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˶ǁä˛ǂ˱. 
 Ɨ Ƒå˘ƺǃå èƓƵƓ˹˶Ǆǃ ýåí ƗḪ̇ Ƭ ǏǄƵ ɖ˻ˮˠ˯ǃƓȺ ßǚ˸ƶǃå Ɠưï ǏǄƵ ƗǄǆƓ˵ǃå çí˦˱ǃå çïåíã ɖ˻ˮˠƙ ˙ƛá Ɨƪåï˗ǃå ˕ǃāƓ˹ƙ

 ǑƼ Ɨƪåï˗ǃå ƗǄɜ˵ǆ ˕Ǆ˰˸ƙā Ǚ˦ ǂƓḪ˦ǂɎ˗ǆā ßǚ˸ƶǃå ßƓưï ɖ˻ǀ˲ƙ Ɨ ʽ Ḫ ǑƼ ˖˲ ǃå ƗǄɜ˵ǆ Ɇ˰˸˯ƙ ƙ Ɇǆå˦ƶǃå í˗ƶ
 ǉí˦˱ǃå çïåíã Ɨ˸ǋƓ˴ǆ Ɏ˗ǆ ýǚƤ ˥ǆ ǊǄɜ˵˸ǃå ǏǄƵ ˓˷ǃå ɊǄ˴Ȼ ú˦ƪ ˖˲ ǃå å˘ǋ ýǚƤ ˥ǆā Ǌ ʼ ǉ̇ ƛ˓˸ǃå
 ɖ˻ǀ˲˯ǃ ɏí˓ǒ èƓ˱˯˹˸ǃå çí˦ƞ çïåíã ɖ˻ˮˠƙ ƗǄ˭ƪǙå ǏǄƵ ǊȺƓƞǗå ýǚƤ ˥ǆ ˣǃîā ßƓưï ɖ˻ǀ˲ƙ ǑƼ ǊǄǆƓ˵ǃå

Þßǚ˸ƶǃå ßƓưï ˸ǃå çí˦ƞ ˗ǒ˗˲ƙ ǑƼ ˤǋƓ˴ƙ ßǚ˸ƶǃå èƓƞƓ ˯ơã ƗƪåïíèƓ˱˯˹ ǑƼ Ɨƪåï˗ǃå Ɨ ˸ǋá ˕Ǆ˰˸ƙā Þƙ Ơ ư˦
ßǚ˸ƶǃå èƓ ï̋ ɖ˻ǀ˲ƙ ǑƼ Ɠǋ̇ ˻ƛƋƙ Ɏ˗ǆā ƗǄǆƓ˵ǃå ǉí˦˱ǃå çïåíã ɖ˻ˮˠƙ Ɨ ˸ǋá ÜßƓưï Ɨ ˸ǋá Ơ ư˦ƙ å Ɏ˗ǆā ßǚ˸ƶǃ
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èƓ˸ˢ˹˸ǃå úå˗ǋá ɖ˻ǀ˲ƙ ǑƼ Ǌ˸ǋƓ˴ǆ Ǐǃã Ɨƪåï˗ǃå ˕Ƽ˗ǋ . "Ɠ ʼƓḪ ƗǄǆƓ˵ǃå ǉí˦˱ǃå çïåíã ɖ˻ˮˠƙ ÿƓḪ åîã Ɠǆ ƗƼ̇ ƶǆ
ßǚ˸ƶǃå ßƓưï ɖ˻ǀ˲˯ǃ ßǚ˸ƶǃå ßƓưï ɖ˻ǀ˲ƙ ǑƼ ƗƽǄ˯˳˸ǃå ǉí˦˱ǃå íƓƶȺá ˙˻ƛƋƙ Ɏ˗ǆ ƗƼ̇ ƶǆ Ḫ ƗƼ̇ ƶǆ ñƓ ʾ Ɨ ʽ

ßǚ˸ƶǃå Ɠưï  ǑƼ Ɨƪåï˗ǃå èƓ ư̇ Ƽ èƓ ư̇ Ƽ èßƓƞāßǙ˦ ǃåā ƗǄǆƓ˵ǃå ǉí˦˱ǃå ɖ˻ˮˠƙ ˥˻ƕ Ɨ ƕƓ˱Ȼã ƗƿǚƵ üƓ˹ǋÜ 
Ɠư̇ ǃåā ˥ƑƓɁ̊ ǃå èƓƞƓ ˯ơå ˤǌƼ ˥˻ƕ Ɨ ƕƓ˱Ȼã ƗƿǚƵ üƓ˹ǋ Üā Ɨǃ˦ǌƪ ˥˻ƕ Ɨ ƕƓ˱Ȼã ƗƿǚƵ üƓ˹ǋ ǈƓɜǆã ý˦˶˲ǃå Ɨ

Ɠư̇ ǃåā Ǌǆ˗˳ǃåā ǊƶǄ˴ǃå ǏǄƵ:Ɠǌ˸ǋá ƝƑƓ˯ǈ ç˗ƶǃ Ɨƪåï˗ǃå ˕ǄƮ˦ƙā ǑǄ˻Ǆ˲˯ǃå ǑƽƮ˦ǃå Ɲǌ˹˸ǃå Ɨƪåï˗ǃå ˕ƶ ƙã Ü 
ßǙ˦ ǃåā ƗǄǆƓ˵ǃå çí˦˱ǃå ɖ˻ˮˠƙ ˥˻ƕ Ɨ ƕƓ˱Ȼã ƗƿǚƵ ˗ƞ˦ƙ Üư̇ ǃå ǏǄƵ ɆǆƓ˵ǃå çí˦˱ǃå ɖ˻ˮˠƙ Ɨ ƕƓ˱Ȼã ƗƿǚƵ ˗ƞ˦ǒƓ Ü

ǃå èƓƞƓ ˯ơã ˤǌƼ ǑƼ Ɨ ƕƓ˱Ȼã ƗƿǚƵ ˗ƞ˦ƙ ǙƓư̇ ǃåā ˥ƑƓɁ̊:Ɠǌ˹ǆ èƓ Ʈ˦ƙ ç˗ƶȺ Ɨƪåï˗ǃå ˕Ʈāáā . Ƶ ƗḪ̇ Ƭ ǏǄ
 ßǙā çíƓɂð ǑƼ ƗƿǚƵ ˥ǆ Ɠǌǃ Ɠ˸ǃ ƗǄǆƓ˵ǃå çí˦˱ǃå çïåíã ɖ˻ˮˠ˯ƕ þƓ˸˯ǋǗå Ɨƞïí çíƓɂð Ɨ Ƒå˘ƺǃå èƓƵƓ˹˶Ǆǃ ýåí

í˗ƞ ßǚ˸Ƶ æ˘ƞā ˥˻˻ǃƓ˲ǃå ßǚ˸ƶǃƓȺ ɋƓƽ˯ơǙå Ǐǃã ɏí˓ǒ Ɠ˸ǆ ßǚ˸ƶǃå Ü Ɨ Ƒå˘ƺǃå èƓƵƓ˹˶Ǆǃ ýåí ƗḪ̇ Ƭ ǏǄƵ
˯ǋǗåßǙ˦ ǃå ɖ˻ǀ˲ƙ Ǐǃã ɏí˓ǒ ßǚ˸ƶǃå Ɠưï ÿǙ ßǚ˸ƶǃå Ɠưï ɖ˻ǀ˲ƙ Ɨ ʽ ɜȺ þƓ˸ Ü˹˶Ǆǃ ýåí ƗḪ̇ Ƭ ǏǄƵ èƓƵƓ

 èƓƞƓ˯ơã ƗˮǄƙ āå ɖ˻ǀ˲ƙ ǏǄƵ Ɇ˸ƶǃåā Ąå̠ƞ Ɨǀʾí çï˦˶ Ⱥ ˥ƑƓɁ̊ǃå èƓƞƓ˯ơã ʕǌƼ ƗǃƋ˴ǆ ǑƼ þƓ˸˯ǋǗå çíƓɂð ƗƑå̆ƺǃå
ƿ üƓ˹ǋ Ǌǈá Ɨƪåï̠ǃå ̞˯ˮƛå îã Ąǚˮǀ˯˴ǆ Ɠǌƕ ˓ˮ˹˯ǃå Ǒ˯ơā ˥ƑƓɁ̊ǃåƑƓɁ̊ ǃå èƓƞƓ ˯ơã ˤǌƼ ƗǃƋ˴ǆ ǑƼ ï˦˶ ɏí˓ǒ å˘ǋā ˥

ßǚ˸ƶǃå Ɠưï ɖ˻ǀ˲ƙ þ˗ƶǃ.  
.Þǘ˶ƴǁä ƑƮî ÛƕǂǄƑ˳ǁä æìˤ˯ǁä æîäìâ :ƕ ƟƑ˭ƻ˶ǁä çƑ˶ǂḥǁä 

 
Abstract. 

The study has tackled the Application of Comprehensive Quality Administration 
Impact on clientsĵ satisfaction by applying on DAL Company for Nutrition Industries 
as agents, the problem of the study represented by the achievement way of clientsĵ 
satisfaction and the range of the effective multitude factors on it. Light shed on the 
range of the comprehensive quality administration for satisfaction achievement 
throughout the answer of the questions, the application of quality administration 
production leads to achieve clientsĵ satisfaction? Clientsĵ needs studies can 
participate to determine the products quality? The importance of the study 
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represented by clarifying the importance of comprehensive quality administration, 
and its impact range to achieve clientsĵ desires , clarifying the importance of clientsĵ 
satisfaction and its extent for participation to achieve the termsĵ objectives. The 
study has aimed to identify if the application of comprehensive quality administration 
as a tool for clientsĵ satisfaction achievement. The hypotheses of the study point 
that there is a relationship between the application of comprehensive quality 
administration and the loyalty. There is a relationship between the needs 
comprehension and satisfaction. There is a considerable relationship between the 
application of comprehensive administration and loyalty. There is a considerable 
relationship between customsĵ needs and satisfaction. The study recommended 
that DAL company for Nutrition Industries should have to increase importance 
degree by applying the application of the comprehensive quality administration for 
its relationship in clientsĵ loyalty augment, which deals to keep the current clients 
and to attract new ones. DAL term for nutrition industries should have  to augment 
the importance of how to achieve clientsĵ satisfaction, because it leads to fulfill the 
loyalty. DAL Term for Nutrition Industries should have to increase the importance 
for understanding the customsĵ needs problem very clearly and working to achieve 
or respond to customsĵ needs in the future, the study stated that there is a lack of 
clientsĵ needs understanding problem and that will lead to not achieving the clientsĵ 
satisfaction. 

Keywords: total quality management ,customer satisfaction . 
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 ƕǂɚ˳Ǆƕƨäî˕ǁä: 
 ýǚƤ ˥ǆā Ǌ ʼ ǉ̇ ƛ˓˸ǃå Ɇǆå˦ƶǃå í˗ƶƙ Ɏ˗ǆā ßǚ˸ƶǃå ßƓưï ɖ˻ǀ˲ƙ Ɨ ʽ Ḫ ǑƼ ˖˲ ǃå ƗǄɜ˵ǆ Ɇ˰˸˯ƙ
 ǑƼ ǊǄǆƓ˵ǃå ǉí˦˱ǃå çïåíã Ɨ˸ǋƓ˴ǆ Ɏ˗ǆ ýǚƤ ˥ǆ ǊǄɜ˵˸ǃå ǏǄƵ ˓˷ǃå ɊǄ˴Ȼ ú˦ƪ ˖˲ ǃå å˘ǋ

 ßƓưï ɖ˻ǀ˲ƙǃå ƓưïÜßǚ˸ƶ :Ǌ ǃƓ˯ǃå ƗǄ˭ƪǙå ǏǄƵ ǊȺƓƞǗå ýǚƤ ˥ǆ ˣǃîā 

1.  ɖ˻ˮˠƙÞßǚ˸ƶǃå ßƓưï ɖ˻ǀ˲˯ǃ ɏí˓ǒ èƓ˱˯˹˸ǃå çí˦ƞ çïåíã 
2. ÞèƓ˱˯˹˸ǃå çí˦ƞ ˗ǒ˗˲ƙ ǑƼ ˤǋƓ˴ƙ ßǚ˸ƶǃå èƓƞƓ ˯ơã Ɨƪåïí 
3. Þßǚ˸ƶǃå ßƓưï ɖ˻ǀ˲ƙ ǑƼ ˤǋƓ˴Ȼ çí˦˱ǃå çïåíã þ˦ǌƽǆ 

 ùä˕ǉàƕƨäî˕ǁä: 
1.                                        .ßǚ˸ƶǃå ßƓưï ɖ˻ǀ˲˯ǃ "Ɠ ʼƓḪ ƗǄǆƓ˵ǃå ǉí˦˱ǃå çïåíã ɖ˻ˮˠƙ ÿƓḪ åîã Ɠǆ ƗƼ̇ ƶǆ 
2. .ßǚ˸ƶǃå ßƓưï ɖ˻ǀ˲ƙ ǑƼ ƗƽǄ˯˳˸ǃå ǉí˦˱ǃå íƓƶȺá ˙˻ƛƋƙ Ɏ˗ǆ ƗƼ̇ ƶǆ 
3. .ßǚ˸ƶǃå Ɠưï ñƓ ʾ Ɨ ʽ Ḫ ƗƼ̇ ƶǆ 

 ƕ ˶ǉàƕƨäî˕ǁä: 
1ǄǆƓ˵ǃå ǉí˦˱ǃå çïåíã ɖ˻ˮˠƙ Ɨ ˸ǋá Ơ ư˦ƙ..ßǚ˸ƶǃå èƓ ï̋ ɖ˻ǀ˲ƙ ǑƼ Ɠǋ̇ ˻ƛƋƙ Ɏ˗ǆā Ɨ 

2.èƓ˸ˢ˹˸ǃå úå˗ǋá ɖ˻ǀ˲ƙ ǑƼ Ǌ˸ǋƓ˴ǆ Ɏ˗ǆā ßǚ˸ƶǃåßƓưï Ɨ ˸ǋá Ơ ư˦ƙ . 

ä óĀ˗ƺƕƨäî˕ǁä: 
- .ßǙ˦ ǃåā ƗǄǆƓ˵ǃå ǉí˦˱ǃå ɖ˻ˮˠƙ ˥˻ƕ Ɨ ƕƓ˱Ȼã ƗƿǚƵ üƓ˹ǋ :ǏǃāǕå Ɨ ˴ Ƒ̇ ǃå Ɨ ư̇ ƽǃå 

: ƕ ʶ̠ ƻǁä çƑ Ʈ˗ƻǁä 

á.  èƓƞƓ ˯ơå ˤǌƼ ˥˻ƕ Ɨ ƕƓ˱Ȼã ƗƿǚƵ üƓ˹ǋ.ßǙ˦ ǃåā ˥ƑƓɁ̊ ǃå 
æ. .ßǙ˦ ǃåā  ǊƶǄ˴ǃå āá Ɨǆ˗˳ǃå ǏǄƵ ý˦˶˲ǃå Ɨ ǈƓɜǆã ā Ɨǃ˦ǌƪ ˥˻ƕ Ɨ ƕƓ˱Ȼã ƗƿǚƵ üƓ˹ǋ 



 

 

5 

è. .ßǙ˦ ǃåā ÿƓǆǙå ɖ˻ǀ˲ƙ ˥˻ƕ Ɨ ƕƓ˱Ȼã ƗƿǚƵ üƓ˹ǋ 
- .Ɠư̇ ǃåā ƗǄǆƓ˵ǃå ǉí˦˱ǃå ɖ˻ˮˠƙ ˥˻ƕ Ɨ ƕƓ˱Ȼå ƗƿǚƵ üƓ˹ǋ : Ɨ ǈƓ˰ǃå Ɨ ˴ Ƒ̇ ǃå Ɨ ư̇ ƽǃå 

: ƕ ʶ̠ ƻǁä çƑ Ʈ˗ƻǁä 

á.  Ɨ ƕƓ˱Ȼã ƗƿǚƵ üƓ˹ǋ.Ɠư̇ ǃåā ˥ƑƓɁ̊ ǃå èƓƞƓ ˯ơå ˤǌƼ ˥˻ƕ 
æ. .Ɠư̇ ǃåā Ǌǆ˗˳ǃåā ǊƶǄ˴ǃå ǏǄƵ ý˦˶˲ǃå Ɨ ǈƓɜǆã ā Ɨǃ˦ǌƪ ˥˻ƕ Ɨ ƕƓ˱Ȼã ƗƿǚƵ üƓ˹ǋ 
è. .Ɠư̇ ǃåā ÿƓǆǙå ɖ˻ǀ˲ƙ ˥˻ƕ Ɨ ƕƓ˱Ȼã ƗƿǚƵ üƓ˹ǋ 
- .Ɠư̇ ǃåā ßǙ˦ ǃå ˥˻ƕ Ɨ ƕƓ˱Ȼã ƗƿǚƵ üƓ˹ǋ :Ɨ˰ǃƓ˰ǃå Ɨ ˴ Ƒ̇ ǃå Ɨ ư̇ ƽǃå 
- ǚƶǃå Ɋƪ˦˯ǒ Ɠư̇ ǃå :ƗƶȺå̇ ǃå Ɨ ˴ Ƒ̇ ǃå Ɨ ư̇ ƽǃå ā ƗǄǆƓ˵ǃå çí˦˱ǃå çïåíã ɖ˻ˮˠƙ ˥˻ƕ Ɨƿ.ßǙ˦ ǃå 

: Ɨ ʸ̇ ƽǃå èƓ ư̇ ƽǃå 

á. .ßǙ˦ ǃåā ˥ƑƓɁ̊ ǃå èƓƞƓ ˯ơå ˤǌƼ ˥˻ƕ Ɨƿǚƶǃå Ɋƪ˦˯ǒ Ɠư̇ ǃå 
æ. .ßǙ˦ ǃåā Ɨǆ˗˳ǃå āá ǊƶǄ˴ǃå ǏǄƵ ý˦˶˲ǃå Ɨǃ˦ǌƪ ˥˻ƕ Ɨƿǚƶǃå Ɋƪ˦˯ǒ Ɠư̇ ǃå 
ê. .ßǙ˦ ǃåā ÿƓǆǙå ɖ˻ǀ˲ƙ ˥˻ƕ Ɨƿǚƶǃå Ɋƪ˦˯ǒ Ɠư̇ ǃå 

ê̠ ˭ƾ˶ǁä ƕƨäî˕ǁä éíˤ˶ǆ: 

  Ɨ ǃ˦˭˴˸ǃå Ɇǀ˯˴˸ǃå ˙˻ƺ˯˸ǃå ïāƓ˲ǆ ˕˻ǀȺ ƗȻíƓ˸˯ƵǙåā ɏ˗˻Ḫ˦˯ǃå ǑǄǆƓƶǃå Ɇ˻Ǆ˲˯ǃå ƝƑƓ˯ǈ ǑǄƵ ßƓ˹ƕ
 Ɠ˸Ḫ ˥ɂï˦˲ǆ Ǒǃå ˕˱ǆ˗ǈå Ɨ ʹ˸˯˱˸ǃå Ɨ ǃ˦˭˴˸ǃå Ɋ ƪ˦ǃå ˙˻ƺ˯˸ǃå íƓƶȺå Ɠǆå Ǒǋ Ɠ˸ǂƗ ʸƓ˸˯ƞǙå
 Ɠ˸Ḫ Ɨƪåï˗ǃå èƓ ư̇ Ƽā êî˦˸ǈ Ɇǒ˗ƶƙ Ǒǃå å˗ơ Ɠ˸ǆ ˥ɂï˦˲ǆ Ǒǃå ƴȺƓ˯ǃå ˙˻ƺ˯˸ǃå íƓƶȺå ˕˱ǆ˗ǈåƼ Ǒ

