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lislin b l r r h v o k f i o f  J~zkn~lno hh (2552, wqlmlnu 14) ~ d ~ h  
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~~~uuu'lw1tlCii ua=~TiuYi~IwT~lnY7 
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w . ~ .  2505 O R W E L ~ ~ U U  uifjn h k ~ $ ~  uotnai dsrtntrlnu 4 7 h  lwiud 5 qainu 

InoJywntrGuu I I .s ljluuln un-filin l ~ l 6 - 1  uoinoi J~ r~ndne  
iih ~ ~ ~ u u ' ~ ~ l i ~ ~ a i u d ~ : n a u ~ o n ~ ~ 3 n t l u ~ U " ~ u a : 3 n ~  f3y-1 eln 

nnrmnun~sriJ~Riunmw3yu 
R.R. 2507 1 or k i l s a ~ ~ i l n  
W.R. 2512 i d e u u w n u i ~ n  h - d s h  uoimoi lam6 4% 11xindno rnv%-qanw 

~ 7 6 - 1  t ~ u n 7 ~ n 7 d d a  fi1Sn Idt~Ei7 uormoi drzrndn~ Qvk 
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Iwufin"?un~ii~~~un"&u 34 uid 
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2. n~slr"mir~~wan~u?&~ TRTEIG~ U D ~ O ~  ~J'ZT~TIH~WPI 41% 
nqwn  in?'anwun' (2549,  MI^ 366) n d w i l  nl~ui~l-ruo~uign Irnk~h 

uoiclni 11.r:mdwilne d7%1 13~ruun7aui~1aAo iinnun7.r $ < a n v ~ ~  q j i i l u d ~ ~ i l u ~ ~  

d?u Qnu7~r;s?ee a7.o7? I R U ~ ~ I U ~ M I , J , M ~  U ~ ~ U ~ ~ L ~ ~ W ~ L I J ~ U  (divisiM1) d-14 7 
damauCi?tr hu'n ~ i u l n l j n m  C?~tlmra~sroun7olu k l C n n u & ~ ~ ~ 5 u n ~ 1 ~ $  JW o~oanG7 q 

r n ~ ~ ~ w n i a u l f ~ ~ ~  r n t ~ ~ ~ u n - ~ ~ m ~ w ~  d f ~ n ~ u 6 w  G w ~ - I ~ R B ~ F ~  < w n i n w  u a r 6 ~  

fin7ma'Jn7mo molr?ucnmiim ~ d u a u ' ~ ~ ~ u n 7 . 1 ~  onuuu~noui m UJ-IU~V WRR S 2 

'ETJJ-IU 6 a ~ . r 4 a ~ u h ~ . r ~ u ~ t ~ f ~ ~ 7 u ~ n m i ~ i  f i gn  1~1~67 UD~RD$ ijf:inw\nu 67% 

1nsonl.rdw 7 d~ilull.rr~earldo kna & u ' I ? ~ ~ % ~ ~ ~ o c i l d ~ r i n ~ l n ~  L ~ ~ u u R Q ~ ~ / ~ H * C (  q 

luni . ra i i~m~f lna~n7 '1 i7~  7 d iilu dl:~oaddori?u~?u~dod~ t~iu~jnuun:Kau? 

q ~ ~ w ~ k n ~ u d l d n ' ~ n 7 ~ f n ~ 7 ~ ~  u?doa~uo~ dremnln u ~n.1~nl.muuh13 ~4 D 

n~r+tnthitnu ORCU IRIJ~~IHIYJTJBDOO ADJ L~DTNNA 
r.r L 

ua=~'aqa?u~$d~rslm~7~u"~'i01ri~~7il50~ I6n'uhfi u d o ~  u n ~ u ~ u 3  mon3df E L ~ Q I  

In.r~nl.iuou+mBu ~ n a  uci 40 ;RC% un=o~6n~msl~ru?ms1n~~n7~u'i;n~ilwfi1ulfld4 
ratw~:nadliuoaw.r:~7m~u~X~w3=:19'~0 iH'3 iduwn~?sLnsa33s mnd? ~ J I J ~ G ~ Y  

r~ua~6n1i8e?~~i~6dawwu'n~~uoon u d u r i i l q l n 7 ~ ~ o m ~ ~ P ~ ' I ~ h a ~  k d o r m n ~ ~ n q  
u o ~ i ~ n u ~ i l u i l o 6 d 8 7 6 ~ d ~ a  u s t u n ~ m r d n a ~ ~ ~ t i ~ ~ d ~ s d  ~ ~ r a ~ i i o k w ~ i i l  n l n d a ~  
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u3inin~ dou5gn.r r t ~ \ d n ? ~ ~ ~ a ~ b i o j n ~ % 1 3 ~  w.r :u~n~u~R~wse~d io~H"~*Ps '~~ot f i rO~  
i~udi~on'u&ndiad~u~u1J'~~u~m 6 umvin ' Idrldnwn~s~i oinaclm-l~ol k o  $u 
Gwimo;i3c~nn ldoc9lnuilinr ~ ~ . r c ~ ~ u u ' ~ s l o { d ~ n d  a j n i m w 4 ~ ~ n n  u5lin.r $4 

~ ~ L ~ U ~ I U ~ U ~ ~ ~ C ~ ~ ~ \ ~ ~ J T ~ J ~ - I ~ % ~ I ~ ~ ~ < U I U ~ ' I Q ~ ~ U L ~ ~ L ~  6 UF~=IOU~U?YOJTI~~HB~ 

+niirut n@rdol irslnl~ '~~i i *73~~1ad14 7 In.r~n~rn~TnCtlPiG~~? d o r i ~ i a i u I n ~ ~ n m  

m ~ l k k i o l ~ l m a 7 j ? ' w  ua:l$nmuTww q h m n q ~ u r i i l n 3 ' t r h  Tnr~nqrY?uaz.Tu 

bd ~ A o ~ l u k i n ~  G T ~ ~ ~ ~ ~ ~ ' P R I ~ ~ ~ ~ L ~ ~ u w ~ L u ~ ~ ' I I u ~ R ~ ~ ~ ~ L ~ ~ G c ~  .I 

2.1 ?fiuY;~hhG7 

u i A  lnlufiuoin o i  i lrrindnu (2549,~<7 29) lc inr i l~ f i~ i f fur i~  
I~Ior i lu l i~oon~Uuvuqf im 2 U U ? I I ~ J T I O  ~ ~ S ~ ? I J ~ ~ J O ~ ? J ~ O L ~ ; O J  (-11n-s 

impmvement) uarmamiawsiau ya6 (respect for people) I ~ I t ~ R i l r i m u ~  019n'u ~ n w d  
~3ue$uilquir ~ t r l ~ n r n l ~ l l ~ ~ ~ f i o p n ~ ~ u  l n u l 3 ~ m u R ~ u ~ m a ~ u w s l  sluuot udn:: 
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n u ~ ~ : ~ r n i ~ ~ i ~ i 5 u f i u  ~ n n u l u ~ ~ ~ u ~ i o t l d u u ~ ~ m ~ ~ r l ~ ~ ~ u ~ i u ~ ~ z ~ ~ ~ u ~ ~ ~ ' r ~ n u ~ =  
A CI n ? r S ~ d o h  huCiuuan~tllgu~ 5 dnnla6 o 

I .n~.rfi7m u (chaflense)?&h~f t ur u73 nhd~rfl lnl u d ~ ~ ~ i  qucl:llnnu 
A~rrf?~crrs6 

I. I m ~ f i ~ q r u r i ~  I ~ a n ~ ~ r r f t c l h h i ~ ~ ~ n ~ ~ 1 H ' u j n i 3  
1.2 d3whG(riinl u 
1.3 f i ~ i a n r ~ o i i j l j r a ~ ~ n o i l r i o u ~ ~ h l ~  

2. nl J I J ? U ~ ~ J O L J ~ J ~ E I ~ ~ O J  (kaizen) n ~ a d ~ u ~ ~ ~ n ~ r d ~ ~ ~ i ~ ~ ~ ~ d ~ ~ s i ~ ~ d ~ ~  
uaz~a'n2iu~~i?i~u?'~nnuua:53'wu~n~~ 

2.1 d t m 1 ~ 1 u n m ~ ~ d ~ ~ o d ~ ~ d a ~ d o ~ ~ a ~ n 7 a r r i i ~ u 3 " ~ n n ~ ~ ~ d ~  
2.2 & ~ ~ ~ U U U H Z ' ~ ~ ~ T J & J R ~ ~ H ~ ~ U U Y ~ U  

2.3 ti~lriu\$i~%~~6n?~d~n7'1r?tlu~ 

3. ~nluiir4 UBJQSJ (genohi penbutsu) ~ J I J ~ ~ ~ ~ G ~ U ~ ~ ~ M ~ ~ ~ U ~ U L O ~ I C I O  
I ~ d u ~ ~ ~ i f i n u o ~ ~ ~ ~ ~ & u ~ ? n - r i u o f ~  ~ d o l u n i s ~ ' n ~ u ~ ~ n l i a u n i c  ucl:J~:nu 
nai u h  ~ j p . 1 ~ ~  l lz  ~ 7 8 7  EN& 

3.1 R ~ ~ U ~ O I T J  ~ 0 4 3 %  
A A d  

3.2 rrjidr:~u<uniuanud1rh%n7~ 
3.3 f i w d ~ d i I $ h ~ 5 q  

4. n~rmiTw(respect) niainl-ivr$u dnmu w t l ~ u ~ u l u n ~ ~ t u ' ~ 1 ~ 6 ~ n ' u u ~ : 6 ~  
*I P ~ n ? ~ u s " u ~ a n o u u ~ = & ~ ~ a ~ ~ 1 i ~ o n 0 8 ~ n ' u u ~ ~ n " ~  

4.1 ~ ~ i ~ w y l l d ? ~ ~ 6 i ? u ~ ~ ~ ~ n ~ ~ u  
4.2 l-iii~lod\tn'uuwzn' u~rbnmus'Yiimnoui7un'u 

4.3 ~ ~ d a b a r n ~ n r i w ~ j d b  

5. ni~fhrwii luf iu (team won) n ~ ~ n r t ~ u ~ ' u ~ n i r r ~ u ~ ~ ~ v ~ ~ q n ~ i n ~ ~ ~ = :  
d d d  S d w  Clorn~lun~r~wu~~ u ~ e l ~ ~ n a ~ n ~ u ~ = ( i u  J ~ U ~ U ~ M H G ~ W F ~ ~ U ~ ~ ~ ~ C I  

5. r ~ r Z ! ~ ~ ~ : t ~ n ~ ~ ~ n m u ~ : n ~ ~ w ~ ~  
5.2 Iflm?lu~n7~wdoyna?naud~=:nu us:d~~fiu\f iaukcri~ J ~ U L ~ U ~  

n~svhr~nlRn~s~Fi01ud~r1n~~no 

"l"nu~arda& 14 dsznw ~ h ~ ? ~ u d ~ r % a o d m ~ t l 1 R ' 7  

u?A I~ luf i iuomaf  il.r:bnnlns 41% (2552, WqYnlnu 4) n i i 2 i l  nKn 
.,uJ f i a ~ u h h u o d d u G  a1~13u 

1. awnnpunwRkEub c ~ ~ ~ ~ ~ ~ ~ ~ u d f ' n ~ i ~ ~ u ~ u a  uG3-w:~ilunlaruri 
r l 1  & ~ i h ~ u w n w  nlar?ws=aek ~:snn~dilyms o $auo ~Jttn~un~~Rln'ulonu-rruum Led 
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nlw 5 I n u & ~ r n ~ u ~ i m l r u o ~ u ~ ~ ~  I~l~Sili(J8y? dink 
dul  (u%n hhfikdy? !j~<fi, 2 5 5 1 ~ , ~ { 7  2) 
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o+iu"un' 3uynr (2546, nC+i 39) ndla i l  nmu kdo nu1 ufitn?~umu~.m\u 
a k n~sa~.suuun~sdguan n ~ m ~ ~ u 7 ~ ~ u ~ u u ~ r i n ~ d ~ = : ~ ~ n " l ~ 1 ~ f 3 ~ ~ a ~ 1 7 u ~ ~ ~ l ?  

2. n~~i~cl?~udn%aoao~dnfqf?io 

itnd huqwird (2542, ~ $ 7  18-19) ' I d f i ~ t u ? W ~ ~ w n ~ a ~ ~ n a ~ u h i % ~ a ~ ~ f i i l  

I w t l f i o ~ r r u ~ ~ l n h i o ~ ~ d ~ o  
1. u ~ n m w ~ ? o n w ~ d u a a c l h  (productivity) ~ i l u n ~ ~ ~ n ~ n ~ ~ ~ ~ f i u ~ c u u ~ :  

qnmlwnmhcw bsn71Wiiuoln~odl~ila:~Km fiooknri?u.r:~.j-t~ w ~4714 {ou~uts) 

Y ~ J  o ~ h a \ u ~ J u  ocEun'7 u~ru~n7sd E I ~ ~ U ~ U ~ ~ D $ O ~ O ~ L U ' ~  (input)nwlud? ~sru:ua~yla 

~Zmnclw (productivity) = W R ~ U  toutputs) 

33:~ (input) 

2.  r i l ls  (profit) ~ilu~nw~~ums~n~4~n~:~ilu~o~arti::~ ndltuinlo 19 
t a r  u n = ~ d o f ~ ~ f i f i ~ h u ~ n n ~ a ~ l i i l ~ ~ d ~ ~ ~ ~ ~ ~ ~ m ~ d u k  & u u ~ ~ u n ~ ~ n d ~ a ~ ~ f i 7 \ t ~ s q m  

(prom maximum) nu7 s 0 a n w i ~ f i ~ l y  ~n IR~I~YOTW~T: L I L ~ B ~ ~ ~ ~ ~ J ~ L ~ D U L U W ~ ~ ~ ~ T  
i37RXtlZ tr?? (long-term profit maximization) 

@ud (iUnumu~nru (2550. AI!~ 142) ndm.il <~ii$.r'm~~rh~?ouo~o~n'n J 
Y 2" (key performance indicators : KPls) I~LRUOR?%?R~~ULW US 3 fiu GO fiup-t& hI4 
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n ~ . r ~ ? s w ~ < u n ~ ~ i o i ~ ~ G u I a ~  am46n3ua: niuns:uaun~miulwa~h uonoqncilu 
u dB- uu J'P n l ~ f i u  ~3u 4 naumn r r t o n ~ ~ u ~ u ~ a u o ~ n ~ s ? ' ~ n ~ ~ 0 ~ n ' n ~ ~ ~ m u 1 ~ 0 ~ 1 1 1 ~ ~ ~ u m ~  

I. n'a5&a~~hi%6~u~nni (customer perspective) ftrinn?.rhc~ m-i 
H ~ I  ~naiu4  JW olalrin'upnn'7 inwpnFiilfin'od~un~6n7'1~~~7 la n?lurnuwnlunlsril 

f i l l r ~ i n ~ n n i  I uatmulsnl6~n6~l~ri  7 L ~ ~ Q U  - ,Xu 
2. nauaq~w~ (learning and 

p e r s m e )  ~ i l u n ~ r i  ~n~7:fln54 R S ' - I J $ U ~ ~ U ? I ~ ~ O ~ ~ ~ ~  nis~oiq ~ A u h ~ o r  LR: 

3Gud h n ' q l d q n u o ~ ~ ~ ~ ~ ~ ~ ~ & 1 ~ " s ~ Z ~ 3 ~ 3 5 ~ ~ a : ~ ~ ~  dt n l . r ~ ~ ~ ~ r l v I ~ u ~ = n ~ ~ f i u u f  

~Gcrnqwua~wu'n~iu na7uGdwoZ~uaawu"n~iu n7s 

W'wui~nauruwC'nm ~~:n?fJn~7~cnd7~tl0~a16n3 
3. nhii$3'~clsrhfio&unf : L I ~ M ~ ~ ' I ~ ~ ~ I ~ W F I J ~ ~ ~  (internal business process 

Y ax- 
p e n m e )  ~ u 5 y i n ~ ~ ~ n ~ u f p m ~ u a ~ ~ 1 ~ 1 ~ r ~ ? ~ 5 ~ ~ ~ ~ n ~ : ~ ~ u n ~ 1 n ~ t ~ Z ~ 0 ~ 6 n f y 0 ~ ~ ~ ~ 6 ~ ~  
d 1 6 a ~ n  ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ G R ~ ~ ~ ~ ~ ~ I I T " ~ ~ ~ ~ ~ U K ~ U ~ ~ ~ Y ~ U ~ ~ ' F U ~ " C I ~ ~ ~ U ~  U T R ~ U ~ ~ O J  

C H u o~nw?Cu rnalCu3nis nsru?unw6wuq d m n i U 4 '  uar<-~ud 2 W O ~ I L U ? U ~ ~ Y ~ ~ U ( ~  
I n  o i ~ d ? r u n w  nw rii1+i~ouo~o~6n~ UA: w R J ~ U ~ L R R ~  

U ~ Y U  ~ J u  A W U  b d 

4. mauaa w ~a hdofiunlxh (financial perspecthe) ~iJu~nun7~npfint4~ 
JY A h i u m s ~ u n ' o ~ n ~ . r m ~ n n 1 ~ ~ n ~ ~ ~ ~ ~ n ~ n d ~ o ~ ~ a d ~ u d ~ ~ w ~ r l ~ h u ~ : u i ~ ~ ~ t r 0 ~ o t 6 n a  

~ t i s  d ~ n ~ ~ n d i i l u n ~ r i ~ u d 1 : n a u ~ 3 ~  r ~ ' ~ J ~ E I J ~ ~ ~ ~ ~ ~ L R I J ~ F I  2) d ? ~ d o ~ : ~ ~ . u o ~  
€Itn'n3 UR:: 3) ~ ? J \ ~ ~ u ~ ~ / o ~ R A ~ ~ L ~ u P ~ ~ ( ~ L R w o w ' ~ ~ ~ ' ~ L ~ u L w u B ~  3 GO f i~~l l67  
n i u n ~ a l i o u f ~ ~ n ~ ~ ~ 0 ~ ~ ~ 8 1 1 T ~ t l  a 40 J ~ ~ S U Q :  huns:u~un~sn~~~uo~6n'1 uonwn h u  

nl.ifiu ~ilu 4 ~v i i47~1  ~ d o n ~ ~ u w ? ~ u o t n ~ ~ o " c ~ n ~ ~ o ~ i i n ~  
u d r  

3. S ~ s u n u ~ a d o ~ ~ ~ ~ d i ~ % a o ~ o s o l ' n ~ ~ ~ i i ~  

pw'wa' ciununugqr-inr (2550. ~ril 120) n i m i l  i l q t  d ~ t  wad anaw h ~ ' r 9  

Iun7m"rvlm Go 

1. ~ I W ~ ~ ~ ~ R : ~ I ~ ~ ~ ~ ~ U I I O ~ ~ ~ ~ I I " ~ ~ ~ I ~ O ~ ~ S U ~ ' P ~ J D ~ ~ U ' L H ' ~ ~ ~ ~ ~ I ~ ~  
L t  IlflfiIuynsr6un~n~~~6n1~ 

2. R'o~rryingllat ~ 4 6  v i s o ~ f l ~ n u ~ u l ~ 5 ~ ~ o ~ ~ 7 u ~ m i ~ 1 R ' ~ o ~ ~ u ' 7 I ~ d 3 ~ 1  

fiin~uii~~quac^rmw'In' mu~.murrqlR' u~:~iocknunreuzn~7~~~uuau 

3 . ~ a 1 i j n 7 a l r j n w ~ 1 " ~ 0 d 7 ~ ~ ~ 1 ~ ~ ~ 0  nquriinuw#m~I?' 

4. h ~ ~ n ? i u ~ ~ o ~ u ~ u n ? l u n i a o u o ~ ~ r ~ i 1 ~ ' ~ n ' u ~ " ~  q unrsio~d~unon 
d r e m n ~ r n d ~ d o ~ l i u ~ u f l 6 ~ ~ i i u 1 ~ " ~ ' ~ ~  

u r l r r  qd'L64q h ~ o n u  w ndonmuh%tlaa ~6n~~pfi~~fluni3ijnr=:uaun~min 
n~nlrru?~~~Ritln~.r~a~fl37ufSi7~ 7 dlsil4 arfin~~finuae~74mf66sd7~ ~ U ~ L I A : ~  
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6.n"n~ua~o~6n?~u~rnuluo~dnir tridRm L T ~ J ~ I  UR=LI-~JRU 

7.~~~sai?un'uup~nu'Iuo~n'n~~~~~~u"uI~o~cl'r)~mn~ * -  - - - -  ti31~~1-1udrf~~um 
I?' 
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qna inoanru' (2547,)ltk 31 1) n h i i  ~ I I U ~ M ~ S  nu~flf i~ f i 7 ~ ~ ~ 7 ~ 7 3 d ~ n m  

~ ~ ~ ~ u l ~ h r % n ~ u i m o d ~ : ~ ~ n ' ~ ~ ~ ~ ~ ~ m l i  lnool&uillw"du U n~~u1urlunis11'rvr~mn ~u"nu"rvl7 J 
A rl & fiiin~~ud~riluoti~~~~di):~d~~tln~~~~~n~~u~~uti~~) ~w on~r'li8'~nufhnuxmn'u 

muifildfiqt7u ~hurw h & r i l ~ ~ u 1 ~ i h i " r ~ r n 7 u w ' a ~ n 7 ~  r ~ u u i ~ l a u  o t ~ n u " r ~ i f  $14 

a = R ' o r d n ~ ~ i i l ~ u ~  L~I~HIII LI  OBI) IUR~IVI~~UIIXB LPU ~ ~ ~ ~ ~ ~ ~ ~ M u R T R ~ I J T L R ~ #  

ur iwoui i~~~'urn~u7~m# c i  OJ w n u ~ r n ~ ~ ~ ~ " s ~ ~ ~ u " u ~ : a ' o ~ ' ~ a * ~ ~ n ~ r r w i ~ ~ = : ~ ~ f l  Ium3 
d n n ~ n c  ~ J J I U R ? Y ? U  L ~ O ~ $ ~ ~ . ~ ~ ~ L Q W J - ~ U  d ~ ~ Q ~ l d n i u j m q d ~ t u ~ 6  

W ~ ~ ~ ~ T ~ U ~ ~ ~ U S M ~ ~ ~ Z ~ ~ L U U ~ ~ ~ ~ ~ J R ~ ~ ~ R U O H ~ O L R I ~ O ~ U L A U D ~ R ~ I ~ L B U ~ ~ A ~ U  

nrru7urn.I ~~u~~o:hr%t3~~60d~~fidr=:hPniw 
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qnn \ n ~ a . r d  (2547.~a7 31) n d 1 7 f i ~ ~ ~ T ( I 1 1 : n ~ u ~ o a n ? ~ i l j ~ 7 3  37 nl ' l  

111~1.riio~n'dr:nou 3 d ~ t n i ~  + o  ~ l l lnu7s (goal) J ~ C ~ n 7 . r u i ~ 1 . r  (factor of 
2 

manageimnt) u a z ~ n ~ ~ ~ = : n m m h ~ . r  (management style) I?TIUI: 16 UR&WD\~U 

I. i l f l 1 ~ ~ 1  u (goal) M ~ O T R ~ ~ T L R J ~ ~ L L J U O W ~ U ~ ~ ~  lJ"r~7f  a d n m  @ J ~ U ~ H ~ T  

o:6o~Gfii~um3~n,~~j0'1"~qd~:~~n'~0~n1~.ii1~~~'13'la'~~~u 

2. ijiloCuhn7 J U ~ H - I ~  (facfor of management) ~nlm$a?lduh30~'ulunw 
u ~ ~ 7 r d i ~ u A u d ~ ~ u i  5 Jr:mr Ba 1) mu (men) 2) c~u (money) 3) iq (materiaij 4) 

