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raaznisTmr6u rdasan isnszq iuZu~ida~d 

3. n is f lau~u6iunismaim (Marketing Control) r ~ u n s z u a u n i s d s z ~ ~ u  

nisai~arwuaraznisiirGu~iu6iunis~aim n i 3 ~ ~ ~ l ~ d i ~ ~ ~ ~ n i ~ ~ ~ ~ ~ ~ " a s l " ~ $  r6amou 

a u a 9 n a i u ~ a 9 n i s r r a : f l ~ i 9 ~ a i u ~ a % ~ ' 1 ~ ~ ~ T i ~ u ~ ~ n  



4. n~snauqun"iun~~<ubmmi~~mui  (Research and Development Control) 

nis?.$u~ra:n~s$mu~ v% R&D n a i u ~ f l u 9 7 u i l ~ ~ i l v s ' u v a i u ~ s i i ~  ~mui~w1:'ila6nis; 

6'ilql~a"naiu~ma&sassn"~unisa$1~uimnrsurd'il3irauorrri~n~1 i 7 h  ~W87P9fl99U01 

gma~vnssu~dnws'i19n&rra:nisd'ila~~ ~maivlnssa.rwnfuFa~3aniw aflu6u iPd4~nq:ii 

n"u~un"~~un:iiuans~mui~~a1a.aia.isnlunisr~~~4u11~~~sii~lus~u:u nisnauqa. 

R&D dsznsun"aunir<m~1~u~iu~~n:n1sa"n'iln~ns4nisi1 Fmusi8urnm.binqiuW'il~nis 
4 * w  909~n61 v~ona1ui73qlunis<m~ns~n1s~1msunisw'muii\n"a 

5. nisnauqu&~um~wuinsa.~wu"(~uman Resource Control) ~?anisnquqa. 

wqgnssu (Behavioral Control) r i l u n s ~ u a u n i s ~ a u q u ~ ~ m ~ w u ~ n s a . Y w ~ r ~ a ~ ~ w ~ i n s s ~ d  

$u?wis&'ilqnis n~snququwFwuinsuywddszn'ilu&au n~sGmuina~a.aia.isn"~~'ils 

wCnn9iu nir"mnm~urm:ds:aGuwq~nssu nis%pjisiqTa IuGa Idsrrnsun~sy%q Imuxja - - 
nisn~z~u~ra:d~~a?u%p#wGn.~iul~dgum~iu~Ei~~r~unaiu~iu~snrraz&aunaiur~ul~ 

~ds%w"'il~6n1saia.1~0uss~rfi1~~iu'ildi~~d~:t~"sn1w 



2.4 ~ a i a d i t T ~ a m n i s w a u q ~  
9, 

n i swau~~$wa iu~uw 'us "ad i~%n~~n 'un i9a i~~~uu  Fmo~iufiaa;lm"aqii~Gu 

aeiiqa'ilm?uKu a ~ ~ ~ m ~ P s u u n i s d ~ ~ n i s % w " a i u i ~ n u s s ~ ~ ~ i ~ ~ i u a a ~ a ~ 6 n i s  f~lunisaiai~wu 
P -  a 

qz i i iuuna~iuu ioaa~a.~n"n i~  ~monisai ; l r~uu~~~iwum~i] i~uiu~~~z~~uami~dgum 49% 

n s z ~ i ~ i u n i s ~ s z u u ~ i u  nisiqnis ~ ~ a m i s ~ u i s ~ i u  amz~nis~au~uqza~unszuaunis 
d r; 9,- 

i.il~ua;lw%vn~miumsaqaau r~a~ds:~~uiinisii~Gu~iu~iui~nuss~~i]iuuiuaa~~~uuu"s~~d 

f w u M " n ~ s w ~ u ~ ~ ~ a i ] i v ~ u i u B i ~ ~  4 dsznis I W L L T ~  I) d~~16a1~in"~lnisad~uuLLdaqaaq 

an?waaqm6'ilu 2) ~ i h % a ~ ~ ~ w a i m d ~ i i m q i n n i s ~ i a ~ u ~ i u  3) dau%pjinisii~~uaiuw"a'~l$au 
% d  d 

.oaaa~6nisGwaiu%maqu 4) wauqu6uyuluwiwqw ~an:%.a"m~wuins%~~iimdszPund~~qm 
Y C  P n i v n a u p  aDuLw~aadadauIwYusu~sa~uiso?'mwan~~i~a~ua~ui~ aquim 

u S S ~ L ~ I H P ~ I U ~ ~ ~ ~ ~ ~ I S ~ ~ ~ W  ~ I ~ A ~ Y Q N . ~ ~ ~ " ~ ? u $ $ { u " ~ H I S $ ~ ~ S ~ ~ ' E ~ ~ T ~ L L W I ~  ~~El"'2fJIfi 

a ~ A n i s a i u i s o ~ u t ~ ~ ~ i d ~ u a s l 1 ~ 1 ~ ~ a m 6 ' i l u d ~ ~ j ~ u u I d  Cnub~7i"nnwmu2aydu a+a;l=nn 

nisaimnisam~uunis uanqin%aniunis&flq?fiuwda9~'nis~siiqi i ; l l~M"naiuii6~~u 

nismauauaswaiu6a~nisaesgn6i~~az{u~bw ~mudniswau~uqzdaob~aqn'nisaiuiso 
* 

d~ud~~%w"aiuisflmauaua4~aium"a~nisaa4~n6i w'shiuuf mfim$ siwi nislSili iudiu 
A 4 3 %  P 

~ L ~ : ~ ? i ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ i ~ ~ ~ ' u n i ~ d 9 ~ . i l ~ ~ ~ ~ ~ ~ ~ ~  ~~~:%7ud~~a7u%w"aa6nis~na~uaiu isn  - - 
9unisuda%udas& am:dniswauqunisdguw~iu%uaa~nisq::dauam6u~u LLA:L& 



d s ~ 3 w " s i w n i i i u  d a ~ q z ~ a u l G ~ ~ 6 n ~ s i ~ ~ q i n a . 1 q s ~ ~ . ~ ~ a ~ u o m n ' i l u  (Vicious Cycle) 

~uwi~nsq~u~iu.i lq~nisiqinszuunisnau~ui~dsz~w"~niw iiqzt~7~an?azn7sd'i]un'i]u 

mdiqlsn"; szuunaugud~~mdsztwtn~w~~qqzlaj~~an~uaL~uuw'u;w'uln udqz 
9 

n'eu q r i . i l f l~~1i Iw"ni ra~Anisquuin ionis~~M~ ~ ~ ~ u ~ u ~ w i s m " a ~ G n ~ i s z u u n a u ~ u ~  
* Y  a s.iluneur~az%~u ~muw~i$nisnau?uqz.dau~w~u?uis~iuisndqzdfud~abbnu ~~az-dau 

1 w " . i l ~ h i ~ u ~ ~ ~ ~ 7 i ~ ~ ~ ~ 1 ~ ~ ~ i ~ ~ b ~ ~ ~ ~ ~ d L d ~ f l ~ ~ d 1 n ' ~ u ' i 4 ~ d ~ ~ ~ ~ " s ~ i  6id91fl41n 

~ o ~ n i a u n n i r  (Feedback) ~ i n n i s n a u 4 u i s z 4 ~ ~ ~ ~ u a ~ ~ u % a ~ f l s u ~ i d ~ u r i . i l n ' a i i ~ z i i ~ ~  

a361377 ~Gaiuisn~ouaua~n"uaniw~~am6~u nisfioun6u~'il~a.ildi~a~i~au.ilqz.dauIG 

{u~isa~uisnrn~uf iu~ai l~v~lm" l u ~ m ~ f l ~ v i ~ ~ ~ ~ u i m ~ ~ n ~ ~ n z ~ . ~ l G " ~ u i u K a  fhqziau 

f i o ~ C u l a j l G ~ ~ n ~ n ? ~ ~ . a u i m l ~ ~ ~ u l u o u i n w  

2.5 n $ : u a l d n i ~ n i ~ n a ~ ~ ~ ~  

Cagni iia.ilu (2545. WCI 220) I f i truab41 rr~nisnauquqz~~uv~7iy17q 

ni~Gn~ilnisd~nn"d~$4~3pdudi~~nw"iu ~~62lm"naiuvuiu<i {Gnn isq~W' i l~~ in i tnau~u 
Y Ad .. Ad 

n i u v ~ ~ q i n i i ~ u i w . i l u  q ~afqPSuu9.ilu~da L L ~ Z  ~o~i~nisnau~unau~n'uvuiw'i]um"au 
u 

{mi nisaiqtauu nisGm.ilq6nis nisGnnuaGii i~iu ~ r a z n i G i  u. i lnq~n$nisnau~u~q 
d o  " 

Ibil i.~iuwwinkti?ua~a% ~~dnisnau?u~~~ilpd.~iu~m"'i l~di' i lu' i~L~unszuaunis~~ia~ 

a~~atuut ta~ i~a i j ,un~~~au~aiu~%i lqou ' i~~ i lu~zuu ~nuin~zuaunisnauqa. (control 
w w w 

Process) qzd,11~znaum"au<unauBiKsu /I ~u~'ilu6'i)IdQ 

kmndi 1 : n l ~ ~ l ~ ~ n ~ i ~ ? ~ i ~  (Establish Standards) u i w ? ~ i u t ~ u s z 6 u  
a - 

$u2iu~aqnisdgumiu ~~n" ivun~munisd . i lnds : :~~uv"s . i l f l ~~~d in '~~~n isa i~uuu  
-7 ,  a nis f i iuumuins~ iua iu i~n i i~~unis~au~~unisa i~uuu ~ ~ a ~ ~ ~ ~ s v i s m s i u ~ ~  

n a i u n " i a v ~ i ~ ~ a ~ ~ v 1 ~ ~ ~ ~ i u ~ ~ i f n ~ ~ u ~ ~ ~ s l 8 3 ~ 1 ~ 3 u t i . i l - ~ n . i l u ~ n n i u n i s i i a i p d ~ n  

$un.ilu 5 q ~ ~ B u i m ~ ~ i u G v a i u d s m w  ~ ~ i d s m i s d d i n ' ~ u i ~ s ~ i u n ' o ~ ~ i l u ~ f l i ~ u i ~  $8 

i;l~dsza~6iaiuisn~u~~~~~az~~~~n"au'i.~~ilu~d~ssu 
a - 

$U:lam@~$ 2 : n7sTmuanisdgurn4iu (Measure Performance) {u?Wisfiivun 

~ % n i s ~ r n w a n i s d ~ u T a ~ u ~ ~  t~uldrniurnm~ttaz1n"u~~s~iu dq~UIPd~uPSvisdaul~o& 

A n ~ u a n i s i i r G u ~ i u  lmueiK~iulnrn.m"~%~Gu~m iq<ioiqzTmt~uua~uuuabaaz 

a'n~dszad6 



$umeui3 : nis~&uu~~uuwnnisdi~~un"uu~ms~~u (Compare Performance 

to Standards) nis~mwnnlsdi~1ur~nL~uuLiuun'~!ulms~lu %al-,L~uw~Ildszn'uii 
a 

~ ~ m n 1 s q z F u ~ r a n z a 1 u i s n ~ ~ n " l ~ ~ ~ i u ~ ~ u 3 ~ ~ l u f i ~ v i  ~ m z v ~ n ~ ~ u ~ n i s p l ~ u w n ~ s d l ~  

~vui:au P m u ~ u ? w i s ~ z ~ . a q l ~ q i ~ m ~ i m ~ & u ~ ~ ~ u u ~ n n ~ s i i ~ i u ~ u u i ~ s ~ i u  i i 7wn~ iu  
, , 

i16iini iuins~iun"qz1aq4nm ~mz?:msizG41~iimluqinai~~~lm 
8 " 

d.-. a 
iumaud 4 : n l s i i ~~un isun" la  (Take Action) ; jLwsi :~~~v7w~nmSul ln~ 

i i~vum~~uaw~~lunis~~M"~~v"snpls'ud~~niduTu ~ " s n ~ s ~ d ~ u u ~ ~ d n ~ u i w s ~ i p d  w?a?c$ 

hn~s?man ~w"a~w"~vu1zaun'uan1un1s6~~nza1uisnwa~~unisdi~1u?n"od1~~ 

nlszZwZniw u & ~ l ~ a i ~ a r w u d ~ u ~ n i s ~ u n ~ s d ~ ~ e l ~ ~ w n ~ i u ~ " m ~  nnenqu'immiums~qw~utln 

n is i~r luq iu lwai  

~uYm:i ~ n a i u u 6  (Williams, 2005. p .  204) nn'?a& nszuaunls~un7smau~uil 
a - S 5 dsznis ;.a I) nis6ivumu1ms~1un1sdgu~~1u 2) saus~u~&uu~~uuwnnis  

dfj~q~udr~u??q~ufiq~fiu 3) i i r~unlsLL~"I I%6~n~a~L~a~mL"11uan~7u~1$dsz~m"sniw 

4) iilGrBuwnTm (Dynamic) Pm~lldszu~KmPuuT W?~wnuf ia~mo~~~7$af~ 5) l%iijf$nis 
a - 

~u21uiq 3 ?%~is :a ~ I ~ w ~ u ~ ~ w ~ ~ ~ I ~ ~ ~ u ~ ~ I ~  (Feedback Control) nIs~1au4u11m: - - 
dgum~lu (Concurrent Control) r r n z n l s ~ a u ~ u r i a u n l s i l ~ ~ u ~ 7 u ~ ~ ~  (Feedforward 

Control) aomw&nan'Ll~s~u& (Mullins, 2002. pp.770-771) dndi?$aaq~ds:nnu~nqszuu 

n ls~auqumi~n lsu?v~s (Management Control System) 5 kuw~u 1) $U:P~?I~LLUU 

(Planning) ~~unisf i i~u~~mgdszw~6b~a::n i~z41u 2) n l ~ ~ ' ~ v ~ m u l [ i l ~ ~ i u  (Establishment 

of Defined Standard) r~unls~lWumfiq7'ud7~'~d1~~7nnlsaiaL~wu ~ i ~ ~ i ~ u m ~ i m ~ ~ i p d  

