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n7ulutlrrmn u ~ r n 7 r r ~ ~ ~ u u t l n ~ M " ~ n " m ~ u ~ u ~ ~ n 7 m ~ ~ a z l u 1 n o  iwr7zluy~ t n 7 f i 4  J unr AEC 

J ~ U V ~ J J G ~ / ' ~ ~ ~ ~ ~ I M ? O ~ ~ ~ / # V $ D Y ~ ~ ~ ~ ~ J < V "  



~ m u n i s d i ~ ~ u ~ i u k n ~ i i ~ " ~ o a a u i ~ n ~ n i ~ ~ ~ w u ~ i w ~ ~ o d i a ~ d ~ : : ~ ~ ~ n i ~ d u  <rSutio~iGo,qa 

alivayuo~iaduawoua::i~~::a~Zniw ni.idynain~uimnaiu2' na iu~ iuaa i~mu~owiam"iuni5  

?~nsi::rr'u'oya nisoinby a$u6u oim~n:oaiioariuayu saub2 iuhy  aiiiuiaini5diodu"a1d 

auy.id idii~~iaiui5omouauoaP'iomaiu6oani5ooaaui~nani~u~u~iv~5~m"odia~~u63uM"umiu 

naiu6aani.j 

miniana~~niwil~~ini'd'tM"uini~miu~~ua~m~il'u~n"uni5"~oailow'u r?aran (John D. Millet) 

~ a ~ i 1 i ~ ~ i u o a a n i ~ l M " u 5 n i ~ I m u n i ~ a 5 " i ~ ~ 1 ~ i u w ' a ~ ~ l i l l u n i ~ u ~  "15 h.uawia &uY 
a. ni~lM"u3m5ndi.nvii~iuun"u (Equitable Service) ~ ~ ~ n i ~ ~ ~ u i n i s ~ i ~ ? a i n i s d ~ m a i u  

$ lanu lum~l~u~ni~d~~un~d- i imu~nnu~M' i~~uun"u ~ a ~ u i u n a i u ~ a u i i a a u i t n a n i ~ ~ ~ ~ ~ ~ i w ~ ~  

ynnu I r i i ioakr is lwssnn i5~~o~d iu lm ~i~auitn~Bani$i idui~in~iu~aiuf~mnP'i i~n"udouliYu 

n i ~ u 5 n i ~ w i a ? a i n 1 ~ i ) i n ~ d ~ u a i u d G ~ ~ i ~ G u 5 n i ~ ~ i ~ ~ a 1 n i ~ o o ~ i 9 i p l " n ? ~ i n i ~ ~ d i a ~ ~ 1 i ~ i u u n " u  

Imubo~flile5aua'a .u'isiani5diu?~aniai3~ i?& uaxuims_siuqnra55u05ua5~uIuni~ 

d ju5i aidmdd~3an#dddiuIm uas6a~ ina iu~Suna iaw i~n i~~ ioa  

b. n i ~ ~ ~ 5 n i ~ ~ d i ~ ' i a m ~ ~ a ~ u ~ ~ a i  (Timely Service) ~5unislGu5nisdkam5a~~aiwani~ 

d jdaidaoaaiiamaiuldwoloIm" Imu~uiu~aiu~a~iiaM"u~oni~lGaiu daluni~dj~31~iuludiui i l  

~ ~ i d ~ o a a u i ~ n a n i ~ ~ ~ w u ~ i w ~ ~  ~mmui8n~riianidu ilo6o~~~u~dmiu-i~~d~luai'iadn'i~um~?"tu 

n-r~adsa~uusiarnk m i n n i ~ l M " u 5 n i s ~ ~ a ~ u  Wviudanis i to isru ih~a~3uu~i~ani~d~: :~u r iodo 

