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L~tn-ff e)-:J nUfl11lJl!'Ufl-:J fl1'J'W'11'JW1'W'Vn n"cl1fl~ fl":il fl1'j" fl1'J~1.:J'U 'j"~ L Vf 131 LL~~fl1'JL~'Ufl1'Jfl ~-:!'11 e)-:J 

'U'J~L VI1311~m1l.l LL~l.J'J!,)t1'LJW'1.:JA~'11r1ru 3 'U'J~fl1'J'U'J~nt1u~1t1 L ~el 1 ~iJm"JnW'11 tJB1'U1'11 ~LL fl ' ., 

m~":i11tJB1'U1'11 ~ LLnt1-:iri mtJnfl"Je1-:ici1'Uvi' eJ-:J~'U -w .131. 2542 n1V1'U~mt1uv1131VI1-:JLL~~LL 1.nV11-:im'J 

m~":il1t1e11m":il~mri mtJ nfl "Je1-:i ci1'Uvi' eJ-:J~'LI~i~ L ":il'U LL~~ n1V1'U~ LL mV11-:i fl1'Jlil1 L 'Ll'LI-:i1'U'1leJ-:J LLi;J'U'\J~~ 

fl1'j" l'Uci1'U'1Je)-:J'J,i(5'j"'JlJ'UfiJLLVl-:l'J1'1leJ1W1'1n'JlVltl 'WVl5fln'J1'1l 2550 l'UlJ1(;)'J1 283 1'J'Jfl'11l.ll~ 
d.S 'U ILi , 

'UqJ qJ°il 111 1 ~ij n,!JVll.!1 ti n1V1'U~ LLi;J'U LL~ ~i'LI I,) eJ'U m "Jm~":i11 ti ei'1m":il L ~el n1V1'U\,l m 'J LL tl-:i B1'U1 '1V1t11~ 

LL~~~~ ?I 'J 'j"'j" 1 tl 1 ~ 'J~'\1111.:J 'j" 1'1! fl1 'Jci 1 'LI n~ 7.:J LL~~ 'j" 1611 fl1 'Jci'J 'Ui1i1i11 fl nu e)-:J An 'J'U n fl 'j" el-:! ci'J'UVI e)-:J ~ 'LI LL~~ 
\J 

'J~V111-:i t1-:i ri n 'JU n fl 'JeJ-:J ci1'UV1 eJ.:J ~'LI ~1 ti n'U LeJ-:J fa ti ff 1-u-:i li-:i m 'J n 'J~ '11 ti e11'U 1 '1 L ~ l.l;ff 'U ml.l 'J~ ~ u 

m 1l.l '11m 'Jti'tl t1-:i t1-:iri mtJ n fl 'Je1.:ici1'Uvi' e1-:i~mL~ ~ ~itJ LL uu 1 'J'Jfl ~1 ~ii n ,!JVll.!1 ti 'J1 ti \~vi' t1-:i ~'LIL~ eJ 

fl1'\ll'U\,l el1'U1 '1VIU1vl'l 'Ufl1'J'1(,l Lnumf;LL~~ 'J1 tl ,~~'U'tlel-:lel-:JA n 'J'U nfl'J eJ-:Jci'J'UVlel.:J~'U 
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1~ tJ '111~ i1r1 f1.J 61J el-m'.hvil.l 7tl61J el.:J n11n 1~ :u 1 tJ e:i'1'U 1 :u 1 ~ LLri el .:JA n1tJ n r11el.:i ci1'U 'VI el.:i ~'LI 

th~ flel'U~1tl 111V1'U~ 1 ~ii m1ci1tJ lel'Lim1n:u 1 'Ufl71~~u1m1'11u11ru~61Jel.:J1:o 1~ tlel.:JA mtJ flr1w.:ici1'U .. 
'Vlel.:J~'U 1~iim1l.l'V'l1ell.l 1 'Ufl111um1ci1tJ lel'LIB7'U7:UV!u1vlm~~.rn1n:u 1 ~~7L'U'Ufl11ci1tJ Lel'U.fl1tl 1'LI 4 u LL~ 

D1el.:iAmuflr11el.:ici1'U'Vlel.:i~'UtJ1~L.nV11~v.:i 1lJ'V'l1ellJ1u n11ci1tJ 1ei'U.rntl 1 'U 4 m~ 1 ~61Jmm 1~1 Ll,l1tJlJ 

f117l.l'V'l1ell.l 1~.n 7tl 1 'LI 10 u (i~ tlf117l.l'W1ell.l61J el.:Jel.:JA mtJ n r11el.:ici1'UV1 el.:J~'U:u~~ :u 11ru1:u1m1 tJ 1~ 

ur1~1 m '17'U1'UtJ1~"1J1m ~11 i~1tJ1 'Ufl11~1L 'U'U.:J7'U r1rum'V'l1 'Um11 ~u1m1LL~~tJ1~'1um1ru 
' ' 

11tJ 1~~'LI1 ~el.:JA mtJ nmel.:ici1'UV1el.:J~'UL~el 1 ~'1el~f1~el.:inu e:i'1'U 1 :umT 1vl61J el.:J el.:Jl-1 n 1tJ n r11 el.:J ~1 'U 

'Vlel.:J ~'Ubb~~~u1~L.nvi 1 ~ii11tJ 1~ b ~l.J.ff 'Ufi~L u'U~~ci1'U~el11tJ 1~ t:ou1~mtl 1 'Uu vua1. 2544 llJueltl .. 
fl111eltl~~ 20 LL~~fl1tl1'UU 'V'l.111. 2549 1lJueltJn171eltl~~ 35 tl1Vl'U~fl11~~i.:i.:iutJ1~lJ7ru17tl~1tl 

tJ1~ '11Uv1 LM tl16Vel.:J nu fl11~~u 1fl11i;11571ru~61Jel.:Jel.:J A mtJ fl m el.:Jci'J'U'VI el.:J~'U Lb~~ 1 ~1:0~~'111 b~'U .. 

fl{) Vll.J1 tlbb~ ~ 1~ b 'lJtJUvl L~ tl16V el.:J 1 i'1 el~ f1 ~ el.:J nu fl 11ci 1 tl lel'U.1711 n :uvl ci1 tl lel'UJ.:i 6 ~ 1'U 1~ bbfl 

~7'U 1r11.:i'111.:i~'U:07'U ~1m1'Uci.:i L'11l.lr1ru.rn'V'l;1(,} ~7'Ufl11~~1~L utJU"IJlJ"IJ'UbL~~~.:ir1lJ LL~~-rmn .. ' ' 

L Vl1~'Wvi/L Vl1'111 0-77 50-6433 

■ 'U1.:J1.fl11~ f1Wl~n 
' 

'IX1viu11r11.:im11~tJ 

ej'~1l.J 1r11.:in111~tJ 
" 

f'l7a1A€1J (Keywords) "tlel..:llfll':i..:lfl1':i1:S'EJ: f111l.J'W.:J'Wel1'1 , ~1'UU1fl11, el.:Jf-lfl11'U1Vl11ci1'Uvl1U~ 

'1~tl 
' 
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me1uu.u1f'l111JA~ 

\>l1l.J'W'i ::; 'i16ll'U (\! (\l~?tm !?l1u m1.'"1::; e:i~r1 n15u~vn·H~1ui1uo vu•1. 253 7 1(il n 1V1'U!;J 1 vf e:i~A nTJ 

u1v,11ci1'Ui;hu'"1iiti1'U::; 1, 'U'U'Ll~u flfl i;j 1,1,"::; 1, 'U'Ua16lln11u 1V111ci1'Uvf e:i~~'U 1!;Jti n1V1'U~ 1 vtVl'U1tJ m1 
"' ' 

u1V11111'd n11ci1'Uvf eN~'U zj~ 11ii' 1,1,n e:i~A n11u 1V111ci1w,11u'"1iiV1u1~1 'Un7ai~'U1\911U'"1~~ 1 'U(il1 'U 

l,\31Tl1iii'1 ir~fll.Jl,l,'"1::;1~'U611l.J 1!;JtJl.J1(,]11 67 .fl1tJ1~u~~un~Vll.J1tJe)~Afl11U1Vl1aci1'Ut,)1tJ'1iiVl'U1~ 

~e:i~v\'11'Ul.'1J(,]e)~An71U1Vl1aci1'U\911U'1 Llill,1,17 ~~1vfii1.1.'"1::;u11~1mnvi1~J11,1,'"1::;vrnun 1n'l11fl11l.J 
' 

1'Uci1'Ul.J1(,]11 68 .f11tJ1~u~~umA~n~Vll.J1tl e)~Afl11U1Vl1aci1'U\911U'1v1'1~~v\'1ii'1ma1'Ul.'1J(,] 

e:i~An11u1V111ci1'Ui1u'"1#l~~e:ihli1 ~e:i 1vfiitl11.~e:in11€l't.J1.nfl u11m1 1.1.'"1::;n111,n~m 1vfii1.1.'"1::; 
' 

?!Vlmru ci~l.?11l.J 1 vfii~(,]?{1Vln11l.J 1 tJme:iu fl11 u1i~l,l,'"1::;ci~ 1,?{1l.J n7a\h::;ne:ium~~'1Je)~11~~1 n71 

fll.Jflae)~!;J l,l,'"1 l,l,'"1::;1n~1Vl1~ ~~'UB'UI. 'U'U?l 1611'1J?ll.J'U~'1Je)~ 1,1,~'U~tJ Vl1~'1'U1::; 1tJ'd'U'11 nVl1~ ~~'U'1Je)~ 
' 'U 

e:i~An11u1V111ci1w.r1u'"1 1vfii(,]'"11~ V111.vic.1rn~m1.'"1::;V11-u1l.J ii'1n111,~c.11nun11~1rih1~ n11 

V1e:i~1.vic.11 1,1,"::;n11~~1.i1e:i~ 

V11~m1unr11e:i~1,1,"::; 1 vfu1n111,1,nu1::;'d1'dtJ 1 m~e:i~m1?1'1J1.nu1'"1 n11?11u11ru?1'1J m1~n~7(,]'"1v~'1'U 
' ' 

~~ei'1m c.1r111l.J?1::;~1n~'U 1 1 vf 1.1.nu1::;'d1'dtJ 1 tJ'Vl e:i~~'U 8n~~V~'1::;~e)~(,] e:iu?t'Ue:i~r111l.J~e:i~m 11.1.'"1::;1u 

'W~A11l.J~~ 1. ~'U'1Je:i~u1::;'d1'd'U 1 'Livf e:i~~'U 11l.J i:i~ n111.u~ fa m?t1 vfu1::;'lf1'1f'U1 tJvf e:i~~'U 1(iliici1'U ';/1l.J 

Vl1~n711,lJe)~ 1 'Un71U1V1111,l,'"1::;i~'U1Vle)~~'U'1Je)~(,]'Ul,e)~ I, ~e)(,] e)tJ?{tJe)~fl11l.J~e)~fl11'1Je)~(,]tJi1tJ ~~ I, ~'U 

r111~'1::;~e:i~iin11~111.iJtJn11ci'111'1fl11l.J'W~~e:i1'1'1lv~u1::;'d1'dtJr.r1uu1n111,~e:i1'uvi11u1,1,"::;11u11l.J 
'\J 

r111l.J~~ 1, ~tJ u ruV111.1.'"1::;e:iu ?taafl 1,~e:ie'.ht1t11V111 -,~n 'llii'tl11-t.Jyj'171ru1n1V1tJ~ 1, tlm1, ,..nvi1~1 'U n11 
V ' 

u1V1111.1.'"1::;i~m1vi'?te:i~r1~e:i~nuA11l.Jr11~V11~1,1,"::;m1l.J~e:i~n11'1Je:i~u1::;'/f1r1l.Je:i~AmunA1e:i~ci1tJ 

vf e:i~~'U11l.Jfi~u1:::'d1'dtJ 1 tJ~tJ~~e:i 1 u 



,. 
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~€Jfl1':i 1 Vl'lfifl116U0.:i0.:irlfl1':i°LJ1Vl1':i~1t!~1U'16'!'1tl 
' 

':i~~Ufl11lJ'W.:ivrn 1 '16U0.:i'\.h~'ll1'1lt!er1uu1m1~ 0.:irlfl1':i°LJ1Vl1':i~1t!~1U'16'!'1 ti 1 tJ.:i7'1.JU1fl1':i 
" ' 

th:: LEJ-ijtJviA1~11<i1:: 1~-rti m1::V1ti1t1.:i1u~tl1~6'lm'a1:5't11,Jl ith:: LEJ-ijtJ 

vitl1t1.:i1u~'1~ 1~fo LL'1~ 1-fftb~ ltl'll'U'17 n ~.rn m11~ t1L~.:ici'111'1dfi00.:iri m1u1vi11~1ui1u1;1 

6'!'1tl b(i)tJLU'W1~~1tlU1Vl1':izj.:i'1~ 1~ 
' 

vrnm11 vfu1n11 L~1VIU1~0 VIU1fl1':i Lrn~~l'l.J~.:ia1mt1r111lJ1;'1~~1n 1 m7t!U1fl1':i~7.:i 1 

~U':i~'ll1'1lt!1u1uu1n11~0.:irin11u1V11':i~1t!~1U'16'!'1tl 
' 

n11u1vi11.:i1u6U0.:i0.:irin11u1vi11~1u~1u1;16'!1;1t1 
' 

J.:idL~0~1t1u1vi11 ~n 1~'1111u-w'111ru1n1viu~LUt!LLtJ1vi1.:i 1 um11 vfu1vi11 LL'1~u1m11vf 

l;'f€J~fl~0.:iflUrl11lJfl1~Vl1.:i LL'1~rl11lJ~eNfl1':i6U0.:iU1~'1l1'1lt!er1UU1fl1':i 1 t!~t!~~tl 1 U 
" 



cl 
U'Vl'Vl 2 

'W'a~ 'a1'1J'\J (1H1J&i'a~ b 'U ffUU1V11 'a'a1'1ln1'rn~'Ll~'U 'W . 131. 2534 (bbnb 'U b ~m&iJ.J (i-:i'U'1'1'\J'U ( u'\JU~ ., ., ' 
6) 'W.131. 2546) bb'U-:Jn1'aU1Vl1'atb~bVll31BeJnbiJ'U 3 ci1'U bbfl~b~~nn1'abb'U-:J1i-:hn1'a~m~b'U~UU1V11'a 

'a 1 '1! n 1 'a Lb~'Ll ~ 'Ll th~ n elU ~ 1 ~ ci1 'Un fl 1-:i ci1 'Un il n 11-1 bbfl ~ci1'Ll vf el-:J ~'Ll t~w ~ ci 1'Ll n fl 1-:i '1 ~ 
'\J 

th~nelU~'J ~1~U1flVl~elfl ru~r~J.J'U(,1~ ~ 01'U1'1VIU1~ fl1Vl'Util'U foU1 ~ 1 'Un1'a~til'V11U1n1'a~161'aru~ 
"' "' 

mh~-:i1'U~1u~til'1Jelu1'Un1'au1'Ut~U1~'Uel-:i1~u 1flhhJlJu&i nAel m~V1'a1-:i V1u1-:i mJ.J ~-:ibb~ 

€l1'U1'1 (Centra lization) Aeln1'a'a1J.J n1'a(?ltil~'Ll1'1 H~l31'U6nfl1-:J1 'U~n'Aelflru~r~J.J'U(,1~ zj,:ibiJ'Uel-:JAn'a 
'\J "' 

~..:J~(il 1 'Un1'aU1V11'aU'a~bVll31 
'\J , 

~1-:i 1 (,11J.J n1'abb u-:i L'U(,1 m'au nfl'ael-:J'Uel-:JU'a~ LV1131 (~-:ivt1til rl1 Lflel) ~-:i-d'L tiel-:i'11n1-111J.Jlilel-:J n1'a'Uel-:J 

U'a~'/!1'/!'U 1 'Ubb~fl~~'U~'1~ hJ b Vl~el'Lln'Ll ci1'Unm-:i~-:Jbb~-:J~-:J'LJ1 'a1'1Jn1'a 1 uuiju&i-:i1'U1 'Uci1'UJJil i11flb ~el 

~'Uel-:Jfl11J.Jlilel-:Jn1'a'Uel-:JU 'a~'1!1'1l'Ll1 'Ll~'Ll~11'Ll 61 bb~m:~-:JVl1 til '1~~e'.f 11'a1'1! n1'a~..:JVl1tilb iJ'Ue'.f U nfl'ael-:J 
I " " 

-if 1'a1'1Jn1'a 1 'Ll~-:ivti'til 1 'LlLL~fl~ei1LJl elt1'1~~'U1~rl1LJlelV11viii'1~ L -tl'Ub~m n'U G11vifoci1'UV1el-:i ~'Ll Aeln1'a 

1 Vl'a1'B{]'a~01'Ll1'11 'Un1'aUnfl'ael-:J(,l'Ubel-:J (,l(il~'U 1'1b~el n~U1Vl1'aVI el-:J~'U'Uel-:J(,l'Ubel-:J bbfl~(,l(il~'U 1'1b~~1 nu 

n'1 n'a'aJ..1~1-:i 1 ~ L iJ'U~161'aru~'Uel-:JVJ el-:J~'Ll~1 ~ (,l'U Lel-:J n1 'aU1V11'a'U el-:ici1'Uv10-:i ~'Ll ~el Vii n m'im~ '11~ 

el
0

1'U 1 '1 (Decentra lization) 1 VI nu ,J 'a~'/! 1'1! 'U btil ~ (11 'a-:J zj -:i~ fl 11J.Jbb(,1 n ~ 1-:J nun 1 'a bb 'U-:J el
0

1'U 1 '1 

(Deconcentration) zj,:ib iJ'Un1'rn 'U-:J€l1'Ll1'1 e'.i'Lb 'U-:J€l1'Ll1'1tJ-:JVl';i-:J1 ,rzj,:im1J..11U~til'1JelU~ mm~ Lntil-IT'Ll 
'\J 

