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'\Jnfl1el~1'\Jcivi'el~~'W L'WVl:l.J1(91 5 LL'W1'W1tiu1ti~'W~1mL'IA~f~ Vl:l.J1(91 9 n11'\Jnmel~611'W'Vlel~~'W 
'IJ ... ... 

(m~11 78 Lbl;'l~ mm1 282-290) zj~n~11~ci'1flf1.JL 'Wn11n1Vl'W(9101'U1'1 Lbl;'l~Vl-w1~1 'Un11i(911~uu 

u ~ m 1~1511 ru ~ 1 ~V111 ~f ~nu el~ fl n 1 '\J n fl 1 el~ 611'W VI e:i ~ ~ 'W LL"~ 1 ~V111 ~el~ fl n 1'\J nm el~ ~1 'W vi' el~~ 'W ... 
~1 ti n'W Lbl;'l~ Lbe.J'W m 1m~'11 ti a1'W 1'11 v1LLne:i~r1m'\J nmel~611'Wvi'e:i~~'W '1 ~ hifl1e:iu fll;j:l.J~1'W n'1 m1:l.l~ 

' 
b~ t11.if mnu m1:l.lJ'Wfl~ fl11~'11'aill1~'V'l1 n~1 fl~ n'1 fl1 'a fl11~1~'\J )~ b Vl ¥1 bb'1~ fl11b1'W fl1'afl ~~'1Jel~ 

'\J1~ L Vl¥\1(91 ti 11:l.l LL~il1~11'\J 1~~~fi~ci'1flru 3 '\J1~m1'\J1 ~nelu~1 ti L ~el 1 iil n11m~'11tleJ1'W1'11 i LL fl ' ., 

el~fi° m'\J n fl'ael~ci'J'W'Vlel~ ~'W ~1 :l.lf ~5)1:i.J'W ru bb'1 ~'V'l)~)1°1l'\Jt\J ru~ b~ el 1 v1 f11Vl'W(91 bbe.J'Wbb'1 ~-&'W ~el'W n1) 
d.l ClJ V V V 

m ~'11tl B 1'W 1'11 v1 bbflel ~fl m'\J n fl )el ~ci1 'W 'V1 el~~'W 'V'I. ¥\. 2542 n 1Vl'W (91 n'aelUvi ¥\Vl1 ~ bbl;'l nL 'W1 Vl 1~n1) 

m~'11 ti a1'W1'1~ el~fl m'\J n fl1el~ ~1'Wvi'el~~'W~i (91 L '1'W LL"1~ n1Vl'W (91 LL 'W1V11~m1v11 L il'W~1'W'1Jel~ LLe.J'W '\Jfiu~ 

n11 1'Wci1'W'1Jel~f~u11:l.l'WruLL'IA~116/Jel1ru1im1V1t1 'V'IVlu~m1"11 2550 L'W:l.l1~11 283 111fl~1:l.l1~ 
d.l 'UV 11 

'UqJ t'Q'~1111 1 iil n~Vl:l.l1 ti n1Vl'W (91 Lbe.J'W Lb'1~-rr'W~ el'W m1 m~'11 tirl 1'W1 '1 L ~el n1 Vl'W(91 m 1 LL 'IJ~a1'W 1'1Vl'W 1~ 

bbl;'l~ ~(91 ~)))1 tl 1~1~Vl11~'a16lJ m1ci1'W nm~ bb'1 ~)1°11 fl1'a~1'WiliJ.fl 1fl nu e)~fl m'\J nfl'ael~ci'J'W'Vlel~~'W bbl;'l~ 
'IJ 

1~Vl11~el~r1 m'\J n fl1e:i~ci1'Wvi'e:i ~~'W $\'1 ti n'W rn~ 1(91 ti r11-w~~~n11m~'11t1 rl1'W 1'1 L ~:l.lf 'W ~1:l.l1~~u 

fl11:l.l ~1:l.l11 t1'1Jel~ el~ fl n1'\J n fl 1el~~1 'W'Vl el~~ 'W LL~" ~i'\J LL u u 111fl ~1 v1il n~ Vl:l.l 1 ti 11 ti 1~ VI el~ ~'W L ~ el 

f11Vl'W (9le)1'W1'1Vl'U1m 'W fl1)~(91 bf1U.f11~bb'1~)1 tl 1~~'W'1Jel~el~ fl m'\J nfl'ael~611'W'Vle)~~'W 
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1~ c.l ?111~ 611~ t1! '(J e) ~ L {11'\11~ 1 c.l 'U e)~ n 1'a m~ Iii 1 c.l tl
0

1'W 1 lil 1 VI bbfl e)~fl mtJ n fl 1tl~ 611 'W vi' e) ~~'W 

tJ wna'U~1 c.l f11Vl'W~ 1 Vliim 1ri1 c.11a'W.fl 11n:u L 'W n11'.ij~'\J~n11?11511tlJ~'(Je)~{\i fa c.ie)~fl n1tJnfl1B~ci1'U 
"' 

'Vltl~~'W L~iim1~'1"J{a~ L 'Un11{'Um1ri1c.11B'WeJ1'W11il'Vl'LI1viLL'1~.fl11n:U LV1~1b'W'Wn11ri1c.11B'W.fl1c.1 L 'W 4 tJ bb~ 

ll1a~iimtJnfl1B~ci1'1.J'Vle)~~'WtJ1~b.fl'VlL~tl~Ll-!'l"J~e)~{'Um 1ri1c.11a'U.fl1c.l 1 'W 4 m~ 1 Vl'(Jc.11c.lb1'11b~~c.l~ 

fl11~'1"J{e)~ 1~.n1 c.l 1 'W 10 tJ a~ c.lfl11~'1"J ~e)~'(Je)~e)~flmtJ nr11a~G11'1.J'Vle)~~'W lil~~:U11t\J1:U1m1 c.11~ 

uflmm i1'U1'UtJ1~6ll1m r111-ff ~1c.11 'Wm1~1 L u'W~1'U fl ru.n1'1"J1 'Un111 V1'\J~m1 Lbl;lt'\.J1t?1u n11ru 
' ' 

V11~n11'U~V111 LL'1~ 1am?l1 'Wm1~w.J'W1l'lnc.1.n1'1"J) n1V1'U~n111il'~?111.n1{;i.mm L1'WB~Vl'W'Wbb'1 ~ 
' ' 

11c.11~~'W1 VIB~A mtJ nma~G11'Uvi'a~~'W L~a 1 V1?1B~fllKa~n'Ua°1 'W 1 :u Vl'LI 1vl 6lJ a~ a~ fin 1'\.J n fl 1a~ 611 'W 

vi'a~ ~mL~l;l~'\.J1~ L.n'Vl 1V1:ih1c.1119i' L ~~~'WA~ L tl'Wi:1~G11'W~a11c.11~{\i'U1'1mc.11 'WtJ 'l"J.141. 2544 1ilil'ac.1 
"' 

n-i1{ac.1'1~ 20 LL'1~mc.11'WtJ 'l"l.Pl. 2549 1ilil'ac.1n-i1{ac.1'1~ 35 r\'1V1'U~m1~~~~~utJ1~mru11c.1~1c.1 

tJ 1~i1tl vi L~ c.11-rra~ n'U m 1'.ij~'\J ~n11?11u11ru~'Ua~ a~ fimtJnfl 1a~G11'W vi' a~~'W LL'1 ~ 1 V1{\i~~ ?111 L~'W 
"' 

n~Vlm mL'1 ~1~ L'Uc.1uvlL~ c.11i a~1 VI?! a~fli a~nu n11t11 c.11a'W.n 11n:uvl ri1 c.1 la'UJ~ 6 v11'U 1~ LLn 

~1'W 1fl1~?1{1~:'W\i1'W ~1'W~1'Wci~ L?l~~flru.n1'1"J~1~ v11'Un11~~1~ L 'UcJ'U6lJ~6lJ'WLL'1~~~fl~ LL'1~-rn~1 
"' ' ' 

' '(J~'l"J 1 b'(J ~1e)~ ~1'1 n ~ ~~Vll~'(J~'l"J 1 e)
0

1 b.fl atJ dh ~~Vl1~6ll~'l"J 1 
q q q q 

• 'W1~1.fl11~ flWl~n 
' 

~1V1il'11r11~m11~c.1 

e.Ji1~ 1fl1~m11~c.1 
" 
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mu'Ubb u1ft113.1 ~~ 

~n:w'Vl1~116ll'Ut1JfY~~m~TU'flbb'fl~eNfirn1u~vt11?11'U~1'\J'ft 'Vl.1'11. 253 7 1~ n1vt'W~ 1 ,Xe:i-:iiirn1 

'U~Vl11?11'W~1'U'fli1~1'U~ b 'U'W'U~'U flfl'fl bb'fl~ b 'U'U11"1lfl11'\J ~vt11?11'U'Vl e)-!J~'U 1~ tlfl1Vl'W~ 1 ,Xvtth tl fl11 
d1l • 

'U ~Vl1111"1l fl11?11'U'Vle)-:J~'W sli-:i 1~ bbf1 e)-:Jfl fl11'\J ~Vl11?11'W ~1tJ'fti1vtir1~1 'Wfl11i ~'W1 ~1'\J'fl~-!I b 'Wlil 1'W 

bPl1~3If11il i;1'-:im.Jbb'fl~l~'W511:W 1~tl:iJ1\il11 6 7 i11tl 1tX'U-:J~'U f1!lVl:w1tl e)-!lflf111'\J~Vl11?11'W ~1'U'fti1vtu1~ 

tXe:i-:iV111 m 'tllil e:i-:iiim1'\J~vt11?11'W~ 1'\J 'fl 1~ bbf1 ~~ 1 ,Xifo'fl~'\.J11-:if n~1vn-:iJ1 bb'fl ~vi1-:i'U n f n~1fl11:w • 
'1~e:i1~'tle:i-:it:1'W'W vi1-:iJ1 vi1-:ib~'W bb'fl~~'11u11ru~11:w~-:in1~~:w"'~e:imb'fl~~-:iunn"' ue:i-:in'W hfl bb'fl~ 

'U ':.J'U 

1~.ru hfl~~ ~e:i ue:i-:inmb'fl:::'U11b vi1'11u11run'ti ?1-:i b'1~:wrn1~ n~1 m'1m bb'f\~1 ~'Wu11:w ?1-:ib'1~:w 

n 11 i ~ 'W 1 '1 \il ~ b ~ f1 btl 11 "1! 'W ~ '1-:J e) 1 tl bb 'fl ~ er 'W f111 fl :W fl 1 e) -!I ~ bb 'fl bb 'fl ~ 'U
0

11 -!If f1 ~ 1 
\J \J '\ cu cii \J '\ 

1 'WG1l'W:w1 m1 68 int! 1tX'll-:J~'Ubb "1-!lf1!lVl:w1tl e)-!lflf111'\J~vt11611'W~1'1J'fle)11il~~v\'1 n1urn11 'Wb 'LJ\il 

e:i-:iii m1'U~vt11?i1'U~1'\J~~-:i~e:i 1 ud fie:i 1,xi1J1 b~e:im1e:iu1.n fl 'U~1.n fl bb'fl:::m1bn~\il1 1,Xi1 bb'fl~ • 

~-:Ji!'W 1 'W ~1'W~~e)-:Jflfl11'\J~Vl11611'U~1'\J'fl b 'U'WVl'U1 tl fl11U f)fl1e)-:J'Vle)-!l~'W~i1'UV1'\J 1VlB1'W1 lilVIU1~ 
d1l 

vi1-:im1unfl1e:i-:i bb~ ~ 1 ,Xu~ m1 bbfiu1~"1!1"1l'W 1 m~e:i-:irn1'1'tl1.nm'fl m1'11u11ru'1'tl m1~n~1lil'f!B~lil'W • • 
~-:ii1'W1tJm1:w'1~m n~'W 1 1,Xbbfiu1~"11161l'W 1 'Wvf e:i-:i~'W ~n~-:i~-:i1u ~tXe:i-:ilil B'U'1'We:i-:ifl11:wtXe:i-:irn 1bb'fl~·fo 

-w-:im1:w~~ b~'W6lleNu 1~"1l1"1l'W1'Wvf e:i-:i~'W 11:w~-:im1 bu~ 1e:im'11 ,Xu1~"111"1l'W1 'Wvf e:i-:i~'W1~i1?i1'U~1:w 

Vl1-!I fl11 bij e)-:J b 'W fl11tJ ~Vl11 bb'fl ~i ~ 'W 1Vle)-:J ~'W6ll e)-:J\il'W be)-!! b ~ e)\i] e)'IJ ~'W e)-:Jf111:W tX e)-!lfl1161Je)-:J \il 'I.Ji! 'W ~ -!I b ~'W 

fl11~1u~tX e:i-:ii1m1~1 b'U'W m1i1111um1&-J-w-:i'Vle:i 11u6lle:i-:iu1~"1116lJ'W~fo'U ~m1 b ~e:if 'Uvi11'\J bb'fl~11'\J11&-J 
'U 
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f11 'a1~ cl b ~-:irl1 'aToJ fl11lJ'W-:l'V'l el 1 '1"1.lel-:l'U 1:::'/.11'/.liJ~ {u u ~ f111"1.1 el-:Jel-:1 fl n 11U~Vl 11~1iJ\911U 6'l 
'II 

~1i.!?f1 'l.J1:::i1tl-:iu'l.J1:::lJ1ru 'V'l.13\. 2564 1i.!r1f-:iil ii11?m'l.J1:::?f-:iflb~el 
' 

tl'a:: lv"!ftl~fl1~11'<il:: 1~i'u bb~::V1'll1v-:i1-u~tl' 1~rnn1'a1:5'v 1 ul. "tltl'a:: lv"lftl 

Vlti1 cJ-:J1iJ ~'1 ~ 1\jl'!u bb6'1~ 1-u'l.J-a~ bcJ'/.l'W'11mrn n 111~ cJ b ~-:ii;'\'111'1 il ~elel-:iri m -au ~Vl11?11i.! i1u 6'l 

v11i.!?11 1~mo'V'l1~~1cJu~m1zj-:i'1:::1~ 

1. V111u ii-:i 1:::~ur111lJ-W-:i'V'l el 1'1"1.lel-:J'U 1:::'/.11'/.liJ~{u u~m 1~ el.ff i.l \?l eli.l rn-a1 ~u~n11 6liel-:J 
'II 

'Vl1-:Jf1111 ~U~f111 b{J'1Vl'W1~0 ~U~f111 bb6'1:::~1iJ~-:!81iJ1clfl11lJ?f:::~1n 1 iJ-:J1iJU~f111~1-:J 1 

~,J-a ~'/.11'/.li.l 1 ,Jfuu~n11~el-:iri n11u~m1~1i.!~1u6'1 ~1i.l?f1 

2. V111ur111lJfi~ b ~i.l -u ruV11 bb6'1 ~el'U?f 11 fl \911;1 el~'1i.!-Uelb?fi.lmb i.!~"1.1el-:J'U1~'/.11'/.li.!~'!uu~ m 1~ el 
.., ' 'II 

~-:idb~el~1cJu~V111 ~n 1\jltl11 'l.J~1i111ru1n1VliJ~b'Umb i.!1V11-:11 iJn111 ~u~V111 bb6'1:::u~m-a1 ~ 

?tel~ fl~el-:i num 1lJfl1~Vl1-:i bb6'l~fl11lJ~el-:i n11"1.1el-:J'l.J1 ~6ll16lli.!~fou~m-a 1 iJ~iJ~~el 1 'l.J 
'II 



.J 
'U'Vl'VI 2 

'V'l1::;11'l1Uillf\J~J::;b'UtJUU~'M1J'J1'l1fl1'Hb~'W~'W 'v'l.1"1. 2534 (bbm'Ub~:IJL~:lJ~..'J'l}~-;;iu'W (QiJU~ 
V V ' 

6) 'VU'l. 2546) Lbu--1rnrn~V1l"i'l.hn'VlF1m:rnL'U'W 3 6'\TW Lbr1::;b~tJnfl1JbbU--1'611m"i~m::;Lum.1u~vi1d 

"i1'l1 fl 1 J bl.~'W ~'W 'l.h::; fl eJU (i) 1 tJ ~l'W fl ri 1 ..'J ~11.JJl iJ Jl 11'1 bbf1::; ~1 'W Vl eJ..'J~'W 1M tJ ~ ?J 1'W fl f11..'J-J t 
'IJ 

U".itfleJ'U ~1 tJ f ~U7f1Vl~eJ r1ru::;f mrn I)']~ ile51'W1-J viu1~ n 1 Vl'WM'LI 1vu1 t11 u fl1J~M'Yl 1u~md?i151dru::; 
~ ~ -

mJ1v--11u~fo~lil'l1eJu1umd,J1ufou1vteJ--1f!u1r11tJtJ5u~ nAeJ m::;'Vl".il.."J 'Vlu1--1 m:w ~,rnFl 

ffU7R'<il'Wri-:im:rn11--1 VIU1.."J m:w 11m~tJfl11 "11tlflf17.."J fl1'a'U~V!1"i'UeN"11'Wflf11'1b'U'Wfl7".i"i1:lJ 

eJ1'W1\I (Centralization) AeJfl1"iJ1:l.Jfl1JMM~'WhH~F1'W~rnn:i1'W~'ifAeJflru::;f~:l.J'WI)']~ -5.."Jl.'U'WeN~m 
'IJ ~ 

?i..'J?iM 1 'Wfl1TlJ~V11JUJtb'Vll"1 
'IJ ' 

Fl 1--1 1 m:w fl 1Jbb ,J --1 b 'U I)'] m"itJ flfldel --1 'U eJ.."J'\J1::; b 'V1 F1 ( ~ --1"1111i1 eJ'Hil eJ) J--1-61. tieJ--1 \11 flm 1ii M ei--1m1t eJ .."J 

th::;'l11'l1'W 1 'W LbFli;'l ::;vr'W~ v~ hJ L V!iJeJ 'Wfl'W 6'\1'Wflf11..'J~'1bb~..'J ~..'J'1J1J1'tlfl 1 J L tJ'\J~U~'11'W 1 'Wcil'WJJii Jllfl b ~e) 

?i'We)..'J fl11:l.J ~ e) ~ fl1"i'V eJ..'JU d ::;'1)1'U'W 1 'W~'W ~l!'W 61 bbFl ri::;~.."JVl1 M-J ~ :w~ 11 "i1'l1 flld ~ '1Vl1 Mb 'll'W ~ 'U flfl'a eJ--1 
I " " 

