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ʆʇʀʉ ʅɸ ʀɿʆɹʈɸɾɽʅʀʗʊɸ 

 

1. ʌʠʛʫʨʘ ˉ 1 ʂʦʥʮʝʧʮʠʷ ʥʘ ʧʨʝʜʧʨʠʝʤʘʯʝʩʪʚʦʪʦ ʟʘ ʢʘʯʝʩʪʚʦʪʦ 

2. ʌʠʛʫʨʘ ˉ 2 ʉʪʨʫʢʪʫʨʘ ʠ ʩʲʜʲʨʞʘʥʠʝ ʥʘ ʥʘʫʢʘʪʘ Ăʂʚʘʣʠʪʦʣʦʛʠʷò 

3. ʌʠʛʫʨʘ ˉ 3 ʄʝʞʜʫʥʘʨʦʜʝʥ ʧʦʜʭʦʜ ʟʘ ʥʦʨʤʠʨʘʥʝ ʥʘ ʪʝʭʥʠʯʝʩʢʠʪʝ 

ʠʟʠʩʢʚʘʥʠʷ ʢʲʤ ʢʘʯʝʩʪʚʦʪʦ 

4. ʌʠʛʫʨʘ ˉ 4 ʇʨʦʬʠʣ ʥʘ ʢʘʯʝʩʪʚʦʪʦ, ʤʦʜʝʣ ʥʘ ʂʘʥʦ 

5. ʌʠʛʫʨʘ ˉ 5 ɿʘʚʠʩʠʤʦʩʪ ʥʘ ʩʝʙʝʩʪʦʡʥʦʩʪʪʘ ʠ ʮʝʥʘʪʘ ʥʘ ʧʨʦʜʫʢʪʘ ʦʪ 

ʥʠʚʦʪʦ ʥʘ ʥʝʛʦʚʠʪʝ ʢʘʯʝʩʪʚʝʥʠ ʭʘʨʘʢʪʝʨʠʩʪʠʢʠ 

6. ʌʠʛʫʨʘ ˉ 6 ʇʨʠʥʮʠʧʠ ʥʘ ʀʥʪʝʛʨʠʨʘʥʘʪʘ ʩʠʩʪʝʤʘ ʟʘ ʢʘʯʝʩʪʚʦ 

7. ʌʠʛʫʨʘ ˉ 7 ʂʦʥʮʝʧʮʠʷ ʥʘ ɻʨʴʦʥʨʦʦʩ ʟʘ ʩʲʱʥʦʩʪʪʘ ʥʘ ʫʩʣʫʛʘʪʘ 

8. ʌʠʛʫʨʘ ˉ 8 ʄʦʜʝʣ Gap  

9. ʌʠʛʫʨʘ ˉ 9 ʄʦʜʝʣ ʥʘ ɻʨʴʦʥʨʦʦʩ ʟʘ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʚʲʟʧʨʠʝʤʘʥʘʪʘ 

ʫʩʣʫʛʘ 

10. ʌʠʛʫʨʘ ˉ 10 ɼʠʘʛʨʘʤʘ ʥʘ ʇʘʨʝʪʦ 

11. ʌʠʛʫʨʘ ˉ 11 ɼʠʘʛʨʘʤʘ ʥʘ ʀʰʠʢʘʚʘ          

12. ʌʠʛʫʨʘ ˉ 12 ɼʠʘʛʨʘʤʘ ʥʘ ʢʦʥʪʨʦʣʥʘ ʢʘʨʪʘ      

13. ʌʠʛʫʨʘ ˉ 13 ɺʣʠʷʥʠʝ ʥʘ ʤʝʜʠʮʠʥʩʢʘʪʘ ʠʥʩʪʠʪʫʮʠʷ ʚʲʨʭʫ ʦʙʨʘʪʥʘʪʘ 

ʚʨʲʟʢʘ ʩ ʧʦʪʨʝʙʠʪʝʣʠʪʝ 

14. ʌʠʛʫʨʘ ˉ 14 Tʨʠ ʨʘʚʥʠʱʘ ʥʘ ʪʦʪʘʣʥʠʷ ʧʨʦʜʫʢʪ/ʫʩʣʫʛʘ ʠ ʢʨʠʪʝʨʠʠʪʝ ʥʘ 

ʤʝʪʦʜʠʢʘʪʘ SERVQUAL 

15. ʌʠʛʫʨʘ ˉ 15 ʉʪʨʫʢʪʫʨʘ ʥʘ ʛʣʦʙʘʣʥʠʷ ʢʦʝʬʠʮʠʝʥʪ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʥʘ 

ʫʩʣʫʛʘʪʘ ï ʜʝʪʝʨʤʠʥʘʥʪʠ; 

16. ʊʘʙʣʠʮʘ ˉ 16 Ăʈʝʟʫʣʪʘʪʠ ʦʪ ʩʪʘʪʠʩʪʠʯʝʩʢʦ ʨʘʟʧʨʝʜʝʣʝʥʠʝ ʥʘ 

ʧʦʜʢʨʠʪʝʨʠʠʪʝ ʚ ʯʘʩʪʪʘ Ăʦʯʘʢʚʘʥʠʷò ʥʘ ʉɹɸʃɹɹ 

17. ʊʘʙʣʠʮʘ ˉ 17 Ăʈʝʟʫʣʪʘʪʠ ʦʪ ʩʪʘʪʠʩʪʠʯʝʩʢʦ ʨʘʟʧʨʝʜʝʣʝʥʠʝ ʥʘ 

ʧʦʜʢʨʠʪʝʨʠʠʪʝ ʚ ʯʘʩʪʪʘ Ăʚʲʟʧʨʠʷʪʠʷò ʥʘ ʉɹɸʃɹɹ 

18. ʊʘʙʣʠʮʘ ˉ 18 Ăɻʣʦʙʘʣʝʥ ʢʦʝʬʠʮʠʝʥʪ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ï ʨʝʟʫʣʪʘʪʠ - 

ʉɹɸʃɹɹ 

19. ʌʠʛʫʨʘ ˉ 19 ʏʘʩʪʝʥ ʢʦʝʬʠʮʠʝʥʪ ʥʘ ʢʘʯʝʩʪʚʦʪʦ Ăʄʘʪʝʨʠʘʣʥʦʩʪò ʄ1 ï 

ʄ4 - ʉɹɸʃɹɹ 

20. ʌʠʛʫʨʘ ˉ 20 ʏʘʩʪʝʥ ʢʦʝʬʠʮʠʝʥʪ ʥʘ ʢʘʯʝʩʪʚʦʪʦ Ăʅʘʜʝʞʜʥʦʩʪ ʅ5 ï ʅ9ò 

- ʉɹɸʃɹɹ 
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21. ʌʠʛʫʨʘ ˉ 21 ʏʘʩʪʝʥ ʢʦʝʬʠʮʠʝʥʪ ʥʘ ʢʘʯʝʩʪʚʦʪʦ Ăʆʪʟʠʚʯʠʚʦʩʪò ʆ10 ï 

ʆ13 - ʉɹɸʃɹɹ 

22. ʌʠʛʫʨʘ ˉ 22 ʏʘʩʪʝʥ ʢʦʝʬʠʮʠʝʥʪ ʥʘ ʢʘʯʝʩʪʚʦʪʦ Ăʋʚʝʨʝʥʥʦʩʪò ʋ14 ï 

ʋ17 - ʉɹɸʃɹɹ 

23. ʌʠʛʫʨʘ ˉ 23 ʏʘʩʪʝʥ ʢʦʝʬʠʮʠʝʥʪ ʥʘ ʢʘʯʝʩʪʚʦʪʦ Ăʉʲʯʫʚʩʪʚʠʝò ʉ18 ï 

ʉ22 - ʉɹɸʃɹɹ 

24. ʌʠʛʫʨʘ ˉ 24 ʆʙʦʙʱʝʥʘ ʢʘʨʪʠʥʘ ʥʘ ʩʲʦʪʥʦʰʝʥʠʝʪʦ ʥʘ ʨʝʡʪʠʥʛ 

Ăʚʲʟʧʨʠʷʪʠʝò ʠ ʨʝʡʪʠʥʛ Ăʦʯʘʢʚʘʥʠʷò ʟʘ ʤʝʜʠʮʠʥʩʢʘʪʘ ʫʩʣʫʛʘ ʟʘ 

ʉɹɸʃɹɹ   

25. ʊʘʙʣʠʮʘ ˉ 25 ʈʘʥʞʠʨʘʥʝ ʥʘ ʯʘʩʪʥʠʪʝ ʠʥʜʝʢʩʠ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʧʦ 

ʢʨʠʪʝʨʠʠ ʟʘ ʉɹɸʃɹɹ  

26. ʊʘʙʣʠʮʘ ˉ 26 ʉʪʘʪʠʩʪʠʯʝʩʢʠ ʨʘʟʧʨʝʜʝʣʝʥʠʷ ʚ ʯʘʩʪʠʪʝ Ăʦʯʘʢʚʘʥʠʷò ʠ 

Ăʚʲʟʧʨʠʷʪʠʷò ʥʘ ʉɹɸʃɹɹ  

27. ʊʘʙʣʠʮʘ ˉ 27 Ăʈʝʟʫʣʪʘʪʠ ʦʪ ʩʪʘʪʠʩʪʠʯʝʩʢʦ ʨʘʟʧʨʝʜʝʣʝʥʠʝ ʥʘ 

ʧʦʜʢʨʠʪʝʨʠʠʪʝ ʚ ʯʘʩʪʪʘ Ăʦʯʘʢʚʘʥʠʷò ʥʘ ʄɹɸʃ  

28. ʊʘʙʣʠʮʘ ˉ 28 Ăʈʝʟʫʣʪʘʪʠ ʦʪ ʩʪʘʪʠʩʪʠʯʝʩʢʦ ʨʘʟʧʨʝʜʝʣʝʥʠʝ ʥʘ 

ʧʦʜʢʨʠʪʝʨʠʠʪʝ ʚ ʯʘʩʪʪʘ Ăʚʲʟʧʨʠʷʪʠʷò ʥʘ ʄɹɸʃ  

29. ʊʘʙʣʠʮʘ ˉ 29 Ăɻʣʦʙʘʣʝʥ ʢʦʝʬʠʮʠʝʥʪ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ï ʨʝʟʫʣʪʘʪʠ - 

ʄɹɸʃ 

30. ʌʠʛʫʨʘ ˉ 30 ʏʘʩʪʝʥ ʢʦʝʬʠʮʠʝʥʪ ʥʘ ʢʘʯʝʩʪʚʦʪʦ Ăʄʘʪʝʨʠʘʣʥʦʩʪò ʄ1 ï 

ʄ4 - ʄɹɸʃ 

31. ʌʠʛʫʨʘ ˉ 31 ʏʘʩʪʝʥ ʢʦʝʬʠʮʠʝʥʪ ʥʘ ʢʘʯʝʩʪʚʦʪʦ Ăʅʘʜʝʞʜʥʦʩʪò ʅ5 ï ʅ9 

ï ʄɹɸʃ  

32. ʌʠʛʫʨʘ ˉ 32 ʏʘʩʪʝʥ ʢʦʝʬʠʮʠʝʥʪ ʥʘ ʢʘʯʝʩʪʚʦʪʦ Ăʆʪʟʠʚʯʠʚʦʩʪò ʆ10 ï 

ʆ13 - ʄɹɸʃ 

33. ʌʠʛʫʨʘ ˉ 33 ʏʘʩʪʝʥ ʢʦʝʬʠʮʠʝʥʪ ʥʘ ʢʘʯʝʩʪʚʦʪʦ Ăʋʚʝʨʝʥʥʦʩʪò ʋ14 ï 

ʋ17 - ʄɹɸʃ 

34. ʌʠʛʫʨʘ ˉ 34 ʏʘʩʪʝʥ ʢʦʝʬʠʮʠʝʥʪ ʥʘ ʢʘʯʝʩʪʚʦʪʦ Ăʉʲʯʫʚʩʪʚʠʝò ʉ18 ï 

ʉ22 - ʄɹɸʃ 

35. ʌʠʛʫʨʘ ˉ 35 ʆʙʦʙʱʝʥʘ ʢʘʨʪʠʥʘ ʥʘ ʩʲʦʪʥʦʰʝʥʠʝʪʦ ʥʘ ʨʝʡʪʠʥʛ 

Ăʚʲʟʧʨʠʷʪʠʝò ʠ ʨʝʡʪʠʥʛ Ăʦʯʘʢʚʘʥʠʷò ʟʘ ʤʝʜʠʮʠʥʩʢʘʪʘ ʫʩʣʫʛʘ ʟʘ ʄɹɸʃ  

36. ʊʘʙʣʠʮʘ ˉ 36 ʈʘʥʞʠʨʘʥʝ ʥʘ ʯʘʩʪʥʠʪʝ ʠʥʜʝʢʩʠ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʧʦ 

ʢʨʠʪʝʨʠʠ ʟʘ ʄɹɸʃ  
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37. ʊʘʙʣʠʮʘ ˉ 37 ʉʪʘʪʠʩʪʠʯʝʩʢʠ ʨʘʟʧʨʝʜʝʣʝʥʠʷ ʚ ʯʘʩʪʠʪʝ Ăʦʯʘʢʚʘʥʠʷò ʠ 

Ăʚʲʟʧʨʠʷʪʠʷò ʥʘ ʄɹɸʃ 

38. ʌʠʛʫʨʘ ˉ 38 SQI ʥʘ ʉɹɸʃɹɹ   

39. ʌʠʛʫʨʘ ˉ 39 SQI ʥʘ ʄɹɸʃ  

40. ʌʠʛʫʨʘ ˉ 40 ʉʪʨʫʢʪʫʨʘ ʥʘ QSI ʥʘ ʉɹɸʃɹɹ 

41. ʌʠʛʫʨʘ ˉ 41 ʉʪʨʫʢʪʫʨʘ ʥʘ QSI ʥʘ ʄɹɸʃ 

42. ʌʠʛʫʨʘ ˉ 42 ʉʪʨʫʢʪʫʨʘ ʥʘ ʢʨʠʪʝʨʠʷ Ăʋʚʝʨʝʥʥʦʩʪò (ʋ14 ï ʋ17) ʟʘ ʄɹɸʃ 

43. ʌʠʛʫʨʘ ˉ 43 ʉʲʦʪʚʝʪʩʪʚʠʝ ʠ ʧʨʠʧʦʢʨʠʚʘʥʝ ʥʘ ʜʝʪʝʨʤʠʥʘʥʪʠʪʝ ʦʪ 

ʤʝʪʦʜʠʢʘʪʘ SERVQUAL ʠ ʝʣʝʤʝʥʪʠʪʝ ʥʘ ʦʨʛʘʥʠʟʘʮʠʷʪʘ  

44. ʌʠʛʫʨʘ ˉ 44 ɸʜʘʧʪʠʨʘʥʝ ʥʘ ʤʝʪʦʜʠʢʘʪʘ SERVQAUAL ʢʲʤ SWOT 

ʘʥʘʣʠʟ 

45. ʊʘʙʣʠʮʘ ˉ 45 SWOT ʘʥʘʣʠʟ ʥʘ ʤʝʜʠʮʠʥʩʢʘʪʘ ʜʝʡʥʦʩʪ ʥʘ ʉɹɸʃɹɹ, 

ʠʟʤʝʨʝʥʘ ʯʨʝʟ ʧʦʜʢʨʠʪʝʨʠʠʪʝ ʥʘ ʤʝʪʦʜʠʢʘʪʘ SERVQUAL  

46. ʊʘʙʣʠʮʘ ˉ 46 SWOT ʘʥʘʣʠʟ ʥʘ ʤʝʜʠʮʠʥʩʢʘʪʘ ʜʝʡʥʦʩʪ ʥʘ ʄɹɸʃ, 

ʠʟʤʝʨʝʥʘ ʯʨʝʟ ʧʦʜʢʨʠʪʝʨʠʠʪʝ ʥʘ ʤʝʪʦʜʠʢʘʪʘ SERVQUAL  

47. ʊʘʙʣʠʮʘ ˉ 47 Ăʈʝʟʫʣʪʘʪʠ ʦʪ ʩʪʘʪʠʩʪʠʯʝʩʢʦ ʨʘʟʧʨʝʜʝʣʝʥʠʝ ʥʘ 

ʧʨʦʤʝʥʣʠʚʠʪʝʧʦ ʤʝʪʦʜʘ Ăʇʨʷʢʦ ʠʟʨʘʟʝʥʦ ʫʜʦʚʣʝʪʚʦʨʝʥʠʝò ï ʉɹɸʃɹɹ  

48. ʌʠʛʫʨʘ ˉ 48 ʉʲʦʪʥʦʰʝʥʠʝ Ăʩʨʝʜʥʘ ʘʨʠʪʤʝʪʠʯʥʘ ʚʝʣʠʯʠʥʘ ï ʤʝʜʠʘʥʘò 

ʥʘ ʧʨʦʤʝʥʣʠʚʠʪʝ ʧʦ ʤʝʪʦʜʘ Ăʇʨʷʢʦ ʠʟʨʘʟʝʥʦ ʫʜʦʚʣʝʪʚʦʨʝʥʠʝò ï 

ʉɹɸʃɹɹ  

49. ʊʘʙʣʠʮʘ ˉ 49 Ăʈʝʟʫʣʪʘʪʠ ʦʪ ʩʪʘʪʠʩʪʠʯʝʩʢʦ ʨʘʟʧʨʝʜʝʣʝʥʠʝ ʥʘ 

ʧʨʦʤʝʥʣʠʚʠʪʝ 

ʧʦ ʤʝʪʦʜʘ Ăʇʨʷʢʦ ʠʟʨʘʟʝʥʦ ʫʜʦʚʣʝʪʚʦʨʝʥʠʝò ï ʄɹɸʃ 

50. ʌʠʛʫʨʘ ˉ 50 ʉʲʦʪʥʦʰʝʥʠʝ Ăʩʨʝʜʥʘ ʘʨʠʪʤʝʪʠʯʥʘ ʚʝʣʠʯʠʥʘ ï ʤʝʜʠʘʥʘò 

ʥʘ ʧʨʦʤʝʥʣʠʚʠʪʝ ʧʦ ʤʝʪʦʜʘ Ăʇʨʷʢʦ ʠʟʨʘʟʝʥʦ ʫʜʦʚʣʝʪʚʦʨʝʥʠʝò ï ʄɹɸʃ 

51. ʊʘʙʣʠʮʘ ˉ 51 ʉʪʘʪʠʩʪʠʯʝʩʢʠ ʨʘʟʧʨʝʜʝʣʝʥʠʷ ʧʦ ʨʝʡʪʠʥʛʠʪʝ Ăʚʘʞʥʦʩʪò 

ʠ Ăʧʨʝʜʩʪʘʚʷʥʝò ʥʘ ʉɹɸʃɹɹ 

52. ʌʠʛʫʨʘ ˉ 52 ʈʝʡʪʠʥʛ Ăɺʘʞʥʦʩʪò - ʉɹɸʃɹɹ 

53. ʌʠʛʫʨʘ ˉ 53 ʈʝʡʪʠʥʛ Ăʇʦʩʪʠʞʝʥʠʝò ï ʉɹɸʃɹɹ 

54. ʊʘʙʣʠʮʘ ˉ 54 ʉʪʘʪʠʩʪʠʯʝʩʢʠ ʨʘʟʧʨʝʜʝʣʝʥʠʷ ʧʦ ʨʝʡʪʠʥʛʠʪʝ Ăʚʘʞʥʦʩʪò 

ʠ Ăʧʨʝʜʩʪʘʚʷʥʝò ʥʘ ʄɹɸʃ 

55. ʌʠʛʫʨʘ ˉ 55 ʈʝʡʪʠʥʛ Ăɺʘʞʥʦʩʪò - ʄɹɸʃ 

56. ʌʠʛʫʨʘ ˉ 56 ʈʝʡʪʠʥʛ Ăʇʦʩʪʦʞʝʥʠʝò ï ʄɹɸʃ 
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57. ʊʘʙʣʠʮʘ ˉ 57 ʂʦʨʝʣʘʮʠʦʥʥʠ ʢʦʝʬʠʮʠʝʥʪʠ ʥʘ ʟʘʚʠʩʠʤʦʩʪʠʪʝ ʤʝʞʜʫ 

SQI ʠ ʢʦʤʧʦʥʝʥʪʠʪʝ ʧʦ ʧʨʦʤʝʥʣʠʚʠʪʝ Ăʚʘʞʥʦʩʪ ʠ Ăʧʨʝʜʩʪʘʚʷʥʝò -  

ʉɹɸʃɹɹ 

58. ʊʘʙʣʠʮʘ ˉ 58 ʂʦʨʝʣʘʮʠʦʥʥʠ ʢʦʝʬʠʮʠʝʥʪʠ ʥʘ ʟʘʚʠʩʠʤʦʩʪʠʪʝ ʤʝʞʜʫ 

SQI ʠ ʢʦʤʧʦʥʝʥʪʠʪʝ ʧʦ ʧʨʦʤʝʥʣʠʚʠʪʝ Ăʚʘʞʥʦʩʪ ʠ Ăʧʨʝʜʩʪʘʚʷʥʝò -  

ʄɹɸʃ 

59. ʊʘʙʣʠʮʘ ˉ 59 ʈʘʥʞʠʨʘʥʝ ʥʘ ʤʦʪʠʚʘʮʠʦʥʥʠʪʝ ʬʘʢʪʦʨʠ ʥʘ ʉɹɸʃ ʠ 

ʄɹɸʃ  

60. ʌʠʛʫʨʘ 60 ʀʥʚʝʨʪʝʥ ʚʘʨʠʘʥʪ ʥʘ ʧʠʨʘʤʠʜʘʪʘ ʥʘ ʡʝʨʘʨʭʠʷ ʥʘ 

ʧʦʪʨʝʙʥʦʩʪʠʪʝ   

61. ʌʠʛʫʨʘ ˉ 61 ʉʲʦʪʥʦʰʝʥʠʝ Ăʫʜʦʚʣʝʪʚʦʨʝʥʠʝ ï ʥʝʫʜʦʚʣʝʪʚʦʨʝʥʠʝò ʦʪ 

ʤʦʪʠʚʘʮʠʦʥʥʠʪʝ ʬʘʢʪʦʨʠ - ʜʘʥʥʠ ʟʘ ʉɹɸʃɹɹ ʠ ʄɹɸʃ  

62. ʌʠʛʫʨʘ ˉ 62 ʂʦʥʮʝʧʮʠʷ ʟʘ ʦʮʝʥʢʘ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʤʝʜʠʮʠʥʩʢʘʪʘ 

ʫʩʣʫʛʘ ʚ ʃɿɹʇ 

63. ʌʠʛʫʨʘ ˉ 63 ʄʦʜʝʣ Gap 
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ʉʇʀʉʒʂ ʅɸ ʉʒʂʈɸʑɽʅʀʗʊɸ 

Á ĂBòï ʚʲʟʧʨʠʷʪʠʷ ʟʘ ʤʝʜʠʮʠʥʩʢʘʪʘ ʫʩʣʫʛʘ 

Á ɿɿʆ ï ʟʘʜʲʣʞʠʪʝʣʥʦ ʟʜʨʘʚʥʦ ʦʩʠʛʫʨʷʚʘʥʝ 

Á ɿʇʂ ï ʟʘʤʝʩʪʠʪʝʣʠ ʥʘ ʧʦʢʘʟʘʪʝʣʠʪʝ ʥʘ ʢʘʯʝʩʪʚʦʪʦ 

Á ʂʂ - ʢʦʝʬʠʮʠʝʥʪ ʥʘ ʢʘʯʝʩʪʚʦʪʦ 

Á ʂʇ ï ʢʣʠʥʠʯʥʘ ʧʲʪʝʢʘ 

Á ʃɿ - ʣʝʯʝʙʥʦ ʟʘʚʝʜʝʥʠʝ 

Á ʃɿɹʇ ï ʣʝʯʝʙʥʦ ʟʘʚʝʜʝʥʠʝ ʟʘ ʙʦʣʥʠʯʥʘ ʧʦʤʦʱ 

Á ʄɹɸʃ ï ʤʥʦʛʦʧʨʦʬʠʣʥʘ ʙʦʣʥʠʮʘ ʟʘ ʘʢʪʠʚʥʦ ʣʝʯʝʥʠʝ 

Á ʅʃʈ - ʥʝʞʝʣʘʥʠʪʝ ʣʝʢʘʨʩʪʚʝʥʠ ʨʝʘʢʮʠʠ  

Á ʅʈɼ - ʥʘʮʠʦʥʘʣʝʥ ʨʘʤʢʦʚ ʜʦʛʦʚʦʨ 

Á Ăʆò - ʦʯʘʢʚʘʥʠʷ ʟʘ ʤʝʜʠʮʠʥʩʢʘʪʘ ʫʩʣʫʛʘ 

Á ʉɹɸʃɹɹ - ʩʧʝʮʠʘʣʠʟʠʨʘʥʘ ʙʦʣʥʠʮʘ ʟʘ ʘʢʪʠʚʥʦ ʣʝʯʝʥʠʝ ʥʘ 

ʙʝʣʦʜʨʦʙʥʠʪʝ ʙʦʣʝʩʪʠ 

Á ʉɿʆ - ʉʚʝʪʦʚʥʘ ʟʜʨʘʚʥʘ ʦʨʛʘʥʠʟʘʮʠʷ 

Á ʉʋʂ - ʩʠʩʪʝʤʠ ʟʘ ʫʧʨʘʚʣʝʥʠʝ ʥʘ ʢʘʯʝʩʪʚʦʪʦ  

Á ʉʇʂ ï ʩʲʱʠʥʩʢʠ ʧʦʢʘʟʘʪʝʣʠ ʥʘ ʢʘʯʝʩʪʚʦʪʦ 

Á ʏʀʂ ï ʯʘʩʪʝʥ ʠʥʜʝʢʩ ʥʘ ʢʘʯʝʩʪʚʦʪʦ  

Á ɸʄɸ - ɸʤʝʨʠʢʘʥʩʢʘ ʤʝʜʠʮʠʥʩʢʘ ʘʩʦʮʠʘʮʠʷ 

Á AQI ĂAnnual Quality Improvementò - ʂʦʥʮʝʧʮʠʷ ʟʘ ʝʞʝʛʦʜʥʦ ʧʦʜʦʙʨʷʚʘʥʝ 

ʥʘ ʢʘʯʝʩʪʚʦʪʦ 

Á ASQ - ɸʤʝʨʠʢʘʥʩʢʘʪʘ ʘʩʦʮʠʘʮʠʷ ʧʦ ʢʘʯʝʩʪʚʦʪʦ  

Á DIN ISO - ñDeutsches Institut fur Normungñ - ʛʝʨʤʘʥʩʢʠ ʠʥʩʪʠʪʫʪ ʟʘ 

ʩʪʘʥʜʘʨʪʠʟʘʮʠʷ 

Á SQI - ɻʣʦʙʘʣʝʥ ʢʦʝʬʠʮʠʝʥʪ (ʠʥʜʝʢʩ) ʥʘ ʢʘʯʝʩʪʪʚʦʪʦ 

Á ISO 8402 ï International Organization for Standartization  

Á ISO 9000:2000 ï ʤʝʞʜʫʥʘʨʦʜʥʠ ʩʪʘʥʜʘʨʪʠ ʦʪ ʩʝʨʠʷʪʘ 9000 

Á ISʆ 9001:2000  - ʤʝʞʜʫʥʘʨʦʜʥʠ ʩʪʘʥʜʘʨʪʠ ʦʪ ʩʝʨʠʷʪʘ 9001 

Á QC ĂQuality controlò ï ʢʦʥʪʨʦʣ ʥʘ ʢʘʯʝʩʪʚʦʪʦ 

Á  PQC Ăpoor quality costò (ʢʦʥʮʝʧʮʠʷ PQC) - ʨʘʟʭʦʜʠ ʟʘ ʣʦʰʦ ʢʘʯʝʩʪʚʦ 

Á ĂQFDĂʌʫʥʢʮʠʷ ʟʘ ʨʘʟʛʨʲʱʘʥʝ ʥʘ ʢʘʯʝʩʪʚʦʪʦ (Quality Function 

Deployment) 
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Á VHA ñVoluntary Hospitals of Americaò - ʥʘʮʠʦʥʘʣʥʘ ʤʨʝʞʘ ʥʘ ʚʦʜʝʱʠ 

ʦʙʱʝʩʪʚʝʥʠ ʟʜʨʘʚʥʠ ʦʨʛʘʥʠʟʘʮʠʠ ʠ ʣʝʢʘʨʠ 

Á QMSs ĂQuality Management Systemsò - ʉʠʩʪʝʤʠ ʟʘ ʫʧʨʘʚʣʝʥʠʝ ʥʘ 

ʢʘʯʝʩʪʚʦʪʦ TQM ĂTotal Quality Management: - ʊʦʪʘʣʥʦ ʫʧʨʘʚʣʝʥʠʝ ʥʘ 

ʢʘʯʝʩʪʚʦʪʦ 

Á PDCA ñPlan ïDo ï Check - ɸctò -  ʮʠʢʲʣ Ăʧʣʘʥʠʨʘʡ ï ʠʟʧʲʣʥʷʚʘʡ ï 

ʧʨʦʚʝʨʷʚʘʡ ï ʜʝʡʩʪʚʘʡò; 

Á SDCA ñStudy ï Do ï Check - Actò ï ʮʠʢʲʣ Ăʩʪʘʥʜʘʨʪʠʟʠʨʘʡ ï ʠʟʧʲʣʥʷʚʘʡ 

ï ʧʨʦʚʝʨʷʚʘʡ ï ʜʝʡʩʪʚʘʡò 

Á QA ñQuality assuranceò ï oʩʠʛʫʨʷʚʘʥʝ ʥʘ ʢʘʯʝʩʪʚʦʪʦ 

Á QI òQuality improvements - ʧʦʜʦʙʨʷʚʘʥʝ ʥʘ ʢʘʯʝʩʪʚʦʪʦ 

Á SERVQUAL ĂService Qualityò ï ʢʘʯʝʩʪʚʦ ʥʘ ʫʩʣʫʛʘʪʘ (ʤʝʪʦʜʠʢʘ ʟʘ 

ʠʜʝʘʣʥʘʪʘ ʫʩʣʫʛʘ) 

Á SQI ï ɻʣʦʙʘʣʝʥ ʢʦʝʬʠʮʠʝʥʪ ʥʘ ʢʘʯʝʩʪʚʦʪʦ 
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ɺʒɺɽɼɽʅʀɽ 

ʇʨʦʙʣʝʤʲʪ ʟʘ ʦʮʝʥʢʘʪʘ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʫʩʣʫʛʠʪʝ ʩʪʘʚʘ ʚʩʝ ʧʦ ï 

ʘʢʪʫʘʣʝʥ, ʧʦʨʘʜʠ ʬʘʢʪʲʪ, ʯʝ ʚ ʠʢʦʥʦʤʠʯʝʩʢʠ ʨʘʟʚʠʪʠʪʝ ʩʪʨʘʥʠ ʜʝʣʲʪ ʥʘ 

ʫʩʣʫʛʠʪʝ ʚ ʙʨʫʪʥʠʷ ʚʲʪʨʝʰʝʥ ʧʨʦʜʫʢʪ, ʥʘʨʘʩʪʚʘ. ʊʘʟʠ ʪʝʥʜʝʥʮʠʷ ʝ ʩʣʝʜʩʪʚʠʝ 

ʥʘ ʧʨʦʤʷʥʘʪʘ, ʢʦʷʪʦ ʧʨʝʪʲʨʧʷʚʘʪ ʠʢʦʥʦʤʠʢʘʪʘ ʠ ʦʙʱʝʩʪʚʦʪʦ, ʘ ʠʤʝʥʥʦ: 

ʧʨʝʭʦʜʲʪ ʦʪ Ăʠʢʦʥʦʤʠʢʘ ʥʘ ʢʘʧʠʪʘʣʘò ʢʲʤ Ăʠʢʦʥʦʤʠʢʘ ʥʘ ʟʥʘʥʠʝʪʦò, ʢʲʜʝʪʦ 

ʥʘʡ ï ʚʘʞʥʠʷʪ ʨʝʩʫʨʩ ʩʘ ʢʚʘʣʠʬʠʢʘʮʠʷʪʘ ʠ ʦʧʠʪʘ.  

ʂʦʥʢʫʨʝʥʪʥʦʩʪʪʘ ʥʘ ʪʨʠʪʝ ʚʠʜʘ ʫʩʣʫʛʠ ï ʜʲʨʞʘʚʥʠʪʝ, ʪʲʨʛʦʚʩʢʠʪʝ ʠ 

ʥʝʪʲʨʛʦʚʩʢʠʪʝ (ʢʲʤ ʢʦʠʪʦ ʧʨʠʥʘʜʣʝʞʠ ʟʜʨʘʚʝʦʧʘʟʚʘʥʝʪʦ) ʩʝ ʠʟʤʝʨʚʘ ʩʲʩ 

ʩʧʦʩʦʙʥʦʩʪʪʘ ʠʤ ʜʘ ʫʜʦʚʣʝʪʚʦʨʷʚʘʪ ʢʦʥʢʨʝʪʥʠ ʧʦʪʨʝʙʥʦʩʪʠ. ʇʨʠ ʫʩʣʫʛʠʪʝ, 

ʧʨʝʜʦʩʪʘʚeʥʠ ʦʪ ʥʝʪʲʨʛʦʚʩʢʠʪʝ ʦʨʛʘʥʠʟʘʮʠʠ, ʚʟʘʠʤʦʦʪʥʦʰʝʥʠʷʪʘ ʩʲʱʦ ʠʤʘʪ 

ʧʘʟʘʨʥʘ ʦʩʥʦʚʘ, ʥʦ ʧʨʠ ʚʟʘʠʤʦʜʝʡʩʪʚʠʝʪʦ ʩʠ ʩ ʜʨʫʛʠ ʦʨʛʘʥʠʟʘʮʠʠ ʠ 

ʧʦʪʨʝʙʠʪʝʣʠ, ʧʨʝʜʤʝʪʲʪ ʥʘ ʨʘʟʤʷʥʘʪʘ ʥʝ ʩʘ ʧʘʨʠʪʝ, ʘ ʫʥʠʢʘʣʥʠʪʝ ʨʝʩʫʨʩʠ: 

ʢʦʤʧʝʪʝʥʪʥʦʩʪʪʘ ʥʘ ʧʝʨʩʦʥʘʣʘ, ʢʦʥʪʘʢʪʠʪʝ ʩ ʩʧʦʥʩʦʨʠ, ʮʝʥʥʦʩʪʠʪʝ ʚ 

ʦʨʛʘʥʠʟʘʮʠʷʪʘ. ʊʦʚʘ ʩʭʚʘʱʘʥʝ ʩʝ ʩʲʜʲʨʞʘ ʚ  ʢʦʥʮʝʧʮʠʷʪʘ ʊʦʪʘʣʥʦ 

ʫʧʨʘʚʣʝʥʠʝ ʥʘ ʢʘʯʝʩʪʚʦʪʦ - ñTotal Quality ʄanagementò (TQM), ʘ ʠʤʝʥʥʦ, ʯʝ 

ʩʲʟʜʘʚʘʥʝʪʦ ʠ ʦʮʝʥʢʘʪʘ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʩʝ ʦʪʥʘʩʷʪ ʜʦ ʨʝʟʫʣʪʘʪʠʪʝ, ʧʨʦʮʝʩʠʪʝ, 

ʩʠʩʪʝʤʘʪʘ ʠ ʜʦ ʦʢʦʣʥʘʪʘ ʩʨʝʜʘ, ʜʦ ʤʘʪʝʨʠʘʣʥʠʪʝ ʠ ʥʝʤʘʪʝʨʠʘʣʥʠʪʝ ʘʢʪʠʚʠ, 

ʜʦ ʦʩʝʟʘʝʤʠʪʝ ʠ ʥʝʦʩʝʟʘʝʤʠʪʝ ʥʝʱʘ. ʌʠʣʦʩʦʬʠʷʪʘ ʥʘ TQM ʚʲʚʣʠʯʘ ʚʩʝʢʠ 

ʝʜʠʥ ʩʲʪʨʫʜʥʠʢ ʚ ʜʘʜʝʥʘ ʦʨʛʘʥʠʟʘʮʠʷ ʚ ʥʝʧʨʝʢʲʩʥʘʪʦʪʦ ʫʩʠʣʠʝ ʟʘ 

ʧʦʜʦʙʨʷʚʘʥʝ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʠ ʜʦʩʪʠʛʘʥʝ ʥʘ ʫʜʦʚʣʝʪʚʦʨʷʚʘʥʝ ʥʘ 

ʧʦʪʨʝʙʠʪʝʣʠʪʝ. 

ʉʣʦʞʥʦʩʪʪʘ ʥʘ ʦʮʝʥʢʘʪʘ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʫʩʣʫʛʘʪʘ (ʚ ʯʘʩʪʥʦʩʪ ʠ 

ʤʝʜʠʮʠʥʩʢʘʪʘ), ʧʨʦʠʟʪʠʯʘ ʦʪ ʥʝʡʥʘʪʘ ʧʨʠʨʦʜʘ, ʠʟʨʘʟʝʥʘ ʯʨʝʟ 

ʭʘʨʘʢʪʝʨʠʩʪʠʢʠʪʝ Ҁ: ʥʝʦʩʝʟʘʝʤʦʩʪ, ʥʝʦʪʜʝʣʠʤʦʩʪ ʦʪ ʠʟʪʦʯʥʠʢʘ, 

ʧʨʦʤʝʥʣʠʚʦʩʪ, ʥʝʪʨʘʡʥʦʩʪ ʠ ʟʘʚʠʩʠʤʦʩʪ ʦʪ ʫʯʘʩʪʠʝʪʦ ʥʘ ʧʦʪʨʝʙʠʪʝʣʷ ʚ 

ʩʲʟʜʘʚʘʥʝʪʦ Ҁ. ɺ ʥʘʩʪʦʷʱʠʷ ʤʦʤʝʥʪ ʥʝ ʩʲʱʝʩʪʚʫʚʘ ʧʨʦʝʢʪ, ʢʦʡʪʦ ʜʘ 

ʜʘʚʘ ʥʘ ʟʜʨʘʚʥʠʪʝ ʤʝʥʠʜʞʲʨʠ ʚʲʟʤʦʞʥʦʩʪ ʟʘ ʦʮʝʥʢʘ/ʠʟʤʝʨʚʘʥʝ ʥʘ 

ʢʘʯʝʩʪʚʦʪʦ ʦʪ ʛʣʝʜʥʘ ʪʦʯʢʘ ʥʘ ʧʨʠʥʮʠʧʠʪʝ ʥʘ ʥʝʩʪʦʧʘʥʩʢʠʷ ʤʘʨʢʝʪʠʥʛ ʠ 

TQM.  

ʍʘʨʘʢʪʝʨʠʩʪʠʢʠʪʝ ʥʘ ʫʩʣʫʛʘʪʘ ʦʪ ʝʜʥʘ ʩʪʨʘʥʘ, ʪʨʘʥʩʬʦʨʤʘʮʠʷʪʘ ʥʘ 

ʦʙʱʝʩʪʚʦʪʦ ʚ ʠʥʬʦʨʤʘʮʠʦʥʥʦ ʪʘʢʦʚʘ ʦʪ ʜʨʫʛʘ ʩʪʨʘʥʘ, ʠ ʦʙʨʲʱʘʥʝ ʥʘ 
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ʮʝʥʥʦʩʪʠʪʝ ʦʪ ʤʘʪʝʨʠʘʣʥʠʪʝ ʘʢʪʠʚʠ ʢʲʤ ʥʝʤʘʪʝʨʠʘʣʥʠʪʝ, ʧʨʝʜʧʦʣʘʛʘʪ 

ʪʲʨʩʝʥʝ ʧʦʪʝʥʮʠʘʣʥʠ ʠ ʠʥʜʠʨʝʢʪʥʠ ʢʨʠʪʝʨʠʠ ʟʘ ʦʮʝʥʢʘ ʥʘ ʢʘʯʝʩʪʚʦʪʦ.  

ʅʘʩʪʦʷʱʘʪʘ ʜʦʢʪʦʨʩʢʘ ʨʘʙʦʪʘ ʧʨʘʚʠ ʦʧʠʪ ʜʘ ʧʨʝʜʩʪʘʚʠ ʧʦʜʭʦʜ (ʤʝʪʦʜ) 

ʟʘ ʦʮʝʥʢʘ ʟʘ ʨʘʮʠʦʥʘʣʥʘ ʩʪʨʫʢʪʫʨʘ ʥʘ ʦʨʛʘʥʠʟʘʮʠʷ, ʧʨʝʜʦʩʪʘʚʷʱʘ 

ʤʝʜʠʮʠʥʩʢʘ ʧʦʤʦʱ ʠ ʟʜʨʘʚʥʠ ʫʩʣʫʛʠ, ʦʪ ʛʣʝʜʥʘʪʘ ʪʦʯʢʘ ʥʘ ʪʦʪʘʣʥʦʪʦ 

ʢʘʯʝʩʪʚʦ ʠ ʚʲʚ ʬʦʨʤʘʪʘ ʥʘ ʥʝʩʪʦʧʘʥʩʢʠʷ ʤʘʨʢʝʪʠʥʛ. ɿʘ ʮʝʣʪʘ ʝ ʦʩʲʱʝʩʪʚʝʥʦ 

ʘʥʢʝʪʥʦ ʧʨʦʫʯʚʘʥʝ ʚ ʪʨʠ ʘʩʧʝʢʪʘ: 

i. ʆʮʝʥʢʘ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʤʝʜʠʮʠʥʩʢʘʪʘ ʧʦʤʦʱ ʚ ʙʦʣʥʠʯʥʠʷ ʩʝʢʪʦʨ, 

ʯʨʝʟ ʛʣʦʙʘʣʥʠʷ ʢʦʝʬʠʮʠʝʥʪ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʤʝʜʠʮʠʥʩʢʘʪʘ ʫʩʣʫʛʘ 

(SQI) ʥʘ ʙʘʟʘʪʘ ʥʘ ʧʨʠʣʦʞʝʥʠʝ ʥʘ ʤʝʪʦʜʠʢʘʪʘ SERVQUAL ʠ ʤʦʜʝʣʘ 

Gap. 

ii. ʀʟʤʝʨʚʘʥʝ ʥʘ ʫʜʦʚʣʝʪʚʦʨʝʥʠʝʪʦ ʥʘ ʧʦʪʨʝʙʠʪʝʣʠʪʝ ʩʧʦʨʝʜ 

ʧʨʝʜʣʘʛʘʥʘʪʘ ʦʬʝʨʪʘ ʦʪ ʦʨʛʘʥʠʟʘʮʠʷʪʘ, ʯʨʝʟ ʦʮʝʥʢʘ ʥʘ ʫʩʣʫʛʘʪʘ ʚ 

ʯʘʩʪʪʘ Ăʚʘʞʥʦʩʪò ʠ Ăʠʟʧʲʣʥʝʥʠʝò; 

iii. ʆʮʝʥʢʘ ʥʘ ʩʪʝʧʝʥʪʘ ʥʘ ʫʜʦʚʣʝʪʚʦʨʝʥʦʩʪ ʥʘ ʧʦʪʨʝʙʥʦʩʪʠʪʝ ʥʘ 

ʧʝʨʩʦʥʘʣʘ ʚ ʣʝʯʝʙʥʦʪʦ ʟʘʚʝʜʝʥʠʝ, ʯʨʝʟ ʦʧʨʝʜʝʣʷʥʝ ʥʘ ʤʦʪʠʚʘʮʠʦʥʥʠʷ 

ʧʨʦʬʠʣ ʥʘ ʧʝʨʩʦʥʘʣʘ ʥʘ ʃɿɹʇ. 

ʅʘʫʯʥʠʷʪ ʧʨʠʥʦʩ ʥʘ ʜʦʢʪʦʨʩʢʘʪʘ ʨʘʙʦʪʘ ʩʝ ʩʲʩʪʦʠ ʚ ʩʣʝʜʥʠʪʝ 

ʥʘʧʨʘʚʣʝʥʠʷ: 

¶ ʀʟʩʣʝʜʚʘʥʝʪʦ ʚʲʨʭʫ ʧʨʠʣʘʛʘʥʝ ʥʘ ʤʝʪʦʜʠʢʘʪʘ SERVQUAL ʟʘ ʦʮʝʥʢʘ 

ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʜʦʢʘʟʚʘ ʟʘʚʠʩʠʤʦʩʪʠ ʤʝʞʜʫ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʤʝʜʠʮʠʥʩʢʘʪʘ 

ʫʩʣʫʛʘ (ʠʟʤʝʨʝʥʦ ʯʨʝʟ ʛʣʦʙʘʣʝʥ ʢʦʝʬʠʮʠʝʥʪ ʥʘ ʢʘʯʩʪʚʦʪʦ - SQI) ʠ 

ʦʯʘʢʚʘʥʠʷʪʘ, ʠ ʤʝʞʜʫ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʫʩʣʫʛʘʪʘ ʠ ʚʲʟʧʨʠʷʪʠʷʪʘ ʟʘ ʥʝʷ; 

¶ ɼʦʢʘʟʘʥʘ ʝ ʟʥʘʯʠʤʘ ʢʦʨʝʣʘʮʠʦʥʥʘ ʟʘʚʠʩʠʤʦʩʪ ʤʝʞʜʫ ʢʘʯʝʩʪʚʦʪʦ ʥʘ 

ʤʝʜʠʮʠʥʩʢʘʪʘ ʫʩʣʫʛʘ, (ʠʟʤʝʨʝʥʦ ʯʨʝʟ ʛʣʦʙʘʣʝʥ ʢʦʝʬʠʮʠʝʥʪ ʥʘ 

ʢʘʯʩʪʚʦʪʦ - SQI) ʠ ʨʝʡʪʠʥʛʠʪʝ Ăʚʘʞʥʦʩʪ ï ʧʨʝʜʩʪʘʚʷʥʝò;  

¶ ʇʨʦʫʯʚʘʥʝʪʦ ʜʦʢʘʟʚʘ, ʯʝ ʥʠʚʦʪʦ ʥʘ ʤʦʪʠʚʘʮʠʷʪʘ ʥʘ ʩʲʪʨʫʜʥʠʮʠʪʝ ʚ 

ʦʨʛʘʥʠʟʘʮʠʷʪʘ, ʢʘʪʦ ʯʘʩʪ ʦʪ ʢʦʥʮʝʧʮʠʷʪʘ ʟʘ ʪʦʪʘʣʥʦ ʢʘʯʝʩʪʚʦ ʝ 

ʠʥʜʠʨʝʢʪʝʥ ʠʟʤʝʨʠʪʝʣ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʤʝʜʠʮʠʥʩʢʘʪʘ ʫʩʣʫʛʘ, 

ʠʟʨʘʟʝʥʦ ʯʨʝʟ ʛʣʦʙʘʣʥʠʷ ʢʦʝʬʠʮʠʝʥʪ ʥʘ ʢʘʯʝʩʪʚʦʪʦ (SQI) ʥʘ 

ʤʝʪʦʜʠʢʘʪʘ SERVQUAL 

¶ ʊʝʦʨʝʪʠʯʥʦ ʩʝ ʜʦʧʫʩʥʘ ʠ ʩʝ ʘʨʛʫʤʝʥʪʠʨʘ ʪʝʟʘʪʘ, ʯʝ ʤʝʪʦʜʠʢʘʪʘ 

SERVQUAL ʝ ʠʥʩʪʨʫʤʝʥʪ ʟʘ ʠʟʤʝʨʚʘʥʝ, ʢʘʢʪʦ ʥʘ ʬʫʥʢʮʠʧʥʘʣʥʦʪʦ 

ʢʘʯʝʩʪʚʦ, ʪʘʢʘ ʠ ʥʘ ʪʝʭʥʠʯʝʩʢʦʪʦ ʢʘʯʝʩʪʚʦ ʥʘ ʫʩʣʫʛʘʪʘ. 
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ʇʨʝʜʩʪʘʚʝʥʘʪʘ ʩʭʝʤʘ/ʘʣʛʦʨʠʪʲʤ ʟʘ ʦʮʝʥʢʘ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʥʘ 

ʤʝʜʠʮʠʥʩʢʘʪʘ ʫʩʣʫʛʘ, ʱʝ ʜʘʜʝ ʥʘʩʦʢʠ ʥʘ ʤʝʥʠʜʞʲʨʠʪʝ ʥʘ ʃɿ, ʜʘ ʦʮʝʥʢʘ 

ʥʘ ʜʝʡʥʦʩʪʪʘ ʦʪ ʛʣʝʜʥʘ ʪʦʯʢʘ ʥʘ ʤʘʨʢʝʪʠʥʛʘ ʠ ʪʦʪʘʣʥʦʪʦ ʢʘʯʝʩʪʚʦ, ʱʝ ʠʤ 

ʧʦʤʦʛʥʝ ʧʨʠ ʨʘʟʨʘʙʦʚʘʥʝʪʦ ʥʘ ʩʪʨʘʪʝʛʠʯʝʩʢʠʪʝ ʧʣʘʥʦʚʝ ʠ ʟʘ 

ʧʨʠʝʤʘʥʝʪʦ ʥʘ ʫʧʨʘʚʣʝʥʩʢʠ ʨʝʰʝʥʠʷ. 
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ɻʃɸɺɸ ʇʒʈɺɸ ï ʃʀʊɽʈɸʊʋʈɽʅ ʆɹɿʆʈ 

 

1.ɿʘ ʧʨʦʠʟʭʦʜʘ ʥʘ ʢʘʯʝʩʪʚʦʪʦ  

ʀʩʪʦʨʠʯʝʩʢʘʪʘ ʭʨʦʥʦʣʦʛʠʷ ʥʘ ʩʲʙʠʪʠʷʪʘ, ʩʚʲʨʟʘʥʠ ʩ ʧʨʦʠʟʭʦʜʘ ʥʘ 

ʢʘʯʝʩʪʚʦʪʦ ʨʘʟʢʨʠʚʘ ʚʩʝʢʠ ʥʦʚ ʤʦʤʝʥʪ ʥʘ ʚʲʟʥʠʢʚʘʥʝ ʥʘ ʦʪʜʝʣʥʠ Ăʝʣʝʤʝʥʪʠò 

ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʠ ʨʘʟʚʠʪʠʝʪʦ ʤʫ, ʢʘʪʦ ʧʦʜʩʢʘʟʚʘ, ʯʝ ʪʝ ʩʝ ʟʘʨʘʞʜʘʪ ʚ ʩʘʤʠʷ 

ʧʨʦʮʝʩ ʥʘ ʧʨʦʠʟʚʦʜʩʪʚʦ ʠ ʩʝ ʦʩʥʦʚʘʚʘʪ ʥʘ ʠʢʦʥʦʤʠʯʝʩʢʠʪʝ ʟʘʢʦʥʠ ʠ ʥʘʫʯʥʠʪʝ 

ʟʘʢʦʥʦʤʝʨʥʦʩʪʠ. ʋʧʨʘʚʣʝʥʩʢʠʷʪ ʘʩʧʝʢʪ, ʦʪʙʝʣʷʟʚʘ ʫʩʠʣʠʷʪʘ ʥʘ ʤʝʥʠʜʞʤʲʥʪʘ 

ʟʘ ʧʦʜʦʙʨʷʚʘʥʝ ʥʘ ʢʘʯʝʩʪʚʦʪʦ, ʧʦʩʨʝʜʩʪʚʦʤ ʪʲʨʩʝʥʝ ʥʘ ʠʥʩʪʨʫʤʝʥʪʠ ʟʘ 

ʫʧʨʘʚʣʝʥʠʝ ʥʘ ʢʘʯʝʩʪʚʦʪʦ. ʂʲʤ ʥʝʛʦ ʩʝ ʦʪʥʘʩʷʪ ʥʦʨʤʠʪʝ, ʥʘʫʯʥʠʪʝ ʦʩʥʦʚʠ ʥʘ 

ʫʧʨʘʚʣʝʥʠʝʪʦ, ʜʚʘʪʘ ʧʦʜʭʦʜʘ - ʧʨʦʮʝʩʝʥ ʠ ʩʪʨʫʢʪʫʨʝʥ, ʤʝʪʦʜʠʪʝ ʠ ʪʝʭʥʠʢʠʪʝ 

ʟʘ ʠʟʤʝʨʚʘʥʝ ʠ ʦʮʝʥʢʘ ʥʘ ʢʘʯʝʩʪʚʦʪʦ. ʆʪ ʜʚʘʪʘ ʘʩʧʝʢʪʘ ʤʦʛʘʪ ʜʘ ʙʲʜʘʪ 

ʠʟʚʣʝʯʝʥʠ ʜʨʫʛʠ ʟʘʚʠʩʠʤʦʩʪʠ ʢʘʪʦ: ʩʦʮʠʘʣʥʠʪʝ ʦʪʥʦʰʝʥʠʷ, ʨʦʣʷʪʘ ʥʘ 

ʧʦʪʨʝʙʥʦʩʪʠʪʝ, ʥʘ ʛʣʦʙʘʣʠʟʘʮʠʷʪʘ, ʧʦʣʠʪʠʯʝʩʢʠʷʪ ʬʘʢʪʦʨ ʠ ʢʦʥʢʫʨʝʥʮʠʷʪʘ, 

ʜʚʠʞʝʱʠʪʝ ʩʠʣʠ ʟʘ ʨʘʟʚʠʪʠʝ ʥʘ ʢʘʯʝʩʪʚʦʪʦ. 

1.1.ʀʩʪʦʨʠʯʝʩʢʘ ʨʘʤʢʘ 

ɸʤʝʨʠʢʘʥʩʢʘʪʘ ʘʩʦʮʠʘʮʠʷ ʧʦ ʢʘʯʝʩʪʚʦʪʦ (ASQ) ʧʨʦʩʣʝʜʷʚʘ ʨʘʟʚʠʪʠʝʪʦ 

ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʚ ʭʨʦʥʦʣʦʛʠʯʥʘ ʨʘʤʢʘ ʢʘʪʦ ʦʯʝʨʪʘʚʘ ʥʝʛʦʚʠʪʝ ʢʦʨʝʥʠ ʥʘʟʘʜ 

ʚʲʚ ʚʨʝʤʝʪʦ ʢʲʤ Ăʉʨʝʜʥʦʚʝʢʦʚʥʘ ɽʚʨʦʧʘò ʜʦ 13 ʚʝʢ, ʧʨʝʟ ʝʪʘʧʠʪʝ ʥʘ: 

Ăʀʥʜʫʩʪʨʠʘʣʥʠʪʝ ʨʝʚʦʣʶʮʠʠò, Ăʈʘʥʥʠʷʪ 20 ʚʝʢò, Ăɺʪʦʨʘʪʘ ʩʚʝʪʦʚʥʘ ʚʦʡʥʘò, 

Ăʊʦʪʘʣʥʦ ʢʘʯʝʩʪʚʦò ʠ Ăʆʪʚʲʜ ʊʦʪʘʣʥʦʪʦ ʢʘʯʝʩʪʚʦò.   

ɺ ʇʨʝʜʠʥʜʫʩʪʨʠʘʣʥʘ ʨʝʚʦʣʶʮʠʷ (ʉʨʝʜʥʦʚʝʢʦʚʥʘ ɽʚʨʦʧʘ), 

ʧʨʘʚʠʣʘʪʘ ʟʘ ʢʘʯʝʩʪʚʦʪʦ ʧʨʦʠʟʣʠʟʘʪ ʦʪ ʪʦʟʠ, ʢʦʡʪʦ ʧʨʦʠʟʚʝʞʜʘ ʠ ʪʦʟʠ 

ʘʢʪ ʝ ʦʩʲʟʥʘʪ ʚ ʧʨʦʮʝʩʘ ʥʘ ʧʨʦʠʟʚʦʜʩʪʚʦʪʦ, ʚʝʨʦʷʪʥʦ ʢʘʪʦ ʧʲʨʚʦʦʙʨʘʟ 

ʥʘ ʩʪʘʥʜʘʨʪʘ. Ăɿʥʘʮʠʪʝ ʦʪ ʠʥʩʧʝʢʮʠʷʪʘò ʠ Ăɿʥʘʮʠʪʝ ʥʘ ʟʘʥʘʷʪʯʠʠʪʝò ʩʘ 

ʠʟʨʘʟ ʥʘ ʧʲʨʚʠʪʝ ʠʥʩʪʨʫʤʝʥʪʠ ʟʘ ʧʦʜʦʙʨʷʚʘʥʝ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʠ ʧʲʨʚʘʪʘ 

ʬʦʨʤʘ ʥʘ ʢʦʥʪʨʦʣ ʜʦ ʥʘʩʪʲʧʚʘʥʝʪʦ ʥʘ ʀʥʜʫʩʪʨʠʘʣʥʘʪʘ ʨʝʚʦʣʶʮʠʷ ʚ 

ʥʘʯʘʣʦʪʦ ʥʘ 19 ʚʝʢ, ʘ ʧʦ ï ʢʲʩʥʦ ʫʩʲʚʲʨʰʝʥʩʪʚʘʥ ʢʘʪʦ ʩʝʨʪʠʬʠʢʘʮʠʷʪʘ ʠ 

ʥʘʛʨʘʜʠʪʝ ʟʘ ʢʘʯʝʩʪʚʦ [158]. 

ɽʧʦʭʘʪʘ ʥʘ ʀʥʜʫʩʪʨʠʘʣʥʘʪʘ ʨʝʚʦʣʶʮʠʷ ʩʝ ʭʘʨʘʢʪʝʨʠʟʠʨʘ ʩ ʥʘ ʜʚʝ 

ʪʝʥʜʝʥʮʠʠ ï ʟʘʚʠʩʠʤʦʩʪʪʘ ʥʘ ʧʨʦʠʟʚʦʜʠʪʝʣʠʪʝ ʦʪ ʥʫʞʜʠʪʝ ʦʪ ʢʘʯʝʩʪʚʦ 

ʥʘ ʧʦʪʨʝʙʠʪʝʣʠʪʝ ʠ ʧʦʩʣʝʜʚʘʣʠʷʪ ʧʨʦʮʝʩ ʥʘ ʨʘʟʜʝʣʝʥʠʝ ʥʘ ʪʨʫʜʘ, ʢʦʠʪʦ 

ʩʝ ʦʩʥʦʚʘʚʘʪ ʥʘ ʠʢʦʥʦʤʠʯʝʩʢʘ ʟʘʢʦʥʦʤʝʨʥʦʩʪ ʦʪ ʝʜʥʘ ʩʪʨʘʥʘ, ʣʠʥʝʡʥʘʪʘ 
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ʟʘʚʠʩʠʤʦʩʪ ʤʝʞʜʫ ʨʘʟʜʝʣʝʥʠʝʪʦ ʥʘ ʪʨʫʜʘ ʠ ʧʨʦʠʟʚʦʜʠʪʝʣʥʦʩʪʪʘ ʠ ʦʪ 

ʜʨʫʛʘ ï ʥʘ ʩʢʣʦʥʥʦʩʪʪʘ ʢʲʤ ʨʘʟʤʷʥʘ, ʦʩʥʦʚʘʚʱʘ ʩʝ ʥʘ ʩʦʙʩʪʚʝʥʠʷ 

ʠʥʪʝʨʝʩ. 1 

ʈʘʥʥʠʷʪ 20 ʚʝʢ ʩʝ ʭʘʨʘʢʪʝʨʠʟʠʨʘ ʩ ʚʢʣʶʯʚʘʥʝ ʥʘ Ăʧʨʦʮʝʩʘò ʚ 

ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʧʨʘʢʪʠʢʠʪʝ, ʯʨʝʟ ʢʦʥʮʝʧʮʠʷʪʘ Ăʉʪʘʪʠʩʪʠʯʝʩʢʠ ʢʘʯʝʩʪʚʝʥ 

ʢʦʥʪʨʦʣò (SQC) ʠ ʢʦʥʪʨʦʣʥʠʪʝ ʢʘʨʪʠ ï ʩʲʚʨʝʤʝʥʥʠʪʝ ʠʥʩʪʨʫʤʝʥʪʠ ʟʘ ʦʮʝʥʢʘ ʠ 

ʫʧʨʘʚʣʝʥʠʝ ʥʘ ʢʘʯʝʩʪʚʦʪʦ 2 [154, 159, 164].  

ɺʪʦʨʘʪʘ ʩʚʝʪʦʚʥʘ ʚʦʡʥʘ ʝ ʚʦʜʦʜʝʣ ʤʝʞʜʫ ʜʚʘʪʘ ʧʦʜʭʦʜʘ 

Ăʤʝʭʘʥʠʯʥʦʪʦ ʠʥʞʝʥʝʨʩʪʚʦò ʠ Ăʫʧʨʘʚʣʝʥʠʝ ʥʘ ʢʘʯʝʩʪʚʦʪʦò. ʃʠʧʩʚʘ ʥʘ 

ʧʨʦʬʝʩʠʥʘʣʥʦ ʦʙʱʝʩʪʚʦ, ʦʨʠʝʥʪʠʨʘʥʦ ʢʲʤ ʢʘʯʝʩʪʚʦʪʦ [161].  

ʂʦʥʮʝʧʮʠʷʪʘ ʟʘ Ăʊʦʪʘʣʥʦʪʦ ʢʘʯʝʩʪʚʦò ʩʝ ʬʦʢʫʩʠʨʘ ʚʲʨʭʫ 

ʧʦʜʦʙʨʷʚʘʥʝ ʥʘ ʮʝʣʠʷ ʦʨʛʘʥʠʟʘʮʠʦʥʝʥ ʧʨʦʮʝʩ ʯʨʝʟ ʭʦʨʘʪʘ, ʢʦʠʪʦ ʛʦ 

ʦʩʲʱʝʩʪʚʷʚʘʪ [162]. 

ɽʢʩʧʝʨʪʲʪ ʧʦ ʢʘʯʝʩʪʚʦʪʦ ʅʘʥʩʠ ʊʘʛ ʛʦʚʦʨʠ ʟʘ ʥʦʚʘ ʩʠʩʪʝʤʘ ʥʘ 

ʢʘʯʝʩʪʚʦʪʦ, ʢʦʷʪʦ ʝʚʦʣʶʠʨʘ ʦʪʚʲʜ ʦʩʥʦʚʠʪʝ, ʧʦʩʪʘʚʝʥʠ ʦʪ ɼʝʤʠʥʛ, ɼʞʫʨʘʥ ʠ 

ʨʘʥʥʠʪʝ ʗʧʦʥʩʢʠ ʧʨʘʢʪʠʮʠ ʥʘ ʢʘʯʝʩʪʚʦʪʦ. ɺ ʥʘʯʘʣʦʪʦ ʥʘ 21 ʚʝʢ, ʨʘʟʚʠʪʠʝʪʦ 

ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʧʨʦʥʠʢʚʘ ʦʪʚʲʜ ʢʦʥʮʝʧʮʠʷʪʘ Ăʊʦʪʘʣʥʦ ʢʘʯʝʩʪʚʦò ʠ ʥʘʚʣʠʟʘ 

ʚʲʚ ʬʘʟʘ ʥʘ Ăʟʨʝʣʦʩʪò, ʧʨʦʷʚʷʚʘʱʘ ʩʝ ʚ ʥʷʢʦʣʢʦ ʢʣʶʯʦʚʠ ʤʦʤʝʥʪʘ: (1) 

ʧʨʝʨʘʟʛʣʝʞʜʘʥʝ ʥʘ ʩʪʘʥʜʘʨʪʠʪʝ ʧʦ ʫʧʨʘʚʣʝʥʠʝ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʧʦ ISO 2000 ʩ 

ʘʢʮʝʥʪ ʧʦʜʦʙʨʷʚʘʥʝ ʥʘ ʫʜʦʚʣʝʪʚʦʨʷʚʘʥʝ ʥʘ ʧʦʪʨʝʙʠʪʝʣʠʪʝ; (2) ʜʦʙʘʚʷʥʝ ʥʘ 

ʥʦʚʠ ʢʨʠʪʝʨʠʠ ʟʘ ʙʠʟʥʝʩ ʨʝʟʫʣʪʘʪʠ ʥʘ ʅʘʮʠʦʥʘʣʥʘʪʘ ʥʘʛʨʘʜʘ ʟʘ ʢʘʯʝʩʪʚʦ 

ʄʘʣʢʲʣʤ ɹʦʣʜʨʠʜʞ (1995ʛ.) ʠ ʜʦʙʘʚʷʥʝʪʦ Ҁ ʢʲʤ ʦʙʨʘʟʦʚʘʥʠʝʪʦ ʠ 

ʦʙʱʝʩʪʚʝʥʦʪʦ ʟʜʨʘʚʝ; (3) ʢʦʥʮʝʧʮʠʷʪʘ ʟʘ ʢʘʯʝʩʪʚʦʪʦ ĂSix 

Sigmaò,ʧʨʠʣʦʞʠʤʘ ʟʘ ʧʨʦʜʫʢʪʠ ʠ ʫʩʣʫʛʠ, ʘʢʮʝʥʪʠʨʘ ʚʲʨʭʫ ʩʧʦʩʦʙʥʦʩʪʪʘ ʠ 

ʩʪʘʙʠʣʥʦʩʪʪʘ ʥʘ ʧʨʦʮʝʩʘ, ʚʘʨʠʘʮʠʠʪʝ ʥʘ ʧʨʦʮʝʩʘ ʠ ʨʠʩʢʘ ʦʪ ʜʝʬʝʢʪʠ (4) 

ʨʘʟʚʠʪʠʝ ʥʘ ʤʝʪʦʜʘ ĂQFDĂ - Ăʌʫʥʢʮʠʷ ʟʘ ʨʘʟʛʨʲʱʘʥʝ ʥʘ ʢʘʯʝʩʪʚʦʪʦò, ʟʘ 

ʬʦʢʫʩʠʨʘʥʝ ʚʲʨʭʫ ʠʟʠʩʢʚʘʥʠʷʪʘ ʥʘ ʧʦʪʨʝʙʠʪʝʣʠʪʝ ʚ ʨʝ/ʧʨʦʝʢʪʠʨʘʥʝ ʥʘ 

ʧʨʦʜʫʢʪʘ ʠʣʠ ʫʩʣʫʛʘʪʘ [163].  

                                                           
1
 Ăʈʘʟʜʝʣʝʥʠʝʪʦ ʥʘ ʪʨʫʜʘ ʚʦʜʠ ʜʦ ʧʨʦʧʦʨʮʠʦʥʘʣʥʦ ʫʚʝʣʠʯʝʥʠʝ ʥʘ ʧʨʦʠʟʚʦʜʠʪʝʣʥʘʪʘ ʩʠʣʘ ʠ ʚ ʦʩʥʦʚʘʪʘ 
ʥʘ ʪʦʟʠ ʧʨʦʮʝʩ ʩʪʦʠ ʯʝʨʪʘ ʥʘ ʯʦʚʝʰʢʘʪʘ ʧʨʠʨʦʜʘ óòʩʢʣʦʥʥʦʩʪʪʘ ʢʲʤ ʨʘʟʤʷʥʘò ʥʘ ʧʨʝʜʤʝʪʠ, ʢʦʷʪʦ ʥʝ 
ʤʦʞʝ ʜʘ ʩʝ ʧʦʩʪʠʛʥʝ ʩ ʙʣʘʛʦʚʦʣʝʥʠʝʪʦ ʤʝʞʜʫ ʭʦʨʘʪʘ, ʘ ʩ ʚʟʘʠʤʥʘʪʘ ʠʟʛʦʜʘ, ʪ.ʝ. ʩ ʦʪʥʦʰʝʥʠʝʪʦ ʢʲʤ 
ʩʦʙʩʪʚʝʥʠʷ ʠʥʪʝʨʝʩò (ɸʜʘʤ ʉʤʠʪ ʚ ʢʥʠʛʘʪʘ ʩʠ Ăʀʟʩʣʝʜʚʘʥʝ ʥʘ ʧʨʠʨʦʜʘʪʘ ʠ ʧʨʠʯʠʥʠʪʝ ʥʘ ʙʦʛʘʪʩʪʚʘʪʘ ʥʘ 
ʥʘʨʦʜʠʪʝò)[3,4]. 
2
  Ăʇʨʦʠʟʚʦʜʩʪʚʝʥʠʷʪ ʧʨʦʮʝʩ ʜʦʙʠʚʘ ʬʘʢʪʠ ʠ ʜʘʥʥʠ, ʢʦʠʪʦ ʤʦʛʘʪ ʜʘ ʙʲʜʘʪ ʘʥʘʣʠʟʠʨʘʥʠ , ʧʦʩʨʝʜʩʪʚʦʤ 
ʩʪʘʪʠʩʪʠʯʝʩʢʠ ʪʝʭʥʠʢʠ, ʩ ʮʝʣ ʜʘ ʩʝ ʧʨʦʚʝʨʠ ʜʘʣʠ ʧʨʦʮʝʩʲʪ ʝ ʩʪʘʙʠʣʝʥ  ʠ ʝ ʧʦʜ ʢʦʥʪʨʦʣ ʠʣʠ ʝ ʟʘʩʝʛʥʘʪ 
ʦʪ ʫʩʪʠʡʯʠʚʘ ʧʨʠʯʠʥʘò (ʋʦʣʪʲʨ ʐʫʭʘʨʜ). 
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ʄʦʜʝʨʥʦʪʦ ʢʘʯʝʩʪʚʦ ʦʪʨʘʟʷʚʘ ʥʘʫʯʥʠʪʝ ʜʦʩʪʠʞʝʥʠʷ ʚ ʤʝʥʠʜʞʤʲʥʪʘ ʥʘ 

ʢʘʯʝʩʪʚʦʪʦ. ʉʚʲʨʟʚʘ ʩʝ ʩ ʰʢʦʣʠʪʝ ʥʘ ʅʘʫʯʥʦʪʦ ʫʧʨʘʚʣʝʥʠʝ ʠ Ăʏʦʚʝʰʢʠ 

ʦʪʥʦʰʝʥʠʷò, ʢʘʢʪʦ ʠ ʩ ʠʤʝʥʘʪʘ ʥʘ ʫʯʝʥʠ, ʯʠʠʪʦ ʜʦʩʪʠʞʝʥʠʷ, ʥʘʤʠʨʘʪ 

ʧʨʠʣʦʞʝʥʠʝ ʚ ʠʜʝʷʪʘ ʟʘ ʪʦʪʘʣʥʦ ʢʘʯʝʩʪʚʦ: Murray (1938) ʬʦʢʫʩ ʚʲʨʭʫ 

ʥʫʞʜʘʪʘ ʟʘ ʧʦʩʪʠʞʝʥʠʷ, ʧʨʠʥʘʜʣʝʞʥʦʩʪ, ʫʙʝʞʜʝʥʦʩʪ ʠ ʩʚʦʙʦʜʘ ʥʘ ʠʟʙʦʨʘ. 

Herzberg (1966) ï Ăʨʘʟʤʝʨʲʪ ʥʘ ʫʜʦʚʣʝʪʚʦʨʝʥʠʝʪʦ ʠ ʥʝʫʜʦʚʣʝʪʚʦʨʝʥʠʝʪʦ 

ʥʝʟʘʚʠʩʠ ʦʪ ʟʘʧʣʘʱʘʥʝʪʦò, McGregor (1960) - ʊʝʦʨʠʷʪʘ Ăʍò ʠ ʊʝʦʨʠʷʪʘ Ăʋò, 

Maslow (1968) - ʊʝʦʨʠʷʪʘ ʥʘ ʡʝʨʘʨʭʠʷʪʘ ʥʘ ʧʦʪʨʝʙʥʦʩʪʠʪʝ. ʈʝʚʦʣʶʮʠʷ ʥʘ 

ʢʘʯʝʩʪʚʦʪʦ ʦʙʝʜʠʥʷʚʘ ʧʨʠʥʦʩʘ ʥʘ ɼʝʤʠʥʛ, ɼʞʫʨʘʥ, ʂʨʦʩʙʠ, ʀʰʠʢʘʚʘ, ʂʘʥʦ, 

ʌʘʡʛʝʥʙʘʫʤ, ʊʘʛʫʯʠ ʠ ʐʠʛʦ ʦʢʦʣʦ ʬʠʣʦʩʦʬʠʷʪʘ ʟʘ ʪʦʪʘʣʥʦʪʦ ʢʘʯʝʩʪʚʦ. 

ʇʨʠʣʦʞʝʥʠʝʪʦ ʥʘ ʧʨʦʠʟʚʦʜʩʪʚʝʥʠʪʝ ʧʨʘʢʪʠʢʠ ʚ ʩʝʢʪʦʨʘ ʥʘ ʫʩʣʫʛʠʪʝ, ʩʝ 

ʦʟʥʘʯʘʚʘ ʢʘʪʦ Ăʈeʚʦʣʶʮʠʷ ʥʘ ʫʩʣʫʛʠʪʝò [135]. 

 

1.1.1.ʌʘʢʪʦʨʠ, ʦʙʫʩʣʘʚʷʱʠ ʨʘʟʚʠʪʠʝʪʦ ʥʘ ʢʘʯʝʩʪʚʦʪʦ - ʦʙʱʦ 

ʈʘʟʚʠʪʠʝʪʦ ʥʘ ʧʦʥʷʪʠʝʪʦ ʢʘʯʝʩʪʚʦ ʩʝ ʦʙʫʩʣʘʚʷ ʦʪ ʜʚʘ ʦʩʥʦʚʥʠ ʬʘʢʪʦʨʘ: 

ʥʘʯʠʥʲʪ ʥʘ ʧʨʦʠʟʚʦʜʩʪʚʦ ʠ ʨʘʟʚʠʪʠʝʪʦ ʥʘ ʧʘʟʘʨʘ.  

ʅʘʯʠʥʲʪ ʥʘ ʧʨʦʠʟʚʦʜʩʪʚʦ ʝ ʚʲʚ ʚʨʲʟʢʘ ʩ ʧʨʠʣʦʞʝʥʠʝʪʦ ʥʘ ʧʦʩʪʠʞʝʥʠʷʪʘ 

ʥʘ ʥʘʫʢʘʪʘ ʠ ʪʝʭʥʠʢʘʪʘ, ʚʦʜʝʱʠ ʜʦ ʫʩʲʚʲʨʰʝʥʩʪʚʘʥʝ ʥʘ ʧʨʦʜʫʢʪʘ/ʫʩʣʫʛʘʪʘ, ʘ 

ʩ ʪʦʚʘ ʜʦ ʧʦʚʠʰʘʚʘʥʝ ʙʨʦʷ ʥʘ ʦʮʝʥʷʚʘʥʠʪʝ ʠʤ ʩʚʦʡʩʪʚʘ.  

ʈʘʟʚʠʪʠʝʪʦ ʥʘ ʧʘʟʘʨʘ ʧʦʩʪʘʚʷ ʨʘʟʣʠʯʥʠ ʠʟʠʩʢʚʘʥʠʷ ʢʲʤ 

ʧʨʦʜʫʢʪʘ/ʫʩʣʫʛʘʪʘ. ʇʨʠ Ăʇʘʟʘʨ ʥʘ ʧʨʦʜʘʚʘʯʘò (1770 ï 1960) - ʚʲʨʭʫ 

ʧʨʦʠʟʚʦʜʩʪʚʦ ʠ ʢʦʣʠʯʝʩʪʚʦ. ʇʨʠ Ăʇʘʟʘʨ ʥʘ ʢʫʧʫʚʘʯʘò (1970) ï ʚʲʨʭʫ 

ʪʲʨʩʝʥʝ ʠ ʧʨʝʜʣʘʛʘʥʝ, ʢʦʥʢʫʨʝʥʮʠʷ ʤʝʞʜʫ ʜʦʩʪʘʚʯʠʮʠʪʝ, ʩʪʘʪʠʩʪʠʯʝʩʢʠ 

ʧʨʦʮʝʜʫʨʠ, ʧʨʠʣʦʞʝʥʠʝ ʥʘ ʩʠʩʪʝʤʝʥ ʧʦʜʭʦʜ ʥʘ ʦʨʛʘʥʠʟʘʮʠʷ ʥʘ 

ʧʨʦʠʟʚʦʜʩʪʚʝʥʠʷ ʧʨʦʮʝʩ. Ăʇʘʟʘʨ ʥʘ ʫʩʣʫʛʠʪʝò (1980) - ʦʨʠʝʥʪʘʮʠʷ ʢʲʤ 

ʧʦʪʨʝʙʠʪʝʣʷ, ʧʨʠʣʘʛʘʥʝ ʥʘ ʩʝʨʪʠʬʠʮʠʨʘʥʠ ʩʠʩʪʝʤʠ ʟʘ ʫʧʨʘʚʣʝʥʠʝ ʥʘ 

ʢʘʯʝʩʪʚʦʪʦ ʠ TQM. Ăʄʨʝʞʦʚʠ ʧʘʟʘʨò (2000) - ʠʥʬʦʨʤʘʮʠʦʥʦ ʦʨʠʝʥʪʘʮʠʷ ʢʲʤ 

ʦʢʦʣʥʘʪʘ ʩʨʝʜʘ ʠ ʫʧʨʘʚʣʝʥʠʝ ʥʘ ʠʥʬʦʨʤʘʮʠʷ ʠ ʟʥʘʥʠʷ. ʆʪ ʛʣʝʜʥʘ ʪʦʯʢʘ ʥʘ 

ʨʘʟʚʠʪʠʝʪʦ ʥʘ ʧʨʦʮʝʩʘ ʥʘ ʨʘʟʤʷʥʘ ʩʝ ʩʯʠʪʘ, ʯʝ ʧʲʨʚʠʪʝ ʧʨʦʩʪʠ 

ʠʟʠʩʢʚʘʥʠʷ ʟʘ ʢʘʯʝʩʪʚʦ ʚʲʟʥʠʢʚʘʪ ʧʨʠ ʧʘʟʘʨ ʥʘ ʢʫʧʫʚʘʯʘ. 

ʉ ʨʘʟʚʠʪʠʝ ʥʘ ʩʠʩʪʝʤʠʪʝ ʟʘ ʫʧʨʘʚʣʝʥʠʝ ʥʘ ʢʘʯʝʩʪʚʦʪʦ, ʨʦʣʷʪʘ ʥʘ 

ʧʘʟʘʨʥʠʪʝ ʦʪʥʦʰʝʥʠʷ ʥʘʨʘʩʪʚʘ ʜʦ ʩʪʝʧʝʥ, ʯʝ ʪʝ ʩʝ Ăʚʛʨʘʞʜʘʪò ʚ 

ʩʪʨʘʪʝʛʠʷʪʘ ʥʘ ʦʨʛʘʥʠʟʘʮʠʠʪʝ ʠ ʚ ʧʦʣʠʪʠʢʘʪʘ ʧʦ ʢʘʯʝʩʪʚʦ. ʌʘʢʪʦʨʠʪʝ, 

ʚʣʠʷʝʱʠ ʚʲʨʭʫ ʢʘʯʝʩʪʦʪʦ ʩʝ ʧʨʦʷʚʷʚʘʪ ʯʨʝʟ Ăʀʥʪʝʛʨʠʨʘʥʘʪʘ ʩʠʩʪʝʤʘ ʟʘ 
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ʢʦʥʪʨʦʣ ʚʲʨʭʫ ʢʘʯʝʩʪʚʦʪʦò, ʚʢʣʶʯʚʘʱʘ: ʧʦʣʠʪʠʢʘ ʧʦ ʢʘʯʝʩʪʚʦʪʦ, 

ʠʥʬʦʨʤʘʮʠʷ, ʧʨʦʝʢʪʠʨʘʥʝ ʠ ʢʦʥʩʪʨʫʠʨʘʥʝ, ʤʘʪʝʨʠʘʣʠ, ʦʙʦʨʫʜʚʘʥʝ, ʪʨʫʜʦʚʠ 

ʨʝʩʫʨʩʠ ʠ ʪʝʭʥʠʯʝʩʢʦ ʦʙʩʣʫʞʚʘʥʝ [27, 29].  

 

1.1.2.ʌʘʢʪʦʨʠ, ʦʙʫʩʣʘʚʷʱʠ ʨʘʟʚʠʪʠʝʪʦ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʥʘ 

ʤʝʜʠʮʠʥʩʢʘʪʘ ʫʩʣʫʛʘ  

ʌʘʢʪʦʨʠʪʝ, ʢʦʠʪʦ ʩʘ ʧʦʚʣʠʷʣʠ ʟʘ ʨʘʟʚʠʪʠʝʪʦ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʟʜʨʘʚʥʘʪʘ 

ʫʩʣʫʛʘ, ʩʘ: ʥʘʫʯʥʠʪʝ ʧʦʩʪʠʞʝʥʠʷ ʦʙʱʦ ʠ ʥʘ ʤʝʜʠʮʠʥʩʢʘʪʘ ʪʝʦʨʠʷ ʠ ʧʨʘʢʪʠʢʘ, 

ʦʙʨʘʟʦʚʘʥʠʝʪʦ ʥʘ ʣʝʢʘʨʠʪʝ ʠ ʩʪʝʧʝʥʪʘ ʥʘ ʨʘʟʚʠʪʠʝ ʥʘ ʦʙʱʝʩʪʚʝʥʠʪʝ 

ʦʪʥʦʰʝʥʠʷ, (ʩʦʮʠʘʣʥʠ ʠ ʟʜʨʘʚʥʦʦʩʠʛʫʨʠʪʝʣʥʠ).  

ʀʩʪʦʨʠʯʝʩʢʠ ʧʨʦʙʣʝʤʲʪ ʧʨʝʤʠʥʘʚʘ ʧʨʝʟ ʪʨʠ ʬʘʟʠ. ʇʲʨʚʘʪʘ ʬʘʟʘ - 

ʧʨʠʣʦʞʥʦ ï ʝʤʧʠʨʠʯʥʘ, ʩʝ ʩʚʲʨʟʚʘ ʩ ʠʤʝʥʘʪʘ ʥʘ: ɸʙʨ. ʌʣʝʢʩʥʝʨ (ɼʦʢʣʘʜ ʥʘ 

ʌʣʝʢʩʥʝʨ, 1910ʛ.) ʠ ɽ. ʂʦʜʤʘʥ (ʧʨʝʜʣʘʛʘʥʝ ʥʘ ʤʝʪʦʜ ʟʘ ʠʟʤʝʨʚʘʥʝ ʠ ʦʮʝʥʢʘ 

ʥʘ ʨʝʟʫʣʪʘʪʠʪʝ ʥʘ ʙʦʣʥʠʯʥʘʪʘ ʧʦʤʦʱ ʚ ʉɸʑ). ɺʪʦʨʘʪʘ ʬʘʟʘ - ʩʪʨʫʢʪʫʨʥʦ ï 

ʦʮʝʥʲʯʥʘ ʩʝ ʩʚʲʨʟʚʘ ʩʲʩ ʩʲʟʜʘʚʘʥʝʪʦ ʥʘ ʩʪʨʫʢʪʫʨʘ ʟʘ ʦʮʝʥʷʚʘʥʝ ʠ 

ʛʘʨʘʥʪʠʨʘʥʝ ʥʘ ʨʘʙʦʪʘʪʘ ʚ ʙʦʣʥʠʮʠʪʝ. ʊʨʝʪʘʪʘ ʬʘʟʘ (ʩʣʝʜ 1950ʛ.) - 

ʠʥʩʪʠʪʫʮʠʦʥʘʣʥʘ, ʩʲʟʜʘʚʘʥʝ ʥʘ ʦʨʛʘʥʠ ʟʘ ʘʢʨʝʜʠʪʘʮʠʦʥʥʘ ʦʮʝʥʢʘ ʥʘ 

ʢʘʯʝʩʪʚʦʪʦ ʚ ʉɸʑ, ʂʘʥʘʜʘ ɸʚʩʪʨʘʣʠʷ, ʍʦʣʘʥʜʠʷ, ʀʩʧʘʥʠʷ, ʌʨʘʥʮʠʷ ʠ 

ɺʝʣʠʢʦʙʨʠʪʘʥʠʷ. ʇʨʝʟ 90-ʪʝ ʛʦʜʠʥʠ, ʚʲʚ ʚʨʲʟʢʘ ʩ ʂʦʥʮʝʧʮʠʷʪʘ ʟʘ 

ʥʝʧʨʝʢʲʩʥʘʪʦ ʧʦʜʦʙʨʷʚʘʥʝ ʥʘ ʢʘʯʝʩʪʚʦʪʦ, ʩʝ ʜʦʧʫʩʢʘ ʯʝʪʚʲʨʪʘ ʬʘʟʘ.. 

ɼoʢʣʘʜʲʪ ʥʘ ʌʣʝʢʩʥʝʨ ʩʝ ʦʮʝʥʷʚʘ ʢʘʪʦ Ăʧʲʪʥʘ ʢʘʨʪʘò ʟʘ ʜʲʨʞʘʚʥʦʪʦ 

ʤʝʜʠʮʠʥʩʢʦ ʦʙʨʘʟʦʚʘʥʠʝ, ʦʙʱʝʩʪʚʝʥʦʪʦ ʟʜʨʘʚʝ, ʥʘʫʯʥʠʪʝ ʠʟʩʣʝʜʚʘʥʠʷ ʠ 

ʦʙʱʝʩʪʚʝʥʠʪʝ ʙʦʣʥʠʮʠ, ʩʚʲʨʟʚʘʱʘ ʧʨʘʢʪʠʯʝʩʢʠʪʝ ʤʝʜʠʮʠʥʩʢʠ ʫʤʝʥʠʷ ʩ 

ʥʘʫʯʥʠʪʝ ʤʝʪʦʜʠ, ʢʦʝʪʦ ʜʦʚʝʣʦ ʜʦ ʧʦʚʠʰʘʚʘʥʝ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʥʘ 

ʧʨʦʬʝʩʠʥʘʣʠʟʤʘ ʥʘ ʣʝʢʘʨʠʪʝ [11, 27, 29,].  

ʈʘʟʛʣʝʞʜʘʥʝʪʦ ʥʘ Ăʦʙʱʝʩʪʚʝʥʠʪʝ ʦʪʥʦʰʝʥʠʷ ʢʘʪʦ ʡʝʨʘʨʭʠʯʝʩʢʠ 

ʧʦʩʪʨʦʝʥʘ ʦʨʛʘʥʠʯʥʘ ʩʠʩʪʝʤʘò, ʚ ʢʦʷʪʦ Ăʠʢʦʥʦʤʠʯʝʩʢʠʪʝ ʟʘʢʦʥʦʤʝʨʥʦʩʪʠ ʩʝ 

ʧʨʦʷʚʷʚʘʪ ʢʘʪʦ ʷʚʣʝʥʠʷ, ʯʨʝʟ ʩʚʦʷʪʘ ʛʝʥʝʪʠʯʥʘ ʩʪʨʫʢʪʫʨʘ ʠ ʩʲʱʥʦʩʪò [24], 

ʜʘʚʘ ʦʩʥʦʚʘʥʠʝ ʟʘʢʦʥʦʤʝʨʥʦʩʪʠʪʝ, ʦʙʫʩʣʘʚʷʱʠ ʨʘʟʚʠʪʠʝʪʦ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʥʘ 

ʟʜʨʘʚʥʘʪʘ ʫʩʣʫʛʘ ʜʘ ʩʝ ʨʘʟʛʣʝʞʜʘʪ ʚ ʢʦʥʪʝʢʩʪʘ ʥʘ ʧʨʦʠʟʚʦʜʩʪʚʝʥʠʪʝ 

ʦʪʥʦʰʝʥʠʷ, ʩʦʮʠʘʣʥʦ ï ʦʩʠʛʫʨʠʪʝʣʥʠʪʝ ʠ ʟʜʨʘʚʥʦ - ʦʩʠʛʫʨʠʪʝʣʥʠʪʝ, ʢʘʪʦ 

ʢʦʤʧʦʥʝʥʪ ʥʘ ʩʦʮʠʘʣʥʘʪʘ ʩʠʛʫʨʥʦʩʪ. ʇʦʜʦʙʥʠ ʘʩʧʝʢʪʠ ʩʘ ʠʟʩʣʝʜʚʘʥʠ ʦʪ 

ʙʲʣʛʘʨʩʢʠ ʘʚʪʦʨʠ (ʇʦʧʦʚ ʄ.) [85].  
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ɿʘʜʲʣʞʠʪʝʣʥʦʪʦ ʟʜʨʘʚʥʦ ʦʩʠʛʫʨʷʚʘʥʝ ʥʘʤʘʣʷʚʘ ʬʠʥʘʥʩʦʚʠʷ ʨʠʩʢ ʧʨʠ 

ʚʲʟʥʠʢʚʘʥʝ ʥʘ ʧʦʪʨʝʙʥʦʩʪ ʦʪ ʟʜʨʘʚʥʘ ʫʩʣʫʛʘ. ʅʘʣʠʯʠʝʪʦ ʥʘ ʦʪʥʦʰʝʥʠʷ 

ʤʝʞʜʫ ʪʨʠ ʩʫʙʝʢʪʘ ï ʧʦʪʨʝʙʠʪʝʣ ʥʘ ʟʜʨʘʚʥʠ ʫʩʣʫʛʠ, ʠʟʧʲʣʥʠʪʝʣ ʥʘ ʟʜʨʘʚʥʠ 

ʫʩʣʫʛʠ ʠ ʧʦʩʨʝʜʥʠʢ (ʟʜʨʘʚʥʦʦʩʠʛʫʨʠʪʝʣʝʥ ʬʦʥʜ), ʧʨʝʜʧʦʣʘʛʘ ʦʮʝʥʢʘ ʥʘ 

ʜʝʡʥʦʩʪʠʪʝ ʥʘ ʪʝʟʠ ʪʨʠ ʩʫʙʝʢʪʘ. ʆʮʝʥʷʚʘʪ ʩʝ ʧʨʘʚʘʪʘ ʥʘ ʛʨʘʞʜʘʥʠʪʝ ʧʦ 

ʦʪʥʦʰʝʥʠʝ ʥʘ ʪʷʭʥʦʪʦ ʟʜʨʘʚʝ, ʢʘʪʦ ʟʘʜʲʣʞʠʪʝʣʥʦ ʟʜʨʘʚʥʦʦʩʠʛʫʨʝʥʠ ʣʠʮʘ ʠ 

ʢʘʪʦ ʧʘʮʠʝʥʪʠ, ʥʘ ʢʦʠʪʦ ʩʝ ʛʘʨʘʥʪʠʨʘ ʤʝʜʠʮʠʥʩʢʘ ʧʦʤʦʱ, ʩʲʦʪʚʝʪʩʪʚʘʱʘ ʥʘ 

ʤʝʜʠʮʠʥʩʢʠʪʝ ʩʪʘʥʜʘʨʪʠ ʠ ʧʨʘʚʠʣʘʪʘ ʟʘ ʜʦʙʨʘ ʤʝʜʠʮʠʥʩʢʘ ʧʨʘʢʪʠʢʘ. 

1.2. ʋʧʨʘʚʣʝʥʩʢʠ ʘʩʧʝʢʪʠ  

1.2.1. ʂʣʘʩʠʯʝʩʢʘ ʬʠʣʦʩʦʬʠʷ ʥʘ ʢʘʯʝʩʪʚʦʪʦ 

ʂʣʘʩʠʯʝʩʢʘʪʘ ʧʨʝʜʩʪʘʚʘ ʟʘ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʧʨʦʜʫʢʪʠʪʝ/ʫʩʣʫʛʠʪʝ ʝ 

ʠʟʛʨʘʜʝʥʘ ʥʘ ʧʨʠʥʮʠʧʘ ʥʘ ʠʟʧʲʣʥʝʥʠʝ ʥʘ ʠʟʠʩʢʚʘʥʠʷʪʘ ʥʘ ʧʦʪʨʝʙʠʪʝʣʠʪʝ, 

ʥʘ ʙʘʟʘʪʘ ʥʘ ʊʝʦʨʠʷʪʘ ʥʘ ʡʝʨʘʨʭʠʷʪʘ ʥʘ ʧʦʪʨʝʙʥʦʩʪʠʪʝ ʦʪ ɽʡʙʨʘʭʘʤ 

ʄʘʩʣʦʫ. ʁʝʨʘʨʭʠʷʪʘ ʥʘ ʧʦʪʨʝʙʥʦʩʪʠʪʝ ʥʘ ʢʦʥʢʨʝʪʥʘʪʘ ʣʠʯʥʦʩʪ ʩʝ ʦʧʨʝʜʝʣʷ ʦʪ 

ʥʠʚʦʪʦ ʥʘ ʨʘʚʠʪʠʝ ʥʘ ʧʩʠʭʠʢʘʪʘ [54].  

ɺʨʲʟʢʘʪʘ çʧʩʠʭʠʢʘ ï ʧʦʪʨʝʙʥʦʩʪʠè ʝ ʟʘʣʦʞʝʥʘ ʚ ʄʦʜʝʣʘ ʥʘ ʫʩʣʫʛʘʪʘ 

Ăʇʘʨʘʩʫʨʘʤʘʥò ʠ ʚ ʄʦʜʝʣʘ Ăʂʘʥʦò, ʘ ʚ ʠʢʦʥʦʤʠʯʝʩʪʢʠ ʘʩʧʝʢʪ - ʚ ʂʦʥʮʝʧʮʠʷʪʘ 

ʥʘ ʧʨʝʜʧʨʠʝʤʘʯʝʩʪʚʦʪʦ ʟʘ ʢʘʯʝʩʪʚʦʪʦ ʯʨʝʟ ʟʘʚʠʩʠʤʦʩʪʪʘ Ăʂʘʯʝʩʪʚʦ ï 

ʮʝʥʥʦʩʪ - ʩʪʦʡʥʦʩʪò, ʧʨʠ ʢʦʷʪʦ ʤʷʨʢʘ ʟʘ ʢʘʯʝʩʪʚʦʪʦ ʝ ʩʪʝʧʝʥʪʘ ʥʘ 

ʫʜʦʚʣʝʪʚʦʨʝʥʦʩʪ ʥʘ ʧʦʪʨʝʙʠʪʝʣʷ ʦʪ ʧʨʦʜʫʢʪʘ/ʫʩʣʫʛʘʪʘ. ɼʝʬʠʥʠʨʘ ʩʝ ʢʘʪʦ 

ʩʲʦʪʥʦʰʝʥʠʝ ʤʝʞʜʫ ʮʝʥʥʦʩʪʪʘ (ʧʦʪʨʝʙʠʪʝʣʩʢʘʪʘ ʩʪʦʡʥʦʩʪ ) ʠ ʩʪʦʡʥʦʩʪʪʘ.  

 

ʂʘʯʝʩʪʚʦ=(ʋʜʦʚʣʝʪʚʦʨʝʥʦʩʪ ʥʘ ʧʦʪʨʝʙʠʪʝʣʷ)=ʮʝʥʥʦʩʪ/ʩʪʦʡʥʦʩʪ 

 

ɿʘ ʧʨʦʠʟʚʦʜʠʪʝʣʷ ʠ ʧʦʪʨʝʙʠʪʝʣʷ ʪʝʟʠ ʦʪʥʦʰʝʥʠʷ ʩʘ ʨʘʟʣʠʯʥʠ. ɿʘ 

ʧʨʦʠʟʚʦʜʠʪʝʣʷ ʮʝʥʥʦʩʪʪʘ ʩʝ ʦʪʥʘʩʷ ʜʦ ʛʦʜʥʘʪʘ ʧʨʦʜʫʢʮʠʷ, ʘ ʩʪʦʡʥʦʩʪʪʘ ʜʦ 

ʚʲʪʨʝʰʥʠʪʝ ʠ ʚʲʥʰʥʠʪʝ ʜʝʬʝʢʪʠ. ɿʘ ʧʦʪʨʝʙʠʪʝʣʷ, ʮʝʥʥʦʩʪʪʘ ʝ ʨʘʚʥʘ ʥʘ 

ʧʦʪʨʝʙʠʪʝʣʩʢʠʪʝ ʩʚʦʡʩʪʚʘ, ʘ ʩʪʦʡʥʦʩʪʪʘ ʜʦ ʜʝʬʝʢʪʠʪʝ ʠ ʥʝʫʜʦʚʣʝʪʚʦʨʝʥʠʪʝ 

ʠʟʠʩʢʚʘʥʠʷ. ʆʪʥʦʰʝʥʠʝʪʦ ʤʝʞʜʫ ʮʝʥʥʦʩʪʪʘ ʥʘ ʧʨʦʜʫʢʪʘ ʟʘ ʧʦʪʨʝʙʠʪʝʣʷ ʢʲʤ 

ʮʝʥʥʦʩʪʪʘ ʥʘ ʧʨʦʜʫʢʪʘ ʟʘ ʧʨʦʠʟʚʦʜʠʪʝʣʷ ʦʧʨʝʜʝʣʷ ʢʦʥʢʫʨʝʥʪʥʦʩʧʦʩʦʙʥʦʩʪʪʘ 

ʠ ʦʬʦʨʤʷ ʂʦʥʮʝʧʮʠʷʪʘ ʥʘ ʧʨʝʜʧʨʠʝʤʘʯʝʩʪʚʦʪʦ ʟʘ ʢʘʯʝʩʪʚʦʪʦ (ʌʠʛ. 1) 

[53, 54].  

ʉʧʦʨʝʜ ʂʦʥʮʝʧʮʠʷʪʘ ʥʘ ʧʨʝʜʧʨʠʝʤʘʯʝʩʪʚʦʪʦ ʟʘ ʢʘʯʝʩʪʚʦʪʦ ʦʙʱʝʩʪʚʦʪʦ 

ʬʫʥʢʮʠʦʥʠʨʘ ʧʦʩʨʝʜʩʪʚʦʤ ʜʚʘ ʦʩʥʦʚʥʠ ʚʠʜʘ ʧʦʪʨʝʙʥʦʩʪʠ: ʪʝʟʠ ʥʘ ʩʘʤʦʪʦ 
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ʦʙʱʝʩʪʚʦ ʠ ʪʝʟʠ ʥʘ ʠʥʜʠʚʠʜʘ (ʧʨʝʜʧʨʠʝʤʘʯʘ). ɿʘʜ ʪʷʭ ʩʪʦʷʪ ʜʚʘʪʘ ʚʠʜʘ ʮʝʣʠ 

ʥʘ ʧʨʝʜʧʨʠʝʤʘʯʝʩʪʚʦʪʦ ï ʚʲʪʨʝʰʥʠ (ʥʘ ʧʨʝʜʧʨʠʝʤʘʯʘ ï ʢʘʪʦ ʩʪʨʝʤʝʞ ʢʲʤ 

ʫʚʝʣʠʯʘʚʘʥʝ ʥʘ ʩʦʙʩʪʚʝʥʠʷ ʜʦʭʦʜ) ʠ ʚʲʥʰʥʠ (ʥʘ ʦʙʱʝʩʪʚʦʪʦ - ʩʚʲʨʟʘʥʠ ʩ 

ʧʦʚʠʰʘʚʘʥʝ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʞʠʚʦʪ). Ăʆʙʱʝʩʪʚʦʪʦò ʥʝ ʧʦʩʪʘʚʷ ʛʨʘʥʠʮʘ ʤʝʞʜʫ 

ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʞʠʚʦʪ ʠ ʢʘʯʝʩʪʚʦʪʦ ʚʲʦʙʱʝ.  

 

  

 

ʌʠʛʫʨʘ 1 ʂʦʥʮʝʧʮʠʷ ʥʘ ʧʨʝʜʧʨʠʝʤʘʯʝʩʪʚʦʪʦ ʟʘ ʢʘʯʝʩʪʚʦʪʦ, ʠʟʪʦʯʥʠʢ 

Ăʂʣʘʩʠʯʝʩʢʘʷ ʬʠʣʦʩʦʬʠʷ ʢʘʯʝʩʪʚʘñ, ʧʦ ʤʘʪʝʨʠʘʣʘʤ ʢʦʤʧʘʥʠʠ ʃʘʥʠʪ  

ʉ ʮʝʣ ʨʘʟʨʝʰʘʚʘʥʝ ʥʘ ʦʩʥʦʚʥʘʪʘ ʩʠ ʟʘʜʘʯʘ - Ăʧʦʚʠʰʘʚʘʥʝ ʥʘ 

ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʞʠʚʦʪò, ʦʙʱʝʩʪʚʦʪʦ ʧʦʜʧʦʤʘʛʘ ʧʨʝʜʧʨʠʝʤʘʯʝʩʢʘʪʘ ʜʝʡʥʦʩʪ. 

ɿʘʜʦʚʦʣʷʚʘʡʢʠ ʩʦʙʩʪʚʝʥʠʷ ʩʠ ʠʥʪʝʨʝʩ ʟʘ ʧʝʯʘʣʙʘ, ʧʨʝʜʧʨʠʝʤʘʯʲʪ ʩʲʟʜʘʚʘ 

ʧʨʦʜʫʢʪʠ ʠ ʫʩʣʫʛʠ, ʢʦʠʪʦ ʟʘʜʦʚʦʣʷʚʘʪ ʧʦʪʨʝʙʥʦʩʪʠʪʝ ʥʘ ʠʥʜʠʚʠʜʠʪʝ ʚ 

ʦʙʱʝʩʪʚʦʪʦ. ʆʪ ʪʫʢ ʩʣʝʜʚʘ, ʯʝ ʥʠʚʦʪʦ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʪʝʟʠ 

ʧʨʦʜʫʢʪʠ (ʫʩʣʫʛʠ) ʝ ʩʲʦʪʚʝʪʥʦ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʞʠʚʦʪ, ʘ ʧʨʘʚʝʥʝʪʦ 

ʥʘ ʧʝʯʘʣʙʘ ʢʘʪʦ ʟʘʢʦʥʥʦ ʧʨʘʚʦ ʝ ʩʦʮʠʘʣʥʦ ʦʪʛʦʚʦʨʥʦ ʧʦʚʝʜʝʥʠʝ. 

ɽʜʠʥʩʪʚʦʪʦ ʤʝʞʜʫ ʚʲʪʨʝʰʥʘʪʘ ʠ ʚʲʥʰʥʘʪʘ ʮʝʣʠ ʥʘ 

ʧʨʝʜʧʨʠʝʤʘʯʝʩʪʚʦʪʦ ʦʧʨʝʜʝʣʷ ʩʦʮʠʘʣʥʠʷ ʭʘʨʘʢʪʝʨ ʠ ʩʦʮʠʘʣʥʘʪʘ 

ʦʪʛʦʚʦʨʥʦʩʪ ʥʘ ʙʠʟʥʝʩʘ, ʘ ʩʦʮʠʘʣʥʘʪʘ ʥʘʩʦʯʝʥʦʩʪ ʥʘ ʬʠʣʦʩʦʬʠʷʪʘ ʥʘ 

ʢʘʯʝʩʪʚʦʪʦ, ʢʘʪʦ ʯʘʩʪ ʦʪ ʬʠʣʦʩʦʬʠʷʪʘ ʥʘ ʧʨʝʜʧʨʠʝʤʘʯʝʩʪʚʦʪʦ, ʥʘʤʠʨʘ ʠʟʨʘʟ 

ʚ ʤʝʞʜʫʥʘʨʦʜʥʠʷ ʩʪʘʥʜʘʨʪ ISO 8402.  

1.2.2. ʅʦʚʘʪʘ ʬʠʣʦʩʦʬʠʷ ʥʘ ʢʘʯʝʩʪʚʦʪʦ  

ʅʘʡ ï ʥʦʚʘʪʘ ʬʠʣʦʩʦʬʠʷ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʩʝ ʦʩʥʦʚʘʚʘ ʥʘ ʧʨʘʢʪʠʯʝʩʢʘʪʘ 

ʘʢʩʠʦʤʘ ʥʘ ɽʜʫʘʨʜ ɼʝʤʠʥʛ, ʩʧʦʨʝʜ ʢʦʷʪʦ ʚʩʠʯʢʠ ʚʠʜʦʚʝ ʜʝʡʥʦʩʪʠ ʪʨʷʙʚʘ ʜʘ 

ʩʝ ʨʘʟʛʣʝʞʜʘʪ ʢʘʪʦ ʪʝʭʥʦʣʦʛʠʯʥʠ ʧʨʦʮʝʩʠ ʠ ʥʘ ʩʭʚʘʱʘʥʝʪʦ ʥʘ ʂʘʦʨʫ 

ʀʰʠʢʘʚʘ ʟʘ ʦʨʛʘʥʠʟʘʮʠʷʪʘ ʢʘʪʦ ʩʠʩʪʝʤʘ (ʤʨʝʞʘ) ʦʪ ʚʟʘʠʤʥʦ ʩʚʲʨʟʘʥʠ 

ʧʨʦʮʝʩʠ. ʄʝʞʜʫʥʘʨʦʜʥʠʪʝ ʩʪʘʥʜʘʨʪʠ ʦʪ ʩʝʤʝʡʩʪʚʦʪʦ ISO 9000 
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ʟʘʢʦʥʦʜʘʪʝʣʥʦ ʩʘ ʟʘʢʨʝʧʠʣʠ ʪʦʟʠ ʧʦʜʭʦʜ. ʈʘʟʛʣʝʞʜʘʡʢʠ ʢʦʤʧʦʥʝʥʪʘ 

Ăʜʦʚʝʨʠʝò ʤʝʞʜʫ ʫʯʘʩʪʥʠʮʠʪʝ ʚ ʠʢʦʥʦʤʠʯʝʩʢʘʪʘ ʜʝʡʥʦʩʪ ʢʘʪʦ ʠʢʦʥʦʤʠʯʝʩʢʘ 

ʢʘʪʝʛʦʨʠʷ ʠ ʚʨʲʟʢʘʪʘ ʤʫ ʩ ʢʦʥʪʨʦʣʘ, ɼʝʤʠʥʛ ʧʨʝʜʣʘʛʘ ʜʚʝ ʧʨʘʚʠʣʘ: ʧʨʘʚʠʣʦ 

ʥʘ ʥʝʜʦʚʝʨʠʝʪʦ (ʠʟʠʩʢʚʘ ʢʦʥʪʨʦʣ ʥʘ ʚʩʠʯʢʠ ʧʨʦʠʟʚʦʜʩʪʚʝʥʠ ʥʠʚʘ, ʟʘ ʜʘ 

ʩʥʠʞʠ ʨʠʩʢʘ ʦʪ ʥʝʩʲʦʪʚʝʪʩʪʚʘʱ ʧʨʦʜʫʢʪ, ʢʦʝʪʦ ʝ ʩʚʲʨʟʘʥʦ ʩ ʨʘʟʭʦʜʠ) ʠ 

ʧʨʘʚʠʣʦ ʥʘ ʜʦʚʝʨʠʝʪʦ (ʧʲʣʥʦ ʜʦʚʝʨʷʚʘʥʝ ʢʲʤ ʠʟʧʲʣʥʠʪʝʣʷ, ʙʝʟ ʢʦʥʪʨʦʣ). 

ʊʦʚʘ ʝ ʧʨʠʥʦʩʲʪ ʥʘ ɼʝʤʠʥʛ ʢʲʤ ʧʨʦʮʝʩʥʠʷ ʧʦʜʭʦʜ. ʂʘʪʦ ʮʷʣʦ, ʩʲʚʨʝʤʝʥʥʘʪʘ 

ʬʠʣʦʩʦʬʠʷ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʩʝ ʦʩʥʦʚʘʚʘ ʥʘ ʧʨʠʣʘʛʘʥʝʪʦ ʥʘ ʧʨʦʮʝʩʝʥ ʧʦʜʭʦʜ 

ʦʪ ʦʨʛʘʥʠʟʘʮʠʠʪʝ ʠ ʧʦʣʫʯʘʚʘʥʝʪʦ ʥʘ ʦʙʝʢʪʠʚʥʠ ʜʦʢʘʟʘʪʝʣʩʪʚʘ ʟʘ ʢʘʯʝʩʪʚʦ, 

ʧʦʩʨʝʜʩʪʦʤ ʩʝʨʪʠʬʠʢʘʮʠʷ ʥʘ ʩʠʩʪʝʤʠʪʝ ʟʘ ʢʘʯʝʩʪʚʦ ʦʪ ʘʢʨʝʜʠʪʠʨʘʥ 

ʥʝʟʘʚʠʩʠʤ ʦʨʛʘʥ, ʢʦʡʪʦ ʧʨʠʪʝʞʘʚʘ ʩʚʦʷ ʩʝʨʪʠʬʠʮʠʨʘʥʘ ʩʠʩʪʝʤʘ ʟʘ ʢʘʯʝʩʪʚʦ.  

ʉʠʩʪʝʤʥʠʷʪ ʧʦʛʣʝʜ ʠ ʧʨʝʜʩʪʘʚʷʥʝʪʦ ʥʘ ʟʜʨʘʚʝʦʧʘʟʥʠʷ ʧʨʦʮʝʩ, ʢʘʢʪʦ ʠ 

ʫʥʠʚʝʩʘʣʥʦʩʪʪʘ ʥʘ ʄʝʞʜʫʥʘʨʦʜʥʠʪʝ ʩʪʘʥʜʘʨʪʠ ʦʪ ʩʝʤʝʡʩʪʚʦʪʦ ʀʉʆ 9000 

ʜʘʚʘʪ ʦʩʥʦʚʘʥʠʝ ʟʘ ʥʘʣʘʛʘʥʝ ʥʘ ʢʦʥʮʝʧʮʠʠʪʝ ʟʘ ʦʮʝʥʢʘ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʦʪ 

ʩʪʦʧʘʥʩʢʠʷ ʞʠʚʦʪ ʚ ʟʜʨʘʚʝʦʧʘʟʚʘʥʝʪʦ.  

1.2.3. ʌʘʟʠ ʥʘ ʢʘʯʝʩʪʚʦʪʦ 

ʆʪ ʛʣʝʜʥʘ ʪʦʯʢʘ ʥʘ ʢʦʥʪʨʦʣʘ, ʦʩʠʛʫʨʷʚʘʥʝʪʦ ʠ ʫʧʨʘʚʣʝʥʠʝʪʦ ʥʘ 

ʢʘʯʝʩʪʚʦʪʦ, ʚ ʨʘʟʚʠʪʠʝʪʦ ʥʘ ʤʠʩʲʣʪʘ ʠ ʧʨʘʢʪʠʢʘʪʘ ʟʘ ʢʘʯʝʩʪʚʦʪʦ ʩʘ ʠʟʚʝʩʪʥʠ 

ʜʚʘ ʧʝʨʠʦʜʘ - Ăʧʝʨʠʦʜ ʥʘ ʥʝʩʠʩʪʝʤʥʠʪʝ ʧʦʜʭʦʜʠ ʧʦ ʦʩʠʛʫʨʷʚʘʥʝ ʥʘ 

ʢʘʯʝʩʪʚʦʪʦò ʠ Ăʧʝʨʠʦʜ ʥʘ ʩʠʩʪʝʤʥʠʪʝ ʧʦʜʭʦʜʠ ʧʦ ʦʩʠʛʫʨʷʚʘʥʝ ʥʘ 

ʢʘʯʝʩʪʚʦʪʦò.  

ʇʨʝʟ ʧʝʨʠʦʜʘ ʥʘ ʥʝʩʠʩʪʝʤʥʠʪʝ ʧʦʜʭʦʜʠ ʥʘʯʠʥʠʪʝ ʟʘ ʦʩʠʛʫʨʷʚʘʥʝ ʥʘ 

ʢʘʯʝʩʪʚʦʪʦ ʩʘ: ʥʝʧʦʩʨʝʜʩʪʚʝʥ ʦʛʣʝʜ, ʩʲʩʪʘʚʷʥʝ ʥʘ ʩʧʝʮʠʬʠʢʘʮʠʠ ʟʘ 

ʤʘʪʝʨʠʘʣʠ, ʧʨʦʮʝʩʠ ʠ ʢʨʘʡʥʠ ʧʨʦʜʫʢʪʠ, ʠ ʢʦʥʪʨʦʣ ʯʨʝʟ ʧʨʦʚʝʨʢʘ. 

ʀʥʜʫʩʪʨʠʘʣʥʘʪʘ ʨʝʚʦʣʶʮʠʷ ʝ ʬʘʢʪʦʨʲʪ, ʢʦʡʪʦ ʩʲʟʜʘʚʘ ʫʩʣʦʚʠʷ ʟʘ 

ʨʘʟʚʠʪʠʝʪʦ ʥʘ ʧʝʨʠʦʜʘ ʥʘ ʩʠʩʪʝʤʥʠʪʝ ʧʦʜʭʦʜʠ, ʘ ʢʣʶʯʦʚʠʷʪ ʤʦʤʝʥʪ - 

ʧʦʷʚʘʪʘ ʥʘ ʩʠʩʪʝʤʥʦʪʦ ʩʪʘʥʜʘʨʪʠʟʠʨʘʥʝ ʚ ʧʨʦʠʟʚʦʜʩʪʚʦʪʦ ʥʘ 

ʠʥʜʫʩʪʨʠʘʣʥʠʪʝ ʠʟʜʝʣʠʷ. ʇʲʨʚʠʷʪ Ăʨʘʙʦʪʝʥ ʩʪʘʥʜʘʨʪò ʝ ʩʲʟʜʘʜʝʥ ʦʪ 

ʘʤʝʨʠʢʘʥʩʢʠʷ ʠʟʦʙʨʝʪʘʪʝʣ ʠ ʠʥʜʫʩʪʨʠʘʣʝʮ ʀʣʘʡ ʋʠʪʥʠ (Whitney, 1765 - 

1825), ʢʦʡʪʦ ʨʘʟʜʝʣʷ ʧʨʦʠʟʚʦʜʩʪʚʝʥʠʪʝ ʧʨʦʮʝʩʠ ʥʘ ʦʪʜʝʣʥʠ ʝʣʝʤʝʥʪʠ ʠ 

ʦʧʝʨʘʮʠʠ, ʩʪʘʥʜʘʨʪʠʟʠʨʘʥʠ ʚ ʧʨʦʜʫʢʪʦʚ ʠ ʪʝʭʥʦʣʦʛʠʯʝʩʢʠ ʩʤʠʩʲʣ. 

ɸʥʛʣʠʡʩʢʠʷʪ ʠʥʞʝʥʝʨ ɼʞʦʫʟʝʬ ʋʠʪʫʦʨʪ (Whitworth, 1841) ʧʦʩʪʘʚʷ ʥʘʯʘʣʦʪʦ 

ʥʘ ʧʨʦʤʠʰʣʝʥʘʪʘ ʩʪʘʥʜʘʨʪʠʟʘʮʠʷ ʚ ʩʚʝʪʘ [61].  
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ɼʦ 50-ʪʝ ʛʦʜʠʥʠ ʥʘ ʍʍ ʚʝʢ ʚʦʜʝʱʘ ʨʦʣʷ ʚ ʫʧʨʘʚʣʝʥʠʝʪʦ ʠ ʦʮʝʥʢʘʪʘ ʥʘ 

ʢʘʯʝʩʪʚʦʪʦ ʠʤʘʪ ʘʤʝʨʠʢʘʥʩʢʠʪʝ ʠʟʩʣʝʜʦʚʘʪʝʣʠ, ʘ ʩʣʝʜ 50-ʪʝ ʛʦʜʠʥʠ 

ʣʠʜʝʨʩʪʚʦʪʦ ʧʨʝʤʠʥʘʚʘ ʦʪ ʉɸʑ ʚ ʗʧʦʥʠʷ. ɼʚʘʪʘ ʧʦʜʭʦʜʘ ʢʲʤ ʢʘʯʝʩʪʚʦʪʦ ï 

ʀʟʪʦʯʥʠʷʪ ʠ ɿʘʧʘʜʥʠʷʪ ʩʘ ʜʲʣʙʦʢʦ ʨʘʟʣʠʯʥʠ. ɼʦʢʘʪʦ ʚ ʗʧʦʥʩʢʠʪʝ 

ʦʨʛʘʥʠʟʘʮʠʠ Ăʛʣʘʩʲʪ ʥʘ ʧʦʪʨʝʙʠʪʝʣʷò ʫʧʨʘʚʣʷʚʘ ʚʩʷʢʘ ʜʝʡʥʦʩʪ, ʪʦ ʚ ʉɸʑ 

ʧʨʝʚʘʣʠʨʘ Ăʛʣʘʩʲʪ ʥʘ ʠʥʞʝʥʝʨʘò. ʇʨʦʙʣʝʤʲʪ ʟʘ ʢʘʯʝʩʪʚʦʪʦ ʩʝ ʧʦʩʪʘʚʷ ʚ 

ʧʣʘʥʠʨʘʥʝʪʦ ʠ ʚ ʥʘʯʘʣʥʠʷ ʝʪʘʧ ʥʘ ʨʘʟʨʘʙʦʪʢʘ ʥʘ ʧʨʦʜʫʢʪʘ, ʩʨʝʱʫ ʨʝʰʘʚʘʥʝ 

ʥʘ ʧʨʦʙʝʤʘ ʚ ʝʪʘʧʘ ʥʘ ʧʨʦʠʟʚʦʜʩʪʚʦ [150].  

ɻʘʨʚʠʥ (1988) ʜeʬʠʥʠʨʘ ʯʝʪʠʨʠ Ăʝʨʠò ʚ ʨʘʟʚʠʪʠʝ ʥʘ ʢʘʯʝʩʪʚʦʪʦ: ʝʨʘ 

ʥʘ ʠʥʩʧʝʢʮʠʠʪʝ, ʝʨʘ ʥʘ ʩʪʘʪʠʩʪʠʯʝʩʢʠ ʢʦʥʪʨʦʣ, ʝʨʘ ʥʘ ʦʩʠʛʫʨʷʚʘʥʝ ʥʘ 

ʢʘʯʝʩʪʚʦʪʦ ʠ ʝʨʘ ʥʘ ʩʪʨʘʪʝʛʠʯʝʩʢʦ ʫʧʨʘʚʣʝʥʠʝ. ʉʲʜʲʨʞʘʥʠʝʪʦ ʥʘ ʚʩʷʢʦ ʧʦ ï 

ʛʦʨʥʦ ʥʠʚʦ ʝ ñʧʦʧʠʚʘʣʦò ʥʦʚʠ ʨʘʟʨʘʙʦʪʢʠ ʦʪ ʪʝʦʨʠʷʪʘ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʠ 

ʠʟʨʘʟʷʚʘ ʩʪʨʝʤʝʞʘ ʟʘ ʦʪʛʦʚʦʨ ʢʲʤ ʠʟʠʩʢʚʘʥʠʷʪʘ ʥʘ ʧʦʪʨʝʙʠʪʝʣʠʪʝ ʠ 

ʫʜʦʚʣʝʪʚʦʨʷʚʘʥʝ ʥʘ ʪʝʭʥʠʪʝ ʧʦʪʨʝʙʥʦʩʪʠ [76, 88].  

1.3. ʄʠʩʣʠʪʝʣʠ ʠ ʛʠʛʘʥʪʠ ʥʘ ʤʝʥʠʜʞʤʲʥʪʘ ʥʘ ʢʘʯʝʩʪʚʦʪʦ  

ʆʪ 1940 ʛ. ʜʦ ʩʝʛʘ ʠʤʘ ʪʨʠ ʛʨʫʧʠ Ăʛʫʨʫʪʘò: ɺ ʥʘʯʘʣʦʪʦ ʥʘ 1950-ʪʝ ʛʦʜʠʥʠ ï 

ʘʤʝʨʠʢʘʥʮʠʪʝ ɼʝʤʠʥʛ, ɼʞʫʨʘʥ ʠ ʌʘʡʛʝʥʙʘʫʤ, ʢʦʠʪʦ ʜʘʚʘʪ ʠʜʝʷʪʘ ʟʘ ʢʘʯʝʩʪʚʦ 

ʚ ʗʧʦʥʠʷ. ɺ ʢʨʘʷ ʥʘ 1950 ïʪʝ ʛʦʜʠʥʠ ʷʧʦʥʮʠʪʝ ʀʰʠʢʘʚʘ, ʊʘʛʫʯʠ ʠ ʐʠʥʛʦ 

ʨʘʟʚʠʚʘʪ ʥʦʚʠ ʢʦʥʮʝʧʮʠʠ ʚ ʦʪʛʦʚʦʨ ʥʘ ʘʤʝʨʠʢʘʥʮʠʪʝ. ʇʨʝʟ 1970 ï 1980 

ʛʦʜʠʥʠ, ʟʘʧʘʜʥʠʪʝ ʛʫʨʫ - ʂʨʦʩʙʠ ʠ ʊʦʤ ʇʝʪʝʨʩ ʩʘ ʧʦʩʣʝʜʚʘʣʠ ʷʧʦʥʩʢʠʷ ʫʩʧʝʭ 

ʚ ʠʥʜʫʩʪʨʠʷʪʘ [105, 114, 122, 168, 169, 170, 171, 172, 173, 226].  

1.3.1. ʇʨʠʥʦʩʲʪ ʥʘ ɿʘʧʘʜʥʠʪʝ Ăɻʫʨʫò 

ʇʨʠʥʦʩʲʪ ʥʘ ɼʝʤʠʥʛ ʝ ʧʦʩʚʝʪʝʥ ʥʘ ʬʠʣʦʩʦʬʠʷʪʘ ʥʘ ʤʝʥʠʜʞʤʲʥʪʘ, 

ʚʢʣʶʯʚʘʱʘ: 

Á ʊʝʦʨʠʷ ʥʘ ʦʪʢʣʦʥʝʥʠʷʪʘ - ʩʧʝʮʠʬʠʯʥʠʪʝ ʧʨʠʯʠʥʠ ʟʘ ʦʪʢʣʦʥʝʥʠʷ ʩʝ 

ʜʲʣʞʘʪ ʥʘ ʣʝʩʥʦ ʨʘʟʧʦʟʥʘʚʘʝʤʠ ʬʘʢʪʦʨʠ (ʧʨʦʤʷʥʘ ʚ ʧʨʦʮʝʜʫʨʠʪʝ, ʩʤʷʥʘ 

ʥʘ ʨʘʙʦʪʥʠʢ), ʦʪʩʪʨʘʥʷʚʘʥʝʪʦ ʥʘ ʢʦʠʪʦ ʥʝ ʝʣʠʤʠʥʠʨʘ ʦʙʱʠʪʝ (ʜʠʟʘʡʥ, 

ʦʧʝʨʘʮʠʠ, ʩʠʩʪʝʤʠ) 

Á ʅʦʚ ʩʪʠʣ ʚ ʤʝʥʠʜʞʤʲʥʪʘ - ʨʘʟʯʫʧʚʘ ʩʭʚʘʱʘʥʝʪʦ ʟʘ 

ʥʝʫʧʨʘʚʣʷʝʤʦʩʪʪʘ ʥʘ ʚʲʥʰʥʘʪʘ ʩʨʝʜʘ. ʊʲʨʩʠ ʩʨʝʜʩʪʚʘ ʟʘ ʥʝʡʥʦʪʦ 

ʫʧʨʘʚʣʝʥʠʝ, ʚʢʣʶʯʚʘ ʧʦʪʨʝʙʠʪʝʣʷ ʚ ʫʧʨʘʚʣʝʥʠʝʪʦ, ʧʦʩʨʝʜʩʪʚʦʤ ʫʯʘʩʪʠʝ ʚ 

ʘʥʘʣʠʟʘ, ʦʮʝʥʢʘʪʘ ʠ ʠʟʨʘʙʦʪʚʘʥʝ ʥʘ ʤʝʨʢʠ ʟʘ ʧʦʜʦʙʨʷʚʘʥʝ ʥʘ ʢʘʯʝʩʪʚʦʪʦ 

Á ʎʷʣʦʩʪʝʥ ʦʙʨʘʟ ʥʘ ʧʨʦʮʝʩʘ ʥʘ ʧʨʦʠʟʚʦʜʩʪʚʦ ʩ ʧʨʠʯʠʥʥʦ ï 

ʩʣʝʜʩʪʚʝʥʠʪʝ ʚʨʲʟʢʠ, ʠʟʚʝʩʪʝʥ ʢʘʪʦ Ăɺʝʨʠʛʘ ʥʘ ʢʘʯʝʩʪʚʦʪʦò. 
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Á 14-ʪʝ ʫʧʨʘʚʣʝʥʩʢʠ ʧʨʠʥʮʠʧʘ ʠ ʢʘʪʦ ʪʷʭʥʦ ʜʦʧʲʣʥʝʥʠʝ - ʠʟʙʷʛʚʘʥʝ ʥʘ 

ʪ.ʥ. Ăʩʤʲʨʪʦʥʦʩʥʠ ʙʦʣʝʩʪʠò.  

Á ʀʟʤʝʩʪʚʘʥʝ ʥʘ ʢʦʥʪʨʦʣʘ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʦʪ ʠʥʩʧʝʢʮʠʷʪʘ ʢʲʤ ʢʦʥʪʨʦʣ ʥʘ 

ʧʨʦʠʟʚʦʜʩʪʚʝʥʠʷ ʧʨʦʮʝʩ, ʯʨʝʟ ʩʪʘʪʠʩʪʠʯʝʩʢʠ ʢʦʥʪʨʦʣ ʥʘ ʧʨʦʮʝʩʠʪʝ. 

ʀʰʠʢʘʚʘ ʝ ʘʚʪʦʨ ʥʘ ʷʧʦʥʩʢʠʪʝ ʧʨʦʤʠʰʣʝʥʠ ʩʪʘʥʜʘʨʪʠ ï ʙʘʟʘ ʟʘ 

ʩʪʘʥʜʘʨʪʠʪʝ, ʫʩʪʘʥʦʚʝʥʠ ʦʪ ʄʝʞʜʫʥʘʨʦʜʥʘʪʘ ʦʨʛʘʥʠʟʘʮʠʷ ʧʦ ʩʪʘʥʜʘʨʪʠʟʘʮʠʷ 

ñISOò. 

Á ʇʦʜʯʝʨʪʘʚʘ ʯʦʚʝʰʢʘʪʘ ʩʪʨʘʥʘ ʥʘ ʢʘʯʝʩʪʚʦʪʦ. 

Á ɺʥʝʜʨʷʚʘ ʩʪʘʪʠʩʪʠʯʝʩʢʠʪʝ ʤʝʪʦʜʠ ʟʘ ʢʦʥʪʨʦʣ ʠ ʩʝʜʝʤʪʝ ʙʘʟʦʚʠ 

ʠʥʩʪʨʫʤʝʥʪʘ ʟʘ ʧʦʜʦʙʨʝʥʠʝ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʠ èʢʨʲʞʦʮʠʪʝ ʧʦ ʢʦʥʪʨʦʣ ʥʘ 

ʢʘʯʝʩʪʚʦʪʦè 

Á ɺʲʚʝʞʜʘ ʚ ʩʚʝʪʦʚʥʘʪʘ ʧʨʘʢʪʠʢʘ ʛʨʘʬʠʯʝʩʢʠ ʤʝʪʦʜ ʟʘ ʘʥʘʣʠʟ ʥʘ 

ʧʨʠʯʠʥʥʦ ï ʩʣʝʜʩʪʚʝʥʠʪʝ ʚʨʲʟʢʠ (ʜʠʛʨʘʤʘ ʥʘ ʀʰʠʢʘʚʘ / ʉʢʝʣʝʪ ʥʘ 

ʨʠʙʝʥʘ ʢʦʩʪ çFishbone Diagramò 

ɼʞʫʨʘʥ ʩʲʟʜʘʚʘ ʊʨʠʣʦʛʠʷʪʘ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʠ Ăʧʲʪʥʘ ʢʘʨʪʘ ʟʘ 

ʢʦʥʪʨʦʣ ʥʘ ʢʘʯʝʩʪʚʦʪʦò  

Á ɸʩʦʮʠʠʨʘ ʢʘʯʝʩʪʚʦʪʦ ʩ ʫʜʦʚʣʝʪʚʦʨʷʚʘʥʝʪʦ ʥʘ ʧʦʪʨʝʙʠʪʝʣʷ 

(ʨʘʟʛʣʝʞʜʘ ʚʩʷʢʘ ʣʠʯʥʦʩʪ ʢʘʪʦ ʧʨʦʮʝʩ, ʧʨʦʚʝʞʜʘʡʢʠ ʪʨʘʥʩʬʦʨʤʘʮʠʷ 

ʠʣʠ ʜʝʡʥʦʩʪ).  

Á ɸʢʮʝʥʪʫʠʨʘ ʥʝ ʩʘʤʦ ʥʘ ʚʲʥʰʥʠʪʝ ʧʦʪʨʝʙʠʪʝʣʠ, ʥʦ ʠ ʥʘ ʚʲʪʨʝʰʥʠʪʝ ï 

ʚʩʷʢʘ ʣʠʯʥʦʩʪ ʧʦ ʚʝʨʠʛʘʪʘ ʝ ʜʦʩʪʘʚʯʠʢʠ ʠ ʧʦʪʨʝʙʠʪʝʣ. 

Á çʉʧʠʨʘʣʘ ʥʘ ʢʘʯʝʩʪʚʦʪʦè - ʧʨʦʩʪʨʘʥʩʪʚʝʥ ʤʦʜʝʣ, ʥʘ ʦʩʥʦʚʥʠʪʝ 

ʩʪʘʜʠʠ ʥʘ ʥʝʧʨʝʢʲʩʥʘʪʦ ʨʘʟʚʠʚʘʱʠʪʝ ʩʝ ʜʝʡʥʦʩʪʠ ʧʦ ʫʧʨʘʚʣʝʥʠʝ ʥʘ 

ʢʘʯʝʩʪʦʚʦʪʦ 

Á ʂʦʥʮʝʧʮʠʷ ʟʘ ʝʞʝʛʦʜʥʦ ʧʦʜʦʙʨʷʚʘʥʝ ʥʘ ʢʘʯʝʩʪʚʦʪʦ, AQI (Annual Quality 

Improvement)  

ɼʞʫʨʘʥ ʧʲʨʚʠ ʧʦʧʫʣʷʨʠʟʠʨʘ ʧʨʘʚʠʣʦʪʦ 80/20 ʢʘʪʦ ʫʥʠʚʝʨʩʘʣʝʥ ʧʨʠʥʮʠʧ 

ʇʨʠʥʦʩʲʪ ʥʘ ʂʨʦʩʙʠ ʢʲʤ ʪʝʦʨʠʷʪʘ ʥʘ ʤʝʥʠʜʞʤʲʥʪʘ ʩʝ ʩʲʩʪʦʠ ʚ 

ʯʝʪʠʨʠʪʝ ʧʨʠʥʮʠʧʘ:  

Á ʦʧʨʝʜʝʣʝʥʠʝʪʦ ʟʘ ʢʘʯʝʩʪʚʦ ʝ ʩʲʦʪʚʝʪʩʪʚʠʝ ʩ ʠʟʠʩʢʚʘʥʠʷʪʘ;  

Á ʩʠʩʪʝʤʘʪʘ ʟʘ ʢʘʯʝʩʪʚʦ ʝ ʧʨʝʚʝʥʮʠʷ;  

Á ʩʪʘʥʜʘʨʪʲʪ ʟʘ ʨʘʙʦʪʘ ʩ ʥʫʣʘ ʜʝʬʝʢʪʠ ʠ ʠʟʤʝʨʚʘʥʝʪʦ ʥʘ ʢʘʯʝʩʪʚʦʪʦ 

ʝ ʮʝʥʘʪʘ ʟʘ ʥʝʩʲʦʪʚʝʪʩʪʚʠʝʪʦ ʥʘ ʠʟʠʩʢʚʘʥʠʷʪʘ; 
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Á ʬʨʘʟʠʪʝ Ăʥʫʣʘ ʜʝʬʝʢʪʠò ʠ ʩʲʦʪʚʝʪʩʪʚʠʝ ʩ ʠʟʠʩʢʚʘʥʠʷʪʘò ʩʘ 

ʟʘʣʝʛʥʘʣʠ ʚ ʪʝʨʤʠʥʦʣʦʛʠʷʪʘ ʥʘ ʤʝʥʠʜʞʤʠʥʪʘ; 

ʌʘʡʛʝʥʙʘʫʤ ʦʪʢʨʠʚʘ Ăʊʦʪʘʣʥʠʷ ʢʦʥʪʨʦʣ ʥʘ ʢʘʯʝʩʪʚʦʪʦò, ʦʟʥʘʯʘʚʘʥ ʢʘʪʦ 

ʊʦʪʘʣʥʦ ʢʘʯʝʩʪʚʦò [32]. 

ʀʜʝʠʪʝ ʥʘ ʊʘʛʫʯʠ ʩʘ ʬʫʥʜʘʤʝʥʪ ʥʘ ʠʥʞʝʥʝʨʥʦʪʦ ʦʙʨʘʟʦʚʘʥʠʝ ʚ ʗʧʦʥʠʷ, 

ʥʘʤʠʨʘʪ ʧʨʠʣʦʞʝʥʠʝ ʚ ʤʝʪʦʜʘ ʟʘ ʦʮʝʥʢʘ ʥʘ ʢʘʯʝʩʪʚʦʪʦ Ăʊʝʭʥʦʣʦʛʠʷ ʟʘ 

ʨʘʟʛʨʲʱʘʥʝ ʥʘ ʢʘʯʝʩʪʚʦʪʦò - Quality Function Deployment (QFD). 

Á ʀʟʤʝʩʪʚʘ ʢʦʥʪʨʦʣʘ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʥʘʟʘʜ ʢʲʤ ʝʪʘʧʘ ʥʘ ʧʨʦʝʢʪʠʨʘʥʝ, 

ʢʘʪʦ ʪʘʢʘ ʟʘʪʚʘʨʷ ʮʠʢʲʣʘ ʥʘ ʪʦʪʘʣʥʦʪʦ ʢʘʯʝʩʪʚʦ. 

 

1.3.2. ʇʨʠʥʦʩʲʪ ʥʘ ɼʦʥʘʙʝʜʠʘʥ ʠ ʄʘʢʩʫʝʣ 

ɿʥʘʯʝʥʠʝʪʦ ʥʘ ʢʦʥʮʝʧʮʠʠʪʝ ʥʘ ʥʘʩʪʘʚʥʠʮʠʪʝ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʟʘ 

ʩʪʦʧʘʥʩʢʠʷ ʥʘʧʨʝʜʲʢ, ʝ ʩʲʠʟʤʝʨʠʤʦ ʩ ʢʦʥʮʝʧʮʠʠʪʝ ʟʘ ʢʘʯʝʩʪʚʦʪʦ ʟʘ 

ʟʜʨʘʚʥʘʪʘ ʧʦʤʦʱ ʥʘ ɼʦʥʘʙʝʜʠʘʥ, ʄʘʢʩʫʝʣ ʠ ʉɿʆ [39].  

Á ʂʦʥʮʝʧʮʠʷʪʘ ʥʘ ɼʦʥʘʙʝʜʠʘʥ ʦʙʭʚʘʱʘ ʪʨʠ ʝʣʝʤʝʥʪʘ: ʩʪʨʫʢʪʫʨʘ, 

ʧʨʦʮʝʩ ʠ ʨʝʟʫʣʪʘʪ (ʧʨʠʧʦʢʨʠʚʘ ʢʣʘʩʠʯʝʩʢʘʪʘ ʪʨʠʘʜʘ ʥʘ ʢʘʯʝʩʪʚʦʪʦ), ʪʨʠʪʝ 

ʝʣʝʤʝʥʪʘ ʧʦʜʣʝʞʘʪ ʥʘ ʦʮʝʥʷʚʘʥʝ.  

Á ʂʦʥʮʝʧʮʠʷʪʘ ʥʘ ʄʘʢʩʫʝʣ ʦʙʭʚʘʱʘ ʰʝʩʪʪʝ ʠʟʤʝʨʠʪʝʣʷ ʥʘ ʢʘʯʝʩʪʚʦʪʦ: 

ʜʦʩʪʲʧ ʜʦ ʟʜʨʘʚʥʘ ʧʦʤʦʱ, ʨʝʣʝʚʘʥʪʥʦʩʪ, ʝʬʝʢʪʠʚʥʦʩʪ ʠ 

ʝʬʠʢʘʩʪʥʦʩʪ ʥʘ ʟʜʨʘʚʥʘʪʘ ʧʦʤʦʱ, ʧʨʦʜʫʢʪʠʚʥʦʩʪ ʠ ʫʯʘʩʪʠʝ ʥʘ 

ʧʦʪʨʝʙʠʪʝʣʷ ʠʣʠ ʧʦʪʨʝʙʠʪʝʣʩʢʠ ʬʦʢʫʩ. 

Á ʂʦʥʮʝʧʮʠʷʪʘ ʥʘ ʉɿʆ - ʤʦʥʠʪʦʨʠʥʛ ʥʘ ʧʦʢʘʟʘʪʝʣʠʪʝ ʟʘ ʟʜʨʘʚʝʪʦ ʠ 

ʨʝʟʫʣʪʘʪʠʪʝ ʦʪ ʜʝʡʥʦʩʪʪʘ ʥʘ ʟʜʨʘʚʥʠʪʝ ʩʣʫʞʙʠ. 

ʉʭʚʘʱʥʝʪʦ ʟʘ ʟʜʨʘʚʥʘʪʘ ʧʦʤʦʱ ʦʪ ʛʣʝʜʥʘʪʦʯʢʘ ʥʘ ʩʠʩʪʝʤʥʠʷ ʠ 

ʧʨʦʮʝʩʥʠʷ ʧʦʜʭʦʜʠ, ʥʘʤʠʨʘ ʧʨʠʣʦʞʝʥʠʝ ʚ ʤʝʜʠʮʠʥʩʢʠʪʝ ʩʪʘʥʜʘʨʪʠ ʠ ʝ 

ʟʘʩʣʫʛʘ ʥʘ ɼʦʥʘʙʝʜʠʘʥ. ʉʭʚʘʱʘʥʝʪʦ ʥʘ ʄʘʢʩʫʝʣ ʨʘʟʛʣʝʞʜʘ ʢʘʯʝʩʪʚʦʪʦ ʚ 

ʫʧʨʘʚʣʝʥʩʢʠ ʘʩʧʝʢʪ - ʪʨʝʪʠʨʘ ʢʘʯʝʩʪʚʦʪʦ ʚ ʥʝʛʦʚʘʪʘ ʪʦʪʘʣʥʦʩʪ, ʮʝʥʘʪʘ ʥʘ 

ʢʘʯʝʩʪʚʦʪʦ ʠ ʩʥʠʞʘʚʘʥʝ ʥʘ ʚʘʨʠʘʙʠʣʥʦʩʪʪʘ ʚ ʩʤʠʩʲʣʘ ʥʘ ʧʦʩʪʠʛʘʥʝ ʥʘ 

ʨʘʚʥʦʤʝʨʥʦʩʪ ʥʘ ʫʩʣʫʛʠʪʝ ʩʥʠʞʘʚʘʥʝ ʥʘ ʨʠʩʢʘ.  

1.4. ʂʚʘʣʠʪʦʣʦʛʠʷ/ʢʚʘʣʠʤʝʪʨʠʷ ʠ ʤʝʜʠʮʠʥʩʢʘ ʢʚʘʣʠʪʦʣʦʛʠʷ 

1.4.1. ʊʨʘʢʪʦʚʢʘ ʥʘ ʧʦʥʷʪʠʷʪʘ 

ʅʘʫʯʥʦʦʙʦʩʥʦʚʘʥʦʪʦ ʧʨʠʝʤʘʥʝ ʥʘ ʫʨʘʚʣʝʥʩʢʦ ʨʝʰʝʥʠʝ ʧʦ ʢʘʯʝʩʪʚʦʪʦ 

ʩʝ ʦʩʥʦʚʘʚʘ ʥʘ ʟʘʢʦʥʦʤʝʨʥʦʩʪʠʪʝ ʟʘ ʠʟʤʝʥʝʥʠʝ (ʨʘʟʚʠʪʠʝ ʠ ʧʦʜʦʙʨʝʥʠʝ) ʥʘ 

ʢʘʯʝʩʪʚʦʪʦ, ʥʘ ʟʘʢʦʥʦʤʝʨʥʦʩʪʠʪʝ ʥʘ ʧʨʝʭʦʜʘ ʦʪ ʝʜʥʦ ʥʠʚʦ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʢʲʤ 
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ʜʨʫʛʦ, ʩʲʚʢʫʧʥʦʩʪʪʘ ʦʪ ʢʦʠʪʦ ʠʟʛʨʘʞʜʘʪ ʬʫʥʜʘʤʝʥʪʘʣʥʘ ʠ ʨʘʟʚʠʚʘʱʘ ʩʝ 

ʥʘʫʢʘ ï ʢʚʘʣʠʪʦʣʦʛʠʷ, ʢʦʝʪʦ ʦʧʨʝʜʝʣʷ ʦʩʥʦʚʥʘʪʘ ʠ ʨʦʣʷ ʚ ʤʝʥʠʜʞʤʲʥʪʘ [2, 

104, 174].  

ʊʝʨʤʠʥʲʪ çʢʚʘʣʠʪʦʣʦʛʠʷè ʩʝ ʦʪʥʘʩʷ ʜʦ ʩʲʜʲʨʞʘʥʠʝʪʦ ʠ ʧʨʠʨʦʜʘʪʘ ʥʘ 

ʢʘʯʝʩʪʚʪʦ ʥʘ ʦʙʝʢʪʠʪʝ. ʉʪʨʫʢʪʫʨʘʪʘ ʤʫ ʝ ʠʟʛʨʘʜʝʥʘ ʦʪ ʯʝʪʠʨʠ ʧʦʥʷʪʠʷ: 

ʪʝʦʨʠʷ ʥʘ ʢʘʯʝʩʪʚʦʪʦ, ʪʝʦʨʠʷ ʥʘ ʫʧʨʘʚʣʝʥʠʝʪʦ ʥʘ ʢʘʯʝʩʪʚʦʪʦ, ʢʚʘʣʠʤʝʪʨʠʷ ʠ 

ʤʝʪʨʦʣʦʛʠʷ (ʌʠʛ. 2). ʊʝʨʤʠʥʲʪ Ăʂʚʘʣʠʤʝʪʨʠʷò ʩʝ ʦʪʥʘʩʷ ʜʦ ʧʨʠʥʮʠʧʠʪʝ ʠ 

ʤʝʪʦʜʠʪʝ  ʟʘ ʢʦʣʠʯʝʩʪʚʝʥʘ ʠ ʢʘʯʝʩʪʚʝʥʘ ʦʮʝʥʢʘ ʥʘ ʦʙʝʢʪʠ ʩ ʨʘʟʣʠʯʥʘ 

ʧʨʠʨʦʜʘ ʠʣʠ ʢʦʣʠʯʝʩʪʚʝʥʘ ʦʮʝʥʢʘ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʚʲʚ ʚʠʜ ʥʘ ʧʦʢʘʟʘʪʝʣʠ, 

ʢʦʠʪʦ ʩʘ ʢʦʣʠʯʝʩʪʚʝʥ ʠʟʨʘʟ ʥʘ ʝʜʥʘ ʠʣʠ ʥʷʢʦʣʢʦ ʭʘʨʘʢʪʝʨʠʩʪʠʢʠ (ʩʚʦʡʩʪʚʘʪʘ) 

ʥʘ ʦʙʝʢʪʘ. ʂʚʘʣʠʤʝʪʨʠʷʪʘ ʠʟʧʦʣʟʚʘ ʤʝʪʦʜʠʪʝ ʥʘ ʤʘʪʝʤʘʪʠʯʝʩʢʘʪʘ 

ʩʪʘʪʠʩʪʠʢʘ, ʩ ʢʦʝʪʦ ʩʝ ʦʙʷʩʥʷʚʘ ʠ ʚʝʨʦʷʪʥʦʩʪʥʠʷ ʭʘʨʘʢʪʝʨ ʥʘ ʤʥʦʛʦ 

ʧʦʢʘʟʘʪʝʣʠ ʥʘ ʢʘʯʝʩʪʚʦʪʦ. ʊʝʦʨʝʪʠʯʝʩʢʘʪʘ ʢʚʘʣʠʤʝʪʨʠʷ ʚʢʣʶʯʚʘ Ăʧʨʝʢʠò ʠ 

Ăʦʙʨʘʪʥʠò ʟʘʜʘʯʠ, ʧʦʜ ʢʦʠʪʦ ʪʨʷʙʚʘ ʜʘ ʩʝ ʨʘʟʙʠʨʘ: ʟʘʜʘʯʠ ʟʘ ʘʥʘʣʠʟ ʥʘ 

ʢʘʯʝʩʪʚʦʪʦ (ʠʟʤʝʨʚʘʥʝ) ʠ ʟʘʜʘʯʠ ʟʘ ʩʠʥʪʝʟ ʥʘ ʢʘʯʝʩʪʚʦʪʦ (ʫʧʨʘʚʣʝʥʠʝ).  

 

 

ʌʠʛʫʨʘ 2 ʉʪʨʫʢʪʫʨʘ ʠ ʩʲʜʲʨʞʘʥʠʝ ʥʘ ʥʘʫʢʘʪʘ Ăʢʚʘʣʠʪʦʣʦʛʠʷò 

ʇʦʨʘʜʠ ʫʥʠʚʝʨʩʘʣʥʦʩʪʪʘ ʥʘ ʠʜʝʠʪʝ ʥʘ ʦʩʥʦʚʥʠʪʝ ʧʦʣʦʞʝʥʠʷ ʠ ʤʝʪʦʜʠʪʝ 

ʥʘ ʢʚʘʣʠʤʝʪʨʠʷʪʘ, ʝ ʥʘʣʠʮʝ ʧʨʦʮʝʩ ʥʘ ʨʘʟʰʠʨʷʚʘʥʝ ʥʘ ʥʝʡʥʠʪʝ 

ʧʲʨʚʦʥʘʯʘʣʥʠ ʛʨʘʥʠʮʠ. ʅʝʡʥʠ ʦʙʝʢʪʠ ʩʘ ʢʘʢʪʦ ʧʨʦʜʫʢʪʠʪʝ, ʪʘʢʘ ʠ ʫʩʣʫʛʠʪʝ ʚ 

ʦʙʣʘʩʪʪʘ ʥʘ ʦʙʨʘʟʦʚʘʥʠʝʪʦ ʠ ʤʝʜʠʮʠʥʘʪʘ, ʘ ʩʲʱʦ ʠ ʨʘʟʣʠʯʥʠʪʝ ʚʠʜʦʚʝ 

ʧʨʦʮʝʩʠ.  

1.4.2. ɼʠʘʣʝʢʪʠʢʘ ʥʘ ʧʦʣʦʞʠʪʝʣʥʠʪʝ ʠ ʦʪʨʠʮʘʪʝʣʥʠʪʝ ʢʘʯʝʩʪʚʘ  

ɼʠʘʣʝʢʪʠʢʘʪʘ ʥʘ ʧʦʣʦʞʠʪʝʣʥʠʪʝ ʠ ʦʪʨʠʮʘʪʝʣʥʠʪʝ ʢʘʯʝʩʪʚʘ ʜʘʚʘ 

ʧʦʣʦʞʠʪʝʣʝʥ ʦʪʛʦʚʦʨ ʥʘ ʚʲʧʨʦʩʘ çʠʤʘ ʣʠ ʢʘʯʝʩʪʚʦ ʙʝʟ ʧʦʪʨʝʙʥʦʩʪʠ ʠ ʙʝʟ 
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ʩʨʘʚʥʷʚʘʥʝ ʥʘ ʩʚʦʡʩʪʚʘʪʘ ʥʘ ʧʨʦʜʫʢʪʘ ʩ ʧʦʪʨʝʙʥʦʩʪʠʪʝ ʥʘ ʭʦʨʘʪʘ?ò. 

ʇʨʦʜʫʢʪʲʪ, ʢʦʡʪʦ ʥʝ ʫʜʦʚʣʝʪʚʦʨʷʚʘ ʧʦʪʨʝʙʥʦʩʪʠ ʥʝ ʩʣʝʜʚʘ, ʯʝ ʝ ʠʟʛʫʙʠʣ 

ʩʲʱʥʦʩʪʪʘ ʠ ʩʚʦʡʩʪʚʘʪʘ, ʢʦʠʪʦ ʛʦ ʦʪʣʠʯʘʚʘʪ ʦʪ ʜʨʫʛʠʪʝ ʧʨʝʜʤʝʪʠ ʪ.ʝ. ʥʷʤʘ 

ʢʘʯʝʩʪʚʦ. ʊʦʟʠ ʦʙʝʢʪ ʧʨʠʪʝʞʘʚʘ ʢʘʯʝʩʪʚʦ, ʢʦʝʪʦ ʥʝ ʩʲʦʪʚʝʪʩʪʚʘ ʥʘ 

ʧʦʪʨʝʙʥʦʩʪʠʪʝ, ʦʪ ʢʦʝʪʦ ʩʣʝʜʚʘ, ʯʝ ʪʦʡ ʥʷʤʘ ʧʦʣʦʞʠʪʝʣʥʦ, ʘ ʦʪʨʠʮʘʪʝʣʥʦ 

ʢʘʯʝʩʪʚʦ.   

ʄʝʜʠʮʠʥʩʢʘ ʢʚʘʣʠʪʦʣʦʛʠʷ ʩʝ ʜʝʬʠʥʠʨʘ ʢʘʪʦ: Ă... ʩʠʩʪʝʤʘ ʦʪ ʦʙʝʢʪʠʚʥʠ 

ʟʥʘʥʠʷ, ʩʲʟʜʘʚʘʱʘ ʚʲʟʤʦʞʥʦʩʪ ʟʘ ʦʧʠʩʘʥʠʝ, ʦʮʝʥʢʘ ʠ ʧʨʦʛʥʦʟʠʨʘʥʝ ʥʘ 

ʷʚʣʝʥʠʷʪʘ, ʩʚʲʨʟʘʥʠ ʩ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʩʪʨʫʢʪʫʨʘʪʘ ʥʘ ʩʠʩʪʝʤʘʪʘ ʥʘ 

ʟʜʨʘʚʝʦʧʘʟʚʘʥʝ, ʦʨʛʘʥʠʟʘʮʠʷʪʘ ʥʘ ʪʨʫʜʘ ʠ ʨʝʟʫʣʪʘʪʠʪʝ ʦʪ ʜʝʡʥʦʩʪʪʘ ʥʘ 

ʩʠʩʪʝʤʘʪʘò (ʀʚʘʥʦʚʘ ʊ., 2000) [42]. 

 

2. Kʆʅʎɽʇʎʀʗ ɿɸ ʂɸʏɽʉʊɺʆ 

2.1. ʉʲʱʥʦʩʪ ʥʘ ʧʦʥʷʪʠʝʪʦ Ăʢʘʯʝʩʪʚʦò  

ʅʝ ʩʲʱʝʩʪʚʫʚʘʪ ʥʠʢʘʢʚʠ ʦʛʨʘʥʠʯʝʥʠʷ ʟʘ ʠʟʧʦʣʟʚʘʥʝ ʥʘ ʪʝʨʤʠʥʘ 

Ăʢʘʯʝʩʪʚʦò, ʧʦʨʘʜʠ ʢʦʝʪʦ ʧʨʝʜʘʚʘʥʠʷʪ ʤʫ ʩʤʠʩʲʣ ʝ ʨʘʟʣʠʯʝʥ. ʅʘʡ ï ʯʝʩʪʦ, ʚ 

ʞʠʚʦʪʘ ʠ ʚ ʙʠʟʥʝʩʘ ʧʦʥʷʪʠʝʪʦ Ăʢʘʯʝʩʪʚʦò ʩʝ ʠʥʪʝʨʧʨʝʪʠʨʘ ʢʘʪʦ: ʮʝʥʥʦʩʪ, 

ʧʦʣʝʟʥʦʩʪ, ʠʣʠ ʧʨʝʚʲʟʭʦʜʩʪʚʦ. ʊʨʠʪʝ ʢʘʪʝʛʦʨʠʠ ʨʘʟʛʣʝʞʜʘʪ ʷʚʣʝʥʠʝʪʦ ʩ 

ʧʦʥʷʪʠʡʥʠʷ ʘʧʘʨʘʪ ʥʘ ʥʘʫʢʠʪʝ: ʬʠʣʦʩʦʬʠʷ, ʧʨʘʚʦ, ʠʢʦʥʦʤʠʢʘ ʠ 

ʧʦʚʝʜʝʥʯʝʩʢʠʪʝ ʥʘʫʢʠ ʦʪ ʢʦʝʪʦ ʩʣʝʜʚʘ, ʯʝ ʥʷʤʘ ʝʜʥʘ ʝʜʠʥʩʪʚʝʥʘ ʛʣʝʜʥʘ 

ʪʦʯʢʘ , ʢʦʷʪʦ ʜʘ ʦʙʷʩʥʠ ʩʲʱʥʦʩʪʪʘ ʥʘ ʢʘʯʝʩʪʚʦʪʦ, ʥʦ ʩʲʱʝʩʪʚʫʚʘ ʧʘʨʘʜʠʛʤʘ. 

2.1.1.ʄʥʦʛʦʘʩʧʝʢʪʥʦʩʪ ʥʘ ʢʘʯʝʩʪʚʦʪʦ  

ʂʘʯʝʩʪʚʦʪʦ ʩʝ ʨʘʟʛʣʝʞʜʘ ʢʘʪʦ ʤʥʦʛʦʘʩʧʝʢʪʥʘ ʢʘʪʝʛʦʨʠʷ. ʈʘʟʣʠʯʘʚʘʪ 

ʩʝ: ʬʠʣʦʩʦʬʩʢʘ, ʠʢʦʥʦʤʠʯʝʩʢʘ, ʧʨʘʚʦʚʘ, ʩʪʘʪʠʩʪʠʯʝʩʢʘ, ʪʝʭʥʠʯʝʩʢʘ, 

ʧʨʦʠʟʚʦʜʩʪʚʝʥʘ, ʧʦʪʨʝʙʠʪʝʣʩʢʘ ʩʪʨʘʥʠ ʥʘ ʢʘʯʝʩʪʚʦʪʦ, ʷʜʨʦʪʦ ʥʘ ʢʦʠʪʦ ʝ 

ʠʢʦʥʦʤʠʯʝʩʢʠʷʪ ʘʩʧʝʢʪ, ʟʘʱʦʪʦ ʧʨʘʢʪʠʯʝʩʢʘʪʘ ʠʟʷʚʘ ʥʘ ʚʩʠʯʢʠ ʦʩʪʘʥʘʣʠ 

ʘʩʧʝʢʪʠ ʝ ʚʲʟʤʦʞʥʘ ʝʜʠʥʩʪʚʝʥʦ ʥʘ ʠʢʦʥʦʤʠʯʝʩʢʘ ʦʩʥʦʚʘ.  

ʌʠʣʦʩʦʬʩʢʘʪʘ ʠʥʪʝʨʧʨʝʪʘʮʠʷ ʩʝ ʬʠʢʫʩʠʨʘ ʚʲʨʭʫ ʨʘʟʣʠʯʥʠ ʩʚʦʡʩʪʚʘ, 

ʙʝʟ ʜʘ ʦʟʥʘʯʘʚʘ Ăʜʦʙʨʦ - ʣʦʰʦò, ʧʦʨʘʜʠ ʢʦʝʪʦ ʬʠʣʦʩʦʬʩʢʘʪʘ ʢʘʪʝʛʦʨʠʷ ʥʝ 

ʥʦʩʠ ʦʮʝʥʲʯʝʥ ʭʘʨʘʢʪʝʨ. ɺʲʚ ʬʠʣʦʩʦʬʩʢʠ ʘʩʧʝʢʪ, ʥʘʡ - ʪʦʯʥʘ ʪʨʘʢʪʦʚʢʘ ʥʘ 

ʢʘʯʝʩʪʚʦʪʦ ʧʨʝʜʘʚʘ ʍʝʛʝʣ (XIX ʚ.): Ăʂʘʯʝʩʪʚʦʪʦ ʝ ʪʲʞʜʝʩʪʚʝʥʘ ʩ ʙʠʪʠʝʪʦ 

ʦʧʨʝʜʝʣʝʥʦʩʪ, ʪʘʢʘ ʯʝ ʥʠʱʦ ʥʝ ʧʨʝʩʪʘʚʘ ʜʘ ʙʲʜʝ ʪʦʚʘ, ʢʦʝʪʦ ʪʦ ʝ  

ʢʦʛʘʪʦ ʪʦ ʛʫʙʠ ʩʚʦʝʪʦ ʢʘʯʝʩʪʚʦò [6].  
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ʇʨʝʜʥʘʟʥʘʯʝʥʠʝʪʦ ʥʘ ʧʨʦʜʫʢʪʘ ʜʘ ʫʜʦʚʣʝʪʚʦʨʷʚʘ ʦʧʨʝʜʝʣʝʥʠ 

ʧʦʪʨʝʙʥʦʩʪʠ ʥʘ ʠʥʜʠʚʠʜʘ ʠ ʦʙʱʝʩʪʚʦʪʦ ʦʧʨʝʜʝʣʷ ʩʦʮʠʘʣʥʠʷ ʘʩʧʝʢʪ ʥʘ 

ʢʘʯʝʩʪʚʦʪʦ. ʉʚʲʨʟʘʥ ʝ ʩʲʩ ʩʫʙʝʢʪʠʚʥʦʪʦ ʦʪʥʦʰʝʥʠʝ ʥʘ ʧʦʪʨʝʙʠʪʝʣʷ ʢʲʤ 

ʜʘʜʝʥ ʦʙʝʢʪ ʚ ʟʘʚʠʩʠʤʦʩʪ ʦʪ ʩʦʮʠʘʣʥʠʷ ʤʫ ʩʪʘʪʫʩ. 

ʊʝʭʥʠʯʝʩʢʠʷʪ ʘʩʧʝʢʪ ʩʝ ʦʪʥʘʩʷ ʜʦ ʩʚʦʡʩʪʚʘʪʘ ʥʘ ʧʨʦʜʫʢʪʘ/ʫʩʣʫʛʘʪʘ, 

ʦʧʨʝʜʝʣʷʱʠ ʩʝ ʦʪ ʪʝʭʥʠʯʝʩʢʦʪʦ Ăʩʲʚʲʨʰʝʥʩʪʚʦò, ʢʦʝʪʦ ʩʝ ʟʘʣʘʛʘ ʧʨʠ 

ʧʨʦʝʢʪʠʨʘʥʝ ʥʘ ʧʨʦʜʫʢʪʘ ʠ ʩʝ ʦʙʝʟʧʝʯʘʚʘ ʧʨʠ ʥʝʛʦʚʦʪʦ ʧʨʦʠʟʚʦʜʩʪʚʦ.  

ʇʨʘʚʦʚʠʷʪ ʘʩʧʝʢʪ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʝ ʥʦʨʤʘʪʠʚʥʦʪʦ ʦʪʨʘʞʝʥʠʝ ʥʘ 

ʢʘʯʝʩʪʚʦʪʦ ʚ ʩʪʘʥʜʘʨʪʠʪʝ ʠ ʥʦʨʤʘʪʠʚʠʪʝ. ʆʪʥʘʩʷ ʩʝ ʜʦ ʩʲʚʢʫʧʥʦʩʪʪʘ ʦʪ 

ʩʚʦʡʩʪʚʘ ʠ ʧʦʢʘʟʘʪʝʣʠ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʦʙʝʢʪʘ, ʧʦʜ ʢʦʷʪʦ ʪʦʡ ʥʝ ʪʨʷʙʚʘ ʜʘ 

ʩʝ ʜʦʧʫʩʢʘ ʜʦ ʧʦʪʨʝʙʠʪʝʣʷ. ʄʝʞʜʫʥʘʨʦʜʥʠʷʪ ʧʦʜʭʦʜ ʟʘ ʥʦʨʤʠʨʘʥʝ ʥʘ 

ʪʝʭʥʠʯʝʩʢʠʪʝ ʠʟʠʢʚʘʥʠʷ ʢʲʤ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʧʨʦʜʫʢʪʠʪʝ ʠ ʫʩʣʫʛʠʪʝ ʝ ʝʜʠʥʝʥ 

ʧʦʜʭʦʜ. ʆʪʨʘʟʷʚʘ ʨʝʛʫʣʠʨʘʱʘʪʘ ʬʫʥʢʮʠʷ ʥʘ ʜʲʨʞʘʚʘʪʘ ʯʨʝʟ 

ʟʘʢʦʥʦʜʘʪʝʣʩʪʚʦʪʦ ʠ ʜʚʝʪʝ ʟʘʢʦʥʦʤʝʨʥʦʩʪʠ ï ʥʘʨʘʩʪʚʘʥʝ ʥʘ 

ʟʘʜʲʣʞʠʪʝʣʥʦʩʪʪʘ ʥʘ ʥʦʨʤʠʪʝ ʦʪ ʜʦʣʫ ʥʘ ʛʦʨʝ - ʦʪ ʩʪʘʥʜʘʨʪʠʪʝ ʢʲʤ ʟʘʢʦʥʠʪʝ 

ʠ ʜʝʪʘʡʣʠʟʠʨʘʥʝʪʦ ʥʘ ʥʦʨʤʠʪʝ ʦʪ ʛʦʨʝ ʥʘ ʜʦʣʫ - ʦʪ ʟʘʢʦʥʠʪʝ ʢʲʤ ʩʪʘʥʜʘʨʪʠʪʝ 

(ʌʠʛ. 3) [76].  

 

 

ʌʠʛʫʨʘ  3 ʄʝʞʜʫʥʘʨʦʜʝʥ ʧʦʜʭʦʜ ʟʘ ʥʦʨʤʠʨʘʥʝ ʥʘ ʪʝʭʥʠʯʝʩʢʠʪʝ ʠʟʠʢʚʘʥʠʷ ʢʲʤ 

ʢʘʯʝʩʪʚʦʪʦ 

ʇʦ ʘʥʘʣʦʛʠʷ ʥʘ ʄʝʞʜʫʥʘʨʦʜʥʠʷʪ ʧʦʜʭʦʜ ʝ ʠʟʛʨʘʜʝʥʘ ʅʦʨʤʘʪʠʚʥʘʪʘ 

ʩʠʩʪʝʤʘ ʟʘ ʢʘʯʝʩʪʚʦ ʥʘ ʢʣʠʥʠʯʥʘʪʘ ʜʝʡʥʦʩʪ. ʉʠʩʪʝʤʘʪʘ ʠʤʘ ʜʚʘ ʦʩʥʦʚʥʠ 

ʢʦʤʧʦʥʝʥʪʘ: ʢʚʘʣʠʬʠʢʘʮʠʷ ʥʘ ʤʝʜʠʮʠʥʩʢʠʪʝ ʩʧʝʮʠʘʣʠʩʪʠ ʠ ʥʦʨʤʠ 

(ʤʝʜʠʮʠʥʩʢʠ ʩʪʘʥʜʘʨʪʠ, ʧʨʘʚʠʣʘ ʟʘ ʜʦʙʨʘ ʢʣʠʥʠʯʥʘ ʧʨʘʢʪʠʢʘ ʠ ʢʣʠʥʠʯʥʠ 

ʧʨʦʪʦʢʦʣʠ ), ʟʘ ʦʩʲʱʝʩʪʚʷʚʘʥʝ ʥʘ ʢʣʠʥʠʯʥʘ ʜʝʡʥʦʩʪ. 
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ʀʢʦʥʦʤʠʯʝʩʢʠʷʪ ʘʩʧʝʢʪ ʭʘʨʘʢʪʝʨʠʟʠʨʘ ʧʦʪʨʝʙʠʪʝʣʩʢʘʪʘ ʩʪʦʡʥʦʩʪ ʥʘ 

ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʜʘʜʝʥ ʦʙʝʢʪ, ʢʦʷʪʦ ʩʝ  ʬʦʨʤʠʨʘ ʥʝ ʦʪ ʚʩʠʯʢʠ ʥʝʛʦʚʠ ʩʚʦʡʩʪʚʘ, 

ʘ ʩʘʤʦ ʦʪ ʝʜʥʦ ʩʚʦʡʩʪʚʦ, ʢʦʝʪʦ ʦʙʫʩʣʘʚʷ ʧʦʣʝʟʥʦʩʪʪʘ ʠ ʫʜʦʚʣʝʪʚʦʨʷʚʘ 

ʦʧʨʝʜʝʣʝʥʠ ʯʦʚʝʰʢʠ ʧʦʪʨʝʙʥʦʩʪʠ.  

2.1.2.ʂʘʯʝʩʪʚʦʪʦ ʧʨʝʟ ʧʦʛʣʝʜʘ ʥʘ ʥʘʩʪʘʚʥʠʮʠʪʝ ʥʘ ʢʘʯʝʩʪʚʦʪʦ 

ʈʘʟʙʠʨʘʥʝʪʦ ʟʘ ʩʲʜʲʨʞʘʥʠʝʪʦ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʦʪʨʘʟʷʚʘ ʘʩʧʝʢʪʠʪʝ ʚ 

ʠʥʪʝʨʧʨʝʪʘʮʠʠʪʝ ʥʘ ʥʘʩʪʘʚʥʠʮʠʪʝ ʧʦ ʢʘʯʝʩʪʚʦʪʦ. 

ʋʠʣʷʤ ɼʝʤʠʥʛ ʧʦʩʪʘʚʷ ʚ ʮʝʥʪʲʨʘ ʧʦʜʦʙʨʷʚʘʥʝʪʦ ʥʘ ʢʘʯʝʩʪʚʦʪʦ, ʢʦʝʪʦ 

ʚʦʜʠ ʜʦ ʧʦʚʠʰʘʚʘʥʝ ʥʘ ʧʨʦʜʫʢʪʠʚʥʦʩʪʪʘ, ʦʪ ʪʫʢ ʧʦ ï ʥʠʩʢʠ ʨʘʟʭʦʜʠ, 

ʩʲʦʪʚʝʪʥʦ ʧʦ ï ʚʠʩʦʢʠ ʧʨʠʭʦʜʠ, ʢʦʝʪʦ ʜʘʚʘ ʚʲʟʤʦʞʥʦʩʪ ʟʘ ʥʦʚʦʚʲʚʝʜʝʥʠʷ ʠ 

ʟʘʚʣʘʜʷʚʘʥʝ ʥʘ ʧʘʟʘʨʥʠ ʩʝʛʤʝʥʪʠ. ʌʠʣʠʧ ʂʨʦʩʙʠ ʧʦʩʪʘʚʷ ʢʘʪʦ ʧʨʦʙʣʝʤ 

ʥʝʩʲʦʪʚʝʪʩʪʚʠʝʪʦ ʤʝʞʜʫ ʠʟʠʩʢʚʘʥʠʷʪʘ ʟʘ ʢʘʯʝʩʪʚʦ ʠ ʦʯʘʢʚʘʥʠʷʪʘ ʥʘ 

ʢʣʠʝʥʪʠʪʝ. ɼʞʦʫʟʝʬ ɼʞʫʨʘʥ - ʢʘʯʝʩʪʚʦʪʦ ʝ ʧʨʠʛʦʜʥʦʩʪ ʢʲʤ ʠʟʧʦʣʟʚʘʥʝ 

(ñFitness for useò) [97]. 

ʐʫʭʘʨʪ ʨʘʟʛʣʝʞʜʘ ʜʚʘ ʘʩʧʝʢʪʘ ʥʘ ʢʘʯʝʩʪʚʦʪʦ: ʦʙʝʢʪʠʚʝʥ, ʢʦʡʪʦ ʩʝ 

ʧʨʠʧʦʢʨʠʚʘ ʩ ʬʠʟʠʯʝʩʢʠʪʝ ʭʘʨʘʢʪʝʨʠʩʪʠʢʠ ʥʘ ʜʘʜʝʥ ʧʨʝʜʤʝʪ ʠ ʩʫʙʝʢʪʠʚʝʥ, 

ʩʚʲʨʟʘʥ ʩ ʦʮʝʥʢʘʪʘ ʥʘ ʧʦʪʨʝʙʠʪʝʣʷ. ɼʞʝʨʘʣʜ ɺʘʡʥʙʝʨʛ - ʩʪʦʡʥʦʩʪʪʘ ʟʘ 

ʥʷʢʦʡ ʯʦʚʝʢ (ñValue to some personò). ʅʦʨʠʘʢʠ ʂʘʥʦ ʧʨʝʜʩʪʘʚʷ ʢʘʯʝʩʪʚʦʪʦ 

ʢʘʪʦ ʜʚʫʤʝʨʝʥ ʤʦʜʝʣ - Ăʟʘʜʲʣʞʠʪʝʣʥʦ ʢʘʯʝʩʪʚʦò ʠ Ăʘʪʨʘʢʪʠʚʥʦ ʢʘʯʝʩʪʚʦò, 

ʢʦʠʪʦ ʩʲʦʪʚʝʪʩʪʚʘʪ ʥʘ ʜʚʝʪʝ ʠʟʤʝʨʝʥʠʷ - ʩʲʩʪʦʷʥʠʝ ʥʘ ʫʧʦʪʨʝʙʘ ʠ 

ʦʯʘʢʚʘʥʠʷʪʘ ʥʘ ʢʣʠʝʥʪʘ, ʢʦʠʪʦ ʚʩʝ ʦʱʝ ʥʝ ʩʘ Ăʫʩʝʪʝʥʠò. ʂʘʦʨʫ ʀʰʠʢʘʚʘ 

ʧʦʩʪʘʚʷ ʟʥʘʢ ʥʘ ʨʘʚʝʥʩʪʚʦ ʤʝʞʜʫ ʟʥʘʯʝʥʠʝʪʦ ʥʘ ʜʫʤʘʪʘ Ăʢʘʯʝʩʪʚʦò ʠ 

ʪʦʪʘʣʥʦʪʦ ʫʧʨʘʚʣʝʥʠʝ ʥʘ ʢʘʯʝʩʪʚʦʪʦ. ʉʧʦʨʝʜ ʇʠʪʲʨ ɼʨʘʢʲʨ ï Ăʝʜʠʥ 

ʫʜʦʚʣʝʪʚʦʨʝʥ ʢʣʠʝʥʪ ʝ ʧʦʢʘʟʘʪʝʣ ʟʘ ʢʘʯʝʩʪʚʦò, ʘ ʩʧʦʨʝʜ ɸʨʤʘʥʜ 

ʌʘʡʛʝʥʙʘʫʤ Ăʢʘʯʝʩʪʚʦʪʦ ʝ ʨʝʰʝʥʠʝ ʥʘ ʧʦʪʨʝʙʠʪʝʣʷ, ʘ ʥʝ ʥʘ ʠʥʞʝʥʝʨʘ ʠʣʠ 

ʥʘ ʤʘʨʢʝʪʦʣʦʛʘ. ʆʩʥʦʚʘʥʦ ʝ ʥʘ ʚʟʘʠʤʦʜʝʡʩʪʚʠʝʪʦ ʥʘ ʧʦʪʨʝʙʠʪʝʣʷ ʩʲʩ 

ʩʪʦʢʘʪʘ, ʠ ʩʝ ʠʟʤʝʨʚʘ ʧʦʩʨʝʜʩʪʚʦʤ ʩʲʦʪʚʝʪʩʪʚʠʝ ʩ ʫʜʦʚʣʝʪʚʦʨʝʥʠʝʪʦ ʥʘ 

ʥʝʛʦʚʠʪʝ ʠʟʠʩʢʚʘʥʠʷ, ʢʦʠʪʦ ʤʦʛʘʪ ʜʘ ʙʲʜʘʪ ʠʟʨʘʟʝʥʠ ʷʚʥʦ ʠʣʠ ʥʝʷʚʥʦ, ʤʦʛʘʪ 

ʜʘ ʙʲʜʘʪ ʩʲʟʥʘʪʝʣʥʠ ʠʣʠ ʥʝʩʲʟʥʘʪʝʣʥʠ, ʦʙʝʢʪʠʚʥʠ ʠʣʠ ʩʫʙʝʢʪʠʚʥʠ [35].  

ʉʧʦʨʝʜ ʩʤʝʞʜʫʥʘʨʦʜʥʠʷ ʩʪʘʥʜʘʨʪ ISʆ 9001:2000, ʢʘʯʝʩʪʚʦʪʦ ʝ  ñʉʪʝʧʝʥ 

ʜʦ ʢʦʷʪʦ ʩʲʚʢʫʧʥʦʩʪʪʘ ʦʪ ʧʨʠʩʲʱʠ ʭʘʨʘʢʪʝʨʠʩʪʠʢʠ ʫʜʦʚʣʝʪʚʦʨʷʚʘʪ 

ʠʟʠʩʢʚʘʥʠʷò, ʘ ʩʧʦʨʝʜ ISʆ 8402 Ăʂʘʯʝʩʪʚʦʪʦ ʝ ʩʲʚʢʫʧʥʦʩʪ ʦʪ 

ʭʘʨʘʢʪʝʨʠʩʪʠʢʠʪʝ ʠ ʩʚʦʡʩʪʚʘʪʘ ʥʘ ʜʘʜʝʥ ʧʨʦʜʫʢʪ ʧʦ ʦʪʥʦʰʝʥʠʝ ʥʘ ʥʝʛʦʚʘʪʘ 
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ʧʨʠʛʦʜʥʦʩʪ ʜʘ ʫʜʦʚʣʝʪʚʦʨʷʚʘ ʦʧʨʝʜʝʣʝʥʠ ʠ ʧʨʝʜʚʘʨʠʪʝʣʥʦ ʟʘʜʘʜʝʥʠ 

ʠʟʠʩʢʚʘʥʠʷò [98].  

ʄʘʨʢʝʪʠʥʛʦʚʘ ʠʥʪʝʨʧʨʝʪʘʮʠʷ ʟʘ ʢʘʯʝʩʪʚʦʪʦ ʩʝ ʦʩʥʦʚʘʚʘ ʥʘ 

ʩʪʨʫʢʪʫʨʘʪʘ ʥʘ ʧʨʦʜʫʢʪʘ, ʢʘʪʦ ʩʲʚʨʝʤʝʥʥʘʪʘ ʢʦʥʢʫʨʝʥʮʠʷ ʩʝ ʦʩʲʱʝʩʪʚʷʚʘ ʥʘ 

ʥʠʚʦ ʜʦʧʲʣʥʝʥ ʧʨʦʜʫʢʪ (augmented product) ʠ ʧʦʪʝʥʮʠʘʣʝʥ ʧʨʦʜʫʢʪ (potential 

product), ʩ ʪʨʘʥʩʬʦʨʘʮʠʠ, ʢʦʠʪʦ ʜʦʧʲʣʥʝʥʠʷʪ ʧʨʦʜʫʢʪ ʤʦʞʝ ʜʘ ʧʨʝʪʲʨʧʠ ʚ 

ʙʲʜʝʱʝ [45].  

ʇʨʠ ʨʘʟʛʣʝʞʜʘʥʝ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʧʨʦʜʫʢʪʠʪʝ/ʫʩʣʫʛʠʪʝ ʚ ʥʝʛʦʚʘʪʘ 

ʮʷʣʦʩʪ ʦʪ ʧʦʟʠʮʠʷʪʘ ʥʘ ʩʪʘʪʠʩʪʠʢʘʪʘ ʝ ʚʠʜʥʦ, ʯʝ ʪʦ ʩʝ ʜʚʠʞʠ ʚ ʰʠʨʦʢʠ 

ʛʨʘʥʠʮʠ ʠ ʧʨʦʷʚʷʚʘ ʩʪʘʪʠʩʪʠʯʝʩʢʦ ʨʘʟʧʨʝʜʝʣʝʥʠʝ, ʢʦʝʪʦ ʩʝ ʠʟʨʘʟʷʚʘ ʯʨʝʟ 

ʩʨʝʜʥʠ ʩʪʦʡʥʦʩʪʠ ʠ ʦʪʢʣʦʥʝʥʠʷ.  

 

2.1.3.ɸʥʘʣʠʟ ʥʘ ʩʭʚʘʱʘʥʠʷʪʘ ʟʘ ʢʘʯʝʩʪʚʦ, ʩʪʨʫʢʪʫʨʘ ʠ ʥʠʚʘ ʥʘ 

ʢʘʯʝʩʪʚʦʪʦ 

ʇʨʠ ʘʥʘʣʠʟʘ ʥʘ ʦʧʨʝʜʝʣʝʥʠʷʪʘ ʟʘ ʢʘʯʝʩʪʚʦʪʦ ʩʝ ʫʩʪʘʥʦʚʷʚʘ, ʯʝ 

ʧʦʚʝʯʝʪʦ ʩʪʘʥʦʚʠʱʘ (ʌʘʡʛʝʥʙʘʫʤ, ʂʘʥʦ, ɼʞʫʨʘʥ, ʀʰʠʢʘʚʘ, ɼʨʘʢʲʨ) ʩʝ 

ʦʙʝʜʠʥʷʚʘʪ ʦʢʦʣʦ ʠʜʝʷʪʘ ʟʘ ʠʜʝʥʪʠʯʥʦʩʪ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʩ çʫʜʦʚʣʝʪʚʦʨʝʥʠʝ 

ʥʘ ʧʦʪʨʝʙʥʦʩʪʠʪʝ ʥʘ ʧʦʪʨʝʙʠʪʝʣʷè ʠ ʩʝ ʦʩʥʦʚʘʚʘ ʥʘ ʚʟʘʠʤʦʜʝʡʩʪʚʠʝʪʦ ʥʘ 

ʧʦʪʨʝʙʠʪʝʣʷ ʩ ʧʨʦʜʫʢʪʘ/ʫʩʣʫʛʘʪʘ. ɼʨʫʛʠ (ɼʝʤʠʥʛ) ï ʥʘ ʧʦʜʦʙʨʷʚʘʥʝ ʥʘ 

ʧʨʦʮʝʩʘ. ʊʨʝʪʘ ʛʨʫʧʘ ʩʪʘʥʦʚʠʱʘ ï ʥʘ ʧʦʪʨʝʙʠʪʝʣʩʢʘʪʘ ʩʪʦʡʥʦʩʪ. ʇʦ ï ʰʠʨʦʢʦ 

ʨʘʟʙʠʨʘʥʝ ʟʘ ʢʘʯʝʩʪʚʦʪʦ ʧʨʝʜʩʪʘʚʷ ʦʧʨʝʜʝʣʝʥʠʝʪʦ ʥʘ ʂʨʦʩʙʠ ʠ ʩʪʘʥʜʘʨʪ 

DIN ISO, ʢʦʠʪʦ ʦʪʥʘʩʷʪ ʢʘʯʝʩʪʚʦʪʦ ʥʘʡ - ʦʙʱʦ ʜʦ çʠʟʠʩʢʚʘʥʠʷʪʘè. 

ʀʟʠʩʢʚʘʥʠʷʪʘ (ʧʦʪʨʝʙʥʦʩʪʠ ʠʣʠ ʦʯʘʢʚʘʥʠʷ), ʢʦʠʪʦ ʢʘʯʝʩʪʚʦʪʦ ʫʜʦʚʣʝʪʚʦʨʷʚʘ 

ʤʦʛʘʪ ʜʘ ʙʲʜʘʪ ʨʘʟʧʨʝʜʝʣʝʥʠ ʚ ʪʨʠ ʢʘʪʝʛʦʨʠʠ: ʟʘʜʲʣʞʠʪʝʣʥʠ, ʢʦʠʪʦ ʩʘ 

(ʫʩʪʘʥʦʚʝʥʠ) ʨʘʟʧʠʩʘʥʠ ʚ ʥʦʨʤʘʪʠʚʥʠ ʜʦʢʫʤʝʥʪʠ ï ʟʘʢʦʥʠ, ʩʪʘʥʜʘʨʪʠ ʠ ʜʨ., 

ʟʘʷʚʝʥʠ ʫʩʪʘʥʦʚʝʥʠ ʠʟʠʩʢʘʥʠʷ ʥʘ ʧʦʪʨʝʙʠʪʝʣʷ ï ʢʦʥʪʨʘʢʪ, ʪʝʭʥʠʯʝʩʢʦ 

ʟʘʜʘʥʠʝ ʠ ʦʙʠʢʥʦʚʝʥʥʦ ʧʨʝʜʧʦʣʘʛʘʝʤʠ ʠʟʠʩʢʚʘʥʠʷ. ʀʟʠʩʢʚʘʥʝʪʦ ʟʘ ʢʘʯʝʩʪʚʦ 

ʠʤʘ ʟʘʜʲʣʞʠʪʝʣʝʥ ʭʘʨʘʢʪʝʨ ʠ ʤʦʞʝ ʜʘ ʩʝ ʧʨʝʜʷʚʠ ʦʪ ʚʩʷʢʘ ʟʘʠʥʪʝʨʝʩʦʚʘʥʘ 

ʩʪʨʘʥʘ.  

ʆʪ ʦʧʨʝʜʝʣʝʥʠʷʪʘ ʟʘ ʢʘʯʝʩʪʚʦ, ʩʝ ʠʟʚʝʞʜʘ ʩʪʨʫʢʪʫʨʘʪʘ ʟʘ ʢʘʯʝʩʪʚʦ ʢʘʪʦ 

ʤʥʦʛʦʤʝʨʥʘ ʪʨʠʢʦʤʧʦʥʝʥʪʥʘ ʢʘʪʝʛʦʨʠʷ, ʠʟʚʝʩʪʥʘ ʢʘʪʦ Ăʊʨʠʘʜʘ ʥʘ 

ʢʘʯʝʩʪʚʦʪʦ - ʩʠʩʪʝʤʘ, ʧʨʦʮʝʩ ʠ ʨʝʟʫʣʪʘʪ, ʧʦ ï ʢʲʩʥʦ ʦʙʦʛʘʪʝʥʘ ʩ 

ʯʝʪʚʲʨʪʠ ʢʦʤʧʦʥʝʥʪʛ ï ʩʨʝʜʘʪʘè [9]. ʆʪ ʤʝʪʦʜʦʣʦʛʠʯʥʘ ʛʣʝʜʥʘ ʪʦʯʢʘ, 

ʢʦʤʧʦʥʝʥʪʠʪʝ ʩʝ ʥʘʤʠʨʘʪ ʚ ʡʝʨʘʨʭʠʯʝʩʢʘ ʧʦʜʯʠʥʝʥʥʦʩʪ ʠ ʘʢʪʠʚʥʦ 
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ʚʟʘʠʤʦʜʝʡʩʪʚʠʝ. ʇʨʦʜʫʢʪʲʪ ʥʘʩʣʝʜʷʚʘ ʩʚʦʡʩʪʚʘʪʘ ʥʘ ʧʨʦʮʝʩʘ, ʘ ʪʦʡ ʥʘ 

ʩʠʩʪʝʤʘʪʘ. ɿʘ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʩʠʩʪʝʤʘʪʘ ʨʦʣʷ ʠʛʨʘʝ ʩʨʝʜʘʪʘ.  

2.1.4.ʉʲʚʨʝʤʝʥʥʘ ʧʘʨʘʜʠʛʤʘ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ï ʬʦʨʤʫʣʘ ʥʘ ʢʘʯʝʩʪʚʦʪʦ 

ʆʧʨʝʜʝʣʝʥʠʝʪʦ ʥʘ ʌʘʡʛʝʥʙʘʫʤ ʟʘ ʢʘʯʝʩʪʚʦʪʦ ʝ ʦʩʥʦʚʦʧʦʣʘʛʘʱʦ ʟʘ 

ʩʲʚʨʝʤʝʥʥʘʪʘ ʧʘʨʘʜʠʛʤʘ ʥʘ ʢʘʯʝʩʪʚʦʪʦ, ʩʧʦʨʝʜ ʢʦʷʪʦ Ăʂʘʯʝʩʪʚʦʪʦ ʩʝ 

ʦʧʨʝʜʝʣʷ ʦʪ ʧʦʪʨʝʙʠʪʝʣʷʪ, ʜʦʢʘʪʦ ʟʘʜʘʯʘʪʘ ʥʘ ʧʨʦʠʟʚʦʜʠʪʝʣʷ ʝ ʜʘ ʬʦʨʤʠʨʘ 

ʫʩʣʦʚʠʷʪʘ, ʯʨʝʟ ʢʦʠʪʦ ʜʘ ʙʲʜʘʪ ʫʜʦʚʣʝʪʚʦʨʝʥʠ ʠʟʠʩʢʚʘʥʠʪʘ ʥʘ ʧʦʪʨʝʙʠʪʝʣʷ 

ʟʘ ʢʘʯʝʩʪʚʦò. ʊʝʟʘʪʘ ʩʝ ʧʦʜʢʨʝʧʷ ʦʪ ʨʝʜʠʮʘ ʠʟʩʣʝʜʦʚʘʪʝʣʠ. ʀʟʚʝʩʪʥʦ ʝ 

Ăʚʲʥʰʥʦò (ʧʦʪʨʝʙʠʪʝʣʩʢʦ)  ʢʘʯʝʩʪʚʦ ʠ Ăʚʲʪʨʝʰʥʦò (ʧʨʦʠʟʚʦʜʩʪʚʝʥʦ) ʢʘʯʝʩʪʚʦ. 

ʂ. ʀʰʠʢʘʚʘ ʧʦʩʦʯʚʘ Ăʩʲʱʠʥʩʢʦ ʢʘʯʝʩʪʚʦò, ʦʧʨʝʜʝʣʝʥʦ ʦʪ ʧʦʪʨʝʙʠʪʝʣʠʪʝ ʠ 

Ăʟʘʤʝʩʪʚʘʱʦ ʢʘʯʝʩʪʚʦò - ʫʩʣʦʚʠʷʪʘ, ʩʲʟʜʘʚʘʥʠ ʦʪ ʧʨʦʠʟʚʦʜʠʪʝʣʷ, ʟʘ 

ʧʦʩʪʠʛʘʥʝ ʥʘ ʩʲʱʠʥʩʢʦʪʦ [47].  

ʇʘʟʘʨʥʘʪʘ ʢʦʥʢʫʨʝʥʮʠʷ ʝ ʥʘʣʦʞʠʣʘ ʤʦʜʠʬʠʢʘʮʠʷ ʥʘ ʉʲʚʨʝʤʝʥʥʘʪʘ 

ʧʘʨʘʜʠʛʤʘ ʥʘ ʢʘʯʝʩʪʚʦʪʦ, ʢʘʪʦ ʩʝ ʚʲʨʚʠ ʦʪ ʬʦʨʤʫʣʘʪʘ Ăʋʜʦʚʣʝʪʚʦʨʷʚʘʥʝ 

ʥʘ ʧʦʪʨʝʙʠʪʝʣʷò(Customer Satisfaction) ʢʲʤ ʬʦʨʤʫʣʘʪʘ Ăʇʨʝʜʠʟʚʠʢʚʘʥʝ ʥʘ 

ʚʲʟʭʠʱʝʥʠʝ ʥʘ ʧʦʪʨʝʙʠʪʝʣʷò (Customer Delight) ï ʦʪ CS ʢ̡ ʤ CD. 

ʄʦʜʠʬʠʢʘʮʠʷʪʘ ʥʘ ʬʦʨʤʫʣʘʪʘ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʦʪ CS ʢʲʤ CD ʝ ʧʨʝʭʦʜ ʢʲʤ 

ʜʨʫʛ ʤʝʪʦʜ - Ăʇʨʦʬʠʣ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʟʘ ʧʦʪʨʝʙʠʪʝʣʠʪʝ ʪ.ʥ. Ăʄʦʜʝʣ ʥʘ 

ʂʘʥʦò ʠʣʠ Ăʊʝʦʨʠʷ ʥʘ ʧʨʠʚʣʝʢʘʪʝʣʥʦʪʦ ʢʘʯʝʩʪʚʦò (ʌʠʛ.4).     

ɺ ʊʝʦʨʠʷʪʘ ʥʘ ʧʨʠʚʣʝʢʘʪʝʣʥʦʪʦ ʢʘʯʝʩʪʚʦ, ʅʦʨʠʘʢʠ ʂʘʥʦ ʦʧʨʝʜʝʣʷ ʪʨʠ 

ʩʲʩʪʘʚʣʷʚʘʱʠ ʧʨʦʬʠʣʠ ʥʘ ʢʘʯʝʩʪʚʦʪʦ: ɹʘʟʦʚʦ ʢʘʯʝʩʪʚʦ, ʩʲʦʪʚʝʪʩʪʚʘʱʦ ʥʘ 

Ăʟʘʜʲʣʞʠʪʝʣʥʠʪʝò ʭʘʨʘʢʪʝʨʠʩʪʠʢʠ ʥʘ ʧʨʦʜʫʢʮʠʷʪʘ. ʊʝ ʩʝ ʧʦʜʨʘʟʙʠʨʘʪ, 

ʧʦʨʘʜʠ ʢʦʝʪʦ ʥʝ ʧʨʝʜʩʪʘʚʣʷʚʘʪ ʮʝʥʥʦʩʪʪʘ ʟʘ ʧʦʪʨʝʙʠʪʝʣʷ. ʀʟʠʩʢʚʘʥʦ 

(ʦʯʘʢʚʘʥʦ) ʢʘʯʝʩʪʚʦ, ʩʲʦʪʚʝʪʩʪʚʘʱʦ ʥʘ ʪʝʭʥʠʯʝʩʢʠʪʝ ʠ ʬʫʥʢʮʠʦʥʘʣʥʠ 

ʭʘʨʘʢʪʝʨʠʩʪʠʢʠ ʥʘ ʧʨʦʜʫʢʮʠʷʪʘ (ʝʬʝʢʪʠʚʥʦʩʪ ʥʘ ʣʝʢʘʨʩʪʚʘʪʘ!). 

ʋʜʦʚʣʝʪʚʦʨʝʥʦʩʪʪʘ ʥʘ ʧʦʪʨʝʙʠʪʝʣʷ ʥʘʨʘʩʪʚʘ, ʢʦʛʘʪʦ ʟʥʘʯʝʥʠʝʪʦ ʥʘ 

ʧʘʨʘʤʝʪʨʠʪʝ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʥʘʜʭʚʲʨʣʠ ʦʯʘʢʚʘʥʠʷʪʘ. ʇʨʠʚʣʝʢʘʪʝʣʥʦ 

(ʥʝʦʯʘʢʚʘʥʦ) ʢʘʯʝʩʪʚʦ, ʩʲʦʪʚʝʪʩʪʚʘʱʦ ʥʘ Ăʠʟʥʝʥʘʜʚʘʱʠʪʝò ʭʘʨʘʢʪʝʨʠʩʪʠʢʠ 

ʥʘ ʧʨʦʜʫʢʮʠʷʪʘ, ʧʨʝʜʠʟʚʠʢʚʘʱʦ ʚʲʟʭʠʱʝʥʠʝ, ʩʢʨʠʪʘ ʮʝʥʥʦʩʪ. ʀʟʠʩʢʚʘʥʠʷʪʘ 

ʥʘ ʧʦʪʨʝʙʠʪʝʣʷ ʩʝ ʧʨʦʤʝʥʷʪ ʩ ʚʨʝʤʝʪʦ, ʧʨʦʬʠʣʠʪʝ ʩʘ ʠʟʤʝʥʯʠʚʠ  [64].  
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ʌʠʛʫʨʘ 4 ʇʨʦʬʠʣ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʟʘ ʧʦʪʨʝʙʠʪʝʣʠʪʝ ïĂʄʦʜʝʣ ʥʘ ʂʘʥʦò, ʀʟʪʦʯʥʠʢ: 

ʂʫʟʴʤʠʥ, ɸ.ʄ., http://www.inventech.ru/pub/methods/metod-0022/ 

 

ʌʦʨʤʫʣʘʪʘ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʛʦ ʧʨʝʜʩʪʘʚʷ ʢʘʪʦ ʦʪʥʦʰʝʥʠʝʪʦ ʥʘ 

ʚʲʟʧʨʠʷʪʠʝʪʦ ʥʘ ʧʦʪʨʝʙʠʪʝʣʷ ʢʲʤ ʥʝʛʦʚʠʪʝ ʦʯʘʢʚʘʥʠʷ ʠ ʣʝʞʠ ʚ 

ʦʩʥʦʚʘʪʘ ʥʘ ʂoʥʮʝʧʮʠʷʪʘ ñSERVEQUALò. 

 

2.1.5.ʎʝʥʘʪʘ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʠ ʘʥʘʪʦʤʠʷ ʥʘ ʨʘʟʭʦʜʠʪʝ 

ɿʘ ʧʲʨʚʠ ʧʲʪ ɸʨʤʘʥʜ ʌʘʡʛʝʥʙʘʫʤ ʝ ʨʘʟʨʘʙʦʪʠʣ ʩʠʩʪʝʤʘʪʘ çʈʘʟʭʦʜʠ ʟʘ 

ʢʘʯʝʩʪʚʦʪʦè, ʩ ʜʚʘ ʧʘʨʘʤʝʪʲʨʘ: ʨʘʟʭʦʜʠ ʟʘ ʢʦʥʪʨʦʣ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʠ ʨʘʟʭʦʜʠ, 

ʧʦʨʘʜʠ ʥʝʩʲʦʪʚʝʪʩʪʚʠʝ ʩ ʧʦʪʨʝʙʥʦʩʪʠʪʝ ʥʘ ʧʦʪʨʝʙʠʪʝʣʷ. ʊʘʟʠ ʢʦʥʮʝʧʮʠʷ ʝ 

ʦʩʥʦʚʦʧʦʣʘʛʘʱʘ ʟʘ ʨʘʟʚʠʪʠʝʪʦ ʥʘ ʚʲʧʨʦʩʘ ʟʘ ʮʝʥʘʪʘ ʥʘ ʢʘʯʝʩʪʚʦʪʦ (The cost 

of quality). ɺ ʢʚʘʣʠʪʦʣʦʛʠʷʪʘ ʘʢʩʠʦʤʘʪʠʯʥʦ ʩʝ ʧʨʠʝʤʘ, ʯʝ: Ăʎʝʥʘʪʘ ʥʘ 

ʢʘʯʝʩʪʚʦʪʦ ʥʝ ʝ ʩʪʦʡʥʦʩʪʪʘ ʥʘ ʩʲʟʜʘʚʘʥʝ ʥʘ ʢʘʯʝʩʪʚʝʥʠ ʧʨʦʜʫʢʪ ʠʣʠ ʫʩʣʫʛʘ, ʘ 

ʮʝʥʘʪʘ ʟʘ ʥʝʩʲʟʜʘʚʘʥʝ ʥʘ ʢʘʯʝʩʪʚʝʥ ʧʨʦʜʫʢʪ ʠʣʠ ʫʩʣʫʛʘò [175].   

ʎʝʥʘʪʘ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʩʝ ʬʦʨʤʠʨʘ ʦʪ ʚʩʠʯʢʠ ʨʘʟʭʦʜʠ , ʥʘʧʨʘʚʝʥʠ ʦʪ 

ʜʘʜʝʥʘ ʦʨʛʘʥʠʟʘʮʠʷ, ʥʝʡʥʠʪʝ ʧʨʦʜʫʢʪʠ ʠʣʠ ʫʩʣʫʛʠ ʜʘ ʦʪʛʦʚʘʨʷʪ ʥʘ 

ʫʩʪʘʥʦʚʝʥʠʪʝ ʩʪʘʥʜʘʪʨʠ ʟʘ ʢʘʯʝʩʪʚʦ. ʆʙʱʠʪʝ ʨʘʟʭʦʜʠ ʟʘ ʦʩʠʛʫʨʷʚʘʥʝ ʥʘ 

ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʜʘʜʝʥ ʧʨʦʜʫʢʪ ʩʝ ʬʦʨʤʠʨʘʪ ʦʪ ʪʨʠ ʚʠʜʘ ʨʘʟʭʦʜʠ: ʧʨʝʚʘʥʪʠʚʥʠ 

ʨʘʟʭʦʜʠ (ʩʲʩʪʘʚʣʷʚʘʪ ʦʪ 5 ʜʦ 10% ʦʪ ʦʙʱʠʪʝ ʨʘʟʭʦʜʠ), ʨʘʟʭʦʜʠ ʟʘ ʧʨʝʮʝʥʢʘ 

(ʩʲʩʪʘʚʣʷʚʘʪ ʦʪ 20 ʜʦ 25% ʦʪ ʦʙʱʠʪʝ ʨʘʟʭʦʜʠ) ʠ ʨʘʟʭʦʜʠ ʟʘ ʙʨʘʢ 

(ʩʲʩʪʘʚʣʷʚʘʪ ʦʪ 65 ʜʦ 75% ʦʪ ʦʙʱʠʪʝ ʨʘʟʭʦʜʠ), [175]. ʇʦʜʦʙʥʘ ʢʣʘʩʠʬʠʢʘʮʠʷ 

ʧʨʝʜʩʪʘʚʷ ʠ ʂʦʥʮʝʧʮʠʷ PQC (poor- quality cost).  

ɺ ʟʘʚʠʩʠʤʦʩʪ ʦʪ ʪʦʚʘ ʥʘ ʢʘʢʲʚ ʝʪʘʧ ʦʪ ʧʨʦʠʟʚʦʜʩʪʚʦʪʦ ʚʲʟʥʠʢʚʘʪ, ʪʝʟʠ 

ʪʨʠ ʚʠʜʘ ʨʘʟʭʦʜʠ ʠʤʘʪ ʨʘʟʣʠʯʝʥ ʦʪʥʦʩʠʪʝʣʝʥ ʜʷʣ ʚ ʦʙʱʠʪʝ ʨʘʟʭʦʜʠ ʟʘ 

http://www.inventech.ru/pub/methods/metod-0022/
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ʧʦʩʪʠʛʘʥʝ ʥʘ ʢʘʯʝʩʪʚʦ. ʈʘʟʭʦʜʠʪʝ ʩʘ ʥʘʡ ï ʥʠʩʢʠ ʚ ʥʘʯʘʣʦʪʦ ʥʘ 

ʧʨʦʠʟʚʦʜʩʪʚʝʥʠʷ ʧʨʦʮʝʩ, ʘ ʩ ʥʘʧʨʝʜʚʘʥʝ ʥʘ ʧʨʦʠʟʚʦʜʩʪʚʦʪʦ ʥʘ 

ʧʨʦʜʫʢʪʘ/ʫʩʣʫʛʘʪʘ, ʥʘʨʘʩʪʚʘʪ, ʧʦʨʘʜʠ ʧʦ ï ʛʦʣʝʤʠʪʝ ʠʥʚʝʩʪʠʮʠʠ ʥʘ ʪʨʫʜ ʠ 

ʨʝʩʫʨʩʠ ï Ăʇʨʠʥʮʠʧ ʥʘ ʬʫʥʠʷʪʘò [29].  

ʇʨʠʥʮʠʧʲʪ ʥʘ ʬʫʥʠʷʪʘ ʠʟʨʘʟʷʚʘ ʣʠʥʝʡʥʘʪʘ ʟʘʚʠʩʠʤʦʩʪ Ăʢʘʯʝʩʪʚʦ ï 

ʮʝʥʘò ï ʩ ʥʘʨʘʩʪʚʘʥʝʪʦ ʥʘ ʠʟʠʩʢʚʘʥʠʷʪʘ ʥʘ ʧʦʪʨʝʙʠʪʝʣʠʪʝ ʢʲʤ ʢʘʯʝʩʪʚʦʪʦ ʥʘ 

ʧʨʦʜʫʢʪʘ/ʫʩʣʫʛʘʪʘ, ʥʘʨʘʩʪʚʘ ʪʷʭʥʘʪʘ ʮʝʥʘ ʠ ʩʝʙʝʩʪʦʡʥʦʩʪ (ʬʠʛ. 5) [92].  

 

 

ʌʠʛʫʨʘ  5 ɿʘʚʠʩʠʤʦʩʪ ʤʝʞʜʫ ʩʝʙʝʩʪʦʡʥʦʩʪʪʘ ʠ ʮʝʥʘʪʘ ʥʘ ʧʨʦʜʫʢʪʘ ʦʪ ʥʠʚʦʪʦ 

ʥʘ ʥʝʛʦʚʠʪʝ ʢʘʯʝʩʪʚʝʥʠ ʭʘʨʘʢʪʝʨʠʩʪʠʢʠ, ʠʟʪʦʯʥʠʢ: ʈʝʙʨʠʥ, ʖ.ʀ. 

 

ʃʠʥʝʡʥʘʪʘ ʟʘʚʠʩʠʤʦʩʪ ʤʝʞʜʫ ʢʘʯʝʩʪʚʦ ʠ ʮʝʥʘ ʥʘʤʠʨʘ ʧʨʘʢʪʠʯʝʩʢʠ ʠʟʨʘʟ 

ʚ ʪʨʠʪʝ ʬʘʢʪʦʨʘ, ʨʝʰʘʚʘʱʠ ʟʘ ʫʩʧʝʭ ʥʘ ʦʨʛʘʥʠʟʘʮʠʷʪʘ ʚ ʢʦʥʢʫʨʝʥʪʥʘ ʩʨʝʜʘ - 

ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʧʨʦʜʫʢʪʘ/ʫʩʣʫʛʘʪʘ, ʧʨʠʝʤʣʠʚʘ ʮʝʥʘ ʠ ʩʨʦʢ ʥʘ ʜʦʩʪʘʚʢʘ, ʢʦʠʪʦ 

ʩʠ ʚʟʘʠʤʦʜʝʡʩʪʚʘʪ ʯʨʝʟ ʥʘʪʠʩʢ, ʧʨʦʪʦʚʦʜʝʡʩʪʚʘʪ ʩʠ ʠ ʥʝ ʝ ʚʲʟʤʦʞʥʦ 

ʧʦʜʦʙʨʷʚʘʥʝʪʦ ʥʘ ʝʜʠʥʠʷ ʜʘ ʥʝ ʝ ʟʘ ʩʤʝʪʢʘ ʥʘ ʜʨʫʛʠʷ, ʠʟʚʝʩʪʥʦ ʢʘʪʦ 

Ăʪʨʠʲʛʲʣʥʠʢ ʥʘ ʥʘʪʠʩʢʘò [43].  

ʆʪʥʦʰʝʥʠʝʪʦ Ăʢʘʯʝʩʪʚʦ ʠ ʮʝʥʘò ʥʝ ʝ ʧʨʘʚʦʧʦʨʮʠʦʥʘʣʥʘ, ʢʦʛʘʪʦ 

ʚʠʩʦʢʦʪʦ ʢʘʯʝʩʪʚʦ ʥʘʤʘʣʷʚʘ ʨʘʟʭʦʜʠʪʝ ʟʘ ʧʦʩʪʠʛʘʥʝ ʥʘ ʪʦʚʘ ʢʘʯʝʩʪʚʦ. 

ʀʟʤʝʩʪʚʘʥʝʪʦ ʥʘ ʮʝʥʪʲʨʘ ʥʘ ʢʦʥʪʨʦʣʘ ʧʦ ʢʘʯʝʩʪʚʦʪʦ ʚ ʥʘʯʘʣʦʪʦ ʥʘ 

ʧʨʦʠʟʚʦʜʩʪʚʝʥʠʷ ʧʨʦʮʝʩ, ʩʝ ʠʟʨʘʟʷʚʘ ʩ ʫʚʝʣʠʯʝʥʠʝ ʥʘ ʧʨʝʚʘʥʪʠʚʥʠʪʝ 

ʨʘʟʭʦʜʠ ʠ ʥʘʤʘʣʷʚʘʥʝ ʥʘ ʨʘʟʭʦʜʠʠʪʝ ʟʘ ʧʨʝʮʝʥʢʘ, ʨʘʟʭʦʜʠʪʝ ʟʘ ʙʨʘʢ ʠ ʚ 

ʥʘʤʘʣʷʚʘʥʝ ʥʘ ʦʙʱʠʪʝ ʨʘʟʭʦʜʠ ʟʘ ʢʘʯʝʩʪʚʦ. 

