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(Understanding Marketing Management) 



I .... 
1JVIVI 1 

(Marketing Management Concept) 

n11~n~1nT:i-;l~n11'Yl1-1flTHl &n~ii';l~1h::~-1~L ~a 1 ~\ 11 ~1:1J11fl Lilu~-;1~ nT:i 
q ~ 

~1 un11~~1~ ~-1i11111n';l 1 un1,-ttTrn1l1n';l 1 ~u,-,-~1~m.h::~_,~ ~-1-.ij1 Lilt~.';)::~ a-1 a1iu 
q q q 

n1111-1 U~tl. 'VI1an11nTVI tl.~ n ~ £J'Ylli'Yl1-1 n11~ ~1 ~ a U1-1 L ,-f) ~1:1J ~_, u ":in~';):~ a-1 ~":i:'V\ un 
q 

n~ e:Jn11~m~n 1 tl.Utl.1fi11:1J~~"1J a-1n11-;l~n11'Yl1-1n11~~1~ ~n a11 LUtl.111'V'lnl1-1 L ~ El 

Lilt~. ~u:inu1 un11~m~n~ a 'tu i.i11:: ~1fi'ru 1 t~.Lm 1fi11:1J~~'Yl1-1n11,r ~ n11'Y11-1n11~~1~ 
~ ~ 

-;]:1J1:n au'11J~1 ui-1d 

1. n11L"ll1 hii-1111Ymi1-1'VI1aiJ';l-;lu"lJEJ-1L~t~1'bHin';J1:iu t~n 
~ 

2. nTn"ll1hii-1 "n11~rl1~" 

3. n11L"ll1hii-1 "n1,--;l~n11'Yl1-1n11~rl1~" 

4. n11Li1hn-1LLU1fi11:1J~~'Yl1-1n11~~~ 'Yl1-1~~~J1rn~ 'Yl1-1n11"lJ1U 'Yl1-1 

n11~rl1~3.]_, ~-1fi:IJ 
q 

1. fl11'L'2i1L~n\J1l1'W n-11\J'VI~flif~;) lltl Eh'H~,.~~n~,-~~u ran 

fl11~rl1~ LlJtl.L~EI-1~ L ~ r.n"llaMllJ bl'l1'bHin';l111 u1 tl.U":i: L 'Yll'lrllJ bl'l":i~;Jfh 
~ ~ 

111 Utl.EI n rt_, UL 'V'l11 :111 tl. t rl n 1i1fh ';): i1 ~a -1"11 tJ1 u i 1 El El n L UL3J ~tl. i.i~ niL iJ tl. L tiL~ 
q q 

n11fl1"lJ1 U';l:: ~ a-1 :w a-1 a an 'tui1-1ua n'VI1auantl1: L 'Yilt! '13J1-rin11~~~ ~ nUTI":in';l 
q 

111 u 1 uu1: L 'Yilt! ~,l'ct-un'VI :w1 Ufi11:1Jl11l1rh fl11ri';l:: 3.1_, 'ttl r:r_, ~ ~1 ~ ~1-1u1: b 'Yilt! b 'V'-111::';1: 
q q 

i.if1-1fi11:1J~-1k-1 LLrl:~tl.fl-1 1 ~rl1J1l1n';l Url:U":i:L 'Yilt! i-1J tl.fl11i Lfl11:~n-1 i.i111'W bL 1~ ~ E1 :1J 
q 

'Yl1 _, Ll'l":i~;Jn';l t rl n~-1 i1 fl11 :IJ~1 L iJ tl.~ rl a~';) un11~~ (j\1 :IJ fl11 :wn11'VI U1"1J tl-1 L 'Yl fl ttl. t rl u 
~ 

d q..o Q.,l .J"' ,Q 

i.i11i.itl.L'Yll'l (Information Technology) L'We:J1e:J-111Jn11"lJU1U~1 t~.e:Jn';J1nt~.n1":i(jl(j)Cf11:1J 

111 u 1 uL~e:J-1"ll a-1n11L~u Ltii"lJ t~-11h:"lr1n1 LLuun11~11-1.:nitii n11'Yl1-11t~."ll a-1~(jl~ ~1-1n 

d:JuiJ';l-;1 Ui.iUUi.itl. un11"lJ mui1 'ttl rJ-1Cil ~1(jl~1-1tl1:: L 'Yilt! 
q 
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1 u,n11"'Yi11i1"n';l'Yln1u,U-;hLuu, Yi';l::~ e:J~:JJ e:J~ e:J on 1tJ"li1~l\e:Jm.h::L 'Yl~ n1iile:J n1 ~ 
q q 

LL~::~11:JJLUl\ 1tJ1ind~Yi';l::<ii'e:J~n11"!il~1<i1m.h~d~ <ii'1m'VI!ilt:.J~~··h hn 1ud';l::L~n~~ r)u, 
q 

L rte:J~:JJ1';J1n~11:JJ L';l1ru'Y11~n11"~fl~11"LL~::~:JJl\1~:JJ n11"~n ~11 u, ~1 L~e:J~UL 1"1~fl~'Yi1 .. 
'"'1 .... I "' 'Vl.l.t 

~11:JJL"ll1 ';ln1Ju1"::L<ill\!il€l Lul\ 

1. ~';l11"fib1';l:'rhn11"~1nutih~tJ,.::L 'Yl~'VI~€ll~ 

2. ~';l11"rn1':i1';l::L"li'1!il~1<i1"ll €l~U1"::L 'Yl~ 1<i1 

3. ~';l11"fib1':i1';l::L"li'1!i1~1!iltih~tJ,-:;L'Yl~l~m.h~L1" 

4. ~';)11"tu.1n11"1"1fLU1"LLn1":JJ'Y11~n11"!il~1<i1 El ci1~h 

1.1 ~v1"Hll,1v::vhn1,-~1nw;hnh::m~'VI~u la.i 
Ld €l1<i1~1i,.n';lii~11:JJ~fo:JJ LL~::~u, h~';l::'Yi11i1"n';lnutih~tJ,-:: L 'Yl~ n~1,.';):: 

q q 

~';l11"tu.11 l\1"1f.J~:La f.J<il.yi L~ £.J1n1Jn11"'Yi1!i1~1<i1rl1Jtih~1h::L 'Yl~ LL~ri Ell\ ~';l:;<iJ<il ~l\ hl1';l:; 

'Yi1 <i1 ~1 <i1 n 1J ~1~ 1.1,-:; L 'Y1 ~'VI~ fl L~J l\L 1"1';1:; iJ El~ n~"li' fl ~ LL~:;,j fl L ~f.J-;)1 n n11"'Yi1 !il ~1 <i1 n 1J 

~1~U1"::L YI~L~r.Jri €ll\ 
i-' ... 

!lilY'! 

1. 1i1"n';l"ll m r.JG1"11!ii'~';l1nn1'n "li1'lu'Yi11i1"n';l 1 u~1~tl,-::L 'Yl~ 
q q 

2. l-i.11tJ&fn11""llmr.J<il1"llfl~1i,.n';l~u, ".JL~il 
~ q 

3. 'Yi11~:u€l~111~"llfl~<i1~1<i1Liiln11~.:fiu, 
4. L ~:JJin f.J111~"1JEI~1i1"n';l l~LUl\flci1~~ 

q 

~uta !.I 

1. ~ €1~ L ~:JJ~11:JJ~ m r.J1:JJ 1 u,n11"'VI1"1i' EJ:JJ~LL~::n11"~<i1n11"'Y11~1i,.n';) 
~ q 

2. ii1e:Jn1~tJ,-::~unuuru'VI1'Y11~n11"!il~1<il 'lliluri n11""ll1<i1'Y1U 
.. q 

1 u,,] €l L ~f.J"ll fl ~ n11"'Yi1 !il ~1 <i1 ~1~tJ,-:; L 'Yl~J l\ tl1 L 1"1 iin11"L !i11r.J :JJ <iJ1 :JJ1 

e1 ci1.J~n'ii1Yi';l::~<i1~1111 L~u~ 'l!il u~::n1~';)11"ru1';11n t:.J ~~ LL~1n~<il11';l:: L n<il ~11:JJ~ :JJ~h 
q 
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1.2 rhlTH\1.111\l:::t'li'1vtn1Vl11e:J\Ith::m~LVI 

Lrl fl~en ~'U. hJ1111::'Yh enfl1en ll1J !ill'lth::L 'Yl~LL~1 ~'l<ii m.nn ~ fl nTH "JJ1 LU rJ'l 

en fl1en"ll eJ'1tJ1:: L '1'1~ 1en ~'~ L 1111::~ eJ..:Jiin11~1111rn1 Llfh.1u L Yi tJun uen fl1en"ll fl'l u<ii ~::th: L '1'1 ~ 
1~ tJ~1111ru.1111ntJ,-::L~u.a1~ru!ii e1 i.tJd ., 

"" 1. Vl11lJen'lenen"lJ fl'lenfl1en 
'IJ 

2. ,Y eJ L~L1J1tJU111nn11"LL"lJ-1"llu 

1 Un11"~1111"rn1V111lJ~'l~en"ll fl'l~fl1en L 1111::~1111ru.1 n'l l fln1 ~rh ~ t11"11 el'l 
'IJ 

nu<il1'U.1'U.U1"::"1r1 n1uf1::11 tJ L~"ll fl'IU1":: L 'Yl~,f u u.1 tJU1 t1n11~'~ L ~1l.l n11~1 "11 fl'IU1": L '1'1 ~ 
,f u, 11 L ~ fl !ii eJ n11'Y11 en fl1 en 'VI~fl L3J ii flU ~11"Vl (Barrier) n UlJ1 ml:eJ tl mh'l L 1 tJ,-:: L '1'1 ~ij 

q 

f111l.l ~'U.fl'l 'Yl1'1 n11 Li:l fl'l L ilu.mh'l 'l,. tJ,-:: L'Yl ~ii 1111::"11 eJ'l 'VI d~u.l.l1 mX eJ tJ m.h'l 'l ,- LLfl:: 

1 un11~1111rn 1"1T eJ L~LtJ1tJU111 n n11 u "lJ'l"llu"ll eJ'l fi u "lJ'l"ll u ~ L "111 'ltJ '¥11 ~ fl1 en 
'IJ 

1 utJ1:: L 'Yl ~~'In ~11 ii l.l1 ml:eJ tJ eJ U1'1 'l,. L 11 ii"JJ eJ L~L tJ1tJu'VI~eJ L ~tl L tJ1tJu fiLL "JJ -1"1l 'U.eJ ti1'1 'l ,-
'IJ 

CfleJ'l:JJ1~1111rn1tJ1::n eJunu. 'ltJ 

111n n11"~1111"rn1n'lf111:1J~'lenen LL~::"JJ f) l~Lmtl1J111nn11" LL "lJ'l"llu.n LU'U, 'VI~ n 
'IJ 

"llfl'ln11"~1111"rn1n-1leJn1~ (Opportunity) LL~::eJtJ~,-,.fl (Threat) Ju.LeJ'l 
q 

1.3 W\11'Hll.111\l::L'211vtn1V~l1i1\IU';l::m~l~mh\11,. 

1 u.n11L "111 en ~1 en <ii1'1 tJ,-:: L '1'1 ~11 ::ii eJ ti~1 ml' u, 'VI ~1 tllTI ~-1 L 1111:: ~ eJ-1 L ~ eJ n 1 i 
'IJ 

1. n11"~'lfleJn'Yl1'leJfll.l (Indirect Export) Liju1TI-~L'VIl.l1::nuunn11~~1en 
~ rJ'l 'l3Jiif111:JJ-i'f111l.l L"l11 1111 'U.~fl1en ~1 Lilu~ eJ-1 miml' ~'~fl eJn111 tJ1 u.th:: L 'Yl~ri flU 

'IJ 'IJ 

2. n11~'1 eJ eJn len tJen1'1 (Direct Export) dju1TI-~~'lfl eJn111nU1:: L 'Yl~LtJ rJ-1 

~~1~ <ii1-11h::L 'Yl~ ~'~fl;}u.eJ tinu1111::~en <ii eJnu hn 1 u.tJ,-:L 'Yl~~11::~'1~u.~1 'ltJ 
'IJ 

3. n11 1 i~'YlTI1 u.n11""111 t1 (Licensing) LUU iTI-~-1 fl eJ n 1 en t1 n11flUtl.l1 en 1 ~ 
q ., 

umr1n11~ e1 ti1 u!ii1'1U1::L 'Yl~'Y11n11""111 r.J~uf11"11 eJ'~ L 11 
q 'IJ 

4. n11~1l.l~'l'Yl'U. (Joint Ventures) d:Ju.1TI-~1in11"~..:J'Ymnul!n1i1n111u 
q q q 
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5. nTHl-\I'YlUL~U~"r.J (Direct Investment) LUUi~~L"li'1LU~-\I'YlU1U~1-\I 
q q 

.I .d ""14 "" .I ~ u-r:: L 'Yl ~ sn ... r:u::~ e:J.J L "111 "'iln.Jn!)"r: L 1J ti1J"ll fl-\lu"r:: L 'Yl~U u, 

1.4 n~1"inl.1fl11L,r["'JJ'lLLfl"i3J'Y11\IflT~Gln1~ttHh\11'l 

Lrle:J L-li1~-\l~fl1~~1-\ltl-r::L 'Yl~ 1~ u1~11"'i1::LuuiD-1~n~1:JJ"'i1::~ e:J-\11 ,n 1.1-rLLn-r:JJ 

'Y11·:Jn1"r~ fl1~ L Yl e:J 1 '!Xu"r-rfl u e:J~"ll1 u~~ e:J.Jn1-rLLfl::~1:JJ1"rrt ~ m~'nu~ LL "li.J"llu 1~ ~-\ln1-r 1 i 
q 'II 'II 

