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Utl~U€ltl-'lf'lW (Hill, Loch, Straub and EI-Sheshai, 1998: 16) 'fInfl'l:llUf11pfl\l'lfl1tJ111S1.1-m1J1flU. ., .
Utl~'lf11€1111i' un tJlRtJtJ~i U tI 1~ 1'YI~ lil1 f1111ill1~fffl'l:llUfllS n"''lfl1€1111i'1.1i1tJ1RtJtl~i Umi 1J

tl1~1'Y1fYtll11i'1.1~fl5 tl1~t'YIfl' ~1~~'Vl1.111l1fl'Ufl~~m'YIf11uItlUffl1ffUl'YIfl't.r!U11'ii-:Jiuil",i'mhAqj

..r".. '" i!ll 1 1 ". i· A".. 1 1 ".'YIilNtlfltlf11HJtJ1J11.1m1 'lft'YIfl U tltJff1SffUl'YIfl' Ufl1S'YI1~lU l1J€l1Jf111U11tJ1l'YIflU tltJ

!lI 'I !Ill " .1 1 1". odl ". I i!llff1SffUmfl'l'V11J1 L'lf Utl-:Jflf1111J1fl'VUl'YIfl U "ltJff"ffUl'flfl"~il1.1'YI1J1'Y1fltlf111 'lfffl1ffUl'Y1fl''Vtl-:J
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'91 1 ' ~ 91 191 1 ...t'fl'll1~fll1IH)U'II1~1J1fl ~um'W1:::~H.I1~U~1J'VI'U1'V1V11~~lUfll1'Ift'VIf'llu mJ~lH"UL'VII'l''IItl~

'oM ••••• 191
L'fl'111~fll1 tt'fl:::1J'VI'U1'V1~tl1Jty111'V1Lfl~~1fl fll1 'If~11~Ut 'VI1'l''IItl~L'fl'll1~fl11

2.1.1 tJJ111,."fJ Tu TUDt11'iUUlflfltJfJ ~llJtJl'ifJ1'i tl~ A'fll1iifflU tT1fity mh~1J 1fl

, 0 1 1 1 ... ..t 191 ..t rI,p
~tlfll1flll1U~U U'U16t'VIf'l U 'flU~11~UL'VII'l't'Wtl m'fl'll1~fll1tm:::~f1'fl1flnIU C'J 'IItl~tl-3f'lfll1 i'I

1~';11JnUu'fl:::iitltlQ,j~1uiiI'l"Vl1~L~ultiu t'fl'll1~fll111ffll11JtT1fityti'IJ'IJ'VI1J1'V1'11tl~t'VIf'l1 U 1'fl11

••• I '191 "l P 91 •• '91' •••• ,.oj ,
~11~Ut'VIfY'VI~~N'fl~tlfll1 ~~11~UL'VI1'l' LU~tl~'fI1U~lUflU ~Ufl fl11~~~tltTtl~11'1:::1111~~tltl'fl

, ••• rI"'ft I .••rI.•••d .••• rI p •. 91 <S 1 1 ..•
t'lfU tlt1J'fll1'J'tl 1J1t:1WfJtlmfl'VI1tlUfl~ U'fl:::fll'J'I'IU111tlfll'J't'llltl~~11~Ut'VII'l'1JU1:::1J1Jt'VItl U 'flU

rI
tTl1~Ut'VIl'l''Il tl~ tl~tl fIl'J'

.•• , 4' 1!l/<ol rI •••
1) fIlUmfltJlftJff1J1::'WJN1jf1f1tJ L'fl'll1~fIl1 'IftlL1J'fl11'J'tJ~~111J1U

.••d .••• rl1 •• , "" 1-'1 ..• ,. I •••, .••
tJL'flflmtJUfltY Ufll'J'~~~tJi1'tltT11U'fl::: 'nU'VI'U'VI~~111J1U'Ul1JU1J'IJ'IltJ~1t1fl~11fl'J':::~1'l:l'VI Utl~~

"l9l••.••, ,.I .••rI ••••• , .I p '" .••••"l.1
t 'lf11i~~'VI1~~1t:1 1J1t:1WU111tJ'VI1~'W'Ufl~1'U~ ~LtJfl~111J1n'llU ~tJ~f1t1tJ~n'lH1U1 ~u LU1J1:::t'VIl'l'

''VIfJ'IItJ~tln 11J'Ifl1'V11i'VItJ~(2543: 107) ~ffflt:l1fll1'~!lU~tJ1q!'flmfJ'U1J'U1:::1J1J 1'fl~~1 ,r~'IltJ~

'W,rm1U'IItJ~1J1-J'VI1iU1tll1niYm''VIfJ ~lti~ (1J111'1fU)'W1J';h'W,rn~lU'~L1Jt1ti1U,ftJ~m~1ufll1

..t • 1../ 91 I •• p ••.•••• "l ' • I
tTtJ~1'J'U'fl:::tmm1J'flfJU'IItJ1J'fl1:::1111~n'U1J1flU'fl:::~el~f'ltltJ~n1J~lU1\lfJ tU~1~1J1:::L'VI1'l''IltJ~...

.••• rI~ 1lI rI •• ../""1
U~1J1J'Il'tf'l111i TtGJtLGJt'flU'fl::: tf'lGJtmtJ1(Dabblsh, Kraut, Fussell and Kiesler, 2005: 695) 'VIl'l'nt:l1

~f'lmm'U1J1111'V1fJ1~Uf'l11Un L1J'fltJUU1:::L'VII'l'~11i'!tJL1J1fll t'wcifrh (Feiziya, 2001) ~ffnt:l1fll'J'1~
~ tI d 4:1' QI ~ Q.1 ~ " QI.cto 91 : ~Q,I

tJUt 'VIel1tU ~tt'fl::: tJt1J'fl'lltJ~'WUm1U1J1111 'VIUl'flfJ1~~ 1 U1:::t'VII'l'elfJ'J'fll ,~ 111Jm ~lU 1 \l fJ'IItJ ~

.cto .Clt, oCl lCl ~ c14' QI

f'l1Jt1J'flm1J'lftJ U'fl:::8''flt~11i (Kimble, Grimshaw and Htldreth, 1998: 4) 'VIl'l'nt:ll'VlUn~l'U'IItJ~

