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u#n ua vu qr*fr n r :u3rar :n r :fi nrgr

'[uar:uBr,rr:anrufrnrcr 
{uBr,rr:nl:fiun-nunyn:vurunr:rir.lr: nr:Uiur:nr:frnrcr

v#nnr:uurfrnlunr:13ilr: nlil:?Lr,rornr:rByr:r,i'rrirrfiol#nr:q-flnr:tl3ur:anrufinrgrfi
n-rrl.lLl,ltlr v fi:u1'lfluuo rt6'nrirr frsrl:v tdlfri nrill ufiot#rfln nrr u rEirtq rrn vx.ta.Jl ol
'l'u 

n r :u3vrr : a n ru fr nrgr 0rfi uioiotl

fi'r 1xJ14 lr 1 u u o s n rtu3ur :nr:fi n rgr

Rit'jr "nt:uEut:"(Administration) lfflunrrrlr,r:Lrun{r.r 1 rtu nr:liur::rtnr:
doi4
onnryul do " nr:Q-'prnr:', (Management)i.ffuvruriuteiniurirdr nr:riur: ei.lr.rlrnulrafir
nt:q-nnt:vlt'lo:iiqJrrnn'ir1nuflr,rnrt'rvirulei:vueirrf peter F Drucker ; 6o frar.ivlunr:vfr.rru
E Y e. | 3t- ve! i-^^a ^-/^ ^\ , , ItyLT:nt!rulrt:rlnlr;eju (nriprr DlTlFj:fiyto, 2542..2) Herbert A. Simon :n r?.jrno
^;y,eilqn::}.rfr!nnast-lttri z nruflutrJ iufioniuriruiunr:"Lr.ll::q{qrJ:varriodrs'tnod ruriry6o
unrsodrqirrniu (nrior tr:rmiaul', 2542:2) nr:rByr: ulrufrr frar.Jy"lunr:r,irh,yfrwrs 1
tpYirnr:n:vvirqur{lu zuarirt5o adlfio riuir.rr:'Lritrirflu{lfrl-fr urir{Jurffl{ifrarlvvfrlri'rjrlgd6
virlrlqudrr*onr:ronrjtuHrerfirjuiulr#aulr,6onru#r (simon) nr:r.linr: do n:vrrunrr
r,{x r u i r :r riu rjo^u rfi o1#r fl rr u o'#u q, f , r r ufl r u r r u o d x fl r-J : y fr vr B n r vr ( s e rgi ova n n i )

nr:rBnr: fio nr:virrru?o{Fr[uy1]Fre,npr'rrrri z nufiutrJ fi:utJfrl-frnr:l#:-r::qlrlruilru
iuriu (Barnard) nr:r:3nr: vrurafir fron::lrirrl fir.lrrernnvrupiaornuflutr]irllfion|u

A a v d ' ! ^...^ E- e d IflrlLulll: tl 0L14U::R?nnrJ:valerourluiltoutl"LnlrSoranrulodrllrunerairlriurirrruetTetu'Ld

nlvl'luotirll^:vlr:ltar"Lr,lvirnrgrn:rlaonatrytFrrinrixl oaxuulryal (a:rrt-nfr nlrfiur,
2542., r)

airuritir " fl 'rruil41Tnr :6n,ur " uln u fi{ fr o n ::r rir r l fi rnnnun r u nu:irl ffu
J-ririuunr: ttloWzuuratrfrn?oq#rFnrlur,1n1 riru ufurum r-lnf nnrn nrrrf n?rlfirJr:n uqnnfr

vlqfrn::l FttuoT:u rfio1ri'l^r"irriarrr:rfrun-lnrrrfrornr:zo,rfi-rnr Tnrn:yrrunr:prrrr fi
^-:/.- ^ v cleld
orfruerrlnrlalrtrpr#oHLl/x.rtiaFrslJFrnn tunsolrt'uvt:-ngrn: naoqauLyrFrfinrirtl odxrurrsar

A qu v \utirolvilnrqnuriruur"tiln:lmrluflrrilratora-rnlfimueirrfrufiiproqtnrinr f,r:rflEqilB, 2542:6)
rirdt "finrufiflul" l,la..lrun?u.r 'lranrrnVzuurrdnlgvr-u I:lriau qurinr:n'nurrfrrrtrs

q u dn r : fi n r*r u o n : v L lJ ttn s fl r 3.r o-D U r rfla o u dn r : r$ s u i u a r',Yu iu a r a-u rp tu a a r uiu u6 o
-^^^.19 !a J , J -;do 

t 
,

a nr urtnurvlt5s ndo orlr'l dutot forir-drurquflrfiraiofirYm nrJ:val rilu nr:q-n nr:fi'nr*r n rl
n4I,rlr u'jr6'r u ar:6nur ruvistlr frrra vn rll:v nr rin:vyr:rr(rry:v:rrrfrg ry-6:v ur'tldr:rrnr:er:
ttav!FtnlnTlirl nr:fr nrg-l, 2547 : 23)

ad,Y
n r :u5u r : rtlurn'r n r a rr iua y fi a 11

nr:l5r,rr:t{luartritrfffinr:q-qnr::srrjulodrrr{Ju:vrr 6ofiun-nrnruviuavvrqrv6^fi
.sajaVyu
1r{tflofro'lei oiutflnqrar:6un{lfrrivrurnrani rfiorj:vTauilunr:riur: Ioan-nururu* nr:

A4c7,4r:Sur:lllfluorapr.j (Science) rtlunrania-rnr flloq]nq'rrn'ulrilirriniuur #cn:riilur tuny

iSetraniurifrrrlqr:rurnr:rivr:lun-nurus?o.rflr:r-lflr.ifrfifiororfranrrrf n.ru.rarlpTfl



'U:valnr:nittnvvt-nuvtot{r3r,rr:,urrinvnu frqv virrrulri'l::arflru:irr firrthnr:tJ:yuno{rorq!

et'lu; v:a'nnr:ttnvvrqufrhl:-ltrTlunr:rJX-lTlruuvl'ohiu,rrrvarn-rfinrunr:nj 
rrnvfrsrr.rFr#0il

nr:lEur:fioyl'a'nrqruvt{lufrar,l (,qrts) (yttll ,http:,Zwww.kunkroo.com/admin1,html.,)
1. flro-ur{rn'rynr:r3vr:rir{rrfryfi 4 au^ fruisndr +ti,ls td'ud

1. nu (Man)

z riu (Money)

g. {andwos(Materiats)

4. nr:d'nnr: (Management)

2. n:surunr:u?lrt:nr:fi nur
otnua-nrt:uBr.rr:r,r-'lhJ 14 dotor rayot virt#riorr Luther Gul.ick td'rjr

lrrJYlnouonrflufifo-nriuo'turirdnu:uofi'ir " poSDCoRB" nararflurirfiirornr:q*'erorrinr:
qv
Lunuqn'u orrtram f nr:rBlrr:drn-'l ro lrria vpr-rfrnrurar r apirfi

p - planning ulrufrl fllT.lr.itLzuu

o * organizing lllrufrl nr:d'prorrinr:
S - Staffing ulrsflr nr:o-nnuujrvircru

D - Directing r,llrufil nr:fi'lnr:
Co - Coordinating r.llretfrr nrrlirlfio
R - Reporting r,r:lrafil rlT:ru{l1l
B - Budgeting r,luruflr lr.lrJ:vlrru
3. n.t,r xl 14 rJ.l u r.r o r vr q rvfr * a v vr q t+fl- ll r q n r r u3u 1 : n r : fi n u.r
vl6l.1fr ulrufil uuurnlrl6nr,iionrrrr"'u*ofirno{uourlfivin-nrnrudfinr:ururaort,trnsjfl.ri

a-ltnnout{Jufirrrilo vrqr*frr{1u uc'il(set) rorrLlur,r-qr5firfi'oilTurfisriuuavffu riJurioaqrJodrr
n{rlfilnr::cuurttnvoBlralnrqn^n::rnr:rByr:orrin:nr:yrrfinrgr oarrr{lu:vw riruqr*fr
1 Y:!, d I ei c4,tplrljrllTllfiQuuou'l aovnnrlttJunrlinrud vrqr*6^r{Jurrulerrrlt6nfil'rilqr.inrrnvar:rr:nrjrtr1
tJ:vunpi rravrJfrl-frlfr uqrvfrfirvrr:rrlunr:tllri'roB!rErrfiErrn'rr-J:rn6vi'rttluavduurnr:id'u

+. vr q r*g' vr r r n r :uBu r : rra v i,ipu u r n r : n r :uiur : n r : 6n ur

^ 
tt_tyi^1 lvndx Ft fl. 1BB7 - rg45 (nrinr or:rniau6, 2542: ro)qn#nvrqv6^

nr:l:ur:alunlrpr:r (The Classical organization theory) rrlqaourilu : nqld,lfi
1, nejlnr:t-nnr:rfrqiilureiraprito,ruvrdraoi(Scientific Management)no.lrr,rl:nrpt

ain tvduaoi (Frederick Taylor) n?ril {14:]rFld{fiaro{rrurfrnrfrrir,rarnrarlin'o o-nnrr
lSvr:o:frqr,t3ol:wrltri'i}J:sSvrEnrr,'ruavl:vfryBzuafl.ifiFr -fayl.or ilo{F]u{rurrrinsnu
n]ialuafioutniorq-ntfiarlr:nrJiurJqrrfioufruzuazufrn"iro,rorrinr:lei r{rrorpfr:n ,,The one
best way" 6orJ:vfrvrBnrvltotnr:vir{rtrfi{fiFravrfrnfluteid'orr*uoqrilfr.rr{:frrU 3 oejrr6o

i,t rfionnufifierrrlarlr:oq{ffa (Selection)

i.2 fl noll:lnurru'[r.[qniB (Trai ning)

t . : r,r r fr r q.llqtfi'r fl fl iir ai{'lo"[u n r : vir I r u ( M otivat i o n )



tv dra o i t6"l#n r r :r r{r riry ffi zu n zu n pr ? o { u Fr o Fr d r r,r n r : rtilu r r uT q-sr 16 o.i,, Ti m e a n d
M oti o n St u d i es " t{l u a r : fr n ur zu n zu fr n r o.r rJ n a fr fi 1 y n : : r ririr pTr ru] : 6'r u rr a r rrn y fl r ;.!qc.,i
lnnou"lur lnart*orrfii6nrrnr:vrtTr,iarqraprifitvl::qinarJ:yacrirfiuliBuo'arfifififipr r?r
rfloluiBurr-issruniuvir (lfrlT:vriucirrpioriufrprrorrio:vnirru urdunoi lauo :vrrnr:i'r.rv

lru(qrutlu)lutfruorunr:aYrqu:rqstq a:1il#nTilurflrflnirorryidrnoi rJ:vnouriru 3- -x 
d

