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Coyj mMsMEIAT ot al Qual it ys tMatdage metht Os dzj dzd
COyJ Mo BIsts

PDCA fPlan iDo i Check - ¢cto- yd S i fozizOXizd ic @2 f | dzdzt 9 O2
ftoctse j oW jORMIse O 0 ;

SDCA fStudy i Do i Check - Actoi ydq S i dz Afls Odzii @tctf J dzopts ® @ 2
Tftotse j teivpjJORMIso O 0

QA fMuality assurancedi omMdc kztew o Odzi d&O COyj Mlse siIsts

Ql Quality improvements -f sHtsB oW 9 Odzgj O COYyj Mlso BIsts

S E RV QU BdrvicdQualitydi $ Oyj Mlseats dz0 kMmdzzcOlsO ( &} Ist
dHJ OdzdzOIs O EMmdzz ¢ O)

SQIT | d&zsB Odzj dz S5 W dydd dzgls dzO € Oyd mMlso sists
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IF3lrrruRre

ltesBdzj Bl s LO ByjdS OO &0 ¢COoyjMmksettlsts dzO
OCkkzOdzjd, §sOHd WOSIKkil, vyji o (dStdsddujns
Emdzzedlsj o Btokzlsdedw ol Istcjh jdz ftesHEZCIS, dzOteOMml
ZO0 f tetsd3w dzOIs O, Cewists fftojlsi ef woOls JCtsdtsdids O
ftojrtsHils tsls AJCtdtsdkdiO dO COfdlOodzoo Ci &3 Ac
ZORo Oy dzd W s toj Mzt MO ShPEEHY S OYydqwiso

stsdzC Ztoj dzlsdetsisls© dz0 Bteidlsc)y Oo e B Mz wd so M
dzj sl wesoamMCdlsy (S &3 Ctsdlts ftoddzOHdzj ¥ L H©O9 |
M s desislsO dds HO EHtodzjlsotstew o Ols ¢ tsde€ toj Isd
ftoj HsdlgOotsls dzj lsi cetsoMC dls PIdEBstcBdzfh Pdefff s O Myl h
f OL Otedz® tsMmdatse O, des ftcd oLOddBsHj2Mlsad]jIsts
fslstejBdlsjdzd, HtejHdjlsils dzO twWOL BY OISO dzj MO
CoBf JIsj degsdztsmisls© dzO@ f j te fyts dzO dzO, Cdels OCIsd s
e OdzdL OydwisO. Odefso Cj MAmpiGh Qesiddyj § ydqwilsoO uvislso
Ef tcOo dzj ded j dzO- MRo@hQudljtls p andgsmentdo TEM), O d d3j dedats,
Ml LHOO Odgj Iss d tyj dz¢ OO dzO € OyjMmbsotslsts Mj wslisc
mMdMmMlsj BOISO d HEts BEBEEZOIO MejHO, HEts G| ted Oz
HS tfjLOjdidIsy d dajtsijL Of di3dISTRM ez} b @d y® d ezyfh € Y
dHddz Mmi IstckzH dzd ¢ ) HOHj d2O0 tstecOdzedL Oydw ) d
f SHtSB W 8 Odzj dzO COyj Mo tslsts d HisMisd ¢ Odzj
fslstcjBdlsj dzdIs .

o dizsy desfplsls© dz20 syj dzC OO dz0 S Oyj Mo tslsts dzO
&3i Hdyd dzl ¢ OlsO) , ftoetsdL Isdyo sls dzj 2 dzOIs O ftod
nOteOCIsjtedmMiEd S ddzjjtsj L Ogeistsigls j dzd dsts iy ls sls, dLIsts
ftosd3j dedzd @ sfyls, dzj Iste@2detsfls d L Qe dMmd distsimils s [z-
Ml LaOd6Gs | dOmMsswh dw dsdjdzls dzj Mi hjMmlseakze O
HO9 O dzO L HtOo dzdls BjdedHy ted ol L sy detsMmls L G
COyjMmsotslsts I cdj H&O bsYySO &O fwddydyfdlsj dz
TQM.

MOtOCIjtedMmisdSdlsy dO EMdzEc OO kO jd&d@zO0 Ml
5B jMlso tofldiel} steBOYJ sdzdzts SOC9 O 5l HiEkze O flste
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Y j dzdets s d Is j sls dBOIsj ted Odzdzd Is j OCIkdead Ci d3 dzj
sl efmj dzgj G tslsj dydOdzded  ddzhndtej Slsded Stedlsjtedd

1 OMlsswh OISO HBSCIkttMC O ttOB t5is @ ®fHiGGOH] (=i dldss HH
L O sy dz¢ O L O tc Oy d ts dzO dzdzO MstckzCS IskztcO dzO s
BiHduddmSco §oksh d LHELOsdd Efkkzced, &l ¢d
CoOyd mMsots d ol 9 Wsted3OISO dzO dzj Missf OdzMEC dw d3Ote €
Odzl j Isdets ftetslzyo Odzj o Isted OMYyJ CIsO:

Ly dzélzO COyj Msoslss dz20 dBjHJdyYyddemME OO  sd3sh
Ytej L GdzsB Odzdzdw CBjJWduydddzs dzO COyJ Mlso st
(SQl) dizO0 B OL OlsO dzO f tod dztsy j SERYQUALG] dgltdsHtsjHAE O Is
Gap.

i. RL d&3j tco Odzj dzO EHtso dzj s tstcj ded j Ists dzO i ts
ftoj HzZOCc BOWPERO lIs BGtecOddL Oydwilso, Ytej L s
YyomilslsO Ags Oydetsmiso d AdL i dzdej ded j O ;

ji. { yd dz€ O Mz j dzls© 20 EZHBo dzj lseo stej detsfls dzO
fJjtmMsdOdzO o dj yjBdetslsts L Qe jHjdedj, yYtedL f
ftesWddz 20 §jthMtsdOdzO d&zO [ 3111 .

1 0zydedvls ftodtzEigtsteddPC OlsO ttOBtSISO fMmj M Mistsd

2Ot te ©o dzj dzd W :

T RLfdzZj Ho Odzj sts o ook 1§ tod ISERADMAL LdRO tsdyjj lsE€ HOT €
ZO COYjmis®BIsasO L Oald MHidgs MO j Miso slsts dzO d3j H
Eidzz e © (dL Bjtejdets YtojL cdztsBOdzj-dsQIBj Waf yd 4
syo0CoO0dzdWIs©, d BIYHE COyYjMmMsoalsts dzO Ekfmdzkae

1 1rs¢0L Odz@OYydkds@s j &ZzOyd sdzdzO a3 OpHfnd ZBME Mise SISt
Bj Hdyddzm € Ols O( d ke ggzle g @zs  Ytoj L GdzsB Odzj dz € ts
COoumsesS@Bd tj 2 Isd dzc d Isijf td\joHChylx@shpisdz o ;

1 1teskzyea Odzj sts HBCOL OO, Yyd ddotslsts dzO0 disilsde
stecOdzdL Oydwils®, COkt YoMk ls CEzylif ydwIs
ddzHdtcj SIsj dz dudaBj e By N6 o tdgjtsH d Wed dzh € OIs © z m
dL teOL J dzts Ytej L G dzts B O dzdzd W ¢ tsj By digddzls dzC
Bj Is 5 H  SERVQDAL

T vjtstej Isdydes MMmyJ Hsf EmMdzO d MmyJ OtcG Iz d3j dals d to ¢
SERVQUAL | ddzmistelzd3j dzls L O dL d&3j tco Odzj , COCIlsts
COyjMmsets, kOCO dOdd MkpBddz ghks O& 0.
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l1tcj HiNlsOo j dZOISO MR j B3O/ Odze stedlsi d3 L O 5y das !
B HdYyd &z OO EfMdzEc®, Mj HOH] d&OMSSd dO &j da
2O Hj2dsMissO BIs cdzjHdO ksys O o0 BOES jisddc O
fodsedsi ftod ©OL©GOBS Odzj BEJIsgze0 ¢ tpRz@B Pc d U J
ftedj 3Odzj Ists dz0O Pf tcOo dzj dzf € d
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L o1 ¢ 13ifIrgurt ooty Jandt

1. 170 fesdLaSHO d2O SOy Msoaslsts
RiMststed yj M OO rftesdsdasedy dO Mmi BdlsdwilsO
COyd Moslsts tcOLSCtcdo O ofmi Cd deso B dzls dzO o |
2O COyjmsotslts d ttOLoadldjlts iz, CObt ftsHMEC
ftesyjm dz20 ftesdLotHMmlsots d M thditseo O Ol dzO® (¢
LOCtsdetsdz tedetsisd. v tcOodzj dgmMCdwils O JSCls, slsBjd
LO ftHisBteW o Odzj dzO € ©®a Gls dsts listh),j dzf ts ida®j HdndzMm Is to L
EftcOQodzj dzedj deO SOy MmMbsotslsts. si d3 dzgj ets Mj tslsdzOf
ZftcOodzj dedj sts, HY OS] fifszr FHQISzC ISZtc] dzg, d3J Istst
LO dqLdBJtoOded d Byd dz¢O0 dz20 COyd Mlseo sists. s H
dL o dzjgujmeaczed L OadMmddsmisd € Olts: mMsyd Odzded Is §
fslstcj Bdetsfisdlsj, dz2O0 cdzsBOdzdL OydwilsO, ftsdzdilsdyy

HodYJdnhdlsy Mddzd LO ttOLedlsdy d&O COyjMmlsetsilsts.

1.1.RMstedyjMSO ©OXKSO

¢ i3 ed s O0deMC OO OMBsYydOASQ) Hisshan silg Buss®L 6 d
2O COyjfMmMsotslss o rRtdsdtsecdydzd LOBRBEO COkt 51
ol 9 otjdjlsts Ci 5 AuwtcjHdzse jSCtsodzO [otetsf OO0 HE
ARdzH ZMistcd Odzdzd sy tjotsdzs ygqdo, At Odzdedwls 20 9
AsutslsOdzdes COyjfmlsotso d BEsBOH uvslsOdzdkslsts ¢ Oyj

J l1toj HdzgH EMisted O dzdzO toj o tsdzs ydw (vtcj HdztsO
ftcOoddzOO LO COyjMmbsoatslsts ftesdL dzdL O Bl IstsL
OClk j M LdOl o fttsyj MO dzO { totsdU scw Hshiple actOs ts
2O MisOdH OBl @OYydlsy tls ddzmtf j Cydwis®ad qls Aq dZ0Q d |
dLtcOL d&O i ttedlsy ddmlstclzdzj dzlsd L O §f sHtsBGWw 9 Odz
Wsttd30 &0 Stddsttsdz Hts &OMisi § o Odzjlsts dz® R dgH 21
ZOYOdzslsts dz0 19 Bfze®, @i fisteh j deflso Odz C Olsts fj tolk
ZOGtcOHdIsj] L 1580y Mise s

[ SR Ok @dzuddMisted OdzdzO O fipjj o Bt QT jd@L B8O
Isj dgH j dtyudop d find di3sMisls© dzO@ ftesdL otsHdIlsj dzdlsj tsls dz
2O flstejBdlsjddlsi d fsfmdzjHoOdkdwls fttsyjf dzO t
fj Ghdss OOk &0 JCtdskduyjmMSo L OS¢ sdsdj tcdsls
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LOadMmMddidsMmls @BiyHE ©WOLHjdZidjlsts & ktetzHO d f{
Hiclz a Odz0 MC dzsdzdzsmislsO €1 o3 teOL 3w dzO, sMmdetse O9 h
d dzls j ') f.

t Odzdzd W Is 2] oni@wOCIsj Bz 5® Odgj dzO0 Aftetsyj fr
Coud Msoslsts dz0 YwPEC Is §ddsydi . ydv s 0 A Arjdstbfy sty y,
Codzstesdzd ( SQC) d 9 tgize toff dzgedzdzg Is§ O 6 Kzlf) Is to Iz d3J dzls d
i tcOo dzj dzd j dzCF [1540105%9, ipk]o S is t

l sstcOls O Mo j stso dgO oosHAsday dz By Y HE Ho Ols O
Adsj n Oded ydetslsts ddey j dzj efflseso d AkftcOo dzj dzd j '
ftotsW j d dz2Odzdets tsB M jMlsots, todleEsdtcOdes Ci &5 ¢ Oy

stsdzyd f yqdwiso L O Avtsls Odzdggls s W € Ainjdftelsde 5o i to
f SHtSB oW 8 Odzj zO0 y4 dzdw tstc ¢ O dzh is@®BPdsOdz] df siftstsy .
sfyi b j flsHe2p Ols

t Sy jtelsi s ¢ 0@ahdhlseo®@dststcd L O dso © fmdMmls
COyd mMbotslts, SCWits jotsds qte® lsoi H thdsedlsy],
teOdzdzd sy cfitdmMcéd ftOSlsdyd O COyjmMbetlsts. |
ZO COyjmissdEnsd H Csdyjfydwiso Au tHls Aadeszdd @y J
9 #¥OLO dO ALtj zsflso, fosweaws OO Mmj @) dav ¢ sz
ftoj eOL Gz Y HOdzy dzO MlsOdzn OtelsdlIlsj ¢ tSORWPWHP o dzj dzd
OCyjdzls fsHiE®Wlr B Bezflzj so steW 9 Odzj] dzOH SBODtY jdBj d IsdgQlzc
dzsod Ctodlsjtedd LO BdLdzif tjLlzdzlsOlsd dO 1 O0yd!
[ OdzC ) dzdz 1 sdzH ted H )Y  (H1OBOCHoG'GCdEjilsds B KOL 59 Odzd J Ist
sBh jMlse j detsls s LHOBdgY]  Yd3v)ls O L O ASOyj Mis ot
Sigmao , fteddzsydBO L O fHtesHEzSCId dd EfdEzcd, O0C yj ¢
MlsOB d dzdesMiIsls© dzO Htesyyj MO, o 0tdOyddilsjy dz0 { tot
ttOLodlsd] dFOB}EsBE@S ydy L O tOLGEti h Odgj Ld@® €O
WtsC EMmdteOdzj ol terlz dqLdmMSC o Odzd VW Is @ tc =FCE Isiff 51Oz B dds
ftesHEZCISO d ddde3lzfmdzz e Ols O

'R OLHjdzj dzd jIsts 2O IsteHO otHd HB ftsftsteydtsdOddts ko jddyuj dd

20 bsLd oty MuBEsYS QE@sPodd®sH O 60MS dsddatsMislsO $i &3 LOL BY dzO
®Bsyj HO fMj twoMmisdedy M BkOEtotd dzdjlts BjyHEZ AtEOO, O M oL
MtsefMiseo jdzdw ddzsjtejMo (dHOB wRdls o Cddc OO fd AROEEZ] dz® Odzj
dzOtctsH (Bld]li o)

AtsdLotHmie jddwl fttsyjfl HsBdeo O WYOCIkd d HOddzd, Ctdbts d&ise
MsOlsdmisdui Med Isjrdd¢d, M yjdz HO Mmj ftsejted HOd] ftsyjmi i
sl EMisd2uydes 0 fedydug@o (utsdlsi tt zkR20t
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[ BHjodesls s Crolagd Alswasd dzOkydzdlsj Hsfisdyj ddw o
Coyjfmlsolsts. ol toL o O Gy dits Is'sC tedfdafOje Azgzgizy § d
Slsdzsh j dzdw o, COCIkts d M, dugg zBsO Htzdls duj v |,
ftod dztsy j dzffHij 8O L O IstslsOditpay (LEB8) jUiEsSobtdy o1 tof k2
Zzy HOIO L O foMmisdyjddw, f§toddOHd] Y dshls, &BJy
Herzberg (1966) i AtcOL d3j tel Is dzO bkHtsodzj sotstej dzd jlsts (
dZjL OodMmd Gl L GYGEDsr QeED)stwd,5ted™ 5O Advdls @ Asujds ts
Maslow (1968) - v j stcdWIs©O dzO 2 j teOtern dVW Is PJ az®dzH Wpdsiic | de@zts
CoyjmsBEEBEddYy o0 ftoddsmMO &O 1 jBddks, r)ktod
AO2Gj B Ok, uvO0ckyd d zdets GCsds ¥deshsidw
o desy j ded jlsts O fsdLotHMIse jddlsj f6OCIKJSCd
SL dzZOYOo @ e® Blizs yH v dzO [z ¢ g Is j o