1J1-J'VI'i~~u1'~~~1'1l11utl1:::t'VIfY~~nqt:lul;I::: 'U~ 111.1~1U1U l1d ~'tiu1f1ftJfJf'lU 'Vl1J11'Vl,rfl~1'U
rI 1!l/<ol rI~ I •• "l .••• ,.oj •• , I ,

'IItJ~tJ~f'1011 'Il'm1J'flL1JU'lftJ~'VI1~11'flfllUfllHI~91tJtTtJ~lm'IJ~tl'fl1m UUNUn911~ C'J tm:::1:::1111~

tJ~tl 011' UU~l;I:::1'ULi1U~ lU 1U1Jlm,fU tiu

.JI. <!I jI 4 ,91 1 1 ..•
2) fI11rI't./'lf1tJfIl11'f/lfNlf11lfUl'YIfIt' L'fl'lll~01'J' ~1:::1J'lJL'VItl 'U 'flfJ

rI ~ ..t ••• , 91..tp ••• 91""1 ../91 ::../~
~11 ~Ut'VIl'l''IItJ~tJ~fI fIl'J't1JUttl1tJ~1JtJ 'Il'lUfI 'UL 'WtJ flU 11111'J'tJ L'111tl~~11~Ut'VIl'l''VI~ tJ ~ 011 'VI-3'V1t1JU

p 91' d , rI, I dl '''' rid 91 I
O11fIU111'1ltJ1q!'fl'll11~11~lm11J GJt~911~C'J N1U1:::'IJ'lJLflHI'lllfJtJUt'VIel'J'tu~ U'fl:::'IItJ1q!'fl'll11~lnln

91 I rI I ••• I 1 rI , , , "l .•• ../ ~ 91
1:::'IJ'IJ!lU'IltJ1q!'fl~1Ufl'fl1~'IItJ~tJ~f1011N1ULfl1tJ'Il1fJmfJ UtJ~f1fll1 1J11l'UmW'VIrj l'lf~11~Ut'VIl'l'
••.I.ctoQl.ct, 1 J oCli,QI oClt.t! .cto .ct tI
1Jt)1J~~lU 't.ItJ~i'lfll1Lt1n'lfU~11J~lUl~fJ'IItlU1'1l' U'fl:::~UtflU'fli'ltf'lfJ1 (Hirsh and Dinkelackeer,

2004) ~ffnt:llfll1U~1~111~11~Ut'VII'l''IItl~'Vnrm1U1J1-J'VIi1t'fl91~ - U'Wi'101{~';11Jn1J1J1oJ'VI

•• rI, ••••••~ 91 ft, .••••••• , .•••• "l ' ftI
f1tl1JU'Wi'lflel1J'Vl1t91tl1 UmW'VIrj l~~11~Ut'VIl'l'1Jt)1J91~lU U1J1111'V1fJ1'flfJlU911~1J1:::t'VII'l'~11J

~lU1ifJ'IItl~tvlciffh (Feiziya, 2001) ~ffnt:llm1'~~UL'VItl{til91'lltl~'Wum1'U1J1111'V1fJl~fJ1~~1

..... 191 :: , •••../ ~ 91 •••• 1 •••••••• 1 ••••• 1 . I ,
'lh:::t'VIl'l'tll-h01 ~ 111J'VI~ 'Ufl'J'W'VIrj l'lf~lH"'Ut'VIl'l''VI1Jt)1J91~lU U1J1111'V1fJ1l;1fJ'U1J1:::t'VIl'l' 'VIfJ~l1J
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••••••• '" ".1'" d~ 'I ~••••• " .••• !II""
~11.11'HJtlf)~A'flAl \'I1.ImlJ7::tff1J (2541: fl- 'U) 'rIFlfl'Mlfl11 l'll'f)'UtVlf)1t1.l~t'Yff)fl11t'Ul(l~

,j ~ QI 1. d I a) JlM::lro f/ d
~11 ff1.lt 'rIfl'll~H f)1 \'1116 1l'Hl11161a6"f)1.IUflU ~l.:ifl'Yf1J11'IJfl mm l'll'f)Ul'rI f)'n1.l~1JU 1::1J1J

tVIA1 U la V~11 ff1.ltVlfltlf)~f)~ Afll1 1ufll'Jih:lluua:: fl11 ttff1.:i'Hlffl1 ff1.lt Vlfl1l1fl

2.1.2 UqJ'I11'f1tNfJU7/If1ftTU TtJiJal1aUmff'flfJ~1 1;t'fll¥fJ 11 ta '111'\.1fll1'Yf1J fl1J

i1ty'tYlA111l~11l1'J (l 'IIf)~1::1J1Jl'rIA1U la(jffn~umfl" f).:if)~Afl11 ~ A11' ~;1Jfl11 ~11 \'Ifff)1J

ft I'" J! 'IJ! ••• 1".1 .•••, ~••• !II, ~ 0 '" ~"
lJ11l1W"f)~afln l'Jl'~l'U ')19.1/UllJnJlJ1~ 1'n8 'tYU1AA111l't'l18lJ 'II'.:il1.1~1'tY11Jr::!l'll'~a8At1m

1mftA(I~fl1J.:il1.11\l6"f)~;J't'I1;~,r ~11l1.:jtf (2546: 62 - 63) ~fffl'Mlfl1ni9.l/'Ul1::1J1JffU1Jff~U

, ••• ~ tI d 1 1SI a.o I _it .cI QI lq' ,
~lUta "1~ fl11 Nl1.1tfl1f) "168'Umf)11 U91 916'r191tYf)1Jfl11'II'1::1J1Jfl1JflQllt1J 1'tYlJ16'fW.:illltAVN11.l

"" "'!II •••••• , ••• ' ••••• ", • ~ ~d
fl11flfl'M 1'YI1" f) 118~1::1J1JtY'U1Jff~ 'U.:ilUla"1~fl11 Nl'U1A 1f)" lVf)1.Il 'fl f):i 11.1~lJlflt)U 'Vf1J'Jlr::!l'll''fl