ciius::~iiuuai5aduld~~a"2 u ' o l ? a d u d ~ u l d i ~ ~ ~ u ~ u ~ ~ l m  7 Lau 

sn. ni5lcu5nisodia~~u~wo (Ample Service) ~Suni~l~u5nis6oaijSnv~~::ij<iuauni~ 

lM"u5 ni5odia~wui::au Imu2a~an ~ G u i i  ~ ~ i u ~ a u ~ ) n i n ~ 3 a n i ~ m ~ ~ ~ ~ a i i l : : l ~ ~ ~ a i u ~ u i u ~ a u  n"i5 
~ i u ~ u n i ~ ~ u ~ n i ~ ~ ~ ~ u a ~ o ~ a a a 0 i u d ~ a 1 ~ u 5 n i ~ ~ d 1 ~ u i : : a u d o ~ ? u u 5 n i ~  

n'jd ~ ~ < i ~ ~ u 6 o d d u d o ~ ~ i a n i ~ ~ M " u ~ n i ~ ~ i ~ ? w i n i ~ d o a ~ a y u ~ M " a u i ~ n a n i ~ ~ ~ u ~ i w ~ ~  

uaaau~in~r i inni iu  1 ~ u n i 5 ~ m ~ d q u 6 ~ ~ a d ~ ~ m m i u n i 5 d ~ ~ d d 5 : : b ~ n ~ 1 o d ~ ~ a n i ~ u ~ ~ 2 ~ ~ u  rn 

n i~ is%nni  a ~ ~ ~ ~ ~ ~ n ~ ~ ~ s ~ ~ ~ ~ 5 v i n i 5 ~ ~ d n ~ 5 i ] ~ n d  (e-Knowledge) ~ ~ o l M " u 5 n i s w i ~ a i n i ~ a d i ~  

~ a m ~ ~ ~ u a r w ~ d u a ~ ~ n ' n a i u ~ o a n i ~ " ~ o a a u i ~ n a n i ~ ~ ~ u ~ i v ~  aui~n-piani plru:nr.iui~nisdois 
Y Y 

k + u  uaay nnaluaaaiu5"zani 

d. ni5lM"u5ni=iodi~P'io~~oa (Continuous service) ~ ~ u n ~ ~ ~ i i ~ i n i ~ w i ~ ~ ~ i n i s d ~ ~ u ~ d o ~ i i a  

af i~aun l ~ l d o : : l i o ~ ~ m ~ 5 n 1 5 & ~ I m n " l i  
a. nislM"uinisodit6ia*lii (Proqression Service) n i ~ l ~ u i n i 5 n i a i ~ i n i ~ ~ i n i ~ d Y u d ~ ~  

qominuaawanisd j d a i u  n d i ~ ~ n r i u ~ ~ a ~ o n i ~ ~ ~ u d ~ : : ~ ~ ~ n i ~ ~ ~ o ~ a i u a i u i ~ n o : : w ' i ~ ~ i ~ m " u i n  

t u  1muIG~s"wuin.j~M'i~Gu 





6: ~~ni~ua~uYpa~ou1un~~w"~u~ : 

a. n i ~ ~ ~ ~ ~ i ~ d ~ n i w s r a s l a " o u u ~ ~ n ~ ~ ~ w " ~ ~ n ~ ~ ~ i ~ ~ d t l i n i ~  

m s G w u i n i s ~ i i u 3 n i ~ ~ i a ~ " t l i n i s ~ ~ ~ a ~ ~ a ~ u a i u " u o a ~ ~ n i  dir9ud-a-sinai~nsir~ 

anlw ~anbouiau b f 9 f 0 9 ~ 0  SWOT (SWOT Analysis Technique) . [ um56u~ igmL~~  (Strengths) 

gniou (Weaknesses) "uaaaniw kam6ouniu'tu 6uv ibn ia  (Opportunities) r~azn'uqnciliu 

(Threats) ilinaniwuan6ouniurron r ~ o ~ i r ~ u a ~ i a ~ u n i s ~ w u i ~ i o ~ d  SWOT ui-ain(iia4o 

niviCanqw I i ~ b f ;  