'nn nnlSa{u

1. n'l:*1_l{.irt-t (Division of' Labors)

2 fl I : Ft ? L Fr I q *a ril nYl rirp ?, r fl r :.r a r u { I u ( H i e ra rc hy)

:, n r :sir uFirq'r r lfi oair,: rr:llql"lq (l ncentive payment)
2. ndrnr:rir,rrroinnr:(Administratron Management) uio uqufruir,rr:ord'nr:

ourtt{Juilrrnr:(Forma( organization Theory ) rot o-r'iulrlsn (Henri Fayor.) ir'nrtorvrqr:r4-
nr:rJfl^l-frnr:Ltnvnr:q-qnt:ptttun-nr?r,rr: rrr'r Fayol rrav TaylorovuiluoirqernrJfru-fr{ru +
iBnr:vixru tdrJ:vfir,r6nrvruravl:sfrv'dzuausjfitriror6'ru ,,6miyar,,(nrior 

Dr:rfl84il8,
2542: r7)Favo[ kirauourur6nlur:*orra#nrfiarnilnr:r5ur:yr''rttt r+ il:ynr: uuria-nrgruvfi

4u a-
filftflJ LlFt{11

2,1 un-nnr:vir{rurilr/\luilr{ (Speciat.ization) 6ont:ruuwruh,{rflprnrr:irirurru
1il1,\lYliTl{

z. 2 vd na-l utft n-l riry r r ri I o r n u-q ffu rirg I r q r q n fl : v oryl mtr q n

2 3 udnn nn r l,'i t o I r:-l n-u :,icy t r ( U n ity of Co m m a n d )

z.4 tndn"aavtlrutolnr:ni?!n:..iqtta (Span of control) {qrrnr,rfi'leruflo e nufiqyou
Ee/ o 

n u
"Lrrr nr:q urn 6'{a y [illll yfil]run yfil:yfrrBnrvwr'an u

", 2.snr:froar:uur6l (VerticaICommunication) nr:a*oar:Tnufl:{qrnrdowuri
,ii,!

r!0{nl{
2.6 uflnn-lztttir:spt-uar:r.r-tn-rfryrrt#rioufi4o 6o trinr:fiaral-rrrfudryrr0ourr

unr a:yoirrLr n rnutl
2'7 udnnttuullnrrlilfintol:vr,r'irrarul-tnTlr.irytlrrayfiruraurBnr: (Line and

Staff Division)

3 r'rqr*X-lBr.lr:otrinr:1u:vuuTr%nr:(Bureaucracy) rrornuurfrnzor rrtlnci rrt!oi
(M ax We b e r) fi n a r r fi'l r,r n-n n r : u3ll r r : r t n r : | : v n o I d'r a

3. 1 ua-nro{orudruroqrnnfl uilru
3, 2 n r : u! c il#r fi * a v n r r' iir fi n r o r fi fro,r $er : v u-r^ a r n q r n ru d
3, 3 n r : itr_i I I r u rt r u Ft ? r u rir u r cp n r : ral,\ I y ?T | {
3. 4 nr : uu I q r uhi rfi tLr riu zu n rJ : vluuirir upr-r

3. 5 fi : vl I nr r r :.r fiu rx'lu o rih,r
qsourrl:fifilrtt:sil.luyrllnr:ififiu'rdon^unvdor8er fic1u6'ru dorfiu 6o arurirrrlu



rirytrdnrurrnr:vixrufroldrrdrnX:isr!'u! fi'rrindrhivrTunr:urYtrrlcyr.rr"LurSoqriu rBun-ir
(an 

', 
q e/ t a! 4 4suuL "Red tape" "luorluriod 

n^o ilpril:vTatdaror:ruvr{]uy#n nr:l1n1lriry,u.', n1:ruorurYu

oirrrr.lutfifi:vlt-t:vtfial urilurhqriuivlluTrtnr;rirn-rqnrrr:fl$qJ{yrr{flr:dorrrnvul
o q I a du

trl:Uo'fl Q ilr LU t:tru! [UUr
!

:susfi 2 :vudrr Ft.fl. 1945 - 1958 (nrinr or:rnBayB, 2542: ro) qnvrqrvfr

:ruuud'x]?i'ud (Humun ReLatlon ) Follette leirirrorirr?rrrtrrlEiriaytfrrauonr:ufrflruvrr
nrrlrjnuJ.:(Conftict) t{ I ruuryr In-ld

1. Domination u{lunr:1"iltirurqo*nrlruduua{ dohi'dnilruurnTlr.itrfr trifirlin
2 compromise t{Junr:nunlunuavnTrur r rfiotrinrnnr:njallTprurj:sfir-j:y!orJ
3. I n te g rat i o n fl u n r : u r ruu r r,i x fiki fllnr r rd a r.r rjr t6'r-l : sTu r rjr'o 2,., 0 (r u y 1u v )

uonqrnfi FoLlette lr.lvt-rruvrirfiqr'r "rrr:rfrnnrrrriouflrtuurirusrurfJunrrrnn
r,liolrosnr:!3uli" (nriprr or:rnialrB, 2542: 25) nr:Tq-flyionlrvtptno{Eoivroiu
(Hawthon Experiment) fi rllu(ivayo) rirnruvr,irnr:iq-urBlfidoaltlterqru.jrfrqurpr#orfizua
riorJ:vfruBnrnnr:vir.tru?o'rFr1r{r1.J finr:dur,nruqrflnr:t,TFrnor6ofinr:#rcn6i:JrrLLtilr{Ju

urlnr:luo'lr{nr: virt#rflnuturnrrHFerlr,rrifi'ir nru#:rvrriudro,rrur.rd fierrrlr{rl.r-rylrn filzua
n r : fi a ur u pr a o r r o,r ruI u Lrn y a il u r,nr o a lrjl6'n\ fr

^ -- .4 I a<o a 6r

1. nul{ludI:t"TTn on"[q tiep rirai.rh unvnrufirnotqr{]uriorr{rn'rytunr:virrru
z. Li uhJl'ri fr t ri o1o fi r{r riry usi tfi u r o a r r rn' u r :tfa r x i pr"Lq fi er a ri o n r : g r'Lolu n r :

virrrutririo r nd^ riu
3. nr:vixrufiuoqjriuanrilunerdor.ryrrr#rnrrrnnrranrurrrndorrrrnrunrnnluyr"og

lnin-rlo o qoar n

do 6 ot u'e{r n'ep n I i n o u a u o s n u frr u Fr r r r d'o r n r : rr-n doi n r : u n u o r o v ar zu a ri o

rJ :s fr v 3n r v'r un v rl :v fr r,rB zu atu n r : vir t r r q t n rtur 6 n " r u rgu fli l riud " "JY
:vgsvr 3 pt-srugi A.fr. rg5} - rhlriu (nr?nr 0rirFrBauB, 2542:1,t) qnnr:trir,iqr+6-

nr:l3r,lrl(Administrative Theory)uionr:finurrf,rnqn^n:::t r,rcni (Behavioral Science
Approach) f,nvtn-n:vr:I{I1J + nIu#rrniuifIo{pru + r,rqfrn::rroso{rinr: firfirrurapr

u d< u v
lu e{'n n r : li q ug fr r,ra r u 1 n utriua o rt{oi ri otrl fi

l.ttatptoi to uriurio (Chester i Barnard ) rfiuuviu-sfiofio The Function of The
- ,. -4 | < q v A v ^Executive ytnnrrnlrru"[ur,rrjrrirolr{uir,rr:Terat#nrrlrirryrpnoqnnn:vllrosnrrlirlfio

ordnr: rrnvrflrvrrrurororni'nr: nl!rrrr:.rriosnr:?o{!nnntuorrinr:frorarnan-rr
2.vqrvfrzor:rraln{'ir6'runr:q-no-unir-,rlurornrrrfro.rnr:,oraLqr*d (Masrow -

Hierarchy of needs) r{JurSolrt:rgrl'0tturnrrilfrornr:r.rourlrvrin#rrrmerrrr6'oqnr:piru

n l u tl l l^l n r r3] rio l n r : frr u err u rJ a o n fiu n r r r fr o l n r : frr u #q nru n r r l rlo l n r : frr u n r : rrn T v\ -
rTlfio rravrJ:snr:anfi s 6o nrrl::qrt-nun'rrnrro{Ftuto{ (Self actuatization) fiarfiTonrat6'
-oli

utJruurmuto.lfrlnTuasdpr rnnr:rirsru rrsinrru6'ornr:nrar#uri'ort6':-rnr:auormounrrrirpi,y'1
%l-J



3,vrqr*fr x vrqr*fr y zuorrmna3noi(Dougtas MC Gregor Theory X,Theory y
tarouurfrn nr:uTlrr:oqrur,lvuorutorrioalttlfrrrurfiurnio::rrrfrrourur,rdnxrTu
X(The Traditional View of Direction an I Control.) vrqr,riju{rnn"floa:lO,qrufrrfl