'11 n n1 'a(?ltil~'U 1'1 ci1'U n1 'an 'a~'11~ 01'U1'1 e'.f 1uJ.J elUel 1'U1 '11il el-:J fo~ (il'/!elU ~ el n1 'ai1 b 'U'U n 1'abbfl~ n1 'a 
'\J 

bb'\..!'.J~\1\fiT'a~\1\'a~b'UmJn1'a'Ufif'l'ail-lbb~~n1'aU1Vl1'a'a1"!ln1'abb~ 'U~l'I..I 

m'a~m~Lu ~u n1';iUnmel-:Jbbfl~n1'aU1Vl1'a'a1'1ln1'abb~'Ll~'Ll'Uel-:JU'a~bVll311 VI~ ~ Lb tnA\11 3 uwn11 

Ael viinn1'a'a1J.J€l1'Ll"'l'1 viinm'abb'U-:J€l1'Ll1'1 bbfl~vtinn1'am:::'11~ei1'U1'1 (elm 1'n"B1~(,16, 2544) 

1. Vl6lfin1'a1'J1lel1'U1'1 (Centralization) biJ'Llvti n n1'a~\1\n1'a b\11 ~'a11lel1tJ1'1n1'a 

(,1\1\~'Ll 1'11 i'~131'U6 nfl1-:i L~~ n11n11u1V11111'1Jn11ci1'Llnm-:i u-rnnelu~1~1~u1flV1~el1-1ru:::1~11'\.J(,1~ 
'\J .... "' 

bbfl::: m:::VI ';j'J,:j n'aJ.J ~ 1-:J 1 ~ viii' 1~1 'U n1 'an°1Vl'U \11 'U t~u 1 mbfl ~11-:J bbe-J'U 'a11J'U el-:J'lh~ b VI 131 'a'JJ.J~,:j 

i1b 'U'U n11'U b~U1~~1'Un11b~'Un11fli-:J'Uel-:JU1~b V1131 n1'i'lJel-:Jn'U'\.J'a:::b V1131 n11~1-:i'\.J1:::b V1131 bbfl:::n11 

1'n"B1fl11J.J~-:JU b~ ~u ·fa ~[11 ~ 1 'Ll~ b iJ'Uci'J'U 'a'J J.J'Uel-:J'1!1&i fl'JUflJ.J n1 'a'\.J n fl ';iel--1 bbfl ~ n1 'aU 1V11'aci1 'LlflilJl 1 fl 
' '\J 
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2. viinn1'Hbtl.:iel'1t.11'1 (Deconcentration) 1~bbfl n1'~~111nTnJnm0.:i~mJ.:i 

rl1'U1':ilviii'1~1~vii.11m0.:il;'l.:i 1 uvf 1.:i1m b Vl'U ?l1'U nl;'l 1-:i bb ~1il1~lJ 0u rl1m':il n11\r(111 ~'Uh 1 u~1 ti fl1 i 

~ 111 n11tJ n r110.:i bb uu-d'b ~ti n11 n11u~vi11?11'Uni1mr1 A0 n11bb u.:in11unm0.:ibbl;'l:::u~vi11u1:::bvil"l 
'U 

88 m U'U~.:JVl1111 el1b.fl8 ~.:Jel1 b.fl8 'a1lJ\9li;'l 8111':il'U~1Ul;'lbbl;'l:::V1ilu1'U b U'U fl1ibb 'U.:Jel1'U1'1U1-:iU';i::: n111 ~ 
'U 

~bl, Vl'U'/]8-.:j fl'a:::Vli1.:J n'alJ 1 'U?l1'Uf1l;'l1.:Jzj.:J?l.:J 1 uunu~.:J1'U 1 'U:'U~ bl11tl 1-u\ VlA{jA fl1'alJ8Uel1'U1 '1Vl1.:J fl1i 

U~Vl1'a (Delegation of authority) b U'UbA~0-:iil0 

3. Vliflm1m::'11f.lel1'W1'1 (Decentralization) 1111 tl~l11 b U'Ufl1'aU~V11'a?l1'UVl8-:i~u 

A8?11'Ufll;'l 1-:i m:::':il1tirl1'U1':il n11u nm0.:i bbl;'l:::fl1':iU~V1111 ~bbnV10-:i~'Uu nm0-:i\9l'Ub€l.:J bbl;'l:::ilr111lJB6'11::: 1 u 

fl1ibbfl'U n 1vi1'110.:iV10-:i~u~1 ti\9lm0.:i 1 U'U':il':ilU'UU1:::1, vil"l1 vi ti~1111u1.b uu n11u nr110.:i?l1uV10.:i~'U00 m U'U 
·~ ' 'U 

b Vl?lU1'1 eJ~t°l t711U~Vi1 1~'1\J'oJ~vrJt,1 ti~rin1'j'LJ1Vl11~'1LJ~1lJ'1 bb'1~n11tJ nr11eJ~'JtJ bb 'UU~b?l~ 
'U 

R11l.JVll.l1f.lbb6l::~n~ru::"tJei.:iei.:i~m'IJnR1ei.:i~1uV1ei.:i~u 

Daniel (1967) 01-:il111ti m.11 !mrn\'\91~ (2544) 1~~fl11l.JVll.l1tJ'118.:JA111 fl1i unA10.:i 

?11'UVI €!.:J~ 'U 11 b 'U'U n11~1111::uu n 11u n A 1€!.:J'll 0-:i'IJlJ'IJu~ilm ru 1 b '11\91 bb U'U 0u bb~1ililrl1m ':il€JBU1\91 ti 
' 

bbtl f1\ri1 I, UUB6'\'a::: 1 U'11 nr~vi1m.h:::b Vll"l b U'U'IJl.J'IJ'U~il~Vl5~111U~ fl1'.i\911lJ~ f1FlVllJ1 tlf11VIUl11 bbi;'l :::il fl1 j 
~ ' ..J 

~111 €),:jfl fl1j~ '11 b uu I,~€)€)€) n'U €JU~ t[~1 'U fl1'.i~ 111 fl1'.i b~ tl1 nu ii '1 n '.i'.il.JVI €).:J~U'll €l.:J\91U 1,€).:J 1111tJB6'11::: 

u 111"1 '11 fl fl1'.imU~lJ'11 nm tiu €l n 611VI !rn1 n~ru:::6111'1 ~'11 €!-:i n11u nA 1€l.:i?l1uV1 €!-:i ~'U il ~.:id (Bm 

rn~1'1\91~, 2544) 

1. 1, tlt.1 fl1 '.i~1111::: bu tiu n11u fl A '.i€l-:i'11€l.:J'IJlJ'IJt.1~il €!1ru11, '11\91 bb i.lt.1 €JU bb~1ilil rl1m-;,i €JBU1\91 ti 
' 

2. il311u:::btlu{j~tlflfli;'l fl~11A€l il~Vl5\911lJn~vil.l1ti~-;,i::miniBu~tQ'~V10.:i~t.1bbl;'l:::~111~-:i0-:ifi'm 

~ ~1bU'Ub ~ 8 ~ 111 fl1 '.i b~ tl1 nu fl-;,) n '.i '.ilJVI €).:J ~U~1 tl\91U b€J,:j 1111 tJ 1iltii' 8-:J'll €) A11l.J 8'Utl €ll.J '11 n 

Vli.11ti.:J1U.fl1tJU€l n 

3. ilm1mtluB6'11:::1 t.1 ~1u~1-:i 1 ~~1bUt.1b~€l~1b{juii-;,im1lJ'11€l-:iV1€l.:J~t.1 l111movn:::1 m11u 

fl1'.ifl'1.:JV18-:i~t.1 (Local finance) A8 ~111V1111ti1~b~m..hmH'~1ti1UVl€l.:J~U fl1'a 

U~V111-:i1t.1t1Afll;'l'11€l-:iV10-:i~u (Loca l personnel administration) bbl;'l:::fl1'.i\ril11~U1'11111ti 

~11 1t11t.1ii'1m'.ilJ'11€l-:iV10-:i~t.1 (Local decision making) 

4. U'.i11"1'11f1 fl1'.if\1Ufll.J'11 f1.fl1tJU €l n bb~ €l1':ilmJ1 'LI n1nu111 bbl;'l'11€l.:J!~U1i;'l fll;'l 1.:J Vl1 €l\ri1bb VlU'1J€l-:i 
'I 'U \J dJI 
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1tlbb'U'U"l.leN ei~~ mtlnmei~ifl'u'Vl ei~~'l..!1 '1.Jtl'a::bviA1 VlcJ Avi m~ cl~\lll'U1 n11unm0-:ivf 0-:i~'I.J ?tm'\J'U 
\J 

'v1m:tlmm\1, 2545) 

';i'Ubb'U'U~ 1 0-:iAn11u1m1~TU'1-:JVl11'1 V110 0'U\I. L'U'U0-:iAmtlnm0-:i~1'Uvi'0-:i~'U 
\J 

..d Q.J ~ ,: .Q I QJ QJ Q t1 .Q .Q .d .:ii Jt ..d 
Vl\ll'l\?1'1(111~ 'v'U .'U. 0-:ir1n11urn11?11'U\1'1Vl11'1 'W.Pl . 2540 ~:J1'U::Lu'U'U\?l'UAA'1Vlm'l.l\?l'W'UV1 .. ' 

'1.l 0~ ~ 1 cl ?Im 1~ LL n 'U 1 ~rn 0-:i An 11u 1V111~1'U '1-:JVI 11'1LL'1::10-:i'U 1 cl w1 LL'1:: ~ 1 cl'U ~,r '11 ry~ 1~ LLn 

?1m:an?tm'1-:iV111'1 V110 ?l.0'U\I. 

L V1 Pl'U 1'1 Lii 0~ LL'1:; L VlPl'U 1'1'U A 1 LA 1-:l ?If 1-:l 0~\-1 n'a'l.l 0'1 L V1 Pl'U 1 '1 \l::U 1::: n 0'U ~1 cl~ 1cl'U1Vl111~ LLf1 

'U1cl n L viPi~'U \?l 1LL'1 :::1-1 ru:: L vi Pl~'U \?11 zj,:i 01\1 \l::m\11 n n11L~ 0 n ~-:i Ll'l cl\?11-:J\l 1 nu1::'l.l1'1.l'UV110 m 1L~ 0 n 

'1.l0'1~1cl?l.fl1 LL'1::~1cl'U~'U'1Jt'Y~ 1~Lbf1 ?lm:an?l.fl1LV1Pl'U1'1 Vl10 ?I .Vl . 

L V1Pl'U1'1JJ111'U:: L 'U'U'U~~Al-1'1 'W'a:::11'1.l'\J '1J t'Y~ L V1 Pl'U1'1 'W. Pl. 2496 (LLm '1.l L ~~ L~~(i~ 

( U'\J'U~ 12) 'W. Pl. 2546) n1Vl'Lll'l 1,XL V1Pl'U1'1~B1'U1\l\?111 L VlPl'\J 'Y'Y~Ll'lcl 1lJil'lVl10bbfl-:J~ 0uvi n!JV1~1 cl 

"".1"""'"" 1"t11.1 .,..J ..J 0 
0 0 .,..J L'W0u!]'U\?l n11 VIL u'U u\?11~Vl'U1Vl'l.l0'1 LV1Pl'U1'1\?11~Vl n!JVlmcln1Vl'Ul'l bb'1:: n1Vl'Ul'l01'U1\IVl'U1Vl'l.l0'1 

1
v QJ .d vd.d11 o v.dd Qo .ci. o1"'i 

LV1Pl'U1'1 1 2 '1n~ru:; A€! Vl'U1V1Vl\?10-:Jn'a::V11 LL'1::Vl'U1V1V1LV1Pl'U1'1~01'U1\l'W\111ru1m:::vi1 l'l bl'lcl 

~\111(1.11\11 n 1-111~ '11 b 'U'U'l.l 0'111~!) 11 'U Lb~ '1:: L V1 Pl'U1 '1\il'1{1 
., .,, 0 

1!!'117YllYJrl'UW(1}71.m 

1. Vl'U1~~L V1Pl'U1'1~1'U'1111€1'1 nwvi'i 1 'UL '1.l\?lb V1Pl'U1'1 

1.1 n11fo~11-111~?1-:irn1clufeJ cl 1~LLn n11·fo~1m1~?1-:iuL1clufocl'l.leJ-:J 

U1::'1.l1'1.l'U n11'11'11,X~LA10-:i1m 'Un11\il'Ub'W~'1 

1.2 n111-if~~'UL ~0tJ1:; LcJ'1.l°L1'1.l€1'1V1€1'1~'U 1~ Lbf1 n11'11'11 ~JJLL'1::U11~fo~1 
' ., 

V11'1'U nbL'1::V11-:JoJ1 

1.3 n111 ~'U1n11Lbf111~!)1 1~Lbf1 n11-rn~1m1~?1::011'1'1'U'UV110V11'1L~ 'U 

LL'1::~?11511ru:: 11~J-:i n11 fl1'11'1~'1~ €1 mL'1::~-:iu ri n'1 n11U€1'1 fl'ULL'1:: 
\J :..J\J 

1:::ru L 11-1~1'1~€1 n111 ~11~!]11~fon11Pin~1€1m~ 

V10'1~'U 

1.6 VIU1~~'U I V110~i'.in!JV1mcl'U'1Jt'Y~1 ~L 'U'UVIU1~'1.leJ~L V1Pl'U1'1 
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2. vti!1~~ b'Vll"l'U1'1{;)1'\J'1 m~ m~vh 1~~1iiA11ii~1b 'Liu vt~e:iilm1w;'l1iiTrnnwv111~ 

~ei m-a 1 vfu1 nTrnn-a1~!] 'H ~m~ii 1~ Lbn m-a~\111 vfili!1?1~eJ1\llvt~e:in1-ath~tJ1 n1-a~l1l 1 'l½ilb,rnJ1~~1 

n1i~l1l 1 'l½il~m\ll V11 b 'Vltl'Ub~e:Jbb'1~Vl1i1ll n1i~l1l 1 'l½il?t?111.Jbb'1~ru1tJu?1mtJ n1i'U1i.:Jbb'1~ci.:ib?l1ll n1i 
' ' 

'Vl1ll1Vl1 ntJ'1JeJ.:Ji1~fli n1i~l1l 1 vfiJLb'1~'U1i.:J?lf11tJ~'Vl1 n1 -avhi( n~f n~1A\Jb~'U 1 i n1i~\ll 1 vfiJLbi;'j~'LJ1i.:J 
..i ' ' 

n1i 1-w~1Vl~e)bb?f.:J?l11.:J l\ll!:.116~1.J n1i~\ll 1 vfilLL'1~'U1i.:JVl1.:Ji~'U1!:Ji!1 bb'1~n1ib Vll"!Ynru'll~ 
' 

V c} 11:9 

'/!JU7'VJ'lleNL 'VJfftl7iWJv.J 

1. vti11~~b'Vll"l'U1miie:i.:i~e:i.:im~v\'11 tJb 'IJ~ b Vl\"1'\J1i;j 

1.1 vtu1~~u-:il"lu1 VILVll"l'\J1i;'j(;)1Ui;'j~eJ-:inwv\'1 

1.2 m-a1 vfu1n1-aLLfli1~!] ib ~iitu 1~ LLn m-a~\111 vfili!1?1~eJ1\llvt~e:i m-a 

tJ-a~tJ1 n1i~l1l1vfilb-:i~h~~1 n1i~l1l1vfil~'11\ll Vl1b'Vltl'Ub~e)bbi;'j~VJ1 

i1ii n1 i~\111 vfiJ?1?111.Jbb'1~UJ1'UtJ?lfl1tJ n1i'U1i-:Jbb'1~ci-:i b?l1lln1i'Vl1ll1 ' , 
Vl1 ntJ'1JeJ-:Ji1~!)i n1i~\ll 1 vfij bbi;'j~'LJ11-:J?lf111.J~V11n1i~'Vl n~f n~1AtJ 

b~'U 1i n1i~\ll 1 vfilbbi;'j~'\J1i-:Jn1i1 'W~1Vl~e)bb?f-:J?l11-:J l\ll!:.116~1.J n1i~l1l 1'1½ 
' ., 

tj O O .c:,, ' 

ll bbi;'j~'\J1 i-:JV11-:Ji~'U1 !:JtJ1 bbi;'j~ n1 i b Vll"l'\"11 '1J'll!:J 
' 

!.J..J..J ~ o1v o~I 4.cil 01'-' 
2. VltJ1Vl'VlbVll"l'\J1i;'jblJe)-:Je)1~ni~Vl1 \llmllA11ll~1b utJVlieJllA11ll?l1ll1i'1ni~Vl1 \1l 

2.1 m-atoff~~tJb~e:itJ-a~ lc.1'llu'1Je:i-:i~e:i.:i~ub ~iitu 1~LLnm-a~l1l 1 vfilLL'1~'U1-a.:i 
' 

bb Vl~.:J b~e)l) 1 Vlill bbi;'j~n1if n~1m1ii?l~eJ1\llb~tl'U~e)!:J'1Je).:J~e).:J~tJ 

2.2 m-a1vfu1n1-aLLn-a1~!JiL~iitu 1~LLn m-a~l1l1vfil~m\ll v11Lvlc.1ub~eJ 

bbi;'j~VJ1i1ii n1i~\ll 1 vfiJ?1?111.Jbbi;'j~UJ1'UtJ?lf\1tJ n1i'U1 i-:J bb'1~ci.:i b?l1ll n1i ' , 

'\111ll1Vl1 ntJ'1JeJ-:Ji1~!)i n1i~\ll 1 vfij bb'1~'\.J11-:J?l-:JbAi1~~ll1i\ll1bb'1~b~n 

m-a~ 11l 1 vfil Lbi;'j~u1-a-:i b .:i'l"l c.11u1'1 m-a~l1l 1 'l½il n1-a?1151-arutJ m-a m-a 
' "' 