.ǉǚƵå Ɇɜ˵ǃå 
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                                            ˖ơƓ ǃå íå˗Ƶã :ï˗˶˸ǃå 
) ˤƿï ɆɜƬ1Ɨƪåï˗ǃå êî˦˸ǈ Ơư˦ǒ  ( 

 ƕ ˯Ǌ˷Ǆƕƨäî˕ǁä: 
Ǚå Ɲǌ˹˸ǃåā Ǒ˳ɂïƓ˯ǃå Ɲǌ˹˸ǃå ǏǄƵ ˖˲ ǃå ˗˸˯Ƶåƪåï˗ǃå ô̇ Ƶ ǑƼ ǑƑå̇ ǀ˯ƪǗå Ɲǌ˹˸ǃåā Ǒ˟Ɠ ˹˯ƪ èƓ

. èƓ ư̇ ƽǃå ïƓ ˯Ƥã Ɇ˻Ǆ˲ƙ ǑƼ ǑƑƓ˶ơǙå Ɲǌ˹˸ǃåā ǑǄ˻Ǆ˲˯ǃå ǑƽƮ˦ǃå Ɲǌ˹˸ǃåā ƗǀȺƓ˴ǃå 

: çƑǆƑ ˬǁä Ʋ˶Ɯ îìƑ˴Ǆ 
 Ɠǆå Ü ÿƓ ˮ˯ƪǗå çïƓ˸˯ƪã ýǚƤ ˥ǆ ǏǃāǕå èƓǆ˦Ǆƶ˸ǃå ǏǄƵ èƓǈƓ ˮǃå ƴ˸ƞ ǑƼ Ɨƪåï˗ǃå è˗˸˯Ƶã

 ƴƞå̇ ˸ǃå ˥ǆ Ɨɂ˦ǈƓ˰ǃå èƓǆ˦Ǆƶ˸ǃå.èåï˦˵˹ǆā ɆƑƓƪï ˥ǆ ˙Ƽ˦ƙƓǆā Ɲɂā˙˯ǃå çåíɀā èƓƶ ˮ˸ǃå çïåíã ˙ɂïƓǀƙā 

:ƕƨäî˕ǁä Ʋ˶˭˯Ǆ 
 Ɲɂā̇˯ǃå ʕ˴ƿā ǉí˦˱ ǃå çïåíã ̝ɂï̠˯ǃå ʕ˴ƿā Ɨɂ̇˵ ǃå íïå˦˸ǃå çïåíã Ǒƽl˦ǆ ˥ǆ Ɨƪåï̠ǃå ƴ˸˯˱ǆ ÿ˦ḧ˯ǒ

˹˻Ƶ è̇ ˻˯Ƥå ˗ƿāƓǌưā˙Ƽ è̇ ˮ˯Ƥåā ˕ǄǄơā Ɨ ưå̇ ˯Ƽã Ǌ. 
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: ƕƾȸƑ˲ǁä çƑƨäî˕ǁä 
1 çƑǄ˕˱ǁä æìˤƜ ˗ƙä.Þǘ˶ƴǁä ÞƑƮî ǍǂƳ(1): 

:ƕƨäî˕ǁä ƕǂɚ˳Ǆ 
 èƓ˴ƪ˓˸ǃå ǑƼ Ɠǌ˹˻˴˲ƙā ǉí˦˱ǃå ˙ɂ˦ˠ˯ǃ ǑƪƓƪá ýƓƤ˗˸Ḫ Ɨǆ˗˳ǃå çí˦ƞ ñƓ ʾ çïā˙˷ǃ "å̇ ˢǈ
 çí˦ƞ ñƓ ʿǃ Ɨ˲Ǆ˸ǃå èƓƞƓ˲ǃåā Ü èƓǆ˗˳ǃå çí˦ƞ ñƓ ʾ Ɨ ʽ Ḫ ǑƼ ˥ǒƓ ˯ǃåā èƓɁ˦ƶ˶ǃåā Ɨ ǆ˗˳ǃå

 ƗǄ˭ƪǙå ǑƼ Ɨƪåï˗ǃå ƗǄɜ˵ǆ ˕Ǆ˰˸ƙā ýƓ˶ƙǗå èƓ˴ƪ˓ǆ ǑƼ èƓǆ˗˳ǃå:Ɨ ǃƓ˯ǃå 
¶ Þ"ǚƶƼ ƗḪï˗˸ǃå èƓǆ˗˳ǃå ƴǆ Ɨƪåï˗ǃå Ɇ˲ǆ ƗḪ̇ ˵ǃå ßǚ˸Ƶ èƓƶƿ˦ƙ ɖƼå˦˯ƙ Ɇǋ 
¶ Þßǚ˸ƶǃå ˙ˢǈ Ɨǌƞā ˥ǆ ƗḪï˗˸ǃå èƓǆ˗˳ǃå çí˦ƞ ǏǄƵ ˙ƛ˓ƙ Ǒ˯ǃå èå̇ ƛ˓ǆå ˤǋá ǑǋƓǆ 
¶ Þßǚ˸ƶǃå ßƓưïā ƗḪï˗˸ǃå Ɨǆ˗˳ǃå çí˦ƞ ˥˻ƕ ƗƿǚƵ üƓ˹ǋ Ɇǋ 

:ƕƨäî˕ǁä ùä˕ǉà 
1Ǆ˻˸ḧ˯ǃå èƓǆ˗˳ǃå Ɨ ˸ǋǕ ǉƓ ˯ǈǗå ˕ƽǃ ..ï˦ǌ˸˱ǃå Ɨǆ˗˳ǃ Ɨ ơƓ˶˸ǃå Ɨ 
2.ˤǌƙƓƶƿ˦˯ƕ Ɠǌ˯ǈïƓǀǆā ßǚ˸ƶǃå Ɇˮƿ ˥ǆ ƗḪï˗˸ǃå Ɨǆ˗˳ǃå ˥ǆ Ɨ˱ƙƓ˹ǃå ǉ˦˱ƽǃå ñƓ ʾ . 
3.ˤǌ˻ǃã Ɨǆ˗ǀ˸ǃå Ɨǆ˗˳ǃå ˥Ƶ Ɨƪåï˗ǃå Ɇ˲ǆ ƗḪ̇ ˵ǃå ßǚ˸Ƶ ßƓưï Ɨƞïí ˗ǒ˗˲ƙ . 
4.Ɨǆ˗˳ǃå çí˦˱Ⱥ Ǌ˯ƿǚƵā Ɨ Ǆ˻˸ḧ˯ǃå Ɨǆ˗˳ǃå ǑƼ ƗȻíƓ˸˯ƵǗå ˙Ƭ˓ǆ ɉƓ ƙïã Ɨƞïí . 
5å ˤȻ˗ǀƙ . Ɇ˲ǆ ƗḪ̇ ˵ǃƓȺ ßǚ˸ƶǄǃ Ɨ Ǆ˻˸ḧ˯ǃå èƓǆ˗˳ǃå çí˦ƞ ˥˻˴˲˯ǃ Ɨǆðǚǃå èƓ Ʈ˦˯ǃ

.ƗǄǆƓ˵ǃå ǉí˦˱ǃå èƓ Ƒ̇ ǆ ɖƼā Ɨƪåï˗ǃå 
6ßǚ˸ƶǃå ßƓưïā ƗḪï˗˸ǃå Ǌǆ˗˳ǃå ˥˻ƕ ǉí˦ƞ˦˸ǃå Ɨƿǚƶǃå Ɇ˻Ǆ˲ƙ . 
7ý˦Ḫ˦Ƽ̇ ˻ƪ êð˦˸ǈ ɖ˻ˮˠƙ .servqual )  (   çí˦ƞ èå̇ Ƭ˓ǆ ǑƼ ǉí˦ƞ˦˸ǃå ǉ˦˱ƽǃå ñƓ ʿǃ

.Ɨǆ˗˳ǃå 

                                                           
 (1)   дϝгуЯЂ ϽЫϠнϠϜ ЭуЯ϶ ϼϜϿжï  )  анАϽϷЮϜ ϣтънϠ ϤъϝЋϦщЮ етϾ ϣЪϽІ ϣЮϝϲ ϣЂϜϼϸ ) ̭ыгЛЮϜ ϝЎϼ пЯК ϤϝвϹϷЮϜ ϢϸнϮ ϽϪϒ2006 ï 2009 (- 

 еуЯузЮϜ ϣЛвϝϮï  ϽуϧЃϮϝв ϣЮϝЂϼï  нуЮнт2010 ï .иϼнЇзв ϽуО ϣЂϜϼϸ 
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 ƕƨäî˕ǁä óĀ˗ƺ: 
1.  ƗḪ̇ ˵ǃå ßǚ˸Ƶ Ɇˮƿ ˥ǆ ƗḪï˗˸ǃå Ɨǆ˗˳ǃå ˥˻ƕ Ɨ ƑƓ˶ơã ƗǃǙí èåî ƗƿǚƵ èƓƿā˙Ƽ ˗ƞ˦ƙ

.Ɨǆ˗˳ǃå ǉ˘ǌǃ ˤǌƙƓƶƿ˦ƙā Ɨƪåï˗ǃå Ɇ˲ǆ 
2.  Ɇˮƿ ˥ǆ ƴƿ˦˯˸ǃåā üï˗˸ǃå Ɨ ƪ˦˸Ǆ˸ǃå ˙Ƭ˓ǆ ˥˻ƕ Ɨ ƑƓ˶ơã ƗǃǙí èåî èƓƿā˙Ƽ ˗ƞ˦ƙ

.Ɨƪåï˗ǃå Ɇ˲ǆ ƗḪ̇ ˵ǃå ßǚ˸Ƶ 
3.  ˙Ƭ˓ǆ ˥˻ƕ Ɨ ƑƓ˶ơã ƗǃǙí èåî èƓƿā˙Ƽ ˗ƞ˦ƙ Ɇˮƿ ˥ǆ ƴƿ˦˯˸ǃåā üï˗˸ǃå ƗȻíƓ˸˯ƵǗå

.Ɨƪåï˗ǃå Ɇ˲ǆ ƗḪ̇ ˵ǃå ßǚ˸Ƶ 
4.  Ɇˮƿ ˥ǆ ƴƿ˦˯˸ǃåā üï˗˸ǃå ƗȺƓ˱˯ƪǗå ˙Ƭ˓ǆ ˥˻ƕ Ɨ ƑƓ˶ơã ƗǃǙí èåî èƓƿā˙Ƽ ˗ƞ˦ƙ

.Ɨƪåï˗ǃå Ɇ˲ǆ ƗḪ̇ ˵ǃå ßǚ˸Ƶ 
5.  ßǚ˸Ƶ Ɇˮƿ ˥ǆ ƴƿ˦˯˸ǃåā üï˗˸ǃå ÿƉǆǙå ˙Ƭ˓ǆ ˥˻ƕ Ɨ ƑƓ˶ơã ƗǃǙí èåî èƓƿā˙Ƽ ˗ƞ˦ƙ

.Ɨƪåï˗ǃå Ɇ˲ǆ ƗḪ̇ ˵ǃå 
6.  Ɇˮƿ ˥ǆ ƴƿ˦˯˸ǃåā üï˗˸ǃå Ʉ˟Ɠƶ˯ǃå ˙Ƭ˓ǆ ˥˻ƕ Ɨ ƑƓ˶ơã ƗǃǙí èåî èƓƿā˙Ƽ ˗ƞ˦ƙ

.Ɨƪåï˗ǃå Ɇ˲ǆ ƗḪ̇ ˵ǃå ßǚ˸Ƶ 
7. .ƗȻíƓ˸˯ƵǗå̇ Ƭ˓ǆā ƗḪï˗˸ǃåƗǆ˗˳ǃå çí˦ƞ ˥˻ƕ ɉƓ ƙïã ƗƿǚƵ ˗ƞ˦ƙ 

:ƕƨäî˕ǁä ƕ ˯Ǌ˷Ǆ 

 ƴƞå̇ ˸ǃå ˤǋá ǏǄƵ ǑƽƮ˦ǃå Ɲǌ˹˸ǃå ˗˸˯Ƶå ˖˻ơ Ü ǑǄ˻Ǆ˲˯ǃå ǑƽƮ˦ǃå Ɲǌ˹˸ǃå Ɨƪåï˗ǃå è˗˸˯Ƶã
 ïā˗ǃåā ǏǄƵ ǑǄ˻Ǆ˲˯ǃå Ɲǌ˹˸ǃå ˗˸˯Ƶã Ɠ˸˹˻ƕ é˦˲ ǃå Ǒǃå ƗƼƓưǗƓȺ çï˦˵˹˸ǃå ˙˻ƹā ǉï˦˵˹˸ǃå èƓɂ

.Ɨ˶ ˳˵ǃå èƓsơǚ˸ǃåā èǚƕƓǀ˸ǃå Ǒǃå ƗƼƓưã ɏ̇ˢ˹ǃå ïƓ˟Ǘå èƓǆ˦Ǆƶ˸ǃ Ɇ˸ɜ˸ǃå ÿƓˮ˯ƪǗå 
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2Þǘ˶ƴǁä ƑƮî ǍǂƳ ƕǂǄƑ˳ǁä Ǉìˤ˯ǁä æîäìâ ɔ˹ˬ˞Ɨ ˗ƙà.:(1)  

: ˔˰ ǁä ƕǂɚ˳Ǆ 

Ƥ ˥ǆ ˖˲ ǃå ƗǄɜ˵ǆ ˖ơƓ ǃå ë̇ ˠȻ:Ɨ ǃƓ˯ǃå Ɨ ˴ Ƒ̇ ǃå ƗǄ˭ƪǙå ýǚ 

-  Ɨ ǈåí˦˴ǃå ƗḪ̇ ˵ǃå ǑƼ ßǚ˸ƶǃå Ɠưï ɖ˻ǀ˲ƙā ƗǄǆƓ˵ǃå ǉí˦˱ǃå ɖ˻ˮˠƙ ˥˻ƕ ƗƿǚƵ ˗ƞ˦ƙ Ɇǋ
ÞßƓɁ̇ǌḧǄǃ ɏïå̇˲ǃå ̠˻ǃ˦˯Ǆǃ 

- ÞƗḪ̇ ˵ǃå ǉ˘ǋ Ɠǌǆ˗ǀƙ Ǒ˯ǃå èƓǆ˗˳ǃå ǏǄƵ ƗǄǆƓ˵ǃå ǉí˦˱ǃå ɖ˻ˮˠƙ ˤ˯ǒ ˃ ǂ 
- ÞƗǄǆƓ˵ǃå ǉí˦˱ǃå çïåíã ɖ˻ˮˠ˯ǃ ƗɁ˦Ǆˠ˸ǃå èå˦ˠ˳ǃå ǑǋƓǆ 
- å ǑǋƓǆÞßƓɁ̇ ǌḧǃå ˗˻ǃ˦˯ǃ Ɨ ǈåí˦˴ǃå ƗḪ̇ ˵ǃƓȺ ƗǄǆƓ˵ǃå çí˦˱ǃå çïåíå ɖ˻ˮˠƙ ˥Ƶ Ɨ˱ƙƓ˹ǃå ïƉƛǙ 

:˔˰ ǁä ùä˕ǉà 

- .ßǚ˸ƶǃå Ɠưï ǏǄƵ ƗǄǆƓ˵ǃå ǉí˦˱ǃå çïåíã ˙˻ƛƋƙ Ɨƪåïí 
- .ßƓɁ̇ ǌḧǃå ˗˻ǃ˦ƙ Ɨ Ǆ˸Ƶ̇ ɂ˦ˠƙ ǏǄƵ ƗǄǆƓ˵ǃå ǉí˦˱ǃå çïåíã ˙˻ƛƋƙ Ɏ˗ǆ Ɨƪåïí 
-  ǉí˦˱ǃå þƓˢǈ ɖ˻ˮˠƙ Ʉ˶ƙ Ǒ˯ǃå ý˦Ǆ˲ǃå ˞ƶȺ ëå̇ ˯ƿã.ƗǄǆƓ˵ǃå 
- .ßƓɁ̇ ǌḧǃå èƓǆ˗ơ ƗƮƓƤā ÿåí˦˴ǃå ǑƼ Ɨ ǆ˗˳ǃå èƓƵƓˠǀǃå ǑƼ ǉí˦˱ǃå Ɨ ˸ǋá ˛ɜƵ 

:˔˰ ǁä óĀ˗ƺ 

- .ɏïå̇˲ǃå ̠˻ǃ˦˯Ǆǃ Ɨǈåí˦˴ǃå ƗḪ̇˵ ǃå ̇ɂ˦ɣƙ ǑƼ ̇ƛá Ɠǌǃ ƗǄǆƓ˵ǃå ǉí˦˱ǃå çïåíã 
- .ßǚ˸ƶǃå Ɠưïā ƗḪ̇ ˵ǃƓȺ ƗǄǆƓ˵ǃå ǉí˦˱ǃå çïåíã ɖ˻ˮˠƙ ˥˻ƕ ƗƿǚƵ üƓ˹ǋ 

                                                           
 (1)   букϜϽϠϜ дϝгуЯЂ ХϳЂϖ бЛзгЮϜϹϡКï  )  ϣтϼϜϽϳЮϜ ̭ϝϠϽлЫЮϜ ϹуЮнϧЮ ϣужϜϸнЃЮϜ ϣЪϽЇЮϜ пЯК ХуϡГϦ )̭ыгЛЮϜ ϝЎϼ пЯК  ϣЯвϝЇЮϜ иϸнϯЮϜ ϢϼϜϸϖ ХуϡГϦ ϽϪϒ

2010-2012 ( (-  рϽкϾцϜ буКϿЮϜ ϣЛвϝϮï  ϽуϧЃϮϝв ϣЮϝЂϼï ЁГЃОϜ2012  ï .иϼнЇзв ϽуО ϣЂϜϼϸ 
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-  ǑƼ ƗǄǆƓ˵ǃå ǉí˦˱ǃå þƓˢǈ ɖ˻ˮˠƙǚ˸ƶǃå èƓƞƓ ˯ơƓȺ ˓ˮ˹˯ǃå ǑƼ "ƓȺƓ˱Ȼã ˙ƛ˓ǒ ßƓɁ̇ ǌḧǃå èƓḪ̇ Ƭ ß
.ˤǌƕƓˠǀ˯ƪɀā 
 : ƕƨäî˕ǁä ƕ ˯Ǌ˷Ǆ 

 ǑƼ ˗˸˯Ƶå ā ƗǃƓ˲ǃå Ɨƪåïíā ǑƑå̇ ǀ˯ƪǗå ǑƑƓ˶ơǗå ǑǄ˻Ǆ˲˯ǃå ǑƽƮ˦ǃå Ɲǌ˹˸ǃå ˖ơƓ ǃå þ˗˳˯˴Ȼ
èƓǈƓ ˮǃå Ɠǆå Ɨ ˸Ǆƶǃå èǚ˱˸ǃåā èƓɂïā˗ǃåā ˔˯ḧǃå ˥ǆ Ɨɂ˦ǈƓ˰ǃå ïíƓ˶˸ǃå ˥ǆ èƓǈƓ ˮǃå ǏǄƵ ý˦˶˲ǃå 