S Ro Strencjths ~uiu?Ia gmbdu ~ % g m ~ i a  & ~ ? n ~ i n a n i w ~ ? ~ ~ i ~ ~  

niuluoan'ns 

W t o  Weaknesses vuiu?Ia gndou viiopnhu &~?n-ainmiwu?m6ou 

niuluoan'ns 

Ro Opportunities ru i~ i ia  hn ia  &~?noinaniwu~~~iouniuuonoan'ns 

Ma~$o1~~::1uai ~ ? o d a ~ a ~ u n i ~ i i ~ i i u ~ i u ~ o ~ o a d n s  

MUIUBJ n'uqn~iu &~iin-ainaniwu~~6ouniuu~n 
w d 9  

oan'ns ~ 9 u ~ ~ ~ i n m ~ ~ n n ( i l i n a n i w ~ ~ n 6 ~ u n i u u o n  

(ada~uaia ua::~b~o~o;ini~w"wui~4n'n5d~::a~ 

~ a i u i / i ~ % ~  ~ ~ ~ i ~ ~ u ~ a d j U n a q n ~ W " a o n ~ 6 a a u n : :  

wuiuiuukqdasmsiia 7 h3m:u 



%onla (Opportunities) 

h q n ~ i u  (Threats) 

~ R U &  (Strengths) 

a. ymainsimaiuj naiuaiui5n ilun153nwi 

s::&~d3~qiIwluds::~wfi L L ~ % B / I Q ~ ~ I L M ~ ~  i 
waiu~rilwiaaiui rraaJ~aiu?uijnvouluni5 
-us v d = i  dgumuiw u~aiuduhua::~nmiuiiaai~ari i~ 

aiiraua 

b. i n i ~ M ° i ~ i u ~ a u ~ u ~ 8 u ~ u M ' i l i i Z n i ~ ~ ~ m u  

nuaa ua:: iauiiud~~R~iumiumaiu~dua"~~i~ 

ua::vinv::maiuaiuisndZa~ 

m. y mainsiimaiulnn"Qnn"uaui%nani~~~wu 

3 1 ~ ~ ~ 5  aiui5~Rnoiad~::aiu~iulmTmup1s~ 

6. J~wnlu Ia ia i5au~~f i  (internet) ~ n j a ~ ~ o  

qdnrdnauh~mai d ~ u a ~ u  

a. y mains Zni~as"i~~n45aiiuniuludiGn47~ 

~ ~ a : : d s ~ a u n i ~ f l l C ~ ~ u ~ i n n ~ s l ~ ? u u a u ~ u i u l ~ ~  

d j u ~ ~ i d m s ~ n i s u a ~ ~ i u ~ ~ r n ~ ~ ~ u  q 

ymbeu (Weaknesses) 



oar$uliiii ~do~oisolianiwu~ma"ouniu1udr3u~mr~~a (Strenqths) u h  ~ ~ U L S U $ ~ ~ I U  

h6yua~m5w"~illuinis'tM"u~nis~ia?ainis m.i~ynainrd~duu~d6aunaiuf maiua iu i~~t iau i i ' t~  
-id u n is i i iunamn~iu fdZa~ Id~Unma~un5a i i18muiu  l i u e i b ~ n n l u l a u u a  usagdooin 

~ n s ~ a h a s i a n i r C f i ~ m ~ a n i a ~ ~ ~ m a i u n " i ~ ~ u " i  r~u1rn1uaiuaiuuashb~~damu~na~n50an~'~mu~dciioa 

dduui i~mi~~~a: :~ iua iua iu~~~au~ua~w 8n8anis~rr<2uaiuau"ua~u idu molarnsunis&sianis 

diuqani rfih nrjuaiudia 7 hur~nds::luarisioni5w"wui~iu8~du Imudlania (Opportunities) 

dr5uaniwu~m~iouniuuen~3ur~.iaw~n~uG~~m~audii~yn"i~I~~~rtli~uiu 

a. n i a a ~ a ~ i u n : : h ~ i i e n y  mains 

~massynain"5iutuhu"ndiu~a91i"sni~ani~unusiv~~n'iu?"IIini3 (?nuins) GRnr iiim?iuf 
v d u  9 

n?iuaiui5n ~~aynsuwmaoubayanisd~~ddszin~ 6iua:: QI - d Cmsi r~aaiirr~daau"uayuaiu 

miun~iu<ir~uuazr~uiaau ~ n u ~ d i n i s d u k s i ~ ~ a z p l " i ~ i w d a ~ ~ d  #ad yRainsd~dnnuid jdaid 
4 

a~~-r~uioindiu"ndiinis~o6iuau"uar!unsau~unisQ~91"suy~~~mums~ ~ w o ~ ~ i u n d n a h ~ u n i ~  