1.1. 1. A GBlEmeaDowh d tOLodIlsdj lstisedz@®E ¢ Oyj Mlse ts
tOLoadlkdjlsts dzO ftsdgwlsdjlsts COyjMmsoets Mj B
ZOyddzd s dz0 ftesdLotsHMmMisoats d. tOLoadlsdjlsts dzO ff OL
10yddzd s dz0 ftesdLeotsHMmlsats j ol 8 ot LCO i {1
2O dz2OkzC OlsO d HIgjhrddzdHCO 2G| eai e M j defis o Odzj dzO f tots
M secO0Oftsodh Oo0Odzj Btotsw dzO tsyjdzvo OdedIlsy dd3 Mot
t OLoadlsdjIsts dzO f OL Otc O ot fipldiXoovO dzdty O L d€d g
ftosHEC O/ kit OO dz0 § i MaiOM@P - o) 61 Iz
ftoesdLotsHumlsoats d ¢ Adk@PQjchids@Gs. ¢ A (LIO)OYODd tor Iz
Isi tefnd dai d ftoj HdzOG Odzj , CodeS 2tej dzydw d3d Y HE
ftesyjHizted, ftoddztsy J ded § 20 fMdMmisj &3d dz §BHAT
ftosdLotsHMise j dzdOL @t s GzOM . £ PAED)E Jistgdpj dzls Oydw S ¢
fesbtejBdlsydv, §dsaDicdyz)tcOodsd fMdlsj Bd L O ¢t
COoyyd mMsaT@Nst§ tff ¥y so d H(ZDOOP-tefazly stc BOYdtsdzats tsted j dzls Oy
5Ctsdzdz0O Mtej HO d bk teOs dzj dzd j [ IszO¢ df jda¥ de@® OGP O
cOLodlsdjlbts O ftesyjmMO dzO tOL &Y O fMmj mud L
dLdMC o Odzed ¥ MsOBS OiyL dzgdC o Ols ftod 4§ OL Ote dz® Sk kzo
g4 twOLoadlsdj] dO Mmdmlsj i3dlsi L O E§ftcOo dzj dedj  daC
f OL Otedzd Is j Slsdesh j dzd W ZOtOMlsa © HBs Misj | da,
MistcOlsj cdWlsO dz0 ttcOddL Oyddlsj d nreOSYstsded{isgs O
odzdw jhd oi kM OOl yYtojL ArRdsjcttdicO
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Cdzlstcts dz ol tor Iz COyj Mo tslstso, o Cdzs yeo Oh O: t_
dqdzt stedzOydv, fHtosj SlsdtcOdsy d SCtdhsttzdteOdzj, KO
tej MetemMd d Isjrded yl2HQF B Mdzzy 8 Odzi

1.1.2.A0CkB&(, sBEZMdOs wh COLodldjlsts
Bdi Hdyddzel S OO EMmdzkze O

ANOCItstedls jQ ftsafdgdgw dgd L O twOLoadlsdjlsts dzO € Oy
Emdzz ¢ ©, MO: deOkzydedlsjy ¢ sMmisdyjddw Bt d dzO
SBtOL 8o 0ded jIsts dzO dzj C @Bd IstgOL o d Idifsid § §lzkls Oss M | )
slsdetsh jdgdw, (MsydOdzdzd d LHtOo destsmdcelztcdlsj dzded )

RMMststedyj MSd fHtosBdzj 3l Is f toj dgd de@aCds Off W jOL Ols te
fted dzsh pasf dted ydzO, MmJ Mol te¢ BO. MA df Y ITOEEAISIED HAz@izO
ANdzj € fdzj to, (1.9 1s0H df@df H dzOc OdzgH dz@ dfils3j tco Odzj d
ZO tjLEdlsOIsdlsjy dzO B 5dzdzd Usde@lHA Of- MMV C 46 2 6 dizis ) .
syd dd ydz0 fmd Mol cLoa® MmMifM M LHOsOdgjsts dzO |
G Otc Odzls d tc O dzj ZO OB ls®isPls Gds O B WdddzdOy  (sfiy dzj H 1
ddemisd s zyd tsdzeO dzdzO, fidcLOd@e Oz @Otcj H JIs Oy tsdzdzO
COyj mMotslsts o w2z, sOdZzOHO ¢oflstcOdzd W , M5 dzO
l jdzd S sBtedisOdzgd wIsj 1detsnd dzf O ol 9o otel LCO fn S 1
dzj ftej S MdzOlsts § SHESBtGW 9 Odzj dz0 Y § ®ayij s ® ts I$O,L O fn
[0C dzOHI Is dz0 Afizj CjiwiyacO A ObtzO KLOAl @i toy O9 dets s ts

BiHdyddemMSE s ©BKLOLBoOdd), BN iMisejdatslsts L HKGOS
sBh jMise j ddlIsj B sdzdzd yd, Mol Lo OO HOCIsdyyj i
2Ok ydzd Is § Bj stsHd, CtsjIsts Hise j dzts H S ftsodh C

ftes¥ j Md dzOdzdL B3O &O o&zj SOtedlsj [11, 27, 29,].

{ Oddzj Y HOdzj sts 2@ Aweh jMise jdadlsj slsdztsh j dzd
fsimistetsj dz0 Bted Oded Yydz® MdMmlsj OO0, o Cswks AdCt
ftosWoWwoOls CObts WodzjdzdWw, ytejL Motwis@4],cj dzjlso
HO9 O Bimdeso Odzdj L OC tsdetsdz] tedztsmls ddsQ , ¢ GuugjAfijdaClsvs
LHEOo dzO® bkfzkec® HO fMj tOLEdjyHOL o ¢ dl
slsdztsh j dzd w , iftsiyd ©kAdabls j dzdzd Is j- ts ) d & B tedls jdatsdzd s j |
CtoRYf tsdzj dzls dz@ MtsydOkzdzOlsO® Mdcebktodshls. 1 sHEBB dz
Bi dz¢ OtefC d( 1C=Yflsotedf . ) [ 85] .
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1 OHI dzy dlsj dzdeslsts L HicOQo dzs Bffdcekztew o Odzy dzOBZOd
9l L dzd € 0 Odzj &ZO0 ftlstejBdesMmils Bls LHKGOs dz0 EMmdzizc
BIdAHE Bed i fHiBBEiB@PIsj dz dz2O0 LHEOoded EZMdzzed, gL
EmMdzkecd d §Mmtcj Hdzd ¢ (LHtcO9 dets idfccz totfig j de§ @z Wz
Hy2dsmisdlsy dzO0 IjLd I©ted MmMkej CIls0O. JyjdzvoeOls
Slsdetsh jdzdj dO bWodetslss LHt©GO9 § , COIts LOHI djdls
COts §Oydidzlsd, dO Ctdlsts M ccOLOdsdteO® d&j HJY
By HJYyddemSdlsy MsQdOPBSHOdHEEBE®O Bj HJyddhs O (&
1.2. vfttOQoadzj dzlmCd OMY Jj S Isd
1.2.1. sdOmMdudimMeOo WddashmsWdwy dO COyjJ Mmool
s dzOmdyd M& Ol O ftcj HMIsOo O L O COyd Mlso tsists (o7
JLGOHj dzZO &0 fteddzydf @ L dg® < d O thz] elzblzp dzaizp de® Istcj B
&ZzO BOLOLPGEWH SO d&O 2 ttOteadWIsO dO ftslstej B dzts
[ Oz .tcOter dWISO d&zZO § tslstej BdzetsMmisdlsjy dzO € tsdz toj Is &
dzdo slsts dzO tcOo dIlsdbf]. dzO f MmMdrd& OlsO
l el LSOO ¢ fffestafjSeblzsmisde | BHOAHRD j dz®@ & Mdikz ¢ C
Al OtcOMkztcOBOdz0 @Qdzzo [ 5O &0 d A ¢ dzts a5 yg Hdz§ J7 Pdnlg @
Z0 fJtjHfted] d©3OyYd Mlso tsists L O COoyj A ORI Filsouses j L
Yj dedesiplsts? detsftfldcdf, CswWlksts dBWKEEO L O C0OyjMmMsotslt
EHsodzj sestej desfls dzO Y wlstcjBdlsy dzv s ftesHEZCISO
Ml sldasj] By HEZ yYJ ddzsmMislsO (ftslstej Bdlsj dzl$ OlsO Ml

sOyjMmMseas=(vHBSo dzj Iso stcj dzsils d&zO f sIstcj B

10 ftesdLosHdlsjdy d fbtejBdlsjdy IkjLd tls
ftosdLotsHdIsj dzv yJj dzdesisls©® fMmj BlsdzOMW HB 6 BHAO
ol Istejhdzdlsy d o) dzhdedlsy HJWJCIsd. 10 ftslstcjBd!
fstcjBdlsj dzZlmMSCdlsy Mots2Mmlsea ©, O ddjfksbdedijlsls ®tcy tad
dLdmMSoOdzedw. [Isdetsh jdedjlsts dgd Y HE yJ dzgdesflsls© dzO
YJ dedetsisls©O dz0 ftetsHEZCISO L O ftesdLotsHdlsj dzv s to
d sissgdwylfydvbso @O ftjHfttd] BOU)hbdelsts1l) O
[53, 54].

s stegmdey § WD A HY ted j BOYJ Misetslsts L O SCOUJ M
WEdS ydesdzdtc® fosMmtcjHMlsosds Ho O wMmdtsodzed odHO
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sBh jMmsots d jLd d20 ddzHdeadHO (ftejHifted BOYO) .
2O ftojHYtedj djOoujlinsjoitsdeds ( dzO fic§ O tsd j EB U]
o jdzd yOe Odzgj dzg©@ MmMtsBMmMise jdzdwY HBR sSH)o idicLeddedh diy
ftsodh Oo0Odzj SOyjMmsoatslsts O ydoeslk). A[Bh jMmkot
COyd Msotslsts dzO ydoesls d SOyjMmseoatslsts ol tsBh .

LisHHOGTE MPoay KM ana
noTpeSKuTEenAa

LisHHOCTE ApOAYKUMK gna
AROHMEEOLMTENA

BEHyTReHHKEA \I!

acsherT

*
}q Tpebyemels CEORCTES 3
rMaH=Aa

NPEogyYEL A He TpeGyemble cBOMCTEa

Etrewri gediesT

BHewHKEA HewvnosneTEOopeHHERS
nederT TpeboEaHKA

CTOMMOCTE MPOAYELPM gna
NPOMIECAMTENA

CTOMMOSTE AROAYKLHK ana
noTpeGKTENA

. AdEED ssdyd fydy @O friHfid] aOfudldEspdsdsts L O ¢ Oy,
As zOMmdyj MSOw Yddasmsldw COyjmkse O, ft KOl ted OdzO:C

4 Yjdz tOLtjh Oo0Oda O shrdefsth HaDEOO o Qdlzj L @a
COyd Mlsoslss dzO Y dotslso, sBh jMsoaslsts fsHY BRBOGC
1 OHBasdzZv 9 0O2¢Cd MtseMmilseo jdzdw Md ddesjteim L O 4y
ftosHkzSIsd d Efmdzkzce d, Ctsdlsts LOHBoBbBdME Bl Hslis
sBh jMisofsdstsiskz¢ fMdzj He O, ud dzdo slsts dzO COyd fm
ftosHizCIsd (kMmdazzed) | Mi slke jlsdes dz00C QigPMmlp ozfp Is
dzO fJyodzzs © COlsts L O¢ ts dzdzts ftcOo tf tsojj H N H Oz
( Hd dzMise tsSIs s B3y Y HEz 9l Istej M dzOIs O d 9 dgh dzOIs
ftojHtod jIszOmIgs) tSftcjHjdv MoydOdzdzedw ~OtOCIsj te
Slsetso BtedatsMis dzO0O ssiyif @AGdBIs y j dzZB M  dzsMst W IsO
COyJ Mo slsts, GOl Yyomls wls WdazshsWdwisO dO {tc]
od3d Y HIzdzOte s H dzd W I1S) BAD2izH O tc Is

1.2.2. 18900 Wdatshs¥Wdwy doO C0O0yj Mo tsists

1 02 dzso OlIsO WddzsmMsW¥W dw dzO COyd Mol Mmj M
OS M0 dzO [(HEZOtH [ JdBJde, MisttjH SCBWISts omd
fmd tcOLGcdzj YHOI COLB Isjrndtsdzteduyded §tesyj md
RNJCOa 0O QL L®OmawIisO GC0OIsts MmMdMmlsj 3O ( dBtsj 1 O) ts
ftotsyd Mfdj. HzdzOtetsH dzd Is § MisOdzH Otels d ISOB IN000 ) j d3J 2 fi

22



LOSCBdetsH Ols j dzdzts MO L OCtej § Pdzd dzj S0P C off 15 He Astshf .5
Antso jtedj o d®iNHEZ EyOmbddydlsy o dJS¢tdtsddyd SO
COjewgwL OISO Bz M ¢ odstesdzO, 1 J didaisse didasi H dz
2O dzj Hso J(tgd € 0 © Ctdzlstesdz dz0 o fMdyscd HesdL e
mMdedyd ©dMEO s dzj Mi Blse jIsfMmise OF JtesHECIs, ¢ s
ftcOo ddzs dz0O H o padafsj IHttso j oW o Odzj Bijdz o ustilzlsdedzdids
vsts9 0O | fHtddesmi s dzO 1 jdi3ddee ¢ o5 ftetsyj Mdedw § ts1
W dzsmsWdw &0 COoyjmbeotslsts M thdse 0o O d&O f{td
sls ttecOdzdL Oyddlsy d §dzzyOesOdzjlsts dz0 tBJj CIsdo
fesmiej Hiistsd MjwsdyfnibpPpgdl dOO MEOyYj mMseats s
dzj L OoadMmddz stccOdz, S22kt ftodlsj 0o 0 MmatyY fMmj telsd

sdMmisj dgdzedwls ftsedziH d ftoj HMIsOo W dgjSlk IsdsO (L H &
Fdzdo j MOdzdeslsls©® dz®@ [ jY HEZOtetsHdzdlsj] fMisOdzH Otelsd
HO9 Ols Mo Odzd] L O d&OZOcOdzy d&O Ctsdzyd § ydddls
Mssf OdzMSdw ydotsls ® LHtKCOs j s OL 8 0Odzj Ists.