J ttr tFl

1/l ft 1"r fl

1 . nr utri o u r n vir r u run v u o' n rn' u r nr.: r r iu fr n t o l
z. nutiluy ru oyr y uru un vtriAoi r3r routrinr:#r
E. nurfiu*rinuro.t:trnndrolr{nr:
q. nu#neioelrun r: ril6auurln.r

s. nul-nTi rrayunoniru

tinnrrx.lo'iDi:ltrfrtollturEduiufi nr:!3urrq-flnr:drr#unr:tEirlu ino rtjureriorrio€lv
[q rfunr:n'llql nr:a-lnr: riJurlu

vrqut' Y(The integration of IndlviduaI and organization Goat) r,rqrufrijorfrfrnqra_&
z 0fl3JFtf,l1_JFl{11

t, ,uqJi#.mrirufio afiiauu iriierrou rfu
z. nutrirfi aq nrYru uia vl{rrstotdi
3. n u n^ n r r I 6 er3 ri :r vix rr-r firtpiiu n r : g rto o a x q n fr o r
4, n u #n q s uriqt u r TE n r : r,ir I r u urn y uripl u r n u uo I o eJ ua :J o
vv v u \ | qelv uzurnn!LrUlJrovL:rnrunl{[otdln'lllytroaxuilrro uriqveilrai:rtri'f,a-nn?!qilF]uro.t

4 , g ., 6t v 4 _ j _14T01,0{nRillrntlu 6ol"lftria:frfr-la-uuuavniuqrnnrrilr.tofirrnnrirrnlu virlri'rfrpr:vulnr:
l5urrfirunnqirrnlu:vr.r'irr:vrrfir#unr:nrlqrnTr:ywfirioutirrl#6a:vnrr,,,r

a ^? ta ' r ^,-^-a 6tu d 
-,--,4.irru (uucnr ) rl?ry t,t[qrauo vrquil z(zrheory) (wi[iam G. ouchi) fl"an:rq":d

utvirttur?vrurn-u UXLA (l of c lifornia Los Anseler) vnr"rn'fi:rrr, \, ,5s\LJ/ ,,blud/.1 E, ,".lLolu#nnr:toltrqtlfr X , Y
rrir6'runlu tturnrrlrtptfifio osrinr:6'orfiran-nunruzrrin.;lquqr+d urrilqrvdfi:hnrrur{lu6a:y
tta vfinr rrup1ol nr:urirfi"uot ry'liur:q*r frorl:-! rfl',"u', our\ rsoinr:i#a o e,er#orn-r uflrur.r u

zorunnnluorrinr: a:r.Jrfiooolr.tlor.riio{riqu6^ :r^orrirJ:vnorfir{rniry 4 rj:snr:60
t . nr :virlr.ftJ :-r ryr fi rir r.runti u : :q
2. n r : l&'sr u r f rfrrir niu riry "u r"L.fr'vix r u o d r uj r J : y fr r,r B n r rnr

s nr :t#nrtrtirxlq uijfl 6'r-ir n-l fryrr
+. n r :t #f 6'li n-r riry r r l' a r u i r rt u n r : er-n fr ul q

ronar:drr8r
n r ? o r Dr : I Fi; a uB, run vi q n ti I rr r ru v r sr :. (25 42). u a-n rr a v u q u6' n r :u?ra r :n r : 6 n rcr.

fl :.i r1,11,\t "1 : e{r rin rfr I r,{l lt r i r u r n-a : rli rir lrvr L
frEvwti tflrflruu, (2548). u#nnt:u3ralTn1:6nu1 : ylFllefl^rrauuurrJfl^uG. rfr:tt,{n:elfi z.



fi:{tvtyl'1 : r]n r,'rotr,{.

aild'nfi ntufial, (lrhl.). ua-nrravuqu6'nr:u3rar:nr:finrgr. n:,tryll\"1 : fln:nlvl nr:rfilvfrrav
.A Ai

flF)?n t0.



o:irl r fr u 1 a ur.r 1 u fi { n r ;u3ur : fr q n r :flr u ufi o s uun v #r n r fi d utj u uu? 11 r.r

n r r r uir ufi r r,rto a fr r 4 fr q'r riu uriirJ : v u r rr lufi or :: ryr r rJo r n1ur,r3 o uritr r0 u ? u'r fi l ? v

-.9 9J I v -J 6l vu v I

alnryLunr:tiln:vlUuu'Ltiatruig nrnq:fioronru urnvnrnrf :vt'p1u frtnr:ounaufir
_rl- 3 lt tA UA tl
tJ'l u ?'tJl n 1 : nl t u tj fl UF n r : rl r u : r t n r : *n v l.'l r u o: n q a 1 lJ't :6t o d iu nYuo d x a.:l a.u fi9qJq-

n'luffnatl-ndttaviuriur{Juvldt niol#rfrernr:vliruurodxrirdu uaylfluriruuaS:r

inqfr nriurr:rufivrnovfilrtuoulnrt tv!:rv#rnrovffinfirnrrrufro:::.r nrrrlTr1iq'La

ttavFr?'ll-lfie{rui?]t olurtJunru#nrgfuvr?rrirytorrt'ndrrinrrltr{Julr4r*d ruirvnr:ilnn:o{
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ltil?Aqnt:u?Htr[[uu Balanced Scorecard

nqud runrr^gw#

n { ru s r u? ffu u o v yVsN u r c sr r u-u r,i r : q : r u r rJ R r yr arJ.

Balanced Scorecard doovnl:

Balanced Scorecard (BSC)' floo : y u u t4t o n :v u ru lu n t : ui r t :,: t u ryu^e H fr { fi o t e-t
^v

nr:rirrunpt-r8r-fl (KPD riJunn'lnrirri'ry raplan rlou Norton ki1#u^urrueirderuo.: I]alanced

Scroecard'l{dt "rflurn6otru^omr.:sltunrro-enr:firiralunr:rirnaqvrfhJ{nr:rJfl^rh (Strategic

Implementation) Jquotfl"'unt:r-nrtoil:vtfiu (Measurement) dovriruvirl#e.rrin:rn^enrrru

aoqn#o{rfluo-urfi':o-u16urnlu rrovry'.:r#u1u?.rfifinrrrudrr;rysionrrrrirr5ororo*dn:

(Alignment and focused) "

ttutn^qttlu Balanced Scroecard tfiq'0tn Professor Robert Kaplan orot:drj:viir
ililt?iluto-c, Harvard ttov Dr. David Norton d,JTn"'rrlorlrunr:o-flnr: Irruvr3qaol ' ld
dnurttnvdr:rofr.rarrrqnuon',rdruroriiuro.:orru3nrrJ:vaurliyrr1ufl y;gj rrovvru.jr

J r o rd a a dc/ ,",2,., r. y
0tnn:drulrry'luotru3nrfruri"[dtrsiel-rd:ierri'tunr:r-.r^urijurii'n ltrao.rd.rlsirauoLrurfiqlu
,du*nu*nrril:vrru^uprao.:rin: lnuil^olrru",r-rdr-rlufir1ruruo,r (perspectives) rrilunr:n^nr:flr.l
la?'tryryillJo.rpYru nr:rQu rfi u{o dr{rd ur

v

ry ru il o'i vl-'r + rJ : v n o u plr o 
ry ru :r o r rfi u nr : riu (Financial perspective)

(customer Perspective) rruruorgltun:s,u?unl:Rru'lu (Internal process

ry ru ru o r rlt u n r :G uu fr ta v n t : n-ru u t (Learning and Growth perspective)
21

ilU ?n nilU glUU0.: Balanced Scroecard

' il:vruraolnnaqvrdqfnr:rJfil-fiffts Balanced scorecard ildv Key performance Indicators flo{ l.rft. 9t:. ytq touv
Suvri otot:cinuvnltfiscrqrafl{ttavnr:rYryfi 

Ewro.:n:alilnrivrEJrdrl, I:.:rrl^rudrni.rqwrarn:nirurrinsra-s n.nru. 254s .

'Kaplan and Norton 1fififiilvfzunlrunirrurnturrrarr Harvard Business Review luiJ tssz srnfiulflufilw,r rrur6or
LIL]-J Balanced scroecard ffrflufififl].J[tnv'lfin-uodr.:unrvr,lnrstuo.:rinrrirr 1 virlnn sil?1?d,r? Harvard Business
Review tfianso':trirflur'rfltlutnrlotr'ouxfirunres'nnrrfifizunnrvnrrioorrinrqrfiorrnfi4nrnriorfioudtlurtrr 

zs fl tu
fl lggo ltJuaootfidrln-urdaur.lfitdo Balanced scroecard fiLrrlon{rrfiunratfi Balanced scroecard rflurerisrfiotu
nrrdonrrnnqu16'rrnvdrhXlfinerrrr6oprnfio.:liluufirrdsrriuvirvrJ.rlSr{yr rTnliur,rrirdorefruflriluurirfiovrrlqrfiofi,rror'

fr4n"Lu Amazoncom rlnvl'nrrttrlnt{lunruroir.: I 1B nrvl unvfin'rnirtrltfiocir{ttyldilnrflvrJ{luo{niireErfrs[nv

1lu1fl.i'tuflo.i?q

ryru:J o.t Fir uQnrl't

Perspective) [[0v
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Balanced Scroecard il:vnoudlgryillJo{ (perspcetives) a pi'ru rio ryruru0,:r|ru
nl:tQu (Fina'cial Perspective) ry:1ru0.:rYruqnrYt (Customer perspective) 

ryruruotrltu
n:vu?u nlTnr u1u (Internal Process Perspective) [ta vry]Jilo{FYru nr: rSaufrla v nr: ilr-f}rur