Y d  ' 
r~unis6iwumqsldn7w"ufi~LfiivuiudiWFunis~m3ulq~L~u1d1m ~Y'aTnqdssqA 

~3~v lu~u rmzu ins~ iun i sd~u7~ iuWa~~~a iu%m~qu~~nz~na~~"n~~nwu lua~n 'n1s  i i u h  

nlswauqu 3) nisiiln'uiimmiu (Monitering Actual Performance) L~un1s616u~nmiuaa 

n1sdiu~qiu~iiL~unisqinnissiuq7uanq~a~naisauLwndLilufiq~~'u 5uaxk r~nz 
d u 
r & n n l ~  ~ i l un i sbmwan i s i i ~ t un i sq1nn i s~ i~LLwu~~nzu~ms~7un7sd~v7~ iu~q :~ i~~  

naiudiGq 4) n~srGuur iuu  (Comparing) ~Bunis~Guu~~uuwnnisii~iun'uu~ms~~u~ 

fi~vum~~ms~n'u~fiivui~~iiivum~~u~~wuv"sn~ai ~muds:~iiuq~nsiunzdumm~uaisau~wn 
.,= 4 

IJB~A~IU~I~H~I ~ w m ~ l ~ ~ ~ u n ~ ~ ~ 1 u ~ ~ u ~ ~ u u ~ ~ n : ~ : ; j l ~ s 1 z ~ 4 i ~ i i m q i n ~ i ~ v ~ l m  5)  ~ISLLMY 

(corrective) r~u~umauqmw"7u~~~~zuu~au~um~~n~su?~is~i lun~sd~u7l6OnWn~~~al6 



P - 
~~mmaiudiE~miu~il iesuiu v~~%~~vu1:~u<ua611unis611a~~auqunisdgum~iu~~ad?;1 

811s::i6w%niw 

iieshr.aeF~ua~aoFu 4tdu3 Schermerhorn, Jr.2001. pp.102-103) 16n612k 
" 

~um.iluvssni~mauqu~i~ni~u'i~i~ii  3 4 ~umaum"aunia"n I )  nis~isrlum5mqd~:a~~ 

uazuimsziu (Establishing Objective and Standards) n1s~?uqu~u6u$?'w~dszaaALLn:: 
a - 

uim~2iu~iiisrlumlu~swu~~u~zm'uAuSiuva~ni~dDum~~u 8 ~ i i w u n ~ ~ n u i m s ~ i u ~ i u  
" - - 

uaw~m~ilunis7'nwanisdgum~iu~~6iufiu1m ~ I P ~ ~ M I W  IlITAPqU LLRXtL?Fil 

P - 
2) ~ I S ~ W ~ ~ I S ~ ~ ~ ~ ~ I ~  (Measuring Actual Performance) L~uni~iiisrlumPj$n?s~mwn 

nisd@iqiu<i a i l u l d m i u a n ~ % ~ ~ ~ z l m " u i m ~ ~ i u ~ a ~ f i u u ~ u u ~ i n u i m ~ ~ i u ~ ~ u i j ~ ~ w  ik 

~im?~iu&iuerau~m ~ b ~ ~ ~ ~ u ~ u ~ ~ i ~ d ~ u ~ ~ ~ ~ ~ i ; t n w i u a n i ~ ~ i ~ i k u . ~ i u  fmuoi6uLnm6 

& f i u i m  ~q4iuiq5mLfiuuL$uuwaLLa:~m~dTz~q~ 3) n i ~ t ~ u u ~ $ u u w a n i ~ ~ i ~ ~ u  

huim9zlu (Comparing Result with Objective and Standards) ailuni9~mwani9ii9iu 

~i.ilr~uud~uKu?'m~ds:a~A~~a:uims~~u ju~vw?sq::Fu~~mzaiu79o~a8vmaiuZnwaim 

ey.anisLdusLuugnrwi a ~ a r s r l l n ~ ~ u ~ n i s d ~ ~ n ~ ~ ~ ~ ~ s r l u ~ : a u  Pmu~Gsrlim::iaqaa"nis 
4 v d  r~uu~~uuwanisP;ii~iuKu7'mqdsmA~iazu1ms~1u i i7wa~iuwlmm1n~iuims~iu~qz6a~ 

4nni~7~m~.i:~i i~i im%usinaiisrl~lm 4) n i s ~ ~ M ~ n i s n s ~ i l p s " ~ n i . i l ~  (Taking Corrective 

Action) ~ ~ u n i s i i ~ ~ u n i s ~ ~ m ~ i z ~ ~ ~ s r l i d ~ ' i m ~ u ~ ~ n z ~ ~ ~ u m ~ ~ u a m i ~ ~ u n i ~ ~ ~ ~ v w ~ . i l ~ ~ u ~ ~ ~  
-4 P - a -d 

asnisdgumiu es7.ilni~Ld~8u~~da~uims~1u es~oaslun~sTmera a&lps"Lwui::auKu 

a f l lun is~~m: :a lu i~ f l~auqun is~1~ iu~6a~ i~~d~z~m"sn iw  

~ ? n ~ r u a ~ m m ~ z ~ n ' n n i s ~ a ~ ~ n ~ 4 i n i s i n ~ i a u i ~ ~ a " a ~ ~ d 1 ~ i i  nrzplaunismauqu 

ni~nisu%is ~&m.iluajim'~ 4 iumau Ba 1) n i ~ ~ i w u m u i m s ~ i u  2) ni~7Ymuani~ 
P - 

d ? ~ f i q i u  3) nis~&uua~uuwanisdg~m~iun'u?"m~ds::~~~~~azu~ms~~u 4) n??~a$vn?s 

ns:Gi%dgn&as 





1.1 n~s~iauqolnn$ws% (Tactical Control) afluns:uaunisfiiwumng~nm6 

~nuaj ; l~nisdFj~nis r~ . i ld~dszaunaiud id~m~u~~~un~s~~wu~m~?~dusz~udiuv"sa~~?u 
-3- z, 

y i j q  frnu~~~'ilmfiwnqinniu'Iuuazniuu'i1n $;ls~uans:muiowaiudi~qdonaiua"u~esna 

soauuuyms% n ian~u~uymn?~~~~u~? ius "u "wm~au~a . l $~mn i~s~unn l . l  ~rnu4.d 

a 
1.2 n~sFiauqun?sdg.uwn~s (Operational Control) r~uns:uauni? 

7 "  

~iesumngmm6 a~el~es"r~ld'l~iinisd~~nisdn~iudii~~miu~~uufin"a17" Fmuirnnwr~nz 
z, - 

msa~aou~qnssu'luuia:aiuoeii;l?ou~ou n ~ s w a u ~ u n i ~ d ~ u w n i s ~ ~ u v I ~ i ~ s a ~ ~ a w i d " i  

alusz~uti~d % q q : ~ . a " . u " ~ ~ ~ f i @ ~ ~ ~ ~ a ~ ~ ~ ~ ~ i ~  T W V ~ I ~ ~ G I ~ & T N ; ~  ;jld GBN~IG edisls - i i~$u~wis~~~uiud~~uld~~una~~:~w"~aiuauI~'Iuni~wauQunisdgumnis a&;lqinn7~ 
z,C1 d 

~1~8u;l1uaa;l~s"nqq:dawan~:mu~a~nna~vs'il~~wuna~ms" $sasiwiuisnnn'ia11m"ii 

nis~aupuqaqa;ln"nissijds:$m"snlw 

2.7 ?2n1s~auq.x 

dn~~siqz%qismins:uaunisii~~ m i q s i i q  Trnt1'l.a"~auaFima3;lszuu (System 

Approach) da;ld~zn'il~6?uflq~u~i~+7 (Inputs) nszuaunis (Process) un:un&w< 

(Outputs) m'aoeiisadu nisu'.esisFns;lnisqzds~nou6au n i s J i f l ~ < u ~ i ~ . u " i l & ~ ~ t i  ~ i k w u  
d r4 5 y u  uaza"mq"m uiai~uwuuaz~~~~wiu' IW"us~~~fi~vuiua~nn'i l  waiuii iMq'i l~T~~anis 

niu'l~~a~iKrn~e;lm~~uins~~n::szu:~aai ~9ufiu %;lmaiuisnqzaLmsnniswauquLi~ld'Iu 

~urn~ui.14~ w ~ s : u u ~ m ~ ~ ~ r i a i u ~ ~ n a ~ ~ a n ~ s ~ ? ' ~ ~ u ~ i % 1 n 4 z u a u n i ~ ~ b d ~ ~ d a ' ~ ~ ~ u  
* 

(Transformation Process) 'lG~fluuaa'w:oantBu 3 qum~dnauldZn"~~ri 



2.7.1 % Z ' L I ' L I A ~ ' L ~ ~ N L ~ B ~ ~ U  (Preliminary Control System) ~ f i l d n 7 ~ ~ 7 ~ 9 ~ ~  

A .  w 
2.7.2 ~ % " ~ ' ~ ~ a ~ q ~ ] ~ ~ % ~ n ~ n ~ & l ~ ~ l d i l i u  (Concurrent Control System) 

, , 
dor:uufi?ugu~~ann'unsa~ (Screening Control System) a0unisZmwiuua~ws~qweu 

~rw~~; lnszu~un7s~~d~~dr~a1w" iud l .~~ iunn is i i~~9d~ iua f i9d~d~ iuu i~s~~u$ i i i~um 
d 
~; la i~qz i iFmun is~u [ i l ~a~me~a f lu~zux~  

2.7.3 nis~auq~]srlGanisAi~3u41~ (post Operations Control) qz ia~ lwY 

d i ~ ~ m n i s l % ~ a ~ n $ ~ m " ~ i n n ~ s ~ m ~ i ~ ~ ~ n ~ ~ s a ~ m m ~ ~ n ~ i u  ~$er~n"l~f l~wi~~ldniwa~a~lwY 

si;l% r ~ a ~ ~ % ~ ~ ~ d q l ; l i u ~ ~ n i s G i ~ i ~ ~  lmu~nimau~~uvn ' ; ln7s i iL~u; l iu~~~ua~e; l~u  
a - niowsaqmaunisld%ea,radaunAu (Feedback) nisdguwnisarM"uwnequn7Aw" 

ii~~uxGilunisGi;liuiiw~u~Cn;liua~~d97u~fiwa 

2.8 n i s ~ a n r q u ~ r a ~ ~ ] i w s ~ i u n i s ~ a n r q ~ ] ~ u ~ n d i ~ ~  
w 

-d 4 A r  a 

nis~mmiuaanzmsaqm~~l (Monitoring) ~ ~ J u ~ ~ w ~ ~ I ~ w ~ u s M I ~ ~ I u I ~ ~ ~ % A ~ ~ ~ ~  
% 

~a~eu'i; l ls~~nis~mm~~eEii~ln~mtil~~1uisnl~n"n'un1s~1~9u~1uw'.rvum ~ ~ s ~ $ u " s v ~ s  

6e;l%.a"~an~ii;l7u";Pd a~ i~ i l u7nu7~  S7lf ia i  

~ r a a 1 r ~ u ; l w e q ~ i ~ m m i u ~ ~ ~ n ~ u n n ~ s i ~ a ~ ~ ~ a ; l ~ ~ ~ . r K u 3 J " ~ ~ 1 l m " ~ a o m i a n 1  G i l G  

$u?w7sfie;la"nanr~wi~~mi7K~ w%?m"?qnas.rn7si7~~u.r?u (Critical Point) &~un41 

~ ~ u C n n i s n a u q u l u ~ m i ~ K ~  (Principle of critical-point Control)'. ~~m%wYn~smau~u~ 

I I ~ ~ Z W ; ~ ~ W  imo{u~w~s6e;llw"fi?~u~ul~luds:aiiu<i1~~ ~ied~za~u<it. ,n;liuL~~d~ 

n~uuwuw7olai rra:sei~.rls ~ n u ~ ~ i n i u i i w s " ~ l n i s 3 o n ~ m i i ~ ~ l u n i s f i a ~ l ~ u  (Questions 

for Selecting Critical Points of Control) 1n"ufi 
A d  

2.8.1 ~;lmuunnr:m.u~o~fliwuiu~a;l~LuunZaarls 

2.8.2 ~ ; l ~ r ~ m m ~ < i n i s i i ; l i u ~ d [ b i m i u i s n u s s ~ ~ ~ ~ ~ u i u ~ e a ~ s  

2.8.3 d ~ ~ r ~ u ~ i 6 @ d r r m m ; l ~ a i 6 1 ~ ~ [ i l n i ~ ~ ~ 7 n u i m s ~ i ' 1 d ~ e ~ ~ s ~ ~ ; l  



2.8.4 1ms~~u~~u:En.aoui~maiun"u~~aa~unisii~~u~iu 

2.8.5 ~ l ~ ~ ~ l ~ ~ ~ l ~ f l ~ ~ ' i l ~ ~ ~ f i l ~  

2.8.6 n i s a 9 ~ ~ u ~ n ~ j i u a i u ~ 0 n i i l m " ' i l e i i ~ E l r t ~ ~ ~ ~ ~ ' i l l ~  
-4 4 
aaslnir~mds&mws.il4u1m7~1ui67~~ (Types of Critical point Standards) 

~ k i o l E l %  

1. )JlR5~lUW19nlB6)l9rl (Physical Standards) 

lfluuims2iu8Jfiuiwidua%'ilP~um'aLaq i iu 4iuau~~sqqiu &PUSLL~~QIU~D 

nis~Gm ii~aua'm~"ni9.a" 4 i u a u Z u i i ~ ~ ~ G n  ~7'il47uaufi~~lunisldu3nir ~fluiu 