~nnRnt# (memod) 5) mdo ~ 6 1 7  (mechine) 

i lwhdul iuuo~n7~u5~7~ 5 dr:n~rdnd7?u~da'ol~~:~~l~~ilwn~f14~)~~a 

d J ~ u ~ ~ w ~ : P ~ I  J ~ J I U E T ~ ~ W  a " ~ ~ u ~ ~ ~ ~ ' u ~ n ~ f u t i ~ ~ u ~ u ~ ~ ~ n m ' ~ ~  L ~ U  ~ f i ~ n ? ~ < q  xuu 
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C 
~ T I H G R  w ~ ~ m n ~ n l ~ i i l u m 5 ~ n ~  3 q ~ u n m u ~ n ~ ~ ~ ~ 0 ~ t i ~ i l ~ ~ d u u ~ n 1 ~ i i a  m n  5 

d s r n ~ d n h w l  idu n7awn7n (market) uatiw L ~ U &  

4. ~uiC(aoan7su'mqr 

qnn lnnnd (2547,nh 38-39) I[& h~~mril~uo~n~w"m7'1dxnoun'atl 
~ a " n  5 dxn7.r Go 

1. nl.raltuuu (planning) nl'i2iJ uuu f l o n m n l n n d i ~ n ~ h f i ~  wqnlmd 
I LU 

un:Ran.r3ud7~ 7 d ~ t f i ~ a n ~ : n u ~ ~ o i i n ? i u i d n a w i r d o ~ ~ ~  uri?uwhnumnmdal~~ 
~~ilTia31rlUi 

2 .n la9ko~dm~ (organizing) n~~<m~ko~n;liri0wn~ss'mIc1~~& J'U orari2ocm 
u ~ e n ~ ~ u r i u w i c ~ a z ~ i 7 ~ i i ~ n ~ ~ u ~ 3 ~ ~ ~ u d ~ ~  q ~ j o ~ ~ w n i s < ~ ~ d ~ ~ u ~ v i 7 d 4 ~ i 9 u  ~d on13 

ci~rituiilu~dodi~iidarhPn~w unrunqi~q11~:atho todrna 
3.nlsriJn'u3%7 (commanding) n ~ ~ " 4 ~ u ~ m ~ i l u n l m l ~ u 3 n ~ ~ ~ ~ ~ ~ ~ n l r  

IC~WW (employee) M ~ O W $ ~ I ~ ~ M ~ ~ ~ J ~ M ' I U M C ~ ~  41fi i i m ~ ~ ~ i ?  un77 ~$413 

4. ~ P R I M J ~ U (  cwrdinating) n~rdsern~17~~ilun~~z1rlu'~##~tl~~~utl~~~n 

nu yndlu ~ n u r r u n l % u  I ~ a n a ~ u i ~ u P o i ~ u I o  uri i lryn~~~auuani~' Iwn~~ 

7!147~ W I I U ~ ~ R ~ U ~ ~ J J M U ~ L ~ ~ ~ ~ ~ M U R ~ ? O ~ ~ ~ ~ ~ I ~ I = : ~ Q ~ ~ ~  
5. n i ~ n 7 u q u c l u  (controlling) n ~ a n ~ ~ ~ ~ ~ ~ u ~ i l u n i ~ A ~ n ' u ? i ~ n a a u Z u n ~ a  

6 7 1 G ~ 3 7 ~  II~'L~IUIIJWIU UHU~TI~IT 
Cl Cl 

71au1 inogeu (2550, M ~ I  12) n r i i ~ ~ ~ ~ ~ ~ d m ~ u 3 ~ ~ ' 1 ~ 7 w ~ ~ r i  Jrenouci? o 

3 L)f:n?3 6a 
1. ~ f i d n 1 ~ ~ ? ~ 1 4 4 7 ~ ~ ~ ~ = 0 d 6 n . l 3  H ' o " I ~ ~ ~ R ' ~ J c ~ " ~ w ~ ~ ~ T L ? L ~ ~ ~ u R ~ ~ u ' ~ I o  u q 
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q.jIciiqH~qiiuojnqsuhqf ~ ~ 7 ~ 6 4  n-nw ~uuu9ko ~cinlr  uar n.rru?wnls 

Y T V ~ ~ J ~ W ~ U B J ~ T I ~ T  ~6envci lr~w~llw' ld o d - 1 d d 5 r h ~ n 7 ~  l u n w n ? ~  qu~7utilwni.i 

fi~ufisn~.ru~un~su5~~f ~ ~ ~ f l u ~ d n i u ~ n  J J M U ~ ~ ~ ~ ~ ~ I ~ ~ U ~ U P = : Y ~ ' I ~ ~ ~ ~ I I ~ : H ~ ~ ~ ~ J  

odnqr  

5. nSn nclrtr"m3.rwu 

qnn l n ~ ? x d  ( 2 5 4 7 , ~ f i  39 41)  l < n d ~ ? i l  M ~ ~ ~ ~ ~ U ? M W J I ~ ~ ~ M ? U  

ui~-1.rd~7ldla7umftlj1rlif 0j6nm'I6~ndfr~nnvo~ v ( l h  (Fayol) I61~dn6ninn~l~~~(lj  
AWU'EI 4-j;~ 14 + a ~ m ~ ~ ~ n f f i < ~ n j d  

1 . ~ ~ n d k d s ? ~ u d l u ~ ~ ~ u ' 7 d ~ ~ ~ = : n ~ 7 u r " U f  R'IIDU (authority and responsibility) 

lun'Ru:a o ~ v l l l a  d1ui~rnr1.ldu~:n~~ur"11&~n0u~ilu~~duun~~n~~nn'u~ti~6 ti 
nf i6 \~mmonh&~u ~r~'o~irnnui lr~waaui0~~~7ui9:ci i~~u67tl  

A v u  " 
2 . ~ a ' n n l l n d ~ ~ J n ~ Y ' ~ % 1 ~ ~ 0 4 n ~ ~ ~ t l ~  (unlv of mrnmand) ~doilorn'u~'0 

X A h  ~ ~ u k d a n ~ ~ u u ~ r ~ i ~ ~ ~ ~ c 1 a l u ~ ~ 6 n ~ ~  f ioa:~ i~~u~un{d~umm3~\85 'ud~ k j o v ~  
t ~G~n'u~qmtdu~nu~~oa~ri~uu 

3.ahm,nmd~u?un73 (unity of d i r d h )  ~ o n n u w o c n ~ u d i j r f l ~ ~ u ~ ~ ~ o ' u  
r l a w h  n a . r ~ ~ l ~ ~ ~ l u u u u ~ ~ u ~ ~ ~ ~ n ' u ~ ~ : : n ~ a Z H ' ~ ~ n ~ t l Z ~ n ~ a ~ ~ ~ ~ Y ' q m ' ~ ~ ~ ~ a ~ u ' ~ ~ u  
~ ~ ~ ~ ~ ~ U ~ ~ ~ ~ ~ J Y O ~ O ~ ~ ~ ~ ' I ~ ~ ' ~ ~ ~ ' O ~ ~ ~ J ~ H U ~ = : A I J U ~ ~  

4.~sinuo~mufin"yliqni (unity of command) ~ U ~ ~ N ~ H ~ ~ R ? S ~ ~ ~ U J T U R U  

~daij,l,nridwmw L ~ L I J ~ ~ U C G O ~  ~ ~ ~ r t ~ I ~ c i i m ~ ~ ~ u ~ u ' ~ 1 , ~ ~ u n ~ ~ ~ ~ ~ ~ ~ d ~ ~ ~ n ' ~  
5 ~ ~ n n i 5 ~ ~ 4 ~ 1 u h f l ~  (division of work) L U U ~ ~ T U ~ J J ~ U ~ ~ ~ R ~ U ~ ~ ~ U ~ U ' R  

t t  
ht l \ l jd7C~f idh'3=:  L ~ J u J ~ u ~ ~ ~ ~ ~ ~ u Y ~ I ~ ~ ~ Y I ~ ~ ' S ~ ~ ' ~ U L ~ ~ Q ~  n~u~flu\llrn7u~~nni~?t~ 

LA34 Jlu'lnifhd3dtrau' u~tiid~~b'anlwaJR.sl1 v * 61 I G N ~ ~ ~ T ~ R L ~ ~ ~ ~ U S J J ~ U I Y ~ I L ~ U ' I U C ~ H ~  

TII J ~ U L V ~ ~ L ~ U M ? D U Y O ~ ) R J  
6 . w h r d o a ~ u ~ c ~ 0 ~ ~ 1 5 u " ~ i  (disoipline) n ~ n ~ ~ o ~ ~ u ~ : ~ ~ s u i ~ ~ ~ u n 7 ~ % 7 ~ ~ ~  

w r l w  iu r f i ~ ~ ~ ~ i n ~ ~ ~ u ~ ~ ~ u m i u ~ ' o ~ n 0 ~ 1 u n ~ ~ ~ ~ ~ u ~ 8 0 ~  i ra r f i~nucl~u~w~ns unmu 
&IQ Q L # M ~ T T L I O U ~ U I U % B R ~ ~ ~  M ? O U ~ ~ ~ U W ~ ~  J 7 V O J D J ~ ~ I O  ~ ~ u q % n t o ' l r i i q ~ 6 ~  

fi7~~~fl~3~~fiuHIun~6n~fu6a มห
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1. rrmim~n:iYu$ (top management) M U I U ~ J ~ U ~ ~ R ~ O U ~ ~ ~ U ~ H ~ ~ ~ ~ ~ I U  

fi bva21le J ~ J ~ ~ W ~ W ~ W T ~ U  bilu~fimuau~wmn:~111~~~n (corporate level) f i 1 ~ ~ ~  

3 ~ n w  ~ l ~ r t u n u l a u ~ u l n r i u f  ~ ' ~ ~ ~ u I u Y " u ~ ~ ~ t l ' ~ t l i l ~ ~ ~ ~ n ~ ~ d ~ c f i ~ ~ ~ u " ~ ~  ~w"rGn i d  
Y X  ?ufinrouh~uugog Y'uiiuufion ' %tf (chief executhe officer : CEO) n l 5 ~ % 7 3  

W J ,  3 r 6 u g o e h ~ f i l ~ u ~  J O Y ~ ~ ~ U R Z ~ ~ H ~ ' ~ ~ ~ ~ : : ~ U H U ~ ~ W ~ ~  ~ $ 7 6 2 u k  l$u ~ l h d n 7 4  
w A A  

mmaw a ~ i d n l ~ n m a l r  ~ l i l # n ~ ~ n ? t r j u  ~ l i l d n ~ ~ r n ~ u h ~ r u a r ~ u ~ n o u ~  L ~ O I ~  
~ w ~ n n r i i A  ~ n l o u \ ~ M a i w ~ u ~ ' u ~ ~ u  r n . r d ~ ~ ~ ~ n l r s r ~ ~ ~ ~ ~ ~ r n ~ ~ ~ I u n ~ s f i ~ ~ u ~  

% c l n w u o ~ o 4 6 n v  ~ ~ a ~ ~ ~ ~ u ~ " l l w " w d ~ a f l 1 7 u ~ ~ ~ " r ~ ~ o ~ o ~ d n i ~ i ~ ~ ~ t i 7 ~ ~ n  1i11G 
iu'r~rm 1 e a ' u d 6 a 4 : c i o ~ ~ ~ l 7 ~ ~ 7 d i 7 ~ ~ n 7 ~  U ~ ~ K O U ~ ~ O U O  un=i in11~~ .5r i 'd~r i  ua:~ 

insrnw~un1ruo~~anou7nm (vision) h 4 i u b 7  7~o:firiot ~ T ~ ? ~ ~ ~ : H I J C L ~ ~ U ~ I ~ B  

67 o d ' ~  J W O J Z ~ ~ % ~ S ' I W = ~ U & C ~ * L ~  u ~ ~ % J ~ 7 3 1 1 ~ 7 3 ~ ~ 1 f l ~ h  

2. ~ ~ ~ u ? M ~ T T : < u ~ H ~ J  (middle management) ~ ~ l ~ f i ~ t l l 7 ~ % ~ 7 3 1 ~ ~ : 6 l J  

~ ~ 1 6 ~ ~ " 7 1 ~ 4 ~ 4 n ' n ? s  niu~witnq.ruin?tnw~t'ia ~ r ~ 7 d n 7 ~ ~ 7 ~ 1 f n ~ ~ f l ~ w  ~ f i d  
~ t j ~ ~ I ~ f i ~ I ~ ~ ~ ~ ~ ~ i l u ~ ' ~ ~ ~ ~ ' ~ $ n ~ ~ u ~ ~ ~ ~ ~ : : ~ u n a ~ ~ ~ ~ ~ ~ ~ o n c i l u  

nalu.r:+ ~ B $ & ~ J A ~ ~ ~ W ~ ~ ~ ~ ~ J ~ ~ I V ~ H ~ ' I ' I : ~ L I ~ R ~ ~ ~  W : ~ U M I ~ W P ~ ~ ~ : C Y ~ J R ~  

u-dilbh Awnai u ~UuPidTm uriwn~a'Id Ksf:<url~~%n luutu=~iiu=niri;~rh~u'd 
ri 
noai.rht(alr~:fii7~tu?~711::6ugdin63 ~ ~ O ~ ~ J I J O ~ @ ~ M ~ ~ I U ~ : ( ~ U G  I6uTj 
$qmn7sd7scil~q luu5in~du(Cw~kn~~hun7~ma7m ~ ~ ~ n ~ ~ h u ~ q ~ u ~ : n ~ f f i u c ~ u i u  lI 

3. n?~u5~~a~:A'u&~(first-1ine management) H U W ~ J  ( V ~ ~ R H I S ~ Z ~ U U ~ ~ ~ U  

cwuinlsluocdninlr ~dunwqucm fiaC-141~ $qi?arilwun n~su^nm:hRicP:Snnu 

Inii8nn'u#dilgfiuqndF!e $ P G ~ ~ ~ J L ~ R ~ I ~ I ~ U L ~ ~ ~ . ~ ~ U L ~ U D ~ ~ ~ ~ G  Y r d o ~ s ~ n i u ~ o ~ ~ f i w $  
urlilqm7 t ~ ~ ~ ~ ~ u ' ~ l ~ n ~ ~ v t ~ ~ ~ ~ r i a ~ ~ ~ " r ~ ~ ~ ~ ~ ~ u ~ ~  u a r ~ r r i l u $ i ~ ~ 7 ~ a w 7 = ~ u ' ~ I u  
n~sd~.swZnii$n GJ iiluuad~~'a~d$<iu ~ ~ 7 ~ l s ~ e ~ u d u  u a z ~ i l ~ m d u d i u ~ o r n l s  
djjY'Fi~7uuazn7r~fim uau"Amd+~d =J uom~&~.r 

7. rz&~rna~n~mh~ao~R'n~  

a u ~ n r d  qrunsy.7 ( 2 5 4 7 . ~ 1 h  63 - 64) ~ & J ~ + I > U ? H I S O J A ~ ~ S  
( q a n m o n a l  lwei management)  do ~olnnllui~110~6n3~1uil~~~uiln7f 

d a n i 1 ~ u n ~ u 1 n n h ~ l o ~ ~ f 1 r l ~ ~ ~ " 3 1 4 " n ~ d ~ 0 ~ 0 i ~ ~ ~ n 1 u ~ ~ 1 ~ 0 ~ n ~ ~ ~ ~ 1 3 u u 3 ~  hI$n,r'ie 
~ ~ ~ ~ ~ M ~ ~ H ~ ~ ~ ~ J ~ ~ ~ M ~ J T ~ Q U ~ ~ P U ~ ~ ~ T : G L I ~ I Q D ~ ~ ) U ~ ~ F ~ ~ J ~ ' U ~ ~ ~ ~  ua:oinn~.rdfionl~ 
~ ~ J B ~ ~ . I ~ ~ ~ ~ U ~ ~ ~ ~ ? U ? U ~ ~ M ~ ( A J ~ ? ~ ~ I I K I Z ~ ~ E ~ ? R I # U ~ U L I ~ ~ U ~ U # Y " T H ~ ~ ~ S ~ ~ K ~ ~ ~ ~  q 

~i1~mo~R$~iin7.r?74~~~~na~nd'1::u~tl7~~7n~~kvi7~~ (strategic mnning) 0dldl16S) 

fiouder ~ ~ ~ I ? R J ~ ~ T ~ I ~ U H U I U ~ L L I I U ~ ~ ~  P:~DJ~R?IUL~?~~~U~:<UY a jn7~11 '~7 f  

I u d ~ ~ : u ~ ~ a ~ n ~ i l u r n u ~ ~ u ~ s d  
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I .  nlnimln=&u?lin (-rate level management) HUT u f i ~  nwuf~qslu 
. I = ~ u F q ~ u o ~ ~ ~ n ~ d b T ~ ~ ~ ~ ~ u ~ 1 3 ' n ' t ~ ~ ~ " r a ~ ~ m ~ ~ ~ a ~ " r ~ ~ ~ ~ ~ ' t l ~ ~  L ~ Z I I % ~ L M ~ T ~ U  

4 A a~R~wfi-ld~~g~mnircdwil ~ ~ ~ I U L ~ ~ D L ~ J H U Q ~ ~ I H ~ ~ ~ ~ ~ I ~ L I U ~  ut~ninlurnjauvi~d~o~ 
47~Jiu~nGn'n.ru~wsui u i ~ l u ~ n 5 o u d ~ d m u d ~ ~ t l ~ u ~ n 6 n 8 u  d~~<nmuf~~.rlu.r:~uu" 

* cr Ad* 
Cniilun~r~~~uclu1tlu~tl'Lu~:u:u~~tla~~n un:u~uvo~~r~nnun~n~~'tu~c1'ros~~n 7 
uuudt%nuaunsqnd (strawic plan) d~sdkusin~srf7vumniaii~ (mission) ~ l h w m u  
(goal) i w q  Jxnr6 (objective) uar uauntlqnhiw 9 r d u u u u n ~ ~ ~ ~ f i ~ n ~ . r d u ~  i?uqu 
H L S O U ~ ~ ~ I ~ & J J ~ ~ ~ ~ U L I ? ~ I U L ~ ? O ~ ~ O  JWU€I nn'ldiilu6u 

2. nmuSm7~:n'upii (business level mana~ment) lunlsu3min:ciu 
1~5linh $ o ~ ~ ~ n i l n ~ ~ u ~ f i ~ l u ~ m ~ a  rlqI~"ldnn~$lcrl~d~du%~ udlun~ . ru j~m:h  
F ~ ~ ~ : ~ u ? u ~ ~ n ~ r u ' m l a F ~ ~ ' l m v f i ~ ~ d ~  ~ ~ ' ~ ~ ~ ~ U ~ ~ O L R I L ~ U ~ J ~ I ~ U ~ ~  L ~ U ( U ? U ~ H ~  

<A w c ujlin-lnou~e~oum~da iiqr duiinwiiou o~nufian7~B7~ri~tl~ntlu6f q D 5  iuiri~a'wfi 
w i i o ~  illuujlinu~um ou46~uni~l i~du?1&1~~ u u i  U R : ~ R ~ ~ ~ ~ : H J ( ( V  B J ~ ~ ~ V ~ M W ~  

~:n'u&~?~1~dn~~rfi~n=~udl~i~1~'n'unlru~urnuu6urrun~~~an'o ~ ~ o u a w o ~  
inqJaa~6G~nh?i1rS~ori7~'I$3~rdf: wm37uh ii1'1un~~O~~1li~u~nuun' 

3. rn~uSrnnm<u mr (functions! level management) U~U;I%J 

(busin- unit) o:sior~n?.ndfiu%~~u'Iu~\17dsi~~ L ~ O R O U R U O J R ? ~ J K P J ~ I N  OJ@O 

Irjiioe~ilunlwEw mr67~1i~ ilu n~rfiuus:Cql n m u 5 ~ ~ a i h 1 d u ~ e 8 ~  d~~~ufinrrou 
u Jn t ~ d ~ ~ ~ = n ' o ~ h ~ u n v ~ u n ~ ~ ~ u ~ r i w : ~ u ' ~ & o ~ ~ ~ u ~ d  a ~ ~ ~ a n - n u h ~ k n n ~ ~ d ~ z ~ u ~ m ~ ~ ~ w  

l r 3 i ~ ~ n m u  ~ L ~ ~ : s ~ Y ~ ~ ~ P ~ u ~ : ~ Y Y ' ~ ~ Y L ~ o L ~ o J ~ ' u I ~ ~  
1 a u  & ~ u n ~ m % i r ~ ~ w I u ~ ~ u d w  7 P J ~ R ~ ~ I U = : ~ ~ ~ ~ ~ J ~ J ~ ~ L ~ U C ~ ~ R " ' U ~ U I U ~ ~ U  

liJlinornu? u d ~ n l r u  04 LW?~-IT~?UT=: uzu73 u n ~ ~ ~ n w n u ~ s ~ ~ u u s l r ~ ~ ~ n ~ ~ ~ u n ~ w ~ ~ u  

uo~3Gw d~niolii~~~ii~niru0111?ion~50 B T ~ ~ [ ~ H R ~ ~ ~ ~ ~ ~ ~ ~ U R ~ H R I ~ J U ~ ~ ~ Z U I ~ ^ ~  h~ 
* w  A ~ w s c R * u p r ~ o R ~ l n o ~ ~ ~ ~ w n ' ~ ~ w ' ~ d ~ t n ~ ~ ~ 3 0 u " 3 ~ n Z ~ ~ ~ ~ 0 ~ ~ a ~ ~ ~ ~ n n ~ ~ ~ ~ i l ~ u ~ ~  

Jau~uuo~uflinlvld n1~~~a6oe~~~rlirfia~~h~*J~1~n~f~~~i7ti~8wfiws5 l ~ ~ l f l n v  
ubln:R-udfiu%nll~Buil~o"~~ muu q u  

8. finwznwnqmhir 

~m1: 6 ~ ~ 2 5  (2544. M% 9) n i i q i l  Knaeni~ni1u3~1~ IlnmuhCqum 
I d  U w n  ~ ~ 3 ~ ~ d u u n n a t n ~  t ~ ~ ~ L I " s H ~ T ~ ~ o : L I ~ H ~ T ~ ~ u ~ ~ ~ ~ ~ u R : ~ ~ o ~ ~ ~ ~ s  r h ~ i ~ l w ~ n s t ~ u  

unr @%la u s i o - l o u m n c i ~ ~ u ~ n J b u ~ r i ~ r i ~ n ' u n " n ~ n ~ ~ n ~ ' ~ ~ ~ ~ ~ ~ u d ~ ~ u  3 Jx~nnGo 
1. n'nxnitil-lun-l~riq cqu (techniml skills) ~oa?~umrnrod~rr l l~ iuZn~~u 

M ~ J  o t i ~ ~ d u a a ~ ~ o t i ~ ~ r " ? ^ a ~ ~ a r n ~ r ~ ~ u n ~ ~ ~ ~ ~ ~ u o d ~ ~ ~ n ~ ~  Y fi3n'nr:fiun~sfi~m 
~ = ~ ~ ' o ~ ~ ~ u n ~ r l n ~ ~ o d ~ ~ ~ E l u n ~ ~ n ~ ~ u ~ ~ l f r ' u n ~ ~ o ~ ~ ~ ~ ~ ~ ~ = : ~ ~ ~ d  ~uiin?1ud~w7~lu 
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a c*l 