(Learning and Growth Perspective) 
ryruru0 r4 nrfiu ov fi ?a'svinrirrn y na qvrdzuor o.rrin:rfju

qu dn n r.r 1 u r rsi a v rlr u rJ : y n o r qYr u + o.: eirJ : v n o u fi o

1' r-nqrJ:va.rn"(objective) 6o?'rfio.rdn:{ulr-.rli6opflo,:nr:fiovu::qlurrrinvr|ru

2' af,ldrh (Measures r3o r.,y Perfomance Indicators) noo gt-rdr-nto.:r-rrqrJ:va,:ri

lurrsiavdru ,,urr-rdr-r,rrirdouiiuurto,:n^ofi1dtunr:l-ndrorrin:r::qr-nar-J:ya,rnilurrsi

aysiru16ohi

3. lflJrrruru (Target) fro rilrr.rrururtosr-rrnrfio,rrin:s{ornr:ovr::qlusl.,:rdr-qrreiny

rJ:ynr:

4. llt'lu.llu ln:.:nt: r?o fion::ru (Initiative*) fio.rrin:ovo-nvirrrfiou::qrilrrruru

firirriuprlsu lqulu#udulhilriuruurJfl'Gnr:firvvir rrsirflurfiu{rrp.ru{ru Jn:rnr: u6o
fi r n : : ru uju o ri'u id ri'u r vf r r na o r : : q r il r r :L r u fi pflo r n r :

uonornotrirJrrnuurto q u&t 1uvrr.rrJfrl-6ru-noyrvl^ru6n t o.rdrJ:vnou n"o r7orynlu

rloqu-u (Baseline Data) nuor-rdr-r,,siovel-r nr:rrrloryo1urloEu-uovrflupr-rcirulunr:

ri r il u fl r flj r il u ", o n u o r-, d.l-n r r qi o y sr-r'hi'fi n r r il "f 
'e 

r o u u 
., 

n du

B alanced S corecard a r r r : n ryr u 1 u n r : ri r n a q vr dhJ { n r : rJ q^ rj6 ki'o tjx 1 :
rloqu-uvll'jrqerooufirirrf'rgto':{p?rr:drulrqjhiki'oqjfinr:x-r.rup.ru r?onr:o-ovir

J t ti
noqvrrirrrioqjfinrtruarrut:o1unr:rirnnqrnrffiki'ririluedu 1il{nr:rJfluhodr.:firJ:vfivrfinrrnr

travrJ:vfrml^ru4 sr-lniu u^fluar: Forrune 6.:rf.lurr:ar:#urirsiruq:n^oki':vr;r'rornnr:r?r:ro

fluEur:n-rTonrdurnlunrrrudrunrarlunrnirnoqvrrflfirr,rlfhJrlpffiodrsfirJ:yfivrGnr'rrrov

rj:vfivrfiplnlo.ruiuhfi:JTnutrltunr:o-qnr:fi0 Renaissance driln-ufifluari cFo #u n^o

1' Td'uvl-flriuo.lo.:dn:hild':-rnr:riramon{d,rfiuirlounvrJfru6ld'Youay 40 ro.:
g)^

{uTrt::vor-lnar':ttnv#ouav s torrfliSv r::sri'rri',.rrvirrfufiuirloluT#uil-arjuoro,irin:

2. rfllrrrutslunt:vit.:turtavruoerorJrryruro,:rfl:l3rr:rraylnru-nnu kildfiriru
d'rurnr-ufnlunoqvrdro.ro.rrin: rfiu.r#osnv so to.rflu3rr::vn-rq.r #ouav zo zuo.Lrflu3rr:

:vrl-u nn r.: rra v#o unrr #oan v t 0 zuo':r,,ru-nrtu n-r'hjruo,rlt3u-mfirir: rofirflrrrur ulu nr:
dr.: r u r r o v p.r n n o u r r m u fi n r r ru #ru vl-u f ri'u n n q m du o.r o { rin :

3. nt:o-qa::vt:-lnturn:r?onr:dhvir.rurJ:vrrcuroqorrin:finrrilaoqndo,:nlrnagvrd

rfi ur#osay +: ro.:u?uhfi rir: ro
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Balanced Scroecard ovcirul#finr:drnoqufzuoqo.rrfn:'hlt'nr:rJq^r6firflugrJr::lr
A",

tt-tolorn nr:o-q?ir Balanced Scroecard ploqrSrupflusirun:yurunr:rirunaqvrfriou 
noo nt:

?rn:rv ririru nn qvrd rrnv nr:'fr'evirn o qvrduoror rin: ufiol#leinn qmfra-nzuor o rrin:
(Strategic Themes) nt:o-ptlitttp'tufi'r,rr.rnnqvrd (Straregy Map) 6rovrfjurrp.rufifirraq.l

nrrrua'rurnr-udlutfitrrqtravruntolr-nqrJ:ivarrisir{ l nruloi'ryruilo.rro.r Balanced Scroecardv. ^.

vl-{ 4 rilu (ryruruoloirunr:tQu qrurordhuqnri'r rururuorslrun:yu?unr:Rro'lu rrovryruruo,r

slrunr:r?uufrrovnr:vf,nrur; lnur-nqrJ:va.rn"rreirdci,o.raoprn#o{rrovau-uarluqioTli,rJli,gf

rrovnoqmfrn-nto'lolrint o',n#ud{ritiluerel-rdr-fl rflrililru rrou rlplu.nu Jn:rnr:
fion::ru 1o.rr-nqrJ:va'rritrsinvrj:vnr:6rovdodrrafodun:yurunr:'lunr:n-suur 

Balanced

Scroecard lu :g q-uolfin i (Corporate Scorecard)

n:vur u nr:'lu nr :vYolurttavffo rir Balanced scroecard

n : v u'ru n r r'fr'q ?ir gatanced Scroecard rJ : v n o u slr u.tiu g, o u sir., r e\ i]
1. nt:?tn:tvfvrrtnaqvrd 'kilrrri nr:dr swor Analysis u,lao1#'fui'fi'qil..t{gny

n a qu fir o r o.r rin :fr 'f'fl ro u

2. rirnunTdumhf rrav natlvrdtoro.:dn: Ieuririluqrflunoqmdrn-n (strategic
-..i ^

Themes) fi rirri'iuUo.to{ rin :
3. itn:tv#rtnvririluqdr Balanced scroecard .uo.:o{fin:nr:oyfin3.:ttrur,rfiryruru0.r

travttrinvryruruolnr:ovfinrrrud'ruvl-udn-uotjrrl: (rrurn^qro.: Kaplan and Nofion rirruql{+
q:truolrrrrurireriunrtrurirurU du sYtunr:tQu r1ruro.:riluqnrir ryrLruorslrun:vururrr:nrulu
r rn v 

ry ru ru o.: rlr u nr : G uu frrn v n r : ur-ruu r)

4. t-qTirrrt{ufiilr.rnoqn# (Strategy Mup) :vsrhordn:lqurir?ruflr-nqrJ:varnifi

riln"'iynruki'rtriavrylruo.: lprsrfior:artr'r1'unr:fio.rrin:oyarrur:nq"rrfiurrurrnvu::q?#uvr-nrf

r r n v n a q m dr e,r o,r rfn : 1 qi#u rflo.r r : : q r-n i; rJ : v a,r ririr u 1 q #r.r

5' nrjru{uBrr::vn-uq'rr{o'rfi nr:rJ:vrJruiuLnlurvlaodu#urrovrtluryoulurrp.rudnrr
tA"t&

na rJytTll d: t{1]_t

6 ' nrtllo1r-rrq rJ:v a{ritrqin v il:v nr: qlo.r rirvt uer:r un vrdanrorr-nq il:vdqr{1ud'ru
, Y.^ ^, v

riN 1 vr-rlud'rurorel-rdr-or grurTorynlurloqu-u rfllrrrurufiplo{u:Tq ,rur'q,,^uoru n^on::ru

rSoTn:lnr: (Initiatives) fipi'0.:dr 6.rnrulu#uruudo1u1rrrrrunrflur1:vrdusir.r 1 ldniii
6.r nr:r-q?irer-rdr-el
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6.2 nr:rir?iufl rflhililrr.r

6.3 nt:t-Fr?itttruu,ttu

lfl u o r fl'u do 
ry n 1 u rlo q u-u

ln:.: nr: rra y n^o n::rufi ovpno.rvirrdorirul#u::a

7 ' tffo o-q virttt'lu ltu u3o Jn T.i nttrdF 0 ttd? dlrJ'r: n 0y rnja rsr-?dr-qrrnvrflJrr ruru

:vniuo':rin:hi'riluro.: flui rr::orn.: hJrvlaol#flpiur::yFr-u:o.r 1 a.rlJ'1pi,o-ewirrr.rurJfll6

1.