2.2. ʂʘʯʝʩʪʚʦ ʥʘ ʤʝʜʠʮʠʥʩʢʘʪʘ ʜʝʡʥʦʩʪ 

ʆʮʝʥʢʘʪʘ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʪʨʷʙʚʘ ʜʘ ʩʝ ʦʩʥʦʚʘʚʘ ʥʘ ʢʦʥʮʝʧʪʫʘʣʥʘ 

ʜʝʬʠʥʠʮʠʷ, ʟʘ ʪʦʚʘ ʢʘʢʚʦ ʦʟʥʘʯʘʚʘ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʤʝʜʠʮʠʥʩʢʪʘ ʛʨʠʞʘ ʠ ʢʘʢʚʦ 
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ʜʘ ʩʝ ʦʮʝʥʷʚʘ. ʉʧʦʨʝʜ ɼʦʥʘʙʝʜʠʘʥ, Ăʢʘʯʝʩʪʚʦʪʦ ʤʦʞʝ ʜʘ ʙʲʜʝ ʚʩʠʯʢʦ, ʢʦʝʪʦ 

ʞʝʣʘʝʤ ʜʘ ʙʲʜʝ, ʚʲʧʨʝʢʠ ʯʝ ʪʦʚʘ ʦʙʠʢʥʦʚʝʥʦ ʩʝ ʦʪʨʘʟʷʚʘ ʚʲʨʭʫ ʥʘʩʪʦʷʱʠʪʝ 

ʮʝʥʥʦʩʪʠ ʠ ʮʝʣʠ ʥʘ ʟʜʨʘʚʥʘʪʘ ʩʠʩʪʝʤʘ ʠ ʥʘ ʦʙʱʝʩʪʚʦʪʦ, ʥʘ ʢʦʝʪʦ ʝ ʯʘʩʪò 

[126] 

2.2.1. ʆʧʨʝʜʝʣʝʥʠʷ ʟʘ ʢʘʯʝʩʪʚʦ ʥʘ ʤʝʜʠʮʠʥʩʢʘʪʘ ʜʝʡʥʦʩʪ/ʫʩʣʫʛʘ 

ɺ ʨʝʯʥʠʢʘ ʥʘ ɽʚʨʦʧʝʡʩʢʘʪʘ ʦʙʩʝʨʚʘʪʦʨʠʷ ʥʘ ʟʜʨʘʚʥʠ ʩʠʩʪʝʤʠ ʠ 

ʧʦʣʠʪʠʢʠ  ɽuropean Observatory on Health Systems and Policies, ʧʦʜ 

ʢʘʯʝʩʪʚʦ ʥʘ ʤʝʜʠʮʠʥʩʢʘʪʘ ʛʨʠʞʘ ʩʝ ʨʘʟʙʠʨʘ Ăʉʪʝʧʝʥʪʘ ʜʦ ʢʦʷʪʦ ʟʜʨʘʚʥʠʪʝ 

ʫʩʣʫʛʠ ʟʘ ʠʥʜʠʚʠʜʠʪʝ ʠ ʧʦʧʫʣʘʮʠʠʪʝ ʥʘʨʘʩʪʚʘʪ ʧʦʜʦʙʥʦ ʥʘ ʞʝʣʘʥ ʟʜʨʘʚʝʥ 

ʨʝʟʫʣʪʘʪ ʠ ʩʝ ʩʲʜʲʨʞʘʪ ʚ ʥʘʩʪʦʷʱʠʪʝ ʧʨʦʬʝʩʠʦʥʘʣʥʠ ʧʦʟʥʘʥʠʷò [129].  

Lee ʠ Jones ʜʝʬʠʥʠʨʘʪ ʢʘʯʝʩʪʚʦʪʦ ʢʘʪʦ ñʅʷʢʦʠ ʫʩʪʘʥʦʚʝʥʠ ʘʪʨʠʙʫʪʠ 

ʠʣʠ ʩʚʦʡʩʪʚʘ ʥʘ ʧʨʦʮʝʩʘ ʥʘ ʛʨʠʞʘʪʘ ʠ ʜʨʫʛʠ ʢʘʪʦ ʮʝʣʠʪʝ ʠʣʠ ʧʨʝʜʤʝʪʲʪ ʥʘ 

ʪʦʟʠ ʧʨʦʮʝʩò(ʧʦ Donabedian, Av.,) [125]. 

ɺ ʟʜʨʘʚʝʦʧʘʟʚʘʥʝʪʦ ʢʘʯʝʩʪʚʦʪʦ ʩʝ ʦʧʨʝʜʝʣʷ ʢʘʪʦ Ăʩʪʝʧʝʥʪʘ, ʜʦ ʢʦʷʪʦ  

ʜʝʡʥʦʩʪʠʪʝ ʥʝʧʨʝʩʪʘʥʥʦ ʩʲʟʜʘʚʘʪ ʪʲʨʩʝʥʠʪʝ ʠ ʞʝʣʘʥʠ ʫʩʣʫʛʠ, ʙʝʟ 

ʧʨʝʢʲʩʚʘʥʝ (ʨʘʙʦʪʥʦ ʚʨʝʤʝ, ʘʚʘʨʠʠ, ʣʠʧʩʘ ʥʘ ʧʝʨʩʦʥʘʣ) ʠ ʙʝʟ ʚʣʦʰʘʚʘʥʝ ʥʘ 

ʠʟʧʲʣʥʝʥʠʝʪʦ (ʚʨʝʤʝ ʟʘ ʠʟʯʝʢʚʘʥʝ, ʛʨʝʰʢʘ ʧʨʠ ʠʟʩʣʝʜʘʚʥʠʷʪʘ, ʥʘʨʫʰʝʥʠʷ ʚ 

ʧʨʦʮʝʩʘ ʥʘ ʜʦʩʪʘʚʢʘ ʥʘ ʣʝʢʘʨʩʪʚʘ)ò. ʈʘʟʣʠʯʘʚʘʪ ʜʚʘ ʚʠʜʘ ʢʘʯʝʩʪʚʦ: 

ʪʝʭʥʠʯʝʩʢʦ ʢʘʯʝʩʪʚʦ ʠ ʥʝʪʝʭʥʠʯʝʩʢʦ ʢʘʯʝʩʪʚʦ. ʊʝʭʥʠʯʝʩʢʦ ʢʘʯʝʩʪʚʦ ʩʝ 

ʩʲʟʜʘʚʘ ʦʪ ʟʜʨʘʚʥʠʪʝ ʩʧʝʮʠʘʣʠʩʪʠ, ʢʦʠʪʦ ʯʨʝʟ ʧʨʠʜʦʙʠʪʠʪʝ ʥʘʫʯʥʠ ʟʥʘʥʠʷ ʠ 

ʨʝʩʫʨʩʠʪʝ, ʦʧʨʝʜʝʣʷʪ ʧʨʦʮʝʜʫʨʠʪʝ ʧʦ ʤʝʜʠʮʠʥʩʢʘʪʘ ʜʝʡʥʦʩʪ. ʊʦ ʚʢʣʶʯʚʘ 

ʜʠʘʛʥʦʩʪʠʢʘʪʘ, ʠʟʩʣʝʜʚʘʥʠʷʪʘ, ʣʝʯʝʥʠʝʪʦ ʠ ʨʝʘʥʠʤʘʮʠʷʪʘ. ʅʝʪʝʭʥʠʯʝʩʢʦʪʦ 

ʢʘʯʝʩʪʚʦ ʚʢʣʶʯʚʘ ʩʦʮʠʘʣʥʠʪʝ ʘʩʧʝʢʪʠ ʢʘʪʦ ʚʥʠʤʘʥʠʝ ʠ ʩʲʯʫʚʩʪʚʠʝ ʢʲʤ 

ʧʘʮʠʝʥʪʘ, ʢʘʢʪʦ ʠ ʚʣʠʷʥʠʝʪʦ ʥʘ ʥʷʢʦʠ ʝʨʛʦʥʦʤʠʯʥʠ ʘʩʧʝʢʪ (/ʧʦʣʦʞʝʥʠʝ ʥʘ 

ʪʷʣʦʪʦ ʧʨʠ ʧʨʦʮʝʜʫʨʠ, ʚʨʝʤʝ ʥʘ ʠʥʞʝʢʮʠʠʪʝ) [13].  

ɸʤʝʨʠʢʘʥʩʢʪʘ ʤʝʜʠʮʠʥʩʢʘ ɸʩʦʮʠʘʮʠʷ (ɸʄɸ) ʦʧʨʝʜʝʣʷ ʢʘʯʝʩʪʚʦʪʦ ʥʘ 

ʤʝʜʠʮʠʥʩʢʪʘ ʧʦʤʦʱ ʢʘʪʦ Ăʩʲʚʢʫʧʥʦʩʪ ʦʪ ʫʩʣʦʚʠʷ ʟʘ ʥʝʡʥʦʪʦ ʠʟʚʲʨʰʚʘʥʝ ʠ 

ʧʨʠʟʥʘʮʠʪʝ ʩʚʦʡʩʪʚʘʪʘ (ʭʘʨʘʢʪʝʨʠʩʪʠʢʠʪʝ, ʧʘʨʘʤʝʪʪʨʠʪʝ), ʢʦʠʪʦ ʧʨʠʪʝʞʘʚʘ 

ʢʘʪʦ ʩʧʝʮʠʬʠʯʝʥ ʚʠʜ ʫʩʣʫʛʘ ʠʣʠ ʜʝʡʥʦʩʪò [39]. 

ʅʘʮʠʦʥʘʣʥʠʷʪ ʨʘʤʢʦʚ ʜʦʛʦʚʦʨ 2001 ʚ ʯʘʩʪʪʘ Ăɹʦʣʥʠʯʥʘ ʧʦʤʦʱò, 

ʦʧʨʝʜʝʣʷ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʙʦʣʥʠʯʥʘʪʘ ʧʦʤʦʱ ʢʘʪʦ Ăʢʦʤʧʣʝʢʩ ʦʪ ʠʟʠʩʢʚʘʥʠʷ ʠ 

ʢʨʠʪʝʨʠʠ, ʭʘʨʘʢʪʝʨʠʟʠʨʘʱʠ ʧʨʝʜʦʩʪʘʚʝʥʠʪʝ ʟʜʨʘʚʥʠ ʫʩʣʫʛʠ ʚʲʚ ʚʠʜ ʠ ʥʘʯʠʥ, 

ʥʘʩʦʯʝʥʠ ʢʲʤ ʜʦʩʪʠʛʘʥʝ ʥʘ ʥʘʡ ï ʚʠʩʦʢʦ ʥʠʚʦ ʥʘ ʟʜʨʘʚʝʪʦ ʥʘ ʠʥʜʠʚʠʜʘ, 

ʩʝʤʝʡʩʪʚʦʪʦ ʠ ʦʙʱʥʦʩʪʪʘ, ʢʦʠʪʦ ʩʘ ʩʲʦʙʨʘʟʝʥʠ ʩ ʜʦʩʪʠʞʝʥʠʷʪʘ ʥʘ 



36 
 

ʤʝʜʠʮʠʥʩʢʘʪʘ ʥʘʫʢʘ ʠ ʧʨʘʢʪʠʢʘ ʠ ʦʩʠʛʫʨʷʚʘʪ ʥʘʡ  - ʜʦʙʨʠ ʨʝʟʫʣʪʘʪʠ ʚ 

ʩʲʦʪʚʝʪʩʚʠʝ ʩ ʥʘʣʠʯʥʠʪʝ ʨʝʩʫʨʩʠò [73].  

ʍʘʨʘʢʪʝʨʠʩʪʠʢʘʪʘ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʟʜʨʘʚʥʘʪʘ ʫʩʣʫʛʘ ʦʙʝʜʠʥʷʚʘ 

ʘʩʧʝʢʪʠʪʝ ʥʘ ʢʘʯʝʩʪʚʦʪʦ, ʯʨʝʟ ʧʦʥʷʪʠʷʪʘ: ʘʜʝʢʚʘʪʥʦʩʪ, ʝʬʠʘʢʩʪʥʦʩʪ, 

ʝʬʝʢʪʠʚʥʦʩʪ, ʧʨʦʜʫʢʪʠʚʥʦʩʪ ʠ ʙʝʟʦʧʘʩʥʦʩʪ. ɸʜʝʢʚʘʪʥʦʩʪʪʘ ʩʝ ʦʪʥʘʩʷ ʜʦ 

ʩʪʝʧʝʥʪʘ ʥʘ ʩʲʦʪʚʝʪʩʪʚʠʝ ʥʘ ʟʜʨʘʚʥʘʪʘ ʜʝʡʥʦʩʪ ʠ ʠʟʧʦʣʟʚʘʥʠʪʝ ʨʝʩʫʨʩʠ, 

ʩʧʨʷʤʦ ʟʜʨʘʚʥʠʪʝ ʧʦʪʨʝʙʥʦʩʪʠ. ɽʬʝʢʪʠʚʥʦʩʪʪʘ ʝ ʬʘʢʪʠʯʝʩʢʠʷʪ ʨʝʟʫʣʪʘʪ 

ʦʪ ʧʨʠʣʘʛʘʥʝ ʥʘ ʤʝʜʠʮʠʥʩʢʘ ʪʝʭʥʦʣʦʛʠʷ ʚ ʨʝʘʣʥʠ ʫʩʣʦʚʠʷ ʠʣʠ ʩʪʝʧʝʥʪʘ ʥʘ 

ʜʦʩʪʠʛʘʥʝ ʥʘ ʧʦʩʪʘʚʝʥʘʪʘ ʮʝʣ. ɽʬʠʢʘʩʪʥʦʩʪʪʘ ʝ ʝʬʝʢʪʠʚʥʦʩʪʪʘ ʚ 

ʝʢʩʧʝʨʠʤʝʥʪʘʣʥʠ ʫʩʣʦʚʠʷ. ʇʨʦʜʫʢʪʠʚʥʦʩʪʪʘ ʝ ʩʲʦʪʥʦʰʝʥʠʝ ʤʝʞʜʫ 

ʬʘʢʪʠʯʝʩʢʠʷʪ ʨʝʟʫʣʪʘʪ ʠ ʩʪʦʡʥʦʩʪʪʘ. ɹʝʟʦʧʘʩʪʥʦʩʪʪʘ ï ʩʪʝʧʝʥʪʘ ʥʘ 

ʜʦʧʫʩʪʠʤʠʷ ʨʠʩʢ (ɹʦʨʠʩʦʚ1995) [15]. 

ʅʘʪʨʫʧʘʥʠʷʪ ʥʘʫʯʝʥ ʦʧʠʪ ʧʨʝʜʧʦʣʘʛʘ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʟʜʨʘʚʥʘʪʘ 

ʫʩʣʫʛʘ ʜʘ ʩʝ ʨʘʟʛʣʝʞʜʘ ʮʷʣʦʩʪʥʦ, ʢʘʪʦ ʢʘʯʝʩʪʚʦ ʥʘ ʧʨʦʮʝʩʘ, ʢʘʯʝʩʪʚʦ ʥʘ 

ʨʝʟʫʣʪʘʪʘ, ʘ ʢʘʪʦ ʦʙʱʝʩʪʚʝʥʦ ʙʣʘʛʦ ʢʘʪʦ ʢʘʯʝʩʪʚʦ ʥʘ ʩʠʩʪʝʤʘʪʘ.  

2.2.2. ʇʦʢʘʟʘʪʝʣʠ ʟʘ ʢʘʯʝʩʪʚʦ ʥʘ ʧʨʦʜʫʢʪʘ/ʫʩʣʫʛʘʪʘ 

ʇʦʪʨʝʙʠʪʝʣʩʢʘʪʘ ʮʝʥʥʦʩʪ ʟʘ ʧʨʦʜʫʢʪʘ ʝ ʠʥʜʠʚʠʜʫʘʣʥʘ. ʇʦʪʨʝʙʠʪʝʣʷʪ 

ʠʟʙʠʨʘ ʪʘʟʠ ʩʪʦʢʘ, ʢʦʷʪʦ ʟʘ ʥʝʛʦ ʧʨʝʜʩʪʘʚʣʷʚʘ ʥʘʡ ï ʛʦʣʷʤʘ ʮʝʥʥʦʩʪ, 

ʠʟʭʦʞʜʘʡʢʠ ʦʪ ʩʚʦʷʪʘ ʧʨʝʜʩʪʘʚʘ ʟʘ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʩʪʦʢʘʪʘ ʟʘ ʮʝʥʘʪʘ ʠ 

ʚʲʟʤʦʞʥʠʪʝ ʨʘʟʭʦʜʠ ʧʨʠ ʝʢʩʧʣʦʘʪʘʮʠʷ. ʉʧʦʨʝʜ ʟʘʢʦʥʠʪʝ ʥʘ ʤʘʪʝʤʘʪʠʯʝʩʢʘʪʘ 

ʩʪʘʪʠʩʪʠʢʘ, Ăʩʨʝʜʥʦ ï ʧʨʝʪʝʛʣʝʥʘʪʘ ʧʘʟʘʨʥʘ ʮʝʥʥʦʩʪò ʥʘ 

ʧʨʦʜʫʢʪʠʪʝ/ʫʩʣʫʛʠʪʝ ʚʠʥʘʛʠ ʩʝ ʧʨʠʙʣʠʞʘʚʘ ʜʦ ʨʝʘʣʥʘʪʘ ʠ Ăʧʦʪʨʝʙʠʪʝʣʩʢʘ 

ʩʪʦʡʥʦʩʪò.  

ʇʦʢʘʟʘʪʝʣʷʪ ʟʘ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʧʨʦʜʫʢʪʘ/ʫʩʣʫʛʘʪʘ ʝ ʢʦʣʠʯʝʩʪʚʝʥʠʷʪ ʠʟʨʘʟ 

(ʭʘʨʘʢʪʝʨʠʩʪʠʢʘ) ʥʘ ʝʜʥʦ ʠʣʠ ʥʷʢʦʣʢʦ ʩʚʦʡʩʪʚʘ, ʢʦʠʪʦ ʩʲʩʪʘʚʣʷʚʘʪ 

ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʪʦʟʠ ʧʨʦʜʫʢʪ/ʫʩʣʫʛʘ. ʇʦʢʘʟʘʪʝʣʠʪʝ ʟʘ ʢʘʯʝʩʪʚʦ ʠʟʛʨʘʞʜʘʪ 

ʦʩʥʦʚʘʪʘ ʥʘ ʧʦʪʨʝʙʠʪʝʣʩʢʠʪʝ ʮʝʥʥʦʩʪʠ ʠ ʬʦʨʤʠʨʘʪ ʮʝʥʘʪʘ ʠ ʩʝʙʝʩʪʦʡʥʦʩʪʪʘ, 

ʚ ʟʘʚʠʩʠʤʦʩʪ ʦʪ ʢʘʯʝʩʪʚʦʪʦ. ɺʲʟ ʦʩʥʦʚʘ ʥʘ ʙʘʟʦʚʠʪʝ ʮʝʥʥʦʩʪʠ (ʧʦʢʘʟʘʪʝʣʠ ʟʘ 

ʢʘʯʝʩʪʚʦʪʦ) ʩʝ ʬʦʨʤʠʨʘʪ ʚʩʠʯʢʠ ʜʦʧʲʣʥʠʪʝʣʥʠ ʮʝʥʥʦʩʪʠ, ʢʦʠʪʦ ʚʣʠʟʘʪ ʚ 

ʩʲʩʪʘʚʘ ʥʘ ʧʦʪʨʝʙʠʪʝʣʩʢʠʪʝ ʮʝʥʥʦʩʪʠ.  

ʉʪʦʧʘʥʩʢʠʪʝ ʦʨʛʘʥʠʟʘʮʠʠ ʠʟʧʦʣʟʚʘʪ ʪʨʠ ʦʩʥʦʚʥʠ ʧʦʢʘʟʘʪʝʣʠ ʟʘ 

ʠʟʤʝʨʚʘʥʝ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʧʨʦʜʫʢʪʘ/ʫʩʣʫʛʘʪʘ: ʝʜʠʥʠʯʝʥ, ʢʦʤʧʣʝʢʩʝʥ ʠ 

ʠʥʪʝʛʨʘʣʝʥ. ɽʜʠʥʠʯʥʠʷʪ ʧʦʢʘʟʘʪʝʣ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʭʘʨʘʢʪʝʨʠʟʠʨʘ ʝʜʥʦ 

ʩʚʦʡʩʪʚʦ. ʊʲʡ ʢʘʪʦ ʢʚʘʣʠʤʝʪʨʠʷʪʘ ʦʧʨʝʜʝʣʷ ʢʘʯʝʩʪʚʦʪʦ, ʥʝ ʢʘʪʦ ʘʙʩʦʣʶʪʥʦ, 
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ʘ ʢʘʪʦ ʦʪʥʦʩʠʪʝʣʥʦ, ʪʦ ʟʥʘʯʝʥʠʝʪʦ ʥʘ ʝʜʠʥʠʯʥʠʷ ʧʦʢʘʟʘʪʝʣ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʥʘ 

ʧʨʦʜʫʢʮʠʷʪʘ, ʦʪʥʝʩʝʥʦ ʢʲʤ ʙʘʟʦʚʦʪʦ ʟʥʘʯʝʥʠʝ, ʩʝ ʦʟʥʘʯʘʚʘ ʢʘʪʦ 

ʦʪʥʦʩʠʪʝʣʝʥ ʧʦʢʘʟʘʪʝʣ ʥʘ ʢʘʯʝʩʪʚʦʪʦ.ʂʦʤʧʣʝʢʩʥʠʷʪ ʧʦʢʘʟʘʪʝʣ ʥʘ 

ʢʘʯʝʩʪʚʦʪʦ, ʭʘʨʘʢʪʝʨʠʟʠʨʘ ʥʷʢʦʣʢʦ ʩʚʦʡʩʪʚʘ. ʀʥʪʝʛʨʘʣʥʠʷʪ ʧʦʢʘʟʘʪʝʣ 

ʦʧʨʝʜʝʣʷ ʦʪʥʦʰʝʥʠʝʪʦ ʤʝʞʜʫ ʩʫʤʘʨʥʠʷ ʧʦʣʝʟʝʥ ʝʬʝʢʪ ʠ ʩʫʤʘʨʥʠʪʝ ʨʘʟʭʦʜʠ 

ʟʘ ʩʲʟʜʘʚʘʥʝ ʥʘ ʧʨʦʜʫʢʮʠʷʪʘ ʠ ʩʫʤʘʨʥʠʪʝ ʨʘʟʭʦʜʠ.  

ʀʰʠʢʘʚʘ ʦʧʨʝʜʝʣʷ ʜʚʘ ʚʠʜʘ ʠʥʜʠʢʘʪʦʨʘ ʥʘ ʢʘʯʝʩʪʚʦʪʦ: ʩʲʱʠʥʩʢʠ 

ʧʦʢʘʟʘʪʝʣʠ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʠ ʟʘʤʝʩʪʠʪʝʣʠ ʥʘ ʧʦʢʘʟʘʪʝʣʠʪʝ ʥʘ ʢʘʯʝʩʪʚʦʪʦ. 

ʉʲʱʠʥʩʢʠʪʝ ʧʦʢʘʟʘʪʝʣʠ ʟʘ ʢʘʯʝʩʪʚʦʪʦ ʩʘ ʠʟʠʩʢʚʘʥʠʷʪʘ ʥʘ ʧʦʪʨʝʙʠʪʝʣʠʪʝ ʠ 

ʩʲʦʪʚʝʪʩʪʚʘʪ ʥʘ çʩʲʱʠʥʩʢʦʪʦ ʢʘʯʝʩʪʚʦè. ɿʘʤʝʩʪʠʪʝʣʠʪʝ ʥʘ ʧʦʢʘʟʘʪʝʣʠʪʝ 

ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʩʘ ʪʝʟʠ ʭʘʨʘʢʪʝʨʠʩʪʠʢʠ ʥʘ ʜʘʜʝʥ ʧʨʦʜʫʢʪ, ʢʦʠʪʦ ʩʲʟʜʘʚʘʪ 

ʫʩʣʦʚʠʷʪʘ ʟʘ ʧʦʩʪʠʛʘʥʝ ʥʘ ʩʲʱʠʥʩʢʦʪʦ ʢʘʯʝʩʪʚʦ. ʌʫʥʢʮʠʠʪʝ ʥʘ ʜʘʜʝʥ ʧʨʦʜʫʢʪ 

ʩʘ ʯʘʩʪ ʦʪ ʩʲʱʠʥʩʢʠʪʝ ʧʦʢʘʟʘʪʝʣʠ. ɿʘʤʝʩʪʠʪʝʣʠʪʝ ʥʘ ʩʲʱʠʥʩʢʠʪʝ ʧʦʢʘʟʘʪʝʣʠ 

ʥʘʤʠʨʘʪ ʠʟʨʘʟ ʚ ʩʪʘʥʜʘʨʪʠʪʝ [47]. 

ʇʦʢʘʟʘʪʝʣʠʪʝ ʚ ʤʝʜʠʮʠʥʩʢʘʪʘ ʧʦʤʦʱ ʤʦʛʘʪ ʜʘ ʙʲʜʘʪ ʧʨʝʜʩʪʘʚʝʥʠ 

ʘʥʘʣʦʛʠʯʥʦ ʥʘ ʠʥʪʝʛʨʘʣʥʠʪʝ ʧʦʢʘʪʝʣʠ.  

 

ʂʤʧ = Ɇʭ(ʍ1+ é Xn) + Ɇy(Y1 + é Yn) + é Ɇz(Z1 + é Zn) 

 

ʅʠʚʦʪʦ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʤʝʜʠʮʠʥʩʢʘʪʘ ʜʝʡʥʦʩʪ ʩʝ ʦʧʨʝʜʝʣʷ ʦʪ 

ʥʘʣʠʯʠʝʪʦ ʠʣʠ ʦʪʩʲʩʪʚʠʝʪʦ ʥʘ ʭʘʨʘʢʪʝʨʠʩʪʠʢʠʪʝ/ʧʘʨʘʤʝʪʨʠʪʝ ʥʘ ʫʩʣʦʚʠʷʪʘ ʠ 

ʥʘ ʧʨʦʮʝʩʘ ʟʘ ʠʟʚʲʨʰʚʘʥʝ ʥʘ ʤʝʜʠʮʠʥʩʢʘʪʘ ʧʦʤʦʱ (ɻ. ʀʚʘʥʦʚ) [39]. 

ʅʘʡ ï ʨʘʟʧʨʦʩʪʨʘʥʝʥʘʪʘ ʢʣʘʩʠʬʠʢʘʮʠʷ ʥʘ ʢʨʠʪʝʨʠʠʪʝ ʥʘ ʤʝʜʠʮʠʥʩʢʘʪʘ 

ʧʦʤʦʱ, ʛʠ ʨʘʟʜʝʣʷ ʥʘ ʯʝʪʠʨʠ ʛʨʫʧʠ. ʉʧʦʨʝʜ ʥʘʯʠʥʘ ʥʘ ʠʟʤʝʨʚʘʥʝ ï 

ʢʦʣʠʯʝʩʪʚʝʥʠ ʠ ʢʘʯʝʩʪʚʝʥʠ; ʩʧʦʨʝʜ ʥʘʯʠʥʘ ʥʘ ʦʪʢʨʠʚʘʥʝ ï ʝʢʩʧʣʠʮʠʪʥʠ ʠ 

ʠʤʧʣʠʮʠʪʥʠ. ʉʧʦʨʝʜ ʚʨʲʟʢʘʪʘ ʠʤ ʩ ʦʧʨʝʜʝʣʝʥʘ ʯʘʩʪ ʦʪ ʤʝʜʠʮʠʥʩʢʪʘ ʧʦʤʦʱ ï 

ʩʪʨʫʢʪʫʨʥʠ, ʧʨʦʮʝʩʫʘʣʥʠ ʠ ʨʝʟʫʣʪʘʪʠʚʥʠ. ʉʧʦʨʝʜ ʚʲʟʤʦʞʥʦʩʪʠʪʝ ʟʘ 

ʠʟʤʝʨʚʘʥʝ ʥʘ ʧʦʣʝʟʥʦʩʪʪʘ ʥʘ ʤʝʜʠʮʠʥʩʢʪʘ ʧʦʤʦʱ ï ʩʲʱʠʥʩʢʠ (ʠʟʤʝʨʚʘʪ 

ʧʨʷʢʦ ʧʦʣʝʟʥʦʩʪʪʘ) ʠ ʟʘʤʝʩʪʠʪʝʣʥʠ (ʠʟʤʝʨʚʘʪ ʫʩʣʦʚʠʷʪʘ ʢʦʠʪʦ ʜʝʪʝʨʤʠʥʠʨʘʪ 

ʠʩʪʠʥʩʢʦʪʦ ʢʘʯʝʩʪʚʦ).  

2.2.3.ʂʣʘʩʠʯʝʩʢʠ ʠʥʜʠʢʘʪʦʨʠ ʠ ʨʲʢʦʚʦʜʥʠ ʨʘʤʢʠ ʇʦ ʧʨʝʧʦʨʲʢʘ ʥʘ 

VHA3 ñVoluntary Hospitals of Americaò, ʧʦʜʙʦʨʲʪ ʥʘ ʠʥʜʠʢʘʪʦʨʠʪʝ ʟʘ ʦʮʝʥʢʘ ʥʘ 

                                                           
3
 VHA (Voluntary Hospitals of America) ʝ ʥʘʮʠʦʥʘʣʥʘ ʤʨʝʞʘ ʥʘ ʚʦʜʝʱʠ ʦʙʱʝʩʪʚʝʥʠ 

ʟʜʨʘʚʥʠ ʦʨʛʘʥʠʟʘʮʠʠ ʠ ʣʝʢʘʨʠ.  
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ʢʘʯʝʩʪʚʦʪʦ ʪʨʷʙʚʘ ʜʘ ʩʝ ʦʩʥʦʚʘʚʘ ʥʘ ʜʚʘ ʢʨʠʪʝʨʠʷ ï ʥʘʣʠʯʠʝ ʥʘ ʜʦʧʠʨʥʠ 

ʪʦʯʢʠ ʥʘ ʠʥʜʠʢʘʪʦʨʠʪʝ ʩ ʧʘʮʠʝʥʪʠʪʝ ʠ ʥʘ ʚʲʟʤʦʞʥʦʩʪʪʘ ʠʤ ʜʘ ʠʟʤʝʨʚʘʪ 

ʚʩʠʯʢʠ ʘʩʧʝʢʪʠ ʟʘ ʠʟʤʝʨʚʘʥʝ. ɺ ʟʜʨʘʚʝʦʧʘʟʚʘʥʝʪʦ ʩʝ ʧʨʠʣʘʛʘʪ ʜʚʘ ʦʩʥʦʚʥʠ 

ʪʠʧʘ ʠʥʜʠʢʘʪʦʨʠ ʟʘ ʦʮʝʥʢʘ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ï ʢʣʘʩʠʯʝʩʢʠ ʠʥʜʠʢʘʪʦʨʠ ʠ 

ʨʲʢʦʚʦʜʥʠ ʨʘʤʢʠ.  

ʂʣʘʩʠʯʝʩʢʠʪʝ ʠʥʜʠʢʘʪʦʨʠ ʩʘ ʜʚʘ ʚʠʜʘ: ʠʥʜʠʢʘʪʦʨʠ ʦʪ ʪʝʭʥʠʯʝʩʢʠ ʪʠʧ 

(ʪʚʲʨʜʠ ʠʥʜʠʢʘʪʦʨʠ) ʠ ʠʥʜʠʢʘʪʦʨʠ ʦʪ ʥʝʪʝʭʥʠʯʝʩʢʠ ʪʠʧ (ʤʝʢʠ ʠʥʜʠʢʘʪʦʨʠ). 

ʏʨʝʟ ʠʥʜʠʢʘʪʦʨʠʪʝ ʦʪ ʪʝʭʥʠʯʝʩʢʠ ʪʠʧ, ʩʝ ʦʮʝʥʷʚʘ ʠʟʚʲʨʰʚʘʥʝʪʦ ʠʣʠ 

ʥʝʠʟʚʲʨʰʚʘʥʝʪʦ ʥʘ ʜʘʜʝʥʘ ʜʝʡʥʦʩʪ (ʪʝʭʥʦʣʦʛʠʷ, ʧʨʦʮʝʜʫʨʠ, ʭʠʨʫʨʛʠʯʝʩʢʠ 

ʠʥʪʝʨʚʝʥʮʠʠ, ʠʥʞʝʢʮʠʠ, ʪʨʘʥʩʧʦʨʪ) ʦʪ ʩʪʨʘʥʘ ʥʘ ʠʟʧʲʣʥʠʪʝʣʷ ʥʘ ʤʝʜʠʮʠʥʩʢʠ 

ʫʩʣʫʛʠ. ʏʨʝʟ ʠʥʜʠʢʘʪʦʨʠʪʝ ʦʪ ʥʝʪʝʭʥʠʯʝʩʢʠ ʪʠʧ ʩʝ ʦʮʝʥʷʚʘ Ăʩʪʝʧʝʥʪʘ ʥʘ 

ʩʧʦʩʦʙʥʦʩʪò ʥʘ ʠʟʧʲʣʥʠʪʝʣʠʪʝ ʥʘ ʤʝʜʠʮʠʥʩʢʘ ʧʦʤʦʱ ʜʘ ʧʨʝʜʦʩʪʘʚʷʪ 

ʤʝʜʠʮʠʥʩʢʠ ʫʩʣʫʛʠ, ʢʘʪʦ ʧʦʩʣʝʜʥʠʪʝ ʪʨʷʙʚʘ ʜʘ ʜʦʩʪʠʛʘʪ ʧʦ ʟʘʜʦʚʦʣʠʪʝʣʝʥ 

ʥʘʯʠʥ ʜʦ ʧʦʪʨʝʙʠʪʝʣʷ. ʄʝʢʠʪʝ ʠʥʜʠʢʘʪʦʨʠ ʦʧʨʝʜʝʣʷʪ ʦʯʘʢʚʘʥʠʷʪʘ ʥʘ 

ʧʦʪʨʝʙʠʪʝʣʠʪʝ (ʪʦʯʥʦʩʪ, ʣʶʙʝʟʥʦʩʪ, ʦʪʛʦʚʦʨ ʧʨʠ ʙʦʣʢʘ). 

ʂʲʤ ʨʲʢʦʚʦʜʥʠʪʝ ʨʘʤʢʠ ʩʝ ʦʪʥʘʩʷʪ: ʊʨʠʘʜʘ ʢʨʠʪʝʨʠʠ, ʇʘʷʞʠʥʘ ʥʘ 

ʢʘʯʝʩʪʚʦʪʦ ʠ ʂʦʤʧʘʩ ʥʘ ʢʣʠʥʠʯʥʘʪʘ ʩʪʦʡʥʦʩʪ. 

ʇʦʩʨʝʜʩʪʚʦʤ ʨʲʢʦʚʦʜʥʘʪʘ ʨʘʤʢʘ çʊʨʠʘʜʘ ʢʨʠʪʝʨʠʠè ʢʘʯʝʩʪʚʦʪʦ ʚ 

ʙʦʣʥʠʮʘʪʘ ʩʝ ʦʮʝʥʷʚʘ ʯʨʝʟ ʪʨʠ ʢʨʠʪʝʨʠʷ: ʨʝʟʫʣʪʘʪ ʦʪ ʤʝʜʠʮʠʥʩʢʘʪʘ ʜʝʡʥʦʩʪ, 

ʚʣʦʞʝʥʠʪʝ ʨʝʩʫʨʩʠ ʠ ʫʜʦʚʣʝʪʚʦʨʝʥʦʩʪʪʘ ʥʘ ʧʘʮʠʝʥʪʘ. ʇʨʠʣʘʛʘ ʩʝ ʧʨʠ 

ʝʜʥʦʨʦʜʥʠ ʧʘʮʠʝʥʪʠ ʠ ʧʨʦʛʨʘʤʠ, ʢʦʠʪʦ ʩʘ ʠʟʦʨʝʩʫʨʩʥʠ.  

ʇʨʠ ʠʟʧʦʣʟʚʘʥʝ ʥʘ ʨʲʢʦʚʦʜʥʘʪʘ ʨʘʤʢʘ çʊʨʠʘʜʘ ʢʨʠʪʝʨʠʠè ʟʘ ʦʮʝʥʢʘ ʢʘ 

ʢʘʯʝʩʪʚʦʪʝ ʩʝ ʠʤʘ ʧʨʝʜʚʠʜ, ʯʝ ʮʝʥʘʪʘ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʩʝ ʬʦʨʤʠʨʘ ʦʪ ʚʩʠʯʢʠ 

ʨʘʟʭʦʜʠ, ʥʘʧʨʘʚʝʥʠ ʦʪ ʜʘʜʝʥʘ ʦʨʛʘʥʠʟʘʮʠʷ, ʥʝʡʥʠʪʝ ʧʨʦʜʫʢʪʠ ʠʣʠ ʫʩʣʫʛʠ ʜʘ 

ʦʪʛʦʚʘʨʷʪ ʥʘ ʫʩʪʘʥʦʚʝʥʠʪʝ ʩʪʘʥʜʘʨʪʠ ʟʘ ʢʘʯʝʩʪʚʦ. ʆʙʱʠʪʝ ʨʘʟʭʦʜʠ ʟʘ 

ʦʩʠʛʫʨʷʚʘʥʝ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʜʘʜʝʥ ʧʨʦʜʫʢʪ/ʫʩʣʫʛʘ ʩʝ ʬʦʨʤʠʨʘʪ ʦʪ ʪʨʠ ʚʠʜʘ 

ʨʘʟʭʦʜʠ: ʧʨʝʚʘʥʪʠʚʥʠ ʨʘʟʭʦʜʠ, ʨʘʟʭʦʜʠ ʟʘ ʧʨʝʮʝʥʢʘ ʠ ʨʘʟʭʦʜʠ ʟʘ ʙʨʘʢ.   

ʂʘʪʦ ʠʥʪʝʛʨʘʣʝʥ ʧʦʜʭʦʜ ʟʘ ʦʮʝʥʢʘ ʥʘ ʢʘʯʝʩʪʚʦʪʦ, ʩʲʱʦ ʚ ʩʤʠʩʲʣʘ ʥʘ 

TQM ʤʦʞʝ ʜʘ ʙʲʜʝ ʠʟʧʦʣʟʚʘʥʘ ʜʨʫʛʘ ʪʨʠʘʜʘ ʢʨʠʪʝʨʠʠ ï ʨʝʩʫʨʩʠ, ʧʨʦʮʝʩ, 

ʨʝʟʫʣʪʘʪʠ (ɺ. ɹʦʨʠʩʦʚ, 1990) [17].  

ʈʲʢʦʚʦʜʥʘʪʘ ʨʘʤʢʘ Ăʇʘʷʞʠʥʘ ʥʘ ʢʘʯʝʩʪʚʦʪʦò ʝ ʪʝʭʥʠʢʘ, ʢʦʷʪʦ 

ʠʥʪʝʛʨʠʨʘ ʪʚʲʨʜʠ ʠ ʤʝʢʠ ʘʪʨʠʙʫʪʠ, ʢʦʠʪʦ ʩʝ ʢʦʥʩʪʨʫʠʨʘʪ ʢʘʪʦ ʦʩʠʪʝ ʥʘ 

ʧʘʷʞʠʥʘ. ʀʟʤʝʨʚʘ ʥʠʚʘʪʘ ʥʘ ʫʩʝʱʘʥʠʷʪʘ ʠ ʦʯʘʢʚʘʥʠʷʪʘ ʥʘ ʧʘʮʠʝʥʪʠʪʝ, ʟʘ ʜʘ 
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ʩʝ ʦʧʨʝʜʝʣʷʪ ʧʨʦʙʠʚʠʪʝ ʚ ʢʘʯʝʩʪʚʦʪʦ ʠ ʚʲʟʤʦʞʥʦʩʪʠʪʝ ʟʘ ʧʦʜʦʙʨʷʚʘʥʝ. 

ʇʦʜʭʦʜʷʱʘ ʝ ʟʘ ʙʦʣʥʠʯʥʘʪʘ ʠ ʠʟʚʲʥʙʦʣʥʠʯʥʘʪʘ ʧʦʤʦʱ. 

ʈʲʢʦʚʦʜʥʘʪʘ ʨʘʤʢʘ Ăʂʦʤʧʘʩ ʥʘ ʢʣʠʥʠʯʥʘʪʘ ʩʪʦʡʥʦʩʪò ʝ ʪʝʭʥʠʢʘ, 

ʢʦʷʪʦ ʦʙʝʜʠʥʷʚʘ ʩʨʝʜʩʪʚʘʪʘ ʥʘ ʤʝʜʠʮʠʥʩʢʘʪʘ ʜʝʡʥʦʩʪ ʠ ʦʨʛʘʥʠʟʘʮʠʦʥʥʦʪʦ 

ʫʧʨʘʚʣʝʥʠʝ. ʆʮʝʥʷʚʘ ʜʦ ʢʘʢʚʘ ʩʪʝʧʝʥ ʥʘʩʪʲʧʠʣʘʪʘ ʧʦʣʦʞʠʪʝʣʥʘʪʘ ʧʨʦʤʷʥʘ 

ʩʝ ʜʲʣʞʠ ʥʘ ʧʨʠʣʦʞʝʥʠʪʝ ʢʣʠʥʠʯʥʠ ʠ ʧʘʨʘʢʣʠʥʠʯʥʠ ʧʨʦʮʝʩʠ [13].  

ʊʝʭʥʠʢʘʪʘ Ăʂʦʤʧʘʩ ʥʘ ʢʣʠʥʠʯʥʘʪʘ ʩʪʦʡʥʦʩʪò ʦʮʝʥʷʚʘ ʥʘ 

ʪʝʭʥʠʯʝʩʢʦʪʦ ʢʘʯʝʩʪʚʦ. ɼʘʚʘ ʚʲʟʤʦʞʥʦʩʪ ʟʘ ʨʘʟʯʣʝʥʷʚʘʥʝ ʥʘ ʧʨʦʮʝʩʠʪʝ 

ʠ ʪʷʭʥʦʪʦ ʠʟʫʯʘʚʘʥʝ. ɹʣʠʟʦ ʝ ʜʦ ʢʦʥʮʝʧʮʠʷʪʘ ʥʘ ɻʨʴʦʥʨʦʦʩ, ʥʦ ʝ 

ʧʨʠʣʦʞʠʤʘ ʠ ʧʨʠ ʤʝʪʦʜʠʢʘʪʘ SERVQUAL ʠ ʤʦʜʝʣʘ Gap.  

ɺ ʩʤʠʩʲʣʘ ʥʘ ʧʨʠʥʮʠʧʠʪʝ ʥʘ ʢʦʥʮʝʧʮʠʷʪʘ TQM, ʚʥʠʤʘʥʠʝ ʟʘʩʣʫʞʘʚʘʪ 

ʢʨʠʪʝʨʠʠʪʝ ʟʘ ʠʟʤʝʨʚʘʥʝ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʚ ʟʘʚʠʩʠʤʦʩʪ ʦʪ ʪʠʧʘ 

ʤʝʥʠʜʞʤʲʥʪ [6], ʯʠʠʪʦ ʧʨʦʠʟʭʦʜ ʩʝ ʢʦʨʝʥҀ ʚ ʮʝʥʥʦʩʪʥʠʪʝ ʩʠʩʪʝʤʠ ʥʘ 

ʷʧʦʥʩʢʦʪʦ ʠ ʘʤʝʨʠʢʘʥʩʢʦʪʦ ʦʙʱʝʩʪʚʦ. ʗʧʦʥʠʷ ʝ ʦʙʱʝʩʪʚʦ, ʢʦʝʪʦ ʝ 

ʦʨʠʝʥʪʠʨʘʥʦ ʢʲʤ ʧʨʦʮʝʩʘ ʠ ʚ ʯʠʝʪʦ ʤʠʩʣʝʥʝ ʩʝ ʚʲʧʣʘʱʘʚʘ ʂʦʥʮʝʧʮʠʷʪʘ 

ʂʘʡʜʟʝʥ4 ʇʨʠ ʦʨʠʝʥʪʘʮʠʷ ʚʲʨʭʫ ʧʨʦʮʝʩʘ ʚʠʩʰʠʷʪ ʤʝʥʠʜʞʤʲʥʪ ʧʨʦʧʫʩʢʘʡʢʠ 

ʠʥʦʚʘʮʠʠʪʝ ʠ ʥʦʚʠʪʝ ʠʜʝʠ, ʩʝ ʦʢʘʟʚʘ ʙʝʟ ʜʲʣʛʦʩʨʦʯʥʘ ʩʪʨʘʪʝʛʠʷ. ʉɸʑ ʝ 

ʦʙʱʝʩʪʚʦ, ʦʨʠʝʥʪʠʨʘʥʦ ʢʲʤ ʨʝʟʫʣʪʘʪʘ. ʄʝʥʠʜʞʤʲʥʪʲʪ ʦʨʠʝʥʪʠʨʘʥ ʢʲʤ 

ʨʝʟʫʣʪʘʪ ʝ ʩʧʦʩʦʙʝʥ ʜʘ ʧʦʩʪʘʚʷ ʮʝʣʠ ʠ ʜʘ ʤʠʩʣʠ ʩʪʨʘʪʝʛʠʯʝʢʠ, ʥʦ ʠʛʥʦʨʠʨʘ 

ʤʦʪʠʚʘʮʠʷʪʘ ʠ ʧʨʝʛʨʫʧʠʨʘʥʝʪʦ ʥʘ ʨʝʩʫʨʩʠʪʝ. ʅʘ ʜʚʘʪʘ ʪʠʧʘ ʤʝʥʠʜʞʤʲʥʪ 

ʦʪʛʦʚʘʨʷʪ ʜʚʘ ʚʠʜʘ ʢʨʠʪʝʨʠʠ ʟʘ ʦʮʝʥʢʘ ʥʘ ʢʘʯʝʩʪʚʦʪʦ: ʇ - ʢʨʠʪʝʨʠʠ (ʢʨʠʪʝʨʠʠ 

ʥʘ ʧʨʦʮʝʩʘ) ʠ ʈ - ʢʨʠʪʝʨʠʠ (ʢʨʠʪʝʨʠʠ ʥʘ ʨʝʟʫʣʪʘʪʘ).  

ʇ - ʢʨʠʪʝʨʠʠʪʝ ʚʢʣʶʯʚʘʪ ʧʦʜʜʨʲʞʢʘ, ʧʦʦʱʨʝʥʠʝ ʠ ʜʝʡʩʪʚʠʷ ʧʦ 

ʫʩʲʚʲʨʰʝʥʘʩʪʚʘʥʝ. ʆʮʝʥʷʚʘʪ ʫʩʠʣʠʷʪʘ ʥʘ ʭʦʨʘʪʘ ʠ ʠʟʠʩʢʚʘʪ ʧʨʦʤʷʥʘ ʚ 

ʧʦʚʝʜʝʥʠʝʪʦ. ɺ ʢʨʲʛʦʚʝʪʝ ʧʦ ʢʘʯʝʩʪʚʦ5 ʇ - ʢʨʠʪʝʨʠʠʪʝ ʚʢʣʶʯʚʘʪ: ʙʨʦʡ 

ʨʝʰʝʥʠ ʧʨʦʙʣʝʤʠ ʠ ʜʝʡʩʪʚʠʷ, ʚʦʜʝʱʠ ʜʦ ʫʩʲʚʲʨʰʝʥʩʪʚʘʥʝ ʥʘ ʩʪʘʥʜʘʨʪʠʪʝ. 

ʈ - ʢʨʠʪʝʨʠʠʪʝ ʩʝ ʦʪʥʘʩʷʪ ʜʦ ʧʘʨʠʪʝ, ʚʲʧʣʘʪʝʥʠ ʚ ʨʝʟʫʣʪʘʪʠʪʝ ʦʪ ʨʘʙʦʪʘʪʘ. ʇ 

- ʢʨʠʪʝʨʠʠʪʝ ʦʩʠʛʫʨʷʚʘʪ ʜʲʣʛʦʩʨʦʯʥʘ ʧʝʨʩʧʝʢʪʠʚʘ, ʜʦʢʘʪʦ ʈ ï ʢʨʠʪʝʨʠʠʪʝ 

ʠʤʘʪ ʧʨʷʢ ʠ ʢʨʘʪʢʦʩʨʦʯʝʥ ʭʘʨʘʢʪʝʨ. ɺʟʝʪʦ ʟʘʝʜʥʦ, ʇ - ʢʨʠʪʝʨʠʠʪʝ ʠ ʈ - 

ʢʨʠʪʝʨʠʠʪʝ ʠʟʤʝʨʚʘʪ ʦʪʜʝʣʥʠ ʤʦʤʝʥʪʠ ʦʪ ʢʦʥʮʝʧʮʠʷʪʘ TQM. ɼʦʢʘʪʦ ʇ 

- ʢʨʠʪʝʨʠʠʪʝ ʦʪʨʘʟʷʚʘʪ ʪʦʪʘʣʥʦʩʪʪʘ, ʪʦ ʈ - ʢʨʠʪʝʨʠʠʪʝ ʦʪʨʘʟʷʚʘʪ 

ʨʝʟʫʣʪʘʪʘ. ʊʦʚʘ ʛʠ ʧʨʘʚʠ ʝʜʥʘʢʚʦ ʚʘʞʥʠ ʠ ʥʝʜʝʣʠʤʠ [47].  

                                                           
4
 ʂʘʡʜʟʝʥ ʝ ʷʧʦʥʩʢʘ ʫʧʨʘʚʣʝʥʩʢʘ ʢʦʥʮʝʧʮʠʷ ʟʘ ʧʦʩʪʝʧʝʥʥʘ ʠ ʧʨʦʜʲʣʞʠʪʝʣʥʘ ʧʨʦʤʷʥʘ 

5
 ʂʨʲʛʦʚʝʪʝ ʧʦ ʢʘʯʝʩʪʚʦʪʦ ʩʘ ʠʥʩʪʨʫʤʝʥʪ ʥʘ ʦʨʛʘʥʠʟʘʮʠʦʥʥʘʪʘ ʧʨʦʤʷʥʘ ʥʘ ʦʧʝʨʘʪʠʚʥʦ ʥʠʚʦ 
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3. ʆʉʅʆɺʀ ʅɸ ʂɸʏɽʉʊɺʆʊʆ 

3.1. ʂʦʥʮʝʧʮʠʷʪʘ ʟʘ ʪʦʪʘʣʥʦ ʢʘʯʝʩʪʚʦ 

ɿʘ ʧʲʨʚʠ ʧʲʪ ʪʝʨʤʠʥʲʪ Ăʪʦʪʘʣʥʦ ʢʘʯʝʩʪʚʦò ʝ ʙʠʣ ʠʟʧʦʣʟʚʘʥ ʚ ʜʦʢʫʤʝʥʪ 

ʥʘ ɸʨʤʘʥʜ ʌʘʡʛʝʥʙʘʫʤ ʥʘ ʇʲʨʚʘʪʘ ʄʝʞʜʫʥʘʨʦʜʥʘ ʂʦʥʬʝʨʝʥʮʠʷ, ʧʦʩʚʝʪʝʥʘ 

ʥʘ ʢʦʥʪʨʦʣʘ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʚ ʊʦʢʠʦ ʧʨʝʟ 1969ʛ., ʧʦʨʘʜʠ ʢʦʝʪʦ ʪʦʡ ʝ ʧʨʠʟʥʘʪ ʟʘ 

ʘʚʪʦʨ ʥʘ ʢʦʥʮʝʧʮʠʷʪʘ ʟʘ ʪʦʪʘʣʥʦ ʢʘʯʝʩʪʚʦ. ɿʘ ʨʘʟʚʠʪʠʝʪʦ Ҁ ʦʛʨʦʤʝʥ ʧʨʠʥʦʩ 

ʠʤʘ ʂʘʦʨʫ ʀʰʠʢʘʚʘ.  

ʌʘʡʛʝʥʙʘʫʤ ʠ ʀʰʠʢʘʚʘ ʧʨʝʜʣʘʛʘʪ ʧʨʦʪʠʚʦʧʦʣʦʞʥʠ ʧʦʜʭʦʜʠ. ʇʨʠ 

ʌʘʡʛʝʥʙʘʫʤ ʪʦʡ ʝ ʬʫʥʢʮʠʦʥʘʣʝʥ, ʩ ʘʢʮʝʥʪ ʚʲʨʭʫ ʦʪʜʝʣʥʦʪʦ ʟʚʝʥʦ ʩʲʩ 

ʩʧʝʮʠʘʣʥʘ ʬʫʥʢʮʠʷ, ʦʩʲʱʝʩʪʚʷʚʘʱʦ ʪʦʪʘʣʝʥ ʢʦʥʪʨʦʣ (ʦʪʜʝʣʠ ʟʘ ʪʦʪʘʣʝʥ 

ʢʦʥʪʨʦʣ ʥʘ ʢʘʯʝʩʪʚʦʪʦ), ʜʦʢʘʪʦ ʀʰʠʢʘʚʘ ʟʘʩʪʘʚʘ ʟʘʜ ʮʷʣʦʩʪʥʠʷ ʢʦʥʪʨʦʣ ʥʘ 

ʢʘʯʝʩʪʚʦʪʦ ñtotal quality controlò - ʢʦʥʪʨʦʣ, ʢʦʡʪʦ ʦʙʭʚʘʱʘ ʮʷʣʘʪʘ ʦʨʛʘʥʠʟʘʮʠʷ 

- ñcompany ï wide quality controlò, ʪ.ʝ. ʚʢʶʯʚʘʥʝ ʥʘ ʚʩʠʯʢʠ ʥʘʝʪʠ ʦʪ 

ʤʝʥʠʜʞʤʲʥʪʘ ʜʦ ʨʘʙʦʪʥʠʮʠʪʝ ʚ ʢʦʥʪʨʦʣʘ ʥʘ ʢʘʯʝʩʪʚʦʪʦ [114], ʢʘʢʪʦ ʠ, ʯʝ 

Ăʢʦʥʪʨʦʣʲʪ ʥʘ ʪʦʪʘʣʥʦʪʦ ʢʘʯʝʩʪʚʦ ʟʘʧʦʯʚʘ ʠ ʟʘʚʲʨʰʚʘ ʩ ʦʙʫʯʝʥʠʝò [195]. 

ɼʝʤʠʥʛ (1988ʛ.) ʟʘʩʪʘʚʘ ʜʦ ʪʝʟʘʪʘ ʥʘ ʀʰʠʢʘʚʘ.  

ʆʪ ʛʣʝʜʥʘ ʪʦʯʢʘ ʥʘ ʢʦʥʮʝʧʮʠʷʪʘ ʟʘ ʪʦʪʘʣʥʦ ʢʘʯʝʩʪʚʦ ʠ ʚ 

ʫʧʨʘʚʣʝʥʩʢʠ ʘʩʧʝʢʪ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʤʝʜʠʮʠʥʩʢʘʪʘ ʜʝʡʥʦʩʪ ʝ ʧʨʦʙʣʝʤ ʥʘ 

ʩʠʩʪʝʤʘʪʘ: ʢʘʯʝʩʪʚʦ ʥʘ ʚʭʦʜʘ (ʚʩʠʯʢʠ ʚʠʜʦʚʝ ʨʝʩʫʨʩʠ), ʢʘʯʝʩʪʚʦ ʥʘ ʧʨʦʮʝʩʘ 

(ʪʨʘʥʩʬʦʨʤʘʮʠʷʪʘ ʥʘ ʨʝʩʫʨʩʠʪʝ ʚ ʨʝʟʫʣʪʘʪ), ʢʘʯʝʩʪʚʦ ʥʘ ʠʟʭʦʜʘ (ʨʝʟʫʣʪʘʪʘ). 

ʂʘʯʝʩʪʚʦʪʦ ʟʘʩʷʛʘ ʚʩʠʯʢʠ ʝʣʝʤʝʥʪʠ ʥʘ ʫʧʨʘʚʣʝʥʩʢʠʷ ʮʠʢʲʣ: ʢʘʯʝʩʪʚʦ ʥʘ 

ʬʦʨʤʫʣʠʨʘʥʠʪʝ ʮʝʣʠ, ʢʘʯʝʩʪʚʦ ʥʘ ʚʟʝʤʘʥʝʪʦ ʥʘ ʫʧʨʘʚʣʝʥʩʢʦ ʨʝʰʝʥʠʝ, 

ʢʘʯʝʩʪʚʦ ʥʘ ʦʨʛʘʥʠʟʘʮʠʷʪʘ ʧʦ ʠʟʧʲʣʥʝʥʠʝʪʦ, ʢʘʯʝʩʪʚʦ ʥʘ ʨʝʟʫʣʪʘʪʘ, ʢʘʯʝʩʪʚʦ 

ʥʘ ʦʮʝʥʢʘʪʘ (ɹʦʨʠʩʦʚ, ɺ., 1995), [17].  

ʂʘʪʦ ʧʨʠʯʠʥʘ ʟʘ ʚʲʟʥʠʢʚʘʥʝ ʥʘ ʂʦʥʮʝʧʮʠʷʪʘ ʟʘ ʊʦʪʘʣʥʦ ʢʘʯʝʩʪʚʦ ʩʝ 

ʧʦʩʦʯʚʘ ʩʙʣʲʩʲʢʲʪ ʤʝʞʜʫ ʜʚʝʪʝ ʮʝʣʠ ʥʘ ʤʝʥʠʜʞʤʲʥʪʘ ï çʪʝʭʥʠʯʝʩʢʘʪʘè ʠ 

çʭʫʤʘʥʥʘʪʘè, ʠʟʚʝʩʪʝʥ ʢʘʪʦ ñrupturaò, ʠʟʨʘʟʧʷʚʘʱ ʩʝ ʚ ʧʨʝʭʦʜ ʦʪ ʪʘʢʪʠʯʝʩʢʠ 

ʧʦʜʭʦʜ ʚ ʩʪʨʘʪʝʛʠʯʝʩʢʠ. ɼʦʢʘʪʦ ʧʨʠ ʪʝʭʥʠʯʝʩʢʘʪʘ ʮʝʣ (20-ʪʝ ʛʦʜʠʥʠ ʥʘ ʍʍ 

ʚʝʢ) ʫʩʠʣʠʷʪʘ ʥʘ ʤʝʥʠʜʞʤʲʥʪʘ ʩʘ ʥʘʩʦʯʝʥʠ ʢʲʤ ʢʦʥʪʨʦʣʘ ʥʘ ʢʘʯʝʩʪʚʦʪʦ 

ʦʪʥʦʩʥʦ ʧʨʠʣʦʞʝʥʘʪʘ ʪʝʭʥʠʢʘ ʟʘ ʠʟʨʘʙʦʪʚʘʥʝ ʥʘ ʧʨʦʜʫʢʪʘ, ʭʫʤʘʥʥʘʪʘ ʮʝʣ 

(70-ʪʝ ʛʦʜʠʥʠ ʥʘ ʍʍ ʚʝʢ) ʧʦʩʪʘʚʷ ʚ ʮʝʥʪʲʨʘ ʯʦʚʝʢʘ ʩ ʥʝʛʦʚʠʪʝ ʧʦʪʨʝʙʥʦʩʪʠ ʠ 

ʮʝʥʥʦʩʪʠ ʠ ʫʯʘʩʪʠʝ ʚ ʧʨʦʠʟʚʦʜʩʪʚʝʥʠʷ ʧʨʦʮʝʩ. ʇʨʠʯʠʥʘʪʘ ʟʘ ʪʦʚʘ 

çʩʢʲʩʚʘʥʝè ʚʲʚ ʚʲʟʛʣʝʜʠʪʝ ʚ ʫʧʨʘʚʣʝʥʠʝʪʦ ʝ ʚʲʟʥʠʢʚʘʥʝʪʦ ʥʘ ʢʨʲʞʦʮʠʪʝ ʧʦ 

ʢʘʯʝʩʪʚʦʪʦ. ʇʦʩʣʝʜʥʠʪʝ ʨʘʟʨʝʰʘʚʘʪ ʪʨʠ ʧʨʦʙʣʝʤʘ ʥʘ ʧʨʦʠʟʚʦʜʩʪʚʦʪʦ: 
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ʩʥʠʞʘʚʘʥʝ ʥʘ ʨʘʟʭʦʜʠʪʝ (ʧʦ ï ʤʘʣʢʦ ʜʦʙʘʚʝʥʘ ʩʪʦʡʥʦʩʪ ʥʘ ʥʝʧʨʦʜʘʜʝʥʠʷ 

ʧʨʦʜʫʢʪ), ʫʜʦʚʣʝʪʚʦʨʷʚʘʥʝ ʥʘ ʧʦʪʨʝʙʠʪʝʣʷ ʠ ʫʜʦʚʣʝʪʚʦʨʝʥʠʝ ʥʘ ʧʝʨʩʦʥʘʣʘ, 

ʯʨʝʟ ʫʯʘʩʪʠʝ ʥʘ ʚʲʚ ʬʫʥʢʮʠʠʪʝ ʥʘ ʦʨʛʘʥʠʟʘʮʠʷʪʘ [13]. 

3.1.1. ʂʨʲʛʦʚʝ ʧʦ ʢʘʯʝʩʪʚʦʪʦ ï ʢʨʘʡʲʛʲʣʝʥ ʢʘʤʲʢ ʥʘ ʂʦʥʮʝʧʮʠʷʪʘ ʟʘ 

ʊʦʪʘʣʥʦ ʢʘʯʝʩʪʚʦ 

ʂʘʦʨʫ ʀʰʠʢʘʚʘ (1962) ʦʧʨʝʜʝʣʷ ʢʨʲʞʦʢʲʪ ʢʘʪʦ ʤʘʣʢʘ ʛʨʫʧʘ, ʢʦʷʪʦ 

ʠʟʚʲʨʰʚʘ ʜʝʡʥʦʩʪʠ ʧʦ ʫʧʨʘʚʣʝʥʠʝ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʙʘʟʘʪʘ ʥʘ ʜʦʙʨʦʚʦʣʥʦ 

ʫʯʘʩʪʠʝ, ʚ ʨʘʤʢʠʪʝ ʥʘ ʝʜʠʥ ʠ ʩʲʱʠ ʨʘʙʦʪʝʥ ʫʯʘʩʪʲʢ. ɻʨʫʧʘʪʘ ʧʨʦʚʝʞʜʘ 

ʥʝʧʨʝʢʲʩʥʘʪʦ, ʢʘʪʦ ʯʘʩʪ ʦʪ ʢʦʥʪʨʦʣʘ ʥʘ ʢʘʯʝʩʪʚʦʪʦ (QC) ʚ ʦʨʛʘʥʠʟʘʮʠʷʪʘ 

ʤʝʨʦʧʨʠʷʪʠʷ ʟʘ ʩʘʤʦʫʩʲʚʲʨʰʝʥʩʪʚʘʥʝ ʠ ʚʟʘʠʤʥʦ ʫʩʲʚʲʨʰʝʥʩʪʚʘʥʝ, 

ʫʧʨʘʚʣʝʥʠʝ ʠ ʧʦʜʦʙʨʝʥʠʝ ʥʘ ʨʘʙʦʪʥʠʷ ʫʯʘʩʪʲʢ, ʯʨʝʟ ʧʨʠʣʘʛʘʥʝ ʥʘ ʤʝʪʦʜʠʪʝ 

ʟʘ ʫʧʨʘʚʣʝʥʠʝ ʥʘ ʢʘʯʝʩʪʚʦʪʦ. ʈʘʟʣʠʯʥʠʪʝ ʜʝʬʠʥʠʮʠʠ ʨʘʟʛʣʝʞʜʘʪ ʢʨʲʛʦʚʝʪʝ 

ʧʦ ʢʘʯʝʩʪʚʦʪʦ ʢʘʪʦ ʦʨʛʘʥʠʟʘʮʠʦʥʥʘ ʬʦʨʤʘ, ʢʘʪʦ ʢʦʥʢʨʝʪʝʥ ʝʢʠʧ ʠ ʢʘʪʦ 

ʠʥʩʪʨʫʤʝʥʪ ʥʘ ʦʨʛʘʥʠʟʘʮʠʦʥʥʘʪʘ ʧʨʦʤʷʥʘ, ʯʨʝʟ ʢʦʡʪʦ ʧʨʦʤʷʥʘʪʘ ʩʝ 

ʦʩʲʱʝʩʪʚʷʚʘ ʥʘ ʦʧʝʨʘʪʠʚʥʦ ʥʠʚʦ. ʅʘʣʠʮʝ ʝ ʧʨʠʯʠʥʥʦ-ʩʣʝʜʩʪʚʝʥʘ ʚʨʲʟʢʘ: 

Ăʨʝʜʫʮʠʨʘʥʝʪʦ ʥʘ ʛʨʝʰʢʠʪʝ ʠ ʧʦʜʦʙʨʷʚʘʥʝʪʦ ʥʘ ʝʢʠʧʥʘʪʘ ʨʘʙʦʪʘ ʚ ʙʦʣʥʠʮʠʪʝ 

ʧʦʜʦʙʨʷʚʘ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʟʜʨʘʚʥʦʪʦ ʦʙʩʣʫʞʚʘʥʝ ʥʘ ʧʘʮʠʝʥʪʠʪʝ, ʘ ʪʦ ʦʪ ʩʚʦʷ 

ʩʪʨʘʥʘ ʥʘʤʘʣʷʚʘ ʛʨʝʰʢʠʪʝ ʠ ʧʦʜʦʙʨʷʚʘ ʨʘʙʦʪʘʪʘ ʚ ʝʢʠʧò (ɹʦʨʠʩʦʚ. ɺ., 1995, 

ɹʦʨʠʩʦʚ, ɺ., 1998) [15, 16].  

ʆʙʦʙʱʝʥʦ, ʪʝʨʤʠʥʲʪ çʢʨʲʞʦʢ ʧʦ ʢʘʯʝʩʪʚʦʪʦè ʩʝ ʦʪʥʘʩʷ, ʢʘʢʪʦ ʜʦ 

ʩʪʨʫʢʪʫʨʘʪʘ, ʪʘʢʘ ʠ ʜʦ ʧʨʦʮʝʩʘ. ʂʨʲʞʦʮʠʪʝ ʧʦ ʢʘʯʝʩʪʚʦ ʧʦʟʚʦʣʷʚʘʪ ʜʘ ʙʲʜʝ 

ʚʲʚʣʝʯʝʥ ʚ ʫʧʨʘʚʣʝʥʠʝʪʦ ʮʝʣʠʷʪ ʧʝʨʩʦʥʘʣ, ʦʪ ʚʠʩʰʝʪʦ ʨʲʢʦʚʦʜʩʪʚʦ ʜʦ 

ʚʩʠʯʢʠ ʨʘʙʦʪʥʠʮʠ. ʇʦʩʪʠʛʘʥʝʪʦ ʥʘ ʪʦʪʘʣʥʦʩʪ ʩʝ ʜʲʣʞʠ ʥʘ ʩʦʮʠʘʣʥʦ ï 

ʧʩʠʭʦʣʦʛʠʯʝʩʢʠʷ ʘʩʧʝʢʪ ʥʘ ʢʦʥʮʝʧʮʠʷʪʘ, ʢʦʡʪʦ ʩʝ ʦʩʥʦʚʘʚʘ ʥʘ Ăɽʬʝʢʪʘ ʥʘ 

ʩʦʮʠʘʣʥʘʪʘ ʬʘʩʠʣʠʪʘʮʠʷò - ʧʦʚʠʰʘʚʘʥʝ ʥʘ ʠʥʜʠʚʠʜʫʘʣʥʘʪʘ ʘʢʪʠʚʥʦʩʪ ʠ 

ʨʘʙʦʪʦʩʧʦʩʦʙʥʦʩʪ ʥʘ ʭʦʨʘʪʘ ʧʨʠ ʦʙʝʜʠʥʷʚʘʥʝʪʦ ʠʤ ʚ ʛʨʫʧʠ, ʩ ʦʙʱʘ ʟʘʜʘʯʘ. 

ʂʦʨʝʢʪʠʚ ʥʘ ʝʬʝʢʪʘ ʥʘ ʩʦʮʠʘʣʥʘʪʘ ʬʘʩʠʣʠʪʘʮʠʷ ʝ Ăɽʬʝʢʲʪ ʥʘ ʈʠʥʛʝʣʤʘʥò, 

ʢʦʡʪʦ ʠʟʨʘʟʷʚʘ ʤʘʪʝʤʘʪʠʯʝʩʢʘʪʘ ʟʘʚʠʩʠʤʦʩʪ ʦʪ ʥʘʤʘʣʷʚʘʥʝ ʥʘ ʩʨʝʜʥʠʷ ʜʷʣ 

ʥʘ ʚʩʝʢʠ ʫʯʘʩʪʥʠʢ, ʚ ʨʝʟʫʣʪʘʪ ʥʘ ʛʨʫʧʦʚʘʪʘ ʨʘʙʦʪʘ, ʢʘʪʦ ʧʨʝʜʧʦʣʘʛʘ 

ʦʧʪʠʤʘʣʥʦʩʪ ʥʘ ʛʨʫʧʠʪʝ ʦʪ 8 ï 12 ʯʦʚʝʢʘ [181].  

ʉ ʚʥʝʜʨʷʚʘʥʝʪʦ ʥʘ ʤʝʪʦʜʘ çʂʨʲʞʦʮʠ ʧʦ ʢʘʯʝʩʪʚʦʪʦè ʚ ʜʘʜʝʥʘ 

ʦʨʛʘʥʠʟʘʮʠʷ, ʩʝ ʠʟʛʨʘʞʜʘ ʝʜʠʥʥʘ ʤʝʪʦʜʠʯʝʩʢʘ ʙʘʟʘ, ʠʟʨʘʟʷʚʘʱʘ ʩʝ ʚ 

ʮʷʣʦʩʪʥʦ ʦʙʭʚʘʱʘʥʝ ʥʘ ʯʣʝʥʦʚʝʪʝ ʥʘ ʢʨʲʞʦʮʠʪʝ ʧʦ ʢʘʯʝʩʪʚʦ, ʚ ʦʙʫʯʝʥʠʝ 

ʧʦ ʤʝʪʦʜʠʪʝ ʥʘ ʩʪʘʪʠʩʪʠʯʝʩʢʠʷ ʢʦʥʪʨʦʣ ʥʘ ʢʘʯʝʩʪʚʦʪʦ, ʘʥʘʣʠʟ ʥʘ ʧʨʦʙʣʝʤʠʪʝ 
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ʠ ʠʟʨʘʙʦʪʚʘʥʝ ʥʘ ʦʧʪʠʤʘʣʥʠ ʨʝʰʝʥʠʷ. ɺ ʨʝʟʫʣʪʘʪ ʚʩʝʢʠ ʯʣʝʥ ʥʘ 

ʦʨʛʘʥʠʟʘʮʠʷʪʘ ʝ ʚ ʩʲʩʪʦʷʥʠʝ ʜʘ ʘʥʘʣʠʟʘ ʧʨʦʠʟʚʦʩʪʚʝʥʠʪʝ ʧʨʦʙʣʝʤʠ, ʜʘ 

ʦʮʝʥʷʚʘ ʚʣʠʷʥʠʝʪʦ ʠʤ ʚʲʨʭʫ ʢʘʯʝʩʪʚʦʪʦ ʠ ʝʬʝʢʪʠʚʥʦʩʪʪʘ ʥʘ ʨʘʙʦʪʘʪʘ ʠ ʜʘ 

ʜʘʚʘ ʧʨʝʜʣʦʞʝʥʠʷ. ɺ ʩʨʝʜʘʪʘ ʥʘ 80-ʪʝ ʛʦʜʠʥʠ ʚʩʝʢʠ ʷʧʦʥʩʢʠ 

ʨʘʙʦʪʥʠʢ/ʩʣʫʞʠʪʝʣ ʝʞʝʛʦʜʥʦ ʝ ʚʥʘʩʷʣ ʧʦ 5 - 6 ʧʨʝʜʣʦʞʝʥʠʷ ʟʘ 

ʫʩʲʚʲʨʰʝʥʩʪʚʘʥʝ ʥʘ ʧʨʦʠʟʚʦʜʩʪʚʝʥʠʷ ʧʨʦʮʝʩ, ʦʪ ʢʦʠʪʦ 60 - 80% ʩʘ ʩʝ 

ʨʝʘʣʠʟʠʨʘʣʠ ʥʘ ʧʨʘʢʪʠʢʘ [182]. 

ʈʝʟʫʣʪʘʪʠʪʝ ʦʪ ʜʝʡʥʦʩʪʪʘ ʥʘ ʢʨʲʞʦʮʠʪʝ ʧʦ ʢʦʥʪʨʦʣ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʠʤʘʪ 

ʜʚʦʝʥ ʭʘʨʘʢʪʝʨ - ʢʦʩʚʝʥ ʠ ʠʢʦʥʦʤʠʯʝʩʢʠ. ʂʦʩʚʝʥʠʷʪ ʝʬʝʢʪ ʩʝ ʠʟʨʘʟʷʚʘ ʚ 

ʩʲʟʜʘʚʘʥʝ ʥʘ ʤʦʨʘʣʥʦ ï ʧʩʠʭʦʣʦʛʠʯʝʥ ʢʣʠʤʘʪ, ʩʧʦʩʦʙʩʪʚʘʱ ʟʘ ʤʦʪʠʚʘʮʠʷ ʥʘ 

ʧʝʨʩʦʥʘʣʘ, ʘ ʠʢʦʥʦʤʠʯʝʩʢʠʷʪ ʦʪʯʠʪʘ ʝʞʝʛʦʜʥʠʪʝ ʩʧʝʩʪʷʚʘʥʠʷ ʥʘ ʷʧʦʥʩʢʠʪʝ 

ʧʨʝʜʧʨʠʷʪʠʷ, ʢʦʠʪʦ ʩʘ ʦʪ ʧʦʨʷʜʲʢʘ ʥʘ 20 - 25 ʤʠʣʠʦʥʘ ʜʦʣʘʨʘ.  

ɺ ʢʨʘʷ ʥʘ 80-ʪʝ ʛʦʜʠʥʠ ʧʦ ʩʚʝʪʘ, ʢʨʲʞʦʮʠʪʝ ʧʦ ʢʘʯʝʩʪʚʦʪʦ ʥʘʙʨʦʷʚʘʪ 

ʙʣʠʟʦ 2 ʤʠʣʠʦʥʘ. ʇʦʚʝʯʝ ʦʪ 50 ʩʪʨʘʥʠ ʧʨʠʣʘʛʘʪ ʪʘʟʠ ʬʦʨʤʘ ʟʘ ʫʯʘʩʪʠʝ ʥʘ 

ʧʝʨʩʦʥʘʣʘ ʟʘ ʧʦʜʦʙʨʷʚʘʥʝʪʦ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʧʨʦʜʫʢʮʠʷʪʘ, ʢʘʪʦ 80 - 90% ʦʪ 

ʢʨʲʞʦʮʠʪʝ ʧʦ ʢʘʯʝʩʪʚʦ ʜʝʡʩʪʚʘʪ ʚ ʤʘʪʝʨʠʘʣʥʘʪʘ ʩʬʝʨʘ, ʥʦ ʥʘʚʣʠʟʘʪ ʠ ʚ 

ʜʨʫʛʠ ʦʪʨʘʩʣʠ.  

ʂʨʲʞʦʮʠʪʝ ʧʦ ʢʘʯʝʩʪʚʦ ʩʘ ʝʜʠʥ ʦʪ ʧʝʪʪʝ ʝʣʝʤʝʥʪʘ, ʠʟʛʨʘʞʜʘʱʠ ʙʘʟʘʪʘ 

ʥʘ ʂʦʥʮʝʧʮʠʷʪʘ çʂʘʡʜʟʝʥè.  

3.1.2. ʉʲʱʥʦʩʪ ʠ ʠʟʤʝʨʠʤʦʩʪ ʥʘ ʊʦʪʘʣʥʦʪʦ ʢʘʯʝʩʪʚʦ 

ʇʨʝʜʩʪʘʚʘʪʘ ʥʘ ʦʨʛʘʥʠʟʘʮʠʷʪʘ ʢʘʪʦ ʤʨʝʞʘ ʦʪ ʚʲʪʨʝʰʥʠ ʚʨʲʟʢʠ çʢʣʠʝʥʪ 

ï ʜʦʩʪʘʚʯʠʢè, ʤʝʞʜʫ ʢʦʠʪʦ ʩʝ ʦʙʤʝʥʷ ʠʥʬʦʨʤʘʮʠʷ, ʧʦʣʫʛʦʪʦʚʠ ʧʨʦʜʫʢʪʠ ʠ 

ʧʨʦʮʝʜʫʨʠ, ʢʘʢʪʦ ʟʘ ʧʨʦʠʟʚʦʜʩʪʚʦʪʦ, ʪʘʢʘ ʠ ʟʘ ʫʩʣʫʛʠʪʝ (ʢʲʜʝʪʦ ʝʢʚʠʚʘʣʝʥʪ 

ʥʘ ʧʨʦʜʫʢʪʘ ʝ ʢʦʥʪʘʢʪʲʪ ʥʘ ʧʝʨʩʦʥʘʣʘ ʩ ʢʣʠʝʥʪʘ), ʠ ʢʨʘʡʥʠʷʪ ʨʝʟʫʣʪʘʪ ʝ 

ʫʜʦʚʣʝʪʚʦʨʷʚʘʥʝ ʥʘ ʧʦʪʨʝʙʠʪʝʣʠʪʝ, ʦʧʨʝʜʝʣʷ ʪʨʠʪʝ ʝʣʝʤʝʥʪʘ ʥʘ 

ʊʦʪʘʣʥʦʪʦ ʢʘʯʝʩʪʚʦ: ʦʪʛʦʚʦʨʥʦʩʪ ʥʘ ʚʩʠʯʢʠ ʬʫʥʢʮʠʠ, ʝʣʠʤʠʥʠʨʘʥʝ ʥʘ 

ʜʦʙʘʚʝʥʘʪʘ ʩʪʦʡʥʦʩʪ, ʢʦʷʪʦ ʥʝ ʩʝ ʧʨʦʜʘʚʘ ʠ ʫʯʘʩʪʠʝ ʥʘ ʚʩʠʯʢʠ ʡʝʨʘʨʭʠʯʥʠ 

ʥʠʚʘ. ʆʨʛʘʥʠʟʘʮʠʠʪʝ, ʢʦʠʪʦ ʠʟʧʲʣʥʷʚʘʪ ʪʝʟʠ ʝʣʝʤʝʥʪʠ ʠʟʛʨʘʞʜʘʪ ʥʦʚʘ 

ʦʨʛʘʥʠʟʘʮʠʦʥʥʘ ʢʫʣʪʫʨʘ, ʩʚʲʨʟʘʥʘ ʩ ʦʧʨʝʜʝʣʝʥʘ ʮʝʥʥʦʩʪʥʘ ʩʠʩʪʝʤʘ ʠ 

ʤʝʪʦʜ, ʢʦʡʪʦ ʜʘ ʷ ʧʦʜʜʲʨʞʘ ʠ ʩʝ ʦʟʥʘʯʘʚʘʪ ʢʘʪʦ çʪʨʠʜʦʩʪʠʛʘʱʠè. 

ʄʦʜʝʣʲʪ ʥʘ ʮʝʥʥʦʩʪʥʘʪʘ ʩʠʩʪʝʤʘ ʥʘ ʪʦʪʘʣʥʦʪʦ ʢʘʯʝʩʪʚʦ ʚʢʣʶʯʚʘ 

ʯʝʪʠʨʠ ʮʝʥʥʦʩʪʠ: ʜʚʝ, ʦʨʠʝʪʠʨʘʥʠ ʢʲʤ ʧʦʪʨʝʙʠʪʝʣʷ - çʩʲʦʪʚʝʪʩʪʚʠʝ ʥʘ 

ʩʧʝʮʠʬʠʢʘʮʠʠʪʝè ʠ çʦʪʜʘʣʝʯʘʚʘʥʝ ʦʪ ʩʧʝʮʠʬʠʢʘʮʠʠʪʝè ʠ ʜʚʝ ʦʨʠʝʥʪʠʨʘʥʠ 

ʢʲʤ ʠʟʧʲʣʥʠʪʝʣʷ ï çʧʦʚʝʜʝʥʠʝ ʟʘ ʪʦʪʘʣʥʦ ʢʘʯʝʩʪʚʦè ʠ çʧʦʩʪʦʷʥʥʘ 
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ʧʨʝʚʝʥʮʠʷè. ʉʲʦʪʚʝʪʩʪʚʠʝʪʦ ʩʲʩ ʩʧʝʮʠʬʠʢʘʮʠʠʪʝ (ʠʟʠʩʢʚʘʥʠʷʪʘ) ʝ ʤʠʩʣʝʥʝ 

ʠ ʜʝʡʩʪʚʠʷ ʢʘʪʦ ʬʫʥʢʮʠʷ ʥʘ ʧʦʪʨʝʙʠʪʝʣʷ. ʆʟʥʘʯʘʚʘ ʩʧʘʟʚʘʥʝ ʥʘ ʜʦʛʦʚʦʨ 

ʤʝʞʜʫ ʜʦʩʪʘʚʯʠʢ ʠ ʢʣʠʝʥʪ. ʇʨʠʣʦʞʠʤʦ ʝ ʚ ʩʬʝʨʘʪʘ ʥʘ ʫʩʣʫʛʠʪʝ (ʢʣʠʥʠʯʝʥ 

ʦʧʠʪ). ʋʜʦʚʣʝʪʚʦʨʝʥʦʩʪʪʘ ʥʘ ʧʦʪʨʝʙʠʪʝʣʠʪʝ ʝ ʜʠʥʘʤʠʯʥʘ ʠ ʠʟʠʩʢʚʘ 

ʥʝʧʨʝʢʲʩʥʘʪʘ ʘʢʪʫʘʣʠʟʘʮʠʷ ʥʘ ʩʧʝʮʠʬʠʢʘʮʠʠʪʝ. ʊʦʪʘʣʥʦʪʦ ʧʦʚʝʜʝʥʠʝ 

ʠʟʠʩʢʚʘ ʜʘ ʥʝ ʩʝ ʦʪʩʪʲʧʚʘ ʥʘ ʥʝʩʲʦʪʚʝʪʩʪʚʠʷʪʘ ʯʨʝʟ ʧʦʩʪʦʷʥʥʘ ʧʨʝʚʝʥʮʠʷ. 

ʀʟʤʝʨʠʤʦʩʪʪʘ ʥʘ ʪʦʪʘʣʥʦʪʦ ʢʘʯʝʩʪʚʦ ʝ ʠʟʤʝʨʚʘʥʝ ʥʘ 

ʫʜʦʚʣʝʪʚʦʨʝʥʦʩʪʪʘ ʥʘ ʧʦʪʨʝʙʠʪʝʣʠʪʝ, ʥʝʧʨʦʜʘʚʘʝʤʘʪʘ ʜʦʙʘʚʝʥʘ 

ʩʪʦʡʥʦʩʪ ʠ ʤʦʪʠʚʘʮʠʷʪʘ ʥʘ ʧʝʨʩʦʥʘʣʘ [13]. 

 

3.2. ʇʨʠʥʮʠʧʠ ʠ ʤʝʪʦʜʠ ʥʘ ʠʥʪʝʛʨʠʨʘʥʘʪʘ ʩʠʩʪʝʤʘ ʟʘ ʢʘʯʝʩʪʚʦʪʦ 

3.2.1. ʊʨʠ ʦʩʥʦʚʥʠ ʧʨʠʥʮʠʧʘ ʥʘ ʠʥʪʝʛʨʠʨʘʥʘʪʘ ʩʠʩʪʝʤʘ ʟʘ 

ʢʘʯʝʩʪʚʦʪʦ 

ʀʩʪʠʥʩʢʠ ʠʥʪʝʛʨʠʨʘʥʘʪʘ ʩʠʩʪʝʤʘ ʥʘ ʢʘʯʝʩʪʚʦʪʦ (Quality 

Management Systems - QMSs) ʩʝ ʦʩʥʦʚʘʚʘ ʥʘ ʪʨʠ ʦʩʥʦʚʥʠ ʧʨʠʥʮʠʧʘ: ʬʦʢʫʩ 

ʚʲʨʭʫ ʧʦʪʨʝʙʠʪʝʣʷ, ʧʦʜʦʙʨʷʚʘʥʝ ʥʘ ʧʨʦʮʝʩʘ ʠ ʪʦʪʘʣʥʦ ʚʲʚʣʠʯʘʥʝ (ʬʠʛ. 5). 

ʌʦʢʫʩʲʪ ʚʲʨʭʫ ʧʦʪʨʝʙʠʪʝʣʷ ʦʙʭʚʘʱʘ ʚʲʪʨʝʰʥʠʪʝ ʠ ʚʲʥʰʥʠʪʝ ʥʫʞʜʠ ʥʘ 

ʧʦʪʨʝʙʠʪʝʣʷ. ʇʦʜʦʙʨʷʚʘʥʝʪʦ ʥʘ ʧʨʦʮʝʩʠʪʝ ʝ ʚʘʞʥʦ ʟʘ ʚʩʷʢʘ ʦʨʛʘʥʠʟʘʮʠʷ, 

ʟʘ ʜʘ  ʧʦʜʜʲʨʞʘ ʨʘʩʪʝʞ. ʊʦʪʘʣʥʦʪʦ ʚʲʚʣʠʯʘʥʝ ʝ ʩʨʝʜʩʪʚʦʪʦ, ʩ ʢʦʝʪʦ ʩʝ 

ʦʩʲʱʝʩʪʚʷʚʘʪ ʧʲʨʚʠʪʝ ʜʚʘ ʧʨʠʥʮʠʧʘ.  

ʊʲʡ ʢʘʪʦ ʥʝ ʩʲʱʝʩʪʚʫʚʘ ʥʠʪʦ ʝʜʠʥ ʧʨʘʚʠʣʝʥ ʥʘʯʠʥ ʟʘ ʠʥʪʝʛʨʠʨʘʥʝ 

ʥʘ ʧʨʠʥʮʠʧʠʪʝ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʚ ʨʘʙʦʪʥʘ ʩʨʝʜʘ, ʩʘ ʧʨʠʣʦʞʠʤʠ ʜʚʘ 

ʧʨʦʪʠʚʦʧʦʣʦʞʥʠ ʧʦʜʭʦʜʘ: ʩʪʘʪʠʩʪʠʯʝʩʢʠ ʘʥʘʣʠʟ ʥʘ ʜʝʡʥʦʩʪʠʪʝ ʠ 

ʥʘʯʝʨʪʘʚʘʥʝ ʥʘ ʟʘʢʣʶʯʝʥʠʷ ʦʪ ʜʘʥʥʠʪʝ ʯʨʝʟ  ʮʠʢʲʣʲʪ PDCA (ɼʝʤʠʥʛ), ʠʣʠ 

ʢʦʨʧʦʨʘʪʠʚʥʘ ʚʠʟʠʷ ʠ ʠʟʧʦʣʟʚʘʥʝ ʪʨʠʣʦʛʠʷʪʘ ʥʘ ɼʞʫʨʘʥ Ăʧʣʘʥʠʨʘʥʝ,  ʢʦʥʪʨʦʣ 

ʠ ʧʦʜʦʙʨʷʚʘʥʝ ʥʘ ʢʘʯʝʩʪʚʦʪʦ (ɼʞʫʨʘʥ).   
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Figure 5 - Principles of an Integrated Quality System,  ʧʦ  Grace L. Duffy  

 

ʀʥʪʝʛʨʠʨʘʥʘʪʘ ʩʠʩʪʝʤʘ ʥʘ ʢʘʯʝʩʪʚʦʪʦ QMSs ʝ ʤʨʝʞʘ ʦʪ 

ʚʟʘʠʤʥʦʩʚʲʨʟʘʥʠ ʠʟʠʩʢʚʘʥʠʷ ʠ ʩʲʱʝʩʪʚʫʚʘ ʢʘʪʦ ʜʚʘ ʥʘʡ ï ʯʝʩʪʦ ʠʟʧʦʣʟʚʘʥʠ 

ʤʦʜʝʣʘ -  ʅʘʮʠʦʥʘʣʥʘʪʘ ʧʨʦʛʨʘʤʘ ʟʘ ʢʨʠʪʝʨʠʠ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ɹʦʣʜʨʠʜʞ ʠ 

ʉʪʘʥʜʘʨʪʠʪʝ ʦʪ ʩʠʩʪʝʤʘʪʘ ʟʘ ʫʧʨʘʚʣʝʥʠʝ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʬʘʤʠʣʠʷʪʘ 

ISO 9000 2000. ʄʦʜʝʣʠʪʝ ʧʨʝʜʩʪʘʚʷʪ ʩʪʨʫʢʪʫʨʘʪʘ ʥʘ QMSs ʠ ʜʝʬʠʥʠʨʘʪ 

ʢʘʯʝʩʪʚʦʪʦ ʧʦ ʥʘʯʠʥʘ, ʧʦ ʢʦʡʪʦ ʪʦ ʩʝ ʧʨʘʢʪʠʢʫʚʘ ʜʥʝʩ. 

 

3.2.2. ʂʦʥʮʝʧʮʠʷʪʘ ĂTQMò  

ʀʜʝʷʪʘ ʥʘ TQM ʝ ʚ ʥʝʧʨʝʢʲʩʥʘʪʦ ʫʩʲʚʲʨʰʝʥʩʪʚʘʥʝ ʠ ʧʦʩʪʠʛʘʥʝ ʥʘ 

ʢʘʯʝʩʪʚʦ ʥʘ ʧʨʦʜʫʢʪʘ/ʫʩʣʫʛʘʪʘ, ʥʘ ʨʘʙʦʪʘʪʘ ʥʘ ʧʝʨʩʦʥʘʣʘ ʠ ʥʘ  

ʦʨʛʘʥʠʟʘʮʠʷʪʘ. ʩ ʢʦʝʪʦ ʩʲʱʥʦʩʪʪʘ ʥʘ TQM ʧʦʢʨʠʚʘ ʪʨʠʪʝ ʦʩʥʦʚʥʠ 

ʧʨʠʥʮʠʧʘ ʥʘ ʠʥʪʝʛʨʠʨʘʥʘʪʘ ʩʠʩʪʝʤʘ ʥʘ ʢʘʯʝʩʪʚʦʪʦ (QMSs). 

ʇʨʦʮʝʩʲʪ ʥʘ ʧʦʩʪʦʷʥʥʦ ʫʩʲʚʲʨʰʝʥʩʪʚʘʥʝ ʩʝ ʧʦʩʪʠʛʘ ʧʦʩʨʝʜʩʪʚʦʤ ʜʚʘ 

ʧʦʩʣʝʜʦʚʘʪʝʣʥʦ ï ʩʚʲʨʟʘʥʠ ʚ ʧʨʠʯʠʥʥʦ - ʩʣʝʜʩʪʚʝʥʘ ʚʨʲʟʢʘ ʤʝʭʘʥʠʟʤʘ: 

Ăʆʩʠʛʫʨʷʚʘʥʝ ʥʘ ʢʘʯʝʩʪʚʦʪʦò Quality assurance (QA) ʠ Ăʇʦʜʦʙʨʷʚʘʥʝ ʥʘ 

ʢʘʯʝʩʪʚʦʪʦò Quality improvements (QI) [127].  

QA ʧʦʜʜʲʨʞʘ ʥʝʦʙʭʦʜʠʤʦʪʦ ʥʠʚʦ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʠ ʜʘʚʘ ʛʘʨʘʥʮʠʷ ʥʘ 

ʧʦʪʨʝʙʠʪʝʣʠʪʝ ʟʘ ʥʠʚʦʪʦ, ʟʘ ʜʘ ʧʦʣʫʯʘʪ ʫʚʝʨʝʥʥʦʩʪ ʚ ʜʘʜʝʥʠʷ ʧʨʦʜʫʢʪ. ʇʨʠ 

QI - ʥʠʚʦʪʦ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʩʝ ʧʦʚʠʰʘʚʘ, ʢʦʝʪʦ ʚʦʜʠ ʜʦ ʧʦʚʠʰʘʚʘʥʝ ʥʘ 

ʨʘʚʥʠʱʝʪʦ ʥʘ ʛʘʨʘʥʮʠʷʪʘ ʠ ʜʦʚʝʨʠʝʪʦ. ʆʩʠʛʫʨʷʚʘʥʝʪʦ ʩʝ ʩʚʲʨʟʚʘ ʩ ʜʦʚʝʨʠʝ, 

ʫʚʝʨʝʥʦʩʪ ʚ ʫʩʣʦʚʠʷʪʘ ʠ ʜʝʡʥʦʩʪʠʪʝ, ʢʦʠʪʦ ʛʠ ʩʲʟʜʘʚʘʪ. ɸʤʝʨʠʢʘʥʩʢʘʪʘ 

ʘʩʦʮʠʘʮʠʷ ʧʦ ʢʘʯʝʩʪʚʦʪʦ ʜʝʬʠʥʠʨʘ QA ʢʘʪʦ çʧʣʘʥʠʨʘʥʠ, ʩʠʩʪʝʤʥʠ ʜʝʡʥʦʩʪʠ, 

ʧʨʠʣʘʛʘʥʠ ʚ ʩʠʩʪʝʤʠʪʝ ʟʘ ʢʘʯʝʩʪʚʦ ʪʘʢʘ, ʯʝ ʠʟʠʩʢʚʘʥʠʷʪʘ ʟʘ ʢʘʯʝʩʪʚʦ ʜʘ 

ʙʲʜʘʪ ʠʟʧʲʣʥʝʥʠè [184]. 
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ʂ. ʀʰʠʢʘʚʘ ʜʝʬʠʥʠʨʘ ʧʨʦʮʝʩʘ ʥʘ ʦʩʠʛʫʨʷʚʘʥʝ ʥʘ ʢʘʯʝʩʪʚʦʪʦ (QA) 

ʢʘʪʦ ʪʘʢʦʚʘ ʢʘʯʝʩʪʚʦ ʥʘ ʧʨʦʜʫʢʪʘ/ʫʩʣʫʛʘʪʘ, ʯʝ ʪʝ ʜʘ ʙʲʜʘʪ çʢʫʧʫʚʘʥʠè ʦʪ 

ʧʦʪʨʝʙʠʪʝʣʠʪʝ ʩ ʫʚʝʨʝʥʥʦʩʪ ʠ ʜʘ ʙʲʜʘʪ ʠʟʧʦʣʟʚʘʥʠ ʜʲʣʛʦ ʚʨʝʤʝ ʩ 

ʫʚʝʨʝʥʥʦʩʪ ʠ ʟʘʜʦʚʦʣʩʪʚʦ, ʠ ʧʦʩʦʯʚʘ ʧʝʪ ʛʨʘʜʠʚʥʠ ʝʣʝʤʝʥʪʘ ʥʘ QA: 

ʫʚʝʨʝʥʥʦʩʪ, ʫʜʦʚʣʝʪʚʦʨʷʚʘʥʝ ʥʘ ʧʦʪʨʝʙʠʪʝʣʷ, ʦʯʘʢʚʘʥʝ ʟʘ ʜʲʣʛʦʪʨʘʡʥʦʩʪ ʥʘ 

ʧʨʦʜʫʢʪʘ, ʧʦʣʠʪʠʢʘ ʥʘ ʚʠʩʰʝʪʦ ʨʲʢʦʚʦʜʩʪʚʦ ʠ ʫʯʘʩʪʠʝ ʥʘ ʚʩʠʯʢʠ. 

çʋʚʝʨʝʥʥʦʩʪʪʘè ʩʝ ʧʦʩʪʠʛʘ ʯʨʝʟ ʜʦʚʝʨʠʝ ʚ ʧʨʦʜʫʢʪʘ/ʫʩʣʫʛʘʪʘ ʠ ʚ 

ʦʨʛʘʥʠʟʘʮʠʷʪʘ, ʢʦʷʪʦ ʛʠ ʧʨʦʠʟʚʝʞʜʘ. çʋʜʦʚʣʝʪʚʦʨʷʚʘʥʝ ʥʘ ʧʦʪʨʝʙʠʪʝʣʷè, ʩʝ 

ʠʟʨʘʟʷʚʘ ʚ ʥʘʣʠʯʠʝ ʥʘ ʩʲʱʠʥʩʢʠʪʝ ʧʦʢʘʟʘʪʝʣʠ ʟʘ ʢʘʯʝʩʪʚʦ, ʢʦʝʪʦ ʀʰʠʢʘʚʘ 

ʩʨʘʚʥʷʚʘ ʩ ʜʦʛʦʚʦʨ çʧʨʦʠʟʚʦʜʠʪʝʣ ï ʧʦʪʨʝʙʠʪʝʣè [48].  

ʅʘ ʧʨʘʢʪʠʢʘ QA ʩʝ ʦʩʲʱʝʩʪʚʷʚʘ ʯʨʝʟ ʜʚʘ ʦʩʥʦʚʥʠ ʧʨʠʥʮʠʧʘ. 

ʆʪʛʦʚʦʨʥʦʩʪʪʘ ʟʘ ʦʩʠʛʫʨʷʚʘʥʝ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʝ ʥʘ ʧʨʦʠʟʚʦʜʠʪʝʣʷ. ʇʨʠ 

ʧʨʦʠʟʚʦʜʩʪʚʦ ʥʘ ʧʨʦʜʫʢʪ/ʫʩʣʫʛʘ ʩʲʩ ʩʲʚʤʝʩʪʥʠ ʫʩʠʣʠʷ, ʦʪʛʦʚʦʨʥʦʩʪʪʘ ʝ 

ʩʲʚʤʝʩʪʥʘ ï ʥʘ ʧʨʦʠʚʦʜʠʪʝʣʷ ʠ ʜʦʩʪʘʚʯʠʢʘ. 

ʉʧʦʨʝʜ ʊʝʦʨʠʷʪʘ ʥʘ ʦʙʝʟʧʝʯʝʥʠʝ ʥʘ ʛʘʨʘʥʮʠʷʪʘ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʥʘ 

ʤʝʜʠʮʠʥʩʢʪʘ ʧʦʤʦʱ, ʦʩʠʛʫʨʷʚʘʥʝʪʦ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʚ ʤʝʜʠʮʠʥʩʢʘʪʘ ʧʦʤʦʱ 

ʩʲʜʲʨʞʘ ʜʚʘ ʝʣʝʤʝʥʪʘ ï ʨʘʟʭʦʜʠ ʠ ʬʦʨʤʘ ʥʘ ʦʨʛʘʥʠʟʘʮʠʷʪʘ ʥʘ ʣʝʯʝʙʥʠʷ 

ʧʨʦʮʝʩ. (A. Donabedian) [91]. 

 

3.3. ʇʦʜʭʦʜʠ ʟʘ ʦʮʝʥʢʘ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʚ ʢʦʥʪʝʢʩʪʘ ʥʘ QMSs 

ɺ ʢʦʥʪʝʢʩʪʘ ʥʘ ʢʦʥʮʝʧʮʠʷʪʘ TQM, ʢʘʯʝʩʪʚʦʪʦ ʩʝ ʦʮʝʥʷʚʘ ʧʦ ʪʨʠʪʝ 

ʧʨʦʤʝʥʣʠʚʠ ï ʧʨʦʜʫʢʪ, ʦʨʛʘʥʠʟʮʠʷ ʠ ʧʝʨʩʦʥʘʣ, ʯʨʝʟ ʩʲʦʪʚʝʪʥʠʪʝ ʠʤ 

ʧʦʢʘʟʘʪʝʣʠ ï ʫʜʦʚʣʝʪʚʦʨʝʥʦʩʪ ʥʘ ʧʦʪʨʝʙʠʪʝʣʠʪʝ, ʧʦʜʦʙʨʷʚʘʥʝ ʥʘ 

ʬʠʥʘʥʩʦʚʠʪʝ ʧʦʢʘʟʘʪʝʣʠ ʠ ʟʘʜʦʚʦʣʩʪʚʦ ʥʘ ʧʝʨʩʦʥʘʣʘ ʦʪ ʨʘʙʦʪʘʪʘ.  

3.3.1. ʌʦʢʫʩ ʚʲʨʭʫ ʧʦʪʨʝʙʠʪʝʣʷ 

ʂʘʪʦ ʙʠʟʥʝʩ ʪʝʨʤʠʥ ʧʦʥʷʪʠʝʪʦ Ăʋʜʦʚʣʝʪʚʦʨʷʚʘʥʝ ʥʘ ʧʦʪʨʝʙʥʦʩʪʠʪʝò, 

ʠʤʘ ʯʝʪʠʨʠ ʟʥʘʯʝʥʠʷ: (1) ʢʘʪʦ ʤʷʨʢʘ ʟʘ ʪʦʚʘ ʢʘʢ ʧʨʦʜʫʢʪʠʪʝ ʠʣʠ ʫʩʣʫʛʠʪʝ 

ʜʦʩʪʘʚʝʥʠ ʦʪ ʧʨʦʠʟʚʦʜʠʪʝʣʠʪʝ ʧʦʩʨʝʱʘʪ ʠʣʠ ʥʘʜʚʠʰʘʚʘʪ ʦʯʘʢʚʘʥʠʷʪʘ ʥʘ 

ʧʦʪʨʝʙʠʪʝʣʠʪʝ; (2) ʢʘʪʦ ʢʣʶʯʦʚ ʠʥʜʠʢʘʪʦʨ ʥʘ ʬʫʥʢʮʠʦʥʠʨʘʥʝʪʦ ʚ ʨʘʤʢʠʪʝ 

ʥʘ ʙʠʟʥʝʩʘ; (3) ʢʘʪʦ ʯʘʩʪ ʦʪ ʦʪ 4-ʪʝ ʛʣʝʜʥʠ ʪʦʯʢʠ ʥʘ Ăɹʘʣʘʥʩʝʜ ʉʢʦʨʢʘʨʜò 

ʠ (4) ʢʘʪʦ ʢʣʶʯʦʚ ʝʣʝʤʝʥʪ ʥʘ ʙʠʟʥʝʩʩʪʨʘʪʝʛʠʷ, ʚ ʩʤʠʩʲʣʘ ʥʘ ʦʩʥʦʚʝʥ 

ʠʥʜʠʢʘʪʦʨ ʚ ʢʦʥʢʫʨʠʨʘʥʝʪʦ ʤʝʞʜʫ ʩʫʙʝʢʪʠʪʝ ʥʘ ʧʘʟʘʨʘ. 

ʇʨʦʮʝʩʲʪ ʥʘ ʬʦʨʤʠʨʘʥʝ ʥʘ ʫʜʦʚʣʝʪʚʦʨʝʥʦʩʪ ʧʨʠ ʧʦʪʨʝʙʠʪʝʣʷ ʝ 

ʧʦʜʯʠʥʝʥ ʥʘ ʟʘʚʠʩʠʤʦʩʪʪʘ Ăʚʲʟʧʨʠʷʪʠʝ ʟʘ ʢʘʯʝʩʪʚʦ ï ʫʜʦʚʣʝʪʚʦʨʝʥʦʩʪò.  
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ʉʧʦʨʝʜ ʃʠ (Lee) ʫʜʦʚʣʝʪʚʦʨʝʥʠʝʪʦ ʦʪ ʜʘʜʝʥʘ ʫʩʣʫʛʘ ʝ ʨʝʟʫʣʪʘʪ ʦʪ 

ʚʲʟʧʨʠʷʪʠʝʪʦ ʟʘ ʢʘʯʝʩʪʚʦ. ʇʘʨʘʩʫʨʘʤʘʥ (Parasuraman) ʩʯʠʪʘ, ʯʝ 

ʚʲʟʧʨʠʷʪʠʝʪʦ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʩʝ ʥʘʪʨʫʧʚʘ ʚ ʨʝʟʫʣʪʘʪ ʥʘ ʤʥʦʛʦʢʨʘʪʥʠ ʢʦʥʪʘʢʪʠ 

ʤʝʞʜʫ ʧʦʪʨʝʙʠʪʝʣʷ ʠ ʜʦʩʪʘʚʯʠʢʘ ʥʘ ʫʩʣʫʛʘʪʘ, ʢʘʪʦ ʦʙʦʙʱʝʥʘ 

ʫʜʦʚʣʝʪʚʦʨʝʥʦʩʪ. ʃʝʚʘʥʝʩʢʫ ʠ ʄʘʢʜʘʫʛʘʣ (McDaugall, Levesque) ʜʦʩʪʠʛʘʪ 

ʜʦ ʠʟʚʦʜʘ, ʯʝ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʫʩʣʫʛʘʪʘ ʠ ʫʜʦʚʣʝʪʚʦʨʝʥʦʩʪʪʘ ʦʪ ʫʩʣʫʛʘʪʘ ʩʘ ʜʚʝ 

ʨʘʟʣʠʯʥʠ ʢʦʥʮʝʧʮʠʠ, ʤʝʞʜʫ ʢʦʠʪʦ ʩʲʱʝʩʪʚʫʚʘ ʧʨʠʯʠʥʥʦ ʩʣʝʜʩʪʚʝʥʘ ʚʨʲʟʢʘ, 

ʢʘʪʦ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʫʩʣʫʛʘʪʘ ʬʦʨʤʠʨʘ ʯʫʚʩʪʚʦʪʦ ʟʘ ʫʜʦʚʣʝʪʚʦʨʝʥʦʩʪ.  

ʉʲʜʲʨʞʘʥʠʝʪʦ ʥʘ ʟʘʚʠʩʠʤʦʩʪʪʘ Ăʚʲʟʧʨʠʷʪʠʝ ʟʘ ʢʘʯʝʩʪʚʦʥʘ ʫʩʣʫʛʘʪʘ ï 

ʫʜʦʚʣʝʪʚʦʨʝʥʦʩʪ ʦʪ ʫʩʣʫʛʘʪʘò ʩʝ ʦʙʝʩʥʷʚʘ ʯʨʝʟ ʂʦʥʮʝʧʮʠʷʪʘ ʥʘ ɻʨʴʦʥʨʦʦʩ 

(Grºnroos) ʟʘ ʩʲʱʥʦʩʪʪʘ ʥʘ ʫʩʣʫʛʘʪʘ ʩʲʛʣʘʩʥʦ,  ʢʦʷʪʦ ʩʲʱʘʪʘ ʝ ʩʲʩʪʘʚʝʥʘ ʦʪ 

ʜʚʝ ʢʘʯʝʩʪʚʘ: ʪʝʭʥʠʯʝʩʢʦ ʢʘʯʝʩʪʚʦ (ʢʣʶʯʦʚʘʪʘ ʠʟʛʦʜʘ ʟʘ ʧʦʪʨʝʙʠʪʝʣʷ ʠʣʠ 

ʢʘʢʚʦ ʧʦʣʫʯʘʚʘʪ ʧʦʪʨʝʙʠʪʝʣʠʪʝ ʠʣʠ ʪʝʭʥʠʯʝʩʢʠʷʪ ʨʝʟʫʣʪʘʪ ʦʪ ʧʨʦʮʝʩʘ) ʠ 

ʬʫʥʢʮʠʦʥʘʣʥʦ ʢʘʯʝʩʪʚʦ (ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʧʨʦʮʝʩʘ ʠʣʠ ʢʘʢ ʧʦʪʨʝʙʠʪʝʣʠʪʝ 

ʧʦʣʫʯʘʚʘʪ ʪʝʭʥʠʯʝʩʢʠʷ ʨʝʟʫʣʪʘʪ, ʥʘʨʝʯʝʥʦ ʦʪ ɻʨʴʦʥʨʦʦʩ Ăʠʟʨʘʟ ʥʘ 

ʧʨʝʜʩʪʘʚʷʥʝʪʦ ʥʘ ʫʩʣʫʛʘʪʘò).  

ʂʘʪʦ ʜʦʧʫʩʢʘ, ʯʝ ʫʩʣʫʛʘʪʘ ʩʝ ʜʦʩʪʘʚʷ ʥʘ ʟʘʜʦʚʦʣʠʪʝʣʥʦ ʪʝʭʥʠʯʝʩʢʦ 

ʥʠʚʦ, ʢʘʢʪʦ ʠ ʯʝ ʠʟʤʝʨʚʘʥʝʪʦ ʥʘ ʬʫʥʢʮʠʦʥʘʣʥʦʪʦ ʢʘʯʝʩʪʚʦ ʩʝ ʚʲʟʧʨʠʝʤʘ 

ʩʫʙʝʢʪʠʚʥʦ, ɻʨʴʦʥʨʦʦʩ ʚʥʫʰʘʚʘ ʠʜʝʷʪʘ, ʯʝ ʚ ʢʦʥʪʝʢʩʪʘ ʥʘ ʫʩʣʫʛʘʪʘ 

ʬʫʥʢʮʠʦʥʘʣʥʦʪʦ ʢʘʯʝʩʪʚʦ ʩʝ ʚʲʟʧʨʠʝʤʘ ʢʘʪʦ ʧʦ - ʚʘʞʥʦ ʦʪ ʪʝʭʥʠʯʝʩʢʦʪʦ 

(ʌʠʛ. 7) [151]. 

 

 

ʌʠʛʫʨʘ 7 ʂʦʥʮʝʧʮʠʷ ʥʘ ɻʨʴʦʥʨʦʦʩ ʟʘ ʩʲʱʥʦʩʪʪʘ ʥʘ ʫʩʣʫʛʘʪʘ, ʀʟʪʦʯʥʠʢ: 
Grºnroos (1984b, p. 40)  
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ʆʮʝʥʢʘʪʘ ʥʘ ʜʚʝʪʝ ʩʲʩʪʘʚʥʠ ʩʝ ʚʣʠʷʝ ʦʪ ʚʲʟʤʦʞʥʦʩʪʪʘ ʟʘ 

ʢʚʘʣʠʬʠʮʠʨʘʥʘ ʦʮʝʥʢʘ ʥʘ çʢʣʶʯʦʚʘʪʘè ʠʟʛʦʜʘ ʦʪ ʧʨʦʜʫʢʪʘ ʠ ʩʪʝʧʝʥʪʘ ʥʘ 

ʢʦʥʪʘʢʪʘ ʤʝʞʜʫ ʧʦʪʨʝʙʠʪʝʣʷ ʠ ʦʢʘʟʚʘʱʠʷ ʫʩʣʫʛʘʪʘ. ʉʣʘʙʘʪʘ ʚʲʟʤʦʞʥʦʩʪ ʟʘ 

ʦʮʝʥʢʘ ʠ ʚʠʩʦʢʘʪʘ ʢʦʥʪʘʢʪʥʦʩʪ ʘʢʮʝʥʪʫʠʨʘʪ ʚʲʨʭʫ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʧʨʦʮʝʩʘ. ʇʦ 

ʘʥʘʣʦʛʠʷ, ʢʲʜʝʪʦ ʟʜʨʘʚʥʘʪʘ ʫʩʣʫʛʘ ʝ ʚʠʩʦʢʦʩʧʝʮʠʘʣʠʟʠʨʘʥʘ, 

ʠʥʬʦʨʤʘʮʠʷʪʘ ʥʘ ʧʘʮʠʝʥʪʘ ʝ ʥʠʩʢʘ, ʪʝʞʝʩʪʘ ʥʘ ʦʮʝʥʢʘʪʘ ʙʠ ʪʨʷʙʚʘʣʦ 

ʜʘ ʩʝ ʠʟʤʝʩʪʠ ʚ ʧʦ ï ʛʦʣʷʤʘ ʩʪʝʧʝʥ ʢʲʤ ʬʫʢʮʠʦʥʘʣʥʦʪʦ ʢʘʯʝʩʪʚʦ. 

ʂʘʯʝʩʪʚʦʪʦ ʥʘ ʫʩʣʫʛʘʪʘ ʪʨʷʙʚʘ ʜʘ ʚʢʣʶʯʚʘ ʥʘʯʠʥʘ ʧʦ ʢʦʷʪʦ ʪʷ ʝ 

ʜʦʩʪʘʚʝʥʘ. 

ʃʝʚʘʥʝʩʢʫ ʠ ʄʘʢʜʘʫʛʘʣ ʦʧʨʝʜʝʣʷʪ ʠ ʪʨʝʪʠ ʬʘʢʪʦʨ ï ʬʘʢʪʦʨ ʥʘ 

ʚʲʟʧʨʠʝʤʘʥʘʪʘ ʮʝʥʥʦʩʪ ʥʘ ʫʩʣʫʛʘʪʘ (ʜʦʢʦʣʢʦ ʨʘʟʭʦʜʠʪʝ ʩʲʦʪʚʝʪʩʪʚʘʪ ʥʘ 

ʧʦʣʫʯʝʥʠʷ ʨʝʟʫʣʪʘʪ, ʘ ʌʦʨʥʠʝ ʠ ʄʠʢ (Fournier, Mick), ʦʧʨʝʜʝʣʷʪ ʩʦʮʠʘʣʝʥ 

ʬʘʢʪʦʨ. ʂʘʪʦ ʩʣʝʜʩʪʚʠʝ ʥʘ ʩʪʨʫʢʪʫʨʘʪʘ ʥʘ ʩʲʱʥʦʩʪʪʘ ʥʘ ʫʩʣʫʛʘʪʘ, 

ʫʜʦʚʣʝʪʚʦʨʝʥʦʩʪʪʘ ʥʘ ʧʦʪʨʝʙʠʪʝʣʷ ʩʝ ʧʨʝʜʩʪʘʚʷ ʦʪ ʪʨʠ ʯʘʩʪʠ - ʢʘʯʝʩʪʚʦ 

ʥʘ ʢʣʶʯʦʚʠʪʝ ʠʟʛʦʜʠ, ʢʘʯʝʩʪʚʦ ʥʘ ʧʨʦʮʝʩʘ ʥʘ ʦʢʘʟʘʥʘʪʘ ʫʩʣʫʛʘ ʠ ʚʲʟʧʨʠʷʪʠʝ 

ʟʘ ʮʝʥʥʦʩʪʪʘ ʥʘ ʫʩʣʫʛʘʪʘ, ʢʦʠʪʦ ʩʝ ʬʦʨʤʠʨʘʪ ʧʦʜ ʚʣʠʷʥʠʝ ʥʘ ʣʠʯʥʠ, 

ʩʦʮʠʘʣʥʠ ʠ ʩʠʪʫʘʮʠʦʥʥʠ ʬʘʢʪʦʨʠ. ʆʮʝʥʷʚʘʪ ʩʝ ʪʝʟʠ ʪʨʠ ʩʲʩʪʘʚʥʠ ʯʘʩʪʠ [66].  

Berry and Brodeur (1990ʛ. ï 1998ʛ.) - ʦʧʨʝʜʝʣʷʪ Ăɼʝʩʝʪ ʮʝʥʥʦʩʪʠ ʥʘ 

ʢʘʯʝʩʪʚʦʪʦò (Ten Quality Value), ʢʦʠʪʦ ʧʦʚʣʠʷʚʘʪ ʧʦʚʝʜʝʥʠʝʪʦ ʥʘ 

ʫʜʦʚʣʝʪʚʦʨʷʚʘʥʝ ʥʘ ʧʦʪʨʝʙʠʪʝʣʠʪʝ. Berry (2002ʛ.) ʨʘʟʰʠʨʷʚʘ ʠʜʝʷʪʘ, 

ʧʦʟʥʘʪʘ ʢʘʪʦ Ăɼʝʩʝʪ ʦʙʣʘʩʪʠ ʥʘ ʫʜʦʚʣʝʪʚʦʨʷʚʘʥʝʪʦò (Ten domains of 

satisfaction). Zeithaml et al. (1990) ʦʧʠʩʚʘ ʜʝʩʝʪ ʢʣʶʯʦʚʠ ʢʘʪʝʛʦʨʠʠ, ʥʘʨʝʯʝʥʠ 

ʜʝʪʝʨʤʠʥʘʥʪʠ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʫʩʣʫʛʘʪʘ ñService Quality Determinantsò. 

Parasuraman, Zeithaml ʠ Berry ʧʨʝʜʣʘʛʘʪ ʧʝʪ ʠʟʤʝʨʝʥʠʷ ʚ ʄʦʜʝʣʘ ʥʘ 

Ăʠʜʝʘʣʥʘʪʘò ʫʩʣʫʛʘ SERVQUAL - ʬʠʟʠʯʝʩʢʦ ʩʲʩʪʦʷʥʠʝ, ʥʘʜʝʞʜʥʦʩʪ, 

ʦʪʟʠʚʯʠʚʦʩʪ, ʫʚʝʨʝʥʥʦʩʪ, ʝʤʧʘʪʠʷ. ʌʠʟʠʯʝʩʢʦʪʦ ʩʲʩʪʦʷʥʠʝ (tangibles) 

ʚʢʣʶʯʚʘ ʚʩʠʯʢʦ ʤʘʪʝʨʠʘʣʥʦ ʠ ʦʩʝʟʘʝʤʦ ʟʘ ʧʦʪʨʝʙʠʪʝʣʷ ʥʘ 

ʧʨʦʜʫʢʪʘ/ʫʩʣʫʛʘʪʘ. ʅʘʜʝʞʜʥʦʩʪʪʘ (reliability) ʝ ʩʧʦʩʦʙʥʦʩʪʪʘ ʥʘ 

ʦʨʛʘʥʠʟʘʮʠʷʪʘ ʜʘ ʦʩʲʱʝʩʪʷʚʚʘ ʪʦʚʘ, ʢʦʝʪʦ ʝ ʙʠʣʦ ʦʙʝʱʘʥʦ ʥʘ ʧʦʪʨʝʙʠʪʝʣʷ 

ʪʦʯʥʦ ʠ ʚ ʩʨʦʢ. ʆʪʟʠʚʯʠʚʦʩʪʪʘ (responsiveness) ʝ ʨʝʘʢʮʠʷʪʘ ʥʘ 

ʦʨʛʘʥʠʟʘʮʠʷʪʘ ʩʧʨʷʤʦ ʞʝʣʘʥʠʷʪʘ ʥʘ ʧʦʪʨʝʙʠʪʝʣʷ. ʋʚʝʨʝʥʥʦʩʪʪʘ 

(assurance) ʩʝ ʚʲʟʧʨʠʝʤʘ ʦʪ ʧʦʪʨʝʙʠʪʝʣʷ ʢʘʪʦ ʢʦʤʧʝʪʝʥʪʥʦʩʪ ʦʪ ʩʪʨʘʥʘ ʥʘ 

ʪʦʟʠ, ʢʦʡʪʦ ʠʟʚʲʨʰʚʘ ʫʩʣʫʛʘʪʘ. ɽʤʧʘʪʠʷ (empathy) - ʩʪʨʝʤʝʞʲʪ ʜʘ ʙʲʜʘʪ 
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ʨʘʟʙʨʘʥʠ ʧʦʪʨʝʙʥʦʩʪʠʪʝ ʥʘ ʚʩʝʢʠ ʝʜʠʥ ʢʦʥʢʨʝʪʝʥ ʧʦʪʨʝʙʠʪʝʣ ʠ ʛʦʪʦʚʥʦʩʪʪʘ 

ʜʘ ʙʲʜʝ ʧʨʝʜʦʩʪʘʚʝʥʘ ʠʥʜʠʚʠʜʫʘʣʥʘ ʫʩʣʫʛʘ [36].  

ʂʦʥʮʝʧʮʠʷʪʘ ʟʘ ʟʘʚʠʩʠʤʦʩʪʪʘ Ăʚʲʟʧʨʠʷʪʠʝ ʟʘ ʢʘʯʝʩʪʚʦ ï 

ʫʜʦʚʣʝʪʚʦʨʝʥʦʩʪò, ʝ ʦʩʥʦʚʦʧʦʣʘʛʘʱʘ ʚ ʤʦʜʝʣʘ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ñʄʦʜʝʣ Gapò 

(Parasuraman, Zeithaml and Berry, 1985ʛ. ï 1988ʛ.), ʢʦʡʪʦ ʧʨʝʜʩʪʘʚʷ 

ʩʪʨʫʢʪʫʨʘʪʘ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʫʩʣʫʛʘʪʘ (ʬʠʛ.8). 

 

 

 

ʌʠʛʫʨʘ 8 ʄʦʜʝʣ Gap, ʀʟʪʦʯʥʠʢ: ʇʨʝʜʚʦʜʠʪʝʣʝʚʘ, ʄ.,ɼ., ɹʘʣʘʝʚʘ, ʆ., ʍ., [89]  

 

ʎʝʥʪʨʘʣʥʠʷʪ ʝʣʝʤʝʥʪ ʚ ʤʦʜʝʣʘ ʩʘ ʦʯʘʢʚʘʥʠʷʪʘ ʥʘ ʧʦʪʨʝʙʠʪʝʣʷ ʟʘ 

ʦʪʥʦʩʠʪʝʣʥʦʪʦ ʢʘʯʝʩʪʚʦ ʥʘ ʫʩʣʫʛʘʪʘ (expected sʝrvice) ʠ ʚʲʟʧʨʠʷʪʠʝʪʦ ʥʘ 

ʧʦʪʨʝʙʠʪʝʣʷ ʟʘ ʢʘʯʝʩʪʦʚʦʪʦ ʥʘ ʧʨʝʜʦʩʪʘʚʝʥʘʪʘ ʫʩʣʫʛʘ (perceived service). 

ʆʯʘʢʚʘʥʘʪʘ ʫʩʣʫʛʘ ʝ ʩʫʙʝʢʪʠʚʘʥʘʪʘ ʧʨʝʜʩʪʘʚʘ ʥʘ ʧʦʪʨʝʙʠʪʝʣʷ ʟʘ ʥʠʚʦʪʦ ʥʘ 

ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʫʩʣʫʛʘʪʘ, ʢʦʝʪʦ ʙʠ ʪʨʷʙʚʘʣʦ ʜʘ ʤʫ ʙʲʜʝ ʧʨʝʜʦʩʪʘʚʝʥʦ. 

ʉʪʨʫʢʪʫʨʘʪʘ ʥʘ ʝxpected sʝrvice ʚʢʣʶʯʚʘ: ʞʝʣʘʥʘ ʫʩʣʫʛʘ ñdesired serviceò - 

ʥʠʚʦʪʦ ʥʘ ʦʙʩʣʫʞʚʘʥʝ, ʢʦʝʪʦ ʧʦʪʨʝʙʠʪʝʣʷʪ ʩʝ ʥʘʜʷʚʘ ʜʘ ʧʦʣʫʯʠ, ñadequate 

serviceò - ʤʠʥʠʤʘʣʥʦ ʥʝʦʙʭʦʜʠʤʦʪʦ ʥʠʚʦ ʥʘ ʦʯʘʢʚʘʥʘʪʘ ʫʩʣʫʛʘ, 

ʦʙʝʟʧʝʯʘʚʘʱʦ ʫʜʦʚʣʝʪʚʦʨʷʚʘʥʝ ʥʘ ʧʦʪʨʝʙʠʪʝʣʷ ʠ ʟʦʥʘ ʥʘ ʪʦʣʝʨʘʥʩʘ Ăzone of 

toleranceò- ʩʪʝʧʝʥʪʘ, ʜʦ ʢʦʷʪʦ ʧʦʪʨʝʙʠʪʝʣʠʪʝ ʩʘ ʛʦʪʦʚʠ ʜʘ ʧʨʠʝʤʘʪ 

ʚʘʨʠʘʮʠʠʪʝ ʚ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʧʨʝʜʦʩʪʘʚʝʥʘʪʘ ʫʩʣʫʛʘ. ʊʷʩʥʘʪʘ ʟʦʥʘ ʝ ʧʨʠʟʥʘʢ 

ʟʘ ʛʦʣʷʤ ʦʧʠʪ ʥʘ ʧʦʪʨʝʙʠʪʝʣʷ ʦʪ ʫʩʣʫʛʘʪʘ ʠ ʝ ʩ ʛʦʣʷʤʘ ʚʝʨʦʷʪʥʦʩʪ ʥʘ 

ʥʝʫʜʦʚʣʝʪʚʦʨʝʥʦʩʪ ʠʣʠ ʚʲʟʭʠʪʘ ʦʪ ʨʝʟʫʣʪʘʪʘ. ʆʙʨʘʪʥʦ, ʰʠʨʦʢʘʪʘ ʟʦʥʘ, ʝ 

ʧʨʠʟʥʘʢ ʟʘ ʤʘʣʲʢ ʦʧʠʪ ʥʘ ʧʦʪʨʙʠʪʝʣʷ ʦʪ ʫʩʣʫʛʘʪʘ, ʩʲʦʪʚʝʪʥʦ ʩ ʚʝʨʦʷʪʥʦʩʪ ʥʘ 

ʫʜʦʚʣʝʪʚʦʨʝʥʦʩʪ [136].  
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ɺʲʨʭʫ ʜʚʘʪʘ ʝʣʝʤʝʥʪʘ ʚ ʤʦʜʝʣʘ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʫʩʣʫʛʘʪʘ ʚʲʟʜʝʡʩʪʚʘʪ 

ʤʥʦʞʝʩʪʚʦ ʬʘʢʪʦʨʠ: ʦʪ ʩʪʨʘʥʘ ʧʦʪʨʝʙʠʪʝʣʷ ï ʧʨʝʜʠʰʥʠʷʪ ʦʧʠʪ, 

ʧʝʨʩʦʥʘʣʥʠʪʝ ʧʦʪʨʝʙʥʦʩʪʠ, ʢʦʤʫʥʠʢʘʮʠʷʪʘ ʤʝʞʜʫ ʧʦʪʨʝʙʠʪʝʣʠʪʝ ʠ ʩʘʤʦʪʦ 

ʚʲʟʧʨʠʷʪʠʝ ʥʘ ʧʦʪʨʝʙʠʪʝʣʷ ʟʘ ʫʩʣʫʛʘʪʘ, ʘ ʦʪ ʩʪʨʘʥʘ ʦʨʛʘʥʠʟʘʮʠʷʪʘ 

ʧʨʝʜʦʩʪʘʚʷʱʘ ʫʩʣʫʛʘʪʘ ï ʩʘʤʘʪʘ ʧʨʝʜʦʩʪʘʚʝʥʘ ʫʩʣʫʛʘ (ʬʠʛ. 9). ʄʦʜʝʣʲʪ 

ʧʨʝʜʩʪʘʚʷ ʦʩʥʦʚʠʪʝ ʟʘ ʠʟʤʝʨʚʘʥʝ ʥʘ ʧʦʪʨʝʙʠʪʝʣʩʢʦʪʦ ʫʜʦʚʣʝʪʚʦʨʷʚʘʥʝ, ʯʨʝʟ 

ʠʟʧʦʣʟʚʘʥʝ ʥʘ ʨʘʟʣʠʢʘʪʘ ʤʝʞʜʫ ʦʯʘʢʚʘʥʠʷʪʘ ʥʘ ʧʦʪʨʝʙʠʪʝʣʠʪʝ ʠ ʦʧʠʪʘ ʦʪ 

ʚʲʟʧʨʠʷʪʠʷʪʘ ʥʘ ʧʦʪʨʝʙʠʪʝʣʠʪʝ ʪ.ʥ. Ăsatisfaction gapò. 

 

 

 

ʌʠʛʫʨʘ 9 Gronroosô Perceived Service Quality Model, ʀʟʪʦʯʥʠʢ: 

http://www.degromoboy.com/cs/gronroos.htm, [137] 

ʆʮʝʥʢʘʪʘ ʥʘ ʫʜʦʚʣʝʪʚʦʨʝʥʦʩʪʪʘ ʥʘ ʧʦʪʨʝʙʠʪʝʣʷ ʦʪ ʫʩʣʫʛʘʪʘ ʩʝ 

ʦʛʨʘʥʠʯʘʚʘ ʜʦ ʦʮʝʥʢʘʪʘ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʫʩʣʫʛʘʪʘ, ʧʦʨʘʜʠ ʧʦ ï ʛʦʣʝʤʠʷ 

ʥʘʪʨʫʧʘʥ ʦʧʠʪ ʚ ʥʘʫʯʥʠʪʝ ʠʟʩʣʝʜʚʘʥʠʷ. ʊʦʚʘ ʦʧʨʝʜʝʣʷ ʧʦʩʦʢʘʪʘ ʥʘ ʚʩʠʯʢʠ 

ʤʝʪʦʜʠʢʠ. 

ʄʝʪʦʜʠʢʘʪʘ ʥʘ ʃʘʤʙʝʥ, ʢʦʷʪʦ ʩʝ ʩʯʠʪʘ ʟʘ ʫʩʧʝʰʝʥ ʤʝʪʦʜ, ʧʨʝʜʣʘʛʘ 

ʧʨʦʮʝʜʫʨʘ ʟʘ ʦʮʝʥʢʘ ʥʘ ʥʠʚʦʪʦ ʥʘ ʫʜʦʚʣʝʪʚʦʨʝʥʦʩʪ, ʩʲʩʪʦʷʱʘ ʩʝ ʦʪ ʪʨʠ 

ʝʪʘʧʘ: ʦʮʝʥʢʘ ʥʘ ʦʙʱʘʪʘ ʫʜʦʚʣʝʪʚʦʨʝʥʦʩʪ ʦʪ ʧʨʦʜʫʢʪʘ/ʫʩʣʫʛʘʪʘ, ʦʮʝʥʢʘ ʥʘ 

ʫʜʦʚʣʝʪʚʦʨʝʥʦʩʪʪʘ ʧʦ ʦʪʜʝʣʥʠʪʝ ʭʘʨʘʢʪʝʨʠʩʪʠʢʠ ʥʘ ʧʨʦʜʫʢʪʘ/ʫʩʣʫʛʘʪʘ ʠ 

ʪʷʭʥʘʪʘ ʚʘʞʥʦʩʪ, ʠ ʦʮʝʥʢʘ ʥʘ ʛʦʪʦʚʥʦʩʪʪʘ ʟʘ ʧʦʚʪʦʨʥʘ Ăʧʦʢʫʧʢʘò. 

ʄʝʪʦʜʠʢʘʪʘ ñSERVQUALò ʦʪ Parasuraman, Zeithaml ʠ Berry (1985ʛ.) ʝ 

ʥʘʡ ï ʠʟʚʝʩʪʥʠʷʪ ʠʥʩʪʨʫʤʝʥʪ ʟʘ ʠʟʤʝʨʚʘʥʝ ʥʘ ʬʫʥʢʮʠʦʥʘʣʥʦʪʦ ʢʘʯʝʩʪʚʦ ʥʘ 

ʫʩʣʫʛʘʪʘ, ʧʨʠʣʦʞʠʤ ʟʘ ʙʦʣʥʠʯʥʘʪʘ ʩʨʝʜʘ ʠ ʜʨʫʛʠʪʝ ʫʩʣʫʛʠ ʚ ʠʥʜʫʩʪʨʠʷʪʘ. 

http://www.degromoboy.com/cs/gronroos.htm
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SERVQUAL ʝ ʧʨʦʝʢʪʠʨʘʥʘ ʜʘ ʠʟʤʝʨʠ ʩʘʤʦ ʬʫʥʢʮʠʦʥʘʣʥʦʪʦ ʢʘʯʝʩʪʚʦ. ʅʦ 

ʬʫʥʢʮʠʦʥʘʣʥʦʪʦ ʢʘʯʝʩʪʚʦ ʥʝ ʤʦʞʝ ʜʘ ʙʲʜʝ ʧʦʜʜʲʨʞʘʥʦ ʙʝʟ ʪʦʯʥʠ ʜʠʘʛʥʦʟʠ ʠ 

ʧʨʦʮʝʜʫʨʠ, ʧʦʨʘʜʠ ʢʦʝʪʦ ʪʝʭʥʠʯʝʩʢʦʪʦ ʢʘʯʝʩʪʚʦ ʝ ʚʲʚ ʬʦʢʫʩʘ ʥʘ ʥʘʩʪʦʷʱʠʪʝ 

ʧʨʦʫʯʚʘʥʠʷ ʚ ʨʝʜʠʮʘ ʦʨʛʘʥʠʟʘʮʠʠ.  

3.3.2. ʇʦʜʦʙʨʷʚʘʥʝ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʧʨʦʮʝʩʠʪʝ ʠ ʠʟʤʝʨʚʘʥʝ ʥʘ 

ʧʨʝʜʩʪʘʚʷʥʝʪʦ ʥʘ ʧʨʦʮʝʩʠʪʝ 

ʇʨʦʮʝʩʠʪʝ ʩʘ ʬʫʥʜʘʤʝʥʪʘʣʥʠ ʙʣʦʢʦʚʝ ʥʘ ʚʩʷʢʘ ʦʨʛʘʥʠʟʘʮʠʷ. ɿʘ 

ʜʦʩʪʠʛʘʥʝ ʥʘ ʪʦʪʘʣʥʦ ʢʘʯʝʩʪʚʦ ʦʪ ʦʨʛʘʥʠʟʘʮʠʷʪʘ, ʝ ʥʝʦʙʭʦʜʠʤʦ ʜʘ ʙʲʜʘʪ 

ʨʘʟʙʨʘʥʠ ʠ ʦʩʲʟʥʘʪʠ ʜʚʘʪʘ ʘʩʧʝʢʪʘ ï ʩʲʱʥʦʩʪʪʘ ʥʘ ʧʨʦʮʝʩʘ ʠ ʩʲʱʥʦʩʪʪʘ ʥʘ 

ʧʦʜʦʙʨʝʥʠʝʪʦ ʥʘ ʧʨʦʮʝʩʘ.   

ʉʲʱʥʦʩʪʪʘ ʥʘ ʧʨʦʮʝʩʘ ʝ ʜʘ ʪʨʘʥʩʬʦʨʤʠʨʘ ʚʭʦʜʷʱʠʪʝ ʨʝʩʫʨʩʠ ʚ 

ʠʟʭʦʜʥʠ ʜʘʥʥʠ, ʢʘʪʦ ʜʦʙʘʚʷ ʩʪʦʡʥʦʩʪ. ʊʲʡ ʢʘʪʦ ʚʩʝʢʠ ʧʨʦʮʝʩ ʝ ʯʘʩʪ ʦʪ ʧʦ ï 

ʛʦʣʷʤ, ʪʦ ʤʘʣʢʠʪʝ ʩʝ ʨʘʟʛʣʝʞʜʘʪ ʢʘʪʦ ʤʨʝʞʠ ʦʪ ʚʟʘʠʤʦʜʝʡʩʪʚʘʱʠ ʩʠ 

ʧʨʦʮʝʩʠ. ʈʝʟʫʣʪʘʪʠʪʝ ʥʘ ʤʘʣʢʠʪʝ ʧʨʦʮʝʩʠ ʩʘ ʥʘʩʦʯʝʥʠ ʢʲʤ ʚʲʪʨʝʰʥʠʪʝ 

ʧʦʪʨʝʙʠʪʝʣʠ, ʘ ʨʝʟʫʣʪʘʪʲʪ ʦʪ ʮʷʣʦʩʪʥʠʷ ʧʨʦʮʝʩ ʥʘ ʦʨʛʘʥʠʟʘʮʠʷʪʘ ï ʢʲʤ 

ʚʲʥʰʥʠʪʝ ʧʦʪʨʝʙʠʪʝʣʠ. ʆʪ ʪʦʚʘ ʩʣʝʜʚʘ, ʯʝ ʧʦʩʪʠʛʘʥʝʪʦ ʥʘ ʪʦʪʘʣʥʦ 

ʢʘʯʝʩʪʚʦ ʝ ʨʘʚʥʦʟʥʘʯʥʦ ʥʘ ʫʩʪʦʡʯʠʚʦʩʪ ʥʘ ʧʦʩʨʝʱʥʘʪʠʪʝ ʠ ʥʘʜʤʠʥʘʪʠ 

ʥʫʞʜʠʪʝ ʠ ʦʯʘʢʚʘʥʠʷʪʘ ʥʘ ʚʩʝʢʠ ʚʲʪʨʝʰʝʥ ʠ ʚʲʥʰʝʥ ʧʦʪʨʝʙʠʪʝʣ. 

ʇʦʜ ʧʦʜʦʙʨʷʚʘʥʝ ʥʘ ʧʨʦʮʝʩʘ ʪʨʷʙʚʘ ʜʘ ʩʝ ʨʘʟʙʠʨʘ ʜʦʩʪʠʛʘʥʝ ʥʘ ʥʦʚʦ 

ʙʝʟʧʨʝʮʝʥʜʝʥʪʥʦ ʜʦʙʨʦ ʨʘʚʥʠʱʝ ʥʘ ʠʟʧʲʣʥʝʥʠʝ, ʢʦʝʪʦ ʚʦʜʠ ʜʦ ʧʦʚʠʰʘʚʘʥʝ 

ʥʘ ʢʘʯʝʩʪʚʦʪʦ (ʂʦʨʠʡʢʦʚ, 1998). 

ʌʠʣʦʩʦʬʠʷʪʘ, ʢʦʷʪʦ ʝ ʩʚʲʨʟʘʥʘ ʩ ʥʝʧʨʝʢʲʩʘʥʙʘʪʦʪʦ ʧʦʜʦʙʨʷʚʘʥʝ ʩʝ 

ʦʩʥʦʚʘʚʘ ʥʘ ʮʠʢʲʣʘ PDCA. ʀʜʝʷʪʘ ʝ, ʯʝ ʚʩʷʢʦ ʜʝʡʩʪʚʠʝ, ʯʠʠʪʦ ʨʝʟʫʣʪʘʪ ʝ 

ʧʨʦʜʫʢʪ ʠʣʠ ʫʩʣʫʛʘ ʤʦʞʝ ʜʘ ʩʝ ʨʘʟʛʣʝʞʜʘ ʢʘʪʦ ʧʨʦʮʝʩ, ʘ ʧʨʦʮʝʩʲʪ ʤʦʞʝ ʜʘ 

ʩʝ ʫʩʲʚʲʨʰʝʥʩʪʚʘ ʩʪʲʧʢʘ ʧʦ ʩʪʲʧʢʘ. ʋʩʲʚʲʨʰʝʥʩʪʚʘʥʝʪʦ ʥʘ ʧʨʦʮʝʩʘ ʝ 

ʩʚʲʨʟʘʥʦ ʩ ʠʟʧʦʣʟʚʘʥʝ ʥʘ ʩʪʘʪʠʩʪʠʯʝʩʢʠ ʩʠʛʥʘʣʠ, ʯʨʝʟ ʢʦʠʪʦ ʩʝ ʠʟʚʲʨʰʚʘ 

ʦʮʝʥʢʘ ʥʘ ʛʦʣʝʤʠʥʠʪʝ ʥʘ ʩʣʫʯʘʡʥʠʪʝ ʠ ʩʠʩʪʝʤʘʪʠʯʥʠ ʦʪʢʣʦʥʝʥʠʷ ʥʘ 

ʧʨʦʮʝʩʠʪʝ ʠ ʦʪʢʨʠʚʘʥʝ ʠ ʢʦʨʠʛʠʨʘʥʝ ʠʣʠ ʝʣʠʤʠʥʠʨʘʥʝ ʥʘ ʧʦʨʘʞʜʘʱʠʪʝ ʛʠ 

ʧʨʠʯʠʥʠ. ʇʨʠ ʚʩʷʢʦ ʩʣʝʜʚʘʱʦ ʧʦʚʪʘʨʷʥʝ ʥʘ ʧʨʦʮʝʜʫʨʘʪʘ ʩʝ ʧʦʩʪʠʛʘ ʧʦ ï 

ʜʦʙʨʦ ʨʘʟʙʠʨʘʥʝ ʟʘ ʥʘʩʪʨʦʡʢʘʪʘ (ʝʪʘʣʦʥʥʘʪʘ ʩʪʦʡʥʦʩʪ) ʥʘ ʧʨʦʮʝʩʘ ʠ ʧʦ ï 

ʤʘʣʢʘ ʜʠʩʧʝʨʩʠʷ ʥʘ ʧʨʦʮʝʩʘ. ʀʩʪʠʥʩʢʠʷʪ ʧʨʦʮʝʩ ʥʘ ʧʦʜʦʙʨʷʚʘʥʝ ʥʘ 

ʢʘʯʝʩʪʚʦʪʦ ʟʘʧʦʯʚʘ ʦʪ ʤʦʤʝʥʪʘ, ʧʨʠ ʢʦʡʪʦ ʩʝ ʜʦʩʪʠʛʘ ʥʦʚʦ ʧʦ ï ʥʠʩʢʦ 

ʨʘʚʥʠʱʝ ʥʘ ʜʝʬʝʢʪʥʦʩʪ ʠʣʠ ʟʥʘʯʠʪʝʣʥʦ ʧʦ ï ʤʘʣʢʘ ʜʠʩʧʝʨʩʠʷ ʥʘ ʧʨʦʮʝʩʘ 

[56]. 
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ʄʘʩʘʢʠ ʀʤʘʠ ʧʨʝʜʣʘʛʘ ʜʚʘ ʚʟʘʠʤʥʦʜʦʧʲʣʚʘʱʠ ʩʝ ʮʠʢʲʣʘ ï ʟʘ 

ʫʩʲʚʲʨʰʝʥʩʪʚʘʥʝ - PDCA (Plan, Do, Check, Act) ʠ ʟʘ ʩʪʘʥʜʘʨʪʠʟʘʮʠʷ ï SDCA 

(Study, Do, Check, Act). ʅʝ ʝ ʥʝʚʲʟʤʦʞʥʦ ʜʘ ʩʝ ʟʘʧʦʯʥʝ ʨʘʙʦʪʘ ʧʦ ʮʠʢʲʣʘ 

PDCA ʘʢʦ ʧʨʦʮʝʩʲʪ ʥʝ ʝ ʩʪʘʙʠʣʠʟʠʨʘʥ ʚ ʨʝʟʫʣʪʘʪ ʥʘ ʧʨʠʣʘʛʘʥʝ ʥʘ ʮʠʢʲʣʘ 

SDCA.  

ʀʜʝʷʪʘ ʥʘ ʄ. ʀʤʘʠ ʝ ʩʚʲʨʟʚʘʱʦ ʟʚʝʥʦ ʤʝʞʜʫ ʂʦʥʮʝʧʮʠʷʪʘ Ăʎʠʢʲʣ 

ʥʘ ʐʫʭʘʨʪ ï ɼʝʤʠʥʛò ʠ ʂʦʥʮʝʧʮʠʷʪʘ Ăʂʘʡʜʟʝʥò. ʂʘʡʜʟʝʥ ï ʤʝʥʠʜʞʤʲʥʪʲʪ 

ʚʢʣʶʯʚʘ ʜʚʝ ʧʦʩʣʝʜʦʚʘʪʝʣʥʠ ʬʫʥʢʮʠʠ: ʩʪʘʙʠʣʠʟʠʨʘʥʝ ʥʘ ʪʝʢʫʱʠʪʝ ʧʨʦʮʝʩʠ - 

SDCA ʠ ʫʩʲʚʲʨʰʝʥʘʩʪʚʘʥʝ ʥʘ ʪʝʢʫʱʠʪʝ ʧʨʦʮʝʩʠ - PDCA. ʉ ʬʫʥʢʮʠʷʪʘ 

Ăʉʪʘʙʠʣʠʟʠʨʘʥʝò ʩʝ ʦʟʥʘʯʘʚʘʪ ʜʝʡʥʦʩʪʠʪʝ ʧʦ ʦʩʠʛʫʨʷʚʘʥʝ ʠ ʧʦʜʜʲʨʞʘʥʝ ʥʘ 

ʪʝʭʥʠʯʝʩʢʠʪʝ, ʦʧʝʨʘʮʠʦʥʥʠʪʝ ʠ ʦʨʛʘʥʠʟʘʮʠʦʥʥʠʪʝ ʩʪʘʥʜʘʨʪʠ ʠ ʩʲʦʪʚʝʪʩʪʚʘ 

ʥʘ ʮʠʢʲʣʘ SDCA. ʉ ʬʫʥʢʮʠʷʪʘ Ăʋʩʲʚʲʨʰʝʥʩʪʚʘʥʝò ʩʝ ʧʦʜʦʙʨʷʚʘʪ 

ʩʪʘʥʜʘʨʪʠʪʝ ʠ ʩʲʦʪʚʝʪʩʪʚʘ ʥʘ ʮʠʢʲʣʘ PDCA.ʇʲʨʚʦ ʩʝ ʚʥʝʜʨʷʚʘ ʮʠʢʲʣʲʪ 

PDCA ʢʘʪʦ ʤʝʭʘʥʠʟʲʤ, ʢʦʡʪʦ ʦʩʠʛʫʨʷʚʘ ʥʝʧʨʝʢʲʩʥʘʪʦʩʪ ʟʘ ʧʦʜʜʲʨʞʘʥʝ ʠ 

ʫʩʲʚʲʨʰʝʥʘʩʪʚʘʥʝ ʥʘ ʩʪʘʥʜʘʨʪʠʪʝ. ʀʟʚʲʨʰʝʥʠʪʝ ʧʦʜʦʙʨʝʥʠʷ ʩʝ 

ʩʪʘʥʜʘʨʪʠʟʠʨʘʪ ʯʨʝʟ ʮʠʢʲʣʘ SDCA, ʧʨʦʮʝʩʲʪ ʩʝ ʩʪʘʙʠʣʠʟʠʨʘ ʠʣʠ ʩʝ ʪʲʨʩʷʪ 

ʥʦʚʠ ʮʝʣʠ ʟʘ ʧʦʜʦʙʨʝʥʠʷ. ʊʘʢʘ ʮʠʢʲʣʲʪ PDCA ʩʝ ʚʲʟʦʙʥʦʚʷʚʘ [187]. 

 

3.3.3. ʊʦʪʘʣʥʦ ʚʲʚʣʠʯʘʥʝ 

ʇʦ ʩʚʦʷʪʘ ʩʲʱʥʦʩʪ, ʪʦʪʘʣʥʦʪʦ ʚʲʚʣʠʯʘʥʝ ʧʨʝʜʩʪʘʚʣʷʚʘ ʦʨʛʘʥʠʟʘʮʠʦʥʥʘ 

ʢʫʣʪʫʨʘ ʥʘ ʚʠʩʰʝ ʨʘʚʥʠʱʝ, ʚ ʮʝʥʪʲʨʘ ʥʘ ʢʦʷʪʦ ʩʪʦʠ ʯʦʚʝʰʢʠʷʪ ʬʘʢʪʦʨ.  

ʆʙʝʜʠʥʷʚʘʥʝʪʦ ʥʘ ʠʜʝʠʪʝ ʥʘ ʄʝʡʦ ʟʘ Ăɻʨʫʧʦʚʠʷ ʯʦʚʝʢò, ʠʜʝʠʪʝ ʟʘ 

Ăʏʦʚʝʰʢʠ ʦʪʥʦʰʝʥʠʷò, ʠʜʝʠʪʝ ʥʘ ʌʘʡʛʝʥʙʘʫʤ ʟʘ ʪʦʪʘʣʥʦ ʫʧʨʘʚʣʝʥʠʝ ʥʘ 

ʢʘʯʝʩʪʚʦʪʦ (TQC) ʠ ʩʪʘʪʠʩʪʠʯʝʩʢʠʪʝ ʤʝʪʦʜʠ ʟʘ ʢʦʥʪʨʦʣ ʥʘ ʢʘʯʝʩʪʚʦʪʦ, ʧʨʝʟ 

60 - ʪʝ ʛʦʜʠʥʠ ʥʘ ʍʍ ʚʝʢ, ʬʦʨʤʠʨʘ ʗʧʦʥʩʢʠʷ ʧʦʜʭʦʜ ʟʘ ʫʧʨʘʚʣʝʥʠʝ, ʢʦʡʪʦ ʩʝ 

ʦʩʥʦʚʘʚʘ ʥʘ ʩʠʩʪʝʤʠʪʝ ʟʘ ʫʧʨʘʚʣʝʥʠʝ ʥʘ ʢʘʯʝʩʪʚʦʪʦ (ʉʋʂ). ʅʦʩʝʱʘʪʘ 

ʧʣʘʪʬʦʨʤʘ ʥʘ ʗʧʦʥʩʢʠʷ ʧʦʜʭʦʜ ʚ ʫʧʨʘʚʣʝʥʠʝʪʦ ʩʘ ʛʨʫʧʦʚʠʪʝ ʬʦʨʤʠ ʟʘ 

ʪʚʦʨʯʝʩʢʦ ʫʯʘʩʪʠʝ (ʢʨʲʛʦʚʝ ʧʦ ʢʘʯʝʩʪʚʦ).  

ɺʨʲʟʢʘʪʘ ʤʝʞʜʫ ʫʧʨʘʚʣʝʥʠʝʪʦ ʥʘ ʩʠʩʪʝʤʠʪʝ ʠ ʧʨʝʦʙʨʘʟʫʚʘʥʝʪʦ ʥʘ 

ʯʦʚʝʰʢʠʷ ʬʘʢʪʦʨ ʚ ʩʤʠʩʲʣʘ ʥʘ ʪʦʪʘʣʥʦʪʦ ʤʫ ʚʲʚʣʠʯʘʥʝ ʝ ʧʨʝʜʩʪʘʚʝʥʘ ʦʪ ɽ. 

ɼʝʤʠʥʛ ʚ ñThe New Economicsò - Ăʩʪʠʣʲʪ ʥʘ ʫʧʨʘʚʣʝʥʠʝ ʪʨʷʙʚʘ ʜʘ ʙʲʜʝ 

ʧʦʜʣʦʞʝʥ ʥʘ ʪʨʘʥʩʬʦʨʤʘʮʠʷò ʠ Ăʧʲʨʚʘʪʘ ʩʪʲʧʢʘ ʝ ʪʨʘʥʩʬʦʨʤʘʮʠʷʪʘ ʥʘ 

ʦʪʜʝʣʥʠʷ ʯʦʚʝʢè (Deming W., ñThe New Economicsò, ch. 4), [123].  
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ʊʲʡ ʢʘʪʦ ʩʠʩʪʝʤʘʪʘ ʥʝ ʤʦʞʝ ʜʘ ʨʘʟʙʝʨʝ ʩʝʙʝ ʩʠ, ʪʨʘʥʩʬʦʨʤʘʮʠʷʪʘ 

ʠʟʠʩʢʚʘ ʧʦʛʣʝʜ ʦʪʚʲʥ, ʢʦʡʪʦ ɼʝʤʠʥʛ ʥʘʨʠʯʘ Ăʉʠʩʪʝʤʘ ʟʘ ʟʘʜʲʣʙʦʯʝʥʦ 

ʧʦʟʥʘʥʠʝò (Demingôs System of Profound Knowledge), ʢʦʷʪʦ ʩʝ ʧʨʦʷʚʷʚʘ ʯʨʝʟ 

ʯʝʪʠʨʠ ʩʚʲʨʟʘʥʠ ʠ ʚʟʘʠʤʦʜʝʡʩʪʚʘʱʠ ʩʠ ʝʜʥʘ ʩ ʜʨʫʛʘ ʯʘʩʪʠ: ʦʮʝʥʢʘ ʟʘ 

ʩʠʩʪʝʤʘʪʘ, ʧʦʟʥʘʥʠʷ ʟʘ ʚʘʨʠʘʮʠʠʪʝ, ʪʝʦʨʠʷ ʥʘ ʧʦʟʥʘʥʠʝʪʦ ʠ ʧʩʠʭʦʣʦʛʠʷ 

[123].  

ɺʝʨʦʷʪʥʘ ʚʨʲʟʢʘ ʩ ʤʝʞʜʫ ʨʦʣʷʪʘ ʥʘ ʯʦʚʝʰʢʠʷʪ ʬʘʢʪʦʨ ʚ ʪʦʪʘʣʥʦʪʦ 

ʚʲʚʣʠʯʘʥʝ ʩʲʱʝʩʪʚʫʚʘ ʚ ʘʜʘʧʪʠʨʘʥʠʷ ʦʪ 70-ʪʝ ʠ 90-ʪʝ ʛʦʜʠʥʠ ʥʘ ʍʍ ʚʝʢ 

ʤʦʜʝʣ ʥʘ ɽʡʙʨʘʭʘʤ ʄʘʩʣʦʫ ʟʘ ʡʝʨʘʨʭʠʷʪʘ ʥʘ ʧʦʪʨʝʙʥʦʩʪʠʪʝ. ʀʜʝʠʪʝ ʥʘ 

ʄʘʩʣʦʫ ʥʘʜʭʚʲʨʣʷʪ ʠʟʚʝʩʪʥʠʪʝ ʧʝʪ ʥʠʚʘ ʥʘ ʧʦʪʨʝʙʥʦʩʪʠ, ʢʘʪʦ ʚʢʣʶʯʚʘʪ ʦʱʝ 

ʪʨʠ ʘʩʧʝʢʪʘ ʥʘ ʤʦʪʠʚʘʮʠʷʪʘ - ʩʝʙʝʘʢʪʫʘʣʠʟʘʮʠʷ (ʨʝʘʣʠʟʠʨʘʥʝ ʥʘ ʣʠʯʥʦʩʪʥʠʷ 

ʧʦʪʝʥʮʠʘʣ), ʝʩʪʝʪʠʯʥʠ ʥʫʞʜʠ ʠ ʥʫʞʜʠ ʥʘ ʧʨʝʚʲʟʭʦʜʩʪʚʦ (ʧʦʤʘʛʘʥʝ ʥʘ 

ʜʨʫʛʠʪʝ), ʢʦʠʪʦ ʩʘ ʣʦʛʠʯʝʩʢʠ ʩʚʲʨʟʘʥʠ. 

 

4. ʄɽʊʆɼʀ ɿɸ ʆʎɽʅʂɸ ʅɸ ʂɸʏɽʉʊɺʆʊʆ    

4.1. ʉʲʱʥʦʩʪ ʥʘ ʦʮʝʥʢʘʪʘ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʤʝʜʠʮʠʥʩʢʘʪʘ ʧʦʤʦʱ ʠ 

ʧʦʜʭʦʜʠ ʟʘ ʦʮʝʥʢʘ 

ʆʮʝʥʢʘʪʘ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʚ ʟʜʨʘʚʝʦʧʘʟʚʘʥʝʪʦ ʝ ʥʘʩʦʯʝʥʘ ʢʲʤ 

ʟʜʨʘʚʝʪʦ ʢʘʪʦ ʦʙʱʝʩʪʚʝʥʦ ʙʣʘʛʦ, ʧʦʩʨʝʜʩʪʚʦʤ Ăʫʩʪʘʥʦʚʷʚʘʥʝ ʥʘ ʩʪʝʧʝʥʪʘ ʥʘ 

ʜʦʩʪʠʛʘʥʝ ʥʘ ʮʝʣʠʪʝ ʥʘ ʟʜʨʘʚʝʦʧʘʟʥʘʪʘ ʩʠʩʪʝʤʘò, ʦʪ ʢʦʝʪʦ ʩʣʝʜʚʘ, ʯʝ Ăʷʜʨʦ 

ʥʘ ʦʮʝʥʢʘʪʘ ʝ ʫʩʪʘʥʦʚʷʚʘʥʝʪʦ ʥʘ ʝʬʝʢʪʠʚʥʦʩʪʪʘ ʥʘ ʟʜʨʘʚʥʦʪʦ ʦʙʩʣʫʞʚʘʥʝ ʚ 

ʥʝʡʥʘʪʘ ʪʨʠʝʜʠʥʥʘ ʩʲʱʥʦʩʪ: ʤʝʜʠʮʠʥʩʢʘ, ʩʦʮʠʘʣʥʘ ʠ ʠʢʦʥʦʤʠʯʝʩʢʘ 

ʩʲʱʥʦʩʪò [17]. 

ʆʮʝʥʢʘʪʘ ʚʢʣʶʯʚʘ ʪʨʠʪʝ ʘʩʧʝʢʪʘ ʥʘ ʟʜʨʘʚʝʦʧʘʟʥʘʪʘ ʜʝʡʥʦʩʪ: (1) 

ʪʝʭʥʠʯʝʩʢʠ, ʩʚʲʨʟʘʥ ʩ ʥʠʚʦʪʦ ʥʘ ʤʝʜʠʮʠʥʩʢʠʪʝ ʪʝʭʥʦʣʦʛʠʠ ʠ ʤʝʜʠʮʠʥʩʢʠʪʝ 

ʧʦʟʥʘʥʠʷ, (2) ʦʨʛʘʥʠʟʘʮʠʦʥʝʥ ʠ ʠʢʦʥʦʤʠʯʝʩʢʠ, ʩʚʲʨʟʘʥ ʩ ʦʨʛʘʥʠʟʮʠʦʥʥʘʪʘ 

ʩʪʨʫʢʪʫʨʘ ʥʘ ʟʜʨʘʚʝʦʧʘʟʚʘʥʝʪʦ ʨʘʟʭʦʜʠʪʝ ʟʘ ʝʜʠʥʠʮʘ ʧʨʦʜʫʢʪʠ ʠ (3) 

ʩʦʮʠʘʣʥʦ ï ʧʩʠʭʦʣʦʛʠʯʝʩʢʠ, ʩʚʲʨʟʘʥ ʩ ʦʪʥʦʰʝʥʠʷʪʘ ʤʝʞʜʫ ʤʝʜʠʮʠʥʩʢʠʪʝ 

ʩʧʝʮʠʘʠʩʪ ʠ ʣʝʢʘʨ ï ʧʘʮʠʝʥʪ (ɹʦʨʠʩʦʚ. ɺ., 1995) [17]. 

ɼʦʥʘʙʝʜʠʘʥ ʧʦʩʦʯʚʘ ʪʨʠ ʧʦʜʭʦʜʘ ʥʘ ʦʮʝʥʢʘ ʥʘ ʤʝʜʠʮʠʥʩʢʪʘ ʛʨʠʞʘ, 

ʠʜʝʥʪʠʯʥʠ ʩʲʩ ʩʲʚʨʝʤʝʥʥʠʪʝ ʫʧʨʘʚʣʝʥʩʢʠ ʧʦʜʭʦʜʠ. ʇʦʜʭʦʜ ʟʘ ʦʮʝʥʢʘ ʥʘ 

ʨʝʟʫʣʪʘʪʠʪʝ ʦʪ ʤʝʜʠʮʠʥʩʢʘʪʘ ʛʨʠʞʘ, ʦʮʝʥʢʘ ʥʘ ʩʘʤʠʷ ʧʨʦʮʝʩ ʥʘ ʛʨʠʞʘʪʘ ʠ 

Ăʠʟʫʯʘʚʘʥʝʪʦ ʥʝ ʥʘ ʩʘʤʠʷ ʧʨʦʮʝʩ, ʘ ʫʩʣʦʚʠʷʪʘ/ʩʨʝʜʘʪʘ, ʚ ʢʦʠʪʦ ʩʝ ʥʘʤʠʨʘ 

ʪʦʡ ʠ ʠʥʩʪʨʫʤʝʥʪʘʨʠʫʤʲʪ, ʥʘ ʢʦʡʪʦ ʝ ʧʨʦʜʫʢʪʲʪò [125]. 
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ɺ ʟʜʨʘʚʝʦʧʘʟʚʘʥʝʪʦ ʩʘ ʦʧʠʩʘʥʠ ʩʣʝʜʥʠʪʝ ʤʝʪʦʜʠ ʟʘ ʦʮʝʥʢʘ ʥʘ 

ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʟʜʨʘʚʥʘʪʘ ʫʩʣʫʛʘ: ʦʮʝʥʢʘ ʯʨʝʟ ʩʪʘʥʜʘʨʪʠ (ʤʝʜʠʮʠʥʩʢʠ 

ʩʪʘʥʜʘʨʪʠ, ʢʣʠʥʠʯʥʠ ʧʨʦʪʦʢʦʣʠ, ʢʣʠʥʠʯʥʠ ʧʲʪʝʢʠ, ʜʨʫʛʠ ʥʦʨʤʘʪʠʚʥʠ 

ʜʦʢʫʤʝʥʪʠ), ʘʥʘʣʠʟ ʥʘ ʦʪʯʝʪʥʠʪʝ ʜʘʥʥʠ (ʦʪʯʝʪʥʠ ʜʦʢʫʤʝʥʪʠ ʧʦ ʜʦʛʦʚʦʨʝʥʘ 

ʜʝʡʥʦʩʪ; ʤʝʜʠʮʠʥʩʢʠ ʦʜʠʪ (ʘʥʘʣʠʟ ʥʘ ʠʥʬʦʨʤʘʮʠʷʪʘ ʦʪʨʘʟʝʥʘ ʚ 

ʤʝʜʠʮʠʥʩʢʦʪʦ ʜʦʩʠʝ,. (ʠʟʚʲʨʰʚʘ ʩʝ ʦʪ ʅɿʆʂ ʠ ʀɸʄʆ ʧʨʠ ʄɿ), ʤʝʪʦʜ ʥʘ 

ʘʥʢʝʪʠʨʘʥʝʪʦ (ʧʨʦʫʯʚʘ ʫʜʦʚʣʝʪʚʦʨʝʥʠʝʪʦ ʥʘ ʧʘʮʠʝʪʠʪʝ ʦʪ ʤʝʜʠʮʠʥʩʢʘʪʘ 

ʜʝʡʥʦʩʪ) ʠ ʠʥʪʫʠʪʠʚʥʠ ʤʝʪʦʜʠ (ʤʝʪʦʜ ɼʝʣʬʠ, ʤʝʪʦʜ ʄʦʟʲʯʥʘ ʘʪʘʢʘ) [27]. 

 

4.2. ʉʪʘʪʠʩʪʠʯʝʩʢʠ ʤʝʪʦʜʠ - ʩʲʱʥʦʩʪ ʥʘ ʩʝʜʝʤʪʝ ʧʨʦʩʪʠ ʤʝʪʦʜʘ ʟʘ 

ʦʮʝʥʢʘ ʥʘ ʢʘʯʝʩʪʚʦʪʦ 

ɺ ʗʧʦʥʠʷ ʩʪʘʪʠʩʪʠʯʝʩʢʠʪʝ ʤʝʪʦʜʠ ʩʝ ʧʨʠʣʘʛʘʪ ʧʨʝʜʠ ɺʪʦʨʘʪʘ ʩʚʝʪʦʚʥʘ 

ʚʦʡʥʘ, ʥʦ ʠʩʪʠʥʩʢʦ ʨʘʟʚʠʪʠʝ ʧʦʣʫʯʘʚʘʪ ʧʨʝʟ 1948ʛ. ʠ ʩʝ ʩʚʲʨʟʚʘʪ ʩ ʠʤʝʥʘʪʘ 

ʥʘ ʋʦʣʪʲʨ ʐʫʭʘʨʪ ʠ ʂʘʦʨʫ ʀʰʠʢʘʚʘ. ʂʦʥʮʝʧʮʠʷʪʘ ʥʘ ʐʫʭʘʨʪ, ʢʘʩʘʝʱʘ 

ʫʧʨʘʚʣʝʥʠʝʪʦ ʥʘ ʚʘʨʠʘʮʠʠʪʝ, ʦʪʥʦʩʥʦ ʨʘʟʛʨʘʥʠʯʘʚʘʥʝʪʦ ʥʘ ʜʚʝʪʝ ʧʨʠʯʠʥʠ ʟʘ 

ʚʘʨʠʘʮʠʠʪʝ ï ʦʙʱʘʪʘ, ʧʨʠʩʲʱʘ ʥʘ ʧʨʦʮʝʩʘ ʠ ʩʧʝʮʠʘʣʥʘʪʘ/ʩʣʫʯʘʡʥʘ, ʚʲʥʰʥʘ 

ʟʘ ʧʨʦʮʝʩʘ, ʢʘʢʪʦ ʠ ʟʘʚʠʩʠʤʦʩʪʪʘ ʤʝʞʜʫ ʨʘʟʤʝʨʘ ʥʘ ʠʟʚʘʜʢʘʪʘ ʠ ʨʝʜʫʢʮʠʷʪʘ 

ʥʘ ʩʣʫʯʘʡʥʘʪʘ ʚʝʣʠʯʠʥʘ, ʝ ʬʫʥʜʘʤʝʥʪʘʣʥʘ ʟʘ ʚʩʠʯʢʠ ʩʪʘʪʠʩʪʠʯʝʩʢʠ ʤʝʪʦʜʠ 

[15, 16, 17]. ʂ. ʀʰʠʢʘʚʘ ʧʨʠʝʤʘ, ʯʝ Ăʈʘʟʩʝʡʚʘʥʝ ʠʤʘ ʚʲʚ ʚʩʷʢʘ ʜʝʡʥʦʩʪò ʠ 

Ăɼʘʥʥʠ, ʧʨʠ ʢʦʠʪʦ ʥʷʤʘ ʨʘʟʩʝʡʚʘʥʝ, ʥʝ ʩʘ ʥʝʚʝʨʥʠò. ɼʘʥʠʪʝ, ʧʨʠ ʢʦʠʪʦ ʠʤʘ 

ʨʘʟʩʝʡʚʘʥʝ ʩʘ ʦʩʥʦʚʘ ʟʘ ʧʨʝʜʚʘʨʠʪʝʣʥʘ ʩʪʘʪʠʩʪʠʯʝʩʢʘ ʦʮʝʥʢʘ, ʩʲʦʪʚʝʪʥʦ 

ʚʟʝʤʘʥʝ ʥʘ ʫʧʨʘʚʣʝʥʩʢʦ ʨʝʰʝʥʠʝ. ʀʰʠʢʘʚʘ ʛʨʫʧʠʨʘ ʩʪʘʪʠʩʪʠʯʝʩʢʠʪʝ ʤʝʪʦʜʠ 

ʩʧʦʨʝʜ ʩʪʝʧʝʥʪʘ ʥʘ ʩʣʦʞʥʦʩʪ ʚ ʪʨʠ ʢʘʪʝʛʦʨʠʠ: ʝʣʝʤʝʥʪʘʨʥʠ, ʤʝʞʜʠʥʥʠ ʠ 

ʘʚʘʥʛʘʨʜʥʠ ʤʝʪʦʜʠ.  

ʉʪʘʪʠʩʪʠʯʝʩʢʠʪʝ ʤʝʪʦʜʠ ʩʝ ʠʟʧʦʣʟʚʘʪ ʟʘ ʠʥʩʪʨʫʤʝʥʪ ʟʘ ʘʥʘʣʠʟ ʥʘ 

ʢʘʯʝʩʪʚʦʪʦ ʠ ʘʥʘʣʠʟ ʥʘ ʧʨʦʮʝʩʠʪʝ. ʇʨʠ ʘʥʘʣʠʟ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʯʨʝʟ 

ʩʪʘʪʠʩʪʠʯʝʩʢʠ ʤʝʪʦʜʠ ʩʝ ʦʧʨʝʜʝʣʷ ʩʲʦʪʥʦʰʝʥʠʝʪʦ ʤʝʞʜʫ ʩʲʱʠʥʩʢʠʪʝ 

ʧʦʢʘʟʘʪʝʣʠ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʠ ʟʘʤʝʩʪʠʪʝʣʠʪʝ ʥʘ ʢʘʯʝʩʪʚʦʪʦ. ʇʨʠ ʘʥʘʣʠʟ ʥʘ 

ʧʨʦʮʝʩʠʪʝ, ʩʝ ʦʧʨʝʜʝʣʷ ʦʪʥʦʰʝʥʠʝʪʦ ʤʝʞʜʫ ʧʨʠʯʠʥʥʠʪʝ ʬʘʢʪʦʨʠ ʚ ʧʨʦʮʝʩʘ 

ʠ ʨʝʟʫʣʪʘʪʠʪʝ ʦʪ ʪʷʭ (ʢʘʯʝʩʪʚʦ, ʨʘʟʭʦʜʠ, ʧʨʦʠʟʚʦʜʠʪʝʣʥʦʩʪ ʥʘ ʪʨʫʜʘ) [26]. 

ʅʘʣʠʮʝ ʝ ʪʝʥʜʝʥʮʠʷ ʟʘ ʠʟʧʦʣʟʚʘʥʝ ʥʘ ʩʪʘʪʠʩʪʠʯʝʩʢʠʪʝ ʤʝʪʦʜʠ, ʢʘʢʪʦ ʚ 

ʙʠʟʥʝʩʘ ʪʘʢʘ ʠ ʚ ʟʜʨʘʚʦʧʘʟʘʚʘʥʝʪʦ [51]. 

ʇʨʝʟ 1979ʛ. ʉʲʶʟʲʪ ʥʘ ʗʧʦʥʩʢʠʪʝ ʫʯʝʥʠ ʠ ʠʥʞʝʥʝʨʠ (JUSE) ʧʨʠʝʤʘ 

ʩʝʜʝʤ ʧʨʦʩʪʠ ʟʘ ʠʟʧʦʣʟʚʘʥʝ ʥʘʛʣʝʜʥʠ ʤʝʪʦʜʠ ʟʘ ʘʥʘʣʠʟ ʥʘ ʧʨʦʮʝʩʠʪʝ: 
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ɼʠʘʛʨʘʤʘ ʥʘ ʀʰʠʢʘʚʘ, ɸʥʘʣʠʟ ʥʘ ʇʘʨʝʪʦ, ʂʦʥʪʨʦʣʥʠ ʣʠʩʪʠ, ʍʠʩʪʦʛʨʘʤʠ, 

ɼʠʘʛʨʘʤʘ ʥʘ ʨʘʟʩʝʡʚʘʥʝ, ʉʪʨʘʪʠʬʠʢʘʮʠʷ, ʂʦʥʪʨʠʣʥʠ ʢʘʨʪʠ. ʉʲʯʝʪʘʥʦʪʦ 

ʠʟʧʦʣʟʚʘʥʝ ʥʘ ʠʥʩʪʨʫʤʝʥʪʠʪʝ ʛʠ ʧʨʘʚʠ ʧʦ ï ʤʦʱʥʠ. ʊʨʠʪʝ ʤʝʪʦʜʘ: ʂʦʥʪʨʦʣʥʠ 

ʣʠʩʪʠ, ɼʠʘʛʨʘʤʘ ʥʘ ʇʘʨʝʪʦ ʠ ɼʠʘʛʨʘʤʘ ʥʘ ʀʰʠʢʘʚʘ ʩʝ ʠʟʧʦʣʟʚʘʪ ʩʲʚʤʝʩʥʦ 

ʟʘ ʦʮʝʥʢʘ ʠ ʘʥʘʣʠʟ. ʈʝʰʘʚʘʪ 80% ʦʪ ʧʨʦʙʣʝʤʠʪʝ.  

ʂʦʥʪʨʦʣʥʠʪʝ ʣʠʩʪʠ ʩʘ ʠʥʩʪʨʫʤʝʥʪ ʟʘ ʩʲʙʠʨʘʥʝ ʥʘ ʜʘʥʥʠ ʠ ʘʚʪʦʤʘʪʠʯʥʦ 

ʧʦʜʨʝʞʜʘʥʝ, ʩ ʮʝʣ ʠʟʧʦʣʟʚʘʥʝ ʥʘ ʩʲʙʨʘʥʘʪʘ ʠʥʬʦʨʤʘʮʠʷ ʟʘ ʜʨʫʛʠʪʝ ʤʝʪʦʜʠ 

(ɼʠʘʛʨʘʤʘ ʥʘ ʇʘʨʝʪʦ ʠ ɼʠʘʛʨʘʤʘ ʥʘ ʀʰʠʢʘʚʘ). ʊʝ ʩʘ ʙʣʘʥʢʠ, ʢʦʠʪʦ ʩʲʜʲʨʞʘʪ 

ʢʦʥʪʨʦʣʠʨʫʝʤʠʪʝ ʧʘʨʘʤʝʪʨʠ. ʀʟʧʣʟʚʘʪ ʩʝ ʟʘ ʦʮʝʥʢʘ (ʢʦʥʪʨʦʣ) ʥʘ ʢʘʯʝʩʪʚʝʥʠ 

ʠ ʢʦʣʠʯʝʩʪʚʝʥʠ ʧʨʠʟʥʘʮʠ. ɻʨʘʬʠʢʘʪʘ ʥʘ ʪʝʤʧʝʨʘʪʫʨʘʪʘ ʥʘ ʙʦʣʥʠʷ ʩʝ 

ʨʘʟʛʣʝʞʜʘ ʢʘʪʦ ʢʦʥʪʨʦʣʝʥ ʣʠʩʪ [38, 197].  

ʇʨʠʥʮʠʧʲʪ 80/20 (ɸʥʘʣʠʟ ʥʘ ʇʘʨʝʪʦ) ʛʣʘʩʠ, ʯʝ ʩʲʱʝʩʪʚʫʚʘ ʚʛʨʘʜʝʥ 

ʜʠʩʙʘʣʘʥʩ ʤʝʞʜʫ ʧʨʠʯʠʥʠ ʠ ʩʣʝʜʩʪʚʠʝ, ʚʣʦʞʝʥʠʷ ʠ ʨʝʟʫʣʪʘʪʠ, ʫʩʠʣʠʷ ʠ 

ʧʦʩʪʠʞʝʥʠʷ. ʇʨʠʯʠʥʠʪʝ, ʚʣʦʞʝʥʠʷʪʘ ʠ ʫʩʠʣʠʷʪʘ ʩʘ ʜʚʝ ʢʘʪʝʛʦʨʠʠ: ʤʥʦʛʦ, 

ʢʦʠʪʦ ʠʤʘʪ ʩʲʚʩʝʤ ʤʘʣʢʦ ʚʲʟʜʝʡʩʪʚʠʝ ʠ ʤʘʣʢʦ, ʢʦʠʪʦ ʠʤʘʪ ʜʦʤʠʥʠʨʘʱʦ 

ʚʲʟʜʝʡʩʪʚʠʝ. ɺ ʟʜʨʘʚʝʦʧʘʟʚʘʥʝʪʦ, 20 ʧʨʦʮʝʥʪʘ ʦʪ ʥʘʩʝʣʝʥʠʝʪʦ ʠ/ʠʣʠ 20 

ʧʨʦʮʝʥʪʘ ʦʪ ʚʩʠʯʢʠ ʧʘʮʠʝʥʪʠʪʝ ʠʟʨʘʟʭʦʜʚʘʪ 80 ʧʨʦʮʝʥʪʘ ʦʪ ʥʘʣʠʯʥʠʪʝ 

ʨʝʩʫʨʩʠ. ʇʨʝʟ 1950ʛ. ɼʞʫʨʘʥ ʧʝʨʠʬʨʘʟʠʨʘ ʪʝʦʨʠʷʪʘ ʥʘ ʠʪʘʣʠʘʥʩʢʠʷ 

ʠʢʦʥʦʤʠʩʪ ɺʠʣʬʨʝʜʦ ʇʘʨʝʪʦ, ʢʘʪʦ Ăʇʨʠʥʮʠʧ ʥʘ ʇʘʨʝʪʦò ʠʣʠ Ăʇʨʘʚʠʣʦʪʦ 80-

20ò. ʇʨʘʚʠʣʦʪʦ ʧʦʩʪʫʣʠʨʘ, ʯʝ Ă80% ʦʪ ʧʨʦʙʣʝʤʠʪʝ ʩʘ ʨʝʟʫʣʪʘʪ ʦʪ 20% 

ʧʨʠʯʠʥʠò.  

 

 

 

ʌʠʛʫʨʘ  10 ɼʠʘʛʨʘʤʘ ʥʘ ʇʘʨʝʪʦ, ʠʟʪʦʯʥʠʢ: Russ Westcott, Quality Progress/2009 

January, [153] 
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ɸʥʘʣʠʟʲʪ ʥʘ ʇʘʨʝʪʦ ʝ ʫʥʠʚʝʨʩʘʣʝʥ ʠʥʩʪʨʫʤʝʥʪ, ʠʟʧʦʣʟʚʘʥ ʟʘ 

ʦʧʨʝʜʝʣʷʥʝ ʥʘ ʧʨʠʦʨʠʪʝʪʠ ʠ ʨʝʰʘʚʘʥʝ ʥʘ ʧʨʦʙʣʝʤʠʪʝ ʥʘ ʢʘʯʝʩʪʚʦʪʦ. 

ʇʦʟʚʦʣʷʚʘ ʜʘ ʩʝ ʨʘʥʞʠʨʘʪ ʦʪʜʝʣʥʠʪʝ ʬʘʢʪʦʨʠ ʧʦ ʪʷʭʥʘʪʘ ʟʥʘʯʠʤʦʩʪ, ʜʘ ʩʝ 

ʦʪʨʘʟʷʪ ʠ ʜʘ ʩʝ ʦʪʩʪʨʘʥʷʪ ʪʝʟʠ ʧʨʠʯʠʥʠ, ʢʦʠʪʦ ʩʲʟʜʘʚʘʪ ʥʘʡ ï ʛʦʣʷʤ ʧʨʦʙʣʝʤ 

(ʥʝʩʲʦʪʚʝʩʪʚʠʷ). ʈʝʟʫʣʪʘʪʠʪʝ ʦʪ ʘʥʘʣʠʟʘ ʥʘ ʇʘʨʝʪʦ ʩʝ ʠʣʶʩʪʨʠʨʘʪ ʯʨʝʟ 

ɼʠʘʛʨʘʤʘʪʘ ʥʘ ʇʘʨʝʪʦ (ʬʠʛ.10) [149].  

ʈʘʟʣʠʯʘʚʘʪ ʩʝ ʜʚʘ ʚʠʜʘ ʜʠʘʛʨʘʤʠ - ʧʦ ʨʝʟʫʣʪʘʪ ʦʪ ʜʝʡʥʦʩʪʪʘ (ʢʘʯʝʩʪʚʦ, 

ʩʝʙʝʩʪʦʡʥʦʩʪ ʠ ʚʨʝʤʝ/ʩʨʦʢʦʚʝ) ʠ ʧʦ ʧʨʠʯʠʥʠ (ʠʟʧʲʣʥʠʪʝʣ ʥʘ ʨʘʙʦʪʘʪʘ, 

ʦʙʦʨʫʜʚʘʥʝ, ʤʝʪʦʜ ʥʘ ʨʘʙʦʪʘ) [38, 197]. ɿʘ ʦʮʝʥʢʘ ʥʘ ʧʨʦʮʝʩʘ ʝ ʚʘʞʥʘ 

ʦʙʣʘʩʪʪʘ, ʦʯʝʨʪʘʚʘʱʘ ʧʨʠʯʠʥʠʪʝ, ʧʨʝʜʠʟʚʠʢʚʘʱʠ ʥʘʡ ï ʛʦʣʷʤʦ ʢʦʣʠʯʝʩʪʚʦ 

ʛʨʝʰʢʠ. ʂʲʤ ʪʘʟʠ ʦʙʣʘʩʪ ʩʝ ʧʨʝʜʧʨʠʝʤʘʪ ʢʦʨʠʛʠʨʘʱʠ ʜʝʡʩʪʚʠʷ. 

ɼʠʘʛʨʘʤʘʪʘ ʥʘ ʀʰʠʢʘʚʘ ʝ ʥʘʯʠʥ ʥʘ ʢʘʨʪʠʨʘʥʝ (mapping) ʥʘ ʨʝʩʫʨʩʠʪʝ, 

ʢʦʠʪʦ ʨʝʟʫʣʪʠʨʘʪ ʚ ʢʘʯʝʩʪʚʦʪʦ. ʇʦʟʥʘʪʘ ʝ ʢʘʪʦ: ɼʠʘʛʨʘʤʘ Ăʇʨʠʯʠʥʘ ï 

ʩʣʝʜʩʪʚʠʝò (Cause & Effect Diagram), ɼʠʘʛʨʘʤʘ Ăʈʠʙʝʥʘ ʢʦʩʪò (Fishbone 

diagram), ɼʠʘʛʨʘʤʘ ʥʘ ʀʰʠʢʘʚʘ (Ishikawa Diagram) ʠ ʀʥʩʪʨʫʤʝʥʪ ʟʘ aʥʘʣʠʟ 

ʥʘ ʜʠʩʧʝʨʩʠʷʪʘ ʥʘ ʧʨʦʮʝʩa (Tool for analyzing process dispersion).   

ɼʠʘʛʨʘʤʘʪʘ ʠʣʶʩʪʨʠʨʘ ʛʣʘʚʥʘʪʘ ʧʨʠʯʠʥʘ ʠ ʩʫʙʧʨʠʯʠʥʠʪʝ, ʚʦʜʝʱʠ ʜʦ 

ʨʝʟʫʣʪʘʪ (ʩʠʤʧʪʦʤ). ʀʰʠʢʘʚʘ ʦʧʨʝʜʝʣʷ ʨʝʟʫʣʪʘʪʘ ʟʘ ʢʦʥʪʨʦʣ ʠʣʠ ʧʦʜʦʙʨʝʥʠʝ 

ʢʘʪʦ ʭʘʨʘʢʪʝʨʠʩʪʠʢʘ ʥʘ ʢʘʯʝʩʪʚʦʪʦ (ʢʣʶʯʦʚ ʧʨʦʜʫʢʪ ï ʋ) ʠ ʧʦʪʝʥʮʠʘʣʥʠ 

ʧʨʠʯʠʥʠ ʢʘʪʦ ʬʘʢʪʦʨʠ (ʍ ʚʘʨʠʘʮʠʠ) (ʬʠʛ.11) [148].  

 

 

 

ʌʠʛʫʨʘ 11 ɼʠʘʛʨʘʤʘ ʥʘ ʀʰʠʢʘʚʘ, ʠʟʪʦʯʥʠʢ: R. Dan Reid, Quality Progress / 2009 

January [148]. 

ɼʠʘʛʨʘʤʘʪʘ ʤʦʞʝ ʜʘ ʦʧʨʝʜʝʣʠ ʤʥʦʛʦ ʚʲʟʤʦʞʥʠ ʧʨʠʯʠʥʠ ʟʘ ʜʘʜʝʥ ʝʬʝʢʪ 

ʠʣʠ ʧʨʦʙʣʝʤ, ʧʦʩʨʝʜʩʪʚʦʤ ʄʦʟʲʯʥʘ ʘʪʘʢʘ (ɺrainstorming session). ʇʨʠ 

ʫʩʣʫʛʠʪʝ ʛʣʘʚʥʠʪʝ ʭʘʨʘʢʪʝʨʠʩʪʠʢʠ ʥʘ ʛʨʫʧʠʪʝ ʚʢʣʶʯʚʘʪ ʭʦʨʘ, ʧʨʦʮʝʩʠ, 

ʧʦʣʠʪʠʢʠ ʠʣʠ ʪʝʭʥʦʣʦʛʠʠ. ʆʩʥʦʚʥʘʪʘ ʮʝʣ ʥʘ ʘʥʘʣʠʟʘ Ăʧʨʠʯʠʥʘ ï ʩʣʝʜʩʪʚʠʝò ʝ 

ʦʪʢʨʠʚʘʥʝʪʦ ʥʘ ʢʦʨʝʥʥʘʪʘ ʧʨʠʯʠʥʘ ʠ ʧʨʝʜʧʨʠʝʤʘʥʝ ʥʘ ʢʦʨʠʛʠʨʘʱʠ ʜʝʡʩʪʚʠʷ.  
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ɼʠʘʛʨʘʤʘʪʘ ʦʪ Ăʊʠʧ 5ʄò ʨʘʟʛʣʝʞʜʘ ʢʦʤʧʦʥʝʥʪʠʪʝ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʢʘʪʦ: 

ñʏʦʚʝʢò (Manpower), ñMʘʰʠʥʘò (Machines), ñMʘʪʝʨʠʘʣò (Materials), ñMʝʪʦʜò 

(Methods), ñKʦʥʪʨʦʣò (Measurement), ʘ ʧʨʠ ʜʠʘʛʨʘʤʘʪʘ ʦʪ Ăʊʠʧ 6ʄò ï ʩʝ 

ʜʦʙʘʚʷ ʢʦʤʧʦʥʝʥʪʘ ĂCʨʝʜʘò (Environment).  

ɺ ʢʦʥʪʝʢʘʩʪʘ ʥʘ ʧʦʜʦʙʨʷʚʘʥʝ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʩʝ ʨʘʟʛʣʝʞʜʘ ʜʨʫʛ ʚʘʨʠʘʥʪ 

ʥʘ ɼʠʘʛʨʘʤʘʪʘ ʥʘ ʀʰʠʢʘʚʘ - CEDAC ï ñCause and Effect Diagram with the 

Addition of Cardsò. ʏʘʩʪʪʘ ʦʪ ʜʠʘʛʨʘʤʘʪʘ, ʢʦʷʪʦ ʦʪʨʘʟʷʚʘ ʨʝʟʫʣʪʘʪʘ, 

ʢʦʣʠʯʝʩʪʚʝʥʦ ʦʧʠʩʚʘ ʜʘʜʝʥ ʧʨʦʙʣʝʤ, ʘ ʪʘʟʠ, ʢʦʷʪʦ ʦʧʠʩʚʘ ʧʨʠʯʠʥʠʪʝ, 

ʠʟʧʦʣʟʚʘ ʜʚʘ ʨʘʟʣʠʯʥʠ ʧʦ ʮʚʷʪ ʢʘʨʪʠ ï ʟʘ ʬʘʢʪʠ ʠ ʟʘ ʠʜʝʠ ʟʘ ʧʦʜʦʙʨʝʥʠʷ. 

ʌʘʢʪʠʪʝ ʩʘ ʦʟʥʘʯʝʥʠ ʥʘ ʣʷʚʘʪʘ ʩʪʨʘʥʘ ʥʘ ʢʦʩʪʠʪʝ, ʦʪʨʘʟʷʚʘʱʠ ʧʨʠʯʠʥʘʪʘ, ʘ 

ʠʜʝʠʪʝ ʟʘ ʧʦʜʦʙʨʝʥʠʝ ï ʚʲʨʭʫ ʜʷʩʥʘʪʘ. ʀʜʝʠʪʝ ʩʘ ʦʮʝʥʝʥʠ ʠ ʩʘ ʩʝʣʝʢʪʠʨʘʥʠ 

ʦʪ ʧʨʘʢʪʠʢʘʪʘ. ʄʦʜʝʣʲʪ CEDAC ʝ ʠʥʩʪʨʫʤʝʥʪ ʟʘ ʦʮʝʥʢʘ ʠ ʧʦʜʦʙʨʝʥʠʝ ʥʘ 

ʧʨʦʮʝʩʘ [198, 219]. 

ʄʝʪʦʜ ʥʘ ʂʦʥʪʨʦʣʥʠʪʝ ʢʘʨʪʠ. ɺʩʠʯʢʠ ʩʪʘʪʠʩʪʠʯʝʩʢʠ ʤʝʪʦʜʠ, ʠʟʩʣʝʜʚʘʪ 

ʟʘʬʠʢʩʠʨʘʥʦʪʦ ʩʲʩʪʦʷʥʠʝ ʥʘ ʧʨʦʮʝʩʘ ʚ ʜʘʜʝʥ ʤʦʤʝʥʪ. ɽʜʠʥʩʪʚʝʥʦ 

ʢʦʥʪʨʦʣʥʠʪʝ ʢʘʨʪʠ ʧʨʦʩʣʝʜʷʚʘʪ ʭʦʜʘ ʥʘ ʧʨʦʮʝʩʘ ʚʲʚ ʚʨʝʤʝʪʦ. ʊʝ ʩʘ 

ʠʥʩʪʨʫʤʝʥʪ ʟʘ ʚʲʟʜʝʡʩʪʚʠʝ ʥʘ ʧʨʦʮʝʩʘ (ʯʨʝʟ ʦʙʨʘʪʥʘ ʚʨʲʟʢʘ), ʢʦʛʘʪʦ ʠʟʣʝʟʝ 

ʠʟʚʲʥ ʢʦʥʪʨʦʣ ʠ ʟʘ ʧʨʝʜʦʪʚʨʘʪʷʚʘʥʝ ʥʘ ʦʪʢʣʦʥʝʥʠʷʪʘ ʦʪ ʟʘʜʘʜʝʥʠʪʝ 

ʠʟʠʩʢʚʘʥʠʷ. ʂʦʥʪʨʦʣʥʠʪʝ ʢʘʨʪʠ ʩʘ ʧʨʝʜʣʦʞʝʥʠ ʟʘ ʧʲʨʚʠ ʧʲʪ ʦʪ ʐʫʭʘʨʪ ʧʨʝʟ 

1925ʛ.  

 

 

 

ʌʠʛʫʨʘ 12 ɼʠʘʛʨʘʤʘ ʥʘ ʢʦʥʪʨʦʣʥʘ ʢʘʨʪʘ, ʠʟʪʦʯʥʠʢ: ʊ., M., Kubiak, Quality Progress / 

2009 January [156] 

ɺʩʷʢʘ ʢʦʥʪʨʦʣʥʘ ʢʘʨʪʘ ʩʝ ʩʲʩʪʦʠ ʦʪ ʪʨʠ ʦʩʥʦʚʥʠ ʣʠʥʠʠ: (ʬʠʛ.12) 

ʮʝʥʪʨʘʣʥʘ ʣʠʥʠʷ (CL ï Center Line), ʧʨʝʜʩʪʘʚʷʱʘ ʩʨʝʜʥʦʪʦ ʟʥʘʯʝʥʠʝ ʥʘ 

ʭʘʨʘʢʪʝʨʠʩʪʠʢʘʪʘ ʥʘ ʢʦʥʪʨʦʣʠʨʘʥʠʷ ʧʘʨʘʤʝʪʲʨ ʠʣʠ ʩʨʝʜʥʦʪʦ ʟʥʘʯʝʥʠʝ ʥʘ 

ʧʨʦʮʝʩʘ, ʛʦʨʥʦ ʢʦʥʪʨʦʣʥʦ ʥʠʚʦ (UCL ï Upper Control Level) ʠ ʜʦʣʥʦ ʢʦʥʪʨʦʣʥʦ 
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ʥʠʚʦ (LCL ï Lower Control Level), ʢʦʠʪʦ ʩʘ ʤʘʢʩʠʤʘʣʥʦ ʜʦʧʫʩʪʠʤʠʪʝ ʛʨʘʥʠʮʠ 

ʥʘ ʠʟʤʝʥʝʥʠʝʪʦ ʥʘ ʟʥʘʯʝʥʠʝʪʦ ʥʘ ʢʦʥʪʨʦʣʠʨʘʥʘʪʘ ʭʘʨʘʢʪʝʨʠʩʪʠʢʘ (ʧʦʢʘʟʘʪʝʣ 

ʟʘ ʢʘʯʝʩʪʚʦ). ʂʦʥʪʨʦʣʥʠʪʝ ʛʨʘʥʠʮʠ ʦʪʩʪʦʷʪ ʥʘ ů ʦʪ ʩʨʝʜʥʦʪʦ ʟʥʘʯʝʥʠʝ ʥʘ 

ʨʦʮʝʩʘ, ʢʦʝʪʦ ʩʝ ʦʟʥʘʯʘʚʘ ʢʘʪʦ Ăɻʣʘʩ ʥʘ ʧʨʦʮʝʩʘñ (VOP ï Voice Of Process).  

ʇʨʦʮʝʩʲʪ ʩʝ ʩʯʠʪʘ ʟʘ ʢʦʥʪʨʦʣʠʨʘʥ ʚ ʜʚʘ ʩʣʫʯʘʷ: (1) ʢʦʛʘʪʦ ʧʦʜʛʨʫʧʠʪʝ 

ʩʲʦʪʚʝʪʩʪʚʘʪ ʥʘ ʩʨʝʜʥʦʪʦ ʟʥʘʯʝʥʠʝ ʥʘ ʢʦʥʪʨʦʣʠʨʘʥʠʷ ʧʘʨʘʤʝʪʲʨ ʠ ʩʝ 

ʥʘʤʠʨʘʪ ʚ ʢʦʥʪʨʦʣʥʠʪʝ ʛʨʘʥʠʮʠ, ʙʝʟ ʜʨʫʛʠ ʪʝʥʜʝʥʮʠʷ ʠ (2) ʧʨʠ ʨʝʛʫʣʷʨʥʦ 

ʦʪʩʪʨʘʥʷʚʘʥʝ ʥʘ ʩʠʩʪʝʤʘʪʠʯʥʠʪʝ ʛʨʝʰʢʠ (ʧʨʠʥʘʜʣʝʞʘʪ ʥʘ ʧʨʦʮʝʩʘ). 

ʉʣʫʯʘʡʥʠʪʝ ʩʝ ʨʘʟʧʨʝʜʝʣʷʪ ʚ ʩʲʦʪʚʝʪʩʪʚʠʝ ʩ ʥʦʨʤʘʣʥʦʪʦ ɻʘʫʩʦʚʦ 

ʨʘʟʧʨʝʜʝʣʝʥʝʠʝ. 

ʄʝʪʦʜ ʥʘ ʍʠʩʪʦʛʨʘʤʠ. ʍʠʩʪʦʛʨʘʤʘʪʘ ʝ ʩʪʲʧʘʣʦʚʠʜʥʘ ʜʠʘʛʨʘʤʘ, 

ʧʦʩʪʨʦʝʥʘ ʧʦ ʧʦʣʫʯʝʥʠ ʟʘ ʦʧʨʝʜʝʣʝʥ ʧʝʨʠʦʜ (ʯʘʩ, ʩʝʜʤʠʮʘ, ʤʝʩʝʮ) ʜʘʥʥʠ, 

ʨʘʟʧʨʝʜʝʣʝʥʠ ʚ ʠʥʪʝʨʚʘʣʠ. ɹʨʦʷʪ ʜʘʥʥʠ, ʧʦʧʘʜʥʘʣʠ ʚʲʚ ʚʩʝʢʠ ʠʥʪʝʨʚʘʣ 

(ʯʝʩʪʦʪʘ) ʩʝ ʠʟʦʙʨʘʟʷʚʘ ʩ ʚʠʩʦʯʠʥʘʪʘ ʥʘ ʢʦʣʦʥʘʪʘ [197]. 

ʄʝʪʦʜ ʥʘ ɼʠʘʛʨʘʤʘ ʥʘ ʨʘʟʩʝʡʚʘʥʝʪʦ. ʀʟʦʙʨʘʟʷʚʘ ʦʪʥʦʰʝʥʠʝʪʦ ʤʝʞʜʫ 

ʧʨʠʯʠʥʘ ʠ ʩʣʝʜʩʪʚʠʝ. ʇʦʢʘʟʚʘ ʤʥʦʛʦ ʠʟʤʝʨʚʘʥʠʷ, ʧʦʢʘʟʘʥʠ ʩ ʪʦʯʢʠ. ʄʷʨʢʘʪʘ 

ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʩʝ ʥʘʤʠʨʘ ʥʘ ʝʜʥʘʪʘ ʠ ʦʩ, ʘ ʬʘʢʪʦʨʠʪʝ, ʢʦʠʪʦ ʚʣʠʷʷʪ ʥʘ 

ʢʘʯʝʩʪʚʦʪʦ ï ʥʘ ʜʨʫʛʘʪʘ ʦʩ. ʎʝʣʪʘ ʝ ʦʪʥʦʰʝʥʠʝʪʦ ʤʝʞʜʫ ʜʚʝ ʧʨʦʤʝʥʣʠʚʠ ʜʘ 

ʙʲʜʝ ʧʨʝʜʩʪʘʚʝʥʦ ʛʨʘʬʠʯʥʦ [156]. 

ʄʝʪʦʜ ʥʘ ʩʪʨʘʪʠʬʠʢʘʮʠʷ (ʨʘʟʩʣʦʷʚʘʥʝ). ʉʪʨʘʪʠʬʠʢʘʮʠʷʪʘ ʝ ʧʨʦʮʝʩ 

ʥʘ ʩʦʨʪʠʨʘʥʝ ʥʘ ʜʘʥʥʠ, ʩʧʦʨʝʜ ʧʨʠʝʪʠ ʢʨʠʪʝʨʠ. ʈʝʟʫʣʪʘʪʠʪʝ ʩʝ ʧʨʝʜʩʪʘʚʷʪ 

ʚʲʚ ʚʠʜ ʥʘ ʜʠʘʛʨʘʤʘ ʠʣʠ ʛʨʘʬʠʢʘ. ɼʘʥʥʠʪʝ ʦʪ ʉʪʨʘʪʠʬʠʢʘʮʠʷʪʘ ʝ ʦʩʥʦʚʘ ʟʘ 

ʜʨʫʛʠʪʝ ʠʥʩʪʨʫʤʝʥʪʠ: ʢʦʥʪʨʦʣʥʠ ʣʠʩʪʠ, ʭʠʩʪʦʛʨʘʤʠ, ʜʠʘʛʨʘʤʘ ʥʘ ʇʘʨʝʪʦ, 

ʜʠʘʛʨʘʤʘ ʥʘ ʀʰʠʢʘʚʘ, ʜʠʘʛʨʘʤʘ ʥʘ ʨʘʟʩʝʡʚʘʥʝʪʦ [38].  

ɼʨʫʛʠ ʠʟʧʦʣʟʚʘʥʠ ʠʥʩʪʨʫʤʝʥʪʠ ʩʘ: Flowchart ï ʤʝʪʦʜ ʟʘ ʤʦʜʝʣʠʨʘʥʝ ʥʘ 

ʙʠʟʥʝʩ ʧʨʦʮʝʩʠʪʝ, Run Chart ï ʛʨʘʬʠʢʘ, ʯʠʠʪʦ ʜʘʥʥʠ ʠ ʧʨʦʤʝʥʠ ʩʝ ʥʘʥʘʩʷʪ ʧʦ 

ʨʟʧʠʩʘʥʠʝ, The ñ5 Whysò ï ʧʠʪʘʥʝ Ăʟʘʱʦò ʧʝʪ ʧʲʪʠ ʟʘ ʨʘʟʢʨʠʚʘʥʝ ʥʘ 

ʢʦʨʝʥʥʘʪʘ ʧʨʠʯʠʥʘ ʟʘ ʧʨʦʙʣʝʤʘ, Scatter Diagram/ Scatterplot ï ʛʨʘʬʠʢʘ, ʢʦʷʪʦ 

ʧʦʢʘʟʚʘ ʚʨʲʟʢʘʪʘ ʤʝʞʜʫ ʜʚʝ ʧʨʦʤʝʥʣʠʚʠ.  

4.3. ɽʚʨʠʩʪʠʯʥʠ/ʠʥʪʫʠʪʠʚʥʠ ʤʝʪʦʜʠ 

ɺ ʧʩʠʭʦʣʦʛʠʯʝʩʢʘʪʘ ʠ ʢʠʙʝʨʥʝʪʠʯʝʩʢʘʪʘ ʣʠʪʝʨʘʪʫʨʘ ʧʦʜ ʝʚʨʠʩʪʠʯʥʠ 

ʤʝʪʦʜʠ ʩʝ ʨʘʟʙʠʨʘʪ ʠʥʜʫʢʪʠʚʥʠʪʝ ʤʝʪʦʜʠ ʟʘ ʨʝʰʘʚʘʥʝ ʥʘ ʟʘʜʘʯʠʪʝ, ʢʲʜʝʪʦ 

ʦʪʢʨʠʚʘʥʝʪʦ ʠ ʩʠʩʪʝʤʘʪʠʟʠʨʘʥʝʪʦ ʥʘ ʟʘʢʦʥʦʤʝʨʥʦʩʪʠʪʝ ʩʝ ʦʙʝʟʧʝʯʘʚʘ ʯʨʝʟ 

ʩʨʝʜʩʪʚʘʪʘ ʥʘ ʘʥʪʠʮʠʧʘʮʠʷʪʘ (ʧʨʝʜʚʠʞʜʘʥʝʪʦ) [205].  



58 
 

ɽʢʩʧʝʨʪʥʠʪʝ ʤʝʪʦʜʠ ʩʘ ʢʘʯʝʩʪʚʝʥʠʪʝ ʪʝʭʥʠʢʠ, ʢʦʠʪʦ ʠʟʧʦʣʟʚʘʪ ʝʢʧʝʨʪʥʦ 

ʤʥʝʥʠʝ. ɿʥʘʯʝʥʠʝʪʦ ʥʘ ʪʝʭʥʠʢʠʪʝ ʟʘ ʢʘʯʝʩʪʚʦ ʝ ʛʦʣʷʤʦ ʚ ʧʨʦʮʝʩʘ ʥʘ 

ʦʧʨʝʜʝʣʷʥʝ ʥʘ ʩʪʨʘʪʝʛʠʯʝʩʢʘ ʜʠʘʛʥʦʟʘ ʥʘ ʜʘʜʥʘ ʦʨʛʘʥʠʟʘʮʠʷ ʠ 

ʩʪʨʘʪʝʛʠʯʝʩʢʦʪʦ ʠ ʫʧʨʘʚʣʝʥʠʝ. ʆʪ ʠʥʪʝʨʝʩ ʟʘ ʟʜʨʘʚʥʠʷ ʩʝʢʪʦʨ ʩʘ ʜʚʘʪʘ 

ʚʘʨʠʘʥʪʘ ʥʘ ʢʘʯʝʩʪʚʝʥʠʪʝ ʪʝʭʥʠʢʠ: Ăʊʝʭʥʠʢʠ ʟʘ ʛʝʥʝʨʠʨʘʥʝ ʥʘ ʥʦʚʠ ʠʜʝʠò, ʩ 

ʮʝʣ ʜʘ ʛʝʥʝʨʠʨʘʥʝ ʥʘ ʥʦʚʠ ʠʜʝʠ (ɹʨʝʡʥʩʪʦʨʤʠʥʛ ʠ ʂʘʯʝʩʪʚʝʥʠ ʢʨʲʛʦʚʝ) ʠ 

Ăʂʦʥʩʝʥʩʫʩʥʠ ʪʝʭʥʠʢʠò ʩ ʮʝʣ ʧʦʩʪʠʛʥʝ ʥʘ ʢʦʥʩʝʥʩʫʩ ʤʝʞʜʫ ʝʢʩʧʝʨʪʠʪʝ (ʤʝʪʦʜ 

ɼʝʣʬʠ, ʅʦʤʠʥʘʣʥʘ ʛʨʫʧʘ, ʂʦʥʬʝʨʘʥʩʠ ʟʘ ʢʦʥʩʝʥʩʫʩ) [63]. 

