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Action Learning (AL) 
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, ~i r~udC~runi~d~r8mB~l~~0 iu~f l iu iu  lmunrjurfin 7 aouwu'fwiu JS~UIN 5 8 
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Learning Organization 
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3. n??u'i~rrn'p~u'iautiu (Shared Vision) 
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u~aaf  uaz rshd lo (~arquard & Reynolds A.,1994) I# 
W a nd~aiiuqcuR'nacuaa~oudn3~~tdun'1~~3uu i 1 5 5  ruu 

$ 
fi7nurnussnuan3oma7uaiu75n (competencies) '~oq47u 

b 

a 2. icorua.r5urnsciuuf n7sgjisicoruassuIndGwu"nu7uii 
g 
SL C~unGlildm5duuf Rr3r~u~i i~as . r~  ~i0ln55ulnJ 7 odtauo Iru#u3m5 



lo. nis$?u~utfIuflu n i s d i ~ i i ~ u i W % m u o i ~ u ~ a i ~ ~ a u ~ ~ ] ~ ~ n w u ' n u ~ u  
4itfluLuiln75$iuiut~$Gu daut~~auaz$iuiufiunir 

11. n i s r b i b ~ i a u h  mr'nuiu~ad~i#un'~1du~u~udn15t~u 
a x tih~uiulumsdfi~8nuiaun'u twnz~i~~nisdiiciiuu~u~ma~u~mt~u~uuu 

~ # ~ n i k ~ a ~ u c ~ u a u 6 n l 5 c t $ ~ n ~ 5 c ~ ~ u ~  

1. ms~i~iiuuiuussqt~i~uiul."u~~ tdu t-ii15qns oomuiuwicm 
mwdab tflunir 

' d s  x 
2. qolm~ttnzu%nssut~d 7 \$ttn' 3~nmnuupinnaiu bnnTiu 

dumuisnT~l6~in5z~~ 

w UOl ttnz~us'nn nmnu~d?tlu7 

288 HR 416 
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Benchmarking i 
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Benchmarking Process 

nsauawnis Benchmarking 
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a: 4 vuw 1 : fl35a1966~U (planning) 
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LT d awn 2 : nis3r~sizw" 

nis=irmsradnis 
dmtA ouhisnmqul rdollnutiu 

0 d awn 3 : nl5Y5MInlJ (Integration) 

LT d I awn 4 : ni5dfiq.75 (Action) 
I 

& d l  nisda~uwu1d@sd ju'5~1?nuun is l ~ ~ ~ ~ ! i u ~ r i d  fjiY(nis nis 
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I 
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LT d i aun 5 : ni5t5uTmtiia~ 
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niuw6uqinnisrii 
mdnislsjn~1~~i~~li7rra~r~uIc~od~urR'~Cldo1d 

&& naqndn is~d~~~~$uur~ur r~~~u l l~n is= j rnnadm~u~r~uu  
wu.2 2' 

d ~ ' l $ ~ l t l 1 ~ 1 5 l  inlsl:M7 ~u?nid%d~4w'o11~1'I~ul~~tl~ 

f~ ~~11666Uu q Balanced Scorecard 

Balanced Scorecard : BSC 

d u r r u ~ ~ u ' u n i s r r d u ~ u m u ~ s ~ ~ n n ~ ~ ~ i ~ ~ ~ ~ ~ ~ u u i n ~ ~  r~douiipcr3ona~nbms 
2 ,d 1 1 ~ n i s u u u ~ ~ u ' i i q n f i o 1 1 u i ~ r ~ : : ~ i ~ ~ ~ d ~ ~ ~ ~ 1 ~ n i w  ~ u t l  7 1 , ndunduuu I q  

Balanced scorecard 3ugn~iuil~umAnis , rrdraiu~knisdi-rliu~aoudnis 

h u u i n l ~ n n u ~ i ~ ' c y n i u 6 i ~ n i ~ ~ ~ ~ i n n i i 6 i u d u  7 khnisd~rmliu~aoudfi'is i I 

I 
r ~ u u I ~ ~ d ~ 1 i i ~ n u d i ~ q n ' u n i s d i r i i ~ u i ~ ~ ~ ~ i U d i u  7 1kmt-i m h u  4nance). 