'1J1'a1'l1fl1".i 1 'W~..'JV!l\il 1 'WLbFl'fl::;"€)7 bJ7€lil\l~lJ'WltJeJ1 L.flelo/11Vf1.j1~ L ~'W b~tJ1fl'W ~1V!'fo?b'W'Vl€l'1~'W ~tlfl1'a 

1 ~d1~-!)dlJel1'W1\I 1 'Wfl1JUflflJ€l-:!\,l'W 1,€)..'j \illi'l~'W h b~elfl~'\.J~Vll"iVleJ..'J~'W'Uel..'J 1)'11.Jbe:J..'J bbri~MM~'W hb~tJ1fl'\.J 

' ' ' 
n-;;imd:w~ 1.."J I vi b 'U'W?i157".iru~te:i--1vf eJ.."J~'W(i)1tJ l)']'WbeJ--1 n11u~V111t0.."Jci1uvfo-:i~'W~ eJVl~fl m"im~-;;i1 t1 

871.J 1 \I (Decentralization) 1 ~ nu tJ "i::; 'Ll l'Ll 'W lM tJ l?1 d ..'J e/r--1:w fl11:W bbl?i fl Fl 1-.'J fl'U fl 1 "i bb U ..'J el
0

1'W 1 v 

(Deconcentration) zj..'Jb U'Wfl1'rn U..'leJ1'W1v ~bb U'1el1'W7\l EJ..'J'VlJ..'JL 1~..'lfl11:lJ'¥ue'.JM'tleJU~m.Jri~ bfllilt'Ll 
'IJ 

'17 fl fll"i\/1 wi~u h ci1u fl7d m~-;;i 1 tJ e51u1.;i e'.J'fuiieJu01'W 1.;i111 B.."J'fo ~ M'UeJ'U ~e:i fl1di,i' 11.-u 'W fl 1"i bbG'i ::;fl 7d 
'IJ 

1.1.'l..l1fi~n1d~~1:;1.uvufl11'lln1-1d0--1ur1:;n1':i'U~V11':i':i1"!ln1':iLLe-i'l..l~'LI 

m1~m~ bu tJ'\.Jf11Jtl flflJe.J-:Jbbf1~fl1"i'U~VIW'n'l5m"ibb~'W~'W'UeJ.."J'\J"i::; b Vll"11 'Vl tJ i1 LL 'W1Alil 3 tJ1~ fi1d 

AeJ Vl;;rflfl1J"i1:lJeJ1'W1oJ V1;;rnm1Lbu--1-J1u1'>J m,::;V1~flflTm1~oJ1ue51'W1-J (m-11 ffl~1~1?1~, 2544) 

1. v,~nnTa'a'UJeJ1'L!1'1 (Centralization) b'U'UVl~flfl1':i~\ilf71'i1\ilfT:i11l87'Ll1vf17<J 

~\il ~'W 1 v 11~ Flt!~ fl '11..'J b~ cJ fl11 fl 1"i'l.J1Vl1 "iJ1'1lf71J?i1'W fl ri1-'l '\J'a::; fleJ'\.J~1 tJ f ~'\.J1riVl~eJflflJtf ,i:W'Wl?i ~ 
'IJ ~ ~ 

u ~ ~ fljtVlJ1-'l fl d:lJ ~1.."J I il'Vl {;1~1 u n 11n°1 Vl'W lil'W lcJ u1 tJ bbf1 ::;11.."J bLt:-i'W "J1:W'IJ eJ-:itJ1::; b 'Vl l"1 d1iiJ.."J 

1'11 b 'U'W fl l"J'W ltJ'l.J1tJ(i) 1'Wfl1d b1'W fl 1Jfl ;;r..'J'/JeJ..'JUJ::; b '\111"1 fl1"jiJe)..'Jf7'WUJ~ b 'Vll"l fl1 d ~1-:JU"i ~b VI l"1 bbfl::; fl1"J 

r fl~1fl11:lJ?l--1'\.J b~tJu-famn cJ 1 u~ b U'Wci1'W'J1:lJ'Vel..'J'Ll1 ~ fl1'\.Jfl:W fl WU fl fl"je)..'J bb6'l::;f71"j'\J~V!1<Jci1,.miJm fl 
' " 
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2. -i-,annTrnti~B1'1..!1lil (Deconcentration) hi\1,n n7'J~(?ln7'J'Unfl'HN~bbU-:i 

rlTtHilV!tJ 1~1 i½·vnh m€J~"1 -:i 1 tJ vi' 1,nu 1,1, 'Vl u ~ 1 u rnn~ 1,1, Mhl1 Ji' l-J Bu e:l' 1 m '<il m d ~ M ~ 'W h hJ ih tJ m d 

i M fl 1 'JU fl r1 'J eMLL uud1, ~ !!.Jn11 fl1'HJ~Vl7';i~1'Llflijmr1 A€J fl1'rn 4-J~fl 11tlflm€J~ 1,1,1;,tu~V111tJ'Jtl. 'Vll-1 
'U 

~bb'Vl'Ll'lJeNf1'J~'Vl'J1-:J fl'JJJ 1 'Ll6'11'l.mm,:,zj,:,ci-:i1 tltllJ11~nu 1 'Llt'Ll~ 1riti 1 iL'Vlr1'Wflfl1'Jl-JeJ'UeJ1'Ll7 '<il'Vl'Mn1'J 

'U~V17'J (Delegation of authority) L'U'WLfl~eN11€J 

3. -i-,anm<an-a:::~1mhw1li1 (Decentralization) bVltl~rl b'D'Llfl1'J'U~Vl1';i~1'Ll'VleN~'Ll 

Ael6'11'Ll nm~mt'<il1 t.lel1'U1'<il n7'JUflfl'feN bbi;,t fl1'J'U~Vl1';i 1 ifanvfo,:,~'Wtlfl fl';j€J~\i1tl b el~ bbfltlJfl11l-JBm::: 1 u 

fl1'J bbn 1JflJVl1'lJ8~V18" ~'Ll ~1 tJ "1'Llb8-'.l 1 'LlU'<il1ill/'WU';i::: b Ylf'l 1 Vl tJ'1\Pl'JtJ bb 'U'U fl1'JUflmeN~1'LJ'Vl v"~'Llffelfl b t!'LJ 
.., ' 'lJ 

fl'J1l.J\-1:IJ1 VLL6"1:::~mm.1:::"Ue) ~e)~fl n'a'Ufl fl'aeN G'iTW'VleJ~ ~'U 

Daniel (1967) eJ1-'.lbrlt.J eim .:rrn~1X\i1tJ (2544) 1m~f111lJVli,JltJ'lJel-'.Jf1111 fl1'J 'Ufll·rrn-:i 

~1'Ll'V1el-:J~'U 11 I, tJ'U fl 1';i~ "1 'Jt'U'Ufl1'JU flfldel -'.l'lJel-:J'lllJ'll'U~lJ el1ru1 I, 'lJ\i1 bb 'U'Ll'El'U bL~1:J:i}eJ1'U1'<il elt'U1M tJ 
' 

1,w fl ii'11, t!'LJBi:l'Jt 1 tl'<il1 fltjiV1~eltl1n 'lt11"1 1, 'll'Ll'~JJ'llt1~iii1'Vl6~ "1'U~fl7'J\i11l-J~fl!JV1mt.Jn1V1'Ll"1 bbflti'lm 'J 

~ "1 el'1A fl1';i~oJ11, Du 1, ~ uei el fl-Uelu flJ r[~\1 'Ll md~ (71 fl1';i 1,~ t.11 nu i'h fl'J';jJJ'Vl el'1~'Ll'V el~\i1 'W be:H Lrl t.JB~'J t 

U';i1f'l'<il1flfl1'Jfl1'U fll-l'<il1flf11t.J'WeJn ?\'1V1fo~m~rut:?11AflJ'lJeJ'1 m1tlflmel-1?11t1'Vlel-'.l~'W iJl'l..:it (elm 

-!m~1?1MtJ, 2544) 

L b'U'Llfl1';i~"1':it 1, Ut.J'\J fl1';itlflmel~'Vel'1'lJJJ'li'Ll~ilmru11,'lJM 1,1, 'U'Llel'Ll bbMhHhi'1'LJ1'<ilelfitlhw 
' 

Vl~el 1, Duv~'Jt: 1 tl'<il1n-!~ ... 
2. ilji1'lJtL u 'W'U ~ ti r1r1f1 fl~ 11f\ eJ i'.i~Vlfi\i11JJfl!]Vll-J"ltJ~'iltelelfl'VeltJ flJf1J~'Vl el~~'Ubb"1~"J M~"ei-:ifi m 

~lil1 LU 'Wb ~el~ "1 n7':i I,~ t.J1 tl'\J fl '<i)f)';j 'JJJ'Vl e),'.j~'I.J(il'J tJ \i1'Wbel,:) l"1 tJ hJlil el '1'1J€J fl11l-J U'I.JtJ€JlJ'<il 1 fl 

Vl'U1 tJ-11'Llfl1tJ'Ll eJ fl 

3. iJm1m'L11.JBi:l'Jt 1 'Wl'l11JM1~, ~-.S11,-um~vM1b 'U'Wfl'<ilfl'J'J:J.J'lJ€J-:JV1€J-:J~'W 1ritm:ivn::: 11.J~1u 

fl1'H'l~'1'Vlel~~u (Local finance) AB ~~Vl1'JW1~1,~mhm1'U~1t.11'lJ'Vl€J-:J~'U n7'J 

'U~V11'J-11tl~flflfl'lleJ-1'Vlfr:J~'I.J (Local personnel administration) lb'1tfl1'J~rl~U h LMtJ 

vi'111 tJ1 'Wn'<ilm'J:J.J'VeJ~'VleJ-1~'1.J (Local decision making) 

4. U':i11"1'il1flfl1'Jfl1UflU'il1flJ71t.J'UBfl bbMB1"ilm1lun1nuviLL~'Uel-:J'Y~'U1~mn-1 Vl1el~1Lb'\/l'LJ'Uel~ 
9 'V \J ,l,;j 

t!'U1f1flm~ LllilJ-:it (,leJ-:JL Yleit11::: LtJ'llU'1JeNtl'J~'ll1'll'W 11.Jvf ei~~'WV!~eJtl'Jt 1, Vlf'l'll7&i L vh1Yu 
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ill bb 'U'U"l.lB.:iei.:i~mun Ri0-:i a1-uvi0.:i~-u 1 'U'Uitb Vlf'lb m.J (1VJcnJ t.J~<nJ'W7 nTrt.Jnr1 ·reJ'1VleJ'1~'W ?!fllU'W 
'U 

'Wi~tJmmh 2545) 

i'Ubb'U'U~ 1 e:i-.:ir1nT~'U~V111~1'W~'1V11v1 Vl~eJ eJ'lJ\il. LU'WeJ'1r1mtlnme:i'1~1'U'VlB'1~'W 
'U 

~~vi~'1\911:JJ 'W.1.u. B'1rin1iu~V11ici1'W~'1V11fl 'W.fl. 2540 ii1ii1'Wtbtlui:1~ur1r1ri~ih'lJl'lv1'W~ ... ' 
fu~fl'lJeJ'UflieJ'\Jfl'fl:JJb 'lJl'l~'1Vl1fl bfl"i'1?1~1-:i'lJeJ-.'.l eJ'UoJ. oJnhtne:iuJhm'.hv'U5V17"J zj'1:JJT,nnn1"H~e:in 

' 
'lJeJ'1 ~1 m'I m 1ii1 Lbn 'W7 tin e:i-.:ir1m"J'U5V17"Jci1u~'1V11fl Ll'fltieJ'1'U7 t.J n-1 bl'fl t t:'.!1 tJti~'U t1J rQ'~ 1ii1LLri 

6'!:!J1'Uf76'\f11~'1Vl1fl Vl~e) 6'!.eJ'UoJ. 

Lvi flu 1ft bi"jeJ._j bb'fl:; L '\11 flu 1'fl'W r1 i 1r1 "j '16'! ~1-:ieJ-.:i Fi ni'lJ eJ-:i L '\11 flu 1 'fl oJttJ itn Bu ii11 t!t:'.!1vu~V11 "J 1\i) LLri 

u1 un L vi A:W'Ul'l1Lb'fl t r1rut L VJ A:W'Ul'l ~ ~ -:renoJ oJ :rn 7<iJ7 n n11 L~eJ ni-.:i 1 fl tJ m-.:i'iil1 m.ht'IJ7'lJ'UVl~eJ n7iL~eJn 

'lJeJ'1t:'.!1u?tm LL'flt~7tJ'U&\'Ut7JC~~ 1ii1Llfl ?tm:;Jn?tmLVJfl'U7'1 Vl~eJ ?!.'\/1. 

l VlA'Ul'fliJ :01'W:; b 'U'W'UITT'Ufl fl 6'1 'Wi~"Jl'IJ'Uru ru~ l Vlfl'Ul'fl 'W. fl. 2496 (bbnl 'lJ b ~m~:wn-.:i 
,:i.j 'I V <v 

(tluuv1 12) 'W .fl. 2546) n1V1'Ufl 11XL 'YlAu1riiirl1m,;im1 LVJAUfl!rQ'~hwhHf v1V1~mLtJ-.'.l~eJ'U'Ylfl{]Vlm 1:J 

l ~mJ ~ u~ fn"j 11X bu 'W 1 u (1)1:lJVl'Ul~'lJe)-:J 6 '\ll fl'Ul 'fl l'l 1:JJv1 fl!]m.Jl l:J fl1Vl'W fl ll'fl~ f11Vl'U (,} e:Jl'U 1 oJVltll ~'lJe)-.'.j 

L'Vlfl'U7'flb1 2 b9n'l3rn~ fie:i V1'U1~v1~v-.:im~vi'1 bl'fl~V1ti'1~v1L'Vlfl'U7'flihhu1oJ~"ilTrnnmtv1'11(i1 1r1v 

~oJ1irn1oJ1nr111:JJsJ1 L uu'lJe:i-.:i11'13£Jl 1 u LlM'fl~b 'VIP1u1r1~-.:id 

'V!U7'Yh Ylf'!'UW/PJ° 7Vfl 

1. viii"1~v1L 'Ylfl'\.J1f1~1ur1~eJ-:im~v1'11 uL'lJl'lL 'Yll"lmri 

1.1 m 1f n'l31m1:1-1?1-:iu b~vufa t.J 1vfori fll';i'f fl'137 r111:1-1?1-:irnlc.1u~ eJ c.J'lJ e:i-:i 

D';it'lJl'lJ'W mi{fl 11Xihr1~e:i-:i 1 it 'Wf11ivl'Ub 'W~-.:i 

1.2 m"i1-vv1~w ~m.J"i~ bc.J'lJ'W'lJeJ-.'.lo/leJ-.'.l~'U 1(,)Lbn f71"i~vi 11XiiLLri~u1i -:i-rmn 
' .. 

'Yl1-.'.l'\.Jfl bbr1t'Yl1-.'.l'W1 

1.3 m111Xu~nT~ Llfl"i1'13£J"J M LLri fl1';jf n'l31m1:W?!teJ1fl '1'Ll'WVl~eJ'V11-.'.l LreJ 'W 

bb'1~~6'! 1151 ';iflJt "J1:l-Jl~-.'.lfl1';i f11~fl:W'flr--leJt.Jbb'fl t~-.:itl.n fl'fl fll';j'\Je)-:Jtl'UbL'fl ~ 
V .,./ V 

i~fo 11r1 &\fl~e.J m111X11~D111il-rum1Pirn~1ffu11J 

1.4 6'1-.'.lb?l~:Wf11"J~<nJ'W1?11'l1 b~fl bl:J11'lJ'U ~?1-.'.leJlcJ bb'1t~'Wf11"J 
'\JV 'I \J 

' 
'VleJ-.'.l~'W 

1.6 Vl'Ul'YlB'W I Vl~eJ~iifl{]Vl:lJ1cJUt1jrQ'~11XL U'WVl'U7v1'lJeJ-.'.l b 'Ylfl'IJ1'fl 
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2. Vltll~~b 'Vlf'l'U764 \l\'1u64m~m::;v\'11Wl\917llfl17ll'<il7 b u1..1 V1~uilm1lJ?17:l..J1'Hl m::;vh 1~ 

AB m':i1 vfu~n1'rnf1':i7'!'.f~':ib ~m~ll 11'1bbf1 m':i~VI 1vfiltl1?1:::B7VIVl~e'lf71':itb:::th f71':i~Vl1 vfilh-:i~1~\911 

fl7';i~VI 1 vfiil'1647M 'Vl7 L vic.Jrn~mbfl::; V11'U1J.J m':i~VI 1 vfii?1?1Tt,mfl~ru1tJ1..1?1flTW fl1';iU7';i'1bLfl~~"L?!~:l..Jfl7':i 
' ' 

thiJ1V11nu'1Jv-:J':i7'!'.f.n1 rrld'.j' VI 1 V!:i'J Ufl:::U7';i --1?1mu~vhnw~V1 mJf rr131 riu b~'U 1 -rr m1~V11 Vl:Wbb64ttl11-:i 
,J ' ' 

fl7';j 1 vh~1Vl~Bbb?!-1?117'11M 816~'W f711-.5'VI 1 vfifom::-u11-:J'Vl1-:J';i:::'U1 cJtl7 bbri::: f711 b 'Ylf'1'W1Dl'l.l~ 
' 

V ~ 4 

11LJ711'lleJvl '11rf1J7fWJeN 

1. V!'Ll1~~b'Yif'l'U7milB-:J~el-:Jm:::'Yl11Ub '1J\91b'Vlf'IU1i;i 

1.1 V!'Ll1~~1.J-:J~'U 1vf l 'Vlf'19J1G'1\l11'Ufl~'iNn1WV17 

1.2 f7111 Vl1J~f711 bbf111'1j~';i b ~:wtu b~ bbf1 f711~M 1 vfihJ1?1::;eJ1MV!~B f71';i 

u1:::tJ1 n1':i~V11V1i111-:i~1?11'11 m':i~Vl1vfil\91G'11VI 'Y11bvivrn~mLG'1t'Y11 

'U7:l..J fll':i~VI 11XifomuLbfl nimJu?tmu f71':iU7':i-:J llfl~~" l?l~llfl7':i'Y17:l..J1 
' ' 

Vl1nU"1.lel-:J ';il'lj!) 1 fl l';i~VI 1 vf :w bbi;i nJ 71 '1 ?!flTU~'Yll f711~Vl n,_;f fl 'ijl flU 

L~u 1-v m':i~M1vf:wbbi;'ltU1';i-:Jf71';i 1'1+vhV1~mbG1-:i?111-:i 1McJ15~'L! fll';j~(,11 VI 
' 