~ \11Vl
0

1 n ~ n 1 izj-:J~
0

1 b 'U tJ b ~ eJ ?1151 i ru ?I'll n 1i~ \1l ~-:J bbi;'j ~'U
0

1 i-:J l i-:J b~ !:.11.J 
' ' 

n1ib'Vll"l'\"11ru'll~ (?!'WVl ~-amrw,i, 2549) 

1tlbb'\.J'\.J~ 3 e:i-:irin1-au1vt1-aci11.J(;)1'\J'1 vt~e:i e:iu~. L'Liue:i-:irimtJnA-ae:i.:ici1u~e:i.:i~u 
"' 

~~\11~-:J~ 1ll '\"I. i .'U. ?lfl1(;)1'U '1 bb'1 ~ e)-:J A n1i'U1Vl1ici1tJ(;)1'\J '1 '\"l .131. 2537 iJ ~11.J~ b'UtJU~'UA A '1 .. ' 
bbU.:Jb'UtJ 3 '1JtJ1\ll ~e) '1JtJ1\llb~n '1JtJ1\lln'11-:J bbi;'j~'1JtJ1\ll1m1] l\ll!:.11-&\nru~-a1c.11~~ e)'U~. ~\llLnrne:i-:i 

1m.:i?111-:ie:i-:ir1m'1Je:i.:i e:iu~. ~~tJ-a~ne:iu~1c.1~1mJ1vt1-a ilmc.1 ne:i-:iri n1-au1vt1-aci11.J(;)1'\.Ji;'j zj,:iii1~1n 

n1-ab~e:in~-:il\llc.1~-a-:i'1Je:i-:itJ-a~'ll1'lltJ bbi;'j~~1c.1u~u'l]rQ'~ 1~LLn ?lm~n?tm e:iu~ . vt~e:i ?l.e:iu~. l\11!:.1 

il~ \Ill] .:J'Vlll1 c.1i11"l fl l'IJ e)-:J n1 i~\11 ~-:i e)-:J A n11'U 1Vl1ici1tJ (;) 1'\J '1 n b ~ e) 1 'I½ b 'UtJ e)-:J A mtJ n me:i-:ici1 tJ~ e)-:J ~tJ~ 
' ' -~ 
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1DbbUUb'Vll31U1'1 (?l'U'\11 '<il1eJU'U\9l, 2549) 
'U 

1. m ..:i b'Vl~lJVl1'Ufl1 b'U'Ue:i..:iri' mtl flme:i..:ici1'Uvi' e:i..:i~mtl bb uu-w bl31~b ~ e:i..:i'<il1m tlmii e:i..:i 
' 'U 

vim..:i ~\11~..:imii ~.1.u. 1~but1uu1vi11m..:ibV1~lJV11'Um ~.131. 2528 ii\i1'U~b'U'U'U~Uflfl'1 1fl1..:i?t-r1..:i 
' .. ' ' ., 

'UeJ..:J fl.'\11.lJ. '<il~DWfleJUJi'1t1~1tlU1Vl111Ji'bbn ~1111'1Jfl11 bb'1~1eJ..:J~1111'1Jfl11 4 fl'U 'ii..:ib~e:Jfl\91..:J 
'U 'U 

b\1lt1(?11..:J'<il1fltl1~'1J1'1J'U bb'1~~1t1D~uqirQ'~ 1Ji'bbri ?tm=afl?lm fl.'Vl.l.l. vi1e:i ?I .fl. 

2. bii e)..:J'W'\11 ti 1 b 'U'U e)..:Jfl mtl fl fl 1e)..:J ci1'UV1 e)..:J ~mtl bb UU'W bl31~ b ~ e)..:J '11 m tlmii e)..:J 
'U ., 

V1eJ..:Jb'Vltl1 ~\11\91..:J(?l1lJ ~.1.U.1~b'UtlUU1V111biieJ..:J'W'\lltl1 ~.131. 2542 ii\i1'U~b'Vltl'\JbV11b'\lll31U1'1'Ufl'a ii .. 

.. ., 
?lf11 blJeJ..:J~'\11 t11 

.,. d d ., ., o 

bb 'U'J fl \11'\ll bfltl'J"l.lITTf\UflTI-n'a::'<iJ1 ti el1'U 1 '<iJ 

Ross bb'1~flru~ ( 1991) fl~1111 fl11fl'a~'oJ1 tlB1'UT\liiVI~ nvi1mb 'U1Al1l 1fl~bA tl..:J nu m1iici1'U 

i1ii'Ue:i..:itl1~'1J1'1J'U (Citizen Participation) zj..,jj bU1VllJ1t11 'U fl11b~lJB1'U1'<il'UeJ..:Jb~ t1..:itl1~'1J1'1J'U 1'Ufl11 

~1b 'U'Ufl11\91\1l~'U 1'<ilfl11~1 b'U'U'U btlU1tl b ~e)'IJlJ'IJ'U ci1'Ufl11n'a~'oJ1tle11'U1'oJ'<il~b 'U'Ui6fl11b ~eJV111 °1Xbf1\1lf\11 
' 

b ~lJ m1iici1'Ui1lJ'UeJ..:Jtl1~'1J1'1J'U fa tlfl11flW'oJ1tlB1'U1'<il'oJ~ii-ue:i~~..:J~e) 1 tJd 

1. m1m~'<il1t1rl1'U1'<iJ'oJ~iici1'U'lht11 'Ufl11tJfotJ1..:i1~uu m1 ~e:i?t11 1~vi11..:it11~'1J1'1J'Unu 
' 

b~1VIU1~"1Je)..:Jr~ zj..:Jb'U'Ufl11~e)?f11?fe)..:J'\111..:J (Two way feedback system) 

2. fl11 fl 1~'oJ1t1rl1'U1'<il'<il~iici1'U'1ht11 'LI fl11b ~ii fl11(?1eJU?l'U e:i..:im1ii~e:i..:i m1"1Je:i..:i fl111 °1Xu1 fl11 

b ~ e)..:J'<i) 1 fl rfj'ii fl 11lJ 1fl ~:a~ nu tl 1~'1J 1'1J'U vh 1 °IX b ~ 1 viii 1~ "1J e) ..:i r \i?f 1lJ11 ntl 1 ~ blJ'U fl 11lJ .. .. 

3. fl11 m~'<il1tlB1'U1'oJ '<ii~ b 'U'Ufl11bb 'U..:J?f 11'U'Uci1'UB1'U1'oJ 1 °IX nu fl~lJ~1..:J 1 1 'U~lJ'IJ'U b~e:Jii ci1'U 

i1ii1 'Ufl11U1Vl11~\1lfl11 

4. fl 11fl1~'<ii1tie11'U 1'<ilb'U'Ufl11ci..:i b?f 1lJ bb'1 ~'W \lll'U 1 fl 11 bii e)..:J 1~~uvi' e)..:J ~'Uzj..:J b 'U'Ut'U ~1'U~~1 fl qJ 

"1JeJ..:Jfl11'W\lll'U11~UeJUtl1~'1J16tl1(?1t11m~~U\i1'U11fl (Grass - root) .. 
Q.I Q.IQ. d d t1 cv o 

fl!)Vll.l 1 ti bb '1::'W 'i:: 'i1 'IJU qi qi (,i'\ll bf\ ti 'J "l.l el ..:J nu fl1'im::'<iJ 1 ti el 1'U 1 '<iJ 

{ijIT'i'il.l'Lirubb'IA..:i'i1'11mru1:5'm1'Vlt1 'W'Vl0Am1'11 2540 
d.J \J QJ , 

'l1JJ?(j) 5 bb'U1'UbtlU1tlt'Ufj'1'Ubb'\,1..:Jr\i l.]1(?111 78 1Ji'n1Vl'U\1lfl11f\1~'11tl81'U1'<ilbb'1~fl11 .. .. 
tJ flfl1e:i..:ici1'Uvi'e:i..:i~'U~..:id "r\)~ e:i..:i flw'<i:11 t1rl1'U1'oJ 1 °1Xvi'e:i..:i~'Uvi..:i(?l'Ube:i..:ibb'1~(J)\1l~'U 1'oJ 1 'U n'<ilm1vi'e:i..:i~'U 1Ji' be:i..:i .. 
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?l1'i?l'UbV11"11 'Llvf eJ-:i~'Ll1 'IX~1~-:i bb '1~b Vl 1b vicl~ n'U~ 1th~ b Vll"l'i1~~-:ii\9llm~-:ivt1~~ilm1~~fa~1 '!XbiJ'U 

e)-:Jfl rm..l flY'l 'ieJ-:J 611'UVleJ-:J ~'\..!'11'\..!1~ 1 vtajfa clf-11'U-:J~-:J b'1(91'\..!1'i~ ru'1J eJ-:JU'i~'lJ1'lJ'U 1 'U~-:JVl1~t1'U " (611U fl-:J1'U 

b'1'1J15f'l1'i?l.fl1 ~ bb Vl'\..!'i1'\j!l 'i, 2542) 

Vii.rm 9 m'iu flmeJ-:ici1'Llvf eJ-:i~'Ll mm1 282-290 1~cl?l'iUvt~m11Aru~-:it,1eJ 1 ud 
, V 

1. VI~ fl611A qJ 1 'U f'l1'iU flY'l'ieJ-:J611'\..!Vl e)-:J ~'U : eJ-:JA mu flY'l 'ieJ-:J611'\..!Vl e)-:J~'Llilm1~ b 'U'U B?l'i~ 1 'U 

f'l1 'i n1Vl'U~U bcJU1 cl f'l1 'iU fl Y'l'ieJ-:J f'l1 'i'U 1Vl1 'i f'l1 'i'U 1Vl1 'i-:J 1'\..!'U Y'lY'l '1 f'l1 'i b1'U bb'1~ f'l1 'iY'l ~,:i , 

(m(91'i1 284) 

2. 1r1'i-:i?1{1-:i'1J eJ-:ieJ-:ifi mu flr1'ieJ-:ici1'Llvf eJ-:i ~'Ll : eJ-:ifimu flr1 'ieJ-:ici1'Llvf eJ-:i ~'Llu 'i~fleJulii'1 cl?lm 

vfeJ-:i~'Ubb'1~r1ru~~u~vt1'ivt1m1u1vt1'iV1eJ-:J~'Ll (mm1 285 1'i'il"lbb'in) bb'1~1il'eJ-:im'11fl 
'IJ 'IJ 

f'l1'ib~eJfl~-:i (m(91'i1 285 1'i'iY'l?leJ-:J) faclm-:J'1leJ-:JU'i~'lJ1'lJ'Ll (m(91'i1 285 1'i'il"l?l1~) il 

11'i~f'l1'ili11'i-:J~1bbVl1.J-:JY'l'i11'1~~U (m(91'i1 285 1'i'iY'l'\X1) 

3. B1'\..!1'1VIU 1~'11 e)-:J eJ-:JA mu flY'l 'ieJ-:J'11'UVl e)-:J ~'U : ~ fl'\jf11~'1Je)-:J e)-:Jfl mu fl Y'l 'ieJ-:J'11'UVl e)-:J~'U 

(m(91'i1 284) ilvtU1~U1'i-:J-rfl'\j1~'1U~ '11~(91U'i~b~ru J7lJUruru1VleJ-:J~'U vt1eJ1\9ll'U6'i'i~ 
, '\J V V 

eJ'U~'1Je)-:JV]e)-:J~'U (m(91'i1 289) ci-:i b?l1~bb'1~-rfl'\j1\"lf11J71~~-:Jbb1~JeJ~ (m(91'i1 290) , 

4. fl1'iilci1'U~1~'1JeJ-:iu'i~'lJ1'lJ'Ll1'Llfl1'iUflr1'ieJ-:ici1'UvfeJ-:i~'Ll: fl1'i~eJ~~eJ'Ll?l~1~fl?lJ11vfeJ-:i~'Ll 

vt1eJ~u1vt1'iV1eJ-:J~'Ll (m(91'i1 286) f'l1'ib·ihzjeJ{eJ-:i'1leJ1'1XeJeJfl'LJeJUqJ'1J'1ivfeJ-:i~'U (m(91'i1 287) 

., 
'W'a~':i1'lJUruru~ flTWU~ bbc.J'Ubbl;l ~'LJ'U 111 el'Un'a~'11tl el1'U1 '1 'W. A. 2542 ., ., 

~'i~'i1'lJU qjrQ'~ n1Vl'U~ bbe..J'Ubb'1~-rr'U(91eJ'Um~'11cl B1\J1'1 ~. l"l. 2542 b 'U'U fl!lVlm m ~ eJeJ1i1~ 

(911~~1(91'i1 284 bb iA-:i-r\io'i'i~'U ru b~clil?l1'i~611Aru1 'Uf'l1'in1Vl'U~e:i1'U1'1 bb'1~VIU1~1 'Ll f'l1'i~~'i~'U'U 
~ '\J V V 

'i1 cl1~ 'IX bbn eJ-:Jfl mu fll"l 'ieJ-:ici1'Uvf eJ-:J ~'Ll1 'IX b vtm~ ?l~ nuJ11'i ii '1~11ii'-ru~ eJuvtm cl fa cl n1vt'U ~ 1 '!Xii 

Y'l ru~ fl 'i'i~ fl1 'ifl 'i~ '11 cl B1'U 1'11 'IX bbf1 e)-:J A mu flY'l 'ieJ-:J'11'UVleJ-:J ~'Llilvtu 1~~v1Vl 1 bbe..J'U f'l1'i fl 'i~'11 cl B1'U 1'1 

1 '!Xbbf1 e)-:J A mu flY'l'ieJ-:J611'\..!Vl e)-:J~'Ubbl;l~ bbe..J'Uuiju~ f'l1 'i 

bbc.J'Uf'l1 'an'a~'11 ti el1'U1'1 b ~ bbflel./l f>1 mtJ flfl ':iel-:Jcl'J'U'Vlel./l ~'U 'W. A. 2543 

u ,-riJU 'Ubbe..J 'U f'l1 'i m~ '11 cl e:i1m '11 'IX bb n eJ-:i fi fl 'iu fl Y'l 'i eJ-:i ci1'U vf eJ-:i ~'Ll ~ . l"l. 2543 11ii' ~ 1'\..! m 1~ , 

b~'U'lJeJ'U'11flY'lf11~-r~~'U(91~ b~eJ1'U~ 3 ~'11\"l~ 2543 bb'1~'i1cl-:J1'Ll1 '\X?{J71~bbV1'\.J'i1'jj~'ibb'1q~?lJ71Vl'i1'U 

b~eJ1'U~ 18 (91l;11Y'l~ 2543 bbl;l~ 20 (91i;11Y'l~ 2543 (911~'11~'U bb'1~bbe..J'Uf'l1'im~'11clB1'U1'11'1Xbbf1eJ-:Jflm , , 
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i~m n11'U0-:i n1 -am~-;;i 1 tl rl1,nil 1 ~ bbfl eNA mun 1-1 -a 0-:i ci1'UV1 eN ~'LI ovi m ~ cli(,),J'U1 n11,J nr1 'a 0-:iV10-:i ~'LI 

'1fl1U'UV'lWUmrnh 2545) 

bbe.J'UU!JU~n1';in1';in1viu~off'U\9\eJ'Un1';im~~l1cJeJ1'U1'1b~bbnei.:if!m'I.Jnfl';ieJ-!l~"J'UVleNriu 

\9\1l-J bbi;.J'UU5u~ n1'rn1 ';jfl1Vl'U(i1i'U\9\0'U n1'an ';i::!\11 cl €l1'U1'11 ~bbfl0-:JA m,Jnm0-:ici1'1.JV10-:l~'\.J 

n1V1u (il 1 ~'a1'1l n1'aci1u mn-:i ci1clfaum'an'11 ~ bbfl 0-:ifi n 'aU nm0-:ici1 'LIVI 0-:i ~u m::!'11cl rl1'U1 '1-il1'U1'\.J 6 

~1'U A0 

.fl1'af1'1\9\1l-l n'a0'\J'1l0-:J nDV1mcl11~1 cl n1'afl1Vl'I.J(i1bbi;.J'U bbfl::!im10u m 'a n'a~'11cl€l1'\.J1"11 ~ bbn0-:ir1 n'a 

,J n A ';jr]-:J ci1uV10-:J au '1::! b 'U'U n 11,J fo,J ';j,:j ';i::!'\J'\J n1 ';j'\J 1V11 ';i-:!1'U.fl1 cl 1 u'LJ 0-:J 0-:J An ';iU nA ';i0-:Jci1'UV\0-:J ~'\.J , 
«::Ito I QI Q ~ (' t.l I.I 

';i1'1Jn1';i'U';iV!1';i'11'1.Jnm-:i bbfl::!';i1'1ln1';i'U';iV11';i'11'UflW)1fl n1';i'V'l(,),J'lJ1clVlt'iylj11;1\9\';i n1';i1;1';i1-:JA11l-JV'l';i0l-J 
'IJ , 

1'Un1'aci1clfa'Llm'an'oJ 'a1m~-:im'abLnl'1lnDV1mcl~LMmi0-:i 1'Ll-d1-:i 6 UVl~-:i (V'l_y11_ 2548 - 2553) 

b U'Un 1'ab ,J~ cl'Ll~ 1'U'1l 0-:J n1'aci1 cl foum 'an '1 ~ m'aufouviu1V1'1l0-:J'a1'1l m'au1V111ci1'U nm-:i 'a1'1ln1'a 

u1V11'aci1'UfliJmr1 0-:ir1 mu nm0-:ici1'UV10-:i~'U LLfl~mr1,J 'a::!'ll1'1l'Ll~'1::! L~cl'Ll {~1l.l n'U 1 'Lln1'aci1 cl fo'U 
'IJ 'IJ 

fl1'af1'1 ~ m'aufu nf! 1nm1mi'l.l~'Ll51::!Vl11-:J0-:ifi mu nm0-:ici1'UV10-:i~'Unm1'llm 'a'\J1V11'aci1'UfliJmr1 
'IJ 