2.

rfllrilrurerfiri-,rurdu

nr:nrilrrr.rurruu6oln:':nr:rn-nrrnvrirr.rusral"rfiirrl#n-rfl,u?rr:lu:ysr-u:o.r q o{]il
Balanced Scroecard rflurn-nnr:fi fi nrr;udnr{u

tt#drrturvrr{u0.1 Kaplan and Norton oyfinrtrurflurirFt-ufi"f'nrou rrgi Batanced

scroecard fis-'rrfjurrurfiorfiderr{u tvu ryruru0.:nrulei'Balanced Scroecard hjiirrf,Jupflo.rfi +
!

sJlJlJo{fl1rulturn-fle-{16il (tlutn^otto.t x.aplan and Nofton rirrunl{ 4 ryilil0{n.]ilrit9r-u
nrrrurirri'ry n^o sYtunr:l3u ryruruosd'ruqgnrfr rlruruorrtrun:uu?ufl'r:Rra'lu rrovryruro.rryru

nt:tSuuftravnt:il-qilur) nr:fiovfifiryruruo.rduoqlniurJfuiyruovfigrufidrri'ryzuo rrrururnndr
rilrurtuut.tttliloroovfiryrLruo':riruoourrnr^r.,n4u'lpY ,%fiduuqn-uo-nuary,uo,rvrjrsrru#u.l

t
uonotnulunr:'fr'qGu{rfrnhto.rryruruorrix 1 hiiirriJus{o.rr?ruornnr:rQu qnri'r

n:vu?unrtntulu ttnvnt:l3uufiuuilru.:rufild nr%dduuqjn-urJiuryrrrnvdugruuo.rorrin:,uluu triu ?tti'lu.tlurrsnr:iltoigTarrfror-nqrl:va.:rid'runr:r3uoroovhilcid.rrirriryfic"rqd

otrin:p{o': nlT 0vlJ::n trsiort ov tflu lu riru q nri'rrrvru fiIpi' rra y rururu0r s1u nr:rluoro ovo d
I n )a, 

u

n tlqn'tug tuvfr tilu ryruru ol fi au-uaqu ldrfi q nr: Guufrrn v fi o n:: :Lsirr 1 nrulu o.:n"n: fi 
,1d'

rijuri'u

rJ :vftl u ri filsio r n nr : ri r B atanced scroecara nl 
il,lfi

rir u1#p!a n r : fl'r rfi u,r r u,u o,r o.: rin :d du

virl#vrero.rrin:ry'.r'iu rrnv l#nrrrurirri'ryrionnqil#,uo.ro.:rin: Jquefle{1#

rd'rrrirfin'rvtelo.rrin:1#nrrrurirri'iynYrnoqndto.roorinru',ndu rrarrff urn?oril^or.ifi{fidrulu
n r : rir n n q m fhJ { n r : rJ q^u6

3' drulunr:ilfunJfiuunqsl^n::,il rrnu fflur::rL,uoro{rin:Iquorq'rJnr:ririluer,
n-'r fi r-q r r a v r {l r r ru r u rfj u r nS o.r ff o l u n r : :J fu'J fi u u vr q or^ n : : ru r o s r d'r r #r fi

4. virhflrryu-n.rrurfiornr:flfrrnvr,'flr10'ir{rurrsiayodr.:fifirurfrftJ6nyrerp{n,,Ju.:o-,u

gruto.t ovtir r.tn qio t!a nt:n'rtu^u.:ru uo.r qlportttnrto,t oq rin:o dr.:'l:
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o vnl : nro o fr o n a : : v l-q r t o v rlo fr o'l rr n r : fi 'qr tii r B a t a n c e tt S c r o e c ar d

1 . {uB r r : : v n-u 4.r ri'0.: l #n r : a ub ar1 u o cJ r r 16 rJ fi

2. 4 n n u n r u1u o'r sin : pflo.: fi ri r u fu fua v l#nr : aub aq u lu n r : dr : y u u n r ;
rj:vtfiu,lrJ1#rfioto'tnnt:dt Balanced ucroecaro lill#rflerrfiurrlo.rn-u4nnuluo,rn"n:

3' nt:r?ldt:vulJ Balanced scroecaro iltl#nruluo.rnin:rfl0.::vl-,:dtrudovirrrdr

nr:ovillitl#t#uelalu:ve-uilfi{IeurEr ril:rvovri,:r.roriorfryrrnvriro-.:'lo,uo.rrryu-ngu

4. plol:vr-.:our.r1#:vrLu Batanced Scroecard nnturflurnSorruoolunr:Ei'rr..r^o

rd'r u r?r fi o v rfl u n r : ld Balanced scroecard o ut.r r,r^or r-n q rJ :v a{ ri
5' ei'o'r:vrlhi1r?nr:0"'q?ir:vuu Balanced scroecard rilurfiu{rrriTn:rnr:fifi

rilrun:vuvtrnt 
"'od,*r"', 

Balanced Scroecard tilu?.rfipi'o,rvirodr{siorfio.rsraoprnnrkifi

nr:fiuqror pi'o.rfinr:rJ:-unlduuflaoqnarrvliolri'fifl?runrlJ'rydrusioorrrunr:aifi'jduulil

6. plo.:: vr-{1il1#nr:,il'qvirer-r dr-qrra vrflhr.rilrufin rrill'rufi6 o urnrn^u hJ

7. lunr:rirrn3olfiou?0fi11'nri 1 rurl#nruluo,:rin: oroovptornunrr:sioe{ru
-__.9rra 4 g) gl A I
o rnfdu : tit :r.r : o roru ilrvr u r I nQru

8. nt:rit:vuil Balanced Scnoecard
t4rrd"!,rA
t r n r : o v t:,: : l vit pft t t si n t : rrT.r rnr-Qr u r B alanced

'lil4nn-u:vutl nr:Eirueirnorrrm u ro,r orrin:

Scroecard kilrri 1 nr:olor:01#:vuu
vr

I

il':ilruqu{n0u

g. ur'rn:el fluSr",rnuudorrirr.rufleirdiuu-nnrrrurirri'q1unr:riruuorr-nqrJ:va.:ri
,'y

il3ost-rfrr-q tv't^orflunr:o-elrirrr-unrtrurirriryto,rrlo,t'urrsiaysr-r rrsio{o.r:ydnl{laruodreir#rru-n

n'lrrucirri'ryfirflutfiu{rreirn3olru^ofiqirerlunr:fioar:1#4 nnurrxunrrrurirri'qlro,:rJoo-urrsinypr-r

rvirulu tYro.rrin:rfiurrnrn-unir#rru-nrrrirdrurnrfiuhjoroovvirl#rfrenr, fiF,rduuorn

r-n q rJ : v or dfi pi'o r n r :'ki'
9.,, a ilAA q 

^10. riu:ur:ttavrffrtfrurrio.:lunt:vir Balanced Scroecard 4nnurflo.r:vdn.jrii.:d
rird'.:vfrrilurfiu'rnruru69ru rvirr?u 4oRoarru.,r011jduurrila.rrroyrrri'6'lsynaon'nr

ilrnovo-e?iruovrir Baranced scroecard hjl#luo.rn{n:pflorrflTurJnt:oyul: o 
.r

t'|fl. el:. nqr rertviuvr#:vqdrlunt:drror Balanced Scroecard ilrl#nruluotrin: ov

riol#tfrqnr:trJduurrilo.tluri'rusir.r 1 1\0diln?: nirf,u{r?rr:ro.:orrin:nr:ovrsr?uile,r-r

o'rrin:l#rnrSorurioufiovfint:rirrot Balanced Scroecard rur1#o?.r 1 rrfio1#n:vrrunr:'lu
nr:rJfrnJ6uuriluhJd'ruorlurrudururn,flu rrovfi.rfiovqiortfl3uun.rrxJ'r#o* do

- ilo g dt eA:L rfiird'olrtluffirErunr:nJfiuuuilnr
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2. f,uE n r : : v n"u q.: r{0.: aYr,r u : : ur nr nlu n r : nJ6 uu rril a.r

3. fli3 r r : oio,r vir n r : fi o ar : r rn y vir n r r ru uir l o niu rd,r r #r m^ 4 n n u 1 #"f,n ro.u

4, rflucrr:rflo.rry'.rriuroroE.:roro-.:fiovvit1#Balanced scroecard. il:yaurua
5. rfl3uilnrrilv,rYorulu:vuurlorynnruluo.:rin:

r ri r u{ r u,u o': vir u rry #o rurii o rJ-{ fi o y dr Balanced scroecard hJ 1.# r

nt:u??r t::vUU{tun-u Balance Scorecard

Jeu florrnunf

Balance scorecard tfJutnsotruoofirirrurldlunr:rJfurJqr dru::nR'r1!nr:vir{ruro.r
aAdra

o':rin:fr.:tilunt:ttnt^ruil:vfrmfrnruttav:J:v?vrBr,rnlupYrunr:n^u :vurrErt:,:tunruluo.:fin:
rra v nr:r?rr :m fi,r ar n: un na

i,
nt:fro.rrin:tvrfttu^unt:1#td'srrrunr:fr0iln-nro.rosrin:ntilrru?ilr.r Balance

'- a- o-'
S corecard u u il riryfr dr-q fi cir ri'ry + rJ : v n r :i 1 s1 r ri

t. n t :fi'n nr :rir u n r :rs^ u (Financial perspective)

luo.rnin:riruq:fionr:rir er-viirr:nfinr:rirfi.rfi.: do nr:o-nnr:slrunr:r3u ovrfju
gt ,lu I

iourtssntour'r q:noovn'rrfiunr:sio.lrj1d'rtohinr:r-qrlnelrunr:riu nr:fior:arrdnu
I 14 t{gr0 tlju

I'l o-n:rtfiulfltor:reJ'ldl-ntrnnr:rsl^uJnro,taoprrtu rit'l:otnqnnYr rrav

r.r fi sr #nr,ri #q ri r u : r u'l do r n q n ri'r 1 u rj r il u piu

t'z nero{u4u r-florn:tulel/nfnrtu rfluqurruaorfiurn-uq'rrrJ.: o-n:rnr:nerriu4u
<l 9l
[uunu

t': nr:i#fruvrfrtld do.rrirfi.rii':nr:n{Tu nr:virir-rlrravvflsrur ruCIerousvru1rn

nl:n.:4U
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z, qnffr (Customer perspective)

qnriru-Eulraffoupr-ril.:a id*',riry*.rrfro.:rin:fiil:vnouq:fi0 rravo.rnin:fihi
r r a r.r r r rir'l : n r : r-n ru n slr u q n ri'r n r : fi ir r : ar r d.r u si o hJ fi