2. V!'Lll~~b 'vlf'1'U7fl lJJeNB7~ m::;vh 1~1'17:l..Jf117l.Fil7L 'U'L!V!~e:iilr111:1Jmmw m::;'1'111~ 

2.1 f77':i1 'O~~'Llb ~8'\J'a~ 1cJ'l5'1'1JeJ'1YleJ-l~Ub ~:IJ~U b(Ylbbf1f71'a~M 1 vfiJ bbr1:::,J'11-:i 
' 

?!1U61761'H1J::: ?llU?f\911 bbr1::;?lf11'W~ifl~eJ'WVl8B'Wh fl1<atJfotJ1--1 

bb V!~-:Jb~B:l..J l Vl'J:IJ bbrltf711f fl '137A11ll?!t ell(;) b18'U~eJcJ'LJB-:J'VleN~U 

2.2 n1'~1vfu~fl1':iblfl'a7'1j~':ib~:IJ~'L! 1~bLn n11~V11Vl:i'Jl,)mM vi1b'Vl8'Ub~B 

Llr1:::Vl1'V1:1J f711~M 1 vfl°J?t?!Tt.mmmnt.Ju?tmu fl7Tu11-1 lbr1t'1-:i L?l~mn<a 
' ' 

'Y17:IJ1Vl1 nu'LJ B-:J'a1'13{) 'a fl1 ':ii (?lb vfij bbrl::; U11-:Jrf-:J bfl 11t thn<a m bbi;'l ::5 b~ n 

f71'a~ (,l 1 ,Xij bbi;'I ::;,J'7';i ,:i bd--1'YHJ1'\J7i;'I f71';j~ VI 1 VllJfl1'a?!161':iflJU fll';i f71'a 
' " 

~'UUUU~ 3 B-:Jflf71':i'U~Vl1':iciTU\?'17'Url V!1eJ eJ1.Nl. btl'WB.:Jl-ifl'nJnmeJ~frntVlB--1~U 
'U 

~~M~-:J\911ll 'YU.U. ?lfl7~1UG'1bbi;i~EJ-:Jf1f71'a1J~V11':i~l'Wl,1°7Url YI .Pl. 2537 iJii1U::'.b'U'W'W~'Uflflfl 
"' ' 

bLU-:Jl'U'W 3 'U'W71'1 AeJ "1.IU11'ib~t7 'U'W1Mnm-:i LLG'1t"U'W1Vl1m1) LM8l'libnru'l'l'a7cJ1~~ el'U\91. -.5'MLt7UbB-:J 

1r1':i-1?1~1-:ieJ-:ir1m"UeN eJU(P]. ~~'t.h~t1eJu~1m'.J1cJu~vr1~ ilmvnB-:JAfl1':i'U~V111~1'W~11u'1 zj,:im~1n 

t11':ib~Bn~--11V1m,1':i-:i'1Je:i-:itJ':i:::'ll1'/Jt1 6L1;1::;~1cJD~uqirQ'&i b'91bbfl m.J1:an?1m e:J'Ul'l. vi~v ?l.BUl'l. hrn 
!hi (,l:W-:J V!:IJ1cJ~1A fu'LJB-:J fl 1 d ~VI~ <leH r) f71 ':i '\J1V11'a~1 U~1'1.J fl n b ~e) 1 VI b 'Utl el-:J r'i n·rt.Jnfl dV~~l 'W'Yl e)-:J ~'W~ 

S S V 
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TU bb urn Vll'l1J7G'I (?i'W'Vl "il".iffW'LlM, 2549) 
" 

~'ULL'U'U~ 4 eJ!lAmtJnA'ieJ-:ii:11'Ll'1Xei-:i~mthbi..J1J'Wbf'l~ ii 2 ".iUbbi..JU1v'i'LLfl 
~ " " 

1. m -:i b'Vli"l:UVl7'LlA".i b 'O'LleJ!lA mtJnA".ieJ!li:ll'Ll'VleJ!l~mtJ bb i..J'U'W LA~L ~m-v1mtl'LlbiJeJ!l 
' " 

' ., 
'1Jel!l f1.'V1JJ. v:::tJ1:::neJ'Uv11rJ~7rJ1J~Vl1".i 1vlbLf1 e'.J'1111'llf11".i LLr1:::".iel!l~11".i1'llf11".i 4 A'Ll 'li!JL~elf1~!l 

" " 
1\9lt1m!lsi1m.h:::'ll1'll'Ll LbG'l:::e'.J1cJsJ~h)'t1J~~ 1vi'LLri ?1m:Sn?1m n:vuJ. ·vfhi ?1.n. 

2. Lil ei!l'W'Vl cJ1 L llmNri mu nmeNci1 'Ll'Vl ei !l~m tJ Lb 'Uu-w LA~ L ~e:i!lsi1m tJ 'Ll Lilei!l 
" 

~1'W:::Ltl1J'D&iuAflG'I 1m!l?1{1!l'LJB!lLlJeJ!l'WV1cJ1 tJ1:::n0u\i11c.Je'.11cJu~vi111v'i'LLn u1c.JndleM'W'VlcJ1 LbG'lt 
"' ' 
':ieN'Ll7cJnhhn'W 4 A'U zj!l:lJT'il1nf11".iL~eJni!l1(,)cJ~';j!JsJ7ntJ'J:::'ll7'll'Ll bbG'i:::~1cJ'W~Ut1JtQ'~ Hibbfl ?li11~f1 

G'lf17biJB!l'W'VlcJ1 

.Q. d d ii Q./ 0 

LL'U1fl\91'VILntn'VeJ,mun1-sm~~1tieJ1t11\J 

Ross bbri:::r1ru::: ( 1991) n1;11111 n11m:::-v1 cJeJ7'U1sJ:iiviA rn~~mvw1fi \9l 1niL~ V!l n'\J m1:iici1u 

'jl:lJ'1Jel!lU".i:::'ll7'1l'W (Citizen Participation) zj._,ifo.'J1vimrJ1 'l.J f17".ib ~iiel7'l.JT~'1Jel!l b~ Mt.h:::'ll1'~'l.J 1'Lln11 

"11 L'U'Llf11':i(i)\9l~'U 1'<iln11ii11, 'U'Ll'l.J fou1m ~el'll:U'll'U ci1un11m:::v1c.JB1'Ll1'<ilv::: b tl-w1tm1b~m111 Vlbfl\91f11".i 
' 

b ~:um1:ii~1'W'i1:u'1J0!l'lh:::'ll1'll'Ll 1\91c.Jn11m:::-v18eJ1'W1v-v:::iJ-uB~A!l~t11 ud 
1. m1m::: sJ1cJeJ1'U1 vv d'.l~1u-d1 cJ1 um1tJfrnJ".i!l".it'U'Ufl1".i ~eJ?ll".i ·rnvi11!l'\.J1:::'ll161l'Llfl'U 

' 
bt1m11o/1'1JeJ!J1\'j zj!lbU'Llf11"i~0?11".i?1el!l'Yl7!l (Two way feedback system) ,. 

2. m1m:::'<il1 cJB7'Ll1vv::::ii~1u-d1 cJ 1 'Llm"i 1, ~ii f17'5\910U?1'Ll0!lA17:U~0,rnT~'1J0!lfl1"i1 'l½u~n11 

L ~B!lv 1 nf \'iii m1:u 1n J;\9'lnutJ 1 :::'ll7'll'Ll vi°11 'l½ b~1viih~'1J0!l1'\'i?11m1t1'\.J1::; Lil'Llr111:u 
"' "' 

3. f11"in"it'v1fJ'tl1'Ll1sJv:::L tit. f17':ibb U!l?i"i"iU'Ll~l'Wthm"il 1 'l½nunzj:w ~1!l '7 1 'U'//:U'llW ~€J:iici1u 

'i1:u1'Llf11"i1J~Vl1"i~\9lf11';i 

4. m 1 m::; sJ 1 t1eJ1m-;;i L'U 'Ll n11ci !l l.?1~:u bbG'I :::vt ~mm 11,ij U!l"i::: l?1 uvf eJ!l~'Ll zj._, L U'U~'Ll\'jl'Ll~?\1 A ru 
"" V 

'IJ0!lf17i'W~'Ll1i:::UEJ'U'\.J"i:::'ll15'\.J1Mti1m:::v1u\J1m1n (Grass - root) 
"" 

Q.I' Q/A,d ,d JI Q.f 0 

n~'Vf1J1tJLL6l~W-s~11'tluf.1!f.1!1P1V1Lnti1'/JB~num-am~";iJ1tieJ1'W1";iJ 

fiji'.i~-S1J'Wrubb'H~~1"UB1ru1~m1vm WV15Am1'tl 2540 
d,!J \I QI , 



11 

i:11i?!tH Vl 1'11 'W'V10-.1~'W1 ~vi'1 ~,:J bbG'it b'V11b vi m-1n'Wvi' 1'Uit b Vl 1'1illJ~-:J'V¥\9lJ'W7~-.1'V!lti1~i'.ir117:I.J'\"ll~m.J 1 ~ dJ'W 

0.:iri m'\Jnm0-.1 k.i'Wvf 0-.1~'W'1J'W1 v11 m 1j1v1cJr11-w.:i~-1 L vvl'W11llru'V1N'\J1t'!l1'!l'W 1 'W~-.1'V!1v1J'W " (G1TU n-11'W 

bi;1'1J1Tifl1i?l.fll~Lb Vl'Wi1'\oJ{]i, 2542) 

'V!:JJ?vJ 9 n11'\Jnr110-"J?11'Wvf0-.:i~'W mv1"i1 282-290 1v1cJ?11U'Vlf!mhfi'ru~,wirJ 1 '\Jl1 
q V 

1. Vl6lflG11Af\l 1 'Wm1tJnr110-'l~1t1vf 0.:i~t1 : 0.:ifim'\Jnfl10-:i611'Wvf 0.:i~t1iJm1m U'LIB?lit 1 'W 

n1'H11'V!'Uti1'Ll1cJU7tJ fl1TUflfli0-:J fl1iU~'\!11"i fl1iU~V11i.:!1'UUflfli;l fl1"ib~'ULLi;ltfl1iflt-.:i 
' 

(mv111 284) 

2. 1r1H'1~1-.1'1l 0-.1INr1mtJ nmeN?11t1vf 0-.1~'W : mr1m'\J nm0-.1~1'W vf 0-.1(\t1'\J1tfleJU(i)lcJG'lm 

' ' 
vf0-1t1t1LLi;1~Arut~u1'V!1"iV1~m~u1miV1eJ-.'.lt1t1 (mm1 285 l"iiALLin) bbG'it\>leJ.:I:1.J1';()7fl 

" " 
fl1"ib~0fl~.:! (:!.J11'1"i1 285 l';iil-16'10'1) 1v1t.1vl"isl'VB-:JtJi~"lll'!l'W (:i.J1M"i1 285 1iifl?!7lJ) iJ 

11itfl1i~1';i-.1(?)1 bb 'V!t!-:!Ai11f1t~U (:l.Jlvlil 285 1iifl~1) 

3. eJ7'W1--JVIU1~'V0.:IeJ-'lA m'\Jnfl"ieJ-:i?i1t1vf eJ-1~'U : f;' fl'l'ftWt'UeJ.:Ie:i.:ir1m'\J flm0.:i?l1'Wvf 0-1~'U 

(mvl"il 284) lJV!U1~U1Hrn'\oJ7~i;l'Ut v1~M'UitL 'V'lru .nfrururu1vf 0.:i~t1 Vl~01\9lJ'W15"i"ilJ 
'I \) V V 

B'W~'1.IB-.1YIB.:I~'U (mM"il 289) ?1-'.lb?l~lllbG'it-rfl~1flrum'V'l~.:iLnv1ti'eJ:1.J (m\?111 290) 
' 

4. fl1';ilJ?l1"J~1ll'VeJ.:IUit'!l1'!l'W 1 'Wfl1"i'UflflieN?l1'W'VleJ-:J~'U : fl11t10v1r10t16'1:i.n~n?1J1Tvfo.:i~'U 

'lt11eJ~U1Vl1"i'VleJ-:J~'U (mm1 286) fl1ib'LJ1zjel~eJ-:J'1.10 b ~eJeJn'LJmJruru~'V10'1~'U (:l.Jlvlil 287) 
\) V V 

., 
Vf~:::';i1"1JUruru~n1'Vl'Uti1bb~'Ubrn:::6U'WVle:l'Wm:::1il1tleJ1'U1'1 VI .A, 2542 ., ., 

'\"ll"it"i1'!l'Uf\l~~f17'vrnrHbi;..J'ULbf1t~'UMfftJnitv1cJeJ1'W1v '\"11.1'1. 2542 b'U'Ufl{]'Vl:l.JlcJb~e:JeH./J~ 

\>17lllJ1vli1 284 Lb ikr~'oi"ill~f\l 1v1 cJiJ?l1itci'7Af\j 1 'LI fl1ifl1'V!'Llti1'€J'<,'Ll1v bbfl tVIU1yj1 'LI fl1';j~ti,';itUU 

U1 fl1 ii:11157iru t itVl11-:J-r~nU 0-:Jrlfli'U fl Aie:J ,nhu 'Vlel-1 ~'U~l cJf1'U b e:J-.1 'nmr .:i f)1Vl'Ur11 ~iJ fl1i~Vl ?Iii 
"' 

"51 cJ1~ ~ bLfleJ -1 A fl "i'U n A ';j e)-.1 ?11'Ll'Vle) -'.j ~'Ll1 ~ b 'V!ll1 t ?llJ nu Jl l"jfl'\)~1~-r UlJ tlU'\t1lJ1 t.l 1v1tJn1vt'Uti11 ~i'.i 

fl rut mill mi fl it v1t1 '€l' 1mv 1 ~ LL fleJ .:i r1 mu fl fl "ie:i-:ici1'U 'Vltl -:i~'Wi'.iviu1Yi"J v1'\111 LLm.J n11 n 1 tv1 t1rl11J 1 v 

1 ~ bbfl e),:Jfi mtln fl "j el-:J?l1 'U'Vle)-:J~'U bbfi t l!J.J'U'\Ji)u~n l';i 

bb~'l.m11m:::1i11t1rl1u11il 1 vi LLrie:i.:i rim'l.Jnfl 10-:iih'Wvfe:i.:i~u VI. A. 2543 

U'1~U'l.Hbt·m n7ifl1~'11 cJ eJ11.J1'-il li-~ bb ne:i-:i~ mun fl"je) -.1~11.JVleN~1.J 9/U1. 2543 bvl ~ 11.J f\11~ 

L~'U'!l€J'U\l7flflru:;f~ll'U\l1~ LdtJ1t1~ 3 vJmfl11 2543 LLfi:;11~-n'Ll1vfG1m~LLV1'U17~!libbG'iq\9l'l?1mV1';i1'U 

L~ei1t1~ 18 li1f11flll 2543 bbfl:; 20 v1mfl:JJ 2543 mmh'9i'u bb~:;LLi;..Jt1fl1';im:;v1t.Jrl1mv1vfLbfltl-:JAm 
' ' 

,Jnme:i-:ici1'UVle)-:J~'Ul11\'l'U"itn71'11m7'lJfl'\)'\)1'Ub'Un'\oJ1 b~tll'U~ 17 llnilfl:1.J 2544 bbti'11Yt1 ~-:iuu1~11 
' 
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'w'<n.1 tn fll'a'Ue:J-:i m 'am::; lil 18 01tn s:i 1 ~ bbfl 0-1ri munmeN ?l1 t1vf e.N~'U \l'Vl 81~ l'J'W <n.1 'U1 f71'aUf1 m0,:i viei~ ~ 'U 

?tm'U'LI'l"l'atumrn\\ 2545) 

bb~'Uulju~n1<am'afl1Vl'U~iJ'UVlel'Uf11'af1'a~sJ1f.Jel1'1.J1sJL~UrieJ~flm'l.JnFJ'ael~~'J'I.J'V]e)~~'U 

M 1:w bbr-J'WU ~ u~ n 7'a n11 n1vi 'W l'I t'W M eJ'W n1'a n <at lil7 l'J Bl'U 7 lil 1 ~ bbfl 0-'.lfl n'Ju n fl10,:i?l1t1 vi 0~ ~ 'LI 

f11Vl'Ul'l 11-4'a1'1l f11'a'11'U rnn~ti1 cJ beJ 'Ufll'a n'<il 11½bbf1el-'.Jfln'JU f1fl'aeN?l1 'LI'VleJ-'.J~'U mt lil1cJ el7'Ll1,J '.ii1'Ll1'U 6 

bL'U1'V17-:Jf11'afl'Jt-J7cJB7'Ll11il?l'YleJ.:J~'U1t1'li1.:i 4 Ubb1n ('1"1.1'1. 2544 - 2547) "1.m.:in1'at17l'JbeJ'W 
" 

fll'a fl,J Ml:!J fl'Jel'U'U0-:Jn ,ff\ll:!Jl c'.!11 (ill cJ f11'a fl1Vl'U I'! bbr-l'Ll bbG'1 ::;.ff 'UM el'W f11';jfl 'Jt ,J 7 tJ 01'w11il 1 ~ bb n e.l--1 fl m 

u n fl'JeJ.:J?ll'Ll vf e.J .:i~'U '<il t b D'U f11'aU'J'UU'a .:i1t'\.J'U f11 'J'U~Vl7 'J-:J7'Wm tJ 1 'LI '1J eJ-:J e.1-:iri' m'\.J n fl 'J0-'.l'11'UV10~~'U 
' = J q. I ~ V ' iJ 21' 

11'll n11mvi11 m t1mn,:i bbg, t'a7 '?Jf11'am vi1 ':i?!1'UJl:!J m fl n1'a'l"J <n.1t17tl'V151'11?! M1 n1 ':i?1 ':i7-'.lfl 11:w'l"J10:w 
'I) ' 

1t1n11ci1cJfat1m1n'<il ·n:wJ,:in11bbn1:un!JV1mcJ~b~m·ifo-:i h.J'1h-:i 6 uVl~.:i ('l"J.131. 2548 - 2553) 

b U'U fll'a bu~ l'J'U~1'U'1Hl'1fl1'at11tl bel'Liill';ifl,J iJ f11'JU{'l.J'UVl'U1'V1'1Jel'1"i1'Ufl1';J'IJ~Vl1'a?l1'Uf1Gl7'1 "i1'lifl1'a 