~ ••••• <I J! •• 0 " !II~ d•• " 'I .•• ".
t1JULa"1~ fl171lfl1H AU11J"t)t,!a'¥Jfl'JU 'illU1U1l1fltY ~Na 'tY" t)t,!aVl \'IAU11Jl'U1::1J1Jll"U lA l'Hqj

,~ .,f ••••••.1 "" ' : '"fl11~.:j"f)~a"U1C)j'11'd1f)1 l'UU~a::AH 'II'na11.l1U1l1fl

Na m ::Vl1J'tYllfl~ln91 'illflfl11 1cNmfl11.11aVffl1 ~1.ItVlfl" t).:jia" 1~ fl17ii ~llJ

P lIJ~ ,~ • J! , " "" po",.l d1 •• <I !II
~1'U lAUfl A 11.1A'JllJm'Jl'l 1.Ifl111"1(l.:j~17tYU1'r1fl ~1'UA111l\1lfl9l"f)'HUt)'fl 'UfllHAlflmlf)t,!a

•••••• .1 •• 1 1 "" ~ , !II
'U'UtGJf7l'lnt)1"t)~7::1J1JmA U a6ff11 ~Ul'flfl' ua:: 9111.1~11 ~Ul 'flfl'fl1lJVl1.I

, !J/7!J/4 'I d "" ""1) f1111Jt:l1'lf1 UfP1'i1'fJ10'J1J'1HI"UlrlfY l1.ltlW::'flta'Ul~fl1'ilJfln l'll'

1 1"" ~ ...•.••'I • I'" "'••• J :: .l'1 '1 "dl'flA 1.1 a6~17ff'Umfll'UU1A'if)~lJt) lUfll:ilJ{J1J~~11.1lJlfl'U1.I'U1.IlJqj'tYln'tY'Jl~fll:i 'II''fl

.1 d lIJjI '.l'1 ' !II 'I !II "" 0 1!11~ "" ••
Ul'Ul~fl171.J7::ff1J1l1fl'flq91 UmfllJqj'tf1A'JllJal'll'1 11.1fl171'Ul(l~ff17ff'U1V1fl' 'fll 'tf~8~tffVL'Jalfl1J

!II"" d jI 'I !II 1 2 .••••••• '" •••• ".1 •••
fl171 'U1MtYl:i tYUt'flfl''fl~8.:jfll1 l'lf~lU flgtA6~fl1J~lU1\1 V'Ut)'I flfl lOll \11.1'\'11lJ1::t~1 J

d~ , !II••••• <I •••• !II"" ••••• '"
(2541: fl - t1) 'flFlfl'Mlfl11 'II't)'Um8:ilU911'f4t)fll11'Ul(l'l~17tY'Ut'flfl'Ut)'1t)1\ll'Wll'tYl'J'fl61a6

t18UUOU 'H;t)mrm::~'1'tYflil'..r'tY1l~91l1l1i6'UtHfl111~ \l1.lVll~wtY (2547: 79-96) ~f1fl'Mlfll:i1~

••••• <I •••• ~!II ••••••••••• '" •••
f)'\.UVlf)111.1~U'Wf)fll1 lT1JAU ffl1 ff'Ul 'flfl''Ut).:j8nn6ua::1.1 tY~ lJ'tYl1V161aV\l1'W 11'fl 61t"~

••••• :, <I '.l'1 ",d~~ 11"" •.
tYl1tY1.I1V1fl'\'I'U'fl'lJ:iUU 9l1.:jfl'Yf1J'JllJqj'tYl'tYafl'rlr::!l'lf1::1J1Jt'flA U a6~1'i~'Umfl''Ut)'1f).:jAfll'i

.1 lIJP' 0 !II SI,!II , ~ 1 SI , I •••
1.J1::~1J l~Hfl :i::1J1JVl1'l11.l'lf1~8'l 'Ift1alU1U 'Ufll:i:it)'U8t,!a IOlm~'t'Il::"8t,!a'UU11Ol 'tYty U191

"i1qj'tYlfll1 t11Afll1 ~91~8 n1J1::1J1JoUt)6A;.:j

0'" JJ7 ",d!J/ "' ••••1 ••
2) f/'J 13JiJ1fIfI'f/fNlUfJ 'YI U fP1'nmm 11'f/fJ1JiJ11Ul9f'inl1 fJ'i'fJtN'i~ '1111

1 1 ... ,!II d '" : d SI •• ,!II ~
IrIfJ U t:lt/1J'1HrUlrlfY ~lU 1.Im1::'tYU1'r1'tYafl"f)'11a'Ul~fl1:i1.l1.lU161'Uf)~fl1Jfll:i 'If~l'i~Ul'flfl't1J'U

o 1 ' ~!II "''I ~.l'1 '" ~ ~ .•• <I ••••• "" , 'I ,.I d,
\l1'U1'Ulllfl Am~'Vfl::861'ltl'l'U8l,!a'fl 1'11'lUlJ't1J1.It'U1.I'Ut)t,!a8taflmf)Ufl~tff6ff'J'U l'tYqj tUfJ'fl 1.1

'" <I " ••••••• 1 •• 1 1 .•••. "" .•• 0 ~

fllH 1OlU11Jt1f)l,!a1J1.ItGJf'il'lL'Jf)1'Ut)'l:i::1J1J1'flfl 1..1aVffl'i tY'\.uVlfl'Uf) '18~fl f111\1'1lJA'JllJ \'Ill1J'Utt ~

n1t)'1\llflt ~{-nt18it mfJ1Jl~n1J ~t~1JtfJfl~11 ~,;n'Ufl n i 91t~1JWfl~n 1'Ufll'i'; 1'l1'U'Ut)'1••
, lIJ•.1" •••<I ••••• , "".1 d •• <I dllJ I "" "" 0 'I SI

ta'Ul~fll7 t'll'1.I matfJfltYl'i \'IA'tY1ll6t)iafl'rl:if)Ufl~911'1" fl11lJ'Yf1.l'fl\lIOlU11J'fll1l'YffJt'YfV.:j\'l'l'flll'H
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'JI 'JI 0 4. '" .4"1'J1.,.,l../.,. 0 '"

lfl~ 1'\.!fl11~~).Ilfl1.J~~~f1 "lU 1U 'H'U'I f1~'Uldfl1~ 'Ufl 11 1'Vl~ lll:IJ'Vl'U'YI1'Vltf'l'W~ff1'H 11.Jl~f1ff11 UfI:::