I:Gu~dsmouial $w Kna:si7un~rrilc~uiin37uhn'qu1nd a@Jpu RSIUUR:@JTM~ 
srcu 6u 

2. Knaenvdiw yud (human skills) 6~n?~um~im~un7afil~7ulu'7n"~51~ 

' ~ ~ i l u n d w  ~d~1fli~~n~riauij01un7afi1~7un'~fludu!~'~ri1dijdf = : % I S ~ ~ W H " ~ O ~ ~ U ~ ' ~ W :  
A d  u nl~c i lwu y a n ~ u w i c ~ G ~ i ~ ~ m ~ n ~ n n ~ ~ n ~ ~ ~ ~ ~ ~ Y ~ d ~ ~ ~ ~ d u " ~ ~ ~ ~ ~ ~ o ' n ~ ~ i ~ ~ ~ ~ ~ ~  

d rl C I lxn7~u. in  ua:irnm~i37l~n?~u%nu O J ~ U O U O ~ ~ J U ~ ' O ' ~ ~ ~ D U ~ ~ ~ ~ ~ ~ ~ ~ I ~ ~  OOI-UW~~: 
r i o ~ ~ i 5 ~ n ~ ~ u ~ i ~ ~ ~ l o l u n ~ ' 1 i ~ u j ~ u n " i l ~ u 8 u ~ f  \61811 n'nrrml~ciluu yusi~G~a's 

C - nmu h6qumio(uka f = : W " U ~ J  . r z 6 u n ~ l ~  s t h h  L L R L ~ ~ ~ U R ~ ~ U  

3. Cnxnl~cilun?7u% (conceptual skills) ~ D F I ~ I U K I U ~ T O I U ~ T ' L ~ C ~ ~ ~ U ~ ~  
r ~ ~ i ~ n n r ~ n ? ~ u ~ 1 u ~ s n ' t u n ~ 3 ~  o~ a n l w n l s t i ~ f i t i i t  e ~ ~ i o g n ~ ' o ~  ilriilqmd(t uqn 

&~inu'l6 u o d i ~ u n ? l u u m n d l ~ ~ r ~ i 7 ~ ~ ~ d 7 3  4g ) I % & o J ~ ~ J  7 1 ~  H I U ~ ~ R S ? O B O U  

nmuriuwih o~anlun-nri d n ? l ~ ~ ~ ~ i f ~ ~ j l ~ m ~  u o tn l  ~ n a  ua-uriiltgnd~ilu 

darlearid o hunu n ' n ~ n ~ ~ c i l u n = ~ u ~ ~ & c 1 = 7 u h < ~  ~ u " r v l 7 r ~ r ~ ~  $4 

awn.m$ qwway n7 (2547.~1h ? ) nnd~ai~hrn~~~~r~~u'Luf=:611Ci~~ 7 IW 
Y, 

o ~ ~ n ? a u u r u o s ~ ~ n R " n ~ ~ ~ ~ ~ ~ u ~ ~ ~ ~ ~ ~ ~ ~ u u ~ n o i ~ ~ n ' u  % $ Q ~ ~ I ~ ~ ? I H Z \ U ~ I ~ U ~  ~ 7 f  3714 

d u ~ n c i ~ ~ n i r o o n l ~ ~ i 1 1 n ' n ~ ~ y 1 ~ ~ n ~ ~ ~ n ~ ~ u ~ ~ o o n 1 d i ~ ~ e i 0 1 1 1 ~  
I. nlnw:n7~<1~uuana~uG~ (conceptual  MII IS) H U I L ~ ? ~ J  naw r n u x n ' ~  OJ 

~ u ~ M ~ ~ ~ u ~ I T u ~ J B u ~ ~ ~ ~ ~ ~ B ~ ~ ~ u I ~ u B ~  ! R ? " I U W R ? ~ ~ U I H X ~ ~  ~ J L ~ U ? N ~ T = ~ L I ~ ~ I ~ D  

o~h~slw.r:aeclm ?!ayhRanib5au'  (vision) 1: ornu~mnlcln~rnin~ a~rill6aiodlr 
3 uriwd?~~h 6o:rnuiso?wW~n1 t u o ~ a ~ 6 n m r 6 a  d ~ r i ~ u l - a u  uono~nuuh0oP'tlhkg 

d 7 ~ u o ~ ~ n a t s i l u u u ~ n a ~ u ~ m ~ ~ u r i n ~  ~ i ~ ~ a - t u ~ m ' r i ~ ~ ~ ~ d  rdocwno.scinl.rqrft 
i l s g ~ u l i u l r j m u ~ ~ n ~ ~ ~ r E l ~ 4 ~ ~ ~ n ~ ~ ~ ~ ~ ~ d ~ ~ i j ~ ~ ~ ~ ~ l n ~ ' I x i i j n ~ ~ ~ ~ ~ ~ ~ u d  i d n ~ ~ i n  

A crc: nniw ua~R'oudn~~~ l lduuuda~u7n  u ~ r o ~ h ~ r o t h ~ f i ~ ~ u ~ i d o i u ~ u [ ~ ~ ' L ~ l i  7 ~ ~ n u 7  

ri oufion7du 
2. ~ ? I W : ~ I S ~ M U ~ H ~ J R " U $ U ~ '  (human skills) ~ ~ - w f i ~ ~ n ~ r n l ~ k u n i ~  

I *  n ~ l ~ t m u ~ ~ u a - ~ i ~ ~ y n a ~ n ~ ~ ~ u n ' n ~ d ~ ~ ~ ~ u u ~ n ~ ~ ? ~ ~ n ' ~ z ~ u  U R ~ U ~ M ~ ~ ~ = < U ~ R - , J  

sio~n~a~ru~ulr^~ioEuinni~f:dudu ~ d o ~ ~ ~ n n ~ ~ u i n ~ n t ~ - u n ~ ~ s w ' ~ ~ i ~ w ~ % t l  li ~ ~ R ~ O I J  
u Jn n ~ ~ u ~ . l l i o I u s r n ~ u ~ ~ ' 7 d i i ~  ~ J M U ~ ~ W W  7 I U D J ~ ~ ~ T ( ~ O J ~ ~ I ~ ~ S ~ ~ I ~ R ~ U J ~ U K U ) " I U ' ~ ~  

Lt 
ow 7 & Z M ~ U I ' S M ~ ~ ~ ~ U & S  m'o~n7'1~177u E I T U ~ ~ ~ ~ U ~ ~ ~ ~ ~ ~ ~ U ~ ~ U ~ " ~ ~ F I ~ R ~ " ~ ~ ~ ] ~ G  

u r l *  ~ o n s ~ n d ~ ~ r i o ~ r i ~ ~ u i n ~ d u ~ ~ n ~ ~ ~ ~ : ~ i ~ ~ ~ ~ 1 " 3 ~ 1 ~ ~ ~ = : ~ ~ 1 ~ ~ n " u w u ' n ~ ~ u 1 r l ^ r ~ n ' ~ 1  & J ? u ~ H ~  
X Y  a' .r:Kurjw8ndau n ' n l r t & n d ~ a d ~ ~ n a ~ u k ? ~ ~ i ~ u ~ d ~ ~ u ~ n i ~ ~ ~ ~ " m i ~ f ~ ~ ~ i  nnxup:: 

r a u i i ~ m a ~ u r n u ~ ~ n t u n ~ ~ ~ ~ ~ ~ ~ l . ~ ~ f i m ~ ~ ~ u i u ' ~ l ~ ~ ~  Y n?7umu7~nlun7~aiiama~utilu 
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I . n~aujvq~drriir~nni (customer - oriented management) r i o ~ & ~ n a l u i ~  

w ololflrYu $ n 61 m oluua-nl u uo n 
2. nal U\~UL^RGI&UM% s i  ~ ' I u ~ M B  (human reswm excellance) Y ? H ~ ~ W  II 

ci~uni~whruiniwo~n~u5!~~~"uqnm~wd~ 4 4  kwn1w'arw~~run7vtlR'6 

3. F I ? ~ u L ~ ~ u ~ ~ ~ ( ~ ~ u R ~ R ~ ' w ~ '  ( m u d  leadership) f l~mar~uu~dt l r  
(benchmarking) 6 u ~ d ~ ~ u ~ d 0 ~ w u ~ a " ~ a n ' a s ~ ~  O J O J ~ ' ~ T I H ~ ~ ~ ~ U L ~ U M ~ ~  

4. f i~~a~r~uc3wSi7un~ri l5~1~ (management excellence) 47~ilu6ad1T 
n 1 l d n ~ ~ u r i ~ n a l n s ~ 6  o ~ ~ n ~ ~ u ~ ~ ~ m ' n o : l ~ n ~ ~ u " r ~ ~ ~ ~ w : n ~ ~ o ' ~ n ~ ~ u r i ~ ~ ~ ~ ~ n ~ ~ ~ n " ~  

u Ja qna i n a m n i  (2547,~Gi 266) k f i [ i l ? f i ~ n l ~ L f l ~ & ~ n ~ ~ 7 ~ ~ 7  L I ^ R U ~ ~ ~ B D ~  
o:lri'ld~~Do~wjlilnn ni~lnu~clsi?unu~~~dlo~iod\3sni~~#7wri~a peak* w 

X* a 
distributor) ~ ~ < N J ~ U I ~ ~ ~ W U ~ R O  n m < m ~ i  nimgmri 017 RjuY~u~lMljl~~ ~d o d f i q n i ~ ~ w  

d 7 ~ i l t l h f i ~  ~ M ~ J ~ ~ O ~ ~ ~ ~ ~ R H ~ ~ ~ ~ ~ ~ U ~ U ~ ~ ) I I U ~ I ] ~ ' L ~ ~ ~ H ~ ~ ~ W W  
n ~ m ~ ~ ~ s i 1 u n ~ . r ~ Z 1 ~ d i a ~ n ~ 4 ~ ~ u ~ 0 ~ ~ n " 0 ~ c i . ~ ~ a i ~ ~ ~ ~ ~ ~ 0 h 6 ~ ~ 0 ~ n ~ ~ u " r , U n ~ ~  ~n67  

C d r .  u ~ ~ n a l u ~ d o d a d o ~ r u n ~ ~ ~ u n ' 7  R~WUOJO o - ~ I ~ ~ T L ~ ~ u R ~ L ~ u ~ ~ H I ~ w  L B U ~ B J ~ Q  

nmu h 6 q d ~ - ~ ~ u s i ? n ~ r ~ 7  o h 6 7  (diffusion) w n  17~8nllldiu3h1 Y L L R = P : ~ H ~ P L ~ ~ J  

~ilu\do dw.rm~5a 
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t -3 d r r r n n u o d o ~ i i o ~  
au 
9sa RR?~u?R (2547, HC, 81-82) I < ~ I U U ~ ~ O L G ~ J O D ~ L Y U  4 ~)5:~nn 

16uh 
A d  t 

I. bo ~ t l ~ u o ~ u i ~ w  i n d o n m d ~ f i ~ ~ u l u ~ ~ l ~ ~ ~ ~ d ~ r n ~ ~ u n u ~ o ~ f  ~nwia 
i 

n r ( ~ s ~ ~ u ~ R o u r i ~ 1 ~ u ~ t ~ u l  an~itu~&ncimifP;~m u ~ a u ~ l l ~ ~ ~ u n i a ~ 1 ~ ~ ~ m ~ o n 7 f  
<mnm ~ o t u j ~ n u i c h h s  unr~ll7ul~~~dfi4~%61~~fln"#~ (product) unruinlr 

A * u  & C I U d d  

(servica) nu3anuuimiw a r u " u ~ i ~ i ~ B o r ' ~ ~ ~ ~ ~ a ~ u a l e ) n o ~ u ~ a ~ u n u ~  tl~iou~'33n7'7 YRE 

knu~u.r?u8~~i~ri?~~?i0~~~18'~n~f~arh6~~"~0~~n~m0~~~~n~~~u"~6~u 
rlu I 

2. # o * u 4 u n ~ s o l ~ ' u ~ ? o n d d n 1 f  40 n~wvld~fim~u~u\~uo~~'~rn~'~~unu~~ 
~n?Y"uvr^ron~h7~ d ~ ~ ~ u u 7 n o : r f i 1 d n ~ ~ 6 7 u ~ ? m ~ ~ u ~ ~ a  a,rn'n?ri~ u a o d i d r l  L I ? ~  J 

7 ? ~ & h f i h f i n 7 d ~ 7 ~ h t l  $ O L G U J ' U O J ~ ? G U U A : D ~ ~ ~ ~ ~ " ~ ~ ~ F I ~ ~ U H U I L I ~ O U U ~ ~ I I ~ ~ ~  
Y. 

u ~ ~ ~ n 4 o ~ i u ~ u  ~ w n r ~ u ~ r r 6 o r n ~ u ~ z a ~ n ' n ~ ~  L ~ ~ ~ J O ~ ~ J L C L ~ ~ L ~ ~ U U  
a t -  A' A d  4 

3 . 4 o ~ i r u 4 ~  ~ J ' ~ u & u R : u ? ~ ~ I  Go nqwn ~nmmululou n s l l ~ r a ~ a u n u ~ l o  

h61~L3a~cJn~rrrn~u%~n~it1~~ti7~iGu3 ~1~~ii~~ao~6n~rnl'3nlr~~"n 
A- , 

4. doi~utnucl o"~u67cl.nhmntlda ~8odoi 'n l~d  t f i ~ d u l u l ~  o.sd.realau 
J L  I v 4 v  r l u  
n~~~~nirunl~~0~slll~0~iSj~"r~51~ (brand) R ~ ~ R R ~ W ~ J ~ ~ O L ~ ~ E ! J H U ' I  0?17~&1(trado 

man) ~ n : o ~ I m i ~ + o ~ ~ u ~ u ~ t a  

I .4 $ O L G U ~ I Q ~ ~ ~ G ~  

~ u i w u '  ^RUII~;R (2552, iu lnu  21) n i m i l  4 o ~ ' ~ u ~ ~ o ~ I n I a & q  

w u l u i i ~  n ~ s r i l u & u n u 6 ~ n r i ~ t l ~ w ~ ~ i ~ ~ : d ~ ~ f  U ~ ~ K P ' I ~ I I ~ J  ~ u u d ~ ~ u n ~ r ~ i i ~ n m u i ~  
W ~ ~ P I ~ ~ ~ ~ & ~ ~ ~ ~ R L ~ U O ' U G L I H ~ J  

d m  G U ~ R T  (2552, G U ~ R I J  21) n d v j l  BOL~~LIJVOJIRIBGI MUWRJ 
A W" 

~ ~ ~ ~ ~ ~ ~ ~ . ~ ~ ~ ~ ~ ~ ~ ~ ~ S ~ S I ~ ~ U ~ ~ ~ U L ~ ~ ~ U ~ U U B = : L ~ U ~ ~ P ~ B ~ ~ I ~ ~ ~ ' ~ ~ I I ~ ~ ~ ~ U C I ' ~ U ~ ~ J V ~  u 

~nuun'ua:diluujnn7rn~jn~~gfou 
nr.'knw fiaurnl%a (2552, O U ~ R U  21) ndiqi? d n t ' i s ~ u o ~ ~ w ~ s f i  

m u  *uwfic n ~ . r d ~ m ~ o h ~ i l u u r u n n ~ ~ i  tiri El~dlrirunwul uqauqu ~iunwudorind u~: 
u i n ~ . r ~ r i l r u ~ o u ~ n ~ ~ ~ w u ~ d ~ ~ d ~ ~ ' 1 ~ n ' u ~ u ' ~ 1 ~  na~luYnciiulrii~~=iilu4~u~3n~~ 
v7u or'lvld 6quG4clu r a y  S~fi~'L.clc3u#~aur"~uo~nwlu~~~3"m 

n ~ n @  y qwfou (2552, i j u m ~  21) ndlail ~ o ~ ~ o ~ u o ~ ~ w I u ~ = l  
1 ~ 7  u i i ~  n l ~ i n l l ~ w ~ ~ 7 d ~ ~ ~ ~ i u ~ u f  L-duni~jn $ H I ~ E O  U R L ~ T P ~ ~ ~ P ~ T ~ U  
R'J ifiunmwu rd olfi~flufIf$n'~~ 04 p ~ q  
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2.1 m~iu~u~tluo~u~mnnu 

yryrRa rfiun~ni (2545 ,H* 40) ndm-il uianrsu H U ~ U ~ ~ J  1 c u n 7 ~  

w ' R I u ~ ~ u ~ ~ ~ H ~ ~ u B R ~ " c w ~ % ~ ~ ~ I I ~ (  si$uui o d73aam i i  ~ j a P R i 7 ~ ~  a~nlan'qan~:1mm 

q n l  u~7wa;a7uud (2547 .~c7  43) n h i i  uinnaau H U ~ S O J  n73 

rl~~awo~~wn"mw'~il^r0~3n~~dijn~~u~~nd1~0~n~l"~~n'tllfl'~~0~"rn~~v0~~ui~u'~  do 
d w ~ o n ~ n i n u d u ~ i  w851n'fllfl~?~~m~n67~7nd~ Y U  ~ D ~ J L ~ U  ~ T ~ ~ Q B ~ H ~ T P ~ U ~ ? W  

(fast food) d5:mnoau~u o6n of dltfluhtiiaCmu~f (slad bars) n 7 l n ~ l i  (taco bar) 

~ I M ~ T C + ~  ~ W ~ ~ H Y U L G ~  t ~ u ~ u  ~ ~ o ~ ~ ~ n ~ ~ ~ ~ ~ ~ o n u o n t ~ i i a ~ ~ n u n s l ~ ~ n i r n a f d ~ r ~ u  
II 

~ ~ H ~ T M ~ T I D J ~ ~  

hw"n~7uu?~nrrxruri~'tl7G (2547.~J-1 3) n d n j l  u?~nf3a1 HU'IU~IJ 

nmdi u u ~ ~ m I ~ d ~ ? o n 7 ~ ' t % d 3 r T t l ~ d ~ ~ n 6 3 G (  b a tl Y U R ' ~ U ~ ' ~ ~ U ~ ~ U U I I ~ M ~ ~  i d n r l i l ~ f i ~  
dr:~udwi~~~.rrr jR~ u o n ~ ~ n 6 ~ i m n r r u  ~ \ ~ ~ ~ ~ c I ~ ~ u ' I ~ $ J L Q J u ~ I I u R : I Q J ~ ? ' ~  J 

nau  C n  u puun o p u '  (2549, ~ u i  7)  nEi??-i7 ~Tfinrru H U ~ U ~ ~ J  rnm5~mqa 
2 r Grwohu o~ in f i ~ : i ~ ~ u u ~ u o l ~ t " ~ ~ n ~ t ~ ' r n ~ ~ d i j ~ ~ ~ w  u a r . r : ~ u n ~ ~ ~ ~ u 3 n ~ ~ w ~ ~ f l " ~  

f l 7 7 U h ~ n 7 5  ~ 1 1 7 ~ ~ 0 7 2 9 ~ h 0 4 ~ 4 6 n 7 ~ ~ f  n 7 5 t ~ n 7 ~ ~ 0 n ~ ~ ~ ~ G a n ' f l b 6 6 3 t r f i 7 7 ~ ~ ~ ~ \ ~ I ~  

nsa:~fia~wa~kd~n~&~~n1'1'1flwil~~~'u 98ni~1% ~ n i o ~ n l  ~rn.mtC6~n h'5Em67~^r~ 

uinl3ucin:a ht ~ u ~ ~ A ~ u J R ~ ? N ~ ~ w Y ~  J ~ - X ~ ~ ~ L R U O U ' ~ ~ ~  d~ifIuri7uhniy~dun7ad 
~ : a h ~ n m u d ~ w  ololH'n'u$n6i 

d - ~ m  #t?<ou (2549, ~ $ 7  36) nd7aii U ~ R ~ T I U  H U % J ~ J  i ~ d i j ~ a w  
it u ~ ~ u n ' u n ~ ~ a f i ~ ~ ~ ~ 6 ~ ~ ~ n ' m 4 5 n ~ ~ ~ 7 n ~ ~ ~ 7 0 n ~ r ~ ~ ~ n ~ ~ ~ 1 ~ d d  o l 4 u  Imu ~ 9 ~ n i  
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d' d ~ u ~ o n ~ n i . m ~ u a e ~ ~ ~ ~ ~ ~ u d ~ ~ ~ ~ w u u ~ ~ u n ~ ~ u ~ n n ~ ~ ~  ~ini9ilunalu~~d1rl1$i~fi~u7 

o~nn1~<audtl~n=~uAfiri~u7 dr~fi#uluri~nu udo~o~ilu~~6ri1l~l~~1n~a~d"a~u~dn~'Lu 
Y 

n ~ ~ d a 1 3 ~  ~1un~~~~m1r(nn~u~~k~u~~n'i?1~n~m"~u1trl~~dr'1111~~ wfi~"Rm\fl~~u 

L-@I hhnr=nl~wa (2550, ~ f i 7  20) nrimil wTmnrru ~ u q u f i ~  n i7  

nusau n~rrmumu v i r o n ~ ~ r m 6 ~ i i ~ n ~ ~ ~ f n 1 d ~ t l ~ ) 5 u ~ r i o u ~ i i n ~ ~ u ~ i f t l a u ' ~  % ua-hrr 
qnlci7l$u 6 nrruaunmm~ouinx~nd 

uQwd f i ~ n n  (2550.nC7 25) nd-nil  uimn5.r~ ~ r i \ $ l ~ i o ~ u i h ~ ~ i #  
Y r ~ n u u u d ~ ' o ~ ~ ~ u d ' l w * ~ 1 1 n ~ ~ t l ~ u 3 ' ~ ~ ~ ~ ~ n u o r 1 u u j u o ~ n 1 ~ r i l u k ~ ~ u ~ o n ~ a ~ c i i u n ~ ~  

aoumom?otloxl?uo~nw WIHGULOJ 
n ~ ~ ~ n r r p c o  (2551, fuwnu 25) n d m i l  uislnrllu H U - I U ~ J  n~ 

dm~~nFh1~ri C(~~~iii~d~moun~a~u~~lu~~m~nr~u~narhr~uocia~nci~u~riou 
i ~ o a ~ ~ t n ~ ~ u u ~ n d ~ ~ ~ ~ l ~ u ~ o n a ' n ~ r u ' ~ 1 n ' r u 6 ~ ~ ~ ~ ~ ' 1 n ~ ~ ~ u ~  I U R R ~ R  n11n1:~lq 

Y R j n d ~ a d  o n m ~ i ~ i i  ~ ~ j ~ n n o r i i n . l l u ~ ~ i n n " n f 1 u ~ m h ~ 7 ~ 7 n Y " u  uar ul$su~daa 
Y uira-uinw o ~ ~ u i ~ u i t n s d u l 6 ~ 1 n v u ~ i ~  uidur~ swh h ~ z J ~ l ~ d n ~ s a i ~ ~ n m u  

~ ~ ~ u u n ~ ~ n ~ 1 d ~ % ~ ~ " r n ~ f t l 0 ~ ~ u t i ~ u ' ~ ' 1 ~ t l ~ ~ 1 6 ~ ~ n Y ' ~ 6 ~ ~ ~ d ~ ~ ~ 0 ~ n ' ~  &~:$hhl$ 
~ ~ ~ & J ~ ~ ~ U ~ ~ I I ~ ~ L I I I ~ ~ J ~ ~ T U J J < U $ ~ ~ U  