.ÿƓ ˮ˯ƪǗå ɖɂ̇ ˟ ˥Ƶ Ɠǌ˻ǄƵ ý˦˶˲ǃå ˤƙ Ɨ ǃāǕå 
3Þǘ˶ƴǁä ÞƑƮî ǍǂƳ ƕ ʺ˗˴˶ǁä çƑǄ˕˱ǁä æìˤƜ ˗ƙà.(1)  : 

: ˔˰ ǁä ƕǂɚ˳Ǆ 
ÞɆ˻˸ƶǃå Ɠưï ǏǄƵ Ɨ ʼ̇ ˶˸ǃå èƓǆ˗˳ǃå çí˦ƞ ˙˻ƛƋƙ Ɏ˗ǆƓǆ ǑƼ ˖˲ ǃå ƗǄɜ˵ǆ Ɇ˰˸˯ƙ 

:ǑǃƓ˯ǃå ˦˲ ǃ˹å ǏǄƵ Ɨy Ƽ̇ ƗǄ˭ƪå ɏï˦˲ ǃ˸å ýå˓˴ǃå å̆ǋ ̞ ƙ˲ êï̠˹ƙ 
1.  ßǚ˸ƶǃå ˤ ʿȻ ˃ ǂÞƗ˴ƪ˓˸ǃå ú̇ ˟ ˥ǆ Ɨǆ˗ǀ˸ǃå èƓǆ˗˳ǃå çí˦ƞ 
2. ÞƗǆ˗˳ǃå çí˦ƞ ˤ ʿƙ ǑƼ ßǚ˸ƶǃå Ɠǌǆ˗˳˯˴Ȼ Ǒ˯ǃå èå̇ Ƭ˓˸ǃå ǑǋƓǆ 
3. ÞɆ˻˸ƶǃå Ɠưïā ƗḪï˗˸ǃå Ɨǆ˗˳ǃå çí˦ƞ ˥˻ƕ ɉƓ ƙïã üƓ˹ǋ Ɇǋ 

:˔˰ ǁä ùä˕ǉà 
1. ïƓ˟ã ˤȻ˗ǀƙ  Ɇˮƪā Ɠǌ˸ ƙʿ êðƓ˸ǈā èå̇Ƭ˓ ǃ˸åā Ɨǆ̠˳ ǃå çí˦˱ Ⱥ ƗǀǄƶ˯˸ǃå ʕ Ɠˀƽ˸ǃå í̠˲Ȼ ɏ̇ ǈs

ƗƼƓưǗƓȺ Ɠǌ˹˻˴˲ƙ .ǊƪƓʾ û̇ ā˟ Ǌ˶ƑƓ˶Ƥā Ɠư̇ǃƓȺ ˃ɂ̇ƶ˯ǃå Ǒǃå 
2. .ßǚ˸ƶǃå Ɠưïā ƗḪï˗˸ǃå Ɨǆ˗˳ǃå çí˦ƞ ˥˻ƕ ǉí˦ƞ˦˸ǃå Ɨƿǚƶǃå Ɇ˻Ǆ˲ƙ 
3. .Ǌǆ˗ǀ˸ǃå Ɨǆ˗˳ǃå çí˦ƞ ˤ ˻ǀ˯ǃ êð˦˸ǈ ɖ˻ˮˠƙ 

                                                           
 (1)   ЭЏТ  бЃЦ ϝГК ϜϹжϼ пЮнгЮϜï )  иϽϧУЮϜ ев сЃжϽУЮϜ сжϜϸнЃЮϜ ЩзϡЮϜ пЯК ϣуЧуϡГϦ ϣЂϜϼϸ ) ̭ыгЛЮϜ ϝЎϼ пЯК ϣуТϽЋгЮϜ ϤϝвϹϷЮϜ ϢϸнϮ ϽϪϒ2005-

2011 ( (-  рϽкϾцϜ буКϿЮϜ ϣЛвϝϮï  ϽуϧЃϮϝв ϣЮϝЂϼï  ) ЁГЃОϜ1433  и-2012 ( аï .иϼнЇзв ϽуО ϣЂϜϼϸ 
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4.  ǏǄƵ ëƓ˯ƽǈǗå Ɇˡ ǑƼ Ɨ ˴ƼƓ˹˯ǃå ǉ̊ ˻˸Ǆǃ ï˗˶˸Ḫ Ǌǆ˗ǀ˸ǃå Ɨǆ˗˳ǃå çí˦ƞ Ɨ ˸ǋá ǏǄƵ ˗˻ǂƋ˯ǃå
.Ǒ˸ǃƓƶǃå û˦ ǃ˴å 

5.  ˞ƶȺ Ǒǃå ɆƮ˦˯ǃå Ɨǆ˗˳ǃå çí˦ƞ ï˦ˠƙ ǑƼ ˤǋƓ˴ƙ ÿå ˥ɜ˸˸ǃå ˥ǆ Ǒ˯ǃå èƓơå̇ ˯ƿǗåā ƝƑƓ˯˹ǃå
.Ɨ ǈåí˦˴ǃå úïƓ˶˸ǃå ǑƼ 

:˔˰ ǁä óĀ˗ƺ 

1. .Ɇ˻˸ƶǃå Ɠưïā Ɨǆ˗˳ǃå çí˦ƞ ˥˻ƕ Ɨ ƑƓ˶ơã ƗǃǙí èåî ƗƿǚƵ üƓ˹ǋ 
2. .í˗ƞ ßǚ˸Ƶ æ˘ƞā Ɇ˻˸ƶǃå Ɠưï Ǒǃå ɏí˓ƙ èƓǆ˗˳ǃå ƗǄ˻ɜ˵ƙ ƴƪ˦ƙ 
3. ˸ǃå ßåíå ˥˻˴˲ƙ Ǒǃå ɏí˓ƙ Ɨ ʼ̇ ˶˸ǃå Ɨǆ˗˳ǃå çí˦ƞ.úïƓ˶ 
4. Þǘ˶ƴǁä ƑƮî Ǐƺ çäîƑ ˲ǁä ˣ˹ǄƉƗ çƑǄ˕Ƣ æìˤƜ ˗ƙà(1) : 

: ˔˰ ǁä ƕǂɚ˳Ǆ 

 ˥ǆ˻Ƌ˯ǃå èƓḪ̇Ƭ Ɠǌǆ̠ǀƙ Ǒ˯ǃå Ɨ˹ǆ˻Ƌ˯ǃå èƓǆ̠˳ ǃå çí˦ƞ Ɏ˦˯˴ǆ Ǒǈ̠ƙ ǑƼ ̟ ǃ˲å ƗǄɜ˵ǆ Ɇ˰˸ ƙ˯
 ˤȻ˗ǀƙā ýƓ ʿ˯ƪã èåïƓǌǆ Ʉƶư ǑƼ Ǒǈ˗˯ǃå å˘ǋ Ơǆǚǆ ˤǋá Ɇ˰˸˯ƙ ā èåïƓ ˴ǃå ˥˻ǆƋƙ ÷̇ ƽȺ Ɨ ǈåí˦˴ǃå

˗ǀǆ Ɇˮƿ ˥ǆ Ɨǆ˗˳ǃå ƗȺƓ˱˯ƪǗå Ʉƶư Ǒǃå ƗƼƓưǗƓȺ èåïƓ ˴ǃå ˥˻ǆƋƙ ÷̇ ƽȺ ( ˥˻ƽˡ˦˸ǃå ) Ɨǆ˗˳ǃå Ǒǆ
 íå̠ƪ ǑƼ ̇˻ƤƋ˯ǃåā ƗǄ˟Ɠ˸˸ǃå Ǒǃå ˥ǆ˻Ƌ˯ǃå èƓḪ̇Ƭ ˓˱ ǃā  èåïƓ˴ǃå ÷̇Ƽ ßǚ˸Ƶ èƓơ̇˯ǀǆā ɎāƓɜ˵ǃ
 Ɇ˻˸˲ƙ Ɨ ʿȺ Ɨ ǃƓƵ üǚǌ˯ƪã ā Ɇ˸˲ƙ ƸǃƓ ǆ ô˙Ƽā èåïƓ ˴ǃå ÷̇ ƽȺ ßǚ˸ƶǄǃ Ɨǀ˲˯˴˸ǃå èƓ ǃƓˠ˸ǃå

Ɠ˴˳ǃå ˥ǆ ˙˻ˮḪ ß̊ ƞ.ˣǃî ˙˻ƹā ßǚ˸ƶǄǃ ǉï 

                                                           
 (1)  етϹЮϜ ϵуІ букϜϽϠϜ аϝукï  еувϓϦ ϤϝвϹ϶ ϢϸнϮ ϽϪϒ( ЍуϠъϜ ИϽТ еувϓϧЮϜ ϢϸϝКϖ м еувϓϧЯЮ дϝЫуІ ϣЪϽІ ) ̭ыгЛЮϜ ϝЎϼ сТ ϤϜϼϝуЃЮϜ- ЃЮϜ ϣЛвϝϮ дϜϸн

 ϝуϮнЯзЫϧЮϜм анЯЛЯЮï  ϽуϧЃϮϝв ϣЮϝЂϼï2012 ï .иϼнЇзв ϽуО ϣЂϜϼϸ 
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 Ǒ˯ǃå Ɨǆ̠˳ ǃå  çí˦ƞ Ɏ˦˯˴ǆ Ǒǈ̠ƙ Ǒǃå èíå Ǒ˯ǃå èåïƓ˴ǃå ÷̇ƽȺ  ƗǀǄƶ˯˸ǃå Ɏ̇ƤǕå ɆǂƓ˵˸ǃå ˥ǆ
.Ɨ ǈåí˦˴ǃå ˥˻ǆƋ˯ǃå èƓḪ̇ ˵Ⱥ èïƓ ˴ǃå ÷̇ Ƽ Ɠǌǆ˗ǀȻ 

Ɨ ˹˻ǆƋ˯ǃå èƓǆ˗˳ǃå çí˦ƞ ˙˻ǒƓƶǆ ǑƼ ˖˲ ǃå Ɨƪåï˗ǃå ǉ˘ǋ ýāƓ˲ƙ  ˦ ˸Ǆ˸ǃå ) ˙ƮƓ˹ƶǃå ǑƼ ƗǄ˰˸˯˸ǃåǊƪ Ü
ƗƵ̇ ƪ Ü ƗȻíƓ˸˯ƵǗå  Ɠǌǀ ˮˠƙ Ɨ ǈƓɜǆɀā ( ÿƓǆǙå Ü Ɨǀ˰ǃå Ü Ǒ˶˳˵ǃå þƓ˸˯ǋǗåā ƗȻƓ˹ƶǃå Ü ƗȺƓ˱˯ƪǗå

.Ɨǆ˗ǀ˸ǃå Ɨǆ˗˳ǃå çí˦ƞ ÿƓ˸ư ú˗ǌƕ Ɨ ǈåí˦˴ǃå ˥˻ǆƋ˯ǃå èƓḪ̇ ˵Ⱥ èåïƓ ˴ǃå ˥˻ǆƋƙ ÷̇ Ƽ ǏǄƵ 

:˔˰ ǁä ùä˕ǉà 

1.  ÷ā˙Ƽ ǑƼ Ɨǆ˗˳ǃå çí˦ƞ ˙˻ǒƓƶǆ ɖ˻ˮˠƙ Ɨ ǈƓɜǆå Ɏ˗ǆ ǏǄƵ ú̇ ƶ˯ǃå Ǒǃå ˖˲ ǃå ú˗ǌǒ
Ƭ ǑƼ èåïƓ ˴ǃå ˥˻ǆƋƙ.Ɨ ǈåí˦˴ǃå ˥˻ǆƋ˯ǃå èƓḪ̇ 

2.  ˥˻ǆƋƙ ÷ā˙Ƽ ǑƼ Ɨǆ˗˳ǃå çí˦ƞ ˤ ˻ǀƙ ǑƼ ßǚ˸ƶǃå Ɠǌǆ˗˳˯˴Ȼ Ǒ˯ǃå íƓƶȺǕå ˥Ƶ Ʉ˵ḧǃå
.Ɨ ǈåí˦˴ǃå ˥˻ǆƋ˯ǃå èƓḪ̇ Ƭ ǑƼ èåïƓ ˴ǃå 

3.  çíƓƵɀā ˥˻ǆƋ˯Ǆǃ ÿƓɜƬ ƗḪ̇˵ Ⱥ èåïƓ˴ǃå ˥˻ǆƋƙ ÷̇ƽȺ ßǚ˸ƶǃå Ɠưï Ɏ˦˯˴ǆ ǏǄƵ ú̇ƶ˯ǃå
.÷̇ ƽǃå å˘ǋ Ɠǌǆ˗ǀȻ Ǒ˯ǃå Ɨǆ˗˳ǃå çí˦ƞ ˥Ƶ ˥˻ǆƋ˯ǃå 

:˔˰ ǁä óĀ˗ƺ 

á.  Ɠưï ǏǄƵ èåïƓ ˴ǃå ˥˻ǆƋƙ Ɨǆ˗˳ǃ Ɨƪ˦˸Ǆ˸ǃå ˙ƮƓ˹ƶǄǃ Ɨ ƑƓ˶ơã ƗǃǙí āî ˙ƛá ˗ƞ˦ǒǙ
.Ɨ ǈåí˦˴ǃå ˥˻ǆƋ˯ǃå èƓḪ̇ Ƭ ǑƼ ßǚ˸ƶǃå 

æ.  ˥ǆ˻Ƌƙ Ɨǆ̠Ƥ ßåíå Ɏ˦˯˴ǆ ǑƼ ( ƗȻíƓ˸˯ƵǗå ) èƓ˰ǃåā Ɨǀ˰Ǆǃ ƗƑƓ˶ơã ƗǃǙí āî ̇ƛá ̠ƞ˦ǒǙ
 èƓḪ̇ ˵ǃå ǑƼ Ɨǆ˗˳ǃå çí˦ƞ ˥Ƶ ßǚ˸ƶǃå Ɠưï ǏǄƵ èåïƓ ˴ǃå.Ɨ ǈåí˦˴ǃå 

ê.  ˥ǆ˻Ƌƙ Ɨǆ̠Ƥ ßåíå Ɏ˦˯˴ǆ ǑƼ ( Ɨʾå̠˶ ǃ˸å ) ƗȺƓ˱˯ƪǗå ƗƵ̇˴ ǃ ƗƑƓ˶ơã ƗǃǙí āî̇ƛá ̠ƞ˦ǒǙ
.Ɨ ǈåí˦˴ǃå èƓḪ̇ ˵ǃå ǑƼ Ɨǆ˗˳ǃå ǉí˦ƞ ˥Ƶ ßǚ˸ƶǃå Ɠưï ǏǄƵ èåïƓ ˴ǃå 
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í.  ßåíå Ɏ˦˯˴ǆ ǑƼ ( ÿƓ˸˷ ǃå ) ÿƓǆǙåā Ɨǀ˰ǃƓȺ ßǚ˸ƶǃåï˦ƶƬ ǑƼ ƗƑƓ˶ơã ƗǃǙí āî ̇ƛá ̠ƞ˦ǒ
 èåïƓ ˴ǃå ˥˻ǆƋƙ Ɨǆ˗Ƥ.Ɨ ǈåí˦˴ǃå èƓḪ̇ ˵ǃå ǑƼ Ɨǆ˗˳ǃå çí˦ƞ ˥Ƶ ßǚ˸ƶǃå Ɠưï ǏǄƵ 

: ˔˰ ǁä ƕ ˯Ǌ˷Ǆ 

  èƓƪåï˗ǃå ô˙Ƶ ǑƼ ǑƑå̇ ǀ˯ƪǗå Ɲǌ˹˸ǃåā Ǒ˟Ɠ ˹˯ƪǗå Ɲǌ˹˸ǃåā Ǒ˳ɂïƓ˯ǃå Ɲǌ˹˸ǃå ǏǄƵ ˖ơƓ ǃå ˗˸˯Ƶã
.èƓ ư̇ ƽǃå ïƓ ˯Ƥã ā Ɇ˻Ǆ˲ƙ ǑƼ ǑƑƓ˶ơǗå Ɲǌ˹˸ǃåā ǑǄ˻Ǆ˲˯ǃå ǑƽƮ˦ǃå Ɲǌ˹˸ǃåā ƗǀȺƓ˴ǃå 

5ƕ ʺ˗˴˶ǁä çƑǄ˕˱ǁä æìˤƜ.  þʕȿ̆ǁä ƑƮî ǍǂƳ Ƒǉ̠ƙàĀ(1): 

:˔˰ ǁä ƕǂɚ˳Ǆ 

 ǑƽǄƙ ˗ƿā Ɨ Ƒå̇ ƞǗå Ɨƶ ˮˠǃå ˖˻ơ ˥ǆ Ɨ ˠ˸˹ǃƓȺ Ɨ ʼ̇ ˶˸ǃå èƓǆ˗˳ǃå ǑƼ Ɨƪåï˗ǃå ƗǄɜ˵ǆ ˥˸ḧƙ
 úïƓ˶˸ǃå  ˕ƶƼí Ɨ ˠ˸˹ǃå ǉ˘ǋ ˛ƼƓ˹˯ǃå èƓ Ǆˠ˯ǆ ˥ǆ ˗ƶƙ Ǒ˯ǃåā Ɨǆ˗˳ǃå ǑƼ ˚˻˸˯ǃå èƓ ǈƓɜǆå Ɨ ˠ˸˹ǃå

 Ɇƞá ˥ǆ  Ɠǌƙí˦˱Ⱥ þƓ˸˯ǋǗåā ƓǌƙƓǆ˗Ƥ ˥˻˴˲ƙ ˦˲ǈ ˤǋƓưï ˔˴Ḫā ˥ƑƓɁ̊ ǃå èƓ ï̋ā èƓƞƓơ ÷Ɠ Ƭå
.ëƓɁïǙå Ɨ ˠƺƙ ˤƛ ˥ǆā ˤǌƑǙāā 

 çïåíã ̠ǀ˯ƶƙā ˥ƶ˻ǆ ǉí˦ƞ Ɏ˦˯˴˸ǃ "ƓǀƼā ǉí̠ƶ˯ǆā ƗƵ˦˹ ǆ˯ Ɨ̓̇ ǆ˶ èƓǆ̠Ƥ ʕȻ̠ǀ˯ƕ ú̇˶˸ǃå þ˦ǀȻ
 ˤǌƕ ɋƓƽ˯ơǗåā ú̇ ˶˸ǃå ßǚ˸Ƶ Ɠưï ɖ˻ǀ˲˯ǃ ƗɁ˦Ǆˠ˸ǃå Ɨ ˴ƼƓ˹˯ǃå ç̊ ˻˸ǃå ýǚƤ ˥ǆ ɖǀ˲ƙ Ɠǌǈá ˣ˹ˮǃå

˻˴˲ƙ Ɨ Ǆ˸Ƶ ÿá Ǚã èƓƞƓ ˯ơã ā èƓ ï̋ ɖƼā Ǐ˹ˮƙ ÿá ˔˱Ȼ Ɨǆ˗ǀ˸ǃå èƓǆ˗˳ǃå çí˦ƞ ˙ɂ˦ˠƙā ˥
.ɖɂ˦˴˯Ǆǃ ˖ǒ˗˲ǃå þ˦ǌƽ˸Ǆǃ "ƓǀƼā ßǚ˸ƶǃå 
:Ɨ ƙǙå èǙâƓ˴˯ǃå ǑƼ Ɨƪåï˗ǃå ƗǄɜ˵ǆ Ɇ˰˸˯ƙ 