~urnffoumsii~~ualu rdu diriniainis h h g ~ u i u  hrinnin)s:au u a a ~ i ~ n s s u i ~ n i s  



uar~auo~u::nisdd;tlds::~nn~~~n6~::?~uum? 
2 d 

d. ~annisdsinoumsrioisori ruiuiid ~ o n a i - r d ~ d i u u ~ w o l ~ u i % n a n i ~ ~ ~ w u s i a ~ s u a :  

aui8n?riiani U d i u  8na i  ds:nouni~rioisoriais::nisdfi;dds::~~fi~~~::?~uum?~aua~bi~nis 
d 2 d Bl isruiuo~Qam uasds::nounisiiilis~1~iaws::si"1191"fuvfuvm~msiuu~woii~~unisd~~dd~::rwn1u~ 

dsa!uiaun"u?'ani 
c. nisussuiuaqd (Oral Briefing Techniques) wuiutia n i ~ ~ u i n i s u " a ~ a w i a ? a i n i s ~ m u  

msciiunom6au~i~mdns::4u ku16I~naiu lmut~~2ai<icm 



lunislGu?nisunzaGuayu~iu~i~?"tlinisuriaui~nani~~~nusivgs aui%nytiani wio 

nruznsrui~nisdoiok~~u~unis~m~fiiu Lauouuz uazd~knisdf j ;ddsz~~~~ w%dsznoums%oisrui 
2 d 

~ i r w s z s i ~ ~ ~ f i d s ~ m s i ~ u ~ w o i i ~ i i u n i s ~ ~ ; ~ ~ s ~ ~ ~ ~ [  w i f i d o ~ n w  uarti~iiu~olii4Imotii~wudo 

t u  ~ u i i i i n ~ i u d i ~ r S u o i i ~ i . ~  ~ w s i z n i s k i i u ~ o t u o i ~ i j ~ a ~ n w " u u a z n " i ~ u m ~ m ~ i ~ v o ~ d s z ~ w ~ ~ ~ ~  

+ o y a d t ~ i n i s i j R i o y a i i u i ~ i n i 5  d~4uniss2usau imsizm'inya (Data) Laznisaurnfi 
d d d 

(Information) m u a n ' u u o . m o z ~ ~ i ~ n i s i o i 5 f u i ~ a ~ d d s z ~ u a n i ~ u w u s i v s  p a n 1  wieddsz?u 

iauriuuo~Y2ani ~~d-winstii ~ d o ~ 9 u ~ ~ a ~ ~ o ~ m " u l u n i s 6 1 ~ 2 ~ n i s o i i d s i u  uazilanwnisri.iiulo 

oiidmoliiawd4 wioC;ahungwuiu nd~~unissaus~uw~nnis~~az~w~~avo4ngsSuiu a=@iszdi&g 

w ~ o n i ~ ~ d ~ u u ~ ~ i u u n g ~ u i u ~ ~ ~ z w 1 i ~ n g ~ u i u ~ h i  viionpwiulun'iua4~iu2 nhutiu lndrAu.rriu riuh 

i i ~npu iud~auoh~ms530 is~ i~o~~~an i  n is i i~ i iun isoo . r~uu '~oya~~~~mmiun isd~;ddsz~w~~ 
9 -  4 d uoaBani iiiinisilnvi,luu-~m nrlvi u a ~ 4 l u 2 o u ~ ~ n u 2 h d u i ~ ~ u u u 3 ~ i 4 u a z ~ ~ f u i n i s  ri~d 

a. uua~m~~u2n"unisu?nis 

ia. ~wmiinnisu5wisnaiu~uw'uSn'u~Quu~nis 

m. uuagmdo4dszaw5niw 

6. uuaindo;lnis~"i~iu~9u~u 

a. uua5~~;uan"unisu?ni5 

nisu?nis (Service) MUIUBJ nisnszGilm q L $ O ~ ~ U L ~ B D  ni~lGnaiud~u~wBo nisii~iiunisd 