2' I n ? I lJ 1\ o 1 o t o.r q n rir ril u Fr-ryfi fi 6ir n"'ry fi qrr ril : r y ?r r n e n r1r rfi fl n r r il fi .r n o 1 o I u
frurirrtovl?nr: qnrltovtn^qnrrilo{:hrihdrravno-ururldu3nr:1r,rru rrava#rrn.rrru#lLr,l-udfi6
oioqnrilraruo

z'z nninutqnrirrrir q{0.:finr:6qnrrunrruplo{nr:ro.roRs1rrrnvrJ:vrfiur.,o nr:tH

fl{ryofla0n[?o'l

z.: qnri'r1rrj p{o'rvl-qrur?uslrrrovuEnr: u,lau6.:qnl#fiqnri'r1r*iry1^rur,3u ,ro,
fiqnril p,rn o ur.:siorfioq

z.+ rirurrri,: nr :fl n rer

3. n:su ? ilnr:tir sr uluolr{n: (Internal Business process)

: v u l n r : vir { t u n t u l u o.: rin t rfJ u : v u u fi fi n r r ru ri r n"ry ri o d'r u n r :ri u r r n v q n rfi
u-ufloo rrnosrin:r'l-plurrtovfinr:uGrr:nr:vir.rrunrulud6ovri,re.rol#rln^srRuri'r 

lpY:.rerTr
o-edrfrurilnril[?ar fiqrunrvrn:rsrrrun':r:Lpiornr:ro.rqneyr fiuBnr:ra-.: nr:u1u ciq^a1#
o r rin : fi n r : rdu Isr n r r : r o ki'q.: du

+. nr :r3 u uff r ta y n r :rh^ulfl (Learning and Growth)

nr:fruufrtovnr:vlhurzuo.:r,ru-nrru'luordn: ovrilue-ryfifiri.:runqio n;yu?unr:
vitilunru'luolrin: rtnvlrin.:turfrqnr:,rir.luf finr:r,l-ruurfiqnrrilarrur50 ro{nr:Guuf ov

virl#n:vurunr:vi-t.ttuluo.rrin:firJ:v?nfinrnrurnql3u ri,rruasioqillnril frus1 rrayrLBnr:fi6
rioqnrir

o v rfi u 1 si'ir r a-n n t : dt B alance s corecard ru r rfi ru rJ : v fi m l^ n r vr 1 u n r : vii.r r u #u
ovplo':l#nrrrurirri'iyriorr-rfiv,% + druodr.ra:Lqnri'u6,rn-vfirrsiovrlru oyrigrnfi.:siruoduq lu,r
niurflu:vuu rtsiil'{fiu{ntn:ovpYorrirr.ruprnr:fior#nl#d'srrou rrav?rn:rv#'-ufivr% + d'ru l#
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doqn#o{n-unl:fioro'ntu'tootint#u uunolod lunr: rirrri'nnt:ryo{ Barance scorecard }Jl

rJil:Jq'rl#rJ:vfimGntunr:vir'rruriu 
{'rJfru-rr.rru4nrJrsovd'o.rrJflun.:rurrrrunaqvrdfirr.:1{

r ta v fi q-ufi dr*pr il : v fi m fi n r n n t : vit.t t u fi r1 s n dr Key performance Indicator (KpI) rfio 1#
orrin: rfrru^u.:ru'lpflu::qfnqrJ:varri rravaonndorn-unr:fioro.rorrin:siolJ

14lJlUrilq : 01fl?1rdl:6fno.d'r:flid ro nu-rfi 1l EAlnil 2545 non-ruriorfi.r5drJ0.r :
6ilrninnrrrufm^nr:u?ut: v,it z _ a ro.:drfnrnzurfinr:igruurr3

dNo^':, nqufi rurrTqw#.zs+2. uuafi nnr:u?nr:uuu Baranced Scorecard. [online].
Available: URL : http ://www. geocities.com/vichakarn2002/scorcard.doc
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r6ou TQM : Totat euality Management

n1:u3?t1To6un1y{ToEJT?ru (TeM :,fotal euality Management)
j

nt:fruel-r eitunr:cir ifiu.lrun IuR'r 1r rirtd'ry'uirar:o.rrinr:qir.rtu-n rr ru rir r;rylunr:r^-ruur&d
o tuRll l?'l'l oJ rinlT TQM tfl uu n-n nr:rirar:r1frflx'r eril il1 u rJTru.rnlTtr'r n'l r n aix t,t? o.r o { Fr{n1TA vY .,
Lll0tlfl:JIUilr nfrtorxqiltfiei nlTflr:-Loruqiuru nr::JiuTo:.rair.ro.:rinr: rinsfiorxrj:yTumfqioo.rFinr:
o rir'l &tlll sr n TQM tflurr.l tfio n unv uux yr1{l,un1T:Jfr:r-6 uriiorir utr,{'q:fi0'[ai'irJtuutunrrud{?-,*un y

ri'rru[ilrl'rrvr rir

nr::l?ur:tfr.:nilnrilTour?tJ tflunr:o-o:;urunyiriutunr:rirrrurrfio:ia.:n-uorrilfiey!nro
tfruuru ttnve.itsir.:srrueirlun:vurunr:vir{rurn 1o*urau Toufiilnoutuorcr"nr:or-0.:fint.ruire.i d.royo q e d Y - u- q w M . d ^ Jq ",11'l t14t]-Jx{]-J00ur{rFlru Lunr:n"rr"[riaierrrrirfluuffq yr-r"[uci'runr:riur:0.:rinr: nr::_.,iur,.nr:2ffqr
nt::-tft'tt:n]:ofl1o nr::-LTur:nnn"r nr::-r5ur:uflFrfl un;nr:uiur:nr:u3u rrJusiu r-fln:J:yn{Fi6irri'ru
4i^qu
Ylfl9l10'lnlTl5ur:etrunrfllqu:reJ 6o nl:vt-oiru'tr-rqrnrn:lrdnrlr:ntri'st-nuRrv!?o{eruro.r'[ql"'orir.:rfi'err4
ql"'r unr:frni'luir rulunrlrj:-l:Jl.rrurrnv:-l:-r:J:rqrrxnryrr o.: fiuqi'rratorTnr:#uov rfluzu otr,r"q ilnrfl6ieru or
nunrru4nou6fluo rjr.r qio ifio.:

nr::J:vune'l*l# nr:liur:d'onr:qrrunryrlor:rrtuo.:ri-nr: osilrtvfufionr:yftiurqrruRr*lJo.l
=^.^v-^-4. 
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{A[unr:ulr.i'tt*uorirts-rf,u trovrflurturrr.rfirirutu-0,:qinr:fl]e,,rrn0ooiunutunr:zufiolrnrnr:cirrfiu.:ruu[o-

6tuonornovfinnqion'l:2n^nttn-r u-trir'tvirnn:vrrunr:fiqrrrarcroio.:qr-r rrnyil:yRru,:run-u riotr,{'rfior
tnr-or ur n r m o { o.r qrqn r :tury rJ y u.r ?

zunfrolqinr:ov'[o-:-lornnr:l5ur:nrunryrlourru#u 6o nr:fifiuri'rraiouinr:fil^erunrnRr
& d ^ 
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ru ilnr:riro-oto':tfrl raSovirtra"tortfrutuo.:rinrrngfl.r (Zero-waste) d.rrflunr:urnq.rorrerrifiotor.r:..
qi o r.: cr ru ui n v fr r rr': o #o ru fi 6 d n o"r u 
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Total Quality Management vr6o TQM u6onr:riurrqrunrflu:-LrjufiernSo nr:rSur:tv ?orxntnnrn.:0.:rinr: ttntnr:l3utrnilnlilrt:-Lr-rorqi:rr ufluor-u d.roronsirr'loir TeM u*rufit
nr:l3ur:oilnrnIesJ:?lJ Fl?1lJue'J'tutto.r TQM frnrreLuelrrrrJurnrnfsr firnrhLurnr: rflufel,ur::eJro.l
o':crqnr:fiaeirfinnnnruqirttn-nrrructrn-ru *n::frairuirrtunr:vl-qlurnr:qirrfiu,:ruroro.rrinr:orirrqiorfio.r
r ,it9ru8l.tila3flO:J ,t9l?1

"Lunr:rrrirr-u .rr{nr
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u n-n n r : dt ri'ru z o o nr :si'o n r r o run r y,r

nt:o-ont:n[uR'lv'i (Quality Management; rJ:vnoll:-lo"'.ll.rrufiefrri'ry oid6o
1' n'l:?]'ltth1'lorunrntfi.:nnrvrf (strategic Quality Management) tflunr:rirr.ruoi#uil-ef

nnurr l[flvn]T'l'l'ltlzul'|fl[un]fl tfluooi5rual"'ulotnr:u3ulTfi[uR'r1] TqsJfinr:o-onrrfl[unry,rosqi''.:

!t*ln'tlt':n-lnr:airrfiu.:turn:vo-t-l oituqi nr:druuerif'rvr-ed nr:fi0 nnurf un; uzuurJfl:r-6nrr
froroi'ot rirfi': fi.: orr al'tr rflu tunv'[u-ertrJ rirri'q n-rnr:mfi.: fl runrw r4rrJu::h::er lrnr rl-rfitrn air ur o.:
o': ninr: To I zu":l;ur:o v cl"'or aitri n? vr-eriegnlnrntvfloo o er#0.: n-u orr er sio.: nr:r o r n.lfio rrnyririn-u yr-ef'
alrttrjntlrlunr:fiQ nnuvrf ttn;[[rut,tqr[unrrnififinrrrut-orou Frro]JFrflrJ rroyrflu::-.Jr::rr