Cmou~ms27un7qniuniwo7qqxL~ua%os~u?mn~wer2rnfirnd rdu naiunuwiu 

2. U I ~ % ~ I U ~ ~ U ~ " ~ ~ U  (Cost Standards) 

qrna"~u<uuim~~iuwi~n7uniw ~~dq~5moonui'Lu~dm"u~~dv~'ildu doaqin 

n.lrh~Guaiui?aq qxGaansxnun 'a~ai7n~~nisGu11o~o~n"n i~  iaot i iq~ iu  i'uyuio 

wldauuh m"uyu~irass.r~um'ov~au~Psaio~aCu~ m"uyutayiavdae, r~a~m"uyuiauam~iu 

riIu6u 

3. ) J I ~ % ~ I ~ & I U ~ U ~ ~ ~ U  (Capital Standards) 

~ ~ u n i r d s ~ q n n ' n ~ s i m w a 6 i u n i ~ ~ u i a ~ n ' p l ~ n a ~ ~ w i ~ n i e r n ~ w  %wz~u?4'.ilq<u 

nir'La"Gua~yulu~s"n4 ~mu~~ua%oa~uau~a~~a:~u6~1r"u7n~u tiu KmridauraWa7~ 

tuwheip4yu$uuiav~Zuu~u~uu Knr7dau~~Zui'il47uau1~'il~{~'il~u n7raqyulu 
* 

" 
tuw5weJ"d'iln7snqurau GUWA rrazgnv8iiwFu ~ ~ ~ ~ K m r ~ n ~ r v y u ~ u u a ~ ~ Z u n " ~  ~du6u 



6. a l l r n z ~ 7 u d b ~ u ~ 7 ~ ~ 9 ' Z a  (Intangible Standards) ~ 0 ~ u l ~ ~ ~ l u ~ ~ ~ i 4 1 ~ 1 ~ f l  

iii~sulu&'namzm'?an~ u ~ a ~ a y n w i a n ~ s ~ d ~ u u i m s ~ i u u i u ~ ~ s u ~ : ~ ~ u u i m ~ ~ i u  
a' v s  . a a y u s ~ ~ s % . a " ~ ~ ~ s ~ i ~ a i u d i u i f n ~ ~ ~ ~ ~ ~ n ~ i u  n'.laamu.lriu v ~ n w 6 n ~ i u % u ~ ~ s s n i s i i ~ ~  

du nisG~ismi~ns~n1sTr~1~miii~iuisn~ss~a'm~ds:a~~us::~:~u~~nz~~u~uiaw3nlai 

~ n s ~ n i s d s z . a i & u w ' u ~ d s z a u ~ a ~ u ~ i ~ ~ q w ~ n ~ i  ~ p s " u ~ n i s ~ w ~ ~ ~ d ~ z i 4 ~ n " " u n ~ n ~ n " n i s v f n ~ i  
a 4  Y 

w~naiuinaiuns:was.ilsuw3alaj ~~~:~~aiuuinlunis~iuumuims~i~w~a~~il7wuio%u 

nisa'cnanui~ilui'~an.n 

7. L~i~aia~ab~uairn=i,57~ (Goals as Standards) 

a~uuims~iuw"8~aua~sd"u~z~iuilf lu~ns~~uvn~nis~mnis a6aqq~nqz~~u 

* 
(Verifiable) f i ' l ~ L % f i ~ i m  (Quantitative) w?'d%qlldnl~ (Qualitative) {u?~is8~o%psai'iliq 

% ~ ~ u v ~ e s z w u n a i u ~ m ~ d ~ ~ i w u ~ ~ i j i ~ u i u ~ ~ i u i s n ~ % a i ~ u u i ~ s ~ i u n i s i i ~ i u  

8. b b u u n n q n ~ ~ u n ) s : ~ ~ u ~ ~ n ~ ~ ~ a ~ ~ ~ a b ~ ~ n a ~ w s "  (Strategic Plans as 

Control Points for Strategic Control) ~ m ~ n n ~ w ~ q ~ ~ u n i ~ n a ~ ~ ~ u ~ ~ u ~ ] n i ~ ~ n w & d n w s W d  

~i~umla~~~~:l~~~u~~njn\n~ldv"Puni~nau~u~~;l~innisai~uuui~~znisnauqu~ 
u 

na7u&uw'us"n'uadi~%n6~ k G u n i s n a u q u ~ : i a ~ ~ ~ u u ~ ~ u u ~ ~ i v u i u ~ u n i s d i ~ i u ~ ~ ~  
d 
.aads:nou6au nis^nmmiuds::~i(unis~a~lqud~nnqn~a~i~~~:uu mnn~quniselTudqa 

nnqms"ve~e~n"nis~w"5u~5un~~i4un 



2.9 nis~anrq~Wdgili ld~~aw~niw 
YY A d  

~:uuni~nau?u~ijmwaim"~~o~o~n"ni~ oiqi?9W"ni~uTwi~.~iua"u~waa w9mu 

fI7T?79LLWU &ru&n~dLra:%~~iq$nynm"o~ ~ m u ~ u " s w i ~ ~ l ~ i u u " e ~ a ~ o u n a ' u ~ ~ m w a i m  
P "ad dilW"~n~~Kmtul~~~n:n~~dg~nwIi~wu~:aun"uaniuni~d ~~a:~3uniaw$ii%6~iim 

~~wi~in '~1ue~6ni?~i ' l~~uiuswism"os~7~a7uh1~%uma7uun~~9~o7~L~m~u1u~zuu 

nau?u ~ m u ~ ~ s l d a ' n n s l d r . u o ~ s z ~ u n i ~ n ~ u ~ % ~ $ ~ ~ ~ ~ ~ z ~ v ~ " s n i  (Characteristic of 
w 

Dysfunctional Control System) Bgqisn'oldG 

2.9.2 nisf lanr~ar~~ainsb8u~aai  (Inconsistent Controls) A ? ' I ~ ~ A s $ L L ~ : :  

I~isn'eL~og%uniTiiL~ugiu ~ ~ i i s n a i u & u a u % u n i ~ ~ i ~ i u  ~a:~~amdwqZn~~u~'il~wGnn9iu 

rdominnaiuIbjL~dk ~ ~ ~ ~ b j d ~ % l % ~ n l T ~ ~ m i ~ m n 9 ~ ~ ~ W a 9 1 ~  w'i%6w~n~iuGiqiuL& 

Lein"aTonw"smiuLaianiunis~~mi$u 

2.9.3 ~ a i ~ ~ ~ ~ % ~ a ~ ~ ~ ~ r n a ~ ~ b b r n n d i a ~ ~ n i ~ ~ a n r ~ ~  (Failure to 

Differentiate Controls) n i 0 n a ~ ? u ~ ~ u n ~ z q n a : n " ~ u ~ m ~ 4 a i i d ~ ~ m " n ~  o~n"ni?~~uu?au 
P - 0  ~ i u i ~ i i ~ : S ~ ~ u n a u ~ u ~ ~ u u ~ a u ~ i u i ~  Pmu~:~~un~iwumui[ils~~u ~~a:n7~dgumai~Tu 

rda=diu eEiislstiZ flauwi%uni~mau~u~q:%a"~::uuni~mauQ~d~~nn~isn'u~udiuisn'i~~ 

n"q:riimnaiu6ubwaaLba:~uau$u 



2.10 ~ I Z R ~ U ~ ~ J ~ B P ~ S ~ ~ W ~ ~  
w?I~L$'~~wu~~~u?MIT ~ ~ u ~ ~ ~ ~ i j ~ $ ~ ~ ' i l ~ i i ~ ~ u m ~ ~ n : ~ w u ~ s : u u n ~ s w ~ u ~ u ~  

ds:aunaiudiGq ~mu~d~~uuni~w?uquuo~~u~u1s~zn"'il~a'ilm~n"'il~n'u'i]46n14 LL~:?"U 

~ 7 ? ~ ~ ~ ~ ~ ~ ~ 6 ~ 4 1 f i L M ~ i ~ ~ ~ ~ ~ ? ' l i b ] ~ ~ ~ ~ ~ ' i l 9 6 ~ 7 ? ~ ~ ~ 7 ~ i f f l ' i l ~ ~ 1 ~ ~ 6 1 d f l ~ ~ ~ ~ ' i l 9 n 1 ~ ~ ? ~ ~ ~  

ds"m%niw (Characteristic of Effective Control Systems) 16c%Fh1d< 

2.10.1 d' i ]u~u9n~~lnir?l~~~sdu (Linked with Planning) u l d Y l ~ n i ~ ? 1 4 ~ ~ ~ u  
,.A d 

~an:nisw~~1~u~~6'il~iiw~iu5uGu~ Lnu?Lu'il~LLazL~'iluFu9'ileii~ln3m Fnuxuunismauqu 

q:6mns~~aau~~a:ltl"u"'i]~au"'ilun5u ~~uan'uw~iun"i?u619unisii~~u4~u~d'illfiuss~ 

cil-~uuiua'il~~~uu F m u o i ~ u n i s 7 " m n 1 s i i ~ i ~ ~ a : ~ 9 u ~ n ~ i u ' i ] e i i ~ ~ ~ ~ ~ ~ s s ~  

2.10.2 iiwalu~n6od (Accuracy) ~ : ~ u ~ i ~ ~ ? u 4 8 1 6 ~ 4 ~ ~ i i l i ~ ~ 9 a 1 ~ ' i ] ~  

.AA a 
~ ~ n ~ ~ o z ~ G u u n ~ i u i i ~ ~ u 4 i u  ~d' i l~ei l&~' i l~n.~~~.a' i ]nm~& ~$uqms4 r~nzpn6'ilq n"i$'08?ni!6 

u w  a 
q innn isw~uquu imn? iu~n~m~ q : i i l ~ ~ ~ s u i ~ ~ ~ d s w a i u ~ u i ~ ~ ~ a :  aqdi~waim d4ualtl" 

a - ~ n i s ~ m t u l ~ ~ w : d ~ u m ! i ~ ~ u : ~ u ~ 4 ' i l i ~ r i ' i ] l G ~ i i m f l ~ u i ~ ~ ~ ~ 4 ~ n i ~  ~46u j~u im :n "o '~  

~h~~w~nnisunzs:uunauqu~16o4nisds:~Guo:!s ~~o~~ai~isnr~unuu:~~n:msaqaou 

ma1u~uui:auuo~%myn!~oeii~~ds:~~1~niw 

2.10.3 fiidlani (T~mel~ness) szuu~?u~uau~a~m"o.~~m~i~o~n~f in 'u  
a UU 

7 " 
d -a ju?vlismiuwaiu6'il4nis~~n:odi4s?mEa nnl~yumisa iu isnm'mtu lq~~n" i l~~ iw~naul6  

~ u ~ a n i n ' o u n " n n i u n ~ s s l d " ~ i ' i l i l ~ ~ i ~ : ~ d ~ u ~ ~ ~ d n ~ ~ ~ a : ~ n n i u  d . ~ ~ a n s r n u ~ k u ~ ~ s ~ i ' i ]  

a46nis d m ~ ~ i n d i o ~ d n z n : ~ a ~ ~ ~ a ~ ~ a i u d ~ " i i a m ~ " ~ ~ ~ a u " o ~ n ~ u a ~ ~ ~ : u ~ ~ a ~ ~ u  

2.10.4 waiuLwuizau (Relevancy) s ~ u u ~ a u ~ u ~ ~ ~ ~ ~ l G ~ o ~ a d ~ ~ ~ ~ : ~ u  

~iomns;ln'uni~l&iu Gwu~u~~Aajn"o~~~~~aaiJ~i'ilynu~dszuaal~G &q:~i%G~u 
4%. CIY 

Fmniwua:~"nwn7sii.d"ilunis~m7ulq uonqin.dYn7uuo~n$lGi7~~ ~?oldYfiu~PndLd 

~E?HI~%L$I%&? ~ L ~ ~ ~ ~ ~ I ~ ~ ~ ~ R ? U ~ ~ ~ & D ~ ~ Q ~ ~ ~ : ~ W ~ U ~  

2.10.5 aamwn"nan'u7"mqds~fl~m"~n:'a~iuisn~~l!6 (Object~ve and 

Measurable) n i s ~ ? ~ q u q z 6 ' i l a d s ~ ~ u ~ a i u d i ~ ~ ~ ~ u ~ ~ i ~ u i ~ ~ u ~ d u o ~ ? ' l i l ~ d s ~ ~ ~ ' i ] ~ i ~  

a'nL~~LLa:l9~;d64~~ ~~ ' i l lG ju?~ imsiu i i~wa i~ i i i a~~ i~~a:na i~d i  ~quimio~lnwio4w" 
1 

Pnmasi ~ 7 l d ~ i u i s n ~ m u a ~ ~ a ~ n ' m t u l q ~ i n ~ i u ; ~ o ~ n ~ a e m n a " o ~ K u a ~ i ~ u i u  



ni~nauqut0unaln~la"amnaiu$usa'i]~nisii~~usiu ~$'i]minn7sLddnuu\LdaJ 

aosaniwuamihu ~~a:Emwiunisi1;1iuvas'i]~n"nis aEji;l%n~"ms=uunisnau~uvo~ 

'i];l~ninls~!d!~~ds:~~1"sniw~wu6m~uu~ ~ ~ i ~ a s a i & ~ n i ~ ~ n ~ i ~ ~ a : w ' ~ u i a d i ~ ~ G i l ~  
" 

a w n  . a s ~ u s w i ~ a u ~ a ~ ~ w ~ ~ K n n i ~ n ~ u q ~ i a ! d ~  

1) n i ~ < m s z u ~ n i ~ n a u ~ u ~ p ; . " ~ ~ u i : : ~ ~ ( < m n i ~ ~ ~ i a z ~ u  (Tailoring 
r Y  s 