'l.J~V11'a6'i1-unilmfl eJ.:irimu n r110.:i?l1t1vf 0-:i~t1 bbfltmmhtt1'?Jt1~,;i t b~cJu{·h:wnt11 'Llm'aci1v fau 
'I) 'I) 

ei~1,:in mJ n ~'LI 11 :wJ.:iu {u ui,:i fl!JVl:W7 cJ~ L~cJ1i 0--1b~01 ~0-:ifl n 1u n fl 'a 0-:i ?!Tuvf B-'.l~'U?f7:1J11ri ti\'1 b fru 

fllil fl1'J6'1757 'J rut~ VI eJ'U6'1'UeJ-1fl17:!J (;) 0 -1 fll'J'U eNU "it'll1 'll'U 1 'U'V10'1~'U ~~'LI '11'U 1 'LI'll1 '1Vl~-'.J~l1 n U~ 10 

('l"J.f'I. 2554 b'U'U(;)'U1 u) U'at'lll'U'U 1 'LIV10'1~'U,JtlJArui71'1"J~1M~~t'U ?11:!J1'aflb'U7'1-'.J'\J~f11'affri51"irut 1fl 
' 

m1?1i1 '\J?l'Ll'Um"i 1?176 iJ 'LI ii ,;i m';J:W'U0--1e:i..:i fl n 'ai.J nrl'rn..:i?l11..Jvf e:i.:i~'Ll (fhu FN1'Llfl rut m1:w n7';i n 11mt lil1 t!B1'Ll7'<il 
' 

1 ~bLn0.:iri mu nme:i--1?11 'LI vi' eN ~'Ll R1i1 n-nuu~l'li1'l1 nt11 tJ n{:o:!J'LI Ml 25 45) 
"' 
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1. fl1'.inlil~€J-:JAm'lJnA'.i€J-:1~1'U'VleN~'U\911b'Ll'Uf71'ml-:i zj-:Jbb u--11111L 'U'U 3 'U'.i:::b.fl'Vl~tl 

1.1 .fl7'.inlil~€J-:JA m'l.JnA'.iv'1&'11'UV1 €),-'.J~'W vll b'W'Wn7''iVl~eJt:-l~M'\J~fl1'.i'i;'l1fi7'.iru :::b€J-:J b 'U'U 

m'.in~~eJ-:iA m'\J nA'.ieJ-:1?11tiV1eJ'1~'U\917 L U'U n7'.i Vl~eJt,.J~Mu~ n11;;;151'.iru:::tr'U 1 11'l rn-:i 

0~ bb~1 1\Yl t1iln !JV!:l-n t11 vf rl1m~ €J-:JA m'\J nm0-:i?11 'UVl'eJ-:J~'U l-fo~1 bbR::: /Vl~mi-:ifi' m 

'lJ nA'.i e:i-:i ~1uvf 0-:i ~'W lA ti ii 1 b 'Ll'Uf71'.iv cJ bb~1 
" 

1.2 m'.in~~e:i-:ir1 m'\Jn A'.ieJ'1~1uvf 0-:i~'Uv11 b 'U'UnTJ"~1J.Jnu0-:ir1m'lJn mtJ-:i~l'Ll'VleJ-i~'Ll~'Ll 1 

b 'U'Ll.fl 7'.i n ~~ fl 1Vl'Ll \?187'Wl~Vl1J1~'V€J-:J~\i bbR:::€J'1 A m'lJ n fl';i€)-:i~1 'LlVleJ-:J~'U~11 b 'Wtl n 7'.i 
"-' 

1\Yl cJ iJ t,.J Rn '.i :::'Vl 'IJ ~ €J 'U '.i:::'il 7"llt!1~ bQ'Yn::; b 'U b 'V M vr'U ~b\Yl vr 'U~Vl~ -:J 1\Yl cJ bQ 'Yn::; bb~ iJ 

t:-JRm:::'Vlu~mh:t"ll7"ll'Ll 1 'UeJ'1Am'lJ nA'.ieN?l1'UVJB-:J~'Ll~'Ul'l1tl vi~e:iilA17:lJ'17 Ltlu~0-:i 

fM'Vl'U~1mummLR::; hJFi'm011 mn~1-:ir1uM1-:ivl'1L'U'Uf71'.i 
' ' 

' ' 
u~m'.i~7 nm ALB n'il'U ?11m1'ilm'.i Vl'W1 tJ-:Jl'W'VeJ-:Jf ~VI~ e:i-:ifi' m'\J nA'.iB'1~1'U'VleJ-ifl'U~'Ll 

"' 
2. eJ-irl n'.i'\J n A1eJ'1 ~1 'U'VleJ-i ~'LI v\'1 L i'.11.m1'.i'i1J.J nu ,r '1 Lu 'U.fl7'.i n ~ ~,r\i fa'Ll 1 lXB-1 fi'm'lJ n me:i-1~1'Ll 

"' ... 

(?11 b 'W'Ufl7'.i'i1:lJf1'U 

3. m'.ins)~ ~~ ~,:i l'N\917 L 'W'U m '.ieJ cJ LLMe:i..i ri m'\J nr110-i&'11'Uvf B-i~'U ;;;1m'.it:1~:::(?\'1 L 'W'Ll m '.i 11'l LeJ-1 ... " 
b 'U'U.fl1';if1,)~J1-ii'eJ'Ll bbMcJ-iA'1fl1Vl'Ll\Yl bVlf \ivl1b'U'UnTHJcJ~€J 1 'lJ 1 'Un'.irui1e:i-1rimtJnA';ieJ'1~1'Ll ... " 

.fl 7c.J 1~u-:J fl'\Jlll M';i7 1 ~~~::; ~ 0-11 vf m1m 'U'UB?l';i:! bbntJ-:JA mun A'JtJ-:1?!1'UVleJ-:J~'Ll M7:lJVlirn bb 1,i'1fl1';i ... 
'lJ nmeNM'WbeJ-:J(,17:JJ b ~M'Ll71:J.Jru'U0--1'\J'.i::;6(!1'1lu 1 uvf B-:i~u LLR::;~-1 L?l~J.J 1 ~B-:ifi'mtJ n rwv-:i~1'UvieM~'Ll L 'U'Ll 

vitl1t1--11'Llvtirn 1 'Llm'.i~\YJV11u~n1'.imu11ru::; m,:::il&'11'Lli1J.J 1 'Llf11'.i(,1\YJ?l'Ll hum 'VuqJm1 'Ll~'U~ mm1 

282 0-:irim'lJnA'.iB-:i~1'Uvf eJ-i~'UcJeJ:J.Jlh:hu1~vti11ffi\Ylt1i11 '\J1 'Uf71';i\Yl LLR LL~~~\Ylv\'1u~nTrn1u1'.iru::: L ~0 
SJ 

tJ<j::: 1v'Vtl'Uv-:itl1t'iJ1'iJuhnX0-::~'U LLr1t~mJ~m1m U'Ll~?ld:: 1 u n11n1V1u\91u LtJ'IJ1t1 nTrn~m5 m5 

~\Yl'IJ~ f71';i?l157'.ifW:! nT'.i'lJ~Vl7'.i '11'U '\JAAR f71'.ib~'U f711Ai;r'1 bbR~iJrl7'U7s)Vl'l.J 1~'V€)'1\,l'UbtJ'11\Yl c.JbQ'Vn::: 
' 
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th::n1A"l.le1-.:i1-1ru::~mn1-111:m1-.:iutti-i,.:i-u1~ 

J1vt{utJ1~ fl11"1'UeJ -:i fl ru::: { mnfl17ll ?1-:iu bb ·vh'lJ1~ ~i:J ~-M1e.1m1u~vt11~ \i"I n 71'lJeNeJ-:JA m 

'lJnr11B-:i6'11-uvf B -:i ~uf\€1 ouu~ 85/2557 b~B-:i n11 h'i'mzj-:i?1m'lln?1mvi'B-:i~w,-i~m1'u~V111vf B'l~'W 
" 

dJ urn1-ti'1f1111 1mJlutJ1::;rnl"!'V€J 3 1 ~ei-:ir1mtJ fl fl1B-:i?l1uviB-:i~uu~G1:::tJ1:::L.fl'Vlth:::fl€JU~1 cJ-l'1u1u 

?lm'llmt.flTVIB'l~'Ll \il-:J~e:i 1 tJ-d 1) u-:ir1m1u~vt11~1w,huG1ijmJ1'1ln?lm-l'1m'Ll~Ur1'U 2) b'Vlf'1U1G'l'Vln 
' 

tJ 1t b.fl'VI i:J?tm'll n?l.fl 1-l'1m 'U ~U?f €1-:J fl 'U 3) €1-:JA rn1 u 1m1?11u liJ,m1 \i"I bL~m: Lb V1-:ii:J-31m'Ll?1ms/l fl?l.fl 1 ~-:i 

vtd-:J'lJ€J'l-J1'1.J1'U?f :w7'1lfl ?l.f17€li:IA f111'U ~'V111~1'U~i:IV!lrl~i:IV!llrl~i:J el ~ri €J'Ul'U~'U1 tf111"1di:Jt-i(! 1 iu-:iAu 
'U 

?1'1wrur1ru?1iiu~'lJB?1m'lln?1mvf 0-:i~w½B-:iilflru?1iiu~tJ1:::flBu 1 tJ1971c1 1) ~6"ru'lJ1~1vm 2) ~mc11~~1 
'I 't V 'I 

fl11?17ll~ '\.J ~1u U~'\.J 1 ruuu ri -,ll'U tJ1:::m f'l bbln-:J ~-:i 3) '<il u m1~ fl~71~~ 1n11tJ~ ru ru 1 (,l~vt~B L YI cJ'U b vi 1 
\} V V 

4) hH'.l~fl13rut~B-.1i-i'1ii (,17llfl-!]WlJ7cJ17~1 cJf171 b~eJfl~-.1?1m'llfl?l.fl1'Vl€J-:J~'Llvt1e:i~ u~Vl71'V1€!'1~'Ll ~--:id JJ 

1vfu7ll1(,117 45 (12) (13) bbm: (14) bbVl-il'!,~1t17'lJUruru~f171b~eJn~--:J?IJJ1'1Jfl?f.f17'Yl€J-:J~'lJ'l,,j~e)~U~Vl71 
V V 'J 

'V]e),,:j~'\,J 'V'Lf'l. 2545 mHi'u-:iAu bbG"Jt 5) {m7'lJf1711m'lJ(,l~-.1Vllrl1m::;\ilU\>17bb'VIU'1~'1bbln1::;l')U'l57'U1~ 

f171Vhl"l't1- Vl~eJ'jtl')'lj 8 Vl~tlb'VlcJU61/11t'W1'lJ VI~€! 6) bflcJfo11'lJf1711'Ub'lJ1?1,J'1V!lrl1m::;rrudi11.1.V1'U'1~'1l.bln 

1:::~'U6/5'1'Ll7f!Jf171'WLl"l'tl- V1~B1tlii'u 8 Vl~m v1urn vi1~uhJ l.bG1t~B-:J~'UVlleJBHmnm1'lJm11.L~1 V!1eJ 

7) b 'U'U 'Ufl fl G11 'U b 'lJ (11 ~ '1 Vll i,nr 'U I.bi;', t(?l 11 '1 (,)7 bl. VlU'l tJ 1t 51'UVI 1€JVl1Vl'W 1 €J ,!j Am .fl 7 fl 1.€) fl 'lJ'U V!1 el .fl 1 fl 
' 

~\.1 fl-:i [\ 1t.11 u~-:i'Vl 1 (?) (~1t.1V1Vl11) 1.1.'1 :::tJ 1:::u1'U?1.fl 1VlB fl 11fi'1 ~--l'Vllrl V!~B tJ1:::u1u rt .fl 1 €)(,1 ?11'\ll fl 1111 
' 

~-.1vt1rl'Vl~BtJ1:::u1'U?1m V1'U1 vm1iitJ1:::-l'1~--l'Vl1 rl"li--lr1 (91 i.~Bnn'U 1. B-:i 1 vf L Vl~ e:iV!~-:iflu1. tl'U m1llm1 1 i-1 

vfo-:i ~'U~-:JV!'J rl b 'U'Urn'U7'U fll'j fl rut n 1 'j1)fl1 'ji;'l'j'j'l/!1 
' 

' ' ' 
vf e1-:i~'Ll m m1 250 n1V1'UffJ7 e1-:ir1mtJflme1-:i?i1'Llvf B-:i~'Llij'VliJ1vi1.1.m:rl1m'<ilrl 1.1.mLrit~rlV11u~m1 

" 
?11571 ru::: bb'1t n'<il fl'j'jl) ?11fi1'j ru::: b ~8th::: bcJ'lJtJ'lJ€J'11.ht'1l1'lJ'U 1 'Uvf m~'U (,11:IJVl~f1fl1'j~ \il.l'U1el ~ 1-:it-:i ~'U 

11:1.J.Jf.-:i~-:i 1.?11:1.J 1.1. rit?l'Ll'U ?l'U'Ll n 1 "i~\i"I fl11~ n~11 vf 1.1.ntJ 1t'll7'll'Ll1 uvf €!~ ~ u bbG'l::: 1 u n11~ \i"lvl'1u~ fl71 
' 

mu11 ru::: 1.1.'1::: n'<ilm1ll?flu11ru::; 1(11~ b 'U'Uvtu1~1,rn:::rl1'U 7'<il'lleNmA m'lJ flA1eN?!1'UVI B-:i~u fi'1m1i11J 

\ill b 'Ll'Uf171fl'U be)fl'lJ'UV!~€JV1tl1t.1-:Jl'U'lJe)~f :0Vl~e) fl1'j1Je)'U'Vl1J1tl 1 VI \,e)f1'lJ'UVl~0VltJ1 fM1'U'/Je),:jf :jj~1 b 'Ll'Uf11 'j ... ~ 

'<il::: 1, tl'U tJ1::: fo'll°t11,1.ntJ 1:::'/l 1'1l'U 1 'U vi' B~ ~u&J 1n n11 m 1~ eJ ~ri fl 1tJ fl ri 1eJ-1 ~1tivf e:i ~ ~ti q)::: v\'11, ,au n111, B-:i 

e),!IAmtJ n fl 'je),!1~1'U'Vl e),!j~ 'U '<ild1JJVI~ 'i:)lJe)'UVllll tJ 1 VII, €J fl'll'UV!~e)Vl'U1 t.1'11'U'lJ €J,!j.fl1 fl {:o\i\'1 b 'U'U m 1\Tu n1(i) ... 
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v111J'\'111:.;11'1lUf\JtQ'&h:.;b'UcJ'U'U~VlTVi1'1lfl11bb~'U~1.J (uuu~ 5) 'VU"!. 2545 lJl\?111 3/1 

Uf\JtQ'A11 "m1u~m111'llm1lllm Ltltl 11.Jb ~e:itJ'i:.; 1c.1'll'W~'IJ'IJeJ'1tl'i~'ll1'll1.J bn \ilr.1G'li:urrv1t~e:im1nlil'IJtM 

t\J r111:ui'.J1J'a:.;fh15m-w m11Jr1:1Jfi11 t1 b '11'1m'inlil bb I.A-:it:o m1r1lil.ff rn,m'Lim1tlnuA-1·m m'ar1 lilm'inlil 
~ q ~ ~ 

bbG'J:_; ~'U b~ f7VltJ1tl'17'W~1:iJ-.51 b ti1.J fl 7 'i m:.;lil1 Wll'i f11il bbG'J:.;'1/15'\'11 c.JlflJ 1 ~ bbnYleN~lJ n71 fl 1 :.;-;;J11:Jtl1tlllil 

\9119\~'LI 1,;;i fl1'a07'U1 l:J fn1lJG'i :.;(i11flbb1;1~fl71vleJ'U?i'UeJ'1 fl11lJ~'El'1 fl11'1J'El'1'lh~'ll1'lJ'U iJ ~{U~\91'/JeJU~m.rn 
'IJ 

'IJB'1'11'LI" m'.itlfo1J'.i-:ir1rumv-1m';l11-1u~m1~-:ib'U'Ubb 'U1'V17'1V!~-1~1il'1b'U'U0th-:i~-:ib ~e:i 1 ~u~V!1'a'a1'tlf11'.i 
' ' 

b'U'U 1 tJ 'El ~1-:ii'.Jtl 1:.; ~'Vlfi ri 1'\'11 bbi;l ~G'i 1m 1 n l?leJU?i'U B '1\9l1:IJ r1111J ~eJ-1m1'1JeJ--1tl1~'1l 1'1l'U ( ?!°Tu n-11t1 

r1ru:.;m11J fl1'a'WlnJ'U1'itU'U'a1'1lfl1'i, 2549) 

Tabl9l'tl ~'U'V1Jf11 bbm:: 1-w b-;;itl J1'1/11m1nr1 (2544) 1\ii'n~11H11 fl1';l'U1~bil1.Jr.ir1V1tl1c.1-11'U'l 'U 
' 

'i~'lJrntJi;i lil1b'U'Ulllu-:JiJbflru"VllJ1r1'i:01'W (Standard criteria) bb?1::;~1~1\Yi (Indicators) b~eJlou\'U'U 
"' 

fl'rn'\J 1 'Ufll'a'U'atblJ'\.H ~e) 1 l½d719lf1111J'Ul91b lil'U btl'U'it 'lJU ih.n\?l'i\Jl'UbbG'J::; b 'U'U~tJe)lJ'fo blil cJU1::;f1e)'lJ~1 cJ 
"' 

Lnru'v"i~6'11Af\J 7 bnru'v"i -J1::;mJu~1t1 

1. bfl ru 'v"i ~:w ~'Vl 5 r.i G1lbG'l::; n11u 'i'a~l\?l~-J 'i ~?l-:i f1'1J eJ '1'U 11:.1 'lJ 11:.1 (Achievement) b 'll'U n 11 

bU~cJu b v1 t1ur.1G'l n11i1 b ut1-:i1'U'IJel'1V!th c.1'11-w~ih'U fo'lJ 1cJ1 tJ-J 5uA n'lJ1M ~·1.htG1-:iri~n1V1'U i;i 111 'U 

u 1cJ'lJ1cJ 1v1m'll'Um1tJ1:.;biJur.ir1'lJeJ-:JeNrim 11.J 2 ~l'l..lAtl r.11;11 wn-w111J bbr1~1~~'lJtJ5uAm1 

2. bfl ru 'v"i A111Jb6'11J tl n 1 A (Equality) bbri ~ f111lJ b'U 'lHi'a'alJ1 'U ~ '1 fl lJ (Social equity) 

tJ·rnneJ'U~ltJrn1t1191~J1r1f\j 4 'U'atnl'iAeJ f11':ib'V1~'1 (Accessibility) fl1'~~19li:l'a'a'Vlfvm1n':i 