0 ~1-:i nf!l.l n ~'LI 11l-JJ-:iu fu,J 1-:i nDVll-l1 ti~ LMcl1'LJ 0-:i L ~ 01 ~ 0-:i r1 n 'aU n m0-:ici1'UV10-:i ~'Ll'11l-l1 'aflli11 L 'LI'Ll 

n'oJ m'a'11IT11ru::;~\?10'\J'1'U0-:ir111l.l\i\'0-:i n1'a'1l0-:JU'a::!'ll1'1l'U1 'UV\0-:J~'U~;ft''Ll ci1'Ll1 'lJ-d1-:iV1~-:i'oJ1nu~ 10 

(V'l _y11_ 2554 LU'U\ii''l.11 ,J) U'a::!'ll1'1l'Ll1 'Ll'Vl0-:J~'Ll'1::!~Arum'V'l;i\9\~~:ft'u 1;11m'ami1fi-:iu1m'a'11t'i1'at:W::! 1~ , 

0~1-:J~1 fi-:i bbfl::! b 'U'Ut'i';i';il-] ,J ';i::!'ll1'1l'U~ '\JVl'\J1VI 1 'U n1';i~(i1~'lJhn1'afl1 fl'\J(ilbbfl bbfl::! n1';i\?l ';i1'1'10'\J \?lfl0(i1'1'U 
'IJ 

'1°1V1fo 'aU LL uu n1 'aci1 cl 10u '1::!~J-:i n1'aci1 cl Lv'Ll rl1'U 1'1 LL fl ::!V1ii'1~ 1 'LI n1'au1V11 'a~(i1'\J1n1 'a 
'IJ 
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1. m'in'<il~el.:JAmtlnmel.:ici1'l.!vi'el.:i~'l.!1111bth.1 m'ibel.:J zj.:JbbU.:Jb~b'U'l.! 3 tl'i::;bJlVlAel 

1.1 Jl1'ifl'<il~el.:JA mu nA'iel.:Jci'J'l.!Vlel.:J~'l.! ~1b'W'l.!fl1'iVl1m-.J~(,l'l/im'i~161'iru::;bel.:J b 'U'l.! 

Jl1 'ifl'<il~el.:JA mu nA ·rn.:ici1'l.!V1 el.:J~'l.!\111 b 'W'l.! fl1'i Vl1ele-.J~(,l'lJ~ fl1'i~161'i ru::;1!'l.! 1 1~ bel.:J 

el~ bbJ1 1~ clii n!]m.J1 cl 11Xrl1m'<il el.:JA mu nmel.:ici1'l.!vf el.:J~'l.! H bbJ1 bb"1::; /Vl1elel.:JA m 

U flA'iel.:Jci'J'l.!Vl el.:J ~'l.!b\-1 cl\111 b 'U'l.! fl1 'iel ~ bbJ1 
'IJ 

1.2 Jl1 'i fl'<il~ el.:JA m u fl A 'iel .:J ci1'l.!V1 el.:J ~'l.!\111 b 'U'l.! fl1 'i11J.J fl'lJel.:J A mun A 'iel.:J ci1'l.!V1 el.:J ~'l.!~'l.! 1 

b 'U'l.!Jl1 'ifl'1~ f11Vl'l.!~ 01'\..l 1'1Vlt! 1~'1J el.:J1\i bb6'1::; el.:J A mu nmel.:Jci'J'l.!Vl el.:J ~'l.!1111 b 'W'l.! n 1 'i .. 
1~ clii e-.161 n 'j:_-;V]'lJ ~ mJ 'j:_-;'1J1'1J'l.!bl.] bQVn::;1 'l.! b'1J(,l~'l.!~1~~'l.!~Vl~.:J 1~ cl bQ~ 1:.-; bb~ii 

e-.J"1 m::;viu~ eltl'i::;'1J1'1J'l.! 1 'l.!el.:JAmtl nmel.:ici1'l.!vi'el.:i ~'l.!~w?11 cl V11elii1-111J.J'11 b 'U'l.!~el.:i 

"1.:JVl'l.!'11'l.!1'l.!J.J1mb"1::; 1l-lfi'J.J~1 V11n~1.:i1-1'l.!~1.:i1111b'U'l.!fl1'i 
' ' 

1. 3 Jl1 'ifl '<ii~ el.:JA mun A'iel.:Jci'J'l.!Vl el.:J ~'l.!1111 b 'W'l.! fl1'ibb~ el.:JA mu nri 'iel.:J ci1'l.!V1 el.:J~'l.! €11'1'1::;~el 

u~fl1'i'<il1nmmeln'1J'l.! ci1m1'1Jfl1'i VIU1cl.:J1'l.!'1Jel.:J1\i'Vl1el.:JAmtlnmel.:ici1'l.!vfm~'l.!~'l.! 
"' 

2. mAmtl nri'iel.:ici1'l.!vi'el.:i~'l.!1111 b 'Ll'l.!fl1'i11J.Jnu1\i b U'l.!m'in'<il~1\i bel'l.! 11Xel.:iA mu nmel.:ici1'l.! .. "' 

1111b'U'l.!fl1'i11J.Jfl'l.! 

3. m'i n'<il~1\i'EJ.:J r1.:i1111 b 'Ll'l.! fl1 'iel ~ bb~ el.:J An 'itl nri 'iel.:ici1'l.!vf el.:J~'l.! ~1m 'ifi'<iJ::;\i11 b 'W'l.! fl1'i 1~ bel.:J 
"" 'IJ 

i'I5'i'JJ.J~~bb'Vl~'i1'llel1ru1:5'm1 mi ~ Vl5Am1'll 2550 

1\i6'i'iJ.J'l.!rubb"1.:J'i1'1Jt11ru1~m1vicl ~V16P1m1'1J 2550 1'l.!VIJ.J1~ 14 J.J1\Jl'i1 281 n~1111 
d.t \I " , 

Jl 1cl 1~u.:i AU J.J 1 (,i 'i1 1 1\i'<il::; ~ el.:J 1 iX Ad 1J.J b 'U'l.! ~ ~'j::; bbfl el.:JA n 'iU n A 'i el.:J ci1 'l.!Vl el.:J ~'l.! (,I 1J.J Vlfl n bb "1-:J n1 'i .. 
ti nmel.:J(,l'l.!bel.:J(,11J.JL'<il(,i'l.!1'iJ.JflJ'1Jel.:JU'i::;'1J1'1J'l.!1 'l.!vf el.:J~'l.! bb6',::;ci.:i b~~J.J 11Xel.:JA mu nA'iel.:Jci'J'l.!Vlel.:J~'l.!b 'U'l.! 

VIU1cl.:J1'l.!Vlfln1'l.!fl1'i~~'V\1'lJ~fl1'i~161'iflJ::; bb"1::;iici1'l.!11J.J1'l.!fl1'i(;l~~'l.!t'<ilbbm'1JU'1JVl11'l.!~'l.!~ J.J1(,l'i1 

282 el.:J A mun mel.:ici1'l.!vi'el.:i ~'l.!~ elJ.Jii rl1m '<ilV1t11~1~ clvl' 11 tl1 'l.! m 'i~ bbmb"1::; ~~VI 1u ~ m 'im 01 'iru::; b ~ el 
'IJ 

tlw bcl'1JU'1Jel.:Jtl'i::;'1J1'1J'l.! 1 'l.!Vlel.:J~'l.! bb"1::;~elJ.Jii1-111mtl'l.!~~'i::; 1 'l.!fl1'if11Vl'l.!~'l.! fou1cl fl1'iU~Vl1'i fl1'i 

~~u~m'i~1u1'iru::; fl1'iU~Vl1'i.:J1'l.!UAA"1 fl1'ib1'l.!m'i1-1fl.:i bb"1::;ii01'l.!1'<ilV1t11~'1Jel.:J\Jl'l.!bel.:Jb~ma~1::; 
' 
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'U'a:::n1AtleNRW:::in~1R11l.1'1•nJbb'\A~'1.11~ 

611Vlfo'U <a:::fl11'1'1J 0-:Jfl ru:::-r fl'\~1fl11l.J 61--1'\J bb '1A.:i'1J1~ ~i'.Je.J'1\ol 0 fl11'\J~Vl11~~ fl11'1J0.:J0.:J A fl 1 

uflm0.:ici-ruvf0.:i~u~0 ouu~ 85/2557 b~0.:i n1111i1mzj.:i?tm~fl?tmvf 0.:i~uV110~u~V111vf0.:i~u 
" 

b uun11i1fl111 1~v 1 uu1::: n11'1-u0 3 11.X0.:ir1mu nm0.:ici1uvf 0.:i ~tlbb\ol"1:::u1:::bi1V1U1::: fl0'\Jli11t1~1mu 

?!l.J1~fl?tmvf0.:i~u \?l.:J\9101ud 1) 0.:JAfl11'\J~Vl11ci'Jti\Jl1'U'1i'.J?tm~fl?tm~1mt1~'\Jfltl 2) bVll'l'\J1'1Vlfl 
' 

u1::: bilVli'.1 ?tm~ fl ?tm ~ 1mu~u ?10.:i flt! 3) 0-:i A n11u ~V111ci1u ~ .:iV11 ~ bb\91"1::: bb t-1.:ii'.l ~ 1mt1?tl.l 1~ fl ?tm ~.:i 

Vl~.:J'1J0.:J~1tl'ltl?tm~fl ?tm0.:ir1fl11'\J~Vl11ci1u ~.:iV11~J.:iV1l.J~~il 0 ~ ri0u1u~u1::: fl11'!di'.Je.J'11-Uu.:JA'\J 
" 

4) hJil~ fl~ru:::~0.:i~1l.l1,11l.lfl!lVlmt111\i11 t1fl11L~0 fl~.:i?tm~fl?tmvf 0.:i~t1V110~ u~V111vf 0.:i ~u J.:id iJ 

1~tJ1l.J1!,1'a1 45 (12) (13) bb'1::: (14) bb'v1.:J~1:::11'1lUt1)rQ'~fl11b~0fl~.:J?!l.J1~fl?!il1Vl0.:J~tlVl10~'\J~Vl11 

VleN~tl ~.I'!. 2545 mHu.:iA'U bb'1::: 5) fm1'1lfl111tib'1J!,1~.:JVl1~1m:::~'\J\Jl1bbVIU.:J~.:Jbb\911:::\?l'\J'/j1tl1t1) 

n11~bl'l~ V1101:::\?lu 8 V11mvit1u bvl1'11u1u V110 6) bflt1fm1'1ln111t1b'1J1,1~.:iV11~1m:::11l'\J\Jl1bbVIU.:J~.:ibL\ol 

1:::\?l'\J'/j1tl1t1Jfl11~bl'l~ Vl101:::\?l'\J 8 V11mvit1'UbY11'11u1u bb'1:::~0.:i~t1Vl1000fl\11m1'1lfl11bb~1 Vl10 

7) b 'Utt'\Jflfl"11 u b '1J!,j~.:JV11~1!u bb"1:::~111.:i\Jl1 bb V11.l.:iu1:::u1t1V1101X1V1u10.:ir1 mil 1fl b0 fl'lltt V110mfl 
' 

... l d .c:il ,d I ,d .d.c:i1 ..::ii 1t./QJ I .di .::ii Q,J 4 QJ I 

u <a:::'1l1'1lt!VI b 'at! fl'1l0 0 tl1'10t!Vll.J fl11\l~VI::: b '\J tltl 1 fl'\J?l'JU'a1'1l fl11 Vl10l.JVltl.:i 6101'\.J'a0.:J \11 fl?!1tl'a1'1l fl11 

ci1u fl ru::: m<al.l fl 11?111V11 u 1::: fl 0u li11 tJ ~1111'1! fl 11~.:iV11 ~ b uuu 1:::u1u m<al.l fl11 5 tJ fl11 
" 

~--1V11 ~flttVl~.:izj,:i 5 tJ m 1?1-:i?t ~l.l0'\JVlm tJ ~ rl1m tJ fl11fl11b~ 0 fl ~.:iu 1:::~1 ~.:iV11 ~ ~ rl1m tJ fl11~Tufl.:i1u 
'U Ci 'U 'U 

tufl .:im tJ 1 ti ~.:JVl1 ~ (~ 1 t!VIVl11) bb'1 :::u <a:::51tl?t mVl0 fl 11\-11 ~.:JVl1 ~Vl10U1:::51tl ?Im 01,1 ?!1VI fl 11l.l 
' 

~.:JVl1~Vl10U1:::51tl?lil1 Vltl1tlfl11l.JU <a:::~1~.:JVl1 ~zj.:JA~ b~ 0 fl fltlb0.:J 1 ~b VI~ 0Vl~.:Jfltl b 'Utl fl11l.l fl11 1 ~ 

V\0-:J ~tl~.:JVl1~ b 'Utl b'1'1J1tl fl11fl ru::: fl 11l.l fl11?!11Vl1 
' 

ifi51'rn'l.!rubb'1A~11'1.1e:i1ru1im1vm v-1 .A. 2560 
.:i " ., 

-r~511l.ltlflJbb'v1.:J11'1!01ru1~fl11VltJ ~.I'!. 2560 f11Vlti~1i"ltiVlm~~ 14 fl11Uflfl10.:ici1u 
"" "., 

?!1511ru::: bb'1::: n \I fl 1W?l1511ru::: b ~ 0U1::: btl'1ltJ'1J 0.:JUW'1l1'1ltl 1 UV\ 0-:J ~tll,11l.JVI~ fl fl11'W~tl10 ~1--1~.:J ~ti 

11l.JJ.:ici.:i b?l~l.J bb'1:::?t'l!'U ?!tit! fl11~~ fl11Pi fl~11 ~ bbnU <a:::'111'1.ltl 1 UV\ 0.:J~tl bb'1:::1 ti fl 11~ ~VJ°1'U~fl11 , 

?t1011ru::: bbi;'l:::n'1 m1l.l ?t1011ru::: 1~~ b uuV1u1~ bbi;'l:::rl1t11'1'1J0.:i0.:ir1 mu flm0.:ici1uvf 0.:i ~u (11 fl11-:i1l.l 

vi' 1 b 'Utl fl11 nu b0 fl'llt!VI 10Vlth tJ .:J1tl'1J 0.:J ,r ~VI 10 fl1 'jl.J 0'\JVlm tJ 1 ~ b0 fl'lltl Vl10VIU 1 t),:j 1tl'1J 0-:J -r~vi' 1 b 'Utl fl11 
"" "" 

'1::: b uuu1::: lt!'l.ltJ LLriu 1:::'1l1'1.lu1 uvf 0-:i~umfl fl11 m 1~ 0.:ir1 mu flfl10.:ici1uvf 0-:i ~u'1:::1111 b Du fl11b0.:i 

0.:ir1 mu flfl 10.:ici1uvf 0-:i ~u'1 :::-:i1l.JV110l.l 0uV1m t111.Xb0 fl'l.lt1V1~0V1th t1.:i1t1'1J 0-:im flf ~v11 b -Ou fl111!u n11il 
"" 
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1,rnJVl1~11'1lU()JfY~'i~butiuu1vi1111'1lfl1'ibb~tJ~tJ (uuu~ 5) Vl.~. 2545 m1J111 3/1 

U()J fY~11 "fl1 'i'U1Vl1 'i'i1'1l fl1'i(P)eM b'U'l.J 1 tl b ~0'U'i~ ltl'1lU~'U'U0-1'U'i~'1l1'1ltJ bfl ~e.Jm1l.l~'Vli~0m1n'1'U0-1 

-r~ m1l.li1tlw~'Vlfifl1'l"l m1l.!Al.lf>i11 m :a-:im 'ifl':ilbb vi-1½'~ fl1'rn~.ff u1J10tJfl11tlfiu~-11u fl1'i~~m'in'1 
~ , ~ d--l 

bb~ ~ tl'U b~ flVl'L.J1tl-11tJ~ll.J-:i11 b 'UtJ fl1'ifl'i~'11 tlll 1'ifl'1 bb~~'Vl ½''l"l tl1 fl'i b VI bbn~0-1~'\.J fl1'ifl'i~'11 tl01'\.J1'1 
' 

\?l~~u 1'1 m 101m tim1l.ll;'l~m fl bb~~ fl1'ilJ10'\Ji;'{tJ 0-1m1l.l(P)0-1 fl1 'i'tl0-1tl 'i~'1l1'1ltJ i1 e'.i'½'u~~'1l0u ~0 e,..i ~ 
" 

'tl0-1-11u" m 1tlfotl1-1fl rum'V'l fl1'i 1 viu1fl11~-1 b 'UtJbb m'V11-:ivt~-:i~'<il1b tlu0~1-1~-1 b ~01 viu1vi1111'1lfl11 
' ' 

b 'U'l.J l 'U 0 ~ 1-:iiJtJ 'i~ ~'\11 fl ll 1'\"l bb~ ~i;'{1l.J 1 'i'1 IJ10'\J i;'{tJ 0-1 IJ11l.l fl11l.l (Pl 0-1 fl 1 'i'U 0-'.l'U 'i~'1l1'1l'l.J (ci°1U fl-11'\.J 

flru~m'il.lfl1'i~\,l,JtJ1'i~um1'1lm1, 2549) 

11b~'1l ~tJ'Vl'i~'i bb~~1Vlh'1tl .!l'Vl'i'l.J'i1fl~ (2544) 1~fl~11H11 m1tl1~biJue,..i~vioJ1m1u1u 
' 

'i~'U'UbU~ '<il1b'UtJ(P)0-1iJbflru611l.l11J1'i~1tJ (Standard criteria) bb~~\911{1~ (Indicators) b~0b'llb'UtJ 
"' 

bflru611~~1~(1.J 7 bflru611 tl1~fl0u~1tJ 

1. bfl ru 611 ~l.l ~'Vl fie.J ~ bb~~ fl 11u 'i'i ~ 1 IJ1 ~tl 'i~i;'{-1 A'U 0-:iu btl'U 1 tl (Achievement) b tlu fl 11 

b'U~tlu b vi tl'Ue.J~ fl11~1 b uu-11u'U0-1vioJ1ti-11u~t11u 1tiu 1 tl 1 tJtllju~ nu11J1 ~tl1~i;'{-1ri~ n1viu~ 1 nu 

