'lJ~U~l 2545: 35)

" ~ U li fl 'ilIU~ V'lJ I{1'JJtJU II 'j ~i'lJ Ifl ~ tJU IVlV'lJIl'ln'lJfll1'lJ {1'1'JJl'j t111~f1~ 'il~i'lJ Ifl ~ tJU'

li 'j fl 'ill11'~ ll'U U I U ri tJ 111'1fl ~ IIU 1'Vll~ ~ i'~l'ilU rlll1f 'lJ fll 'j ~ \9lJU 11lNU f1ClV'Vl,( f1111U ~ ~ lrl1fl 'ill
q q U

, '1 '" '" '11 "" 'l 'l '11'" '11 "l '11""
~N "1 fll'jll{1'l~m ItJfll{1' fll'j'il~fll'j'Vl'j'V'lV1m llCl~fll'jm1~m1'lJ'V'l~'V'ltJ 1'illl1f1'lJ'tJf1f11 l1'jtJf:;j'lJ

I li1 3J'.c! rI Cl.I d a,
{1'lU 1~{1'lUl{1'V'lJtJ~tJ~f1m " (W]'V'l~'fl' 1f1'fl''JJl'j'EJ 2546: 14)

liJnUJ1U 11'JJlVil~ flllll U mll'jfl 'il'UtJ~tJ~flm 111'tJtJf1'JJllllU 11~T1'lft!~'lJflmm 1~~~OtJ
q

""I _9-1 "" 'l '11d "" Q '11 '11 "" I •.• "" '11
IlJh!lUll1 'JJlV'Vl'il~ II{1'~~ 1m 11U t1~m1'lJ l'il'j 1lJfllll1 h!1 l{1't1m fIl'V'l ~~l;J~ 11'JJlV'l!tJ~ tJ~f1m 'Vl'il~~ tJ~

'l11111'rllI1'il (liUi'V V'lJ~U~l 2545: 36)

'W1U'l.l1U ~tJ llUl'Vl1~f1i1~ "1 rlll1f'lJfll'j~~-ffU1'il~I~tJ'lJ 1v~'j~wh~T1Cl~'VlTIllCl~Tll'j
:JJ I I"

1.111U ~f11'jtJ 51J~ 'lJ11:l'Vl'l1~11Cl1V1~u 1V'lJ1VVl 'il~ 'l111 ~ 'V'l11f1~lU lJfll1'lJJJU 1 'ilVl'il~~~ -ffU 1 'ilVl'il~

U51J~I~tJ'jtJ~f'lJfn'jfl'il ~~~~l1'JJlV llCl~T1Cl~'VlTI'UtJ~tJ~flm (Thomas L. Wheelen llCl~ J. David

Hunger, 1998: 14)

Tll'jf1111U~1~V'I1'fl'tf ~Ulifl'illlCl~I1jll1'JJlV'lJtJ~tJ~flm ~tJ f1nf1111U~IlUl'Vl1~11~f1

11~ tJfll'j f1111U ~ Vl'fl''Vl1~fll'j ~ ll'UU ~lU 'UtJ ~li 'j fl 'ill~ tJl111 U-ffTll'j f1111U ~T1ClV'Vl TIllCl~ 1 m ~{1'~1~'UtJ~'
q ~ q

tJ~flT1'j l~tJ 1 ~llIUlfi ~tJ~JJtJ 1U f11'j f11n'lJ 1 ~'Vlf'V'lV1T1'j~ 'il~l111 tJ-fffll1'lJ II'lIU~ V'lJ'Vl1~T11'jII~~iU~

1~Vfll'j{1'~1~'JJl~'jl~IUl'llU~1~ 'l1'l1U 'fJwm'V'l U'j~-ff'Vllifll'V'l 'Wl~m'j'lJ llCl~1'l11'lJ{1'1'JJl'jt11'W

"Tll'j ~ tJ'lJ {1''WtJ~f111'lJ191'tJ~ f11'j 'IJtJ~Clf1~1 111'W~ l;l~ rlll1f 'lJtJU 1fl~ 'IJtJ ~li 'j fl 'ill1lJfll1'lJ'V'l ~ tJ'lJ1U Tll'j
~ q
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1~cnlfl'lf V¥lJ'fifl'U lJIl'l'IJ1l'l tlrll'l'VlTI ~~'U~l~lJtl'U.ijl'J{:hfltlJ~'U~ri'1~rll11\fl~fl1UJ
q u

bl'ldJ1':i tlllJ tl1':i II ~'1 <UlJ'UtJ'1tJ'1fl tl':i I'lldJtlrl1'1tl1':i ll1~ l'llJlll1rl '1'UtJ'1bl'tl1lJ tl1':i wllJ tl1':i ~ 1lUlJ 'fi':ifl'UllJ
q

~ "' 1I19J ~I 'd,.,j 0 9 9J 0' 0' "" ""

lJ'U~'IJlJ ~mlJlJtJl'Jl'1~ llJtJ'1'U1tl'U~'Vll mtJ'1flmb1'1:JJl':itl'Vl':i1'IJ\911H'VilJ'1'Vi':itJ~~l'llJ (Position) 'UtJ'1

tJ'1flml1tJ~ W 'U~1~ 'U~n11l~lJtJ~1'11':il,rtlJm Hrl~lrltJn11l~lJl~tJ~1'1tlJfl'1H~1fl1':i'U~~llUlJ<u q

f11':itJ~1'11':il,rlfl~~1H'IJ'IJ~'V'ltJ~ "m:JJl~bl'dJ" (a Fit model) b1'1:JJl':imfl~fl11dJl~l111l'l'IJllJf11':i

~llUlJ 'fi':ifl 'U'IJ':i':irl1\91tll1':i ~bl' '1fl 'UtJ'1f11':i ~ 1lUlJ 'fi':ifl'U ~ '1~~tJ b1'1:JJl':itlbl'11'1':i 1l'l l~H rl~ l&1 'IJ1 \911~
q 'II q q

tJ~l'1&'1~mtlJltJ'1 (Tom Peter 1984: 401, -B1'1D'11lJ lmlrf ~l'l1\91 2545: 66)
q

fl11dJ 1~l111l'l'IJ'Vl1'1f11':i H~'1<UlJl~m111 'U'UtJ'1fl111Hh~ 'U'UtJ'1'fi':ifl'UllJ \91m~f11':i H~'1<UlJ
q

," .
I~ m l! 'V'l1~llJ tl 'U'U1JlJViJj f11':iH~'1<UlJltl~W1 :JJltl~lJ 'Vltl'fi':ifl'U'V'll'Jll'JldJ'Ul'Jll'l~1l&1'IJ1 \911lJ'UW~ Vi\91m~

q q q

I I ~ ,

Jj111:JJlW Villil~ l'l'1'V'ltJl111 ,rlfl~ f11m ~ '1<UlJ :JJltlV'1~lJ LVi tJ1,r bl'1:JJl':itI tJ~':i tJ~ l,rl ~ 'fi':ifl 'U'U~l11'Vltl<u q q

I I I I

a..d d 3J If] 3J '" I.c:\' IC:,..:::! d 0 GI 'V ~ lrJ '1J ,.. It:::! d Q.I ~ d:! 9J
1t1'Vl1'1'Vl'U~bl'':i1'1fl11dJ ~mlJ':il'l'IJHtl\91lJltJ'1 Hm'fi'Vl'U~'Vl1 ~mtl~fl11dJ ~~llJ':il'l'U:'1J~ulJ fltJ f11':ibl'':i1'1

9 ' "' d 9J "" 1I19J ~ Id , "' d 0 9 9J ~I "" 1I19J ""
fl11dJbl'1:JJl':itl ~lJf11m'U'1'UlJ'VlH'Vl'UH Hrl~f11':i ~~llJ':il'l'IJ'Vll'1f11':iH'U'1'UlJ'Vl'U~'Vl1 ~mlJlJ'UH ~~ fltJ

f11':i~~':ifl 'Ubl'1:JJl':itl111tlrl ~'VlTItJlJ11':i~tltJ'IJ~1l'l 1~l'Jllfl'lf V¥lJ'fifl'U ~ l~ih'VilJ ~ H11111111B1J&1l~lJ

, I 1I19J 0' """' 0'
~lJ'fi':i':idJ ~~ ('ltdJ'V'l':i fJ':i'V'l'V'lWllJ2545: 5)

"
f11':ibl'1 H1~l'lv1fl'lf f11':i11'1H~lJ Hrl~f11':i~ '1l iJ1'Vi:JJll'l b1'1:JJl':itlV¥WllJ1bl'm ':itllJ ~'U tJ'1

d l1]31cl 1 d d if ef, if , Q.I do Q.I

tJ'1flm ~~ltJlJtJl'lN~. l':i1l':il'ltltJ'1flmH'IJ'lJlJ11" D'1flmH'Vi'1H':i'1'U'IJ'Vlbl'lfltlJ "(Essence - Driven
u

I I 3l I

Organization) 1J fl rl 1m llJ D'1 fl tl ':iVi<U'IJ lfl iitJ lJ #l1l'lH ':i'1-ff1fl t1J~ '1tl ci 11'W~'1ltJ l'ldJ~ 1l'lfftll'lfl1'V'l

"' d' ~I oclll19J9 9J dclll1,l9J
'V'llJtl'11lJ 'U~dJfl11dJ 'VldJl'Vl Hrl ~ b1'1:JJl':itllJ ':i~ bl''IJfl11dJ b1'1l':i'U~~ ~lJ bl'fll'V'lH1~ rl tJdJ'Vll\91dJ~lJ ~ 1l'lfl11dJ

q

<1 , OJ

3. mUJ 'YI1)'YIH fll 'm'lJ -.:j 'lJ'U
Q

0' '"'9 cl "' 0 "' ,I o'UJ9J,.,j 9J lI19J,ld
"tlrl~'Vl'fif11':iH'U'1'UlJ ~~ "l tl\911dJ dJtl'U~f11'VilJ~1\91QlJ':i~bl''1fl nl'V'lDbl'':i1'1fl11dJ ~~llJ':il'l'IJ

llJ\91m~ f~hl1 "fl11dJl~l111l'l'IJllJl~'1f11m~'1<UlJ" Jjl1':i~l~lJl,rlli'U1':iW1 2 l1':i~l~lJ ~D tlU111

lbl'lJ DfJW ~1~miJtJtll1Hrl~tlfl1 Hrl ~~m'JlJ ~~ltll1 l~m111l'l'IJlVil'l'IJ'lJ1EJ 'Vl'Vi~'1 "l 'U~bl'1:JJl':itl111.. "
WlJ DfJW ~lVimiJDtll1Hrl~tlfl1l~ ~~mijtJ'lJ1EJ'VlUlJ "l b1'1:JJl':itl\91tJ'lJbl'lJD'1fl11dJJlD'1f11':i'UD'1~tlfl1

.. "
1 ~~ tll1~ H~ '1<UlJ lfl1 tJ'1 ij DllJ tll':i 111l bl'lJ DflW ~ 1Vim iJ Dtll1i'J 1 ~ Hrl f11 ':in 1 'VilJ ~ ':i1m tlU<u q

,.,j 0 "" 9J "" "" 99J1I1,ldI"" 9J
bl'tJb1'1':i Hrl~f11':ilJ1lbl'lJDbl'lJm 'Vi':itJ'IJ':if11':i~'Vi~lJtI'1dJtJrltlm "

<u

3J~9~Qd'jJ Q

(Arvind Sahay, tIl'1t1'1 ~lJ 'l5lJ'U\91\91H'U'1l'UlJtl'U 2544: 119)
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3J

Vl1~f1l1H~~.u'U HI9l~i'J

d~ III
3.1 mUJ't1fi rHl t)~ 11

Q

,
Michael E. Porter (1996) mirrl1 "'fff111~'V11~f1l1\91~WI U~~I'VIfl1'U hvvHif1l1

11J~tI'UH1J~~ \91~ el~nm v11111ltl~ fll1'lJ ~el~ f1l11 'Uf1l1 iJH~ ~'ff~ 1~fll1'lJ I~'t 1J~tI'lJ'VI1~f1l1H~~.u'U~

~~U'U fllt11~ f111::::fl11'lJfl~ 19l'U19l~fl~11 v11111~ el~iJf1l11J f'lJ 1J1~v.Ji1\91f11'Vl flWf11'Vl H~ ::::fl11'lJ..
11~1~1 Im::::iJf1l1 'W1lfl ~el~iJel'VI1~f1l1'lJ 1 'VIn 'JJll ~ ~'ffl'lJ 11tl'W1'lJ1Hnl 'IJH~::::~~ f1l1 rl'lJ 111\1'11 1f1l1

11J~tI'UH1J~~l?l 1~mfl ~el~iJ el~U tI'lJrl'U 1'l5'Uf1l1fl1'lJ fl'lJflW f11'Vl1~tl11'lJ f1l1 11J~tI'lJ lVi tI'lJ'VI1el..
3J

lVitl'lJlfitl~ H~::::f1l11Jf'lJ1m::::'lJ'lJ

lfl~ el~iJell9l~fl~ 1TVll 111ltl~ v.J~el(h~ 'JJlflvlelf1l11J f mJ ~~?l1'U1J5lJ~ f1l1\9h~ '1 Hvlfl'
U] I 0 9 'j) e" 0 lfJ 11] '3J I ~ ~ di ~ ,d>!:!l ~ Q

! 'lJ'ffl'JJl1 tl Vl1 ! 'VIlfl ~ v.J~f1l !1 !~ eltIl~ tI~ tI'U H~::::Ifl'J el~'lJtl!'VIm'U '\l~fl m tI 'ff f11'Vl'\llfl f1l1 IU 'U1'VltI~

dt ~:::I ddlfJ'3JQ.I Q.J 0 <J}Q.I ~ dI 4
Ifl1 tl~ 'lJtl 'JJlIu 'Ufl~ ~'VI'Ii'VI!~ 1'lJf1l1 tIelm 'lJ'Ul'JJll 'l5fl'U'JJlfl'IJ'U11tl tI '1 "

'" Q lit ~9 ~ Q lit ~ , '" :::'1 ~ '" 9 ~ '" ,;,
'Ii'U'l5t1 tI'lJ'\l'U~l !~ !'VIH'U1fl~ 1111 fl~~'VI'Ii lu'UHv.J'U~1'Um1~ '1 'VI!'l5'V11tl!'Vltl

I Q.I I Q.I cl d I ~ '31 if Q.I dd
f1l1 H'IJ~'IJ'UH~ ~'lJ~'l5t1'l5'U::::H~::::IU 'UHv.J'U'VI'\l::::lHI'ff1 'lJ1'VItl~flm 'ffl'JJl1tllJ 1"\ il1\9ltl iJ 1::::'ff~fl 'VI...

d~1 dt ~ 0 I ocld9J ~GI.c:! o'~l
fl~ tI'VI'Ii lu'Ulfl'J tl~'lJel'Ul'ffv.J~'fflIH'VI\9Itl~fln 'VI1fl'li1 fl'\l !~'lJ1~f1l1'lJfl~tI'VI'li!u'U

q 'U q q

3J ,

V1'U'ii 1'U'IJtl~f1l11'l11U'Uf1l1 H111 fl tl1flVi '\l::::tlvl 'Uhfl'IJtl~ f1l1!!~~.u 'Ul?l 1~tliJf1l1 I'\l1UJI~'lJ1\91H~::::iJ
"" <u u

fll1'lJ 1¢l11J~tI'lJVl1~f1l1!!~~.u'U 11 '\l'\llJ'U~~ 111fll1m11flUJ'JJlflrl'lJf1l11 ~fl~tI'VITII~'Ulfl~tl~iJtl' 'Uf1l1
• u •

, 3J

'lJ11~ v.Jm1l1h'IJ el~el~rl m fl ~ tI'VITI:lJI¢lltl~ '\llfl i-htl'lJ 1 'VIl11::::I9l'lJ'lJ'UVi'\l::::tl1'VI'U~ Ivhir 'U Hvlfl~ tI'VITI
o ••

m'\lltl~ 1¢l'\llfl~~vl1~ '11 'Utl~rlm ~~m'\l'\l::::I~'Uv.J~'JJl'\llfl~fllJW::::f1l1191~i1'U1'\l~'ff::::'ff'lJ'JJl'U1'U v11
3J ,

111ltl~I~'UH'lJ'lJHv.J'U'lJtl~f1l11'l1IU'U~1tl'\lir'U '1 i1fll1 '\l::::l'llIU'Ufl~~'VITII'l5'U1~ IViel1~1~'Umel'lJ 1'U'

f1l'j ~~ f1l1 'VIf'Vl tl1m 1~ tliJ '\l~JJ~'VI'JJltl~ v11111ltl~ v.J~vltl'fftl1'U f11'Vl~ IoU'JJ!1~ ~'IJtl ~tl '\lf1l1 v11111..
('Ii'Uoiftl tI'lJ~'U~l 2545: 9)

'" "':::'1 '~"'9 ~ :::'1 '" I Q 9 ~fl~ ~'VI'Ii'IJtl ~el~fl m lu 'UHv.J'U~1'Utltl1~fl11~ '1 'VI! 'l5H~::::lu"hi;;;'(I..j 'VI'\l::::'ff~1'ff1'lJ ! 'VI

tl~rl fl1 'ff1'lJ11tl 'lJ11~f111 tl'\lll~:::: 1\91tliJ1::::'ff~rl~tl1'VI 'U~ Ill¢l l~tll~'lJ fl11'lJ I ¢l11J~tI'lJl'U fl11 II ~~.u 'U..
111'JJlfl ~'ff~ U~::::~~ fll1'lJlilm iJ~ tI'lJl'U f1l1 U~~.u'U111m~mrtltl~'ff~ -B'UI~'U'\l~JJ~'VI'JJltl'IJtl~f1l1 v11

q q q q

Q

~1fl'\l (Thomas L. Wheelen U~::::1. David Hunger, 1998: 12)
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, Q.I A. G
3.3 f11UJiJl'll'Hl'flNm'H!'ll~'ll'W! 'If~fHl[J'fI1i•

Don Neidlinger ilcir:rl1" fI11lJ'fflm'J1I'VI1'1ill'Hl~'1'iT1.H~'1m'l~'VITI rLl'U-ffTwVl~lJ'

d Q <:I,., I Q..I 0 Q ,f 9l ~l
VI'ffl'U 'VIlil\9l'j)1il f11'J'J1lJ len tl'l1'1u'J~ il tlU'lJ tl '1'V1il£J~ m ~U1'Uf11'J\9l1l'U'U~1'U HrI~ tl'l1'11'111lJ'J lu 'U

<lJ

f11'J~\9ll\9l1 tllJ~ '1~H~\9l~1'1ru~l~Gh1'nUrlilli'l HrI~l~'Uf11'J tl1mhVi1'u~H~'1~'j)~rltlm~tI'UHUU " 5
q <lJ <lJ

Stalk, George HrI ~ 1'1ru ~ il ci1111 "ill 'Jl U ~ tI 'UHUrl 'I ~ 1:J Vi~ \9l~ ~'lJtl ~~ fll1 ~

"H1\9ll{ tllJ 'VI1'1li'Jfl 'j)' 'U'VIill'U i"J ~ll~'U J{ tl~t'J 1W1ilrl tI'VITIloU'llJ 11J-ff1'U'lf1tl' 'Uf11'JU1'1JI911tl~Nmil
q q q

Q..I o'l.f1 1l.r1 '1l e::;g Ql '1l Q Q.I 1:1 c::! l.:::i , eQ

rI il£Jru~'lJtl~ilrltl'VIli llJ !\9lVimtlll~ f11'JlJ !m ~~'J 1~'lJtl~ VI.(j\9lflruCYH'YHN tltl1~l\9ltl1 H\9l'j)~Vimtl1l'l f11'J
q

1J~il£Jru~~l~'U VJtj&1m 'Jmml m ~ 11JVi~\9l~~HrI~l~'U VJrll\9l'J' 'Uil1'JU1'1JI911\9l1lJf11'JlU~ tI'UHUrI~

fI11lJ1:Y1l~'j)'j)~lfl\9l~'U l~ n~mrltlu~11'Vltf 'U 'j)~J{tl~1Jf11'J~~l'1' 11lfl\9ll1tl'U I 'lJm~U1'U f11'J~lrW'U

li 'Jfl 'j)Vi 1:Y1flW ~ tIlil 'j)~rI tlm~ tI'U HUU Hri ~, ~~ ~J'Ul~'U -ff1'U' 'Uill'J~~1'11'11UJH\9l il~ 1~'j)1il
q u

I 'Q..I 6
1'1H'lJ'I'lJ'U"
<lJ

Michael E. Porter (1979) ilci1111 "mJu~tlmilmtl~'j)~l~'U19111\9l HrI~n1Vi'U\9l

"'JU HU U ill'J H~ ~'ll 'U 11Jm VJ1~U~ LV; tI'I ~ H~ 'I'll 'Urvi 111'U H~ U'IU 'J~il tlU I U ~ 1tlll 'j)~tI~ 1'U1911HU 'J
<lJ <lJ

"lft'J£J11fl 'j)'lJtl'lfll1'1 tl\9l'fflVi m 'JlJ11'U HrI~ U'I'J1lJ ~ 'Ill 'j)~tI~ 1'Uf11'JloU' 1m' Vi1J'lJtl'l~ U~'1'll'U tl1'U 1'j)f11'J
'" q <lJ

I '1l '1l Q.I ~ .d Q ~ Q Q.I 0'

\9lm tl'l 'lJtl~ rI ilfl1H rI ~VI'lJ1tI Hri ~ fl tl1'1ilfl1lJ 'lJtl'l ~ '1'V1m'VI\9lH'VI'Uf11'JU 'Jf11'JVi'Jtl VlrI\9lflru CVl 'J 1il111'U
qj qj q d,3

f11'JUBU&1~l'Uf11'J 11'1HVI'U~'1n1Vi'U \9l'j)lilll 'j)~tloU'l'1J{'U ilrl~'VITI 'j)~J{tl'l'J1lJ I UD'I f11'J11~~lHVi 1.1'I

'Vll'l f11'JH~'1'll'U l~ tl , 11'fflm'J 11, ~fI11lJ 'fflm'J1I'VI1'1f11'JH~'1'll 'Ul~ tl~l'1~~ ~\9l , 'Uf11'JUil1J tl'lU ~11'VI
q

'I Q Q.I eQ

Miller, Danny HrI~ Whitney, John 0 (1999) ilrl1111" U'J£J'VIVi'U'Ien'j)'j)~'ffllJ1'JlI

c! ,f 1 i d d '1l ') d Q.I Q.I 31dt:::id d '9
rI tl il m tI 'UHU U il rI tI'VIli l'VI 1'1!'U !rI tI HrI ~ f11'Jl'J tI 'U'J'J~U U !\9ltI f11'Jl'VI tlU 1 \9lilU VI'VI\9l'\'1~ \9l'VItl tI !'U-

q qj 'U q 'U

tl\9l'fflVim'JlJl~tl1n'Ul~ U~'j)~I1J'fflm'JlI[ltlm~mmUUil[llTI'Vll'lil[ltl'VITI 'JUHUU l'VI 1'1l'U In'V H[I~
q q <lJ

, ""
m~U1'U f11'J~lrW'U ~1'U c1f'lU~11'V1~'J'J~~1~~'Um' 111J11'U 1J~il£Jru~ VI~lJVI'ffl'U n'U tl~Nil[llJil~'U
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rieJ lM\f)~~Hl~~bY~~eJeJ-:Jrl1111 1 'W~)\J~~~111 1 Drim1:l/1~I1J1 (J'lJVll-:Jf111It ~-:Ji'W 1~m{1eJ'Wfl'IJ~~]J
q " "

"1t[l~meJ'lJfl1eJ-:Jm1111~lD1(J'IJ'Vl1-:Jf1111t~-:Ji'Wu'WeJ~ ,,8
"

, ':JJ :JJ tI d 11] 9J I Q.I 9
John Henderson f)m111 " N11-:JltN'W ~ 1'Wf)[I (J'Vlli ~~ 11D-:Jm 'W !~ D(J1-:J'I$~ l~'W ! 'W

" q

..
:JJ Q.I Q.I 'j) I Q Q.)'& 0

eJ'W'1fl \91 ~ 1(Jf)11 \911 ~ 'Vi'Wf)1t [I ~ 'Vi11'W\911 1 ~ bYD'IJfI11~ bYfI1 1~ It 1~ [leJll fI1 (J'WD f)eJ(J1-:J ~ 1 -:J~ -:J CJ1-:J~ ~ Vll
," ,

1 11'b1'1111':itlll eJ-:JfI1V'l'IJeJ-:JeJ'Wlfl \911 'W1t~'lJeJ -:J1eJf11bYlt[l~ f111 flf)fl111l1 ~ ~lf)~~'W 1 ~eJ~l-:Ji'~l ~ 'W l1bf1flill
q u

~~il1~'lJfn111bf1flqJH1'Wl1f) "1 ri1'W'lJeJ-:JeJ-:Jrlm" 9

f111]Jm111b1'1:lJl1 tlVll-:Jf111 1t~-:Ji'W riTU 'Vi~-:J]Jm111 ~ll~'W ~eJ-:J1 ~f)[I(J'VlTI']hm~ eJ
q

. "1 :JJ .& lI] I ~et G}3J.<:::::. 0 0 Q 9J
m-:JbY11-:J'VilJl(Jtl-:J "f)[llf)\9I1-:J"1 'VlleJeJ !mf)~f111f)1'Vi'W~ It[l~ f111~ll'W'Wf)11m'W

f)[I(J'VlTI 1t[l~f11nh~b1'1'W-:J1'W1~'Vil1-:J-:J1'W\9l111'Vit!1~ 1t[l~'Vi~eJ 'ViU1(Jli1f)~~1-:J "1 f)[I 1f)~-:Jf)ri11~~
q q

"
D 1 ~ f) eJ'IJ ~ 1(Jfl1111 1:111'W'WTIl'LI'Wil1~ 'IJ i''W 'IJeJ-:Jf11 1 U-:Jfl'IJ'IJ ill '1$1 'W1 (J'IJl (J 1J1\91H 1'W It [I ~ 1 ~ l U(J'IJu ~

0'

eJ-:Jflm" (L.J. Bourgeois, 1999: 260)

1m -:JbY11-:JeJ-:Jfl m ~~rieJ 1 11'lf)~ fl1111 1t\9lf)~ 1-:J'Vll-:Jfl 1111 f1~ It [I~ a'IJ 'IJ ItN'W D 5u~~
I Q.I I I :JJ dG) tI.& c:! 0 ~I 9J 0 lrI l.et

U\9If)\9l1-:Jf)'W1 ~'Vi1N'Vi 'W1(J-:J1'W\9l111'Vi'Wl'Vl !'WeJ-:Jflm ~ -:Jllfl1111 ~ llu'W \9leJ-:Jf11'Vi'W~f)!:'l !f)fl1111 1 111 11eJ
, . "

(integration mechanism) lliieJl~eJll 1(J-:JH~1(Jtl'W f)!:'l1f)~~f)ril1m~'I'111 11'l~(J11i~1-:J "1 ~-:JiJ

- Direct contact 1~(J~~l11'meJf11bYl'Wf111'1'11-:J1'Wi111tl'W

- Liaison role l~(JlleJ'IJ'Vi :lJl(J'IJ'Vl'lJl'Vll 'Wf)1nh~b1'1'W -:J1'W1 11'tl'IJ'lJflfl!:'l'Vi~ -:J1 'Wll~!:'l~
q

,
'Vi'W1(J-:J1'W

" , ,
- Task forces 1~(J.ij~I91-:Jl~'W'Vil11(J-:J1'WmV'l1~f)~~1f)'Vill1(J-:J1'W~1-:J "1lliieJ:lJl'l'11'Vil!111

eJ~l~ 1~eJ~1-:J'Vi~-:Ji111tl'W
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'j) • I I I

- Teams 1~ (J~~ I9l~t~ U11:JJ-:l1Ul1m1'j t~ tl1 'UN~'lftl'UU5D~ In! 111tl~N 1~mhnl'w ~
t 'lfU l1lJ~lU ~WJUl'ff1(JVli1~i1W~hnj ~~'il:dJf)~lJ'l11~lU 1J1'il1f)'YI'l-h(J~lU ~1~ '1 (cross-functional)

'" ,
- Integrating roles 1~(JU~~I9l~~lU'YI'\.l~1~~lU'YI'\.l~'YIu~1u'j::;I'1'U~~'YI~tl'YI'\.ll(J~lU

1~'YI'\.l1(J~lU'YId~111m!1~1uf)1'ju'j::;'fflU~lU

- Matrix 'U'Vl'U1'Vl'YI~tl~ltm'\.l~~l~ '1 'lJtl~\!flflrl1utl~f1m \If)f)1'YIu~1r1'111'YIU1~

U'U'Uu'j::;b1'lum'j1ojf'Vl1VW1m~1~ '1 ~llJtlU (Charles W.L. Hill Url::;Gareth R. Jones, 1998: 372)
Q.J if dd Q ~l Q di q 'j) Q

rl f) 11W::;tl ~fl f) 'j 'VllJf)1 'j 'U'j 'YI1'j t u U t rl fl' (Excellence Organization) t'Vl tl ~'Y!tf)~ fl 1 1lJ

b1'11J1'j ti1 U f)1 'j U~~.uU \911lJUU 1 f1~ 'lJtl ~ Thomas 1. Peter and Robert H. Watennan, Jr. tll (J1 tl 'U

'"I 1'jJ d.Q.I Q.I 1 lr1n.ldIO
McKinsey 7-S framework f)m111\91tl~lJrlf)lIW::;~~\91tl~uU

Structure

Strategy

Staff

Style

System

Skill

Share Value

t~lJVli:'lVli1\911~(J'VlUf)~lU

~'U1'Y1l'jiJfll1::;~'W1 iJmnJ~tUUf)1'jUf1D~
~ ~ q ~

Change & Perform Organizational Redesign Service f) ~ 1111 "f) 1'j tl tl f) U'U'U