1.2.3. AOLd dO COyj mMlsetsists

[Is edzjHdzO Itsysc o0 dzO ¢ tsdzls tc e, dzj izl & s tc Wz @
COyj mMoslsts, o twOLoadlkdjls dzO d&dmi dzZsO d §tOC |
Ho O f jtcdAbp @dsH 2O dzi MyBBEEddlsjifts thdektws
COoyjmMboslfgacdmn AzO Mmdhmlsj Bddls] ezt d O dzj
COyj Mlso slstso .

ltejL §iwdsHO dQ dejshicfps di3def@yddedisy L O B

COyjMmMboatslsts MO: dzj f stcj HMise jdz tscdzj H, fni Mmls
BOIsj tod Odzd , ftesyj id d CtcO2 dzd ftesHEzCIsd, d
RdzH zflsted OdzdzOIs© toj o tsdzt ydw J WOClststei Is, ¢ 52

cOLodIsdjlsts dzO f jjtekfs[HSG g H Byt i 6§, O Cdz¢ ytso
fsWeo OlsO dz0 fd misj d3dzts Is ts fisOdzn Otels d L d tc O dzj
qdzH 2Mistcd Odzdzd Is } | tefa fiwj lsz At OB tsls jodz jfls Hidzn @ @is j dz
OB3j e C OdeMC dw L sBi6] IsOIRMED2d v d{dehideel SLE6G O dzj y
1825) , Ct2lts wOLHfEY j ddassifL $s8syj Md dzO@ slsHj dzd
s jteOydd, flls OdzH Otsls d L d tc O dzd 9 ftesHEZS Istse d
b dzc dzd 2 M S v I ydsdar jj dbj © dWhiwerth)s184() f sMis Qo W  dzO YO dztsls
2O ftesdzdh dzj dz0IsO MmlsOdzH PakllsdL Oydw o Mo jIlsO

23



s B9 ctsHdwdad oap@H j P O ttsdzv o EZftcOodzj ded j Ists
COyd mMoaslsts d BOIs OiRj ted S OdzMC dIsj -ljL ) dzjsm | alAgf Is j
zdH jtemMsoslsts ftoj BdzOa O ©Is vz o (cfsddv. 980
RLIssydzdWwls d 1 Of OHdzd W Is mo Hi dzB 8¢ tcOL dzd y
Sted Odzed L Oydsd dAOC dfCdilsStej B dlsj dzv 0 EZf Qo dzv 9 © 9 MW ¢ (
ftoj oOdzdte® AcdkzOMmi ls dz® ddzyjdzj e@0. 1 tetsedzj d3i Is
f zOdzd tcOdzj Ists d o dzOyOdzdzdv JIsOff dzO tOL tcOB SIS
2O ftesBj BO o jlOf ook ftotsdL oatsHMmIse ts

| Oo ddz (WA P milsdwd aAjwmdLodlsdj dO COyjm
2O ddemtf j Syddlsy, JteO® &0 MmMkOlsdmisduyd M¢d ¢ dak
COyd Mboatslsts d JtcO PO CrplsdiHCisejjctednG dpkjsls 5 20 o fqw €
Cstodets dziffestf g Odzso desod tOLtOBSISCd ls Isj Bt
dutcOL Ve O Mstej &3 ¥ 0 L O lketsoatste 7 d3d dqLdME o O
EHso dzj so stcWw o Odzgj dzO0 Iy 8 Isi § silstcj B detsfisd

13. [ dMmdzdlsj dzd d 6dcOdzlsd dzO o3 dzadH y o3l dzls © dzC

[ls 1940 6. Hts MjceO ddi30 Isted ctebBf ¢ Kidtdzfls O«
ORjtedS Odzydes, i@z d AO02cjdBOLd, SCtdlsts HOb
o cftsddw. I CitsQw cdzs@ dtlz 50 f sdegydilsjy RN JEC OO0 O,
ttOLodoOls dtsead SCdzyjtfydd o BGletse sic 1980 0Od3j te
GtsHddzd, L OYf Ositeafggd cpteetscdy 1 jiIsjtef M@WY &ipdzj wo C
o d dzH & f)[4ASLL4S1R2, 168, 169, 170, 171, 172, 173, 226].

131. 1 cddzsfmi Is dzO |1 Of OHdedlsj Ay kZtelzo

ltoddesmi s g f smo jIsjdz dzO WddesmsW dwisO dzO
o Cdzg yo O O:

Avjstedw d0 lsC-dyfdpjyddivdsa@ezdlsy fedyuyddd L0 6l

Hi dzy Ols dz@ Odzjf fipdztelzO0 Oj dizd W OC Iststed ( ftotsdBW dzO o

2O tOBBlsdd S ) , slsfistcOdzy 8 Odzj Ists dz20 S tdlsts dzj

sfjteOydd, Mmdmisj di3d)

Al 59 fmisd dz 9 3 dze H g @i v Po O Mno Oh Odzj Ist

dzj zf OO0 dzv j B3EMISISO dzO 91 dgh dzOIsO Mt j H O. vl to

EftcOdedizjj, oCdzt yo O fwlstejBdlsjdzv o EkZftcOo dzj dzd J |

OdzOdzdL O, tyj S OO d dLtcOBtlss Odzj dz2O d3j € d

Afvw dzsmils j dz tBtOL Zz0 ftsyjmMo dz20 ftesdL ot

fMdzj HMilse jdzdlsj ot L Qldj tc ffd® jdgds jdB 1§ jOfsldse ts Is 15

24



Al4-ls j Otz dzm ¢ d  fdftec qSdBYsilf Ols W 7 dzts - o s ¥ ez dizff j dz0O
Is. dz&. A3 testsdetsmded B tsdzj Mylsd o
ARL d3j Miso Odzj dO CBdEstesdzO dz0 COyj Mlseatslsts tsls
ftesdLoetHMmise jdd¥ fsyjMm, yttjL MbsOkdmisdui Ms
RhNdCOgO Ooalstste dzO v i s5dzfm§ d ldnils O Yzié GeugLYQLz] dzO
MisOdzH OtelsdIsj, EMlsOdztse j ded BIs [ J Y HEdOtWKGESH dZOISO ¢
ASOO .
Al SsHYjttlsOa O Yo jh OO MisttOdzO dzO0 ¢ Oy j Miso tsls
Al zjHtcw o O MmMOdMmisdyy MSdlsj B3 ssH LO ¢t
ddzmistczdzj dzs© L © ff SHtsB tcjeblztfl ¥ dzQtf] t§ PG dgldste tisdr tsdz@
COyj Mo tslstse
Ali 9 jyH0O 9 Mo jIstso zOISO HtOCISdEO cteOWdyd m
fted yd tedgtslzj H Miseo j dzd Is(j H doctdd QA dzO RN JEC OO O / t
ted B j dz@ Kisskigne Diagramo
rYetcGpe LHO O vteddatsedwIisO dzO0 COyj mMseasslss (
Cdzlstesdz d&z0 S Oyd Mlso slstso
Apmsyd dteO COoOyJ e &csdzislso s 9 Odzj Ists dzO fsls
(BLEd&ZiYHO oMW CO ddydtshmls COts ftesyj M, it
gqdzd HJ 2 dzesils) .
ApSyjdaszdte® dzj MOMBs dz® o dph disPls jo i thstiilg 8 jomfdsly
omMwCO dzdydtsfmils s 9jtedc OO jJ HEtsMIsOayd<ed d
Acuf JIeOdzO dz0 SOy gshiste®defsjjddz 2O tshdetse d
M d dz20 dzj ftej &1 MdzOlsts tOLodo O dIsy MmJ HJ:
CoOyj Btse
Assdzyj f yqdwe s@dzig Y sH 5B toW 9 O dzjAQIdg@Inudl Qualjtym Is o s ls ts
Improvement)
[YEtcOdz tfofftdeodef tfd L Jtc O Qo Jdztslsts 80/ 20 € Olsts
ltoddesfi BtewmAPL B3 s stedWisO dzO d3j dad H Y o3I dzals O
Ud sdtedlsy fteddydyf o:
A sftcjHjdzjddjs LO COyjmkseats j Mmi tslse jlsMmlse
A mdimisj 8OO L O COujmisets j ftejojdydw;
A MsOdzH Otelsi Is L O tOBBIKO f dzdzO HjWjSIsd d
d Y &zOIsO L O dzgj i seo jlsMmisadjlsts dzO dL dMmC o

25



A WwoOLdlsj Adkdd Hj%jSlsddo d i tslssjlsflse d
LOdzj GgOced o Isjtosd dzsdse W50 20 Bj dad Hf B
ANO2¢Ej dzasBlEds 0 O AutslsOdzdzd W € f5,d8ls telEOdn Odz@D df @ QjsfiE
sl Odds CPR2Aj Miss 5o
RHJ ISy Od@@ % dzn OcBj dzgls 2O oy j dzj tdeslsts 5B teC
ZOBtOls ftoddsyjddi o BjsBHO LO BYj kO &GO CC
ttOL 6tel M Odzj dzO - Quality fundsian Bépieyiment (QFD).
ARL B3 Mlso O CtsdalstetsdzO dzO@ C Oy Mlsotslsts dzgOL OH ¢
COkts SOCO LOo OYW ydSi z®@ &0 ksl Oddslsts ¢

132. 1 tcddesmi Is dzO [ tsdzOBjHJOdz d [ OSCMmizj dz

1 20y j ded § Ists dz0O Csdzyd f yddisy dzO dzOfMmils O9 dad A
fistsf Odzm ¢ dv  dzOfdelj i3j €d GtxjdeNY yuddlsy L O LVOYJ Mls:
LHiIGO9o dzOISO § sd3tsh dzO [ sdzOB[3%  Odz, [ OSfzj dz d #)
Assdzyj f ydwils0 dz0 00 ] O0dddrsd J dzj dg3j dzls O:
ftesyifm d Hiledf&@E@HoO@© ¢ zOMdud MS OO Isketedlsjo d
g dzi i3 dzZls© f sHdzj Yy Ols dzO Byj dzgv 9 Odzj .
Astsdzy f ydwisO da®s JeOC@M® jfizf Mislsy dL d3j edisj dzv d
HsMisi ff H s L Htc Q9o dzO f sdfgtsh , tcj dzj 9 Odzls detsfyls
WS Oomisdatsmls &O LHEBODs &ZOO fHdish, ftesHESIs
fslstejBdlsj dzv ddzd fsslstejBdlsj dzZlmfSd WisClkzMm.
Astsdzyj f ydwils O - dg® dzdils t§ tc dfctsC Odz@Is j dzdIsj L O L Hte
tcjLEzdzkOIsdlsj tlIs Hj2dtshislsO dO LHttOsddlsy Mmdzk

H4r 9O dzjIsts LO LH©GO9 dZOO {f sdiEsh sls cdzj HdzOIs
ftesyj Mdedw YBSHABSHJ, OBRBJtcO fGtoddztsy jdedy o d3j |
LOMdzZEG O dz20 | ed®e @dPledss dzO0 [ OC Mz j fipls detOls t&5 dzg ¥ ¢+
qd tcOo dzj dzMm € s ifffdit€ds ¢ Oyj Mlsoslsts o dzgj cts9 OO Is
COyjmMotslss  Mmdzdy Oo Odzj O 9 Otcd OB d dzdetsisls O
0o das ) tedzsMls dz® kMmdzzcdlsj Mdedy Oo Odzj @O tdmS C

1.4. so9o0dzdbtsdzsecdw/ CoOdzd B Istedw d d3j Hdyd dafn!

141 vcO8&6CO0 dZ2O ftsdwilsdwisO

1 OzydestsB tsfdzseo Odgtslsts ftoed j d3Odzj dz©@ EktcOo dzj dzm¢
Md thdzso O O dzO L OC tsdzets 3] edds lg(dslsfji LJO Ydz@idsisdzijdd
COoOyj Mboslsts, dO LOSCtdsdij tecdtsmMisdlsj dO fteoj msSHO

26



Hickes, Mi 8¢ kY desdisdstOOBIOISS Wddsim O d3j dzls O dzdz® d
O Qo Odzdssdzsecdy, Stjbts SftjHj k" shHiRse zOoko
104, 174].

vjtedi3d gl 50dzd st dgyc EUsezOmMY Hts M Hi ey Odzed j IS5 ¢
COoyjMmolts dz© GejSIsdly . lstelk CusiHdeffsazy & v :j
sjstedY &0 SOyjfotslsts, kjstdw dO bftOo dj ded j |
B sesdadEY v@lcdddb Bhzdgi sty slk@@feydtdlsi d
BjikssHdkj0 Ctddujmkejdd d SOyjfmlsejdd sy  dgo
ftod totmHd® Ctsdzd uj Miso j d®@y jesodeElts dpd@ oS o dH  dz@
Csdlts MO Csddujfmlsejd dLEBOL &O jHdAO ddzd dgv § ¢
%O ©BjS§BOLRIHKjlstdvisO JLisdklo0O &jlsHdlsj d
MlsOdmMisde O, M ]l il |sdehidafs 08 GeOSsj e
fsCOL Ok &z a2®s® PEEHEd U] NS OO CoOdddjlstedy o ¢
AsBtOlsdzdo LOHOYd, §tH Csdbts kewsBoaO® HO Mmj
COyYyj Msotslss (dqLdzjtcoOdzj) d LOHOYd LO MddasjL d

Keanutonoruns

KeanumeTtpus

|
Teopua Ha T
eopus Ha
MeTtponomsa  ynpaeneHneHa yayectgoto

Ka4yeCTBOTO

AdEAGilsteClskzte® o Mi Hi toy Odzedj O dzOEC OO ACo O

1 stcOHd Edzdo j temMOdzdegsMisls©O dzO@ dHjdIlsj dz0 tsmdats.
dzO CoOdzd i3j Isted W Is O, d dz0 dzd y 4 ftesyd M dzO tc
i tcotsdz@OyOdzded cGtcOdzgdyd. 1 42ded tsBjSIsd MO COCIs
sB dZOMISISO dzO tsBtOL 59 0dzdjIsts d ddaddsy d ddCdsHOs e j O
sy md.

142, 1 dOdzj SIsdS O 20O fsdztsy dlsj dzdzedlsjy d tslstedyOls

rqOodzj SIsdC OO &0 sty dlsj dzdzd Is | g Ootdlste d y C
f szt dilsj dzj dz tslsetso gD dedd of Qugjthifjs»® sc dB j L ff Silste ]

27



MicOo dz¥v 9 Odzd ZO Mots2Mlso OISO dzOIs j{f tedz@ Iz SRlds@ O IO 21
ltecsHizCIsi Is, Cs2lsts dzj bkHtsodzjlsotstewo O f tslstej B dzt
i hdesMmisls© d Mets2MmMlse OO, Csdlsts et Blsdzd yo©oe Ols
COyJ Mlse ts. vtsL d sBj Cls ftedlsj 09 0O COyJ Mlse ts,
fslstej Bdzsmisd sy , s CEREB dhdPH d &dztsy dIsj dzdzts, G
COyd mlse ts

[iHndyddzlmC O ¢ o Cylgd IsHsjdtsdedddi'ic © S Olsts:  A. .. mdmlk
L dzOded W , Mi LHODONO o) Ld@sydetsMls L O fdmodzdd ,
Weodzj dzd W Is O, Mol toL Odzd m COyd Mo slsts dz0 Mmis te
L Hic@d OL 9 Odzj , St OdzdL OydwisO dzO IstezHO d tejL
mMdMmisj 3OO0 (RO PSSO O vw., 2000)

2. KJI[1ArYARC 106 sodoyrwuwul

2.1. dihdesfls 2O fsde"lsdjlts ACOyYj Misetso

1 4 fpi M jmMsokoa Ol dd¢tOCod tctcOded yj dedw L O
ACOyjmsotsdo, (steOHd Ctsjlsts ftej HOo Oidagjvfisls gz o o3
Ndotsls®O d o BdLd MO (sdvisdjkts ACQifpshtd M
fsdzj L detfliztf tcj o) L msHMswBEIS] COLjoBOF] Vi @rj caf j Ists

fsdvlsd2 dzdw Of OOl 20 dOkSdls) : W g dzshsl dw
fsojHjdujmMSdls] d&OkCd &l Stjlts fdjHes O, Wi
ksyS O , Stwists HO sBWMdd M " desflsls O dz® € Oy Ml

21.1f dzsEsOMY j SlsdzsMmls dz@ S OYj Mo slsts

sOyjMmsetlts M t@IE QRP] Cldsds S OB dEtgdy Ols
mJ: WddzshmsW M¢ O, g tsdtsd3d yj M¢ O, ftcOQotseo O,
ftesdL oatsHMmise j dzO, ftslstejBdlsj dzlMC O MlstcOded dz® ¢ ¢
JCsdes i3 yj MS o wAs" s®fs jStssQC sif yj MS OO dLwe O d&zO
oMy jSIsd j ol L d&3ssy dz® jH]dzMse j dzs dz® € sdzsdzd yj f

ANddssYMS OO dJdsjteftej sOydwy M) WdSkfmdto
BjL HO L dzZOyQssd sAH SefdsitcOHd SCsjlsts WddshsW Me
sd BYyjd ypd FOBOYHismcl MeEcqid, Gk OC K263 C O
COYjMmiso slstm gk & POUAMmiso slsts j Isi yHjfMlse j dzO f
SftejHjd dsfls, OSSO yj ddht dj ftjMlsOs® HC
CscOkts st cked Mmo[dljlsts SOy filse 50