~~ud~dua~oio~~uTmu~5uni5d~u3i~umaiu~~)ilolaotii~l~~~~1fi 

oow'u 3 (John D. Millet) n F / i a ~ ~ ~ ~ i ~ u i u ~ ~ ~ ~ n i s ~ ~ u ? n i s  nisa<i'7;ln?iuw";lwo'to'Lu 

ni5u5ni~uhdszaiau 'imuiwa"nwiao~~r?~iq Go 

a. n i ~ l G ~ 7 n i ~ a $ i 0 1 ~ ~ i ~ Q u u n ' ~  (Equitable Service) MUIU~J ~ 3 i u ~ ~ ~ s s u ~ u n i s u ? n i s d i u  
w dsl n ~ n s ~ ~ ~ i u ~ ~ d i ~ m u ~ n m u ~ u i i ~ i u u n " ~  ~ ~ $ d s ~ a i a u v ? n ~ u o z I ~ Y u n i s d ~ ~ o l i i ~ ~ v i i ~ ~ u u ~ u  

b. ni5~#u?ni5i)tii45a~1~ar;l"u~ani (Timety Service) '1/1uiu% %uni5~~u?nism"o4uo4~1 n1-3 

Ifiu'uinis6oio~ms~nai W ~ ~ l ~ d ~ ~ ~ 4 l ~ U ~ 4 ~ ~ 2 ~ 4 i ~ ~ i ~ ~ , b ~ ~ n ' ~ ~ l r i 8  iiiliiimsmsq 

Laai % ~ ~ z a < i ; r m ~ i u l i ~ o l ~ I X  

a. n i ~ ~ G u ? n i ~ e ~ i ~ ~ ~ d u ~ w o  (Ample Service) wuiu% nis~~u~nism"o4iia"nv~~~FI'iu2u 

n i s ~ h % i s o ~ i ; 1 ~ ~ u i z a u  (The Right Quantity at the Riyht Geographical Location) 



V d o  ik1rnwndi211 n~iu~auanim~%nism'ia~~aioaiiJm~iuwuiurau niu~iu~unislCu5nisw-kbj 
4:: u ,  du~wouaaaniu~ma~v lusn i~~~~uiaauda~5"uu~ni~  

d. n i~%WY~?n15ad ia~ab~a~  (Continuous Service) wuiu% n is l~u5n15d~f lu idoE/ i~  

adi~aua l u l d a a l M ' ~ " s a r ~ m u 5 n i s ~ ~ o l m ~ G  

a. n i ~ I A ~ 3 n i . r a d i r i i i a ~ ~ i  (Proqression Service) ~ u i u B a  nisi;uimsdiini.id5"udT4 

qtuniwuaswanisdZjGi4iu ndi-a2in~uau'a~a n i s r ~ u d s s 8 w ~ m w ~ i a m a i ~ a i u i s n o a i i ~ u ' i d  

iGuiniu Imul$ws'wuin5rvii~i?u 

b. ~ u ~ k n i ~ ~ ~ i a ~ a i u a " u o u ' u ~ n ' ~ ~ 5 ' ~ ~ ~ 3 n i ~  
I U  Y W  

nisu5~isnaiubw'uanu~5uu5nir (Customer Relationship Manaqement : CRM) ~ 4 u  

~wni imw~~nisa~i r~~ iu~uw"udn"u~5"u~5nis  ~ m u n i s ~ ~ ~ w m ~ u ~ a h r a a y m a i n ~ a E / i ~ ~ ~ ~ n n i s  i n i s  

Cm~fiuuaairnsiaw'~o;awqGn~suuaan~iucn"a~ni~"11a~~5"uu5nis viilGJdsduau7unisdJud~4uas 

w"Buui;1iunislM"u5nis 

&ssauni5fl?ia CRM 

a. n15saus3uiaya~Tuu5nis ImunisM'iuuus9is2odsa?"G ~~aa~q inssuva~ [5 "~  u5nis n i s i  

11~5"uu5ni~~8ulns h-riusioanisoslr n i i l G i u u i n i r J m ~ i u w " ~ w a l ~ w i a i ~  ~ a ~ n i ~ a a i s ~ S u A ~ f i w  