rI d. d. 'J} ,_ 'jJ q 'J} Q.J Q Q.I jiG),... 1.Q. Q.J.Q. i 'j) d. q 31 0 I

tl~flm'Vl~ \91tlU,j~tUU~'YI'VlUf)~lUlJ'Vlf)lI::;Url::;fld1lJ~ ~Uf)1'ju{]'U\91~lU ~~(J\91tl~lJf)1'j~'YImU1'ilUf)

~~~f)1'j Url::;'VlUm1U 1Uf)1'jI9l~i1u 1'il f)1'j'U1'Y11'j'Vl1'Vlf:l1m ~~t~U E~~lt~U~'lf1CJ'j tl~1'Utl~f1m
'U

q 'j) 0 I c1,...I .Q..Q. II
~'YI'Vl1~lUtl(J1~lJu'j::;b1''Vllifll'Vl "

I I rI.,del 'j) q ~ld ,...1 9J d.

Kerry Feldman f) rll1 11 " tl~fl m 'VllJfl 11lJ 'Vl'j tllJ ~U f)1'j tu rl (JUUu rl ~ 'il::;\91tl~ lJ

fld1lJ:U~i1utl~l~~ tlti1tl~ 1Uf)1'j b1'~1~'YI~mitJtfl~ fld1lJ'ffllJ nti 'Vl1~f)1'j U~~.uU ~~\91tl'Ub1'Utl~~tl
q
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Byrne (1992) flri1111 "fll'jltJ~eJl-lutJrl~lu'j~eJ:;TJm~I1Jl-l1l-l1l~~11l1'lJ~17'V1.

{\'llJl'Hl ij1}1\9lfl~eJ ~1#1lJ ~lr 'Vl~ij 1m ~{\'~ 1~~ \9l1eJ~11l~ ~eJ~{\,ill {\'meJ 1 tJ1l-l ~{\'~ ll'lll-l 'Ii'j 'j lJ'UeJ~
qj QJ u q

eJ~rl fl'j~ ijfll'j l tJ~ eJl-lUtJ rl~ 1l~~ 11l1' lJ~lr 'VleJ~'j eJ~Url~lll~illl~lJ l\9l~eJm llJ~eJ 1 tJ m1lJV~'VI ~l-l1l~ ij
<u u q

P-lrl~ ~~l~eJ1lci eJ~tllJfll'jtJrl flrl~fl11lJ~~ 1l-ll~eJ~fl11m 1~ l~ 1 fll'j tJ f lJ~1 Url~fll'j ltJ~eJl-lU tJ rl~
<u

l~eJ~~~flril11J1l~wJqjUllbhflqj'UeJ~.u'eJm'jtJ~u~ll-l paradigm for the postmodern manager" 13

"• I •..• "l • I'" •..••••• 1•..• <i 'I II~ '"
4.2 fl Wu1'U 'HIl'~U U 'UflU 1'1~ 11!!I~~fl1l' 'U1'1m~fl f1'j1'Yi1l'U1!Wl!~fl~~

lJ ~lr 'Vl1:11l-l1 'VIq) ~ 1fll'j \9leJlJ b1'l-leJ~ ~ eJfll'J ltJ ~ eJl-lU tJ rl ~'U eJ~ {\'fl11~ ll1~ ~ eJlJ

~fl{\,11{\,1'j'jlJ 1~eJ1~ 3 lll-l1'V11~ fleJ (Charles W.L. Hili llrl~ Gareth R. jones, 1998: 444)
" , "

., •.•• Cj ~I • I "' • I"" "''''' '" "'4.2.1 f)1'iu'iU'HJ'i~UU (reengineering) l'Ul-lfll'ju'jlJlurleJl-lTlifl~m'j~lJlJ'UeJ~

fl'j~lJ1l-l fll'j19l1llJl-l 'Ii'j f11leJ~l~tl eJl-l'j1fltleJl-ll fll-l l'¥teJ1l1'lJ'j'j rl P-lrleJ~1~{hflill1l-l #11l-l 191'l-l'VIl-lflWfll'V'l
q Q U q q

'" <JlJ'jfll'j llrl~m1m1~l'j1

4.2.2 n1'iufwuii£J'tuuiifJuTfI'i.nrfN l~l-lfll'jtJflJrl~'Ul-l1~ (downsizing) llrl~

" , "
tJflJmeJfll'jU~fllJUill'ln 1l1' -ffl-lrl ~ (delayer) llrl ~fll'j 1~1 m ~{\'~ l~l.wm~eJ ll1'lf1~fll,)~l~ll-l eJ~l~

u •

tJ')~ml-l~ll-ltll-l'UeJ~iheJ~l~ 'lll-leJ~rlfl'j

QJ ~I d rI ~ G1'j)Q.I Q.I I ~ 'j)

4.2.3 Ulf1fl'i'iU lul-lfll'j'VleJ~flfl'jll-ll-lfll'j 1'l5'VlfllJ~llrl~'VI'j'V'leJ1fl'j\9l1~ 'll'V'leJm1~

1l1'1f1~ fll'j ~ ~ Url ~tJ 'j ~~lJ ~ ~ ~1 'VI1J l'¥t eJ\9leJlJ {\'l-leJ~fl11lJ ~ eJ~fll'j 'UeJ~rl fl f{1~ ltJ ~ eJl-lll tJ rl ~eJ ~1~
~ <u

'j1~l~11~mQ'V'l1~1l-l#11l-ll'VIflll-llrl~ llrl~ P-li1\9lilwcnllrl~lJ~fll'j~'VImfl'VImeJ llrl~ijflWfll'V'l
q

. "
ll'lll-l'li')')lJ 'VI1J1eJ~~ lllJlJllP-ll-l'UeJ~fll'jtJ'j~'V'lq~tJ~u~tll-ll~eJ1111 tJ 1l~ijP-lrll1~l;~lJ1fl

~, 0 ~ rI cl lI]'j)~ I d 'j) lI)'JJ d

Url~ l 'l5~rllJ\9l eJP-lrlfll'j ~ lll-ll-l fll'j 'UeJ~eJ~fl fl'j Url~ m lllU l-l I~ 'VI~u 'VIrl~ 'VI{\'')1~ m1lJ I~ ltJ ') eJlJ 'VI1~fll')

ll.u~.ul-l~t~Vl-l 'VI~m~'Utlqj'Y11'V111fl11l~ijP-lrl~eJfll'jI9l1l'WU~'jf11l (lB. Barney, 1986: 656 - 665)

"Louis A Musante (2001) flri 1111 " ll'lll-l 'Ii'j 'jlJ eJ~ rl fl'j 1#1f lJ fll'j eJeJlJf lJ 1J1fl~l-l

d! I ~l Q.I rI~ d 'j) ~ cI T Q.I lI] Ill] 'j) 0 9 'j)' d d rI d
l'jeJeJ 'l11lUl-l'VI'j'V'leJ{\,l-l'VI~lJ'j'VI1mrl~eJ~flfl'j\9l1~ '1 eJ~ IlJ l~lJflmeJeJfl1J1 l'l5eJeJ1~l\9llJ'VI eJ~flfl'j'VI

d 11' ...• 1 d rI ~ rI d Q.I I Q.I

lJeJ~fl u'j ~ fl eJlJ 'VI{\'lJlJ 'j W fl eJ eJ~fl fl'j'VI mlJ1'jtlll~ fl11lJ {\'lJ ~m ~ 'VI11~'VI'j 'V'leJ1fl'j lJ flfl rl II rl ~<u q q

,91 r I

ll'lll-l 'Ii'j ') lJ Vi 'VIri ma eJ~~ 1 eJ~rl fl'j llrl ~ 11l-lfl eJ~ IIItJ 'j Vi -ff1fl qj 1l-l fll ') f11'V1l-l~ 'l5~\9l1~1\9l'UeJ~eJ~rlfl'j 11
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~ .
'il::;bY1Ih'li ~tJ'il::;~:JJl'Virl1 eJ'W1WnJTI)):JJ'l1'W fn1:JJ'il~ 'J~tJil'W'Vl-r'V'lcJ'Vn:jilUJUJ1V\1;1'H"~1'V'l'J1::;1;1'1:JJl'JT:l

U U l\J q

yh 11X1'J1-rflfJl11~'Jfll'J 1101'Iu~mJ'Vl1'Jfll'J II~'J.u'Wmh'Jm1'J 1101'1Wl'WTI'J'J:JJtJ'Jrlfl'J 1~'W~ 'J~Vlfl~1;1'~
q

, ~,

bY1'Ii -rlJ ~ II~ 'JVi'il::;U 11 U l~ t1'WlllJ lJ 19l11Wl'WTI'J'J:JJ 'l1'W]JfJ1'W1 'ilVi1;1'1:JJ1'J T:l1l~1'J fJ'VlTI'V'lrl11X tllJ
OJ .,

Ulrich 1101'11Xfn1:JJ'Ii:JJltl'UtJ'Jrl1i1 "1Wl'WTI'J'J:JJtJ'Jrlfl'J 11i11Wl'WTI)):JJ'UtJ'JtJ'Jrlfl'J

~tJ lllJ lJllv.J'W'UtJ'J'V'li)&lfl'J 'J:JJllrl ::;fll'J ufiu&l~i 'J1l:JJ:JJl1'W'lf1'J'J ::;t1::;nm'li d'J 'il'Wflrl1m~'W 1Wl'WTI'J'J:JJ
& I 3J Q.I o'd~9 31 Q.I ~ d 'j) cl '!J} 9 9J rI c:!
Glf'J'il::;'l11t1m1'JfIl'V'lrlflfdill 'Vl~ ~'W1;1'1t1\9l1'UtJ'Jrlflfll 1Wl'WTI'J'J:JJI'l1'JlJ1fl'VlI'U:JJll'U'J'il::;m1'J m tJ'Jflfl'J:JJ

OJ

I 3J 0' w 0' rJ 0 .& I I Q 3J.d. 9J IS
:JJrlfl1 m 1'Jm'J flfll'V'lrlflfdill 'UtJ'JtJ'Jfl fl'J Ilrl::;'Wl'V'll:JJlGlf'J:JJrlfllll 'Ii 'J\9l'J11;1''Wfl1tJfl~1t1 "

OJ OJ

, OJ

fll'W'IJ-.:J'lJl!

Michael Zwell flri11i1 1Wl'WTI'J'J:JJtJ'Jrlfl'J1;1'~1'Jfl11:JJ1;1'1:JJl'JT:l1'Wfn'JII~'J.u'W l~tJ

U1:JJl~'Jfll'J 1101'1U~t1lJ'Vl1'Jfll'J 1l~'J.u'W ll[l::;~ 'JbY1flqj 3 U'J::;fll'J ~U1fn1:JJbY11~ 'il:JJl~tJ'Jrlfl'J~~tJ

2. fn1:JJ1;1'1:JJl'JT:l'UtJ'J'V'l'l1m1'W1'WtJ'Jrlfl'J
~ ..

3. 'J::;l9llJ'UtJ'Jfn1:JJfm1:JJ1;1'1:JJl'JT:l.u'W1;1''JVi1;1'~Vi1Wl'WTI'J'J:JJtJ'Jrlfl'J1;1''l1lJ1;1''W'W11Xlfi~
OJ 'U' q I q

]J fll'J ftflfd 1'V'llJ i1 lJ ~rJ 'Vl~]J fl11:JJ II~ 'JIIfl 'i 'J II rI::;]J fl11:JJ mm 'JT:l1'Wfll'J U -rlJ

1Wl'WTI'J 'J:JJ'UtJ'J tJ'Jrl fl'J 11X]Jm1:JJfl ~ 1m~t1'Jtl'W 'ildh 11XlJ ~rJ 'Vl]Jfll'J 'Ii:JJ'W11t1'W'UtJ'J1~'W~ fl i1lJ ~rJ 'Vl~
q

John Kotter II rI ::; James Heskett 1101'fl ri 11111 'W'Ii 'l1'J iY tJ Corporate Culture and

Performance (Free Press, 1992) i1

1. 1Wl'WTI'J'J:JJtJ'Jrlfl'J 1~'W19l1~11111Xlfi~m1:JJ1;1'1:JJlHl'Vl1'Jfll'JI~'W 1'W'J::;t1::;t111

2. 1Wl'WTI)) :JJtJ'Jrl m 'il::;l~ 'Wb'h'W bY1flqj ~11111X tJ'Jrl mu 'J::;1;1'lJfl11:JJ bY11~ 'il 'Ii ~tJ

Q.I .d QI ~ cl 3J Q Q..I G} 9J.d. ~ If) ':J} ,

3. 1Wl'WTI'J'J:JJ'VltllJtI'J'il~1l'U'J~1'Wfll'JI'J'W 'il::;mm'JT:lT:lfl~\>1i'~l ~'Ii~'U'W ~~tJtl1'J
q OJ

'OJ " 91 _Id _I OJ \1]9117
'J1t1~1t1 1Wl'WTI'J'J:JJtJ'Jflfl'J \9ltJ'J1;1'l:JJl'Jm urltI'WllurI'Jllrl::; 'il~fll'J ~~

Lorina Eastman llrl::;flill::; (2001) 1101'1;1''JUv.Jrlfll'Jl~m~t11tllJ1Wl'WTI'J'J:JJtJ'Jrlfl'J i1
q

1Wl'WTI'J'J:JJtJ'Jrlfl'J 'il::;11111Xlfi~m1:JJ 1101'1U~t1lJ1 'Wfll 'JII~'J~'W ~~l'Jtl'W 1'Wll~rl::; tJ'J rlfl'J 1~t1lJ~rJ 'Vl~]J

1Wl'WTI'J'J:JJtJ'Jrlfl'J l-i'Jfl11:JJ l~ 'Wlilf'f1~t11;1'~111;1':JJtJ 'il::;~'Jv.Jrl~'V'l£'UtJ'J lJ~ rJ 'Vl~fli1lJ~ rJ 'Vl~]J1Wl'W TI'J'J:JJ
q

tJ'Jrlm~¢l'tJ(Jfli11 'Ufll'jl-i'Jml:JJI~'Wlilf'f
q
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o ~ .d. Q./ OJ 'Q.I Q.I rI~ ~

LaMA 'Vl1fl1'jfl'fl1J1fl 11lJIfll'J1'j/'jhiflhl 'j ~11\11WJhili 'j 'j lJllrl ~~rl rl'j/'jli'Uhi\9Il1:Y~'UeN.
flllfll'j'j/'jld1~ 3 ~lhlrl1flty~Glhl'J1:Y~l\llWJhlli'j'jlJ~lhlm1lJl~hllilfl' fltl

1. ~\I~I~l'J1~tl\ln'IJ1911'j/'jl1fl\llhl l~llfi eJ1hllll"'nr1~
, ,

'IJ11l'Vl fl11lJ~ri1h1'IJflflrl ~tllJrl llrl~fl1'j@tl1:Y1'j1ll~1.hd1'Vllifl1'j/'j'U. 'U

Feedback
""Q 9 0 '\ 'J} "" ""

3. flillfl1'j/'j'lf1\91lhlfll'j'Vl1\llhl l~l'J\9Itl\llJfl11lJ1:YlJ~rllJfl11:lJ1~;';'I fl 'YIml'J'Utl\l'IJflflrl...
, , "

1l1fllWJhlli'j'jlJ~l\l "1~fl11lJurltl~nl'Jl hlflWVl1\11hl ~'Vl1'j/'jl'J1mlll'j/'jtll~l'J\llhlflWVl1\11hl Cjf\ll1\1'Y1lJ~
• ,3J 'jJ) I I

lIlflft 111 U 11JhI-ff\IVihi~ 1hloUhi~hllIlll~1'111Mlf)~19l111'YIt1 \I'Vl1\lfl1'j II 'Ii\loUhI'Vl1\lfl1'j\91rl1~ lIllcJlIU1l'J'IJ

~ QJ rI Q.J I

~rlfll'j11ll'J'Utl\ltl11l1'jl'J'Utl\l1:Ym'IJhILurie Institute and CEO of eePulse Inc. 'j/'j'IJ11

,,~ 7 iJll~l'Jrl1flUJ~tl\lrlmm'jlMm1lJrl1flUJ Ivttlll~l~U1tl\lrlmlurim1lJrl1lhU U 'U

"l~l'J~fll'jl Mfl~llhlhl\9l1lJrl1~'IJm1lJrl1flUJ 1-5 fl~llhlhl ~\li1 (1 'YI1J1l'JG\ll1-irl1flUJ5 'YI1J1l'JG\lrl1flUJU U U

1Ilf!~) 1) Energy 4.09 fl~llhlhl 2) Product / Technology 4.07 fl~llhlhl 3) Culture 4.01 fl~llhlhl

4) Rewards 3.73fl~llhlhl 5) Structure 3.43 fl~llhlhl 6) Boardofdirectors 3.17f1~llhlhl 7)

Venture Capitalists 1.78 fl~llhlhl ~H~I~hl11 Culture l~hlri1h1rl1fltylh1fl1'j1'111Mtl\lrlfl'j

U'j~1:Y'lJm1lJrl11~lll~" 19

," ,
lWJhili 'j 'j lJ1Il~ ~ fl1Jill ~~ \I~ tll U i11l~ 1'111MIf) ~f111lJ l~ IU'1l'JU'Vl1\lfl1'j II 'Ii\loUhllIl

~ d 20
l'J\ll'JhI

'" .d 9 'J},\ '" '" "" 'J} '" 9 'J} 'J}
1. 1WJhllinlJ'Vll'YIltlfll1:Y'j/'jhlfl\llhl'j/'jWJhl1\9lhlltl\l lJfll'jm~\9IhI'j/'jhlfl\llhll'YI1:Y'j1\l

. '.
~rl\llhll Mtl\lrlm ml1\11:Y\I1:Y~1~l'J~II~hI \I1hlllrl ~m ~'IJ1h1fll'j~ 1\1"1~'lhl'J 1M'j/'jl1fl\I1hl ~fl11lJ~ ~

'U •
I I 'jJ) ,

11~lJ1:Y~l\lm'jrl-ff\ll'Y11-i"1 191\1liJ1'YI1J1l'JlIlYl1'Vl1l'J

2. lWJhlli'j 'jlJ~ 11J~'litl\l'Vl1\llMllrl'j/'jl1fl\llhll hifll'j 1~'j/'j'j1:Y1'j'jrl~~mjl Mlf)~~rll9itl
'U
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3. 11'lJ'U'Ii'J'JlJ~~'1~~l'1if '1ln~~emfll'J'th~l'U~~ ~'1'V1Ufl'11'U 11lJflmJ B1J~'11'U

IU'U '11'U~Vl1'Vllti ll[l :;:dJfllH'11 'iJ1 'Ufll'J Vl1'11'U 'J :;:;'lJ'lJll'lJ'U 'Ii'J 'JlJ~iJf1U 1 11''J1'11[l\9l1m.j[l'11'U l~tI
<u

1U'U~~iJ ri1'U'lhtll 'M~el 1 'Uf11'JVl11 11''Ii'Jf1'iJ'Uel'1el'1flf1nh :;:;~mn1lJ rl11~ 'iJ<u q

f11'J~f1111'Uel'1 John Kotter ll[l:;:; James Heskett l'UU 1995 ~~1'11'111lJloU'lh

l~tl1fl'lJ 11'lJ'U'Ii'J 'J lJ~ 'iJ:;:;'lhmiel 1 11'1f1~1'111lJ mmHl 'Vll'1fll'J!! ~'1.u'U ~ t'1v'U 1 ~ tll~Vl1fll'J ~m.J 1

liJ~ tI'lJ l'¥itI'lJ 'lJ1 'WVI~Ilr 'Ull'lJ 'U'Ii'J 'J lJ 1 'Uf11'J iJf 'lJ~ 11 'Uri1'U 'Uel'1f11'J I~ lJ N~\9lp'11i~~ i'U f11'JiJ B 1J~ f11'J

n'lJ 'lJ1lJ VI~ l1i IU'U 11'lJ'U'Ii'J 'JlJ l'U fll'J iJ f 'lJ~ 11~tll 11'fl111 tIllJ 11'lJ'U'Ii'J'JlJ l'U ri1'U II 'J f1~IU 'Ufll'J l~lJ

N~ \9lf11'V1~1'Uf11'J iJ B1J~ f11'J 11 1~ 'U11'lJ'U'Ii'J 'J lJ ~ ri '11~1lJ ~ 1'Uf11'J 1~tI'1II[l:;:; f11'J ~~ 1'1'U1\9lf1'J'J lJ f11'J

tiel lJf 'lJf11'J liJ ~ tI'U lliJ [l '1 f11'J111'1'1W~ 1n'lJ f11'J1911111'U'11~ 1~liel 'U1'If'U~iJ 'J:;:;f1el'lJf11'J II [l:;:;fll'J ~~ 1'1
q <u

" "
1M'1f1~ 1'111lJ 11lJ li el1 'Uf11 'J II f{1 'U11t!! 'M1~ 1'1 '1 11lJ fl 'U f11 'J ~ f11111'1f '1l1 f1'U 'Uel 'lJ I'U\9l'J :;:;tI:;:;n m

iJ'J:;:;mw 20 U ll[l:;:;1~'VI'lJ 11 N[lf11'J 1911111'Uf11'J 'Uel'1'lJ1lJ VII 'Uf1cilJll'J f1 iJ N[l~f111'lJ 1lJ VII 'Uf1cilJ'M~'1
q q

'j) 'I I 'j) 'j/

l'Ul'Jf1 '1 ~1'U ~'1l1 'lJ1lJVI'¥iiJf11'JliJ~tI'UlliJ[l'111'lJ'U'Ii'J'JlJ'¥i~~'U'iJ:;:;ri'1N[lI11''J1t1f'lJ1\!'1~'U 680 % l'U
, I' I 'j/

'Uw:;:;Vi 'lJ111Vl'Vil1iiJf11'JliJ~tI'UlliJ[l'111'lJ'U'Ii'J'JlJ 'iJ:;:;iJ'J1t1f'lJl'VilJ~'UlVltl'1 175 % 1l[l:;:;'J1m11''U'Uel'1
q

I I • ';jJ • I

'lJ111V1'¥iiJf11'J liJ~tI'UlliJ[l'111'lJ'U 'Ii'J'JlJ f\iJ'J1m'¥im~'U~'1 900% 1 'U'Uw:;:;'¥i'J11'1111''U'Uel'11J1lJVI'¥i l1iiJ
<u q

2. 11'lJ'U'Ii'J'JlJ IU 'U'Ul\9lm'JlJ I~'U f11'J~~l'1el'U 11'1\9l1~tIlu'U m1lJmm'Jfll 'Ufll'J

II~'1.u'U 1 'Ul~el'1fll'J'W llVll'11 'U1 [l~m N~\9lff'U ~ 1'l511~ 1 'M1i 'Ml\9lm~ I'M 1i 1l[l:;:;'M1[lf1~ lf1cilJ 1 'M1il 'U<u q

"
3. ll'lJ'U 'Ii'J 'JlJIU 'UmllJl~'UI~fl' I~'U f11'J IU 'U~~1'1.u'U \9lel'U1 'Uf11'J[l~~11 ~~ltlll~

111'1f1~N~\9lN[l~iJiJ'J :;:;ffVlnm'VI ll[l:;:;iJN~\9lm'VI~ '1~~~ l~tIlu 'Uf1uri '1ff'U~111[l:;:;'lJ1f11'J~'J 1~1~1
<u q

QI 'j) 'j) , Q.I?I 'jJ ~ <j} 991
4. 11'lJ'U'Ii'J'JlJl'U'Uf11'J~'J1'1'iJ\9l1t!!t!!lW'J1lJf1'U IlJ'Uf11'J~'J1'1~'1ln~[lellJ I'M

'VIU f1'11'UiJm1lJ ~iYf1~~ 1'Uf11'JVl1'11'Ul~eJl~lJ'VI ~'1 l~lJmllJ~~~~ l'1m 'Jflll [l:;:;m :;:;191'U'VIU fl'11'U "<u q
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~H'l-:J1'W'il1flVi:lJ,:nu ~~tJ 'j~'lJ'lJ lUU'ff~-:Jfl~:lJ (group-based bonus) 'j~'lJ'lJf11'j!ltJ-:J1J'Wrl11'j (profit
,;

19J~ ~~ 9J I Q..I '1 Q.J

sharing) 'j~1J'lJf11'j Vi'ff'Vl1i9ftJ'l-!'WUflVl'Wfl-:J1'W(employee stock option plan) UIl~'j~'lJ'lJ !'lJ'W'ff'IJtJ-:J

0' ,J , I ,I'" 'J} ""
tJ-:Jflm (organization bonus) 9f-:J'il1tJ'il1flfll1:lJ'ffl:lJ1H1 'Wf11'jlJ'jUIl~\91'WVJ'W lVl:lJfJtuf1lVl UIl~

V1il\91f11Vl(Charles W.L. Hill !lIl~ Gareth R. Jones, 1998: 404)

1. 1J'iloUmlltJI'W'lJtJ-:J:lJ'WllcJ l'l1'W fll1:lJ~tJ-:Jf11'j fll1:lJ1J'jl'H1'W1 m1:lJ1J'j~'ff-:Jfl fll1:lJ,

l~:lJI'il ~-:Jl~'W~-:J~~11,rlfl~UH'il-:JI'il
'U . ,;

2. !l'j-:J'il-:JI'il Vi~tJU'j-:JV1J;)f1\91'WVilfl~~'W 'il~m~~'W41m'h Vi~tJl~'Wm\911,rlfl~fll1:lJ
'U ".. ,;

d o..-!! ~ d ;J) Q.I

Vlmm:lJ'Vl'il~m~'Vl1 Vi'jtJU'ff~-:JVlq\91m'j:lJ 'Vl\91tJ'lJ'ff'WtJ-:Jm1:lJ\91tJ-:Jf11'j'W'W"l

3. Vlq~m'j:lJ~U'ff~-:JtJtJfl iJf1'\l~tJ111J~l1hVi:lJ1tJ Vi~tJV1mhlh'IJtN-:J1'W U[l~tJ-:Jflm
,;

1~tJiJm1:lJ~:lJvr'W£I'1-:J~tJ 11Ji'i

1:1I1\J<Jf11 (J1'W 'lJ lJ UJ 1.j 1J 6
(f11uJl1lmrllJ)

f11'j ~ -:JI 'iliJ fll1:lJ ~:lJvr'W£ flU V1Ilfl1'j 1J51i'~-:J1'W rdtJ-:J'ill fltJ-:Jflm ~~ tJ-:Jfl n NIlfll1:lJbh~ 'il.. ,;

'lJtJ-:J-:J1'W~ -:JVtJ:lJ~ tJ-:Jf11'jfl 'W-:J1'WVi1J51i'~-:J1'W tJ V1-:Jl~:lJVi l~ :lJfll1:lJ 'ff1:lJ1Hl I'1-:JU'W~'lJ 1Vi 1'j ~ll~ 'W. ,;

~tJ-:JI ~'j H1Il \91tJ U U'Vl'Wl ~ 'Wl fl ~ tJ -:J~tJ1,1'11'lill I 'Wf11'j 'il-:JI 'ilVlUf1-:j1'W 1 ~ tJ'j H1Il \91tJ 'lJU'Vl'Wi'i tJl 'iltJ VI 'W
u 'U 'U
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Alan Barker f1cil':rJl Competency Models 'lh;;;f1eJ'lJI'i":W f)1'j'jllJ\9l1tl'U'UeJ'lfll1lJ
, ,"

9 9J' 0' 1 '9 9J "" "'''' "" d
{1'lmHl L'U1011'U1911'l"1 'UeJ'leJ'lflm LI01t1'il;;;{1''lvH'lL'YHf1I01Nrl'll'U'VIlO1mf1t1'l'U'UCompetency Models

~HN'U f1'V1~'V'lCJ1m'IJflflrl {1'lmHl1 ~1~'Ulfl~eJ'llJeJ 1 'Uf)1'jfl101l~eJf1'IJflmm l<lllYll'll'U f)1'j l1f1eJ'IJ'jlJ..
Ilrl;;;Vr f1J'U1'V'ltr f1'l1'U f)1'j 'lh;;; dJ'U 'lh ;;;ff'VI~ 1ll'V'l 'UeJ'l'V'ltr f1'l1'U 'j llJ~ 'If)1'jl1'lHN'U eJ'lrlm hi'
'lh;;;{1''IJNmhl~'il11'i' (Alan Barker, 2003)

Rewards and
Re<:ognme>n

Re<:rultnU,"1

Career and
SUCCe1iSIoo

!'Ianning

lratnmg I:nd
Oov.l<>p~nl

d
fll'V'l'VI2.2 Career and Succession Planning

,
'"'VIm : Competency implementation guide, April 2003 .

Smith (1965) f1ci1111 "'l.Jflflrl'il;;;1.JfiU~'ll'U l~eJ~'il;;;{1''UeJ'lfl11lJl9l'eJ'lf)1'j'UeJ'lI91'UleJ'l
j) I I j) '))

Iviltr'U ff 'l'il'l h'¥i{1'11J1Hll91eJ'IJ{1''UeJ'lfl11lJl9l'eJ'lf)1'j ll'i'tr'U {1'llJ1'jtllWf1 ll'i' l'l'lU
'"

1. ~'l'il'l1'il'illf1NrlNi'lI91l1~eJ~'l'il'l1'il~ltJ'Ul~'U Smith l~eJlll~'UltJ'U~'l'il'l1'il~mm'jt)
'" '" '"'jI 'J} 3J 3J

9J '" "l 11]9J 9J '" "l 9J
191eJ'IJ{1''UeJ'l fI11lJl91eJ'lf)1'j 'U'U'V'l'U'IT1'UL 101'UeJf1'illf1'il;;;mlJ1'j t) 191eJ'IJ{1''UeJ'lfl11lJl91eJ'lf)1'j'U'U 'V'l'U'ITl'Ullrl1~ ~

I I I 31 j)

1~'Um'il{1'~l'l{1'lll'V'l ff'l'il'l1 'il'¥i{1''lf111ff 'l 'il'l1 'iloU'UVi'U'IT1'Ull'i' m'il'lflt1rl101f111lJtl'llrl Hrl;;;{1'~1'lfll1lJ
<U 'U 'U <10;)

I 'j/, I 'jJ

~iYf1'¥i~ ll'i' 1~'UI~'Ulh~ml1'il'UeJ~1'll1il'l c11'l'lJl'lfl~ 'If)1'j ll'i'~'IJI~'Ul91eJ'lJH'VI'U~1'U l'U{1' 'l "1 m'illl'i'~'IJ
"'. '"
fI11lJVj'l'V'l eJ1 'il{1''l1911lJ11.J1'i'1t1 Hrl;;;l ~'Ulfl ~eJ'llJeJeJ ~1'll1 ~ 'l~Yll11X Nrl Ni'lI91~eJeJf1lJ1~ ~'U ml'f1 1 'Uf)1'j

'"
1~1~'UI~'Ulh ~t1'il'l1 'il~ ll'i'~'IJf)1'j t1eJlJ~'IJ 1.J'j;;;f)1'j H'jf1 'IJflflrlYll'll'U ~lJfI11lJ ~hflWIVil 1101~eJlJ ll'i'

'" • U
I 3J 'jJ " 31 'jJ

~'IJI~'UI'WlJ<1i'Ul'vhtr 'U Hrl;;;1.J'j;;;f)1'j'¥i{1'eJ'l Nrl Ni'lI91'¥ieJeJf1lJ1lJ1mvil 1101~eJlJ ll'i'~'IJ 1~'U1J1f1<1i'Ul'Yiltr 'U

2. ~ 'l'il'l1 'il~mHll;;; N{1'lJN{1'l'U fieJ ~ 'l 'il'l1 'il~Yll11X 'IJflflrllJl1\1'U f1~ Hrl;;;rhi1 t1lJ~~~eJ'" "'.
1~'UGeJll'i'llltJ'U ~'l'il'l1'il~mJ W;;;N{1'lJNm'U ~~ 1'V'l'jl;;;I~'U ~'l~mm'jt)l91eJ'IJ{1''U eJ'lfll1lJ'" ." ,

I9l'eJ'l f)1 'j Vi'Uj 1'U'UeJ'l ~ 1.Jfi U~ 'll 'Ull'i' ff 'l ~ 'l1 'il~ f1EJW;;;N{1'lJ N{1'1'Ull'i' lltl f)1 'j ll'i' ~ 'IJl1 ~ f11.J'j;;; tl 'U1 'U

1'i'1'Uf)1'j ~ f1EJ1'V'ltll'lJlrl f)1'j eJeJf1'illf1-:.Jl'U f)1'j1.J'j ;;;tl'U :Jf1191f)1'j'VI'V'l'V'lrlfll'V'lf)1'j Ifftl:Jfll91 'illf1eJU~ Il1 191...
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3. ~~'il~1'ill Ul'llU'U1UJfh~~1'il I~U ~~~iJfll1lJ1:'(~U~U~'Uu~1:'(~ 1:'(flll~Ul~'U~l~~ u q

l'lfU Irl'UiJfll',ll~mH'1N~~m'ilI~Ufllnl~ ~lU1U11tJ1t111[l~'U1t1Jf\1~~1'il[l~ 11j'U1:'(fll1~~iJnl'Jl~lJ
I 31 I I

~lU 1U 11tJ1t1Bl'il 'il:;;IVllJ11j'Un~ 11~NnN~~lln:;;'U1t1Jf\1~~1'il1'l1t11l~'U~1~I',I~~ llJ 1:'(fll1:;;l1IVllJ
" ,

mllJ1:'(U1'il~'Um~'il~1'ilflltll u'U'U~uflfl[l1Uf1l'J'Vh~lU'il~I~Ul1~fll',lIVllJN[lN~~lln:;;11tJ1t11'l1t1"
~ q

:JJCl~ oCl :JJ

(Smith, 1965: 242 - 254 m~tl~ lU fllU~ Uf111fn2526:' 81 - 83)

o , 'lI 0

7.1 fll1'll'Yi'llUJ'U~Hfl111i1l1~~Ul
'lJ

o lrJn I ' 0 oj ~ :JJ 1]
lln~Ul'i"llllJ1:'(fl11lJml',l'illUfl1t1fl1fl11Ul ,,".~

2. mllJmm',ltl'U'U~'i"lUmlU

3. ',I~~Ufl11lJ l.ulJ'U'U~11'1JU 1i',I',IlJ'U~rl f)'J~ 'il~ci~11:'(~lJllil ~tIl1111'If)~ fll1lJ

mm',ltl111~fll',l II~~'IlU1U ',I~~U1:'(~1:'(~
~ q

I I jJ 0 3J~ Q..' rid 'j) ~ I.r1 _ 91& ~d d
David Ulrich f1ml11 " NU1'il~',ImN[ln'i"llil1l'Ul~'U~fll',lfl'U'U~l',l lln~',Itl~1lil1~ ~ ~

tlf1~'U~~'il:;;tIl11°.rlf)~Nmh~ 'illv1mJl1UcimllJ~~~U ~t'h~iJmllJ1:'(lJ~n~~'llQ;~i~m~Nnl U 4 1'l1U
QJ 'U 'U q q q

"Q,.I d 25
~~U

:JJ '"
11Ull1
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<j} 'j) 0 <j} 0 GJ <j} c::,. ,

mWll : N'WWlfJ'l'Vll IlHfW} Customer share :mflfll1 Market share
'U 'U

.qQJ at.ct QJ 310

7.4 'l1'IU1UJ't'UfUJl flUNU 1
'lJ

1i]J;' 3 ~~ ~'"ly, dU mJ (Charles W.L. Hill Hn:i:: Gareth R. Jones, 1998: 156)

1. fll':iNfltlU':ilJVn:rml'W Nl'WllhHmlJNfltlmlJ~lJf)(jl'l~fJl~fJ'l
" , .

2. fll':i~~I9l'lViml'W~'l'W1\91'Wltl'l (self-managing team) 9f'llJill'Wl'il'l'Wfll':irl~ Hn:i::

3. fll':i~lVfi1\9ltlUH'Vl'W~B'lNn'll'W (pay for performance) 1~VlU''Wfll1mhflT:Y~

Nn'll'W'Utl'lVilJ'll'W:mflflilNn'll'Wb11'W1.,!flfln Hn:i::l~v'lhU''W B'lf)U~lHVil.J'l'll'W Gobbased)

0' di cl
1. fllnHHN'W~'Vl1ifYHl'\9l':i (Strategic Planning) GJf'llll'Wfl':i:i::Ul'Wfll':i'Utl'lfll1lJ

I 'jJ I I ,

tJ':il':itI'WlVi 'O:i::Yll'll'Wl~VlJl\9ltltJ':i:i::'1Hrl fl 11lJ 191'1'l'ilVi 'iI:i::ltJ~V'WHtJ n'll\9ltltJ':i:i::'1Hrl fll':i\9lfln'l 'l '0Vi
q q

'l 'J} '" "" 'l 'J} .dX '" A I 0',," 'J} A I "" 0 1
'O:i:: 'If'Vl':i'WVlm l'Wtl ViU':i':intl'll\9ltlu':i:i::{1''lfl'Vl\9ltl'lfll':i Hn:i::fll1lJu':il':itl'Wl'Vl'O:i::fllVi'W~'W VU1V

q q

3. fll':ifllUfJlJl~'ltJB1J~fll':i (Operational Control) ~'ll~VloUfJ'lf)Ufll':ifllUfJlJ

m 'Wl:i::tlcJl'l~lJ~tll~ fll':i ~fl'l:lU!:i::'ll'W Hn:i::m:i:: U 1'WflU 'l 'WflU tJ B1J~'ll'W
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H'Wl'Vll~ 1\PHJl1:;;'lJtlfl~11G~l~(J~1I1~'Vh'W tlTVl

Paul M. Dauten, Jr., Homer L. Fammill i~tl~1I1(J':h fl1'J'flTlJfHJ tl1l1~l1l'Juni~ll
q

l1J 'W~ ~'J:;;'lJ 'lJ (System) Hrl:;; m:;; 'lJ1'Wfll'J (Process) h! fll'J 'lJ~ 'Vi1H 1'W fll'J m'lJ fJ:IJ1 'W~ 1'W:;;~ l1J 'W
I 'j/ , I

.dl <==:!;1IQ If]:V o~ ~93JQ CJ9 I T

m:;;'lJl'Wfll'J l1:1J1(Jtl~ m:;;'lJl'Wfll'J'VlY-l'lJ'Jl1l'J ~lPlm:;;'Vll'IJ'Wl'V'ltl~mfllPl'flll:IJ:IJ'W ~111l Y-lrlUl1~'flll:IJ
<u

{hh\9ll:IJ~U'Jl'J tl'WltT'W l1J'Wi Umh~lJ;Y:lJtll9i''WlJ;Y:lJtlUm(JHrl:;;tl(h~~tlld tl~ I'W]1'W :;;~l1Jl-! 'J :;;'lJ'lJ

fll'J'fll'lJ'fl:IJ 11:IJ1(JG~ 'J:;;'lJ 'lJ11U'l~ I'Wfl1'J lJ;Y'WtlU 'W1'Vl1~ I 'Wfl1'J I9l1l'W'W~1'WI ~ J;YtllPl'fl~tl~f1'lJ UY-l'W~
q

f1ll1 'WIPli 111jtl'flll:IJ'V'l (Jl(Jl:IJ~ 11:;;f fl£j l'flll:IJll U'J U 'J1'W'lJtl~l\9ltlU'J:;;J;Y ~f1'1~ tl ~f1l(J1 'W'lJtl'lJ l'IJ\9l~
q <u

. ~
Joseph L. Massie fl~11G~ fl1'Jm'lJfJ:IJ l1J'Wfll1m'J:lJVillPlfll'Ju~1J~~l'W Url:;;9fU'W:;;

l~fll':il1 jtlll 'Wl'Vll~ I 'Wfll'J U~1J~~l'W I ~ 'lJ'J'J i::JG~liJll1 :lJl(J~ i~f1ll1'WlPl i 1~1~11U' 1

Herbert G. Hicks fl~ l1G~ fl1'J 'fl1'lJ fJ:IJ l1J 'Wfll'J llPl 'flllmYllh'IJtl~fl1'J U ~1J~~1'W

11Pl(JI'l'Jll1J;Ytl'lJlPlllU'Wl'Vll~ IIPl l1jtll~fll'J IIPl~ i:Jl1J'WU'J:;; 1(JGlnJ l1jtllJ'flW ~l~tlmlmh~ 11 l1:;;tlfl
<u q <u

f1l ~ IPltl tlfl i U 11j tl U f'lJ U 'J ~ UIli 'IJ l~ tll ~ lfllPlU 'J:;; 1 (JGlnJ~ tl 'flllmYll h ~ I9i'tl~ fl1'J tT 'W Url:;; l1J 'W
q

m:;; 'lJl'W fll'J ~l~ (J1V1''Wf1'lJfll'J m:;; 'l,h5'Wl1J'W fll'J \9l'Jll1J;Ytl'lJlPlUrl fll'J m :;;19i''Wl~tl'Wurl:;;fll'Juf 'lJ~ l'
<u q . ~

I ~l1J'W i U~ 1:IJUY-l'Wfll'J U ~1J~~ 1'W 11Pl(Jtl111lJfll'J 'fl11Plfl1'J WG ~'fl ll:IJ N'WY-ll'WVitl1l1lfllPl ~'WU~ll1l

:1111] Q..f ~ I d Q.J d:t Q.J Q ~ '31 cllf] 91
11'W'Vll~Ufl ~'IJ'flll:IJ Y-l'WY-ll'W'W'Wfltl'W 'Vl11:;;lfllPl'IJ'W11'Jtll1 rl~ l1lfllfllPl'IJ'WUrllfl ~1Pl

William F. Glueck fl~11G~ fll'J'fll'lJ'fl:IJ l1J'Wl1fl£j:;;fl1'J'lJ~111Hl'W ~'V'l(Jl(Jl:IJl~
q

~l(Jill1~(J~,(l1IlqJ 3 U'J:;;fll'J fitl flnf1ll1'Wmflwcn:lJ1\9l'J~1'W1'Wfll'JU~1J~~1'W fll'JV1'1'JJ'W11~flnllPl

'" '1 'JJ '" 'JJ 'JJ '1 0 Q '" _ I 0' _ 1 '" _ I 'JJIIJ 'JJ
l'V'ltlll1'Vl'Jl'lJtl~'flll:IJfl1111'W1 ~'Wfl1'JlPlll'W'W~1'W\9ll:IJ1\9ltllJ'J:;;J;Y~'fl Url:;;fll'JlJ'J'lJlJHUfl ~'IJ'lJtl

q q

'lJfl'V'l'jtl~'lJtl~mlmh~l1~lJU'Jlfl!] (U'J:;;'ll:IJ 'JtlIPlU'J:;;W~~ 2535: 326 - 329)
~ :::1 Q.J do Q.J

fl1'J 'fl1'lJ fJ:IJfl rl ~'Vlli (Strategy Control) llJ 'Wfl1 'J 'fl1'lJ fJ:IJ'Vll~fl1'J1l IPlfl1'J 'Vl:IJrl fl£j W:;;

~ lfl'£j ~ I ~ 'flllmhfl' U1f1'lJfll'J ~ IPl\9ll:IJ ~'J 1 11J;Ytl'lJ Url:;;U 'J:;;l:lJ'Wm:;; 'lJl'W fl1 'JI9l1l'W'W~1'Wl ~~ fl rl (J'Vl£u q

'IJtl~tl~flm llm:lJ1'J tl 'lJ'J 'J rll\9l tlU 'J:;;J;Y~f1'~ I9i'tl~fl1'J 11j tl i:J fll'J I9llli1 'Wfl nlJ U'J :;;iy'Vl~ fI1'V'll~ (J~I IPl
q q

'JJ _I'" _I 'IIJ '" '1 'JJ '" Q 0' 0' _I 0 oj
Hrl:;;'fll'J \9ltl~lJ 'J'lJlJ Htl(JN ~'J l'V'l tl ~11m:;;'lJ 1'Wfll'J 11IPlfll'J l'l5~flrl (J'Vlli'IJtl~tl~ 'flm lJ 'J:;;J;Y'lJ'flll:IJml 'J1l

q q

Q.J Q.I if Q.) d Q

(W~~'V'l'Wli l'IJl1'J'W'W'Vl'WUrl:;; l1'W\9l'Wl '4qJmfl1'J 2545: 208)

8.1 fll-a1.J-a:;;!il'WfHU;l t'I'fl11.JflllflWilllAl••

~'W~'W1 '4qJmfl1'J Url:;; w~~V1''W£ l'IJl1'J'I1'W'VllJfl~1dllflnu'J:;;l:lJ'W (Evaluation)
& d& Q do if 0 Q '~I .d. d