G U ~ E I ~ P  IjuTm6 (2551. Cuam~ 26) n t i l a i l  uT~n3au ~ u ~ u f i ~  
n ~ ~ u r n u i ~ n ~ u n ~ ~ ~ u u ~ u a t ~ ~ ~ 1 1 d ~ ~ % ' L ~ ~ i i w  H~\~P?$~Rs~~LI 

nmwa ~Wuiri~FiU ( 2 5 5 1 . h ~ ~ ~ ~  26) nEiwii UTR~SSU H U ~ U G ~  n v  
i i i d d w  (i?tl?%I~d 1 1 ~ ~ ~ 4 0 l ~ ~ ~ 1 ~ l i ; ~ n l ~ ~ d i ~ u ~ d a ~ n 7 ~ ~ ~ ~ ~ ~  ~ W U P R  
n.reuqun3.r n~on~n'n~~rii1n~~~d~tluu"u~:~3~u"u~~nn~~1]~~n~'1cdf t i n  d l  too JAU 
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myJIcj? uinns~u nulun~ ni~afi~n~~uin7~dij~wn~w u~:~tRi( 

n ~ s l r i u T n ~ ~ n . 1 ~ n ' u f l ~ 7 ~ 6 0 3 n ~ 3  n a ~ u ~ o ~ l o l ~ o . r ~ u n u ~ i ~ r i i ~ ~ n ~ u f i r n ~ t l i ~ ' I u n ~ ~  
~ ~ ~ L U ~ ~ H ~ R C N W ' & ~ U ~ ? ~ U R U I O I U ~ ~ U R : L B U R V O J ~ J ~ ( ~ ~ ~ ~ ~ ~ J ~ ~ ~ ~ ~ ~ U ~ ~ U S L H ~ ~ ~  

n n ~ u n ? m & ~ ~ n ~ ~ ~ ~ > u ~ w i n u i m r u d ~ : o l i ~ ~  ~ ? u $ ~ A ~ ~ J ~ ~ J ? I Y ~ ~ w ~ D J ~ ~ . I J ~ I A u D  

fin77 dr ~~ud7ulh~t~~un7d~:&~c1a1u i~w o I ~ I ~ ' n ' u ~ n 6 ~  
2.2 ds=tnnuoduTwnwu 

~ ~ ' n ~ ~ u u ~ ~ n r r u u ~ ~ a ~ 6  ( 2547, ~ $ 7  5) ~~ud~drzinnua~u?'~naau 
rilu 7 ijr:mnbYuri 

1. u%nrmuuudino~~Ro (business model innovation) LUUL$DJL#U~ 

~ u ~ u ~ n ~ ~ ~ u n ~ a ~ ~ r Q u ~ i i o ~ ~ d ' ~ = : ~ ~ n ~ ~ u k - t ~ i i l  

2. ~ % i n f l ~ f l l l ( l ~ ? ~  (marketing innovation) i i l ~ B ~ a ~ i ~ ? r ~ u n ~ ~ w u ~  

~ h 7 3 f l 7 m ~ ~  R ~ P I ~ ~ U U I J ' ~ H  J ~ ~ G ~ ~ ~ ~ u ~ ~ ~ ~ ' Y ~ ~ I o D ~ L L I u H ~ ~ ~ ' I u ~  (praluct design 

M?O packaging) nlf U ~ L ~ I J ~ ~ S V ~ U  (promtion H ~ D  pricing) 

3. u%nxsu o c h a  (organizational innovation) ~ i l u d o ~ d  U ? C U ~ ~ S  

fi7~udfi34dl ~hitl040~6flf ~d0l%k~~df:h%n7~ 

4. ujnnntmxuaurn~ (pr- innovation) k i l ~ d a ~ ~ i ~ ? ~ l l n l f ~ f U ~ 7  
Y n s t u ? u n ~ ~ o ~ ' r m ~ d u ~ n d i ~ ~ ~ ~ ~ ~ n ~ ~ ~ ~ ~ ~ ~ t ~ ~ j ; d ' ~ ~ ' i n ^ a m ~ u ~ n ~ u  

5, u i n n ~ ~ u  ~'Rmn'mw' (praluct innovation): ~ f I u d n ~ ~ d u a 6 u n i ~  
d i u d l ~  wi3wn'cufl1rl?5Y'u 

6. uinn~runi~ujn?~ (services innovation) ~iludo~~i(u?n'unir 
~?uJ~J~~sI~~Y"T~~T'~H%Y'u 

7. u<rn~rui?~l.d~dn~w (supply chain innovation) liluha ~ ~ ~ d ? l l  J 

~~u~u~d~niwo~n~iwn~~ua:n~ad~u0~1~B~n"1~d~30~"m~a1n'n"il~n~1 
2.3 nrruaun~rrro~uT~nnu 

r u  J Inmnm lnay~a  (2550, HG? 2) n6jvjl  n l3n~=l j ld~ i i~m36m 
oi l4  Qdquri n m i n ~ f i m n ~ ~ ~ W m l ~ J  u a : n m f i l ~ ~ d ~ d ~ i l u l o n ~ ~ f  Intlriodu nuo:h~li 
n ~ ~ u f f i ~ ~ u ~ ~ ~ \ ~ d ' l n ~ ~ ~ d t l ~ n " u ~ ~ ~ ~ ~ j l ' i t l h o u  u ~ t n ~ n i ~ r i o ~ ~ ~ n a ~ u l ~ ~ ~ r i ~ i ~ 0 = : 0 ~ ' 1 ~  

~ d u o ~ n ~ ~ u ~ f i s i l u ~ n n i i n R ' 3 ~  7 u c i ~ ~ ~ r j i i i o : ~ ~ ~ d d x ~ n f i $ ~ d o n 7 3 d i 7 ~ d 1 ~ ~ 1 ~  y d~d?w 
C t ~ l  f W d  I H ~ u A ~  A J # ~ : ~ = L I \ ~ ~ L ~ R R ? ~ u J ' c ~ = ~ u L U ' T ~ P ~  w n w n n o  9 ~ ~ 7  (problem) ~ % 1 8 n w  

Y 

(opportunity) u~waG~n7w 10 
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w i r l  nmtiariicl nv?u;n~~~n~i lu  

cl3?uGd~ai(idea Ton~n (development) 
I > 

generation) (oppoftunity 

recognition) 

f l73L)~:d~f l37~6f l  

(idea evaluation) 

~ ~ ~ ' ~ J ~ U U ~ F I ~ T T Z J U ~ J % ~ ~  (2547, ~rl* 5) u - % ~ u ~ ~ = u ? ~ ~ I T  ( p m  

innovation) ~ i l u n - n l d u u ~ u ? ~ ~ ~  nioi'an~.rwl~dufi  ~ j o n ~ . r ~ ~ u j n m ~ u ~ l l u u u d  
umni~~oon '1d~~nduu7knnunaz~  awn~rudd6tflu 2 uuu 16u1i 

1. ulkn~runaruaunqm7~ tnc1Tub; (technological process innovation) 

ri lu~ic~ud~n~flunru~un~~cI~cI  d ~ n n d 5 i 1 l l ~ ~ 6 ~ s l ~ u n - n  lI I ~ I ~ L I U U ~ Q ~ ~ ~ ~ L ~ ~ R ~ U ~ R B Q E  

~ ~ - I I ~ R I u I . ~ ~ L ~ ~ u A u ~ c I ' I ~  ~ ~ ~ ~ O U M G ~ U " U L ~ U U T R ~ ~ ~ U H " R F I ~ " ~ W ~  lnu ~ U U U ~  

qnmmasu rd a0nd~~wulotiio-j7rilwu7"mn~f UHW ~n"fll1n'~~=:~d0t071d11nr~13441~~~fl 

~ntlud~:ft0~1iil~u7URnrruna:uaun7r 1 h 6 u  
2. u?vnnssunr:~~un?m7~0~6n'1 (organizational process innovation) 

rilun.rzu?wn7d~(ldudf:h'an7~ ~ ~ ~ ~ ~ n ~ ~ u m ~ ~ ~ n v ~ ~ n ~ ~ o ' ~ n ~ ' ~ ~ ~ c i n a ~ ~ ~ ~ Y r u  lmul3 
n ~ r ~ n ~ R n a o ~ ~ n u ~ e n ~ ~ I " r 1 1 u ~ o ~ n n ~ a  ~ o ~ f l i 6 3 t l  ~ ~ u ~ r i ~ ~ u n ~ ~ ~ n 7 7 ~ ~ 7 ~ 7 ~ 0 ~ u  

ma$i?~uu~r$wu71~tl~ori7~~#~1a ~du  h w  o w ~ ~ r n f l . ~ Q w d  lun!t aanlab da:n~ 
c i i i n u m u i m ~ ~ i ~ ~ i 1 u n i m ~ ~ ~ ~ ~ r " n ~ ~ ~  ~ ~ ~ i l 3 t ~ a j I C n i i i o t l 7 5  latlmsok$uuu 
u o ~ o ~ n ' n s l ~ r i ~ t r j i r ~ u ' n ' 1 ~ 4 1 ~ ~ ~ ~ ~  nmu~m~i-,  uatd.rzh5nm 

2.4 n~mr:~u~fifinuiclnrru (stimulating innovatlo") 

n8n Qoutpii. ~ ~ a e n u d u ~  (2546, MC-I i 4) nd13ii n l ~ i ~ ~ R i u w Q n a s u  
U R : R ? ~ U ~ R & J ~ ~ ~  (enmuraging innovation and creativ'i) T ~ L I U  (taste) UB:R?1U 

Peuauaou (preferences) ~ 0 ~ ~ n ~ ~ d i f ~ u u d ~ ~ ~ 1 ~ 0 m ~ ~ ~ 1 u ' 0 r 3 t l n i ~ ~ ~ ~ ~ n ~ f ~ 1 0 ~ ~ u " n ~ ~ u  
L~~ /L~UU~BJ( IRORL?R~  $~?i~?llr)~fi~L$tJl~ t17 L I ~ U ~ U C ~ T ~ H ~ ? % ~ ~ ' I ' ~ M ~ J  d0:~07Ti~:dlll 

nrtuiu odtrruo o~cinnisoui~m inuo~tlqi8nvI~ri 7 u ~ I + ~ d o ~ d u i a r i m ~ m w u ~ : ~ ~  HEW 
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~ o ~ o ~ h . r i ' m ~ ~ ~ u ~ ~ ~ ~ 0 m ~ ~ ' 1 n q ~ u ~ ~ u ' ~ ~ ~ ~ ~ ~ ~ ~ ~ a n ~ ~ ~ ~ ~ ~ ~ ~ ~ 1 ~ ~ ~ m ~ 6 ~ ~ :  
~il~uinnrruGuu~fiIrimuqf n f i 7 1 ~ m ~ u t h  riov o ~ ~ f i ~ ~ - . ~ i ~ s ~ n ~ o ~ ' t f i r i ~ ~ a u ~ u  4 
dun47 nmuftnrtfi~arm6 (ueativity) uaeuinn.rru (innovation) h$~ufi747n"JaoJa::-~a JQ: 

~d~71.u~Yufinqu u c i n ~ ~ u ~ u ~ o u ~ n c i ~ r ~ u 1 n o & ~ % . s n ~ ~ - r ~ a n ~ ~ u ~ ~ n i i ~ a ~ ~ 6 r l l u  

na=u?unir (p-) dr~~nwnrr~auwa~fi3 (dynamic) ~ U U ~ R ~ ~ ~ U L U U W R  ( o m )  

B~fl,'nwx~~urnw-dc i u ~ u q  onmud7 nmuGmdw mkBuuuuuauuo~n~a 

~nucl=n7srlfi w ~ ~ u u ~ ~ u ' u ~ L L ~ ~ ~ ~ J \ I I D ~ ~ L ~ u  h wuicln~~u (innovation) ~ ~ l u u a d ~ ~ m  
C u 

~ 7 u w  wtokda~etGu ~ n u ~ ? ~ ~ f i o n ~ u n ~ t 6 ~ ~ n ~ ~ 6 ~ ~ i ~ ~ m ~ ~ 1 ~ a ~ 1 n ? f ~ ~ ~ n ~ ~ ~ 6 d ~ u  
~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ I ~ L I ~ ~ ~ ~ U A C I ~ O ~ ~ ~ ' U ~ ~ J I ~ ~ L I U U ~ ~ J H ~ O C ~ ~ ~ U ~ ~ ~ J C T J ' I ~ ~ ~ U ~ ( P T ~  

u h  q ~ m n d f f i n i y d f i ~ l ~ ~ 3 " ~ n n ~ ' L l i ~ ~ a Y ' ~ i i ~ ~ ~ ~ ~ ~ h ~ i ~  
m u  
2.1% ~ ~ a u a d m u  (2547, H G ~  143) ni la l l  n ~ m ~ t ~ u l ~ ~ ~ ~ u i c l n a ~ i l ~ ~ ~ d  

P E ~ ~ u : $ u ~ J ~ \ R ' ~ u ~ ~ B ~ Y " u P : ~ o ~ ~  * U T R ~ ~ U ~  ~ ~ ~ n q ~ ^ R ~ P u f i ~ j a u ? n i f  6 a ~  
~ n n l u b f i ~  J .] d o ~ a u m o ~ n n u l i o ~ n ~ m a 3 ~ n ~ 7  nmu hiioua J ~ J ~ ~ ~ ~ S O ~ Y ' U ~ ~ I T ~ :  
~ L G  u ~ n ? i u ~ o i ~ i ; u a + 7 ~ m ~ d  (creativity) ~vf1ltu ~(iq:ijO~ju<~nm~ (innovation) GDRJ 

- u u  s u t  i i o l l g u c l ~ ~ u n m ~ f i ~ R . i i ~ r n ~ ~  wuu n~iuii~fi~mrkarw7'wnnu~~u~ndi~n'u~~u' 

1. f l ? 1 u 6 n ~ i i ~ a ~ s d  ~ o n a ~ r r u i r r ~ ? n ~ u n ~ 1 d ~ ~ ~ ~ u f i ~ ~ u 8 ~ 1 r l a ~ t l q  

n ? ~ u l ~ ~ ~ n u u ~ ~ n ~ ~ d ~ ~ ~ ~ ~ ~ ~ ~ f t Z ~ i ,  

2. ~?YRnra~~Uuna:~a~n7a53~~3~uR~~3i~~a~6~iuda~lH'rilu8uni 
ufnm5aiZ nmlw3ul~  J 7 d t Y ud.r:luarl ~ f ~ d - ~ l ~ i i l ~ ~  L U U ~ ~ U ~ W  U 

v w J a  r n ~ n r : $ u l % ~ ~ ~ u ~ m n ~ ~ ~ I ~ i d ~  ~ ~ ~ n a : u ? u n n d l v ~  n u m l u ~ m  

~ i 7  rlnaa6un:nAu ~ ~ ~ u ? i ~ ~ u I u o ~ h ~ ~ ~ ~ u n ~ ~ i l o u ~ ~ u r i ~ u ~ ~ ~ I ~ 1 u n ~ ~ 0 ~ 6 n 7 ~ d f i  

$4 u a ~ 8 a u I d i m ' ~ ~ ~ ~ r n a i l ~ 7 t l I : f i f  ~ W ~ T J  a ~ h m d ~  H ~ I ~ ~ ~ J ~ J ~ ~ ~ I A P : ~ ' I Z $ U I G L ~ ~ ~  
uinn3suln'~aad~:nouR'7 t l I n w ~ i i a o ~ n ' n w d ~  (right stmcture) ~ ~ C W U ~ I U O J ~ ~ ~ ~ A  

a ' 3  (MM culture] U R : ~ ~ I ~ J ~ U ~ W ~ J ~ C W L I ~ ~ T U ~ M ~ ~ ~  (right m u m  practi-) WJ 3 k~ 
~ ~ u ~ u w o u n ~ ~ r l l d u u ~ n ~ w  (transformation) ~ d o h ~ l l ~ u c l ~ w  (outputs) G a 3 ~ 6 7  
u f n ~ ~ u a z S S n ~ ~ ~ ~ ~ u l v l J  7 มห
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u i d x  qnR?wn?~u%m idu 

i .~ilindu3~uwR"Lnr, (SCG) ' 1 n ? i n ~ ~ ~ o m a f i d ~ n a i n ~ n ~ u ~ ~ ~ u * 1 ' 1 0  
~74,uiwnnu id a 3-5 T] ~ ~ ~ P I ~ ~ ~ ~ I ~ ~ J ~ ~ I T ~ ~ u ~ ' ~ ~ ' I s u u R ~ ' L ~ ' J ~ u ~ ~ o ~  1614 tiun 
IJ$~~UU&U~RL;~ ~ 9 x 6 ~  

2. ~ n i o l ~ ~ n m  uuw i (major) ~ U ~ M I S U  o ~ i i h ~ n w  uumi O:&JL~~U 

u~nnim~riiluI.r~nqw t lu~ im~um R ~ ~ U ~ ~ ~ B ~ J U ~ R M ~ U I T J ~ ~ W  t l u ~ i d i j ~ o w ~ w a ~  
~nuruun' did 7 \-iuim~$n&di~u-tu I~fliawx inmaiuw %iiw6n$6~18drd 

nlw auaiwiannuficld oit~ilu~lluuulvlriuo~~iiou' 
3. a u i ~ ~ r n ~ ~ R j o q a s ~  ~u?ui~1~16rcT'7 ~ u u ? n m u f i ~ ' L ~ i  7 lum3uinw 

t1-167 rliu U ? ~ I T ~ ~ ~ - ~ B ~ W U F U U " S ~ ~ T D ~ ~ U U ~ O  Y (drive-thru) iiluSiu 

2.7 u3unnrruuodlnlu67 
auiwu' ̂R u ~ ? u R  Y (2552, ~ U ~ R U  21) n i l a i l  ~ ~ ~ n a a u ~ a ~ l ~ l u ~ ~  

t ~ u - t u i i ~  n ~ s ~ ~ o ~ u u ~ u u o ~ n ~ s ~ r i & s u a n ~ a : : n ' u ' R ~ u ~ ~ ~ ~ ~  
$ ~ R R ~ R ~ u ~ ~ I ~ ~ ~ J ~ " u ~ u c I R ~ ~ ~ ~  

agffl $U$YMT (2552, ! U ~ C ~ U  21) nfjl?$l u < R ~ ~ ~ u Y o ~ ~ R ~ L ~ ( ~ I  

H U ~ U ~ ~ J  R ~ ? U C ~ ~ S ~ M < ~ ~ O ~ ~ S U ~ ~ ? ' I ~ O Y ~ U  UA:~II~#M ~ ( 1 ~ ~ ~ ~ $ ~ i r a ( u % ~ a d ~ u < 7 u n 7 3  
c l l l l l  uinmYncilu~<p6u w ~ r n ~ w i i ~ ~ I + & n ~  I R ~ ~ ~ J U ~ J < U ~ U R B ~ R V O P ~ U ~ ~ G ~ U  

t: 
aeww~~usi7uuim~u~:~ii~1n'~w'~0~~ni~~~li~ 

w~8inw ~u%w:w~Gw (2552, h n u  21) n h a i 7  ~ ~ m n s ~ u ~ o ~ l d u 6 ~  
r A 

HU~U~;J m r n h l u ~ u ? ~ n m ~ d i ~ d o  tdo J L ~ U I I I C I U R ~ R ~ O ~ ~ ~ : ~  L ~ R ~ C U ~ ~ R L ~ ~ U ~ ~ L T ~  
u u  ri kfibiYt~ ~donmudanw5uuo~~~1lu 
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ninq i  yqwinu (2552, iiulnu 21) n c i m i ~  w ~ ~ n s ~ u v n ~ l ~ l a c i ,  
t 

H U ~ U O J  n - n ~  p ~ n ~ n i ( l n u ~ ~ n ~ n i t l ~ ~ ~ ~ ~ n ~ t l ~ ~ n ~ ~ ~ i i a a ~ ~ ~ ~ ~ ~ ~  ua:ql~nsninll 

~ f i ~ ~ j n l ~ l w n i a a f  39 b 3 n ' l 0 ~ ~ 6 d f l ~ ~ ~ i ~ ? 7 1 ~ d ~ 0 ~ l f i  

u q i w  qunou (2552. Gulnu 21) ni l241  u i ~ n ~ r u u o ~ 1 m ~ u s i l  

H U W ~ J  ~ ~ T O B ~ U U U ~ ~ U U U ~ ~ L I U D ~  t d o ~ ~ n u ~ u d ~ o d u ~ u f u ~ " s o ~ ~ ~ ~ ~ k ~ u ~ n ' u  'I ha:: 

ul~niutd~ds~6u~ntlui1~~1m8au ~~7naa lun iuna iuQ~mna~~nSi~  

o'rrn~ w ? ~ u l P  (2552, iuinrr 21) n d w i l  U ~ R ~ I T U U O J ~ ~ J ~  

wui ufic n~li iui~n.r.r~usi luhSi71~d 7 L# n a h n  uuAus:i3ni3~9'~?i~~rnsIfi~nn'7~~ 
IIS~UO~LRUD 

qd'lsiiwislnssuu o~b11uk  wui ufic n~arauouin~slu~'numrF!ij 

uw~~~huu~nci7~o?n1~^3n~rtln~~iui~~u&?ld Y n73& ~~3~uwnd~jZ~6~unlwrr9d0r ln  
r i tyh~du~znnh67n i f  dfl?"mu?1n3~uIf7a"4n77 w"Am'L~d ia~1~1"~n~fud  b w  k ~ l u  

ua:dobu=cl8nu ? d n ' ~ d # < ~ a ~  Ifin~~ull~o~n'tl'Lun~s'La's7u 

2.8 n3~u#u7nuo~rndu~~~ 

i R u x  ( 2 5 4 4 . ~ c 7  16) ndmiq ~ n n l u l ~ 8  H U I L J ~ I J  n l l l a '  
n a u ~ ~ i a o i d a a l u n ~ ~ ~ ~ ~ ~ ~ l r i i i ~ : ~ i ) ~ n ~ ~ ~ ~ ~ ~ ' I  ~ ~ ' c ~ ~ F I u  ~ ~ T E I ~ ~ U U U J ~ U  UR: 

wP~niurlnis~n~nou r i u i ~ i i n ~ 7 u ~ ~ d f i 7 ' L ~ ' ~ i i ~ n ~ ~  

Y ~ L ^ R R  L B U R J ~ ,  L R : ~ U ~ U ~  (2545 , H G ~  62) n d m i i  ~nnTuh$ 

~ ~ l u f i a  ~ ~ ~ n ? ~ ~ n ~ ~ d ~ " o r . ~ ~ o ~ v u " u n " u n ~ ' ~ ~ ~ ~ n ' u ~ ~ ~ ~ r l  b$u ns:u~um~wBa5iu611~d 
arlr r::~!sui%dfiu%nul~aj qdnsdnl) ~ilusiu o ~ h ~ s ~ r n ' o  ~io?aru?~nniu~asnuo~- i7  

r ~ u ~ z r r u f l u a ' n ~ ~ ~ ' u ~ ~ ' I ~ ~ ~ a i ~ ~ o ~ ~ n ~ s u u u ' l w  rnnTu'laBni~u3slo~m~j7al~~~i3 2 

huw iio ~nn~u'l~~n?.rcr~m~7ud~&#~ ~ n f i [ ~ 1 ~ 7 1 n f i q ~ ~ w 1 i ~ 1 ~ ~ ~ ~ o a ~ f i i ~ 1 7 ~ 1 d a ~  Y 

1 P n'n~nldn' f iu7 run ls~ t~o$ux6~d7  n ~ ~ ~ i a ( i a ~ ( / ~ ~ ~ n ~ m 7 ~ ~ 4 a ~ n ~ ' 1 ' u a ~ g n R ' 7  
F ~ o u V V ' I J U ~  $4 ~ ~ u ~ r u ~ ~ ~ : I n Y I ~ 1 ~ ~ j i ~ 0 ~ ~ ~ ~ ~ y ~ i j + ~ ~ r n n ~ u ~ ~ ~ n i r u l m 4 7 u ~ u u ~ n  

~'nwwn7rn~mn~d ~riuu~~~dnuasaufiu~tun7,~fi~u7n ~ ~ ~ ~ U ~ ~ ~ M ~ ~ : W I Y I J I ~ ~ ~ R . ~ ~ J  
uuue'nma 