91 ~ d C\,f4 dGl ~ C\ ev.Q 1 : 0 QI J"
'lJ8~f181flf1Y118Uf1ff8U'YIl 'r 1'Ufl11UQ1.J~'11'U 'U'IlW:::'U'Ufl11m:::'YI1flfl'MW:::Utf~:lJff'lNtlm:::'YI1.J

I 00' d ~ d .q tI tI ,~cst ~4

~81:::1.J1.Jfl1nAlf11.Jl8f1ff11t)1f1f1'Y118Uf1f1'(eRecord Management) 'lJ8'1Mflfl11~tf1'ltf'l lmUtltf'l
QI C\ QI ~ tI q tI ~~ QI

f1'lN1U1"tf"~'I1'Y11'YItl1f1~mfl:::C)j'A1U~1 (Whittaker and Sidner, 1996: 276 - 283) 'YIf'lf1'M1'W'Ufl'l1'U

~ ••hn'U'U1:::A1.J9h'l '1 ~lU1U~ii1.JfI'U'lJ8{j1.J1~'YIlfiAfI' Anfl~8unru'ti' (Lotus Development
Al "' .••• '" 'JI 'l 'JI,l ../ <!\ '" ~ 'JI ••• <I .•• If

Company) u1::: lYlfYff1l1 Ja 1:IJ1fl1 'W1.J11'VlUf1'11'U~a'1fl11l 'rl U 8 'YIl'Vl811A1f11.J'lJa~f;'\ijlflf1'Y11a'UOfl'

.1 'l ft.'" "' .•• :: ../ Elf "IA.! If ••• <I .•• If
:lJ1f1'1lUlUfl11uQ1.J9l'11U ~a'l~u 'YI'I'YI11J'Umfl 'I 1'UUfI:::11AlI:lJ1tf81fl f1V118Uf1ff

''JI1 .••<1 ••• If'l If
3) fr1HrWrlflrrn,mU Atfn~'Vl1:::"1f1"AlI:lJ1tfalflf1'Y11a'Uf1ff l'U8'1Af1U

../ '2'" I " 1IJ I ../ 'JI •• .4 :: ..••1IJ • '" , .:
'YI1fI~1'\.!fl11 M11.J"1f111'U1tf'llUtf~tf~1'l '1 1:IJ111l:::1f1tf1'1la'lf11.Jl18'1'U'U1I'IallJ f1f1'MW:::I'rUUal1l

1;jtJ1.J' ~n1.JflUffUUlJ (spamming) l~ 'Uf111ff '111AlIlJ 1tJ~lgf1'Y118,"mf~ 1U 1 'UlJ1mh'Ul A;8,j ltJ

~ tI.d#t ~ #I ~ dt QI !p ~.
Aa:IJ'Vl11~81 i1tyll1'Y111JUNfI ~ 1lJlJ lU 'U'U~ f1" 1f1":::11JUfl1'I fl'U1Ufia 'I'YI1'WtJ1f11M1Ulfl1a 'IIltJ 'IIa'l

tI ~ QI' ,~ jJQI , J 91 91
a'lflfl11 Uti 1 lJ'Iff'lNfI~~f;;j l ~11.J11AlI:lJlt1l'HfIl'U lAm ~'Vll:::1fl'IJ1'\.!fl11 l'U Jl'U:::f;;j ~UfllIAlIlJlm 'Ill

.c:I • , QI ilQI QI QI .d , QI .c9 91 'I.J!
8~f1'Y1f1''I''1f1UN'Uf1~1'1'1 ~'I '1lJltf'lf;;j'lN f11.J1.Jty'il'lUfI:::'YIff'l~HlJ1tf'l1fl'll1'\.! fl111a'l "'I~8'1l'D'11f11
1 4 0: ell t Qll ' c:, 4 t/4 I

fl'1U lIU '1'118'1ldfl1'YI1'llU 'YI'1l1lJA l'UU~ f1:::1U 'Ufl11 8 1Ullfl::: f1f1'Um 8'181lJfll'W8IWf1UfJ:::1:::1I11'l

tillJtl~1~tJ1.r~'10'lNl'Ullfl::: tillJ tl ~ hjl~tf1~ 8'101.J'11Ua~f1" 1mlu fl'a Afl K8'101.J'I1U1i tf~ a 'I

I ••I .d. c9 21 ' 9J QI.Q •• IQ .Q d Cll t/.d
~ l'lu 1:::l'YIfY'YIf1f111f1'Iu tyll1f1'lHY'U1 'YIfY'YI1lJ'YIU~ um A1I1f1u1lJlW 11AlIlJ 1tfa lfl f1'Y11au f1ff'YI

p 'JI ../'2"', I '" "I " AI .,. .•••• If '" ••• '"11l11lU1'YIM11.J'UU~fI:::1U llJ111l:::u1:::l'YIfY8~fI'1~11f1tf ~1:IJNflfl1nlltf'IJ~'1f1a1A~U 'Uf1dlltf'lla'l

•••••• I _I .,. ../~ '" ../ .•• .1 1 ../
fflJlf1:IJ"911'Y1tflU'H'Iu1:::I'YIfY~afl'l~'Ilfltf (Gordon, 2003) 'YIf'lf11:l1fl11lJf1AAUYl1f1A'IJ'U 'Ufffll'U'YI

UfiU~'I1U lil1lJ~1fl11 tT1n,,'WU f1'11Ul'U ~'1A'fl11~1'1 '1 l'U~1UlIti'l~iAfl11 \llU 1U'Hd'l~U AU

LU!U~U1:::1'YIfYfI'1fi'JallJ1fl1Ufl:::~ 11u ~llJNfI'fl11th1111~a'l1.J1~'YI;;'YI~611.J1Lf (Pitney Bowes,