1tl"rLLn"r:JJ'Y11-.mTi~fl1~"'il::m.l.Je:Je:Jmilu 2 ~n1!1-ru.::1vn1) ') ~1unu~e:J 

1. n1"r 1"Jlfi1UU"r::~:JJ'Yl1.Jn1"r~fl1~LL1J1J:JJ1~1~1UL~ t11n'U. 'VI:JJ ~ ... 
2. n1"r 1 ifi1UU"r::~:JJ'Y11-\In1"r~fl1~LL1J1JU11JL -li1n1JLL~fl::U"r::L 'Yl~ 

n1"r 1 ifi1'U.U"r:: ~:JJ'Y11.J n1"r~fl1~ LL1J1J:JJ1 ~1~1'1-l,L~ tl1 nu 'VI:IJ ~ "'il: L~ ~1U-\I ~.J ... 
f111:JJ~ e:J-\In1"r"lle:J.J u~ fl::tl'l:: L 'Yl~rr-\ldn L ~ e:J~"'il:: fl~ ~'" 'Ylu1 un1"ri~n11 i1 e:J £.11-J L -rlu n1-r 

q 

ff-\1 e:J e:Jn LLn.J L ii ti1'VI11U Lri n-r::tl e:J-\1 ~il-r~1~1ij ~ 11.1 U-\IU"r:: L 'Ylf"'!Qi1-\l ') 

n1"r 1 ifi1 'U.U"r:: ~:JJ'Y11.J n1"r~ fl1~ LL1J1J tJ1u L -li1 n 1J LL~ fl ::tl"r::: L 'Y1 f"' n L ~ fl"'il::: 
~f) 1J ~U,f).Jf\11 :JJ Vol f) h"ll f).J ~ fl1 ~ 1 uu!Qi fl::tl-r:: L 'Y1 ~ L -rlu n1"r~ ~ ~ LL n .J L ii ti1'VI11'\.I. L ncr~,)~ 
1 'IX nutl"r:::L 'Yl~LLn1J fl1~U,f)L:JJ~n1 ~~~LLn-\1 Lii ti1'V111'\.I. Lrl'l~~~ ~1'V111JU"r::L 'Ylf"'el-\lnfl1!1- 1 '\.1, 

n1'lU11J 1 "'\ -ll1 n 1J u!Qi fl::U"r:: L 'Yl ~ ~1:JJ1"rtl"'i1:: 1 ifl e:Jn :JJ11 '\.1, "rU"ll fl-\1 ~~ ~n rn'Yf n1"rfh'VI'U.~ 
'II 

2. n'l'lL111t~n\l "n1'lGln1~" 
..1 .=I 4 " ... "11 ..1 ,.., ..r 

L:JJe:JL"r1f"'n1!1-1tl-\l "n1"r~fl1~" "'il:::~fl.J:JJf111:JJL"ll1 "'i1 'U.L"rfl.J~fl bU'\.1. 

1. ~'l1a.Jii1 LthuLn:~113J @\ eh'ln1-r f111:JJ-;11LU'U.LUUL~fl.J"ll e:J-\If111:JJ~ e:J.Jn1"r 

.ffu ~u~1Wv1~mh Luu1 um"rlii1-r.J.:fii ~ ff1Uf111:JJ~ e:J-\In11LUUL~e:J-\I~"'i1::~ e:J1J ~Ufl.Jf111 :JJ .... 

y.jf) 1"'il~il f) r.l~fl f)~ nfl1 
'II 

A a.,.. ( ~ d_ 4 'Lo' oCIIt. ~ .J o &:~~. fLo' 

2. ~ n Glll nl.'l'l "'i1:; LlJ 'U.L "r fl-\1"11 fl .J m'Uf11 1J"rn1"rLL fl:; fl11 :JJ fl ~ 'Y1 "'i1:; '\.1.1 ~Ufl1 LL fl:; 

u~mcre:Je:Jnfi~fl1~ 
'II 

3. ~m~h ~·wn~ tLn:~'J13Jfi\IVHlL~ n1"r~fl1~LUUL~fl-\ln1-r~f1.Jflnt~1 
q q q 

"ll e:J.J~U~1 1~ uil~u 'Yl'\.1. ~~1~ ~~ LLfl::~1:JJT'Hl~fl1J ~ue:J.Jf111:JJoW.J"We:J 1"'i1 1~ 
q q 

.::1 c:;; .d d I .... .ct a.,. 

4. n1 "rLL~ n LthHJ~ n11~ fl1~ L tluL "rfl.J"ll e:J.J n1'lLLfl mtl fl uu, "r::'V\11-J ~sne:J n u 
'II 
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5. ~'l13Ji3Jfr'i-1!rl fi1;i~~1~ LUUL~eJ..:J"ll ehlfl1111i11WUli;i~'V\'"l1..:1 ~tfeJnu ~"1.11 r.J 
'IJ 'IJ 

1~r.J~"ll1r.J~r.J1r.J1:JJ~-f1-:~fl1111i11wui5u~nu~n~1 
'IJ 'IJ 

g; 6) ""' .... 3. nTH111 t1Hl\l "n1';i'il~n1,.n1'i@l~1~" 

n1,.,r~ n1;i'Yl1..:Jn1,.~~1~ LUUL~eJ..:J"ll eJ..:J LL u 1fl1111~~~';ij~<i} eJ tn UL ~..:I n111'111 u~ 
'IJ 

';l~LeJ1"1.fU~YlLL"ll..:JiULL~~~ eJU ~UeJ..:If11111~ eJ..:Ifi11"ll eJ-:1~~1~ 'i11mh..:J"ll e.1..:1n11~ eJ i~L~ r.J eJ 11 
'IJ 'IJ .., .... ...... .r 

LL'W"lleJ..:Ifi1;i';ij~fi11n11~~1~ 11~..:1'\.l, 

g; 

G'fn1'i-l!:::~"l13J @lfl\l n1~ 

1. fl1111~eJ..:Jn1,.~~~u L-rlu fiUL~ 1. 
... 
Ur.J11~..:1"1.!'~~ 

'IJ 

"J.f;i~~~~:IJ1';11n~ua-1tl~'VI~-\I 
'IJ 

.., 
2. 2. fl1111~ eJ..:Jfi1;i~~ ~..:I "Wmm11tl1'u1h-\l~~~nru~ 

q 

3. fl1111~ eJ..:Jn1;i~ LLeJU LL~..:J mJ 3. 'Wm tn11f1'1'1-:~~~~n rn'¥11 'lKdi~tl,.~ 1r.~"lfu 
'IJ 

~ I A q,., 'i,.l~!'d 
"UU111 L"J.fU ~~~r.J1"ll~1eJ-\IL'Yl1"1.fU~U1L'WeJ 

G1':~1n 1iu'Ylu"l.fii.~~~u 

4. 'W r.J1 tn:IJ 1 "li'11fl1 LL~:n11~-\l Lf1'1:1Jn11~ ~1~ 

.., ... .... 
5. fl1111~eJ-\In1~eJ:IJ~1 

6. "1111~ eJ-\In1,.i:J:IJ1m nu 1tl 

4. n1,.L'7111-iln\lu'""l~'l13J~~ n1,.~~@l ~~@lnm,;' n1,.111u nT:i@li.=n~a.i\li\l~aJ 
q 

1 Ufi11U;i~n eJUli1n';l';l:i:Jn11W~U1LL U1fl1111~~~~ eJ L i'teJ..:JnU:IJ1l~ r.Ji:Jn11 
q 

t.b 1111"1.51 '\K G1'eJ ~ ~ Lt eJ..:J nu 1.Hl1U n11m tl1 ';! :oW';l11lli1 dJU~1 <Ku.ffu~ eJU ';! ~'WUl1 
LLU1fl1111~~ n11~~~';ij~ L~:IJ~Uri eJU l~ r.J';J~~-\IL uu~n1~~~~ 1 'VIL<i1~U'YlU~1~~ ~1U 

q q q 

LLU 1fi11:1J ~~ ~~ ~n rn~';ij~~-\1 L UU~fllli1l1'W"ll eJ..:J~U~1l~ £.]~~~~~ ~'\.1,~1~ ilfl lli1l1'W 
q q q 

LL U 1fi11:1J~~ fi1;i"ll1 r.J';J~~-\1 L ,Zu,~~:'Yi1e:JrJ1-\IL1~-\I~: 1 ~r.JeJ~"ll1 r.J L ~:IJG1'-\I.:fi'u iJ n111in11 
q 'IJ 
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.... 
bbf!::~"fl:U 

4.1 bL U.1 ~113J~~n1'HI~VI bb'l-b1fl11:U~~nTH.J~~Hlh.~nT~~" b UUn11~~n1'~ 

1~ £.J~:u:u~-:h~u~1nvrwe:J hnut-~~~11 ru.svl~~ e:J rJ uf!::vn:A'e:J 1~ ~"tf u nT:ifi-;]'VI ~n"ll e:J"n11 
~ ~ 

~ ~ n11~ e:Jn11tli'uth"n1"H.J ~~ u~::n11i~"ih'VI '1-b tJ e:J r.l1..1~tl1:: ~'YlTifl1'W 
q 

~"~ L ~u L~';J1n LL U1f111:U~~n11t-~~~~~"d' 
1) ~u11n'fl';J::liu hn11'VI1:A'e:Jt-~~~11ru.svlu~::liu 1-;)t-~~~11 ru.svl~~·nf11~1 

~ 

2) ~u11nf11'11fl1 t-~~~11msn"ll e:1"fi LL"ll"-llu 
~ ~ ~ 

3) ~u11nfl13J L"li'1 hii"fl11:u G%1~ru"ll e:J..111fl1t-~~~11 ru.stf 
~ ~ 

4) 1111ih"ll e:J"!i1ih ~ e:J n11tli'u tl1" n11t-1 ~ ~ LL~:: n11~ ~ "ii1 'VI '1-h tJ 1 ~~ 
q q 

tl1::~'YlTifl1'W LLfl:: 1 ~~~'" 'YlUn11t-~~~~,~~ L .yj e:Jtl1:: 1£.J"1m1 un11u"ll"-lluu~::i'nli1~nf11 
q q ~ 

4.2 uu.1~11aJ~~ ~~milmsrf LL u1f111:u~~t-~~~11ru.'Yld1un113J"L ltun11 
q 

i ~ n11 1~ tJ~:u:u~·-h ~u11n fl'W e:J h t-1~~ r1 rnsvl ~" ~fl ru.n1'W L 'VI:U1::li:unu11f11 i"ttu 
~ q 

li"'ifl';J~" ~u 1 ';1 ~"il::tli'ut11"f1 mfl1'W"ll e:J..1 t-~~~11 m'Yl 
q q q 

~"~ L ~u L~';J1n LL u 1fl11:U~~ ~~<11n rnsvl~~"ii 
1) ~u11n fl;fie:J ~~ ~ 11 m'¥11~ EJ 1JJ1~fh11m111';1: ~ e:Ju ~ue:J" f111 :u 

~ .., 
~ e:J"n11"11 e:J"~u 

2) ~u11nf1~uh 1uf1mn1'W"lle:J"~~~11rnsvl 
~ q 

3) ~u11nf11ii"fl11:U LL~ n ~h""ll e:J"fl ru.111'W uf!::~1 ~n lim (Feature) "ll e:J" 
~ ~ q 

A Q,.oo f( I I a,... 

~ ~~fl ni.'Yiflbb"ll""ll'l-b 
~ 

... "'1 ... .¥ "' .... IS' .¥ 4) ~U'i flfl L~ e:Jn6J5e:J ~ ~~flni.'YIU'I-b 'W'I-b~1U"ll el..1flnl.fl1'\Al 
~ .... q 

5) fl11fl';J"ll e:J"ll1fl';J nf\ e:J n11tli'utl1"fl mn1'W ~~ ~11 m'YlL ~ e:1tl1: 1 EJ"15u 
q q q 

"111EJ 
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3) Jl11"n'<il"ll El\l1i1n ';) n ~ El ui'utl1" \l~ u 1 £J\l1 tt"ll1 £J 1 ~ii fl11!] L ,r!] LL iJ\l L ~ El 
~ ~ 

u1:: 1£J-nu1 ttn11"LL"ll\l"llttLLGl::i'n~1Gln~1 
'IJ 

4.4 LLU1~113J~~nT"iGln1~ LLU1fl11!1~~'1'11\ln1WIGl1~ L .yi\l'<ii::Ln~ittt!J1 LJ.i 

U1U~ ~\l'<iJ1n~l~~1ULL U1f111!l~~n11t-J~~ LL U1fl11!1~~ t-J~~Jl ru~ LL~::U U1fl11!1~~ 

LL u 1 f111 !1 ~~'1'11\l n11"~ ~1 ~ Lil un11J.i\l L ,Xu, n11"i' ~ n11"~'<il:: L ilu1111"n '<iJ 
~ 

t%1~ru"ll EJ\l1i1"n'<iJ L ~ EJ~'<iJ:: nTvm~fl11!1~ EJ\ln11"LLGl::fl11!1'<il1 LUtt"ll EJ\l ~ Gl1 ~ Lih~ !11 £J LLGl:: .. ~ 

L ~ El ~ '<iJ:: U i'u 1i1" n '<iJ 1lXii n 11~ e:J U ~u, El \l fl11 !1 Yl El h "lJ El \l ~ u11 Jl fl El tJ 1 \l l ~ t-1 ~ LL ~:: ij 
~ 'IJ 

Q I """ """ u u 1 fl11 !1 f1 ~ n11" ~ Gl1 ~ '<iJ:::: !1\l L u, u, "n11"~1 f111 !1 ~ EJ\l n11LL ~:::: ~ EJ u ~u, EJ \l 
~ 

q,.. I .Q A 'i..l oC:l""" d 1 'i,;d"' ~VJt; 
fl11!l~EJ\ln11"" !11nn11 "'<iJ::t-~Gl~ ~ttfl1 UGl::"ll1 £J ~ttfl1" 6Jl'\ln11!1\l m u, tt'<iJ:: L ~u, b~";J1n n11" 

q 

1&JJ~rn1li'1 1u1 u r1 e:J\l~ Gl1 ~ L "liu "u1n11"'Yln1"::i uu1"::'Ylu h" (litt 1f111n ~n1L '1'1 £J) "L ~ e:Jtt 
~ 

e.Q A I t; 

flfl~ !1~1"flU1U" (1iU1fl11"n1\lL 'Yll"l~) 
'IJ 'IJ ~ 

~\l~ L v;u, Li'<i11n LL tt1fl11!l~~n11~~1~iii\ld 
1) ~u11n fl ~1 !111"!1 ";J ::n n LLU\l L ilu n ~ :u~ ii fl11 !1 LL~ n ~1\1'1'11\l a-1 u, utl \l 