l1:1J1CJT,Nm:;;'lJl'W fll'J'Vlfl'n£J11lml:;;11 flll1 'WlPllflWCVlll~UY-l'W Ut'!:;;l'lll'W 'Wfl1'Jtl(Jl~llJ'W 'J :;;UU l'V'ltl'Vl
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'iJ~I9l~ i1'Wfl Wf11l'1l flW 1:nJ'U~ '\11 e:JflW~1'lJ e:J'l~ 'l~l )1!;l'W 1 'iJ 'iJ~ l~ 'W11fll) ~ ~tJ) ~dJ'W 'iJ~!;ll:lJlH)
q q q 'U

,I Q' 0 Q ~I lL I d 9J '" 11] , 9J, I Q 9J 0 0' ••
lJ)~llJ'W11 fll)~ll'W'W 'l1'WllJ'W IlJ\9l1lJ'Vl\9le:J'lfll)'\1) e:JIlJ NlJ)~llJ'W 'iJ~\9le:J'lfllYi hi"Hf1W CVl(Cntenon)

'U

U1:'l~ :lJl\9l) ~ 1'W (Standard) ~ l'I1:lJl~!;llJ 1~!'J~ lf1W ~ '\1:lJl!'JG 'l ~ 'l ~ l) lf1 1 '\1'W~ ~'Wl~ e:J1 0I519l~ i1'W

flW f1ll'1l 'lJe:J'lN1:'l~l'Il£ ~'l'lJ1rJ'Vl General Electric (GE) Hi'f11'\1 'W~u 'W1'Vll'lfll)f11'\1 'W~:lJl\9l) ~1'W

"
bll'\11'lJf1l)\9l)1'iJ!;le:J'lJ U1:'l~tJ)~liJ'Wf1l)flll'W'W'll'W'lJe:J'le:J'lrlm 8 ~1'W 1'l'l~e:JltJiJ

f1l) Vllf11 I)(Profitability) '\1:lJl!'JG'l :lJl\9l) ~1'W~f11'\1'W ~)~I'l'lJ'lJe:J'l N1:'lf111)~~)fl'iJ

~e:J'lf1l) 1 'WU~1:'l~'lf1'lnm

1911U'\1.w'l1'W\9lm~ (Market Position) '\1:lJl!'JG'l dl'WUlI'l U1:'l~1911u'\1.w'l1'W\9lm~'lJe:J'l

.<::::'I Q..I d ~ ~ d "4 d9J
N1:'l\9lflWCVl'\1)e:J'lJ) f1l) 'Vl1i)f1'iJ'Vl\9le:J'lf1l)

q

Ni1\9lf1ll'1l (Productivity) l~'W:lJl\9l) ~ 1'Wl~!'J1f1'lJ tJ)~i1'Vl1j f1ll'1l U1:'l~tJ )~i1'Vl1j N1:'l1 'W.

fll)Ni1\9l '\11e:Jfll)flll'W'W'l1'W'lJe:J'l1i)fl'iJ l'lf'W e)\9l)lfll)Ni1\9l fll1lJ~'ll'lle:J1'il'lJe:J'l1:'lmll '\11e:Jfll1lJ
q 'U

'j) 0 9J Q Q.I d Q.I Q.I 9J Q Q.J c{d

f;j'Wl~ 1'WN1:'l\9lflW CVl(Product Leader) l'IlWJ'Wlfll) U1:'l~'Wl\9lm) lJ~ 1'WN1:'l\9lflW CVllJ

dl'W bllrlW~mnllJblll~ 'iJ'lJe:J'l1i)fl'iJ1 'W)~!'J~ !'Jll l~!'J1i)fl'iJ~l~'W ~t.'h1 'W~l'Wl'Jil~~w ~ ~1Jl e:Jfll!;l
u q q 'U

f1l ) 'Wi'll 'W1 \! fl1:'ll f1) (Personnel Development) ft f1!'Jflll'll U 1:'l~ fll1lJ ~ lJ l'Vl'lJe:J'l

Q.I d 0 Q.J I 0 cl Q.I if ,J '31 0

'Vl) l'Il!'Jl m 'lJ fl fl 1:'l lJ fll1lJ !;llfl W \9le:Jfll1lJ !;lll) 'iJU1:'l~ l'IlI'll'Wlfll) 'lJe:J'l e:J'lfl m G}i'lfll) \9le:J'l fll '\1'W~
q U

Q.I ~ 9J r;J Q.J Q.I Q.d d 'jJ

m\9l)lIl'Wf1l)l'IlWJ'Wl'lJflmm'Vl'l~l'Wmlm 'Vlf1'hl~mllJ!;ll:lJl)t1 U1:'l~'Vlft'Wfl\9l'Vle:J'lflm\9le:J'lf1l)
~ q 'U . "

Vlft'Wfl~'lJ e:J'll'll'l1f1'l1'W (Employee Attitude) Vi11~ e:Je:J'lrl m l~ 'W11 'iJ11!'J1I'l~fll1lJ

ocl ~'J} Q '3J.:=::::" 9J 0 Q,/Q./ Q

ml) 'iJ'\1"j e:J1:'llJl'I11:'l1'lJe:J'l1i) f1'iJ 1'J'lJ) '\11) 'iJ~ \9le:J'lfll '\1'W~ U'Wl'Vll'l U1:'l~:lJl\9l) 111'Wfll) l~ 'Vlft'Wfl \9l'lJe:J'l
q 'U ~

!;lm;f1 1 'We:J'lrlm l~e:J~'iJ~flll'W'W fll) 'Wi'll'WlU1:'l~tJ1'lJtJ) 'l 1~ 'lJflfl1:'l1JVlft'Wfl~~~~e:J\9l'Wle:J'lU1:'l~1i)fl'iJ
q q q

CV Q " Q Q.J 'd

fl 1 llJ) 'lJ I'J~ 'l5e:J'lJ\9le:J!;l1'W) 1lJ (Public Responsibility) ~) f1'ilU1:'l~!;l 'l fllJ \9l1'llJ fll1lJ .
. " .

fflJ'W'W£Vilfle:J'\1'W'Wf1'W clf'l1i) fl'iJ~e:J'lf11'\1 'W~flll'll~f1'hl ru'lJ e:J'l1i) fl'iJ1 'WmllJ~nf1'lJe:J'lff 'lfllJ '\11 m ~\i1'lJ
q q q 'U

f1l) !'Je:JlJ1'lJ'lJe:J'lff 'lfllJVi11~e:Jf1l)flll'w'W 'l1'W'lJe:J'l1i) fl 'iJ
q

"
!;llJl'Jm~'\111'lliJl'\1m!'J)~!'J~ff'WU1:'l~)~!'J~!'Jl1 (Balance Between Short-range and

'J,I 'J,I. 1

Long-range Goals) 1'W'Vll'ltJ a1J~liJ 1'\1 lJl!'JVI 'l!;le:J'l "j ~ 1'l'lJ'iJ~ 11fll1lJ 'll~U~ 'l f1'W \i1'l 'l1'W e:J'l rl m Vi

" .
l.u'lJ U~ 'lU 1:'l~ 11ftf1 !'Jflll'll ~ e:J'lmlJ 1) t11 f1'hll!;llJ ~ 1:'l'lJe:J'l fll1lJ ~ e:J'lfll) VI'l!;le:J'l'j ~ \i1'lJ1 'Wff~ dl'W Vi

q
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ddc!~1 ~ C,\ Q.I d 31
fll~ \9n 111rrtlUfH'l (J'VI'fi'VI:IJu~ ~ rr'VI'fif11'W Un~ rrl:lJl~ ti1~ Nn'VI rr~ 'VItl'W fIl'Wf1U

q

", .
~ ll'U'W ~ 1'Wtl ~l~i~ lll'W ll~ I9i'tl~ I ~Yf ~11~ f1fll~ ~ ti f119i'tl~ Un~ fll~ ~lru'W ~1'W~ l.u llll rr fIl'W fll~ ru

'lJ

"
lln~l\i\lJ'W 'fi~~:IJ'Utl~tl~fl'f1~ i~(JU~ Wlf11~1TIf11~ l~ NnYf~rrtl~l.ulrll1(Jfl'W

'lJ

f1UU~~l:lJ'W Nnfll~U 511~~1'W 'Utl~tl~fl'm\911:IJl 'VIf1Uf1 Un~lf1~tl~}jtl'Utl~ Balanced

""" "" , I '" 'I 'JI 'JI '" '" lit 'JI ,Scorecard (BSC) 'W ll~:lJf1l~u~~l:IJ'W!'W 4 ~1'W ~1(Jf1'W tl'W !~Uf1

..• 1 ~ 'j) ~
1. f1l~u~~l:IJ'WNn ~l'Wf1l~l~'W (Financial Perspective)

_ I '" 'JI 'JI
2. f1l~U~~l:IJ'WNn ~1'W~f1f11 (Customer Perspective)

3. f1l~U~~l:lJ'WNn rIll'Wm~U1'Wf1l~f\l(JI'W (Internal Process Perspective)

..•. 1 Q ')J d 'jJ Q.I

4. f1l~u~~l:IJ'WNn ~l'Wf1l~l~(J'WtUn~f1l~'W\i\lJ'Wl (Learning and Growth

Perspective)
Q.I Q.I r:I OJ r:I Q

(W~~'W'W'fi l'Ull':i'W'W'VI'WUn~ ll'W\91'Wl\!'qjmf1l~ 2545: 213 - 215)

f1l~ U ~~l:lJ'WNn I 'WU~n~rIl 1'Wll~lJl\91tiU~~rr ~fl'~~ l~fl'W
q

- l\91tiU ~;:;rr ~fl'~ -ffl flru I 'Wfll~ U~ ~ l:lJ'WNn rIl1'Wf1l~ l~'W '1rIlun fll~ n ~ n ~
q u

'Utl~I9i''Wl'J'W 11j tlf1l~ l~:IJ~'W 'Utl~ ~1(J'1r1lrIl1(J1TIf1l~~1~ 'll~'W 19i''W

- l\91ti U ~ ~ rr ~fl'~ -fflfl rul 'Wf1l~ U ~ ~ l:lJ'WVinrIl1'Wn f1fi'l '1rIlun ri1'W u U~fll ~
q u 'lJ

'j/ 0 .<::::.-.. 9J dt::!

\91m~ ~ l~:IJ~'W fll'J 'f mJln f1fi'll~:IJ'U tl~ tl~fl'm fll~ Urr1~111n f1fi'11 mj fll~ 'WIIrr'Wtl rr'Wf1l'VI:IJ
'lJ 'lJ

f1Wf\l'W f1l~U~f1l~~~l~l~l 11jtl~mff(J~'Utl~flllf1l~~~ l~'WI9i''W
q

- l\91ti U ~~ rr ~fl'~ -fflflrul 'Wf1l~ U 'J~ l:lJ'WNnrlll'W m~u 1'Wf1l~ f\l(JI 'W '1r1lun
q u

o Q d d d Q de! Q.I ,% Q.I d d
f1l~ml'W 'W~1'W 'VI~l~l~l'U'W m ~U 1'Wfll~ Nn\91'V1:IJ'flWfIl'W m~ U 1'Wf1lH~'lftl 1l~111'VI~1~ l~1,

\91~~nm 11jtlm~U1'Wf1l~U~11l~~lJU~~il'VITIf\l'W l~'WI9i''W

- l\91t,u~ ~ rr ~fl'~ -fflfl rul 'Wf1l~ U ~ ~ l:lJ'WNn rIll'Wfll~ 11(J'WrUn~f1l~vr\i\lJ 'W1
q u 'lJ

'1r1lun f1l~vr\i\lJ'W1YfmJ~'Utl~'WtJf1~1'W f1l'J'fmn'WtJ f1~l'W~lJ'flWf\l'W l\i\lJ'W'fi~~:lJtl~fl'm~lll~ itlf1lrr
q

"f1l~U~~l:lJ'WNnrlll'W~l~ '1 .ul~I9i''W tl~l~lJu'J~il'VITIf\l'Wi111~l9ltl~mft(J~'lfi1l~Nn

f11 ~ U 5 11~ ~ 1'W (Performance Indicators : PI) 11j tl ~ U (J:IJl~ (Jf1 fl 'W11 KPI (Key Performance

Indicators)

1. f\l (J119i'l\91ti U ~ ~ rr ~fl'1 'Wf1l~ l~:IJ ~ 'W'Utl ~~ 1(J'1rIl 'Utl ~f1l ~ U ~ ~ l:lJ'WNn rIl1'Wf1l ~ l~ 'W
q

'J) , 1 I 'JJ. I

~'lfmfl~~UmJI~fl'W '1r1lun ~l(J'1r1l~lVi:IJ~'W l}jtll~(JUflU1J~~l'W:IJll~'WI9i''W

2. f\l(Jll9i'l\91tiU ';j~rr ~fl'1 'Wf1l~ 'fmnnf1fi'llnl 'Utl~f1l~U ~~l:lJ'WNnrll 1'Wnf1fi'l ~'lfi1
q 'lJ 'lJ

'J} , 'JJ I

~H~Y1U(J:lJI~fl'W '1r1lun ~1'W1'Wnf1fi'lYf~11:IJ~ 11jtl~1'W1'Wnf1fi'1~111(J'1U l~'WI9i''W
'lJ 'lJ
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" ,
m~'U1'Wfll'JfllV1'W l'l'lfii;1~'ViuvlJ1~tl'W 1~Hn

Q r;J ~, ~l 3J
'Utl\l1:'1''Wfil'VlN1'Wfll'J\91'J1'ilflU!fll'VlllJ'W\91'W.
11V'Wrml~fll'J~\PJ1'W11'l'lfii;1~~UVlJ1~tl'W 1~Hn ~1'W1'W'lt1lm1'Wfll'Jtl'U'JlJ I9itlfl'Wl9itlU Vi1tl

<u

Q.I Q.I .d ~ ~ cl '3J
'J~~'Um1lJmm'JfI'Utl\l'Vl'Wf)\l1'W 'Vll'VllJ'U'WlU'W\91'W

" "fll'j'll'j~liJ'Wf'nnl\1 4 ~1'W \911lJH'W1~~II~~1~fll'j'Utl\l BSC ii 'il~~tl\l1Jfl11lJ

d. 1 91 w 1 r;J Cl.I .Q Q.I OJ r! d rI ~l rI 3J
l'lftllJ V\l1:'1'tl~fl~tl\lfl'W H~~Nfl V\ll'U1fl'U 11:'1'V'Vlfl''WH~~ fl~V'Vl1i 'Utl\ltl\lflmllJ'Wfl''WVflm\l ~lVfll'j<u • <u
...I.Q ~I Q Q./Q .:/ ~ ~ I Q.:2 0 d Q r;J dt ~
lJ'j~ llJ'WN~fll'jlJ ~U\91\l1'W'Utl\l tl\lflm Vi'jtl fll'j lJ'j ~llJ'WfNm1lJml ':i'il'Utl\lfl 'ilfll'j ~lVlm tl\llJtl'U tl\l

d~ d Q r;J '1J ~ Q do Cl.J ,

BSC 'W'il\1111'Wfll'j 'UV1V lJlJlJtl\l 'Utl \Ifll 'j 'll 'j ~llJ 'WN~ 1Vifl11 \I'U11\lfl 'j tl 'Uf1~lJtl \Ifll 'j fl 'il'Vl1:'1'1f1UJ\91tl
•• u

, " ,
f111mh~ 'il'Utl\ltl\lrlfl'J lJ1fltJ\I~'WB'W1~'Wfll'j 1:'1'tl~f1~tl\l tl'U1:'1'f11'Vl'ViH~ \I.u'Wtl'Wtl~l\1 'j 'WH'J\I'Utl\l1i 'jf) 'il..

1:'1'tl1 U'WI~ lJ N~ N~ \911111\I 'If1~ , Benchmarking I~ 'WIfI ~ tl \I :i'1tl Vici \I f11V 1~
, , "

V'Vl1ifl'11:'1'\91{~1'WflU lVllJftfl Vf11'Vlll~ \I.u'W'Utl\l'll 'j ~l 'Vlfl' 9f\lGlh v'll f 'U'll 'j \Itl\l rl fl 'j H~~1:'1'rl\11fl1tl~l V'll\l..
tl\lrlfl'J fllflf 51 H~~ltlfl'lf'W fll'j vl1 Benchmarking mm'j m~lJftflVfll'Vlfll'J 11~\I.u'W1~tl'Utl\lrlfl'J

~lVfll'j l'll'1V'Ul'ViV'UN~\91tlU!~'U~fll'j Vi1tll~'ll5U~\l1'W tl'Utl\lrlmrl'W l~tl11n~1~'ll5u~~I~'Wl~fl'

(Best Practice) ll~~th 1'll'llf 'U'll'j ~Vfl1911~1 ~lVi m~ 1:'1'lJtl'Utl\lrlm'Utl\l\91'W.
d. "'l d/?I 91 _I"" d 91

1m tl \llJ tl Benchmarking 'il\lllJ 'Wfll 'j fI 'WVi1 H~ ~H~ flllJ ~ V'Wl'j V'Wt Best Practice

'il1fltl\lrlm rl'Wfllv1~fl~fll~I~'W mml 1~v1Jm1lJ~~~\91'J ~Viufl1 'Wm1lJ'il~ \I~11 tl\lrlml'j1 1:iJ1~

In\l 1'll'Vl fll~tl\l V\l1Jtl\l rlfl'J ~1Jm1lJ 1:'1'llJ1'j tlmflfl111 'j 11'W'U1\11~tl\l fll'j ~flEJ1'il1fl'll'j ~1:'1''Ufll'jW\91'j\I.
91d. 91 0 _ I "'9 919 91 W " I W Q 9 91

'Utl\lNtl'W H~l'W1mlJ'J~Vfl\91I'lf lVilVim~1:'1'lJfl'Ul'j1 'il~'lf1VlJ'j~ViV~llmll~~fll'j~tl\lN~~tl\ltlfllVi<u. <u

UtlV~\I U'Ul~'Wl~'W'Vl1\1~~1'Wfll'j'llf'U'll~\ltl\lrlfl'J1~~~'W ~\I Benchmarking 1~'Wlfl~tl\l:i'1tl~1~f'U

m1lJ 1:'1''W1'illm~UVlJ 1~tl'Wtl~l\1fll1\1'U11\11'W'j~I'l'Umfl~ Idtl\l 'il1fl ~h'Wfll'JVI 1:'1''ilU111~N~ 'il~\I<u

1\91Q'll'j~1:'1'\lrl'Vll\lfll'j ~~vl1 Benchmarking l~tl1 11'tl\lrlfl'J 'Vl'j1'U~\lftflVfll'Vl Vi1tl .
1~f111lJ1:'1'1m'jtl1 'Wfll'j'U~Vi 1'j ~~ fll'j~ II Vi' 'il~\I tl\lrlfl'J1:'1'1m'jml~fll'll~v'W Best Practice 'Utl\l

m~'U1'W fll'j 19i1\I 'l tl'U tl\lrlmi'W U 1rl'W 'l l~tlU 1m'll'j ~~flI911'Wfll'j 'llf'U 1~tl'Utl\lrlfl'J'Utl\l\91'Wltl\l

l~tll~'W fll'j l~lJftflVfll'Vl1 'Wfll'j H~\I.u'W111'tl'Utl\lrlfl'J 27

jJ

8.2 ~l'Um'jf)1'UflllflWfll'Yt
q q
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tJ '1fl lh:;-; f1tJ1J ril'W t1 i1'1'UtJ '1f111 ~ 1 J{I1J~ (J1Jl t1 i!tJ~ II~ 'J'll 'W f111 1 t1'I~ 'W~ (JtJ~ f 1J1 'Wm\91 1 ~ 1'WJ{ 1'W

f1tu f11l'1l1:;-;il1J 1 n f1 1:1:;-;~ tJ '11 J{ f 1JJJ 1:;-;f11 fYtJ (J1J \911 ISO 9000 1:11 f1tJ '1fl f11 n 1t1 'W\91~ 1 \911 '\j 1'W1 n f1. ~
.d "" , I(International Organization for Standardization) 'Vll~ tJ'J Geneva u 1:;-;1'VlfYSwitzerland ~ 1 \911 ~ 1 'W

d ~ d Q.I Q.I OJ 3J Q.I ~ 3J ~ rI rI d l1J91

ISO 'W 1:1:;-;t) tl!U'W \9111JJ1:;-;'Vl1J1 mh:;-;f1'W \911'Wf1tuf11l'1lf11J{l''Wf1111n:;-;1J1f111'UtJ'J tJ'Jf1 m tJ'J f1m 'Vl1:l:;-;!\91.
f 1J ISO 9000 1:1:;-;~tJ '1~ \P1J'W111n:;-;JJ f 1JJJ 1 '1m:;-;1J 1'Wf11 1 ~ 11lJ 'Wf111 ~ 1'1 "1 l~ tJ 1 t1'lfl \91f1tu f1ll'1l \911~'..

9J I ",I.Q. 9J d. 9J
m\911 '\j 1'W ISO II n:;-;1:1:;-;\91tJ'JN1'W f111 \911 11:1{l'tJ1J lln:;-; u 1:;-;l~ 'W1:11f1N\911 11:1{l'tJ 1J1:11f1f11(J'WtJf1tJf1WW~ ~

"lfJ 1l1J 9J '.Jl I c! .Q. Q.I d .Q. I 9J 9 d Q.I

ISO 9000 !~ !\911'W'Wll\91ll'll(J'Jf1tuf11l'1l'UtJ'JNn\91f1tuCVllln:;-;1J1f111 1l\911'W'W!'Wf11l'1l11~'UtJ'JtJ'Jf1m'Vl'J.
"1:;-;1J1JVI'JJ{1'W1m 'J{l'~ 1'1 m1~f1J N\91'l$tJ1J m :;-;1J1'Wf111 lln:;-;Vlfl'll(J1m Vi1:I:;-;iJH'[~1 'Wf1111J1t111

fll'HI11JfJ~fJtlUlll'11VUJ';j1~ (Total Quality Management) f111~11lJ'Wf111\911~
, , "

11'W1m1~A\91'U tJ'Jf111 m1J f1~f1tuf11l'1l1\91(J'j 1~ 1~'Wf111~11lJ'W f1l1Vi lU 'Wf1l1f111Jf1~f1tuf11l'1l Vl1V1'J
q q q q

tJ'Jflm l~tJ 1 t1'l'Ill1fN1'W 'Vlm:;-;il1Jlfl\91m1~ Nf1~'Wlln:;-; Nf1iJ\91 1l(;l:;-;lfl\91f111~\P1J'W1JJf1JJJ1 'Jm :;-;1J1'W
q qj 'U q

o 9 ~ I ~ I d! dt 9 9J 9J
f1l1 'Vl1'J1'W!'W'VJf1 "1 1\91tJ 'WtJ(J1 '1{l'ml {l'~ tJll n:;-;\91tl!'WtJ'J Il'lltJ!t1 mm 1t) \91tJ1J{l''WtJ'Jf1 11~\91 tJ'Jf111 'UtJ'J

nf11l1 lJ{ mh'J {l'~1J 1W iJ1TI f111 t1 (;11(J1TI ~'JtJ'JflmtJ11:1111m 1 ~l~ 'WII'W1'Vl1'Jl~tJf111 ~\P1J'W1ri~ ~ ~

11'W1f1 1-1~ A\91'UtJ'Jf111 f111J f1~ f1tu f11l'1l1 \91(J1 1~ II~lTI ~ 1 J{ f 1Jf111 (JtJ~ f 1Jfl 'WtJ~l'Jf1i 1'1 'U11'1 ;itJ..
, ,"

1l'W1vm~fJtuf11l'1l'UtJ'Jl\91~:iJ'J (Demming's path to quality) Cjf'JW'WtJt1~f1f111'¥1'W~1'Wi1 iJi1jt11J{1'W

"fJ tu f11l'1ltJ 11:1iJ {l'11t1 ~ 1:11f1tJ '1fl JJ 1 :;-;f1tJ 1J'UtJ '1f11 :;-;1J1 'Wf111 Nil \9111n :;-;JJ B 1J~ f111 VI'11:11f1l'1l11f1'11'WIIn :;-;,

t11tJ lf1~ tJ'J;ij'f1'j t11tJmm\91tJ11:11fl\911:11f1il11:;-;1J1JltJ'J tl1iJ'illt111fl\911:11f1l'1l11f1'J1'W~m1 ;ij'\911t1'iJf111
• u

~f1Id 1tJ1J 1 ~ 1 t1 ~ t11 tJ;ij'\911JJ~ (J'Wf1'WII Vl'W tl11fl\911:11f1lf1 ~tJ 'J;ij'f1'j ~ f111 iJ f111 JJ f 1Jll~ '1t11tJ IJJ ~ (J'W

lf1~tJ'J;ij'f1'j 1 t1 ~ ll~ tl1iJ i1jt111fl\911:11f1\9l11:;-;1J1J~ 1~f111 1(J'Wf111~ N\91l'1l(;11\911t1'l'Ill1 f1'J1'Wl~ tJ1 t1'lfl\91
~ d 9J 0 ~

f111mf1~ (J\91~'W1l~f111 V11f111l1m l:;-;t111n:;-;JJf1J IIfl1 :;-;1J1Jfl'W1 t1 ~ 'UtJll 'W:;-;'W1'UtJ'Jl\91~~'Jmm1 t)

"{1"jJJ1J{1~'W 14 1110UtJ il'JtJ• ,
.utlH'U:;-;U114 .utl'UtI'i!V1~iJ'i (Demming's 14 points to quality)

1. {l'~1'J1:I\911J'Jt1'JJl(J'UtJ'JtJ'Jflm 1t1'~'J~f1l1{l'~1'J'W 1\91m1~ lln:;-;;ij'\91{1"j1'Vlfl'll(J1f1'j...
l'¥1tJf111 l;ij'mln:;-; ~\P1J'W1 l~tJf111 ~f1Id1 l~ tJf11 1 U11 'Jf f1Id11f1~tJ'J;ij' f1'j tJJJ mw II n:;-;l~ tJm:;-; 1J1'W..

3. 1~{l'i) ~ l~ tJ f111 f111J fJ~ f11:;-;1J1'Wf111 Nil \9111n:;-;JJ B1J~f111 II 'Vl'W~ f111 1~\9l11n 'U

'J1JJJ1 :;-;~ltu 'Vl1'Jf1111~'WtJ~1'Jl~(J1
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, ~
4. 1~1:1'G~l'VhJf111fl1'IJfnJf111 ll~cJftJ 1 ~ tJ~~ 'l1~flf111 ~ ~'U1tJl! tltJ':i1tJ

• 'U

5. 1~1~f111'\1l1~1:1'G~I~tJ\'i\m1i1qj'l1l

6. 1l~ lM~flll NfltJ'lJnJ 1 'W~1'W (on-the-job) II 'IJ'IJ 1:1'1JtJlmn~ml! 'WflllftflEll

l~tJfll':i'vr\P)J'W111rl:;:;1H''lJib ~\9I'WltJ~•

_I QJ _I ' , "j :ll •. d
f)l'hJl'lJ'Ul~6[JN\ll611H)'1 (continuous improvement) llJ 'Wf111:lJ'VW1tJl:lJ'U tJ'I'El'l f1m '\Il

••• li] ')J _ I'" 9 c, li] ')J I c,,,, 9 ' d1 0 ')J d. 9 ')J_ I'" _I
'il:;:;1flEllfl11:lJ 1~llJltJ'IJ l'Wl'lf~fJ'illfl1'\A1n l~tJ:lJtJ'I'l1lTlif111 1'l1:lJ "1 C]$~'il:;:;'W11'U1:lJll'\AItJl'lflJl'IJlJ~~

, ~ ,

~ rl fll 1 tl B11~ fll 1 ViI~ 'WtJ ~1 'Wlh ~ 11'W111'~ ~ 'WI tll1 tJ tJ "1 1'Wf111:lJ '\AItJ1tJ1:lJ~ ~fl ci 11 ~ f111:lJ ~ 11~ 'W

'JJ 0 I. Q.J ..:::::-.. 3J Q ,f d d Q,I

\9ItJ~'\Illfl1'IJ~fl'IJI'\llfl'Wfi "benchmarking" WW1'Wl'\llfl'Wfi benchmarking 'WtJ~f1m'il:;:;ltlltJ'IJ\9I11tJ~

lml1'W~1~ "1 f1'IJtJ'Iflm~~tll:;:;-ff'\ll1jfl1'\A1~~1:1'~1'WtJ\9Im'l1ml:lJl~tJ1tl'W 'l11tJl'WtJ\9Im'l1ml:lJ~'W "1...
llrl:;:;1~l~ 'WII'W1'\1l1'11 'Wfl11 tl f'IJ tl ~ ~fll:;:; 'IJ1'Wfl11 ~ ~ \9111rl:;:;tl B11~ fl11 'UtJ ~\9I'WItJ ~ tJ V1 ~ I 1 n~'l11fl~

9 _ I c, •.•c, d1 d. 0 li] ')J'" ,oj c, 9 ')J d. 0 li] ')J
1'W'IJ1~ lJ U 'IJ\9Iflll C]$~f1'WtJ'Wm:lJlHl '\Ill 1~~fl11 flm 'il'\AI'il11 'ill1 I'l1f1'WtJ'W'\Il1ll '\Il'W l~ (outsourcing)

~ ,

'WtJfl 'il1fllJ flll tl f'IJ tll 'I tJ V1~~tJ l'WtJ ~'il:;:;lfl~ ~[j I ~ EJ~~fl11:lJ ~11~ 'W191tJ~ 1~ll 'W1fl~ 'UtJ~fl ci:lJf11'IJfI:lJ...
'UtJ'I'\AIirfl'll'Wl'Wl:;:;~'IJ~l~ 'l1~tJ~1Itlfl~:lJ[j:;:;I:Ulfl'Wtll:;:;:lJl'ill 10 f1'W ~~'il:;:;tll:;:;'ll:lJtl'Wl~'Wtlld1'

l~ tJf1fl tl'W 1'Wi1qj 'l11fll 1 tl B11~flll ~ 1~ "1 II [j:;:;II 'W1'\1ll~ ~ 11':f'W'i 1:lJ tl 'W111'111 ~ ll'W 'Wflll l~ tJfln

tl f'IJ tl 1 'Ill III 'UII 'W1fl ~ 'UtJ ~fl ci:lJf11'IJ f1:lJ1'1'ill fl1'\A1 l~ tJfl1 1 tl f'IJ tl 1 'I tJ V 1'1~ 'Elld tJ ~i1tJ:lJ1 ~tl 'W:lJ1fll 'W
q q q q q
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f1t)!f1W"Yl!!n~t1'lJlJ\9l~l'U!fll '1l'lnlt1'lJtI

(li'Ui'tI tllJ~'U1'l12545: 81 - 82)
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fll'j~6U-r'lJ'j~'lJ'lJ (reengineering) fll)1.J·hJ1J~~fJWfll'V'l\9l1lJ1TI~!b'1"utlll'1!'J!l'IlJri~
" 'J)

ti~ tl1TIf11)1.J~1J1.J)~tl ~1~~tl! i'1 tl ~\9l1lJ1TI'lJtl~ illlJ 'U !~ 'Uf11)1.J~1J1.J)~!!LJLJ~tll'J!tJ 'U~tl tI' 1.J~ n~'lJ'U
q u q q

'J) ,

~n~\9ltl'U !!~fll)~tl1.J~1J)~1JLJ cJf~1J1!b'1''Utlll'1t1Michael Hammer !~'Uf1u1.JfLJ1.J)~flWfll'V'l!!1JLJ
q q

'J) 'J) ,

11~)~LJLJl'Uflf ~!~tll !!eJlJ!lJtl{ (Hammer) !t1''Utl11fll) 'il~iJf1n1.Jf1J1.J)~~!~W ...jn'il~~tl~tltlf11J1'il1f1
q

'J)

!!n~'l-11fll) fll'lImJl1n~lJ1J !!n~l'lf1m ~LJ1'Ufll)
q

1'111lJt1'11J1)tl l'U fll)!! 'li~'lJ'U'utl ~1J~Edl'l ~1~ '1 l'U 1J'U ~ D'U '~vf~'V'l1! l'l I'll 'U1n~ 11'1tI'

m'V'll~ IT !~m)'U~1J!!)f1 !'V'l)1~iJm1lJ!;tl11 fll)iJ!l'lfll'U lnmmJ '1 l~l'Utl~rlm 'il~!~'Ufll)!~lJ

~I'Im1lJ t1'11J1)tlI'Ufll)!! 'li~'lJ'Ul~!t1 i'1 tl~!! 'li~'lJ'U'~~1t1f111!'l1'U.,
" o'j} ~I j} d

James Martin (1996) f1n1111 "f1n~l'llil'll'U IT 'il~!u'Uf11)t1')Hfll1lJt1'1lJ1)tll'l

'1 I ~ j} '" 0' d '" '" 0' \1], I\I] j} 0; """'"8
!I'II'I!I'I'U!tif11JlNflml'l'il~'lJLJ!flntl'Utl~flm !u !1'I)11'1!)1!!n~l'Im1fl!!'lJ~,,-.,

I I rI dd.'%' , '3l.d?
Peter Weill (1998) f1n 1111 " tl ~1'1m l'llJ 'V'l'U~1'Ul'l H IT lJ1f1f111 'il~t1'1lJ1) m'lJ1m

\9lnll'l'~!~1f111 !!n~t1'11J1)tl'lJ1t1i'lmi'1'~1J1f1f111II'1!'J!u'V'l1~i'l'UfiJ1\911ImJ " 29

'Jj'lJ'V'l)fl{vh:rI'lJU f1~1111"m,htlli)f1'il'il~~tl~1.J)~!iJ'Um1lJ~tl~fll)'lJtl~\9l'U!tl~Otl'U
q ., q

, 'J)

!!n~~tl~1J'UI'il11t1'11J1)tl'WI'lJ'U1m1lJt1'11J1)tlI'Ufll) I~!l'lfll 'U1n~ir'U '~tl~l~iJ1.J)~i'll'ljj v,m fl'U'il~

OtlI~!f11'11'111lJt1'1lJ1)tll'll~f11)!! 'li~'lJ'U f11)I~fll1lJ ~ llf1tl1J) lJ !In ~f11) !\9l~tllJ f11)~ tlf11).,
!1.J~tI'U!!1.Jn~!~'U~~~l!~'Utl~l~t~~'1.Jn1Jfll)!1.J~t'J'U!l'lfll'UIn~" ('Jj'lJ'V'l)fl{~'WI'lJU 2544: 86)

., q .,

""1 O. fll'nJ'Hll'J

fll) r-l~\9l!!n~ fll)1J ~fll) !~'U~1'U1.JiiU~fll) ~ ~iJfll1lJ b'hAqj~tlfll) ~1!i1'U~) fl'il!~ 'U

tl~l~lJ1f1 ti 1f1iJfll) ;ijl'lflln~LJLJfll)r-l~\9l!!n~fll)1J~fll)~~iJ1.J)~i'll'ljj fll'V'l 'il~Yl1I~fll)'l-11~1'UI'U
, 'J)

I ~, t::::. ~I 'lJ.c:! 'Q.I ••• I ~ Q./~ l...s ..:::! jiG} 'jJ

ti'Ult1~l'Utl'U "1 !'Jj'h!flll\9lnll'l !!n~ fll)!~'U !u'U\9l'UlJm1lJflntl~\9l1!!n~u{}1JAFU~1t1'lJ'U lJr;j!ti
, 'J)

!!'Ulfll'l l'Uf1U ;ijl'lfll)fll) r-l~\9l!m~fll)1J~fll) !V1tll~tl~rlm!1ll'lm1lJt1'11J1)tl l'Ufll)!! 'li~'lJ'UH~~i1
\l]j} , ~ 1 dI , 0'

10.1 Michael E. Porter !1'If1nll!'U Competitive Strategy I'ItI)~\!tl~!!f1'U!!ti~f1n~l'lli

_I 1 0' j} ~I '" 0' j} '\1],1" '"
3 U)~!f)l'l I'Itlf1n~l'llifll)t1')1~m1lJ!u'U!tlf1nf1EJW!!n~ t1')1~m1lJ!!\9lf1\9l1~!u'il1f1'fJ!!'lJn1t1tl'U'1

1himl'J\911'lJf) ~~ mil (differentiation) !~ hif)~ erVl,r 11rt~Ihif1l'j t1'11~fllllJ t1'1lJl'j (t l'l1~f1l 'j!! ~~'lJ'U
., q
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tll') rr~ 1-:JfI 11'lJ 1 ~ ~ l~ 'W 'l11 tlfl1 1'lJ l~ 'Wltltl ~tl1l ill! 'WNil \91i{ W q.f 'l11 tl 'IJ~ tll,) 'Utl-:J\91'W tll 'iJVll' ~ 'l1Il 1tI

')1J U'IJ'IJ tll'Vl
'U

fIJl'lJ 1~~l~'W'l11tlltltl~tl1lill~urr~-:J~-:JflJl'lJl~'WlilfY'Vll-:Jl'Vlfl1'W 1IlEj

f111'lJ 1 ~~l~'W 'l11 tlltltl~tl1lill~ II rr~-:J~-:Jfl11'lJl ~'WlilfY'Vll-:JflWill'ji'j
Q

fI1 1'lJ1 ~ ~ l~ 'W'l11 tll tl tl ~ tl1l ill ~ II rr ~ -:J~ -:JfI 1 1'lJl~ 'Wl il fY'Vll-:J'l1Il 1tl 'l1Il 1tI

1 I ~ Q,) de! & ~I 'j/ 0 q Q Q,) d
fl11'lJ ~~~ l~ 'W'l1')tlltltlIltl1l W 'VlUb'I'~-:Jf;)-:Jfl11'lJl1J'WN'W1 ~'Wtll') lb'l''WtlNIl\9lilW 'VI

'U

(b'I''lJ~~ 'iJll9,JfY'1vhlmJ, ~1'11t1 ~tl~~~'U UIl::; ~\9l\91'lJb'I'11'Wlt1'W 2545: 144 - 145)

10.2 ~lW 1 ~-:J1 'ji'j1j~1,),)W ,~! ~u 'W1~~' 111 tll,)ll~tll')tll') Nil\91UIl::;uB1J~tll')

l~'W 'l1t! 1~ 'l1~ -:J~rllrlUltl ~l-:J~-:J'Utl-:Jtll')~ llU'W 'fj')f1 'iJ l~tl-:J 'iJltll~'W 'l1t! 1~ l~t11tl'IJtll,) b'I'~l-:JE'Wfl 1
U Q

UIl::; 'IJ~ tll ') l~ tl \91tl 'IJb'I''Wtl-:JfI 11 'lJ191'tl-:Jtll') 'Utl-:JIl tlfl 1 UIl::;:lJNIl ~ tl fI 11 'lJb'I'1'lJ1') f;)! 'Wtll') u'li -:J'1l'W'Utl-:J
'U

lpf1'iJ \91Iltl~ 'iJ'WflJl'lJb'I'l'lJUl1! 'Wtll')Vllf11' ') tll,)ll~tll')tll') Nil\91UIl::;uB1J~tll,)'iJ::;l~'Wtll,)Vll'l1t! 1~

'J} ,.,j 9 'J} "" ~I \ILl ' "',I "" ""
m'Wtll')tltltlU'IJ'IJ tll')11-:JUN'W UIl::; tll,)f11'IJfI'lJ l'ji'jtl ~'l1tll')NIl\91l1J'W ~1JtltlN'lJ1J')::;b'I''Vl'fjil1'ji'j

Q

<JJ ~ t::1 Q.J cllJ1'j)Q 'V Q dd "Ia. d'JJ I

\91'W'Vl'W\911'UW::;l~(J1tl'Wtl ~~b'I''WfI1UIl::;mtll')'Vl'lJflWill'ji'j\911'lJ1J')mW'Vl\91tl-:Jtll') UIl::;rr -:J'lJtl'IJ\91,)-:Jnm
Q Q

~ Q ~I Qd dOG] 31lfJ 'j)a, 'j) a, d d 'jJ ~ '})
tll ') l'ji'j'lJNIl NIl \91l1J'W1'fj 'Vl'iJ::;'Vlll'l1 ~~ b'I''WfI1U Il::; 'IJ') tll ') 'Vl'lJfI Will'ji'j b'I'-:J \91'W'Vl'W\911Ui:'l::;b'I'1'lJ1') 11b'I'')1-:J

Q 'U Q

9J~ 9J Q,.I if d c:, Q

fIJl'lJ'ji'jtl'l'il! 'l1mi:'ltlfll Ui:'l::;'ji'j'Wtl-:Jl'W!'Wtl-:Jflm " (rr1W 1 \91-:J1 'ji'j'fjb'l'111W 2546: 14-2 , 14-3)
'U Q Q

'111" l'Vlfl1'W1i:'lEj 'Vlf'ji'jtllmtlUNil\91 Ui:'l::;'W1(J'IJ1(Jtll')uB1J~tll,)lrltl'l1U1(J~,)f1'iJ'iJ::;l91'tl-:JtltltlU'IJ'IJ

'l11tlU f'IJ U') -:JU'IJ'IJtll') Nil\91 Ui:'l::;,)::;'IJ'IJtll,)~llU'W -:Jl'W 'l1U 1(J'fj') f1'iJ'iJ::;l91'tl-:Jlt1tlf11~tll,)Vll-:Jl'W Ui:'l::;
Q Q

_I <l'd9 'J}.J d 'J} '" ') ') '" d "" "" 'J} '" ",,';' '" ') ') '" d
tl1Jmw'Vl ~'l1 Cj$-:J'iJ::;m(J1'Utl-:Jtl'IJl'Vlfl~'W~i:'l(J'Vl'iJ::;Ni:'l\91b'1''WfI1'l1')tl'IJ')tll')'W'Wltl-:Jtll';iTfltltll'Vlfl ~'W~i:'ltl'Vl

Q

him'lJ1::;b'I''lJ 'l11tltll') '~b'I'1'lJ1,)l1ll~tll') tl'IJl'Vlfl1 'WhEj '~tl~l-:Jm m::;b'I''lJ 'iJ::;l~'WlIty'l11~rllrlty~tl

tll')~ llU'W 'fj,)f1'iJ! 'W'Vll-:Jtll') \91m~ tlrin '~11 H~nfIJ1'lJ~~rr~1-:Jrr')') fl'~l'Wl'VlflU f1'l11tll'Vlfl1 'W1IlEj
Q 'U

'" ~I 'J}d 11] 'J} " .J, 111] 'J} , ') ') '" 'J} 9 'J} "" 11] 'J}
'lJtl'iJ::;l1J'WN'Vlb'l'l'lJ1,)l1 ~~rr1'Wum\91m~b'I'-:J Cj$-:Jb'I'')1J~~11 l'Vlfl ~'W~i:'l(Jb'I'1'lJ1,)l1b'l',)l-:J~'l1m~flJl'lJ ~~

'U 'U Q

lU'1(J'IJ!'Wtll')u'Ii-:J'1l'Wrll'l1f'IJ'IJ~rJ'Vl~1l~tll')tl'IJl'Vlfl1'W 1i:'lEj'~~ " ('l1'lJ'ji'j') f11Vjvrl'ln12544: 84)
Q 'U

>I ,

19l-:J'I1'W~-:Jtlril1 '~11 f1'iJtll')'~ &~(J-:JU~'iJ::;l91'tl-:JNil\91E'W fll lVimh' U ~1'l1 U 1(J! ~,~

lvhJ'W U~'iJ::;l9l'tl-:JVll!~lf1~ Ni:'lf11' ') ufitl-:Jfl'm~1(J 1~(Jtll') Nil\91E'Wflllm::;! ~'IJ~tll') ,~! 'Wu~mw ~

lV; (J-:J'ji'jtlU'IJ'IJ'ji'jtl~ ! 'Wnm~191' tl-:Jtllm 'IJ'IJ'ji'jtl~ ! 'W') lf11~ m m::; rr'lJ~1t119l''W'Vl'W~m'lJ1::;b'I''lJ UIl::; n
Q
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11. flllVH1WI

f)l'j ~ \9lfl l':i ~ 1h1f)l'j \91C11\9l11lhi111)~t1'V1d~~ri ~vH'l ~ tJm1 tJ1:nlJ 1'j tI '11tJ~tJ~r1'm 'l1fl 1'lf1f)l 'j

'VIC11t1'Y11h1'~fl~ 11~~m1mhlUJ'IJ tJ~f)l'j \9IC11\9l111:'1::;fl1:'1t1'V1nf)l'j\91 C11\9lmil
u •

Philip Kotler fl~ 1111 " fll'j\9l1:'11\9l1)::;11Ihi 'l11 11)~ 1:'hfl ty ~ 1)dh 1~ 'U1lJ mnm'j tI