2000) ~tYf11:I1'llAfllm~~'I1.J1~'YI;;'YI~611.J1Lf lU1.h:::l'YIfYfI'lIi'J~W1fl1UfI::: l'U~l1u Uflt'llU1itf
fI .dc!l QI tI t QI C\ ~

~~'Il'J~f11flfl' (Fallows, 2002) 'YIfYf11:l1'W'Ufl'llU1U~'Iflfl11~1'1 '1 lUU1:::I'YIfYfI'1I1J~llJ1fl1 nlJ'YI'I

'Il'U1itf~tNAlJlijfl f11lJ'raf UfltifllA11i (Kimble, Grimshaw and Hildreth, 1998: 4) ~tYfl1:l1

'VlUf1'11'U~a'l1.J1~YI''i~ff'U1~~ fl'1~1 'UU1::: 1'YIfY'fl'lf1q1:lUfI:::lUQ 11u \llU1'U lId'l~U..rlf~tfA'U

• AI'" .,. 1f../1IJ2'" "I ' '" -_I'" .1 .4 "I 'JI 'JI ••
'Vl1.J11u1lJ1W~tH8IlJfI 'YIl\<'l'I1.J1'UU~f1:::1'UlJu1lJ1WQ''IlJ1f1UfI::: \1'I~'U11~tf l Aff11'lfl11lJf1 ilIA'U

'l 'JI•• ../ 'JI 'l 'JI •• .:, ••• If .1
lllf11.J'llAfl1mYl~~'Il'rldfll1'Ufl11f1f1Um~'181lJfllJ1mlU

2.2 UU-3fl1JUty 'V1tl1Jfll1 '~tTl·nr'UI'nft"IHIi:l'U1'\.!fl11

~'1 A1.JUty'rlU1.J , ~,ht~'U ~\iil1~:IJ~U 'Il~ 'IfI'11 ffUI 'YIfYllfl:::l~ 'Ulll! rl 'I fl'11 fI''Ul 'YIfY~

?;hAty~lfl~1'\.!fl11 Ht!.'U \1f1.fll1tll..! 1~1I""f1 '~il1l~1~'U'I1'U1.J11111 '11UU1::: 'liJ 'I1'U i A~ 111'lUilI

••• , 1'J1 .!'It 'JI •••••••• ../
lIlJ1tf '11UI~lJ'Ul11'l/ ~91a1.J"AlIlJltfUfI:::t~f1f1'1111J'U~'U '11U111tf'lla'lf11il1f1(Goodall, 2004: 9) 'YI..
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ffn'l:lln1'1111ffl1 fflU 'VItl''IltHllI 'Ill .•.•n 111'UtJ1:la'VItl'6~nq'l:l t'U m1tJ D-U~~1'U~11fNl'UHtl t 'U~ n'l:lWZ

'~u91mil~n'U

'U8nmU8 ~lnrlutf 11tJ LL'U'U'll8~ ffl1 ff'UL'VItl'~~-U~A'U-Ut"\l'l1l'iimJ'lI '~'h~z 8d

,hi ••••••••• ., ••• " " ~ ,••• 1 I 1"
'UllJU'U'U'Il8~LffU~ mZfll'l:l'tn8t8nff118ttlnm8'Unff tl1'UUt11U91iJHtlmZ'VI'U flU91H918m1 'l1

..I" hi'" _ 1..1 1" .4 _I'" "'•••• "'" '" '" '"ffl1 ff'UL'VItl''ll8~Ltl'll1'''' mnl918~lJ 1'ULlJtl f./'Um1 'l1ffl1 ff'UL'VItl't'n8lJ!l'U91~1'U11iJn'U f;!'U~fil'U'Ut"\l'l11
d~ QI QI QI SI ;p QI ~QI QI ,d

911iJU'U1'V11~'VI~'U~fil'U'Ut"\l'l11918~nl1ff8f1filt18~n'U~1'U1~fJ'll8~~lfil8'Utl''U (Jacobson, 1999) 'VI

<'I , ••• , ••.I QI ~ , "QI QI QI ~ g,r-J 0

tl'n'l:l lttl 'II1""m1 'lWlfill1ml 'UlJ1Zt'VItl'fflf1 !8tiJ1m 'n'U11f;!mfil'U'Ut"\l'l11tlJ'UFj'VInl'H'UfI~1'UUtlZ. ,,,.
U'U1'V11~m1'V11nU 'HUnm'll1 .•.•m1

• '" 11 .•• ..I.•• 'I" 'I _I .••., .•• " ,,'" '"ffl'tn'U'J'U1'H1Hl'Uf./iJ 1'b'ffl1ff'Ut'VItl' l'UllJU'U'U8Ltln'VI18'UnffUtl1iJn~Z 1'Ifil11iJ

tl''UhUtlZ~fl911iJL'VIfill'U ltlUff}jf./l1'1~utlz~tJmwL'VIfill'U ltlU~l~ '1 ti48,hiJ1'rl'Um1tJD-U~~1'U

, .•• " ••• .4 •••••• ~ " I 1" " .•. I ~ "'1L'l1'Ufil8iJ'n1t9181'nn'nl1'118 tfil18~'nflt8 LlJ'U91'Uff~Htl 1'Ittl'll1 .•.•m1'll8~f;!'U11'111mtll'U'UiJ 8mtl'

llJ1'~ 1 llJl'<I" _I "'" 1.4 _, •••"'••• I "'" '" '" '" '1'1~'11'1n'l:l1'Hlfil11iJtUtlZ l~ 1'l1~lJmWfI~ntll1t'n8ffliJl1illJ!l'U91~1'U11iJn'Uf;!mfil'U'Ut"\l'l11 ~

t'U'VI1~mr'Un'U~'Ui'H11~iii~..rfil11iJff'U 1~1'I18~fl911iJt 'VIfill 'UltlfiLi4ml1iJ11rl'Un l1tJa-U~ ~1'U

1..1 1,,'" '" "l 'j1clj" - 1 " ,.: '" ,,, ••• '"8mff'VIttl'lJ1 .•.•m1~Z fl1'Ufl11ff'U'Uff .•.•'Ulf18 ~ 1'l1~lJmWmtll'UU8iJ'U8UM ntlLfilu~n'U