'IJ 'IJ ~ 

~Gl1~ 1~ £J ~~ W1f111!1~ e:J\l n11LLGl::fl11 !l'<il1 LilttL iJuL n rn~ 

2) ~u11n fl1 ua-1ttLLU\l~ Gl1~ 1~ n ~1!J'<il::~tt"l1EJUrlU 1i1n";J~ ~1!111"!1';1:: 
'IJ ~ 

~ EJU~tte:J\lfl11!1Yl a h~1!lfl11!1~ EJ\ln11"LLGl::fl11!l'<il1 Liltt L~!l1n~~~ 
~ 

3) Jl11 n 11 "lJ El \l1i1 n '<iJ n ~ El L ~Eli ..ij £J LL Gl:: L ~ElL~ El n ~ ~ 1 ~ L U 1 ~ !1 1 f.J LL Gl:: 
~ 

oW~tt11U1"LLn1"!JLL~::"li e:J L~UEl'Y11\l n11~~1~ L ~ m.h:: 1£Jontt1 ttn11LL"ll\l"llttLLGl::::i'n ~1Gln~1 
'IJ 

4.4 LL U1 ~113J~~nT'i~1 !I LLU 1fl11!l~~n11""ll1 £Jb Uttn11"J.i\l L Uttn11"i'~ n11" 
~ 

1~ f.J~!J!J~'-h~u11nf11J:::A'e:Jt-~~~.n rn~"lle:J\l1i1"n";J L~ El1i1"n ';) i,~ n1::::~u, 1 ~ ~u11n f) L~L v; ttn\l 
'IJ ~ ~ ~ 'IJ 

";J1n LL U 1fl11!J~~"li1\l~tt";J:: L oV;u, lil1 LL U, 1fl11 !1~~ n11c..1~~ LL~::::LL U, 1 fl11 !1 

~~ t-~~~.n rn~11::J.i" L ,Xu, ~i1t-~~~.n rn~L ilu~ ~n a-1uLL u, 1f111!1~~ n11"1J1 r.J'<ii:J.i\l L ,Xu,~ 
~ ~ 

n11"ll1£J LL~:: LL u 1f111!l~~n11"~~1~'<iJ::J.l\l L ,Xu, ~i1~u11nfl Lilu ~ ~n 
~ 'IJ 

L 1"1";J::::th n11"LU1£JU L tl f.JU 1 iL y;Uf111:1.HL~ n ~1\l1"::::~l1\l LL U1fl11!1~~ n11" 

"ll1 f.JflULL u, 1fl11!1~~ n11~ ~1~ (~Jl1YlU1::n eJU) LLU 1 fl11 !l~~n11"ll1 £J ";J::J.i\l L UU~ ~1 
'IJ ~ 
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~~<nn msn"IJ €h'l'U1,;''Y1 ~~ ~::: 1-JJ~El n ~1~~ d~hl.fi113JYHJ1 £..113.1 1 Un1')""1J1 £..1 LL~:::~~ L ~1~ 
nT':i<n ~1<n L ~ EJ~~:::n"j:::~u 1lXdi~tl1~1 rnn1"j"IJ1tJ 1~ uii'<il~'V\3.11 m ~ El~~::: 1 'VIL~rh '1. "j~~ 

~ ~ 'II 

~1n u EJ~"ll1 u~~~ ~1ULL u 1fi113J~~n1"j(j] ~1(j]~:::a.J~ L it'u ~fi113J~ EJ~n1"j'VI1Elfi113J-;J1 dju, 
'II ~ 

"lJ El ~ ~ u 11n "~ ~ 1 "15'~ El n ~ 1 ~ 1 ~ u El1 i u "11 3J w u 1 tJ 13.1 'Y11 ~ n 1 "j <n ~ 1 (j] J ~ 'V13J (j] 1 ~ u ii 
'II 

~ (j]~~'V\3.11 u L ~ El~~:::<n El'U~U.El~fi113JW El h"IJ El~~u11nfl 
~ ~ 'II 

.. ... 6' 

~~o/llllli'¥1 

"lJ EJ~u1,;''Y1 

fi11:1J~ El~n1"jLL~::: 

fi11:1J';]1 LUU"ll El~~u11nfl 
'II 

10 

ri1 L"j 1(j] m-hun1"j"IJ1£.J 

1um3J1rn3J1n 

j 

fi11:1JWElh 

"lJEl~~u11nfl 
'II 

_j 
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4.5 u l*'1~113.J~~n1~1Pl~1l91&i\J~\J ~a.J LL u.-m1111~~n1':i~ ~1~ ~~i~T111tli.~ 
~ ~ 

1 ~LLU~ u u, 1 Tl1111~~ n11~~1~~3.l~11:: ~au ~ua~Tl1111'W a 111"11 a~ tY u11n Tl LLGI a rh~ L~ r.n 
~ ~ 

L 'W11:11n11~au~u,a~Tl1111'W a 1'1J"IJ a~tru1LJlflLUWU a~1 ULL~"ll a~1i1n11 LLGl a th~ L~ En ~~ 
~ ~ 

i.~~11111r111:~ au~ua~Tl1111'We:J h"ll a~ i~Tl11L~ L ii.a~-;)1nn11~ au ~ua~Tl1111'W a h"ll a~ 
tru11nfl L iluL~e:J~"ll a~1:tJ:iu LLGln11~ au~ua~Tl1111'Wa 111"ll a~ i~Tl11 L iluL~a~1: EJ:m1 
~ 

E.Jn~1 a rh~ L -rlu 1i1rh~ t:-J~~lJ'VI~a an111~1lni1 EJ 1 u~ ~1~ ih yj a11:~ au ~ue:J-:Jfl1111'W a 111 
q q 

"ll a~ tru11n Tl LLGl'Yl11U'VI~ii1 'Yll!!l-Gl a'i1~n1 EJ"ll a~ tru11nfl ~~ 1 u, 1: EJ: tJ11U'VI~ii1 'Yl ~G\ a 
~ ~ ~ q 

i~Tl11 n ~11 ~a tY u11n Tl~ a rJ1 ui~T11111:ii ~"llJl1 ow i.~ uiJ~ LL 1~ 
~ ~ q 

L ~ U L ~ l1 n11~ ~1 ~ 3J~ i~ Tl11~1 L iJ 'U,-;J: ~ e:J~ a1 ~ EJ1~U1 ~ L "Ji'1111 ij U 'Y1U1 'Yl 
q ~ 

a rJ1~111n L yj a11:L ilu~-:ni1'VIu~Yi~'Yl1~~ nn ~a~ 1 ~ nu1i1n11 LLU 1Tl1111~~ n11~ Gn ~3J~ 
~ ~ q 

ca.,. 1 doca.,.ca.,.~ 
~~ fl11 11~ ~11:'Y1 ~fl ru ~~u, 

q ~ 

1 ) L yj a~ au ~ua~Tl1111'W a h"ll a~ tru11n fl 
~ 

_d V 6' 4A 

2) Low a ~11~~1"1"Tlflrn111'W"ll a~"lf1~ 
q 

' ' A '-' 6" ~ d ca.,. 

3} L 'W fJ ~11~ ~1"1fl ~Jl1'WLL 1~ ~ a11'Yltln ~"11 aU111 tJ 
~ q 

4) L yja 1 i''Yl1-wm n1a ci1~th:'VI u-~ 

5) L yj a~ au~ua~Tl1111'W a h"ll a~ i~r111 

111nLL U 1~~rf~ 5 LLU 1~~ cK~n ~11"Ji'1~ ~u, 11:LUULL U 1'Yl1~ 1 ~'Yl11Ul11 ULLG\ 

~:LL u1~~ ii~11:~;h~ru a r.h~ i. 1 ~~ 1 uiJ1111uu11: L ~u, 11iin11 1-lLL u, 1~~ t:-J ~11 t:-J ~1u 1:w-J1~ 
~ q 

5 LL 'U, 1 ~ ~ ;j u,a rJ n Ul11 u"lf1~ L1 ~11~ 11:1 iLL 'U, 1 ~~a: L 1" 'VI~a 1 'U, U1~ ~{11 'U, n11 rn11:: 1 "J5 
~ 

LL u 1 ~~a: i. 1 n ~11 ~a 1 uu1~ ~n1 un11rna111 11 :~a~ ii n111 iLL u 1 ~ ~ n11""ll1 EJ L yj a L ~ 11 

EJ a ~"ll1 EJ a rJ1~ ~~ ~~ 1 uu1~ ~n1un11rua11111: 1 iu u 1 ~ ~ n11~ ~1 ~ ~~ i~ fl11 L yj a ~1'1~ 
q q q 

111-wtn~rn (Image) ~~1u~1EJ~1"lla~~~Tl11 
A:::, AJ'ca.,...g ..::.d,d 

UeJn 111 nLL U 1 fl~ 'Yl~ 5 LL U 1 fl~ 'U, EJ~ 11 LL U 1 fl ~ 'Yl 'U, 1 ~n 'M-1111 n 111111 e:J~"ll a~ 
q 

tr u1'VI11"~ t.h: n aU 1i1"Tl 11 'VI~ a U'1'VI1 1"1i1"Tl 11 n U tY U'1'VI1 1"~ U'1'V111n 1 1"~ n 1!!1-1 L ~ fJ LlJ 'U, 
~ q q ~ 

LL u, 1'Yl1~ L ~11 L~111 im1~u1 un11~n ~1 'Y11~~1un11~~ n11~~1~ 1~ tJ11:~n ~11111 11 a~ 
q 

"lla~ 3 un1i1"Tl11"lJa~L1ia~i.'YlEJ ~1'V11'U111111a~"lJa~ 3 Un1i1"Tl1111:th1n1l1'U,1"1tJ~:LiitJ~~ 
q q q ~ 

~u6n11fi'1 LsUU n~-~ ~1~-w1'11 ~ll1'VI an1':ifl1 LL vl~th: L 'Yl~L 'Yl tJ~~ i1111u 1 L~e:J~ Thailand 
~ 

Business Forum L~tJ 'W~Le:JnLth1l ~ru~~1uu't1 'lh:1i1Ua~fi11U~'1 LUUth::1i1ULtl~ 
~ 
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LL~::th::1l1'\.l.fl ru.::~u1~1'Hfli'eH "il1ru L11~n msn -;l1nen LL~::U.1 EH"il1ru ~1l~U.Jl n~ 
'IJ .. ., 

th::1l1u.n1·nm11u1~11 Yi ~ ~ n-¥tl i.Cii111lLL~en.Jfl111l~enL~u. Lenuil u.1mia.JLnu1~ 
~ 

La111~1..1n11 tl1::1l1U.n1111n11u1~111J~,;'Yl~~nYrivuf (u~.) LLa'YlLsn'Yl 'Y-l~~ -;l1nen 

(11~1"15'\.l.) u~::u.1£.JL'Y-lumr L~i-ii'~u.1 "il1n~nTuu.um41en~~u.ui"~11fl1~enf ('uCii1 1"111 
'IJ 

Ltlu.~nn1 inn111 

e 3J3J3Jih1Glel1111::L~1'Et~fl\l,UiJ 2547 
~ .... 

U1 ~1Jruti~'Ylg'- LLaJ"iJ::iJi1bLU11 ~:iJ~ ~f1.Jfl1111rl.J1~L vi11.:fiu. LL~il111£.J 1 U. 
~ u 

n111J1~11.J1Wll a.J Y-l. en. 'Yl. r1 n l;m ~u.1 en1 u. 1 un f~11u.eni- L ~a11"il::~11111trrh 1 i ... 
Lfi'J~~fl"iJ L ~ 1J 1 en L tJi. c;j til elL iia.J f~1J1 ~ ~ ~-h \I, ') 111 ~ n tl1:: 111 ~ i1 L ~"11 LL ~:: 111 Y-l11lJ 

Lfl1~~n"il ri au."il::tl1::n1fleJen11 L~u Len'Y11.JLII'I1~~n"il ulilf~u1 ~d"il::;ii'en a an111 L~ u11 LL~il ... "' ... 
Gl::tl a u1n L ~ u.~ ~.W L~u Len L rh i. ~1 6il.Jrh 1 iL ~U.111'Wn11~.J'YlU.LL~::tb i.tli Lfl11::~ 

~ 

11-J LL~'U, 'Yl1.J1l1n"il i,c;j LL!ii1 '\.1,1111:: Lfl1~cun"il~ L ~1J Len n11LL "l] .J,j' U.U a 111U.LL 1-J.:fiu. 1l1fl "il c;j a.J 
~ ... ~ ~ 

tlfui11 iLL"li.J i.~ L -w11::f~u1 ~ii~f1..1 i.nn u1 iLuh ~1 n1n i.:Uiltl1::~'Yln111-wlu~.J ... 
uu. i.m 1 rfn"il::L ~u~ ~n LL~:: ~ent11 u ~ a.J~ ~en· a an i.tlri.J1l1n"il i. ~u. ~i.:U L ~ u1 L ita.Jnu1 u'iu. 

~ ~ ~ ~ 

1l1fl "il nan a ~i'e11Cl £.JU.<if c;j a-.11::~ en'J::l.J LL~::tJfutJ'J.J i1 La.J L:iJ L "lfu. J U."il:: L:iJ ~1lJ11Cl~.J 
~ ~ 

1J'U, i.nn mc;i 
U1~ti'ihnf L~~111-nnf- Lfl1~~n"iltJ~,Z1Len1u.1::iu 8% LCiiLL'!.iu.au. ... 