ʂʘʪʦ ʠʟʭʦʜʥʠ ʜʘʥʥʠ ʟʘ ʥʦʚʠʪʝ ʠʥʩʪʨʫʤʝʥʪʠ ʟʘ ʢʘʯʝʩʪʚʦʪʦ ʩʝ ʠʟʧʦʣʟʚʘʪ 

ʨʝʟʫʣʪʘʪʠʪʝ ʦʪ ʤʝʪʦʜʘ ʄʦʟʲʯʥʘ ʘʪʘʢʘ (Brainstorming) ʠ ʥʝʡʥʠʪʝ ʚʘʨʠʘʥʪʠ: 

ʄʦʟʲʯʝʥ ʱʫʨʤ, ʄʦʟʲʯʥʘ ʟʘʩʘʜʘ ʠ ɸʪʘʢʘ ʥʘ ʨʘʟʩʝʡʚʘʥʝ. ʄʦʟʲʯʥʘ ʘʪʘʢʘ ʩʝ 

ʠʟʧʦʣʟʚʘ ʟʘ ʠʜʝʥʪʠʬʠʢʘʮʠʷ ʥʘ ʚʲʟʤʦʞʥʠʪʝ ʧʨʠʯʠʥʠ ʟʘ ʥʝʫʜʘʯʠʪʝ ʠ 

ʧʦʪʝʥʮʠʘʣʥʠʪʝ ʚʲʟʤʦʞʥʦʩʪʠ ʟʘ ʧʦʜʦʙʨʷʚʘʥʝ ʥʘ ʢʘʯʝʩʪʚʦʪʦ. ʇʨʦʮʝʜʫʨʘʪʘ 

ʧʨʦʜʲʣʞʘʚʘ 1 ï 1.5 ʯʘʩʘ., ʧʨʠ ʄʦʟʲʯʝʥ ʱʫʨʤ - 3 ï 4 ʯʘʩʘ, ʧʨʠ ʄʦʟʲʯʥʘ 

ʦʙʩʘʜʘ ï ʦʪ ʝʜʠʥ ʜʦ ʥʷʢʦʣʢʦ ʨʘʙʦʪʥʠ ʜʥʠ. ʄʦʞʝ ʜ ʚʢʣʶʯʚʘ ʰʝʩʪ Ăʤʦʟʲʯʥʠ 

ʪʘʢʠò, ʚʩʷʢʘ ʦʪ ʢʦʠʪʦ ʝ ʧʦʩʚʝʪʥʘ ʥʘ ʝʜʥʘ ʦʪ ʰʝʩʪʪʝ Ăʛʦʣʝʤʠ ʢʦʩʪʠ ʥʘ 

ʜʠʘʛʨʘʤʘʪʘ ʥʘ ʀʰʠʢʘʚʘ, ʦʪʨʘʟʷʚʘʱʠ ʬʘʢʪʦʨʠʪʝ ʢʦʠʪʦ ʚʣʠʷʷʪ ʥʘ ʢʘʯʝʩʪʚʦʪʦ 

(manpower, machine, material, metod, measurement, media. ʇʨʠ ɸʪʘʢʘ ʥʘ 

ʨʘʟʥʘʩʷʥʝ ʘʥʣʠʟʲʪ ʝ ʥʘʩʦʯʝʥ ʢʲʤ ʥʝʜʦʩʪʘʪʲʮʠʪʝ ʥʘ ʛʦʪʦʚʠ ʧʨʦʝʢʪʠ [84]. 

ʄʝʪʦʜʲʪ ʥʘ Ăʂʘʯʝʩʪʚʝʥʠʪʝ ʢʨʲʛʦʚʝò ʩʝ ʧʨʠʣʘʛʘʪ ʚ ʟʜʨʘʚʝʦʧʘʟʚʘʥʝʪʦ, ʚ 

ʦʪʜʝʣʝʥʠʷʪʘ ʧʨʠ ʧʘʮʠʝʥʪʠ ʩ ʭʨʦʥʠʯʥʠ ʠ ʦʥʢʦʣʦʛʠʯʥʠ ʟʘʙʦʣʷʚʘʥʠʷ, ʧʨʠ 

ʧʘʮʠʝʥʪʠ ʥʘ ʭʠʤʠʦʪʝʨʘʧʠʷ ʠ ʭʝʤʦʜʠʘʣʠʟʘ. ʮʝʣʪʘ ʝ ʛʝʥʝʨʠʨʘʥʝ ʥʘ ʠʜʝʠ ʟʘ ʦʪ 

ʣʝʢʘʨʠʪʝ ʠ ʧʘʮʠʝʥʪʠʪʝ ʟʘ ʧʨʦʤʝʥʠ ʟʘ ʧʦʜʦʙʨʷʚʘʥʝ ʥʘ ʧʨʦʮʝʩʠʪʝ ʚ ʪʝʟʠ 

ʦʪʜʝʣʝʥʠʷ.  

ɺ ʟʜʨʘʚʝʦʧʘʟʚʘʥʝʪʦ ʄʝʪʦʜʲʪ Ăɼʝʣʬʠò ʩʝ ʠʟʧʦʣʟʚʘ ʟʘ ʧʦʩʪʠʛʘʥʝ ʥʘ 

ʢʦʥʩʝʥʩʫʩ ʚ ʦʙʣʘʩʪʪʘ ʥʘ ʜʠʘʛʥʦʩʪʠʯʥʠʪʝ ʠ ʪʝʨʘʧʝʚʪʠʯʥʠ ʧʨʦʪʦʢʦʣʠ, ʚ 

ʤʝʜʠʮʠʥʩʢʠʪʝ ʫʥʠʚʝʨʩʠʪʝʪʠ ʟʘ ʧʦʩʪʠʛʘʥʝ ʥʘ ʢʦʥʩʝʥʩʫʩ ʧʦ ʫʯʝʙʥʠ ʧʨʦʛʨʘʤʠ, 

ʟʘ ʦʧʨʝʜʝʣʷʥʝ ʥʘ ʧʨʠʦʨʠʪʝʪʠ ʧʨʠ ʦʙʝʢʪʠʪʝ ʥʘ ʠʟʩʣʝʜʚʘʥʝ ʠ ʧʦʣʠʪʠʢʘʪʘ ʚ 

ʦʙʣʘʩʪʪʘ  ʥʘ ʢʘʯʝʩʪʚʦʪʦ. ʅʘʡ - ʯʝʩʪʦ ʧʨʠʣʘʛʘʥʘʪʘ ʪʝʭʥʠʢʘ ʚ 

ʟʜʨʘʚʝʦʧʘʟʘʚʘʥʝʪʦ ʝ Ăʅʦʤʠʥʘʣʥʘʪʘ ʛʨʫʧʘò, ʟʘ ʩʪʨʘʪʝʛʠʯʝʩʢʠ ʩʨʝʱʠ ʥʘ 

ʨʲʢʦʚʦʜʥʠ ʝʢʠʧʠ ʠ ʧʨʦʛʨʘʤʥʠ ʩʨʝʱʠ ʥʘ ʣʝʢʘʨʩʢʠ ʢʦʤʠʩʠʠ.  

ʄʝʪʦʜʠʢʘʪʘ Ăʂʦʥʩʝʥʩʫʩʥʠ ʢʦʥʬʝʨʘʥʩʠò ʝ ʠʟʧʦʣʟʚʘʥʘ ʦʪ National Institutes of 

Health (NIH) ʚ ʉɸʑ ʩ ʮʝʣ ʙʲʨʟʦ ʛʝʥʝʨʠʨʘʥʝ ʥʘ ʨʝʰʝʥʠʝ ʟʘ ʧʨʦʪʦʢʦʣʠʪʝ ʟʘ 

ʜʠʘʛʥʦʩʪʠʯʥʘʪʘ ʠ ʪʝʨʘʧʝʚʪʠʯʥʘʪʘ ʜʝʡʥʦʩʪ. ʉʲʩʪʦʠ ʩʝ ʦʪ ʧʫʙʣʠʯʥʠ ʩʝʩʠʠ ʟʘ 
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ʦʪʢʨʠʪʦ ʦʙʩʲʞʜʘʥʝ ʠ ʧʦʩʪʠʛʘʥʝ ʥʘ ʢʦʥʩʝʥʩʫʩ ʧʦ ʜʦʢʣʘʜʘ  ʟʘ ʘʥʘʣʠʟʠʨʘʥʘʪʘ 

ʟʘʜʘʯʘ ʦʪ ʞʫʨʠ [63].  

ɼʨʫʛʠ ʤʝʪʦʜʠ ʩʘ: ɼʠʘʛʨʘʤʘ ʥʘ ʩʨʦʜʩʪʚʦʪʦ (affinity diagram) ɼʠʘʛʨʘʤʘʪʘ 

ʥʘ ʚʨʲʟʢʠʪʝ (interrelationship diagram), ɼʲʨʚʦʚʠʜʥʘ ʜʠʘʛʨʘʤʘ (tree diagram)  

[84, 206,207, 208] 

 

4.4. ʉʪʘʥʜʘʨʪʠʟʘʮʠʷʪʘ ʢʘʪʦ ʤʝʪʦʜ ʟʘ ʦʮʝʥʢʘ ï ʤʝʜʠʮʠʥʩʢʠ 

ʩʪʘʥʜʘʨʪʠ, ʧʨʘʚʠʣʘ ʟʘ ʜʦʙʨʘ ʤʝʜʠʮʠʥʩʢʘ ʧʨʘʢʪʠʢʘ ʠ 

ʢʣʠʥʠʯʥʠ ʧʲʪʝʢʠ 

ɺ ʰʠʨʦʢ ʩʤʠʩʲʣ, ʧʦʜ ʩʪʘʥʜʘʨʪʠʟʘʮʠʷ ʩʝ ʨʘʟʙʠʨʘ ʧʨʦʮʝʩʲʪ ʥʘ ʚʟʝʤʘʥʝ 

ʥʘ ʨʝʰʝʥʠʷ ʟʘ ʧʦʚʪʘʨʷʱʠ ʩʝ ʩʠʪʫʘʮʠʠ ʚ ʩʬʝʨʘʪʘ ʥʘ ʥʘʫʢʘʪʘ, ʪʝʭʥʠʢʘʪʘ ʠ 

ʠʢʦʥʦʤʠʢʘʪʘ, ʩ ʮʝʣ ʦʧʪʠʤʘʣʥʘ ʩʠʩʪʝʤʘʪʠʟʘʮʠʷ. ʄʝʞʜʫʥʘʨʦʜʥʘʪʘ 

ʦʨʛʘʥʠʟʘʮʠʷ ʧʦ ʩʪʘʥʜʘʨʪʠʟʘʮʠʷ, ʜʝʬʠʥʠʨʘ ʩʪʘʥʜʘʨʪʟʘʮʠʷʪʘ ʢʘʪʦ ʜʝʡʥʦʩʪ, 

ʥʘʩʦʯʝʥʘ ʢʲʤ ʧʦʩʪʠʛʘʥʝ ʥʘ ʦʧʪʠʤʘʣʥʘ ʩʪʝʧʝʥ ʥʘ ʧʦʜʨʝʜʝʥʦʩʪ ʚ ʜʘʜʝʥʘ 

ʦʙʣʘʩʪ, ʯʨʝʟ ʧʨʘʚʠʣʘ ʟʘ ʤʥʦʛʦʢʨʘʪʥʦʪʦ ʠʤ ʧʨʠʣʘʛʘʥʝ. 

ʆʙʝʢʪ ʥʘ ʩʪʘʥʜʘʨʪʠʟʘʮʠʷʪʘ ʩʘ ʧʨʦʮʝʩʠʪʝ ʠʣʠ ʧʨʦʜʫʢʪʠʪʝ/ʫʩʣʫʛʠʪʝ, ʠʣʠ 

ʦʪʜʝʣʥʠ ʪʝʭʥʠ ʭʘʨʘʢʪʝʨʠʩʪʠʢʠ: (ʤʘʪʝʨʠʘʣʠ, ʦʙʦʨʫʜʚʘʥʝ, ʧʨʘʚʠʣʘ, ʧʨʦʮʝʜʫʨʠ, 

ʬʫʥʢʮʠʠ, ʤʝʪʦʜʠ, ʪʝʨʤʠʥʠ, ʧʦʥʷʪʠʷ, ʜʝʡʥʦʩʪʠ).  

ʉʪʘʥʜʘʨʪʠʟʘʮʠʷʪʘ ʩʝ ʨʘʟʚʠʚʘ ʢʘʪʦ ʜʠʥʘʤʠʯʥʘ ʩʠʩʪʝʤʘ, ʟʘʱʦʪʦ 

ʦʪʨʘʟʷʚʘ ʥʘʫʯʥʦ ï ʪʝʭʥʠʯʝʩʢʘʪʝ ʧʦʩʪʠʞʝʥʠʷ ʠ ʠʟʠʩʢʚʘʥʠʷʪʘ ʥʘ ʧʘʟʘʨʘ. 

ʇʦʩʨʝʜʩʪʚʦʤ ʩʪʘʥʜʘʨʪʠʟʘʮʠʷʪʘ ʩʲʚʨʝʤʝʥʥʠʪʝ ʥʘʫʯʥʦ - ʪʝʭʥʠʯʝʩʢʠ 

ʧʦʩʪʠʞʝʥʠʷ ʩʝ ʧʨʝʚʨʲʱʘʪ ʚ ʥʦʨʤʘ ʠ ʩʝ ʟʘʜʦʚʦʣʷʚʘʪ ʧʦʪʨʝʙʥʦʩʪʠʪʝ ʥʘ 

ʧʦʪʨʝʙʠʪʝʣʠʪʝ, ʦʙʥʦʚʷʚʘʪ ʩʝ ʧʨʦʜʫʢʪʠʪʝ ʠ ʫʩʣʫʛʠʪʝ, ʨʘʟʚʠʚʘ ʩʝ 

ʩʧʝʮʠʘʣʠʟʘʮʠʷʪʘ, ʫʝʜʥʘʢʚʷʚʘʪ ʩʝ ʥʘʮʠʦʥʘʣʥʠʪʝ ʩʪʘʥʜʘʨʪʠ ʩ 

ʤʝʞʜʫʥʘʨʦʜʥʠʪʝ ʠ ʠʟʧʦʣʟʚʘʥʝʪʦ ʥʘ ʨʝʩʫʨʩʠʪʝ [96, 90]. 

ʅʘʫʯʥʦ - ʤʝʪʦʜʦʣʦʛʠʯʥʠʪʝ ʦʩʥʦʚʠ ʥʘ ʩʪʘʥʜʘʨʪʠʟʘʮʠʷʪʘ ʩʝ ʠʟʛʨʘʞʜʘʪ 

ʦʪ ʩʣʝʜʥʠʪʝ ʤʝʪʦʜʠ: ʢʣʘʩʠʬʠʢʘʮʠʷ, ʧʨʝʜʧʦʯʠʪʘʥʠʪʝ ʯʠʩʣʘ ʠ ʨʝʜʦʚʝ ʥʘ 

ʧʨʝʜʧʦʯʠʪʘʥʠʪʝ ʯʠʩʣʘ, ʧʘʨʘʤʝʪʨʠʯʥʠ ʨʝʜʦʚʝ, ʫʥʠʬʠʢʘʮʠʷ, ʩʠʤʧʣʠʬʠʢʘʮʠʷ, 

ʘʛʨʝʛʠʨʘʥʝ, ʢʦʤʧʣʝʢʩʥʘ ʠ ʠʟʧʨʝʚʘʨʚʘʱʘ ʩʪʘʥʜʘʨʪʠʟʘʮʠʷ. ʇʦʨʘʜʠ ʧʨʠʨʦʜʘʪʘ 

ʥʘ ʟʜʨʘʚʥʘʪʘ ʫʩʣʫʛʘ, ʟʘ ʩʪʘʥʜʘʨʪʠʟʠʨʘʥʝʪʦ ʥʘ ʧʨʦʮʝʩʠʪʝ ʠ 

ʧʨʦʜʫʢʪʠʪʝ/ʫʩʣʫʛʠʪʝ ʚ ʟʜʨʘʚʝʦʧʘʟʚʘʥʝʪʦ, ʥʘʤʠʨʘʪ ʧʨʠʣʦʞʝʥʠʝ ʤʝʪʦʜʠʪʝ ʥʘ 

ʢʣʘʩʠʬʠʢʘʮʠʷ ʠ ʫʥʠʬʠʢʘʮʠʷ. ʄʝʜʠʮʠʥʩʢʠʪʝ ʩʪʘʥʜʘʨʪʠ ʩʝ ʦʪʥʘʩʷʪ ʜʦ 

ʫʥʠʬʠʮʠʨʘʥʝ ʥʘ ʧʨʦʮʝʜʫʨʠ ʠ ʧʨʦʜʫʢʪʠ ʚ ʧʨʦʮʝʩʘ ʥʘ ʦʢʘʟʚʘʥʝ ʥʘ ʤʝʜʠʮʠʥʩʢʘ 

ʧʦʤʦʱ. 
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ʈʘʟʚʠʪʠʝʪʦ ʥʘ ʩʪʘʥʜʘʨʪʠʟʘʮʠʷʪʘ ʠ ʩʪʘʥʜʘʨʪʠʪʝ ʚ ʟʜʨʘʚʝʦʧʘʟʚʘʥʝʪʦ ʚ 

ɹʲʣʛʘʨʠʷ ʩʝ ʦʩʥʦʚʘʚʘ ʥʘ ʦʙʱʠʪʝ ʟʘʢʦʥʦʤʝʨʥʦʩʪʠ ʠ ʭʘʨʘʢʪʝʨʠʩʪʠʢʠʪʝ ʥʘ 

ʩʪʘʥʜʘʨʪʠʟʘʮʠʷʪʘ. ʌʘʢʪʦʨ ʟʘ ʩʲʟʜʘʚʘʥʝ ʥʘ ʤʝʜʠʮʠʥʩʢʠʪʝ ʩʪʘʥʜʘʨʪʠ ʝ 

ʚʲʚʝʞʜʘʥʝʪʦ ʥʘ ʟʘʜʲʣʞʠʪʝʣʥʦʪʦ ʟʜʨʘʥʦʦʩʠʛʫʨʷʚʘʥʝ ʠ ʠʟʤʝʩʪʚʘʥʝʪʦ ʥʘ 

ʘʢʮʝʥʪʘ ʥʘ ʟʜʨʘʚʝʦʧʘʟʚʘʥʝʪʦ ʦʪ ʝʢʩʪʝʥʟʠʚʝʥ ʪʠʧ ʤʝʜʠʮʠʥʩʢʠ ʜʝʡʥʦʩʪʠ ʢʲʤ 

ʪʘʢʠʚʘ, ʦʩʠʛʫʨʷʚʘʱʠ ʢʘʯʝʩʪʚʦ. ɼʦʧʨʠʥʘʩʷʱʠʪʝ ʬʘʢʪʦʨʠ ʩʘ: ʩʲʚʨʝʤʝʥʥʠʪʝ 

ʜʦʩʪʠʞʝʥʠʷ ʥʘ ʤʝʜʠʮʠʥʩʢʘʪʘ ʥʘʫʢʘ ʠ ʧʨʘʢʪʠʢʘ, ʥʘʚʣʠʟʘʥʝʪʦ ʥʘ ʥʦʚʠ 

ʪʝʭʥʦʣʦʛʠʠ ʟʘ ʜʠʘʛʥʦʩʪʠʢʘ ʠ ʣʝʯʝʥʠʝ, ʛʣʦʙʘʣʠʟʘʮʠʷʪʘ ʠ ʚʲʚ ʚʨʲʟʢʘ ʩ ʪʦʚʘ 

ʥʝʦʙʭʦʜʠʤʦʩʪʪʘ ʦʪ ʧʦʩʪʠʛʘʥʝ ʥʘ ʩʲʚʤʝʩʪʠʤʦʩʪ ʠ ʩʲʠʟʤʝʨʠʤʦʩʪ ʥʘ 

ʤʝʜʠʮʠʥʩʢʘʪʘ ʜʝʡʥʦʩʪ ʠ ʟʜʨʘʚʝʧʦʧʘʟʚʘʥʝʪʦ ʚ ɹʲʣʛʘʨʠʷ ʩ ʤʝʜʠʮʠʥʩʢʘʪʘ 

ʜʝʡʥʦʩʪ ʠ ʟʜʨʘʚʝʧʦʧʘʟʚʘʥʝʪʦ ʥʘ ʩʪʨʘʥʠʪʝ ʦʪ ɽʚʨʦʧʝʡʩʢʠʷ ʩʲʶʟ.  

ʉʪʘʥʜʘʨʪʠʪʝ ʦʧʝʨʠʨʘʪ ʩ ʥʦʨʤʠ ʥʘ ʜʚʝ ʥʠʚʘ: ʥʦʨʤʠ, ʢʦʠʪʦ ʦʩʠʛʫʨʷʚʘʪ ʧʦ 

ʚʠʩʦʢʦ ʢʘʯʝʩʪʚʦ ʥʘ ʤʝʜʠʮʠʥʩʢʘʪʘ ʜʝʡʥʦʩʪ (ʥʦʚʠ ʜʠʘʛʥʦʩʪʠʯʥʦ ï ʣʝʯʝʙʥʠ ï 

ʧʨʦʬʠʣʘʢʪʠʯʥʠ ʤʝʪʦʜʠ ʠ ʪʝʭʥʦʣʦʛʠʠ) ʠ ʥʦʨʤʠ ʩʲʩ ʟʘʜʲʣʞʠʪʝʣʝʥ ʭʘʨʘʢʪʝʨ 

ʢʦʠʪʦ Ăʜʝʬʠʥʠʨʘʪ ʤʠʥʠʤʘʣʥʠʷ ʠ ʥʦ ʘʜʝʢʚʘʪʝʥ ʩʲʜʲʨʞʘʥʠʝ ʠ ʦʙʝʤ, ʧʦʜ ʢʦʡʪʦ 

ʜʘʜʝʥʘ ʜʝʡʥʦʩʪ  ʩʨʪʫʢʪʫʨʘ ʥʝ ʤʦʞʝ ʜʘ ʩʝ ʢʚʘʣʠʬʠʮʠʨʘ ʢʘʪʦ ʪʘʢʘʚʘ, ʩ ʚʩʠʯʢʠ 

ʧʨʦʠʟʪʠʯʘʱʠ  ʦʪ ʪʦʚʘ ʧʨʘʚʥʦʠ ʠ ʬʠʥʘʥʩʦʚʠ ʧʦʩʣʝʜʠʮʠò. 

ɺʠʜʦʚʝʪʝ ʤʝʜʠʮʠʥʩʢʠ ʩʪʘʥʜʘʨʪʠ ʩʘ: ʤʝʞʜʫʥʘʨʦʜʥʠ, ʥʘʮʠʦʥʘʣʥʠ, 

ʣʦʢʘʣʥʠ ʠ ʧʨʘʚʠʣʘ ʟʘ ʜʦʙʨʘ ʤʝʜʠʮʠʥʩʢʪʘ ʧʨʘʢʪʠʢʘ. ʄʝʞʜʫʥʘʨʦʜʥʠʪʝ 

ʩʪʘʥʜʘʨʪʠ ʠʟʛʨʘʞʜʘʪ ʜʦʢʪʨʠʥʘʪʘ ʥʘ ʦʪʜʝʣʥʘ ʤʝʜʠʮʠʥʩʢʘ ʩʧʝʮʠʘʣʥʦʩʪ ʠ ʩʘ 

ʧʨʝʧʦʨʲʯʘʥʠ ʦʪ ʉɿʆ ʠ ʤʝʞʜʫʥʘʨʦʜʥʠʪʝ ʥʘʫʯʥʠ ʦʙʱʥʦʩʪʠ  ʥʘ ʤʝʜʠʮʠʥʩʢʠʪʝ 

ʩʧʝʮʠʘʣʠʩʪʠ. 

ʂʘʯʝʩʪʚʦʪʦ ʥʘ ʤʝʜʠʮʠʥʩʢʘʪʘ ʜʝʡʥʦʩʪ, ʨʘʟʛʣʝʜʘʥʦ ʦʪ ʧʦʟʠʮʠʷʪʘ ʥʘ 

ʤʝʜʠʮʠʥʘʪʘ ʙʘʟʠʨʘʥʘ ʥʘ ʜʦʢʘʟʘʪʝʣʩʪʚʘ (evidence based medicine) ʯʨʝʟ 

ʧʨʘʚʠʣʘʪʘ ʟʘ ʜʦʙʨʘ ʢʣʠʥʠʯʥʘ ʧʨʘʢʪʠʢʘ, ʤʦʞʝ ʜʘ ʙʲʜʝ ʜʝʬʠʥʠʨʘʥʦ ʢʘʪʦ Ă 

... ʩʲʦʪʥʦʰʝʥʠʝʪʦ ʤʝʞʜʫ ʤʝʜʠʮʠʥʩʢʘʪʘ ʥʘʫʢʘ (ʩʲʚʨʝʤʝʥʥʠʪʝ ʟʥʘʥʠʷ ʟʘ 

ʙʦʣʝʩʪʥʠʪʝ ʧʨʦʮʝʩʠ ʠ ʟʘ ʩʲʦʪʚʝʪʥʠʪʝ ʜʠʘʛʥʦʩʪʠʯʥʠ ʠ ʪʝʨʘʧʝʚʪʠʯʥʠ ʤʝʪʦʜʠ 

ʟʘ ʣʝʯʝʥʠʝʪʦ ʠʤ) ʠ ʤʝʜʠʮʠʥʩʢʘʪʘ ʧʨʘʢʪʠʢʘ (ʢʦʥʢʨʝʪʥʦ ʧʨʠʣʦʞʝʥʠʝ ʥʘ ʪʝʟʠ 

ʟʥʘʥʠʷ ʠ ʤʝʪʦʜʠ). ʂʦʣʢʦʪʦ ʝ ʧʦ ï ʦʪʚʦʨʝʥʘ ʥʦʞʠʮʘʪʘ ʤʝʞʜʫ ʥʘʫʢʘ ʠ 

ʧʨʘʢʪʠʢʘ, ʪʦʣʢʦʚʘ ʧʦ ï ʥʠʩʢʦ ʝ ʢʘʯʝʩʪʚʦʪʦ ʠ ʦʙʨʘʪʥʦò (ʍʠʥʢʦʚ, ʆ., 2007), 

[112]. 

ɺ ʧʨʦʪʠʚʦʚʝʩ ʥʘ ʜʦʙʨʘʪʘ ʤʝʜʠʮʠʥʩʢʘ ʧʨʘʢʪʠʢʘ, ʣʦʰʘʪʘ ʤʝʜʠʮʠʥʩʢʘ 

ʧʨʘʢʪʠʢʘ, ʪ.ʥ. ʤʘʣʧʨʘʢʪʠʢʘ, ʝ ʚ ʨʝʟʫʣʪʘʪ ʥʘ ʥʝʜʦʩʪʘʪʲʯʥʦʩʪ ʥʘ 

ʥʦʨʤʘʪʠʚʥʘʪʘ ʫʨʝʜʙʘ ʠ ʝ ʚ ʧʨʘʚʦʧʨʦʧʦʨʮʠʦʥʘʣʥʘ ʚʨʲʟʢʘ ʩ ʨʘʟʭʦʜʠʪʝ ʟʘ 
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ʟʜʨʘʚʝ. ʀʟʨʘʟʷʚʘ ʩʝ ʚ ʥʝʤʘʨʣʠʚʦʩʪ, ʣʠʧʩʘ ʥʘ ʢʚʘʣʠʬʠʢʘʮʠʷ ʠ ʠʟʚʲʨʰʚʘʥʝ ʥʘ 

ʥʝʥʫʞʥʠ ʧʨʦʮʝʜʫʨʠ, ʚʦʜʠ ʜʦ ʜʫʙʣʠʨʘʥʝ ʥʘ ʜʝʡʥʦʩʪʠ, ʩʲʦʪʚʝʪʥʦ ʜʦ 

ʥʘʨʘʩʪʚʘʥʝ ʥʘ ʨʘʟʭʦʜʠʪʝ ʟʜʨʘʚʥʠ ʛʨʠʞʠ ʩ 1% ʜʦ 3% ʦʙʱʠʪʝ ʨʘʟʭʦʜʠ ʥʘ 

ʟʜʨʘʚʥʠʪʝ ʟʘʚʝʜʝʥʠʷ.  

ʏʨʝʟ ʢʣʠʥʠʯʥʠʪʝ ʧʲʪʝʢʠ ʩʝ ʨʝʘʣʠʟʠʨʘʪ ʩʪʘʥʜʘʨʪʠʪʝ ʟʘ ʦʩʠʛʫʨʷʚʘʥʝ ʥʘ 

ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʤʝʜʠʮʠʥʩʢʘʪʘ ʧʦʤʦʱ. ʈʘʟʨʘʙʦʪʚʘʪ ʩʝ ʥʘ ʙʘʟʘʪʘ ʥʘ 

ʤʫʣʪʠʜʠʩʮʠʧʣʠʥʘʨʝʥ ʧʦʜʭʦʜ, ʩ ʢʦʥʩʝʥʩʫʩʥʠ ʨʝʰʝʥʠʷ ʥʘ ʝʢʠʧ ʦʪ ʩʧʝʮʠʘʣʠʩʪʠ 

[14, 55].  

ʅʈɼ 2001 ʜʝʬʠʥʠʨʘ ʂʇ ʢʘʪʦ çʠʥʪʝʛʨʠʨʘʥ ʧʦʜʭʦʜ ʥʘ ʧʦʚʝʜʝʥʠʝ ʥʘ 

ʨʘʟʣʠʯʥʠ ʚʠʜʦʚʝ ʤʝʜʠʮʠʥʩʢʠ ʩʧʝʮʠʘʣʠʩʪʠ ʧʨʠ ʣʝʯʝʥʠʝʪʦ ʥʘ ʧʘʮʠʝʥʪʠ ʩ 

ʦʧʨʝʜʝʣʝʥʠ ʟʜʨʘʚʥʠ ʧʨʦʙʣʝʤʠè ʠ ʢʘʪʦ çʠʥʩʪʨʫʤʝʥʪ ʟʘ ʚʲʪʨʝʰʥʦ ʫʧʨʘʚʣʝʥʠʝ 

ʥʘ ʢʘʯʝʩʪʚʦʪʦè [74]. 

ɽʜʥʘ ʚʩʝʦʙʭʚʘʪʥʘ ʜʝʬʠʥʠʮʠʷ ʥʘ ʂʇ ʜʠ ʦʧʨʝʜʝʣʷ ʢʘʪʦ Ăʠʥʩʪʨʫʢʮʠʷ ʟʘ 

ʥʘʯʠʥʘ ʥʘ ʦʩʠʛʫʨʷʚʘʥʝ ʥʘ ʙʦʣʥʠʯʥʠ ʛʨʠʞʠ ʟʘ ʦʧʨʝʜʝʣʝʥ ʪʠʧ ʧʘʮʠʝʥʪʠ ʠ 

ʧʦʟʚʦʣʷʚʘ ʜʘ ʩʝ ʢʦʤʝʥʪʠʨʘʪ ʦʪʢʣʦʥʝʥʠʷʪʘ ʦʪ ʥʦʨʤʘʪʘ, ʩ ʮʝʣ ʥʝʧʨʝʢʲʩʥʘʪʦ 

ʦʮʝʥʷʚʘʥʝ ʠ ʧʦʜʦʙʨʷʚʘʥʝ ʥʘ ʨʘʙʦʪʘʪʘò (ɿʣ. ʇʝʪʨʦʚʘ, ʂ. ʏʘʤʦʚ, ʉʪ. ɻʣʘʜʠʣʦʚ, 

2008) [82]. 

ʇʨʠʥʮʠʧʥʦ, ʂʇ ʩʘ ʧʨʦʝʢʪʠʨʘʥʠ ʜʘ ʧʦʜʜʲʨʞʘʪ ʢʣʠʥʠʯʥʠʷ 

ʤʝʥʠʜʞʤʲʥʪ, ʢʣʠʥʠʯʥʠʷ ʠ ʥʝʢʣʠʥʠʯʥʠʷ ʤʝʥʠʜʞʤʲʥʪ ʥʘ ʨʝʩʫʨʩʠʪʝ, 

ʢʣʠʥʠʯʥʠʷʪ ʦʜʠʪ ʠ ʬʠʥʘʥʩʦʚʠʷ ʤʝʥʠʜʞʤʲʥʪ. ʇʦʜʜʲʨʞʘʪ ʧʨʠʣʘʛʘʥʝʪʦ ʥʘ 

ʧʨʘʢʪʠʢʘ ʢʣʠʥʠʯʥʠʪʝ ʨʲʢʦʚʦʜʩʪʚʘ ʠ ʧʨʦʪʦʢʦʣʠ ï ʩʲʝʜʠʥʝʥʠʝ ʤʝʞʜʫ 

ʢʣʠʥʠʯʥʠʪʝ ʨʲʢʦʚʦʜʩʪʚʘ ʠ ʪʷʭʥʘʪʘ ʫʧʦʪʨʝʙʘ.  

ʂʇ ʤʦʛʘʪ ʜʘ ʙʲʜʘʪ ʨʘʟʛʣʝʞʜʘʥʠ ʢʘʪʦ ʘʣʛʦʨʠʪʤʠ, ʧʨʝʜʣʘʛʘʥʠ ʚʲʚ çflow 

chart formatè - ʨʝʰʝʥʠʝʪʦ ʟʘ ʛʨʠʞʘʪʘ ʥʘ ʜʘʜʝʥ ʧʘʮʠʝʥʪ ʠʣʠ ʛʨʫʧʘ ʧʘʮʠʝʪʠ, 

ʧʨʠ ʜʘʜʝʥʠ ʫʩʣʦʚʠʷ ʩʝ ʦʩʲʱʝʩʪʚʷʚʘ ʢʘʪʦ ʧʦʨʝʜʠʮʘ ʦʪ ʩʲʛʣʘʩʫʚʘʥʠ ʩʪʲʧʢʠ 

(step-wise sequence). ɿʘ ʨʘʟʣʠʢʘ ʦʪ ʧʨʘʢʪʠʯʝʩʢʠʪʝ ʨʲʢʦʚʦʜʩʪʚʘ, ʧʨʦʪʦʢʦʣʠ ʠ 

ʘʣʛʦʨʠʪʤʠ, ʂʇ ʩʝ ʦʩʲʱʝʩʪʚʷʚʘʪ ʦʪ ʤʫʣʪʠʜʠʩʮʠʧʣʠʥʘʨʝʥ ʝʢʠʧ ʠ ʠʤʘʪ ʬʦʢʫʩ 

ʚʲʨʭʫ ʢʘʯʝʩʪʚʦʪʦ ʠ ʢʦʦʨʜʠʥʘʮʠʷʪʘ ʥʘ ʛʨʠʞʘʪʘ. 

ʈʘʟʛʣʝʞʜʘʥʝʪʦ ʥʘ ʢʣʠʥʠʯʥʠʪʝ ʧʲʪʝʢʠ ʢʘʪʦ ʙʠʟʥʝʩ ʧʨʦʮʝʩʠ, 

ʧʨʝʜʧʦʣʘʛʘ ʨʝʠʥʞʝʥʝʨʠʛ (ʧʨʝʧʨʦʝʢʪʠʨʘʥʝ) ʧʨʦʮʝʜʫʨʠʪʝ, ʚʟʘʠʤʦʜʝʡʩʪʚʠʝʪʦ 

ʤʝʞʜʫ ʦʙʱʦʧʨʘʢʪʠʢʫʚʘʱʠʪʝ ʣʝʢʘʨʠ, ʣʘʙʦʨʘʪʦʨʠʠʪʝ, ʙʦʣʥʠʮʠʪʝ ʠ ʢʣʠʥʠʢʠʪʝ. 

ʌʦʢʫʩʲʪ ʩʝ ʠʟʤʝʩʪʚʘ ʦʪ ʦʪʜʝʣʥʠʪʝ ʝʪʘʧʠ ʥʘ ʣʝʯʝʥʠʝ ʢʲʤ ʮʷʣʦʩʪʥʦʪʦ 

ʜʚʠʞʝʥʠʝ ʠ ʦʙʩʣʫʞʚʘʥʝ ʥʘ ʧʘʮʠʝʥʪʘ. ɺʟʘʠʤʩʪʚʘʥʘ ʝ ʤʝʪʦʜʦʣʦʛʠʷʪʘ 

ĂCasewiseò, ʢʦʷʪʦ ʩʝ ʠʟʧʦʣʟʚʘ ʦʪ ʩʪʦʪʠʮʠ ʦʨʛʘʥʠʟʘʮʠʠ ʚ ʩʚʝʪʘ ʢʘʪʦ 
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ʠʥʩʪʨʫʤʝʥʪ ʟʘ ʤʦʜʝʣʠʨʘʥʝ, ʘʥʘʣʠʟ ʠ ʫʩʲʚʲʨʰʝʥʩʪʚʘʥʝ ʥʘ ʙʠʟʥʝʩ ʧʨʦʮʝʩʠʪʝ. 

ʂʇ ʩʝ ʧʨʝʜʩʪʘʚʷʪ ʚ ʛʨʘʬʠʯʝʥ ʠ ʪʝʢʩʪʦʚʠ ʬʦʨʤʘʪ ʢʘʪʦ ʚʟʘʠʤʦʩʚʲʨʟʘʥʠ ʠ 

ʚʟʘʠʤʦʜʝʡʩʪʚʘʱʠ ʩʠ ʙʠʟʥʝʩ ʧʨʦʮʝʩʠ. ʉʲʟʜʘʚʘʪ ʩʝ ʚʨʲʟʢʠ ʢʲʤ ʜʨʫʛʠ 

ʠʟʪʦʯʥʠʮʠ ʥʘ ʠʥʬʦʨʤʘʮʠʷ ʠ ʰʘʙʣʦʥʠ ʥʘ ʜʦʢʫʤʝʥʪʠ, ʢʦʠʪʦ ʠʟʧʦʣʟʚʘʪ 

ʦʙɦʦʧʨʘʢʪʠʢʫʚʘʱʠʪʝ ʣʝʢʘʨʠ. ʀʜʝʥʪʠʬʠʮʠʨʘʪ ʩʝ ʚʲʟʤʦʞʥʦʩʪʠ ʟʘ ʧʦʜʦʙʨʝʥʠʝ 

ʠ ʩʝ ʧʦʩʪʘʚʷʪ ʠʟʤʝʨʠʪʝʣʠ. ʉʲʟʜʘʜʝʥʠʪʝ ʤʦʜʝʣʠ ʩʝ ʧʫʙʣʠʢʫʚʘʪ ʢʘʪʦ HTML 

ʫʝʙ ʩʘʡʪ, ʚ ʢʦʡʪʦ ʧʦʪʨʝʙʠʪʝʣʠʪʝ ʤʦʛʘʪ ʜʘ ʥʘʚʠʛʠʨʘʪ ʦʪ ʦʙʣʘʩʪʠ ʥʘ 

ʟʜʨʘʚʝʦʧʘʟʚʘʥʝʪʦ ʥʘ ʚʠʩʦʢʦ ʥʠʚʦ ʜʦ ʜʝʪʘʡʣʥʦ ʜʦʢʫʤʝʥʪʠʨʘʥʠ ʢʣʠʥʠʯʥʠ 

ʧʲʪʝʢʠ. ʇʦʩʪʠʛʘ ʩʝ ʠʥʪʝʛʨʘʮʠʷ ʩ ʝʣʝʢʪʨʦʥʥʠʪʝ ʟʜʨʘʚʥʠ ʜʦʩʠʝʪʘ ʥʘ 

ʧʘʮʠʝʥʪʠʪʝ, ʥʘ ʜʘʜʝʥʘ ʩʪʲʧʢʘ ʦʪ ʢʣʠʥʠʯʥʘʪʘ ʧʲʪʝʢʘ ʧʦʪʨʝʙʠʪʝʣʠʪʝ, 

ʧʘʮʠʝʥʪʩʢʦʪʦ ʜʦʩʠʝ ʩʝ ʘʢʪʫʘʣʠʟʠʨʘ. ʄʝʪʦʜʲʪ ñCasewiseò ʝ ʥʝ ʩʘʤʦ ʥʘʯʠʥ ʟʘ 

ʧʨʝʧʨʦʝʢʪʠʨʘʥʝ ʥʘ ʂʇ, ʥʦ ʥʦʩʠ ʝʣʝʤʝʥʪʠ ʥʘ ʙʝʥʯʤʘʨʢʠʥʛ [214]. 

 

4.5. ɹʝʥʯʤʘʨʢʠʥʛ 

ɹʝʥʯʤʘʨʢʠʥʛʲʪ ʝ ʨʝʟʫʣʪʘʪ ʦʪ çʝʩʪʝʩʪʚʝʥʘʪʘ ʝʚʦʣʶʮʠʷ ʥʘ ʢʦʥʮʝʧʮʠʠʪʝè 

ʟʘ ʢʦʥʢʫʨʝʥʪʥʠʷ ʠ ʧʘʟʘʨʥʠʷ ʘʥʘʣʠʟ, ʟʘ ʧʨʦʛʨʘʤʠʪʝ ʟʘ ʢʘʯʝʩʪʚʦ, ʠʟʤʝʨʚʘʥʝʪʦ 

ʥʘ ʧʨʝʜʩʪʘʚʷʥʝʪʦ ʠ ʷʧʦʥʩʢʠʪʝ ʧʨʘʢʪʠʢʠ. ɼʚʠʞʝʱʠʪʝ ʩʠʣʠ ʟʘ çʙʫʤʘè ʥʘ 

ʤʝʪʦʜʘ ʩʘ ʛʣʦʙʘʣʥʘʪʘ ʢʦʥʢʫʨʝʥʮʠʷ, ʧʨʝʤʠʠʪʝ ʟʘ ʢʘʯʝʩʪʚʦ, ʨʝʚʦʣʶʮʠʦʥʥʠʪʝ 

ʧʦʜʦʙʨʝʥʠʷ (ɼʞʘʢʩʲʥ ɻʨʝʡʩʲʥ ʤʣ. ʧʨʝʜʩʝʜʘʪʝʣ ʥʘ International Benchmarking 

Clearinghouse, ʉɸʑ), ʢʘʢʪʦ ʠ ʜʠʥʘʤʠʯʥʠʪʝ ʧʨʦʤʝʥʠ ʥʘ ʦʢʦʣʥʘʪʘ ʩʨʝʜʘ. 

ɹʝʥʯʤʘʨʢʠʥʛʲʪ ʝ ʧʨʦʜʲʣʞʠʪʝʣʝʥ ʧʨʦʮʝʩ ʥʘ ʠʟʤʝʨʚʘʥʝ ʥʘ ʧʨʦʜʫʢʪʠ, 

ʫʩʣʫʛʠ ʠ ʧʨʘʢʪʠʢʠ ʩʧʨʷʤʦ ʣʠʜʝʨʠʪʝ, ʧʦʟʚʦʣʷʚʘʱ ʜʘ ʙʲʜʘʪ ʦʧʨʝʜʝʣʝʥʠ ʥʘʡ ï 

ʜʦʙʨʠʪʝ ʧʨʘʢʪʠʢʠ, ʢʦʝʪʦ ʚʦʜʠ ʜʦ ʫʩʪʦʡʯʠʚʦ ʠ ʧʲʨʚʠʢʣʘʩʥʦ ʧʨʝʜʩʪʘʚʷʥʝ.  

ʀʟʚʝʩʪʥʠ ʩʘ ʪʨʠ ʪʠʧʘ ʜʝʬʠʥʠʮʠʠ ʥʘ ʧʦʥʷʪʠʝʪʦ Ăɹʝʥʯʤʘʨʢʠʥʛò ï 

ʦʛʨʘʥʠʯʠʪʝʣʥʠ (ʠʜʝʥʪʠʬʠʢʘʮʠʦʥʥʠ), ʜʝʩʢʨʠʧʪʠʚʥʠ ʠ ʧʨʝʩʢʨʠʧʪʠʚʥʠ [4, 32, 

217]. 

ʇʨʠ ʦʛʨʘʥʠʯʠʪʝʣʥʘʪʘ ʜʝʬʠʥʠʮʠʷ ʤʝʪʦʜʲʪ ʩʝ ʩʲʧʦʩʪʘʚʷ ʩ ʛʦʣʷʤʘʪʘ 

ʛʨʫʧʘ ʠʥʩʪʨʫʤʝʥʪʠ ʥʘ ʫʧʨʘʚʣʝʥʠʝʪʦ, ʩʚʲʨʟʘʥʠ ʩ ʧʦʜʦʙʨʷʚʘʥʝ ʥʘ ʢʘʯʝʩʪʚʦʪʦ 

ʥʘ ʜʝʡʥʦʩʪʪʘ, ʢʘʪʦ ʩʝ ʧʦʩʦʯʚʘʪ ʥʝʛʦʚʠʪʝ ʧʨʠʣʠʢʠ ʠ ʦʪʣʠʢʠ ʩ ʪʝʟʠ 

ʥʠʥʩʪʨʫʤʝʥʪʠ. ʉʧʦʨʝʜ ʢʣʘʩʠʨʘʥʝʪʦ ʥʘ ʧʲʨʚʠʪʝ ʧʝʪ ʫʧʨʘʚʣʝʥʩʢʠ ʤʝʪʦʜʘ,6 ʟʘ 

                                                           
6
 ɻʣʦʙʘʣʥʦ ʢʣʘʩʠʨʘʥʝ ʥʘ ʧʲʨʚʠʪʝ ʧʝʪ ʫʧʨʘʚʣʝʥʩʢʠ ʤʝʪʦʜʘ ʧʦ ʯʝʩʪʦʪʘ ʥʘ ʠʟʧʦʣʟʚʘʥʝ ʟʘ 

2004ʛ. (ʩʪʨʘʪʝʛʠʯʝʩʢʦ ʧʣʘʥʠʨʘʥʝ, ʫʧʨʘʚʣʝʥʠʝ ʥʘ ʧʦʪʨʝʙʠʪʝʣʩʢʠʪʝ ʚʨʲʟʢʠ, ʙʝʥʯʤʘʨʢʠʥʛ, 

ʘʫʪʩʦʨʩʠʥʛ, ʧʦʪʨʝʙʠʪʝʣʩʢʦ ʩʝʛʤʝʥʪʠʨʘʥʝ). 
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2004ʛ. ʙʝʥʯʤʘʨʢʠʥʛʲʪ ʝ ʪʨʝʪʠ ʧʦ ʠʟʧʦʣʟʚʘʥʝ ʠ ʚʪʦʨʠ ʧʦ ʫʜʦʚʣʝʪʚʦʨʝʥʠʝ ʦʪ 

ʨʝʟʫʣʪʘʪʠʪʝ ʦʪ ʠʟʧʦʣʟʚʘʥʝʪʦ ʠʤ.  

ɼʝʩʢʨʠʧʪʠʚʥʠʪʝ ʜʝʬʠʥʠʮʠʠ ʩ ʭʘʨʘʢʪʝʨ ʥʘ ʩʝʥʪʝʥʮʠʠ, ʢʦʠʪʦ ʧʨʝʜʘʚʘʪ 

ʬʠʣʦʩʦʬʠʷʪʘ ʥʘ ʧʦʜʭʦʜʘ: Ăɹʝʥʯʤʘʨʢʠʥʛʲʪ ʝ ʩʠʩʪʝʤʘʪʠʯʥʦ ʩʨʘʚʥʝʥʠʝò 

(Fagerberg.,J., 2001) ʠʣʠ Ăɹʝʥʯʤʘʨʢʠʥʛʲʪ ʝ ʩʠʩʪʝʤʝʥ ʧʦʜʭʦʜ ʢʲʤ ʦʙʫʯʝʥʠʝ 

ʯʨʝʟ ʩʨʘʚʥʝʥʠʝò (Lofstrom., E., 2002). ʇʨʝʩʢʨʠʧʪʠʚʥʠʪʝ ʜʝʬʠʥʠʮʠʠ ʠʤʘʪ 

ʩʧʨʘʚʦʯʝʥ ʠ ʤʝʪʦʜʠʯʝʥ ʭʘʨʘʢʪʝʨ. ʀʤʘʪ ʬʦʨʤʘ ʥʘ Ăknow howò ʠ ʦʧʠʩʚʘʪ 

ʙʝʥʯʤʘʨʢʠʥʛʘ ʢʘʪʦ ʜʝʡʥʦʩʪʝʥ ʧʨʦʮʝʩ, ʩʪʲʧʢʠ, ʝʪʘʧʠ ʠʣʠ ʧʨʦʮʝʜʫʠʨʠ, ʢʦʠʪʦ 

ʪʨʷʙʚʘ ʜʘ ʩʝ ʩʣʝʜʚʘʪ. ʇʨʠ ʪ.ʥ. ʄʝʪʘʬʦʨʠʯʥʘ (ʦʙʨʘʟʥʠ) ʝʢʟʠʩʪʝʥʮʠʘʣʥʠ 

ʜʝʬʠʥʠʮʠʷ, ʙʝʥʯʤʘʨʢʠʥʛʲʪ ʦʟʥʘʯʘʚʘ ʜʚʝ ʦʧʦʨʥʠ ʪʦʯʢʠ: ʩʢʨʦʤʥʦʩʪ ʠ 

ʤʲʜʨʦʩʪ ï ʧʨʠʟʥʘʥʠʝ, ʯʝ ʥʷʢʦʡ ʚʲʨʰʠ ʥʝʱʦ ʧʦ ï ʜʦʙʨʝ ʠ ʜʘ ʩʝ ʧʦʫʯʠʰ ʠ ʜʘ 

ʩʪʘʥʝʰ ʧʦ - ʜʦʙʲʨ. ʊʚʦʨʯʝʩʢʠʷʪ ʙʝʥʯʤʘʨʢʠʥʛ (creative benchmarking, ɻ. 

ɸʥʛʝʣʦʚ), ʩʝ ʦʧʨʝʜʝʣʷ ʢʘʪʦ Ăʬʦʨʤʘ ʥʘ ʝʩʪʝʩʪʚʝʥʦ ʯʦʚʝʰʢʦ  ʣʶʙʦʧʠʪʩʪʚʦ, ʩ 

ʢʦʝʪʦ ʩʝ ʠʟʫʯʘʚʘʪ ʚʲʟʤʦʞʥʦʩʪʠʪʝ ʟʘ ʩʲʪʨʫʜʥʠʯʝʩʚʦ ʠ ʧʨʠʷʪʝʣʩʪʚʦò.  

ɺ ʟʘʚʠʩʠʤʦʩʪ ʦʪ ʙʘʟʘʪʘ ʟʘ ʩʨʘʚʥʝʥʠʝ, ʩʘ ʧʨʠʝʪʠ ʯʝʪʠʨʠ ʦʩʥʦʚʥʠ ʪʠʧʘ 

ɹʝʥʯʤʘʨʢʠʥʛ: ʚʲʪʨʝʰʝʥ, ʢʦʥʢʫʨʝʥʪʝʥ, ʬʫʥʢʮʠʦʥʘʣʝʥ ʠ ʦʙʱ [4, 131, 217, 

227]. 

ɺ ʟʘʚʠʩʠʤʦʩʪ ʦʪ ʦʪʯʠʪʘʥʝʪʦ ʥʘ ʚʣʠʷʥʠʝʪʦ ʥʘ ʧʘʟʘʨʥʠʪʝ ʩʠʣʠ ʠ 

ʜʲʨʞʘʚʥʘʪʘ ʨʝʛʫʣʘʮʠʷ, ʙʝʥʯʤʘʨʢʠʥʛʲʪ ʩʝ ʨʘʟʛʣʝʞʜʘ ʢʘʪʦ ʬʠʨʤʝʥ (ʟʘ 

ʧʘʟʘʨʥʦ ʦʨʠʝʥʪʠʨʘʥʠʪʝ ʦʨʛʘʥʠʟʘʮʠʠ), ʧʫʙʣʠʯʝʥ (ʧʫʙʣʠʯʥʠ ʦʨʛʘʥʠʟʘʮʠʠ), 

ʭʦʨʠʟʦʥʪʘʣʝʥ ʠ ʚʝʨʪʠʢʘʣʝʥ. ʆʙʝʜʠʥʷʚʘʱʠʷʪ ʬʘʢʪʦʨ ʤʝʞʜʫ ʬʠʨʤʝʥʠʷ ʠ 

ʧʫʙʣʠʯʥʠʷ ʙʝʥʯʤʘʨʢʠʛ ʝ ʩʪʨʝʤʝʞʲʪ ʢʲʤ ʫʩʲʚʲʨʰʝʥʩʪʚʘʥʝ ʥʘ ʜʝʡʥʦʩʪʪʘ ʯʨʝʟ 

ʠʥʦʚʘʮʠʠ ʠ ʬʠʣʦʩʦʬʠʷʪʘ ʥʘ ʙʝʥʯʤʘʨʢʠʥʛʘ - ʪʲʨʩʝʥʝ ʥʘ ʨʝʘʣʥʠ ʦʙʨʘʟʮʠ ʥʘ 

ʜʦʙʨʠ ʧʨʘʢʪʠʢʠ. ʈʘʟʣʠʢʘʪʘ ʝ ʚ ʧʨʠʥʮʠʧʠʪʝ ʥʘ ʧʦʜʙʦʨ ʥʘ ʦʙʨʘʟʮʠʪʝ. ɺ ʝʜʥʠ 

ʩʣʫʯʘʠ ʦʙʨʘʟʝʮʲʪ ʩʝ ʠʟʙʠʨʘ ʯʨʝʟ Ăʭʦʨʠʟʦʥʪʘʣʥʦò ʩʨʘʚʥʷʚʘʥʝ ʚ ʨʘʤʢʠʪʝ ʥʘ 

ʜʘʜʝʥʦ ʤʥʦʞʝʩʪʚʦ, ʘ ʚ ʜʨʫʛʠ ï ʦʙʨʘʟʝʮʲʪ ʥʘ ʜʝʡʥʦʩʪʪʘ ʩʝ ʟʘʜʘʚʘ ʥʘ 

ʦʩʥʦʚʘʪʘ ʥʘ ʮʝʥʪʨʘʣʠʟʠʨʘʥʦ ʠʟʨʘʙʦʪʝʥʠ ʥʦʨʤʠ (ʩʪʘʥʜʘʨʪʠ). ʅʘʯʠʥʲʪ ʥʘ 

ʠʟʙʦʨ ʥʘ ʦʙʨʘʟʮʠʪʝ ʦʧʨʝʜʝʣʷ ʙʝʥʯʤʘʨʢʠʥʛʘ ʢʘʪʦ Ăʭʦʨʠʟʦʥʪʘʣʝʥò ʠ 

Ăʚʝʨʪʠʢʘʣʝʥò.  

ɺ ʨʘʤʢʠʪʝ ʥʘ ʬʠʨʤʝʥʠʷ ʠ ʧʫʙʣʠʯʥʠʷ ʙʝʥʯʤʘʨʢʠʥʛ ʤʦʛʘʪ ʜʘ ʩʝ 

ʨʘʟʛʣʝʞʜʘʪ ʜʨʫʛʠ ʪʝʭʥʠ ʚʘʨʠʘʥʪʠ: ʢʦʨʧʦʨʘʪʠʚʝʥ, ʮʝʣʝʚʠ ʠ ʩʪʘʪʠʩʪʠʯʝʩʢʠ. 

ʂʦʨʧʦʨʘʪʠʚʥʠʷʪ ʙʝʥʯʤʘʨʢʠʥʛ ʚʟʝʤʘ ʟʘ ʦʙʨʘʟʝʮ ʜʨʫʛʘ ʦʨʛʘʥʠʟʘʮʠʷ. ʇʨʠ 

ʮʝʣʝʚʠʷ ʙʝʥʯʤʘʨʢʠʥʛ ʦʙʨʘʟʮʠʪʝ ʩʘ ʮʝʣʠʪʝ ʠ ʚʠʟʠʠʪʝ, ʘ ʧʨʠ ʩʪʘʪʠʩʪʠʯʝʩʢʠʷʪ 

ï ʩʪʘʪʠʩʪʠʯʝʩʢʠʪʝ ʠʥʜʠʢʘʪʦʨʠ ʟʘ ʨʝʟʫʣʪʘʪʠʪʝ.  
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ɺ ʧʫʙʣʠʯʥʠʷʪ ʩʝʢʪʦʨ ʙʝʥʯʤʘʨʢʠʥʛʲʪ ʢʦʤʧʝʥʩʠʨʘ ʣʠʧʩʘʥʘ ʥʘ ʩʚʦʙʦʜʝʥ 

ʧʘʟʘʨ, ʢʘʪʦ ʩʲʟʜʘʚʘ ʢʚʘʟʠ - ʧʘʟʘʨʥʠ ʫʩʣʦʚʠʷ ʠ ʢʚʘʟʠ ï ʢʦʥʢʫʨʝʥʮʠʷ ʤʝʞʜʫ 

ʧʫʙʣʠʯʥʠʪʝ ʦʨʛʘʥʠʘʮʠʠ. ʉʲʱʝʩʪʚʫʚʘ ʚ ʜʚʝ ʨʘʟʥʦʚʠʜʥʦʩʪʠ: ʧʦʪʨʝʙʠʪʝʣʩʢʠ 

ʩʪʠʤʫʣʠʨʘʥ ʠ ʜʲʨʞʘʚʥʦ ʥʘʣʘʛʘʥ.  

ɸʥʘʣʠʟʲʪ ʟʘ ʧʦʜʦʙʨʷʚʘʥʝ ʥʘ ʜʝʡʥʦʩʪʪʘ ʚ ʧʫʙʣʠʯʥʠʪʝ ʦʨʛʘʥʠʟʘʮʠʠ 

ʦʙʭʚʘʱʘ ʪʨʠ ʦʙʣʘʩʪʠ ï ʠʟʤʝʨʚʘʥʝ ʥʘ ʠʟʧʲʣʥʝʥʠʝʪʦ, ʫʧʨʘʚʣʝʥʠʝ ʥʘ 

ʨʝʩʫʨʩʠʪʝ ʠ ʙʝʥʯʤʘʨʢʠʥʛ ʥʘ ʜʝʡʥʦʩʪʪʘ. ʆʮʝʥʢʘʪʘ ʥʘ ʜʝʡʥʦʩʪʪʘ ʥʘ 

ʧʫʙʣʠʯʥʠʪʝ ʦʨʛʘʥʠʟʘʮʠʠ ʩʝ ʠʟʚʲʨʰʚʘ ʧʦ ʜʚʘ ʢʨʠʪʝʨʠʷ ï ʝʬʝʢʪʠʚʥʦ ʠ 

ʧʨʦʟʨʘʯʥʦ ʠʟʧʦʣʟʚʘʥʝ ʥʘ ʧʫʙʣʠʯʥʠʪʝ ʩʨʝʜʩʪʚʘ ʠ ʧʦʚʠʰʘʚʘʥʝ ʥʘ 

ʫʜʦʚʣʝʪʚʦʨʝʥʦʩʪʪʘ ʥʘ ʛʨʘʞʜʘʥʠʪʝ ʧʨʠ ʫʜʦʚʣʝʪʚʦʨʷʚʘʥʝ ʥʘ ʧʦʪʨʝʙʥʦʩʪʠʪʝ 

ʦʪ ʧʫʙʣʠʯʥʠʪʝ ʫʩʣʫʛʠ. ʇʨʠʣʘʛʘʪ ʩʝ ʪʨʠ ʧʦʜʭʦʜʘ ʥʘ ʩʨʘʚʥʠʪʝʣʝʥ ʘʥʘʣʠʟ ʟʘ 

ʦʮʝʥʢʘ ʥʘ ʫʜʦʚʣʝʪʚʦʨʝʥʠʝʪʦ ʥʘ ʧʦʪʨʝʙʠʪʝʣʷ: ʩʨʘʚʥʝʥʠʝ ʥʘ ʜʘʥʥʠʪʝ ʦʪ 

ʜʝʡʥʦʩʪʪʘ ʥʘ ʜʘʜʝʥʘ ʦʨʛʘʥʠʟʮʠʷ ʚ ʨʘʟʣʠʯʥʠ ʤʦʤʝʥʪʠ (ʜʠʘʭʨʦʥʥʦ 

ʩʨʘʚʥʝʥʠʝ), ʩʨʘʚʥʝʥʠʝ ʤʝʞʜʫ ʜʘʥʥʠʪʝ ʦʪ ʜʝʡʥʦʩʪʠʪʝ ʥʘ ʥʷʢʦʣʦʢʦ 

ʠʥʩʪʠʪʫʮʠʠ ʚ ʜʘʜʝʥ ʤʦʤʝʥʪ (ʩʠʥʭʨʦʥʥʦ ʩʨʘʚʥʝʥʠʝ) ʠ ʩʨʘʚʥʝʥʠʝ ʥʘ ʜʘʥʥʠʪʝ 

ʦʪ ʜʝʡʥʦʩʪʪʘ ʥʘ ʜʘʜʝʥʘ ʦʨʛʘʥʠʟʮʠʷ ʩ ʝʢʩʧʝʨʠʤʝʥʪʘʣʥʦ ʫʩʪʘʥʦʚʝʥʠ 

ʙʝʥʯʤʘʨʢʠ (ʤʝʪʨʠʯʥʦ ʩʨʘʚʥʝʥʠʝ). 

ʂʘʪʦ ʮʷʣʦ, ʧʦʣʟʘʪʘ ʦʪ ʧʨʦʚʝʞʜʘʥʝ ʥʘ ʙʝʥʯʤʘʨʢʠʥʛ ʩʝ ʩʚʝʞʜʘ ʜʦ ʧʦ - 

ʜʦʙʨʦ ʨʘʟʙʠʨʘʥʝ ʥʘ ʥʘʩʪʦʷʱʘʪʘ ʧʦʟʠʮʠʷ, ʫʩʝʱʘʥʝʪʦ ʥʘ ʧʦʪʨʝʙʠʪʝʣʩʢʠʪʝ 

ʥʫʞʜʠ, ʥʘʩʲʨʯʘʚʘʥʝ ʥʘ ʠʥʦʚʘʮʠʠʪʝ, ʨʘʟʚʠʪʠʝ ʥʘ ʨʝʘʣʠʩʪʠʯʥʠ, ʩʪʨʘʪʝʛʠʯʝʩʢʠ 

ʮʝʣʠ, ʫʩʪʘʥʦʚʷʚʘʥʝ ʥʘ ʨʝʣʠʩʪʠʯʥʠ ʧʣʘʥʦʚʝ ʟʘ ʜʝʡʩʪʚʠʝ.  

ʄʝʞʜʫʥʘʨʦʜʥʠʷʪ ʧʨʦʝʢʪ ʟʘ ʙʦʣʥʠʯʝʥ ʙʝʥʯʤʘʢʠʥʛ ʝ ʩʪʘʨʪʠʨʘʥ ʦʪ 

ʬʦʥʜʘʮʠʷ ɹʝʨʪʝʣʩʤʘʥ ʧʨʝʟ 1998 ʛʦʜʠʥʘ. ʎʝʣʪʘ ʝ ʯʨʝʟ ʩʨʘʚʥʷʚʘʥʝ ʥʘ 

ʙʦʣʥʠʮʠʪʝ ʜʘ ʙʲʜʘʪ ʦʪʢʨʠʪʠ ʬʘʢʪʦʨʠʪʝ ʟʘ ʫʩʧʝʭ ʥʘ ʜʘʜʝʥʘ ʙʦʠʣʥʠʮʘ, ʢʢʘʪʦ ʠ 

ʧʨʝʥʦʩ ʥʘ ʠʜʝʥʪʠʬʠʮʠʨʘʥʠʪʝ ʧʘʨʘʤʥʝʪʨʠ ʦʪ ʝʜʥʘ ʦʨʛʘʥʠʟʘʮʠʷ ʢʲʤ ʜʨʫʛʘ. 

ʄʝʪʦʜʠʢʘʪʘ ʥʘ ʧʨʦʝʢʪʘ ʨʘʟʜʝʣʷ ʠʤʘ ʜʚʘ ʘʩʧʝʢʪʘ: (1) ʩʨʘʚʥʷʚʘʥʝ ʥʘ 

ʢʣʠʥʠʯʥʠʷ ʠʟʭʦʜ ʦʪ ʧʨʦʮʝʜʫʨʠʪʝ ʠ ʩʪʨʫʢʪʫʨʘʪʘ ʥʘ ʨʘʟʭʦʜʠʪʝ ʥʘ ʢʣʠʥʠʯʥʠʪʝ 

ʧʨʦʮʝʩʠ ʠ (2) ʦʙʫʯʝʥʠʝ ʚ ʥʘʡ ï ʜʦʙʨʠʪʝ ʧʨʘʢʪʠʢʠ. ɺ ʧʨʦʝʢʪʘ ʫʯʘʩʪʚʘʪ 20 

ʦʨʛʘʥʠʟʘʮʠʠ, ʜʦʪʘʚʯʠʮʠ ʥʘ ʟʜʨʘʚʥʠ ʛʨʠʞʠ ï ɺʝʣʠʢʦʙʨʠʪʘʥʠʷ, ʀʨʣʘʥʜʠʷ, 

ɹʝʣʛʠʷ, ʐʚʝʮʠʷ, ʀʪʘʣʠʷ, ʇʦʣʰʘ, ʖɸʈ, ʀʩʧʘʥʠʷ, ɻʝʨʤʘʥʠʷ, ʉɸʑ.   

ɺ ɹʲʣʛʘʨʠʷ ʠʥʪʝʨʝʩ ʧʨʝʜʩʪʘʚʣʷʚʘ ʧʲʨʚʦʪʦ ʦʙʰʠʨʥʦ ʙʝʥʯʤʘʨʢʠʥʛ - 

ʧʨʦʫʯʚʘʥʝ Ăʀʥʪʝʛʨʘʣʝʥ ʙʦʣʥʠʯʝʥ ʙʝʥʯʤʘʨʢ ʠʥʜʝʢʩò. 

4.6. ʉʠʩʪʝʤʠ ʟʘ ʫʧʨʘʚʣʝʥʠʝ ʥʘ ʢʘʯʝʩʪʚʦʪʦ  
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ʉʠʩʠʪʝʤʘʪʘ ʟʘ ʫʧʨʘʚʣʝʥʠʝ ʥʘ ʢʘʯʝʩʪʚʦʪʦ çQuality Management Systems 

(QMSs) ʤʦʞʝ ʜʘ ʙʲʜʝ ʜʝʬʠʥʠʨʘʥʘ ʢʘʪʦ çʤʨʝʞʘ ʦʪ ʢʦʦʨʜʠʥʠʨʘʥʠ ʜʝʡʥʦʩʪʠ 

ʟʘ ʫʧʨʘʚʣʝʥʠʝ ʠ ʢʦʥʪʨʦʣ ʟʘ ʧʨʦʜʲʣʞʠʪʝʣʥʦ ʧʦʜʦʙʨʝʥʠʝ ʥʘ 

ʧʨʦʜʫʢʪʠʚʥʦʩʪʪʘ ʠ ʨʝʟʫʣʪʘʪʥʦʩʪʪʘ ʥʘ ʜʘʜʝʥʦ ʧʨʦʠʟʚʦʜʩʪʚʦè.. 

ʋʧʨʘʚʣʝʥʠʝʪʦ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʧʦʟʚʦʣʷʚʘ ʜʘ ʩʝ ʦʩʠʛʫʨʠ ʚʠʩʦʢʦ ʨʘʚʥʠʱʝ ʥʘ 

ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʧʨʦʜʫʢʪʠʪʝ/ʫʩʣʫʛʠʪʝ, ʯʨʝʟ ʫʧʨʘʚʣʝʥʠʝ ʥʘ ʧʨʦʠʟʚʦʜʩʪʚʦʪʦ ʠ 

ʦʙʩʣʫʞʚʘʥʝʪʦ. ʉʝʨʪʠʬʠʢʘʮʠʷʪʘ ʥʘ QMS ʥʝ ʦʩʠʛʫʨʷʚʘ ʢʘʯʝʩʪʚʦ, ʥʦ ʦʩʠʛʫʨʷʚʘ 

ʫʙʝʜʝʥʦʩʪ ʚ ʧʦʪʨʝʙʠʪʝʣʠʪʝ ʠ ʧʦʪʝʥʮʠʘʣʥʠʪʝ ʧʦʪʨʝʙʠʪʝʣʠ, ʯʝ ʦʨʛʘʥʠʟʘʮʠʷʪʘ 

ʨʘʙʦʪʠ ʚ ʩʲʦʪʚʝʪʩʪʚʠʝ ʩ ʦʧʨʝʜʝʣʝʥʠ ʠʟʠʩʢʚʘʥʠʷ (ʤʝʜʠʮʠʥʩʢʠ ʩʪʘʥʜʘʨʪʠ, ISO 

9001:2000). 

ʅʘʧʲʣʥʦ ʜʦʢʫʤʝʥʪʠʨʘʥʘʪʘ QMS ʦʩʠʛʫʨʷʚʘ ʜʚʝ ʚʘʞʥʠ ʠʟʠʩʢʚʘʥʠʷ: 

ʠʟʠʢʚʘʥʠʷʪʘ ʥʘ ʧʦʪʨʝʙʠʪʝʣʠʪʝ (ʫʚʝʨʝʥʥʦʩʪ ʚ ʩʧʦʩʦʙʥʦʩʪʪʘ ʥʘ ʦʨʛʘʥʠʟʘʮʠʷʪʘ 

ʜʘ ʜʦʩʪʘʚʷ ʞʝʣʘʥʠʷ ʧʨʦʜʫʢʪ/ ʫʩʣʫʛʘ, ʧʦʩʨʝʱʘʡʢʠ ʪʝʭʥʠʪʝ ʥʫʞʜʠ ʠ ʦʯʘʢʚʘʥʠʷ) 

ʠ ʠʟʠʩʢʚʘʥʠʷʪʘ ʥʘ ʦʨʛʘʥʠʟʘʮʠʷʪʘ (ʚʲʪʨʝʰʥʠ ʠ ʚʲʥʰʥʠ). ɼʦʙʨʠʪʝ QMSs ʥʝ 

ʤʦʛʘʪ ʜʘ ʬʫʥʢʮʠʦʥʠʨʘʪ ʠ ʜʘ ʧʦʜʦʙʨʷʚʘʪ ʙʝʟ ʦʜʠʪ, ʧʨʝʛʣʝʜ ʠ ʦʮʝʥʢʘ. 

ʆʜʠʪʲʪ (Auditis) ʝ ʩʠʩʪʝʤʘʪʠʯʝʥ, ʥʝʟʘʚʠʩʠʤ ʠ ʜʦʢʫʤʝʥʪʠʨʘʥ ʧʨʦʮʝʩ ʟʘ 

ʧʦʣʫʯʘʚʘʥʝ ʥʘ ʦʙʝʢʪʠʚʥʠ ʜʦʢʘʟʘʪʝʣʩʪʚʘ ʠ ʟʘ ʦʙʝʢʪʠʚʥʘ ʦʮʝʥʢʘ ʜʦ ʢʦʣʢʦ ʩʘ 

ʠʟʧʲʣʥʝʥʠ ʦʧʨʝʜʝʣʝʥʠ ʢʨʠʪʝʨʠʠ. ʇʨʝʛʣʝʜʲʪ (View) ʥʘ QMSs ʩʝ 

ʦʩʲʱʝʩʪʚʷʚʘ ʝʜʠʥ ʧʲʪ ʛʦʜʠʰʥʦ ʠ ʧʦʢʨʠʚʘ ʩʣʝʜʥʠʪʝ ʜʝʡʥʦʩʪʠ: ʨʝʟʫʣʪʘʪʲʪ ʦʪ 

ʦʜʠʪʘ, ʦʙʨʘʪʥʘ ʚʨʲʟʢʘ ʩ ʧʦʪʨʝʙʠʪʝʣʠʪʝ, ʧʦʪʚʲʨʞʜʝʥʠʝ ʥʘ ʧʨʦʮʝʩʘ ʠ 

ʧʨʦʜʫʢʪʘ, ʧʨʝʚʘʥʪʠʚʥʠ ʠ ʢʦʨʝʢʪʠʚʥʠ ʜʝʡʩʪʚʠʷ, ʧʦʩʣʝʜʚʘʱʠ ʜʝʡʩʪʚʠʷ, 

ʧʨʦʤʝʥʠ ʢʦʠʪʦ ʙʠʭʘ ʩʝ ʦʪʨʘʟʠʣʠ ʥʘ QMSs, ʧʨʝʧʦʨʲʢʠ ʟʘ ʧʦʜʦʙʨʝʥʠʷ. 

ʆʮʝʥʢʘʪʘ (Assessment) ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʩʧʦʨʝʜ ʩʪʘʥʜʘʨʪ ʠʣʠ ʠʟʠʩʢʚʘʥʠʷʪʘ ʥʘ 

ʚʲʪʨʝʰʥʠʷ ʦʜʠʪ ʠ ʧʨʝʛʣʝʜ ʝ ʧʦʟʥʘʪʘ ʢʘʪʦ ʦʮʝʥʢʘ ʦʪ ñfirs party assessmentò 

ʠʣʠ ʩʭʝʤʘ ʥʘ ʧʦʜʦʙʨʝʥʠʝ. ɸʢʦ ʚʲʥʰʥʠʪʝ ʧʦʪʨʝʙʠʪʝʣʠ ʧʨʘʚʷʪ ʦʮʝʥʢʘ ʥʘ 

ʜʦʩʪʘʚʯʠʢ ʩʧʦʨʝʜ ʥʘʮʠʦʥʘʣʝʥ ʠʣʠ ʤʝʞʜʫʥʘʨʦʜʝʥ ʩʪʘʥʜʘʨʪ ʝ ʥʘʣʠʮʝ ʩʭʝʤʘ 

ʦʪ ʚʪʦʨʘ ʩʪʨʘʥʘ - ñsecond party assessmentò. ʆʮʝʥʢʘʪʘ ʦʪ ʥʝʟʘʚʠʩʠʤʘ 

ʦʨʛʘʥʠʟʘʮʠʷ, ʥʝʩʚʲʨʟʘʥʘ ʩ ʜʦʛʦʚʦʨ ʤʝʞʜʫ ʜʦʩʪʘʚʯʠʢ ʠ ʧʦʪʨʝʙʠʪʝʣ - 

ñindependent third party  

4.7. ʉʨʘʚʥʝʥʠʝ ʤʝʞʜʫ TQM ʠ ISO 9001  

TQM e ʬʠʣʦʩʦʬʠʷ ʥʘ ʥʝʧʨʝʢʲʩʥʘʪʦ ʧʦʜʦʙʨʝʥʠʝ. ISO 9000 ʝ ʩʪʘʥʜʘʨʪ 

ʥʘ ʩʠʩʪʝʤʘʪʘ ʟʘ ʫʧʨʘʚʣʝʥʠʝ ʥʘ ʢʘʯʝʩʪʚʦʪʦ. ɿʘʝʤʘ ʤʷʩʪʦ ʚ ʩʠʩʪʝʤʘʪʘ, ʟʘ 

ʨʘʟʛʨʲʱʘʥʝ ʥʘ ʧʦʣʠʪʠʢʘʪʘ ʧʦ ʢʘʯʝʩʪʚʦ ʠ ʚʝʨʠʬʠʮʠʨʘʥʝ ʥʘ ʮʝʣʠʪʝ. 

ʇʨʠʣʦʞʝʥʠʝʪʦ ʥʘ ISO ʩʝ ʦʩʥʦʚʘʚʘ ʟʘ ʧʨʠʣʦʞʝʥʠʝ ʥʘ TQM. ʇʨʠ ʚʥʝʜʨʷʚʘʥʝ 
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ʥʘ ʩʪʘʥʜʘʨʪʠʪʝ ISO, 75% ʦʪ ʩʪʲʧʢʠʪʝ ʩʝ ʜʲʣʞʘʪ ʥʘ TQM.  ʈʝʚʠʟʠʷʪʘ (1999) 

ʥʘ ISO ʩʪʘʥʜʘʨʪʠʪʝ ʩʲʜʲʨʞʘ ʫʜʦʚʣʝʪʚʦʨʷʚʘʥʝ ʥʘ ʧʦʪʨʝʙʠʪʝʣʠʪʝ ʠ 

ʠʟʤʝʨʚʘʥʝ ʥʘ ʠʟʠʩʢʚʘʥʠʷʪʘ. ʆʪʥʦʩʥʦ ʢʘʯʝʩʪʚʦʪʦ ʧʨʠʣʘʛʘʥʝʪʦʪʦ ʥʘ TQM ʝ ʚ 

ʧʦ - ʛʦʣʷʤʘ ʩʪʝʧʝʥ ʧʨʦʘʢʪʠʚʥʦ. ʇʨʦʤʝʥʠʪʝ ʥʘ ʩʪʘʥʜʘʨʪʠʪʝ ISO 9001:2000 

ʚʲʚʝʞʜʘʪ ʤʦʜʝʣ ʥʘ ʧʨʦʮʝʩʘ ĂProcess Modelò. ʉʧʦʨʝʜ ʢʦʥʮʝʧʠʷʪʘ TQM 

ʢʘʯʝʩʪʚʦʪʦ ʤʦʞʝ ʜʘ ʙʲʜʝ ʫʧʨʘʚʣʷʚʘʥʦ ʠ ʪʦʚʘ ʝ ʧʨʦʮʝʩʲʪ [124]. 

 

5.ʉɺɽʊʆɺɽʅ ʆʇʀʊ ɿɸ ʆʎɽʅʂɸ ʅɸ ʂɸʏɽʉʊɺʆʊʆ ʅɸ ʄɽɼʀʎʀʅʉʂɸʊɸ 

ʇʆʄʆʑ 

ʉʚʝʪʦʚʥʠʷʪ ʦʧʠʪ ʟʘ ʧʨʦʫʯʚʘʥʝ ʠ ʦʮʝʥʢʘ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʤʝʜʠʮʠʥʩʢʘʪʘ 

ʧʦʤʦʱ ʩʣʝʜʚʘ ʯʘʩʪ ʦʪ ʠʥʜʫʩʪʨʠʘʣʥʠʪʝ ʤʝʪʦʜʠ ʟʘ ʠʟʤʝʨʚʘʥʝ ʠ ʫʧʨʘʚʣʝʥʠʝ ʥʘ 

ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʧʨʦʜʫʢʪʠʪʝ/ʫʩʣʫʛʠʪʝ, ʢʘʢʪʦ ʠ ʪʝʟʠ ʥʘ ʩʦʮʠʘʣʥʠʷ ʤʘʨʢʝʪʠʥʛ.  

5.1. ʉʠʩʪʝʤʠ ʟʘ ʧʨʦʫʯʚʘʥʝ ʥʘ ʫʜʦʚʣʝʪʚʦʨʝʥʠʝ ʥʘ ʧʦʪʨʝʙʠʪʝʣʷ 

ɺ ʟʜʨʘʚʝʦʧʘʟʚʘʥʝʪʦ, ʥʘʣʠʯʠʝʪʦ ʥʘ ʤʘʣʢʦ ʧʦʚʝʜʝʥʯʝʩʢʠ ʘʣʪʝʨʥʘʪʠʚʠ 

ʧʨʝʜʧʦʣʘʛʘ ʧʦʚʝʜʝʥʯʝʩʢʠ ʧʦʩʣʘʥʠʷ ʟʘ ʫʩʧʝʰʥʦ ʧʨʝʜʩʪʘʚʷʥʝ ʥʘ 

ʦʨʛʘʥʠʟʘʮʠʷʪʘ, ʢʦʝʪʦ ʦʙʘʯʝ ʥʝ ʦʟʥʘʯʘʚʘ ʦʧʪʠʤʘʣʥʦ ʨʘʚʥʠʱʝ ʥʘ 

ʫʜʦʚʣʝʪʚʦʨʝʥʦʩʪ. ʇʦʨʘʜʠ ʪʘʟʠ ʧʨʠʯʠʥʘ, ʜʘʥʥʠʪʝ ʟʘ ʫʜʦʚʣʝʪʚʦʨʝʥʦʩʪʪʘ ʥʘ 

ʧʦʪʨʝʙʠʪʝʣʷ ʩʘ ʚʘʞʝʥ ʠʥʜʠʢʘʪʦʨ ʟʘ ʫʩʧʝʭʘ ʥʘ ʦʨʛʘʥʠʟʘʮʠʷʪʘ, ʘ 

ʫʩʪʘʥʦʚʷʚʘʥʝʪʦ ʥʘ ʩʠʩʪʝʤʘ ʟʘ ʥʘʙʣʶʜʝʥʠʝ ʥʘ ʫʜʦʚʣʝʪʚʦʨʝʥʦʩʪʪʘ ʥʘ 

ʧʦʪʨʝʙʠʪʝʣʠʪʝ ʝ ʯʘʩʪ ʦʪ ʚʩʝʢʠʜʥʝʚʥʘʪʘ ʢʦʥʪʨʦʣʥʘ ʩʠʩʪʝʤʘ.  

ɺ ʂʣʠʚʣʲʥʜ, ʤʝʩʪʥʠʪʝ ʙʦʣʥʠʮʠ ʩʘ ʦʙʝʜʠʥʝʥʝʥʠ ʟʘ ʧʨʦʫʯʚʘʥʝ ʥʘ 

ʦʪʥʦʰʝʥʠʝʪʦ ʥʘ ʧʦʪʨʝʙʠʪʝʣʠʪʝ, ʢʦʝʪʦ ʩʝ ʧʨʦʚʝʞʜʘ ʥʘ ʚʩʝʢʠ ʜʚʝ ʛʦʜʠʥʠ. 

ʂʦʥʩʪʘʪʠʨʘʥʦ ʝ, ʯʝ Ăʧʨʦʫʯʚʘʥʝʪʦ ʝ ʧʨʝʚʲʨʥʘʪʦ ʚ ʛʦʣʷʤʘ ʢʘʤʧʘʥʠʷ ʟʘ 

ʧʦʩʪʠʛʘʥʝ ʥʘ ʧʦ ï ʚʠʩʦʢʦ ʢʘʯʝʩʪʚʦ ʦʪ ʩʪʨʘʥʘ ʥʘ ʦʥʝʟʠ ʙʦʣʥʠʮʠ, ʢʦʠʪʦ ʥʝ ʩʝ 

ʩʧʨʘʚʷʪ ʜʦʙʨʝò (ʇʘʪʨʠʢ ʄʘʢʪʘʡʛ, ʧʨʝʟʠʜʝʥʪ ʥʘ Corbett Health Connect) [59].  

ʋʜʦʚʣʝʪʚʦʨʝʥʦʩʪʪʘ ʥʘ ʧʦʪʨʝʙʠʪʝʣʠʪʝ ʩʝ ʠʟʤʝʨʚʘ ʪʨʫʜʥʦ. 

ʅʝʩʪʦʧʘʥʩʢʠʪʝ ʦʨʛʘʥʠʟʘʮʠʠ ʠʟʧʦʣʟʚʘʪ ʨʘʟʣʠʯʥʠ ʤʝʪʦʜʠ, ʟʘ ʜʘ ʨʘʟʙʝʨʘʪ 

ʢʘʢʚʘ ʫʜʦʚʣʝʪʚʦʨʝʥʦʩʪ ʩʲʟʜʘʚʘʪ ʫ ʧʦʪʨʝʙʠʪʝʣʠʪʝ. ɽʜʠʥ ʦʪ ʚʲʟʤʦʞʥʠʪʝ 

ʧʦʜʭʦʜʠ ʝ ʩʲʟʜʘʚʘʥʝʪʦ ʥʘ ʩʠʩʪʝʤʠ ʟʘ ʦʧʣʘʢʚʘʥʠʷ ʠ ʧʨʝʜʣʦʞʝʥʠʷ. ʇʨʠ 

ʪʦʟʠ ʤʝʪʦʜ ʤʝʥʠʜʞʤʲʥʪʲʪ ʧʨʝʦʜʦʣʷʚʘ ʪʨʠ ʝʪʘʧʘ. ʇʲʨʚʦ, ʧʨʠʝʤʘ 

ʧʨʦʪʠʚʦʨʝʯʠʚʘʪʘ ʠʜʝʷ, ʯʝ ʢʦʣʢʦʪʦ ʧʦʚʝʯʝ ʦʧʣʘʢʚʘʥʠʷ ʠʤʘ, ʪʦʣʢʦʚʘ  ʧʦ- 

ʜʦʙʨʝ, ʢʘʢʪʦ ʠ ʜʘ ʚʥʫʰʠ ʪʘʟʠ ʠʜʝʷ ʥʘ ʮʷʣʘʪʘ ʡʝʨʘʨʭʠʯʥʘ ʚʝʨʠʛʘ. ɺʪʦʨʦ, 

ʩʲʟʜʘʚʘʥʝ ʥʘ ʩʠʩʪʝʤʠ, ʢʦʠʪʦ ʫʣʝʩʥʷʚʘʪ ʥʝ/ʜʦʚʦʣʥʠʪʝ ʧʦʪʨʝʙʠʪʝʣʠ ʜʘ 

ʠʟʨʘʟʷʪ ʯʫʚʩʪʘʚʘʪʘ ʩʠ ʧʨʝʜ ʦʨʛʘʥʠʟʘʮʠʷʪʘ. ɺ ʙʦʣʥʠʮʘʪʘ ʤʦʛʘʪ ʜʘ ʙʲʜʘʪ 
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ʠʟʧʦʣʟʚʘʥʠ ʥʷʢʦʣʢʦ ʤʝʭʘʥʠʟʤʘ: ʧʦʩʪʘʚʷʥʝ ʚ ʢʦʨʠʜʦʨʘ ʥʘ ʢʫʪʠʷ ʟʘ 

ʧʨʝʜʣʦʞʝʥʠʷ, ʩʲʟʜʘʚʘʥʝ ʥʘ ʧʘʮʠʝʥʪʩʢʠ ʘʥʢʝʪʥʠ ʢʘʨʪʠ, ʫʩʪʘʥʦʚʷʚʘʥʝ ʥʘ 

ʟʘʱʠʪʥʘ ʠʣʠ ʦʤʙʫʜʩʤʘʥʩʢʘ ʩʠʩʪʝʤʘ, ʯʨʝʟ ʢʦʷʪʦ ʜʘ ʩʝ ʠʟʩʣʫʰʚʘʪ 

ʦʧʣʘʢʚʘʥʠʷʪʘ ʠ ʜʘ ʩʝ ʪʲʨʩʠ ʦʙʝʟʱʝʪʝʥʠʝ. ʊʨʝʪʦ, ʦʨʛʘʥʠʟʘʮʠʷʪʘ ʦʧʨʝʜʝʣʷ 

ʦʩʥʦʚʥʠʪʝ ʢʘʪʝʛʦʨʠʠ ʦʧʣʘʢʚʘʥʠʷ ʠ ʧʨʝʜʧʨʠʝʤʘ ʢʦʨʠʛʠʨʘʱʠ ʜʝʡʩʪʚʠʷ ʧʨʠ 

ʪʝʟʠ ʦʪ ʪʷʭ, ʢʦʠʪʦ ʧʦʢʘʟʚʘʪ ʥʘʡ ï ʛʦʣʝʤʠ ʧʦʚʪʦʨʷʝʤʦʩʪ ʠ ʩʝʨʠʦʟʥʦʩʪ, ʠ ʥʘʡ ï 

ʪʨʫʜʥʘ ʨʘʟʨʝʰʠʤʦʩʪ.  

5.2. ʉʠʩʪʝʤʘ ʟʘ ʧʦʜʦʙʨʷʚʘʥʝ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʣʝʢʘʨʩʪʚʦʪʝʨʘʧʠʷʪʘ 

ɺ ʩʚʝʪʦʚʝʥ ʤʘʱʘʙ ʥʝʞʝʣʘʥʠʪʝ ʣʝʢʘʨʩʪʚʝʥʠ ʨʝʘʢʮʠʠ (ʅʃʈ), ʢʦʠʪʦ ʩʘ 

ʨʝʟʫʣʪʘʪ ʥʘ ʧʦʣʠʧʨʘʛʤʘʟʠʷʪʘ ʩʘ ʚʦʜʝʱʘ ʧʨʠʯʠʥʘ ʟʘ ʩʤʲʨʪʥʦʩʪʪʘ. ɺ ʉɸʑ 

ʝʞʝʛʦʜʥʦ ʩʝ ʭʦʩʧʠʪʘʣʠʟʠʨʘʪ ʜʦ 8.8 ʤʣʥ. ʙʦʣʥʠ, ʦʪ ʢʦʠʪʦ 100 - 200  ʭʠʣʷʜʠ 

ʜʫʰʠ ʟʘʛʠʚʘʪ ʚʩʣʝʜʩʪʚʠʝ ʅʃʈ. ʊʝ ʩʘ ʯʝʪʚʲʨʪʘʪʘ ʧʨʠʯʠʥʘ ʟʘ ʩʤʲʨʪʥʦʩʪ ʩʣʝʜ 

ʩʲʨʜʝʯʥʠʪʝ ʟʘʙʦʣʷʚʘʥʠʷ (750 000), ʨʘʢʘ (530 000) ʠ ʤʦʟʲʯʥʠʷ ʠʥʩʫʣʪ (150 

000) [128]. 

ʉʪʨʫʢʪʫʨʘʪʘ ʥʘ ʅʃʈ, ʩʝ ʧʨʝʜʩʪʘʚʷ ʢʘʪʦ ʦʪʥʦʩʠʪʝʣʝʥ ʜʷʣ ʥʘ ʧʨʠʯʠʥʠʪʝ, 

ʢʦʠʪʦ ʛʠ ʧʦʨʘʞʜʘʪ: 51.9% ʥʘ ʧʦʣʠʬʘʨʤʘʮʠʷ/ʧʦʣʠʧʨʘʛʤʘʟʠʷ, 48.7% - 

ʥʝʜʦʦʮʝʥʢʘ ʥʘ ʘʥʘʤʥʝʟʘʪʘ, 17.8% - ʥʝʧʨʘʚʠʣʝʥ ʠʟʙʦʨ ʥʘ ʤʝʜʠʢʘʤʝʥʪ, 12.6% 

- ʥʝʧʨʘʚʠʣʥʘ ʜʦʟʠʨʦʚʢʘ, 34% ʦʪ ʥʝʞʝʣʘʥʠʪʝ ʨʝʘʢʮʠʠ ʩʘ ʧʦ ʚʠʥʘ ʥʘ ʣʝʢʘʨʷ. 

ʇʦʣʠʬʘʨʤʘʮʠʷʪʘ ʩʲʩʪʘʚʣʷʚʘ 80% ʦʪ ʣʝʢʘʨʩʢʠʪʝ ʛʨʝʰʢʠ, ʧʦʨʘʜʠ 

Ăʥʝʛʨʘʤʦʪʥʘò ʢʦʤʙʠʥʘʮʠʷ ʥʘ ʤʝʜʠʢʘʤʝʥʪʠ [101, 130].  

ʀʢʦʥʦʤʠʯʝʩʢʠʷʪ ʝʬʝʢʪ ʦʪ ʅʃʈ ʝ ʩʚʲʨʟʘʥ ʩ ʧʦ - ʚʠʩʦʢʠ ʨʘʟʭʦʜʠ, ʢʦʠʪʦ ʩʘ 

ʙʦʣʥʠʯʥʠ ʨʘʟʭʦʜʠ. ɼʲʣʞʘʪ ʩʝ ʥʘ ʧʨʦʜʲʣʞʠʪʝʣʝʥ ʙʦʣʥʠʯʝʥ ʧʨʝʩʪʦʡ, ʚʲʚ 

ʚʨʲʟʢʘ ʩ ʅʃʈ, ʢʦʠʪʦ ʩʝ ʩʣʫʯʚʘʪ ʧʦ ʚʨʝʤʝ ʥʘ ʭʦʩʧʠʪʘʣʠʟʘʮʠʷʪʘ ʠʣʠ ʩʘ 

ʧʨʠʯʠʥʘ ʟʘ ʥʝʷ. ɼʠʘʛʥʦʩʪʠʯʥʘʪʘ ʧʦʣʠʧʨʘʛʤʘʟʠʷ ʠ ʙʦʣʥʠʯʥʠʪʝ ʨʘʟʭʦʜʠ 

ʧʦʨʘʜʠ ʅʃʈ ʦʧʨʝʜʝʣʷʪ ʟʥʘʯʝʥʠʝʪʦ ʥʘ ʧʦʣʠʧʨʘʛʤʘʟʠʷʪʘ ʟʘ ʦʙʱʝʩʪʚʦʪʦ ʠ ʩʘ 

ʦʩʥʦʚʥʘ ʧʨʠʯʠʥʘ ʟʘ ʪʲʨʩʝʥʝ ʥʘ ʤʝʪʦʜʠ ʟʘ ʦʮʝʥʢʘ ʥʘ ʣʝʢʘʨʩʪʚʦʪʝʨʘʧʠʷʪʘ.  

ʅʘʫʯʥʠʪʝ ʠʟʩʣʝʜʚʘʥʠʷ, ʧʦʩʚʝʪʝʥʠ ʟʘ ʧʦʜʦʙʨʷʚʘʥʝ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʠ 

ʝʬʝʢʪʠʚʥʦʪʦ ʫʧʨʘʚʣʝʥʠʝ ʥʘ ʣʝʢʘʨʩʪʚʦʪʝʨʘʧʠʷʪʘ ʩʠ ʧʦʩʪʘʚʷʪ ʟʘ ʦʩʥʦʚʥʘ 

ʟʘʜʘʯʘ ʨʘʟʚʠʪʠʝ ʥʘ ʩʠʩʪʝʤʘʪʘ ʟʘ ʜʦʢʣʘʜʚʘʥʝ ʥʘ ʅʃʈ ʚ ʫʥʠʚʝʨʩʠʪʝʪʩʢʠʪʝ 

ʙʦʣʥʠʮʠ ʠ ʦʪʯʠʪʘʥʝ ʨʦʣʷʪʘ ʥʘ ʧʘʮʠʝʥʪʠʪʝ ʚ ʜʦʢʣʘʜʚʘʥʝʪʦ ʥʘ ʅʃʈ. ʊʘʢʠʚʘ 

ʩʠʩʪʝʤʠ ʩʘ ʨʘʟʚʠʪʠ ʚ ʨʝʜʠʮʘ ʫʥʠʚʝʨʩʠʪʝʪʩʢʠ ʙʦʣʥʠʮʠ ʚ ɻʝʨʤʘʥʠʷ, ʀʟʨʘʝ, 

ʖʞʥʘ ʀʥʜʠ ʠ ʊʘʡʣʘʥʜ [119, 138, 140, 139, 157].   

5.3. ʆʧʠʪʲʪ ʥʘ The Cleveland Clinic 
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ɹʦʣʥʠʮʘʪʘ ʚ ʂʣʠʚʣʲʥʜ, ĂThe Cleveland Clinicò ʝ ʝʜʥʘ ʦʪ 10-ʪʝ ʙʦʣʥʠʮʠ ʚ 

ʉɸʑ, ʦʟʥʘʯʝʥʠ ʢʘʪʦ ñThe Best of the Bestò (ʥʘʡ ï ʜʦʙʨʠʪʝ ʦʪ ʥʘʡ ï ʜʦʙʨʠʪʝ), ʚ 

ʛʦʜʠʰʥʘʪʘ ʢʣʘʩʘʮʠʷ ʥʘ ʙʦʣʥʠʮʠʪʝ ʚ ʉɸʑ ʦʪ 1990ʛ. ʥʘʩʘʤ. (U.S. News and 

World Report). The Cleveland Clinic Foundation ʧʨʝʜʣʘʛʘ ʰʝʩʪ ʠʥʜʠʢʘʪʦʨʘ ʟʘ 

ʩʨʘʚʥʝʥʠʝ ʥʘ ʜʦʩʪʘʚʯʠʮʠʪʝ ʥʘ ʟʜʨʘʚʥʘ ʛʨʠʞʘ: credentials, experience, range of 

services, participation in research and education, patient satisfaction, outcome.  

ʄʝʪʦʜʲʪ ʘʢʮʝʥʪʠʨʘ ʚʲʨʭʫ ʩʣʝʜʥʠʪʝ ʢʨʠʪʝʨʠʠ: ʩʧʦʩʦʙʥʦʩʪ ʥʘ ʙʦʣʥʠʮʘʪʘ 

ʜʘ ʜʦʩʪʘʚʷ ʩʪʘʥʜʘʨʪʠ ʥʘ ʟʜʨʘʚʥʘ ʛʨʠʞʘ, ʜʘ ʝ ʘʢʨʝʜʠʪʠʨʘʥʘ ʢʲʤ ĂThe Joint 

Commission on Accreditation of Healthcare Organizationsò (JCAHO)7, ʦʧʠʪ ʥʘ 

ʩʧʝʮʠʘʣʠʩʪʠʪʝ, ʨʘʥʞʠʨʘʥʝ ʥʘ ʥʘʣʠʯʥʠʪʝ ʫʩʣʫʛʠ, ʦʩʠʛʫʨʷʚʘʥʝ ʥʘ 24-ʚʘ ʛʨʠʞʘ, 

ʫʯʘʩʪʠʷ ʚ ʧʨʦʫʯʚʘʥʠʷ ʠ ʦʙʫʯʝʥʠʝ, ʫʜʦʚʣʝʪʚʦʨʝʥʦʩʪ ʥʘ ʧʘʮʠʝʥʪʠʪʝ, 

ʠʥʜʠʢʘʪʦʨʠ ʥʘ ʨʝʟʫʣʪʘʪʠʪʝ ʢʘʪʦ: ʩʤʲʨʪʥʦʩʪ, ʫʩʣʦʞʥʝʥʠʷ, ʯʝʩʪʦʪʘʪʘ ʥʘ 

ʧʦʩʣʝʜʚʘʱʦ ʣʝʯʝʥʠʝ, ʠʥʬʝʢʮʠʠ, ʥʝʧʣʘʥʠʨʘʥʠ ʨʝʭʦʩʧʠʪʘʣʠʟʘʮʠʠ. ʄʝʪʦʜʲʪ 

ʥʘ Cleveland Clinic, ʢʦʡʪʦ ʝ ʦʩʥʦʚʘʥ ʥʘ ʢʦʤʫʥʠʢʘʮʠʷʪʘ ʩ ʧʘʮʠʝʥʪʠʪʝ, 

ʦʩʠʛʫʨʷʚʘ ʠʥʬʦʨʤʠʨʘʥʦʩʪ ʟʘ ʣʝʯʝʙʥʠʪʝ ʟʘʚʝʜʝʥʠʷ ʠ ʣʝʢʘʨʠʪʝ, ʢʘʪʦ 

ʧʘʮʠʝʥʪʲʪ ʝ ʘʢʪʠʚʝʥ ʬʘʢʪʦʨ ʚ ʪʝʟʠ ʚʟʘʠʤʦʦʪʥʦʰʝʥʠʷ. ʌʦʨʤʠʨʘ ʦʪʛʦʚʦʨʥʦʩʪ 

ʠ ʟʘʱʠʪʘ ʥʘ ʧʨʘʚʘʪʘ ʥʘ ʧʘʮʠʝʪʠʪʝ [153].  

5.4. ʄʝʪʦʜʦʣʦʛʠʷ ʟʘ ʧʦʜʦʙʨʷʚʘʥʝ ʥʘ ʧʨʠʮʝʩʠʪʝ - ʄʦʜʝʣ DMAIC 

ʄʦʜʝʣʲʪ ĂDMAICò e ʧʨʝʜʩʪʘʚʝʥ ʦʪ University of Iowa Hospitals and Clinics. 

ʌʠʣʦʩʦʬʠʷʪʘ ʥʘ ʤʦʜʝʣʘ ʩʝ ʦʩʥʦʚʘʚʘ ʥʘ ʘʢʩʠʦʤʘʪʘ Ăʇʦʜʦʙʨʷʚʘʥʝʪʦ ʥʘ 

ʧʨʝʜʩʪʘʚʷʥʝʪʦ ʝ ʛʨʠʞʘ ʟʘ ʧʘʮʠʝʥʪʘò (Performance Improvement is Patient 

Care). ʇʦʜʦʙʨʷʚʘʥʝʪʦ ʥʘ ʧʨʝʜʩʪʘʚʷʥʝʪʦ ʩʝ ʦʪʥʘʩʷ ʟʘ ʢʣʠʥʠʯʥʠʪʝ ʠ ʥʝ- 

ʢʣʠʥʠʯʥʠ ʧʨʦʮʝʩʠ. ʉʘʤʘ ʧʦ ʩʝʙʝ ʩʠ ʤʝʪʦʜʦʣʦʛʠʷ ʟʘ ʧʦʜʦʙʨʷʚʘʥʝ ʥʘ ʧʨoʮʝʩʘ 

ʝ ʦʙʝʢʪʠʚʝʥ ʥʘʯʠʥ ʟʘ ʨʘʟʨʝʰʘʚʘʥʝ ʥʘ ʜʘʜʝʥ ʧʨʦʙʣʝʤ ʠ ʚʟʝʤʘʥʝ ʥʘ ʨʝʰʝʥʠʷ 

ʙʘʟʠʨʘʥʠ ʥʘ ʜʘʥʥʠ, ʥʘʡ ʝʬʝʢʪʠʚʥʦ ʠʟʧʦʣʟʚʘʥʝ ʥʘ ʚʨʝʤʝ, ʝʥʝʨʛʠʷ ʠ ʨʝʩʫʨʩʠ  

ʄʦʜʝʣʲʪ ĂDMAIʉò ʚʢʣʶʯʚʘ ʧʝʪ ʝʪʘʧʘ: Define, Measure, Analyze, Improve, 

Control [212, 213, 214, 215, 216]. ʇʨʠ ʚʩʝʢʠ ʝʜʠʥ ʦʪ ʝʪʘʧʠʪʝ ʩʝ ʧʨʠʣʘʛʘʪ 

ʠʥʪʫʠʪʠʚʥʠʪʝ ʠ/ʠʣʠ ʩʪʘʪʠʯʩʪʠʯʝʩʢʠ ʤʝʪʦʜʠ ʟʘ ʦʮʝʥʢʘ.  

5.5. ʇʨʦʝʢʪʲʪ Ăʄʨʝʞʘ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʛʨʠʞʘʪʘ ʟʘ ʜʠʘʙʝʪʘ ʚ 

ɽʚʨʦʧʘò (DIABCARE Quality Network in Europʝ) ï ʤʦʜʝʣ ʥʘ ʤʝʞʜʫʥʘʨʦʜʝʥ 

ʙʝʥʯʤʘʨʢʠʥʛ ʚ ʦʙʣʘʩʪʪʘ ʥʘ ʭʨʦʥʠʯʥʠʪʝ ʟʘʙʦʣʷʚʘʥʠʷ 

                                                           
7
 JCAHO ï ʦʙʱʦʥʘʨʦʜʥʘ ʢʦʤʠʩʠʷ, ʦʚʣʘʩʪʝʥʘ ʜʘ ʠʟʩʣʝʜʚʘ (ʠʥʩʧʝʢʪʠʨʘ) ʙʦʣʥʠʮʠʪʝ ʚ ʉɸʑ 



69 
 

ʇʨʦʝʢʪʲʪ Ăʄʨʝʞʘ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʛʨʠʞʘʪʘ ʟʘ ʜʠʘʙʝʪʘò, ʝ ʠʥʪʝʛʨʠʨʘʥʘ 

ʠʥʬʦʨʤʘʮʠʦʥʥʘ ʩʠʩʪʝʤʘ ʟʘ ʤʦʥʠʪʦʨʠʥʛ ʥʘ ʛʨʠʞʘʪʘ ʟʘ ʜʠʘʙʝʪʘ, ʟʣʘʪʝʥ 

ʩʪʘʥʜʘʨʪ ʥʘ ʧʨʦʛʨʘʤʘʪʘ ʟʘ ʜʝʡʥʦʩʪʠ ʦʪ ɼʝʢʣʘʨʘʮʠʷʪʘ ʦʪ ʉʝʡʥʪ ɺʠʥʩʝʥʪ. 

ʇʨʝʜʩʪʘʚʣʷʚʘ ʤʦʜʝʣ ʥʘ ʤʝʞʜʫʥʘʨʦʜʝʥ ʙʝʥʯʤʘʨʢʠʥʛ ʚ ʦʙʣʘʩʪʪʘ ʥʘ 

ʭʨʦʥʠʯʥʠʪʝ ʟʘʙʦʣʷʚʘʥʠʷ. ʂʣʶʯʦʚʠʪʝ ʫʯʘʩʪʥʠʮʠ ʥʘ ʧʨʦʝʢʪʘ ʩʘ: ĂDIABCARE 

Office EUROò, ĂDIABCARE Portugalò, ĂDIABCARE Franceò, ĂDIABCARE Bavariaò, 

ĂDIABCARE UKò, ĂDIABCARE Netherlandsò, ĂDIABCARE Norwayò, ĂDIABCARE 

Italyò, ĂDIABCARE Swedenò, ĂDIABCARE Austriaò, ĂDIABCARE Spainò, GSF 

Research Centre for Health and Environment, FAST Research Institute  for 

Applied Software Technology, Tromso University Hospital, Stavanger Technical 

College, Technical University of Ilmenau, Word Health Organisation (WHO), 

Regional office for Europe [146]. 
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ɻʃɸɺɸ ɺʊʆʈɸ - ʄɽʊʆɼʀʂɸ ʅɸ ʇʈʆʋʏɺɸʅɽʊʆ  

 

ʆʪ ʣʠʪʝʨʘʪʫʨʥʠʷ ʦʙʟʦʨ ʩʝ ʫʩʪʘʥʦʚʷʚʘ, ʯʝ ʚ ʥʘʩʪʦʷʱʠʷ ʤʦʤʝʥʪ 

ʩʪʦʧʘʥʩʢʠʪʝ ʦʨʛʘʥʠʟʘʮʠʠ ʩ ʫʩʧʝʭ ʧʨʠʣʘʛʘʪ ʘʥʘʣʠʪʠʯʥʠ ʠ ʝʢʧʝʨʪʥʠ ʤʝʪʦʜʠ ʟʘ 

ʦʮʝʥʢʘ ʥʘ ʢʘʯʝʩʪʚʦʪʦ, ʨʘʟʨʘʙʦʪʝʥʠ ʥʘ ʧʨʠʥʮʠʧʠʪʝ ʥʘ ʪʝʦʨʝʪʠʯʥʘʪʘ 

ʢʚʘʣʠʤʝʪʨʠʷ, ʦʪ ʢʦʠʪʦ ʤʝʜʠʮʠʥʩʢʘʪʘ ʢʚʘʣʠʪʦʣʦʛʠʷ ʠʟʦʩʪʘʚʘ.  

ʇʨʦʮʝʩʲʪ ʥʘ ʫʧʨʘʚʣʝʥʠʝ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʩʝ ʨʘʟʛʣʝʞʜʘ ʢʘʪʦ ʪʦʪʘʣʝʥ 

ʢʦʨʧʦʨʘʪʠʚʝʥ ʬʦʢʫʩ ʥʘ ʧʦʩʨʝʱʘʥʝ ʠ ʯʝʩʪʦ ʥʘʜʭʚʲʨʣʷʥʝ ʥʘ ʧʦʪʨʝʙʠʪʝʣʩʢʠʪʝ 

ʦʯʘʢʚʘʥʠʷ ʠ ʟʥʘʯʠʤʦ ʨʝʜʫʮʠʨʘʥʝ ʥʘ ʨʘʟʭʦʜʠʪʝ ʟʘ ʣʦʰʦ ʢʘʯʝʩʪʚʦ ʯʨʝʟ 

ʬʦʨʤʠʨʘʥʝ ʥʘ ʥʦʚʘ ʫʧʨʘʚʣʝʥʩʢʘ ʩʠʩʪʝʤʘ ʠ ʢʦʨʧʦʨʘʪʠʚʥʘ ʢʫʣʪʫʨʘ. ɿʘ 

ʧʦʚʝʯʝʪʦ ʦʨʛʘʥʠʟʘʮʠʠ ʨʘʟʭʦʜʠʪʝ ʟʘ ʣʦʰʦ ʢʘʯʝʩʪʚʦ ʩʝ ʠʟʯʠʩʣʷʚʘʪ ʦʪ 20 ʜʦ 25 

% ʦʪ ʛʦʜʠʰʥʠʪʝ ʧʨʦʜʘʞʙʠ. ʆʨʛʘʥʠʟʘʮʠʷʪʘ, ʢʦʷʪʦ ʤʦʞʝ ʜʘ ʜʝʬʠʥʠʨʘ, ʜʘ 

ʠʟʤʝʨʠ, ʜʘ ʦʮʝʥʠ ʠ ʜʦʩʪʠʛʥʝ ʢʘʯʝʩʪʚʦ, ʱʝ ʙʲʜʝ ʚ ʩʲʩʪʦʷʥʠʝ ʜʘ ʩʧʝʯʝʣʠ ʠ 

ʧʦʜʜʲʨʞʘ ʩʠʣʥʦ ʢʦʥʢʫʨʝʥʪʥʦ ʧʨʝʜʠʤʩʪʚʦ.  

ʈʘʟʛʣʝʜʘʥʠʪʝ ʚ ʣʠʪʝʨʘʪʫʨʥʠʷ ʦʙʟʦʨ ʤʝʪʦʜʠ ʟʘ ʦʮʝʥʢʘ ʥʘ 

ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʤʝʜʠʮʠʥʩʢʘʪʘ ʧʦʤʦʱ ʥʝ ʜʘʚʘʪ ʚʲʟʤʦʞʥʦʩʪ ʟʘ 

ʦʮʝʥʢʘ/ʠʟʤʝʨʚʘʥʝ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʦʪ ʛʣʝʜʥʘ ʪʦʯʢʘ ʥʘ TQM. ɺ ʥʘʩʪʦʷʱʠʷ 

ʤʦʤʝʥʪ ʥʝ ʩʲʱʝʩʪʚʫʚʘ ʨʲʢʦʚʦʜʩʪʚʦ, ʧʨʝʜʦʩʪʘʚʷʱʦ ʥʘ ʟʜʨʘʚʥʠʪʝ 

ʤʝʥʠʜʞʲʨʠ ʧʦʜʨʦʙʝʥ ʧʣʘʥ (ʧʨʦʝʢʪ) ʟʘ ʧʦʩʪʠʛʘʥʝ ʥʘ ʢʘʯʝʩʪʚʦ ʥʘ 

ʟʜʨʘʚʥʘʪʘ ʫʩʣʫʛʘ ʯʨʝʟ ʫʧʨʘʚʣʝʥʠʝ ʥʘ ʧʨʦʮʝʩʘ ʥʘ ʪʦʪʘʣʥʦʪʦ ʢʘʯʝʩʪʚʦ - 

Total Quality Management ʈrocess (TQM) ʠ ʧʦʜʦʙʨʷʚʘʥʝ ʥʘ ʢʘʯʝʩʪʚʦʪʦ 

Quality Improvement Process (QIP).  

 

1.ʎʝʣ ʥʘ ʠʟʩʣʝʜʚʘʥʝʪʦ 

ʎʝʣʪʘ ʥʘ ʥʘʩʪʦʷʱʘʪʘ ʜʦʢʪʦʨʩʢʘ ʪʝʟʘ ʝ ʜʘ ʙʲʜʝ ʠʟʨʘʙʦʪʝʥʘ ʠ 

ʧʨʝʜʩʪʘʚʝʥʘ ʢʦʥʮʝʧʮʠʷ ʟʘ ʦʮʝʥʢʘ ʥʘ ʜʝʡʥʦʩʪʪʘ ʥʘ ʨʘʮʠʦʥʘʣʥʘ 

ʩʪʨʫʢʪʫʨʘ ʥʘ ʦʨʛʘʥʠʟʘʮʠʷ, ʧʨʝʜʦʩʪʘʚʷʱʘ ʤʝʜʠʮʠʥʩʢʘ ʧʦʤʦʱ ʦʪ 

ʛʣʝʜʥʘ ʪʦʯʢʘ ʥʘ TQM. 

ʄʝʪʦʜʲʪ ʪʨʷʙʚʘ ʜʘ ʙʲʜʝ ʘʜʨʝʩʠʨʘʥ ʜʦ ʟʜʨʘʚʥʠʪʝ ʤʝʥʠʜʞʲʨʠ ʥʘ 

ʙʦʣʥʠʯʥʠ ʣʝʯʝʙʥʠ ʟʘʚʝʜʝʥʠʷ. ʇʦ ʩʲʱʝʩʪʚʦ ʧʨʝʜʩʪʘʚʣʷʚʘ Ăʧʲʪʥʘ ʢʘʨʪʘò, ʩ 

ʧʨʘʢʪʠʯʝʩʢʘ ʥʘʩʦʯʝʥʦʩʪ ʟʘ ʜʦʩʪʠʛʘʥʝ ʠ ʦʮʝʥʢʘ ʠ ʤʦʥʠʪʦʨʠʥʛ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʥʘ 

ʟʜʨʘʚʥʘʪʘ ʫʩʣʫʛʘ ʚ ʪʨʠʪʝ ʘʩʧʝʢʪʘ ʥʘ TQM ï ʬʦʢʫʩ ʚʲʨʭʫ ʧʦʪʨʝʙʠʪʝʣʷ, 
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ʧʦʜʦʙʨʷʚʘʥʝ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʧʨʦʮʝʩʠʪʝ (ʠʟʤʝʨʚʘʥʝ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʥʘ 

ʧʨʦʮʝʩʠʪʝ) ʠ ʪʦʪʘʣʥʦ ʚʲʚʣʠʯʘʥʝ ʥʘ ʧʝʨʩʥʘʣʘ ʚ ʜʝʡʥʦʩʪʠʪʝ.  

ʇʦʩʪʠʛʘʥʝʪʦ ʥʘ ʪʘʟʠ ʮʝʣ ʚʢʣʶʯʚʘ ʨʝʰʘʚʘʥʝʪʦ ʥʘ ʩʣʝʜʥʠʪʝ ʟʘʜʘʯʠ: 

1) ʇʨʝʜʩʪʘʚʷʥʝ ʥʘ ʤʝʪʦʜʦʣʦʛʠʯʝʩʢʠʪʝ ʦʩʥʦʚʠ ʥʘ ʦʮʝʥʢʘʪʘ ʥʘ 

ʧʨʦʜʫʢʪʠ/ʫʩʣʫʛʠ ʠ ʟʜʨʘʚʥʠ ʫʩʣʫʛʠ;  

2) ʆʮʝʥʢʘ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʯʨʝʟ ʠʟʤʝʨʚʘʥʝ ʥʘ ʟʘʚʠʩʠʤʦʩʪʪʘ ʤʝʞʜʫ 

ʚʲʟʧʨʠʷʪʠʷʪʘ ʟʘ ʤʝʜʠʮʠʥʩʢʘʪʘ ʫʩʣʫʛʘ ʩʣʝʜ ʥʝʡʥʦʪʦ ʧʦʣʫʯʘʚʘʥʝ ʠ 

ʦʯʘʢʚʘʥʠʷʪʘ ʟʘ ʥʝʷ ʧʨʝʜʠ ʧʦʣʫʯʘʚʘʥʝʪʦ Ҁ, ʧʦʩʨʝʜʩʪʚʦʤ ʢʨʠʪʝʨʠʠʪʝ 

ʥʘ ʤʝʪʦʜʠʢʘʪʘ SERVQUAL ʠ ʯʨʝʟ ʫʜʦʚʣʝʪʚʦʨʝʥʦʩʪʪʘ ʥʘ 

ʧʦʪʨʝʙʠʪʝʣʠʪʝ ʥʘ ʤʝʜʠʮʠʥʩʢʠ ʫʩʣʫʛʠ, ʩʧʦʨʝʜ ʧʨʝʜʣʘʛʘʥʘʪʘ ʦʬʝʨʪʘ 

ʦʪ ʦʨʛʘʥʠʟʘʮʠʠʪʝ - ʣʝʯʝʙʥʠ ʟʘʚʝʜʝʥʠʷ, ʧʦʩʨʝʜʩʪʚʦʤ ʨʘʟʨʘʙʦʪʚʘʥʝ 

ʥʘ ʙʘʟʦʚʠ ʘʥʢʝʪʠ: ɸʥʢʝʪʘ Ăʆʯʘʢʚʘʥʠʷò ʟʘ ʤʝʜʠʮʠʥʩʢʘ ʫʩʣʫʛʘ 

(ʇʨʠʣʦʞʝʥʠʝ ˉ 1), ɸʥʢʝʪʘ Ăɺʲʟʧʨʠʷʪʠʷò ʟʘ ʤʝʜʠʮʠʥʩʢʘ ʫʩʣʫʛʘ 

(ʇʨʠʣʦʞʝʥʠʝ ˉ 2), ʊʘʙʣʠʮʘ Ăɻʣʦʙʘʣʝʥ ʢʦʝʬʠʮʠʝʥʪ ʥʘ ʢʘʯʝʩʪʚʦʪʦò 

(ʇʨʠʣʦʞʝʥʠʝ ˉ 3) ʠ ʨʘʟʨʘʙʦʪʚʘʥʝ ʥʘ ʧʦʜʭʦʜʠ ʟʘ ʠʟʤʝʨʚʘʥʝ ʥʘ 

ʫʜʦʚʣʝʪʚʦʨʝʥʠʝʪʦ ʥʘ ʧʦʪʨʝʙʠʪʝʣʠʪʝ ï ɸʥʢʝʪʘ Ăʇʨʦʫʯʚʘʥʝ ʥʘ 

ʫʜʦʚʣʝʪʚʦʨʝʥʠʝʪʦ ʥʘ ʧʦʪʨʝʙʠʪʝʣʷò (ʇʨʠʣʦʞʝʥʠʝ ˉ 4), ʩʧʦʨʝʜ 

ʧʨʝʜʣʘʛʘʥʘʪʘ ʦʬʝʨʪʘ ʦʪ ʦʨʛʘʥʠʟʘʮʠʷʪʘ - ʣʝʯʝʙʥʦ ʟʘʚʝʜʝʥʠʝ;  

3) ʆʧʨʝʜʝʣʷʥʝ ʥʘ ʩʪʝʧʝʥʪʘ ʥʘ ʫʜʦʚʣʝʪʚʦʨʝʥʦʩʪ ʥʘ ʧʦʪʨʝʙʥʦʩʪʠʪʝ 

ʥʘ ʧʝʨʩʦʥʘʣʘ ʚ ʣʝʯʝʙʥʦʪʦ ʟʘʚʝʜʝʥʠʝ, ʯʨʝʟ ʠʟʛʦʪʚʷʥʝ ʥʘ ɸʥʢʝʪʥʘ 

ʢʘʨʪʘ ʟʘ ʨʘʟʨʘʙʦʪʚʘʥʝ ʥʘ ʤʦʪʠʚʘʮʠʦʥʝʥ ʧʨʦʬʠʣ ʥʘ ʧʝʨʩʦʥʘʣʘ ʚ 

ʃɿɹʇ (ʇʨʠʣʦʞʝʥʠʝ ˉ 5); 

4). ʆʮʝʥʢʘ ʥʘ ʧʨʦʮʝʩʘ - ʘʥʘʣʠʟ ʥʘ ʤʝʪʦʜʠʢʘʪʘ SERVQUAL. 

5). ʈʘʟʨʘʙʦʪʚʘʥʝ ʥʘ ʢʦʥʮʝʧʪʫʘʣʝʥ ʤʦʜʝʣ (ʘʣʛʦʨʠʪʲʤ) ʥʘ ʦʮʝʥʢʘ ʟʘ 

ʨʘʮʠʦʥʘʣʥʘ ʩʪʨʫʢʪʫʨʘ ʥʘ ʦʨʛʘʥʠʟʘʮʠʷ, ʧʨʝʜʦʩʪʘʚʷʱʘ ʤʝʜʠʮʠʥʩʢʘ 

ʧʦʤʦʱ ʠ ʟʜʨʘʚʥʠ ʫʩʣʫʛʠ, ʦʪ ʛʣʝʜʥʘ ʪʦʯʢʘ ʥʘ ʢʦʥʮʝʧʮʠʷʪʘ TQM; 

ʍʠʧʦʪʝʟʘ ˉ 1: ʄʝʪʦʜʠʢʘʪʘ SERVQUAL ʢʘʪʦ ʝʜʠʥ ʦʪ ʨʘʟʧʨʦʩʪʨʘʥʝʥʠʪʝ 

ʠʥʩʪʨʫʤʝʥʪʠ ʟʘ ʦʮʝʥʢʘ ʥʘ ʢʘʯʝʩʪʚʦʪʦ, ʠʟʤʝʨʚʘ ʧʨʝʜʠʤʥʦ ʬʫʥʢʮʠʦʥʘʣʥʦʪʦ 

ʢʘʯʝʩʪʚʦ (ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʧʨʦʮʝʩʘ ʥʘ ʧʨʝʜʦʩʪʘʚʷʥʝ ʥʘ ʫʩʣʫʛʘʪʘ). 

ʍʠʧʦʪʝʟʘ ˉ 2: ʂʘʯʝʩʪʚʦʪʦ ʥʘ ʤʝʜʠʮʠʥʩʢʪʘ ʫʩʣʫʛʘ, ʠʟʤʝʨʝʥʠʦ ʯʨʝʟ 

ʛʣʦʙʘʣʥʠʷ ʢʦʝʬʠʮʠʝʥʪ ʥʘ ʢʘʯʝʩʪʚʦʪʦ SQI ʥʘ ʤʝʪʦʜʠʢʘʪʘ SERVQUAL, ʟʘʚʠʩʠ 

ʦʪ ʚʘʞʥʦʩʪʪʘ, ʢʦʷʪʦ Ҁ ʧʨʠʜʘʚʘʪ ʧʦʪʨʝʙʠʪʝʣʠʪʝ ʠ ʧʨʝʜʩʪʘʚʷʥʝʪʦ Ҁ ʧʦ ʚʩʝʢʠ 

ʝʜʠʥ ʢʦʤʧʦʥʝʥʪ ʥʘ ʦʬʝʨʘʪʘʪʘ ʥʘ ʃɿɹʇ (ʟʘʚʠʩʠʤʦʩʪ: ʫʜʦʚʣʝʪʚʦʨʝʥʠʝ / 

ʠʟʧʲʣʥʝʥʠʝ ï SQI) 
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ʍʠʧʦʪʝʟʘ ˉ 3:ʄʦʪʠʚʘʮʠʷʪʘ ʥʘ ʩʲʪʨʫʜʥʠʮʠʪʝ ʚ ʦʨʛʘʥʠʟʘʮʠʷʪʘ, ʢʘʪʦ 

ʩʲʱʝʩʪʚʝʥʘ ʯʘʩʪ ʦʪ  ʢʦʥʮʝʧʮʠʷʪʘ ʟʘ ʪʦʪʘʣʥʦ ʢʘʯʝʩʪʚʦ ʠʥʜʠʨʝʢʪʥʦ ʠʟʤʝʨʚʘ 

ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʤʝʜʠʮʠʥʩʢʘʪʘ ʫʩʣʫʛʘ, ʠʟʨʘʟʝʥʦ ʯʨʝʟ ʛʣʦʙʘʣʥʠʷ ʢʦʝʬʠʮʠʝʥʪ ʥʘ 

ʢʘʯʝʩʪʚʦʪʦ (SQI) ʥʘ ʤʝʪʦʜʠʢʘʪʘ SERVQUAL. 

 

2.ʆʙʝʢʪ ʥʘ ʠʟʩʣʝʜʚʘʥʝʪʦ 

ʆʙʝʢʪ ʥʘ ʥʘʙʣʶʜʝʥʠʝʪʦ ʝ ʨʘʮʠʦʥʘʣʥʘ ʩʪʨʫʢʪʫʨʘ ʥʘ ʦʨʛʘʥʠʟʘʮʠʷ, 

ʧʨʝʜʦʩʪʘʚʷʱʘ ʤʝʜʠʮʠʥʩʢʘ ʧʦʤʦʱ ʠ ʟʜʨʘʚʥʠ ʫʩʣʫʛʠ, ʢʘʪʦ ʦʙʭʚʘʪʲʪ ʥʘ 

ʝʢʩʧʝʨʠʤʝʥʪʘ ʝ ʩʪʝʩʥʝʥ ʜʦ ʥʠʚʦ ʪʝʨʘʧʝʚʪʠʯʥʦ ʦʪʜʝʣʝʥʠʝ.   

2.1. ɿʘ ʨʝʰʘʚʘʥʝ ʥʘ ʧʲʨʚʘʪʘ ʟʘʜʘʯʘ ʝ ʠʟʧʦʣʟʚʘʥʘ ʢʦʤʧʠʣʘʮʠʷ ʥʘ 

ʫʪʚʲʨʜʝʥʘ ʠʥʬʦʨʤʘʮʠʷ ʦʪ ʥʘʪʨʫʧʘʥ ʪʝʦʨʝʪʠʯʝʩʢʠ ʠ ʧʨʘʢʪʠʯʝʩʢʠ ʦʧʠʪ ʦʪ 

ʨʘʟʣʠʯʥʠ ʥʘʫʯʥʠ ʦʙʣʘʩʪʠ: ʤʝʥʠʜʞʤʲʥʪ, ʧʨʘʚʦ, ʢʚʘʣʠʪʦʣʦʛʠʷ, ʢʚʘʣʠʤʝʪʨʠʷ, 

ʠʢʦʥʦʤʠʢʘ, ʤʝʜʠʮʠʥʘ ʠ ʜʨʫʛʠ. ʇʦʩʪʘʥʦʚʢʘʪʘ ʥʘ ʪʘʟʠ ʯʘʩʪ ʝ ʠʟʮʷʣʦ 

ʪʝʦʨʝʪʠʯʥʘ. ʈʝʰʝʥʠʝʪʦ ʥʘ ʟʘʜʘʯʘʪʘ ʪʨʷʙʚʘ ʜʘ ʜʘʜʝ ʦʪʛʦʚʦʨ ʥʘ ʩʣʝʜʥʠʪʝ 

ʚʲʧʨʦʩʠ: ʟʘʱʦ ʝ ʥʝʦʙʭʦʜʠʤʦ ʜʘ ʩʝ ʦʮʝʥʷʚʘ ʢʘʯʝʩʪʚʦʪʦ, ʢʘʢʚʦ ʜʘ ʦʮʝʥʷʚʘʤʝ 

ʠ ʦʪ ʢʲʜʝ ʜʘ ʪʨʲʛʥʝʤ, ʢʘʢʚʘ ʝ ʩʲʱʥʦʩʪʪʘ ʠ ʩʪʨʫʢʪʫʨʘʪʘ ʥʘ ʦʮʝʥʢʘʪʘ;  

2.2. ɿʘ ʨʝʰʘʚʘʥʝ ʥʘ ʚʪʦʨʘʪʘ ʟʘʜʘʯʘ ʩʘ ʠʟʧʦʣʟʚʘʥʠ ʢʨʠʪʝʨʠʠʪʝ ʥʘ 

ʠʥʩʪʨʫʤʝʥʪʘ SERVQUAL (Service Quality) ʟʘ ʦʧʨʝʜʝʣʷʥʝ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʥʘ 

ʫʩʣʫʛʠʪʝ. ʉʲʩʪʘʚʝʥʠ ʩʘ ʜʚʝ ʙʘʟʦʚʠ ʘʥʢʝʪʠ: ʟʘ ʠʟʤʝʨʚʘʥʝ ʥʘ ʦʯʘʢʚʘʥʠʷʪʘ ʥʘ 

ʧʦʪʨʝʙʠʪʝʣʠʪʝ ʠ ʟʘ ʠʟʤʝʨʚʘʥʝ ʥʘ ʚʲʟʧʨʠʷʪʠʷʪʘ ʟʘ ʢʘʯʝʩʪʚʦʪʦ, ʢʦʠʪʦ ʩʘ 

ʘʜʘʧʪʠʨʘʥʠ ʢʲʤ ʩʧʝʮʠʬʠʢʘʪʘ ʥʘ ʤʝʜʠʮʠʥʩʢʘʪʘ ʜʝʡʥʦʩʪ ʠ ʦʨʛʘʥʠʟʘʮʠʷʪʘ, ʠ 

ʦʩʦʙʝʥʦʩʪʠʪʝ ʥʘ ʫʩʣʫʛʘʪʘ, ʢʦʷʪʦ ʪʷ ʧʨʝʜʦʩʪʘʚʷ. ʇʨʝʜʧʦʣʘʛʘ ʩʝ ʠʟʤʝʨʚʘʥʝ ʥʘ 

ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʫʩʣʫʛʘʪʘ ʩ ʧʦʤʦʱʪʘ ʥʘ ʢʦʣʠʯʝʩʪʚʝʥʠʷ ʧʦʢʘʟʘʪʝʣ ï çɻʣʦʙʘʣʝʥ 

ʢʦʝʬʠʮʠʝʥʪ ʥʘ ʢʘʯʝʩʪʚʦʪʦè SQI (Service Quality Index), ʦʪʨʘʟʷʚʘʱ 

ʩʲʦʪʥʦʰʝʥʠʝʪʦ ʥʘ ʚʲʟʧʨʠʝʤʘʥʦʪʦ ʢʘʯʝʩʪʚʦ ʢʲʤ ʦʯʘʢʚʘʥʦʪʦ ʢʘʯʝʩʪʚʦ ʥʘ 

ʫʩʣʫʛʘʪʘ. ʈʘʟʯʝʪʲʪ ʥʘ ʠʥʜʝʢʩʘ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʩʝ ʦʩʥʦʚʘʚʘ ʥʘ ʨʝʟʫʣʪʘʪʠʪʝ ʦʪ 

ʘʥʢʝʪʠʨʘʥʝʪʦ ʥʘ ʧʦʪʨʝʙʠʪʝʣʠʪʝ ʥʘ ʫʩʣʫʛʘʪʘ. ʂʨʠʪʝʨʠʠʪʝ ʥʘ ʘʥʢʝʪʠʪʝ ʩʘ 

ʫʥʠʚʝʨʩʘʣʥʠ ʟʘ ʠʟʤʝʨʚʘʥʝ ʥʘ ʫʩʣʫʛʠʪʝ, ʘʜʘʧʪʠʨʘʥʠ ʟʘ ʣʝʯʝʙʥʠ ʟʘʚʝʜʝʥʠʷ ʟʘ 

ʙʦʣʥʠʯʥʘ ʧʦʤʦʱ ʠ ʧʘʮʠʝʥʪʠ ï ʧʦʪʨʝʙʠʪʝʣʠ ʥʘ ʟʜʨʘʚʥʠ ʫʩʣʫʛʠ. 

ʈʘʟʨʘʙʦʪʚʘʥʝ ʥʘ ʤʝʪʦʜʠʢʘ ʟʘ ʧʦʜʭʦʜʠ ʟʘ ʠʟʤʝʨʚʘʥʝ ʥʘ 

ʫʜʦʚʣʝʪʚʦʨʝʥʠʝʪʦ ʥʘ ʧʦʪʨʝʙʠʪʝʣʠʪʝ:  

Á ʄʝʪʦʜʲʪ Ăʇʨʷʢʦ ʠʟʨʘʟʝʥʦ ʫʜʦʚʣʝʪʚʦʨʝʥʠʝò ʠʤʘ ʟʘ ʮʝʣ ʜʘ 

ʙʲʜʝ ʦʧʨʝʜʝʣʝʥʦ ʨʘʚʥʠʱʝʪʦ ʥʘ ʟʘʜʦʚʦʣʩʪʚʦ ʦʪ ʣʝʯʝʙʥʦʪʦ ʟʘʚʝʜʝʥʠʝ ʢʘʪʦ 
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ʮʷʣʦ ʠ ʧʦ ʢʦʤʧʦʥʝʥʪʠʪʝ ʥʘ ʦʬʝʨʪʘʪʘ ʤʫ. ɺʲʧʨʦʩʥʠʢʲʪ ʩʝ ʨʘʟʧʨʦʩʪʨʘʥʷʚʘ 

ʣʠʯʥʦ (ʠʣʠ ʪʝʣʝʬʦʥʥʦ ʠʥʪʝʨʚʶ ʠʣʠ ʧʦ ʧʦʱʘʪʘ).  

Á ʄʝʪʦʜʲʪ Ăʈʝʡʪʠʥʛ ʚʘʞʥʦʩʪ/ʧʦʩʪʠʞʝʥʠʝò ʠʤʘ ʟʘ ʮʝʣ ʜʘ ʥʘʢʘʨʘ 

ʧʦʪʨʝʙʠʪʝʣʠʪʝ ʜʘ ʢʣʘʩʠʨʘʪ ʨʘʟʣʠʯʥʠʪʝ ʢʦʤʧʦʥʝʥʪʠ ʥʘ ʦʬʝʨʪʘʪʘ ʥʘ 

ʣʝʯʝʙʥʦʪʦ ʟʘʚʝʜʝʥʠʝ ʦʪ ʛʣʝʜʥʘ ʪʦʯʢʘ ʥʘ ʜʚʘ ʢʨʠʪʝʨʠʷ: ʚʘʞʥʦʩʪʪʘ ʥʘ ʚʩʝʢʠ 

ʢʦʤʧʦʥʝʥʪ ʠ ʧʨʝʜʩʪʘʚʷʥʝʪʦ ʥʘ ʦʨʛʘʥʠʟʘʮʠʷʪʘ ʧʦ ʚʩʝʢʠ ʝʜʠʥ ʢʦʤʧʦʥʝʥʪ.  

2.3. ʇʨʠ ʨʝʰʘʚʘʥʝ ʥʘ ʪʨʝʪʘʪʘ ʟʘʜʘʯʘ ʩʝ ʩʪʲʧʠ ʚʲʨʭʫ ʢʦʤʧʣʝʢʩ ʦʪ 

ʫʪʚʲʨʜʝʥʠ ʚ ʦʨʛʘʥʠʟʘʮʠʦʥʥʘʪʘ ʧʨʘʢʪʠʢʘ ʤʦʪʠʚʘʮʠʦʥʥʠ ʬʘʢʪʦʨʠ, ʬʦʨʤʠʨʘʥʠ 

ʚʲʟ ʦʩʥʦʚʘ ʥʘ ʠʟʚʝʩʪʥʠʪʝ ʤʦʪʠʚʘʮʠʦʥʥʠ ʤʦʜʝʣʠ ʠ ʪʝʦʨʠʠ ʟʘ ʤʦʪʠʚʘʮʠʷʪʘ. 

ʎʝʣʪʘ ʝ ʜʘ ʩʝ ʜʠʘʛʥʦʩʪʠʮʠʨʘ ʦʪʥʦʰʝʥʠʝʪʦ ʠ ʦʮʝʥʢʘʪʘ ʥʘ ʟʘʝʪʠʪʝ ʣʠʮʘ ʢʲʤ 

ʟʥʘʯʠʤʦʩʪʪʘ ʥʘ ʤʦʪʠʚʘʮʠʦʥʠʪʝ ʬʘʢʪʦʨʠ ʠ ʢʲʤ ʨʘʚʥʠʱʝʪʦ ʥʘ 

ʫʜʦʚʣʝʪʚʦʨʝʥʦʩʪ ʥʘ ʧʦʪʨʝʙʥʦʩʪʠʪʝ ʠʤ ʩʧʨʷʤʦ ʪʷʭ.  

ʅʘ ʚʩʝʢʠ ʝʜʠʥ ʦʪ ʤʦʪʠʚʘʮʠʦʥʥʠʪʝ ʬʘʢʪʦʨʠ ʩʝ ʧʨʠʜʘʚʘ ʨʘʥʛ (ʩ ʨʘʥʛ 1 ʩʝ 

ʦʪʙʝʣʷʟʚʘ ʥʘʡ ï ʚʘʞʥʠʷʪ ʬʘʢʪʦʨ, ʘ ʩ ʨʘʥʛ 15 ï ʥʘʡ ï ʤʘʣʦʚʘʞʥʠʷʪ). ʊʝʟʠ 

ʟʥʘʯʝʥʠʷ ʩʝ ʩʲʙʠʨʘʪ ʠ ʩʝ ʨʘʟʜʝʣʷʪ ʥʘ ʙʨʦʷ ʥʘ ʘʥʢʝʪʠʨʘʥʠʪʝ ʣʠʮʘ, ʟʘ ʜʘ ʩʝ 

ʧʦʣʫʯʘʪ ʦʪʥʦʩʠʪʝʣʥʠʪʝ ʪʝʛʣʘ, ʥʘ ʙʘʟʘʪʘ ʥʘ ʢʦʠʪʦ ʩʝ ʦʩʲʱʝʩʪʚʷʚʘ 

ʨʘʥʞʠʨʘʥʝʪʦ ʥʘ ʤʦʪʠʚʘʮʠʦʥʥʠʪʝ ʬʘʢʪʦʨʠ. 

2.4. ʈʝʰʘʚʘʥʝʪʦ ʥʘ ʯʝʪʚʲʨʪʘʪʘ ʟʘʜʘʯʘ ʩʝ ʦʩʲʱʝʩʪʚʷʚʘ, ʯʨʝʟ 

ʪʝʦʨʝʪʠʯʝʥ ʘʥʘʣʠʟ ʥʘ ʜʘʥʥʠʪʝ ʦʪ ʧʨʝʜʦʩʪʘʚʷʥʝʪʦ ʥʘ ʟʜʨʘʚʥʘ ʫʩʣʫʛʘ ʧʦ 

ʤʝʪʦʜʠʢʘʪʘ SERVQUAL). 

2.5. ʇʨʠ ʨʝʰʘʚʘʥʝ ʥʘ ʧʝʪʘʪʘ ʟʘʜʘʯʘ ʟʘ ʨʘʟʨʘʙʦʪʚʘʥʝʪʦ ʥʘ 

ʂʦʥʮʝʧʪʫʘʣʝʥ ʤʦʜʝʣ ʥʘ ʦʮʝʥʢʘ ʟʘ ʨʘʮʠʦʥʘʣʥʘ ʩʪʨʫʢʪʫʨʘ ʥʘ ʦʨʛʘʥʠʟʘʮʠʷ, 

ʧʨʝʜʦʩʪʘʚʷʱʘ ʤʝʜʠʮʠʥʩʢʘ ʧʦʤʦʱ ʠ ʟʜʨʘʚʥʠ ʫʩʣʫʛʠ, ʩʝ ʠʟʧʦʣʟʚʘʪ ʪʝʦʨʝʪʠʯʥʠ 

ʧʦʩʪʘʥʦʚʢʠ ʦʪ ʢʦʥʮʝʧʮʠʷʪʘ TQM, ʚʠʞʜʘʥʠʷ ʠ ʠʟʚʦʜʠ ʥʘ ʘʚʪʦʨʘ.   

3.ɽʜʠʥʠʮʠ ʥʘ ʥʘʙʣʶʜʝʥʠʝ 

ʃʦʛʠʯʝʩʢʠ ʝʜʠʥʠʮʠ ʥʘ ʥʘʙʣʶʜʝʥʠʝʪʦ ʩʘ ʧʦʪʨʝʙʠʪʝʣʠʪʝ ʥʘ ʙʦʣʥʠʯʥʠ 

ʫʩʣʫʛʠ (ʭʦʩʧʠʪʘʣʠʟʠʨʘʥʠ ʧʘʮʠʝʥʪʠ) ʠ ʧʨʝʜʣʘʛʘʥʠʪʝ ʚʠʜʦʚʝ ʤʝʜʠʮʠʥʩʢʠ 

ʫʩʣʫʛʠ. ʊʝʭʥʠʯʝʩʢʠ ʝʜʠʥʠʮʠ ʥʘ ʥʘʙʣʶʜʝʥʠʝʪʦ ʩʘ ʦʪʜʝʣʝʥʠʷ ʚ ʃɿɹʇ.  

ʂʨʠʪʝʨʠʡ ʧʨʠ ʠʟʙʦʨ ʥʘ ʣʦʛʠʯʝʩʢʠʪʝ ʠ ʪʝʭʥʠʯʝʩʢʠʪʝ ʝʜʠʥʠʮʠ ʝ 

ʧʨʠʥʘʜʣʝʞʥʦʩʪʪʘ ʢʲʤ ʭʨʦʥʠʯʥʠ ʟʘʙʦʣʷʚʘʥʠʷ, ʩ ʮʝʣ ʧʦʩʪʠʛʘʥʝ ʥʘ 

ʘʜʝʢʚʘʪʥʦʩʪ, ʜʦʩʪʦʚʝʨʥʦʩʪ ʠ ʦʙʝʢʪʠʚʥʦʩʪ ʧʨʠ ʦʪʛʦʚʦʨʠʪʝ ʠ ʠʟʙʷʛʚʘʥʝ ʥʘ 

ʩʫʙʝʢʪʠʚʠʟʲʤ ʠ ʟʘʚʠʩʠʤʦʩʪ.  

4.ʇʨʠʟʥʘʮʠ ʥʘ ʥʘʙʣʶʜʝʥʠʝ   
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ɼʝʪʝʨʤʠʥʘʥʪʠ ʟʘ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʫʩʣʫʛʘʪʘ, ʢʦʝʬʠʮʠʝʥʪʠ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʧʦ 

ʦʪʜʝʣʥʠʪʝ ʜʝʪʝʨʤʠʥʘʥʪʠ (ʧʨʠ ʩʨʘʚʥʝʥʠʝ ʥʘ ʜʝʪʝʨʤʠʥʝʥʪʠʪʝ ʧʦ ʤʝʪʦʜʠʢʘʪʘ 

SERVQUAL), ʤʦʪʠʚʘʮʠʦʥʥʠ ʬʘʢʪʦʨʠ ʠʟʛʨʘʞʜʘʱʠ ʤʦʪʠʚʘʮʠʦʥʥʠʷ ʧʨʦʬʠʣ ʥʘ 

ʧʝʨʩʦʥʘʣʘ, ʢʦʤʧʦʥʝʥʪʠʪʝ ʥʘ ʦʬʝʨʪʘʪʘ ʥʘ ʃɿɹʇ. 

5.ɺʨʝʤʝ ʥʘ ʥʘʙʣʶʜʝʥʠʝʪʦ ï ʝʜʥʦʢʨʘʪʥʦ ʧʨʠ ʧʨʠʣʘʛʘʥʝ ʥʘ ʘʥʢʝʪʥʠʷ 

ʤʝʪʦʜ ʠ ʣʦʥʛʦʪʫʜʠʥʘʣʥʦ, ʨʝʪʨʦʛʨʘʜʥʦ ʧʨʠ ʠʟʧʦʣʟʚʘʥʝ ʥʘ ʩʪʘʪʠʩʪʠʯʝʩʢʠʪʝ 

ʜʘʥʥʠ ʟʘ oʮʝʥʢʘ ʥʘ ʜʝʡʥʦʩʪʪʘ.  

6.ʄʷʩʪʦ ʥʘ ʥʘʙʣʶʜʝʥʠʝʪʦ - ʝʢʩʧʝʨʠʤʝʥʪʘʣʥʦ ʧʨʦʫʯʚʘʥʝ ʚ ʣʝʯʝʙʥʦ 

ʟʘʚʝʜʝʥʠʝ ʟʘ ʙʦʣʥʠʯʥʘ ʧʦʤʦʱ. 

7.ʄʝʪʦʜʠ ʥʘ ʥʘʙʣʶʜʝʥʠʝʪʦ 

7.1. ɸʥʢʝʪʝʥ ʤʝʪʦʜ 

ɿʘʜʘʯʘʪʘ ʥʘ ʘʥʢʝʪʥʠʷ ʤʝʪʦʜ ʝ ʜʘ ʩʝ ʥʘʧʨʘʚʠ ʦʮʝʥʢʘ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʥʘ 

ʧʨʝʜʣʘʛʘʥʠʪʝ ʤʝʜʠʮʠʥʩʢʠ ʫʩʣʫʛʠ ʚ ʜʘʜʝʥʦʪʦ ʃɿ ʠ ʜʘ ʩʝ ʨʘʟʨʘʙʦʪʷʪ 

ʧʨʝʜʣʦʞʝʥʠʷ ʟʘ ʥʝʛʦʚʦʪʦ ʫʩʲʚʲʨʰʝʥʩʪʚʘʥʝ, ʧʦʩʨʝʜʩʪʚʦʤ ʩʲʯʝʪʘʥʦʪʦ 

ʧʨʠʣʘʛʘʥʝ ʥʘ ʜʚʘʪʘ ʠʥʩʪʨʫʤʝʥʪʘ: ʄʝʪʦʜʠʢʘʪʘ SERVQUAL, ʠ ʄʦʜʝʣʲʪ Gap. 

ɿʘ ʠʟʧʲʣʥʝʥʠʝ ʥʘ ʟʘʜʘʯʘʪʘ ʥʘ ʘʥʢʝʪʥʠʷ ʤʝʪʦʜ, ʩʘ ʩʲʩʪʘʚʝʥʠ ʜʚʝ ʙʘʟʦʚʠ 

ʘʥʢʝʪʠ:  

Á ɸʥʢʝʪʘ Ăʆʯʘʢʚʘʥʠʷ ʟʘ ʤʝʜʠʮʠʥʩʢʘ ʫʩʣʫʛʘò, (ʇʨʠʣʦʞʝʥʠʝ ˉ1); 

Á ɸʥʢʝʪʘ Ăɺʲʟʧʨʠʷʪʠʷ ʟʘ ʤʝʜʠʮʠʥʩʢʘ ʫʩʣʫʛʘò, (ʇʨʠʣʦʞʝʥʠʝ ˉ2); 

ɿʘ ʢʨʠʪʝʨʠʠ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ɸʥʢʝʪʠʪʝ Ăʆʯʘʢʚʘʥʠʷ ʟʘ ʤʝʜʠʮʠʥʩʢʘ 

ʫʩʣʫʛʘò ʠ Ăɺʲʟʧʨʠʷʪʠʷ ʟʘ ʤʝʜʠʮʠʥʩʢʘ ʫʩʣʫʛʘò ʩʘ ʠʟʧʦʣʟʚʘʥʠ ʧʝʪʪʝ ʢʨʠʪʝʨʠʷ 

ʥʘ ʤʝʪʦʜʠʢʘʪʘ SERVQUAL, ʢʘʪʦ ʚʩʝʢʠ ʝʜʠʥ ʢʨʠʪʝʨʠʡ ʝ ʨʘʟʜʝʣʝʥ ʥʘ 4 ʠʣʠ 5 

ʧʦʜʢʨʠʪʝʨʠʷ (ʦʙʱʦ 22 ʧʦʜʢʨʠʪʝʨʠʷ), ʘʜʘʧʪʠʨʘʥʠ ʢʲʤ ʤʝʜʠʮʠʥʩʢʘʪʘ ʫʩʣʫʛʘ ʠ 

ʣʝʯʝʙʥʠʪʝ ʟʘʚʝʜʝʥʠʷ: 

À Q ï ʤʘʪʝʨʠʘʣʥʦʩʪ (ʦʩʝʟʘʝʤʦʩʪ) - (ʄ1 ï ʄ4); 

À Q ï ʥʘʜʝʞʜʥʦʩʪ (ʅ5 ï ʅ9); 

À Q ï ʦʪʟʠʚʯʠʚʦʩʪ (ʆ10 ï ʆ13); 

À Q ï ʫʙʝʜʝʥʦʩʪ (ʫʚʝʨʝʥʦʩʪ) - (ʋ14 ï ʋ17); 

À Q ï ʩʲʯʫʚʩʪʚʠʝ (ʝʤʧʘʪʠʷ) - (ʉ18 ï ʉ22). 

ʈʝʩʧʦʥʜʝʥʪʠʪʝ ʦʪʛʦʚʘʨʷʪ ʥʘ ʚʲʧʨʦʩʠʪʝ ʩ ʧʦʤʦʱʪʘ ʥʘ ʩʝʜʝʤʙʘʣʥʘʪʘ 

ʩʢʘʣʘ ʥʘ ʃʘʡʢʝʨʪ (çɸʙʩʦʣʶʪʥʦ ʥʝ ʩʲʛʣʘʩʝʥè - çɸʙʩʦʣʶʪʥʦ ʩʲʛʣʘʩʝʥè).  

ʇʨʠ ʚʩʝʢʠ ʦʪ ʜʝʪʝʨʤʠʥʘʥʪʠʪʝ ʩʝ ʦʪʯʠʪʘ ʯʘʩʪʥʠʷʪ ʠʥʜʝʢʩ ʥʘ 

ʢʘʯʝʩʪʚʦʪʦ (ʏʀʂ) - ʨʘʟʣʠʢʘʪʘ  ʤʝʞʜʫ ʚʲʟʧʨʠʷʪʠʝʪʦ ʠ ʦʯʘʢʚʘʥʦʪʦ ʥʠʚʦ ʥʘ 

ʫʩʣʫʛʘʪʘ. ʇʦʣʫʯʝʥʠʪʝ ʟʥʘʯʝʥʠʷ ʩʝ ʫʩʨʝʜʥʷʚʘʪ ʠ ʩʝ ʠʟʯʠʩʣʷʚʘ ʦʙʱʠʷ ʠʥʜʝʢʩ 
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ʥʘ ʢʘʯʝʩʪʚʦʪʦ SQI, ʪ.ʝ. SQI ʝ ʩʨʝʜʥʘ ʚʝʣʠʯʠʥʘ. ɿʘ ʚʠʩʦʢʦ ʢʘʯʝʩʪʚʦ ʥʘ 

ʧʨʝʜʦʩʪʘʚʝʥʘʪʘ ʫʩʣʫʛʘ ʩʚʠʜʝʣʩʪʚʘʪ ʥʝʦʪʨʠʮʘʪʝʣʥʦʪʦ ʟʥʘʯʝʥʠʝ ʥʘ SQI 

(ʚʲʟʧʨʠʝʤʘʥʦʪʦ ʢʘʯʝʩʪʚʦ ʥʘ ʧʦʣʫʯʝʥʘʪʘ ʫʩʣʫʛʘ ʩʝ ʦʮʝʥʷʚʘ ʥʝ ʧʦ ʥʠʩʢʦ ʦʪ 

ʦʯʘʢʚʘʥʦʪʦ). ʇʦʣʦʞʠʪʝʣʥʦ ʟʥʘʯʝʥʠʝ ʥʘ ʦʙʱʠʷ QSI ʦʟʥʘʯʘʚʘ - ʚʠʩʦʢʦ 

ʢʘʯʝʩʪʚʦ. ʆʪʨʠʮʘʪʝʣʥʦʪʦ ʟʥʘʯʝʥʠʝ ʥʘ ʦʙʱʠʷ QSI ï ʥʝʢʘʯʝʩʪʚʝʥʘ ʫʩʣʫʛʘ ʠʣʠ 

ʥʘʣʠʯʠʝ ʥʘ Gap 5 ʥʘ ʄʦʜʝʣʘ Gap.  

ʂʦʝʬʠʮʝʥʪʠʪʝ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʟʘ ʚʩʝʢʠ ʧʦʜʢʨʠʪʝʨʠʡ ʩʝ ʠʟʯʠʩʣʷʚʘʪ ʢʘʪʦ 

ʦʪʥʦʰʝʥʠʝ ʥʘ ʨʝʡʪʠʥʛʘ ʥʘ ʚʲʟʧʨʠʷʪʠʝʪʦ ʠ ʨʝʡʪʠʥʛʘ ʥʘ ʦʯʘʢʚʘʥʝʪʦ ʧʦ 

ʜʘʜʝʥʠʷ ʧʦʜʢʨʠʪʝʨʠʡ (ʇʨʠʣʦʞʝʥʠʝ ˉ4). 

ʏʀʂ ʩʝ ʠʥʪʝʨʧʨʝʪʨʘʪ ʢʘʪʦ ʟʥʘʯʝʥʠʷ ʠ ʨʝʟʫʣʪʘʪʠ.  

À ʅʫʣʝʚʦ ʟʥʘʯʝʥʠʝ, ʥʘ ʢʦʡʪʦ ʠ ʜʘ ʝ ʦʪ ʏʀʂ ʦʟʥʘʯʘʚʘ ʩʲʚʧʘʜʘʥʝ ʥʘ 

ʥʠʚʦʪʦ ʥʘ ʦʯʘʢʚʘʥʦʪʦ ʢʘʯʝʩʪʚʦ ʠ ʥʠʚʦʪʦ ʥʘ ʚʲʟʧʨʠʷʪʠʝʪʦ ʟʘ 

ʢʘʯʝʩʪʚʦ ʧʦ ʪʦʟʠ ʢʨʠʪʝʨʠʡ; 

À ʅʝʛʘʪʠʚʥʦ ʟʥʘʯʝʥʠʝ ï ʥʠʚʦʪʦ ʥʘ ʦʯʘʢʚʘʥʠʷʪʘ ʧʨʝʚʠʰʘʚʘ ʥʠʚʦʪʦ ʥʘ 

ʚʲʟʧʨʠʝʤʘʥʦʪʦ ʢʘʯʝʩʪʚʦ; 

À ʇʦʣʦʞʠʪʝʣʥʦ ʟʥʘʯʝʥʠʝ - ʥʠʚʦʪʦ ʥʘ ʚʲʟʧʨʠʷʪʠʝʪʦ ʟʘ ʢʘʯʝʩʪʚʦ 

ʧʨʝʚʠʰʘʚʘʪ ʥʠʚʦʪʦ ʥʘ ʦʯʘʢʚʘʥʠʷʪʘ; 

À ʋʩʧʝʰʝʥ ʨʝʟʫʣʪʘʪ ïʩʯʠʪʘʪ ʩʝ ʧʦʣʦʞʠʝʣʥʠʪʝ ʠ ʥʫʣʝʚʠʪʝ ʟʥʘʯʝʥʠʷ; 

À ʋʜʦʚʣʝʪʚʦʨʠʪʝʣʝʥ ʨʝʟʫʣʪʘʪ ï ʥʝʛʘʪʠʚʥʠʪʝ ʏʀʂ, ʤʘʢʩʠʤʘʣʥʦ 

ʧʨʠʙʣʠʞʘʚʘʱʠ ʩʝ ʜʦ ʥʫʣʝʚʦʪʦ ʟʥʘʯʝʥʠʝ; 

À ʅʝʫʜʦʚʣʝʪʚʦʨʠʪʝʣʝʥ ʨʝʟʫʣʪʘʪ - ʥʝʛʘʪʠʚʥʠʪʝ ʏʀʂ, ʦʪʜʘʣʝʯʘʚʘʱʠ 

ʩʝ ʦʪ ʥʫʣʝʚʦʪʦ ʟʥʘʯʝʥʠʝ. 

ʆʙʱʠʷʪ QSI ʧʨʝʜʧʦʣʘʛʘ ʥʷʢʦʣʢʦ ʥʘʧʨʘʚʣʝʥʠʷ ʟʘ ʘʥʘʣʠʟ: 

À ɼʘʚʘ ʦʪʛʦʚʦʨ ʥʘ ʚʲʧʨʦʩʘ Ăʀʤʘ ʣʠ Gap 1?è, ʠʤʘ ʣʠ ʨʘʟʨʠʚ ʤʝʞʜʫ 

ʦʯʘʢʚʘʥʠʷʪʘ ʠ ʚʲʟʧʨʠʷʪʠʷʪʘ ʥʘ ʤʝʜʠʮʠʥʩʢʘʪʘ ʫʩʣʫʛʘ; 

À ʄʦʥʠʪʦʨʠʥʛ ʥʘ ʦʙʱʠʷ QSI (ʢʘʯʝʩʪʚʦ ʥʘ ʫʩʣʫʛʘʪʘ ʢʘʪʦ ʮʷʣʦ, ʢʦʷʪʘ 

ʧʨʝʜʦʩʪʘʚʷ ʜʘʜʝʥʘ ʦʨʛʘʥʠʟʘʮʠʷ); 

À ʉʨʘʚʥʝʥʠʝ ʥʘ QSI ʟʘ ʨʘʟʣʠʯʥʠʪʝ ʫʩʣʫʛʠ ʚ ʜʠʚʝʨʩʠʬʠʮʠʨʘʥʝ ʥʘ 

ʜʝʡʥʦʩʪʪʘ ʥʘ ʦʨʛʘʥʠʟʘʮʠʷʪʘ. ɺ ʩʣʫʯʘʷ QSI ʝ ʝʣʝʤʝʥʪ ʥʘ ʧʦʨʪʬʝʡʣʥʠʷ 

ʘʥʘʣʠʟ; 

À ʆʙʱʠʷʪ QSI ʥʘ ʝʜʥʘ ʦʨʛʘʥʠʟʘʮʠʷ ʤʦʞʜʝ ʜʘ ʩʝ ʩʨʘʚʥʷʚʘ ʩ ʦʙʱʠʷ 

QSI ʥʘ ʜʨʫʛʘ ʦʨʛʘʥʠʟʘʮʠʷ, ʧʨʝʜʦʩʪʘʚʷʱʠ ʝʜʥʘ ʠ ʩʲʱʘ ʫʩʣʫʛʘ 

(ʙʝʥʯʤʘʨʢʠʥʛ); 

À ʆʙʱʠʷʪ QSI ʢʘʪʦ ʢʨʠʪʝʨʠʡ ʟʘ ʢʦʥʪʨʦʣ.  
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ʈʝʟʫʣʪʘʪʠʪʝ ʥʘ ʜʚʝʪʝ ʘʥʢʝʪʠ - Ăʆʯʘʢʚʘʥʠʷ ʟʘ ʤʝʜʠʮʠʥʩʢʘ ʫʩʣʫʛʘò ʠ 

Ăɺʲʟʧʨʠʷʪʠʷ ʟʘ ʤʝʜʠʮʠʥʩʢʘ ʫʩʣʫʛʘò ʩʝ ʦʙʦʙʱʘʚʘʪ ʚ ʊʘʙʣʠʮʘ Ăɻʣʦʙʘʣʝʥ 

ʢʦʝʬʠʮʠʝʥʪ ʥʘ ʢʘʯʝʩʪʚʦʪʦ SQIò (ʇʨʠʣʦʞʝʥʠʝ ˉ3). 

ʇʦ ʭʘʨʘʢʪʝʨ ʧʨʦʚʝʜʝʥʠʪʝ ʘʥʢʝʪʠ ʩʘ ʧʨʝʢʠ ʠʥʜʠʚʠʜʫʘʣʥʠ ʠ ʘʥʦʥʠʤʥʠ, ʩ 

ʦʛʣʝʜ ʛʘʨʘʥʪʠʨʘʥʝ ʥʘ ʜʦʩʪʦʚʝʨʥʦʩʪ ʥʘ ʦʪʛʦʚʦʨʠʪʝ.  

ʇʦʜʭʦʜʠʪʝ ʟʘ ʠʟʤʝʨʚʘʥʝ ʥʘ ʫʜʦʚʣʝʪʚʦʨʝʥʠʝʪʦ ʥʘ ʧʦʪʨʝʙʠʪʝʣʠʪʝ ʩʘ 

ʚʢʣʶʯʝʥʠ ʚ ʘʥʢʝʪʠʪʝ: Ăʇʨʷʢʦ ʠʟʨʘʟʝʥʦ ʫʜʦʚʣʝʪʚʦʨʝʥʠʝò ʠ Ăʈʝʡʪʠʥʛ 

ʚʘʞʥʦʩʪ/ʧʦʩʪʠʞʝʥʠʝò (ʇʨʠʣʦʞʝʥʠʝ ˉ 4).  

Á ɸʥʢʝʪʘ Ăʇʨʷʢʦ ʠʟʨʘʟʝʥʦ ʫʜʦʚʣʝʪʚʦʨʝʥʠʝò- ʠʟʧʦʣʟʚʘ ʧʝʪ 

ʨʘʚʥʠʱʘ ʥʘ ʫʜʦʚʣʝʪʚʦʨʝʥʦʩʪ. ʉʣʝʜ ʧʦʣʫʯʘʚʘʥʝ ʥʘ ʨʝʟʫʣʪʘʪʠʪʝ ʩʝ ʠʟʛʦʪʚʷ 

ʛʨʘʬʠʢʘ ʟʘ ʪʦʚʘ ʢʘʢʲʚ ʧʨʦʮʝʥʪ ʧʘʮʠʝʥʪʠ ʧʦʧʘʜʘ ʚʲʚ ʚʩʷʢʘ ʛʨʫʧʘ. ɸʢʦ 

ʛʨʘʬʠʢʘʪʘ ʝ ʩʠʣʥʦ ʥʘʢʣʦʥʝʥʘ ʥʘ ʣʷʚʦ ï ʣʝʯʝʙʥʦʪʦ ʟʘʚʝʜʝʥʠʝ ʠʤʘ ʧʨʦʙʣʝʤ ʚ 

ʠʟʧʲʣʥʝʥʠʝ ʥʘ ʜʝʡʥʦʩʪʪʘ. ɸʢʦ ʛʨʘʬʠʢʘʪʘ ʝ ʥʘʢʣʦʥʝʥʘ ʥʘ ʜʷʩʥʦ ï 

ʤʝʥʠʜʞʤʲʥʪʲʪ ʪʨʷʙʚʘ ʜʘ ʝ ʜʦʚʦʣʝʥ, ʯʝ ʨʲʢʦʚʦʜʠ ʦʪʟʠʚʯʠʚʘ ʦʨʛʘʥʠʟʘʮʠʷ, 

ʧʦʩʪʠʛʘʱʘ ʮʝʣʠʪʝ ʩʠ ʜʘ ʜʦʩʪʘʚʷ ʚʠʩʦʢʦ ʟʘʜʦʚʦʣʩʪʚʦ ʫ ʧʦʚʝʯʝʪʦ 

ʧʦʪʨʝʙʠʪʝʣʠ. ɸʢʦ ʛʨʘʬʠʢʘʪʘ ʝ ʩ ʢʘʤʙʘʥʦʚʠʜʥʘ ʬʦʨʤʘ, ʪʦʛʘʚʘ ʩʲʱʝʩʪʚʫʚʘ 

ʦʙʠʯʘʡʥʠʷ ʙʨʦʡ ʥʝʜʦʚʦʣʥʠ, ʙʝʟʨʘʟʣʠʯʥʠ ʠ ʜʦʚʦʣʥʠ. ɸʢʦ ʨʘʟʧʨʝʜʝʣʝʥʠʝʪʦ ʝ 

ʜʚʫʛʲʨʙʦ (ʠʤʘ ʜʚʘ ʚʲʨʭʘ), ʦʨʛʘʥʠʟʘʮʠʷʪʘ ʩʝ ʥʫʞʜʘʝ ʦʪ ʨʘʟʨʘʙʦʪʚʘʥʝ ʥʘ 

ʚʪʦʨʘ ʦʬʝʨʪʘ ʟʘ ʜʘ ʦʪʛʦʚʦʨʠ ʥʘ ʧʦʪʨʝʙʥʦʩʪʠʪʝ ʥʘ ʥʝʫʜʦʚʣʝʪʚʦʨʝʥʠʷ ʧʘʟʘʨ, 

ʢʘʪʦ ʟʘʧʘʟʠ ʠ ʪʝʢʫʱʘʪʘ ʦʬʝʨʪʘ, ʟʘ ʜʘ ʦʙʩʣʫʞʚʘ ʫʜʦʚʣʝʪʚʦʨʝʥʘʪʘ ʛʨʫʧʘ.  

Á ɸʥʢʝʪʘ Ăʈʝʡʪʠʥʛ ʚʘʞʥʦʩʪ/ʧʦʩʪʠʞʝʥʠʝò  

ʏʨʝʟ ʤʝʪʦʜʘ Ăʈʝʡʪʠʥʛʠ ʚʘʞʥʦʩʪ ï ʧʦʩʪʠʞʝʥʠʝò ʧʦʪʨʝʙʠʪʝʣʠʪʝ ʢʣʘʩʠʨʘʪ 

ʨʘʟʣʠʯʥʠʪʝ ʢʦʤʧʦʥʝʥʪʠ ʥʘ ʦʬʝʨʪʘʪʘ ʦʪ ʛʣʝʜʥʘ ʪʦʯʢʘ ʥʘ: (1) ʚʘʞʥʦʩʪʪʘ ʥʘ 

ʚʩʝʢʠ ʢʦʤʧʦʥʝʥʪ ʠ (2) ʧʨʝʜʩʪʘʚʷʥʝʪʦ ʥʘ ʦʨʛʘʥʠʟʘʮʠʷʪʘ ʧʨʠ ʚʩʝʢʠ ʢʦʤʧʦʥʝʥʪ. 

ɺʘʞʥʦʩʪʪʘ ʥʘ ʫʩʣʫʛʘʪʘ ʩʝ ʦʮʝʥʷʚʘ ʧʦ ʯʝʪʠʨʠʙʘʣʥʘ ʩʢʘʣʘ ï Ăʠʟʢʣʶʯʠʪʝʣʥʦ 

ʚʘʞʥʘò, Ăʚʘʞʥʘò, Ăʧʦ ï ʤʘʣʢʦ ʚʘʞʥʘò, Ăʤʘʣʦʚʘʞʥʘò. ʇʨʝʜʩʪʘʚʷʥʝʪʦ ʩʝ ʦʮʝʥʷʚʘ 

ʧʦ ʯʝʪʠʨʠʙʘʣʥʘ ʩʢʘʣʘ ï Ăʦʪʣʠʯʥʦò, Ăʜʦʙʨʦò, Ăʫʜʦʚʣʝʪʚʦʨʠʪʝʣʥʦò, Ăʩʣʘʙʦò. 

ɺʟʝʤʘʭʘ ʩʝ ʧʨʝʜʚʠʜ ʦʩʦʙʝʥʥʦʩʪʪʘ ʥʘ ʘʥʢʝʪʘʪʘ, ʩʧʦʨʝʜ ʢʦʷʪʦ ʦʮʝʥʷʚʘʥʝʪʦ ʥʘ 

ʧʨʦʤʝʥʣʠʚʠʪʝ ʧʦ ʯʝʪʠʨʠʙʘʣʥʘ ʩʢʘʣʘ, ʦʧʨʝʜʝʣʷ ʠʟʢʣʶʯʠʪʝʣʥʘʪʘ ʚʘʞʥʦʩʪ ʠ 

ʚʘʞʥʦʩʪʪʘ ʥʘ ʫʩʣʫʛʘʪʘ ʩ ʧʦ- ʛʦʣʷʤ ʨʘʥʛ Ă1ò ʠ Ă2ò, ʘ ʧʦ ï ʤʘʣʢʘʪʘ ʚʘʞʥʦʩʪ ʠ 

ʤʘʣʦʚʘʞʥʦʩʪ/ʠʟʧʲʣʥʝʥʝʠʝ ʥʘ ʫʩʣʫʛʘʪʘ ʩ ʧʦ ï ʤʘʣʲʢ ʨʘʥʛ Ă3ò ʠ Ă4ò, ʢʦʝʪʦ ʧʨʠ 

ʪʲʣʢʫʚʘʥʝʪʦ ʥʘ ʩʪʘʪʠʩʪʠʢʠʪʝ ʦʟʥʘʯʘʚʘ, ʯʝ ʧʦ ï ʥʠʩʢʠʪʝ ʩʪʦʡʥʦʩʪʠ ʩʝ 

ʜʦʙʣʠʞʘʚʘʪ ʜʦ ʧʨʝʜʘʚʘʥʝ ʥʘ ʧʦ ï ʛʦʣʷʤʘ ʚʘʞʥʦʩʪ ʥʘ ʢʦʤʧʦʥʝʥʪʠʪʝ ʦʪ 
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ʦʬʝʨʪʘʪʘ ʠ ʧʦ - ʜʦʙʨʦ ʢʲʤ ʦʪʣʠʯʥʦ ʠʟʧʲʣʥʝʥʠʝ, ʜʦʢʘʪʦ ʧʦ ï ʚʠʩʦʢʠʪʝ 

ʩʪʦʡʥʦʩʪʠ, ʦʙʨʘʪʥʦ. 

7.2 . ɼʦʢʫʤʝʥʪʘʣʝʥ ʤʝʪʦʜ  

ʇʨʠ ʧʨʦʫʯʚʘʥʝʪʦ ʩʘ ʠʟʧʦʣʟʚʘʥʠ ʦʬʠʮʠʘʣʥʠ ʜʦʢʫʤʝʥʪʠ, ʩʲʜʲʨʞʘʱʠ, 

ʩʲʜʲʨʞʘʱʠ ʤʝʜʠʢʦ - ʩʪʘʪʠʩʪʠʯʝʩʢʘ ʠʥʬʦʨʤʘʮʠʷ. 

 

7.3 . ʉʪʘʪʠʩʪʠʯʝʩʢʠ ʤʝʪʦʜʠ 

ɿʘ ʧʨʦʚʝʞʜʘʥʝ ʥʘ ʠʟʩʣʝʜʚʘʥʝʪʦ ʩʘ ʠʟʧʦʣʟʚʘʥʠ ʤʝʪʦʜʠʪʝ ʥʘ 

ʦʧʠʩʘʪʝʣʥʘʪʘ ʩʪʘʪʠʩʪʠʢʘ ʠ ʤʝʪʦʜʠʪʝ ʥʘ ʩʪʘʪʠʩʪʠʯʝʩʢʠʷ ʠʟʚʦʜ.  

7.3.1.  ʄʝʪʦʜʠ ʥʘ ʦʧʠʩʘʪʝʣʥʘʪʘ ʩʪʘʪʠʩʪʠʢʘ 

ɼʘʥʥʠʪʝ ʦʪ ʥʘʙʣʶʜʝʥʠʷʪʘ ʩʘ ʦʨʛʘʥʠʟʠʨʘʥʠ, ʦʧʠʩʘʥʠ ʠ ʦʙʦʙʱʝʥʠ, ʯʨʝʟ 

ʦʧʠʩʘʪʝʣʥʘʪʘ ʩʪʘʪʠʩʪʠʢʘ ʠ ʥʝʡʥʠʪʝ ʤʝʨʢʠ: ʮʝʥʪʨʘʣʥʘ ʪʝʥʜʝʥʮʠʷ ʥʘ 

ʨʘʟʧʨʝʜʝʣʝʥʠʝʪʦ (ʪʠʧʠʯʥʠʷʪ ʨʝʟʫʣʪʘʪ) ʠ ʜʠʩʧʝʨʩʠʷ ʥʘ ʨʘʟʧʨʝʜʝʣʝʥʠʝʪʦ 

(ʜʠʘʧʘʟʦʥʲʪ ʥʘ ʜʘʥʥʠʪʝ).  

ɿʥʘʯʝʥʠʷ ʥʘ ʦʩʥʦʚʥʠʪʝ ʤʝʨʢʠ ʥʘ ʮʝʥʪʨʘʣʥʘ ʪʝʥʜʝʥʮʠʷ:  

Á ʉʨʝʜʥʘ ʘʨʠʪʤʝʪʠʯʥʘ ʚʝʣʠʯʠʥʘ (Mean) ï ʦʩʥʦʚʥʘ ʤʷʪʨʢʘ ʥʘ 

ʮʝʥʪʨʘʣʥʘʪʘ ʪʝʥʜʝʥʮʠʷ ʠʣʠ ʩʨʝʜʥʘʪʘ ʥʘ ʨʘʟʧʨʝʜʝʣʝʥʠʝʪʦ; 

Á ʄʝʜʠʘʥʘ (Median) ï ʠʟʧʦʣʟʚʘ ʩʝ ʟʘ ʨʘʟʧʨʝʜʝʣʝʥʠʷ ʩ 

ʝʢʩʪʨʝʤʘʣʥʠ ʨʝʟʫʣʪʘʪʠ; 

Á ʄʦʜʘ (Mode) ï ʠʤʘ ʨʝʘʣʝʥ ʩʤʠʩʲʣ, ʟʘʱʦʪʦ ʦʪʨʘʟʷʚʘ ʩʪʦʡʥʦʩʪʠʪʝ 

ʦʪ ʚʘʨʠʘʮʠʦʥʥʠʷ ʨʝʜ ʩ ʥʘʡ ï ʛʦʣʷʤʘʪʘ ʯʝʩʪʦʪʘ.  

ɿʥʘʯʝʥʠʷ ʥʘ ʦʩʥʦʚʥʠʪʝ ʤʝʨʢʠ ʥʘ ʜʠʩʧʝʨʩʠʷ ʥʘ ʨʘʟʧʨʝʜʝʣʝʥʠʝʪʦ: 

Á ʉʪʘʥʜʘʨʪʥʦ ʦʪʢʣʦʥʝʥʠʝ (Std. deviation); 

Á ɺʘʨʠʘʮʠʷ; 

Á ʄʠʥʠʤʘʣʥʘ ʠ ʤʘʢʩʠʤʘʣʥʘ ʩʪʦʡʥʦʩʪ (Minimum, Maximum); 

Á ɸʩʠʤʝʪʨʠʷ (Skewness); 

Á ɽʢʩʮʝʩ (Kurtosis). 

7.3.2. ʄʝʪʦʜʠ ʥʘ ʩʪʘʪʠʩʪʠʯʝʩʢʠʷ ʠʟʚʦʜ 

ʏʨʝʟ ʤʝʪʦʜʠʪʝ ʥʘ ʩʪʘʪʠʩʪʠʯʝʩʢʠʷ ʠʟʚʦʜ ʱʝ ʩʝ ʧʦʟʚʦʣʠ ʜʘ ʙʲʜʘʪ 

ʥʘʧʨʘʚʝʥʠ ʠʟʚʦʜʠ ʟʘ ʥʘʜʝʞʥʦʩʪʪʘ ʥʘ ʨʘʟʣʠʯʠʷʪʘ ʤʝʞʜʫ ʫʩʣʦʚʠʷʪʘ ʪ.ʝ. ʠʟʚʦʜ 

ʦʪ ʠʟʚʘʜʢʘʪʘ ʦʪ ʨʝʟʫʣʪʘʪʠ ï ʢʘʢʚʘ ʝ ʠʩʪʠʥʘʪʘ ʟʘ ʩʲʦʪʚʝʪʥʘʪʘ ʧʦʧʫʣʘʮʠʷ.  

7.3.3. ɻʨʘʬʠʯʝʥ ʘʥʘʣʠʟ 

ʈʘʟʣʠʯʥʠʪʝ ʪʠʧʦʚʝ ʛʨʘʬʠʢʠ ʩʘ ʧʦʜʭʦʜʷʱʠ ʟʘ ʛʨʘʬʠʯʥʦ ʧʨʝʜʩʪʘʚʷʥʝ ʥʘ 

ʨʘʟʣʠʯʥʠ ʪʠʧʠʚʝ ʧʨʦʤʝʥʣʠʚʠ. ɼʠʘʛʨʘʤʠʪʝ ʩʘ ʠʟʧʦʣʟʚʘʥʠ ʧʨʠ ʥʝʟʘʚʠʩʠʤʠ 
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ʧʨʦʤʝʥʣʠʚʠ ʦʪ ʢʘʪʝʛʦʨʠʝʥ ʪʠʧ (ʢʘʯʝʩʪʚʝʥʠ) ʪ.ʝ. ʢʦʛʘʪʦ ʥʠʚʘʪʘ ʥʘ 

ʥʝʟʘʚʠʩʠʤʠʪʝ ʧʨʦʤʝʥʣʠʚʠ ʥʷʤʘʪ ʢʦʣʠʯʝʩʪʚʝʥʦ ʦʪʥʦʰʝʥʠʝ ʝʜʥʦ ʩ ʜʨʫʛʦ. 

ʀʟʧʦʣʟʚʘʥʘ ʝ ʦʨʜʠʥʘʣʥʘ, ʩʢʘʣʘ. 

7.3.4. ʂʦʨʝʣʘʮʠʦʥʝʥ ʘʥʘʣʠʟ  

ʎʝʣʪʘ ʥʘ ʢʦʨʝʣʘʮʠʦʥʥʠʷ ʘʥʘʣʠʟ ʝ ʜʘ ʩʝ ʧʨʦʚʝʨʠ ʠ ʧʨʝʜʩʪʘʚʠ ʢʘʢ ʜʚʘ 

ʠʣʠ ʧʦʚʝʯʝ ʘʪʨʠʙʫʪʘ ʥʘ ʜʘʜʝʥʘ ʩʠʩʪʝʤʘ (ʦʨʛʘʥʠʟʘʮʠʷ) ʚʘʨʠʨʘʪ ʟʘʝʜʥʦ. 

ʉʠʣʘʪʘ ʠ ʧʦʩʦʢʘʪʘ ʥʘ ʢʦʨʝʣʘʮʠʷʪʘ ʩʘ ʦʧʨʝʜʝʣʝʥʠ ʯʨʝʟ ʠʟʯʠʩʣʷʚʘʥʝ ʥʘ 

ʨʘʥʛʦʚʠʷ ʢʦʝʬʠʮʠʝʥʪ ʟʘ ʢʦʨʝʣʘʮʠʷ ʥʘ ʉʧʠʨʤʘʥ.  

7.4. ʂʦʤʧʶʪʲʨʥʘ ʦʙʨʘʙʦʪʢʘ ʥʘ ʜʘʥʥʠʪʝ 

ɼʘʥʥʠʪʝ ʦʪ ʘʥʢʝʪʥʠʪʝ ʢʘʨʪʠ ʩʘ ʢʦʜʠʨʘʥʠ ʠ ʚʲʚʝʜʝʥʠ ʚ ʧʨʦʛʨʘʤʥʘʪʘ 

ʩʠʩʪʝʤʘ ʥʘ ʩʪʘʪʠʩʪʠʯʝʩʢʘ ʦʙʨʘʙʦʪʢʘ SPSS. ɿʘ ʘʥʘʣʠʟʘ ʥʘ ʜʘʥʥʠʪʝ ʩʘ 

ʠʟʧʦʣʟʚʘʥʠ SPSS ʠ ʧʨʦʛʨʘʤʘʪʘ Microsoft Office Excel 2007. ʈʝʟʫʣʪʘʪʠʪʝ ʦʪ 

ʦʙʨʘʙʦʪʢʘʪʘ ʥʘ ʘʥʢʝʪʥʠʪʝ ʢʘʨʪʠ ʩʘ ʧʦʣʫʯʝʥʠ ʯʨʝʟ ʧʨʠʣʘʛʘʥʝ ʥʘ ʤʝʪʦʜʠʪʝ ʥʘ 

ʤʘʪʝʤʘʪʠʯʝʩʢʘʪʘ ʩʪʘʪʠʩʪʠʢʘ.  
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ɻʃɸɺɸ ʊʈɽʊɸ  -  ɸʅɸʃʀɿ ʅɸ ʈɽɿʋʃʊɸʊʀʊɽ ʆʊ ʀɿʉʃɽɼɺɸʅɽʊʆ 

 

2. ʄɸʈʂɽʊʀʅɻ ʅɸ ʋʉʃʋɻʀʊɽ ï ʊɽʆʈɽʊʀʏʅɸ ʇʆʉʊɸʅʆɺʂɸ 

1.2. ʆʙʱʠʷʪ ʤʘʨʢʝʪʠʥʛ ʠ ʥʝʩʪʦʧʘʥʩʢʠʷʪ ʤʘʨʢʝʪʠʥʛ  

ʂʦʥʮʝʧʮʠʠʪʝ ʟʘ ʦʮʝʥʢʘ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʟʜʨʘʚʥʠʪʝ ʫʩʣʫʛʠ ʯʝʨʧʷʪ 

ʤʝʪʦʜʠʯʥʠ ʥʘʩʦʢʠ ʦʪ ʤʘʨʢʝʪʠʥʛʘ.8 ʊʦʡ ʩʝ ʨʘʟʛʣʝʞʜʘ ʝʜʥʦʚʨʝʤʝʥʥʦ ʢʘʪʦ 

ʫʧʨʘʚʣʝʥʩʢʠ ʤʝʪʦʜ ʠ ʢʘʪʦ ʤʝʪʦʜʠʢʘ ʟʘ ʥʘʩʦʯʚʘʥʝ ʥʘ ʜʘʜʝʥʘ ʦʨʛʘʥʠʟʘʮʠʷ ʢʲʤ 

ʧʦʪʨʝʙʠʪʝʣʠʪʝ, ʟʘ ʟʘʜʦʚʦʣʷʚʘʥʝ ʥʘ ʪʝʭʥʠʪʝ ʧʦʪʨʝʙʥʦʩʪʠ.  

ʂʘʪʦ ʫʧʨʘʚʣʝʥʩʢʠ ʤʝʪʦʜ ʤʘʨʢʝʪʠʥʛʲʪ ʝ ʝʜʥʘʢʚʦ ʧʨʠʣʦʞʠʤ ʢʘʢʪʦ ʟʘ 

ʦʨʛʘʥʠʟʘʮʠʠʪʝ ʦʪ ʩʪʦʧʘʥʩʢʘʪʘ ʩʬʝʨʘ, ʪʘʢʘ ʠ ʟʘ ʥʝʩʪʦʧʘʥʩʢʠʪʝ ʦʨʛʘʥʠʟʘʮʠʠ9, 

(ʦʨʛʘʥʠʟʘʮʠʠʪʝ ʚ ʩʬʝʨʘʪʘ ʥʘ ʟʜʨʘʚʝʦʧʘʟʚʘʥʝʪʦ ʠ ʦʙʨʘʟʦʚʘʥʠʝʪʦ).  

ɿʘ ʧʲʨʚʠ ʧʲʪ ʥʝʩʪʦʧʘʥʩʢʠʪʝ ʦʨʛʘʥʠʟʘʮʠʠ ʩʘ ʟʘʧʦʯʥʘʣʠ ʜʘ ʦʮʝʥʷʚʘʪ 

ʟʥʘʯʝʥʠʝʪʦ ʦʪ ʧʨʠʣʘʛʘʥʝʪʦ ʥʘ ʧʨʠʥʮʠʧʠʪʝ ʥʘ ʤʘʨʢʝʪʠʥʛʘ, ʟʘ ʧʦʩʪʠʛʘʥʝ ʥʘ 

ʮʝʣʠʪʝ ʩʠ ʠ ʩʦʙʩʪʚʝʥʦʪʦ ʩʠ ʦʮʝʣʷʚʘʥʝ, ʚ ʢʨʘʷ ʥʘ ʩʝʜʝʤʜʝʩʝʪʪʝ ʛʦʜʠʥʠ ʥʘ ʍʍ 

ʚʝʢ. ɹʠʣʘ ʝ ʦʩʲʟʥʘʪʘ ʠʜʝʷʪʘ, ʯʝ ʟʘ ʜʘ ʩʝ ʧʦʩʪʠʛʥʘʪ ʮʝʣʠʪʝ ʝ ʠʟʢʣʶʯʠʪʝʣʥʦ 

ʚʘʞʥʦ ʜʘ ʩʝ ʚʣʠʷʝ ʚʲʨʭʫ ʧʦʚʝʜʝʥʠʝʪʦ ʥʘ ʜʨʫʛʠʪʝ (ʮʝʣʝʚʠʪʝ ʧʘʟʘʨʠ). ɼʥʝʩ 

ʤʘʨʢʝʪʠʥʛʦʚʘʪʘ ʠʜʝʷ ʩʝ ʚʲʟʧʨʠʝʤʘ ʢʘʪʦ ʬʘʢʪʦʨ ʟʘ ʫʩʧʝʭʘ ʦʪ ʘʛʝʥʮʠʠ ʢʘʪʦ: 

National Cancer Institute (ʅʘʮʠʦʥʘʣʝʥ ʠʥʩʪʠʪʫʪ ʟʘ ʙʦʨʙʘ ʩ ʨʘʢʘ), 

ɸʤʝʨʠʢʘʥʩʢʘʪʘ ʘʛʝʥʮʠʷ ʟʘ ʤʝʞʜʫʥʘʨʦʜʥʦ ʨʘʟʚʠʪʠʝ, ʢʘʢʪʦ ʠ ʦʪ ʉʚʝʪʦʚʥʘʪʘ 

ʙʘʥʢʘ ʟʘ ʩʧʘʩʷʚʘʥʝ ʥʘ ʜʝʮʘ ʦʪ ʮʷʣ ʩʚʷʪ, ʢʦʠʪʦ ʩʘ ʚ ʨʠʩʢ ʜʘ ʟʘʛʠʥʘʪ ʦʪ 

ʤʦʨʙʠʣʠ, ʥʝʜʦʭʨʘʥʚʘʥʝ ʠʣʠ ʦʙʝʟʚʦʜʥʷʚʘʥʝ. ʇʦ ʜʘʥʥʠ ʥʘ ʂʦʪʣʲʨ ʠ 

ɸʥʜʨʝʘʩʝʥ, Ăʇʨʝʟ 1987 ʛʦʜʠʥʘ ʥʘ ʨʘʙʦʪʘ ʚ ʘʤʝʨʠʢʘʥʩʢʠʪʝ ʙʦʣʥʠʮʠ ʝ ʠʤʘʣʦ 

ʥʘʜ 2000 ʚʠʩʦʢʦʧʦʩʪʘʚʝʥʠ ʩʣʫʞʠʪʝʣʠ ʧʦ ʤʘʨʢʝʪʠʥʛò.  

ʅʝʩʪʦʧʘʥʩʢʠʷʪ ʤʘʨʢʝʪʠʥʛ ʝ ʧʨʠʣʦʞʝʥʠʝ ʥʘ ʧʨʠʥʮʠʧʠʪʝ ʥʘ 

ʦʙʱʠʷ ʤʘʨʢʝʪʠʥʛ ʚ ʥʝʩʪʦʧʘʥʩʢʠʪʝ ʦʨʛʘʥʠʟʘʮʠʠ. ɽʪʦ ʟʘʱʦ, ʝ 

ʥʝʦʙʭʦʜʠʤʦ ʦʮʝʥʷʚʘʥʝʪʦ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʤʝʜʠʮʠʥʩʢʠʪʝ ʫʩʣʫʛʠ, 

ʧʨʝʜʦʩʪʘʚʝʥʠ ʦʪ ʥʝʩʪʦʧʘʥʩʢʠʪʝ ʦʨʘʛʘʥʠʟʘʮʠʠ (ʃɿ) ʜʘ ʩʝ ʠʟʚʲʨʰʚʘ 

ʦʪ ʛʣʝʜʥʘʪʘ ʪʦʯʢʘ ʠ ʩ ʠʥʩʪʨʫʤʝʥʪʠʪʝ ʥʘ ʥʝʩʪʦʧʘʥʩʢʠʷ ʤʘʨʢʝʪʠʥʛ. 

                                                           
8
 ʆʙʱ ʤʘʨʢʝʪʠʥʛ. ʏʘʩʪ ʦʪ ʥʝʛʦ ʝ ʦʪʜʝʣʥʘ ʠ ʣʝʛʠʪʠʤʥʘ ʦʙʣʘʩʪ, ʥʘʨʝʯʝʥʘ Ăʥʝʩʪʦʧʘʥʩʢʠ ʤʘʨʢʝʪʠʥʛò. 

9
 ʉʪʘʪʫʪʲʪ ʥʘ ʥʝʩʪʦʧʘʥʩʢʠʪʝ ʦʨʛʘʥʠʟʘʮʠʠ ʩʝ ʦʧʨʝʜʝʣʷ ʦʪ ʥʘʣʠʯʠʝʪʦ ʥʘ ʜʚʝ ʭʘʨʘʢʪʝʨʠʩʪʠʢʠ - Ăʧʦʣʟʘ ʟʘ ʦʙʱʝʩʪʚʦʪʦò, 
ʢʦʝʪʦ ʦʟʥʘʯʘʚʘ ʠʟʚʲʨʰʚʘʥʝʪʦ ʥʘ ʪʘʢʠʚʘ ʫʩʣʫʛʠ, ʢʦʠʪʦ ʥʝ ʙʠʭʘ ʙʠʣʠ ʚʲʟʤʦʞʥʠ ʙʝʟ ʜʘʥʲʯʥʘ ʩʫʙʩʠʜʠʷ, ʧʨʝʜʣʘʛʘʥʘ ʦʪ 
ʜʲʨʞʘʚʘʪʘ (ʟʜʨʘʚʝʦʧʘʟʚʘʥʝ, ʦʙʨʘʟʦʚʘʥʠʝ, ʥʘʫʯʥʠ ʠʟʩʣʝʜʚʘʥʠʷ) ʠ òʛʘʨʘʥʮʠʷ ʟʘ ʢʘʯʝʩʪʚʦò - ʧʨʝʜʦʩʪʘʚʷʥʝ ʥʘ ʫʩʣʫʛʠ ʚ 
ʩʬʝʨʠ, ʚ ʢʦʠʪʦ ʧʦʪʨʝʙʠʪʝʣʠʪʝ ʥʝ ʤʦʛʘʪ ʜʘ ʧʨʝʮʝʥʷʪ ʢʘʯʝʩʪʚʦʪʦ (ʟʜʨʘʚʝʦʧʘʟʚʘʥʝ, ʦʙʨʘʟʦʚʘʥʠʝ).  
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ʊʘʟʠ ʛʣʝʜʥʘ ʪʦʯʢʘ ʝ ʩʤʠʩʲʣʲʪ ʥʘ ʨʦʣʷʪʘ ʥʘ ʨʘʟʤʷʥʘʪʘ ʟʘ ʨʘʟʙʠʨʘʥʝ 

ʥʘ ʧʦʪʨʝʙʠʪʝʣʩʢʦʪʦ ʧʦʚʝʜʝʥʠʝ.   

1.2. ʎʝʥʪʨʘʣʥʘʪʘ ʨʦʣʷ ʥʘ ʨʘʟʤʷʥʘʪʘ ʟʘ ʨʘʟʙʠʨʘʥʝ ʥʘ 

ʧʦʪʨʝʙʠʪʝʣʩʢʦʪʦ ʧʦʚʝʜʝʥʠʝ ʠ ʚʨʲʟʢʘʪʘ Ҁ ʩ ʤʦʜʝʣʠʪʝ ĂGapò ʠ 

ĂSERVQUALò 

ʆʩʲʱʝʩʪʚʷʚʘʥʝʪʦ ʥʘ ʢʨʘʡʥʘʪʘ ʮʝʣ ʥʘ ʤʘʨʢʝʪʠʥʛʦʚʠʪʝ ʩʪʨʘʪʝʛʠʠ ï 

ʧʦʚʣʠʷʚʘʥʝ ʚʲʨʭʫ ʧʦʚʝʜʝʥʠʝʪʦ ʥʘ ʧʦʪʨʝʙʠʪʝʣʠʪʝ ʝ ʚ ʧʨʠʯʠʥʥʦ ï ʩʣʝʜʩʪʚʝʥʘ 

ʚʨʲʟʢʘ ʩ ʧʦʪʨʝʙʥʦʩʪʠʪʝ ʠ ʚʢʣʶʯʚʘʥʝʪʦ ʥʘ ʧʦʪʨʝʙʠʪʝʣʠʪʝ ʚ ʧʨʦʮʝʩ ʥʘ 

ʨʘʟʤʷʥʘ ʥʘ ʧʨʦʜʫʢʪʠ ʠ ʫʩʣʫʛʠ.  

ʈʘʟʤʷʥʘʪʘ ʝ çʠʥʩʪʨʫʤʝʥʪè, ʢʦʡʪʦ ʧʨʦʤʝʥʷ ʧʦʚʝʜʝʥʠʝʪʦ ʥʘ 

ʧʦʪʨʝʙʠʪʝʣʷ ʧʦ ʥʘʯʠʥʘ, ʞʝʣʘʥ ʦʪ ʩʧʝʮʠʘʣʠʩʪʠʪʝ ʧʦ ʤʘʨʢʝʪʠʥʛ. ʄʝʭʘʥʠʟʤʲʪ 

ʥʘ ʪʘʟʠ ʧʦʚʝʜʝʥʯʝʩʢʘ ʧʨʦʤʷʥʘ ʝ ʚʢʣʶʯʚʘʥʝʪʦ ʥʘ ʧʦʪʨʝʙʠʪʝʣʷ ʚ ʪʨʘʥʟʘʢʮʠʷ, 

ʟʘʱʦʪʦ ʪʦʡ çʚʷʨʚʘ, ʯʝ ʩʲʦʪʥʦʰʝʥʠʝʪʦ ʠʟʛʦʜʠ/ʨʘʟʭʦʜʠ ʥʘ ʜʘʜʝʥʘ 

ʘʣʪʝʨʥʘʪʠʚʘ ʝ ʧʦ ï ʜʦʙʨʦ ʦʪ ʜʨʫʛʠ ʘʣʪʝʨʥʘʪʠʚʠ ʧʨʠ ʟʘʜʦʚʦʣʷʚʘʥʝʪʦ ʥʘ 

ʜʘʜʝʥʘ ʧʦʪʨʝʙʥʦʩʪè(ʂʦʪʣʲʨ, ɸʥʜʨʝʘʩʝʥ, 2005). ɻʣʘʚʥʘʪʘ ʦʩʦʙʝʥʦʩʪ ʥʘ 

ʨʘʟʤʷʥʘʪʘ ʝ ʥʝʡʥʠʷʪ ʨʝʮʠʧʨʦʯʝʥ ʭʘʨʘʢʪʝʨ, ʢʦʝʪʦ ʦʟʥʘʯʘʚʘ, ʯʝ ʢʘʢʪʦ ʟʘ 

Ăʧʨʦʜʘʚʘʯʘò ʥʘ ʫʩʣʫʛʠ, ʪʘʢʘ ʠ ʟʘ ʠ ʮʝʣʝʚʠʷ ʧʦʪʨʝʙʠʪʝʣ, ʠʟʛʦʜʠʪʝ ʠ ʨʘʟʭʦʜʠʪʝ 

ʩʘ ʚʟʘʠʤʥʠ: Ăɺʩʷʢʘ ʠʟʛʦʜʘ, ʢʦʷʪʦ ʧʦʪʨʝʙʠʪʝʣʷʪ ʤʦʞʝ ʜʘ ʠʟʚʣʝʯʝ ʦʪ 

ʪʨʘʥʟʘʢʮʠʷʪʘ ʧʨʝʜʩʪʘʚʣʷʚʘ ʨʘʟʭʦʜ ʟʘ ʧʨʦʜʘʚʘʯʘ, ʘ ʯʘʩʪʪʘ ʢʦʷʪʦ 

ʧʦʪʨʝʙʠʪʝʣʷʪ ʧʣʘʱʘ (ʫʩʠʣʠʷ, ʧʘʨʠ, ʜʘʨʝʥʘ ʢʨʲʚ ʠ ʜʨ.), ʧʨʝʜʩʪʘʚʣʷʚʘʪ ʠʟʛʦʜʘ 

ʟʘ Ăʧʨʦʜʘʚʘʯʘò.  

ʇʨʦʮʝʩʲʪ ʥʘ ʨʘʟʤʷʥʘ ʠ ʪʨʘʥʟʘʢʮʠʷʪʘ, ʢʦʷʪʦ ʧʨʦʠʟʪʠʯʘ ʦʪ ʥʝʛʦ ʩʝ 

ʧʨʝʜʦʧʨʝʜʝʣʷ ʦʩʥʦʚʥʦ ʦʪ ʚʲʟʧʨʠʷʪʠʷʪʘ ʥʘ ʧʦʪʨʝʙʠʪʝʣʠʪʝ ʟʘ ʢʣʶʯʦʚʠʪʝ 

ʠʟʛʦʜʠ ʠ ʨʘʟʭʦʜʠʪʝ, ʚ ʧʦ- ʤʘʣʢʘ ʩʪʝʧʝʥ ʦʪ ʤʝʞʜʫʣʠʯʥʦʩʪʥʠʪʝ ʚʣʠʷʥʠʷ 

(ʧʨʷʢʦ ʚʣʠʷʥʠʝ ʯʨʝʟ ʤʥʝʥʠʝʪʦ ʥʘ ʜʨʫʛʠ ʧʦʪʨʝʙʠʪʝʣʠ), ʪʦʚʘ ʢʦʝʪʦ ʚ ʄʦʜʝʣʘ 

ʩʠ ɻʨʴʦʥʨʦʦʩ ʥʘʨʠʯʘ çword of mouthò (ʜʫʤʘ ʦʪ ʫʩʪʘ ʥʘ ʫʩʪʘ) ʠ ʦʪ 

ʚʲʟʧʨʠʝʤʘʥʘʪʘ ʝʬʠʢʘʩʪʥʦʩʪ. ʇʦʩʣʝʜʥʘʪʘ ʦʟʥʘʯʘʚʘ, ʯʝ ʭʦʨʘʪʘ 

ʧʨʝʜʧʨʠʝʤʘʪ ʧʦʚʝʜʝʥʯʝʩʢʠ ʜʝʡʩʪʚʠʷ, ʩʘʤʦ ʢʦʛʘʪʦ ʩʘ ʫʙʝʜʝʥʠ, ʯʝ 

ʧʦʚʝʜʝʥʠʝʪʦ ʠʤ ʱʝ ʧʦʩʪʠʛʥʝ ʞʝʣʘʥʠʷ ʨʝʟʫʣʪʘʪ (ʝʬʠʢʘʩʥʦʩʪ ʥʘ ʨʝʟʫʣʪʘʪʘ) ʠ 

ʯʝ ʤʦʛʘʪ ʜʘ ʧʦʩʪʠʛʥʘʪ ʪʦʚʘ ʧʦʚʝʜʝʥʠʝ (ʩʘʤʦʝʬʠʢʘʩʥʦʩʪ). ʅʘʧʨʠʤʝʨ ʧʨʠ 

ʧʘʮʠʝʥʪʠʪʝ: ç ... ʯʝ ʬʠʟʠʯʝʩʢʠʪʝ ʫʧʨʘʞʥʝʥʠʷ ʱʝ ʥʘʤʘʣʷʪ ʢʨʲʚʥʦʪʦ ʥʘʣʷʛʘʥʝ 

ʠ, ʯʝ ʥʘʠʩʪʠʥʘ ʤʦʛʘʪ ʜʘ ʩʝ ʩʨʘʚʷʪ ʩ ʧʨʝʜʧʠʩʘʥʠʪʝ ʠʤ ʫʧʨʘʞʥʝʥʠʷè.  

ʈʦʣʷʪʘ ʥʘ ʨʘʟʤʷʥʘʪʘ ʟʘ ʨʘʟʙʠʨʘʥʝ ʥʘ ʧʦʪʨʝʙʠʪʝʣʩʢʦʪʦ 

ʧʦʚʝʜʝʥʠʝ ʝ ʨʝʰʘʚʘʱʘ ʟʘʱʦʪʦ ʦʧʨʝʜʝʣʷ ʪʝʥʜʝʥʮʠʷʪʘ ʥʘ ʦʮʝʥʢʘʪʘ - 
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ʢʲʤ ʦʮʝʥʢʘ ʥʘ ʚʲʟʧʨʠʪʠʷʪʘ ʥʘ ʪʦʚʘ ʢʦʝʪʦ ʧʦʣʫʯʘʚʘ ʧʦʪʨʝʙʠʪʝʣʷ, ʘ 

ʠʤʝʥʥʦ: ʢʣʶʯʦʚʘʪʘ ʠʟʛʦʜʘ ʠʣʠ ʨʝʟʫʣʪʘʪʘ, ʠʣʠ ʪʝʭʥʠʯʝʩʢʦʪʦ 

ʢʘʯʝʩʪʚʦ ʠʣʠ ʩʲʱʠʥʩʢʠʷ ʧʨʦʜʫʢʪ/ʫʩʣʫʛʘ. ɼʘʚʘ ʚʲʟʤʦʞʥʦʩʪ ʟʘ 

ʨʘʟʚʠʪʠʝ ʥʘ Mʦʜʝʣʠʪʝ ĂGapò (ʨʘʟʨʠʚʠʪʝ: 1, 4 ʠ 5) ʠ ĂSERVQUALò. 

1.3.ʆʮʝʥʢʘ ʥʘ ʫʩʣʫʛʘʪʘ ʚ ʘʩʧʝʢʪʘ ʥʘ ʥʝʩʪʦʧʘʥʩʢʠʷ ʤʘʨʢʝʪʠʥʛ  

ʅʝʩʪʦʧʘʥʩʢʠʪʝ ʦʨʛʘʥʠʟʘʮʠʠ ʥʝ ʤʦʛʘʪ ʜʘ ʨʘʟʯʠʪʘʪ ʥʘ ʜʦʭʦʜʠʪʝ ʢʘʪʦ 

ʢʨʠʪʝʨʠʡ ʟʘ ʧʨʝʜʩʪʘʚʷʥʝʪʦ ʩʠ, ʧʦʨʘʜʠ ʢʦʝʪʦ ʟʘʣʘʛʘʪ ʥʘ ʜʨʫʛʠ ʠʟʤʝʨʠʪʝʣʠ, 

ʢʘʪʦ ʧʦʚʝʜʝʥʠʝʪʦ ʥʘ ʧʦʪʨʝʙʠʪʝʣʠʪʝ (ʠʟʤʝʨʚʘʥʝ ʥʘ ʧʨʦʤʝʥʠʪʝ ʚ 

ʦʪʥʦʰʝʥʠʝʪʦ ʠ ʫʙʝʞʜʝʥʠʝʪʦ ʟʘ ʦʨʛʘʥʠʟʘʮʠʷʪʘ ʢʘʪʦ ʥʘʯʠʥ ʜʘ ʦʮʝʥʷʪ 

ʨʝʟʫʣʪʘʪʠʪʝ ʠ ʜʘ ʟʘʩʝʢʘʪ ʚʲʟʤʦʞʥʠ ʧʨʦʙʣʝʤʠ, ʠʟʠʩʢʚʘʱʠ ʫʧʨʘʚʣʝʥʩʢʠ 

ʨʝʰʝʥʠʷ). ʊʘʢʠʚʘ ʤʦʜʝʣʠ ʥʘ ʧʦʚʝʜʝʥʠʝ ʩʘ: ʧʦʜʘʜʝʥʠ ʤʦʣʙʠ ʠ ʟʘʷʚʣʝʥʠʷ, 

ʦʧʣʘʢʚʘʥʠʷ, ʙʨʦʡ ʛʣʘʩʦʚʝ, ʜʦʙʨʦʚʦʣʯʝʩʪʚʦ, ʚʠʜʦʚʝ ʜʘʨʝʥʠʷ, ʧʦʩʝʱʘʝʤʦʩʪ, 

ʨʝʮʠʢʣʠʨʘʥʘ ʩʤʝʪ, ʥʘʧʠʩʘʥʠ ʧʠʩʤʘ (ʜʦ ʟʘʢʦʥʦʜʘʪʝʩʪʦʪʦ).  

ɺ ʥʷʢʦʠ ʩʣʫʯʘʠ, ʢʘʢʪʦ ʚ ʟʜʨʘʚʝʦʧʘʟʚʘʥʝʪʦ ʩʘʤʘʪʘ ʠʥʩʪʠʪʫʮʠʷ ʤʦʞʝ ʜʘ 

ʚʲʟʧʨʝʧʷʪʩʪʚʘ ʠʟʨʘʟʷʚʘʥʝʪʦ ʥʘ ʦʧʣʘʢʚʘʥʠʷ. ʀʟʩʣʝʜʚʘʥʝʪʦ ʥʘ ɸʥʜʨʝʘʩʝʥ ʠ 

ɹʝʩʪ10 ʫʩʪʘʥʦʚʷʚʘ ʜʘʥʥʠ ʟʘ ʥʝʜʦʚʦʣʩʪʚʦ ʦʪ ʤʝʜʠʮʠʥʩʢʠʪʝ ʫʩʣʫʛʠ ʩʧʨʷʤʦ 

ʦʩʪʘʥʘʣʠʪʝ ʫʩʣʫʛʠ ʠ ʧʨʦʜʫʢʪʠ (ʪʘʙʣ. 13) .  