2' nr:rj:-r:rJ:rflrunl?\ (Quali1,y lmprovement; rflunr:rrri'hlfurarrinynr:ilr-qilurnilnry,r?o{
o'tqinr: orgl-ordrlfiu.:ruorirtt:Ju:vt-r:runvqiorfio.: qirunrrrru:orJo0:JtLnsorrrtz-r'loluz'orl"rn-orro.:

onrunr:nf Iqu#il-qilu'lnMnlilovqt-0.:dnur ire:rvf unvrrnlzrJ-qraryr'rfiqduo.raJ14n-nruqzuR
rtnvun-nnrrrrtirsrsrsoilouillu'rurut4r?finr:firir:r.iru uqifi:J:rfinfnrnfiqo (simpte nut efricilnt,l
rurtri'lunr:rrri'[trJ-lyvrrunrnr:nt-ouurhn.Jru dte]-o.ro"rrfiu.:ruilrunr:u?ur: n..'rflnauru rrnynr:rsSrurr:.:
orjr'lqjotfio'r rrfiotr'{'nrurfinnnflufifierrirfin fierrrruru.:fu unrci'0.:nr:fiairujraLlunr:y.n-qiluroiln.rbr
luiln:l9l-L rfiotr'{'0.:oqn'lrfi']altrou::norrrr:Ju,fi, 

1e*.ullence) ?o.roruRrprrnsnr:r,irrfiurru

3' nlra?:Jqe.Jrlrunlvl (Quality control) iflun:v:-Lrunr:o-e:gLLnr:rir.:ru rrnynr:rjff:_t-6nrr
d O e, .o

rrfio"[r'i'urr'i'[e'irzufiqn-n+'rira6olSnr:fr2n^qrfu fiqrusrul-Gnoosr#otn-rfiririluqtr- dorrui..',fiun..,,
TeudriluelsJ'loro''l% innlqf tlnvifinr:6enraJflT?afloLnilnry,r rfio:J:srjiurun;rrJTr:..,rfir:.r
zu n nr:ql'r tfiuttun-l elt a rol% le uil:-L nr:r,t"r ifiutrurrnv zu n #n:flu-floo qr fl'o,r n-r-.rrur o:oru Toru zu-er L fl eJ

fl ilnl il o v qt-o fi ulo rr ri"[t 
'fu 

u t e] r &J o ? r rJ tu il1 y fl r r r rer ? L q il q iln r il r li ur"o o..' unug. u
Itnvtfluniru:i:vnalfirirri'rytunr:o-ontrolunrv! rfiosf1.:erre.riir.ilo-jrr:fionrrur:nairrfiuruorjrrnrr#u
nrrr rrn;eirruo:-12n.:rufifrqilnrv{urinnri'rulo-sr:.1r.-'udrn*'r troyorir.rnilrrflrJO

flr'rnriltflufrtfirirri'qorjr.:frtlunr:rirufiu.:ru r-.:#utunr:nir.:qrxnrwtr,t'rfiedun-:rotrinr:
, rtr e o 9

Deming '[qi*runuor.:o: 
PDCA (plan , Dc, , Check , Act) rfrorrluraei.nlunr:rilql",unr:rj:-u:J:rerrunl,l

o rir.: qi o rfi o,: nir urj:y n, u rt, 4 o"r u or a':rr o fiLr utqr"qi fi'

^ :' ^n'lrl-l.lLrzu}t 
(Plan)_ r"ur.un.'rrrruzuufiorrlurfr+floufi,t'.tr-qfi*, l,ouoerrTeJer-uoyoio.r

3'JnlT0lrY14unfltilnurttnvriruuoilrunrfio:,ltd'[r frnr:rfi':-L:ru:rrr'oryn rdorrrtrn^on rrny?rer:ryu'
vrr.: r fi o n rfi ,, fi , n edfi , rtotun., ruioil-, 

".,

a u , ,'.n',r:Jfr:l-fi 1oo1 ,i"'r'.to,firnfier-efirtol:Jflnr::.JfrLifiToufutq.jrai':-rfiororu[sr''o:yrau-n

n':rnnil:va.:ei ttnvetlra.L'frr:Juorir.rrio'rurvirrn"'r runrt#4i,fifrrarirfi:-llfiorolqirrfiui.tunteJr[h,, ifi.:qld&u
:ruovtdlottnvt"usrouqir.: 1finr:o-oor:rufioqirrfiurunrerrrzuu rrnyfrnr:o-eryriraLJrn:ddrrfiu
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3' nlTsl:?0fl0:-l (check) frnr:fioqrer qr?oflo:J unril:rrfiuzunnr:rJfru-ot^.:ru nr::_J:yrfiu
ol:tJ:r r fiunl:cir tfit'l'lr uri o.t o t qin r:r'r nr rr:n qir rfiu.:r ulo-or ei u zu uraSolil ,,^ r,fia r..,*..r:y? o.r rr zu %
finlt al n::-l n'r ura6o1il urn nrt:J:r tfiuw:r'ir zu nrruo on eir'[al"'n n ai'0.: gr:.r r..'ru,ilro u..,r ffnr a,:n rirt:Jo-e ?ir
r :l u ru r n :o r u eir u :-u n r : r{ r r fi u.: r ut u er :"r qi o t :J 1 ai,

j q _ o 
4' nr::-Jil:J:triri'lt lntt; lunr:rjfr:r-Grrufinr:dru,*eaJ.rqro.rt*1illnr.iilnr:airrfiu.,rru

ttrto ldtt]utuur nr':rifru-6tuourero tunvvirnr;un*t,ltuair ufiyirlra'2n ffi flJrflu,hlfl..,ur.-,,.,rri..,r0u..,u
..i _ \d .L

vtriruuq'[r" rfro zu n ci'il ffrto"to':-lnr:u o il:i:isrnrn ilr u ucl.'ro-orir rflu:r r.rrurrfiot#zu'uiur:*nsud? u{.ruoirt'1 tuo'reinr:n:'rl fi,:fictrri'ryn-rurnnu'irr-srn:J:yo.rri'ra6or:]rurrufi't:t{#u ,firr..'nn..,rr..'*,^uirt ,a oY

n= trlool':uqigl"u o':qt'nt:ovgio.l14rRrtilqrzo.rnlTrr.rrrzuur4ulrjdriou ttn-rdtyirnr::J:-ril:.:nrunrlnr
n'rr?r.:r[h%rrnrrJ:-u:Jq.,r,drr-,rao,,zuuar",rr q q'-

1' nt:tu'flrtilrirn-qn-lnnoi'r (custonrer oriented) qnri'r (customer) r:Junrrfier,fl..1r;qj"q-
rill[14r'Tnoou:oo ltnvnrrlil'luelluzo.:t:fio 6o nr:ofrrttnr:-n:*tnnqr-t to.r peter F. Drucker
il:rurot:rio-runr::-Liur:l:fioilalnru-r (Modern Business Management Guru) fin'.yqi'ulra-6r,irfrn,
srelr:nr{r:':orjte" ttnllrvnnri'rfiurirrur6ofiuqrarnsor5nr: til.irr:n^oortrar!rfiu.:1o nrulilorrrrn
rr l fruri'r ra6o:-linr:trairrin n ri'r rrirr,r rur r'[oi

tuo.r
vl ,9 ,

[3J [T

ft?'1ri
qe
[uflno-

y{ o to t t n r fl r r ru 6 ut ar o r n n n r.r-r 
u[ 

Fr-o ri r.r r r ri'o Sr

utnt.nfi' nr:tu-orrelriro-ryn-r.lnnsr"'rovtrinniirn-eoqjfiqno-roi.: l utofiiiun.jr qnri,r
nlu%on (External customer) frdtauti".t"forinr:ro.rr:fioryir#u urqiorrr.rruqr-rn:o:-rr*ul,Jfi,
tnttin 'lr u u3o u r'[r l.:rufi o rin-ou[:Jor n t:r dr:o:-r zu ntr ura6o rsnr ro-] n !r.r ri lS 

' 
n.ir n n rr-r nr rtu

(lnternal customer) Iour:'rovrirrari'rr4rflud'airruarnrutu (lnternal supptier) 'lunr:o,:ruou,in.rurtNy
afrtnrrrunotoh{'rrriurrntzr dtovoir.r'rrru#elnr-ufqiorfiorn-ur:luvirtTdqrrunrw (euarity chain)
orn#zrlr-ondl (supplier) p'inileLo:t LrflvflnFr-'rn'rutu t:Joufi.rnna-'rnruuonfidofius,irrnsrinr:fifi
0n'inril?o'15:fi0 TouqrrreLn-lnt*ulsotai'0.,:tflu:vuufisoen#o{ ai.rrsser rrnyqiorfiorn-uorir.:rue,;nr
rj'rI'd?ir'ltqfinrrruwnvlio.: ff'ovrirlvinr:ai.rrorzufiorlirxdrafierrunryrrrofl?.rs.JfiNr-Jrni *ny*,frtrJ-ryrardu

_y
o':unrnlrintrurnetu6.tai'0.:ii'rirfinrrvi.:nruntlnr r[flyFr?.rarrflurfig 'tririrrrut#rnEo

uluto'[:ifi ttqi01-o'l:vffntnruo'irzun.:'r1{1Jo.rr?'rosfizunn:rrrqioorxnrnto.rfiun-r rasorsnr:fir:fi.



ait eL outv{irrin n n"'r n-']zu o.:t%tto.: rtr fir.J-ry ur fio r ri.: zu ntu'nr:al"r rfiu.:r uiu.iurirl:-.Jfi o rJ n,.:er un yrirtr,{
qnri'rle':-lfiuo-ru5ol5nr:fr'lilfierxnrrnr d.:ssfizueln:yvrrtuq-r%n:-Jrl'orrnn-u*rfirzr'Lufino

2' nr:vl-ruurorir.:qiorfiot (continuous lmprovement) uiqn::eJtfirifirfioduorjtrqiorfio.:
tit'lu-o':nt'nt:ai'olfinr:rnr?lurorirrqiorflo.: nr:rnrhrurorir.:qiorfioroyriolraiffolrureruor-ru (Momentum; d.:or
1jT#:1rri1r'[:Jrir':rarir3otq:fioruqrn niiio.rgr-r r*nsfiil:rfirfinrn Rrarr:nuri':ftrarunyn-nurry:rr{ru
nry:isiouttnYorolJofl&J?1-.10.:rinr: Toro.:Eirrr:ririr TaM oroio.:nn-rqr-erfiutorrri'lzrjiuri:.r *nyr:Jfirurr:Jn.:laot
6.r fr rrur yr r ttu n r :sir rfi uo.-' ur-o d

2'1 frn:gr irsr:rvr'{ unvrun'tul-otlnnt:cirrfiu.rrurrnyRRrylrrron-oerufiourrrurnr.:tu

nr:ur-oeLur rrnvrJ:-r:J:rr*nl^#orvrl:J!!nvhnei'rnmrodrtn:-r.rn::qi 
urnyqiordo.r

2'2 tturlrlurifrlunr:rud'ltil-ryrar urnrvl-suurnr:airrfiu.nufiriur.jruueitvizunci'nlgg.]