Controls to Individual Managers) s:uunisnau~u~~a:%'i]~a~'i]unKuq:.dauIw;us~9isui 

a-,muKmtuI~lufl~wi ~sZna iur~wni i~6uwiu~nwmt~ iu  i i7~uT~is!d~Gi lq lu~Knni~ 

LLaztumulun7snauqu ~zuun~uquW~:ZdZd~:Tu~J ~w~zviq:!daiuisn9a"u"a~a$!& 
* 

~innisnau~uadi~~dsztn7niw 6~~unisn~uq~qr~naon~~uuIps"~wuiz~ui1~9iunaiu 

ioanis ~~a:naiu~ii"1m~~u3~~1s~~ia:~u 

2)  n i ~ a 9 i s n a i ~ ~ a ~ u 4 i n ~ ~ n a ~ l ~ u ~ : a ~ u i ~ n ~ z ~ G ~ u n ~ ? " u l u  

ds:L~uAlg~ (Making sure that Controls Point Up Exceptions Points) StuUniSnauqU 

q:~ns:~iaun?iu (Point Up Exceptions) LioJ~inioLrwniisw"saLiu4LpIuqinuiwsIiu~u 
d 

~ 1 ~ ~ : d ~ : : ~ ~ u ~ ~ n a i u ~ 9 u i u ~ 1 1 T a u n a i u i i ~ Q u i n - ~ o u ~ ~ m n i i . s ~ u ~ m u ~ o ~ ~ w n i i ~ ~ ~ u s  

~ ~ n ~ o u l u u i s $ o ~ a i ~ ~ z ~ ~ a i u i i 6 ~ u i n n ~ i n a i u ~ ~ u ~ ~ u u v u i ~ l ~ ~ l u ~ i ~ n s ~  

mSloeii~~$u (u^s~~ ism"os~~~ul r~~~ in"uguvos~~~ss~u ~ i l ~ ~ ~ n ~ i ~ ~ ~ n ~ ~ d s z u i m s " o u a :  5 

~i!dm"as?nn 6 i6u i~dq~vo~d id~ !dsa~u"~~wn i i s~ in~~ ld~ :u im~~nss "o~~z  10 ~flu6u 

Fnu~ui~ads:~nm"wKnni~vasiaun~du (Exception Principle) 4aun"Pr~n'nni~na~lqu 

G a u n ~ 4 ~ ~ z i i l ~ n i s n a ~ ] q ~ ~ d d s : t ~ ~ n ~ w u i n f u  kunisnauquiSdsztn7n7w n"aqnirlp;." 

~ u " s i ~ ~ n a i ~ a u l q ~ ~ ~ ~ n ~ i ~ d ~ ~ ~ ~ ~ r n  (Critical Point) uinni7fhTudGnisu 
G 

3) nisn"uPSi~wqdszs4nnLd~~d6~s~li' i)dn~~~a~1qu (Sceking 

Objectivity of Controls) nisnau~ui~ds~P1%n?wqr~osol&u~w~d~:~d~ia"mnlaL~la 
nrl n ~ ~ ~ 1 i ~ ~ u n i ~ i i J i u  ~mu~w~~u~nm&~a:u ims~ iuad is~~u~d~rsu  ~~aqamanmd~nwqin 

~a$auqb~ Pi"senisinaiudnailil~n$ou 



4) nisak~waiu~adlqd~s:uunauquw"~~~iu~wu~u (Ensuring 

Flexibility of Controls) s:uuA?u?u~:&a~%mu~u ~ 1 % 1 1 ~ 6 1 d ~ ~ ' P I ~ ~ ~ a : ~ l ~ l ~ ' b ~ ~  
, % 

nnilan?s~ird~uusidwqan?un~s6$'boi~?m8u Bmnmutu~uwa%iin7u a<eqqinnls 
u 

a 

dgumiPblu%mq% rniqq:Zauqn1~6iiqq ~Pnm7u P~uasi91Animnism4a" 61s:uu 
8 %. 
d a  a 

n~uqu~mm1uEmw~un"~:dil~iaiuisna'm~~a~d~:~9u~rnij~~aimman~~u i i l f iamW 

aiuirn~mtu"Llufl~ui1~rneii~pnm"a~ 

5) nisimniT~~luui:dun'u~mrufissurn9n"niT (Fitting the Control 

System to the Organizational Culture) ~wusssuasn"nisq:ddala~in'~~ads:3w~niw 

"~ni~n~uqus:uun~snau~uw"a4usamaiqq:dilw"a"nnisirnliu ~an:waiua"a~auaalu 
$ * E l  

rn~n"n iswlu~amiwa~~:~mPmni~ lG~ui7nZbdau$au lun i~~~~~~ma~ui im~~u am:w"?nnai 

~naiun"asnisw"q:~dauiau6rnu u?e~~u~nun"Pinl~~dau+auq:9~rn~quims,51u~ba:nisa"~ 

d~maqla ~ius:uunauquaauusau~uddiu~~ rbn:n?rfiiuuwifiw?siaQwizLqizqqqin 

ju?uis 

6) naiuds:uGmqinnisnauqu (Achieving Economy of Controls) 

nisnauqum"rn~lqmdiauui:au adrna~uu6um"uiPd?u~qluAiu~u ~ u s z u ~ a a a i  LLWZLLN 

wu7u7u &~9u~asu1nluwisdfiu% ~~u~~u~~isq:Arn~aEPSuu~w"~un~~u~udilunis 

aquGwuis:uunau?u dr~u~ma~saiuun'ud~:~uaddrnsn"n~sq:1n"qinni~~au~u 
a 
~ ~ a ~ u i s n ~ d ~ ~ u a a d w ~ m i u n a i u ~ i n " ~ ~ m ~ i i q n s ~  ~aa:uuim.naqnisdgumnis 

7) nis~iwumn~snau~u~s~i'bd~nisLan"l"u (Establishing 

Controls that Lead Corrective Action) u r n n 4 i n ~ : ' l l ' l l n i ~ ~ ? ' l l ~ u q ~ % ~ ~ ~ i % ] ~ ~ ~ ~ 1 1 a a i  

a"nn%urtta nisnauquq:m"a~d~aPPTua~aafllaaauawi~ ~~rndaul~4YBnisa~n"l~"ii0~~m~aimlG 
1.4 r d 

amns Fmuguwuiwlunisnauquni~i~n~:Q~iss~i~~n~iu~~mn~i~s:udi~~awu.siuaaa: 

nis$u%siu sra: i in iss t~s%~~nm"rnd~~m~amna"~~n'y~uqnis6 



%udsz~wfl?ws f l l s u 3 ~ 1 4 L L ~ ~ a ~ $ a  (Balanced Scorecard: BSC) 9 W Z 8 w 6  
r r d  fisyQ~$%mrqu ~ ~ ~ ~ ~ ~ u Z ~ n ~ m n i s w a i u ~ i i u ? m m Y ~ d w t ~ ~ n i n i b u 1 7 " m n i ~ ~ ~ u  mi? 

nisu"sis~~uuauqa nisdsz~Euua84qaum n isdsz~Eumq6nis~~uu~u~a  nisa'muauwu 

auta i3Fmauta Z?mm'.n9 q a i 4  w"s au!anszmiunzLauu (wq  am.az3uwf. 2547, a%~hM") 

LLul~mLiuah Bsc ~u.ldnioni~a~suaz~'a"n'uau'i~L~wiwaiui.~LLim"uwflaoswd 1990 

~muunwLLwaPda~azuafn"u (Kaplan & Norton. 2000) ?diiimuazw'~uinis~?^s~ir~~uuau~aw 



WQ'IN$%~~'IU~&J~~~EI Balanced Scorecard 
w 

fi~iw~~flui1q~Y'u'il~~u~n~isfiu~mfl (Information age) os6ni~vhauina~n~~nz 

a u i n l w ~ & ~ a l n n i i ~ 6 o ~ ~ ~ ^ a ~ n ' u n i s ~ ~ ~ i ] 4 u ~ a n z n a i u w " i w i u l u ~ d ~ ~ u u ~ i ~  q nlM ~uadasqqn 

nis~d~uua~dasodi~san~aaos~wn~u~ni j  Fmu~awizos6niswi~~siiqqz6~~dnisd5uh 

~w"osos~u:~nunis~dq.iiui~quin LLauL~oflaiuO~mmYo~o~6nis unwunu~razuoiiu (Kaplan 

& Norton.1996 : 4-6) l G ~ ~ u a ~ m ~ ~ K n w m : ~ o ~ n i s m " i a ~ ~ ~ i u m o s o s 6 n i s n i u l 6 ~ ~ f i i ~ ~ u ~ w ~  
* 

q:2~nssmzKdiJd 

1. ~iimnisdszaiun'ulu~niweliu~iu (Cross-Function) qina;w%u$n 

gwfiiwnssu n a i u a i u i s n a a w i z 6 i u ~ ~ d i u i ~ ~ ~ a i % ~ l 6 ~ ~ ~ ~ ] ~ u n i ~ ~ ~ i ~ i u  a~i~do~aniej iu 

~ n i s ~ i % d a ~ m n ~ i u ~ 1 u i ~ ~ ~ w 1 z 6 1 u r i ~ ~ f i ~ m ~ ~ i u ~ d d d s ~ Z w " s n 1  ~u~doquiq inn is  

a imnisds~f i iu~a97ud~s: :~ i id~3~u/~d?~~1u~1~ua~od ii~fiszuzaani~uniswauauos~aiu 
a  - 

&0dnis~ad~n6iila"in9 %u~~?Yicad6nin~6o~~nisd~um~iu%un'nwmzds~diu~uw"us" 
* d * a  

douBsnaiuaiuisoa~wiz n a i u ~ i u i ~ % u w u i ~ l ~ ~ n m n s : u a u n i ~  

Guq:iiui&nawmmi~a naiu2ds: t4niw~~n:q~iwiald 

2. ~ n i s d o u ~ u ~ s z ~ i i s ~ n ~ i ~ L n z ~ w w n i u ~ o ~ ~   inks to Customers & Supplier) 

l u i l q ~ n j u o ~ i ~ n i s ~ s i i q ~ i u i s o r ~ o u ~ u ~ u " o ~ n k ~ ~ ~ i  tph~iu n is~~nn isd .1uou~ ]~n is~n6 i%u 

Knwm:roqdadla~sd~?~di (Value Chain) ~n isw~m~un" i1~u~dmiuna iu6o~n im~~~nn" i  

W%~miu~auunira~m p;ii%fip?ndiu~62nisflmui~wniw~u6ilfi~~;;"um"au6u~u~iarn: 
e - 

s:uzanini~dguw~~w~s?md? 



3. n~sa~EiantjucnnYi (Customer Segmentation) lu~wqm~i~nssuij~nimzdi~fiuo 
, ,  

~ u n " 1 $ u 1 m s ~ i u ~ ~ ~ ~ n l ~ 1 ~ n ~ ~ m " ~ ~ ~ u ~ u ~ ~ 1 ~ 1 a : ~ ~ ~ ~ n 6 1 w o I q I u i ~ q ~ u ~ u ~ i u ~ ~ u s w e ~ ~ 6 ~  

eioubi~d~n?ium"esnis$~~f lw~~miz~~nauin. ; ;"~d ii;lEu'~u~n6;r~~=~aa~uutdawa7u 

m"oan~~s~aa~n~i i7o~unYir~azu?nis luuda~n~uuaz~nAim"~u 
" s 
a a 

4. w im~wnjszcu lan  (Global Scale) wuwwia~~flifims%%bqd8ssw~uni~~~ddiu 
A d d  

!hunls-,awfldo'bnl~rB~ a ~ n " n 1 s d i ~ ~ ~ z m " a ~ ~ n i s ~ ~ i a 4 u ~ ~ o n ~ i u ~ ~ u a ~ ~ n i ~ w m w ~ m " I u ~ a n  
d a" 

n i s a ~ ~ u w 4 ~ ~ u d o u ~ a a n i s ~ u s d 6 ~ ~ ~ a z n ~ ~ s ~ n ~ s ~ ~ ~ l ~ ~ o r s l . i l u a u e q n 6 ~ ~ ~ ~ a n ~ ~ n z ~ ~ w  

~ z ~ a ~ 1 ~ o u l u ~ d s ~ 7 w f n i w u a z n i s d ~ ~ u ' L u s z K ~ ~ a n ~ u n i s m a i m ~ u s z m ' u w " a a ~ u ~ ~ ~  

5. u%nssu (Innovation) ~ m s a a ~ 4 u 6 i q z a m ~ ~ ~ a u  q n~iulm"a&uu'Lun~s~~iqu'u 

luqdamqnw%al~~m"~iluw~ndszn"ui~~:~n~~ulm"~~u~lpd~~~sdal~ & $ u " I u q n ~ ~ n i s  

~ d ~ ~ u ~ ~ d n ~ w ~ ~ a w ~ u ~ n ~ ' i ] ~ 6 n ~ r ~ z m " ' i ] ~ ~ ~ z ~ G ~ d ~ n i m n ~ i u m " a a n i s 4 u n Y i v ~ ~ ~ n # i l u a u i ~ m  

~ra:Znisw'uuiu?'nnssu m m ~ d a " u ~ a ~ i ~ ~ n ~ i u l u E ] s - , t w ~ n i w l u n i s ~ i ~ ~ u n i ~ ~ ~ a ~ n ~ ~  

u%is Znisd~ud~aodiadaa$a~luns:u?unisrLnzn?iuwiuisn'iunisw"nnL~owaiudih 

ZUS~U"I? 