.•.'" "1-.11'" " ..I~Htl~1'U1~U'lJ8~81nm'U81 n 'YIUtlZtl'U'VI (Aghaunor, Fotoh and Lindh, 2006: 22) 'VIl'1n'l:ll

" '" 1 -, 1 .4 ~ .•• , I ••• '" ••• '"

f;!'U1'HlnZ~'U~~'Il8~1i'Ulfill1 'UlJ1zt'VItl' 'U~t1fJC)f~LlJ'Ul1m)'lJ'Ul~ 1'It"\l1'l18UiJU91Htl~1'U1 ~fl'll8~

... '" 1 1 1 " ..;~" ... ., , -I1'Uff91'UUtlZ ~ tl n91(Winston and Dologite, 2003) 'YIl'1n'l:llL~1'1l8~1pm)'lJ'Ul~mn 'UlJ1zt'VItl'. "
ff1'l i'! 8 LiJ1n lVlij'U'VI'U1'V1'ri~tl11iJt;j 'U~i18~ 'UUtlZ ~'U11'111 ~ 1~~'n'U'h'ritl''Ufil~ Lt'U1'V11~l'U m1

q : QI gJQlQlQI .dC!Vq ~~QI,dOQlf ,d
'U11'111~l'U 11iJ 'VI~n11tl''U'Uff .•.•'U'118~f;!'U~fil'U'UqJ'l111'118f;!'U11'111LlJ'UlJ~~fJ'VIfflfilt"\l918fl11 'VI

\Ifiltllm 'ilzij 18mfftJ1z~n~'rin'l:lzutlz fil11iJf'Vl1~~ l'Ut'VIfill 'UltlVffl1 ffUL 'VItl'iJ1l111um1

tJ~,j~~lU

2.3 nfl'Uzfll1'ci'mflltllouUl '.ia''\.U'YIfl'll8'iIO'll1 ~fl1'.i ...
fil11iJ~111'1,rl'lltN1Z'U'UL 'VIfill 'Ultl Vffl1 ff'UL'VItl'1~tJf'ULtJ~ flU,)'U 918Um'.i ,i1~ l'U

t,vLrI'U, tJ8fh~6911 'U~~iJln~'U '~11'ilzt;j'Um1H~91 'ilfl1'liJ1UUtlZffliJl1il ifli.'i ~o~~i''U 1~'ri'U Vl

I ••• " ••• '" '" llJ ,,~ " .,,, ••••• ..I •
Hl'U'VI1~8tiJtl 'H18m1'ilfl911:il~'Ufl1'IiJ1U88'U ltl'U LlJ'U91'Uttl'lJl .•.•m1t8~n918~iJ'VIn'l:l~'YI 'il~'VI1~1'U

" .
n'U1:l:'Uml'Uff~fl11'1~mrl1l!'U911iJ 'tJ~1fl 1flf.It~'n l:l:mh~v~'rin'l:l:l:'VI1~~l'UL'VI fill 'U1tlVffl1 ff'Ut'VItl'

.•• " ~ ••.•• '" " .•• " ..I~
Utl:l:fil8iJ'n1L91t)1tl'8f1filt18~nml'U1~fJ'lJ8~iJltliJfil1ff91 (Malmquist, 1996: 54, 134-135) 'VIl'1n'l:ll

,; n'l:l:l:Utl:l:tJ1 :l:tl''Un 11armn; l~lU 'lJ8~ttl 'lJ1~ m1 1'UtJ:i:l:t 'VItl'Ufil'U1~1 ~1'U1i fl 'lJt)~...
iJWCVll i'UflTiml'U:l: (2545: 59 - 60) Vlffn'l:llU'U1'V11~'VI1~~1'Um1.yrml'U181;1'nm'lJl""fl11 niJ';~

'::'GI Co' QI QI~.4 QI QI 0 QI

~1'U1'ilf./'ll8~191'U1 8tl'11 .•.•1911 (2540: 39) 'YItl'n'l:l1tl'iJ11il'U~'ll8~m'll1""fl11n'Ufl111lflfl11ffl'Un~1'U
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-er911u~~'YnYh";fl'l:l~~thflty'U01nh'H'l1'1~t~'fl1\101'niu'~uri O111~f>l~J:I,J'rbt91ij1ml~0111~

1 ~ tlA. ~ 91 dl , .dI ,~ tI cI
t11um lJf>l8lJ't11t91ij 1't1UJ1U 'i 1lJ'tH01'i i'I1tfl'i ij'fl1VUauua~tfl18 'fl1V8Ut 'VIij1tU 91

uU1'V11~1u01'i";~u 1";fl'l:l~'VI1~~lUt'VIfll U latiff1'iffUt'VIfYUa~flijlJ.w1t91ij1~ij~

'<1" .d, , £It '" £It ' <I' '<I AI .d ''''A Ita'fl1\1011~~ijQ LUafl'l:lW~'VI lJt'UU'VI1~01'nffm1JUff1UL'Htyua~8Q LUllJU'U1J'VIU~fl~l~flU lJ

i~uri O11fffl'l:l1'H1f111lJi~111~Utij~~lfl~lu~'li1'uu~a~lu 'H;8~lflO1n~i1 'HJuNm~u 011

~l'"I" ., ~. , ..: .•• .oj '" • ~ "It.11'" ~
ffij1JtnlJFjt LUij~flO11 O1'i'H1'HU~uij~ln81Ut'WlJt91lJ Ua~lJt't1t1~ff1UU811'VIL\"1'i'U01'iHflij1J'ilJ

, '" ..; £It III ~ "11"" '" ~ ~l ., •
Uafl'l:lW~'VIt1JU'V\1~fl11L~Ufl \"1m01'iffU1Jff\lU ~lflij~flfl11 Ufl11t'fl1Hflij1J1lJ'Hafl9:911'H1ij

lA I 1 ,.,j ~ <I!l!"I ~., .,•••,.,j .,j~
lJ1UmlJ 'HlJ 'VI918~L'lfLU~lU ffij~fla~Hfl1J~lU'J~V'flij~11ffa (RasH, 2005: 110) 'VInfl'l:l101'i