 

ʇʦʪʨʝʙʠʪʝʣʠ ʥʘ ʫʩʣʫʛʠ/ ʧʨʦʜʫʢʪʠ 
ʄʝʜʠʮʠʥʩʢʠ 
ʫʩʣʫʛʠ 

ɺʩʠʯʢʠ  
ʫʩʣʫʛʠ 

ɺʩʠʯʢʠ 
ʧʨʦʜʫʢʪʠ 

ʇʨʦʮʝʥʪ ʥʘ ʩʲʦʙʱʠʣʠ ʟʘ ʧʨʦʙʣʝʤʘ 14.9% Ź 20.9% 20.0% 

ʇʨʦʮʝʥʪ ʥʘ ʦʧʣʘʢʘʣʠ ʩʝ ʧʨʝʜ 
"ʧʨʦʜʘʚʘʯʘ" 

32.7% Ź 42.3% 40.2% 

ʇʨʦʮʝʥʪ ʥʘ ʦʧʣʘʢʘʣʠ ʩʝ ʠ ʦʩʪʘʥʘʣʠ 
ʥʝʜʦʚʦʣʥʠ ʦʪ ʨʝʘʢʮʠʷʪʘ ʥʘ 
"ʧʨʦʜʘʚʘʯʘ" 

46.4% ŷ 28.75% 23.6% 

 

ʊʘʙʣʠʮʘ ˉ 13 Ăɺʣʠʷʥʠʝ ʥʘ ʤʝʜʠʮʠʥʩʢʘʪʘ ʠʥʩʪʠʪʫʮʠʷ ʚʲʨʭʫ ʦʙʨʘʪʥʘʪʘ ʚʨʲʟʢʘ ʩ 
ʧʦʪʨʝʙʠʪʝʣʠʪʝò, ʀʟʪʦʯʥʠʢ: ʂʦʪʣʲʨ ʌ., ɸʥʜʨʝʘʩʝʥ ɸʣ., ʉʦʬʠʷ, 2005 [59] 

 

ʆʪ ʪʘʙʣʠʮʘʪʘ ʝ ʚʠʜʥʦ, ʯʝ ʧʦʪʨʝʙʠʪʝʣʠʪʝ ʥʘ ʤʝʜʠʮʠʥʩʢʠ ʫʩʣʫʛʠ ʩʘ ʠʤʘʣʠ 

ʧʦ ï ʤʘʣʢʦ ʧʨʦʙʣʝʤʠ ʩ ʦʙʩʣʫʞʚʘʥʝʪʦ, ʚ ʩʨʘʚʥʝʥʠʝ ʩ ʜʨʫʛʠʪʝ ʫʩʣʫʛʠ ʠ 

ʧʨʦʜʫʢʪʠ, ʥʦ ʝʜʥʦʚʨʝʤʝʥʥʦ ʩ ʪʦʚʘ ʩʘ ʙʠʣʠ ʧʦ ï ʤʘʣʢʦ ʩʢʣʦʥʥʠ ʜʘ ʛʦʚʦʨʷʪ ʟʘ 

ʪʷʭ. ʂʦʛʘʪʦ ʩʘ ʛʦ ʩʪʦʨʠʣʠ, ʩʘ ʫʩʪʘʥʦʚʠʣʠ,ʯʝ ʠʟʧʲʣʥʠʪʝʣʠʪʝ ʥʘ ʤʝʜʠʮʠʥʩʢʠ 

ʫʩʣʫʛʠ ʨʝʘʛʠʨʘʪ ʧʦ ï ʩʠʣʥʦ ʦʪ ʜʨʫʛʠʪʝ ʧʨʦʠʟʚʦʜʠʪʝʣʠ ʥʘ ʧʨʦʜʫʢʪʠ ʠ ʫʩʣʫʛʠ.  

                                                           
10

 ʧʦ ʜʘʥʥʠ ʥʘ ʂʦʪʣʲʨ ʌ., ɸʥʜʨʝʘʩʝʥ ɸʣ. ʚ çʉʪʨʘʪʝʛʠʯʝʩʢʠ ʤʘʨʢʝʪʠʥʛ ʟʘ ʥʝʩʪʦʧʘʥʩʢʠʪʝ 
ʦʨʛʘʥʠʟʘʮʠʠè, ISBN 954-9964-68-ʍ, ʀʟʜʘʪʝʣʩʪʚʦ Ăʂʣʘʩʠʢʘ ʠ ʩʪʠʣò, ʉʦʬʠʷ, 2005 
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1.4. ʀʟʚʦʜʠ 

ʆʮʝʥʢʘʪʘ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʨʝʟʫʣʪʘʪʠʪʝ ʥʘ ʥʝʩʪʦʧʘʥʩʢʠʪʝ 

ʦʨʛʘʥʠʟʘʮʠʠ ʩʝ ʦʩʥʦʚʘʚʘ ʥʘ ʠʟʤʝʨʚʘʥʝʪʦ ʥʘ ʧʨʦʤʷʥʘʪʘ ʚ 

ʦʪʥʦʰʝʥʠʝʪʦ ʠ ʫʙʝʞʜʝʥʠʝʪʦ ʥʘ ʧʦʪʨʝʙʠʪʝʣʠʪʝ ʟʘ ʦʨʛʘʥʠʟʘʮʠʷʪʘ.  

ʇʦʟʥʘʥʠʷʪʘ ʟʘ ʤʥʝʥʠʝʪʦ ʥʘ ʧʦʪʨʝʙʠʪʝʣʠʪʝ ʟʘ ʧʨʝʜʣʘʛʘʥʠʪʝ ʫʩʣʫʛʠ 

ʠ ʟʘ ʥʘʯʠʥʘ, ʧʦ ʢʦʡʪʦ ʪʝ ʩʝ ʧʨʝʜʦʩʪʘʚʷʪ, ʩʝ ʧʦʣʫʯʘʚʘʪ ʧʨʠ 

ʨʘʟʨʘʙʦʪʚʘʥʝ ʥʘ ʤʘʨʢʝʪʠʥʛʦʚʠʷ ʧʣʘʥ. ʀʟʪʦʯʥʠʮʠʪʝ ʥʘ ʪʘʟʠ ʠʥʬʦʨʤʘʮʠʷ 

ʩʘ ʧʨʦʛʥʦʟʠʪʝ ʧʦ ʦʪʥʦʰʝʥʠʝ ʥʘ:  

- ʜʝʤʦʛʘʬʩʢʘʪʘ ʩʪʨʫʢʪʫʨʘ ʥʘ ʧʦʪʝʥʮʠʘʣʥʠʪʝ ʧʦʪʨʝʙʠʪʝʣʠ 

(ʧʘʮʠʝʥʪʠ) ʥʘ ʤʝʜʠʮʠʥʩʢʠ ʫʩʣʫʛʠ; 

- ʧʦʪʨʝʙʥʦʩʪʠʪʝ, ʩʚʲʨʟʘʥʠ ʩʲʩ ʟʘʙʦʣʝʚʘʝʤʦʩʪʪʘ; 

- ʧʦʪʨʝʙʥʦʩʪʠʪʝ, ʩʚʲʨʟʘʥʠ ʩ ʧʨʦʤʦʮʠʷʪʘ ʠ ʧʨʦʬʠʣʘʢʪʠʢʘʪʘ; 

- ʨʠʩʢʦʚʠʪʝ ʬʘʢʪʦʨʠ ʧʨʠ ʦʙʩʣʫʞʚʘʥʠʪʝ ʩʲʚʢʫʧʥʦʩʪʠ; 

- ʜʦʭʦʜʠʪʝ, ʩʦʮʠʘʣʥʦ ï ʠʢʦʥʦʤʠʯʝʩʢʠʪʝʬʘʢʪʦʨʠ; 

- ʢʫʣʪʫʨʘ, ʧʦʚʝʜʝʥʯʝʩʢʠ ʤʦʪʠʚʠ; 

- ʦʪʥʦʰʝʥʠʝʪʦ ʥʘ ʧʦʪʨʝʙʠʪʝʣʠʪʝ ʢʲʤ ʟʜʨʘʚʝʪʦ ʠ ʃɿ. 

 

2. ʍɸʈɸʂʊɽʈʀʉʊʀʂɸ ʅɸ ʂʆʅʊʀʅɻɽʅʊɸ  

2.1. ʇʨʝʜʩʪʘʚʷʥʝ ʥʘ Ăʈʘʮʠʦʥʘʣʥʘ ʩʪʨʫʢʪʫʨʘ ʥʘ ʦʨʛʘʥʠʟʘʮʠʷ, 

ʧʨʝʜʦʩʪʘʚʷʱʘ ʤʝʜʠʮʠʥʩʢʘ ʧʦʤʦʱ ʠ ʟʜʨʘʚʥʠ ʫʩʣʫʛʠò. 

ʆʧʦʨʥʘʪʘ ʪʦʯʢʘ ʧʨʠ ʘʥʘʣʠʟʘ ʥʘ ʜʘʥʥʠʪʝ ʥʘ ʥʘʩʪʦʷʱʘʪʘ ʜʦʢʪʦʨʩʢʘ ʪʝʟʘ ʝ 

ʨʘʟʙʠʨʘʥʝʪʦ ʟʘ ʤʘʨʢʝʪʠʥʛʘ ʢʘʪʦ ʠʜʝʷ, ʨʝʰʘʚʘʱʘ ʟʘ ʫʩʧʝʭʘ ʥʘ 

ʦʨʛʘʥʠʟʘʮʠʠʪʝ ʩʲʩ ʩʪʦʧʘʥʩʢʘ ʠ ʥʝʩʪʦʧʘʥʩʢʘ ʮʝʣ, ʢʦʝʪʦ ʧʨʝʜʧʦʣʘʛʘ ʧʨʠ 

ʦʩʲʱʝʩʪʚʷʚʘʥʝʪʦ ʥʘ ʜʝʡʥʦʩʪʪʘ ʩʠ ʜʘʜʝʥʘ ʦʨʛʘʥʠʟʘʮʠʷ ʜʘ ʠʟʧʲʣʥʠ ʜʚʝ 

ʫʩʣʦʚʠʷ: (1) ʧʨʠʣʦʞʝʥʠʝ ʥʘ ʥʘʡ- ʜʦʙʨʠʪʝ ʪʝʭʥʠʢʠ ʟʘ ʫʧʨʘʚʣʝʥʠʝ ʥʘ 

ʤʘʨʢʝʪʠʥʛʘ ʠ (2) ʦʨʠʝʥʪʘʮʠʷ ʢʲʤ ʧʦʪʨʝʙʠʪʝʣʷ.  

ʇʨʠʥʮʠʧʥʦ, ʧʨʠʣʦʞʝʥʠʝʪʦ ʥʘ ʤʘʨʢʝʪʠʥʛʦʚʠʪʝ ʧʨʠʥʮʠʧʠ ʚ 

ʟʜʨʘʚʝʦʧʘʟʚʘʥʝʪʦ ʟʘʜʲʣʞʘʚʘ ʃɿɹʇ ʜʘ ʙʲʜʝ ʨʘʟʛʣʝʞʜʘʥʦ ʢʘʪʦ Ăʈʘʮʠʦʥʣʘʥʘ 

ʩʪʨʫʢʪʫʨʘ ʥʘ ʦʨʛʘʥʠʟʘʮʠʷ, ʧʨʝʜʦʩʪʘʚʱʘ ʤʝʜʠʮʠʥʩʢʘ ʧʦʤʦʱ ʠ ʟʜʨʘʚʥʠ 

ʫʩʣʫʛʠò, ʢʲʜʝʪʦ ʚʦʜʝʱʠʪʝ ʧʘʨʘʤʝʪʨʠ ʩʘ Ăʈʘʮʠʦʥʘʣʥʘ ʩʪʨʫʢʪʫʨʘ ʥʘ 

ʦʨʛʘʥʠʟʘʮʠʷò ʠ Ăɿʜʨʘʚʥʠ ʫʩʣʫʛʠò. ɺ ʦʩʥʦʚʘʪʘ ʩʠ, ʩʲʱʥʦʩʪʪʘ ʟʘ Ăʈʘʮʠʦʥʘʣʥʘ 

ʩʪʨʫʢʪʫʨʘ ʥʘ ʦʨʛʘʥʠʟʘʮʠʷò (ʃɿɹʇ), ʦʪ ʛʣʝʜʥʘ ʪʦʯʢʘ ʥʘ ʟʜʨʘʚʥʠʷ ʤʝʥʠʜʞʤʲʥʪ 
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ʠ ʤʘʨʢʝʪʠʥʛ, ʩʝ ʩʲʩʪʦʠ ʚ ʨʘʟʙʠʨʘʥʝʪʦ ʟʘ ʥʝʡʥʘʪʘ ʫʩʧʝʰʥʦʩʪ, ʪ.ʝ. ʦʨʛʘʥʠʟʘʮʠʷ 

ʧʨʝʜʦʩʪʘʚʷʱʘ ʟʜʨʘʚʥʘ ʧʦʤʦʱ ʠ ʫʩʣʫʛʠ, ʚ ʪʨʠʪʝ ʦʩʥʦʚʥʠ ʘʩʧʝʢʪʘ ʥʘ 

ʩʲʱʝʩʪʚʫʚʘʥʝʪʦ ʥʘ ʚʩʷʢʘ ʦʨʛʘʥʠʟʘʮʠʷ: 

Á ʇʣʘʥʠʨʘʥʝ ʥʘ ʜʝʡʥʦʩʪʪʘ ʠ ʨʝʩʫʨʩʠʪʝ ʟʘ ʥʝʷ (ʩʧʦʨʝʜ 

ʧʦʪʨʝʙʥʦʩʪʠʪʝ); 

Á ʆʧʨʝʜʝʣʷʥʝ ʥʘ ʬʫʥʢʮʠʠʪʝ, ʢʦʤʧʝʪʝʥʮʠʠʪʝ ʠ ʦʪʛʦʚʦʨʥʦʩʪʠʪʝ ʥʘ 

ʚʩʝʢʠ ʩʣʫʞʠʪʝʣ ʚ ʦʨʛʘʥʠʟʘʮʠʷʪʘ; 

Á ʆʩʲʱʝʩʪʚʷʚʘʥʝ ʥʘ ʢʦʥʪʨʦʣ ʚʲʨʭʫ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʜʝʡʥʦʩʪʪʘ ʥʘ 

ʚʩʠʯʢʠ ʥʠʚʘ ʥʘ ʃɿɹʇ ʧʦ ʟʚʝʥʘ: ʦʪʜʝʣʝʥʠʷ, ʢʣʠʥʠʯʥʘ ʣʘʙʦʨʘʪʦʨʠʷ, 

ʘʜʤʠʥʠʩʪʨʘʮʠʷ, ʧʦʤʦʷʥʠ ʟʚʝʥʘ, ʩ ʮʝʣ ʩʠʥʭʨʦʥʠʟʠʨʘʥʝ ʥʘ ʩʘʤʘʪʘ 

ʜʝʡʥʦʩʪ.  

ʉ ʦʛʣʝʜ ʝʬʝʢʪʠʚʥʦʩʪʪʘ, ʝ ʥʝʦʙʭʦʜʠʤʦ ʩʲʱʥʦʩʪʪʘ ʥʘ ʟʜʨʘʚʥʘʪʘ ʫʩʣʫʛʘ 

ʜʘ ʩʝ ʨʘʟʛʣʝʞʜʘ ʚ ʢʦʥʪʝʢʩʪʘ ʥʘ ʥʝʡʥʦʪʦ ʢʘʯʝʩʪʚʦ. ʉ ʜʨʫʛʠ ʜʫʤʠ ʜʘ ʩʝ ʪʲʨʩʠ 

ʚʨʲʟʢʘʪʘ ʠ ʙʘʣʘʥʩʘ ʤʝʞʜʫ ʧʦʣʟʘʪʘ ʟʘ ʧʘʮʠʝʥʪʘ ʠ ʠʟʧʦʣʟʚʘʥʠʷ ʨʝʩʫʨʩ.  

ʄʝʜʠʮʠʥʩʢʘʪʘ ʜʝʡʥʦʩʪ ʝ ʦʙʝʜʠʥʷʚʘʱʘʪʘ ʚʨʲʟʢʘ ʤʝʞʜʫ ʜʚʘʪʘ 

ʧʘʨʘʤʝʪʲʨʘ, ʟʘʱʦʪʦ ʦʨʛʘʥʠʟʘʮʠʷʪʘ ʩʲʱʝʩʪʚʫʚʘ ʧʦʩʨʝʜʩʪʚʦʤ ʪʘʟʠ ʜʝʡʥʦʩʪ. 

ɿʘʜʲʣʞʠʪʝʣʝʥ ʝʣʝʤʝʥʪ ʚ ʫʧʨʘʚʣʝʥʠʝʪʦ ʥʘ ʦʨʛʘʥʠʟʘʮʠʷʪʘ, ʥʝʟʘʚʠʩʠʤʦ ʦʪ 

ʥʝʡʥʠʷ ʤʘʱʘʙ ʝ ʥʘʣʠʯʠʝ ʥʘ ʩʪʘʥʜʘʨʪʠ ʟʘ ʢʘʯʝʩʪʚʦ, ʛʲʚʢʘʚ ʢʦʥʪʨʦʣ ʚʲʨʭʫ 

ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʜʝʡʥʦʩʪʪʘ ʠ ʚʲʚʝʞʜʘʥʝ ʥʘ ʩʪʠʤʫʣʠ ʥʘ ʟʜʨʘʚʥʦʪʦ ʦʙʩʣʫʞʚʘʥʝ.  

ʇʨʠ ʘʥʘʣʠʟʘ ʠ ʦʙʩʲʞʜʘʥʝʪʦ ʥʘ ʜʘʥʥʠʪʝ ʩʘ ʨʘʟʛʣʝʜʘʥʠ ʜʚʝ ʦʨʛʘʥʠʟʘʮʠʠ 

(ʃɿɹʇ) ï ʄɹɸʃ Ăɼ-ʨ ʊʦʪʘ ɺʝʥʢʦʚʘò ï ɻʘʙʨʦʚʦ ɸɼ ʠ ʉɹɸʃɹɹ Ăʇʝʥʯʦ ʉʝʤʦʚò ï 

ɻʘʙʨʦʚʦ ɸɼ, ʧʨʝʜʦʩʪʘʚʷʱʠ ʤʝʜʠʮʠʥʩʢʠ ʫʩʣʫʛʠ ʚ ʦʙʣʘʩʪ ɻʘʙʨʦʚʦ. 11 

2.5. ʍʘʨʘʢʪʝʨʠʩʪʠʢʘ ʥʘ ʄɹɸʃ Ăɼ-ʨ ʊʦʪʘ ɺʝʥʢʦʚʘò ɸɼ ɻʘʙʨʦʚʦ  

ʄɹɸʃ Ăɼ-ʨ ʊʦʪʘ ɺʝʥʢʦʚʘò ɸɼ ɻʘʙʨʦʚʦ ʦʙʩʣʫʞʚʘ ʥʘʩʝʣʝʥʠʝʪʦ ʥʘ ʦʙʱʠʥʘ 

ɻʘʙʨʦʚʦ, ʢʦʝʪʦ ʥʘʙʨʦʷʚʘ 78 696 ʜʫʰʠ, ʢʘʪʦ ʦʪ ʪʷʭ ʜʦ 18 ʛʦʜʠʰʥʘ ʚʲʟʨʘʩʪ ï 

15.73%, ʦʪ 18 ʜʦ 65 ʛʦʜʠʰʥʘ ʚʲʟʨʘʩʪ ï 67.99% ʠ ʥʘʜ 65 ʛʦʜʠʰʥʘ ʚʲʟʨʘʩʪ - 

16.28%. ɹʦʣʥʠʮʘʪʘ ʠʟʚʲʨʰʚʘ ʩʧʝʮʠʘʣʠʟʠʨʘʥʠ ʤʝʜʠʮʠʥʩʢʠ ʜʝʡʥʦʩʪʠ, ʢʦʠʪʦ 

ʥʝ ʩʝ ʧʨʝʜʣʘʛʘʪ ʦʪ ʦʩʪʘʥʘʣʠʪʝ ʃɿɹʇ ʚ ʨʝʛʠʦʥʘ. ɹʨʦʷʪ ʥʘ ʦʙʩʣʫʞʚʘʥʦʪʦ 

ʥʘʩʝʣʝʥʠʝ ʟʘ ʚʠʩʦʢʦʩʧʝʮʠʘʣʠʟʠʨʘʥʠ ʤʝʜʠʮʠʥʩʢʠ ʜʝʡʥʦʩʪʠ ʚʲʟʣʠʟʘ ʥʘ 

152 317, ʦʪ ʢʦʠʪʦ 25 377 ʜʝʮʘ.  

ɸʥʘʣʠʟʲʪ ʥʘ ʧʘʟʘʨʘ ʧʦʢʘʟʚʘ ʛʦʣʷʤ ʧʘʟʘʨʝʥ ʜʷʣ ʥʘ ʙʦʣʥʠʮʘʪʘ: 

                                                           
11 ˨ʥ͊ʥʠ ʧʦ ɼʦʢʣʘʜ Ăʆʮʝʥʢʘ ʥʘ ʙʦʣʥʠʮʠʪʝ ʚ ɻʘʙʨʦʚʩʢʘ ʦʙʣʘʩʪò, ʧʨʦʝʢʪ ʥʘ ʉʚʝʪʦʚʥʘ ʙʘʥʢʘ, 
2003ʛ. 
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Á 90% ʟʘ ʦʙʱʠʥʘ ɻʘʙʨʦʚʦ; 

Á 40% ʟʘ ʮʷʣʘʪʘ ɻʘʙʨʦʚʩʢʘ ʦʙʣʘʩʪ; 

Á 100% ʟʘ ʮʷʣʘʪʘ ɻʘʙʨʦʚʩʢʘ ʦʙʣʘʩʪ, ʟʘ ʥʷʢʦʠ ʜʝʡʥʦʩʪʠ  ʢʘʪʦ ʩʧʝʰʥʠ 

ʩʣʫʯʘʠ ʩ ʘʢʪʠʚʥʘ ʭʠʨʫʨʛʠʯʥʘ ʠʥʪʝʨʚʝʥʮʠʷ, ʭʠʨʫʨʛʠʯʥʠ  ʠʥʪʝʨʚʝʥʚʮʠʠ ʚ 

ʫʨʦʣʦʛʠʷʪʘ, ʦʬʪʘʣʤʦʣʦʛʠʷʪʘ, ʋʅɻ, ʥʦʚʦʨʦʜʝʥʠ ʩʲʩ ʩʧʝʰʥʠ 

ʪʝʨʘʧʝʚʪʠʯʥʠ ʧʨʦʙʣʝʤʠ, ʭʝʤʦʜʠʘʠʟʘ, ʪʨʘʥʩʬʫʟʠʦʥʥʘ ʭʝʤʘʪʦʣʦʛʠʷ ʠ 

ʠʥʚʘʟʠʚʥʘ ʢʘʨʜʠʦʣʦʛʠʷ; 

Á 80-90% ʧʨʠ ʭʝʤʘʪʦʣʦʛʠʯʥʠʪʝ ʟʘʙʦʣʷʚʘʥʠʷ, ʠʥʬʝʢʮʠʦʟʥʠ ʙʦʣʝʩʪʠ, 

ʩʧʝʰʥʘ ʢʘʨʜʠʦʣʦʛʠʷ.  

ɺ ʩʲʱʦʪʦ ʚʨʝʤʝ ʘʥʘʣʠʟʲʪ ʥʘ ʧʘʟʘʨʘ ʧʦʢʘʟʚʘ ʩʚʦʙʦʜʥʠ ʧʘʟʘʨʥʠ 

ʩʝʛʤʝʥʪʠ ʚ ʦʙʣʘʩʪʪʘ ʥʘ ʩʲʜʦʚʘʪʘ ʭʠʨʫʨʛʠʷ, ʝʜʥʦʜʥʝʚʥʘʪʘ ʭʠʨʫʨʛʠʷ, 

ʤʠʥʠʠʥʚʘʟʠʚʥʠʪʝ ʦʧʨʝʪʠʚʘʥʠ ʠ ʘʥʝʩʪʝʟʠʦʣʦʛʠʯʥʠ ʪʝʭʥʠʢʠ, ʦʧʝʨʘʪʠʚʥʠ 

ʪʝʭʥʠʢʠ ʚ ʛʠʥʝʢʦʣʦʛʠʷʪʘ.  

2.6. ʍʘʨʘʢʪʝʨʠʩʪʠʢʘ ʥʘ ʉɹɸʃɹɹ Ăʇʝʥʯʦ ʉʝʤʦʚò ï ɻʘʙʨʦʚʦ ɸɼ  

ʉɹɸʃɹɹ Ăʇʝʥʯʦ ʉʝʤʦʚò ï ɻʘʙʨʦʚʦ ɸɼ ʠʤʘ ʧʨʝʜʤʝʪ ʥʘ ʜʝʡʥʦʩʪ ʘʢʪʠʚʥʦ 

ʣʝʯʝʥʠʝ ʥʘ ʚʩʠʯʢʠ ʬʦʨʤʠ ʥʘ ʪʫʙʝʨʢʫʣʦʟʥʠ ʟʘʙʦʣʷʚʘʥʠʷ, ʦʩʪʨʠ ʠ ʦʙʦʩʪʨʝʥʠ 

ʭʨʦʥʠʯʥʠ ʥʝʩʧʨʮʠʬʠʯʥʠ ʟʘʙʦʣʷʚʘʥʠʷ ʥʘ ʙʝʣʠʪʝ ʜʨʦʙʦʚʝ. ɺ ʙʦʣʥʠʮʘʪʘ ʩʝ 

ʣʝʢʫʚʘʪ ʞʠʪʝʣʠ ʥʘ ʦʙʣʘʩʪ ɻʘʙʨʦʚʦ ï 152 317 ʜʫʰʠ. ɹʦʣʥʠʮʘʪʘ ʝ ʩ 

ʤʝʞʜʫʦʙʣʘʩʪʥʠ ʬʫʥʢʮʠʠ ʠ ʢʘʪʦ ʪʘʢʘʚʘ ʦʙʩʣʫʞʚʘ 2 905 238 ʜʫʰʠ.  

ɸʥʘʣʠʟʲʪ ʥʘ ʧʘʟʘʨʥʠʷʪ ʜʷʣ ʧʦʢʘʟʚʘ: 

Á 10% ʟʘ ʦʙʱʠʥʘ ɻʘʙʨʦʚʦ ʦʪ ʚʩʠʯʢʠ ʟʘʙʦʣʷʚʘʥʠʷ; 

Á 100% ʟʘ ʮʷʣʘʪʘ ɻʘʙʨʦʚʩʢʘ ʦʙʣʘʩʪ ʟʘ ʘʢʪʠʚʥʦ ʣʝʯʝʥʠʝ ʥʘ ʚʩʠʯʢʠ 

ʬʦʨʤʠ ʥʘ ʪʫʙʝʨʢʫʣʦʟʘ, ʚʢʣʶʯʠʪʝʣʥʦ ʤʫʣʪʠʨʝʟʠʩʪʝʥʪʥʘ 

ʪʫʙʝʨʢʫʣʦʟʘ; 

Á 100% ʟʘ ʮʷʣʘʪʘ ɻʘʙʨʦʚʩʢʘ ʦʙʣʘʩʪ ʟʘ ʜʝʡʥʦʩʪʠ ʢʘʪʦ: ʦʧʝʨʘʮʠʠ ʩ 

ʤʘʣʢʘ ʩʣʦʞʥʦʩʪ ʠ ʤʝʩʪʥʘ ʘʥʝʩʪʝʟʠʷ (ʌɹʉ), ʜʠʩʧʘʥʩʝʨʠʟʘʮʠʷ ʥʘ 

ʧʘʮʠʝʥʪʠ ʩ ʍʅɹɿ ʠ ʩʧʝʮʠʬʠʯʥʠ ʟʘʙʦʣʷʚʘʥʠʷ.  

 

2.7. ɸʥʘʣʠʟ ʥʘ ʧʦʜʢʨʠʪʝʨʠʠʪʝ ʥʘ ʘʥʢʝʪʘʪʘ ʦʪ ʤʝʪʦʜʠʢʘʪʘ 

SERVQUAL 

ɿʘ ʘʥʘʣʠʟʘ ʥʘ ʧʦʜʢʨʠʪʝʨʠʠʪʝ ʥʘ ʤʝʪʦʜʠʢʘʪʘ SERVQUAL ʚ ʜʚʝʪʝ ʘʥʢʝʪʠ: 

Ăʆʯʘʢʚʘʥʠʷò ʟʘ ʤʝʜʠʮʠʥʩʢʘ ʫʩʣʫʛʘ ʠ Ăɺʲʟʧʨʠʷʪʠʷò ʟʘ ʤʝʜʠʮʠʥʩʢʘ ʫʩʣʫʛʘ, 

ʩʣʝʜʚʘ, ʜʘ ʩʝ ʠʤʘ ʧʨʝʜʚʠʜ, ʯʝ ʪʝ ʩʘ ʩʪʨʫʢʪʫʨʠʨʘʥʠ ʧʦ ʥʘʯʠʥ, ʢʦʡʪʦ ʧʦʟʚʦʣʷʚʘ 
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ʜʘ ʩʝ ʧʦʪʲʨʩʠ ʣʦʛʠʯʝʩʢʘ ʚʨʲʟʢʘ ʤʝʞʜʫ ʪʷʭʥʦʪʦ ʩʲʜʲʨʞʘʥʠʝ ʠ ʥʘʫʯʥʦʪʦ 

ʩʭʚʘʱʘʥʝ ʟʘ ʩʪʨʫʢʪʫʨʘʪʘ ʥʘ ʧʨʦʜʫʢʪʘ ʠ ʫʩʣʫʛʘʪʘ.   

ʇʦʜʢʨʠʪʝʨʠʠʪʝ, ʨʘʟʛʣʝʜʘʥʠ ʚ ʘʩʧʝʢʪʘ ʥʘ ʪʨʠʪʝ ʨʘʚʥʠʱʘ ʥʘ ʢʦʥʮʝʧʮʠʷʪʘ 

ʥʘ ʧʨʦʜʫʢʪʘ/ʫʩʣʫʛʘʪʘ: ʩʲʱʠʥʘ ʥʘ ʧʨʦʜʫʢʪʘ, ʦʩʝʟʘʝʤʦʩʪ ʥʘ ʧʨʦʜʫʢʪʘ ʠ 

ʜʦʧʲʣʥʠʪʝʣʥʠ ʧʨʠʜʦʙʠʚʢʠ ʧʦʢʘʟʚʘ, ʯʝ ʪʝ ʩʝ ʨʘʟʧʨʝʜʝʣʷʪ ʩʲʦʙʨʘʟʥʦ ʪʝʟʠ 

ʪʨʠ ʨʘʚʥʠʱʘ (ʬʠʛ.14).  

 

 

 

 

 

 

 

 

 

 

ʌʠʛ. 14 Tʨʠ ʨʘʚʥʠʱʘ ʥʘ ʪʦʪʘʣʥʠʷ ʧʨʦʜʫʢʪ/ʫʩʣʫʛʘ ʠ ʢʨʠʪʝʨʠʠʪʝ ʥʘ ʤʝʪʦʜʠʢʘʪʘ 

SERVQUAL 

Á ʉʲʱʠʥʘ ʥʘ ʧʨʦʜʫʢʪʘ/ʫʩʣʫʛʘʪʘ ʝ ʥʘʡ ʬʫʥʜʘʤʝʥʪʘʣʥʦʪʦ ʨʘʚʥʠʱʝ ʥʘ 

ʧʨʦʜʫʢʪʘ/ʫʩʣʫʛʘʪʘ. ʆʪʛʦʚʘʨʷ ʥʘ ʚʲʧʨʦʩʘ: Ăʂʘʢʚʘ ʧʦʪʨʝʙʥʦʩʪ ʟʘʜʦʚʦʣʷʚʘ ʪʦʟʠ 

ʧʨʦʜʫʢʪ/ʫʩʣʫʛʘò? ʉʪʨʝʤʝʞʲʪ ʥʘ ʤʝʥʠʜʞʤʲʥʪʘ, ʙʠ ʪʨʷʚʘʣʦ ʜʘ ʙʲʜʝ ʥʘʩʦʯʝʥ 

ʢʲʤ ʨʘʟʢʨʠʚʘʥʝ ʥʘ ʩʲʱʠʥʩʢʠʪʝ ʧʦʪʨʝʙʥʦʩʪʠ, ʢʦʠʪʦ ʧʨʦʜʫʪʲʪ/ʫʩʣʫʛʘʪʘ ʤʦʞʝ 

ʜʘ ʟʘʜʦʚʦʣʠ ʪʘʢʘ, ʯʝ ʦʮʝʥʢʘʪʘ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʜʘ ʦʙʭʚʘʥʝ ʠʟʛʦʜʘʪʘ, ʘ ʥʝ ʩʘʤʦ 

ʥʘʙʦʨʘ ʦʪ ʭʘʨʘʢʪʝʨʠʩʪʠʢʠ. ʉʲʱʠʥʩʢʠʪʝ ʧʦʪʨʝʙʥʦʩʪʠ ʢʦʨʝʩʧʦʥʜʠʨʘʪ ʩ 

ʪʝʭʥʠʯʝʩʢʦʪʦ ʢʘʯʝʩʪʚʦ ʧʦ ɻʨʴʦʥʨʦʦʩ, ʠʣʠ ʪʚʲʨʜʠʪʝ ʠʥʜʠʢʘʪʦʨʠ, ʠʣʠ 

ʩʲʱʠʥʩʢʦʪʦ ʢʘʯʝʩʪʚʦ ʧʦ ʂ. ʀʰʠʢʘʚʘ. ʄʦʛʘʪ ʜʘ ʙʲʜʘʪ ʠʟʤʝʨʝʥʠ ʯʨʝʟ SQI 

ʠʥʜʝʢʲʪ ʥʘ ʤʝʪʦʜʠʢʘʪʘ SERVQUAL.  

Á ʆʩʝʟʘʝʤʦʩʪ ʥʘ ʧʨʦʜʫʢʪʘ/ʫʩʣʫʛʘʪʘ 

ʉʲʱʠʥʩʢʠʷʪ ʧʨʦʜʫʢʪ/ʫʩʣʫʛʘ ʚʠʥʘʛʠ ʩʝ ʧʨʝʜʣʘʛʘ ʚ ʦʩʝʟʘʝʤʘ ʬʦʨʤʘ. ɺ 

ʩʪʦʧʘʥʩʢʠʷʪ ʤʘʨʢʝʪʠʥʛ ʩʘ ʩʝ ʥʘʣʦʞʠʣʠ ʧʝʪ ʭʘʨʘʢʪʝʨʠʩʪʠʢʠ ʥʘ ʦʩʝʟʘʝʤʠʷ 

ʧʨʦʜʫʢʪ/ʫʩʣʫʛʘ: ʦʪʣʠʯʠʪʝʣʥʠ ʯʝʨʪʠ, ʜʠʟʘʡʥ, ʢʘʯʝʩʪʚʦ, ʦʧʘʢʦʚʢʘ ʠ ʤʘʨʢʘ. ʟʘ 

ʨʘʟʣʠʢʘ, ʫʩʣʫʛʠʪʝ ʩʘ ʥʝʦʩʝʟʘʝʤʠ. ʊʝ ʥʝ ʩʘ ʠʜʝʥʪʠʯʥʠ ʧʨʠ ʫʩʣʫʛʠʪʝ ʚ ʦʙʩʝʛʘ 

ʥʘ ʥʝʩʪʦʧʘʥʩʢʠʷ ʤʘʨʢʝʪʠʥʛ. ʊʘʢʘ ʧʘʮʠʝʥʪʲʪ, ʢʦʡʪʦ ʩʝ ʧʦʜʣʘʛʘ ʥʘ ʭʠʨʫʨʛʠʯʥʘ 

ʠʥʪʝʨʚʝʥʮʠʷ ʥʝ ʤʦʞʝ ʜʘ ʟʥʘʝ ʧʨʝʜʚʘʨʠʪʝʣʥʦ ʩʲʜʲʨʞʘʥʠʝʪʦ ʠʣʠ ʩʪʦʡʥʦʩʪʪʘ 
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ʥʘ ʫʩʣʫʛʘʪʘ, ʟʘʱʦʪʦ ʚ ʥʝʷ ʥʝ ʫʯʘʩʪʚʘ ʥʠʢʘʢʲʚ ʦʩʝʟʘʝʤ ʝʣʝʤʝʥʪ. 

ʇʦʪʨʝʙʠʪʝʣʷʪ ʩʝ ʨʲʢʦʚʦʜʠ ʦʪ ʚʪʦʨʠʯʥʘ ʠʥʬʦʨʤʘʮʠʷ ʢʘʪʦ ʜʦʚʝʨʠʝ (ʤʘʨʢʦʚʦ 

ʠʤʝ/ʘʢʨʝʜʠʪʘʮʠʷ, ʩʝʨʪʠʬʠʢʘʪ, ʠʟʜʘʜʝʥ ʦʪ ʚʲʥʰʥʘ ʢʦʤʠʩʠʷ ʟʘ ʦʮʝʥʢʘ).  

Á ɼʦʧʲʣʥʠʪʝʣʥʠ ʧʨʠʜʦʙʠʚʢʠ (ʥʝ ʩʝ ʘʥʘʣʠʟʠʨʘʪ ʚ ʠʟʣʦʞʝʥʠʝʪʦ) 

ʊʝ ʩʘ ʜʦʧʲʣʥʠʪʝʣʥʠ ʭʘʨʘʢʪʝʨʠʩʪʠʢʠ ʠ ʠʟʛʦʜʠ, ʢʦʠʪʦ ʥʘʜʭʚʲʨʣʷʪ 

ʦʩʝʟʘʝʤʠʷ ʧʨʦʜʫʢʪ ʪʘʢʘ, ʯʝ ʩʲʟʜʘʚʘʪ ʜʦʧʲʣʥʠʪʝʣʝʥ ʧʨʦʜʫʢʪ/ʫʩʣʫʛʘ. ʅʘ ʪʦʚʘ 

ʥʠʚʦ ʩʝ ʠʟʚʲʨʰʚʘ ʢʦʥʢʫʨʝʥʮʠʷ. ʅʝʩʪʦʧʘʥʩʢʠʪʝ ʦʨʛʘʥʠʟʘʮʠʠ ʦʙʘʯʝ ʪʨʷʙʚʘ ʜʘ 

ʨʘʟʚʠʚʘʪ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʩʲʱʠʥʩʢʠʷ ʧʨʦʜʫʢʪ/ʫʩʣʫʛʘ.  

 

ɺʨʲʟʢʘ ʥʘ ʠʟʤʝʨʝʥʠʷʪʘ ʥʘ ʫʩʣʫʛʘʪʘ ʩ ʢʨʠʪʝʨʠʠʪʝ ʥʘ ʤʝʪʦʜʠʢʘʪʘ 

SERVQUAL ʠ SQI  

ʇʦʜʢʨʠʪʝʨʠʠʪʝ ʥʘ ʧʝʪʪʝ ʢʨʠʪʝʨʠʷ ʦʪ ʤʝʪʦʜʠʢʘʪʘ SERVQUAL ʩʝ 

ʧʨʦʷʚʷʚʘʪ ʢʘʪʦ ʥʝʟʘʚʠʩʠʤʠ ʧʨʦʤʝʥʣʠʚʠ ʚ ʘʥʢʝʪʠʪʝ Ăʆʯʘʢʚʘʥʝ/ʚʲʟʧʨʠʷʪʠʝ ʥʘ 

ʤʝʜʠʮʠʥʩʢʘʪʘ ʫʩʣʫʛʘ. ʍʘʨʘʢʪʝʨʠʟʠʨʘʪ ʩʝ ʩ ʨʘʟʥʦʨʦʜʥʦʩʪ ʧʦ ʦʪʥʦʰʝʥʠʝ ʥʘ 

ʩʚʦʡʩʪʚʘʪʘ ʥʘ ʫʩʣʫʛʘʪʘ. ɿʘʜ ʢʨʠʪʝʨʠʠʪʝ ʩʪʦʷʪ ʤʥʦʞʝʩʪʚʦ ʬʘʢʪʦʨʠ: 

ʧʨʠʨʦʜʘʪʘ ʥʘ ʫʩʣʫʛʘʪʘ, ʧʩʠʭʠʢʘʪʘ ʥʘ ʧʦʪʨʝʙʠʪʝʣʠʪʝ, ʧʦʪʨʝʙʥʦʩʪʠʪʝ 

ʥʘ ʧʦʪʨʝʙʠʪʝʣʠʪʝ, ʥʘʯʠʥʘ ʧʦ ʢʦʡʪʦ ʩʝ ʧʨʝʜʩʪʘʚʷ ʫʩʣʫʛʘʪʘ ʚʲʚ 

ʚʲʥʰʥʘʪʘ ʩʨʝʜʘ.  

Á SQI ʠʟʤʝʨʚʘ ʩʲʱʠʥʩʢʦʪʦ ʢʘʯʝʩʪʚʦ ʯʨʝʟ ʠʟʤʝʨʚʘʥʝ ʥʘ ʨʘʟʣʠʢʘʪʘ 

ʤʝʞʜʫ ʚʲʟʧʨʠʷʪʠʷʪʘ ʟʘ ʫʩʣʫʛʘʪʘ ʠ ʦʯʘʢʚʘʥʠʷʪʘ ʟʘ ʥʝʷ (ʦʪʥʘʩʷ ʩʝ ʟʘ 

ʤʠʢʩ ʦʪ ʧʨʦʜʫʢʪʠ).  

Á ʄ1 ï ʄ2 (ʄʘʪʝʨʠʘʣʥʦʩʪ): ʚʘʞʥʦʩʪʪʘ ʥʘ ʪʦʟʠ ʢʨʠʪʝʨʠʡ ʟʘ ʦʮʝʥʢʘʪʘ 

ʥʘ ʢʘʯʝʩʪʚʦʪʦ, ʩʝ ʦʧʨʝʜʝʣʷ ʦʪ ʬʘʢʪʘ, ʯʝ ʥʘʣʠʯʥʦʩʪʪʘ ʥʘ ʫʩʣʦʚʠʷʪʘ 

ʥʘ ʢʨʠʪʝʨʠʷ, ʧʨʝʚʨʲʱʘʪ ʥʝʦʩʝʟʘʝʤʦʩʪʪʘ ʥʘ ʫʩʣʫʛʘʪʘ ʚ ʦʩʝʟʘʝʤʦʩʪ, 

ʪ.ʝ. ʩʪʘʚʘ ʠʟʤʝʨʠʤʘ. ʂʨʠʪʝʨʠʷʪ ʝ ʦʨʠʝʥʪʠʨʘʥ ʢʲʤ ʫʧʨʘʚʣʝʥʠʝ ʥʘ 

ʫʩʣʫʛʘʪʘ.  

Á ʅ5 ï ʅ9 (ʅʘʜʝʞʜʥʦʩʪ): ʩʧʘʟʚʘʥʝ ʜʦʛʦʚʦʨʥʠ ʦʪʥʦʰʝʥʠʷ, ʢʦʨʝʢʪʥʦʩʪ 

ʢʲʤ ʚʲʪʨʝʰʥʠ ʠ ʚʲʥʰʥʠ ʧʦʪʨʝʙʠʪʝʣʠ. ʂʨʠʪʝʨʠʷʪ ʤʦʞʝ ʜʘ ʦʮʝʥʠ ʠ 

ʥʝʜʝʣʠʤʦʩʪʪʘ ʥʘ ʫʩʣʫʛʘʪʘ (ʜʦʢʦʣʢʦ ʫʩʣʫʛʘʪʘ ʝ ʥʝʦʪʜʝʣʠʤʘ ʦʪ 

ʠʟʪʦʯʥʠʢʘ, ʢʦʡʪʦ ʷ ʜʦʩʪʘʚʷ, ʚ ʩʣʫʯʘʷ ʤʝʜʠʮʠʥʩʢʦʪʦ ʣʠʮʝ/ʃɿɹʇ). 

ʀʥʬʦʨʤʘʮʠʷ ʟʘ ʃɿɹʇ, ʢʘʢʚʘ ʝ ʚʠʟʠʷʪʘ ʥʘ ʃɿɹʇ ʥʘʚʲʥ.  

Á ʋ14 ï ʋ17 (ʋʚʝʨʝʥʥʦʩʪ): ʧʨʦʬʝʩʠʦʥʥʘʣʥʘ ʢʦʤʧʝʪʝʥʪʥʦʩʪ ʠ 

ʤʦʪʠʚʘʮʠʷ. 
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ɺ ʜʚʝʪʝ ʛʨʫʧʠ ʢʨʠʪʝʨʠʠ ʆ10 ï ʆ13 ʠ ʉ18 ï ʉ22, ʫʩʣʦʚʠʷʪʘ ʩʲʜʲʨʞʘʪ 

ʦʙʨʘʪʥʠ ʪʚʲʨʜʝʥʠʷ, ʢʦʝʪʦ ʚʝʨʦʷʪʥʦ ʩʝ ʪʲʨʩʠ ʧʩʠʭʦʣʦʛʠʯʝʩʢʠ ʘʩʧʝʢʪ ʧʨʠ 

ʦʮʝʥʷʚʘʥʝʪʦ ʠ ʨʘʟʩʝʡʚʘʥʝ ʥʘ ʦʪʛʦʚʦʨʠʪʝ ʤʝʞʜʫ 1 ʠ 7 (ʘʙʩʦʣʶʪʥʦ ʩʲʛʣʘʩʝʥ ʠ 

ʘʙʩʦʣʶʪʥʦ ʥʝʩʲʛʣʘʩʝʥ). 

Á ʆ10 ï ʆ13 (ʆʪʟʠʚʯʠʚʦʩʪ): ʦʮʝʥʷʚʘ ʥʝʜʝʣʠʤʦʩʪʪʘ ʥʘ ʫʩʣʫʛʘʪʘ, 

ʩʚʦʝʚʨʝʤʝʥʥʦʩʪ ʠ ʥʘʯʠʥʘ ʥʘ ʚʲʟʧʨʠʷʪʠʝ ( ʢʘʪʦ ʮʷʣʦ ï ʃɿɹʇ ʠʣʠ 

ʢʦʥʢʨʝʪʥʦ ï ʧʝʨʩʦʥʘʣʘ. ɸʢʮʝʥʪʠʨʘ ʥʘ ʚʨʲʟʢʘʪʘ ʧʝʨʩʦʥʘʣ ï ʧʘʮʠʝʥʪ. 

Á ʉ18 ï ʉ22 (ʉʲʯʫʚʩʪʚʠʝ): ʠʟʨʘʟʷʚʘ ʠʥʜʠʚʠʜʫʘʣʝʥ ʧʦʜʭʦʜ, ʥʘʩʦʯʝʥʘ 

ʝ ʢʲʤ ʧʦʪʨʝʙʠʪʝʣʷ ʠ ʜʦʢʦʣʢʦ ʧʘʮʠʝʪʠʪʝ ʦʩʲʟʥʘʚʘʪ ʨʦʣʷʪʘ ʩʠ ʚ 

ʧʨʦʮʝʩʘ ʥʘ ʧʨʝʜʦʩʪʘʚʷʥʝ ʥʘ ʫʩʣʫʛʘʪʘ. ʆʪʨʘʟʷʚʘ ʚʨʲʟʢʠʪʝ 

Ăʧʦʪʨʝʙʥʦʩʪʠ ʥʘ ʧʘʮʠʝʥʪʠʪʝ ï ʃɿɹʇò ʠ Ăʧʦʪʨʝʙʥʦʩʪʠ ʥʘ ʧʘʮʠʝʥʪʠʪʝ 

ï ʧʝʨʩʦʥʘʣò.  

2.5. ʀʟʚʦʜʠ 

ʀʟʩʣʝʜʚʘʥʝʪʦ ʥʘ ʧʦʪʨʝʙʠʪʝʣʩʢʦʪʦ ʧʦʚʝʜʝʥʠʝ ʢʘʪʦ ʠʥʩʪʨʫʤʝʥʪ ʥʘ 

ʥʝʩʪʦʧʘʥʩʢʠʷ ʤʘʨʢʝʪʠʥʛ ʜʘʚʘ ʚʲʟʤʦʞʥʦʩʪ ʥʘ ʙʦʣʥʠʯʥʠʪʝ ʤʝʥʠʜʞʲʨʠ ʜʘ 

ʨʘʟʙʝʨʘʪ ʧʨʦʙʣʝʤʠʪʝ ʚ ʃɿ ï ʦʙʱʦ ʠ ʧʦ ʟʚʝʥʘ, ʢʦʠ ʩʘ ʧʦʪʨʝʙʠʪʝʣʠʪʝ ʠ ʢʘʢ ʪʝ 

ʚʲʟʧʨʠʝʤʘʪ ʦʨʛʘʥʠʟʘʮʠʷʪʘ ʢʘʪʦ ʮʷʣʦ ʠ ʤʝʜʠʮʠʥʩʢʠʪʝ ʫʩʣʫʛʠ ʧʨʝʜʦʩʪʘʚʷʥʠ ʦʪ 

ʥʝʷ. ʅʘ ʪʘʟʠ ʪʝʥʜʝʥʮʠʷ ʝ ʧʦʩʚʝʪʝʥʦ ʘʥʢʝʪʥʦʪʦ ʧʨʦʫʯʚʘʥʝ.  
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3.ɸʅʂɽʊʅʆ ʇʈʆʋʏɺɸʅɽ  

3.1. ʇʨʠʣʦʞʝʥʠʝ ʥʘ ʘʥʢʝʪʠʪʝ ʧʦ ʤʝʪʦʜʠʢʘʪʘ SERVQUAL 

ʎʝʣʪʘ ʥʘ ʘʥʢʝʪʥʦʪʦ ʧʨʦʫʯʚʘʥʝ ʝ ʜʘ ʩʝ ʠʟʩʣʝʜʚʘ ʚʨʲʟʢʘʪʘ Ăʦʯʘʢʚʘʥʠʷ ï 

ʚʲʟʧʨʠʷʪʠʷò ʧʨʠ ʧʨʝʜʦʩʪʘʚʷʥʝ ʥʘ ʤʝʜʠʮʠʥʩʢʘ ʧʦʤʦʱ ʥʘ ʧʘʮʠʝʥʪʠʪʝ, ʦʪ ʜʚʝ 

ʃɿɹʇ - ʉɹɸʃɹɹ Ăʇʝʥʯʦ ʉʝʤʦʚò ɸɼ ɻʘʙʨʦʚʦ ʠ ʄɹɸʃ Ăɼ-ʨ ʊʦʪʘ ɺʝʥʢʦʚʘò ɸɼ 

ɻʘʙʨʦʚʦ, ʥʘʨʠʯʘʥʠ ʉɹɸʃɹɹ ʠ ʄɹɸʃ), ʯʨʝʟ ʧʨʠʣʦʞʝʥʠʝ ʚ ʧʨʘʢʪʠʢʘʪʘ ʥʘ 

ʄʝʪʦʜʠʢʘʪʘ SɽRVQUAL ʠ ʧʦʩʨʝʜʩʪʚʦʤ ʦʧʨʝʜʝʣʷʥʝ ʥʘ ʯʘʩʪʥʠʪʝ ʠʥʜʝʢʩʠ ʟʘ 

ʢʘʯʝʩʪʚʦ ʠ ʛʣʦʙʘʣʥʠʷ ʠʥʜʝʢʩ ʥʘ ʢʘʯʝʩʪʚʦ (QSI). ʀʟʩʣʝʜʚʘʥʠ ʩʘ ʦʙʱʦ 503 

ʭʦʩʧʠʪʘʣʠʟʠʨʘʥʠ ʧʘʮʠʝʥʪʠ, ʧʨʝʟ ʧʝʨʠʦʜʘ Ăʬʝʚʨʫʘʨʠ 2012ʛ. ï ʤʘʨʪ 2012ʛ.ò, 

ʢʘʪʦ ʦʪ ʪʷʭ - 153 ʚ ʉɹɸʃɹɹ ʠ 350 ʚ ʄɹɸʃ.   

ʈʘʟʛʣʝʜʘʥʠ ʩʘ 22 ʧʨʦʤʝʥʣʠʚʠ (ʧʦʜʢʨʠʪʝʨʠʠ) ʚ ʯʘʩʪʪʘ Ăʦʯʘʢʚʘʥʠʷò ʠ 22 

ʧʨʦʤʝʥʣʠʚʠ (ʧʦʜʢʨʠʪʝʨʠʠ) ʚ ʯʘʩʪʪʘ Ăʚʲʟʧʨʠʷʪʠʷò: ʆ1, ʆ2, ʆ3, ʆ4, ʆ5, ʆ6, ʆ7, 

ʆ8, ʆ9, ʆ10, ʆ11, ʆ12, ʆ13, ʆ14, ʆ15, ʆ16, ʆ17, ʆ18, ʆ19, ʆ20, ʆ21, ʆ22 

Ăʆʯʘʢʚʘʥʠʷ ʟʘ ʤʝʜʠʮʠʥʩʢʘʪʘ ʫʩʣʫʛʘò ʠ ɺ1, ɺ2, ɺ3, ɺ4, ɺ5, ɺ6, ɺ7, ɺ8, ɺ9, ɺ10, 

ɺ11, ɺ12, ɺ13, ɺ15, ɺ16, ɺ17, ɺ19, ɺ20, ɺ21, ɺ22 Ăɺʲʟʧʨʠʷʪʠʷ ʟʘ 

ʤʝʜʠʮʠʥʩʢʘʪʘ ʫʩʣʫʛʘò, ʢʦʠʪʦ ʦʙʨʘʟʫʚʘʪ ʧʝʪʪʝ ʜʝʪʝʨʤʠʥʘʥʪʠ (ʢʨʠʪʝʨʠʠ) ʟʘ 

ʢʘʯʝʩʪʚʦ: ʤʘʪʝʨʠʘʣʥʦʩʪ (ʄ1 ï ʄ4) ʥʘʜʝʞʜʥʦʩʪ (ʅ5 ï ʅ9), ʦʪʟʠʚʯʠʚʦʩʪ(ʆ10 ï 

ʆ13), ʫʚʝʨʝʥʥʦʩʪ(ʋ14 ï ʋ17) ʠ ʩʲʯʫʚʩʪʚʠʝ (ʉ18 ï ʉ22), ʩʲʩʪʘʚʣʷʚʘʱʠ SQI 

(ʬʠʛʫʨʘ ˉ15), ʢʘʢʪʦ ʩʣʝʜʚʘ: 

Á ʄ1 ʉ̡ ʚʨʝʤʝʥʥʦ ʦʙʦʨʫʜʚʘʥʝ ʥʘ ʃɿɹʇ 

Á ʄ2 ɺʠʜʠʤʦ ʧʨʠʚʣʝʢʘʪʝʣʥʦ ʬʠʟʠʯʝʩʢʦ ʦʙʢʨʲʞʝʥʠʝ ʥʘ ʃɿɹʇ 

Á ʄ3 ʇʨʠʷʪʥʦ ʠ ʩʧʨʝʪʥʘʪʦ ʦʙʣʝʯʝʥ ʧʝʨʩʦʥʘʣ 

Á ʄ4 ʉʲʦʪʚʝʪʩʪʚʠʝ ʥʘ ʚʲʥʰʥʠʷ ʚʠʜ ʥʘ ʝʣʝʤʝʥʪʠʪʝ ʦʪ ʬʠʟʠʯʝʩʢʦʪʦ 

ʦʙʢʨʲʞʝʥʠʝ ʥʘ ʪʠʧʘ ʥʘ ʧʨʝʜʦʩʪʘʚʷʥʘʪʘ ʫʩʣʫʛʘ 

Á ʅ5 ʉʧʘʟʚʘʥʝ ʥʘ ʜʦʛʦʚʦʨʝʥʠʷ (ʦʙʝʱʘʥʠʷ) ʩʨʦʢ ʧʨʠ ʧʨʝʜʦʩʪʘʚʷʥʝ ʥʘ 

ʫʩʣʫʛʘʪʘ  

Á ʅ6 ʇʨʦʷʚʘ ʥʘ ʩʲʯʫʚʩʪʚʠʝ ʢʲʤ ʧʘʮʠʝʪʠʪʝ ʧʨʠ ʚʲʟʥʠʢʚʘʥʝ ʥʘ 

ʧʨʦʙʣʝʤ 

Á ʅ7 ʅʘʜʝʞʜʥʘ ʨʝʧʫʪʘʮʠʷ ʥʘ ʃɿ 

Á ʅ8 ʇʨʝʜʦʩʪʘʚʷʥʝ ʥʘ ʫʩʣʫʛʘʪʘ ʚ ʦʙʝʱʘʥʦʪʦ ʚʨʝʤʝ 

Á ʅ9 ɸʢʫʨʘʪʥʦ ʚʦʜʝʥʝ ʥʘ ʟʘʧʠʩʠʪʝ ʦʪ ʃɿ 

Á ʆ10 ʇʝʨʩʦʥʘʣʲʪ ʥʘ ʃɿ ʝ ʜʠʩʮʠʧʣʠʠʨʘʥ 

Á ʆ11 ʉʚʦʝʚʨʝʤʝʥʥʦ ʧʨʝʜʦʩʪʘʚʷʥʝ ʥʘ ʫʩʣʫʛʘʪʘ ʦʪ ʧʝʨʩʦʥʘʣʘ  
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Á ʆ12 ʄʦʪʠʚʠʨʘʥʦʩʪ ʫ ʩʲʪʨʫʜʥʠʮʠʪʝ ʦʢʘʟʚʘʪ ʧʦʤʦʱ ʥʘ 

ʧʦʪʨʝʙʠʪʝʣʠʪʝ 

Á ʆ13 ɹʲʨʟ ʦʪʛʦʚʦʨ ʥʘ ʤʦʣʙʘʪʘ ʥʘ ʧʘʮʠʝʥʪʠʪʝ ʦʪ ʩʪʨʘʥʘ ʥʘ 

ʧʝʨʩʦʥʘʣʘ  

Á ʋ14 ɼʦʚʝʨʠʝ ʠ ʚʟʘʠʤʥʦ ʨʘʟʙʠʨʘʥʝ ʤʝʞʜʫ ʧʝʨʩʦʥʘʣʘ ʠ 

ʧʦʪʨʝʙʠʪʝʣʠʪʝ 

Á ʋ15 ʆʪʥʦʰʝʥʠʝ ʥʘ ʩʠʛʫʨʥʦʩʪ ʠ ʙʝʟʦʧʘʩʥʦʩʪ ʦʪ ʩʪʨʘʥʘ ʥʘ ʃɿ ʢʲʤ 

ʧʦʪʨʝʙʠʪʝʣʠʪʝ  

Á ʋ16 ɺʝʞʣʠʚʦʩʪ ʥʘ ʧʝʨʩʦʥʘʣʘ ʩ ʧʦʪʨʝʙʠʪʝʣʠʪʝ  

Á ʋ17 ʇʦʜʜʨʲʞʢʘ ʥʘ ʧʝʨʩʦʥʘʣʘ ʦʪ ʩʪʨʘʥʘ ʥʘ ʨʲʢʦʚʦʜʩʪʚʦʪʦ ʟʘ 

ʝʬʝʢʪʠʚʥʦ ʦʙʩʣʫʞʚʘʥʝ ʥʘ ʧʦʪʨʝʙʠʪʝʣʠʪʝ 

Á ʉ18 ʀʥʜʠʚʠʜʫʘʣʝʥ ʧʦʜʭʦʜ ʥʘ ʃɿʢʲʤ ʧʦʪʨʝʙʠʪʝʣʠʪʝ 

Á ʉ19 ʇʨʦʷʚʘ ʥʘ ʣʠʯʥʦ ʫʯʘʩʪʠʝ ʦʪ ʩʪʘʥʘ ʥʘ ʧʝʨʩʦʥʘʣʘ ʧʨʠ ʨʝʰʘʚʘʥʝ 

ʥʘ ʧʨʦʙʣʝʤʠʪʝ ʥʘ ʧʦʪʨʝʙʠʪʝʣʠʪʝ 

Á ʉ20 ʇʦʟʥʘʚʘʥʝ ʥʘ ʧʦʪʨʝʙʥʦʩʪʠʪʝ ʥʘ ʧʦʪʨʝʙʠʪʝʠʦʪʝ ʦʪ ʩʪʨʘʥʘ ʥʘ ʃɿ 

Á ʉ21 ʆʨʠʝʥʪʠʨʘʥʦʩʪ ʢʲʤ ʧʨʦʙʣʝʤʠʪʝ ʥʘ ʧʦʪʨʝʙʠʪʝʣʠʪʝ ʦʪ ʩʪʨʘʥʘ ʥʘ 

ʃɿ 

Á ʉ22 ʋʜʦʙʥʠ ʟʘ ʚʩʠʯʢʠ ʧʦʪʨʝʙʠʪʝʣʠ ʯʘʩʦʚʝ ʟʘ ʨʘʙʦʪʘ  

 

 

 

ʌʠʛʫʨʘ ˉ 15 ʉʪʨʫʢʪʫʨʘ ʥʘ ɻʣʦʙʘʣʥʠʷ ʢʦʝʬʠʮʠʝʥʪ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʫʩʣʫʛʘʪʘ ï 

ʜʝʪʝʨʤʠʥʘʥʪʠ 
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ʂʘʯʝʩʪʚʦʪʦ ʥʘ ʤʝʜʠʮʠʥʩʢʠʪʝ ʫʩʣʫʛʠ ʟʘʚʠʩʠ ʦʪ ʧʨʦʮʝʩʘ ʥʘ ʩʨʘʚʥʝʥʠʝ ʥʘ 

ʦʯʘʢʚʘʥʠʷʪʘ ʟʘ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʤʝʜʠʮʠʥʩʢʠʪʝ ʫʩʣʫʛʠ ʜʦ ʧʦʪʨʝʙʣʝʥʠʝʪʦ ʦʪ 

ʧʦʪʨʝʙʠʪʝʣʠʪʝ ʩ ʥʝʧʦʩʨʝʜʩʪʚʝʥʦʪʦ ʚʲʟʧʨʠʷʪʠʝ ʥʘ ʫʩʣʫʛʘʪʘ ʚ ʤʦʤʝʥʪʘ ʠ ʩʣʝʜ 

ʧʦʪʨʝʙʣʝʥʠʝʪʦ. ɺʲʟʧʨʠʷʪʠʝʪʦ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʩʝ ʦʩʲʱʝʩʪʚʷʚʘ ʧʦ ʜʚʘ ʛʣʘʚʥʠ 

ʘʩʧʝʢʪʘ: (1) ʢʘʢʚʦ ʧʦʣʫʯʘʚʘ ʧʦʪʨʝʙʠʪʝʣʷ (ʪʝʭʥʠʯʝʩʢʠ ʘʩʧʝʢʪ ʥʘ ʢʘʯʝʩʪʚʦʪʦ) ʠ 

(2) ʢʘʢ ʧʦʪʨʝʙʠʪʝʣʷ ʧʦʣʫʯʘʚʘ ʤʝʜʠʮʠʥʩʢʘʪʘ ʫʩʣʫʛʘ (ʬʫʥʢʮʠʦʥʘʣʝʥ ʘʩʧʝʢʪ ʥʘ 

ʢʘʯʝʩʪʚʦʪʦ). ɸʥʘʣʠʟʲʪ ʧʦʢʘʟʚʘ ʢʘʢ ʥʘ ʧʨʘʢʪʠʢʘ ʤʦʞʝ ʙʲʨʟʦ ʠ ʝʬʝʢʪʠʚʥʦ ʜʘ 

ʙʲʜʝ ʠʟʤʝʨʝʥʦ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʤʝʜʠʮʠʥʩʢʘʪʘ ʫʩʣʫʛʘ, ʧʦʩʨʝʜʩʪʚʦʤ 

ʠʥʩʪʨʫʤʝʥʪʲʪ SERVQUAL. ʈʘʟʧʨʝʜʝʣʝʥʠʷʪʘ ʩʘ ʧʦʣʫʯʝʥʠ ʯʨʝʟ ʩʪʘʪʠʩʪʠʯʝʩʢʠ 

ʧʘʢʝʪ SPSS13 ʠ Excel 2007. ʈʝʟʫʣʪʘʪʠʪʝ ʦʪ ʚʘʨʠʘʮʠʦʥʥʠʷ ʘʥʘʣʠʟ ʧʦ ʦʪʜʝʣʥʦ 

ʟʘ ʠʟʩʣʝʜʚʘʥʠʪʝ ʃɿɹʇ ʩʘ ʧʨʝʜʩʪʘʚʝʥʠ, ʢʘʢʪʦ ʩʣʝʜʚʘ. 

 

3.1.1. ʆʧʠʩʘʥʠʝ ʠ ʘʥʘʣʠʟ ʥʘ ʢʨʠʪʝʨʠʠʪʝ ʠ ʧʦʜʢʨʠʪʝʨʠʠʪʝ ʦʪ 

ʘʥʢʝʪʠʪʝ ʥʘ ʤʝʪʦʜʠʢʘʪʘ SERVQUAL, ʧʨʦʚʝʜʝʥʠ ʚ ʉɹɸʃɹɹ Ăʇʝʥʯʦ 

ʉʝʤʦʚò ɸɼ ɻʘʙʨʦʚʦ 

ʉʪʘʪʠʩʪʠʢʠʪʝ, ʦʧʠʩʘʥʠ ʚ ʪʘʙʣʠʮʘ ˉ 16 ʠ ʪʘʙʣʠʮʘ ˉ 17 ʧʨʝʜʩʪʘʚʷʪ 

ʪʝʥʜʝʥʮʠʠʪʝ ʥʘ ʨʘʟʧʨʝʜʝʣʝʥʠʝ ʥʘ ʜʘʥʥʠʪʝ ʟʘ ʚʩʝʢʠ ʝʜʠʥ ʧʦʜʢʨʠʪʝʨʠʠʡ.  

ʂʘʪʦ ʮʷʣʦ, ʩʝ ʢʘʩʘʝ ʟʘ ʘʩʠʤʝʪʨʠʯʥʠ ʨʘʟʧʨʝʜʝʣʝʥʠʷ ɿʥʘʯʝʥʠʷʪʘ ʥʘ 

ʧʨʦʤʝʥʣʠʚʠʪʝ ʩʘ ʢʦʥʮʝʥʪʨʠʨʘʥʠ ʧʨʠ ʩʪʦʡʥʦʩʪʠʪʝ 7 ʠ 1 (ʥʘʧʲʣʥʦ ʩʲʛʣʘʩʝʥ ʠ 

ʥʘʧʲʣʥʦ ʥʝʩʲʛʣʘʩʝʥ). ʀʟʢʣʶʯʝʥʠʝ ʧʨʘʚʷʪ ʢʨʠʪʝʨʠʠʪʝ ʩ ʦʙʨʘʪʥʠ ʫʩʣʦʚʠʷ ï 

ʆ10 - ʆ13, ʆ18 ï ʆ22, ɺ10 ï 13 ʠ ɺ18 ï ɺ22. ʇʦʨʘʜʠ ʪʘʟʠ ʧʨʠʯʠʥʘ ʚ ʩʣʫʯʘʷ 

ʩʨʝʜʥʘʪʘ ʘʨʠʪʤʝʪʠʯʥʘ ʩʪʦʡʥʦʩʪ ʥʝ ʝ ʢʨʠʪʝʨʠʡ ʟʘ ʠʟʤʝʨʚʘʥʝ ʥʘ 

ʮʝʥʪʨʘʣʥʘʪʘ ʪʝʥʜʝʥʮʠʷ. ʇʨʝʜʧʦʯʝʪʝʥʠ ʩʘ ʜʨʫʛʠʪʝ ʜʚʝ ʤʝʨʢʠ ʥʘ ʮʝʥʪʨʘʥʘʪʘ 

ʪʝʥʜʝʥʮʠʷ ï ʤʦʜʘ ʠ ʤʝʜʠʘʥʘ. ʄʦʜʘʪʘ ʠ ʤʝʜʠʘʥʘʪʘ ʥʘ ʪʝʟʠ ʨʘʟʧʨʝʜʝʣʝʥʠʷ 

ʩʲʚʧʘʜʘʪ ʠ ʩʘ ʨʘʚʥʠ ʥʘ 7 ʢʦʝʪʦ ʦʟʥʘʯʘʚʘ, ʯʝ 50% ʦʪ ʘʥʢʝʪʠʨʘʥʠʪʝ ʩʘ ʜʘʣʠ 

ʦʪʛʦʚʦʨ çʘʙʩʦʣʶʪʥʦ ʩʲʛʣʘʩʝʥè. ʉʨʝʜʥʘʪʘ ʘʨʠʪʤʝʪʠʯʥʘ ʩʪʦʡʥʦʩʪ ʩʝ 

ʧʨʦʷʚʷʚʘ ʯʨʝʟ SQI ʠʥʜʝʢʩʲʪ. ʉʨʝʜʥʘʪʘ ʘʨʠʪʤʝʪʠʯʥʘ ʩʪʦʡʥʦʩʪ ʥʘ 

ʧʦʧʫʣʘʮʠʷʪʘ Õ ʧʦʧʘʜʘ ʚ ʛʨʘʥʠʮʠʪʝ ʥʘ ʜʦʚʝʨʠʪʝʣʥʠʪʝ ʠʥʪʝʨʚʘʣʠ ʥʘ ʩʨʝʜʥʠʪʝ 

ʧʨʠ ʤʘʣʢʘ ʩʪʘʥʜʘʨʪʥʘ ʛʨʝʰʢʘ, ʢʦʝʪʦ ʫʢʘʟʚʘ, ʯʝ ʩʨʝʜʥʠʪʝ ʥʘ ʚʩʷʢʘ ʝʜʥʘ ʦʪ 

ʩʨʝʜʥʠʪʝ ʠʟʚʘʜʢʦʚʠ, ʩʘ ʙʣʠʟʢʠ ʜʦ ʜʝʡʩʪʚʠʪʝʣʥʘʪʘ ʩʨʝʜʥʘ ʥʘ ʧʦʧʫʣʘʮʠʷʪʘ.     
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ˉ ʂʨʠʪʝʨʠʠ Mean 
Confidence 
interval for 

Mean 
Std. Error Median 

ʆ1 

ʄ
ʘ
ʪ
ʝ
ʨ
ʠ
ʘ
ʣ
ʥ
ʦ
ʩ
ʪ

 6,55 6,34 - 6,76 0,108 7 

ʆ2 6,49 6,28 - 6,70 0,105 7 

ʆ3 6,65 6,48 - 6,81 0,085 7 

ʆ4 6,45 6,30 - 6,60 0,078 7 

          

ʆ5 

ʅ
ʘ
ʜ
ʝ
ʞ
ʜ
ʥ
ʦ
ʩ
ʪ

 

6,53 6,38 - 6,68 0,078 7 

ʆ6 6,43 6,25 - 6,61 0,093 7 

ʆ7 6,57 6,44 - 6,70 0,065 7 

ʆ8 6,59 6,44 - 6,74 0,077 7 

ʆ9 6,55 6,42 - 6,68 0,065 7 

          

ʆ10 

ʆ
ʪ
ʟ
ʠ
ʚ
ʯ
ʠ
ʚ
ʦ
ʩ
ʪ

 

3,47 3,06 - 3,88 0,208 4 

ʆ11 3,43 3,02 - 3,84 0,206 2 

ʆ12 3,49 3,05 - 3,93 0,22 1 

ʆ13 3,04 2,63 - 3,45 0,207 1 

          

ʆ14 

ʋ
ʚ
ʝ
ʨ
ʝ
ʥ
ʥ
ʦ
ʩ
ʪ

 6,39 6,19 - 6,59 0,102 7 

ʆ15 6,57 6,41 - 6,72 0,079 7 

ʆ16 6,59 6,48 - 6,70 0,056 7 

ʆ17 6,55 6,39 - 6,71 0,081 7 

          

ʆ18 

ʉ
ʲ
ʯ
ʫ
ʚ
ʩ
ʪ
ʚ
ʠ
ʝ

 

3,94 3,51 - 4,37 0,219 5 

ʆ19 3,9 3,49 - 4,32 0,211 4 

ʆ20 3,29 2,88 - 3,71 0,211 1 

ʆ21 3,35 2,95 - 3,76 0,204 3 

ʆ22 3,63 3,19 - 4,06 0,221 3 

          

 

ʊʘʙʣʠʮʘ ˉ 16 Ăʈʝʟʫʣʪʘʪʠ ʦʪ ʩʪʘʪʠʩʪʠʯʝʩʢʦ ʨʘʟʧʨʝʜʝʣʝʥʠʝ ʥʘ ʧʦʜʢʨʠʪʝʨʠʠʪʝ ʚ ʯʘʩʪʪʘ 

Ăʦʯʘʢʚʘʥʠʷò ʥʘ ʉɹɸʃɹɹ  
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ˉ ʂʨʠʪʝʨʠʠ Mean 
Confidence 

interval for Mean 
Std. Error Median 

ɺ1 

ʄ
ʘ
ʪ
ʝ
ʨ
ʠ
ʘ
ʣ
ʥ
ʦ
ʩ
ʪ

 

5,96 5,62 - 6,30 0,17 7 

ɺ2 5,57 5,41-6,08 0,168 7 

ɺ3 6,12 5,85-6,39 0,138 7 

ɺ4 5,94 5,65-6,24 0,149 7 

        

ɺ5 

ʅ
ʘ
ʜ
ʝ
ʞ
ʜ
ʥ
ʦ
ʩ
ʪ

 

6,37 6,18-6,57 0,099 7 

ɺ6 6,35 6,15-6,57 0,105 7 

ɺ7 6,35 6,15-6,55 0,101 7 

ɺ8 6,45 6,25-6,65 0,101 7 

ɺ9 6,59 6,42-6,75 0,84 7 

        

ɺ10 

ʆ
ʪ
ʟ
ʠ
ʚ
ʯ
ʠ
ʚ
ʦ
ʩ
ʪ

 

6,16 5,89-6,43 0,138 7 

ɺ11 4,22 3,79-4,64 0,213 4 

ɺ12 3,84 3,42-4,26 0,213 4 

ɺ13 3,8 3,39-4,22 0,212 4 

        

ɺ14 

ʋ
ʚ
ʝ
ʨ
ʝ
ʥ
ʥ
ʦ
ʩ
ʪ

 

6,49 6,30-6,68 0,097 7 

ɺ15 6,47 6,27-6,67 0,102 7 

ɺ16 6,67 6,52-6,82 0,076 7 

ɺ17 6,24 6,02-6,45 0,107 7 

        

ɺ18 

ʉ
ʲ
ʯ
ʫ
ʚ
ʩ
ʪ
ʚ
ʠ
ʝ

 

6,57 6,39-6,74 0,088 7 

ɺ19 4,71 4,28-5,13 0,213 6 

ɺ20 3,73 3,30-4,15 0,214 3 

ɺ21 3,53 3,11-3,95 0,213 2 

ɺ22 6,41 6,23-6,60 0,094 7 

        

 

ʊʘʙʣʠʮʘ ˉ 17 Ăʈʝʟʫʣʪʘʪʠ ʦʪ ʩʪʘʪʠʩʪʠʯʝʩʢʦ ʨʘʟʧʨʝʜʝʣʝʥʠʝ ʥʘ ʧʦʜʢʨʠʪʝʨʠʠʪʝ ʚ 

ʯʘʩʪʪʘ Ăʚʲʟʧʨʠʷʪʠʷò ʥʘ ʉɹɸʃɹɹ  
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ɸ). ʂʨʠʪʝʨʠʡ Ăʄʘʪʝʨʠʘʣʥʦʩʪò (ʄ1 ï ʄ4) 

ʈʘʟʛʣʝʞʜʘʤʝ ʧʨʦʤʝʥʣʠʚʠʪʝ (ʧʦʜʢʨʠʪʝʨʠʠʪʝ) ʥʘ ʢʨʠʪʝʨʠʷ 

Ăʄʘʪʝʨʠʘʣʥʦʩʪò (ʄ1 ï ʄ4) ʚ ʯʘʩʪʠʪʝ ʤʫ Ăʦʯʘʢʚʘʥʠʷò (ʆ1 ï ʆ4) ʠ Ăʚʲʟʧʨʠʷʪʠʷò 

(ɺ1 ï ɺ4).  

Á ʄ1 ʉ̡ ʚʨʝʤʝʥʥʦ ʦʙʦʨʫʜʚʘʥʝ ʥʘ ʃɿɹʇ: 

ɺ ʯʘʩʪʪʘ ʆ1 Ăʆʙʦʨʫʜʚʘʥʝʪʦ ʙʠ ʪʨʷʙʚʘʣʦ ʜʘ ʙʲʜʝ ʩʲʚʨʝʤʝʥʥʦò, 132 

ʜʫʰʠ ʦʪ ʘʥʢʝʪʠʨʘʥʠʪʝ ʣʠʮʘ ʩʘ ʦʪʛʦʚʦʨʠʣʠ ʩʲʩ 7 Ăʘʙʩʦʣʶʪʥʦ ʩʲʛʣʘʩʝʥò ʠʣʠ 

86%. ʂʫʤʫʣʘʪʠʚʥʠʷʪ ʧʨʦʮʝʥʪ ʦʪ 13,7 ʦʪʨʘʟʷʚʘ ʦʩʪʘʥʘʣʠʪʝ ʦʪʛʦʚʦʨʠ ʩ 

ʤʝʞʜʠʥʥʠʪʝ ʟʥʘʯʝʥʠʷ (ʊʘʙʣʠʮʘ Ăʆ1ò ʉɹɸʃɹɹ ʥʘ (ʇʨʠʣʦʞʝʥʠʝ ˉ 6) 

ʉʪʨʫʢʪʫʨʘʪʘ ʥʘ ʨʘʟʧʨʝʜʝʣʝʥʠʝʪʦ ʥʘ ʧʦʜʢʨʠʪʝʨʠʷ ʆ1 ʝ ʧʨʝʜʩʪʘʚʝʥʘ ʯʨʝʟ 

ʩʝʢʪʦʨʥʘ ʜʠʘʛʨʘʤʘ ʚ ʇʨʠʣʦʞʝʥʠʝ ˉ 8.  

ɺ ʯʘʩʪʪʘ ɺ1 Ăʃɿ ʠʤʘ ʩʲʚʨʝʤʝʥʥʦ ʦʙʦʨʫʜʚʘʥʝò, 114 ʜʫʰʠ ʦʪ 

ʘʥʢʝʪʠʨʘʥʠʪʝ ʣʠʮʘ ʩʘ ʦʪʛʦʚʦʨʠʣʠ ʩʲʩ 7 Ăʘʙʩʦʣʶʪʥʦ ʩʲʛʣʘʩʝʥò ʠʣʠ 74,5%. 

ʂʫʤʫʣʘʪʠʚʥʠʷʪ ʧʨʦʮʝʥʪ ʦʪ 25,5% ʦʪʨʘʟʷʚʘ ʦʩʪʘʥʘʣʠʪʝ ʦʪʛʦʚʦʨʠ ʩ 

ʤʝʞʜʠʥʥʠʪʝ ʟʥʘʯʝʥʠʷ (ʊʘʙʣʠʮʘ Ăɺ1ò ʉɹɸʃɹɹ ʥʘ (ʇʨʠʣʦʞʝʥʠʝ ˉ 6). 

ʉʪʨʫʢʪʫʨʘʪʘ ʥʘ ʨʘʟʧʨʝʜʝʣʝʥʠʝʪʦ ʥʘ ʧʦʜʢʨʠʪʝʨʠʷ ɺ1 ʝ ʧʨʝʜʩʪʘʚʝʥʘ ʯʨʝʟ 

ʩʝʢʪʦʨʥʘ ʜʠʘʛʨʘʤʘ ʚ ʇʨʠʣʦʞʝʥʠʝ ˉ 8.  

ʀʟʩʣʝʜʚʘʥʘ ʝ ʟʘʚʠʩʠʤʦʩʪʪʘ ʤʝʞʜʫ ɺ1 ʠ SQI ʯʨʝʟ ʥʝʧʘʨʘʤʝʪʨʠʯʥʘ 

ʢʦʨʝʣʘʮʠʷ. ʈʘʥʛʦʚʠʷʪ ʢʦʝʬʠʮʠʝʥʪ ʥʘ ʉʧʠʨʤʘʥ (ɟ), ʫʩʪʘʥʦʚʝʥ 

ʝʤʧʠʨʠʯʥʦ (0,355) ʝ ʧʦ ï ʛʦʣʷʤ ʦʪ ʪʝʦʨʝʪʠʯʥʘʪʘ ʩʪʦʡʥʦʩʪ ʦʪ 0,16 

ʧʨʠ 95% ʠ 0,21 ʧʨʠ 99% ʜʦʚʝʨʠʪʝʣʥʘ ʚʝʨʦʷʪʥʦʩʪ. ʆʪ ʢʲʜʝʪʦ ʩʣʝʜʚʘ, 

ʯʝ ʤʝʞʜʫ ɺ1 ʠ SQI ʠʤʘ ʩʪʘʪʠʩʪʠʯʝʩʢʠ ʟʥʘʯʠʤʘ (ʧʨʠ  ɟ< 0.01) 

ʧʨʘʚoʧʨʦʧʦʨʮʠʦʥʘʣʥʘ ʚʨʲʟʢʘ. 

ʂʦʝʬʠʮʠʝʥʪʲʪ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʧʦʜʢʨʠʪʝʨʠʷ ʄ1 ʚ ʯʘʩʪʪʘ ʆ1 

(ʩʨʝʜʥʦ ʘʨʠʪʤʝʪʠʯʥʘʪʘ ʩʪʦʡʥʦʩʪ ʥʘ ʚʩʠʯʢʠ ʩʣʫʯʘʠ) ʝ 6,5 ʘ ʚ ʯʘʩʪʪʘ ɺ1 ï 5,9, 

ʢʦʝʪʦ ʧʦʢʘʟʚʘ, ʯʝ ʦʯʘʢʚʘʥʠʷʪʘ ʥʘʜʭʚʲʨʣʷʪ ʚʲʟʧʨʠʷʪʠʷʪʘ ʟʘ ʪʦʟʠ ʪʠʧ 

ʫʩʣʫʛʘ (ʊʘʙʣʠʮʘ ˉ 18) 

Á ʄ2 ɺʠʜʠʤʦ ʧʨʠʚʣʝʢʘʪʝʣʥʦ ʬʠʟʠʯʝʩʢʦ ʦʙʢʨʲʞʝʥʠʝ ʥʘ ʃɿɹʇ: 

ɺ ʯʘʩʪʪʘ ʆ2 Ăɽʣʝʤʝʥʪʠʪʝʥʥʘ ʬʠʟʠʯʝʩʢʦʪʦ ʦʙʢʨʲʞʝʥʠʝ ʪʨʷʙʚʘ ʜʘ ʩʘ 

ʧʨʠʚʣʝʢʘʪʝʣʥʠò, 123 ʜʫʰʠ ʦʪ ʘʥʢʝʪʠʨʘʥʠʪʝ ʣʠʮʘ ʩʘ ʦʪʛʦʚʦʨʠʣʠ ʩʲʩ 7 

Ăʘʙʩʦʣʶʪʥʦ ʩʲʛʣʘʩʝʥò ʠʣʠ 80,4%. ʂʫʤʫʣʘʪʠʚʥʠʷʪ ʧʨʦʮʝʥʪ ʦʪ 19,7 ʦʪʨʘʟʷʚʘ 

ʦʩʪʘʥʘʣʠʪʝ ʦʪʛʦʚʦʨʠ ʩ ʤʝʞʜʠʥʥʠʪʝ ʟʥʘʯʝʥʠʷ (ʊʘʙʣʠʮʘ Ăʆ2ò ʉɹɸʃɹɹ ʥʘ 

ʇʨʠʣʦʞʝʥʠʝ ˉ 6). ʉʪʨʫʢʪʫʨʘʪʘ ʥʘ ʨʘʟʧʨʝʜʝʣʝʥʠʝʪʦ ʥʘ ʧʦʜʢʨʠʪʝʨʠʷ O2 ʝ 

ʧʨʝʜʩʪʘʚʝʥʘ ʯʨʝʟ ʩʝʢʪʦʨʥʘ ʜʠʘʛʨʘʤʘ ʚ ʇʨʠʣʦʞʝʥʠʝ ˉ 8.  
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ɺ ʯʘʩʪʪʘ ɺ2 Ăɽʣʝʤʝʥʪʠʪʝʥʥʘ ʬʠʟʠʯʝʩʢʦʪʦ ʦʙʢʨʲʞʝʥʠʝ ʩʘ 

ʧʨʠʚʣʝʢʘʪʝʣʥʠò, 102 ʜʫʰʠ ʦʪ ʘʥʢʝʪʠʨʘʥʠʪʝ ʣʠʮʘ ʩʘ ʦʪʛʦʚʦʨʠʣʠ ʩʲʩ 7 

Ăʘʙʩʦʣʶʪʥʦ ʩʲʛʣʘʩʝʥò ʠʣʠ 66,7%. Ăʂʫʤʫʣʘʪʠʚʥʠʷʪ ʧʨʦʮʝʥʪ ʦʪ 33,3% ʦʪʨʘʟʷʚʘ 

ʦʩʪʘʥʘʣʠʪʝ ʦʪʛʦʚʦʨʠ ʩ ʤʝʞʜʠʥʥʠʪʝ ʟʥʘʯʝʥʠʷ (ʊʘʙʣʠʮʘ Ăɺ2ò ʉɹɸʃɹɹ ʥʘ 

ʇʨʠʣʦʞʝʥʠʝ ˉ 6). ʉʪʨʫʢʪʫʨʘʪʘ ʥʘ ʨʘʟʧʨʝʜʝʣʝʥʠʝʪʦ ʥʘ ʧʦʜʢʨʠʪʝʨʠʷ ɺ2 ʝ 

ʧʨʝʜʩʪʘʚʝʥʘ ʯʨʝʟ ʩʝʢʪʦʨʥʘ ʜʠʘʛʨʘʤʘ ʚ ʇʨʠʣʦʞʝʥʠʝ ˉ 8.  

ʂʦʝʬʠʮʠʝʥʪʲʪ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʧʦʜʢʨʠʪʝʨʠʷ ʄ2 ʚ ʯʘʩʪʪʘ ʆ2 

(ʩʨʝʜʥʦ ʘʨʠʪʤʝʪʠʯʥʘʪʘ ʩʪʦʡʥʦʩʪ) ʝ 6.5, ʘ ʚ ʯʘʩʪʪʘ ɺ2 ï 5,6, ʢʦʝʪʦ ʧʦʢʘʟʚʘ, 

ʯʝ ʦʯʘʢʚʘʥʠʷʪʘ ʥʘʜʭʚʲʨʣʷʪ ʚʲʟʧʨʠʷʪʠʷʪʘ ʟʘ ʪʦʟʠ ʪʠʧ ʫʩʣʫʛʘ (ʊʘʙʣʠʮʘ ˉ 

18). 

Á ʄ3 ʇʨʠʷʪʥʦ ʠ ʩʧʨʝʪʥʘʪʦ ʦʙʣʝʯʝʥ ʧʝʨʩʦʥʘʣ ʥʘ ʃɿɹʇ 

ɺ ʯʘʩʪʪʘ ʆ3 Ăʉʲʪʨʫʜʥʠʮʠʪʝ ʚ ʃɿ ʩʘ ʜʣʲʞʥʠ ʜʘ ʙʲʜʘʪ ʜʦʙʨʝ ʦʙʣʝʯʝʥʠ ʠ 

ʩʧʨʝʪʥʘʪʠò, 129 ʜʫʰʠ ʦʪ ʘʥʢʝʪʠʨʘʥʠʪʝ ʣʠʮʘ ʩʘ ʦʪʛʦʚʦʨʠʣʠ ʩʲʩ 7 Ăʘʙʩʦʣʶʪʥʦ 

ʩʲʛʣʘʩʝʥò ʠʣʠ 84,3%. Ăʂʫʤʫʣʘʪʠʚʥʠʷʪ ʧʨʦʮʝʥʪ ʦʪ 15,7% ʦʪʨʘʟʷʚʘ ʦʩʪʘʥʘʣʠʪʝ 

ʦʪʛʦʚʦʨʠ ʩ ʤʝʞʜʠʥʥʠʪʝ ʟʥʘʯʝʥʠʷ (ʊʘʙʣʠʮʘ Ăʆ3ò ʉɹɸʃɹɹ ʥʘ ʇʨʠʣʦʞʝʥʠʝ ˉ 

6). ʉʪʨʫʢʪʫʨʘʪʘ ʥʘ ʨʘʟʧʨʝʜʝʣʝʥʠʝʪʦ ʥʘ ʧʦʜʢʨʠʪʝʨʠʷ ʆ3 ʝ ʧʨʝʜʩʪʘʚʝʥʘ ʯʨʝʟ 

ʩʝʢʪʦʨʥʘ ʜʠʘʛʨʘʤʘ ʚ ʇʨʠʣʦʞʝʥʠʝ ˉ 8.  

ɺ ʯʘʩʪʪʘ ɺ3 Ăʉʲʪʨʫʜʥʠʮʠʪʝ ʚ ʃɿ ʩʘ ʜʦʙʨʝ ʦʙʣʝʯʝʥʠ ʠ ʩʧʨʝʪʥʘʪʠò, 102 

ʜʫʰʠ ʦʪ ʘʥʢʝʪʠʨʘʥʠʪʝ ʣʠʮʘ ʩʘ ʦʪʛʦʚʦʨʠʣʠ ʩʲʩ 7 Ăʘʙʩʦʣʶʪʥʦ ʩʲʛʣʘʩʝʥò ʠʣʠ 

66,7%.  Ăʂʫʤʫʣʘʪʠʚʥʠʷʪ ʧʨʦʮʝʥʪ ʦʪ 33,3% ʦʪʨʘʟʷʚʘ ʦʩʪʘʥʘʣʠʪʝ ʦʪʛʦʚʦʨʠ ʩ 

ʤʝʞʜʠʥʥʠʪʝ ʟʥʘʯʝʥʠʷ (ʊʘʙʣʠʮʘ Ăɺ3ò ʉɹɸʃɹɹ ʥʘ ʇʨʠʣʦʞʝʥʠʝ ˉ 6). 

ʉʪʨʫʢʪʫʨʘʪʘ ʥʘ ʨʘʟʧʨʝʜʝʣʝʥʠʝʪʦ ʥʘ ʧʦʜʢʨʠʪʝʨʠʷ ɺ3 ʝ ʧʨʝʜʩʪʘʚʝʥʘ ʯʨʝʟ 

ʩʝʢʪʦʨʥʘ ʜʠʘʛʨʘʤʘ ʚ ʇʨʠʣʦʞʝʥʠʝ ˉ 8.  

ʂʦʝʬʠʮʠʝʥʪʲʪ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʧʦʜʢʨʠʪʝʨʠʷ ʄ3 (ʩʨʝʜʥʦ 

ʘʨʠʪʤʝʪʠʯʥʘ ʩʪʦʡʥʦʩʪ) ʚ ʯʘʩʪʪʘ ʆ3 ʝ 6,7 ʘ ʚ ʯʘʩʪʪʘ ɺ3 ï 6,1 ʢʦʝʪʦ 

ʧʦʢʘʟʚʘ, ʯʝ ʦʯʘʢʚʘʥʠʷʪʘ ʥʘʜʭʚʲʨʣʷʪ ʚʲʟʧʨʠʷʪʠʷʪʘ ʟʘ ʪʦʟʠ ʪʠʧ ʫʩʣʫʛʘ 

(ʊʘʙʣʠʮʘ ˉ 18). 

Á ʄ4 ʉʲʦʪʚʝʪʩʪʚʠʝ ʥʘ ʚʲʥʰʥʠʷ ʚʠʜ ʥʘ ʝʣʝʤʝʥʪʠʪʝ ʥʘ ʃɿɹʇ 

ɺ ʯʘʩʪʪʘ ʆ4 Ăɺʲʥʰʥʠʷʪ ʚʠʜ ʥʘ ʝʣʝʤʝʥʪʠʪʝ ʥ ʘʬʠʟʠʯʝʩʢʦʪʦ ʦʙʢʨʲʞʝʥʠʝ 

ʥʘ ʃɿ ʪʨʷʙʚʘ ʜʘ ʩʲʦʪʚʝʪʩʪʚʘ ʥʘ ʪʠʧʘ ʥʘ ʧʨʝʜʩʪʘʚʷʝʥʘʪʘ ʫʩʣʫʛʘò, 96 ʜʫʰʠ ʦʪ 

ʘʥʢʝʪʠʨʘʥʠʪʝ ʣʠʮʘ ʩʘ ʦʪʛʦʚʦʨʠʣʠ ʩʲʩ 7 Ăʘʙʩʦʣʶʪʥʦ ʩʲʛʣʘʩʝʥò ʠʣʠ 62,7%. 

ʂʫʤʫʣʘʪʠʚʥʠʷʪ ʧʨʦʮʝʥʪ ʦʪ 37,3% ʦʪʨʘʟʷʚʘ ʦʩʪʘʥʘʣʠʪʝ ʦʪʛʦʚʦʨʠ ʩ 

ʤʝʞʜʠʥʥʠʪʝ ʟʥʘʯʝʥʠʷ (ʊʘʙʣʠʮʘ Ăʆ4ò ʉɹɸʃɹɹ ʥʘ ʇʨʠʣʦʞʝʥʠʝ ˉ 6). 
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ʉʪʨʫʢʪʫʨʘʪʘ ʥʘ ʨʘʟʧʨʝʜʝʣʝʥʠʝʪʦ ʥʘ ʧʦʜʢʨʠʪʝʨʠʷ ʆ4 ʝ ʧʨʝʜʩʪʘʚʝʥʘ ʯʨʝʟ 

ʩʝʢʪʦʨʥʘ ʜʠʘʛʨʘʤʘ ʚ ʇʨʠʣʦʞʝʥʠʝ ˉ 8.  

ɺ ʯʘʩʪʪʘ ɺ4 Ăɺʲʥʰʥʠʷʪ ʚʠʜ ʥʘ ʝʣʝʤʝʥʪʠʪʝ ʥʘ ʬʠʟʠʯʝʩʢʦʪʦ ʦʙʢʨʲʞʝʥʠʝ 

ʥʘ ʃɿ ʩʲʦʪʚʝʪʩʪʚʘ ʥʘ ʪʠʧʘ ʥʘ ʧʨʝʜʩʪʘʚʷʝʥʘʪʘ ʫʩʣʫʛʘò, 99 ʜʫʰʠ ʦʪ 

ʘʥʢʝʪʠʨʘʥʠʪʝ ʣʠʮʘ ʩʘ ʦʪʛʦʚʦʨʠʣʠ ʩʲʩ 7 Ăʘʙʩʦʣʶʪʥʦ ʩʲʛʣʘʩʝʥò ʠʣʠ 64,7%. 

ʂʫʤʫʣʘʪʠʚʥʠʷʪ ʧʨʦʮʝʥʪ ʦʪ 35,3% ʦʪʨʘʟʷʚʘ ʦʩʪʘʥʘʣʠʪʝ ʦʪʛʦʚʦʨʠ ʩ 

ʤʝʞʜʠʥʥʠʪʝ ʟʥʘʯʝʥʠʷ (ʊʘʙʣʠʮʘ Ăɺ4ò ʉɹɸʃɹɹ ʥʘ ʇʨʠʣʦʞʝʥʠʝ ˉ 6). 

ʉʪʨʫʢʪʫʨʘʪʘ ʥʘ ʨʘʟʧʨʝʜʝʣʝʥʠʝʪʦ ʥʘ ʧʦʜʢʨʠʪʝʨʠʷ Ăɺ4ò ʝ ʧʨʝʜʩʪʘʚʝʥʘ ʯʨʝʟ 

ʩʝʢʪʦʨʥʘ ʜʠʘʛʨʘʤʘ ʚ ʇʨʠʣʦʞʝʥʠʝ ˉ 8.  

ʂʦʝʬʠʮʠʝʥʪʲʪ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʧʦʜʢʨʠʪʝʨʠʷ ʄ4 (ʩʨʝʜʥʦ 

ʘʨʠʪʤʝʪʠʯʥʘ ʩʪʦʡʥʦʩʪ) ʚ ʯʘʩʪʪʘ ʆ4 ʝ 6.4, ʘ ʚ ʯʘʩʪʪʘ ɺ4 ï 5,9, ʢʦʝʪʦ 

ʧʦʢʘʟʚʘ, ʯʝ ʦʯʘʢʚʘʥʠʷʪʘ ʥʘʜʭʚʲʨʣʷʪ ʚʲʟʧʨʠʷʪʠʷʪʘ ʟʘ ʪʦʟʠ ʪʠʧ ʫʩʣʫʛʘ 

(ʊʘʙʣʠʮʘ ˉ 18). 

 

 

 

ʌʠʛ. 19 ʏʘʩʪʝʥ ʢʦʝʬʠʮʠʝʥʪ ʥʘ ʢʘʯʝʩʪʚʦʪʦ Ăʄʘʪʝʨʠʘʣʥʦʩʪò ʄ1 ï ʄ4  

 

ʈʝʡʪʠʥʛʲʪ ʥʘ ʚʲʟʧʨʠʷʪʠʷʪʘ ʠ ʨʝʡʪʠʥʛʲʪ ʥʘ ʦʯʘʢʚʘʥʠʷʪʘ ʧʦ ʢʨʠʪʝʨʠʷ 

Ăʄʘʪʝʨʠʘʣʥʦʩʪò ʄ1 ï ʄ4 (ʩʨʝʜʥʦ ʘʨʠʪʤʝʪʠʯʥʠʪʝ ʩʪʦʡʥʦʩʪʠ ʚ ʘʩʧʝʢʪʠʪʝ 

Ăʚʲʟʧʨʠʷʪʠʷò ʠ Ăʦʯʘʢʚʘʥʠʷò) ʝ ʩʲʦʪʚʝʪʥʦ 6,0 ʠ 6,5 (ʬʠʛ. 19). ʏʘʩʪʥʠʷʪ 

ʠʥʜʝʢʩ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʟʘ ʢʨʠʪʝʨʠʷ ʄ1- ʄ4 ʝ ʦʪʨʠʮʘʪʝʣʝʥ (ï0,5), (ʊʘʙʣʠʮʘ 

ˉ 18). 
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ɹ). ʂʨʠʪʝʨʠʡ Ăʅʘʜʝʞʥʦʩʪò (ʅ5 ï ʅ9) 

ʈʘʟʛʣʝʞʜʘʤʝ ʧʨʦʤʝʥʣʠʚʠʪʝ (ʧʦʜʢʨʠʪʝʨʠʠ) ʅ5, ʅ6, ʅ7, ʅ8 ʠ ʅ9 ʥʘ 

ʢʨʠʪʝʨʠʷ Ăʅʘʜʝʞʜʥʦʩʪò (ʅ5 ï ʅ9) ʚ ʯʘʩʪʠʪʝ ʤʫ Ăʦʯʘʢʚʘʥʠʷò (ʆ1 ï ʆ4) ʠ 

Ăʚʲʟʧʨʠʷʪʠʷò (ɺ1 ï ɺ4).  

Á ʅ5 ʉʧʘʟʚʘʥʝ ʥʘ ʜʦʛʦʚʦʨʝʥʠʷ (ʦʙʝʱʘʥʠʷ) ʩʨʦʢ ʧʨʠ 

ʧʨʝʜʦʩʪʘʚʷʥʝ ʥʘ ʫʩʣʫʛʘʪʘ 

ɺ ʯʘʩʪʪʘ ʆ5 Ăʂʦʛʘʪʦ ʃɿ ʦʙʝʱʘʝ ʜʘ ʧʨʝʜʦʩʪʘʚʠ ʫʩʣʫʛʘ ʚ ʦʧʨʝʜʝʣʝʥ ʩʨʦʢ, 

ʪʦ ʝ ʜʣʲʞʥʦ ʜʘ ʠʟʧʲʣʥʠ ʦʙʝʱʘʥʠʝʪʦò, 114 ʜʫʰʠ ʦʪ ʘʥʢʝʪʠʨʘʥʠʪʝ ʣʠʮʘ ʩʘ 

ʦʪʛʦʚʦʨʠʣʠ ʩʲʩ 7 Ăʘʙʩʦʣʶʪʥʦ ʩʲʛʣʘʩʝʥò ʠʣʠ 74,5%. ʂʫʤʫʣʘʪʠʚʥʠʷʪ ʧʨʦʮʝʥʪ 

ʦʪ 25,5% ʦʪʨʘʟʷʚʘ ʦʩʪʘʥʘʣʠʪʝ ʦʪʛʦʚʦʨʠ ʩ ʤʝʞʜʠʥʥʠʪʝ ʟʥʘʯʝʥʠʷ (ʊʘʙʣʠʮʘ 

Ăʆ5ò ʉɹɸʃɹɹ ʥʘ ʇʨʠʣʦʞʝʥʠʝ ˉ 6). ʉʪʨʫʢʪʫʨʘʪʘ ʥʘ ʨʘʟʧʨʝʜʝʣʝʥʠʝʪʦ ʥʘ 

ʧʦʜʢʨʠʪʝʨʠʷ ʆ5 ʝ ʧʨʝʜʩʪʘʚʝʥʘ ʯʨʝʟ ʩʝʢʪʦʨʥʘ ʜʠʘʛʨʘʤʘ ʚ ʇʨʠʣʦʞʝʥʠʝ ˉ 8.  

ɺ ʯʘʩʪʪʘ ɺ5 Ăʂʦʛʘʪʦ ʃɿ ʦʙʝʱʘʝ ʜʘ ʧʨʝʜʦʩʪʘʚʠ ʫʩʣʫʛʘ ʚ ʦʧʨʝʜʝʣʝʥ ʩʨʦʢ, 

ʪʦ ʠʟʧʲʣʥʷʚʘ ʪʦʚʘ ʦʙʝʱʘʥʠʝò, 105 ʜʫʰʠ ʦʪ ʘʥʢʝʪʠʨʘʥʠʪʝ ʣʠʮʘ ʩʘ ʦʪʛʦʚʦʨʠʣʠ 

ʩʲʩ 7 Ăʘʙʩʦʣʶʪʥʦ ʩʲʛʣʘʩʝʥò ʠʣʠ 68,6%. ʂʫʤʫʣʘʪʠʚʥʠʷʪ ʧʨʦʮʝʥʪ ʦʪ 31,4% 

ʦʪʨʘʟʷʚʘ ʦʩʪʘʥʘʣʠʪʝ ʦʪʛʦʚʦʨʠ ʩ ʤʝʞʜʠʥʥʠʪʝ ʟʥʘʯʝʥʠʷ (ʊʘʙʣʠʮʘ Ăɺ5ò 

ʉɹɸʃɹɹ ʥʘ ʇʨʠʣʦʞʝʥʠʝ ˉ 6). ʉʪʨʫʢʪʫʨʘʪʘ ʥʘ ʨʘʟʧʨʝʜʝʣʝʥʠʝʪʦ ʥʘ 

ʧʦʜʢʨʠʪʝʨʠʷ ɺ5 ʝ ʧʨʝʜʩʪʘʚʝʥʘ ʯʨʝʟ ʩʝʢʪʦʨʥʘ ʜʠʘʛʨʘʤʘ ʚ ʇʨʠʣʦʞʝʥʠʝ ˉ 8.  

ʂʦʝʬʠʮʠʝʥʪʲʪ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʧʦʜʢʨʠʪʝʨʠʷ ʅ5 (ʩʨʝʜʥʦ 

ʘʨʠʪʤʝʪʠʯʥʘʪʘ ʩʪʦʡʥʦʩʪ ʥʘ ʚʩʠʯʢʠ ʩʣʫʯʘʠ) ʚ ʯʘʩʪʪʘ ʆ5 ʝ 6.5, ʘ ʚ ʯʘʩʪʪʘ ɺ5 

ï 6.4, ʢʦʝʪʦ ʧʦʢʘʟʚʘ, ʯʝ ʦʯʘʢʚʘʥʠʷʪʘ ʥʘʜʭʚʲʨʣʷʪ ʚʲʟʧʨʠʷʪʠʷʪʘ ʟʘ ʪʦʟʠ 

ʪʠʧ ʫʩʣʫʛʘ (ʊʘʙʣʠʮʘ ˉ 18). 

Á ʅ6 ʇʨʦʷʚʘ ʥʘ ʩʲʯʫʚʩʪʚʠʝ ʢʲʤ ʧʘʮʠʝʥʪʠʪʝ ʧʨʠ ʚʲʟʥʠʢʚʘʥʝ ʥʘ 

ʧʨʦʙʣʝʤ 

ɺ ʯʘʩʪʪʘ ʆ6 Ăʂʦʛʘʪʦ ʫ ʧʦʪʨʝʙʠʪʝʣʷ ʚʲʟʥʠʢʥʝ ʧʨʦʙʣʝʤ ʃɿ, ʝ ʜʣʲʞʥʦ ʜʘ 

ʧʨʦʷʚʠ ʩʲʯʫʚʩʪʚʠʝ ʠ ʜʘ ʩʝ ʩʪʨʝʤʠ ʜʘ ʫʩʧʦʢʦʠ ʧʦʪʨʝʙʠʪʝʣʠʪʝò, 111 ʜʫʰʠ ʦʪ 

ʘʥʢʝʪʠʨʘʥʠʪʝ ʣʠʮʘ ʩʘ ʦʪʛʦʚʦʨʠʣʠ ʩʲʩ 7 Ăʘʙʩʦʣʶʪʥʦ ʩʲʛʣʘʩʝʥò ʠʣʠ 72,5%. 

ʂʫʤʫʣʘʪʠʚʥʠʷʪ ʧʨʦʮʝʥʪ ʦʪ 27,5% ʦʪʨʘʟʷʚʘ ʦʩʪʘʥʘʣʠʪʝ ʦʪʛʦʚʦʨʠ ʩ 

ʤʝʞʜʠʥʥʠʪʝ ʟʥʘʯʝʥʠʷ (ʊʘʙʣʠʮʘ Ăʆ6ò ʉɹɸʃɹɹ ʥʘ ʇʨʠʣʦʞʝʥʠʝ ˉ 6). 

ʉʪʨʫʢʪʫʨʘʪʘ ʥʘ ʨʘʟʧʨʝʜʝʣʝʥʠʝʪʦ ʥʘ ʧʦʜʢʨʠʪʝʨʠʷ ʆ6 ʝ ʧʨʝʜʩʪʘʚʝʥʘ ʯʨʝʟ 

ʩʝʢʪʦʨʥʘ ʜʠʘʛʨʘʤʘ ʚ ʇʨʠʣʦʞʝʥʠʝ ˉ 8. 

ɺ ʯʘʩʪʪʘ ɺ6 Ăʂʦʛʘʪʦ ʫ ɺʘʩ ʚʲʟʥʠʢʥʝ ʧʨʦʙʣʝʤ ʃɿ ʧʨʦʷʚʷʚʘ ʩʲʯʫʚʩʪʚʠʝ ʠ 

ʜʘ ʩʝ ʩʪʨʝʤʠ ʜʘ ɺʠ ʫʩʧʦʢʦʠò, 99 ʜʫʰʠ ʦʪ ʘʥʢʝʪʠʨʘʥʠʪʝ ʣʠʮʘ ʩʘ ʦʪʛʦʚʦʨʠʣʠ 
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ʩʲʩ 7 Ăʘʙʩʦʣʶʪʥʦ ʩʲʛʣʘʩʝʥò ʠʣʠ 64,7%. ʂʫʤʫʣʘʪʠʚʥʠʷʪ ʧʨʦʮʝʥʪ ʦʪ 35,3% 

ʦʪʨʘʟʷʚʘ ʦʩʪʘʥʘʣʠʪʝ ʦʪʛʦʚʦʨʠ ʩ ʤʝʞʜʠʥʥʠʪʝ ʟʥʘʯʝʥʠʷ (ʊʘʙʣʠʮʘ Ăɺ6ò 

ʉɹɸʃɹɹ ʥʘ ʇʨʠʣʦʞʝʥʠʝ ˉ 6). ʉʪʨʫʢʪʫʨʘʪʘ ʥʘ ʨʘʟʧʨʝʜʝʣʝʥʠʝʪʦ ʥʘ 

ʧʦʜʢʨʠʪʝʨʠʷ ʆ6 ʝ ʧʨʝʜʩʪʘʚʝʥʘ ʯʨʝʟ ʩʝʢʪʦʨʥʘ ʜʠʘʛʨʘʤʘ ʚ ʇʨʠʣʦʞʝʥʠʝ ˉ 8. 

ʂʦʝʬʠʮʠʝʥʪʲʪ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʧʦʜʢʨʠʪʝʨʠʷ ʅ6 (ʩʨʝʜʥʦ 

ʘʨʠʪʤʝʪʠʯʥʘʪʘ ʩʪʦʡʥʦʩʪ ʥʘ ʚʩʠʯʢʠ ʩʣʫʯʘʠ) ʚ ʯʘʩʪʪʘ ʆ6 ʝ 6.4, ʘ ʚ ʯʘʩʪʪʘ ɺ6 

ï 6.4, ʢʦʝʪʦ ʧʦʢʘʟʚʘ, ʯʝ ʦʯʘʢʚʘʥʠʷʪʘ ʩʲʚʧʘʜʘʪ ʩ ʚʲʟʧʨʠʷʪʠʷʪʘ ʟʘ ʪʦʟʠ 

ʪʠʧ ʫʩʣʫʛʘ (ʊʘʙʣʠʮʘ ˉ 18). 

Á ʅ7 ʅʘʜʝʞʜʥʘ ʨʝʧʫʪʘʮʠʷ ʥʘ ʃɿ 

ɺ ʯʘʩʪʪʘ ʆ7 Ăʃɿ ʝ ʜʣʲʞʥʦ ʜʘ ʠʤʘ ʥʘʜʝʞʜʥʘ ʨʝʧʫʪʘʮʠʷò, 108 ʜʫʰʠ ʦʪ 

ʘʥʢʝʪʠʨʘʥʠʪʝ ʣʠʮʘ ʩʘ ʦʪʛʦʚʦʨʠʣʠ ʩʲʩ 7 Ăʘʙʩʦʣʶʪʥʦ ʩʲʛʣʘʩʝʥò ʠʣʠ 70,6% ʠ 

ʥʠʪʦ ʝʜʠʥ ʩ Ăʘʙʩʦʣʶʪʥʦ ʥʝʩʲʛʣʘʩʝʥò. ʂʫʤʫʣʘʪʠʚʥʠʷʪ ʧʨʦʮʝʥʪ ʦʪ 29,4% 

ʦʪʨʘʟʷʚʘ ʦʩʪʘʥʘʣʠʪʝ ʦʪʛʦʚʦʨʠ ʩ ʤʝʞʜʠʥʥʠʪʝ ʟʥʘʯʝʥʠʷ (ʊʘʙʣʠʮʘ Ăʆ7ò 

ʉɹɸʃɹɹ ʥʘ ʇʨʠʣʦʞʝʥʠʝ ˉ 6). ʉʪʨʫʢʪʫʨʘʪʘ ʥʘ ʨʘʟʧʨʝʜʝʣʝʥʠʝʪʦ ʥʘ 

ʧʦʜʢʨʠʪʝʨʠʷ ʆ7 ʝ ʧʨʝʜʩʪʘʚʝʥʘ ʯʨʝʟ ʩʝʢʪʦʨʥʘ ʜʠʘʛʨʘʤʘ ʚ ʇʨʠʣʦʞʝʥʠʝ ˉ 8. 

ɺ ʯʘʩʪʪʘ ɺ7 Ăʃɿ ʠʤʘ ʥʘʜʝʞʜʥʘ ʨʝʧʫʪʘʮʠʷò, 102 ʜʫʰʠ ʦʪ ʘʥʢʝʪʠʨʘʥʠʪʝ 

ʣʠʮʘ ʩʘ ʦʪʛʦʚʦʨʠʣʠ ʩʲʩ 7 Ăʘʙʩʦʣʶʪʥʦ ʩʲʛʣʘʩʝʥò ʠʣʠ 66%. ʂʫʤʫʣʘʪʠʚʥʠʷʪ 

ʧʨʦʮʝʥʪ ʦʪ 33,3% ʦʪʨʘʟʷʚʘ ʦʩʪʘʥʘʣʠʪʝ ʦʪʛʦʚʦʨʠ ʩ ʤʝʞʜʠʥʥʠʪʝ ʟʥʘʯʝʥʠʷ 

(ʊʘʙʣʠʮʘ Ăɺ7ò ʉɹɸʃɹɹ ʥʘ ʇʨʠʣʦʞʝʥʠʝ ˉ 6). ʉʪʨʫʢʪʫʨʘʪʘ ʥʘ 

ʨʘʟʧʨʝʜʝʣʝʥʠʝʪʦ ʥʘ ʧʦʜʢʨʠʪʝʨʠʷ ɺ7 ʝ ʧʨʝʜʩʪʘʚʝʥʘ ʯʨʝʟ ʩʝʢʪʦʨʥʘ ʜʠʘʛʨʘʤʘ 

ʚ ʇʨʠʣʦʞʝʥʠʝ ˉ 8. 

ʂʦʝʬʠʮʠʝʥʪʲʪ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʧʦʜʢʨʠʪʝʨʠʷ ʅ7 (ʩʨʝʜʥʦ 

ʘʨʠʪʤʝʪʠʯʥʘʪʘ ʩʪʦʡʥʦʩʪ ʥʘ ʚʩʠʯʢʠ ʩʣʫʯʘʠ) ʚ ʯʘʩʪʪʘ ʆ7 ʝ 6.6, ʘ ʚ ʯʘʩʪʪʘ ɺ7 

ï 6.4, ʢʦʝʪʦ ʧʦʢʘʟʚʘ, ʯʝ ʦʯʘʢʚʘʥʠʷʪʘ ʥʘʜʭʚʲʨʣʷʪ ʚʲʟʧʨʠʷʪʠʷʪʘ ʟʘ ʪʦʟʠ 

ʪʠʧ ʫʩʣʫʛʘ (ʊʘʙʣʠʮʘ ˉ 18). 

Á ʅ8 ʇʨʝʜʦʩʪʘʚʷʥʝ ʥʘ ʫʩʣʫʛʘʪʘ ʚ ʦʙʝʱʘʥʦʪʦ ʚʨʝʤʝ 

ɺ ʯʘʩʪʪʘ ʆ8 Ăʃɿ ʝ ʜʣʲʞʥʦ ʜʘ ʧʨʝʜʦʩʪʘʚʷ ʫʩʣʫʛʠʪʝ ʚ ʦʙʝʱʘʥʦʪʦ ʚʨʝʤʝò, 

123 ʜʫʰʠ ʦʪ ʘʥʢʝʪʠʨʘʥʠʪʝ ʣʠʮʘ ʩʘ ʦʪʛʦʚʦʨʠʣʠ ʩʲʩ 7 Ăʘʙʩʦʣʶʪʥʦ ʩʲʛʣʘʩʝʥò 

ʠʣʠ 80,4%. ʂʫʤʫʣʘʪʠʚʥʠʷʪ ʧʨʦʮʝʥʪ ʦʪ 19,6% ʦʪʨʘʟʷʚʘ ʦʩʪʘʥʘʣʠʪʝ ʦʪʛʦʚʦʨʠ ʩ 

ʤʝʞʜʠʥʥʠʪʝ ʟʥʘʯʝʥʠʷ (ʊʘʙʣʠʮʘ Ăʆ8ò ʉɹɸʃɹɹ ʥʘ ʇʨʠʣʦʞʝʥʠʝ ˉ 6). 

ʉʪʨʫʢʪʫʨʘʪʘ ʥʘ ʨʘʟʧʨʝʜʝʣʝʥʠʝʪʦ ʥʘ ʧʦʜʢʨʠʪʝʨʠʷ ʆ8 ʝ ʧʨʝʜʩʪʘʚʝʥʘ ʯʨʝʟ 

ʩʝʢʪʦʨʥʘ ʜʠʘʛʨʘʤʘ ʚ ʇʨʠʣʦʞʝʥʠʝ ˉ 8. 

ɺ ʯʘʩʪʪʘ ɺ8 Ăʃɿ ʧʨʝʜʦʩʪʘʚʷ ʫʩʣʫʛʠʪʝ ʚ ʦʙʝʱʘʥʦʪʦ ʚʨʝʤʝò, 114 ʜʫʰʠ ʦʪ 

ʘʥʢʝʪʠʨʘʥʠʪʝ ʣʠʮʘ ʩʘ ʦʪʛʦʚʦʨʠʣʠ ʩʲʩ 7 Ăʘʙʩʦʣʶʪʥʦ ʩʲʛʣʘʩʝʥò ʠʣʠ 74,5%. 
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ʂʫʤʫʣʘʪʠʚʥʠʷʪ ʧʨʦʮʝʥʪ ʦʪ 25,5% ʦʪʨʘʟʷʚʘ ʦʩʪʘʥʘʣʠʪʝ ʦʪʛʦʚʦʨʠ ʩ 

ʤʝʞʜʠʥʥʠʪʝ ʟʥʘʯʝʥʠʷ (ʊʘʙʣʠʮʘ Ăɺ8ò ʉɹɸʃɹɹ ʥʘ ʇʨʠʣʦʞʝʥʠʝ ˉ 6). 

ʉʪʨʫʢʪʫʨʘʪʘ ʥʘ ʨʘʟʧʨʝʜʝʣʝʥʠʝʪʦ ʥʘ ʧʦʜʢʨʠʪʝʨʠʷ ɺ8 ʝ ʧʨʝʜʩʪʘʚʝʥʘ ʯʨʝʟ 

ʩʝʢʪʦʨʥʘ ʜʠʘʛʨʘʤʘ ʚ ʇʨʠʣʦʞʝʥʠʝ ˉ 8. 

ʂʦʝʬʠʮʠʝʥʪʲʪ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʧʦʜʢʨʠʪʝʨʠʷ ʅ8 (ʩʨʝʜʥʦ 

ʘʨʠʪʤʝʪʠʯʥʘʪʘ ʩʪʦʡʥʦʩʪ ʥʘ ʚʩʠʯʢʠ ʩʣʫʯʘʠ) ʚ ʯʘʩʪʪʘ ʆ8 ʝ 6.6, ʘ ʚ ʯʘʩʪʪʘ ɺ8 

ï 6.5, ʢʦʝʪʦ ʧʦʢʘʟʚʘ, ʯʝ ʦʯʘʢʚʘʥʠʷʪʘ ʥʘʜʭʚʲʨʣʷʪ ʚʲʟʧʨʠʷʪʠʷʪʘ ʟʘ ʪʦʟʠ 

ʪʠʧ ʫʩʣʫʛʘ (ʊʘʙʣʠʮʘ ˉ 18). 

Á ʅ9 ɸʢʫʨʘʪʥʦ ʚʦʜʝʥʝ ʥʘ ʟʘʧʠʩʠʪʝ ʦʪ ʃɿ 

ɺ ʯʘʩʪʪʘ ʆ9 Ăʃɿ ʝ ʜʣʲʞʥʦ ʜʘ ʚʦʜʠ ʟʘʧʠʩʠʪʝ ʘʢʫʨʘʪʥʦò, 108 ʜʫʰʠ ʦʪ 

ʘʥʢʝʪʠʨʘʥʠʪʝ ʣʠʮʘ ʩʘ ʦʪʛʦʚʦʨʠʣʠ ʩʲʩ 7 Ăʘʙʩʦʣʶʪʥʦ ʩʲʛʣʘʩʝʥò ʠʣʠ 70,6% ʠ 

ʥʠʪʦ ʝʜʠʥ ʩ Ăʘʙʩʦʣʶʪʥʦ ʥʝʩʲʛʣʘʩʝʥò. ʂʫʤʫʣʘʪʠʚʥʠʷʪ ʧʨʦʮʝʥʪ ʦʪ 29,4% 

ʦʪʨʘʟʷʚʘ ʦʩʪʘʥʘʣʠʪʝ ʦʪʛʦʚʦʨʠ ʩ ʤʝʞʜʠʥʥʠʪʝ ʟʥʘʯʝʥʠʷ (ʊʘʙʣʠʮʘ Ăʆ9ò 

ʉɹɸʃɹɹ ʥʘ ʇʨʠʣʦʞʝʥʠʝ ˉ 6). ʉʪʨʫʢʪʫʨʘʪʘ ʥʘ ʨʘʟʧʨʝʜʝʣʝʥʠʝʪʦ ʥʘ 

ʧʦʜʢʨʠʪʝʨʠʷ ʆ9 ʝ ʧʨʝʜʩʪʘʚʝʥʘ ʯʨʝʟ ʩʝʢʪʦʨʥʘ ʜʠʘʛʨʘʤʘ ʚ ʇʨʠʣʦʞʝʥʠʝ ˉ 8. 

ɺ ʯʘʩʪʪʘ ɺ9 Ăʃɿ ʚʦʜʠ ʟʘʧʠʩʠʪʝ ʘʢʫʨʘʪʥʦò, 117 ʜʫʰʠ ʦʪ ʘʥʢʝʪʠʨʘʥʠʪʝ 

ʣʠʮʘ ʩʘ ʦʪʛʦʚʦʨʠʣʠ ʩʲʩ 7 Ăʘʙʩʦʣʶʪʥʦ ʩʲʛʣʘʩʝʥò ʠʣʠ 76,5%. ʂʫʤʫʣʘʪʠʚʥʠʷʪ 

ʧʨʦʮʝʥʪ ʦʪ 23,5% ʦʪʨʘʟʷʚʘ ʦʩʪʘʥʘʣʠʪʝ ʦʪʛʦʚʦʨʠ ʩ ʤʝʞʜʠʥʥʠʪʝ ʟʥʘʯʝʥʠʷ 

(ʊʘʙʣʠʮʘ Ăɺ9ò ʉɹɸʃɹɹ ʥʘ ʇʨʠʣʦʞʝʥʠʝ ˉ 6). ʉʪʨʫʢʪʫʨʘʪʘ ʥʘ 

ʨʘʟʧʨʝʜʝʣʝʥʠʝʪʦ ʥʘ ʧʦʜʢʨʠʪʝʨʠʷ ɺ9 ʝ ʧʨʝʜʩʪʘʚʝʥʘ ʯʨʝʟ ʩʝʢʪʦʨʥʘ ʜʠʘʛʨʘʤʘ 

ʚ ʇʨʠʣʦʞʝʥʠʝ ˉ 8. 

ʀʟʩʣʝʜʚʘʥʘ ʝ ʟʘʚʠʩʠʤʦʩʪʪʘ ʤʝʞʜʫ ɺ9 ʠ SQI ʯʨʝʟ ʥʝʧʘʨʘʤʝʪʨʠʯʥʘ 

ʢʦʨʝʣʘʮʠʷ. ʈʘʥʛʦʚʠʷʪ ʢʦʝʬʠʮʠʝʥʪ ʥʘ ʉʧʠʨʤʘʥ (ɟ), ʫʩʪʘʥʦʚʝʥ 

ʝʤʧʠʨʠʯʥʦ (0,255) ʝ ʧʦ ï ʛʦʣʷʤ ʦʪ ʪʝʦʨʝʪʠʯʥʘʪʘ ʩʪʦʡʥʦʩʪ ʦʪ 0,16 

ʧʨʠ 95% ʠ 0,21 ʧʨʠ 99% ʜʦʚʝʨʠʪʝʣʥʘ ʚʝʨʦʷʪʥʦʩʪ. ʆʪ ʢʲʜʝʪʦ ʩʣʝʜʚʘ, 

ʯʝ ʤʝʞʜʫ ɺ9 ʠ SQI ʠʤʘ ʩʪʘʪʠʩʪʠʯʝʩʢʠ ʟʥʘʯʠʤʘ (ʧʨʠ ʨ < 0,01) 

ʧʨʘʚʦʧʨʦʧʦʨʮʠʦʥʘʣʥʘ ʚʨʲʟʢʘ. 

ʂʦʝʬʠʮʠʝʥʪʲʪ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʧʦʜʢʨʠʪʝʨʠʷ ʅ9 (ʩʨʝʜʥʦ 

ʘʨʠʪʤʝʪʠʯʥʘʪʘ ʩʪʦʡʥʦʩʪ ʥʘ ʚʩʠʯʢʠ ʩʣʫʯʘʠ) ʚ ʯʘʩʪʪʘ ʆ9 ʝ 6.55, ʘ ʚ ʯʘʩʪʪʘ 

ɺ9 ï 6.59, ʢʦʝʪʦ ʧʦʢʘʟʚʘ, ʯʝ ʦʯʘʢʚʘʥʠʷʪʘ ʧʦʩʨʝʱʘʪ ʚʲʟʧʨʠʷʪʠʷʪʘ ʟʘ ʪʦʟʠ 

ʪʠʧ ʫʩʣʫʛʘ (ʊʘʙʣʠʮʘ ˉ 18). 

ʈʝʡʪʠʥʛʲʪ ʥʘ ʚʲʟʧʨʠʷʪʠʷʪʘ ʠ ʨʝʡʪʠʥʛʲʪ ʥʘ ʦʯʘʢʚʘʥʠʷʪʘ ʧʦ ʢʨʠʪʝʨʠʷ 

Ăʅʘʜʝʞʜʥʦʩʪò ʅ5 ï ʅ9ò (ʩʨʝʜʥʦ ʘʨʠʪʤʝʪʠʯʥʠʪʝ ʩʪʦʡʥʦʩʪʠ ʚ ʘʩʧʝʢʪʠʪʝ 

Ăʚʲʟʧʨʠʷʪʠʷò ʠ Ăʦʯʘʢʚʘʥʠʷò) ʝ ʩʲʦʪʚʝʪʥʦ 6,42 ʠ 6,53 (ʬʠʛ. 20). ʏʘʩʪʥʠʷʪ 
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ʠʥʜʝʢʩ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʟʘ ʢʨʠʪʝʨʠʷ ʅ5 ï ʅ9 ʝ ʦʪʨʠʮʘʪʝʣʝʥ (ï0,1), (ʊʘʙʣʠʮʘ 

ˉ 18). 

 

 

 

ʌʠʛ. 20 ʏʘʩʪʝʥ ʢʦʝʬʠʮʠʝʥʪ ʥʘ ʢʘʯʝʩʪʚʦʪʦ Ăʅʘʜʝʞʜʥʦʩʪ ʅ5 ï ʅ9ò 

 

ɺ). ʂʨʠʪʝʨʠʡ Ăʆʪʟʠʚʯʠʚʦʩʪò (ʆ10 ï ʆ13), 

Á ʆ10 ʇʝʨʩʦʥʘʣʲʪ ʥʘ ʃɿ ʝ ʜʠʩʮʠʧʣʠʠʨʘʥ 

ɺ ʯʘʩʪʪʘ ʆ10 Ăʆʪ ʃɿ ʥʝ ʩʣʝʜʚʘ ʜʘ ʩʝ ʦʯʘʢʚʘ, ʯʝ ʱʝ ʠʥʬʦʨʤʠʨʘ 

ʧʦʪʨʝʙʠʪʝʣʠʪʝ, ʢʦʛʘ ʪʦʯʥʦ ʱʝ ʙʲʜʝ ʧʨʝʜʦʜʪʘʚʝʥʘ ʫʩʣʫʛʘʪʘò, 33 ʜʫʰʠ ʦʪ 

ʘʥʢʝʪʠʨʘʥʠʪʝ ʣʠʮʘ ʩʘ ʦʪʛʦʚʦʨʠʣʠ ʩʲʩ 7 Ăʘʙʩʦʣʶʪʥʦ ʩʲʛʣʘʩʝʥò ʠʣʠ 21,6% ʠ 75 

ʩ Ăʘʙʩʦʣʶʪʥʦ ʥʝʩʲʛʣʘʩʝʥò, ʠʣʠ 59%. ʆʩʪʘʥʘʣʠʪʝ ʦʪʛʦʚʦʨʠ ʩʝ ʨʘʟʩʝʡʚʘʪ ʚ 

ʤʝʞʜʠʥʥʠʪʝ ʦʪʛʦʚʦʨʠ (ʊʘʙʣʠʮʘ Ăʆ10ò ʥʘ ʇʨʠʣʦʞʝʥʠʝ ˉ 6). ʉʪʨʫʢʪʫʨʘʪʘ ʥʘ 

ʨʘʟʧʨʝʜʝʣʝʥʠʝʪʦ ʥʘ ʧʦʜʢʨʠʪʝʨʠʷ ʆ10 ʝ ʧʨʝʜʩʪʘʚʝʥʘ ʯʨʝʟ ʩʝʢʪʦʨʥʘ ʜʠʘʛʨʘʤʘ 

ʚ ʇʨʠʣʦʞʝʥʠʝ ˉ 8. 

ɺ ʯʘʩʪʪʘ ɺ10 Ăʃɿ ʠʥʬʦʨʤʠʨʘ ʧʦʪʨʝʙʠʪʝʣʠʪʝ, ʢʦʛʘ ʪʦʯʥʦ ʱʝ ʙʲʜʝ 

ʧʨʝʜʦʜʪʘʚʝʥʘ ʫʩʣʫʛʘʪʘò, 105 ʜʫʰʠ ʦʪ ʘʥʢʝʪʠʨʘʥʠʪʝ ʣʠʮʘ ʩʘ ʦʪʛʦʚʦʨʠʣʠ ʩʲʩ 7 

Ăʘʙʩʦʣʶʪʥʦ ʩʲʛʣʘʩʝʥò ʠʣʠ 68,6% ʠ 9 ʩ Ăʘʙʩʦʣʶʪʥʦ ʥʝʩʲʛʣʘʩʝʥò ʠʣʠ 5,9%. 

ʆʩʪʘʥʘʣʠʪʝ ʦʪʛʦʚʦʨʠ ʩʝ ʨʘʟʩʝʡʚʘʪ ʚ ʤʝʞʜʠʥʥʠʪʝ ʦʪʛʦʚʦʨʠ (ʊʘʙʣʠʮʘ Ăɺ10ò ʥʘ 

ʇʨʠʣʦʞʝʥʠʝ ˉ 6). ʉʪʨʫʢʪʫʨʘʪʘ ʥʘ ʨʘʟʧʨʝʜʝʣʝʥʠʝʪʦ ʥʘ ʧʦʜʢʨʠʪʝʨʠʷ ɺ10 ʝ 

ʧʨʝʜʩʪʘʚʝʥʘ ʯʨʝʟ ʩʝʢʪʦʨʥʘ ʜʠʘʛʨʘʤʘ ʚ ʇʨʠʣʦʞʝʥʠʝ ˉ 8. 

ʂʦʝʬʠʮʠʝʥʪʲʪ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʧʦʜʢʨʠʪʝʨʠʷ ʆ10 (ʩʨʝʜʥʦ 

ʘʨʠʪʤʝʪʠʯʥʘʪʘ ʩʪʦʡʥʦʩʪ ʥʘ ʚʩʠʯʢʠ ʩʣʫʯʘʠ) ʚ ʯʘʩʪʪʘ ʆ10 ʝ 3,47, ʘ ʚ ʯʘʩʪʪʘ 
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ɺ10 ï 6.16, ʢʦʝʪʦ ʧʦʢʘʟʚʘ, ʯʝ ʦʯʘʢʚʘʥʠʷʪʘ ʧʦʩʨʝʱʘʪ ʚʲʟʧʨʠʷʪʠʷʪʘ ʟʘ 

ʪʦʟʠ ʪʠʧ ʫʩʣʫʛʘ (ʊʘʙʣʠʮʘ ˉ 18). 

Á ʆ11 ʉʚʦʝʚʨʝʤʝʥʥʦ ʧʨʝʜʦʩʪʘʚʷʥʝ ʥʘ ʫʩʣʫʛʘʪʘ ʦʪ ʧʝʨʩʦʥʘʣʘ  

ɺ ʯʘʩʪʪʘ ʆ11 Ăʆʪ ʩʪʨʘʥʘ ʥʘ ʧʦʪʨʝʙʠʪʝʣʠʪʝ ʝ ʥʝʨʝʘʣʠʩʪʠʯʥʦ ʜʘ ʩʝ 

ʦʯʘʢʚʘ ʥʝʟʘʙʘʚʥʦ ʧʨʝʜʩʪʘʚʷʥʝ ʥʘ ʫʩʣʫʛʘʪʘ ʦʪ ʩʲʪʨʫʜʥʠʮʫʪʝ ʥʘ ʃɿò, 33 ʜʫʰʠ 

ʦʪ ʘʥʢʝʪʠʨʘʥʠʪʝ ʣʠʮʘ ʩʘ ʦʪʛʦʚʦʨʠʣʠ ʩʲʩ 7 Ăʘʙʩʦʣʶʪʥʦ ʩʲʛʣʘʩʝʥò ʠʣʠ 21,6 ʠ 

72 ʩ Ăʘʙʩʦʣʶʪʥʦ ʥʝʩʲʛʣʘʩʝʥò, ʠʣʠ 47,1% (ʊʘʙʣʠʮʘ Ăʆ11ò ʉɹɸʃɹɹ ʥʘ 

ʇʨʠʣʦʞʝʥʠʝ ˉ 6). ʉʪʨʫʢʪʫʨʘʪʘ ʥʘ ʨʘʟʧʨʝʜʝʣʝʥʠʝʪʦ ʥʘ ʧʦʜʢʨʠʪʝʨʠʷ ʆ11 ʝ 

ʧʨʝʜʩʪʘʚʝʥʘ ʯʨʝʟ ʩʝʢʪʦʨʥʘ ʜʠʘʛʨʘʤʘ ʚ ʇʨʠʣʦʞʝʥʠʝ ˉ 8. 

ɺ ʯʘʩʪʪʘ ɺ11 Ăɺʠʝ ʥʝ ʧʦʣʫʯʘʚʘʪʝ ʫʩʢʫʛʘʪʘ ʦʪ ʩʲʪʨʫʜʥʠʮʠʪʝ ʥʘ ʃɿ 

ʥʝʟʘʙʘʚʥʦò, 63 ʜʫʰʠ ʦʪ ʘʥʢʝʪʠʨʘʥʠʪʝ ʣʠʮʘ ʩʘ ʦʪʛʦʚʦʨʠʣʠ ʩʲʩ 7 Ăʘʙʩʦʣʶʪʥʦ 

ʩʲʛʣʘʩʝʥò ʠʣʠ 41,2% ʠ 51 ʩ Ăʘʙʩʦʣʶʪʥʦ ʥʝʩʲʛʣʘʩʝʥò ʠʣʠ 33,3%. (ʊʘʙʣʠʮʘ 

Ăɺ11ò ʉɹɸʃɹɹ ʥʘ ʇʨʠʣʦʞʝʥʠʝ ˉ 6). ʉʪʨʫʢʪʫʨʘʪʘ ʥʘ ʨʘʟʧʨʝʜʝʣʝʥʠʝʪʦ ʥʘ 

ʧʦʜʢʨʠʪʝʨʠʷ ɺ11 ʝ ʧʨʝʜʩʪʘʚʝʥʘ ʯʨʝʟ ʩʝʢʪʦʨʥʘ ʜʠʘʛʨʘʤʘ ʚ ʇʨʠʣʦʞʝʥʠʝ ˉ 8. 

ʂʦʝʬʠʮʠʝʥʪʲʪ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʧʦʜʢʨʠʪʝʨʠʷ ʆ11 (ʩʨʝʜʥʦ 

ʘʨʠʪʤʝʪʠʯʥʘʪʘ ʩʪʦʡʥʦʩʪ ʥʘ ʚʩʠʯʢʠ ʩʣʫʯʘʠ) ʚ ʯʘʩʪʪʘ ʆ11  ʝ 3,43, ʘ ʚ ʯʘʩʪʪʘ 

ɺ11 ï 4,22, ʢʦʝʪʦ ʧʦʢʘʟʚʘ, ʯʝ ʦʯʘʢʚʘʥʠʷʪʘ ʥʝ ʥʘʜʭʚʲʨʣʷʪ ʚʲʟʧʨʠʷʪʠʷʪʘ ʟʘ 

ʪʦʟʠ ʪʠʧ ʫʩʣʫʛʘ (ʊʘʙʣʠʮʘ ˉ 18). 

Á ʆ12 ʄʦʪʠʚʠʨʘʥʦʩʪ ʫ ʩʲʪʨʫʜʥʠʮʠʪʝ ʦʢʘʟʚʘʪ ʧʦʤʦʱ ʥʘ 

ʧʦʪʨʝʙʠʪʝʣʠʪʝ 

ɺ ʯʘʩʪʪʘ ʆ12 Ăʉʲʪʨʫʜʥʠʮʠʪʝ ʥʝ ʚʠʥʘʛʠ ʩʘ ʜʣʲʞʥʠ ʜʘ ʠʟʧʠʪʚʘʪ ʞʝʣʘʥʠʝ 

ʜʘ ʧʦʤʦʛʥʘʪ ʥʘ ʧʦʪʨʝʙʠʪʝʣʠʪʝò, 45 ʜʫʰʠ ʦʪ ʘʥʢʝʪʠʨʘʥʠʪʝ ʣʠʮʘ ʩʘ ʦʪʛʦʚʦʨʠʣʠ 

ʩʲʩ 7 Ăʘʙʩʦʣʶʪʥʦ ʩʲʛʣʘʩʝʥò ʠʣʠ 29,4% ʠ 78 ʩ Ăʘʙʩʦʣʶʪʥʦ ʥʝʩʲʛʣʘʩʝʥò, ʠʣʠ 

51%. (ʊʘʙʣʠʮʘ Ăʆ12ò ʉɹɸʃɹɹ ʥʘ ʇʨʠʣʦʞʝʥʠʝ ˉ 6). ʉʪʨʫʢʪʫʨʘʪʘ ʥʘ 

ʨʘʟʧʨʝʜʝʣʝʥʠʝʪʦ ʥʘ ʧʦʜʢʨʠʪʝʨʠʷ ʆ12 ʝ ʧʨʝʜʩʪʘʚʝʥʘ ʯʨʝʟ ʩʝʢʪʦʨʥʘ ʜʠʘʛʨʘʤʘ 

ʚ ʇʨʠʣʦʞʝʥʠʝ ˉ 8. 

ɺ ʯʘʩʪʪʘ ɺ12 Ăʉʲʪʨʫʜʥʠʮʠʪʝ ʥʝ ʚʠʥʘʛʠ ʠʟʧʠʪʚʘʪ ʞʝʣʘʥʠʝ ʜʘ ʧʦʤʦʛʥʘʪ ʥʘ 

ʧʦʪʨʝʙʠʪʝʣʠʪʝò, 45 ʜʫʰʠ ʦʪ ʘʥʢʝʪʠʨʘʥʠʪʝ ʣʠʮʘ ʩʘ ʦʪʛʦʚʦʨʠʣʠ ʩʲʩ 7 

Ăʘʙʩʦʣʶʪʥʦ ʩʲʛʣʘʩʝʥò ʠʣʠ 29,4% ʠ 63 ʩ Ăʘʙʩʦʣʶʪʥʦ ʥʝʩʲʛʣʘʩʝʥò ʠʣʠ 41% 

(ʊʘʙʣʠʮʘ Ăɺ12ò ʉɹɸʃɹɹ ʥʘ ʇʨʠʣʦʞʝʥʠʝ ˉ 6). ʉʪʨʫʢʪʫʨʘʪʘ ʥʘ 

ʨʘʟʧʨʝʜʝʣʝʥʠʝʪʦ ʥʘ ʧʦʜʢʨʠʪʝʨʠʷ ɺ12 ʝ ʧʨʝʜʩʪʘʚʝʥʘ ʯʨʝʟ ʩʝʢʪʦʨʥʘ ʜʠʘʛʨʘʤʘ 

ʚ ʇʨʠʣʦʞʝʥʠʝ ˉ 8. 

ʂʦʝʬʠʮʠʝʥʪʲʪ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʧʦʜʢʨʠʪʝʨʠʷ ʆ12 (ʩʨʝʜʥʦ 

ʘʨʠʪʤʝʪʠʯʥʘʪʘ ʩʪʦʡʥʦʩʪ ʥʘ ʚʩʠʯʢʠ ʩʣʫʯʘʠ) ʚ ʯʘʩʪʪʘ ʆ12  ʝ 3,49, ʘ ʚ ʯʘʩʪʪʘ 
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ɺ12 ï3,84, ʢʦʝʪʦ ʧʦʢʘʟʚʘ, ʯʝ ʦʯʘʢʚʘʥʠʷʪʘ ʧʦʩʨʝʱʘʪ ʚʲʟʧʨʠʷʪʠʷʪʘ ʟʘ 

ʪʦʟʠ ʪʠʧ ʫʩʣʫʛʘ (ʊʘʙʣʠʮʘ ˉ 18). 

ʀʟʩʣʝʜʚʘʥʘ ʝ ʟʘʚʠʩʠʤʦʩʪʪʘ ʤʝʞʜʫ ʆ12 ʠ SQI ʯʨʝʟ 

ʥʝʧʘʨʘʤʝʪʨʠʯʥʘ ʢʦʨʝʣʘʮʠʷ. ʈʘʥʛʦʚʠʷʪ ʢʦʝʬʠʮʠʝʥʪ ʥʘ ʉʧʠʨʤʘʥ (ɟ), 

ʫʩʪʘʥʦʚʝʥ ʝʤʧʠʨʠʯʥʦ (-0,598) ʝ ʧʦ ï ʛʦʣʷʤ ʦʪ ʪʝʦʨʝʪʠʯʥʘʪʘ 

ʩʪʦʡʥʦʩʪ ʦʪ 0,16 ʧʨʠ 95% ʠ 0,21 ʧʨʠ 99% ʜʦʚʝʨʠʪʝʣʥʘ ʚʝʨʦʷʪʥʦʩʪ. 

ʉʣʝʜʦʚʘʪʝʣʥʦ, ʤʦʪʠʚʘʮʠʷʪʘ ʥʘ ʧʝʨʩʦʥʘʣʘ ʤʦʞʝ ʜʘ ʙʲʜʝ ʠʟʤʝʨʠʤʘ 

ʯʨʝʟ ʢʨʠʪʝʨʠʷ ʆ12 Ăʄʦʪʠʚʠʨʘʥʦʩʪ ʫ ʩʲʪʨʫʜʥʠʮʠʪʝ ʦʢʘʟʚʘʪ ʧʦʤʦʱ 

ʥʘ ʧʦʪʨʝʙʠʪʝʣʠʪʝò. ʄʝʞʜʫ ʆ12 ʠ SQI ʠʤʘ ʩʪʘʪʠʩʪʠʯʝʩʢʠ ʟʥʘʯʠʤʘ 

(ʧʨʠ ɟ = 99%) ʩʠʣʥʘ ʦʙʨʘʪʥʦʧʨʦʧʦʨʮʠʦʥʘʣʥʘ ʚʨʲʟʢʘ.  

Á ʆ13 ɹʲʨʟ ʦʪʛʦʚʦʨ ʥʘ ʤʦʣʙʘʪʘ ʥʘ ʧʘʮʠʝʥʪʠʪʝ ʦʪ ʩʪʨʘʥʘ ʥʘ 

ʧʝʨʩʦʥʘʣʘ  

ɺ ʯʘʩʪʪʘ ʆ13 Ăɸʢʦ ʩʲʪʨʫʜʥʠʮʠʪʝ ʩʘ ʧʨʝʢʘʣʝʥʦ ʟʘʝʪʠ, ʟʘ ʜʘ ʫʜʦʚʣʝʪʚʦʨʷʪ 

ʤʦʣʙʘʪʘ ʥʘ ʧʦʪʨʝʙʠʪʝʣʠʪʝ, ʪʦʚʘ ʝ ʥʦʨʤʘʣʥʦò, 33 ʜʫʰʠ ʦʪ ʘʥʢʝʪʠʨʘʥʠʪʝ ʣʠʮʘ 

ʩʘ ʦʪʛʦʚʦʨʠʣʠ ʩʲʩ 7 Ăʘʙʩʦʣʶʪʥʦ ʩʲʛʣʘʩʝʥò ʠʣʠ 21,6% ʠ 84 ʩ Ăʘʙʩʦʣʶʪʥʦ 

ʥʝʩʲʛʣʘʩʝʥò, ʠʣʠ 54,9% (ʊʘʙʣʠʮʘ Ăʆ13ò ʉɹɸʃɹɹ ʥʘ ʇʨʠʣʦʞʝʥʠʝ ˉ 6). 

ʉʪʨʫʢʪʫʨʘʪʘ ʥʘ ʨʘʟʧʨʝʜʝʣʝʥʠʝʪʦ ʥʘ ʧʦʜʢʨʠʪʝʨʠʷ ʆ13 ʝ ʧʨʝʜʩʪʘʚʝʥʘ ʯʨʝʟ 

ʩʝʢʪʦʨʥʘ ʜʠʘʛʨʘʤʘ ʚ ʇʨʠʣʦʞʝʥʠʝ ˉ 8. 

ɺ ʯʘʩʪʪʘ ɺ13 Ăʉʲʪʨʫʜʥʠʚʠʪʝ ʩʘ ʧʨʝʢʘʣʝʥʦ ʟʘʝʪʠ, ʟʘ ʜʘ ʫʜʦʚʣʝʪʚʦʨʷʪ 

ʤʦʣʙʘʪʘ ʥʘ ʧʦʪʨʝʙʠʪʝʣʠʪʝò, 45 ʜʫʰʠ ʦʪ ʘʥʢʝʪʠʨʘʥʠʪʝ ʣʠʮʘ ʩʘ ʦʪʛʦʚʦʨʠʣʠ ʩʲʩ 

7 Ăʘʙʩʦʣʶʪʥʦ ʩʲʛʣʘʩʝʥò ʠʣʠ 29,4% ʠ 63 ʩ Ăʘʙʩʦʣʶʪʥʦ ʥʝʩʲʛʣʘʩʝʥò ʠʣʠ 41,2% 

(ʊʘʙʣʠʮʘ Ăɺ13ò ʉɹɸʃɹɹ ʥʘ ʇʨʠʣʦʞʝʥʠʝ ˉ 6). ʉʪʨʫʢʪʫʨʘʪʘ ʥʘ 

ʨʘʟʧʨʝʜʝʣʝʥʠʝʪʦ ʥʘ ʧʦʜʢʨʠʪʝʨʠʷ ɺ13 ʝ ʧʨʝʜʩʪʘʚʝʥʘ ʯʨʝʟ ʩʝʢʪʦʨʥʘ ʜʠʘʛʨʘʤʘ 

ʚ ʇʨʠʣʦʞʝʥʠʝ ˉ 8. 

ʂʦʝʬʠʮʠʝʥʪʲʪ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʧʦʜʢʨʠʪʝʨʠʷ ʆ13 (ʩʨʝʜʥʦ 

ʘʨʠʪʤʝʪʠʯʥʘʪʘ ʩʪʦʡʥʦʩʪ ʥʘ ʚʩʠʯʢʠ ʩʣʫʯʘʠ) ʚ ʯʘʩʪʪʘ ʆ13 ʝ 3,04, ʘ ʚ ʯʘʩʪʪʘ 

ɺ13 ï 3,8, ʢʦʝʪʦ ʧʦʢʘʟʚʘ, ʯʝ ʦʯʘʢʚʘʥʠʷʪʘ ʧʦʩʨʝʱʘʪ ʚʲʟʧʨʠʷʪʠʷʪʘ ʟʘ ʪʦʟʠ 

ʪʠʧ ʫʩʣʫʛʘ (ʊʘʙʣʠʮʘ ˉ 18). 
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ʌʠʛ 20 ʏʘʩʪʝʥ ʢʦʝʬʠʮʠʝʥʪ ʥʘ ʢʘʯʝʩʪʚʦʪʦ Ăʆʪʟʠʚʯʠʚʦʩʪò ʆ10 ï ʆ13 

 

ʈʝʡʪʠʥʛʲʪ ʥʘ ʚʲʟʧʨʠʷʪʠʷʪʘ ʠ ʨʝʡʪʠʥʛʲʪ ʥʘ ʦʯʘʢʚʘʥʠʷʪʘ ʧʦ ʢʨʠʪʝʨʠʷ 

Ăʆʪʟʠʚʯʠʚʦʩʪò ʆ10 ï ʆ13 ʝ ʩʲʦʪʚʝʪʥʦ 4,5 ʠ 3,4 (ʬʠʛ. 21). ʏʘʩʪʥʠʷʪ 

ʠʥʜʝʢʩ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʟʘ ʢʨʠʪʝʨʠʷ ) ʆ10 ï ʆ13 ʝ ʧʦʣʦʞʠʪʝʣʝʥ (1,1), 

(ʊʘʙʣʠʮʘ ˉ 18). 

ɻ). ʂʨʠʪʝʨʠʡ Ăʋʚʝʨʝʥʦʩʪò (ʋ14 ï ʋ17) 

Á ʋ14 ɼʦʚʝʨʠʝ ʠ ʚʟʘʠʤʥʦ ʨʘʟʙʠʨʘʥʝ ʤʝʞʜʫ ʧʝʨʩʦʥʘʣʘ ʠ 

ʧʦʪʨʝʙʠʪʝʣʠʪʝ 

ɺ ʯʘʩʪʪʘ ʆ14 Ăʇʦʪʨʝʙʠʪʝʣʠʪʝ ʪʨʷʙʚʘ ʜʘ ʠʤʘʪ ʣʠʯʥʘ ʧʨʠʯʠʥʘ ʟʘ ʜʦʚʝʨʠʝ 

ʚ ʩʲʪʨʫʜʥʠʮʠʪʝ ʥʘ ʃɿò, 114 ʜʫʰʠ ʦʪ ʘʥʢʝʪʠʨʘʥʠʪʝ ʣʠʮʘ ʩʘ ʦʪʛʦʚʦʨʠʣʠ ʩʲʩ 7 

Ăʘʙʩʦʣʶʪʥʦ ʩʲʛʣʘʩʝʥò ʠʣʠ 74,5% ʠ ʥʠʪʦ ʝʜʠʥ ʩ  Ăʘʙʩʦʣʶʪʥʦ ʥʝʩʲʛʣʘʩʝʥò. 

ʆʩʪʘʥʘʣʠʪʝ ʦʪʛʦʚʦʨʠ ʩʝ ʨʘʟʩʝʡʚʘʪ ʚ ʤʝʞʜʠʥʥʠʪʝ ʦʪʛʦʚʦʨʠ ʠ ʩʲʩʪʘʚʣʷʚʘʪ 

ʢʫʣʫʤʠʣʘʪʠʚʝʥ ʧʨʦʮʝʥʪ 25,5% (ʊʘʙʣʠʮʘ Ăʆ14ò ʉɹɸʃɹɹ ʥʘ ʇʨʠʣʦʞʝʥʠʝ ˉ 6). 

ʉʪʨʫʢʪʫʨʘʪʘ ʥʘ ʨʘʟʧʨʝʜʝʣʝʥʠʝʪʦ ʥʘ ʧʦʜʢʨʠʪʝʨʠʷ ʆ14 ʝ ʧʨʝʜʩʪʘʚʝʥʘ ʯʨʝʟ 

ʩʝʢʪʦʨʥʘ ʜʠʘʛʨʘʤʘ ʚ ʇʨʠʣʦʞʝʥʠʝ ˉ 8. 

ɺ ʯʘʩʪʪʘ ɺ14 Ăɺʠʝ ʤʦʞʝʪʝ ʜʘ ʩ ʝʜʦʚʝʨʠʪʘ ʥʘ ʩʲʪʨʫʜʥʠʮʠʪʝ ʥʘ ʃɿò, 114 

ʜʫʰʠ ʦʪ ʘʥʢʝʪʠʨʘʥʠʪʝ ʣʠʮʘ ʩʘ ʦʪʛʦʚʦʨʠʣʠ ʩʲʩ 7 Ăʘʙʩʦʣʶʪʥʦ ʩʲʛʣʘʩʝʥò ʠʣʠ 

74,5% ʠ 3-ʤʘ ʩ Ăʘʙʩʦʣʶʪʥʦ ʥʝʩʲʛʣʘʩʝʥò ʠʣʠ 2%. ʆʩʪʘʥʘʣʠʪʝ ʦʪʛʦʚʦʨʠ ʩʝ 

ʨʘʟʩʝʡʚʘʪ ʚ ʤʝʞʜʠʥʥʠʪʝ ʦʪʛʦʚʦʨʠ ʠ ʩʲʩʪʘʚʣʷʚʘʪ ʢʫʣʫʤʠʣʘʪʠʚʝʥ ʧʨʦʮʝʥʪ 

25,5% (ʊʘʙʣʠʮʘ Ăɺ14ò ʉɹɸʃɹɹ ʥʘ ʇʨʠʣʦʞʝʥʠʝ ˉ 6). ʉʪʨʫʢʪʫʨʘʪʘ ʥʘ 

ʨʘʟʧʨʝʜʝʣʝʥʠʝʪʦ ʥʘ ʧʦʜʢʨʠʪʝʨʠʷ ɺ14 ʝ ʧʨʝʜʩʪʘʚʝʥʘ ʯʨʝʟ ʩʝʢʪʦʨʥʘ ʜʠʘʛʨʘʤʘ 

ʚ ʇʨʠʣʦʞʝʥʠʝ ˉ 8. 
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ʀʟʩʣʝʜʚʘʥʘ ʝ ʟʘʚʠʩʠʤʦʩʪʪʘ ʤʝʞʜʫ ɺ14 ʠ SQI ʯʨʝʟ 

ʥʝʧʘʨʘʤʝʪʨʠʯʥʘ ʢʦʨʝʣʘʮʠʷ. ʈʘʥʛʦʚʠʷʪ ʢʦʝʬʠʮʠʝʥʪ ʥʘ ʉʧʠʨʤʘʥ (ɟ), 

ʫʩʪʘʥʦʚʝʥ ʝʤʧʠʨʠʯʥʦ (0,257) ʝ ʧʦ ï ʛʦʣʷʤ ʦʪ ʪʝʦʨʝʪʠʯʥʘʪʘ 

ʩʪʦʡʥʦʩʪ ʦʪ 0,16 ʧʨʠ 95% ʠ 0,21 ʧʨʠ 99% ʜʦʚʝʨʠʪʝʣʥʘ ʚʝʨʦʷʪʥʦʩʪ. 

ʆʪ ʢʲʜʝʪʦ ʩʣʝʜʚʘ, ʯʝ ʤʝʞʜʫ ɺ14 ʠ SQI ʠʤʘ ʩʪʘʪʠʩʪʠʯʝʩʢʠ ʟʥʘʯʠʤʘ 

(ʧʨʠ ɟ = 99%) ʧʨʘʚʦʧʨʦʧʦʨʮʠʦʥʘʣʥʘ ʚʨʲʟʢʘ. 

ʂʦʝʬʠʮʠʝʥʪʲʪ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʧʦʜʢʨʠʪʝʨʠʷ ʋ14 (ʩʨʝʜʥʦ 

ʘʨʠʪʤʝʪʠʯʥʘʪʘ ʩʪʦʡʥʦʩʪ ʥʘ ʚʩʠʯʢʠ ʩʣʫʯʘʠ) ʚ ʯʘʩʪʪʘ ʆ14  ʝ 6,39, ʘ ʚ ʯʘʩʪʪʘ 

ɺ14 ï6,49, ʢʦʝʪʦ ʧʦʢʘʟʚʘ, ʯʝ ʦʯʘʢʚʘʥʠʷʪʘ ʧʦʩʨʝʱʘʪ ʚʲʟʧʨʠʷʪʠʷʪʘ ʟʘ 

ʪʦʟʠ ʪʠʧ ʫʩʣʫʛʘ (ʊʘʙʣʠʮʘ ˉ 18). 

Á ʋ15 ʆʪʥʦʰʝʥʠʝ ʥʘ ʩʠʛʫʨʥʦʩʪ ʠ ʙʝʟʦʧʘʩʥʦʩʪ ʦʪ ʩʪʨʘʥʘ ʥʘ ʃɿ ʢʲʤ 

ʧʦʪʨʝʙʠʪʝʣʠʪʝ  

ɺ ʯʘʩʪʪʘ ʆ15 Ăʇʦʪʨʝʙʠʪʝʣʠʪʝ ʪʨʷʙʚʘ ʜʘ ʩʝ ʯʫʚʩʪʚʘʪ ʚ ʙʝʟʦʧʘʩʪʥʦʩʪ ʧʨʠ 

ʦʙʱʫʚʘʥʝʪʦ ʩʠ ʩʲʩ ʩʲʪʨʫʜʥʠʮʠʪʝ ʥʘ ʃɿò, 123 ʜʫʰʠ ʦʪ ʘʥʢʝʪʠʨʘʥʠʪʝ ʣʠʮʘ ʩʘ 

ʦʪʛʦʚʦʨʠʣʠ ʩʲʩ 7 Ăʘʙʩʦʣʶʪʥʦ ʩʲʛʣʘʩʝʥò ʠʣʠ 80,4% ʠ ʥʠʪʦ ʝʜʠʥ ʩ  Ăʘʙʩʦʣʶʪʥʦ 

ʥʝʩʲʛʣʘʩʝʥò. ʂʫʤʫʣʘʪʠʚʥʠʷʪ ʧʨʦʮʝʥʪ ʦʪ 19,6% ʦʪʨʘʟʷʚʘ ʦʩʪʘʥʘʣʠʪʝ ʦʪʛʦʚʦʨʠ 

ʩ ʤʝʞʜʠʥʥʠʪʝ ʟʥʘʯʝʥʠʷ (ʊʘʙʣʠʮʘ Ăʆ15ò ʉɹɸʃɹɹ ʥʘ ʇʨʠʣʦʞʝʥʠʝ ˉ 6). 

ʉʪʨʫʢʪʫʨʘʪʘ ʥʘ ʨʘʟʧʨʝʜʝʣʝʥʠʝʪʦ ʥʘ ʧʦʜʢʨʠʪʝʨʠʷ ʆ15 ʝ ʧʨʝʜʩʪʘʚʝʥʘ ʯʨʝʟ 

ʩʝʢʪʦʨʥʘ ʜʠʘʛʨʘʤʘ ʚ ʇʨʠʣʦʞʝʥʠʝ ˉ 8. 

ɺ ʯʘʩʪʪʘ ɺ15 Ăɺʠʝ ʩʝ ʯʫʚʩʪʚʘʪʝ ʚ ʙʝʟʦʧʘʩʪʥʦʩʪ ʧʨʠ ʦʙʱʫʚʘʥʝʪʦ ʩʠ ʩʲʩ 

ʩʲʪʨʫʜʥʠʮʠʪʝò, 114 ʜʫʰʠ ʦʪ ʘʥʢʝʪʠʨʘʥʠʪʝ ʣʠʮʘ ʩʘ ʦʪʛʦʚʦʨʠʣʠ ʩʲʩ 7 

Ăʘʙʩʦʣʶʪʥʦ ʩʲʛʣʘʩʝʥò ʠʣʠ 74,5% ʠ 3-ʤʘ ʩ Ăʘʙʩʦʣʶʪʥʦ ʥʝʩʲʛʣʘʩʝʥò ʠʣʠ 2%. 

ʆʩʪʘʥʘʣʠʪʝ ʦʪʛʦʚʦʨʠ ʩʝ ʨʘʟʩʝʡʚʘʪ ʚ ʤʝʞʜʠʥʥʠʪʝ ʦʪʛʦʚʦʨʠ ʠ ʩʲʩʪʘʚʣʷʚʘʪ 

ʢʫʣʫʤʠʣʘʪʠʚʝʥ ʧʨʦʮʝʥʪ 25,5% (ʊʘʙʣʠʮʘ Ăɺ15ò ʉɹɸʃɹɹ ʥʘ ʇʨʠʣʦʞʝʥʠʝ ˉ 6). 

ʉʪʨʫʢʪʫʨʘʪʘ ʥʘ ʨʘʟʧʨʝʜʝʣʝʥʠʝʪʦ ʥʘ ʧʦʜʢʨʠʪʝʨʠʷ ɺ15 ʝ ʧʨʝʜʩʪʘʚʝʥʘ ʯʨʝʟ 

ʩʝʢʪʦʨʥʘ ʜʠʘʛʨʘʤʘ ʚ ʇʨʠʣʦʞʝʥʠʝ ˉ 8. 

ʂʦʝʬʠʮʠʝʥʪʲʪ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʧʦʜʢʨʠʪʝʨʠʷ ʋ15 (ʩʨʝʜʥʦ 

ʘʨʠʪʤʝʪʠʯʥʘʪʘ ʩʪʦʡʥʦʩʪ ʥʘ ʚʩʠʯʢʠ ʩʣʫʯʘʠ)  ʚ ʯʘʩʪʪʘ ʆ15  ʝ 6,57, ʘ ʚ 

ʯʘʩʪʪʘ ɺ15 ï 6,47, ʢʦʝʪʦ ʧʦʢʘʟʚʘ, ʯʝ ʦʯʘʢʚʘʥʠʷʪʘ ʥʘʜʭʚʲʨʣʷʪ 

ʚʲʟʧʨʠʷʪʠʷʪʘ ʟʘ ʪʦʟʠ ʪʠʧ ʫʩʣʫʛʘ (ʊʘʙʣʠʮʘ ˉ 18). 

Á ʋ16 ɺʝʞʣʠʚʦʩʪ ʥʘ ʧʝʨʩʦʥʘʣʘ ʩ ʧʦʪʨʝʙʠʪʝʣʠʪʝ  

ɺ ʯʘʩʪʪʘ ʆ16 Ăʉʲʪʨʫʜʥʠʮʠʪʝ ʥʘ ʃɿ ʪʨʷʙʚʘ ʜʘ ʙʲʜʘʪʚʝʞʣʠʚʠò 105 ʜʫʰʠ 

ʦʪ ʘʥʢʝʪʠʨʘʥʠʪʝ ʣʠʮʘ ʩʘ ʦʪʛʦʚʦʨʠʣʠ ʩʲʩ 7 Ăʘʙʩʦʣʶʪʥʦ ʩʲʛʣʘʩʝʥò ʠʣʠ 68,6% ʠ 

ʥʠʪʦ ʝʜʠʥ ʩ Ăʘʙʩʦʣʶʪʥʦ ʥʝʩʲʛʣʘʩʝʥò. ʆʩʪʘʥʘʣʠʪʝ ʦʪʛʦʚʦʨʠ ʩʝ ʨʘʟʩʝʡʚʘʪ ʚ 
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ʤʝʞʜʠʥʥʠʪʝ ʦʪʛʦʚʦʨʠ ʠ ʩʲʩʪʘʚʣʷʚʘʪ ʢʫʣʫʤʠʣʘʪʠʚʝʥ ʧʨʦʮʝʥʪ 31,4% (ʊʘʙʣʠʮʘ 

Ăʆ16ò ʉɹɸʃɹɹ ʥʘ ʧʨʠʣʦʞʝʥʠʝ ˉ 6). ʉʪʨʫʢʪʫʨʘʪʘ ʥʘ ʨʘʟʧʨʝʜʝʣʝʥʠʝʪʦ ʥʘ 

ʧʦʜʢʨʠʪʝʨʠʷ ʆ16 ʝ ʧʨʝʜʩʪʘʚʝʥʘ ʯʨʝʟ ʩʝʢʪʦʨʥʘ ʜʠʘʛʨʘʤʘ ʚ ʇʨʠʣʦʞʝʥʠʝ ˉ 8. 

ɺ ʯʘʩʪʪʘ ɺ16 Ăʉʲʪʨʫʜʥʠʮʠʪʝ ʥʘ ʃɿ ʩʘ ʚʝʞʣʠʚʠò, 123 ʜʫʰʠ ʦʪ 

ʘʥʢʝʪʠʨʘʥʠʪʝ ʣʠʮʘ ʩʘ ʦʪʛʦʚʦʨʠʣʠ ʩʲʩ 7 Ăʘʙʩʦʣʶʪʥʦ ʩʲʛʣʘʩʝʥò ʠʣʠ 80,4% ʠ 3-

ʤʘ ʩ Ăʘʙʩʦʣʶʪʥʦ ʥʝʩʲʛʣʘʩʝʥò ʠʣʠ 2%. ʆʩʪʘʥʘʣʠʪʝ ʦʪʛʦʚʦʨʠ ʩʝ ʨʘʟʩʝʡʚʘʪ ʚ 

ʤʝʞʜʠʥʥʠʪʝ ʦʪʛʦʚʦʨʠ ʠ ʩʲʩʪʘʚʣʷʚʘʪ ʢʫʣʫʤʠʣʘʪʠʚʝʥ ʧʨʦʮʝʥʪ 19,6% (ʊʘʙʣʠʮʘ 

Ăɺ16ò ʉɹɸʃɹɹ ʥʘ ʧʨʠʣʦʞʝʥʠʝ ˉ 6). ʉʪʨʫʢʪʫʨʘʪʘ ʥʘ ʨʘʟʧʨʝʜʝʣʝʥʠʝʪʦ ʥʘ 

ʧʦʜʢʨʠʪʝʨʠʷ ɺ16 ʝ ʧʨʝʜʩʪʘʚʝʥʘ ʯʨʝʟ ʩʝʢʪʦʨʥʘ ʜʠʘʛʨʘʤʘ ʚ ʇʨʠʣʦʞʝʥʠʝ ˉ 8. 

ʂʦʝʬʠʮʠʝʥʪʲʪ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʧʦʜʢʨʠʪʝʨʠʷ ʋ16 (ʩʨʝʜʥʦ 

ʘʨʠʪʤʝʪʠʯʥʘʪʘ ʩʪʦʡʥʦʩʪ ʥʘ ʚʩʠʯʢʠ ʩʣʫʯʘʠ)  ʚ ʯʘʩʪʪʘ ʆ16  ʝ 6,59, ʘ ʚ 

ʯʘʩʪʪʘ ɺ16 ï 6,67, ʢʦʝʪʦ ʧʦʢʘʟʚʘ, ʯʝ ʦʯʘʢʚʘʥʠʷʪʘ ʧʦʩʨʝʱʘʪ 

ʚʲʟʧʨʠʷʪʠʷʪʘ ʟʘ ʪʦʟʠ ʪʠʧ ʫʩʣʫʛʘ (ʊʘʙʣʠʮʘ ˉ 18). 

Á ʋ17 ʇʦʜʜʨʲʞʢʘ ʥʘ ʧʝʨʩʦʥʘʣʘ ʦʪ ʩʪʨʘʥʘ ʥʘ ʨʲʢʦʚʦʜʩʪʚʦʪʦ ʟʘ 

ʝʬʝʢʪʠʚʥʦ ʦʙʩʣʫʞʚʘʥʝ ʥʘ ʧʦʪʨʝʙʠʪʝʣʠʪʝ 

ɺ ʯʘʩʪʪʘ ʆ17 Ăʉʲʪʨʫʜʥʠʮʠʪʝ ʪʨʷʙʚʘ ʜʘ ʧʦʣʫʯʘʚʘʪ ʦʪ ʩʪʨʘʥʘ ʥʘ ʃɿ 

ʘʜʝʢʚʘʪʥʘ ʧʦʜʜʨʲʞʢʘ ʟʘ ʜʦʙʨʦ ʠʟʧʲʣʥʝʥʠʝ ʥʘ ʩʚʦʷʪʘ ʨʘʙʦʪʘò, 120 ʜʫʰʠ ʦʪ 

ʘʥʢʝʪʠʨʘʥʠʪʝ ʣʠʮʘ ʩʘ ʦʪʛʦʚʦʨʠʣʠ ʩʲʩ 7 Ăʘʙʩʦʣʶʪʥʦ ʩʲʛʣʘʩʝʥò ʠʣʠ 78,4% ʠ 

ʥʠʪʦ ʝʜʠʥ ʩ  Ăʘʙʩʦʣʶʪʥʦ ʥʝʩʲʛʣʘʩʝʥò. ʆʩʪʘʥʘʣʠʪʝ ʦʪʛʦʚʦʨʠ ʩʝ ʨʘʟʩʝʡʚʘʪ ʚ 

ʤʝʞʜʠʥʥʠʪʝ ʦʪʛʦʚʦʨʠ ʠ ʩʲʩʪʘʚʣʷʚʘʪ ʢʫʣʫʤʠʣʘʪʠʚʝʥ ʧʨʦʮʝʥʪ 21,6% (ʊʘʙʣʠʮʘ 

Ăʆ17ò ʉɹɸʃɹɹ ʥʘ ʇʨʠʣʦʞʝʥʠʝ ˉ 6). ʉʪʨʫʢʪʫʨʘʪʘ ʥʘ ʨʘʟʧʨʝʜʝʣʝʥʠʝʪʦ ʥʘ 

ʧʦʜʢʨʠʪʝʨʠʷ ʆ17 ʝ ʧʨʝʜʩʪʘʚʝʥʘ ʯʨʝʟ ʩʝʢʪʦʨʥʘ ʜʠʘʛʨʘʤʘ ʚ ʇʨʠʣʦʞʝʥʠʝ ˉ 8. 

ʀʟʩʣʝʜʚʘʥʘ ʝ ʟʘʚʠʩʠʤʦʩʪʪʘ ʤʝʞʜʫ ʆ17 ʠ SQI ʯʨʝʟ 

ʥʝʧʘʨʘʤʝʪʨʠʯʥʘ ʢʦʨʝʣʘʮʠʷ. ʈʘʥʛʦʚʠʷʪ ʢʦʝʬʠʮʠʝʥʪ ʥʘ ʉʧʠʨʤʘʥ (ɟ), 

ʫʩʪʘʥʦʚʝʥ ʝʤʧʠʨʠʯʥʦ (0,168) ʝ ʧʦ ï ʛʦʣʷʤ ʦʪ ʪʝʦʨʝʪʠʯʥʘʪʘ 

ʩʪʦʡʥʦʩʪ ʦʪ 0,16 ʧʨʠ 95% ʜʦʚʝʨʠʪʝʣʥʘ ʚʝʨʦʷʪʥʦʩʪ, ʦʪ ʢʲʜʝʪʦ 

ʩʣʝʜʚʘ, ʯʝ ʠʤʘ ʩʪʘʪʠʩʪʠʯʝʩʢʠ ʟʥʘʯʠʤʘ (ʧʨʠ ɟ = 95%) 

ʧʨʘʚʦʧʨʦʧʦʨʮʠʦʥʘʣʥʘ ʚʨʲʟʢʘ.  

ɺ ʯʘʩʪʪʘ ɺ17 Ăʉʲʪʨʫʜʥʠʮʠʪʝ ʥʘ ʃɿ ʧʦʣʫʯʘʚʘʪ ʦʪ ʩʪʨʘʥʘ ʥʘ ʩʚʦʷʪʘ 

ʦʨʛʘʥʠʟʘʮʠʷ ʘʜʝʢʚʘʪʥʘ ʧʦʜʜʨʲʞʢʘ ʟʘ ʜʦʙʨʦ ʠʟʧʲʣʥʝʥʠʝ ʥʘ ʩʚʦʷʪʘ ʨʘʙʦʪʘò, 

90 ʜʫʰʠ ʦʪ ʘʥʢʝʪʠʨʘʥʠʪʝ ʣʠʮʘ ʩʘ ʦʪʛʦʚʦʨʠʣʠ ʩʲʩ 7 Ăʘʙʩʦʣʶʪʥʦ ʩʲʛʣʘʩʝʥò ʠʣʠ 

58,8% ʠ 6-ʤʘ ʩ Ăʘʙʩʦʣʶʪʥʦ ʥʝʩʲʛʣʘʩʝʥò ʠʣʠ 3,9%. ʆʩʪʘʥʘʣʠʪʝ ʦʪʛʦʚʦʨʠ ʩʝ 

ʨʘʟʩʝʡʚʘʪ ʚ ʤʝʞʜʠʥʥʠʪʝ ʦʪʛʦʚʦʨʠ ʠ ʩʲʩʪʘʚʣʷʚʘʪ ʢʫʣʫʤʠʣʘʪʠʚʝʥ ʧʨʦʮʝʥʪ 

21,6% (ʊʘʙʣʠʮʘ Ăɺ17ò ʉɹɸʃɹɹ ʥʙʘ ʇʨʠʣʦʞʝʥʠʝ ˉ 6). ʉʪʨʫʢʪʫʨʘʪʘ ʥʘ 
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ʨʘʟʧʨʝʜʝʣʝʥʠʝʪʦ ʥʘ ʧʦʜʢʨʠʪʝʨʠʷ ɺ17 ʝ ʧʨʝʜʩʪʘʚʝʥʘ ʯʨʝʟ ʩʝʢʪʦʨʥʘ ʜʠʘʛʨʘʤʘ 

ʚ ʇʨʠʣʦʞʝʥʠʝ ˉ 8. 

ʀʟʩʣʝʜʚʘʥʘ ʝ ʟʘʚʠʩʠʤʦʩʪʪʘ ʤʝʞʜʫ ɺ17 ʠ SQI. ʯʨʝʟ 

ʥʝʧʘʨʘʤʝʪʨʠʯʥʘ ʢʦʨʝʣʘʮʠʷ ʈʘʥʛʦʚʠʷʪ ʢʦʝʬʠʮʠʝʥʪ ʥʘ ʉʧʠʨʤʘʥ (ɟ), 

ʫʩʪʘʥʦʚʝʥ ʝʤʧʠʨʠʯʥʦ (0,185) ʝ ʧʦ ï ʛʦʣʷʤ ʦʪ ʪʝʦʨʝʪʠʯʥʘʪʘ 

ʩʪʦʡʥʦʩʪ ʦʪ 0,16 ʧʨʠ 95% ʜʦʚʝʨʠʪʝʣʥʘ ʚʝʨʦʷʪʥʦʩʪ, ʦʪ ʢʲʜʝʪʦ 

ʩʣʝʜʚʘ, ʯʝ ʠʤʘ ʟʥʘʯʠʤʘ (ʧʨʠ ɟ = 95%) ʧʨʘʚʦʧʨʦʧʦʨʮʠʦʥʘʣʥʘ ʚʨʲʟʢʘ.  

ʂʦʝʬʠʮʠʝʥʪʲʪ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʧʦʜʢʨʠʪʝʨʠʷ ʋ17 (ʩʨʝʜʥʦ 

ʘʨʠʪʤʝʪʠʯʥʘʪʘ ʩʪʦʡʥʦʩʪ ʥʘ ʚʩʠʯʢʠ ʩʣʫʯʘʠ) ʚ ʯʘʩʪʪʘ ʆ17  ʝ 6,55, ʘ ʚ ʯʘʩʪʪʘ 

ɺ17 ï 6,24, ʢʦʝʪʦ ʧʦʢʘʟʚʘ, ʯʝ ʦʯʘʢʚʘʥʠʷʪʘ ʥʝ ʧʦʩʨʝʱʘʪ ʚʲʟʧʨʠʷʪʠʷʪʘ ʟʘ 

ʪʦʟʠ ʪʠʧ ʫʩʣʫʛʘ (ʊʘʙʣʠʮʘ ˉ 18). 

ʈʝʡʪʠʥʛʲʪ ʥʘ ʚʲʟʧʨʠʷʪʠʷʪʘ ʠ ʨʝʡʪʠʥʛʲʪ ʥʘ ʦʯʘʢʚʘʥʠʷʪʘ ʧʦ ʢʨʠʪʝʨʠʷ 

Ăʋʚʝʨʝʥʥʦʩʪò ʋ14 ï ʋ17 ʝ ʩʲʦʪʚʝʪʥʦ 6,5 ʠ 6,5 (ʬʠʛ. 22). ʏʘʩʪʥʠʷʪ ʠʥʜʝʢʩ 

ʥʘ ʢʘʯʝʩ ʪʚʦʪʦ ʟʘ ʢʨʠʪʝʨʠʷ ) ʋ14 ï ʋ17 ʝ ʧʦʣʦʞʠʪʝʣʝʥ ( 0 ), (ʊʘʙʣʠʮʘ ˉ 

18) 

 

 

 

ʌʠʛ 22 ʏʘʩʪʝʥ ʢʦʝʬʠʮʠʝʥʪ ʥʘ ʢʘʯʝʩʪʚʦʪʦ Ăʋʚʝʨʝʥʥʦʩʪò ʋ14 ï ʋ17 

ɼ). ʂʨʠʪʝʨʠʡ Ăʉʲʯʫʚʩʪʚʠʝò (ʉ18 - ʉ22) 

Á ʉ18 ʀʥʜʠʚʠʜʫʘʣʝʥ ʧʦʜʭʦʜ ʥʘ ʃɿ ʢʲʤ ʧʦʪʨʝʙʠʪʝʣʠʪʝ 

ɺ ʯʘʩʪʪʘ ʆ18 Ă ʆʪ ʃɿ ʥʝ ʩʣʝʜʚʘ ʜʘ ʩʝ ʦʯʘʢʚʘ ʧʨʦʷʚʘ ʥʘ ʠʥʜʠʚʠʜʫʘʣʥʦ 

ʚʥʠʤʘʥʠʝ ʢʲʤ ʧʦʪʨʝʙʠʪʝʣʠʪʝò, 57 ʜʫʰʠ ʦʪ ʘʥʢʝʪʠʨʘʥʠʪʝ ʣʠʮʘ ʩʘ ʦʪʛʦʚʦʨʠʣʠ 

ʩʲʩ 7 Ăʘʙʩʦʣʶʪʥʦ ʩʲʛʣʘʩʝʥò ʠʣʠ 37,3% ʠ 63 ʩ Ăʘʙʩʦʣʶʪʥʦ ʥʝʩʲʛʣʘʩʝʥò ʠʣʠ 
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41,2% (ʊʘʙʣʠʮʘ Ăʆ18ò ʉɹɸʃɹɹ ʥʘ ʇʨʠʣʦʞʝʥʠʝ ˉ 6). ʉʪʨʫʢʪʫʨʘʪʘ ʥʘ 

ʨʘʟʧʨʝʜʝʣʝʥʠʝʪʦ ʥʘ ʧʦʜʢʨʠʪʝʨʠʷ ʆ18 ʝ ʧʨʝʜʩʪʘʚʝʥʘ ʯʨʝʟ ʩʝʢʪʦʨʥʘ ʜʠʘʛʨʘʤʘ 

ʚ ʇʨʠʣʦʞʝʥʠʝ ˉ 8. 

ɺ ʯʘʩʪʪʘ ɺ18 Ăʃɿ ʧʨʦʷʚʷʚʘ ʢʲʤ ɺʘʩ ʠʥʜʠʚʠʜʫʘʣʥʦ ʚʥʠʤʘʥʠʝò, 123 ʜʫʰʠ 

ʦʪ ʘʥʢʝʪʠʨʘʥʠʪʝ ʣʠʮʘ ʩʘ ʦʪʛʦʚʦʨʠʣʠ ʩʲʩ 7 Ăʘʙʩʦʣʶʪʥʦ ʩʲʛʣʘʩʝʥò ʠʣʠ 80,4% ʠ 

3-ʤʘ ʩ Ăʘʙʩʦʣʶʪʥʦ ʥʝʩʲʛʣʘʩʝʥò ʠʣʠ 2% (ʊʘʙʣʠʮʘ Ăɺ18ò ʉɹɸʃɹɹ ʥʘ 

ʇʨʠʣʦʞʝʥʠʝ ˉ 6). ʉʪʨʫʢʪʫʨʘʪʘ ʥʘ ʨʘʟʧʨʝʜʝʣʝʥʠʝʪʦ ʥʘ ʧʦʜʢʨʠʪʝʨʠʷ ɺ18 ʝ 

ʧʨʝʜʩʪʘʚʝʥʘ ʯʨʝʟ ʩʝʢʪʦʨʥʘ ʜʠʘʛʨʘʤʘ ʚ ʇʨʠʣʦʞʝʥʠʝ ˉ 8. 

ʂʦʝʬʠʮʠʝʥʪʲʪ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʧʦʜʢʨʠʪʝʨʠʷ ʉ18 (ʩʨʝʜʥʦ 

ʘʨʠʪʤʝʪʠʯʥʘʪʘ ʩʪʦʡʥʦʩʪ ʥʘ ʚʩʠʯʢʠ ʩʣʫʯʘʠ) ʚ ʯʘʩʪʪʘ ʆ18  ʝ 3,94, ʘ ʚ ʯʘʩʪʪʘ 

ɺ18 ï 6,57, ʢʦʝʪʦ ʧʦʢʘʟʚʘ, ʯʝ ʦʯʘʢʚʘʥʠʷʪʘ ʧʦʩʨʝʱʘʪ ʚʲʟʧʨʠʷʪʠʷʪʘ ʟʘ 

ʪʦʟʠ ʪʠʧ ʫʩʣʫʛʘ (ʊʘʙʣʠʮʘ ˉ 18). 

Á ʉ19 ʇʨʦʷʚʘ ʥʘ ʣʠʯʥʦ ʫʯʘʩʪʠʝ ʦʪ ʩʪʘʥʘ ʥʘ ʧʝʨʩʦʥʘʣʘ ʧʨʠ 

ʨʝʰʘʚʘʥʝ ʥʘ ʧʨʦʙʣʝʤʠʪʝ ʥʘ ʧʦʪʨʝʙʠʪʝʣʠʪʝ 

ɺ ʯʘʩʪʪʘ ʆ19 Ăʆʪ ʩʲʪʨʫʜʥʠʮʠʪʝ ʥʝ ʩʣʝʜʚʘ ʜʘ ʩʝ ʦʯʘʢʚʘ ʧʨʦʷʚʘ ʥʘ 

ʧʝʨʩʦʥʘʣʥʦ ʚʥʠʤʘʥʠʝ ʢʲʤ ʧʦʪʨʝʙʠʪʝʣʠʪʝò, 48 ʜʫʰʠ ʦʪ ʘʥʢʝʪʠʨʘʥʠʪʝ ʣʠʮʘ ʩʘ 

ʦʪʛʦʚʦʨʠʣʠ ʩʲʩ 7 Ăʘʙʩʦʣʶʪʥʦ ʩʲʛʣʘʩʝʥò ʠʣʠ 31,4% ʠ 57 ʩ Ăʘʙʩʦʣʶʪʥʦ 

ʥʝʩʲʛʣʘʩʝʥò ʠʣʠ 37,3% (ʊʘʙʣʠʮʘ Ăʆ19ò ʉɹɸʃɹɹ ʥʘ ʇʨʠʣʦʞʝʥʠʝ ˉ 6). 

ʉʪʨʫʢʪʫʨʘʪʘ ʥʘ ʨʘʟʧʨʝʜʝʣʝʥʠʝʪʦ ʥʘ ʧʦʜʢʨʠʪʝʨʠʷ ʆ19 ʝ ʧʨʝʜʩʪʘʚʝʥʘ ʯʨʝʟ 

ʩʝʢʪʦʨʥʘ ʜʠʘʛʨʘʤʘ ʚ ʇʨʠʣʦʞʝʥʠʝ ˉ 8. 

ʀʟʩʣʝʜʚʘʥʘ ʝ ʟʘʚʠʩʠʤʦʩʪʪʘ ʤʝʞʜʫ ʆ19 ʠ SQI ʯʨʝʟ 

ʥʝʧʘʨʘʤʝʪʨʠʯʥʘ ʢʦʨʝʣʘʮʠʷ. ʈʘʥʛʦʚʠʷʪ ʢʦʝʬʠʮʠʝʥʪ ʥʘ ʉʧʠʨʤʘʥ (ɟ), 

ʫʩʪʘʥʦʚʝʥ ʝʤʧʠʨʠʯʥʦ (-0,306) ʝ ʧʦ ï ʛʦʣʷʤ ʦʪ ʪʝʦʨʝʪʠʯʥʘʪʘ 

ʩʪʦʡʥʦʩʪ ʦʪ 0,16 ʧʨʠ 95% ʠ 0,21 ʧʨʠ 99% ʜʦʚʝʨʠʪʝʣʥʘ ʚʝʨʦʷʪʥʦʩʪ. 

ʄʝʞʜʫ ʆ19 ʠ SQI ʠʤʘ ʩʪʘʪʠʩʪʠʯʝʩʢʠ ʟʥʘʯʠʤʘ (ʧʨʠ ɟ = 99%) ʩʠʣʥʘ 

ʦʙʨʘʪʥʦʧʨʦʧʦʨʮʠʦʥʘʣʥʘ ʚʨʲʟʢʘ. 

ɺ ʯʘʩʪʪʘ ɺ19 Ăʉʲʪʨʫʜʥʠʮʠʪʝ ʥʘ ʃɿʧʨʦʷʚʷʚʘʪ ʢʲʤ ɺʘʩ ʧʝʨʩʦʥʘʣʥʦ 

ʚʥʠʤʘʥʠʝò, 69 ʜʫʰʠ ʦʪ ʘʥʢʝʪʠʨʘʥʠʪʝ ʣʠʮʘ ʩʘ ʦʪʛʦʚʦʨʠʣʠ ʩʲʩ 7 Ăʘʙʩʦʣʶʪʥʦ 

ʩʲʛʣʘʩʝʥò ʠʣʠ 45,1% ʠ 45 ʩ Ăʘʙʩʦʣʶʪʥʦ ʥʝʩʲʛʣʘʩʝʥò ʠʣʠ 29,4% (ʊʘʙʣʠʮʘ 

Ăɺ19ò ʉɹɸʃɹɹ ʥʘ ʇʨʠʣʦʞʝʥʠʝ ˉ 6). ʉʪʨʫʢʪʫʨʘʪʘ ʥʘ ʨʘʟʧʨʝʜʝʣʝʥʠʝʪʦ ʥʘ 

ʧʦʜʢʨʠʪʝʨʠʷ ɺ19 ʝ ʧʨʝʜʩʪʘʚʝʥʘ ʯʨʝʟ ʩʝʢʪʦʨʥʘ ʜʠʘʛʨʘʤʘ ʚ ʇʨʠʣʦʞʝʥʠʝ ˉ 8. 

ʂʦʝʬʠʮʠʝʥʪʲʪ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʧʦʜʢʨʠʪʝʨʠʷ ʉ19 (ʩʨʝʜʥʦ 

ʘʨʠʪʤʝʪʠʯʥʘʪʘ ʩʪʦʡʥʦʩʪ ʥʘ ʚʩʠʯʢʠ ʩʣʫʯʘʠ) ʚ ʯʘʩʪʪʘ ʆ19 ʝ 3,9, ʘ ʚ ʯʘʩʪʪʘ 
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ɺ19 ï4,71, ʢʦʝʪʦ ʧʦʢʘʟʚʘ, ʯʝ ʦʯʘʢʚʘʥʠʷʪʘ ʧʦʩʨʝʱʘʪ ʚʲʟʧʨʠʷʪʠʷʪʘ ʟʘ 

ʪʦʟʠ ʪʠʧ ʫʩʣʫʛʘ (ʊʘʙʣʠʮʘ ˉ 18). 

Á ʉ20 ʇʦʟʥʘʚʘʥʝ ʥʘ ʧʦʪʨʝʙʥʦʩʪʠʪʝ ʥʘ ʧʦʪʨʝʙʠʪʝʠʦʪʝ ʦʪ ʩʪʨʘʥʘ ʥʘ 

ʃɿ 

ɺ ʯʘʩʪʪʘ ʆ20 Ăʅʝʨʝʘʣʠʩʪʠʯʥʦ ʝ ʜʘ ʩʝ ʦʯʘʢʚʘ ʦʪ ʩʲʪʨʫʜʥʠʮʠʪʝ ʥʘ ʃɿ 

ʟʥʘʥʠʷ ʟʘ ʥʫʞʜʠʪʝ ʥʘ ʧʦʪʨʝʙʠʪʝʣʠʪʝò, 33 ʜʫʰʠ ʦʪ ʘʥʢʝʪʠʨʘʥʠʪʝ ʣʠʮʘ ʩʘ 

ʦʪʛʦʚʦʨʠʣʠ ʩʲʩ 7 Ăʘʙʩʦʣʶʪʥʦ ʩʲʛʣʘʩʝʥò ʠʣʠ 21,6% ʠ 78 ʩ Ăʘʙʩʦʣʶʪʥʦ 

ʥʝʩʲʛʣʘʩʝʥò ʠʣʠ 51% (ʊʘʙʣʠʮʘ Ăʆ20ò ʉɹɸʃɹɹ ʥʘ ʧʨʠʣʦʞʝʥʠʝ ˉ 6). 

ʉʪʨʫʢʪʫʨʘʪʘ ʥʘ ʨʘʟʧʨʝʜʝʣʝʥʠʝʪʦ ʥʘ ʧʦʜʢʨʠʪʝʨʠʷ ʆ20 ʝ ʧʨʝʜʩʪʘʚʝʥʘ ʯʨʝʟ 

ʩʝʢʪʦʨʥʘ ʜʠʘʛʨʘʤʘ ʚ ʇʨʠʣʦʞʝʥʠʝ ˉ 8. 

ɺ ʯʘʩʪʪʘ ɺ20 Ăʉʲʪʨʫʜʥʠʮʠʪʝ ʥʘ ʃɿ ʥʝ ʟʥʘʷʪ ʟʘ ɺʘʰʠʪʝ ʥʫʞʜʠò, 48 ʜʫʰʠ 

ʦʪ ʘʥʢʝʪʠʨʘʥʠʪʝ ʣʠʮʘ ʩʘ ʦʪʛʦʚʦʨʠʣʠ ʩʲʩ 7 Ăʘʙʩʦʣʶʪʥʦ ʩʲʛʣʘʩʝʥò ʠʣʠ 31,4% ʠ 

60 ʩ Ăʘʙʩʦʣʶʪʥʦ ʥʝʩʲʛʣʘʩʝʥò ʠʣʠ 39,2% (ʊʘʙʣʠʮʘ Ăɺ20ò ʉɹɸʃɹɹ ʥʘ 

ʧʨʠʣʦʞʝʥʠʝ ˉ 6). ʉʪʨʫʢʪʫʨʘʪʘ ʥʘ ʨʘʟʧʨʝʜʝʣʝʥʠʝʪʦ ʥʘ ʧʦʜʢʨʠʪʝʨʠʷ ɺ20 ʝ 

ʧʨʝʜʩʪʘʚʝʥʘ ʯʨʝʟ ʩʝʢʪʦʨʥʘ ʜʠʘʛʨʘʤʘ ʚ ʇʨʠʣʦʞʝʥʠʝ ˉ 8. 

ʂʦʝʬʠʮʠʝʥʪʲʪ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʧʦʜʢʨʠʪʝʨʠʷ ʉ20 (ʩʨʝʜʥʦ 

ʘʨʠʪʤʝʪʠʯʥʘʪʘ ʩʪʦʡʥʦʩʪ ʥʘ ʚʩʠʯʢʠ ʩʣʫʯʘʠ) ʚ ʯʘʩʪʪʘ ʆ20 ʝ 3,29, ʘ ʚ ʯʘʩʪʪʘ 

ɺ20 ï 3,73, ʢʦʝʪʦ ʧʦʢʘʟʚʘ, ʯʝ ʦʯʘʢʚʘʥʠʷʪʘ ʧʦʩʨʝʱʘʪ ʚʲʟʧʨʠʷʪʠʷʪʘ ʟʘ 

ʪʦʟʠ ʪʠʧ ʫʩʣʫʛʘ (ʊʘʙʣʠʮʘ ˉ 18). 

Á ʉ21 ʆʨʠʝʥʪʠʨʘʥʦʩʪ ʢʲʤ ʧʨʦʙʣʝʤʠʪʝ ʥʘ ʧʦʪʨʝʙʠʪʝʣʠʪʝ ʦʪ 

ʩʪʨʘʥʘ ʥʘ ʃɿ 

ɺ ʯʘʩʪʪʘ ʆ21 Ăʅʝʨʝʘʣʠʩʪʠʯʥʦ ʝ ʜʘ ʩʝ ʦʯʘʢʚʘ, ʯʝ ʃɿ ʩʘ ʦʨʠʝʥʪʠʨʘʥʠ ʢʲʤ 

ʢʲʤ ʠʥʪʝʨʝʩʠʪʝ ʥʘ ʧʦʪʨʝʙʠʪʝʣʠʪʝò, 33 ʜʫʰʠ ʦʪ ʘʥʢʝʪʠʨʘʥʠʪʝ ʣʠʮʘ ʩʘ 

ʦʪʛʦʚʦʨʠʣʠ ʩʲʩ 7 Ăʘʙʩʦʣʶʪʥʦ ʩʲʛʣʘʩʝʥò ʠʣʠ 21,6% ʠ 75 ʩ Ăʘʙʩʦʣʶʪʥʦ 

ʥʝʩʲʛʣʘʩʝʥò ʠʣʠ 49% (ʊʘʙʣʠʮʘ Ăʆ21ò ʉɹɸʃɹɹʥʘ ʧʨʠʣʦʞʝʥʠʝ ˉ 6). 

ʉʪʨʫʢʪʫʨʘʪʘ ʥʘ ʨʘʟʧʨʝʜʝʣʝʥʠʝʪʦ ʥʘ ʧʦʜʢʨʠʪʝʨʠʷ ʆ21 ʝ ʧʨʝʜʩʪʘʚʝʥʘ ʯʨʝʟ 

ʩʝʢʪʦʨʥʘ ʜʠʘʛʨʘʤʘ ʚ ʇʨʠʣʦʞʝʥʠʝ ˉ 8. 

ɺ ʯʘʩʪʪʘ ɺ21 Ăʃɿ ʥʝ ʝ ʦʨʠʝʥʪʠʨʘʥʦ ʢʲʤ ɺʘʰʠʪʝ ʠʥʪʝʨʝʩʠò, 42 ʜʫʰʠ ʦʪ 

ʘʥʢʝʪʠʨʘʥʠʪʝ ʣʠʮʘ ʩʘ ʦʪʛʦʚʦʨʠʣʠ ʩʲʩ 7 Ăʘʙʩʦʣʶʪʥʦ ʩʲʛʣʘʩʝʥò ʠʣʠ 27,5% ʠ 69 

ʩ Ăʘʙʩʦʣʶʪʥʦ ʥʝʩʲʛʣʘʩʝʥò ʠʣʠ 45,1% (ʊʘʙʣʠʮʘ Ăɺ21ò ʉɹɸʃɹɹ ʥʘ ʇʨʠʣʦʞʝʥʠʝ 

ˉ 6). ʉʪʨʫʢʪʫʨʘʪʘ ʥʘ ʨʘʟʧʨʝʜʝʣʝʥʠʝʪʦ ʥʘ ʧʦʜʢʨʠʪʝʨʠʷ ɺ21 ʝ ʧʨʝʜʩʪʘʚʝʥʘ 

ʯʨʝʟ ʩʝʢʪʦʨʥʘ ʜʠʘʛʨʘʤʘ ʚ ʇʨʠʣʦʞʝʥʠʝ ˉ 8. 

ʂʦʝʬʠʮʠʝʥʪʲʪ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʧʦʜʢʨʠʪʝʨʠʷ ʉ21 (ʩʨʝʜʥʦ 

ʘʨʠʪʤʝʪʠʯʥʘʪʘ ʩʪʦʡʥʦʩʪ ʥʘ ʚʩʠʯʢʠ ʩʣʫʯʘʠ) ʚ ʯʘʩʪʪʘ ʆ21 ʝ 3,35, ʘ ʚ ʯʘʩʪʪʘ 
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ɺ21 ï 3,53, ʢʦʝʪʦ ʧʦʢʘʟʚʘ, ʯʝ ʦʯʘʢʚʘʥʠʷʪʘ ʧʦʩʨʝʱʘʪ ʚʲʟʧʨʠʷʪʠʷʪʘ ʟʘ 

ʪʦʟʠ ʪʠʧ ʫʩʣʫʛʘ (ʊʘʙʣʠʮʘ ˉ 18). 

Á ʉ22 ʋʜʦʙʥʠ ʟʘ ʚʩʠʯʢʠ ʧʦʪʨʝʙʠʪʝʣʠ ʯʘʩʦʚʝ ʟʘ ʨʘʙʦʪʘ  

ɺ ʯʘʩʪʪʘ ʆ22 Ăʆʪ ʃɿ ʥʝ ʩʣʝʜʚʘ ʜʘ ʩʝ ʦʯʘʢʚʘ ʫʜʦʙʥʠ ʟʘ ʚʩʠʯʢʠ 

ʧʦʪʨʝʙʠʪʝʣʠ ʯʘʩʦʚʝ ʥʘ ʨʘʙʦʪʘò, 48 ʜʫʰʠ ʦʪ ʘʥʢʝʪʠʨʘʥʠʪʝ ʣʠʮʘ ʩʘ ʦʪʛʦʚʦʨʠʣʠ 

ʩʲʩ 7 Ăʘʙʩʦʣʶʪʥʦ ʩʲʛʣʘʩʝʥò ʠʣʠ 31,4% ʠ 75 ʩ Ăʘʙʩʦʣʶʪʥʦ ʥʝʩʲʛʣʘʩʝʥò ʠʣʠ 

49% (ʊʘʙʣʠʮʘ Ăʆ22ò ʉɹɸʃɹɹ ʥʘ ʧʨʠʣʦʞʝʥʠʝ ˉ 6). ʉʪʨʫʢʪʫʨʘʪʘ ʥʘ 

ʨʘʟʧʨʝʜʝʣʝʥʠʝʪʦ ʥʘ ʧʦʜʢʨʠʪʝʨʠʷ ʆ22 ʝ ʧʨʝʜʩʪʘʚʝʥʘ ʯʨʝʟ ʩʝʢʪʦʨʥʘ ʜʠʘʛʨʘʤʘ 

ʚ ʇʨʠʣʦʞʝʥʠʝ ˉ 8. 

ɺ ʯʘʩʪʪʘ ɺ22 Ăʏʘʩʦʚʝʪʝ ʥʘ ʨʘʙʦʪʘ ʥʘ ʃɿ ʩʘ ʫʜʦʙʥʠ ʟʘ ʚʩʠʯʢʠ 

ʧʦʪʨʝʙʠʪʝʣʠò, 111 ʜʫʰʠ ʦʪ ʘʥʢʝʪʠʨʘʥʠʪʝ ʣʠʮʘ ʩʘ ʦʪʛʦʚʦʨʠʣʠ ʩʲʩ 7 

Ăʘʙʩʦʣʶʪʥʦ ʩʲʛʣʘʩʝʥò ʠʣʠ 72,5% ʠ 3-ʤʘ ʩ Ăʘʙʩʦʣʶʪʥʦ ʥʝʩʲʛʣʘʩʝʥò ʠʣʠ 2% 

(ʊʘʙʣʠʮʘ Ăɺ22ò ʉɹɸʃɹɹ ʥʘ ʇʨʠʣʦʞʝʥʠʝ ˉ 6). ʉʪʨʫʢʪʫʨʘʪʘ ʥʘ 

ʨʘʟʧʨʝʜʝʣʝʥʠʝʪʦ ʥʘ ʧʦʜʢʨʠʪʝʨʠʷ ɺ22 ʝ ʧʨʝʜʩʪʘʚʝʥʘ ʯʨʝʟ ʩʝʢʪʦʨʥʘ ʜʠʘʛʨʘʤʘ 

ʚ ʇʨʠʣʦʞʝʥʠʝ ˉ 8. 

ʂʦʝʬʠʮʠʝʥʪʲʪ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʧʦʜʢʨʠʪʝʨʠʷ ʉ22 (ʩʨʝʜʥʦ 

ʘʨʠʪʤʝʪʠʯʥʘʪʘ ʩʪʦʡʥʦʩʪ ʥʘ ʚʩʠʯʢʠ ʩʣʫʯʘʠ) ʚ ʯʘʩʪʪʘ ʆ22 ʝ 3,63, ʘ ʚ ʯʘʩʪʪʘ 

ɺ22 ï 6,41, ʢʦʝʪʦ ʧʦʢʘʟʚʘ, ʯʝ ʦʯʘʢʚʘʥʠʷʪʘ ʧʦʩʨʝʱʘʪ ʚʲʟʧʨʠʷʪʠʷʪʘ ʟʘ 

ʪʦʟʠ ʪʠʧ ʫʩʣʫʛʘ (ʊʘʙʣʠʮʘ ˉ 18). 

 

 

ʌʠʛ. 23 ʏʘʩʪʝʥ ʢʦʝʬʠʮʠʝʥʪ ʥʘ ʢʘʯʝʩʪʚʦʪʦ Ăʉʲʯʫʚʩʪʚʠʝò ʉ18 ï ʉ22 

ʈʝʡʪʠʥʛʲʪ ʥʘ ʚʲʟʧʨʠʷʪʠʷʪʘ ʠ ʨʝʡʪʠʥʛʲʪ ʥʘ ʦʯʘʢʚʘʥʠʷʪʘ ʧʦ ʢʨʠʪʝʨʠʷ 

Ăʉʲʯʫʚʩʪʚʠʝò ʉ18 ï ʉ22 ʝ ʩʲʦʪʚʝʪʥʦ 5,0 ʠ 3,6 ʬʠʛ. 23). ʏʘʩʪʥʠʷʪ ʠʥʜʝʢʩ 
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ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʟʘ ʢʨʠʪʝʨʠʷ ) ʉ18 ï ʉ22 ʝ ʧʦʣʦʞʠʪʝʣʝʥ (1,4), (ʊʘʙʣʠʮʘ ˉ 

18). 

ʇʨʠ ʝʜʠʥʘʜʝʩʝʪ ʦʪ ʧʦʜʢʨʠʪʝʨʠʠʪʝ, ʦʯʘʢʚʘʥʠʷʪʘ ʟʘ ʤʝʜʠʮʠʥʩʢʘʪʘ ʫʩʣʫʛʘ 

ʧʨʝʜʠ ʥʝʡʥʦʪʦ ʧʦʣʫʯʘʚʘʥʝ, ʧʨʝʚʠʰʘʚʘʪ ʚʲʟʧʨʠʷʪʠʷʪʘ ʟʘ ʥʝʷ ʩʣʝʜ 

ʧʦʣʫʯʘʚʘʥʝʪʦ Ҁ, ʪ.ʝ. ʦʯʘʢʚʘʥʠʷʪʘ > ʚʲʟʧʨʠʷʪʠʷʪʘ: ʄ1, ʄ2, ʄ3 ʄ4, ʅ5, ʅ6, 

ʅ7, ʅ8, ʋ15, ʋ16, ʋ17, (ʪʘʙʣ. 18). ʊʦʚʘ ʦʧʨʝʜʝʣʷ ʦʪʨʠʮʘʪʝʣʝʥ ʢʦʝʬʠʮʠʝʥʪ ʥʘ 

ʢʘʯʝʩʪʚʦʪʦ ʟʘ ʪʝʟʠ ʧʦʜʢʨʠʪʝʨʠʠ. ɺ ʪʝʟʠ ʩʣʫʯʘʠ ʏʀʂ ʤʦʛʘʪ ʜʘ ʙʲʜʘʪ ʩ 

ʧʦʣʦʞʠʪʝʣʥʦ ʠʣʠ ʦʪʨʠʮʘʪʝʣʥʦ ʟʥʘʯʝʥʠʝ, ʚ ʟʘʚʠʩʠʤʦʩʪ ʦʪ ʧʨʝʦʙʣʘʜʘʚʘʥʝʪʦ 

ʥʘ ʟʥʘʯʝʥʠʷʪʘ ʥʘ ʜʨʫʛʠʪʝ ʧʦʜʢʨʠʪʝʨʠʠ, ʢʘʢʪʦ ʝ ʧʨʠ ʢʨʠʪʝʨʠʷ Ăʋʚʝʨʝʥʥʦʩʪò 

(ʋ14 ï ʋ17), ʏʀʂ = 0. 