(Resource allocation) fl1'afl'a::;lil1t1r.i1;1'\J'a::; LcJ'lltl (Distribution of benefits) bb'1~f111:wb?l1JeJ.f11fl 

(Equality) 

3. bflill'v'lfl17:IJ?l7:J.J1'imbf1:.;l")run1'\'111'Un1'a1'1X'U~fl7'a (Capability and services quality) 

-J1::;neJu~1m111:ff1191 4 'U'a~fl11AeJ 61lJ'i'afl'l..l::;'IJeJ'1V!tl1t1-:i1t1 (Organizational Capacity) m1:wv\'1~'1 

bb'1~b'V1cJ'1'\'110 (Coverage and adequacy) r111ii~1'Un111~'U~fl1'i (Service frequency) bbG'l~ 

'U'i~~'V15fl1'1Nfl1'i 1 ~u~ f11'i (Efficiency) 

4. bnru'v"im1iifoe'.ii;i'tleJ'U'lJeNB'1Af1'a (Accountability) '\J'a::;fleJ'U\illtJ(f'J1:ff1i;i 4 'U1~f111~e.l 

'W'U15fl'1~eJ~'1A:IJ (Social commitment) r1111Jt'U~v1'1leJU~e.l6'11157'aru::; (Public accountability) 

n111~V1~n'\J-s:.;nt1rn1m~cJ-:i (Risks guarantee) f11We.l1J5'\J'UB~v1'1NG'l1vl (Acceptance of failure) 
"' 

5. bfl nJ"tl nTrn'WeJWrn'Ufn liJ IXeJ~f711'1JeJ,nJ 1~6/ll'lJ'W (Responsiveness) 'lJ 1~fleJ'lJ v'i'1 cJ~1;1111 

4 '\J'a::;f11'aflel f11'af17V!'Ul9l'U'a::;b~'U'Uf\JVl7 (Problem identification) fl1'af'U'v1'1f111~Alilbi1'U (Public 

hearing) 1J1\?l1fl11b '1l'1flf1~YlITT 'Wfl1'abbffi'lJ'UqJV!1 (Strategic measures) bbf1::;r111m11ilb ~11'Wf11'ibbffi 'lJ 

'Uf\JV!l 
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6. Lfl ru "Pi rll lll ~ -1 'W 'El h 'V 0-:ir1 f1 A 7 VI~ eJ tl '5 ::;'lJ1 n '5 n ~ rn u 7VI m ei (Client's satisfaction) 
" ' 

th::;neJuM1t1~1t1v1~~1ri'r~ 2 tJ1::;m1fi0 1::;vrur111ll'*-:iw01':il (Desree of satisfaction) m1 

80ll,r'lJVl~eJflflA1'Ll (Acceptance or rejection) 

7. Lnru"Vii:..JrlL~tlVl18(,1€lX-1f'lll (Social damage) tl1::;fl€)'\JM18~1frv1 2 '\.h::;f11'jfl€) 

i:..Jrlm::;V1'lJfl18'UeJfl (Externalities) M'Ll'Vl'U'Vl1-:JX-:if'lll (Social costs) 
' 

€) -:i A fl ';i'U fl fl ';i€l-:J?\1 'U VI f.l-:J ~ 'U 'Ul Vl'fi f1 fl 1 ';i'lJ~V!l';i~ fl n l'J~ All 11 oifl 'i.J fl1'J'Ulj u~ -:J1'U 1M till f1rl ~'\116 

'U'J::; fleJ'U(?718 fl1'~'U fotJ~-:i fl !l Vllll t)';i::; b 'U tJ'lJ~ b~ V1'V f.J,H~Elb tJ VI be:l f11611 'IX'lJ'J::;'lJ1'/Jllil'J1 Wl'eJ'lJ f11 'J 

u ~VI 11-:i1u 'U€l-:J v( en~ u bb r1::; n 1 viu v1vif{ n b n ruen bbrlt i11.ff 1v1 n Tm~ n11',() \Y! n 7'~~ Ab~ "eJ b tlu Lb mvn-:i 1 vi 

vf t1-:i~t1U[J'U~ mi::; Hl'b Duvif{n 1 t1m'i'l.h::; dJt1'1\Y!i:..Jr1-:i1t1'V€l-:i LL(l)r1::;vf t1-:i~t1 

w 'Jt'J1'lJ fltJ'l'f ~ n1i1M1 tJ vif{ mfl ru "Pi ur1::;15 nT':i'U~Vll'i n'<il f11 ';j'\.J1'lHihn'Vl ~ w. i'l. 2546 iJ 

b '<il M'U1 ';ilitW b ~e) 1 V!~1'U';i1'/J fl1';i~frn.1 l)u~-:Jl'Ll 1M ei 1.ff15fl1';i'U~Vl1';if1':i)f11 ';j'\J1'Ll LJJeJ-:J~ ~ b ~e)'U';it 18'/J'U~'V 

'Vu-:J'\.J 'J ::;'Ul'lJ'U bf1M f:.Jrlillf)'Vli\,i Bm'J f1":il 'VeJ-:1'5J1 lJ'U'J ::;~Vl5.f11'W bf1V1 f'l11ll 1")111"111 'LI b :S-:im1 f1':il'U0'1,rJ1 

r1\Y!.ff w M eJ'U f11'5'\J 5u~-:i1w~ bf1'Ll r11111i1 L Dw '\.J".it'lJ7'lJ'I.J 1Mf 'U n1101t11 ei r11111?1 ::;v11 n bbf!::; 1Mfo n1~ 

M 01J?1'Ll 0-1 m1ll ~ eN fll".i 1v1 v:n Lu 1vim 8171-:i d ( 611?1 ~ nT':ii 1u m1 ur1 ru ::;m111 m1~\ilJ'U1'Jt'U'U 11'lJ n11, 

2547) 

(Positive impact) (,leJfl1'J~lilJ'W1;1M'\.J'Jt'V1'lJ'Ll 

2. bf1Mi:..JrlJll')Vliv10m1n":il'VeJ-:)'5~ 111lbbf1 fl7'j'\J~Vl1"ib'iAiei1vi1Mf:.Jff~\11TI (Outcome) (,)';j-:J(,)111 

1M ~ '\.J "it i.H A (Objective) ~ 11..:iH1v1 tJ :w fl1 "i'U~Vl 1·rn 'U 'U ~ -:i b'U'U f:.J 6'16111 ')Vli (Result base 

management) bbrltfl11~111'\ll1'VuMm'M17M1Vf:.Jrl·n'Ll (Performance asreement) 1'LlVjmtJi'u 

3. lJ'U'Jt~Vl5.fl1'W bbrltbf1V1f'l1ll1AllA11 'UL 'll-:im1n':iJ'lJe)-:)'5:ff bMbLfl fll';j'lJ ~V!1';i~":i]t~eJ-rt'l'<il1';iflJ1 ' ~ 

1 'UL :S-:i b 'Li~ tJ'U L Vl 8'\J'Jt'\.-d 1-:i{J'<il~l'.l'Ul b 'V1 (Input) fl'U f:..Jrlf{'V'l 5 (Outcome) ~ Lnfl:ff 'U hwiJ f111'111 

Cost/benefit analysis 1 vf m1111tl1 Lr111::;~f117ll b 'U'I.J 1 tJlM bbG'lt fl11ll All A1'VeNLLf:.J'\.,M1'Ll'Vl~eJ bfl".i ~ fll'J 
' 

(,11'11 b 'VlEJ'UflUU';i::; bEJ'lJ'Ll~bMfo 11llJ-:J~V1';it'U'\.J fl1';i11-:J b 'U1Vlll1 tlf11';i'V11-:J1'Llblf!t1111 ~rl-:Jl'U'lJB-:J bb\,i'i;'l::; 

~flf'lrl (Individual scorecards) ~LzjeJllbcNnmt\71'\JeJ.:Jfim".i (Orsanization scorecards) 

4. 1:Ji1.fit1Mel'Llfl1';i'U5u&1-11wn'Llrl11ll~1L U'Ll bM bbfl fll';j fl1Vl'Ufl';it 8 ::;nm 1 'LI fl1';j'U5UITT'11'Ll 

bbrl::; fl1'Jrl VI •f t1 M 0'U m1'\.J 5uITT-:i 1u (Process simplification) LLrl:; ~ M 1 ~il fl1 ".i n';l:; '<ill cJ eJ1'Ll1':il f111 



17 

lilv1~'U 1\l (Empowerment) b ~B 1 ~m·nJ5u&i.:i1'Ub?1~\li'U~~1>1'\J~ m-s 1nfi'iP11 n'\Ji.J'St'tl7'1l'U -s1:1Jiir.:im-s 

tJ5u&i~1'U 1 'U~,J One-stop service 

5. :Wfll'HH'\JU'a -:Jf11'jf)'iJ'Utl.:J6'11'U'a1'Uf71'a1 ~Yl'UAm VI (,)fll';j{W 1~ bbn fll'S'Vl'\J'Vll'U bbfi ~u·r-ui.J'a-:J 
' ' ' 

m t'\J 1 'U fl1'a bbrl ti'U MeJ'U 'V1°1.:i1'U1 VI il €l ~ b?!:l.J €l (Process redesign) zj,:i i1 b D 'LI ~eJ.:JVl u 'V11'U f1°1Ji'u 

f117:l.JG'l1A~ bbfi~A17:lJi7b 'Ll'U'VB.:Jbb~Wl7hll.bf1~ 1m.:ifl1'a'\1n'i~ t.J~ (Pro1sram evaluation) fl1'S~'Ub~n 

6'11'U 'al'ilfl 7 'a~hJ-J 1 b D 'LI bbfit n 7'a'l.J-ru i.J1-:in,!JV1:lJ1 tJ fls!)'St bu t.1'UA1-:i 1 1 ~ b vim~?l:lJ n'\Jr:1.f111m'aruB ~ 
b?l:lJ€l 

6. 'U'a~'/.f7'il'U1'9lfo f11'aB1'U1 tJA11:lJ?!tl>l1mbr1~ 1~fofl1'j(,)e)'l.J?l'Utl-:JA11:lJ~€),:j fll'j 1(,lbbnfll'a 

iJ nu&i'a1tm 'a~il-:ib u'U fi-:i m1:lJ~0'1 m'a bb61tm1:1Jv;-:ivrn 1 'iJ'Uu-:i'l.J'a~'1l1'1J'Ue'.rfou~m'j b u'Uvi~n 11>1 t.1~m'a 
;,_.j ' 'U 

'i'11'a1-JA17:lJ~eJ-:Jfl7'a'UeJ-:i'U'a~'ll7'll'W (Citizen survey) bbrl ~f\11:lJ~.:JVfiJ h'UB-:i~1\J'\J~f71'a (Customer 

survey) 1 'Wvim nvim t.115 bbfi~ b 'll'W 1 tJu tl1-:i?1J1b?l:JJB b ~ml1muf uu1-:im"a9J5u&i'S1'llm'a~e:i 1 u 

7. lJfll'a'l.J'S~biJ'U~fi fl1'a1.Jnu&\-:i1'UB~1'1?1J1 b?l:l.J€J 11il bbnfll'S(,)'jl'iJffiJ'\J 666'\~11>1m1 fl1ii.Jnu~'11'U 

b ifo 1vibf11>l'a ~'l.J'l.Jfll'Sfn'\J \SJ:l.J\'l'Ubu'1 (lnterna l control) zj,:i\l ~Vll 1 V!?l1:l.J1'at1N~ fl \il'U fl1'SUDU&i-:J7'U'Vel.:J 

eNA m1 ~'\J'fifi b u1vimtJ 1Ji'e:i~1.:iih.J'a~~'Vl5.f71'W 
' 

cl1ti' m1'U A ru~ fl'S'S:lJ m'ai~'U7'a~'\J'l.J'a1'ilfl1'a (254 7) 1Ji'i ~'U1'a7 t.Jfi~ bB t.1M'UeJ.:JM1t1v11 'U bb~ 

fi~Vl:l.Jl\?I 1 'Ufll'a'Yr~ 'U1 A ruJl 1~ f71'j'\J~Vl7'a bv1t.J'a1:l.J t,71'Uf71'aiJ-:i b 'U'Ufi n A1~fo'U~ fl1'j 'W'iJ1'aill1'iJ1fl fl1'a 
~ '\ 'ti 'U 

~1 b u'U n:'S 1 'Ll b~e:i.:i m 'af utl.:im 1:w flvi b TT'U'UeJ.:ii.J'a~'il1'1J'U il'll B-:iV11.:i~i.J'a~'ll1'1J'U?11m'Smb?11>1.:i A11:1Jflm TT'U 

b~ t.11 fl'\J'l.J ~ fl 7 'a ?l151'aru ~ 1(,lVJ fi 7 t1 -il 0.:iV11.:i :w n1'a1 bA 'a7 ~~A 11:w b ~'U bb fl ~-rre:i b?l'UeJ bb 'U~'VeJ.:itJ 1~'/J1'/J'U 

~-ru'\J~ fll'j fll'S\hNR f71 'J'rutl-:i f\11:lJA v1 b ~'Umi.Jfo,J1.:i fl7'S1 ~'\J~fll'a fl1'j bbnl 'U'U ~Vl1 bbfi ~'j~'l.J 'U 

&\1>1 \?17:lJ b~ern ~Bi.J'S~ 18'1Jtl~rnh~'/J1'll'U~f '\J'U~fl1".i bbR~fl1'af11Vl'Uv1:l-J1\?l'a~7'UVl~e:J15f71'a 1 ~'\J~m1 
'U ~ 

vJ ~,.J A eJ 'V1 bfi eJ { (2550) m11111 fl m 6'1°1b~'iJ'V17-:J fl 1'a~H'I 117', b 'W tl.:J ?! m b~ tl1 ~ ·ru ,.J 'a~ tl'U 
'U 'U 

m 7:l.JG'11 b ~'iJ 1 ~fi'j n 'iJ MAB f71'Sr-.J~M ~'U A1Vl~e)'U~fl1'j bM:lJ b~:l.Jfl11:l.J~e),:J fll'j~ cJ.:i1iJ1Ji'fo f71'j\?l 'il'Ufl'Ue)-:J 
' 

'iJ~ Ln v1 t'U 'iJ 1 fl fl1 'j L ~:l.J~ v1 f\11:lJ ?11 m 'jf;) fl1'aV11'11'U'Uel ~eH rl m,.J fl A J €)-:J 611 'U'Vl e) '1 ~'Ube) .:i fll 'j b U'U~ ti €):l.J fo 

brn~ 1~m1ii~1:J.J1fo-;;i1ni.J'J~'IJ1'll'U m1iifiv1~L~l-J m'Stl1m1&-1~LLR~LV:A fo 1G'lv1 viiJ1 ui.J'a~tlflM1 'ti 11>1t1 
'U ' 

im Vl~'1J e)-'.JV)e)--'.J~'U b~tl1'UeJ--'.lfl'UA11:lJAv1~ b~:W~1'Uf71~.J\P)fl1'j'1J€),:j€),:jf'lfl'aUn A"JeJ--'.I~ 1'U'YleJ.:J~'U b 'U'U fl1'j 

1viu~m'S'a'\.J1,1,uu1vi~ n-;;imiii1viil L'b'U ,.Jfuu'J--'.lm'a1viu~m'a?!157'aru~ m'ii~'U7fl1'aLifo.:i m'a1vi 
'U ' 
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viii'mflru'l'l 4 'VB AB 1) fl'<ilm1in!t1:rlrn1iJ~m~fl.;Jb'Ut1hJ·rnmiJ (Program activities) mflfl17 

f71".i'V17.;J7i .. !f1l:iL~cJ1 (Single event) 2) b'U'Ufl'<ilfl'iW~i111rur\1bbG'l:::f)f'..!'U'i:::bc.1'1lu~EJ~.;JfllJ L-d'U f71'i 

,l'r1.:i'i1c.11~ f11'i~'nl 'U1?l.f11~~.:i bb'l\1l~vl.J ~'nl'U1fl'UbbG'l:::01'U~ ';j'J:)Jfl.;Jf11'i~'nl'l.nVl1.;Jn7'i biJEJ,;i 

3) v .:i r'i mtJ fl fl 10 .:i G11ii vf 0.:i ~ t1iJ?l1m{ 1 fi' t1J v1' 11 'M Ln \1l f71'H '\J ~ vmL 'l.JG'l .:ili1 .:i n~·n ~.:i b?l~JJ 1 'M Lf1Mfl17JJ 

·hurlmLG'i::: fl1'H'Utl~'l.m:Dm~tl 4) tll (,)m'il-1 m'i~ rif711bflM~tlbv.:i 1ricJ?llJA'ih 1111c.11lli'Jmhc.1--n'W 1ri 
., 

U"IAUV!~eJ'U'l.h 

Malcolm Baldrige National Quality Award (MBNQA) b'UtlM'WbbUU"i7-11G'1flrum~Lb'\11'1'1l7~ 
' 

'U 0-:i'\J ".i::: b VI r'1 ?l vi-r ~0 L:JJ ~ m zj,;i L'lltl Ill 'W Lb uu 'i1.;i1 G'1 fl ru.n 1~ LL '\11 "1'1l7&i~ 1.h::: b vi fl ~1-1., vi' 1himl71 u 
"' ' I 

u1:::c.1n(,11-il' L'li'W 'l.Ji:::Lvir'ln'1u'W 00m\?rn~c.J i1.:ir1hH bb'fl:::m1G'11'1iv 1'W~1t1'U0-1u1:::Lvif'1?1vif~mii~m 
q ILi 'I d-3 

u~,;''Vl'U'Ll1\1l 1 '\.1fl!~1~11.:i1&1f)rum~ MBNQA Ael Motorola, Inc. bbti::: Westinghouse Commercial 

Nuclear Fuel Division 1-uufl.l"l. 1988 bbti:::u~,;'Vl'U'Ull'lb~n~Mfo'i7'11'1 Av Globe Metallurgical, 

Inc. G11'W~'in'<ilffi'MU~f71'i Federal Express (FedEx) 1~f'l.J1t1tl fl.r'l. 1990 (Evans and Lindsay, 

2005) bl'1t.J1(,)flU'i:::?l.:iA'\.1iln'UeJ-117-11'flAru.n1~ MBNQA U'i:::n0u~1cJ (National Institute of 
' ' 

Standard and Technology, 2006) 

1, b ~06tl1 c.Jfl'i::'.(fl'W0'1A fl1';j 1 'Mil f11'JUfoU'i .:iJ.:i~7Uflrum~ (Quality) bbG'1tf71'i b 'Wl.Je-J G'1t-Ja (,1 
' ' ' 

· (Productivity) 1 'Milfl17'JJ?l1l.J1'it11'Uf71'lbb~-:J'V'W~~.:i~'l.l 

2. 1~0 tJncJei-rn.:ir'im1~1.:i., ~u1 :::?1um1:w~1b ~ '<il 1'Wm'iu-r mh.:ir1run1~~'WAlbL6'lt/V1~eJ 
I ' ' 

' '" 
3. L ~eJ?t:.f1~ LL \Jd'V11"lbb'flt: bfl ru~'Vlv(~fl7flLl~fl~ fl1\PleJ~611VfflJJlJ f11fl-r'5 

' ' ... 