~ i a u  ~ ~ ~ ~ d i ~ w i n ~ m s ~ m M ' i ~ f l u j i u ~ a ~ a ~ a a ~ ~ u u 5 n i s d q n ~ o ~ ~ ~ a ~ ~ " u a ~ u o ~ r n u a  n i ~ n i i l u i ~ i u  

nis9.j;u~nisoansaw'iin"bmu.iiu 

b. nis1~~w~1u1a~dda~~fiu~ndsa~~aa91"ua~uni~~m~fiu~i];a d a i u i s o ~ u n l % i u i ~ m u ~ i u  

I r i iuCyansu i i?~ qnL4 uaa~udi iomslG~iu  
Y U  9 

P. ni.i i~nsia~Cmndu~susnis ~dan'iwumdsa~nwvaa~~uu5nis ~ d u  n~ud%~ss1uau'q4qm 
Y W 4  

n~udn~s5"nwi~~iu~w"udo"um"l?" ~?anduw%aioaiuisn5"nwiI?rn" n isur ian~udc~ouo~ i i ' ~w~v in4  

i5"uuini i lGuin~u 
9- 4 

d. ni~~um~wa~n~in~iuKuw"udn"~~?uu5nis ~~uns:u~unisdh~iy~8uni5~~~u'umauaua~ 

n2iurioanisoa.r~5"uuinis d~M'uimsk~railolasiapI~iu6;iaanisvoa[5"~uinis9M"uindu 

C. n i ~ d ~ a L i i u ~ a  ~8unis~ i~~~1~ iu~ io~n 'nsa iu isn5"nwi~5"uu~ni~ ' Im"~"sa~~  5"nwi1?r~iiuin$u 

wjaamaa ~ ~ u n s a u ~ u n i s C / ~ ~ m s ~ s i u w a ~ a ~ i i i ~ ~ ~ u ~ ~ ~ ~ ' ~ u i  lmuii~diauiud~nwi~5"uu5nis 
Y "  Y W  

(Keep Relation) ki lsdu Value bnu~ruu5nisuinndi~~~id~5"uu5nispIimw~a 



cn. ~uaFimdomJszih$n7~ 

dsziln'uniw ~ u i u i i d  m ~ i u a i u i ~ o ~ u m ~ ~ ~ ~ i i u ~ ~ u i ~ ~  7 ~ ~ " ~ i J o q i a ~ m i u ~ m ~ ~ w u ~ u d ~ i ~ ~ <  

lnul~n'n~wuin~di io~lM"r i in~5zluau'uinC( lunisii~iiudiudu'dszil~5nirr L a i i i i a B s m 2 i u  

d r z w b  m n i ?  i i q o l n i w u o ~ d i u  & a o ~ m ~ ~ 6 u m r 1 M " ' u ? n i ~ ~ i ~ ~ " 1 1 i n i ~ ~ r ~ a u i 7 n a n i ( ~ ~ u ~ i v ~ ~  C( 
bdni r . 'od~o~adodsrnouni ' iqo15~1  n i r o f i d 5 i u  w i s n i s G m a u l o o d i s ~ d q  dodsz1uau'vo.r 

d s s ~ n f i a i i  ( i u m i ~ n w d  ?UWIU~U~$ b&6n0 : do) 

u u a i n d a ~ d s z i i n ~ n i w  r r i n ~ o i s o l i t u ~ ~ ~ ~ f i 5 v ~ f i i a &  ~ ~ i U ~ d ~ l 5 ~ d ~ ~ ~ m " i ~ ? ~ ~ s R " ~ ? ~ i 5 ~ s R "  

1 b i n d 7 m  ~ m u ~ $ ' u y u w i o i l o ~ m . i ~ i ~ G i ~ M " ~ o u d ~ n ~ a z d ~ z ~ u " m ~ ~ a i u i f i d ~ n  m i n f i o i s o r i l u d . ~  

& ~ l m i a m <  MUIU~J ~~IUNUIUIU ~ a i u w ? o u  ~ a i u a i ~ i s o  ~ u n i 5 d f l u 3 ~ i u  ~ ~ U ~ ~ I S N I L ~ ~ U U L ~ U U  