..;~U 1"; fl'l:l~'V\1~~1Ut 'VIfll U1atiff11 tYUtVlfY'flMI.JfI mm ~ 'li1~1U~ 1U'H'Il~111011" ij~lJ'H11'1'1111~t1

lJ11a1CMmLa~'t11Jl1thu1'Hqj'l.JfI~1m fYfl'l:l1'H1f1'JllJ flu ~fl'l:l W~~ 'lit ~U 'VI1~011 l<YUfl11 "fl'l:l 1'H1

~11 .oj ~ ~ ' !it' ~ A ~ ,:
f>l11lJl\"11t1~Ut8~ ua~lJfl1'infl'l:l1'H1f1'J1lJ ••8111~11JU'I'I1~fl11t'l1U O11ij'U'ilJfll'.i ''I1t'U8~~Ut'l'l1UhI

U8fll'H'Uij ~lfl";fl'l:l~'I'I1~~lUt 'l'lfll U latiff11 ffU1'VIfYul('J";ml~'VI1~~lU0111;JVU

oC:l QI 91 QI d~ Q,/ "f.cl OGllll'''' IQ,I
~~'HlJ1t1~1fl ~ua~'I'I fl'l:l~'I'I1~~lUfll'l:llij ~flq'l:l fll1JU'I'Ifl'l:l~'VIlJfl11lJff1f1 ty llJU 8 t1fl11flhl ua~

.cI ~ 91.ct A 91 J d 0 - ~ d
La'fl1\1fl11lJ fl11 nfl'l:ll'H 1f1'JllJl1't1lJt91lJ'I'Il~~lU U lJlfl'l'l q'~ ~1flfl11 ff111 ~fI 'JllJ fI~t 'HU 'flij~

91 IV IV Q,I •••I 4!\ -', - •.• IQ A QI

Fj1J~fl1J'Uty'l11'fl8~fftnU1J1:::fl8'U011t't1ijfl11 tY~ijtl fl U fl~ ~l'I'I'W1ta~1"~1J1lJWCVI~~ llJ~lU'J~t1

"
"tl~fYlq'~l uuil11iu (2539: 75) u~~01nhn~fI'J1lJfi~1,1u'li~"tl~~,j.:!fllJ'Uty'lf1Ua~ta'fl1\1011

~'li1~lU'U 1iU1f111't11ti1'116'flU1~1'Hqjlfhn.j~ 9l1lJ~1h11~t1'fltl.:!.:!lU1~t1'fltl.:!lJWCVlliU~ll~U~

"(2545: 59 - 60) 't11Jl1";~~,j~ti1J'Uty'l11Ua~la'fll\lfl11~1~~,,rfl11lJthflty~8f111lJifl11lJff1lJ111:1

~ ., • !it ., •••• ., .d .4 !itA
'I'I1~~lUfl1'1:l1tl.:!flq'l:l11t1JU~WtYlJ1J~ff1f1tylJ1fl81l1~'HU~'fltl ~ta 'fl1\1fl11 tU 8 ~~1fll1JhI't1UJ1U 'fl~H

~fl'Ha1fi.:!lU t<JfU 'I'I1.:!~lUfl111;JtlU~~'HlJ1V19f~tl1J
.••., .J'• ., .•• .oj 11 1~ ".,j ~

~afl111 ~t1UllUllUU U1f1~'I'Iq'l:lt) tYfll1~U 1~tWllJfl11 'I1ff1'i ffU1'1'1fY'Vtl~t'rILaij 1'r1tUU

~., JI • '" p.,j I 1 · <I~ !l!"I~ iI , •
1J~~llU1~t1ijlJff1f1ty 3 ~lU'YIff~~a ~1l~H~tlO11l'l1ff11ffU1'rlfY"8~Fj l'l1 L~Ufl flt)lJ'l.Jflfla (Sets

of People) fffll1~ln~l(tllJ (Settings) ua~'flij1Jt'flfl'flij~i1ty'H1 (Problem Dimension) ~afl111~1l

.J'61 91 d. rI d ...1A QlA ~ 91.ct A •• cv "" IA QlA

'11L'Hm U118.:!flfl11'r11a"1\1O111J{)1J~~lU 011nfl'l:ll'H 1fl11lJl t't1lJ1~lJ1't1tl't1~U 1fl111J{)1J~~1h1

'fltl.:!ta'fl1\1fl11 ~'ll~fl1J'Uty'l11'fltl~La'fl1\1011~~111fi~ ";fYUfl~"tl~m'fl1\1fl11~tlL'YIfllh11ati

"<1 I <Iii.''''''' !it~., ~.d. 1 I <Iii
tYlJVL'HlJml~fl11 L'I1tfl1tl'fl1V1'111'11'W1a"l\1011t1JU1JnVU1~atllJYlff~~a\PlfJ~1~~8011L'I1

lIIi •• loCl Q,I.c:t. 91 ~ Q,I f .d 'QI 'ft' ...,
ff11ffUt'rlfY"8~ta'fl1\1011 LU0111J{)1J~fll1~'HU1'rl'Hafl~1~ '1 ilJf.:!U91fl~l.:!flU1J~a0111~t1

, JI"''' ••., d .•• ~ "," .,j'1I~ '1~
flt1tflV.:!fl'U~a~lU1~t1'fltl~UlJflijU'rItl'lHlJtl'Ha1 (MacIntosh-Murray, 2003) '1'1~nfl'l:l1fl11 L'I1

!l!"I~ •• '" 1 1 ' I .dtY11ffU1Y1fY'fl8.:!Fjl'H1J1fl11 q''flfll'Wfl1J1~1J'Uff11ffU1YlfY'fltl.:!'fltl.:!H't1V11J1a"U l~ 'Hty1L'H~'HU~

'Utl1~1'rlfYUflUU1\Pl1 ~M1U1~V"ij~'1,;' (White, 2003) ~'~"fl'l:l11~fJ1n1Jfffll1~U1\Pll(tllJ0111~
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!II!II •.•••• ..1 '1 .•..•. £, d..l ••••.• ..1 •.• d ••••••
tYl'HYUl 11fl''\lt"l.:j~~t"l.:j'\l.:j'Hf\j.:j1'Jt"l~ U tYfI1U'WU \llm:: r~1Jfl1t"l.:jlAn 11l1Jt"l.:j1JWl11J~1 J l'WWl1~11LUti