L 'Y-l11::fcuilu. L uu1 u~ien L"ilU. 1 u.n11~f1~ Lfl1.J"li1 u LL~::~11l11mtlL11fl1111rY.J111fl 
"' 'IJ 

ai.Jvn111'Ylf-w rJLL~::1n uu.<ilL~u Len aci1.Jiilm ita.J ~nrf.Jn11~f~ 1 ifl1111~1T1ru nu1l1fl"il ... "' ~ 

ri a.J L ~ £.11 LLGl::Ln ~en1 ri.J~WU, 1 iLfi'J~~n"ilL~ L~ LL~:: L~11 L ~u."J5en 1 U.111fl Ln ~Cf11~11fl1 £.11-J 
~ ... 

tlfui1~'~i1u.LL~::au.1fl!fln11~1~ 1 ifl1111~1T1run un11LLn1 "11 iJ ru~1fl1111 u1n"ilu. i1ru~1 
Ill .., "' Ql Ql 

11m"li'11 LL~::~~ i.al' n"il::ri.J'th 1iLfl1~cun"ilL~1J LC?li1u~n ... 
ii m tlu.n11~1u.lil e:m luu1 tJ~~ LL~::i'en L "il u.a U1.J ri.J L 'Y-l11:: 1 U.tJ !fl'Y-l ~ Le:J n Ltl'J11 

~ 

d ~I '1.1 0 ~ ~ t.~d .d iJ I .... a.r Q,.l ~ sn .J L u u~ U.1'Yl1.J 'Yl~11'U. u. L ~ U.LL~ ::""Jsn.J n-.1 nJ'V\1 fl1111 m n "il u. ~1u 'U.1 tJ n '1 flU.u"il"illJ'U. n 
'IJ 'IJ .. ~ 

i.~ ~1ulil mm1~C?1U ~1 nflut11n"iluii11 tJL~L vi11 iiCiiu 'Yl'U.LL~::~h 1 "1f,J1 un n ~.J"il::'¥111 iflu 
~ 'IJ 

L ~ ~1dil~iC?1.:n11 LL~::iln11~u,J1 u 1i~a u ~!flt11 un"il::il ~1u"lf1 u"llu Lfl ~ auL~1~~n"il 
~ ... 
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')13J~-\I L~e:J-\I'VI'd,-\1~11J~VIit-\le.J~<iln ru.'Yf~i'qj1J1~~-\!L~~3J n1')LU L u e:JU~'I.U~ £.J 'YlnfiUlJ e:J n11 
d q 

u1un "-1 i.tJ L yj mr1n11 i1Le:J-\I LL<il1 uf!113J Lllu11~"u1 un-1 i.tl"lJ u1 u<il~1<i11 inuV1rt"~1u~ 
q 

Vlrt-\le.J~<ilnru.'¥1 L~11:~u.L~mtlu<i1~1<il1VInl iitl')::"lnn') 1 Yru~1u.r1u ~e:J-\In11u~1nfl 
"' 

"lJ e:J-\!~11f11tln~-\IL V13J1:tl3Jrl1Jll1n11"1JU1<iln ~1,m~::"lJU1<il ci e:J3J"ll e:J..:!L 'Yl u 
'IJ q 

u1 m 11~ru - L ~u~hu11 L~1~qjn11tlwu:111::L~u 1<ile:Jci1-\l~ u~::<il m rte:J" u~:: 
"' d 

.dd.,,, ,:::::.. r; oca,.. t.J .d • r;c:: q.,o, 

L "1HU.J U 11 <il1-\l"ll'1 <i111:: LVI 'U.fi113J ~1 fl ru LL~: L "ll13J1 ~-\! 'Yl U 6JJ-\I'Yl n VI U 1 tl-\11 U n LVI ULL~ 111 
"' q q 

L~1~qjn11 i. 'Y1u11: 1<ile:Jci1..:laJ1n LL~di muuL~e:J"~~~1qj~u-u~uu 1fl')-\ln11VIrt"~1u ~VIrt" 
~ d q 

"" .... ... 
t:-J ~<il1l nl.'YI 

• t.li'~mn1'"n11n1fi1n\l ., q 

", u fiu"rf - "flu." ~ e:J~1 h ~1~ru~~<il ~-n11 ill')n111.h::tlu fl113J~1 L 111 
"' q q 

1<il u Lu vn::n11i.~ii1 e:Jn1 ~~-\lfi'U.~fiULri..:!aJThaJ-\11Uii e:J L]ju, 1 "ll'fl~~ ~<il LL<ilfhh Lllu<ile:J-\1 
q 

11..:!LLe.JUtlf1-\lf1ULL~::ri3J-\11U.,ru3J1 L yj e:J't11-\11ULUU ti:JJ Lf11e:J"ll e:J-\1 L 11~ru 1n fin ru.'Ylii e:Jl1-\11J "-1 
"' 

&N'YlULL~::-\IU"-1 w~U1f1Uiifi11:JJ~1~ru~~<il 'Yln1uU11:: 1 V1Le:Jn1 ~fiUVIU:JJL ~LL1-\11ifi11:JJf 
q "' q q q 'IJ 

fi11:1J ~1 :IJ1')t1 e:J ci1-\l L~ :IJ~ LL1J1J1-\I ~-\!~~ <i111::rh l~£.J1 n n<if e:J-\11 Vlle:J n1 tl L ~11::V11 nth l~ 
1em1 ~11::tlf1" L~ULL~::')1 ui.<ii'Ltlu. V1riu~1un ii L "lfunu ~ ~1iru <if e:J-\Ii:i1::uu n111<i1 e.J ~n11 

"' 
rl1-\!1Ul1 ~<iln1£.J LL~1LL<il~::fiU~f1-\le.J~~1L1111i rl1J1J~,;'Yl:JJ1nUe:J£.JLL~l VIU 

q 

L UUfl11 :JJ 1 "ll'fl ~"ll e:J-\1 t:-J :JJ ~i.~ii1eJ n1 ~ 1 u n11L1uu 111 e:J. 't111 Vll<ii'L1uu f 
'IJ 

' CLool .c:t """ a A ~ a 
'VI~ n n11'Yl V11')'YJ11:: <i1 e:J-\1 :IJ 3 LLe.J'U.L ~:IJ e:J L ~11::VI 1 nLLt:-J ULL 1n e.J <il ~ ~1 <il n 11:: :IJLLe.J U~e:J-\1 LL~:: 

~1:JJ<i!e:Ji.u 

"1 m\l1ru - e.J:JJL~uu fl11::~un11rnn11l'111l1n11:JJ1i-\lu<il L~n 111nfl ru.ci1 
CU' ClJ q q 

fl ru.l"J e:J LL~::fl ru.LL1J fl ru.rJ1 i-\1 ~eJU:IJ1 <i1 ~ eJ <ill1 eJ ci1 'Yl1f1 Ufl ui1u VI 5..:! LL~::<if eJ-\1 iiirriJ eJ-\1 rl U 
q q q 

i1 LeJ-\1 <if eJ-\11 ,X flU~ U~ L 11 n-\111:: ~ i1 £.J ~1Ufl nl.LL1J11:: <il LW ~ n ") 'Yl n fl UeJ ci1-\l ~ fl ru.l"J eJ 
q 'IJ 'IJ q q 

rl1..:!1U<il~ e:J<il i.ll Lfl UVI U<i!Wn ~..:!LVI ~1U't111 iL1uu fu~::srr:JJ&JJ'U:JJ11<il U<il ~ eJ<il 
q 'IJ 

fl~-\1 LL 1n ~ L "lll h..:! L~UU e.J :IJ n eJ £.J1 n11 ::~1"111 £.JLL~1 fl ntci11 ,X 'Yl n 200 1J1 'Yl 
q q 

"111 £.] ~~1 n £i\Jn1::<il1 ULL~:: VI U-\1 ~e:J LL~:: Lri eJ ell£.] 15 iJ L "li'1 h..:!-\11U1J1-\I ri-n 'j.j, n ii e.JL VI nJ i-\1 
q 'IJ "' 

~eJU ~-\lne:Jl1LUU~-\I~ii~1:JJ1n eJ1£.J 20 tJ ni.i~u-rnnUflntVIru-\1111rn ~..:!LUUfiU 
q q "' 

~::La U<il e) eJ'U. ij ~1'U."lf1 £.J-\!1ULL~::<il bb~~n LlJUeJ ci1-\l~ bb~:nLiL "li'1Ltl ~-\l'Yl'U.b ~:IJ <il1:1J~1"1l'1U 
'IJ 'IJ q 

11UU 2530 L~L "li'1 i.tJ-ru i:JJU'Y11U h..:!..:!1U~11"ll eJ-\1-rqj LLiil::"lf1..:!VI 5-\1 L~:IJ L "l11Ltl ~1J1rh ~u, ") 
q .., cu q 
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£09 V\18 v~ 

"' ~Lll::~n f1 ~11 L!T.Lfl @~~Lll L'-~ ll ~1ll ~ l,.lt1. t L~ ~ fl@ ,lf-11 LfT.G~ij1 L'-G !T.L'-111 fl@~ 1~Lll 11 ~k:!'ttlA~ 
n, S?' t'll b b 

~~1 'It 1 ijlA, 1 L'-G~lllLfT. ~fl@ ,lf-'ttL.!Ht~HU~L¥JflLlij_rt tN3 ~J:~I111~1t1.L¥J'ttlA.fll~~Lll~~pJtt L~ 
b b b "' ~ 

ftlt1. t 'It~ '1'\~l!!.!J~.!lll,!tJt t~Lll@l L'-Lfk:l~Lll@~ 1JJU.1::~ft'tt t 't\ij'ttiJ1L'-G~'tllAL'-~~Jt t lJ llll GG~~ 'It~ 

b "' 

LflG\h 'tt~ttt~k:!L'-k:l~~L!fL~~ 0~ 'tlt ~ ~~lA_tl~l1'ttiJ1'ttl!!.~'ttl1'ttLI1~ll~G,'ttt1'tt~fl~L!I.'tt~ 
A lb 

L'-G\;p~tt~L'-G !I.~LfUJt tft~L'-~ G~ 1nt1ll~11l~Gj!ll~1l~'tt~'ttij_rt t L~ ttt1~Lll't\L~L'-L~ll.1l'tt!J 
b b 

'ttiJ1 L'-llL'-G~lf-t ::~11ll ~ 1l~ 'tt~'t\ijfl~ ll'tt ~'ttl1't\LI1~ll ~11 L!I.~f11 L't11-Ftf&1 L'-~~Llllfo tl1 ~1 'ttlAL'-~ 

fl~ L,lf-1~ LllG1 'It~ 1 L'-~ ll LllY>'ttl1'ttLI1~ll~~LllL'-G ~flLlijl!Jt t L~ 'It ,ttLyt 1'tl~L'-G (;1'tl t L~'tt~ ... .,. 
GJ!:~n L'-~'tt!T.~Lll'tt ~'ttl1't\L11~ll~lfo t'tltr.L.!l.:~f1Jt t 'tt~~Lrt~~::L~M 1 llLflL'-LflG !!!.~ 1 L¥JflLl~ 

b 

11k:l :~ft L'-~ 'tl ~'It lY>'tl 11'tl Ll1 ~ ll ~ ~ ~ 1';1'1'\lA, L'-~ ~Lll 'ttfl. 1 !!!.~ 1 L¥J ~~ L~ Ll~Lfl Lk:l ft~~ L~ l1 

"' "' b llllfl, ~11k:!LllG1flllLit1. L~l1:~11k:!LllG111lll1@'tt!T.'ttUL'-~~Lll- Utttt.!mLtt. 
I IA,r f:' ""'!~ I ,.f" ~ '='" 

fl~1Lfl 
' 

b "' 
~llL~ ~11Lit1.L'-Lf.lt1.:~f1 rn_p 'It@~ t-'1-~@ llflL'ttk:!L~:l!!.l1 ~1ll~~::~11ll1~ 1L'-G yt~Llll!!.!J~LV1,~11Lfl 

"' ,. 
L,lf-11l~1L'-~ 1 h.Lit1.L'-~@'tlL~'ttl~ G!§>}I1[}1::~11LJ1t1. 1L'-@~mn~::l!!.- fU~~1ALt1. 

' ' ' 
b 

k)U1::.f.jlt'L~tt.btt.Ut'l!!.f.LU~~ttt 11 e 
"' 'tlLL'-ll'ttM~fl LlijflM 1 

<""tt I'& ~ 

L'-~:~11 [, 11 @~1 L'-tftrt~ftL'-@ ~'ttijlf-t ~Lll'ttl~ lf-t Lfl}@~1 l~fl@ ijflf1:~L!\.~Lll:LM 'n111 ~1 
b "' fl.1J111 L'-@ ~ ~L'-Lfl@ 11 L~ lt1.l!,PI1 ~~ ~11 1§>11 L'-G!Lll~l1 L'tlL~ 1 L'-f111 ft~ ~ fl V1, 'It 11'11.@ (;lt1. 1'tlLL'-ll,!tM 

b A 

'tt[J 1't\LL'-L~~ 'tl,ij llU J1. t Lflltl.kft~~ flf';l '1'\LL'-L~~Lll'tt tll@ !J LflMLlJ lt1.k:!l!ft~~~ll ~L'-G'tt!J1 llLI!!. 

"' "' ~~~ ~L~M~t1~~:rnl!L/Ioftl,P~LllS~ Lfl'ttL~~f.l 09 L'-lfl. Lfl'tt~G(;ll~L'-L}k:l:~11fl~I1G~Lll 

'It!" 1 'tlLL'-ll,!tMI111~f11LG1 ft~ ll~lt1.~~ _!U~Lll'tlLLlk:ll1llL'-G~ij~@k:l_rtt 'tlLL'-L~~Lll11~f111~111G!L 
b 

Jt t k:l1 tLG l!~Lll:~11 L!J 1 U_tt~I1'11!J1flLlijlf-t ll~ V1,~~flf';1 L tl.k:l Llll Lfl~'tt~llLfl Lf- 'tt@k:l Gtvt 
b b b b A 

't11 ijl1 ~1 ( L '11~l-~tl.1 fll1 ~ 111 L '11) @ t'A 't11 ij llLHl'ttk:ll1,!tk:l~Llll1£~~ L'-~ ,P~l!!.'tt t Llt1.fUJ: IT. 1J!11 

"' LllL!fo 1 :~11~~ L'-k[':l~ J1. t ~ ~L'-Lfl@ L~:l!!.L~~~L'-~ G (;lll~flLtij~L!I.:L~M 1 ~~ft~ '11~ ~ L'-~[':1 
' ' 

"' "' "' ~ 't\ij £ 11U~'tl~!§>11 't\ij ~ L'-~[':1~ 'ttij ~ 11lA~'tt~ 't\ij ~ L'-~[':1~ 'tl~ ~ 11lA~'I1.~ L~lL~llL~'tt(! 