u-r'lJ\9111hl1:'l'fllVm 1\9l~tJtJ~IU~t1h111U1:'1~'U \9I1:'1tJ\9l1)hlI1IhllI1)~m11m1tJ1:'l'1m'jtll hlflWVl1rl1' 'j'IJtJ~
I 31 I I

'U1lJ'V11hlVi1:'l'\9l\9IC11\9l'l1h1rl11:1~IU~t1h111U1:'1~'UtJ(h~'j1\9lI~h 'IJtJ'UI'IJ\9I'lJtJ~tJ\9I1:'l'l'V1m'jtJIU~t1h111U1:'1~..
, U 1)hi "hiiJ'IJ tJ'UI'll \91~ 'l1\9l11)hllhi 111)1)1rhi 'U1lJ '1'11hi 111)1)11hi~~ ~ 1111hi 191tJ~iJ f11:1~'1i'tJtJ 1:'11:l11h 'j U ~

q q cu cu

l~tJ~tJ '~I~t11n'U1:'1fl~1 ~ll~~oUhI N~\9l~1'V11.l1t1111:'1::;iYhI~l 'U1lJ'V1'VIC11t1llr1~1~tJ\9I'j::;'VI'l1fl1hlfl1fl~11
QJ QJ QJ

1hi tJ~\9I'IJtJ~U 'j m 1)1'j 611 1\91tJ{ \9l-rf1lfltJ{ ~~I~tJ 111hi 1)1~ll~ 11 hi 111)1)11hi ~ 11 "1:'1fl~l;{tJ 'Ii'j fl1) "
• QJ •

3J&G} .dt~d 3J ~
(Customer is the business)" (Philip Kotler, m~mIhI 'lfhl1)\9I\9I111)~I1)hlfl1) 2544: 5)

C). ~ Q.J " d d 3J 3J d
11'lJ'lf1\91 1:'l'hI'V1'j1:'l'tJtIfl1:'11111 " fl1:'1t1'V1'1ifll'j\9l1:'11\9l'V1lh1h1\91tJ'U1:'l'hltJ~f111tJ\9ItJ~fll'j'V1...

I 3J I 0 da. I rI , Q.I Q.I d , Q

ll\9lfl\9l1~'UtJ~1:'1flfl111\9l1:'1::;f1h11)1h11h1tJ1flhl l'j t1flJ1 fl1:'1t1'V1'Ii f)l'j \9I1:'11\9ltJ~f111tJ1:'l'1JV·111'Ii 'j::; 'VI1Nfl1) f)l'j
QJ ••

1:Jfl~1Im::;'VI1.l1t1~lh1 thl 'l 1\9ltlr,m1:1Vln~1:l1flty;{tJ m1mlfl~'IJtJ~1:Jfl~1~lfl\9l1)lflm1tJV1wm 11)'IJtJ~

"1:'1fl~l fl1:'1t1'V1nf)l'j \9I1:'11\9lU1:'l'1m'jtl1:'l'11~ftfltlfl1Vl'V11~f)l'j II ~~oUhlllrifl1)f)l'j'~ 1\9ltl~1h1f)l'j 1~'U1 f)l'j
QJ •

~ 1l\91fl~ 1~111:'1::;!'VIi1 tJ~ II ~ ~OUhi 111:'1::;1'1'1f11hii1:'1v~1h1fI tJtJ~ 11\91tJ{ 111:'1::;f)l'j StJ1:'l'1'j~ iJ U 'j::; iY'V1llfllVl
QJ

fI 11tJ 1:l1Ih '11tJ~fll'j ~\9lf)l'j ~ 1h1fll'j \911:'11\9l;{ tJ fll'j 1&1'Ui\91'11tJ~t1tJ\9l'111t1'V1~ tJri1h111U~
Q.I ~ Q d 0 cl 3J d rlrJJ d.d ') d

\911:'11\9l\9l~hIhI f)l'j'U'j'VI1'jf)l'j\9l1:'11\9l'V1U'j::;1:'l''Ufl11tJ1:'l'1IH \9ItJ~tJfl1:'1t1'V1'1i\9l1h1fll'j\9l1:'11\9l'V1\9ll\9ltltJ.
IfI~tJ~lltJf)l'j\9lC11\9l~1:l1flty 4 U'j::;f)l'j ljtlfl11 4 p's U'j::;fltJ'U~1t1 1) Ni'l\9lfiru~ (Product) 2) 'j1f11

(Price) 3) f)l'j~\9l~1'V11.l1t1 (Place) 111:'1::;4) fll':iri~I1:'l'1tJf)l'j\9lC11\9l (Promotion) ~~U'j::;i1'V1llfllVlf)l'j
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'(h'f1'Ul 1¢i'lln ~ II~ '.I Clflli'l II Cl:::;11m 1:::;M19l11eJ'I llCl:::;191'eJ'I~ fll),Y11 STP 1¢i'lln fll)' IIU '.Iri1'W \9lClWI
u 'U 'U

fll)'f11'l1'W ~\9lClWlll1TYllJ1l'J llCl:::;fll)'f11'l1'W ~~11l '11U'I'Vll'lfll),\9lm~ l~eJY11fll),11'lIIH'W flCll'JVlTI'Vll'l
q

fll),\9lm~~~~lh:::;ffVlTI fll'W ~'1'il:::;Y11l ,reJ '.Iflm lf1~fll1lJmlJ1),t1'Vll'lfll), 11~,;joU'WlICl:::;l.1111J ri
'U

'Ii)' f1'ileJ01'.1'11d '1~ 'il:::;ri '.IHCl~ eJfl 11lJ 1:1'1lJ 1)' tI Vl1'.1fl1), II~'1oU'W'UeJ'IeJ'Ifl fl)' 1¢i'~ Nl ,rll 'W1~~ 1 ~'11Cl1l'J
q 'U

>J

111'W1~l'J'il:::;'UeJflrilJ~'11~l'J'I'lJ1'1li1'W ~'1il

"" 'J}
1. \9l),l1:1''Wfll (Brand)

1JVlflJ1lJl'Wil\9ll'Jm)' mba UU1Jl$leJ'WTI'W11fllJ 2002 1¢i'flri11~'1 fl1~~'UeJ'I Stephen
" >J

11]911 T T ~ :JJ Q.I Q 9J Q 9J ~ Q Q 9J..:.":i .Q 9J

King !J11 "fl~llJll\9lfl\9l1'l),:::;'I111'l1:1''Wfllfl1J\9l),11:1''Wfl1 1:1''Wfll'l1lJ1l'JfI'.l1:1''1VlnflilVt'1'J 1:1''WmmlJ1)'t1
'U

CleJfll~l'J'Wtl'W 1¢i' \9l),lff'Wli'l (Branding) 1~'W~'1lU'W1:::;19l1CleJfll~l'J'Wtl'W 11i1¢i' ff'Wli'11:1'11J1)'t11n1

9J Q.I lfJ 9J r d .Q 'J} d,... I 0 d , , 11]9J )0
m1:1'lJl'J l~eJl'Jl'l),1~1),1 \9l)'11:1''WfllVlu)':::;1:1'1JflJ1lJ1:1'1IH'il:::;fl'leJl'JeJl'J1'lI)'fllClnm''-

'U

1JVlfl11lJ'il1fl Bonner Consultants Inc. flri11 1 ~l 'Wwww.bonnerconsultants.com11

fll)''WroJ 'W1\9l),1~,r eJeJ01'l~1J)' :::;ffVlTIHn llCl:::;fll),~ 11il'W fll)\9l1lJ 1m '.Ifll)' 1:1'1N\9l),l~,r eJeJONl~ 'W

o <:J 1 9 'J}:ol1'.,9 d "" 'J} '9 'J}l!t'J}
HClmlH 1~l'J IGlHu'W1:1'1'W'I1'W'I'UeJ'IllH'Wfll)'1:1'eJm),t1'1rlflfll 'il:::;'lf1l'Jm l~f1JHCl\9leJ1JllVl'W\9lrleJ~

'U

),:::;l'J:::;llJ:um'\JeJ'IH~\9lJlU! CV11¢i'eJ01'lIlU'WeJ'W31

fll),~\9l),1~,reJ~II~'111), '.I flJ),~1l'W1'Vll'l1 'W~eJ~eJ 11Jif

1) 1:1'11J1),t1~eJfll'Wi:1mJUr1¢i'\9lH'il~i'~I'il'W 1 'W'I1'WVi~111'WllCl:::;'lf1l'J1:1'11'lfll), l'JeJlJf1J
q

l'W\9l),l~,reJlrleJnmvh'W 11J

2) 1:1'11'lflJ1lJl~eJ~eJllCl:::;flJ1lJl~eJ~'W 1¢i'

1:1':::;V1eJ'W1 ,r111'WII'W1'Vll'lfll)' ~ 11il'W'Ii)' f1'illlCl:::;flJ1lJl ~l'J1'lf1Ul3) q u

d'J}.,9:olld", "", 'J} :oll:oll 'J} '"
\9l),1l'J'I1eJ'1f'llu'W Vll'JeJlJ),1Jll Cl:::;)':::;Clfl I~ l'JClflfl1'il:::;1u'W I'll \9l1u'W HCl1:1'eJ~flCleJ'1fl1J HClfll)'

'U q

>J •

~llil'Wfll), ~'1iY'WneJ'Wfll)'1:1'11'l\9l),1~,r eJ'il:::;l91'eJ'Infll)'Y11fll)l:Ul'J llCl:::;Y11WJ1lJl~11 'ill 'WHrlfll),~lli1'W

'Ii),f1'il llCl:::;Y11fll)'f11'l1'W~11'l~1Il'l1 U '1'UeJ'I'Ii),f1'ill,rl'l1 lJ1:::;1:1'lJl~'Wfll)' l~ lJl91''WneJ'W
q q

http://www.bonnerconsultants.com11
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..:::::. Cl.I 3J Q,I Q.I r:I
2. fll':i'lJ':iVi1':i1:l\Plfll':i\;jflfll~:lJ'V'l'U1i(Customer Relationship Management: CRM)

fll':i'lJ~Vi1H1'U rtfll'll~m:r'U TICRM ~tlll'i"h~'Ulfl~tl~iltl~~-ff1Vif'lJfln\91m\Pl~1:I~
"

~r Nfll1:lJ'l.h~11 'lJ11:1!l rt~l~:lJfll1:lJi)fl~1 'U\91':i1i1'UI'll !lrt~ ~r l~~:lJvr 'U1ifll'V'lfl'lJrlfll{l ~ ~~ l~ 'U
"

\91m\Pl1i':ifl1:ll~(nfl'U!lrt~rtflI'l11'U\91m\PlN'lJnflfl l'i'ltllh~ lt1'lft-l Vi~tlflru~l'Utl~ CRM ~lJ:lJlflfli1
q 'U 'U q

, ~
fll ':if fl ':EllrI fll'l 11]1:11:I1J'U 1i':ifl1:lcJ~m:lJl':i G111CRM :lJl1~rVl tl ~~rt fll'l llfl1 111'ml 'lJ:lJl~tl i1'UI'l1Vi~tl

'U q q 'U

o , ~ ~ ~ OJ d 11) ~ , 11) ~~ ~
mflrtll'U1~\91'U~tl\Plflrttl~fl'lJ'Vl Philip Kotler l\Plflrtlllll'Ufll':i:lJl'lJ':i':itl1t11'U

U':i~l'Vlftl'Vltllritll'U~ 19 \91rtlfl:lJ 2544 i1 E~~tl~r1m1:l~~tl~vrl'lJ'U1lvitl111'~tl\Plfl~tl~fl'lJtlfl..
~~\91tlrt ~~tl "l~tl~fll':i~\Plfll':im1:lJ~:lJvr'UTIfl'lJrtflI'l1!lrt~vr'U1ill\91':i1i':ifl1:l l\Pltl1:l~~tl~~r1~ fmJ1" .
!lrt~vrl'lJ'U1111'lfl\PlU':i~lt1'lft-lVi~mJrt~ll~:lJ 1:I1flm1:lJ~:lJvr'UTII'l~flci 11111'11'i'1'i'1tI!lrt~lritlV"~:lJn'lJ fll':i

"
~ '" d ~ d d 0 ~ ~ Q 11) ~ _ I"" ~ ' OJ ') 11)' :ll ~ 11)_ 1 0

~':i1~!l'lJ':i'U\Pl'Vll'U:lJ!l'U~fl1:l~'Vl1IVi1i':ifl1:l1\PlllJ':itl'lJl'Ufll':i!l'U~'U'U l\Pltll:lJ~lllJ'U\91tl~ IlJ'Vl1~~m1:lJ•
':i1fll" (\Pl'l1t1lVitl'U'V'l1'lJ2546: 158 - 159).

~ ,

1'l~'I1'U fll':i\91rtl\Pltlfl1 mj ~~tl fll':i l ~'U tlflru ~llVl tlfll1:lJ'V'l tl11:1'Utl~rt fll'l 1 tl~r1fl':i ~ tl~.. "
l.u111:1i1rtfll'llU':i ~lll'U fl ru~1~ ll'i' f'lJ tl ~1~l':i lvi tlm:lJl':i fH~'Utlfl ru~11\PltI~l'U lfl ~tl~ iltl~ N '1 fll':i," ..
U':i~III'Ufll1:lJ'V'ltl11:1l~ 'U~1'Ufll ':i\91rt1\Pl~ ~ tl ~~\Pl\911:lJVi1:1'~1:11m~'U tlfl ru~ 1!lnrt fll'l 1!l ~ 1 l'i'l tl1TIfll ':i. "
~1~ '1 !l r1~Vl1t1~~\Pl~tlfll':i ~r 1~~:lJvr'U1ifll'V'lfll':i \91m\Plfl'lJ\;jfll'l 1 lvitlfmJ1\;jfll'll H111'tl ~fl'lJ tl~r1fl':i

111 OJ ~ dt 'j) ~ lI] 3J d I ~ if 0 cl
\91rttl\PlIU \Pl~'U'Ul'V'ltl1Vi~1:lJl':iG\91tl'lJ~'Utl~r1flflll\Pll1J'Utltl1~\Pl !lrl~tl~flfl':i1:l~U':i~~'lJm1:lJml':i1:l

"
Q ~, OJ 11) ~ & ~ "" ~ ~ ~ '" '" ~ ~

m\Plm1:lJm:lJlHll'Ufllm'U~'U'U l\Pl 1:I~\91tl~:lJfll':im1~'\i1'U'Utl:lJrtrtflfll'Utl~tl~flm l'V'ltllVim:lJl':iG~ ""
l.u1G"lfl ci:lJrt fll'l ll111Vi:lJl tlll'i' ~~ lfl ~tl~il tl -ff1rl tIJ~ ih1:1'~l ~ 'U~ 11tI:lJ1'Utl ~r1fl':i 1i':ifl1:l1]1:11:I1J'U ~ tl

q cu u q q

':i~'lJ'lJ'lJ~Vil':i ~\Plfll':irl fll'll~:lJ vr'UTI ~ lI'i'111ltll':i~'lJ 'lJl'Vl fll 'Ulrt'Vm':i ~'U l'Vl ft:lJlN~:lJ Nm'U fl'lJ
"

fl':i ~'lJl'U fll':i yh~ 1'U 111111'fll':i ~ \Pl~tlStl ~n fl'lJ rt fll'l llJ lh ~ i1'Vl TIfll'V'l ~1:lJl':i tH.u1G~fl ci:lJrtfll'l 1" . ", ~
_9-1 ' ~ ~ '" OJ Q ~ '" Q 11) ~ OJ ~ ~ 11) ~ Q &

llJ 1Vi:lJltI !l rt~'lfl tll Vitl ~fl fl':i'V'l1'lJ'U1~'UfllVi ':itl 'lJ':ifll ':i l \Pl\91':i~fl 'lJfll1:lJ \91tl~ fll ':i'Utl ~rI fl fll l \Pl:lJlfl tI~'U'U
"

') ~ 0 '11),1 OJ ~ ~ ~ ~ d d 11) ~ , 11) ~
l\Pltl\91tl~m~'Vl1m'lJ~ llJfl'lJfll':im1~ Brand Im'U:lJ!l'U~\911:lJ'VlPhilip Kotler l\Plflmlll

1Cl'nV i1:lJ~l'lffl~ (2545) flci11Hi1 1:1'mJru~l~'U~mi1tlfli1~!l'li~ ~1:I~~tlll'i'i1l~'U
" "

"fll1:lJm:lJl':iG1'Ufll':i!l'li~.;r'U" 1:I~lJl'i'ltlfl'U 3 1:1'mJru~~-ff1rlqj '1 ~tl fll1:lJ~1:lJl':iG1'Ufln~r1~
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I 9';::191091 91 ~ cl9
fl11:iJH\91fH911-:j fl11:iJff1:iJl'Hl ~hlfll'HuhlNhl11'l1h1\91h1'Vlhl\911 H[I:;; fl11:iJ111'l111 ~hlfll1\91el'lJb1'hlel-:j

'U •

'1l '1l.e! d 9J '~Q
fl11:iJ\91el-:jfll1 'Uel-:j[l f1fll'VI 1 el\91ml'l 1hi U 1:;; ll'l hi 'Uel-:jf111b1"J1-:jm1:iJH\91f1\911-:jhlhi li 1f1'ilel\91b1'l'VIm1:iJ 'il:;;

'U ••

3J Q.I Q9J .Q. 931 I 'TQ.I 9J oq3J '3J d Q.I'1J

\91el-:j'\AItlltll:iJ'\AI1'JJhi 1b1'hIfllH[I:;;'lJ 1 f111 ~'VIH\91f1\911-:j'il1f1flH 'U-:j'UhI lm:;;\91el-:j'Vl1l'V1[lf1fll:iJ el-:j!'VIhlH [I:;; 1 'lJ1
'U 'U 'U

~-:jflru~1~:iJ1f1f111~H~-:jll1'119l fl11:iJH\91f1~1-:jlh119l1h1~1-:j G1 l:Wl1'il:;;I~hI\9i-Jilhlfh fll1'lJ1f1U
• 'U I

" "
l1rufll'\AI H[I:;;hll\91m1:iJl 'VI:W"1 U 'il:;;1111l1'1pfl'il-q\9lb1'1'V1m1:iJb1'1:iJl1t1'V1~f1l~CJ-:jfll1 H~-:j'1'JhIVi~hlHH

119133

m1:iJb1'1:iJl1t1'Vl1-:j19l1h1 hll\91m1:iJ (Innovation) ~ 119l'il1m'lJU1:;;:iJlru ~111'lb1'11Hn1'V1f'lJ
, , "

-:j1h11 ~'CJll[I:;; ~ I'JJhill ~ hi fY-:jVi II b1'1'l-:j1l1' 111hill el-:jfl' f11 t! hl119l1l1' fl11:iJ n1f1 qJ~ el f11 1 fll'lll hill [I:;; ~ I'JJhl1

~-:j'VI1f1fl11:iJn1f1qJl'l-:jf1~ 11119lm:;; 'il1CJIul hi 'VIU1CJ-:j1h1~1-:j "1 fIlCJ 1 hi el-:jfl' m H[I:;;1111l1' '\AIt! f1-:j1h1

c:!1 , .d! 9J '.d! 9J '1J.Q. '3J cI cI ~
'Vlf1fl hI:iJ b1'1h111:iJ 'VI1 ell 'VIfl11:iJ'J 1:iJ:iJ el f1mH b1'1'l-:jelelf11 hll'llh1 fl11:iJ fll'l b1'11-:jb1'11fl el-:jfl mhl hi 'il:;;.

Q.I I I I 9 31 rI Q.I :JJ
b1'1-I1fl:iJhl1\91f111:iJ Bottom Line f1m111111b1'1:iJ11t1'l11CJ t'VIel-:j'f1f1"i'\AIl'JJhl1'VlNl'llh1

Q.I .,h d.dt Q.I GJ.Q. rI Q.I 0 'jJ Q.I ~

hl1\9lm 1:iJ GJ1-:jI1Jhll 1 el-:j'VI[lf1 ~hi fll1 1\91'lJ1\91'Uel-:jel-:jfl m 11'l CJfllHI'l 'Vll1:;;'lJ 'lJ 'Vll-:jI'l1h1 hl1\91m 1:iJ 'UhI
" ,

l![I:;; 1:W119l1111VlCJ-:jH~ 'lJl-:j £11h11 hi el-:jfl'm I'Yilt! hi 111 'il:;; 111'l111fll1 Nf1 el'lJ 1:iJ1 hIl1 el-:j'Uel-:jfll 1 1111l1' lfll'l

m1:iJflI'l11~:iJb1'~1-:j b1'11 fl' H[I:;;m:;; 'lJ1h1fll1'Vll-:j19l1h1 hll\91n1 1:iJ H[I :;;111b1'1:iJl1 t11111l1' fl rul~hI ~'l11'Vl1-:j
• 'U

'J} Q.I ..::2 0 <>1 9J Q.I 'jJ ~l T & Q.I cI Q.J lrI 'jJ

1'l1h1hi 1\91m 1:iJ GJ1-:j'il:;; 'Vll ~'VIhi 1\91m 1:iJ I 'U1:iJll u hi b1'1h1'VIhI-:j'Uel-:j11'JJhili 1 1:iJ el-:jflm'Uel-:jflru 111 CJ-:j~I'l•
11I'lV111TIfll1Hnl'UilqJ'VI11h1-:j1h1 11'lCJli'1TI Cutting Edge H[I:;;I'Vlfll1fll'V1:w~t'1CJf111 TRlZ 1.{J1:iJl'lhCJ

111b1'1:iJl1 tI GlhCJ1111l1'flru lfll'l Self-sufficient 1hl19l1h1hll\91 m 1:iJ 1 I'l CJfll 1Nf1el'lJ 1:iJl! [I:;; 1l1' f1nf'lJ 1 el-:j•
hi el f1'illf1fll1 'UCJ1CJlfl1 el~ 1ml f( 1 111fJ-:j111'l111fll1 111CJ~-:j19l1Nil \9111ru ~H [I:;; f1n 'lJ1 fll 1 ~1111l1' fl ru lfll'l•

Q.J '1J Q.J '1J dt9'1J.Q. a.i '31
hl1\91m 1:iJ 'Vl1-:j1'l1h1fl11:iJff1:iJ11t1'V1 [I f1'Vl1-:j1'l1h1 Self-sustaining 1'\AIel ~'VIlf1l'lfll1 1\91'lJ~\91'Vl1-:j1'l1h1fll1

~l'JJhI1m1:iJb1'1:iJl1t1'Vl1-:j19l1h1h1l\91f1n:iJn1'V1f'lJf1111~'lJ 1\9135
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m:lJl'jtl1 hif)l'j ~ ll'ihl1pfl'il 5'h1fll'l11f)lHHl1t1'Vi1h1 '~Whl tlH hl1'l'l1~U 5u~1 hif)l'j 111111'jf)l'j l~hI
, ~

Hi:'l:;::J}mllhlVi'il:;::t'h'U-ffm1lJ '~IU~ tlUVmflnll'li~.uhl i~tI'il:;::'Utlfl~11G~1J1~HhITVl1~l'l\liJ
q '"

II] jJ "j at ~ jJ II] jJ , I"" , '"
13.1 David P. Vondle 1~It1'hltllfl'jtl~lJtl Ihlf)l'jt1''jNI'l11lJ 1~ILJ'jtlll'VlNf)l'jll'U~'UhI

i ~ tI 'j :;::1111fl1 'j .ij~ fl1 'j fl1 'j 111 fl1 'j ~ !VI i'1 tl fl111 hi Service Management System (how to create

Competitive Advantage through Integrated Work Management, Material Management, Facilities
") II] jJ """" ~ jJ "" jJ"j ~ jJ, IManagement and Cost Management) l~tI 1~~·mm.jt1'1h111if)l'j11111'jf)l'jIJfll'l1lV'ltl 111LJ'j:;::t1'111'l11lJ

bl11h 1hif)l'j 111hi Lower Cost Structure ~ 'il:;::ri tl h1'tfl~ 'fl11lJ '~IU~ tlll'l'l1~f)l 'j H'Ii\l.uhl~hI i ~ tl1 ~
~

m:;::111h1fln l'l~iJ (David P. Vondle, 1989)

I. Work Management

2. Material Management

3. Facilities Management

4. Cost Management

13.2 John K.Shank and Vijay Govidarajan t'hlt1'hI tl1 hi Strategic Cost Management:
I Q.) :JJ ~ a' ~I' .:::29

the new tool for competitive advantage 11 f)lH~f)l'j\91hl'VJhll'l1~fli:'l~'Vl1i 'il:;::ILJhlt1'1h111h1\llhlf)l'j

'W\PJJhl11'l11lJ'~IU~ till l~ ~fli:'ltI'Vl£111"~lJ1~~1'l11lJ'~IU~ tlll'Vl1~fl1'j II 'Ii~.uhi~t~Vhl ~~111fl1i'jfl'il
q q

(John K.Shank & Vijay Govidarajan, 1993)

1. Value chain analysis

2. Strategic positioning analysis

3. Cost drive analysis

13.3 Sanjib Chowdhury, Ph.D. , ~ fl ~ 111 hi Internal Analysis: Resource Strength /
I ~ r:I 9 ~I dtd:tl cv .d

Weakness And Competitive Capabilities 11 fll'j11m1:;::Vlillti Ihl'il:;::ILJhllmtl~lJtlll\ll1tlfl'Vl'j'V'W1m'Vl

::JI I d 1 '" d1, 1 jJ 36
lLJhllIi'ltltlhlH i:'l:;::'il~H'U~ \9Ii:'ltl~'ilhlm1lJm:lJl'j tl'Vl1~fll'j H'U~'UhIC]f\lLJ'j:;::fltlll~1t1 .

q q

1. Resource Strengths and Weaknesses

2. Value Chains

3. Strategic Cost Analysis
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13.4 Michael E. Porter fl~111~l'WCompetitive Strategy: Techniques for Analyzing

Industries and Competitors 1 ~ tll J{ iJ 11b1''WtJ U'W1 f1~ l'W flU b1'~ N 'fl1111 b1'111U fl 'Vl1~ fl11 U~ ~.u 'W

d Q.J 9J rI I Q.I & 9J,..1

lfl tl1fl'lJ fl~ CltJ fl Cl~'Vl1im~fl11 U'\WU'W (The Wheel of Competitive Strategy) C}i~ 'il~ \9ltJ~lJ 1 ~ fl tJ 'lJ

9J 37
~1t1

1. Target Markets

2. Marketing

3. Sale

4. Distribution

5. Manufacturing

6. Labor

7. Purchasing

8. Research and Development

9. Financial and Control

10. Product Line

11]910 ~ 3J '9'j)T' d ....l ~.<:::lt.

Porter !~'W11b1''WtJU'W1'fl~ "fll1Cl~\9l'W'Vl'WUCl~'fl1lfl1 !'If'il1t1tJtI1~1IlJ1~b1''Vl1ifll'V'l "..~ .
fll1 'il~~lrW'W 1i1f)'ill M1J1~b1''lJNmh~ 'il1J{tJ 'Wl11~tJ~ '1oitflCltl'Vl-6 '1'Wfll1 U~~'l1''W'lJ~lJ'Vl'Vi'il~lm'lf'W ~..

1J1~fll1~ ~tJ~I~'W~iJ1'1'Wfll1Cl~~'W'Vl'W (COST LEADER SHIP)'" .
....I ci 9J 3J I 9 9J=. 9J ~ Q d

lJ1~fll1~ 2 \9ltJ~m1~m111U\9lfl\9l1~ !11b1''W'fl1111tJ'lJ1fll1'lJtJ~11111

~flElW~I1.imlJtJ'Wlm (DIFFERENTIATION)

1J1~fll1~ 3 ~tJ~tl111'W~\9lm~ 'lfi1~'lJtJ~Ni)\9lilW~ 111tJ'lJ~fll1'1Mi~I'il'W

(FOCUS) 1~'Wfll11'il1~'il~\9lm~ l'il1~'il~i1'W111 UCl~I'il1~'il~'lJ~fll11~tJCl~~1'W1'W~U~~.u'Ul.t'Wm~
'"

:JI _I d' 9J OJ "''''

13.5 Performance Based Budgeting llJ'Wm~'lJ1'WfllH'lJlJ1~lllW'Vl~~I'W'WNClCl'V'l1i 11

fll1~11i1'W fll1\9l111m~'lJ1'Wfll1 ~'lJ1J1~lllW mh~I~'Wm \9l1~'WNCl~fll1tl111'W~1ll\9l1'ij1'W 1'1''W'Vl'Wfll1. '" .
~~\9l111 NClfl11 ~11i1'W ~1'W fll1.o~b1'11 UCl~111 m1J~ tI'Wu 1JCl~'Vlf'V'ltl1fl1\9l111 b1'fll'V'lm111 ~11~ 'WUCl~

:JI "" _91 1 OJ '" 9J _ I :JI d
'fl1111 llJ'W 'il1 ~ 'lJtJ~ UN'W~1'W llJ111 llltl'lJ tJ~UN'W~1'W m ~fll1 UCl~ NClCl'V'l1i'il~ \9ltJ~ lJ 1 ~ fllfH lJ'W'Vl'Vl11'lJ

1~tI~1tl'WtltJ'W~'il~d1l '1oit~'lJ'lh~lllW 39
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" , ,
111 f11 1 rJIeH YlH 1 'W1li' rJI~HllJ 1 fl ~ 'W1'W rJI'W'l'l 'W~ 191Hl'~ Performance Based

q

Budgeting l~ 'W)"~'lJ'lJ ~ 11!'WV.j('l~l"lTI II('I~ IU'Wfll)" 1~V.J('I II ('I~fI11lJ -r'lJN~'l5eJ'lJ'UeJ.:J~1(J;ij~ fl1':i ~ lI~rJIeJ.:J

n I "" "'''''9 ~II] ~ _3-1 ,d 0 9 ~ 9 ~ ~ "" 40
lJlJ'lJ~ ~11~~~llJllJ111lJ1(J'l'lfll11'W~ ~'W~1'WfI11lJl"leJ ~ll'UeJ.:J\Jflfl1 ~'W'VJ'W1l(1~fJillil1l"lfll)"'lJ)"fll)"

, "
Performance Based Budgeting Yl1<U'eJfl11lJ~tl111'W~~'W1'Wll~'W'W1if11l111111lJ1(J

1I('l~1~ till )"~ir .:Jr1lJ1eJ1j'lJ1(Jfl11lJ'l5eJ'lJ1i)" )"lJ'UeJ.:Jfll)" 1 i'.:J'lJ 11)" ~lJ1ill 1l('l~I~'W lTIfll)"~'lf1(J1 'W~ 1'W
q

fll)" ;ij~ir))'l'l-rl"l(J1m l~eJ'lJ )")"('I1~tlll)"~ ir.:Jr1ml"l1~~llJl11111lJ1(J'UeJ.:JllV.J'W.:J1'W 1m .:Jfll)" ll('l~ l~(Jlj
q q

13.6 rJI'WII'lJ'lJII 'W1f1~ 111111lJ1(Jfl11lJl~'Wli'lfl''UeJ.:JeJ.:Jr1 m111eJf1 llfll)"~ '(hflT:Yll)"~fll)"

d; "! ""n I "" "" ~ ~ d; ""n I "" "" ~ ~ II] 'II] ~
11'W.:Jf1eJ fI11lJlJlJ)"~ir'l'l1iil1l"l~1'W~'W'l'l'W C}f.:JfI11lJlJlJ)"~ir'l'l1iil1l"l'l'lN~1'W~'W'l'l'W ~lJ ~~11lJ1(JfI11lJ

q q. "11eJ.:Jr1m 111eJf1llfll)" lI~rJleJ.:Jl"l(J1(J1lJ('I~rJI 'W'l'l'W1li eJ~l 'W)"~ 1'l'lJ19l1ir~ II~fI1)" 1l~191.:J111111lJ1 (J' llleJ~l.:J
q 'U q

UeJ(JrJI'W'l'l'W~fI1)" 1l~~lfll1rJ1'W 'l'l'Wm ~(J'UeJ.:JeJ~m11 m)" lJ ~.:Jlf1~)" ~'lJ 'lJfll)"'lJ ~ 111':irJI'W'l'l'Wll'lJ'lJ1m.h!'W
q q q q

~ Q.I d 9J ~ i
fI eJ f)1)" 'lJT:Y'l5\9l'W'VJ'Wflll m)" lJ (Activity-Based Costing) ~~ (J Peter Drucker II ('I~ James A.Brimson

I 'j/ ,'jJ I

II'W1f1~11 ~ fl fi f)fll)" f1~fi11 i'~ 1(J\9l1lJf11lm)" lJ~ 1f1~~ 'W11~.:Jll ('I~<U'rJlJ('I 'UeJ.:JV.Jm1'1TVilil~~'W 1~Wlt! 'W~
'U

f111lJ i1'11J1)" tl1 'Wf)1)" 1l~.:J.u'W1l('l~f111lJi1'1lJUtl1 'Wf)1)"Yl1tl1')" 1'Wf)1)"t'] 11J1f1~1~'W rJI'W'l'l'W'UeJ.:J
q

". "
m ~ 'lJ1'Wf)1)" Yl.:J11lJ~ c11.:Jir1lJ 1) tit'] 1<U'rJlJ('Il'V!~ 1tJ 'WlJ1'lJ~ 111)"'~ e)'W1l~Yl11li f)1)"'lJ~111)" II ('I~f)1)"

'U

fI1'lJfllJ V.J('I~l"lTIYl1'~rJ~l.:Jljll)" ~ il'l'l1j V.J('I~~ '~1 'lffl1'lJfllJrJI'W 'l'l'WI~(J.:JeJ~1.:J1~(J1
q q q

." "
ABCM ~.:JI~'Wf)1)"~~~llJrJI'W'l'l'W~If1~~'Wll~.:J ill I1mtJ'W '~l'lff)1)"~rJI'W'l'l'W

q 'U q

" .
11'lJ'lJI~lJ 'WrJfl1l1flU ACBM fJ.:Jf1~~.:JrJI'W'l'l'W~f)1)"f1~Il'lJ'lJI~lJ'~'~)"1lJH 1'lf'Wfi1Iilm1m)"rJf)1)"

q

." "
V.Ji'l~)"rJfll)" ;ij~ri.:J fll)"Yl1il'W'fl11 11~'l'l~1l 'l'l'W'UrJ.:Jlil(J c11.:J'lJ1.:JfI-r.:JrJI'W'l'l'Wl'V!~lul'vhn'lJ111rJlJ1flfll1

q . , "'JJ .<::::::. ad e:, lr1'JJ3J Q.lG}9J d '1J .<:::::..<::!.:::::..<::!1

\9l'W'l'l'Wfll)"V.J('I\9lm(JeJfl ABCM 1l~)"1lJ11m(Jmm)"lJ !1~1(Jfl'W ~11lJ1fl'l'lir~\9l1lJ\9l'W'l'l'WllH'l'llfl~'U'W
q q q

.<:9 9 9J ~I I d1 Q.I 9J 'jJ.d
" f111lJl"l.:Jl"l rJ ~11'UrJ.:J\J fl fIlllJ 'Wir1'W 11'W.:J'UrJ.:JflU 1~ ~ lJ lJ rJ.:J~ 1 'W\J flfll " 'l'l Kaplan

9 ~ "" <I
ll('l~ Norton ~'l5fll)"\9l)"11lirrJ'lJfll)"'lJ)"111)"rJ.:Jflm~llJ Balance scorecard (BSC) Balance scorecard

, • I I I '31

i'irJl~'W ri1'W 11U.:J'UrJ.:Jlfl1rJ.:J1irJ~1 i'1 'Wfll)"'lJ~111)"rJ.:Jr1m~I~'W~1ll"l111m(Jl91.:Jll~1J 1995 - 1996 ~.:J
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"
lI'il'il'llw 1~tlf)1'j"\9l'j"l'il1~:IJ:IJ:IJ'B'nl~4 ~1'U~'B ~l'Uflnt~'U m~1Jl'Uf)1'jf11t11'W ~l'U[lflf{l m'~

•• <lJ

')} d ')} Q.J Q.J 42
~1'Uf)1'j"t'j" tI'U'j"fl1J'Ul\9lm 'j":IJ

<lJ

f)1'j"1~~:IJ:IJ'B~~flf{1~rl1fl11J'~.o~vh~'Ul'U'B~fl'm~UH1J1J~1~"l U'j"~fl'B1J~ltl 5 H1J1J
<;) , ,

1. ~1'Uftl'UHm'VI1~f)1'j"\9lm~ (Market share)
9J OJ ')} I

2. ~1'Uf)1'j"'j"fl1l1~flf'lltf)1 (Customer retention)

3. ~l'Uf)1'j"'1'n~flf{lhnJ (Customer acquisition)

4. f)1'j"ft~1~m1:IJVj~'V'l'B1'il1'11'[lflf{1(Customer satisfaction)
<lJ

5. flWn1fll lJb~'B~flf{l (Customer profitability)
.& Q.I ')} 9J Q..I Q.J CI.I d d ~ 9J do Q.I

C]1 ~fl n l~:IJ:IJ:IJ'B~~1'U[l flf'll m:IJn tI 'il~ f'lll:IJ ft:IJ'V'l'Uli \9l1:IJH~'Uf11'V'l'VI'il~t'j" :IJ\9l'U'VIft1 mu
q 'U q U

"<9 9 <;) _1<;)' "'''''
m'il1flm1:IJ'V'l~'V'l'Bl'il'1J'B~[lflfl1\9l1mu'1J1~m~~~'U

<lJ <lJ

(customer
retention)

(Market share)

(customer
profitability)

(Customer
acquisition)
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r;J 9:i1: Q.I 0 Q.I Q.I dt i '3J ~ d Q.I 3J 3J

\9ID-:J~'Yi'Wl'Yi'Uflfll1lJb1'1flUJflUI'JD-:J ~m -:J1:1''J1-:J'lJD-:JD-:Jflfl'J'VI'il:;;'ilIP1'Yil1l~:;;fl'J:;;'il1(J'lJDlJ~ 11~:;;fll1m
" <U <U

, "
I'ViDI~D1MlfllP1fll'JI~(J'Uf'lJm1Jflfl~1l~:;;D-:Jflfl'J (Senge P.M., quoted in Bourgeois, 1999: 284)

'I r;J ~ 111 T :JJ rI GI r;J.::::::.

Bourgeois fl mll1 fll1lJ ~ lJ l'Yi~ 1 'Yi'J Dfll'J ~lJ1:1'11J1'Jf11:1''J1-:JD-:Jfl m ~mfl IP1fll'J

"" '1J 5'1 '1J 0 OJ ~ '1JOJ ,I OJ OJ '1J OJ ,I'" ,I ') 0'

1'J(J'U'J 'il:;;IlJ 'Ufll'J 1:1''J1-:J'lJDU 1'lJ\91 'il1fllP1~'YiflUfll 'J lJ 'JU\9Il1 'lJ1flU fll'J IlJ ~ (J'UlllJ ~ -:J ~IP1(JlJ D~ll(J fl mflfl'J
<U

I d '}) ~l Q.I

ll'Yi-:Jfll'JI'J(J'U~llJ'U 2 ~fl1Jru:;; (Bourgeois, 1999: 22)
"" '1J~ ~ ~ ~ OJ , 1OJ ,I

1. fll'JI'J(J'U~ ~'U'lJ'U\9I1(low -level learning) 11J'U~fl1Jru:;;'lJD-:Jfll'JlJ'JUlJ~-:J ll~:;;

'Yi~D1Jofull~-:J1Jof'lf11!111~:;;m1lJl~DI~lJ '1 fll'JV11m1lJI6lhl'ill'U~-:J~1-:J 'lllUUfl'JDUI~lJ ll~:;;fll'J

r;J d ~ d ~I I

1'U'Ufl'J:;;Ul'U fll'j'lJD-:J D-:Jflfl'J llUUllP1lJ'VIllJ'U D(J
<lJ

d 9J ~ d 3J Q.I

2. fll'JI'j(J'U~l'U'lJ'U~-:J (high -level learning) 11J'Ufll'J1:1''J1-:Jll~:;;l''Il'JJ'U1f1l'VHl~:;;

m1lJl~11 'ill 'Ulluul 'Yi:UIm:;;fll'JI,r'U~fl'J:;;Ul'Ufll'j 1 'Yi:U'1 ~11J~(J'U "11J'il1fll~lJ
'jJ) 3J, I 'J} I

'11-:J2 ffl'U f11~ 'Ui1 -:J~11~'U ViD-:JflflH~I91'D-:JV111 MlfllP1 ll"l 'J1:;;fll'J l~ (J'Un wiT 'U\911
<U

, I"" "" 5'1 , 1 ') 0' ~ '" '1J • "" '1J~
IlJ'J(JUl1:1'lJD'UllJ'Ufll'JIl1:1'1-:J'Yi1lJ'J:;; ~(J'lf'U'il1fl1:1'-:J'VI~(exploitation of the known) ll\9lfll'JI'J(J'U~ ~'U

" "
oU'U~-:JI~'Ufll'J'ff1'Jl'ilI'ViDll1:1'1-:J'Yili1-:Jl'Yi:U '1 (exploration of the new)

Hill & Jones flci11ilTI'Jfl'ill'UiI'il'il1J'UI~lJ1Mm1lJ'ff1flUJnUfll'j1:1'~1-:J'\i1'Um1lJ~
q q U <U qJ

(knowledge - intensive) lvilJ]J1fl~'UI~D(J '1 l'UD'Wlfl\9lm1lJb1'1]J1'Jfll'Ufll'JI~(J'Uf fll'JoUlP1l~U ll~:;;

"" ~ '1J '1J , 1 ') 0' '1J '1J~ • 5'1' '1J
flUI'J(Jfl ~'lf'lJDlqj~ fll'Jll1:1'l-:J'YillJ'J:;; ~(J'lf'U'il1fl'lJDlqj~1l~:;;m1lJ~ l'YilJ '1 'il:;;flm(JlJ1llJ'UIl'Yi~-:JmH

m1lJ"1#lI1J~(JU'VI1-:Jfll'JII~-:JoU'U1MnUD-:Jflfl'J (Charles W.L. Hillll~:;; Gareth R. Jones, 1998: 319)
" .

U1ld 'VITI'Jfl 'ili''U 111'lJD-:JD!lJ1 fll"1#l~ D1:1''J1Ji1 fll'J oUlP1fll'Jfll'J mUfllJ fll'J iYD1:1'1'J
q q q

ll~:;; ~ -:Jill'U 1(Jfll1lJ 1:1':;;1P11fl'ff1'YiofU fl1'J l~ (J'Un'U D-:Jfl fl'J 'lJD-:JU1ld 'VI l~ 'Ufl UJII 'il'ff1flUJ 1 'Ufl1'J 111:1'1P1-:J