á. Þ ÿ˦Ɂ̊ǃå Ɠưïā Ɨ̓̇ ˶˸ǃå èƓǆ̠˳ ǃå çí˦ƞ ˥˻ƕ Ɨƿǚƶǃå ǉƓ˱ƙɀā çï̠ƿ ǑǋƓǆ 

                                                           
 (1)   ϸϝгϲ ϽЫϠϜ ϞнЧЛт аϸϐïϼϝ϶ϸшϜ РϽЋв пЯК ϣужϜϹув ϣЂϜϼϸ ) днϠϿЮϜ ϝЎϼ пЯК ϝкϽϪϒ м ϣуТϽЋгЮϜ ϤϝвϹϷЮϜ ϢϸнϮ ( ϣуКϝгϧϮшϜ ϣугзϧЮϜм-  ϣЛвϝϮ

 ϝуϮнЯзЫϧЮϜм анЯЛЯЮ дϜϸнЃЮϜï  ϽуϧЃϮϝв ϣЮϝЂϼï 2014 ï .иϼнЇзв ϽуО ϣЂϜϼϸ 
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æ.  Ɨ ʼ̇ ˶˸ǃå Ɨǆ˗˳ǃå çí˦ƞ ˥˻ƕ Ɨƿǚƶǃå ǉƓ˱ƙåā ç˦ƿ ǑǋƓǆÞ ÿ˦Ɂ̊ǃå Ɠưïā 
ê. Þÿ˦Ɂ̊ǃå Ɠưïā ƗȻíƓ˸˯ƵǗå ˥˻ƕ Ɨƿǚƶǃå ǉƓ˱ƙåā ç˦ƿ ǑǋƓǆ 
í. Þÿ˦Ɂ̊ǃå Ɠưïā ƗȺƓ˱˯ƪǗå ˥˻ƕ Ɨƿǚƶǃå ̠ǒ̠˲ƙ ˥ɜ˸Ȼ ˃ ǂ 

:ƕƨäî˕ǁä ùä˕ǉà 
á.  êðƓ˸ǈā èå̇Ƭ˓ ǃ˸åā Ɨ̓̇ ˶˸ ǃå Ɨǆ̠˳ ǃå çí˦˱Ⱥ ƗǀǄƶ˯˸ǃå ʕ Ɠˀƽ˸ǃå í̠˲Ȼ ɏ̇ ǈs ïƓ˟ã ʕȻ̠ǀƙ

ư̇ ǃƓȺ ˃ɂ̇ ƶ˯ǃå Ǒǃå ƗƼƓưǗƓȺ Ɠǌ˹˻˴˲ƙ Ɇˮƪā Ɠǌ˸ ˴ǀƙ ʾû̇ ā˟ Ǌ˶ƑƓ˶Ƥā Ɠ.ǊƪƓ 
æ.  .Ɇ˻˸ƶǃå Ɠưïā ƗḪï˗˸ǃå Ɨǆ˗˳ǃå çí˦ƞ ˥˻ƕ çí˦ƞ˦˸ǃå Ɨƿǚƶǃå Ɇ˻Ǆ˲ƙ 
ê.  ˗ǒ˗˲ƙā Ɨ ʼ̇ ˶ǆ èƓǆ˗Ƥ ˥ǆ Ǌǆ˗ǀƙƓǆ çí˦ƞ ñƓ ʾ ǑƼ ˣ˹ˮǃå çïåíã ˗ƵƓ˴ƙ èƓǆ˦Ǆƶǆ ˙˻Ƽ˦ƙ

 ˣǄƙ çí˦˱ǃ  ˤǌ˸ ʿƙ ˗˹Ƶ ƗƮƓƤ Ɨ ǃƓƵ Ɨ ˮ˴ǈ Ɨ ˸ǋá ßǚ˸ƶǃå Ɠǌ˻ǃ˦ǒ Ǒ˯ǃå Ɇǆå˦ƶǃå ˤǋá
 ƗƼ̇ ƶ˸ǃ ˣǃîā èƓǆ˗˳ǃå.ï˦ˠ˯ǃå èƓɂ˦ǃāå 

:ƕƨäî˕ǁä çƑ Ʈ˗ƺ 
 ɖ˰ˮ˹ƙ ˥ƑƓɁ̊ ǃå Ɠưïā Ɨǆ˗˳ǃå çí˦ƞā íƓƶȺá ˥˻ƕ Ɨɂ˦˹ƶǆ Ɨ ƕƓ˱Ȼã ɉƓ ƙïã ƗƿǚƵ ˗ƞ˦ƙ Ɨ ˴ Ƒ̇ ǃå Ɨ ư̇ ƽǃå

:Ɨ ǃƓ˯ǃå èƓ ư̇ ƽǃå Ɠǌ˹ǆ 
á. .ÿ˦Ɂ̊ǃå Ɠưïā Ɨƪ˦ Ǆ˸˸ǃå ˥˻ƕ ƗƕƓ˱Ȼã ɉƓƙïã ƗƿǚƵ üƓ˹ǋ 
æ. .ÿ˦Ɂ̊ǃå Ɠưïā ƗȻíƓ˸˯ƵǗå ˥˻ƕ ɉƓƙïã ƗƿǚƵ ̠ƞ˦ƙ 
è. ƗƿǚƵ üƓ˹ǋ .ÿ˦Ɂ̊ǃå Ɠưïā ƗȺƓ˱˯ƪǗå ˥˻ƕ Ɨɂ˦˹ƶǆ ƗƕƓ˱Ȼã ɉƓƙïã 

:ƕƨäî˕ǁä ƛǊ˷Ǆ 
 Ɨɂ̇ ˢ˹ǃå Ɨ ʽǄ˳ǃå ɄƮā Ɇƞå ˥ǆ Ɨƪåï˗ǃå ÷˦ ư˦˸ǃ ǑǄ˻Ǆ˲˯ǃå ǑƽƮ˦ǃå Ɲǌ˹˸ǃå ǏǄƵ íƓ˸˯ƵǗå ˤƙ
 Ɨƪåï˗ǃå ÿå˗˻ǆ Ǒǃå Ǌƞ˦˯ǃå ˤƛ ˥ǆā ÷˦ ư˦˸ǃå Ɨƶ ˮˠǃ ǑƽƮ˦ǃå Ɲǌ˹˸ǃå Ɨ˸Ƒǚ˸ǃ Ɨ ˴ǈ ˣǃîā ÷˦ ư˦˸Ǆǃ

ǃƓȺ ƗƮƓ˳ǃå èƓǈƓ ˮǃå ƴ˸ƞā.ƝƑƓ˯˹ǃå óǚ˳˯ƪɀā èƓ ư̇ ƽǃå ïƓ ˯Ƥå ú˗ǌƕ  Ɠǌˮɂ˦ˮƙā ú̇ ˶˸ 
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:ƕƾȸƑ˲ǁä çƑƨäî˕ǁä ˣ˹Ɠ ƕǆîƑƾ˶ǁä 

 Ɨƪåï˗ǃå Ɇ˲ǆ ǉ̇ ǋƓˢǃå ɄƮ˦ǃ ǑƽƮ˦ǃå Ɲǌ˹˸ǃå þå˗˳˯ƪã ǑƼ ƗǀȺƓ˴ǃå èƓƪåï˗ǃå ƴǆ Ɨƪåï˗ǃå ˕ǀƽƙå
 Ɨ ʼ̇ ˶˸ǃå èƓǆ˗˳ǃå ýƓ˱ǆ ǑƼ ßǚ˸ƶǃå Ɠưï ˕ǃāƓ˹ƙ ƗǀȺƓ˴ǃå Ɨƪåï˗ǃå ÿå ǑƼ úǚ˯ƤǙå ÿƓḪ Ɠ˸˹˻ƕ 
 èƓ˱˯˹˸ǃåā èƓǆ˗˳ǃå ˔ǈƓƞ ˥ǆ ßǚ˸ƶǃå Ɠưï Ɨ ǃƓ˲ǃå Ɨƪåï˗ǃå ˕ǃāƓ˹ƙ Ɠ˸˹˻ƕ èåïƓ ˴ǃå ˥˻ǆƋƙ èƓǆ˗Ƥā

 .èƓǆ˗˳ǃåā èƓ˱˯˹˸ǃå çí˦ƞ íƓƶȺå ïƓ ˯Ƥã ýǚƤ ˥ǆ 
 ɍ̠ˠ˷ǁä îƑ̋Ǖä 

ƕǂǄƑ˳ǁä æìˤ˯ǁä æîäìâ:ǗĀà 
 ƕǂǄƑ˳ǁä æìˤ˯ǁä æîäìȾĀ ýˤǊƻǄTotal Quality Management 

 Ǒǋ ƗǄǆƓ˵ǃå çí˦˱ǃå çïåíã ĄǙ˦˲ ƙ Ɇ˰˸ƙ Ǒ˯ǃå ïƓḧƼǕå ˥ǆ ƗƵ˦˸ ǆ˱ ǏǄƵ þ̠ǀƙ ƗǆƓƵ Ɨƽ˴ǄƼ ˥Ƶ çïƓy
 ç̇ˮ˻Ḫ ƗƵ˦˸ ǆ˱ Ɇˮƿ ˥ǆ ̞ƶ˸ƞ Ǒ˯ǃå ƗɂïåíǗå èƓƪïƓ˸˸ǃåā èå̠ǀ˯ƶ˸ǃåā ʕ Ɠˀƽ˸ǃå ˥ǆ ƗƵ˦˸ ǆ˱ā ĄƓǄ˸Ƶ

.Ɨ ưƓ˸ǃå í˦ǀƵ ƗƶɁïǕå āá éǚ˰ǃå ç̇ ˯Ƽ ýǚƤ ßƓ˸Ǆƶǃå ˥ǆ 
) ú̇ ƵOkland 2000Ƶ çïƓ ʸ ƓǌǈƋȺ ƗǄǆƓ˵ǃå çí˦˱ǃå çïåíã( Ɨ˴ƼƓ˹˸ǃå Ɨƞïí ˥˻˴˲ ǃ˯ ɏïåíã Ɲǌ˹ǆ ˥

 íå̇ ƼǕå ƴ ˸ƞ ǏǄƵ ˗˸˯ƶƙā Ɨˠ˵ǈǕå ƴ ˸ƞ ƗƼ̇ ƶ˸ǃ Ɨǀɂ̇ ˟ Ǒǋā ÜɆɜḪ Ɨ˸ˢ˹˸Ǆǃ Ɨǈā˙˸ǃåā Ɨ ǃƓƶƽǃå Ü
.ƗɂïåíǗå èƓɂ˦˯˴˸ǃå ƴ ˸ƞ ǑƼ 

: ƕǂǄƑ˳ǁä æìˤ˯ǁä æîäìâ îˤ˞˭ǁ ƕ ˱ɀîƑ˭ǁä ɄƟä̠ ˶ǁä 
 Ɨy Ɠ˹˶ ǃå çï̠ǀǃå èåïƓḧ˯ƕã ˥ǆ ĄåïƓḧ˯ƕå ̞ ǃ˴ ƗǄǆƓ˵ǃå çí˦˱ǃå ÿãǈƓḪ Ɠǌǈá Ɇƕ æ̇ ƺǃå ǑƵ˗ǒ Ɠ˸Ḫ ˕

 ǑƼ íïā Ɠǆ xǃî ǏǄƵ ̠ǋƓƬ ̇˻Ƥā Ü ûå̇ƶǃå ǑƼ ˥˻˻ǄƕƓǃå ̠˹Ƶ íǚ˻˸ǃå Ɇˮƿ ̇˵ Ƶ ˥ǆƓ˰ǃå ÿ̇ǀǃå ǑƼ
 çƓ ˲ǃå èǙƓ˱ǆ ƴ ˸ƞ ǑƼ çí˦˱ǃå Ǐǃã Ơưåā Ɇɜ˵Ⱥ ˙˵˯˹ƙ ˥˻ǈå˦ƿā Ɨ˸ˢǈá ˥ǆ Ǒƕåï˦˸ơ ƗǄ˴ơ

 Ü ɏāå̊ƶǃå)2002 ó Ü þ7.( 
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å ßåíå çí˦ƞ ǏǄƵ ˗ǋƓƬ ˙˶ǆ ǑƼ èƓǆå̇ ǋǗåā Ɨɂ̇ ˶˸ǃå ˗ƕƓƶ˸ǃå ÿåï˗ƞ Ƹ Ʈā ßƓ˹ƕ ǑƼ Ɨ˹Ƶå̇ ƽǃ
 Ü ǑǄˮ˵ǃåā ƗḪíåï̠ǃå) ɏíǚ˻ ǃ˸å ̇˵ Ƶ ̨ǆƓ˳ǃå ÿ̇ǀǃå ǑƼ xǃî ÿƓḪā2002 ó Ü þ35.( 

.çí˦˱ǃƓȺ ˘Ƥǖǃ þǚƪǙå ˗˻ǂƓƙ ǏǄƵ Ɨ˲ưáā èǙǙí üƓ˹ǋ çí˦˱Ǆǃ þǚƪǗå þ˦ǌƽ˸ǃå Ɇˡ ǑƼā 
ǌ˹ǆā Ɨ Ǆ˟ā ˥˻ƪï˗ǆ Ü çí˦˱ǃå ˙˻ǒƓƶǆ ˕ǀ ˟ (ƗƶǆƓƞ) Ɨƪï˗ǆ ýāá ÿã Ɨƪï˗˸ǃå Ǒǋ Ɨƪåïí Ɲ

) þƓƶǃå ǑƼ ȗƓȺ ˙˶˯˹˸ǃå ǑƪƓ ʹǃå Ɨƽ Ǆ˳ǃå Ɠǌ˲˯˯Ƽå Ǒ˯ǃå Ɨɂ̇ ˶˯˹˴˸ǃå635 ƓǋßƓ˹ƕ ˙˸˯ƪå ÿá ˗ƶȺ Ā(
)6 / ÿā̇Ƥàā ǑǄƶǃå) ïƓ˹ǒí Ʉǃá ƗƑƓ˸ƶƪ ƗƽǄḧƙā èå˦˹ƪ (1983 ó Ü þ510.( 

: Ǒǋ Ɇơå̇ǆ Ɨƶ˴Ⱥ ̇ǆ ̠ƿ Ǌǈá ɏ̇ǒ þ˦ǌƽ˸ǃå å̆ǋ ï˦ɣ ƙ Ɇơå̇˸ǃ ƴ˯˯˸ǃå ÿã 
1. ä Ʉˬƽ ƑǄ ƕǂƟ˗Ǆƕ ʶƑ˷˴ǁä æîˤˮǁ) çí˦˱Ǆǃ ˘ƽ˹˸ǃå ɆǆƓƶǃå Ɋ ư ƗǄơ̇ ǆ :Oprerator ˝˳Ǆ˯ƙ (

 Ɨ́ ˹˶ƙ èå̠ơ˦ƕ ɆǆƓḧǃƓȺ Ɲ˯˹ ǃ˸å ƴ˹ ƙ˶ ˥Ƶ ÿ˦ǃ˦˴˭ ǆ ýƓ˸ƶǃå ˥ǆ ƗƵ˦˸ ǆ˱ āá ĄǚǆƓƵ ÿƋȺ
 Ü ǑǄǀƵ) ç̇ ƺ˶ǆ2001 ó Ü þ22 Ąåí˦ƞ˦ǆ ̇˳ ƽǃåā ðƓ˱ǈǗƓȺ ñƓ˴ơǙå ÿƓḪ ƗǄơ̇˸ǃå ǉ̆ǋ ǑƼā(

 Ɇ˸ƶǄǃ Ąå̊ƼƓơ ɖǄ˳Ȼ ɏ̆ǃå ɆǆƓƶǃå Ɏ̠ǃ Ü Ɏāǚơ) ƗȻ̠ǃ2000 ó Ü þ11( 
2. ƕ ʶƑ˷˴ǁä æîˤˮǁä ˕ƴȸ ƑǄ ƕǂƟ˗Ǆ  çí˦˱Ǆǃ ýƓ˸ƶǃå ˛ Ƒï Ɋ ư :forman  ÿ̇ǀǃå ƗȻå̠ƕ ˥ǆ

 ï˦ǌˡā Ɇ˸ƶǃå ǑƼ ˝˶˳˯ǃåā ƴǈƓ˶˸ǃå ƴƪ˦˯ǃ Ɨ˱ ˯ǈ Ǌ˹ǆ ǑǈƓ˰ǃå ˗ǀƶǃå ˙Ƥåāà Ǒ˯ơ ˥ɂ̇ ˵ƶǃå
˔Ǆˠƙā ɆǆƓƵ ˥ǆ ˙˰ǂá Ǐǃã Ɇ˸ƶǃå ÷ð˦˯ǒ ÿá Ǐǃã ɏíá ˗ǀƼ Ɠǌƶƪ˦ƙā Ɨ˰ǒ˗˲ǃå èƓƵƓ˹˶ǃå î ˣǃ

.êƓ˯ǈǗå ǑƼ çí˦˱ǃå Ɨ ǃ˦˭˴˸Ⱥ ýƓ˸ƶǃå ˛ Ƒï ɄǄɜȻ ÿá 
3. ƕ ˶ǂƴǁä æîäìǕä  ƕǂƟ˗Ǆ  ˜ ˯ƽ˯ǃåā çí˦˱ǃå Ɋ ư :Inspection  ˥ɂ̇˵ƶǃå ÿ̇ǀǃå ƴǄɣǆ è̇ǌl

 ƗḪ̇ ˲ǃåā ˕ƿ˦ǃƓȺ Ɠǌ˻Ƽ Ɠ˸˯ǋå îã ï˦ǄǒƓƙ ˦Ǆ˴ǈā ˣɂï˗ɂ̇ Ƽ çíƓɂ̇ ƕtime and motion  Ɇˮƪā
 ā ÷Ɠ ˷ǃåā ï˗ǌǃåā ƗḪ̇ ˲ǃå ýǚƤ ˥ǆ êƓ˯ǈǗå ˞ ʽ˳ƙ ǑǃāǕå Ɨ ˸ǃƓƶǃå æ̇ ˲ǃå ˞Ƽï ˗ƿ1914 þ

 íå̠Ƶã ˥Ƶ ĄǙ˦˭ ǆ˴ ýƓ˸ƶǃå ̨ Ƒï ƠƮáā êƓ˯ǈǗå ̝ ǃ˻Ɠƪá ǏǄƵ Ɠǌ˯˸ ǈsáā ƗƵƓ˹˶ ǃå ǏǄƵ ƓǌǃǚsȺ
 êƓ˯ǈǗå òïā ǑƼ ˥˻˵˯ƽǆ ˣǃî ˔Ǆˠƙā ˜˯ƽ˸ǃå ï˦ǌˡ Ǐǃã ˣǃî ɏíƋƼ ýƓ˸ƶǃå ˥ǆ ç̇ ˻ˮǂ



 

 