'l.Jltl'U1tl 1~m'UtJfl1'i'UWbiJtJe.J~'U0-10-1Afl'ibtJ 2 ci1tJA0 e,.J~b'l.Jfl1'l"l'i1l.l bb~~'i~~utllju~fl1'i 

2. bfl ru 611 fl 11l.Jbi;'{l.J 0 .fl 1fl (Equality) bb~ ~ fl 11l.l b'U tJ 5'i'il.lbtJ ~ -'.!fl l.l (Social equity) 

'U'i~fl0'\J~1tl\911{1~~ci°1~(1.J 4 'U'i~fl1'iA0 fl1'ib-n'1n-1 (Accessibility) fl1'i~~i;'{'i'i'Vl½''l"ltl1fl'i 

(Resource allocation) fl1'ifl~~'11tle.J~'U'i~ btl'1lU (Distribution of benefits) bb~~fl11l.Jbi;'{l.J0fl1fl 

(Equality) 

3. bflt\J611fl11l.Ji;'{1lJ1'i'1bb~~~ru.fl1VlbtJfl1'ibVl'U1fl1'i (Capability and services quality) 

'U'i~fl0'\J~1tl\911{1~ 4 'U'i~fl1'iA0 i;'{l.]'a'jf,l'l.J~'U0-1Vl'L.J1tl-11'\.J (Organizational Capacity) fl11l.l~1n-1 

bb~~bvlti-1'l"l0 (Coverage and adequacy) fl11l.l~btJfl1'ibVl'U1fl1'i (Service frequency) bb~~ 

'U'i~~'Vlfifl1'l"l fl1'i 1 Vl'U1fl1'i (Efficiency) 

4. bflru611m1l.l½'u~~'1l0'\J'U0-10-1Afl'i (Accountability) tl'i~fl0'\J~1tl\911{1~ 4 'U'i~fl1'iA0 

~tJ5fl'1~0~-1fll.l (Social commitment) fl11l.l½'u~~'1l0'\J~0i;'{151'iru~ (Public accountability) 

fl1'ibVIVl'1fl'U'i~fltJfl11l.lb~tl-1 (Risks guarantee) fl1'itl0l.lfo-n'0~~'l"lm~ (Acceptance of failure) 

5. bfl ru611 fl1'ii;'{tJ 0-11J10'\Jfl11l.J(J) 0-1 fl1'i'U0-1'U'i~'1l1'1ltJ (Responsiveness) tl 'i~ fl0'\J~1 tJ\911{1~ 

4 tl'i~fl1'iA0 fl1'ifl1VltJ~'U'i~b~tJU()JVl1 (Problem identification) fl11½'u~-1m1l.l~~bi1tJ (Public 

hearing) l.J1(,l'ifl1'ib :a-:ifl~~'VlITT 'l.Jfl1'ibbnl 'UU()JVl1 (Strategic measures) bb~~fl11l.J'i1~b ~11 'l.Jfl1'ibbm 'U 

U()Jvt1 
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6. Ln ru ~ A 11lJ vi ..:ivH:i l'1'1l tl ·H'l n r71Vl 1 eJ u '.i ~61l1 n '.in~ mu 1 Vl lJ 11:J (Client's satisfaction) 
~ ' 

U'.i~neJU~11:Jlll1~1(11~~11"i'~ 2 U'.i~n1'.iAtl '.i~\ilUA11lJ~..:i·1,rn1'1 (Degree of satisfaction) n1'.i 

mrnfoVl1eJl"i'(llr71'U (Acceptance or rejection) 

7. Lnru~~flL~l:JVl11:J~eJ~..:JAlJ (Social damage) U'.i~ne:iu~11:Ji1~'J(ll 2 U'.i~n1'.iAeJ 

~fln'.i~VlUJl11:J'UeJn (Externalities) ~'UVl'UV11..:J~..:JAlJ (Social costs) 
' 

e:i..:i 1-i n '.iU n A '.ieJ ..:i~1'U vi' e:i..:i ~'Ui11Vl fr n n 1 '.iU~Vl1 '.i~ (11 n 1 '.i~ ~lJ 11 -ul 'LI n 1 '.iU lj u~ ..:i1'U b(ll 1:Jii n" ~vi§ 

u '.i~ n e)U ~11:J n1'.iUfoui..:i n!lVllJ1 l:J'.i~ Lu !:JU~ L~ l:J')'Ue)..:J L ~e) LU(ll fa n1?f1 VIU '.i~61l161l'U \?l'.i1\J?f e)U n1 '.i 

U~Vl1'.i..:J1'U'1leJ..:ivf e:i..:i~'U LLfl~f11V!'U(llV!f°{ n Lnru~ LLfl~i1~1(11 n1 '.iU~n1'.i~(ll n1'.i~~ L~ m U'U LL mm..:i1 VI 

Vle)..:l~'Uulju~ LLf\~ 1-if L U'UVlfr n 1 'Un1'.iU'.i~LjJ'U'J(ll~f\..:11'U'1Je)..:I LL~fl~Vle)..:l~'U 

'Y-l'.i~'.i161ln~~5nTJ1~11:JV1frmnru~LLf\~1in1'.iu~V11'.iihn1'.iu1m~e:i..:ivi~ Y-l.1'1. 2546 ~ 

L'1\?l'U1 '.ilJ ru L ~ e) 1 Vl~1'U'.i161l n1'.i~ e:i..:iulju~nu fa l:J 1 oifi5n1'.iU ~Vl1'.in'1 n1 '.iU1'U L~ e),1~ ~ L ~ e)U w bl:J61ltl~'1J 

'1J e:i..:iu '.i~61l1'1l'U Ln (11 ~fl ~lJ ~vii~ e:im '.i n\J'LJ e:i..:i-r~ iiu '.i~ ~vifim'Y-l Ln (11 m1lJ ~lJl'i11'LI L ~..:im'.i n'1'1l e:i..:i -r~ 

fl(ll.fr'U\?leJ'U n1'.iUlj U~..:11'U~ Ln'U A11l.Jlil1 L U'U U'.i~61l161l'U1~-ru n1'.iB1'U11:JA11lJi;'f~(ll') n LLfl ~ 1~fo n1 '.i 

l?l eJU?f'UeJ..:JA11iJ~e:i..:i n1'.i fa1:JiiL u 1Vlm1:Jlil..:i-d' (?f1?f ~ n1'.i~1u n..:i1'UAru~ n'.i'.ilJ n1'.ii\9lJ'U1wurn1'1ln1'.i, 

2547) 

1. L n (11 U '.i ~ b l:J 6ll tl ?f '1J '1J eJ ..:I U '.i ~ 61l 1 'll 'U 1 ~ Lb fl n 1 '.i U ~ VI 1 '.i '.i 1 'll n 1 '.i ~ ?f 1 lJ 1 '.i '1 \?l eJ U i;'f 'U eJ ..:1 
' 

(Responsiveness) ~ e) A 11 lJ ~ e),1 n1 '.i'LJ e) ..:iu '.i~61l161l'U LLf\ ~'Y-l l:J 11:J 1lJ~..:i1 VI Ln (11 ~ fl n '.i ~Vl u1 'UL~ ..:iu 1 n 

(Positive impact) ~eJn1'.ii\9lJ'U1~11?1U'.i~'ll161l'U 

2. Ln(ll~fl~lJ~Vli~eJ.fl1'.in'1'1JeJ..:Jf~ 1~LLfl n1'.iU~Vl1'.iL~e:i1m~~flfr'Y-l6 (Outcome) (,l'.i..:i\?11lJ 

11?1 ~ u '.i~?f ..:il-i (Objective) ~ 11..:iHb(ll 1:Jii n 1 '.iU1Vl 1'.i LL u u ~..:i LU'U ~ fl ~lJ ~ vii (Result base 

management) LLfl~n1'.i~(llvi1'LJeJ(,lnfl..:i11~11:J~fl..:l1'U (Performance agreement) 1'LIVJn'.i~\ilU 

3. iiu'.i~~V16Jl1'Y-lLbf\~Ln(llfl11lJrllJl'l11 'UL ~..:IJl1'.in'1'1JeJ..:lf~ 1~LLfl n1'.iU~Vl1'.i~'1~~eJ..:l'W'11'.iru1 ' .. 
1'LIL~..:ILU~l:JUL'Vll:JU'.i~Vl11..:i'U'1~1:J,J'1L'U1 (Input) nrnrnfr'Y-lfi (Outcome) ~Ln(ll:ff'Ufal:Jiin1'.iV1°1 

Cost/benefit analysis 1 Vl?f 1m '.if:11 Lm1~1,1r111iJ L U'U 1 u1~ LLfl~A11lJ~lJl'l1'1leJ..:I LL~'LI..:i1'UVl1eJ bA '.i ..:Jn1'.i 

~1..:11 L'Vll:JUnUU'.i~bl:J'lltl~1~-ru '.i1m~..:i~m~UUn1'.i11..:JLU1VllJ11:Jn1'.ivi1..:i1'ULLfl~'J(ll~f\..:11'U'1Je)..:ILL~fl~ 

~flflfl (Individual scorecards) ~LzjtllJbmnrn~lilUtl..:1An1'.i (Organization scorecards) 

4. hJii.fr'U\?leJ'Un1'.iUlju~..:i1'ULn'UA11lJlil1LU'U 1~LLfl n1'.ifl1Vl'U(ll'.i~l:J~L1fl11'Um'.iulju~..:i1'U 

LLf\ ~ n1 '.if\ (11.fr'U \?) e)'U n1'.iU lju~..:11'U (Process simplification) LLf\ ~~ (111 Viii n1 '.in '.i~ '111:J e)
0

1'U 1'1 n1 '.i 
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~(,)~1..Jl '<il (Empowerment) b~ell-Xfl7'i'Un'U~-:J11..Jb'1~'<iliu~~(,)'IJ~fl7'ilnfi'~1nmh:::•1mJu 'i1l.J~-:Jfl7'i 

un'U~-:J11..Jl1..Jiu One-stop service 

5 . iin1'i'Ufo'UHf11'if1'1'1Jel-:Jci1m1'1Jfl1'il-Xvi'u~mV1\9lfl7'it:\J b~bbri fl7'iVl'UV111..Jbb~:::u{uu'i-:J 
' ' ' 

fl11l.J'11~ '1) bb~:::m1iPi11b 'UU'llel-:Jbbt:-JU-:J11..Jbb~::: bA'i-:J fl1'i°vJ m:m::: (Program evaluation) fl7'i~'U b~ n 

ci11..J 'i1'1J fl7 'i~bl.J'.i11 b 'U 1..Jbb~::: fl7 'i'U fuu 1-:J n{)V!l..11 t.l n{) 'i::: b 'U t.l'U ~1-:J 1 l ,X b Vl:l.J1:::mJ nu '1!111 fl7 'it:\J el tj 
b'1l.J el 

6. U'i:::'1J1'1Ju \~fu n1'i01u1t.1A11l.J'1:::\1l1 nbb~::: \~fon1'i\9lel'U'1Uel-:JA11l.J~ el-:J n1'i \~bbnn1'i 

u n,r~ 'i1'1lfl7'i~l.J-:i b iiu ~-:im 1l.J~el-:i fl7'i bb~ :::m1l.J~-:ivrn l'<il'llel-:JU'i:::'1J1'1Jue'.i'fou~n1 'ib 'UUVI~ n b\1l t.1ii fl7'i 
,.J ' " 

611'i1'<ilfl11l.J~el-:Jfl7'i'llel-:J'U'i:::'1J1'1Ju (Citizen survey) bb~:::m1l.J~-:ivrnl'<il'llel-:J~{uu~n1'i (Customer 

survey) l1..JV1mnV1mt.116bb~:::b'U1..Jb'Uel81-:J'1J1b'1l.Jel b~el°LJ1:l.J1Ufou1-:in1'iUD'U~'i1'1Jfl7'i~elb'U 

7 . iin1'i'U'i:::bll1..Jt:-J~fl1'i'UD'U~-:J11..Jel81-:J'1J1b'1l.Jel b~bbf1fl7'i\9l'i1'1'1el'Ubb~:::1\1lt:-J~fl7'i'UD'U~-:J11..J 

b~el 1 -Xbnm:::uu fl7'ifl1'\J~l.J\911..Jbel-:J (Internal control) zj,:i'<i]:::'V11l .Xml.J1'iflt:-J~ n(il1..Jfl7'i'UD'U~-:J11..J'llel-:J 

el-:JAn'i 1 .Xm'i~ b U1Vll.J1t.l b~el81-:iiiu'i:::~V16Jl1VI 
' 

61'1un-:i1uAru:::m'il.Jfl1'iiW.JU1'i:::'U'U'i1'1Jfl7'i (2547) \~iW.JU1'i1t.l~:::b0t.l\1l'llel-:J~1t1(,)l1..J bb~ 

~:::V1m\1ll1..Jn1'iiW.J1...11Aruf11V1n1'i'U~V11'ib\1lt.1'i1l.J ~1un1'il.J-:ibiiu~nA1~fuu~n1'i 'W'<il1'iru1'<il1nn1'i 
'I 'I 'U 'U 

o "' 'l d ., .':1 "' " • I "' ' "'• I "' " \1l1b 1..J1..Jfl7'i b 1..Jb 'iel-:Jfl7'i'i'U~-:JA11l.JA\1lb VIU'llel-:J u 'i:::'1J1'1J1..J l.J'1Jel-:JV11-:JV1 u'i:::'1J1'1JU'11l.J1'iflbb'1\1l-:JA11l.JA\1lb VIU 

b~ t.11 nuu~ fl7 'i '1161 'i ru::: b~Vlm t.1-del-:JV11-:J ii fl7 'i1 bA 'i1 :::~m 1l.J b i11..Jbb~ :::-if 8b'11..J frbb u:::'lJ el .:JU 'i:::'1J1'1J1..J 

~fou~n1'i f11'i'Ll1 t:-J~ n1 'i fuv1-:iA11l.JA\1l b i1uiJ1ufou 'i-:J fl7'il .Xu~m'i fl7'ibbfll 'll'U ruV11bb~:::'i:::uu 
" ' u 

~(,)\911l.Jbiel-:Jb~el'U'i:::bt.1'1J1.J~el'U'i:::'1J1'1JUe'.i'fou~fl7'i bb~:::fl7'in1Vl1..J(,)l.J1\9l'i~11..JVl1el16fl7'il-Xu~n1'i " ~ 

n 1 'i'W W.J'LI 1 A ru.n 1'V-l'U ~n 1 'i bb6'1:: bA ~ei-:iii el'U ~Vl1 'ii;l 1 vifo n 1 'i'W W.J'LI 1 A ru.n 1'V-l 'U~n 1 'i 
' ' 

vJ~u A elVl b~ el { (2550) n ~ 1111'1 \91 'iG11b ~'1Vl 1-:J f11 'i\91 ~1\1l b 'W t.l-:J'1\91 'H~ t.11~ fou 'i:! nu 
" " 

A11l.J611 b h 1 -Xo'in '<ii b~Ael fl7 'i t:-J~ \91 ~1..J\'11Vl1el'U ~fl7 'i b~l.J bMl.J A11l.J~ el-:J fl7 'i~ tJ-:J \l.J\~fo fl7'i\91 el'U'11..Jel-:J 
' 

'<i1:::bn\1l6l11..J'<i11nfl7'ib~l.J~(,)A11l.J'11:l.J1Wfl7'ivi1-:J11..J'llel-:Jel-:JAn'i'Unmel-:Jci1uvfel-:i~Ubel-:J fl7'ib'U1..J~t.lell.Jfo 

LL~::: b~A11iJ11l.Jiiel'<il1nu'i:::'1J1'1Ju m1l.JA\1l~b~l.J n1'iu1m1l.lfo~:::L VlA l u fa81 V1l.J\ uu'i:::t.ln\911-u b\1lt.l 
" ' 

1mV1l.J'1Jel-:JVlel-:J~1..Jb~t.11'LJel-:Jn'UA11l.JA\1l~b~l.J~11..Jfl7'i~\1lfl7'i'llel-:Jel-:JAn'i'Unmel-:ici1uvfel-:i~u b-du fl7'i 

1 .Xu~n1'ii 'U bb 'U'U 1 Vll.J f1'1n'i'il.Jl Vil.J b'llU ufuu1-:in1'i 1 i½u~fl7'i'1161 'i ru::: nWW(1lJU1fl75dieN fl751i½ 
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~ 11 ?111-if el:W fl LL fl :::ci-:i L?t~:w1 ~u 1:::'ll1'llt1ilci1t1 ci1:w 1~ t1fi111u~n111u LL uu1 vil.Ji!t1'W "il 11 ru 1 "il1 n 
'U 'U 

V1'1mnru~ 4 <LJel Ael 1) fl"iln'i'i:Wi!t1ilm1:w~m~el-:Jb'U'UbU'ibbn'i:W (Program activities) mnn11 

n1'iV11-:J1'UAf-:iL~tl1 (Sinole event) 2) b'U'Ufl"iln'i'i:W~lJAt:Ufl1bbfl:::AruU'i:::btl'IJU~el~-:JA:W b~'U n1'i 
::, ' ' 

?f ~1-:J'i1 ti 1191 n1'i'W~J'U1?f fl 1Vl ~,1 bb 1~ l;1 el :W 'W ~ 'U 1A'ULbfl::: el 1~Vl 'i1:W ~,1 n1'i'W ~ 'U 1VI 1-:J n1'i bi:J el-:J 