GgiYiun' rmrcun J (2546.~{'111) ndiqiq ~nnlulal  H U X J ~ ~ J  n i 3  

w l n u ~ r ~ n n ~ u l ~ 8 r n s ~ ~ ~ ~ n ~  (intormatian technology) d f i l l ~ a d n v c i ~ ~  J ? L ~ ~ : U Y ~ K B  
A h  u~-nseu~uni.nl~u~~~uIH'n'u~tl 

n i c ~ s ~  ~ d u u a  (2517 .~1h  130) nd7?il IIIRIUIAB MUTBRJ J ~ ~ R I O J  

o ~ ~ i n n l  J R ~ ~ U ~ J  y n n ~ ~ ~ n r i l d ~ f i u ~ ~ i l ~ ~ ~ 3 ~ C ! u ~ n f  a ~ o ' n ~ ' i f i f l 7 ~ ~ ~ 1 d 1 ~ ~ ' 1 d ~ u n ~ u  
~ri-~iu ~ y n n l ~ ~ u k u ' o  c ~ u a n ~ t " i ~ n ~ 3 u f l ~ d 0 ~ ~ 1 1 ~  n ~ ~ s ~ ~ w o ~ o ~ u n ~ r r l ~ ~ ~ u v ~ ~ ~ c 1 ~ 1 ~ ~  
n?uqu~njn ~ ~ n . r i i ~ u n ~ n ' ~ r ~ a ~ ~ ~ n i ~ ~ 1 a ' ~ ~ u i i ~ ~ 1 ~ ~ i i ~ ~ 1 a ~ a ~ ' ~ r i ~ ~ w  01~16 ~ ~ n n ~ d n w ~  
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y o & ( ~  jn UIIR LI L Q W ~ = U A F I J I G L ~ U ~ ~ J ~ U ~ ' L % L ~ ~ ' I U I ~ ~  B ~ d ~ ~ ~ y f i ~ ~ # d l ~ ~ ~ ~ f 1 3 ~ ~  

b l 3 ~  EIIPTJ~XI 
1a-1 UH-IW!FIUU~~ (2547.~c7 43) n d l ? i l  mnlulnb ~ w u t i ~  nls\% 

~uuu~iluqn~i~n~auda:nau3nuu6Siaii iilun7.r~i~~~on6ninutll?~~nn'7d~:Cn&u 

~ r u ~ ~ u o ~ n ~ ~ u ~ d e ~ ~ ' ~ ~ ~ u i l ~ i l ~ ~ ~ u ~ ~ ~ c l ~ u n ~ n i ~ ~ n ~ ~ ~ u ~ u ~ ~ ~  iih6afl6u~una:ka 

L ~ ~ ~ ~ ~ ~ ~ ~ " W ~ L I J ~ U U U ~ ~ A ~ ~ U ~ ~ ~ I T H I ~ J ~ U  

R B W ~  numfimi (2547,  nJ716) n l l q l l  i n n ~ w ~ a ~  n u l u 6 ~  
n ~ i u f i ~ ~ ~ n i u ~ n n ~ u ~ n ~ o c i ~ t d a i d a ~ u ~ t ~ ~ c l ~ n t f ~ \ ~ ~ f i ~ ~ ~ o n ~ ~ ~ ~ ~ r i  ~ u ~ ~ T ~ I P R  
u ~ r r l ~ l f l ~ ~ ~ n ~ a I ~ ~ n ~ I ~ I a t ~ ~ o d r ' 1 1 d ~ ~ n ~ r ~ ~ m ' i u ~ ~ u ~ = : ~ ' 3 n i a ~ ~ ~ a ~ m ~ u ~ ~ ~ u ~ ~ ~ ~ ~ ~  

X ua~~lufInnu~nnu ~ d u n i a l d n o u ~ a r n o 5 $ a t l Z u n ~ ~ w ~ ~ u ~ ~ 0 ~ n ~  ni.rl$juuu6+3u 

Ixnqw^am ~euunl.ruft~uuu!n~{u ~ ~ ~ L ~ ~ ~ I ~ ~ ~ ~ ~ U ~ ~ Z ~ ~ ~ ~ O ~ U R = : I H I I ~ : B U ~ " I I ~ ~ ~  
42- ~ 8 n  ~ a ~ ~ o u n ~ ~ 9 k n ~ r ~ n ~ P w l ~ t l n u i l ~ ~ ~ n ~ u ~  439:~1~1an$7 ~1Jin~Cin ~~fimn37u 

16~fiauIun~aurl~u'u 
(1730~ wjCai~11(2549, ~ l j l 2 )  n i m i 3  mnldafi H U ~ U ~ J  jiinm>d~=gl 

w I~~ficlksil~ * ~ u % ? ~ T : H J ~ w A ~ ?  
-1 " 3wuun' ijj?nd (2549, H* 8 )  n d w i l  mnluhi wu7u644u~a o t h ~  

A d  t " Y nunclonln nmuCm7u u ~ : o i r ~ ~ ~ u I ~ ~ d u u ~ I ~ r i  Y 7 L ~ Q $ U U ~ ~ U X I  i3uu~nulG~'prRe 
d74 =J ( ~ O J ~ % J ~ J U U U U Q : ~ ~ T ~ & J ~ ~ T ~ ~ L ~  unm 

fiw?s.rru ~iog?l.rru?n$ (2550, nril 1 18) n d m i ~  ~ n n l u h 8 ~ u i u f i ~  
J J  nnu~un~m~~tluuG~O"urt~~U'-I~ilu~~~~~ d~nrru~un~ri~'~ecnu~snt~dtlu1in"~~1~~~~ 

ilryryluaniin 
aunwo ~ ~ I R I ~ ~ J o J  (2551, vcrlninww 27) n i 7 a . l ~  ~ n n l u I ~ I  muluPI~ 

ninhranuua AR ~ 6 n n w  ~nnkn nmuf u ~ : r : ~ d u u i 3 n l m ~ ~ ' r n u l ~ 7 ~ ~ f  ~ R D R P U  

r r a w ~ l ~ n ~ ~ i n u ~ ~ ~ a n ~ ~ ~ d a : ~ n ~ ~ u f r u u ~ ~ u ~ ~ ~ ~ s ~ ~ i i ~ n ~ ~ ~ d ~ s u u d a ~ ~ u m . s d  

~ d u ~ u d ~ : k & l w  u a = : i l t = : h ~ u ~  
iouOu6, uazin7 LFI o i  (Robbins, 8. Couher, 1985, p.123) n477i7 

tmnl J a B  ~ u q u f i ~  n ~ r ~ ~ u ~ m n ~ u ~ s ~ f i ~ ' L ~ i ~ i i ~ 1 ~ 1 ~ ~ ~ ~ d ~ u ~ u l l ~ ~ ~ d u u u n ~ r ~ ~ i o d a m ~  
%a4 y nnduo~n'n7s ~ o ~ ~ u w ~ ~ ~ u u o ~ o ~ ( i n ~ . r $ ~ o n ~ ~ ' l n * 3 " ~ 1 u ' o ~ ~ d ~ a n i ~ ~ i n ~ ~ u ~  

t 
~€IlllH?ll$t U R Z ~ R ~ ~ ~ ~ O U Q O ~ R S ~ ~ ~ R ~ ~ ~ O ~ ' U  ~ ~ M ~ U ~ U ~ H ~ ~ ~ R I U ~ ~ ~ ~ U ' D ~ R ~ I ~ ~ ~ ~ U U  u 

* A' r l ~ u l n ' m 7 n k h I ~ ) g n n ' 0 ~ ~ 7 ~ ~ ' ~ ~ ~ ~  
ald'Liil7 ~ R I J R B  H U ~ U ~ J  n ~ a d ~ ~ n ~ n ~ 1 ~ ~ d ~ u ~ n u ~ 8 ~ ~ ~ l ( i l f i n m  

~ ~ f i u l n f i ~ u l a ~ ~ ~ ~  7 ~ & U ~ T ~ ~ U J I U  ~rh l  n~a'L~noufi~rwofdatl1uniffi7~~~ ' L u i ~ ~ n 7 r  
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1. ~ n n l w ~ m d ~ i i u l ~ u f l ~ ~ " d u ~ z w  ~ " 3 3 7 ~  (power and energy technology) 
A R A  

n ~ s u a ? ~ ~ ~ w f i ~ ~ u & ~ r ~ i o r i ~ ~ d a ~ ~ o ~  i % n ~ r w ' a r u ~ d h ~ i y o u ~ ~ ~ u ~ n n o  n ? ~ n ~ a o d d  

" ? " n i ~ ~ n ' u ~ u ' ~ ~ ~ ~ ~ ~ ~ i i m w  a ' ~  J ~ U ~ " U I H ~  L ~ U W R I J J ~ U U A J ~ ~ R W ~ '  URZWRIJRU ~flu6u 

~nuuln~biuo~Cn~ilu~8'1tl~~~dn.m&i.rwPnuin~s ~dol$u3n?s&~uwk~iu~i]~u6~ 
z url nmsqdlnnril~ 7 wono~nuwsoun~.roonuuuuusn~oid~~a~ ~ ~ ~ I M Y W U ~ ~ ~ M C ~  

~ n ~ ~ u ~ t i o l ~ n r n ~ ~ ~ ~ w i n ~ n ~ u ~ d u ~ u  U U R L ~ & < J ~ ~ ~ ~ \ $ W R " J J ~ U ~ ~  lun?rd?u7l$6u 

qdn~&nw~uu~m~Fin rdu noufi?~noi~Zurlod rw~~soiuadns~iurl in~nu~ 3 3 ~ 6 4  

2. ~ n n ~ u ~ s l j n l l ~ ~ n u ~ ~  j(I? (physical design technology) n l~Ri i4  

~n4o~iIodrinnii ~ u q n i ~  d~~~uIiir~~riqni7nioiiIIf:'in~n~wu7nni1 seKwiin7s 
a n o n u u d ~ ~ j  7 ~ n - i ~ i u n u o o o ~ u m n d ~ e n ' u u ~ n n ' ~ ~ + ~ o u ~ ~ ~ ~  o ~ $ ~ l k u a e ~ n ~ ~ ' w n ' m u + ~ ~  

~ ~ ~ ~ ? ~ v h ~ d ~ n ? l ~ ~ ~ 7 ~ ~ ~ ~ i ~ ~ ~ ~ ~ ~ ~ d i ~ ~ d ~ t l ~ ~ ~ ~ 1 ~ f f ~ ~ ~ ~ n 1 4 3 " ~ ~ ~ ~ n ? ' 1 0 ~ ~ ~ ~ 1 ~ w ' 7  

A o l ~ i  u a r ~ a i r u ~ n ~ ~ ~ ~ ~ d o u ~ ~ t l ~ ~ 1 ~ i 3 ~ ~ ~ ~ 1 " I o v i u  at rilrr~ndo~~od dfl%1n7y~udiln7~ 

i, 
3. ~ n n l u l ~ d i ~ ~  (materials technology) ~ n n ~ n n l a w ~ w I ~ i . ~  filli%n 

n a i u f i 7 ~ ~ ~ ~ u m a w l ~ w ~ ~ 1 G c 1 u ~ r ~ a ~ : ~ a u  d ~ ~ f l u ~ n ~ n ~ i o d ~ ~ n n ~ u T a b ~ ~ d ~ i l u  
JaduaJdorn~Ibaiwd'1t:~~?'udazd~1'uil or; nns ~ d u  ua~~iwd~mu'clw ~~~iu614Iu 

Y Y  II u i r ~ a t a ~ u ~ a ~ r o r ~ o ~ ~ ~ ~ ' t 1 1 ~ d ~ l 0 ~ 1 n ' ~ ~ ~ ~ ~ n ~ r l f l 1 d Z ~ n ' ~ ' L ~ i l 0 ~ ~ ' ~  uoneinuuw 
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W~J~UIAA~ noufi~~noiuuuwnwq L n n 1 u 1 a ~ w ~ w n i u s l ' ~ ' n 1 $ i 5 " ~ n 7 1 ~ a ~ ~ G ~ ~ 1 o  
Y C Y  A ipl~mus=un=w a ~ ~ n n a n ~ u ~ i j m ~ w ' ~ u ~ 0 ~ 6 ~ 1 a ~ u ~ ~ ~ n w 0 f l 1 ~ a ~ 0 u ~ u u a ~ ~ ~ ~ r i   fin 

6 ~ o t j n u o  
2. innIuls!nx:ll?unm (pmcess technology) ~nnh~~fim:U?~nl l \< 

~ d o i ~ ~ d - l r ~ ~ ~ n ~ ~ w ' ~ 1 ~ ~ n ~ ~ ~ ~ ~ n ~ ~ ~ 8 ~ h n ' i u w t u f  n73 nv'Ia'~nnluhi~unm~k~ 
~uhu~:uin~srii~fuo~n'nf 474 3 i4u n u ~ n ~ a n ~ ~ ~ C n n a o i t n  (*banking) nlala* 
juouR'lwnlsviul nqal+>nP~iRutb~finnsoQni ~iluRir 

3.innlulaEjmr~u~n~r (information tectmology) innlulfiBm~au~nfi 

~ i l u ~ ~ . j ~ ~ i f ~ ~ ~ ~ n x ' ~ ~ a u n ~ r i ~ ~ ~ ~ 3 1 u u ~ r n ~ ~ i ~ i ~ ~ ~ ~ n ~ m i n ~ 1  1do\f i~?imn7r~~hl~ 

~ i ~ . r : h % ~ a ~ a a r a w ~ : ~ : u ~ 1 m ~ ~ ~ ~ n ~ n ~ ~ n ~ ~ 9 " ~ 1 n ~ ~  (management information systems 

; MIS) Q J L ~ ~ U S : U U A ~  ~11%~~%7a'Ifiu m~~uin~1Zun~a9"wn~~47 I Q  L ~ U  nm031nm 

ldq11nw n 7 n u  msoknnhrinnu nvuin~.r$nni uonwnrfw mda' 
s e u u a r i u ~ ~ u n ~ s . ' n ~ ' 1 ~ u ~ = : ~ ~ ~ ~ ~ t ~ t ] ~ n 1 ~ ~ ~ ~ 1 ~ n n ~ t l n ' ~ ~ ~ ' L ~ d 1 d  ~Uuldodwi 
drzh^aw nmn<u 

4.4 n ~ ~ h ~ n n l ~ l ~ i u ~ 1 ~ ~ 0 ~ 6 n  J 

flaw nu-ldmi7 (2547, nCi 127-129) nFi7357 n i a ~ ~ ~ n d d a i u ~ l f l u  

o~finairdrrr~ulun~fA~~'1~7 636 
1. w ~ ~ ~ a ? u n ~ ~ f i ~ ~ s ~ ~ ~ n ~ ~ u ~ ~ ~ ' 1 ~ r i 6 ~ d x n 0 ~ i ~ t l ~ ~ ~ ~ d 1  &d 

1 .I u ~ d ~ n ~ 1 i u n ~ 6 n s  (internal sources) tdu p7nm~?&uarw"wu~ 

n i n " ? c l ? n ~ r i ~ ~ I u n ~ ~ w ' w u ~ ~ " ~ ~ n " ~ ~ ~  97nn~rll3unlrrrGm Y A Y  

1 -2 u~d~nlt luan~~Fins (external sources) n~n'n~u7dui\l\ii 

~ d ?  u~quib unr$wu7 tflu'untmu~o~ B~d~~ilu6aio~l5~a;e~1n~~6n3d~d~iin~~~aa~~ u 
e r  dnma~.mr-uh a d i t l s f i ~ ~ u  io~'.suomawnn B O U A C ~ ~ ~ ~ ? P O : ~ ? $ ?  Y U R : ~ J R U ; ~ ~  

r G w w  o && o ~ h r i n h 6 ~ 7 a d n ~ s i " ~ o n ~ u  ~dumal~~ui~uurirtn~uitn~sdn~~~do 
$9 i7rilum~6u~% mnIuT~!'I~ai n ~ a l j 7 & w ~ d ~ j ? ~ ~ ~ ~ n ~ ~ ~ T ~ " o  14 tl~n'u'u''r~niuuar~i7 o 

A d m a u u n u ~ S  n~aiiluGuaiim~~ordof auii~n'u'1un~399"tlufi~~wu~ n 7 1 d a ~ ~ ~  oun~ 
dJ u ~nnlwl~on~osn~a ~ ~ n ~ a u i ' a m ~ l ~ ~ n n I u T n i ~ ~ i ~ u " u  . I R ~  n ~ ~ l + d ~ l l e l u ~ ~ l j o ~ n u ~ r l d ~  

~ I J  7 n 7 u w o n o t n ' n a d a o ~ d u T ~ n ~ ~ d a ~ 6 n  J D : L U ' ~ ~ ~ L ~ ~ I U I R G Z H  J drfin6uni?Tan 
a d~dsn'clw ' l u n ~ s ~ o : ~ ~ ~ n n ~ d ~ ~ ~ 1 ~ n n ~ ~ ~ ~ 1 n ~ u ' ~ ~ ~ 1 ~ ~ ~ ~ ~ ~ i ~ ~ ~ r ~ 0 ~ ~ n ~ f 2 1 s ' t l 1 ~ ' ~ ~ ~  
n'Yrt-1347 r ~ u ~ ~ u u o ~ u i ~ ~ a j F i n ~ ~ a ~  

2. nma~~~a~7zaua as rnf~lulwfi ~nmId~fll~I~i~d~~~~l~'o~n'n~~ii6t 
na~ul6~Gsuni~rnsuil~u'u~~uo'ld n ~ ~ d o : d r r n u n ~ ~ u h ~ ? ~ l 6 ~ ~ 0 ~ d n ~ ~ ~ ~ a n l d  
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L. t: 4 d L n d u l a ~ d  LRUXHXI ~ ~ U M ~ U ~ ~ ~ ~ ~ B U ~ Q L " ~ O ~ ' L ~ ' ~ ~ ~ ~ U ~ A ~ ~ ~ ~ O ~ ~ ~ U ~ ~ ~ I I ' I ~ L ~ U ~ ~ I  7 
' r lu i+u ~ : Y U ~ I I H ~ ~  Z3nmodnwcrih1 ~ n ~ w u ~ ~ R Y i l ~ l ~ n ~ a u ~ u  Y R Y  

3. Y'ofi~~.mw~Gwnladu Iwnw~i innTuls8l~riull3m'n?aijn7'1ary~H' 

f f l ~ ~ u j ~  bdd~lo~n~t ' l6?uo7nn7~'L~~nc1IuI~! 'L~~i$oor l~  ~ ~ e . r : y r i h ~ s ~ u u o ~ n ~ . r  
I ~ ~ ~ ~ ~ ~ ~ ~ ~ J ~ ~ . ~ ~ ~ ~ ~ ~ U ~ C U G U ~ U ~ ~ ~ ~ ~ ~ D ~ ~ ~ ~ ~ ~ U P I ~ ~ ~ ~ I ~ ' ~ ~ ~ I U I R ' ~ ~ ~ U ~ M ~ P : : ~ ~  

mfiCdw .) churn f l u  i$u ? % n ~ u a o  (net preaent value) T I ~ I ~ ~ U ? N  

oia~rc~nouunu~~nn7~~3;u (Interrest rate oi return) n-iadluma:s:~m~Aup 
(payback period) ~ u n i ~ f i s ~ ~ ~ i r n a ~ ~ ) ? ~ ' ~ ~  04 L ~ R T U T R ~ I M S ~  $u?~~anad~fi~fi~ilo<u L Q ~  

f i v q  nr (cluentietive factors) a a e i l o G ~ r % ~ ~  nut7 w ( q u a ~ i i e  factors) na u nil J 

Ri o d ~ ~ u o ~ i l ~ C u ~ 3 ~ l r 3 ~ ~ ~  ~ d ~ ( i q ~ ~ h 6  & U ~ U I U ~ ~ S I R &  L ~ C ~ I U I ~ ~  ~ U ~ U I U R ~ T  
6 ~ r U u ~ w  y a r  $?~dld%o~&&i%~gr~n7~ idu nmuouSuuoa$uj~i~ madadL~uain 

w h i u  wanr:nu6oysu unn.renudogn6-I n a l u i i ~ ~ { u u o ~ n 7 ~ 1 $ n r " w ~ i n ~  naqulJ 

u ~ Q u v ~ J ~ ? ~ \ $ ~ ~ F ~ I u ~ R ~ ~ ' I H ~  YQY 
4Jd 

4. G ~ ~ ~ P Y s N ~ ( ~ ~ w ~ R R T - ~  kun~~dd  LIUL~BJ~~~INI~U~RWU"~~IU~?~ 
d m #  ~ ~ i j ~ ~ ~ u ~ ~ ~ o l ~ l u n ~ r ~ ~ u u ~ ~ i i r n " ~ 1 u n 6 ' 1 ~ n ~ a ~ ~ ~ ~ u n m u  atiw1[~iiwiu n7~hcnnlula"o 

k r i u 7 ~ f l u o ~ ~ n a u ' n ~ r ~ ~ ~ ~ n ~ n ~ e i o n ~ ~ i j u ~ d ~ u ~  o J w ~ n 4 7 ~  kdu ~ ~ T R R J ~ U U ~ J O ~ ~ P  

d d  ~ ~ o n ~ A c i n ~ 1 1 ~ ~ ~ u u i ~ o t i ~ ~ ~ d u B u  ~ t o n 7 ~ i i o ~ ~ ~ n - a - x ~  h d i y t l o ~ f i ~ n f t u u ~ ~ t i 7 ~  
~ J W  uonwnzu ~ l u u ~ ~ n ~ ~ n ~ r n l d a u u d a ~ ~ ~ ~ ~ n ~ ~ ~ u ~ ~ ~ i r i ~ u ~ ~ ~ n u ' ~ u u d ~ n n ~ = : n ~ ~ ~ :  
~ d ~ w ~ n ~ ~ ~ ~ ~ ~ ~ n ? ~ ~ d ~ ~ u u ~ ~ a d i n ~ ~ u ~ ~ ~ u a z ~ ~ ~ ~ u w ~ a u ~ ~ n ~ ~ r ' ~ ~ ~ n ' ~  ~ n i u n i f  d 
h i l a  ~ J ~ I T I H ' ~ ~ A ~  w ou3u u ~ r n ~ ~ ~ ~ w f i ~ ~ u ~ ~ ~ u ~ ~ i ~ u i ~ u ~ u n ~ f  6nh1~$3tll$ 

naFCnrmu7rnin wnaw r ~ u ~ d ~ ~ u m r ~ o r i t ~ ~ n f l ' I u ~ ~ " o ~ u ' ~ u ~ ~ ~ u ~ ~ n ' n  U R Z ~ ~  u I ~  
wrinalulniuu~idaoaiunm L ~ ~ ~ ~ u L ~ R J ' I u ~ u # ~ ~ ~ ~ ~ ~ ~ ~ I ~ " u P ~ ~ ~ ~ ~ ~ Q I ~ c I ' I H I R ~ M ~  

5. rn~~du$;i,Gn drn~"u&ilurn~fiow r n 1 ~ a a 7 ~ ~ ~ 1 ~ 1 7 t ~ f ~ v o ~ n 7 f i i 7  

tnnluhdu~l% n ~ ~ ~ i l u ~ ~ ~ r i l n u a ~ n ~ u n i ~ ~ a ' i n ~ ~ ~ ~ ~ ~ r i ~ ~ H ' i ~ w n a ~ u ~ ~ ~ ~ t l i l n ~ d n ~ ~  W R ~  

~du  A u n i l f i ~ ~ n ~ s u a u i i ~ ~ ~ n ~ n n ' ~  k n i ~ ~ o n d u u u u u n i o ~ ~ ' I 6 u ~ n  ~ 3 o G n - n ~ m ~ u h f  
lill1l~rlnu~snaondc1uu~uIi u o n o l n k  mailufiulln~~nuirnu~~nfl~'Ifi~7ifin~~11 u l 