17 

˸Ƶā ƴ ˹˶˯ǃå ǑƼ Ɨ ƪƓƿ èƓƽƮå˦ǆ ˕ƶưā ˗ƿā ˜ ˯ƽ˯ǃå Ɨ˸ǌǆ ðƓ˱ǈǙ ˥˻˶˶˳˯ǆǄ ˜ ˯ƽƙ èƓ
) Ɨ ˴ ǃ˦ˮǃå ƗȺƓƿ̇ ǃƓȺ ˕˻˸ƪ ƗǆïƓƮPolice control.( 

4.  : ăƑƏƑ˴Ɵâ æìʕ˯ ǁä ɈƬ ƕǂƟ̠Ǆsbatistical quality control   Ɇɜ˵Ⱥ êƓ˯ǈǗå çíƓɂð ÿá
 Ɨ ˴˹ƕ ǑǄḧǃå ˜ ˯ƽ˯ǃå ˗˻ǀƶƙ ˥ǆ íåð ˙˻ˮǂ100%  ˝˲Ƽ æ˦Ǆƪá ÷Ɠ ƙå çïā˙ư Ǐǃã ɏíá Ɠ˸ǆ

) èƓ˹˻ƶǃåsampling lngpeetioníƓ˸˯ƵǗå ƴǆ (  ˤǃƓƶǃå ˗ƶɂā Ü Ɋ ˷ǃå èƓơ˦ǃ ǏǄƵ
) ÿåï˦˻Ƭ̇ ˯ǃåāhraltersherart.ƗƑƓ˶ơǗå çí˦˱ ǃå Ɋư Ɨɂ̇sǈ ɏï˦ɣ ǆā Ǒ˴ƪ˓ǆ ˥ǆ ( 

 ǑƼ Ɨ ƑƓ˶ơǗå èåāíǕåā ˔˻ǃƓƪǗå þå˗˳˯ƪã ˥ǆ ˕˹ɜǆ ç˗ơ˦ǆ èƓƪƓǀǆ ɖƼā Ɲ˯˹˸ǃå Ɨ ˢ˸ǈ ÿá
 íïāíá ˤǃƓƶǃå çí˦˱ǃå ǏǄƵ Ɨ ƑƓ˶ơǗå ƗȺƓƿ̇ ǃå þå˗˳˯ƪã ˥ǆ ð˙ƕɀā ƗȺƓƿ̇ ǃå ýƓ˱ǆ  Ɲ ˹˸Ȼí

)edwerddeming Ü ǑǄǀƵ) (2002  ó Ü23 - 24.( 
5.  : æìˤ˯ǁä þƑ˶Ʈ ƕǂƟ˗Ǆqualibbyassuranee èƓƕƓ˱Ȼå ˥ǆ ÿ˦ǈ˻ƓȺƓǃå Ǌǀǀơ Ɠ˸ǃ Ǌ˱ ǈ˯

 æ˦˻ƶǃå ˥ǆ ǑǃƓ˳ǃå êƓ˯ǈǗå ƓǌǃǚƤ ˥ǆ å˦ǀǀơ Ǒ˯ǃåā çí˦˱ǃå èƓǀǄơ ç̇ ḧƼ ˤǌǀ ˮˠ˯ƕ Ɨƪ˦˸Ǆǆ
)zero pefecbive ǏǄƵ ƗǄǆƓƬ ƗȺƓƿï ˔Ǆˠ˯ƙ Ǒǋā ( ˥ǆ ƗḪ̇ ˯˵ǆ í˦ǌƞā ƗƼƓḪ èƓ Ǆ˸ƶǃå

 Ü Ɨ ƑƓƿ˦ǃå) ƗȺƓƿ̇ ǃå ˥ǆ ÷å˦ǈá Ɨƛǚƛ íƓ˸˯Ƶã ˤƙ ˗ƿā Ɇ˸ƶǃå Ɇơå̇ ǆ ˘˻ƽ˯ƕ ƗƼƓḪ Ɨ ˹ƶ˸ǃå çïåíǗå
.(ƗȻ˗ƶ ǃå Ü Ɨ Ǆơ̇ ˸ǃå 

 çí˦˱ǃå çïåíã Ɠǌ˻ǄƵ þ˦ǀƙ Ǒ˯ǃå Ɨ ƪƓƪǗå èƓ ˱ ƙå̇ ˯ƪǗå ɏ˗ơã çí˦˱ǃå ÿƓ˸ư Ơ Ʈá ˗ƿā
Ɠ˯ǈã Ǒ˹ƶȻ ßƓɣƤá ÿāí ˥ǆ êƓ˯ǈǗƓƼ ƗǄǆƓ˵ǃå Ɨ˴ƪ˓˸ǃå ˙ˮƶƙ ɏ˘ǃå ˙˴˱ǃå ˦ǋā çí˦˱ǃå ǏǃƓƵ ê

 Ü ÿā̇Ƥàā ǑǃƓƶǃå) ˥ǒ̠˻ƽ˯˴ ǃ˸å Ɏ̠ǃ Ɠư̇ǃå ɖ˻ǀ˲ƙ Ǐǃã ǊǃǚƤ ˥ǆ2002 ó Ü þ12-
15.( 
6.  : ƕǂǄƑ˳ǁä æìˤ˯ǁä æîäìâ ƕǂƟ˗ǄBbrategic Quality Management  çïƓ˱˯ǃå ˕Ǆˡā

 Ǚā û˦ ǃ˴å ˥ǆ̇ˮǃå ̋ ˶ơ ̝ ḧ˴ǃ èƓḪ̇˵ ǃå ˥ ƕ˻ ç̠ǒ̠Ƭ Ɨ˴ƼƓ˹ǆ ƗǃƓơ ǑƼ Ɨ˸ǃƓƶǃåƪ Ɠ˸
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) ƗḪ̇ Ƭ ÿ˗˸˯Ƶã ˗ƿā Ɨ ǈƓȺƓ ǃå èƓḪ̇ ˵ǃåIMB þ˗ǀ˯ǃå Ɨǌƞå˦˸ǃ Ɨ ˱ ƙå̇ ˯ƪǗå çí˦˱ǃå çïåíã (
: Ɨ ƙǕå ˙˻ǒƓƶ˸ǃå è˘ƽǈā ǑǈƓȺƓ ǃå Ʉơ̊ ǃåā 

- . ǉ˗ɂ̇ ǒ Ɠǆ Ɨ ˮǄƙā ˥ǒ˗˻ƽ˯˴˸ǃå ßƓưï 
- .Ǌƙ˗ƵƓƿ Ǒ˯ơ Ǒ˸ ˢ˹˯ǃå þ̇ ǌǃå Ɨ˸ƿ ˥ǆ ƴ ˸˱ǃå Ɨ ǃ˦˭˴ǆ çí˦˱ǃå 
- Ü Ɨ˸ˢǈǕå) ƐƬ ɆḪ ǑƼ çí˦˱ǃå ɖ˻ǀ˲ƙ æ˦Ǆˠ˸ǃå Ǒ˸ ˢ˹˯ǃå Ɇɜ ǌǃå Ü Ɨ ˸ ˢ˹˯ǃå ƗƼƓǀ˰ǃå 

.(Ɇ˸ƶǃå èåßå̇ ƞɀā ˔˻ǃƓƪá Ü 
 þ˦ǀƙ ɏ˘ǃå ñƓƪǕå Ǒǋ ˣǄǌ˯˴˸ǃå ßƓưïɀā çí˦˱ǃå ǏǄƵ ˚Ḫ̇ ƙ Ɨ ˱ ƙå̇ ˯ƪǗå çí˦˱ǃå çïåíã ÿá

 Ü ǑǄǀƵ) ˙ưƓ˲ǃå ˕ƿ˦ǃå ǑƼ Ɨ ˸ǃƓƶǃå èƓ˴ƪ˓˸ǃå èƓ ˱ ƙå̇ ˯ƪã Ǌ ǄƵ2002 ó Ü þ27 
- 28 .( 
7.  : ƕǂǄƑ˳ǁä æìˤ˯ǁä æîäìâ ƕǂƟ˗ǄTotal Quality Management   èƓḪ̇ Ƭ çíƓɂð ÿá

 Ɨ ɜɂ̇ ǆǕå èƓ˴ƪ˓˸ǃƓȺ ƴƼí Ɨ ˸ǃƓƶǃå ûå˦ƪǚǃ Ɨ ǈƓȺƓ ǃå ƗƵƓ˹˶ǃå ëƓ˴˯ǂɀā Ɨ ˸ǃƓƶǃå Ɨ˴ƼƓ˹˸ǃå
 Ü ĄƓǀ˸Ƶā ĄǙ˦˸Ƭ ̇ǂ˰å ̝ǈå˦ƞ ƗƼƓưƓȺ Ɨ˱ ƙå̇˯ƪǗå çí˦˱ ǃå çïåíã þ˦ǌƽǆ ƴƪ˦ƙā ̇ɂ˦ɣƙ Ǐǃã

å ƴǆ ɆǆƓƶ˯ǃåā çí˦˱ǃå ˥˻˴˲˯ǃ çï˦ˠ˯ǆ ˔˻ǃƓƪá ˕ǆ˗˳˯ƪåā˷ƽƙā ˥ǒíï˦˸ǃåā ˥ǒ˗˻ƽ˯˴˸ǃ Ɇ˻
.çí˦˱Ǆǃ ĄƓ˱ ƙå̇˯ƪã ĄƓƕƓƿï ĄƓɁ˦Ǆƪá Ơ˶ ǃ çí˦˱ ǃå ̠˻ǂƋƙ ̝ ǃ˻Ɠƪá)1(  

Þǘ˶ƴǁä ÞƑƮî :ăƑǆƑƙ 
:þʕȿ̆ǁä ƑƮî ýʕǊƻǄ- 

.˥˻˰ơƓǃå ˞ ƶȺ Ɠǌ˻ǃã û̇ ƙɣ Ǐ˯ǃåā ÿ˦Ɂ̊ǃå Ɠư̇ƕ ƗƮƓ˳ǃå ˃ɂïƓƶ˯ǃå ˥ǆ ƗƵ˦˸ ǆ˱ þ̠ǀƙ ǑǄǒ Ɠ˸ʼ 
- ˁɀ˗ƴƗ)1((Peter olsonHowarShelh)1960 

                                                           
(м) ، سوسن شاكر مجيد ومحمد عواد الزيان ، إدارة الجودة الشاملة تطبيقات في الصناعة والتعليم ، عمان ، دار صفاءнллт ص ،по -пс. 

 (1) peter sharch mansourijaj au, evaluation the relationship betnesn service quality and esustouner  salisactisnin the 

Australian  car industry , international conference in economic business innovation, sigapore,  2012, p22o 
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 Ɠưï ÿ˦ḧƙÜƗǆ̠Ƥ āá ê˦˯ ǆ˹ ßå̇Ƭ çíƓƵǕ ÿ˦Ɂ̊ǃå èƓƶƿ˦ƙ Ɠǋíā̠ơ ǑƼ Ǐ˯ǃå Ɨƞï̠ǃå ˦ǋ ÿ˦Ɂ̊ǃå
.èƓƶƿ˦˯ǃå xǄƙ û˦ǀƽƙāá(ç̊˱ ǆ˹Ü Ɨǀǀ˲˯ǆ)ƗȺƓ˱˯ ǆ˴ 

(2)(Kotler2000)  ˁɀ˗ƴƗ  
 Ǌǃ þ̠ǀ˸ǃå ê˦˯˹˸ǃ ßåíǕ Ǌ˯ǈïƓǀǆ ˥Ƶ Ɨ˱ƙƓ˹ǃå ɆǆǕå Ɨ˻Ƥāå Ɨƶ˯˸ǃƓȺ ÿ˦Ɂ̊ǃå ñƓ˴ơã ˦ǋ ÿ˦Ɂ̊ǃå Ɠưï

˴ǃå ǊƙƓƶƿ˦˯ƕ (üï˗˸ǃå).ê˦ ˯˹˸ǃå å˘ǋ ˥Ƶ ƗǀȺƓ 
 :Þǘ˶ƴǁä ƑƮî ˛ƏƑ˴Ƣ  
1 èƓƶƿ˦˯ǃå Ɏ˦˯˴ǆā Ɨƶˮ  ˟Ɠ˸ǋ ˥˻˻ƪƓƪå ˥ɂ̇˶ ƶ˹Ⱥ Ɠ˹ǋ Ɇ˻˸ƶǃå Ɠưï ɖǄƶ˯ǒ :Ǒƙå̆ǃå Ɠư̇ǃå /

 Ǒǋ Ɇ˻˸ƶǃåç̇s Ƽ˹ Ü Ɏ̇Ƥá Ɨǌƞ ˥ǆ Ɨǆ̠ǀ˸ǃå èƓǆ̠˳ Ǆǃ Ǒƙå̆ǃå üåïíǗåā Ǌ˸ǌƼ ˥ǆ Ɇ˻˸ƶǄǃ Ɨ˶ ˳˵ǃå
 ˝˳Ȼ Ɠ˸ ʼ ïƓ ˯ƵǕå ˥˻ƶȺ Ɠǋ˘Ƥá ˥ɜ˸Ȼ Ǒ˯ǃå ç˗˻ơ˦ǃå ǏǄƵ ˤɜ˲Ȼ Ǚ Ɇ˻˸ƶǃƓƼ Ü Ɠư̇ ǃå ÷˦ ư˦ǆ

 Ɨǆ˗˳ǃå ˥ǆ Ǌƶƿ˦˯ǒ Ɠǆ ýƓ ǄƤ ˥ǆ Ɨǆ˗˳ǃå çí˦ƞ ǏǄƵ ˤɜ˲Ȼ ǊƼ Ɨ ʸ˦Ʈ˦ǆā Ɨ ʹƿå˦ƕ Ɨǆ˗˳ǃå çí˦ƞ
 ̇Ƥå Ɇ˻˸Ƶ Ɠǋå̇ǒÜ Ɨ˴ƼƓ˹˸ǃå èƓǆ̠˳ Ǆƙå ˥ǆ Ɨ˹˸ưá ƓǌǈƋȺ Ɨǆ̠ǀ˸ǃå Ɨǆ̠˳ ǃå ÿƋȺ Ɏ̇ǒ Ɏ̆ǃå Ɇ˻˸ƶǃƓƼÜ

ƙs Ɠ˹ǋ ˥ǆā û˦ ǃ˴å ǑƼ çí˦ƞ˦˸ǃå èƓǆ̠˳ ǃå ˥ǆ çí˦ƞ Ɇƿá ƓǌǈƋȺ ç̇ ˢ˹ǃå ˥ǆ ýƓǀ˯ǈǕå Ɨ ˸ǋá ˙ǌ
 Ɠưïā ùçí˦˱ǃå) ˗˸˯ƶƙ Ǐ˯ǃå Ɨ ƞïƓ˳ǃå ç̇ ˢ˹ǃå Ǐǃã (ƗǀȺƓˠ˸ǃå ùçí˦˱ǃå )ǏǄƵ ˚Ḫ̇ ƙ Ǐ˯ǃå Ɨ ǄƤå˗ǃå
 ɖƼā Ɲ˯˹ƙ Ɠ˸ǈåā çí˗˲ǆ ˙˻ǒƓƶǆā èƓƽƮå˦ǆ ɖƼā èƓǆ˗Ƥ þ˗ǀƙ Ǚ ÿå ˔˱ ǒ Ɨ˴ƪ˓˸ǃƓƼ (ƗǀȺƓˠ˸ǃå

ǌ˹Ƶ Ɲ˯˹ǒ Ɠư̇ Ǆǃ Ɨ ƙå˘ǃå Ɨ ƮƓ˳ǃå ÿáā. Ɇ˻˸ƶǃå Ǌ˱ƙƓ˲ɂā Ǌƶƿ˦˯ǒƓǆǆ ˙ƮƓ˹Ƶ í˦ƞā çïā˙ư Ɠ ƗȻíƓ
 Ɇƞá ˥ǆā Ɨ Ƒ̇ ǆ Ɨǆ˗˳ǃå çí˦ƞ Ɇƶ˱ǈ Ǐ˯ơ ÜƗƪ˦˸Ǆǆ Ɨɂ˦˹ƶ˸ǃå ˙ƮƓ˹ƶǃå Ɇƶƞ ɎåÜ Ɨˠ˵ǈǙƓȺ ƗƮƓƤ

. Ɇ˻˸ƶǃå Ɏ˗ǃ Ǒƽ˳ǃå ïƓǋã 
2ù:Ǒˮ˴˹ǃå Ɠư̇ ǃå /  ˥ǆ ƗǈïƓǀ˸ǃƓȺ þ˦ǀȻ Ɇ˻˸Ƶ ɆḧƼ Ǒˮ˴ǈ ˙ǒ˗ǀ˯ƕ Ɠ˸ǈåā ƗǀǄˠǆ ƗǃƓ˲Ⱥ Ɠư̇ ǃå ɖǄƶ˯ǒ Ǚ

 ÿå ʕƹ̇ˮƼ .û˦ ǃ˴å ̇ǒ˻Ɠƶ˸ǃ Ǌƿ̇ɣƙ ýǚƤǏƽƼ .ƴƿ˦˯ǃå èƓɂ˦˯˴ǆ ˔˴ơ ˙˻ƺ˯ǒ Ǌǈå Ǚã Ǒƙåî Ɠư̇ ǃå 
 ĄƓǆƓ˸ƙ ɄǄ˯˳ǆ Ɠǌǃ˦ơ Ɠ˸ǌǒáï ÿ˦ɜȻ ÿå ˥ɜ˸Ȼ ɉā̇˵ ǃå ̨ƽǈ ǑƼ Ɨǆ̠˳ ǃå ̨ƽǈ ÿǚ˸ƶ˯˴Ȼ ÿǚ˻ Ƶ˸ ƗǄơ

                                                           
 (2) herkin ampal sigh the importance of  customer salis  faction to customer loyality and retention V.C.T.2006,PL 
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 Ǒǋ ˥˴ơǕå èƓǆ˗˳ǃå ˕˴ ǃ ǊǈƋȺ Ɠ˹ǃ ˙˴ƽȻ å˘ǋā ƗƽǄ˯˳˸ǃå Ɨǆ˗˳ǃå ˦˲ǈ Ɨ ƪƓƪǕå Ɠ˸ǌƙƓƶƿ˦ƙ ÿǕ
ǃ ˤǌ˸ǃƓƼ ç̇ ˻ˮḪ ç̇ ˻ˮḪ èǙ˗ƶ˸Ⱥ ÷Ɠ ƙ Ǐ˯ǃåƼå˦ƙ ̇˰ǂǕå ÿ˦ḧƙ ÿá ̝ Ȼ˱ ˥ḧǃā ˥ ơ˴Ǖå ÿ˦ḧƙ ÿá ̨ ĄƓǀ

 ýƓ˱ǆ ǑƼ û˦ ǃ˴å ʕ ǀ˴˯ǃ ʕǌǆ ïāí Ɇ˷ Ƽá ɆɜƬ ʕǌƽǈ ÿá ˥ɜ˸Ȼ Ɠ˹ǋ ˥ǆ  , ßǚ˸ƶǃå èƓƶƿ˦ƙ ƴǆ
 Ɇƞá ˥ǆ ßǚ˸ƶǄǃ Ɨ˴ǈƓ˱˯˸ǃå èƓƶƿ˦˯ǃå ˗ǒ˗˲˯ǃ Ɠ˸ǈåā Ɨ ʾ˦˴ǃå èƓƵƓˠǀǃå ˗ǒ˗˲ƙ ˛ ǄƼ Ü ɖɂ˦˴˯ǃå