ʇʨʠ ʝʜʠʥʘʜʝʩʝʪ ʦʪ ʧʦʜʢʨʠʪʝʨʠʠʪʝ, ʦʯʘʢʚʘʥʠʷʪʘ ʟʘ ʤʝʜʠʮʠʥʩʢʘʪʘ ʫʩʣʫʛʘ 

ʧʨʝʜʠ ʥʝʡʥʦʪʦ ʧʦʣʫʯʘʚʘʥʝ, ʧʦʢʨʠʚʘʪ ʚʲʟʧʨʠʷʪʠʷʪʘ ʟʘ ʥʝʷ ʩʣʝʜ ʧʦʣʫʯʘʚʘʥʝʪʦ 

Ҁ, ʪ.ʝ. ʦʯʘʢʚʘʥʠʷʪʘ < ʚʲʟʧʨʠʷʪʠʷʪʘ: ʅ9, ʆ10, ʆ11, ʆ12, ʆ13, ʋ14, ʉ18, ʉ19, 

ʉ20, ʉ21, ʠ ʉ22), (ʪʘʙʣ. 18). ʊʦʚʘ ʦʧʨʝʜʝʣʷ ʧʦʣʦʞʠʪʝʣʝʥ ʏʀʂ. ʇʨʠ ʝʜʠʥ 

ʧʦʜʢʨʠʪʝʨʠʡ ï ʅ9 ʦʯʘʢʚʘʥʠʷʪʘ ʟʘ ʤʝʜʠʮʠʥʩʢʘʪʘ ʫʩʣʫʛʘ ʧʨʝʜʠ ʥʝʡʥʦʪʦ 

ʧʦʣʫʯʘʚʘʥʝ, ʩʲʚʧʘʜʘʪ ʩ ʚʲʟʧʨʠʷʪʠʷʪʘ ʟʘ ʥʝʷ ʩʣʝʜ ʧʦʣʫʯʘʚʘʥʝʪʦ Ҁ, ʪ.ʝ. 

ʦʯʘʢʚʘʥʠʷʪʘ = ʚʲʟʧʨʠʷʪʠʷʪʘ, ʢʦʝʪʦ ʦʧʨʝʜʝʣʷ ʥʫʣʝʚ ʢʦʝʬʠʮʠʝʥʪ ʥʘ 

ʢʘʯʝʩʪʚʦʪʦ ʟʘ ʧʦʜʢʨʠʪʝʨʠʷ.  

 

 

 

ʌʠʛʫʨʘ ˉ 24  ʆʙʦʙʱʝʥʘ ʢʘʨʪʠʥʘ ʥʘ ʩʲʦʪʥʦʰʝʥʠʝʪʦ ʥʘ ʨʝʡʪʠʥʛ Ăʚʲʟʧʨʠʷʪʠʝò ʠ 

ʨʝʡʪʠʥʛ Ăʦʯʘʢʚʘʥʠʷò ʟʘ ʤʝʜʠʮʠʥʩʢʘʪʘ ʫʩʣʫʛʘ ʟʘ ʉɹɸʃɹɹ   
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ʉʪʦʡʥʦʩʪʠʪʝ ʥʘ ʧʦʜʢʨʠʪʝʨʠʠʪʝ ʦʧʨʝʜʝʣʷʪ ʩʲʦʪʥʦʰʝʥʠʝʪʦ ʤʝʞʜʫ 

ʢʨʠʪʝʨʠʠʪʝ ʚ ʯʘʩʪʠʪʝ Ăʦʯʘʢʚʘʥʠʷò ʠ Ăʚʲʟʧʨʠʷʪʠʷò, ʯʠʷʪʦ ʦʙʦʙʱʝʥʘ ʢʘʨʪʠʥʘ 

ʧʨʝʜʩʪʘʚʷ (ʬʠʛʫʨʘ ˉ 24).     

 

ɽ). ɸʥʘʣʠʟ ʥʘ ʯʘʩʪʥʠʪʝ ʠʥʜʝʢʩʠ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʠ ʛʣʦʙʘʣʥʠʷ 

ʢʦʝʬʠʮʠʝʥʲʪ ʥʘ ʢʘʯʝʩʪʚʦʪʦ SQI ʟʘ ʉɹɸʃɹɹ 

ʇʲʣʥʠʪʝ ʨʝʟʫʣʪʘʪʠ ʦʪ ʠʟʩʣʝʜʚʘʥʝʪʦ ʟʘ ʉɹɸʃɹɹ ʩʘ ʧʨʝʚʝʜʝʥʠ ʚ ʪʘʙʣʠʮʘ 

ˉ 18 , ʢʦʷʪʦ ʧʨʝʜʩʪʘʚʷ ʏʀʂ ʥʘ ʚʩʝʢʠ ʝʜʠʥ ʢʨʠʪʝʨʠʡ ʠ ʛʣʦʙʘʣʥʠʷʪ 

ʢʦʝʬʠʮʠʝʥʪ ʟʘ ʤʝʜʠʮʠʥʩʢʠʪʝ ʫʩʣʫʛʠ ʥʘ ʮʷʣʘʪʘ ʙʦʣʥʠʮʘ.  

ʇʨʠ ʠʥʪʝʨʧʨʝʪʘʮʠʷʪʘ ʥʘ ʏʀʂ ʩʘ ʠʟʧʦʣʟʚʘʥʠ ʜʚʘ ʚʟʘʠʤʥʦ ʜʦʧʲʣʚʘʱʠ ʩʝ 

ʧʦʜʭʦʜʘ: ʧʦ ʟʥʘʯʝʥʠʝ ʠ ʧʦ ʨʝʟʫʣʪʘʪ, ʟʘ ʯʠʷʪʦ ʮʝʣ ʢʨʠʪʝʨʠʪʝ ʠ ʪʝʭʥʠʪʝ ʏʀʂ ʩʘ 

ʨʘʥʞʠʨʘʥʠ ʧʦ ʟʥʘʯʠʤʦʩʪ (ʪʘʙʣʠʮʘ 25).  

 

ˉ ʂʨʠʪʝʨʠʠ 
ʈʘʥʞʠʨʘʥʝ 
ʥʘ ʏʀʂ 

ʈʝʟʫʣʪʘʪ 
ʥʘ ʏʀʂ 

1 ʉ18 - ʉ22 "ʉʲʯʫʚʩʪʚʠʝò 1,4 ʫʩʧʝʰʝʥ 

2 ʆ10 - ʆ13 "ʆʪʟʠʚʯʠʚʦʩʪò 1,1 ʫʩʧʝʰʝʥ 

3 ʋ14 -ʋ 17 "ʋʚʝʨʝʥʥʦʩʪ" 0 ʫʩʧʝʰʝʥ 

4 ʅ5 - ʅ9 "ʅʘʜʝʞʜʥʦʩʪò (- 0,1) ʫʜʦʚʣʝʪʚʦʨʠʪʝʣʝʥ 

5 ʄ1 - ʄ4 "ʄʘʪʝʨʠʘʣʥʦʩʪ" (- 0,5) ʫʜʦʚʣʝʪʚʦʨʠʪʝʣʝʥ 

 

ʊʘʙʣʠʮʘ ˉ 25 ʈʘʥʞʠʨʘʥʝ ʥʘ ʯʘʩʪʥʠʪʝ ʠʥʜʝʢʩʠ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʧʦ ʢʨʠʪʝʨʠʠ ʟʘ 

ʉɹɸʃɹɹ  

ʅʘʡ ï ʥʠʩʢʠʷʪ ʢʦʝʬʠʮʠʝʥʪ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʝ ʧʦʣʫʯʝʥ ʧʦ ʢʨʠʪʝʨʠʡ 

Ăʄʘʪʝʨʠʘʣʥʦʩʪò, ʏʀʂ = (- 0,5), ʘ ʥʘʡ ï ʚʠʩʦʢʠʷʪ ï ʧʦ ʢʨʠʪʝʨʠʡ Ăʉʲʯʫʚʩʪʚʠʝò, 

ʏʀʂ = 1,4.  

ʅʝʛʘʪʠʚʥʠʪʝ ʏʀʂ ʥʘ ʢʨʠʪʝʨʠʠʪʝ ʅ5 - ʅ9 "ʅʘʜʝʞʜʥʦʩʪ" ʠ ʄ1 - ʄ4 

"ʄʘʪʝʨʠʘʣʥʦʩʪ" ʩʝ ʜʦʙʣʠʞʘʚʘʪ ʜʦ ʥʫʣʝʚʦʪʦ ʟʥʘʯʝʥʠʝ, ʢʦʝʪʦ ʦʧʨʝʜʝʣʷ 

ʨʝʟʫʣʪʘʪʘ ʧʦ ʪʝʟʠ ʢʨʠʪʝʨʠʠ ʢʘʪʦ ʫʜʦʚʣʝʪʚʦʨʠʪʝʣʝʥ (ʫʜʦʚʣʝʪʚʦʨʠʪʝʣʥʦ 

ʢʘʯʝʩʪʚʦ ʥʘ ʧʨʝʜʩʪʘʚʷʥʝ ʥʘ ʤʝʜʠʮʠʥʩʢʠʪʝ ʫʩʣʫʛʠ ʧʦ ʪʝʟʠ ʢʨʠʪʝʨʠʠ).  

ʇʦʣʦʞʠʪʝʣʥʠʪʝ ʠ ʥʫʣʝʚʠ ʟʥʘʯʝʥʠʷ ʥʘ ʏʀʂ ʥʘ ʢʨʠʪʝʨʠʠʪʝ ʋ14 -ʋ 17 

"ʋʚʝʨʝʥʥʦʩʪ", ʆ10 - ʆ13 "ʆʪʟʠʚʯʠʚʦʩʪ" ʠ ʉ18 - ʉ22 "ʉʲʯʫʚʩʪʚʠʝ" ʦʧʨʝʜʝʣʷ 

ʨʝʟʫʣʪʘʪʘ ʧʦ ʪʝʟʠ ʢʨʠʪʝʨʠʠ ʢʘʪʦ ʫʩʧʝʰʝʥ (ʫʩʧʝʰʥʦ ʢʘʯʝʩʪʚʦ ʥʘ ʧʨʝʜʩʪʘʚʷʥʝ 

ʥʘ ʤʝʜʠʮʠʥʩʢʠʪʝ ʫʩʣʫʛʠ ʧʦ ʪʝʟʠ ʢʨʠʪʝʨʠʠ).  

ʀʟʯʠʩʣʷʚʘʤʝ ʪʨʠ ʥʦʚʠ ʧʨʦʤʝʥʣʠʚʠ: R_O1_22, R_ɺ1_22 ʠ SQI. 

ʇʨʦʤʝʥʣʠʚʘʪʘ R_O1_22 çʈʝʡʪʠʥʛ ʥʘ ʦʯʘʢʚʘʥʝè ʩʝ ʠʟʯʠʩʣʷʚʘ ʟʘ ʚʩʝʢʠ 
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ʯʦʚʝʢ ʦʪ ʙʦʣʥʠʮʘʪʘ (ʚʩʝʢʠ ʘʥʢʝʪʠʨʘʥ ʧʘʮʠʝʥʪ) ʢʘʪʦ ʩʨʝʜʥʘ 

ʘʨʠʪʤʝʪʠʯʥʘ ʚʝʣʠʯʠʥʘ ʦʪ ʥʝʛʦʚʠʪʝ ʦʪʛʦʚʦʨʠ ʦʪ ʆ1 ʜʦ ʆ22. 

ʇʨʦʤʝʥʣʠʚʘʪʘ R_ɺ1_22 çʈʝʡʪʠʥʛ ʥʘ ʚʲʟʧʨʠʷʪʠʝè ʩʝ ʠʟʯʠʩʣʷʚʘ ʟʘ 

ʚʩʝʢʠ ʯʦʚʝʢ ʦʪ ʙʦʣʥʠʮʘʪʘ (ʚʩʝʢʠ ʘʥʢʝʪʠʨʘʥ ʧʘʮʠʝʥʪ) ʢʘʪʦ ʩʨʝʜʥʘ 

ʘʨʠʪʤʝʪʠʯʥʘ ʚʝʣʠʯʠʥʘ ʦʪ ʥʝʛʦʚʠʪʝ ʦʪʛʦʚʦʨʠ ʦʪ ɺ1 ʜʦ ɺ22 (ʊʘʙʣʠʮʘ 

ˉ26 ʠ ʊʘʙʣʠʮʘ ˉ 18).  

 

SQI (0,4) = ʈʝʡʪʠʥʛ ʥʘ ʚʲʟʧʨʠʷʪʠʝ (5,7) ï ʈʝʡʪʠʥʛ ʥʘ ʦʯʘʢʚʘʥʝ (5,3) 

 

ˉ ʇʨʦʤʝʥʣʠʚʠ Mean 
Confidence 

interval of Mean 
Std. 
Error 

Median 

1. 
 

R_O1_22 çʈʝʡʪʠʥʛ ʥʘ ʦʯʘʢʚʘʥʝè 
" 

5,29 5,13 ï 5,45 0,814 5,04 

2. 
R_ɺ1_22 çʈʝʡʪʠʥʛ ʥʘ 
ʚʲʟʧʨʠʷʪʠʝè 

5,66 5,51 ï 5,82 0,078 5,6 

3. SQI 0,37 0,23 ï 0,51 0,069 0,5 

 

ʊʘʙʣʠʮʘ ˉ 26 ʉʪʘʪʠʩʪʠʯʝʩʢʠ ʨʘʟʧʨʝʜʝʣʝʥʠʷ ʚ ʯʘʩʪʠʪʝ Ăʦʯʘʢʚʘʥʠʷò ʠ 

Ăʚʲʟʧʨʠʷʪʠʷò ʥʘ ʉɹɸʃɹɹ  
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ˉ ʂʨʠʪʝʨʠʡ ʟʘ ʢʘʯʝʩʪʚʦʪʦ 
ʈʝʡʪʠʥʛ 
ʥʘ 

ʚʲʟʧʨʠʷʪʠʝ 

ʈʝʡʪʠʥʛ 
 ʥʘ ʦʯʘʢʚʘʥʠʷ 

ʂʦʝʬʠʮʝʥʪ 
ʥʘ 

ʢʘʯʝʩʪʚʦʪʦ Q 

ʄ1 ɹʦʣʥʠʮʘʪʘ ʠʤʘ ʩʲʚʨʝʤʝʥʥʘ ʪʝʭʥʠʢʘ ʠ ʦʙʦʨʫʜʚʘʥʝ 5,96 6.55 -0,6 

ʄ2 ʀʥʪʝʨʠʦʨʠʪʝ ʥʘ ʧʦʤʝʱʝʥʠʷʪʘ ʥʘ ʙʦʣʥʠʮʘʪʘ ʩʘ ʚ ʦʪʣʠʯʥʦ ʩʲʩʪʦʷʥʠʝ  5,57 6.49 -0,9 

ʄ3 ʇʝʨʩʦʥʘʣʲʪ ʥʘ ʙʦʣʥʠʮʘʪʘ ʝ ʧʨʠʷʪʥʦ ʦʙʣʝʯʝʥ ʠ ʩʧʨʝʪʥʘʪ 6.12 6.65 -0,5 

ʄ4 ɺʲʥʰʥʠʷʪ ʚʠʜ ʥʘ ʠʥʬʦʨʤʘʮʠʦʥʥʠʪʝ ʤʘʪʨʠʘʣʠ (ʙʫʢʣʝʪʠ, ʧʨʦʩʧʝʢʪʠ) ʚ ʙʦʣʥʠʮʘʪʘ ʩʘ 
ʧʨʠʚʣʝʢʘʪʝʣʥʠ 

5,94 6.45 -0,5 

Q  ʄɸʊɽʈʀɸʃʅʆʉʊ  (ʄ1 ï ʄ4) 6,0 6,5 ʏʀʂ = (- 0.5) 

H5 ɹʦʣʥʠʮʘʪʘ ʠʟʧʲʣʥʷʚʘ ʩʚʦʠʪʝ ʦʙʝʱʘʥʠʷ ʜʘ ʦʢʘʟʚʘ ʫʩʣʫʛʘʪʘ ʢʲʤ ʥʘʟʥʘʯʝʥʦʪʦ ʚʨʝʤʝ 6.37 6.53 -0,2 

H6 ɸʢʦ ʧʦʪʨʝʙʠʪʝʣʠʪʝ ʩʢʫʯʘʡʥʦ ʠʤʘʪ ʧʨʦʙʣʝʤʠ, ʙʦʣʥʠʮʘʪʘ ʩʝ ʦʧʠʪʚʘ ʜʘ ʛʠ ʨʘʟʨʝʰʠ ʠʩʢʨʝʥʦ 6.35 6.43 -0,1 

H7 ɹʦʣʥʠʮʘʪʘ ʠʤʘ ʥʘʜʝʞʜʥʘ ʨʝʧʫʪʘʮʠʷ         6.35 6.57 -0,2 

H8 ʋʩʣʫʛʠʪʝ ʥʘ ʙʦʣʥʠʮʘʪʘ ʩʝ ʧʨʝʜʦʩʪʘʚʷʪ ʥʘ ʧʦʪʨʝʙʠʪʝʣʠʪʝ ʪʦʯʥʦ ʠ ʚ ʩʨʦʢ        6.45 6.59 -0,1 

H9 ɹʦʣʥʠʮʘʪʘ ʠʟʙʷʛʚʘ ʛʨʝʰʢʠʪʝ ʠ ʥʝʪʦʯʥʦʩʪʠʪʝ ʚ ʩʚʦʠʪʝ ʦʧʝʨʘʮʠʠ       6.59 6.55 0 

Q  ʅɸɼɽɾɼʅʆʉʊ (ʅ5 ï ʅ9) 6,4 6,5 ʏʀʂ = (-0.1) 

ʆ10 ʇʝʨʩʦʥʘʣʲʪ ʥʘ ʙʦʣʥʠʮʘʪʘ ʝ ʜʠʩʮʠʧʣʠʥʠʨʘʥ  6.16 3.47 2,7 

ʆ11 ʇʝʨʩʦʥʘʣʲʪ ʥʘ ʙʦʣʥʠʮʘʪʘ ʦʢʘʟʚʘ ʫʩʣʫʛʠʪʝ ʙʲʨʟʦ ʠ ʦʧʝʨʘʪʠʚʥʦ 4,22 3.43 0,8 

ʆ12 ʇʝʨʩʦʥʘʣʲʪ ʥʘ ʙʦʣʥʠʮʘʪʘ ʚʠʥʘʛʠ ʧʦʤʘʛʘ ʥʘ ʩʚʦʠʪʝ ʧʦʪʨʝʙʠʪʝʣʠ ʟʘ ʨʝʰʘʚʘʥʝ ʥʘ ʪʝʭʥʠʪʝ 
ʧʨʦʙʣʝʤʠ 

3,84 3.49 0,4 

ʆ13 ʇʝʨʩʦʥʘʣʲʪ ʥʘ ʙʦʣʥʠʮʘʪʘ ʙʲʨʟʦ ʨʝʘʛʠʨʘ ʥʘ ʤʦʣʙʘʪʘ ʥʘ ʧʦʪʨʝʙʠʪʝʣʠʪʝ 3.8 3.04 0,8 

Q  ʆʊɿʀɺʏʀɺʆʉʊ  (ʆ10 ï ʆ13) 4.5 3,4 ʏʀʂ = (1.1) 

ʋ14 ʄʝʞʜʫ ʧʦʪʨʝʙʠʪʝʣʠʪʝ ʠ ʧʝʨʩʦʥʘʣʘ ʥʘ ʙʦʣʥʠʮʘʪʘ ʩʲʱʝʩʪʚʫʚʘ ʘʪʤʦʩʬʝʨʘ ʥʘ ʜʦʚʝʨʠʝ ʠ ʚʟʘʠʤʦ 
ʨʘʟʙʠʨʘʥʝ 

6.49 6.39 0,1 

ʋ15 ɺ ʦʪʥʦʰʝʥʠʷʪʘ ʩʠ ʩ ʙʦʣʥʠʮʘʪʘ ʧʦʪʨʝʙʠʪʝʣʠʪʝ ʩʝ ʯʫʚʩʪʚʘʪ ʙʝʟʦʧʘʩʥʦ 6.47 6.57 -0,1 

ʋ16 ʇʝʨʩʦʥʘʣʲʪ ʥʘ ʙʦʣʥʠʮʘʪʘ ʝ ʚʝʞʣʠʚ ʩ ʧʦʪʨʝʙʠʪʝʣʠʪʝ 6.47 6.59 -0,1 

ʋ17 ʈʲʢʦʚʦʜʩʪʚʦʪʦ ʥʘ ʙʦʣʥʠʮʘʪʘ ʦʢʘʟʚʘ ʚʩʷʢʘʢʚʘ ʧʦʜʜʨʲʞʢʘ ʥʘ ʧʝʨʩʦʥʘʣʘ ʟʘ ʝʬʝʢʪʠʚʥʦ 
ʦʙʩʣʫʞʚʘʥʝ ʥʘ ʧʦʪʨʝʙʠʪʝʣʠʪʝ 

6.24 6.55 
 

-0,3 

Q  ʋɺɽʈɽʅʅʆʉʊ/ʉʀɻʋʈʅʆʉʊ  (ʋ14 ï ʆ17) 6.5 6,5 ʏʀʂ = (0) 

ʉ18 ʂʲʤ ʧʦʪʨʝʙʠʪʝʣʠʪʝ ʚ ʙʦʣʥʠʮʘʪʘ ʩʝ ʧʨʦʷʚʷʚʘ ʠʥʜʠʚʠʜʫʘʣʝʥ ʧʦʜʭʦʜ 6.57 3.94 2,6 

ʉ19 ʇʝʨʩʦʥʘʣʲʪ ʥʘ ʙʦʣʥʠʮʘʪʘ ʧʨʦʷʚʷʚʘ ʣʠʯʥʦ ʫʯʘʩʪʠʝ ʚ ʨʝʰʘʚʘʥʝʪʦ ʥʘ ʧʨʦʙʣʝʤʠʪʝ ʥʘ 
ʧʦʪʨʝʙʠʪʝʣʠʪʝ 

4,71 3.9 0,8 

ʉ20 ʇʝʨʩʦʥʘʣʲʪ ʥʘ ʙʦʣʥʠʮʘʪʘ ʟʥʘʝ ʧʦʪʨʝʙʥʦʩʪʠʪʝ ʥʘ ʩʚʦʠʪʝ ʧʦʪʨʝʙʠʪʝʣʠ 3.73 3.29 0,4 

ʉ21 ʇʝʨʩʦʥʘʣʲʪ ʥʘ ʙʦʣʥʠʮʘʪʘ ʩʝ ʦʨʠʝʥʪʠʨʘ ʢʲʤ ʧʨʦʙʣʝʤʠʪʝ ʥʘ ʧʦʪʨʝʙʠʪʝʣʠʪʝ 3.53 3.35 0,2 

ʉ22 ʏʘʩʦʚʝʪʝ ʥʘ ʨʘʙʦʪʘ ʚ ʙʦʣʥʠʮʘʪʘ ʩʘ ʫʜʦʙʥʠ ʟʘ ʚʩʠʯʢʠ ʧʦʪʨʝʙʠʪʝʣʠ 6.41 3.63 2,8 

Q  ʉʒʏʋɺʉʊɺʀɽ  (ʉ18 ï ʉ22) 5,0 3.6 ʏʀʂ = (1.4) 

 
ɻʃʆɹɸʃɽʅ ʂʆɽʌʀʎʀɽʅʊ ʅɸ ʂɸʏɽʉʊɺʆʊʆ  (SQI) 

 
5.7 

 
5.3 

 
SQI = (0,4) 

 

ʊʘʙʣʠʮʘ ˉ 18 Ăɻʣʦʙʘʣʝʥ ʢʦʝʬʠʮʠʝʥʪ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ï ʨʝʟʫʣʪʘʪʠ - ʉɹɸʃɹɹò 
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3.1.2. ʆʧʠʩʘʥʠʝ ʠ ʘʥʘʣʠʟ ʥʘ ʢʨʠʪʝʨʠʠʪʝ ʠ ʧʦʜʢʨʠʪʝʨʠʠʪʝ ʦʪ ʘʥʢʝʪʠʪʝ ʥʘ 

ʤʝʪʦʜʠʢʘʪʘ SERVQUAL, ʧʨʦʚʝʜʝʥʠ ʚ ʄɹɸʃ Ăɼ-ʨ ʊʦʪʘ ɺʝʥʢʦʚʘò ɸɼ ɻʘʙʨʦʚʦ  

ˉ ʂʨʠʪʝʨʠʠ Mean 
Confidence 
interval for 

Mean 

Std. 
Error 

Median 

ʆ1 ʆʙʦʨʫʜʚʘʥʝʪʦ ʚ ʃɿ ʪʨʷʙʚʘ ʜʘ ʙʲʜʝ ʩʲʚʨʝʤʝʥʥʦ 6,17 6,03-6,32 0,073 7 

ʆ2 
ɽʣʝʤʝʥʪʠʪʝ ʥʘ ʬʠʟʠʯʝʩʢʦʪʦ ʦʙʢʨʲʞʝʥʠʝ ʚ ʃɿ 
ʪʨʷʙʚʘ ʜʘ ʙʲʜʝ ʧʨʠʚʣʝʢʘʪʝʣʥʦ 5,85 5,69-6,01 0.082 7 

ʆ3 
ʉʲʪʨʫʜʥʠʮʠʪʝ ʚ ʃɿ ʩʘ ʜʣʲʞʥʠ ʜʘ ʙʲʜʘʪ ʜʦʙʨʝ 
ʦʙʣʝʯʝʥʠ ʠ ʩʧʨʝʪʥʘʪʠ 6,41 6,30-6,52 0,057 7 

ʆ4 

ɺʲʥʰʥʠʷʪ ʚʠʜ  ʥʘ ʝʣʝʤʝʥʪʠʪʝ ʥʘ ʬʠʟʠʯʝʩʢʦʪʦ 
ʦʙʢʨʲʞʝʥʠʝ ʥʘ ʃɿ ʪʨʷʙʚʘ ʜʘ ʩʲʦʪʚʝʪʩʨʚʘ ʥʘ ʪʠʧʘ ʥʘ 
ʧʨʝʜʩʪʘʚʷʥʘʪʘ ʫʩʣʫʛʘ 6.0 5,85-6,15 0.077 7 

  ʄʘʪʝʨʠʘʣʥʦʩʪ         

ʆ5 

ʂʦʛʘʪʦ ʃɿ ʦʙʝʱʘʷʪ ʜʘ ʧʨʝʜʦʩʪʘʚʷʪ ʫʩʣʫʛʘ ʚ 
ʦʧʨʝʜʝʣʝʥ ʩʨʦʢ, ʪʝ ʩʘ ʜʣʲʞʥʠ ʜʘ ʠʟʧʲʣʥʷʪ 
ʦʙʝʱʘʥʠʝʪʦ 6,24 6,13-6,35 0,056 7 

ʆ6 

ʂʦʛʘʪʦ ʫ ʧʦʪʨʝʙʠʪʝʣʷ ʚʲʟʥʠʢʥʝ ʧʨʦʙʣʝʤ, ʃɿ ʝ 
ʜʣʲʞʥʦ ʜʘ ʜʘ ʧʨʦʷʚʠ ʩʲʯʫʚʩʪʚʠʝ ʠ ʜʘ ʩʝ ʩʪʨʝʤʠ ʜʘ 
ʫʩʧʦʢʦʠ ʧʦʪʨʝʙʠʪʝʣʠʪʝ 6,27 6,18-6,36  0,045 6 

ʆ7 ʃɿ ʝ ʜʣʲʞʥʦ ʜʘ ʠʤʘ ʥʘʜʝʞʜʥʘ ʨʝʧʫʪʘʮʠʷ 6,47 6,39-6,56 0,043 7 

ʆ8 
ʃɿ ʝ ʜʣʲʞʥʦ ʜʘ ʧʨʝʜʦʩʪʘʚʷ ʫʩʣʫʛʠʪʝ ʚ ʦʙʝʱʘʥʦʪʦ 
ʚʨʝʤʝ 6,4 6,30-6,50 0.052 7 

ʆ9 
ʃɿ ʝ ʜʣʲʞʥʦ ʜʘ ʚʦʜʠ ʟʘʧʠʩʠʪʝ (ʜʦʢʫʤʝʥʪʘʮʠʷʪʘ) 
ʘʢʫʨʘʪʥʦ (ʪʦʯʥʦ) 6,45 6,35-6,54 0.050 7 

  ʅʘʜʝʞʜʥʦʩʪ         

ʆ10 

ʆʪ ʃɿ ʥʝ ʩʣʝʜʚʘ ʜʘ ʩʝ ʦʯʘʢʚʘ, ʯʝ ʱʝ ʠʥʬʦʨʤʠʨʘ 
ʧʦʪʨʝʙʠʪʝʣʠʪʝ, ʢʦʛʘ ʪʦʯʥʦ ʱʝ ʙʲʜʝ ʧʨʝʜʦʩʪʘʚʝʥʘ 
ʫʩʣʫʛʘʪʘ 3,64 3,42-3,86 0,11 4 

ʆ11 

ʆʪ ʩʪʨʘʥʘ ʥʘ ʧʦʪʨʝʙʠʪʝʣʠʪʝ ʝ ʥʝʨʝʘʣʠʩʪʠʯʥʦ ʜʘ ʩʝ 
ʦʯʘʢʚʘ ʥʝʟʘʙʘʚʥʦ ʧʨʝʜʩʪʘʚʷʥʝ ʥʘ ʫʩʣʫʛʘʪʘ ʦʪ 
ʩʲʪʨʫʜʥʠʮʠʪʝ ʥʘ ʃɿ 3,77 3,56-3,99 0,109 4 

ʆ12 
ʉʲʪʨʫʜʥʠʮʠʪʝ ʥʝ ʚʠʥʘʛʠ ʩʘ ʜʣʲʞʥʠ ʜʘ ʠʟʧʠʪʚʘʪ 
ʞʝʣʘʥʠʝ ʜʘ ʧʦʤʦʥʘʪ ʥʘ ʧʦʪʨʝʙʠʪʝʣʠʪʝ 2,97 2,73-3,21 0,121 1,5 

ʆ13 

ɸʢʦ ʩʲʪʨʫʜʥʠʮʠʪʝ ʩʘ ʧʨʝʢʘʣʝʥʦ ʟʘʝʪʠ, ʟʘ ʜʘ 
ʫʜʦʚʣʝʪʚʦʨʷʪ ʤʦʣʙʘʪʘ ʥʘ ʧʦʪʨʝʙʠʪʝʣʠʪʝ, ʪʦʚʘ ʝ 
ʥʦʨʤʘʣʥʦ  3,16 2,92-3,40 0,121 2 

  ʆʪʟʠʚʯʠʚʦʩʪ         

ʆ14 
ʇʦʪʨʝʙʠʪʝʣʠʪʝ ʪʨʷʙʚʘ ʜʘ ʠʤʘʪ ʧʨʠʯʠʥʘ ʟʘ ʜʦʚʝʨʠʝ 
ʚ ʩʲʪʨʫʜʥʠʮʠʪʝ ʥʘ ʃɿ  6,32 6,22-6,42 0,092 7 

ʆ15 

ʇʦʪʨʝʙʠʪʝʣʠʪʝ ʪʨʷʙʚʘ ʜʘ ʩʝ ʯʫʚʩʪʚʘʪ ʚ 
ʙʝʟʦʧʘʩʪʥʦʩʪ ʧʨʠ ʦʙʱʫʚʘʥʝʪʦ ʩʲʩ ʩʲʪʨʫʜʥʠʮʠʪʝ ʥʘ 
ʃɿ 6,38 6,25-6,51 0,066 7 

ʆ16 ʉʲʪʨʫʜʥʠʮʠʪʝ ʥʘ ʃɿ ʪʨʷʙʚʘ ʜʘ ʙʲʜʘʪ ʚʝʞʣʠʚʠ 6,79 6,74-6,85 0,029 7 

ʆ17 

ʉʲʪʨʫʜʥʠʮʠʪʝ ʪʨʷʙʚʘ ʜʘ ʧʦʣʫʯʘʚʘʪ ʦʪ ʩʪʨʘʥʘ ʥʘ ʃɿ 
ʘʜʝʢʚʘʪʥʘ ʧʦʜʜʨʲʞʢʘ ʟʘ ʜʦʙʨʦ ʠʟʧʲʣʥʝʥʠʝ ʥʘ 
ʩʚʦʷʪʘ ʨʘʙʦʪʘ  6,53 6,43-6,63 0,049 7 

  ʋʚʝʨʝʥʥʦʩʪ         

ʆ18 
ʆʪ ʃɿ ʥʝ ʩʣʝʜʚʘ ʜʘ ʩʝ ʦʯʘʢʚʘ ʧʨʦʷʚʘ ʥʘ 
ʠʥʜʠʚʠʜʫʘʣʥʦ ʚʥʠʤʘʥʠʝ ʢʲʤ ʧʦʪʨʝʙʠʪʝʣʠʪʝ 3,16 2,92-3,41 0,124 2 

ʆ19 
ʆʪ ʩʲʪʨʫʜʥʠʮʠʪʝ ʥʘ ʃɿ ʥʝ ʩʣʝʜʚʘ ʜʘ ʩʝ ʦʯʘʢʚʘ 
ʧʨʦʷʚʘ ʥʘ ʧʝʨʩʦʥʘʣʥʦ ʚʥʠʤʘʥʠʝ ʢʲʤ ʧʦʪʨʝʙʠʪʝʣʠʪʝ 3,27 3,03-3,51 0,124 3 

ʆ20 
ʅʝʨʝʘʣʠʩʪʠʯʥʦ ʝ ʜʘ ʩʝ ʦʯʘʢʚʘ  ʦʪ ʩʲʪʨʫʜʥʠʮʠʪʝ ʥʘ 
ʃɿ ʟʥʘʥʠʷ ʟʘ ʥʫʞʜʠʪʝ ʥʘ ʧʦʪʨʝʙʠʪʝʣʠʪʝ 2,97 2,76-3,17 0,106 2 

ʆ21 
ʅʝʨʝʘʣʠʩʪʠʯʥʦ ʝ ʜʘ ʩʝ ʦʯʘʢʚʘ , ʯʝ ʃɿ ʩʘ 
ʦʨʠʝʥʪʠʨʘʥʠ ʢʲʤ ʠʥʪʝʨʝʩʠʪʝ ʥʘ ʧʦʪʨʝʙʠʪʝʣʠʪʝ 3,27 3,04-3,50 0,116 3 

ʆ22 
ʆʪ ʃɿ ʥʝ ʩʣʝʜʚʘ ʜʘ ʩʝ ʦʯʘʢʚʘ ʫʜʦʙʥʠ ʟʘ ʚʩʠʯʢʠ 
ʧʦʪʨʝʙʠʪʝʣʠ ʯʘʩʦʚʝ ʥʘ ʨʘʙʦʪʘ 3,37 3,12-3,62 0,127 2,5 

  ʉʲʯʫʚʩʪʚʠʝ         
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ʄɹɸʃ 

ˉ ʂʨʠʪʝʨʠʠ Mean 
Confidence 
interval for 

Mean 

Std. 
Error 

Median 

ɺ1 ʃɿ ʠʤʘ ʩʲʚʨʝʤʝʥʥʦ ʦʙʦʨʫʜʚʘʥʝ 5,95 5,80-6,11 0.080 7 

ɺ2 
ɽʣʝʤʝʥʪʠʪʝ ʥʘ ʬʠʟʠʯʝʩʢʦʪʦ ʦʙʢʨʲʞʝʥʠʝ ʥʘ 
ʃɿ ʩʘ ʧʨʠʚʣʝʢʘʪʝʣʥʠ 

5,03 4,81-5,25 0,112 6 

ɺ3 
ʉʲʪʨʫʜʥʠʮʠʪʝ ʥʘ ʃɿ ʩʘ ʜʦʙʨʝ ʦʙʣʝʯʝʥʠ ʠ 
ʩʧʨʝʪʥʘʪʠ 

6,23 6,10-6,36 0,066 7 

ɺ4 
ɺʲʥʰʥʠʷʪ ʚʠʜ ʥʘ ʝʣʝʤʝʥʪʠʪʝ ʥʘ ʬʠʟʠʯʝʩʢʦʪʦ 
ʦʙʢʨʲʞʝʥʠʝ ʥʘ ʃɿ ʩʲʦʪʚʝʪʩʪʚʘʪ ʥʘ ʪʠʧʘ ʥʘ 
ʧʨʝʜʦʩʪʘʚʷʥʠʪʝ ʫʩʣʫʛʠ 

5,19 5,02-5,37 0,089 6 

  ʄʘʪʝʨʠʘʣʥʦʩʪ         

ɺ5 
ʂʦʛʘʪʦ ʦʙʝʱʘʝ ʜʘ ʧʨʝʜʦʩʪʘʚʠ ʫʩʣʫʛʘ ʚ 
ʦʧʨʝʜʝʣʝʥ ʩʨʦʢ, ʪʦ ʠʟʧʲʣʥʷʚʘ ʪʦʚʘ ʦʙʝʱʘʥʠʝ  

5,65 5,49-5,81 0,081 6 

ɺ6 
ʂʦʛʘʪʦ ʫ ɺʘʩ ʚʲʟʥʠʢʥʝ ʧʨʦʙʣʝʤ, ʃɿ ʧʨʦʷʚʷʚʘ 
ʩʲʯʫʚʩʪʚʠʝ ʠ ʩʝ ʩʪʨʝʤʠ ʜʘ ɺʠ ʫʩʧʦʢʦʠ 

5,77 5,62-5,91 0,074 6 

ɺ7 ʃɿ ʠʤʘ ʥʘʜʝʞʜʥʘ ʨʝʧʫʪʘʮʠʷ 5,8 5,64-5,96 0,081 6 

ɺ8 ʃɿ ʧʨʝʜʩʪʘʚʷ ʫʩʣʫʛʠʪʝ ʚ ʦʙʝʱʘʥʦʪʦ ʚʨʝʤʝ 5,8 5,63-5,97 0,085 6 

ɺ9 
ʃɿ ʚʦʜʠ ʟʘʧʠʩʠʪʝ (ʜʦʢʫʤʝʥʪʘʮʠʷʪʘ) ʘʢʫʨʘʪʥʦ 
(ʪʦʯʥʦ) 

5,96 5,83-6,09 0,066 6 

  ʅʘʜʝʞʜʥʦʩʪ         

ɺ10 
ʃɿ ʠʥʬʦʨʤʠʨʘ ʧʦʪʨʝʙʠʪʝʣʠʪʝ, ʢʦʛʘ ʪʦʯʥʦ 
ʱʝʙʲʜʝ ʧʨʝʜʦʩʪʘʚʝʥʘ ʫʩʣʫʛʘʪʘ 

5,65 5,49-5,81 0,082 6 

ɺ11 
ɺʠʝ ʥʝ ʧʦʣʫʯʘʚʘʪʝ ʫʩʣʫʛʘʪʘ ʦʪ ʩʲʪʨʫʜʥʠʮʠʪʝ 
ʥʘ ʃɿ ʥʝʟʘʙʘʚʥʦ 

2,92 2,70-3,14 0,113 2 

ɺ12 
ʉʲʪʨʫʜʥʠʮʠʪʝ ʥʘ ʃɿ ʥʝ ʚʠʥʘʛʠ ʠʟʧʠʪʚʘʪ 
ʞʝʣʘʥʠʝ ʜʘ ʧʦʤʦʛʥʘʪ ʥʘ ʧʦʪʨʝʙʠʪʝʣʠʪʝ 

3,04 2,80-3,28 0,12 2 

ɺ13 
ʉʲʪʨʫʜʥʠʮʠʪʝ ʥʘ ʃɿ ʩʘ ʧʨʝʢʘʣʝʥʦ ʟʘʝʪʠ, ʟʘ 
ʜʘ ʫʜʦʚʣʝʪʚʦʨʷʪ ʤʦʣʙʘʪʘ ʥʘ ʧʦʪʨʝʙʠʪʝʣʠʪʝ 

2,99 2,78-3,20 0,108 2 

  ʆʪʟʠʚʯʠʚʦʩʪ         

ɺ14 
ɺʠʝ ʤʦʞʝʪʝ ʜʘ ʩʝ ʜʦʚʝʨʠʪʝ ʥʘ ʩʲʪʨʫʜʥʠʮʠʪʝ 
ʥʘ ʃɿ 

5,65 5,49-5,80 0,079 6 

ɺ15 
ɺʠʝ ʩʝ ʯʫʚʩʪʚʘʪʝ ʚ ʙʝʟʦʧʘʩʪʥʦʩʪ ʧʨʠ 
ʦʙʱʫʚʘʥʝʪʦ ʩʲʩ ʩʲʪʨʫʜʥʠʮʠʪʝ 

5,54 5,39-5,68 0,057 6 

ɺ16 ʉʲʪʨʫʜʥʠʮʠʪʝ ʥʘ ʃɿ ʩʘ ʚʝʞʣʠʚʠ 5,77 5,61-5,94 0,084 6 

ɺ17 
ʉʲʪʨʫʜʥʠʮʠʪʝ ʥʘ ʃɿ ʧʦʣʫʯʘʚʘʪ ʦʪ ʩʪʨʘʥʘ ʥʘ 
ʩʚʦʷʪʘ ʦʨʛʘʥʠʟʘʮʠʷ ʘʜʝʢʚʘʪʥʘ ʧʦʜʜʨʲʞʢʘ ʟʘ 
ʜʦʙʨʦ ʠʟʧʲʣʥʝʥʠʝ ʥʘ ʩʚʦʷʪʘ ʨʘʙʦʪʘ 

5,41 5,23-5,60 0,096 6 

  ʋʚʝʨʝʥʥʦʩʪ         

ɺ18 ʃɿ ʧʨʦʷʚʷʚʘ ʢʲʤ ɺʘʩ ʠʥʜʠʚʠʜʫʘʣʥʦ ʚʥʠʤʘʥʠʝ 5,26 5,05-5,47 0,107 6 

ɺ19 
ʉʲʪʨʫʜʥʠʮʠʪʝ ʥʘ ʃɿ  ʥʝ ʧʨʦʷʚʷʚʘʪ ʢʲʤ ɺʘʩ 
ʧʝʨʩʦʥʘʣʥʦ ʚʥʠʤʘʥʠʝ  

3,53 3,31-3,74 0,108 4 

ɺ20 
ʉʲʪʨʫʜʥʠʮʠʪʝ ʥʘ ʃɿ  ʥʝ ʟʥʘʷʪ ʟʘ ɺʘʰʠʪʝ 
ʥʫʞʜʠ  

2,75 2,53-2,97 0,111 2 

ɺ21 ʃɿ ʥʝ ʝ ʦʨʠʝʥʪʠʨʘʥʦ ʟʘ ɺʘʰʠʪʝ ʠʥʪʝʨʝʩʠ 2,89 2,67-3,10 0,11 2 

ɺ22 
ʏʘʩʦʚʝʪʝ ʥʘ ʨʘʙʦʪʘ ʥʘ ʃɿ ʩʘ ʫʜʦʙʥʠ ʟʘ ʚʩʠʯʢʠ 
ʧʦʪʨʝʙʠʪʝʣʠ 

5,69 5,54-5,86 0,084 6 

  ʉʲʯʫʚʩʪʚʠʝ         

 

ʊʘʙʣʠʮʘ ˉ 27 Ăʈʝʟʫʣʪʘʪʠ ʦʪ ʩʪʘʪʠʩʪʠʯʝʩʢʦ ʨʘʟʧʨʝʜʝʣʝʥʠʝ ʥʘ ʧʦʜʢʨʠʪʝʨʠʠʪʝ ʚ 

ʯʘʩʪʪʘ Ăʆʯʘʢʚʘʥʠʷò ʥʘ ʄɹɸʃ  

ʊʘʙʣʠʮʘ ˉ 28 Ăʈʝʟʫʣʪʘʪʠ ʦʪ ʩʪʘʪʠʩʪʠʯʝʩʢʦ ʨʘʟʧʨʝʜʝʣʝʥʠʝ ʥʘ ʧʦʜʢʨʠʪʝʨʠʠʪʝ ʚ 

ʯʘʩʪʪʘ Ăʚʲʟʧʨʠʷʪʠʷò ʥʘ ʄɹɸʃ  
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ʉʪʘʪʠʩʪʠʢʠʪʝ, ʦʧʠʩʘʥʠ ʚ ʪʘʙʣʠʮʘ ˉ 27 ʠ ʪʘʙʣʠʮʘ ˉ 28 ʧʨʝʜʩʪʘʚʷʪ 

ʪʝʥʜʝʥʮʠʠʪʝ ʥʘ ʨʘʟʧʨʝʜʝʣʝʥʠʝ ʥʘ ʜʘʥʥʠʪʝ ʟʘ ʚʩʝʢʠ ʝʜʠʥ ʧʦʜʢʨʠʪʝʨʠʠʡ ʧʨʠ ʄɹɸʃ. 

ʂʘʩʘʝ ʩʝ ʟʘ ʘʩʠʤʝʪʨʠʯʥʠ ʨʘʟʧʨʝʜʝʣʝʥʠʷ. ʀ ʪʫʢ ʢʘʢʪʦ ʧʨʠ ʉɹɸʃɹɹ, ʟʥʘʯʝʥʠʷʪʘ 

ʥʘ ʧʨʦʤʝʥʣʠʚʠʪʝ ʩʘ ʢʦʥʮʝʥʪʨʠʨʘʥʠ ʦʢʦʣʦ ʩʪʦʡʥʦʩʪʠʪʝ 7 ʠ 1 (ʥʘʧʲʣʥʦ ʩʲʛʣʘʩʝʥ ʠ 

ʥʘʧʲʣʥʦ ʥʝʩʲʛʣʘʩʝʥ). ʀʟʢʣʶʯʝʥʠʝ ʧʨʘʚʷʪ ʢʨʠʪʝʨʠʠʪʝ ʩ ʦʙʨʘʪʥʠ ʫʩʣʦʚʠʷ ï ʆ10 - 

ʆ13, ʆ18 ï ʆ22, ɺ10 ï 13 ʠ ɺ18 ï ɺ22. ʇʦʨʘʜʠ ʪʘʟʠ ʧʨʠʯʠʥʘ ʚ ʩʣʫʯʘʷ ʩʨʝʜʥʘʪʘ 

ʘʨʠʪʤʝʪʠʯʥʘ ʩʪʦʡʥʦʩʪ ʥʝ ʝ ʢʨʠʪʝʨʠʡ ʟʘ ʠʟʤʝʨʚʘʥʝ ʥʘ ʮʝʥʪʨʘʣʥʘʪʘ ʪʝʥʜʝʥʮʠʷ. 

ʇʨʝʜʧʦʯʝʪʝʥʠ ʩʘ ʜʨʫʛʠʪʝ ʜʚʝ ʤʝʨʢʠ ʥʘ ʮʝʥʪʨʘʥʘʪʘ ʪʝʥʜʝʥʮʠʷ ï ʤʦʜʘ ʠ ʤʝʜʠʘʥʘ. 

ʄʦʜʘʪʘ ʠ ʤʝʜʠʘʥʘʪʘ ʥʘ ʪʝʟʠ ʨʘʟʧʨʝʜʝʣʝʥʠʷ ʩʲʚʧʘʜʘʪ ʠ ʩʘ ʨʘʚʥʠ ʥʘ 7 ʢʦʝʪʦ 

ʦʟʥʘʯʘʚʘ, ʯʝ 50% ʦʪ ʘʥʢʝʪʠʨʘʥʠʪʝ ʩʘ ʜʘʣʠ ʦʪʛʦʚʦʨ çʘʙʩʦʣʶʪʥʦ ʩʲʛʣʘʩʝʥè. 

ʉʨʝʜʥʘʪʘ ʘʨʠʪʤʝʪʠʯʥʘ ʩʪʦʡʥʦʩʪ ʩʝ ʧʨʦʷʚʷʚʘ ʯʨʝʟ SQI ʠʥʜʝʢʩʲʪ. ʉʨʝʜʥʘʪʘ 

ʘʨʠʪʤʝʪʠʯʥʘ ʩʪʦʡʥʦʩʪ ʥʘ ʧʦʧʫʣʘʮʠʷʪʘ Õ ʧʦʧʘʜʘ ʚ ʛʨʘʥʠʮʠʪʝ ʥʘ ʜʦʚʝʨʠʪʝʣʥʠʪʝ 

ʠʥʪʝʨʚʘʣʠ ʥʘ ʩʨʝʜʥʠʪʝ ʧʨʠ ʤʘʣʢʘ ʩʪʘʥʜʘʨʪʥʘ ʛʨʝʰʢʘ, ʢʦʝʪʦ ʫʢʘʟʚʘ, ʯʝ ʩʨʝʜʥʠʪʝ ʥʘ 

ʚʩʷʢʘ ʝʜʥʘ ʦʪ ʩʨʝʜʥʠʪʝ ʠʟʚʘʜʢʦʚʠ, ʩʘ ʙʣʠʟʢʠ ʜʦ ʜʝʡʩʪʚʠʪʝʣʥʘʪʘ ʩʨʝʜʥʘ ʥʘ 

ʧʦʧʫʣʘʮʠʷʪʘ 

 

ɹ). ʂʨʠʪʝʨʠʡ Ăʄʘʪʝʨʠʘʣʥʦʩʪò (ʄ1 ï ʄ4) 

ʈʘʟʛʣʝʞʜʘʤʝ ʧʨʦʤʝʥʣʠʚʠʪʝ (ʧʦʜʢʨʠʪʝʨʠʠ) ʄ1, ʄ2, ʄ3 ʠ ʄ4, ʥʘ ʢʨʠʪʝʨʠʷ 

Ăʄʘʪʝʨʠʘʣʥʦʩʪò (ʄ1 ï ʄ4) ʚ ʯʘʩʪʠʪʝ ʤʫ Ăʦʯʘʢʚʘʥʠʷò (ʆ1 ï ʆ4) ʠ Ăʚʲʟʧʨʠʷʪʠʷò (ɺ1 ï 

ɺ4).  

Á ʄ1 ʉ̡ ʚʨʝʤʝʥʥʦ ʦʙʦʨʫʜʚʘʥʝ ʥʘ ʃɿɹʇ: 

ɺ ʯʘʩʪʪʘ ʆ1 Ăʆʙʦʨʫʜʚʘʥʝʪʦ ʙʠ ʪʨʷʙʚʘʣʦ ʜʘ ʙʲʜʝ ʩʲʚʨʝʤʝʥʥʦò, 223 ʜʫʰʠ ʦʪ 

ʘʥʢʝʪʠʨʘʥʠʪʝ ʣʠʮʘ ʩʘ ʦʪʛʦʚʦʨʠʣʠ ʩʲʩ 7 Ăʘʙʩʦʣʶʪʥʦ ʩʲʛʣʘʩʝʥò ʠʣʠ 63,7% ʠ ʥʠʪʦ 

ʝʜʠʥ ʩ 1 Ăʘʙʩʦʣʶʪʥʦ ʥʝʩʲʛʣʘʩʝʥò. ʆʩʪʘʥʘʣʠʪʝ ʦʪʛʦʚʦʨʠ ʩʝ ʨʘʟʩʝʡʚʘʪ ʚ ʤʝʞʜʠʥʥʠʪʝ 

ʦʪʛʦʚʦʨʠ ʠ ʩʲʩʪʘʚʣʷʚʘʪ ʢʫʣʫʤʠʣʘʪʠʚʝʥ ʧʨʦʮʝʥʪ 36,3% (ʊʘʙʣʠʮʘ Ăʆ1ò ʄɹɸʃ ʥʘ 

ʇʨʠʣʦʞʝʥʠʝ ˉ 7). ʉʪʨʫʢʪʫʨʘʪʘ ʥʘ ʨʘʟʧʨʝʜʝʣʝʥʠʝʪʦ ʥʘ ʧʦʜʢʨʠʪʝʨʠʷ ʆ1 ʝ 

ʧʨʝʜʩʪʘʚʝʥʘ ʯʨʝʟ ʩʝʢʪʦʨʥʘ ʜʠʘʛʨʘʤʘ ʚ ʇʨʠʣʦʞʝʥʠʝ ˉ 9. 

ʀʟʩʣʝʜʚʘʥʘ ʝ ʟʘʚʠʩʠʤʦʩʪʪʘ ʤʝʞʜʫ ʆ1 ʠ SQI ʯʨʝʟ ʥʝʧʘʨʘʤʝʪʨʠʯʥʘ 

ʢʦʨʝʣʘʮʠʷ. ʈʘʥʛʦʚʠʷʪ ʢʦʝʬʠʮʠʝʥʪ ʥʘ ʉʧʠʨʤʘʥ (ɟ), ʫʩʪʘʥʦʚʝʥ ʝʤʧʠʨʠʯʥʦ 

(0,110) ʝ ʧʦ ï ʛʦʣʷʤ ʦʪ ʪʝʦʨʝʪʠʯʥʘʪʘ ʩʪʦʡʥʦʩʪ ʦʪ 0,10 ʧʨʠ 95% 

ʜʦʚʝʨʠʪʝʣʥʘ ʚʝʨʦʷʪʥʦʩʪ. ʆʪ ʢʲʜʝʪʦ ʩʣʝʜʚʘ, ʯʝ ʤʝʞʜʫ ʆ1 ʠ SQI ʠʤʘ 

ʩʪʘʪʠʩʪʠʯʝʩʢʠ ʟʥʘʯʠʤʘ (ʧʨʠ ɟ = 95%) ʧʨʘʚʦʧʨʦʧʦʨʮʠʦʥʘʣʥʘ ʚʨʲʟʢʘ. 
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ɺ ʯʘʩʪʪʘ ɺ1 Ăɽʣʝʤʝʥʪʠʪʝʥʥʘ ʬʠʟʠʯʝʩʢʦʪʦ ʦʙʢʨʲʞʝʥʠʝ ʩʘ ʧʨʠʚʣʝʢʘʪʝʣʥʠò, 176 

ʜʫʰʠ ʦʪ ʘʥʢʝʪʠʨʘʥʠʪʝ ʣʠʮʘ ʩʘ ʦʪʛʦʚʦʨʠʣʠ ʩʲʩ 7 Ăʘʙʩʦʣʶʪʥʦ ʩʲʛʣʘʩʝʥò ʠʣʠ 50,3%, 

11 ʩ 1 Ăʘʙʩʦʣʶʪʥʦ ʥʝʩʲʛʣʘʩʝʥò ʠʣʠ 3,1%. ʆʩʪʘʥʘʣʠʪʝ ʦʪʛʦʚʦʨʠ ʩʝ ʨʘʟʩʝʡʚʘʪ ʚ 

ʤʝʞʜʠʥʥʠʪʝ ʦʪʛʦʚʦʨʠ ʠ ʩʲʩʪʘʚʣʷʚʘʪ ʢʫʣʫʤʠʣʘʪʠʚʝʥ ʧʨʦʮʝʥʪ 49,7% (ʊʘʙʣʠʮʘ Ăɺ1ò 

ʄɹɸʃ ʥʘ ʇʨʠʣʦʞʝʥʠʝ ˉ 7). ʉʪʨʫʢʪʫʨʘʪʘ ʥʘ ʨʘʟʧʨʝʜʝʣʝʥʠʝʪʦ ʥʘ ʧʦʜʢʨʠʪʝʨʠʷ ɺ1 ʝ 

ʧʨʝʜʩʪʘʚʝʥʘ ʯʨʝʟ ʩʝʢʪʦʨʥʘ ʜʠʘʛʨʘʤʘ ʚ ʇʨʠʣʦʞʝʥʠʝ ˉ 9. 

ʀʟʩʣʝʜʚʘʥʘ ʝ ʟʘʚʠʟʠʤʦʩʪʪʘ ɺ1 ʠ SQI, ʯʨʨʝʟ ʥʝʧʘʨʘʤʝʪʨʠʯʥʘ 

ʢʦʨʝʣʘʮʠʷ. ʈʘʥʛʦʚʠʷʪ ʢʦʝʬʠʮʠʝʥʪ ʥʘ ʉʧʠʨʤʘʥ (ɟ), ʫʩʪʘʥʦʚʝʥ ʝʤʧʠʨʠʯʥʦ 

(0,200) ʝ ʧʦ ï ʛʦʣʷʤ ʦʪ ʪʝʦʨʝʪʠʯʥʘʪʘ ʩʪʦʡʥʦʩʪ ʦʪ 0,10 ʧʨʠ 95% ʠ 0,15 ʧʨʠ 

99% ʜʦʚʝʨʠʪʝʣʥʘ ʚʝʨʦʷʪʥʦʩʪ. ʆʪ ʢʲʜʝʪʦ ʩʣʝʜʚʘ, ʯʝ ʤʝʞʜʫ ɺ1 ʠ SQI ʠʤʘ 

ʩʪʘʪʠʩʪʠʯʝʩʢʠ ʟʥʘʯʠʤʘ (ʧʨʠ ɟ = 95%) ʧʨʘʚʦʧʨʦʧʦʨʮʠʦʥʘʣʥʘ ʚʨʲʟʢʘ. 

ʂʦʝʬʠʮʠʝʥʪʲʪ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʧʦʜʢʨʠʪʝʨʠʷ ʄ1 (ʩʨʝʜʥʦ ʘʨʠʪʤʝʪʠʯʥʘʪʘ 

ʩʪʦʡʥʦʩʪ ʥʘ ʚʩʠʯʢʠ ʩʣʫʯʘʠ) ʚ ʯʘʩʪʪʘ ʆ1 ʝ 6,17, ʘ ʚ ʯʘʩʪʪʘ ɺ1 ï 5,95, ʢʦʝʪʦ 

ʧʦʢʘʟʚʘ, ʯʝ ʦʯʘʢʚʘʥʠʷʪʘ ʥʘʜʭʚʲʨʣʷʪ ʠ ʥʝ ʧʦʩʨʝʱʘʪ ʚʲʟʧʨʠʷʪʠʷʪʘ ʟʘ ʪʦʟʠ ʪʠʧ 

ʫʩʣʫʛʘ (ʊʘʙʣʠʮʘ ˉ 29).  

Á ʄ2 ɺʠʜʠʤʦ ʧʨʠʚʣʝʢʘʪʝʣʥʦ ʬʠʟʠʯʝʩʢʦ ʦʙʢʨʲʞʝʥʠʝ ʥʘ ʃɿɹʇ: 

ɺ ʯʘʩʪʪʘ ʆ2 Ăɽʣʝʤʝʥʪʠʪʝʥʥʘ ʬʠʟʠʯʝʩʢʦʪʦ ʦʙʢʨʲʞʝʥʠʝ ʪʨʷʙʚʘ ʜʘ ʩʘ 

ʧʨʠʚʣʝʢʘʪʝʣʥʠò, 176 ʜʫʰʠ ʦʪ ʘʥʢʝʪʠʨʘʥʠʪʝ ʣʠʮʘ ʩʘ ʦʪʛʦʚʦʨʠʣʠ ʩʲʩ 7 Ăʘʙʩʦʣʶʪʥʦ 

ʩʲʛʣʘʩʝʥò ʠʣʠ 50,3% ʠ 11 ʩ 1 Ăʘʙʩʦʣʶʪʥʦ ʥʝʩʲʛʣʘʩʝʥò ʠʣʠ 3,1%. ʆʩʪʘʥʘʣʠʪʝ 

ʦʪʛʦʚʦʨʠ ʩʝ ʨʘʟʩʝʡʚʘʪ ʚ ʤʝʞʜʠʥʥʠʪʝ ʦʪʛʦʚʦʨʠ ʠ ʩʲʩʪʘʚʣʷʚʘʪ ʢʫʣʫʤʠʣʘʪʠʚʝʥ 

ʧʨʦʮʝʥʪ 49,7% (ʊʘʙʣʠʮʘ Ăʆ2ò ʄɹɸʃ ʥʘ ʇʨʠʣʦʞʝʥʠʝ ˉ 7). ʉʪʨʫʢʪʫʨʘʪʘ ʥʘ 

ʨʘʟʧʨʝʜʝʣʝʥʠʝʪʦ ʥʘ ʧʦʜʢʨʠʪʝʨʠʷ ʆ2 ʝ ʧʨʝʜʩʪʘʚʝʥʘ ʯʨʝʟ ʩʝʢʪʦʨʥʘ ʜʠʘʛʨʘʤʘ ʚ 

ʇʨʠʣʦʞʝʥʠʝ ˉ 9. 

ɺ ʯʘʩʪʪʘ ɺ2 Ăɽʣʝʤʝʥʪʠʪʝʥʥʘ ʬʠʟʠʯʝʩʢʦʪʦ ʦʙʢʨʲʞʝʥʠʝ ʩʘ ʧʨʠʚʣʝʢʘʪʝʣʥʠò, 128 

ʜʫʰʠ ʦʪ ʘʥʢʝʪʠʨʘʥʠʪʝ ʣʠʮʘ ʩʘ ʦʪʛʦʚʦʨʠʣʠ ʩʲʩ 7 Ăʘʙʩʦʣʶʪʥʦ ʩʲʛʣʘʩʝʥò ʠʣʠ 36,6%, 

47 ʩ 1 Ăʘʙʩʦʣʶʪʥʦ ʥʝʩʲʛʣʘʩʝʥò ʠʣʠ 13,4%. ʆʩʪʘʥʘʣʠʪʝ ʦʪʛʦʚʦʨʠ ʩʝ ʨʘʟʩʝʡʚʘʪ ʚ 

ʤʝʞʜʠʥʥʠʪʝ ʦʪʛʦʚʦʨʠ ʠ ʩʲʩʪʘʚʣʷʚʘʪ ʢʫʣʫʤʠʣʘʪʠʚʝʥ ʧʨʦʮʝʥʪ 63,4% (ʊʘʙʣʠʮʘ Ăɺ2ò 

ʄɹɸʃ ʥʘ ʇʨʠʣʦʞʝʥʠʝ ˉ 7). ʉʪʨʫʢʪʫʨʘʪʘ ʥʘ ʨʘʟʧʨʝʜʝʣʝʥʠʝʪʦ ʥʘ ʧʦʜʢʨʠʪʝʨʠʷ ɺ2 ʝ 

ʧʨʝʜʩʪʘʚʝʥʘ ʯʨʝʟ ʩʝʢʪʦʨʥʘ ʜʠʘʛʨʘʤʘ ʚ ʇʨʠʣʦʞʝʥʠʝ ˉ 9. 

ʂʦʝʬʠʮʠʝʥʪʲʪ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʧʦʜʢʨʠʪʝʨʠʷ ʄ2 ʚ ʯʘʩʪʪʘ ʆ2 ʝ 5,9, ʘ ʚ 

ʯʘʩʪʪʘ ɺ2 ï 5,0, ʢʦʝʪʦ ʧʦʢʘʟʚʘ, ʯʝ ʦʯʘʢʚʘʥʠʷʪʘ ʥʘʜʭʚʲʨʣʷʪ ʠ ʥʝʧʦʩʨʝʱʘʪ 

ʚʲʟʧʨʠʷʪʠʷʪʘ ʟʘ ʪʦʟʠ ʪʠʧ ʫʩʣʫʛʘ (ʊʘʙʣʠʮʘ ˉ 29).  

Á ʄ3 ʇʨʠʷʪʥʦ ʠ ʩʧʨʝʪʥʘʪʦ ʦʙʣʝʯʝʥ ʧʝʨʩʦʥʘʣ ʥʘ ʃɿɹʇ 

ɺ ʯʘʩʪʪʘ ʆ3 Ăʉʲʪʨʫʜʥʠʮʠʪʝ ʚ ʃɿ ʩʘ ʜʣʲʞʥʠ ʜʘ ʙʲʜʘʪ ʜʦʙʨʝ ʦʙʣʝʯʝʥʠ ʠ 

ʩʧʨʝʪʥʘʪʠò, 246 ʜʫʰʠ ʦʪ ʘʥʢʝʪʠʨʘʥʠʪʝ ʣʠʮʘ ʩʘ ʦʪʛʦʚʦʨʠʣʠ ʩʲʩ 7 Ăʘʙʩʦʣʶʪʥʦ 

ʩʲʛʣʘʩʝʥò ʠʣʠ 70,3% ʠ ʥʠʪʦ ʝʜʠʥ ʩ Ăʘʙʩʦʣʶʪʥʦ ʥʝʩʲʛʣʘʩʝʥò. ʆʩʪʘʥʘʣʠʪʝ ʦʪʛʦʚʦʨʠ 
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ʩʝ ʨʘʟʩʝʡʚʘʪ ʚ ʤʝʞʜʠʥʥʠʪʝ ʦʪʛʦʚʦʨʠ ʠ ʩʲʩʪʘʚʣʷʚʘʪ ʢʫʣʫʤʠʣʘʪʠʚʝʥ ʧʨʦʮʝʥʪ 29,7% 

(ʊʘʙʣʠʮʘ Ăʆ3ò ʄɹɸʃ ʥʘ ʇʨʠʣʦʞʝʥʠʝ ˉ 7). ʉʪʨʫʢʪʫʨʘʪʘ ʥʘ ʨʘʟʧʨʝʜʝʣʝʥʠʝʪʦ ʥʘ 

ʧʦʜʢʨʠʪʝʨʠʷ ʆ3 ʝ ʧʨʝʜʩʪʘʚʝʥʘ ʯʨʝʟ ʩʝʢʪʦʨʥʘ ʜʠʘʛʨʘʤʘ ʚ ʇʨʠʣʦʞʝʥʠʝ ˉ 9. 

ɺ ʯʘʩʪʪʘ ɺ3 Ăʉʲʪʨʫʜʥʠʮʠʪʝ ʚ ʃɿ ʩʘ ʜʦʙʨʝ ʦʙʣʝʯʝʥʠ ʠ ʩʧʨʝʪʥʘʪʠò, 186 ʜʫʰʠ ʦʪ 

ʘʥʢʝʪʠʨʘʥʠʪʝ ʣʠʮʘ ʩʘ ʦʪʛʦʚʦʨʠʣʠ ʩʲʩ 7 Ăʘʙʩʦʣʶʪʥʦ ʩʲʛʣʘʩʝʥò ʠʣʠ 53,1% ʠ ʥʠʪʦ 

ʝʜʠʥ ʩ 1 Ăʘʙʩʦʣʶʪʥʦ ʥʝʩʲʛʣʘʩʝʥò. ʆʩʪʘʥʘʣʠʪʝ ʦʪʛʦʚʦʨʠ ʩʝ ʨʘʟʩʝʡʚʘʪ ʚ ʤʝʞʜʠʥʥʠʪʝ 

ʦʪʛʦʚʦʨʠ ʠ ʩʲʩʪʘʚʣʷʚʘʪ ʢʫʣʫʤʠʣʘʪʠʚʝʥ ʧʨʦʮʝʥʪ 46,9% (ʊʘʙʣʠʮʘ Ăɺ3ò ʄɹɸʃ ʥʘ 

ʇʨʠʣʦʞʝʥʠʝ ˉ 7). ʉʪʨʫʢʪʫʨʘʪʘ ʥʘ ʨʘʟʧʨʝʜʝʣʝʥʠʝʪʦ ʥʘ ʧʦʜʢʨʠʪʝʨʠʷ ɺ3 ʝ 

ʧʨʝʜʩʪʘʚʝʥʘ ʯʨʝʟ ʩʝʢʪʦʨʥʘ ʜʠʘʛʨʘʤʘ ʚ ʇʨʠʣʦʞʝʥʠʝ ˉ 9. 

ʂʦʝʬʠʮʠʝʥʪʲʪ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʧʦʜʢʨʠʪʝʨʠʷ ʄ3 ʚ ʯʘʩʪʪʘ ʆ3 ʝ 6.4, ʘ ʚ 

ʯʘʩʪʪʘ ɺ3 ï 6.2, ʢʦʝʪʦ ʧʦʢʘʟʚʘ, ʯʝ ʦʯʘʢʚʘʥʠʷʪʘ ʥʘʜʭʚʲʨʣʷʪ ʠ ʥʝ ʧʦʩʨʝʱʘʪ 

ʚʲʟʧʨʠʷʪʠʷʪʘ ʟʘ ʪʦʟʠ ʪʠʧ ʫʩʣʫʛʘ (ʊʘʙʣʠʮʘ ˉ 29).  

Á ʄ4 ʉʲʦʪʚʝʪʩʪʚʠʝ ʥʘ ʚʲʥʰʥʠʷ ʚʠʜ ʥʘ ʝʣʝʤʝʥʪʠʪʝ ʥʘ ʃɿɹʇ 

ɺ ʯʘʩʪʪʘ ʆ4 Ăɺʲʥʰʥʠʷʪ ʚʠʜ ʥʘ ʝʣʝʤʝʥʪʠʪʝ ʥʘ ʬʠʟʠʯʝʩʢʦʪʦ ʦʙʢʨʲʞʝʥʠʝ ʥʘ ʃɿ 

ʪʨʷʙʚʘ ʜʘ ʩʲʦʪʚʝʪʩʪʚʘ ʥʘ ʪʠʧʘ ʥʘ ʧʨʝʜʩʪʘʚʷʥʘʪʘ ʫʩʣʫʛʘò, 198 ʜʫʰʠ ʦʪ 

ʘʥʢʝʪʠʨʘʥʠʪʝ ʣʠʮʘ ʩʘ ʦʪʛʦʚʦʨʠʣʠ ʩʲʩ 7 Ăʘʙʩʦʣʶʪʥʦ ʩʲʛʣʘʩʝʥò ʠʣʠ 56,6% ʠ ʥʠʪʦ 

ʝʜʠʥ ʩ Ăʘʙʩʦʣʶʪʥʦ ʥʝʩʲʛʣʘʩʝʥò. ʆʩʪʘʥʘʣʠʪʝ ʦʪʛʦʚʦʨʠ ʩʝ ʨʘʟʩʝʡʚʘʪ ʚ ʤʝʞʜʠʥʥʠʪʝ 

ʦʪʛʦʚʦʨʠ ʠ ʩʲʩʪʘʚʣʷʚʘʪ ʢʫʣʫʤʠʣʘʪʠʚʝʥ ʧʨʦʮʝʥʪ 43,4% (ʊʘʙʣʠʮʘ Ăʆ4ò ʄɹɸʃ ʥʘ 

ʇʨʠʣʦʞʝʥʠʝ ˉ 7). ʉʪʨʫʢʪʫʨʘʪʘ ʥʘ ʨʘʟʧʨʝʜʝʣʝʥʠʝʪʦ ʥʘ ʧʦʜʢʨʠʪʝʨʠʷ ʆ4 ʝ 

ʧʨʝʜʩʪʘʚʝʥʘ ʯʨʝʟ ʩʝʢʪʦʨʥʘ ʜʠʘʛʨʘʤʘ ʚ ʇʨʠʣʦʞʝʥʠʝ ˉ 9. 

ɺ ʯʘʩʪʪʘ ɺ4 Ăɺʲʥʰʥʠʷʪ ʚʠʜ ʥʘ ʝʣʝʤʝʥʪʠʪʝ ʥʘ ʬʠʟʠʯʝʩʢʦʪʦ ʦʙʢʨʲʞʝʥʠʝ ʥʘ ʃɿ 

ʩʲʦʪʚʝʪʩʪʚʘ ʥʘ ʪʠʧʘ ʥʘ ʧʨʝʜʩʪʘʚʷʥʘʪʘ ʫʩʣʫʛʘò, 69 ʜʫʰʠ ʦʪ ʘʥʢʝʪʠʨʘʥʠʪʝ ʣʠʮʘ ʩʘ 

ʦʪʛʦʚʦʨʠʣʠ ʩʲʩ 7 Ăʘʙʩʦʣʶʪʥʦ ʩʲʛʣʘʩʝʥò ʠʣʠ 19,7%, ʠ 12 ʩ 1 Ăʘʙʩʦʣʶʪʥʦ ʥʝʩʲʛʣʘʩʝʥò 

ʠʣʠ 3,4%. ʆʩʪʘʥʘʣʠʪʝ ʦʪʛʦʚʦʨʠ ʩʝ ʨʘʟʩʝʡʚʘʪ ʚ ʤʝʞʜʠʥʥʠʪʝ ʦʪʛʦʚʦʨʠ ʠ ʩʲʩʪʘʚʣʷʚʘʪ 

ʢʫʣʫʤʠʣʘʪʠʚʝʥ ʧʨʦʮʝʥʪ 80,3% (ʊʘʙʣʠʮʘ Ăɺ4ò ʄɹɸʃ ʥʘ ʇʨʠʣʦʞʝʥʠʝ ˉ 7). 

ʉʪʨʫʢʪʫʨʘʪʘ ʥʘ ʨʘʟʧʨʝʜʝʣʝʥʠʝʪʦ ʥʘ ʧʦʜʢʨʠʪʝʨʠʷ ɺ4 ʝ ʧʨʝʜʩʪʘʚʝʥʘ ʯʨʝʟ ʩʝʢʪʦʨʥʘ 

ʜʠʘʛʨʘʤʘ ʚ ʇʨʠʣʦʞʝʥʠʝ ˉ 9. 

ʂʦʝʬʠʮʠʝʥʪʲʪ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʧʦʜʢʨʠʪʝʨʠʷ ʄ4 (ʩʨʝʜʥʦ ʘʨʠʪʤʝʪʠʯʥʘʪʘ 

ʩʪʦʡʥʦʩʪ ʥʘ ʚʩʠʯʢʠ ʩʣʫʯʘʠ) ʚ ʯʘʩʪʪʘ ʆ4 ʝ 6,0, ʘ ʚ ʯʘʩʪʪʘ ɺ4 ï 5,19, ʢʦʝʪʦ 

ʧʦʢʘʟʚʘ, ʯʝ ʦʯʘʢʚʘʥʠʷʪʘ ʥʘʜʭʚʲʨʣʷʪ ʚʲʟʧʨʠʷʪʠʷʪʘ ʟʘ ʪʦʟʠ ʪʠʧ ʫʩʣʫʛʘ (ʊʘʙʣʠʮʘ 

ˉ 29).  

ʈʝʡʪʠʥʛʲʪ ʥʘ ʚʲʟʧʨʠʷʪʠʷʪʘ ʠ ʨʝʡʪʠʥʛʲʪ ʥʘ ʦʯʘʢʚʘʥʠʷʪʘ ʧʦ ʢʨʠʪʝʨʠʷ 

Ăʄʘʪʝʨʠʘʣʥʦʩʪò ʄ1 ï ʄ4 ʝ ʩʲʦʪʚʝʪʥʦ 5,6 ʠ 6,1 (ʬʠʛ. 30). ʏʘʩʪʥʠʷʪ ʠʥʜʝʢʩ ʥʘ 

ʢʘʯʝʩʪʚʦʪʦ ʟʘ ʢʨʠʪʝʨʠʷ ʄ1- ʄ4 ʝ ʦʪʨʠʮʘʪʝʣʝʥ (ï0,5), (ʊʘʙʣʠʮʘ ˉ 29).  
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ʌʠʛ. 29. ʏʘʩʪʝʥ ʢʦʝʬʠʮʠʝʥʪ ʥʘ ʢʘʯʝʩʪʚʦʪʦ Ăʄʘʪʝʨʠʘʣʥʦʩʪò ʄ1 ï ʄ4 - ʄɹɸʃ 

 

ɹ). ʂʨʠʪʝʨʠʡ Ăʅʘʜʝʞʥʦʩʪò (ʅ5 ï ʅ9)) 

ʈʘʟʛʣʝʞʜʘʤʝ ʧʨʦʤʝʥʣʠʚʠʪʝ (ʧʦʜʢʨʠʪʝʨʠʠ) ʅ5, ʅ6, ʅ7, ʅ8 ʠ ʅ9 ʥʘ ʢʨʠʪʝʨʠʷ 

Ăʅʘʜʝʞʜʥʦʩʪò (ʅ5 ï ʅ9) ʚ ʯʘʩʪʠʪʝ ʤʫ Ăʦʯʘʢʚʘʥʠʷò (ʆ1 ï ʆ4) ʠ Ăʚʲʟʧʨʠʷʪʠʷò (ɺ1 ï 

ɺ4).  

Á ʅ5 ʉʧʘʟʚʘʥʝ ʥʘ ʜʦʛʦʚʦʨʝʥʠʷ (ʦʙʝʱʘʥʠʷ) ʩʨʦʢ ʧʨʠ ʧʨʝʜʦʩʪʘʚʷʥʝ ʥʘ 

ʫʩʣʫʛʘʪʘ: 

ɺ ʯʘʩʪʪʘ ʆ5 Ăʂʦʛʘʪʦ ʃɿ ʦʙʝʱʘʝ ʜʘ ʧʨʝʜʦʩʪʘʚʠʫʩʣʫʛʘ ʚ ʦʧʨʝʜʝʣʝʥ ʩʨʦʢ, ʪʦ  ʝ 

ʜʣʲʞʥʦ ʜʘ ʠʟʧʲʣʥʠ ʦʙʝʱʘʥʠʝʪʦò, 197 ʜʫʰʠ ʦʪ ʘʥʢʝʪʠʨʘʥʠʪʝ ʣʠʮʘ ʩʘ ʦʪʛʦʚʦʨʠʣʠ 

ʩʲʩ 7 Ăʘʙʩʦʣʶʪʥʦ ʩʲʛʣʘʩʝʥò ʠʣʠ 36,3% ʠ ʥʠʪʦ ʝʜʠʥ ʩ Ăʘʙʩʦʣʶʪʥʦ ʥʝʩʲʛʣʘʩʝʥò. 

ʆʩʪʘʥʘʣʠʪʝ ʦʪʛʦʚʦʨʠ ʩʝ ʨʘʟʩʝʡʚʘʪ ʚ ʤʝʞʜʠʥʥʠʪʝ ʦʪʛʦʚʦʨʠ ʠ ʩʲʩʪʘʚʣʷʚʘʪ 

ʢʫʣʫʤʠʣʘʪʠʚʝʥ ʧʨʦʮʝʥʪ 32,6% (ʊʘʙʣʠʮʘ Ăʆ5ò ʄɹɸʃ ʥʘ ʇʨʠʣʦʞʝʥʠʝ ˉ 7). 

ʉʪʨʫʢʪʫʨʘʪʘ ʥʘ ʨʘʟʧʨʝʜʝʣʝʥʠʝʪʦ ʥʘ ʧʦʜʢʨʠʪʝʨʠʷ ʆ5 ʝ ʧʨʝʜʩʪʘʚʝʥʘ ʯʨʝʟ ʩʝʢʪʦʨʥʘ 

ʜʠʘʛʨʘʤʘ ʚ ʇʨʠʣʦʞʝʥʠʝ ˉ 9. 

ɺ ʯʘʩʪʪʘ ɺ5 Ăʂʦʛʘʪʦ ʃɿ ʦʙʝʱʘʝ ʜʘ ʧʨʝʜʦʩʪʘʚʠʫʩʣʫʛʘ ʚ ʦʧʨʝʜʝʣʝʥ ʩʨʦʢ, ʪʦ 

ʠʟʧʲʣʥʷʚʘ ʪʦʚʘ  ʦʙʝʱʘʥʠʝòʝò, 106 ʜʫʰʠ ʦʪ ʘʥʢʝʪʠʨʘʥʠʪʝ ʣʠʮʘ ʩʘ ʦʪʛʦʚʦʨʠʣʠ ʩʲʩ 7 

Ăʘʙʩʦʣʶʪʥʦ ʩʲʛʣʘʩʝʥò ʠʣʠ 30,3% ʠ 12 ʩ ʘʙʩʦʣʶʪʥʦ ʥʝʩʲʛʣʘʩʝʥ ʠʣʠ 3,4%. 

ʆʩʪʘʥʘʣʠʪʝ ʦʪʛʦʚʦʨʠ ʩʝ ʨʘʟʩʝʡʚʘʪ ʚ ʤʝʞʜʠʥʥʠʪʝ ʦʪʛʦʚʦʨʠ ʠ ʩʲʩʪʘʚʣʷʚʘʪ 

ʢʫʣʫʤʠʣʘʪʠʚʝʥ ʧʨʦʮʝʥʪ 69,7% (ʊʘʙʣʠʮʘ Ăɺ5ò ʄɹɸʃ ʥʘ ʇʨʠʣʦʞʝʥʠʝ ˉ 7). 

ʉʪʨʫʢʪʫʨʘʪʘ ʥʘ ʨʘʟʧʨʝʜʝʣʝʥʠʝʪʦ ʥʘ ʧʦʜʢʨʠʪʝʨʠʷ ɺ5 ʝ ʧʨʝʜʩʪʘʚʝʥʘ ʯʨʝʟ ʩʝʢʪʦʨʥʘ 

ʜʠʘʛʨʘʤʘ ʚ ʇʨʠʣʦʞʝʥʠʝ ˉ 9. 

ʂʦʝʬʠʮʠʝʥʪʲʪ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʧʦʜʢʨʠʪʝʨʠʷ ʅ5 (ʩʨʝʜʥʦ ʘʨʠʪʤʝʪʠʯʥʘʪʘ 

ʩʪʦʡʥʦʩʪ ʥʘ ʚʩʠʯʢʠ ʩʣʫʯʘʠ) ʚ ʯʘʩʪʪʘ ʆ5 ʝ 6,24, ʘ ʚ ʯʘʩʪʪʘ ɺ5 ï 5,65, ʢʦʝʪʦ 
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ʧʦʢʘʟʚʘ, ʯʝ ʦʯʘʢʚʘʥʠʷʪʘ ʥʘʜʭʚʲʨʣʷʪ ʠ ʥʝ ʧʦʩʨʝʱʘʪ ʚʲʟʧʨʠʷʪʠʷʪʘ ʟʘ ʪʦʟʠ ʪʠʧ 

ʫʩʣʫʛʘ (ʊʘʙʣʠʮʘ ˉ 29).  

Á ʅ6 ʇʨʦʷʚʘ ʥʘ ʩʲʯʫʚʩʪʚʠʝ ʢʲʤ ʧʘʮʠʝʥʪʠʪʝ ʧʨʠ ʚʲʟʥʠʢʚʘʥʝ ʥʘ 

ʧʨʦʙʣʝʤ 

ɺ ʯʘʩʪʪʘ ʆ6 Ăʂʦʛʘʪʦ ʫ ʧʦʪʨʝʙʠʪʝʣʷ ʚʲʟʥʠʢʥʝ ʧʨʦʙʣʝʤ ʃɿ, ʝ ʜʣʲʞʥʦ ʜʘ ʧʨʦʷʚʠ 

ʩʲʯʫʚʩʪʚʠʝ ʠ ʜʘ ʩʝ ʩʪʨʝʤʠ ʜʘ ʫʩʧʦʢʦʠ ʧʦʪʨʝʙʠʪʝʣʠʪʝò, 162 ʜʫʰʠ ʦʪ ʘʥʢʝʪʠʨʘʥʠʪʝ 

ʣʠʮʘ ʩʘ ʦʪʛʦʚʦʨʠʣʠ ʩʲʩ 7 Ăʘʙʩʦʣʶʪʥʦ ʩʲʛʣʘʩʝʥò ʠʣʠ 46,3% ʠ ʥʠʪʦ ʝʜʠʥ ʩ 1 

Ăʘʙʩʦʣʶʪʥʦ ʥʝʩʲʛʣʘʩʝʥò. ʆʩʪʘʥʘʣʠʪʝ ʦʪʛʦʚʦʨʠ ʩʝ ʨʘʟʩʝʡʚʘʪ ʚ ʤʝʞʜʠʥʥʠʪʝ 

ʦʪʛʦʚʦʨʠ ʠ ʩʲʩʪʘʚʣʷʚʘʪ ʢʫʣʫʤʠʣʘʪʠʚʝʥ ʧʨʦʮʝʥʪ 53,7% (ʊʘʙʣʠʮʘ Ăʆ6ò ʄɹɸʃ ʥʘ 

ʇʨʠʣʦʞʝʥʠʝ ˉ 7). ʉʪʨʫʢʪʫʨʘʪʘ ʥʘ ʨʘʟʧʨʝʜʝʣʝʥʠʝʪʦ ʥʘ ʧʦʜʢʨʠʪʝʨʠʷ ʆ6 ʝ 

ʧʨʝʜʩʪʘʚʝʥʘ ʯʨʝʟ ʩʝʢʪʦʨʥʘ ʜʠʘʛʨʘʤʘ ʚ ʇʨʠʣʦʞʝʥʠʝ ˉ 9. 

ɺ ʯʘʩʪʪʘ ɺ6 Ăʂʦʛʘʪʦ ʫ ɺʘʩ ʚʲʟʥʠʢʥʝ ʧʨʦʙʣʝʤ ʃɿ ʧʨʦʷʚʷʚʘ ʩʲʯʫʚʩʪʚʠʝ ʠ ʩʝ 

ʩʪʨʝʤʠ ʜʘ ɺʠ ʫʩʧʦʢʦʠò, 105 ʜʫʰʠ ʦʪ ʘʥʢʝʪʠʨʘʥʠʪʝ ʣʠʮʘ ʩʘ ʦʪʛʦʚʦʨʠʣʠ ʩʲʩ 7 

Ăʘʙʩʦʣʶʪʥʦ ʩʲʛʣʘʩʝʥò ʠʣʠ 30%, ʠ 12 ʩ 1 Ăʘʙʩʦʣʶʪʥʦ ʥʝʩʲʛʣʘʩʝʥò ʠʣʠ 3,4%. 

ʆʩʪʘʥʘʣʠʪʝ ʦʪʛʦʚʦʨʠ ʩʝ ʨʘʟʩʝʡʚʘʪ ʚ ʤʝʞʜʠʥʥʠʪʝ ʦʪʛʦʚʦʨʠ ʠ ʩʲʩʪʘʚʣʷʚʘʪ 

ʢʫʣʫʤʠʣʘʪʠʚʝʥ ʧʨʦʮʝʥʪ 70% (ʊʘʙʣʠʮʘ Ăɺ6ò ʄɹɸʃ ʥʘ ʇʨʠʣʦʞʝʥʠʝ ˉ 7). 

ʉʪʨʫʢʪʫʨʘʪʘ ʥʘ ʨʘʟʧʨʝʜʝʣʝʥʠʝʪʦ ʥʘ ʧʦʜʢʨʠʪʝʨʠʷ ɺ6 ʝ ʧʨʝʜʩʪʘʚʝʥʘ ʯʨʝʟ ʩʝʢʪʦʨʥʘ 

ʜʠʘʛʨʘʤʘ ʚ ʇʨʠʣʦʞʝʥʠʝ ˉ 9. 

ʂʦʝʬʠʮʠʝʥʪʲʪ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʧʦʜʢʨʠʪʝʨʠʷ ʅ6 (ʩʨʝʜʥʦ ʘʨʠʪʤʝʪʠʯʥʘʪʘ 

ʩʪʦʡʥʦʩʪ ʥʘ ʚʩʠʯʢʠ ʩʣʫʯʘʠ) ʚ ʯʘʩʪʪʘ ʆ6 ʝ 6,27, ʘ ʚ ʯʘʩʪʪʘ ɺ6 ï 5,77, ʢʦʝʪʦ 

ʧʦʢʘʟʚʘ, ʯʝ ʦʯʘʢʚʘʥʠʷʪʘ ʥʘʜʭʚʲʨʣʷʪ ʚʲʟʧʨʠʷʪʠʷʪʘ ʟʘ ʪʦʟʠ ʪʠʧ ʫʩʣʫʛʘ (ʊʘʙʣʠʮʘ 

ˉ 29).  

Á ʅ7 ʅʘʜʝʞʜʥʘ ʨʝʧʫʪʘʮʠʷ ʥʘ ʃɿ 

ɺ ʯʘʩʪʪʘ ʆ7 Ăʃɿ ʝ ʜʣʲʞʥʦ ʜʘ ʠʤʘ ʥʘʜʝʞʜʥʘ ʨʝʧʫʪʘʮʠʷò, 222 ʜʫʰʠ ʦʪ 

ʘʥʢʝʪʠʨʘʥʠʪʝ ʣʠʮʘ ʩʘ ʦʪʛʦʚʦʨʠʣʠ ʩʲʩ 7 Ăʘʙʩʦʣʶʪʥʦ ʩʲʛʣʘʩʝʥò ʠʣʠ 63,4% ʠ ʥʠʪʦ 

ʝʜʠʥ ʩ Ăʘʙʩʦʣʶʪʥʦ ʥʝʩʲʛʣʘʩʝʥò. ʆʩʪʘʥʘʣʠʪʝ ʦʪʛʦʚʦʨʠ ʩʝ ʨʘʟʩʝʡʚʘʪ ʚ ʤʝʞʜʠʥʥʠʪʝ 

ʦʪʛʦʚʦʨʠ ʠ ʩʲʩʪʘʚʣʷʚʘʪ ʢʫʣʫʤʠʣʘʪʠʚʝʥ ʧʨʦʮʝʥʪ 36,6% (ʊʘʙʣʠʮʘ Ăʆ7ò ʄɹɸʃ ʥʘ 

ʇʨʠʣʦʞʝʥʠʝ ˉ 7). ʉʪʨʫʢʪʫʨʘʪʘ ʥʘ ʨʘʟʧʨʝʜʝʣʝʥʠʝʪʦ ʥʘ ʧʦʜʢʨʠʪʝʨʠʷ ʆ7 ʝ 

ʧʨʝʜʩʪʘʚʝʥʘ ʯʨʝʟ ʩʝʢʪʦʨʥʘ ʜʠʘʛʨʘʤʘ ʚ ʇʨʠʣʦʞʝʥʠʝ ˉ 9. 

ɺ ʯʘʩʪʪʘ ɺ7 Ăʃɿ ʠʤʘ ʥʘʜʝʞʜʥʘ ʨʝʧʫʪʘʮʠʷò, 139 ʜʫʰʠ ʦʪ ʘʥʢʝʪʠʨʘʥʠʪʝ ʣʠʮʘ ʩʘ 

ʦʪʛʦʚʦʨʠʣʠ ʩʲʩ 7 Ăʘʙʩʦʣʶʪʥʦ ʩʲʛʣʘʩʝʥò ʠʣʠ 39,7% ʠ 12 ʩ Ăʘʙʩʦʣʶʪʥʦ ʥʝʩʲʛʣʘʩʝʥò 

ʠʣʠ 3,4%. ʆʩʪʘʥʘʣʠʪʝ ʦʪʛʦʚʦʨʠ ʩʝ ʨʘʟʩʝʡʚʘʪ ʚ ʤʝʞʜʠʥʥʠʪʝ ʦʪʛʦʚʦʨʠ ʠ ʩʲʩʪʘʚʣʷʚʘʪ 

ʢʫʣʫʤʠʣʘʪʠʚʝʥ ʧʨʦʮʝʥʪ 60,3% (ʊʘʙʣʠʮʘ Ăɺ7ò ʄɹɸʃ ʥʘ ʇʨʠʣʦʞʝʥʠʝ ˉ 7). 

ʉʪʨʫʢʪʫʨʘʪʘ ʥʘ ʨʘʟʧʨʝʜʝʣʝʥʠʝʪʦ ʥʘ ʧʦʜʢʨʠʪʝʨʠʷ ɺ7 ʝ ʧʨʝʜʩʪʘʚʝʥʘ ʯʨʝʟ ʩʝʢʪʦʨʥʘ 

ʜʠʘʛʨʘʤʘ ʚ ʇʨʠʣʦʞʝʥʠʝ ˉ 9. 
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ʂʦʝʬʠʮʠʝʥʪʲʪ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʧʦʜʢʨʠʪʝʨʠʷ ʅ7 (ʩʨʝʜʥʦ ʘʨʠʪʤʝʪʠʯʥʘʪʘ 

ʩʪʦʡʥʦʩʪ ʥʘ ʚʩʠʯʢʠ ʩʣʫʯʘʠ) ʚ ʯʘʩʪʪʘ ʆ7 ʝ 6,47, ʘ ʚ ʯʘʩʪʪʘ ɺ6 ï 5,8, ʢʦʝʪʦ 

ʧʦʢʘʟʚʘ, ʯʝ ʦʯʘʢʚʘʥʠʷʪʘ ʥʘʜʚʠʰʘʚʘʪ ʚʲʟʧʨʠʷʪʠʷʪʘ ʟʘ ʪʦʟʠ ʪʠʧ ʫʩʣʫʛʘ 

(ʊʘʙʣʠʮʘ ˉ 29).  

Á ʅ8 ʇʨʝʜʦʩʪʘʚʷʥʝ ʥʘ ʫʩʣʫʛʘʪʘ ʚ ʦʙʝʱʘʥʦʪʦ ʚʨʝʤʝ 

ɺ ʯʘʩʪʪʘ ʆ8 Ăʃɿ ʝ ʜʣʲʞʥʦ ʜʘ ʧʨʝʜʦʩʪʘʚʷ ʫʩʣʫʛʠʪʝ ʚ ʦʙʝʱʘʥʦʪʦ ʚʨʝʤʝò, 232 

ʜʫʰʠ ʦʪ ʘʥʢʝʪʠʨʘʥʠʪʝ ʣʠʮʘ ʩʘ ʦʪʛʦʚʦʨʠʣʠ ʩʲʩ 7 Ăʘʙʩʦʣʶʪʥʦ ʩʲʛʣʘʩʝʥò ʠʣʠ 66,3% ʠ 

ʥʠʪʦ ʝʜʠʥ ʩ Ăʘʙʩʦʣʶʪʥʦ ʥʝʩʲʛʣʘʩʝʥò. ʆʩʪʘʥʘʣʠʪʝ ʦʪʛʦʚʦʨʠ ʩʝ ʨʘʟʩʝʡʚʘʪ ʚ 

ʤʝʞʜʠʥʥʠʪʝ ʦʪʛʦʚʦʨʠ ʠ ʩʲʩʪʘʚʣʷʚʘʪ ʢʫʣʫʤʠʣʘʪʠʚʝʥ ʧʨʦʮʝʥʪ 33,7% (ʊʘʙʣʠʮʘ Ăʆ8ò 

ʄɹɸʃ ʥʘ ʇʨʠʣʦʞʝʥʠʝ ˉ 7). ʉʪʨʫʢʪʫʨʘʪʘ ʥʘ ʨʘʟʧʨʝʜʝʣʝʥʠʝʪʦ ʥʘ ʧʦʜʢʨʠʪʝʨʠʷ ʆ8 ʝ 

ʧʨʝʜʩʪʘʚʝʥʘ ʯʨʝʟ ʩʝʢʪʦʨʥʘ ʜʠʘʛʨʘʤʘ ʚ ʇʨʠʣʦʞʝʥʠʝ ˉ 9. 

ɺ ʯʘʩʪʪʘ ɺ8 Ăʃɿ ʧʨʝʜʦʩʪʘʚʷ ʫʩʣʫʛʠʪʝ ʚ ʦʙʝʱʘʥʦʪʦ ʚʨʝʤʝò, 163 ʜʫʰʠ ʦʪ 

ʘʥʢʝʪʠʨʘʥʠʪʝ ʣʠʮʘ ʩʘ ʦʪʛʦʚʦʨʠʣʠ ʩʲʩ 7 Ăʘʙʩʦʣʶʪʥʦ ʩʲʛʣʘʩʝʥò ʠʣʠ 46,6% ʠ 12 ʩ 

Ăʘʙʩʦʣʶʪʥʦ ʥʝʩʲʛʣʘʩʝʥò ʠʣʠ 3,4%. ʆʩʪʘʥʘʣʠʪʝ ʦʪʛʦʚʦʨʠ ʩʝ ʨʘʟʩʝʡʚʘʪ ʚ 

ʤʝʞʜʠʥʥʠʪʝ ʦʪʛʦʚʦʨʠ ʠ ʩʲʩʪʘʚʣʷʚʘʪ ʢʫʣʫʤʠʣʘʪʠʚʝʥ ʧʨʦʮʝʥʪ 69,7% (ʊʘʙʣʠʮʘ Ăɺ8ò 

ʄɹɸʃ ʥʘ ʇʨʠʣʦʞʝʥʠʝ ˉ 7). ʉʪʨʫʢʪʫʨʘʪʘ ʥʘ ʨʘʟʧʨʝʜʝʣʝʥʠʝʪʦ ʥʘ ʧʦʜʢʨʠʪʝʨʠʷ ɺ8 ʝ 

ʧʨʝʜʩʪʘʚʝʥʘ ʯʨʝʟ ʩʝʢʪʦʨʥʘ ʜʠʘʛʨʘʤʘ ʚ ʇʨʠʣʦʞʝʥʠʝ ˉ 9. 

ʂʦʝʬʠʮʠʝʥʪʲʪ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʧʦʜʢʨʠʪʝʨʠʷ ʅ8 (ʩʨʝʜʥʦ ʘʨʠʪʤʝʪʠʯʥʘʪʘ 

ʩʪʦʡʥʦʩʪ ʥʘ ʚʩʠʯʢʠ ʩʣʫʯʘʠ) ʚ ʯʘʩʪʪʘ ʆ8 ʝ 6.4, ʘ ʚ ʯʘʩʪʪʘ ɺ8 ï 5,8, ʢʦʝʪʦ 

ʧʦʢʘʟʚʘ, ʯʝ ʦʯʘʢʚʘʥʠʷʪʘ ʥʘʜʭʚʲʨʣʷʪ ʠ ʥʝ ʧʦʩʨʝʱʘʪ ʚʲʟʧʨʠʷʪʠʷʪʘ ʟʘ ʪʦʟʠ ʪʠʧ 

ʫʩʣʫʛʘ (ʊʘʙʣʠʮʘ ˉ 29).  

Á ʅ9 ɸʢʫʨʘʪʥʦ ʚʦʜʝʥʝ ʥʘ ʟʘʧʠʩʠʪʝ ʦʪ ʃɿ 

ɺ ʯʘʩʪʪʘ ʆ9 Ăʃɿ ʝ ʜʣʲʞʥʦ ʜʘ ʚʦʜʠ ʟʘʧʠʩʠʪʝ ʘʢʫʨʘʪʥʦò, 234 ʜʫʰʠ ʦʪ 

ʘʥʢʝʪʠʨʘʥʠʪʝ ʣʠʮʘ ʩʘ ʦʪʛʦʚʦʨʠʣʠ ʩʲʩ 7 Ăʘʙʩʦʣʶʪʥʦ ʩʲʛʣʘʩʝʥò ʠʣʠ 66,9% ʠ ʥʠʪʦ 

ʝʜʠʥ ʩ Ăʘʙʩʦʣʶʪʥʦ ʥʝʩʲʛʣʘʩʝʥò. ʆʩʪʘʥʘʣʠʪʝ ʦʪʛʦʚʦʨʠ ʩʝ ʨʘʟʩʝʡʚʘʪ ʚ ʤʝʞʜʠʥʥʠʪʝ 

ʦʪʛʦʚʦʨʠ ʠ ʩʲʩʪʘʚʣʷʚʘʪ ʢʫʣʫʤʠʣʘʪʠʚʝʥ ʧʨʦʮʝʥʪ 33,1% (ʊʘʙʣʠʮʘ Ăʆ9ò ʄɹɸʃ ʥʘ 

ʇʨʠʣʦʞʝʥʠʝ ˉ 7). ʉʪʨʫʢʪʫʨʘʪʘ ʥʘ ʨʘʟʧʨʝʜʝʣʝʥʠʝʪʦ ʥʘ ʧʦʜʢʨʠʪʝʨʠʷ ʆ9 ʝ 

ʧʨʝʜʩʪʘʚʝʥʘ ʯʨʝʟ ʩʝʢʪʦʨʥʘ ʜʠʘʛʨʘʤʘ ʚ ʇʨʠʣʦʞʝʥʠʝ ˉ 9. 

ʀʟʩʣʝʜʚʘʥʘ ʝ ʟʘʚʠʟʠʤʦʩʪʪʘ ʤʝʞʜʫ ʆ9 ʠ SQI ʯʨʝʟ ʥʝʧʘʨʘʤʤʝʪʨʠʯʥʘ 

ʢʦʨʝʣʘʮʠʷ. ʈʘʥʛʦʚʠʷʪ ʢʦʝʬʠʮʠʝʥʪ ʥʘ ʉʧʠʨʤʘʥ (ɟ), ʫʩʪʘʥʦʚʝʥ ʝʤʧʠʨʠʯʥʦ (-

0,161) ʝ ʧʦ ï ʛʦʣʷʤ ʦʪ ʪʝʦʨʝʪʠʯʥʘʪʘ ʩʪʦʡʥʦʩʪ ʦʪ 0,10 ʧʨʠ 95% ʠ 0,15 ʧʨʠ 

99% ʜʦʚʝʨʠʪʝʣʥʘ ʚʝʨʦʷʪʥʦʩʪ. ʆʪ ʢʲʜʝʪʦ ʩʣʝʜʚʘ, ʯʝ ʤʝʞʜʫ ʆ9 ʠ SQI ʠʤʘ 

ʩʪʘʪʠʩʪʠʯʝʩʢʠ ʟʥʘʯʠʤʘ (ʧʨʠ ɟ = 99%) ʦʙʨʘʪʥʦʧʨʦʧʦʨʮʠʦʥʘʣʥʘ ʚʨʲʟʢʘ. 

ɺ ʯʘʩʪʪʘ ɺ9 Ăʃɿ ʚʦʜʠ ʟʘʧʠʩʠʪʝ ʘʢʫʨʘʪʥʦò, 127 ʜʫʰʠ ʦʪ ʘʥʢʝʪʠʨʘʥʠʪʝ ʣʠʮʘ ʩʘ 

ʦʪʛʦʚʦʨʠʣʠ ʩʲʩ 7 Ăʘʙʩʦʣʶʪʥʦ ʩʲʛʣʘʩʝʥò ʠʣʠ 36,3% ʠ 12 ʩ Ăʘʙʩʦʣʶʪʥʦ ʥʝʩʲʛʣʘʩʝʥò 

ʠʣʠ 3,4%. ʆʩʪʘʥʘʣʠʪʝ ʦʪʛʦʚʦʨʠ ʩʝ ʨʘʟʩʝʡʚʘʪ ʚ ʤʝʞʜʠʥʥʠʪʝ ʦʪʛʦʚʦʨʠ ʠ ʩʲʩʪʘʚʣʷʚʘʪ 
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ʢʫʣʫʤʠʣʘʪʠʚʝʥ ʧʨʦʮʝʥʪ 33,1% (ʊʘʙʣʠʮʘ Ăɺ9ò ʄɹɸʃ ʥʘ ʇʨʠʣʦʞʝʥʠʝ ˉ 7). 

ʉʪʨʫʢʪʫʨʘʪʘ ʥʘ ʨʘʟʧʨʝʜʝʣʝʥʠʝʪʦ ʥʘ ʧʦʜʢʨʠʪʝʨʠʷ ɺ9 ʝ ʧʨʝʜʩʪʘʚʝʥʘ ʯʨʝʟ ʩʝʢʪʦʨʥʘ 

ʜʠʘʛʨʘʤʘ ʚ ʇʨʠʣʦʞʝʥʠʝ ˉ 9. 

ʀʟʩʣʝʜʚʘʥʘ ʝ ʟʘʚʠʩʠʤʦʩʪʪʘ ʤʝʞʜʫ ɺ9 ʠ SQI ʯʨʝʟ ʥʝʧʘʨʘʤʝʪʨʠʯʥʘ 

ʢʦʨʝʣʘʮʠʷ. ʈʘʥʛʦʚʠʷʪ ʢʦʝʬʠʮʠʝʥʪ ʥʘ ʉʧʠʨʤʘʥ (ɟ), ʫʩʪʘʥʦʚʝʥ ʝʤʧʠʨʠʯʥʦ 

(0,308) ʝ ʧʦ ï ʛʦʣʷʤ ʦʪ ʪʝʦʨʝʪʠʯʥʘʪʘ ʩʪʦʡʥʦʩʪ ʦʪ 0,10 ʧʨʠ 95% ʠ 0,15 ʧʨʠ 

99% ʜʦʚʝʨʠʪʝʣʥʘ ʚʝʨʦʷʪʥʦʩʪ. ʆʪ ʢʲʜʝʪʦ ʩʣʝʜʚʘ, ʯʝ ʤʝʞʜʫ ɺ9 ʠ SQI ʠʤʘ 

ʩʪʘʪʠʩʪʠʯʝʩʢʠ ʟʥʘʯʠʤʘ (ʧʨʠ ɟ = 95%) ʧʨʘʚʦʧʨʦʧʦʨʮʠʦʥʘʣʥʘ ʚʨʲʟʢʘ. 

ʂʦʝʬʠʮʠʝʥʪʲʪ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʧʦʜʢʨʠʪʝʨʠʷ ʅ9 (ʩʨʝʜʥʦ ʘʨʠʪʤʝʪʠʯʥʘʪʘ 

ʩʪʦʡʥʦʩʪ ʥʘ ʚʩʠʯʢʠ ʩʣʫʯʘʠ) ʚ ʯʘʩʪʪʘ ʆ9 ʝ 6,45, ʘ ʚ ʯʘʩʪʪʘ ɺ9 ï 5,96, ʢʦʝʪʦ 

ʧʦʢʘʟʚʘ, ʯʝ ʦʯʘʢʚʘʥʠʷʪʘ ʥʘʜʭʚʲʨʣʷʪ ʠ ʥʝ ʧʦʩʨʝʱʘʪ ʚʲʟʧʨʠʷʪʠʷʪʘ ʟʘ ʪʦʟʠ ʪʠʧ 

ʫʩʣʫʛʘ (ʊʘʙʣʠʮʘ ˉ 29).  

ʈʝʡʪʠʥʛʲʪ ʥʘ ʚʲʟʧʨʠʷʪʠʷʪʘ ʠ ʨʝʡʪʠʥʛʲʪ ʥʘ ʦʯʘʢʚʘʥʠʷʪʘ ʧʦ ʢʨʠʪʝʨʠʷ 

Ăʅʘʜʝʞʜʥʦʩʪò ʅ5 ï ʅ9 ʝ ʩʲʦʪʚʝʪʥʦ 5,79 ʠ 6.36 (ʬʠʛ. 31). ʏʘʩʪʥʠʷʪ ʠʥʜʝʢʩ ʥʘ 

ʢʘʯʝʩʪʚʦʪʦ ʟʘ ʢʨʠʪʝʨʠʷ ʅ5 ï ʅ9 ʝ ʧʦʪʨʠʮʘʪʝʣʝʥ ( - 0,6), (ʊʘʙʣʠʮʘ ˉ 29).  

 

 

 

ʌʠʛ. 31  ʏʘʩʪʝʥ ʢʦʝʬʠʮʠʝʥʪ ʥʘ ʢʘʯʝʩʪʚʦʪʦ Ăʅʘʜʝʞʜʥʦʩʪò ʅ5 ï ʅ9 ï ʄɹɸʃ  

 

ɺ). ʂʨʠʪʝʨʠʡ Ăʆʪʟʠʚʯʠʚʦʩʪò (ʆ10 ï ʆ13), 

Á ʆ10 ʇʝʨʩʦʥʘʣʲʪ ʥʘ ʃɿ ʝ ʜʠʩʮʠʧʣʠʠʨʘʥ 

ɺ ʯʘʩʪʪʘ ʆ10 Ăʆʪ ʃɿ ʥʝ ʩʣʝʜʚʘ ʜʘ ʩʝ ʦʯʘʢʚʘ, ʯʝ ʱʝ ʠʥʬʦʨʤʠʨʘ 

ʧʦʪʨʝʙʠʪʝʣʠʪʝ, ʢʦʛʘ ʪʦʯʥʦ ʱʝ ʙʲʜʝ ʧʨʝʜʦʩʪʘʚʝʥʘ ʫʩʣʫʛʘʪʘò, 22 ʜʫʰʠ ʦʪ 

ʘʥʢʝʪʠʨʘʥʠʪʝ ʣʠʮʘ ʩʘ ʦʪʛʦʚʦʨʠʣʠ ʩʲʩ 7 Ăʘʙʩʦʣʶʪʥʦ ʩʲʛʣʘʩʝʥò ʠʣʠ 6,3% ʠ 116 ʩ 1 

Ăʘʙʩʦʣʶʪʥʦ ʥʝʩʲʛʣʘʩʝʥò, ʠʣʠ 33,1%. ʆʩʪʘʥʘʣʠʪʝ ʦʪʛʦʚʦʨʠ ʩʝ ʨʘʟʩʝʡʚʘʪ ʚ 
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ʤʝʞʜʠʥʥʠʪʝ ʦʪʛʦʚʦʨʠ ʠ ʩʲʩʪʘʚʣʷʚʘʪ ʢʫʣʫʤʠʣʘʪʠʚʝʥ ʧʨʦʮʝʥʪ 93,7% (ʊʘʙʣʠʮʘ Ăʆ10ò 

ʄɹɸʃ ʥʘ ʇʨʠʣʦʞʝʥʠʝ ˉ 7). ʉʪʨʫʢʪʫʨʘʪʘ ʥʘ ʨʘʟʧʨʝʜʝʣʝʥʠʝʪʦ ʥʘ ʧʦʜʢʨʠʪʝʨʠʷ ʆ10 

ʝ ʧʨʝʜʩʪʘʚʝʥʘ ʯʨʝʟ ʩʝʢʪʦʨʥʘ ʜʠʘʛʨʘʤʘ ʚ ʇʨʠʣʦʞʝʥʠʝ ˉ 9. 

ɺ ʯʘʩʪʪʘ ɺ10 Ăʃɿ ʠʥʬʦʨʤʠʨʘ ʧʦʪʨʝʙʠʪʝʣʠʪʝ, ʢʦʛʘ ʪʦʯʥʦ ʱʝ ʙʲʜʝ 

ʧʨʝʜʦʜʪʘʚʝʥʘ ʫʩʣʫʛʘʪʘò, 94 ʜʫʰʠ ʦʪ ʘʥʢʝʪʠʨʘʥʠʪʝ ʣʠʮʘ ʩʘ ʦʪʛʦʚʦʨʠʣʠ ʩʲʩ 7 

Ăʘʙʩʦʣʶʪʥʦ ʩʲʛʣʘʩʝʥò ʠʣʠ 26,9% ʠ 12 ʩ Ăʘʙʩʦʣʶʪʥʦ ʥʝʩʲʛʣʘʩʝʥò ʠʣʠ 3,4%. 

ʆʩʪʘʥʘʣʠʪʝ ʦʪʛʦʚʦʨʠ ʩʝ ʨʘʟʩʝʡʚʘʪ ʚ ʤʝʞʜʠʥʥʠʪʝ ʦʪʛʦʚʦʨʠ ʠ ʩʲʩʪʘʚʣʷʚʘʪ 

ʢʫʣʫʤʠʣʘʪʠʚʝʥ ʧʨʦʮʝʥʪ 73,1% (ʊʘʙʣʠʮʘ Ăɺ10ò ʄɹɸʃ ʥʘ ʇʨʠʣʦʞʝʥʠʝ ˉ 7). 

ʉʪʨʫʢʪʫʨʘʪʘ ʥʘ ʨʘʟʧʨʝʜʝʣʝʥʠʝʪʦ ʥʘ ʧʦʜʢʨʠʪʝʨʠʷ ɺ10 ʝ ʧʨʝʜʩʪʘʚʝʥʘ ʯʨʝʟ ʩʝʢʪʦʨʥʘ 

ʜʠʘʛʨʘʤʘ ʚ ʇʨʠʣʦʞʝʥʠʝ ˉ 9. 

ʂʦʝʬʠʮʠʝʥʪʲʪ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʧʦʜʢʨʠʪʝʨʠʷ ʆ10 (ʩʨʝʜʥʦ ʘʨʠʪʤʝʪʠʯʥʘʪʘ 

ʩʪʦʡʥʦʩʪ ʥʘ ʚʩʠʯʢʠ ʩʣʫʯʘʠ) ʚ ʯʘʩʪʪʘ ʆ10 ʝ 3,64,  ʘ ʚ ʯʘʩʪʪʘ ɺ10 ï 5,65, ʢʦʝʪʦ 

ʧʦʢʘʟʚʘ, ʯʝ ʦʯʘʢʚʘʥʠʷʪʘ ʧʦʩʨʝʱʘʪ ʚʲʟʧʨʠʷʪʠʷʪʘ ʟʘ ʪʦʟʠ ʪʠʧ ʫʩʣʫʛʘ (ʊʘʙʣʠʮʘ 

ˉ 29).  

Á ʆ11 ʉʚʦʝʚʨʝʤʝʥʥʦ ʧʨʝʜʦʩʪʘʚʷʥʝ ʥʘ ʫʩʣʫʛʘʪʘ ʦʪ ʧʝʨʩʦʥʘʣʘ  

ɺ ʯʘʩʪʪʘ ʆ11 Ăʆʪ ʩʪʨʘʥʘ ʥʘ ʧʦʪʨʝʙʠʪʝʣʠʪʝ ʝ ʥʝʨʝʘʣʠʩʪʠʯʥʦ ʜʘ ʩʝ ʦʯʘʢʚʘ 

ʥʝʟʘʙʘʚʥʦ ʧʨʝʜʩʪʘʚʷʥʝ ʥʘ ʫʩʣʫʛʘʪʘ ʦʪ ʩʲʪʨʫʜʥʠʮʫʪʝ ʥʘ ʃɿò, 22 ʜʫʰʠ ʦʪ 

ʘʥʢʝʪʠʨʘʥʠʪʝ ʣʠʮʘ ʩʘ ʦʪʛʦʚʦʨʠʣʠ ʩʲʩ 7 Ăʘʙʩʦʣʶʪʥʦ ʩʲʛʣʘʩʝʥò ʠʣʠ 6,3% ʠ 105 ʩ 

Ăʘʙʩʦʣʶʪʥʦ ʥʝʩʲʛʣʘʩʝʥò, ʠʣʠ 30%. ʆʩʪʘʥʘʣʠʪʝ ʦʪʛʦʚʦʨʠ ʩʝ ʨʘʟʩʝʡʚʘʪ ʚ 

ʤʝʞʜʠʥʥʠʪʝ ʦʪʛʦʚʦʨʠ ʠ ʩʲʩʪʘʚʣʷʚʘʪ ʢʫʣʫʤʠʣʘʪʠʚʝʥ ʧʨʦʮʝʥʪ 93,7% (ʊʘʙʣʠʮʘ Ăʆ11ò 

ʄɹɸʃ ʥʘ ʇʨʠʣʦʞʝʥʠʝ ˉ 7). ʉʪʨʫʢʪʫʨʘʪʘ ʥʘ ʨʘʟʧʨʝʜʝʣʝʥʠʝʪʦ ʥʘ ʧʦʜʢʨʠʪʝʨʠʷ ʆ11 

ʝ ʧʨʝʜʩʪʘʚʝʥʘ ʯʨʝʟ ʩʝʢʪʦʨʥʘ ʜʠʘʛʨʘʤʘ ʚ ʇʨʠʣʦʞʝʥʠʝ ˉ 9. 

ɺ ʯʘʩʪʪʘ ɺ11 Ăɺʠʝ ʥʝ ʧʦʣʫʯʘʚʘʪʝ ʫʩʢʫʛʘʪʘ ʦʪ ʩʲʪʨʫʜʥʠʮʠʪʝ ʥʘ ʃɿ ʥʝʟʘʙʘʚʥʦò, 

11 ʜʫʰʠ ʦʪ ʘʥʢʝʪʠʨʘʥʠʪʝ ʣʠʮʘ ʩʘ ʦʪʛʦʚʦʨʠʣʠ ʩʲʩ 7 Ăʘʙʩʦʣʶʪʥʦ ʩʲʛʣʘʩʝʥò ʠʣʠ 3,1% 

ʠ 151 ʩ Ăʘʙʩʦʣʶʪʥʦ ʥʝʩʲʛʣʘʩʝʥò ʠʣʠ 43,1 ʆʩʪʘʥʘʣʠʪʝ ʦʪʛʦʚʦʨʠ ʩʝ ʨʘʟʩʝʡʚʘʪ ʚ 

ʤʝʞʜʠʥʥʠʪʝ ʦʪʛʦʚʦʨʠ ʠ ʩʲʩʪʘʚʣʷʚʘʪ ʢʫʣʫʤʠʣʘʪʠʚʝʥ ʧʨʦʮʝʥʪ 96,9% (ʊʘʙʣʠʮʘ Ăɺ11ò 

ʄɹɸʃ ʥʘ ʇʨʠʣʦʞʝʥʠʝ ˉ 7). ʉʪʨʫʢʪʫʨʘʪʘ ʥʘ ʨʘʟʧʨʝʜʝʣʝʥʠʝʪʦ ʥʘ ʧʦʜʢʨʠʪʝʨʠʷ ɺ11 

ʝ ʧʨʝʜʩʪʘʚʝʥʘ ʯʨʝʟ ʩʝʢʪʦʨʥʘ ʜʠʘʛʨʘʤʘ ʚ ʇʨʠʣʦʞʝʥʠʝ ˉ 9. 

ʂʦʝʬʠʮʠʝʥʪʲʪ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʧʦʜʢʨʠʪʝʨʠʷ ʆ11 (ʩʨʝʜʥʦ ʘʨʠʪʤʝʪʠʯʥʘʪʘ 

ʩʪʦʡʥʦʩʪ ʥʘ ʚʩʠʯʢʠ ʩʣʫʯʘʠ) ʚ ʯʘʩʪʪʘ ʆ11 ʝ 3,77, ʘ ʚ ʯʘʩʪʪʘ ɺ11 ï 2,92, ʢʦʝʪʦ 

ʧʦʢʘʟʚʘ, ʯʝ ʦʯʘʢʚʘʥʠʷʪʘ ʥʘʜʭʚʲʨʣʷʪ ʚʲʟʧʨʠʷʪʠʷʪʘ ʟʘ ʪʦʟʠ ʪʠʧ ʫʩʣʫʛʘ (ʊʘʙʣʠʮʘ 

ˉ 29).  

Á ʆ12 ʄʦʪʠʚʠʨʘʥʦʩʪ ʫ ʩʲʪʨʫʜʥʠʮʠʪʝ ʦʢʘʟʚʘʪ ʧʦʤʦʱ ʥʘ ʧʦʪʨʝʙʠʪʝʣʠʪʝ 

ɺ ʯʘʩʪʪʘ ʆ12 Ăʉʲʪʨʫʜʥʠʮʠʪʝ ʥʝ ʚʠʥʘʛʠ ʩʘ ʜʣʲʞʥʠ ʜʘ ʠʟʧʠʪʚʘʪ ʞʝʣʘʥʠʝ ʜʘ 

ʧʦʤʦʛʥʘʪ ʥʘ ʧʦʪʨʝʙʠʪʝʣʠʪʝò, 23 ʜʫʰʠ ʦʪ ʘʥʢʝʪʠʨʘʥʠʪʝ ʣʠʮʘ ʩʘ ʦʪʛʦʚʦʨʠʣʠ ʩʲʩ 7 

Ăʘʙʩʦʣʶʪʥʦ ʩʲʛʣʘʩʝʥò ʠʣʠ 6,6% ʠ 175 ʩ Ăʘʙʩʦʣʶʪʥʦ ʥʝʩʲʛʣʘʩʝʥò, ʠʣʠ 50%. 
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ʆʩʪʘʥʘʣʠʪʝ ʦʪʛʦʚʦʨʠ ʩʝ ʨʘʟʩʝʡʚʘʪ ʚ ʤʝʞʜʠʥʥʠʪʝ ʦʪʛʦʚʦʨʠ ʠ ʩʲʩʪʘʚʣʷʚʘʪ 

ʢʫʣʫʤʠʣʘʪʠʚʝʥ ʧʨʦʮʝʥʪ 93,4% (ʊʘʙʣʠʮʘ Ăʆ12ò ʄɹɸʃ ʥʘ ʇʨʠʣʦʞʝʥʠʝ ˉ 7). 

ʉʪʨʫʢʪʫʨʘʪʘ ʥʘ ʨʘʟʧʨʝʜʝʣʝʥʠʝʪʦ ʥʘ ʧʦʜʢʨʠʪʝʨʠʷ ʆ12 ʝ ʧʨʝʜʩʪʘʚʝʥʘ ʯʨʝʟ ʩʝʢʪʦʨʥʘ 

ʜʠʘʛʨʘʤʘ ʚ ʇʨʠʣʦʞʝʥʠʝ ˉ 9. 

ɺ ʯʘʩʪʪʘ ɺ12 Ăʉʲʪʨʫʜʥʠʮʠʪʝ ʥʝ ʚʠʥʘʛʠ ʠʟʧʠʪʚʘʪ ʞʝʣʘʥʠʝ ʜʘ ʧʦʤʦʛʥʘʪ ʥʘ 

ʧʦʪʨʝʙʠʪʝʣʠʪʝò, 33 ʜʫʰʠ ʦʪ ʘʥʢʝʪʠʨʘʥʠʪʝ ʣʠʮʘ ʩʘ ʦʪʛʦʚʦʨʠʣʠ ʩʲʩ 7 Ăʘʙʩʦʣʶʪʥʦ 

ʩʲʛʣʘʩʝʥò ʠʣʠ 9,4% ʠ 140 ʩ Ăʘʙʩʦʣʶʪʥʦ ʥʝʩʲʛʣʘʩʝʥò ʠʣʠ 40%. ʆʩʪʘʥʘʣʠʪʝ ʦʪʛʦʚʦʨʠ 

ʩʝ ʨʘʟʩʝʡʚʘʪ ʚ ʤʝʞʜʠʥʥʠʪʝ ʦʪʛʦʚʦʨʠ ʠ ʩʲʩʪʘʚʣʷʚʘʪ ʢʫʣʫʤʠʣʘʪʠʚʝʥ ʧʨʦʮʝʥʪ 90,6% 

(ʊʘʙʣʠʮʘ Ăɺ12ò ʄɹɸʃ ʥʘ ʇʨʠʣʦʞʝʥʠʝ ˉ 7). ʉʪʨʫʢʪʫʨʘʪʘ ʥʘ ʨʘʟʧʨʝʜʝʣʝʥʠʝʪʦ ʥʘ 

ʧʦʜʢʨʠʪʝʨʠʷ ɺ12 ʝ ʧʨʝʜʩʪʘʚʝʥʘ ʯʨʝʟ ʩʝʢʪʦʨʥʘ ʜʠʘʛʨʘʤʘ ʚ ʇʨʠʣʦʞʝʥʠʝ ˉ 9. 

ʂʦʝʬʠʮʠʝʥʪʲʪ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʧʦʜʢʨʠʪʝʨʠʷ ʆ12 ʚ ʯʘʩʪʪʘ ʆ12  ʝ 2.97, ʘ ʚ 

ʯʘʩʪʪʘ ɺ12 ï 3,04, ʢʦʝʪʦ ʧʦʢʘʟʚʘ, ʯʝ ʦʯʘʢʚʘʥʠʷʪʘ ʧʦʩʨʝʱʘʪ ʚʲʟʧʨʠʷʪʠʷʪʘ ʟʘ 

ʪʦʟʠ ʪʠʧ ʫʩʣʫʛʘ (ʊʘʙʣʠʮʘ ˉ 29).  

Á ʆ13 ɹʲʨʟ ʦʪʛʦʚʦʨ ʥʘ ʤʦʣʙʘʪʘ ʥʘ ʧʘʮʠʝʥʪʠʪʝ ʦʪ ʩʪʨʘʥʘ ʥʘ ʧʝʨʩʦʥʘʣʘ  

ɺ ʯʘʩʪʪʘ ʆ13 Ăɸʢʦ ʩʲʪʨʫʜʥʠʮʠʪʝ ʩʘ ʧʨʝʢʘʣʝʥʦ ʟʘʝʪʠ, ʟʘ ʜʘ ʫʜʦʚʣʝʪʚʦʨʷʪ 

ʤʦʣʙʘʪʘ ʥʘ ʧʦʪʨʝʙʠʪʝʣʠʪʝ, ʪʦʚʘ ʝ ʥʦʨʤʘʣʥʦò, 34 ʜʫʰʠ ʦʪ ʘʥʢʝʪʠʨʘʥʠʪʝ ʣʠʮʘ ʩʘ 

ʦʪʛʦʚʦʨʠʣʠ ʩʲʩ 7 Ăʘʙʩʦʣʶʪʥʦ ʩʲʛʣʘʩʝʥò ʠʣʠ 9,7% ʠ 152 ʩ Ăʘʙʩʦʣʶʪʥʦ ʥʝʩʲʛʣʘʩʝʥò, 

ʠʣʠ 43,4%. ʆʩʪʘʥʘʣʠʪʝ ʦʪʛʦʚʦʨʠ ʩʝ ʨʘʟʩʝʡʚʘʪ ʚ ʤʝʞʜʠʥʥʠʪʝ ʦʪʛʦʚʦʨʠ ʠ 

ʩʲʩʪʘʚʣʷʚʘʪ ʢʫʣʫʤʠʣʘʪʠʚʝʥ ʧʨʦʮʝʥʪ 90,3% (ʊʘʙʣʠʮʘ Ăʆ13ò ʄɹɸʃ ʥʘ ʇʨʠʣʦʞʝʥʠʝ 

ˉ 7). ʉʪʨʫʢʪʫʨʘʪʘ ʥʘ ʨʘʟʧʨʝʜʝʣʝʥʠʝʪʦ ʥʘ ʧʦʜʢʨʠʪʝʨʠʷ ʆ13 ʝ ʧʨʝʜʩʪʘʚʝʥʘ ʯʨʝʟ 

ʩʝʢʪʦʨʥʘ ʜʠʘʛʨʘʤʘ ʚ ʇʨʠʣʦʞʝʥʠʝ ˉ 9. 

ɺ ʯʘʩʪʪʘ ɺ13 Ăʉʲʪʨʫʜʥʠʚʠʪʝ ʩʘ ʧʨʝʢʘʣʝʥʦ ʟʘʝʪʠ, ʟʘ ʜʘ ʫʜʦʚʣʝʪʚʦʨʷʪ ʤʦʣʙʘʪʘ 

ʥʘ ʧʦʪʨʝʙʠʪʝʣʠʪʝò, 22 ʜʫʰʠ ʦʪ ʘʥʢʝʪʠʨʘʥʠʪʝ ʣʠʮʘ ʩʘ ʦʪʛʦʚʦʨʠʣʠ ʩʲʩ 7 Ăʘʙʩʦʣʶʪʥʦ 

ʩʲʛʣʘʩʝʥò ʠʣʠ 6,3% ʠ 130 ʩ Ăʘʙʩʦʣʶʪʥʦ ʥʝʩʲʛʣʘʩʝʥò ʠʣʠ 37,1%. ʆʩʪʘʥʘʣʠʪʝ 

ʦʪʛʦʚʦʨʠ ʩʝ ʨʘʟʩʝʡʚʘʪ ʚ ʤʝʞʜʠʥʥʠʪʝ ʦʪʛʦʚʦʨʠ ʠ ʩʲʩʪʘʚʣʷʚʘʪ ʢʫʣʫʤʠʣʘʪʠʚʝʥ 

ʧʨʦʮʝʥʪ 93,7% (ʊʘʙʣʠʮʘ Ăɺ13ò ʄɹɸʃ ʥʘ ʇʨʠʣʦʞʝʥʠʝ ˉ 7). ʉʪʨʫʢʪʫʨʘʪʘ ʥʘ 

ʨʘʟʧʨʝʜʝʣʝʥʠʝʪʦ ʥʘ ʧʦʜʢʨʠʪʝʨʠʷ ɺ13 ʝ ʧʨʝʜʩʪʘʚʝʥʘ ʯʨʝʟ ʩʝʢʪʦʨʥʘ ʜʠʘʛʨʘʤʘ ʚ 

ʇʨʠʣʦʞʝʥʠʝ ˉ 9. 

ʂʦʝʬʠʮʠʝʥʪʲʪ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʧʦʜʢʨʠʪʝʨʠʷ ʆ13 ʚ ʯʘʩʪʪʘ ʆ13  ʝ 3,16, ʘ ʚ 

ʯʘʩʪʪʘ ɺ13 ï 2,98, ʢʦʝʪʦ ʧʦʢʘʟʚʘ, ʯʝ ʦʯʘʢʚʘʥʠʷʪʘ ʧʦʩʨʝʱʘʪ ʚʲʟʧʨʠʷʪʠʷʪʘ ʟʘ 

ʪʦʟʠ ʪʠʧ ʫʩʣʫʛʘ (ʊʘʙʣʠʮʘ ˉ 29).  

ʈʝʡʪʠʥʛʲʪ ʥʘ ʚʲʟʧʨʠʷʪʠʷʪʘ ʠ ʨʝʡʪʠʥʛʲʪ ʥʘ ʦʯʘʢʚʘʥʠʷʪʘ ʧʦ ʢʨʠʪʝʨʠʷ 

Ăʆʪʟʠʚʯʠʚʦʩʪò ʆ10 ï ʆ13 ʝ ʩʲʦʪʚʝʪʥʦ 3,64 ʠ 3,38 (ʬʠʛ. 32). ʏʘʩʪʥʠʷʪ ʠʥʜʝʢʩ ʥʘ 

ʢʘʯʝʩʪʚʦʪʦ ʟʘ ʢʨʠʪʝʨʠʷ ) ʆ10 ï ʆ13 ʝ ʧʦʣʦʞʠʪʝʣʝʥ (0,3), (ʊʘʙʣʠʮʘ ˉ 29).  
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ʌʠʛ. 32 ʏʘʩʪʝʥ ʢʦʝʬʠʮʠʝʥʪ ʥʘ ʢʘʯʝʩʪʚʦʪʦ Ăʆʪʟʠʚʯʠʚʦʩʪò ʆ10 ï ʆ13 - ʄɹɸʃ 

ɼ). ʂʨʠʪʝʨʠʡ Ăʋʚʝʨʝʥʥʦʩʪò (ʋ14 ï ʋ17) 

Á ʋ14 ɼʦʚʝʨʠʝ ʠ ʚʟʘʠʤʥʦ ʨʘʟʙʠʨʘʥʝ ʤʝʞʜʫ ʧʝʨʩʦʥʘʣʘ ʠ ʧʦʪʨʝʙʠʪʝʣʠʪʝ 

ɺ ʯʘʩʪʪʘ ʆ14 Ăʇʦʪʨʝʙʠʪʝʣʠʪʝ ʪʨʷʙʚʘ ʜʘ ʠʤʘʪ ʣʠʯʥʘ ʧʨʠʯʠʥʘ ʟʘ ʜʦʚʝʨʠʝ ʚ 

ʩʲʪʨʫʜʥʠʮʠʪʝ ʥʘ ʃɿò, 207 ʜʫʰʠ ʦʪ ʘʥʢʝʪʠʨʘʥʠʪʝ ʣʠʮʘ ʩʘ ʦʪʛʦʚʦʨʠʣʠ ʩʲʩ 7 

Ăʘʙʩʦʣʶʪʥʦ ʩʲʛʣʘʩʝʥò ʠʣʠ 59,1% ʠ ʥʠʪʦ ʝʜʠʥ ʩ ʥʝʩʲʛʣʘʩʝʥ. ʆʩʪʘʥʘʣʠʪʝ ʦʪʛʦʚʦʨʠ ʩʝ 

ʨʘʟʩʝʡʚʘʪ ʚ ʤʝʞʜʠʥʥʠʪʝ ʦʪʛʦʚʦʨʠ ʠ ʩʲʩʪʘʚʣʷʚʘʪ ʢʫʣʫʤʠʣʘʪʠʚʝʥ ʧʨʦʮʝʥʪ 40,9% 

(ʊʘʙʣʠʮʘ Ăʆ14ò ʄɹɸʃ ʥʘ ʇʨʠʣʦʞʝʥʠʝ ˉ 7). ʉʪʨʫʢʪʫʨʘʪʘ ʥʘ ʨʘʟʧʨʝʜʝʣʝʥʠʝʪʦ ʥʘ 

ʧʦʜʢʨʠʪʝʨʠʷ ʆ14 ʝ ʧʨʝʜʩʪʘʚʝʥʘ ʯʨʝʟ ʩʝʢʪʦʨʥʘ ʜʠʘʛʨʘʤʘ ʚ ʇʨʠʣʦʞʝʥʠʝ ˉ 9. 

ɺ ʯʘʩʪʪʘ ɺ14 Ăɺʠʝ ʤʦʞʝʪʝ ʜʘ ʩ ʝʜʦʚʝʨʠʪʘ ʥʘ ʩʲʪʨʫʜʥʠʮʠʪʝ ʥʘ ʃɿò, 82 ʜʫʰʠ ʦʪ 

ʘʥʢʝʪʠʨʘʥʠʪʝ ʣʠʮʘ ʩʘ ʦʪʛʦʚʦʨʠʣʠ ʩʲʩ 7 Ăʘʙʩʦʣʶʪʥʦ ʩʲʛʣʘʩʝʥò ʠʣʠ 23,4% ʠ 23 ʩ 

Ăʘʙʩʦʣʶʪʥʦ ʥʝʩʲʛʣʘʩʝʥò ʠʣʠ 6,6%. ʆʩʪʘʥʘʣʠʪʝ ʦʪʛʦʚʦʨʠ ʩʝ ʨʘʟʩʝʡʚʘʪ ʚ 

ʤʝʞʜʠʥʥʠʪʝ ʦʪʛʦʚʦʨʠ ʠ ʩʲʩʪʘʚʣʷʚʘʪ ʢʫʣʫʤʠʣʘʪʠʚʝʥ ʧʨʦʮʝʥʪ 76,6% (ʊʘʙʣʠʮʘ Ăɺ14ò 

ʄɹɸʃ ʥʘ ʇʨʠʣʦʞʝʥʠʝ ˉ 7). ʉʪʨʫʢʪʫʨʘʪʘ ʥʘ ʨʘʟʧʨʝʜʝʣʝʥʠʝʪʦ ʥʘ ʧʦʜʢʨʠʪʝʨʠʷ ʚ14 ʝ 

ʧʨʝʜʩʪʘʚʝʥʘ ʯʨʝʟ ʩʝʢʪʦʨʥʘ ʜʠʘʛʨʘʤʘ ʚ ʇʨʠʣʦʞʝʥʠʝ ˉ 9. 

ʀʟʩʣʝʜʚʘʥʘ ʝ ʟʘʚʠʩʠʤʦʩʪʪʘ ʤʝʞʜʫ ɺ14 ʠ SQI, ʯʨʝʟ ʥʝʧʘʨʘʤʝʪʨʠʥʘ 

ʢʦʨʝʣʘʮʠʷ. ʈʘʥʛʦʚʠʷʪ ʢʦʝʬʠʮʠʝʥʪ ʥʘ ʉʧʠʨʤʘʥ (ɟ), ʫʩʪʘʥʦʚʝʥ ʝʤʧʠʨʠʯʥʦ 

(0,306) ʝ ʧʦ ï ʛʦʣʷʤ ʦʪ ʪʝʦʨʝʪʠʯʥʘʪʘ ʩʪʦʡʥʦʩʪ ʦʪ 0,10 ʧʨʠ 95% ʠ 0,15 ʧʨʠ 

99% ʜʦʚʝʨʠʪʝʣʥʘ ʚʝʨʦʷʪʥʦʩʪ. ʆʪ ʢʲʜʝʪʦ ʩʣʝʜʚʘ, ʯʝ ʤʝʞʜʫ ɺ14 ʠ SQI ʠʤʘ 

ʩʪʘʪʠʩʪʠʯʝʩʢʠ ʟʥʘʯʠʤʘ (ʧʨʠ ɟ = 99%) ʧʨʘʚʦʧʨʦʧʦʨʮʠʦʥʘʣʥʘ ʚʨʲʟʢʘ. 

ʂʦʝʬʠʮʠʝʥʪʲʪ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʧʦʜʢʨʠʪʝʨʠʷ ʋ14 ʚ ʯʘʩʪʪʘ ʆ14  ʝ 6,32 ʘ ʚ 

ʯʘʩʪʪʘ ɺ14 ï 5,65, ʢʦʝʪʦ ʧʦʢʘʟʚʘ, ʯʝ ʦʯʘʢʚʘʥʠʷʪʘ ʥʘʜʭʚʲʨʣʷʪ ʠ ʥʝ ʧʦʩʨʝʱʘʪ 

ʚʲʟʧʨʠʷʪʠʷʪʘ ʟʘ ʪʦʟʠ ʪʠʧ ʫʩʣʫʛʘ (ʊʘʙʣʠʮʘ ˉ 29).  
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Á ʋ15 ʆʪʥʦʰʝʥʠʝ ʥʘ ʩʠʛʫʨʥʦʩʪ ʠ ʙʝʟʦʧʘʩʥʦʩʪ ʦʪ ʩʪʨʘʥʘ ʥʘ ʃɿ ʢʲʤ 

ʧʦʪʨʝʙʠʪʝʣʠʪʝ  

ɺ ʯʘʩʪʪʘ ʆ15 Ăʇʦʪʨʝʙʠʪʝʣʠʪʝ ʪʨʷʙʚʘ ʜʘ ʩʝ ʯʫʚʩʪʚʘʪ ʚ ʙʝʟʦʧʘʩʪʥʦʩʪ ʧʨʠ 

ʦʙʱʫʚʘʥʝʪʦ ʩʠ ʩʲʩ ʩʲʪʨʫʜʥʠʮʠʪʝ ʥʘ ʃɿò, 230 ʜʫʰʠ ʦʪ ʘʥʢʝʪʠʨʘʥʠʪʝ ʣʠʮʘ ʩʘ 

ʦʪʛʦʚʦʨʠʣʠ ʩʲʩ 7 Ăʘʙʩʦʣʶʪʥʦ ʩʲʛʣʘʩʝʥò ʠʣʠ 65,7% ʠ 12 ʩ 1 Ăʘʙʩʦʣʶʪʥʦ ʥʝʩʲʛʣʘʩʝʥò 

ʠʣʠ 3,4 ʆʩʪʘʥʘʣʠʪʝ ʦʪʛʦʚʦʨʠ ʩʝ ʨʘʟʩʝʡʚʘʪ ʚ ʤʝʞʜʠʥʥʠʪʝ ʦʪʛʦʚʦʨʠ ʠ ʩʲʩʪʘʚʣʷʚʘʪ 

ʢʫʣʫʤʠʣʘʪʠʚʝʥ ʧʨʦʮʝʥʪ 34,3% (ʊʘʙʣʠʮʘ Ăʆ15ò ʄɹɸʃ ʥʘ ʇʨʠʣʦʞʝʥʠʝ ˉ 7). 

ʉʪʨʫʢʪʫʨʘʪʘ ʥʘ ʨʘʟʧʨʝʜʝʣʝʥʠʝʪʦ ʥʘ ʧʦʜʢʨʠʪʝʨʠʷ ʆ15 ʝ ʧʨʝʜʩʪʘʚʝʥʘ ʯʨʝʟ ʩʝʢʪʦʨʥʘ 

ʜʠʘʛʨʘʤʘ ʚ ʇʨʠʣʦʞʝʥʠʝ ˉ 9. 

ɺ ʯʘʩʪʪʘ ɺ15 Ăɺʠʝ ʩʝ ʯʫʚʩʪʚʘʪʝ ʚ ʙʝʟʦʧʘʩʪʥʦʩʪ ʧʨʠ ʦʙʱʫʚʘʥʝʪʦ ʩʠ ʩʲʩ 

ʩʲʪʨʫʜʥʠʮʠʪʝò, 57 ʜʫʰʠ ʦʪ ʘʥʢʝʪʠʨʘʥʠʪʝ ʣʠʮʘ ʩʘ ʦʪʛʦʚʦʨʠʣʠ ʩʲʩ 7 Ăʘʙʩʦʣʶʪʥʦ 

ʩʲʛʣʘʩʝʥò ʠʣʠ 16,3% ʠ 12 ʩ 1 Ăʘʙʩʦʣʶʪʥʦ ʥʝʩʲʛʣʘʩʝʥò ʠʣʠ 3,4%. ʆʩʪʘʥʘʣʠʪʝ 

ʦʪʛʦʚʦʨʠ ʩʝ ʨʘʟʩʝʡʚʘʪ ʚ ʤʝʞʜʠʥʥʠʪʝ ʦʪʛʦʚʦʨʠ ʠ ʩʲʩʪʘʚʣʷʚʘʪ ʢʫʣʫʤʠʣʘʪʠʚʝʥ 

ʧʨʦʮʝʥʪ 83,7% (ʊʘʙʣʠʮʘ Ăɺ15ò ʄɹɸʃ ʥʘ ʇʨʠʣʦʞʝʥʠʝ ˉ 7). ʉʪʨʫʢʪʫʨʘʪʘ ʥʘ 

ʨʘʟʧʨʝʜʝʣʝʥʠʝʪʦ ʥʘ ʧʦʜʢʨʠʪʝʨʠʷ ɺ15 ʝ ʧʨʝʜʩʪʘʚʝʥʘ ʯʨʝʟ ʩʝʢʪʦʨʥʘ ʜʠʘʛʨʘʤʘ ʚ 

ʇʨʠʣʦʞʝʥʠʝ ˉ 9. 

ʂʦʝʬʠʮʠʝʥʪʲʪ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʧʦʜʢʨʠʪʝʨʠʷ ʋ15 ʚ ʯʘʩʪʪʘ ʆ15  ʝ 6,38, ʘ ʚ 

ʯʘʩʪʪʘ ɺ15 ï 5,54, ʢʦʝʪʦ ʧʦʢʘʟʚʘ, ʯʝ ʦʯʘʢʚʘʥʠʷʪʘ ʥʘʜʭʚʲʨʣʷʪ ʠ ʥʝ ʧʦʩʨʝʱʘʪ 

ʚʲʟʧʨʠʷʪʠʷʪʘ ʟʘ ʪʦʟʠ ʪʠʧ ʫʩʣʫʛʘ (ʊʘʙʣʠʮʘ ˉ 29).  

 

Á ʋ16 ɺʝʞʣʠʚʦʩʪ ʥʘ ʧʝʨʩʦʥʘʣʘ ʩ ʧʦʪʨʝʙʠʪʝʣʠʪʝ  

ɺ ʯʘʩʪʪʘ ʆ16 Ăʉʲʪʨʫʜʥʠʮʠʪʝ ʥʘ ʃɿ ʪʨʷʙʚʘ ʜʘ ʙʲʜʘʪ ʚʝʞʣʠʚʠò 302 ʜʫʰʠ ʦʪ 

ʘʥʢʝʪʠʨʘʥʠʪʝ ʣʠʮʘ ʩʘ ʦʪʛʦʚʦʨʠʣʠ ʩʲʩ 7 Ăʘʙʩʦʣʶʪʥʦ ʩʲʛʣʘʩʝʥò ʠʣʠ 86,3% ʠ ʥʠʪʦ 

ʝʜʠʥ ʩ  Ăʘʙʩʦʣʶʪʥʦ ʥʝʩʲʛʣʘʩʝʥò. ʆʩʪʘʥʘʣʠʪʝ ʦʪʛʦʚʦʨʠ ʩʝ ʨʘʟʩʝʡʚʘʪ ʚ ʤʝʞʜʠʥʥʠʪʝ 

ʦʪʛʦʚʦʨʠ ʠ ʩʲʩʪʘʚʣʷʚʘʪ ʢʫʣʫʤʠʣʘʪʠʚʝʥ ʧʨʦʮʝʥʪ 13,7% (ʊʘʙʣʠʮʘ Ăʆ16ò ʄɹɸʃ ʥʘ 

ʇʨʠʣʦʞʝʥʠʝ ˉ 7). ʉʪʨʫʢʪʫʨʘʪʘ ʥʘ ʨʘʟʧʨʝʜʝʣʝʥʠʝʪʦ ʥʘ ʧʦʜʢʨʠʪʝʨʠʷ ʆ16 ʝ 

ʧʨʝʜʩʪʘʚʝʥʘ ʯʨʝʟ ʩʝʢʪʦʨʥʘ ʜʠʘʛʨʘʤʘ ʚ ʇʨʠʣʦʞʝʥʠʝ ˉ 9. 

ɺ ʯʘʩʪʪʘ ɺ16 Ăʉʲʪʨʫʜʥʠʮʠʪʝ ʥʘ ʃɿ ʩʘ ʚʝʞʣʠʚʠò, 174 ʜʫʰʠ ʦʪ ʘʥʢʝʪʠʨʘʥʠʪʝ 

ʣʠʮʘ ʩʘ ʦʪʛʦʚʦʨʠʣʠ ʩʲʩ 7 Ăʘʙʩʦʣʶʪʥʦ ʩʲʛʣʘʩʝʥò ʠʣʠ 49,7% ʠ 12 ʩ 1 Ăʘʙʩʦʣʶʪʥʦ 

ʥʝʩʲʛʣʘʩʝʥò ʠʣʠ 3,4%. ʆʩʪʘʥʘʣʠʪʝ ʦʪʛʦʚʦʨʠ ʩʝ ʨʘʟʩʝʡʚʘʪ ʚ ʤʝʞʜʠʥʥʠʪʝ ʦʪʛʦʚʦʨʠ ʠ 

ʩʲʩʪʘʚʣʷʚʘʪ ʢʫʣʫʤʠʣʘʪʠʚʝʥ ʧʨʦʮʝʥʪ 50,3% (ʊʘʙʣʠʮʘ Ăɺ16ò ʄɹɸʃ ʥʘ ʇʨʠʣʦʞʝʥʠʝ 

ˉ 7). ʉʪʨʫʢʪʫʨʘʪʘ ʥʘ ʨʘʟʧʨʝʜʝʣʝʥʠʝʪʦ ʥʘ ʧʦʜʢʨʠʪʝʨʠʷ ɺ16 ʝ ʧʨʝʜʩʪʘʚʝʥʘ ʯʨʝʟ 

ʩʝʢʪʦʨʥʘ ʜʠʘʛʨʘʤʘ ʚ ʇʨʠʣʦʞʝʥʠʝ ˉ 9. 

ʂʦʝʬʠʮʠʝʥʪʲʪ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʧʦʜʢʨʠʪʝʨʠʷ ʋ16 ʚ ʯʘʩʪʪʘ ʆ16  ʝ 6,79, ʘ ʚ 

ʯʘʩʪʪʘ ɺ16 ï 5,77, ʢʦʝʪʦ ʧʦʢʘʟʚʘ, ʯʝ ʦʯʘʢʚʘʥʠʷʪʘ ʥʘʜʭʚʲʨʣʷʪ ʠ ʥʝ ʧʦʩʨʝʱʘʪ 

ʚʲʟʧʨʠʷʪʠʷʪʘ ʟʘ ʪʦʟʠ ʪʠʧ ʫʩʣʫʛʘ (ʊʘʙʣʠʮʘ ˉ 29).  



126 
 

Á ʋ17 ʇʦʜʜʨʲʞʢʘ ʥʘ ʧʝʨʩʦʥʘʣʘ ʦʪ ʩʪʨʘʥʘ ʥʘ ʨʲʢʦʚʦʜʩʪʚʦʪʦ ʟʘ 

ʝʬʝʢʪʠʚʥʦ ʦʙʩʣʫʞʚʘʥʝ ʥʘ ʧʦʪʨʝʙʠʪʝʣʠʪʝ 

ɺ ʯʘʩʪʪʘ ʆ17 Ăʉʲʪʨʫʜʥʠʮʠʪʝ ʪʨʷʙʚʘ ʜʘ ʧʦʣʫʯʘʚʘʪ ʦʪ ʩʪʨʘʥʘ ʥʘ ʃɿ ʘʜʝʢʚʘʪʥʘ 

ʧʦʜʜʨʲʞʢʘ ʟʘ ʜʦʙʨʦ ʠʟʧʲʣʥʝʥʠʝ ʥʘ ʩʚʦʷʪʘ ʨʘʙʦʪʘò, 267 ʜʫʰʠ ʦʪ ʘʥʢʝʪʠʨʘʥʠʪʝ ʣʠʮʘ 

ʩʘ ʦʪʛʦʚʦʨʠʣʠ ʩʲʩ 7 Ăʘʙʩʦʣʶʪʥʦ ʩʲʛʣʘʩʝʥò ʠʣʠ 76,3% ʠ ʥʠʪʦ ʝʜʠʥ ʩ  Ăʘʙʩʦʣʶʪʥʦ 

ʥʝʩʲʛʣʘʩʝʥò. ʆʩʪʘʥʘʣʠʪʝ ʦʪʛʦʚʦʨʠ ʩʝ ʨʘʟʩʝʡʚʘʪ ʚ ʤʝʞʜʠʥʥʠʪʝ ʦʪʛʦʚʦʨʠ ʠ 

ʩʲʩʪʘʚʣʷʚʘʪ ʢʫʣʫʤʠʣʘʪʠʚʝʥ ʧʨʦʮʝʥʪ 23,7% (ʊʘʙʣʠʮʘ Ăʆ17ò ʄɹɸʃ ʥʘ ʇʨʠʣʦʞʝʥʠʝ 

ˉ 7). ʉʪʨʫʢʪʫʨʘʪʘ ʥʘ ʨʘʟʧʨʝʜʝʣʝʥʠʝʪʦ ʥʘ ʧʦʜʢʨʠʪʝʨʠʷ ʆ17 ʝ ʧʨʝʜʩʪʘʚʝʥʘ ʯʨʝʟ 

ʩʝʢʪʦʨʥʘ ʜʠʘʛʨʘʤʘ ʚ ʇʨʠʣʦʞʝʥʠʝ ˉ 9. 

ʀʟʩʣʝʜʚʘʥʘ ʝ ʟʘʚʠʩʠʤʦʩʪʪʘ ʤʝʞʜʫ ʆ17 ʠ SQI ʯʨʝʟ ʥʝʧʘʨʘʤʝʪʨʠʯʥʘ 

ʢʦʨʝʣʘʮʠʷ. ʈʘʥʛʦʚʠʷʪ ʢʦʝʬʠʮʠʝʥʪ ʥʘ ʉʧʠʨʤʘʥ (ɟ), ʫʩʪʘʥʦʚʝʥ ʝʤʧʠʨʠʯʥʦ 

(0,179) ʝ ʧʦ ï ʛʦʣʷʤ ʦʪ ʪʝʦʨʝʪʠʯʥʘʪʘ ʩʪʦʡʥʦʩʪ ʦʪ 0,10 ʧʨʠ 95% ʠ 0,15 ʧʨʠ 

99% ʜʦʚʝʨʠʪʝʣʥʘ ʚʝʨʦʷʪʥʦʩʪ. ʆʪ ʢʲʜʝʪʦ ʩʣʝʜʚʘ, ʯʝ ʤʝʞʜʫ ʆ17 ʠ SQI ʠʤʘ 

ʩʪʘʪʠʩʪʠʯʝʩʢʠ ʟʥʘʯʠʤʘ (ʧʨʠ ɟ = 99%) ʧʨʘʚʦʧʨʦʧʦʨʮʠʦʥʘʣʥʘ ʚʨʲʟʢʘ. 

ɺ ʯʘʩʪʪʘ ɺ17 Ăʉʲʪʨʫʜʥʠʮʠʪʝ ʥʘ ʃɿ ʧʦʣʫʯʘʚʘʪ ʦʪ ʩʪʨʘʥʘ ʥʘ ʩʚʦʷʪʘ ʦʨʛʘʥʠʟʘʮʠʷ 

ʘʜʝʢʚʘʪʥʘ ʧʦʜʜʨʲʞʢʘ ʟʘ ʜʦʙʨʦ ʠʟʧʲʣʥʝʥʠʝ ʥʘ ʩʚʦʷʪʘ ʨʘʙʦʪʘò, 152 ʜʫʰʠ ʦʪ 

ʘʥʢʝʪʠʨʘʥʠʪʝ ʣʠʮʘ ʩʘ ʦʪʛʦʚʦʨʠʣʠ ʩʲʩ 7 Ăʘʙʩʦʣʶʪʥʦ ʩʲʛʣʘʩʝʥò ʠʣʠ 43,4% ʠ 23 ʩ 1 

Ăʘʙʩʦʣʶʪʥʦ ʥʝʩʲʛʣʘʩʝʥò ʠʣʠ 6,6%. ʆʩʪʘʥʘʣʠʪʝ ʦʪʛʦʚʦʨʠ ʩʝ ʨʘʟʩʝʡʚʘʪ ʚ 

ʤʝʞʜʠʥʥʠʪʝ ʦʪʛʦʚʦʨʠ ʠ ʩʲʩʪʘʚʣʷʚʘʪ ʢʫʣʫʤʠʣʘʪʠʚʝʥ ʧʨʦʮʝʥʪ 56,6% (ʊʘʙʣʠʮʘ Ăɺ17ò 

ʄɹɸʃ ʥʘ ʇʨʠʣʦʞʝʥʠʝ ˉ 7). ʉʪʨʫʢʪʫʨʘʪʘ ʥʘ ʨʘʟʧʨʝʜʝʣʝʥʠʝʪʦ ʥʘ ʧʦʜʢʨʠʪʝʨʠʷ ɺ17 

ʝ ʧʨʝʜʩʪʘʚʝʥʘ ʯʨʝʟ ʩʝʢʪʦʨʥʘ ʜʠʘʛʨʘʤʘ ʚ ʇʨʠʣʦʞʝʥʠʝ ˉ 9. 

ʀʟʩʣʝʜʚʘʥʘ ʝ ʟʘʚʠʩʠʤʦʩʪʪʘ ʤʝʞʜʫ ɺ17 ʠ SQI ʯʨʝʟ ʥʝʧʘʨʘʤʝʪʨʠʯʥʘ 

ʢʦʨʝʣʘʮʠʷ. ʈʘʥʛʦʚʠʷʪ ʢʦʝʬʠʮʠʝʥʪ ʥʘ ʉʧʠʨʤʘʥ (ɟ), ʫʩʪʘʥʦʚʝʥ ʝʤʧʠʨʠʯʥʦ 

(0,504) ʝ ʧʦ ï ʛʦʣʷʤ ʦʪ ʪʝʦʨʝʪʠʯʥʘʪʘ ʩʪʦʡʥʦʩʪ ʦʪ 0,10 ʧʨʠ 95% ʠ 0,15 ʧʨʠ 

99% ʜʦʚʝʨʠʪʝʣʥʘ ʚʝʨʦʷʪʥʦʩʪ. ʆʪ ʢʲʜʝʪʦ ʩʣʝʜʚʘ, ʯʝ ʤʝʞʜʫ ɺ17 ʠ SQI ʠʤʘ 

ʩʪʘʪʠʩʪʠʯʝʩʢʠ ʟʥʘʯʠʤʘ (ʧʨʠ ɟ = 99%) ʧʨʘʚʦʧʨʦʧʦʨʮʠʦʥʘʣʥʘ ʚʨʲʟʢʘ. 

ʂʦʝʬʠʮʠʝʥʪʲʪ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʧʦʜʢʨʠʪʝʨʠʷ ʋ17 ʚ ʯʘʩʪʪʘ ʆ17  ʝ 6,53, ʘ ʚ 

ʯʘʩʪʪʘ ɺ17 ï 5,41, ʢʦʝʪʦ ʧʦʢʘʟʚʘ, ʯʝ ʦʯʘʢʚʘʥʠʷʪʘ ʥʘʜʭʚʲʨʣʷʪ ʠ ʥʝ ʧʦʩʨʝʱʘʪ 

ʚʲʟʧʨʠʷʪʠʷʪʘ ʟʘ ʪʦʟʠ ʪʠʧ ʫʩʣʫʛʘ (ʊʘʙʣʠʮʘ ˉ 29).  

ʈʝʡʪʠʥʛʲʪ ʥʘ ʚʲʟʧʨʠʷʪʠʷʪʘ ʠ ʨʝʡʪʠʥʛʲʪ ʥʘ ʦʯʘʢʚʘʥʠʷʪʘ ʧʦ ʢʨʠʪʝʨʠʷ 

Ăʋʚʝʨʝʥʥʦʩʪò ʋ14 ï ʋ17 ʝ ʩʲʦʪʚʝʪʥʦ 5,59 ʠ 6,5 (ʬʠʛ. 33). ʏʘʩʪʥʠʷʪ ʠʥʜʝʢʩ ʥʘ 

ʢʘʯʝʩ ʪʚʦʪʦ ʟʘ ʢʨʠʪʝʨʠʷ ) ʋ14 ï ʋ17 ʝ ʦʪʨʠʮʘʪʝʣʝʥ (- 0,9) (ʊʘʙʣʠʮʘ ˉ 29).  
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ʌʠʛ. 33 ʏʘʩʪʝʥ ʢʦʝʬʠʮʠʝʥʪ ʥʘ ʢʘʯʝʩʪʚʦʪʦ Ăʋʚʝʨʝʥʥʦʩʪò ʋ14 ï ʋ17 - ʄɹɸʃ 

 

ɼ). ʂʨʠʪʝʨʠʡ Ăʉʲʯʫʚʩʪʚʠʝò (ʉ18 - ʉ22) 

Á ʉ18 ʀʥʜʠʚʠʜʫʘʣʝʥ ʧʦʜʭʦʜ ʥʘ ʃɿ ʢʲʤ ʧʦʪʨʝʙʠʪʝʣʠʪʝ 

ɺ ʯʘʩʪʪʘ ʆ18 Ă ʆʪ ʃɿ ʥʝ ʩʣʝʜʚʘ ʜʘ ʩʝ ʦʯʘʢʚʘ ʧʨʦʷʚʘ ʥʘ ʠʥʜʠʚʠʜʫʘʣʥʦ 

ʚʥʠʤʘʥʠʝ ʢʲʤ ʧʦʪʨʝʙʠʪʝʣʠʪʝò, 46 ʜʫʰʠ ʦʪ ʘʥʢʝʪʠʨʘʥʠʪʝ ʣʠʮʘ ʩʘ ʦʪʛʦʚʦʨʠʣʠ ʩʲʩ 7 

Ăʘʙʩʦʣʶʪʥʦ ʩʲʛʣʘʩʝʥò ʠʣʠ 13,1% ʠ 163 ʩ 1 Ăʘʙʩʦʣʶʪʥʦ ʥʝʩʲʛʣʘʩʝʥò ʠʣʠ 46,6%. 

ʆʩʪʘʥʘʣʠʪʝ ʦʪʛʦʚʦʨʠ ʩʝ ʨʘʟʩʝʡʚʘʪ ʚ ʤʝʞʜʠʥʥʠʪʝ ʦʪʛʦʚʦʨʠ ʠ ʩʲʩʪʘʚʣʷʚʘʪ 

ʢʫʣʫʤʠʣʘʪʠʚʝʥ ʧʨʦʮʝʥʪ 86,9% (ʊʘʙʣʠʮʘ Ăʆ18ò ʄɹɸʃ ʥʘ ʇʨʠʣʦʞʝʥʠʝ ˉ 7). 

ʉʪʨʫʢʪʫʨʘʪʘ ʥʘ ʨʘʟʧʨʝʜʝʣʝʥʠʝʪʦ ʥʘ ʧʦʜʢʨʠʪʝʨʠʷ ʆ18 ʝ ʧʨʝʜʩʪʘʚʝʥʘ ʯʨʝʟ ʩʝʢʪʦʨʥʘ 

ʜʠʘʛʨʘʤʘ ʚ ʇʨʠʣʦʞʝʥʠʝ ˉ 9. 

ɺ ʯʘʩʪʪʘ ɺ18 Ăʃɿ ʧʨʦʷʚʷʚʘ ʢʲʤ ɺʘʩ ʠʥʜʠʚʠʜʫʘʣʥʦ ʚʥʠʤʘʥʠʝò, 152 ʜʫʰʠ ʦʪ 

ʘʥʢʝʪʠʨʘʥʠʪʝ ʣʠʮʘ ʩʘ ʦʪʛʦʚʦʨʠʣʠ ʩʲʩ 7 Ăʘʙʩʦʣʶʪʥʦ ʩʲʛʣʘʩʝʥò ʠʣʠ 43,4% ʠ 45 ʩ 

Ăʘʙʩʦʣʶʪʥʦ ʥʝʩʲʛʣʘʩʝʥò ʠʣʠ 12,9%. ʆʩʪʘʥʘʣʠʪʝ ʦʪʛʦʚʦʨʠ ʩʝ ʨʘʟʩʝʡʚʘʪ ʚ 

ʤʝʞʜʠʥʥʠʪʝ ʦʪʛʦʚʦʨʠ ʠ ʩʲʩʪʘʚʣʷʚʘʪ ʢʫʣʫʤʠʣʘʪʠʚʝʥ ʧʨʦʮʝʥʪ 56,6% (ʊʘʙʣʠʮʘ Ăɺ18ò 

ʄɹɸʃ ʥʘ ʇʨʠʣʦʞʝʥʠʝ ˉ 7). ʉʪʨʫʢʪʫʨʘʪʘ ʥʘ ʨʘʟʧʨʝʜʝʣʝʥʠʝʪʦ ʥʘ ʧʦʜʢʨʠʪʝʨʠʷ ɺ18 

ʝ ʧʨʝʜʩʪʘʚʝʥʘ ʯʨʝʟ ʩʝʢʪʦʨʥʘ ʜʠʘʛʨʘʤʘ ʚ ʇʨʠʣʦʞʝʥʠʝ ˉ 9. 

ʂʦʝʬʠʮʠʝʥʪʲʪ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʧʦʜʢʨʠʪʝʨʠʷ ʉ18 ʚ ʯʘʩʪʪʘ ʆ18  ʝ 3,16, ʘ ʚ 

ʯʘʩʪʪʘ ɺ18 ï 5,26, ʢʦʝʪʦ ʧʦʢʘʟʚʘ, ʯʝ ʦʯʘʢʚʘʥʠʷʪʘ ʧʦʩʨʝʱʘʪ ʚʲʟʧʨʠʷʪʠʷʪʘ ʟʘ 

ʪʦʟʠ ʪʠʧ ʫʩʣʫʛʘ (ʊʘʙʣʠʮʘ ˉ 29).  

Á ʉ19 ʇʨʦʷʚʘ ʥʘ ʣʠʯʥʦ ʫʯʘʩʪʠʝ ʦʪ ʩʪʘʥʘ ʥʘ ʧʝʨʩʦʥʘʣʘ ʧʨʠ ʨʝʰʘʚʘʥʝ ʥʘ 

ʧʨʦʙʣʝʤʠʪʝ ʥʘ ʧʦʪʨʝʙʠʪʝʣʠʪʝ 

ɺ ʯʘʩʪʪʘ ʆ19 Ăʆʪ ʩʲʪʨʫʜʥʠʮʠʪʝ ʥʝ ʩʣʝʜʚʘ ʜʘ ʩʝ ʦʯʘʢʚʘ ʧʨʦʷʚʘ ʥʘ ʧʝʨʩʦʥʘʣʥʦ 

ʚʥʠʤʘʥʠʝ ʢʲʤ ʧʦʪʨʝʙʠʪʝʣʠʪʝò, 47 ʜʫʰʠ ʦʪ ʘʥʢʝʪʠʨʘʥʠʪʝ ʣʠʮʘ ʩʘ ʦʪʛʦʚʦʨʠʣʠ ʩʲʩ 7 
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Ăʘʙʩʦʣʶʪʥʦ ʩʲʛʣʘʩʝʥò ʠʣʠ 13,4% ʠ 151 ʩ Ăʘʙʩʦʣʶʪʥʦ ʥʝʩʲʛʣʘʩʝʥò ʠʣʠ 43,1%. 

ʆʩʪʘʥʘʣʠʪʝ ʦʪʛʦʚʦʨʠ ʩʝ ʨʘʟʩʝʡʚʘʪ ʚ ʤʝʞʜʠʥʥʠʪʝ ʦʪʛʦʚʦʨʠ ʠ ʩʲʩʪʘʚʣʷʚʘʪ 

ʢʫʣʫʤʠʣʘʪʠʚʝʥ ʧʨʦʮʝʥʪ 86,6% (ʊʘʙʣʠʮʘ Ăʆ19ò ʄɹɸʃ ʥʘ ʇʨʠʣʦʞʝʥʠʝ ˉ 7). 

ʉʪʨʫʢʪʫʨʘʪʘ ʥʘ ʨʘʟʧʨʝʜʝʣʝʥʠʝʪʦ ʥʘ ʧʦʜʢʨʠʪʝʨʠʷ ʆ19 ʝ ʧʨʝʜʩʪʘʚʝʥʘ ʯʨʝʟ ʩʝʢʪʦʨʥʘ 

ʜʠʘʛʨʘʤʘ ʚ ʇʨʠʣʦʞʝʥʠʝ ˉ 9. 

ʀʟʩʣʝʜʚʘʥʘ ʝ ʟʘʚʠʩʠʤʦʩʪʪʘ ʤʝʞʜʫ ʆ19 ʠ SQI ʯʨʝʟ ʥʝʧʘʨʘʤʝʪʨʠʯʥʘ 

ʢʦʨʝʣʘʮʠʷ. ʈʘʥʛʦʚʠʷʪ ʢʦʝʬʠʮʠʝʥʪ ʥʘ ʉʧʠʨʤʘʥ (ɟ), ʫʩʪʘʥʦʚʝʥ ʝʤʧʠʨʠʯʥʦ (-

0,498) ʝ ʧʦ ï ʛʦʣʷʤ ʦʪ ʪʝʦʨʝʪʠʯʥʘʪʘ ʩʪʦʡʥʦʩʪ ʦʪ 0,10 ʧʨʠ 95% ʠ 0,15 ʧʨʠ 

99% ʜʦʚʝʨʠʪʝʣʥʘ ʚʝʨʦʷʪʥʦʩʪ. ʆʪ ʢʲʜʝʪʦ ʩʣʝʜʚʘ, ʯʝ ʤʝʞʜʫ ʆ19 ʠ SQI ʠʤʘ 

ʩʪʘʪʠʩʪʠʯʝʩʢʠ ʟʥʘʯʠʤʘ (ʧʨʠ ɟ = 99%) ʦʙʨʘʪʥʘʦʧʨʦʧʦʨʮʠʦʥʘʣʥʘ ʚʨʲʟʢʘ. 

ɺ ʯʘʩʪʪʘ ɺ19 Ăʉʲʪʨʫʜʥʠʮʠʪʝ ʥʘ ʃɿʧʨʦʷʚʷʚʘʪ ʢʲʤ ɺʘʩ ʧʝʨʩʦʥʘʣʥʦ ʚʥʠʤʘʥʠʝò, 

23 ʜʫʰʠ ʦʪ ʘʥʢʝʪʠʨʘʥʠʪʝ ʣʠʮʘ ʩʘ ʦʪʛʦʚʦʨʠʣʠ ʩʲʩ 7 Ăʘʙʩʦʣʶʪʥʦ ʩʲʛʣʘʩʝʥò ʠʣʠ 6,6% 

ʠ 106 ʩ Ăʘʙʩʦʣʶʪʥʦ ʥʝʩʲʛʣʘʩʝʥò ʠʣʠ 30,3%. ʆʩʪʘʥʘʣʠʪʝ ʦʪʛʦʚʦʨʠ ʩʝ ʨʘʟʩʝʡʚʘʪ ʚ 

ʤʝʞʜʠʥʥʠʪʝ ʦʪʛʦʚʦʨʠ ʠ ʩʲʩʪʘʚʣʷʚʘʪ ʢʫʣʫʤʠʣʘʪʠʚʝʥ ʧʨʦʮʝʥʪ 93,4% (ʊʘʙʣʠʮʘ Ăɺ19ò 

ʄɹɸʃ ʥʘ ʇʨʠʣʦʞʝʥʠʝ ˉ 7). ʉʪʨʫʢʪʫʨʘʪʘ ʥʘ ʨʘʟʧʨʝʜʝʣʝʥʠʝʪʦ ʥʘ ʧʦʜʢʨʠʪʝʨʠʷ ɺ19 

ʝ ʧʨʝʜʩʪʘʚʝʥʘ ʯʨʝʟ ʩʝʢʪʦʨʥʘ ʜʠʘʛʨʘʤʘ ʚ ʇʨʠʣʦʞʝʥʠʝ ˉ 9. 

ʀʟʩʣʝʜʚʘʥʘ ʝ ʟʘʚʠʩʠʤʦʩʪʪʘ ʤʝʞʜʫ ɺ19 ʠ SQI, ʯʨʝʟ ʥʝʧʘʨʘʤʝʪʨʠʯʥʘ 

ʢʦʨʝʣʘʮʠʷ. ʈʘʥʛʦʚʠʷʪ ʢʦʝʬʠʮʠʝʥʪ ʥʘ ʉʧʠʨʤʘʥ (ɟ), ʫʩʪʘʥʦʚʝʥ ʝʤʧʠʨʠʯʥʦ (-

0,260) ʝ ʧʦ ï ʛʦʣʷʤ ʦʪ ʪʝʦʨʝʪʠʯʥʘʪʘ ʩʪʦʡʥʦʩʪ ʦʪ 0,10 ʧʨʠ 95% ʠ 0,15 ʧʨʠ 

99% ʜʦʚʝʨʠʪʝʣʥʘ ʚʝʨʦʷʪʥʦʩʪ. ʆʪ ʢʲʜʝʪʦ ʩʣʝʜʚʘ, ʯʝ ʤʝʞʜʫ ɺ19 ʠ SQI ʠʤʘ 

ʩʪʘʪʠʩʪʠʯʝʩʢʠ ʟʥʘʯʠʤʘ (ʧʨʠ ɟ = 99%) ʦʙʨʘʪʥʦʧʨʦʧʦʨʮʠʦʥʘʣʥʘ ʚʨʲʟʢʘ. 

ʂʦʝʬʠʮʠʝʥʪʲʪ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʧʦʜʢʨʠʪʝʨʠʷ ʉ19 ʚ ʯʘʩʪʪʘ ʆ19  ʝ 3,27, ʘ ʚ 

ʯʘʩʪʪʘ ɺ19 ï 3,53, ʢʦʝʪʦ ʧʦʢʘʟʚʘ, ʯʝ ʦʯʘʢʚʘʥʠʷʪʘ ʧʦʩʨʝʱʘʪ ʚʲʟʧʨʠʷʪʠʷʪʘ ʟʘ 

ʪʦʟʠ ʪʠʧ ʫʩʣʫʛʘ (ʊʘʙʣʠʮʘ ˉ 29).  

Á ʉ20 ʇʦʟʥʘʚʘʥʝ ʥʘ ʧʦʪʨʝʙʥʦʩʪʠʪʝ ʥʘ ʧʦʪʨʝʙʠʪʝʠʦʪʝ ʦʪ ʩʪʨʘʥʘ ʥʘ ʃɿ 

ɺ ʯʘʩʪʪʘ ʆ20 Ăʅʝʨʝʘʣʠʩʪʠʯʥʦ ʝ ʜʘ ʩʝ ʦʯʘʢʚʘ ʦʪ ʩʲʪʨʫʜʥʠʮʠʪʝ ʥʘ ʃɿ ʟʥʘʥʠʷ ʟʘ 

ʥʫʞʜʠʪʝ ʥʘ ʧʦʪʨʝʙʠʪʝʣʠʪʝò, 12 ʜʫʰʠ ʦʪ ʘʥʢʝʪʠʨʘʥʠʪʝ ʣʠʮʘ ʩʘ ʦʪʛʦʚʦʨʠʣʠ ʩʲʩ 7 

Ăʘʙʩʦʣʶʪʥʦ ʩʲʛʣʘʩʝʥò ʠʣʠ 3,4% ʠ 128 ʩ Ăʘʙʩʦʣʶʪʥʦ ʥʝʩʲʛʣʘʩʝʥò ʠʣʠ 36,6%. 

ʆʩʪʘʥʘʣʠʪʝ ʦʪʛʦʚʦʨʠ ʩʝ ʨʘʟʩʝʡʚʘʪ ʚ ʤʝʞʜʠʥʥʠʪʝ ʦʪʛʦʚʦʨʠ ʠ ʩʲʩʪʘʚʣʷʚʘʪ 

ʢʫʣʫʤʠʣʘʪʠʚʝʥ ʧʨʦʮʝʥʪ 96,6% (ʊʘʙʣʠʮʘ Ăʆ20ò ʄɹɸʃ ʥʘ ʇʨʠʣʦʞʝʥʠʝ ˉ 7). 

ʉʪʨʫʢʪʫʨʘʪʘ ʥʘ ʨʘʟʧʨʝʜʝʣʝʥʠʝʪʦ ʥʘ ʧʦʜʢʨʠʪʝʨʠʷ ʆ20 ʝ ʧʨʝʜʩʪʘʚʝʥʘ ʯʨʝʟ ʩʝʢʪʦʨʥʘ 

ʜʠʘʛʨʘʤʘ ʚ ʇʨʠʣʦʞʝʥʠʝ ˉ 9. 

ɺ ʯʘʩʪʪʘ ɺ20 Ăʉʲʪʨʫʜʥʠʮʠʪʝ ʥʘ ʃɿ ʥʝ ʟʥʘʷʪ ʟʘ ɺʘʰʠʪʝ ʥʫʞʜʠò, 11 ʜʫʰʠ ʦʪ 

ʘʥʢʝʪʠʨʘʥʠʪʝ ʣʠʮʘ ʩʘ ʦʪʛʦʚʦʨʠʣʠ ʩʲʩ 7 Ăʘʙʩʦʣʶʪʥʦ ʩʲʛʣʘʩʝʥò ʠʣʠ 3,1% ʠ 152 ʩ 

Ăʘʙʩʦʣʶʪʥʦ ʥʝʩʲʛʣʘʩʝʥò ʠʣʠ 43,4%. ʆʩʪʘʥʘʣʠʪʝ ʦʪʛʦʚʦʨʠ ʩʝ ʨʘʟʩʝʡʚʘʪ ʚ 

ʤʝʞʜʠʥʥʠʪʝ ʦʪʛʦʚʦʨʠ ʠ ʩʲʩʪʘʚʣʷʚʘʪ ʢʫʣʫʤʠʣʘʪʠʚʝʥ ʧʨʦʮʝʥʪ 96,9% (ʊʘʙʣʠʮʘ Ăɺ20ò 
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ʄɹɸʃ ʥʘ ʇʨʠʣʦʞʝʥʠʝ ˉ 7). ʉʪʨʫʢʪʫʨʘʪʘ ʥʘ ʨʘʟʧʨʝʜʝʣʝʥʠʝʪʦ ʥʘ ʧʦʜʢʨʠʪʝʨʠʷ ɺ20 

ʝ ʧʨʝʜʩʪʘʚʝʥʘ ʯʨʝʟ ʩʝʢʪʦʨʥʘ ʜʠʘʛʨʘʤʘ ʚ ʇʨʠʣʦʞʝʥʠʝ ˉ 9. 

ʂʦʝʬʠʮʠʝʥʪʲʪ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʧʦʜʢʨʠʪʝʨʠʷ ʉ20 ʚ ʯʘʩʪʪʘ ʆ20 ʝ 2,97, ʘ ʚ 

ʯʘʩʪʪʘ ɺ20 ï 2,75, ʢʦʝʪʦ ʧʦʢʘʟʚʘ, ʯʝ ʦʯʘʢʚʘʥʠʷʪʘ ʥʘʜʭʚʲʨʣʷʪ ʠ ʥʝ ʧʦʩʨʝʱʘʪ 

ʚʲʟʧʨʠʷʪʠʷʪʘ ʟʘ ʪʦʟʠ ʪʠʧ ʫʩʣʫʛʘ (ʊʘʙʣʠʮʘ ˉ 29).  

Á ʉ21 ʆʨʠʝʥʪʠʨʘʥʦʩʪ ʢʲʤ ʧʨʦʙʣʝʤʠʪʝ ʥʘ ʧʦʪʨʝʙʠʪʝʣʠʪʝ ʦʪ ʩʪʨʘʥʘ ʥʘ 

ʃɿ 

ɺ ʯʘʩʪʪʘ ʆ21 Ăʅʝʨʝʘʣʠʩʪʠʯʥʦ ʝ ʜʘ ʩʝ ʦʯʘʢʚʘ, ʯʝ ʃɿ ʩʘ ʦʨʠʝʥʪʠʨʘʥʠ ʢʲʤ ʢʲʤ 

ʠʥʪʝʨʝʩʠʪʝ ʥʘ ʧʦʪʨʝʙʠʪʝʣʠʪʝò, 34 ʜʫʰʠ ʦʪ ʘʥʢʝʪʠʨʘʥʠʪʝ ʣʠʮʘ ʩʘ ʦʪʛʦʚʦʨʠʣʠ ʩʲʩ 7 

Ăʘʙʩʦʣʶʪʥʦ ʩʲʛʣʘʩʝʥò ʠʣʠ 9,7% ʠ 127 ʩ Ăʘʙʩʦʣʶʪʥʦ ʥʝʩʲʛʣʘʩʝʥò ʠʣʠ 36,3%. 

ʆʩʪʘʥʘʣʠʪʝ ʦʪʛʦʚʦʨʠ ʩʝ ʨʘʟʩʝʡʚʘʪ ʚ ʤʝʞʜʠʥʥʠʪʝ ʦʪʛʦʚʦʨʠ ʠ ʩʲʩʪʘʚʣʷʚʘʪ 

ʢʫʣʫʤʠʣʘʪʠʚʝʥ ʧʨʦʮʝʥʪ 9ʆ,3% (ʊʘʙʣʠʮʘ Ăʆ21ò ʄɹɸʃ ʥʘ ʇʨʠʣʦʞʝʥʠʝ ˉ 7). 

ʉʪʨʫʢʪʫʨʘʪʘ ʥʘ ʨʘʟʧʨʝʜʝʣʝʥʠʝʪʦ ʥʘ ʧʦʜʢʨʠʪʝʨʠʷ ʆ21 ʝ ʧʨʝʜʩʪʘʚʝʥʘ ʯʨʝʟ ʩʝʢʪʦʨʥʘ 

ʜʠʘʛʨʘʤʘ ʚ ʇʨʠʣʦʞʝʥʠʝ ˉ 9. 

ɺ ʯʘʩʪʪʘ ɺ21 Ăʃɿ ʥʝ ʝ ʦʨʠʝʥʪʠʨʘʥʦ ʢʲʤ ɺʘʰʠʪʝ ʠʥʪʝʨʝʩʠò, 11 ʜʫʰʠ ʦʪ 

ʘʥʢʝʪʠʨʘʥʠʪʝ ʣʠʮʘ ʩʘ ʦʪʛʦʚʦʨʠʣʠ ʩʲʩ 7 Ăʘʙʩʦʣʶʪʥʦ ʩʲʛʣʘʩʝʥò ʠʣʠ 3,1% ʠ 152 ʩ 

Ăʘʙʩʦʣʶʪʥʦ ʥʝʩʲʛʣʘʩʝʥò ʠʣʠ 43,4%. ʆʩʪʘʥʘʣʠʪʝ ʦʪʛʦʚʦʨʠ ʩʝ ʨʘʟʩʝʡʚʘʪ ʚ 

ʤʝʞʜʠʥʥʠʪʝ ʦʪʛʦʚʦʨʠ ʠ ʩʲʩʪʘʚʣʷʚʘʪ ʢʫʣʫʤʠʣʘʪʠʚʝʥ ʧʨʦʮʝʥʪ 96,9% (ʊʘʙʣʠʮʘ Ăɺ21ò 

ʄɹɸʃ ʥʘ ʇʨʠʣʦʞʝʥʠʝ ˉ 7). ʉʪʨʫʢʪʫʨʘʪʘ ʥʘ ʨʘʟʧʨʝʜʝʣʝʥʠʝʪʦ ʥʘ ʧʦʜʢʨʠʪʝʨʠʷ ɺ21 

ʝ ʧʨʝʜʩʪʘʚʝʥʘ ʯʨʝʟ ʩʝʢʪʦʨʥʘ ʜʠʘʛʨʘʤʘ ʚ ʇʨʠʣʦʞʝʥʠʝ ˉ 9. 

ʂʦʝʬʠʮʠʝʥʪʲʪ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʧʦʜʢʨʠʪʝʨʠʷ ʉ21 ʚ ʯʘʩʪʪʘ ʆ21 ʝ 3,27, ʘ ʚ 

ʯʘʩʪʪʘ ɺ21 ï 2,89, ʢʦʝʪʦ ʧʦʢʘʟʚʘ, ʯʝ ʦʯʘʢʚʘʥʠʷʪʘ ʥʘʜʭʚʲʨʣʷʪ ʚʲʟʧʨʠʷʪʠʷʪʘ ʟʘ 

ʪʦʟʠ ʪʠʧ ʫʩʣʫʛʘ (ʊʘʙʣʠʮʘ ˉ 29).  

Á ʉ22 ʋʜʦʙʥʠ ʟʘ ʚʩʠʯʢʠ ʧʦʪʨʝʙʠʪʝʣʠ ʯʘʩʦʚʝ ʟʘ ʨʘʙʦʪʘ  

ɺ ʯʘʩʪʪʘ ʆ22 Ăʆʪ ʃɿ ʥʝ ʩʣʝʜʚʘ ʜʘ ʩʝ ʦʯʘʢʚʘ ʫʜʦʙʥʠ ʟʘ ʚʩʠʯʢʠ ʧʦʪʨʝʙʠʪʝʣʠ 

ʯʘʩʦʚʝ ʥʘ ʨʘʙʦʪʘò, 47 ʜʫʰʠ ʦʪ ʘʥʢʝʪʠʨʘʥʠʪʝ ʣʠʮʘ ʩʘ ʦʪʛʦʚʦʨʠʣʠ ʩʲʩ 7 Ăʘʙʩʦʣʶʪʥʦ 

ʩʲʛʣʘʩʝʥò ʠʣʠ 13,4% ʠ 139 ʩ Ăʘʙʩʦʣʶʪʥʦ ʥʝʩʲʛʣʘʩʝʥò ʠʣʠ 39,7%. ʆʩʪʘʥʘʣʠʪʝ 

ʦʪʛʦʚʦʨʠ ʩʝ ʨʘʟʩʝʡʚʘʪ ʚ ʤʝʞʜʠʥʥʠʪʝ ʦʪʛʦʚʦʨʠ ʠ ʩʲʩʪʘʚʣʷʚʘʪ ʢʫʣʫʤʠʣʘʪʠʚʝʥ 

ʧʨʦʮʝʥʪ 86,6% (ʊʘʙʣʠʮʘ Ăʆ22ò ʄɹɸʃ ʥʘ ʇʨʠʣʦʞʝʥʠʝ ˉ 7). ʉʪʨʫʢʪʫʨʘʪʘ ʥʘ 

ʨʘʟʧʨʝʜʝʣʝʥʠʝʪʦ ʥʘ ʧʦʜʢʨʠʪʝʨʠʷ ʆ22 ʝ ʧʨʝʜʩʪʘʚʝʥʘ ʯʨʝʟ ʩʝʢʪʦʨʥʘ ʜʠʘʛʨʘʤʘ ʚ 

ʇʨʠʣʦʞʝʥʠʝ ˉ 9. 

ɺ ʯʘʩʪʪʘ ɺ22 Ăʏʘʩʦʚʝʪʝ ʥʘ ʨʘʙʦʪʘ ʥʘ ʃɿ ʩʘ ʫʜʦʙʥʠ ʟʘ ʚʩʠʯʢʠ ʧʦʪʨʝʙʠʪʝʣʠò, 

162 ʜʫʰʠ ʦʪ ʘʥʢʝʪʠʨʘʥʠʪʝ ʣʠʮʘ ʩʘ ʦʪʛʦʚʦʨʠʣʠ ʩʲʩ 7 Ăʘʙʩʦʣʶʪʥʦ ʩʲʛʣʘʩʝʥò ʠʣʠ 

46,3% ʠ 12 ʩ Ăʘʙʩʦʣʶʪʥʦ ʥʝʩʲʛʣʘʩʝʥò ʠʣʠ 3,4%. ʆʩʪʘʥʘʣʠʪʝ ʦʪʛʦʚʦʨʠ ʩʝ ʨʘʟʩʝʡʚʘʪ 

ʚ ʤʝʞʜʠʥʥʠʪʝ ʦʪʛʦʚʦʨʠ ʠ ʩʲʩʪʘʚʣʷʚʘʪ ʢʫʣʫʤʠʣʘʪʠʚʝʥ ʧʨʦʮʝʥʪ 53,7% (ʊʘʙʣʠʮʘ 
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Ăɺ22ò ʄɹɸʃ ʥʘ ʇʨʠʣʦʞʝʥʠʝ ˉ 7). ʉʪʨʫʢʪʫʨʘʪʘ ʥʘ ʨʘʟʧʨʝʜʝʣʝʥʠʝʪʦ ʥʘ ʧʦʜʢʨʠʪʝʨʠʷ 

ɺ22 ʝ ʧʨʝʜʩʪʘʚʝʥʘ ʯʨʝʟ ʩʝʢʪʦʨʥʘ ʜʠʘʛʨʘʤʘ ʚ ʇʨʠʣʦʞʝʥʠʝ ˉ 9. 

ʂʦʝʬʠʮʠʝʥʪʲʪ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʧʦʜʢʨʠʪʝʨʠʷ ʉ22 ʚ ʯʘʩʪʪʘ ʆ22 ʝ 3,37, ʘ ʚ 

ʯʘʩʪʪʘ ɺ22 ï 5,69, ʢʦʝʪʦ ʧʦʢʘʟʚʘ, ʯʝ ʦʯʘʢʚʘʥʠʷʪʘ ʧʦʩʨʝʱʘʪ ʚʲʟʧʨʠʷʪʠʷʪʘ ʟʘ 

ʪʦʟʠ ʪʠʧ ʫʩʣʫʛʘ (ʊʘʙʣʠʮʘ ˉ 29).  

  

 

 

ʌʠʛ. 34 ʏʘʩʪʝʥ ʢʦʝʬʠʮʠʝʥʪ ʥʘ ʢʘʯʝʩʪʚʦʪʦ Ăʉʲʯʫʚʩʪʚʠʝò ʉ18 ï ʉ22 - ʄɹɸʃ 

ʈʝʡʪʠʥʛʲʪ ʥʘ ʚʲʟʧʨʠʷʪʠʷʪʘ ʠ ʨʝʡʪʠʥʛʲʪ ʥʘ ʦʯʘʢʚʘʥʠʷʪʘ ʧʦ ʢʨʠʪʝʨʠʷ 

Ăʉʲʯʫʚʩʪʚʠʝò ʉ18 ï ʉ22 ʝ ʩʲʦʪʚʝʪʥʦ 4,02 ʠ 3,20(ʬʠʛ. 34). ʏʘʩʪʥʠʷʪ ʠʥʜʝʢʩ ʥʘ 

ʢʘʯʝʩʪʚʦʪʦ ʟʘ ʢʨʠʪʝʨʠʷ ) ʉ18 ï ʉ22 ʝ ʧʦʣʦʞʠʪʝʣʝʥ (0,82), (ʊʘʙʣʠʮʘ ˉ 29). 

 

ʇʨʠ ʩʝʜʝʤʥʘʜʝʩʝʪ ʦʪ ʧʦʜʢʨʠʪʝʨʠʠʪʝ, ʦʯʘʢʚʘʥʠʷʪʘ ʟʘ ʤʝʜʠʮʠʥʩʢʘʪʘ ʫʩʣʫʛʘ 

ʧʨʝʜʠ ʥʝʡʥʦʪʦ ʧʦʣʫʯʘʚʘʥʝ, ʧʨʝʚʠʰʘʚʘʪ ʚʲʟʧʨʠʷʪʠʷʪʘ ʟʘ ʥʝʷ ʩʣʝʜ ʧʦʣʫʯʘʚʘʥʝʪʦ Ҁ, 

ʪ.ʝ. ʦʯʘʢʚʘʥʠʷʪʘ > ʚʲʟʧʨʠʷʪʠʷʪʘ, (ʄ1, ʄ2, ʄ3, ʄ4, ʅ5, ʅ6, ʅ7, ʅ8, ʅ9, ʆ11, ʆ13,  

ʋ14, ʋ15, ʋ16, ʋ17, ʉ20, ʉ21). ʊʦʚʘ ʦʧʨʝʜʝʣʷ ʦʪʨʠʮʘʪʝʣʝʥ ʢʦʝʬʠʮʠʝʥʪ ʥʘ 

ʢʘʯʝʩʪʚʦʪʦ ʟʘ ʪʝʟʠ ʧʦʜʢʨʠʪʝʨʠʠ. ɺ ʪʝʟʠ ʩʣʫʯʘʠ ʏʀʂ ʤʦʛʘʪ ʜʘ ʙʲʜʘʪ ʩ ʧʦʣʦʞʠʪʝʣʥʦ 

ʠʣʠ ʦʪʨʠʮʘʪʝʣʥʦ ʟʥʘʯʝʥʠʝ, ʚ ʟʘʚʠʩʠʤʦʩʪ ʦʪ ʧʨʝʦʙʣʘʜʘʚʘʥʝʪʦ ʥʘ ʟʥʘʯʝʥʠʷʪʘ ʥʘ 

ʜʨʫʛʠʪʝ ʧʦʜʢʨʠʪʝʨʠʠ, ʢʘʢʪʦ ʝ ʧʨʠ ʢʨʠʪʝʨʠʠʪʝ Ăʆʪʟʠʚʯʠʚʦʩʪò (ʆ10 ï ʆ13) ʠ 

Ăʉʲʯʫʚʩʪʚʠʝò (ʉ18 ï ʉ22). 

ʇʨʠ ʧʝʪ ʦʪ ʧʦʜʢʨʠʪʝʨʠʠʪʝ, ʦʯʘʢʚʘʥʠʷʪʘ ʟʘ ʤʝʜʠʮʠʥʩʢʘʪʘ ʫʩʣʫʛʘ ʧʨʝʜʠ 

ʥʝʡʥʦʪʦ ʧʦʣʫʯʘʚʘʥʝ, ʧʦʢʨʠʚʘʪ ʚʲʟʧʨʠʷʪʠʷʪʘ ʟʘ ʥʝʷ ʩʣʝʜ ʧʦʣʫʯʘʚʘʥʝʪʦ Ҁ, ʪ.ʝ. 

ʦʯʘʢʚʘʥʠʷʪʘ < ʚʲʟʧʨʠʷʪʠʷʪʘ, (ʆ10, ʆ12, ʉ18, ʉ19, ʉ22). ʊʦʚʘ ʦʧʨʝʜʝʣʷ ʜʷʣ ʢʲʤ 

ʧʦʣʦʞʠʪʝʣʝʥ ʏʀʂ. 
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ʌʠʛʫʨʘ ˉ 35 ʆʙʦʙʱʝʥʘ ʢʘʨʪʠʥʘ ʥʘ ʩʲʦʪʥʦʰʝʥʠʝʪʦ ʥʘ ʨʝʡʪʠʥʛ Ăʚʲʟʧʨʠʷʪʠʝò ʠ ʨʝʡʪʠʥʛ 

Ăʦʯʘʢʚʘʥʠʷò ʟʘ ʤʝʜʠʮʠʥʩʢʘʪʘ ʫʩʣʫʛʘ ʟʘ ʄɹɸʃ  

ʉʪʦʡʥʦʩʪʠʪʝ ʥʘ ʧʦʜʢʨʠʪʝʨʠʠʪʝ ʦʧʨʝʜʝʣʷʪ ʩʲʦʪʥʦʰʝʥʠʝʪʦ ʤʝʞʜʫ ʢʨʠʪʝʨʠʠʪʝ ʚ 

ʯʘʩʪʠʪʝ Ăʦʯʘʢʚʘʥʠʷò ʠ Ăʚʲʟʧʨʠʷʪʠʷò, ʯʠʷʪʦ ʦʙʦʙʱʝʥʘ ʢʘʨʪʠʥʘ ʧʨʝʜʩʪʘʚʷ ʛʨʘʬʠʢʘʪʘ 

ʥʘ ʬʠʛʫʨʘ ˉ35.  

ɽ). ɸʥʘʣʠʟ ʥʘ ʯʘʩʪʥʠʪʝ ʠʥʜʝʢʩʠ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʠ ʛʣʦʙʘʣʥʠʷ ʢʦʝʬʠʮʠʝʥʲʪ 

ʥʘ ʢʘʯʝʩʪʚʦʪʦ SQI 

ʇ ʣ̡ʥʠʪʝ ʨʝʟʫʣʪʘʪʠ ʦʪ ʧʨʦʫʯʚʘʥʝʪʦ ʟʘ ʉɹɸʃɹɹ ʩʘ ʧʨʝʚʝʜʝʥʠ ʚ ʪʘʙʣʠʮʘ ˉ29, 

ʢʦʷʪʦ ʧʨʝʜʩʪʘʚʷ ʏʀʂ ʥʘ ʚʩʝʢʠ ʝʜʠʥ ʢʨʠʪʝʨʠʡ ʠ ʛʣʦʙʘʣʥʠʷʪ ʢʦʝʬʠʮʠʝʥʪ ʟʘ 

ʤʝʜʠʮʠʥʩʢʠʪʝ ʫʩʣʫʛʠ ʥʘ ʮʷʣʘʪʘ ʙʦʣʥʠʮʘ.  

ʇʨʠ ʠʥʪʝʨʧʨʝʪʘʮʠʷʪʘ ʥʘ ʏʀʂ ʩʘ ʠʟʧʦʣʟʚʘʥʠ ʜʚʘ ʚʟʘʠʤʥʦ ʜʦʧʲʣʚʘʱʠ ʩʝ 

ʧʦʜʭʦʜʘ: ʧʦ ʟʥʘʯʝʥʠʝ ʠ ʧʦ ʨʝʟʫʣʪʘʪ, ʟʘ ʯʠʷʪʦ ʮʝʣ ʢʨʠʪʝʨʠʪʝ ʠ ʪʝʭʥʠʪʝ ʏʀʂ ʩʘ 

ʨʘʥʞʠʨʘʥʠ ʧʦ ʟʥʘʯʠʤʦʩʪ (ʪʘʙʣʠʮʘ ˉ 36).  

 

ˉ ʂʨʠʪʝʨʠʠ 
ʈʘʥʞʠʨʘʥʝ 
ʥʘ ʏʀʂ 

ʈʝʟʫʣʪʘʪ 
ʥʘ ʏʀʂ 

1 ʉ18 - ʉ22 "ʉʲʯʫʚʩʪʚʠʝò 0,8 ʫʩʧʝʰʝʥ 

2 ʆ10 - ʆ13 "ʆʪʟʠʚʯʠʚʦʩʪò 0,3 ʫʩʧʝʰʝʥ 

3 ʄ1 ï ʄ4 Ăʄʘʪʝʨʠʘʣʥʦʩʪ (-0,5) ʫʜʦʚʣʝʪʚʦʨʠʪʝʣʝʥ 

4 ʅ5 - ʅ9 "ʅʘʜʝʞʜʥʦʩʪ (-0,6) ʫʜʦʚʣʝʪʚʦʨʠʪʝʣʝʥ 

5 ʋ14 ï ʋ17 Ăʋʚʝʨʝʥʥʦʩʪ (-0,9) ʥʝʫʜʦʚʣʝʪʚʦʨʠʪʝʣʝʥ 

 

ʊʘʙʣʠʮʘ ˉ 36 ʈʘʥʞʠʨʘʥʝ ʥʘ ʯʘʩʪʥʠʪʝ ʠʥʜʝʢʩʠ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʧʦ ʢʨʠʪʝʨʠʠ ʟʘ ʄɹɸʃ  

ʅʘʡ ï ʥʠʩʢʠʷʪ ʢʦʝʬʠʮʠʝʥʪ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʝ ʧʦʣʫʯʝʥ ʧʦ ʢʨʠʪʝʨʠʡ "ʋʚʝʨʝʥʥʦʩʪ", 

ʏʀʂ = (- 0,9), ʘ ʥʘʡ ï ʚʠʩʦʢʠʷʪ ï ʧʦ ʢʨʠʪʝʨʠʡ Ăʉʲʯʫʚʩʪʚʠʝò, ʏʀʂ = 0,8. 

ʇʦʣʦʞʠʪʝʣʥʠʪʝ ʠ ʥʫʣʝʚʠ ʟʥʘʯʝʥʠʷ ʥʘ ʏʀʂ ʥʘ ʢʨʠʪʝʨʠʠʪʝ ʉ18 - ʉ22 "ʉʲʯʫʚʩʪʚʠʝ" ʠ 

ʆ10 ï ʆ13 Ăʆʪʟʠʚʯʠʚʦʩʪò ʦʧʨʝʜʝʣʷ ʨʝʟʫʣʪʘʪʘ ʧʦ ʪʝʟʠ ʢʨʠʪʝʨʠʠ ʢʘʪʦ ʫʩʧʝʰʝʥ 
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(ʫʩʧʝʰʥʦ ʢʘʯʝʩʪʚʦ ʥʘ ʧʨʝʜʩʪʘʚʷʥʝ ʥʘ ʤʝʜʠʮʠʥʩʢʠʪʝ ʫʩʣʫʛʠ ʧʦ ʪʝʟʠ ʢʨʠʪʝʨʠʠ. 

ʅʝʛʘʪʠʚʥʠʪʝ ʏʀʂ ʥʘ ʢʨʠʪʝʨʠʠʪʝ ʄ1 - ʄ4 "ʄʘʪʝʨʠʘʣʥʦʩʪ" ʠ ʅ5 ï ʅ9 Ăʅʘʜʝʞʜʥʦʩʪò 

ʩʝ ʜʦʙʣʠʞʘʚʘʪ ʜʦ ʥʫʣʝʚʦʪʦ ʟʥʘʯʝʥʠʝ, ʢʦʝʪʦ ʦʧʨʝʜʝʣʷ ʨʝʟʫʣʪʘʪʘ ʧʦ ʪʝʟʠ ʢʨʠʪʝʨʠʠ 

ʢʘʪʦ ʫʜʦʚʣʝʪʚʦʨʠʪʝʣʝʥ (ʫʜʦʚʣʝʪʚʦʨʠʪʝʣʥʦ ʢʘʯʝʩʪʚʦ ʥʘ ʧʨʝʜʩʪʘʚʷʥʝ ʥʘ 

ʤʝʜʠʮʠʥʩʢʠʪʝ ʫʩʣʫʛʠ ʧʦ ʪʝʟʠ ʢʨʠʪʝʨʠʠ), ʜʦʢʘʪʦ ʟʥʘʯʝʥʠʝʪʦ ʥʘ ʢʨʠʪʝʨʠʷ ʋ14 - ʋ17 

Ăʋʚʝʨʝʥʥʦʩʪò ʩʝ ʜʦʙʣʠʞʘʚʘ ʜʦ (-1), ʢʦʝʪʦ ʛʦ ʦʧʨʝʜʝʣʷ ʢʘʪʦ ʥʝʫʜʦʚʣʝʪʚʦʨʠʪʝʣʝʥ 

(ʥʝʫʜʦʚʣʝʪʚʦʨʠʪʝʣʥʦ ʢʘʯʝʩʪʚʦ ʥʘ ʧʨʝʜʩʪʘʚʷʥʝ ʥʘ ʤʝʜʠʮʠʥʩʢʠʪʝ ʫʩʣʫʛʠ ʧʦ ʪʦʟʠ 

ʢʨʠʪʝʨʠʡ.  

ʀʟʯʠʩʣʷʚʘʤʝ ʪʨʠ ʥʦʚʠ ʧʨʦʤʝʥʣʠʚʠ: R_O1_22, R_ɺ1_22 ʠ SQI. 

ʇʨʦʤʝʥʣʠʚʘʪʘ R_O1_22 çʈʝʡʪʠʥʛ ʥʘ ʦʯʘʢʚʘʥʝè ʩʝ ʠʟʯʠʩʣʷʚʘ ʟʘ ʚʩʝʢʠ ʯʦʚʝʢ 

ʦʪ ʙʦʣʥʠʮʘʪʘ (ʚʩʝʢʠ ʘʥʢʝʪʠʨʘʥ ʧʘʮʠʝʥʪ) ʢʘʪʦ ʩʨʝʜʥʘ ʘʨʠʪʤʝʪʠʯʥʘ 

ʚʝʣʠʯʠʥʘ ʦʪ ʥʝʛʦʚʠʪʝ ʦʪʛʦʚʦʨʠ ʦʪ ʆ1 ʜʦ ʆ22. ʇʨʦʤʝʥʣʠʚʘʪʘ R_ɺ1_22 

çʈʝʡʪʠʥʛ ʥʘ ʚʲʟʧʨʠʷʪʠʝè ʩʝ ʠʟʯʠʩʣʷʚʘ ʟʘ ʚʩʝʢʠ ʯʦʚʝʢ ʦʪ ʙʦʣʥʠʮʘʪʘ (ʚʩʝʢʠ 

ʘʥʢʝʪʠʨʘʥ ʧʘʮʠʝʥʪ) ʢʘʪʦ ʩʨʝʜʥʘ ʘʨʠʪʤʝʪʠʯʥʘ ʚʝʣʠʯʠʥʘ ʦʪ ʥʝʛʦʚʠʪʝ 

ʦʪʛʦʚʦʨʠ ʦʪ ɺ1 ʜʦ ɺ22. SQI ï ɻʣʦʙʘʣʝʥ ʢʦʝʬʠʮʠʝʥʪ ʥʘ ʢʘʯʝʩʪʚʦʪʦ = 

ʨʝʡʪʠʥʛ ʥʘ ʚʲʟʧʨʠʷʪʠʝ ï ʈʝʡʪʠʥʛ ʥʘ ʦʯʘʢʚʘʥʝ (ʊʘʙʣʠʮʘ ˉ 37 ʠ ʊʘʙʣʠʮʘ ʠ 

(ʊʘʙʣʠʮʘ ˉ 29).  

 

SQI (-02) = ʈʝʡʪʠʥʛ ʥʘ ʚʲʟʧʨʠʷʪʠʝ (4,9) ï ʈʝʡʪʠʥʛ ʥʘ ʦʯʘʢʚʘʥʝ (5,1) 

 

ˉ ʇʨʦʤʝʥʣʠʚʠ Mean 
Confidence 

interval of Mean 
Std. 
Error 

Median 

1. 
 