~ u w a ~ i i i i o n a i u ~ ~ w o l o ~ o ~ ( ~ u u 5 n i s  

osGu R Jaban (John D. Millet) 1M"~"muz~i(u2n"ud5z~w~niwl~ii muiu84 w a n i s d j u 3 q i d  

~o~sR"riin~~iuQ~wolo~~n'uaauyvd u a z a i i . r w n r i i l s o i n n i 5 ~ ~ s ~ " ~ ~ i u d u ~ a u  (human satisfaction 

and benefit produced) 

Simon l~~fiuz~~uan'ud~z8~~niwl?"di ~iu2miid5~~n5ni~~~~mlM"~oig.~ioinm~iu8uw"ui 

5 z m i i . r i l o b i i ~ G i  ((Input) 6uwnwim (output) miuvi~uz~d~ziln~niw~~~~;in"uwaw5mau6~uilo~u 
u $  U Q i r u ~ r ~ o i r ~ u n i r u ? w i ~ ~ i a n ~ ~ w ? o o ~ m ' n ~ u ~ ~ ~ ~  oz.'~~iim~iuw'~nolosIo~~r"uu5nis (Satisfaction) 

v u  4' 
a i r n ~ o d u u ~ 9 u q m r  bmqu E= (0 - I) + S [E=Efficiency. O=Output, I=lnput, S=Satisfactionl 

d = ~  u d o ~ ~ 1 5 ~ 1 1 ~ ~ o d m ' 5 3 ~  MUIU;~ ~ ~ ~ u ~ ~ ~ I ~ ~ I ~ ~ u ~ I u M ~ ~ ~ ~ N ~ & ~ ~  

a. dszwu'n (Economy) o'ur6~n' dsnwu'nn'uyu dsz~u4ilns'wuins ~razd5z~u"nr2ai  

b. 5anr% k n i n  (Speed) 

m. qorn iw (Quality) ~ $ u & u d f l o ~ u i i ~ b i  (Input) r?04q~udi in is~r ionu51"aou' iaZ ii 
nszuaun iswh (Process) dR ttaziiwaw8m (output) dR 



m. msi4ns~nhdvoaiiuaiu daui3nniu1uM'u1~ni~~ou4uua::d~u'Gliliu iiuvuuwu&uuu 

~8uwiani~ (formal group) uaauudai~8unidni (informal group) 

4' ~ni.ids~aiuaiun"un"ua~i~nd~::~nnuou'idadi~auo 

rind jGZnir : a u i 3 n o o s % u a i u d s s ~ ~ 1 ~ d ~ ~ u ~ n a T i ~ ~ i u  ~vinunRddauri~urn~d~1::a~ia 

uaaiuEi~~nC ~8unuan~wu uvirinoryuGuwriuuciu ~ n ~ ~ ~ i f o n i s ~ ' i ~ ~ w i u 1 i ~ 3 u I ~ m i u ~ R ~ ~ o  & 
d d ~nil::~omnuaniwuan~ou~~dauu~~daaua::'Irjuriuou 

u d a  hmilaopl : aui.%nvodduaiud5::~nnd ~ ~ ~ i u 6 i ~ 8 u d i l ~ 6 o ~ i i ~ u i ~ ~ 1 1 1 o u ~ ~ i u ~ ~ d l ; i ~ i u  
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~Cnnisu~mis~iuiainis~Su~~uaiim1dad~u"ald~~~iudi~4olunisu~~is~iu?vinis {ilsioo~ 
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v d v 9  
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dka~nisCa?mis?ainis aiuismiiba;alfiflw"~iindszImu'n'an~siioli 
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i l i lddudsz2~8n1~ daaliuarunis~ j u ~ ~ i u n ' i u i i ~ u ' ~ ~ ~  ~SuldaLii~s~nd2 yndY?n~~ni 

nisiirGunis 
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P a  U 

Data Definition ~9uCa;adrimun~duuuI&~iu aom m?Lno unnqiu 
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n. ni.rfi~i~rn5otiiu~1.~~'111nis 
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s w- d 

Matter Experts) uasaha~uaurindl1uniwauan~d~uu~"suuf~aun"u d a 1 ~ ' a i u i s o ~ ~ i u a : ~ ~ m 5 1 ~ ~ '  
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