National Institute of Standard and Technology (2006) 1~'.J\1l'Vl7bflru'l'l1'Wfl1'iU'i:::d'J'l.l 

eJ.:iAmb~vfo".l7'11'flArumtmvt.:i'1l1iii The Malcolm Baldrige National Quality Award (MBNQA) 
' 

L ~ eJG1 .:i L?l1lJ 1 'Mv.:i Am~ L -v1~1in.h::: m ri L 'U'U 0.:ir'i m·~ili fl tJm~ L 'U'Ub~fl 1111 cJi'JmeitJ'UeN bnru'Vi1 'W f71';j 

'W'<il7'iru7 7 VllJ'JA U'rnfleJU~lcJ m1:::~tl1 (Leadership) f71'J11~bbe-Ji.Jf7G'l~Vl'5 (Strategic planning) 

f77'iJ-1'1bU'U~fou~f71'ibb6'1:;(>lm111 (Customer and market focus) fl1'i1111~~ f71'i?bfl'n:::~bb'fl:::fl1'i 
' '\J 

~\1lfl1'ifl17ilj (Measurement, analysis and knowledge management) f77'a~-:Jbij'l.JVJf'VHJ1fl';i 

~Flflti (Human resource focus) fl'i:::U1'Uf71'a'lJ1Vl7".i~Afl1'a (Process management) Lb~::: 

~~ii'~TI (Results) ~'1bbi.'1\1l-:J1w11~~ 1 
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Organizational Profile : Environment, Relationships and Challenges \ 

~-----

Strategic Human Resource \ 
/' Planning 

Leadership § < ·--~-_j~ 
v/ 

Focus 

§ 
~ ) 
E 

Customer and 

Market Focus 

··········- p 
Process ~ 

Management 

Measurement, Analysis and Knowledge Management 

Standard and Technology, 2006) 

sJ1nmYrvi 1 sJg;; L um1 cm g;; LB1:Jl'l'UB-1fl mm.1g;;B-1r1 m r1m·mn l'I~ e:J:i.l'Ue:J-1B-1r1m f( n'tfrug;;'UB-1 

rl11:i.l?lmh.J5 !:JVl51"17?1(;11'Utl'1fl17:JJ'Yl7Vl1!:J<>1ueHflf11 s.J1f7()11bb'\J'U'Utl'1 MBNQA s.J~rnu-1 
' 

1g;;t1'\Jufru~ m1e:ie:i m U'U 6 VIm v1zj-1 L um~1Jt1u5u~ m1~s.Jg;;vi'11 ~1J11~ i:'i-1e-Jr;1f(Yil'U e:i'1e:i'1fim 11'11:J~ 

V!:J.Jll'l.fl 11 g;; m1'11 eN 1-1 m n1111-11,L~'Ll nr;i ff\/15 bLr;i~ n11ll'11, tl'Ll~f u u~ f11':i 1,1,r;ig;; \i1r;'111'!sJg;; L 'U'Uflfl:JJ'Ue:J-1 
"I q C!J , 

m1g;;~1)7 b 'Vi11 ~ 1 ~'U'U'U nu~ fl 11 fl ~:i.1\1 sJ ~ L 'U'Llcl1tH'11rl ru~ sJ ~vi'11 ~ ~'U~V!11 b ~'Ufl11:i.16'11rlfU'UeNfl11 
'\.I d-,4 q V \j V 

11'1LL~'Ufff11:JV1'B 1,1,r;i~ n11 LL?11-1V111eim?i1 'LlB'U1flli1 cl1'Un~ii~1:1e:i'1'\.J1::;neiu 11.Jlii'1cJ nTa:i.J-1 L Ui..JV1f Yi1:J1 m 
' ' ' 

m~u1t.Jn11~611r1~sJ~L 'U'Llfl~LL'<il 1 'Wfl11~sJ~vh1 ~eJ'1flm1J11~~r;1f,'Yi'ci~i'111 zj'11~uu1.J5u~n111 'W'V!f7 

vim \il~~~ ~~vi111XeNfl mi1AncJmvi1 unT:i?1{1~~~\11.nru"V1 r1{1~u1 fll':i fl1':iiJ1Vl7'J~\ilf77':i ~fu-J~ fl1':i 
" 
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'1JeNU';i::;6'\llf\~'U 1"1cJ~1 'U~1'!.lL6 ';im::;uutJiju&i f11';jli)::;t)';j::;ff€)'\J 1 tJ f>11cJ 6f1flJ61111 'Uf11'i'th::;L fru 6 Vl111\71 

11'lbbf1 m1~~tl1 f11"i11'1bbt:-J'Uf1RtJ'Vl15 f11"i:u-m:i''U~f'\JU1f11"ibbr\~\,lrl1\71 f11'i1\elr-JG'l f11'i1bfl"i1~1'1bbR::; 
'U 'I 'f 'U 

Lakhe Lrn~ Mohanty (1994) fl~7TJ7 bb'U1Ml'l'lJB--'lf11'i'oJ"1'V17 Total Quality Management 

(TQM) ~Bfl1'f·D"1'V171 VteJ-:JAf11'ilJf11'HJfotJ1"l6'1m"it1'U~Bv1-:i~m deN zj;ii1m1:w~1 L th.J 1 'Um'i 1 '1lb 'Vlfl'Wfl 
' 

LL"1 ~ Lfl ~ eJ -:ii1 B~7'U 1'UlJ7 n 1 'U fl7 'i\9l'i11il1\71 ~1V1 foB'1 r'i fl 'i~iJ n 7 'i'oJ "1'1'17 'i ::;u ur1 rufi 7'\A/"ll~i1'1Lfl(,) 1"7 lil7 n 
' 

1) 'i~uum1.r v1v1'1r1rum'\A/lil~L U'U~1m"l~'1'1JB-:J'U fou1 EJ LLritmtu1'U-:i1'U'lJB-:JB-:irim 2) ur1m m 
' ' 

m tJ 1 'Wi'.lr111:w L i11 \I Lb"1~ L ~'Ll r111:wJ1ri' n 11 'U f11'i'.J\7l'l'l1'it'\J'Uflfl.l.f11'\11117\1::; L 'U'U611'UVI~ -:J'LJB-:J f11'i'\J'i'i"1 
"b ' ' 

L u1V1m cJ'\117-:Jfi'i n"ll'l.J B ,:i B '1 rim 3) t fl 'i-:J?I { 7'1'1.J'ENB-:iri n'i:w n1 'i1.M'u ~ 1 J1vt-ru 'i B-:J,r'\J 'i ::;'\J '\J fl ru fl 7 '\A/ 
' ' 

4) iJ fl1"iVIG'l BlJ"fl lJfl11lJ~ eJ"lf11"i'l.Jtl '1 ~f U'\J1f11';i f11 tJ 1 'W bLR ::;r11 cJ'UeJfl b lJ'U'11 'WVl~"l'l.JeJ"l bb t!-l'Ufi';i f11il'1J B"l 
SJ , 

rNAm 5) fl7"i1"1m1:w~B"l fl1'i LLG'ltfl17ll fl71'lVl1-:J'lJB"l~fuu1m1 L 'U'UG11uG11 r1ru 1 'Ufl1'i?li7'1?lll'i'iti'Ut 
SJ V 

'l_leNeNrim 6) L'U'UeJ"lAm~ih~uurn1~B?111~:wtJ'i~~'VlTifl1'\A/ 

Ugboro bbm: Obeng (2000) '\A/'U111'UB'1Am~'l11'itiJU TQM L-ih1u1'1l'-:u~'\A/'Ur11?!Vli1:!J'W'U15 

~ b 'U 'U ,_n n (Positive correlation) "it Vl11'1.f171 ~ ~ ih'lJ eJ-:J e'.f '\J1Vl1';i 6'1-:J ?! \el fl 111 vi eJ
0

1'U 7 "ll 1 'W fl1 'i 
'U Q.J 'U ~ 

u~UM'11'U'l.JeJ'1~flmm (m11 virl1'U1\l 1 'Un11;.l'l~'U h, m1i1G11'U~1:w1 'Ufl"it'\J1'Uf11'i~l'l~'U, LLG'l:;m1 

1,'U1tl"l'Ve"Jl.JWU11?!1"i bbrl~'Vl~'l"m1m 1 'UeJ-:JA m) fl11lJ'W-:JYf€J 1 Ii) 1 'Uf11';i'\/l1-:J1'U'l.J'€J-:J'\Jflrl1 fl"ibbrltr111lJ'W-rvm 1 Ii) 
SJ ' 

Kaplan LL G'1 ~ Norton (1996) 11il n ~ 111-r1 'U The Balanced scorecard: Translating 

strategy into action 17:tJM'V11'11i11'U"1f1A1Vl~eJ~fou1n11 (Customer) 1iJ:;1\ellil1f1G11'UbL'U-:Jf111(,)r\1f7'1 
SJ SJ 

(Market share) e'.f~'\J'\J1fl7'i1m] (Customer acquisition) n11rn~1~ffuu1n11L~lJ (Customer 
SJ SJ 

retention) n1h~1f>11il1fl~fo'\J1fl1';i (Customer profitability) bLR~ fl11lJ'W"l'V\/eJ 1'<iJ'lJeJ-:J~'fo'\J1fl1';i 

(Customer satisfaction) 



"!lel'Ub"!l~"!Je)~ 1fl':i~n1';i1lijEJ 

d 
'U'Vl'Vl 3 

1~tJb.;a-:icl'111 liJ 1-n 1&-1-w-:iTI €l 1 liJ'l.l B-:Jtl 1~"111 'l.l'U ~·r-u ~ n 11'1.l €1~ €l~r1 n 11'\J ~ill 111;'!1'U ~TU~~ 1'U ?11 
'U 

ti w-.d'1tJ-:i'Utl1~&J1 ru TI .131. 2564 vfl .ff 'U~n11 l 'Us11'U'U~n11~1-:J 1 'l.l€l~€l-:Jr1n11'U~Vl11?/1'U ~1'U ~ ~1'U?l1 

1~wiitl1~b~'Lln11G'l1111iJtl1~nB'U 1 ti ~1tJ m1&-1-w~TIB h~B~'U\91€l'Un711 V1'U~n11 "ll€l~V11~n111 'Vi'U~n11 

b'11mJ 1~ m 'Vi'U~n11 bb~~~ Birn°1'U1 tl 1-111&-l ?l~~n n 11mf~'LJ€Jb?l'U €Jbb 'U~5'U 61 i;'f &J~1€l ~1~'1.l€l~ 
'" I ' 

~,r'U'U~m11 mb~ ~~-:J1'U'U~n711~ tJl;'f&-11iJ1m1tJzj€l~€l-:ir1n11'U~'v1111;'!1'U~1'U~ ~1'U?i111'U11&-111 1-ff n~&J 
'U ' ' 

1111€1~1-:J 400 ~Tel~1-:Jl 'Un11~~i;'f-:Jbb 'U'UG'l1111iJl-111&-lfl~b~'U'Vl1-:J1 tl1'13ru~ b~€l l Vitl1~"111"1l'U~f'U'U~n11 

(91€)'\J 

th~"t11mbbfl~n~l.1~1e1~1~1um':i~1':i11iJ 

n11G11111iJ 1-111&-l fl~ b ~'U'l.l€l-:Jtl 1~"111'1.l'Uer,r'U'U ~n11 ~ €lWi'U 1-111&-l'W-:JTI €l h'l.l €1-:Jtl 1 ~"111"11'1.! 
'U 

d o A Q.I d d .cl A.ct d II 

':i~a~nfl1'Vl'V11n1':i1liJEJ "m'U'Vl bfl':ieNl.lelbbfl~1om':ibnunu':i1l.l"!lell.lfl 
'U 

b~&J~1b'W'Un111~tlb.;a-:JG'l1111iJ,Q1~Vl11-:J1'U~ 1 \91~1fl&J 2563 - 27 fl'\.W1tl'U 2564 b~tJ?/-:J 
' 

bb 'U'U?l€l'Utn&JG'l11T<ilfl11&J'W~TI€l h'l.l€l~tl1~"111"1l'U~f'U'U~n11'Vl1-:J1 ti 1'13ru~ b ~€) l vf tl1~'1.l1"1l'U~f'U'U~n11 
'U 'U 

.,I "' 
m ':i'Vl ~ "el'Ubfl ':iel~l.l ei 

bb 'UU G'l11T<il A11&J'W-:JTI€l h~1 off b 'U'U brl~€ls1~€l l 'U n11bnU11U11&-l'LJ€l&J~ l 'Uri{,:i,Q 1~iin11Vl~?l€l'U 
'U 

r111m ~ tl-:J\911-:J b.;a-:ivd' €l'v11 (Content validity) bb~~Vl~?l€l'UA11m ~tl-:J\911~ b .;a~ 11-11~?1~1~ (Construct 

validity) G'l1Vlf 'U n11Vl ~ ?l B'U r111m zj€l~ €l (Reliability) liJ 1 nt! 'U liJ ~ i1 b il 'U n11V111-11ii 1-1161'&-Jtl 1 ~~Vl t 
Cronbach 's alpha l 'Ui;'f1'U'l.l€l~1~~um1&J'W-:JTI€l h ~€l~1'U'U~n11~1 t11 oil''U~n11~€l~Y"1 n11'U ~Vl111;'!1'U 

0 ' "" \911U~~1'U?l1 
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nT'a1bfl"a1::~bb~::n1"atl"a::111~~~ 

1m'IJ·rnmi1?11b~'<ilJ'UVn:i,;1-:if1i11311M1{ SPSS for Window (Statistical Package for Social 

Sciences) b ~81bfl'a1~'1.f-veJil"1\911i11\9lt:l'U'a~?l-:ir1'LJ8-:Jf11'a1imhr:i'<il 1 'U'LJ1-:J~'U ;-:i'IJ'a~f18'U 1 'IJ~1fJ 
\I ' 

1. 1bfl'a1~~Vl1fl11il~ (Frequency) bb"1~~8fJ"1~ (Percentage) 'LJ8-:J'<il°1'U1'U~\918'Ubb'U'U 

?11'a1 '<ii fl11il~\?1 b ~'U 1 'U bb~l;'l ~-:J1'U'U 1 f11";j 

2. 1bm1~'1.ffi1bu~m"1'1lflill\91 bb"1~fl1brjfJ-:Jb'U'Uil1\9l'a;51'U (Standard deviation) 'a~~'Ufl11il 
"' 

'*-:i~ el L'<il'LJ 8-:J'U ";i~'/l1 'll'U ~ f 'U 'U~ f11 'a~ el.ff 'LI (91 el'U f11 'ab vf 'U1 f11 ";j 'U 8-:JVl 1-:J f11'ab Vl'U 1f11 'a 
\I 

b~1Vl'U1~m Vl'U1f11'a bbl;'l~~-:Jel1'U1fJ fl11i!?l~\?11 f1 bl?'lmb 'U'U?lel'U mii1 'U~1'Ui11-ui11\9l'a1\?1 
\I 

bb'U'U Likert's Scale bb~"1~-UeJiiVl1-:Jb~8f1\9leJ'U1~ 5 Vl1-:Jb~8f1 t11\918'Ui11f1~?11?11~ 5 
' 

fl~bb'U'U ii1n1~ 4 fl~bb'U'U 'IJ1'Unm-:i1~ 3 fl~bb'U'U 'WeJfJ1~ 2 fl~bb'U'U bb"1~'WeJfJ~?l\?1 

' ' 

=5-1/5 

= 0.8 

' 

1. fl~bb'U'UbQ~fJvieJ~";i~i/111-:i 1.00 - 1.80 V1i11fJm1ii11 n";i~~'Ufl11ii'*-:i~8h 
\I 

., d 
'UelfJVl?l\?1 

' 
' ' 

2. fl~bb'U'Ubu~fJvimi'a~V111-:i 1.81 - 2.60 V1mfJfl11ii11 ii'a~~'Uf111ii'*-:i~8 L'<iltielfJ 
\I 

' ' 
3. fl~bb'U'UbQ~fJvi8~1~Vl11-:J 2.61 - 3.40 Vlil7fJf111il11 ih~~'Uf111il'*-:J~elb'<il'U1'U 

\I 

nm-:i 

4. fl~bb'U'Ubu~fJ~mb~V111-:i 3.41 - 4.20 V1mfJm1ii11 ih~~'Ufl11ii'*-:i~eJL'<ilmn 
\I 



n1'a'Vlfl~eJ'Ufi1 Reliability 

"il 1 n bb uu ?f el'\J rrn..1 n1-ai1 ".i'1"il A11~yj-:i'l"l el L"il'tlel -:itl1~'1l1'1l'Ll~ fu u~ n11'1lel-:lel-:lf1 m1u~vt11ci1'U 
\I 

~1'\JG'l 'l"l'\J11A1 Reliability (Cronbach's alpha) L'Ll\911'Ll.ff'Ll\9lel'Lln1iLVl'\J~n1i 1911'Ll'tiel-:l'Vl1-:ln1i 

1vfu~n11 1911mlii'1vt1!1~0vfu~n11 bbG'l~~1'Ll~-:181'Ll1cJA11~?1~~1n iiA1bvi1nu 0.92, 0.93, 0.91 

bbG'l~ 0.89 \911mh~'IJ i-:iiiA1~-:in11A11nt]\9l~el 0.70 (Nunnally, 1978 eJ1-:ifacJ Prajogo and 

Sohal, 2006) i1cJG'l~b~cJ~~-:ibb?f~-:i1'Um11-:i~ 1 

'll'U\9lel'U n1i 1 Vl'\J~n1i 

-del-:i'Vl1-:im11vf'U1n11 

"" ' 0 ~-rnnTn bA-a1~V1'<il1n bb uu~1-a1'<il 

6 

6 

6 

8 

Cronbach's alpha 

0.92 

0.93 

0.91 

0.89 

"il 1nn11?1°111 "il A 11~ yj ,:i'l"l el L"il'tl el-:!tl 1 ~'ll 1'1l 'Ll ~ f '\Ju~ n 11'1J el-:! el-:! fi' n 11'\J ~VI 11~1 'Ll \91°1'\J G'l 