QJ q u u

OJ , lIj 'lIj ~ lIj '" 0' lIj'1J"" '1J "" '1J ~
U'VIlJ1'V1 'lJD-:JfllHlP1fll'JllD:;; ~'J 1'Vll ~'J ll~:;;I'Jl'lJ'UllP1 l'Yi'U'VID-:Jflfl'J ~1P11'J(J'U'J'Yi'JD~]Jlmr;l ~'Ufll'J

<U

l~ (J'U~ V1l1 M1:1'f111J'Ufl1'Jftfl1J 1'J :;;~U 'lf1~'lJD-:JDllJ 1 fl1~ llJn'U '1oU(J1~(JlnulI 'J :;;l~ 'UD-:Jflfl 'J IIri -:Jfl1'J
<lJ

1~(J'U~ i1D-:Jflfl'JIIUUrlll\9lfl~1-:J'il1flD-:Jflfl'J~lfl(J~oUflD~1-:J"1 'J D:;;"1'JflD~ -:J~'il:;;V111MD-:Jflfl'J~fl1Jru:;;rl
<lJ <lJ

~ll'w'U"11J"1#ll'U~illP1 fHhrfl'1'lf1fll'Jvi1'U'Yi~-:J~D Peter M. Senge l1:1''UDll'Ulm1lJ~IP1Nl'U'Yi'l1-:JiYD ~D

.::9 '9 die! '3J 'j) d ~ d ~l . ~ <lI ~ ~I ...I 9 9J
the Fifth Discipline C)$-:J'J:;;1Jl1 ~'UD-:Jflfl'Jll'Yi-:Jfll'JI'J(J'U~ 'il:;;\9ID-:JlJ1:1'-:J'VIllJ'Ul'U(J'Yi'JDfll'JHflH'U ~'Yi

"IfllP1~'UD~1'U1911fl'U 51J'J:;;fll'J flD 43
<lJ
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'Cl'm'W fl n ill1 'Wf)~\9Ill~:dj 'il 'ilU'W 'il~I~'W\9r;Jjl1l1 'W1'l1Ull1J 1J'Uf)-:jfl11lJ AI'l'Uf)-:j
q ~

fI'W ll~~~U 111J1JfI11lJAI'l'Uf)-:jfl'W I~'W 19l1f11l1'W 1'l1n fln I9lI'lff'W 1 'illl~~'VIq~m 1 lJfl11111-:j 1'W 1'Wf)-:jrlm

, '" 'J} 'J} '" 'J} '" 'J} 0 ilL 1 ' old 01 01 ""
11l1-:jfl11 11 CJ'W1 'VIflfl 'W\91f)-:jll CJ'W1 fl11 11 CJ'W1'il~'W 1 ~lJ 'Cl'fl11 IlJ ~ CJ'WlllJ ~-:jllJ 111J1J'Uf)-:jfl11lJ fll'l

qJ q 'U 'U qJ 'lI

1l~~fl11 'Cl'f)1'l1l'VI1 flf)~l-:jlJm \9IlJr--m 1l~~'U1J1'W fl1111 f{lJUJl11~lJ~l\91~11
q u

'U1J1'W fl1111-:jllN'W ~tlfl1 ~f)~1-:jlJU1~ ff'VI13N~ I~'W fl-:J~ f)~~ rl1l1 f1Jfl111U~ CJ'W~

lU 111J1J 'Uf) -:jfI1llJ AI'l l11fl h;1 ~'U 1J1'W fl1111-:j llN'W 'VIU fl-:J1'Wl1 ~ f) 'VIfl fI 'W~ 'ilQ, I-j ~ 1J 1 U 1 ~ln fl11 AI'l
~ q

~ ,
ll~ ~U BU~II1J1Jl~lJ I9l-:jU'W~1 CJ1J~ l111 ~ 11~'W rXf)-:j111~ 1CJ.uf) ~ 1fll'l ll~~ 'Cl'~1-:j1J11 CJ1fl1ftYl1 M'VIU fl-:j1'W

~ , ~
fi'W'VI1J'Vll-:jI~1J 1\9III'lCJlJl£1CJllftUlJ1UCJ lJ'ill'll1mCJ 1l~~fl11lJl9l-:j1'ilYl'il~I~1J 1\91 1'VI11~lJ'Q~U'W

q •

~ "'II] , 'J} 0' II] 1 'J} 0' II] 'J} n 1 "" II] 'n Id n 1
'VI'Wfl-:J1'Wfl ~lJ'Cl'11J11tl'Cl'11-:j'Cl'11f1f)~ ~1 l1f)-:jflm ~I'l 1'VI11~llJll1J1Jfl11lJfll'l ~lJllJ~CJ'WlllJ~-:j~

~ Q.I Q.I if I

3. 1'Cl'CJ'VIft'W11lJ

fl11lJ 1 i{CJVIftU ~ 1lJ fl 'W'il~ ~ f)-:jlJ 1 'ill fl fl11 ~ II~ ~ ~ fI'W Vj-:j~ -:jfl 'WII ~ ~ fl 'W II'l CJ~

ll~~~ fI'W 'il~ll~fl!U~ CJ'Wli{CJllftU ri1'W 1J fIfi ~ ll~~ 111m \91N~~-:jfl'W ll~~fl'W I~CJ1fl1J ~ -:j~ f)CJ1fl'il~ 111
q q

.::il ~ d.::it 1I]011l]'J} , 0', '" 'J}"'I ~ ~ 1'J} ",'J} ~
ll~ ~ llJ'W 'Cl'-:j'VIllJ 'W ~lJ ~I'l 'il1'llJ-:Jl11J1 CJ'Uf)-:jf)-:jflm 11l1-:jfl1111 CJ'W1 fI f) fl11 N~fll'l 'W l1 'VIflfl'W lJ'U f) 'Cl'UJUJ1

q q Qj q u u

~
Nfl~I'lII'lCJmftCJ'ilI'lUl ~ 'Cl'-:jrl~1lJfl'W 1J'WY1'W'il1'W 'Uf)-:jfl111~'W 11'Wri1'W l1 ~ f)~'W 1ilJ\9Ilcu q <l.9 q

~ ~.
l£1CJl1 ftU 'il~ 1 lJ mm 1 t:dhl1 'WI'l ~'W m 1~ 1111£1CJVI ftU U 'W1lJ I~ 'WYlCJf)lJ f 1J

'j) 1I1 'j/Q.I Q.I 1 ;v I 9J lrJ ...• 1 I cl cl.d? .oC'I ~ Q.I Q.J if I

'VIflfl'W'il~\9If)-:j ~1'l11Jfl11'V11'l1'W1 l1m1J11tlN1'W'U1lJ ~lJ'Cl'fl11tn-:jm'Wtl-:j fl11fl'il1'Cl'CJ'VIft'W flWfl111~~
q ~ q

, I rI 9J I ~ Q.I d Q.I 1.<:::::. Q.J Q.I 0',

'ill'llJ -:jl1 m CJ'Uf) -:jl1 'W1CJ-:j1 'W f) -:jfI m \91f) -:jfl11 fl11lJ lJ -:jlJ 'W'Uf) -:j'VI'Wfl-:J1'W 'VI'il~ Nfl'VI 'W\91f) 1'Cl'CJ'VIft'W 11lJ
q q q qJ

~
1lJ1 'l111~1V1CJ-:jU'WCJf)lJ 111 \91llJli{CJl1ftu 'Uf)-:jf)-:jrlfll1 vi 1U 'W

'" 'J}.::il '"4. fl1111CJ'WlllJ'W'VIlJ~
, , ~

YllJll ri -:jfl111~ CJ'W~1~'W lJ~Yl 4 Yl1111 11lJfl11 I~ CJ'W~lfll'l~'W f)~Nmfl1 'Wf)-:jrlm~ ~~ ~
II'lCJlfll'l~'W 1 'WflrilJ'VIUfl-:J1mh'W 1 mu 1lJ1 'l11fll'll'Q 'VI1~~1J~11111~~1J'Cl' -:jlvi1U'W YllJl1N1'Wll~~~fI'W

q U qJ 'U

;v ~I~ T o:JJQ.I ~l d§ 6i Q.J '31
\91f)-:jll 'Cl'1'l-:j\9l'WIlJ 'W1'VIf)'W 11lJ -:j1'W II ~ ~'Vll-:j1'W 1'l1CJfl'W 111J1J llJ I'lINCJ 1'VIf)1J 11 ~tl-:jl ~1'l1Jfl11lJ lf111lJ

q ~

1'1 rI i .c! 'j) .c!~ .::::! 3J ~
m1J11tl l1lJ 'Wf)-:jflm ~I'lCJlJW'W'1f1\91'UfJ-:jfl1111CJ'Wl flf)" 'Cl'n'Cl''Wl'VIft''~. ~

'Cl'n 'Cl''Wl'VIft'il ~ 'l11 CJl~fJlJ fl n ~ I'l fl11 'il1fl1J 'W~ -:jri l-:jll ~ ~ 'il1fl.u 1-:jri N~'W 1J'W II'l CJ
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"" ""5. fll'Jfll'll'bTj~1J1J

f)1'J Ill'll~~ 'J~ 1J1JI ~I 'If'UO~ 111~ ll~ l~ h!~ tl f){Y11'1J{Yh!h!IIt;)~1J 'J~ (Jf)~1 i'lh! f)1'J'" ..
I'1f)El1J{1(Ji'TIf)l'J l~~ i'Vl(Jlfl'l{y\9l{I h!m'U 1i'Jj'1~1~ "1 :JJlh! 1h! 11'1Jfl'\9l1'J'JEl fI11:lJ1.u'11 'i)(i~~I'l {hflty'UO~

.<::':'l ~ d~ 91 'jJ Q.J ci 9l ~l rI .c! 'J} ~ .&
fll'Jfll'll'Jj'~'J~1J1J f)f10 'UOlq![j(JOh!f)t;)1J fll'JI'J(Jh!?;'i)lf)U'J~{y1Jfll'Jru IW~fll'JI'J(Jh!?;'i)lf)f1h!Oh! "1 C])'~

g) 3J. I

1J f)~m~h!1ju 'i)~~h! OVrl1J 'Vlf) ~1h! Vl1J'J ~f) 01J rlh! l~ h! 'J ~ 1J1J'Uo~O~rlm f1h! l~ (J~f1h! 1~(J1'i)~ l~
'i<l '" •

m:JJl'JtlU10~rlm 11J~fll'J l~h! O~rlm m1~f)l'J l~ (Jh!nJ{ 'Vlf)f1h!#lO~nfl11:lJf1JNI'l'Jj'01J~h:lJrlh! #lo~
'" '" ., ~

{Y~1~ 'J~ 1J1Jf)1'J 1Jfi U~f)1'J (JO:lJf 1J0 V1~~ 01 i'10 ~ lIt;)~ n f) 1 'J\9l'J1'i) {YO1Jcii11h!{Yl'J ~ 'U0 ~f111:lJ I~ h! 'i)'1~

Q Q 9J 0' Q Q Q rI')J 'j) Cl.J .c!

1J'J ru 1fll'J IIh!1f111:lJ I'll'll 'Jj'~{Y'Jl~ {Y'J'J1'1lit;)~ f111:lJ I'll'll 'Jj'~11m 1~ l11'U11'l1(Jf)h! :lJfll'J 'Vll'l{Y01Jm'J ~ 'U0 ~
'" , ~

f111:lJ 'i)'1~ lit;) ~ ~'O:lJ t;)~ Oh! f) ~ 1J0 V1 ~~ ell i'10 ~ ll~ fll 'J 'i)~ 1M''Vlf) 1'1h! f 1JNI'l 'Jj'O1J-;i 1lJ rl h!11'h! n eJ1J{Y'J'J1'1'" ..
:JJlf):JJl(J llt;)~i'TI1Jfiu~~'i)~ IM'IJ{v,jr;)I h!eJ~rlm~~eJ fll'J'U,rI'l~~~.u1'l'U11~fll'Jl~m-!r'UeJ~f1h!~1h! 1l1q!

IM'l1:lJI'lI1J

iCVl'J~ E:lJ~ 1'Jj'f1~ f)ci1111 1J'VlI~(Jh!~NI'll"lml'l#lo~m)h!l1~01JeJf)f1h!1h!l1~~'" .
lJ] '9 '9 9J "" 9J "" lJ] I <V d "" 9J 0' cl "" lJ], I 9 "" 9J,::l1 ""
1:lJ1'Jj'ml'U1l'J(Jh!'JleJ~ 1J1~'Vl1'U1m'i) 1:lJ'Vlh!'Vl'i)~I'J(Jh!H)~f1mf)'i)~{YUlI{YVl'U1IU lh!fll'JI'J(Jh!'Jluh!'Vl:lJ

qJ 'U 'U u 'U

~
l1~eJVl:lJI~ (Jh!~ 11'h! 'Vlf)f1h!#leJ~11ti~tJh!f111:lJ~ rlh! #leJ~~ ~1{Y'1:lJIM'nf)l'J Vl1~ 1h!1~h! Vl:lJ 1~1 'lf~ 1~f1 h!'" . '"
~1~l1111'l(JIi:lJI1J11~1h!'UeJ~I'J11~h!m~1J1h!fll'J tl1~1h!II'l~Vl1\9l1:lJ~1~~ (stand alone) ~1M'Vlll1J

ll~ tl11~ h!m ~ 1J1h! fll'J ~ eJl~ eJ~rlh! #leJ~IM':JJl Vl1~1h! 11:lJ rlh! {Y~1~ Vlm1h! 1M'l1 U 1(J~ l~ (J1.u'eJ~ ~ ~1'1h!

lri~:JJl11:lJrlh! Ill'l {Y~1~f111:lJ Nf)~h! ~OVlfl''VlN'UO~O~rl m #lo~ IM'lfil'l fll'J l~ (Jh!~~ 'i)~VlNlh!l~h! Vl:lJ
'" '"

l~ (Jh!~~ 'i)~ 11:lJ rlh! ~ I'JJh!1i'TI f) 1'J Vl1~1h! I~ O~ ~~f111:lJ rl'11~ 'i)'UO~ O~rl f) 'J tl1 'i)~ IM'1~h! O~ rlf) 'J11M~f)1'J'" . '"

15.2 Benchmarking

OJ ~I 9J d 9 9J Q.I ~ ~ 1.<:::.1 c! I ~

o h! 'i)~ Iu h! \9lh!111J1J'Vl'i)~ I'Jj'11'l1l"lell u 'J (J1J1'Vl(J1Jf111:lJ {Y1:JJl'J tl 'U0 ~\9lh!l O~ {Y1h! Benchmarking 1'10

i'TI fll'J I h!fll'J 11'l1lt;)~ 11J~(J1JIVl(J1JNi'i \9lJl ru en 1J'1fll 'J lit;) ~ i'TI fll'J 1Jfi U~rl1J 0 ~rl m ~ m:JJl 'J tl Vl11 J{~

f) 11 l~ OU 1N t;)fll'J 11J~1JVlVl(J1J:lJ11 i'lh!fll'J 1Jf 1J1J'J~O~rl m 'U0 ~\9lh!l~ 0 ~~ ~f111:lJ I~ h!li'i fl''Vll~ 'Ii'J fi 'i)
q q, 'U q

llt;)~ Best Practices ~O i'TIfll'J1Jfiu~~Vl11M'o~rlm1J'J~{y1Jfl11:lJrl'11~'i) l1~Om'i)f)ci111J{11 ~O

iTIfll'J~Vl11M'o~rlm~fI11:lJl~h!li'ifl' f)ci11~O m~1J1h!fll'JVl1 Benchmarking U111J~fll'Jf1h!l"l1J~~
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~I "l 9J, I '" OJ'" 11)9Jcj d '~I ~ 9Jd ~I 0
llJhl Benchmark l1'Jtl ~lJ{]1J\91I\91\91'Vlb!WJlllJhl!mUel~~'VlllJhl Benchmark 'ff1:JJl'Ji:l\91tl1JfI1m:!-H11

I I I 'jJ I

1~11 Best Practices 111tll~ tl1'JtJ 5u~Yi~Yi b!\91~h.h1 tJ~fl11:JJl~hl l~fnr hll'lJ1Vl1I~ tl~N I'J 91~
"U"ff\91~m1:JJ-ff:JJvrhl1i1~~~iJ

=C:n'hm~=

~ ~ d c::: GJ '1l ~d ~ Q.J~

15.2.2 Benchmark 11:JJltli:l~ 'lJhl\91tlhl 'Vll11hl'J~1J1J!hlfl1'J flhi .•; -; fIi tl1'J Uhl1tJ {] 1J\91
I 1 I I , I I V

Uel~m ~1J1hltl1'JYi~Yi"ff\91tl~l~~ tlllJ tl~ Uel~U 1ri1hl Yi~:JJl! o{ftJ~1JUel~l'lll Uhl fl1'J \911:JJff~Yi~Yi"ff\91Uhl
q q

, ,
d1 d Q.I 9J 9J .::::,. QQ.I d1 ~I 9109 0

9f~ David T.Keams tl \91\9111111hl1 fl ru ~ ~ 1J'J1111 'lJtl ~1J'JEl'Vl Xerox 9f~ l lJ hl ~ hl1 ! hl 011 'Vl1~ ~

Benchmark ~iJm1:JJ~\91lMW'lfW~tl1tlhll1 tl1'JVl1 Benchmark l~hlm~1J1hltl1'J~m~tl~!hltl1'J1\91

~~\91Jlru~ 1J1011 Uel~tl1'Jl'llIUhl ~lhl 'lJtl~1i'Jfl'il ltJ~ tl1JlYitl1Jtl1J~U~~~l.u:JJU~~~ "ff\91111tl1J1ld'Vl~
q ~ q

1~~1Jtl1'Jtltl:JJ~1Jl1l~hl~U1!hlf;J\91"ff111m'J:JJ ~~'iI~iJri1hltJ'J~Otl1J~rl1r1ty (Key Elements) 3 ~lhl

rltl 0111\91 ltJ~tl1JlYitl1J Uel~ m1:JJ~tll~tl~

d rI ....•1 9 'j} 0 I .c:! did d1
15.2.3 !1J~ fI1'Jeltll'~ !'lffl111 "fl1'J!'Vltl1J!fltl~ - U'lJ~\91"U'VlhlBenchmarking 9f~

~! tt fl11:JJ11:JJ1tI"fftl\91fl~ tl~tlhl 1\91tloci 1111!~ hlm ~1J1hl tl1'J ~!~ tl1.u tl~tl1J lJ'U.ij tI 3 tJ 'J~tl1'J rl tl

oj 0' "I
(1m fI1'Jeltl~ 2544: 21 - 22)

1. fl1'J! tJ~tl1J!Yitl1JtJ'J~ ff'VlTI fllVl Uel~m ~1J1hl tl1'J tl1J19l1tl~1~~~ 'J1:JJ~ ~
, "

fl1'J!~ tlhl fYil \91\9lI~hl'il1019l1tl~1~Uhl '1

2. f11'J"ffU1J"ffhlhl! ~!fl\91m~1J1hl fl1'J!~ tlhl~~ 'iI~U11tJrifl1'J"ff~l~flru fhWl
q '\I qj q

9J 'j) Q,.I '"' I Q.I ...• I ' , ~
el0fl1\911t1fl1'JVll'lJhl1Uel~lJ'J1JlJ'J~tltl1~\91tl!hltl~
~ q

~I OJ ~ 0 OJ d •. ~ 9J 0' oj oj i d
3. tl1'J!lJhl111 !'ilmfltu'Vl'il~'lf1t1 !l1tl~flm"ff1:JJlHllel~ll1hl !tltl1"ff'Vl'il~

"
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'illf1m1:lJfl~ I~ U 'UD,nT f11'lflf11'J'Ylmcn'lTw Dl'il'V'lD'ff'JJJ 1 ~il
q

I d1 Q.J e:::.1 t::.i Q.J d ~
Benchmarking U 1 'il:;;'YllJ 1 tI tl ~ f1'J :;;'U1 U f11'J 1 ~ IIfl :;;IJJ 'J tI 'U1'VltI 'Uf1'UD ~ 'fl f1'J 'Vl

mlJ1'JtlY111~~f1il !!fl:;;U lNflf1l'J IJJ~ tI'Ul¥itl'UlJ1 1 '*1 U f11'JJJf'UJJ'J ~D~flm'UD~I'lU!v1DG]htl~WJu 1
q

i1f1t1fll'V'l'UD~'Ii'Jfl 'ilmh~1 ~U 'J JJ'Ii 'J'JlJ!!fl:;;~ DIdD~
q 'U

Benchmarking 'YllJ1t1(i~ m:;;'U1U f11'JIJJ~ tI'U l¥itl'U'Yl~Dl~ Nfl N~I'lJlru qf 'U1f11'J

!!fl:;;f11'J ~ll'UU ~lU 'UD~D~fl mfi!! 'll~'Yl~D ~U 1'V11~'Ii'Jfl 'il ~lJJJ 'J:;;ff'Vln fll'V'l !!fl:;;JJ'J:;;'ff'U Nflrlll~ 'il~
'U 'U q

~f1il1~tl11'fl'Jl:;;11' I'lUID~illJ'il~riDUllfl:;; 'il~II~~D~l~ 1 ~ IrlDIJJ~ tI'Ul¥itl'Utl'UD~flf1'J~U 1UJJ'J:;;lil'Vl
q q

~ ,

I~ tl1tlU 'V'lfDlJt1~~ 'ill'Jru 1 'ffl 1'YlI'l¥i Y111MI~U 'il~ riDU 1l1l1u lNfl'U D~f11'J IJJ~ tI'Ul¥itl'UlJ 11 '*1 U f11'J
q q

",IQ.l ,..1 Q.J d G) 'j) Q.J d .::S ~ , if I I ~ if d ~I 31
1J'J'U1J'J ~!!fl:;;'V'lWJmD~'flm'UD~I'lU I'Yl'Vl~1'VltllJ'Yl'JD!'Y1UDmlD~'flm'fl!!'U~ 'Yl'JDD~'flm'VlI1JUI'lU!!'U'U

q 'U

lv1mJ ~rimllJl ~U I~ rrl U 'Ii'J fl'il 1 ~ tllJll'ltlJJ 'J:;;'ff~flmrf1 ¥iD ~D~f11'J~WJm!!fl:;; JJf 'UJJH'fl rufll'V'l'UD~
Q qj Q q q q

I 'I 'j/ I

D~flmD~l~~ Dli'1D~ I-WDI~lJJJ 'J:;;ff'Vln fll'V'll U f1U~ 1!11u ~lU 'J1lJt1~I~lJ~~mllJmlJ1'Jtll U f11'J

11'll'l<UU 'UD~ D~ fl m rlU 'il:;;U 11 JJ ~f11'J fl ~ ~ U 'VJU!!fl:;; fill '*~ lt1~ 1~ "1 'l51t1!~lJ JJ 'J :;;ff'Vln fll'V'l!! fl:;;
~

1'Vl'fllJ'fll Wll'J'U1'Yll'J'UD~D~flml MlJJJ'J:;;ff'Vlnfll'V'l~~~U f11'JY11 Benchmarking ~~11Jl'l5I~Uf11'J

I~ tlU II 'U'U111~ ~~uJJB1J~ll~ I~ U f11'J ftf1'I:Jlllfl:;; flU 'flll111f11'JJJ B1J~~~~i!~'illf1 D~fl f1'J~ll'll ~'Yl~ D

" "" 9 '})Q '}) 9 0, I "9 '})9 '}) w"
D~'flmflltlUDf1 I'V'lD1'Y1lf1~mllJl'Ul 1'il!!fl:;;UllJ11J'J:;;tlf11'l l'lf 1'Yl!'Y1lJ1:;;'fflJf1'UD~'flm'UD~I'lU

q



,
.::t

1J 'YI 'YI 3

fllj ftfl'tJ 1ft 'Wfll1~ ffj ~ I~ tJ ~ UlI <UCJ~ri tJ1MIfl \9lfl 111.1ffllJ1j 111'Wfllj U~~.u 'W'lJtJ~li j flll
q

'YIa f)'vd' 'j/'j~ I1J'W1TIfllj ftfl'tlll ~ ~1 <UCJ1 \9lCJlJ1\9111tl j ~ ff ~rl~ 11~ ftfl'tJ 1m l1.1~\9lIli'W'lJtJ~'j/'j11fl ~1'W'lJtJ~
q

'IJ1'El'Vl'YIafl'Vlf'j/'j~fl1J!S~ (tlj~I'Vlft''VlCJ) ~ltl\9l (1.1'YIl'l5'W) ~lJ~tJUlI<UCJ~ci~N1;1~tJm11.1ff11.1U111'W
j) I :JI 'jJ

fl1j II~ ~.u'W'lJtJ~ flll fl1j 11~Vitl Bu~1 'WUlI ~u 'W111;1~ fl 111.1fl1\9l'YI1~1 'WtJ'W1fl\9111~1'111'M ci~o\f tJlqj1;11'Wfl1j
.:2 Q ~ , ~:JJ n. I Q 'j) .Q..Q. 1 'JJ& lfJ 'j) 0

ftfl'tJ1U1;1~1Im1~'YIlJ1111fl 2 Im1;1~ fltJ 'lJtJ1.11;1u'\J"1Jj'l1.1U1;1~'lJtJ1.11;1'Vl\9lCJfl1.1\9lCJNftfl'tJ11\9lf11'Y1'W\9l
q,J d.lI <U 'U q 'U qJ

m tJ'IJ U1;1~ U'W1'Vl1~ 1 'Wfllj ~ 1111'Wfllj ftfl'tJ 1 l~ tJ1M'IJj j 1;1\9111.11\9111tl j ~ ff ~rl'lJtJ~ flljftfl'tll ~ ~lJ
q q

>J

j1CJ1;1~I~CJ\9l'lJtJ~lTI~1111'Wfllj ftfl'tll~~~tJ , tl1'1

1.1 1.1 'j ~'If1fl 'j (Population) H{U ri ~ 1 'W1'W 'j/'j11fl ~ 1 'Wtl j ~ ~ 1 ff1 11fl ~ 1 'W1'Y1tY 'lJtJ ~
, >J,

'IJ1'El'Vl'YIafl'Vlf'V~ufl1.1IS~ (tlj~I'Vlft''VlCJ ) ~ltl\9l (1.1'YIl'l5'W) ViI1J'WH'lJ1'Y1Uj~;{';J\9t'W~'W'tl ~~I1J'W
<U

'IJflfl1;1~fl1WJ1lJci1'W111.1l'Wfln'IJ1'Y11jU1;1~tl1'Y1'W\9l'W1CJ'lJ1CJ'lJtJ~'IJ1'El'Vl ~1'W1'W 33 fl'W \9111.1
q

1.2 'U'UlVlPl1el[h-:i (Sample Size) 'lJ'W1\9l'lJtJ~1911mh~~I~I'Wfl1jftfl'tJ1lJ~1'W1'Wl'vhtl'IJ
>J

tlj~'l51ml1~'\11.1\9l ~tJ 33 f1'W 1\9lCJflci1.11911mh~~~1fl1jl~'IJj1m11.1'~lJ~1'W1'W 33 fl'W
q
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, ,. 3J 3J

~ "I "I "I "I "" 'I 91'1 0 -'l '" "" 'I 912.1 fl1'nT'jl~!f1·H),n.J6 l'fl'Hl-:J1Hl'Vl!'lf !'Wfl11'Vl1fl'f)'hJ1f1H'W'j)~!'lf U1J1J1Hl'lH1UJ

(Questionnaire) ~l~'Wf11'hJ11 vw 'l 'W1;rf)'hJ'ill~m1 'l ~r'nmJ~UU1J1JVH1'lJn'W 'l 'W'I.f~U1J1J~tl1JmlJ \9l1lJ

U 'J~l~'W m tl1J'fll1lJ~~'Utl-:Jm'J ftf)'hJ l~il1l'1 'W~ 11 l~tl~tl1JmlJl~Hh'Jl'j)l~tnn1J1~~1Jfll1lJ

~~l~'W'Utl~Vfwm1'W 1J~1:l'Vl'M~f)'Vlf'W6 illJlS~ (U'J~l'Vlfl'l'VlCJ ) ~ln~ (lJ'M1'lf'W ) ~iJ~tl1]'j).ijCJ~tltl
'JJ , ,

'l ~ lil~ 'fll1lJ~1lJ11 11'l 'Wf) 11 U~~~'W 'Utl -:J1I1 il 'j)f1~l1 U Bu~'l 'W1] 'j)~u 'WUn~l1'fl1~ 'Ml-:J 'l 'Wtl'W 1'fl \9l

U1J1J~tl1JmlJ~~f)rill111J-:Jtltlf)l~'W 3 ril'W~tl

iJ~f)'hJ 'ill~fl1mlJ 'l 'WU1J1J~tl1J1l1lJU 1J1J'Mn 1CJI911l~tlf)

1:Y1'Wl12 f)11ff111'j)1~~1Jm1lJ~~l~'W~iJ~tliJ'j).ijCJ~tltl 'l,rlil~m1lJ~1lJ111l 'l'Wf)11

'fl~U'W'W5

'fl~U'W'W4

'fl~U'W'W3

'fl~U'W'W2 'MlJ1CJG-:J 11Jl~'W¢11CJ

'fl~U'W'W 1 'MlJ1CJG-:J 11Jl~'W¢11CJtl~1-:Jt-:J

ril'W~ 3 .u'm~'Wtlu'W~un~'fll1lJ~~l~'Wl~lJl~lJff1'Mf1J1]'j).ijCJ~'W 'l ~iJNn~tlm1lJ

mlJ111l 'l 'Wf)11u~-:J~'W¢11'W~'W 'l ~-:JiJNn~tlm1lJff1l~'j)'Utl-:Jil'j)f)11

iJ~ f)'hJ'ill~fl1mlJ 'l 'WU1J1J~tl1JmlJ~'l ~l~'WU 1J1JUn 1m1J~

" 'JJ
,~~ e§ ~& Q.JQ

(validity) Un~ f)11\9l1 1'j)~tl1Jm1lJ'W1l'lftllltl'Utl-:Jlm tl-:JlJtlfl'f)'hll (Reliability) ~-:J'W

, 'JJ
'1J.:::! ~ ~

\!f)\9ltl-:Jl'VlCJ-:J\9l1-:Jl'If-:Jl'Wtl'M1 (Content validity)
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NftfnJ 11~I9l1!'Wl-l fll';j lfhJ ';j11J ';jl:JJ.u tJ:JJ1:I'UlflU 1J1J1:YtJ1J1l1:JJ~ ll'lri~l11Unflci:JJ \9l1mh~
<U <U q

, ~
fl1:JJ~1l-l1l-lVlI~'Ulflfll';j~:JJ\9l1mh~ U1:I~.utJ'lqj1:l'Ulmmci~..utJ'lqj1:l~1~ "1 ~~.w

3.1 .u811tl'YI~rJili1 ~tJ ..utJ:JJ1:I~I~f1J'Ulflfll';ili'mlll'Viir~iltJ 19l1';jl mfl1:YU'Vll~l'lflfll';j
'U ClI qJ CU

..:::::. Q.I d d 9J Q.I ''1l.Q cl .Q d 'j)J!:!i 0 cl <j} ;;,

1J'VIfl11:JJ ~1l-l1'UV'VIlflV1'1JtJ~fll-l U1:I~ U'Vi1:l~'1JtJ:JJ1:ItJl1:lfl'VI';jtJl-lfl1:YHfl'flfn'U~'VIlfll';jlfl1J'1JtJ:JJ1:I I'l~UI'l
<U <U <U

ll-lVl 15 mfl{Jlfl:JJ - 31 iY~'Vilfl:JJ 2546

'lI _I '" '" ~ d c:j Ii] ~ ''''' 13.2 'lJ811tlu&illilll f1tJ '1JtJ:JJ1:I'UlflU1J1J1:YtJ1Jm:JJ'VIlfl1J';j11J';j1:JJ!\9l'Ulflfl1:l:JJmtJV1~ \9lV
'U <J\9 qJ QJ Q

~ ,

l11flljln1J';j11J';j1:JJ..utJ:JJ1:Imfl1:Yl-ll:JJ\9l~U~ll-lVl 9 f1l-lV1Vl-l - 20 f1l-lVlVl-l 25461\9lvI9l1n1l-lfll';jl~l-l
<U

(U';j~l'VIfl'I'VIV) ~1f1\9l (:JJ'Vil'lfl-l ) l11fll';jrll';j1'Ufl11:JJ~\9ll~l-l'UlflU';j~'lflfl';jflci:JJl1Jl'Vi:JJlV'Ulfl
q

U1J1J1:YtJ1Jm:JJ~rll'Vi l-l\9l U1:I~l11flU ';j11J';j1:JJU1J1J1:YtJ1Jm:JJ~ I ~~ll Ul-l fll';j U~l 111Nftfl'!:J1
<U

91& 0 d 'j) d
2. Hfl'flfn'Vllfll';j I'l';j1'U1:YtJ1JfIdl:JJ 1:Y:JJ1J';jill U1:1~ ';j11J ';jl:JJ'1JtJ:JJ1:1'UlflU 1J1J1:YtJ1Jm:JJ 'VI

<U <U <U

Ii]~'" '" 0 ~ dli]~'" ~ _I ~ '" 0'1 9~
!\9lnl fl1:l1J U1:I~ l-ll'1JtJ:JJ 1:1'VI!\9l';j1Jl'1Jl';j ~ 1J1Jfl';j ~ 1J1l-l flUu';j ~:JJ11:1r11:1\9l1VfI tJ:JJI'll lll'ltJ';j \9lV! 'If

<U

1umm:JJrlll~'U';j1J SPSS 11.0 (Statistic for the social science for window)
<U

o "" ad_I Ii] ~ 'LI 0 c:j _I
3. l-llrl1:lfl1';j1lfl';jl~'Vi'VIu';j~:JJ11:1 !\9l"'Ulfl !u';jUfl';j:JJ1:YllH';ju SPSS 11.0 for

<U

~
Windows IU~llUl-lfll';jfl1:JJ.ul-ll'ltJl-lfl1';jftmn

~
fl1';jllfl';jl~M..utJ:JJ1:I1~~llUl-l fl1';j~~~tJ I U.w

<U
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~ 6'11 ,d ,d <jJ d
4.2 llf1':il~'I1'UeJ\l~'I11fllliHU.J (X) 1I~~tll'UI'l.I£J'iI'lJ'j.U.ll~':i~l'U (SD.) 'ULl'l'ULllq![l'Vl

!1I 'WUl1.n V~ 1'W vll '1 "l ~ lJ v.J[l vi Llfl 11lJ 'ff1:1Jl 'J fll 'Wtll'J!! ~ 'l'lJ 'W'ULl'l f111f1 n \9l1lJ fl 1 llJ fl \9l!~ 'W'ULl'1

'WirfNl'Wf1rilJI911ml1'l !!b1'\9l'lI~I'l'l\9l1'Jl'l~ 4.2 - 4.16
q



,
.:\

un't1 4

" " .
f111fhl'l:11?1\-lf1~lB{1'1~fl'~' ~i'itlvh-l ~fnHl!~I~~f1111>O CJ~~ 1~19l11ih.!f1111~1J111J11:!J

'U

I • ,31

qJ'tl:!Jilvh~'U f111:!J~~1~'U 'Oltltl~:!J19l1tlVwVil~'U'Vnr m1'Uu1~ ~l'~lir m1'U '1'Vlill Viii\9l111r'ni~l9l~ll~
'U q U

"~1J1'Vl111~l'1mi''U~'U'u 'Utl~ 1J1'1:lVl'Vl~tlVli''WcJf1:!Jl~~ (U1~IVlfl'VlCJ) ~ln~(:!J'Vl1')j"'U) 1~CJii
'U

'I 'JJ I

1\91Q U 1~{1'~f11liltlftmJ 1~ ~11'0>ijCJViri ~Nil ~ tl m1:!J m:!Jl1 1:)'1'Uf11111~ ~'1l'U'Utl~ f1'0f111 v1~ ViU iJ u~'1 'U

1I'O'Ou'Uml~m1:!Jm~'Vl1~ 1'Utl'U1f1\911~CJotJtl:!Jiltl~:!J~lT~)V1~ii~1'U1'U33 f1'U
q 'U q

'jJ~ lrJ '3l 0 9J d d 0 ~ if .=..=. 1 ,I 'J}

Nfltl1l1 !~ 'U1'Utl:!Jil Vlltl1J 1TlJ1 1:!J:!Jl'V1l11m 1~ 'Vl'V1l~{1'1:)\91 ~CJt111u 1~:!J1il Nil ~ 1CJ
'U 'U

'" 0', , I 0 cl , I '" '"1 ~ 1J1Jf1tl:!J 'W11\91tl 1 !u 111tl1:!J {1'111'01 u Vl1 ~{1'1:)\91SPSS for windows (Statistical for the social
'U

.& .=. Q c(lf131~1 I evd
science for window) G]f~{1'1:!Jl1t1tl1ilJlCJNilf11111m1~'Vll~lu'U 2 {1'1'U ~~'U

.=. ,fQ.J I (l.I' Q.I ,

1. Nil f11111f111~'VliltltJUl~ {1'1'U1Jf1f1il'Utl~'W'Utl~l'U tlil :!J\911tlCJ1~
q q

2. Nilf11111m1~r11~I'11Jm1:!J~m~'U~ii~tl1l 'O>OCJ~ntl1r1'1f1~m11!m:!Jl1t11 'Uf111

"II~~'1l'U'Utl~fl'Of111 v1~1'U11'0'OU'Ullil~m1:!Jf11~'Vl1~ 1'Utl'U 1f1\91
q

~ GI 0 Q d'jJ

llil~ 1'Wtlm1:!J{1'~~1tl !'Uf111'U1W'Utl Nilf11111m1~'Vl 'Utl:!Jil
'U

"
'Vn~{1'()~:!Jll ~ 1'1~i'i

n

X

S.D. ~1{h'UdJCJ~I1J'U:!Jl\911]1'U(Standard Deviation)
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111J

emJ•
\9'hf11125 11
25 - 3411

35 - 4411

111J

1911f111U1qjqjl\9l~

U1qjqjl\9l~

U1UJUJll'Vlu u

111J

111J

20
13

33

o
11

22

o

33

·0

10

23

o

33

18

11

4

33

60.6

39.4

100.0

0.0

33.3

66.7

0.0

100.0

0.0

30.3

69.7

0.0

100.0

54.5

33.3

12.1

100.0
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.d
\innrV14.1 (~B)

OJ , OJ

'llll-.l1l-.1
j.I

i:lfl1l W~ i:l'1l-.1'lJfl fl i:l'U~ -:j'W l-.Ifl-:j m ~~[Ji:l~•
~ 1 [J -.1m1l-.1Vi ll! 'tiU -:j-:jlUU iI iI Ul-.I••

~lfll1 3 11 17 51.5

3~611 16 48.5

7-911 0 0.0

"10 l1~'Ul11 0 0.0

'J1:JJ 33 100.0
- ~

.d 99Jd' 9J , 9 'dt 9J
'Il1fl\911'J1-:J'Vl4.1 H1Hl-:J !'YHVI'U11 N\91B'lJH'lJ'lJbl'B1Hl1:JJbl'1'U !VlUll'lJ'Ul'Vlfl''lf1V'JBV~~

~ u

60.6 l~'U~lJmVmh~Vll1-:J 35 - 44 11 l~'Ud1'U'lm:U ~BV~~ 66.7 d1'U~milBlJmVB~'J~Vll1-:J
'U q ClJ u q 'U

25 - 3411 1:JlJ~~lJmV~lfll1 2511 Vl1B bl'-:Jfll1 4411 'll'lJfll'JftmJ1'J~I9l'lJll~U1U111'Vl:JJlfl~bl'\91
'U q <u u u q

~BV~~ 68.0 d1'U~milB'Il'lJll~U1U11\91j 1:JlJ'J~I9l'lJ~lfll111~U1U11\91j Vl1B bl'-:Jfll111~U1U111'Vl l~'Uuu uu 'U uu

2. ~Hlfl1111 r111~lh~~1Jr1111JflVlI M'U~ij~elif<U~t1~rlell 'iiIf1Vlr1111Jtll1J11t11 'U

fl1111,j~<u'U'Uel~f1<Ufl11i~l'U if<U<UU'UII~~r1111JmVl'VrJ~1'Uel'Ulr1Vl•

" .
flU llfl 'J 1~ rf fi 1bl'il~ l1JB-:J\9l''U'1JB -:JU 'IlrijvVi nB'l11lfl\91fI 11:JJ b1'1:JJl'Jtlt 'Ufll'J H~ -:J~'U'1JB-:J

'fi 'J fl 'IlVi~ fl'Vl1'Vl6\911:JJfI 11:JJ fi ~ n~'U'1JB-:J'VltTfl -:J1'Ufl ri:JJA1B ~1-:J 1 ~ v 'l ~lflW cvlfi 1m ~ V'Vl1-:Jl~ '1JfI W \91
q q

Hbl'\91-:J'l11l~ 'U11'VlflU 'IlrijVlJ N~~B fI 11:JJb1'1:JJl'Jtl 'Vll-:Jfll'JH ~ -:J~'U '1JB-:Jfl'Ilfll'J (\911'J1-:J~ 4.16) 1\91v
q

~ w 9J ') ') "" .d 9J "'1 9 9J
U'Il'llV\911'Ul'Vlfl!'U I~Vb1'1'Jbl''Ul'Vlfl' (\911'J1-:J'Vl4.9) H~~ \911'Ufll'J\91B'lJbl''UB-:JflJ1:JJ'Vl-:J'Vltl!'Il'Utl-:JClflfll~

, , "
(\911'J1-:JVl 4.14) lJ N~ ~ tl fI 11:JJ b1'1:JJl'J tl 'Utl-:Jfl 'Ilfll'J:JJlfl Vl bl'\9111-:J'l 'UU 'Il'Il11'U H~~ fI 11:JJfIl\91V1l-:J'l 'U

q q

& ~ ~ 9 d
tl'U1f1\91 9f-:JN~fll'J1lm1~VlHbl'\91-:J!'U \911'J1-:J'Vl4.2 - 4.16
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ifll'il1J'W ( Actual).

(n) (n) (n) (n) (n)

fI1111i'llVl'tfl~ (Expectation)

Ill'\.! Ill'\.! 11i 11i 11i

X 2 S.D.,

Uh
tlciN v

V11J )

1J~
(n) (n) (n) (n) (n)

(2) (30) (I) 4.03 0.305 lJ1f) (7) (24) (2) 4.15 0.508 lJ1f)

lfftlllrnf fll'jf)\l!!i'1:;lih,..UJltl 6.10 90.9 3.0

l~\Jml'eJ~!!i'1:; !VllJ1:; fflJ 1'l1lJ

(3) 21.2 72.7 6.1 (I)

- 4.00 0.433 lJlf) (5) (27) (I)

" , ~fffll1:;! 11~HleJlJf1l'j II'U.:J'U'U

2. 1J~hJ'VI'UeJ~'Vh'Ut1JI')1vf1lff'l'li'

'Vh'UiJ ri 1 'U~'JlJ 'I'Uf)l'.ifll VI'UI')

lfftlllrnf fll'jf)\l!!i'1:;l'I'hVllJltl

(3) (27) (3) -

9.1 81.8 9.1 (4) 15.2 81.8 3.0

4.12 0.415 lJlf)

(2)

(I) (30) (2) 3.97 0.305 lJlf) (3) (30) - 4.09 0.292 lJlf)

4.06 0.429 lJlf) (7) (24) (2)

fIl'jf)\lI!i'1:;lillVllJ1t1 !~'U~l'1'il 3.0 90.9 6.1

'I\l!Ii'1:;f1Jf 'UeJ.:J1!fli'1lf)'j '\Ij f)~htl

4. !!rft.Nl'Ul'wmhtl.:Jl'U'UeJ.:J'Vh'U (4) (27) (2)

iJmllJfflJvr'U1jl~eJlJ lt1~n1J 12.1 81.8 6.1

IillVllJ 1t1~1eJ.:J1J~hJ'VI

(5)

(2)

9.1 90.9 -

21.2 72.7 6.1

(3)

4.15 0.508 lJlf)

(I)

4.15 0.364 lJ1f) (6) (26) (1)5. lfftlllrnl fll'jf)\lIIi'1:;tillVllJltl

'UeJ.:J1J~lJ'VIiJ ffl'U'lhtl 'I'Ii'f1l'j

1'111'U'Ulj'j f)\lU 'j:; ff1JmllJ rll!~ \l

(5) (28) -

15.2 84.8 - - (1 )

4.04 0.367 :IJlfl

18.2 78.8 3.0 -

4.15 0.442 lJ1f)

- (I)

4.13 0.433 :IJlfl

"'il1fWn'j"1~Vi 4.2 m:JJlnlmJJN];lfl1'j"1!m1:;:;11''j":;:;I9l'lJm11J~~!'l1'W 1~I91~iJ.