R_O1_22 çʈʝʡʪʠʥʛ ʥʘ ʦʯʘʢʚʘʥʝè " 5,08 4,99 ï 5,17 0,04 4,86 

2. R_ɺ1_22 çʈʝʡʪʠʥʛ ʥʘ ʚʲʟʧʨʠʷʪʠʝè 4,93 4,81 ï 5,04 0,05 5,04 

3. SQI (-0,154) (-0,271) ï (-0,037) 0,05 0,13 

 

ʊʘʙʣʠʮʘ ˉ 37 ʉʪʘʪʠʩʪʠʯʝʩʢʠ ʨʘʟʧʨʝʜʝʣʝʥʠʷ ʚ ʯʘʩʪʠʪʝ Ăʦʯʘʢʚʘʥʠʷò ʠ Ăʚʲʟʧʨʠʷʪʠʷò 

ʥʘ ʄɹɸʃ 
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ˉ ʂʨʠʪʝʨʠʡ ʟʘ ʢʘʯʝʩʪʚʦʪʦ 
ʈʝʡʪʠʥʛ 

ʥʘ ʚʲʟʧʨʠʷʪʠʝ 
ʈʝʡʪʠʥʛ 

 ʥʘ ʦʯʘʢʚʘʥʠʷ 

ʂʦʝʬʠʮʝʥʪ 
ʥʘ 

ʢʘʯʝʩʪʚʦʪʦ Q 

ʄ1 ɹʦʣʥʠʮʘʪʘ ʠʤʘ ʩʲʚʨʝʤʝʥʥʘ ʪʝʭʥʠʢʘ ʠ ʦʙʦʨʫʜʚʘʥʝ 5,95 6,17 -0,2 

ʄ2 ʀʥʪʝʨʠʦʨʠʪʝ ʥʘ ʧʦʤʝʱʝʥʠʷʪʘ ʥʘ ʙʦʣʥʠʮʘʪʘ ʩʘ ʚ ʦʪʣʠʯʥʦ ʩʲʩʪʦʷʥʠʝ  5.03 5,85 -0,8 

ʄ3 ʇʝʨʩʦʥʘʣʲʪ ʥʘ ʙʦʣʥʠʮʘʪʘ ʝ ʧʨʠʷʪʥʦ ʦʙʣʝʯʝʥ ʠ ʩʧʨʝʪʥʘʪ 6.23 6.41 -0,2 

ʄ4 ɺʲʥʰʥʠʷʪ ʚʠʜ ʥʘ ʠʥʬʦʨʤʘʮʠʦʥʥʠʪʝ ʤʘʪʝʨʠʘʣʠ (ʙʫʢʣʝʪʠ, ʧʨʦʩʧʝʢʪʠ) ʚ ʙʦʣʥʠʮʘʪʘ ʩʘ 
ʧʨʠʚʣʝʢʘʪʝʣʥʠ 

5,19 6,0 -0,8 

Q  ʄɸʊɽʈʀɸʃʅʆʉʊ  (ʄ1 ï ʄ4) 5,6 6,1 ʏʀʂ = (- 0.5) 

H5 ɹʦʣʥʠʮʘʪʘ ʠʟʧʲʣʥʷʚʘ ʩʚʦʠʪʝ ʦʙʝʱʘʥʠʷ ʜʘ ʦʢʘʟʚʘ ʫʩʣʫʛʘʪʘ ʢʲʤ ʥʘʟʥʘʯʝʥʦʪʦ ʚʨʝʤʝ 5,65 6,24 -0.6 

H6 ɸʢʦ ʧʦʪʨʝʙʠʪʝʣʠʪʝ ʩʢʫʯʘʡʥʦ ʠʤʘʪ ʧʨʦʙʣʝʤʠ, ʙʦʣʥʠʮʘʪʘ ʩʝ ʦʧʠʪʚʘ ʜʘ ʛʠ ʨʘʟʨʝʰʠ ʠʩʢʨʝʥʦ 5,77 6,27 -0,5 

H7 ɹʦʣʥʠʮʘʪʘ ʠʤʘ ʥʘʜʝʞʜʥʘ ʨʝʧʫʪʘʮʠʷ         5.8 6,47 -0,6 

H8 ʋʩʣʫʛʠʪʝ ʥʘ ʙʦʣʥʠʮʘʪʘ ʩʝ ʧʨʝʜʦʩʪʘʚʷʪ ʥʘ ʧʦʪʨʝʙʠʪʝʣʠʪʝ ʪʦʯʥʦ ʠ ʚ ʩʨʦʢ        5.8 6,4 -0.6 

H9 ɹʦʣʥʠʮʘʪʘ ʠʟʙʷʛʚʘ ʛʨʝʰʢʠʪʝ ʠ ʥʝʪʦʯʥʦʩʪʠʪʝ ʚ ʩʚʦʠʪʝ ʦʧʝʨʘʮʠʠ       5.96 6,45 -0,5 

Q  ʅɸɼɽɾɼʅʆʉʊ (ʅ5 ï ʅ9) 5,79 6,36 ʏʀʂ = (-0,6) 

ʆ10 ʇʝʨʩʦʥʘʣʲʪ ʥʘ ʙʦʣʥʠʮʘʪʘ ʝ ʜʠʩʮʠʧʣʠʥʠʨʘʥ  5.65 3,64 2,0 

ʆ11 ʇʝʨʩʦʥʘʣʲʪ ʥʘ ʙʦʣʥʠʮʘʪʘ ʦʢʘʟʚʘ ʫʩʣʫʛʠʪʝ ʙʲʨʟʦ ʠ ʦʧʝʨʘʪʠʚʥʦ 2.92 3,77 -0,9 

ʆ12 ʇʝʨʩʦʥʘʣʲʪ ʥʘ ʙʦʣʥʠʮʘʪʘ ʚʠʥʘʛʠ ʧʦʤʘʛʘ ʥʘ ʩʚʦʠʪʝ ʧʦʪʨʝʙʠʪʝʣʠ ʟʘ ʨʝʰʘʚʘʥʝ ʥʘ ʪʝʭʥʠʪʝ 
ʧʨʦʙʣʝʤʠ 

3.04 2,97 0,1 

ʆ13 ʇʝʨʩʦʥʘʣʲʪ ʥʘ ʙʦʣʥʠʮʘʪʘ ʙʲʨʟʦ ʨʝʘʛʠʨʘ ʥʘ ʤʦʣʙʘʪʘ ʥʘ ʧʦʪʨʝʙʠʪʝʣʠʪʝ 2,98 3,16 -0,2 

Q  ʆʊɿʀɺʏʀɺʆʉʊ  (ʆ10 ï ʆ13) 3.64 3,38 ʏʀʂ = (0,3) 

ʋ14 ʄʝʞʜʫ ʧʦʪʨʝʙʠʪʝʣʠʪʝ ʠ ʧʝʨʩʦʥʘʣʘ ʥʘ ʙʦʣʥʠʮʘʪʘ ʩʲʱʝʩʪʚʫʚʘ ʘʪʤʦʩʬʝʨʘ ʥʘ ʜʦʚʝʨʠʝ ʠ 
ʚʟʘʠʤʦ ʨʘʟʙʠʨʘʥʝ 

5.65 6.32 -0,7 

ʋ15 ɺ ʦʪʥʦʰʝʥʠʷʪʘ ʩʠ ʩ ʙʦʣʥʠʮʘʪʘ ʧʦʪʨʝʙʠʪʝʣʠʪʝ ʩʝ ʯʫʚʩʪʚʘʪ ʙʝʟʦʧʘʩʥʦ 5.54 6.38 -0,8 

ʋ16 ʇʝʨʩʦʥʘʣʲʪ ʥʘ ʙʦʣʥʠʮʘʪʘ ʝ ʚʝʞʣʠʚ ʩ ʧʦʪʨʝʙʠʪʝʣʠʪʝ 5.77 6.79 -1,0 

ʋ17 ʈʲʢʦʚʦʜʩʪʚʦʪʦ ʥʘ ʙʦʣʥʠʮʘʪʘ ʦʢʘʟʚʘ ʚʩʷʢʘʢʚʘ ʧʦʜʜʨʲʞʢʘ ʥʘ ʧʝʨʩʦʥʘʣʘ ʟʘ ʝʬʝʢʪʠʚʥʦ 
ʦʙʩʣʫʞʚʘʥʝ ʥʘ ʧʦʪʨʝʙʠʪʝʣʠʪʝ 

5.41 6.53 -1,0 

Q  ʋɺɽʈɽʅʅʆʉʊ/ʉʀɻʋʈʅʆʉʊ  (ʋ14 ï ʋ17) 5.59 6.5 ʏʀʂ = (- 0.9) 

ʉ18 ʂʲʤ ʧʦʪʨʝʙʠʪʝʣʠʪʝ ʚ ʙʦʣʥʠʮʘʪʘ ʩʝ ʧʨʦʷʚʷʚʘ ʠʥʜʠʚʠʜʫʘʣʝʥ ʧʦʜʭʦʜ 5.26 3.16 2,1 

ʉ19 ʇʝʨʩʦʥʘʣʲʪ ʥʘ ʙʦʣʥʠʮʘʪʘ ʧʨʦʷʚʷʚʘ ʣʠʯʥʦ ʫʯʘʩʪʠʝ ʚ ʨʝʰʘʚʘʥʝʪʦ ʥʘ ʧʨʦʙʣʝʤʠʪʝ ʥʘ 
ʧʦʪʨʝʙʠʪʝʣʠʪʝ 

3.53 3.27 0,3 

ʉ20 ʇʝʨʩʦʥʘʣʲʪ ʥʘ ʙʦʣʥʠʮʘʪʘ ʟʥʘʝ ʧʦʪʨʝʙʥʦʩʪʠʪʝ ʥʘ ʩʚʦʠʪʝ ʧʦʪʨʝʙʠʪʝʣʠ 2.75 2,97 -0,2 

ʉ21 ʇʝʨʩʦʥʘʣʲʪ ʥʘ ʙʦʣʥʠʮʘʪʘ ʩʝ ʦʨʠʝʥʪʠʨʘ ʢʲʤ ʧʨʦʙʣʝʤʠʪʝ ʥʘ ʧʦʪʨʝʙʠʪʝʣʠʪʝ 2,89 3.27 -0,4 

ʉ22 ʏʘʩʦʚʝʪʝ ʥʘ ʨʘʙʦʪʘ ʚ ʙʦʣʥʠʮʘʪʘ ʩʘ ʫʜʦʙʥʠ ʟʘ ʚʩʠʯʢʠ ʧʦʪʨʝʙʠʪʝʣʠ 5.69 3.37 2,3 

Q  ʉʒʏʋɺʉʊɺʀɽ  (ʉ18 ï ʉ22) 4.02 3.20 ʏʀʂ = (0.8) 

 
ɻʃʆɹɸʃɽʅ ʂʆɽʌʀʎʀɽʅʊ ʅɸ ʂɸʏɽʉʊɺʆʊʆ  (SQI) 

 
4.9 

 
5.1 

 
SQI = (-0.20) 

ʊʘʙʣʠʮʘ ˉ 29 Ăɻʣʦʙʘʣʝʥ ʢʦʝʬʠʮʠʝʥʪ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ï ʨʝʟʫʣʪʘʪʠ - ʄɹɸʃ 
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3.1.3. ʉʨʘʚʥʠʪʝʣʝʥ ʘʥʘʣʠʟ ʥʘ SQI ʤʝʞʜʫ ʜʚʝʪʝ ʃɿɹʇ 

ʇʨʦʫʯʚʘʥʝʪʦ, ʠʟʚʲʨʰʝʥʦ ʚ ʉɹɸʃɹɹ ʠ ʄɹɸʃ ʚʲʚ ʚʨʲʟʢʘ ʩ ʧʨʠʣʘʛʘʥʝ ʥʘ 

ʤʝʪʦʜʠʢʘʪʘ SERVQUAL ʟʘ ʦʮʝʥʢʘ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʤʝʜʠʮʠʥʩʢʘʪʘ ʫʩʣʫʛʘ 

ʧʦʢʘʟʚʘ ʨʘʟʣʠʯʥʠ ʨʝʟʫʣʪʘʪʠ ʥʘ ʯʘʩʪʥʠʪʝ ʠ ʛʣʦʙʘʣʥʠʪʝ ʠʥʜʝʢʩʠ ʥʘ 

ʢʘʯʝʩʪʚʦʪʦ.  

ʇʨʠ ʉɹɸʃɹɹ ʤʝʜʠʮʠʥʩʢʘʪʘ ʜʝʡʥʦʩʪ, ʠʟʤʝʨʝʥʘ ʯʨʝʟ SQI ʝ ʩ ʧʦʣʦʞʠʪʝʣʥʦ 

ʟʥʘʯʝʥʠʝ ʠ ʩʲʩʪʘʚʣʷʚʘ 0,4 ʙʘʣʘ (SQI = 0,4), ʢʦʝʪʦ ʫʢʘʟʚʘ, ʯʝ ʚʲʟʧʨʠʷʪʠʝʪʦ ʥʘ 

ʧʘʮʠʝʥʪʠʪʝ ʟʘ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʧʨʝʜʦʩʪʘʚʷʥʘʪʘ ʦʪ ʙʦʣʥʠʮʘʪʘ ʫʩʣʫʛʘ ʧʨʝʚʠʰʘʚʘ 

ʥʠʚʦʪʦ ʥʘ ʦʯʘʢʚʘʥʠʷʪʘ ʠʤ (ʬʠʛʫʨʘ ˉ 38) ʉʧʦʨʝʜ SQI ʢʘʪʦ ʮʷʣʦ ʨʝʟʫʣʪʘʪʲʪ ʥʘ 

ʫʩʣʫʛʠʪʝ, ʢʦʠʪʦ ʧʨʝʜʦʩʪʘʚʷ ʉɹɸʃɹɹ ʩʝ ʦʧʨʝʜʝʣʷ ʢʘʪʦ ʫʩʧʝʰʝʥ ʠʣʠ ʚʠʩʦʢʦ 

ʢʘʯʝʩʪʚʦ.  

 

 

 

ʌʠʛʫʨʘ ˉ 38 SQI ʥʘ ʉɹɸʃɹɹ   

ʅʝ ʩʲʱʝʩʪʚʫʚʘ ʨʘʟʨʠʚ ʤʝʞʜʫ ʦʯʘʢʚʘʥʠʷ ʠ ʚʲʟʧʨʠʷʪʠʷ (ʨʘʟʨʠʚ Gap 5 ʦʪ 

ʄʦʜʝʣʘ çGapè), ʧʦʨʘʜʠ ʢʦʝʪʦ ʧʦʩʦʢʘʪʘ ʥʘ ʘʥʘʣʠʟʘ ʧʨʠ ʧʦʣʦʞʠʪʝʣʥʦʪʦ ʟʥʘʯʝʥʠʝ 

ʥʘ SQI ʝ ʚ ʧʦʜʜʲʨʞʘʥʝ ʥʘ ʥʠʚʦʪʦ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʠ ʪʲʨʩʝʥʝ ʥʘ ʚʲʟʤʦʞʥʦʩʪʠ ʟʘ 

ʧʦʜʦʙʨʝʥʠʝ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʜʝʡʥʦʩʪʠʪʝ ʧʦ ʢʨʠʪʝʨʠʠ ʠ ʧʦʜʢʨʠʪʝʨʠʠ.  

ʆʪ ʪʘʙʣʠʮʘ  ˉ 18 Ăɻʣʦʙʘʣʝʥ ʢʦʝʬʠʮʠʝʥʪ ʥʘ ʢʘʯʝʩʪʚʦʪʦò (SQI) ʟʘ ʉɹɸʃɹɹ, ʝ 

ʚʠʜʥʦ, ʯʝ ʧʦʜʢʨʠʪʝʨʠʠʪʝ: ʄ1, ʄ2, ʄ3, ʄ4, ʅ5, ʅ6, ʅ7, ʅ8, ʋ15, ʋ16 ʠ ʋ17, ʩʘ ʩ 

ʦʪʨʠʮʘʪʝʣʥʦ ʟʥʘʯʝʥʠʝ, ʥʦ ʧʨʠʙʣʠʞʘʚʘʱʦ ʩʝ ʜʦ ʥʫʣʝʚʦ, ʢʦʝʪʦ ʦʟʥʘʯʘʚʘ, ʯʝ 

ʦʯʘʢʚʘʥʠʷʪʘ ʟʘ ʫʩʣʫʛʘʪʘ ʩʲʚʩʝʤ ʤʘʣʢʦ ʧʨʝʚʠʰʘʚʘʪ ʚʲʟʧʨʠʝʤʘʥʝʪʦ Ҁ ʠ ʢʘʪʦ 

ʮʷʣʦ, ʪʷ ʝ ʫʩʧʝʰʥʘ. ɺ ʩʤʠʩʲʣʘ ʥʘ ʢʦʥʮʝʧʮʠʷʪʘ TQM ʪʝʟʠ ʧʦʜʢʨʠʪʝʨʠʠ ʪʨʷʙʚʘ ʜʘ 
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ʙʲʜʘʪ ʦʙʝʢʪ ʥʘ ʥʝʧʨʝʢʲʩʥʘʪʦ ʧʦʜʦʙʨʝʥʠʝ ʥʘ ʢʘʯʝʩʪʚʦʪʦ, ʚ ʙʲʜʝʱʝ. ʅʝʦʙʭʦʜʠʤʦ 

ʝ ʦʨʛʘʥʠʟʘʮʠʷʪʘ ʜʘ ʩʝ ʩʪʨʝʤʠ ʜʘ ʩʪʝʩʥʠ ʤʘʢʩʠʤʘʣʥʦ ʧʨʦʩʪʨʘʥʩʪʚʦʪʦ ʥʘ ʨʘʟʨʠʚʘ 

Gap 5. ʇʨʝʜʚʠʜ ʟʘʚʠʩʠʤʦʩʪʪʘ ʥʘ ʪʦʟʠ ʨʘʟʨʠʚ ʦʪ ʦʩʪʘʥʘʣʠʪʝ ʨʘʟʨʠʚʠ: Gap 1, Gap 

2, ʠ Gap 3 ʥʘ ʄʦʜʝʣʘ çGapè ʩʣʝʜʚʘ, ʜʘ ʩʝ ʧʦʜʦʙʨʠ ʧʨʝʜʩʪʘʚʘʪʘ ʥʘ 

ʤʝʥʠʜʞʤʲʥʪʘ ʟʘ ʧʨʝʜʧʦʯʠʪʘʥʠʷʪʘ ʥʘ ʧʦʪʨʝʙʠʪʝʣʠʪʝ ʟʘ ʫʩʣʫʛʘʪʘ. ʉʲʱʠʷʪ ʜʘ 

Ăʧʨʝʚʝʜʝò ʛʣʘʩʘ ʥʘ ʧʦʪʨʝʙʠʪʝʣʠʪʝ ʚ ʩʪʘʥʜʘʨʪʠʪʝ ʟʘ ʧʨʝʜʦʩʪʘʚʷʥʝ ʥʘ ʫʩʣʫʛʘʪʘ ʥʘ 

ʝʟʠʢʘ ʥʘ ʪʝʭʥʠʯʝʩʢʦʪʦ ʠʟʧʲʣʥʝʥʠʝ ʥʘ ʫʩʣʫʛʘʪʘ (ʣʦʢʘʣʥʠ ʠ ʥʘʮʠʦʥʘʣʥʠ 

ʤʝʜʠʮʠʥʩʢʠ ʩʪʘʥʜʘʨʪʠ), ʢʘʢʪʦ ʠ ʨʝʘʣʠʟʘʮʠʷʪʘ ʠʤ ʥʘ ʧʨʘʢʪʠʢʘ (ʚʲʪʨʝʰʝʥ 

ʢʦʥʪʨʦʣ).  

ʇʨʠ ʄɹɸʃ ʤʝʜʠʮʠʥʩʢʘʪʘ ʜʝʡʥʦʩʪ, ʠʟʤʝʨʝʥʘ ʯʨʝʟ ʢʣʶʯʦʚʠʷ ʧʦʢʘʟʘʪʝʣ SQI 

ʝ ʩ ʦʪʨʠʮʘʪʝʣʥʦ ʟʥʘʯʝʥʠʝ, ʢʦʝʪʦ ʫʢʘʟʚʘ, ʯʝ ʦʯʘʢʚʘʥʠʷʪʘ ʧʨʝʚʠʰʘʚʘʪ 

ʚʲʟʧʨʠʷʪʠʷʪʘ ʟʘ ʫʩʣʫʛʘʪʘ, ʥʦ ʨʝʟʫʣʪʘʪʲʪ ʩʝ ʩʯʠʪʘ ʟʘ ʫʜʦʚʣʝʪʚʦʨʠʪʝʣʝʥ - 

ʯʘʩʪʥʠʪʝ ʢʦʝʬʠʮʠʝʥʪʠ ʟʘ ʢʘʯʝʩʪʚʦ ʩʝ ʜʦʙʣʠʞʘʚʘʪ ʢʲʤ ʥʫʣʝʚʦʪʦ ʟʥʘʯʝʥʠʝ, ʧʨʠ 

SQI = (-0,2). ʄʝʜʠʮʠʥʩʢʘʪʘ ʫʩʣʫʛʘ ʢʘʪʦ ʮʷʣʦ ʩʝ ʦʮʝʥʷʚʘ ʢʘʪʦ ʫʩʧʝʰʥʘ.  

ɿʥʘʯʝʥʠʝʪʦ ʥʘ SQI ʦʧʨʝʜʝʣʷ, ʯʝ ʨʘʟʨʠʚʲʪ Gap 5 ʦʪ ʄʦʜʝʣʘ çGapè ʤʝʞʜʫ 

ʦʯʘʢʚʘʥʠʷ ʠ ʚʲʟʧʨʠʷʪʠʷ, ʧʨʠ ʄɹɸʃ ʝ ʧʦ ï ʛʦʣʷʤ ʚ ʩʨʘʚʥʝʥʠʝ ʩʲʩ ʩʲʱʠʷ ʧʨʠ 

ʉɹʃɹɹ.  

 

 

 

ʌʠʛʫʨʘ ˉ 39 SQI ʥʘ ʄɹɸʃ  

ʅʝʟʘʚʠʩʠʤʦ, ʯʝ ʠ ʟʘ ʜʚʝʪʝ ʙʦʣʥʠʮʠ ʯʨʝʟ ʨʝʟʫʣʪʘʪʠʪʝ ʥʘ SQI, ʢʘʯʝʩʪʚʦʪʦ ʥʘ 

ʧʨʝʜʦʩʪʘʚʷʥʠʪʝ ʤʝʜʠʮʠʥʩʢʠ ʫʩʣʫʛʠ ʩʝ ʧʨʠʝʤʘ ʢʘʪʦ ʫʩʧʝʰʥʦ, ʚʲʟʧʨʠʝʤʘʥʘʪʘ ʚ 

ʤʥʦʛʦʧʨʦʬʠʣʥʘʪʘ ʙʦʣʥʠʮʘ ʫʩʣʫʛʘ ʠʟʦʩʪʘʚʘ ʩʧʨʷʤʦ ʦʯʘʢʚʘʥʘʪʘ, ʟʥʘʯʠʪʝʣʥʦ 

(ʬʠʛʫʨʘ ˉ 39), ʢʦʝʪʦ ʩʝ ʜʲʣʞʠ ʥʘ ʚʣʠʷʥʠʝʪʦ ʥʘ ʦʪʨʠʮʘʪʝʣʥʠʪʝ ʟʥʘʯʝʥʠʷ ʥʘ 
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ʧʦʜʢʨʠʪʝʨʠʠʪʝ: ʄ1, ʄ2, ʄ3, ʄ4, ʅ5, ʅ6, ʅ7, ʅ8, ʅ9, ʆ11, ʆ13, ʋ14, ʋ15, ʋ16, ʋ17, 

ʉ20 ʠ ʉ21 (ʪʘʙʣʠʮʘ ˉ 29).  

ʉʲʱʦ ʢʘʢʪʦ ʠ ʧʨʠ ʉɹɸʃɹɹ, ʄɹɸʃ ʪʨʷʙʚʘ ʜʘ ʧʨʘʚʠ ʨʝʛʫʣʷʨʥʦ ʧʨʝʛʣʝʜ ʥʘ 

ʠʟʠʩʢʚʘʥʠʷʪʘ, ʩʚʲʨʟʘʥʠ ʩ ʧʨʦʜʫʢʪʘ, ʚʲʚʝʞʜʘʥʝ ʥʘ ʤʝʨʢʠ ʟʘ ʢʦʤʫʥʠʢʘʮʠʷ ʩ 

ʧʦʪʨʝʙʠʪʝʣʠʪʝ ʧʦ ʦʪʥʦʰʝʥʠʝ ʥʘ ʠʥʬʦʨʤʘʮʠʷʪʘ ʟʘ ʧʨʦʜʫʢʪʘ, ʟʘʧʠʪʚʘʥʠʷ, 

ʜʦʛʦʚʦʨʠ ʠʟʧʲʣʥʝʥʠʝ ʥʘ ʧʨʲʯʢʠ ʠ ʦʙʨʘʪʥʘ ʚʨʲʟʢʘ ʩ ʧʘʮʠʝʥʪʠʪʝ.  

ɿʘ ʘʥʘʣʠʟʘ ʥʘ SQI ʩʘ ʚʘʞʥʠ ʥʝ ʩʘʤʦ ʟʥʘʯʝʥʠʝʪʦ ʠ ʨʝʟʫʣʪʘʪʘ ʤʫ, ʥʦ ʠ 

ʥʝʛʦʚʘʪʘ ʩʪʨʫʢʪʫʨʘ.  

ʏʘʩʪʥʠʪʝ ʠʥʜʝʢʩʠ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʤʦʛʘʪ ʜʘ ʠʤʘʪ ʨʘʟʣʠʯʝʥ ʟʥʘʢ ʦʪ SQI. 

ʇʣʦʞʠʪʝʣʥʦʪʦ ʟʥʘʯʝʥʠʝ ʥʘ ʯʘʩʪʥʠʷ ʠʥʜʝʢʩ ʠʥʬʦʨʤʠʨʘ ʟʘ ʪʦʚʘ, ʯʝ 

ʧʦʪʨʝʙʠʪʝʣʠʪʝ ʩʘ ʫʜʦʚʣʝʪʚʦʨʝʥʠ ʧʦ ʜʘʜʝʥʠʷ ʢʨʠʪʝʨʠʡ ʚ ʧʦ ï ʛʦʣʷʤʘ ʩʪʝʧʝʥ 

ʦʪʢʦʣʢʦʪʦ ʩʝ ʝ ʦʯʘʢʚʘʣʦ. ʊʦʚʘ ʥʝ ʚʠʥʘʛʠ ʝ ʜʦʙʨʝ. ʆʪ ʝʜʥʘ ʩʪʨʘʥʘ, ʚʠʩʦʢʠʷʪ 

ʯʘʩʪʝʥ ʠʥʜʝʢʩ ʤʦʞʝ ʜʘ ʚʲʟʥʠʢʥʝ, ʧʦʨʘʜʠ ʠʟʣʠʰʥʘ ʦʨʛʘʥʠʟʘʮʠʷ ï ʙʝʟʢʨʘʡʥʦ 

ʢʦʣʠʯʝʩʪʚʦ ʧʨʦʮʝʜʫʨʠ ʠ ʧʦʪʨʝʙʣʝʥʠʝ ʥʘ ʙʝʟʢʨʘʡʥʦ ʢʦʣʠʯʝʩʪʚʦ ʨʝʩʫʨʩʠ ï 

ʩʲʩʪʦʷʥʠʝ, ʚ ʤʝʥʠʜʞʤʲʥʪʘ ʠʟʚʝʩʪʥʦ ʢʘʪʦ Ăʝʥʪʨʦʧʠʯʝʩʢʘ ʩʤʲʨʪñ. ʊʦʚʘ 

ʧʨʝʜʧʦʣʘʛʘ ʤʷʨʢʘ ʥʘ ʚʩʠʯʢʦ: ʚ ʜʦʢʫʤʝʥʪʠʨʘʥʝʪʦ ʥʘ ʧʨʦʮʝʜʫʨʠʪʝ, 

ʩʪʘʥʜʘʨʪʠʟʘʮʠʷ ʥʘ ʧʨʦʮʝʩʠʪʝ ʠ ʧʨʦʜʫʢʮʠʷʪʘ, ʨʘʟʭʦʜʠ ʟʘ ʧʦʜʛʦʪʦʚʢʘ ʥʘ 

ʧʝʨʩʦʥʘʣʘ, ʠʟʤʝʨʚʘʥʝ ʠ ʘʥʘʣʠʟ, ʢʦʥʪʨʦʣ ʠ ʪʝʩʪʚʘʥʝ. ɸʥʘʣʠʟʠʨʘʥʝ ʠ 

ʩʪʘʥʜʘʨʪʠʟʠʨʘʥʝ ʥʘ ʯʦʚʝʰʢʠʷ ʦʧʠʪ, ʢʦʡʪʦ ʜʘ ʙʲʜʝ ʠʥʬʦʨʤʘʮʠʦʥʥʦ ʜʦʩʪʲʧʝʥ ʠ 

ʧʦʚʪʦʨʥʦ ʠʟʧʦʣʟʚʘʥ. ɽʬʝʢʪʠʚʥʦʪʦ ʠʟʙʷʛʚʘʥʝ ʥʘ ʝʥʪʨʦʧʠʯʝʩʢʘʪʘ ʩʤʲʨʪ ʥʘ 

ʦʨʛʘʥʠʟʘʮʠʷʪʘ ʝ ʚʲʟʤʦʞʥʦ ʩʘʤʦ ʩ ʤʘʢʩʠʤʘʣʥʦ ʚʲʚʣʠʯʘʥʝ ʥʘ ʧʝʨʩʦʥʘʣʘ. 

ʆʪ ʜʨʫʛʘ ʩʪʨʘʥʘ, ʠʟʨʘʟʝʥʠʷʪ ʚʠʩʦʢ ʏʀʂ ʤʦʞʝ ʜʘ ʩʝ ʨʘʟʛʣʝʞʜʘ ʢʘʪʦ ʥʠʚʦ ʥʘ 

ʢʘʯʝʩʪʚʦʪʦ, ʢʦʝʪʦ ʦʨʘʛʘʥʠʟʘʮʠʷʪʘ ʝ ʚ ʩʲʩʪʦʷʥʠʝ ʜʘ ʦʙʝʟʧʝʯʠ ʠ ʜʦ, ʢʦʡʪʦ ʤʦʛʘʪ 

ʜʘ ʥʘʨʘʩʪʚʘʪ ʜʨʫʛʠʪʝ ʠʥʜʝʢʩʠʪʝ ʥʘ ʜʨʫʛʠʪʝ ʢʨʠʪʝʨʠʠ, ʟʘ ʜʘ ʩʝ ʧʦʣʫʯʠ ʚʠʩʦʢʦ ʠ 

ʧʨʠ ʪʦʚʘ ʝʜʥʦʨʦʜʥʦ ʧʦ ʚʩʠʯʢʠ ʢʨʠʪʝʨʠʠ ʢʘʯʝʩʪʚʦ ʥʘ ʧʨʝʜʦʩʪʘʚʝʥʘʪʘ ʫʩʣʫʛʘ.  

ʆʪʨʠʮʘʪʝʣʥʦʪʦ ʟʥʘʯʝʥʠʝ ʥʘ ʏʀʂ ʩʠʛʥʘʣʠʟʠʨʘ, ʯʝ ʧʦʪʨʝʙʠʪʝʣʠʪʝ ʥʝ ʩʘ ʚʲʚ 

ʚʲʟʪʦʨʛ ʦʪ ʧʦʣʫʯʝʥʘʪʘ ʫʩʣʫʛʘ ʧʦ ʜʘʜʝʥʠʷ ʢʨʠʪʝʨʠʡ. ʉʠʪʫʘʮʠʷʪʘ ʠʟʠʩʢʚʘ 

ʜʦʧʲʣʥʠʪʝʣʝʥ ʘʥʘʣʠʟ. ʈʝʰʘʚʘʱʦ ʩʝ ʷʚʷʚʘ ʨʘʟʛʣʝʞʜʘʥʝʪʦ ʥʘ ʢʨʠʪʝʨʠʠʪʝ, 

Ăʚʠʥʦʚʥʠò ʟʘ ʥʝʫʜʦʚʣʝʪʚʦʨʠʪʝʣʥʦʪʦ ʢʘʯʝʩʪʚʦ.  
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ʉʪʨʫʢʪʫʨʘʪʘ ʥʘ SQI ʥʘ ʨʘʟʛʣʝʞʜʘʥʠʪʝ ʃɿɹʇ ʧʦʢʘʟʚʘ ʥʝʝʜʥʦʨʦʜʥʦʩʪ ʥʘ 

ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʤʝʜʠʮʠʥʩʢʠʪʝ ʫʩʣʫʛʠ ï ʫʩʧʝʰʥʠ SQI, ʥʦ ʩ ʤʥʦʞʝʩʪʚʦ 

ʦʪʨʠʮʘʪʝʣʥʠ ʟʥʘʯʝʥʠʷ ʥʘ ʏʀʂ , ʧʦ ï ʩʠʣʥʦ ʠʟʨʘʟʝʥʦ ʟʘ ʄɹɸʃ (ʬʠʛʫʨʘ ˉ 41 

ʠ ʬʠʛʫʨʘ ˉ 40). 

 

 

 

ʌʠʛʫʨʘ ˉ 40 ʉʪʨʫʢʪʫʨʘ ʥʘ QSI ʥʘ ʉɹɸʃɹɹ 

ʇʨʠʯʠʥʠʪʝ ʩʝ ʜʲʣʞʘʪ ʥʘ ʧʦ ï ʛʦʣʝʤʠʷʪ ʧʘʟʘʨʝʥ ʩʝʛʤʝʥʪ, ʜʠʚʝʨʩʠʬʠʢʘʮʠʷʪʘ 

ʥʘ ʤʝʜʠʮʠʥʩʢʠʪʝ ʫʩʣʫʛʠ, ʧʦ ï ʛʦʣʝʤʠʪʝ ʪʷʞʝʩʪ ʥʘ ʩʣʫʯʘʠʪʝ ʠ ʩʧʝʰʥʦʩʪʪʘ, 

ʚʣʠʷʥʠʝʪʦ ʥʘ ʜʝʤʦʛʨʘʬʩʢʠʪʝ ʬʘʢʪʦʨʠ ʚʲʚ ʚʨʲʟʢʘ ʩ ʭʨʦʥʠʯʥʠʪʝ ʟʘʙʦʣʷʚʘʥʠʷ ʠ 

ʧʦ - ʩʣʘʙʦʪʦ ʧʨʠʩʲʩʪʚʠʝ ʥʘ ʜʲʨʞʘʚʥʦʪʦ ʨʝʛʫʣʠʨʘʥʝ.  

ɿʘ ʜʚʝʪʝ ʃɿɹʇ ʢʦʤʧʝʥʩʠʨʘʱʠʪʝ ʧʦʜʢʨʠʪʝʨʠʠ (ʩ ʥʘʡ ï ʚʠʩʦʢʘ ʩʪʦʡʥʦʩʪ) ʩʘ 

ʉ18 ï ʉ22, ʢʦʝʪʦ ʩʝ ʪʲʣʢʫʚʘ ʢʘʪʦ ʧʨʝʮʝʜʝʥʪ. ʆʪ ʝʜʥʘ ʩʪʨʘʥʘ, ʦʟʥʘʯʘʚʘ 

ʧʦʟʥʘʚʘʥʝ ʥʘ ʧʦʪʨʝʙʥʦʩʪʠʪʝ ʠ ʥʫʞʜʠʪʝ ʥʘ ʧʦʪʨʝʙʠʪʝʣʠʪʝ - ʦʩʥʦʚʦʧʦʣʘʛʘʱʦ ʟʘ 

ʧʨʠʜʘʚʘʥʝ ʥʘ ʪʘʢʠʚʘ ʭʘʨʘʢʪʝʨʠʩʪʠʢʠ ʥʘ ʫʩʣʫʛʘʪʘ, ʦʩʠʛʫʨʷʚʘʱʠ ʥʝʡʥʦʪʦ 

ʢʘʯʝʩʪʚʦ, ʘ ʦʪ ʜʨʫʛʘ ʥʘʣʠʯʠʝʪʦ ʥʘ ʨʘʟʨʠʚ ʤʝʞʜʫ ʦʯʘʢʚʘʥʠʷ ʠ ʚʲʟʧʨʠʷʪʠʝ 

ʜʦʢʘʟʚʘ, ʯʝ ʢʨʠʪʝʨʠʷʪ ʥʝ ʤʦʞʝ ʜʘ ʙʲʜʝ ʥʘʧʲʣʥʦ Ăʢʦʤʧʝʥʩʠʨʘʱò ʟʘ ʦʩʪʘʥʘʣʠʪʝ 

ʢʨʠʪʝʨʠʠ. 

ʉʣʝʜʦʚʘʪʝʣʥʦ, ʧʨʝʜʩʪʘʚʘʪʘ ʥʘ ʤʝʥʠʜʞʤʲʥʪʘ ʟʘ ʫʩʣʫʛʘʪʘ ʠʟʠʩʢʚʘ 

ʩʠʩʪʝʤʥʦʩʪ ʚ ʦʩʠʛʫʨʷʚʘʥʝʪʦ ʥʘ ʢʘʯʝʩʪʚʦʪʦ.  

ʇʦʟʠʮʠʷʪʘ ʥʘ ʢʨʠʪʝʨʠʷ "ʋʚʝʨʝʥʥʦʩʪ" ʧʨʠ ʄɹɸʃ ʩʲʩ ʟʥʘʯʝʥʠʝ ʥʘ ʏʀʂ, 

ʢʣʦʥʷʱ ʢʲʤ (-1) ʦʟʥʘʯʘʚʘ ʥʝʫʜʦʚʣʝʪʚʦʨʠʪʝʣʥʦ ʢʘʯʝʩʪʚʦ ʧʦ ʪʦʟʠ ʢʨʠʪʝʨʠʡ, ʢʦʝʪʦ 

ʠʟʠʩʢʚʘ ʟʘʜʲʣʙʦʯʝʥ ʘʥʘʣʠʟ (ʬʠʛʫʨʘ ˉ 41). ʇʦʜʢʨʠʪʝʨʠʠʪʝ ʬʦʨʤʠʨʘʱʠ 

ʩʪʨʫʢʪʫʨʘʪʘ ʥʘ ʢʨʠʪʝʨʠʷ Ăʋʚʝʨʝʥʥʦʩʪò ʩʝ ʩʚʲʨʟʚʘʪ ʩ ʜʦʚʝʨʠʝ, ʙʝʟʦʧʘʩʪʥʦʩʪ, 

ʚʝʞʣʠʚʦʩʪ ʠ ʧʦʜʜʨʲʞʢʘ ʥʘ ʧʨʝʨʩʦʥʘʣʘ ʦʪ ʨʲʢʦʚʦʜʩʪʚʦʪʦ (ʬʠʛʫʨʘ ˉ 42).  
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ʌʠʛʫʨʘ ˉ 41 ʉʪʨʫʢʪʫʨʘ ʥʘ SQI ʥʘ ʄɹɸʃ 

ɼʦʚʝʨʠʝʪʦ (ʋ14), ʙʝʟʦʧʘʩʪʥʦʩʪʪʘ (ʋ15), ʠ ʘʥʛʘʞʠʨʘʥʦʩʪʪʘ ʥʘ ʚʠʩʰʝʪʦ 

ʨʲʢʦʚʦʜʩʪʚʦ (ʋ17) ʚ ʜʘʜʝʥʘʪʘ ʫʩʣʫʛʘ ʩʘ ʛʨʘʜʠʚʥʠ ʝʣʝʤʝʥʪʠ ʥʘ ʦʩʠʛʫʨʷʚʘʥʝʪʦʥʘ 

ʢʘʯʝʩʪʚʦʪʦ, ʢʦʝʪʦ ʝ ʩʲʱʥʦʩʪʪʘ ʥʘ ʫʧʨʘʚʣʝʥʠʝʪʦ ʥʘ ʢʘʯʝʩʪʚʦʪʦ. ʉʣʝʜʦʚʘʪʝʣʥʦ, 

ʯʨʝʟ ʦʮʝʥʷʚʘʥʝʪʦ ʥʘ ʧʦʜʢʨʠʪʝʨʠʠʪʝ ʋ14, ʋ15, ʋ17, ʩʝ ʧʦʣʫʯʘʚʘ ʠʥʬʦʨʤʘʮʠʷ ʟʘ 

ʩʪʝʧʝʥʪʘ ʥʘ ʦʩʠʛʫʨʝʥʦʩʪ ʟʘ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʫʩʣʫʛʘʪʘ ʦʪ ʦʨʛʘʥʠʟʘʮʠʷʪʘ. ʆʙʨʘʪʥʦ, 

ʥʠʚʦʪʦ ʥʘ QA ʥʘ ʫʩʣʫʛʘʪʘ ʩʝ ʦʧʨʝʜʝʣʷ ʥʠʚʦʪʦ ʥʘ ʫʧʨʘʚʣʝʥʠʝ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʚ 

ʪʘʟʠ ʦʨʛʘʥʠʟʘʮʠʷ.  

ɿʘʜ ʜʦʚʝʨʠʝʪʦ ʩʪʦʷʪ ʜʲʣʛʦʛʦʜʠʰʥʠʪʝ ʫʩʠʣʠʷ ʥʘ ʦʨʛʘʥʠʟʘʮʠʷʪʘ ʟʘ 

ʦʩʠʛʫʨʷʚʘʥʝ ʥʘ ʢʘʯʝʩʪʚʦʪʦ, ʢʦʝʪʦ ʧʨʷʢʦ ʢʦʨʝʩʧʦʥʜʠʨʘ ʩ ʠʟʛʨʘʞʜʘʥʝʪʦ ʥʘ 

ʧʨʦʬʝʩʠʦʥʘʣʥʘʪʘ ʢʦʤʧʝʪʝʥʪʥʦʩʪ ʠ ʤʦʪʠʚʘʮʠʷʪʘ ʥʘ ʯʦʚʝʰʢʠʪʝ ʨʝʩʫʨʩʠ ʟʘ ʪʦʚʘ. 

ʊʦʟʠ ʬʘʢʪ ʜʘʜʝ ʧʦʚʦʜ ʟʘ ʨʘʟʰʠʨʷʚʘʥʝ ʥʘ ʦʙʭʚʘʪʘ ʥʘ ʧʨʦʫʯʚʘʥʝʪʦ ʚ 

ʧʦʩʦʢʘ ʥʘ ʠʟʩʣʝʜʚʘʥʝ ʥʘ ʫʜʦʚʣʝʪʚʦʨʷʚʘʥʝ ʥʘ ʧʝʨʩʦʥʘʣʘ ʠ ʩʲʟʜʘʚʘʥʝ ʥʘ 

ʤʦʪʠʚʘʮʠʦʥʝʥ ʧʨʦʬʠʣ ʥʘ ʜʚʝʪʝ ʠʟʩʣʝʜʚʘʥʠ ʃɿɹʇ.  

 

 

 

ʌʠʛʫʨʘ ˉ 42 ʉʪʨʫʢʪʫʨʘ ʥʘ ʢʨʠʪʝʨʠʷ Ăʋʚʝʨʝʥʥʦʩʪò (ʋ14 ï ʋ17) ʟʘ ʄɹɸʃ 
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ʀʟʚʦʜʠ: 

ʇʨʦʫʯʚʘʥʝʪʦ ʚ ʜʚʝʪʝ ʃɿɹʇ ʜʦʢʘʟʚʘ ʢʦʨʝʣʘʮʠʦʥʥʘ ʟʘʚʠʩʠʤʦʩʪ 

ʤʝʞʜʫ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʤʝʜʠʮʠʥʩʢʘʪʘ ʫʩʣʫʛʘ - SQI ʠ ʦʯʘʢʚʘʥʠʷʪʘ ʠ SQI ʠ 

ʚʲʟʧʨʠʷʪʠʷʪʘ ʟʘ ʥʝʷ. ɺʨʲʟʢʘʪʘ ʝ ʩʪʘʪʠʩʪʠʯʝʩʢʠ ʟʥʘʯʠʤʘ ʠ 

ʧʨʘʚʦʧʨʦʧʦʨʮʠʦʥʘʣʥʘ ʧʨʠ O1, O17, O19, ɺ1, ɺ9, ɺ14, ɺ17 ʠ ʩʪʘʪʠʩʪʠʯʝʩʢʠ 

ʟʥʘʯʠʤʘ ʠ ʦʙʨʘʪʥʦʧʨʦʧʦʨʮʠʦʥʘʣʥʘ ʧʨʠ ʆ19 ʠ ɺ19. 

ʂʘʪʦ ʩʝ ʠʟʭʦʞʜʘ ʦʪ ʬʘʢʪʘ, ʯʝ SQI = ɺ ï ʆ ʩʣʝʜʚʘ, ʯʝ SQI ʩʝ ʫʚʝʣʠʯʘʚʘ 

(ʢʘʯʝʩʪʚʦʪʦ ʨʘʩʪʝ), ʢʦʛʘʪʦ ɺ ʨʘʩʪʝ ï ʠʤʘ ʧʦ ʜʦʙʨʦ ʚʲʟʧʨʠʷʪʠʝ ʟʘ 

ʫʩʣʫʛʘʪʘ , ʧʦ ï ʜʦʙʨʦ ʠʟʧʲʣʥʝʥʠʝ ʥʘ ʫʩʣʫʛʘʪʘ. ʊʦʚʘ ʦʙʷʩʥʷʚʘ ʟʥʘʯʠʤʘʪʘ 

ʧʨʘʚʘ ʚʨʲʟʢʘ ʤʝʞʜʫ SQI ʠ ɺ. ʆʪ ʧʨʦʫʯʚʘʥʝʪʦ ʩʣʝʜʚʘ, ʯʝ ʥʘʨʘʩʪʚʘʥʝʪʦ ʥʘ 

ʆ ʚʦʜʠ ʜʦ ʥʘʤʘʣʷʚʘʥʝ ʥʘ SQI. ʂʘʢ ʜʘ ʩʝ ʦʙʷʩʥʠ ʩʪʘʪʠʩʪʠʯʝʩʢʠ ʟʥʘʯʠʤʘʪʘ 

ʧʨʘʚʦʧʨʦʧʦʨʮʠʦʥʘʣʥʘ ʟʘʚʠʩʠʤʦʩʪ ʤʝʞʜʫ SQI ʠ ʆ? ʆʯʘʢʚʘʥʠʷʪʘ ʩʘ ʧʦ ï 

ʛʦʣʝʤʠ, ʢʦʛʘʪʦ ʧʦʪʨʝʙʠʪʝʣʷʪ ʝ ʠʥʬʦʨʤʠʨʘʥ (ʪʠʧ ñword of mouthò), ʠʤʘ 

ʧʦ ï ʛʦʣʝʤʠ ʧʦʪʨʝʙʥʦʩʪʠ ʠ ʤʠʥʘʣ ʦʧʠʪ. ʊʦʛʘʚʘ ʧʦʣʦʞʠʪʝʣʥʘʪʘ ʚʨʲʟʢʘ 

ʤʝʞʜʫ SQI ʠ ʆ, ʝ ʚʲʟʤʦʞʥʘ ʩʘʤʦ ʧʨʠ ʟʥʘʯʠʪʝʣʥʦ ʧʦ ï ʛʦʣʷʤʦ ʥʠʚʦ ʥʘ 

ʚʲʟʧʨʠʷʪʠʝ ʥʘ ʫʩʣʫʛʘʪʘ. ʉʣʝʜʦʚʘʪʝʣʥʦ, ʚʲʟʧʨʠʷʪʠʝʪʦ ʟʘ ʫʩʣʫʛʘʪʘ 

(ʧʨʝʜʩʪʘʚʷʥʝʪʦ) ʝ ʢʘʪʦ Ăʙʫʬʝʨò, ʟʘ ʦʯʘʢʚʘʥʠʷʪʘ. ʊʨʷʙʚʘ ʜʘ ʩʝ ʧʦʜʜʲʨʞʘ 

ʥʘ ʤʥʦʛʦʢʨʘʪʥʦ ʠ ʪʨʘʡʥʦ ʚʠʩʦʢʦ ʨʘʚʥʠʱʝ. ʆʙʨʘʪʥʘʪʘ ʟʘʚʠʩʠʤʦʩʪ 

ʤʝʞʜʫ QSI ʠ ʆ19 ʠ ɺ19 ʤʦʞʝ ʜʘ ʦʟʥʘʯʘʚʘ ʨʘʙʦʪʘ ʚ ʝʢʠʧ, ʛʨʝʰʢʘ ʠʣʠ 

ʥʝʨʘʟʙʠʨʘʥʝ ʥʘ ʚʲʧʨʦʩʘ ʦʪ ʩʪʨʘʥʘ ʥʘ ʧʘʮʠʝʥʪʠʪʝ.  

 

3.1.4. ʄʝʪʦʜʠʢʘʪʘ SERVQUAL ʢʘʪʦ ʠʟʤʝʨʠʪʝʣ ʥʘ ʬʫʥʢʮʠʦʥʘʣʥʦʪʦ ʠ 

ʪʝʭʥʠʯʝʩʢʦʪʦ ʢʘʯʝʩʪʚʦ 

ʇʨʠ ʝʤʧʠʨʠʯʥʠ ʠʟʩʣʝʜʚʘʥʠʷ ʥʘ ʥʷʢʦʠ ʦʨʛʘʥʠʟʘʮʠʠ12 ʟʘ ʘʜʘʧʪʠʨʘʥʝ ʥʘ 

ʩʢʘʣʘʪʘ ʦʪ ʤʝʪʦʜʠʢʘʪʘ SERVQUAL ʚ ʙʦʣʥʠʯʥʘ ʩʨʝʜʘ ʝ ʫʩʪʘʥʦʚʝʥʦ, ʯʝ 

ʬʫʥʢʮʠʦʥʘʣʥʦʪʦ ʢʘʯʝʩʪʚʦ ʥʝ ʤʦʞʝ ʜʘ ʙʲʜʝ ʧʦʜʜʲʨʞʘʥʦ ʙʝʟ ʪʦʯʥʠ ʜʠʘʛʥʦʟʠ ʠ 

ʧʨʦʮʝʜʫʨʠ, ʪ.ʝ. ʙʝʟ ʪʝʭʥʠʯʝʩʢʦʪʦ ʢʘʯʝʩʪʚʦ. ʊʦʚʘ ʧʦʩʪʘʚʷ ʧʦʜ ʩʲʤʥʝʥʠʝ ʪʝʟʘʪʘ ʟʘ 

ʚʲʟʤʦʞʥʦʩʪʠʪʝ ʥʘ ʤʝʪʦʜʠʢʘʪʘ ʢʘʪʦ ʠʟʤʝʨʠʪʝʣ ʝʜʠʥʩʪʚʝʥʦ ʥʘ ʬʫʥʢʮʠʦʥʘʣʥʦʪʦ 

ʢʘʯʝʩʪʚʦ ʠ ʥʘʣʘʛʘ ʚʲʧʨʦʩʘ:Ăɺʲʟʤʦʞʥʦ ʣʠ ʝ ʯʨʝʟ ʜʝʪʝʨʤʠʥʘʥʪʠʪʝ ʥʘ 

ʤʝʪʦʜʠʢʘʪʘ SERVQUAL ʜʘ ʙʲʜʘʪ ʠʟʤʝʨʝʥʠ ʜʚʘʪʘ ʚʠʜʘ ʢʘʯʝʩʪʚʦ ʩʧʦʨʝʜ 

ʤʦʜʝʣʘ ʥʘ ɻʨʴʦʥʨʦʦʩ - ʬʫʥʢʮʠʦʥʘʣʥʦʪʦ ʠ ʪʝʭʥʠʯʝʩʢʦʪʦò? 
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ʆʨʛʘʥʠʟʘʮʠʷ                                   ʄʝʪʦʜʠʢʘ SERVQUAL (ʢʨʠʪʝʨʠʠ) 

ɺ
ʭ
ʦ
ʜ

 

 

Ź
 

ʈʲʢʦʚʦʜʩʪʚʦ 
 

ʀ
ʟ
ʭ
ʦ
ʜ

 Ź
 

Empathy 

(ʩʲʯʫʚʩʪʚʠʝ) 

 

 

Ŷ 

 

 

ʇ
ʦ
ʪ
ʨ
ʝ
ʙ
ʠ
ʪ
ʝ
ʣ

 
ʉʪʨʫʢʪʫʨʘ 

Tangibles 

(ʬʠʟʠʯʝʩʢʦʩʲʩʪʦʷʥʠʝ) 

ʇʝʨʩʦʥʘʣ 
Responsiveness 

(ʦʪʛʦʚʦʨʥʦʩʪ) ɼ
ʦ
ʩ
ʪ
ʘ
ʚ
ʯ
ʠ
ʢ

 

ʏʦʚʝʰʢʠ ʨʝʩʫʨʩʠ 

Assurance 

(ʫʚʝʨʝʥʥʦʩʪ) 

Reliability 

(ʦʪʟʠʚʯʠʚʦʩʪ) 

 

ʌʠʛʫʨʘ ˉ 43 ʉʲʦʪʚʝʪʩʪʚʠʝ ʠ ʧʨʠʧʦʢʨʠʚʘʥʝ ʥʘ ʢʨʠʪʝʨʠʠʪʝ ʦʪ ʤʝʪʦʜʠʢʘʪʘ 

SERVQUAL ʠ ʝʣʝʤʝʥʪʠʪʝ ʥʘ ʦʨʛʘʥʠʟʘʮʠʷʪʘ  

ʍʠʧʦʪʝʪʠʯʥʦ ʜʦʧʫʩʢʘʤʝ ʚʲʟʤʦʞʥʦʩʪʪʘ ʟʘ ʩʨʘʚʥʝʥʠʝ (ʧʨʦʝʢʪʠʨʘʥʝ ʠʣʠ 

ʥʘʩʣʘʛʚʘʥʝ) ʥʘ ʚʩʷʢʘ ʝʜʥʘ ʜʝʪʝʨʤʠʥʘʥʪʘ ʥʘ ʤʝʪʦʜʠʢʘʪʘ SERVQUAL ʩ/ʚʲʨʭʫ 

ʜʘʜʝʥ ʝʣʝʤʝʥʪ ʥʘ ʦʨʛʘʥʠʟʘʮʠʷʪʘ 13. ʌʠʛʫʨʘ ˉ 43 ʧʨʝʜʩʪʘʚʷ ʚʨʲʟʢʘʪʘ ʤʝʞʜʫ 

ʜʝʪʝʨʤʠʥʘʥʪʠʪʝ ʥʘ ʤʝʪʦʜʠʢʘʪʘ SERVQUAL ʠ ʝʣʝʤʝʥʪʠʪʝ ʥʘ ʦʨʛʘʥʠʟʘʮʠʷʪʘ, ʢʘʪʦ 

ʩʲʦʪʚʝʪʩʪʚʠʝʪʦ ʠ ʧʨʠʧʦʢʨʠʚʘʥʝʪʦ ʤʝʞʜʫ ʪʷʭ ʝ ʦʪʨʘʟʝʥʦ ʩ ʝʜʥʘʢʲʚ ʮʚʷʪ.  

Á ɼʝʪʝʨʤʠʥʘʥʪʘʪʘ ʊangibles (ʬʠʟʠʯʝʩʢʦ ʩʲʩʪʦʷʥʠʝ), ʢʦʷʪʦ ʚʢʣʶʯʚʘ 

ʚʩʠʯʢʦ ʤʘʪʝʨʠʘʣʥʦ ʠ ʦʩʝʟʘʝʤʦ ʟʘ ʧʦʪʨʝʙʠʪʝʣʷ ʥʘ ʧʨʦʜʫʢʪʘ/ʫʩʣʫʛʘʪʘ, 

ʢʘʪʦ ʦʙʦʨʫʜʚʘʥʝ, ʧʝʨʩʦʥʘʣ, ʢʦʤʫʥʠʢʘʮʠʠ ʠ ʤʘʪʝʨʠʘʣʠ, ʫʜʦʙʩʪʚʘ ʠ 

ʠʟʛʣʝʜ, ʙʠ ʩʣʝʜʚʘʣʦ ʜʘ ʩʲʦʪʚʝʪʩʪʚʘ ʥʘ ʩʪʨʫʢʪʫʨʘʪʘ (ʚʲʪʨʝʰʥʘʪʘ 

ʩʨʝʜʘ);  

Á ɼʝʪʝʨʤʠʥʘʥʪʘʪʘ Reliability (ʥʘʜʝʞʜʥʦʩʪ) ʢʘʪʦ ʩʧʦʩʦʙʥʦʩʪ ʜʘ ʩʝ 

ʧʨʝʜʩʪʘʚʠ ʦʙʝʱʘʥʘʪʘ ʫʩʣʫʛʘ ʩʠʛʫʨʥʦ ʠ ʚ ʩʨʦʢ, ʧʨʝʜʧʦʣʘʛʘ ʠʟʧʲʣʥʝʥʠʝ 

ʥʘ ʜʦʛʦʚʦʨʥʠ ʦʪʥʦʰʝʥʠʷ ʩ ʜʦʩʪʘʚʯʠʮʠ ʠ ʧʦʪʨʝʙʠʪʝʣʠ, ʢʘʢʪʦ ʠ 

ʦʩʠʛʫʨʷʚʘʥʝ ʥʘ ʢʘʯʝʩʪʚʦʪʦ. ʇʦ ʪʦʟʠ ʥʘʯʠʥ ʜʝʪʝʨʤʠʥʘʥʪʘʪʘ ʩʝ ʩʚʲʟʚʘ ʩ 

ʧʦʜʧʨʦʮʝʩʠʪʝ ʠ ʮʝʣʠʷ ʧʨʦʮʝʩ; 

Á ɼʝʪʝʨʤʠʥʘʥʪʘʪʘ Responsiveness (ʦʪʟʠʚʯʠʚʦʩʪ), ʢʘʪʦ ʨʝʘʢʮʠʷ ʥʘ 

ʦʨʛʘʥʠʟʘʮʠʷʪʘ ʥʘ ʞʝʣʘʥʠʷʪʘ ʥʘ ʧʦʪʨʝʙʠʪʝʣʷ, ʦʪʨʘʟʷʚʘ ʢʦʥʪʘʢʪʘ ʥʘ 

ʧʦʪʨʝʙʠʪʝʣʷ ʩ ʧʝʨʩʦʥʘʣʘ ʠ ʦʨʛʘʥʠʟʘʮʠʷʪʘ ʯʨʝʟ ʚʝʞʣʠʚʦʩʪ ʠ 
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Ҁ ʩʨʝʜʘ.  



141 
 

ʜʦʚʝʨʠʝ ʚ ʧʝʨʩʦʥʘʣʘ, ʯʫʚʩʪʚʦ ʟʘ ʙʝʟʦʧʘʩʪʥʦʩʪ ʚ ʦʪʥʦʰʝʥʠʷʪʘ ʩ 

ʦʨʛʘʥʠʟʘʮʠʷʪʘ; 

Á ɼʝʪʝʨʤʠʥʘʥʪʘʪʘ ɸssurance (ʫʚʝʨʝʥʥʦʩʪ) ʩʝ ʚʲʟʧʨʠʝʤʘ ʦʪ ʧʦʪʨʝʙʠʪʝʣʷ 

ʢʘʪʦ ʢʦʤʧʝʪʝʥʪʥʦʩʪ ʦʪ ʩʪʨʘʥʘ ʥʘ ʪʦʟʠ, ʢʦʡʪʦ ʠʟʚʲʨʰʚʘ ʫʩʣʫʛʘʪʘ. 

ʂʦʨʝʩʧʦʥʜʠʨʘ ʩ ʯʦʚʝʢhʠʪʝ ʨʝʩʫʨʩʠ, ʢʦʠʪʦ ʪʨʷʙʚʘ ʜʘ ʧʨʠʪʝʞʘʚʘʪ 

ʠʟʠʩʢʫʝʤʠʪʝ ʩʧʦʩʦʙʥʦʩʪʠ ʠ ʟʥʘʥʠʷ ʟʘ ʧʨʝʜʩʪʘʚʷʥʝ ʥʘ ʫʩʣʫʛʘʪʘ; 

Á ɼʝʪʝʨʤʠʥʘʥʪʘʪʘ ɽmpathy (ʝʤʧʘʪʠʷ) ʩʲʦʪʚʝʪʩʪʚʘ ʥʘ ʚʠʩʰʝʪʦ 

ʨʲʢʦʚʦʜʩʪʚʦ ʠ ʚʢʣʶʯʚʘ ʫʩʠʣʠʷʪʘ ʜʘ ʙʲʜʘʪ ʨʘʟʙʨʘʥʠ ʧʦʪʨʝʙʥʦʩʪʠʪʝ ʥʘ 

ʚʩʝʢʠ ʝʜʠʥ ʢʦʥʢʨʝʪʝʥ ʧʦʪʨʝʙʠʪʝʣ, ʠ ʛʦʪʦʚʥʦʩʪʪʘ ʜʘ ʙʲʜʝ ʧʨʝʜʦʩʪʘʚʝʥʘ 

ʠʥʜʠʚʠʜʫʘʣʥʘ ʫʩʣʫʛʘ. ʊʨʝʪʠʨʘ ʦʙʨʘʪʥʘʪʘ ʚʨʲʟʢʘ ʥʘ ʨʲʢʦʚʦʜʩʪʚʦʪʦ ʩ 

ʧʦʪʨʝʙʠʪʝʣʠʪʝ.  

ɺ ʨʝʟʫʣʪʘʪ ʦʪ ʧʨʦʝʢʪʠʨʘʥʝʪʦ ʥʘ ʩʲʜʲʨʞʘʥʠʝʪʦ ʥʘ ʜʝʪʝʨʤʠʥʘʥʪʠʪʝ ʚʲʨʭʫ 

ʝʣʝʤʝʥʪʠʪʝ ʥʘ ʦʨʛʘʥʠʟʘʮʠʷʪʘ ʩʣʝʜʚʘ, ʯʝ ʚʩʷʢʘ ʝʜʥʘ ʦʪ ʪʷʭ ʩʝ Ăʦʪʨʘʟʷʚʘò ʥʘ 

ʢʣʶʯʦʚʦ ʤʷʩʪʦ ʠ ʦʮʝʥʷʚʘ ʦʧʨʝʜʝʣʝʥ ʪʠʧ ʦʪʥʦʰʝʥʠʷ, ʚʲʟʥʠʢʚʘʱʠ ʤʝʞʜʫ 

ʝʣʝʤʝʥʪʠʪʝ, ʢʘʢʪʦ ʥʘ ʚʲʪʨʝʰʥʘʪʘ ʩʨʝʜʘ ʥʘ ʦʨʛʘʥʠʟʘʚʠʷʪʘ, ʪʘʢʘ ʠ ʤʝʞʜʫ 

ʝʣʝʤʝʥʪʠʪʝ ʥʘ ʦʨʛʘʥʠʟʘʮʠʷʪʘ ʠ ʚʲʥʰʥʘʪʘ ʩʨʝʜʘ. ʅʘʧʨʠʤʝʨ: ʜʝʪʝʨʤʠʥʘʥʪʘʪʘ 

ʊangibles ʢʘʪʦ ʜʘʚʘ ʧʨʝʜʩʪʘʚʘ ʟʘ ʩʪʨʫʢʪʫʨʘʪʘ, ʤʦʞʝ ʜʘ ʝ ʦʪʛʦʚʦʨʥʘ ʟʘ 

ʦʪʥʦʰʝʥʠʷʪʘ ʤʝʞʜʫ ʧʦ ï ʤʘʣʢʠʪʝ ʟʚʝʥʘ ʠ ʧʦʜʧʨʦʮʝʩʠʪʝ. Reliability (ʥʘʜʝʞʜʥʦʩʪ) 

ʝ ʦʪʛʦʚʦʨʥʘ ʟʘ ʦʪʥʦʰʝʥʠʷʪʘ çʦʨʛʘʥʠʟʘʮʠʷ ï ʜʦʩʪʘʚʯʠʢè ʠ çʦʨʛʘʥʠʟʘʮʠʷ - 

ʧʦʪʨʝʙʠʪʝʣè. Responsiveness (ʦʪʟʠʚʯʠʚʦʩʪ) ï ʦʪʥʦʰʝʥʠʷʪʘ, ʬʦʨʤʠʨʘʱʠ ʩʝ ʧʨʠ 

ʢʦʥʪʘʢʪʘ ʩ ʧʦʪʨʝʙʠʪʝʣʷ , ʧʦʨʘʜʠ ʢʦʝʪʦ ʚʝʨʦʷʪʥʦ ʝ ʢʣʶʯʦʚ ʠʟʤʝʨʠʪʝʣ. ɸssurance 

(ʫʚʝʨʝʥʥʦʩʪ) ʠʟʨʘʟʷʚʘ ʦʪʥʦʰʝʥʠʝʪʦ Ăʧʦʪʨʝʙʠʪʝʣ ï ʯʦʚʝʰʢʠ ʨʝʩʫʨʩʠ, 

ʨʝʩʧʝʢʪʠʚʥʦ ʧʨʦʬʝʩʠʦʥʘʣʥʦʪʦ ʥʠʚʦ. ɽmpathy (ʝʤʧʘʪʠʷ) ï ʦʪʥʦʰʝʥʠʝʪʦ ʥʘ 

ʨʲʢʦʚʦʜʩʪʚʦʪʦ ʢʲʤ ʧʦʪʨʝʙʠʪʝʣʠʪʝ (ʦʙʨʘʪʥʘ ʚʨʲʟʢʘ). 

Ăʇʨʠʨʘʚʥʷʚʘʥʝʪʦò ʥʘ ʜʝʪʝʨʤʠʥʘʥʪʠʪʝ ʥʘ ʤʝʪʦʜʠʢʘʪʘ SERVQUAL ʩ ʜʘʜʝʥ 

ʪʠʧ ʦʪʥʦʰʝʥʠʷ ʚ ʦʨʛʘʥʠʟʘʮʠʷʪʘ ʥʘ ʚʲʪʨʝʰʥʘʪʘ ʠ ʚʲʥʰʥʘʪʘ Ҁ ʩʨʝʜʘ, ʦʧʨʝʜʝʣʷ 

Ăʫʯʘʩʪʠʝʪʦò (ʟʥʘʯʝʥʠʝʪʦ) ʠʤ ʧʨʠ ʩʲʟʜʘʚʘʥʝʪʦ ʥʘ ʫʩʣʫʛʘʪʘ. ʊʦʚʘ ʦʟʥʘʯʘʚʘ, ʯʝ 

ʪʝʟʠ ʜʝʪʝʨʤʠʥʘʥʪʠ ʩʝ ʦʪʨʘʟʷʚʘʪ ʚʲʨʭʫ ʦʩʥʦʚʥʠʪʝ ʥʠʚʘ ʥʘ ʦʨʛʘʥʠʟʘʮʠʷʪʘ: ʚ 

ʧʦʪʝʥʮʠʘʣʘ ʥʘ ʧʨʦʮʝʩʘ, ʚ ʩʪʨʫʢʪʫʨʘʪʘ ʠ ʚ ʯʦʚʝʰʢʠʪʝ ʨʝʩʫʨʩʠ. ʆʪ ʪʦʚʘ ʩʣʝʜʚʘ 

ʪʚʲʨʜʝʥʠʝʪʦ, ʯʝ ʜʝʪʝʨʤʠʥʘʥʪʠʪʝ ʦʪ ʤʝʪʦʜʠʢʘʪʘ SERVQUAL ʠʤʘʪ ʜʚʫʷʢʘ 

ʧʨʠʨʦʜʘ ï ʦʪ ʝʜʥʘ ʩʪʨʘʥʘ, ʟʘʤʠʩʣʝʥʠ  ʢʘʪʦ ʢʨʠʪʝʨʠʠ, ʪʝ ʩʘ ʠʟʤʝʨʠʪʝʣʠ ʥʘ 

ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʜʝʡʥʦʩʪʪʘ, ʥʦ ʦʪ ʜʨʫʛʘ ï ʤʦʛʘʪ ʜʘ ʩʝ ʨʘʟʛʣʝʞʜʘʪ ʢʘʪʦ ʮʝʥʥʦʩʪʠ, 

ʢʦʠʪʦ ʪʨʷʙʚʘ ʜʘ ʩʘ ʥʘʣʠʯʥʠ ʧʨʝʟ ʮʷʣʦʪʦ ʚʨʝʤʝ, ʟʘ ʜʘ ʩʝ ʦʩʲʱʝʩʪʚʷʚʘ ʪʘʟʠ 

ʜʝʡʥʦʩʪ. ʊʘʢʘ ʧʦ ʢʦʩʚʝʥ ʧʲʪ, ʪʝ ʤʦʛʘʪ ʜʘ ʩʝ ʨʘʟʛʣʝʞʜʘʪ ʢʘʪʦ ʩʲʩʪʘʚʥʠ 
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ʢʦʤʧʦʥʝʥʪʠ ʢʘʢʪʦ ʥʘ ʩʪʨʫʢʪʫʨʘʪʘ, ʪʘʢʘ ʠ ʥʘ ʦʪʥʦʰʝʥʠʷʪʘ ʠ ʥʘ ʧʨʦʮʝʩʘ, 

ʧʨʝʜʦʩʪʘʚʷʱ ʫʩʣʫʛʘʪʘ, ʝʜʥʦʚʨʝʤʝʥʥʦ. 

ɼʚʘ ʘʨʛʫʤʝʥʪʘ ʧʦʜʢʨʝʧʷʪ ʪʘʟʠ ʪʝʟʘ: (1) ʢʦʤʧʦʥʝʥʪʠʪʝ ʥʘ ʧʨʦʮʝʩʘ ʠ (2) 

ʪʨʘʥʩʬʦʨʤʘʮʠʷʪʘ ʥʘ ʧʨʦʮʝʩʘ. ʂʦʤʧʦʥʝʥʪʠʪʝ ʤʦʛʘʪ ʜʘ ʙʲʜʘʪ ʢʣʘʩʠʬʠʮʠʨʘʥʠ, 

ʩʧʦʨʝʜ ʪ.ʥ. Ăʉʝʜʝʤ ʄò (seven Mós): (1) materials/ʤʘʪʝʨʠʘʣʠ (ʤʘʪʝʨʠʘʣʠ, 

ʢʦʤʧʦʥʝʥʪʠ ʠʣʠ ʜʦʢʫʤʝʥʪʠ, ʫʯʘʩʪʚʘʱʠ ʚ ʧʨʦʮʝʩʘ); (2) manpower/ʯʦʚʝʰʢʠ 

ʨʝʩʫʨʩʠ (ʯʦʚʝʰʢʠ ʬʘʢʪʦʨ); (3) methods/ʤʝʪʦʜʠ (ʧʨʦʝʢʪʠʨʘʥʝ ʥʘ ʧʨʦʜʫʢʪʘ ʠʣʠ 

ʧʨʦʮʝʩʘ ʠ ʦʧʝʨʘʪʠʚʥʠ ʧʨʦʮʝʜʫʨʠ); (4) machines/ʤʘʰʠʥʠ (ʠʥʩʪʨʫʤʝʥʪʠ ʠ 

ʦʙʦʨʫʜʚʘʥʝ, ʠʟʧʦʣʟʚʘʥʠ ʚ ʧʨʦʮʝʩʘ; (5) measurement/ʠʟʤʝʨʚʘʥʝ (ʪʝʭʥʠʢʠ ʠ 

ʠʥʩʪʨʫʤʝʥʪʠ, ʠʟʧʦʣʟʚʘʥʠ ʟʘ ʩʲʙʠʨʘʥʝ ʥʘ ʜʘʥʥʠ ʟʘ ʧʨʝʜʩʪʘʚʷʥʝʪʦ ʥʘ ʧʨʦʮʝʩʘ); 

(6) maintenance/ʧʦʜʜʲʨʞʘʥʝ (ʩʠʩʪʝʤʘ ʟʘ ʜʦʩʪʘʚʷʥʝ ʠ ʛʨʠʞʘ ʟʘ ʢʦʤʧʦʥʝʥʪʠʪʝ ʥʘ 

ʧʨʦʮʝʩʘ, ʚʢʣʶʯʠʪʝʣʥʦ ʠ ʦʧʙʫʯʝʥʠʝ ʥʘ ʭʦʨʘ); (7) management/ʫʧʨʘʚʣʝʥʠʝ 

(ʧʦʣʠʪʠʢʘ, ʨʦʣʠ ʠ ʦʢʦʣʥʘ ʩʨʝʜʘ). 

ʊʝʟʠ ʢʦʤʧʦʥʝʥʪʠ ʩʝ ʧʨʦʤʝʥʷʪ ʥʝʧʨʝʢʲʩʥʘʪʦ. ɽʜʥʘ ʣʠʯʥʦʩʪ ʩʝ ʟʘʤʝʥʷ ʩ 

ʜʨʫʛʘ, ʤʘʪʝʨʠʘʣʠʪʝ ʧʨʝʤʠʥʘʚʘʪ ʦʪ ʝʜʠʥ ʚ ʜʨʫʛ ʜʦʩʪʘʚʯʠʢ, ʤʘʰʠʥʘʪʘ ʩʝ ʧʨʦʤʝʥʷ, 

ʧʣʘʥʦʚʝʪʝ ʠ ʧʨʦʛʨʘʤʠʪʝ, ʩʲʱʦ. ʅʝʦʙʭʦʜʠʤʦ ʝ ʜʘ ʩʝ ʩʧʦʤʝʥʝʥʝ, ʯʝ ʮʝʣʪʘ ʥʘ ʧʨʠ 

ʪʦʪʘʣʥʦʪʦ ʫʧʨʘʚʣʝʥʠʝ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʝ ʜʘ ʥʘʧʨʘʚʠ ʪʝʟʠ ʢʦʤʧʦʥʝʥʪʠ ʣʝʩʥʦ 

ʟʘʤʝʥʠʤʠ, ʧʦʨʘʜʠ ʢʦʝʪʦ ʪʨʘʥʩʬʦʨʤʘʮʠʷʪʘ ʠʤ ʥʝ ʚʦʜʠ ʜʦ ʜʝʩʪʘʙʠʣʠʟʘʮʠʷ ʠ 

ʥʝʛʘʪʠʚʥʦ ʚʣʠʷʥʠʝ ʚʲʨʭʫ ʠʟʧʲʣʥʝʥʠʝʪʦ ʥʘ ʧʨʦʮʝʩʘ.  

ʂʘʪʦ ʩʝ ʠʤʘ ʧʨʝʜʚʠʜ, ʯʝ ʨʦʣʷʪʘ ʥʘ ʧʨʦʮʝʩʘ ʝ ʜʘ ʪʨʘʥʩʬʦʨʤʠʨʘ ʚʭʦʜʷʱʠʪʝ 

ʨʝʩʫʨʩʠ ʚ ʠʟʭʦʜʥʠ ʜʘʥʥʠ, ʢʘʪʦ ʜʦʙʘʚʷ ʩʪʦʡʥʦʩʪ ʬʦʢʫʩʠʨʘʡʢʠ ʩʝ ʚʲʨʭʫ ʪʦʪʘʣʥʦʪʦ 

ʦʨʛʘʥʠʟʠʨʘʥʝ ʥʘ ʢʘʯʝʩʪʚʦʪʦ, ʢʦʝʪʦ ʩʝ ʦʩʲʱʝʩʪʚʷʚʘ ʯʨʝʟ Ăʊʨʠʘʜʘʪʘ ʟʘ 

ʢʘʯʝʩʪʚʦʪʦò - ʩʪʨʫʢʪʫʨʘ, ʧʨʦʮʝʩ, ʨʝʟʫʣʪʘʪ (ʠ ʦʢʦʣʥʘʪʘ ʩʨʝʜʘ), ʦʪ ʡʝʨʘʨʭʠʯʝʩʢʘʪʘ 

ʠʤ ʧʦʜʯʠʥʝʥʥʦʩʪ ʠ ʚʟʘʠʤʦʜʝʡʩʪʚʠʝ (ʨʝʟʫʣʪʘʪʲʪ ʥʘʩʣʝʜʚʘ ʧʨʦʮʝʩʘ, ʘ ʧʨʦʮʝʩʲʪ ï 

ʩʪʨʫʢʪʫʨʘʪʘ) ʩʣʝʜʚʘ, ʯʝ ʚʲʚ ʚʩʝʢʠ ʝʜʠʥ ʢʨʠʪʝʨʠʡ ʙʠʭʘ ʩʝ ʦʪʨʘʟʠʣʠ 

ʟʘʚʠʩʠʤʦʩʪʠʪʝ ʥʘ ʮʷʣʘʪʘ ʚʝʨʠʛʘ. ʊʦʚʘ ʧʨʝʜʧʦʣʘʛʘ, ʯʝ ʠʟʤʝʨʚʘʡʢʠ ʨʝʟʫʣʪʘʪʘ, ʩʝ 

ʠʟʤʝʨʚʘ ʧʨʦʮʝʩʘ, ʘ ʠʟʤʝʨʚʘʡʢʠ ʧʨʦʮʝʩʘ, ʠʟʤʝʨʚʘʤʝ ʩʪʨʫʢʪʫʨʘʪʘ. ʇʦʪʝʥʮʠʘʣʲʪ 

ʥʘ ʯʦʚʝʰʢʠʷʪ ʨʝʩʫʨʩ ʩʝ ʧʨʦʷʚʷʚʘ ʚ ʧʨʦʮʝʩʘ ʥʘ ʥʝʛʦʚʦʪʦ ʧʦʪʨʝʙʣʝʥʠʝ ʠ ʚ 

ʧʨʦʮʝʩʘ ʥʘ ʧʨʦʠʟʚʦʜʩʪʚʦ ʥʘ ʧʨʦʜʫʢʪʘ/ʫʩʣʫʛʘʪʘ ʜʘ ʩʲʟʜʘʚʘ ʩʪʦʡʥʦʩʪ ʥʘʜ 

ʩʦʙʩʪʚʝʥʘʪʘ Ҁ ʩʪʦʡʥʦʩʪ (ʜʦʙʘʚʝʥʘ), ʢʦʝʪʦ ʝ ʚ ʦʩʥʦʚʘʪʘ ʥʘ ʪʦʪʘʣʥʦʪʦ 

ʦʨʛʘʥʠʟʠʨʘʥʝ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʠ ʚʟʘʠʤʦʚʨʲʟʢʘʪʘ Ăʨʝʟʫʣʪʘʪ ï ʧʨʦʮʝʩ ï 

ʩʪʨʫʢʪʫʨʘò. ʀʣʠ ʪʨʘʥʩʬʦʨʤʘʮʠʷʪʘ ʥʘ ʧʨʦʮʝʩʘ ʩʝ ʜʲʣʞʠ ʥʘ 

ʪʨʘʥʩʬʦʨʤʘʮʠʷʪʘ ʥʘ ʨʘʙʦʪʥʘʪʘ ʩʠʣʘ ʥʘ ʚʣʦʞʝʥʠʪʝ ʫʩʠʣʠʷ. ɺ ʪʦʟʠ ʩʤʠʩʲʣ, 

ʧʨʝʜʦʩʪʘʚʷʥʝʪʦ ʥʘ ʜʘʜʝʥʘ ʫʩʣʫʛʘʪʘ ʥʝ ʝ ʝʜʠʥʩʪʚʝʥʦ ʩʘʤʠʷʪ ʢʦʥʪʘʢʪ ʤʝʞʜʫ 
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ʜʦʩʪʘʚʯʠʢʘ ʠ ʧʦʪʨʝʙʠʪʝʣʷ. ɺ ʢʦʥʪʘʢʪʘ ʩʝ ʬʦʢʫʩʠʨʘʪ ʥʝʚʠʜʠʤʠʪʝ ʟʘ ʧʦʪʨʝʙʠʪʝʣʷ 

ʬʘʢʪʦʨʠ: ʪʝʭʥʦʣʦʛʠʠ, ʧʨʦʬʝʩʠʦʥʘʣʥʦ ʟʥʘʥʠʷ ʠ ʫʤʝʥʠʷ, ʦʙʦʨʫʜʚʘʥʝ, 

ʢʦʤʫʥʠʢʘʮʠʠ, ʢʦʠʪʦ ʩʝ ʫʩʝʱʘʪ ʢʘʪʦ ʨʝʟʫʣʪʘʪ (ʚʲʟʜʝʡʩʪʚʠʝ/ ʧʨʦʤʷʥʘ). ʇʦ 

ʩʲʱʝʩʪʚʦ ʪʝ ʩʘ ʨʝʩʫʨʩʠ, ʢʦʠʪʦ ʧʨʦʮʝʩʲʪ ʧʨʝʦʙʨʘʟʫʚʘ ʚ ʨʝʟʫʣʪʘʪ. ʉʣʝʜʦʚʘʪʝʣʥʦ 

ʥʘ ʥʠʚʦʪʦ ʥʘ ʧʨʦʠʟʚʦʜʩʪʚʝʥʠʷ ʧʨʦʮʝʩ ʠ ʥʘ ʥʠʚʦʪʦ ʥʘ ʧʨʝʜʦʩʪʘʚʷʥʝ ʥʘ ʫʩʣʫʛʘʪʘ, 

ʜʚʝʪʝ ʢʘʯʝʩʪʚʘ - ʬʫʥʢʮʠʦʥʘʣʥʦʪʦ ʠ ʪʝʭʥʠʯʝʩʢʦʪʦ, ʩʝ ʠʟʨʘʚʥʷʚʘʪ. ʊʝ ʪʨʷʙʚʘ ʜʘ 

ʩʝ ʨʘʟʛʣʝʞʜʘʪ ʢʘʪʦ ʝʜʥʦ ʮʷʣʦ, ʟʘʱʦʪʦ ʪʨʘʥʩʬʦʨʤʘʮʠʷʪʘ ʥʘ ʨʝʩʫʨʩʠʪʝ ʥʝ 

ʙʠ ʤʦʛʣʘ ʜʘ ʩʝ ʦʩʲʱʝʩʪʚʠ ʙʝʟ ʩʪʨʫʢʪʫʨʘ, ʩʲʦʪʚʝʪʥʦ - ʜʘ ʩʝ ʜʦʙʘʚʠ 

ʩʪʦʡʥʦʩʪ. ʀʟʚʲʥ ʧʨʦʠʟʚʦʜʩʪʚʝʥʠʷ ʧʨʦʮʝʩ, ʜʚʘʪʘ ʚʠʜʘ ʢʘʯʝʩʪʚʦ ʙʠʭʘ ʤʦʛʣʠ ʜʘ 

ʩʝ ʧʨʦʷʚʷʚʘʪ ʢʘʪʦ ʩʘʤʦʩʪʦʷʪʝʣʥʠ ʬʝʥʦʤʝʥʠ. ɽʪʦ ʟʘʱʦ, ʤʝʪʦʜʠʢʘʪʘ SERVQUAL 

ʩʝ ʷʚʷʚʘ ʠʟʤʝʨʠʪʝʣ ʥʝ ʩʘʤʦ ʥʘ ʬʫʥʢʮʠʦʥʘʣʥʦʪʦ ʢʘʯʝʩʪʚʦ, ʟʘ ʢʦʝʪʦ ʝ 

ʧʨʦʝʢʪʠʨʘʥʘ, ʥʦ ʠ ʥʘ ʪʝʭʥʠʯʝʩʢʦʪʦ ʢʘʯʝʩʪʚʦ ʥʘ ʫʩʣʫʛʘʪʘ.  

3.1.5. SWOT ʘʥʘʣʠʟ ʥʘ ʧʨʦʮʝʩʘ, ʥʘ ʧʨʝʜʦʩʪʘʚʷʥʝ ʥʘ ʬʫʥʢʮʠʦʥʘʣʥʦʪʦ 

ʢʘʯʝʩʪʚʦ ʥʘ ʤʝʜʠʮʠʥʩʢʘʪʘ ʫʩʣʫʛʘ, ʥʘ ʨʘʟʛʣʝʞʜʘʥʠʪʝ ʃɿɹʇ 

ʏʀʂ ʤʦʛʘʪ ʜʘ ʙʲʜʘʪ ʢʨʠʪʝʨʠʠ ʟʘ ʦʧʨʝʜʝʣʷʥʝ ʥʘ ʩʠʣʥʠʪʝ ʠ ʩʣʘʙʠʪʝ ʩʪʨʘʥʠ ʚ 

ʜʝʡʥʦʩʪʪʘ ʥʘ ʦʨʛʘʥʠʟʘʮʠʷʪʘ. (ʊʘʙʣʠʮʘ 7 ʠ ʊʘʙʣʠʮʘ 8). ʊʝʟʠ ʏʀʂ, ʯʠʠʪʦ ʟʥʘʯʝʥʠʷ 

ʩʘ ʧʦʣʦʞʠʪʝʣʥʠ ʠʣʠ ʦʪʨʠʮʘʪʝʣʥʠ, ʥʦ ʩʘ ʙʣʠʟʢʠ ʜʦ ʥʫʣʝʚʦʪʦ ʟʥʘʯʝʥʠʝ ʦʧʨʝʜʝʣʷʪ 

ʩʠʣʥʠʪʝ ʩʪʨʘʥʠ ʥʘ ʦʨʛʘʥʠʟʘʮʠʷʪʘ. ɿʥʘʯʝʥʠʷʪʘ ʥʘ ʏʀʂ, ʦʪʨʠʮʘʪʝʣʥʠ ʜʘʣʝʯ ʦʪ 

ʥʫʣʝʚʦʪʦ ʟ ʥʘʯʝʥʠʝ, ʦʧʨʝʜʝʣʷʪ ʩʣʘʙʠʪʝ ʩʪʨʘʥʠ ʥʘ ʦʨʛʘʥʠʟʘʮʠʷʪʘ. 

ɺʲʟʤʦʞʥʦʩʪʠʪʝ ʩʘ ʬʘʢʪʦʨʠʪʝ ʥʘ ʚʲʟʥʰʥʘʪʘ ʩʨʝʜʘ, ʢʦʠʪʦ ʤʦʛʘʪ ʜʘ ʧʨʦʤʝʥʷʪ ʏʀʂ 

ʢʲʤ ʧʦʣʦʞʠʝʣʥʦ (ʧʦ ï ʚʠʩʦʢʦ) ʟʥʘʯʝʥʠʝ. ɿʘʧʣʘʭʠʪʝ ʩʘ ʬʘʢʪʦʨʠʪʝ ʥʘ ʚʲʥʰʥʘʪʘ 

ʩʨʝʜʘ, ʢʦʠʪʦ ʤʦʛʘʪ ʜʘ ʧʨʦʤʝʥʷʪ ʏʀʂ ʢʲʤ ʦʪʨʠʮʘʪʝʣʥʦ (ʧʦ ï ʥʠʩʢʦ) ʟʥʘʯʝʥʠʝ 

(ʧʨʦʤʷʥʘ ʚ ʧʦʪʨʝʙʥʦʩʪʠʪʝ ʥʘ ʧʦʪʨʝʙʠʪʝʣʠʪʝ, ʧʦʷʚʘ ʥʘ ʥʦʚʠ ʧʨʦʜʫʢʪʠ ʠ 

ʪʝʭʥʦʣʦʛʠʠ, ʤʝʜʠʢʘʤʝʥʪʠ, ʧʦʜʭʦʜʠ ʟʘ ʜʠʘʛʥʦʩʪʠʢʘ ʠ ʣʝʯʝʥʠʝ, ʧʨʦʤʝʥʠ ʚ 

ʟʜʨʘʚʥʘʪʘ ʧʦʣʠʪʠʢʘ ʠ ʟʘʢʦʥʦʜʘʪʝʣʩʪʚʦ, ʧʨʦʤʷʥʘ ʚ ʮʝʥʥʦʩʪʠʪʝ ʥʘ ʦʙʱʝʩʪʚʦʪʦ ʠ 

ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʞʠʚʦʪ), (ʬʠʛʫʨʘ 44, ʪʘʙʣʠʮʘ 45 ʠ ʪʘʙʣʠʮʘ 46). 

 

S  W  
ʏʀʂ: ʩʪʦʡʥʦʩʪʠ (+) ʠʣʠ (-), ʥʦ ʙʣʠʟʢʠ 
ʜʦ 0 

ʏʀʂ: ʩʪʦʡʥʦʩʪʠ <0 ʠʣʠ (-), ʥʦ 
ʙʣʠʟʢʠ ʜʦ 1 

O  T 
ʌʘʢʪʦʨʠ ʥʘ ʚʲʥʰʥʘʪʘ ʩʨʝʜʘ, ʢʦʠʪʦ 
ʧʨʦʤʝʥʷʪ ʏʀʂ ʢʲʤ (+) ʠ ʢʲʤ ʧʦ ï 
ʚʠʩʦʢʦ ʟʥʘʯʝʥʠʝ  

ʌʘʢʪʦʨʠ ʥʘ ʚʲʥʰʥʘʪʘ ʩʨʝʜʘ, ʢʦʠʪʦ 
ʧʨʦʤʝʥʷʪ ʏʀʂ ʢʲʤ (-) ʠ ʢʲʤ ʧʦ ï 
ʥʠʩʢʦ ʟʥʘʯʝʥʠʝ 

 

ʌʠʛʫʨʘ 44 ɸʜʘʧʪʠʨʘʥʝ ʥʘ ʤʝʪʦʜʠʢʘʪʘ SERVQUAL ʢʲʤ SWOT ʘʥʘʣʠʟ 
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SWOT ʘʥʘʣʠʟ ʉɹɸʃɹɹ 

ʉʠʣʥʠ ʩʪʨʘʥʠ / S ʉʣʘʙʠ ʩʪʨʘʥʠ / W 
Á ʆ10 ï ʦʪʛʦʚʦʨʥʦʩʪ ʠ ʜʠʩʮʠʧʣʠʥʘ ʥʘ ʧʝʨʩʦʥʘʣʘ; 
Á ʆ11 - ʦʧʝʨʘʪʠʚʥʦʩʪ ʧʨʠ ʦʢʘʟʚʘʥʝ ʥʘ ʫʩʣʫʛʠʪʝ; 
Á ʆ12 ʠ ʆ13 ï ʩʚʦʝʚʨʝʤʝʥʥʦʩʪ (ʨʝʘʢʮʠʷ ʥʘ ʧʝʨʩʦʥʘʣʘ ʢʲʤ 

ʧʨʦʙʣʝʤʠʪʝ ʥʘ ʧʘʮʠʝʥʪʠʪʝ); 
Á ʉ22 - ʜʦʩʪʲʧ ʜʦ ʃɿɹʇ; 
Á ʉ18 ï ʠʥʜʠʚʠʜʫʘʣʝʥ ʧʦʜʭʦʜ ʦʪ ʃɿɹʇ ʢʲʤ ʧʦʪʨʝʙʠʪʝʣʠʪʝ; 
Á ʉ19 - ʣʠʯʥʦ ʫʯʘʩʪʠʝ ʥʘ ʧʝʨʩʦʥʘʣʘ ʚ ʨʝʰʘʚʘʥʝʪʦ ʥʘ ʧʨʦʙʣʝʤʠʪʝ ʥʘ 

ʧʦʪʨʝʙʠʪʝʣʠʪʝ; 
Á ʉ20 ʠ ʉ21 - ʧʦʟʥʘʚʘʥʝ ʠ ʦʨʠʝʥʪʘʮʠʷ ʥʘ ʃɿɹʇ ʠ ʧʝʨʩʦʥʘʣʘ ʢʲʤ 

ʧʦʪʨʝʙʥʦʩʪʠʪʝ ʥʘ ʧʘʮʠʝʥʪʠʪʝ; 
Á ʋ14 ï ʜʦʚʝʨʠʝ ʤʝʞʜʫ ʧʘʮʠʝʥʪʠʪʝ ʠ ʧʝʨʩʦʥʘʣʘ;  

Á ʄ1 ï ʥʘʣʠʯʠʝ ʚ ʃɿɹʇ ʥʘ ʩʲʚʨʝʤʝʥʥʘ ʪʝʭʥʠʢʘ ʠ ʦʙʦʨʫʜʚʘʥʝ;' 
Á ʄ2 ï ʩʲʩʪʦʷʥʠʝ ʥʘ ʠʥʪʝʨʠʦʨʘ ʥʘ ʧʦʤʝʱʝʥʠʷʪʘ; 
Á ʄ3 ï ʚʲʥʰʝʥ ʚʠʜ ʥʘ ʧʝʨʩʦʥʘʣʘ; 
Á ʄ4 ï ʚʲʟʧʨʠʝʤʣʠʚʦʩʪ ʥʘ ʠʥʬʦʨʤʘʮʠʦʥʥʠʪʝ ʤʘʪʝʨʠʘʣʠ; 
Á ʅ7 ï ʥʘʜʝʞʜʥʘ ʨʝʧʫʪʘʮʠʷ ʥʘ ʃɿɹʇ;  
Á ʋ17 ï ʧʦʜʜʨʲʞʢʘ ʥʘ ʧʝʨʩʦʥʘʣʘ ʦʪ ʩʪʨʘʥʘ ʥʘ ʨʲʢʦʚʦʜʩʪʚʦʪʦ; 

ɺʲʟʤʦʞʥʦʩʪʠ / O ɿʘʧʣʘʭʠ / T 
Á ʇʨʦʫʯʚʘʥʝ ʥʘ ʥʦʚʠ ʪʝʭʥʦʣʦʛʠʠ, ʧʨʦʤʝʥʷʱʠ ʚʟʘʠʤʦʜʝʡʩʪʚʠʝʪʦ 

ʤʝʞʜʫ ʧʦʪʨʝʙʠʪʝʣʠʪʝ, ʜʦʩʪʘʚʯʠʮʠʪʝ ʠ ʩʣʫʞʠʪʝʣʠʪʝ, ʩ ʮʝʣ 
ʧʦʜʦʙʨʷʚʘʥʝ ʨʝʧʫʪʘʮʠʷʪʘ ʥʘ ʃɿɹʇ; 

Á ʋʯʘʩʪʠʝ ʚ ʧʨʦʝʢʪʠ ʠ ʧʨʦʛʨʘʤʠ ʟʘ ʙʦʨʙʘ ʩ ʊɹʂ;  
 

Á ʂʦʥʢʫʨʝʥʮʠʷ ʦʪ ʜʨʫʛʠ ʃɿ, ʧʨʝʜʦʩʪʘʚʷʱʠ ʤʝʜʠʮʠʥʩʢʠ ʫʩʣʫʛʠ ʧʦ ʦʪʥʦʰʝʥʠʝ ʥʘ 
ʟʘʙʦʣʷʚʘʥʠʷʪʘ ʥʘ ʙʝʣʦʜʨʦʙʥʘʪʘ ʩʠʩʪʝʤʘ ʠ ʩʧʝʮʠʘʣʥʦ ʊɹʂ; 

Á ɺʲʚʝʞʜʘʥʝ ʥʘ ʠʥʦʚʘʪʠʚʥʠ ʧʨʦʜʫʢʪʠ ʦʪ ʩʪʨʘʥʘ ʥʘ ʢʦʥʢʫʨʝʥʪʠʪʝ;  
Á ʅʝʜʦʩʪʘʪʲʯʥʘ ʤʦʪʠʚʘʮʠʷ ʥʘ ʧʝʨʩʦʥʘʣʘ; 

SWOT ʘʥʘʣʠʟ ʄɹɸʃ 

ʉʠʣʥʠ ʩʪʨʘʥʠ / S ʉʣʘʙʠ ʩʪʨʘʥʠ / W 
Á ʉ22 - ʜʦʩʪʲʧ ʜʦ ʃɿɹʇ; 
Á ʄ1-ʥʘʣʠʯʠʝ ʚ ʃɿɹʇ ʥʘ ʩʲʚʨʝʤʝʥʥʘ ʪʝʭʥʠʢʘ ʠ ʦʙʦʨʫʜʚʘʥʝ; 
Á ʉ18 ï ʧʨʦʷʚʘ ʥʘ ʠʥʜʠʚʠʜʘʣʝʥ ʧʦʜʭʦʜ ʦʪ ʃɿɹʇ ʢʲʤ ʧʦʪʨʝʙʠʪʝʣʠʪʝ;  
Á ʉ19 - ʣʠʯʥʦ ʫʯʘʩʪʠʝ ʥʘ ʧʝʨʩʦʥʘʣʘ ʥʘ ʃɿɹʇ ʚ ʨʝʰʘʚʘʥʝʪʦ ʥʘ 

ʧʨʦʙʣʝʤʠʪʝ ʥʘ ʧʦʪʨʝʙʠʪʝʣʠʪʝ; 
Á ʆ10 ï ʦʪʛʦʚʦʨʥʦʩʪ ʠ ʜʠʩʮʠʧʣʠʥʘ ʥʘ ʧʝʨʩʦʥʘʣʘ; 

Á ʄ2 ʠ ʄ4 -  ʩʲʩʪʦʷʥʠʝ ʥʘ ʠʥʪʝʨʠʦʨʘ ʥʘ ʧʦʤʝʱʝʥʠʷʪʘ ʠ ʧʨʠʚʣʝʢʘʪʝʣʥʦʩʪ ʚʲʚ ʚʲʥʰʥʠʷ ʚʠʜ 

ʥʘ ʠʥʬʦʨʤʘʮʠʦʥʥʠʪʝ ʤʘʪʝʨʠʘʣʠ ʥʘ ʃɿɹʇ; 
Á ʅ6 ï ʩʚʦʝʚʨʝʤʝʥʥʦʩʪ ʠ ʠʩʢʨʝʥʦʩʪ ʧʨʠ ʨʘʟʨʝʰʘʚʘʥʝ ʥʘ ʧʨʦʙʣʝʤʠʪʝ ʥʘ ʧʘʮʠʝʪʠʪʝ ʦʪ 

ʩʪʨʘʥʘ ʥʘ ʃɿɹʇ; 
Á ʆ11 ʠ ʅ5 ï ʦʧʝʨʘʪʠʚʥʦʩʪ ʧʨʠ ʦʢʘʟʚʘʥʝ ʥʘ ʫʩʣʫʛʠʪʝ; 
Á ʅ 9 - ʥʝʪʦʯʥʦʩʪʠ ʚ ʠʟʚʲʨʰʚʘʥʝʪʦ ʥʘ ʦʧʝʨʘʮʠʠʪʝ; 
Á ʋ14 - ʜʦʚʝʨʠʝ ʤʝʞʜʫ ʧʘʮʠʝʥʪʠʪʝ ʠ ʧʝʨʩʦʥʘʣʘ; 
Á ʋ15 ï ʙʝʟʦʧʘʩʪʥʦʩʪ ʥʘ ʧʘʮʠʝʥʪʠʪʝ; 
Á ʋ 16 ï ʚʝʞʣʠʚʦʩʪ ʢʲʤ ʧʘʮʠʝʥʪʠʪʝ; 
Á ʋ 17 ï ʧʦʜʜʨʲʞʢʘ ʥʘ ʧʝʨʩʦʥʘʣʘ ʦʪ ʩʪʨʘʥʘ ʥʘ ʨʲʢʦʚʦʜʩʪʚʦʪʦ; 

ɺʲʟʤʦʞʥʦʩʪʠ / O ɿʘʧʣʘʭʠ / T 
Á ʇʨʦʤʷʥʘʪʘ ʚ ʜʝʤʦʛʨʘʬʩʢʘʪʘ ʩʪʨʫʢʪʫʨʘ ʚ ʨʝʛʠʦʥʘ, ʩ ʪʝʥʜʝʥʮʠʷ 

ʟʘʩʪʘʨʷʚʘʥʝ ʠ ʩʚʲʨʟʘʥʘʪʘ ʩ ʥʝʷ ʟʘʙʦʣʝʚʘʝʤʦʩʪ -  ʚʲʟʤʦʞʥʦʩʪ ʟʘ 
ʧʦʜʜʲʨʞʘʥʝ ʥʘ ʧʨʦʜʫʢʪʦʚʠʷ ʤʠʢʩ ʧʦ ʦʪʥʦʰʝʥʠʝ ʥʘ ʦʙʭʚʘʪʘ 
(ʜʲʣʞʠʥʘʪʘ ʠ ʰʠʨʠʥʘʪʘ ʥʘ ʧʨʦʜʫʢʪʦʚʠʷ ʤʠʢʩ) ʥʘ ʤʝʜʠʮʠʥʩʢʠʪʝ 
ʫʩʣʫʛʠ; 

Á ʇʨʦʫʯʚʘʥʝ ʥʘ ʥʦʚʠ ʪʝʭʥʦʣʦʛʠʠ, ʩ ʮʝʣ ʧʦʜʦʙʨʷʚʘʥʝ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʥʘ 
ʤʝʜʠʮʠʥʩʢʘʪʘ ʫʩʣʫʛʘ; 

Á ʄʝʞʜʫʥʘʨʦʜʥʦ ʩʲʪʨʫʜʥʠʯʝʩʪʚʦ ʟʘ ʦʙʤʝʥ ʥʘ ʪʝʭʥʦʣʦʛʠʠ ʠ ʤʝʜʠʮʠʩʢʠ 
ʩʧʝʮʠʘʣʠʩʪʠ.  

Á ɺʲʚʝʞʜʘʥʝ ʥʘ ʠʥʦʚʘʪʠʚʥʠ ʧʨʦʜʫʢʪʠ ʦʪ ʩʪʨʘʥʘ ʥʘ ʢʦʥʢʫʨʝʥʪʥʠʪʝ ʃɿɹʇ;  
Á ʅʝʜʦʩʪʘʪʲʯʥʘ ʤʦʪʠʚʘʮʠʷ ʥʘ ʧʝʨʩʦʥʘʣʘ; 
Á ʃʠʧʩʘ ʥʘ ʧʨʦʤʷʥʘ ʚ ʟʘʢʦʥʦʜʘʪʝʣʩʪʚʦʪʦ ʧʦ ʦʪʥʦʰʝʥʠʝ ʥʘ ʩʧʝʮʠʘʣʠʟʘʮʠʷʪʘ ʥʘ ʣʝʢʘʨʠʪʝ; 
Á ʋʧʨʘʚʣʝʥʠʝ ʥʘ ʧʨʦʮʝʩʠʪʝ ʠ ʦʧʝʨʘʮʠʠʪʝ ʚ ʃɿɹʇ; 
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3.2. ɼʘʥʥʠ ʦʪ ʧʨʦʫʯʚʘʥʝ ʯʨʝʟ ʤʝʪʦʜʠʪʝ Ăʇʨʷʢʦ ʠʟʨʘʟʝʥʦ 

ʫʜʦʚʣʝʪʚʦʨʝʥʠʝò ʠ Ăʈʝʡʪʠʥʛʠ ʚʘʞʥʦʩʪ ï ʧʦʩʪʠʞʝʥʠʷò ʚ ʃɿɹʇ 

3.2.1. ʈʝʟʫʣʪʘʪʠ ʦʪ ʧʨʠʣʦʞʝʥʠʝ ʥʘ ʤʝʪʦʜʘ Ăʇʨʷʢʦ ʠʟʨʘʟʝʥʦ 

ʫʜʦʚʣʝʪʚʦʨʝʥʠʝò 

ɸ). ʉɹɸʃɹɹ Ăʇʝʥʯʦ ʉʝʤʦʚò ɸɼ ɻʘʙʨʦʚʦ 

ʀʟʩʣʝʜʚʘʤʝ ʧʝʪ ʛʣʘʚʥʠ ʧʨʦʤʝʥʣʠʚʠ, ʢʘʪʦ ʯʘʩʪ ʦʪ ʦʬʝʨʪʘʪʘ ʥʘ ʃɿɹʇ: (1) 

ʀʟʨʘʟʝʥʦ ʫʜʦʚʣʝʪʚʦʨʝʥʠʝ "ʢʘʪʦ ʮʷʣʦ", (2) ʀʟʨʘʟʝʥʦ ʫʜʦʚʣʝʪʚʦʨʝʥʠʝ 

"ʦʙʦʨʫʜʚʘʥʝ", (3) ʀʟʨʘʟʝʥʦ ʫʜʦʚʣʝʪʚʦʨʝʥʠʝ "ʜʠʘʛʥʦʩʪʠʢʘ ʠ ʣʝʯʝʥʠʝ", (4) ʀʟʨʘʟʝʥʦ 

ʫʜʦʚʣʝʪʚʦʨʝʥʠʝ "ʠʥʬʦʨʤʠʨʘʥʦʩʪò, (5) ʀʟʨʘʟʝʥʦ ʫʜʦʚʣʝʪʚʦʨʝʥʠʝ "ʚʲʪʨʝʰʝʥ ʨʝʜ" 

(ʇʨʠʣʦʞʝʥʠʝ ˉ 4). 

 

ˉ ʇʨʦʤʝʥʣʠʚʠ Mean 
Confidence 
interval of 

Mean 

Std. 
Error 

Median 

1. 
 
ʀʟʨʘʟʝʥʦ ʫʜʦʚʣʝʪʚʦʨʝʥʠʝ "ʢʘʪʦ 
ʮʷʣʦ" 

4,33 4,10 ï 4,57 0,118 4 

2. 
ʀʟʨʘʟʝʥʦ ʫʜʦʚʣʝʪʚʦʨʝʥʠʝ 
"ʦʙʦʨʫʜʚʘʥʝ" 

4,20 3,94 ï 4,45 0,125 4 

3. 
ʀʟʨʘʟʝʥʦ ʫʜʦʚʣʝʪʚʦʨʝʥʠʝ 
"ʜʠʘʛʥʦʩʪʠʢʘ ʠ ʣʝʯʝʥʠʝ" 

4,43 4,25 ï 4,61 0,090 4 

4. 
ʀʟʨʘʟʝʥʦ ʫʜʦʚʣʝʪʚʦʨʝʥʠʝ 
"ʠʥʬʦʨʤʠʨʘʥʦʩʪò 

4,02 3,72 ï 4,31 0,147 4 

5. 
ʀʟʨʘʟʝʥʦ ʫʜʦʚʣʝʪʚʦʨʝʥʠʝ 
"ʚʲʪʨʝʰʝʥ ʨʝʜ" 

4,24 4,02 ï 4,45 0,107 4 

 

ʊʘʙʣʠʮʘ ˉ 47 Ăʈʝʟʫʣʪʘʪʠ ʦʪ ʩʪʘʪʠʩʪʠʯʝʩʢʦ ʨʘʟʧʨʝʜʝʣʝʥʠʝ ʥʘ ʧʨʦʤʝʥʣʠʚʠʪʝ 

ʧʦ ʤʝʪʦʜʘ Ăʇʨʷʢʦ ʠʟʨʘʟʝʥʦ ʫʜʦʚʣʝʪʚʦʨʝʥʠʝò ï ʉɹɸʃɹɹ  

ʂʘʩʘʝ ʩʝ ʟʘ ʘʩʠʤʝʪʨʠʯʥʦ ï ʜʷʩʥʦ ʠʟʪʝʛʣʝʥʦ ʧʦʣʦʞʠʪʝʣʥʦ ʨʘʟʧʨʝʜʝʣʝʥʠʝ ʥʘ 

ʟʥʘʯʝʥʠʷʪʘ ʥʘ ʩʨʝʜʥʠʪʝ ʘʨʠʪʤʝʪʠʯʥʠ ʩʪʦʡʥʦʩʪʠ, ʢʦʠʪʦ ʩʘ ʧʦ ï ʛʦʣʝʤʠ ʦʪ 

ʤʝʜʠʘʥʘʪʘ (ʪʘʙʣʠʮʘ ˉ 47 ʠ ʬʠʛʫʨʘ ˉ48). ʉʪʦʡʥʦʩʪʠʪʝ ʠʤ ʦʢʦʣʦ 4, ʧʦʢʘʟʚʘʪ, ʯʝ 

ʧʦ ï ʛʦʣʷʤʘʪʘ ʯʘʩʪ ï ʥʘʜ 80% ʦʪ ʘʥʢʝʪʠʨʘʥʠʪʝ ʣʠʮʘ ʩʘ ʦʪʛʦʚʦʨʠʣʠ ʩ Ăʜʦʚʦʣʝʥò ʠ 

Ăʤʥʦʛʦ ʜʦʚʦʣʝʥò, ʧʦ ʚʩʷʢʘ ʝʜʥʘ ʦʪ ʧʦʟʠʮʠʠʪʝ ʥʘ ʦʬʝʨʪʘʪʘ, ʥʘ ʢʦʝʪʦ ʩʝ ʜʲʣʞʠ ʠ 

ʘʩʠʤʝʪʨʠʷʪʘ. ʇʨʠʣʦʞʝʥʠʝ ˉ 10 ʏʝʩʪʦʪʥʠ ʨʘʟʧʨʝʜʝʣʝʥʠʝ Ăʀʟʨʘʟʝʥʦ 

ʫʜʦʚʣʝʪʚʦʨʝʥʠʝ ʉɹɸʃɹɹ). ɼʦʚʝʨʠʪʝʣʥʠʪʝ ʠʥʪʝʨʚʘʣʠ ʥʘ ʠʟʯʠʩʣʝʥʠʪʝ ʩʨʝʜʥʠ 

ʩʪʦʡʥʦʩʪʠ ʥʘ ʧʨʦʤʝʥʣʠʚʠʪʝ ʦʪ ʠʟʚʘʜʢʘʪʘ ʧʦʢʘʟʚʘ, ʯʝ ʩʨʝʜʥʘʪʘ ʩʪʦʡʥʦʩʪ ʟʘ ʚʩʷʢʘ 

ʝʜʥʘ ʦʪ ʪʝʟʠ ʧʨʦʤʝʥʣʠʚʠ ʚ ʧʦʧʫʣʘʮʠʷʪʘ - Õ ʧʦʧʘʜʘ ʚ ʦʙʭʚʘʪʘ ʥʘ ʪʝʟʠ ʩʪʦʡʥʦʩʪʠ 
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(ʠʥʪʝʨʚʘʣʠʪʝ ʩʲʜʲʨʞʘʪ ʠʩʪʠʥʩʢʘʪʘ ʩʨʝʜʥʘ ʘʨʠʪʤʝʪʠʯʥʘ ʩʪʦʡʥʦʩʪ ʥʘ 

ʧʦʧʫʣʘʮʠʷʪʘ).  

ʇʨʠ ʥʘʢʣʦʥʝʥʘʪʘ ʥʘʜʷʩʥʦ ʛʨʘʬʠʢʘ, ʤʝʥʠʜʞʤʲʥʪʲʪ ʥʘ ʃɿɹʇ (ʬʠʛʫʨʘ ˉ 48), 

ʤʦʞʝ ʜʘ ʝ ʜʦʚʦʣʝʥ, ʯʝ ʦʨʛʘʥʠʟʘʮʠʷ ʧʦʩʪʠʛʘ ʮʝʣʠʪʝ ʩʠ ʜʘ ʜʦʩʪʘʚʷ ʤʝʜʠʮʠʥʩʢʠ 

ʫʩʣʫʛʠ ʩ ʚʠʩʦʢʦ ʢʘʯʝʩʪʚʦ ʠ ʜʘ ʧʨʝʜʠʟʚʠʢʚʘ ʫʜʦʚʣʝʪʚʦʨʝʥʠʝ ʫ ʧʦʪʨʝʙʠʪʝʣʠʪʝ 

(ʇʨʠʣʦʞʝʥʠʝ ˉ 12 ï ʂʨʲʛʦʚʠ ʜʠʘʛʨʘʤʠ ʦʪ ʧʨʦʚʝʜʝʥʘ ʘʥʢʝʪʘ Ăʀʟʨʘʟʝʥʦ 

ʫʜʦʚʣʝʪʚʦʨʝʥʠʝ ʉɹɸʃɹɹò.  

 

 

 

 

 

 

 

 

 

 

ʌʠʛʫʨʘ ˉ 48 ʉʲʦʪʥʦʰʝʥʠʝ Ăʩʨʝʜʥʘ ʘʨʠʪʤʝʪʠʯʥʘ ʚʝʣʠʯʠʥʘ ï ʤʝʜʠʘʥʘò ʥʘ ʧʨʦʤʝʥʣʠʚʠʪʝ 

ʧʦ ʤʝʪʦʜʘ Ăʇʨʷʢʦ ʠʟʨʘʟʝʥʦ ʫʜʦʚʣʝʪʚʦʨʝʥʠʝò ï ʉɹɸʃɹɹ  

 

ɹ). ʄɹɸʃ Ăɼ-ʨ ʊʦʪʘ ɺʝʥʢʦʚʘò ɸɼ ɻʘʙʨʦʚʦ  

ʀʟʩʣʝʜʚʘʤʝ ʧʝʪ ʛʣʘʚʥʠ ʧʨʦʤʝʥʣʠʚʠ, ʯʘʩʪ ʦʪ ʦʬʝʨʪʘʪʘ ʥʘ ʃɿɹʇ: (1) ʀʟʨʘʟʝʥʦ 

ʫʜʦʚʣʝʪʚʦʨʝʥʠʝ "ʢʘʪʦ ʮʷʣʦ", (2) ʀʟʨʘʟʝʥʦ ʫʜʦʚʣʝʪʚʦʨʝʥʠʝ "ʦʙʦʨʫʜʚʘʥʝ", (3) 

ʀʟʨʘʟʝʥʦ ʫʜʦʚʣʝʪʚʦʨʝʥʠʝ "ʜʠʘʛʥʦʩʪʠʢʘ ʠ ʣʝʯʝʥʠʝ", (4) ʀʟʨʘʟʝʥʦ ʫʜʦʚʣʝʪʚʦʨʝʥʠʝ 

"ʠʥʬʦʨʤʠʨʘʥʦʩʪò, (5) ʀʟʨʘʟʝʥʦ ʫʜʦʚʣʝʪʚʦʨʝʥʠʝ "ʚʲʪʨʝʰʝʥ ʨʝʜ" (ʇʨʠʣʦʞʝʥʠʝ ˉ 

4). 

ʂʘʩʘʝ ʩʝ ʟʘ ʘʩʠʤʝʪʨʠʯʥʦ ï ʣʷʚʦ ʠʟʪʝʛʣʝʥʦ ʧʦʣʦʞʠʪʝʣʥʦ ʨʘʟʧʨʝʜʝʣʝʥʠʝ ʥʘ 

ʟʥʘʯʝʥʠʷʪʘ ʥʘ ʩʨʝʜʥʠʪʝ ʘʨʠʪʤʝʪʠʯʥʠ ʩʪʦʡʥʦʩʪʠ, ʢʦʠʪʦ ʩʘ ʧʦ ï ʤʘʣʢʠ ʦʪ ʤʝʜʠʘʥʘʪʘ 

(ʪʘʙʣʠʮʘ ˉ 49 ʠ ʬʠʛʫʨʘ ˉ 50). ʅʘʡ ï ʛʦʣʷʤʘ ʯʘʩʪ ʦʪ ʘʥʢʝʪʠʨʘʥʠʪʝ ʣʠʮʘ ï 60 ï 

70% ʧʦ ʚʩʝʢʠ ʢʦʤʧʦʥʝʥʪ ʦʪ ʦʬʝʨʪʘʪʘ, ʩʘ ʦʪʛʦʚʦʨʠʣʠ ʩ Ăʜʦʚʦʣʝʥò, ʥʦ ʛʦʣʷʤʘ ʯʘʩʪ ʩ 

Ăʥʝʜʦʚʦʣʝʥò, ʢʦʝʪʦ ʨʝʟʫʣʪʠʨʘ ʚʲʨʭʫ ʟʥʘʯʝʥʠʝʪʦ ʥʘ ʩʨʝʜʥʠʪʝ ʘʨʠʪʤʝʪʠʯʥʠ 

ʩʪʦʡʥʦʩʪʠ. ʇʦ ʢʦʤʧʦʥʝʥʪʠʪʝ Ăʀʟʨʘʟʝʥʦ ʫʜʦʚʣʝʪʚʦʨʝʥʠʝ "ʜʠʘʛʥʦʩʪʠʢʘ ʠ ʣʝʯʝʥʠʝò ʠ 

Ă ʀʟʨʘʟʝʥʦ ʫʜʦʚʣʝʪʚʦʨʝʥʠʝ "ʚʲʪʨʝʰʝʥ ʨʝʜ", 10% ʦʪ ʘʥʢʝʪʠʨʘʥʠʪʝ ʣʠʮʘ ʩʘ 

ʦʪʛʦʚʦʨʠʣʠ ʩ Ăʥʝʜʦʚʦʣʝʥô, ʘ ʧʦ ʢʦʤʧʦʥʝʥʪʘʪʘ Ăʀʟʨʘʟʝʥʦ ʫʜʦʚʣʝʪʚʦʨʝʥʠʝ 

"ʠʥʬʦʨʤʠʨʘʥʦʩʪò ï 16,6% ʩ Ăʥʝʜʦʚʦʣʝʥò (ʇʨʠʣʦʞʝʥʠʝ ˉ 11 ʏʝʩʪʦʪʥʠ 

ʨʘʟʧʨʝʜʝʣʝʥʠʝ Ăʀʟʨʘʟʝʥʦ ʫʜʦʚʣʝʪʚʦʨʝʥʠʝ ʄɹɸʃ). ɼʦʚʝʨʠʪʝʣʥʠʪʝ ʠʥʪʝʨʚʘʣʠ ʥʘ 



148 

ʠʟʯʠʩʣʝʥʠʪʝ ʩʨʝʜʥʠ ʩʪʦʡʥʦʩʪʠ ʥʘ ʧʨʦʤʝʥʣʠʚʠʪʝ ʦʪ ʠʟʚʘʜʢʘʪʘ ʧʦʢʘʟʚʘ, ʯʝ 

ʩʨʝʜʥʘʪʘ ʩʪʦʡʥʦʩʪ ʟʘ ʚʩʷʢʘ ʝʜʥʘ ʦʪ ʪʝʟʠ ʧʨʦʤʝʥʣʠʚʠ ʚ ʧʦʧʫʣʘʮʠʷʪʘ - Õ ʧʦʧʘʜʘ ʚ 

ʦʙʭʚʘʪʘ ʥʘ ʪʝʟʠ ʩʪʦʡʥʦʩʪʠ (ʠʥʪʝʨʚʘʣʠʪʝ ʩʲʜʲʨʞʘʪ ʠʩʪʠʥʩʢʘʪʘ ʩʨʝʜʥʘ 

ʘʨʠʪʤʝʪʠʯʥʘ ʩʪʦʡʥʦʩʪ ʥʘ ʧʦʧʫʣʘʮʠʷʪʘ).  

 

ˉ ʇʨʦʤʝʥʣʠʚʠ Mean 
Confidence 
interval of 

Mean 

Std. 
Error 

Median 

1. 
 
ʀʟʨʘʟʝʥʦ ʫʜʦʚʣʝʪʚʦʨʝʥʠʝ "ʢʘʪʦ 
ʮʷʣʦ" 

4,07 4,01 ï 4,12 0,028 4,0 

2. 
ʀʟʨʘʟʝʥʦ ʫʜʦʚʣʝʪʚʦʨʝʥʠʝ 
"ʦʙʦʨʫʜʚʘʥʝ" 

3,64 3,55 ï 3,73 0,046 4,0 

3. 
ʀʟʨʘʟʝʥʦ ʫʜʦʚʣʝʪʚʦʨʝʥʠʝ 
"ʜʠʘʛʥʦʩʪʠʢʘ ʠ ʣʝʯʝʥʠʝ" 

3,93 3,84 ï 4,01 0,041 4,0 

4. 
ʀʟʨʘʟʝʥʦ ʫʜʦʚʣʝʪʚʦʨʝʥʠʝ 
"ʠʥʬʦʨʤʠʨʘʥʦʩʪò  

3,76 3,66 ï 3,86 0,049 4,0 

5. 
ʀʟʨʘʟʝʥʦ ʫʜʦʚʣʝʪʚʦʨʝʥʠʝ 
"ʚʲʪʨʝʰʝʥ ʨʝʜ" 

3,83 3,75 - 3,92 0,042 4,0 

 

ʊʘʙʣʠʮʘ ˉ 49 Ăʈʝʟʫʣʪʘʪʠ ʦʪ ʩʪʘʪʠʩʪʠʯʝʩʢʦ ʨʘʟʧʨʝʜʝʣʝʥʠʝ ʥʘ ʧʨʦʤʝʥʣʠʚʠʪʝ ʧʦ ʤʝʪʦʜʘ 
Ăʇʨʷʢʦ ʠʟʨʘʟʝʥʦ ʫʜʦʚʣʝʪʚʦʨʝʥʠʝò ï ʄɹɸʃ 
 

ʇʨʠ ʥʘʢʣʦʥʝʥʘʪʘ ʥʘʣʷʚʦ ʛʨʘʬʠʢʘ, ʤʝʥʠʜʞʤʲʥʪʲʪ ʥʘ ʃɿɹʇ (ʌʠʛʫʨʘ ˉ 50) 

ʪʨʷʙʚʘ ʜʘ ʧʦʤʠʩʣʠ ʟʘ ʧʦʜʦʙʨʷʚʘʥʝ ʥʘ ʦʬʝʨʪʘʪʘ, ʚ ʯʘʩʪʠʪʝ Ăʜʠʘʛʥʦʩʪʠʢʘ ʠ 

ʣʝʯʝʥʠʝò, Ăʚʲʪʨʝʰʝʥ ʨʝʜò ʠ Ăʠʥʬʦʨʤʠʨʘʥʦʩʪò, ʟʘ ʜʘ ʦʪʛʦʚʦʨʠ ʥʘ ʧʦʪʨʝʙʥʦʩʪʠʪʝ ʥʘ 

ʥʝʫʜʦʚʣʝʪʚʦʨʝʥʠʪʝ ʧʦʪʨʝʙʠʪʝʣʠ, ʢʘʪʦ ʩʲʱʝʚʨʝʤʝʥʥʦ ʟʘʧʘʟʠ ʪʦʟʠ ʘʩʧʝʢʪ ʦʪ 

ʦʬʝʨʪʘʪʘʪ ʩʠ, ʢʦʡʪʦ ʦʙʩʣʫʞʚʘ ʫʜʦʚʣʝʪʚʦʨʝʥʠʪʝ ʧʦʪʨʝʙʠʪʝʣʠ (ʇʨʠʣʦʞʝʥʠʝ ˉ 13 - 

ʂʨʲʛʦʚʠ ʜʠʘʛʨʘʤʠ ʦʪ ʧʨʦʚʝʜʝʥʘ ʘʥʢʝʪʘ Ăʀʟʨʘʟʝʥʦ ʫʜʦʚʣʝʪʚʦʨʝʥʠʝò ʄɹɸʃ). 

 

 

 

ʌʠʛʫʨʘ ˉ 50 ʉʲʦʪʥʦʰʝʥʠʝ Ăʩʨʝʜʥʘ ʘʨʠʪʤʝʪʠʯʥʘ ʚʝʣʠʯʠʥʘ ï ʤʝʜʠʘʥʘò ʥʘ ʧʨʦʤʝʥʣʠʚʠʪʝ 

ʧʦ ʤʝʪʦʜʘ Ăʇʨʷʢʦ ʠʟʨʘʟʝʥʦ ʫʜʦʚʣʝʪʚʦʨʝʥʠʝò ï ʄɹɸʃ 
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3.2.2. ʈʝʟʫʣʪʘʪʠ ʦʪ ʧʨʠʣʦʞʝʥʠʝ ʥʘ ʤʝʪʦʜʘ Ăʈʝʡʪʠʥʛʠ ʚʘʞʥʦʩʪ ï 

ʧʦʩʪʠʞʝʥʠʝò 

ʀʟʤʝʨʠʪʝʣʷʪ Ăʇʨʷʢʦ ʠʟʨʘʟʝʥʦ ʫʜʦʚʣʝʪʚʦʨʝʥʠʝò ʥʝ ʠʟʤʝʨʚʘ ʚʘʞʥʦʩʪʪʘ ʟʘ 

ʧʦʪʨʝʙʠʪʝʣʠʪʝ ʥʘ ʣʦʰʦʪʦ ʠʟʧʲʣʥʝʥʠʝ ʧʦ ʢʦʤʧʦʥʝʥʪʠʪʝ ʥʘ ʦʬʝʨʪʘʪʘ ʥʘ 

ʦʨʛʘʥʠʟʘʮʠʷʪʘ. ʊʦʚʘ ʥʘʣʘʛʘ ʘʥʘʣʠʟ ʦʪ ʛʣʝʜʥʘ ʪʦʯʢʘ ʥʘ (1) ʚʘʞʥʦʩʪʪʘ ʥʘ ʚʩʝʢʠ 

ʝʜʠʥ ʢʦʤʧʦʥʝʥʪ ʠ (2) ʢʦʣʢʦ ʜʦʙʨʝ ʩʝ ʩʧʨʘʚʷ ʦʨʛʘʥʠʟʘʮʠʷʪʘ ʧʦ ʚʩʝʢʠ ʢʦʤʧʦʥʝʥʪ.  

ɸʥʘʣʠʟʲʪ ʧʦ ʤʝʪʦʜʘ Ăʈʝʡʪʠʥʛʠ ʚʘʞʥʦʩʪ ï ʧʦʩʪʠʞʝʥʠʝò ʚʢʣʶʯʚʘ ʪʨʠ 

ʥʘʧʨʘʚʣʝʥʠʷ: (1) ʚʘʞʥʦʩʪʪʘ ʥʘ ʚʩʝʢʠ ʢʦʤʧʦʥʝʥʪ ʦʪ ʦʬʝʨʪʘʪʘ, (2) ʥʠʚʦʪʦ ʥʘ 

ʠʟʧʲʣʥʝʥʠʝ ʥʘ ʚʩʝʢʠ ʢʦʤʧʦʥʝʥʪ ʠ (3) ʘʥʘʣʠʟ ʥʘ ʧʨʠʦʨʠʪʝʪʥʠʪʝ ʢʦʤʧʦʥʝʥʪʠ. 

ɺʟʝʤʘʭʘ ʩʝ ʧʨʝʜʚʠʜ ʦʩʦʙʝʥʥʦʩʪʪʘ ʥʘ ʘʥʢʝʪʘʪʘ, ʩʧʦʨʝʜ ʢʦʷʪʦ ʦʮʝʥʷʚʘʥʝʪʦ ʥʘ 

ʧʨʦʤʝʥʣʠʚʠʪʝ ʧʦ ʯʝʪʠʨʠʙʘʣʥʘ ʩʢʘʣʘ, ʦʧʨʝʜʝʣʷ ʠʟʢʣʶʯʠʪʝʣʥʘʪʘ ʚʘʞʥʦʩʪ ʠ 

ʚʘʞʥʦʩʪʪʘ ʥʘ ʫʩʣʫʛʘʪʘ ʩ ʧʦ- ʛʦʣʷʤ ʨʘʥʛ Ă1ò ʠ Ă2ò, ʘ ʧʦ ï ʤʘʣʢʘʪʘ ʚʘʞʥʦʩʪ ʠ 

ʤʘʣʦʚʘʞʥʦʩʪ/ʠʟʧʲʣʥʝʥʝʠʝ ʥʘ ʫʩʣʫʛʘʪʘ ʩ ʧʦ ï ʤʘʣʲʢ ʨʘʥʛ Ă3ò ʠ Ă4ò, ʢʦʝʪʦ ʧʨʠ 

ʪʲʣʢʫʚʘʥʝʪʦ ʥʘ ʩʪʘʪʠʩʪʠʢʠʪʝ ʦʟʥʘʯʘʚʘ, ʯʝ ʧʦ ï ʥʠʩʢʠʪʝ ʩʪʦʡʥʦʩʪʠ ʩʝ ʜʦʙʣʠʞʘʚʘʪ 

ʜʦ ʧʨʠʜʘʚʘʥʝ ʥʘ ʧʦ ï ʛʦʣʷʤʘ ʚʘʞʥʦʩʪ ʠ ʧʦ - ʜʦʙʨʦ ʢʲʤ ʦʪʣʠʯʥʦ ʠʟʧʲʣʥʝʥʠʝ, 

ʜʦʢʘʪʦ ʧʦ ï ʚʠʩʦʢʠʪʝ ʩʪʦʡʥʦʩʪʠ, ʦʙʨʘʪʥʦ. 

ɸ). ʉɹɸʃɹɹ Ăʇʝʥʯʦ ʉʝʤʦʚò ɸɼ ɻʘʙʨʦʚʦ 

ʘ.) ʈʝʡʪʠʥʛ Ăɺʘʞʥʦʩʪò 

ʂʘʩʘʝ ʩʝ ʟʘ ʘʩʠʤʝʪʨʠʯʥʦ ï ʜʷʩʥʦ ʠʟʪʝʛʣʝʥʦ ʧʦʣʦʞʠʪʝʣʥʦ ʨʘʟʧʨʝʜʝʣʝʥʠʝ ʥʘ 

ʟʥʘʯʝʥʠʷʪʘ ʥʘ ʩʨʝʜʥʠʪʝ ʘʨʠʪʤʝʪʠʯʥʠ ʩʪʦʡʥʦʩʪʠ, ʢʦʠʪʦ ʩʘ ʧʦ ï ʛʦʣʝʤʠ ʦʪ 

ʤʝʜʠʘʥʘʪʘ (ʪʘʙʣʠʮʘ ˉ 51 ʠ ʬʠʛʫʨʘ ˉ 52).  

 

 

 

ʌʠʛʫʨʘ ˉ 52 ʈʝʡʪʠʥʛ Ăɺʘʞʥʦʩʪò - ʉɹɸʃɹɹ 

ʉʪʦʡʥʦʩʪʠʪʝ ʠʤ ʦʢʦʣʦ 1,5 ʧʦʢʘʟʚʘʪ, ʯʝ ʧʦ ï ʛʦʣʷʤʘʪʘ ʯʘʩʪ ʦʪ ʘʥʢʝʪʠʨʘʥʠʪʝ 

ʣʠʮʘ ï ʤʝʞʜʫ 52% ʠ 64% ʩʘ ʦʪʛʦʚʦʨʠʣʠ ʩ Ăʠʟʢʣʶʯʠʪʝʣʥʦ ʚʘʞʥʦò ʧʦ ʚʩʷʢʘ ʝʜʥʘ ʦʪ 

ʧʦʟʠʮʠʠʪʝ ʥʘ ʦʬʝʨʪʘʪʘ, ʥʘ ʢʦʝʪʦ ʩʝ ʜʲʣʞʠ ʠ ʘʩʠʤʝʪʨʠʷʪʘ. ʀʟʢʣʶʯʝʥʠʝ ʧʨʘʚʷʪ 

ʧʦʟʠʮʠʠʪʝ ɼ Ăɼʨʫʛʠ ʚʠʜʦʚʝ ʦʙʩʣʫʞʚʘʥʝ: ʨʝʥʪʛʝʥ, ʣʘʙʦʨʘʪʦʨʠʷè ʠ ʀ 
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çɸʜʤʠʥʠʩʪʨʘʪʠʚʝʥ ʦʬʠʩ ï ʫʯʪʠʚʦʩʪ ʥʘ ʩʣʫʞʠʪʝʣʠʪʝ ʧʨʠ ʥʝ/ʟʘʧʣʘʱʘʥʝ ʥʘ ʫʩʣʫʛʘʪʘ 

ʧʨʠ ʨʘʙʦʪʘ ʩʲʩ ɿɿʆò, ʢʲʜʝʪʦ ʩʨʝʜʥʠʪʝ ʩʪʦʡʥʦʩʪʠ ʥʘ ʧʨʦʤʝʥʣʠʚʠʪʝ ʩʘ ʥʘʜ 1,6. ʇʦ 

ʜʚʝʪʝ ʧʦʟʠʮʠʠ 51% ʦʪ ʘʥʢʝʪʠʨʘʥʠʪʝ ʣʠʮʘ ʩʘ ʦʪʛʦʚʠʦʨʠʣʠ ʩ ʨʘʥʛ 2 Ăʚʘʞʝʥò ʠ ʦʪʪʫʢ 

ʧʦ ï ʚʠʩʦʢʘʪʘ ʩʪʦʡʥʦʩʪ ʥʘ ʤʝʜʠʘʥʘʪʘ 2 (ʇʨʠʣʦʞʝʥʠʝ ˉ 14). ɼʦʚʝʨʠʪʝʣʥʠʪʝ 

ʠʥʪʝʨʚʘʣʠ ʥʘ ʠʟʯʠʩʣʝʥʠʪʝ ʩʨʝʜʥʠ ʩʪʦʡʥʦʩʪʠ ʥʘ ʧʨʦʤʝʥʣʠʚʠʪʝ ʦʪ ʠʟʚʘʜʢʘʪʘ 

ʧʦʢʘʟʚʘ, ʯʝ ʩʨʝʜʥʘʪʘ ʩʪʦʡʥʦʩʪ ʟʘ ʚʩʷʢʘ ʝʜʥʘ ʦʪ ʪʝʟʠ ʧʨʦʤʝʥʣʠʚʠ ʚ ʧʦʧʫʣʘʮʠʷʪʘ - 

Õ ʧʦʧʘʜʘ ʚ ʦʙʭʚʘʪʘ ʥʘ ʪʝʟʠ ʩʪʦʡʥʦʩʪʠ (ʠʥʪʝʨʚʘʣʠʪʝ ʩʲʜʲʨʞʘʪ ʠʩʪʠʥʩʢʘʪʘ ʩʨʝʜʥʘ 

ʘʨʠʪʤʝʪʠʯʥʘ ʩʪʦʡʥʦʩʪ ʥʘ ʧʦʧʫʣʘʮʠʷʪʘ).  

ʇʨʠ ʥʘʢʣʦʥʝʥʘʪʘ ʥʘʜʷʩʥʦ ʛʨʘʬʠʢʘ (ʬʠʛʫʨʘ ˉ 52), ʤʝʥʠʜʞʤʲʥʪʲʪ ʥʘ ʃɿɹʇ 

ʙʠ ʪʨʷʙʚʘʣʦ ʜʘ ʩʠ ʥʘʧʨʘʚʠ ʠʟʚʦʜʘ, ʯʝ ʧʘʮʠʝʥʪʠʪʝ ʧʨʠʜʘʚʘʪ ʠʟʢʣʶʯʠʪʝʣʥʘ 

ʚʘʞʥʦʩʪ ʥʘ ʢʦʤʧʦʥʝʥʪʠʪʝ ʥʘ ʦʬʝʨʪʘʪʘ, ʩʲʦʪʚʝʪʥʦ ʠʤʘʪ ʧʦ ïʙʦʛʘʪ ʤʠʥʘʣ 

ʦʧʠʪ ʩʲʩ ʩʠʩʪʝʤʘʪʘ ʥʘ ʟʜʨʘʚʝʦʧʘʟʚʘʥʝ, ʢʦʝʪʦ ʱʝ ʩʝ ʦʪʨʘʟʠ ʥʘ ʧʦ ï ʛʦʣʝʤʠʪʝ 

ʠʤ ʦʯʘʢʚʘʥʠʷ. ɺ ʪʘʟʠ ʧʦʩʦʢʘ ʩʝ ʪʲʨʩʠ ʠ ʚʨʲʟʢʘʪʘ ʥʘ ʘʩʧʝʢʪʘ Ăʚʘʞʥʦʩʪò ʩ 

SQI.  

ʙ.) ʈʝʡʪʠʥʛ Ăʇʦʩʪʠʞʝʥʠʝò  

ʂʘʩʘʝ ʩʝ ʟʘ ʘʩʠʤʝʪʨʠʯʥʦ ï ʣʷʚʦ ʠʟʪʝʛʣʝʥʦ ʧʦʣʦʞʠʪʝʣʥʦ ʨʘʟʧʨʝʜʝʣʝʥʠʝ ʥʘ 

ʟʥʘʯʝʥʠʷʪʘ ʥʘ ʩʨʝʜʥʠʪʝ ʘʨʠʪʤʝʪʠʯʥʠ ʩʪʦʡʥʦʩʪʠ, ʢʦʠʪʦ ʩʘ ʧʦ ï ʤʘʣʢʠ ʦʪ ʤʝʜʠʘʥʘʪʘ 

(ʪʘʙʣʠʮʘ ˉ 51 ʠ ʬʠʛʫʨʘ ˉ 53). ʉʪʦʡʥʦʩʪʠʪʝ ʠʤ ʦʢʦʣʦ 1,6 ʧʦʢʘʟʚʘʪ, ʯʝ ʯʘʩʪ ʦʪ 

ʘʥʢʝʪʠʨʘʥʠʪʝ ʣʠʮʘ ï ʦʪ 47% ʜʦ 51%, ʟʘ ʧʦʟʠʮʠʠʪʝ ɺ, ɻ, ɼ, ɽ, ɿ, ʀ, ʩʘ ʦʪʛʦʚʦʨʠʣʠ ʩ 

Ăʜʦʙʨʦò, ʟʘ ʠʟʧʲʣʥʝʥʠʝʪʦ ʧʦ ʚʩʷʢʘ ʝʜʥʘ ʦʪ ʧʦʟʠʮʠʠʪʝ ʥʘ ʦʬʝʨʪʘʪʘ, ʥʘ ʢʦʝʪʦ ʩʝ 

ʜʲʣʞʠ ʠ ʘʩʠʤʝʪʨʠʷʪʘ (ʇʨʠʣʦʞʝʥʠʝ ˉ 14). ɿʥʘʯʝʥʠʷʪʘ ʩʨʝʜʥʠʪʝ ʘʨʠʤʝʪʠʯʥʠ ʧʦ 

ʧʦʟʠʮʠʮʠʪʝ ɸ Ăʆʙʩʣʫʞʚʘʥʝ ʚ ʧʨʠʝʤʥʘʪʘò ʠ ɹ Ăʍʠʛʠʝʥʥʠ ʫʩʣʦʚʠʷò ʩʲʦʪʚʝʪʥʦ 1,49 ʠ 

1,45 ʠ ʤʝʜʠʘʥʘ 1, ʧʦʢʘʟʚʘʪ, ʯʝ ʘʥʢʝʪʠʨʘʥʠʪʝ ʣʠʮʘ ʩʘ ʦʮʝʥʠʣʠ ʠʟʧʲʣʥʝʥʠʝʪʦ ʧʦ 

ʪʝʟʠ ʧʦʟʠʮʠʠ ʢʘʪʦ Ăʦʪʣʠʯʥʦò ï ʩ ʦʪʥʦʩʠʪʝʣʥʘ ʯʝʩʪʦʪʘ 58,8% ʠ 60,8%. ʇʦ 

ʦʩʪʘʥʘʣʠʪʝ ʧʦʟʠʮʠʠ ʘʥʢʝʪʠʨʘʥʠʪʝ ʣʠʮʘ ʩʘ ʦʪʛʦʚʠʦʨʠʣʠ ʩ ʨʘʥʛ 2 Ăʜʦʙʨʝò ʠ ʦʪʫʢ ʧʦ 

ï ʚʠʩʦʢʘʪʘ ʩʪʦʡʥʦʩʪ ʥʘ ʤʝʜʠʘʥʘʪʘ 2. ɼʦʚʝʨʠʪʝʣʥʠʪʝ ʠʥʪʝʨʚʘʣʠ ʥʘ ʠʟʯʠʩʣʝʥʠʪʝ 

ʩʨʝʜʥʠ ʩʪʦʡʥʦʩʪʠ ʥʘ ʧʨʦʤʝʥʣʠʚʠʪʝ ʦʪ ʠʟʚʘʜʢʘʪʘ ʧʦʢʘʟʚʘ, ʯʝ ʩʨʝʜʥʘʪʘ ʩʪʦʡʥʦʩʪ ʟʘ 

ʚʩʷʢʘ ʝʜʥʘ ʦʪ ʪʝʟʠ ʧʨʦʤʝʥʣʠʚʠ ʚ ʧʦʧʫʣʘʮʠʷʪʘ - Õ ʧʦʧʘʜʘ ʚ ʦʙʭʚʘʪʘ ʥʘ ʪʝʟʠ 

ʩʪʦʡʥʦʩʪʠ (ʠʥʪʝʨʚʘʣʠʪʝ ʩʲʜʲʨʞʘʪ ʠʩʪʠʥʩʢʘʪʘ ʩʨʝʜʥʘ ʘʨʠʪʤʝʪʠʯʥʘ ʩʪʦʡʥʦʩʪ ʥʘ 

ʧʦʧʫʣʘʮʠʷʪʘ).  
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ˉ ʇʨʦʤʝʥʣʠʚʠ 

ɺʘʞʥʦʩʪ ʇʨʝʜʩʪʘʚʷʥʝ 

Mean 
Confidence 
interval of 

Mean 

Std. 
Error 

Median Mean 
Confidence 
interval of 

Mean 

Std. 
Error 

Median 

ɸ. ʆʙʩʣʫʞʚʘʥʝ ʚ ʧʨʠʝʤʥʘʪʘ 1,53 1,33 ï 1,73 0,098 1 1,49 1,31 ï 1,67 0,090 1 

ɹ. ʍʠʛʠʝʥʥʠ ʫʩʣʦʚʠʷ 1,49 1,32 ï 1,66 0,086 1 1,45 1,28 ï 1,62 0,085 1 

ɺ. 
ʆʩʠʛʫʨʝʥʦʩʪ ʩ ʯʦʚʝʰʢʠ ʨʝʩʫʨʩʠ ʩ 
ʚʠʩʦʢʘ ʢʣʠʥʠʯʥʘ ʢʦʤʧʝʪʝʥʪʥʦʩʪ 

1,37 1,22 ï 1,52 0,074 1 1,61 1,41 ï 1,80 0,097 2 

ɻ. ʉʝʩʪʨʠʥʩʢʦ ʦʙʩʣʫʞʚʘʥʝ 1,53 1,35 ï 1,71 0,090 1 1,65 1,46 ï 1,83 0,092 2 

ɼ. 
ɼʨʫʛʠ ʚʠʜʦʚʝ ʦʙʩʣʫʞʚʘʥʝ: ʨʝʥʪʛʝʥ, 
ʣʘʙʦʨʘʪʦʨʠʷ 

1,65 1,46 ï 1,83 0,092 2 1,55 1,39 ï 1,71 0,081 2 

ɽ. 
ʀʥʬʦʨʤʠʨʘʥʦʩʪ ʟʘ ʣʝʯʝʥʠʝʪʦ ʠ 
ʥʘʟʥʘʯʝʥʠʷʪʘ 

1,41 1,26 ï 1,56 0,075 1 1,57 1,41 ï 1,73 0,080 2 

ɾ. 
ʆʨʛʘʥʠʟʠʨʘʥʝ ʠ ʚʲʪʨʝʰʝʥ ʨʝʜ ï 
ʜʦʩʪʲʧʥʦʩʪ ʠ ʩʚʦʝʚʨʝʤʝʥʥʦʩʪ 

1,47 1,33 ï 1,61 0,071 1 1,51 1,35 ï 1,67 0,081 1 

ɿ. 
ʃʠʩʪʘ ʥʘ ʯʘʢʘʱʠʪʝ ʧʨʠ ʭʨʦʥʠʯʥʠ 
ʟʘʙʦʣʷʚʘʥʠʷ 

1,49 1,35 ï 1,63 0,071 1 1,59 1,41 ï 1,77 0.089 2 

ʀ. 
ɸʜʤʠʥʠʩʪʨʘʪʠʚʝʥ ʦʬʠʩ ï ʫʯʪʠʚʦʩʪ 
ʥʘ ʩʣʫʞʠʪʝʣʠʪʝ ʧʨʠ ʥʝ/ʟʘʧʣʘʱʘʥʝ 
ʥʘ ʫʩʣʫʛʘʪʘ ʧʨʠ ʨʘʙʦʪʘ ʩʲʩ ɿɿʆ 

1,61 1,43 ï 1,79 0,89 2 1,63 1,42 ï 1,83 0,101 2 

 

ʊʘʙʣʠʮʘ ˉ 51 ʉʪʘʪʠʩʪʠʯʝʩʢʠ ʨʘʟʧʨʝʜʝʣʝʥʠʷ ʧʦ ʨʝʡʪʠʥʛʠʪʝ Ăʚʘʞʥʦʩʪò ʠ Ăʧʨʝʜʩʪʘʚʷʥʝò ʥʘ ʉɹɸʃɹɹ 
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ʌʠʛʫʨʘ ˉ 53 ʈʝʡʪʠʥʛ Ăʇʦʩʪʠʞʝʥʠʝò ï ʉɹɸʃɹɹ 

 

ʇʨʠ ʥʘʢʣʦʥʝʥʘʪʘ ʥʘʣʷʚʦ ʛʨʘʬʠʢʘ (ʬʠʛʫʨʘ ˉ 53), ʤʝʥʠʜʞʤʲʥʪʲʪ ʥʘ 

ʃɿɹʇ ʙʠ ʪʨʷʙʚʘʣʦ ʜʘ ʩʠ ʥʘʧʨʘʚʠ ʠʟʚʦʜʘ, ʯʝ ʧʘʮʠʝʥʪʠʪʝ ʦʮʝʥʷʚʘʪ 

ʧʨʝʜʩʪʘʚʷʥʝʪʦ ʧʦ ʢʦʤʧʦʥʝʥʪʠʪʝ ʥʘ ʫʩʣʫʛʘʪʘ ʧʦ ï ʩʢʦʨʦ ʢʘʪʦ ʜʦʙʨʦ, 

ʦʪʢʦʣʢʦʪʦ ʢʘʪʦ ʦʪʣʠʯʥʦ. ɺ ʪʘʟʠ ʧʦʩʦʢʘ ʩʝ ʪʲʨʩʠ ʠ ʚʨʲʟʢʘʪʘ ʥʘ ʘʩʧʝʢʪʘ 

Ăʧʨʝʜʩʪʘʚʷʥʝò ʩ SQI.  

 

ʚ.) ɸʥʘʣʠʟ ʥʘ ʧʨʠʦʨʠʪʝʪʥʠʪʝ ʢʦʤʧʦʥʝʥʪʠ  ʚ ʉɹɸʃɹɹ  

ɿʘ ʦʮʝʥʢʘ ʥʘ ʩʲʦʪʥʦʰʝʥʠʝʪʦ  Ăʚʘʞʥʦʩʪ ï ʧʨʝʜʩʪʘʚʷʥʝò ʧʦ ʢʦʤʧʦʥʝʥʪʠʪʝ ʥʘ 

ʦʬʝʨʪʘʪʘ ʥʘ ʜʚʝʪʝ ʃɿɹʇ ʩʘ ʨʘʟʛʣʝʜʘʥʠ ʪʝʟʠ ʢʦʤʧʦʥʝʥʪʠ, ʢʦʠʪʦ ʠʤʘʪ ʥʘʡ ï 

ʛʦʣʷʤʘ ʪʷʞʝʩʪ ʚ ʨʝʟʫʣʪʘʪʘ ʦʪ ʜʝʡʥʦʩʪʪʘ: ɺ. Ăʆʩʠʛʫʨʝʥʦʩʪ ʩ ʯʦʚʝʰʢʠ ʨʝʩʫʨʩʠ ʩ 

ʚʠʩʦʢʘ ʢʣʠʥʠʯʥʘ ʢʦʤʧʝʪʝʥʪʥʦʩʪò, ɻ. Ăʉʝʩʪʨʠʥʩʢʦ ʦʙʩʣʫʞʚʘʥʝò, ɽ. 

Ăʀʥʬʦʨʤʠʨʘʥʦʩʪ ʟʘ ʣʝʯʝʥʠʝʪʦ ʠ ʥʘʟʥʘʯʝʥʠʷʪʘò, ɾ. Ăʆʨʛʘʥʠʟʠʨʘʥʝ ʠ ʚʲʪʨʝʰʝʥ 

ʨʝʜ ï ʜʦʩʪʲʧʥʦʩʪ ʠ ʩʚʦʝʚʨʝʤʝʥʥʦʩʪò, ɿ. Ăʃʠʩʪʘ ʥʘ ʯʘʢʘʱʠʪʝ ʧʨʠ ʭʨʦʥʠʯʥʠ 

ʟʘʙʦʣʷʚʘʥʠʷò.  

Á ɺ. Ăʆʩʠʛʫʨʝʥʦʩʪ ʩ ʯʦʚʝʰʢʠ ʨʝʩʫʨʩʠ ʩ ʚʠʩʦʢʘ ʢʣʠʥʠʯʥʘ 

ʢʦʤʧʝʪʝʥʪʥʦʩʪò 

45,1% ʦʪ ʘʥʢʝʪʠʨʘʥʠʪʝ ʣʠʮʘ ʩʘ ʦʮʝʥʠʣʠ ʢʦʤʧʝʪʝʥʪʥʦʩʪʪʘ ʥʘ ʣʝʢʘʨʠʪʝ ʢʘʪʦ 

ʠʟʢʣʶʯʠʪʝʣʥʦ ʚʘʞʥʘ ʠ ʢʘʪʦ ʦʪʣʠʯʥʦ ʧʨʝʜʩʪʘʚʷʥʝ, ʘ 19,6% - ʢʘʪʦ ʠʟʢʣʶʯʠʪʝʣʥʦ 

ʚʘʞʥʘ ʠ ʢʘʪʦ ʜʦʙʨʦ ʧʨʝʜʩʪʘʚʷʥʝ, 3,9% ʢʘʪʦ ʚʘʞʥʦ ʠ ʦʪʣʠʯʥʦ ʧʨʝʜʩʪʘʚʷʥʝ ʠ 

23,5% ʢʘʪʦ ʚʘʞʥʦ ʠ ʜʦʙʨʦ ʧʨʝʜʩʪʘʚʷʥʝ. ɺʲʧʨʝʢʠ ʚʠʩʦʢʠʷʪ ʧʨʦʮʝʥʪ ʦʪ 49,0% ʥʘ 

ʧʨʝʜʩʪʘʚʷʥʝ ʥʘ ʫʩʣʫʛʘʪʘ ʧʦ ʢʦʤʧʦʥʝʥʪʘ, ʩʝ ʩʯʠʪʘ, ʯʝ ʦʯʘʢʚʘʥʠʷʪʘ ʩʘ ʧʦ ï ʛʦʣʝʤʠ 

ʦʪ ʚʲʟʧʨʠʝʤʘʥʝʪʦ ʥʘ ʫʩʣʫʛʘʪʘ (ʇʨʠʣʦʞʝʥʠʝ ˉ 16 ʠ ʇʨʠʣʦʞʝʥʠʝ ˉ 18). 
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Á ɻ. Ăʉʝʩʪʨʠʥʩʢʦ ʦʙʩʣʫʞʚʘʥʝò 

39,1% ʦʪ ʘʥʢʝʪʠʨʘʥʠʪʝ ʣʠʮʘ ʩʘ ʦʮʝʥʠʣʠ ʢʦʤʧʝʪʝʥʪʥʦʩʪʪʘ ʥʘ ʤʝʜʠʮʠʥʩʢʠʪʝ 

ʩʝʩʪʨʠ ʢʘʪʦ ʠʟʢʣʶʯʠʪʝʣʥʦ ʚʘʞʥʘ ʠ ʢʘʪʦ ʦʪʣʠʯʥʦ ʧʨʝʜʩʪʘʚʷʥʝ, ʘ 11,8% - ʢʘʪʦ 

ʠʟʢʣʶʯʠʪʝʣʥʦ ʚʘʞʥʘ ʠ ʢʘʪʦ ʜʦʙʨʦ ʧʨʝʜʩʪʘʚʷʥʝ. 3,9% ʢʘʪʦ ʚʘʞʥʦ ʠ ʦʪʣʠʯʥʦ 

ʧʨʝʜʩʪʘʚʷʥʝ ʠ 37,3% ʢʘʪʦ ʚʘʞʥʦ ʠ ʜʦʙʧʨʦ ʧʨʝʜʩʪʘʚʷʥʝ. ʇʨʝʜʩʪʘʚʷʥʝʪʦ ʧʦ ʪʦʟʠ 

ʢʦʤʧʦʥʝʥʪ ʝ ʧʨʝʮʝʥʝʥʦ ʢʘʪʦ ʦʪʣʠʯʥʦ ʦʪ ʦʢʦʣʦ 43,1% ʠ ʜʦʙʨʦ ʚ 51,0%, ʠ ʢʘʪʦ 

ʠʟʢʣʶʯʠʪʝʣʥʦ ʚʘʞʥʦ ï 52,95 ʠ ʚʘʞʥʦ ï 43,1%, ʢʦʝʪʦ ʦʧʨʝʜʝʣʷ ʧʨʝʚʠʰʘʚʘʥʝ ʥʘ 

ʦʯʘʢʚʘʥʠʷʪʘ ʩʧʨʷʤʦ ʚʲʟʧʨʠʷʪʠʷʪʘ ʟʘ ʩʝʩʪʨʠʥʩʢʦʪʦ ʦʙʩʣʫʞʚʘʥʝ (ʇʨʠʣʦʞʝʥʠʝ ˉ 

16 ʠ ʇʨʠʣʦʞʝʥʠʝ ˉ 18). 

ɽ. Ăʀʥʬʦʨʤʠʨʘʥʦʩʪ ʟʘ ʣʝʯʝʥʠʝʪʦ ʠ ʥʘʟʥʘʯʝʥʠʷʪʘò 

47,1% ʦʪ ʘʥʢʝʪʠʨʘʥʠʪʝ ʣʠʮʘ ʩʯʠʪʘʪ, ʯʝ ʝ ʠʟʢʣʶʯʠʪʝʣʥʦ ʚʘʞʥʦ ʜʘ ʙʲʜʘʪ 

ʠʥʬʦʨʤʠʨʘʥʠ ʟʘ ʥʘʟʥʘʯʝʥʠʷʪʘ ʠ ʣʝʯʝʥʠʝʪʦ ʩʠ ʠ ʧʨʝʮʝʥʷʚʘʪ, ʯʝ ʩʘ ʦʪʣʠʯʥʦ 

ʠʥʬʦʨʤʠʨʘʥʠ, ʘ ʜʨʫʛʠ 11,8% ʢʘʪʦ ʜʦʙʨʝ ʠʥʬʦʨʤʠʨʘʥʠ ʠ ʥʠʪʦ ʝʜʥʦ ʦʪ 

ʘʥʢʝʪʠʨʘʥʠʪʝ ʣʠʮʘ ʥʝ ʝ ʧʦʩʦʯʠʣʦ ʦʙʩʣʫʞʚʘʥʝʪʦ ʧʦ ʪʦʟʠ ʢʦʤʧʦʥʝʥʪ ʢʘʪʦ 

ʤʘʣʦʚʘʞʥʦ. 11,8% - ʢʘʪʦ ʠʟʢʣʶʯʠʪʝʣʥʦ ʚʘʞʥʘ ʠ ʢʘʪʦ ʜʦʙʨʦ ʧʨʝʜʩʪʘʚʷʥʝ ʠ 37,3% 

ʢʘʪʦ ʚʘʞʥʦ ʠ ʜʦʙʨʦ ʧʨʝʜʩʪʘʚʷʥʝ, 2% ʢʘʪʦ ʠʟʢʣʶʯʠʪʝʣʥʦ ʚʘʞʥʦ, ʥʦ 

ʟʘʜʦʚʦʣʠʪʝʣʥʦ ʢʘʪʦ ʠʟʧʲʣʥʝʥʠʝ. ʈʝʟʫʣʪʘʪʲʪ ʧʦ ʢʦʤʧʦʥʝʥʪʘ Ăʠʥʬʦʨʤʠʨʘʥʦʩʪò ʝ 

ʧʨʝʮʝʜʝʥʪ, ʧʨʝʜʚʠʜ ʚʠʩʦʢʠʷʪ ʧʨʦʮʝʥʪ 60,8% ʥʘ ʦʮʝʥʢʘ ʢʘʪʦ ʠʟʢʣʶʯʠʪʝʣʥʦ 

ʚʘʞʝʥ. ʇʘʮʠʝʥʪʲʪ ʝ ʧʦʪʝʥʮʠʘʣʥʦ ʘʢʪʠʚʥʘ ʩʪʨʘʥʘ ʚ ʣʝʯʝʙʥʘʪʘ ʜʝʡʥʦʩʪ! 

ʇʨʠʣʦʞʝʥʠʝ ˉ 16 ʠ ʇʨʠʣʦʞʝʥʠʝ ˉ 18). 

ɾ. Ăʆʨʛʘʥʠʟʠʨʘʥʝ ʠ ʚʲʪʨʝʰʝʥ ʨʝʜ ï ʜʦʩʪʲʧʥʦʩʪ ʠ ʩʚʦʝʚʨʝʤʝʥʥʦʩʪò 

ʂʦʤʧʦʥʝʥʪʲʪ ʝ ʠʟʮʷʣʦ ʦʨʛʘʥʠʟʘʮʠʦʥʝʥ. 52,9% ʦʪ ʘʥʢʝʪʠʨʘʥʠʪʝ ʣʠʮʘ ʩʘ 

ʧʦʩʦʯʠʣʠ ʦʪʣʠʯʥʦ ʧʨʝʜʩʪʘʚʷʥʝ ʠ 52,9% - ʠʟʢʣʶʯʠʪʝʣʥʘ ʚʘʞʥʦʩʪ, ʢʦʝʪʦ ʦʟʥʘʯʘʚʘ, 

ʯʝ ʠʟʧʲʣʥʝʥʠʝʪʦ ʧʦ ʢʦʤʧʦʥʝʥʪʘ Ăʜʦʩʪʲʧʥʦʩʪ ʠ ʩʚʦʝʚʨʝʤʝʥʥʦʩʪò ʥʘ 

ʤʝʜʠʮʠʥʩʢʘʪʘ ʫʩʣʫʛʘ ʦʧʨʘʚʜʘʚʘ ʦʯʘʢʚʘʥʠʷʪʘ ʥʘ ʧʘʮʠʝʥʪʠʪʝ ʇʨʠʣʦʞʝʥʠʝ ˉ 16 ʠ 

ʇʨʠʣʦʞʝʥʠʝ ˉ 18). 

ɿ. Ăʃʠʩʪʘ ʥʘ ʯʘʢʘʱʠʪʝ ʧʨʠ ʭʨʦʥʠʯʥʠ ʟʘʙʦʣʷʚʘʥʠʷò 

51,0% ʦʪ ʘʥʢʝʪʠʨʘʥʠʪʝ ʣʠʮʘ ʩʯʠʪʘ, ʯʝ ʣʠʩʪʘʪʘ ʥʘ ʯʘʢʘʱʠʪʝ ʧʨʠ ʭʨʦʥʠʯʥʦ 

ʟʘʙʦʣʷʚʘʥʝ ʝ ʠʟʢʣʶʯʠʪʝʣʥʦ ʚʘʞʥʘ. 47,15% ʦʧʨʝʜʝʣʷʪ ʠʟʧʲʣʥʝʥʠʝʪʦ ʢʘʪʦ 

ʦʪʣʠʯʥʦ ʠ 49,0% ʢʘʪʦ ʜʦʙʨʦ. ʅʦ ʧʦ 2% ʦʪ ʧʘʮʠʝʥʪʠʪʝ ʦʮʝʥʷʚʘʪ ʠʟʧʲʣʥʝʥʠʝʪʦ 

ʢʘʪʦ ʫʜʦʚʣʝʪʚʦʨʠʪʝʣʥʦ ʠ ʩʣʘʙʦ, ʥʦ ʚʘʞʥʦ, ʢʦʝʪʦ ʝ ʩʠʛʥʘʣ ʟʘ ʤʝʥʠʜʞʤʲʥʪʘ.  

ɺ ʨʝʟʫʣʪʘʪ ʥʘ ʘʥʘʣʠʟʘ ʥʘ ʧʨʠʦʨʠʪʝʪʥʠʪʝ ʢʦʤʧʦʥʝʥʪʠ, ʧʨʦʬʠʣʲʪ 

ʥʘ ʧʦʪʨʝʙʠʪʝʣʷ ʥʘ ʤʝʜʠʮʠʥʩʢʠ ʫʩʣʫʛʠ ʥʘ ʉɹɸʃɹ ʩʝ ʦʧʨʝʜʝʣʷ ʢʘʪʦ: ʢʘʪʦ 

ʧʦʪʨʝʙʠʪʝʣ, ʢʦʡʪʦ ʧʨʝʮʝʥʷʚʘ ʢʘʪʦ ʠʟʢʣʶʯʠʪʝʣʥʦ ʚʘʞʥʠ ʣʝʢʘʨʩʢʘʪʘ 
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ʢʦʤʧʝʪʝʥʪʥʦʩʪ ʠ ʩʝʩʪʨʠʥʩʢʦʪʦ ʦʙʩʣʫʞʚʘʥʝ, ʥʝʜʦʩʪʘʪʲʯʥʦ 

ʠʥʬʦʨʤʠʨʘʥ ʟʘ ʣʝʯʝʥʠʝʪʦ ʠ ʥʘʟʥʘʯʝʥʠʷʪʘ, ʥʦ ʘʢʪʠʚʝʥ ʠ ʢʦʡʪʦ ʠʤʘ 

ʜʦʩʪʲʧ ʜʦ ʣʝʯʝʥʦʪʦ ʟʘʚʝʜʝʥʠʝ. 

 

ɹ).  ʄɹɸʃ Ăɼ-ʨ ʊʦʪʘ ɺʝʥʢʦʚʘò ɸɼ ɻʘʙʨʦʚʦ  

ʘ.) ʈʝʡʪʠʥʛ Ăɺʘʞʥʦʩʪò   

ʂʘʩʘʝ ʩʝ ʟʘ ʘʩʠʤʝʪʨʠʯʥʦ ï ʣʷʚʦ ʠʟʪʝʛʣʝʥʦ ʧʦʣʦʞʠʪʝʣʥʦ ʨʘʟʧʨʝʜʝʣʝʥʠʝ ʥʘ 

ʟʥʘʯʝʥʠʷʪʘ ʥʘ ʩʨʝʜʥʠʪʝ ʘʨʠʪʤʝʪʠʯʥʠ ʩʪʦʡʥʦʩʪʠ, ʢʦʠʪʦ ʩʘ ʧʦ ï ʤʘʣʢʠ ʦʪ 

ʤʝʜʠʘʥʘʪʘ (ʪʘʙʣʠʮʘ ˉ 54 ʠ ʬʠʛʫʨʘ ˉ 55). ʉʪʦʡʥʦʩʪʠʪʝ ʠʤ ʩʝ ʜʦʙʣʠʞʘʚʘʪ ʜʦ 

ʤʝʜʠʘʥʘʪʘ ï 2. ʊʦʚʘ ʧʦʢʘʟʚʘ, ʯʝ ʧʦʯʪʠ ʚʩʠʯʢʠ ʘʥʢʝʪʠʨʘʥʠ ʣʠʮʘ ï ʦʪʥʦʩʠʪʝʣʥʘ 

ʯʝʩʪʦʪʘ ʦʪ 50,6% ʜʦ 76,6% ʩʘ ʧʨʠʜʘʣʠ Ăʚʘʞʥʦò ʟʥʘʯʝʥʠʝ ʥʘ ʚʩʷʢʘ ʝʜʥʘ ʦʪ 

ʧʦʟʠʮʠʠʪʝ ʥʘ ʦʬʝʨʪʘʪʘ, ʥʘ ʢʦʝʪʦ ʩʝ ʜʲʣʞʠ ʠ ʘʩʠʤʝʪʨʠʷʪʘ (ʇʨʠʣʦʞʝʥʠʝ ˉ 15).  

ɼʦʚʝʨʠʪʝʣʥʠʪʝ ʠʥʪʝʨʚʘʣʠ ʥʘ ʠʟʯʠʩʣʝʥʠʪʝ ʩʨʝʜʥʠ ʩʪʦʡʥʦʩʪʠ ʥʘ 

ʧʨʦʤʝʥʣʠʚʠʪʝ ʦʪ ʠʟʚʘʜʢʘʪʘ ʧʦʢʘʟʚʘ, ʯʝ ʩʨʝʜʥʘʪʘ ʩʪʦʡʥʦʩʪ ʟʘ ʚʩʷʢʘ ʝʜʥʘ ʦʪ ʪʝʟʠ 

ʧʨʦʤʝʥʣʠʚʠ ʚ ʧʦʧʫʣʘʮʠʷʪʘ - Õ ʧʦʧʘʜʘ ʚ ʦʙʭʚʘʪʘ ʥʘ ʪʝʟʠ ʩʪʦʡʥʦʩʪʠ (ʠʥʪʝʨʚʘʣʠʪʝ 

ʩʲʜʲʨʞʘʪ ʠʩʪʠʥʩʢʘʪʘ ʩʨʝʜʥʘ ʘʨʠʪʤʝʪʠʯʥʘ ʩʪʦʡʥʦʩʪ ʥʘ ʧʦʧʫʣʘʮʠʷʪʘ).  

 

 

 

ʌʠʛʫʨʘ ˉ 55 ʈʝʡʪʠʥʛ Ăɺʘʞʥʦʩʪò ï ʄɹɸʃ 

ʇʨʠ ʥʘʢʣʦʥʝʥʘʪʘ ʥʘʜʷʩʥʦ ʛʨʘʬʠʢʘ (ʬʠʛʫʨʘ ˉ 55) Ăɺʘʞʥʦʩʪ - ʄɹɸʃ, 

ʤʝʥʠʜʞʤʲʥʪʲʪ ʥʘ ʃɿɹʇ ʙʠ ʪʨʷʙʚʘʣʦ ʜʘ ʩʠ ʥʘʧʨʘʚʠ ʠʟʚʦʜʘ, ʯʝ ʧʘʮʠʝʥʪʠʪʝ 

ʧʨʠʜʘʚʘʪ ʚʘʞʥʦʩʪ ʥʘ ʢʦʤʧʦʥʝʥʪʠʪʝ ʥʘ ʦʬʝʨʪʘʪʘ, ʩʲʦʪʚʝʪʥʦ ʠʤʘʪ ʧʦ ï

ʙʦʛʘʪ ʤʠʥʘʣ ʦʧʠʪ ʩʲʩ ʩʠʩʪʝʤʘʪʘ ʥʘ ʟʜʨʘʚʦʧʘʟʚʘʥʝ, ʢʦʝʪʦ ʱʝ ʩʝ ʦʪʨʘʟʠ ʥʘ 

ʧʦ ï ʛʦʣʝʤʠʪʝ ʠʤ ʦʯʘʢʚʘʥʠʷ 
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ʙ.) ʈʝʡʪʠʥʛ Ăʇʦʩʪʠʞʝʥʠʝò  

ʂʘʩʘʝ ʩʝ ʟʘ ʣʝʢʘ ʘʩʠʤʝʪʨʠʷ ʥʘʣʷʚʦ, ʧʦʯʪʠ ʩʠʤʝʪʨʠʯʥʦ  ʨʘʟʧʨʝʜʝʣʝʥʠʝ ʥʘ 

ʟʥʘʯʝʥʠʷʪʘ ʥʘ ʩʨʝʜʥʠʪʝ ʘʨʠʪʤʝʪʠʯʥʠ ʩʪʦʡʥʦʩʪʠ, ʢʦʠʪʦ ʧʦʯʪʠ ʩʲʚʧʘʜʘʪ ʩ 

ʤʝʜʠʘʥʘʪʘ (ʪʘʙʣʠʮʘ ˉ 54 ʠ ʬʠʛʫʨʘ ˉ 56), ʢʦʝʪʦ ʝ ʩʚʲʨʟʘʥʦ ʩ ʥʝʟʥʘʯʠʪʝʣʥʠ 

ʟʥʘʯʝʥʠʷ ʥʘ ʩʪʘʥʜʘʨʪʥʠʪʝ ʛʨʝʰʢʠ. ʉʪʦʡʥʦʩʪʠʪʝ ʠʤ ʦʢʦʣʦ 2 ʧʦʢʘʟʚʘʪ, ʯʝ 

ʘʥʢʝʪʠʨʘʥʠʪʝ ʣʠʮʘ ʩʘ ʦʮʝʥʠʣʠ ʠʟʧʲʣʥʝʥʠʝʪʦ ʧʦ ʚʩʷʢʘ ʝʜʥʘ ʦʪ ʧʦʟʠʮʠʠʪʝ ʥʘ 

ʦʬʝʨʪʘʪʘ ʢʘʪʦ Ăʜʦʙʨʦò, ʢʘʪʦ ʦʪʥʦʩʠʪʝʣʥʠʪʝ ʯʝʩʪʦʪʠ ʩʘ ʚ ʦʙʩʝʛʘ 56,9% - 80,3% 

(ʇʨʠʣʦʞʝʥʠʝ ˉ 15). 

 

 

 

ʌʠʛʫʨʘ ˉ 56 ʈʝʡʪʠʥʛ Ăʇʦʩʪʠʞʝʥʠʝò ï ʄɹɸʃ 

 

ɼʦʚʝʨʠʪʝʣʥʠʪʝ ʠʥʪʝʨʚʘʣʠ ʥʘ ʠʟʯʠʩʣʝʥʠʪʝ ʩʨʝʜʥʠ ʩʪʦʡʥʦʩʪʠ ʥʘ 

ʧʨʦʤʝʥʣʠʚʠʪʝ ʦʪ ʠʟʚʘʜʢʘʪʘ ʧʦʢʘʟʚʘ, ʯʝ ʩʨʝʜʥʘʪʘ ʩʪʦʡʥʦʩʪ ʟʘ ʚʩʷʢʘ ʝʜʥʘ ʦʪ ʪʝʟʠ 

ʧʨʦʤʝʥʣʠʚʠ ʚ ʧʦʧʫʣʘʮʠʷʪʘ - Õ ʧʦʧʘʜʘ ʚ ʦʙʭʚʘʪʘ ʥʘ ʪʝʟʠ ʩʪʦʡʥʦʩʪʠ (ʠʥʪʝʨʚʘʣʠʪʝ 

ʩʲʜʲʨʞʘʪ ʠʩʪʠʥʩʢʘʪʘ ʩʨʝʜʥʘ ʘʨʠʪʤʝʪʠʯʥʘ ʩʪʦʡʥʦʩʪ ʥʘ ʧʦʧʫʣʘʮʠʷʪʘ).  

ʇʨʠ ʥʘʢʣʦʥʝʥʘʪʘ ʥʘʣʷʚʦ ʛʨʘʬʠʢʘ (ʬʠʛʫʨʘ ˉ 56) Ăʇʦʩʪʠʞʝʥʠʝò - ʄɹɸʃ, 

ʤʝʥʠʜʞʤʲʥʪʲʪ ʥʘ ʃɿɹʇ ʙʠ ʪʨʷʙʚʘʣʦ ʜʘ ʩʠ ʥʘʧʨʘʚʠ ʠʟʚʦʜʘ, ʯʝ ʧʘʮʠʝʥʪʠʪʝ 

ʦʮʝʥʷʚʘʪ ʧʨʝʜʩʪʘʚʷʥʝʪʦ ʧʦ ʢʦʤʧʦʥʝʥʪʠʪʝ ʥʘ ʫʩʣʫʛʘʪʘ ʧʦ ï ʩʢʦʨʦ ʢʘʪʦ 

ʜʦʙʨʦ, ʦʪʢʦʣʢʦʪʦ ʢʘʪʦ ʦʪʣʠʯʥʦ. 
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ˉ ʇʨʦʤʝʥʣʠʚʠ 

ɺʘʞʥʦʩʪ ʇʨʝʜʩʪʘʚʷʥʝ 

Mean 
Confidence 
interval of 

Mean 

Std. 
Error 

Median Mean 
Confidence 
interval of 

Mean 

Std. 
Error 

Median 

ɸ. ʆʙʩʣʫʞʚʘʥʝ ʚ ʧʨʠʝʤʥʘʪʘ 1,57 1,52 ï 1,62 0,026 2 1,73 1,69 ï 1,78 0,024 2 

ɹ. ʍʠʛʠʝʥʥʠ ʫʩʣʦʚʠʷ 1,67 1,62 ï 1,72 0,025 2 2,13 2,06 ï 2,20 0,036 2 

ɺ. 
ʆʩʠʛʫʨʝʥʦʩʪ ʩ ʯʦʚʝʰʢʠ ʨʝʩʫʨʩʠ ʩ 
ʚʠʩʦʢʘ ʢʣʠʥʠʯʥʘ ʢʦʤʧʝʪʝʥʪʥʦʩʪ 

1,64 1,59 ï 1,69 0,026 2 2,00 1,96 ï 2,05 0,24 2 

ɻ. ʉʝʩʪʨʠʥʩʢʦ ʦʙʩʣʫʞʚʘʥʝ 1,51 1,45 ï 1,56 0,027 2 1,95 1,90 ï 2,04 0,035 2 

ɼ. 
ɼʨʫʛʠ ʚʠʜʦʚʝ ʦʙʩʣʫʞʚʘʥʝ: ʨʝʥʪʛʝʥ, 
ʣʘʙʦʨʘʪʦʨʠʷ 

1,64 1,59 ï 1,69 0,026 2 2,07 2,02 ï 2,12 0,024 2 

ɽ. 
ʀʥʬʦʨʤʠʨʘʥʦʩʪ ʟʘ ʣʝʯʝʥʠʝʪʦ ʠ 
ʥʘʟʥʘʯʝʥʠʷʪʘ 

1,56 1,51 ï 1,62 0,027 2 2,13 2,07 ï 2,20 0,033 2 

ɾ. 
ʆʨʛʘʥʠʟʠʨʘʥʝ ʠ ʚʲʪʨʝʰʝʥ ʨʝʜ ï 
ʜʦʩʪʲʧʥʦʩʪ ʠ ʩʚʦʝʚʨʝʤʝʥʥʦʩʪ 

1,70 1,64 ï 1,76 0,031 2 1,93 1,89 ï 1,98 0,024 2 

ɿ. 
ʃʠʩʪʘ ʥʘ ʯʘʢʘʱʠʪʝ ʧʨʠ ʭʨʦʥʠʯʥʠ 
ʟʘʙʦʣʷʚʘʥʠʷ 

1,90 1,85 ï 1,95 0,025 2 2,03 1,98 ï 2,09 0,026 2 

ʀ. 
ɸʜʤʠʥʠʩʪʨʘʪʠʚʝʥ ʦʬʠʩ ï ʫʯʪʠʚʦʩʪ 
ʥʘ ʩʣʫʞʠʪʝʣʠʪʝ ʧʨʠ ʥʝ/ʟʘʧʣʘʱʘʥʝ 
ʥʘ ʫʩʣʫʛʘʪʘ ʧʨʠ ʨʘʙʦʪʘ ʩʲʩ ɿɿʆ 

1,74 1,68 ï 1,80 0,031 2 1,93 1,87 ï 1,99 0,031 2 

 

ʊʘʙʣʠʮʘ ˉ 54 ʉʪʘʪʠʩʪʠʯʝʩʢʠ ʨʘʟʧʨʝʜʝʣʝʥʠʷ ʧʦ ʨʝʡʪʠʥʛʠʪʝ Ăʚʘʞʥʦʩʪò ʠ Ăʧʨʝʜʩʪʘʚʷʥʝò ʥʘ ʄɹɸʃ 
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ʚ.) Ăɸʥʘʣʠʟ ʥʘ ʧʨʠʦʨʠʪʝʪʥʠʪʝ ʢʦʤʧʦʥʝʥʪʠò ʄɹɸʃ  

ɿʘ ʦʮʝʥʢʘ ʥʘ ʩʲʦʪʥʦʰʝʥʠʝʪʦ  Ăʚʘʞʥʦʩʪ ï ʧʨʝʜʩʪʘʚʷʥʝò ʧʦ ʢʦʤʧʦʥʝʥʪʠʪʝ ʥʘ 

ʦʬʝʨʪʘʪʘ ʥʘ ʜʚʝʪʝ ʃɿɹʇ ʩʘ ʨʘʟʛʣʝʜʘʥʠ ʪʝʟʠ ʢʦʤʧʦʥʝʥʪʠ, ʢʦʠʪʦ ʠʤʘʪ ʥʘʡ ï 

ʛʦʣʷʤʘ ʪʷʞʝʩʪ ʚ ʨʝʟʫʣʪʘʪʘ ʦʪ ʜʝʡʥʦʩʪʪʘ: ɺ. Ăʆʩʠʛʫʨʝʥʦʩʪ ʩ ʯʦʚʝʰʢʠ ʨʝʩʫʨʩʠ ʩ 

ʚʠʩʦʢʘ ʢʣʠʥʠʯʥʘ ʢʦʤʧʝʪʝʥʪʥʦʩʪò, ɻ. Ăʉʝʩʪʨʠʥʩʢʦ ʦʙʩʣʫʞʚʘʥʝò, ɽ. 

Ăʀʥʬʦʨʤʠʨʘʥʦʩʪ ʟʘ ʣʝʯʝʥʠʝʪʦ ʠ ʥʘʟʥʘʯʝʥʠʷʪʘò, ɾ. Ăʆʨʛʘʥʠʟʠʨʘʥʝ ʠ ʚʲʪʨʝʰʝʥ 

ʨʝʜ ï ʜʦʩʪʲʧʥʦʩʪ ʠ ʩʚʦʝʚʨʝʤʝʥʥʦʩʪò, ɿ. Ăʃʠʩʪʘ ʥʘ ʯʘʢʘʱʠʪʝ ʧʨʠ ʭʨʦʥʠʯʥʠ 

ʟʘʙʦʣʷʚʘʥʠʷò.  

Á ɺ. Ăʆʩʠʛʫʨʝʥʦʩʪ ʩ ʯʦʚʝʰʢʠ ʨʝʩʫʨʩʠ ʩ ʚʠʩʦʢʘ ʢʣʠʥʠʯʥʘ 

ʢʦʤʧʝʪʝʥʪʥʦʩʪò 

10,0% ʦʪ ʘʥʢʝʪʠʨʘʥʠʪʝ ʣʠʮʘ ʩʘ ʦʮʝʥʠʣʠ ʢʦʤʧʝʪʝ 

ʥʪʥʦʩʪʪʘ ʥʘ ʣʝʢʘʨʠʪʝ ʢʘʪʦ ʠʟʢʣʶʯʠʪʝʣʥʦ ʚʘʞʥʘ ʠ ʢʘʪʦ ʦʪʣʠʯʥʦ 

ʧʨʝʜʩʪʘʚʷʥʝ, ʘ 22,9% - ʢʘʪʦ ʠʟʢʣʶʯʠʪʝʣʥʦ ʚʘʞʥʘ ʠ ʢʘʪʦ ʜʦʙʨʦ ʧʨʝʜʩʪʘʚʷʥʝ. 

6,9% ʢʘʪʦ ʚʘʞʥʦ ʠ ʫʜʦʚʣʝʪʚʦʨʠʪʝʣʥʦ ʧʨʝʜʩʪʘʚʷʥʝ ʠ 56,9% ʢʘʪʦ ʚʘʞʥʦ ʠ ʜʦʙʨʦ 

ʧʨʝʜʩʪʘʚʷʥʝ. ɺʠʩʦʢʠʷʪ ʧʨʦʮʝʥʪ ʦʪ 79,7% ʥʘ ʜʦʙʨʦ ʧʨʝʜʩʪʘʚʷʥʝ ʥʘ ʫʩʣʫʛʘʪʘ ʧʦ 

ʢʦʤʧʦʥʝʥʪʘ, ʩʝ ʩʯʠʪʘ, ʯʝ ʚʲʟʧʨʠʝʤʘʥʝʪʦ ʥʘ ʫʩʣʫʛʘʪʘ ʧʦ ʪʦʟʠ ʢʦʤʧʦʤʥʝʥʪ 

ʧʦʩʨʝʱʘ ʦʯʘʢʚʘʥʠʷʪʘ (ʇʨʠʣʦʞʝʥʠʝ ˉ 17ʠ ʇʨʠʣʦʞʝʥʠʝ ˉ 19). 

Á ɻ. Ăʉʝʩʪʨʠʥʩʢʦ ʦʙʩʣʫʞʚʘʥʝò 

20,0% ʦʪ ʘʥʢʝʪʠʨʘʥʠʪʝ ʣʠʮʘ ʩʘ ʦʮʝʥʠʣʠ ʢʦʤʧʝʪʝʥʪʥʦʩʪʪʘ ʥʘ ʤʝʜʠʮʠʥʩʢʠʪʝ 

ʩʝʩʪʨʠ ʢʘʪʦ ʠʟʢʣʶʯʠʪʝʣʥʦ ʚʘʞʥʘ ʠ ʢʘʪʦ ʦʪʣʠʯʥʦ ʧʨʝʜʩʪʘʚʷʥʝ, ʘ 16,3% - ʢʘʪʦ 

ʠʟʢʣʶʯʠʪʝʣʥʦ ʚʘʞʥʘ ʠ ʢʘʪʦ ʜʦʙʨʦ ʧʨʝʜʩʪʘʚʷʥʝ. 13,1% ʢʘʪʦ ʠʟʢʣʶʯʠʪʝʣʥʦ 

ʚʘʞʥʘ ʠ ʫʜʦʚʣʝʪʚʦʨʠʪʝʣʥʦ ʧʨʝʜʪʘʚʷʥʝ, 6,9% ʢʘʪʦ ʚʘʞʥʘ ʠ ʫʜʦʚʣʝʪʚʦʨʠʪʝʣʥʦ 

ʧʨʝʜʩʪʘʚʷʥʝ (ʇʨʠʣʦʞʝʥʠʝ ˉ 17 ʠ ʇʨʠʣʦʞʝʥʠʝ ˉ 19). ʊʦʚʘ ʩʠʛʥʘʣ ʟʘ 

ʤʝʥʠʜʞʤʲʥʪʘ ʧʦ ʦʪʥʦʰʝʥʠʝ ʥʘ ʤʦʪʠʚʠʨʘʥʦʩʪʪʘ ʥʘ ʤʝʜʠʮʠʥʩʢʠʪʝ ʩʝʩʪʨʠ. 

Á ɽ. Ăʀʥʬʦʨʤʠʨʘʥʦʩʪ ʟʘ ʣʝʯʝʥʠʝʪʦ ʠ ʥʘʟʥʘʯʝʥʠʷʪʘò 

10,3% ʦʪ ʘʥʢʝʪʠʨʘʥʠʪʝ ʣʠʮʘ ʩʯʠʪʘʪ, ʯʝ ʝ ʠʟʢʣʶʯʠʪʝʣʥʦ ʚʘʞʥʦ ʜʘ ʙʲʜʘʪ 

ʠʥʬʦʨʤʠʨʘʥʠ ʟʘ ʥʘʟʥʘʯʝʥʠʷʪʘ ʠ ʣʝʯʝʥʠʝʪʦ ʩʠ ʠ ʧʨʝʮʝʥʷʚʘʪ, ʯʝ ʩʘ ʦʪʣʠʯʥʦ 

ʠʥʬʦʨʤʠʨʘʥʠ. 69,7% ʩʘ ʜʦʙʨʝ ʠʥʬʦʨʤʠʨʘʥʠ ʢʘʪʦ ʟʘ 23,4% ʦʪ ʪʷʭ ʝ 

ʠʟʢʣʶʯʠʪʝʣʥʦ ʚʘʞʥʦ. 3,4% ʦʪ ʧʘʮʠʝʥʪʠʪʝ, ʟʘ ʢʦʠʪʦ ʚʘʞʥʦ ʜʘ ʙʲʜʘʪ 

ʠʥʬʦʨʤʠʨʘʥʠ ʟʘ ʣʝʯʝʥʠʝʪʦ ʩʠ ʠ ʥʘʟʥʘʯʝʥʠʷʪʘ, ʩʝ ʯʫʚʩʪʚʘʪ ʣʦʰʦ ʠʥʬʦʨʤʠʨʘʥʠ. 

ʅʝʦʙʭʦʜʠʤʦ ʝ ʤʝʥʠʜʞʤʲʥʪʲʪ ʥʘ ʣʝʯʝʙʥʦʪʦ ʟʘʚʝʜʝʥʠʝ ʜʘ ʧʨʦʫʯʠ ʪʘʟʠ ʯʘʩʪ ʦʪ 

ʧʦʪʨʝʙʠʪʝʣʠʪʝ ʧʦ ʚʲʟʨʘʩʪ, ʟʘʙʦʣʷʚʘʥʠʷ ʠ ʟʚʝʥʘʪʘ, ʢʲʜʝʪʦ ʩʘ ʦʢʘʟʚʘ 

ʤʝʜʠʮʠʥʩʢʘʪʘ ʧʦʤʦʱ (ʇʨʠʣʦʞʝʥʠʝ ˉ 17 ʠ ʇʨʠʣʦʞʝʥʠʝ ˉ 19). 
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ɾ. Ăʆʨʛʘʥʠʟʠʨʘʥʝ ʠ ʚʲʪʨʝʰʝʥ ʨʝʜ ï ʜʦʩʪʲʧʥʦʩʪ ʠ ʩʚʦʝʚʨʝʤʝʥʥʦʩʪò 

ʂʦʤʧʦʥʝʥʪʲʪ ʝ ʠʟʮʷʣʦ ʦʨʛʘʥʠʟʘʮʠʦʥʝʥ. 13,1% ʦʪ ʘʥʢʝʪʠʨʘʥʠʪʝ ʣʠʮʘ ʩʘ 

ʧʦʩʦʯʠʣʠ ʦʪʣʠʯʥʦ ʧʨʝʜʩʪʘʚʷʥʝ ʠ ʠʟʢʣʶʯʠʪʝʣʥʘ ʚʘʞʥʦʩʪ, ʘ 80,3% ʜʦʙʨʦ 

ʧʨʝʜʩʪʘʚʷʥʝ, ʦʪ ʢʦʠʪʦ 19,7% ʧʨʠʜʘʚʘʪ ʠʟʢʣʶʯʠʪʝʣʥʘ ʚʘʞʥʦʩʪ ʥʘ ʢʦʤʧʦʥʝʥʪʘ 

Ăʜʦʩʪʲʧʥʦʩʪʠ ʩʚʦʝʚʨʝʤʝʥʥʦʩʪò ʥʘ ʤʝʜʠʮʠʥʩʢʘʪʘ ʫʩʣʫʛʘ(ʇʨʠʣʦʞʝʥʠʝ ˉ 17 ïʠ 

ʇʨʠʣʦʞʝʥʠʝ ˉ 19). 

ɿ. Ăʃʠʩʪʘ ʥʘ ʯʘʢʘʱʠʪʝ ʧʨʠ ʭʨʦʥʠʯʥʠ ʟʘʙʦʣʷʚʘʥʠʷò 

10,0% ʦʪ ʘʥʢʝʪʠʨʘʥʠʪʝ ʣʠʮʘ ʩʯʠʪʘ, ʯʝ ʣʠʩʪʘʪʘ ʥʘ ʯʘʢʘʱʠʪʝ ʧʨʠ ʭʨʦʥʠʯʥʦ 

ʟʘʙʦʣʷʚʘʥʝ ʝ ʠʟʢʣʶʯʠʪʝʣʥʦ ʚʘʞʥʘ ʠ ʦʪʣʠʯʥʦ ʧʨʝʜʩʪʘʚʷʥʝ. 76,6% - ʢʘʪʦ ʜʦʙʨʦ 

ʧʨʝʜʩʪʘʚʷʥʝ, ʦʪ ʢʦʠʪʦ 73,1% ʢʘʪʦ ʚʘʞʥʦ ʠ 3,4% ʢʘʪʦ ʠʟʢʣʶʯʠʪʝʣʥʦ ʚʘʞʥʦ. 

13,4% ʦʪ ʧʘʮʠʝʥʪʠʪʝ ʩʯʠʪʘʪ, ʯʝ ʠʟʧʲʣʥʝʥʠʝʪʦ ʥʘ ʢʦʤʧʦʥʝʥʪʘ Ăʣʠʩʪʘ ʥʘ 

ʯʘʢʘʱʠʪʝ ʧʨʠ ʭʨʦʥʠʯʥʠ ʟʘʙʦʣʷʚʘʥʠʷò ʝ ʟʘʜʦʚʦʣʠʪʝʣʥʦ ʧʨʠ ʦʙʱʦ 6,8% ʚʘʞʥʦʩʪʠ 

ʠʟʢʣʶʯʠʪʝʣʥʘ ʚʘʞʥʦʩʪ ʥʘ ʫʩʣʫʛʘʪʘ, ʢʦʝʪʦ ʝ ʩʠʛʥʘʣ ʟʘ ʤʝʥʠʜʞʤʲʥʪʘ 

(ʇʨʠʣʦʞʝʥʠʝ ˉ 17 ʠ ʇʨʠʣʦʞʝʥʠʝ ˉ 19). 

ɺ ʨʝʟʫʣʪʘʪ ʥʘ ʘʥʘʣʠʟʘ ʥʘ ʧʨʠʦʨʠʪʝʪʥʠʪʝ ʢʦʤʧʦʥʝʥʪʠ, ʧʨʦʬʠʣʲʪ 

ʥʘ ʧʦʪʨʝʙʠʪʝʣʷ ʥʘ ʤʝʜʠʮʠʥʩʢʠ ʫʩʣʫʛʠ ʥʘ ʄɹɸʃ ʩʝ ʦʧʨʝʜʝʣʷ ʢʘʪʦ: ʢʘʪʦ 

ʧʦʪʨʝʙʠʪʝʣ, ʢʦʡʪʦ ʧʨʝʮʝʥʷʚʘ ʢʘʪʦ ʚʘʞʥʠ ʣʝʢʘʨʩʢʘʪʘ ʢʦʤʧʝʪʝʥʪʥʦʩʪ 

ʠ ʩʝʩʪʨʠʥʩʢʦʪʦ ʦʙʩʣʫʞʚʘʥʝ, ʜʦʙʨʘ ʦʩʠʛʫʨʝʥʦʩʪ ʦʪ ʯʦʚʝʰʢʠ ʨʝʩʫʨʩʠ ï 

ʣʝʢʘʨʠ, ʥʦ ʥʝʜʦʩʪʘʪʲʯʥʘ ʤʦʪʠʚʠʨʘʥʦʩʪ ʥʘ ʩʝʩʪʨʠʥʩʢʠʷ ʧʝʨʩʦʥʘʣ, 

ʥʝʜʦʩʪʘʪʲʯʥʦ ʠʥʬʦʨʤʠʨʘʥ ʟʘ ʣʝʯʝʥʠʝʪʦ ʠ ʥʘʟʥʘʯʝʥʠʷʪʘ, ʠ ʢʦʡʪʦ ʠʤʘ 

ʜʦʩʪʲʧ ʜʦ ʣʝʯʝʥʦʪʦ ʟʘʚʝʜʝʥʠʝ. 

 

3.2.3. ʀʟʚʦʜʠ 

ɸʢʦ ʩʝ ʧʨʠʝʤʝ, ʯʝ ʚ ʩʤʠʩʲʣʘ ʥʘ ʘʩʧʝʢʪʘ Ăʚʘʞʥʦʩʪò ʥʘ ʫʩʣʫʛʘʪʘ ʩʝ ʩʲʜʲʨʞʘ 

ʤʥʘʣʠʷʪ ʦʧʠʪ ʥʘ ʧʦʪʨʝʙʠʪʝʣʷ, ʩʣʝʜʚʘ, ʯʝ ʪʦʟʠ ʘʩʧʝʢʪ ʚʢʣʶʯʚʘ ʦʯʘʢʚʘʥʠʷʪʘ ʟʘ 

ʫʩʣʫʛʘʪʘ, ʘ ʘʩʧʝʢʪʲʪ Ăʧʨʝʜʩʪʘʚʷʥʝò ï ʚʲʟʧʨʠʷʪʠʷʪʘ ʟʘ ʫʩʣʫʛʘʪʘ. ʇʨʠ ʩʨʘʚʥʷʚʘʥʝ 

ʥʘ ʟʥʘʯʝʥʠʷʪʘ ʥʘ ʩʨʝʜʥʠʪʝ ʘʨʠʪʤʝʪʠʯʥʠ ʩʪʦʡʥʦʩʪʠ ʥʘ ʘʩʧʝʢʪʠʪʝ Ăʚʘʞʥʦʩʪò ʠ 

Ăʧʨʝʜʩʪʘʚʷʥʝò ʦʪ ʊʘʙʣʠʮʘ ˉ 50 (ʉɹɸʃɹɹ) ʠ ʊʘʙʣʠʮʘ ˉ 53 (ʄɹɸʃ) ʩʣʝʜʚʘ, ʯʝ 

ʧʨʝʜʩʪʘʚʷʥʝʪʦ (ʚʲʟʧʨʠʷʪʠʷʪʘ) ʥʘ ʤʝʜʠʮʠʥʩʢʘʪʘ ʫʩʣʫʛʘ ʧʨʝʚʠʰʘʚʘʪ ʚʘʞʥʦʩʪʪʘ 

(ʦʯʘʢʚʘʥʠʷʪʘ) ʟʘ ʤʝʜʠʮʠʥʩʢʘʪʘ ʫʩʣʫʛʘ. ʈʘʟʣʠʢʠʪʝ ʤʝʞʜʫ ʜʚʝʪʝ ʃɿɹʇ ʩʘ ʩʘʤʦ 

ʢʦʣʠʯʝʩʪʚʝʥʠ. 

ʆʙʱʘʪʘ ʢʦʥʩʪʘʪʘʮʠʷ, ʝ ʯʝ ʘʥʢʝʪʘʪʘ Ăʈʝʡʪʠʥʛʠ ʚʘʞʥʦʩʪ ï 

ʧʦʩʪʠʞʝʥʠʝò ʤʦʞʝ ʜʘ ʙʲʜʝ ʜʦʧʲʣʚʘʱ ʠʥʩʪʨʫʤʝʥʪ ʢʲʤ ʤʝʪʦʜʠʢʘʪʘ 

SERVQUAL ʟʘ ʦʮʝʥʢʘ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʫʩʣʫʛʘʪʘ, ʧʦʣʟʚʘʱʘ ʩʝ ʩʲʩ 
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ʩʲʱʘʪʘ ʫʥʠʚʝʨʩʘʣʥʦʩʪ. ʊʦʚʘ ʜʘʚʘ ʦʩʥʦʚʘʥʠʝ ʜʘ ʩʝ ʪʲʨʩʠ ʟʘʚʠʩʠʤʦʩʪ 

ʤʝʞʜʫ ʢʘʯʝʩʪʚʦʪʦ ʠ ʚʘʞʥʦʩʪʪʘ ʥʘ ʫʩʣʫʛʘʪʘ ʠ ʢʘʯʝʩʪʚʦʪʦ ʠ 

ʧʨʝʜʩʪʘʚʷʥʝʪʦ.  

 

3.2.4. ʀʟʩʣʝʜʚʘʥʝ ʥʘ ʟʘʚʠʩʠʤʦʩʪʪʘ ʤʝʞʜʫ ʢʘʯʝʩʪʚʦʪʦ, ʠʟʤʝʨʝʥʦ ʯʨʝʟ 

SQI ʧʦ ʤʝʪʦʜʠʢʘʪʘ SERVQUAL ʠ ʚʘʞʥʦʩʪʪʘ ʠ ʠʟʧʲʣʥʝʥʠʝʪʦ ʥʘ ʦʬʝʨʪʠʪʝ ʥʘ 

ʃɿɹʇ   

ʀʟʩʣʝʜʚʘʥʘ ʝ ʚʨʲʟʢʘʪʘ ʤʝʞʜʫ ʫʩʪʘʥʦʚʝʥʦʪʦ ʢʘʯʝʩʪʚʦ (SQI) ʥʘ 

ʤʝʜʠʮʠʥʩʢʘʪʘ ʫʩʣʫʛʘ ʯʨʝʟ ʤʝʪʦʜʠʢʘʪʘ SERVQUAL ʠ ʨʝʟʫʣʪʘʪʠʪʝ ʦʪ 

ʧʨʦʫʯʚʘʥʝʪʦ ʯʨʝʟ ʤʝʪʦʜʘ çʈʝʡʪʠʥʛ ʚʘʞʥʦʩʪ ï ʧʦʩʪʠʞʝʥʠʝè. ɼʦʧʫʩʢʘ ʩʝ, ʯʝ 

çʂʘʯʝʩʪʚʦʪʦ ʥʘ ʤʝʜʠʮʠʥʩʢʪʘ ʫʩʣʫʛʘ, ʠʟʤʝʨʝʥʦ ʯʨʝʟ ʛʣʦʙʘʣʥʠʷ ʢʦʝʬʠʮʠʝʥʪ 

ʥʘ ʢʘʯʝʩʪʚʦʪʦ SQI ʥʘ ʤʝʪʦʜʠʢʘʪʘ SERVQUAL, ʟʘʚʠʩʠ ʦʪ ʚʘʞʥʦʩʪʪʘ, ʢʦʷʪʦ 

Ҁ ʧʨʠʜʘʚʘʪ ʧʦʪʨʝʙʠʪʝʣʠʪʝ ʠ ʧʨʝʜʩʪʘʚʷʥʝʪʦ Ҁ ʧʦ ʚʩʝʢʠ ʝʜʠʥ ʢʦʤʧʦʥʝʥʪ ʥʘ 

ʦʬʝʨʘʪʘʪʘ ʥʘ ʃɿɹʇò. ʇʦʨʘʜʠ ʘʩʠʤʝʪʨʠʯʥʦʪʦ ʨʘʟʧʨʝʜʝʣʝʥʠʝ ʥʘ ʟʥʘʯʝʥʠʷʪʘ ʥʘ 

ʩʨʝʜʥʠʪʝ ʘʨʠʪʤʝʪʠʯʥʠ ʩʪʦʡʥʦʩʪʠ ʥʘ ʨʘʟʛʣʝʜʘʥʠʪʝ ʢʘʯʝʩʪʚʝʥʠ ʧʨʦʤʝʥʣʠʚʠ 

Ăʚʘʞʥʦʩʪò ʠ Ăʠʟʧʲʣʥʝʥʠʝò, ʝ ʧʨʝʜʧʦʯʝʪʝʥʦ ʠʟʩʣʝʜʚʘʥʝ ʯʨʝʟ ʥʝʧʘʨʘʤʝʪʨʠʯʝʥ 

ʪʝʩʪ ï ʠʟʯʠʩʣʝʥʠʝ ʥʘ ʨʘʥʛʦʚ ʢʦʝʬʠʮʠʝʥʪ ʥʘ ʢʦʨʝʣʘʮʠʷ ʥʘ ʉʧʠʨʤʘʥ.  

ɸ). ʉɹɸʃɹɹ Ăʇʝʥʯʦ ʉʝʤʦʚò ɸɼ ɻʘʙʨʦʚʦ 

ʀʟʩʣʝʜʚʘʥʠ ʩʘ ʟʘʚʠʩʠʤʦʩʪʪʘ ʤʝʞʜʫ SQI ʠ ʧʨʦʤʝʥʣʠʚʘʪʘ Ăʚʘʞʥʦʩʪò ʟʘ 

ʚʩʝʢʠ ʝʜʠʥ ʢʦʤʧʦʤʥʝʥʪ ʦʪ ʦʬʝʨʪʘʪʘ ʥʘ ʃɿɹʇ ʠ ʟʘʚʠʩʠʤʦʩʪʪʘ ʤʝʞʜʫ SQI ʠ 

ʧʨʦʤʝʥʣʠʚʘʪʘ Ăʧʨʝʜʩʪʘʚʷʥʝò ʟʘ ʚʩʝʢʠ ʝʜʠʥ ʢʦʤʧʦʥʝʥʪ ʦʪ ʦʬʝʨʪʘʪʘ ʥʘ ʃɿɹʇ, 

ʢʘʢʪʦ ʠ ʟʘʚʠʩʠʤʦʩʪʠʪʝ ʤʝʞʜʫ SQI ʠ ʚʩʠʯʢʠ ʢʦʤʧʦʥʝʥʪʠ ʚ ʘʩʧʝʢʪʘ Ăʚʘʞʥʦʩʪò ʠ ʚ 

ʘʩʧʝʢʪʘ Ăʧʨʝʜʩʪʘʚʷʥʝò, ʯʨʝʟ ʥʝʧʘʨʘʤʝʪʨʠʯʥʘ ʢʦʨʝʣʘʮʠʷ (ʊʘʙʣʠʮʘ ˉ 57). 

 

ˉ Spearman 1,000 r Spearman 1,000 r 

1. ɸ -ʚʘʞʥʦʩʪ (-0,249) ɸ - ʧʨʝʜʩʪʘʚʷʥʝ 0,408 

2. ɹ - ʚʘʞʥʦʩʪ 0,042 ɹ - ʧʨʝʜʩʪʘʚʷʥʝ 0,359 

3. ɺ - ʚʘʞʥʦʩʪ 0,049 ɺ - ʧʨʝʜʩʪʘʚʷʥʝ 0,381 

4. ɻ - ʚʘʞʥʦʩʪ 0,031 ɻ - ʧʨʝʜʩʪʘʚʷʥʝ 0,362 

5. ɼ - ʚʘʞʥʦʩʪ 0,015 ɼ - ʧʨʝʜʩʪʘʚʷʥʝ 0,461 

6. ɽ - ʚʘʞʥʦʩʪ (-0,036) ɽ - ʧʨʝʜʩʪʘʚʷʥʝ 0,242 

7. ɾ - ʚʘʞʥʦʩʪ 0,042 ɾ - ʧʨʝʜʩʪʘʚʷʥʝ 0,488 

8. ɿ - ʚʘʞʥʦʩʪ (-0,012) ɿ - ʧʨʝʜʩʪʘʚʷʥʝ 0,385 

9. ʀ - ʚʘʞʥʦʩʪ 0,245 ʀ - ʧʨʝʜʩʪʘʚʷʥʝ 0,465 

 

ʊʘʙʣʠʮʘ ˉ 57 ʂʦʨʝʣʘʮʠʦʥʥʠ ʢʦʝʬʠʮʠʝʥʪʠ ʥʘ ʟʘʚʠʩʠʤʦʩʪʠʪʝ ʤʝʞʜʫ SQI ʠ 

ʢʦʤʧʦʥʝʥʪʠʪʝ ʧʦ ʧʨʦʤʝʥʣʠʚʠʪʝ Ăʚʘʞʥʦʩʪ ʠ Ăʧʨʝʜʩʪʘʚʷʥʝò -  ʉɹɸʃɹɹ 
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ʀʟʯʠʩʣʝʥʠʪʝ ʩʪʦʡʥʦʩʪʠ ʥʘ ʢʦʨʝʣʘʮʠʦʥʥʠʷ ʢʦʝʬʠʮʠʝʥʪ ʥʘ ʉʧʠʨʤʘʥ ʟʘ 

ʢʦʤʧʦʥʝʥʪʠʪʝ ʚ ʘʩʧʝʢʪʘ Ăʚʘʞʥʦʩʪò ʧʦʢʘʟʚʘʪ ʣʠʧʩʘ ʥʘ ʟʘʚʠʩʠʤʦʩʪ ʤʝʞʜʫ 

SQI ʠ ʚʘʞʥʦʩʪʪʘ ʥʘ ʫʩʣʫʛʘʪʘ ʧʦ ʢʦʤʧʦʥʝʥʪʠ, ʩ ʠʟʢʣʶʯʝʥʠʝ ʥʘ ʀ 

Ăɸʜʤʠʥʠʩʪʨʘʪʠʚʝʥ ʦʬʠʩ ï ʫʯʪʠʚʦʩʪ ʥʘ ʩʣʫʞʠʪʝʣʠʪʝ ʧʨʠ ʥʝ/ʟʘʧʣʘʱʘʥʝ ʥʘ 

ʫʩʣʫʛʘʪʘ ʧʨʠ ʨʘʙʦʪʘ ʩʲʩ ɿɿʆò, ʜʦʢʘʪʦ ʩʪʦʡʥʦʩʪʠʪʝ ʥʘ ʢʦʨʝʣʘʮʠʦʥʥʠʷ 

ʢʦʝʬʠʮʠʝʥʪ ʥʘ ʉʧʠʨʤʘʥ ʟʘ ʢʦʤʧʦʥʝʥʪʠʪʝ ʚ ʘʩʧʝʢʪʘ Ăʧʨʝʜʩʪʘʚʷʥʝò 

ʧʦʢʘʟʚʘʪ ʟʥʘʯʠʤʘ ʧʦʣʦʞʠʪʝʣʥʘ ʟʘʚʠʩʠʤʦʩʪ. ʉʣʝʜʦʚʘʪʝʣʥʦ, ʧʦ ï ʜʦʙʨʦʪʦ 

ʠʟʧʲʣʥʝʥʠʝ ʥʘ ʫʩʣʫʛʘʪʘ ʧʦ ʪʝʟʠ ʢʦʤʧʦʥʝʥʪʠ ʧʨʘʚʦʧʨʦʧʦʨʮʠʥʘʣʥʦ ʱʝ 

ʨʝʬʣʝʢʪʠʨʘ ʚʲʨʭʫ ʧʦ ï ʜʦʙʨʠ ʩʪʦʡʥʦʩʪʠ ʥʘ SQI, ʨʝʩʧʝʢʪʠʚʥʦ, ʥʘ ʧʦ ï 

ʜʦʙʨʦ ʢʘʯʝʩʪʚʦ ʥʘ ʫʩʣʫʛʘʪʘ ʢʘʪʦ ʮʷʣʦ.  