-:J1'W'IJ~frn 

-:J1'W~1'W~(i1 bf1'1J'i1cJ 1~vi"fami'i 

-:J1'W~1'W~~'W1'lll.l'll'Wbbfl~?ll?l~fl1'i~-:Jfll.l 
' 

160 

140 

40 

60 

400 

\I 

vlil'IJ bb 'IJ'IJ?lil'Ut:l1l.l 

68 

58 

19 

28 

173 

42.50 

41.42 

47.50 

46.66 

43.25 
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1 'W ~1 'W"LJ eJ-:i1 :;~ u rn1~~-:ivrn 1-;;i"LJeJ-:J'U1:J'tl1'1l'W~ fou ~ rn1~ f uu ~ rn1 ~1'W~~ bn'U 11 tJ 1~vt1eJ t11~ 
'll 

"1JeJ-:ieJ-:ir1 rn1u1vt11~1'W i1u 6'l vi 1'W?l1 'l"J'U 11 m1~~-:i'l"l eJ h ~ eJ.fr'W (,I eJ'W rn11 vf u ~ n 11ih:;~u fl:J bb 'W'W~ 

4.51 ±0.62 -tleJ-:i'V11-:irn11 vfu~rn1ih~~'Ufl~bb'W'W~ 4.52±0.54 b~1vtih~m vfu~rn1ih~~'Ufl~bb'W'W~ 
'll 

4.52±0.49 bb6'1~~1'W~-:irl1'W1 tJm1~?1~~1nn1:J~'Ufl~bb'W'W~ 4.51±0.42 bb6'1~1 'Wt11'1"J11~1'W'Vlf1~ 1'W 
' 

"1JeJ-'.l-'.!1'W'U~fl11~1'W~~ bf1'U11 tJ1~vt1eJi11~ n~1 b Vl1fl'U 4.52±0.48 b~ tJ~n1~~'Ufl~ bb 'W'Wb~~ b Vl1 fl'U 

5.00 11tJ6'l~b5tJ~bb?l~-:J1'W\i1111-'.l~ 3 
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.J .J I .J 
~1~1-:i'Vl 3 ~~11l'Ufl1bQ'1cJb'1'1Jflru~ (Arithmetic mean) bb'1~fl1b'UcJ-:Jb'U'Ull1~~~1'U (Standard 

"' 
deviation) '1JB-:J~~~'Ufl11:J..J~-:ivm 1-;;i ~B-:J1'U'U~ m~~tl~~'/J1'/J'U~f 'U'U~m~ 1 tl1 i'U~ m~~B-:ifim~'U~Vl1 ~ 

" 
?11 t1~1'U'1~1t1?11'l m1t1'U~m~-:i1t1~ 1t1 ~vi bfl'U~1 cJ 1~vi~Bm,'; 

m1m1~ b ~11 'Wm11 ,Xu~rm 

iltl1EJUElflorrw,rn'Wfl111,Xu~fl1'ibbr.'l~.:i11e:itl1.:ioif ~b"il'W ~1EJ!i1Bfl1'i 1 ,Xu~m'i 

iJ'itUUf11b~EJ.:J'11\91Uf1e:l'W'\ll~.:J'1Je).:Jf11'i1,Xu~fl1'i 

fl11:Wr.'lt~1fl~L#Jfu"il1flfl1'iU~fl1'ibb!il'1t,rr'Wvle)'W 

b~EJ1:l'i'\.Jvl1'W'Vi.:ivrn1"ilflUfl'itU1'Wfl1'i bb'1t,rr'Wvie:l'Wfl1'l1iu~fl1'i'itvlU1~ 
' 

il-de:i.:iV11.:if1111 ,Xu~fl1'i~'Vlmfl'Vl'11 EJ bvlB1B.:ifmht'll1'1l'WMuu~fl1'i b't1'W u~fl1'i'W Bfl 
" .,/Q11 a..,d .:!ii 

1:lm'WVl U'ifl1'i 'W'll1.:Jb1f11'Vff1bV1EJ.:J 'Vl'i€1'W€lflb1'11'i1'1lfl1'i 

ilm1tht'll1l:w~mfli~fuu~m1V111ui'i.:i-dB.:iV11.:im11iu~m1~~~1,x 
" 

vi €1Ur:l'W €1.:Jf\11:W ~ €1.:J fl 1'i fl1'i 1 ,Xu~ fl1'i'U 'it'll1'1l'W L#i'€1 cJ1.:iiJ,J1t ~Vlfi.fl1'Vi 

't1€1.:JV11.:im11,Xu~m11:11:w11mi1~.:i~1EJ 1:lt~1fl 11~b~1 

'U1EJ 'LJ€1fl11:WU€1fl"il~U~fl1'i / 'U1EJ'U'it'll1J:W~'Wfi iJf\11:W'V~b"il'Wb 'LJ1 L"il~1EJ 
' 

b~ EJ1:l'i'UV11'W'Yi.:JVi€1 L"iJ #l'7'W't1€1.:JV11.:J fl1'ib 'LJ1~.:JU~fl1'i 1 'W'it\9l'U 1~ 
' 

b'il1'\1!'1J1~ililv111:wv1~ ~:Wbb8:W bb~:W 11:1 bb'1t'Vi{B:W~"ilt11Xu~n11 

L 'il1'V!u1~r1BEJ 1 ir111mbEJ L'Vl~e:i Lb 'Wtu1 bb'1tr:11:w11mLm '1luqim 1#i'Btl1.:i11~ L ~1 

b 'il1'\lltJ1~1:11m1t1v1€1'\J'LJ€1.a'flm:w 1~oif ~b "il'W b ,rr 11"il~1EJ bb'1ttlfl~e:i.:i 
" 

b 'il1'\lltJ1~ili1m'Wb YlEJ.:JViB 1 'Wm'i 1 iu~fl1'i 

b 'il1'\llu1ffi 1Xu~fl1'i!ilm1fuu~fl1'ib 'VliJB'Wfl'WV1m1EJ 1l.JL~e:if1'\.Jnllii 
" ' ,.J 

1~ EJr:l'i'\.Jvi1'Wvi.:i'Vie:i h 1'Wm111Xu~m1'1Je:i.:Jb'il1'V!U1~Vlfl'V11'W 1 mtv1u 1~ 
' ' 

1:1m'W~\ll.:J'1Je:i.:J'Vlti1EJu~n11 r:1t~1fl 1 'Wfl1'ib~'WV11.:imf uu~m1 

f\11:Wb v1EJ.:J'Vie)'1Je).:J~.:Jel1'W1Elfl11:Wr:lt~1fl b'l5'W ~"i)e)~'itl °1Xe:i.:itl1 ~t!.:ir1e:iEJ1 °IX'U~fl1'i 

r111:wr.'lt€11~'1l€1.:Jr:lt11'Wffi,Xu~fl111~EJ'i1:W 

iJ'Vlu.:i~B~:wv:i 1111:111 bb'1ttl1~:w Hr1e:iEJu~m1Btl1.:ib vlEJ.:iYiB 

~i.J mrubr1~B.:i Wi1uf1.:i1'Wi'Wr:1lYEJ bb'1tilb vlEJ.:i'Vie:i 1 iu~n1111~ b ~1 

1~ EJ1:11'\.Jvi1'Wvi.:J'Vi €1 h nu 1:lm'W~ 11:1 ~ B'IJ m rubb'1 t ~.:irl1m EJr111:wr:1t ~1 fl 
' '' 

4.51±0.65 

4.51±0.54 

4.51±0.68 

4.52±0.48 

4.51±0.69 

4.51±0.78 

4.51±0.62 

4.52±0.62 

4.52±0.36 

4.52±0.47 

4.51±0.65 

4.53±0.48 

4.52±0.68 

4.52±0.54 

4.52±0.32 

4.52±0.12 

4.53±0.25 

4.53±0.45 

4.52±0.65 

4.52±0.48 

4.52±0.49 

4.51±0.65 

4.50±0.42 

4.52±0.09 

4.52±0.65 

4.51±0.48 

4.51±0.58 

4.51±0.42 
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(917'n..:ivi 4 1~$i''U f17 bU~ clbl;'I 'LJf1 ru \9l (Arithmetic mean) bbl;'l~l°17 b'lh.M b 'U'lUJ7\9l 1~7'W (Standard ... 
deviation) 'LJB..:J1~$i''Uf117~'W..:J'V'l8 h ~8..:J7'W'U1fl71~tb~61l761l'W~f'U'U1fl711 ul "li'U1 fl11~8..:JAfl11'U1vn 1 

'\J 

~1'W(,17 'U l;'i ~ 7 'W ?i i°l 'W ..:i 7 'W'U 1 fl71~7'W~~'W761l~61l 'W bbl;'!~ ff~ ?I~ fl116" ..:if)~ 
' 

m1m1vib~11 'lJf11'j 1 '!Xu~rm 

i1,':l1cJUeJn~w11eJ'Uf11'j 1'!Xu~f11'jbb?tvi.:i11eJEJwu'v1b'il'U ~1cJ~eJf11'j 1 '!Xu~f11'j 

il'j~uu fi1 b~ cJ.:iJ 1 lii'u neJ'UvtG'i'.:i'lleJ-:Jf11'j 1 '!Xu~ f11'j 

rmim~mn~1~fm1nf11'jtJ~f11'jbb~'1~~'U\9leJ'U 

tvi c)?\'jUVl1'Uvi.:ivrn hnu m~U1'Uf11'a bb'1~.ff 'U(,l el'lJf11'j 1 '!Xu~f11'j'j~\i1ULvi 
' 

?!fl1'U~ U~f11'jb 'U'U1-:Jn'11Ylflb ~cl-:J V!~el'Uelflb 1'11Hllf11'j 

nf11'jU'j~'lJ1~lJYl'UITT vf ~fuu1rnwmun.:i-tleJ.:i'V11-:Jf11'j 1 VIU1f11'j~~vl 1 VI 
~ 

(,l eJU?!'U €l.:ir111lJ ~ eJ.:i n 1'j f11'j 1 vf u1 m'ju 'j~'lJ1'll'U 1 ~el EJ1.:iilu'j~ ~'Vlfim'l"l 

'UeJ-:J'Vl1.:im'j1 vfu1f11'j?\1m'jm -u1n.:i~1 cJ ?t~v11n 'j1v1 b ~1 

'U1cl 'Uelfl11lJU€Jf)'iJ(;1tJ1f11'j / 'U1cJU'j~'lJ1~lJYl'Ul5 ilfl11lJ'livib'il'Ub'U1L'il~18 
' 

b~1vt-w1~ililm1l-l\9l~ 8l-lbbc'Jrnb~:w 1?t bb'1~'1"lfv:w~'il~ 1 'l½u1m'j 

b ~1V!'W1~flel8 L 'iXfl11lJ'U18 b V!~el bb 'U~'W1 bb'1~?!1l-J1'jmbm 'll'Ut\)V!11~€l81-:J'j1v1 b ~1 

b ~1vt-w'1~?11lJ1'j'1\9l'EIU'UeJ-a'mn:w 1~ivib 'il'U b'LJ1 L'il~1cJ bb'1~'1fl(,l'EJ-:J 
~ 

b ~1vt-w'1~il:S1mm iilcJ.:i'l"leJ 1 'lJf11'j 1 '!Xu1f11'j 

b ~1vt-u1vfl '!Xu1f11'j~eJ~fuu1rn'jb vt:WeJ'Uf1'U'Vlm1cJ 1lib~eJnu nlli\ 
~ ' :,.J 

b(?l cJ?!'jUVl1'U~-:J'\"le) L'il 1 'lJf)1'j 1 VIU1f11'j'1Je)-:Jb~1V!'W1~'Vlf1Vl1'U 1 '\,J'j~\i1U 1vi 
' ' 

4.53±0.65 

4.52±0.25 

4.51±0.14 

4.52±0.35 

4.53±0.24 

4.53±0.32 

4.52±0.21 

4.53±0.21 

4.53±0.58 

4.52±0.47 

4.53±0.51 

4.53±0.63 

4.53±0.45 

4.53±0.32 

4.52±0.54 

4.53±0.47 

4.52±0.58 

4.52±0.65 

4.52±0.47 

4.52±0.99 

4.52±0.69 
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\,l1';i1-:Jvi 4 (~e:i) ';i~~'lJfl1bu~c.Jbl;16/Jflru~ (Arithmetic mean) bbl;1~fl1brjc.J-:Jb'lJ'U~1~';i~1'U (Standard 
"' 

deviation) 61Je:J-:J';i~~'lJffJ1~~-:ivm L'<il ~e:J-:J1'U'lJ~ n1';i~tb~"ll1'/.l'U~f 'lJ'lJ ~m';i 1 'IJ'l "ti'lJ~ n1';i~e:J-:Jflf11';j'lJ~Vl1 ';i 
'U 

G'lt:n'U'Vl\9l-:J'1lv-:iviibti'IJ~fl1".i mi11nn1ufl1".ib~uvrnmf'IJ'IJ~fl1".i 

m1rn vlt1-:i'l"lv'1Jv-:i~-:ie11u1t1m1lJG'l~mn L~'U ~'1v\91".i'1 vfv-:itl1 ~1X-:ir1Bt11 vi'IJ~fl1".i 

fl11lJG'l~v1\91'1Je)-:Ji;'l'17'Uvfl Vl'IJ~fl1".i b\9ltl".i1lJ 

~Vl'W-:J~e)~lJ~ 11".iG'l1".i bb61~J1~ii blfleltl'IJ~fl1"je)~1-:Jb Vltl-:J'\"le) 

~'U fl'HW bfl~e)-:J Hi1urn1'U'VJ'UG'llJtl bb61~~b Vltl-:J'\"le) 1 Vl'IJ~fl1".i".i1\91 b ~1 

b\91 t1 G'l ".i'\.Jvi1u~-:i'l"l v h n'IJ G'lm u~ 1G'l \91 v'\.J m ruLL61 ~ ~-:i e11m t1m1ii G'l~ mn 
' '' 

4.52±0.45 

4.53±0.65 

4.52±0.48 

4.51±0.65 

4.52±0.78 

4.52±0.65 

4.52±0.57 

'lJ~Vl1';i~1'U~1'lJ1;1~1'U6fi '\Al'lJ11~e:J-rr'U~e)'Uf11';i1'\X'lJ~f11';ilJ';i~~'lJfl~bb 'U'U~ 4.51±0.50 ~e)-:J'Vl1-:Jf11';j 

1 '!X'lJ~f11';jih~~'lJ fl~ Lb 'U'U~ 4.51 ±0.39 L41wu1~ rn '!X'lJ'1m';i~';i~~'lJ fl~ bb 'U'U~ 4.52±0.45 bbl;l~~ -:i 
'U 
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m~1~~ 5 ~:::\'1Ufl1bQ~tlb~'llfltU(?l (Arithmetic mean) bb~:::r11b~tl~btJ'tHJ1(?1~:01'Ll (Standard ... 
deviation) '1.18~~:::\'1Ufl11:w~~'llll8 L~ ~8~1'LltJ~ m~~tb:::'1J1'1J'LleJfuu ~m~ 1 tJ'l iu~ m~~a~ri'm~u~vn~ 

'J 

~1 'Ll~1u~ ~1'Ll?l1L 'Ll~1'LltJ~m ~~1'Ll 1t1u1 '1.188'Ll ru1 (?l'U~ n~~ n0r1{1~ 
S V 'J 

f111l.i'S1\91L~11 'Wf11'i1,X'U1fm 

il'U1cJ'\J€lf1,rr'W\,l'eJ'Wf11'i 1 ,X'\J1f11'iLL?l\91-:J b 1€lf!1-:J'U\91 L '<il'W ~1clvl€lf11'i 1 ,X'\J1f11'i 

il'i ~'\J'\J ~1 L~ cJ-:J'11 ~ '\Jf1€l'WViG1-:J'lJ€l-:J f11'i 1 ,X'\J1 f11'i 

fn1lJ?l~\911f1~bl?H''U'<il1f1f11'i'\J1f11'iLLv\G°1~-fr'W\l1€l'W 

L\91 cJ?1 'iiJ'Vl1'Wvl-:i'V'rn h n'\J m~m'W m 1 LLG°1~i'W \l1 B'W m 'i 1 ,X'\J1 f11'i'i~ ~'\J 1\91 
' 

:W'l)€J-:J'Vl1-:J f11'i1 'l-1'\J1f11'i~ViG°11f1ViG°11 cJL ~€l'iB-:Jf '\JiJ'i~'lJ1'1J'WM '\J'\J1 f11'i L 'l)'W '\J1f11'i'W€Jf) 
" 

?lfl1'W~ '\J1f11'i 1 'W'll1-:inm~m ~cJ-:i Vi~B'WBm 1m11'1Jm'i 

ilm1i.J1~'ll1~ii~'Wm '\,1~f'U'U1m1'Vl11'Uci-:i'llB-:i'Vl1-:im11'1-1'\J1m1~~\911 '\,1 
" 

\l1€J'\J ?l'W€l-:J 1'11111 ~ €l-:J f11'i f11'i1'\,1'\J~f11'ii.J'i~'ll1'll'W bvlB 81-:i:iJ,J 'i~~'Vlfi .f11'1"1 

'ti€l-:J'Vl1-:Jf11'i1 '1,1'\J1f11'i?l1111'im'U1~-:J~1cJ ?l~\911f1 'i1\91L~1 

U1cJ 'U€lf111lJ'\J€)f)'<i]\91'\J1f11'i / 'U1cJiJ'i~'ll1~lJ'i~'W'B ilr11111'U\91L'<il'WL'U1b'<il~1cJ 
' 

L <ij1VlU1~iJiJ\l1'i blJ\l1~ ~11 LLiJrnL~ll 1?1 LLG°1~'1"1i€lil~'<il~ 1 '1X'U1f11'i 

L <ij1VlU1~fl€lcJ L '\,1fl1111'ti1cJ L Vi~€l Lb 'W~'U1 bbG°1~?11111'itl Lbffi '1J'Uf\)Vi1 bvl€l81-:J'i1\91L ~1 

L <ij1VlU1~?11111'itl\l1€l'\J'U€l61lf1fl1lJ bvl'U\91b '<il'W b 'U1 b'<il~1cJ Lrn~tif1~€l-:J 
" 

L <ij1VlU 1~iJ ~1'W1'W L YlcJ-:J'l"I €l L 'W f11'i L '\,1'\J1 f11 'i 

L <ij1VlU 1m 'iX'U1 f11 'iv\ €l ~f '\J'\J 1 f11'i b VilJ €l'W n'W'VI f1'i1 cl bl.j L~€Jf1,J 111.J~ 
" ' ;,,J 