6. w~nn9iui$na'1u$ (knowledge workers) ~ufl~~n?unisw~md?u~es~fi iuiml% 

~ w n F u ~ a ~ ~ ~ ~ u ~ d l m o 6 l i l ~ u ~  n ~ ~ u m ' a ~ n ~ s r i ~ ~ ~ ' s n u ~ o ~ l u n ~ w n ~ s u ~ w ~ ~ n m 3 o u n  ;siisZ 
0 " 

d * 
n ~ i ~ G u % a u u i n Z ~ i i u  aa~nitq~lilo~nis~~ninsddiaium"iunis5LAsizduin~uLLazn~s'La" 

d r ~ u ~ p d ~ i n ~ ~ i u ~ v ~ ~ m ~ n a i u  

a~i9!7n"miU?.i l~l~~&(Robins. 2001. p.2) ~ a z ? ~ j n a ~ ~ u & ( ~ i l l i a m s .  2003. 0.5) 

nd7~Mfiernn;o~n'saii wd7$rne.r(u~wisi7el4tneu1~~ I) n l~q i~~ rau (P lann ing )  2) nis4'm 

as6nis(0rganizing) 3) n i 6 1  (Leading) ~baz.4) nisn?ut%1(Controlling) ian~sn?uqu6q: 
* ,  * - s ~ ~ i ; ~ m " i u n i s E ] s z r ~ u w a n i r A i ~ E u ~ i u ~ o ~ a ~ A n i s  (~valuation)m"au aruaiyus~is~zmszwGn 

i i i i ~ ~ i ~ n i ~ m n i s Z o ~ 6 d ~ : n a u i 7 i a  q m i u d n d ~ q u i ~ ~ 6 q  ~ ~ i n " l 6 w q i u i i K q r T ~ l n i s  
,dad , 

'r-19ur.1~ ni?z@? rra:6iu%u q d u i n n < i n i ~ d s : ~ ~ ~ d ~ ~  r~d~ui?~f:u:~~ai'bunE]w~iuui 

san"niswniu~da!~~n?iud~~~n"u~o;ln7sdszt~uwnn~si~~~u~7uquL~uns:~afiEuulu 
a ad 

flq?UIPd ~n~odfioLLaz~wwun?~ni~$~?u1uni?d~ud~ani?~iL~u~Jiu~aasan"n7sduq~dawn 

lw"as6nisds-,euuadi~?qlunis~~iqiudo! ~~uaui'snm BI~!&LL~ n i s j i i  Benchmarking 

nl~?LFislzWb Economic Value Added (EVA) nisl8ds~~nsudiEq~E]'Ium"iu Enterprise 

Resource Planning (ERP) Customer Relation Management (CRM) Supply Chain 



Management (SCM) Total quality management Just - in -time (JIT) production & 

-4 

distribution systems Time -based competition a=ih6u ~Eildsn'nl~amnu~?6nls6~n~l? 

u j ~ 4 j l 6 i i % ~ L i i w u a L ~ u ~ w a ~ u n i s d ? u d ~ ~ ~ ~ s ~ d a ~ ? i u a d ~ a w  L~5136 ld l~e19d11d~1 iQP~J  

nisiir~usiu~4jaiui9nd~u~u~n'una~~1s"mi~L~sw~ulidms"~w'i$u LLinqAnis4iL9u&:h 

~ n i s d ~ u ~ d ~ u u u i n n i i ~ u ~ ~ s ~ u ~ ~ s n i s ~ d ~ u u ~ ~ d a ~ ~ 1 i ~ ~ i u n i s ? " ~ u a  nirm?uqu ua: 

rzuunis6mnisTmersan"nis~sq ~ ~ ~ ~ ~ ~ u ~ ~ ~ 6 s ~ ~ i ~ m ~ n ~ ~ a m 1 - l n i ~ ~ m n i s ~ ~ 1 ~ u i % %  
8 8 

< d q lwua~wixnszu~uni~u~~~1 isn iu lun~n"n is~x~d~uuld~~uni~~~~wisdanaqw~ wnuqinnis 

~i ; luuu~~~~niol6nmu"11s;1nisdsx~u~~6niul~dni~u' i ]n d~Wzjnis~iwumnaqmfnis 

~i~Bu~iua~alw"ussqimqdsza~&~n:rfiiwuie1~fiivun~.l" 

~ i n s ~ ~ n ~ 6 n i s ~ s ' i ~ ~ ; l i r s l u a ~ ~ w i : ~ i u n i ~ ~ u w " s e r ~ u u a f i ? ' b a ~ u w n ' n ~ ~ ~ ~  

~ ~ u ~ w a i ~ n ~ ~ i m n ~ i u ~ i ~ ~ ~ ~ ~ ~ s ~ n " n i s ~ u ~ m u " n y a d i ~ a i s  nifinwamianisGu~~aOuu"sya 

MdaGnu $ ~ w a n i s i i ~ G u ~ i u ~ u a ~ m ~ ~ ~ ~ ~ i u x m i ~ n i s ~ u l u ~ ~ ~ ~ u ~ ~ i $ u l ~ ~ ~ a ~ ~ ~ u ~ w " ~ ~ u  
a 
naf lq4u~iu%u q ~ ~ ~ ? i u ~ i K ~ i s n 1 s ~ q 3 ~ ~ ~ u ~ m " ~ n ~ s ~ n " n i s ~ u s s u : u i  ~ i u  ucnnssu 

9 

nis<mnis~aiuf niswi iuuiediais~~nq ~n$~nis~sr6u~ewi :6 iun is~u~ i lun is~w"  

n ? i u i i K ~  ~ ~ w i z y u u s ~ n i u l u s ~ A n i s l m ~ ~ i m n i s l w " ~ ~ i u i i K ~ ~ u f l ~ 6 u n i ~ u n n n ~ A n i s  

i~uai.anis~d.lu'w'~uflq~~u~~a~suinm n is imwan is i i ~~u~ iu"~n~s ;1~n is~4 j~w"u ;1~~ i  
A, 2 

aiuisnsrqfi~iudir5;qmLnn.uu2uflq~~uLmi~u~L~6a~~Lalil~lw"~5u$;l5Q~im~n~nisd?um'~ 
d 

iaiq,iiwuu1uouinn6?uwa~ (Dynamism) 1 1 B . 1 ~ . 1 ~ n i ~ ~ ~ ~ ? i ~ ~ i 6 ~ J L M d ~ U L ~ l ~ ~ 1 ~ ~ i ~ ~  

A, 2' A d  o a - 9, 

nrnw"IIu~uilq4~uL~nsL~uLm"ss~dimi~mnaia~udgunnis"l.auifin m'Quni~<rslunnis 

~ l ~ ~ ~ l ~ l l ~ 1 ~ ~ ~ ~ ~ 9 ~ b j L ~ ~ l ~ f i ~ ~ ~ ~ ' . ~ ~ ~ ~ ~ ' i l ~ ~ ~ d  

L L A W L L ~ ~ L L ~ ~ J ~ ? E U  (Kaplan & Norton.1996. p. 3) L W U ~ L L U ? ~ ~ L L ~ ~ ~ ~ U I ~ ~ L L ~ E I  

"IIawisn?u?a. nisdsz~Guua & n i l  nisu?wis~ruuau~a (Balanced Scorecard : BSC) 

I ~ U ~ ~ ? L W M B L L ~ ~ ? Z L ~ ~ $ ~ Q I ~ ~ ? I ~ ~ ~ S  Harvard Business Review r i nq  1992 ua"auiIu$ 1996 
* 9 

h~fl;l~iu~6hun"pd~uu~M"~8'il nisEI 'sHlsL~~r~~$~qa (Balanced Scorecard : BSC) 4uui 

PABL~~&U"?~'L$ ~I~~MI~UEIPIWU-~~~ (Balanced Scorecard : BSC) L~uLm"snQ~o'han1s 
s % 

~ n ~ ~ s n a ~ m ~ ~ a a ~ i ~ ~ ~ ~ n ~ n ~ i u ~ ' i l n n ~ ~ . ~ ~ ~ u w i ~ ~ ~ ~ ~ ~ u ~ " ~ ~ ' u ~ ~ ~ n  i o u i $  2001 Elmma& 
,a d 

da.~~~i.lwuqaaaa The Strategy - Focused Organization aLflud%ou~diqniiqu?iqk;Ilu 

e a ~ n i s ~ s i i q ~ ~ ~ z ~ ~ ~ ~ u ~ i ~ ~ ' i l ~ T ~ n a n m u i  



n l s u ~ ~ l s r L u u ~ u q a  (Balanced Scorecard : BSC) LflUrn<e9~ani~mnl9fi~U1W~ 

~ 1 & ~ u n a 1 ~ ~ u u 1 ~ ~ q ~ u ' u ~ ~ ~ ~ m ~ a 1 ~ ~ 1 u 1 s n v e 4 8 ~ & n 1 s ! ~ z ~ 1 s ~ ~ ~ 1 u ~ z ~ z ~ 1 a  ed&nis 
" 

q z r n " e ~ s 9 i ~ q ~ i i n i s a ~ ~ u l u e u i n r n ~ a r ~ ~ n i i  Suppliers w$n;n91u I l43UanIS L M R T ~ ~ ~ F ~  

wissurwpluazua'nnssu ~4n1s~mwanluuuanlm?~ls~~uu~u~a (Balanced Scorecard : 

BSC) kuIriL~usaad~4a~wizn~sTfluawiJ&iunis~uLiqku r~d~4$4ues~ !wher insde  

R ~ I ~ B I ~ I S ~ ~ ~ W W I U I ? ~ ~ < U & ~ ~ I A  (Intangible Resources & Capabilities) ~ I ~ Y ~ ~ I ~ L L U Y  
, * 

Buqn(BSC) ~ ~ ~ e L ~ u L n < a s i i a n i ~ n i s u ~ v ~ s ! ~ u ~ ~ < ~ u u i n ~ u ~ q ~ ~ u ~ u m u i w i i ~ ~ ~ ~ ~ ~  

% u 6 l u n i ~ ~ a ~ l s ( ~ o m m u n i c a t i n ~ )  ni3nsZ41d"Ifit?~ (Incentive), uazn.ls~mmiu (Tracking) 

naiuiiis~resn~sAi~Gunaqws"Lu~~iazm"~uve~'ilsAns ( a s ~ n $ ~ u u i u u w ' ,  2542: 36) 

3.1 ~ a 1 8 1 ~ 1 1 1 ~ ~ 1 8 n 1 9 ~ l ~ ~ 1 ~ b ~ ~ E l ~ 8 1 ~ a  

nlsu?vlsaauueuqa (Balanced Scorecard . BSC) l ~ ~ ~ ~ ~ ~ l ~ ~ ? U i ~ ~ m n i ~ L ~ ~ l ~ l  

~ ~ u n ~ u q m ~ v e ~ ~ i u ~ ~ ~ a ~ u v ~ ~ ~ d s ~ n e ~ & a ~ a ! u u a s ~ " r e n ~ s ~ ~ ~ 6 u ~ u & i u d ~ s  q 4 6iu 16~~"  
6iunisGu 6iucnn"i i i u n s z ~ a u n i s n i u l u  iraz61unisGuup &naiuvuiuv"raiiiin'm 

na~u .oe~n isu~~ isuuuauqna iu~snw"qzds~~n~<~~a~n~ds:asn 'w"~~ inva iu  niu 
4 2,- , 

a'namzn is6<~ iu~~a~n i~~3v1saau~~u~auuunaa in~s l~~a~uvu1o I~ae i i ~va in~a io  
" 

64% 

Fl%$Q ~ h 6 u ~ % u  (2541.~6137)  fl&l?'ii ? ' $ n 1 3 ~ f l ~ a ~ ~ ~ u ~ b l ~ a ( B a l a n c e d  

Scorecard : BSC) ~ i ~ u ~ m ~ ~ ~ n ~ ~ ~ ~ e ~ m i ~ ~ ~ ~ " ~ u ~ ~ ~ s s : ~ u ~ s s ~ u ~ s n ~ ~ ~ d n ~ w s a u v ~ ~ ~ s ~ ~  
e d, 2 

IA'%wnurracsamrJa ~ m u ~ n i ~ ~ f l w a w i ~ n i s ~ u ~ ~ ~ u w a v e ~ n ~ a ' n s z ~ ~ w ~ n n r u r ~ ~ a % u ~ s & n i s  
" d d  

~a~zn1~a 'mwan1~d~y^nn is~~r0un isd~za i ju~n~ iu~~z~~m~u~u ' i l u1 rn  K4uanuaiiElnaiu - 
walqua;laynii7 ns~uaunlsd~un41~sl iu~ua~~ni79@em~unisd~ud~4~~azu~nnssuves 

Eqnis v i a u i C ~ ~ T w 6  ajlh6aJpli(2543 H ~ I  59) "I~flaiu~u~uva~i$n~su"T~a'~ruusuqa 
" 8 

(Balanced Scorecard : BSC) MMIU~?~ ~ q ~ ~ ~ ~ f i 4 ~ ~ ~ ~ ~ ~ ~ 4 ~ ~ n i ~ ~ m ~ 9 i u L L % ~ ~ L n ~ 4 ~ e 4  

gs+mali14au!a ~ s ~ u ~ i i l l d n ~ ~ ~ a a i ~ ~ a z v e ~ ~ ~ v m ~ u ~ i u v a ~ r ~ a ~  i ja suqaszva~a~q+ur~u 

euinndewadszFoa~u~q~5un'u~qda~u W\uauirnn ~u6iuro~vauaqrn"n'ilauqasz~ii~ 
4 , 

niu~uni rn iuuen~seen~uwi4  iio s z w < i s ~ n j n a m z n i u ' ~ u ~ a ~ ~ ~ ~ w ~ u s l i w ~ n ~ ~ i ~ n ~ i  

n i u u e n u a ~ d i u i  ~u.iiiu'il~a"rn?nid 6gjw'us" avatCumd(2544 w61 140-141) n i i a a i  
ed 

~ ~ ~ I ~ ~ ~ U I ~ ~ Y Y B U ~ ~  (Balanced Scorecard: BSC) n~u31asnls~mi$zw"eunlwi 
d d 

i i n i u _ ~ u n i s ~ i a ~ u g s i i ~ ~ ~ ~ u ~ u ? ~ l s  ~ ~ ~ w ~ ~ d ~ z ~ ~ u w a n 1 s s ; i i 4 1 u ~ ~ a z i ~ t u ~ ~ i i ~ ~ u 9 i u u u  



~ P $ 5 i u m s ~ a Y a ~ ~ ~ u d s z l u a ~ ~ ~ r i a s n ' n i ~ l m o ~ z ~ ~ s n s w ~ w i ~ n i ~ ~ u ~ ~ a z u n n ~ s i i ~ ~ ~ ~ u ~  