3) el-:JA n 'iU n A 1el-:ici1t1vi' el-:J ~t1ilci1t1 '1'11-1 qi v\'11 ~Ln~ n1'ib u ~ tl'ULL ufl-:i~-:i n~11 i;1,1 L?f~:w1 ~Ln~m1:w 

ci1:wi:JmL~:::m'ib 'U'U'W'Ufiil(,)'i('U 4) 'U1(,) n'i'i:W n1'i~~ n1'ibn~('ULel,11~ tl?flJA'i 1"il b~tl 1l.Jilvith t1,:n'U 1~ 
., 

'\J-:JA'UVl~el~tl1 

Malcolm Baldrige National Quality Award (MBNQA) b'U'U~'Ubb'U'U'i1-:J1~~rumVlLL1A-:J'll1M 

'1l el .:JU 1::: L VI ¥i?f VI t~el L:W~ n1 zj ,1 L 'U'U ~'LI LL uu 11-:i1 fl~ ru fl 1Vl LL ,A '1'1l1M~u 1::: L VI ¥1 ~ 1-:i 1 ~1 l~ n'111 u 

U'i:::tln(,)1i L-li'U U'i:::bV1¥1&ut1 elel?fb(,)'ib~tl ~-:iAlu{ bb~:::mLm~tl 1t1ci1t1'1Jel-:JU'i:::bV1¥1?fV1t~m:w~n1 
'I u 'I 6-1 

u~,;'Vl'1l'Ll1~1viaj~1191'i1-:J1fl~rufl1Vl MBNQA Ael Motorola, Inc. Lbfl::: Westinghouse Commercial 

Nuclear Fuel Division 1t1tJA.¥l. 1988 bb~:::u~,;'Vl'1l'U1~L~nm191tm1,11~ Ael Globe Metallurgical, 

Inc. ci1t1q1n"il~1~u~m'i Federal Express (FedEx) 1191tu1t1tl A.¥1. 1990 (Evans and Lindsay, 

2005) l~t11(9)rJU'i:::?t-:iAVl'1n'1lel-:J'i1-:J1~Arufl1Vl MBNQA u1:::nel'U\911tl (National Institute of 
' ' 

Standard and Technology, 2006) 

1. b~el-d1t1m:::~'Uel-:JAn1'ib~lJn1'iUtuu1-:iJ,11911'UAt:Ufl1Vl (Quality) bb~:::m'ib'W:We.me.J~(,) 
' ' ' 

(Productivity) b ~lJA11:W?f1:w1'irl b 'Un1'ibb-d-:iit1~~,1('U 

.d ' , ' d. I o " 1 •I.., • I ~ ,., .. 
2. bVl eltl nt1el-:Jel-:JAn1'i(,)1,11 VI u'i:::?f'UA11:W?f1b H 'U n1'iu1'U ui-:i~ruf\1Vl i;i'UA1 bb~:::/Vl'iel 

'U~n1'i'1Jel-:J(J)'Ubel-:J 1191~('U 

3. 
d ii d".d t ,Q V ' I 

b Vlel?f'i1-:Jbb 'U1V11,1 bb~::: bn t:U'o/1VIVl-:Jfl1Aq'in"il fl1A~(,)?f1VI n'i'i:W f\1\-l'i~ bb~:::el-:JA n1'i(,)1,11 

1111 UUWbil'UA11:W?f1:w1'irl'1Jel,1(,)'Ubel-:J b ~el 1-ii'l 'Un1'iUfoU'i-:JAf;Ufl1'V,j ' , 

4. 
.,/ 1 V ~I .J I ' .J a I d" ..S t,,q Q V 

b Vl el 'll bu 'U bb 'U 1V11,1VI bQVl 1::: b "il1::: "i),1 bbn el-:JA n1 'iVI u 1:::?{,1 A "il::: b 'itl 'U 'i f;'j,1 n1'i'U 'iVl1 'i"il~ n1 'i 
'U 

el-:JAn1'ib ~el 1 W.191foA11:W~1 b ~"il 1 'Un1'i'W~'U1At:Ufl1Vl'1Jel,1 el-:JA n1'i 
' 

National Institute of Standard and Technology (2006) 1191~~Vl1bnru'o/lb'Un1'iU'i:::bil'U 

el-:JAn'ib~elfo11-:i1fl~rumVlLLiA-:i'1J1M The Malcolm Baldrige National Quality Award (MBNQA) 

L ~ elci-:i L?f~:w 1 ~el-:i r1 m~ L -if 1ci1:wu 1::: m ~ L 'U'U el-:JA m~il Pi' n t1mVl L 'U'Ub~¥1 l~ t1il n'iel'U'llel-:J Ln ru~1 'LI m 'i 

'W"il1'it:U1 7 vim~ U'i:::nel'U\911tl m1:::~-J1 (Leadership) n1'i11-:Jbbe.J'Unfl~Vl6 (Strategic planning) 

n1'il.l-:JbU'U~fou~n1'ibbfl:::(J)fl1~ (Customer and market focus) n1'i1~e.J~ n1'i1b\°l'i1:::ifo~:::m'i 
' 'U 

~~n11A11:wj (Measurement, analysis and knowledge management) n1'i~-:JbU'UV1tVlt11n'i 

~AA~ (Human resource focus) n'i:::'U1'Un1'i'U~V11'i~~n1'i (Process management) Lb~::: 

e.J~"'Vl6 (Results) ~-:ibb?f~-:i1t1mVl~ 1 
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Jl1'W~ 1 bbMl..:ivl1bb'IJ'IJVl:lJ1~G11Vl,r'IJ'a1..:11"1flrufl1'Wbbt-,..:1'1l1~'1Je:J..:I MBNQA (National Institute of 
' 

Standard and Technology, 2006) 

.d t1 c:i1 Q.) ' v ' a.., 

'11 f1Jl1'WVI 1 '1::: b um1 tl '1::: b e:i tJ ~'ll e:J..:l "1 n ~ru::: e:i..:i fl m '1fl1'W bb 1~ "1 e:Jl-l'IJ e:i..:i e:i..:i fl m "1 n~ru:::'IJ e:i ..:i 

fl11lJ~lJ~'U(j tJVl51"11'1\9l1'1le:J..:IA11lJV11Vl1tJ~e)e)..:Jl-lf1'a '11f1vl1bb'IJ'IJ'1Je)..:J MBNQA '1::!bbU..:I 
' 

1:::uutl5u~f11'ae)e)f1b'U\J 6 VllJJ~zj..:ib'U'U'a::!'\J'IJ'U5U~f11'a~'1::!V111"M'IJ'a'a~~..:ie.J"1~'W5'1Je)._:je)._:j\'lf1'a 1~ti~ 

VllJJ ~fl 11::: f11 'at11 e)..:11-1 f1 'a f11'a11..:I bbe.J\J f1 '1 t!VI 5 bb'1::: f11'a~..:I b 'W1.J~fo'IJ~f11'a bb'1 ::!\9l '11~ '1::: b 'U\Jf1~lJ'1Je)..:I 
, , 'U , 

n 11:::~,l 1 b 'W 11::!'a::!'\J'\J'U nu~ f11 'a f1 ~lJ,d' '1::! b 'U\J~1\J 611A ru~ '1::!Vl 11 tX ~'IJ ~Vl1'a b ~\JA11lJ '11A ru'IJe:J._:j f11'a 
'U ~ , u 'U u 

11..:1 bbe.J\Jf1'1t!Vl5bb'1::!f11'abb'11..:IV!1 fam'111.Je:J\J1fl\9l ~1\Jf1~lJ~'1e:J..:i'U'a:::f1e)'IJ 1 'IJ~1tl f11'a~..:I b 'U\JVI ,r'Wtl1 f1'a 
' ' ' 

m:::mi.J n11~'11A~'1::: b 'Ui.J ~ ~ bb'111.Jm<a~'1:::vl'11 tX e:i..:i1-1mu <a<a~e.J"1~'Wi~i..:i 11 zj._:i1:::uuu5'lm n111 i.Jvin 

vim~'1:::iie.JffV111 tXe:i..:i1-1 miil'i' ntim'W11.Jf11<a'1{1..:ie.J ~\9lJl ru'Yi 61{1..:iu~m<a n11u~vi11~~n11~fou~ m<a 
" 

Zhao bb"1:::flru::: (2004) 1~t11me:J'IJ'a1..:11"1flrufl1'Wbbt-,..:1'1l1~'1Je:J..:i MBNQA 1u1"ITT1.Jf11'a~\Jll\J1 
' 

bfl 1 e:i..:iii e:i1 ~ fl rum'W n 11u ~vi11~ ~ n 11 bb"1::: l'i' n tifl 1'W'1l e:i..:i e:i..:i 1-1 n <a'IJ e:i..:ivith tJ'IJ ~f11 <aV11..:i ~ 11.J e:i \9l'11Vl n <a<al-1 
' ' 
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'()eJ,n.h~bVll'l~'U tvi tl~1 'Uci1'Ubb 'in'i~'U'UUiju~ fl1'i'1~U'i~ ne:iu 1 ,J~1mmw'v11 'Ufl1'i'lh~b il'LI 6 Vllnvi 

b~bbfl .fl11~~'t.h fl1'i11..:lbbe.J'UfWWVl5 f11'il-!..:lbU'U~{'U'U1fl1'ibbfl~(,lf\1vi fl1'i1vie.Jfl f11'i1bfl'i1~~bbfl~ 
\J '\ 'I "lJ 

n7'i~vi n1'im1lJ1 n1'il-l..:ib ii'LIV1fvrn1 muflflfl bbfl~m~m'Un1'iu1V11'i~vi n7'i ci1m~uuu nm, n1'i~ 
'lJ 'I 'I 6-l 

;;, €l .,:izj ..:ii' vi e..i fl l;l'l'J B'U e:i ..:i e:i..:iri m ,J 'i~ n e:iu ~1 tl Vlln vi'v'l i;i' n 1 4 Vlln vi~ eJ fl17lJ vi ..:i'l'J €l h'U e:i..:i~ fl fl 1 m 

e.Jfl l;l'l'JB'Um m'il-1..:i b ii'LI~f uu 1 n1 'i e..i fll;1 'l'Jt1V11..:i~1'Un1 'ib1'U bbfl~ fl1'i(,l m vi bbfl~U'i~~Vlfie.J fl'U e:i..:i €1..:iri m 
' 'IJ 

Lakhe bbfl~ Mohanty (1994) n~1111 bb'U1~vi'UeJ..:Jn7'i~vivh Total Quality Management 

(TQM) ~ €ln7'i~vivh 1 i½e:i.:iri n7'i~ n1'iufuu'i..:iG1m'i~'U~e:i~1..:i~e:i b ~ e:i..:i zj.,:i~m1m11 b 'U'U 1 'Lln7'i 1-ub Vlfl'1fl 
' 

bbfl ~ bfl ~ e:i..:iii e:i -<ii 7'U1'UlJ 1 n 1 'LI n 7 'it,l 'il -;,i 1 vi 6'17Vl -r u e:i..:i ri n 'i~~ n1 'i~ vi vi' 7'i~uu fl ru.n 7'1'J'1 ~6" ..:i Ln(,l 1~ '17 n , 

1) 'i~'U'U n1':i~vivi' 1fl t\J.fl1'\'j \I~ b 'U'U ci1'UV1~..:l'1J €1..:l'U bc.l'U 1 ti bbfl ~ n'i~'Ul 'U..:11'U'1J €)..:I €)..:!fl n'i 2) 'U fl fl 1 n'i 
' . ' 

.fl1tl1'LI~fl11lJ b -ii'11 \I bbfl ~ b ~'LI fl11lJG'11fl ru 1 'LI n 1'i~ vi'Vl7 'i~'U'U fl ru.n 1'1'J11 \I~ b 'U'U ci1'UV1~..:J'U e)..:J fl1 'i'U 'i'ifl 
., ' ' 

L u1V1m tlVl1..:Jo'in'1'UeJ..:ie:i..:iri m 3) 1fl'i..:JG111..:i'U e:i..:ie:i.:iri m~ n1 'iUfo\,116'11V1fu 'ieJ..:ifo'i~'U'Uflrum'l'J 
' ' 

4) ~ f)1 'i'v'lfl e)lJ 'illJ m 1lJ~ e)..:J n 1'i'UeJ..:J ~-ruu 1fl1'i .fl 1 ti 1 'LI bbfl~.fl 1 tl'U e) n b 'U'U ci1 'UVl~..:l'U e)..:J bb e.J'U 6'i f1\l'U €)..:J 
'IJ ' 

e:i..:i rim 5) n1 'i1 vim 1lJ ~ e:i..:i n1 'i LL fl ~m 1lJfl1viV11..:i'U e:i..:i ~fou 1 n1 'i b 'U'U ci1'U ~1 fi' ru 1 'LI n1 'iG111..:i G1m'i~'U~ 'IJ ., 

Ugboro bbfl~ Obeng (2000) 'l'J'U111'U€l..:1An'i~'U7'i~'U'U TQM L-ii'11u1-u'1~'1'J'Ufl761Vl~lJ~'U5 

~ b 'U 'LI 'U 1 n (Positive correlation) 'i~Vl 11..:i .fl 71 ~ ~ ,11 'U e:i..:i ~ 'U1Vl 1 'iG1 ..:i 61 vi n 7 'i1 i½ eJ
0

7'U 7 '11 'LI n7 'i 
'U 'U " 'I 

uijU~..:11'U'UeJ..:J~flflln'i (fl1'i11½01'U7'11 'Ufl1'i\,Jvi~'U1'1, fl1'i~ci1'U~1lJ1 'Un'i~'U1'Ufl1'i\,Jvi~'U, bbfl~fl1'i 

L -ii'1~..:i'tleJlJfl~11?ll'iLLfl~Vlf'l'Jmm 1 'Lle:i..:iri m) m1l.Jvi..:i'l'Je:i 1-;,i 1 'Lln7'i'Vl7..:J7'U'UeJ..:J'Uflfl7 mbbfl~fl17lJvi..:i'l'JeJ h 
'IJ ' 

'Ue)..:J~fo'U1fl1'i 
'IJ 

Kaplan bb fl~ Norton (1996) 1 ~ n ~ 111 -n 'LI The Balanced scorecard: Translating 

strategy into action 11il~V11..:i~1'U~nA1Vl~eJ~fou1n1'i (Customer) '1~1vi'11nci1'ULLU..:Jfl1'i(,lfllvi 

(Market share) ~fou1m'i1Vll-l (Customer acquisition) n7'ifmn~fo'U1n7'ib~lJ (Customer 
'IJ 'IJ 

retention) n1h~1~-;,i1n~fuu1n1'i (Customer profitability) bbfl~fl17lJvi..:i'l'JeJ1'1'UeJ..:J~{uu1n1'i 
'IJ 'IJ 

(Customer satisfaction) 



"llel'Ub "ll~"lJeJ{l 1f'l';i{lfl1';i1:ijEJ 

d 
'U'Vl'VI 3 

i :5' El L ~.:!~111-ilfl 11lJW.:J'V'l 0 t-il61J e).:JU 1~61!161l'U er-ru~ f11161J e).:J e).:J ~ f111U ~Vl11'11'U i1u ~ ~=rn cJ 
'U ' 

U1~i1U.:JUU1~ll1W 'V'l.fi'!. 2563 ~titJ~fl111'Ll.:J1'UtJ~fl11~1.:J1 61Je:J.:!0.:!~fl11tJ~Vl11'11'Ui1tJ~?l~cJ 

t111c.1iiu1~L~t1fl11'1111-ilu1~fle:iu 1 ut,11c.1 m11Jw.:i'V'le:i 1" ~0.ff t1(;le:it1m11 ~u~fl11 -de:i.:ivi1.:im11 ~u~m1 

L{j'1Vlt! 1~ m ~U~fl11 LL~~~ 0 ~ .:!t11'U 1 cJ fl11ll'1~ 1111 fl 11ll~ .:J-U 0 L?l'U 0 LL 'LI~ ~'LI., '1ll ~10 ~1.:!61J e).:J 
" I ' 

er-ruu ~ fl111'LILL~~~.:!1'UU~fl111\11 c.1'1ll-il1 fl11 c.lzje)~ 0.:J~ fl11U ~Vl11'11'Ui 1tJ~ ?I~ tl11U11ll 1 '1 1-if fl ~ll " , , , 

' L{j'1flWV1Vl11m111m~U.:J 1Vlc.11L61J(,l61Jl.J'V'l1L61Jt,l10\1lll~fl~ :5'.:JVl111161ll.J'V'l1 
Ill , , , 

d "" fl11'VI ~ r;I el'ULl-l ';H) {I 1J el 

LL uu'1111-ilm11Jw.:i'V'le:i 1"m-ii L 'U'ULfl~e:i.:iiie:i 1 t1fl11Lnu11m11J-ue:il.J~ 1 t1flf .:i-d 1~iifl11vi111?10u 
" 

fl17m~ cJ.:J(,11.:J L~.:iL-d e:J'\111 (Content validity) LL~~V1111?1e:JtJfl17m~c.1.:i(,l1.:JL ~.:i 1fl1.:!'1~1.:J (Construct 

validity) '11Vlfo fl 11vi 11l '1 e:JU m 1m zj e:i~ e:i (Reliability) -il 1 m1'LI -il~ (911 L tJ'U fl 71'\II 1ri1ii ri 161l.JU 1~~viB 

Cronbach 's alpha 1 'Ll'11'U'1Je).:J1~~tJfl11lJW.:J'V'le) 1-il ~e).:J1'UU~fl11~1 u1 'dtJ~fl11~e).:J~fl11tJ~Vl11'11'U 

lei1u~?t~c.1 
' 
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n1'I1Lfl'i1::'"ua::n1'ith::111a~a 

1mtl·.rnm11ci'1L~'-ilitlvn:i~.:ifl1Jfi'l13\91{ SPSS for Window (Statistical Package for Social 