. èƓƶƿ˦˯ǃå ǉ˘ǋ ƴǆ ɖƼå˦˯ƙ èƓǆ˗Ƥ ˤȻ˗ǀƙ 
3 / Ɨǌƞ ˥ǆ ƴƿ˦˯ǃå Ɏ˦˯˴ǆ Ü ˥ɂïƓ́ ǃ˸å ˥ǒ̆ǋ̇ɂ˦ɣƙ ýǚƤ ˥ǆ Ɇ˻˸ƶǃå Ɠưï ̇ˮ ƶ˯Ȼ :ɏï˦ɣ ƙ Ɠư̇ǃå

 Ąåï˦ɣ ƙ ú̇ƶƙ ÿå Ɇ˻˸ƶǃå èƓƶƿ˦˯ǃ ˥ɜ˸Ȼ ˥ǆ̊ǃå ïā̇ǆ Ǐƶ˸Ƽ ɏ̇Ƥá Ɨǌƞ ˥ǆ üï̠˸ǃå ßåíǕå Ɏ˦˯˴ǆ
 çíƓɂð ˔˴˴Ⱥ ˣǃîā Ɨǆ˗ǀ˸ǃå Ɨǆ˗˲ǃƓȺ ƗƮƓ˳ǃå ˙˻ǒƓƶ˸ǃå ï˦ˠƙ āá ç˗ǒ˗ƞ èƓǆ˗Ƥ ï˦ǌˢǃ Ɨ ˴ǈ

ƽǈā Ü Ɨ˴ƼƓ˹˸ǃå ĆƓ˷Ȼå ˦ǋ ú̇ƶȻ ÿå ˥ɜ˸Ȼ Ɏ̆ǃå Ɨǆ̠˳ ǃå çí˦˱ ǃ Ɇ˻˸ƶǃå  üåïíǗ Ɨ˴ ǃ˹ƓȺ ßǏ˵ǃå ̨
.Ɨǆ̠˳ ǃå ʕȻ̠ǀƙ ƗǄ˸Ƶ ƗǄ˻˸Ƶ  ýǚƤ ̇Ƥå Ąåï˦ɣ ƙ 

 ÿƓ˴˲ǃå ǑƼ ˘ƤǕå ɖɂ̇ ˟ ˥Ƶ èåï˦ˠ˯ǃå ǉ˘ǋ ƴǆ ɖƼå˦˯ǒ þƓˢǈ ƴ ˯ǒ Ơ Ʈå Ɇ˻˸ƶǃå Ɠưï ñƓ ʾ ÿá
.ƗǄƮƓ˲ǃå èå̇ ˻ƺ˯ǃå Ǒƶ˸ƞ 

:çƑ Ʈ˗ƻǁä îƑ ˭Ƣä 

ǍǁĀǗä ƕ Ʈ˗ƻǁä îƑ ˭Ƣä :ÞǗʕ ǁäĀ ƕǂǄƑ˳ǁä æìˤ˯ǁä ɔˬ˞Ɨ ˣ˹Ɠ ƕƽǘƴǁä : 

 çïåíå ɖ˻ˮ ƙɣ ˥˻ƕ ɏ˦ƶ˹ǆ ̇˻ƛƋƙ èåî ƗƕƓ˱Ȼå ƗƿǚƵ ̠ƞ˦ƙ Ǌǈå ǏǄƵ ǑǃāǙå Ɨ˴ Ƒ̇ǃå Ɨư̇ƽǃå ̋ ƙ˹
.ïƓ˴˸ǃå Ɇ˻Ǆ˲ƙ æ˦Ǆƪå þå˗˳˯ƪå ˤƙ Ɨ ư̇ ƽǃå ǉ˘ǋ ïƓ ˯ƤǙā ÜßǙ˦ ǃåā ƗǄǆƓ˵ǃå çí˦˱ǃå 
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˥˻ƕ Ɨ ƕƓ˱Ȼå ƗƿǚƵ ˣǃƓ˹ǋ:ǏǃāǙå Ɨ ư̇ ƽǃå Ơư˦ǒ ɆɜƬ  èƓ Ǆ˸ƶǃå çïåíå ǑƼ ˚˻˸˯ǃå
 .(ɆƿǙå ƗƽǄḧ˯ǃå) Ɨ ˴ƼƓ˹˯ǃå ç̊ ˻˸ǃåā Ɨ ǆ˗˳ǃå 

   

 

                 )1( 

 

 

 

 ˥ǆ ˖ơƓ ǃå íå˗Ƶå :ï˗˶˸ǃåƗƪåï˗ǃå èƓ ư̇ Ƽ 

 ƗǄǀ˯ùùùù˴˸ǃå Ɨùùùùƪåï˗ǃå èå̇ ˻ƺ˯ǆ ˥˻ƕ Ɨƿǚƶǃå ǑǄƵ ú̇ ƶ˯Ǆǃ ïƓùùùù˴˸ǃå Ɇ˻Ǆ˲ƙ æ˦Ǆùùùùƪå þå˗˳˯ùùùùƪå ˤƙƙ ɖ˻ˮˠ
ƗǄǆƓùùùùùùùùù˵ǃå çí˦˱ǃå çïåíå þå˗˳˯ùùùùùùùùùƪƓȺ ßǙ˦ ǃåā ǏƑƓùùùùùùùùù˶ơǙå ƝǆƓǈ̇ ˮǃåAMOS23  ôå̇ ˯Ƽå ß˦ùùùùùùùùùư ǑƼā

 Ɇˮƿ ˥ǆ Ɨùùùùùùùư̇ ˯ƽ˸ǃå ƗƼ˦ƽùùùùùùù˶˸ǃåā (Ɇ˻Ǆ˲˯ǃå ǑƼ ƗǄƤå˗ǃå èå̇ ˻ƺ˯˸Ǆǃ) ˙ǒƓƺ˯ǃå ƗƼ˦ƽùùùùùùù˶ǆ ˥˻ƕ ɖƕƓˠ˯ǃå
 ý˦ˮƿ ˤ˯ǒ Ǒ˯ǃåā ƗǀȺƓˠ˸ǃå ǉ˘ǋ çí˦ƞ ǑǄƵ Ɨǃå˗ǃå èå̇ ùùùùùùùùùùùùùùƬ˓˸ǃå ˥ǆ ˗ǒ˗ƶǃå Ɲ˯˹ǒ Ɇ˻Ǆ˲˯ǃåā  êî˦˸˹ǃå

˸˹ǃå çí˦ƞ èå̇ Ƭ˦˸Ⱥ ú̇ ƶƙ Ǒ˯ǃåā ƓǌƑ˦ư ǑƼ Ǌ˷Ƽï āå èƓǈƓ ˮǄǃ ô̇ ˯ƽ˸ǃå êî˦˸˹ǃå ˦êî.  

 ƗǄǆƓùùùùùùù˵ǃå çí˦˱ǃå çïåíå ˥˻ƕ Ɨƿǚƶǃå ǑƼ ïå˗˲ǈǙå èǚǆƓƶǆ ÿåðāå ˙˻ùùùùùùù˵ƙßǙ˦ ǃåāƛƓƙ ôƓƽ˳ǈå Ǒǃå ˙˻
) Ǌ˯˸ ʾ ˕ƺǄƕ ˖˻ơƗƶǄùùùùù˴ǃå āå Ɨǆ˗˳ǃå ǑǄƵ ý˦ùùùùù˶˲ǃå Ɨ ǈƓɜǆåā Ɨǃ˦ǌùùùùùƪ Ɇǀ˯ùùùùù˴˸ǃå ˙˻ƺ˯˸ǃå0.15 (

) í˗ùùƶ˯˸ǃå ɉƓùù ƙïǙå èǚǆƓùùƶǆ ǑǄƵ åíƓùù˸˯Ƶå ˙ùùùùùùùùùùùùùùƬƓùù ˸ǃå ˙ƛǙå Ɨùùˢơǚǆ Ɠùù˹˹ɜ˸ɂā2R ˕ùùƺǄƕ ˖ùù˻ơ (
0.22   ˤǌƼ ˙˻ƺ˯˸Ǆǃ ˕ùùƺǄƕ ˖ùù˻ơ Ɠùù ˮùùùùùùùùùùùùùù˴ǈ Ɨùùƶƽƙ̇ ǆ ïå˗ùù˲ǈǙå èǚǆƓùùƶǆ ˕ùùǈƓùùḧƼ íƓùùƶȺǙå Ɨùù ʿȺ Ɠùùǆå

)˥ƑƓɁ̊ ǃå èƓƞƓ ˯ơå0.45 ˙ùùù˴ƽɂā (0.22 ) ÿƓǆǙå ˙˻ƺ˯˸Ǆǃ ˕ƺǄƕ Ɠ˸Ḫ .˥ǒƓ ˯ǃå ˥ǆ0.53 ˙ùù˴ƽɂā (
0.47 ˻ˮˠ˯˹˻ƕ Ɨɂ˦˹ƶǆ ƗƿǚƵ ˣǃƓ˹ǋ ÿå ˗˱ǈ Ɇ˻Ǆ˲˯ǃå ˥ǆā () ˤƿï Ɇɜùùùùùùùùùùù˵ǃå ǑƼ Ɠ˸Ḫ .˥ǒƓ ˯ǃå ˥ǆɖ 

) ɍƓḪ ƴɁ̇ ǆ Ɨ˸ ʾ ˕ƺǄƕ îåßǙ˦ ǃåā ƗǄǆƓ˵ǃå çí˦˱ǃå çïåíå62.973 ˗˹Ƶ Ɠ ƑƓ˶ơå Ɨ˸ǌǆ ˕˴ ǃ Ǒǋā (
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) ɏ˦ù˯ùùùùùùùùù˴ǆ0.05 Ɨ˸ ʾ ˕ƺǄɁā ()RMR ˥ǆ Ɇƿå (Č͂čČ ) ƗǀȺƓˠ˸ǃå çí˦ƞ ˙ùùùùùùùùùùƬ˓ǆ ā .GFI ā (
) ÿïƓùùǀ˸ǃå ƗùùǀȺƓùùɣ˸ǃå ̇ùùùùùùùùùùùùùùƬ˓ǆCFI ˥ǆ̇ ˮǂå (Č͂ĕČ  ˤ ʾ ˥˻ˮǒ ɏ˘ùùǃå () ˤƿï ýā˗ùù˱ǃå Ǒǃå ˙ˢ˹ǃƓùùɁā

ǈ ïƓ˴˸ǃå èǚǆƓƶǆ ˥ḧƙ ˤǄǈƓǆǙå ˗ƶɁā ƗƶǄ˴ǃå āå Ɨǆ˗˳ǃå ǑǄƵ ý˦˶˲ǃå Ɨ ǈƓɜǆåā Ɨǃ˦ǌƪ˗ƶȺ ÿå ˗˱
 ̠˹Ƶ ƗǃǙ̠ǃå ɏ˦ù˯ùùùùùùùùù˴ǆ ƓƺǄƕ ÿƓǆǙå ɖ˻ǀ˲ƙā ʕǃ ˥ƑƓɁ̊ǃå èƓƞƓ˯ơå ʕǌƼ ̠ƶȺ ƓǆåßǙ˦ǃå ǑǄƵ ƗǃǙí èåî

) ɏ˦˯˴ǆ0.05.ɆƿƓƼ ( 

) ǏǃāǙå Ɨ ư̇ ƽǃå ƝƑƓ˯ǈ Ơư˦ǒ ýā˗ƞ1 ( 

 çí˦˱ǃå ɖ˻ˮˠƙ ˥˻ƕ Ɨ ƕƓ˱Ȼå ƗƿǚƵ ˣǃƓ˹ǋßǙ˦ ǃåā ƗǄǆƓ˵ǃå 

þ èƓƿǚƶǃå èå̇ ǒ˗ǀ˯ǃå 
Estimates 

 ßƓˠ˳ǃå
ïƓ ʹ˸ǃå 
S.E 

 Ɨ˸ ʿǃå
Ɨƞ̇ ˲ǃå 
CR 

ƗǃǙ˗ǃå 
P 

Ɨ˱ ˯˹ǃå 

1 ˣƏƑȿ̆ ǁä çƑƜƑ ˭Ɵä ˢǊƺ ---< ßǙ˦ ǃå .449 .173 2.593 .010 ˕˸Ƶí 

2 ƕǄ˕˱ǁƑ ǂƴǁˤ˴˰ǁäƕ ǆƑɚǄäĀ ƕǁˤǊƨ ---< ßǙ˦ ǃå .149 .156 .955 .340 ˤƵ˗ƙ ˤǃ 

 þƑǄǗä ---< ßǙ˦ ǃå .528 .132 3.991 ***  ˕˸Ƶí 

 ˖ơƓ ǃå íå˗Ƶã ï˗˶˸ǃå) Ɨ ǈå˗˻˸ǃå Ɨƪåï˗ǃå èƓǈƓ ƕ ˥ǆ2021þ( 

: Ɨɂ˦˹ƶ˸ǃå ɏ˦˯˴ǆ*p<0.10, **p<0.05,***p<0. 

) ˤƿï Ɇɜ˵ǃå1( ǑǃāǙå Ɨ ư̇ ƽǃå ƝƑƓ˯ǈ Ơư˦ǒ ßǙ˦ ǃå ā ƗǄǆƓ˵ǃå çí˦˱ǃå ɖ˻ˮˠƙ ˥˻ƕ Ɨƿǚƶǃå 
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 Ɨ ǈå˗˻˸ǃå Ɨƪåï˗ǃå èƓǈƓ ƕ ˥ǆ ˖ơƓ ǃå íå˗Ƶã ï˗˶˸ǃå)2021þ( 

 :ƑƮ̠ ǁä ǏǂƳ ƕǂǄƑ˳ǁä æìˤ˯ǁä ɔ˹ˬ˞Ɨ ˣ˹Ɠ ƕƽǘƴǁä: ƕ ǆƑˮǁä ƕ Ʈ̠ ƻǁä 

 ÜƓư̇ǃå ǑǄƵ ƗǄǆƓ˵ǃå çí˦˱ǃå ɖ˻ˮ ƙɣ ˥˻ƕ ɏ˦ ƶ˹ǆ ̇˻ƛƋƙ èåî ƗƕƓ˱Ȼå ƗƿǚƵ ̠ƞ˦ƙ Ǌǈå ǏǄƵƗǈƓ˰ǃå Ɨ˴ Ƒ̇ǃå Ɨư̇ƽǃå ̋ ƙ˹
þå˗˳˯ƪå ˤƙ Ɨ ư̇ ƽǃå ǉ˘ǋ ïƓ ˯ƤǙā .ïƓ˴˸ǃå Ɇ˻Ǆ˲ƙ æ˦Ǆƪå 

 .Ɠư̇ ǃå ǑǄƵ ƗǄǆƓ˵ǃå çí˦˱ǃå ɖ˻ˮˠƙ Ɨ ƕƓ˱Ȼå ƗƿǚƵ ˣǃƓ˹ǋ:ǏǃāǙå Ɨ ư̇ ƽǃå Ơư˦ǒ ɆɜƬ 

  

 

                 )1( 

 

 

 Ɨƪåï˗ǃå èƓ ư̇ Ƽ ˥ǆ ˖ơƓ ǃå íå˗Ƶå :ï˗˶˸ǃå 
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 ƗǄǀ˯ùùùù˴˸ǃå Ɨùùùùƪåï˗ǃå èå̇ ˻ƺ˯ǆ ˥˻ƕ Ɨƿǚƶǃå ǑǄƵ ú̇ ƶ˯Ǆǃ ïƓùùùù˴˸ǃå Ɇ˻Ǆ˲ƙ æ˦Ǆùùùùƪå þå˗˳˯ùùùùƪå ˤƙƙ ɖ˻ˮˠ
 Ɠùùùùùư̇ ǃåā ƗǄǆƓùùùùù˵ǃå çí˦˱ǃå çïåíå þå˗˳˯ùùùùùƪƓȺ ǏƑƓùùùùù˶ơǙå ƝǆƓǈ̇ ˮǃåAMOS23  ôå̇ ˯Ƽå ß˦ùùùùùư ǑƼā

Ɇ˻Ǆ˲˯ǃå ǑƼ ƗǄƤå˗ǃå èå̇ ˻ƺ˯˸Ǆǃ) ˙ǒƓƺ˯ǃå ƗƼ˦ƽùùùùùùù˶ǆ ˥˻ƕ ɖƕƓˠ˯ǃåùùùùùùùư̇ ˯ƽ˸ǃå ƗƼ˦ƽùùùùùùù˶˸ǃåā ( Ɇˮƿ ˥ǆ Ɨ
 ý˦ˮƿ ˤ˯ǒ Ǒ˯ǃåā ƗǀȺƓˠ˸ǃå ǉ˘ǋ çí˦ƞ ǑǄƵ Ɨǃå˗ǃå èå̇ ùùùùùùùùùùùùùùƬ˓˸ǃå ˥ǆ ˗ǒ˗ƶǃå Ɲ˯˹ǒ Ɇ˻Ǆ˲˯ǃåā  êî˦˸˹ǃå

 êî˦˸˹ǃå çí˦ƞ èå̇ Ƭ˦˸Ⱥ ú̇ ƶƙ Ǒ˯ǃåā ƓǌƑ˦ư ǑƼ Ǌ˷Ƽï āå èƓǈƓ ˮǄǃ ô̇ ˯ƽ˸ǃå êî˦˸˹ǃå. 