fl1'j"JJBlJ~1'W1h~1J'W V'l'lJi11J'il.ijCJ~1'Wl1:Y(J'I1ilU V¥'W1ifl'ilH];l:;:;dh'l1:JJlCJ ijN];l~f)m11J

m:JJl'j"f11'Wfl1'j"H~~.u'W'lJf)~fl'ilfl1'j":JJlfl (X 1 = 4.04) l~CJf)~r1JJ'j":;:;flf)'lJ~ijNm'hl9l'lJ 1 ~f) l1:YCJVlilU

V¥'W1ifl'il H];l~:a111'11:JJlCJ'lJf)·m ~ 1J'V1 ij ril'W 'If'W 1Mfl1 'j"~ 1!'O''W1i'j"fl 'ilJJ 'j":;:;];\''lJm11J rl11 j 'il H];l:;:;thl9l'lJ 2.



54

~Dfll1lJ{'(lm'Hlh..lfll·Ht~-:JoU1-J'lJD-:Jf)'ilf)l1mf) ( Xc = 4.13) t'lf1-Jf11-Jllil(JD-:JflD1:;:;f)D1J~i1r-H'1

tl1~1J 1 i1 3 'll'D lJlHn 1J1\1'VI1Jlo1111-J1il11:lm1rnf fIl1f)'ilH[):;:;t11111m(J1Jli1f)I9i'D-:JH[):;:;mm:;:;{'(lJ
qJ

\9l1lJ{,(fIl1:;:;Hllilt1'DlJm1H~-:JoU1-J ril1-Jaf) 2 'll'D EJ-:Jfl-:Jt~1-J11:lm1fnJ Yr1-J'lif)'ilH[):;:;t11111:iJl(J'lJD-:J1J1EJ'VI

i1 ril1-J 'lfl(J111' f)T:! ~ 1ttJ1-J 'Ii1f) 'ilD 1:;:;{'(1Jfll1lJ ~lth H[):;:;HN1-J-:J11-J'lJD-:Jl1t.hcq 1~1 nfl11lJ 1:llJYrmi
q

t~DlJ 1(J-:Jf11Jt11111:iJl(J'lJD-:J1J1EJ'VI
. " .

fll1 Vi N[)f) n1tm l:;:;~t~1-J ~-:Jil Dl'iltU D-:J:iJl'il1f)'JAIl! f)-:J11-Jf)~lJI911D cl1-:Ji1\9l1H1111-:J-:J11-J
q

t~ 1-JN'1J11111 'il1f) 11m (J11111(J-:J11-J~ nril1-J ~ llJ 11-Jfll 10 1111-J1il1-J1(J1J 1(JH[):;:;HN1-J-:J11-J11-J1:;:;~1J 1J1 EJ'VI
qJ

~ Q.I T .&:JJ tit 3J 'J) Q.I ~Q.I IV if _~ cI..di q 'J}

111D 1~1il1J111-Jl(J-:J11-J C1H'il:;:;\9lD-:J111{'(Dlilfl[)D-:Jf)1Jl{'((J'VIfl'1-JH[):;:;!lJ111:iJl(J'lJD-:JD-:Jflm t'JAID111fll1

~htJ 1-J-:J11-Jt~lJ1 D11-JH1-Jl'Vll-:Jt~(Jlf1lJ H[):;:;111'1J1 1 [)l\9li1D 1:;:;{'(-:Jfl'lJD-:JD-:Jflm 'JAIl!f)-:J11-Jf)~lJI911D~1-:J
q q q

ill'i
X 2 S.D.,

(ill

tJrh~ ~
Vi'll )

[)~

mlllfllV1'Yrr~ (Expectation)

Illll Illll 1:J 1:J I 1:J
91 iI ,.::< r;:::r -

Vll0 Vll0 !Ill Illll I'Yill
Xl S.D·1

nl'J enh~
( ~l

Ull,\pJ'W ( Actual)

!'I'lll Illll 1:J 1:J 1:J

(n) (n) (n) (n) (n) (n) (n) (n) (n) (n)

0/0 % % % 0/0 0/0 % % % 0/0

- 4.18 0.392 lJlfl (10) (23) - - 4.30 0.467 l.I1fl

- 4.12 0.485 lJlfl (10) (23) -

Q.I :v a'..d
flUfll'J ft''J l~flft~'l1 jj IVHl fll'J

u.u~.u'W
2. U~rJ'l1'U1'l~Vil'WnflmHu

_Id "'9 " ,,~
tufttJ'Wflft~'l1jj ~lW1'l\01f1ft1'l~flU

ft'fIl'V'H 11\01t1'1'llJ~t 1J~ tJ'Wu1J ft~

18.2 81.8 -

(6) (25) (2)

18.2 75.8 6.1

- (I )

- (2)

30.3 69.7 -

30.3 69.7 -

- (I)

- 4.30 0.467 l.I1fl

- (I) ViIl\01

,
1'l~\01ft1'l\01nm

3. Vil'WnmllJ{mlWolllhl'Wfll'J (2) (23) (8) - 3.82 0.528 111fl (2) (30) (1) - 4.03 0.305 l.I1fl

'"11m l~l1llft~ fll'J 11~IIN'W

'" ~I • d
flft~'l1jjIU'W1'ltJN\01

6.1 69.7 24.2 - (4) 6.1 90.9 3.0

i
(3)
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d
\91THnl 4.3 (~tl)

ihl'iJUh! ( Actual)

''"hi ''"hi ,)] ,)] ,)]
f11111fl1Y1lrJ'I (Expectation)

''"hi ''"hi ,)] ,)] ,)]

(~h
fldH v I!'lJ~

VltJ )

!I;j f.I~

v\'1£J v\'1£J IIU l,"hI ''"hi -
X 2 S.D.,

f)l'j

f.I~

X I S.D.,
1)1";) fldl;j

(~h

" "I'I'ihl nm

(n) (n) (n) (n) (n) (n) (n) (n) In;' (n)

0/0 % % % 0/0 0/0 % % % 0/0

4. vil'Wnri1'W~llJh.jfll'jfhMl.jVl (2) (19) (12) - - 3.70 0.585 lJlfl (5) (25) (3) - - 4.06 0.496 lJlfl

6.1 57.6 36.4 - - (5) 15.2 75.8 9.1 - - (2)

5. 1J1El'VI'IJil;jvil'WnIlN'WU~U~fll1' (2) (27) (3) (1) - 3.91 0.522 lJlfl (5) (26) (1) (1) - 4.06 0.556 lJlfl

d 0 ~ 0 ""'"'VImlJl l' ()'Wlfll1~'VIlilJ1Vlll'W'W

f111'll'1'ilVNnU1':;ir'VI1lNl1

6.1 81.8 9.1 3.0 (3) 15.2 78.8 3.0 3.0 (2)

, .;
i'Illll~£J 3.95 0.502 lnfl 4.15 0.458 lnf1

"'il1fl\91l'Jl~Vi 4.3 {1'11J1'j'f1{1''j'DvH'lfll'j' llm 1~r1'j'~1'l1JfI11:lJ¥l~l 'l1'Ull9ll'l ~U
q

fll'j' DBu~l 'U1I'iI~U'U VflJl1 11'iI<iltll9l1'Ufl[l ~'Vl1j'Vl1~fll'j' H~~.u'U lJVl[l~tlfl11lJmlJ1Hl

l'Ufll'j'H~~.u'U'lJtl~n'ilfll'j'lJ1fl (X] = 3.95 ) 1~t1tl~flD'j'~fltl1J~lJVl[lti11'l1J 1 ;ltl1J~lr'VllJfll'J{1'~l~

fl[ltl'Vl£lv}tlfllm~~.u'U H[l~ ti11'l1J2 ;ltl 1J~lr'VllJfll'j'D-r1JlD~t1'Ufl[ltl'Vl£\91[ltl~nm
q q

mlJ1'j'f11'Ufllm~~.u'U'\Jtl~n'ilfll'j'lJ1fl ( X 2 = 4.15) 1~t1tl~flD'j'~fltl1J~lJVl[lti11'l1J 1 lJ 2 .utll~t1

E1~f1~l ~'U 1J~lr 'VllJfll'j' {1'~Nfl [l t1'Vl£ H[l ~ 1J~lr 'VllJfll'j'D -r1Jl D~t1'Ufl [l t1'Vl£ ~~lJ Vl[l~ tlfl11lJ {1'11J1'j'fI
q q

'lJtl~n'ilfll'J l'U 'j'~1'l1JlJ1fl~{1'~
q

, " .
fll'J ViVl[lfl1'j' llfl 'j'1~r1l ~ 'UI'l~U tl1 'illiJ tl ~1J1'il1fl'WUm1'U flri lJ~ 1tl 01~lJ~ 1H'\1t1 ~~1'U

q

~I j} '" di j} "" ''I 0 _I"" nld 0' 0' 'I j} j}

llJ'UVl1J'j''\1l'JC)5~'iI~\91tl~ lJ{1'1'U'j'1lJ 1'Ufll'j' fll'\1 'U~H[l ~ lJ'j'1JllJ[l t1'Ufl[l t1'Vl1i'Utl~ tl ~fI m I'\1{1'tl~f1[l tl~
~ q

"" d d II] cl j}d j} 0 0' ~ II] 'I j} di j} 0 j} 'I
fl1J{1'1l11~'VllD[ltl'UHD[l~ ID H[l~l1J'UVl'Vl'il~\91tl~'U1fl[ltl'Vl1i'U'UID 1'l5 C)5~'iI~\91tl~'Vllfl11lJl'U11'il

~ q

fl[l ~'Vl£l ~'U tl 01~~ lv}tlU1l fiG 1t1'Vltl~l ~'U llVl'U ~1'U'Utl~'\1t11t1~1'U 111''WUfl~ 1'U'VJflfl'U i'itlDB U~l ~'U
" .

H'U1'Vl1~l~t11f1'U 'Utlfl'il1flU 'WUm1'U milJ~1tl01~lJ 'j'~1'l1Jfll'j'~mn Vi{1'~ 1~ t1n1'U1mUtlol 'U'j'~1'l1J
q <'U u ClJ
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"J:: A1Jf11l ~ Avl! iI 'W
---------- ------- --- ---~--------

u~~ii''W( Actual) ml~i'llYl'l'rr.:i (Expectation)
------ --~--------

Ill'\.! Ill'\.! 1:11 1:11 1:11 Ill'\.! Ill'\.! 1:11 1li 1li
Yll£J .ll£J 1l'l1 Ill'\.! Ill'\.! -

X I s.o.,
fin elOl~

( tll
elOH v

"11 )

~~
--t----f-

(n) (n) (n) (n) (n)

( th,
el£JH All)

~~
---- -----

(n) (n) (n) (n) (n)

U~~tlvll'W

Im.:irr1'l.:iO.:if(i1"J

0/0 0/0

4.12 0.331 :lJltl (9) (24)

-----

4.12 0.331 lJ1tl (10) (23)

1------- -

1. 1f1H 'ff~w:ml tl'J 'Ue:mJ~rJVI

'Uil~vh'\.! iJml:lJi'~H \l'\.!Ut'1::

11h.j~I.ij'11\l'Uil~'l'JtlihtJ

2. 1J~rJVI'Uil~vll'UiJtll'lIU~tJ'U

IIUt'1~lm~ff~l~il~r1tl'Jl1i'iJ

0/0 % 0/0

(4) (29) -

12.1 87.9 -

(4) (29) -

12.1 87.9 -

0/0 0/0

(2)

(2)

27.3 72.7

30.3 69.7

0/0 % 0/0,
----

4.27 0.452 lJ1tl

(3)

---

4.30 0.467 lJ1tl

(2) Yif!1'I

- 3.61 0.609 lJltl (3) (23) (7)

--- --

4.15 0.508 :lJltl (13) (20)

--I----f----

(6) (21) (6) - ..

(I)

3.88 0.545 lJ1tl

.--

4.21 0.606 lJ1tl

- (5)

--r--
- 4.39 0.496 lJlfl

9.1 69.7 21.2 -

39.4 60.6 -(I)

- i---- ------1----

4.00 0.612 :lJltl (10) (20) (3)

- (4)

(7) (24) (2)

21.2 72.7 6.1

4. 1J~rJVI'Uil~vll'UiJ'U ltJ1JltJl~'U

tll'lm:: \lltJD1'Ul\lIlt'!::11i'

Dl'Ul\ll'U fll'lI91I'1I1'UlIlO1J

~U6U~~1'U

5. 1J~rJVI'Uil~vll'UiJtll'lU 11J'ffltJ

I W d! I

ml:lJf1t'1il~\9I1Ht'1::tJI'I'l1~'U

ilcil~'ffihl'ff:lJil

3. 1J~rJVI'Uil~vll'UiJ'U ltJ1JltJ~\l:: (2) (16) (15) -

u11Jfm::1J1Ju6u~~1'Ullt'1:: 6.1 48.5 45.5 -

U11Jil~r1m I1i'iJ'U'UlI'II~ tlt'1~

.. -----f--- ------- ------

U~rl1JUtjJ'lfllll'Ull'Ul'll1JM 18.2 63.6 18.2 ..

-- - --- -----

(3) 30.3 60.6 9.1

, .;
i'llhltlfJ 4.00 0.478 :Illfl

:Illfl
4.21 0.513 ,

""'1'1~"
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fll'juB1J~hjU'il~1J'U 'JAl'lJl1U'il.utJ#ll'U1m "Jb1'~1'H)"Jrlf1'i~r-m~tlm11]mm'jflt'Ufll'j

H~"J'lJ''U'Utl''Jfl'ilfll'jmfl (X I = 4.00) 1~tJtl"Jrlu'j:;;fltl'lJ~~r-HH~'U~1\91'lJ1 ;itl 'lJ1rJ'VI~'U1tJ'lJltJlu'U

o "I ')) 0 9 Q.I Q q Q.I 'j)•.•I Q Q.lQ 0 Q.I ~ 'jJ ~

fl1'ifl'j:;;'il1tJtll'U1'ilH~:;; l'Mtll'Ul'il !'Ufl1'j\9l~b1''U !'ilfl'lJrjU{]'lJ\9l"J1'U Hm: C1l~'lJ 2 1] 2 'Utl fltl

1m "Jb1'~l"Jtl"Jrl f1'i'Utl"J'lJ1rJ 'VI~fl':l1m1~ l'il 'UH~:;;I~'U ~ IoU1t 'il'Utl"J'VIfl~ltJ H~:;; 'lJ1lJ 'VI~fll'j IU~ tJ'U
q

HU~"J1m "Jb1'~l"Jtl"Jrlf1'it ~~m11]fl~tl"J1911H~:;;~~11~'Utl~l"Jb1'~llb1'1]tl
q

m11]m~111"J t'Utl'U1fl\9l 'JAl'lJl1U'il.utJ#ll'U1m "Jb1'~Ntl"Jrlf1'i~N~~tlm11]b1'lmHlt 'U

fll'jH~"J'lJ''U'Utl''Jfl'ilfll'jmfl~~~ ( ~ 2 = 4.21 ) 1~tJtl"Jrlu'j:;;fltl'lJ~~N~~1\91'lJ 1 H~:;;~ll'l'lJ 2 cJ"Jfl"J

I~'U 'lJ1rJ'VI~'U1tJ'lJltJlu'Ufll'jf1'i :;;'il1tJ~1'U1'ilH~:;;t ~~1'U 1'ilt 'Ufll'j 191~n'Ut 'il Im:;;'lJ1rJ'VI~fll'j IU~tJ'U

"HU~"J1m "Jb1'~l"Jtl"Jrlf1'i ri1'U ~ 11'l'lJ~~Vl1tJ;itl 'lJ1rJ'VI~fl1'iuf 'lJ~tl'j:;;'lJ'lJfll'j UB1J~"J1'UIW:;;fll'j

uf'lJtl"Jrlf1'i ~"J~ N~~tlm11] b1'lm'j t1'Utl"Jfl'ilfll'jtl~t 'U'j :;;1'l'lJmfl
'U

, " .
fll'j ~ N~fl1'j 11fl 'j 1:;;t11~ 'U1'l"JU tll'ilI'W tl"J1]1'ill fl'JAlUfl"J1'Ufl~ 1]1911tl ~1"J~ \9l1H11U"J"J1'U'

q

" ..
1~'U~'lJ1111'j l'l"JU'U fll'j~'lJ1rJ'VI~lflHb1'~Ntl"Jrlf1'i~~m11]~~I'il'U f1'i:;;~'lJ 11~:;;~fl111]~~11~'U

'U q
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UilmJ'W ( Actual). f\11lJi'IlYl'trl'i (Expectation) .

nl'U l'l1'U 11-1 11-1 11-1

fll'j

IItli:l

~lU ~lU 1111 !'I1'U !'I1'U -
X 2 S.D.,

( ih( ,\1
tlfh.:.t v

Vl1J)

fJ.:.t

~lU ~lU 1111 l'l1'U !'I1'U -
XI S.D·1

fln tlDl.:.t

(0) (0) (0) (0) (0) (0) (0) (0) (0) (0)

0/0 % % % 0/0 0/0 % % % 0/0

- (30) (3) 3.91 0.292 lJltl (4) (28) (1) - 4.09 0.384 lJlf)

( 111J1JUN'UmllJlh::;'i'lIl\i1'IJil.:.t - 90.9 9.1

1J1lJ'YI1Vltl)llJ) Ifl'U~t1illJ~1J

Ilft::;l.u'll1J'lJeJ.:.t'Vjf)i-hti

(4) 12.1 84.8 3.0 - (4)

2. 1J1lJ'YI'lJil.:.t'l11'UlJ1Wl1-l1inlJ

'lJil.:.tf11)'i1Nl'U 11lJ nwfl'U

- (30) (3)

- 90.9 9.]

3.91 0.292 lJltl (4) (28) (I) -

(4) 12.1 84.8 3.0 -

4.09 0.384 lJlf)

(4)

(4) (28) (I) 4.09 0.384 lJlf) (8) (25) - 4.24 0.435 lJlf)

~ n "lWJ'Uli)) lJf1l) n t1'Ui'lJil.:.t 12.1 84.8 3.0 (3) 24.2 75.8 - (3)

4.15 0.365 lJlf) (12) (21) -

"il.:.tf1m

4. 1J1lJl1'IJil.:.t'l11wU'Uf1lnLi1J

u~.:.t11A'1'lJf11) 'i11.:.tl'Uil Vl.:.t~il

(5) (28) -

15.2 84.8 (2) 36.4 63.6 -

4.36 0.489 lJlf)

(2)

4.30 0.529 lJlf) (16) (17) - 4.48 0.508 lJlf)
Q.I Q.I d 'j)

f)1JlWJ'Uli)) lJ'YIl'U'Ufl ru ill 'i'l

IIft::;f1l)lll eJ1Jft''Uil.:.tf11llJ

33.3 63.6 3.0 (I) l1cr~ 48.5 51.5 - (I)

, ..
flllUi:lU 4.07 0.372 mfl

mfl
4.25 0.440 ...

'I'H!Vl
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fll'j1l5'JJ~lw 11~~u\-!'W'lJ':h11~~tJ~1TW1WJhlTI'j'j:IJtl~rlm ~ vH'l~tlfl11:IJ{1'lm'j1l '1hlfll'j

H~~.umJtJ~fl~fll'jmf1 (X I = 4.07) l\P1tJtl~rlll'j~f1tl'U~~"'H'l~ll91'U 1 titl 'U~iTVl'1Mm1:IJrl11'lt1Jtl'U

I I ~ ~

tltJ1~\;>lmhitl~f(ml f(:IJtl

m1:IJfl1\P1111~'1hitlhl1fl\9l 'W'Ul1 11~~tJl'1'1h11WJhlTI'j'j:IJtl~rlm ~ N~l9itlm1:IJf(lm'j1l '1hi

fll'jH~~.uhl'Utl~fl~fll'jmfl~b!\PI ( X 2 = 4.25) l\P1tJtl~rlll'j~fltl'U~~N~~ll91'U lll~~ 2 cJ~fl~l~hI

'U~iTVl'1Mfl11:IJrl1I'lUltl'U1WJhlTI'j 'j:IJ~I'WhiflUU11'Wll~~fll'j\9ltl'Uf(hI tl~m1:IJl9i'tl~fll'j'Utl~~fl~1 II~~
"q <lJ

'U~ iT VlIl! hi fll 'j 11~'U11'j ~II fi'h fll 'j v11~1himh ~I9itl Id tl ~f( ~ 11f(:IJtl £Y1hi~ 1191'Uf( \PIt1'1tJ~ 2 oUtl ti tl
q q

'U~iTVl~ 1WJhlTI':)'j:IJf)~rl m l~hI ~ tJtl:IJ~'U ll~ ~ 'U~iTVl~ 1WJhlTI'j 1":IJfll1" v11~1'lJ111 'W1l:IJ ~~iJN~ I9itl

fl11:IJ{1'lm1"t1'Utl~fl~fll1" '1hi1"~191'Umfl
, " ,

fll1"ll N~fll1"1Im1~ MI~hll91~U tJl~I'W tl~m~lfl'WtJ fl~lh1 flci:IJ1911tl~N~\9l1H111-1~~1h1
q

l~hI N'U~111m~~ £Y1h1'1mu~tJltJtl~'1 mhtJ 35 -441] ~~I~ hll1fll1"~'U~iTVl~1WJhlTI 1"1":lJtl~rlm l~hI
<u u 'l <u

~ tJtl:IJ~'U IoU1'1~ II ~ ~~ tl 115'JJ~I~ hill hiTV11~I~ tJ1tlhl 'Utl~'WtJm1h1 'VJflfl hi ~~'lh tJ'1M'U~ '1111"~1h11¢l

~ltJll~~~ll1"~-ffVl ~ fl1'W 'WtJfl~ 1h1flci:IJ1911tl~1~~~I~ hi¢l1 tJl111~~tJ¢l1h11WJhlTI1"1":lJtl~rlm~ N~~ tl
q
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X, S.D.,

( III

" "I'YiU I'YiU

fI11lJfllVl'l11.:1 (Expectation)

111Ulilu 111 111 111

U'il'ilU'W( Actual),

II'I-i lilu lilu -
XI S.D.,

1)1'j OUH

(n) (n) (n) (n) (n) (n) (n) (n) (n) (n)

3.97 0.467 lJlf1 (10) (22) (I)(3) (26) (4)

9.1 78.8 12.1 (4) 30.3 66.7 3.0

4.27 0.517 lJ1f1

(3)

'j) q 'j) Q.I ci

fl'J~IiJ'W~'I1'V'l'Wf1~l'WlJmllJ

iJ;'lJl'Wf11)vhnw

2. U1,:r'Vl'lJB~vil'WiJf1ml~ (5) (25) (3) 4.06 0.496 1J1f1 (16) (17) 4.48 0.508 lJ1f1

(2) 48.5 51.5 - (I)

- 4.00 0.433 lJlfl (9) (23) (1 )

Q.J QJ <I QI d

'fflJ'V'l'W'lill(j~mllJ'ffllJflfl

)~'I111~rhm'W

3. vil'Wll'l'i'U~1\i1B1Hl'Vl'W~

l'I1lJl~'fflJ It(j~I~'W'li))lJ

(3) (27) (3)

9.1 81.8 9.1 (3) 27.3 69.7 3.0 -

4.24 0.502 lJlf1

(4)

3.88 0.545 lJlll (9) (23) (I)

1'Wf1mJfiu~~l'W

4. U1,:r'Vl'lJB~vil'WiJf1mHu

tU~tJ'W~UltUUf1n ~~1\)

f11)'I11~1'HvlB ll1''ffB~

(3) (23) (7)

9.1 69.7 21.2 - (5) 27.3 69.7 3.0 -

4.24 0.502 lJ11l

(4)

3.85 0.508 lJ11l (5) (27) (I)

~ w •
fl(jB~f1U ffilll~ f11) ill

5. U1,:r'Vl'lJB~vil'WiJf11)lN

w··.J'Wlm~rll'11'W~1Bf11ff

f11) tl'l1m! 11'Wf11)'I11~1'W

'lJB~'V'l,rf1~1'WBtiWJ5~l \)'W

(2) (24) (7)

6.1 72.7 21. 2 - - (6) 15.2 81.8 3.0 -

4.12 0.415 lJ11l

- (5)

4.24 0.663 lJltl (13) (20) -

36.4 51.5 12.1 (I) ViiJ;~ 39.4 60.6

4.39 0.496 lJ11l

(2)

, '"fI1Iii 1HI 4.00 0.519 :Illn 4.29 0.490
I



61

fll)JJBu~lutl'il~UU 'Vf1J11t1'il~(Jl'i'lUm)tI1fllfYfll)Vh~lU vHl\9Hl'IJH'VlU!l-n::::H)~~~I'il

iJvW~tlfld1lJb1'11J1)f11Ufll)H~~.;rU'Utl~fl'ilfll)lJ1fl (X I = 4.00) 1\91(Jtl~rlJJ)::::fltl'IJ~iJNm11~'IJ 1

f1tl 'IJ~EJ'VliJ)::::'IJ'lJfll)~l(JNMltl'IJ H'VlU Vin!U N-n~lU ~~iJ N-n~tlfn1lJb1'11J1)f1'Utl~fl'il fll) 1U )::::~'IJ

HH'il~ 1'iliJN-n~tlm1lJb1'11J1)f11 U fll) H~~.;rU'Utl~fl'ilfll)lJ1fl~b1'\91 ( x, = 4.29) l\91(Jtl~rlJJ)::::fltl'IJ
CU 'i .:.

~iJNm11~'IJ 1 ~tl 'IJ~EJ'VliJfll)~\91fl'ilm)lJ!~tlb1'~1~m1lJ~m~U £H-n::::m1lJbl'liJfI~) ::::rd1~iJ1(J~lU

{hu ih~ 'IJb1'\91Vl1(J ~ tl 'IJ~EJ'VliJ fll) d1~ HNU!! -n::::fl1li U \911tl fllb1'fll) f1ld m!11U fll) vh~ 1U 'Utl ~.
'V'll!m 1U ~~iJ N{1~tlm1lJ bl'l1J1) f1'Utl~fl 'ilfll) tl~1 U )::::~'IJlJ1fl

qJ

, ,; ,

fll) Vi N{1fl1)1!fI) l::::rl!~U ~~i!m'il!u tl~lJ1'il 1fl'V'l'l!m1U flcilJ I91dtl~1~iJI911Hli tl ~~lU•
!~UN'IJ~linH{1::::iJm(J1JJ!flU 44 1] ~~!MU11fll)~iJ'IJ))(J1fllfYflnvh~lU~~ ll'i'f'IJN{1\91tl'IJH'VlU

qJ •

~!lim::::b1'lJlm::::m Dfllb1'f11Tf1u1l U ~lU I~U ~ ~~~ 1'il~Vi1l1X'V'l'l!fl~lUJJBu~~lU ll'i'iJJJ)::::iY'Vl~m'V'l

H{1::::JJ)::::iY'Vl~N{1 fll)'IJ~li n ~lUl~U IJJtl~l~) l'IJ~U H{1::::Vi 111XN{1flnl'lll{lu ~1U'IJ))"{1liJ1lilJ1(J•
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fll'j
X, S.D.,

Oil

" "!'t'i'U !'t'i'U

'j::;~1JfI11tli')~!M'\.!

fI11tlrnmrl-3 (Expectation)

Ill'U !ll'U ,~ ,~ ,~

X I S.D.,

( tll

if<j)~u'\.!( Actual)

Ill'U !ll'U ,~ ,~ ,~

,
OIJl~

ifll~Uv1n'!

Yi'1l1!l~ fll'j1J~'l1l'j

(n) (n) (n) (n) (n) (n) (n) (n) (n) (n)

0/0 % % % 0/0 0/0 % % % 0/0

(I) (28) (4)

3.0 84.8 12.1

3.91 0.384 1Jlfl (2) (31) -

(2) 6.1 93.9 -

4.06 0.242 lJlfl

(4)

·2. 1J~£7'Vl'IJEJ~'VhulJfm~lill9l~

VilNlmlflfhl'mmh~ '1

(cross function) Vift'UJl'Hl

(3) (18) (12)

9.1 54.5 36.4

3.73 0.626 lJlfl (4) (29)

(4) 12.1 87.9

4.12 0.331 lJlfl

(2)

lh::;ft'lU~lm::;ldl~ih(J

tlU'U{

·3. 1J~£7'Vl'IJEJ~'VhUlJfll'j~lill'1~

~1Jlh::;lJlru 1Ufll'j~I'lJUl

(19) (14)

57.6 42.4

3.58 0.502 lJlfl (2) (30) (I)

(5) 6.1 90.9 3.0

4.03 0.305 lJlfl

(5)

" "0ll(j::; ft''j 1~f111::;i;;Jml!1J1J

VilN1U 11.,1'I'Jfl'j ::;1'l1J

4. 1J~£7'Vl'IJEJ~'l'hu1-M'w,mJ.
fflflllJtlUfll'j ~1il1'1~VilN1U

1m::;I'lU1Jilu~fll'j~lJ

U1U 1\H~lJ1U fll'j I'llilffU 1 \l

(3) (21) (9)

9.1 63.6 27.3

3.82 0.584 lJlfl (4) (28) (I)

(3) 12.1 84.8 3.0

4.09 0.384 lJlfl

(3)

o """ 'j/ I

IilllUUfll'j\illmll~ '1

(self-managing team)

5. u~£7'Vl'IJEJ~'Vh1.J1-M'mllJ

fflflllJ 11.Jfll'j ft'~ l~ fill::;

(4) (24) (5) -

12.1 72.7 15.2 -

3.97 0.529 1Jlf1 (5) (28) -

(1) 15.2 84.8 -

4.15 0.364 lJlfl

(I)
:JJ 0 'j/ c:. cv
i;;Jm'IJEJ~i;;Jmm'j'j::;Iil1J

flm~

· '"fIll'iliHJ 3.80 0.525 mil 4.09 0.325 mil
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fll'j 1lBu~l 'Wil 'il~u'W '\ill'lJ11 il 'il~u~ 1'W'I1tlfJ:;::fll'j'lJ1111'jHrl:;::m 1:;::~U 1iJVltl~eJfl11lJ

mm'jt11'Wfll'jH~~.u'W'lJeJ~fl'ilfll'jmtl (X 1 = 3.80) hlUeJ~r1ll'j:;::tleJ'lJ~iJVlrl~l~'lJ 1 ~eJ 'lJ1rJ'Vll1Y

m1mhflUJ1'Wfll'j~!1~m1:;::~U1'lJeJ~~'lJ1111'j'j:;::~'lJtlm~ Hrl:;::~l~'lJ 2 ~eJ 'lJ1rJ'Vll1Yfl11lHllf1'UJ
U Qj Qj U

mm'jt11'Wfll'jH~~.u'W'lJeJ~fl'ilfll'jmtl ( X2 = 4.09) 1'l1'Wfl'W1~UeJ~r11l'j:;::tleJ'lJ~iJVlrl~1~'lJ1 cJ~

f1~I~'W'lJ1rJ'Vll1Ym1ml1f1'UJ1'Wfll'j~!1~m1:;::~U1'lJeJ~~'lJ1'Yll'j'j:;::~'lJtlm~ ri1'W~1~'lJ 2 '~lll~U'W
u ~ ~

'1l1~'W 'lJ1rJ'VliJtl1'j~~~~i1lJ~1'W'il1tl~lU~1'W~1~ "l (cross function) ~~lmH)ll'j:;::m'W~l'W

'j:;::1111~~lUfl'W'~ ~~fll'jllBu~l'Wil'il~u'WeJ~l'W~l~'lJ 4
, " ,

fll'j i1Vlrltll'j 11m 1:;::r11~'W~ ~iJ m'illueJ~m 'il1tl'\ill'l1tl~l'Wtl~lJv11mh~iJ\911H111-1~~1'W
q

1~'W~'lJ111U11 mu'j:;::~'lJ 1l[l:;::m'il1tl11mU'YllhU~l'W ~~'il:;::l91'eJ~ll'j:;::m'W~l'Wfl'Wl'~eJ11YtlU I'hiJ'W~
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ihl'\ju'\.! ( Actual)

11l1.! Ill'\.! ,~ ,~ ,~

mUJi'llVlli1.:1 (Expectation)

Ill'\.! Ill'\.! ,~ ,~ ,~

" "1'tl1.! I'tl'\.!
I X 2 S.D.,

(i:11

.
(n) (n) (n) (n) (n) (n) (n) (n) (n) (n)

DID DID DID DID DID

4.12 0.33\ :1.1111 (7) (26)1. Yll1l'1i1rucyfmj:;1J1fm~l~1.!

Yl~Yll1l'1~~~1J1~~~11.!n~ru

mVH~1.!~tJBlJf1J~~~l'Iml'l

1l'ltJ~l1u

(4) (29) -

12.1 87.9 - (2) 21.2 78.8

4.21 0.415 mil

(2)

4.21 0.415 :1.1111(10) (23) 4.30 0.467 :1.1111

3.06 0.348 U11.! (2) (22) (9)

r11Jtll'j wWJ1.!1U~:; tll'j uf 1J

u~ ~~ 11.!~rufi 1V'l~ti1~~m,j~~

3. 1J1~~~~~~11.!nl1m.'j11f1~~~

21.2 78.8 -

(3) (29) (I)

(I) Vif(1'l 30.3 69.7 (I)

3.79 0.545 lJ111

- 3.79 0.415 1Jltl(26) (7)

:iJ~11.!tll'j~l'ltll'j~rum'W:I.I1H - 9.1 87.9 3.0 - (10)

~l';;h'li1.! tll'j~l'ltll'j~rum'W

1l'ltm~fhllJ (TQM), ISO,

QCC
, ~ "w" "" "I4. m1.! ll'l'j1J?Y~:;I'jtJ1.!~ 1.!

I1m~ 6.1 66.7 27.3 -

(31) (2)

- (12)

3.94 0.242 lJ111

- (6) - 93.9 6.1 - - (10).
'0 ""~~~m1.!tll'\11.!I'l~1.!

100

- (33) - - - 4.00 0.0 :1.1111 (2) (31) - -

3.97 0.305 lJ111 (4) (28) (I)

(4) 12.1 84.8 3.0

4.09 0.384 lJ111

(6)

(7)

- 4.06 0.242 iJltl

6.1 93.9 -(3)

l'I'jl\J"ff~1Jtll'j1J1'\11H11.! 3.0 90.9 6.1

mi1~I~1.! 'j :;1J1Jlm:; "ff~ll"fflJ~

5. 1J1~~~~~~11.!nl1ml1'\11.!1'l

lJ11'1'j5l11.!~~~~11.!Hff1'\1f1J

fl\Jil'j'jlJff1flt)!

6. 1J1~~~~~~11.!n1.! ltJlJltJ (1) (30) (2)
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d
\9ll'n-:JYl 4.8 (~'ll)

i1'il~U'W ( Actual)

Ill'\.! Ill'\.! 1li 1li 1li
fl11lJi'llYl'trl'l (Expectation)

Ill'\.! Ill'\.! 1li 1li 1li
.111.1 .111.1 II'll Ill'\.! Ill'\.! -

X2 S.D·2

( ftl( ftl
tlciN v

'I1J )

fJ.:J

(n) (n) (n) (n) (n) (n) (n) (n) (n) (n)

(3) (27) (3) 3.00 0.433 111U (I) (17) (15) -

flm 3.0 51.5 45.5 -

3.58 0.561 mfl

- (13)

\PlIlVfll'W( Balance Score Card:

BSC ) lJ1l~1uf1lnh~tihH-m

(3) (26) (4) 3.97 0.467 lJ1fl (5) (27) (I) 4.12 0.415 lJ1fl

w ~ "flUf1l11i111\JlHl1Nll'llilllJflIl~'Vl1i 9.1 78.8 12.1

'lJeN~H'li~.;rU

(4) 15.2 81.8 3.0 (5)

(4) (22) (7) 3.91 0.579 lJlfl (7) (25) (I) 4.18 0.465 mfl
Q.I 'jJ At ~
flU fl11 fl1UfJlJI'I1mfl1 eJ~lJeJ

'Vll~l1'il~

12.1 66.7 21.2 - (5) 21.2 75.8 3.0 (3)

3.67 0.479 mfl (I) (30) (2)1o. u~'I7'Vl'lJeJ~yiluhrWJlmYlr1~

I1Uf1l11i111\Jl1'eJU !m~111~tlJU

NIlf1l11~ Vuf'lJeJ~'Wl1fNlulu

(22) (II)

66.7 33.3 (8) 3.0 90.9 6.1

3.97 0.305 lJlfl

(9)

- (21) (II) (I) - 3.61 0.556 lJlfl (I) (29) (2) (I) - 3.91 0.459 lJ1fl

- 63.6 33.3 3.0 - (9) 3.0 87.9 6.1 3.0 - (11)

3.67 0.479 lJ1fl (5) (28) -

(8)

(4)

4.15 0.364 lJ1fl

- 4.03 0.305 lJlfl

6.1 90.9 3.0

15.2 84.8(8)

(7)
- 3.73 0.452 1Jltl (2) (30) (1)

(22) (11) -

72.7 27.3

66.7 33.3

- (24) (9) -II.u~'I7'Vl'lJeJ~yilul,rfl11lJrllfl~

I1Uf1l1 \iI11\Jl1'eJUtm~ 111~llJU

NIlf1l111'~l~fJru ril 1,r\;j flrl'l

12. U~rJ'Vl'lJeJ~yilu Mfl11lJrllr1~

I1UflUIiI11\Jl1'eJU HIl~111~tiJu

NIl f1l111'~1~fJru rill ,r'W11mlU

13.u~'I7'Vl'lJeJ~yilul,rfl11lJrllr1~

I1Uf1l1 1i111\Jl1'eJUttIl~ 111~!iJu

3.75 0.405 :mfl 4.03 0.398 :mfl
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fll<j 'l.JB1J~h.I1J 1)~1J'W 'V'l'lJl1 1h <U(J~1'W fJu!f11'V'l HrI:;;fll<j m'lJfJ1JiJ N[1~ ~m11J 1:1'1:lJl';j(1

l'Wfll<jH~~.u'W'U~~fl1)fll';j:lJlf) (X 1 = 3.75) l~w~~fl''l.J';j:;;f)~'lJ~ljNrI~Wl'lJ 1 ~~ 'lJ~r'r'Vllrrf1111J

1:11flUl fl 'lJ flln~WJ 'W1H rI:;;fll';j 'l.Jj 'lJ'l.J';j~ ~ 1'Wf1U!f11'V'l'U(h~~~I ~ 'U~ ~ ~lj NrI~ 'Uf1111J [\'1:lJl';j (11J1f) ~ [\'~
u q q q

HrI:;;~llP!'lJ 2 ~~ N~\9Ii)U!cnHrI:;;'lJ~fll';j'U'U~'lJ~r'r'Vlljf1U!f11'V'lI~'W~(J'U1Jj'lJ'U'U~\9Im~ 1~(Jvt11'l.J ~~lj.
:lJlloff H rI:;; 'lJ~ r'r'Vllrr m 11J 1:111'1Ul fl'lJ fll ';j1-'h 1'Vlf1i'l f1fll';j 'l.J';j:;;Ii:; 'WH'lJ 'lJ ~ rI (Jf11'V'l (BSC) :lJll offl 'Wfll';j

u •

'l.J';j:;;liJ'Wv-l[l ~~m;l'W~llP!'lJ~ 10 HrI:;; 11 \9I11J~11P!'lJ
'U

[\'1:lJlHll'Wfll';jH~~.u'W'U'U~fl1)fll';j:lJlf) ( X, = 4.03 ) l~(J'U~fl''l.J';j:;;f)~'lJ~ljNrI~llP!'lJ 1 HrI:;; 2 cJ~'Fl~

I~'W 'lJ~r'r 'Vll 11'm11J1:11flUlfl'lJ f)n vrWJ'W1HrI:;;fll';j'l.Jj'lJ'l.JH~l'W 'FlU!f11'V'l HrI:;; N~\9Ii)U! cnHrI:;;'lJ~fll';j
u ••

'U'U~'lJ ~r'r 'Vllj f1U! f11'V'll~'W ~(J~1J j'lJ ri1'W ~ lIP!'lJ [\,~Y11(J cJ~'Fl~I~ 'W 'lJ~r'r 'Vll 11'f1111J1:11flUlfl'lJ fllnJ1
•• u

1'Vlf1i'lf1fll';j'l.J';j:;;liJ'WlI'lJ'lJ~[\(Jf11'V'l (BSC) :lJlloff•
d ~ rlcl wd,dl Q.J 'Q.I' cl 9l~ t:::i

f) 1 'l 'VlNrI f) 1 'j 11 f1';j1:;; 'iiI tJ 'W~ ~ 'W I'W'U~ 1J11)1 f) 'V'l'Wf) ~ 1 'Wf) rI 1J\911'U(J1,~i ,1 :..:r j 'lJ 1"'Ii 1 ';j'Vl1J11)1 f)
• 'U

I 1:iJ 'jJ

'Ii rI 1 (J'Ii 1.11 (J~ 1 'W 91 ~ l 'WII ~ rI:;; 'Ii 1.11 (J~ 1 'Wlj 1~ f) 1 1"'Fl1 'lJ 'Fl1J'Flu! f11 'V'l'11 'WViII \91f) ~ 1 ~ fl 'W II ~ Vi'~ ij 'Vlf)...
'Ii 1.11(J~ 1'W~l~lj 1\91(1'l.J';j:;;[\' ~fl'I~(J1fl'W ~'U 19i''U~fll';j l 11'~ 1'W~j 'lJ N~'lm'lJ'U'Uf):lJllj'l.J 1":;;ff'VlfJ f11'V'lHrI:;;.
'l.J';j:;;ff'Vl fJNrll~ 'W~ (J~1Jj 'lJ HrI :;;'lJ';j1"rlNrI 1:111~1)\9I1WIN'W ~1'W 'U'U~'Ii 1.11(J~1'W ~n1'1i'W ~ 11 ~~'Ii :lJl(Jo~.
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Xz S.D·2
Ull~£Jvi'l'\.'\

!'fIAI'U lilUtll'HT'U!'Y11'1

Ull'jlU'U ( Actual)

l'tlU l'tl'l-l 111 111 111

(n) (n) (n) (n) (n)

% % 0;(. % 0/0

mUlA1Vl't'l1'\1 (Expectation)

l'tl'l-l l'tl'l-l 111 111 111

111 ~'1tj: ~111
I (th

l
adl"! v

• ~1J )

O"!

(n) (n) (n) (n) (n)

% % % % %

111'i

- 4.33 0.479 lJlfl (13) (20) -

- 4.85 0.364 ~lfl (29) (4)

- 4.21 0.485 lJlfl (19) (13) (I) -

I. 1J~rJ'I'l"Uil~'VhulJflm.HtJ

tll~(Ju'j~1J1J IT ~l,*lu