ʉʪʝʧʝʥʪʘ ʥʘ ʢʦʨʝʣʘʮʠʦʥʥʘʪʘ ʟʘʚʠʩʠʤʦʩʪ ʤʝʞʜʫ ʦʬʝʨʪʘʪʘ ʥʘ 

ʃɿɹʇ ʢʘʪʦ ʮʷʣʦ ʚ ʘʩʧʝʢʪʘ Ăʚʘʞʥʦʩʪò ʠ SQI ʝ ʩʪʘʪʠʩʪʠʯʝʩʢʠ ʟʥʘʯʠʤʘ ʠ 

ʦʙʨʘʪʥʦʧʨʦʧʦʨʮʠʦʥʘʣʥʘ: r (A, ɹ, ɺ ,ɻ, ɼ ,ɽ, ɿ, ʀ) - ʚʘʞʥʦʩʪ ɟ = (-0,037), ʘ ʚ 

ʘʩʧʝʢʪʘ Ăʧʨʝʜʩʪʘʚʷʥʝò ʝ ʩʪʘʪʠʩʪʠʯʝʩʢʠ ʟʥʘʯʠʤʘ ʠ 

ʧʨʘʚʦʧʨʦʧʦʨʮʠʦʥʘʣʥʘ: r (A, ɹ, ɺ ,ɻ, ɼ ,ɽ, ɿ, ʀ) - ʧʨʝʜʩʪʘʚʷʥʝ ɟ = 0,493.  

ʊʦʚʘ ʦʟʥʘʯʘʚʘ, ʯʝ ʧʨʝʜʩʪʘʚʷʥʝʪʦ (ʚʲʟʧʨʠʷʪʠʷʪʘ ʟʘ ʫʩʣʫʛʘʪʘ ʦʪ 

ʧʦʪʨʝʙʠʪʝʣʠʪʝ ʥʘ ʉɹɸʃɹɹ) ʥʘʜʚʠʰʘʚʘ ʚʘʞʥʦʩʪʪʘ (ʦʯʘʢʚʘʥʠʷʪʘ) ʟʘ ʥʝʷ. 

ʇʘʮʠʝʥʪʠʪʝ ʥʝ ʩʘ ʠʤʘʣʠ ʛʦʣʝʤʠ ʦʯʘʢʚʘʥʠʷ ʟʘ ʫʩʣʫʛʘʪʘ ʠ ʤʠʥʘʣ ʦʧʠʪ, ʥʦ 

ʠʟʧʲʣʥʝʥʠʝʪʦ Ҁ ʝ ʧʦʩʨʝʱʥʘʣʦ ʪʝʭʥʠʪʝ ʧʦʪʨʝʙʥʦʩʪʠ.  

ɹ. ʄɹɸʃ Ăɼ-ʨ ʊʦʪʘ ɺʝʥʢʦʚʘò ɸɼ ɻʘʙʨʦʚʦ 

ʀʟʩʣʝʜʚʘʥʠ ʩʘ ʟʘʚʠʩʠʤʦʩʪʪʘ ʤʝʞʜʫ SQI ʠ ʧʨʦʤʝʥʣʠʚʘʪʘ Ăʚʘʞʥʦʩʪò ʟʘ 

ʚʩʝʢʠ ʝʜʠʥ ʢʦʤʧʦʤʥʝʥʪ ʦʪ ʦʬʝʨʪʘʪʘ ʥʘ ʃɿɹʇ ʠ ʟʘʚʠʩʠʤʦʩʪʪʘ ʤʝʞʜʫ SQI ʠ 

ʧʨʦʤʝʥʣʠʚʘʪʘ Ăʧʨʝʜʩʪʘʚʷʥʝò ʟʘ ʚʩʝʢʠ ʢʦʤʧʦʥʝʥʪ ʦʪ ʦʬʝʨʪʘʪʘ ʥʘ ʃɿɹʇ, ʢʘʢʪʦ ʠ 

ʟʘʚʠʩʠʤʦʩʪʠʪʝ ʤʝʞʜʫ SQI ʠ ʚʩʠʯʢʠ ʢʦʤʧʦʥʝʥʪʠ ʚ ʘʩʧʝʢʪʘ Ăʚʘʞʥʦʩʪò ʠ ʚ ʘʩʧʝʢʪʘ 

Ăʧʨʝʜʩʪʘʚʷʥʝò, ʯʨʝʟ ʥʝʧʘʨʘʤʝʪʨʠʯʥʘ ʢʦʨʝʣʘʮʠʷ (ʊʘʙʣʠʮʘ ˉ 58). 

ˉ Spearman 1,000 r Spearman 1,000 r 

1. ɸ -ʚʘʞʥʦʩʪ 0,182 ɸ ï ʧʨʝʜʩʪʘʚʷʥʝ (-0,200) 

2. ɹ - ʚʘʞʥʦʩʪ 0,314 ɹ - ʧʨʝʜʩʪʘʚʷʥʝ (-0,507) 

3. ɺ - ʚʘʞʥʦʩʪ 0,510 ɺ - ʧʨʝʜʩʪʘʚʷʥʝ (-0,300) 

4. ɻ - ʚʘʞʥʦʩʪ 0,694 ɻ - ʧʨʝʜʩʪʘʚʷʥʝ (-0,275) 

5. ɼ - ʚʘʞʥʦʩʪ 0,623 ɼ - ʧʨʝʜʩʪʘʚʷʥʝ (-0,135) 

6. ɽ - ʚʘʞʥʦʩʪ 0,553 ɽ - ʧʨʝʜʩʪʘʚʷʥʝ (-0,443) 

7. ɾ - ʚʘʞʥʦʩʪ 0,525 ɾ - ʧʨʝʜʩʪʘʚʷʥʝ (-0,085) 

8. ɿ - ʚʘʞʥʦʩʪ 0,392 ɿ - ʧʨʝʜʩʪʘʚʷʥʝ 0,079 

9. ʀ - ʚʘʞʥʦʩʪ 0,476 ʀ - ʧʨʝʜʩʪʘʚʷʥʝ (-0,188) 

ʊʘʙʣʠʮʘ ˉ 58 ʂʦʨʝʣʘʮʠʦʥʥʠ ʢʦʝʬʠʮʠʝʥʪʠ ʥʘ ʟʘʚʠʩʠʤʦʩʪʠʪʝ ʤʝʞʜʫ SQI ʠ 

ʢʦʤʧʦʥʝʥʪʠʪʝ ʧʦ ʧʨʦʤʝʥʣʠʚʠʪʝ Ăʚʘʞʥʦʩʪ ʠ Ăʧʨʝʜʩʪʘʚʷʥʝò -  ʄɹɸʃ  
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ʀʟʯʠʩʣʝʥʠʪʝ ʩʪʦʡʥʦʩʪʠ ʥʘ ʢʦʨʝʣʘʮʠʦʥʥʠʷ ʢʦʝʬʠʮʠʝʥʪ ʥʘ ʉʧʠʨʤʘʥ ʟʘ 

ʢʦʤʧʦʥʝʥʪʠʪʝ ʚ ʘʩʧʝʢʪʘ Ăʚʘʞʥʦʩʪò ʧʦʢʘʟʚʘ ʟʥʘʯʠʤʘ ʧʨʘʚʘ ʟʘʚʠʩʠʤʦʩʪ 

ʤʝʞʜʫ SQI ʠ ʚʘʞʥʦʩʪʪʘ ʥʘ ʫʩʣʫʛʘʪʘ ʧʦ ʢʦʤʧʦʥʝʥʪʠ, ʜʦʢʘʪʦ ʩʪʦʡʥʦʩʪʠʪʝ ʥʘ 

ʢʦʨʝʣʘʮʠʦʥʥʠʷ ʢʦʝʬʠʮʠʝʥʪ ʥʘ ʉʧʠʨʤʘʥ ʟʘ ʢʦʤʧʦʥʝʥʪʠʪʝ ʚ ʘʩʧʝʢʪʘ 

Ăʧʨʝʜʩʪʘʚʷʥʝò ʧʦʢʘʟʚʘʪ ʩʪʘʪʠʩʪʠʯʝʩʢʠ ʟʥʘʯʠʤʘ ʦʙʨʘʪʥʦʧʨʦʧʦʨʮʠʦʥʘʣʥʘ 

ʟʘʚʠʩʠʤʦʩʪ ʟʘ ʢʦʤʧʦʥʝʥʪʠʪʝ ɸ Ăʆʙʩʣʫʞʚʘʥʝ ʚ ʧʨʠʝʤʥʘʪʘò, ɹ Ăʍʠʛʠʝʥʥʠ 

ʫʩʣʦʚʠʷò, ɺ Ăʆʩʠʛʫʨʝʥʦʩʪ ʩ ʯʦʚʝʰʢʠ ʨʝʩʫʨʩʠ ʩ ʚʠʩʦʢʘ ʢʣʠʥʠʯʥʘ 

ʢʦʤʧʝʪʝʥʪʥʦʩʪò ɻ Ăʉʝʩʪʨʠʥʩʢʦ ʦʙʩʣʫʞʚʘʥʝò, ɽ Ăʀʥʬʦʨʤʠʨʘʥʦʩʪ ʟʘ 

ʣʝʯʝʥʠʝʪʦ ʠ ʥʘʟʥʘʯʝʥʠʷʪʘò, ʀ Ăɸʜʤʠʥʠʩʪʨʘʪʠʚʝʥ ʦʬʠʩ ï ʫʯʪʠʚʦʩʪ ʥʘ 

ʩʣʫʞʠʪʝʣʠʪʝ ʧʨʠ ʥʝ/ʟʘʧʣʘʱʘʥʝ ʥʘ ʫʩʣʫʛʘʪʘ ʧʨʠ ʨʘʙʦʪʘ ʩʲʩ ɿɿʆò. 

ʉʣʝʜʦʚʘʪʝʣʥʦ, ʧʦ ʪʝʟʠ ʢʦʤʧʦʥʝʥʪʠ ʦʯʘʢʚʘʥʠʷʪʘ ʟʘ ʫʩʣʫʛʘʪʘ ʥʘʜʭʚʲʨʣʷʪ 

ʚʲʟʧʨʠʷʪʠʷʪʘ ʟʘ ʫʩʣʫʛʘʪʘ. 

ʉʪʝʧʝʥʪʘ ʥʘ ʢʦʨʝʣʘʮʠʦʥʥʘʪʘ ʟʘʚʠʩʠʤʦʩʪ ʤʝʞʜʫ ʦʬʝʨʪʘʪʘ ʥʘ 

ʃɿɹʇ ʢʘʪʦ ʮʷʣʦ ʚ ʘʩʧʝʢʪʘ Ăʚʘʞʥʦʩʪò ʠ SQI ʝ ʩʪʘʪʠʩʪʠʯʝʩʢʠ ʟʥʘʯʠʤʘ ʠ 

ʧʨʘʚʦʧʨʦʧʦʨʮʠʦʥʘʣʥʘ r (A, ɹ, ɺ ,ɻ, ɼ ,ɽ, ɾ, ɿ, ʀ) - ʚʘʞʥʦʩʪ ɟ = 0,662, ʘ ʚ 

ʘʩʧʝʢʪʘ Ăʧʨʝʜʩʪʘʚʷʥʝò ʝ ʩʪʘʪʠʩʪʠʯʝʩʢʠ ʟʥʘʯʠʤʘ ʠ 

ʦʙʨʘʪʥʦʧʨʦʧʦʨʮʠʦʥʘʣʥʘ: r (A, ɹ, ɺ ,ɻ, ɼ ,ɽ, ɿ, ʀ) - ʧʨʝʜʩʪʘʚʷʥʝ ɟ =  (-

0,463). ʂʘʪʦ ʮʷʣʦ, ʤʦʞʝ ʜʘ ʦʯʘʢʚʘ ʧʦ ï ʥʠʩʢʦ ʥʠʚʦ (ʫʜʦʚʣʝʪʚʦʨʠʪʝʣʥʦ) ʥʘ 

ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʦʬʝʨʪʘʪʘ ʥʘ ʄɹɸʃ, ʘ ʩ ʪʦʚʘ ʠ ʚ ʥʠʩʢʘ ʩʪʝʧʝʥ ʥʘ 

ʫʜʦʚʣʝʪʚʦʨʝʥʠʝ ʥʘ ʧʦʪʨʝʙʠʪʝʣʠʪʝ. ʇʘʮʠʝʥʪʠʪʝ ʩʘ ʠʤʘʣʠ ʛʦʣʝʤʠ 

ʦʯʘʢʚʘʥʠʷ ʟʘ ʫʩʣʫʛʘʪʘ ʠ ʤʦʥʘʣ ʦʧʠʪ, ʥʦ ʠʟʧʲʣʥʝʥʠʝʪʦ Ҁ ʥʝ ʝ ʧʦʩʨʝʱʘʣʦ 

ʪʝʭʥʠʪʝ ʧʦʪʨʝʙʥʦʩʪʠ, ʮʷʣʦʩʪʥʦ. 

3.2.5. ʀʟʚʦʜʠ: 

1. ʈʝʟʫʣʪʘʪʠʪʝ ʜʦʢʘʟʚʘʪ ʟʥʘʯʠʤʘ ʢʦʨʝʣʘʮʠʦʥʥʘ ʟʘʚʠʩʠʤʦʩʪ ʤʝʞʜʫ SQI ʠ 

ʨʝʡʪʠʥʛʠ ʚʘʞʥʦʩʪ ï ʧʨʝʜʩʪʘʚʷʥʝ, ʩʲʦʪʚʝʪʥʦ ʟʘʚʠʩʠʤʦʩʪ: Ăʫʜʦʚʣʝʪʚʦʨʝʥʠʝ / 

ʠʟʧʲʣʥʝʥʠʝ ï SQIò.  

2. ʇʦʩʦʢʘʪʘ ʥʘ ʟʘʚʠʩʠʤʦʩʪʪʘ ʟʘʚʠʩʠ ʦʪ ʧʨʝʜʩʪʘʚʷʥʝʪʦ (ʷʚʷʚʘ ʩʝ ʧʦ ï ʩʠʣʝʥ 

ʘʩʧʝʢʪ).ʊʦʡ ʤʦʞʝ ʜʘ ʢʦʤʧʝʥʩʠʨʘ ʦʯʘʢʚʘʥʠʷʪʘ ʠ ʚʘʞʥʦʩʪʪʘ ʟʘ ʫʩʣʫʛʘʪʘ, ʧʦʨʘʜʠ 

ʥʝʜʦʩʪʘʪʲʯʥʘ ʠʥʬʦʨʤʠʨʘʥʦʩʪ ʟʘ ʥʝʷ.  

3. ʈʝʟʫʣʪʘʪʠʪʝ ʟʘ ʜʚʝʪʝ ʃɿɹʇ ʩʘ ʨʘʟʣʠʯʥʠ, ʢʦʝʪʦ ʧʨʦʠʟʪʠʯʘ ʦʪ ʨʘʟʣʠʯʥʠʷ 

ʭʘʨʘʢʪʝʨ ʥʘ ʦʬʝʨʪʠʪʝ ʠʤ. ʇʨʦʜʫʢʪʲʪ, ʢʦʡʪʦ ʧʨʝʜʣʘʛʘ ʉɹɸʃɹɹ ʝ ʪʷʩʥʦ 

ʩʧʝʮʠʘʣʠʟʠʨʘʥ, ʦʨʠʝʥʪʠʨʘʥ ʢʲʤ ʝʜʠʥ ʩʪʘʙʠʣʝʥ ʩʝʛʤʝʥʪ ʦʪ ʟʜʨʘʚʥʠʷ ʧʘʟʘʨ. ʆʪ 

ʟʥʘʯʝʥʠʝ ʟʘ ʧʦ ï ʜʦʙʨʦʪʦ ʚʲʟʧʨʠʷʪʠʝ ʥʘ ʫʩʣʫʛʘʪʘ ʝ ʧʨʠʩʲʩʪʚʠʝʪʦ ʥʘ ʜʲʨʞʘʚʥʘ 

ʨʝʛʫʣʘʮʠʷ. ʇʨʦʜʫʢʪʲʪ ʥʘ ʄɹɸʃ ʝ ʥʘʩʦʯʝʥ ʢʲʤ ʩʝʛʤʝʥʪ ʦʪ ʧʘʟʘʨʘ, 
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ʭʘʨʘʢʪʝʨʠʟʠʨʘʱ ʩʝ ʩ ʥʝʭʦʤʦʛʝʥʥʦʩʪ ʥʘ ʧʦʪʨʝʙʥʦʩʪʠʪʝ (ʚʢʣʶʯʚʘ ʮʝʣʠʷ ʩʧʝʢʪʲʨ 

ʥʘ ʧʘʪʦʣʦʛʠʷʪʘ), ʨʘʟʥʦʨʦʜʥʘ ʚʲʟʨʘʩʪʦʚʘ ʩʪʨʫʢʪʫʨʘ ʥʘ ʧʦʪʨʝʙʠʪʝʣʠʪʝ, ʛʦʣʷʤʘ 

ʩʧʝʰʥʦʩʪ ʠ ʦʙʝʤ.  

 

3.3. ɼʘʥʥʠ, ʧʦʣʫʯʝʥʠ ʦʪ ʧʨʠʣʦʞʝʥʠʝ ʥʘ ʘʥʢʝʪʠ ï ʤʦʪʠʚʘʮʠʦʥʝʥ ʧʨʦʬʠʣ 

ʥʘ ʧʝʨʩʦʥʘʣʘ 

3.3.1. ʇʨʦʫʯʚʘʥʝ ʚ ʉɹɸʃɹɹ Ăʇʝʥʯʦ ʉʝʤʦʚò ɸɼ ɻʘʙʨʦʚʦ ʠ ʄɹɸʃ Ăɼ-ʨ 

ʊʦʪʘ ɺʝʥʢʦʚʘò ɸɼ ɻʘʙʨʦʚʦ 

ʈʝʟʫʣʪʘʪʲʪ ʦʪ ʧʨʦʫʯʚʘʥʝʪʦ ʚʲʨʭʫ ʧʨʠʣʦʞʝʥʠʝʪʦ ʥʘ ʤʝʪʦʜʠʢʘʪʘ 

SERVQUAL ʟʘ ʦʮʝʥʢʘ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʤʝʜʠʮʠʥʩʢʘʪʘ ʫʩʣʫʛʘ ʚ ʣʝʯʝʙʥʠʪʝ 

ʟʘʚʝʜʝʥʠʷ ʟʘ ʙʦʣʥʠʯʥʘ ʧʦʤʦʱ (ʃɿɹʇ), ʢʦʡʪʦ ʜʦʢʘʟʚʘ ʧʨʘʚʦʧʨʦʧʦʨʮʠʦʥʘʣʥʘ 

ʩʪʘʪʠʩʪʠʯʝʩʢʘ ʟʥʘʯʠʤʘ ʟʘʚʠʩʠʤʦʩʪ ʤʝʞʜʫ ʢʨʠʪʝʨʠʷ ʋ17 (ʯʨʝʟ ʆ17 ʠ 

ɺ17) Ăʇʦʜʜʨʲʞʢʘ ʥʘ ʧʝʨʩʦʥʘʣʘ ʦʪ ʩʪʨʘʥʘ ʥʘ ʨʲʢʦʚʦʜʩʪʚʦʪʦ ʥʘ 

ʙʦʣʥʠʮʘʪʘ ʟʘ ʝʬʝʢʪʠʚʥʦ ʦʙʩʣʫʞʚʘʥʝ ʥʘ ʧʦʪʨʝʙʠʪʝʣʠʪʝò ʠ SQI, ʢʘʢʪʦ ʠ 

ʥʝʫʜʦʚʣʝʪʚʦʨʠʪʝʣʥʦ ʢʘʯʝʩʪʚʦ ʧʦ ʪʦʟʠ ʢʨʠʪʝʨʠʡ - SQI = (-0,9), ʜʘʜʝ 

ʦʩʥʦʚʘʥʠʝ ʟʘ ʪʲʨʩʝʥʝ ʥʘ ʧʦʜʭʦʜʠ ʟʘ ʦʮʝʥʢʘ ʥʘ ʧʦʪʝʥʮʠʘʣʥʦʪʦ ʢʘʯʝʩʪʚʦ ʥʘ 

ʫʩʣʫʛʘʪʘ ï ʪʘʢʦʚʘ, ʢʘʢʚʦʪʦ ʙʠ ʤʦʛʣʦ ʜʘ ʙʲʜʝ ʟʘʣʦʞʝʥʦ ʚ ʧʨʦʝʢʪʠʨʘʥʝʪʦ Ҁ ʠ 

ʫʧʨʘʚʣʷʚʘʥʦ.  

ʇʦʜʢʨʝʧʘʪʘ ʥʘ ʧʝʨʩʦʥʘʣʘ ʦʪ ʩʪʨʘʥʘ ʥʘ ʨʲʢʦʚʦʜʩʪʚʦʪʦ, ʟʘ ʝʬʝʢʪʠʚʥʦ 

ʦʙʩʣʫʞʚʘʥʝ ʥʘ ʧʦʪʨʝʙʠʪʝʣʠʪʝ, ʩʝ ʠʟʨʘʟʷʚʘ ʚ ʦʨʠʝʥʪʠʨʘʥʦʩʪ ʢʲʤ ʩʣʫʞʠʪʝʣʠʪʝ. 

ɺʢʣʶʯʚʘ ʧʦʢʘʟʘʪʝʣʠ ʟʘ ʨʝʟʫʣʪʘʪʘ ʢʘʪʦ: ʫʜʦʚʣʝʪʚʦʨʝʥʦʩʪ ʥʘ ʩʣʫʞʠʪʝʣʠʪʝ, 

ʟʘʧʘʟʚʘʥʝ ʥʘ ʢʘʜʨʦʚʘʪʘ ʙʘʟʘ, ʦʙʫʯʝʥʠʝ ʠ ʨʘʟʚʠʪʠʝ ʥʘ ʫʤʝʥʠʷ, ʤʦʪʠʚʘʮʠʷ ʥʘ 

ʚʩʝʢʠ ʝʜʠʥ ʩʲʪʨʫʜʥʠʢ, ʢʦʠʪʦ ʩʝ ʩʲʛʣʘʩʫʚʘʪ ʩ ʦʙʱʘʪʘ ʩʠʩʪʝʤʘ ʦʪ ʬʘʢʪʦʨʠ 

ʥʘʩʦʯʝʥʠ ʢʲʤ ʫʩʧʝʭʘ ʥʘ ʜʘʜʝʥʘʪʘ ʦʨʛʘʥʠʟʘʮʠʷ. ɺ ʧʨʘʢʪʠʢʘʪʘ ʥʘ ʤʝʥʠʜʞʤʲʥʪʘ 

ʪʘʢʠʚʘ ʢʨʠʪʝʨʠʠ ʩʝ ʩʲʜʲʨʞʘʪ ʚ ʠʥʪʝʛʨʠʨʘʥʠʪʝ ʩʠʩʪʝʤʠ ʟʘ ʦʮʝʥʢʘ ʥʘ 

ʢʘʯʝʩʪʚʦʪʦ. ʊʝ ʩʘ ʠʟʛʨʘʜʝʥʠ ʥʘ ʬʠʣʦʩʦʬʠʷʪʘ ʟʘ ʪʦʪʘʣʥʦʪʦ ʢʘʯʝʩʪʚʦ ʠ 

ʧʨʠʥʮʠʧʠʪʝ ʥʘ TQM, ʦʪ ʢʲʜʝʪʦ ʧʨʦʠʟʪʠʯʘ ʚʦʜʝʱʪʘ ʟʘ ʨʦʣʷʪʘ ʥʘ ʯʦʚʝʰʢʠʷ 

ʬʘʢʪʦʨ ʩ ʥʝʛʦʚʠʪʝ ʧʦʪʨʝʙʥʦʩʪʠ ʢʘʪʦ ʝʣʝʤʝʥʪ ʚʲʚ ʬʦʨʤʠʨʘʥʝʪʦ ʠ 

ʦʮʝʥʢʘʪʘ ʥʘ ʢʘʯʝʩʪʚʦʪʦ. ʄʦʥʠʪʦʨʠʥʛʲʪ ʥʘ ʚʲʪʨʝʰʥʠʪʝ ʤʦʪʠʚʘʮʠʦʥʥʠ 

ʬʘʢʪʦʨʠ ʠʥʜʠʨʝʢʪʥʦ ʦʮʝʥʷʚʘ ʪʚʦʨʯʝʩʢʠʷ ʧʦʪʝʥʮʠʘʣ, ʘ ʩ ʪʦʚʘ ʠ 

ʪʝʥʜʝʥʮʠʠʪʝ ʟʘ ʧʦʪʝʥʮʠʘʣʥʦ ʢʘʯʝʩʪʚʦ, ʚʲʚ ʙʲʜʝʱʝ ʚʨʝʤʝ.  

ʀʟʩʣʝʜʚʘ ʩʝ ʟʘʚʠʩʠʤʦʩʪʪʘ ʤʝʞʜʫ ʤʦʪʠʚʘʮʠʷʪʘ ʥʘ ʧʝʨʩʦʥʘʣʘ ʠ ʢʘʯʝʩʪʚʦʪʦ 

ʥʘ ʤʝʜʠʮʠʥʩʢʘʪʘ ʫʩʣʫʛʘ ʚ ʃɿɹʇ, ʯʨʝʟ ʦʧʨʝʜʝʣʷʥʝ ʥʠʚʦʪʦ ʥʘ ʚʲʪʨʝʰʥʘʪʘ 
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ʤʦʪʠʚʘʮʠʷ14 ʢʘʪʦ ʦʩʥʦʚʘ ʟʘ ʧʦʪʝʥʮʠʘʣʥʦʪʦ ʢʘʯʝʩʪʚʦ ʥʘ ʤʝʜʠʮʠʥʩʢʘʪʘ ʫʩʣʫʛʘ, ʠ 

ʨʘʥʞʠʨʘʥʝ ʥʘ ʤʦʪʠʚʘʮʠʦʥʥʠʪʝ ʬʘʢʪʦʨʠ, ʢʘʢʪʦ ʠ ʦʧʨʝʜʝʣʷʥʝ ʥʘ ʩʪʝʧʝʥʪʘ ʥʘ 

ʫʜʦʚʣʝʪʚʦʨʝʥʦʩʪ ʥʘ ʧʦʪʨʝʙʥʦʩʪʠʪʝ ʥʘ ʩʲʪʨʫʜʥʠʮʠʪʝ. ʋʩʪʘʥʦʚʠ ʩʝ 

ʢʦʨʝʣʘʮʠʦʥʥʘ ʟʘʚʠʩʠʤʦʩʪ ʤʝʞʜʫ ʦʪʥʦʩʠʪʝʣʥʠʪʝ ʪʝʛʣʘ ʥʘ ʤʦʪʠʚʘʮʠʦʥʥʠʪʝ 

ʬʘʢʪʦʨʠ ʠ ʛʣʦʙʘʣʥʠʷʪ ʢʦʝʬʠʮʠʝʥʪ ʥʘ ʢʘʯʝʩʪʚʦʪʦ SQI, ʠʟʯʠʩʣʝʥ ʯʨʝʟ 

ʤʝʪʦʜʠʢʘʪʘ SERVQUAL. 

ɿʘ ʪʘʟʠ ʮʝʣ ʩʝ ʠʟʚʲʨʰʠ ʘʥʢʝʪʥʦ ʧʨʦʫʯʚʘʥʝ ʤʝʞʜʫ 108 ʣʠʮʘ ʚ ʜʚʝʪʝ ʃɿɹʇ 

ï 57 ʟʘ ʄɹɸʃ Ăɼ-ʨ ʊʦʪʘ ɺʝʥʢʦʚʘò ɻʘʙʨʦʚʦ ɸɼ ʠ 51 ʟʘ ʉɹɸʃɹɹ Ăʇʝʥʯʦ ʉʝʤʦʚò 

ɻʘʙʨʦʚʦ ɸɼ (ʥʘʨʝʯʝʥʠ ʧʦ- ʜʦʣʫ ʉɹɸʃɹɹ ʠ ʄɹɸʃ). 

ʂʘʪʦ ʩʝ ʚʟʝʭʘ ʧʨʝʜʚʠʜ ʬʘʢʪʦʨʠʪʝ, ʢʦʠʪʦ ʩʘ ʥʘʡ ï ʟʥʘʯʠʤʠ ʦʪ ʛʣʝʜʥʘ ʪʦʯʢʘ 

ʥʘ ʧʦʪʨʝʙʥʦʩʪʠʪʝ ʥʘ ʩʲʪʨʫʜʥʠʮʠʪʝ ʠ ʥʘ ʞʝʣʘʥʦʪʦ ʪʨʫʜʦʚʦ ʧʦʚʝʜʝʥʠʝ, ʠ ʢʦʠʪʦ 

ʩʘ ʚ ʩʠʥʭʨʦʥ ʩ ʮʝʣʠʪʝ ʥʘ ʦʨʛʘʥʠʟʘʮʠʷʪʘ (ʯʨʝʟ ʧʨʝʜʚʘʨʠʪʝʣʥʦ ʘʥʢʝʪʥʦ 

ʧʨʦʫʯʚʘʥʝ), ʩʝ ʠʟʛʦʪʚʠ ʘʥʢʝʪʥʘ ʢʘʨʪʘ. ʂʦʤʧʣʝʢʩʲʪ ʦʪ ʤʦʪʠʚʘʮʠʦʥʥʠ ʬʘʢʪʦʨʠ ʩʝ 

ʩʝ ʬʦʨʤʠʨʘ ʥʘ ʙʘʟʘʪʘ ʥʘ ʠʟʚʝʩʪʥʠʪʝ ʤʦʪʠʚʘʮʠʦʥʥʠ ʪʝʦʨʠʠ ʠ ʤʦʜʝʣʠ ʟʘ 

ʤʦʪʠʚʘʮʠʷʪʘ (ʇʨʠʣʦʞʝʥʠʝ ˉ 5).   

 

ˉ  ʄʦʪʠʚʘʮʠʦʥʝʥ ʬʘʢʪʦʨ   

ʉɹɸʃɹɹ ʄɹɸʃ 

ʆʪʥʦʩʠ -  
ʪʝʣʥʦ 
ʪʝʛʣʦ 

ʈʘʥʞʠʨʘ
ʥʝ  

ʆʪʥʦʩʠ -  
ʪʝʣʥʦ 
ʪʝʛʣʦ 

ʈʘʥʞʠʨʘ
ʥʝ 

3. ʊʨʫʜʦʚʦ ʚʲʟʥʘʛʨʘʞʜʝʥʠʝ 3,5 1 3,5 1 

4. ʉʠʛʫʨʥʦʩʪ ʥʘ ʨʘʙʦʪʥʦʪʦ ʤʷʩʪʦ 4,9 2 6,5 2 

1. ʉʪʠʣ ʥʘ ʨʲʢʦʚʦʜʩʪʚʦ 4,8 3 6,6 3 

6. ʆʨʛʘʥʠʟʘʮʠʷ  ʥʘ ʨʘʙʦʪʥʦʪʦ ʤʷʩʪʦ 5,9 4 6,7 4 

2. ʊʨʫʜʦʚʘ ʜʠʩʮʠʧʣʠʥʘ 6,3 5 7,0 5 

5. ʋʩʣʦʚʠʷ ʥʘ ʙʝʟʦʧʘʩʥʦʩʪ ʠ ʪʨʫʜ 6,6 6 7,6 6 

13. ʃʠʯʥʘ ʦʪʛʦʚʦʨʥʦʩʪ 7,7 7 7,7 7 

8. ʉʦʮʠʘʣʥʠ ʧʨʠʜʦʙʠʚʢʠ 7,9 8 8,0 8 

11. ɿʘʜʦʚʦʣʩʪʚʦ, ʠʥʪʝʨʝʩ ʢʲʤ ʨʘʙʦʪʘʪʘ 8,2 9 8,0 8 

7. ɺʨʲʟʢʠ ʩ ʯʣʝʥʦʚʝʪʝ ʥʘ ʢʦʣʝʢʪʠʚʘ 8,5 10 8,2 9 

9. ʇʨʠʟʥʘʚʘʥʝ ʥʘ ʣʠʯʥʠ ʩʧʦʩʦʙʥʦʩʪʠ 9,2 11 8,8 10 

12. ʉʘʤʦʩʪʦʷʪʝʣʥʦʩʪ ʥʘ ʨʘʙʦʪʘʪʘ 9,5 12 9,1 11 

10. 
ɺʲʟʤʦʞʥʦʩʪ ʟʘ ʧʦʚʠʰʘʚʘʥʝ ʥʘ 
ʢʚʘʣʠʬʠʢʘʮʠʷʪʘ 

9,9 13 9,3 12 

14. ɺʲʟʤʦʞʥʦʩʪ ʟʘ ʠʥʠʮʠʘʪʠʚʘ ʠ ʠʟʷʚʘ 11,0 14 9,4 13 

15. ɺʲʟʤʦʞʥʦʩʪ ʟʘ ʨʘʩʪʝʞ ʠ ʩʝʙʝʨʝʘʣʠʟʘʮʠʷ 11,1 15 9,9 14 

 

ʊʘʙʣʠʮʘ ˉ 59 ʈʘʥʞʠʨʘʥʝ ʥʘ ʤʦʪʠʚʘʮʠʦʥʥʠʪʝ ʬʘʢʪʦʨʠ ʥʘ ʉɹɸʃ ʠ ʄɹɸʃ  

                                                           
14

 ʇʨʠ ʚʲʪʨʝʰʥʘʪʘ ʤʦʪʠʚʘʮʠʷ ʚʩʝʢʠ ʠʥʜʠʚʠʜ ʩʝ ʧʦʜʯʠʥʷʚʘ ʥʘ ʬʘʢʪʦʨʠ, ʢʦʠʪʦ ʦʪʨʘʟʷʚʘʪ ʥʝʛʦʚʘʪʘ 

ʮʝʥʥʦʩʪʥʘ ʩʠʩʪʝʤʘ. ɺʲʥʰʥʘʪʘ ʤʦʪʠʚʘʟʠʷ ʩʝ ʧʨʦʷ 

ʚʷʚʘ, ʯʨʝʟ ʚʲʥʰʥʠ ʚʲʟʜʝʡʩʪʚʠʷ ï ʚʲʟʥʘʛʨʘʞʜʝʥʠʷ, ʧʦʚʠʰʝʥʠʷ 
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ʅʘ ʚʩʝʢʠ ʝʜʠʥ ʦʪ ʤʦʪʠʚʘʮʠʦʥʥʠʪʝ ʬʘʢʪʦʨʠ ʩʝ ʧʨʠʜʘʜʝ ʨʘʥʛ (ʩ ʨʘʥʛ 1 ʩʝ 

ʦʪʙʝʣʷʟʚʘ ʥʘʡ ï ʚʘʞʥʠʷʪ ʬʘʢʪʦʨ, ʘ ʩ ʨʘʥʛ 15 ï ʥʘʡ ï ʤʘʣʦʚʘʞʥʠʷʪ). ʉʫʤʘʪʘ ʦʪ 

ʪʝʟʠ ʟʥʘʯʝʥʠʷ ʩʝ ʨʘʟʜʝʣʠ ʥʘ ʙʨʦʷ ʥʘ ʘʥʢʝʪʠʨʘʥʠʪʝ ʣʠʮʘ, ʟʘ ʜʘ ʩʝ ʧʦʣʫʯʘʪ 

ʦʪʥʦʩʠʪʝʣʥʠʪʝ ʪʝʛʣʘ, ʥʘ ʙʘʟʘʪʘ ʥʘ ʢʦʠʪʦ ʩʝ ʦʩʲʱʝʩʪʚʠ ʨʘʥʞʠʨʘʥʝʪʦ. To e 

oʙʨʘʪʥʦ ʥʘ ʦʪʥʦʩʠʪʝʣʥʠʪʝ ʪʝʛʣʘ (ʥʠʩʢʠʪʝ ʦʪʥʦʩʠʪʝʣʥʠ ʪʝʛʣʘ ʦʧʨʝʜʝʣʷʪ ʧʨʝʜʥʘ 

ʧʦʟʠʮʠʷ, ʘ ʚʠʩʦʢʠʪʝ ï ʢʨʘʡʥʘ) (ʪʘʙʣʠʮʘ ˉ 59).  

ʈʝʟʫʣʪʘʪʠʪʝ ʦʪ ʨʘʥʞʠʨʘʥʝʪʦ ʥʘ ʤʦʪʠʚʘʮʠʦʥʥʠʪʝ ʬʘʢʪʦʨʠ, ʧʦʢʘʟʚʘʪ ʦʙʱʠ 

ʪʝʥʜʝʥʮʠʠ ʟʘ ʜʚʝʪʝ ʃɿɹʇ. ʇʲʨʚʠʪʝ ʯʝʪʠʨʠ ʤʝʩʪʘ ʩʝ ʟʘʝʤʘʪ ʦʪ ʬʘʢʪʦʨʠʪʝ ʩ ʥʘʡ 

ï ʥʠʩʢʠ ʦʪʥʦʩʠʪʝʣʥʠ ʪʝʛʣʘ: ˉ3 Ăʊʨʫʜʦʚʦ ʚʲʟʥʘʛʨʘʞʜʝʥʠʝò, ˉ4 Ăʉʠʛʫʨʥʦʩʪ ʥʘ 

ʨʘʙʦʪʥʦʪʦ ʤʷʩʪʦò, ˉ1 Ăʉʪʠʣ ʥʘ ʨʲʢʦʚʦʜʩʪʚʦò ʠ ˉ6Ă ʆʨʛʘʥʠʟʘʮʠʷ ʥʘ ʨʘʙʦʪʥʦʪʦ 

ʤʷʩʪʦò, ʢʦʠʪʦ ʪʝʦʨʝʪʠʯʥʦ ʩʝ ʨʘʧʦʣʘʛʘʪ ʚ ʦʩʥʦʚʘʪʘ ʥʘ ʧʠʨʘʤʠʜʘʪʘ ʥʘ ʄʘʩʣʦʫ ʟʘ 

ʡʝʨʘʨʭʠʷʪʘ ʥʘ ʧʦʪʨʝʙʥʦʩʪʠʪʝ. ʊʝ ʩʘ ʙʘʟʦʚʠʪʝ ʧʦʪʨʝʙʥʦʩʪʠ ʠ ʠʟʠʩʢʚʘʪ 

ʚʲʥʰʥʘ ʤʦʪʠʚʘʮʠʷ. ʇʦʩʣʝʜʥʠʪʝ ʤʝʩʪʘ ʩʝ ʟʘʝʤʘʪ ʦʪ ʬʘʢʪʦʨʠʪʝ, ʧʨʝʮʝʥʝʥʠ ʩ 

ʥʘʡ ï ʚʠʩʦʢʠ ʦʪʥʦʩʠʪʝʣʥʠ ʪʝʛʣʘ ʠ ʠʟʨʘʟʷʚʘʱʠ ʚʪʦʨʠʯʥʠʪʝ ʧʦʪʨʝʙʥʦʩʪʠ: ˉ 10 

Ăɺʲʟʤʦʞʥʦʩʪ ʟʘ ʧʠʚʠʰʘʚʘʥʝ ʥʘ ʢʚʘʣʠʬʠʢʘʮʠʷʪʘò, ˉ 14 Ăɺʲʟʤʦʞʥʦʩʪ ʟʘ 

ʠʥʠʮʠʘʪʠʚʘ ʠ ʠʟʷʚʘò ʠ ˉ 15 Ăɺʲʟʤʦʞʥʦʩʪ ʟʘ ʨʘʩʪʝʞ ʠ ʩʝʙʝʨʝʘʣʠʟʘʮʠʷò. 

ʊʝʦʨʝʪʠʯʥʦ, ʢʘʪʦ ʚʪʦʨʠʯʥʠ ʧʦʪʨʝʙʥʦʩʪʠ ʪʝ ʩʝ ʨʘʧʦʣʘʛʘʪ ʚʲʚ ʚʲʨʭʘ ʥʘ 

ʧʠʨʘʤʠʜʘʪʘ ʥʘ ʄʘʩʣʦʫ ʟʘ ʡʝʨʘʨʭʠʷʪʘ ʥʘ ʧʦʪʨʝʙʥʦʩʪʠʪʝ ʠ ʟʘ ʬʦʨʤʠʨʘʥʝʪʦ ʠʤ ʝ 

ʥʝʦʙʭʦʜʠʤ ʚʲʪʨʝʰʝʥ ʩʪʠʤʫʣ. ʉʨʘʚʥʝʥʠʝʪʦ ʥʘ ʧʦʣʫʯʝʥʠʪʝ ʨʝʟʫʣʪʘʪʠ ʦʪ 

ʨʘʥʞʠʨʘʥʝʪʦ ʥʘ ʤʦʪʠʚʘʮʠʦʥʥʠʪʝ ʬʘʢʪʦʨʠ ʠ ʪʝʦʨʠʷʪʘ ʥʘ ɽʡʙʨʘʭʘʤ ʄʘʩʣʦʫ ʟʘ 

ʡʝʨʘʨʭʠʷ ʥʘ ʧʦʪʨʝʙʥʦʩʪʠʪʝ ʧʦʢʘʟʚʘ, ʯʝ ʩʝ ʢʘʩʘʝ ʟʘ Ăʦʙʲʨʥʘʪò ʚʘʨʠʘʥʪ ʥʘ 

ʧʠʨʘʤʠʜʘʪʘ ʥʘ ʄʘʩʣʦʫ, ʟʘ ʠʥʚʝʨʩʠʷ ʥʘ ʮʝʥʥʦʩʪʠʪʝ ʠ ʧʦʜʙʫʜʠʪʝ (ʬʠʛʫʨʘ ˉ 60). 

 

 

ʌʠʛʫʨʘ ˉ 60 ʀʥʚʝʨʪʝʥ ʚʘʨʠʘʥʪ ʥʘ ʧʠʨʘʤʠʜʘʪʘ ʥʘ ʥʘ ʡʝʨʘʨʭʠʷ ʥʘ ʧʦʪʨʝʙʥʦʩʪʠʪʝ   
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ɺʲʥʰʥʦʪʦ ʚʲʟʥʘʛʨʘʞʜʝʥʠʝ ʝ ʚʦʜʝʱʦ ʧʨʝʜ ʚʲʪʨʝʰʥʦʪʦ ʠ, ʯʝ ʮʝʥʥʦʩʪʠʪʝ ʥʘ 

ʩʲʪʨʫʜʥʠʮʠʪʝ ʥʝ ʩʘ ʦʙʚʲʨʟʘʥʠ ʩ ʮʝʣʠʪʝ ʥʘ ʦʨʛʘʥʠʟʘʮʠʷʪʘ, ʘ ʩʘ ʦʙʲʨʥʘʪʠ ʢʲʤ 

ʦʪʜʝʣʥʘʪʘ ʣʠʯʥʦʩʪ. 

ʇʨʠ ʩʲʧʦʩʪʘʚʢʘ ʥʘ ʨʝʟʫʣʪʘʪʠʪʝ ʦʪ ʧʨʦʚʝʜʝʥʠʪʝ ʘʥʢʝʪʠ: ʨʘʥʞʠʨʘʥʝ ʥʘ 

ʤʦʪʠʚʘʮʠʦʥʥʠʪʝ ʬʘʢʪʦʨʠ ʠ ʦʮʝʥʢʘ ʥʘ ʫʜʦʚʣʝʪʚʦʨʝʥʦʩʪʪʘ/ʥʝʫʜʦʚʣʝʪʚʦʨʝʥʦʩʪʪʘ 

ʝ ʚʠʜʥʦ, ʯʝ ʧʨʠ ʬʘʢʪʦʨʲʪ, ʧʦʩʪʘʚʝʥ ʥʘ ʧʲʨʚʦ ʤʷʩʪʦ, ʩ ʥʘʡ ï ʤʘʣʢʦ ʦʪʥʦʩʪʝʣʥʦ 

ʪʝʛʣʦ - ˉ 3 Ăʊʨʫʜʦʚʦ ʚʲʟʥʘʛʨʘʞʜʝʥʠʝò, ʫʜʦʚʣʝʪʚʦʨʷʚʘʥʝʪʦ ʦʪ ʥʝʛʦ ʝ ʥʘʡ ï 

ʥʠʩʢʦ, 27%, ʘ ʥʝʫʜʦʚʣʝʪʚʦʨʷʚʘʥʝʪʦ ʝ 66%. ʆʩʪʘʥʘʣʠʪʝ 4% ʩʘ ʙʝʟ ʧʨʝʮʝʥʢʘ 

(ʬʠʛʫʨʘ 61).  

 

 

 

ʌʠʛʫʨʘ ˉ 61 ʉʲʦʪʥʦʰʝʥʠʝ Ăʫʜʦʚʣʝʪʚʦʨʝʥʠʝ ï ʥʝʫʜʦʚʣʝʪʚʦʨʝʥʠʝò ʦʪ 

ʤʦʪʠʚʘʮʠʦʥʥʠʪʝ ʬʘʢʪʦʨʠ - ʜʘʥʥʠ ʟʘ ʉɹɸʃɹɹ ʠ ʄɹɸʃ  

ɼʨʫʛʠʪʝ ʙʘʟʦʚʠ ʧʦʪʨʝʙʥʦʩʪʠ ʨʝʛʠʩʪʨʠʨʘʪ ʚʠʩʦʢ ʧʨʦʮʝʥʪ ʥʘ 

ʫʜʦʚʣʝʪʚʦʨʝʥʠʝ ʠ ʥʠʩʲʢ ʥʘ ʥʝʫʜʦʚʣʝʪʚʦʨʝʥʠʝ, ʩʲʦʪʚʝʪʥʦ: ˉ 4 Ăʉʠʛʫʨʥʦʩʪ ʥʘ 

ʨʘʙʦʪʥʦʪʦ ʤʷʩʪʦò ï 70% ʫʜʦʚʣʝʪʚʦʨʝʥʠʝ ʠ 22% ʥʝʫʜʦʚʣʝʪʚʦʨʝʥʠʝ, ˉ 2 

òʊʨʫʜʦʚʘ ʜʠʩʮʠʧʣʠʥʘò ï 71% ʫʜʦʚʣʝʪʚʦʨʝʥʠʝ ʠ 21% ʥʝʫʜʦʚʣʝʪʚʦʨʝʥʠʝ, Ăʉʪʠʣ 

ʥʘ ʨʲʢʦʚʦʜʩʪʚʦò ï 58% ʫʜʦʚʣʝʪʚʦʨʝʥʠʝ ʠ 25% ʥʝʫʜʦʚʣʝʪʚʦʨʝʥʠʝ. 

ʄʦʪʠʚʘʮʠʦʥʥʠʪʝ ʬʘʢʪʦʨʠ, ʩʚʲʨʟʘʥʠ ʩʲʩ ʩʦʮʠʘʣʥʠʪʝ ʧʦʪʨʝʙʥʦʩʪʠ 

ʧʦʢʘʟʚʘʪ ʚʠʩʦʢ ʧʨʦʮʝʥʪ ʥʘ ʫʜʦʚʣʝʪʚʦʨʝʥʠʝ ʠ ʥʠʩʲʢ ʥʘ ʥʝʫʜʦʚʣʝʪʚʦʨʝʥʠʝ: ˉ 6 

Ăʆʨʛʘʥʠʟʘʮʠʷ ʥʘ ʨʘʙʦʪʥʦʪʦ ʤʷʩʪʦò - 76% ʫʜʦʚʣʝʪʚʦʨʝʥʠʝ ʠ 19% 

ʥʝʫʜʦʚʣʝʪʚʦʨʝʥʠʝ, ˉ 7 òɺʨʲʟʢʠ ʩ ʯʣʝʥʦʚʝʪʝ ʥʘ ʢʦʣʝʢʪʠʚʘò, 84% 

ʫʜʦʚʣʝʪʚʦʨʝʥʠʝ ʠ 10% ʥʝʫʜʦʚʣʝʪʚʦʨʝʥʠʝ, ˉ 8 òʉʦʮʠʘʣʥʠ ʧʨʠʜʦʙʠʚʢʠò, 43 

ʫʜʦʚʣʝʪʚʦʨʝʥʠʝ ʠ 48% ʥʝʫʜʦʚʣʝʪʚʦʨʝʥʠʝ. 
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ʄʦʪʠʚʘʮʠʦʥʥʠʪʝ ʬʘʢʪʦʨʠ, ʩʚʲʨʟʘʥʠ ʩ ʧʦʪʨʝʙʥʦʩʪʠ ʦʪ ʫʚʘʞʝʥʠʝ ʠ 

ʢʦʤʧʝʪʝʥʪʥʦʩʪ ˉ 9 Ăʇʨʠʟʥʘʥʠʝ ʟʘ ʣʠʯʥʠ ʩʧʦʩʦʙʥʦʩʪʠò - 54% ʫʜʦʚʣʝʪʚʦʨʝʥʠʝ 

ʠ 30% ʥʝʫʜʦʚʣʝʪʚʦʨʝʥʠʝ ˉ11 Ăɿʘʜʦʚʦʣʩʪʚʦ ʠ ʠʥʝʪʝʨʩ ʦʪ ʨʘʙʦʪʘʪʘò ï 80% 

ʫʜʦʚʣʝʪʚʦʨʝʥʠʝ ʠ 8% ʥʝʫʜʦʚʣʝʪʚʦʨʝʥʠʝ. ʌʘʢʪʦʨʲʪ ʧʦʜ ˉ12 Ăʉʘʤʦʩʪʦʷʪʝʥʦʩʪ ʚ 

ʨʘʙʦʪʘʪʘò ʧʦʢʘʟʚʘ ʨʝʟʫʣʪʘʪ ʦʪ 82% ʫʜʦʚʣʝʪʚʦʨʝʥʠʝ ʠ 10% ʥʝʫʜʦʚʣʝʪʚʦʨʝʥʠʝ, 

ʢʦʡʪʦ ʧʦʩʦʯʚʘ ʣʠʧʩʘ ʥʘ ʨʘʟʙʠʨʘʥʝ ʟʘ ʝʢʠʧʥʦʩʪ ʚ ʨʘʙʦʪʘʪʘ.  

ʇʨʦʮʝʥʪʲʪ ʫʜʦʚʣʝʪʚʦʨʝʥʠ ʧʦ ʬʘʢʪʦʨʠʪʝ, ʩʚʲʨʟʘʥʠ ʩ ʨʘʩʪʝʞ ʠ 

ʩʝʙʝʨʝʘʣʠʟʘʮʠʷ, ˉ14 Ăɺʲʟʤʦʞʥʦʩʪ ʟʘ ʠʥʠʮʠʘʪʠʚʘ ʠ ʠʟʷʚʘò ʠ ˉ 15 Ăɺʲʟʤʦʞʥʦʩʪ 

ʟʘ ʨʘʩʪʝʞ ʠ ʩʝʙʝʨʝʘʣʠʟʘʮʠʷò ʧʦʢʘʟʚʘʪ ʧʨʦʮʝʥʪ ʥʘ ʫʜʦʚʣʝʪʚʦʨʝʥʦʩʪ ʦʪ 50%, 

ʧʨʦʮʝʥʪʘ ʥʘ ʥʝʫʜʦʚʣʝʪʚʦʨʝʥʦʩʪ ʦʪ 34% ʠ 38%.  

ʉʣʝʜʦʚʘʪʝʣʥʦ, ʩʲʪʨʫʜʥʠʮʠʪʝ ʩʘ ʫʜʦʚʣʝʪʚʦʨʝʥʠ ʚ ʧʦ ï ʛʦʣʷʤʘ ʩʪʝʧʝʥ ʠ 

ʦʪʜʘʚʘʪ ʧʦ ï ʛʦʣʷʤʦ ʟʥʘʯʝʥʠʝ ʥʘ ʧʦʪʨʝʙʥʦʩʪʠʪʝ ʦʪ ʧʦ ï ʥʠʩʲʢ ʨʘʥʛ 

(ʙʘʟʦʚʠ, ʙʝʟʦʧʘʩʥʦʩʪ ʠ ʩʦʮʠʘʣʥʠ), ʟʘ ʩʤʝʪʢʘ ʥʘ ʧʦʪʨʝʙʥʦʩʪʠʪʝ ʦʪ ʧʦ ʚʠʩʦʢ 

ʨʘʥʛ (ʫʚʘʞʝʥʠʝ ʠ ʧʦʯʠʪ, ʠ ʩʘʤʦʦʩʲʱʝʩʪʚʷʚʘʥʝ), ʢʦʝʪʦ ʩʝ ʜʲʣʞʠ ʥʘ ʠʥʚʝʨʩʠʷ 

ʥʘ ʮʝʥʥʦʩʪʠʪʝ ʠ ʩʣʘʙʦ ʠʟʨʘʟʝʥʘ ʚʲʪʨʝʰʥʘ ʤʦʪʠʚʘʮʠʷ.  

ʀʟʩʣʝʜʚʘʥʘ ʝ ʟʘʚʠʩʠʤʦʩʪʪʘ ʤʝʞʜʫ ʤʦʪʠʚʘʮʠʷʪʘ (ʠʟʨʘʟʝʥʦ ʯʨʝʟ 

ʦʪʥʦʩʠʪʝʣʥʠʪʝ ʪʝʛʣʘ ʥʘ ʤʦʪʠʚʘʮʠʦʥʥʠʪʝ ʬʘʢʪʦʨʠ) ʠ ʢʘʯʝʩʪʚʦʪʦ ʥʘ 

ʤʝʜʠʮʠʥʩʢʘʪʘ ʫʩʣʫʛʘ (ʯʨʝʟ ʛʣʦʙʘʣʥʠʪʝ ʢʦʝʬʠʮʠʝʥʪʠ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʥʘ 

ʜʚʝʪʝ ʃɿɹʇ - SQI ʥʘ ʉɹɸʃɹɹ (0,4) ʠ SQI ʥʘ ʄɹɸʃ (-0,2), ʯʨʝʟ 

ʥʝʧʘʨʘʤʝʪʨʠʯʥʘ ʢʦʨʝʣʘʮʠʷ.  

ʀʟʯʠʩʣʝʥʠʪʝ ʩʪʦʡʥʦʩʪʠ ʥʘ ʢʦʝʬʠʮʠʝʥʪʘ ʥʘ ʉʧʠʨʤʘʥ ʩʘ: ɟ = (-0,51) 

ʟʘ ʉɹɸʃɹɹ ʠ ɟ = (-0,6) ʟʘ ʄɹɸʃ, ʢʦʝʪʦ ʦʧʨʝʜʝʣʷ ʩʪʝʧʝʥʪʘ ʥʘ 

ʢʦʨʝʣʘʮʠʦʥʥʘʪʘ ʟʘʚʠʩʠʤʦʩʪ ʢʘʪʦ ʩʪʘʪʠʩʪʠʯʝʩʢʠ ʟʥʘʯʠʤʘ 

(ʜʦʚʝʨʠʪʝʣʥʘ ʚʝʨʦʷʪʥʦʩʪ ʧʨʠ ʉɹɸʃɹɹ - ʈ = 95%, ʘ ʧʨʠ ʄɹɸʃ - ʈ= 99%) ʠ 

ʦʙʨʘʪʥʦʧʨʦʧʦʨʮʠʦʥʘʣʥʘ. ʉʣʝʜʦʚʘʪʝʣʥʦ, ʩ ʩ ʫʚʝʣʠʯʘʚʘʥʝʪʦ ʥʘ 

ʦʪʥʦʩʠʪʝʣʥʠʪʝ ʪʝʛʣʘ ʥʘ ʤʦʪʠʚʘʮʠʦʥʥʠʪʝ ʬʘʢʪʦʨʠ, ʟʥʘʯʝʥʠʷʪʘ ʥʘ 

SQI ʥʘʤʘʣʷʚʘʪ ʠ ʦʙʨʘʪʥʦ. ʌʘʢʪʦʨʠʪʝ, ʦʧʨʝʜʝʣʝʥʠ ʩ ʥʘʡ ï ʚʠʩʦʢʠ 

ʦʪʥʦʩʠʪʝʣʥʠ ʪʝʛʣʘ ʙʠʭʘ ʠʤʘʣʠ ʥʘʡ ï ʤʘʣʲʢ SQI ʠʥʜʝʢʩ, ʘ ʩ ʥʘʡ ï ʥʠʩʢʠ 

ʦʪʥʦʩʠʪʝʣʥʠ ʪʝʛʣʘ, ʥʘʡ ï ʛʦʣʷʤ SQI ʠʥʜʝʢʩ. ɺ ʠʟʩʣʝʜʚʘʥʝʪʦ 

ʧʦʩʣʝʜʥʠʪʝ ʩʘ ʧʦʜ ʥʦʤʝʨʘ 14 ʠ 15 ʠ ʩʘ ʩʚʲʨʟʘʥʠ ʩ ʚʲʪʨʝʰʥʘʪʘ 

ʤʦʪʠʚʘʮʠʷ.  

ɺʨʲʟʢʘʪʘ ʥʘ ʤʦʪʠʚʘʮʠʷʪʘ ʠ ʫʜʦʚʣʝʪʚʦʨʝʥʦʩʪʪʘ ʩ ʢʘʯʝʩʪʚʦʪʦ ʝ 

ʷʚʣʝʥʠʝ, ʢʦʝʪʦ ʩʝ ʧʨʝʮʝʥʷʚʘ ʦʪ ʦʨʛʘʥʠʟʘʮʠʠʪʝ ʢʘʪʦ ʠʟʢʣʶʯʠʪʝʣʥʦ ʚʘʞʥʦ, 

ʧʦʨʘʜʠ ʥʷʢʦʣʢʦ ʧʨʠʯʠʥʠ: 
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Á ʢʘʪʦ ʧʨʝʜʧʦʩʪʘʚʢʘ ʟʘ ʧʦʚʠʰʝʥʘ ʧʨʦʠʟʚʦʜʠʪʝʣʥʦʩʪ; 

Á ʟʘ ʢʘʯʝʩʪʚʦ ʥʘ ʠʟʚʲʨʰʚʘʥʘʪʘ ʜʝʡʥʦʩʪ; 

Á ʟʘ ʦʙʩʣʫʞʚʘʥʝʪʦ ʥʘ ʧʦʪʨʝʙʠʪʝʣʠʪʝ. 

ʊʘʢʘ, Ăʫʜʦʚʣʝʪʚʦʨʝʥʦʩʪʪʘ ʥʘ ʩʣʫʞʠʪʝʣʠʪʝ ʩʝ ʷʚʷʚʘ ʢʘʪʦ ʤʝʭʘʥʠʟʲʤ, 

ʢʦʡʪʦ ʪʨʘʥʩʬʦʨʤʠʨʘ ʧʦʪʨʝʙʠʪʝʣʠʪʝ ʚ ʥʘʡ ï ʫʜʦʚʣʝʪʚʦʨʝʥʠʪʝ 

ʧʦʪʨʝʙʠʪʝʣʠò. ʆʮʝʥʢʘʪʘ ʥʘ ʫʜʦʚʣʝʪʚʦʨʝʥʦʩʪʪʘ ʥʘ ʩʣʫʞʠʪʝʣʠʪʝ ʩʝ 

ʦʩʲʱʝʩʪʚʷʚʘ ʯʨʝʟ ʝʞʝʛʦʜʥʠ ʠʣʠ ʤʝʩʝʯʥʠ ʘʥʢʝʪʠ ʥʘ ʧʨʦʠʟʚʦʣʥʦ - ʠʟʙʨʘʥʠ 

ʩʣʫʞʠʪʝʣʠ. ʉʲʚʢʫʧʥʠʷʪ ʠʥʜʝʢʩ ʥʘ ʫʜʦʚʣʝʪʚʦʨʝʥʦʩʪ ʤʦʞʝ ʜʘ ʙʲʜʝ ʧʨʠʣʦʞʝʥ ʚ 

ʠʥʪʝʛʨʠʨʘʥʠʪʝ ʩʠʩʪʝʤʠ ʟʘ ʦʮʝʥʢʘ ʥʘ ʢʘʯʝʩʪʚʦʪʦ (ʥʘʧʨʠʤʝʨ ʧʨʠ ʤʝʪʦʜʠʢʘʪʘ 

Balanced Score Card). ʇʦʜʭʦʜ ʟʘ ʠʟʤʝʨʚʘʥʝ ʥʘ ʤʦʪʠʚʘʮʠʷʪʘ ʩʘ ʙʨʦʷʪ 

ʧʨʝʜʣʦʞʝʥʠʷ, ʥʘʧʨʘʚʝʥʠ ʦʪ ʝʜʠʥ ʩʣʫʞʠʪʝʣ, ʢʘʪʦ ʩʝ ʩʯʠʪʘ ʧʦ ʪʦʟʠ ʥʘʯʠʥ ʩʝ 

ʦʮʝʥʷʚʘ ʠʩʪʠʥʩʢʦʪʦ ʫʯʘʩʪʠʝ ʥʘ ʩʣʫʞʠʪʝʣʠʪʝ ʚ ʧʨʦʮʝʩʘ ʥʘ ʧʦʜʦʙʨʷʚʘʥʝ ʥʘ 

ʝʬʝʢʪʠʚʥʦʩʪʪʘ ʥʘ ʦʨʛʘʥʠʟʘʮʠʷʪʘ. ɼʦʧʲʣʥʠʪʝʣʝʥ ʧʦʢʘʟʘʪʝʣ ʟʘ ʠʟʤʝʨʚʘʥʝ ʩʝ 

ʷʚʷʚʘ ʙʨʦʷʪ ʥʘ ʚʥʝʜʨʝʥʠʪʝ ʧʨʝʜʣʦʞʝʥʠʷ, ʢʘʪʦ ʢʨʘʡʥʠʷʪ ʨʝʟʫʣʪʘʪ ʝ 

ʩʲʢʨʘʱʘʚʘʥʝ ʥʘ ʨʘʟʭʦʜʠʪʝ.  

3.3.2. ʀʟʚʦʜʠ 

Á Mʝʞʜʫ ʤʦʪʠʚʘʮʠʷʪʘ, ʠʟʨʘʟʝʥʘ ʯʨʝʟ ʦʪʥʦʩʠʪʝʣʥʠʪʝ ʪʝʛʣʘ ʥʘ 

ʤʦʪʠʚʘʮʠʦʥʥʠʪʝ ʬʘʢʪʦʨʠ ʠ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʤʝʜʠʮʠʥʩʢʘʪʘ ʫʩʣʫʛʘ, ʠʟʨʘʟʝʥʦ 

ʯʨʝʟ ʛʣʦʙʘʣʥʠʷ ʢʦʝʬʠʮʠʝʥʪ ʥʘ ʢʘʯʝʩʪʚʦʪʦ - SQI, ʠʟʯʠʩʣʝʥ ʯʨʝʟ 

ʤʝʪʦʜʠʢʘʪʘ SERVQUAL, ʩʲʱʝʩʪʚʫʚʘ ʩʪʘʪʠʩʪʠʯʝʩʢʠ ʟʥʘʯʠʤʘ ʦʙʨʘʪʥʦ 

ʧʨʦʧʦʨʮʠʦʥʘʣʥʘ ʢʦʨʝʣʘʮʠʦʥʥʘ ʟʘʚʠʩʠʤʦʩʪ. ʅʠʩʢʠʪʝ ʦʪʥʦʩʠʪʝʣʥʠ ʪʝʛʣʘ 

ʥʘ ʤʦʪʠʚʘʮʠʦʥʥʠʪʝ ʬʘʢʪʦʨʠ ʩʝ ʩʚʲʨʟʚʘʪ ʩ ʚʠʩʦʢʠ ʩʪʦʡʥʦʩʪʠ ʥʘ SQI ʠ 

ʦʙʨʘʥʦ - ʚʠʩʦʢʠʪʝ ʦʪʥʦʩʠʪʝʣʥʠ ʪʝʛʣʘ ʥʘ ʤʦʪʠʚʘʮʠʦʥʥʠʪʝ ʬʘʢʪʦʨʠ ʩʝ 

ʩʚʲʨʟʚʘʪ ʩ ʥʠʩʢʠ ʩʪʦʡʥʦʩʪʠ ʥʘ SQI.  

Á ʅʠʩʢʘʪʘ ʩʪʝʧʝʥ ʥʘ ʚʲʪʨʝʰʥʘ ʤʦʪʠʚʘʮʠʷ ʥʘ ʧʝʨʩʦʥʘʣʘ ʥʘ ʣʝʯʝʙʥʠʪʝ 

ʟʘʚʝʜʝʥʠʷ, ʚʦʜʠ ʜʦ ʧʦ ï ʥʠʩʢʦ ʥʠʚʦ ʥʘ ʢʘʯʝʩʪʚʦ ʥʘ ʧʨʝʜʦʩʪʘʚʷʥʘʪʘ ʦʪ ʪʷʭ 

ʤʝʜʠʮʠʥʩʢʘ ʫʩʣʫʛʘ, ʦʪ ʢʲʜʝʪʦ ʩʣʝʜʚʘ ʚʘʞʥʘʪʘ ʨʦʣʷ ʥʘ ʯʦʚʝʰʢʠʷ ʬʘʢʪʦʨ ʩ 

ʥʝʛʦʚʠʪʝ ʧʦʪʨʝʙʥʦʩʪʠ ʢʘʪʦ ʝʣʝʤʝʥʪ ʚʲʚ ʬʦʨʤʠʨʘʥʝʪʦ ʠ ʦʮʝʥʢʘʪʘ ʥʘ 

ʢʘʯʝʩʪʚʦʪʦ.  

Á ʏʨʝʟ ʦʮʝʥʢʘʪʘ ʥʘ ʥʠʚʘʪʘ ʥʘ ʫʜʦʚʣʝʪʚʦʨʝʥʦʩʪ ʠ ʤʦʪʠʚʘʮʠʷ ʥʘ 

ʩʲʪʨʫʜʥʠʮʠʪʝ ʩʝ ʦʮʝʥʷʚʘʪ ʪʝʥʜʝʥʮʠʠʪʝ ʟʘ ʧʦʪʝʥʮʠʘʣʥʦ ʢʘʯʝʩʪʚʦ ʚ 

ʙʲʜʝʱʝ ʚʨʝʤʝ, ʠʟʨʘʟʝʥʦ ʯʨʝʟ ʜʦʙʘʚʷʥʝ ʥʘ ʩʪʦʡʥʦʩʪ ʩʲʩ ʟʥʘʥʠʷʪʘ ʠ 

ʠʥʬʦʨʤʘʮʠʷʪʘ, ʘ ʦʪ ʪʘʤ ʬʦʨʤʠʨʘʥʝ ʥʘ ʢʦʥʢʫʨʝʥʪʥʦ ʧʨʝʜʠʤʩʪʚʦ, ʟʘ 

ʦʨʛʘʥʠʟʘʮʠʷʪʘ. 
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ɻʃɸɺɸ ʏɽʊɺʒʈʊɸ - ʆɹʉʒɾɼɸʅɽ ʅɸ ʈɽɿʋʃʊɸʊʀʊɽ 

 

1. ʊʝʦʨʝʪʠʯʥʘ ʦʙʦʩʥʦʚʢʘ ʥʘ ʢʦʥʮʝʧʮʠʷʪʘ ʟʘ ʦʮʝʥʢʘ ʥʘ ʢʘʯʝʩʪʚʦʪʦ 

ʤʝʜʠʮʠʥʩʢʘʪʘ ʫʩʣʫʛʘ ʚ ʢʦʥʪʝʢʩʪʘ ʥʘ TQM 

ʃʠʪʝʨʘʪʫʨʥʠʷʪ ʦʙʟʦʨ ʥʘ ʥʘʩʪʦʷʱʘʪʘ ʜʦʢʪʦʨʩʢʘ ʨʘʙʦʪʘ ʨʘʟʛʣʝʞʜʘ 

ʢʘʯʝʩʪʚʦʪʦ ʦʪ ʧʦʟʠʮʠʠʪʝ ʥʘ ʢʦʥʮʝʧʮʠʷʪʘ TQM, ʢʦʝʪʦ ʧʨʦʠʟʪʠʯʘ ʦʪ ʚʘʞʥʦʩʪʪʘ ʥʘ 

TQM ʟʘ ʦʨʛʘʥʠʟʘʮʠʦʥʥʠʷ ʥʘʧʨʝʜʲʢ. ʆʨʛʘʥʠʟʘʮʠʠʪʝ, ʢʦʠʪʦ ʧʨʠʝʤʘʪ 

ʬʠʣʦʩʦʬʠʷʪʘ ʥʘ TQM, ʨʘʥʦ ʠʣʠ ʢʲʩʥʦ ʜʦʩʪʠʛʘʪ ʟʥʘʯʠʪʝʣʥʦ ʧʨʝʜʠʤʩʪʚʦ ʥʘʜ 

ʩʚʦʠʪʝ ʢʦʥʢʫʨʝʥʪʠ, ʢʦʝʪʦ ʤʦʞʝ ʜʘ ʙʲʜʝ ʠʟʤʝʨʝʥʦ ʯʨʝʟ ʢʣʶʯʦʚʠʪʝ ʠʥʜʠʢʘʪʦʨʠ 

ʥʘ ʫʩʧʝʭʘ: ʧʘʟʘʨʝʥ ʜʷʣ, ʩʧʦʩʦʙʥʦʩʪ ʟʘ ʠʟʚʣʠʯʘʥʝ ʥʘ ʧʦʣʟʘ, ʨʘʩʪʝʞ ʠ ʜʨʫʛʠ.  

ʆʨʛʘʥʠʟʘʮʠʠʪʝ ʙʠ ʪʨʷʙʚʘʣʦ ʜʘ ʚʲʟʧʨʠʝʤʘʪ TQM ʢʘʪʦ ʧʨʦʮʝʩ, ʘ ʥʝ ʢʘʪʦ 

ʧʨʦʛʨʘʤʘ, ʟʘʱʦʪʦ ʧʨʦʮʝʩʲʪ ʝ ʬʫʥʜʘʤʝʥʪʘʣʝʥ. ʊʦʡ ʝ ʤʝʪʦʜʦʣʦʛʠʷ, ʢʦʷʪʦ 

ʟʘʤʝʩʪʚʘ ʩʪʘʨʠʪʝ ʤʝʪʦʜʠ ʠ ʨʲʢʦʚʦʜʠ ʢʦʨʧʦʨʘʪʠʚʥʘʪʘ ʜʝʡʥʦʩʪ ʥʝʧʨʝʢʲʩʥʘʪʦ, 

ʜʦʢʘʪʦ ʧʨʦʛʨʘʤʘʪʘ ʩʝ ʥʘʩʣʦʷʚʘ ʚʲʨʭʫ ʩʪʘʨʠʪʝ ʤʝʪʦʜʠ ʠ ʩʝ ʚʲʟʧʨʠʝʤʘ ʦʪ 

ʩʣʫʞʠʪʝʣʠʪʝ ʢʘʪʦ ʥʝʱʦ ʩ ʥʘʯʘʣʦ, ʩʨʝʜʘ ʠ ʢʨʘʡ. TQM - ʧʨʦʮʝʩʲʪ ʝ 

ʩʪʨʘʪʝʛʠʷ, ʢʦʷʪʦ ʚʦʜʠ ʜʦ ʨʘʜʠʢʘʣʥʘ ʧʨʦʤʷʥʘ ʠ ʠʟʠʩʢʚʘ ʚʨʝʤʝ. ɽʪʦ ʟʘʱʦ, ʟʘ 

ʩʲʟʜʘʚʘʥʝʪʦ ʥʘ ʩʪʘʙʠʣʥʘ ʠ ʬʦʢʫʩʠʨʘʥʘ ʚʲʨʭʫ ʢʘʯʝʩʪʚʦʪʦ ʦʨʛʘʥʠʟʘʮʠʷ, ʝ 

ʥʝʦʙʭʦʜʠʤ ʥʷʢʦʣʢʦ ʛʦʜʠʰʝʥ ʧʝʨʠʦʜ, ʟʘ ʧʦʜʜʲʨʞʘʥʝ ʥʘ ʥʝʧʨʝʢʲʩʥʘʪʦʪʦ 

Ăʧʦʜʭʨʘʥʚʘʥʝò ʥʘ ʧʦʜʭʦʜʘ ĂTQMò ʚ ʧʨʦʜʲʣʞʝʥʠʝ ʥʘ ʛʦʜʠʥʠ. ʂʦʥʮʝʧʮʠʷʪʘ TQM 

ʜʘʚʘ ʤʝʪʦʜʦʣʦʛʠʷʪʘ ʥʘ ʪʘʢʠʚʘ ʚʲʧʨʦʩʠ ʢʘʪʦ: (1) ʢʘʢʚʦ ʝ ʢʘʯʝʩʪʚʦʪʦ, (2) ʢʘʢʚʦ ʝ 

TQM - ʧʨʦʮʝʩ ʠ ʟʘʱʦ ʝ ʥʝʦʙʭʦʜʠʤ, (3) ʢʦʠ ʩʘ ʧʨʝʜʠʤʩʪʚʘʪʘ ʠ ʧʦʣʟʠʪʝ ʦʪ TQM, 

(4) ʪʝʭʥʠʢʠʪʝ ʟʘ ʧʦʜʦʙʨʷʚʘʥʝ ʥʘ ʢʘʯʝʩʪʚʦʪʦ. 

Á ɼʝʬʠʥʠʮʠʷʪʘ ʟʘ ʢʘʯʝʩʪʚʦʪʦ, ʢʦʷʪʦ ʩʝ ʝ ʥʘʣʦʞʠʣʘ ʝ: Ăʇʦʩʨʝʱʘʥʝ ʥʘ 

ʧʦʪʨʝʙʠʪʝʣʩʢʠʪʝ ʥʫʞʜʠ ʠ ʦʩʥʦʚʘʪʝʣʥʠʪʝ (ʧʨʠʝʤʣʠʚʠʪʝ) ʠʤ ʦʯʘʢʚʘʥʠʷò.  

Á TQM - ʧʨʦʮʝʩʲʪ ʥʘ ʧʦʜʦʙʨʷʚʘʥʝ ʥʘ ʢʘʯʝʩʪʚʦʪʦ Quality Improvement 

Process (QIP), ʝ ʩʠʩʪʝʤʘʪʠʯʝʥ ʤʝʪʦʜ ʥʘ ʨʘʟʚʠʪʠʝ ʥʘ ʧʨʦʜʫʢʪʠʪʝ ʠ 

ʫʩʣʫʛʠʪʝ ʧʨʠ ʫʩʣʦʚʠʝ, ʯʝ ʫʩʣʫʛʠʪʝ ʩʘ ʙʘʟʠʨʘʥʠ ʥʘ ʨʘʟʙʠʨʘʝʤʠ ʟʘ 

ʧʦʪʨʝʙʠʪʝʣʩʢʠʪʝ ʥʫʞʜʠ ʠ ʧʨʠʝʤʣʠʚʠ ʦʯʘʢʚʘʥʠʷ. ʊʦʟʠ ʧʨʦʮʝʩ ʚʲʚʣʠʯʘ 

ʩʣʫʞʠʪʝʣʠʪʝ ʦʪ ʚʩʠʯʢʠ ʥʠʚʘ ʚ ʦʮʝʥʢʘʪʘ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʠ ʩ ʪʦʚʘ - 

ʧʦʜʦʙʨʷʚʘʥʝʪʦ ʤʫ, ʧʦʩʨʝʜʩʪʚʦʤ ʠʟʙʦʨ ʥʘ ʨʘʟʣʠʯʥʠ ʪʝʭʥʠʢʠ ʟʘ 

ʧʦʜʦʙʨʷʚʘʥʝ ʥʘ ʢʘʯʝʩʪʚʦʪʦ, ʤʝʞʜʫ ʢʦʠʪʦ ʩʪʘʪʠʩʪʠʯʝʩʢʠ ʤʝʪʦʜʠ, 

ʠʥʪʫʠʪʠʚʥʠ ʤʝʪʦʜʠ, ʘʥʢʝʪʠ ʠ ʜʨʫʛʠ.  
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Á TQM ʩʝ ʧʨʠʣʘʛʘ ʝʜʥʘʢʚʦ ʜʦʙʨʝ ʢʘʢʪʦ ʚ ʧʨʦʠʟʚʦʜʩʪʚʦʪʦ, ʪʘʢʘ ʠ ʟʘ 

ʫʩʣʫʛʠʪʝ. ɺ ʤʘʪʝʨʠʘʣʥʦʪʦ ʧʨʦʠʟʚʦʜʩʪʚʦ ʩʝ ʨʘʙʦʪʠ ʟʘ ʧʦʜʦʙʨʷʚʘʥʝ ʥʘ 

ʚʘʨʠʘʮʠʠʪʝ ʥʘ ʤʘʪʝʨʠʘʣʠʪʝ, ʘ ʧʨʠ ʫʩʣʫʛʠʪʝ - ʟʘ ʥʘʛʘʞʜʘʥʝ ʥʘ 

ʚʘʨʠʘʮʠʠʪʝ ʥʘ ʧʨʦʮʝʩʘ ʟʘ ʨʝʜʫʮʠʨʘʥʝ ʥʘ ʚʨʝʤʝʪʦ, ʢʦʝʪʦ ʩʝ ʦʪʥʝʤʘ ʟʘ 

ʧʨʝʜʦʩʪʘʚʷʥʝ ʥʘ ʫʩʣʫʛʘʪʘ.    

Á ʇʦʩʨʝʜʩʪʚʦʤ ʚʩʣʫʰʚʘʥʝ ʚ ʧʦʪʨʝʙʠʪʝʣʠʪʝ ʤʦʛʘʪ ʜʘ ʙʲʜʘʪ ʥʘʤʝʨʝʥʠ 

ʧʦʜʦʙʨʝʥʠʷʪʘ, ʢʦʠʪʦ ʩʘ ʥʝʦʙʭʦʜʠʤʠ. ʉʣʝʜ ʦʧʨʝʜʝʣʷʥʝ ʥʘ 

ʙʣʘʛʦʧʨʠʷʪʥʠʪʝ ʚʲʟʤʦʞʥʦʩʪʠ, ʪʨʷʙʚʘ ʜʘ ʩʝ ʪʨʝʥʠʨʘʪ ʭʦʨʘʪʘ ʚ ʥʘʯʠʥʠʪʝ 

ʟʘ ʠʟʦʣʠʨʘʥʝ ʥʘ ʢʦʨʝʥʥʠʪʝ ʧʨʠʯʠʥʠ ʟʘ ʧʨʦʙʣʝʤʠʪʝ.  

ʇʦʨʘʜʠ ʪʝʟʠ ʧʨʠʯʠʥʠ ʚ ʥʘʩʪʦʷʱʘʪʘ ʨʘʟʨʘʙʦʪʢʘ ʬʠʣʦʩʦʬʠʷʪʘ ʥʘ TQM 

ʝ ʚʲʟʧʨʠʝʪʘ ʢʘʪʦ ʦʪʧʨʘʚʥʘ ʛʣʝʜʥʘ ʪʦʯʢʘ ʥʘ ʠʟʩʣʝʜʚʘʥʝʪʦ ʠ ʩʲʟʜʘʚʘʥʝ ʥʘ 

ʠʥʪʝʛʨʠʨʘʥ ʧʦʜʭʦʜ ʟʘ ʦʮʝʥʢʘ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʤʝʜʠʮʠʥʩʢʘʪʘ ʧʦʤʦʱ.  

 

2. ʇʨʝʜʩʪʘʚʷʥʝ ʥʘ ʢʦʥʮʝʧʪʫʘʣʝʥ ʤʦʜʝʣ ʥʘ ʦʮʝʥʢʘ ʟʘ ʨʘʮʠʦʥʘʣʥʘ 

ʩʪʨʫʢʪʫʨʘ ʥʘ ʦʨʛʘʥʠʟʘʮʠʷ, ʧʨʝʜʦʩʪʘʚʷʱʘ ʤʝʜʠʮʠʥʩʢʘ ʧʦʤʦʱ ʠ 

ʟʜʨʘʚʥʠ ʫʩʣʫʛʠ ʦʪ ʛʣʝʜʥʘ ʪʦʯʢʘ ʥʘ TQM 

ʆʩʥʦʚʥʘʪʘ ʠʜʝʷ ʥʘ ʢʦʥʮʝʧʮʠʷʪʘ ʝ ʜʘ ʧʨʝʜʩʪʘʚʠ ʥʦʚ ʧʦʜʭʦʜ ʠ ʘʣʛʦʨʠʪʲʤ ʟʘ 

ʦʮʝʥʢʘ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʙʦʣʥʠʯʥʘʪʘ ʧʦʤʦʱ (ʌʠʛʫʨʘ ˉ 62). ʇʨʝʜʩʪʘʚʣʷʚʘ 

ʢʦʤʧʠʣʘʮʠʷ ʥʘ ʘʜʘʧʪʠʨʘʥʘʪʘ ʤʝʪʦʜʠʢʘ SERVQUAL ʠ ʤʦʜʝʣʘ Gap ʚ ʢʦʥʪʝʢʩʪʘ 

ʥʘ ʪʦʪʘʣʥʦʪʦ ʢʘʯʝʩʪʚʦ. ʂʦʥʮʝʧʮʠʷʪʘ ʠʤʘ ʧʨʘʢʪʠʯʝʩʢʘ ʥʘʩʦʯʝʥʦʩʪ ʠ ʝ 

ʘʜʨʝʩʠʨʘʥʘ ʜʦ ʟʜʨʘʚʥʠʪʝ ʤʝʥʠʜʞʲʨʠ ʥʘ ʃɿɹʇ. ʇʨʠʣʦʞʝʥʠʝʪʦ Ҁ ʜʘʚʘ 

ʚʲʟʤʦʞʥʦʩʪ ʜʘ ʩʝ ʧʨʝʦʩʤʠʩʣʠ ʩʪʨʘʪʝʛʠʷʪʘ ʥʘ ʦʨʛʘʥʠʟʘʮʠʷʪʘ ʚ ʩʤʠʩʲʣʘ ʥʘ 

ʮʝʣʠʪʝ ʠ ʨʝʩʫʨʩʠʪʝ ʟʘ ʪʷʭʥʦʪʦ ʧʦʩʪʠʛʘʥʝ. ʉʪʨʫʢʪʫʨʠʨʘʥʘ ʝ ʩʧʦʨʝʜ ʧʨʠʥʮʠʧʠʪʝ 

ʥʘ ʪʦʪʘʣʥʦʪʦ ʢʘʯʝʩʪʚʦ ʠ ʚʢʣʶʯʚʘ ʩʣʝʜʥʠʪʝ ʯʘʩʪʠ: 

¶ ʄʝʪʦʜʦʣʦʛʠʯʝʩʢʠʪʝ ʦʩʥʦʚʠ ʥʘ ʦʮʝʥʢʘʪʘ  

¶ ɽʣʠʤʠʥʠʨʘʥʝ ʥʘ ʥʝʧʨʦʜʘʚʘʝʤʘʪʘ ʜʦʙʘʚʝʥʘ ʩʪʦʡʥʦʩʪ ʥʘ 

ʧʨʦʜʫʢʪʘ/ʫʩʣʫʛʘʪʘ (ʦʮʝʥʢʘ ʥʘ ʧʨʦʮʝʩʘ ʥʘ ʧʨʝʜʦʩʪʘʚʷʥʝ ʥʘ ʟʜʨʘʚʥʘ 

ʫʩʣʫʛʘ ʯʨʝʟ ʠʥʪʝʨʧʨʝʪʘʮʠʷ ʥʘ ʤʝʪʦʜʠʢʘʪʘ SERVQUAL) 

¶ ʆʮʝʥʢʘ ʥʘ ʬʦʢʫʩ ʚʲʨʭʫ ʧʦʪʨʝʙʠʪʝʣʷ (ʫʜʦʚʣʝʪʚʦʨʝʥʦʩʪ ʥʘ 

ʧʦʪʨʝʙʠʪʝʣʷ) 

¶ ʆʮʝʥʢʘ ʥʘ ʪʦʪʘʣʥʦʪʦ ʚʲʚʣʠʯʘʥʝ ʥʘ ʧʝʨʩʦʥʘʣʘ ʠ ʦʬʦʨʤʷʥʝ ʥʘ 

ʢʦʨʧʦʨʘʪʠʚʥʘ ʢʫʣʪʫʨʘ (ʤʦʪʠʚʘʮʠʷ ʥʘ ʧʝʨʩʦʥʘʣʘ).  

¶ ɸʥʘʣʠʟ ʥʘ ʢʘʯʝʩʪʚʦʪʦ 
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2.1.ʄʝʪʦʜʦʣʦʛʠʯʝʩʢʠʪʝ ʦʩʥʦʚʠ ʥʘ ʦʮʝʥʢʘʪʘ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʩʝ ʠʟʛʨʘʞʜʘʪ 

ʦʪ ʥʘʪʨʫʧʘʥʠʷ ʪʝʦʨʝʪʠʯʝʩʢʠ ʠ ʧʨʘʢʪʠʯʝʩʢʠ ʦʧʠʪ ʦʪ ʨʘʟʣʠʯʥʠ ʥʘʫʯʥʠ ʦʙʣʘʩʪʠ ʚ 

ʦʮʝʥʷʚʘʥʝʪʦ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʢʘʪʦ: ʧʨʘʚʦ, ʠʢʦʥʦʤʠʢʘ, ʤʝʥʠʜʞʤʲʥʪ, ʢʚʘʣʠʪʦʣʦʛʠʷ, 

ʢʚʘʣʠʤʝʪʨʠʷ, ʤʝʜʠʮʠʥʘ ʠ ʜʨʫʛʠ, ʢʦʝʪʦ ʜʘʚʘ ʦʩʥʦʚʘʥʠʝ ʩʲʱʥʦʩʪʪʘ ʥʘ ʦʮʝʥʢʘʪʘ 

ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʜʘ ʩʝ ʨʘʟʛʣʝʞʜʘ ʚ ʥʝʡʥʠʷ ʧʨʘʚʝʥ ʠ ʠʢʦʥʦʠʤʠʯʝʩʢʠ ʘʩʧʝʢʪ.  

ʉʧʦʨʝʜ ʧʨʘʚʥʘʪʘ ʩʪʨʘʥʘ ʥʘ ʚʲʧʨʦʩʘ ʩʝ ʦʮʝʥʷʚʘʪ ʮʝʥʥʦʩʪʠʪʝ ʠ ʙʣʘʛʘʪʘ, 

ʯʠʠʪʦ ʩʫʙʩʪʨʘʪ ʩʘ ʩʦʮʠʘʣʥʠʪʝ ʷʚʣʝʥʠʷ ʦʪ ʦʙʝʢʪʠʚʥʘʪʘ ʜʝʡʩʪʚʠʪʝʣʥʦʩʪ ʩ 

ʪʷʭʥʘʪʘ ʩʧʦʩʦʙʥʦʩʪ ʜʘ ʟʘʜʦʚʦʣʷʚʘʪ ʧʦʪʨʝʙʥʦʩʪʠʪʝ ʥʘ ʩʦʮʠʘʣʥʠʪʝ ʩʫʙʝʢʪʠ. ɺ 

ʫʩʣʦʚʠʷʪʘ ʥʘ ʨʘʟʤʷʥʘ, ʮʝʥʥʦʩʪʠʪʝ ʠ ʙʣʘʛʘʪʘ ʩʝ ʧʨʦʷʚʷʚʘʪ ʢʘʪʦ ʧʦʣʝʟʥʦʩʪ ʠ 

ʧʦʪʨʝʙʠʪʝʣʩʢʘ ʩʪʦʡʥʦʩʪ. ʆʪ ʩʚʦʷ ʩʪʨʘʥʘ ʢʘʯʝʩʪʚʦʪʦ ʝ ʤʷʨʢʘ ʥʘ 

ʧʦʣʝʟʥʦʩʪʪʘ, ʥʘ ʧʦʪʨʝʙʠʪʝʣʩʢʘʪʘ ʩʪʦʡʥʦʩʪ ʠʣʠ ʤʷʨʢʘʪʘ ʥʘ ʩʪʝʧʝʥʪʘ, ʜʦ 

ʢʦʷʪʦ ʪʷ ʦʙʝʢʪʠʚʥʦ ʝ ʩʧʦʩʦʙʥʘ ʜʘ ʫʜʦʚʣʝʪʚʦʨʷʚʘ ʢʦʥʢʨʝʪʥʘ ʧʦʪʨʝʙʥʦʩʪ. 

ʈʘʙʦʪʥʠʪʝ ʧʦʥʷʪʠʷ ʚ ʢʦʥʮʝʧʮʠʷʪʘ ʟʘ ʦʮʝʥʢʘ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʤʝʜʠʮʠʥʩʢʘʪʘ 

ʫʩʣʫʛʘ ʚ ʙʦʣʥʠʯʥʘʪʘ ʧʦʤʦʱ ʩʘ ʩʣʝʜʥʠʪʝ: 

- ʊʦʪʘʣʥʦ ʢʘʯʝʩʪʚʦ ï ʠʤʘ ʪʨʠ ʩʪʨʫʢʨʫʨʥʠ ʝʣʝʤʝʥʪʘ: ʦʪʛʦʚʦʥʦʩʪ ʥʘ ʚʩʠʯʢʠ 

ʬʫʥʢʮʠʠ, ʝʣʠʤʠʥʠʨʘʥʝ ʥʘ ʜʦʙʘʚʝʥʘʪʘ ʩʪʦʡʥʦʩʪ, ʢʦʷʪʦ ʥʝ ʩʝ ʧʨʦʜʘʚʘ  ʠ 

ʫʯʘʩʪʠʝ ʥʘ ʚʩʠʯʢʠ ʡʝʨʘʨʭʠʯʥʠ ʥʠʚʘ (ʪʦʪʘʣʥʦ ʚʲʚʣʠʯʘʥʝ). ʀʟʤʝʨʚʘ ʩʝ 

ʯʨʝʟ ʫʜʦʚʣʝʪʚʦʨʝʥʦʩʪʪʘ ʥʘ ʧʦʪʨʝʙʠʪʝʣʠʪʝ, ʥʝʧʨʦʜʘʚʘʝʤʘʪʘ ʜʦʙʘʚʝʥʘ 

ʩʪʦʡʥʦʩʪ (ʨʘʟʭʦʜʠʪʝ ʟʘ ʣʦʰʦ ʢʘʯʝʩʪʚʦ) ʠ ʤʦʪʠʚʘʮʠʷʪʘ ʥʘ ʧʝʨʩʦʥʘʣʘ.  

- ʄʝʪʦʜʠʢʘ SERVQUAL ï ʩʲʟʜʘʜʝʥʘ ʢʘʪʦ ʤʦʜʝʣ ʥʘ Ăʠʜʝʘʣʥʘʪʘò ʫʩʣʫʛʘ ʦʪ 

Parasuraman, Zeithaml ʠ Berry (1985ʛ.), ʝ ʫʥʠʚʝʨʩʘʣʝʥ ʠʥʩʪʨʫʤʝʥʪ, 

ʝʜʥʘʢʚʦ ʚʘʣʠʜʝʥ ʟʘ ʠʟʤʝʨʚʘʥʝ ʥʘ ʫʩʣʫʛʠʪʝ ʚ ʠʥʜʫʩʪʨʠʷʪʘ ʠ ʟʘ 

ʙʦʣʥʠʯʥʘʪʘ ʩʨʝʜʘ. ɺʢʣʶʯʚʘ ʧʝʪ ʢʨʠʪʝʨʠʷ: ʬʠʟʠʯʝʩʢʦ ʩʲʩʪʦʷʥʠʝ 

(tangibles), ʥʘʜʝʞʜʥʦʩʪ (reliability), ʦʪʟʠʚʯʠʚʦʩʪ (responsiveness), 

ʫʚʝʨʝʥʥʦʩʪ (assurance) ʠ ʝʤʧʘʪʠʷ (empathy). ʀʟʤʝʨʚʘ ʢʘʯʝʩʪʚʦʪʦ ʥʘ 

ʫʩʣʫʛʘʪʘ ʩ ʧʦʤʦʱʪʘ ʥʘ ʢʦʣʠʯʝʩʪʚʝʥʠʷ ʧʦʢʘʟʘʪʝʣ SQI. 

- SQI ñService Quality Indexò - ʠʥʜʝʢʩ ʥʘ ʢʘʯʝʩʪʚʦʪʦ. ɺʠʩʦʢʦʪʦ ʢʘʯʝʩʪʚʦ ʥʘ 

ʧʨʝʜʦʩʪʘʚʷʥʘʪʘ ʫʩʣʫʛʘ ʩʲʦʪʚʝʪʩʪʚʘ ʥʘ ʥʝʦʪʨʠʮʘʪʝʣʥʦ ʟʥʘʯʝʥʠʝ ʥʘ SQI 

(ʚʲʟʧʨʠʝʤʘʥʦʪʦ ʢʘʯʝʩʪʚʦ ʥʘ ʧʦʣʫʯʝʥʘʪʘ ʫʩʣʫʛʘ ʩʝ ʦʮʝʥʷʚʘ ʥʝ ʧʦ - 

ʥʠʩʢʦ ʦʪ ʦʯʘʢʚʘʥʦʪʦ). 

- ʄʦʜʝʣ GAP - ʨʘʟʨʘʙʦʪʝʥ ʦʪ ʘʤʝʨʠʢʘʥʩʢʠʪʝ ʠʟʩʣʝʜʦʚʘʪʝʣʠ Parasuraman, 

Zeithaml and Berry (1985ʛ. ï 1988ʛ.) (ʬʠʛʫʨʘ 63). 
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ʌʠʛʫʨʘ 63 ʄʦʜʝʣ Gap, ʀʟʪʦʯʥʠʢ: ʇʨʝʜʚʦʜʠʪʝʣʝʚʘ, ʄ.,ɼ., ɹʘʣʘʝʚʘ, ʆ., ʍ., [89]  

 

ʄʦʜʝʣʲʪ ʜʘʚʘ ʚʲʟʤʦʞʥʦʩʪ ʧʨʦʮʝʩʲʪ ʥʘ ʧʨʝʜʦʩʪʘʚʷʥʝ ʥʘ ʫʩʣʫʛʘʪʘ ʜʘ ʙʲʜʝ 

ʚʠʜʷʥ ʢʘʪʦ ʮʷʣʦ, ʜʘ ʙʲʜʘʪ ʫʩʪʘʥʦʚʝʥʠ ʚʲʟʤʦʞʥʠʪʝ ʥʝʩʲʦʪʚʝʪʩʪʚʠʷ ʧʨʠ 

ʧʨʝʜʦʩʪʘʚʷʥʝ ʥʘ ʫʩʣʫʛʘʪʘ, ʢʦʠʪʦ ʧʨʝʜʩʪʘʚʣʷʚʘʪ ʠʟʪʦʯʥʠʮʠ ʥʘ 

ʥʝʫʜʦʚʣʝʪʚʦʨʠʪʝʣʥʦʪʦ ʢʘʯʝʩʪʚʦ. ɺʝʣʠʯʠʥʘʪʘ ʠ ʥʘʩʦʯʝʥʦʩʪʪʘ ʥʘ 

ʥʝʩʲʦʪʚʝʪʩʪʚʠʷʪʘ ʦʢʘʟʚʘʪ ʚʣʠʷʥʠʝ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʫʩʣʫʛʘʪʘ. ʂʣʯʁʦʚ ʩʝ ʷʚʷʚʘ 

Gap 5 (ʨʘʟʨʠʚ15 5) ʤʝʞʜʫ ʝʣʝʤʝʥʪʠʪʝ çʦʯʘʢʚʘʥʘ ʫʩʣʫʛʘè ʠ çʚʲʟʧʨʠʝʤʘʥʘ 

ʫʩʣʫʛʘè. ʋʩʣʫʛʘʪʘ ʝ ʢʘʯʝʩʪʚʝʥʘ, ʘʢʦ ʨʘʟʨʠʚʲʪ ʦʪʩʲʩʪʚʘ. ʉʲʱʝʩʪʚʫʚʘʥʝʪʦ ʥʘ Gap 

5 ʩʝ ʦʙʫʩʣʘʚʷ ʦʪ ʥʘʣʠʯʠʝʪʦ ʥʘ Gap 1 ï 4. ʅʘʣʠʮʝ ʝ ʚʝʨʠʞʥʘ ʨʝʘʢʮʠʷ ʥʘ 

ʨʘʟʨʠʚʠʪʝ ʦʪ 1 ʜʦ 3 - ʚʲʟʥʠʢʚʘʥʝʪʦ ʥʘ ʨʘʟʨʠʚʘ 1 ʚʦʜʠ ʜʦ ʨʘʟʨʠʚʠʪʝ 2 ʠ 3, 

ʜʦʢʘʪʦ ʨʘʟʨʠʚʲʪ 4 ʝ ʘʚʪʦʥʦʤʝʥ.  

2.2.ɽʣʠʤʠʥʠʨʘʥʝ ʥʘ ʥʝʧʨʦʜʘʚʘʝʤʘʪʘ ʜʦʙʘʚʝʥʘ ʩʪʦʡʥʦʩʪ ʥʘ 

ʤʝʜʠʮʠʥʩʢʘʪʘ ʫʩʣʫʛʘ (ʦʮʝʥʢʘ ʥʘ ʧʨʦʮʝʩʘ ʥʘ ʧʨʝʜʦʩʪʘʚʷʥʝ ʥʘ ʤʝʜʠʮʠʥʩʢʘʪʘ 

ʫʩʣʫʛʘ - ʤʝʪʦʜʠʢʘ SERVQUAL ʠ ʤʦʜʝʣ GAP). ʆʮʝʥʢʘʪʘ ʩʝ ʠʟʚʲʨʰʚʘ ʠʟʮʷʣʦ ʧʦ 

ʢʨʠʪʝʨʠʠʪʝ ʥʘ ʤʝʪʦʜʠʢʘ SERVQUAL, ʢʲʤ ʢʦʠʪʦ ʩʧʦʨʝʜ ʚʠʞʜʘʥʠʷʪʘ ʥʘ 

ʟʜʨʘʚʥʠʪʝ ʤʝʥʠʜʞʲʨʠ ʤʦʛʘʪ ʜʘ ʙʲʜʘʪ ʜʦʙʘʚʝʥʠ ʜʨʫʛʠ ʠʟʤʝʨʝʥʠʷ ʥʘ ʢʘʯʝʩʪʚʦʪʦ. 

ɼʦʙʘʚʝʥʘʪʘ ʩʪʦʡʥʦʩʪ, ʢʦʷʪʦ ʥʝ ʩʝ Ăʧʨʦʜʘʚʘñ ʤʦʞʝ ʜʘ ʩʝ ʠʟʤʝʨʠ ʯʨʝʟ 

ʤʝʪʦʜʠʢʘʪʘ SERVQUAL (ʦʩʚʝʥ ʯʨʝʟ ʨʘʟʭʦʜʠʪʝ), ʩʣʝʜ ʩʣʝʜ ʧʨʦʚʝʞʜʘʥʝʪʦ ʥʘ 

ʘʥʢʝʪʠʪʝ Ăʆʯʘʢʚʘʥʠʷ ʟʘ ʤʝʜʠʮʠʥʩʢʘʪʘ ʫʩʣʫʛʘñ ʠ Ăɺʲʟʧʨʠʷʪʠʷ ʟʘ 

ʤʝʜʠʮʠʥʩʢʘʪʘ ʫʩʣʫʛʘñ. ɸʢʦ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʠʟʤʝʨʝʥʘʪʘ ʯʨʝʟ SQI ʤʝʜʠʮʠʥʩʢʘ 

ʫʩʣʫʛʘ ʝ ʨʘʚʥʘ ʥʘ ʥʫʣʘ (SQI = 0), ʪ.ʝ. ʦʯʘʢʚʘʥʠʷʪʘ ʟʘ ʫʩʣʫʛʘʪʘ ʧʦʢʨʠʚʘʪ 

ʚʲʟʧʨʠʷʪʠʷʪʘ ʦʪ ʥʝʷ ʩʣʝʜʚʘ, ʯʝ ʥʷʤʘ ʨʘʟʭʦʜʠ ʟʘ ʣʦʰʦ ʢʘʯʝʩʪʚʦ. ʊʦʚʘ 

                                                           
15
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ʦʟʥʘʯʘʚʘ ʥʘʣʠʯʠʝ ʥʘ ʩʪʦʡʥʦʩʪʠ  ʏʀʂ = 0 ʠʣʠ ʏʀʂ Ó 1. ɸʢʦ ʥʷʢʦʡ ʦʪ ʏʀʂ < 0, 

ʩʣʝʜʚʘ, ʯʝ ʧʦ ʪʦʟʠ ʢʨʠʪʝʨʠʡ ʩʲʱʝʩʪʚʫʚʘʪ ʨʘʟʭʦʜʠ ʟʘ Ăʣʦʰʦñ ʢʘʯʝʩʪʚʦ. ʊʦʚʘ 

ʩʘ ʨʘʟʭʦʜʠʪʝ ʟʘ ʥʝʧʨʦʜʘʚʘʝʤʘʪʘ ʜʦʙʘʚʝʥʘ ʩʪʦʡʥʦʩʪ. ɺ ʪʝʟʠ ʩʣʫʯʘʠ ʝ 

ʥʝʦʙʭʦʜʠʤʦ ʤʝʥʠʜʞʤʲʥʪʲʪ ʜʘ ʥʘʧʨʘʚʠ ʘʥʘʣʠʟ ʥʘ ʩʲʦʪʚʝʪʥʠʪʝ ʢʨʠʪʝʨʠʠ ʠ 

ʧʦʜʢʨʠʪʝʨʠʠ. ʄʦʜʝʣʲʪ GAP ʝ ʤʘʪʨʠʮʘʪʘ, ʚʲʨʭʫ ʢʦʷʪʦ ʩʝ ʧʨʘʚʷʪ ʘʥʘʣʠʟʲʪ ʠ 

ʠʟʚʦʜʠʪʝ, ʊʲʨʩʷʪ ʩʝ ʥʝ/ʩʲʦʪʚʝʪʩʪʚʠʷ ʤʝʞʜʫ ʦʯʘʢʚʘʥʠʷʪʘ ʟʘ ʫʩʣʫʛʘʪʘ ʧʨʝʜʠ ʜʘ 

ʙʲʜʝ ʧʦʣʫʯʝʥʘ ʠ ʚʲʟʧʨʠʷʪʠʷʪʘ ʩʣʝʜ ʧʦʣʫʯʘʚʘʥʝʪʦ ʠ, ʪ.ʥ. ʨʘʟʨʠʚ ĂGap 5ò. 

ʇʦʩʣʝʜʥʠʷʪ ʦʧʨʝʜʝʣʷ ʧʦʩʦʢʘʪʘ ʥʘ ʘʥʘʣʠʟʘ, ʘ ʠʤʝʥʥʦ: (1) ʠʤʘ ʣʠ ʩʲʦʪʚʝʪʩʪʚʠʝ 

ʤʝʞʜʫ ʧʨʝʜʩʪʘʚʘʪʘ ʥʘ ʤʝʥʠʜʞʲʨʠʪʝ ʟʘ ʫʩʣʫʛʘʪʘ ʠ ʦʯʘʢʚʘʥʠʷʪʘ ʥʘ 

ʧʦʪʨʝʙʠʪʝʣʠʪʝ (ʧʘʮʠʝʥʪʠʪʝ) ʟʘ ʥʝʷ; (2) ʧʨʝʚʝʞʜʘʥʝ ʥʘ Ăʛʣʘʩʘñ ʥʘ ʧʦʪʨʝʙʠʪʝʣʷ 

ʥʘ ʝʟʠʢʘ ʥʘ ʩʪʘʥʜʘʨʪʠʪʝ; (3) ʠʟʧʲʣʥʝʥʠʝ ʥʘ ʫʩʣʫʛʘʪʘ; (4) ʢʘʢʘʚʠ ʩʘ ʢʦʥʪʘʢʪʠʪʝ 

ʥʘ ʦʨʘʛʘʥʠʟʘʮʠʷʪʘ ʩ ʚʲʥʰʥʠʪʝ ʧʦʪʨʝʙʠʪʝʣʠ. 

2.3. ʆʮʝʥʢʘʪʘ ʩ ʬʦʢʫʩ ʚʲʨʭʫ ʧʦʪʨʝʙʠʪʝʣʷ (ʫʜʦʚʣʝʪʚʦʨʝʥʦʩʪ ʥʘ 

ʧʦʪʨʝʙʠʪʝʣʷ) ʩʝ ʦʩʲʱʝʩʪʚʷʚʘ ʯʨʝʟ ʘʥʢʝʪʠʪʝ Ăʇʨʷʢʦ ʠʟʨʘʟʝʥʦ ʫʜʦʚʣʝʪʚʦʨʝʥʠʝñ 

ʠ Ăʈʝʡʪʠʥʛ ʚʘʞʥʦʩʪ ï ʧʦʩʪʠʞʝʥʠʝñ. ɺʘʞʥʠ ʩʘ ʜʚʘʪʘ ʠʥʜʠʢʘʪʦʨʘ: (1) ʤʦʥʠʪʦʨʠʥʛ 

ʥʘ ʨʘʩʪʝʞʘ ʥʘ ʧʦʪʨʝʙʠʪʝʣʩʢʘʪʘ ʙʘʟʘ, ʢʦʷʪʦ ʜʠʨʝʢʪʥʦ ʝ ʩʚʲʨʟʘʥʘ ʩʲʩ 

ʟʘʜʦʚʦʣʷʚʘʥʝ ʥʘ ʧʦʪʨʝʙʥʦʩʪʠʪʝ ʦʪ ʫʩʣʫʛʘʪʘ (ʙʨʦʡ ʩʣʫʯʘʠ ʟʘ ʢʦʥʪʨʦʣʝʥ ʧʝʨʠʦʜ 

ʦʪ ʚʨʝʤʝ) ʠ (2) ʤʦʥʠʪʦʨʠʥʛ ʥʘ ʙʨʦʷ ʥʘ ʧʦʪʨʝʙʠʪʝʣʠʪʝ, ʢʦʠʪʦ ʧʦʚʪʘʨʷʪ 

ʪʨʘʥʟʘʢʮʠʠʪʝ ʠ ʙʨʦʷ ʥʘ ʚʠʜʦʚʝʪʝ ʫʩʣʫʛʠ (ʙʨʦʡ ʭʦʩʧʠʪʘʣʠʟʘʮʠʠ). 

2.4. ʆʮʝʥʢʘʪʘ ʥʘ ʪʦʪʘʣʥʦʪʦ ʚʲʚʣʠʯʘʥʝ ʥʘ ʧʝʨʩʦʥʘʣʘ ʯʨʝʟ ʦʮʝʥʢʘ ʥʘ 

ʤʦʪʠʚʘʮʠʷʪʘ ʥʘ ʧʝʨʩʦʥʘʣʘ, ʝ ʪʨʘʥʩʬʦʨʤʘʮʠʷʪʘ ʥʘ ʦʪʜʝʣʥʠʷ ʠʥʜʠʚʠʜ, 

ʜʦʢʦʣʢʦ ʮʝʥʥʦʩʪʠʪʝ ʥʘ ʩʲʪʨʫʜʥʠʮʠʪʝ ʩʘ ʦʙʚʲʨʟʘʥʠ ʩ ʮʝʣʠʪʝ ʥʘ ʦʨʛʘʥʠʟʘʮʠʷʪʘ, 

ʜʦʢʦʣʢʦ ʧʨʝʜʘʚʘ ʩʚʦʷ ʦʧʠʪ ʠ ʧʦʤʘʛʘ ʥʘ ʜʨʫʛʠʪʝ ʭʦʨʘ ʜʘ çʠʟʣʷʟʘʪ ʦʪ 

ʥʘʩʪʦʷʱʘʪʘè ʩʠ ʧʨʘʢʪʠʢʘ ʠ ʜʘ ʧʨʠʝʤʘʪ ʥʦʚʘʪʘ ʬʠʣʦʩʦʬʠʷ. ɺʨʲʟʢʘʪʘ ʤʝʞʜʫ 

ʨʦʣʷʪʘ ʥʘ ʯʦʚʝʰʢʠʷʪ ʬʘʢʪʦʨ ʚ ʪʦʪʘʣʥʦʪʦ ʚʲʚʣʠʯʘʥʝ ʠʤʘ ʟʘ ʙʘʟʘ 

ʘʢʪʫʘʣʠʟʠʨʘʥʠʷ ʤʦʜʝʣ ʥʘ ɽʡʙʨʘʭʘʤ ʄʘʩʣʦʫ ʟʘ ʡʝʨʘʨʭʠʷʪʘ ʥʘ ʧʦʪʨʝʙʥʦʩʪʠʪʝ. 

2.5. ɸʥʘʣʠʟʲʪ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʚʢʣʶʯʚʘ ʠʟʧʲʣʥʝʥʠʝ ʥʘ ʩʣʝʜʥʦʪʦ: 

Á ʆʧʨʝʜʝʣʷʥʝ ʥʘ ʩʲʱʠʥʩʢʠʪʝ ʧʦʢʘʟʘʪʝʣʠ ʥʘ ʢʘʯʝʩʪʚʦʪʦ (ʉʇʂ); 

Á ʆʧʨʝʜʝʣʷʥʝ ʥʘ ʤʝʪʦʜʠ ʟʘ ʦʮʝʥʢʘ ʥʘ ʩʲʱʠʥʩʢʠʪʝ ʧʦʢʘʟʘʪʝʣʠ ʥʘ 

ʢʘʯʝʩʪʚʦʪʦ; 

Á ʆʧʨʝʜʝʣʷʥʝ ʥʘ ʟʘʤʝʩʪʠʪʝʣʠʪʝ ʥʘ ʧʦʢʘʟʘʪʝʣʠʪʝ ʥʘ ʢʘʯʝʩʪʚʦʪʦ (ɿʇʂ); 

Á ʆʧʨʝʜʝʣʷʥʝ ʥʘ ʦʪʥʦʰʝʥʠʝʪʦ ʤʝʞʜʫ ʉʇʂ ʠ ɿʇʂ (ʉʇʂ/ɿʇʂ); 

ʂʘʪʦ ʩʝ ʠʟʭʦʞʜʘ ʦʪ ʜʚʫʷʢʘʪʘ ʧʨʠʨʦʜʘ ʥʘ ʢʨʠʪʝʨʠʠʪʝ ʠ ʧʦʜʢʨʠʪʝʨʠʠʪʝ ʦʪ 

ʤʦʜʝʣʘ SERVQUAL, ʘ ʠʤʝʥʥʦ, ʯʝ ʪʝ ʝʜʥʦʚʨʝʤʝʥʥʦ ʩʘ ʢʨʠʪʝʨʠʠ ʠ 
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ʭʘʨʘʢʪʝʨʠʩʪʠʢʠ (ʬʘʢʪʦʨʠ) ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʠ ʪʨʷʙʚʘ ʜʘ ʩʘ ʥʘʣʠʯʥʠ ʧʨʝʟ ʮʷʣʦʪʦ 

ʚʨʝʤʝ ʥʘ ʧʨʝʜʦʩʪʘʚʷʥʝʪʦ ʥʘ ʫʩʣʫʛʘʪʘ, ʩʣʝʜʚʘ, ʯʝ ʪʝ ʠ ʪʝʭʥʠʪʝ ʩʪʦʡʥʦʩʪʠ ʚ 

ʯʘʩʪʪʘ Ăʦʯʘʢʚʘʥʠʷñ ʪʨʷʙʚʘ ʜʘ ʩʝ ʨʘʟʛʣʝʞʜʘʪ ʢʘʪʦ ʉʇʂ.  

ʅʝ ʩʲʱʝʩʪʚʫʚʘ ʫʥʠʚʝʨʩʘʣʝʥ ʤʝʪʦʜ ʟʘ ʠʟʤʝʨʚʘʥʝ ʥʘ ʉʇʂ. ʉʨʝʜʥʘʪʘ 

ʩʪʦʡʥʦʩʪ ʥʘ ʩʫʤʘʪʘ ʦʪ ʏʀʂ ʥʘ ʢʨʠʪʝʨʠʠʪʝ ʥʘ ʤʝʪʦʜʠʢʘʪʘ SERVQUAL 

(ʤʘʪʝʨʠʘʣʥʦʩʪ, ʥʘʜʝʞʜʥʦʩʪ, ʦʪʟʠʚʯʠʚʦʩʪ, ʫʚʝʨʝʥʥʦʩʪ ʠ ʩʲʯʫʚʩʪʚʠʝ) ʤʦʞʝ 

ʜʘ ʩʝ ʨʘʟʛʣʝʞʜʘ ʢʘʪʦ ʠʥʪʝʛʨʘʣʝʥ ʧʦʢʘʟʘʪʝʣ ʥʘ ʢʘʯʝʩʪʚʦʪʦ (ʀʇK), ʠ 

ʧʨʝʜʩʪʘʚʣʷʚʘ ʩʘʤʠʷʪ ʛʣʦʙʘʣʝʥ ʢʦʝʬʠʮʠʝʥʪ ʥʘ ʢʘʯʝʩʪʚʦʪʦ - SQI. 

 

ʀʇK (SQI) = Ɇ {ʏʀʂ (ʄ 1-4) + ʏʀʂ (ʅ 5-9) + ʏʀʂ (ʆ 10-13) + ʏʀʂ (ʋ 14-17) + ʏʀʂ (ʉ 18-ʉ22)} / n 

 

ɿʇʂ ʩʝ ʩʲʜʲʨʞʘʪ ʚ ʠʟʠʩʢʚʘʥʠʷʪʘ ʥʘ ʤʝʜʠʮʠʥʩʢʠʪʝ ʩʪʘʥʜʘʨʪʠ, ʘ 

ʦʪʥʦʰʝʥʠʝʪʦ ʉʇʂ / ɿʇʂ, ʙʠ ʪʨʷʙʚʘʣʦ ʜʘ ʝ ʨʘʟʨʠʚʲʪ ʤʝʞʜʫ ʚʲʟʧʨʠʷʪʠʷ ʠ 

ʦʯʘʢʚʘʥʠʷ ʟʘ ʤʝʜʠʮʠʥʩʢʘʪʘ ʫʩʣʫʛʘ - Gap 5. 

ʆʮʝʥʢʘʪʘ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʤʝʜʠʮʠʥʩʢʘʪʘ ʫʩʣʫʛʘ ʩʝ ʠʟʚʲʨʰʚʘ ʝʞʝʛʦʜʥʦ.  
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ʂʆʅʎɽʇʎʀʗ ɿɸ ʆʎɽʅʂɸ ʅɸ ʂɸʏɽʉʊɺʆʊʆ ʅɸ ʄɽɼʀʎʀʅʉʂɸʊɸ ʋʉʃʋɻɸ ɺ ʃɿɹʇ ɺ ʂʆʅʊɽʂʉʊɸ ʅɸ TQM 

 
 

ʊʆʊɸʃʅʆ ʂɸʏɽʉʊɺʆ 

                                                                                                     Ź 
ɸ. ʉʊʈʋʂʊʋʈɸ ʀ ɽʃɽʄɽʅʊʀ ʅɸ TQM       
 

1. ɽʣʠʤʠʥʠʨʘʥʝ ʥʘ 
ʥʝʧʨʦʜʘʚʘʝʤʘʪʘ ʜʦʙʘʚʝʥʘ 
ʩʪʦʡʥʦʩʪ ʥʘ 
ʧʨʦʜʫʢʪʘ/ʫʩʣʫʛʘʪʘ 

- 2. ʆʪʛʦʚʦʨʥʦʩʪ ʥʘ ʚʩʠʯʢʠ ʬʫʥʢʮʠʠ - 
3. ʋʯʘʩʪʠʝ ʥʘ ʚʩʠʯʢʠ ʡʝʨʘʨʭʠʯʥʠ 
ʥʠʚʘ (ʪʦʪʘʣʥʦ ʚʲʚʣʠʯʘʥʝ) 

 
ɹ. ʀɿʄɽʈʀʄʆʉʊ               Ź                                                       Ź                                                                                Ź              
  

ʄʝʪʦʜʠʢʘ SERVQUAL ʠ 

ʄʦʜʝʣ Gap 

 

 

ʀʟʤʝʨʚʘʥʝ ʥʘ ʫʜʦʚʣʝʪʚʦʨʝʥʦʩʪʪʘ ʥʘ 
ʧʦʪʨʝʙʠʪʝʣʠʪʝ (ʚʲʪʨʝʰʥʠ ʠ ʚʲʥʰʥʠ) 

 

ʄʦʪʠʚʘʮʠʷ ʥʘ ʧʝʨʩʦʥʘʣʘ 

 
ɺ. ɸʅʂɽʊʅʀ ʄɽʊʆɼʀ          Ź                                                    Ź                                                                                Ź   
 

Á Ăʆʯʘʢʚʘʥʠʷ ʟʘ ʤʝʜʠʮʠʥʩʢʘʪʘ 
ʫʩʣʫʛʘñ 

Á Ăɺʲʟʧʨʠʷʪʠʷ ʟʘ ʤʝʜʠʮʠʥʩʢʘʪʘ 
ʫʩʣʫʛʘñ 

 

 

Á ʄʝʪʦʜʠñ ʇʨʷʢʦ ʠʟʨʘʟʝʥʦ 
ʫʜʦʚʣʝʪʚʦʨʝʥʠʝñ ʠ  

Á Ăʈʝʡʪʠʥʛʠ ʚʘʞʥʦʩʪ ï ʧʦʩʪʠʞʝʥʠʝñ 

 Á ʄʦʪʠʚʘʮʠʦʥʝʥ ʧʨʦʬʠʣ ʥʘ 
ʧʝʨʩʦʥʘʣʘ  

(ʨʘʥʞʠʨʘʥʝ ʥʘ ʤʦʪʠʚʘʮʠʦʥʥʠʪʝ 
ʬʘʢʪʦʨʠ ʧʦ ʟʥʘʯʠʤʦʩʪ ʠ 
ʥʝ/ʫʜʦʚʣʝʪʚʦʨʝʥʦʩʪ ʦʪ ʪʷʭ) 

 

ɻ. ɸʅɸʃʀɿ ʅɸ ʂɸʏɽʉʊɺʆʊʆ  Ź   
 
 

 

 

 

ʌʠʛʫʨʘ ˉ 62 ʂʦʥʮʝʧʮʠʷ ʟʘ ʦʮʝʥʢʘ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʤʝʜʠʮʠʥʩʢʘʪʘ ʫʩʣʫʛʘ ʚ ʃɿɹʇ     

ʆʧʨʝʜʝʣʷʥʝ ʥʘ ʩʲʱʠʥʩʢʠʪʝ 
ʧʦʢʘʟʘʪʝʣʠ ʥʘ ʢʘʯʝʩʪʚʦʪʦ, 
ʟʘʤʝʩʪʠʪʝʣʠʪʝ ʥʘ ʧʦʢʘʟʘʪʝʣʠʪʝ ʥʘ 
ʢʘʯʝʩʪʚʦʪʦ ʠ ʠʥʪʝʛʨʘʣʥʠʷ 
ʧʦʢʘʟʘʪʝʣ ʥʘ ʢʘʯʝʩʪʚʦʪʦ - SQI 
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ɸʃɻʆʈʀʊʒʄ ɿɸ ʆʎɽʅʂɸ ʅɸ ʂɸʏɽʉʊɺʆʊʆ ʅɸ ʄɽɼʀʎʀʅʉʂɸʊɸ ʋʉʃʋɻɸ 

ɺ ʃɿɹʇ 

ɸ. ʉʊʒʇʂɸ ʇʒʈɺɸ ï ɽʃʀʄʀʅʀʈɸʅɽ ʅɸ ʅɽʇʈʆɼɸɺɸɽʄɸʊɸ ɼʆɹɸɺɽʅɸ ʉʊʆʁʅʆʉʊ ʅɸ 

ʄɽɼʀʎʀʅʉʂɸʊɸ ʋʉʃʋɻɸ (ʦʮʝʥʢʘ ʥʘ ʧʨʦʮʝʩʘ ʥʘ ʧʨʝʜʦʩʪʘʚʷʥʝ ʥʘ ʤʝʜʠʮʠʥʩʢʘʪʘ ʫʩʣʫʛʘ 

ʯʨʝʟ ʤʝʪʦʜʠʢʘʪʘ SERVQUAL ʠ ʤʦʜʝʣʘ GAP)  

1. ʆʧʨʝʜʝʣʷʥʝ ʥʘ ʛʣʦʙʘʣʥʠʷ ʢʦʝʬʠʮʠʝʥʪ ʥʘ ʢʘʯʝʩʪʚʦʪʦ (SQI), ʯʨʝʟ ʧʨʠʣʘʛʘʥʝ ʥʘ 

ʤʝʪʦʜʠʢʘʪʘ SERVQUAL ï ʘʥʢʝʪʠʨʘʥʝ ʥʘ ʧʦʪʨʝʙʠʪʝʣʠʪʝ 

Á SQI ʠ ʏʀʂ ʧʦʢʘʟʚʘʪ ʠʤʘ ʣʠ ʥʝʩʲʦʪʚʝʪʩʪʚʠʝ ʤʝʞʜʫ ʆ ʠ ɺ ʧʨʠ ʧʨʝʜʦʩʪʘʚʷʥʘʪʘ ʦʪ ʃɿɹʇ 

ʤʝʜʠʮʠʥʩʢʘʪʘ ʫʩʣʫʛʘ?  

- ʘʢʦ ʆ > ɺ ʩʲʱʝʩʪʚʫʚʘ ʥʝʩʲʦʪʚʝʪʩʪʚʠʝ ʤʝʞʜʫ ʦʯʘʢʚʘʥʠʷʪʘ ʠ ʚʲʟʧʨʠʷʪʠʷʪʘ ʥʘ 

ʤʝʜʠʮʠʥʩʢʪʘ ʫʩʣʫʛʘ (Gap 5); 

- ʘʢʦ ʆ Ò ɺ ʥʝ ʩʲʱʝʩʪʚʫʚʘ ʥʝʩʲʦʪʚʝʪʩʪʚʠʝ ʤʝʞʜʫ ʦʯʘʢʚʘʥʠʷʪʘ ʠ ʚʲʟʧʨʠʷʪʠʷʪʘ ʥʘ 

ʤʝʜʠʮʠʥʩʢʪʘ ʫʩʣʫʛʘ 

2. ʂʘʢʚʘ ʝ ʚʝʣʠʯʠʥʘʪʘ ʠ ʥʘʧʨʘʚʣʝʥʠʝʪʦ ʥʘ ʨʘʟʨʠʚʘ?  

Á ʆʮʝʥʢʘʪʘ ʩʝ ʠʟʚʲʨʰʚʘ ʧʦ ʨʝʟʫʣʪʘʪ ʠ ʧʦ ʟʥʘʯʝʥʠʝ:  

- ʧʦ ʨʝʟʫʣʪʘʪ (ʥʝʫʜʦʚʣʝʪʚʦʨʠʪʝʣʥʦ, ʫʜʦʚʣʝʪʚʦʨʠʪʝʣʥʦ, ʫʩʧʝʰʥʦ 

- ʧʦ ʟʥʘʯʝʥʠʝ ï ʮʠʬʨʦʚʦ ʠʟʨʘʞʝʥʠʝ, ʢʦʝʪʦ ʤʦʞʝ ʜʘ ʙʲʜʝ: +, -, 0; 

3. ʂʦʠ ʢʨʠʪʝʨʠʠ ʠ ʧʦʜʢʨʠʪʝʨʠʠ ʬʦʨʤʠʨʘʪ ʨʘʟʨʠʚʘ Gap 5 - çʦʯʘʢʚʘʥʠʷ ï 

ʚʲʟʧʨʠʷʪʠʷè?  

4. ʅʘ ʢʦʠ ʢʨʠʪʝʨʠʠ ʠ ʧʦʜʢʨʠʪʝʨʠʠ ʤʝʥʠʜʞʤʲʥʪʲʪ ʪʨʷʙʚʘ ʜʘ ʦʙʲʨʥʝ ʚʥʠʤʘʥʠʝ?  

5. ʆʙʨʘʪʥʘ ʚʨʲʟʢʘ ʤʝʞʜʫ ʧʦʪʨʝʙʠʪʝʣʠʪʝ (ʧʘʮʠʝʥʪʠʪʝ) ʠ ʨʲʢʦʚʦʜʩʪʚʦʪʦ ʥʘ 

ʦʨʛʘʥʠʟʘʮʠʷʪʘ, ʩ ʮʝʣ ʧʨʠʝʤʘʥʝ ʥʘ ʫʧʨʘʚʣʝʥʩʢʦ ʨʝʰʝʥʠʝ  

Á ʊʦʚʘ ʙʠ ʪʨʷʙʚʘʣʦ ʜʘ ʬʦʨʤʠʨʘ ʥʦʚ ʨʘʟʨʠʚ - Gap 6 (ʤʝʞʜʫ ʚʩʠʯʢʠ ʏʀʂ ʠ ʨʲʢʦʚʦʜʩʪʚʦʪʦ 

ʥʘ ʦʨʛʘʥʠʟʘʮʠʷʪʘ. ʅʘʣʠʯʠʝʪʦ ʥʘ ʨʘʟʨʠʚʘ ʦʟʥʘʯʘʚʘ ʨʘʟʤʠʥʘʚʘʥʝ ʤʝʞʜʫ 

ʩʪʨʘʪʝʛʠʯʝʩʢʠʪʝ ʮʝʣʠ ʠ ʨʝʟʫʣʪʘʪʘ, ʠʟʤʝʨʝʥ ʯʨʝʟ ʤʝʪʦʜʠʢʘʪʘ.  

6. SWOT analysis ʥʘ ʦʨʛʘʥʠʟʘʮʠʷʪʘ 

7. ʄʦʥʠʪʦʨʠʥʛ ï ʩʨʘʚʥʝʥʠʝ ʩ ʤʠʥʘʣ ʧʝʨʠʦʜ?  

8. ɹʝʥʯʤʘʨʢʠʥʛ ʤʝʞʜʫ ʦʪʜʝʣʠʪʝ ʚ ʦʨʛʘʥʠʟʘʮʠʷʪʘ ʠ ʩ ʜʨʫʛʠ ʃɿɹʇ ʯʨʝʟ SERVQUAL 

9. ʆʙʫʯʝʥʠʝ - ʧʫʙʣʠʢʫʚʘʥʝ ʥʘ ʜʘʥʥʠ 

ɹ. ʉʊʒʇʂɸ ɺʊʆʈɸ ï ʆʎɽʅʂɸ ʅɸ ʌʆʂʋʉɸ ɺʒʈʍʋ ʇʆʊʈɽɹʀʊɽʃʗ (ʫʜʦʚʣʝʪʚʦʨʝʥʦʩʪ ʥʘ 

ʧʦʪʨʝʙʠʪʝʣʷ) 

1. ʆʮʝʥʢʘ ʥʘ ʤʝʜʠʮʠʥʩʢʘʪʘ ʫʩʣʫʛʘ ʢʘʪʦ ʮʷʣʦ  

2. ʆʮʝʥʢʘ ʥʘ ʤʝʜʠʮʠʥʩʢʘʪʘ ʫʩʣʫʛʘ ʧʦ ʢʦʤʧʦʥʝʥʪʠ 

3. ʆʮʝʥʢʘ Ăʚʘʞʥʦʩʪ ï ʧʨʝʜʩʪʘʚʷʥʝò 

Á ɿʘʚʲʨʰʚʘ ʩ ʧʨʝʮʝʥʢʘ ʥʘ ʩʠʣʥʠʪʝ ʠ ʩʣʘʙʠʪʝ ʩʪʨʘʥʠ ʥʘ ʦʬʝʨʪʘʪʘ 

Á ʂʦʠ ʩʘ ʚʘʞʥʠʪʝ ʫʩʣʫʛʠ, ʢʦʠʪʦ ʥʝ ʩʝ ʧʨʝʜʣʘʛʘʪ ʥʘ ʥʝʦʙʭʦʜʠʤʦʪʦ ʨʘʚʥʠʱʝ? ʈʲʢʦʚʦʩʪʚʦʪʦ 

ʪʨʷʙʚʘ ʜʘ ʩʝ ʩʲʩʨʝʜʦʪʦʯʠ ʚʲʨʭʫ ʧʦʜʦʙʨʷʚʘʥʝʪʦ ʥʘ ʪʘʟʠ ʯʘʩʪ ʦʪ ʦʬʝʨʪʘʪʘ. ʂʦʠ ʩʘ 

ʚʘʞʥʠʪʝ ʫʩʣʫʛʠ, ʧʦ ʢʦʠʪʦ ʃɿɹʇ ʩʝ ʩʧʨʘʚʷ ʜʦʙʨʝ? ɼʘ ʩʝ ʟʘʧʘʟʠ ʜʦʙʨʦʪʦ ʠʟʧʲʣʥʝʥʠʝ.  

Á ʂʦʠ ʩʘ ʤʘʣʦʚʘʞʥʠʪʝ ʫʩʣʫʛʠ, ʢʦʠʪʦ ʩʝ ʠʟʧʲʣʥʷʚʘʪ ʧʦʩʨʝʜʩʪʚʝʥʦ? ʊʝ ʠʟʠʩʢʚʘʪ ʚʥʠʤʘʥʠʝ, 

ʟʘʱʦʪʦ ʜʦʨʠ ʠ ʤʘʣʦʚʘʞʥʠ, ʠʤʘʪ ʦʪʥʦʰʝʥʠʝ ʢʲʤ ʫʩʣʫʛʘʪʘ ʢʘʪʦ ʮʷʣʦ (ʧʦʪʨʝʙʠʪʝʣʷʪ ʠʤʘ 
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ʧʩʠʭʦʣʦʛʠʯʝʩʢʦʪʦ ʩʚʦʡʩʪʚʦ ʜʘ ʧʨʠʝʤʘ ʫʩʣʫʛʘʪʘ ʢʘʪʦ ʮʷʣʦ). 

Á ʂʦʠ ʩʘ ʤʘʣʦʚʘʞʥʠʪʝ ʫʩʣʫʛʠ, ʢʦʠʪʦ ʩʝ ʠʟʧʲʣʥʷʚʘʪ ʦʪʣʠʯʥʦ? ʊʝ ʩʘ ʩʚʲʨʟʘʥʠ ʩ ʠʟʣʠʰʥʠ 

ʨʘʟʭʦʜʠ.  

Á ʊʝʟʠ ʥʘʩʦʢʠ ʜʘʚʘʪ ʚʲʟʤʦʞʥʦʩʪ ʥʘ ʨʲʢʦʚʦʜʩʪʚʦʪʦ ʜʘ ʧʨʝʮʝʥʠ ʢʲʜʝ ʜʘ ʩʲʩʨʝʜʦʪʨʦʯʠ 

ʫʩʠʣʠʷʪʘ ʩʠ.  

4. ʆʮʝʥʢʘ ʟʘ ʣʦʷʣʥʦʩʪʪʘ ʥʘ ʧʦʪʨʝʙʠʪʝʣʠʪʝ (ʛʦʪʦʚʥʦʩʪ ʟʘ ʧʦʚʪʦʨʥʘ çʧʦʢʫʧʢʘè).  

ɺ. ʉʊʒʇʂɸ ʊʈɽʊɸ ï ʆʎɽʅʂɸ ʅɸ ʊʆʊɸʃʅʆʊʆ ɺʒɺʃʀʏɸʅɽ ʅɸ ʇɽʈʉʆʅɸʃɸ 

1. ʀʟʛʦʪʚʷʥʝ ʥʘ ʤʦʪʠʚʘʮʠʦʥʝʥ ʧʨʦʬʠʣ ʥʘ ʧʝʨʩʦʥʘʣʘ 

2. ʏʨʝʟ ʨʘʥʞʠʨʘʥʝ ʥʘ ʤʦʪʠʚʘʮʠʦʥʥʠʪʝ ʬʘʢʪʦʨʠ ʠ ʦʮʝʥʢʘʪʘ ʥʘ ʫʜʦʚʣʝʪʚʦʨʝʥʦʩʪʪʘ ʥʘ 

ʩʲʪʨʫʜʥʠʮʠʪʝ ʦʪ ʪʷʭ ʩʝ ʦʮʝʥʷʚʘʪ ʪʝʥʜʝʥʮʠʠʪʝ ʟʘ ʧʦʪʝʥʮʠʘʣʥʦ ʢʘʯʝʩʪʚʦ ʚ ʙʲʜʝʱʝ 

ʚʨʝʤʝ, ʠʟʨʘʟʝʥʦ ʯʨʝʟ ʜʦʙʘʚʷʥʝ ʥʘ ʩʪʦʡʥʦʩʪ ʧʦʩʨʝʜʩʪʚʦʤ ʟʥʘʥʠʷʪʘ ʠ 

ʠʥʬʦʨʤʘʮʠʷʪʘ, ʘ ʦʪ ʪʘʤ ʬʦʨʤʠʨʘʥʝ ʥʘ ʢʦʥʢʫʨʝʥʪʥʦ ʧʨʝʜʠʤʩʪʚʦ 

3. ʅʠʩʢʘʪʘ ʩʪʝʧʝʥ ʥʘ ʚʲʪʨʝʰʥʘ ʤʦʪʠʚʘʮʠʷ ʥʘ ʧʝʨʩʦʥʘʣʘ ʥʘ ʣʝʯʝʙʥʠʪʝ ʟʘʚʝʜʝʥʠʷ, 

ʚʦʜʠ ʜʦ ʧʦ ï ʥʠʩʢʦ ʥʠʚʦ ʥʘ ʢʘʯʝʩʪʚʦ ʥʘ ʧʨʝʜʦʩʪʘʚʷʥʘʪʘ ʦʪ ʪʷʭ ʤʝʜʠʮʠʥʩʢʘ ʫʩʣʫʛʘ  

ɻ. ʉʊʒʇʂɸ ʏɽʊɺʒʈʊɸ ʆʇʈɽɼɽʃʗʅɽ ʉʒʑʀʅʉʂʀʊɽ ʇʆʂɸɿɸʊɽʃʀ ʅɸ ʂɸʏɽʉʊɺʆʊʆ ʀ 

ɿɸʄɽʉʊʀʊɽʃʀʊɽ ʅɸ ʇʆʂɸɿɸʊɽʃʀʊɽ ʅɸ ʂɸʏɽʉʊɺʆʊʆ 

1. ɿʘ ʉʇʂ ï ʩʪʦʡʥʦʩʪʠʪʝ ʥʘ ʨʝʡʪʠʥʛʠʪʝ ʚ ʯʘʩʪʪʘ çʦʯʘʢʚʘʥʠʷè. (ʇʦʣʦʞʠʪʝʣʥʠʪʝ, 

ʫʜʦʚʣʝʪʚʦʨʠʪʝʣʥʠʪʝ ʩʪʦʡʥʦʩʪʠ ʧʦ ʜʘʜʝʥʠʪʝ ʢʨʠʪʝʨʠʠ ʩʝ ʜʦʙʣʠʞʘʚʘʪ ʜʦ 

ʞʝʣʘʥʠʷʪʘ ʥʘ ʧʦʪʨʝʙʠʪʝʣʠʪʝ) 

2. ɿʘ ɿʇʂ - ʠʟʠʩʢʚʘ ʧʨʝʦʮʝʥʢʘ ʥʘ ʩʪʘʥʜʘʨʪʠʪʝ, ʢʦʠʪo ʩʲʟʜʘʚʘʪ ʪʘʟʠ ʯʘʩʪ ʦʪ ʫʩʣʫʛʘʪʘ 

3. ʆʪʥʦʰʝʥʠʝ ʪʦ ʉʇʂ/ɿʇʂ ʝ ʨʘʟʨʠʚʲʪ ʤʝʞʜʫ ʦʯʘʢʚʘʥʠʷʪʘ ʠ ʚʲʟʧʨʠʷʪʠʷʪʘ ʟʘ 

ʤʝʜʠʮʠʥʩʢʘʪʘ ʫʩʣʫʛʘ  

ɼ. ʇʈʀʃʆɾɽʅʀɽ ʅɸ ɸʃɻʆʈʀʊʒʄɸ 

1. ʀʜʝʥʪʠʬʠʮʠʨʘʥʝ ʥʘ ʜʝʤʦʛʘʬʩʢʘʪʘ ʩʪʨʫʢʪʫʨʘ ʥʘ ʧʦʪʝʥʮʠʘʣʥʠʪʝ ʧʦʪʨʝʙʠʪʝʣʠ 

(ʧʘʮʠʝʥʪʠ) ʥʘ ʤʝʜʠʮʠʥʩʢʠ ʫʩʣʫʛʠ  (ʧʦ ʧʦʣ, ʚʲʟʨʘʩʪ, ʚʠʜ ʥʘ ʟʘʙʦʣʷʚʘʥʠʷ) 

2. ɼʝʬʠʥʠʨʘʥʝ ʥʘ ʧʦʪʨʝʙʥʦʩʪʠʪʝ, ʩʚʲʨʟʘʥʠ ʩʲʩ ʟʘʙʦʣʝʚʘʝʤʦʩʪʪʘ ʠ ʧʦʪʨʝʙʥʦʩʪʠʪʝ, 

ʩʚʲʨʟʘʥʠ ʩ ʧʨʦʤʦʮʠʷʪʘ ʠ ʧʨʦʬʠʣʘʢʪʠʢʘʪʘ  

3. ʆʧʨʝʜʝʣʷʥʝ ʢʦʠ ʩʘ ʩʝʛʤʝʥʪʠʪʝ ʥʘ ʧʘʟʘʨʘ ʟʘ ʦʨʛʘʥʠʟʘʮʠʷʪʘ? 

4. ʀʟʨʘʙʦʪʚʘʥʝ ʥʘ ʩʪʨʘʪʝʛʠʯʝʩʢʠ ʧʣʘʥ 

Á ɼʨʫʛʘ ʠʥʬʦʨʤʘʮʠʷ: ʨʠʩʢʦʚʠʪʝ ʬʘʢʪʦʨʠ ʧʨʠ ʦʙʩʣʫʞʚʘʥʠʪʝ ʩʲʚʢʫʧʥʦʩʪʠ; ʜʦʭʦʜʠʪʝ, 

ʩʦʮʠʘʣʥʦ ï ʠʢʦʥʦʤʠʯʝʩʢʠʪʝ ʬʘʢʪʦʨʠ, ʢʫʣʪʫʨʘ, ʧʦʚʝʜʝʥʯʝʩʢʠ ʤʦʪʠʚʠ, ʦʪʥʦʰʝʥʠʝʪʦ ʥʘ 

ʧʦʪʨʝʙʠʪʝʣʠʪʝ ʢʲʤ ʟʜʨʘʚʝʪʦ ʠ ʃɿ. 

Á ɿʘ ʠʟʚʲʨʰʚʘʥʝ ʥʘ ʢʦʥʪʨʦʣ ʥʘ ʟʚʝʥʘʪʘ ʚ ʦʨʛʘʥʠʟʘʮʠʷʪʘ; 

Á ɿʘ ʠʟʚʲʨʰʚʘʥʝ ʥʘ ʚʲʪʨʝʰʝʥ ʙʝʥʯʤʘʨʢʠʥʛ; 

Á ɿʘ ʮʷʣʦʩʪʥʘ ʦʮʝʥʢʘ ʥʘ ʥʠʚʦʪʦ ʥʘ ʢʘʯʝʩʪʚʦʪʦ. 
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4.ʀɿɺʆɼʀ:  

ʇʦ ï ʚʘʞʥʠʪʝ ʨʝʟʫʣʪʘʪʠ ʠ ʠʟʚʦʜʠ, ʧʦʣʫʯʝʥʠ ʚ ʩʣʝʜʩʪʚʠʝ ʥʘ ʠʟʩʣʝʜʚʘʥʝʪʦ 

ʩʘ ʩʣʝʜʥʠʪʝ: 

1. ɿʘ ʙʦʣʥʠʯʥʠʪʝ ʤʝʥʠʜʞʲʨʠ ʤʝʪʦʜʠʢʘʪʘ SERVQUAL ʝ ʮʝʥʝʥ 

ʠʥʩʪʨʫʤʝʥʪ ʟʘ ʠʟʤʝʨʚʘʥʝ ʥʘ ʬʫʥʢʮʠʦʥʘʣʥʦʪʦ ʠ ʪʝʭʥʠʯʝʩʢʦʪʦ 

ʢʘʯʝʩʪʚʦ ʚ ʩʦʙʩʪʚʝʥʘʪʘ ʠʤ ʦʨʛʘʥʠʟʘʮʠʷ. ʅʝʜʦʩʪʘʪʲʯʥʦʩʪʪʘ ʥʘ ʝʜʠʥ 

ʠʣʠ ʧʦʚʝʯʝ ʦʪ ʠʟʤʝʨʠʪʝʣʠʪʝ ʥʘ SERVQUAL, ʫʩʪʘʥʦʚʝʥʘ ʚ score 

ʨʝʟʫʣʪʘʪʘ (ʂʂ, ʏʀʂ, SQI), ʝ ʩʠʛʥʘʣ ʟʘ ʩʲʱʝʩʪʚʫʚʘʥʝ ʥʘ ʧʨʦʙʣʝʤ ʚ ʃɿ, 

ʢʦʝʪʦ ʧʦʨʘʞʜʘ ʥʝʦʙʭʦʜʠʤʦʩʪʪʘ ʦʪ ʨʘʟʙʠʨʘʥʝ ʥʘ ʧʘʮʠʝʥʪʩʢʠʪʝ 

ʚʲʟʧʨʠʷʪʠʷ ʟʘ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʧʨʝʜʦʩʪʘʚʝʥʠʪʝ ʫʩʣʫʛʠ ʠ ʥʘʯʠʥʘ, ʧʦ 

ʢʦʡʪʦ ʦʯʘʢʚʘʥʠʷʪʘ ʠ ʚʲʟʧʨʠʷʪʠʷʪʘ ʩʘ ʙʘʣʘʥʩʠʨʘʥʠ; 

2. ʋʩʪʘʥʦʚʠ ʩʝ, ʯʝ ʥʘ ʥʠʚʘʪʘ ʥʘ ʧʨʦʠʟʚʦʜʩʪʚʝʥʠʷ ʧʨʦʮʝʩ (ʧʨʝʜʦʩʪʘʚʷʥʝʪʦ) 

ʥʘ ʫʩʣʫʛʘʪʘ, ʜʚʝʪʝ ʢʘʯʝʩʪʚʘ ï ʬʫʥʢʮʠʦʥʘʣʥʦʪʦ ʠ ʪʝʭʥʠʯʝʩʢʦʪʦ ʩʝ ʩʣʠʚʘʪ, 

ʢʦʝʪʦ ʜʘʜʝ ʦʩʥʦʚʘʥʠʝ ʜʘ ʩʝ ʜʦʧʫʩʥʝ, ʯʝ ʤʝʪʦʜʠʢʘʪʘ SERVQUAL ʝ 

ʠʥʩʪʨʫʤʝʥʪ ʟʘ ʠʟʤʝʨʚʘʥʝ, ʢʘʢʪʦ ʥʘ ʬʫʥʢʮʠʦʥʘʣʥʦʪʦ ʢʘʯʝʩʪʚʦ, ʪʘʢʘ ʠ ʥʘ 

ʪʝʭʥʠʯʝʩʢʦʪʦ ʢʘʯʝʩʪʚʦ ʥʘ ʫʩʣʫʛʘʪʘ.  

3. ɺʩʝʢʠ ʝʜʠʥ ʢʨʠʪʝʨʠʡ ʥʘ ʤʝʪʦʜʠʢʘʪʘ SERVQUAL ʝ Ăʦʪʛʦʚʦʨʝʥò ʟʘ 

ʠʟʤʝʨʚʘʥʝʪʦ ʥʘ ʦʧʨʝʜʝʣʝʥ ʪʠʧ ʦʪʥʦʰʝʥʠʷ ʚʲʚ ʚʲʪʨʝʰʥʘʪʘ ʩʨʝʜʘ ʥʘ 

ʦʨʛʘʥʠʟʘʮʠʷʪʘ ʠʣʠ ʤʝʞʜʫ ʦʨʛʘʥʠʟʘʮʠʷʪʘ ʠ ʚʲʥʰʥʘʪʘ ʩʨʝʜʘ. 

ʂʨʠʪʝʨʠʠʪʝ ʠ ʧʦʜʢʨʠʪʝʨʠʠʪʝ ʦʪ ʤʦʜʝʣʘ SERVQUAL ʧʨʦʷʚʷʚʘʪ 

ʜʚʫʷʢʘ ʧʨʠʨʦʜʘ ïʝʜʥʦʚʨʝʤʝʥʥʦ ʪʝ ʩʘ ʢʨʠʪʝʨʠʠ ʠ ʭʘʨʘʢʪʝʨʠʩʪʠʢʠ 

(ʬʘʢʪʦʨʠ) ʥʘ ʢʘʯʝʩʪʚʦʪʦ, ʢʦʠʪʦ ʪʨʷʙʚʘ ʜʘ ʙʲʜʘʪ ʥʘʣʠʯʥʠ ʧʨʝʟ 

ʮʷʣʦʪʦ ʚʨʝʤʝ ʥʘ ʧʨʝʜʦʩʪʘʚʷʥʝ ʥʘ ʫʩʣʫʛʘʪʘ. 

4. ʄʝʪʦʜʠʢʘʪʘ SERVQUAL ʤʦʞʝ ʜʘ ʙʲʜʝ ʠʥʩʪʨʫʤʝʥʪ ʟʘ SWOT analysis 

ʯʨʝʟ ʠʟʤʝʨʝʥʠʪʝ ʂʂ ʥʘ ʧʦʜʢʨʠʪʝʨʠʠʪʝ, ʢʘʪʦ ʬʘʢʪʦʨʠ ʟʘ ʦʧʨʝʜʝʣʷʥʝ ʥʘ 

ʩʠʣʥʠʪʝ ʠ ʩʣʘʙʠʪʝ ʩʪʨʘʥʠ ʥʘ ʜʝʡʥʦʩʪʪʘ ʥʘ ʦʨʛʘʥʠʟʘʮʠʷʪʘ.   

5. ʏʨʝʟ ʂʂ ʠ ʏʀʂ ʥʘ ʤʝʪʦʜʠʢʘʪʘ SERVQUAL ʩʝ ʠʟʤʝʨʚʘʪ ʩʠʩʪʝʤʥʠʪʝ 

ʦʪʢʣʦʥʝʥʠʷ (ʧʨʠʥʘʜʣʝʞʘʪ ʥʘ ʧʨʦʮʝʩʘ: ʦʙʦʨʫʜʚʘʥʝ, ʧʨʦʬʝʩʠʦʥʘʣʝʥ ʦʧʠʪ, 

ʚʨʝʤʝ ʟʘ ʧʨʝʜʦʩʪʘʚʷʥʝ ʥʘ ʫʩʣʫʛʘʪʘ). ʉʪʦʡʥʦʩʪʠʪʝ ʥʘ ʂʂ, ʏʀʂ ʠ SQI ʧʦ ï 

ʤʘʣʢʠ ʦʪ ʥʫʣʘ ʠ ʦʪʨʠʮʘʪʝʣʥʠ, ʤʦʛʘʪ ʜʘ ʩʝ ʨʘʟʛʣʝʞʜʘʪ ʢʘʪʦ ʝʢʚʠʚʘʣʝʥʪ ʥʘ 

ʦʪʢʣʦʥʝʥʠʝ ʦʪ ʧʨʝʜʚʘʨʠʪʝʣʥʦ ʟʘʜʘʜʝʥʠʪʝ ʩʪʦʡʥʦʩʪʠ ʥʘ ʧʨʦʮʝʩʘ, 

ʩʲʦʪʚʝʪʩʪʚʘʱʠ ʥʘ ʩʪʘʙʠʣʥʦʩʪʪʘ (ʥʦʤʠʥʘʣʘ) ʥʘ ʧʨʦʮʝʩʘ, ʢʦʝʪʦ 

ʧʨʝʜʩʪʘʚʣʷʚʘ ʙʘʣʘʥʩʘ ʤʝʞʜʫ ʚʲʟʧʨʠʷʪʠʷ ʠ ʦʯʘʢʚʘʥʠʷ. ʊʦʟʠ ʘʥʘʣʠʟ ʤʦʞʝ 
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ʜʘ ʩʝ ʠʟʧʦʣʟʚʘ ʢʘʪʦ ʯʘʩʪ ʦʪ PDCA ʮʠʢʲʣʘ ʚ ʝʪʘʧʘ ʥʘ ʠʜʝʥʪʠʬʠʮʠʨʘʥʝ ʥʘ 

ʮʝʣʠʪʝ ʟʘ ʧʦʜʦʙʨʝʥʠʷ.  

6. ʄʝʪʦʜʠʢʘʪʘ SERVQUAL ʯʨʝʟ SQI, ʏʀʂ ʠ ʂʂ ʝ ʢʦʩʚʝʥ ʠ ʢʘʯʝʩʪʚʝʥ 

ʠʟʤʝʨʠʪʝʣ ʥʘ ʥʝʧʨʦʜʘʚʘʝʤʘʪʘ ʜʦʙʘʚʝʥʘ ʩʪʦʡʥʦʩʪ ʥʘ 

ʧʨʦʜʫʢʪʘ/ʫʩʣʫʛʘʪʘ. ʀʟʤʝʨʚʘʥʝʪʦ ʝ ʢʘʯʝʩʪʚʝʥʦ ʠ ʜʦʢʘʟʚʘ ʜʘʣʠ ʠʤʘ ʠʣʠ 

ʥʷʤʘ ʨʘʟʭʦʜʠ ʟʘ ʣʦʰʦ ʢʘʯʝʩʪʚʦ, ʠ ʢʲʤ ʢʦʠ ʢʨʠʪʝʨʠʠ ʠ ʘʩʧʝʢʪʠ ʥʘ 

ʢʘʯʝʩʪʚʦʪʦ ʤʦʛʘʪ ʜʘ ʙʲʜʘʪ ʦʪʥʝʩʝʥʠ.  

7. Mʝʞʜʫ ʤʦʪʠʚʘʮʠʷʪʘ, ʠʟʨʘʟʝʥʘ ʯʨʝʟ ʦʪʥʦʩʠʪʝʣʥʠʪʝ ʪʝʛʣʘ ʥʘ 

ʤʦʪʠʚʘʮʠʦʥʥʠʪʝ ʬʘʢʪʦʨʠ ʠ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʤʝʜʠʮʠʥʩʢʘʪʘ ʫʩʣʫʛʘ, ʠʟʨʘʟʝʥʦ 

ʯʨʝʟ ʛʣʦʙʘʣʥʠʷ ʢʦʝʬʠʮʠʝʥʪ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ï SQI ʠ ʠʟʯʠʩʣʝʥ ʯʨʝʟ 

ʤʝʪʦʜʠʢʘʪʘ SERVQUAL, ʩʲʱʝʩʪʚʫʚʘ ʩʪʘʪʠʩʪʠʯʝʩʢʠ ʟʥʘʯʠʤʘ ʦʙʨʘʪʥʦ 

ʧʨʦʧʦʨʮʠʦʥʘʣʥʘ ʢʦʨʝʣʘʮʠʦʥʥʘ ʟʘʚʠʩʠʤʦʩʪ. ʅʠʩʢʠʪʝ ʦʪʥʦʩʠʪʝʣʥʠ ʪʝʛʣʘ 

ʥʘ ʤʦʪʠʚʘʮʠʦʥʥʠʪʝ ʬʘʢʪʦʨʠ ʩʝ ʩʚʲʨʟʚʘʪ ʩ ʚʠʩʦʢʠ ʩʪʦʡʥʦʩʪʠ ʥʘ SQI ʠ 

ʦʙʨʘʥʦ - ʚʠʩʦʢʠʪʝ ʦʪʥʦʩʠʪʝʣʥʠ ʪʝʛʣʘ ʥʘ ʤʦʪʠʚʘʮʠʦʥʥʠʪʝ ʬʘʢʪʦʨʠ ʩʝ 

ʩʚʲʨʟʚʘʪ ʩ ʥʠʩʢʠ ʩʪʦʡʥʦʩʪʠ ʥʘ SQI.  

8. ʋʩʪʘʥʦʚʠ ʩʝ, ʯʝ ʥʠʩʢʘʪʘ ʩʪʝʧʝʥ ʥʘ ʚʲʪʨʝʰʥʘ ʤʦʪʠʚʘʮʠʷ ʥʘ ʧʝʨʩʦʥʘʣʘ ʥʘ 

ʣʝʯʝʙʥʠʪʝ ʟʘʚʝʜʝʥʠʷ, ʚʦʜʠ ʜʦ ʧʦ ï ʥʠʩʢʦ ʥʠʚʦ ʥʘ ʢʘʯʝʩʪʚʦ ʥʘ 

ʧʨʝʜʦʩʪʘʚʷʥʘʪʘ ʦʪ ʪʷʭ ʤʝʜʠʮʠʥʩʢʘ ʫʩʣʫʛʘ, ʦʪ ʢʲʜʝʪʦ ʩʣʝʜʚʘ ʨʦʣʷʪʘ ʥʘ 

ʯʦʚʝʰʢʠʷ ʬʘʢʪʦʨ ʩ ʥʝʛʦʚʠʪʝ ʧʦʪʨʝʙʥʦʩʪʠ ʢʘʪʦ ʝʣʝʤʝʥʪ ʟʘ ʬʦʨʤʠʨʘʥʝʪʦ 

ʠ ʦʮʝʥʢʘʪʘ ʥʘ ʢʘʯʝʩʪʚʦʪʦ.  

9. ʇʨʠ ʧʨʦʫʯʚʘʥʝʪʦ ʩ ʤʝʪʦʜʘ Ăʈʝʡʪʠʥʛʠ ʚʘʞʥʦʩʪ ï ʧʦʩʪʠʞʝʥʠʝñ ʩʝ ʫʩʪʘʥʦʚʠ, 

ʯʝ ʯʨʝʟ ʦʮʝʥʢʘʪʘ ʧʦ ʢʦʤʧʦʥʝʥʪʠʪʝ ʥʘ ʦʬʝʨʪʘʪʘ ʥʘ ʦʨʛʘʥʠʟʘʮʠʷʪʘ ʤʦʞʝ 

ʜʘ ʙʲʜʝ ʦʧʨʝʜʝʣʝʥ ʧʨʦʬʠʣʲʪ ʥʘ ʧʦʪʨʝʙʠʪʝʣʷ ʥʘ ʤʝʜʠʮʠʥʩʢʠ ʫʩʣʫʛʠ. 

10. ʄʝʪʦʜʲʪ Ăʈʝʡʪʠʥʛʠ ʚʘʞʥʦʩʪ ï ʧʦʩʪʠʞʝʥʠʝñ ʝ ʜʦʧʲʣʚʘʱ ʠʥʩʪʨʫʤʝʥʪ ʢʲʤ 

ʤʝʪʦʜʠʢʘʪʘ SERVQUAL ʯʨʝʟ ʩʲʚʤʝʩʪʥʦ ʠʟʩʣʝʜʚʘʥʝ ʥʘ ʟʘʚʠʩʠʤʦʩʪʠʪʝ 

Ăʢʘʯʝʩʪʚʦ ʥʘ ʤʝʜʠʮʠʥʩʢʘʪʘ ʫʩʣʫʛʘ (SQI) ï ʚʘʞʥʦʩʪñ ʠ Ăʢʘʯʝʩʪʚʦ ʥʘ 

ʤʝʜʠʮʠʥʩʢʘʪʘ ʫʩʣʫʛʘ (SQI) ï ʧʦʩʪʠʞʝʥʠʝñ.  

11. ʇʦʣʫʯʝʥʠʪʝ ʨʝʟʫʣʪʘʪʠ ʦʪ ʧʨʦʫʯʚʘʥʝʪʦ ʩ ʤʝʪʦʜʘ Ăʈʝʡʪʠʥʛʠ ʚʘʞʥʦʩʪ ï 

ʧʦʩʪʠʞʝʥʠʝñ ʟʘ ʉɹɸʃɹɹ ʠ ʄɹɸʃ ʜʦʢʘʟʚʘʪ ʟʥʘʯʠʤʘ ʢʦʨʝʣʘʮʠʦʥʥʘ 

ʟʘʚʠʩʠʤʦʩʪ ʤʝʞʜʫ SQI ʠ ʨʝʡʪʠʥʛʠ ʚʘʞʥʦʩʪ ï ʧʨʝʜʩʪʘʚʷʥʝ, ʩʲʦʪʚʝʪʥʦ 

ʟʘʚʠʩʠʤʦʩʪ: Ăʫʜʦʚʣʝʪʚʦʨʝʥʠʝ / ʠʟʧʲʣʥʝʥʠʝ ï SQIò. ʇʦʩʦʢʘʪʘ ʥʘ 

ʟʘʚʠʩʠʤʦʩʪʪʘ ʝ ʨʘʟʣʠʯʥʘ ʪ.ʝ. ʤʦʞʝ ʜʘ ʙʲʜʝ ʩʪʘʪʠʩʪʠʯʝʩʢʠ ʟʥʘʯʠʤʘ 

ʧʨʘʚʦʧʨʦʧʦʨʮʠʦʥʘʣʥʘ ʠʣʠ ʦʙʨʘʪʥʦ ʧʨʦʧʦʨʮʠʦʥʘʣʥʘ ʚ ʘʩʧʝʢʪʘ Ăʚʘʞʥʦʩʪñ 

ʠ ʩʪʘʪʠʩʪʠʯʝʩʢʠ ʟʥʘʯʠʤʘ ʧʨʘʚʦʧʨʦʧʦʨʮʠʦʥʘʣʥʘ ʠʣʠ ʦʙʨʘʪʥʦ 
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ʧʨʦʧʦʨʮʠʦʥʘʣʥʘ  ʚ ʘʩʧʝʢʪʘ Ăʧʨʝʜʩʪʘʚʷʥʝñ. ʈʘʟʣʠʯʠʝʪʦ ʩʝ ʦʧʨʝʜʝʣʷ ʦʪ 

ʨʘʟʣʠʯʥʠʷ ʭʘʨʘʢʪʝʨ ʥʘ ʦʬʝʨʪʠʪʝ, ʨʘʟʣʠʯʥʠʪʝ ʩʝʛʤʝʥʪʠ ʥʘ ʟʜʨʘʚʥʠʷ 

ʧʘʟʘʨ - ʩʧʝʮʠʘʣʠʟʠʨʘʥ, ʩ ʧʨʠʩʲʩʪʚʠʝʪʦ ʥʘ ʜʲʨʞʘʚʥʘ ʨʝʛʫʣʘʮʠʷ ʧʨʠ 

ʉɹɸʃɹɹ ʠ ʭʘʨʘʢʪʝʨʠʟʠʨʘʱ ʩʝ ʩ ʥʝʭʦʤʦʛʝʥʥʦʩʪ ʥʘ ʧʦʪʨʝʙʥʦʩʪʠʪʝ 

(ʚʢʣʶʯʚʘʱ ʮʝʣʠʷ ʩʧʝʢʪʲʨ ʥʘ ʧʘʪʦʣʦʛʠʷʪʘ), ʨʘʟʥʦʨʦʜʥʘ ʚʲʟʨʘʩʪʦʚʘ 

ʩʪʨʫʢʪʫʨʘ ʥʘ ʧʦʪʨʝʙʠʪʝʣʠʪʝ, ʛʦʣʷʤʘ ʩʧʝʰʥʦʩʪ ʠ ʦʙʝʤ ʧʨʠ ʄɹɸʃ. 

12. ʄʝʪʦʜʠʢʘʪʘ SERVQUAL ʝ ʙ̡ʨʟ ʠ ʣʝʩʝʥ ʠʥʩʪʨʫʤʝʥʪ ʟʘ ʮʷʣʦʩʪʥʘ ʦʮʝʥʢʘ 

ʥʘ ʥʠʚʦʪʦ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʧʦ ʦʪʥʦʰʝʥʠʝ ʥʘ: ʤʘʪʝʨʠʘʣʥʠʪʝ ʨʝʩʫʨʩʠ, 

ʧʨʦʬʝʩʠʦʥʘʣʥʘʪʘ ʢʦʤʧʝʪʝʥʪʥʦʩʪ, ʩʚʦʝʚʨʝʤʝʥʥʦʩʪ ʠ ʜʦʩʪʲʧʥʦʩʪ, 

ʧʦʪʨʝʙʥʦʩʪʠʪʝ ʠ ʧʨʝʜʩʪʘʚʘʪʘ ʟʘ ʫʩʣʫʛʘʪʘ; 

13. ʀʟʧʦʣʟʚʘʥʝ ʥʘ SQI ʢʘʪʦ ʝʣʝʤʝʥʪ ʥʘ ʧʨʦʚʝʞʜʘʥʝ ʥʘ ʧʦʨʪʬʝʡʣʝʥ ʘʥʘʣʠʟ 

(ʥʘʧʨʠʤʝʨ: ʤʥʦʛʦʧʨʦʬʠʣʥʘ ʙʦʣʥʠʮʘ), ʯʨʝʟ ʨʘʟʯʝʪ ʠ ʩʨʘʚʥʝʥʠʝ ʥʘ SQI ʟʘ 

ʨʘʟʣʠʯʥʠʪʝ ʫʩʣʫʛʠ, ʧʨʝʜʦʩʪʘʚʷʥʠ ʦʪ ʦʨʛʘʥʠʟʘʮʠʷʪʘ.  

14. SQI ʤʦʞʝ ʜʘ ʩʝ ʠʟʧʦʣʟʚʘ ʚ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʢʨʠʪʝʨʠʡ ʟʘ ʢʦʥʪʨʦʣ ʥʘ 

ʜʝʡʥʦʩʪʪʘ ʥʘ ʦʪʜʝʣʥʠʪʝ ʟʚʝʥʘ ʢʘʪʦ ʧʦʢʘʟʘʪʝʣ ʟʘ ʩʪʘʥʜʘʨʪʠʟʘʮʠʷ ʥʘ 

ʧʨʦʜʫʢʪʘ ʠ ʟʘ ʦʧʨʝʜʝʣʷʥʝ ʥʘ ʦʪʜʝʣʠʪʝ Ăʬʣʘʛʤʘʥʠò; 

15. ʇʦʩʨʝʜʩʪʚʦʤ ʤʝʪʦʜʠʢʘʪʘ SERVQUAL ʤʦʞʝ ʜʘ ʙʲʜʝ ʦʩʲʱʝʩʪʚʷʚʘʥ 

ʚʲʪʨʝʰʝʥ ʙʝʥʯʤʘʨʢʝʪʠʥʛ ʯʨʝʟ ʦʧʨʝʜʝʣʷʥʝ ʠ ʩʲʧʦʩʪʘʚʷʥʝ ʥʘ SQI ʟʘ 

ʘʥʘʣʦʛʠʯʥʠ ʫʩʣʫʛʠ, ʧʨʝʜʣʘʛʘʥʠ ʦʪ ʨʘʟʣʠʯʥʠ ʦʪʜʝʣʝʥʠʷ ʥʘ ʦʨʛʘʥʠʟʘʮʠʷʪʘ. 

16. ʄʝʪʦʜʠʢʘʪʘ SERVQUAL ʠ ʤʦʜʝʣʲʪ Gap, ʧʨʠʣʦʞʝʥʠ ʩʲʚʤʝʩʪʥʦ ʜʘʚʘʪ 

ʚʲʟʤʦʞʥʦʩʪ ʟʘ ʧʨʝʦʩʤʠʩʣʷʥʝ ʥʘ  ʩʪʨʘʪʝʛʠʷʪʘ ʥʘ ʦʨʛʘʥʠʟʘʮʠʷ, ʚ 

ʩʤʠʩʲʣʘ ʥʘ ʮʝʣʠʪʝ ʠ ʨʝʩʫʨʩʠʪʝ ʟʘ ʪʷʭʥʦʪʦ ʧʦʩʪʠʛʘʥʝ; 

17.  ʇʦʩʨʝʜʩʪʚʦʤ ʤʝʪʦʜʠʢʘʪʘ SERVQUAL ʤʦʞʝ ʜʘ ʙʲʜʝ ʦʩʲʱʝʩʚʷʚʘʥ 

ʚʲʥʰʝʥ ʙʝʥʯʤʘʨʢʠʥʛ ʯʨʝʟ ʦʧʨʝʜʝʣʷʥʝ ʠ ʩʲʧʦʩʪʘʚʷʥʝ ʥʘ SQI  ʟʘ 

ʘʥʘʣʦʛʠʯʥʠ ʫʩʣʫʛʠ, ʧʨʝʜʣʘʛʘʥʠ ʦʪ ʨʘʟʣʠʯʥʠ ʃɿ. 

 

5. ʇʈɽʇʆʈʒʂʀ 

Á ɸʜʘʧʪʠʨʘʥʝ ʥʘ ʢʨʠʪʝʨʠʠʪʝ ʦʪ ʤʝʪʦʜʠʢʘʪʘ SERVQUAL ʢʲʤ ʙʦʣʥʠʯʥʘʪʘ 

ʩʨʝʜʘ ʯʨʝʟ ʠʜʝʥʪʠʬʠʮʠʨʘʥʝ ʥʘ ʪʘʢʠʚʘ ʢʨʠʪʝʨʠʠ, ʢʦʠʪʦ ʜʘ ʦʪʨʘʟʷʚʘʪ 

ʩʧʝʮʠʬʠʢʘʪʘ ʥʘ ʙʦʣʥʠʯʥʠʷ ʧʨʦʮʝʩ ʠ ʥʝʛʦʚʠʪʝ ʧʦʜʧʨʦʮʝʩʠ.  

Á ʊʲʨʩʝʥʝʪʦ ʥʘ ʥʦʚʠ ʢʨʠʪʝʨʠʠ ʟʘ ʠʟʤʝʨʚʘʥʝ ʥʘ ʤʝʜʠʮʠʥʩʢʘʪʘ ʫʩʣʫʛʘ 

ʪʨʷʙʚʘ ʜʘ ʩʝ ʬʦʢʫʩʠʨʘ ʚʲʨʭʫ ʘʥʘʣʠʟ ʥʘ ʝʣʝʤʝʥʪʠʪʝ, ʠʟʛʨʘʞʜʘʱʠ 

ʚʲʪʨʝʰʥʘʪʘ ʠ ʚʲʥʰʥʘʪʘ ʩʨʝʜʘ ʥʘ ʦʨʛʘʥʠʟʘʮʠʷʪʘ ʠ ʦʪʥʦʰʝʥʠʷʪʘ ʤʝʞʜʫ 

ʪʷʭ, ʢʘʢʪʦ ʠ ʩʣʝʜʝʥʝ ʥʘ ʠʥʬʦʨʤʘʮʠʦʥʥʠʪʝ ʧʦʪʦʮʠ; 
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Á ʇʨʠʣʘʛʘʥʝ ʥʘ ʥʦʚʠʪʝ ʧʦʜʭʦʜʠ ʟʘ ʦʮʝʥʢʘ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʤʝʜʠʮʠʥʩʢʘʪʘ 

ʧʦʤʦʱ, ʩʲʚʤʝʩʪʥʦ ʩ ʤʝʪʦʜʠʢʘʪʘ SERVQUAL ʠ ʩʪʘʪʠʩʪʠʯʝʩʢʠʪʝ ʤʝʪʦʜʠ ʟʘ 

ʦʮʝʥʢʘ ʥʘ ʢʘʯʝʩʪʚʦʪʦ.  

Á ʇʨʠ ʨʘʟʨʘʙʦʨʚʘʥʝ ʠ ʧʨʘʢʪʠʢʪʠʯʝʩʢʦ ʚʥʝʜʨʷʚʘʥʝ ʥʘ ʮʷʣʦʩʪʥʘ ʩʠʩʪʝʤʘ ʟʘ 

ʫʧʨʘʚʣʝʥʠʝ ʧʦ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʟʜʨʘʚʥʠ ʫʩʣʫʛʠ, ʤʝʪʦʜʠʢʘʪʘ SERVQUAL ʜʘ 

ʙʲʜʝ ʚʢʣʶʯʝʥʘ ʢʘʪʦ ʟʘʜʲʣʞʠʪʝʣʝʥ ʝʣʝʤʝʥʪ; 

Á ʆʩʥʦʚʥʠʪʝ ʧʨʠʥʮʠʧʠ ʥʘ ʤʝʪʦʜʠʢʘʪʘ SERVQUAL ʜʘ ʙʲʜʘʪ ʚʢʣʶʯʝʥʠ ʚ 

ʪʝʤʘʪʠʢʘʪʘ ʠ ʦʙʫʯʝʥʠʝʪʦ ʧʦ ʙʦʣʥʠʯʝʥ ʤʝʥʠʜʞʤʲʥʪ ʚ ʙʘʢʘʣʘʚʲʨʩʢʠʪʝ ʠ 

ʤʘʛʠʩʪʲʨʩʢʠʪʝ ʧʨʦʛʨʘʤʠ ʥʘ ʌʘʢʫʣʪʝʪʘ ʧʦ ʦʙʱʝʩʪʚʝʥʦ ʟʜʨʘʚʝ. 

 

6. ʉʇʈɸɺʂɸ ɿɸ ʇʈʀʅʆʉʀʊɽ ɺ ɼʀʉɽʈʊɸʎʀʆʅʅʀʗ ʊʈʋɼ 

1. ʅʘʩʪʦʷʱʘʪʘ ʜʦʢʪʦʨʩʢʘ ʨʘʙʦʪʘ ʟʘ ʧʲʨʚʠ ʧʲʪ ʚ ʟʜʨʘʚʥʠʷ ʤʝʥʠʜʞʤʲʥʪ, 

ʧʨʠʣʘʛʘ ʤʝʪʦʜʠʢʘʪʘ SERVQUAL ʢʘʪʦ ʤʦʜʝʣ ʥʘ ʠʜʝʘʣʥʘʪʘ ʫʩʣʫʛʘ, ʟʘ ʦʮʝʥʢʘ ʥʘ 

ʤʝʜʠʮʠʥʩʢʘʪʘ ʫʩʣʫʛʘ; 

2. ɼʦʢʘʟʘʥʠ ʩʘ ʩʪʘʪʠʩʪʠʯʝʩʢʠ ʟʥʘʯʠʤʠ ʧʨʘʚʦʧʨʦʧʦʨʮʠʦʥʘʣʥʠ 

ʢʦʨʝʣʘʮʠʦʥʥʠ ʟʘʚʠʩʠʤʦʩʪʠ ʤʝʞʜʫ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʤʝʜʠʮʠʥʩʢʘʪʘ ʫʩʣʫʛʘ (SQI) ʠ 

ʦʯʘʢʚʘʥʠʷʪʘ ʠ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʤʝʜʠʮʠʥʩʢʘʪʘ ʫʩʣʫʛʘ (SQI) ʠ ʚʲʟʧʨʠʷʪʠʷʪʘ ʟʘ ʥʝʷ. 

ʇʦʣʦʞʠʪʝʣʥʘʪʘ ʚʨʲʟʢʘ ʤʝʞʜʫ SQI ʠ ʦʯʘʢʚʘʥʠʷʪʘ ʝ ʚʲʟʤʦʞʥʘ ʩʘʤʦ ʧʨʠ 

ʟʥʘʯʠʪʝʣʥʦ ʧʦ ï ʛʦʣʷʤʦ ʥʠʚʦ ʥʘ ʚʲʟʧʨʠʷʪʠʷʪʘ ʥʘ ʫʩʣʫʛʘʪʘ, ʢʦʝʪʦ ʛʠ ʦʧʨʝʜʝʣʷ 

ʢʘʪʦ Ăʙʫʬʝʨò, ʟʘ ʦʯʘʢʚʘʥʠʷʪʘ ʠ, ʢʦʝʪʦ ʙʠ ʪʨʷʙʚʘʣʦ ʜʘ ʩʝ ʧʦʜʜʲʨʞʘ ʥʘ 

ʤʥʦʛʦʢʨʘʪʥʦ ʠ ʪʨʘʡʥʦ ʚʠʩʦʢʦ ʨʘʚʥʠʱʝ, ʧʨʝʟ ʮʷʣʦʪʦ ʚʨʝʤʝ ʥʘ ʧʨʝʜʩʪʘʚʷʥʝ ʥʘ 

ʫʩʣʫʛʘʪʘ; 

3. ɼʦʢʪʦʨʩʢʘʪʘ ʨʘʙʦʪʘ ʜʦʢʘʟʚʘ, ʯʝ ʂʂ, ʏʀʂ ʠ SQI ʥʘ ʤʝʪʦʜʠʢʘʪʘ 

SERVQUAL ʤʦʛʘʪ ʜʘ ʩʝ ʙʲʜʘʪ ʠʟʤʝʨʠʪʝʣʠ ʥʘ ʦʪʢʣʦʥʝʥʠʷʪʘ ʥʘ ʧʨʦʮʝʩʘ ʠ ʥʘ 

ʥʝʛʦʚʘʪʘ ʩʪʘʙʠʣʥʦʩʪ ʙʘʣʘʥʩʘ ʤʝʞʜʫ ʚʲʟʧʨʠʷʪʠʷ ʠ ʦʯʘʢʚʘʥʠʷ, ʧʨʠ ʧʨʠʣʘʛʘʥʝ ʥʘ 

PDCA ʮʠʢʣ̡ʘ ʚ ʝʪʘʧʘ ʥʘ ʠʜʝʥʪʠʬʠʮʠʨʘʥʝ ʥʘ ʮʝʣʠʪʝ ʟʘ ʧʦʜʦʙʨʝʥʠʷ.  

4. ɼʦʢʪʦʨʩʢʘʪʘ ʨʘʙʦʪʘ ʜʦʢʘʟʚʘ, ʯʝ ʂʂ, ʏʀʂ ʠ SQI ʥʘ ʤʝʪʦʜʠʢʘʪʘ 

SERVQUAL ʩʘ ʢʦʩʚʝʥʠ ʠ ʢʘʯʝʩʪʚʝʥʠ ʠʟʤʝʨʠʪʝʣʠ ʥʘ ʥʝʧʨʦʜʘʚʘʝʤʘʪʘ ʜʦʙʘʚʝʥʘ 

ʩʪʦʡʥʦʩʪ. 

5. ʇʨʝʜʩʪʘʚʝʥ ʝ ʤʦʜʝʣ ʟʘ ʧʨʠʣʦʞʝʥʠʝʪʦ ʥʘ ʤʝʪʦʜʠʢʘʪʘ SERVQUAL ʢʘʪʦ 

ʠʥʩʪʨʫʤʝʥʪ ʟʘ SWOT analysis ʥʘ ʦʨʛʘʥʠʟʘʮʠʷʪʘ; 

6. ɼʦʢʘʟʘʥʘ ʝ ʟʥʘʯʠʤʘ ʧʦʣʦʞʠʪʝʣʥʘ ʢʦʨʝʣʘʮʠʦʥʥʘ ʟʘʚʠʩʠʤʦʩʪ ʤʝʞʜʫ SQI 

ʠ ʨʝʡʪʠʥʛʠ ʚʘʞʥʦʩʪ ï ʧʨʝʜʩʪʘʚʷʥʝ, ʩʲʦʪʚʝʪʥʦ ʟʘʚʠʩʠʤʦʩʪ: Ăʫʜʦʚʣʝʪʚʦʨʝʥʠʝ / 

ʠʟʧʲʣʥʝʥʠʝ ï SQI; 
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7. ɼʦʢʘʟʚʘ, ʯʝ ʤʦʪʠʚʘʮʠʷʪʘ ʥʘ ʩʲʪʨʫʜʥʠʮʠʪʝ ʚ ʦʨʛʘʥʠʟʘʮʠʷʪʘ, ʠʟʨʘʟʝʥʘ 

ʯʨʝʟ ʦʪʥʦʩʠʪʝʣʥʠʪʝ ʪʝʛʣʘ ʥʘ ʤʦʪʠʚʘʮʠʦʥʥʠʪʝ ʬʘʢʪʦʨʠ, ʠʥʜʠʨʝʢʪʥʦ ʠʟʤʝʨʚʘ 

ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʤʝʜʠʮʠʥʩʢʘʪʘ ʫʩʣʫʛʘ, ʠʟʨʘʟʝʥʦ ʯʨʝʟ ʛʣʦʙʘʣʥʠʷ ʢʦʝʬʠʮʠʝʥʪ ʥʘ 

ʢʘʯʝʩʪʚʦʪʦ (SQI) ʥʘ ʤʝʪʦʜʠʢʘʪʘ SERVQUAL. 

8. ʇʨʝʜʩʪʘʚʝʥʠ ʩʘ ʢʦʥʮʝʧʮʠʷ ʠ ʘʣʛʦʨʠʪʲʤ ʟʘ ʦʮʝʥʢʘ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʥʘ 

ʤʝʜʠʮʠʥʩʢʘʪʘ ʫʩʣʫʛʘ ʚ ʙʦʣʥʠʯʥʠʷ ʩʝʢʪʦʨ ʦʪ ʛʣʝʜʥʘ ʪʦʯʢʘ ʥʘ ʪʦʪʘʣʥʦʪʦ 

ʢʘʯʝʩʪʚʦ.  

9. ɺʲʚ ʚʨʲʟʢʘ ʩ ʢʦʥʮʝʧʮʠʷʪʘ ʟʘ ʦʮʝʥʢʘ ʥʘ ʢʘʯʝʩʪʚʦʪʦ ʥʘ ʤʝʜʠʮʠʥʩʢʘʪʘ 

ʫʩʣʫʛʘ ʩʘ ʠʟʨʘʙʦʪʝʥʠ ʤʦʜʝʣʠ ʥʘ ʘʥʢʝʪʥʠ ʢʘʨʪʠ (ʇʨʠʣʦʞʝʥʠʷ ˉˉ: 1, 2, 3, 4, 5).        
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ʆʇʀʉ Ăʇʈʀʃʆɾɽʅʀʗò 

1. ʇʨʠʣʦʞʝʥʠʝ ˉ 1 ï ʘʥʢʝʪʘ Ăʆʯʘʢʚʘʥʠʷò ʟʘ ʤʝʜʠʮʠʥʩʢʘʪʘ ʫʩʣʫʛʘ; 

2. ʇʨʠʣʦʞʝʥʠʝ ˉ 2 ï ʘʥʢʝʪʘ Ăɺʲʟʧʨʠʷʪʠʷò ʟʘ ʤʝʜʠʮʠʥʩʢʘʪʘ ʫʩʣʫʛʘ; 

3. ʇʨʠʣʦʞʝʥʠʝ ˉ 3 - ʪʘʙʣʠʮʘ Ăɻʦʙʘʣʝʥ ʢʦʝʬʠʮʠʝʥʪ ʥʘ ʢʘʯʝʩʪʚʦʪʦò (SQI); 

4. ʇʨʠʣʦʞʝʥʠʝ ˉ 4 - ʘʥʢʝʪʘ Ăʇʨʦʫʯʚʘʥʝ ʥʘ ʫʜʦʚʣʝʪʚʦʨʝʥʠʝʪʦ ʥʘ ʧʦʪʨʝʙʠʪʝʣʷò; 

5. ʇʨʠʣʦʞʝʥʠʝ ˉ 5 ï ʘʥʢʝʪʘ Ăʆʮʝʥʢʘ ʥʘ ʤʦʪʠʚʘʮʠʦʥʥʠʷ ʧʨʦʬʠʣ ʥʘ ʧʝʨʩʦʥʘʣʘ ʚ 

ʃɿɹʇò; 

6. ʇʨʠʣʦʞʝʥʠʝ ˉ 6 Ăʏʝʩʪʦʪʥʠ ʨʘʟʧʨʝʜʝʣʝʥʠʷ ʚ ʯʘʩʪʠʪʝ Ăʆʯʘʢʚʘʥʠʷò ʠ 

Ăɺʲʟʧʨʠʷʪʠʷò ʥʘ ʤʝʜʠʮʠʥʩʢʘʪʘ ʫʩʣʫʛʘ ʟʘ ʉɹɸʃɹɹ; 

7. ʇʨʠʣʦʞʝʥʠʝ ˉ 7 Ăʏʝʩʪʦʪʥʠ ʨʘʟʧʨʝʜʝʣʝʥʠʷ ʚ ʯʘʩʪʠʪʝ Ăʆʯʘʢʚʘʥʠʷò ʠ 

Ăɺʲʟʧʨʠʷʪʠʷò ʥʘ ʤʝʜʠʮʠʥʩʢʘʪʘ ʫʩʣʫʛʘ ʟʘ ʄɹɸʃ; 

8. ʇʨʠʣʦʞʝʥʠʝ ˉ 8 ï ʢʨʲʛʦʚʠ ʜʠʘʛʨʘʤʠ, ʦʪʥʦʩʥʦ ʩʪʨʫʢʪʫʨʘʪʘ ʥʘ ʧʦʜʢʨʠʪʝʨʠʠʪʝ 

ʥʘ ʤʝʪʦʜʠʢʘʪʘ SERVQUAL ï ʜʘʥʥʠ ʟʘ ʉɹɸʃɹɹ; 

9. ʇʨʠʣʦʞʝʥʠʝ ˉ 9 - ʢʨʲʛʦʚʠ ʜʠʘʛʨʘʤʠ, ʦʪʥʦʩʥʦ ʩʪʨʫʢʪʫʨʘʪʘ ʥʘ ʧʦʜʢʨʠʪʝʨʠʠʪʝ 

ʥʘ ʤʝʪʦʜʠʢʘʪʘ SERVQUAL ï ʜʘʥʥʠ ʟʘ ʄɹɸʃ; 

10. ʇʨʠʣʦʞʝʥʠʝ ˉ 10 ʏʝʩʪʦʪʥʦ ʨʘʟʧʨʝʜʝʣʝʥʠʝ Ăʇʨʷʢʦ ʠʟʨʘʟʝʥʦ 

ʫʜʦʚʣʝʪʚʦʨʝʥʠʝò ï ʉɹɸʃɹɹ; 

11. ʇʨʠʣʦʞʝʥʠʝ ˉ 11 ʏʝʩʪʦʪʥʦ ʨʘʟʧʨʝʜʝʣʝʥʠʝ Ăʇʨʷʢʦ ʠʟʨʘʟʝʥʦ 

ʫʜʦʚʣʝʪʚʦʨʝʥʠʝò ï ʄɹɸʃ; 

12. ʇʨʠʣʦʞʝʥʠʝ ˉ 12 ʂʨʲʛʦʚʠ ʜʠʘʛʨʘʤʠ - ɸʥʢʝʪʘ Ăʀʟʨʘʟʝʥʦ ʫʜʦʚʣʝʪʚʦʨʝʥʠʝ 

ʉɹɸʃɹɹò; 

13. ʇʨʠʣʦʞʝʥʠʝ ˉ 13 ʂʨʲʛʦʚʠ ʜʠʘʛʨʘʤʠ - ɸʥʢʝʪʘ Ăʀʟʨʘʟʝʥʦ ʫʜʦʚʣʝʪʚʦʨʝʥʠʝ 

ʄɹɸʃò; 

14. ʇʨʠʣʦʞʝʥʠʝ ˉ 14 ʏʝʩʪʦʪʥʦ ʨʘʟʧʨʝʜʝʣʝʥʠʝ Ăʈʝʡʪʠʥʛʠ ʚʘʞʥʦʩʪ ï 

ʧʨʝʜʩʪʘʚʷʥʝò ʉɹɸʃɹɹ; 

15. ʇʨʠʣʦʞʝʥʠʝ ˉ 15 ʏʝʩʪʦʪʥʦ ʨʘʟʧʨʝʜʝʣʝʥʠʝ Ăʈʝʡʪʠʥʛʠ ʚʘʞʥʦʩʪ ï 

ʧʨʝʜʩʪʘʚʷʥʝò ʄɹɸʃ; 

16. ʇʨʠʣʦʞʝʥʠʝ ˉ 16- ʂʨʦʩʪʘʙʫʣʘʮʠʠ ï ʉɹɸʃɹɹ; 

17. ʇʨʠʣʦʞʝʥʠʝ ˉ 17 ï ʂʨʦʩʪʘʙʫʣʘʮʠʠ ï ʄɹɸʃ; 

18. ʇʨʠʣʦʞʝʥʠʝ ˉ 18- ʉʪʲʣʙʦʚʠ ʜʠʘʛʨʘʤʠ ʥʘ ʢʨʦʩʪʘʙʫʣʘʮʠʠ ï ʉɹɸʃɹɹ; 

19. ʇʨʠʣʦʞʝʥʠʝ ˉ 19- ʉʪʲʣʙʦʚʠ ʜʠʘʛʨʘʤʠ ʥʘ ʢʨʦʩʪʘʙʫʣʘʮʠʠ ï ʄɹɸʃ; 

20. ʇʨʠʣʦʞʝʥʠʝ ˉ 20 - ʈʘʥʞʠʨʘʥʝ ʥʘ ʤʦʪʠʚʘʮʠʦʥʥʠ ʬʘʢʪʦʨʠ ï ʉɹɸʃɹɹ; 

21. ʇʨʠʣʦʞʝʥʠʝ ˉ 21 - ʈʘʥʞʠʨʘʥʝ ʥʘ ʤʦʪʠʚʘʮʠʦʥʥʠ ʬʘʢʪʦʨʠ ï ʄɹɸʃ; 
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ɸʥʢʝʪʘ Ăʆʯʘʢʚʘʥʠʷò ʟʘ ʤʝʜʠʮʠʥʩʢʘ ʫʩʣʫʛʘ                                                            ʇʨʠʣʦʞʝʥʠʝ ˉ 1 
 

ɺʲʧʨʦʩʠʪʝ ʩʝ ʦʪʥʘʩʷʪ ʜʦ ɺʘʰʝʪʦ ʤʥʝʥʠʝ ʧʦ ʧʦʚʦʜ ʧʨʝʜʦʩʪʘʚʷʥʝʪʦ ʥʘ ʤʝʜʠʮʠʥʩʢʘ ʫʩʣʫʛʠ, ʦʪ ʃɿɹʇ Ă .....ò. ʄʦʣʷ, ʧʦʩʦʯʝʪʝ ʚ ʢʘʢʚʘ 
ʩʪʝʧʝʥ, ʧʦ ɺʘʰʝ ʤʥʝʥʠʝ ʦʪ ʃɿɹʇ Ă ... Ă, ʧʨʝʜʣʘʛʘʱʘ ʤʝʜʠʮʠʥʩʢʠ ʫʩʣʫʛʠ, ʪʨʷʙʚʘ ʜʘ ʧʨʠʪʝʞʘʚʘʪ ʭʘʨʘʢʪʝʨʠʩʪʠʢʠʪʝ, ʢʦʠʪʦ ʩʘ ʦʧʠʩʘʥʠ ʚʲʚ ʚʩʷʢʦ 
ʪʚʲʨʜʝʥʠʝ. ɸʢʦ ɺʠʝ ʩʪʝ ʥʘʧʲʣʥʦ ʩʲʛʣʘʩʥʠ, ʦʪʙʝʣʝʞʝʪʝ ʯʠʩʣʦʪʦ 7. ɸʢʦ ʩʪʝ ʥʘʧʲʣʥʦ ʥʝʩʲʛʣʘʩʥʠ ï ʯʠʩʣʦʪʦ 1. ɸʢʦ ɺʘʰʝʪʦ ʤʥʝʥʠʝ ʥʝ ʝ ʪʦʣʢʦʚʘ 
ʢʘʪʝʛʦʨʠʯʥʦ, ʦʪʙʝʣʝʞʝʪʝ ʝʜʥʦ ʦʪ ʧʨʦʤʝʞʜʫʪʲʯʥʠʪʝ ʯʠʩʣʘ (2, 3, 4, 5, ʠʣʠ 6). ɺ ʘʥʢʝʪʘʪ ʥʷʤʘ ʧʨʘʚʠʣʥʠ ʠʣʠ ʥʝʧʨʘʚʠʣʥʠ ʦʪʛʦʚʦʨʠ. ʅʠʝ ʩʤʝ 
ʟʘʠʥʪʝʨʝʩʦʚʘʥʠ ʚ ʪʦʚʘ ʜʘ ʨʘʟʙʝʨʝʤ ɺʘʰʠʪʝ ʦʯʘʢʚʘʥʠʷ, ʦʪʥʦʩʥʦ ʦʪ ʃɿɹʇ Ă ...ò, ʧʨʝʜʣʘʛʘʱʘ ʤʝʜʠʮʠʥʩʢʠ ʫʩʣʫʛʠ ʠ ʥʘʨʠʯʘʥʘ ʧʦ ʜʦʣʫ 
ʣʝʯʝʙʥʦʪʦ ʟʘʚʝʜʝʥʠʝ (ʃɿ). 

 

ʆ1 ʆʙʦʨʫʜʚʘʥʝʪʦ ʚ ʃɿ ʪʨʷʙʚʘ ʜʘ ʙʲʜʝ ʩʲʚʨʝʤʝʥʥʦ 7 6 5 4 3 2 1 

ʆ2 ɽʣʝʤʝʥʪʠʪʝ ʥʘ ʬʠʟʠʯʝʩʢʦʪʦ ʦʙʢʨʲʞʝʥʠʝ ʚ ʪʝʟʠ ʃɿ ʪʨʷʙʚʘ ʜʘ ʙʲʜʝ ʧʨʠʚʣʝʢʘʪʝʣʥʦ 7 6 5 4 3 2 1 

ʆ3 ʉʲʪʨʫʜʥʠʮʠʪʝ ʚ ʪʝʟʠ ʃɿ ʩʘ ʜʣʲʞʥʠ ʜʘ ʙʲʜʘʪ ʜʦʙʨʝ ʦʙʣʝʯʝʥʠ ʠ ʩʧʨʝʪʥʘʪʠ 7 6 5 4 3 2 1 

ʆ4 
ɺʲʥʰʥʠʷʪ ʚʠʜ ʥʘ ʝʣʝʤʝʥʪʠʪʝ ʥʘ ʬʠʟʠʯʝʩʢʦʪʦ ʦʙʢʨʲʞʝʥʠʝ ʥʘ ʪʝʟʠ ʃɿ ʝ ʜʣʲʞʝʥ ʜʘ ʩʲʦʪʚʝʪʩʪʚʘ ʥʘ ʪʠʧʘ  ʥʘ 
ʧʨʝʜʦʩʪʘʚʷʥʘʪʘ ʫʩʣʫʛʘ 

7 6 5 4 3 2 1 

ʆ5 ʂʦʛʘʪʦ ʪʝʟʠ ʃɿ ʦʙʝʱʘʷʪ ʜʘ ʧʨʝʜʦʩʪʘʚʷʪ ʫʩʣʫʛʘ ʚ ʦʧʨʝʜʝʣʝʥ ʩʨʦʢ, ʪʝ ʩʘ ʜʣʲʞʥʠ ʜʘ ʠʟʧʲʣʥʷʪ  ʦʙʝʱʘʥʠʝʪʦ 7 6 5 4 3 2 1 

ʆ6 
ʂʦʛʘʪʦ ʫ ʧʦʪʨʝʙʠʪʝʣʷ ʚʲʟʥʠʢʥʝ ʧʨʦʙʣʝʤ, ʪʝʟʠ ʃɿ ʩʘ ʜʣʲʞʥʠ ʜʘ ʧʨʦʷʚʷʪ ʩʲʯʫʚʩʪʚʠʝ ʠ ʜʘ ʩʝ ʩʪʨʝʤʷʪ ʜʘ ʜʘ 
ʫʩʧʦʢʦʷʪ ʧʦʪʨʝʙʠʪʝʣʠʪʝ 

7 6 5 4 3 2 1 

ʆ7 ʊʝʟʠ ʃɿ ʩʘ ʜʣʲʞʥʠ ʜʘ ʠʤʘʪ ʥʘʜʝʞʜʥʘ ʨʝʧʫʪʘʮʠʷ 7 6 5 4 3 2 1 

ʆ8 ʊʝ ʩʘ ʜʣʲʞʥʠ ʜʘ ʧʨʝʜʦʩʪʘʚʷʪ ʫʩʣʫʛʠʪʝ ʚ ʦʙʝʱʘʥʦʪʦ ʚʨʝʤʝ 7 6 5 4 3 2 1 

ʆ9 ʊʝʟʠ ʃɿ ʩʘ ʜʣʲʞʥʠ ʜʘ ʚʦʜʷʪ ʟʘʧʠʩʠʪʝ (ʜʦʢʫʤʝʥʪʘʮʠʷʪʘ) ʘʢʫʨʘʪʥʦ (ʪʦʯʥʦ) 7 6 5 4 3 2 1 

ʆ10 
ʆʪ ʪʝʟʠ ʃɿ ʥʝ ʩʣʝʜʚʘ ʜʘ ʦʯʘʢʚʘ, ʯʝ ʪʝ ʱʝ ʠʥʬʦʨʤʠʨʘʪ  ʧʦʪʨʝʙʠʪʝʣʠʪʝ, ʢʦʛʘ ʪʦʯʥʦ ʱʝ ʙʲʜʝ ʧʨʝʜʦʩʪʘʚʝʥʘ 
ʫʩʣʫʛʘʪʘ  

7 6 5 4 3 2 1 

ʆ11 
ʆʪ ʩʪʨʘʥʘ ʥʘ ʧʦʪʨʝʙʠʪʝʣʠʪʝ ʝ ʥʝʨʝʘʣʠʩʪʠʯʥʦ ʜʘ ʩʝ ʦʯʘʢʚʘ ʥʝʟʘʙʘʚʥʦ ʧʨʝʜʦʩʪʘʚʷʥʝ ʥʘ ʫʩʣʫʛʘʪʘ ʦʪ 
ʩʲʪʨʫʜʥʠʮʠʪʝ ʥʘ ʪʝʟʠ ʃɿ. 

7 6 5 4 3 2 1 

ʆ12 ʉʲʪʨʫʜʥʠʮʠʪʝ ʥʝ ʚʠʥʘʛʠ ʩʘ ʜʣʲʞʥʠ ʜʘ ʠʟʧʠʪʚʘʪ ʞʝʣʘʥʠʝ ʜʘ ʧʦʤʦʛʥʘʪ ʥʘ ʧʦʪʨʝʙʠʪʝʣʠʪʝ 7 6 5 4 3 2 1 

ʆ13 ɸʢʦ ʩʲʪʨʫʜʥʠʮʠʪʝ ʩʘ ʧʨʝʢʘʣʝʥʦ ʟʘʝʪʠ, ʟʘ ʜʘ ʫʜʦʚʣʝʪʚʦʨʷʪ ʤʦʣʙʘʪʘ ʥʘ ʧʦʪʨʝʙʠʪʝʣʠʪʝ, ʪʦʚʘ ʝ ʥʦʨʤʘʣʥʦ 7 6 5 4 3 2 1 

ʆ14 ʇʦʪʨʝʙʠʪʝʣʠʪʝ ʪʨʷʙʚʘ ʜʘ ʠʤʘʪ ʧʨʠʯʠʥʘ ʟʘ ʜʦʚʝʨʠʝ ʚ ʩʲʪʨʫʜʥʠʮʠʪʝ ʥʘ ʪʝʟʠ ʦʨʛʘʥʠʟʘʮʠʠ 7 6 5 4 3 2 1 

ʆ15 ʇʦʪʨʝʙʠʪʝʣʠʪʝ ʪʨʷʙʚʘ ʜʘ ʩʝ ʯʫʚʩʪʚʘʪ ʚ ʙʝʟʦʧʘʩʪʥʦʠʩʪ ʧʨʠ ʦʙʱʫʚʘʥʝʪʦ ʩʲʩ ʩʲʪʨʫʜʥʠʮʠʪʝ ʥʘ ʪʝʟʠ ʦʨʛʘʥʠʟʘʮʠʠ 7 6 5 4 3 2 1 

ʆ16 ʉʲʪʨʫʜʥʠʮʠʪʝ ʥʘ ʪʝʟʠ ʦʨʛʘʥʠʟʘʮʠʠ ʪʨʷʙʚʘ ʜʘ ʙʲʜʘʪ ʚʝʞʣʠʚʠ 7 6 5 4 3 2 1 

ʆ17 
ʉʲʪʨʫʜʥʠʮʠʪʝ ʪʨʷʙʚʘ ʜʘ ʧʦʣʫʯʘʚʘʪ ʦʪ ʩʪʨʘʥʘ ʥʘ ʪʝʟʠ ʦʨʛʘʥʠʟʘʮʠʠ ʘʜʝʢʚʘʪʥʘ ʧʦʜʨʲʞʢʘ ʟʘ ʜʦʙʨʝ ʠʟʧʲʣʥʝʥʠʝ 
ʥ ʘʩʚʦʷʪʘ ʨʘʙʦʪʘ 

7 6 5 4 3 2 1 

ʆ18 ʆʪ ʪʝʟʠ ʃɿ ʥʝ ʩʣʝʜʚʘ  ʜʘ ʩʝ ʦʯʘʢʚʘ ʧʨʦʷʚʘ ʥʘ ʠʥʜʠʚʠʜʫʘʣʥʦ ʚʥʠʤʘʥʠʝ  ʢʲʤ ʧʦʪʨʝʙʠʪʝʣʠʪʝ 7 6 5 4 3 2 1 

ʆ19 ʆʪ ʩʲʪʨʫʜʥʠʮʠʪʝ ʥʘ ʪʝʟʠ ʃɿ ʥʝ ʩʣʝʜʚʘ  ʜʘ ʩʝ ʦʯʘʢʚʘ ʧʨʦʷʚʘ ʥʘ ʧʝʨʩʦʥʘʣʥʦ ʚʥʠʤʘʥʠʝ  ʢʲʤ ʧʦʪʨʝʙʠʪʝʣʠʪʝ 7 6 5 4 3 2 1 

ʆ20 ʅʝʨʝʘʣʠʩʪʠʯʥʦ ʝ ʜʘ ʩʝ ʦʯʘʢʚʘ ʦʪ ʩʲʪʨʫʜʥʠʮʠʪʝ ʥʘ ʪʝʟʠ ʃɿ ʟʥʘʥʠʷ ʟʘ ʥʫʞʜʠʪʝ ʥʘ ʧʦʪʨʝʙʠʪʝʣʠʪʝ 7 6 5 4 3 2 1 

ʆ21 ʅʝʨʝʘʣʠʩʪʠʯʥʦ ʝ ʜʘ ʩʝ ʦʯʘʢʚʘ, ʯʝ ʪʝʟʠ ʃɿ ʩʘ ʦʨʠʝʥʪʠʨʘʥʠ ʢʲʤ ʠʥʪʝʨʝʩʠʪʝ ʥʘ ʧʦʪʨʝʙʠʪʝʣʠʪʝ 7 6 5 4 3 2 1 

ʆ22 ʆʪ ʪʝʟʠ ʃɿ ʥʝ ʩʣʝʜʚʘ ʜʘ ʩʝ ʦʯʘʢʚʘ ʫʜʦʙʥʠ ʟʘ ʚʩʠʯʢʠ ʧʦʪʨʝʙʠʪʝʣʠ ʯʘʩʦʚʝ ʥʘ ʨʘʙʦʪʘ 7 6 5 4 3 2 1 
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ʉʣʝʜʚʘʱʠʪʝ ʚʲʧʨʦʩʠ ʢʘʩʘʷʪ ɺʘʰʘʪʘ ʦʮʝʥʢʘ ʟʘ ʫʩʣʫʛʘʪʘ, ʧʨʝʜʦʩʪʘʚʝʥʘ ʦʪ ʦʪ ʃɿɹʇ Ă .....ò. ɿʘ ʚʩʷʢʦ ʪʚʲʨʜʝʥʠʝ ʤʦʣʷ, ʧʦʩʦʯʝʪʝ ʜʦʢʦʣʢʦ 

ʙʦʣʥʠʮʘʪʘ ʩʲʦʪʚʝʪʩʪʚʘ ʥʘ ʭʘʨʘʢʪʝʨʠʩʪʠʢʠʪʝ ʦʧʠʩʘʥʠ ʚʲʚ ʚʩʷʢʦ ʪʚʲʨʜʝʥʠʝ. ɸʢʦ ɺʠʝ ʩʪʝ ʥʘʧʲʣʥʦ ʩʲʛʣʘʩʥʠ, ʦʪʙʝʣʝʞʝʪʝ ʯʠʩʣʦʪʦ 7. ɸʢʦ ʩʪʝ 
ʥʘʧʲʣʥʦ ʥʝʩʲʛʣʘʩʥʠ ï ʯʠʩʣʦʪʦ 1. ɸʢʦ ɺʘʰʝʪʦ ʤʥʝʥʠʝ ʥʝ ʝ ʪʦʣʢʦʚʘ ʢʘʪʝʛʦʨʠʯʥʦ, ʦʪʙʝʣʝʞʝʪʝ ʝʜʥʦ ʦʪ ʧʨʦʤʝʞʜʫʪʲʯʥʠʪʝ ʯʠʩʣʘ ( 2, 3, 4, 5, 
ʠʣʠ 6). ). ɺ ʘʥʢʝʪʘʪ ʥʷʤʘ ʧʨʘʚʠʣʥʠ ʠʣʠ ʥʝʧʨʘʚʠʣʥʠ ʦʪʛʦʚʦʨʠ. ʅʠʝ ʩʤʝ ʟʘʠʥʪʝʨʝʩʦʚʘʥʠ ʚ ʪʦʚʘ ʜʘ ʨʘʟʙʝʨʝʤ ɺʘʰʠʪʝ  ʚʲʟʧʨʠʷʪʠʷ ʟʘ 
ʫʩʣʫʛʠʪʝ, ʧʨʝʜʦʩʪʘʚʷʥʠ ʦʪ ʦʪ ʃɿɹʇ Ă .....ò, ʧʨʝʜʣʘʛʘʱʘ ʤʝʜʠʮʠʥʩʢʠ ʫʩʣʫʛʠ ʠ ʥʘʨʠʯʘʥʘ ʧʦ ʜʦʣʫ ʣʝʯʝʙʥʦʪʦ ʟʘʚʝʜʝʥʠʝ (ʃɿ). 
 