~~ [, ft~tttLilL,lf-1G~1 r.1 09 ~rn~~LflijlJ1fl~~!Jdmt~rn- pu~rnuhALtt 

L'-@1~~~ ~ ql'tt!J1 11 L~ u:l!!.~'tt_!tL~ lt1. 1 ... 
L'-~k:l Lll@ 1fl@ fl1 @ ~ lt1. 1 11l.!TP fl, L!I.1ll Ll1 G ::L~M 1 [, L'-L~'tt ~ U G Il9:~ 11 ~ij'tt L lt1. fl~Lij L 'tt.!l 

:-=' f=' p ~ I L\ f'& I '='f' ..r 
L£9~ f.l'tt t GJ!fl~ L,lf-1 ~~11~1~fl~fl~ 11L'-t F~ ft~L,ll-1 :l!!.~fll¥-Jt t@ !T.'ttG_t~G ~1~ijt l1Lit1. 11t~ 



~~1-J Lfl~a"lhtJ';J~LiJu.tr"l5U.~ "11 rn~~ tr~~ ~';l~LUU. 1a.J ~.J';J~~ a.J~n 1!1-1n11LU~ tJU.LLU ~.J 1 ~ 
'\J '\J 

ci eJ.J u 'Ylu~~tt 1 U'Yl L1 tJU.LL~ ~ L 'Yl fl 1 u. 1 ~ U"ll a.J ~1-Jtl 1~ L 'Yl ~uiJ u. 'Yl1.J K ~ 1 u. n11"ll tJ1 r.Jll1rh 
q 

mh.J 11n~1~ ~.J~U1~1.J~~~~ a 1~UU11"15n11"11 a.JL 'Ylr.J ~vY.Jn11~.J a amL~~tt1 L "1Y1 u.Jil 
q 

1~L4i~ LL~~"lJU1U.n11~1nLnU.LU rh 1 ~L~W"h 1"1f~1r.J~.JLL~~fh"J51 L ~U.~1 Wl'JJi'q)~';)~~a.J 
'\J ~ . 

Q .C::.. Q 6' Q AA 6' A f..l ,:::::1~ Q.,, 4 Q.,, 

:JJ1~UU~a';l ~~n ~LL~~~ ~~U1 L~ a1 (1~UU11~ LL~~nd"~';J1tJ~U.fl1) 'Yl'YlU.~~m VI~ EIU.nU 

~1.JU1~L 'Ylff 

Q..l6'a..4 I 4 ~ li.JI 

~VI'W~U.';J~fl~ L 18.Jfl11~ ~1 r.J.J1~ fl11~ ~"11 LL~~ ~"1J1l1'W n au. LL~~ L~ an ~.J'YlU.L ~ n LL~1 fl El r.J 
q q q 

"11m u 1~~.JYJu.1 u.~1n';l 1 VI qjVI~a ~~1.JG~11 VIL VI qj Lnu.1tl L VIii au.n11tl ~ nth~';)~tl ~m~n 'J 
fl~~nu.LtlL~ L~antl~n L~L Vlnl~t~~L!iiU.L 'W11~VI1n~.JLtl L';l av:J1c·h n L~r.JVI1 r.JL~ ll1n';l 

'\J ~ '\J q 

• UU:::\h1:"n11Yl1fi1fl~L~lh:::Gf1J~113H~1L~~ 
q 

5 "' ""' • ... ... 1"" "' 'l-!,1 tllJ llU.I!it'Ylfi - ll1n';JU1.J a tJ1.J';J~~~U1nt~ a.J "15L1 ~1 LL~~~n1111.J LL~U. 
q q '\J 

-;J~~a.Jiu. 'J Vl~atJ1ntl1::~Ufi11~~1L~';JL~1L~L~ 
'l-!,1tJfiihuf- L~U.~lu··h~a.J11.JLL~u. hi1';l~au, L~m"li1~1"lhtl.J1U.~"l51r.J 

~1U.eJ1VI11Ln1!1-~1 ~~~a.J~';JtlJJlr.J 5 U L~m1tJU.~1~UU.J1U.LL~::~~e:J~ 5 U L~iln11<1i'~ 
~ '\J 

.r ... "' '1 .f "' 1 ... . .... ··1 ... L~e:J~1VI1e:J e:J r.J U..J1U.L~ r.J.J~ e:JU.n ~1-JfiU. ';!~ "15L1 ~1 e:J tJn U.J1U.LL~~~ ri11~~ ~ e:J~1~r.J~ L 1~1 
'\J '\J '\J 

10 U ~ :JJ L ~e:J"Jl ct~-;)1-J';J~ LUU.cttJ1::~Ufl11~ ~1 L ~';) LL~~ e:J.J ilfiU.L ri.JWh L 11 u~Ju.~.J~ e:J.J 
'\I'll '\J 

'V I V I f,.l 

~11VI1~ Ln.J L "1J1~111~.J1U~1 r.J 
'\J 

fiW~U.1'VI~U1';1::1iL1~1Ue:JtJn":h 3- 5 u Vl1n~n1!1-1L~.J~n 1i"1J11~11 
q 

"JJ e:J :JJ ~'Yl1.J ~U.L ~ e:J'fL U~ LL~~ij~WI!I·rJ ~~~ U.TI~~ fiU.L VI ~1i{';l~ijt e:J n1 ~LL~d "15fl~ L -riu. n11 
'\J q 

rh L 'Yl1i'Wrl ~u.L;J"l!1U.1run~El.J'VI1fiU.Lri.J~111~'YlU. Vl~e:J~1tl~n ~e:J ~1U.L6Jl'LlU. - mL~W 
~ q 

du. n6fmtW1U.L6Jl'i ~e:JU.LL1n~e:J.JW.JL"ll1rie:Ju. L'W11~fl11~nn~e:J.J"lle:J.JL"ll1 80% Vl1n 
'\J 

1~LLEJ.JLL!iiLL1nL11tl1';lt:i~ 80% nmL~ 20% LL~1U1LLn'.\l"ll1~LV1~1::~m'lu1u.tl,-~L'Ylff n11 
'\J 

L ~nJfiU.Lfi.J~Th :JJ.J1U. fi ~ e:J.J~ e:J'JJ ~1U.1';1 LL~~tJ fi e:J r.J 1j e:J L ~L "111 L<ii~~ L "111"111~ 'YlU. 1 0 ~1U. 
~ q 

U1'Yl1 U.lU. i{ ulii e:J1';J'Yh L~U 1 ~VI~U.~1U.U1'Yl1 U.lU m!1 
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Q, ~'I.J Q..oO Aft A£1'tl ~ a 
l4!1 !IL'il"HU - L VI"U.~1 un Ufl tu.ll"U. u, 'YlLL~::fl ru.uru EJ ~'Ylll 11 ~ Eh'lL 1:1J~1 m~ n 

Ql q q qQI 

LtlL VI nJ LL~::fl11rl1~'1~1.h::GfUfi11:1JL%1 L1~ 1Vt'~;ru, i.a.J1 "li'L ~:IJ1l1n~ 1 Vla.l~ fHl~ L 1 ~1 Vl1n i.a.J 
u ~ 

~1 L 1~ nVI1f1U,:IJ1"1i'1 EJ L1ifi11"Yi e:JLL "Yi L V·n1::-;J:: Gfru L~EJ~-1~ ~'I'Yl U, LU~'IVI:IJ~ 
'II .. ~ 

• t1 2547 ~1,.Lae:Jna\I'Ylt-t.el:: l:i~ 
~ 

... tf ... J' i.·l "' ""1 l411llfi""'Yl- 1l1n~eJ1VI11LL~::6Jl'eJ:IJ1"111EJ u~::~:IJ1n LL~::"liEJ1EJ~1 "U. 
q 

fl"U.1fl~ 1~ EJLU vn::1l1n-;Jsfi'e:J:IJ1"1J1 EJLU LL:IJ1a.Jiih>J>!1"U."ll e1--1i1 Lfl-1 LL~iiYi:IJTl"U.fl111i EJLL~:: , 
Gf1:1J11rl ~f1--1Lfl1mh mt11~n n~::u1::~Ufi11:1J~1L 1~ L~~ n-:!1 h--1>J1"U.~~~"llfl--1i1Lfl'l 
L"li'u, LL:IJfl1~'\!~i LfiLe:JvJ~ LL~::1e:J~~:IJ1"f Vlfln11Tl1L'Y1EJ Gf111fl~Gf1'VIn11:1J 1!1~1!1 LL~:: 

q 

-r~u1~~ eJ--1i~VI1"1i'eJ:IJ~ri1 ~--1n11~~~11:1Jlf--11e:Jn1~"11 e:J--1 LL~~::u1::L 'Yl~-0'11 ~n L i4e:J 1 i'!!n 
"" 'II 

1l1n~'ll1 :IJ11"JYL iJu,i fl:IJ ~ LL~::~1u1 "U.n11"11 EJ1 EJ1l1n~ LL~::~1:1J11rl L1EJ"U.~~~1 EJn11U1 
q 'II .. q 

Lfl~e:J--1in1LL~::L 'Ylfl1 u1~ ~ Gf3JEJ 1 V12.l~1n ~1--1U1::L 'Yl~:IJ11 m~ EJL2J~e:J'IW~"U.1 Lfl--1 
' 

l411ll L\1 ~ ru - ~ ::l'111l1"n ~ e:J:: L1n ~1 :IJ 1 i~ ~ ~ flll''lh "U.1 ru LL ~ ::~"U.Tl1 Yi 
u q .. 

L ~ EJ1nU"lleJ>~1 i1 u.:n-1~th::-;h1u ~ii1e:Jn1 ~ 1~~~ 
l411lllHlUJ i'Yl g- ~ :1J LlirlUGl L~e:J>Jn11"~'l'Yl"U. 1l1n~J1 LL~:: LVI ~1 n~ V11e:J~:: 

, q q 

r11e:J::i.1ni.~ LL~"llfl 1 iw~u1u1::L 'Yl~~1u 

~1n :IJ:IJ:IJ fl-1"11 fl--1 3 U n1l1n~ ~:: L ~"U.l1 LL~ ~::rhu,~:: 1"Jlu1:: ~un11ru"11 fl>!'Yhu, ~ 
q q 

c.J1u:1J1 L iluu "U.1'Yl1>~1 un11:1J e:J--1 L Vl~n11ru.1tl"1i'1>~VIU1 1~ u e11iu1 im1~t!~~::~nVI1eJ 
q 'II 

L ~ EJ1.W"U.nUU1":: ~Un11"rn"ll fl>!'Yh"U. 1~ tl~ LL~ ~::rhu,~::~~ii--1 "n11LL-ll--1on"U." eJ U~~ fl~ L1 ~1 
'II 

.,: d.l .J' "' .I d ,..,. , , "' ,. ""' 1 .I 
~--1'Ylu1"1 n l)"llU,e:J n u1::n11V1U--1 nfl e:J LL~ ~::rnu~:::IJ~:IJ:IJ e:J--1 Vl1e:JLL"U.1fl~ u n11u1::n flU 

1l1n~ LL~n~1'lrl"U. LU ~--1:1J:IJ:IJ e:J--1VI1e:J LL "U.1~~ LL~~::'Yh"U.~::L VI:IJ1::~:1JrlU1l1n~"ll e:J--1 LL~~ ::'Yh"U. 
q q q 

d • I. I .: o "" , ' i. "' ..... .J' 
6Jl'--1YW~:: ~1u u1:: L ~U,~1fllli"ll e:J--1 LL~ ~::'Yl1U, ~~--1'\.1, 

q u 

l411lltHut~i'Ylt L11~1'GMl411 "~c.J1"U.:IJ1&hu1VIru ... · ""~::ii":ia £J~~nuu1,;'Yl LL~ 
~ u 

"111~i1U,L 'Ylfl1 "U.L~ ~ L 'W11::u::J "U.L ":il ~>'~~ e:J>I~e:Ju, 
L~e:J-1 L 'YlfiL u, h ~ 

.. d d <!I 0 i. ...... 1"' 
"1l1n~n>~~~VI"U.--1~::"llEJ1EJ Vl1fl'Y11e:J:::: "l"n<ile:J>~ "11' 

q q 

fl U. ~ :: ii 1 :: U U ~ £T --1 L 'I 1 i 6Jl' eJ vJ ~ LL 1 f ~ U 'I L "l 

rr""3J EJ"lJU, 1~ i. VI u ~~"Yi1 uii ~ fl>~fi"U." 
q 
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0 

~1{113J 

L~hJ~ ~1 t~nrhtl~L~11~ t:-J11Le:J.Jn~e:J-\ltl1u~1 
itu111 L ~e:J 1 ~mJ1u~n1v-~~LL"ll.J"llu i.~" 

'IJ 

***************************** 

1. nTJi~nTH11-\ln11~~1~ijU'YlU1'Yl<iim!nnT'j~~1~mh.JL1 e:JTIU1tl 

2. 1 ~rl1Ue:JTIU1£Jf11111~1JWU.i1::'VI11.J LL U 1~~n11~ ~1~nu u u 1~ ~'Yl1.Ji.Jf111 

v.~1e:J11£Jni1e:JU1.Jtl1::ne:Ju 

3. 111111 e:J-\1"11 e:J.JUn!i1rhl'VI1m!nn11~~1~ijf11111&%1~ru<ii e:Jn11~~1~ e:J ci1.J i.1 
q q ... 