fll'jI"hl'wmlul11''l1Wl'lJ(J

ilth~ml1l'fflJil

2. U1~~~fl~~lU~~~~~~1

l'l'lfl1u1IlVft'nft'W'I'lfllU

fll'j I'1l\'UU~'j 11\)ilth~lJlfl

3. 'j~1J1JIT "Uil~1J~rJ'\'l'VhU

- (11) (22) -

- 33.3 66.7 -

(28) (5)

84.8 15.2 -

(8) (24) (I)

- (2)

(I)

Vii!~ 39.4 60.6 -

Vii!~ 87.9 ] 2.1

4.39 0.496 lJlfl

- (4)

4.88 0.331 lJlfl

(1)

4.55 0.564 lJlfl

lJIlVi 'l1Uft'tJ(J'j~l111~

l1'l1'(J~lUlI'i'B cil~\Jflf1'il~

IIIl~'l1Unm

(4)
d
'I'li!~ 57.6 39.4 3.0 (2)

1 I 'j) dt
11"~ft'''!"Ullft'n"UillJ" l'l'lil

llfm~tJ1Jl~fll'jYimu

36.4 57.6 6.]

- 4.30 0.585 lJlfl (17) (16) -

(3)

4.52 0.508 lJlfl

(3)

, .;
fIll1UlIJ 4.42 0.478

11111
4.59 0.475
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fll'jtJB1J~lwllll ~1JU ~lYJ1111l~lJ~lUl'VIf1 1U 1[1vm'j flU~'VIf1~ vm~Bm1:JJfl1:l.J1'jtll U

fll'jU~~.uU'UB~flllfll'j:JJ1fl~~~ ( XI = 4.42 ) 1~lJB~fltJ'j~flB'lJ~~V1mlWl'lJ 1 fiB 'lJ~iT'VI~B~~~~l

~'VIf11u 1[1Vm'jflU~'VIf11ufll'j~1~UUli'jflllB~1~:JJ1fl U[1~r:h;l'lJ 2 fiB 'lJ~iT'VI~fll'jtJof'lJ~tJ~lJu'j~'lJ'lJ
q

IT ~1 oMlUfll'j~l~UU~lU 1~l1UfIlJlJB~l~fI~lW:JJB

m1:JJm~'\1l~ luBu1f1\91 ~'lJl1111l~lJ~lUl'VIf1 1U hvm'jflU~'VIf1~V1[1~Bm1:JJm:JJ1'j(;)

lufll'ju~~.uu'UB~flllfll'j:JJlfl~~~ ( ~ 2 = 4.59) ~'l5UOU1~lJB~fltJ'j~flB'lJ~~V1[1~1~'lJ 1 V~f1~

~~U 'lJ~iT'VI~B~~~~l~'VIf11u 1[1Vfll'jflU~'VIf11ufll'j~1~UUli'jflllB~1~:JJlfl ~m~~l~'lJ 2 fiB 'j~'lJ'lJ IT
q

'UB~'lJ~ iT'VIfl1:JJ1'jmY ~vh U u [1~of'lJ.u'B:JJ[1~ 11U fIlJ lJi~B~1~(;)fl~ m U[1~11U lJ m~ ~
I 'j/ I I

fll'j ~V1[1fll'j 1~m1 ~t1~~U ~~i:l~UB~:JJ11l1fl~11fl~1U flci:JJ\9l1B~1~~~U ~'lJ~ '\11'j~:JJ11l1fl
q ~. ,; .

'\1mlJ'\1 tl1lJ~lU cJ1~1l~~B~vh~ 1U tJ'j~mu OU ~~11U fll'j i~of'lJ.u'B:JJ[1~11TIl'jVi(;)fl~B~ mJU ih~ ~
cl Q.J T rI ~ cl ~ 0 cl Q Q.lt:::). 9J Q Q Q d

U[1~'j1~ ~'j1 'VIU \91Bm\9:]fll'jill ll~~1Ju fI~1l1~1JU 1U fll'jtJ {]'lJ\91~1U 1'\1lfl~tJ'j~ fI'VIlim~ U Bfl1l1flU

fl1'j~1~UU ~lU 'UB~li'jflll'\1 r:lfl'VIof~6~B~~~v:i~~'VIf11UVfl1'jflU~'VIf1~l1U fliflJl U fl1'j~1~UU li'jfl'j'j:JJ
q q

~1~ "l B~l~:JJlfl ~viB1~ V1[1fll'j~1~UU~lU'lJ'j'j[1~1J1'\1:JJ1lJ'UB~B~flm ~l1m1uflci:JJ\9l1B~1~~~rHu
q q

~ 1lJl1111l~lJ~1U~'VIf11U 1[1vm'j flU ~'VIf1~V1[1~Bm1:JJm:JJ1Hl'UB~flllfll'j
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Ull'\pJU ( Actual)

1'I1'U !'I1'U lu lu lu

,
ilfJH

(0) (0) (0) (0) (0)

0/0 % % % 0/0

'j:;;~umllJAvl!ihj

i'l11lJi'llVl'l-rJ~ (Expectation)

1'I1'U 1'I1'U lu lu lu
91 iI I a d -

V11fJ V11fJ II'U m'U m'U
X2 S.D·2

(ill

(0) (0) (0) (0) (0)

0/0 % % % 0/0

(4) (27) (2) 4.06 0.429 lJlf) (10) (23) - 4.30 0.467 lJlf)

(I) 30.3 69.7 - (I)

l'UlI'il~u'U

2. u1iJ'Yl'IJel~vil'U11'i't'h

l'Ylfll'U1ntJf)l'JU1f)l'j~

'11'\.fff 11m.ll HI l.lf)l'J"Ml

(I) (22) (10) -

3.0 66.7 30.3 -

3.73 0.517 lJlf) (3) (30) -

(4) 9.1 90.9 -

4.09 0.292 Ulf)

(4)

4.00 0.354 Ulf) (6) (26) (I)

" ,\ill.l'V!'\.W~llnJel

3. u1iJ'Yl'IJel~vil'UlJf)lnHu

U~~lll1:;;~I'lJ'Ul'J:;;UU

(2) (29) (2)

6.1 87.9 6.1 - (2) 18.2 78.8 3.0 -

4.15 0.442 Ulf)

(2)

\ill1el\ilnm

4. U1~'Yl'IJel~vil'U'~fl11U

o Q.I Q.J "'" 'j)

l1'lfl (jJ flU f)l 'j fl \ilfll.l f)l'j

u1f)l'jhnJ '1 elvmim-del~

(3) (26) (4) -

9.1 78.8 12.1 -

- 3.97 0.467 lJltl (4) (29) -

- (3) 12.1 87.9 -

4.12 0.331 Ulf)

(3)

, .;i'lWiHlfJ 3.94 0.442 :IJ1fl 4.17 0.383 mfl

f11'jiJ~u~lw tJ ~ ~U\.J 'jAj'l.r~hlI~oijl'J~lhl f11'j'U~f11'jlJ N[I~eJml'lJmm'j 11h.Jf11'j II~-:j.u\.J

61JeJ-~f1~f11'jmf1 ( X I = 3.94) 1fll'JeJ-:jfliJ'j~f1eJ'U~lJN[I~1~'U 1 ~eJ 'U~'l1'VllJillr:r-:jf11'jNil\9ll1~eJ

f11'j 'U~ f11'j Virw t1-:j'jAjeJl9IeJflJl'lJ~ eJ-:jf11'j'UeJ-:j\9Imfl H[I;;; th~ 'U 2 ~ eJ 'U~'l1 'VllJf111 ii~.'UiJ'j -:jH[I;;;VlI'J.I hll.
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, ,
QQ.I .c:!o Q.I Q ~ Q d d '9J .::2 -=::i I

11'j fJ 'Vl:IJfllrl ~ fll'j Vlrl \il ViHl fll 'j 11'j fll 'j 'Vll'V'lt1~'V'lEJ\ilEJf111:IJ \ilEJ~fll'j 'lJEJ~\il rl WI C)f~:IJVIrl \il EJf111:IJ

1:'1'1:IJ11 T:l'lJEJ~fl'ilf)1'j mf)~ ~IPI Url ~ 11~rJ 'Vl~ f)1 nH' mh ~u rl ~'WWJ'W1'j ~1111f)1'j 11~ f)1'j mh~~md EJ~
q q

I 'j) I ,

f)1'j ~ Vlrlf)1'j llm1~Mlil'W \9l~U lUEJ~:IJ1'il1f)f)ci:IJ19l1EJ~1~EJ~1 'W'Ii 'j f1'ilVi~ f)'Vl'f'V'lV ~~lil'W
q <u q

, , "
'Ii'jf1'il~ru'W f)1'j 1~11~f)1'jutirlf)?{l l~EJ1~rlf)?{llf1lP1m1:IJ~~'V'lEJ 1'il 'WEJf)'il1f)u'V'll1m1'Wf)ci:IJ19l1EJ~1~
q q,J 'U q

lil'WfI'W 1'W1mJ~~mtluhhf1'W 44 1] ~~l~'W~~f111ml1flill'lJEJ~f)1'jlh'Vlfll 'Wh~~l1'WmJiJm'lhtl
q q u

1'Wf)1'j11~f)1'j \ilrl EJIPI'il'Wf)1'j ~IPI?{'W11~f)1'j 1mJ "1 l~ml11~ rlf)?{llfllPlm1:IJ~~'V'lEJ 1'ill 'Wf)1111~f)1'j
<u

Q.I IQJ l&cl'3l '~Q.l3I Q cj I .Q

'V'l'Wf) ~1'Wf) rl:IJ\il1 EJtI1~ 'il~IVi'W1PI1t111u'il'iltI1PI1'Wf) 1'j 11'j f) 11 :IJVIrl \ilEJf111:IJ1:'1'1:IJ1'j fl QJ fll n 'ilf)1 'j
q

X I S.D.,
on flUl'l

X2
1'\l v1111 v1111 I)l'j

(ill

flUH v S 0 II'lJil
VllJ ) "2

~.,'j Nil

i'l111li'llVl't'il'1 (Expectation)

Ill},! Ill},! 111 1)) 111

ilil'\lUh! ( Actual)
q

,
fll1H

(n) (n) (n) (n) (n) (n) (n) (n) (n) (n)

(22) (10) (I) - - 4.64 0.549 lJ1f1 (26) (7) - - - 4.79 0.4\5 lJlf1
o Q.J Q.J 'jI

t'Ylfltl!f1lJf111ft"nU1l~ 66.7 30.3 3.0
Q.J ~ d 'j)

[If)1HU l!(l:;\Il11V'!ifl (brand)

(I) ~lJ;\i1 78.8 21.2 - (I)

"2. lJ~~'Vl'Utl.,'j'l'ill-!i1.,'j11fll~i1\1l (6) (23) (4) - - 4.06 0.556 lJlf1 (9) (24) - - 4.27 0.452 lJlf1

iltu~ / lJ~f1111~mJml1lJ1:; 18.2 69.7 \2.\

"fflJt~l-!~VtllJflJ'Utl.,'j\,jf1tl'l

(3) 27.3 72.7 - (3)

- 4.33 0.479 mf1 (16) (17) - - - 4.48 0.508 mf1
I Q.J 0 I ..,g

'lItl.,'j'Vll.,'jf111\J\i1\Jl'!il-!1V']j.,'j\,jf133.6 66.7 (2) ~lJ;\i1 48.5 51.5 - (2)
31 'j) t:!i ..:::. Q.J rI
rn"fflm1tll'Ultl.,'j~[l\llf1tu'l1 /

lJ~f11J '~mjl.,'jft':;\i11f1
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.d
\9l1';jWI'l4.11 (~D)

U'il'liJu ( Actual)

l11ll l11ll ,~ ,~ ,~

mliJfll~'VilJ (Expectation)

fll'i
( ill

OciN JlU) S.D., II'lJil

[J.:J Nil

" "!'¥ill !'¥ill
XI S.D.,

( ill

,
OfJN

(n) (n) (n) (n) (n) (n) (n) (n) (n) (n)

\5.2 84.8 - - - (4)

- 4.06 0.348 lJlf1 (5) (28) -

9.\ 87.9 3.0 - - (3)

- 4.\5 0.364 1J1f1

= Q.I rI =
r·Hll'lf1tu"\11/'lJ'if11'i llft::;

"ffllJl'i mJnU~l'lllJlJ1\Ol'j ~l'W

"ll'i'iHjl.:J ffCl\Olflt1'Cl.:Jl'iml1Cl.:j

5. U1rJ'I1'lJCl.:j'V11'WiJf1l'H1.:jlff1lJ (4) (26) (3) - 4.03 0.467 lJlfl (4) (29) - - 4.\2 0.33\ 1J1f1

12.\ 78.8 9.\ - - (4) 12.1 87.9 - - - (5)
Q.I Q.I rI,d '3J cl 'j) I

fflJ'I"l'Wli '111'lJ1f).:jtj f1f11 f1(j lJ

ItJ l'VilJ1tJ "l1'i'!~'WCltil.:j~

6. U1rJ'I1'lJCl.:j'Vil'W"l1'i''l11'i::;UU (2) (17) (14) - - 3.64 0.603 1J1f1 (6) (23) (4) - - 4.06 0.556 1J1f1
co. Q.I :v Q.I Q.I rI

'lJ'i'l11'i\l\Olf11'iI),f1f11fflJ'I"l'Wli 6.\ 51.5 42.4 -

(CRM) lJ1H

(5) \8.2 69.7 \2.\ - - (6)

, '"
flllUil£J 4.13 0.500 1Jlfl

1Jlfl
4.31 0.438 d

't1~~

fll';jJJ 5u~'l'W11~ ~U'W '\AI'Ui11l ~~(J~1'W fll';j\9lm~iJ Nrl~DmllJm:!Jl';jfl 'l'Wfll';j U~~.u'W

'UD~fl~fll';j:!Jlf1 ( X I = 4.13 ) l~(JD~f1JJ';j:;;f1D'U~iJNrlilll'l'U 1 AD 'U1\J'Ylh1flllmY1flt1jf1'Ufll';j

b1'~1~m'\AI~f11JruUrl:;;\9l';j1~11'D Url:;; illl'l'U 2 AD 'U~iJ'YliJiD~'Yll~fll';j~~~lrnh(J~rlf1fi'Wlh~~'~
<u

fllllJ fll~ '111~'l'WD'Wlfl \9l '\AI'Uil 11~ ~ (J~ 1'Wf11';j\9lrll~ iJ Nrl ~ DfllllJ b1'11J1 ';jfI 'l'Wf111"11~ ~
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~ dI 11] ~ I

l'Ultl\l !I'HW1\l{1'~~1f)

d ~ rid Q.I d ~ 0 Q '11 ~ cl 0'

f)1') 'VIvH'lf)1') 1lm l~l1l tJU ~\lU lU emHO If)f)1') ~llU U f) 11~lU f)l,)\91m~tl tlltJU f)ClfJ'VIli
q

d 0 Q.I 0' .J dJ. I 'j) Q.I 9J ~ ~ I Q Q.JQ ~ 0 9 9J 0 Q

'VIml'ltyf)Cl ~'VIli 11U \l 9f\l'VJf)11U 1fJ\llU 1l~\9Itl\l,) 1JtllCl~ tl tlu {] 1J\9I l'VW'VI1! 11VlClf) 11~ II U U \llU 1J') ') ~

" "
tihmJ 1fJ'Utl\l tl\l f1m I'l \l irU 'VIirf1\llU f) ci:IJ19l1tlVl \l cl1 \llll U ~1J11111 Vi :JJl1l1f) 11mfJl1't.hfJ\llU II Cl~

q ~

d 9lc! 9J T 0' ~ d ,d! Q Q,lQ.:9. d 9J I Q.I

l tJu ~'VIll~\9Itl\ltllfJ'Vltl~ f)Cl~'VIliU U tltl f):IJII tJu llVlU \llU 'Utl\ll1U 1fJ\llUl 'VItlU{]1J \91ll\lll1U ~1fJ111l1l1l fJ

uu nlu nlu -
X 1 S.D.,

flll" elfh~
Ull~U~l'W

fll'i1~Ul!tl~~Wl'Wl

Ull'\jU'W ( Actual)

!till !till ,~ ,~ ,~

ml'JJfl1Y1Yii~ (Expectation)

!till ltill ,~ ,~ ,~

(n) (n) (n) (n) (n) (n) (n) (n) (n) (n)

3.85 0.442 mn (5) (27) (I)

3.94 0.242 JJlf1 (5) (28) -

- 3.70 0.529 mn (2) (31) -

c,. Q.J I do "'" 'jI

]. U1~~~~~~luun11AMAU

'jI c' d. ~ I """ c'
LL(l~1'1'1N1'1'11A"ff~U1:;M~jj

1!(l:;mlU;:)M lrll'; '1 ~~nm

d
~tlN\il~LU~~

2. U~~~~~~~lul~AllU

-fflflt)JL!(l:; ~M1'1'11~U

U1:;mrul~~0111~tI!!(l:;

~\i'lJU1~cil~I'\1Ul:; ffU!!(l:;

" w1'1'~MA(l~~nunll:;\il(llM

3. U~~~~~~~lWUM 18011'1'

MV'l'l:rn~lu~dlu~lul'W

'jI a'~ ~I c, c'
011 1'1'11~1'1'11A1'1'~u1:;M~jj

lL(l:;mlU;:)Mlmj'l

(]) (26) (6) -

3.0 78.8 18.2 -

(31) (2)

93.9 6.1

(1) (21) (I]) -

3.0 63.6 33.3

(2)

(I)

(4)

]5.2 81.8 3.0

15.2 84.8 -

6.] 93.9 -

4.]2 0.415 mn

(2)

4.] 5 0.364 mn

(I)

4.06 0.242 mn

(3)
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d
\9I111~'Vl4.12 (~tl)

if~lil'W ( Actual)

I'H'W n1'W 1:11 1:11 1:11

OJ "'''1:::~nJfI1nJflVl!'Yi'W

fI11'JJfllVlll1-:l (Expect~tion)

n1'W 11l'W 1:11 1:11 1:11
II"; 11l'W Ill'W -

X I S.D·I
fll1 f1UVl

if~~t1Jll'W

f111i~t1I111:::VI~'Wl

!I'll 11l'W Ill'W -
X2

11'1 ~1t1 ~1t1 fll1
( III

f1UVl v S 0 Ulli;l
" \illJ ) .. ,

~~ Ni;l

(n) (n) (n) (n) (n)

0/0 0/0 0/0 % 0/0

(n) (n) (n) (n) (n)

0/0 % % % 0/0

- (25) (8) - - 3.76 0.435 mf) (4) (26) (3) - - 4.03 0.467 lJlf)

"'" 'jJ ~ ~I Cl. rI
f1~f1'U'ff ~u1:::~fJi llft:::

f111lJ fl~ hll.j '1 WW)1J

- 75.8 24.2 - - (3) 12.1 78.8 9.1 - - (4)

, .;
flllUi;ltl 3.81 0.412 mil 4.09 0.372 mil

fl1111fi1J~lu 1I'il~'\hj 'VflJ111I'il~t1¢l\Wf)nl~t1Utl~-Wl')Jtl1n~n'1~tlfl11lJmm1f,) 11...1fl11

U~~.u\..I'Utl~n'ilfl11mf) ( X I = 3.81 ) l\P1t1tl~rl111~f)tl'lJ~nv-lml1~'lJ 1 ~tl 'lJ1rd'Vll1Yfl11mhrl'ty

Utl~~\PIb1'11~'lJ111~mT:l.uvttlfl111~t1Utl~-W1')J'U1tl~1~mm~b1'lJUtl~ ~1~'lJ 2 ~tl 'lJ1rd'Vlnfl11fl\PI?l'U

Utl~b1'~1~m1rl~~111~~£j§Utl~fI11lJfl\PI hnJ "'1 tltlf)mtl~l~~tlli'1m

fI11lJfI1\P1tl'1~1'Utl'U1f1\91'lAI'lJ11 11'il~t1¢l'1'Ufl111~tIl1tl~-WI')J'U1nv-ltl~tlfl11lJmm1f,) 1'U

fl11U~~.u'U'Utl~n'ilfl11lJ1f) ( X 2 = 4.09) 1'lf'Utl'U l\P1t1tl~rl111~f)tl'lJ~nv-ltl~1~'lJ 1 Utl~ 2 ~~f1~

111'U 'lJ1rd'Vll1YfI 11mllrl' qj II tl ~~\PIb1'11~'lJ111~mw lvt tlf1111 ~t11ltl~-WI')J'U1tl ~l~m lJ1~b1'lJUtl ~

'lJ1rd'Vlnf)11fl\PI?l'Ulltl~b1'~1~b1'11rl~ ~111~~£j§lltl~f1 11lJfl\PI1'\1li "'1 tltlf)lJ1tl~1~~tll i'1tl~
, " ,

fl11 Viv-ltlfl1111m 1~tll 1I'U~~.wtll 'illU tl ~m 'ill f)'lAIiYm1'Uf)ci lJ~1tl ~1~n tlltilli In'U 44..
"0'1 di?1 '9' ?I '" <V '" d '1 ' 9 "9 w .1'" '1 '" ~1J C]1~I1J'UfI'U1'Ul'\1lJUtl~I1J'Um~\PI'lJfl11f1'f)£j1'Vlb1'~l\PItlb1'l'Ul'\1U1tltll'U1~\PI'lJ1J1U1U111'Vl'il~m'U

'I qJ U qj U U
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fl11'JJi'llAl'il,;J (Expectation)

XI S.O·I

( i:11

i11l~U'W( Actual)

l'ilt! !'ilt! 1li 1li 1li
i11l~u~nj

f1l'J1J~m'Jfll'H-:l'W

(n) (n) (n) (n) (n) (n) (n) (n) (n) (n)

0/0 % % % 0/0

(IS) (18) - - 4.45 0.506 111ft (28) (5) 4.85 0.364 :iJlfl

(I) Vi'iJ;~ 84.8 15.2 (I)

2. u~1JVl'tJf.l~<lhwlJ:U~mllJ (2) (12) (19) -

ffllJl'Hl hJfllnH'U[l~ ~1.J 6.1 36.4 57.6 -

'Il1.Jll'i'~lf)il~l!'ti~.ut!

- 3.48 0.619 lJlf) (7) (24) (2) -

- (3) 21.2 72.7 6.1 -

- 4.15 0.508 lJlf1

- (3)

- 4.09 0.384 lJlf) (15) (I 8) -3. u~1JVl'tJf.l~'Vh1.JlJell')'jlfll'J

!\l~t)jI~U 1~'Uf.l~'Jlvl¢l

(4) (28) (I)

12.1 84.8 3.0 (2) 45.5 54.5 -

4.45 0.506 lJlf)

(2)

3.39 0.496 Ult! (2) (29) (2)

3.21 0.415 Ult!

, , '"f.lVl~Iilf.l!1.Jf.l~

4. u~1JVl'tJf.l~'l'il1.JffllJl'Jt) 1~
1 ~"1.J VUlVfll'JUHll'JIilt!'Il1.J

~~ll~t!ih ~vlt! fll'J ff~l~

mllJ llii'tu1vUVlNf)l'J

l!'ti~.u1.J

5. u~1JVl'tJf.l~'l'ilt!lJfll'Jl~

,I ' "~Uu 'J:; :iJltlHlUU l.j~lt!t!

(I3) (20) -

39.4 60.6 -

(7) (26) -

21.2 78.8 -

(4)

(5)

f)[lN 6.1 87.9 6.1

(23) (10) -

f)m~ - 69.7 30.3 -

4.00 0.354 :iJlf)

(4)

3.70 0.467 lJlf)

(5)
N[l~lt! ( Performance

Based Budgeting) It!fll'J

il1nu l![l:;U'J:;liJWW

fll'J l~~lv~uU'J:;:iJlru

3.72 0.484 mn
mn

4.23 0.440
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fll'nJt1u~lu 11'il~Uh! Vl1r:l1 11'il~V~lh! fll'j1Jj111'jfll'H~h!U~~~h! 'VJh!lJ vH'l~tJfl1UJ

mmHllh!fllm~'J'I1h!'lJtJ'Jfi'ilfll'jmfl ( Xl = 3.72) 1I'1vtJ'Jr1'lh~fltJ1J~lJv.l~~1\P11J 1 fltJ 1JjE1'VllJ

fll'jyhihl'jtJ~l'J~m~tJ'J ~'JlJv.l~~tJml:JJ1:1'lm'jtl'UtJ'Jfi'ilfll'jmfl~1:1'1'1 U~~~ll9l1J 2 fltJ 1JjE1'VllJ•
e)\9l'j lfll'j l'ilj qj l~ 1J1 \9l'UtJ'J'j lV1~tJ~l'J ~ tJl~tJ 'J ff1h! ~lJ v.l~1h!'j ~19l1J'lJlh!flm'J fl tJ 1JjE1'VllJ fll'j 1~

h11v1J1vfll'j1Jjl1l'j~h1'Vlh!~~1 ll~~ 1JjE1'VllJfll'j1~'J1J'lJ'j~mUlU1J1J1J'Jllrh!v.l~'Jlh!..

1:1'lm'jtllh!fll'ju~'J'I1h1'UtJ'Jfi'ilfll'jmfl~1:1'1'1 ( ~o = 4.23) 1I'1vtJ'Jr11J'j~fltJ1J~lJv.l~~119l1J 1 U~~ 2. "

EJ'Jfl 'Jl~ h! 1JjE1 'VllJfll'j Yl1ill 1'j tJ~l'J~ m~ tJ'J U~~ 1JjE1 'VllJe)\9l'jlfll'j l'ilj tyl~1J 1 \9l'UtJ'J'j 1V l~tJ~l'J

~m~tJ'J ff1h11h1~tJ~h! 6') lJv.l~~tJml:JJmm'jtl'UtJ'Jfi'ilfll'jtJ~lh!'j~I9l1Jmfl
OJ. " .

fll'j Vi v.l~fll'j llm l~ Ml~ h!191'J{1 li1 tJ'J:JJ1'il1flvnT fl'J lh! flri:JJ1911tJ~1'J lJ~ 11111U 'J'J1hIl~ h!.
~1Jj111'j 1h!'j~19l1J~1'J6') 'UtJ'J1JjE1'Vl ~'JlJmrl~l h!fll'j1Jjl11'j 'Jlhll ~1J';j';j~1\9lQ1J'j~1:1''Jr1'UtJ'JtJ'Jr1m

<V _I o'd 0 <V d 0' 9J 'I 9J 0 cl "" 9J II] 9J 0 II]

U~~1'fltllJ'j~1:1''Jfl'Vl1:1'lfl'ill'Vl'VlfltJ'Jflm\9ltJ'Jfll'j1111J'j'j~v.l~1:1'll'j'ilfltJ fll'j1:1''jl'J'jlV Il'1llj;\~flll'j1:1''J1:1'1'1
q u q q 'U q

"1~ rl1JtJ'Jr1m u~~~i1tJ~ h! 19l'J1l'h!V'l1l'fl'Jlh! flri:JJ1911tJ~1'J~'Jl{fh! ~1v':h1l'il~V~lhlfll'j1Jjl11'jfll'j l~h!
OJ ••
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if~HnJ'W( Actual)
q

l'I1U l'I1U 'hJ 1u 1u

OJ "''''i:;:vl1Jfl11lJrWII'l1'W

fI11lJfIlvl'l11-:j (Expectation)

l'I1U l'I1U 1u 1u 1u

if'il,ijtlvll'WfllWmlJtf'WC}~

fI11lJ~-:j'Vm'1'il'UC}-:ji:lflAl
"

,
om.:!

l'I1U l'I1U -
XI S.D.,

fll':i OUN

(n) (n) (n) (n) (n)

0/0 % % % 0/0

(n) (n) (n) (n) (n)

0/0 % % % 0/0

- 4.27 0.452 lJlfl (15) (18) -1. 'IJ1rJ'Vl'IJeJ.:j'l'ill-l11i'f111lJ

-fflrltyfl'IJ f)l'H\eJ'IJ j'flJ eJ.:j

(9) (24) -

27.3 72.7 (2)
oJ
'Vl1'J;1Pl45.5 54.5 -

- 4.45 0.506 lJlfl

(2)

" "f111lJlPleJ.:jfll)'lJeJ.:jQflfll

2. 'IJ1rJ'Vl'IJeJ.:j'l'ilWUIPl'lieJ.:j'Vl1.:j (16) (16) (I) - 4.45 0.564 lJlfl (17) (16) - - 4.48 0.508 lJlfl

48.5 48.5 3.0 (I)
oJ
'Vl1'J;1Pl51.5 48.5 - (I)

If) ~ I d <I :v w w rI
IlPll'lil-llJY;)'WJQflfll1'1'lJ'I"ll-l1i

( call centcr )

(4) (28) (I) - - 4.09 0.384 lJlfl (9) (23) (I) - - 4.24 0.502 lJlfl

- 4.12 0.485 lJlfl (14) (19) - -

" "lPleJ.:jf)l)'lJeJ.:jQflfll'IJeJ.:j 12.1 84.8 3.0

'IJ1rJ'Vl'l'ill-leJ~lulflru~~~

(6) (25) (2) -

18.2 75.8 6.1 -

(4)

- (3)

3.99 0.501 lllfl

27.3 69.7 3.0 -

42.4 57.6 - -

(4)

- 4.42 0.502 lJlfl

- (3).

lilt)
4.23 0.447 '

Yi~Vl

fll'j'Uau~l'l 'Wl}u~lh..j 'V'l'lr:hiJ 1)~l'J~1'Wfll'Hltl'U{'l''Wtl~mllJVl·n\jtll1)'lJtl'HJf)fl'liJ~H'l~tl

fllllJmlJl'j't11'Wf1l'j'u~~.u'W'lJtl~fi1)f1l'j'lJlf) ( Xl = 3.99) l~l'Jtl~fl'u'j'~f)tl'U~iJN[l~l~'U 1fitl

'U~1J'jtHll~'lftl~'Vll~l,r[lf)fl'l'Utlf)fllllJl9l'tl~f)l'Jl~ U[l~ ~1~'U2 fitl 'U~1J'Vll,rfllllJrllflruil'Uf1l'j'
" u
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~eJfI11:JJm:lJl)"Gluf11)"l!~,;j.u\-!'UeJ,;jfl'ilf11)":IJlf)~{1'1'l ( X J = 4.23) 11'l£JeJ,;jfhh~f)eJ1J~ijf'H'l~Wl1J 1, -
l!('l~ 2 iJ,;jfl,;jI~U 1J~EJ'Vlltll'l'lfeJ,;j'VlN1M('lf)1{11JeJf)fl11:JJ~eJ,;jf11)"1~ l!('l~ 1J~EJ'VllMfl11:JJft1rlilltl1J

<u "

9J 9J
f) n \91eJ1J {1'U eJ,;jfI11:JJ \91eJ,;jf11)" 'UeJ,;j('l f) m

<u

do ~ d d Q.I d ~ ~ 'j) d Q./ dQ../ Q./ di.dl
f11)" 'Vlf'.l('lf11)" 11fl)" 1~'1111JU I'l,;jU IU eJ,;j:lJl 'il1f)'V'l,;j'V'leJ1 'il'UeJ,;j('lf)fl111JU \911'li11'l \911'11 U ,;jG,;j

<u

o d if G] d Q.J I Q./ , .c:! 0 I ~l <JJ Q ~ 'JJ G] 9J
fl11:JJ {1'lIH'U eJ,;jeJ,;jfl m ~U'\i 1U ~'Vl'V'lU f),;j 1U f)('l:JJ \911eJ£JN:JJ\9I1l! '11U ,;jllJ U f'.l1J)"'111)" 'il,;j\91eJ,;j ~'11fl11:JJ

~ , <u

"ft1rl illtl1J f11)" \91eJ1J {1'UeJ,;jfI11:JJVl,;j'V'l eJ1'il 'UeJ,;j('lf)1{ 1 ~,;jU U 'V'lU m1U f)ri :JJ\911eJ~N ~,;jlr1 U ~ 1crJ11h ~ £J
" <u,

U'ilmJ'W ( Actual),

lilu !ilu 111 111 111

mUJfIlVl't'll'l (Expectation)

!ilu lilu 111 111 111

,
tlfJN

- 4.09 0.579 lJlfl (12) (20) (I) -

, d"
1111.:Jfll'j!'jtJ'U~ ( learning

organization)

(n) (n) (n) (n) (n)

(6) (25) (1) (I)
18.2 75.8 3.0 3.0 (I)

(n) (n) (n) (n) (n)

0/0 % % % 0/0

36.4 60.6 3.0 -

4.33 0.540 lJlfl

(I)

3.97 0.467 lJlfl (5) (28) - 4.15 0.364 lJlfl

(4) (27) (2) - - 4.06 0.429 lJlfl (10) (23) - - - 4.30 0.467 lJlf1

" ~ w'ffl'j'\Jell;jCl'UD.:JUHJ'I1llCl:; 6.1 87.9 3.0 3.0

.ij'Dl;jCl!~tJli1mmflmjBu~

.:Jl'U 'UD.:Jyh'UllCl:;vn1fl.:Jl'U

'l'Unm~I91'D.:Jfln

3. U111'11'UD.:j'Vh'U~~.:JU

lh:;lJlruHl~Dfll'j~WJm 12.1 81.8 6.1

Im:;NflDU-:ilJVl'l1fl.:Jl'U

(3)

(2)

15.2 84.8 -

30.3 69.7 -

(3)

(2)
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\9l1J1~~ 4.15 (~eJ)

'-' "''''j:;;YlUfl11lJflYlI'l1'U

UllmJ'U ( Actual) fl11lJfllYlt'rJ,J (Expectation).
1'l1'U " 'hi 'hi 1)) 1'l1'U " 1)) 1)) 1))I'H'U I'H'U

" " Il'Il " " - " " uu " 1'l1'U -
ifll~Ul>ll'U "'11.1 "'11.1 I'H'U I'H'U "'11.1 "'11.1 I'H'U

Ot;":l 1'\1 " "
XI S.D·1 ,

1'\1 " "
Xz

"" " '-' "'11.1 "'11.1 I1n OtlH "'11.1 "'11.1 111'j
fll'j!'jU'U'jI!~:;;'V'IWl'Ul ( ill ( ill

'lJ

II'IJil U1.lilfJ~ . fJ~ ,
OtlH

~1I )
OtlH

~1I )
S.D.,

fJ~ l'lil fJ~ l'lil

(n) (n) (n) (n) (n) (n) (n) (n) (n) (n)

0/0 0/0 0/0 0/0 0/0 0/0 0/0 0/0 o/~, I U/
.0

4. 1J~E1'11'IJemhwyhfnHVlv1J (2) (23) (8) - - 3.82 0.528 lJlfl (5) (27) (I) -

I
- 4.12 0.415 lJlfl

1~1l1) ~ vl'1'll.l1J~lnHml fl'j 6.1 69.7 24.2 - - (4) 15.2 81.8 3.0 - - (4)

'l.ll'1'll.l~Wl rl1J~~!~l.lli1f1

( benchmarking)

. .; 'lJl11
f111'ililtl 3.99 0.50] ~111 4.23 0.447 .;

'l1t!'"

f11nJ Bu&1hd:J ll~U'U vnr:l1 Ull<UVJ{1'Uf11Jl1 V'UrHn~YrI'JJ'U 1iiV1n~eJm1lJmmH"I1 'U

f11JH'li~.u'U'UD~flllf11Jmfl (~l = 3.99) 1\9lveJ~rlth~flD1J~iiV1ntlwl1J 1 ;jD 1J~}dVll~m1lJ~lflqj

fl1Jf11J 1:1'~l~eJ~rlm mi ~f11J I~ V'U~ Hn~ tlwl1J 2 ;jeJ 1J~}d Vl'ij\9l~1J'lh~ mill H,~ Df11JYrI'JJ'U 1Hn~
'lJ

~flD1JJlJ'V'liT m1'U

f111lJfl1\9l 'YI1~l'U eJ'U1f1\9l 'V'l1J11 Ull<UvJ{ 1'Ufl1J I~ V'U~II n ~YrI'JJ'U1ii V1il~ Dfl1 llJ1:1'llJ 1J tI
'lJ

l'UfluH'li~.u'U'UD~flllf11Jmfl~t!\9l ( ~2 = 4.23) 1\9lVD~rlth~flD1J~iiV1ntl1~1J 1 Hn~ 2 V~f1~

1'1J'U 1J~}dVll ~m1lJ~lflUJfl1Jf11J1:1'~1~eJ~rlm 1111~f11JI~ v'Uf Hn~ 1J~}dVl<U\9l~1J'lh~mill HI~Df11J
u 'lJ

YrI'JJ'U1Hn~ ~flD1J JlJ'V'liTm1'U ri1'U 1'U.uDt'U '1 ii V1n~eJm1lJ mmJtI'UD~flllflU 1 'UJ ~~1Jmfl. " ,
f11J ViV1nf11J11f1 J l~MI ~'U ~~U tJl1l1 {1D~lJ 1111fl'V'liT m 1'UflrilJ 19l1mh~iiJ ~~1Jf11JftmJ 1•

~ 1:1'~ 1\9lVri1'U 1'Y1ulDvl 'UJ~~mHUJUJ11 Vl ~~Itl 'U~~f111lJ~lflUJ'U eJ~f11J I~ V'U~Un~YrI'JJ'U 1 I~D
qJ U 'U U U u '\I

., "
l~lJftfl Vfl1'V'l'UD~\9l'UID~ 9f~1l~ ri ~ V1n~ Dfl1JD BU&1~l'U Vl11 ~ii DJ ~i1Vl~ fl1'V'llJ 1fl~'U I~'U V1n~ ~ D

"
eJ~rl fl J ~ ~ iT 'U 'V'liT fl ~1'U fl ri lJ 1911eJ V1~~~Itl 'UJ{ 1 V 11 Ull<UvJ{ 1'Ufl1 J I~ V'U~ IIn ~ YrI'JJ'U1ii V1n ~ DfI11lJ

• 'lJ
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um)'u'U ( Actual)• fl1111fllYll'i1-3 (Expectation)

4. Ii, U.433
i

" , ~
2. Iln~Ylli'Vll~fll'm '\WUU

3. lm~'ff~mNflm

~ "4. lWJUli':i'J:lJe:mlm

5. 'IJ'J'HJlfllfl'fll':i'l11~lU

!'J(1\91tl1JllYlU Un::; U':i~'iJ~'l'iJ
'"

8

6

4

6

4.04

3.95

4.00

4.07

4.00

0.367

0.502

0.478

0.372

0.519

:lJ11l

:lJ11l

:lJ11l

:lJ11l

:lJ11l

10

9

7

5

4

4.]5

4.21

4.25

4.29

:lJ11l

0.458 :lJ11l

d
0.513 :lJ1IlYl~\9I

d
0.440 :lJ1IlYl~\9I

d
0.490 :lJ1IlYl~\9I

8. IYlfllu li:1V'ffl':i'ffUIYlfl' ( IT ) I

9. fll':i1J~fll':i 9

10. fll':i\91i:1WI 3

I I. lll':il<ijmli:1::;¥rWJUl 10

Q Q "12. fll':i'IJ'J'I11':ifll':iI~UUi:1::;\9IU'VJU 13

13. fll':i\9ltl1J'ffUtl~ml:lJ~~Vm 'l'iJ 2

3.80 0.525 :lJ11l 1I

3.75 0.405 :lJ11l 12

4.42 0.4 78 :lJ11l11~\9I 1

3.94 0.442 :lJ11l 8

4.13 0.500 :lJ11l 3

3.86 0.412 :lJ11l 11

3.72 0.484 :lJ11l 6

4.23 0.4 71 :lJ11l11~\9I 2

4.09 0.325 :lJ11l

4.03 0.398 :lJ11l

d
4.59 0.475 :lJ1IlYl~\9I

4.17 0.383 :lJ11l

d
4.31 0.438 :lJ1IlYl~\9I

4.09 0.372 :lJ11l

d
4.23 0.440 :lJ1IlYl~\9I

d
4.40 0.505 :lJ1IlYl~\9I

7 3.99 0.501 :lJ11l 6 4.23
d

0.44 7 :lJ1IlYl~\9I. ""flllu,;'ItJ 3.99 0.461 4.23 ""0.437 lllfl'I'H!~

, "
'iJlfWll'HrYi 4.16 ~n:JJl'JtI~"'JUf-j1:lfl1'Jllml;;;M'J;;;\i1'lJfIlllJfi~IM'WYi~l9le)'tl'iJ<ijtly(~

q

"fl1'Ju~u~1'W1h~u'W Vl'lJi11h<ijml~ 14 ~1'W ri~f-j1:ll9leJfIlllJmlJ1'Jtll'Wfl1m'1i~~'W

'Utl~f1'iJfl1'Jl'W'J:::;\i1'lJ~lJ1fl (X I = 3.99) l~t1~i1'iJ<ijtl~l'WI'Vlfll'W h~m'Jb1''WI'Vl\1' 111:l;;;f11'J\9leJ'lJ

b1''WeJ~WJllJ~~VleJ 1 'iJ'UeJ~1:lflli'1 ~ ri ~ f-jfll9leJfIlllJ b1'11J1'JtI 'UeJ~f1'iJfln1'W'J:::;\i1'lJ~1J1 fl~b1'~ 1 'W~ l\i1'lJ 1
'" q
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"'fl1UJfI1~111\1'l'W0'Wl'fl\9l 'V'lU111J'il~(Jr1\1 14 IPll'Wri\lf"H'l~0'fl111Jm:JJl':i1l 'l'Wfll'HI~\I

'IJ'W'lJO\ln'ilfll':i'l'W':i~~U~:JJlf)~{1'~ ( X, = 4.23) i~(J1J'il~(JlPll'WIYl'fli'Whlvm':i{1''WIYlfY 111:l~fll':i
q "

\9lOU (1''W0 \I'fl111J yj \I'V'l0 i'il 'IJ0\1 1:1f) li'l eJ\I'fl\Iri \I~ 1:1~ O'fl1 UJ m:JJl':i11 'IJ0 \In'il fll':i:JJlf) ~ {1'~ hl1!h~ U 1
~ q



,
<:::\

UYI'YI 5

flTJ~hil'U 'jj'j f1'ill 'UiJ 'il'il1l'Ufln!t ~~~'UI~'UI~fJ~~ 'hJfJ1'il'\1~fl!~tJ~ l~ l!rl~ir'lJ1'U 'il~'Vll, ,
I j} I 1

fIl1m'Ul! 'j ~1J1flEJ~~'U 1J'j ~flfJ'lJf)mlfl11~!t ll'lil' fJlJViiJfll'j 11J~ tJ'Ul! 1Jrl~fJ~\9\ rlfJl'Illm ri ~~rll1X, ~
j} I , I