28



1 t6j HdAdz2OL dzO Y4 dzd § Ists dz0 E Hifste ey BsColas@@ W oHOO st toj H
fslstejBdatsisd dzO ddzHdoedHO dftstysdhOjdhgiisfeVts ls@h {tg {Cids]
COyd Mo slsts. fyoff eipPrizj Cilsdo dztslsts  tslsdesh j dzdJ  dzO
HOHjdz BBjCIs © LOadMmMdBsMmls ls Mtsyd Odzdzdw BBz fls

U jonded yj MCdiwjigjls tslsdzOmw Hts i tdstd HldsS OGS/ Oz fndidr ¢ C
sftej Hjdvh d Mmj sls Ikjrdduyj MSslsts Afmi oi toh j daflk
ftotsy CIsdteOdzj dzO fesHEZCISO d M BBJL.fJyd®e O f ted

ltcQoasodwils @B jSCAsyd Mlso slsts  J s te 3ZOIsd o dzts Is s
COyd mMsotslsts o MisOdzH OtclsdIs v d ) jdzts t& GO Idd eo kldziff . dzts fiy
Mots2Mlsoe ® d YsSCOLOLjdd dO SOyjfMmsoslsts dzO B
md HEf E2MC O HEs [fisHelj z@ustgriaizd W Is ff SH A SH LO dz
Isjrndzdyd MSdlsy drdSeOdzdw ¢ &3 SOyd msotslsts dzO
f SHRH. [ Istc @d*datc@® M Ots P W 2 dzC ydw dzO Hi oy O
LOCtsdztsH Ols j dzfyls o sIsts d HoJjlsijy dzOte@EsdztOidz] tc dztsdp®
LOHI dy dlsj dzdztsisls O dzO dzstetBd Isfls B tzH @ tsldztf Is JzO€ ic d to |
d HiO2ddLdwOdzj ss dzO desteBd S PC sz Bl dBOMs BC
(A c.[76B)

3aKOHU

NOCTaHOBNEHUS U
UHCTPYKLUK

CTaHAapTh

ANBBf j Y HERZOKBH jd2 fSHAtH L O dtstedddtcOdzy dzO Isj n
COyYd Mlso siIsts

Its OdzOdzsedw dzO [ jY HEAZOKSH dzd vslic BPtsH 8 iz Is @
MdMlsy BO L O COyd Msots dzO . ¢ dedf dgdp OIS @ 1 JFDOdzts g 1O
$ 3y s5dzd dals O: ¢ o Odzdiy o Y @ dizf ¢ JdzQ My dydoddmlsd
(Bj HdyddemS$d MmMlsOdzH Otcls d, ftcOoddzO L O HtsB®GO ¢
ftoslssCtsdzd ), LO tfMmihjMmlsawe Odzgj dzO ¢ dzd dzd ydzO H

29



RECBdsdiBd ud MS d RO tc®f s ji Ylaslsdetg ® d Is j dzff € OlsdO Mists2 d
COyYyJ Mlsotslsts dz0O HOH WA cOIs dzj C skists MgUSE d dzj G5
O mMOWts sls JHds Mot mise ts, Csjlsts BBEMAZOS W
sftcjHjdzidd ysejh¢d §slstcjBdesfisd.

212s0yjMmMsoatslsts ftojL HwscecdzjHO dzO dzOMIsOoe dzd ydls

tOLBdtcOdzi ss L O Mmi HIi ey O0dzedjlss dz2O £ 0O0W9gj Miso &
dozlsj toff toj DY fzPidils O dzd ydilsy 5 S OyJ Mlse sists.

vddvw ds 1 jfdEfitlssOeow o yYjdzlsi WO YBSHEBSBEKGW 9 Odzj ISts
otsHd HEts ftsoadh Oo Odzj z0 f toctsH & Wds dne dits Mis B 105 S HIE
Ml sle jIsidesd fiffts d ftedmatsHd, Ctjlsts HO O 98l L @3y dzk
LOo dzOH W 9 Odzy dzO0 f OLnOdeddzf[f frgjtefsififpdsfOp.v C Olsts ff tots|
dzj i slso jIsMmisadj Ists B3 Y HE dLdmMSoOdzdwWIsO L O ¢
Cdzd j dzlsiaistglzr j W 1y E@QdemMsoaslss | ftodetsHdsMmls ¢
(AFi tness97lf or useo) [

ZzaOdOLcdzj Y HO HOeO OMfjClsO dzO COyJj Mlse tsist
ftedfsCtedoO® M WdLrdyudmMSdly ~rOtOCIsjtedmMisdSd dzO
Mol toL Odz M ByJ dz€ Ols O ¥zPtc Qfdixds to]j ® 2y FIX des Misls © L (
dzv € 52  Y\mlog t6 soindipersono ) .sted OC d fste@datdyls FoOy j Miso tsilsts
COlbts Holzdzj tojAla Qg HIAd Is ] dzdzs S Oy Msoatsd  AOIst
Csdlsts M Blse jIsMmise Ol  dzO- frH amilslasjv dzdf j Bjde©] dzf f SISt
YOS oO0dzdwIs©O dzO € dzd J dzls O, CsdlssOtptiy RsMd S CRjo
f sfmilsOo w L dzO ¢ 2O 0o j dgnists s dz@3j HHziEHZO s @z0 A\ K ®@d J
kslsOkzdkslsts kftcOodzj dedj 201 FlOyg flp ac®ISAEite d dzlf Stcj
EHtso dzj so tstej dz € dzd § dzls d f ¢ OL fOustg job tc dg@dzH ¢ O Y §
AO2Cj dzBAEKAR | Misoaslsts j tojh jdedj O ftsistej B dlsj dzw
ZO0 BOtwS jIstsdzsc 0. § frfdsoHQ d2t Is pdfOidOfss Iste j B d Is § dzw
Mss$ O O, d Md dLBijttoaO® {§MmMicjHMmMlsoatsd Ml sl jlis
dzj esodlsy dLdmMCeoOddv, SCdlts BscOls HO BIi HOI
HO BJ HOI Mmi L dzOIsj dzded ddzd dzj i L dzOIsj dzdzd, BB J € Is

g stcj H Md3j ) H Iz dzO tc 5l HSHE] W9 OISO @R9Q0ds, ofis bs fsf j dz
HtS Cswists Mi eC kY desfylsls O tsls ftedmi hd nOtcOC I
dqLdmS o Odzd v 0, I0S [ MSs4dQp2®y j Mise tsists i i o Clzy «
nOtcOCIsjtedMisdCdlsj d Mots2Mmlse OlsO dzgO® HIEPHQIE 1 tots
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ftoed e tsH datsfls HO EkHBodzjlsotstewo O tsftejH] dzj dzd d
dL dm¢ e [©8kd ™ o

[ Ol jIlsddzc ts9 O dqdzisy @ tc§ BTG o BIsts mJ ts fr) dzts
MtczCIskztcOISO dO ftosHEZSISO, COLt Mmi oatcj d3j dzdzOls O
dzd o 5 H Y1 dzdzj alzgmieriees pradfich  (fls § dzyd Odzj dzpdfemtislh z G s (
product) , f bttOdmW stcOydd, Ctsdists Htsf i dzdzgj dedw s
B HJ [43]

lted twWOLGdzj §0Qdenlsaz®lsts dzO@ HtesHEZCIdIsj / Mmdziza
ywdasmls ks s dydviso jdzd dfleBls d g d Claads @nkjd H o d
CtcOdedyd d Hteswoweg O MmsOldMmisdyj MSts teOLtejHJd
fMtej Hdad Mlss2 detsmisd d tsilsC dztsdzj dzd v .

2.1.3.¢0 dzO dzd L 2O Mro O OdedW IsGstolz ©Is £ty J fiff Is adisd, © O fn)
COyJ mMlse tsists

lted OdzgOdzdL O dzO tstftej HJj dzj dzdh¥y Is Gz Mils @ dzt€ O B)ls «
ftsojyibts MsOdseodh O (A0O2¢ ] dB Ok 3, s Odzts, [ )k
SBjHdY o Ol BCsds dHjWIO LO dHj dsdydssil dzO
2O ftslstcjBdatsMmisdlsy dzO0 fslsteiBdlsjdzve d fMmd Mdat
fslstcjBdlsjdy M (osHizGkOd z ifdiza@fd@sH s tcW o Odzj
ftesyd MO. vt lsO itk O skt daxfolsdjhden ¢ OishOd tintsdst® dzts fi)
tcOLBdtecOdzgj L O COyjMmlsetslsts 1 tojsHtddsiepdy i lis@ deHj @itg lsizj
DIN ISO, Ctdlkt slkdOfmvlks S(®gffssomtts ¢ daOdms o Odzqd
RLJMC o OWAffts st®] B desisd ddzd YOS o Odzgdw ), SCStdlts ¢
BsEOls HO Bi HOI twOed tc§ @ gz Getfid day d Is j dzdzd Ctsd L
(EmMlsOdztse j dzgd) t©OL § dMOded oi LdEstadgiEls d ofiglis{O drHtCE tdAsog(j
LOWoe jded EMmlsOdesoe jdad dL d ¢ iO&dsvdsls efCldsif Asdzden jB fif Isty
LOHOdd] d BBdSdetse jdzdes ftejHY 5kzOCOj disd dL d S o
qBO LOHI dydlsjdzjdz ROEOCkjte d ®syj HO fMi 1§t
fls ts O dzO .

[l sftejHjdzjddwIlsO LO COyjfmseots, MmMj dLoajYHO
BRdzts ¢ s d3j te dz0 lstisFEOs B ©Odgj] ¢ sted v , Adu BB @O dZOOL
COoyj Mise tgthls j 50, Gsyjm (i ©i )t @s,s5¢ Ols j d&zO
Uiboi telsd ¢ tsdstffistalijri@sis0d] s[ Wi sEHdEESE d ydz® ¢ dzj H e
(i3 sdaj delsd Is § md ZOBRd e Ols ) 2 jt0Oterndyj MCO

31



oLOdhBBH ] 2MIsodijls WwBB&FAVYo O Mots2fiseo OO dzO
mMdMmisj BOSOG. 10 SOy Msatslsts dzO MdMmilsj BZOISO tetsdzw

2144 9tcj d3j dzdzO®  OtcOH d ¢ d@3A@ Wdz@ dz@p, ffd©o € 1O j Mis o

JitdH] dz dzphjORE JadEB O3 L O COyd Mlseoslsts j  tsmdat
Ml otcj d3j dzedzOIs O P tc EHATEjdfds © SIS 15, M stej H CwWists
sftcj H] &Y s ftslstciBdlsj dzZvls, HBCOIB L OHOYOIO ¢
Emdzse dwIs O, YytejL Cdlsts HO BI HOIs kZHBodzjlse stc]
LO €Oy mMsoso. vJLOO MMy fsHCtejfw sls toj HJA
Al dzh detso (ftslstejBdlsj dzi€ 5) CoOoyjmsats d Asi Istej
s.RMJCOp®ONEsUp @ Azl S s ¢ AjtdjlHejidj, dets tsls f slstej B d
ALOMBj Mise ON 5 & Gainjdifdsadisvols O, Mi LHOo Oded tsls (tets
fsMmisdc Odzj dzO[4F]) M d dzmC sIs s

1 OL OtedzOIsO CsdS e dzydw jJ dzOezisy gz dagiz@Ils@
f OcOHdGEBO dzO ,COuUQtseolgtsol tcod s W sttdlzdzOlsO
dzO0 f slistcj EuptrgedzB8adisfaction) Ci 3 WttdzdzOlsO Al tejHJL
ol Ladh jdad J dzO f GustergeB Pllightzwido sIKCS ¢ d3 CD.
[ sHdWJCOyYydwilsO dO W stcdilz zOBSE | dBD j ¢ AfugjfrhldsoHts ISt di
Hiczd BjAstsEW ddz dz0 C Oy Mlseatslsts L O §tslstej B dlsj dzg
SOdetso WAt v dz0 Hftedodzj SO MdsBE. SOy Mise 50

Il v istedwlsO d&O ftededzj € Olsj dzdztsIs e j H Q iziv ) Idsota],
i MisOo dzw 9o ©ON d G tetsW d dzg O WA®9 € O QP Wiy isdsts j IsMise ON s
ALOHI dydlsj dzdzd Isj 0 ~nOtcOCIsjtedmisd ¢ d &zZzO0 fJtesHEC
f stcOH(d Ctsjlsts dad ftcj HiNlsOo dzv 9 Ols  rRYJddapigtsofidsdstO
(tyo¢ 9 &Edasy j Mise ts, i slse jIlsMmilse Oh s dzO Isj mded yd m
~nOtcOCIsjtedmisd¢ d dz0O ftesHEZSYydqvwilsO (dWJClsdoac
VHBo dzj so st dztsfisils O dzO fslstej BdIsj dzw ZzOttOMmlis o
f OtcOd3] stcd Is § dzO COyd Mlso slsts dkCaidroodz jtdals | dzdgto !
(dzj sYy0O9 & @z Mise ts, i slso jlsMlso O 5 2@ AdL dzj dzOH
2O ftosHEZSydwisO, ftwjHdLoadSCeoOMts ol Ladhjdedy,
O flsteiBdlsjdzw M s dvis f otcjodiIsts, oW d
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AEe® 1 esWddz &0 COoyj Mise skl O ssApsd, Is jRizdldsty Y
s zL ' d3d dzhttp:fwwyv.inventech.ru/pub/methods/metod-0022/

ASEREEZOO d&O SOoyjhmkeslks ¢t fjHMsOaw G
ol Lftedwisdjlsts dz0 fsltcjBdlsjdv Cidk ddgixcdse dls
s fydzts o Ols Az YA HIIBSERYEQUALD .

2.1.5. A 000 O SOyjMmMeatslss d OdOItsBBdw dzO

10 i tcopde dfOdisH A O2 Gjj dmBO HaPhpdSHIjdezkOIs O ¢t OL - SH
COyjmMsotslsse, M HoaO fOtOdjlsi tO: wWOLABH L O ¢
fstcOHd dzi Ml slseojlsMmMlseady M (olstejBdesMmisdlsy dzO
shdso sf sd&zZOcOh O L O wOLoadlsdjlsts dzO oThdfaessMO L O
of quality). foO0Odzdstsdzse W IsO OSCMdsdBOIsd ydes fMj ftcd
COyjmMsoslsts dzgj 4 Msts2desMislsO dzO Ml L HO9 Odzj dzO
Yyd dzOls@j MiOL H @O0 ROy Miso j dz f SAMBL IS dzd Ekfdzizc OC

Aj dzOls©O dzO0 € @y J Mfldsote=stizfic © s o Mdyséd ©WOLAatsH]
HOHJj d&z0 tstecOdzdL Oydw, dzd 2 dzd Is § ftesHEZSIsd d dzd
EmMisOdetse j dedIlsj MlsOdzH Olstced L O ¢COyj Mlsots. [ BN dIs
COyj mMsoaslss dzO HOHjdz fsHESCIK M WsttdddteOls tsis
tcOLHRds (Ml MisOoa dzvw 9 Ol tsIs 5 HB 10% tls Bh dlsj tof
(fMmi MlsOo dzw 9 Ols tsls 20 HES 25% s sBh dlsj tcOL
(f)i MsOo v 9 Ols tsls 65 HE 7[B7% .5l st fdsg Qe st
fted HMis OB Hzy ¢ PQT (poor- quality cost).

lLOadMmMddismMis Bl ksoaO® dzO ¢C0OCIi 8 jlsOf wls ftot
stcd ©dHO t©WOLAaBH dd&OIl tOL ddyjd slsdshdls,j dj
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fsmisdcOd dO SCOyjmlsots. i wOMNEGH ddsj dz@PO dzteB® B
fesdLotsHMise j ddw ey  f, © f dzOftejHo Odzj
fesHEZSC KO/ EMkzec OO, dOedibadls] GohePmEdged d
o] MzisAdted dzydf dz0 [B9k dzd ¥ s @0

leddzydfils &0 WkddwksO dLEOLWo O dzddzj 2 dzOls @
yj &0 dz0wOMmlse Odzj st 20 dL dMSoOdedwsO dz0 § slstej
f oS H BSHd/ ¢ Ol O, dz0Oflso O kWD dzEBPCyj 8P HOB)BJ

JarpateL
S derTe
(B MEHERHOM
ELIpSEEHHH)

|
cebecToMMoC
I l‘ T

HH KOEI ONTHMYNEHOE pmcoﬂ:oa
Q @ q Q' Q

Fauecteo npogyrumnn

AEte® 1 OodMmdBsils &jyHE MjBjMists2dshmislso d vyjdz
20 dzjetsodlsj € Ouj Mmlsoe,  dath ts ey © & i fag d ils. drE .d

[ ddzj 2 d20ls©O L O dMmd Btsls o4 % H 2 €@ dlso fipS of dyLj t
o Itedlsj WOCItstt®, twjhOoOhd LO EMmMfjr dz©® tstcd Oc
COyd Mboslsts g0 ftosHEZSISO/ EMdzE e OO, f§todj dgdzd e O
Md oLOddtsHj2Mlse Ols yYtejL ZzO0Isd M ¢, ftoslstso tsH j 2
fSHtSBWGW 9 Odzd sts H®O dzjH didzd Y © MdZJ IsC O d&O Htekzedw
Astodi ¢i dzded ¢ dz@43]dzOIsd M OO

[lsdetsh jded j Ists ACOuyjdajsotg d tc Qg O e y szGad
odMtsCsts COyYjMsots &OBOEYO O tOLESBSHILE] L O t
RLd3j Miso Odzj sts dz@ yj dzsi 60 dz0 ¢ sip@lsedsizxds s § izO ¢
ftosdL otsHMIse j dad W ftetsyg Mm, md dLiOLWwWOe O f [ko
cOLAatH d dz2OBOd&zY 9 Odzj dzO ©WOL~BHddIsy L O fte]-
ZOBOdLY o Odzj d&2O@ BBhdlsj ©OLABH LO COyjMmkets.