2'3 6'eralre.i el:?oflou trnril:stfiuzuorruorir.rrflu:yrrL lflur::rtr6 urnytilnir.rfl?rsJ
4

gru Lfl u01 n nlTet T? o fl ol_J

3' nr:frairuirruolnnu-nll1,{ (Employees Inovation) lru-n.rturnouyttrt4u-n.:tu:yo-:-.i
Eir': ttor #lSur:turar-ir u.l''tuQ&qr-o.rir l fio n-u Io r vrn rrzuun Bl-o.r il fr'u-firrutugruv orrfinr o.: o.r o{nr:
qrunrwro^rrn-u lnigrnr-uf rzo:u:%f , 2s4s : 60_64)

TQM ovfrloutzflnr:rirrfi,u.:ruffnr'rrrrr.rtunr:r,l'rrfiurrudorrnr0uFrflrarrnn.jr
nr:sir':u n-nrhvn-utufl r}[ntw fiuqt-tuiorinr: TeM rflun:y:-Lrunr:rr.,rq:fi0 rfio airr rrrr rrfirr,r o1o
rrrinnri'rorir.lsru:l:n[o:ln-luturnriurru yrtrnrr.,'[urrnyR-ruu0no.]uin..', 

1o"r.land,1993)

fsrnrj:saor{zoo telt
1' n'lrfl9lgl-uruttnvnr:vl-qrlnfl[unrflfruFl-rra6orinr:oyrflud'rr]il:ym.rrirdo.rqr-u

tun r :qir r fi u{ r uqir ue iln r vr r fr o n r :cir :.: o ri ur n s n r :*r.i.r n-ur o t o.: rin r :

r - 
2' ail':etrrruwotottnsnrril6oriflfzo.:nnei'r rn:rrnnsl"'rrrJuLqrflnfifierrrrurtrri'ryriooriru:-:_r

lqouuttnvourflel 6{5:fioovai'otairrfiuruturf.::n rrfrotvi'[o'uny:ir:.1:-n:grnn''rtor-orirtqiorfio.r

3' sir'rorr:'rfr'rnotolurru ttnvvlhLurern+nrlnr6iq?oril#nrrutu-rrrfiorrarri.rru-urrnyyiaLrn
tunr:rirrrurL o.:rrfio

4' rJ:vfrrfrnrrrytunr:ar"rtfiurruuovnr:rsirurer^Llfltuot+lnq Iqufioerriturrr
.A v d 5- d )L]l0flTlt0'lFlnlTflilnlv'lLolnriu:ni fi.:ovooeo6i'o.rn-uil:-rrurro.ro.rrinr:riuuf fitvflerrrrurirri'r;n-rnr:
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AvuAtruur tlnY]lell%1nlr tfiOfl?leJori:oolo.:0.:n"'nrr do,r'''o.'rrrndrrlerir TeM rflurnria.rfiorirri'rylunr:
nfr.: o r o"n r : l i u u # 

1 nig n-u f r ? e : u:u yi, z s 4 5 : 6 6 _ 6 7 )

I' drrutvflry'liral:t[nr0.:rin]Tiilte.JlTnr-:JirJ-qrarrornnsi'r 
unyo?1eJGi'o.rnr:fitryr'oi.:u0.rflnlo

tt'l o LHhr:zufifl frufi'r rrnvlinr:ot:.:n-t-rerttarqt'o.:ntra 0uflt,l0.rorrrufi.rrnroto rrrjnnri'r

2' tra"orrlsJrilti'ryn-urvt-l:-JvrrSurirrunvzunei'rryffinon?.reJf,qrfiilunvn?..r;.raor:Jnir

tu n'r : a{ r r fi u{.t ,, r[ fl y n I rl i vr r : or'u 4 u o ri r t fi :J :y fi r fi n r rnr

3' ut-qlur:;l:j 1'1'{e1014 lrnrnr:o-orfiuz-oqlnnr:fir.rru tra'fi:J:sfirfinrw Trh.rtn n:rosoLule,CJ

ru #[z i r u t ri i fi u u r n r n-u.r r u fi '[ il r rfi er q] ru qi r'l u-n-r n: ii o

n r : rr ri'tz rJ-q ra.r rr n r n r :nir.r : r ulal"'r o.: n:fi q ?irt#

tra"fr q ilnl il s.r sqlur n fi fi 1nigr r-uf rr o ruluvi

4, rnnin rr ufi rir uir eitunr :6.r+rfi u.:r u
rnr #n rr ufr qrrr ru fr .: n ototu.:r u

s. il.rn-ql u'r nr:qir tfiulr uz o.l o.t r.t'ntr

,2545:67-68)

nr:dr rOu 'lrj rJ:v r{ o.l rinr:srilR r y,l

(Quality organization) ,Xu osot-otfint::-l:-rrrjfiuuqrn.r,,'rrrrdo{ornflilnrwrfluilnr-fl oiriu tunr:
r-J:v r fiu:rj lrral ? 0.1 o.: rinr:q ruo'.t * #udo rio urirr vir'[ai'rr n uqi o Eir.:'[:ff'orr ru q rxnru:-r-6Te u il'rtilz o.jd-
0tqlnr:elr*Rlv'ifl'l3JlTnfior:rxrlgl-glrlrnol'vinr:fior:olrtu-:t.:'l-nnruntv,t 

Malcorm Baldrige (Malcolm
Baldrige Quarity Award) ra6o MBeA zo.:ou:-oore.r3nr er-rd6o

1. nrryzu"*r (Leadership)

2' ?-o l'J fl fl'lrfl utr si t[0 vn "l rS rnrtr rfrio al n filTfl U ril pf ( l nformation a nd Ana lysis)

3' nlT?1.r*h',nruRrnrfrrnnurflstrategic Quarity pranning)

4' nr:vl-ouur rr:h ur n:eJ uutt" lHuman Resource Development and Management)

s' nr:o-on:v:-rrun",rr*]arn (t\/anagement of process euarity)

6, nruR'rl rttN;^^n'.trufa,fiu.:ru(Quarity and operation Resurts)

nr:dr TOM'lililrvunai"lfluo.lcinr:tuifiru^#u ai'o.rfinr:a{rrfiuruor-ir.:qiorfio.:unyrflu
^' ^t ^.
arfrer"alqirelrn urnolrinr:arrur rnra"rrfiurrurfroafrr TeM traifioduluo.:ef'nr,.ulol- riuqroutun-,,
rir rov 1:Jqinr::Jfrr6fr oifi

I' nr:n-qrfionttnrtrsi.lQ'ts.tti:-ufiotortunr:ilr-qJurflilnrnro.rorqinr: 
Toruairsur::ro-:-ro.:ri

lsl-'finr:loel:lTouvr-rt:Jtuo.:rin''', ",,^rzu1fiilrunr:o-orfionqr-o.rnrrur:nrir.rrur6'ru*nrlo", 
noufioqril

a r're fl o rJ rJ:y rfi u unv lrn*lr :J-ry rarto-
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2' nlr?'l'lLtt'l}{rJfr:l-6 zu-l5ur:ttnvr4l.rruirln-urirrauoi#lyr-ef uTulrru [rflynnurfe'ru
fl'unln ufralfrrJun:oltunr:ri1u,tertthr,.:rur**u:srvilrunnr.: rlas:vuyurr Tqufinr:druuorrnr
finr:frosr:lr'{'rfrtovlivtiotqinr:rfionirrnrrrurr-'rtorfirrn-unr:rir,rr:o-onr: 

TeM finr:r^-orurzu-drunr
nfr':firu':ru ilont:ou:alnrrelfrtnvvi-n:gvlun'r:rSilrr0ruR.r1r finr::JnneJ-rfQilul.r:ei TeM finr:o-oyh
rYUl-Jt0nfll:lfrakitraifiuutntn-:1.:tutonflr: finr::JirTnr:rmir.:uny:yuu{1u finr:r:.Jfiru:y:ruil:rrfiuzun
t t n y n r :t #:r { r-n T o u t n"e r r e.r etr ri'ry n-r zu n n,xr o.: fi n

s' nr:s{rrfiu':ru frnr:riruzuu'lrJ:Jfrrl'6orir'lrflursuu lv{'noqnn-ojfl1errrzuurrilr.rn rfle]Tonlstffi air u rfi u r rio r ff rir uir ar fi n r : urn*lr rJ-rp ur fi er uH q u n v rfl 
'*Ty 

1r u

,a ua 
4' fiotflreJ qr?oflou :J:vtru^u ltnvttri'lr frqrrileiril-%tunr:rrn"trrJiurJ:.r r[flsl4-rrr%?yn{n-]T

uflL fl'1'rl[Yll-irrflrltuR'lt'l Rt no o riusal o tilu u e orriln oto o riniqrrrer eir r5s rdel urqici'or rir ilu:JirrJ:.r o ri
qlfloqt?nl I q u

s' ffnr:rgTeJ[t:':iwto:-n:+rrJiuqlr utov'r'zuur'::arnr:airifiu{-r%r[urJ reN/ lil"er.]orjorir.:qiorfiot
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