ɺ1 ʃɿ ʠʤʘ ʩʲʚʨʝʤʝʥʥʦ ʦʙʦʨʫʜʚʘʥʝ 7 6 5 4 3 2 1 

ɺ2 ɽʣʝʤʝʥʪʠʪʝ ʥʘ ʬʠʟʠʯʝʩʢʦʪʦ ʦʙʢʨʲʞʝʥʠʝ  ʥʘ ʃɿ ʩʘ ʧʨʠʚʣʝʢʘʪʝʣʥʠ 7 6 5 4 3 2 1 

ɺ3 ʉʲʪʨʫʜʥʠʮʠʪʝ ʥʘ ʃɿ ʩʘ ʜʦʙʨʝ ʦʙʣʝʯʝʥʠ ʠ ʩʧʨʝʪʥʘʪʠ 7 6 5 4 3 2 1 

ɺ4 
ɺʲʥʰʥʠʷʪ ʚʠʜ ʥʘ ʝʣʝʤʝʥʪʠʪʝ ʥʘ ʬʠʟʠʯʝʩʢʦʪʦ ʦʙʢʨʲʞʝʥʠʝ ʥʘ ʃɿ ʩʲʦʪʚʝʪʩʪʚʘ ʥʘ ʪʠʧʘ  ʥʘ ʧʨʝʜʦʩʪʘʚʷʥʠʪʝ 
ʫʩʣʫʛʠ 

7 6 5 4 3 2 1 

ɺ5 ʂʦʛʘʪʦ ʃɿ ʦʙʝʱʘʝ ʜʘ ʧʨʝʜʦʩʪʘʚʠ ʫʩʣʫʛʘ ʚ ʦʧʨʝʜʝʣʝʥ ʩʨʦʢ, ʪʷ ʠʟʧʲʣʥʷʚʘ ʪʦʚʘ ʦʙʝʱʘʥʠʝ 7 6 5 4 3 2 1 

ɺ6 ʂʦʛʘʪʦ ʫ ɺʘʩ ʚʲʟʥʠʢʥʝ ʧʨʦʙʣʝʤ, ʃɿ ʧʨʦʷʚʷʚʘ ʩʲʯʫʚʩʪʚʠʝ ʠ ʩʝ ʩʪʨʝʤʠ ʜʘ ɺʠ ʫʩʧʦʢʦʠ  7 6 5 4 3 2 1 

ɺ7 ʃɿ ʠʤʘ ʥʘʜʝʞʜʥʘ ʨʝʧʫʪʘʮʠʷ 7 6 5 4 3 2 1 

ɺ8 ʃɿ ʧʨʝʜʦʩʪʘʚʷ ʫʩʣʫʛʠʪʝ ʚ ʦʙʝʱʘʥʦʪʦ ʚʨʝʤʝ 7 6 5 4 3 2 1 

ɺ9 ʃɿ ʚʦʜʠ ʟʘʧʠʩʠʪʝ (ʜʦʢʫʤʝʥʪʘʮʠʷʪʘ) ʘʢʫʨʘʪʥʠ (ʪʦʯʥʦ) 7 6 5 4 3 2 1 

ɺ10 ʃɿ ʠʥʬʦʨʤʠʨʘ ʧʦʪʨʝʙʠʪʝʣʠʪʝ, ʢʦʛʘ ʪʦʯʥʦ ʱʝ ʙʲʜʝ ʧʨʝʜʦʩʪʘʚʝʥʘ ʫʩʣʫʛʘʪʘ 7 6 5 4 3 2 1 

ɺ11 ɺʠʝ ʥʝ ʧʦʣʫʯʘʚʘʪʝ ʫʩʣʫʛʘʪʘ ʦʪ ʩʲʪʨʫʜʥʠʮʠʪʝ ʥʘ ʃɿ ʥʝʟʘʙʘʚʥʦ  7 6 5 4 3 2 1 

ɺ12 ʉʲʪʨʫʜʥʠʮʠʪʝ ʥʘ ʃɿ ʥʝ ʚʠʥʘʛʠ ʠʟʧʠʪʚʘʪ ʞʝʣʘʥʠʝ ʜʘ ʧʦʤʦʛʥʘʪ ʥʘ ʧʦʪʨʝʙʠʪʝʣʠʪʝ 7 6 5 4 3 2 1 

ɺ13 ʉʲʪʨʫʜʥʠʮʠʪʝ ʥʘ ʃɿ ʩʘ ʧʨʝʢʘʣʝʥʦ ʟʘʝʪʠ, ʟʘ ʜʘ ʫʜʦʚʣʝʪʚʦʨʷʪ ʤʦʣʙʘʪʘ ʥʘ ʧʦʪʨʝʙʠʪʝʣʠʪʝ 7 6 5 4 3 2 1 

ɺ14 ɺʠʝ ʤʦʞʝʪʝ ʜʘ ʩʝ ʜʦʚʝʨʠʪʝ ʥʘ ʩʲʪʨʫʜʥʠʮʠʪʝ ʥʘ ʃɿ  7 6 5 4 3 2 1 

ɺ15 ɺʠʝ ʩʝ ʯʫʚʩʪʚʘʪʝ ʚ ʙʝʟʦʧʘʩʪʥʦʩʪ ʧʨʠ ʦʙʱʫʚʘʥʝʪʦ ʩʲʩ ʩʲʪʨʫʜʥʠʮʠʪʝ ʥʘ ʃɿ 7 6 5 4 3 2 1 

ɺ16 ʉʲʪʨʫʜʥʠʮʠʪʝ ʥʘ ʃɿ ʩʘ ʚʝʞʣʠʚʠ 7 6 5 4 3 2 1 

ɺ17 
ʉʲʪʨʫʜʥʠʮʠʪʝ ʥʘ ʃɿ ʧʦʣʫʯʘʚʘʪ ʦʪ ʩʪʨʘʥʘ ʥʘ ʩʚʦʷʪʘ ʦʨʛʘʥʠʟʘʮʠʷ ʘʜʝʢʚʘʪʥʘ ʧʦʜʨʲʞʢʘ ʟʘ ʜʦʙʨʝ 
ʠʟʧʲʣʥʝʥʠʝ ʥʘ ʩʚʦʷʪʘ ʨʘʙʦʪʘ 

7 6 5 4 3 2 1 

ɺ18 ʃɿ ʧʨʦʷʚʷʚʘ ʢʲʤ ɺʘʩ ʠʥʜʠʚʠʜʫʘʣʥʦ ʚʥʠʤʘʥʠʝ  7 6 5 4 3 2 1 

ɺ19 ʉʲʪʨʫʜʥʠʮʠʪʝ ʥʘ ʃɿ ʥʝ ʧʨʦʷʚʷʚʘʪ ʢʲʤ ɺʘʩ ʧʝʨʩʦʥʘʣʥʦ ʚʥʠʤʘʥʠʝ   7 6 5 4 3 2 1 

ɺ20 ʉʲʪʨʫʜʥʠʮʠʪʝ ʥʘ ʃɿ ʥʝ ʟʥʘʷʪ ʟʘ ɺʘʰʠʪʝ ʥʫʞʜʠ  7 6 5 4 3 2 1 

ɺ21 ʃɿ ʥʝ ʝ ʨʠʝʥʪʠʨʘʥʦ ʢʲʤ ɺʘʰʠʪʝ ʠʥʪʝʨʝʩʠ 7 6 5 4 3 2 1 

ɺ22 ʏʘʩʦʚʝʪʝ ʥʘ ʨʘʙʦʪʘ ʥʘ ʃɿ ʩʘ ʫʜʦʙʥʠ ʟʘ ʚʩʠʯʢʠ ʧʦʪʨʝʙʠʪʝʣʠ  7 6 5 4 3 2 1 
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ˉ ʂʨʠʪʝʨʠʡ ʟʘ ʢʘʯʝʩʪʚʦʪʦ 
ʈʝʡʪʠʥʛ 
ʥʘ 

ʚʲʟʧʨʠʷʪʠʝ 

ʈʝʡʪʠʥʛ 
 ʥʘ 

ʦʯʘʢʚʘʥʠʷ 

ʂʦʝʬʠʮʝʥʪ 
ʥʘ 

ʢʘʯʝʩʪʚʦʪʦ 
Q 

ʄ1 ɹʦʣʥʠʮʘʪʘ ʠʤʘ ʩʲʚʨʝʤʝʥʥʘ ʪʝʭʥʠʢʘ ʠ ʦʙʦʨʫʜʚʘʥʝ    

ʄ2 ʀʥʪʝʨʠʦʨʠʪʝ ʥʘ ʧʦʤʝʱʝʥʠʷʪʘ ʥʘ ʙʦʣʥʠʮʘʪʘ ʩʘ ʚ ʦʪʣʠʯʥʦ ʩʲʩʪʦʷʥʠʝ     

ʄ3 ʇʝʨʩʦʥʘʣʲʪ ʥʘ ʙʦʣʥʠʮʘʪʘ ʝ ʧʨʠʷʪʥʦ ʦʙʣʝʯʝʥ ʠ ʩʧʨʝʪʥʘʪ    

ʄ4 ɺʲʥʰʥʠʷʪ ʚʠʜ ʥʘ ʠʥʬʦʨʤʘʮʠʦʥʥʠʪʝ ʤʘʪʨʠʘʣʠ (ʙʫʢʣʝʪʠ, ʧʨʦʩʧʝʢʪʠ) ʚ ʙʦʣʥʠʮʘʪʘ ʩʘ 
ʧʨʠʚʣʝʢʘʪʝʣʥʠ 

   

Q  ʄɸʊɽʈʀɸʃʅʆʉʊ  (ʄ1 ï ʄ4)    

H5 ɹʦʣʥʠʮʘʪʘ ʠʟʧʲʣʥʷʚʘ ʩʚʦʠʪʝ ʦʙʝʱʘʥʠʷ ʜʘ ʦʢʘʟʚʘ ʫʩʣʫʛʘʪʘ ʢʲʤ ʥʘʟʥʘʯʝʥʦʪʦ ʚʨʝʤʝ    

H6 ɸʢʦ ʧʦʪʨʝʙʠʪʝʣʠʪʝ ʩʢʫʯʘʡʥʦ ʠʤʘʪ ʧʨʦʙʣʝʤʠ, ʙʦʣʥʠʮʘʪʘ ʩʝ ʦʧʠʪʚʘ ʜʘ ʛʠ ʨʘʟʨʝʰʠ ʠʩʢʨʝʥʦ    

H7 ɹʦʣʥʠʮʘʪʘ ʠʤʘ ʥʘʜʝʞʜʥʘ ʨʝʧʫʪʘʮʠʷ            

H8 ʋʩʣʫʛʠʪʝ ʥʘ ʙʦʣʥʠʮʘʪʘ ʩʝ ʧʨʝʜʦʩʪʘʚʷʪ ʥʘ ʧʦʪʨʝʙʠʪʝʣʠʪʝ ʪʦʯʥʦ ʠ ʚ ʩʨʦʢ           

H9 ɹʦʣʥʠʮʘʪʘ ʠʟʙʷʛʚʘ ʛʨʝʰʢʠʪʝ ʠ ʥʝʪʦʯʥʦʩʪʠʪʝ ʚ ʩʚʦʠʪʝ ʦʧʝʨʘʮʠʠ          

Q  ʅɸɼɽɾɼʅʆʉʊ (ʅ5 ï ʅ9)    

ʆ10 ʇʝʨʩʦʥʘʣʲʪ ʥʘ ʙʦʣʥʠʮʘʪʘ ʝ ʜʠʩʮʠʧʣʠʥʠʨʘʥ     

ʆ11 ʇʝʨʩʦʥʘʣʲʪ ʥʘ ʙʦʣʥʠʮʘʪʘ ʦʢʘʟʚʘ ʫʩʣʫʛʠʪʝ ʙʲʨʟʦ ʠ ʦʧʝʨʘʪʠʚʥʦ    

ʆ12 ʇʝʨʩʦʥʘʣʲʪ ʥʘ ʙʦʣʥʠʮʘʪʘ ʚʠʥʘʛʠ ʧʦʤʘʛʘ ʥʘ ʩʚʦʠʪʝ ʧʦʪʨʝʙʠʪʝʣʠ ʟʘ ʨʝʰʘʚʘʥʝ ʥʘ ʪʝʭʥʠʪʝ 
ʧʨʦʙʣʝʤʠ 

   

ʆ13 ʇʝʨʩʦʥʘʣʲʪ ʥʘ ʙʦʣʥʠʮʘʪʘ ʙʲʨʟʦ ʨʝʘʛʠʨʘ ʥʘ ʤʦʣʙʘʪʘ ʥʘ ʧʦʪʨʝʙʠʪʝʣʠʪʝ    

Q  ʆʊɿʀɺʏʀɺʆʉʊ  (ʆ10 ï ʆ13)    

ʋ14 ʄʝʞʜʫ ʧʦʪʨʝʙʠʪʝʣʠʪʝ ʠ ʧʝʨʩʦʥʘʣʘ ʥʘ ʙʦʣʥʠʮʘʪʘ ʩʲʱʝʩʪʚʫʚʘ ʘʪʤʦʩʬʝʨʘ ʥʘ ʜʦʚʝʨʠʝ ʠ ʚʟʘʠʤʦ 
ʨʘʟʙʠʨʘʥʝ 

   

ʋ15 ɺ ʦʪʥʦʰʝʥʠʷʪʘ ʩʠ ʩ ʙʦʣʥʠʮʘʪʘ ʧʦʪʨʝʙʠʪʝʣʠʪʝ ʩʝ ʯʫʚʩʪʚʘʪ ʙʝʟʦʧʘʩʥʦ    

ʋ16 ʇʝʨʩʦʥʘʣʲʪ ʥʘ ʙʦʣʥʠʮʘʪʘ ʝ ʚʝʞʣʠʚ ʩ ʧʦʪʨʝʙʠʪʝʣʠʪʝ    

ʋ17 ʈʲʢʦʚʦʜʩʪʚʦʪʦ ʥʘ ʙʦʣʥʠʮʘʪʘ ʦʢʘʟʚʘ ʚʩʷʢʘʢʚʘ ʧʦʜʜʨʲʞʢʘ ʥʘ ʧʝʨʩʦʥʘʣʘ ʟʘ ʝʬʝʢʪʠʚʥʦ 
ʦʙʩʣʫʞʚʘʥʝ ʥʘ ʧʦʪʨʝʙʠʪʝʣʠʪʝ 

   

Q  ʋɺɽʈɽʅʅʆʉʊ/ʉʀɻʋʈʅʆʉʊ  (ʋ14 ï ʆ17)    

ʉ18 ʂʲʤ ʧʦʪʨʝʙʠʪʝʣʠʪʝ ʚ ʙʦʣʥʠʮʘʪʘ ʩʝ ʧʨʦʷʚʷʚʘ ʠʥʜʠʚʠʜʫʘʣʝʥ ʧʦʜʭʦʜ    

ʉ19 ʇʝʨʩʦʥʘʣʲʪ ʥʘ ʙʦʣʥʠʮʘʪʘ ʧʨʦʷʚʷʚʘ ʣʠʯʥʦ ʫʯʘʩʪʠʝ ʚ ʨʝʰʘʚʘʥʝʪʦ ʥʘ ʧʨʦʙʣʝʤʠʪʝ ʥʘ 
ʧʦʪʨʝʙʠʪʝʣʠʪʝ 

   

ʉ20 ʇʝʨʩʦʥʘʣʲʪ ʥʘ ʙʦʣʥʠʮʘʪʘ ʟʥʘʝ ʧʦʪʨʝʙʥʦʩʪʠʪʝ ʥʘ ʩʚʦʠʪʝ ʧʦʪʨʝʙʠʪʝʣʠ    

ʉ21 ʇʝʨʩʦʥʘʣʲʪ ʥʘ ʙʦʣʥʠʮʘʪʘ ʩʝ ʦʨʠʝʥʪʠʨʘ ʢʲʤ ʧʨʦʙʣʝʤʠʪʝ ʥʘ ʧʦʪʨʝʙʠʪʝʣʠʪʝ    

ʉ22 ʏʘʩʦʚʝʪʝ ʥʘ ʨʘʙʦʪʘ ʚ ʙʦʣʥʠʮʘʪʘ ʩʘ ʫʜʦʙʥʠ ʟʘ ʚʩʠʯʢʠ ʧʦʪʨʝʙʠʪʝʣʠ    

Q  ʉʒʏʋɺʉʊɺʀɽ  (ʉ185 ï ʉ22)    

ɻʃʆɹɸʃɽʅ ʂʆɽʌʀʎʀɽʅʊ ʅɸ ʂɸʏɽʉʊɺʆʊʆ  (SQI)    
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ɸʥʢʝʪʘ Ăʇʨʦʫʯʚʘʥʝ ʥʘ ʫʜʦʚʣʝʪʚʦʨʝʥʠʝʪʦ ʥʘ ʧʦʪʨʝʙʠʪʝʣʷò ʇʨʠʣʦʞʝʥʠʝ ˉ 4 
 

ʊʦʚʘ ʝ ʧʨʦʫʯʚʘʥʝ ʥʘ ʤʥʝʥʠʷʪʘ ʠ ʠʜʝʠʪʝ ʥʘ ʧʘʮʠʝʥʪʠʪʝ, ʢʦʠʪʦ ʧʦʣʫʯʘʚʘʪ ʟʜʨʘʚʥʠ 

ʫʩʣʫʛʠ ʦʪ ʦʪ ʃɿɹʇ Ă .....ò., ɺʘʰʠʪʝ ʦʪʛʦʚʦʨʠ ʥʘ ʚʲʧʨʦʩʠʪʝ, ʧʦʩʪʘʚʝʥʠ ʚ ʪʘʟʠ ʘʥʢʝʪʘ 

ʱʝ ʙʲʜʘʪ ʟʘʧʘʟʝʥʠ ʚ ʧʲʣʥʘ ʪʘʡʥʘ. ʅʠʝ ʥʝ ʠʩʢʘʤʝ ʜʘ ʟʥʘʝʤ ʢʦʡ ʩʪʝ ɺʠʝ. ʊʦʚʘ, ʢʦʝʪʦ 

ʥʘʠʩʪʠʥʘ ʥʠ ʠʥʪʝʨʝʩʫʚʘ e ʢʘʢ ʧʘʮʠʝʥʪʠʪʝ, ʢʦʠʪʦ ʠʤʘʪ ʨʘʟʣʠʯʥʠ ʟʘʙʦʣʷʚʘʥʠʷ, 

ʦʯʘʢʚʘʥʠʷ ʠ ʦʧʠʪ, ʩʝ ʦʪʥʘʩʷʪ ʢʲʤ ʥʘʰʘʪʘ ʙʦʣʥʠʮʘ.  

ʊʦʚʘ ʥʝ ʝ ʪʝʩʪ. ɺ ʥʝʛʦ ʥʷʤʘ ʧʨʘʚʠʣʥʠ ʠ ʥʝʧʨʘʚʠʣʥʠ ʦʪʛʦʚʦʨʠ. ʆʪ ʪʦʚʘ, ʜʦʢʦʣʢʦ 

ɺʠʝ ʱʝ ʦʪʛʦʚʦʨʠʪʝ ʥʘ ʚʲʧʨʦʩʠʪʝ, ʩʲʦʙʨʘʟʥʦ ʩʚʦʠʪʝ ʨʘʟʙʠʨʘʥʠʷ, ʟʘʚʠʩʠ ʜʦʢʦʣʢʦ 

ʧʦʣʫʯʝʥʘʪʘ ʯʨʝʟ ʨʝʟʫʣʪʘʪʠʪʝ ʢʘʨʪʠʥʘ ʱʝ ʦʪʛʦʚʘʨʷ ʥʘ ʜʝʡʩʪʚʠʪʝʣʦʪʦ ʩʲʩʪʦʷʥʠʝ ʚ 

ʥʘʰʝʪʦ ʣʝʯʝʙʥʦ ʟʘʚʝʜʝʥʠʝ.  

ʆʪ ʚʥʠʤʘʥʠʝʪʦ ʠ ʯʝʩʪʥʦʩʪʪʘ, ʩ ʢʦʷʪʦ ʱʝ ʦʪʛʦʚʦʨʠʪʝ ʥʘ ʚʲʧʨʦʩʠʪʝ, ʟʘʚʠʩʠ ʜʦʢʦʣʢʦ 

ʘʥʢʝʪʘʪʘ ʱʝ ʙʲʜʝ ʧʦʣʝʟʥʘ ʟʘ ʧʨʝʚʨʲʱʘʥʝ ʥʘ ʙʦʣʥʠʮʘʪʘ ʧʦ - ʜʦʙʨʦ ʤʷʩʪʦ ʟʘ ʣʝʯʝʥʠʝ 

ʥʘ ʧʘʮʠʝʥʪʠʪʝ ʠ ʨʘʙʦʪʘ ʥʘ ʤʝʜʠʮʠʥʩʢʠʪʝ ʩʧʝʮʠʘʣʠʩʪʠ.  

ɺʘʰʠʪʝ ʦʪʛʦʚʦʨʠ ʱʝ ʙʲʜʘʪ ʩʤʝʩʝʥʠ ʩ ʤʥʦʛʦ ʜʨʫʛʠ ʦʪʛʦʚʦʨʠ ʠ ʱʝ ʙʲʜʘʪ 

ʦʙʦʙʱʝʥʠ, ʟʘ ʜʘ ʩʝ ʧʦʣʫʯʠ ʜʦʢʣʘʜ ʟʘ ʦʪ ʃɿɹʇ Ă .....ò. ɺʘʰʘʪʘ ʩʘʤʦʣʠʯʥʦʩʪ ʱʝ ʙʲʜʝ 

ʟʘʱʠʪʝʥʘ. ʅʷʤʘʤʝ ʥʫʞʜʘ ʦʪ ɺʘʰʝʪʦ ʠʤʝ, ʘ ʩʘʤʦ ʦʪ ɺʘʰʠʪʝ ʚʧʝʯʘʪʣʝʥʠʷ. ʇʠʩʤʝʥʠʪʝ 

ɺʠ ʟʘʙʝʣʝʞʢʠ ʱʝ ʙʲʜʘʪ ʦʙʨʘʙʦʪʝʥʠ ʯʨʝʟ ʢʦʤʧʶʪʲʨ, ʪʘʢʘ ʯʝ ʥʠʢʦʡ ʦʪ ʦʪ ʃɿɹʇ Ă .....ò. 

ʥʷʤʘ ʜʘ ʤʦʞʝ ʜʘ ʨʘʟʧʦʟʥʘʝ ɺʘʰʠʷ ʧʦʯʝʨʢ.  

ʄʦʣʷ, ʧʦʧʲʣʥʝʪʝ ʚʩʠʯʢʠ ʯʘʩʪʠ ʥʘ ʘʥʢʝʪʘʪʘ, ʪʘʢʘ ʯʝ ʚʩʠʯʢʠ ɺʘʰʠ 

ʚʧʝʯʘʪʣʝʥʠʷ ʜʘ ʙʲʜʘʪ ʦʪʨʘʟʝʥʠ. ʇʦʤʥʝʪʝ, ʯʝ ʝʜʠʥʩʪʚʝʥʦʪʦ, ʢʦʝʪʦ ʠʩʢʘʤʝ ʦʪ ɺʘʩ, 

ʝ ʠʩʢʨʝʥʦʪʦ ɺʠ ʤʥʝʥʠʝ.  

ɹʣʘʛʦʜʘʨʠʤ ɺʠ ʟʘ ʮʝʥʥʘʪʘ ʧʦʤʦʱ! 
ʦʪ ʃɿɹʇ Ă .....ò. (ʀʤʝʪʦ ɺʠ, ʘʢʦ ʞʝʣʘʝʪʝ ʜʘ ʛʦ ʩʲʦʙʱʠʪʝ 

.........................................; ʤʲʞ      ʞʝʥʘ) 
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ɸʥʢʝʪʘ Ăʇʨʦʫʯʚʘʥʝ ʥʘ ʫʜʦʚʣʝʪʚʦʨʝʥʠʝʪʦ ʥʘ 

ʧʦʪʨʝʙʠʪʝʣʷò ʇʨʠʣʦʞʝʥʠʝ ˉ 4 

ɸʥʢʝʪʘ ʄʝʪʦʜ Ăʇʨʷʢʦ ʠʟʨʘʟʝʥʦ ʫʜʦʚʣʝʪʚʦʨʝʥʠʝò 

 

1. ʇʦʩʦʯʝʪʝ (ʦʛʨʘʜʝʪʝ ʩʲʦʪʚʝʪʥʘʪʘ ʮʠʬʨʘ) ʢʦʣʢʦ ʜʦʚʦʣʥʠ ʩʪʝ ʦʪ ʦʙʩʣʫʞʚʘʥʝʪʦ ʚ ʦʪ ʦʪ 

ʃɿɹʇ Ă .....ò. ʢʘʪʦ ʮʷʣʦ ʠ ʧʦ ʩʣʝʜʥʘʪʘ ʩʢʘʣʘ:  

1 2 3 4 5 

ʄʥʦʛʦ 

ʥʝʜʦʚʦʣʝʥ 
ʅʝʜʦʚʦʣʝʥ ɹʝʟʨʘʟʣʠʯʝʥ ɼʦʚʦʣʝʥ ʄʥʦʛʦ ʜʦʚʦʣʝʥ 

 

 

2. ʇʦʩʦʯʝʪʝ (ʦʛʨʘʜʝʪʝ ʩʲʦʪʚʝʪʥʘʪʘ ʮʠʬʨʘ)  ʢʦʣʢʦ ʜʦʚʦʣʥʠ ʩʪʝ ʦʪ ʃɿɹʇ Ă .....ò. ʧʦ 

ʢʦʤʧʦʥʝʥʪʠʪʝ: ʘʧʘʨʘʪʫʨʘ ʠ ʦʙʦʨʫʜʚʘʥʝ, ʜʠʘʛʥʦʩʪʠʢʘ, ʣʝʯʝʥʠʝ ʠ ʩʠʛʫʨʥʦʩʪ, 

ʠʥʬʦʨʤʠʨʘʥʦʩʪ ʠ  ʚʲʪʨʝʰʝʥ ʨʝʜ. 

 

ʦʙʦʨʫʜʚʘʥʝ ʠ ʤʘʪʝʨʠʘʣʠ: 

1 2 3 4 5 

ʄʥʦʛʦ 

ʥʝʜʦʚʦʣʝʥ 
ʅʝʜʦʚʦʣʝʥ ɹʝʟʨʘʟʣʠʯʝʥ ɼʦʚʦʣʝʥ ʄʥʦʛʦ ʜʦʚʦʣʝʥ 

 

ʜʠʘʛʥʦʩʪʠʢʘ ʠ ʣʝʯʝʥʠʝ (ʦʩʠʛʫʨʝʥʦʩʪ ʦʪ ʢʘʯʝʩʪʚʝʥʘ ʤʝʜʠʮʠʥʩʢʘ ʧʦʤʦʱ): 

1 2 3 4 5 

ʄʥʦʛʦ 

ʥʝʜʦʚʦʣʝʥ 
ʅʝʜʦʚʦʣʝʥ ɹʝʟʨʘʟʣʠʯʝʥ ɼʦʚʦʣʝʥ ʄʥʦʛʦ ʜʦʚʦʣʝʥ 

 

ʠʥʬʦʨʤʠʨʘʥʦʩʪ: 

1 2 3 4 5 

ʄʥʦʛʦ 

ʥʝʜʦʚʦʣʝʥ 
ʅʝʜʦʚʦʣʝʥ ɹʝʟʨʘʟʣʠʯʝʥ ɼʦʚʦʣʝʥ ʄʥʦʛʦ ʜʦʚʦʣʝʥ 

 

ʚʲʪʨʝʰʝʥ ʨʝʜ (ʣʠʩʪʘ ʥʘ ʯʘʢʘʱʠʪʝ, ʢʦʥʪʘʢʪʠ ʩ ʨʝʥʪʛʝʥʦʚ ʢʘʙʠʥʝʪ ʠ ʜʨ.): 

1 2 3 4 5 

ʄʥʦʛʦ 

ʥʝʜʦʚʦʣʝʥ 
ʅʝʜʦʚʦʣʝʥ ɹʝʟʨʘʟʣʠʯʝʥ ɼʦʚʦʣʝʥ ʄʥʦʛʦ ʜʦʚʦʣʝʥ 
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ɸʥʢʝʪʘ Ăʇʨʦʫʯʚʘʥʝ ʥʘ ʫʜʦʚʣʝʪʚʦʨʝʥʠʝʪʦ ʥʘ 

ʧʦʪʨʝʙʠʪʝʣʷò ʇʨʠʣʦʞʝʥʠʝ ˉ 4 

ɸʥʢʝʪʘ ʄʝʪʦʜ Ăʈʝʡʪʠʥʛ ʚʘʞʥʦʩʪ/ʧʦʩʪʠʞʝʥʠʝò 

ʄʦʣʷ, ʢʣʘʩʠʨʘʡʪʝ ʨʘʟʣʠʯʥʠʪʝ ʢʦʤʧʦʥʝʥʪʠ ʥʘ ʥʘʰʘʪʘ ʦʬʝʨʪʘ ʦʪ ʛʣʝʜʥʘ ʪʦʯʢʘ ʥʘ : 

(1) ʚʘʞʥʦʩʪʪʘ ʥʘ ʚʩʝʢʠ ʢʦʤʧʦʥʝʥʪ ʠ (2) ʢʦʣʢʦ ʜʦʙʨʝ ʩʝ ʩʧʨʘʚʷʤʝ ʧʨʠ ʚʩʝʢʠ ʝʜʠʥ 

ʢʦʤʧʦʥʝʥʪ. ɺʘʞʥʦʩʪʪʘ ʥʘ ʫʩʣʫʛʘʪʘ ʩʝ ʦʮʝʥʷʚʘ ʧʦ ʯʝʪʠʨʠʙʘʣʥʘ ʩʢʘʣʘ ï Ăʠʟʢʣʶʯʠʪʝʣʥʦ 

ʚʘʞʥʘò, Ăʚʘʞʥʘò, Ăʧʦ ï ʤʘʣʢʦ ʚʘʞʥʘò, Ăʤʘʣʦʚʘʞʥʘò.  

ʇʨʝʜʩʪʘʚʷʥʝʪʦ ʩʝ ʩʝ ʦʮʝʥʷʚʘ ʧʦ ʯʝʪʠʨʠʙʘʣʥʘ ʩʢʘʣʘ ï Ăʦʪʣʠʯʥʦò, Ăʜʦʙʨʦò, 

Ăʫʜʦʚʣʝʪʚʦʨʠʪʝʣʥʦò, Ăʩʣʘʙʦò.  

 

ɸ. ɹʷʭʪʝ ʣʠ ʫʯʪʠʚʦ ʧʨʠʝʪʠ ʠ ʦʙʩʣʫʞʝʥʠ ʚ ʧʨʠʝʤʥʘʪʘ? 

1). ɺʘʞʥʦʩʪʪʘ ʥʘ ʫʩʣʫʛʘʪʘ: 

1 2 3 4 

ʠʟʢʣʶʯʠʪʝʣʥʦ 

ʚʘʞʥʘ 
ʚʘʞʥʘ ʧʦ ï ʤʘʣʢʦ ʚʘʞʥʘ ʤʘʣʦʚʘʞʥʘ 

2). ʇʨʝʜʩʪʘʚʷʥʝʪʦ ʥʘ ʫʩʣʫʛʘʪʘ: 

1 2 3 4 

ʦʪʣʠʯʥʦ ʜʦʙʨʦ ʫʜʦʚʣʝʪʚʦʨʠʪʝʣʥʦ ʩʣʘʙʦ 

 

ɹ. ɹʦʣʥʠʮʘʪʘ ʨʘʟʧʦʣʘʛʘ ʩʲʩ ʩʲʚʨʝʤʝʥʥʘ ʪʝʭʥʠʢʘ, ʢʘʙʠʥʝʪʲʪ ʝ ʯʠʩʪ, ʧʨʠʷʪʝʥ, 

ʧʦʜʜʲʨʞʘʥʘ ʝ ʧʦʩʪʦʷʥʥʘ ʪʝʤʧʝʨʘʪʫʨʘ, ʦʩʙʚʝʪʣʝʥʠʝʪʦ ʠ ʚʝʥʪʠʣʘʮʠʷʪʘ ʩʘ 

ʘʜʝʢʚʘʪʥʠ, ʪʠʭʦ ʠ ʩʧʦʢʦʡʥʦ. 

1). ɺʘʞʥʦʩʪʪʘ ʥʘ ʫʩʣʫʛʘʪʘ 

1 2 3 4 

ʠʟʢʣʶʯʠʪʝʣʥʦ 

ʚʘʞʥʘ 
ʚʘʞʥʘ ʧʦ ï ʤʘʣʢʦ ʚʘʞʥʘ ʤʘʣʦʚʘʞʥʘ 

2). ʇʨʝʜʩʪʘʚʷʥʝʪʦ ʥʘ ʫʩʣʫʛʘʪʘ: 

1 2 3 4 

ʦʪʣʠʯʥʦ ʜʦʙʨʦ ʫʜʦʚʣʝʪʚʦʨʠʪʝʣʥʦ ʩʣʘʙʦ 

 

ɺ. ʆʩʠʛʫʨʝʥʦʩʪ ʦʪ ʙʦʣʥʠʯʥʘ ʧʦʤʦʱ ï ʥʘʣʠʯʠʝ ʥʘ ʯʦʚʝʰʢʠ ʨʝʩʫʨʩʠ, ʩ ʚʠʩʦʢʘ 

ʢʣʠʥʠʯʥʘ ʢʦʤʧʝʨʝʥʪʥʦʩʪ ʚ ʦʙʣʘʩʪʪʘ ʥʘ ɺʘʰʝʪʦ ʟʘʙʦʣʷʚʘʥʝ 

1). ɺʘʞʥʦʩʪʪʘ ʥʘ ʫʩʣʫʛʘʪʘ: 

1 2 3 4 

ʠʟʢʣʶʯʠʪʝʣʥʦ ʚʘʞʥʘ ʧʦ ï ʤʘʣʢʦ ʚʘʞʥʘ ʤʘʣʦʚʘʞʥʘ 



189 

ʚʘʞʥʘ 

2). ʇʨʝʜʩʪʘʚʷʥʝʪʦ ʥʘ ʫʩʣʫʛʘʪʘ: 

1 2 3 4 

ʦʪʣʠʯʥʦ ʜʦʙʨʦ ʫʜʦʚʣʝʪʚʦʨʠʪʝʣʥʦ ʩʣʘʙʦ 

 

ɻ. ʉʝʩʪʨʠʥʩʢʦ ʦʙʩʣʫʞʚʘʥʝ 

1). ɺʘʞʥʦʩʪʪʘ ʥʘ ʫʩʣʫʛʘʪʘ: 

1 2 3 4 

ʠʟʢʣʶʯʠʪʝʣʥʦ 

ʚʘʞʥʘ 
ʚʘʞʥʘ ʧʦ ï ʤʘʣʢʦ ʚʘʞʥʘ ʤʘʣʦʚʘʞʥʘ 

2). ʇʨʝʜʩʪʘʚʷʥʝʪʦ ʥʘ ʫʩʣʫʛʘʪʘ: 

1 2 3 4 

ʦʪʣʠʯʥʦ ʜʦʙʨʦ ʫʜʦʚʣʝʪʚʦʨʠʪʝʣʥʦ ʩʣʘʙʦ 

 

ɼ. ɼʨʫʛʠ ʚʠʜʦʚʝ ʦʙʩʣʫʞʚʘʥʝ: ʨʝʥʪʛʝʥʦʚʠʪʝ ʪʝʭʥʠʮʠ, ʣʘʙʦʨʘʥʪʠ, 

ʩʣʫʞʠʪʝʣʠʪʝ ʧʦ ʧʨʠʝʤʘʥʝʪʦ. 

1). ɺʘʞʥʦʩʪʪʘ ʥʘ ʫʩʣʫʛʘʪʘ: 

1 2 3 4 

ʠʟʢʣʶʯʠʪʝʣʥʦ 

ʚʘʞʥʘ 
ʚʘʞʥʘ ʧʦ ï ʤʘʣʢʦ ʚʘʞʥʘ ʤʘʣʦʚʘʞʥʘ 

2). ʇʨʝʜʩʪʘʚʷʥʝʪʦ ʥʘ ʫʩʣʫʛʘʪʘ: 

1 2 3 4 

ʦʪʣʠʯʥʦ ʜʦʙʨʦ ʫʜʦʚʣʝʪʚʦʨʠʪʝʣʥʦ ʩʣʘʙʦ 

 

 
ɽ. ʀʥʬʦʨʤʠʨʘʥʦʩʪʪʘ ʟʘ ʣʝʯʝʥʠʝʪʦ ʠ ʥʘʟʥʘʯʝʥʠʷʪʘ ʥʘ ʣʝʢʘʨʠʪʝ 
1). ɺʘʞʥʦʩʪʪʘ ʥʘ ʫʩʣʫʛʘʪʘ: 

1 2 3 4 

ʠʟʢʣʶʯʠʪʝʣʥʦ 

ʚʘʞʥʘ 
ʚʘʞʥʘ ʧʦ ï ʤʘʣʢʦ ʚʘʞʥʘ ʤʘʣʦʚʘʞʥʘ 

2). ʇʨʝʜʩʪʘʚʷʥʝʪʦ ʥʘ ʫʩʣʫʛʘʪʘ: 

1 2 3 4 

ʦʪʣʠʯʥʦ ʜʦʙʨʦ ʫʜʦʚʣʝʪʚʦʨʠʪʝʣʥʦ ʩʣʘʙʦ 
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ɾ. ʆʨʛʘʥʠʟʠʨʘʥʝ ʠ ʚʲʪʨʝʰʝʥ ʨʝʜ ï ʜʦʩʪʲʧʥʦʩʪ, ʧʦʟʚʦʣʷʚʘʱʠ ʧʦʩʝʱʘʚʘʥʝ ʥʘ 

ʙʦʣʥʠʮʘʪʘ ʩʚʦʝʚʨʝʤʝʥʥʦ 

1). ɺʘʞʥʦʩʪʪʘ ʥʘ ʫʩʣʫʛʘʪʘ: 

1 2 3 4 

ʠʟʢʣʶʯʠʪʝʣʥʦ 

ʚʘʞʥʘ 
ʚʘʞʥʘ ʧʦ ï ʤʘʣʢʦ ʚʘʞʥʘ ʤʘʣʦʚʘʞʥʘ 

2). ʇʨʝʜʩʪʘʚʷʥʝʪʦ ʥʘ ʫʩʣʫʛʘʪʘ: 

1 2 3 4 

ʦʪʣʠʯʥʦ ʜʦʙʨʦ ʫʜʦʚʣʝʪʚʦʨʠʪʝʣʥʦ ʩʣʘʙʦ 

 

ɿ. ʃʠʯʥʠ ï ʣʠʩʪʘ ʥʘ ʯʘʢʘʱʠʪʝ ʧʨʠ ʭʨʦʥʠʯʥʦ ʟʘʙʦʣʷʚʘʥʝ 

1). ɺʘʞʥʦʩʪʪʘ ʥʘ ʫʩʣʫʛʘʪʘ: 

1 2 3 4 

ʠʟʢʣʶʯʠʪʝʣʥʦ 

ʚʘʞʥʘ 
ʚʘʞʥʘ ʧʦ ï ʤʘʣʢʦ ʚʘʞʥʘ ʤʘʣʦʚʘʞʥʘ 

2). ʇʨʝʜʩʪʘʚʷʥʝʪʦ ʥʘ ʫʩʣʫʛʘʪʘ: 

1 2 3 4 

ʦʪʣʠʯʥʦ ʜʦʙʨʦ ʫʜʦʚʣʝʪʚʦʨʠʪʝʣʥʦ ʩʣʘʙʦ 

 

ʀ. ɸʜʤʠʥʠʩʪʨʘʪʠʚʝʥ ʦʬʠʩ ï ʫʯʪʠʚʦʩʪ ʥʘ ʩʣʫʞʠʪʝʣʠʪʝ ʧʨʠ ʥʝ/ʟʘʧʣʘʱʘʥʝ ʥʘ 
ʫʩʣʫʛʘʪʘ ʧʨʠ ʨʘʙʦʪʘ ʩʲʩ ʟʜʨʘʚʥʦʦʩʠʛʫʨʠʪʝʣʥʦ ʣʠʮʝ  
1). ɺʘʞʥʦʩʪʪʘ ʥʘ ʫʩʣʫʛʘʪʘ: 

1 2 3 4 

ʠʟʢʣʶʯʠʪʝʣʥʦ 

ʚʘʞʥʘ 
ʚʘʞʥʘ ʧʦ ï ʤʘʣʢʦ ʚʘʞʥʘ ʤʘʣʦʚʘʞʥʘ 

2). ʇʨʝʜʩʪʘʚʷʥʝʪʦ ʥʘ ʫʩʣʫʛʘʪʘ: 

1 2 3 4 

ʦʪʣʠʯʥʦ ʜʦʙʨʦ ʫʜʦʚʣʝʪʚʦʨʠʪʝʣʥʦ ʩʣʘʙʦ 
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ʇʨʠʣʦʞʝʥʠʝ ˉ 5  

ɸʥʢʝʪʥʘ ʢʘʨʪʘ ʟʘ ʦʮʝʥʢʘ ʥʘ ʤʦʪʠʚʘʮʠʦʥʝʥ ʧʨʦʬʠʣ ʥʘ ʧʝʨʩʦʥʘʣʘ ʚ Ă... Ă 
(ʃɿɹʇ)  

 

ˉ ʄʦʪʠʚʘʮʠʦʥʥʠ ʬʘʢʪʦʨʠ 
ɺʲʧʨʦʩ 

ˉ 1 

ɺʲʧʨʦʩ 

ˉ 2 

1.  ʉʪʠʣ ʥʘ ʨʲʢʦʚʦʜʩʪʚʦ   

2. ʊʨʫʜʦʚʘ ʜʠʩʮʠʧʣʠʥʘ   

3. ʊʨʫʜʦʚʦ ʚʲʟʥʘʛʨʘʞʜʝʥʠʝ   

4. ʉʠʛʫʨʥʦʩʪ ʥʘ ʨʘʙʦʪʥʦʪʦ ʤʷʩʪʦ   

5. ʋʩʣʦʚʠʷ ʥʘ ʙʝʟʦʧʘʩʪʥʦʩʪ ʠ ʪʨʫʜ   

6. ʆʨʛʘʥʠʟʘʮʠʷ ʥʘ ʨʘʙʦʪʥʦʪʦ ʚʨʝʤʝ   

7. ɺʨʲʟʢʠ ʩ ʯʣʝʥʦʚʝʪʝ ʥʘ ʢʦʣʝʢʪʠʚʘ   

8. ʉʦʮʠʘʣʥʠ ʧʨʠʜʦʙʠʚʢʠ   

9. ʇʨʠʟʥʘʚʘʥʝ ʥʘ ʣʠʯʥʠʪʝ ʩʧʦʩʦʙʥʦʩʪʠ   

10. ɺʲʟʤʦʞʥʦʩʪ ʟʘ ʧʦʚʠʰʘʚʘʥʝ ʥʘ ʢʚʘʣʠʬʠʢʘʮʠʷʪ   

11. ɿʘʜʦʚʦʣʩʪʚʦ, ʠʥʪʝʨʝʩ ʢʲʤ ʨʘʙʦʪʘʪʘ   

12. ʉʘʤʦʩʪʦʷʪʝʣʥʦʩʪ ʥʘ ʨʘʙʦʪʘʪʘ   

13. ʃʠʯʥʘ ʦʪʛʦʚʦʨʥʦʩʪ   

14. ɺʲʟʤʦʞʥʦʩʪ ʟʘ ʠʥʠʮʠʘʪʠʚʘ ʠ ʠʟʷʚʘ   

15. ɺʲʟʤʦʞʥʦʩʪ ʟʘ ʨʘʩʪʝʞ ʠ ʩʝʙʝʨʝʘʣʠʟʘʮʠʷ   

 

ɺʲʧʨʦʩ ˉ 1 - ʇʦʜʨʝʜʝʪʝ (ʨʘʥʞʠʨʘʡʪʝ) ʩʣʝʜʥʠʪʝ 15 ʬʘʢʪʦʨʘ ʧʦ ʩʪʝʧʝʥ ʥʘ 

ʟʥʘʯʠʤʦʩʪ ʟʘ ɺʘʰʘʪʘ ʨʘʙʦʪʘ. ɺ ʦʪʛʦʚʦʨʠʪʝ ʥʘ ʚʲʧʨʦʩ ˉ 1 ʩ ʨʘʥʛ 1 ʩʝ ʦʪʙʝʣʷʟʚʘ 

ʥʘʡ ï ʚʘʞʥʠʷʪ ʬʘʢʪʦʨ ʠ ʪ.ʥ., ʘ ʩ ʨʘʥʛ 15 ï ʥʘʡ ï ʤʘʣʦʚʘʞʥʠʷʪ. 

ɺʲʧʨʦʩ ˉ 2 - ʆʪʛʦʚʦʨʝʪʝ ʩ: 

Á ɼʘ (+) 

Á ʅʝ (-) 

Á ʅʝ ʤʦʛʘ ʜʘ ʧʨʝʮʝʥʷ (0) 
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ʟʘ ʪʦʚʘ ʧʦ ʢʦʡ ʦʪ ʧʦʩʦʯʝʥʠʪʝ ʬʘʢʪʦʨʠ ʩʲʩʪʦʷʥʠʝʪʦ ʩʧʦʨʝʜ ɺʘʩ ʝ 

ʫʜʦʚʣʝʪʚʦʨʠʪʝʣʥʦ (+), ʧʦ ʢʦʡ ʥʝ ʝ (-) ʠ ʧʦ ʢʦʡ ʥʝ ʤʦʞʝʪʝ ʜʘ ʧʨʝʮʝʥʠʪʝ (0). 
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ʇʨʠʣʦʞʝʥʠʝ ˉ 6  

Ăʏʝʩʪʦʪʥʠ ʨʘʟʧʨʝʜʝʣʝʥʠʷ ʚ ʯʘʩʪʠʪʝ Ăʆʯʘʢʚʘʥʠʷò ʠ Ăɺʲʟʧʨʠʷʪʠʷò ʥʘ 

ʤʝʜʠʮʠʥʩʢʘʪʘ ʫʩʣʫʛʘ ʟʘ ʉɹɸʃɹɹ 

 

 

ʆ1 ɺ1 

ʈ
ʝ
ʡ
ʪ
ʠ
ʥ
ʛ

 

ʏ
ʝ
ʩ
ʪ
ʦ
ʪ
ʘ

 

ʇ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ɺ
ʘ
ʣ
ʠ

 

ʜ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʂ
ʫ
ʤ
ʫ
ʣ
ʘ

 

ʪ
ʠ
ʚ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʈ
ʝʡ
ʪ
ʠ
ʥ
ʛ

 

ʏ
ʝ
ʩ
ʪ
ʦ
ʪ
ʘ

 

ʇ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ɺ
ʘ
ʣ
ʠ

 

ʜ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʂ
ʫ
ʤ
ʫ
ʣ
ʘ

 

ʪ
ʠ
ʚ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

1 6 3,9 3,9 3,9 1 3 2 2 2 

2     2 3 2 2 3,9 

3 3 2 2 5,9 3 3 2 2 5,9 

4     4 3 2 2 7,8 

5 9 5,9 5,9 11,8 5 6 3,9 3,9 11,8 

6 3 2 2 13,7 6 12 7,8 7,8 19,6 

7 132 86,3 86,3 100 7 123 80,4 80,4 100 

ʆʙʱʦ 153 100 100  ʆʙʱʦ 153 100 100  

 

 

ʆ2 ɺ2 

ʈ
ʝ
ʡ
ʪ
ʠ
ʥ
ʛ

 

ʏ
ʝ
ʩ
ʪ
ʦ
ʪ
ʘ

 

ʇ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ɺ
ʘ
ʣ
ʠ

 

ʜ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʂ
ʫ
ʤ
ʫ
ʣ
ʘ

 

ʪ
ʠ
ʚ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʈ
ʝʡ
ʪ
ʠ
ʥ
ʛ

 

ʏ
ʝ
ʩ
ʪ
ʦ
ʪ
ʘ

 

ʇ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ɺ
ʘ
ʣ
ʠ

 

ʜ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʂ
ʫ
ʤ
ʫ
ʣ
ʘ

 

ʪ
ʠ
ʚ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

1 3 2 2 2 1 15 9,8 9,8 9,8 

2 3 2 2 3,9 2 6 3,9 3,9 13,7 

3 3 2 2 5,9 3 6 3,9 3,9 17,6 

4 3 2 2 7,8 4 9 5,9 5,9 23,5 

5 6 3,9 3,9 11,8 5 6 3,9 3,9 27,5 

6 12 7,8 7,8 19,6 6 9 5,9 5,9 33,3 

7 123 80,4 80,4 100 7 102 66,7 66,7 100 

ʆʙʱʦ 153 100 100   ʆʙʱʦ 153 100 100   

 

 

ʆ3 ɺ3 

ʈ
ʝ
ʡ
ʪ
ʠ
ʥ
ʛ

 

ʏ
ʝ
ʩ
ʪ
ʦ
ʪ
ʘ

 

ʇ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ɺ
ʘ
ʣ
ʠ

 

ʜ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʂ
ʫ
ʤ
ʫ
ʣ
ʘ

 

ʪ
ʠ
ʚ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʈ
ʝʡ
ʪ
ʠ
ʥ
ʛ

 

ʏ
ʝ
ʩ
ʪ
ʦ
ʪ
ʘ

 

ʇ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ɺ
ʘ
ʣ
ʠ

 

ʜ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʂ
ʫ
ʤ
ʫ
ʣ
ʘ

 

ʪ
ʠ
ʚ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

1 3 2 2 2 1 9 5,9 5,9 5,9 

2 - - - - 2 3 2 2 7,8 

3 - - - - 3 6 3,9 3,9 11,8 

4 6 3,9 3,9 5,9 4 3 2 2 13,7 

5 3 2 2 7,8 5 3 2 2 15,7 

6 12 7,8 7,8 15,7 6 27 17,6 17,6 33,3 

7 129 84,3 84,3 100 7 102 66,7 66,7 100 

ʆʙʱʦ 153 100 100   ʆʙʱʦ 153 100 100   
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ʆ4 ɺ4 

ʈ
ʝ
ʡ
ʪ
ʠ
ʥ
ʛ

 

ʏ
ʝ
ʩ
ʪ
ʦ
ʪ
ʘ

 

ʇ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ɺ
ʘ
ʣ
ʠ

 

ʜ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʂ
ʫ
ʤ
ʫ
ʣ
ʘ

 

ʪ
ʠ
ʚ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʈ
ʝʡ
ʪ
ʠ
ʥ
ʛ

 

ʏ
ʝ
ʩ
ʪ
ʦ
ʪ
ʘ

 

ʇ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ɺ
ʘ
ʣ
ʠ

 

ʜ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʂ
ʫ
ʤ
ʫ
ʣ
ʘ

 

ʪ
ʠ
ʚ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

1 - - -  1 9 5,9 5,9 5,9 

2 3 2 2 2 2 9 5,9 5,9 11,8 

3 - - -  3 3 2 2 13,7 

4 6 3,9 3,9 5,9 4 3 2 2 15,7 

5 3 2 2 7,8 5 12 7,8 7,8 23,5 

6 45 29,4 29,4 37,3 6 18 11,8 11,8 35.3 

7 96 62,7 62,7 100 7 99 64,7 64,7 100 

ʆʙʱʦ 153 100 100   ʆʙʱʦ 153 100 100   

 

 

ʆ5 ɺ5 

ʈ
ʝ
ʡ
ʪ
ʠ
ʥ
ʛ

 

ʏ
ʝ
ʩ
ʪ
ʦ
ʪ
ʘ

 

ʇ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ɺ
ʘ
ʣ
ʠ

 

ʜ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʂ
ʫ
ʤ
ʫ
ʣ
ʘ

 

ʪ
ʠ
ʚ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʈ
ʝʡ
ʪ
ʠ
ʥ
ʛ

 

ʏ
ʝ
ʩ
ʪ
ʦ
ʪ
ʘ

 

ʇ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ɺ
ʘ
ʣ
ʠ

 

ʜ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʂ
ʫ
ʤ
ʫ
ʣ
ʘ

 

ʪ
ʠ
ʚ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

1 - - - - 1 3 2 2 2 

2 3 2 2 2 2 - - -  

3 - - - - 3 3 2 2 3,9 

4 - - - - 4 9 5,9 5,9 9,8 

5 21 13,7 13,7 15,7 5 6 3,9 3,9 13,7 

6 15 9,8 9,8 25,5 6 27 17,6 17,6 31,4 

7 114 74,5 74,5 100 7 105 68,6, 68,6, 100 

ʆʙʱʦ 153 100 100   ʆʙʱʦ 153 100 100   

 

 

ʆ6 ɺ6 

ʈ
ʝ
ʡ
ʪ
ʠ
ʥ
ʛ

 

ʏ
ʝ
ʩ
ʪ
ʦ
ʪ
ʘ

 

ʇ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ɺ
ʘ
ʣ
ʠ

 

ʜ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʂ
ʫ
ʤ
ʫ
ʣ
ʘ

 

ʪ
ʠ
ʚ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʈ
ʝʡ
ʪ
ʠ
ʥ
ʛ

 

ʏ
ʝ
ʩ
ʪ
ʦ
ʪ
ʘ

 

ʇ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ɺ
ʘ
ʣ
ʠ

 

ʜ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʂ
ʫ
ʤ
ʫ
ʣ
ʘ

 

ʪ
ʠ
ʚ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

1 3 2 2 2 1 6 3,9 3,9 3,9 

2 - - - - 2     

3 - - - - 3     

4 6 3,9 3,9 5,9 4 6 3,9 3,9 7,8 

5 18 11,8 11,8 17,6 5 3 2 2 9,8 

6 15 9,8 9,8 27,5 6 39 25,5 25,5 35,3 

7 111 72,5 72,5 100 7 99 64,7 64,7 100 

ʆʙʱʦ 153 100 100   ʆʙʱʦ 153 100 100   
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ʆ7 ɺ7 
ʈ
ʝ
ʡ
ʪ
ʠ
ʥ
ʛ

 

ʏ
ʝ
ʩ
ʪ
ʦ
ʪ
ʘ

 

ʇ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ɺ
ʘ
ʣ
ʠ

 

ʜ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʂ
ʫ
ʤ
ʫ
ʣ
ʘ

 

ʪ
ʠ
ʚ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʈ
ʝʡ
ʪ
ʠ
ʥ
ʛ

 

ʏ
ʝ
ʩ
ʪ
ʦ
ʪ
ʘ

 

ʇ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ɺ
ʘ
ʣ
ʠ

 

ʜ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʂ
ʫ
ʤ
ʫ
ʣ
ʘ

 

ʪ
ʠ
ʚ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

1 - - - - 1 3 2 2 2 

2 - - - - 2 - - - - 

3 3 2 2 2 3 6 3,9 3,9 5,9 

4 - - - - 4 6 3,9 3,9 9,8 

5 12 7,8 7,8 9,8 5 3 2 2 11,8 

6 30 19,6 19,6 29,4 6 33 21,6 21,6 33,3 

7 108 70,6 70,6 100 7 102 66,7 66,7 100 

ʆʙʱʦ 153 100 100   ʆʙʱʦ 153 100 100   

 

 

ʆ8 ɺ8 

ʈ
ʝ
ʡ
ʪ
ʠ
ʥ
ʛ

 

ʏ
ʝ
ʩ
ʪ
ʦ
ʪ
ʘ

 

ʇ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ɺ
ʘ
ʣ
ʠ

 

ʜ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʂ
ʫ
ʤ
ʫ
ʣ
ʘ

 

ʪ
ʠ
ʚ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʈ
ʝʡ
ʪ
ʠ
ʥ
ʛ

 

ʏ
ʝ
ʩ
ʪ
ʦ
ʪ
ʘ

 

ʇ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ɺ
ʘ
ʣ
ʠ

 

ʜ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʂ
ʫ
ʤ
ʫ
ʣ
ʘ

 

ʪ
ʠ
ʚ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

1 - - - - 1 3 2 2 2 

2 - - - - 2 3 2 2 3,9 

3 6 3,9 3,9 3,9 3 - - - - 

4 - - - - 4 6 3,9 3,9 7,8 

5 15 9,8 9,8 13,7 5 6 3,9 3,9 11,8 

6 9 5,9 5,9 19,6 6 21 13,7 13,7 25,5, 

7 123 80,4 80,4 100 7 114 74,5 74,5 100 

ʆʙʱʦ 153 100 100   ʆʙʱʦ 153 100 100   

 

 

ʆ9 ɺ9 

ʈ
ʝ
ʡ
ʪ
ʠ
ʥ
ʛ

 

ʏ
ʝ
ʩ
ʪ
ʦ
ʪ
ʘ

 

ʇ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ɺ
ʘ
ʣ
ʠ

 

ʜ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʂ
ʫ
ʤ
ʫ
ʣ
ʘ

 

ʪ
ʠ
ʚ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʈ
ʝʡ
ʪ
ʠ
ʥ
ʛ

 

ʏ
ʝ
ʩ
ʪ
ʦ
ʪ
ʘ

 

ʇ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ɺ
ʘ
ʣ
ʠ

 

ʜ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʂ
ʫ
ʤ
ʫ
ʣ
ʘ

 

ʪ
ʠ
ʚ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

1 - - - - 1 3 2 2 2 

2 - - - - 2 - - - - 

3     3 - - - - 

4 6 3,9 3,9 3,9 4 6 3,9 3,9 5,9 

5 12 7,8 7,8 11,8 5     

6 27 17,6 17,6 29,4 6 27 17,6 17,6 23,5 

7 108 70,6 70,6 100 7 117 76,5 76,5 100 

ʆʙʱʦ 153 100 100   ʆʙʱʦ 153 100 100   
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ʆ10 ɺ10 
ʈ
ʝ
ʡ
ʪ
ʠ
ʥ
ʛ

 

ʏ
ʝ
ʩ
ʪ
ʦ
ʪ
ʘ

 

ʇ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ɺ
ʘ
ʣ
ʠ

 

ʜ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʂ
ʫ
ʤ
ʫ
ʣ
ʘ

 

ʪ
ʠ
ʚ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʈ
ʝʡ
ʪ
ʠ
ʥ
ʛ

 

ʏ
ʝ
ʩ
ʪ
ʦ
ʪ
ʘ

 

ʇ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ɺ
ʘ
ʣ
ʠ

 

ʜ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʂ
ʫ
ʤ
ʫ
ʣ
ʘ

 

ʪ
ʠ
ʚ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

1 75 49 49 49 1 9 5,9 5,9 5,9 

2 - - - - 2 6 3,9 3,9 9,8 

3 - - - - 3 - - - - 

4 15 9,8 9,8 58,8 4 3 2 2 11,8 

5 15 9,8 9,8 68,6 5 6 3,9 3,9 15,7 

6 15 9,8 9,8 78,4 6 24 15,7 15,7 31,4 

7 33 21,6 21,6 100 7 105 68,6 68,6 100 

ʆʙʱʦ 153 100 100   ʆʙʱʦ 153 100 100   

 

 

ʆ11 ɺ11 

ʈ
ʝ
ʡ
ʪ
ʠ
ʥ
ʛ

 

ʏ
ʝ
ʩ
ʪ
ʦ
ʪ
ʘ

 

ʇ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ɺ
ʘ
ʣ
ʠ

 

ʜ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʂ
ʫ
ʤ
ʫ
ʣ
ʘ

 

ʪ
ʠ
ʚ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʈ
ʝʡ
ʪ
ʠ
ʥ
ʛ

 

ʏ
ʝ
ʩ
ʪ
ʦ
ʪ
ʘ

 

ʇ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ɺ
ʘ
ʣ
ʠ

 

ʜ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʂ
ʫ
ʤ
ʫ
ʣ
ʘ

 

ʪ
ʠ
ʚ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

1 72 47,1 47,1 47,1 1 51 33,3 33,3 33,3 

2 6 3,9 3,9 51 2 3 2 2 35,3 

3 - - - - 3 9 5,9 5,9 41,2 

4 12 7,8 7,8 58,8 4 18 11,8 11,8 52,9 

5 18 11,8 11,8 70,6 5 6 3,9 3,9 56,9 

6 12 7,8 7,8 78,4 6 3 2 2 58,8 

7 33 21,6 21,6 100 7 63 41,2 41,2 100 

ʆʙʱʦ 100 100 100   ʆʙʱʦ 153 100 100   

 

 

ʆ12 ɺ12 

ʈ
ʝ
ʡ
ʪ
ʠ
ʥ
ʛ

 

ʏ
ʝ
ʩ
ʪ
ʦ
ʪ
ʘ

 

ʇ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ɺ
ʘ
ʣ
ʠ

 

ʜ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʂ
ʫ
ʤ
ʫ
ʣ
ʘ

 

ʪ
ʠ
ʚ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʈ
ʝʡ
ʪ
ʠ
ʥ
ʛ

 

ʏ
ʝ
ʩ
ʪ
ʦ
ʪ
ʘ

 

ʇ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ɺ
ʘ
ʣ
ʠ

 

ʜ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʂ
ʫ
ʤ
ʫ
ʣ
ʘ

 

ʪ
ʠ
ʚ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

1 78 51 51 51 1 63 41,2 41,2 41,2 

2 3 2 2 52,9 2 3 2 2 43,1 

3 - - - - 3 6 3,9 3,9 47,1 

4 12 7,8 7,8 60,8 4 6 3,9 3,9 51 

5 3 2 2 62,7 5 18 11,8 11,8 62,7 

6 12 7,8 7,8 70,6 6 12 7,8 7,8 70,6 

7 45 29,4 29,4 100 7 45 29,4 29,4 100 

ʆʙʱʦ 153 100 100   ʆʙʱʦ 153 100 100   
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ʆ13 ɺ13 
ʈ
ʝ
ʡ
ʪ
ʠ
ʥ
ʛ

 

ʏ
ʝ
ʩ
ʪ
ʦ
ʪ
ʘ

 

ʇ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ɺ
ʘ
ʣ
ʠ

 

ʜ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʂ
ʫ
ʤ
ʫ
ʣ
ʘ

 

ʪ
ʠ
ʚ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʈ
ʝʡ
ʪ
ʠ
ʥ
ʛ

 

ʏ
ʝ
ʩ
ʪ
ʦ
ʪ
ʘ

 

ʇ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ɺ
ʘ
ʣ
ʠ

 

ʜ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʂ
ʫ
ʤ
ʫ
ʣ
ʘ

 

ʪ
ʠ
ʚ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

1 84 54,9 54,9 54,9 1 63 41,2 41,2 41,2 

2 6 3,9 3,9 58,8 2 3 2 2 43,1 

3 9 5,9 5,9 64,7 3 6 3,9 3,9 47,1 

4 6 3,9 3,9 68,6 4 12 7,8 7,8 54,9 

5 3 2 2 70,6 5 12 7,8 7,8 62,7 

6 12 7,8 7,8 78,4 6 12 7,8 7,8 70,6 

7 33 21,6 21,6 100 7 45 29,4 29,4 100 

ʆʙʱʦ 153 100 100   ʆʙʱʦ 153 100 100   

 

 

ʆ14 ɺ14 

ʈ
ʝ
ʡ
ʪ
ʠ
ʥ
ʛ

 

ʏ
ʝ
ʩ
ʪ
ʦ
ʪ
ʘ

 

ʇ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ɺ
ʘ
ʣ
ʠ

 

ʜ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʂ
ʫ
ʤ
ʫ
ʣ
ʘ

 

ʪ
ʠ
ʚ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʈ
ʝʡ
ʪ
ʠ
ʥ
ʛ

 

ʏ
ʝ
ʩ
ʪ
ʦ
ʪ
ʘ

 

ʇ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ɺ
ʘ
ʣ
ʠ

 

ʜ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʂ
ʫ
ʤ
ʫ
ʣ
ʘ

 

ʪ
ʠ
ʚ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

1 - - - - 1 3 2 2 2 

2 3 2 2 2 2 3 2 2 3,9 

3 9 5,9 5,9 7,8 3 - - - - 

4 3 2 2 9,8 4 3 2 2 5,9 

5 9 5,9 5,9 15,7 5 6 3,9 3,9 9,8 

6 15 9,8 9,8 25,5, 6 24 15,7 15,7 25,5 

7 114 74,5 74,5 100 7 114 74,5 74,5 100 

ʆʙʱʦ 153 100 100   ʆʙʱʦ 153 100 100   

 

 

ʆ15 ɺ15 

ʈ
ʝ
ʡ
ʪ
ʠ
ʥ
ʛ

 

ʏ
ʝ
ʩ
ʪ
ʦ
ʪ
ʘ

 

ʇ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ɺ
ʘ
ʣ
ʠ

 

ʜ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʂ
ʫ
ʤ
ʫ
ʣ
ʘ

 

ʪ
ʠ
ʚ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʈ
ʝʡ
ʪ
ʠ
ʥ
ʛ

 

ʏ
ʝ
ʩ
ʪ
ʦ
ʪ
ʘ

 

ʇ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ɺ
ʘ
ʣ
ʠ

 

ʜ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʂ
ʫ
ʤ
ʫ
ʣ
ʘ

 

ʪ
ʠ
ʚ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

1 - - - - 1 3 2 2 2 

2 - - - - 2 3 2 2 3,9 

3 3 2 2 2 3 3 2 2 5,9 

4 9 5,9 5,9 7,8 4 3 2 2 7,8 

5 9 5,9 5,9 13,7 5 - - - - 

6 9 5,9 5,9 19,6 6 27 17,6 17,6 25,5 

7 123 80,4 80,4 100 7 114 74,5 74,5 100 

ʆʙʱʦ 153 100 100   ʆʙʱʦ 153 100 100   
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ʆ16 ɺ16 
ʈ
ʝ
ʡ
ʪ
ʠ
ʥ
ʛ

 

ʏ
ʝ
ʩ
ʪ
ʦ
ʪ
ʘ

 

ʇ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ɺ
ʘ
ʣ
ʠ

 

ʜ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʂ
ʫ
ʤ
ʫ
ʣ
ʘ

 

ʪ
ʠ
ʚ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʈ
ʝʡ
ʪ
ʠ
ʥ
ʛ

 

ʏ
ʝ
ʩ
ʪ
ʦ
ʪ
ʘ

 

ʇ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ɺ
ʘ
ʣ
ʠ

 

ʜ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʂ
ʫ
ʤ
ʫ
ʣ
ʘ

 

ʪ
ʠ
ʚ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

1 - - - - 1 3 2 2 2 

2 - - - - 2 - - - - 

3  - - - 3 - - -  

4 3 2 2 2 4 - - - - 

5 9 5,9 5,9 7,8 5 9 5,9 5,9 7,8 

6 36 23,5 23,5 31,4 6 36 23,5 23,5 31,4 

7 105 68,6 68,6 100 7 105 68,6 68,6 100 

ʆʙʱʦ 153 100 100   ʆʙʱʦ 153 100 100   

 

 

ʆ17 ɺ17 

ʈ
ʝ
ʡ
ʪ
ʠ
ʥ
ʛ

 

ʏ
ʝ
ʩ
ʪ
ʦ
ʪ
ʘ

 

ʇ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ɺ
ʘ
ʣ
ʠ

 

ʜ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʂ
ʫ
ʤ
ʫ
ʣ
ʘ

 

ʪ
ʠ
ʚ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʈ
ʝʡ
ʪ
ʠ
ʥ
ʛ

 

ʏ
ʝ
ʩ
ʪ
ʦ
ʪ
ʘ

 

ʇ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ɺ
ʘ
ʣ
ʠ

 

ʜ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʂ
ʫ
ʤ
ʫ
ʣ
ʘ

 

ʪ
ʠ
ʚ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

1 - - - - 1 6 3,9 3,9 3,9 

2 - - - - 2 - - - - 

3 6 3,9 3,9 3,9 3 - - - - 

4 3 2 2 5,9 4 6 3,9 3,9 7,8 

5 12 7,8 7,8 13,7 5 12 7,8 7,8 15,7 

6 12 7,8 7,8 21,6 6 39 25,5 25,5 41,2 

7 120 78,4 78,4 100 7 90 58,8 58,8 100 

ʆʙʱʦ 153 100 100   ʆʙʱʦ 100 100 100   

 

 

ʆ18 ɺ18 

ʈ
ʝ
ʡ
ʪ
ʠ
ʥ
ʛ

 

ʏ
ʝ
ʩ
ʪ
ʦ
ʪ
ʘ

 

ʇ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ɺ
ʘ
ʣ
ʠ

 

ʜ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʂ
ʫ
ʤ
ʫ
ʣ
ʘ

 

ʪ
ʠ
ʚ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʈ
ʝʡ
ʪ
ʠ
ʥ
ʛ

 

ʏ
ʝ
ʩ
ʪ
ʦ
ʪ
ʘ

 

ʇ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ɺ
ʘ
ʣ
ʠ

 

ʜ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʂ
ʫ
ʤ
ʫ
ʣ
ʘ

 

ʪ
ʠ
ʚ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

1 63 41,2 41,2 41,2 1 3 2 2 2 

2 3 2 2 43,1 2 - - - - 

3 6 3,9 3,9 47,1 3 - - - - 

4 3 2 2 49 4 6 3,9 3,9 5,9 

5 21 13,7 13,7 62,7 5 9 5,9 5,9 11,8 

6 - - - - 6 12 7,8 7,8 19,6 

7 57 37,3 37,3 100 7 123 80,4 80,4 100 

ʆʙʱʦ 153 100 100   ʆʙʱʦ 153 100 100   
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ʆ19 ɺ19 
ʈ
ʝ
ʡ
ʪ
ʠ
ʥ
ʛ

 

ʏ
ʝ
ʩ
ʪ
ʦ
ʪ
ʘ

 

ʇ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ɺ
ʘ
ʣ
ʠ

 

ʜ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʂ
ʫ
ʤ
ʫ
ʣ
ʘ

 

ʪ
ʠ
ʚ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʈ
ʝʡ
ʪ
ʠ
ʥ
ʛ

 

ʏ
ʝ
ʩ
ʪ
ʦ
ʪ
ʘ

 

ʇ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ɺ
ʘ
ʣ
ʠ

 

ʜ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʂ
ʫ
ʤ
ʫ
ʣ
ʘ

 

ʪ
ʠ
ʚ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

1 57 37,3 37,3 37,3 1 45 29,4 29,4 29,4 

2 6 3,9 3,9 41,2 2 6 3,9 3,9 33.3 

3 12 7,8 7,8 49 3 - - - - 

4 3 2 2 51 4 3 2 2 35,3 

5 18 11,8 11,8 62,7 5 12 7,8 7,8 43,1 

6 9 5,9 5,9 68,6 6 18 11,8 11,8 54,9 

7 48 31,4 31,4 100 7 69 45,1 45,1 100 

ʆʙʱʦ 153 100 100   ʆʙʱʦ 153 100 100   

 

 

ʆ20 ɺ20 

ʈ
ʝ
ʡ
ʪ
ʠ
ʥ
ʛ

 

ʏ
ʝ
ʩ
ʪ
ʦ
ʪ
ʘ

 

ʇ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ɺ
ʘ
ʣ
ʠ

 

ʜ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʂ
ʫ
ʤ
ʫ
ʣ
ʘ

 

ʪ
ʠ
ʚ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʈ
ʝʡ
ʪ
ʠ
ʥ
ʛ

 

ʏ
ʝ
ʩ
ʪ
ʦ
ʪ
ʘ

 

ʇ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ɺ
ʘ
ʣ
ʠ

 

ʜ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʂ
ʫ
ʤ
ʫ
ʣ
ʘ

 

ʪ
ʠ
ʚ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

1 78 51 51 51 1 60 39,2 39,2 39,2 

2 6 3,9 3,9 54,9 2 15 9,8 9,8 49 

3 6 3,9 3,9 58,8 3 3 2 2 51 

4 3 2 2 60,8 4 6 3,9 3,9 54,9 

5 9 5,9 5,9 66,7 5 15 9,8 9,8 64,7 

6 18 11,8 11,8 78,4 6 6 3,9 3,9 68,6 

7 33 21,6 21,6 100 7 48 31,4 31,4 100 

ʆʙʱʦ 153 100 100   ʆʙʱʦ 153 100 100   

 

 

ʆ21 ɺ21 

ʈ
ʝ
ʡ
ʪ
ʠ
ʥ
ʛ

 

ʏ
ʝ
ʩ
ʪ
ʦ
ʪ
ʘ

 

ʇ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ɺ
ʘ
ʣ
ʠ

 

ʜ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʂ
ʫ
ʤ
ʫ
ʣ
ʘ

 

ʪ
ʠ
ʚ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʈ
ʝʡ
ʪ
ʠ
ʥ
ʛ

 

ʏ
ʝ
ʩ
ʪ
ʦ
ʪ
ʘ

 

ʇ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ɺ
ʘ
ʣ
ʠ

 

ʜ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʂ
ʫ
ʤ
ʫ
ʣ
ʘ

 

ʪ
ʠ
ʚ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

1 75 49 49 49 1 69 45,1 45,1 45,1 

2 - - - - 2 9 5,9 5,9 51 

3 9 5,9 5,9 54,9 3 3 2 2 52,9 

4 6 3,9 3,9 58,8 4 9 5,9 5,9 58,8 

5 24 15,7 15,7 74,5 5 12 7,8 7,8 66,7 

6 6 3,9 3,9 78,4 6 9 5,9 5,9 72,5 

7 33 21,6 21,6 100 7 42 27,5 27,5 100 

ʆʙʱʦ 153 100 100   ʆʙʱʦ 153 100 100   

 

 

 

 

 



200 

 

ʆ22 ɺ22 

ʈ
ʝ
ʡ
ʪ
ʠ
ʥ
ʛ

 

ʏ
ʝ
ʩ
ʪ
ʦ
ʪ
ʘ

 

ʇ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ɺ
ʘ
ʣ
ʠ

 

ʜ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʂ
ʫ
ʤ
ʫ
ʣ
ʘ

 

ʪ
ʠ
ʚ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʈ
ʝʡ
ʪ
ʠ
ʥ
ʛ

 

ʏ
ʝ
ʩ
ʪ
ʦ
ʪ
ʘ

 

ʇ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ɺ
ʘ
ʣ
ʠ

 

ʜ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʂ
ʫ
ʤ
ʫ
ʣ
ʘ

 

ʪ
ʠ
ʚ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

1 75 49 49 49 1 3 2 2 2 

2 - - - - 2 - - - - 

3 6 3,9 3,9 52,9 3 - - - - 

4 - - - - 4 6 3,9 3,9 5,9 

5 18 11,8 11,8 64,7 5 21 13,7 13,7 19,6 

6 6 3,9 3,9 68,6 6 12 7,8 7,8 27,5 

7 48 31,4 31,4 100 7 111 72,5 72,5 100 

ʆʙʱʦ 153 100 100   ʆʙʱʦ 153 100 100   

 

 



201 

 

ʇʨʠʣʦʞʝʥʠʝ ˉ 7  

Ăʏʝʩʪʦʪʥʠ ʨʘʟʧʨʝʜʝʣʝʥʠʷ ʚ ʯʘʩʪʠʪʝ Ăʆʯʘʢʚʘʥʠʷò ʠ Ăɺʲʟʧʨʠʷʪʠʷò ʥʘ 

ʤʝʜʠʮʠʥʩʢʘʪʘ ʫʩʣʫʛʘ ʟʘ ʄɹɸʃ  

 

ʆ1 ɺ1 

ʈ
ʝ
ʡ
ʪ
ʠ
ʥ
ʛ

 

ʏ
ʝ
ʩ
ʪ
ʦ
ʪ
ʘ

 

ʇ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ɺ
ʘ
ʣ
ʠ

 

ʜ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʂ
ʫ
ʤ
ʫ
ʣ
ʘ

 

ʪ
ʠ
ʚ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʈ
ʝʡ
ʪ
ʠ
ʥ
ʛ

 

ʏ
ʝ
ʩ
ʪ
ʦ
ʪ
ʘ

 

ʇ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ɺ
ʘ
ʣ
ʠ

 

ʜ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʂ
ʫ
ʤ
ʫ
ʣ
ʘ

 

ʪ
ʠ
ʚ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

1 - - - - 1 11 3,1 3,1 3,1 

2 12 3,4 3,4 3,4 2 - - - - 

3 12 3,4 3,4 6,9 3 34 9,7 9,7 12,9 

4 33 9,4 9,4 16,3 4 - - - - 

5 12 3,4 3,4 19,7 5 35 10 10 22,9 

6 58 16,6 16,6 36,3 6 94 26,9 26,9 49,7 

7 223 63,7 63,7 100 7 176 50,3 50,3 100 

ʆʙʱʦ 350 100 100   ʆʙʱʦ 350 100 100   

 

 

ʆ2 ɺ2 

ʈ
ʝ
ʡ
ʪ
ʠ
ʥ
ʛ

 

ʏ
ʝ
ʩ
ʪ
ʦ
ʪ
ʘ

 

ʇ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ɺ
ʘ
ʣ
ʠ

 

ʜ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʂ
ʫ
ʤ
ʫ
ʣ
ʘ

 

ʪ
ʠ
ʚ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʈ
ʝʡ
ʪ
ʠ
ʥ
ʛ

 

ʏ
ʝ
ʩ
ʪ
ʦ
ʪ
ʘ

 

ʇ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ɺ
ʘ
ʣ
ʠ

 

ʜ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʂ
ʫ
ʤ
ʫ
ʣ
ʘ

 

ʪ
ʠ
ʚ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

1 11 3,1 3,1 3,1 1 47 13,4 13,4 13,4 

2 12 3,4 3,4 6,6 2 - - - - 

3 - - - - 3 46 13,1 13,1 26,6 

4 34 9,7 9,7 16,3 4 23 6,6 6,6 33,1 

5 58 16,6 16,6 32,9 5 47 13,4 13,4 46,6 

6 59 16,9 16,9 49,7 6 59 16,9 16,9 63,4 

7 176 50,3 50,3 100 7 128 36,6 36,6 100 

ʆʙʱʦ 350 100 100   ʆʙʱʦ 350 100 100   

 

 

ʆ3 ɺ3 

ʈ
ʝ
ʡ
ʪ
ʠ
ʥ
ʛ

 

ʏ
ʝ
ʩ
ʪ
ʦ
ʪ
ʘ

 

ʇ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ɺ
ʘ
ʣ
ʠ

 

ʜ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʂ
ʫ
ʤ
ʫ
ʣ
ʘ

 

ʪ
ʠ
ʚ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʈ
ʝʡ
ʪ
ʠ
ʥ
ʛ

 

ʏ
ʝ
ʩ
ʪ
ʦ
ʪ
ʘ

 

ʇ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ɺ
ʘ
ʣ
ʠ

 

ʜ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʂ
ʫ
ʤ
ʫ
ʣ
ʘ

 

ʪ
ʠ
ʚ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

1 - - - - 1 12 3,4 3,4 3,4 

2 - - - - 2 - - - - 

3 11 3,1 3,1 3,1 3 - - - - 

4 23 6,6 6,6 9,7 4 11 3,1 3,1 6,6 

5 23 6,6 6,6 16,3 5 22 6,3 6,3 12,9 

6 47 13,4 13,4 29,7 6 119 34 34 46,9 

7 246 70,3 70,3 100 7 186 53,1 53,1 100 

ʆʙʱʦ 350 100 100   ʆʙʱʦ 350 100 100   



202 

 

 

ʆ4 ɺ4 

ʈ
ʝ
ʡ
ʪ
ʠ
ʥ
ʛ

 

ʏ
ʝ
ʩ
ʪ
ʦ
ʪ
ʘ

 

ʇ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ɺ
ʘ
ʣ
ʠ

 

ʜ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʂ
ʫ
ʤ
ʫ
ʣ
ʘ

 

ʪ
ʠ
ʚ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʈ
ʝʡ
ʪ
ʠ
ʥ
ʛ

 

ʏ
ʝ
ʩ
ʪ
ʦ
ʪ
ʘ

 

ʇ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ɺ
ʘ
ʣ
ʠ

 

ʜ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʂ
ʫ
ʤ
ʫ
ʣ
ʘ

 

ʪ
ʠ
ʚ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

1 - - - - 1 12 3,4 3,4 3,4 

2 12 3,4 3,4 3,4 2 36 10,3 10,3 13,7 

3 23 6,6 6,6 10 3 - - - - 

4 23 6,6 6,6 16,6 4 56 16 16 29,7 

5 35 10 10 26,6 5 35 10 10 39,7 

6 59 16,9 16,9 43,4 6 142 40,6 40,6 80,3 

7 198 56,6 56,6 100 7 69 19,7 19,7 100 

ʆʙʱʦ 350 100 100   ʆʙʱʦ 350 100 100   

 

 

ʆ5 ɺ5 

ʈ
ʝ
ʡ
ʪ
ʠ
ʥ
ʛ

 

ʏ
ʝ
ʩ
ʪ
ʦ
ʪ
ʘ

 

ʇ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ɺ
ʘ
ʣ
ʠ

 

ʜ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʂ
ʫ
ʤ
ʫ
ʣ
ʘ

 

ʪ
ʠ
ʚ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʈ
ʝʡ
ʪ
ʠ
ʥ
ʛ

 

ʏ
ʝ
ʩ
ʪ
ʦ
ʪ
ʘ

 

ʇ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ɺ
ʘ
ʣ
ʠ

 

ʜ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʂ
ʫ
ʤ
ʫ
ʣ
ʘ

 

ʪ
ʠ
ʚ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

1 - - - - 1 12 3,4 3,4 3,4 

2 - - - - 2 12 3,4 3,4 6,9 

3 - - - - 3 11 3,1 3,1 10 

4 45 12,9 12,9 12,9 4 33 9,4 9,4 19,4 

5 24 6,9 6,9 19,7 5 23 6,6 6,6 26 

6 84 24 24 343,7 6 153 43,7 43,7 69,7 

7 197 36,3 36,3 100 7 106 30,3 30,3 100 

ʆʙʱʦ 350 100 100   ʆʙʱʦ 350 100 100   

 

 

ʆ6 ɺ6 

ʈ
ʝ
ʡ
ʪ
ʠ
ʥ
ʛ

 

ʏ
ʝ
ʩ
ʪ
ʦ
ʪ
ʘ

 

ʇ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ɺ
ʘ
ʣ
ʠ

 

ʜ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʂ
ʫ
ʤ
ʫ
ʣ
ʘ

 

ʪ
ʠ
ʚ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʈ
ʝʡ
ʪ
ʠ
ʥ
ʛ

 

ʏ
ʝ
ʩ
ʪ
ʦ
ʪ
ʘ

 

ʇ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ɺ
ʘ
ʣ
ʠ

 

ʜ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʂ
ʫ
ʤ
ʫ
ʣ
ʘ

 

ʪ
ʠ
ʚ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

1 - - - - 1 12 3,4 3,4 3,4 

2 - - - - 2 - - - - 

3 - - - - 3 23 6,6 6,6 10 

4 22 6,3 6,3 6,3 4 12 3,4 3,4 13,4 

5 24 6,9 6,9 13,1 5 34 9,7 9,7 23,1 

6 142 40,6 40,6 53,7 6 164 46,9 46,9 70 

7 162 46,3 46,3 100 7 105 30 30 100 

ʆʙʱʦ 350 100 100   ʆʙʱʦ 350 100 100   

 

 

 

 



203 

 

 

ʆ7 ɺ7 

ʈ
ʝ
ʡ
ʪ
ʠ
ʥ
ʛ

 

ʏ
ʝ
ʩ
ʪ
ʦ
ʪ
ʘ

 

ʇ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ɺ
ʘ
ʣ
ʠ

 

ʜ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʂ
ʫ
ʤ
ʫ
ʣ
ʘ

 

ʪ
ʠ
ʚ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʈ
ʝʡ
ʪ
ʠ
ʥ
ʛ

 

ʏ
ʝ
ʩ
ʪ
ʦ
ʪ
ʘ

 

ʇ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ɺ
ʘ
ʣ
ʠ

 

ʜ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʂ
ʫ
ʤ
ʫ
ʣ
ʘ

 

ʪ
ʠ
ʚ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

1 - - - - 1 12 3,4 3,4 3,4 

2 - - - - 2 11 3,1 3,1 6,6 

3 - - - - 3 12 3,4 3,4 10 

4 11 3,1 3,1 3,1 4 11 3,1 3,1 13,1 

5 35 10 10 13,1 5 46 13,1 13,1 26,3 

6 82 23,4 23,4 36,6 6 119 34 34 60,3 

7 222 63,4 63,4 100 7 139 39,7 39,7 100 

ʆʙʱʦ 350 100 100   ʆʙʱʦ 350 100 100   

 

 

ʆ8 ɺ8 

ʈ
ʝ
ʡ
ʪ
ʠ
ʥ
ʛ

 

ʏ
ʝ
ʩ
ʪ
ʦ
ʪ
ʘ

 

ʇ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ɺ
ʘ
ʣ
ʠ

 

ʜ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʂ
ʫ
ʤ
ʫ
ʣ
ʘ

 

ʪ
ʠ
ʚ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʈ
ʝʡ
ʪ
ʠ
ʥ
ʛ

 

ʏ
ʝ
ʩ
ʪ
ʦ
ʪ
ʘ

 

ʇ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ɺ
ʘ
ʣ
ʠ

 

ʜ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʂ
ʫ
ʤ
ʫ
ʣ
ʘ

 

ʪ
ʠ
ʚ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

1 - - - - 1 12 3,4 3,4 3,4 

2 - - - - 2 12 3,4 3,4 6,9 

3 - - - - 3 11 3,1 3,1 10 

4 34 9,7 9,7 9,7 4 23 6,6 6,6 16,6 

5 24 6,9 6,9 16,6 5 46 13,1 13,1 29,7 

6 60 17,1 17,1 33,7 6 83 23,7 23,7 53,4 

7 232 66,3 66,3 100 7 163 46,6 46,6 100 

ʆʙʱʦ 350 100 100   ʆʙʱʦ 350 100 100   

 

 

ʆ9 ɺ9 

ʈ
ʝ
ʡ
ʪ
ʠ
ʥ
ʛ

 

ʏ
ʝ
ʩ
ʪ
ʦ
ʪ
ʘ

 

ʇ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ɺ
ʘ
ʣ
ʠ

 

ʜ
ʝ
ʥ 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʂ
ʫ
ʤ
ʫ
ʣ
ʘ

 

ʪ
ʠ
ʚ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʈ
ʝʡ
ʪ
ʠ
ʥ
ʛ

 

ʏ
ʝ
ʩ
ʪ
ʦ
ʪ
ʘ

 

ʇ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ɺ
ʘ
ʣ
ʠ

 

ʜ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʂ
ʫ
ʤ
ʫ
ʣ
ʘ

 

ʪ
ʠ
ʚ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

1 - - - - 1 12 3,4 3,4 3,4 

2 - - - - 2 - - - - 

3 - - - - 3 - - - - 

4 33 9,4 9,4 9,4 4 12 3,4 3,4 6,9 

5 12 3,4 3,4 12,9 5 57 16,3 16,3 23,1 

6 71 20,3 20,3 33,1 6 142 40,6 40,6 63,7 

7 234 66,9 66,9 100 7 127 36,3 36,3 100 

ʆʙʱʦ 350 100 100   ʆʙʱʦ 350 100 100   

 

 

 

 



204 

 

 

ʆ10 ɺ10 

ʈ
ʝ
ʡ
ʪ
ʠ
ʥ
ʛ

 

ʏ
ʝ
ʩ
ʪ
ʦ
ʪ
ʘ

 

ʇ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ɺ
ʘ
ʣ
ʠ

 

ʜ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʂ
ʫ
ʤ
ʫ
ʣ
ʘ

 

ʪ
ʠ
ʚ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʈ
ʝʡ
ʪ
ʠ
ʥ
ʛ

 

ʏ
ʝ
ʩ
ʪ
ʦ
ʪ
ʘ

 

ʇ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ɺ
ʘ
ʣ
ʠ

 

ʜ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʂ
ʫ
ʤ
ʫ
ʣ
ʘ

 

ʪ
ʠ
ʚ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

1 116 33,1 33,1 33,1 1 12 3,4 3,4 3,4 

2 - - - - 2 22 6,3 6,3 9,7 

3 - - - - 3 - - - - 

4 116 33,1 33,1 66,3 4 23 6,6 6,6 16,3 

5 36 10,3 10,3 76,6 5 23 6,6 6,6 22,9 

6 60 17,1 17,1 93,7 6 176 50,3 50,3 73,1 

7 22 6,3 6,3 100 7 94 26,9 26,9 100 

ʆʙʱʦ 350 100 100   ʆʙʱʦ 350 100 100   

 

 

ʆ11 ɺ11 

ʈ
ʝ
ʡ
ʪ
ʠ
ʥ
ʛ

 

ʏ
ʝ
ʩ
ʪ
ʦ
ʪ
ʘ

 

ʇ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ɺ
ʘ
ʣ
ʠ

 

ʜ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʂ
ʫ
ʤ
ʫ
ʣ
ʘ

 

ʪ
ʠ
ʚ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʈ
ʝʡ
ʪ
ʠ
ʥ
ʛ

 

ʏ
ʝ
ʩ
ʪ
ʦ
ʪ
ʘ

 

ʇ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ɺ
ʘ
ʣ
ʠ

 

ʜ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʂ
ʫ
ʤ
ʫ
ʣ
ʘ

 

ʪ
ʠ
ʚ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

1 105 30 30 30 1 151 43,1 43,1 43,1 

2 - - - - 2 60 17,1 17,1 60,3 

3 11 3,1 3,1 33,1 3 - - - - 

4 104 29,7 29,7 62,9 4 24 6,9 6,9 67,1 

5 36 10,3 10,3 73,1 5 46 13,1 13,1 80,3 

6 72 20,6 20,6 93,7 6 58 16,6 16,6 96,9 

7 22 6,3 6,3 100 7 11 3,1 3,1 100 

ʆʙʱʦ 350 100 100   ʆʙʱʦ 350 100 100   

 

 

ʆ12 ɺ12 

ʈ
ʝ
ʡ
ʪ
ʠ
ʥ
ʛ

 

ʏ
ʝ
ʩ
ʪ
ʦ
ʪ
ʘ

 

ʇ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ɺ
ʘ
ʣ
ʠ

 

ʜ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʂ
ʫ
ʤ
ʫ
ʣ
ʘ

 

ʪ
ʠ
ʚ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʈ
ʝʡ
ʪ
ʠ
ʥ
ʛ

 

ʏ
ʝ
ʩ
ʪ
ʦ
ʪ
ʘ

 

ʇ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ɺ
ʘ
ʣ
ʠ

 

ʜ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʂ
ʫ
ʤ
ʫ
ʣ
ʘ

 

ʪ
ʠ
ʚ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

1 175 50 50 50 1 140 40 40 40 

2 23 6,6 6,6 56,6 2 72 20,6 20,6 60,6 

3 12 3,4 3,4 60 3 - - - - 

4 23 6,6 6,6 66,6 4 23 6,6 6,6 67,1 

5 35 10 10 76,6 5 35 10 10 77,1 

6 59 16,9 16,9 93,4 6 47 13,4 13,4 90,6 

7 23 6,6 6,6 100 7 33 9,4 9,4 100 

ʆʙʱʦ 350 100 100   ʆʙʱʦ 350 100 100   

 

 

 

 



205 

 

 

ʆ13 ɺ13 

ʈ
ʝ
ʡ
ʪ
ʠ
ʥ
ʛ

 

ʏ
ʝ
ʩ
ʪ
ʦ
ʪ
ʘ

 

ʇ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ɺ
ʘ
ʣ
ʠ

 

ʜ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʂ
ʫ
ʤ
ʫ
ʣ
ʘ

 

ʪ
ʠ
ʚ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʈ
ʝʡ
ʪ
ʠ
ʥ
ʛ

 

ʏ
ʝ
ʩ
ʪ
ʦ
ʪ
ʘ

 

ʇ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ɺ
ʘ
ʣ
ʠ

 

ʜ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʂ
ʫ
ʤ
ʫ
ʣ
ʘ

 

ʪ
ʠ
ʚ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

1 152 43,4 43,4 43,4 1 130 37,1 37,1 37,1 

2 35 10 10 53,4 2 60 17,1 17,1 54,3 

3 - - - - 3 12 3,4 3,4 57,7 

4 46 13,1 13,1 66,6 4 46 13,1 13,1 70,9 

5 36 10,3 10,3 76,9 5 57 16,3 16,3 87,1 

6 47 13,4 13,4 90,3 6 23 6,6 6,6 93,7 

7 34 9,7 9,7 100 7 22 6,3 6,3 100 

ʆʙʱʦ 350 100 100   ʆʙʱʦ 350 100 100   

 

 

ʆ14 ɺ14 

ʈ
ʝ
ʡ
ʪ
ʠ
ʥ
ʛ

 

ʏ
ʝ
ʩ
ʪ
ʦ
ʪ
ʘ

 

ʇ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ɺ
ʘ
ʣ
ʠ

 

ʜ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʂ
ʫ
ʤ
ʫ
ʣ
ʘ

 

ʪ
ʠ
ʚ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʈ
ʝʡ
ʪ
ʠ
ʥ
ʛ

 

ʏ
ʝ
ʩ
ʪ
ʦ
ʪ
ʘ

 

ʇ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ɺ
ʘ
ʣ
ʠ

 

ʜ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʂ
ʫ
ʤ
ʫ
ʣ
ʘ

 

ʪ
ʠ
ʚ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

1 - - - - 1 23 6,6 6,6 6,6 

2 - - - - 2 - - - - 

3 - - - - 3 11 3,1 3,1 9,7 

4 12 3,4 3,4 3,4 4 - - - - 

5 71 20,3 20,3 23,7 5 58 16,6 16,6 26,3 

6 60 17,1 17,1 40,9 6 176 50,3 50,3 76,6 

7 207 59,1 59,1 100 7 82 23,4 23,4 100 

ʆʙʱʦ 350 100 100   ʆʙʱʦ 350 100 100   

 

 

ʆ15 ɺ15 

ʈ
ʝ
ʡ
ʪ
ʠ
ʥ
ʛ

 

ʏ
ʝ
ʩ
ʪ
ʦ
ʪ
ʘ

 

ʇ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ɺ
ʘ
ʣ
ʠ

 

ʜ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʂ
ʫ
ʤ
ʫ
ʣ
ʘ

 

ʪ
ʠ
ʚ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʈ
ʝʡ
ʪ
ʠ
ʥ
ʛ

 

ʏ
ʝ
ʩ
ʪ
ʦ
ʪ
ʘ

 

ʇ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ɺ
ʘ
ʣ
ʠ

 

ʜ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʂ
ʫ
ʤ
ʫ
ʣ
ʘ

 

ʪ
ʠ
ʚ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

1 12 3,4 3,4 3,4 1 12 3,4 3,4 3,4 

2 - - - - 2 11 3,1 3,1 6,6 

3 - - - - 3 11 3,1 3,1 9,7 

4 12 3,4 3,4 6,9 4 24 6,9 6,9 16,6 

5 12 3,4 3,4 10,3 5 34 9,7 9,7 26,3 

6 84 24 24 34,3 6 201 57,4 57,4 83,7 

7 230 65,7 65,7 100 7 57 16,3 16,3 100 

ʆʙʱʦ 350 100 100   ʆʙʱʦ 350 100 100   
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ʆ16 ɺ16 

ʈ
ʝ
ʡ
ʪ
ʠ
ʥ
ʛ

 

ʏ
ʝ
ʩ
ʪ
ʦ
ʪ
ʘ

 

ʇ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ɺ
ʘ
ʣ
ʠ

 

ʜ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʂ
ʫ
ʤ
ʫ
ʣ
ʘ

 

ʪ
ʠ
ʚ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʈ
ʝʡ
ʪ
ʠ
ʥ
ʛ

 

ʏ
ʝ
ʩ
ʪ
ʦ
ʪ
ʘ

 

ʇ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ɺ
ʘ
ʣ
ʠ

 

ʜ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʂ
ʫ
ʤ
ʫ
ʣ
ʘ

 

ʪ
ʠ
ʚ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

1 - - - - 1 12 3,4 3,4 3,4 

2 - - - - 2 11 3,1 3,1 6,6 

3 - - - - 3 - - - - 

4 - - - - 4 45 12,9 12,9 19,4 

5 24 6,9 6,9 6,9 5 60 17,1 17,1 136,6 

6 24 6,9 6,9 13,7 6 48 13,7 13,7 50,3 

7 302 86,3 86,3 100 7 174 49,7 49,7 100 

ʆʙʱʦ 350 100 100   ʆʙʱʦ 350 100 100   

 

 

ʆ17 ɺ17 

ʈ
ʝ
ʡ
ʪ
ʠ
ʥ
ʛ

 

ʏ
ʝ
ʩ
ʪ
ʦ
ʪ
ʘ

 

ʇ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ɺ
ʘ
ʣ
ʠ

 

ʜ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʂ
ʫ
ʤ
ʫ
ʣ
ʘ

 

ʪ
ʠ
ʚ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʈ
ʝʡ
ʪ
ʠ
ʥ
ʛ

 

ʏ
ʝ
ʩ
ʪ
ʦ
ʪ
ʘ

 

ʇ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ɺ
ʘ
ʣ
ʠ

 

ʜ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʂ
ʫ
ʤ
ʫ
ʣ
ʘ

 

ʪ
ʠ
ʚ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

1 - - - - 1 23 6,6 6,6 6,6 

2 - - - - 2 11 3,1 3,1 9,7 

3 - - - - 3 12 3,4 3,4 13,1 

4 23 6,6 6,6 6,6 4 34 9,7 9,7 22,9 

5 36 10,3 10,3 16,9 5 94 26,9 26,9 49,7 

6 24 6,9 6,9 23,7 6 24 6,9 6,9 56,6 

7 267 76,3 76,3 100 7 152 43,4 43,4 100 

ʆʙʱʦ 350 100 100   ʆʙʱʦ 350 100 100   

 

 

ʆ18 ɺ18 

ʈ
ʝ
ʡ
ʪ
ʠ
ʥ
ʛ

 

ʏ
ʝ
ʩ
ʪ
ʦ
ʪ
ʘ

 

ʇ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ɺ
ʘ
ʣ
ʠ

 

ʜ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʂ
ʫ
ʤ
ʫ
ʣ
ʘ

 

ʪ
ʠ
ʚ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʈ
ʝʡ
ʪ
ʠ
ʥ
ʛ

 

ʏ
ʝ
ʩ
ʪ
ʦ
ʪ
ʘ

 

ʇ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ɺ
ʘ
ʣ
ʠ

 

ʜ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʂ
ʫ
ʤ
ʫ
ʣ
ʘ

 

ʪ
ʠ
ʚ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

1 163 46,6 46,6 46,6 1 45 12,9 12,9 12,9 

2 24 6,9 6,9 53,4 2 - - - - 

3 - - - - 3 11 3,1 3,1 16 

4 34 9,7 9,7 63,1 4 35 10 10 26 

5 60 17,1 17,1 80,3 5 83 23,7 23,7 49,7 

6 23 6,6 6,6 86,9 6 24 6,9 6,9 56,6 

7 46 13,1 13,1 100 7 152 43,4 43,4 100 

ʆʙʱʦ 350 100 100   ʆʙʱʦ 350 100 100   
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ʆ19 ɺ19 
ʈ
ʝ
ʡ
ʪ
ʠ
ʥ
ʛ

 

ʏ
ʝ
ʩ
ʪ
ʦ
ʪ
ʘ

 

ʇ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ɺ
ʘ
ʣ
ʠ

 

ʜ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʂ
ʫ
ʤ
ʫ
ʣ
ʘ

 

ʪ
ʠ
ʚ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʈ
ʝʡ
ʪ
ʠ
ʥ
ʛ

 

ʏ
ʝ
ʩ
ʪ
ʦ
ʪ
ʘ

 

ʇ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ɺ
ʘ
ʣ
ʠ

 

ʜ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʂ
ʫ
ʤ
ʫ
ʣ
ʘ

 

ʪ
ʠ
ʚ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

1 151 43,1 43,1 43,1 1 106 30,3 30,3 30,3 

2 24 6,9 6,9 50 2 24 6,9 6,9 37,1 

3 - - - - 3 23 6,6 6,6 43,7 

4 58 16,6 16,6 66,6 4 55 15,7 15,7 59,4 

5 35 10 10 76,6 5 84 24 24 83,4 

6 35 10 10 86,6 6 35 10 10 93,4 

7 47 13,4 13,4 100 7 23 6,6 6,6 100 

ʆʙʱʦ 350 100 100   ʆʙʱʦ 350 100 100   

 

 

ʆ20 ɺ20 

ʈ
ʝ
ʡ
ʪ
ʠ
ʥ
ʛ

 

ʏ
ʝ
ʩ
ʪ
ʦ
ʪ
ʘ

 

ʇ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ɺ
ʘ
ʣ
ʠ

 

ʜ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʂ
ʫ
ʤ
ʫ
ʣ
ʘ

 

ʪ
ʠ
ʚ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʈ
ʝʡ
ʪ
ʠ
ʥ
ʛ

 

ʏ
ʝ
ʩ
ʪ
ʦ
ʪ
ʘ

 

ʇ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ɺ
ʘ
ʣ
ʠ

 

ʜ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʂ
ʫ
ʤ
ʫ
ʣ
ʘ

 

ʪ
ʠ
ʚ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

1 128 36,6 36,6 36,6 1 152 43,4 43,4 43,4 

2 71 20,3 20,3 56,9 2 83 23,7 23,7 67,1 

3 - - - - 3 - - - - 

4 45 12,9 12,9 69,7 4 11 3,1 3,1 70,3 

5 60 17,1 17,1 86,9 5 35 10 10 80,3 

6 34 9,7 9,7 96,6 6 58 16,6 16,6 96,9 

7 12 3,4 3,4 100 7 11 3,1 3,1 100 

ʆʙʱʦ 350 100 100   ʆʙʱʦ 350 100 100   

 

 

ʆ21 ɺ21 

ʈ
ʝ
ʡ
ʪ
ʠ
ʥ
ʛ

 

ʏ
ʝ
ʩ
ʪ
ʦ
ʪ
ʘ

 

ʇ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ɺ
ʘ
ʣ
ʠ

 

ʜ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʂ
ʫ
ʤ
ʫ
ʣ
ʘ

 

ʪ
ʠ
ʚ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʈ
ʝʡ
ʪ
ʠ
ʥ
ʛ

 

ʏ
ʝ
ʩ
ʪ
ʦ
ʪ
ʘ

 

ʇ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ɺ
ʘ
ʣ
ʠ

 

ʜ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʂ
ʫ
ʤ
ʫ
ʣ
ʘ

 

ʪ
ʠ
ʚ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

1 127 36,3 36,3 36,3 1 152 43,4 43,4 43,4 

2 48 13,7 13,7 50 2 36 10,3 10,3 53,7 

3 - - - - 3 35 10 10 63,7 

4 57 16,7 16,7 66,3 4 46 13,1 13,1 76,9 

5 48 13,7 13,7 80 5 - - - - 

6 36 10,3 10,3 90,3 6 70 20 20 96,9 

7 34 9,7 9,7 100 7 11 3,1 3,1 100 

ʆʙʱʦ 350 100 100   ʆʙʱʦ 350 100 100   
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ʆ22 ɺ22 
ʈ
ʝ
ʡ
ʪ
ʠ
ʥ
ʛ

 

ʏ
ʝ
ʩ
ʪ
ʦ
ʪ
ʘ

 

ʇ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ɺ
ʘ
ʣ
ʠ

 

ʜ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʂ
ʫ
ʤ
ʫ
ʣ
ʘ

 

ʪ
ʠ
ʚ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʈ
ʝʡ
ʪ
ʠ
ʥ
ʛ

 

ʏ
ʝ
ʩ
ʪ
ʦ
ʪ
ʘ

 

ʇ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ɺ
ʘ
ʣ
ʠ

 

ʜ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

ʂ
ʫ
ʤ
ʫ
ʣ
ʘ

 

ʪ
ʠ
ʚ
ʝ
ʥ
 

ʧ
ʨ
ʦ
ʮ
ʝ
ʥ
ʪ

 

1 139 39,7 39,7 39,7 1 12 3,4 3,4 3,4 

2 36 10,3 10,3 50 2 11 3,1 3,1 6,6 

3 23 6,6 6,6 56,6 3 12 3,4 3,4 10 

4 11 3,1 3,1 59,7 4 11 3,1 3,1 13,1 

5 36 10,3 10,3 70 5 107 30,6 30,6 43,7 

6 58 16,6 16,6 86,6 6 35 10 10 53,7 

7 47 13,4 13,4 100 7 162 46,3 46,3 100 

ʆʙʱʦ 350 100 100   ʆʙʱʦ 350 100 100   
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ʇʨʠʣʦʞʝʥʠʝ ˉ 8  
ʉʪʨʫʢʪʫʨʘ ʥʘ ʧʦʜʢʨʠʪʝʨʠʠʪʝ ʥʘ ʤʝʪʦʜʠʢʘʪʘ 

SERVQUAL ï ʜʘʥʥʠ  ʟʘ ʉɹɸʃɹɹò  
 

 

 

ʂʈʀʊɽʈʀʁ Ăʄɸʊɽʈʀɸʃʅʆʉʊñ (ʄ1 ï ʄ4) ï ɸʉʇɽʂʊ Ăʆʏɸʂɺɸʅʀʗñ 

 

     

O1 ʆʙʦʨʫʜʚʘʥʝʪʦ ʚ ʃɿ ʪʨʷʙʚʘ ʜʘ ʙʲʜʝ   O2 ɽʣʝʤʝʥʪʠʪʝ ʥʘ ʬʠʟʠʯʝʩʢʦʪʦ ʦʙʢʨʲʞʝʥʠʝ  

ʩʲʚʨʝʤʝʥʥʦ                                                   ʥʘ ʃɿ ʪʨʷʙʚʘ ʜʘ ʙʲʜʘʪ ʧʨʠʚʣʝʢʘʪʝʣʥʠ 

 

 

     

O3 ʉʲʪʨʫʜʥʠʮʠʪʝ ʚ ʃɿ ʪʨʷʙʚʘ ʜʘ ʙʲʜʘʪ         O4 ɺʲʥʰʥʠʷʪ ʚʠʜ ʥʘ ʝʣʝʤʝʥʪʠʪʝ ʥʘ  

ʜʦʙʨʝ ʦʙʣʝʯʝʥʠ                                                ʬʠʟʠʯʝʩʢʦʪʦ ʦʙʢʨʲʞʝʥʠʝ ʚ ʃɿ ʪʨʷʙʚʘ ʜʘ  

                                                                            ʩʲʦʪʚʝʪʩʪʚʘ ʥʘ ʪʠʧʘ ʥʘ  ʧʨʝʜʩʪʘʚʷʥʘʪʘ  

                                                                            ʫʩʣʫʛʘ    
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ʂʈʀʊɽʈʀʁ Ăʅɸɼɽɾɼʅʆʉʊñ (ʅ5 ï ʅ9) ï ɸʉʇɽʂʊ Ăʆʏɸʂɺɸʅʀʗñ 

     

     

O5 ʂʦʛʘʪʦ ʃɿ ʦʙʝʱʘʷʪ ʜʘ ʧʨʝʜʦʩʪʘʚʷʪ          O6 ʂʦʛʘʪʦ ʫ ʧʦʪʨʝʙʠʪʝʣʠʪʝ ʚʲʟʥʠʢʥʝ  

ʫʩʣʫʛʘ ʚ ʦʧʨʝʜʝʣʝʥ ʩʨʦʢ, ʪʝ ʩʘ ʜʣʲʞʥʠ          ʧʨʦʙʣʝʤ, ʃɿ ʝ ʝ ʜʣʲʞʥʦ ʜʘ ʧʨʦʷʚʠ ʜʘ 

ʠʟʧʲʣʥʷʪ ʦʙʝʱʘʥʠʝʪʦ                                      ʩʲʯʫʚʩʪʚʠʝ ʠ ʜʘ ʩʝ ʩʪʨʝʤʠ ʜʘ ʫʩʧʦʢʦʠ  

                                                                            ʧʦʪʨʝʙʠʪʝʣʠʪʝ 

 

      

O7 ʃɿ ʝ ʜʣʲʞʥʦ ʜʘ ʠʤʘ ʥʘʜʝʞʜʥʘ ʨʝʧʫʪʘʮʠʷ    O8 ʃɿ ʝ ʜʣʲʞʥʦ ʜʘ ʧʨʝʜʦʩʪʘʚʷ ʫʩʣʫʛʠʪʝ 

ʚ       

                                                                                ʦʙʝʱʘʥʦʪʦ ʚʨʝʤʝ  

 

ʆ9 ʃɿ ʝ ʜʣʲʞʥʦ ʜʘ ʚʦʜʠ ʟʘʧʠʩʠʪʝ (ʜʦʢʫʤʝʥʪʘʮʠʷʪʘ) ʘʢʫʨʘʪʥʦ (ʪʦʯʥʦ) 
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ʂʈʀʊɽʈʀʁ Ăʆʊɿʀɺʏʀɺʆʉʊñ (ʆ10 ï ʆ13) ï ɸʉʇɽʂʊ Ăʆʏɸʂɺɸʅʀʗñ 

     

     

O10 ʆʪ ʃɿ ʥʝ ʩʣʝʜʚʘ ʜʘ ʩʝ ʦʯʘʢʚʘ, ʯʝ             O11 ʆʪ ʩʪʨʘʥʘ ʥʘ ʧʦʪʨʝʙʠʪʝʣʠʪʝ ʝ  

ʱʝ ʠʥʬʦʨʤʠʨʘ ʧʦʪʨʝʙʠʪʝʣʠʪʝ,  ʢʦʛʘ ʪʦʯʥʦ      ʥʝʨʝʘʣʠʩʪʠʯʥʦ ʜʘ ʩʝ ʦʯʘʢʚʘ ʥʝʟʘʙʘʚʥʦ  

ʱʝ ʙʲʜʝ ʧʨʝʜʦʩʪʘʚʝʥʘ ʫʩʣʫʛʘʪʘ ʦʪ                   ʧʨʝʜʦʩʪʘʚʷʥʝ ʥʘ ʫʩʣʫʛʘʪʘ ʦʪ 

ʩʲʪʨʫʜʥʠʮʠʪʝ ʥʘ ʃɿ                                            ʩʲʪʨʫʜʥʠʮʠʪʝ ʥʘ ʃɿ                   

 

 

     

ʆ12 ʉʲʪʨʫʜʥʠʮʠʪʝ ʥʝ ʚʠʥʘʛʠ ʩʘ ʜʣʲʞʥʠ      O13 ɸʢʦ ʩʲʪʨʫʜʥʠʮʠʪʝ ʩʘ ʧʨʝʢʘʣʝʥʦ ʟʘʝʪʠ,  

ʜʘ ʠʟʧʠʪʚʘʪ ʞʝʣʘʥʠʝ ʜʘ ʧʦʤʦʛʥʘʪ ʥʘ              ʟʘ ʜʘ ʫʜʦʚʣʝʪʚʦʨʷʪ ʤʦʣʙʘʪʘ ʥʘ 

ʧʦʪʨʝʙʠʪʝʣʠʪʝ                                                 ʥʘ ʧʦʪʨʝʙʠʪʝʣʠʪʝ, ʪʦʚʘ ʝ ʥʦʨʤʘʣʥʦ  
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ʂʈʀʊɽʈʀʁ Ăʋɺɽʈɽʅʅʆʉʊñ (ʋ14 ï ʋ17) ï ɸʉʇɽʂʊ Ăʆʏɸʂɺɸʅʀʗñ 

 

       

ʆ14 ʇʦʪʨʝʙʠʪʝʣʠʪʝ ʪʨʷʙʚʘ ʜʘ ʠʤʘʪ ʧʨʠʯʠʥʘ   ʆ15 ʇʦʪʨʝʙʠʪʝʣʠʪʝ ʪʨʷʙʚʘ ʜʘ ʩʝ 

ʯʫʚʩʪʚʘʪ ʚ  

ʟʘ ʜʦʚʝʨʠʝ ʚ ʩʲʪʨʫʜʥʠʮʠʪʝ ʥʘ ʃɿ                     ʙʝʟʦʧʘʩʪʥʦʩʪ ʧʨʠ ʦʙʱʫʚʘʥʝʪʦ ʩʠ ʩʲʩ         

                                                                              ʩʲʪʨʫʜʥʠʮʠʪʝ ʥʘ ʃɿ 

 

     

ʆ16 ʉʲʪʨʫʜʥʠʮʠʪʝ ʥʘ ʃɿ ʪʨʷʙʚʘ ʜʘ ʙʲʜʘʪ      ʆ17 ʉʲʪʨʫʜʥʠʮʠʪʝ ʥʘ ʃɿ ʪʨʷʙʚʘ ʜʘ  

ʚʝʞʣʠʚʠ                                                               ʧʦʣʫʯʘʚʘʪ ʦʪ ʩʪʨʘʥʘ ʥʘ ʃɿ ʘʜʝʢʚʘʪʥʘ   

                                                                              ʧʦʜʜʨʲʞʢʘ ʟʘ ʜʦʙʨʦ  ʠʟʧʲʣʥʝʥʠʝ ʥʘ  

                                                                              ʩʚʦʷʪʘ ʨʘʙʦʪʘ 

 

 



213 

ʂʈʀʊɽʈʀʁ Ăʉʒʏʋɺʉʊɺʀɽñ (ʉ18 ï ʉ22) ï ɸʉʇɽʂʊ Ăʆʏɸʂɺɸʅʀʗñ 

 

      

ʆ18 ʆʪ ʃɿ ʥʝ ʩʣʝʜʚʘ ʜʘ ʩʝ ʦʯʘʢʚʘ ʧʨʦʷʚʘ ʥʘ       ʆ19 ʆʪ ʃɿ ʥʝ ʩʣʝʜʚʘ ʜʘ ʩʝ ʦʯʘʢʚʘ  

ʠʥʜʠʚʠʜʫʘʣʥʦ ʚʥʠʤʘʥʠʝ ʢʲʤ ʧʦʪʨʝʙʠʪʝʣʠʪʝ       ʥʘ ʧʝʨʩʦʥʘʣʥʦ ʚʥʠʤʘʥʠʝ ʢʲʤ  

                                                                                   ʧʦʪʨʝʙʠʪʝʣʠʪʝ    

 

      

ʆ20 ʅʝʨʝʘʣʠʩʪʠʯʥʦ ʝ ʜʘ ʩʝ ʦʯʘʢʚʘ ʦʪ           ʆ21 ʅʝʨʝʘʣʠʩʪʠʯʥʦ ʝ ʜʘ ʩʝ ʦʯʘʢʚʘ, ʯʝ ʃɿ ʝ     

ʩʲʪʨʫʜʥʠʮʠʪʝ ʥʘ ʃɿ ʟʥʘʥʠʷ ʟʘ ʥʫʞʜʠʪʝ         ʦʨʠʝʥʪʠʨʘʥʦ ʢʲʤ ʠʥʪʝʨʝʩʠʪʝ ʥʘ  

ʥʘ ʧʦʪʨʝʙʠʪʝʣʠʪʝ                                             ʧʦʪʨʝʙʠʪʝʣʠʪʝ 

 

 

ʆ22 ʆʪ ʃɿ ʥʝ ʩʣʝʜʚʘ ʜʘ ʩʝ ʦʯʘʢʚʘ ʫʜʦʙʥʠ ʟʘ ʚʩʠʯʢʠ ʧʦʪʨʝʙʠʪʝʣʠ ʯʘʩʦʚʝ ʥʘ ʨʘʙʦʪʘ 
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ʂʈʀʊɽʈʀʁ Ăʄɸʊɽʈʀɸʃʅʆʉʊñ (ʄ1 ï ʄ4) ï ɸʉʇɽʂʊ Ăɺʒɿʇʈʀʗʊʀʗñ 

 

      

ɺ1 ʃɿ ʠʤʘ ʩʲʚʨʝʤʝʥʥʦ ʦʙʦʨʫʜʚʘʥʝ                ɺ2 ɽʣʝʤʝʥʪʠʪʝ ʥʘ ʬʠʟʠʯʝʩʢʦʪʦ  

                                                                            ʦʙʢʨʲʞʝʥʠʝ ʥʘ ʃɿ ʩʘ ʧʨʠʚʣʝʢʘʪʝʣʥʠ 

 

 

     

ɺ3 ʉʲʪʨʫʜʥʠʮʠʪʝ ʥʘ ʃɿ ʩʘ ʜʦʙʨʝ ʦʙʣʝʯʝʥʠ  ɺ4 ɺʲʥʰʥʠʷʪ ʚʠʜ ʥʘ ʝʣʝʤʝʥʪʠʪʝ  

ʠ ʩʧʨʝʪʥʘʪʠ                                                      ʥʘ ʬʠʟʠʯʝʩʢʦʪʦ ʦʙʢʨʲʞʝʥʠʝ ʥʘ ʃɿ  

                                                                          ʩʲʦʪʚʝʪʩʪʚʘʪ ʥʘ ʪʠʧʘ ʥʘ ʧʨʝʜʦʩʪʘʚʷʥʠʪʝ  

                                                                           ʫʩʣʫʛʠ 

 

  



215 

 

ʂʈʀʊɽʈʀʁ Ăʅɸɼɽɾɼʅʆʉʊñ (ʅ5 ï ʅ9) ï ɸʉʇɽʂʊ Ăɺʒɿʇʈʀʗʊʀʗñ 

     

    

ɺ5 ʂʦʛʘʪʦ ʦʙʝʱʘʝ ʜʘ ʧʨʝʜʦʩʨʘʚʠ ʫʩʣʫʛʘ ʚ    ɺ6 ʂʦʛʘʪʦ ʫ ɺʘʩ ʚʲʟʥʠʢʥʝ ʧʨʦʙʣʝʤ, ʃɿ           

ʦʧʨʝʜʝʣʝʥ ʩʨʦʢ, ʪʦ ʠʟʧʲʣʥʷʚʘ                        ʧʨʦʷʚʷʚʘ ʩʲʯʫʚʩʪʚʠʝ ʠ ʩʝ ʩʪʨʝʤʠ ʜʘ ɺʠ  

ʪʦʚʘ ʦʙʝʱʘʥʠʝ                                                   ʫʩʧʦʢʦʠ 

 

     

ɺ7 ʃɿ ʠʤʘ ʥʘʜʝʞʜʥʘ ʨʝʧʫʪʘʮʠʷ                     ɺ8 ʃɿ ʧʨʝʜʩʪʘʚʷ ʫʩʣʫʛʠʪʝ ʚ ʦʙʝʱʘʥʦʪʦ  

                                                                           ʚʨʝʤʝ 

 

 

ɺ9 ʃɿ ʚʦʜʠ ʟʘʧʠʩʠʪʝ (ʜʦʢʫʤʝʥʪʘʮʠʷʪʘ) ʘʢʫʨʘʪʥʦ (ʪʦʯʥʦ) 
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ʂʈʀʊɽʈʀʁ Ăʆʊɿʀɺʏʀɺʆʉʊñ (ʆ10 ï ʆ13) ï ɸʉʇɽʂʊ Ăɺʒɿʇʈʀʗʊʀʗñ 

    

     

ɺ10 ʃɿ ʠʥʬʦʨʤʠʨʘ ʧʦʪʨʝʙʠʪʝʣʠʪʝ ʢʦʛʘ           ɺ11 ɺʠʝ ʥʝ ʧʦʣʫʯʘʚʘʪʝ ʫʩʣʫʛʘʪʘ ʦʪ      

ʪʦʯʥʦ ʱʝ ʙʲʜʝ ʧʨʝʜʦʩʪʘʚʝʥʘ ʫʩʣʫʛʘʪʘ              ʩʲʪʨʫʜʥʠʮʠʪʝ ʥʘ ʃɿ ʥʝʟʘʙʘʚʥʦ 

                        

 

     

ɺ12 ʉʲʪʨʫʜʥʠʮʠʪʝ ʥʘ ʃɿ ʥʝ ʚʠʥʘʛʠ                ɺ13 ʉʲʪʨʫʜʥʠʮʠʪʝ ʥʘ ʃɿ ʩʘ ʧʨʝʢʘʣʝʥʦ 

ʟʘʝʪʠ, 

ʠʟʧʠʪʚʘʪ ʞʝʣʘʥʠʝ ʜʘ ʧʦʤʦʛʥʘʪ ʥʘ                   ʟʘ ʜʘ ʫʜʦʚʣʝʪʚʦʨʷʪ ʤʦʣʙʘʪʘ ʥʘ  

ʧʦʪʨʝʙʠʪʝʣʠʪʝ                                                    ʧʦʪʨʝʙʠʪʝʣʠʪʝ 
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ʂʈʀʊɽʈʀʁ Ăʋɺɽʈɽʅʅʆʉʊñ (ʋ14 ï ʋ17) ï ɸʉʇɽʂʊ Ăɺʒɿʇʈʀʗʊʀʗñ 

     

     

ɺ14 ɺʠʝ ʤʦʞʝʪʝ ʜʘ ʩʝ ʜʦʚʝʨʠʪʝ ʥʘ                ɺ15 ɺʠʝ ʩ ʝʯʫʚʩʪʚʘʪʝ ʚ ʙʝʟʦʧʘʩʪʥʦʩʪ ʧʨʠ 

ʩʲʪʨʫʜʥʠʮʠʪʝ ʥʘ ʃɿ                                        ʦʙʱʫʚʘʥʝʪʦ ʩʲʩ ʩʲʪʨʫʜʥʠʮʠʪʝ 

 

     

ɺ16 ʉʲʪʨʫʜʥʠʮʠʪʝ ʥʘ ʃɿ ʩʘ ʚʝʞʣʠʚʠ         ɺ17 ʉʲʪʨʫʜʥʠʮʠʪʝ ʥʘ ʃɿ ʧʦʣʫʯʘʚʘʪ ʦʪ ʩʪʨʘʥʘ 

ʥʘ    

                                                                       ʩʚʦʷʪʘ ʦʨʛʘʥʠʟʘʮʠʷ ʘʜʝʢʚʘʪʥʘ ʧʦʜʜʨʲʞʢʘ  

                                                                       ʟʘ ʜʦʙʨʦ ʠʟʧʲʣʥʝʥʠʝ ʥʘ ʩʚʦʷʪʘ ʨʘʙʦʪʘ  
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ʂʈʀʊɽʈʀʁ Ăʉʒʏʋɺʉʊɺʀɽñ (ʉ18 ï ʉ22) ï ɸʉʇɽʂʊ Ăɺʒɿʇʈʀʗʊʀʗñ 

     

    

ɺ18 ʃɿ ʧʨʦʷʚʷʚʘ ʢʲʤ ɺʘʩ ʠʥʜʠʚʠʜʫʘʣʥʦ     ɺ19 ʉʲʪʨʫʜʥʠʮʠʪʝ ʥʘ ʃɿ ʥʝ ʧʨʦʷʚʷʚʘʪ ʢʲʤ  

ʚʥʠʤʘʥʠʝ                                                         ɺʘʩ ʧʝʨʩʦʥʘʣʥʦ ʚʥʠʤʘʥʠʝ 

 

      

ɺ20 ʉʲʪʨʫʜʥʠʮʠʪʝ ʥʘ ʃɿ  ʥʝ ʟʥʘʷʪ ʟʘ              ɺ21 ʃɿ ʥʝ ʝ ʦʨʠʝʥʪʠʨʘʥʦ ʟʘ ɺʘʰʠʪʝ        
ɺʘʰʠʪʝ ʥʫʞʜʠ                                                     ʠʥʪʝʨʝʩʠ 
 

 

ɺ22 ʏʘʩʦʚʝʪʝ ʥʘ ʨʘʙʦʪʘ ʥʘ ʃɿ ʩʘ ʫʜʦʙʥʠ ʟʘ ʚʩʠʯʢʠ ʧʦʪʨʝʙʠʪʝʣʠ 
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ʇʨʠʣʦʞʝʥʠʝ ˉ9  

ʉʪʨʫʢʪʫʨʘ ʥʘ ʧʦʜʢʨʠʪʝʨʠʠʪʝ ʥʘ ʤʝʪʦʜʠʢʘʪʘ 
SERVQUAL ï ʜʘʥʥʠ  ʟʘ ʄɹɸʃ 

 

 

ʂʈʀʊɽʈʀʁ Ăʄɸʊɽʈʀɸʃʅʆʉʊñ (ʄ1 ï ʄ4) ï ɸʉʇɽʂʊ Ăʆʏɸʂɺɸʅʀʗñ 

 

    

ʆ1 ʆʙʦʨʫʜʚʘʥʝʪʦ ʚ ʃɿ ʪʨʷʙʚʘ ʜʘ ʙʲʜʝ        ʆ2 ɽʣʝʤʝʥʪʠʪʝ ʥʘ ʬʠʟʠʯʝʩʢʦʪʦ     

ʩ̡ ʚʨʝʤʝʥʥʦ                                                          ʦʙʢʨʲʞʝʥʠʝ ʚ ʃɿ ʪʨʷʙʚʘ ʜʘ ʙʲʜʘʪ 

ʧʨʠʚʣʝʢʘʪʝʣʥʠ 

 

     

ʆ3 ʉʲʪʨʫʜʥʠʮʠʪʝ ʚ ʃɿ ʩʘ ʜʘ ʙʲʜʘʪ ʜʦʙʨʝ    ʆ4 ɺʲʥʰʥʠʷʪ ʚʠʜ ʥʘ ʝʣʝʤʝʥʪʠʪʝ ʥʘ  

ʦʙʣʝʯʝʥʠ                                                           ʬʠʟʠʯʝʩʢʦʪʦ ʙʢʨʲʞʝʥʠʝ ʚ ʃɿ ʪʨʷʙʚʘ ʜʘ  

                                                                            ʩʲʦʪʚʝʪʩʚʘ ʥʘ ʪʠʧʘ ʥʘ  ʧʨʝʜʩʪʘʚʷʥʘʪʘ  

                                                                            ʫʩʣʫʛʘ    
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ʂʈʀʊɽʈʀʁ Ăʅɸɼɽɾɼʅʆʉʊñ (ʅ5 ï ʅ9) ï ɸʉʇɽʂʊ Ăʆʏɸʂɺɸʅʀʗñ 

 

    

ʆ5 ʂʦʛʘʪʦ ʃɿ ʦʙʝʱʘʷʪ ʜʘ ʧʨʝʜʦʩʪʘʚʷʪ               ʆ6 ʂʦʛʘʪʦ ʫ ʧʦʪʨʝʙʠʪʝʣʠʪʝ ʚʲʟʥʠʢʥʝ  

ʫʩʣʫʛʘ ʚ ʦʧʨʝʜʝʣʝʥ ʩʨʦʢ, ʪʝ ʩʘ ʜʣʲʞʥʠ               ʧʨʦʙʣʝʤ, ʃɿ ʝ ʝ ʜʣʲʞʥʦ ʜʘ ʧʨʦʷʚʠ ʜʘ 

ʠʟʧʲʣʥʷʪ ʦʙʝʱʘʥʠʝʪʦ                                           ʩʲʯʫʚʩʪʚʠʝ ʠ ʜʘ ʩʝ ʩʪʨʝʤʠ ʜʘ ʫʩʧʦʢʦʠ  

                                                                                ʧʦʪʨʝʙʠʪʝʣʠʪʝ 

 

    

ʆ7 ʃɿ ʝ ʜʣʲʞʥʦ ʜʘ ʠʤʘ ʥʘʜʝʞʜʥʘ ʨʝʧʫʪʘʮʠʷ  ʆ8 ʃɿ ʝ ʜʣʲʞʥʦ ʜʘ ʧʨʝʜʦʩʪʘʚʷ ʫʩʣʫʛʠʪʝ  

                                                                             ʚ ʦʙʝʱʘʥʦʪʦ ʚʨʝʤʝ         

 

ʆ9 ʃɿ ʝ ʜʣʲʞʥʦ ʜʘ ʚʦʜʠ ʟʘʧʠʩʠʪʝ (ʜʦʢʫʤʝʥʪʘʮʠʷʪʘ)  

ʘʢʫʨʘʪʥʦ (ʪʦʯʥʦ)
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ʂʈʀʊɽʈʀʁ Ăʆʊɿʀɺʏʀɺʆʉʊñ (ʆ10 ï ʆ13) ï ɸʉʇɽʂʊ Ăʆʏɸʂɺɸʅʀʗñ 

 

    

ʆ10 ʆʪ ʃɿ ʥʝ ʩʣʝʜʚʘ ʜʘ ʩʝ ʦʯʘʢʚʘ, ʯʝ            ʆ11 ʆʪ ʩʪʨʘʥʘ ʥʘ ʧʦʪʨʝʙʠʪʝʣʠʪʝ ʝ  

ʱʝ ʠʥʬʦʨʤʠʨʘ ʧʦʪʨʝʙʠʪʝʣʠʪʝ,  ʢʦʛʘ ʪʦʯʥʦ   ʥʝʨʝʘʣʠʩʪʠʯʥʦ ʜʘ ʩʝ ʦʯʘʢʚʘ ʥʝʟʘʙʘʚʥʦ  

ʱʝ ʙʲʜʝ ʧʨʝʜʦʩʪʘʚʝʥʘ ʫʩʣʫʛʘʪʘ ʦʪ                 ʧʨʝʜʦʩʪʘʚʷʥʝ ʥʘ ʫʩʣʫʛʘʪʘ ʦʪ 

ʩʲʪʨʫʜʥʠʮʠʪʝ ʥʘ ʃɿ                                           ʩʲʪʨʫʜʥʠʮʠʪʝ ʥʘ ʃɿ  

 

 

     

ʆ12 ʉʲʪʨʫʜʥʠʮʠʪʝ ʥʝ ʚʠʥʘʛʠ ʩʘ ʜʣʲʞʥʠ       ʆ13 ɸʢʦ ʩʲʪʨʫʜʥʠʮʠʪʝ ʩʘ ʧʨʝʢʘʣʝʥʦ ʟʘʝʪʠ,  

ʜʘ ʠʟʧʠʪʚʘʪ ʞʝʣʘʥʠʝ ʜʘ ʧʦʤʦʛʥʘʪ ʥʘ             ʟʘ ʜʘ ʫʜʦʚʣʝʪʚʦʨʷʪ ʤʦʣʙʘʪʘ ʥʘ 

ʧʦʪʨʝʙʠʪʝʣʠʪʝ                                                  ʥʘ ʧʦʪʨʝʙʠʪʝʣʠʪʝ, ʪʦʚʘ ʝ ʥʦʨʤʘʣʥʦ  
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ʂʈʀʊɽʈʀʁ Ăʋɺɽʈɽʅʅʆʉʊñ (ʋ14 ï ʋ17) ï ɸʉʇɽʂʊ Ăʆʏɸʂɺɸʅʀʗñ 

 

     

ʆ14 ʇʦʪʨʝʙʠʪʝʣʠʪʝ ʪʨʷʙʚʘ ʜʘ ʠʤʘʪ ʧʨʠʯʠʥʘ   ʆ15 ʇʦʪʨʝʙʠʪʝʣʠʪʝ ʪʨʷʙʚʘ ʜʘ ʩʝ 

ʯʫʚʩʪʚʘʪ ʚ  

ʟʘ ʜʦʚʝʨʠʝ ʚ ʩʲʪʨʫʜʥʠʮʠʪʝ ʥʘ ʃɿ                     ʙʝʟʦʧʘʩʪʥʦʩʪ ʧʨʠ ʦʙʱʫʚʘʥʝʪʦ ʩʠ ʩʲʩ         

                                                                              ʩʲʪʨʫʜʥʠʮʠʪʝ ʥʘ ʃɿ 

 

     

ʆ16 ʉʲʪʨʫʜʥʠʮʠʪʝ ʥʘ ʃɿ ʪʨʷʙʚʘ ʜʘ ʙʲʜʘʪ      ʆ17 ʉʲʪʨʫʜʥʠʮʠʪʝ ʥʘ ʃɿ ʪʨʷʙʚʘ ʜʘ  

ʚʝʞʣʠʚʠ                                                               ʧʦʣʫʯʘʚʘʪ ʦʪ ʩʪʨʘʥʘ ʥʘ ʃɿ ʘʜʝʢʚʘʪʥʘ   

                                                                              ʧʦʜʜʨʲʞʢʘ ʟʘ ʜʦʙʨʦ  ʟʧʲʣʥʝʥʠʝ ʥʘ 

ʩʚʦʷʪʘ  

                                                                             ʨʘʙʦʪʘ 
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ʂʈʀʊɽʈʀʁ Ăʉʒʏʋɺʉʊɺʀɽñ (ʉ18 ï ʉ22) ï ɸʉʇɽʂʊ Ăʆʏɸʂɺɸʅʀʗñ 

 

         

ʆ18 ʆʪ ʃɿ ʥʝ ʩʣʝʜʚʘ ʜʘ ʩʝ ʦʯʘʢʚʘ ʧʨʦʷʚʘ ʥʘ       ʆ19 ʆʪ ʃɿ ʥʝ ʩʣʝʜʚʘ ʜʘ ʩʝ ʦʯʘʢʚʘ  

ʠʥʜʠʚʠʜʫʘʣʥʦ ʚʥʠʤʘʥʠʝ ʢʲʤ ʧʦʪʨʝʙʠʪʝʣʠʪʝ       ʠʥʜʠʚʠʜʫʘʣʥʦ ʚʥʠʤʘʥʠʝ ʢʲʤ  

                                                                                  ʧʦʪʨʝʙʠʪʝʣʠʪʝ        

 

     

ʆ20 ʅʝʨʝʘʣʠʩʪʠʯʥʦ ʝ ʜʘ ʩʝ ʦʯʘʢʚʘ ʦʪ           ʆ21 ʅʝʨʝʘʣʠʩʪʠʯʥʦ ʝ ʜʘ ʩʝ ʦʯʘʢʚʘ, ʯʝ ʃɿ ʝ     

ʩʲʪʨʫʜʥʠʮʠʪʝ ʥʘ ʃɿ ʟʥʘʥʠʷ ʟʘ ʥʫʞʜʠʪʝ         ʦʨʠʝʥʪʠʨʘʥʦ ʢʲʤ ʠʥʪʝʨʝʩʠʪʝ ʥʘ  

ʥʘ ʧʦʪʨʝʙʠʪʝʣʠʪʝ                                             ʧʦʪʨʝʙʠʪʝʣʠʪʝ 

 

ʆ22 ʆʪ ʃɿ ʥʝ ʩʣʝʜʚʘ ʜʘ ʩʝ ʦʯʘʢʚʘ ʫʜʦʙʥʠ ʟʘ  

ʚʩʠʯʢʠ ʧʦʪʨʝʙʠʪʝʣʠ ʯʘʩʦʚʝ ʥʘ ʨʘʙʦʪʘ 
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ʂʈʀʊɽʈʀʁ Ăʄɸʊɽʈʀɸʃʅʆʉʊñ (ʄ1 ï ʄ4) ï ɸʉʇɽʂʊ Ăɺʒɿʇʈʀʗʊʀʗñ 

 

     

ɺ1 ʃɿ ʠʤʘ ʩʲʚʨʝʤʝʥʥʦ ʦʙʦʨʫʜʚʘʥʝ                ɺ2 ɽʣʝʤʝʥʪʠʪʝ ʥʘ ʬʠʟʠʯʝʩʢʦʪʦ  

                                                                            ʦʙʢʨʲʞʝʥʠʝ ʥʘ ʃɿ ʩʘ ʧʨʠʚʣʝʢʘʪʝʣʥʠ 

 

     

ɺ3 ʉʲʪʨʫʜʥʠʮʠʪʝ ʥʘ ʃɿ ʩʘ ʜʦʙʨʝ ʦʙʣʝʯʝʥʠ  ɺ4 ɺʲʥʰʥʠʷʪ ʚʠʜ ʥʘ ʝʣʝʤʝʥʪʠʪʝ ʥʘ   

ʠ ʩʧʨʝʪʥʘʪʠ                                                        ʬʠʟʠʯʝʩʢʦʪʦ ʦʙʢʨʲʞʝʥʠʝ ʥʘ ʃɿ 

                                                                            ʩʦ̡ʪʚʝʪʩʪʚʘʪ ʥʘ ʪʠʧʘ ʥʘ ʧʨʝʜʦʩʪʘʚʷʥʠʪʝ  

                                                                            ʫʩʣʫʛʠ 
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ʂʈʀʊɽʈʀʁ Ăʅɸɼɽɾɼʅʆʉʊñ (ʅ5 ï ʅ9) ï ɸʉʇɽʂʊ Ăɺʒɿʇʈʀʗʊʀʗñ 

 

     

ɺ5 ʂʦʛʘʪʦ ʦʙʝʱʘʝ ʜʘ ʧʨʝʜʦʩʨʘʚʠ ʫʩʣʫʛʘ ʚ    ɺ6 ʂʦʛʘʪʦ ʫ ɺʘʩ ʚʲʟʥʠʢʥʝ ʧʨʦʙʣʝʤ, ʃɿ           

ʦʧʨʝʜʝʣʝʥ ʩʨʦʢ, ʪʦ ʠʟʧʲʣʥʷʚʘ                        ʧʨʦʷʚʷʚʘ ʩʲʯʫʚʩʪʚʠʝ ʠ ʩʝ ʩʪʨʝʤʠ ʜʘ ɺʠ  

ʪʦʚʘ ʦʙʝʱʘʥʠʝ                                                   ʫʩʧʦʢʦʠ 

 

     

ɺ7 ʃɿ ʠʤʘ ʥʘʜʝʞʜʥʘ ʨʝʧʫʪʘʮʠʷ                     ɺ8 ʃɿ ʧʨʝʜʩʪʘʚʷ ʫʩʣʫʛʠʪʝ ʚ ʦʙʝʱʘʥʦʪʦ 

ʚʨʝʤʝ 

 

 

ɺ9 ʃɿ ʚʦʜʠ ʟʘʧʠʩʠʪʝ (ʜʦʢʫʤʝʥʪʘʮʠʷʪʘ) ʘʢʫʨʘʪʥʦ (ʪʦʯʥʦ) 
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ʂʈʀʊɽʈʀʁ Ăʆʊɿʀɺʏʀɺʆʉʊñ (ʆ10 ï ʆ13) ï ɸʉʇɽʂʊ Ăɺʒɿʇʈʀʗʊʀʗñ 

 

      

ɺ10 ʃɿ ʠʥʬʦʨʤʠʨʘ ʧʦʪʨʝʙʠʪʝʣʠʪʝ ʢʦʛʘ           ɺ11 ɺʠʝ ʥʝ ʧʦʣʫʯʘʚʘʪʝ ʫʩʣʫʛʘʪʘ ʦʪ      

ʪʦʯʥʦ ʱʝ ʙʲʜʝ ʧʨʝʜʦʩʪʘʚʝʥʘ ʫʩʣʫʛʘʪʘ              ʩʲʪʨʫʜʥʠʮʠʪʝ ʥʘ ʃɿ ʥʝʟʘʙʘʚʥʦ 

                        

 

     

ɺ12 ʉʲʪʨʫʜʥʠʮʠʪʝ ʥʘ ʃɿ ʥʝ ʚʠʥʘʛʠ                ɺ13 ʉʲʪʨʫʜʥʠʮʠʪʝ ʥʘ ʃɿ ʩʘ ʧʨʝʢʘʣʝʥʦ  

ʠʟʧʠʪʚʘʪ ʞʝʣʘʥʠʝ ʜʘ ʧʦʤʦʛʥʘʪ ʥʘ                    ʟʘʝʪʠ, ʠʟʧʠʪʚʘʪ ʞʝʣʘʥʠʝ ʜʘ ʧʦʤʦʛʥʘʪ ʥʘ     

ʧʦʪʨʝʙʠʪʝʣʠʪʝ                                                    ʧʦʪʨʝʙʠʪʝʣʠʪʝ 
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ʂʈʀʊɽʈʀʁ Ăʋɺɽʈɽʅʅʆʉʊñ (ʋ14 ï ʋ17) ï ɸʉʇɽʂʊ Ăɺʒɿʇʈʀʗʊʀʗñ 

 

      

ɺ14 ɺʠʝ ʤʦʞʝʪʝ ʜʘ ʩʝ ʜʦʚʝʨʠʪʝ ʥʘ                ɺ15 ɺʠʝ ʩ ʝʯʫʚʩʪʚʘʪʝ ʚ ʙʝʟʦʧʘʩʪʥʦʩʪ ʧʨʠ 

ʩʲʪʨʫʜʥʠʮʠʪʝ ʥʘ ʃɿ                                        ʦʙʱʫʚʘʥʝʪʦ ʩʲʩ ʩʲʪʨʫʜʥʠʮʠʪʝ 

 

 

     

ɺ16 ʉʲʪʨʫʜʥʠʮʠʪʝ ʥʘ ʃɿ ʩʘ ʚʝʞʣʠʚʠ         ɺ17 ʉʲʪʨʫʜʥʠʮʠʪʝ ʥʘ ʃɿ ʧʦʣʫʯʘʚʘʪ ʦʪ ʩʪʨʘʥʘ  

                                                                      ʥʘ ʩʚʦʷʪʘ ʦʨʛʘʥʠʟʘʮʠʷ ʘʜʝʢʚʘʪʥʘ ʧʦʜʜʨʲʞʢʘ  

                                                                       ʟʘ ʜʦʙʨʦ ʠʟʧʲʣʥʝʥʠʝ ʥʘ ʩʚʦʷʪʘ ʨʘʙʦʪʘ  
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ʂʈʀʊɽʈʀʁ Ăʉʒʏʋɺʉʊɺʀɽñ (ʉ18 ï ʉ22) ï ɸʉʇɽʂʊ Ăɺʒɿʇʈʀʗʊʀʗñ 

 

     

ɺ18 ʃɿ ʧʨʦʷʚʷʚʘ ʢʲʤ ɺʘʩ ʠʥʜʠʚʠʜʫʘʣʥʦ     ɺ19 ʉʲʪʨʫʜʥʠʮʠʪʝ ʥʘ ʃɿ ʥʝ ʧʨʦʷʚʷʚʘʪ ʢʲʤ  

ʚʥʠʤʘʥʠʝ                                                         ɺʘʩ ʧʝʨʩʦʥʘʣʥʦ ʚʥʠʤʘʥʠʝ 

     

ɺ20 ʉʲʪʨʫʜʥʠʮʠʪʝ ʥʘ ʃɿ ʥʝ ʟʥʘʷʪ ʟʘ            ɺ21 ʃɿ ʥʝ ʝ ʦʨʠʝʥʪʠʨʘʥʦ ʟʘ ɺʘʰʠʪʝ 

ʠʥʪʝʨʝʩʠ                                                                   ɺʘʰʠʪʝ ʥʫʞʜʠ    

 

 

ɺ22 ʏʘʩʦʚʝʪʝ ʥʘ ʨʘʙʦʪʘ ʥʘ ʃɿ ʩʘ ʫʜʦʙʥʠ ʟʘ ʚʩʠʯʢʠ ʧʦʪʨʝʙʠʪʝʣ 
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ʇʨʠʣʦʞʝʥʠʝ ˉ 10 

ʏʝʩʪʦʪʥʦ ʨʘʟʧʨʝʜʝʣʝʥʠʝ Ăʇʨʷʢʦ 
ʠʟʨʘʟʝʥʦ ʫʜʦʚʣʝʪʚʦʨʝʥʠʝò  ʉɹɸʃɹɹ  

 

ˉ 
ʀʟʨʘʟʝʥʦ ʫʜʦʚʣʝʪʚʦʨʝʥʠʝ 

"ʢʘʪʦ ʮʷʣʦ" 
ʏʝʩʪʦʪʘ ʇʨʦʮʝʥʪ 

ɺʘʣʠʜʝʥ 
ʧʨʦʮʝʥʪ 

ʂʫʤʫʣʘʪʠ
ʚʝʥ 

ʧʨʦʮʝʥʪ 

1 ʄʥʦʛʦ ʥʝʜʦʚʦʣʝʥ 3 2,0 2,0 2,0 

2 ʅʝʜʦʚʦʣʝʥ 6 3,9 3,9 5,9 

4 ɼʦʚʦʣʝʥ 72 47,1 47,1 52,9 

5 ʄʥʦʛʦ ʜʦʚʦʣʝʥ 72 47,1 47,1 100,0 

  ʆʙʱʦ 153 100% 100%  

ˉ 
ʀʟʨʘʟʝʥʦ ʫʜʦʚʣʝʪʚʦʨʝʥʠʝ 

"ʦʙʦʨʫʜʚʘʥʝ" 
ʏʝʩʪʦʪʘ ʇʨʦʮʝʥʪ 

ɺʘʣʠʜʝʥ 
ʧʨʦʮʝʥʪ 

ʂʫʤʫʣʘʪʠ
ʚʝʥ 

ʧʨʦʮʝʥʪ 

2 ʅʝʜʦʚʦʣʝʥ 15 9,8 9,8 9,8 

3 ɹʝʟʨʘʟʣʠʯʝʥ 3 2,0 2,0 11,8 

4 ɼʦʚʦʣʝʥ 72 47,1 47,1 58,8 

5 ʄʥʦʛʦ ʜʦʚʦʣʝʥ 63 41,2 41,2 100,0 

  ʆʙʱʦ 153 100% 100%  

ˉ 
ʀʟʨʘʟʝʥʦ ʫʜʦʚʣʝʪʚʦʨʝʥʠʝ 
"ʜʠʘʛʥʦʩʪʠʢʘ ʠ ʣʝʯʝʥʠʝò 

ʏʝʩʪʦʪʘ ʇʨʦʮʝʥʪ 
ɺʘʣʠʜʝʥ 
ʧʨʦʮʝʥʪ 

ʂʫʤʫʣʘʪʠ
ʚʝʥ 

ʧʨʦʮʝʥʪ 

2 ʅʝʜʦʚʦʣʝʥ 3 2,0 2,0 2,0 

3 ɹʝʟʨʘʟʣʠʯʝʥ 3 2,0 2,0 3,9 

4 ɼʦʚʦʣʝʥ 72 47,1 47,1 51,0 

5 ʄʥʦʛʦ ʜʦʚʦʣʝʥ 75 49,0 49,0 100,0 

 ʆʙʱʦ 153 100% 100%  

ˉ 
ʀʟʨʘʟʝʥʦ ʫʜʦʚʣʝʪʚʦʨʝʥʠʝ 

"ʠʥʬʦʨʤʠʨʘʥʦʩʪò 
ʏʝʩʪʦʪʘ ʇʨʦʮʝʥʪ 

ɺʘʣʠʜʝʥ 
ʧʨʦʮʝʥʪ 

ʂʫʤʫʣʘʪʠ
ʚʝʥ 

ʧʨʦʮʝʥʪ 

1 ʄʥʦʛʦ ʥʝʜʦʚʦʣʝʥ 6 3,9 3,9 3,9 

2 ʅʝʜʦʚʦʣʝʥ 15 9,8 9,8 13,7 

4 ɼʦʚʦʣʝʥ 81 52.9 52.9 66,7 

5 ʄʥʦʛʦ ʜʦʚʦʣʝʥ 51 33,3 33,3 100,0 

 ʆʙʱʦ 153 100% 100%  

ˉ 
ʀʟʨʘʟʝʥʦ ʫʜʦʚʣʝʪʚʦʨʝʥʠʝ 

"ʚʲʪʨʝʰʝʥ ʨʝʜ" 
ʏʝʩʪʦʪʘ ʇʨʦʮʝʥʪ 

ɺʘʣʠʜʝʥ 
ʧʨʦʮʝʥʪ 

ʂʫʤʫʣʘʪʠ
ʚʝʥ 

ʧʨʦʮʝʥʪ 

1 ʄʥʦʛʦ ʥʝʜʦʚʦʣʝʥ 3 2,0 2,0 2,0 

2 ʅʝʜʦʚʦʣʝʥ 3 2,0 2,0 3,9 

3 ɹʝʟʨʘʟʣʠʯʝʥ 3 2,0 2,0 5,9 

4 ɼʦʚʦʣʝʥ 90 58,8 58,8 64,7 

5 ʄʥʦʛʦ ʜʦʚʦʣʝʥ 54 35,3 35,3 100,0 

  ʆʙʱʦ 153 100% 100%  
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ʇʨʠʣʦʞʝʥʠʝ ˉ 11 

ʏʝʩʪʦʪʥʦ ʨʘʟʧʨʝʜʝʣʝʥʠʝ Ăʇʨʷʢʦ 
ʠʟʨʘʟʝʥʦ ʫʜʦʚʣʝʪʚʦʨʝʥʠʝò ʄɹɸʃ 

 

ˉ 
ʀʟʨʘʟʝʥʦ ʫʜʦʚʣʝʪʚʦʨʝʥʠʝ 

"ʢʘʪʦ ʮʷʣʦ" 
ʏʝʩʪʦʪʘ ʇʨʦʮʝʥʪ 

ɺʘʣʠʜʝʥ 
ʧʨʦʮʝʥʪ 

ʂʫʤʫʣʘʪʠ
ʚʝʥ 

ʧʨʦʮʝʥʪ 

2 ʅʝʜʦʚʦʣʝʥ 12 3,4 3,4 3,4 

4 ɼʦʚʦʣʝʥ 291 83,1 83,1 86,6 

5 ʄʥʦʛʦ ʜʦʚʦʣʝʥ 47 13,4 13,4 100,0 

  ʆʙʱʦ 350 100% 100%  

ˉ 
ʀʟʨʘʟʝʥʦ ʫʜʦʚʣʝʪʚʦʨʝʥʠʝ 

"ʦʙʦʨʫʜʚʘʥʝ" 
ʏʝʩʪʦʪʘ ʇʨʦʮʝʥʪ 

ɺʘʣʠʜʝʥ 
ʧʨʦʮʝʥʪ 

ʂʫʤʫʣʘʪʠ
ʚʝʥ 

ʧʨʦʮʝʥʪ 

1 ʄʥʦʛʦ ʥʝʜʦʚʦʣʝʥ 11 3,1 3,1 3,1 

2 ʅʝʜʦʚʦʣʝʥ 47 13,4 13,4 16,6 

3 ɹʝʟʨʘʟʣʠʯʝʥ 11 3,1 3,1 19,7 

4 ɼʦʚʦʣʝʥ 270 77,1 77,1 96,8 

5 ʄʥʦʛʦ ʜʦʚʦʣʝʥ 11 3,1 3,1 100,0 

  ʆʙʱʦ 350 100% 100%  

ˉ 
ʀʟʨʘʟʝʥʦ ʫʜʦʚʣʝʪʚʦʨʝʥʠʝ 
"ʜʠʘʛʥʦʩʪʠʢʘ ʠ ʣʝʯʝʥʠʝ" 

ʏʝʩʪʦʪʘ ʇʨʦʮʝʥʪ 
ɺʘʣʠʜʝʥ 
ʧʨʦʮʝʥʪ 

ʂʫʤʫʣʘʪʠ
ʚʝʥ 

ʧʨʦʮʝʥʪ 

2 ʅʝʜʦʚʦʣʝʥ 35 10,0 10,0 10,0 

3 ɹʝʟʨʘʟʣʠʯʝʥ 12 3,4 3,4 13,3 

4 ɼʦʚʦʣʝʥ 247 70,6 70,6 84,0 

5 ʄʥʦʛʦ ʜʦʚʦʣʝʥ 56 16,0 16,0 100,0 

 ʆʙʱʦ 350 100% 100%  

ˉ 
ʀʟʨʘʟʝʥʦ ʫʜʦʚʣʝʪʚʦʨʝʥʠʝ 

"ʠʥʬʦʨʤʠʨʘʥʦʩʪ" 
ʏʝʩʪʦʪʘ ʇʨʦʮʝʥʪ 

ɺʘʣʠʜʝʥ 
ʧʨʦʮʝʥʪ 

ʂʫʤʫʣʘʪʠ
ʚʝʥ 

ʧʨʦʮʝʥʪ 

2 ʅʝʜʦʚʦʣʝʥ 58 16,6 16,6 16,6 

3 ɹʝʟʨʘʟʣʠʯʝʥ 24 6,9 6,9 23,4 

4 ɼʦʚʦʣʝʥ 212 60,0 60,0 84,0 

5 ʄʥʦʛʦ ʜʦʚʦʣʝʥ 56 16,0 16,0 100,0 

 ʆʙʱʦ 350 100% 100%  

ˉ 
ʀʟʨʘʟʝʥʦ ʫʜʦʚʣʝʪʚʦʨʝʥʠʝ 

"ʚʲʪʨʝʰʝʥ ʨʝʜ" 
ʏʝʩʪʦʪʘ ʇʨʦʮʝʥʪ 

ɺʘʣʠʜʝʥ 
ʧʨʦʮʝʥʪ 

ʂʫʤʫʣʘʪʠ
ʚʝʥ 

ʧʨʦʮʝʥʪ 

2 ʅʝʜʦʚʦʣʝʥ 35 10,0 10,0 10,0 

3 ɹʝʟʨʘʟʣʠʯʝʥ 35 10,0 10,0 20,0 

4 ɼʦʚʦʣʝʥ 233 66,6 66,6 86,6 

5 ʄʥʦʛʦ ʜʦʚʦʣʝʥ 47 13,4 13,4 100,0 

  ʆʙʱʦ 350 100% 100%  
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ʇʨʠʣʦʞʝʥʠʝ ˉ 12 

ʂʨʲʛʦʚʠ ʜʠʘʛʨʘʤʠ - ɸʥʢʝʪʘ Ăʀʟʨʘʟʝʥʦ 
ʫʜʦʚʣʝʪʚʦʨʝʥʠʝ ʉɹɸʃɹɹò 
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ʇʨʠʣʦʞʝʥʠʝ ˉ 13 
ʂʨʲʛʦʚʠ ʜʠʘʛʨʘʤʠ - ɸʥʢʝʪʘ Ăʀʟʨʘʟʝʥʦ 

ʫʜʦʚʣʝʪʚʦʨʝʥʠʝ ʄɹɸʃò 
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ʇʨʠʣʦʞʝʥʠʝ ˉ 14 

ʏʝʩʪʦʪʥʦ ʨʘʟʧʨʝʜʝʣʝʥʠʝ Ăʈʝʡʪʠʥʛʠ ʚʘʞʥʦʩʪ ï ʧʨʝʜʩʪʘʚʷʥʝò ʉɹɸʃɹɹ 

 

ɸ - ʚʘʞʥʦʩʪ 

  ʏʝʩʪʦʪʘ 
 
ʇʨʦʮʝʥʪ 

ɺʘʣʠʜʝʥ 
ʧʨʦʮʝʥʪ 

ʂʫʤʫʣʘʪʠʚʝʥ 
ʧʨʦʮʝʥʪ 

1 30 19,6 58,8 58,8 

2 15 9,8 29,4 88,2 

3 6 3,9 11,8 100 

ʆʙʱʦ  51 33,3 100   

ʃʠʧʩʚʘʱʠ 102 66,7     

ʆʙʱʦ  153 100     

 

ɹ - ʚʘʞʥʦʩʪ 

  ʏʝʩʪʦʪʘ 
 
ʇʨʦʮʝʥʪ 

ɺʘʣʠʜʝʥ 
ʧʨʦʮʝʥʪ ʂʫʤʫʣʘʪʠʚʝʥ ʧʨʦʮʝʥʪ 

1 84 54,9 54,9 54,9 

2 66 43,1 43,1 98 

4 3 2 2 100 

ʆʙʱʦ  153 100 100   

 

ɺ - ʚʘʞʥʦʩʪ 

  ʏʝʩʪʦʪʘ 
 
ʇʨʦʮʝʥʪ 

ɺʘʣʠʜʝʥ 
ʧʨʦʮʝʥʪ ʂʫʤʫʣʘʪʠʚʝʥ ʧʨʦʮʝʥʪ 

1 99 64,7 64,7 64,7 

2 51 33,3 33,3 98 

3 3 2 2 100 

ʆʙʱʦ  153 100 100   

 

ɻ - ʚʘʞʥʦʩʪ 

  ʏʝʩʪʦʪʘ 
 
ʇʨʦʮʝʥʪ 

ɺʘʣʠʜʝʥ 
ʧʨʦʮʝʥʪ ʂʫʤʫʣʘʪʠʚʝʥ ʧʨʦʮʝʥʪ 

1 81 52,9 52,9 52,9 

2 66 43,1 43,1 96,1 

3 3 2 2 98 

4 3 2 2 100 

ʆʙʱʦ  153 100 100   
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ɼ - ʚʘʞʥʦʩʪ 

  ʏʝʩʪʦʪʘ 
 
ʇʨʦʮʝʥʪ 

ɺʘʣʠʜʝʥ 
ʧʨʦʮʝʥʪ ʂʫʤʫʣʘʪʠʚʝʥ ʧʨʦʮʝʥʪ 

1 66 43,1 43,1 43,1 

2 78 51 51 94,1 

3 6 3,9 3,9 98 

4 3 2 2 100 

ʆʙʱʦ  153 100 100   

ɽ - ʚʘʞʥʦʩʪ 

  ʏʝʩʪʦʪʘ 
 
ʇʨʦʮʝʥʪ 

ɺʘʣʠʜʝʥ 
ʧʨʦʮʝʥʪ ʂʫʤʫʣʘʪʠʚʝʥ ʧʨʦʮʝʥʪ 

1 93 60,8 60,8 60,8 

2 57 37,3 37,3 98 

3 3 2 2 100 

ʆʙʱʦ  153 100 100   

 

ɾ - ʚʘʞʥʦʩʪ 

  ʏʝʩʪʦʪʘ 
 
ʇʨʦʮʝʥʪ 

ɺʘʣʠʜʝʥ 
ʧʨʦʮʝʥʪ ʂʫʤʫʣʘʪʠʚʝʥ ʧʨʦʮʝʥʪ 

1 81 52,9 52,9 52,9 

2 72 47,1 47,1 100 

ʆʙʱʦ  153 100 100   

 

ɿ - ʚʘʞʥʦʩʪ 

  ʏʝʩʪʦʪʘ 
 
ʇʨʦʮʝʥʪ 

ɺʘʣʠʜʝʥ 
ʧʨʦʮʝʥʪ ʂʫʤʫʣʘʪʠʚʝʥ ʧʨʦʮʝʥʪ 

1 78 51 51 51 

2 75 49 49 100 

ʆʙʱʦ  153 100 100   

 

ʀ - ʚʘʞʥʦʩʪ 

  ʏʝʩʪʦʪʘ 
 
ʇʨʦʮʝʥʪ 

ɺʘʣʠʜʝʥ 
ʧʨʦʮʝʥʪ ʂʫʤʫʣʘʪʠʚʝʥ ʧʨʦʮʝʥʪ 

1 69 45,1 45,1 45,1 

2 78 51 51 96,1 

3 3 2 2 98 

4 3 2 2 100 

ʆʙʱʦ  153 100 100   
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ɸ - ʧʨʝʜʩʪʘʚʷʥʝ 

  ʏʝʩʪʦʪʘ 
 
ʇʨʦʮʝʥʪ 

ɺʘʣʠʜʝʥ 
ʧʨʦʮʝʥʪ ʂʫʤʫʣʘʪʠʚʝʥ ʧʨʦʮʝʥʪ 

1 90 58,8 58,8 58,8 

2 51 33,3 33,3 92,2 

3 12 7,8 7,8 100 

ʆʙʱʦ  153 100 100   

 

ɹ - ʧʨʝʜʩʪʘʚʷʥʝ 

  ʏʝʩʪʦʪʘ 
 
ʇʨʦʮʝʥʪ 

ɺʘʣʠʜʝʥ 
ʧʨʦʮʝʥʪ ʂʫʤʫʣʘʪʠʚʝʥ ʧʨʦʮʝʥʪ 

1 93 60,8 60,8 60,8 

2 51 33,3 33,3 94,1 

3 9 5,9 5,9 100 

ʆʙʱʦ  153 100 100   

 

ɺ - ʧʨʝʜʩʪʘʚʷʥʝ 

  ʏʝʩʪʦʪʘ 
 
ʇʨʦʮʝʥʪ 

ɺʘʣʠʜʝʥ 
ʧʨʦʮʝʥʪ ʂʫʤʫʣʘʪʠʚʝʥ ʧʨʦʮʝʥʪ 

1 75 49 49 49 

2 66 43,1 43,1 92,2 

3 9 5,9 5,9 98 

4 3 2 2 100 

ʆʙʱʦ  153 100 100   

 

ɻ - ʧʨʝʜʩʪʘʚʷʥʝ 

  ʏʝʩʪʦʪʘ 
 
ʇʨʦʮʝʥʪ 

ɺʘʣʠʜʝʥ 
ʧʨʦʮʝʥʪ ʂʫʤʫʣʘʪʠʚʝʥ ʧʨʦʮʝʥʪ 

1 66 43,1 43,1 43,1 

2 78 51 51 94,1 

3 6 3,9 3,9 98 

4 3 2 2 100 

ʆʙʱʦ  153 100 100   

 

ɼ - ʧʨʝʜʩʪʘʚʷʥʝ 

  ʏʝʩʪʦʪʘ 
 
ʇʨʦʮʝʥʪ 

ɺʘʣʠʜʝʥ 
ʧʨʦʮʝʥʪ ʂʫʤʫʣʘʪʠʚʝʥ ʧʨʦʮʝʥʪ 

1 75 49 49 49 

2 72 47,1 47,1 96,1 

3 6 3,9 3,9 100 

ʆʙʱʦ  153 100 100   
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ɽ - ʧʨʝʜʩʪʘʚʷʥʝ 

  ʏʝʩʪʦʪʘ 
 
ʇʨʦʮʝʥʪ 

ɺʘʣʠʜʝʥ 
ʧʨʦʮʝʥʪ ʂʫʤʫʣʘʪʠʚʝʥ ʧʨʦʮʝʥʪ 

1 72 47,1 47,1 47,1 

2 75 49 49 96,1 

3 6 3,9 3,9 100 

ʆʙʱʦ  153 100 100   

 

ɾ - ʧʨʝʜʩʪʘʚʷʥʝ 

  ʏʝʩʪʦʪʘ 
 
ʇʨʦʮʝʥʪ 

ɺʘʣʠʜʝʥ 
ʧʨʦʮʝʥʪ ʂʫʤʫʣʘʪʠʚʝʥ ʧʨʦʮʝʥʪ 

1 81 52,9 52,9 52,9 

2 66 43,1 43,1 96,1 

3 6 3,9 3,9 100 

ʆʙʱʦ  153 100 100   

 

ɿ - ʧʨʝʜʩʪʘʚʷʥʝ 

  ʏʝʩʪʦʪʘ 
 
ʇʨʦʮʝʥʪ 

ɺʘʣʠʜʝʥ 
ʧʨʦʮʝʥʪ ʂʫʤʫʣʘʪʠʚʝʥ ʧʨʦʮʝʥʪ 

1 72 47,1 47,1 47,1 

2 75 49 49 96,1 

3 3 2 2 98 

4 3 2 2 100 

ʆʙʱʦ  153 100 100   

 

ʀ - ʧʨʝʜʩʪʘʚʷʥʝ 

  ʏʝʩʪʦʪʘ 
 
ʇʨʦʮʝʥʪ 

ɺʘʣʠʜʝʥ 
ʧʨʦʮʝʥʪ ʂʫʤʫʣʘʪʠʚʝʥ ʧʨʦʮʝʥʪ 

1 72 47,1 47,1 47,1 

2 72 47,1 47,1 94,1 

3 3 2 2 96,1 

4 6 3,9 3,9 100 

ʆʙʱʦ  153 100 100   
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ʇʨʠʣʦʞʝʥʠʝ ˉ 15 

ʏʝʩʪʦʪʥʦ ʨʘʟʧʨʝʜʝʣʝʥʠʝ Ăʈʝʡʪʠʥʛʠ ʚʘʞʥʦʩʪ ï ʧʨʝʜʩʪʘʚʷʥʝò ʄɹɸʃ 

 

ɸ - ʚʘʞʥʦʩʪ 

  ʏʝʩʪʦʪʘ  ʇʨʦʮʝʥʪ ɺʘʣʠʜʝʥ ʧʨʦʮʝʥʪ ʂʫʤʫʣʘʪʠʚʝʥ ʧʨʦʮʝʥʪ 

1 150 42,9 42,9 42,9 

2 200 57,1 57,1 100 

ʆʙʱʦ  350 100 100   
 

ɹ - ʚʘʞʥʦʩʪ 

  ʏʝʩʪʦʪʘ  ʇʨʦʮʝʥʪ ɺʘʣʠʜʝʥ ʧʨʦʮʝʥʪ ʂʫʤʫʣʘʪʠʚʝʥ ʧʨʦʮʝʥʪ 

1 115 32,9 32,9 32,9 

2 235 67,1 67,1 100 

ʆʙʱʦ  350 100 100   
 

ɺ - ʚʘʞʥʦʩʪ 

  ʏʝʩʪʦʪʘ  ʇʨʦʮʝʥʪ ɺʘʣʠʜʝʥ ʧʨʦʮʝʥʪ ʂʫʤʫʣʘʪʠʚʝʥ ʧʨʦʮʝʥʪ 

1 127 36,3 36,3 36,3 

2 223 63,7 63,7 100 

ʆʙʱʦ  350 100 100   
 

ɻ - ʚʘʞʥʦʩʪ 

  ʏʝʩʪʦʪʘ  ʇʨʦʮʝʥʪ ɺʘʣʠʜʝʥ ʧʨʦʮʝʥʪ ʂʫʤʫʣʘʪʠʚʝʥ ʧʨʦʮʝʥʪ 

1 173 49,4 49,4 49,4 

2 177 50,6 50,6 100 

ʆʙʱʦ  350 100 100   
 

ɼ - ʚʘʞʥʦʩʪ 

  ʏʝʩʪʦʪʘ  ʇʨʦʮʝʥʪ ɺʘʣʠʜʝʥ ʧʨʦʮʝʥʪ ʂʫʤʫʣʘʪʠʚʝʥ ʧʨʦʮʝʥʪ 

1 125 35,7 35,7 35,7 

2 225 64,3 64,3 100 

ʆʙʱʦ  350 100 100   
 

ɽ - ʚʘʞʥʦʩʪ 

  ʏʝʩʪʦʪʘ  ʇʨʦʮʝʥʪ ɺʘʣʠʜʝʥ ʧʨʦʮʝʥʪ ʂʫʤʫʣʘʪʠʚʝʥ ʧʨʦʮʝʥʪ 

1 152 43,4 43,4 43,4 

2 198 56,6 56,6 100 

ʆʙʱʦ  350 100 100   
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ɾ - ʚʘʞʥʦʩʪ 

  ʏʝʩʪʦʪʘ  ʇʨʦʮʝʥʪ ɺʘʣʠʜʝʥ ʧʨʦʮʝʥʪ ʂʫʤʫʣʘʪʠʚʝʥ ʧʨʦʮʝʥʪ 

1 127 36,3 36,3 36,3 

2 200 57,1 57,1 93,4 

3 23 6,6 6,6 100 

ʆʙʱʦ  350 100 100   
 

ɿ - ʚʘʞʥʦʩʪ 

  ʏʝʩʪʦʪʘ  ʇʨʦʮʝʥʪ ɺʘʣʠʜʝʥ ʧʨʦʮʝʥʪ ʂʫʤʫʣʘʪʠʚʝʥ ʧʨʦʮʝʥʪ 

1 59 16,9 16,9 16,9 

2 268 76,6 76,6 93,4 

3 23 6,6 6,6 100 

ʆʙʱʦ  350 100 100   
 

ʀ - ʚʘʞʥʦʩʪ 

  ʏʝʩʪʦʪʘ  ʇʨʦʮʝʥʪ ɺʘʣʠʜʝʥ ʧʨʦʮʝʥʪ ʂʫʤʫʣʘʪʠʚʝʥ ʧʨʦʮʝʥʪ 

1 115 32,9 32,9 32,9 

2 211 60,3 60,3 93,1 

3 24 6,9 6,9 100 

ʆʙʱʦ  350 100 100   
 

ɸ - ʧʨʝʜʩʪʘʚʷʥʝ 

  ʏʝʩʪʦʪʘ  ʇʨʦʮʝʥʪ ɺʘʣʠʜʝʥ ʧʨʦʮʝʥʪ ʂʫʤʫʣʘʪʠʚʝʥ ʧʨʦʮʝʥʪ 

1 93 26,6 26,6 26,6 

2 257 73,4 73,4 100 

ʆʙʱʦ  350 100 100   
 

ɹ - ʧʨʝʜʩʪʘʚʷʥʝ 

  ʏʝʩʪʦʪʘ  ʇʨʦʮʝʥʪ ɺʘʣʠʜʝʥ ʧʨʦʮʝʥʪ ʂʫʤʫʣʘʪʠʚʝʥ ʧʨʦʮʝʥʪ 

1 47 13,4 13,4 13,4 

2 223 63,7 63,7 77,1 

3 68 19,4 19,4 96,6 

4 12 3,4 3,4 100 

ʆʙʱʦ  350 100 100   
 

ɺ - ʧʨʝʜʩʪʘʚʷʥʝ 

  ʏʝʩʪʦʪʘ  ʇʨʦʮʝʥʪ ɺʘʣʠʜʝʥ ʧʨʦʮʝʥʪ ʂʫʤʫʣʘʪʠʚʝʥ ʧʨʦʮʝʥʪ 

1 35 10 10 10 

2 279 79,7 79,7 89,7 

3 36 10,3 10,3 100 

ʆʙʱʦ  350 100 100   
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ɻ - ʧʨʝʜʩʪʘʚʷʥʝ 

  ʏʝʩʪʦʪʘ  ʇʨʦʮʝʥʪ ɺʘʣʠʜʝʥ ʧʨʦʮʝʥʪ ʂʫʤʫʣʘʪʠʚʝʥ ʧʨʦʮʝʥʪ 

1 81 23,1 23,1 23,1 

2 199 56,9 56,9 80 

3 70 20 20 100 

ʆʙʱʦ  350 100 100   
 

ɼ - ʧʨʝʜʩʪʘʚʷʥʝ 

  ʏʝʩʪʦʪʘ  ʇʨʦʮʝʥʪ ɺʘʣʠʜʝʥ ʧʨʦʮʝʥʪ ʂʫʤʫʣʘʪʠʚʝʥ ʧʨʦʮʝʥʪ 

1 23 6,6 6,6 6,6 

2 280 80 80 86,6 

3 47 13,4 13,4 100 

ʆʙʱʦ  350 100 100   
 

ɽ - ʧʨʝʜʩʪʘʚʷʥʝ 

  ʏʝʩʪʦʪʘ  ʇʨʦʮʝʥʪ ɺʘʣʠʜʝʥ ʧʨʦʮʝʥʪ ʂʫʤʫʣʘʪʠʚʝʥ ʧʨʦʮʝʥʪ 

1 36 10,3 10,3 10,3 

2 244 69,7 69,7 80 

3 58 16,6 16,6 96,6 

4 12 3,4 3,4 100 

ʆʙʱʦ  350 100 100   
 

ɾ - ʧʨʝʜʩʪʘʚʷʥʝ 

  ʏʝʩʪʦʪʘ  ʇʨʦʮʝʥʪ ɺʘʣʠʜʝʥ ʧʨʦʮʝʥʪ ʂʫʤʫʣʘʪʠʚʝʥ ʧʨʦʮʝʥʪ 

1 46 13,1 13,1 13,1 

2 281 80,3 80,3 93,4 

3 23 6,6 6,6 100 

ʆʙʱʦ  350 100 100   
 

ɿ - ʧʨʝʜʩʪʘʚʷʥʝ 

  ʏʝʩʪʦʪʘ  ʇʨʦʮʝʥʪ ɺʘʣʠʜʝʥ ʧʨʦʮʝʥʪ ʂʫʤʫʣʘʪʠʚʝʥ ʧʨʦʮʝʥʪ 

1 35 10 10 10 

2 268 76,6 76,6 86,6 

3 47 13,4 13,4 100 

ʆʙʱʦ  350 100 100   
 

ʀ - ʧʨʝʜʩʪʘʚʷʥʝ 

  ʏʝʩʪʦʪʘ  ʇʨʦʮʝʥʪ ɺʘʣʠʜʝʥ ʧʨʦʮʝʥʪ ʂʫʤʫʣʘʪʠʚʝʥ ʧʨʦʮʝʥʪ 

1 58 16,6 16,6 16,6 

2 269 76,9 76,9 93,4 

3 11 3,1 3,1 96,6 

4 12 3,4 3,4 100 

ʆʙʱʦ  350 100 100   
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ʇʨʠʣʦʞʝʥʠʝ ˉ 16 

ʂʨʦʩʪʘʙʫʣʘʮʠʠ - ʉɹɸʃɹɹ  

 

ɸ ʧʨʝʜʩʪʘʚʷʥʝ 

ɸ ʚʘʞʥʦʩʪ ʆʙʱʦ 

1 
ʠʟʢʣʶʯʠʪʝʣ
ʥʦ ʚʘʞʥʘ 

2 
ʚʘʞʥʘ 

3  
ʧʦ-ʤʘʣʢʦ 
ʚʘʞʥʘ 

  

1 ʦʪʣʠʯʥʦ 25 (49,0%) 4 (7,8%) 1 (2,0%) 
30 

(58,8%) 

2 ʜʦʙʨʦ 5 (9,8%) 10 (19,6%) 2 (3,9%) 
17 

(33,3%) 

3 ʫʜʦʚʣʝʪʚʦʨʠʪʝʣʥʦ 0 (0%) 1 (2,0%) 3  (5,9%) 4 (7,8%) 

ʆʙʱʦ 30(58,8%) 15 (29,4) 6 (11,8%) 51 

 

ɹ ʧʨʝʜʩʪʘʚʷʥʝ 

ɹ ʚʘʞʥʦʩʪ ʆʙʱʦ 

1    
ʠʟʢʣʶʯʠʪʝʣ
ʥʦ ʚʘʞʥʘ 

2      ʚʘʞʥʘ 
4 

ʤʘʣʦʚʘʞʥʘ 
  

1 ʦʪʣʠʯʥʦ 75 (49,0%) 18 (11,8%) 0 (0%) 93 (60,8%) 

2 ʜʦʙʨʦ 6 (3,9%) 42 (27,5%) 3 (2%) 51 (33,3%) 

3 ʫʜʦʚʣʝʪʚʦʨʠʪʝʣʥʦ 3 (2,0 %) 6 (3,9%) 0 (0%) 9 (5,9%) 

ʆʙʱʦ 84 (54,9%) 66 (43,1%) 3 (2%) 153 (100%) 

 

ɺ ʧʨʝʜʩʪʘʚʷʥʝ 

ɺ ʚʘʞʥʦʩʪ ʆʙʱʦ 

1 
ʠʟʢʣʶʯʠʪʝʣ
ʥʦ ʚʘʞʥʘ 

2 ʚʘʞʥʘ 
3 ʧʦ-ʤʘʣʢʦ 
ʚʘʞʥʘ 

  

1 ʦʪʣʠʯʥʦ 69 (45,1%) 2 (3,9%) 0 (0%) 75 (49,0%) 

2  ʜʦʙʨʦ 30 (19,6%) 36   (23,5%) 0 (0%) 66 (43,1%) 

3 ʫʜʦʚʣʝʪʚʦʨʠʪʝʣʥʦ 0 (0%)   (5,9%) 0 (0%) 9 (5,9%) 

4 ʩʣʘʙʦ 0 (0%) 0 (0%) 3 (2,0%) 3 (20%) 

ʆʙʱʦ 99 (64,7%) 51 (33,3%) 3 (2%) 153 (100%) 
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ɻ ʧʨʝʜʩʪʘʚʷʥʝ 

ɻ ʚʘʞʥʦʩʪ 

ʆʙʱʦ 
1 

ʠʟʢʣʶʯʠʪ
ʝʣʥʦ 
ʚʘʞʥʘ 

2 ʚʘʞʥʘ 
3 ʧʦ-
ʤʘʣʢʦ 
ʚʘʞʥʘ 

4 
ʤʘʣʦʚʘʞ
ʥʘ 

1 ʦʪʣʠʯʥʦ 60 (39,2%) 6 (3,9%) 0 (0%) 0 (0%) 
66 

(43,1%) 

2  ʜʦʙʨʦ 18 (11,8%) 57 (37,3%) 0 (0%) 3 (2,0%) 
78 

(51,0%) 

3 ʫʜʦʚʣʝʪʚʦ 
ʨʠʪʝʣʥʦ 

3 (2,0%) 3 (2,0%) 0 (0%) 0 (0%) 6 (3,9%) 

4 ʩʣʘʙʦ 0 (0%) 0 (0%) 3 (2,0%) 0 (0%) 3 (2,0%) 

ʆʙʱʦ 81 (52,9%) 66 (43,1%) 3 (2,0%) 3 (2,0%) 
153 

(100%) 

 

ɼ ʧʨʝʜʩʪʘʚʷʥʝ 

ɼ ʚʘʞʥʦʩʪ 

ʆʙʱʦ 
1 

ʠʟʢʣʶʯʠʪ
ʝʣʥʦ 
ʚʘʞʥʘ 

2 ʚʘʞʥʘ 
3 ʧʦ-
ʤʘʣʢʦ 
ʚʘʞʥʘ 

4 
ʤʘʣʦʚʘʞʥ

ʘ 

1 ʦʪʣʠʯʥʦ 57 (37,3%) 15 (9,8%) 3 (2,0%) 0 (0%) 
75 

(49,0%) 

2  ʜʦʙʨʦ 9 (5,9%) 60 (39,2%) 0 (0%) 3 (2,0%) 
72 

(47,1%) 

3 ʫʜʦʚʣʝʪʚʦʨʠʪʝʣʥʦ 0 (0%) 3 (2,0%) 3 (2,0%) 0 (0%) 6 (3,9%) 

ʆʙʱʦ 66 (43,1%) 78 (51,0%) 6 (3,9%) 3 (2,0%) 
153 

(100%) 

 

ɽ ʧʨʝʜʩʪʘʚʷʥʝ 

ɽ ʚʘʞʥʦʩʪ ʆʙʱʦ 

1 
ʠʟʢʣʶʯʠʪʝʣ
ʥʦ ʚʘʞʥʘ 

2 ʚʘʞʥʘ 
3 ʧʦ-ʤʘʣʢʦ 
ʚʘʞʥʘ 

  

1 ʦʪʣʠʯʥʦ 72 (47,1%) 0 (0%) 0 (0%) 72 (47,1%) 

2  ʜʦʙʨʦ 18 (11,8%) 57 (37,3%) 0 (0%) 75 (49,0%) 

3 ʫʜʦʚʣʝʪʚʦʨʠʪʝʣʥʦ 3 (2,0%) 0 (0%) 3 (2,0%) 6 (3,9%) 

ʆʙʱʦ 93 (60,8%) 57 (37,3%) 3 (2,0%) 153 (100%) 
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ɾ ʧʨʝʜʩʪʘʚʷʥʝ 

ɾ ʚʘʞʥʦʩʪ ʆʙʱʦ 

1 
ʠʟʢʣʶʯʠʪʝʣʥʦ 

ʚʘʞʥʘ 
2 ʚʘʞʥʘ 

  

1 ʦʪʣʠʯʥʦ 66 (43,1%) 15 (9,8%) 81 (52,9%) 

2  ʜʦʙʨʦ 15 (9,8%) 51 (33,3%) 66 (43,1%) 

3 ʫʜʦʚʣʝʪʚʦʨʠʪʝʣʥʦ 0 (0%) 6 (3,9%) 6 (3,9%) 

ʆʙʱʦ 81 (52,9%) 72 (47,1%) 153 (100%) 

 

ɿ ʧʨʝʜʩʪʘʚʷʥʝ 

ɿ ʚʘʞʥʦʩʪ ʆʙʱʦ 

1 
ʠʟʢʣʶʯʠʪʝʣʥʦ 

ʚʘʞʥʘ 
2 ʚʘʞʥʘ 

  

1 ʦʪʣʠʯʥʦ 63 (41,2%) 9 (5,9%) 72 (47,1%) 

2  ʜʦʙʨʦ 15 (9,8%) 60 (39,2%) 75 (49,0%) 

3 ʫʜʦʚʣʝʪʚʦʨʠʪʝʣʥʦ 0 (0%) 3 (2,0%) 3 (2,0%) 

4 ʩʣʘʙʦ 0 (0%) 3 (2,0%) 3 (2,0%) 

ʆʙʱʦ 78 (51,0%) 75 (49,0%) 153 (100%) 

 

ʀ ʧʨʝʜʩʪʘʚʷʥʝ 

ʀ ʚʘʞʥʦʩʪ 

ʆʙʱʦ 1 
ʠʟʢʣʶʯʠʪʝʣʥʦ 

ʚʘʞʥʘ 
2 ʚʘʞʥʘ 

3 ʧʦ-
ʤʘʣʢʦ 
ʚʘʞʥʘ 

4 
ʤʘʣʦʚʘʞʥʘ 

1 ʦʪʣʠʯʥʦ 66 (43,1%) 6 (3,9%) 
0 

(0,0%) 0 (0,0%) 
72 

(47,1%) 

2  ʜʦʙʨʦ 0 (0%) 66 (43,1%) 
3 

(2,0%) 3 (2,0%) 
72 

(47,1%) 

3 
ʫʜʦʚʣʝʪʚʦʨʠʪʝʣʥʦ 

0 (0%) 3 (2,0%) 
0 

(0,0%) 0 (0,0%) 
3 (2,0%) 

4 ʩʣʘʙʦ 3 (2,0%) 3 (2,0%) 
0 

(0,0%) 0 (0,0%) 
6 (3,9%) 

ʆʙʱʦ 
69 (45, 1%) 78 (51,0%) 

3 
(2,0%) 

3 (2,0%) 153 
(100%) 
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ʇʨʠʣʦʞʝʥʠʝ ˉ 17 

ʂʨʦʩ ʪʘʙʫʣʘʮʠʠ - ʄɹɸʃ 

 

 

ɸ ʧʨʝʜʩʪʘʚʷʥʝ 

ɸ ʚʘʞʥʦʩʪ ʆʙʱʦ 

1 ʠʟʢʣʶʯʠʪʝʣʥʦ 
ʚʘʞʥʘ 

2 ʚʘʞʥʘ   

1 ʦʪʣʠʯʥʦ 93 (26,6%) 0 (0,0%) 93 (26,6%) 

2  ʜʦʙʨʦ 57 (16,3%) 200 (57,1%) 257 (73,4%) 

ʆʙʱʦ 
150 (42,9%) 200 (57,1%) 350 (100,0%) 

 

 

ɹ ʧʨʝʜʩʪʘʚʷʥʝ 

ɹ ʚʘʞʥʦʩʪ 

ʆʙʱʦ 1 ʠʟʢʣʶʯʠʪʝʣʥʦ 
ʚʘʞʥʘ 

2 ʚʘʞʥʘ 

1 ʦʪʣʠʯʥʦ 47 (13,4%) 0 (0,0%) 47 (13,4%) 

2  ʜʦʙʨʦ 22 (6,3%) 201 (57,4%) 223 (63,7%) 

3 ʫʜʦʚʣʝʪʚʦʨʠʪʝʣʥʦ 34 (9,7%) 34 (9,7%) 68 (19,4%) 

4 ʩʣʘʙʦ 12 (3,4%) 0 (0,0%) 12 (3,4%) 

ʆʙʱʦ 
115 (31,9%) 235 (67,1%) 

350 
(100,0%) 

 

ɺ ʧʨʝʜʩʪʘʚʷʥʝ 

ɺ ʚʘʞʥʦʩʪ 

ʆʙʱʦ 1 ʠʟʢʣʶʯʠʪʝʣʥʦ 
ʚʘʞʥʘ 

2 ʚʘʞʥʘ 

1 ʦʪʣʠʯʥʦ 35 (10,0%) 0 (0,0%) 35 (10,0%) 

2  ʜʦʙʨʦ 80 (22,9%) 199 (56,9%) 279 (79,7%) 

3 ʫʜʦʚʣʝʪʚʦʨʠʪʝʣʥʦ 12 (3,4%) 24 (6,9%) 36 (10,3%) 

ʆʙʱʦ 
127 (36,3%) 223 (63,7%) 

350 
(100,0%) 
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ɻ ʧʨʝʜʩʪʘʚʷʥʝ 

ɻ ʚʘʞʥʦʩʪ 

ʆʙʱʦ 1 ʠʟʢʣʶʯʠʪʝʣʥʦ 
ʚʘʞʥʘ 

2 ʚʘʞʥʘ 

1 ʦʪʣʠʯʥʦ 70 (20,0%) 11 (3,1%) 81 (23,1%) 

2  ʜʦʙʨʦ 57 (16,3%) 142 (40,6%) 199 (56,9%) 

3 ʫʜʦʚʣʝʪʚʦʨʠʪʝʣʥʦ 46 (13,1%) 24 (6,9%) 70 (20,0%) 

ʆʙʱʦ 
173 (49,4%) 177 (50,6%) 

350 
(100,0%) 

 

 

ɼ ʧʨʝʜʩʪʘʚʷʥʝ 

ɼ ʚʘʞʥʦʩʪ 

ʆʙʱʦ 1 ʠʟʢʣʶʯʠʪʝʣʥʦ 
ʚʘʞʥʘ 

2 ʚʘʞʥʘ 

1 ʦʪʣʠʯʥʦ 23 (6,6%) 0 (0,0%) 23 (6,6%) 

2  ʜʦʙʨʦ 79 (22,6%) 201 (57,4%) 280 (80,0%) 

3 ʫʜʦʚʣʝʪʚʦʨʠʪʝʣʥʦ 23 (6,6%) 24 (6,9%) 47 (13,4%) 

ʆʙʱʦ 
125 (35,7%) 225 (64,3%) 

350 
(100,0%) 

 

 

ɽ ʧʨʝʜʩʪʘʚʷʥʝ 

ɽ ʚʘʞʥʦʩʪ 

ʆʙʱʦ 1 ʠʟʢʣʶʯʠʪʝʣʥʦ 
ʚʘʞʥʘ 

2 ʚʘʞʥʘ 

1 ʦʪʣʠʯʥʦ 36 (10,3%) 0 (0,0%) 36(10,3%) 

2  ʜʦʙʨʦ 82 (23,4%) 162 (46,3%) 244 (69,7%) 

3 ʫʜʦʚʣʝʪʚʦʨʠʪʝʣʥʦ 34 (9,7%) 24 (6,9%) 58 (16,6%) 

4 ʩʣʘʙʦ 0 (0,0%) 12 (3,4%) 12 (3,4%) 

ʆʙʱʦ 
152 (43,4%) 198 (56,6%) 

350 
(100,0%) 
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ɾ ʧʨʝʜʩʪʘʚʷʥʝ 

ɾ ʚʘʞʥʦʩʪ ʆʙʱʦ 

1 
ʠʟʢʣʶʯʠʪʝʣ
ʥʦ ʚʘʞʥʘ 

2 ʚʘʞʥʘ 
3 ʧʦ-ʤʘʣʢʦ 
ʚʘʞʥʘ 

  

1 ʦʪʣʠʯʥʦ 46 (13,1%) 
0 (0,0%) 0 (0,0%) 

46 (13,1%) 

2  ʜʦʙʨʦ 69 (19,7%) 200 (57,1%) 
12 (3,4%) 

281 
(80,3%) 

3 ʫʜʦʚʣʝʪʚʦʨʠʪʝʣʥʦ 
12 (3,4%) 0 (0,0%) 11 (3,1%) 

23 (6,6%) 

ʆʙʱʦ 
127 (36,3%) 200 (57,1%) 23 (6,6%) 

350 
(100,0%) 

 

ɿ ʧʨʝʜʩʪʘʚʷʥʝ 

ɿ ʚʘʞʥʦʩʪ ʆʙʱʦ 

1 
ʠʟʢʣʶʯʠʪʝʣ
ʥʦ ʚʘʞʥʘ 

2 ʚʘʞʥʘ 
3 ʧʦ-ʤʘʣʢʦ 
ʚʘʞʥʘ 

  

1 ʦʪʣʠʯʥʦ 35 (10,0%) 
0 (0,0%) 0 (0,0%) 

35 (10,0%) 

2  ʜʦʙʨʦ 12 (3,4%) 256 (73,1%) 
0 (0,0%) 

268 
(76,6%) 

3 ʫʜʦʚʣʝʪʚʦʨʠʪʝʣʥʦ 12 (3,4%) 12 (3,4%) 
23 (6,6%) 

47 (13,4%) 

ʆʙʱʦ 
59 (16,9%) 268 (76,6%) 23 (6,6%) 

350 
(100,0%) 

 

ʀ ʧʨʝʜʩʪʘʚʷʥʝ 

ʀ ʚʘʞʥʦʩʪ 

ʆʙʱʦ 1 
ʠʟʢʣʶʯʠʪʝ
ʣʥʦ ʚʘʞʥʘ 

2 ʚʘʞʥʘ 
3 ʧʦ-ʤʘʣʢʦ 
ʚʘʞʥʘ 

1 ʦʪʣʠʯʥʦ 58 (16,6%) 0 (0,0%) 0 (0,0%) 58 (16,6%) 

2  ʜʦʙʨʦ 45 (12,9%) 200 (57,1%) 24 (6,9%) 269 (76,9%) 

3 ʫʜʦʚʣʝʪʚʦʨʠʪʝʣʥʦ 0 (0,0%) 11 (3,1%) 0 (0,0%) 11 (3,1%) 

4 ʩʣʘʙʦ 12 (3,4%) 0 (0,0%) 0 (0,0%) 12 (3,4%) 

ʆʙʱʦ 
115 (32,9%) 211 (60,3%) 

24 (6,9%) 
350 (100,0%) 
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ʇʨʠʣʦʞʝʥʠʝ ˉ 18  

ʉʪʲʣʙʦʚʠ ʜʠʘʛʨʘʤʠ ʥʘ ʢʨʦʩʪʘʙʫʣʘʮʠʠ - ʉɹɸʃɹɹ 

 

 

ɸ. ɹʷʭʪʝ ʣʠ ʫʯʪʠʚʦ ʧʨʠʝʪʠ ʠ ʦʙʩʣʫʞʝʥʠ ʚ ʧʨʠʝʤʥʘʪʘ? 
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ɹ. ɹʦʣʥʠʮʘʪʘ ʨʘʟʧʦʣʘʛʘ ʩʲʩ ʩʲʚʨʝʤʝʥʥʘ ʪʝʭʥʠʢʘ, ʢʘʙʠʥʝʪʲʪ ʝ ʯʠʩʪ, ʧʨʠʷʪʝʥ, 

ʧʦʜʜʲʨʞʘʥʘ ʝ ʧʦʩʪʦʷʥʥʘ ʪʝʤʧʝʨʘʪʫʨʘ, ʦʩʙʚʝʪʣʝʥʠʝʪʦ ʠ ʚʝʥʪʠʣʘʮʠʷʪʘ ʩʘ 

ʘʜʝʢʚʘʪʥʠ, ʪʠʭʦ ʠ ʩʧʦʢʦʡʥʦ 

 

 

ɺ. ʆʩʠʛʫʨʝʥʦʩʪ ʦʪ ʙʦʣʥʠʯʥʘ ʧʦʤʦʱ ï ʥʘʣʠʯʠʝ ʥʘ ʯʦʚʝʰʢʠ ʨʝʩʫʨʩʠ, ʩ ʚʠʩʦʢʘ 

ʢʣʠʥʠʯʥʘ ʢʦʤʧʝʝʥʪʥʦʩʪ  

 

 

ɻ. ʉʝʩʪʨʠʥʩʢʦ ʦʙʩʣʫʞʚʘʥʝ 
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ɼ. ɼʨʫʛʠ ʚʠʜʦʚʝ ʦʙʩʣʫʞʚʘʥʝ: ʨʝʥʪʛʝʥʦʚʠʪʝ ʪʝʭʥʠʮʠ, ʣʘʙʦʨʘʥʪʠ, ʩʣʫʞʠʪʝʣʠʪʝ ʧʦ 

ʧʨʠʝʤʘʥʝʪʦ. 

 

 

ɽ. ʀʥʬʦʨʤʠʨʘʥʦʩʪʪʘ ʟʘ ʣʝʯʝʥʠʝʪʦ ʠ ʥʘʟʥʘʯʝʥʠʷʪʘ ʥʘ ʣʝʢʘʨʠʪʝ 
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ɾ. ʆʨʛʘʥʠʟʠʨʘʥʝ ʠ ʚʲʪʨʝʰʝʥ ʨʝʜ ï ʜʦʩʪʲʧʥʦʩʪ, ʧʦʟʚʦʣʷʚʘʱʠ ʧʦʩʝʱʘʚʘʥʝ ʥʘ 

ʙʦʣʥʠʮʘʪʘ ʩʚʦʝʚʨʝʤʝʥʥʦ 

 

 

 

ɿ. ʃʠʯʥʠ ï ʣʠʩʪʘ ʥʘ ʯʘʢʘʱʠʪʝ ʧʨʠ ʭʨʦʥʠʯʥʦ ʟʘʙʦʣʷʚʘʥʝ 
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ʀ. ɸʜʤʠʥʠʩʪʨʘʪʠʚʝʥ ʦʬʠʩ ï ʫʯʪʠʚʦʩʪ ʥʘ ʩʣʫʞʠʪʝʣʠʪʝ ʧʨʠ ʥʝ/ʟʘʧʣʘʱʘʥʝ ʥʘ 

ʫʩʣʫʛʘʪʘ ʧʨʠ ʨʘʙʦʪʘ ʩʲʩ ʟʜʨʘʚʥʦʦʩʠʛʫʨʠʪʝʣʥʦ ʣʠʮʝ  
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ʇʨʠʣʦʞʝʥʠʝ ˉ 19 

ʉʪʲʣʙʦʚʠ ʜʠʘʛʨʘʤʠ ʥʘ ʢʨʦʩʪʘʙʫʣʘʮʠʠ - ʄɹɸʃ 

 
 

 

 

ɸ. ɹʷʭʪʝ ʣʠ ʫʯʪʠʚʦ ʧʨʠʝʪʠ ʠ ʦʙʩʣʫʞʝʥʠ ʚ ʧʨʠʝʤʥʘʪʘ? 

 

 

ɹ. ɹʦʣʥʠʮʘʪʘ ʨʘʟʧʦʣʘʛʘ ʩʲʩ ʩʲʚʨʝʤʝʥʥʘ ʪʝʭʥʠʢʘ, ʢʘʙʠʥʝʪʲʪ ʝ ʯʠʩʪ, ʧʨʠʷʪʝʥ, 

ʧʦʜʜʲʨʞʘʥʘ ʝ ʧʦʩʪʦʷʥʥʘ ʪʝʤʧʝʨʘʪʫʨʘ, ʦʩʙʚʝʪʣʝʥʠʝʪʦ ʠ ʚʝʥʪʠʣʘʮʠʷʪʘ ʩʘ 

ʘʜʝʢʚʘʪʥʠ, ʪʠʭʦ ʠ ʩʧʦʢʦʡʥʦ 
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ɺ. ʆʩʠʛʫʨʝʥʦʩʪ ʦʪ ʙʦʣʥʠʯʥʘ ʧʦʤʦʱ ï ʥʘʣʠʯʠʝ ʥʘ ʯʦʚʝʰʢʠ ʨʝʩʫʨʩʠ, ʩ ʚʠʩʦʢʘ 

ʢʣʠʥʠʯʥʘ ʢʦʤʧʝʪʝʥʪʥʦʩʪ  

 

 

ɻ. ʉʝʩʪʨʠʥʩʢʦ ʦʙʩʣʫʞʚʘʥʝ 
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ɼ. ɼʨʫʛʠ ʚʠʜʦʚʝ ʦʙʩʣʫʞʚʘʥʝ: ʨʝʥʪʛʝʥʦʚʠʪʝ ʪʝʭʥʠʮʠ, ʣʘʙʦʨʘʥʪʠ, ʩʣʫʞʠʪʝʣʠʪʝ ʧʦ 

ʧʨʠʝʤʘʥʝʪʦ. 

 

 

 

ɽ. ʀʥʬʦʨʤʠʨʘʥʦʩʪʪʘ ʟʘ ʣʝʯʝʥʠʝʪʦ ʠ ʥʘʟʥʘʯʝʥʠʷʪʘ ʥʘ ʣʝʢʘʨʠʪʝ 

 



254 

 

 

ɾ. ʆʨʛʘʥʠʟʠʨʘʥʝ ʠ ʚʲʪʨʝʰʝʥ ʨʝʜ ï ʜʦʩʪʲʧʥʦʩʪ, ʧʦʟʚʦʣʷʚʘʱʠ ʧʦʩʝʱʘʚʘʥʝ ʥʘ 

ʙʦʣʥʠʮʘʪʘ ʩʚʦʝʚʨʝʤʝʥʥʦ 

 

 

 

ɿ. ʃʠʯʥʠ ï ʣʠʩʪʘ ʥʘ ʯʘʢʘʱʠʪʝ ʧʨʠ ʭʨʦʥʠʯʥʦ ʟʘʙʦʣʷʚʘʥʝ 
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ʀ. ɸʜʤʠʥʠʩʪʨʘʪʠʚʝʥ ʦʬʠʩ ï ʫʯʪʠʚʦʩʪ ʥʘ ʩʣʫʞʠʪʝʣʠʪʝ ʧʨʠ ʥʝ/ʟʘʧʣʘʱʘʥʝ ʥʘ 

ʫʩʣʫʛʘʪʘ ʧʨʠ ʨʘʙʦʪʘ ʩʲʩ ʟʜʨʘʚʥʦʦʩʠʛʫʨʠʪʝʣʥʦ ʣʠʮʝ  
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ʇʨʠʣʦʞʝʥʠʝ ˉ 20 

ʈʘʥʞʠʨʘʥʝ ʥʘ ʤʦʪʠʚʘʮʠʦʥʥʠ ʬʘʢʪʦʨʠ ï ʉɹɸʃɹɹ 

 

 

ˉ ʄʦʪʠʚʘʮʠʦʥʝʥ ʬʘʢʪʦʨ  - ʉɹɸʃɹɹ 
ʆʪʥʦʩʠʪʝʣʥʦ 

ʪʝʛʣʦ 

ʈʘʥʞʠʨʘʥʝ 

 ʥʘ 

ʤʦʪʠʚʘʮʠʦʥʥʠʪʝ 

ʬʘʢʪʦʨʠ 

1. ʉʪʠʣ ʥʘ ʨʲʢʦʚʦʜʩʪʚʦ 245/51 = 4.8 3 

2. ʊʨʫʜʦʚʘ ʜʠʩʮʠʧʣʠʥʘ 321/51 = 6.3 5 

3. ʊʨʫʜʦʚʦ ʚʲʟʥʘʛʨʘʞʜʝʥʠʝ 181/51 = 3.5 1 

4. ʉʠʛʫʨʥʦʩʪ ʥʘ ʨʘʙʦʪʥʦʪʦ ʤʷʩʪʦ 249/51 = 4.9 2 

5. ʋʩʣʦʚʠʷ ʥʘ ʙʝʟʦʧʘʩʪʥʦʩʪ ʠ ʪʨʫʜ 335/51 = 6.6 6 

6. ʆʨʛʘʥʠʟʘʮʠʷ  ʥʘ ʨʘʙʦʪʥʦʪʦ ʤʷʩʪʦ 303/51 = 5.9 4 

7. ɺʨʲʟʢʠ ʩ ʯʣʝʥʦʚʝʪʝ ʥʘ ʢʦʣʝʢʪʠʚʘ 435/51 = 8.5 10 

8. ʉʦʮʠʘʣʥʠ ʧʨʠʜʦʙʠʚʢʠ 404/51 = 7.9 8 

9. ʇʨʠʟʥʘʚʘʥʝ ʥʘ ʣʠʯʥʠ ʩʧʦʩʦʙʥʦʩʪʠ 471/51 = 9.2 11 

10. 
ɺʲʟʤʦʞʥʦʩʪ ʟʘ ʧʦʠʚʠʰʘʚʘʥʝ ʥʘ  

ʢʚʘʣʠʬʠʢʘʮʠʷʪʘ 
505/51 = 9.9 13 

11. ɿʘʜʦʚʦʣʩʪʚʦ, ʠʥʪʝʨʝʩ ʢʲʤ ʨʘʙʦʪʘʪʘ 420/51 = 8.2 9 

12. ʉʘʤʦʩʪʦʷʪʝʣʥʦʩʪ ʥʘ ʨʘʙʦʪʘʪʘ 485/51 = 9.5 12 

13. ʃʠʯʥʘ ʦʪʛʦʚʦʨʥʦʩʪ 395/51 = 7.7 7 

14. ɺʲʟʤʦʞʥʦʩʪ ʟʘ ʠʥʠʮʠʘʪʠʚʘ ʠ ʠʟʷʚʘ 562/51 = 11.0 14 

15. ɺʲʟʤʦʞʥʦʩʪ ʟʘ ʨʘʩʪʝʞ ʠ ʩʝʙʝʨʝʘʣʠʟʘʮʠʷ 569/51 = 11.1 15 
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ʇʨʠʣʦʞʝʥʠʝ ˉ 21 

ʈʘʥʞʠʨʘʥʝ ʥʘ ʤʦʪʠʚʘʮʠʦʥʥʠ ʬʘʢʪʦʨʠ ï ʄɹɸʃ 

 

 

ˉ ʄʦʪʠʚʘʮʠʦʥʝʥ ʬʘʢʪʦʨ  - ʄɹɸʃ 
ʆʪʥʦʩʠʪʝʣʥʦ 

ʪʝʛʣʦ 

ʈʘʥʞʠʨʘʥʝ  

ʥʘ 

ʤʦʪʠʚʘʮʠʦʥʥʠʪʝ 

ʬʘʢʪʦʨʠ 

1. ʉʪʠʣ ʥʘ ʨʲʢʦʚʦʜʩʪʚʦ 378/57 = 6.6 3 

2. ʊʨʫʜʦʚʘ ʜʠʩʮʠʧʣʠʥʘ 457/57 = 8.0 8 

3. ʊʨʫʜʦʚʦ ʚʲʟʥʘʛʨʘʞʜʝʥʠʝ 200/57 = 3.5 1 

4. ʉʠʛʫʨʥʦʩʪ ʥʘ ʨʘʙʦʪʥʦʪʦ ʤʷʩʪʦ 373/57 = 6.5 2 

5. ʋʩʣʦʚʠʷ ʥʘ ʙʝʟʦʧʘʩʪʥʦʩʪ ʠ ʪʨʫʜ 502/57 = 8.8 10 

6. ʆʨʛʘʥʠʟʘʮʠʷ  ʥʘ ʨʘʙʦʪʥʦʪʦ ʤʷʩʪʦ 386/57 = 6.7 4 

7. ɺʨʲʟʢʠ ʩ ʯʣʝʥʦʚʝʪʝ ʥʘ ʢʦʣʝʢʪʠʚʘ 457/57 = 8.0 8 

8. ʉʦʮʠʘʣʥʠ ʧʨʠʜʦʙʠʚʢʠ 563/57 = 9.9 14 

9. ʇʨʠʟʥʘʚʘʥʝ ʥʘ ʣʠʯʥʠ ʩʧʦʩʦʙʥʦʩʪʠ 399/57 = 7.0 5 

10. 
ɺʲʟʤʦʞʥʦʩʪ ʟʘ ʧʦʠʚʠʰʘʚʘʥʝ ʥʘ  

ʢʚʘʣʠʬʠʢʘʮʠʷʪʘ 
431/57 = 7.6 6 

11. ɿʘʜʦʚʦʣʩʪʚʦ, ʠʥʪʝʨʝʩ ʢʲʤ ʨʘʙʦʪʘʪʘ 440/57 = 7.7 7 

12. ʉʘʤʦʩʪʦʷʪʝʣʥʦʩʪ ʥʘ ʨʘʙʦʪʘʪʘ 516/57 = 9.1 11 

13. ʃʠʯʥʘ ʦʪʛʦʚʦʨʥʦʩʪ 466/57 = 8.2 9 

14. ɺʲʟʤʦʞʥʦʩʪ ʟʘ ʠʥʠʮʠʘʪʠʚʘ ʠ ʠʟʷʚʘ 531/57 = 9.3 12 

15. ɺʲʟʤʦʞʥʦʩʪ ʟʘ ʨʘʩʪʝʞ ʠ ʩʝʙʝʨʝʘʣʠʟʘʮʠʷ 538/57 = 9.4 13 
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