Sciences) L ~01 Lfl';i1~~-ii' 01JG"l\9111J1\9lf!U';i~3.:Jl-161J0.:J m·{5~mh:i1'-il 1 'U-i1'1.:i~'U ~.:JU';i~fl0U 1 U~1cJ 
'U , 

1. 1Lm1~~V11m111~ (Frequency) LLG'1~{0cJG'1~ (Percentage) 61J0.:J'-il
0

1'U1'U~\910ULLUU 

~1';i1'-ilfl111Jf1~ L ~'LI 1 'LILLv!G"l~.:J1'UU~fl7';i 

2 . 1Lfl'i1~~1-11Lu~mG'161Jf!Wt,1 LL'"1~1-11L~cJ.:JLU'U1J1m~1'U (Standard deviation) ';i~(i)Uf\1111 ... 
~.:iv,i0h61J0.:itl';i~'ll1'llmH'uu~n1';iv10.ff'U\910'Un1';i1~u~n1';i -d0.:iV11.:Jn1';i1~u~n1';i 

1~cJVl1J1clf\111J11 

nG'11.:i 

'U 

=5-1/5 

= 0.8 

4. fl~LL'U'ULQ~cJ~08';i~V111.:J 3.41 - 4.20 Vl1J1clfl111J11 ij';j~(i)Ufl111J~.:J'V'l01'-ilmn 
'U 



.,; 
'U'Vl'VI 4 

~am1Amn 

n1·rv1v1ae1ufh Reliability 

'11 n LL uu mru rrn.J m'Jci'1'~1'1 m1l.l-W..:J'V'l e:i 1'1'lleJ..:i't.J 'J::;'1f 161l'W~f1.J1.J1m'J'1JeJ..:J e:i..:iAm'J1.J1V11'Jci11.J 
'IJ 

\Jl1Ul;'l 'V'lU11f11 Reliability (Cronbach's alpha) 1'W~1'Wi'U\,leJ'Wfl1'Jl'IX1.J1fl1'J ~1'W'l!eJ..:JVl1..:Jfl1'J 

1'1Xu1m'J ~1m-:[1V1'U1~0'1X1.J1m'J LLl;'l::;~11.J~..:iei'11.J1tim1l.l?t::;mn ij1-11LV11nu 0.92, 0.93, 0.91 

Lbl;'l::: 0.89 ~11mi1~1.J ;.,:iij1-11~..:ini11-11inq(,l~eJ 0.70 (Nunnally, 1978 01..:Jb\9lti Prajogo and 

Sohal, 2006) 'J1tJl;'l::;L0tl\91~..:JLL?l\91..:J1'W(,}1'J1..:J~ 1 

(,}1'J1..:J~ 1 LL?l\91..:JA1 Reliability '11LL'Un(,}1l.J~1'WffiinwtJwLiJ'Ll 

"n'U(,leJ'U fl1'J 1 '\XU1fl1'J 

-de:i..:i'V11..:in1'J1'1X1.J1n1'J 

b-:[1V!'U1~m'\Xu1m'J 
'IJ 

°"' d o 
~6'ln111bfl'i1::;'Vl'11flbb'U'Ur:f111'1 

6 

6 

6 

8 

Cronbach 's alpha 

0.92 

0.93 

0.91 

0.89 

'11 n n1 'J ?!°1'J'J'1fl11l.l -w ..:J'V'l e:i h '1J e:i ..:i'\J 'J ::;6111'1f 'W ~f 'U u 1 n 1 'J'/J e:i ..:i e:i..:i A n1 'J'\J1V! 1 'J ci1 'W (,}
0

1'\J l;'l 
\) 

?!~ti 'LJ'J::;'11U..:J'U't.h:::mru 'V'l.Pl. 2563 1wi1'U~1'U~\91Lnm1t11~Vl~eJi11'\S- ~1'Ubfl';i..:J?l11..:J:'U~1'U ..:J1'U 

~1'Un1'J?lfflon ..:J1'U~1'WU1V!1'J~\9lfl1'J'1Jtl::;l.Ji;'l~e:Jtl bbi;'l:::..:J1'U~1'U'W(;ll'U161ll.J61l'Ubbl;'l::;?t1?l~fl1'J6"..:Jfll.J 'V'l'\J11 
'IJ ' 

(,}1'J1..:J~ 2 bb?l\91..:J'11'U'J'U'/JeJ..:J~ (,leJ'\Jbb '\J'\J?leJ'\Jt11l.J'11'J'J\lfn1l.J'W..:J'V'leJ 1 '1 

~1'U\111'U~~Lfl'U'i1!'.J L111V!~elfl1ii 

~1'Wl111'WLrrrn1h~-iff'W~1'W 

~1'U1111'Um1Pim~1 

-:i1'U1111'Uu~V111~~ rm'II v::::1.J ~ eJe:i v ,, 

':i1l.J 

'IJ 

100 

80 

50 

70 

100 

400 

"1€l'Ul.b 'U'Ui:1€l'Ufl1l.J 

38 

32 

19 

28 

38 

155 

"1el'Ul.b 'U'Ui:lel'Ufl1l.J 

38.00 

40.00 

38.00 

40.00 

38.00 

38.75 
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1 tJ~1'U'1l ei-:i1:;~u 1-111:w~-:iVffJ 1'1'11 ei-:ith:;61J7'1J'U~fou~ m1~fu u ~ m1 ~ 1'U ~~ Lnm1t11~vi1eim~ 
\) 

'1J el-:J-:Jl'U'U ~f111~1'U~~ bfl'U 11 ti 1~Vl1el.fl1~ ii ~1 b VI 1tl'U 4.50±0.38 1~ tl~ii 1:;~'LJA:; bb'U'U b~:wb Vil tl'U 

5.00 11tl(l:;bBtl~bb'1~-:J1'U~l111-:J~ 3 
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(,1 1 ~1..:J~ 3 ~:::~u fl1 bQ~ tlbft61Jflru t,l (Arithmetic mean) bl.'1 :::r11 b~ f.J..:J b 'U'UlJ1(,l ~~1'U (Standard 

'U'Wlilel'Wfl111 ~'U~fl11 h Jzj~mfli'UieltJ bU'l~ijr111lJr1~el~tii'1 

m1m1lil L ;11 tJm11 ~'U~fl11 

ij,'.h1:J'Uelfli'Wlilel'Ufl111 i½'U~fl11Lb'1lil~ 1 i'mJwB'lilb\ltJ ~11:J~el fl1111½'U~fl11 

ij 1~'U'Ufl1 b~ 1:J,:J '11vl'U fl el'UVl~~'IJel~ fl111~'U~fl11 

l'l11lJ'1~1il1flvfl~fo'11flfl11'U~fl11Lb~'1~.fr'Ulilel'U 

Llill:J'11tlvi1tJvl~'l'lel hn'Um~'U1'Ufl11 bb'1~i'Wlilel'Ufl111 i½'U~fl11Wvl'U 11il 

l:H11'U~ 'U~fl111 'U'111~L 1'11~flb ~ti~ Vl~el'Uelflb 1'1111'11fl11 

ijm1tl1~'111~lJ~tJtfl i½~fo'U~mw111'Uii~-del~V11~m11 ~'U~fl11~~lil 11½ 
~ 

lilel'U'1'W el~ m 1lJ~ el~ m1m111½'U~fl11tl 1~'111'11'1.J 1~ el v 1~ijtJ 1~~V16m'l'l 

'11el~Vl1~fl111 i½'U~fl11'11lJ11f:lb'LJ1fi~~1tl '1~1il'Jfl 111ilb ;1 

D1tl 'LJell'l11lJ'Uelfl'11il'U~fl11 / D11:Jtl1~'111~lJ~'U5 ijr111lJ'tllilb\l'UL'LJ11'1~11:J 
' 

Li1vii11~mJ1i111lJlil~ ~lJLbVlJbL~lJ 1'1 Lb'1~'1'4fellJ~\I~ 1i½'U~fl11 

Li1VIU1~rieltl 1 i½m1lJ'1111:JLVI~ elLL'U~'W1 LL'1~'11lJ11'1Lbm '1J'U(YVl11~elV1~111ilL ;1 

Li1VIU1~'11lJ1Wlilel'U'LJel'tlfl'11lJ 1~-B'lil L\l'U L 'LJ1 h~1t1 LL'1~'1fl~el~ 
~ 

Li1VIU1~ij~1'U1'UL'Wtl~'l'lel 1 'Ufl111 i½'U~fl11 

Li1viu1ffi~'U~fl11~el~fo'U~fl11LVlijel'Ull'UVJm1t1 h JL~elfltlfi~ 

Llill:J'11tlvi1tJvl~'l'lel 1 '11 'Ufl111 i½'U~fl11'1lel~Li1VIU1~VlflV11'U 1 'W1~vl'U 11il 
' ' 

'1mtJvitii'~'11el~w1.ht1'U ~ m1 '1~1il1 fl 1 tJm1L~tJV11~mfo'U ~m 1 

1'111lJL'Wtl~'l'lel'1Jel~~~B1'U1tll'l11lJ'1~1il1fl L'11'U ~'1ellil1'1 i½el~tl1 ~,!~rlell:J1~'U~fl11 

r111lJ'1~el11il'1lel~'1C11tJffii½'U~fl11llilt111lJ 

ijvi,!~~el~lJ~ 111'111 LL'1~J1~lJ Hrieltl'U~fl11elV1~ L'Wtl~'l'lel 

~tlmruLrl~el~ 1'ifl;\'1ufl~1'UVl'U'1lJ l:J LL'1~ijb 'Wl:J~'l'lel 1 i½'U~fl11111ilb ;1 

Llil I:) '11tlvi 1'1.Jvl~'l'l el h ll'U'1 '11'U~ 1 '11il eltl m ru bL'1~ ~~e)1'1.J1tll'l11lJ'1~1il1 fl 
' '' 

... 

Mean± SD 

4.48±0.36 

4.49±0.58 

4.50±0.35 

4.51±0.42 

4.47±0.19 

4.49±0.28 

4.49±0.30 

4.50±0.36 

4.51±0.25 

4.50±0.45 

4.52±0.36 

4.49±0.48 

4.50±0.32 

4.50±0.37 

4.49±0.36 

4.51±0.46 

4.52±0.36 

4.52±0.52 

4.51±0.48 

4.52±0.36 

4.51±0.39 

4.49±0.36 

4.50±0.89 

4.51±0.58 

4.50±0.44 

4.51±0.36 

4.52±0.41 

4.51±0.45 

4.50±0.38 
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1 u~11.J'1J e:i-:i1:;#i'u 1-111l.Jw-:i-w e:i 1li:1'1leJ-:J'l.h:;'lf1'111.J~fuu~ n11~11.J 11-11-:i'1{1-:i~mnu '1Je:i-:ie:i-:ifin 11 
~ ~ 

{;1717-:Jvi 4 

{;1717-:J~ 4 1:;#i'ufl7LU~tlb~'1ll-lill\;l (Arithmetic mean) LL~:;f17b~tl-:JLU1.Jl.J7(;11~71.J (Standard 

deviation) '1JeJ-:i1:;#i'u1-111l.JW-:J'WeJ hi\Ple:i-:i1uu~m1~'lh:;'lf1'111.J~fuu~m11 tfl iu~m1~ e:i-:ifim1u~V111 

itJ(;l€ltJm 'i 1 i½u ~m 'i hl ~~ fl 1n-a'uim.1 UG1~i'.lm1l.Jr1'1 e:i~(ii''l 

l'n7l-1'i'lvlL 1'l 1 tJf11'i 1 i½u~m'i 

~ 

i'.lthflue:initJ(;l€JtJf11':i 1 i½u~m1u?1vi~ 1 i'e:i~wB'vi L'1tJ ~7fl(;)€J n111 i½u~m'i 

iJ wuu fi'l L~ fl~J1vi'u ri €ltJ'Vl'1~'1l e:i~ m 11 i½u~ n 11 

l'l'Jll-1 ?I ~m nvfl~'SU\11 f1 f11 'i'lJ ~f11'i LL\;l'1~.ff tJ (;) e)tJ 

tvimm.Jvi1tJ-w~·v-rn hnum~'lJ'ltJf11'i LL'1~.ff tJ(;Je)tJf11'i 1 i½u~f11'i'i~Vl'lJ 1vi 
' 

mntJ~ u~m11tJ'1i'l~L'l'17-wm~fl~ 'Vl~e:itJe:im'l'17'i7'1lf11'i 

i'.lm1tb~'1J1,fo-wtJtfl i½~fou~m':iV111ufi~-de:i~V11~m'i 1 i½u~f11'i~~vi 11½ 
" 

(;1€J'lJ?1tJe:i~m1lJUJ e:i~ m1m':i 1 i½u ~m 1tb~'1J1'1JtJ 1~ e:i ~ 1~i'.lth~~V15m'W · 

'11€l~Vl1~f11'i1 i½U~f11'i?l1l-11WL'111fi~~18 ?l~vl'lf1 'i'lv!L 1'l 

1J18 '11€ll'l'J1lJ'lJe)f1~vl'lJ~f11'i / 1J18th~'1J1~lJ'WtJ5 lJrl'l1l-1ivlL\ltJL'111h~18 

Lvlfl?11t.Jvi1tJ'W~Y1e:i h~1tJ'1ie:i~V11~m1L'1i1fi~u~m':i 1 tJ'i~vi'u 1vi 

L~1V1u1~i'.li1(;111l-1(;1~ VlJLL~lJLL~l-11?1 LLG1~Y1{e:il-1~'1~ 1 i½u~m':i 

L~1'Vlti1~\ile)fj 1 i½m7l-1'11'lm VI~ mL tJ~'W1 bLG1~?11l-11'itmm '1JUqJV111~e:i~1~'i'lvlL 1'l 

L~1V1u1~?11m1ritJ1e:iu'1ie:i-B'nml-11~ivi L'1tJ L'117 h~18 LL'1~rinure:i~ 
" 

L~1V1u1~iJ'17tJ'ltJL vfo~Yle:i 1 tJf11'i 1 i½u~m'i 

L~1V1uTffii½u~n1':i(;)€J~fou~m':iLV1iJe:itJntJV1m1fl 1l.JL~e:int.Jfi~ 
" ' ;,J 

Mean± SD 

4.49±0.36 

4.48±0.52 

4.48±0.36 

4.49±0.28 

4.48±0.69 

4.50±0.44 

4.49±0.49 

4.50±0.36 

4.49±0.25 

4.51±0.09 

4.50±0.45 

4.51±0.58 

4.51±0.65 

4.51±0.48 

4.50±0.36 

4.49±0.65 

4.51±0.62 

4.49±0.36 

4.50±0.45 

4.51±0.35 

4.50±0.44 
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1,1111,:i~ 4 (~el) 1:;1il'\Jfl1LU~t!Lfl'llflru1,1 (Arithmetic mean) LLfl:;fl1L'UEML'U'Ul.J11,11'51'U (Standard 

1111'U~,1eJ1'U11:Jf'l11lJ~~vl1fl 

~m-uvi~.:i'IJei.:iV11 . .bm.J~fl1'~ m::mn1-um1b~'UV11.:imfou~m1 

fl11lJb'W1:J.:J'WeJ'IJeJ.:i~.:iel'1m1:Jm1lJ?i~{;11fl L'lf'U ~'ileJ{;"}W iei.:itl1 ~i!.:iflei1:J1iu~m1 

m1lJ?1~ei1{;1'1JeJ.:i?1m-uffi iu~m1 tvi1:J11lJ 

i1Vltl'.:J~el~lJ'Vi 111?111 bL'1~tl1~lJ Hflell:J'lJ~fl11el~1.:Jb 'Wl:J.:J'Wel 

~tlmrubf'l~el.:J H~1tl'n.:i1'UV1'U?llJl:J bb'1~i1b 'Wl:J.:J'Wel 1 iu~fl1111vlb ~1 

L{;"}l:J?i1tlvh-u~.:ivrn 1 'ii numn-u~ '1?1\i)~tl m ru Lb'1~~.:Jel1'U11:Jfl11lJ ?!~{;"} 1 fl 

"' 

Mean± SD 

4.50±0.25 

4.52±0.69 

4.50±0.89 

4.51±0.48 

4.52±0.25 

4.53±0.33 

4.51±0.49 

4.50±0.47 

'W'U11~eli'Ul,l el'U n1111X'U1fl11:ih:;(i)'\jf):;LL 'U'U~ 4 .52±0.50 6/je),:J'VJ1,:Jfl1'j 11X'U1fl11lh:;(i)'\jfl:;LL 'U'U~ 

4.52±0.38 Li 1viii 1~m iX'U~n11:ih:;(i)'\jf):; LL 'U'U~ 4.51 ±0.44 LLi;'l:;~,:JB1'U'HJfl11l.J~:;~nn:ih:;(i)'\j 
" 

f):;LL'U'U~ 4.52±0.50 LLi;'l:; 1'LI.f11'W11l..l 1 'U'Vlf1~1'U'll€J,!J,!J1'U'U1fl11~1'Ufl11flmn i'lfl1L'\/11fl'U 4.52±0.41 
' 
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' ,d (Arithmetic mean) bb'1:::fl7btH.Mbll'UlJ11>l'Hi1'U (Standard 

rn1m1!11L ~11t1rn11 iXu~rn1 

iJiJ10ueJnit1'11eJt1rrn 1 iXu~rn1LL"'!1l.:i 1 ·fociwB'!1l L'iltl ~10i;ieJrn11 iXu~rn1 

lJ'l~UU~1L~f.l.:1'11~UfleltlVl~.:1'1Jel.:ifl1'l11Xu~n11 

fl1111"'~!111 nvfl111fo'il1 f1 f11 'lU~ f11'l LL!i1'1 ~it! '11eltl 

L!1lf.l"'ltlvi1t1vl-:iyjeJ 1'ilnunwmt1rn1 LL'1~it1'11€lt1rn11 iXu~rn11~~u 1!11 

"'mt1~ u~rn11 t1'1l1.:inm~m~m vi1eJt1eJm1m11'1frn1 

iJrn 1tl1~'lf1l11~t1m ,X~fou~ rn1vi 11u fi.:i'lieJ.:ivn.:irn11 iXu~rn1~'1!111 iX 
~ 