I6~&uulunlad oro~n'uIn"w w R W L O O ~ ~ ~  uonomif~irnvbllu&n~~n ~ J ~ ~ R ~ J ~ ~ U J G I U  

nla~~7~~C;o~o~nn~1u~o~n7a1u~u6~1~lj#~tl7n~na"~i0~00::11jLnmG;r U R L ~ ~ ~ L ~ ~ U C  

yn~fin k a l o o e f l 7 t ~ x i i 7 ' 1 ~ i ~ ? ~ n f  z i l ~ n 7 f  w ~ ~ ~ ~ ~ ~ ~ o u ~ ~ t l ' I ~ ~ ~ ~ i i i o ~ o ~ n ~ ~ l i j m d I ~  
~nn~d~ijno~u1ur?~~d0~~m~i~n1)%1~~dknf~~~~~~1~~~m~1~~6mnd~u'~ 
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~ 0 4 3 ~ ~ ~ ~ ~ u ~ n n ~ q n l ~ 4 ~ ~ ~ 7 ~ 9 u n ' ~ m 3 ~ i ~ ~ n ' ~ d ' i n k ~ ~ d  hr?mu~?uu~uun~.di~n' 

nfiaa J J ~ ~ ~ ~ ' ~ ~ ~ ~ ~ ~ ~ U ~ ~ Q ~ ' L U U ~ R : ? ' U  L L I : w u ~ ~ ~ Q ~ ~ ~ ~ u ~ ? T R R ~ ~ c I I ' I U R O ~ ~ ~ U O = : ~ ~ ~  

U RVl U 40 id D ~ ~ u A  C H ~  L?R~$U :~ (UOL$~ IMTL~~~SL$~TU~C~~~UL~UY'U  2 Li7 

7, n ~ l n m u i n n ~ u ~ ~ ~ ~ ~ ~ u c ~ ~ ~ ~ t l ~ u ' o ~ n " ~ ~ ~ n i i ~  \~i?~ewuvia&ll'ln 
Ins ~7wBu~nnirQa un~aqilan InsniuvT ~ j o ~ u i w n i i ; ~ i u  ~~r~luiio~~i~a:mn71 dd 
~~llounic pnni~nsrlrii~~lq60~$~~n~~n7f47~rt7tl ~ d o ~ o l n ~ n 6 7 ~ n u o a ~ f i ~ i ~ i ~ u  
HJ~UJ~ULBLI? u ~ u ~ ~ : w P ~ I N ~ J I L u u H J ~ ~ ~ ~ ~ Y ~ ~ ~ ~ ~ ~ ~ M ~ ~ ~ ~ ~ P J ~ ~ ~  t n h h n i ~ i l  

t 
u ~ ~ ~ : b n u o ~ 6 i ~ ~ u u ~ ~ t l ~ n ' u ~ u m ~ ~ b ~  tln?nir d ~ u n ~ s d ~ A u ~ i $ o ~ n ~ ~ y n $ a d s ~ u n ~ n ~ ~  
6um o6k bul$u?nlrci? ufi~iufu~:na7~[1n7widuk4 tlan'u 

8. n ~ ~ ~ ~ ~ n m ~ u ~ ~ ' o i l r ' Y u d ~ ~ i ] ~ u n ~ u n ~ ~ n ~ ~ ~ m ~ m  L ~ O I G ~ T J R ~ U W ~ I U  
J~~n-mo.r@nni m r l l ~ u ~ ~ o ~ n c \ i ~ n n u ~ u ~ n d o ~  rilI<dnnidGnifi~n?lu~Qtl~fiuu 

vio6~d8nnl~8t8nn~~iinim~~~n~~~~u'~~~id0dr'~~ci~'Itl'1~nf un-1ama7m~ufi i l a I ~ '  
~ o ~ n R ' o ~ n ' y m ~ ~ u 6 n ~ n ~ ~ ~ ~ ~ u Z a ' u f  U n7n104~d~~57t1 

9. fi~aruudonr:~'u~~I61fiutl'~~n~~~i~~'ud~0~1~ lun~s61dln 
u ' Y ~ n c l o ~ ~ ' l a i < o ~ n ~ s ~ o ~ 1 ' 1 H *  

Y Y  

~^am5wdk~J'ldI1!6& (u?ln~olo%ni, ~ n n r q c u n u ~ n o ~ o o ~ o u f i ? i f i o f i ~ o ~ o  U 

rnm~aakduouU~~uu~:9'ui~dln' 

4.6 L Y ~ ~ ~ ~ u ~ w ~ H ~ ? I o ~ ~ ~ ~ o ~ * ~  

y?gw Iduwiuormof Ilr~rnpl~ntl4-16~ (2552. wrlwnmu I) nd-ndl 
b I d d m  n ~ ~ j u ~ n u ~ = w i u u ~ i n n I u l a  tZ~rioti7 ~ d n i d o ~  ~ d o l r l ~ o ~ n 6 ~ ~ n u ~ o a ~ m u ~ : ~ 3 ~ u ~ ~ ~ n ~ ~  

rl ct *JdJ ndauwudsdd ~~Riu#8ornuu~n~n~m&1~%~nnu 
I. snawiign w ~uw4o'lauTR nvwiPlu~ inn~u~a8dw ullQn"u 

L ~ ~ O J L I U ~ O ~ R R B R L ~ R ~  ~da1fld~:~n~n~w\rnl3fi7~7~61~u'u r w f i m r d q r 4 o ~ w ~ ~  
11~:innl~ti 7 ~duwRjlvl39 uaefiqra~lualG ~ i h i l u ~ ~ n  u n u n l . r l 3  usi ~ a f i w g  

3' U d U  kn~ou.i&crrdw o~uuodv%u o t n ~ r ~ ~ ~ u u ~ = : o ' ~ ~ l i ~ u y ~ d u ~ u  h r u s s $ ~ h u 7 u  

~ r ~ a ~ ~ ~ m . r ~ ~ u a o e u & ~ a ~ ~ u a ~ ~ o u  U * (greener oar) ~clIs6~r~m~anfw~uvi~qo\rn~n3fu 
w ~ u ~ 6 6 ~ u n ~ ~ ~ ~ ~ u u 7 " n n a ~ u t l ~ ~ ~ 1 1 w a ' ~ u ~ 1 ~ ~ ~ ~  d ~ ? u n i l  'lauf~ (HYBRID) n5o 
in~o~uuli!nw au ~nnlulsll~R'nuo ~~:u~' I t f 'u%~ i io  nlarca~un~rvh J ~ U T : ~  

r n ~ ~ o ~ o u 6 h i l ~ d n - d ~  tuuom ~fl441 ~ a i l n ? ~ u u a n ~ d o u ~ ~ ~ u i ~ ~ o " ~ f 7 ~ 3 7 ~ ~ 1 d ~ 0 ~  
~ ~ - I C U L B D L W R J ~ ~ ~  n71a~diu~fl~~u~n~o~tlud&~17dn7111~ u~zmu~mrt lu-~ l f i~u~i  
~"3duB7nd.r:4?3'u olnn73ncleoun~ri~6~~77i~dcj~n~~7"wd7df : ~ ' ~ ~ ~ W ~ ? ' I I Q ~ D L W Q ~  

I n  snu (well-bhett) n l rnnuou i i f l u~v~d~  lun~~.rryl$~iiui;~6uqun~~Kiu 
kumriou oin~~oqnnauaun~~rr~~~$01~33 l i u k ~ d n ~ s l t ~ - i . ~ ~ ~ u ~ u d ~ a n ~ w  n?lu 
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6. a irrdo  dou w u - d ~  ?Ee~o~m~bau~au qnwnariru~aum~ dou 
iEnu 

7. nr=!o?or'u ~ a ~ i t l f f a  ~ ~ ~ ~ ~ u ~ T : ~ u ~ ~ : ~ Q J u R ~ ~ ~ : ~ ~ ~ o ~ u I I w ~ , ~ u ' ~ ~ ~ I  

2. ~ ~ ~ R O U R U O J R ? ~ U ~ J ~ ~ ~ ~  (responsiveness) ao~<?uu"rn~alQdw 
nirfi T?R 1% U Q : & U ~ ~ ? ~ U L ~ U ~ O  l i ) 6 a d l $ @ ~ ~ ~ n ? 1 ~  d n j l  us:~Pn\i 
vim3 ~ o ~ u ~ ~ ~ u " r m ~ o ~ d u ~ ~ u ' u ~ ~ ~ ~ u ~  q 
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4. n7n+hbrlG (access) ~ ~ I I ~ ~ . ~ ~ ~ ~ T ~ L ~ ' ~ ~ ~ L I " ~ ~ ~ J I ~ L ~ J D ~ O ~ ~ ~ S T ~ U  
rt 

I i r i o ~ d e r ~ ~ i n i m ~ n ~ u n ~ ~ ~ f i o u n ~ m " r n ~ ~  unr S a u ~ a u I u n ~ ~ ~ ~ d o n t l 7 a u ~ ~  
5. nnuqnqw (courtesy) I i l h u ~ u t i ~  n ~ 1 ~ ~ o ~ d ~ w u n : n ~ a u d 3 n 7 f d  

l5 mt 

fitlu?ni.ulriiuw ~ d o : m r o u n ~ u f i t n ~ ~ u a ~ ~  aonnr~u7:au~uni~~n~1=:2i~~1m77~~6~'1~~~=: 

3541s W~~RPU~~TUHRJA~ ~ U~ ~ ~ WO D~ ~ ~ I O ~ ~ IQ  ou(?uiulriniaa~u~~nr*H'~'Ii07n 
w r l r  

4737u3"f"nfl 
Y U  W 

6. n l s i ~ d n i o  nl (canrnunication) aii~na~uk$~~q~rnu;a11ujn7'1&~: 
r l 4  w u~mufi~nawiu'b @u~1"3rnlr i w  rconoenum~li;uirn.rn uaruriilq~qo h ~ w r n r n  

i w- 
7. mnu~irQoii  e (aeditability) R ~ U  L ~ O \ P V  s m ~ ~ n v ~ d  ~~fid~l: 

~mmc?o~ndoduj  nmudo%id u a m m u 1 J i ~ l a l u m r ~ ~ i G u ~ ~ u v a ~ ~ i i ~  
8. m7-tudaom5u (searw)o~nn~~~+u~n73n"~nq3n7tln7wna~u$nu~: 

Gaga h t l ~ ? u u ~ n ? ~ ~ u ' t ~ 1 6 i d i ~ = : ~ ~ ~ ~ ? n ~ f ~ ~ t l 4 i a ~ ~ ~ ~ 1 ~ d  o ~ u m n e n ~ i u ~ + ~ r t a w ~  m5o 
n73u i f i o d ~ t ~ ~ ~ Y ' u n ' ~ ~ 1 ~ 1 0 ~ u a t ~ ~ ~ ~ ~ ~ ' a u  c l a a n o u ~ r i c i o ~ ~ ~ ~ a i ~ u ' o ~ w ~ u ~ ~ ~ n ~ ~ ~  
~ u s u w + $ m s l . r r u n u ' C ~ u ~ l ~ i l ~ ~ ~ ~ ~ ~ ~ ~ r i ~ u  

i A 
9. ~ ? l u l $ - l l 0 ~ ~ ~ 7 n 7 3  (understanding lhe customer) LwonsrmWXi 

I ~ u 7 n l ~ ~ n i - 1 ~ n - r ~ ~ ~  w OIP (satisfaction) u ~ r ~ ? ~ u $ u a u  (appreciation) pln$ulluinv 

?h'IH'tfimn?lugnwir d a < d  uarn~uu7I$u'4nm1 h 4 ~ h ~ a u o  

10. mumoiuR'o~ua=~nli (tangiws) R ~ n ~ ~ ~ w f O ~ u a e n ~ ~ ~ Z c i Z ~ l u  

n l ~ l $ ~ ? f ~ l ¶  rdu kntodfio L R : ~ J ~ ~ & T J ~ K I J ' ~ ~ ? ~  ~n';o~uuun\mnu us:n?lufcoln 
V O J ~ I U ~  L ~ U ~ U  

d L. A W  
astiad R ~ k i d w I ~ d  (2547. M& 271-273) n h a h  3gqun\ruuin% 

l ~ u u n ~ ~ l l ~ ~ ~ G u ? m n ~ w ~ 1 7 n ~ a  dmlunlun~.~d~~ibu~~~un~wu"sn~~R'~trn'u to  ilqo'u 
~4dddC: 

I. nnudof io1~uu7n~~u~nm~wujn~3  o r ~ ~ i t u ~ ~ o ~ ~ u ~ a ~ - n r u ~ = n ~ i u  
wiaul%u?n3nlsod?~do~d04~d7~~~~ ~uiun?wSq o~6n~~orh3\lil'~'rn~fori?3$nn'ar 

ivu~rauR u h & u > n  u ~ : ~ u - ~ u f i ~  o ~ & n ~ s ~ u ~ n w ~ $ ~ ~ 7 d ~ " 1 ~ 1 1 7 n n ' ~  ~3"11~1?nw15 ~ d u  
rnmonfiafisniRufiu~nn'oJ n ~ a t i i u u * ~ q ~ q n L ~  liYu5n~a~~ur~a~dfi~n5rnuR 

2. nqmovlnroa PA?UYO ~ ~ u n ~ ~ ~ 1 6 u I ~ ~ j ~ a f i q 7 u ~ ~ ~ x i l u n i ~ ~ ~ m o ~  
fih?rnm: kda~n'un7d~'uf n~~otl~~n'unnn'u~~ r$u nqrk hrwlulau rn6nmu 
~ 6 4 n m 1 7  t l~hn7rui~~t , '3nlro  dwaaw 1% 1~u"Jnimsl ri~n'ul~ 

3. u ' m ~ ~ o d ~ t S n ~ ~ u n u i ~  ~ u i e f i r  i i n ' n x u a e ~ n u ~ d o z f i ~ ~ ~ u ~ ~ n ~ ' ~  
9 ood~~dn~.rsrriluImutd~1~40~n'~n77~ ~ U ~ ~ ~ ~ ~ U . ~ ~ U ~ ~ ~ O ~ R U ~ P ~ K O J I ~ Q W ~ D ~ " U  

Fu"rnqa ~ n l u ~ ~ ~ m h u i ~ e ~ n u d 0 ~ ~ ~ ~ ~ ~ ~ ~ ~ 7 n ~ ~  
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d 
vnnau7u. inoa.  URLLLIO11 (Parasumman. 2eWarnl.B Berry. 1990. 

pp.20-22) n h i i  ~~~ur i inu~qcuniwn7~uI ' sn7~  mri$ln8~ k . rq~7 -y  ~nww' 10 

lum~in~nm~wn~suims laa~riua~ua~ubua U 2 F i l ~  ZEI 
mo~zi'onmiid 

I. na7uccl-m (~CCSS) H~JIUBJ ~ ~ S U % ~ ~ U O U U ~ ~ ~ U ~ Y V Z ~ ~ T C D  ~ i i u x ~  
A cl 

n ~ l u ~ r m n l u i ~ u ~ a a ~  mlwn 'IriltY$n67ilR'n~nooulu ~ ~ ~ L R ~ ~ ~ ~ I u L H u ~ = R u ~  

~ s l ~ n c r u ~ u ~ u n i r ~ Q u m  

2. n v ~ a d o i o a m  (cornrnunimtion) H U ~ ~ I O J  n a ~ ~ m u i ~ n ~ 0 5 ~ 1 ~  
f i ~ i n ~ r t J i ~ Q ~ \ ~ a d 7 ~ q n f i o  r J IR d h w d i u ' - \ ~ 4 i  P 

3. nawrnuqsn (competence)  MU^ U ~ J  $<u?nls#l%ujnls(?u~'3n7'1 

F;o~iiK~siC~~luai  uaeiiuya6Guw"ua' 
4. naluqnqw (courtesy) H U I B ~ ~ J  n ~ 1 d $ d u ~ n i ~ ~ n a 7 ~ ~ n 7 ~  ~ u u i o u  i! 
U Y U  n?~uriuGoIuwa~auuim aovn ou URZLBUORI L ~ U  n ~ ~ I n i i ~ n i ~ ~ ~ ? ~ ~ I u ~ ~ ' ~ t i t u ~ ~ u  

U~UIR U B ~ ~ T B ~ R I I R ~ U R ~ I U ~ ~ W  i ~ u  

5. n a w u q r d o ~ o  (creditability) H U ~ U ~ ~ J  O J ~ ~ ~ T L L A ~ W < ~ J I U < ~ J E T < I J  
4-4 

nmu ~ B o i i o  L H : ~ ~ ~ ~ I ~ ~ ~ J I ~ I C L ~ ~ < U I U ~ T I I G U ~ ~ ~ ~  I R U L R U D U ~ ~ ~  ~ n ~ l n q ~ l l ~ u f i  

@%115nir 
6. n ? i u l i ? l - r l ~  (reliability) R U ~ O ~ J  ~~su%I~sC(ISUT~ ~ Y U ~ U ~ ? ~ ~ T R * D J J  

~ ~ ~ u ~ v ~ ~ u ~ ~ R u u R ~ R ~ I ~ K u ~  

7. n~rnaunuot~?uuSnm (responsiveness) M U T ~ $ J  $ f i n ~ r o c R ' o ~  

I5u5n~suar ~ f i i l ~ ~ i t l a ~ y J u S n ~ s o  d i~~a~ i ia~ iunmus io  ~ n i m  ~yY~115nla 
8. R ~ U I J R  D(IKU {mr i t y )  u f i ~  n ~ ~ u i r n a d ~ ? ~ u n ~ u d ~ u i l ~ n ~ ~ \ r i f i  

6 4 ~ 3 7 ~  n?iud"4 ~ a = i i t p i d ? ~  7 

Q. ma~u~i lu~l la3~uuo~n7fujn7'1  ( tangiw)  H U ~ U ~ ~ J  fl?uu5n7a\SijU 
mnim~drnu~snd.rn0~6~~~~wn~1~jn~~ 

10. nmu~Ciki i  ~?nmlw niru"rn73 (understanding customers) nulufi~ 
~ ~ u ~ u i n 1 ~ & ~ ~ u ' ~ l ~ n a ~ ~ 6 ~ ~ n i ~ 0 ~ Q ~ ~ 7 n ~ ~  u ~ : l ~ n i n ? ~ u a w l o ~ o u m 0 ~ ~ a i u 6 ~ ~ n i ~  
G~ntj77 

a%, usrfn (Steve, & ~ook.  1995. p.53) n h a i l  nl.rfionl3ujnmruo~ 
I I ~ ? u i u u ~ n ~ r ~ ~ u i l l u ~ n ~ ~ ~ ~ ~ d ? u ~ ~ ~ u o n o ~ n ~ : d ~ u ~ n ~ n ~ w k u & n  ~o J k~aua:naw~ 

hnl5ciquynnsuh Q?uiuuin~rriJIRra'~nw 9 i l ~ i n i 3  ~ d o f i w a r u v f i ~ ~ r u n ~ w n 7 ~  
I "  Y I * ~ ~ ~ ~ ~ ~ J M ~ ~ J I U M ^ ~ O O J ~ ~ I T ~ ~ J  7 kiluhniy % ~ ~ n n r d a  URJW 
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Y Y  C1 

1. n~~~~~fiau5n~r'lslnunn~um~i u$ammodH"%~~~ISnl~ u 

2. n ~ ~ u ~ ~ ~ r m a r r i i r a d f ~ l u n ~ 1 ~ ~ " ~ u ~ k 1 1 7 n ~ ~  
3. 

4. rnabhmu h n ' r y d i o $ ~ ~ ' b ~  U ~ R Z C I U  

5. d7~7n~1d~~u~:~u6ila'nwww ad~iuu"m7~ 

6. q m n ~ s Z ~ ~ ' r n ~ ~ l ~ r = : ~ . j ~ ~ ~ Y ' ~ T " ~ ~ " s n ~ ~ ~ ~ = : n i ~ ~ R ' ~ ~ ~ n ~ Y ' ~ i i r ~ 5 n ~ ~  
7. #o~iitl ~ u o ~ u " 9 n 7 r ~ l f i ~ ~ 3 u ~ j  ~ ~ ~ L ~ ~ ~ ~ D J ' I I U L ~ L I ~ U U ~ ~ ~ ~  

8. m n d a  ~ R ~ ~ ~ I u ~ ~ ~ I ~ u ~ ~ ~ ~ D ~ ~ ~ I ~ ~ ~ ~ ~ I c ~ o I Q W ~ ~  
9. ma-~unm ijalunir'ljifin~r 
ndn'onnu&ndl~$~~~u+161'i~ mnrdn~fi~~rnmlqnvl1w'I~u"Jn~3 ir 

~ i l ~ w # n r j i u n l ~ n i ~ ~ u r i 3 ~ ' 1 ~ ~  du ~ ~ ~ u ~ i l u j m u u o ~ u i n ~ ~ ~ ~ ~ ~ ~ ~ 0 ~ ~ 1 7 ' ~ ~ ~ 1 ~ 1 ~  
n-nnouauo~rio{?uuinis n~~1*~??uuiulsdo~r"1111~n73n73~u'~~o~t~:~o"n~~uiuutnl1 

Lilu6u 

3.3 0 ~ 6 i l ~ : n o u ~ ~ n i n q m w n ~ ~ Z ~ u 5 n ~ ~  
d w l n  yUlU, +(nn~, uaeru 033 (Parasuraman, Zeithaml.& Berry. 1990. 

m- 4 
p.28) ~TiJ7~~nin((n~~*10~~~1~71fl~a~ij0r~7nr'~1n1~df : ~ 0 u ~ r r c n ~ w n 1 a 1 ] ~ n 7 ' 1 ~ @ t l ~ 3 ~ ~ ~  

t a d  i ~ q r u n m u  o~m~ujn11ii4aiq SERVOUAL- (sewice g u a w $ ~  ~ P U L W  O I R ~ U  

s i ? l a ' o u ~ u u ? ~ ~ m  u a ~ ~ ~ ~ ~ l a : r i i ~ ~ u ~ n ~ f i u ' I d ~ ~ ' I H * u ~ n ~ u n ~ ~ d  ~ J L ~ < O J ~ B  

hxiunm1~~qorn-1~n~~'t~~"rn~~0:d'1rn~u6~u 0361h:nnu~Kn 6 d a n m  &b 
1. n?~u~ilu~Jssruuacu"3n73 (tangibles) nulufi~ n u u j n i ~ n ~ 1 i i ~ 7 - 1 ~  

r ~ u ~ d s r r u d m u ~ r n ~ u ~ " ~ a ' ~ 1 6 0 ~ ~ 4  u ii~nlmrmrn~nluniwd~s7n~I~'~4~ iiuri amwd 
C: in:otii s $dn.rddlo q iaq ua: y mna lun~s8ndok?oa~s~u{~~115n~=uu$~tl'1~' 

~ U U ' ~ ~ ~ ~ ~ ~ ~ J ~ I I ' ~ ~ ~ I ~ ~ C I ~ ~ ~ ~ ~ ~ ~ , O I ~ Y " J M ~ ~ ~ U M W ~ ~ ~ ~ ~ ~ U  q 

2. R??U td€l6€lla' (reliabiiii) n~lEIii4 ~ ? 7 ~ ~ ~ l " ~ ~ n 7 d i ~ ~ ? 4 1 ~ ~ 1 ~ ~  

fill7n'IflCod~aonh u uarrdabln* 

3. ~ ~ ~ R E I U R ~ B J  (responsiveness) ~ y l  ~ i i p  ~~?UL~UIO~O:==ULM'~~]~% 
u"m7r1Go ti7~n'uria~fi 

4. n-~f'L*nmuGu'L~ m u r a m )  H U T L I ~ ~ ~  n ~ ~ ' I ~ ~ n ~ ~ ~ ~ u t ~ f i u n a ~ u ~  
nalurrrul-mr n?iu~~irudouU'auflo~~H'u"rn~~ ua:n?~umu~rn&~n?iu~~'3~ J~PUR: 

GUIPIH'IYII v u u i n w ~ ~  

5. rnlrolI~~mu7IEiIwn (empathy) H U ~ L ~ ~ J  m d l a m n ~  ~ n q ~ ~ ~ r i f i  

u"rn.lr 
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3.  ~ w ~ ~ ~ e ~ ~ n ~ ~ ~ f l d ~ u ~ e 4 ~ u a z : Q ~ u  (complaint system idai~~10n7a 
I<$u"rn7rsch H J ~ ~ ? u u u = : ~ ~  u To4 fiuu~?oRauoln~nn'7~i~$$u~ni~ 