&uWYPdBn'u lnu~nisu?wis~~uueuqa~~~~u~nna6~aa~~a9lunis~nuaniai1~5us1u~es~s~q 

luyuueshis 7 4 yuues "n yuuasaeatnfii yuue~qinnozuauniswisgsiiqniulu~s6fiis 

yuuasn"iuu?~nssu~~~~nis~~u~b1nzyuu'il~'~114n1s~u f i W W 6 8 4 6 ~ ~ I k  l$uuyw (2545: 

22) w~dmaiuwuiuqes Balanced Scorecard ~ ~ < I ~ ~ u T ~ u u ~ ~ ~ < ~ ~ I T ~ ~ ~ ~ ~ ~ " T ~ : U . L I  

nauqunaayns"~qqrLLdsnis~quaznauws'ilsn'ns~d$.qmuasni6maniiliq$iiiwunnseu 
E. m 

diw%nisTnnayw<~mzszuunis<mnis Fnu~sld$ni~~mwnii~?qrnsas6ns5s$g 

r 3 i ~ u i u 6 i u n i s ~ u ~ ~ n z 1 ~ i l ~ n i s G u ~ ~ m t ' i l u m ~ ~ l u  4 6iu i e  AiunisGu hiutn61 hiu 

nszuaunisniu lu ~anz6iunisGeruf~m-nis~7ulm dauw? ~nslz?uwi(2544. w613-4) 15 

f l ~ i ~ ~ ~ i f l ~ ~ ~ n i ~ ~ ~ ~ l ~ L ~ ~ ~ ~ ~ ~ ~  (Balanced Scorecard) Z'il szuu~?~nszuaunisu?wis 
I d W  . n ~ n w % s ~ a 1 ~ u n 1 s ~ i w u w w a ~ a m ~ ~ u n n ~ n ~ i 6 ~  nisu?wis~uufi~qnuenqinqt~~u &$?m 

unnisiiiGusiua~n"a u ' 9 ~ B u ~ m ~ a ~ ~ a w i s ~ u n i ~ ~ m n i s ~ i a u l u n i s G i n a y m s % d $ n i s d ~ u ~  

dauansns6 $ '~ l f i i  (2545. w6l 123) %~maiu~1uiu~8snisu?wis~~uu~uqn (Balanced 

Scorecard) ;e a ~ l ~ m s s w n l u ~ ~ ~ % ~ i i ~ 1 ~ u i i 1 w u m i i ~ ~ u n i s ~ ~ n : u ? ~ 1 s ~ m n 1 s n a ~ m ~  

(Strategic) %uqnszKu 1mu~nisdeu~s~m~ds:~s6(0bjective) laausiu (plan) Cnssnis 

VI%18iinssu (Activities) ~ ~ ~ : n i ~ % a ~ ~ % n l s d ~ ~ ~ ~ u n ' u n ~ ~ m ~ ~ s ~ n i ~ ( ~ v a l a l e )  uanqinf j  
n d  nus l " n b m l 6 ~ ~ ( 2 5 4 5 .  w61 156) ld~~ua~m~&~Pmuji ~ I S U ? ~ I ~ ~ ~ ~ U ~ U ~ ~  (Balanced 

Scorecard) l g P d l n j 8 4 ~ ~ $ % f l ~ n l 9 A 7 U ~ ~  ~wde"ddunis~i~~aun~~wfi"ld~nisd~u~%w" 
e - ~m"ern&uqw~~merei~unisdsz~~uannisll~umsiu%uwniuyuuas~anz~~u~s$ii~~~a 

* 
os6nis BSC fiiuisnGiWl~6swis6iunismau~u~~a~ni~~i'I~dl4~Kn6unagms%~~nis 

n, d 
d~u^naeiisijdsz~m~niwfiemm&'ilsn'~~m~flnn wqnw%~n (2546: 15) !6eqdmaiuwuiu 

Was Balanced Scorecard ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ I ~ < ~ ~ I ~ L L U U ~ ~ W ~ ~ ~ ~ M ~ ~ ~ ~ ~ I ~ ~ ~ U E I ~ U ~ ~ L L U U  

w i s  dszneu6auyuuesn'is 7 4 yuues I6 l~r i  m"iunis3u n " iu~n61  m"iunszuaunimiulu 

1 ~ a z h i u n i s 3 u u i  1 u ~ ; i i u o s ~ ~ u a ~ u a s ~ n i  quuiuu6 ~ ~ n z z s q w  5'muifnlan (2545: 257) 

I6Guu~sna iuwuiuuas Balanced Scorecard 1j;jil~uLn~es$mv~mw%smisnis6mnis$ 
, $ 2  " d u ~ ~ a s 6 n s f i i u i s n ~ ~ ~ i u m e m s i u n ~ ~ u m u e s ~ ~ w u n a ~ m ~ d ~ ~ m m a ~ n s z m u w ~ n u a i a a T u  

a - as6n~sau~s~~daerlw"a~6n~fiiuisndsz~iju~aa"w~11asnisG1~~~u~dd~um aLn:eiuiso 

;j~ms1:w%n"<1aiinBeun~iesw?e93~w1~ulum"1uTm ~~oqzGi~e~n~sndia1d~~n"la13~wi1m" 
d 

mssyu inqu 



i iv?uf%.dinis v ~ ~ a ~ ~ n s ~ u d i ~ d s ~ ~ m ~ ~ ~ ~ n a ~ u v u i u v ~ a ~ ~ ~ i < m ~ ~ a i u ' ~ a ~  
" 

p l w  d 

~I~U~MI~LLIJU~SUF~ (Balanced Scorecard: BSC) I 9 m . s ~  

arnwkwnu LLnzua%u (Kaplan & Norton. 1996. pp.18-19) ~ ~ ~ ~ U ~ ~ ~ ~ I ~ I ? V ? T L L ~ E I ~  

au?n nn'lai l  n l ~ ~ ? ~ l ~ L L ~ ~ f l ~ ~ t i  (Balanced Scorecard: BSC) ~ ~ u ~ e u ~ n l s u ? v l s d ~ ~  - 
unqiu (Performance Management System) ~~n:i~unl~~mwnni4dgulil.~iu (Performance 

w ,  
4 - d w  4 

Measurement) a~unsau~aua~m~i~4~u~~dn~?~u~fl~11ai l .1a~~nis~m"~u~a.d?mmms~un~u - - 
yuuail.14 Eiiu i;a 6iun1rPsu6iuan61 6iuns:u?un1od~un~i~ddl1u~u ~ ~ n : i i u n i ~ G u u $  

w w 
w  4 w  4 -  

~~n:n~sduFm m?.d?mus1s~t68iv~unisim~n~aiun"iavdi~~n:~?1u6i~~~'~'il~'i)~n"nis~u - 
szuzui? uan?ln% BSC h~8unisfi1rY'u i;imn7uunnisdgum~7uFqn"7unis~u maiuwal? 

reil.1cnm"i aan:wnnisii~Gu~iumi~gs"nq ~ w u i n s z u ? u n i s 9 ; i i ~ i u  a ? i w i q q l q ~ ~ n z 4 n m  

4m?msau~~n~suns:Kuszuufi~nu~nfl~~L~unis~wuin~s8uu~LLn:na?ufi?u~sn~a~ 

~flalnsLanza46nls Balanced Scorecard Collaborative lnc. (1999. Website) f i q d i ~ n l s  
m - 

U ~ ~ I S L L U E ~ ~ ~ U ? ~  ;a ns~u61v?unis~i, ' IWdg~1~~~n:nis~~nisnnqm~uynsvKu"~' i~s~~ 

~ m u ~ a u ~ u ~ 5 l i l p d s z ~ ~ ~ ~ a n z n ~ f i n n n q m ~ a ~ ~ n ~ s n ~ s f i u ~ n n n i ~ ~ q ~ ~ ~ ~ ~ s ~ ~ f i ~ u ~ s n u a ~ ~ ~ u  -- wn~iu$~uum.ilosa~~nisln"airi nis;im&iun~sWu 61u~nh'1 iluns:uaunl~d%]um~1~~11~~u 

~rn:~1un1sa"n~mwa~a~6n1sn1s~uufs?u~~u~mnssu nisu7v1s~uufiu4nlGl.dsiunis - 
aasn1s;im~~rw~ou1v~~~~~~unsaui1vfun1s~11dd~u~~an:nis7'm~1~ail.1~n1s IuGiuas 

du?Ku ~ ~ ~ ~ ~ ~ I ~ ~ u ~ I ~ u ? ~ I ~ L L ~ u ~ % J ~ ~  (The Balanced Scorecard Institute, Website) 

I~m~iuvu~ur ' i l~n~su?v~~~auuf iu~n 47 ~~ISU?P~I~LLUU~~U?~ (Balanced Scorecard) fhfl.3 

?n :n '~1d~~~~~n1~d~~~Guu~4~ ' i l? '~~nm1~n"1~n i~~u~ ' i ] i~6  uin~saqilunm~~n~sfiuailu 
> * 

e 4 -  d 

av~nismw~nmaulua"mwr~zm?~ua~uisn'lun~sn~yu~avu~zau~us:u:u~ n?~u~uKus"<u 

$n6lf4t8jB~,?6~, i1v~unlds:~~u'Luq~fil~du~mfl (Information Age) h~~l f ln . i lqn" f l?  

6aqa&a?mdinisnqydw"Ku;nAi f a t a u  wCnn9iu nszuaunis imnFuTnl i~n:uTmnssu 
v 

&Cu nisu?u~nauuflu~a~~~fiuaquua~aa~a~AnsIu 4 qua189 %mu~nisTnua h d a n  

aaw:~insizw"~~~n~~~aiu~u%u~rY'ulu~~in:yuu~ ;a y u u a ~ n " ~ u n ~ ~ G u  yuu'ilq61u 

2nn"i y u u s s n " ~ u n s z u ~ u n i ~ n ~ u T u  au:q~ua~6iunisduu~~~a:nis~~i~~"nuFn uanwn% 
" 

nisu?wis~auufiu?a (BSC) ~ ~ r ~ u ~ ~ n ~ s ~ r n ~ m ? ~ u ~ m v ~ n ~ ~ v ~ u n ~ s u ? v ~ s ~ m u ~ ? u w ' ~  

'~~~~Is(TQM) i i v ? u G ~ a u  (Niven, 2003. pp. 14-15) n i i ~ i ~ n i s u ? ~ i s ~ ~ ~ ~ l a u ~ n i f l u ~ m ~ a q  

n~s.l'ndsfiuim?innnq~~S"aa;~'i]qAn~s ailu~m~a;l~aiiv~u~u3vislunis'in~a~~~~s'in 



w ~ n q i u u a r ~ ~ d a u l 6 d a u d u n i u u e n e ~ 6 n i s ~ ~ a ~ s ~ u u ' l u n i s ~ ? w i ~ m n i ~ ~ ~ a ' 1 v [ ~ ~ ~ ~ n i s  
u w 

u s s ~ ~ m q d s : a ~ 6 m i u 4 ~ ~ ~ ~ S ~ a z n a q m ~ ~ a ~ a ~ n " n i ~ ~ ~ n i ~ i n i l n P s ~ i s r r u ~ l f i u q n u i ' l ~ u  

adn is  nisa'm~~azds:~~uwaliliu~~ua~nni~u"swis~~uufiu~a~ilunisdsz~~u~~d~~aiu 
% 

auqauaz~naiunsaunqu~uu~4 E46iunisGu~~a:lbi'I.dnisGu dszneu6au 4 yuua~ ;a - 
AiunisGu6iuann"i  6iuns~uaunisdgun~ilbniu'Iu ~ a a G ~ u n i s ~ ~ u ~ ~ ~ a z n i s a ^ m ~ F ~  dau 

?aLzuu6 (Williams. 2005. p.220) ' I6~aiu~ui~l l ' i lanisu?wis~u~auqa~i  Liluln$ad~a% - 
f l l s d g ~ r n i ~ W 1 4 8 ~ R ' f l l s  (Measurement of Organizational performance) q i n  4 61uz - d i $ t  Z'd 6 l u n l 9 ~ u ( ~ i n a n c e s )  &iucfl& (Customers) 6iunisdgunnisdliu'1u (Internal 

Operations) L L a ~ l ~ ~ ~ f l ~ s ~ ~ h ~ l 9 i ' s ~ ~ ~  (Innovation and Learning) 

~ i n n a i ~ w u i u . i l ~ ~ n i ~ u ~ w i s ~ u u f i u q a ~ n ~ i a u i ~ i n ~ n ? ~ i n i ~  aan"ni$dqin'lu 

d s - 1 ~ 8  ~aazdi~dszamn w iu i sna~d l&+  nlsu?w7s~auuau?a wuiuih ~ n ~ s ~ ~ s d d i w ~ i d  

d ~ u : ~ l d ~ u u % u ~ i i q  (Mission) L L ~ ~ ~ ~ Y I B  (strategy) 'Iw"tdyn.oaanir35mu~1n7sd~iPna~ua~az 
% 

nisu"svls~nseunquna~ws'~9un"auw"~ 4 yuueq 8s q~us.l61ufl1~~u(~inancial 

perspectives) yuu846 lu~nn" l  (Customers Perspectives) yuua~huns:uaunisniu'1u 

(Internal perspectives) ~ ~ ~ ~ ~ ~ ~ ~ ~ 6 i ~ ~ i ~ $ ~ ~ ~ L L ~ ~ ~ i ~ ~ ~ ~ l  (Learning Perspectives) 

a w 
dS 4 

L L U ~ ~ ~ ~ ~ I ~ ~ ? V ~ S U U Y ~ ~ U ~ ~  [Balanced Scorecard) mnmllu~ma~bnwa~w~ut~nzu~s' 