~ d h  (costomer), fiunsru7un75mulu (internal process) , rn5~iuuf~tazn75 

t6iuIrnua\rasdn75 (learning and growth) c 

IstiIaf tna ttndttau n'u tm'in 4 uacn'u (Roberts. Daplan & 

David P. Narton, 1992) 1~~auattu~~m~du~n'un~'i~5~tijuwattuu Balanced 

Scorecard k i a l d d  

1. thuf11.113~ (Finance Perspective) m7~ht"S~un4~4dm567u~d4fia 

diI5dtbm~inni.rdiriiu~iu t~ l~a~i io tm~nis l juo l 'a~~~i i~~~w~n"~1usturBut~nz  

5~uzu3767u 

2. diuanh (customer Perspective) fi77~hdw040~(/n75~rtiimfu1$ 

4a$aanh&walo t~~~nr iuudr lu ims~4a~aRu~~~n 

3. &7ilunr~u?un?rrnduo~dn75 (Internal Process Perspective) 

nszu~urnsui~~srnu1unudn7s~!ds;~n~n7~ daurl7l#qnAiurz$ofu34~al~ 
nfi du w~rn8u61flnrniu~l~iuol'i]~n~5~~4~n61 iiqnrmw U R Z U I R S ~ I U ~ ~ ~ ~ D  

~uunia4dni.rdu 1 
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rning & Growth 
/ 

m o d u u ~ ~ ~ a n i s c ~ ~ ~ ~ 5 u O m ~ a ~ a ~ d n ~ ~ ~ u " ~ u l ~ u " i  Inuram-nis~wuiluszuzu13 
ui~nniinisi3nausuluszuz#u & ~ ~ ~ i 1 l ~ ~ ~ n ~ i u i ~ n n i 5 d ~ u ~ a d i ~ d a  tdaq ur z 

JiltJ$a~dnisd~msdm~f (learning organizatibn) 

nlnilnaandruu O Balanced Scorecard ~tJtJaC5 

1. nisd~~uni#u~du~~a.jdni5 (Vision) 

1 2. rnsfi i~un~uua~~ucidnz~iu (Perspective Setting) 

3. n i ~ h ~ u n ~ I I i ~ ~ w u ~ B ~ n r ~ n d  (Strategic Fim) 

4,  nisfiinunil~~u$~31uESifi~ (Critical Success Factors) 

! 5. nisfii~unnaqnflumnk wa (Strategic Measures) 

6. ~ 1 5 f i i M ~ ~ l u ~ ~ n l ~ d 7 L ~ ~ . j i ~  (Action Plan) 
X 

I 





(customer satisfaction) 

~~7uzn73fiu~j; kkg3Ihfl7 f ~ ~ & ~ q ~ q  (motivation) 

l<t~n'o.~dn-~roiold 
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FINANCIAL 
6 

t CUSTIOMER 

INTERNAL/BUSINESS PROCESS 

I 

nis~3uu~otr6u~m p6&q 

i 
~ B R ~ % ~ ~ Q I % M ~  

msdinaqnhruu Balanced Scorecard ~ f l d l u n l s d ~ ~ ~ u i u q ~ ~ ~ u '  $1 

~~nishtiiwiutau.iruuuinBu ttaaviilw'tfiumwnuaououd~isn".~s:uu~~d~ul~ ( .  

a: 
tawi:6iu~is~utviiuu U ~ & ~ P I S M ~ U ~ I ~ ~ U  7 16ttfi pi'i n.rru2uni.i 

ui~isniulu tta:nist~uufici7udu 7 l k t d  ~ n h  ns:u~urn.iu3cnminlu 
tt~:nisduu~tta:tRuTmail~wu'n~iu Tmuyn 7 kudnnudiriu6tdu~u'ilun'u 61 

d crd ~iulnn'luawmn~:&ualdodiiudu 7 ilia oiwCnuiulR7uni~i~uiii~t:tj~ww 
~Cni.iu~mwiurnu~uuilds~Rn~niw~u Q n d i ~ d # i l h r d i ~ d n ~ ~ 3 n ~ s i 4 ~ ~ i l ~ ~  & 

'2 Y o:$llfiiludmslMilstwuau &tnaqndttuu Balanced Scorecard l6?un7iu 
2 ad' ~ u ~ t t p : ~ ~ i ~ i ~ # i l u ' i u n ? ' i u ~ a i u  indtarn:ni~tduw~mniw~iluiludnistwuau 

t~~htdwamouttndt~urii~~i~tdu~~~utdun'u 



H R ~ / ~ ~ Y D P  Six - Sigma ! t 

I I 
1. m~amcnirqu (COS~) 