4. tl1Un n11~ ~1~~ e:J-\1 n11lb ~~1~ nutih.Jtl1:: L 'Ylf'l f111'<il::~ f)-\l~'<il11ill1 

m.h .J i.1 e:J nu1 u 
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I ..,. 
1JYIYI 2 

(Building Customer Satisfaction) 

1u.ihr<iluu.';l::~ui11t'nn1w1~1~~ u1 m:JJ~';J::a-1'1.Jfl11:JJ~.J~ e1 h 1 ~di~ifu.1 u. 
~ 

i1~mlTVI1eJ d:Ju.nT~a-1'1.Jfl11:JJ a'"lJ 1 ~ nutfu11nfl ~.Jii ell1 LlJU.n ru LL ';! ~1~ ru~-;)::1-b 'hM 
1\J q \1 qiU IU ClJ 

fl11 :JJ ~1 L 1 ';) ~ .J ,r u. n ~ :JJ 1 u fl11 :JJ 11 ,r n n 11 ~ ~ 1 ~ i. ri( ~ f) 1J a-u. f) .J fl11 :JJ ri( f) .J n 111 ~ n 1J 

tfu11nfl~1eJ ~nfl'1 u~::ii e111 dJU.';J~ LL"ll.J"llu.~unn11~~1~~ u1 u1:JJ~';!:; a-1'1.Jfl11 :JJ~.J 
'\J '\J ~ 

V'lel h~1eJ a-1'1-Jflntf"h 1 ~ nutfu11nfl~1eJ ~nfl1 
~ '\J '\J 

~m~h~n~1 ~:JJ1Un.J n11i'u1' (Perception) "1JeJ.Jt!u11nfl~1mmfl'11::~11.J 
' 'U '\J 'U 'U 

1 ... d i. ...... ... d ..r "" "' 1 ... d ' .J' d t.J~1..h:: usnu. (Benefits) 'Yl';l:: ~1unun11'Yl';J::6Jl'eJa'U.fl1 t.J~1h:: U"lrU.'Yln~11u. ~:JJ1Un.J 

fl nt1l1~ LL~::u'1n11"1J el.J~U.~1 t~ U~n~1';l::sfteJ~U.~1 t~ U 1"1fL~U. L1~1 LL~::fl11:JJ~ U1 U1:1J 
~ '\J 

';11 nu1:: L~U.i.J n ~11oll1.J ~U.'Yl11'1XL 11'W';l11nt1 i.ril11 LUu.L1eJ.J~Un n11~ ~1~ 
' 1J.o1 I ca.,.. Q...o d I Q I ""' """' 1 

-:u:: !i1 el.J LL"lJ.J"lJU.nU.L ~ el~ ellJ a'U.el.J el U1.J:JJfl nl.fl1 !i11.J !i11 :1Jfl11 :JJ ~ el.J n11"1J el.J ~ n fl1 LL!il a'111~ 
~ '\J 

"1J eJ.Jn11LL"ll.J"llu.nu. i u,';l:: L uu. i.u~fl11:JJn11~U1"1J eJ.J L 'Ylfl1 u. h ~1 ~:IJ 6J (New technology) 

"' d ... ..t 
f111:JJ !i1 eJ.Jn11'Yl~"JJU. 

u1:: L ~u. ~ ~:: L ~ tl ~a e1 u.L ~ u1 n ufl rnn1~"1J el.J ~u.f11 n ~ e1 ~u.f11 ~ ii fl ru.n1 ~ a-.J 
~ ~ '\J 

'bJi.riJ~:JJ1 Ufl11:JJl1';l::iifl ntf"h<ll1:JJ~ ~nf11~ eJ.Jn11 ';! ~~';l:;W';l11nt1 n~ eJ n11,;h L~U.el 
' '\J ~ 

f1nt1l1~ 1 u.1::iu~<111.J~1eJ~ m ~:JJ1::nufl11:JJ~ eJ.Jn11"1J eJ.J ~mr1 ~1~i"'uth:: L~u."JJ eJ.J n11 
~ '\J 

' ' .Q ~.d Q..o Q fUo t d 0 A .::f ~ 'i.1 

u1m1nmm ~rn:: Ln t11nufl rnn1~ n ~11fleJ n11u.1 La-u.au1n11<111.J~1:JJ'Yl ~n fl1!il a.J n11 
~ '\J 

i.Ji U. unn11!i1~1 ~G) fl.J L "111 h n.J a'11!:~~fl lLflU."ll fl-'lfl nl.fl1"1.1 el-'1~ nfl'1 
~ '\J 

' ' .., oa.,... 1 IJ.ol~a.... .d odda.,... A 

a-11:: a'1fl ru"JJ a.J fl rnfl1 iii n fi1'Y1U.n n11!il iil1 ~ fl11'Yl';l ::fl1 U..J n -1u U.fl11';1 ::~-:u11rn1 
... • '\J 

1h::L~u.~ai.ud 
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2. U1La-u.u~~~nru.'Yl~ii~ru.,nJtT~~111~iiln~1 Vl1milu.L~u..:~~'!!nnTl~iil1~ 
~ 'll 

fl11~"il::"ll1U"ll11UU1La'U.u~..:~~~fl\l 'I ,ru.Lt.l 

3. u1La-u.un11i'uth::nu. (Guaranties) ~..:~iiu11Lilu.i~n11~"il'1..:~h-·hunn11 
~ii11~'Y'iTll1n"il u EJ1\l u~li1111~u"ll uunv·du..:~~m"il"il::Ln ~,r'U."il1n ~u~1VI1u L ~ u 1\X iiln ~1 1~ 

~ ~ 'U 

a'U1 U hVI1mfu.1"il':h~'U.~1tt U.iifln.bllTW 
~ 

0 I t.l 0 .:::t 
4. 1-1.1 b a'U.€111 ~1 fl U1..:1 a'11 b V\ ~ a':JJ ~iii ~1111 a'11 b V\ ~ a'11 ~ iil"ll €1..:111 fl1 ~ fl\lfi1U.\l 

~ ~ 

"il1n1:iu~ n.bll1lAI m111n.b bbiil~~ LL"ll\l"llu.th:n uunu. Lt.l 
~ 'U 

5. u1 La-u.mL~"li' m Yi"il"il'1\l "ll mJ tll~hl~1\lrlUfl1111"il'1..:JVI1u"ll u:JJ~il~U~ LU uu. 
'U 'U 

6. 
. 

0 ca.,.. ca.,.. f"ca.,.. ~ I 1 A 

U.1La'U.fl~1111a'11lAIU.liE!U~ElU1\l~flb 1-I.El\l (Long-term relationships) n11 

tf~ I I '1.1 
2. a\J~lJ~~nDU1Jeh1~H~~1~n~n 

q ou 

1 u.n11~"il11m1n\lflru.~1iiln~11 u~ii~1~tfuii EJ\l~t.l1~n auV't1u a-11:~'hfi'ru~ 
~ 'U ~ 

.... d 1 ~tl Q..o.::fA ~ 'i.l A 

~ EJ\lf"'n'l!l-1 au 3 EJ\l~ 1:n au~..:~u ~fl 1. mU.1l1lAI"ll a..:~ a-Ufl1 2. ~ ru.1l1lAI"ll a..:~u1n11 LLiil: 
'U ~ ~ 

Q; d 6"a I :::, ~ ""' a f" .d "" cv \1 "' 
3. 1:~u11V11 6J1\le:J\l~u1:naun\l 3 U"il:~u\l11~1111a'11~ii!E.J~111'Yliilnfl1fi1~V\1\l"il::: b~ 

~ 'U 

r:... I 'i.-1 ,l' A 'II I .d A .... t A II; ,:::::t Q. 

1-1.1-1. 'V\111 U fl111111 iii n ~1"il:6JJEJ ff'U.~1~ El b11 EIW\111n.b1 bbii1111 a'U~111 fl n.b1l1lAI bbiii:U1n11 
'U ~ 

Lilu. ~W\l'IAIEJ hn1 u 1~L~ uu. L"ll"ll El\l11~1~ a-3.1 L V't~a-11~ iii n1 ~u~1 hliifl1111 a-3J~iilu1 u. 3 
~ ~ 

u\lf'1tl1:n uUUbb~1 n U1 n~"iJ:"lJ1 U~U.~11i nuefu'1l!lfiV\1Eliiln~1 L~ 
'll 'U 

"li'a~"il11n.b1iii:L~u~e)auii~\lLt.l~n1uL~u\l"llEl..:!u..:!~t.l1:::nau.rr..:~ 3 U n~a iiln~1 
'U 

bb~ iil:~u VI1EJLL~ iil:n ~3J\l:::iin11L UU."ll u\l.rr\l 3 u..:Jf'1tl1:::n au LL~n ~1..:1 nu Ltl iiln ~1U1\l~U. 
~ 'll 

Vl1eJU1..:Jn ~:JJ fll"il"il:L UU~fln.bfl1lAI LUUVI ~n U1..:1flUV\1eJU1\ln G'i:JJ L uu~u'1n11 LL~:::U1..:1 
~ q ~ 

flU. Vl1uu1..:~n ~:JJ L uu ~11fl1 n ~11~ u ~ n~1~W"il11n.b1flmfl1lAILUUe:l'Ei uu 1 'V\1~ ufl ru.n1Y-1 
~ 'U ~ 'U ~ 

:ft..:~ L 11"il::L ~u-:h ere) €)1-1, L V\1~ f)fl n.bfl1lAI (Quality sensitivity) \l:LUU~~~"il11n.b1~ n.bfl1lAI 
'U ~ 'U ~ 

Lilu5u.iuLL1n 1~ U:JJEJ..:J11~mfl1Y-~Lilu.iJ"il-.ilmL 1n~th 1 ii~ffu h~EJ LL~1~..:J:JJ1~"il11n.b1 
q 
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u'1n1'm~::11~1 Lilu.e1u.iu1e:J.J ~.J:JJ1 ~n~1~Vi';l11rn1u'1n11V11e:J L1trn-:h tf ~e:Ju. i. V11<il'1 
'II 'II 

u'1n11 (Service sensitivity) ';l::Luu.~n111~u'1n11Lilu.e1u.~wL1n LL~1~.JVi';l11rn1 
~ rn111 WLL~::11~11e:J.J ~-:un ~n~1n ~:JJ ~~ri'1 £J ';l:;~';l11lli111 ~1 'VI1eH1£J n-:h tf ~ e:~u. i. 'V\1 

q 'II q q 'II 

~e:111~1 (Price sensitivity) ~n~1n~:JJU11::~hu.Jii.J11~1~ih1~1~1n11LUU.'VI~n 1~ tJLJJ 
'II q 

fi eJ £JVi';l11rn1~ rn111w u~::n11 1 ~u'1n11 i.JJ u. ~.J Lilu. VI 1!1~"11 e:J.JU n n11~ ~1 ~~-;)::ell e:J.J 
q 

i L~11!:~ n ~:IJ ~n~1"ll e:J.J<il ~1~·-hii~nl!l-tu!:LUU.e:Jth.J h n';l:;cl( e:J\111-J LL~U.l'11.Jn11<i1~1<111 ~ 
q 'II 

~e:J~~ ~ e:J\HlUn ~:JJ~n~1 Gl1 mh.J n1 ~n~1s1e:JLL'lr:IJW~1::~:JJ l<il m UU.~11~1tlnLlJU.'VI ~n 
q 'II 'II 'II 'II 

unn11~ ~1~ncll e:J.JWtl1 ti1:1J~~<il LL'lr:IJW~ij~ llill1W eJ ci1 U.1::~U~1~1~ ~n ~1cll e:J.Jn11 'VI1e:J 
'II q 'II 'II 

cl1~n~1;A'e:JL~~e:J.JU-¥U e:J1n11i1 LL~ L UU.n11 1 ~u1n11'VI ~.Jn11"ll1 £J l~LLfi n11<i111';l Lon~ 
'II 

~ll1W L~~e:J.J 'VI1e:Jn116Jiel :1Jll1 tJ'VI ~.J unn11~~1~n11::cll e:J.JJJ.J~1l::Vi';l11lli1nTr 1 ~u'1n11~ 
q 

~ 'VI1e:J~n~1~s1mi1'VIel:JJ~ii~rnll1Wn ~11~ eJ e:~cii.cllu.1u. u~::iin~u. ~U:JJU.1 ~ LL~11~111:: 
'II q 'II q 

A'A .::td ~ 
LL w .J n tJU.<il l'11l ::sn a 

~11.111 a ci1.J hn<i11:1J ~n~1n11::~-;)11rn1 e:~.J~tl1::n e:~u..f.J 3 ~1ufinu. i.tli.J-111-;):: 
q 'II 'II 

Lilu.L~e:J.J~"llll1W u1n11 LL~::11~1 ';l::LL<1ln~1.Jnu.n~1.J~11J1'VIUn1l:: i.tl mJ~1~ :JJ1n n'i1 
q 'II 
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n1 -w "11 1 _, u u d LL ~ ~ _,1 ~ L v; u 11 1 u f1 rn. fi 1 ~ n ~ 1 J u 11 :: 1l 1 :: n e:J u 1u </11 u 
~ 'IJ 

e:J\lffu1":ne:~u"lle:J\lflrn.n1-w u'1n11 LL~:1"1f11 t~urt_, 3 e:J\lffu1":ne:~u11:r .. JTt.u"lY1:u1£1'\l~1 
~ 

' ~ 

~ n~Tn </1 e:J\ln11"\l:'W\111"rn.1 e:J\lf11l1:n e:~ur1\l 3 
'IJ 

2.1 ~mn1cnt1eh'li"~1 
~ 

111 n~1~mi1:1J1 LLLf1l1fl rn.fi1 ~ n~1\l::<i1 e:J\liin11'W\111rn.1 e:J\l~1l1:n e:~u~1 
~ 'IJ 

LL 1nn~ e:~ flrn.1l1~"ll e:J\l ~u~1 1 un11'W\111rn.1f1 rn.n1'W"lJ e:J\l~U~111:3.l\l L it'u ~ n11'W\111rn.1 
q q q 

n11"1l~n1'if!rn.1l1'W 1~ U'i1:1JrY\l~:IJ~ (Total quality management = TQM) ~\l';l::</le:J\l 
q 

W\111rn.1L~ U11 :urY\l e:J\l~ n11~11 :ttl LU an11iifl rn.Jl1~"lJ e:J\l~U~1 L d€1~1 ~11:: 1 u 
'U q 

.s .s "' "" .1 VJ.i"" ..,.J' 
n1Win1!!1-1tl\lflrn.1l1~"lJe:J\l~Ufl1\J:u'i:ne:JU bu~1U~\lU 