4. n~~~~n~a1uni~'L~'~"3n~3~do~fl~n7'1srii~~1a~u4~~ o ' L B ~ G ' ~ H ' ~ ' L I ~ ~ s ~ I  

6. ~k$q~6~5n~r~n67 iurr 'ud  (customer relation management center) 

~:rl~lfl~n~~il~ioH'1a'ujn~rijna7ufi~w r o u ~ n t ~ # u  
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7. ISm~i~rrrin~~uA triu ~II~~RJIUAII~U visolnirsnl.rGiciu ~4 orilu 

n ~ ~ ~ d u u i ~ u ~ = r i ~ ~ ' ~ ' L a ' L u n ~ ~ ~ i ~ ~ u ~  n4 w rinmu r i ~ ~ ~ i u ~ h s s s l n ~ ~ ~ n ~ ~ f l ~ ~ ~ u C ( ~ u ~ :  

mu?rdflfin?ranfi~\6ad~~fiil~rEnin~w U 

3.5 ~ ~ n l w n l x i s n l d w  
w m ~ u l u .  G L ,  nartuo# (Parasuraman. Zeithaml. 8 Barry, 1990. 

pp.34-35) nrimil u i n ~ s d d . r e a u n ~ ~ u r h ~ i a ~ r ~ ~ ~ d ~ = n o u < ~ u ~ w ~ u ~ & ~ ~ ~ d  9 

r~i7UY 

I. nmuiiaftnl~ da=nouGw 
1.1 fn7uanj'lrKaJo 

1.2 ~ 7 7 ~ d 4 ~ 7 1 6  
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3.6 fiuuudi J ~ ~ ~ ^ ~ H A ~ ~ u ~ ~ ~ w ~ ~ ~ I J % I  J 

f i w r  iaqufiul+u (2551, f ~ m n u  23) ntimii n ~ a # o : ~ l 1 6 ~ a n ~ w  
lirnlnls:~ucla h h  ~ ~ l u d w d o u  o~encil~ri4liiru~0~'1fiin~fd~mi~~d[!~~fitld"?a U 

61 tl~r~h&uw t ' i ~ n ? ~ d d 3 = : m f l ~ ~ u h ~ * s  ~ i - 1 ~ 8 3  U I U ~ U ~ J H ~ J  ~rn~7lri?ud5=n"ui7~: 

'~~~~~ud'ouci?clc~u~'L~~ $4 d ~ i l u h 6 ~ i l ~ ~ o u j n ~ ~ ~ r i ~ ~ ~ 6 ~ 3 6 ~  i;~h%iwmo~udd 
~ n ~ l l u u u d ~ d s e h ' i ~ ~ ' ~ ~ 3 ~ w n i w u 3 n 7 ' 1  i ) ~ ~ i r u ~ ~ n n ~ a i h ' h J  d ~ s i i u n i s s n u i ~ ~ i ~  
\ h a $  R~ufii7~flu~R'nn7rr#oan'wiim7~ uoin~art~1rltj'~:un~fia~~fiija~~u~ n ~ i ~ C u ~ 6  

; IUHW ~i i~du~4t lwMo' la i i jn~:~  3 u n ~ r ~ o ~ n ~ z ~ ~ u n ~ 1 n ~ ~ i j a u n Y U  ~uudazu3Gmiior~ 
rl L n~=u~unim?or:lru~~unumnei:~sn"u Imtlna~tluaiuda:na:u~wn7ra:ia'n~nrriarr?r<a 

d~ekilw~~uo~d$n37uk?~"3~ ~~?~~39esioariuHid09'~1t7<q1H'~11 U uarrilnladiud7~ 

-1:~u~~u~jon.r=uaun~adiiC~7~a~ u~rd~~IYilDu?klurn~utl a3 ~~6nat.n'1amnAY0ah 
n~~uR'o~n~mo~~n6~n7tl1uua:n~tluon hsdh8"~1 ~ ~ R ~ J ~ ' I ~ ~ I ' I ~ F ~ ~ ~ ' o J F I T ~ H u ' ~  €I$ 

L A raun uunonm~du w 8 w8a (productivity) u s c ? ~ n l ~  (quality) I I ~ ~ ~ J R ? W ~ ~ ~ L ~ P V O  J 

naruaunm \ d r i n m u ~ i l u ~ f i ~ ~  Y o~?ocnwnlslisnm ~ ~ e r d u u u ~ r r i ~ ~ u n u u a n ~ ~ ~ ~ ~ :  
w 

R R ~ ~ J Y  o~nmu hdouo~naru2un-m ~ l l~n?~u~ i lu~~~uacqnbn~wt l " rn7~  I m  s ~ l l u u u ~ e  
fimu~uuani~u~r~~n~~tl~~na~uk7~"s0~0~~1~~1"mi'5 & ~ ~ ~ ~ j ~ l f i < ~  7 I !~L~?S :a 

1. n13fl7l$p& w DIP ua=:df=:n"~'to (customer satisfaction and beyond) 

2. ni~darn??uqnm~w (quality assurance) 

3. ?'an73 r:uu ua=rnflld~B (methods, system and technology) 

4. n - n m m h d ~  7 ~ 7 w  (quarii awareness) 

5.  n q ~ a n o u ~ u  (training) 

6. n d  hum u (invohement) 
rl uu 

7. nla8un~on nlseowiurilldo (recognition) 

3.7 n ~ ~ u 5 r n ~ s i 7 u q ~ ~ w u o ~ I m l ~ i i 1  
uign in~uhuo~woi dsnndntl P ~ n k  (2552, wq~n,nlnu I) n d m i ~  
I. q~lwu~~n'mw'o'~~w(15 nu7uO~ nlm aulo suAd~nu~:6ufi?la 

siotnlmaqnni u a : n ~ ~ ~ ~ ~ u ~ c ~ u n l u ~ n ~ w n ~ ~ Z a ' ~ ~ u  

2. n~~ujn~rnajmr~~wrii  H EUGU I ~ u i  o i i ~ n ~ ~ ~ i i s n 7 ~ d i d ~ m t u  
n'ot iu &ulo n m i n ~ a o d w ~ o 4 d r i  u a r n ~ 1 l i ~ n ~ d ~ v ~ o n i 7 ~ u t i ~ u ' u  nic~e$llC 
~ n s u c i u o ~ ~ n r i l o ~ I w ~ n ~ w ~ d ~ ~ m a a a 1 3 n i  w Y nju"ufi~~n'an6~1~~~0~~63~~137uiu~~a~ Y 

~ ~ u o n ~ a u ~ 7 r o d 7 ~ k ~ ~ ~ ~ ~ ~ n ~ i ~ b ~ 1 ~ ~ 1 ] ~ ~ ~ ~ ~ ~ ~ i ( u ~ n ' u n ~ ' ~ u ~ n ~ f  4 il.r:mr 
2.1 n~dflu%si3uo'am~tl'L~~F 
2.2 n m i m ~ ~ d ~ n 6 a ~ ~ ~ r ~ 8 0 ~ 0 1 6  
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2.3 nn-iqtisr~u 
2.4 n 7 ~ 5 n m d d d  z h % n 7  WUR:~~FI fi? 

3.8 n N u ~ d 4 n ? l u k l  ~ ~ v o J I R ~ u ~ ~  

Q U U ~  l n n h f i ~ l q  (2552, wqlin-tnu 2) n d i i l  uiGn Id061 uo~aaf 

rla:mdna 47% I m % n ~ i a n ~ i u i l l u ~ 8 ~ n ' ~ u n ~ ~ m ~ ~ ~  u ~ : c l ~ ~ ~ ~ f . I u t i i ~ F i l ~ ~ n m ~ w  

un ~ 3 u G - H i a n ~ G r r 7 s  uu~n~~us3=~~nn~fy~~~a~~u1uuuu~~.~'utl a ~Scllu67 Ilxinn 
Ina ~dr:mclmuhria 

I. u u ~ n ~ ~ n i s u h h n ~ n ~ ~ u ~ f l u t ~  ~~1~11~i7 ' I~ 'nm~hi iy  
lJf~YI~~~~16il U D L R O ~  d tkn f i \ ~~  ~ R ~ ~ u L ~ u L ~ R ~ u ~ ~ ~ T Y ~ ~ J  h~kd 

I h m u  h ~ ~ u r l . l ~ ~ f ~ a 7 u k l c ~ ~  ii o hinn'Rl(uo~u%n l~hcil uouof dl:~fi$!u 
(toy& global vision) d~~ i i l~wu~uv?~?$un"~1dodt f iuJdo~~~t l~  6 o  < g < f l ~ y ~ ~ m ~ l l ~  

A &  ' 
(cycles of nature ) $u %J~nmoc$slm~nfl~ (cycles of industry) BJnJ 2 B ~ o t i l o ~ Z i n v  

C d , U  thubi~dwiounito81~naun(u shuln~ucil drr~ndnu uu u a a s G ~ 6 ~  2 u ' n ~ c n  Go 

d o  ~Lilu@hllar u n u r I l l u n ~ ~ T f i l ~ ) i ~ ' ~ ~ ~ n ~ n i t i - u d n  q u(~:i~uu%nd~m~ud~ 
a u ~ a u u ~ : u n i o ~ u ~ n C i ~ a ~ ~ ~ f : ~ m ~ ~ n ~ ~  Brwitfisii 4 SD w n I) ~Riuaf i~n?luu$~uni~  
uo~~1mui?uio~qijn7n to~Qtlud%?In 2) &I tn2iuA~w a l o l ~ ~ u  $nii7td EI\II$L~~~HUI~~ 
n l a d r i ? u u i l l ~ n l ~ n l s m ~ 7 ~ 1 ~ 3 d ~ n  3) n ~ r g u f i s i l u n ~ i u ~ ~ o ~ n ' t l u ~ ~ i l u o " u ~ ~ ~ ~ ~ ~ ~  

wrinc~uuazpnni 4) i i o ~ a i i ~ ~ N r n w u o ~ ~ n u ~ ~ ~ Y ' u  
hnr'y u u ? n l J f i ~ ? r f l ? ~ u ~ f l u ~ ~ a ~  o a ~ c r ~ t l w i u t u ~ : n ' o ~ i ~ ~ ~ n n ~ f  U ? M ~  

mu? liuflfi6 o ~ l w l u ~ ~ r i o u  o ~ n r f i h h ?  r i l ln'~~u'un:~u~ii~wa~~~'~~j-v u~:ui~qssi? u 

I ~ l ~ T i l ~ a t  (toyota way) ~ P Z E I ~  2 nmiiwGn AO 1) d n m d ? ~ l j ~ ~ ~ d ~ ~ d ~ ~ : ~ ~  2) (iOdG 
m 1 o n d o ~ ~ ~ 6 u : u  ~ J L ~ ~ u ~ J ~ ~ w I u ~ ~ ' L G ~ ~ ~ u ~ s ~  

2. ~ I t l ~ ~ u n ~ a n ~ ~ ~ ~ ~ ~ d I m ' f t l i ~ ~ ~ n ' n ~ ~ ~ ~ h i i ~ ~ i l u f i ~ ~ ~  
~ ~ d I ~ l u ~ l ~ ~ ~ ~ u h ~ ~ n ~ ~ n 7 ~ ~ 1 a i r n 1 ~ 1 t l ~ ~ ' n u i ~ ~  l o  H B A ~ " W ~ H ~ D  

c4 w a o o u w n c l ~ ~ ~ ~ ~ a u o & d ~ n 6 i ~ a ~ n ~ s ~ ~ i ~ U " u  ~ ~ : 1 . o f l u 6 d ~ ~ n o ~ n ~ l ~ ~ ' 7 ~ ~ 6 ~ 4 ~ ~ o ~ n l ~  

b g ~ o * J ~ ' u ~ d J  ~ J ~ ~ ~ J L ~ I H U I  ~ l Y l 7 ~ ~ 7 ~ ? ~ 7 Y I ~ 7 3 ~ t " ~ c 1 ~ 7  ~~~~l f id~:bVl~ l [? l  t l ~ ~ d i 0 4  
A d L ~ ~ ~ ~ ~ u G ~ I ~ M u J ~ ~ J I R I B ~ ~ ~ ~ T Q ~ I J ~ z ~  Y e?n1~~murr~~~neu611~~1m1tl<7~d 28 u h  

&kin i u f i d s 6 1  d r : ~ n ~ ' L n u n u ~ r o f i ? ~ u u i ~ ~ ~ ~ ' ~ ~ o ' ~ ~ ' ~ ~ d ~ u ~ ' ~  lI f i ? d a l [ h a ~  

I~ la l i~d~:mnlnu6ows~u~uio~au:Ri~~~ ~[Iivuiuuor n i ~ ~ f l u ~ Q ~ 6 ~ u ~ r u n ~ w ~ o  J 

k6Gu ~rl~tu'ulu 4 L ~ D J  10 11 w n u d s ~ ~ n i )  2) d m U i  3) ( I ~ I U H ~ ~ ~ H ~ ~ L I V O ~ ~ ] U ' U L I  
1 rl n~~I+~~uuneaunour  ua: 4) nawwnnm7u d~~n5od7uhunu~1~1i~ L ~ M ~ O R R L R O ~  

& 1 u ~ o u d ~ a ' o ~ n 1 r 1 ~ n ~ r 0 7 t l n a u ~ n ~ ~ ~ ~ ~ k 3 ~  mundmraRreut c~a~Iunmri~uou 
T ~ u ~ ~ ~ T I ~ ~ J J ~ M ~ J  R ~ u o f  tl~:%lfl8~b~~1fldkanri17 ddfi0~~~76h1fl~71a'f :LIE 
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t z 
TlJHSJW 28 <U ( I O U ~ R J L ~  h T O U U ~ U O J ~ R ~ U ( ~ ~ ? ~ ~ B : ~ D J W ~ O U U R : R ~ U I ~  0d4ZJalJ 

r d .  L Y  " 2  
I $ f i ~ ~ n d i l $ ~ l ~ ~ ~ ~ ~ ~ : : L 3 a ~  7 %4 H ~ ~ ~ ~ ~ A ~ R ~ u ~ ~ B J w o F ) ~ ~ ~ R L R ~ ] ~  u u~~=?uu$I\R* 

t 
' I nC~t t~~uh Gn ' IQar t l~~a~7  LGUS 10 7YU F ~ ~ U L ~ ~ I H U ~ U ~ ~ T ~ ~ J U O V A ~ ~ ~ ~ U ~ = : ~ ~ : ~ ~ A ~  7 %UU 

d70~fi7'l&Tl u\u?!~ 
Y *  Y 

3. ~ ~ ~ ~ ~ E ~ ~ u L ~ ~ ~ ~ ~ ~ ~ ~ u F I u ' I o I ~ L s ~ v u  
t 

d~4fi7I~1:u=~mqn7r ~ J U O I I ~  ~ L ~ u ~ I O ~ ~ R ' I U ~ ~ U  :a 1) n7rdia:uu 
*" ~ a c u u ~ n n  n m u l ~  u a z n x u w n m i ~ h 6 ~  (evo~ution & d e r ,  produdion 

and delivery pmcasses : EOPD) U ~ I ~ U M ~ ~ ~ V & H U R  2) rndiuamtv~ouci.l~~ 
$Irl~irilun nnld \ ~ ~ ~ ~ ~ ~ J ~ R L ~ ~ ~ & I I ~ U ' ~ H " I ~ ~ ~ I ~ ~ ' U ~ O ~ ~ ~ ~ W ~ ~ J C ~ * ~ U ~ J U ~ C ~ ~ ' D U  
IS0 14001 1 4  ~ W ~ U ( ~ ? & ~ U ' L ~ ~ Q C R O ~ ~ ~ U ~ I ~ ~ " U ~  0 4 ~ ~  5 0 ~ 8 ~  98 k6i? 3) Y%I~s 

n + n i m u  mul6~1aunw ~rnzfi7bA~nioni~ rnan67d1mn'u\~~ rn IH' 
A ~ a b o n i ~ u l n r y w  4) n l ~ & ~ ~ ~ r i ~ i k u n ~ ~ 1 i 1 u n ~ ' 1 ~ ~ 7 m n " u ~ n t i i 7 ~ ~ r 6 ~ ~ a  w m h u  

~ ~ h n i ~ r n r ~ ~ ~ ~ ~ ~ l u n ' 1  j i ~ o !  3 604 Ao 1) ~ & J I ~ I u ~ ,  P ~ J  L ~ O ~ ~ ~ ~ ' I I U ~ % J  
u u # L (  ni~id&tntlud 2) Jcn"un"uxwu63bro 3) Iduam=.r q4~Ilun~~P7clJ7ufntlu6iil 

Y u  4 
Rnd IRU& 3 ~ ~ ~ T ~ ~ : L U ' ~ ~ J L ~ ~ U ~ I T U ? ~ ~ ~ ~ O J  la leRi lhmw~&~ tuuonmuutu 
~%wnoa~$urwoi  (call center) i inniu 

4, f i~~d~~uatnTnlu~7df=mc1~111~7~"r~  
~ ~ d f i ~ I d ~ I 0 6 ~ d ~ z m ~ 1 ~ ~ u ~ h  GD ni~lnBh7mjn-m~~~~ ~ i i ldud i?  

rl r ~ u  Y Y  CI 

(toyota way) L W ~ ~ ~ ~ ~ U ~ B U ~ ~ R ~ ~ ~ R " I R ' ~ J W ~ ~ ~ L I ~ L I R F . ~ J ~ ~ ~ ~ ~ ~ ' I I M ~ ~ J F I R L Q  DSUR:<WY(BI LI 
J5 ~ o o ~ ~ ~ o n . r r ~ ~ ~ u ~ ~ ~ ~ ~ ~ a l ~ u n : w r ' ~ ~ d a = : n ' ~ a ~ d  U L ~ ~ T H U ~ U  S ~ U ~ J K U ~ ~ ~ R :  

iriufifi66'u~n :SIT 
5. n n u ~ r r o l ~ u o ~ ~ n n i i i n a ~ u h ~ ~ l ~ n ~ ~ ~ ~ ~ h u ~ ~ ~ n ~ ~ n i ~ w a ~ ~  

cl?~uwuiu~us:~du~uuiisfl o~~m~uc i i lu~{uo ,nc~u i f io { i~~~  38 hu 
w s l u ~ u & d s n a u i ~ ~ \ ~ J  9 € l ~ t l $ ~ ~ l ~  L ~ ~ ~ ~ ~ ~ u u ~ J ~ J ~ ~ ~ ~ I ' I R B ~ ~ I ~ u ~ ' D o R z  40 L L i f l i  

rl~zrru wa hdp s u n n h ~ ' ~ ~ ~ 1 ~ m n u i ~ w ~ ' 1 o n a ~ ~ n i i 7 # ~  u ~ u n ~ n i m n n  wa onnula7 
U C I *  l n l s ~ ~ u  m u u l i ~ n 7 ~ n 7 ~ m ~ 7 ~  ~6uu'uti]ui0tl~: 44 ~RIIOIR~U~G L ~ U L E I  ~ 2 6 ~  h h ~ A  

Ilaz~nsilno r ~ u i i 7 u u i a m ~ ~ n ~ ~ ~ ~ 7 ~ 0 ~ i ~ u ~ r  32 u ~ ~ ~ j a i n i ( n u ~ a ~ u f i i n ~ ~ ~ ~ ~ ~ ~ u  
~ ~ w a l o a o c ~ n ~ ~ l ~ ' u ~ n &  dr~ngi~i?uu~d~s~mi6u~ilufau51: cc h~iu u i A  

Itdaih uo~ao%Illc~nfflns uareaUB Y TmIecr? aotmef Jr:indnu $irtu~u~don~ 04 

n v i n  wltslrkuwiYau ~ ~ u ~ ~ r n ~ u n s z ~ u ~ c ~ c n ~ w ~ ~ ~  L ~ O I : ~  9 d n ~ ~ ~ n h i I m ~ w  
a rl I~U'IW: huqu r um6u mulu~zln?al 1 4 a l u ~  bu lhu  14,W nu d ~ w u n l l ~ . r ~ d  

luoumm ~ s o : ~ i l ~ l ~ d x m m i ~ ~ ' t d ~ ~ i l u m u m  m ~ w  I ~ u  $~(~-'~QPLIJ a Y n6ulfl~76 
1 riiuciu n7uluzru=~xn 5 M e  ua:nij ~ r ~ ~ r n : i i u ~ n r j l l l j m ~ ~ ~ ~  I~siju~wluAoe 
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' A w  d 
(uedn) ~ ~ n ~ o ~ f i o ~ . m m l r i u ~ ~ u i ~ u ~ w ~ o ~ ~ i ~ # u ~  r 3 n d a  t mr naidae~iiu~i?s~nae 

l%u n ~ ~ i 7 l I n 3 ~ w ' o f i ~ t H * 1 f i m ~ ~ h c 5 ~ 1 ~ ~ ~ ~  u ~ m ' a n i d n t n ~ r i ~ ~ 0 ~ ~ ~ n 7 ~ 6 ~ u n 1 ~ ~ ~  
A 

~lse innuot i~u~urnu~fnur i~~ i  2 hlmc R o d r r n u u ~ d ~ n u ~ u ~ ~ ~ ~ l i ~ f l 7 ~ ~ = : ~ 1 : ~ a w ~  

rju?d~lirduld 2 i~:inn 46 
1.1%4Tp5Ilnli?ul&uor (equity oapbl) ~ ~ ~ ~ U ~ I ~ U ~ ~ ~ ~ W O J ~ ~ ~ O L ~ U  

~ d i u n ~ f i u i n ~ d ~ o l ~ o  $uf tl dwu (land) O T R ~ S H ~ ~ U ~  (building) L ~ I ~ B J C ~ T  (machinery) 

iq (material) H~EIGUWI (cash) 

2. ~ 7 u ~ 7 n n 7 ~ @ a  (borrowed capita) A B rjuaqu~?6ulo,nu~8i JGU 
n ~ u u o n o ~ ~ n ~ I ~ e i n ~ r ~ ~ ~ q ~ n ~ ~ i ~ t l ~ 3 ~ ~ ~ n 1 ~ 1 ' 1 ~ 0 ~ ~  h ~ u i n s r i U u i h ~ a ~ p \ u  
~ d f i ~ m  rn (ash)  

4.3 H J I ~ o J ~ ~ ~ c w ~ ~ ~ ~ J ~ ~ ~ ~ ~ u ~ Y ~ H ~ ~ ~ ~ ~ ~ ~ T L ~ u  

w ~ u i v  YWLMGOP (2549, n& I 1-12) 16ni-7747 n ~ 7 d u o ~ n l ~ s ' ~ n ~ m w  

n~.rr~u{uhlm7t nirr^juij~u'~hun~aidu~a7uU"~n"~~ a ~ ~ a ~ u ~ u n r = ~ ~ m u ~ a n r ~ 7 ' 1 ~ ' ~  
fiofuifinn~~uwolp lassiacolBilo9'u~a~u 7 niudrrn~u i%Gau5u<~ot.ri7lriusy 
R I U ~ R ~ ~ I : H ~ ~ N - I ~ ~ ~ ~ G ~  

1. n?r??iuuunl~nmdu (anticipation) ~ ~ D L B u H G - I ~ ~ ~ " ~  ad1 J M ~  IR u 
n~sdni.r~~~uuun~~n~~i~u~~lua:s::R"uu~~~~tl=:11~~l~ij~1~1ao~n~~n'unu'l~u~t 