 ā ƗǄǆƓùùùù˵ǃå çí˦˱ǃå çïåíå ˥˻ƕ Ɨƿǚƶǃå ǑƼ ïå˗˲ǈǙå èǚǆƓƶǆ ÿåðāå ˙˻ùùùù˵ƙƓùùùùư̇ ǃåƛƓƙ ôƓƽ˳ǈå Ǒǃå ˙˻
) Ǌùù˯˸ ʾ ˕ùùƺǄƕ ˖ùù˻ơ ˥ƑƓùùɁ̊ ǃå èƓùùƞƓùù ˯ơå ˤǌƼ Ɇùùǀ˯ùùùùùùùùùùùùùù˴˸ǃå ˙˻ƺ˯˸ǃå0.13 ˙ƛǙå Ɨùùˢơǚǆ Ɠùù˹˹ɜ˸ɂā (

) í˗ƶ˯˸ǃå ɉƓ ƙïǙå èǚǆƓƶǆ ǑǄƵ åíƓ˸˯Ƶå ˙ùùùùùùùùùùùùùùƬƓ ˸ǃå2R ˕ƺǄƕ ˖˻ơ (0.17   íƓƶȺǙå Ɨ ʿȺ Ɠǆå
ùùùùùùùùù˶˲ǃå Ɨ ǈƓɜǆåā Ɨǃ˦ǌùùùùùùùùùƪ ˙˻ƺ˯˸Ǆǃ ˕ƺǄƕ ˖˻ơ Ɠ ˮùùùùùùùùù˴ǈ Ɨƶƽƙ̇ ǆ ïå˗˲ǈǙå èǚǆƓƶǆ ˕ǈƓḧƼ ˦ ǑǄƵ ý

) ƗƶǄ˴ǃå āå Ɨǆ˗˳ǃå0.25 ˙˴ƽɂā (0.28 ) ÿƓǆǙå ˙˻ƺ˯˸Ǆǃ ˕ƺǄƕ Ɠ˸Ḫ .˥ǒƓ ˯ǃå ˥ǆ0.50 ˙˴ƽɂā (
0.42  ɖ˻ˮˠƙ ˥˻ƕ Ɨɂ˦˹ƶǆ ƗƿǚƵ ˣǃƓ˹ǋ ÿå ˗˱ǈ Ɇ˻Ǆ˲˯ǃå ˥ǆā () ˤƿï Ɇɜùù˵ǃå ǑƼ Ɠ˸Ḫ .˥ǒƓ ˯ǃå ˥ǆ

 ā ƗǄǆƓùùùùù˵ǃå çí˦˱ǃå çïåíåƓùùùùùư̇ ǃå) ɍƓḪ ƴɁ̇ ǆ Ɨ˸ ʾ ˕ƺǄƕ îå59.898 Ɠ ƑƓùùùùù˶ơå Ɨ˸ǌǆ ˕ùùùùù˴ ǃ Ǒǋā (
) ɏ˦˯˴ǆ ̠˹Ƶ0.05 Ɨ˸ ʾ ˕ƺǄɁā ()RMR ˥ǆ Ɇƿå (Č͂čČ ) ƗǀȺƓˠ˸ǃå çí˦ƞ ˙Ƭ˓ǆ ā .GFI ā (

) ÿïƓùùǀ˸ǃå ƗùùǀȺƓùùɣ˸ǃå ̇ùùùùùùùùùùùùùùƬ˓ǆCFI ˥ǆ̇ ˮǂå (Č͂ĕČ  ˤ ʾ ˥˻ˮǒ ɏ˘ùùǃå () ˤƿï ýā˗ùù˱ǃå Ǒǃå ˙ˢ˹ǃƓùùɁā
 ÿƓǆǙå ˗ƶɁā ƗƶǄùùùùùùù˴ǃå āå Ɨǆ˗˳ǃå ǑǄƵ ý˦ùùùùùùù˶˲ǃå Ɨ ǈƓɜǆåā Ɨǃ˦ǌùùùùùùùƪ˗ƶȺ ÿå ˗˱ǈ ïƓùùùùùùù˴˸ǃå èǚǆƓƶǆ

 ǑǄƵ ƗǃǙí èåî ˕ǈƓǂ āƓùùùư̇ ǃå ɏ˦ù˯ùù˴ǆ ̠˹Ƶ ƗǃǙ̠ǃå ɏ˦ù˯ùù˴ǆ ƸǄˮǒ ʕǃ ˥ƑƓɁ̊ǃå èƓƞƓ˯ơå ʕǌƼ ̠ƶȺ Ɠǆå
)0.05ɆƿƓƼ (. 
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) Ɨ ǈƓ˰ǃå Ɨ ư̇ ƽǃå ƝƑƓ˯ǈ Ơư˦ǒ ýā˗ƞ2 ƗƽǄḧ˯ǃå) Ɨ ˴ƼƓ˹˯ǃå ç̊ ˻˸ǃå ā Ɨ ǆ˗˳ǃå èƓ Ǆ˸ƶǃå çïåíå ǑƼ ˚˻˸˯ǃå ˥˻ƕ Ɨ ƕƓ˱Ȼå ƗƿǚƵ ˣǃƓ˹ǋ (
(ɆƿǙå 

þ èƓƿǚƶǃå 
èå̇ ǒ˗ǀ˯ǃå 

Estimates 
 

 ßƓˠ˳ǃå
ïƓ ʹ˸ǃå 
S.E 

 Ɨ˸ ʿǃå
Ɨƞ̇ ˲ǃå 
CR 

ƗǃǙ˗ǃå 
P 

Ɨ˱ ˯˹ǃå 

1 ˢǊƺ çƑƜƑ ˭Ɵä ˣƏƑȿ̆ ǁä ---< Ɠư̇ ǃå .128 .093 1.376 .169 ˤƵ˗ƙ ˤǃ 

2 
ƕǁˤǊƨ  ǏǂƳ üˤ˴˰ǁä ƕ ǆƑɚǄäĀ
ƕǄ˕˱ǁä ---< Ɠư̇ ǃå .249 .108 2.303 .021 ˕˸Ƶí 

 þƑǄǗä  Ɠư̇ ǃå .504 .094 5.350 ***  ˕˸Ƶí 
 Ɨ ǈå˗˻˸ǃå Ɨƪåï˗ǃå èƓǈƓ ƕ ˥ǆ ˖ơƓ ǃå íå˗Ƶã ï˗˶˸ǃå)2021þ( 

: Ɨɂ˦˹ƶ˸ǃå ɏ˦˯˴ǆ*p<0.10, **p<0.05,***p<0. 
) ˤƿï Ɇɜ˵ǃå2 ( Ɨ ư̇ ƽǃå ƝƑƓ˯ǈ Ơư˦ǒ Ɨ ǈƓ˰ǃåƓư̇ ǃåā ƗǄǆƓ˵ǃå çí˦˱ǃå ɖ˻ˮˠƙ ˥˻ƕ Ɨƿǚƶǃå 

 
 

 

 

 

 

 

                          Ɨ ǈå˗˻˸ǃå Ɨƪåï˗ǃå èƓǈƓ ƕ ˥ǆ ˖ơƓ ǃå íå˗Ƶã ï˗˶˸ǃå)2021þ( 

 

 ÞǗʕ ǁäĀ ƑƮ̠ ǁä ˣ˹Ɠ ƕƽǘƴǁä:ƕˮǁƑˮǁä ƕ Ʈ̠ ƻǁä 

 ÜßǙ˦ǃåā Ɠư̇ǃå ˥˻ƕ ɏ˦ƶ˹ǆ ̇˻ƛƋƙ èåî ƗƕƓ˱Ȼå ƗƿǚƵ ̠ƞ˦ƙ Ǌǈå ǏǄƵ ǑǃāǙå Ɨ˴ Ƒ̇ǃå Ɨư̇ƽǃå ̋ ƙ˹
 Ɇɜ˵ǃå ǑƼ Ɠ˸Ḫ ïƓ˴˸ǃå Ɇ˻Ǆ˲ƙ æ˦Ǆƪå þå˗˳˯ƪå ˤƙ Ɨ ư̇ ƽǃå ǉ˘ǋ ïƓ ˯ƤǙā) ˤƿï3( 
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 .ßǙ˦ ǃåā Ɠư̇ ǃå ˥˻ƕ Ɨ ƕƓ˱Ȼå ƗƿǚƵ ˣǃƓ˹ǋ:ǏǃāǙå Ɨ ư̇ ƽǃå Ơư˦ǒ ɆɜƬ 

                 )3( 

 

 

                               Ɨƪåï˗ǃå èƓ ư̇ Ƽ ˥ǆ ˖ơƓ ǃå íå˗Ƶå :ï˗˶˸ǃå 

 ƗǄǀ˯ùùùù˴˸ǃå Ɨùùùùƪåï˗ǃå èå̇ ˻ƺ˯ǆ ˥˻ƕ Ɨƿǚƶǃå ǑǄƵ ú̇ ƶ˯Ǆǃ ïƓùùùù˴˸ǃå Ɇ˻Ǆ˲ƙ æ˦Ǆùùùùƪå þå˗˳˯ùùùùƪå ˤƙå Ɠùùùùư̇ ǃ
ßǙ˦ ǃåā þå˗˳˯ùùùùùùùƪƓȺ ǏƑƓùùùùùùù˶ơǙå ƝǆƓǈ̇ ˮǃåAMOS23  ƗƼ˦ƽùùùùùùù˶ǆ ˥˻ƕ ɖƕƓˠ˯ǃå ôå̇ ˯Ƽå ß˦ùùùùùùùư ǑƼā

 Ɲ˯˹ǒ Ɇ˻Ǆ˲˯ǃåā  êî˦˸˹ǃå Ɇˮƿ ˥ǆ Ɨùùùùùùùư̇ ˯ƽ˸ǃå ƗƼ˦ƽùùùùùùù˶˸ǃåā (Ɇ˻Ǆ˲˯ǃå ǑƼ ƗǄƤå˗ǃå èå̇ ˻ƺ˯˸Ǆǃ) ˙ǒƓƺ˯ǃå
 èƓǈƓ ˮǄǃ ô̇ ˯ƽ˸ǃå êî˦˸˹ǃå ý˦ˮƿ ˤ˯ǒ Ǒ˯ǃåā ƗǀȺƓˠ˸ǃå ǉ˘ǋ çí˦ƞ ǑǄƵ Ɨǃå˗ǃå èå̇ ùùùùùùùùƬ˓˸ǃå ˥ǆ ˗ǒ˗ƶǃå

˸˹ǃå çí˦ƞ èå̇ Ƭ˦˸Ⱥ ú̇ ƶƙ Ǒ˯ǃåā ƓǌƑ˦ư ǑƼ Ǌ˷Ƽï āå êî˦. 

 ˥˻ƕ Ɨƿǚƶǃå ǑƼ ïå˗˲ǈǙå èǚǆƓƶǆ ÿåðāå ˙˻˵ƙ˴ƼƓ˹˯ǃå ç̊ ˻˸ǃåāƗ ǆ˗˳ǃå èƓ Ǆ˸ƶǃå çïåíå ǑƼ ˚˻˸˯ǃå Ɨ
(ƗȺƓ˱˯ùùùƪǙåā ÷å˗ƕǙå)) Ǌ˯˸ ʾ ˕ƺǄƕ ˖˻ơ Ɠùùùư̇ ǃå Ɇǀ˯ùùù˴˸ǃå ˙˻ƺ˯˸ǃå ˙˻ƛƋ˯ƵƓƽƙïå Ǒǃå1.27 Ɠ˹˹ɜ˸ɂā (

) í˗ƶ˯˸ǃå ɉƓ ƙïǙå èǚǆƓƶǆ ǑǄƵ åíƓ˸˯Ƶå ˙ùùùùùùùùùùƬƓ ˸ǃå ˙ƛǙå Ɨˢơǚǆ2RǄƕ ˖˻ơ ( ˕ƺ0.17 Ɠ˸Ḫ .
 ƴɁ̇ ǆ Ɨ˸ ʾ ˕ƺǄƕ îåßǙ˦ ǃåā Ɠùùư̇ ǃƓ˹˻ƕ Ɨɂ˦˹ƶǆ ƗƿǚƵ ˣǃƓ˹ǋ ÿå ˗˱ǈ Ɇ˻Ǆ˲˯ǃå ˥ǆā () ˤƿï Ɇɜùù˵ǃå ǑƼ

) ɍƓǂ6.262) ɏ˦˯˴ǆ ̠˹Ƶ ƓƑƓ˶ơå Ɨ˸ǌǆ ̞ ǃ˴ Ǒǋā (0.05 Ɨ˸ ʾ ˕ƺǄɁā ()RMR ˥ǆ Ɇƿå (
Č͂čČ ) ƗǀȺƓˠ˸ǃå çí˦ƞ ˙ùùùùùùùùùùùùƬ˓ǆ ā .GFI) ÿïƓǀ˸ǃå ƗǀȺƓɣ˸ǃå ̇ùùùùùùùùùùùùƬ˓ǆ ā (CFI ˥ǆ̇ ˮǂå (Č͂ĕČ 
ǃƓɁā ƗǃǙí èåî ˕ǈƓǂƓùư̇ ǃå ˗ƶȺ ÿå ˗˱ǈ ïƓù˴˸ǃå èǚǆƓƶǆ ˤ ʾ ˥˻ˮǒ ɏ˘ǃå () ˤƿï ýā˗˱ǃå Ǒǃå ˙ˢ˹

) ɏ˦˯˴ǆ ̠˹Ƶ ƗǃǙ̠ǃå ɏ˦˯˴ǆ ƸǄƕ ̟ ơ˻ ßǙ˦ǃå ǑǄƵ0.05.ɆƿƓƼ ( 
  

ЬЧϦЂвЮϜ ϼтПϦвЮϜ 

ϝЎϼЮϜ 

ЙϠϝϦЮϜ ϼтПϦвЮϜ 

ßǙ˦ ǃå 
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) Ɨ˰ǃƓ˰ǃå Ɨ ư̇ ƽǃå ƝƑƓ˯ǈ Ơư˦ǒ ýā˗ƞ3(  ßǙ˦ ǃåā Ɠư̇ ǃå ˥˻ƕ Ɨ ƕƓ˱Ȼå ƗƿǚƵ ˣǃƓ˹ǋ 
þ èƓƿǚƶǃå èå̇ ǒ˗ǀ˯ǃå 

Estimates 
 

 ßƓˠ˳ǃå
ïƓ ʹ˸ǃå 
S.E 

 Ɨ˸ ʿǃå
Ɨƞ̇ ˲ǃå 
CR 

ƗǃǙ˗ǃå 
P 

Ɨ˱ ˯˹ǃå 

1 èåßå̇ ƞǙåā ---<  ƗƽǄḧ˯ǃå
ɆƿǙå 

1.269 .213 5.951 ***  
 ˕˸Ƶí 

) Ɨ ǈå˗˻˸ǃå Ɨƪåï˗ǃå èƓǈƓ ƕ ˥ǆ ˖ơƓ ǃå íå˗Ƶã ï˗˶˸ǃå2017( 

: Ɨɂ˦˹ƶ˸ǃå ɏ˦˯˴ǆ*p<0.10, **p<0.05,***p<0. 

 ɆɜƬ)3 (Ɨ˰ǃƓ˰ǃå Ɨ ư̇ ƽǃå ƝƑƓ˯ǈ Ơư˦ǒ  ˥˻ƕ ƗƿǚƶǃåßǙ˦ ǃåā Ɠư̇ ǃå 

 
Ɨ ǈå˗˻˸ǃå Ɨƪåï˗ǃå èƓǈƓ ƕ ˥ǆ ˖ơƓ ǃå íå˗Ƶã ï˗˶˸ǃå2021þ 

  .ÞǗʕ ǁäĀ ƕǂǄƑ˳ǁä æìˤ˯ǁä æîäìä ɔ˹ˬ˞Ɨ ˣ˹Ɠ ƕƽǘƴǁä Ɉƨˤ˭ǐ ƑƮ̠ ǁä þä :ƕƴȸä̠ ǁä ƕ Ʈ̠ ƻǁä îƑ ˭Ƣä 

 ƗǄǆƓ˵ǃå çí˦˱ǃå çïåíå ɖ˻ˮˠƙ ˥˻ƕ Ɨƿǚƶǃå Ɋƪ˦˯ǒ Ɠư̇ ǃå ÿƓ˺ǄƵ ƗƶȺå̇ ǃå Ɨ ˴ Ƒ̇ ǃå Ɨ ư̇ ƽǃå ˝˹ƙ
 Ɠ˸Ḫ ßǙ˦ ǃåā. ǉƓǈíå  Ɇɜ˵ǃå ǑƼ Ơư˦ǆ ˦ǋ 
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 ˥˻ƕ Ɨƿǚƶǃå Ɋƪ˦˯ǒ Ɠư̇ ǃå ÿå ǑǄƵ ˝˹ƙ Ǐ˯ǃå ƗƶȺå̇ ǃå Ɨ ư̇ ƽǃå Ơư˦ǒ ɆɜƬ 
.ßǙ˦ ǃåā ƗǄǆƓ˵ǃå çí˦˱ǃå çïåíå ɖ˻ˮˠƙ 

 
 

 

 

 íå˗Ƶå :ï˗˶˸ǃåƗƪåï˗ǃå èƓ ư̇ Ƽ ˥ǆ ˖ơƓ ǃå 

 Ɨǀɂ̇ ˠȺ ïƓùùùùùùùùùùù˴˸ǃå Ɇ˻Ǆ˲ƙ ǑǄƵ íƓ˸˯ƵǙå ˤƙ Ɨˠ ùùùùùùùùùùùƪ˦ǃå Ɨƿǚƶǃå ïƓ ˯ƤǙ BOOTSTRAP  Ǒ˯ǃåā
: Ɨ ǃƓ˯ǃå ɉā˙˵ǃå Ǒǃå ˙˻˵ƙ 

1.  ˗ƞ˦˯Ƽ Ɨɂ˦˹ƶǆ ˕ǈƓḪ ƴȺƓ˯ǃå ˙˻ƺ˯˸ǃåā Ɇǀ˯ùùù˴˸ǃå ˙˻ƺ˯˸ǃå ˥˻ƕ ç̇ ùùùƬƓ ˸ǃå ˙˻ƹ Ɨƿǚƶǃå ˕ǈƓḪ åîå
. Ɋ ƪ˦ǃå ˙˻ƺ˯˸Ǆǃ Ɋƪ˦ƙ ƗƿǚƵ 

2. Ɨƿǚƶǃå ˕ǈƓḪ åîå  ǚƼ Ɨɂ˦˹ƶǆ ˙˻ƹ ƴȺƓ˯ǃå ˙˻ƺ˯˸ǃåā Ɇǀ˯ùùùùùùùùùùùù˴˸ǃå ˙˻ƺ˯˸ǃå ˥˻ƕ ç̇ ùùùùùùùùùùùùƬƓ ǆ ˙˻ƺǃå
. Ɋƪ˦ƙ ˗ƞ˦ǒ 

3.  xǃƓ˹ǋ ÿ˦ɜȻ Ɨɂ˦˹ƶǆ ƴȺƓ˯ǃå ̇˻ƺ˯˸ǃåā Ɇǀ˯ùùùùùùùùùùùùùù˴˸ǃå ̇˻ƺ˯˸ǃå ˥ƕ˻ ç̇ùùùùùùùùùùùùùùƬƓ˸ǃå Ɨƿǚƶǃå ̞ǈƓḪ åîå
 . Ɋ ƪ˦ǃå ˙˻ƺ˯˸Ǆǃ ǑƑ̊ ƞ Ɋƪ˦ƙ 

4. ɂ˦˹ƶǆ ˙˻ƹ ƴȺƓ˯ǃå ˙˻ƺ˯˸ǃåā Ɇǀ˯ùùù˴˸ǃå ˙˻ƺ˯˸ǃå ˥˻ƕ ç̇ ùùùƬƓ ˸ǃå Ɨƿǚƶǃå ˕ǈƓḪ åîåƗ  xǃƓ˹ǋ ÿ˦ɜȻ
  êî˦˸˹ǃå çí˦ƞ ɉā˙Ƭ çƓƵå̇ ǆ ƴǆ . Ɋ ƪ˦ǃå ˙˻ƺ˯˸Ǆǃ ɆǆƓḪ Ɋƪ˦ƙ 

 ïƓùùùùùùù˴˸ǃå Ɇ˻Ǆ˲ƙ æ˦Ǆùùùùùùùƪå þå˗˳˯ùùùùùùùƪå ˤƙāPath nalysis ) ƝǆƓǈ̇ ƕ þå˗˳˯ùùùùùùùƪƓȺspss.21( þ˦Ƶ˗˸ǃå
 ƝǆƓǈ̇ ˮƕAMOS.23   Ɨǀɂ̇ ˠȺ BOOTSTRAP ˙ƛå í˦ƞā ˥ǆ ɖǀ˲˯Ǆǃ ˥˻ƕ Ɨƿǚƶǃå ǏƼƓùùùùùùùùùùư̇ Ǆǃ

ßǙ˦ ǃå ā ƗǄǆƓùùùùùùùùù˵ǃå çí˦˱ǃå çïåíå ɖ˻ˮˠƙ ˙ƛå í˦ƞ˦˻ǃå Ɇ˻Ǆ˲˯ǃå ƝƑƓ˯ǈ ˙˻ùùùùùùùùù˵ƙǚƶǃå ǑƼ Ɠùùùùùùùùùư̇ Ǆǃ ˥˻ƕ Ɨƿ
 ßǙ˦ ǃå ā ƗǄǆƓ˵ǃå çí˦˱ǃå çïåíå ɖ˻ˮˠƙ)ɍƓḪ ƴɁ̇ ǆ Ɨ˸ ʾ ˕ƺǄƕ îå331.634) ɏ˦˯˴ǆ ̠˹Ƶ (000 (.