Ku (Kaplan & Norton) i ~ s ~ u u v & n n i ~ u 2 i u ~ < i  n i sd~z~~u~aa~6n is~~~ iu1sn ' I "dY  
* ,A , d h iTm6 iun isGu~1u~~e i iq~Wu~ ~ w s ~ : n i s ~ ~ ~ a m i ~ n i ~ ~ u ~ f l u n i s s i u ~ ~ u ~ a a ' w ~ n ~ n n ~ u  

A 4 

~aa"? &i?aLflum'a%~mmiu (Lagging Indicators) ~ a i u i s n a s n ~ u a n i s ~ 1 ~ 4 u ~ i u d ~ z ~ " n w ~ u  

1uau?nm~~$u~~~uwaiua?u?sn~unisaf?~~aFii~~u16Lbn'fiuiad~u~dn'u~n~i ~Pd'nqiu 
%. A * e  

a n F J a Z  ~~a:u?mnssulh Kdsd"u Balanced Scorecard ~a~nsau~aua~mn'l'n61~~u"aamsi~.fi 

n a q m ~ u n i s a ~ i ~ ~ a F i i ~ f u ~ i n k ~ q u u a ~ & i u n ~ s ~ u ~ ~ a : ~ b i ~ ~ n i s G u  4 AIU dudsmau Aau 

1) ~ u u s ~ 6 i u n i s ~ u  (Financial Perspective) 2) q ~ u ~ ~ A i u ~ n A i ( ~ u s t o m e r  Perspective) 

3) quus~61unszuaunisniu'1u (Internal Process Perspective) 4) yuua~&rnuni~$uu~ 

uaznis~ZuFn (Learning and Growth Perspective) 



niw 7 nisu~wiruuuau~n (Balanced Scorecard: BSC) 

niu~6~uunsrtdazyuxos 4~d~~nou69i?ud84i?4 q 4 do4 (Balanced Scorecard, 

Website uaxwg r@Ti:?uws', 2546. wsji? 20-24) !&ran' 

1, ?m~jd3:a;lm' (Objective) aa~aaiazyuuos <slu~aiuwuioeoaii4ia"rnqds:ns~ 

m?uuuaGnaos BSC ~ u ~ o ~ ~ d o s ~ n ~ ~ s w ~ s ~ " s o m " o ~ n i s d ~ ~ ~ l s ~ ~ l u 6 ~ u ~ ~ s q  m'aeu'?~r.du 

I .I %qds;as6dii6Qniu16yuuos6iuni~fiu 1m"rm" nisriu~updaa~s?ulA n?s 

amas.lras6uqu nir~iuwtwniw (Productivity) r8um"u 
dP: 2 

I .2 ~rnq~ i szas~~~ in '~n iu~m"yuuos~ iuqnn" i  !ALL" dauuEisnismaimmswu~u 
v dd n?s?n:nuiqn&i~"npdaosos6ns n~s~raasv?gnAiIvaj nisGir~us7unimu~mniw nisu?n?sd 

T ? A L ~ ~  v?'i1dar~oseoa%ni~d~ rflu6u 

I .3 ~ w ~ d r : a a n ~ 4 i n ' ~ n ~ u l m " y u ~ ~ o s n " i u n s ~  in"aari 

n i s i i r ~ u . r w i s a n ~ a u  ns:uaun?sw~nrndi?mn?w ns~uaunisindsisaw~~arn?s~aai  v7a 

nsz~launis~l?wisi2ds:t~~niw rilui'u 



w~n'n91u~~aam~naiuaiuisn ~ I ~ ~ ~ ~ P ~ E I L ~ ~ T ~ ~ ~ P ~ ~ ~ A ~ ~ A ~ L P ~ ~ ~ ~  

LTlu6u 
w 4- Dl 3, 

2. ma;an (Measures U%2 Key Performance Indicators) Im"un' PIa=IamWIs 
d -2, a  d 

?'mqds::fiGlu~~iazfiiu aamaaam~u1i%qz~~uan~osuem1%unis<m4ias6ninwss~ 

;Sm~ds::a~R"u~~iazm"iuw"saIi Kaod7wiu 
- 3" 

2.1 niu1m~~m~l~sza~fiun7TL+u4ulnJ4~u1~la~~uuoqfiqunis~u magam 
.a c: a 

luula"h lm"~~risiulmmrwu~urGuu5u3~ejiuui 
w t 

2.2 niul6<mqdszas~unisTn:nss?$nAirriirosquuoaAiu~nAi m'a"a<mflGun 

Za'Ku TArrri i iuaugn~i~sanmU?a4iuau$n~iiHiu~ (Defection Rate) 
9, da 

2.3 n iu l6~m~dszaa~un1~ut~Zu~imuqmniwresyuue~Wiun~z~1aunis 
* s , a Dl - A  d A -  a 

sl iulu maaam~uuu1.d"Ku Im"ran'4iuauaosraum~nmruqinnisuZm ~"s~nuaz roq tuAq~e j i u  

nismsawpniw 

2.4 n iu l6Tmqds~~~6nisw'~u i fnwzwGn~iu11es~~un~6iun isduuf~~az 

n i s G ~ u i  iYa<imw"~uul.d"5u ~~rrn' i iuau~afu~luniseusndn~ui~~ u?esGu 
dc: a 

na?ua~uisnrosw~nsium~wuru (Competencies Level) 
Dl ClDl 

3. diuuiu (Target) 16un' a ~ i ~ 4 u i u ~ ~ d ~ e ~ a ~ a r ~ e s ~ n s 6 a s n i s ~ z u s s ~ ~ e s w a ~ a m  

a~iazds-,nq~ Kaoeiimiu 

3.1 ~ f i l ~ ~ l U " a ~ ; l ~ ? T L ~ ~ ~ ~ " ~ ' i l 4 4 7 ~ ~ ~ b ~ i ? n ' E I ~ f l ~ ~ ~  20 

3.2 L ~ l M ~ l ~ " l l a . 1 ~ l ~ ~ ~ $ ~ ~ l L ~ l $ ~ l ~ ~ ~ d ~ ~ ~ ~ 9 ~ L " n ~ s " ~ ~ ~ ~  5 dog 
8 v 
4- 4 

3.3 ~f i i~uiur~s4iuaure~~um~n1~1r~~innsz~aun1sw"amYo~l i~~u~~un::  5 

i n 3  

3.4 ~ ~ i ~ u i 7 ~ r a ~ 4 i u a u i a l d ~ u ~ ~ u n i ~ ~ u ~ u ~ ~ i i ~ u  10 ~ ' P ~ ~ ~ A U ~ B Y I  
a 9  

4. LbWU9lU Tnssnis MSBfl4IlSSl. ((Initiatives) i 8 9 6 " i n 9 q ~ ~ ~ l L ~ D U S s ~ L f i l H U l u i  

1 > "  
a  9 fil~umm ~ m u ~ u ~ u ~ ~ s ~ ~ ~ ~ r ~ w u d ~ ~ ~ ~ n ~ s ~ ~ z w " i ~ ~ ' l d r ~ u s ~ ~ ~ u ~ i u  PASJ~IT ~senqnssu 

t 
a u e ~ ~ u ~ 6 e s G i ~ ~ n u s s a r f i i ~ n i u ~ ~ e s n i s  



a - 
uanswbqindn;l4 $ a s m i ~ ~ ? w ~ ~ i u m d  Balanced Scorecard ltda %uwiddguw 

4 d 

q5;l~nqzriu;uaniaPwds Im"uri %oyn%u%jcu (Baseline Data) ~ ~ ~ ~ a w s ~ ~ % o ~ n % u f l ' ~ j f i u  
w  d w  

uos~kh'wninzn'a ~ ~ n ~ ~ r w i ~ s y a % u ~ ~ j ~ u ~ ~ i i ] u ~ ~ ~ ~ ~ ' 1 u n i r ~ i ~ u a i l i w ~ i u a ~ s n ~ ~ ~ w  

~ r i nz~?~~~n? iu%w~quu?n$u  Aaiu8uw'us"slas~mqdr:a~n" hkrn $eynYh$u afiiwui~ 

LLnzunusiu P ~ 9 s n ~ r  i j ? n ~ 9 u ~ o s ~ ~ h n ~ u u o s a i u 1 9 6 1 i q z ~ ~ a w s 1 ~ ~ w i ~ i ~  6 

, da ., 
nayns nnarilujrnquu"nni~no;1yuua~~;l 4 Biu arams%es"~P;lu~iIun1~4wGi Balanced 

?SilgdmrsA 

(Objectives) 

ywuaqiiiunisa'ju 
.A 2 z 

siulnn~wunu 

(Revenue increase) 

yu~oG1u~n61 

n i s 5 n w q n h ~ n ' i  

(Customs retention) 

yrrues6iunszu~unis 

n i u l u  

n i s u ~ m i ~ ~ m n i w  

(Quality production 

Scorecard ~wqds~~~niu%m"quuos~rha~uuasq~~nsaomw~~sn'er?~uw'fidraznnqws" 

i i u ~ u i u l u n i s  .j,di~sweusuwGnqiu 

au'iqdarunq 

&%FI 

(MeasuresIKPI) 

"2 a A' 
swlmm~wuuu 

~ ~ o u r i u 3 ~ c j i u  

U l  

41u?u~nii?G 

MIUW 
(Defect Rate) 

Cmmma;ltluwn 

n i r u i ? ~  

(Waste Rate) 

h y a  
flqqGu 

(Baseline 

Data) 

5% 

7% 

10% 

L~IWUIW 

(Target) 

10% 

- 

5% 

7% 
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i i s n s s ~ l  

(Initiatives) 

a u i u h r h $ w n i n  

i i d s - m n  

indis:uu$ui%ngnh 

<~~ITZUU TQM n l u h  

TT~~IU 



qm~n~~m-$ i i~nr~s:n isudav ' i ]~  BSC u ' i )n~~G' i )q inn i rGyuu~~ 4 ~ u u ' i ] ~  I~LLT~ 
v 

~aiu&uw"u~s:uila~%1u'ild~~ 4 dszn7s Kaplan I%! Norton ~ L % ~ ~ L W ~ W ~ ~ ~ B ~ ~ I T ~ ~ I U U ~  

yuu.ilqla" 4 d s n i s  rd'i]aqinlunisi7s~u~siiq~'i]a'i]a&n'nska~ ?Ku5dv . i l~ . i l am"nyFwuia~  

aYnq=u~'ki%unisr3u$ I h ?wfiiunssuFnuniaGilii!o'L~6~~~m &fii!stqqmq:riTn~u~rn" 
d 2 2 % 

qinn~si;siulmawu~uvi'i]~u~u$awaa (qaue~6iunisGu) n~s$ean"nmzdsiulnrwu~u~u 

~~.ila~in.ila&nsfii~isn~~usdau~~~a~aim~i'i]Gi~fi~nAiw'i]l~ Pwuni~Ji~fiu' i ]5uAi~ln' 

u?nisTu~a$GnAiW'il~n7s (yuuaam"~upnn"7) ~an~s~a~m"ninsq:f i~uisn~~~~u' i l~un"i~~a: 

u?rism~ui3nKii7m"'i]anis~u sa~ns~:m"'i]~~ns:~aunislunis~i~Gu~iu$rvlu~:fiu~~~ 
6 .  

~?~wu' i ]~u%a%~nn"~m". i l~n7~ (yuu.ilarn"iuns:u~96ni~~i~~uaiuniu'Lu) ~mo~.ila&ninsqz~ 
$a 

wpd'n~7unuwn~~aaa,1~~iufiiui~o ~ ~ ~ ~ r r a z 6 1 6 j l q l u n i s p i i ~ i u $ ~  r~am,~F~ldaG! 

$ u a a Y u ~ ~ z i a u ' l M " . i l ~ R " n s ~ n ~ ~ ~ i ~ ~ u ~ ~ u ~ u n a x ' ~ ~ ~ u n i s ~ n " i ] ~ ~ r i i m ~ m d i ~ w " ~ u ~ n ~ i  (yuueq 

~ I ~ ~ ~ ( ~ I S ~ ~ U ~ L ~ ~ ~ ~ ~ ~ ~ ~ U I )  
w * 

qxduldia'ia?uue~f' 4 6iu ~ i ~ n ~ i v l u w " u u b ~ ~ u ~ i d ~ ~ d i " ~ ~ ~ i % u n i ~ i i ~ ~ u ~ f f i ~  
* 

5a 7 1d ~raquu'i]a5q 4 fi~.lanaiu&ufiu~~an"ldluda~~~~~~a:wa (Cause and effect) 'ha 

K n w m : ~ s ~ ~ n s ~ : ~ 6 i l s I ~ ~ ~ ~ u i ~ i n ~ n ~ i  ~ ~ n i ~ ~ i ~ n K i i 7 1 ~ 6 ' i ] ~ ~ n i ~ i i r G u ~ i ~ n i ~ l u $  
d d w ~ a n i m : ~ i ~ ~ u ~ i u n 7 u " 1 u 1 ~ ~ ~ w ~ n ~ 7 u ~ ~ a d ~ n w z ~ a i ~ w i ~ u 1 u n ~ s i 7 4 7 u  ~a~u&uw"u6 

% U L % ~ L M I ~ L ~ ~ ~  (Cause and effect relationsh~p) 

3.2.1 yaa'i;1wi'wn75Gu 

niulW~uu.il~iiuni~~u.la~~~ua.ai~vlai~w'iui71~M"~~ua~m~~uan'u~uu'i]~ 
w 

AlunlsGuK~Fi'i]ldil 

rrAwrrwauaLa3uo~~u (Kaplan & Norton. 1996. pp. 48-50) ~m~nfii??Myuu'i]a$ 

fi:~'iluwan~si~~~u~~u~~~m"iuni~~uiifiiuis~~~Eia'il~n~~u 3 i?aniu?aqsvoag?% ;a 
a ,, d4 .A 