2.2. sOyjMmseats dzO B HJYddzmMSC OO Hj 2 detsfyls

[YjdC OO &0 ¢ OoyQ Medslsip] Istcfydeveo O 0 dz20 S
HJWdddydw, LO IssoaO® COCoats BLABOYOs O COYJ Mise s

SO
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HO M ByYyjdweO. uwufttejH [t5dOBjHJOd ACOyJ Misat
NdZOjJd3 HO BIi HY, ol ftjtd yYyd bso0O tBd¢ dtse j dzts
ydddglsd d yjdzd d&O LHKLO9 d&Z2ZOO MmMdMmlsj B3O d d&O
[126]

2.2.1. [HtjH]d ddg® &PHE OPAdEMNEOBO Hj 2 dtshls/ L

) tejydzd €0 dz20 [ ot j2MCOO tBMjtco Olssted W
i tsdzd Is qfuppean Observatory on Health Systems and Policies, f SH
COyjMmMots dzg0@ BIHJYddzMEC OO cStedy O Mj t©WOLBJKLO
EmMdzzed LO ddzndedHdlsy d §flkzdzOyddlsy dzOttOMmlise
tciLEdzlsOlIs d M M HI 6y Ol o dOMsswAglsi §tsW j M

Lee d Jones Hj W ddzdteOls COyd MEbsHIsSEZ MsO@IsAs o jiged Olste
gqdzd Meot2fMmMlse O d&O ftesyj MO dO ctedy OO d HEkzcd
stsL d { tctsDppaipdiéanyAs.,) [125].

J LHIGOo j S OL 9 0Odzj ss COyd Mlsoatslsts Mmj Yty HJ C
Hj2dtsfisdlsj ded ftoj MisOdedets M L HOo @IF) 2SIt | ded 5.
ftoj € MotOGR Slsdets otcj dzi, ©Oo Oted off, Bdrd f fip Qztsdz@ o Ojdag fr
dL § ) dzdzj Cegfte bty L O dLyjCo0Odzj, ctejhcCO ftod dL M
ftesyd MO dzO HEBMisOo CAO. dgOOL dzff 9 OwMBIso GHoa O o dHO
s nded ud MEts COYJ Misots SOy dlzfls g B dzd widfikCdzd W d M€
Mi LHOO O s LHBOsdzdIsy My jydodzdmisd, SCdlsts yYts,
6 Mztemdlsy, tftjrnjd'ls fosyjHlztedls) (5 d&jHdyc
HJOGdtsMmisd ¢ Ols O, dL mMdzj Ho Odzd Vv Is O, dzd g ded j sts
COyJ Msddks yo © MmMtsyd Odzdzd Is j Ofmf jSIsd COIts 9 dzd d3t
f Oydd dals O, COCIsts d odzdwdedjlsts dzO@ daw S5 j toG ts5¢
swdztslsts fted ftesyjrnizted, [BBlej &3f dzO dday j Suyddisy)

¢ a3 ted ¢ OdzME SO d3j Hdyddein ¢ O PHbjshyddny d¥ O (HfflHg s
B HdYyddzmMSCIsO sdish COlsts AMmi 9aCkyf detsls ls I fdzs
ftodL dzZOydlsj Mots2Mlsea OO (nOLOCIsjtedmMisdsSdlsy, ]
COlts MfjydWdyjdz adn Bipdzzec O ddzd Hj 2 detsfls o

10ydsdzOdzdzd v Is O BS s 9 H BEAPlEEIZRANRA § sSdish o
sftcdHjdzvw COyj Mlseotslss dzO B Bdzdzd YydzOIs©O© ¢ sdi3sh €O
Ctedlsjtedd, rOtOCIjtedLdqteOhd fftcoj HiSMIsOo j dedIsj L+
dOMmMtsyjded €1 5 HshilsadBPEH ts dazdd oadD2dzO L HtcOo jIsts
Md &3 2 Mlse siIsts d HfHstsdzs MBIs O sEB8OL j dzd fn HisIS
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B HdYddzlMW S OISO dZOEZCO d (Ol lkdettd tindEdic®Ils @
i slso jlsmodi M dOdBuddls] tjMmiztefdo

MOtcOCIsjtedMmisd s OlsO &z COoOyjMmketsists dz0 L HtC
ofmf J CIsdlsy dzO COyd Mo siIsts, Ytdsj, L JWs(d@'CIdplsvaissEr |
dJWdCIlsde detsfls, f otsH z$ Isd apdatsififlso Ods dzisfyis tstPIOdgE@Ats'i Is H ts
Misj fjdzlsO dzO M slse jlsmlseady dzO LHKGOO dzZOISO HJ 2
My teWw di3ts L HicOod dzd Is jr Wifj 5 dstef jo sdataipldO.C Isd yd MEdwils it
sls fted dzOc Odey dzO B dWyd dzeneQ Oldzizf dztizdg dztso d W d dzq
HisMisd ¢ Odzj dzO f smMisOo j d&zOIs O yd dz. { Wd<S Omls dzts
Cif J ted d3d dzls O dzdzd tc tizHESle ovdzg Mis O SIs dztsh j dzd J d3d >
OCIsdud MSdwils tojL zdzlsOlg L ff Offls =528 dgislig IO Pdzls ©  dzO
sfkmisd izdw stod in® $19]9 95)

1 Otz OdzdW Is dzOkzyjdz sidls ftejHf sEZOGO §OYd
EmMdzzc ® HO Mmj t©OLEdZjYHO yYyvwdhsmisds, GO0t COyjJ
clLEzdzsOlsO, O COILts tBh jMmlse jdzs B dZOEcts C Ol € O

2.2.2. 18C0OLOjdzd L O COyjMmlsets dzO ftosHEZC Is

1 slstejBdlsj dzlmhC Ola @ W jtedsdatdrfiflds © | ddzvn d o dH 2 O dzdzO.
dLedtc® IsOLd MlstsC O, Cswists LIOG igvedsd §ugi dadipdsifls
JLaBYHO2Cd s MotwIlsO HtojHMSOO LO COyYJ Mo
ol L Bsydzdlsj tOLatHd fted J ¢ MY dztoiPOEsqyigOls d wyffristedis
MisOlsdmMsd®@j Hdes ftojlsj cdzj dzOls O f OL Ot dz@2z0 yJ dzd
ftesHizCIsdlsj/ EmMdzzedlsy o ddOcd ] Affftisdsacgzd Gy Ozing
Mists? desMmis o .

1 sCOLOIjdzvls LO COyjmMsoatslsts dzO@ ftesHEZCISO/ M
(rOttOCIsjtcdMmisds O) da®dz$ fsH dAigo s gt o Odgv € C B Is s fn
COyjMotslss dzO0 ItsLd s{OcPBI I EHEZEGO. C Oy Miso &
shdzso OISO dzO0 f§tslstejBdlsj dzZlmSCdlilsy yd dedetsmisd d Wtsted
® LOadMmMddismls tsls COyjMmsoawslsts. J1i L thdses O dzO E
COYgosls ts) Mdi WtedddtcOIls oMmdus¢d HEYIi dzded Isj dzdzd
Ml Mo O dz0 Y btejBdlsj &ZMSC dIsj yJ dzdetsfmisd .

dlstsf Odzm < d Is § stec OdzdL Oyd g dL §f sdzL 9 Ols Istc d
dL d3j tco Odzj &z COyd mMlsotslsts dO JtesHEZSISO/ 2Mdzza
ddzlsj ¢ tc@adzgaled ydfdyClsOL Ols j dz dz0 & @upjOfldsej tislsfts d e © ¢
mMots2Mmlseats. wvi 2 COIts CoOdkdd3j stedwIs©O sftej HJ dzv

s Q—.

un
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O CObts tslsdesmdlsj dzdets, Ists L dzOyjdedj Ists dzO j H d dzd"
ftesHEZS ydwisOo, tslsdzj fj dzts Ci o3 BOL tsotslsts L dzO0y
sdfiflsj dzj dz fsCOLOIjdz dO COyjMmbotlsts. stshi3f dzj !
COyj Mo slsts, nOteOCIsj tod L d & aels jdeWid QAR IS fr) off ¢ fife oC
sftcjHjdv Glsdsh jddjlsts &jyHE MEzd@OtededW™w f sdzj L j
LO Mi LHO9Odzj dO HftsHEZSYdqwilsO d MEzdiOtcdzdIlsy t©WOL

RhdC OsjeH j dzw HOo O o9dHO dJqdHdS OO dO ¢ 0O
fsCOLOjdzd d&O COyjMmbbeaslsts d LOR] Misdlsj dzd dzO
vl hddzmC dlsj ¢ mCDLCAyjjdiglse tlsts MO dL dfMSo Oded v s O
i slke jIsMmiseo Ols dz0 ¢ Mmi " @eBs g thls jSRAUIY jils df@e f 5C OL
2O SOy MmMoslsts MOMSEIdd dZDOtB@HIG jdicdf tetsH 2C Is, ¢t
Ehmzseo dwilsO L O ftsMmisdcOdzy dzO i M ddzmM S tslss € OyYd Ml
MO yofls s Ml "ddhtds] §soL Q] dddhntdbg isqBe|
ZOBJteOls dLteOL P7].MisOdzH Otelsd Is j

IsCOL Olsj dzd Is § 9 &®jiHIdYddzmMC OO  sdiish Bsc Ols
OdzOdzs G d Yydets dzO@ ddzlsj ctcOdzdzd sy § € Olsj dzqd .

s = E&EKmM1¥YIE +YM + z@1 E+ Zré

1dotslss d&O COyjmMoasslss d&O BIiHdyddzns OlsO +
ZOdzd udj Ists d dzd tsAs@s Qrflsle jqtg dsfitsls EOf Is j / f Ote OBy Isted Is §
2O ftesyi MO LO dLol toh o Odzi (HzO riZg AAPs o )Xz OISO

1 0F cOL ftesMmistceOdzj dzOIsO € &ZzOMdW dS Oydw &0 Ctdls
f sish , ¢Gd tOLHJ dzw &ZzO yjbdted ctkzfd.i wftt]
Ctdzdyd Mise jded d COydMmise jded; M sS&HH dzdapdusiazd d
g dzd ydilsded. wffisstejH ot L COISO dui dagmn Il jtHig ddag hdzC
Mistclz € Is Iz tc dzd ftctsyj Mz Odzdzd d tcjLEzdzsOIsd o dzd .
dL d3j tco Odzj ZzO f§tsdzjL desfisls © Tdz9i Pl dafmg{Cydd defn§ is @ tdf e
ftowlCts ftsdzjL dsmMislsO) d LORIMIsdlsj dzdzd (dL d&3j tco O
dimsddht skt C0O0yj Mse ts) .

2.2.3.s5&0Mduyud MSd ddzHndC Olssteldts df tdgi fSste K HOMz]
VHA? fVoluntary Hospitals of Americad § sHB St Is dzO ddzH S Olststed s

*VHA (Voluntary Hospitals of America) j dzOydsdzOdzdzO (s j 3 O dz0 o tsH j h d
LHtIcOo dzd Bt OdzgdL Oydd d dzj € Otsd .
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COyj Msoslsts IstcwB9o O HO Mi HdeEPyP) dz@O He BOf ¢t
ssysd d20 ddzH S Oltstedlsi M f{eOdsiGzlsdfdgi H @ daOdzio
ofmMdys¢d Ot jSCisd IL Q@ HdeOBjjtdsaf@Pdzjo.Odzj Ists M f toed dzOc
sdf © ddzHdS¢ Olststed L O sYij &80 Mdap] ME @y Jdndse fsCsAsls ts
tcl CtsosHdzd tORS d.
s ZOMmdud MSdilsi dndH dHCo@ds tsatedfH ©: ddzH d S Olststed sl
(so i teH d Odsderelf{9d dzH d ¢ Olststed tsls  defjlstid drddzn)difsQ@lls tstald)
ytejL ddzHdSC Oltstedlsjlsdofls Idnjjn dagfoyjj dg€af© dL o teh o
dzi Lo tch 9o OdzgjIsts d2O HOHJ O HJj2dshmis (] - dsdsc
ddzls j tco j daydd, ddzy i Sydd, bteOdhtf sttls) s Mmlist O da
bdtegiL ddHdCOlsedls] lsdhidtsykdfau® mAdis]§jd
M shopdts®@B dL i dzded s j dzd Is j 2O BIHJyddemc O §t
BiHdyYyddemMSd EfmMdzzed, CObt ftmMdjHddls] IkttvwBo O
ZOuddz Hts §slstejBdlkjdy. [jSdlkj ddHdSOtstd
fslstcijBdlsj dzdlsjy (ltsydesmls, dtBjL dshls, Glcto st
si dpl CaasHs] t®FES dsls dzOmw Is: stcdOHO Ctedlsj tod
COyd mMotslsts d stsdif O dzO ¢ dzd dzd ydzOIs © Mists2 dztsMis .
Ismtcj HiNkEd BB SHABZOISO ©LOREC O cutLPQi Bis & tolsfts | & C
Bisdzdzed yoOls©O fmj ByjdweO yYtejL Isted Stedlsjtedw: tojL
o dztsy § dad Is § tc j )z tisfipds to § detdApistdso@izj dz0  Oyd j dzls ©. 1t
JHdstesHdd fOydidelsd d ftescteORBd, SCStdlsts MO JL
lted dLf sdzicd Otkp seg@OIsO ttcOBRC O cuvicPOBYP] LLPIs] @
COyYJ Mismpislsgf 30 ftej HodH, Yd yYJ 20O dzO COyd Misat
tcOL ntsHd, dz0f@x0jodeRzdtstdsdsOdad L Oydw, dzgj 2dedlsj 1§ tetsH
slsctso OteWls dzO EkfMmlsOdesoe j dzd s MlsOdzH Otelsd L O €
smMdekztcweo Odzj O COyjMmotslss dzZO HOHjdz ftesHEC IS/
cOLatsH: fHtojoOdzlsdodzd ttOLAtsH, ©WOOESH L O f{f
sOkts dqdzlsjctcOdzjdz fsSHatSH L O ByjdtoO doO ¢ oyl
TOM &Bsyj HO BiHJj dLiBdZLIORO H@Rtcfigdkd Of ® G je
tojLizdzsOd (1. 1ttedmtse, 1990) [17].
tl CcotsHd@ZOO twO®RBE O Al OW Y ddg0 IgCR dzff © @ Ty IsCo tisw
dqdzs j ctcdtcO® IspC dH@IstddBdglsd, Csdlsts M SCSodmbtck
fOwyddzO. RLEBjoO dzdo OO d&zO0 bkfMmjhOddvkO d sy
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i BfttjHjdvls ftesedodlsy o COyjfmseaslss d ol L
I SHAtBHWYWHhO | L O Btodzded ydzOls© d dL o) dzB tsdzded ydzOls C