. q 

1. e:J\lf11l1:n e:JlJ"lJ e:J\lfl rn.1l1'W~U~1 
q 

L~ e:J~n 1Y1 ~\lfl rn.1l1'W"lJ e:J\1~1,1,~1 LLLf111::~ e:J\l'Y11f111:1J L "111 h L ~UTi €11-l. l1 
q 

"ll e:~u L "lJ ~~i'e:J ~11:~i'e:~ e:J\lf11l1: n e:JU"lJ e:J\lfl rn.n1-w~u~111:1l1::n e:~u 11l~1 u e:~:: i. 1"U1\l L ~ e:J 
q 

L it'u1l1: 1mm1 un11rh~u~T1 rn.111~1<il mJ1\liif111:1J~:IJ1U 
q 

n. ~~1l1:: LU"15U111ni1flrn.~nlirn.:"lle:J\l~u~1 flrn.1l1~~1:1J11tl~~~ 
q q 

1<l1111n1l1:: 1u"15u~i.</11u\11nf! rn.~nlirn.:"lJ e:J\I~U~1 i1 e:J U1\l ~tliif! rn.n1~~"1i11:11\ln1 u 
q 'IJ q 

1</1 ~:m~~:u~11~ ~i'e:~iii1f11:u~1-ilh1\le:i1wu\l~i'e:~ ~nn ~\l1::run ~un1 ui.~ e:~ ci1\l1~e.J ~ 
q 'IJ 

"lJ. e.J~1l1:: 1 U"15U111nL~e:Ju L"lJ n~1 f!rn.n1~~u~1 ~1:1J11tl\l:~ i.<l1111n 
q 'IJ 

L 1 ~11 un11'Y11\l1U"lJ e:J\l~U~1 i1 e:J U1\l 'itl uu~~iif111:1J L 11 ~_, ~i'mfl~e:J\li~~ ru1 
'IJ ~ 

~1:1J11tli~~ru1L~e:Jci1\l11~L11 
~ 

fl. ~ ~1l1dU"15U111nf111 :IJf!\l'YlU f1 rn.n1 'W"lJ e:J\l ~U~1 ~1:1J11tll~ 1</1 
q 

111n e:~1un11 1i\l1U i.~u11u1u ~\l11:n~1mtluf111:1JU1::~rr~ 1 u~~~ i1 e:~ ci1\lLfl~e:J\ll.H'u 
q q 

e:~1n1f'l~iim un11 1 oi\l1U 1</1 m1u1un\l:"lh u1l1:~ £1'~11 mh u 
q 

\l. ~~1l1:: LU"15U111n1l'i:~'YlTI1l1'W flfil.1l1~"lJe:J\l~U~1~1~111n 
q 

u 1:: ~ 'Yl TI 1l1 'W ';) :: L ~ u 1 n u e.J ~ 1 ~ ( Output) "lJ e:J \l n 11 u ~ u~ n 1 1" "lJ e:J \l i 1 ~ u ~ 1 L n e:J 

Lu1uu L .y; uunu~\l~1~L "lY11u (Input) i1 e:J U1\l ~ ~ e:J~ 1 vJV:hu1::'VI rr~ 1 yJ~1-i-w~\l\l1U 
1 'VJV:hue:J U LLGl1 ~LL~\l ~l1\l:IJ1n 
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' Q. !.1 ,::i Q..o I V 

2. fHll.1l1 'V-l"ll el" "u. fl1 'Y1 <n "h'ln u fl rnfl1 ~ mn 
q q 'IJ 

Lrl elL 11 ~ m~n rl -1 fl lli1l1'V-l"ll el-l i%u.f1'1 ~ el-:1 L "li'1111 l1 1: ~ lJ fl lli1l1 'V-l"ll el -1 
q q 

i%u.f11f11111: mJ1 u. 1:~u 1<n~-:~11: Luu. ~~el-l n11"1.1 el-1~nf11 n11iifl ru.111Y-l~ n11~~el~1n'"l1 
'IJ 'IJ q 

~ ~ ml'1~ el-ln11el111 i.aJ "1:u11n <n ellJ "'U.el-lfi11:U~ el-l n11"1.1 el-l~n f1'1 n1rn ~fl rn1l1'V-l~ n11 
'IJ 'IJ q 

f111:u~el-:~n11~n11:~-:~~~~el1:~u11f11~"uel:u11:~"~~~11~~nf11unL"Tii%uf111~ 
~1 el ci1-:~ n1rn"l.. el-l 1 'Y11iwtl!iel i1 eJ~ii mfl1 u.1~ u~ ~1 t1 eJ ci1-1 ~1wrun11 1 iu el :u11:n11f11 

"-:I ~-1 ~111 -1 LLtr1 ~ n f1'1 LoW tl -1 ~el-l n11Lfl~fl-l 1 'Y11fi''V-l Yl ~laJ ~ fl-:1 n L 'Y1 fl1 u1 ~ U ~~fl ~ ~1 tl 
'IJ 'IJ 

~'ll'1~:u1n11uLnu. i.tl ~~eJ el u1-1n1ru ~ Lfl~eJ" 1 'Yl'lfi'Y-ltfnflrnn1'V-l~1n11~~ e1-1n11 L -rlu. i.aJ 
q 

;;n:u11n 1 u.n11uu. Yin~~eJ11<n~1"li' elfl11:u~1-:~ "J ~~eJ i.aJ "1:u11n~11:~eJ"1t1~'1eJwn~1 t1 n 

e1111 i.aJ Luu. ~~el-ln11"1.1 eJ-:1 ~nf11 i.~ 
'IJ 

e1 ci1-1 i, 1n 'ill:u 1 uL~el-1"1.1 eJ-11::iufl rnnl'V-l"ll e1-:~ i%u.f11~~1111rn1111nf111:u 
q 

~ el-ln11"1.1 fl-1 ~nf1'1 ~~mtn n11Cil ~1'il11: ~ fl-1~1111lli lfl lli1l1'V-l1 'U.L :n-1 LmtllJ L Yi tllJ1llJ"ll fl-1 
'U q 

fi u"ll-1-E' u~-w L 'V-l11:: 1Cil ti'V-l fJ~n11:U"ll eJ-:1 ~m1'1 L 1 ~111:::fe1 ~u.f11 ~ n11::~1"ll eJ :u ~"1.1 eJ-1 i%u.f11 
'IJ 'U 'U 

fi u"ll-1u1::n eJUn11~'il i%u 111~1 t1 ~" i%u.f11"1.1 el-lfi LL"ll-1-llu.iifl rn1l1'V-l~ ~nf11 L v; u i1 ~ n11"1.1 el-l 
'U 'IJ q 'U 

L 11 L~nUeJ tin e111111::~11 ~L U~ ti'U. LU:ffeJ"ll el-lfi LL "ll-:~onu, 
'U 

n ~ 111 Ci1 t1 ~1u fl rnn1 Y-l"ll e1 -:1 i%u.f11 <n1" n u fl rnfi1 "1.1 e1" ~ n f1'1 n el ci 2 
q q q 'U 'IJ 

... 
2.2 ~nunwnTnnn11 

q 

n11 1 ~u1n11el ci1.Jnfl rnnl'V-l u eJ:uLiJu~1uwit.J"ll el.Jn11 1'1Xfl rnfi1 LLri~nf11 
q q 'U 

L 11~el.J t1 eJ:u1u11n11~1TI1n11'Yln1u itlaJi.~L u u.Lu vn::~1~uf11 u~ eJ Ul.J L~ £..11 u~~nf1'111:: 
q q 'IJ 

"'u.:u1~1111rn1n.J n11 1 ~u1n11LUU~1 iru ~.JttL 'V-l11::~nf11 l~L V:u11 n1 i.~i%uf11 utr1 
"' 'U 

111nu1n11~~~~elnflrnn1w~~1n11n cleJ:u11:: 111"u1t1 111~11::~ eJ.J:U1 L~rN1lun11 1i~1 
q 

i%u.f1'1 un n11Cil ~1 Cil ~ :u f).,'] n11rn1 n ~11:: 111 ~: L ~ £..1~11:: Cil LL~ 1 'U.L~el>'l"ll f).,'] n111J1n11fl Ul>'J 
'IJ 

LL u uuu n11 1 ~u1n11~~ u~:nfl rnn1'V-lUel:U11:5ffeJ 111 ~~el:A'ufl11:u.rl n~ ~e:J ~1 i%u~1L~ 
q 
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1. n11~~LLU-\ltb":L11'Yl"ll€h'l1J~nT'l" 
.... .r 

n11tJ~n11LLri~nfl1al:JJ11fl1l::~~LLtl-\lLth!.lh::L11'Yllii1-\l ') ~-\lU. 
'II 

1) n11tJ~n11rie:mn11"1J1t1 (Presale service) n11u~n11rie:mn11 

"111 [J';):; LU U.L~e:J.,'j~ L tt'u.n-\l"ll e:J:JJfl"ll11 ~11~';1:: 1 ~ nu~n fl1 L ~ e:J"li"1 t11 i ~ n fl1 a"1:JJ11fl~1l:: 
'II 'II 'II 

~~a-u.hs1e:Ja-u.fi1 ~1e:JU1-\l n11Li"llmJ~ 
'II 

2) n11u~n111 U.1::vd1-\lr!e:J"ll1 t1 (Transaction service) n11u~n11 
0 .J' ... .¥ 1 0 d-=t .t ... .¥ .... 0 1 "' 0 ... "'VJ "' 

1::'V111-\ln116Jl"e:J"ll1tl1l::Ln~"llu. Wli1-\l'Yl:JJn116Jl"e:J"ll1mn~"lJU. ~1e:Jtl1-\l n11 'VI"llU.~-\la"U.f11 L~ 

11~ L11,-U. L W11:~nfi1 Cil e:J-\ln111"lf-\l1U.!ii1U. 'VI1e:Jn11LU~t1U.LLU~-\l L1~1&t-\l:JJ e:Jl.J L i nu ~nfi1 
'II 'II 

~Cil e:J-\ln11LU~t1U.LLU~-\l L 1~1 
3) n11tJ~n11'VI~-\ln11"1l1tl (Post sale service) n11u1n11'VI~-\ln11 

"111 t1 1l:: di ~if 1-1.111 ti'VI i., ~ ~ n fi11'ii'i''lJ :w e:J u a-u.fi1 LL ~ 1 ~1 e:J U1-\l n11i'u L~ e:J-\lfe:J., tl u. 
'II 

0 

.c::f "" t.J I I Q,J A \1 A 1 I = 
(Claims) L n tl1 nu"ll e:JtJ nw1e:J-\ltJ1-\l e:J tl1-\l"ll e:J-11~1 ~U.f11 n11tJ1n11sne:J :w LL6Jl":JJ e:J tl1-\l11~ L 11 

2. e:J-\l~ tl1:n e:JtJ"ll e:J-\l f1 rnn1Vm11u~n11 
q 

flrn111W"lle:J-\ltJ~n11a"1:JJ11n1l:rh'VIu.~e:Je:Jmtlu. 5 e:J-\l~tl1:ne:Ju 
q 

1) f111:JJL ~e:Jii e:J 1~ (Reliability) n11u~n111 u.im~rn:d1l: LUU.L~e:J-\l 
"1l e:J-\lf111:JJU 1 L ~e:J ii e:J~1l: 1 ~u~n11 iif111 :w u tl. U.e:JU.LL~::~J1 La":JJ e:J~1l:: 1 ~ u~n11 ~1 e:J U1-\l 

n116Jie:J:w1n tiU.~ ~1:w e:J1 n11"1J e:J-\l1n t1u.~1~ t1 L~~1l 111 t~1 u.L~ e:JU.L 1 ii11~ LL uu.e:~u.~J1 L~:JJ e:J 

L"lfu. 1i'n~1 6 i11:w.,n 6 i1L:JJ-\l'Ylnflf.,1tl 
q 

2) f111:JJi'u~~"ll"e:JtJ (Responsiveness) n11tJ~n111u.im~rn:ttL1Xu. 
n-\lf111:JJi'tJ ~~"ll"e:Jl.J~';l:: 1 ~u~n11e:J U1-\l11~ L ~11~11e:J'VI~e:Jini1 tlTW~ 1tl LL~1 n LUU.L~e:J.,'j 

'II 

"1l e:J-\lf111:JJ L~:JJ 11l~1l:: 1 ~u~n11,r U.Le:J-\l 

3) n11tl1:nu. (Assurance) n11tJ~n111u.inlYrn::ii'Luu.L~e:J-\l"lle:J-\l 
tl1::nu.n11u~n11e:J rJ1.,iifl rnn1w 1~ tJe:J1~ tlf111:JJ L ~tl1"ll"1ru"ll e:J-\lwun-\l1u. J.,dL ~ e:J 1 ~ 

q ~ 

iii nfi1Ln~f111:JJ a-u1 t1 h~:w1i'uu~n11 <il1 e~rJ1-\l n11tl1::nu.~ e:J n1u~n111 u.n116Jie:J:w11 
'II 

1~:fu.&hu.LL 'Yll~1~iin111 i'"ll e:J-\l L Yi ti:JJ LL<ii e:J U1-\l 1~ 
A A ""' A 1 Q..o .J" :=1 

4) n11n1::~e:J1e:J1U. (Empathy) n111.J1n11 u.~n13-rn:u.1l:Luu.n11 

~ LLL'I 'VI~e:Jn11 1&th~1l:: 1 iu~n11LL!ii~:11 tl L"lfU. iilnfl11J1-\l11tl"ll"e:JUn11W~fl tiL~ tl1rlU<il1 
'II 'II 'II q 

a-u.fi1n ~1:w11n11:: 1 ~wttn.,1wn e:Ju ~u.e:J-\l~';l: 1 ~f111:JJ1''Y11-\l~1u. d 
'II 

24 BM 603 



SG £09 11\18 

lb b b 

L'IU~U~.~~LU~f1k L!t~l!l~ ~t t'L~ G ~11~'111-Ft U~'IU~G~IrtMLlJ'IU ~'!1.L~t'LlA.t'L~U~11 fl:Ll~~(lk 
lb b 

q .. e..~n L'IU~Ll!l~~ l1l~f1,t-1 ~L~'!1.~'!1.1J 1'!1.~L~'!1.~ G ~1 G ~ ~ L~'tl.~fJ Lfl.G~~LU'tl.lA. '11.~ L'IU~L~~ 
lb lb b 

::l!l~l11~f1,t-1G~IrtL~U~ (SlSO~ UO!PBSUBJl) fJLfl.G,~LU'!1.lA.'!1.~ . ~ 

J1'f1l@ ~fJ ~l!ILWLl!l~k L'tU~Ll!l~~l!ll1~Lf1:L~ 
n. b b lb 

L~1 L~L~t'Gfl.t'@~1'!1.1 L~U~L~'IU~t'LLA.l!lt '!1.~~~~LU'!1.t l!lt L_tT.1f1:Ll~@~ 1 ~~t'~jiJI.fJl ~~f1~t:l 
. . b lb lb .,. 