'11€l'U"'tl eJ.:ir11111ti\'m rn1rn11 iXu~rn 1tl1~'1f 1'1ft11111 eJ ci 1.:iiJtl1~ ~Vl6.f11Vj 

'1leJ.:ivi1.:irn11 iXu~rn1"'11111mi1fi.:i~10 "'~!11111 11!11L ~1 

U1f.J 'Uelrl1111Uelf1~!11U~fl1) / u10tl1~'1f1l11~t115 iJrn111i!1lL'iltlL'U1h~10 

L!1lf.l"'1tlvi1t1vl.:ivm h1111t1'1leJ.:ivi1.:irn1L'U1fi.:iu~rn11 m~~u 1!11 
' 

L~1111u1~iJi1'111 l11'11~ Ei11LL811LL~111"' LL'1~yjfa1J~'il~ 11Xu~rn1 

L~1VIU1~flelf.l 1 iXrn111'1l1m VI~€) LL tl~'\J1 LL'1~"'1111'lf:l LLm '!Jthyvi11111eJci1.:i11!1lL ~1 

L~1111u1~"'1m1f:l'11€lUoff eJ-B'nm11 l111i!11 L'iltl L -ff 1 h~10 LL'1~f:ln<ii'eJ.:i 
~ 

L~1111u1~iJ:,j'1mt1L -w0wm 1 t1rn11 iXu~rn1 

L ~ 1VIU1m ,Xu~ fl1 'l lilel ~fou~ fl1'l L VllJeltlfltlVJ f111 fJ 1:J L~ el ntJ5~ 

L!1lf.l"'1tlvi1t1vl.:ivm h 1 t1rn11 iXu~rn1'!JeJ.:IL~1111u1~vi nvi1t11 t11~~u 1!11 
' ' 

"'mt1i1~.:l'!Jel.:!V1tl1 f.JU~ fl1'l "'~!111 n 1 ti fl1 'lL~tlVl1.:1111foU ~ fl1 'l 

rn111L-wf.l.:i'VjeJ'!JeJ.:i~.:irl1m0r11111"'~!111n L'1!t1 ~'ileJ!111f:l iXeJ.:1'11 ~ii.:ir1eJ01iXu~rn1 

r11111"'~€l1!1l'!J€l.:i"'l:11t1miXu~n11l!1101111 

iJvitl'.:i~eJ'Wl.lVi 111"'1) LL'1~J1~11 Hr1€lf.JU~fl11€lci1.:iL 'Wf.1.:iyje) 

elUf11UJLfl~el.:i loff~1'Uf1.:11tl~t!m'.fo LL'1~lJ L 'Wf.J.:iyjeJ 1,Xu~fl1'l'l11>1L ~1 
' 

... 

Mean± SD 

4.53±0.58 

4.52±0.41 

4.53±0.90 

4.51±0.18 

4.53±0.36 

4.52±0.44 

4.52±0.56 · 

4.51±0.44 

4.53±0.35 

4.52±0.68 

4.53±0.45 

4.52±0.32 

4.52±0.44 

4.52±0.38 

4.51±0.58 

4.51±0.42 

4.51±0.32 

4.52±0.78 

4.50±0.41 

4.51±0.25 

4.51±0.44 

4.52±0.56 

4.52±0.36 

4.51±0.25 

4.52±0.12 

4.53±0.52 

4.52±0.33 

4.52±0.50 

4.52±0.41 



, 
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m1:u~~m nih~~'Ufl~bb 'U'U~ 4.52±0.50 bb'1~ 1 'Llmw~-:i:u 1 'LlVI nJi'1'U"1Jt1.:J.:J7'U'U ~m~Ji'1'U'U~V11~~~m~ 
' 

6 

li11'U'D'Ul1l el'Uf11'i 1 ~'U~f11'i 

rn1:u-s11nb~11urm1~u~m-s 

iithvueJni'Ll111€1'Ufm 1 ~'U~f11'ibb;;,111.:i 11mh.:ii1nb'1'U 41v~€1f11'i 1 ~'U~f11'i 

11 'i~'U'U?i1 L1V.:J~1~'U f"lel'U'Vl'1.:J'll €1.:J f11 'i 1 ~'U~ f11'i 

~11:u~~1111nmli1~'U'11f1f11'i'U~f11'i~~~~-rr'U111€l'U 

1vm~itJviwwwrn hii'um~'U1'Uf11'i bb~~i'Ul1lel'Uf11'i 1 ~'U~f11'i'i~~'U 1111 

mn'Ll~ u~m-s1'Ll'1i1.:ib1m~m~v.:i V1~€1'Llvm1~1-s1'1Jm-s 

11f11'iU'i~'1!1~:U~'Uisl ~~fo'U~f11'iVl'i1'Uci.:J'11e).:JVJ1.:Jf11'i 1 ~'U~f11'.i~~VI 1 ~ 
" 

111 m.m'Lle1.:irn1:u~ e1.:i m-s m-s 1 ~'U ~ m-stJ-s~'1!1'1!'U 11i1 €1 ~1-:iiitJ-s~~'VIBm'Vi 

'1ie1.:ivi1.:im-s1~u~m-s;;,1m-smi1ci.:i41v ;;,~vi1n -s1vib~1 

tl1v ieJrn1:uue1n'1vi'U~f11'i / tl1vtJ-s~·1:11~:u~'Ll5 iirn1:ui1nb'1'Ubi1h41v 
' 

b'11'Vlti1~i'.iiJ111-s 1:ui;i~ ~:U~cJ:Ubb~:U 1;;, ~~~Vifa:U~'1~ 1 ~'U~f11'i 

b'11'Vlti1~~€1V 1 ~~11:U'111Vb'Vl~hl bb 'U~'\J1 ~~~;;,1m-stmm '1JDty'V11 hfo~1.:J'i1Vib ~1 

b'11V1tl'1~mm'.ici111e1uie1imn:u11ii'ivib'1'Ll bi1h41v bb'1~cin~e1.:i 
" 

b'11'Vlti1~11~1'U1'Ub Y4V.:J'VieJ 1 'Uf11'i 1 ~'U~f11'i 

b'11'Vlti1m ~'U~f11'i~el~fo'U~f11'ib 'Vliiv'Llfl'UYJf1'i1V lllb~ vntJijir&i 

1viv;;,-stJvi1'Ll'w.:J'VieJ h 1 'Llf11'i 1 ~'U~f11'i'll€1.:Jb'11'Vlti1~Vlf1vhu 1 uw~u 1vi 
' ' 

.Mean± SD 

4.52±0.44 

4.51±0.25 

4.53±0.45 

4.52±0.89 

4.51±0.50 

4.52±0.45 

4.52±0.58 

4.50±0.45 

4.52±0.25 

4.51±0.65 

4.52±0.44 

4.53±0.50 

4.50±0.36 

4.51±0.39 

4.51±0.25 

4.52±0.36 

4.53±0.45 

4.51±0.78 

4.52±0.58 

4.51±0.36 

4.52±0.49 



" 

,.. 
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1?1117.:J~ 6 (~el) 1~~LJA7LO~m'1'llflWl?l (Arithmetic mean) LL'1~A7Lrjtl.:JLLJ'Ul..111?11\i1'U (Standard ... 
deviation) 'llel.:J1~~LJfl17lJ'W.:J'Wel 1~~el.:J7'ULJ1fl11~th~'ll7'lJ'U~foLJ1fl111 u1 'tlLJ1fl11~ ei.:il'ifl11LJ1Vl71 

'IJ 

~muvi~.:i'1JeNV1ti1t1u~m'i ~~(;nfl 1 um'il~uvrnmfou~n11 

f'l11lJl'WE.J.:i~eJ'IJeJ,:i~.:i€11'l.11tlfl11lJ~~~1fl l'li'l.l ~'ileJ~'Jr:1 ~m,11 ~,1.:if\BE.J1~'U~fl1'J 

fl 11:1.J~~e11~'1Je1.:i~r:11um~u~n111~t111:1.J 

i1V1tl'.:i~eJ'WlJ'W 11'J~1'J ll'1~J1~lJ HfleJE.l'U~fl1'Je)~1.:il 'WE.J.:i~e) 

elUfl'JUJLfl~eJ,:i 1'ifJ1un.:i1'l.1i'l.lmJt1 LL"1~ij L 'Wt1.:ivrn 1 ~'U~fl1'i'J1~L ~1 

1~ t1~1uvi1u-w.:ivrn 1 'il nu ~m'l.l~ '1~(;)~U fl'JUJLL'1~~,:i€] 1'l.11 tlfl11lJ~~~1 fl 

Mean± SD 

4.51±0.58 

4.53±0.45 

4.52±0.69 

4.50±0.52 

4.52±0.36 

4.51±0.52 

4.52±0.50 

4.52±0.40 

el.:J 1-i fl11LJ 1Vl11~1'Uvl 1LJ'1 ?1'1 tJ 'WLJ11~ eJi'U l?lel'U fl111 ~LJ1 fl11ih~~LJ fl~ LL 'U'U~ 4.52±0 .48 611el.:JVl1.:J fl11 
' 

r111l.l?1~m nih~~Dfl~ LL 'U'U~ 4.51 ±0.49 LL'1~ 1 'Wm'V'l11l.l 1 'WVI n~ 7'U'll ei.:i.:i1'ULJ 1fl11~1'U~ \;ll'U7'lll.l'll'U 
' ' 

LL'1~?11?1~fl11"'.:Jfll.J lJA1LV11 f)LJ 4.51 ±0.39 L(;ltJ~lJ1~~LJfl~LL 'U'UL~l.J LV11f1LJ 5.00 11tl'1~LBtJ(;l LL?l(;l.:J 1 'U 

~111.:ivi 7 
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~1~1..:1~ 7 ~~~Ufl1bil~clb'16/Jflru~ (Arithmetic mean) bbmlfl1brjtl..:ibtJ'UlJ1~~~1'U (Standard 
"' 

m1m111lL~11um'i1~u~rm 

:wihti'U€lfl.ff w,mum'i 1 ~'U~n7'iLL~l1l-:I 110vwa'l1lL'il'U ~1t11Ji€l m'i 1 ~1J~n7'i 

:ih~1J'U~'lL'itM~1~'Uri€l'UVl'1-:1'11€l-:ln1'iL~'U~n7'i 

fl'l1l.J~~l1l'lflm~fo'il1flf71'i'U~f71'iLLIJi'1~.ffu\,1€J'U 

Ll1ltJ~'itlV11'U'W-:!Vl€l L'ilf1'Ufl'i~'U'l'Un7'i LL'1~-rr'U(,J€J'Un7'i 1 ~'U~n7'i'i~~'U Ll1l 
' 

~mu~ 'U~m'i1 u·1h~L 1'11-wm~ti-:i Vl~€l'U€lf7L'l'11'i7'lJm'i 

:wm'itlW'lJ1'1l.J-wu€l ~~fo'U~n7'iVl'i1'U~-:i'1i0~V11-:im'i 1 ~'U~m'i~~l1l 1 ~ 
~ 

(;1€J'lJ~'U €l-:lfl11l.J ~€)-:! n1'i n1'i L ~'U ~n7 'itl'i~'lJ1'lJ'U 1~ €l V1-:i:Wtl'i~~V15fl1Vl 

'1i0-:iV11-:im11~'U~m1~1l.J11m·i11~-:i~1t1 ~~11l'lfl 'i'll1lL~'l 

thti 'V€lfl11l.J1J€lfl'ill1l'U~n7'i / {htitl'i~'lJ1'1l.J'W'U5 :Wf'l'l1l.Jil1lL'il'UL'V1L'i1~1tJ 
' 

L~1Vl'1'.11~:wiJm 1l.J\,l'i fo.JLLEJl.JLL~l.J 1~ LLG1~'1-'l{€ll.J~'il~ 1~'U~m'i 

L~1V1u1~r10t11 ~f'l11l.J'1i1m Vl~mLu~t!1 LLG1~~1l.J1'i'1LLm '1Ji.hy'Vl11~0v1~'i'll1lL ~1 

L~1Vlti1~'11l.J1'i'1\,1€J'lJ'V€l«a'flml.J 1~off 11lL'il'U L 'V1 L'il~1tl LLG1~'1fl~€l-:I 
~ 

L~1Vlti1~:W~1'U'l'UL 'Wtl-:!Vl€l L 'Un7'i L ~'U~n7'i 

L ~1VIU1ffi ~'U~n7'i IJi €) ~fo'U~ n1'iL Vl:W€l'Uf1'UVJ fl'i1 tJ 1:iJ L~ €lfltl5llii 

Ll1ltl~'itlvhuw-:i'rl€l L'il 1 'Un1'i 1 ~'U~n7'i'IJ€l~L~1Vlti1~Vlf7Yl1'U 1 'U'i~~'U Ll1l 
' ' 

rl1LO~tl 

~muvi~-:i'IJ€l-:1V11.11 t11J ~ m 'i ~~11l'l n 1 u m'iL~uV11-:imfou ~ m 'i 

fl11l.JL'Wtl-:!Vl€l'IJ€l-:l~-:le)1'U'ltlf'l'l1l.J~~l1l'lfl L'li'U ~'il€ll1l'i'1 ~0-:iJ1 ~,i-:lf'l€ltJL~1J~n7'i 

f'l11l.J~~0111l'IJ0~~'11uffi~u~n11111lti'i-:il.J 

:WV11J~~€l~l.J'W 'l1'i~1'i LLG1~J1~l.J Hf'l€ltl'U~n7'i€JV1-:IL 'Wtl-:!Vl€l 

~tlmruLf'li0~1-if~1tl'n-:i1u~umrt1 LLG1~:WL'Wtl-:!Vl€l L~'U~n1'i'i'll1lL~'l 

Ll1lti~'itlvhuvl-:i'rl€l L'iln'Um11u~ 1~11l0tln'iruLLG1~~-:ie:r1mtif'l'l1l.J~~l1l'lfl 
' '' 

Mean± SD 

4.53±0.58 

4.52±0.43 

4.49±0.32 

4.53±0.44 

4.52±0.25 

4.52±0.36 

4.52±0.48 

4.51±0.36 

4.52±0.08 

4.53±0.25 

4.51±0.64 

4.52±0.32 

4.50±0.45 

4.51±0.39 

4.51±0.58 

4.51±0.24 

4.53±0.36 

4.52±0.48 

4.52±0.47 

4.51±0.58 

4.52±0.50 

4.52±0.25 

4.51±0.46 

4.51±0.36 

4.52±0.48 

4.50±0.41 

4.51±0.55 

4.51±0.49 

4.51±0.39 
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deviation) '1Jt1~ 1~i'lJfl11l.l~~~ t11'1 ~ t1~1t1u 1fl111 'LI.fl 1'W 11l.J~'IJ 1~6111'/f'Uerfou 1fl 1111J1 -ff u 1 fl11~ 
'\J 

tl~r1fl11'lJ1Vl11?11'U(;l1'lJ'1~'1tl .Jr~ 5 ~1'U'lJ1fl11ffi~fom11J1~1.lJ'U 
' 

-:J1'U~1'U~vl b()'l.J'l1fJ l~Vl~tl.f11;; 

-:i1'U~1'U lr11-:i'1{1-:i:'U!1'U 

.:i1'UiA'1'Uf111~n'l-!1 

.:!7'UiA'1'U'U 1Vl1'i ~l>l f11'i'll f.l~l.J'1 e.JB fl 
~ 

Mean± SD 

4.50±0.38 

4.51±0.39 

4.52±0.41 

4.52±0.50 

4.50±0.47 

1. ~ tl~fl 111 ~€1~1"1 fl 11'lJ1VI 11?11'U i1u '1 ~ '1 tl ~1 L 'U'U fl 11v{ ~ 'U1fl11l.J'11 L ti'U:'U\i1'U L '!j'U 

• I 'i < ' d ,d 
u1~ btl'/f'Utltl1~L(;)l.JV1 

' ... 



,. 
d 

'U'Vl'VI 5 

a1tli:Jan1';iAm~1 • 

';i!:: \ill) fl11l.J ~-:J'W tl h'll tl-:JU ';i!::'1l1'1l'U~fo'lJ ~ f11 ';i~ fo 'lJ ~f111 Ji' 1'U ~~Lil 'lJ 11 tJ 1Ji'vi 1 tlfl 1,'.; 'IJ tl-:J 
" 

ti-:i fin 11u~vi 11ci1 w,i°ltJ" irn tJ -w tJ 11 m 1l.l ~ -:i-w ti 1:v ~ti.ff 'LI~ ti 'Un 111tXtJ~n11~ 1:::liltJ fl::: LL 'U 'U ~ • 

'Wll 11 ~ ti.ff 'LI~ tl'U f1111 tXtJ ~f11 ';i~ ';i!:: \il'lJ fl!:: LL 'U'U~ 4.52±0.50 6lf tl-:JV11-:J f1111 tXtJ ~ f111~ 1!::\il'lJ fl!:: LL 'U'U~ 

4.52±0.38 L'<()1V1if 1~m tXu~ f11';i~';i!::\il'tJfl::: LL 'U'U~ 4.51 ±0.44 LL'1:::~-:JeJ°1'U1 tlfl11l.l'1!::~1f1~';i!::\il'lJ 
" 

L'Vl11lll 4.52±0.50 l~tl~~W\il'lJfl:::LL'U'UL~l.JL'Vl11l'tJ 5.00 
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tb~m:iu~-w 

1. ~e)-:1 f11'ab VI e)-:lr) n 1 'atJ~'\/11 'aci1'W {fl
0

1U ~ ?I mi ~i'1 b 'U'W f11'a'W W,J 'W 1fl11l.J ~
0

1 b 'U'W,'W\11'W b 61f'W ' ... 

,,.. 



,. 
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