fJ~rlm 19i1~"1 11~fl1f1~]!trl ~ IfJfl'l$'U191fJ~iJ fll 'j 1J~ 'lJ\911l1X11'Uf) mHl1'U fll 'j ruViI1J~ tJ'Ul! 1Jrl ~11J 1V1fJ

l1Xf1'ilfll'j'ffllJ1'j(lfJ~'jfJl'I!!rl~vrWJ'U 1\9\'U!fJ~1l~rifll1lJl~'UI~fl l1X1~'U H111'Vl1~'jj'jf1'ill~l'U~1:1'1'I ~ltJ
'tI q 'U 'U q q

H~mJlII91'V'l'lJ 11 l'U 1:1'fl11~ fll'j rufll'j!! ~ ~~'U l'U iJ 'il'il1l 'U iJ iJ 'il~tJlJlfllJltJ~ n fJl1Xlf11'1~ ,
" ,

fIl1lJ'ffllJ1'j(ll'U fll'j !!~~~'U '1JfJ~lpf1'il1J'j~lfl'Vl19i1~ "1 ~~ir 'U ~~mJl~~ 1~111fll'j~mJliJ'il ~tJViiJ~rl

I9ifJfIl1lJ'ffl1J1'j T:) 1'Ufll'j!! 'li~~'U '1JfJ~'jjf1'il'\1~fl'Vl ~'V'lU lfltJ111fll'j~flEl1f1l1lJill'lllf'U '1JfJ~'V'lir m1'U '1JfJ~,

'lJ~rr'Vl'\1~fl'Vl~'V'lU f1lJl~~ (1J'j~I'Vlfll'VltJ) ~1f)1'I (lJ'\11'l$'U ) ~iJl9ifJiJ'il~tJI'l1'U19i1~ "1111~'Ul'U

~fl£lill~ll'l

'V 'j) , I

fll'j ~mJ 1f1~ ~i1iJ 1\9\(l1J 'j ~ 1:1'~rl 1V1 fJ~fl £ll~ ~iJ 'il~ tJViri ~ ~rll9i fJ f111lJ 1:1'llJ1'j T:) l'U fll'j,
" .

!t 'li~~ 'U'1JfJ~~ 'j f1'il'\1~ fl 'Vl~ 'V'lU11~Vi1Jfi lI~l 'UiJ 'il~ 11'U!t rl ~ f111lJ fIll'I '\11 ~ l'U fJ 'U1fI \9\ 1J'j ~ 'l$1m!t rl ~

" " ,
'1J'U11'11J'j~'l$lm 1'Ufll'j~flEl1 l~ 'U'V'lirm 1'U1J'j ~ ~T~lir m1'U 1'\111j~~l!19iN''lJ~'\11'j'j~~'lJI91'U ~'U 11JVi

u ~

fIlI'l11iJril'U~llJl'Ufl1'j'lJ~'\11'j!!rl~f11'\1'UI'I'U ltJ'lJltJ'1JfJ~ 'lJ~rr'Vl'\1~fl'Vl~'V'lU f1lJl~~ (1J'j~I'Vlfll'VltJ )

~1f)1'I (lJ'\11'l$'U ) ~l'Ul'U 33 f1'U \9\llJ lm~1:1'f1~fl1'j~l'Ifl1'j

, Q.I d Q 'jJ&, lrJ 9J 0 cl 'j)

'j~'\111n'U'Vl 15 mflfJ1f1lJ - 311:1'~'\11f1lJ 2546 ~flflm !1'I'Vl1fll'jlfl'lJ'jl'lJ'jllJ'1JfJ'lqjrl

~ '3J QJ ~ 0 &. cici 9J I'j) a.cl Q ~ e!

l'lJfJ~\9\'U'il1fl'\1'U~1:1'fJ \9\n1 ~l'Uflflm'VllfltJl'1JfJ~ l!rl~ l!'\1rl~'1JfJlJrlfJ!rlfl'Vl'jfJ'Ufl1:1' 1I'1tJl'Ull'lfJ'U~
Q 9J&. lrJ 9J 0 9J d. .eI QJ lrJ 'jJ T Q

1:1'~'\11f1lJ 2546 ~flflm !1'I'Vl1fll'j1:1''j1~lfl'jfJ~lJfJ fJ'U !1'I!!fl !!'lJ'lJ1:1'fJ'lJt11lJ9I~~TIJfJ'lJ!t'Ulfll'lfll'j~

~flm 1I'1tJ~1'I1111~'Ufl1ml'VltJ 111J~fJfJfl!~'U 3 ril'U ril'U~ 1 .ufJlJrlril'U'lJflflrl'1JfJ~N'\9\fJ'lJl!'lJ'lJ~ , ~

1:1'fJ'lJt11lJ ril'U ~ 2 fllHh'j 1 'il'j ~ ~ 'lJ f111lJ il flllf 'U~ iJ I9ifJiJ 'il~ tJ~ n fJ l1Xlf11'1f111lJ i:1'11J1'j (ll 'Ufll 'j

!t~~~'U ril'U~ 3 .ufJl1:1''UfJ!t'U~!trl~f111lJill'lllf'Ul~lJl~lJrl1'\1~'lJiJ'il~tJ~'U "1 !!rl~II91111l!'lJ'lJ

1:1'fJ'lJT:) llJl1:1''UfJfJl'il1'j uN''Vl'j ~f1 ill lWJ IvtfJ 111fll'J \9\'j l'il1:1'fJ'lJ l! il'1111fl1'J 'Vl1'IrlfJ~ ltf)'lJflcilJ ~ lfJ ~1~
<:u q q q
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w oj 9J 9J 9J"l li] 9J 0 0' 9J
'1H'l-:l1)lfllf)U 'J1U 'J111'Utlll [HI~1 Plfl'f)'tJl II'l'Vllf)1Hl'J 11)-n'tlU'fl1111-n'1lU'JW'Utl-:l'Utlll~

'\J qJ 'tI CU

o 9J ,;; d li] 9J "" 0' "" "" 9J d. "" 0' 1 'I 9J1 0 oj _ I
!!~~'Wl'Utlll~'Vl-:l'\111I'l'Vl II'l1ll1Im1~'\1'Vl1-:l-n't1\9l1'l1mmtl-:l'fltlll'V'l11\9lm I'ltl I']j' tJ'J!!fl'Jll-n'lI'J1)'JU

QJ QJ

o Q.J 'j) d?1 Q.I 1 'j) a. if
SPSS 11.0 for windows -n'1'\1'JU'Utlll~'Vl!u'U~f)llW~-n'1'UU'fl'fl~'Utl-:lPl\9ltlU!IUU-n'tlUm1l1Im1~'\1

QJ q QJ

~1t1f1l'J!! 1)flll 1)-:lm1ll~!!~ ~'\11~1~tl t1~~ !!~~.lJtlllm~t11tlU'J~flU m1ll~I'lI'l1 'U'Utl-:l~iJ~tlil1)~ t1~ri tl
QJ

1'I1'lfll'l'fl1111-n'11l1'Jt1l 'Uf)1'JII 'll-:loU'U'Utl-:lfl1)f)1'J1Ifl'J1~11'11'lt1f)1'J'\11~1lu ~t111~~~11rltl-:lIU'U1l1\9l'J5}1'U

1. ~f)llW~ -rr1'U'lJ'fl'fl~'Utl-:l'V'lilm1'U f)~1l1911tl(h-:l 'V'lUl1 -rr1'U1'\1tYI~'U!'V'lfl'']j'ltl~1'lI~'U

~tltl~~ 60.6 tlltl'Utl-:lf)~1l1911mh-:ltl~l'U'lh-:l 35 - 4411 1~'U-rr1'Ul'\1tJ~I'l!~'U~tltl~~ 66.7 f1l'Jftf)'tJl
q q cu u

tl~'l 'U'J~flUtJ1UJUJl1 'Vllllf)~-n'I'l~I'lI~'U ~tltl~~ 68.0 1~'UV~iJ191111'\1U -:l-:l1'UN'U1'\1l'J'J~flU~'U!~'U -rr1'Ucu u u q qJ <u
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U q q 'U q

2. 'J~flU 'fl1111~I'l I'll 'U~ iJl9itlil1) ~t1~ritll 'I1'lfll'l 'fl1111-n'llll 'Jt1l 'Uf1l'J II 'll-:l.u'U'Utl-:lfl 1)f1l 'J

'V'lUl1 'V'lilm1'Uf)~ml1tl~1-:l u1iJ'Vl'\1~f)'Vlf'V'lcJflll!~-:l (tJ'J~I'Vlfl'l'Vltl ) ~ltll'l (1l'\1l']j''U ) 1'I1'U~1t111
w w

il1)~t1l1-:l 14 ~1'U iJPl~~tlm1ll-n'l1ll'J t1'Utl-:lfl1)f)1'Jl1-:lf)1'JtJa1J~l 'Uil1)~1J'U!!~~ m1ll'fllI'l'\1l-:l 1'U
, w

tl'U1'fl\9l c1$-:l-n'llll'Jt1-n''JtJl~I9l-:lU
q

w

2.1 f1l'JtJa1J~l'Uil1)~1J'U il1)~t1l1-:l 14 ~1'U iJPl~~tlm1ll-n'l1ll'Jt1'Utl-:lfl1)f1l'Jtl~
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1'Vl'fl1'U1~fj-n'l'J-n''UI'Vlfl'2) f1l'J\9ltlU-n''Utl-:lm1llv:l-:l'V'ltll1:1'Utl-:l~f)1113) f1l'J\9lml'l 4) lWl'U1i'J'Jlltl-:lrlfl'J
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5) 11:Ytll1fl'lJ~'U1ifl1) !!~~ 1111'\1111tl6) 1m-:l-n'~1-:ltl-:lrlfl'J !!~~ U'J'JtIlf1lfl'f1l'JYl1-:l1'U Pl~\9ltlU!!'Vl'U

Im~ !!'J-:l1)-:l11l7) f1l'JI~t1'U~!!~~~Wl'U1 8) f)~t1'Vl£'Vll-:lf1l'J!!'ll-:loU'U9) f1l'JU1f1l'J 10) f1l'J1~tI!m~
QJ QJ q

~Wl'Ul 11) 11f)1l~f1l'JU1'\1l'J!!~~m1~~t'h 12) fJwm'V'l!!~~f1l'JmUfJll !!~~ 13) f1l'JU~'\1l'J

w
2.2 m1ll'fl11'l'\1l-:ll'Utl'U1'fl\9l il1)~t1l1-:l 14 ~1'U iJPl~l9itlm1ll-n'11ll'Jt1'Utl-:lfl1)f1l'J
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tl~l 'U'J~flUlllf)~-n'1'l 1l'ltliJ~ 1m ~ tI!~'U'flru\9l 4.23 c1$-:l11t1-:l\9l111ihflum1llrl1flUJ'U tl-:lil1)~ tI l~fl-:lU
QJ q "

1) 1'Vl'fl1'Uh~-n'l'J-n''UI'Vlfl' 2) f1l'J\9ltlU-n''Utl-:lm1llv:l-:l'V'ltll1)'Utl-:l~f)111 3) f1l'J\9lml'l 4) m 'Jt11f1lfl'
QJ

f1l'JYl1-:l1'U Pl~\9ltlU!!'Vl'U !!~~ !!H1)-:ll1) 5) lWl'U1i'J'Jlltl-:lrlfl'J 6) f)l'JU~'\11'Jf1l'JI~'U!!~~~'U'Vl'UQJ q
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H~~ f11'H1cJ'ufH~~~1PlJ'U17) lm~b'fh:JfJ~r1m 8) f11)'lJ1f11) 9) f)~tI'\'l1f\'ll~f11)H~~.u'U 10)
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'JI
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'JI

'UfJ~fluf11)mh~lllf) lln~m1lJm~t11~1'UfJ'U1fl\9l'\i'lUm1'Uf)~lJI911fJ~1~1~'Ul1 1Iu<OtI'l1~14 ~1'U ~
q
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ri1'U cl1f1qjlllf)V~~'U 1'Utl'U Vi'l'111t1fl uf11) lfl~fl11lJ b'fllll) (;)1'Utll)ll~~.u'U l~tIlQ '\i'l1~11'11<0tI~ 1'U

l'\'lfl 11.,1htlb'f1)b'f'UI '\'lft UCl~ f11)\9lfJ'lJb'f'UfJ~m1lJ.w~'\i'lfJ1u'Um \Jf)~ 1 1~'U11'11<0tlcl1f1qj~ 'l'111t1flUf)l)
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lfl~m1lJ b'fllll) (;)1'Uf11)U~~.u'U:l-J1f)Vib'f~'l1~1'U11'11ulJ'Ull~~ fJ'U1fl\9l
q q

'JI

NClm~'\'l'lJ u1f)m1~lft)El ]"flu'l1~mtll 'U1h~I'\'lftHCl~~l~U)~I'\'lft f11) ltJ~Ib'f~'\'l1~f)l)~l \9l~fJ~u'U

1ll\9l) tll) ~ 1~ "1 'UfJ~t1tl1t1~1'U 'UfJ~i']" tl'U l~llfl cl1U f)~1'UflW ~m) lJtll)tl1rl'lJ t1~ f) '\'li' '\i'l6uCl~
'JI ,

\9lm~t1 ~f)'\'li''\i'l6 \9lm~ t1~ f)'\'li' '\i'l6ll'11~U) ~l '\'lftl '\'ltI ) 1ll 'l1~1i'U1m) H'Yi~U) ~l'\'lftl '\'ltI elf ~iJNCll t1

tll) ~ 11U'U~1'U II Cl~ NClf11) ~ 11U 'U~1'U'UfJ~'lJ1rd '\'lt1~ f)'\'li''\i'l61U~ tI'UHU~ ~1 U 1'lf'U f11) 1oMtl\9l)1
'j) I I I

fl11i)) WU tlll.u 'U\911 II ~ ~tll) tl1t1 'U~ I'\i'l~ 1'Ufl1 \9lfJ'lJU'\'l'U (incentive) 1t1rl'lJ!~1t1l! 1Vif11) \9lm~ elf ~
'JI 'JI,

ri ~N~ 1t1) 1t11~fl11i)) IIlU till 'U1t1t1l! 19ffJ'U1tlt1 ~ f) '\'li' '\i'l6ui' 'lJ1911b'f~~ 'U UCl~fl11 oM~1t1lntl1rl 'lJ~

'\i'lUf)~1'UCl~Cl~lrlfJlVitl'lJrl'lJ)1t11~~I~ll~'U 1'U'UW~I~tl1rl'U ~'l'111t1f11)H~~.u'U~l'U )lm~II'U 11l! II

~~ ~~ 1~ tIlU ~ tI'Uml~ 'Utll) II ~~.u'U~ 1'Ufl Wfll'\i'l tll) 1t1'lJ1tll) lllf) ~'U l~ fJi' f)El1'il1'U~f) ~ 1'UfJ~
q ~ ~

ui''lJU)~) ~'lJ'lJf11)~ 11U'U~1'Ull~~ tll) 'lJ1f11)1t1b'ffJ~fl~fJ~rl'lJl '\'lfll 'U1~~~IU~ tI'Ull U~~ 1U 1911fJ~1~
q

d cl 11]jJ Q.I do ,J. (lI Q.I rI I Q if cl d. d d I 1.11 'j)o.;
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tll) ~ IPlJ'U1~ 'U l'¥lml 1'U1tIfl11ll b'f~~ 1f) Hri N'Cl~'\'l'U ~ 1tlf11) l~ II'\'l1~l~ fJf) l'U tll) ri ~ft11:1~9ffJ'U1tI
~ q

Q.I Q..I rI ~I 1" 93JQ Q..I Q.I I'd Q.I

t1~ f)'\'l)'\i'ltI lulil! fJf11b'f!t1lf)~ f11) 'Utl1t1\9l1'UfJ~f11)Cl~'\'l'Ull~ ~'\i'l1PlJ'U1b'f)~'lJ'lJ1:'r;~;~H'If'Ul~tl1f)'lJ\9lm~
q ~

Q.I Q.I r/, 0 9J QQ.I Q.I Q.I l'I 'jJ 'jJ 'jJ;% d. I

t1Clf)'\'l)'\i'ltI\9l1~U)~ l'\'lft '\'l11t1'lJ)El '\'lt1Clf)'\'l )'\i'ltlb'fllll)(;)'U tIltl'il1'U ~f)m 1~f)11~'U'U u1f) 1m fJ'U1t1~ ~
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Martin (1996) !!~:;:;Peter Weill (1998)



85

ifQ./'V A. 3J Q.J ~ ,d.
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5. dlenhL'IJ'IJ~tJ'lJmlJ' tl 'Yl~r:H)'IJ11,.jfli' ~H'H1 N\91tJ'lJH'IJ'IJ~tJ'lJmlJ~'ll'tJL~'WtJH'W~1'W
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I 1 'J} 'J}

r:Y1'WVi3 'UtJ~H'IJ'IJ~tJ'lJmlJ H~dJtJ'l11H'IJ'IJ~tJ'lJmlJ'tl'YltJ~~1~':J~m,x'll'tJL~'WtJu'W~m 'l1,rWm~
'U

,,9 OJ! OJ! 'I OJ!
G}i~N\91tJ'lJH'IJ'IJ~tJ'lJmlJ\91tJ~~'IH1m
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6. 11lfll'jftflEllm'j'Yl~~tJ'lJm1lJ-fflJYr'W£L'LI'W 'j1t1#l1'W mm\91~ 1:J'#l1 ~1 'Wfll'jftmn
q

'J} 'J} I 'jJ I

fli' ~i1 LiJ tJ~~1fl~ tJ~fll'j ftfl1l1LVitI~L{l tJ~~ 'WD~11~~tlVi~ N[I~ tJfl 11lJm lJ1'j T:)'Yl1~fl1 'j LL~ ~ 'Il'W

'j/, 'J} 'J} I
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~ ~ ,
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'U q q

'J} 'J} I I
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d •.•
'Vl!'U 'U Y-l1:'1.:.J1'U

~ ~ Va
fItlY:t tl1i Ui 'H1i U 1I:tj) 1'JUJU 1

.<::;). QJ I Gj 91 0 QJ QJ 9J
1. 'U"i"El'Vl'Utl.:.J'Vll'U Il'll'llllJ1:Y1l'1tjJf1'Uf11J1:Y"J1.:.J
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_<lfv..::t'1"'"u~H)[JYIfl Cl mflVlf111lJ J:TllJTit)

1Ufll1U.u-:joUU

'V.<:::l, jlo r

f1f)'l:I~tnJUJ'H1JUt'l~m1~fjU1( V/fJ )

2. 'IJ~iJ'Vl'IJCl\lvll'U~f1Tj~~~.rvhJnw'illf1P-h(J

\ll'Ul'll\l '1 ( cross function) Viftl1J1'jtl

'lh~ftl'U\ll'U'J~lr:ll\l~l(Jn'U 1~

3. 'IJ~iJ'Vl'lJtl\lvll'U~f1l'j ll~I'l\l \I'IJ'lh ~1J1tU1'U

1'U'Vjf1'j~1'l'IJ

4. 'IJ~iJ'Vl'IJtl \lvll'U111'rr:n:U1:hilty n'IJf1l'j ~~I'l\l

Vi:u\ll'U1'U'j ~1'l'lJ'l.J~'!J~f1l'j~~ill'U 1'il1~:U1'U

f1l'jI'l~ff'U 1'il~ll'W'Uf1l'j~1'Ul'll\l '1 ( self-

managing team)

5. 'IJ~iJ'Vl'IJtl\lvll'U111'rr:nmhilty 1'Uf1l'jJ:"~l\l

flwm'WUt'I~tnJflllJrm
40 ..•

I. N~\9Ii1tUcv1ml~'IJ~f1l'j~I~'U~'HWl~\9I'lJtl\l

'IJ~iJ'Vlvll'U~fJ tUilWH~'U ~(Jtl:Ui' 'IJ'IJtl \1\91m~

1~(Jv\'11'I.J

2. 'IJ~iJ'Vl'lJtl\lvll'U111'fJ11:U1:hiltyn'IJ f1l'j11\ilJ'U1

11~~f1l'j'I.Jf'IJ'I.J'j\I~1'Uf1tUill'l~tlUl\ll'ltll,1tl \I, ,

3. 'IJ~iJ'Vl'IJtl\lvll'U~f1l'j'1111f1~tl\lijtl1'Uf1l'j~~

f1l'jf1tUill'V'l:lJl10i5tllyh'li'U f1l'j~~f1l'j,

fJtUillVl1~(Jtl\lr1'jl:U ( TQM ) , ISO, QCC
I lIJ ~QI 'jJ <=S 'jJGt 'jJ

4. 'Vll'Ut~'j'IJ'jII~~I'j(J'U'j t'U1J1\91'j'lil'U~l'Uf1tU
r:u q,J d.9 q

d ~Q.J I 0 ;f
illVl 'Vl'IJ'Jll'Vl'IJtl \I'Vll'Uf11Vl'U~ 'IJ'U

5. 'IJ~iJ'Vl'lJtl\lvll'U~f1l'JfllVl'U ~1J1\91'j~l'U

'lJtl\l\ll'UHrilVli''IJfl'ilf1'j'jmhilty

5 4 3 2 5 4 3 2
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if ~~fJ~ne '1<H!n~fI1l1.JjJl1.J l'HI

'l'klfll'j!!'li~.u'kl

rHlliIJ'Y'I6H1:i:fI1'ifl11JAU (vie)~ ..
6. 'IJ~llYl'IJB·:;ryh'klii'kllV'IJlv\9l'Jl'\l{1'e'IJf1l'J

'IJ~'l1l'J 'll'kl BV1'llrl"W'J::;'IJ'lJl!rl::;{1'~II{1':lJe

7. 'IJ~llYl'IJB'l'yh"Wl1-1'ml:lJtYlrlty l!rl::;'I1llYlflUfl

f11'Ji.h::;l:U"Wl!'IJ'IJ~rlV.fm'~ (Balance Score,

Card: BSC) :lJll.r;l"Wf1l'Ji.h::;l:U"WNrl

8. 'IJ~llYl'IJ B'l'vh"W11-1'ml:lJtYlrlty rl'IJf1l'J\9l'Jl'\l
.0::::.. rI I I Q..I

(1'B'IJ\9l~\9ll:lJf1rlVYlTi'lJB'l fll! 'IJ'l'IJ"W
, 'U

9. 'IJ~llYl'IJB':l'Ilh"W1'11'ml:lJ-fflrlWrl'IJf1l'Jm'IJfl:lJ
o ,

g) d. o<!:t .<:::t,.<:::t,

~lmfl'JB'l:lJBYll'l{1't1\9l

I O. 'IJ~llYl'IJB'l'Yh"W1'I1'ml:lJ-fflrltyn'IJf1l'J\9l'J1'\l

{1'B'IJl!rl::;lh::;l:U"WNrlf1l'J i1V"Wr'IJthl'l'fUf1'll"W
'U

I"WB'ltlf1'J

II. 'IJ~llYl'IJB'l'Yh"Wl1-1'ml:lJ-fflrltyrl'IJf1l'J\9l'Jl'\l

n I "" ", 9 "{1'B'IJ l!rl::;lJ'J::;l:lJ"WNrlf1l'J{1''Jl'lfJUlfll!'\1

"rlf1fll
'U

12. 'IJ~llYl'IJB'l'Yh"Wl1-1'ml:lJ-fflrltyrl'IJf1l'J\9l'Jl'\l

n I "" ", 9 "{1'B'lJlW::;lJ'J::;l:lJ"WNrlf1l'J {1''Jl'lfJ UIfll t11

'Y'fUf1'l1"W

13. 'IJ~llYl'IJB·:;rvh"W1'I1'flll:lJ-fflrlt\.)rl'IJf1l'J\9l'J1'\l

n I "" ", 9 "{1'B'IJ l!rl::;lJ'J::;l:lJ"WNrlf1l'J{1"jl'lfJUlfll!'\1

6flATuTilChnnrumrr ( IT)

I. 'IJ~llYl'IJB'l'Yh"Wiif1l'JtJ~'IJltJ~V"W'J::;'IJ'IJ IT ~

1.r;1"Wf1l'J ~hU"W'l1"W11-1''I1"Wm'J VBVl'l

mJ1l{1':lJB

2. 'IJ~llYl'IJB'l'Yh"WI9i'B'l~'l'Y'lllYlfll"WinV{1'l'J

ff'\.H Ylftl 'Uf1l1"~ lrU'U 'Ii1"fl ,nlChuJl f),

5 4 3 2 5 4 3 2
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if i1<UtJ'fl riei't¥!nVirn l1HI'llJ Titl

h.lfl1'iu';'loU'U

5 4 3 2 5 4 3 2

3. 'lJ~11'Vl'IJe·rvil'Ul.w'Ufmli''j~'lJ'lJ IT l¥tefm

!~ V'U ~ll1:'1~ri ~~11{1'1'j .u'enJ 1:'1l'Wel1Ji' 'IJ'j~'lJ'lJ
'" '"

"'''' 011if1l'j'Vll~1'U\911:'1tl\91n1:'11

4. 'lJ~11'Vl'IJtl~'Vh'Ul'W''Uf1l'j1<i5'j~'lJ'lJ IT !¥ttlf1l'j

fI1'J'l/1flJ'j

I. 'lJ~11'Vl'IJtl~'Vll'UlJfh;l~f1l'jNn\91 / f1l'j'lJ~fm

~l'ViV~l'ltll91tlml:IJ~tl~f1l'j'IJtl~\911:'11\911'U

1I~~'JJ'U

2. 'lJ~11'Vl'IJtl~'Vll'Ui~'lh'V1'fll'U hfjf1l'j'lJ~fm~

Vl'U{1'lJv:lJ11 <i51'Uf1l'j1:'1\91~'U'Vl'Uf1l'j N~\91tl~
, '"

!{1':lJtl

3. 'lJ~11'Vl'IJtl~'Vll'UlJf1l'j'lH'lJ'I.J~~ 111:'1~.yr\Pl.l'Ul

~ I I ..:!:I

'j ~'lJ 'lJf1l'j 'lJ 'j f1l'j tl Vl~\91tl! 'Utl ~\911:'1tl \91111:'11

4. 'lJ~11'Vl'IJtl~'Vll'U1~f11l:IJfflfl't\!n'lJfmti\91fi""!

f1l'j'lJ~fm1lnl "l tl~l~l91tll'dtl~

fI1'Jf)t11A

1. 'lJ~11'Vl'IJB~'Vll'U1~fI1l:IJfflrl't\!n'lJfl n{1'~l~

QJ fI d jI

f1ll'l1:'1fllJill / \91'j1V'VItl( brand)
-"

2. 'lJ~ 11'Vl'IJtl ~'Vll'UIII~'j 1fI1 N~ \91il ill cvl / 'lJ~ f1l 'j i ~

, 5'1 d QJ 9J
tl Vl~ l'VI:IJ1~ {1':IJ11J'U'VlV tl m 'lJ 'IJtl ~1:'1fl fI1

'"
~QJ I ~ jI I QJ

3. 'lJ'jlJ'Vl'IJ tl~'Vll'U:lJll1:'1~Ml~'l5tl ~'Vl1~fll'j ~\91

o l..a 9J jI.<::S ~ OJ d
~ 1'VI'UlV'll ~ \J flfll{1'l:IJ 1'j m'IJ 1m N1:'1\91il ill CV1

111:'1~'lJ~fll'j i~B~1~{1'~\911fl
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if'il<iluliotl h¥IOYlmUli;lllll'Hl

l'Wfll'm.u'l.u'W

5 4 3 2 5 4 3 2

fl1"JfllI1A ( dB )
4. 'lJ~ 'll'Vl'IJel·n1TU iJ flTj" tll VI'Wf\:IJ1\9l'j 111'Wfll 'j

ri.:'llJB'lJ N~\9lilru 'l1/'lJ~ fm !!i:l~ i:l'l:lJ1'jj;)tJB1J~

\9l1lJ:IJ1\9l'jpU i~B Vl.:'li:l'Bf\11ftB.:'II9iBI~B.:'I

5. 'lJ~'ll'Vl'lJB.:'I'Vil'WiJfll'jri .:'I!i:l'~lJfm 'Ulmli:l~fm

tJ'j~'II1~lJ~'W TI~1.,'jl~ .:'Ii:lf1rl'lf1~lJl 1J1VllJ lCJ
<u ,

i~d]'WBV1.:'l~

6. 'lJ~'ll'Vl'UB.:'I'Vil'Wi~'11l'j~'lJ'lJ'lJ~VI1'j <ijf\fll'ji:lf1
<u

~ GI I d, .<::::, 3J 'JJ 0'

]. 'lJ'j'iJ'Vl'UB.:'I'Vll'WlJfll'jIlf\Il'W!!i:l~i:l''jl.:'li:l''j'j1l

~.:'I'lhg;~'iJi!!i:lg;f11llJ~f\lmi '1 BBf1:1J1BV1.:'l

, ...
\9lBl'WB.:'I

2. 'lJ~'ll'Vl'lJB.:'Ivil'Wl11'f11lmhrlty!!i:l~ <ijf\i:l''j'j.:'l'lJ

tJ'j ~:IJ1rul ~ Bfll'j l<ijmli:lg;~roJ'W lBV: ~lm.m

'" ~i:l'lJ!!i:lg;i:l'Bf\Ili:l B .:'If1'lJfl11g;\9li:llf\

3. 'lJ~'ll'Vl'lJB.:'I'Vh'W!lIf\ lBflli:l'l11''I'lUml'WiJrll'W

'~ '" ",d n I '" '"'jllJ ~'Wfll'jml.:'li:l''j'jlli:l' .:'I'LI'j~f\'iJ11!!i:l~f11llJ

~f\ 1m.] '1

4. 'lJ~'ll'Vl'UB.:'Ivil'Wi:l'llmj;)~f\rl''W~.:'ItJ'j~~'iJ§

!!i:l~f11llJ~f\ 1mi '1 \9l'j.:'lf1'lJlllllJI'i'B.:'Ifll'j

~ Q..I I do 0"'" 3J
1. 'lJ'j'iJ'Vl '1JB.:'I'Vll'WlJNi:lfll'j f\ll 'W'W.:'Il'Wf\ 1'Wfll'j

ihtll i'jBV1.:'lI9iBI~B.:'I

2. 'lJ~'ll'Vl'lJB.:'Ivil'WiJ:Uf\f11llJi:l'l:lJ1'jj;) l'Wfll'j

tJr'lJi:lf\ 1'i''W'Vl'Wi~~1f11l~!! ~.:'I.u'W, <u I
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if 'il~[J~nfliMlilY1ml~1:Tnm tl

i'\.Hnm.u'l.uu

5 4 3 2 5 4 3 2

.<::::lo .<::::lo jI r

fI1'JU'J'Hl'JfI1'Jl-3'UUlJ:!:V1'UfJ'U (V1fJ)

3. 'lJ11J'Vl'1JtJ·:]l,l1UlJflTH1TH'U mJl\i1':i FI.H11':iri 'I

lJtJ'lJNi1\91i1Ulen / 'lJ1fm 1H't~1:111J1':itltJ5tr~

\i11lJlJl\i1':i5j1U '1~ tJ~l'l1:1tJ\i1f111tJ '1~tJlt!tJ'I

4. 'lJ1lJ''Vl'lJtJ'I'I'11'UlJ5\i1':ilfil':iI'i)1T:Jj1~'lJL\i1'1JtJ'I

':i1tl '1~tJ ~1'l~ tJlt!tJ'I

5. 'lJ11J'Vl'lJtJ'I'I'l1U1:111J1':itlHf'U LtI'lJltlf1l':i

'lJ1'\11':i~'U 11'W~~111J'W1l 'i).ijtll 'Wfil':i 1:1f1'1

fId1lJ '1~ltJ~ tI'lJ'Vl1'lfil':i II~'1.u'W

6. 'lJ11J'Vl'lJtJ'I'I'11'WlJfil':i1.jf'l'lJtJ':i~lJlUlll'lJ'lJ~'1

1U''WNfj'll'W (Performance Based Budgeting)

1'Wfmt'hfl'lJ llfj~tJ':i~llJ'WNfjfmH~ltl

'1'lJtJ':i~lJlUl

'" 'I vfI1'JVlfJ utr'UiJ-3f1'JUJ'W-3 'WiJ liJ'IIiJ-3 f]flf/1

1. 'lJ11J'Vl'lJtJ'I'I'11'W1,1'fld1lJl,'hr1T:Jjfl'lJfil':i\i1tJ'lJ

1:1'WtJ'Ifld1lJ~tJ'I fil':i '1JtJ'Ifj nri'l
"

( call center)

3. fil':i\i1tJ'lJ1:1'WtJ'Ifld1lJ~tJ'Ifil':i'lJtJ'IMri'1'lJtJ'I
"

'lJ11J 'Vlvi1'WtJ~1'WIn Ulen~ ~
"
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if~.ijufintl hi'!nYlfl11lJi:YllJTJO

't'Uf)l'j!!.u'loU'U

"" '" ..,fJ1111tJ'U1Ui:l~'Wl1JI'U1
"

1. 'lJ5rJ'Vl'UtJ':l'Vl1hli11'fr-'n:IJrlliltyn'lJf1l'HY~l'l

<I I .d 'jJ

tJ'Ii'lm!!'lNflTH'HJhl1; ( learning

organization)

2. 'lJ5rJ'Vl'UtJ'I'VllhliJf1l'J 1li' '1lTJ{1'l'J.u tJ:IJn 'UtJ'I
'II

'lJjrJ'Vl !!n:;;.um,jn!~(Jdnmmf1l'J'l.Jii'l1&1'11hl

'UtJ'I'Vll't..!!!n:;;'Vl'l1fl'llhl 'thl! dm~¢i'tJ'I f1l'J

3. 'lJ5rJ'Vl 'lJtJ'I'Vll'U llfl '1'lJ'I.J'J:;;:IJllli I1rvttJf1l'J

'\I1wJ'\.n !!m:NfltJ'lJ'J:IJ'Vl'l1fl'llhl

4, 'lJ5rJ'Vl'UtJ'I'Vllhl'i'11f1l'J !Vi(J'lJ1f1il'il~(J~lhl

'lJ5Vm tJ'Ir1m1hl~lhlI911'l"1 n'lJ~~!~hl!~fY

(benchmarking)

5 4 3 2 5 4 3 2

1I.a .t::!i, , 0 a t:::).

Y11'Utl'U 9 "1I'IiHfHlI'WfldllJi:Yl!'j~'Utl'lf)~f)l'j

'Vllhl~whiJil 'il~(Jghl1f1~fl1If~tJ l1i~m:lJl'JontJ 1li'!f1f1i'ldl:IJm:lJl'JO 1hlf1l'J!! '1l'loUhl'UtJ'If1'ilf1l'J !'Vl'Jl:;;1l119l1f1

,
'\Jel'Uel'lJ'Vl'i~ ~lli i'l~
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1'WVi 9 tl'WtJ1(J'W 2546

2. It 1J1J'n'tl1Jtll'lJ

"'Ii'Wlfl11' 'Vltl'Ii'Wlfl11 ~ltl~ ( :JJ'\11'lf'W) 'U'ill~i'lfh~'':]~f1'm 1'W1~~1J'u~'illtlJll 'Vl m'Ull'Vltl1f1l1.ij~f1l1
" "

It 'U'W':]1'lf11J~ '\111'Ii1 fi'il :JJ'\111'Vltl1~ tI'n'1'UY1tI'Ii 11:JJlIi11'lf••

fh~':]'l-llf1l1 ~mJlf11! f111~'n'1 ~ l~ tl.:] iJ1l.uu~ri81~~nYlfllUHnlllif:lh.!m·H!.u~.ulA·\Hl~

"" QJ QJ d & ~I I & '" ~ '1 do d 9J 'l9J9J
1iif11l'Yl'tlf1Y1ifW C)f.:]llJ'W'n'1'W11'1N'Utl':]l1 Clf1'n'\9l1 f1l'Jfl'f1m 1'Wf1l1'W 'illl~'W\9ltl':] I 'If'Utl:JJCl'illf1f1l1
• 'lJ 'lJ

rl11 1'il fIJ1:JJ~ ~ I~ 'W'il1f11JfImm 1'Wml 1t1.:]1'W'Utl.:]vi 1W'¥1tl f1l 1 l.ij tI.
" "~.:]'11'W ~hl'W~':]1f11 'Utlfl11:JJtl'W1m 1~ ~ 'il1f1v11'W 1'Wf1l1 rl11 1'ilfl11:JJ~~1 ~ 'W'il1f11Jflmm 191,:]••" ,13J~ Q,.I'JJ.&lrJ~1 ' 0 d.1l19J' 9J

It\9lH1J111111~~1J\9l'W'U'WIlJ'Utl':]'Vlf111'W1t1':]1'W'il1'W1'W 33 11t1 \9l1:JJ1l1J1J'n'tl1Jtll:JJ'Vl1~'n'':]:JJ1'W1tl:JJ
'lJ •

" ,
11'11.:]-ffmnJ1JU lijtl1J fI m m'Utl':] v11'W'l-llf1l1mtlf1l11J1J 'n'tl1Jtl1:JJ!1tl1Jjtlml~1 'lhtlm 'ill1.ij~1~1J 1~..



~ An 0522.17/1-1 0.)1 ~rl'JJ11'Vlmn1J9~n1J

:W'l/n1'VltJ1«t1 ~1'JJY1tI1JJJ:W1fh1'D•

.J nwmm,\ 2546

,
9;;1 C11'Jwml~mJflm1J-1'm~lfl n:::v1~lnvhw fl~f1J1fJ11~'I1n~m~nl?'h luwr 11JlnU;rm.!~

l~fln 'n~9't1 iJnJ.-I')\.,\ l') ('1') ll~ ::::1'11'H'l::::l~t1C'1~'I1n~n'jj1l~WmJ1'Y\l1fl:wd Vl1'l~1~ ::::1J\'fufl11J,1

Tl'JlWl'l'lflVhw llfl;~'lJmJfJ1JfI\W~'Nm~')J.-n ill lfln1~d, ,

(Jfl'lA1~fJ1n9'lJrJ C'1J.n,'l'Y\lJ'Vlfl'llU)

1J1:::fj1wn n:wn 111J1::::91~1'JJ11'D11'Vlt11n 119 ~ n 1J

'>--' = ~ <=>. =- 'l-'

1! n),'l1l'l ~ fl1:'t') ~')'lI'l'l'll'ITVlfnnT:r"'H9Hl'l"j'

IV1';f~'I;f 02-5033612
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"Strategy - core competencies" "Introduction" Available:

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

"Strategy - core competencies" "The Work of Hamel and Prahalad" Available:

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

Javad Kargar John A. Parnell North Carolina Central University Durham, NC Tutor2u

Online Learning Resource of the Year "Strategy - competitive advantage" "Competitive

dvantage-Definition" Available : http://www.totor2u.net/business/strategy/core_competencies.htm
4 Michael E. Porter Harvard Business Review November - December 1996 "What is

Strategy?" Available: http://www.isc.hbs.edu/firm-competitive.htm

Don Neidlinger Ram Electronics Inc. "Strategic Competency" June 19,2003

Available : http://www.ram-electronics.com/strategic_competency.htm
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Porter, Michael E. Harvard Business Review Article HSB Number: 79208

Publication Date: 3/1/1979 "How Competitive Forces Shape Strategy" Available:

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

Miller, Danny; Whitney, John O. Business Horizons Article HSB Number: BH024

Publication Date: 5/15/1999 "Beyond Strategy: Configuration as a Pillar of Competitive

Advantage" Available : http://www.mhhe.com/primis/catalog/pcatalog/HBICA.htm

John Henderson Candidate Resources, Inc. - Grand Prairie, Texas - (972) 641-5494

Competency Report - Generic Version" Competency: Strategic ThinkingNision" Available:

vvww.virtualhrcenter.com
10 .,g d ~ "" l1J'iI'l

f1'f1l:l1')l(J[;j~ltJ(J\9H'V'llJl\9llJ~\9l 'Whttp://members.tripod.com/~infbprpros/index.html

11 ftmn,)l(J[;j~lU(J\9H~lJl~lJ'J{'l'W Change & Perform Organizational Redesign Service

Available: http://www.organisationalJedesign.html

12 ftmn,)l(J[;j~lUCJ\'H~lJl~lJ'J{'l'W Change & Perform Organizational Redesign Service

Available: http://www.organisationalJedesign.html

http://www.totor2u.net/business/strategy/core_competencies.htm
http://www.totor2u.net/business/strategy/core_competencies.htm
http://www.totor2u.net/business/strategy/core_competencies.htm
http://www.isc.hbs.edu/firm-competitive.htm
http://www.ram-electronics.com/strategic_competency.htm
http://www.mhhe.com/primis/catalog/pcatalog/HBICA.htm
http://www.mhhe.com/primis/catalog/pcatalog/HBICA.htm
http://www.mhhe.com/primis/catalog/pcatalog/HBICA.htm
http://members.tripod.com/~infbprpros/index.html
http://www.organisationalJedesign.html
http://www.organisationalJedesign.html
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