J\ t @~lrt ~~~f1:~~Lf1:1rt 1 ~L~'!1.~@~UG~1 l!l1'!1.~~~~l!l~l11~f1,t-1G~IrtL~U~L~~'!1.L~~rtrt~ 

G _tT.~fJ~l ~t l~L~'It~@~~t 'tl.~~~::l!l~~l~L~~'!;!!r. G L~'lt~t'L~~rt::~rtfJ~ 1f1rJ~f11~LUL~::l!l 
lb 

~l11LrtL~ ~L~ ~~LU U_!t 'tl._tl.t'[I. 11 ~I,'@ fl.L~L1~'!1.1rtL~~LU~~11 l!lt @Mfl:Ll~rt~::~ULl!IL'IU~Ll!l~ 
b b 

1,'@)!!:::: l!lt'~ L~'IU ~ f1: L~ L~ L~ ~'11. 111, L~~LU ~LU~rt:: ~11M LlJ'IU ~ 1,'@ fl.'tl.l~ '11. t L '111 ~Ll!l~~ 
lb b b b 

U L~t'~ lrtL~U ~ L~'tU ~I,'@ fl.t'~lrt 'ltl~¥UrJ ~ U'!1.1J1 L~'IU ~rtL~L~L~~'tl.lrtL~~LU 

b 

L~'IU~N:L~L~Lt £"Z I 

b 

'11.%1'1:~ m Lfl.~@fJ ~ t L~~t:lt'~(llLpLtM 1 '!1.Q1L~f1:Ll~'!1.~1 ULf1:~ '!1.lA.'!1.}fl~~LUt'@ fl.t'@~1'!1.Q1 
lb 

~l!lt'~ L~U~t'@ fl.~LUt'G}flf1:Ll~L~UULf1:~tLU~f1J\ t ~LUI.'@ fl.t'@~1'!1.,!t 1~&_p.::m-FLU~t'L~t'@~ 

~@ ~ ~~LU~f1L~U U Lf1: r1f~k L~ U~ ~~LU~rtt'L~Irt~tt'L~t'@~ (£ 
lb 

t'l-lrt~L~L~U~~t'~fJ!~~LUfJ~LGt'G~::l!I'!1.Q1L~t'~ t'l-lrt~L~ 
lb b 

L~U~~t'~rt_.y t't~ ~ t ~LU~f1J\ t ~LUt'~f1r1ff1t'G~::&~L~ ~~LU U_!b~t'G~1'!1.1J1J1'::'1U-FtU~ 
lb lb 

t'Llt'@!r. fJ@ f1:lA.~LU~f1f1Ut'llrt~L~L~U~U.~LU~f1t'Ll~rt::~t'Llt'@!r. (G I I I 1=J F' 'IC:J' '"'II ""1:1 l"'fl f' '="' I I I 

lb 

~~UG ~1 t'LU. 'ttQ1::&rtG ~ L~U~t'@ fl.&t 'Itt fl:Ll~@~lrt tLUt'@ ~f1:Ll~f1:Ll1f1@~fJ !~ 
lb 

~LU ~kt'L~t'@~~~ 1 G~lrt~ ~~t L_tT. 1~LU~f1k L!t~&l!IL@ 1.'@1 L@1~'111U1::U~~L~~~LU U_!bt'Gfl. 

~~Ut}f1:Ll~t'@fl.t'G~1'!1.fJ1t'~ b rJn11-lL@1t'~lrt~L~~LUUL&~~1J1't'L~t'@~ ~t ::l!lt'_t-lrt~L~ 
lb 

~W l€l~LUU'ItU.tLUtf1f1Ut'llrtl€JL~L~U~ U.~LUtrtt'Ll~rt::~t'Llt'@!r. ( ~ 
"'"" F' ~ """ """ "' F ~ I I I 

nr;~~m-Ft u~ £ nn:1 ~, ,f' .... .... I;"' Ill 
b n, 1\ I'D 

U@@ I,'L~t'G~f1t~::~GML~, 1,'~ tLU~rtrtf,.t:lrt_.ytLU~rt~ W"'L~~rt::~I,'L~I,'@~N3 fl.LirtfUJ:f1..YrtM 
lb b 

::&&Um _!I.L~ U~ rt~ jt t ::l!I~L~ ~~LUU_!t~~LU~rt~LUMLlJ'IU~t'G fl.t'@~1'!1. t ,. . . b 

~LU~rt~LUMLlJ'IU ~I,'@ fl.t'Llt'@!r. "£ ..,. . . 
tLU~f1~LUf1~f1@~ ..,. .... 

b 

::&~MLlJfJ LU'ti.L~ t'LU.f1: @_£.Mf1: Ll~ 1,'~1,'~~11~LU'!1.fJ1 tLU~f1~LU'!1. U1-t~J1HUf1@ t'~ 1,'~~11 
~LU'ItfJ1J1'~'11l-Ft U~'lt t ~LU~rt~LU (Selq!5Uel) ~k~ ~1'1:~ l1~Lf1:L~ (S 



~1u.~u.l'lu.~ Li1~~u.1 u.n1~&ffa"1J1 un ~11~ fl 1J::'W"il1~ru.1~::ilJ~1f11li' U.Lfl.,'J i1 fl ci1.,'j n1~~ 
q 

~1J1Lnf1~"il1~ru.1 Luh1,J,3Ju.L1Ju.6fru. ~Li:Ju.LLri ~ L6J5~fliilL1l~f111:JJLL~n ~1.,'1 1 u.LL~ iil::~rnu 
'II 

J,aju, i.,'l~U.~lJ~L1lfln"ii::'W"il1~ru.1~::ilJ~1fl1~~1~~~ vl1fl~U.l1U.n1~&fffl"ll1U~~1~~ 
'II q q q 

2. ~U.l'l\t1\l"il~~1~ (Life cycle costs) 1u.n~rn~~U.~1~fl1Un1~1i\11U. 
q q 

U11U.1 U.~ u1L1l fl n"il::'W"il1~nl.1 n\I~U.l'lU.1.,'l"il~~i ~"ll fl\1 ~U.~1 ~U.~11h:: L1ll'l1 il1U.l'l1U. 
'II q 

e1 ci1\l L "liu. ~n uu.<il'VI1mf1~fl.,'j 1 i1 rJvh ~1J11n fln~ fl\1 n1~"ll fl:JJiil"ll11~1~L ~:JJ:JJ1n~u. L vl e1 
'II ~ 

1 i'tb::n a1Jn1~'W"il1~ru.1i~ ~u. h&ffeJ ~U.l'lt.~. ~ ~:m ~~nlJ1\I"il~~i~VI1eJ~:: u:: L 1 iil1"ll eJ\In1~ 
q 'II 

1 i'\11U.n "il::Gf\1 ~ iil~ fl~::i 1J~1 f11~1 u n ~11~ fl ~u~,~~ fl1 un1~ 1-i\11U. U.1U."il::~~, f11 
q 

3. fl11:1JL~U.,'l (Risk) ~U.~1~iJ fl1Un1~ 1"J5\11U.U11U.1U.~lJ111lflcie:J:JJiin 
q 'II 'II 

l1LUU.f111:JJL~U\I"il1nn1~&fffl~U.~1 ~\lun ~ bL~1 ~U.~1~~1J11nf1iin11"il:: L~U\11 u.n1~6ft'fl 
'II 'II 

Q,, d I ""' Q; t. d I I '1.1 I ~ A 

:JJn"il:::JJ~1mf1 flU."ll1\l~\l ~.,'JU. U."il\1~\1 ~ iil~ fln1~VI1"ll fl:JJ iil"ll11~1~L l"l:JJ L~:JJ 
'II 'II 

4. n1~L u1ulJL -Yi UlJ (Comparation) n1~5fffl~U.~1"1J e:J\Itr1J1L1lfl~1 :IJ1~{1 
'II 

"il:: 1u\I:JJ1n\l~~ h"llfl.,'J~lJ11nfl~ilf111:JJiin11L 1L115ffa~u.~1~fl\l Lu1ulJL Yi ulJ~iil fl~ L 1L11 
'II 'II 

~u.~1 i.,'l~U.~lJ11nf1~"il::&ffmu1ulJ L Yi m.J nlJ~u~1"ll eJ\1 fi u"ll.,'j-li u 11 ~u.~·h 1~"il ::~"J.I e1 
'II 'II 

1~Lmu1Jn11nu. ~\1-;i, Luu.~ f) \I e11iu"ll fl:IJ!il'll fl\l~u.~1:JJ1u~::dJu.LmtllJ L Yi ulJ 
'II 

~ 'l g., 2.4 ~11aJVHIVHl \I~Hh'J~n~1 (Customer satisfaction) 

Lrl mX n n1~~ iil1 ~ ~ fl\1 n1~~'-il ::lt 1 f1 ru.fi1"1J fl\1 iil n ~1 :JJ1 dj U.L iJ1 VI :JJ1 u"ll fl.,') 
q 'II 

n"iln1~1VIL~:JJ1n~~~ n-;i1LUU.~"il::~fl.,'J~n\l~\l~iiln~1f11~V11.,'1 i\I~U. f111:JJ~\Il"lfl h"llfl.,'J 
q 'II 'II 

iiln~1"il::Ln~~u.fi~ e1 Lrle1~n1~~ fllJ~U.fl.,'JnlJn1~f11~w-r.,'j"lJ fl\liiln~1L~ e1 tJ1.,') ~:JJlJ~rn n1~~ 
'II 'II 'II 

"il ::n~::'Yl1L~ i\1 n ~11 ,X n n1~~ iil1 ~ "il:: ~ fl\1 ~"i11~ru.1 ~.,'! ~ iil n f11 f11 ~ w-J\11 u.L~fl\1 f1 ru.1l1l"l 
'II q 

lJ1n1~LLL1::~::ilJ~1 f11~n ~11 :JJ1 u~1"ll1\l ~u ~\ln1~~"il::~n\l ~\I~ f11 ~ Vll.,'l fi -;i, L ilu. ~~ fl\1 
'II 

e11iu n1~ii Uf111 :JJ ~ fl\ln1~VI1e:Jl"ltl ~n~~:JJ'1l fl.,') ~1J11n f1 eJ tJ1\I ~~, L ~:JJ e1 LL!il::~::ar ~~::1\1 
'II 

fl11 :JJ ~~, L ~:JJ fl 1 u.n1~ii Uf111 :JJ ~ fl\1 n1~ Vl1flf111 :JJ~.,'Jl"l fl h"ll fl\1 iil n ~1 
'II 

cimJ"il::"li1 u 1\KL ~, ~1:JJ1~n~"il::Ln1::~~n1Jiiln~,1~~ iilfl~ L 1iil1 'Yl11iKL ~1~n1~Lfl~ e1u.L Vl1 
'II 'II 

LL!il::~fl L iteJ\1 fl ciCil!ilfl~ L 1 L11 D\11 u.u"il"iluu.il n1~LL"ll\l-liu.nu.:~.~1n n1~Lll ~1:JJ1~n"il:: Ln1::~~ 
'II q 

iiln ~1l~ tJ fl :IJ"il:: 'Yl11\K ~ru L ~u L fln1 ~ 1 u.n1~LL "ll\loll U.LL!il:: fl1"i!U 1LU &fn1~~ru L~U u fl ~"111 u cu tt.JGI cu cuca~ 

LLiil::~ruL~rJiiln~1Lu1 u.~~~ 
'II"' 'II q 
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~11~1::~~1::1'~ 1un11i1l u~11~<il e:J~n11'VI1e:J~11~~\l'W e:J h"ll e:J~ ~m1T1l:: 
'!I 

Lllu.n11L ttu.~\l~11~Lm1'111~q~e:Jn11i~u'VI1e:J~11'1l i.ie:Ju L ow11::·:hrl'Tn1 i.u11il U"JJ11il~11~ 

1e:J1J ~ f)lJ e.J ~~ e:JeJn ~1 i,a.] lil1\l nu ~11 ~ L UU.'111..:J ~~11'11:: LU ll.EJ f)~';):; L n lil ~ ~ L ~u ~f) n11 

"" "' "'~ 1 "" d !"I "' lil e:JU i.iU.e:J..:J ~11 ~ lil e:J~ n11V11 e:J~11 ~ 'W~'W e:J '11"1J e:J~ ~ n ~1 6Jr\l'1l:: Lu u n11 i.illH ~ m 1 ~1 LL~:: 
'!I '!I ~ 

~f'Wu1n11u.n11n1V1u.~n'1ln11~~1~n111il~1~ 

n1-w"l11\l1JU du~lil\11 ~L v;u,t;~~11~ ~~~u.£1 u.n116fie:JffUfl1"1J e:J.J~mi'1~'11::di~~u 
'!I 

111 u 1<ii~11~i.i~lil~1::VI-:h~~~u1du"Iru~i.<ilfunun111 iL~u n~1 u~:~11~-w m m~ 1 u 
q 

************************** 

0 

~1f:l1aJ 

1. 1~'Yi1Ue:JTI1J1Un~~rnfh~mi'T·hiie:J::L1U1\l e:JTI1J1U 
q '!I 

2. m<?J11il~rnfi1~nfi'1~~ii~11!.1~1~ru~e:runn1w1~1~ e:JTI1J1U 
q q ~ Cll 
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