.d?q~G~r?uFm ~i'i]ii~flu~~~u6uuo~aa~s~sn~.n~uawm~asG~u~irrn:u?nirmmm~:iau 
w d"  

bppd'uaqun7rrq?~r"nulw m~~~wmiamY7unisGu~7uu4fl6 ~~n'.il"m~iniss"nlmv~au'i]wviu~au 

a ' m s i n i s r ~ u ~ m v . i l ~ u ~ ~ v 1 u ~ u n ~ u ~ ~ i ~ u i u  n~u~nn" i~ razq~n ina f l u6u  waa"o"~iaai.ilrdo 

aa4m"nisq:G r&vluiu%unis~nsgldau~~Ei~nismaiw~~az~nwini~~"nu~m~m~~:~'i]aa~~u%u 

Aiu n a i u b p i u i s n m i ~ n i s w ~ ~ ~ ~ a ~ ~ ~ ~ ~ u i 0 r i 1 ~ i ~ ~ ~ a u ? n n ~ i % u i a ~ n ~ ~ ~ ~ 5 ~ a ~ u l m m ~ a ~ w n ~ a  

n ~ s G u q : ~ ~ u i f i i b ~ m ~  6119;u6u wam'i]urrmuqinni~a~~u ~flu6u i i v l~u~s i i q$ ' i ] ~ lu  
2 a 

Tg<nAa'laBuanua . n a a ~ u s ~ ~ 1 ~ n a i ~ ~ m " ~ u w a ~ . i l u ~ ~ m u ~ ~ n n i ~ a a ~ u l u  2 iwusn  Tmqdszfiaii 







3.2.2 y ~ ~ ? 1 4 & l ~ ~ f l & l  
* d * 2  

n~uln"yuueab?ugnwi uy~.aua.a7qvw~uvi~uI~r;i~aua5mdua~uyuua;r6iu 
v 

en61 i7qde1118 rrwwrrwauaaa:ueFKu (Kaplan & Norton. 1996. pp. 67-68) thn i l?< l lu  
-9, 

yuua;lm"iugnA~ va'nn1s~~usv1smas9w"waiui1~~i 5 dszn~shaoKu$odau~~Ei~n?s 

maim n~ss 'nwcn&~~rh  n1s~~u~nA7lvai maiuG4welqmstnA1 wa1ua1u1snlunwi7rhts 

q ? n a n i i ~ ~ n q d s z a 4 ~ v ~ n k ~  5 ~ ~ s z n ~ s i u < l i l r ~ u ~ ~ q n ~ s z a ~ ~ " i i ~ n w m z L ~ u ~ a a  (Outcome 
a ri 

or Lags) ~~n~~n1s~zm~1~<1~n61~~a1uw"swe'1~~4sau~nm"~'1~~a~al~n' iedaei1u~v~n1ssld" 

6uu1un"a 6ddauaaEisnn1wn1sin~1~nA7 n1AhgnA12vaj wa1uGswmlqnnqn61 
" 

wa1uaiu1sn~; i1 i i i l~q1n~n~1~u4si1a~~6e~v16arw~8o~a~d1 (Dnvers or Leads) d 
3 .  

qz1fiLiiiinnn;s 5 dszn~s %s~un1sv ihav~v~ena"du7~u6e~du~1nn7s~~~s7~w'n~ugn6i  

ril1vu1uvososm"n7s'Iw".a"m~qun'eu a m : r r a a s v ~ 4 m d ~ $ n " ~ 4 ~ ~ ~ a u ~ ~ ~ ~ w o ~ a u ~ ~ ~ a i u  
9 

6esn1sve~gn61 fi?afiq w~w~uuf iu (2541. v f i i  37) ni?a41GBm6e4w"mu1M'a6~tu67 
9 , -  d Y  d P  b . 4  a r a ~ u " r i s l n a d u d w a . ~ n ~ s v a ~ ~ n 6 ~ ~ ~ l i l ~ e m ~ a ~  rws7xanhq:6~tu1q~'i lwu~~maiu~sn 

a?7;la?ad7a~u"in'uliluae4u7n~$m &6u~~.3ui1n '~9un~si ;1vumwaiui~~~q9ueu~w~~e4 

u%wb 7 ~~aw~7ua7u1~n ' Iun7smouauo~ma1un"~4n1ru~~~n~~dr~~uu~~da~1d 64d 

Zassru ia?Fnpi LEQ Gnjnamiuuri. !AS ~a?iw6~ra:s~aiq dmza7%(2541. vfi? 4849) 16 

uarnawaiu5rn~u&-5unls d ~ u e u q m d i r ~ n : ~ a ~ u w " s w ~ l ~ ~ w " a ~ r i ~ n ~ ~ < ~ ~ T d m a ~ u i s n a ? ~ ~  

~md1i7~5uuGwfimai 5 u q z ~ ~ ~ ~ m a ~ u R ~ w a S q a e ~ e n W 7  ~ ~ o ~ s s ~ i l i l ~ d s z a q ~ v e . ~ ~ T ~ i n  

FnudvKnmm-ji 2 dsznisWa 

I. aw?eJ7on7se57spd7 ~ ~ u ~ ~ n 7 s a ~ 7 ~ ~ m d 1 ~ " a ~ 5 m w ' ~ a r i ~ n 6 7 u 7 n ~ u  lmul$ 

'iqnrsum'iq 14u nisoenbauu niruGm n7smwim nisdsuauuaznisaGuayuuGnn'mw' 

Fmuii'iqnssu 9 &dszneuiao iiqnssu?u27u 5 dsznls 

a\az"nnssuaGurJeyu~n 4 dszn7s 
m 

1.1 iiqnssui7 y7u 5dszn7sIm"rrri I) nisJ7Tmq'mud7@qn7s 2) nisi7aGunis 

sa;ldiui7~7 "a6esds:aiu~iunidu 3) nisl"mnisa(sZu6~aen 4) nisnaiwuwrn7s"ilu 

5) ~?im5m6aanznislw"u3n1s 

I .2 9nqnssueQueyu ~~u"nnsm$~ao~a?u"n~nss~<u~iu l6uri 1) FnwrJeha 

gsiiqqz~%7~L~ua%as6un~su^s~isk?1d n7sawaauun7sGu n1sG~1 ngvu7u4eG4Ku Yes 

~ ~ u ~ ~ ~ " a . l ~ n ~ u ~ ~ d ' i ~ n s s u < u ~ i u i ~ ~ x ' ~ ~ n s s u a ~ u a ~ u  2)  n isGv isw~wuinsuy~0"~~u 
,. !, - 242 

nqnssumurulu~,n~~wun 3) nisw"wuirmwluln%maw:diuluii~nss%~Gu~1upn~s~~1m 







~ ~ r n w n w n u ~ ~ n r u o ~ u  (1996. pp. 95-96) niia<iu"Twq~&osd?ud~i]n~::uaunis 
a - dgum~1unlo"l~6"mufiuo~<m~drzfi~m%up!uu'i l96iunl~ FmunrzuaunisTi 

6aiiuauianiriiL4unirl~dszwuwadiL3q dsznou6au 2 nszuaunis Zo 

1. nr::uauniAsueucmdiI6~~Tian61 T ~ ~ G ~ I ~ N ~ ~ ~ ~ P ~ S ~ ~ ~ ~ ~ ~ Y ~ ~ ~ T ~ ~ ~ ~ I T  
v 

a - 
dgum~iwiulun"sram' nirwSm nirmaimuazu"Tirswa53nim PmuGqi rmi Iu6 iu~~n iw 

di l%4iu aaai~rasqmaqlwm::~'il~wn~iu 
ddP 

2. nrzuauni~luua'mnrn. r 3 u n i r ~ n w i ~ a i u W ~ ~ n i s ~ ~ a : : f l ~ ~ u ~ u ' i l w ~ w a ~ o n ~ ~  

~ m ~ u l ~ ~ e u ~ s ~ n 6 i ~ ~ o f i i u i s n ~ ~ u f i u ' i l ~ w a i u W o . 1 n i ~ 1 1 ~ ~ ~ n 6 ~ " 1 u o u n m  I6uri n isXo  

niseonrauuaseznszuaunisw'muiw3mfi~apl~fis"i~u3mfimn~w~ u"rnis1wxinazwnimaMri 

&L%LJ w~wda~u% (2541. ~$140) 16tLuaLw$oq~m$13unir7"mwanird~~qiu 

oonflu 2 dau ~~oaksnaiua1%risnlun~s~~i~GuI3mmrdu im-~&Fonifilu nir tdsGuh 
d a d  a - 

I .  awro~uowI3unisa~wanirdgum~iwiulu~fizw"ewiwwaium"~~nimo~~n6i 

du rzuzraainioaGm ~mniwae~$u6ii71awzufnir w ' n ~ ~ ? o 4 w c f l 9 i ~ k a ~ ~ m ~ i ~ a ~ ~ m  

-r d 
2 arn$osuow1~un1~wuunnisd~u3~~wiulu~~nifimwaiufiiuisnd~nisad~~u 

~unuimmaosu"Tw ~ d u  ~ a i u 8 i u i ~ n w i ~ ~ m ~ ~ u ~ a ~ " ~ ' i h n i ~ m a ' i l m ~ u n i s f l m u i ~ w ~ ~ u ~ ~ ~  

Pmuoi~Tmiim'YrwwFuFa~a~~ufY"w~Tiuun'u~~~G rzuzraai"lnirnonuuuw"amdim~~~b; 

r z u z a a a i ~ u n i r ~ ~ u ~ ~ . ~ n r z u a u n ~ ~ w ~ m ~ ~ o ~ i u a n w ~ m ~ ~ ~  mcu 'u~uuyw (2544. 36) 
v 4- 

niiaiim.auamu~m"iun~zuaunirniulu~~an~znu~~~~iona~uG~wol~uo~~n6i ~ ~ a z  

~ s r ~ a a i i i T q ~ ' i l a ' m ~ d ~ f i ~ 6 w ~ ~ A u n i s ~ u u o s o ~ A n i s  uwws ~mmz2uz  (2544, &I 107- - 
108) nala$ln~u%~yN~o~6l96n~~u~9dn1sdgum~l~nl~$U q z 6 ' i l ~ 6 q i ~ ~ i $ i  "LGFI 

mouau~~na~um"o~ni~uo.~$~uraazso~aynm"i 'il~6nis~ar~~m"m~d?udq~fl1ibluiauaunir 
2, d m 9 

I nn  ~mzn"auaawwlA?uwn.liuGuulm"~rri iiuaurn?~v"siiu~uii&%a~dsu'ilu<u~aaiL~uu 

n " ~ 4 i u a u d ~ u o u ~ ~ ~ m  s z u z a a a i ~ l 6 ~ u : ~ i ~ ~ ~ ~ ~ i n ~ n 6 ~ l d q u i ; ~ ~ n ~ i 1 m " ~ u t u 6 1  ~do5ihm' 

tu6i~ibc~q;d$~iiunirmmqfi'ilu ~ d o ~ d u m ~ u m " ~ s z ~ i i ~ n i s u G m ~ ~ ~ i i u n i s m r a ~ ~ o u  

ide~i3um"Tmg~uw"Tmdfiqdis q d~ai~j iunism~aqfiou, 6uildquni~w~mdoKu~"T'ild'ilu'ilm"~ulu 

qriiq $uildqu~~~unisLd<uu~m~%u~dLflu $u6idi~Jq;d 



3.2.4 yololesnY'ilunni%b~su~~ba~ni%bipl~rn 
e, v A 
uuynua.aisuwaiuw'iu!~6~~ua~~~~ua~quuns6iuni~3ou~~aaznisL~uTm~?" 

u 

K~i'illdS U A W L L W ~ U L ~ ~ X ' ~ ~  (Kaplan & Norton. 1996, pp.129-132) nd ia~ in i s~ne ra  

n i ~ m " i u n i s ~ u u ~ u a ~ n i s ~ R u ~ ~ % ~ i ~ i n n ~ s a "  3 dau% I) m~iufi iu~snnaswGnqw 

(Employee Capabilities) 2) ~ ~ l u ~ l u l s O % ~ ~ l s ~ ~ n l ~ ~ z U ~ ~ ~ r j a ~ l a ~ l ~  (Information 

System) ~ m z  3) n l sy%q  n i ~ % ~ i i u i q ~ m z n i s ~ m n i s a ~ 6 n i s  (Motivation .Empowerment & 

Alignment) 

a~6nis8maiu~i10uMd~~6~~a~yu' i l~i~~~9u%unis~~u~u~ald.1aiuisn. iras 
u 

~ W R  szuu~~~~nszuaunisniu%ua~R"n~s T m o ~ ~ v Y w ~ i % u ~ i u n i s ~ u ~  w'na:soswGn'nsiu - - ~ ~ u i s z u u % ~ y a 4 i a f i ~ s a ~ a - , ~ ~ ~ T u T a ~  d?udq~"?nn7sdg~mqiu ~~u in isw 'mu ioE i i s  
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d C.. 9 
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yuuad6lunls~uu~~Ln:nls%wul (Learning & Growth Perspective) 'i]ti ia~s~li17u~.s6nis 
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- 3 ,  

m"iutiis7 h lu6 iumamm ~ i u + i o ~ a l u f l q ~ E j l d  a ~ i ~ u i ~ $ m " a q n i s u s s q  sauP;~9aa~u~iu 
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i i t 9 u n i s e d i ~ ~ ~ ~ ~ z m " a . ~ S n i s ~ i r 9 u n i s m e i i ~ ~ a ~ $ o ~ d u t ~ u a n ~ m s J ~ ~ m i ~ n i s u ? ~ i s ~ m w S  

s z u ~ i u ~ a ~ a ~ i ~ s s ' u n i s s a u s a u ~ a y a ~ ~ a ~ i 7 ~ ~ i u ~ a n i s n a u ~ u n i s i i ~ ~ u n i s ~ i u ~ ~ ~ u ~ u  
P - 

~~udau~~~~?a~nisd~um~iuds: i i~u%uo~&nis  
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r i o ~ w " ~ s a ~ u d s z b ~ u L a w l z ~ a ~ i i ~ ~ L w ' i ~ u  9;isG Kaplan and Norton f i ~ ~ ~ ~ n 6 i % ~ n i 9 f i ~ i . 1  
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