 Ɨ˸ ʾ ˕ƺǄɁā Ɠ ƑƓùùùùùùùùùùùùùù˶ơå Ɨ˸ǌǆ ˙˻ƹ Ǒǋā)RMR ˥ǆ Ɇƿå (Č͂čČ  ƗǀȺƓˠ˸ǃå çí˦ƞ ˙ùùùùùùùùùùùùùùƬ˓ǆ ā .

АтЂмЮϜ ϼтПϦвЮϜ 

Ɠư̇ ǃå 

 ϣЯЧϦЂвЮϜ ϤϜϼтПϦвЮϜ 

 çí˦˱ǃå çïåíå ɖ˻ˮˠƙ
ƗǄǆƓ˵ǃå 

 ЙϠϝϦЮϜ ϼтПϦвЮϜ 

̭ъмЮϜ 
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)GFI) ÿïƓùǀ˸ǃå ƗùǀȺƓùɣ˸ǃå ̇ùùùùùùùùùùùùùùƬ˓ǆ ā (CFI ˥ǆ ˙ˮǂå (Č͂ĕČǊùǈå ˗ù˱ǈ ˕ùƺǄƕ ˖ù˻ơ  ƗùƿǚƵ ˗ùƞ˦ǒ
 Ɠùùư̇ ǄǄˠùùƪ˦ƙ Ü ßǙ˦ ǃåā ˥ƑƓɁ̊ ǃå èƓƞƓ ˯ơå ˤǌƼ ˥˻ƕ Ɨƿǚƶǃå ǑƼ˥˻ƕ Ɋùùƪ˦ƙ ƗƿǚƵ ˗ƞ˦ƙ Ɠ˸Ḫ  Ɨǃ˦ǌùùƪ

 ɖ˻ǀ˲ƙ ˥˻ƕ Ɠùùùùùùùư̇ Ǆǃ Ɋùùùùùùùƪ˦ƙ ƗƿǚƵ ˗ƞ˦ƙ Ɠ˸Ḫ ßǙ˦ ǃåā ƗƶǄùùùùùùù˴ǃå āå Ɨǆ˗˳ǃå ǑǄƵ ý˦ùùùùùùù˶˲ǃå Ɨ ǈƓɜǆåā
ßǙ˦ ǃåā ÿƓǆǙå. 

ýā˗ƞ )5 Ơư˦ǒ ( ǃå çí˦ƞ) Ɨ ǄƤå˗ǃåƗǆ˗˳ǃå çí˦ƞ(ÿāƓƶ˯ǃå ɏ˦˯˴ǆā ɆƵƓƽ˯  ç̊ ˻˸ǃåā Ɨ ǆ˗˳ǃå èƓ Ǆ˸ƶǃå çïåíå ǑƼ ˚˻˸˯ǃå ˥˻ƕ Ɨƿǚƶǃå Ɋƪ˦˯ǒ
Ɨ ˴ƼƓ˹˯ǃå 

þ èƓ ư̇ ƽǃå  ˙˻ƹ èƓƿǚƶǃå
ç̇ ƬƓ ˸ǃå 

ç̇ ƬƓ ˸ǃå èƓƿǚƶǃå Ɨ˱ ˯˹ǃå 

1  ˥ƑƓɁ̊ ǃå èƓƞƓ ˯ơå ˤǌƼ-- Ɠư̇ ǃå <--ßǙ˦ ǃå < 0.059 0.001 Ɋƪ˦ƙ ǑƑ̊ ƞ 
2  āå Ɨùùùùùùùùǆ˗˳ǃå ǑùùùùùùùùǄƵ ý˦ùùùùùùùùù˶˲ǃå Ɨùùùùùùùù ǈƓɜǆåā Ɨǃ˦ǌùùùùùùùùƪƗƶǄùùùùùùùùù˴ǃå-- <

 Ɠư̇ ǃå--ßǙ˦ ǃå < 
0.033 0.303 ɆǆƓḪ Ɋƪ˦ƙ 

3  ÿƓǆǙå ɖ˻ǀ˲ƙ-- Ɠư̇ ǃå <--ßǙ˦ ǃå < 0.051 0.001 ǑƑ̊ ƞ Ɋƪ˦ƙ 
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) ˤƿï ɆɜƬ5(  Ɋ ƪ˦ǃå ˙˻ƺ˯˸ǃå ˙ƛå(ÿāƓƶ˯ǃå ɏ˦˯˴ǆā ɆƵƓƽ˯ǃå çí˦ƞā) ƗǄƤå̠ǃåƗǆ̠˳ ǃå çí˦ƞ í ǑƼ ˚˻˸˯ǃå ˥˻ƕ Ɨƿǚƶǃå Ɋƪ˦˯ǒ çïå
 ç̊ ˻˸ǃåā Ɨ ǆ˗˳ǃå èƓ Ǆ˸ƶǃåƗ ˴ƼƓ˹˯ǃå 

 

 

 

 

 

 

 

 

 

 

 

 
 Ɨ ǈå˗˻˸ǃå Ɨƪåï˗ǃå èƓǈƓ ƕ ˥ǆ ˖ơƓ ǃå íå˗Ƶã ï˗˶˸ǃå2021þ 

: ƗǃǙ̠ǃå ɏ˦˯˴ǆ*p<0.10, **p<0.05,***p<0. 
 

                                     Ɨ ǈå˗˻˸ǃå Ɨƪåï˗ǃå èƓǈƓ ƕ ˥ǆ ˖ơƓ ǃå íå˗Ƶã ï˗˶˸ǃå2021þ 

Ɨ ǈå˗˻˸ǃå Ɨƪåï˗ǃå èƓǈƓ ƕ ˥ǆ ˖ơƓ ǃå íå˗Ƶã ï˗˶˸ǃå2021þ 
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Ɨ˸ƙƓ˳ǃå. 

èƓ Ʈ˦˯ǃåā ƝƑƓ˯˹ǃå. 

: ƝƑƓ˯˹ǃå : ĄǙāá 

: ƕ ʺä̠ Ʒˤ˶ȹ˕ǁä çƑǆƑ ˬǁä ƛƏƑ˭ǆ 

1.  Ɨ ʹǆƓ˱ǃå èåíƓǌ˵ǃå ƗǄ˸ơ Ɨ ˴ǈ ÿå ˗ƞā65%  û˦Ƽ èåíƓǌ˵ǃå ƗǄ˸ơ Ɠǌ˻Ǆƙ Ɨ˴ǈ ̇ˮǂá Ǒǋā
 Ɨ ˴˹ƕ Ɨ ʹǆƓ˱ǃå22.2% .Ɨ˸Ǆƶ˯ǆ ïíå˦Ḫ Ɠǌǒ˗ǃ Ɨ˴ƪ˓˸ǃå ÿá ǏǄƵ ý˗ǒ Ɠ˸ǆ 

2.  Ǒ˸ȻíƓǂǗå ˝˶˳˯ǃå ÿá ˗ƞā Ɨ˴ǈ ɏ̇Ƥá èƓ˶˶ ƙ˳ ˥˻˶˶˳˯˸ǃ52%  ˙ˮǂå Ǒǋā
 Ɨ ˴˹ƕ ýƓ˸ƵǕå çïåíã ǑƼ ˥˻˶˶˳˯˸ǃå Ɨ ˴ǈ Ɠǌ˻Ǆƙ Ɨ ˴ǈ23.2%  ǑƼ ˥˻˶˶˳˯˸ǃå ˤƛ

 Ɨ ƪƓ˲˸ǃå ýƓ˱ǆ15.2%. 
3.  ˕ƺǄƕ ˖˻ơ Ǒƽ ˡ˦ǃå ˝˶˳˯ǃå Ɨ ˴ǈ ÿá ˗ƞā48.8%  Ɨƽ ˡā Ɨ ˴ǈ Ɠǌ˻Ǆƙ Ɨ˹˻ƶǃå ˥ǆ

 Ɨ ˴˹ƕ èƓƶ ˮǆ24.2%  Ɨ ˴˹ƕ ɖɂ˦˴ƙ Ɨƽ ˡā ˤƛ14.1% å˦ǆ Ɨƽ ˡāā Ɨ ˴˹ƕ Ɨɂ̇ ˵Ⱥ íï0.1 
%  Ɨ ˴˹ƕ å˦ˮ˻˱˯˴Ȼ ˤǃ ˥ǒ˘ǃåā0.5%. 
4.  ˤǌ˯ˮ˴ǈ ˕ƺǄƕ ˥˻ƽˡ˦˸ǃå Ɨ ˴ǈ ÿå ˗ƞā81.3%  ˛ Ƒï Ɨƽ ˡā ǑƼ ˥˻ǄǆƓƶǃå Ɠǌ˻Ǆƙ ˙ˮǂå Ǒǋā

 Ɨ ˴˹ƕ ˤ˴ƿ10.6%  Ɨ ˴˹ƕ çïåíã ˙ǒ˗ǆ Ɨƽ ˡ˦ǃ ˥ɂ̇ ƹƓ˵ǃåā7.1%  Ɨ ˴˹ƕ å˦ˮ˻˱˯˴Ȼ ˤǃ ˥ǒ˘ǃå
1.0%. 
5.  ç̇ ˮ˳ǃå èå˦˹ƪ Ɨ ˮǃƓƹ ÿá ˗ƞā72.2% ˮǂå Ɇɜ˵ƙā ˥ǆ Ɨ˭ƽǃå Ɠǌ˻Ǆƙ Ɨ ˴ǈ ˙10 15  Ɨ˹ƪ

 ˕ƺǄƕ ˖˻ơ16.2%  Ɨ ˴ǈ ˕ƺǄƕ Ɨ˹ƪ ˥ǆ ˙˰ǂå Ɨ˭ƽǃå ˤƛ7.1%  ˥ǆ Ɨ˭ƽǃå Ąå̇˻Ƥåā15-20 
 Ɨ ˴˹ƕ Ɨ˹ƪ4.5%. 
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˯ǈƓ: ôā˙ƽǃå èƓ ƛã ƝƑ 

1. .ßǙ˦ ǃåā ƗǄǆƓ˵ǃå çí˦˱ǃå ɖ˻ˮˠƙ ˥˻ƕ Ɨ ƕƓ˱Ȼã ƗƿǚƵ ˗ƞ˦ƙ 
2. .Ɠư̇ ǃå ǏǄƵ ɆǆƓ˵ǃå çí˦˱ǃå ɖ˻ˮˠƙ Ɨ ƕƓ˱Ȼã ƗƿǚƵ ˗ƞ˦ǒ 
3.  ˗ƞ˦ƙ Ǚ.Ɠư̇ ǃåā ˥ƑƓɁ̊ ǃå èƓƞƓ ˯ơã ˤǌƼ ǑƼ Ɨ ƕƓ˱Ȼã ƗƿǚƵ 
4. .ßǙ˦ ǃåā Ɠư̇ ǃå ˥˻ƕ Ɨ ƕƓ˱Ȼã ƗƿǚƵ ˗ƞ˦ƙ 
5. .èåßå̇ ƞǗåā ßǙ˦ ǃåā Ɠư̇ ǃå ˥˻ƕ Ɨ ƕƓ˱Ȼã ƗƿǚƵ ˗ƞ˦ƙ 

: èƓƮ˦ ǃ˯å ĄƓǈƓƛ 

1.  Ɠ˸ǃ ƗǄǆƓ˵ǃå çí˦˱ǃå çïåíã ɖ˻ˮˠ˯ƕ þƓ˸˯ǋǗå Ɨƞïí çíƓɂð Ɨ Ƒå˘ƺǃå èƓƵƓ˹˶Ǆǃ ýåí ƗḪ̇ Ƭ ǏǄƵ
 çíƓɂð ǑƼ ƗƿǚƵ ˥ǆ Ɠǌǃ æ˘ƞā ˥˻˻ǃƓ˲ǃå ßǚ˸ƶǃƓȺ ɋƓƽ˯ơǙå Ǐǃã ɏí˓ǒ Ɠ˸ǆ ßǚ˸ƶǃå ßǙā

.í˗ƞ ßǚ˸Ƶ 
2.  ßǚ˸ƶǃå Ɠưï ÿǙ ßǚ˸ƶǃå Ɠưï ɖ˻ǀ˲ƙ Ɨ ʽ ɜȺ þƓ˸˯ǋǗå Ɨ Ƒå˘ƺǃå èƓƵƓ˹˶Ǆǃ ýåí ƗḪ̇ Ƭ ǏǄƵ

.ßǙ˦ ǃå ɖ˻ǀ˲ƙ Ǐǃã ɏí˓ǒ 
3.  çï˦˶Ⱥ ˥ƑƓɁ̊ ǃå èƓƞƓ ˯ơã ˤǌƼ ƗǃƋ˴ǆ ǑƼ þƓ˸˯ǋǗå çíƓɂð Ɨ Ƒå˘ƺǃå èƓƵƓ˹˶Ǆǃ ýåí ƗḪ̇ Ƭ ǏǄƵ

 ̞˯ˮƛå îã Ąǚˮǀ˯˴ǆ Ɠǌƕ ˓ˮ˹˯ǃå Ǒ˯ơā ˥ƑƓɁ̊ǃå èƓƞƓ˯ơã ƗˮǄƙ āå ɖ˻ǀ˲ƙ ǏǄƵ Ɇ˸ƶǃåā Ąå̠ƞ Ɨǀʾí
 Ɠưï ɖ˻ǀ˲ƙ þ˗ƶǃ ɏí˓ǒ å˘ǋā ˥ƑƓɁ̊ ǃå èƓƞƓ ˯ơã ˤǌƼ ƗǃƋ˴ǆ ǑƼ ï˦˶ƿ üƓ˹ǋ Ǌǈá Ɨƪåï˗ǃå

.ßǚ˸ƶǃå 
4. .ßǚ˸ƶǃå Ɠư̇ ǃ ˙Ƭ˓˸Ḫ èƓƶ ˮ˸ǃå ˤ˱ơ ǏǄƵíƓ˸˯ƵǙå þ˗Ƶ 
5. ǃå ÿǕ ɖɂ˦˴˯ǃå èƓ Ǆ˸Ƶ ǏǄƵ ˚˻Ḫ̇ ˯ǃå ɖɂ˦˴˯ǃå èƓ Ǆ˸ƶȺ á˗ˮƙ çí˦˱. 
6.  ˚Ḫ̇ ƙ Ǒ˯ǃåā ßǚ˸ƶǃå Ɨǆ˗Ƥ ˔ǈƓƞ ˝˳ƙ Ǒ˯ǃå é˦˲ ǃå ˥ǆ ˗ɂ̊ ˸ǃå ßå̇ ƞã ýåí ƗḪ̇ Ƭ ǏǄƵ

 ÿ˦Ɂ̊ǃå èƓƞƓ˯ơåā ʕǌƼ ǏǄƵ. 
7. .ßǚ˸ƶǃå Ɠưï ǏǄƵ ˙ƛá ˥ǆ Ɠǌǃ Ɠ˸ǃ ƴ ˮǃå ˗ƶȺ Ɠǆ èƓǆ˗Ƥ ǑƼ ˙ɂ˦ˠ˯ǃå 
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8.  ßǚ˸ƶǄǃ ˙ɂ˦˹˯ǃå èƓ Ǆ˸Ƶ ˙ˮƵ ßǚ˸ƶǃå ƴǆ ɆƮå˦˯ǃåå Ɇơå̇ ǆ ɄǄ˯˳ǆ çïƓɂ̊ ƕ˴ǃå êƓ˯ǈ ƴǄ. 
 

ƲƜä̠ ˶ǁäĀ îìƑ˴˶ǁä 
1.  Ɨ ǈƓ˰ǃå Ɨƶ ˠǃå Ü ƗǄǆƓ˵ǃå çí˦˱ǃå çïåíã Ü ˛ɂïíã ˤ ơ̇ ǃå ˗ˮƵ Ȱ ˗ˮƵ Ü ǑǄǀ˸ǃå ÿƓ˸˰Ƶ ˗˸ơá ˙˸Ƶ

 þ˦˟˙˳ǃå) ÜĲ 2011 (þ 
2.  ǑƼ Ǒ˸ȻíƓǂǗå ïƓ˸ƵǙåā ƗǄǆƓ˵ǃå çí˦˱ ǃå Ü ɏ̇˶˸ ǃå Ǒ˴  yæƓǌǒå Ü ̇ǆƓƵ úâā̇ǃå ̠ˮƵ ûïƓ˟

 Ü ˔ɂï˗˯ǃåā ˙˵˹Ǆǃ Ɨ Ɂ̇ ƶǃå ƗƵ˦˸˱˸ǃå ç̇ ǋƓǀǃå Ü ˤ Ǆƶ˯ǃå2014 þ 
3.  ˤ Ǆƶ˯ǃåā ƗƵƓ˹˶ǃå ǑƼ èƓǀ ˮˠƙ ƗǄǆƓ˵ǃå çí˦˱ǃå çïåíã Ü ÿƓɂ̊ ǃå íå˦Ƶ ˗˸˲ǆּש ˗˻˱ǆ ˙ǂƓƬ ˥ƪ˦ƪ

 Ü ßƓƽƮ ïåí Ü ÿƓ˸Ƶ Ü2007 
4. ˸˲ǆ ˥˻˴ơ Ü ÿƓǆ̊ ǃå ˛ Ǆƞ ïåí Ü ÿƓ˸Ƶ Ü Ǒƽ ˡ˦ǃå ßåíǕåā ƗǄǆƓ˵ǃå çí˦˱ǃå çïåíã ù Ɨ˵ơå̇ ˲ǃå ˗

2004 Ü þ  
5.   Ɨǆ̠˳ ǃåā ƗƞƓ˯ǈǙå  èƓ˸s ˹˸ǃå ǑƼ ƗǄǆƓ˵ǃå çí˦˱ ǃå çïåíã ʕsǈ Ü  ÿā̇Ƥàā  ǑƑƓɣǃå  ʕ ơ˱  Ʉƪ˦ǒ

 ÿíïǙå ÜĲ  ÿƓ˸ƵĲ  Ü ƴɂð˦˯ǃåā ̇˵ Ǆ˹ǃ Ɨ˸Ǆƶǃå  ɏïāðƓǃå ïåí 
6.  ÿƓ˴ơ ÿƓɂð˦ƕ.áĲ  èǙƓ˶ƙã Ɨ˴ƪ˓ǆ ƗǃƓơ Ɨƪåïí ) ÿ˦Ɂ̊ǃå Ɠưï ǏǄƵ  Ɨǆ̠˳ ǃå çí˦ƞ̇ƛá

Ɨ˹˻ˠ˴ƿ ƗƶǆƓƞ(Ǌ˸Ǆƶǃå Ɨ˹ǒ˗˸Ⱥ ˙Ƒå̊ ˱ǃå2  hacene_bouziane@yahoo.fr h  Ɨƪåïí
.ǉï˦˵˹ǆ 
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