{1l CcotsH OO ®BEBBY O O ¢ dzd dedd YO s1© Arptifts2a;
Cswlsts BjHdd" 90O MtejHMIsa OO dz20 d&jHJdyddzmMs OO
EftcOQodzjdedj. [Jyjda"oaO Hts C0OCo0O Misjfjdz dzOMmlsi
fd HI dXd dO fteddsyjddlsj §dadddided d §OttO¢ ddd

vujndzdC OO As sdi3f Of dzO C dzd dzd ydzO s © flsts?
sjrddyj Mitslsts COyYj Mo ts. O 0O 9 L BsydesMmls L O
d swodeslsts dL EZyOe Odzj . Il dzdL s J Hts Ctsdzyd f yo
ftod dztsy d d3@3j ds SHtgESEBRMQUAL d  d3ts HGapzO

I Mmd Ml zO dz@ j f waPdz§ dsHaQMf y pddsf @O dzd § L Ofdziz o
Ctedlsj teddlsy LO dL &kj tco Odaj 2O COyjMmkse st 9
B dedHY B dzls [ 6], yddlsts Clfots tsyfj ddstsifn Isiyigd 1sG ts tdnjddin Is §
witsdzmCslsts d Od3d ted & OdzfirSsdsdad W 58" j B S Miso 5, ¢
Stedj desdteOdets ¢ &8 figpigpsmBdHdi i My ol §f zO" O
sO2ntljtey stedjdsoOoydwy o ik fsyjmMO odmhdwils
ddzse Oyddilsy d desedlsy dHJd, My ®BCOLO®O BJL H
sBh jMise ts, sted j dzgsdtcOdes €1 &3 toj L ZdzsOsO. [ J dad
toj L zdzf@Als s j dz HO fsMis@eaw yjdzd d HO &dMmdzd f
Bslsdeo OydwisO d ftojetezfdqtcOdzj ss dzO toj Mztemdls] .
slsetsoOteWls HOo O oadHO Ctodlsj tod d-SLte sty UgidddS d Sda@| I1sSj (
2O ftosyj-H@&)]Isd teidd (Stedlsjtedd dzO tojL zdzlsOls Q)

1 - Ctedlsjteddlsy o Cdzt yo Ols fBHHEII 3¢ O, f stsh te
mi o) teh j dzOMmise Odzj . [yjdwoeOl EMddzdwlsO dO ="t
fsojHjddjIsts. ] Ctol ¢l f € jod If jstedSddxyjj Mes® dgt yo Ols
tejhjded ftetsBdzj 83d d Hj2fMlseadw, otH PUafj OsdEBfl o
t-Stedlsjteddlsjy My ®ldomMvis H § Ottdlj, oi f dzOIsj dz
-Ctedlsjteddlsy timdekztweo Ols HI dzesMtes Yuz@ls jftg dedylyf ij €
diols v d CtwOl umigtsuy da CHoladssjlesd dils-§ d
Ctedisjteddlsy dL &Bj eg®OE] Gisd | &dzd ¢ STQAM § yEClOBE ]
-Ctedlsjteddlsy lstcOL Yo Ol IstsisOexfilsjidsdsdols j Istisls tgOL W o
tojLEzdzOIO. uvtsoaO® ¢d fteOoad jRMzOCots 9Oy ded o dzj

j "isdheO bfwOodj NSO Codyjfydw LO fsfmisjqjd
ki 5 COyjmsoatshts MO Jdhistekzdj dls &0 e OddL Oyd
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3. [evfIRrR 106 soyrueuvl [u]

3.1. stdyifydwlsO LO ItslsOdzdets € OyJ Mise ts

10 fitead (ils Isj i ud fipls sAusds IsjO dmtafsdz L f sdzL 9 O
2O PtodzOdzgH A @20C J dzRe@EOIS O [ j Y HEzZ dzOtetsH dzgO s tsdgW j te g
2O C(dstttsdzd dO COoyjMmsotlts o uvtsCdts fftejL 19689
Ooltste dzO Stdyjfydwhko L O IstslsOCEass €®iud: Miste ddzts |
dgzO0 s Otstelz RN dEC 0o O.

ANO2¢ jdzBOLdZ d RNJC OO ftoj HEZOGCOI ftoslsdo s
AO2¢c j dzBlOlzAE | WEdC ydsdzOdzj dg, l OCyjdzs 9l terk
M i ydodzdz0 W kzdzS ydvw, sfmi h jsoweo Oh s IsslsOdzj dz ¢
Codelstesdz dzO S OyYj R g6 BOBPHPISED OIS sy W dztsisded v € sd
¢ Oy J fmistotd [juality ontrold- € s dzlstesdz, S B2Iss BR 9 O O yw dzO
- fcompany i wide quality controlo , Is. § . 9 C¥ Yo Odzj O o fMmd-
BBy dzdHY B dzlsO Hts tOBBIsdzdydlsy 9[114], € RIE tsttsdz@f , dzOy 4
ACtdzslictsdzd kislsOdzdzslsts COyYyjMmlsots LOYsSY®® d L O:
[ d Bz 988c¢. ) LOMBSOOO HB IsjLOBO dzO RhJEC OO0 O,

{15 G dzj H dzO ISt Wpj §f PV IsO L O  Istsls Odzdzts SNORT}
E{ftcOQodzj demfC d OMY jCls COyYJ Mlseatslsts jdzOf taly mHdfjyd] daig®
mMdMmMlsj BOBO®YjMseats dzO@ o"sHO (oeMmMduyusSd odHBoj toj
(btcOdhW stedRzZOYdwIsO do tj Mktemdlsy o tjL kzdlsOls) ,
sOyjfMmMotslsts LOMWGEO ofmdySd Jjdzjdsj desd dz@ Lk tcO
Wsteddz dzd s Odzed Isj  yd dzd, COyd Miste ®o dop@zM © & § dpQ dzjj Isiks
COyj mMots dzO wtecOddL OYydwilsO s dL i dzdgj dzd J Is s,
2O Byj kL OsPnss, M7, 1995),

sOlts fedyddzO L O o9oi LdzdSo0Odzgy dz2O stsdzyd f ydw
fsmMsupd fff €1 s @ixHE Hojlsj yjJ dztp joialy fp§jCdedoey dif
Crhrlzd3O0OdzdzOIs © e, dJumyjayls j dgr COtEW a O Mmj o Gtoj-tSH
fsHatH o MisteOlsj ¢ d usidfpSdad.uJ M WY yfpwah d dzd dzO 1
9jS) EMdodwiso dO &jddHy K ds0 Mo dontyj dzd
slsdzsdets ftod dztsy j @O HQ ©l©p Bied D@zj L GO RGBEE®S 5 ¢
(70-sj ctsHdded dzO mm 9 j¢C) HtsMmlsOow o yjdasi @ Yt
Y4 dedets s d d Eyofmisdj 9 ftesdL o tsHMmIse j dad W i tc
cMCi MoOdzgj e ol o oiLcdzjHdls] o kftcOodzj dedjlsts |
COygoasis ts. 1 sfmdzj Hdzd Is § tcOLtcj h Oo Ols Istcd f totsB
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Mdzed y O Odzy O tPORPEEFISHSEPE] 2O Mists?2 desls dzO
ftosHizCls), EZHBodzjlsosttWeo Odzgy dzO ftslstejBdlsg dzw d
Yytej L Eyomisdj dz0 oi 8 WkdzCyddlsjy dzO0 tstceOdzgdL Oy(

3.1.1. sticectsa] §hteO®DydimkpdlsSOoOdii ¢ dzO0 s stdzyd
vUtslsOdzdes € OyJd Mlso ts

sOtstelz RMNJEC OO (190R)) cfYf@d§te | BOZCO ctobkzff O,
dLol tch o0 Hj2desisd 5 EZfteOQodzjdedj dzO COyj Mise
ZyomisdJ, 9 twORSdlsy dO [uQiplsidS . Mmi gz §iOd0s Ist] te
dzi ftoj $ MdzOIs 5, COlss YOMmls 5IsQCK ts dzls tistedz@ dzdzO O § P
B esftcdwisdw L O mMOokskzmi i teh j dzMmlilseo Odzj d oL
ZftcOodzjdzgdj o GtsHtsBtej dzdy dzO wWOBBIsdzdw EZyommlsi
LO EkftOo dzj dzd js ls.dzOt QO Wpdecplsy HJWddzedydd tOL ¢ dz
fs COyjfMmMboslsts COIt tttcOddL Oydsddd W stdio,
ddzistclz d3j dzls dzO@ tStec Odzd L O YWtdsjdzadzO € @ 2 I4tis s f3ts dz@W dzO
smi hjMlsoweo O dzO i jtcOIlsdo dzts diffdajtH. s Q dlaPy jo toj L
AtcjHEYydiOdzj Ists dz0 ctjhCdljy d ftsHBBEKGYS Odzj Ists o
fsHBBKBGWO O COYJMsaslss dzO LHEKOo detslsts tsBMdzzy 9 O«
MistcOdz0 REBIdECedd]  SHBSBW o QI BOdREOSO) o, j T
I stedfyse, 1., 1998) [15, 16].

[ BB | dats, sjteddddz Is c¢cCti ¢ 5 COyYJ Miso sk
MstczCIsEteOIsO, 1OCO d HB sy MO. st ysydlsy
ol adzj yidz © EfttOQodzjdzgdilsts yjdzdwis fj teftsdzOdz,
ofmMdysd OB tslidkdgdP.dzj sts dzOfm jls 5is O dzgAfENEECD tlzdzts
fmMdrtsdsedy MSdy OmMYf jClk dzO0 € tsdzy jAtf WdClds@, dfOKs 2
Msyd OdzdzOIs © W O MdfdsfdsdOy@e'dDdzj dz2O0 ddzH do dH Zz OdzdzOls «
tcOBlstsMf s dztsMls 2O ~F OISO fted B J HJdYo Odzj
ststej Clsdo dzO® j W j € Is OO fiyzRdzdrjssOhfd@'@z@&GO 5O d t ¢ dzc j dzd3
Cs2lts dJLEOLWO O dBOIj BOdyYyj MEOISO L O dMmd dizgsMmlis |
220 oMmjS¢d EyOmlsded¢, 9 tcJ LEzdzsOIls dzO cGclzl 59 (
stf Isd g0 dzdzs s dzG 1c2tc R=RILC Csils 8

o odzj HicW 9 Odzgj ss dz@ B ssHOOYG s 5 d ) F
stec OdzdL Oydw, MHd fdz@ tc @y IsBHJ YUidpLCOL BOOQOQ M
Yyw dzsfilsdzs sB R 9 O Odzy dzO ydzj dztse j Isj odz@ BSzta) jydEyd Is
fts g ssHdlsj d2O0 MisOldMmisdyj MSdw Ctdelstetsdz dzgO € C
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d dL OB SIso Odzj dzdddO  tasthlsidadg@” . ) tcj L ZdzlsOIs o M
S OdzdL Oydwiso | o Mmi MissWwdzd | HO OdzOdzdL O { t
syjdwvoO odzdvddjlsts dd&3 o tenk COyYd Mlsotslsts d JW
HOo O ftod HAzSY § dzd W . 1 -sfptej w®ls @ dzd dzO o M @ d W
tcOBtslsded ¢/ Mz Hisdetlz jj  jJo dzOMmw d&  tfts j HOOzts Y § ded W L
i i teh j deMiseo Odzj dzO fJtetsdL o s5H Misoe-j8dAdW ffPetsyj M,
o] OdzdL qiecOdzd d2O]. f 6 OCISdEO [ 182

tdLizdzsOIsdlsjy tsls HJj2dzsMislIsO dzO Ctel ysydlsy
Ho 8] dz n~ OO fipejjtedz d d ¢ tsdzts dzd YWiCldls  fipits Mdh 1 tdZg v so
Ml LHO9 Odzj ZOY TtpA®diadasd yj dz ¢ dzd B3OIs, MYy sMisB Mise C
i J temtsdzO dzO, O desdtsdizdud M dwils tlydlsO Jj3Jj6BH
fojHitcdwisdw, Ctsdlsts MO5KR]HgsWwd @6 z@@ 020

) CteOW -IsdpO 68t d dzd s Xoyiddslk, s SOy Mlse tsists
BdzdL &5 2 &d dzd s dz0. Isojyd b 50 MsteOdzd ¢ ted dzC
fJteMscdzOdzO L O fBSHBBW o OdzjIss dzO COuyP N tsists  dac
Ctel yBydlbsy s COyjMmseots HJj2MIsoOls o dOIsj tcd O dz
H tc Iz dsdis Odn dzd .

st ytsydlsy s COydfmlsoets MO jJHdd BIs §jilslsy J
2O stsdzyjfydwilsO ¢sO2HL j dze.

3.1.2. wgihdasmls d dL BjteddBsMmils dzO v BlsOdzdetss ts

ltcj HMISO9 OISO dzO ttec OdzdL OydwisoO COIts ey ¥ O
i HsMIsBOa yde¢ e, BdyHE Ctdlsts M B A dv d da tstc d3C
ftesyj HEZtod, COCIss LO ftesdL osHMIso SIsts, sO¢0O d
ZO ftosHEZSCIO | CodsOCli sO0Xz0 d j €igOLGEO® s f)tc § i
EHso dzj Iso stcw 9 Odzj zO0 cfftlg,jeafls | zeE§ 5 j 4 dzj o34 dz
sslsOdzdeslss CO®RgHRHbBEEBAdREMs dO ofmMdycSd WEdSydd,
HtsB Qo j ZzZOIsO MmiIsts?2 detsfls, CswWlilsts dzgd My JtesHO O (
dzd 9 ©O. JtceOdzdL Oyd (ilxigv,0o OB sdslsites d d Ljffdzj d&3j delsd dL Gt
Stec Odzd L Oy d tsdzedzO fifold dsLz@ad@O ) yp fladzis s dzPdz@nd Mis § d3C
B StCH52 Iss HO W fSHHI e O d Mj BLdEZOYO9 Ol C Ol

[ SH] d&@d sy dzgdzsMisdzOIsO MdMmlsj ©ZO dz2O0 b 6O gdzBIs s
Ud sdted yj dedetsfylsd: dzdn oG, &3 tstetefly tsgflpPs s ezj Isflso o §
Mydudvdsoyddlsie d ¢BlsHOdzj yoe Odzy s M jydwd
Ci d3 dL ¢ dzilzdeldfjtsdawj H § dzd 4§ L O Is tsIs © dzdzts COyd Mlso &
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ftejojdydwve. ol skoajlkMmioadilsts i M Mfjydi dcoyd:
d HJ2Mbbo L dzC QB O (lstciBdlsj dzv. L d&Oyos O
BiYHE HBMIOsyds d ¢ dzdj dzls. ltcdzsydaizss J o M
sfdls) . VHtsSo dzj so tstej dztsfisls O &0 ftslstejBdlsj dzdls
dzi ftoj $ MdzOISO OSCBEO&ZzdL Oydw 220 MmMfJydWdsoydd
dLifc o0 HO dzafj Mj wlsMmisi o O dO dzj Mi Blse jIlsMmise dw
RL®BJ tcd i3sMmisls O dz0 Stsls Odzdzts Is t5 CoOyd Mo s d
PHso dzj so st desisils O dz0 fslsteiBdlsj dzdlsj , dzj t tc
Msts2 dzsMmls d dBslsdo OydwilsoO dz0 § j eimsdzOdzO [ 1 3]