1 

I 
I 

1 I /  I I I 

1 

3. mstduhuttdum.rraim (Market Share) 

4. m.r~nwi~nri7 (Maintenance Customer) 
I 
I 

5. nisnmr%a~t?ai (Cycle Time) I 
I 

6. ticil~oqtfh (Reduce Wastes) 

7. rnstddrruda~~wuas5uo~dn1s (Change Organization Culture) 



Y wn~tYnnwd 8 d5rrn.r ~rm'D$n75di~u~~uu"d5~'anBniy~u7nuu kwnr 

muisnrh~iwhmw (productivity) ~ ~ ~ ~ U U R ~ K U ~ U R R W  

uuan~saodn - 8nd7 (Six - Sigma Way) I 

ilk104 kaR UWU# ~ ~ J R O I S  (Peters. Pande and Others) ' I ~ ~ ~ u a ~ u ~ R m  

ualn-9nd7 ilkda~dd I 



(Continuous Improvement) 

2. nis3ammrdmai 

3. nisdsza9u~an~ 

4. nis5'u~umcliuftma Voice of the Customer) 

5. nisftGt?k&~Md (Creative Thinking) 

6. nisonnuuumsnslaou (~esign of Experiments) 

7. ~ S Z U ~ U ~ I ~ % ~ I I ~  (Process Management) 

6. nszu?unisniqaiiG (Statistical Process) 

6u;u na~nban - 8nGi - %ailunsruaunis9'nrnsn"msnumquaau3ni~ 

vrin 3~nimaiuohu~unisus' iq~~i~~iuodiui jdsr~n5niw a13 ?$nisniuaiift 
nidamnrdm~iudsdnu nisnmno4 n i m ~ u u n d  7 ms5'ud&tn 

nisdi~d~diudoadau U ~ L M ~ ~ ~ ~ L ~ U W R ~ ~ V U  Balanced Scorecards a8u$u 

nwhn~.rnaw$' 

Knowledge Managem 

a-nu uaroudnisn"$iiwuihnu 

roductivity) ~ndm?iu8m 



R ~ I ~ J $ U ~ P ~ ~  / (The Knowledge organization) 
I 

-' ni5Inr'~aiu$unisdu~ (productivity) Mar ~fi~ni5~6tfiuulu 

R ? I N ~ W Z I U W ~ P I ~  (Knowledge Management) 





The Knowledge Spiral 

wnniw ~mmanuisniimaiu~$aouniu~a uuamuu5nln' wnn~.ikmm 
m.ruontd-7 (tacit) uumiuC(aou16~~nrim tonm (explicit) L ~ ~ ~ R R R ~ R ~ ~ U  



I 

- 

tit) ~az~inn15~~rnolf i i~u~ln~41 

(Tacit) f i i l$v~~nu'nnu UIU#~R?IU$ (Knowledge Worker) 

r r n z ~ l ~ i u n u i . m l i i W ~  ddirilu~aiu$o'mni~dii~3iuf 

(Knowledge Manager) br PrnudfI lS~~dfi i~.n'b~~ $bi)f13'~13~1~ 







.rruuqbniw (Quality System) nu1uij.s aruul~au~fi~uarms 

niau~nirqrumw (Quality Management) nuiuihr ni.ru3niwidu 

mhsdo~~tflu~dmuu~uuiuttn~t~i~uiudtduan'up(runiw 

msd.rrnirqrunicr (Quality Assurance) nuiuiiq Ronssun3orns 



2. n-15dalu~uodw~fluszuu iiuwun7shtiiunu 
3. tuirmsmnpaou ~cuijn~n~u'i::uu~onm5du"~mn7w 

4. rnsu5n~sttuuddau~~~~nqn~uIuoudn~~ 

5. L L U ? W ~ U ~ ~ U ~ M ~ ~ ~ N ~ ~ ~ M ' I ~ B ~ ~ U  (TQM) 
w . 4  

6. n~sdiudyt~nlau~zw'au~l~muu 
7. ~~usouud~iu~5ntf~~~~n'n'~~5n'~~nd5:: tnn~~a::~nnu~m 





f maul 2 ni3cfinub 

[u3nisvio2tl 

&mElUf! 3 fi15aIJttWUUR 



n.a. 1987 ~mns5u m5 ISO Icirrri.luir5g~u ISO 9000 
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