L\91 cJ?l'iiJ'\111'Wvl-:J'l"l€l h 1 'Wf11'iL '\,1'\J1f11'i'll€l-:JL<ij1ViU1~'Vlf1'\111'W 1 'W'i~ ~'\J L\91 
' ' 

?lfl1'W~~-:J'lJ€l-:JVi'W1cJ'\J1f11'i ?l~\911f1 L 'Wf11'iL~'W'V11-:J111f '\J'\J1f11'i 

fl11l-lL'VlcJ-:i'l"l€l'lJ€l-:J~-:JB1'W1cJf11111?1~\911f1 b'l)'W ~'<il€l\91'itl '\,1€)-:J\11 ~t!-:ir1€lcJL'iX'U1f11'i 

m1ii?l~B1\91'1J€l-:J?lf11'Wm 'l-1'\J1f11'i 1\91m111 

iJWW-:J~€l~lJ~ 11'i?l1'i LbG°1~\J1~11 b1fl€lcJ'\J1f11'i€l81-:JL YlcJ-:J'l"l€l 

~,J mrubfl~B-:i H~1un-:i1'Wvi''W?llJcJ Lrn~il b YlcJ-:i'l"IB 1 '\,1'\J1f11'i'i1\91 b ~1 

L\91cJ?l'iiJ'\111'Wvl-:J'l"IB 1'<iln'\J?lfl1'W~ 1?1\91Bi.JmrubbG°1~~-:JB1'W1cJfl1111?1~\911f1 
' '' 

4.50±0.23 

4.51±0.24 

4.51±0.25 

4.51±0.48 

4.50±0.65 

4.51±0.48 

4.51±0.50 

4.51±0.32 

4.50±0.25 

4.53±0.36 

4.50±0.45 

4.51±0.65 

4.51±0.49 

4.51±0.39 

4.51±0.65 

4.52±0.85 

4.52±0.65 

4.53±0.48 

4.52±0.65 

4.52±0.48 

4.52±0.45 

4.52±0.77 

4.51±0.63 

4.52±0.45 

4.52±0.63 

4.51±0.47 

4.52±0.25 

4.52±0.51 
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'a:::\91'\J f\11:W 'W-!l'W e) 1 '1 'Ue)-!l'U 'a:::'1l1'1lti~ f 'U 'U ~ fl1 ';i~ 1\J fl 1'a~ fl~1 '1.1 e),!j e) -!!fl fl1 'a'U ~'Vl1 'a?f 1 ti i 1'\J G'l 
'\J 

~1\JG11 'W'U11 ~e)-rr\J~e)\Jfl1'a1 ~'U~fl1'a:lh:::\9l'U fl::: bb titi~ 4.52±0.32 "1)e)-!IV11-!lfl1'a1 ~'U~fl1 'aih:::\91'\J 

r1:::bbtiti~ 4.51±0.39 b~1V1u1~rn ~'U~fl1';j~';i:::\'l'Ur1:::bb titi~ 4.52±0.49 bbG'l:::~-:ief 1tJ1EJr111:wG1:::mfl~ 
'\J 

~1'a1-!!'Vl 6 ''rn\9l'Ufl1bu~mG'l'1.lflru~ (Arithmetic mean) bbG'l:::r11b~EJ-!!b'Uti:W1~'a~1ti (Standard 
. "' 

deviation) '1.18-!l'a::: \91'Uf\11:W-W-!l'W81 Iii ~8-!11\J'U ~ fl1 'a~'U 'a:::'1l1'1lti ~f 'U'U ~ fl1'a1-tJ16ti'U~ fl 1'a~8-!lfl fl 1 'a'U ~'Vl1 'a 
'\J 

f'l11l-l'i1\?I b111'Ufl1';i1 ,x'U1fl1';i 

i'.iu1cJ'Ue:in-rru1>1€l'Ufm1,X'U1fmbb?l\?1~11e:i8WV\?lb~'U ~1tl~Bfm1,X'U1fm 

i'.J<;j ~'U1Jfi1b~ml'i'1\il1Jrie:iuvi~.:i'1Je:i.:im';i 1 ,X'U1rm 

m1i.J?l ~ v11 n~1\il1''U~ 1 nn 1 ';i'U1 fl1';j bb~ Gl ~-rru \l1 e:iu 

b\?I tl?i';i'UV11'U~.:J'\"le:l hn'U m~'U1'Ufl1';i bbGl~-rr'U\l1eJ'Ufl1';i 1 iX'U1fl1';i';j~~'U1vl 
' 

?Jmu~ 'U1fl1';i1mb.:inm~m~cJ.:i vi1e:iue:im1mwum';i 

i'.im';i'U';i~'ll1Ji.J~utfl ,X~f'U'U1fl1';i'Vl';i1'U~.:i-de:i.:ivrnm';i 1,X'U1fl1';i~-:5'v11,X 
'U 

\l1 B'U?lu e:i.:ifl11i.J WI e:i.:i m1 m';i 1,X1J1 m ';iu ';i~'ll1'llu Hfo 81.:ii'.iu ';j~ ~'Vlfim'Vi 

'tieJ.:J'V11.:Jfl1';j 1 iX'U1fl1';i?i1i.J1';i'1b 'LJ1 ~.:J~1tl ?l~\?11 fl 11\?I b 11 

'\J1tl 'LJe)fl11i,J'Ue)fl~vl'U1fl1';i / '\J1tl'U';i~'ll1~i.J~'Ufi i'.ifl11i.J'Vvlb~'Ub'LJ1h~1cJ 
' 

1v1 cJ?11uvi1u~.:i'Vie:i hv11u-de:i.:i'Vl1.:im';i b i1~.:i1J1m';i1 m~~'U 1v1 
' 

b~1viu1~i'.ii'.lm1i.J\l1~ fJi.JbbtJi.Jbb~i,J 1?1 bbGl~'Vi~e:ii.J~~~ 1,X1J1m';i 

b ~1viu1~fle:icJ 1,Xm1i.J-d1cJ bvi~e:i bb u~,11 bbG1~?11m';imbm 'llilqJvi11v1e:i81.:inv1 b 11 

b~1viu1~?11m';i'1\l1e:i1Jie:is1f nmi.J 1v1iv1b ~u b i1 h~1cJ bbGl~~nWJe:i.:i 

b~1viu1~i'.i'iil1mmvlcJ.:i'Vie:i1um';i1iX1J1m';i 

b~1viu1miX'U1fl1';i~e)~f'U'U1fl1'ibVli'.ieJ'Ufl'U'Vlfl';i1cJ hlb~e)fl'Uf1'U1\ 
'U ' .,J 

bvicJ?i';i'UV11'U~.:J'VieJ 1~ 1 'Ufl1';i 1 ,X'U1flW1JeJ.:Jb ~1Vli.J1~'Vlfl'V11'U 1 u';i~~'U 1v1 
' . ' 

' d fl1bilGltl 

4.52±0.25 

4.53±0.36 

4.52±0.44 

4.51±0.25 

4.51±0.36 

4.53±0.45 

4.52±0.32 

4.51±0.65 

4.50±0.45 

4.51±0.65 

4.51±0.44 

4.51±0.25 

4.51±0.36 

4.51±0.39 

4.51±0.65 

4.50±0.45 

4.51±0.36 

4.52±0.54 

4.52±0.56 

4.52±0.54 

4.52±0.49 
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\911".i7'1~ 6 (~B) ".i~~'lJfl7bu~m"6/.lfltU\?1 (Arithmetic mean) bb"~fl7b~c.1'1b'lJ'Ul.l7\?1".i~7'U (Standard 
"' 

?ifll'W~vl.:J'1JB.:J'\llt.!1ffU~fm ?i~\111fl1'Wfl1'ab~'WVrnmf'U'U~fl1j 

rrrn.1L "WtJ.:J'l"IB'lJB.:J~.:irl11.J1tJm1ii?i~,;i1n b'ti'W ~'1Bmti ,,fo.:itl1 ~J.:ir1BtJ 1 Vl'\J~fl1'a 

1'111il?i~B1,;J'1JB.:J?itl1'Wffivf'\J~fl1'ab,;JtJ'a1il 

~'\111.J.:J~B~iiw 11'a?i1'a bbfl~tl1~ii Hmm'\J~fl1iBcl1.:i L"WtJ.:J'l"IB 

~'UfldtlJbl'l~B.:J 1'1f'11Ufl.:J1'W'Vl'W?i:!JtJ bbfl~~b'WtJ.:J'l"IB 1 Vl'\J~fl1jj'J,;]b ~1 

b,;J tJ?i'a'UV11'Wvi.:J'l"IB 1 '1 fl'\J ?i fll'W~ l?i ,;J B'Ufld tlJ bbfl ~ ~.:Jel1'W1tJ 1'111il ?i~ \111 fl 
, '' 

4.51±0.45 

4.52±0.96 

4.52±0.48 

4.53±0.65 

4.51±0.48 

4.52±0.36 

4.52±0.45 

' ' ' 
\?17".i7'1vi 7 ".i~~'lJA7bu~c.lb"6/.lflru\?1 (Arithmetic mean) bb"~fl7bUc.1'1b'lJ'Ul.l7\?1".i~7'U (Standard ... 
deviation) 6/.IB'1".i~~um1ii~-:iv,ie1 h~ B'17'W'lJ1fl7".i1 'Ufl7°t"l".i1l.l~'I.J".i~61.176/.l'U~{uu1 m".i1 '\.J1 'ti'lJ 1m".i~ 

e),:Jflfl7".i'lJ1"11".i~1'U~7'lJ"~7'Ul;11 ~,:j 4 '17'U'lJ1n7".i~1~{'lJfl7".i'\.J".i~bil'U 

.:J1'W \i11'W ~ ,;J br1'\J'a1 tJ 1v1'\ll~B.f\1,; 

.:J1'W\i11'W~vU'W1'1lil'1l'Wbbfl~?il?i~fl1'aJ.:ir1ii , 

'U 

Mean± SD 

4.52±0.48 

4.52±0.41 

4.51±0.42 

4.52±0.39 

1. ~8'1f11".i 1 ~B'1~f17".i'lJ1Vl7".i~1'Ui7'lJ"~7'Ul;1~fo-:i~'U~{'lJ'~,:Jfl17l.lfl~ b ~'U6/.18-:J'\.J".i~6/.176/J'Ue) ~7-:J 

l;1 i1i1 bl;1 iJ ab~ B'<il ~ 1~ -u a :i.rn ~ fl n ~ a -:i bb"~ \?1".i -:inu m 1ii ~ a-:i n 1 ".i6/.I a-:i'\.J ".i~ 6/.176l.l'W1 'Um ".i~ ~ vi' 1 
'U 'U 

2. ~8'1f17".i1 ~8-:Jflf17".i'lJ1Vl7".i~1'U~7'lJ"~7'Ul;11~~Vl7 Lm-:Jf11".i~1'11 b~B'W~'U7~t"Wfl7~:U1\?1 

bb"~bl"l".i~~n'<il6/.le1-:i'\.J".i~6/.116/.l'U ... 



d 
'U'Vl'VI 5 

~-a'IJ~g:in1-aftn~1 • 

1~v1'U m1ii-w-:ii'l el h61J el-:Jth~"1J1"1Jt1~'!'U'U ~n 11~'!'U'U ~n 11~ 1t1 ~~ bn'U11 cJ 1~vi~eln 1,'; 'llel-:J 
"' 

t1-:i ri n11'U~vi 11~1t1 ~1'U'1 ~ 1t1 ?11 Vl'U11 fl11ii-w-:ii'l el h ~ wff ti~ elti n111 ~ 'U~ n11i11~ vi''ll fl~ bb ti ti~ 

4.51 ±0.62 'Uel-!!Vl1-:Jfl1'j 1 ~'U~m1i11~vl'Ufl~bb'U'U~ 4.52±0.54 b~1Vlti1~m ~'U~m1i11~vl'Ufl~bb 'U'U~ 
"' 

4.52±0.49 bb'1~~1t1 ~-:irl1t11 cJm1ii?1~mnih~v1'Ufl~bb 'W'W~ 4.51±0.42 mi~ 1 t1mi'l11ii 1 'W\'Jfl~1'W'llel-:J 

-!!1'U'U~fl1'a~1'U~~ br1'U'a1cJ 1~Vl~elm{; i1r11wh n'U 4.52±0.48 b~cJ~ih~vl'UA~bb 'U'Ub~ilb'Vl1n'U 5. 00 

'U~Vl11~1t1 i1'U'1 ~1t1?11 Vl'U11 ~ el.ff ti~ el'W m11~'U~fl11i11~vl'Ufl~ bb 'U'W ~ 4.52±0.21 'Uel-:ivi1-:i m<a 

1~'U~fl11ih~v1'UA~ bb'U'U~ 4.53±0.32 b~1Vlti1~m ~'U~fl11i11~vl'UA~bb 'U'U~ 4.52±0.69 bb'1~~-!l 
"' 

'U~Vl1'a~1'U ~1 'U~~1'U611 Vl'U11~el.ff 'U ~ el'U fl111 i'U~fl11i1 'a~vl'U A~ bb 'U'U~ 4.51 ±0.50 'Uel-!!Vl1-!lfl1'a 

1~'U~m1ih~~'Ufl~bbt1t1~ 4.51 ±0.39 b~1V1tl'1~m ~'U~m1i11~vi''Ufl~ bbtiti~ 4.52±0.45 bb~~~-:irl1t11cJ 
"' 

m1ii?1~~1ni11~vi''U fl~ bb 'U'W~ 4.52±0.51 bb'1~ 1 t1m'V-l11ii 1 t1vin~1t16/Jel-:i-:i1t1'U~fl11~1t1 bcJfi1 6/Jel t1t1ru1~ 
S S V 

'U'1fl~-!lf\el?1{1-:i i1fl1b'\/l1fl'U 4.51±0.42 facJ~i11~~'Ufl~bb'U'Ub~&Jb'\/l1f1'U 5.00 
"' 

1~ ~'U fl11ii-w-:ii'l el h61J el-:itl 1 ~"1J1 "/Jti ~ '!'U 'U ~m 1 ~ 1 ti m 1 Pin 'er1 6/Jel-:i el-:iri n11'U ~Vl11~1t1 ~1'U ~ 
"' 

~1t1?11 'V-l'U11~el.ff ti~el'Ufl111 ~'U~n11i11 ~vr'U fl~bb'W'W~ 4. 52±0.32 'Uel-:J'Vl1-:im11 i'U~m1i11~~'Ufl~bb 'W'W 

~ 4.51 ±0.39 b~1Vlti1~m i'U~fl11i11~vl'Ufl~ bb 'U'U~ 4.52±0.49 bb'1~ ~-!lel
0

1'U1 cJfl11&-J61~~1ni11~vl'U 
"' 

A~bb 'U'U~ 4.52±0.45 bb~~1 'U.f11Vl'a1il1 'U'Vlfl~1'U'/Jel-!l-!!1'U'U~f11'a~1'Uf11'aP1fl'er1 i1r11b'Y11n'U 4.52±0.39 
' 

bdel?i~ bu ti·fo cJ '1~'\l-l'U111 ~vr'U fl11ii~-:i'\l-lel 1'iil61J el-:itl1~"1J1"1Jt1~'!'U'U~ n116/Jel-:iel-:iri n11'U~Vl11~1t1 
"' 

i1'U'1~1t1?11 ~1'U~~bn'U11 cJ 1~Vl~eln1;; nr11 bvhn'U1elcJ~~ 90.40 ~1'U~w.J'U1"1Jii"IJ'Ubb'1~611?1&i n11~-:iflii 
' 

f111P1mn i1r11b'Vl1n'U{t1cJ~~ 90.40 bb~~Vl1flA~b'U'U.f11'\l-l'a1&-J~-!l 4 -!!1'U'U~fl11 '\l-l'U11i11~vl'UA11&-l~-!l 

Vlel h61Jel-:J~'!'U'U~fl1'ael~~{elcJ~~ 90.35 
"' "' 
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i1V1 f 'IJ 6LJ el fi ~ b~tHl elel-:Jf'i fl11'\J~VI 11?11tJ ~
0

1'\J '1 ~ 1tJ~1'1Jel-:J'U 1~-U 1'litJ ~ f 'IJ 'IJ~ fl11~ ~ el'IJ 

bb'IJ'IJ~el'\Jtl1~ ,Jj~flel'IJ~1c.J 

1. \9lel-:Jfl111 'Vlel-:Jflfl11'\J ~Vl11?11tJ~1'\J'1 ~1tJ~11;'1-:J~tJ~{'IJ ~-:Jfl11~fi ~ b ~tJ'LJ el-:J'U W'li1'litJel ~ 1-:J 

~J1 b~~ el b ~ el '1 ~ 1~ 6LJ el~ '1 ~~fl \91 el -:J bb'1 ~ ~ j,:j f1'\J fl 'J 1~ \91 el-:J fl 1j'LJ el-:J'U j ~'lJ1 'lJtJ 1 tJ fl 1j~~Vl
0

1 
'U 'U 

2. \9lel-:Jfl1j 1 vfmAfl1j'IJ~V11j?11tJ\9l1'\J'1~1t.1~1~~'Vl1 Lflj-:Jfl11~1-:i 1 b~el~\9),Jm~rum~;i~ bb'1~ 

b~j~~ f1'1'LJ el-:J'Uj~'li1'litJ ... 



ml! a-:i b6'1~lJ fl11'U flfl 1 eJ-:ia1tJV1 e),:j ~'\.J. 2546. ~iieJ bb '\..!1 '\111 -:i'\Jfiu&b1'1J fl11 b ~e)'U ~f111'U1 ~'1J1 '1J'\.J ~1vi-ru 

8-:ir1m'\J flfl"jeJ,:Ja1tJ'Vle),:j~'\.J. m~V111,:JlJVl1~ 1 Viel. 11-:ivh.J~'1JlJ'\.JlJ6'1Vlf11tUf111bfl~\?11 bb 'IA-:itJ1~ bVll"l 
q q 

1VlcJ lil1fl~. 150 vith 

th1~ 11"1.n~~~~- 2550. m1'\Jflfl18-:ivfm~tJ1VlcJ. lJV111V1cJ1'1cJ116llii'n116lltJfl~tJV1{ 170 viii'1. 

Yl~'\J fleJVlb~eJ{ 2550. fl1~'1fl~tU'LJeJ,:Jbb'U1'\.J\11'U1~bV11"11VlcJ.1Vlmb~'\.J\11 Business Week. ~-:iVl1fllJ. 

Vlti1 114. 
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