3.2. lwddydid d K Bwoyfodddthkpizottd® ¢ Oouj i

3.2.1. vtd Shdsedd fteddydfO dO ddksj cttdtcO
COyJ mMlse tsists

RMisd dzm ¢ ddzs j ctedtc O dzOIs O fd mis j @@lity dzO ¢
Management Systems -QMSs ) fJ thddsd OB PdzEaddzd : f @& dsdeledif ©
ol ternlz tltcjBdlsj dzv, Yty OB tefV olsOlsjO daltfds tots ® dzd Y O d
AsCbkMmils ol ternk Hisisdg @B dzv Istej M dedilsj o ol dgh ded
f slstej B dlistgHiyB toW 9 Odzj Ists dz@ th O Wysipdijs'j¢ © Btec Oded L
LO HO fSHHI tcf OO0 ded@dndsty o1 gz Peeflse sis s, h ¢t
i M jMmisewa@®lF Ho@o fteddzydy O.

vi 2 COIts dzgfj Mmi hjMmlsoekzo O dedlsts jHddz §f tcOo d dzj
20 fddydfdlsy doO COyjmbotsbsnN® fadrdstdsydddsd Mt
ftotslsd o tsif tsdztsy dzd f SHAtSHO: MlsOIsdmisduyj M< d 00
dZOyj telsOo Odzi dzO L OC dz¥ yJj ded v PBOCAH(Q dgadgidisfigizd  to J L
Cotetf stcOIsdodzO oadLdw d dLYtdzL 8 Odzgj IteddzsecdwIsO
d fsHsBtGW o Odzgy d2O C Oy Moatslsts (1 Y ztcOdg)
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GO Principles of an Integrated
Quality System

Objective <I7ntegrated quality s‘;’steQ

L L L

) Total
involvement

Customer Process

Principles .
P focus improvement

. oy
v

Leadership Customer and

Strategic planning market focus

Information and analysis  HR focus

Process management Business results

Elements

Figure5-Pr i nci pl es of an I ntegrated Quality Sy

Rdzls j ctcd tcOdzOIls © fnd Mls j &30 dzO COyj Mo sists
oLOdh@desMoe i toL Oded dqLdmMSC o Oded™w d yimbsjsmida if ss@zL © Ol
BsH j 00 yd s dzOdzdzOIs© fftescteOBO L O Ctodlsjtedd dzO ¢
dlsOdzH Otelsdlsj s MdMmisj BOKO L O kftOo dzj &P dzO ¢
ISO 9000 2000. [ sHj dzdIsi ftoj HiflsOo W ISQMSpisds z § k ¥ t6 G © O IsizC
CoOoyjmsotslsts fts dz2Oyddz0@, ¢t Cts2bts Ists Mj HtOCIsd

3.2.2. stdi@gMpydwiso A

RHJWYWISOTQMz® o dzjffted C) MdzOlsts kMl ol toh j dzMiseo O
CoOyj Mo ts dzO ftecsHEZCISO/ Mz e Ols O, dz0 tcOB tsls
Stcc Odzd L Oyd W Is Oyl N fifpts iflddgj QMO C tcdo O Isted Is § ts f) dzts
ftod deyd Ozl e e O dzOIs© MdMmlsj B3O deO C Oy Mlso slsts
ltesyjmils dO (omistswdzdzs bkl ol teh j dzMmis o Odzj md
f sfmdzi Hiso @ldjodzdEs Odzd o - el wdndedkty dzO0 ot L €O 34 -
A[MMdcelztew 9 Odzj de@uaktPap$urplece @0 d Al SHEBSBKEW 9 Odzj
C Oyd fMmis ity dmprovements (Ql) [127].

QA sHBY O d sBrtHd®BsSIs ddets dO COyj Mlse sist
ftslstejBdlsjdzdlsy LO dzdoetsists, LO HO f(tdzkzyOols k9 j
Ql - dzdotslsts dz®@ COyjMmbsotlsts Mj fsoadh OO, Cjls
tcOQodgdh jIsts dzZO cOtOdzydwiIsO d Htse j todi lsHts o jltdydic, z
o jtoj detsfyls o bkfmzsoedwlsO d HJj2desfisdlsy, Csdlsts
OfmMsydoydy fts SOouj QO Bt O t@dadO MdMmlisj dBded
fted ZOcOdzd ® Mdmlsjkdlsj LO COyjMmsets OCO, vy
Bl HOIs dL fi difdzj dzdé [ 18
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S. RPMCOHJW]ddO fsg¢lip® o @@ d2O (QRPUJ Mise:
COts OSBOO COyYjMmbbots dzO® JtosHEZSISO/ Effdzzc O O,
fslstcjBdlsj dzd Is § M ke jtj ddesmls d HO BI HOI (
o jtoj dedetsfyls d LJOHsH fiptafpds® t5,tc OH d 0 dzd dgORA: 3] dzls O
o j toj dzdetsls, EHtodzjlsotstew o Odzgj dO Y tslstejBdlsj dzw,
ftesHEZC 50O, fsdzdlsd¢ O dz0O odMmh jlsts tcl CtsotsHMIse
CLO Jjtej dzdetsislsOe md fsmisdc O Ytej L Htse jtod j
stee Odzgd L OydwisO, Ctwiss c6d ftotsdL asjioB@.ls jgavietso dy
dLicOLY9 O 9o dodzduydy dO mi hddht¢dlksy §¢0L 0] d
McOo dzv" © © ) HBCE 5o Sitdf ldtdgjtadd lojtired 15[ j4d8 | .

10 fLO0QAdBO M " jhHsoma® wipass dd .§fteddzyd
[t stedzesislsO® L O tMmdceckztew s Odzj dzO dz€ Oy J fiplsio tsls
ftosdLotsHMsots dO ftesHkSI/ EdzkEec O i i Mmi o d3i M
i o3 Me@OftcsdotsHdlsjdzv d HtsMisOe yd¢< oO.

sfstcJH U jttdWIsO dzO B L Juddedd ZzO 6 OtO
BiHdyddmMS sOMfsBEe p Odzj ss dzZO COyJ Msaslsts o d3j H
Ml Hi e j dzj Bp@lsPsHd  WstedO dO ttedcOdzdL Oyd
i tc 5y Afbonalfedian) [91].

3.3. 1BHAaBHd LO tyjdzC O dzO ¢ Oyj mMlsotslss o ¢

Il Ctdzlsj S Mis©O dzOTQM, AN Jffpgfovtdslos Mmj sy dzv 9 O
ftosdi] dedddtpftsH 2€ Is, stee Odzd L yduiejd i tsfiste deGaizd Is j
fs5COL Olsij dzdi so dzj Ise tstoj detsfyls dz0 fslstcjBdlsj dzd Isj ,
WddOdzlmtsoadls] fsCOLOIjdzd d LOHBotsdZMisats dzO { j t

3.3.1. AtCEfMm oi tchilz ftslstejBdlsj dzw

sOlts BdLdegjf Isjtedsddz ftsdewilsdjlss AuvHtodzjlsets
dBO yj sEteddzdvdz (BY L @OKtEso O §CO¢ fsHEZSISdIS
HsflsOo jdzd ©k fesdLotHdlj ddlsi §sMmejh ol ddd
fslstej BdIsj dzd Isg dz¥ (19 FdHSHE Olstste dzO & ztdz® d3 ¥ dflez to (
2O BdL dzj MOYUOIS ) ts EIOkslsE dzj H dzd sty dd Hdz@ C B1c© @@ ez 0
d (4) C&Otses | dzj Bj dzls zO B § L dpjdinffif)s tetDls j dz@ W {s fi) dz
qdzH S Olstste ® CtdSkztedteOdzjlsts BjyHE MkejSClsdlsj d

ltetsyj i ls dz0 WstedBdeOdzy GO kHitso dzj lsojsts ] datsfl
fsHyddzj dz dz0 L O dfid s misls © i Asitswe tidg dwfigdglj.da © ¢ 01
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sl stc] 6 Lee) Hsodzj Isostcj dzd jIsts tsIs HOHJ 2O Efdzk
ol Lftedwisd Ists L @ O t€ Gz dad@@mizuraman) fydls O, Ud
ol Lftedwisdjlss dz0 COyjMmbetslss M dOlsckzfo® o ftc,
Bji Y HE fslstcj BdIsj dzw d HsfisOe yd¢< O dzO z fydz
EHBo dzj Is o sftejj alaBdgjsifC 2 d [MoRaudall €e@ekque) H sflsd ¢ Ols
HS dLeBHO, Yi SOyd Mo glistw sdpQ dassifpdrilsdO0 4s@ dz Mizzts ¢
tcOL dzdyded Ssdzyjitfydd, BiyHE SCsdlsts Mi hjMmlsoakze O
CObts COyYjMsoaslsts dzO kEMdzEc OO W sttdddtc® yYko filse

wl Hi oY Odzd j s  dz0 A 90 sLdffrjafcfytddirisils OL ©  § O Mis o ts dz
EHso dzj s stej detsfls Bl Mz ®EQH ] Mg v ks@ j dg@zy p ©' t5d
Gro°nra®s )l hdshislsO 20 EMdzke OO M ¢ dzOMmdzts, ¢
Hoj GCOyjMmlse O: sjrdzdyi Méts COyjMmlsats (¢ dzs ytso C
CDoats ftdzEyOe Ol f§slstejBdilsj dzdilsj ddzd Isj n ded yj i
WEkde$ yduosdzOdzdets S Oyj Mmlsats (€ Oy jSfi@Co tsif tsls talg®d d 6 t6 ey
sz yOoe Ol Ijodduj MSdwy toj y kbezis s B ¢ hde@ts j y fzdets
ftoj HMIsOoawdzj Ists dzO EMdzzc OlsO0O) .

sOts HBE{EMCO, jyjH ifisifeeOs®0 L OH o tsdzd s j dzdz
dots, COCkts d VYji dL&jtcoOdzjlsts dz® W kzdzS yd tsdzO
mMkze j CIsdo dzts, | 6! sdatetsts odzzh 09 O dHjwWIsO, YJ
WEdeS ydtsdzOdzdetssts S Oy Milsea s g Oyodzets f el j 5P -~ &Pis jst
( Adc[151]7)

Expected . . . Perceived
Perceived Service Quality

Technical

Quality
Technical Functional
Quality Quality
What? How?

ANdEte® stsdeyj fydw dz0 | to! sdetetstsfip L O i " datsflsls© dzO
Gr°nroos (1984b, p. 40)

46



{yj dz€ OIs O dz0 Ho jlIsj i MisOo dzd mJ o dzd W j
CoOzdWdydteOdzO tyj dz¢ 0 dzO ¢ Cdz¥ yso OlsOe dL etsHC
CsdzlsOCIsO BIYHE obtejBdlsjdy d BECOLO OFdw EMmd
syj 2¢O d odmMtsC OO CtdzlsOSC sdetsfls O tatg wighfisd.tc Ols
OdzOdzse d W , Ci HjIts LHtOo dzOIs © Zmdzlz ¢ © J
JqdzaW stedzZOYyqwvIsO© dz0 f OydjdzelsO© | dedmC O, Isid MO
HO fj dL d3j fiilseisde” dzsPts MiIsj f jdz ¢ d3 WS¢ yd tsdzO dzdzts
sOyJ mMsatslsts O bkEMdzEcOISO IsewB9o O HOIW S g yos O
HsMIsOo j dzO.

[ i90dei MCE d [AGHGZa®dE d Istdjb@C IsWs@S Isdkz®@
il Lftedj B3OdZOISO yj dzdesmls dO bEffdzEc OO (HEC B5dz¢
sz yj dzdv th skedes Pls J(FoProfet, Mick) , it jHjdvls Mmtsyc
WOCIsts. sOlts MisteSb YOI " dzsMisls O O kMmd
EHtso dzj so stoj dzesMisls O dgy {iftddstedjfiplsdCse jwdzWisAsO Usitdils 0 usO fry |k
O Cdzt ysoadly dqLeésHd, SOyjmkseats dzO ftsyj MO da
LO yJ dzdzsflslsO dz0 bkmdzke Ols O, Ctsdlsts My W st dzd
Myd Odzdzd d dagd SEO@Usdstiedd . [ yJ dev o Ols Mg IsjLd Isted

Berry and Brodeur (1990 ¢l.99BcGstftcjHjdvls Ar jfMmijl yj dac
C Oy Mls o Bda tsQuality( Value) Csdlsts fsodzdw e Ols ftsoj
EHtso dzj Ise stcW & Odzj dzO Befrip I2cQ BR{EE PO $igw o © dHjWIs
fsL &Z2ZOIsO ¢ Olsts Ar jmijls 5B dzOMIs d TendzdmaiasH tfo dzj Is 9 ts
satisfaction). Zeithamletal. ( 1990) ®fdme O HJIJMJIls Cdz¢ ysod &
Hiljtedzd dzOdzlsd dzO@ € Oyj flSentxs QualidgODetdrrmminitsa Ols © A
Parasur aman, Zei tfhcg mldzAgslsB efrLrdyj toj dedw o [ tSH |
AdH]j OdzdzOls © 0SERKE@YEZ ¢-O% dL d yj MS s fmi Mistswdzd 4§ , dac(
skt doydoe tsfls, zo J tojrdafizsdimisd, i ¢ s t51 O Isfigl(teindshites)dzd
o Cdzg yo O ofmMd ys B@BOIs § to d O dzdzts d smjL O &ists
ftesHEZS IO/ k& fiy@rg §ls @zt fiy(elsability) j M smtse dztsMmis s O
stccOdzdL OydwilsO HO Mih jmMsweo O ko O, SCjlt j
Is 5y dzts d o[ st & d o tfgdpbr@®iveness) j tej OCydwiso dz
stecOdzdL Oydwis O Y ow i3ts ) 4 dzO dzd Wle@ tc j difdzts Mis s ©1tc
(assurance)fnj ol Lftedj d30 Bls H sGEEGEE jJbj dk dz€Plls tsls
stsL d, Cs2lsts dL oiftedtf 0@t e Bls®,j &3 ¥ s HO B H

©

L
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cOLBtOdzd f SIstej Bdzsmisdlsy dz20 oMmji¢d JHddz ¢ s5dz€ te
HO B/ H] ftkjHBMISOs j dzO @PEHdo JHEZOZAZO bkMdzkzae O
stsdzyd f yqdqwiso L O L O d Mdfzts M la 1900 CAON jLirflstedt |
PHso dzj so st desls o, Jd3tsHnidadz® tsd@ AO@HETF HQSHaE® IS ts
(Parasuraman, Zeithaml and Berry, 198516988 &.52Ists] HifinlsOo W
MstckzSC sktcOISO dz2ZO SOyl fflefesI8 . dZz0 kMdzze Ols ©

FoTHEE T HbE I p o mE
KOMPMHHMESITHHE noTpef HOCTH OTHT

B oEoE | CHMIAEMad YOoIyDa |<7
Gap 5 *
: BoOCIpMHATAA VWCIVTE |
Mpenoc TaBISHME VO IyTH i Enclimus
L o om s e MR AN
T
'8 Gap3s ! 4
CTaHTANTH
NPEnoCTEENEHMT VoI TH
E Gap 2 H ?
S IpencTabBleHME MeHEIKEDOE
of I ne