Y i i l 5 d ~ o o o r i i o n ~ ~  n ~ ~ ~ ~ ~ u a w : i d o ~ < a r n " ~ n ~ ~ ) ~ u ~ n 3 n i 1 ~ ~ n ~ ~ n i d ~ ~ m i ~ ~ 2 : ~ f i ~ 1 1 ~ 1 ~  

ou~nmd~e~ i is~ns:n~1~ i~ ] i jw~u~0~?1~n~ ' r  

2. n m C ~ ~ ~ ~ j w n u  (acquisltlon) H & O ~ ~ ~ \ ~ ~ ~ I ~ I J U W U ~ ~ ~ ~ ~ ~ L ~ U  

~ I ~ H ' ~ T ~ U G  ~ d ~ u ? ~ ~ ~ u ~ ~ d ~ ~ ~ n ~ f ~ ~ u u i ~ o u a i  $uwsuiou~~on~rokn~f iu~wn~u 

4 7 ~ 3 ~ t l ~ i i 7 ~ u ~ U l ~  

2.1 u ~ i ~ i ~ u ~ u d ' l n ' o ~ n n ~ ~ r ? j u  ( b o r n  capital) idu n m m ~ ~ j u  
t 

Y 

.irs:mr ~ = u = J 7 w n ~ ~ ~ u ~ t ~ r u : t l ~ 3  v U ~~u~~~n'o:fl6u~ufiun~~u~d10~~1on~dtld~1'0~~i~u U 

.&3:'Lsll'n"uHrKnuu C 

2.2 u~(i~iJu)~u~ina'auu o ~ i < ~ u o ~  (equny capital) du n7a 
oon4~~ri is~uy?uAn% $urnCq iilusiu IR 
~ j u i l u w a d s r ~ ' o ~ < ~ u ' ~ ~ ' ~ ~ ~ o ~ u  

3. nlaiclnrrh3utp (amtion) L ~ : o ~ ~ P ~ ~ ~ R ~ u ~ J ~ o ~ H ~ L ~ u ~ u ( I ~ ~  

hwadsio~nvdsuioauci? $~~ousi o u d o  nmGmarrt3ur]u i ~ h n k f i u ~ l l d ~ ~  4 4  

u ~ n u o ~ n ~ n k r n r j u q u # ~ i i o  

3.1 finlwnio J (liquidity) M U I L I ~ ~ P  na~~mu7and~zhwiw 5117471: 
~ 6 l ~ ~ ? u f i ~ ~ u n  
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3.2 ~ ~ ~ ~ r n ~ ~ ~ n l u n 1 ~ f i ~ f i - 1 1  (profitability) a u i  ~ t ~ n ~ i u m u m n  
r L  Y 

1unimh~a"Runr'w flg~fim H R ~ ' I : ~ L I ~ U L W U V ~  

4. nl3n?u?unl~nl~iJu financial controlling) I ~ W ~ I ~ & ~ R I U  FI J71HOU 

U R ~ ~ I ~ U ~ ~ J U H U ~ ~ ~ ~ ~ ~ ~ J U ~ O : I ? I ~ ~ ~ ~ R ~ ~ ~ R ' ~ ~ ~ ' U E T ~ ~ ~ ~ M ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ U U U ~ R J ~ ~ R ~ U  

r n m r r m ~ ~ ~ o ~ u u  o r r h  14 o l ~ u a u n ~ ~ m ~ f i u & n i ~ ~ d ~ t r ~ ~ ~ ~ n i ~ \ i i ~ ' ~  ~~darItldu' 

I. mah%ulan J yu (investing decisions) ~ilunmRkPu~om ~yu lu  
hniwd h u n - ~ r d i ~  7 i d o f i i i ~ n u l s i r ~ u l ~ ~ t t i f i ~ n i  J $dillcnoum~R'n~i~R'n~n~uw~u U 

2.  ni~&^Rulolunl~oka7i~uyu ( financing decisions) n m < m t l l u ~ d ~  
~ ~ U Y U G  2 U M ~ J I I I ~ W E I  

2.1 fiuyum uuan%nm ~oi~wd~mn~u?sinnudu~^ra19'1~d 1 4  
J & ~ d r n s : g n k r m ~ n i ~ k ? u  i n  mon~usriiu 

2.2 iJ~vpm~ L I I W ~ ~ P ~ I I ~  A O ~ ; U ~ O ~ M I U I ~ ~ ~ L ~ U ' ~ U ~ U H O J L ~ ~ Y O ~  

M ~ o ~ ~ ? u I ~ J ~ ~ ~ u A ~ ~ ~ ~ ~ J ~ ~ I x I  $ J G U ~ U I U G ~ ~ ) W & ~ C ~ ~ I % ~ ~ I D ~ ~ R  (opportunity a t )  

r n ~ m ~ i  m kfiur?dm ~ U I ~ ~ R ~ U ~ Z L ) Z L ~ ~ ~ ~ ~ U ~ ~ = H ~ U Q = U ~ ~ ~ J ~ "  

2.2.1 ~jw~u?es:& dtxsrn~~&z~unlulu I D 
Y 

2.2.2 ~ ~ U ~ U ~ E I I : U ~ ? ~ ~ I V U W ~  : U : L ~ R I ~ ~ ~ = : ~ W U I U ~ ~  I 3 yullr 
e rnnr4~t~unia~ioi~~~~niao'~~1fiu~uuu ~ e d o ~ g B a n ~ ~ u ~ ~ u ~ e r r u ~ 3 0 n a ~ u a o m c 1 ~ a ~  

t h l u n i w d d i l ~ r a r ? ~  R i o B i ~  tdu U 60 
L ~ ~ E I J C ~ >  daw h i u  B ~ ~ ~ I L U U A I ~ T ~ ~ I I I A  H % ~ U  P : & J O ~ H ~ ~ ~ U ~ M O ~ ~ U H [ ~ J  
L ~ ? U ~ : ~ J Z U ~ ?  u ~ ~ ' ~ ' ~ + ~ H ~ u ~ ~ ~ u L ~ u ~ u H ~ u I ~ B u  l d ~  f i ~ ~ a  p-161 hhi ~ ? 5 9 k ~ 1  

& o i n u ~ d ~ t 3 u y u ~ s : m  
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3. n 7 1 ~ m G u b h n ~ 1 ~ h ~ ~ h n ? w  6 (asset management decisions) 
J' 

krul~nJo:iu'u'~u~at ~ ~ ~ I I ~ ~ T ~ ~ U ~ U H ~ U L " ~ ~ ~  i6u mau%~siJu~a m r u j ~ ~ a ; n ~ u  
nqsu%i~'nrkn~~~'Ro \ W ~ ~ > L U U $ ~ I : ~ O U ~ ~ T ~ M ~  & ~ ~ ? ~ ~ L R : ~ J ~ L ~ ~ F I I : T J ~ U ~ S  u J'UDJ 

(financing decisions) 

4.5 n~rfiuuo~u%"nl~ltli~ 
m%d tuditct (2552. G U I ~ U  21) n ~ a f i u ~ i 1 ~ ~ 5 ~ ~ 1 ~ w ~ t r 6 7  HU?[IRJ 

~ ~ Y L ~ ~ ~ ~ J ~ ~ ~ ~ ~ ~ ~ ~ U ~ U ~ ~ ' L U ~ ~ U R ~ ~ W C ~ ~ ~ ~ U ~ ~ ~ I U = : ~ ~ ~ ~ ~ ~ ~ U ~ ~ ~  
f i ~ a  $ufyw> (2552, fiuinu 21) n c i m i ~  n i r f i u a o ~ u ? ~ ~ l s h  

* u  d L  
H U ~ O ~ ~ J  6-unqafium ~ ~ ~ ~ ~ 1 i 7 i 3 f l ~ 7 ~ ~ 1 d 0 ~ ~ 3 ~ ~ u 1 1 3 ' ~ 1 n ~ ~ n 4  

wd~nrc aYrrau:w~iia (2552, iju7na 21) n i ~ a i 7  n?rr"Juuo~y'513n 
uul a44 n ~ ~ C ( ~ ~ ~ u s i i l 6 ~ ~ n ~ ~ ~ i ~ ~ u ~ n ~ 1 u ~ ~ i l u ~ ~  A ~ U W  ~ s : ~ t l u ~ i ~ m i n d ~ ~ i ~ n 7 a ~ 3 ~ #  

X ~ u i u n ~ u ~ ~ ~ f i r n i u ~ i ~ ~ ~ ~ ~ ~ ~ n ~ ~ ~ ~ n ~ ~ n ~ m t l d ~  '3 uaeau7fil-i ~ ~ ~ R ~ i n q m u u u s i n i  J 

uilinfi k k & a ~ ~ ~ 3 ' a 7 ~ t ~ ~ 7 n ~ 7 n m 7 n 7 f  URL%~J?IU 1 u n ~ a ~ u q u 6 r ' ~ ~ n 7 f ~ 3 u ~ ~  

nlnpii q v w i o u  (2552. Quqnu 21 ) nrilai7 n7~iJuujljn~m~oril 

nuquB4 ~ ~ = U U V ~ U ~ I ? L I U  U R : ~ ~ R ~ ~ W ~ ~ F I J ~ J  Y d ~ ~ ~ m " u q ~ ~ ~ ~ ~ t l ~ 7 i l t r ~ ~ 1 n a ~ ~ 1 h ~ " T ~  

ar i i~&~f iu  

u 4 w  v u ~ a u  (2552, Guwu 21) nd7111 maBddu61 ~ u y u f i ~  nls 
~nmui?um i~~7w~quiisul~zuuR 

o'un7 ~ 2 4 ~ ' l f t  (2552, !UWXI 21) fl67747 I I I ~ L ~ u T w ' I L ~ ~ ~  ~ ~ 7 ~ 1 8 4  Ill7 
A c,u d 3 - u A d  n u ~ ~ n u ~ n i w ~ ~ o ~ ~ h n i ~ i ~ ~ ~ ~ ~ a ~ ~ ~ ~ ~ ~ ~ ~ ~ n 1 ~ n ~ ~ ~ ' r v r ~ m ~ ~ ~ ~ ~ ~ ~ ~  

qdls i im~~f iuu  odu?~n~~~hn' i  UUI ufid n l ~ f i ~ 0 ~ 6 n 1  MHUI H ~ J  

d-~uau~<ofium~~ o ~ . i ~ ~ u d I a * ~ u ' ~  q ~ n ~ a ~ ~ ~ ~ ~ ~ ~ r n ~ ~ r f ~ ~ 3 ~ i ~ ~ ~ ~ d ~ r ~  il 
f i u ~ n r ~ ~ a ~ w o f l o : m u ~ m ~ i ~ ~ n r f u t h ~ ~ ~ ~ 1 ~ ~ 7 ' ~ ~ d ~ z ~ ~ 6 ~ ~ ~ ~ ~ = : ~ u ~ f l ~ n ~ ~ ~ 0 ~ ~ ~ ~  

n7uuw13~u n~gmmiflu~d~-tun?w h 6 ' 2 ! ~ a : n a ~ ~ 4 ~ ~ T l ~ ~  o~lrd~:fionnudoiiluhI 
~ lu?a~~ 'ud~na~ i~un iru  nmkndIun7si7u 

Iqliuuun~~n11pk~moI6 u ~ : n ~ a I ~ i ~ u C l i l ~ ~ ~ u u ~ r ~ u ~ ~ ~ ~ u u a  iinmudaenCm @cil 
id.rrlin'nn?w craoflb~d?"sn?~~i?~ifju\d~~~fzi~~~u 

5. d;luamuwiu?~naa~wdn5 
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I. Jmn~~umulsnnR'n (are oompetency) nulufi~ qn^RnKn~w~?n 

n?ruawoonvoJ wqRnnurra t W I ~ J ~ U ? ~ C I U ' ~ U O J ~ ~ - I T  da:rinuI~t~u~tn~~uf flm= 
CnunR n-rw d o  u n z q d i r l ~  n~nuho~6n~fIc1~1 J ~ U  6-1w~nin~~~nn~~Iu0~dn73 '1 !!w 

r f r  dm A n?~urnulxldrrmnw n o = u m u n ~ : r i ~ n ~ ~ q ~ ' L ~ a ~ R n ~ ~ ~ ~ ~ 6 ! ~ i ] ~ ~ ~ ~ t l ~ ~ t l 5 ~ t ] n " ~ u " l 4  
Y 

i n n ~ ~ u m u i s n a O ~ u ~ r p n f i ~ ~ u ~ ~ ~ n ~ ~ u n " ~ 1 u '  w i t ~ n p  ~ i l l ~ u l u ~ K n  n ionaqnko~ 

a d h i 3  

2. ~ ~ n ~ ~ u m u ~ a n & u n ~ ~ u ? m a  (managerial competency) GO nmuf 
J0 - 8  

n ~ ~ u m u i . m ~ q i l w n ~ a ~ ~ ~ y ~ i ~ O ' ~ n ~ ~  ~ilu~~nnumu~snnu'Ic1n~'1~'1:n'~1~~%~'~~~::~=:6'~ 
w l h  ~ l d ~ u ~ t u ~ n d ~ ~ n ' u ~ 7 u u n u ~ ~ u a : ~ u ' ~ ~ ~ 1 3 7 1 1 3 " ~  f i n  (role - based) umndi~ 

m~udiu~d~nwn7aui1rlm aiudiu~maou d ~ y n n ~ n r I u o t n ' n r ~ n ~ ~ ~ ~ ~ ~ ~ ~ a ~ i S 1 ~ n ~ ~  

~ / ~ J ~ u L ~ o ~ I ? J ~ w ~ ~ P  U R : & J R D R R ~ ~ J { U U H U ~ ~ ~ Y W ~  ?&$flu' ~ ~ ~ ? I W a t € l t h 7 7  
*  nu nl.r?iJuHw n?rlisnisnlsud'auuud~~ n a w f ~ ! t l ? ~ u ~ a ~ ~  ~ ? T ~ I W J ~ . I { U ~ U  

n7sriirwiilufiu mrlnioiom~ m~an'ilcga~nazRkh10 nqa:$h il-,n?iu8~fii7~mn' 

n ~ r c ~ r r f f i i ~ u ~ ~ n ~ u l w r i  ~ilu6u 
3. ~ n n 7 l ~ ~ l ~ l l o ~ l u d w ~ ~ t 7 u  (functional competency ) fl77uf 

nmu r n u ~ ~ n ~ u ~ i u ~ ~ e n ' o u ~ ~ i 1 ~ ~ 6 ~ ~ 1 3 ~ u i  U C n ~ r  ~ a z q w r i n a w ~ a w ~ t v  osmudw 7 

(job - based) kdu d ~ u ~ u ~ ~ ~ ? n r n a r ~ 0 s ~ ~ ) a ~ u f n ~ t 6 ~ ~ " 7 ~ ~ n ~ ~  %ncqg narn'ori, 
nmu~nwFi lwn~.rC rBu6u ~ r i l d a u d i ~ ~ ~ u  nmumuisnlwcwi oua-umnd~ t rh  

mu n7ond~?~&78nn?~rrmui~n%f f l ~ i l u ~ ~ f l ~ ~ u m u i ~ n i ~ w ~ ~ ~  R~HQJA:CDUISLH"U 
U A A  i i~n?iuf  Cnn:: wqRn.r.ru U R : ~ N K ~ N W ~ O J ~ ~ R R ~ L R R $ W O ~ J C I ~ U M U ~ * I I T O B ~ U A  

i u  ~~aoud l~r"uunu~rr lu  u*wrildmuLaijoufi 1danirui~nddfi%j~ulu~d7# 
h z ~ a ~ ~ f i a ~ u r n u ~ ~ n ~ ~ f i o u n ' u  

5.4 n ~ s u h ~ ~ m ~ ~ u r n m ~ n ~ r n ~ ~ o ~ $ ; n ~  

n h  (Green, 1999, p.21) ~ ~ ~ ~ I ~ ~ ~ % I ' ~ ~ ? U ~ U I M M R " ~ V ~ ~ O ~ ~ ~ T U I  
l f l u n w u % ~ r o ~ n ' n ~ ~ d  

l.la?um~nki~nnufle&mqf1~7nf (recruitment and seledion ) nls  
~ ' ~ L ~ D ~ ~ ~ ~ ~ ~ . ~ L ~ ~ L u ' ~ u ~ v T ~ J ~ s ~ I u o ~ ~ ~ ~ ' I  L R : ~ ~ ~ ~ ~ ~ ~ ~ ~ H ~ ~ J L H ~ ~ ~ " u ' L ~ A * ~ ~ ~ u I U  

d7u~ ~ ~ ~ c i l d d ~ ~ u ~ m ~ n ' ~ ~ ~ ~ u m ~ ~ ~ n ~ ~ ~ ~ n ~ ~ n ~ ~ ~ d ~ u " ~  L ~ o ~ $ L ~ R ~ ~ L ~ I I ~ ~ ~ ~ ~ R ~ Q  

o d n 7 ~  

2. Ifiun7filn oulu ua:mrnu~u7 (training and development) nll 
A dnouwusrwi3lw ~ d o 1 d u ~ u f 1 a ~ u f n ~ ~ u m ~ 7 a n ~ n ~ ~ n a ~ n f ~ u ~ ~ ~ n  i~urn7Rh~u~: 

rijc6ulG~iimn1rG~uflwo~dn7r q 

3.ldunlalSn 3% (reward) H Cnn~srhn'q~un~mh~3~~1~ mu7'zo 
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5.6 o~6d~:noun?7umui~o'uaa~~6n~ 

urin m auaun' (McCleiand, 1973, 9.390) IR'ndl?dl ac fi l ls en ou 

cl31unuirnas~a&nm d~:nnunV?u 5 dxnm 

I. Knlc (skills) ~ i l u ~ ~ d u i ~ - . ~ n n ~ ~ i l %  u ~ e m u ~ a n ~ n r l u ~ G ~ R n ~ ~ i u  

4 7 ~ 1 ~  

2. nmu! (knowledge) ~~7tl i i~n7~u$awirG7~~01ynna tdu nmuf 

n~rRiunpauw nawinlrciluCqir iiluciu 
3. GfiunQ ~ ~ ~ ~ ~ u u A z R ~ ~ u G c I I A u L ~ u ~ ~ ~ ~ u ~ I w R u ~ ~ & ~ ~ ~ u ~ ~ ~  

(self-concept) i ~ u h d ~ n n n  L ~ O ~ ~ R U L D ~ L D U  idU ~ ~ I u ~ ~ D ~ u ~ u R u ~ D J ~ ~ o ~ c ~ ~ ~ ~ ~ u ~ o ~  

R ~ u ~ x - I u ~ ~ ~ M ~ F ~ ~ J  
t: 

4. ynllnCnaolrd~:d~nj~~~~yflna (baa) ~3ui~Cfo'rmlu~~~ n m w  
lduf,37uLtJui~~ Y n17uldaiioliju~i~ 

5. uw$un~u\uuoauds:ynn~ (motive) ~~uiddo:f i l~<~nnaud~-  

y n n a u n ~ ~ w q ~ n n u d ~ t ~ d c f d ~ d ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ t l ~  l8 ~dll q ~ ~ ~ C ( i ~ ~ ~  h ~ 5 0  L~OUDLO 
u r a s r a ' n ~ ~ ' L ~ i 1 u ~ o ~ ~ ~ k ? i i 0 ~ 6 m ~ u c i 3 ~ ~ u ~ ~ d ~ ~ ~ 3 '  I~ltl~i1~~~~tl6~nsi~3rJ'n~:ilm~~un'~ 
n ~ o ~ t ~ m n u n ~ n ~ ~ u r n t 1 i ~ f t t l ~ ~ ~ ~ C i n a  
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- 4 .  E 
5.7 Tnlo~iuhclsa t j741~  4 J L ~ ~ U U ' I H ~ ~ U ~ ~ V O Q ~ R ~  

n q 6 u  oumuufi (2552. w q ~ n m a ~  2) n h 3 - d ~  i8uridhlacil uli~nnnrgu 
2 L R I H ~  n 7 x J i u l l ~ ~ n r i ~ ~ i o i d a ~  (continuous improvement) LLRL ~~LRITW%U~~O~U 

nu (respect for people) ~ a 6 i 7 i l l i ~ ~ n f i ~ o  ~ U L A I M K ~ ~  I ~ u ~ : L I I u ~ ~ ~ ~ R ~ J ~ u ~ u u o ~ ' u ~ ~  
m~3uw n ~ n d % d ~ ~ w ' w u ~ c ~ u d i ~ t i n ~ ~ u 6 a ~ 1 r l ~ ~ ~ w  D ~ o ~ " ~ A ~ ~ w ~ u ~ ~ ~ Y ' u u ~ ~ u ~ ~ H I ~ s ~  

rl 
Ini~atJnanw~sn s i ? u n m u ~ ~ d & ~ m  L L B Z ~ ~ ~ ~ U L ~ ~ ~ U W U ~  l 11~  I U V N T ~  im~gnnf( 

d J  
2 O L L ~ ~ U ~ ~ T \ R ~ J  "nuw ~?ow~n~luluot6nlsu"u10~ d~uio3nn?w~aonii n?iu h f i o  

t Y U  tuq~Rouuu~o~nn~rffi-13 ~ l f f  6'uo~)YU'n~~u~~da::flu u ~ r d ~ i i * ~ & u ~ n C u  ~d orwwnu 
Y Xu hu7~ilu~lu$r+uuii~ w n  2 ~rn~anua~uiatiotloon'Id~Elu'on 5 &a Go 

1. n~~filvu~iGuK~u'Q7~~u'~a ri73n'7~7 u un:$ t i f u ~ u r ~ ~ ~ f l ~ n ~  U&&UIIT 
tflu~?~ 

1 .I nii~~sm6?ru~~~~n"~~jn6~ci~~n~~~"Am~1:n1~d~~0tl"Ruii~~a:~1"sn1~ 
Aiiqrun7w 

I .2 ~ ~ i y q 7 w ~ ~ n i n i l n l ~ 1  n ~ m ~ ~ ~ I 1 ~ 0 i i ~ f i a r n 6  
1.3 ~ U ) I a J l r U : u i ?  ~ 1 7 1 u i t 4 h  
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"L. 4 4 
471433 an rn s3a"o~ 

I. ~1~3o"t l~wl l s : rn~  
uwi* \ w ~ ^ R u  (2545. U W ~ W S I B B )  ~ ~ ~ G ~ W ~ O J ~ ~ ~ ~ U ~ Z H A ~ O C ~ ~ ~ U ~ L ~ D ~ U  

nl.rdxPu~luuat a ~ n ' m r  : #nw~awirnsG~s~~7un~uu'sGn 1 ~ 3 ~ 7  ~I:LI IR~~LI i 
inqJ.r:atn' 1) I n l u l ~ r R ' u n ~ ~ u f i ~ i ~ ~ v ~ ~ w u ' n ~ ~ u I ~ ~ ~ ~ ~ n ~ u ~ ~ " r ~ n  \~4uid.rz~ndno 
J u  I 

~ ~ R ~ ~ ~ P C U ~ O W R ~ ~ ~ R ~ ~ U ~ L " ~ D ' ~ U ~ ~ T ~ ~ L Q U ~ ~ W ' U ~ J D J ~ ~ ~ ~  2) L ~ L I U L ~ L I U J L ~ ~ W  
A d  * WR ~Auu a~wCriwua o ~ I f ~ ~ u n ~ u u T G n  Indul dsz~nnlna n u s l o i l ~ ~ u ? k  wsd o 

n?lu h d o ~ u n ~ s ~ i i i t u ~ ~ u ~ ~ ~ ~ ~ 6 ; n ~ a  huwnmu~wfl o i  y ~ e < u n l 1 8 n ~ i  d.r:mnl.rni 

u ~ : d l u ~ l i ~ ~ ~ ~ d l u n l  J ~ ~ W I U  r n ~  & nhd~i)umsio'u~~ah~~~ n!u~=ni~.sdIm?unm 
I" r, rl aooAowrinciuwo~I:r~~~un~uI~~~~ il~:~nrrIntl d ~ w m  388 nu in$o~unnla'lurnat~u 
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