••••.•••• ..I1lJjI:!:!l4 •
.:j1U1\l(J'Ut"l.:j~~a1A (Lillard, 2002: 104) 11t~l'fn'l:lll1t"l.:jfl11UtY1.:jmtY11tYUl11fl''Ut"l..:jnq1J

!II.I d 1lJ" ••• " ••••.••• 1 •••••• P:!:!l
~1J1::nmJfl1':i'lJun1J tCJ1~'\lt"l.:jt"ll1JtIN~.:j1U1\l(J'\lt"l.:j1"l11Wl1tY(Francis, 1999 : 2761) t~l'fn'l:ll

21 •.• ..I••••••••• • 1!II ~l •••••• 1 1 1
1J\l\l(J111Jt"l111i'W~~t"lfl11'Il'tY11tYUl11fl''Ut"l.:jlft'l:l~1m'\lt"l.:j1J1::t11fl'~1UUAAU~:: ~l1J n U11::m

••.•• '1 !II ••••.• " 1lJjI:!:!l 4
UfI':i'lJl1JfJU~t"lU ~ U~::N~.:j1U1\lfJ'Ut"l.:jt"l1fl1A1'H (Agada, 1999: 74) t\'ll'ln'l:lll1t"l.:jtYtl11::

U1A~t"l1J'\lt"l.:jfl111~tY11 tYUL11fl''\lt"l.:jU1t1iJ1::~,j11tY11 tl1V1Ufhu 8"111J'U~.:jl~Ul '\l~<5u lu '\It"l.:j••
.!II 4:\ ct IV <IQ, •• ..d ~.: QI' #I "1!11'" P, !II

t1Jt"l.:j1J~1t"lfl1J1tYflt"lWl1U CJ1.:j1'J.:j5 'l1U.:j1UA.:jn~l1llJU.:j1U11 'l111t)'l:ll]tYtl11::U1Aat"l1Jfl11 'l1

tY11tYUl11fl''\lt"l.:jt11mt"l{t~ UU U 1111.:j'un 11fln'l:lll 'lfUl~fJ1tiU U~ .:j1U1 i'v'Ii 1,rt"l n n 1~tY11 tYUt11fl'

'I .1 ••• :; • Ell ••••.•..I""l"I!II" !II '1 !II
tU1J1:: t11fl' t11t1UU 'W1J11llJU.:j1U1\ltl111J A t'l111t)'l:ll]tYfm::lnA~t"l1Jfl11 'l1tY11tYUt11fl''\lt"l.:jl11

"Ell 'I:!:!l 4// Ell :!:!l 'I !II 'I • ••••.••.• ..I9I••••.•:!:!l
t~t"l1llJUllU1'Yl1.:j tUfl11I'fn'l:l1 \l.:jllJUfl11I'fn'l:l1fl11 t'l1tY11tYUt11A'tU~1.:j1J11J11nUn1J11r:;!1\l(Jl'fn'l:l1
QI ".IlQ,Q.f olCil;.Q,QI Q.I ~ 4I!l .Q,Q./

~1t"ltl1.:jt'l1U.:j1U1\l(J'\lt"l.:jtlT~111t"l.:jtl1V:: .:j1U1\l(J'Ut"l.:j1~U1 'H1JUtA'l1111t"l.:j1U1\l(J'\lt"l.:jntj'l:ltlJ1

jI Ell _?I ~ d 1lJjI'!'it "''''1' 1!II ..I. !II !II
t"l1\lUtl1llJU~U CJ1.:jtlTUt\'l11llJU.:j1U1\l(J~lUfl11 'l1tY11tYUt11A"Yl~.:jtUUfl11111Jn1J'\lt"l~~

..I "'.1 ' . ,!II ••• !II , Ell
lftfJ1ft1J1J1::t.o11'Ut"l.:jtY11tYUl11A'U'H~.:jtY11tYUt11A'U~::fl11 'l1mfl11'\lt"l.:j'Ht"l.:jtY~A~1.:j '1llJU•.
~hti'tynnffn'l:l11i'(J'u~n'l:ltlJ::ihl1 1'11'0111i'fJ'lu ~lU~.:j ncl11ii,rt"l ~ltiA l'W11::hifl1t"l1JfHl1J

QI.ct ".d d 91 QI 1i1 ,~.ct iI '1 !II
il\l1Wt"ln'HmtlA1U11lfttl1'IJt"l.:jn1Jfl11 'l1tY11tYU111A't"ltl1.:jV.:j11t)'l:ll]tYtl11::U1A~t"l1J'\lt"l.:jfl11 'Il'

"!'it •.• ,~ ••..I.J''l!lld , •.• • '191 •••
tY11tYUl11A''\lt"l.:jl11l~t"l1llJU~1t"lU1.:jl1U.:j'IJt"l.:j11q'l:ll]11'l1'Hl'HUt"l(J1.:j'l1At\lU11 fl11 'l1tY11tYUt11A'1J

fl111J~1JcNt"lUnl1fl11ffn'l:lll ~ 'Wl::iJ 1:: l.o11~t"l.:jtY11tYUt11fl' It'Hcl.:jtY11tYUt1'Jfl'U~:: 011 1.ru i011

" 1 ~ ~ ,: d I 0 QI 91 ltJ lAC cI", Q,I 'l
11t"l.:jtY~At111UU (J.:jn11UU \l::tlTU11tY1'H11Jl~'\l1~fl11 'Ht"l.:jtY~At1J1J1J'Vl1J11'J11t'HUlAU'Il'AU

• ..I 'I !II
J1U::U'H~.:jtY11tYUl1'Jfl'11t~'\l1~011'l'JnflU t'l1
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~ A QI 4Clt.Q ~ tI
3.3 fl1'H"fl'l!l1'.i:::'lJ'lJ'lJ'.i1fl'Hl~fll'm}fttY1Hn~fl'VJ';j~UfltY(eRecord Management)
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