ANJcEBE@H jGdp, RLIstsYydzdS: 1 tfi HomsH] ISy @&z@dp 0, [ ., 7

A destcOdzdgd W ls jdzj g dagls © BSHj d&zO MO tsyOC o Oc
slsdsmdls j dzdetslsts € Oyj fplpected s@icel ) dflz coO s to(d W Is d j Is t
fslstejBdlsjdzv LO COyjMmMstse slsts (pe@eivibdcgerisd)ls Oo j dzO
[ YyoC o 0dzOlIsO kfMfdzEc® |j MkBJjSCIsdo OdzOIsO ftcj HMIsOs
COyYyj Mlsotslsts dzO® EMdzEe OO, Ctsjlsts Bd Istcw B9 Odzt
dIstclz € Is z toj@eCteddzvice o € dzs yo O: ) J dABedied dervjokzize-¢ O
dzd o slsts dzO BB Mdzlzy 9 Odzj , MF SO B W § B Is is FBqdats falzwy |
serviceo - d3d dzd d30 dzdzts dzj sBrtSHJ Bsis s dzd o s dz0 ts -
sBjLijyOeOhs kZHtsodzj sotstcWw o Odzj dzO ¢ Rdm&sqQfB dIsj dzw
tolerancec Misj § j dzlsiSss W Is s fslsteiBdlsj dzd Is j o CBlstse
o 0tdOyddlsy o @ Ofutg jnHste fisls@o jdEzOIs O EfMdzEc ©. uv W fiydaC
LO Eetdvd3 idls dO f§slktejBdlsjdv Bl EMdazkzc OlsO
dzj HBo dzj seastcj detsfls ddzd o1 LadlsO ®ls tjL EzdzsOlsC
ftodL d&z0OS L O kO ¢ tfdls &0 e dlsj dvis O b fiydzt
ZHtso dzj Is o t1BG). dzs s
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literz HOo OO | dzj d&3j &ZOQJ Mlsests s 5 z@O z@ M dzlz ¢ Ols ©
RBdzs ) j Mise ts ¥ I8 Is sfipls(tc O dzO f sis tetfj t8 jJHsd hdated v Is s dl
fJtemModzOdzdzd sy  slstej B dztsmisd, Csdiizdzd C Oydwiso d3d
ol Lftedwisdj z0 f sisigg ® 6| &zvO0 Ls MistcOdzO tstecc
ftcj HBEMIsOowWh O BOdEIEOISPtcj HisMIsOo | dzOf tzHdazicgl®O (W
ftcj HMisOoaw hdzteadlsy L O dqL BjtcoOdzj dzO tsistcj B dIs
dLfBsdzL 9 0dzgj dO ©OLEZJEOBO &BiyHE YOS oOddwIlsO
ol L tffsl® dzO  tslstcj safiséagtidrdgspd . Is. dz. A

Perceived
Expectations Service Experiences
Quislity

*  Market communic aiong

* Image

¢ Nford of Mouth

¢ Customer Needs

¢ Customer Learning
Qutcome/ Process!
Technical Functional
Quality: Quality:
What How

AN JBEe®Gr onr oosd Perceived, Ser sisqezdQual ity Model
http://www.degromoboy.com/cs/gronroos.htm, [137]

Jyd dz€ OO0 dzO0 Ik Htso dzj Istotsldcty jdasdndsjlsddy dOls EMmdzlz 6
SeOdzd yobo © HBs tsyJ &z OO dzO0 ¢ Ofyy tiAredfusisifgsdaE® 2 M
&ZOlstclzf Odz s dls o d&Okzyddlsy dL mdzy He Odzd W . vuise C
Bd IssHdC (.

[ibBHdC OO &0 Jdsy dnj Mudkso L O kffjihjd
ftoesyj Hztop] degC@® 20 dzdotslss dz20 EZHtso dzj Iseo st dzsMls
JsOf O: sy 2¢O &0 tBh OO EZHBo dzj so Bt dzsfls sls
PHso dzj so Bstej desisls©O 5 SISH dzdzd Is § ~nOtcOCIsj tod Ml
sW o dzOISO 9 Oy desiyls, d Byj dz¢ © dzO0O OBIstso dzgsMmIslsO L C

[ J ssH d CSERWBQUALO Rdsasuraman, Zeithaml d Berry ( 1 985¢6. ) J
ZO2dLojMmMlsdzdwils dJdemlstelzadzj dzls L O dL ) co Odey dzO W
Emdzz ¢ Ols O, ftedhzsyddy L O Btsdzdd ydzOlso MeiHO d
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http://www.degromoboy.com/cs/gronroos.htm

SERVQUAL | fttsjCldeOdd HO dL&jted MOdks WikdS yd:
WEdS ydtsdzOdzdeslss SOy mMlsets dzgj dBsyy HO BI HY f BH
ftosyjHEZzted, HtteOHd SCStjlts kjrddyjmMisksts ¢Oyj il
fteskzyeso Odedw o tjHdUO BtecOdzdL Oydd

3.3.2. ] SH 20t Cotdgifflso slsts dz0 ftetsyd Mdlsd d
ftocj HMisOowdzj ss dzO0 ftetsyd Mdlsy

ltetsyg Mdlsj MO WEdHOKR] dZsOdzdzed B dzsCtso j dzO
HsMisdeOdzj dzO IstslsOdzdes S Oyd Msoats wls St Odzd L O
ttOLBtOdzd d M L dOBH WdehBRsOMEP S HebagirmMBIsO da
fsHisBG] dzd j Iss dzO f tetsyd MO.

gl hdzgsisls O dzO0 jff teidy | RO MW sted3dtc©® o - tsHWh d s,
dLABHOd HOWAERO € Ofslst? ROt ofMjCd fwbbyjm j
G s dzv o3, sts BOdSdIsj fmJj tcOL Gdzj yHOI COlts dstey
fesyimd. bdsylzds® BORSdls] fosyimnd MO dzomsy,
fslstej Bdlsj dzd , O tjLEzdzlsOli Is sls ywdztsflsidafw  to
ol dgh dedlsj Y tslstejBdlsj dzd . flsmisdce @dzjfisds] HaAz® , Is tsl§ C
COyd Mo 0o detsL dz@ Mbets 2 QaPez®O MY sMtcj M OIS dIsjy d dzO
dzy Hdls syYyoSoOddwlsO O oMmjiCd oi stejh jdz d ol d&

1 sH fYtHtBKGYWIOdz d2O ftesyJ MO IkewBo O HO My
BjLYtjyjdeH jdzlsdes HtsBtots tcOodedn j dz0 dL §i dzdaj daed .
2O COyjMmsosslts (stttd2C¢tse, 1998) .

AdasfsydwlsO, SCswikts | Mol oL Odz® ) dzj ftej S
Sfldetseo O9 O dzPDCAdSRZOV Is@ MYy S syhj 2Mbsadi, uyddbt
ftesHEZCIs ddizd EMdzEcO &ty j HO M tOLEdz]YHO €0
fnj i ol teh jdemlsoa © Mmlsi SO0 s lintsi #fZDO.{ tousfyij dniot
Mol L Odzgs ) dLtsdzL 9 Odzj d2O MIsOIsdMmisdud MSd Mmda
syj s O dzO cEtsdzj dizd ded s 2O Mz yo22 dedlsj d fmd
ftesyj Mdlsj d slsCttde Odzj d ¢CttededtcOdzj d dzd J dzc
f tod wd dzd . lted oMWt digdzjda® Off tsts W jsHoAstedddy@ ) J i t
HsBtots tOLBJdteOdz L O dOMstes2 COO (jls0OdztsdzdzOls O
BOEZS O HdMY jedw 2O ftetsyj MO. RMMsddzmScdwils
COoyjMmMsotskts LOftYs O Gk &sdkj dso, {§itdd nSis? st
tcOo ded " j dzO fiHsj WdjdEdls datsdzO i ddsQ deka@s Hdshy j ehdw dzO
[56].
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[ OMOSC d RIdgQH ZOc O Ho O oL OdddesH il dz®OOh fi
mi ol toh j dzfiiPBGAJREGN, Do, Check, Act) d L O MisOdEHSD@Asd L Oyd:
(Study, Do, Check, Act) . 14 4 dgjol Ld@3sydets HO Mmj OL Of syd
PDCAOSts ftesyifmils dafj J MlsOBddzdL JteOdz o toj L zdzk
SDCA.

RHJWISO dzO [ . RBO J Mol tcLoOhts Lo jdes d3j M H
@O zZLkRigtgBddz¢o d stdeyd f ydy @®H AL 1 ) dgd dzlsi Is
oCdzr Yyoa O Heoj Y tsfmdzj Hise Olsj dzdzed WAOdzIsyy § dz:" dfisls O &f dodre
SDCA d Ekfmi ol teh j dzOMiseo Odzj dzO - BRQCAEZNM gls jW iz tyd y 15 (
AulsOBddzdL teOdzj 0 Mmj L dZOYOes Ols Hj2dshisdls] f§t
sdrdzdud MSdlsd, BfJjttOydtsdzdzdlsy  ttecOdzdL Oyd tsdz
dz0 Yy d ¢ sDhea. . Wik@s yuwfgi o toh j dziflse Odzj o fnJ
MisOdzH OtelsdIlsy d i tslso POCKIso Bo z0M jy d § dzflz@tcw 9 ©
PDCA C Olsts 3j n Odzd L | o3, Cs2bts tMdektewo O dzgj ftoj ¢!
Zmi ol teh j dzOMmlis o Odzj dzO MlsOdzH Otelsd Is j . RLOI tgh
MisOdzi OtclsdL e Ols SDEHK,j L ays§j fgzOs My MlsOB JdzdL 6 O
sod yYjdzd L O fSHGBCPDRAN,] ©0C Qs uald ¥ &Ols [ 1

3.3.3. utlOdzdzets 91 9 dzd yOdzj

I1s MoatswisO Mmi hdatsls, bilsOddslsts oi o9 dzd yodzj
Cedzszte® dz20 odMmh j w©WOodzd M j , utwe jyhj dasw ldc OF @LOIS t§ tts.W s

[BjHdzW o Odzjlsts dzO dHjdlj dO [ j2ts L O Ajte
Aytseo jhCd tlsdetsh jdzedw o, dqHjdlsj dO AO2cjdzBOLZ?
COyj MsdEEE fMlsOIsdmisdyd MSdlsy ohiBjlstsHd L O € dstot
60-Isj cetHddzd dzO mnac orgidgn ¢ divts tdfdigfHtec@sH L © k1§ tc Qo dzj
sfdzso O © dzO MmdMmisd i3 Is LO EkftcOopzpilryl Oldad ¢
f dzZOW stedzO dz2O@ cftsdmMSCdwYy HSHARtSH © bkffttOso dzj dzd §
sotstcyj M s kq©djlsd § Oy fhilso ) .

l el LSOO diyHE E§tcOo dzj dzdifjtdsitsts B dg®@ L linyaf @)dizjj 163 Is
ytse jh¢dw WOSCktste 9 MBBdMI zO dz2O0 ItslsOdzdslsts &z
[ 4 d&3d dz@ThesNew Economicsd - Afplsd dzi Is dz0@ ki tcOodzj dzdj Istew
fsHZEY jd2 dO IstOdzmlisdc@O s HS OAf] biOdzmW tste
tsIsH j dzdzd v Dmrtsirng JMC eThefew Economicso ¢h. 4), [123].
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sl 2 CObtt MdMmlsj BOISO dzj sy J HO tOLBjtej 1
dLdmMSC o O  t56dzjH tslso i dz, Cts2lsts 4 d3ddze dzO0ted W
i 5L dzO dgnjirg& Pystem of Profound Knowledge) , CoWldciswigyr © O yYtej L
Ud sdted Mmool &wu Odalfsdj 2 Mlsoe O d Md JHBZO M HttkzcO
mMdMmisj BOO, L dOddY LO 90ttdOyddlsj, Isjstedw
[123].

l jiosWwilsdzO ot LSO M W HEZS doblsizves @6 BEXD dzdzs Is ts
ol adzd yoOdzj fmi M jMmsoalzeo O ols jOHMEL B q Ozl dzdo F&&O 7 @AM
BsHjdz 2O [(2BLO~O0d3 [ OmMizskz L O 2jttOrndwisO dzO
[ OMdzsz dzOH R 9] tedzW s dLo jMisdedlsy G 4ils dzde O dzO {1
sted OMYf jSCIO ROMBBEPEBTPWH{OOyYydwy (toj OdzdL d tc O dz,
fslsjdydod), Jjhmisjlsdudd wizgHdn sH Mzt d § 2280 ctf
Hiczedlsy), C¢tdikts MO. dasecdui MSd Mol oL Oded

4. JfrufrrR 176 JAr1rsd 1o sovyrwul [uf
4.1. wihdshs @20 tyj OO dd (O0yjmsessls d

fsHatsHd L O By dzf O

[ Y 2SO0 d&O ¢COyjMmsotslsts o) L i@@6YIsdOL oS0 d
LHEGOo jIss SOl Bh jMlso jdts Bd&OES, M HMss B
Hefllsd e Odzj dz20 vyjdzdls] dzO LH©Oo jsf OL d&ZOO fdMls
%O ©yj &z 00 | bkfsOdsowe Odzgjlsts dzO jWjSlsdo dasfyl
dzi 2 dzOls © Istc d j elztf GiplzO g b d yd dzm ¢ O, Msyd OdzdzO
i dzts[iyks o

[YyjdeC OO oS yoO Itedlsj OMFjCkO dz® L HC
sjodduimCd, Mmei L Odz M) dedotslsts dzO@ d3j Hdyd dems d
f sL dzOded Vv, (2) ttcOddL Oydndsj dz d (¢ toEEdsde] yd i€
fMlsekClskeO® dz® LHEOs jBSfOLOdzjlsts ©OLABH]]
fsyd Otdzd R sdzscdyj MSd, Mol toL Odz M Glsdash j dad W k
My i ydOdmisi O LdRles (1 stedfEs. 1., 1995)

[ 50208 | OB 9@ §SHOBHO &0 Byj dZ$ O &0 &j Hd
dHjdzsdyded i M M otej di3j dzdzd sy kY tOodzj dzm&d s+
CjLbdlsOldls] ©ls &GjHdyddnSoko cedy O, GyjdSo
AdLEZYyOos Odzj sts dzj O MOBIvY Hwsyjm, O kmdtsse dw
st?2 o ddzisteb B delsOted bz g D150 S 2 st | ftosH G Ik
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J LHtIcOo j s OL 8 Odzgj Ists MO tsf dMOded Mmdzj Hdzdlsj
COyYyd Msoslsts dzO LHKOo dzOSO Ekfdzkzce O: syd dz2¢ 0 1
MisOdzH Otels d ¢ dzd ded ydzd ftetsls s € tsdzd ¢ dzd dzd y dzqd
HECEZd3d dzlsd ) , OdzOdzdL dzO By sdzdf s H G dzted s 6 jSiA
Hd 2 detsfyls; B Hdyddzm < d sHdls ( OdzO dzd L dz0 d dz
By HJYyddem¢ slsts Htsmdy, . (dLeal teheoO Mmj s 171 s
O0dzS j sdtcOdzj ss (fteskzyea © EHBodzjlseotstejdzdj Ists dzO
Hiy2desis) d ddaskzdisdoded ikissHgL ( BEEEOISP] &) d,

4. 2. wlOlsdmlsd y-jffiShdizsdyilsls e Mj HJ Blsd § tesfmisd
syj SO0 dz0 S OyJj Mo slsts

I cfsdd” MbsOldmisdui MEdisdy &BIlssHd Mmj ¢ teddzC
o2 dzO, ds dMmsddmMS s tOLoadlsd] §dzzyOeOls ftojL
dzZOu sldd .6 zEZA Otls d s OtgtzdWRiMfOLEdols dzO0 zbk- Otls,
EftcOQodzj dzd j Ists dzO 9 OtedOyddlsj, lsdesmdaets tcOL Gt OC
9 Otcd OyidsfEshjOIs©, fHtdmi O dO ftsyjmMoO d MmiJjydod
LO sy MO, COCIt d L Oo dMmd dBHEsAIOO & e jzH 1Oy d
ZO0 MmMdzz yO22 dzOIs O 9 j dzd yddz6, jJ WhkdzHOd3j dzZlsOdzdzO L O
[15, 16, 17].s. Rh S 09 0O ftedj 30, yj At OLMj290dzj dd
Ar Odedzd, tted Stsdlkts dzv 3O t©OL M 29 Odzj , dzi MO d
cOLMj20900dzi OMO Otsfifdetgad 98 OtcdIsj dzdzO MIsOIlsdMmisd yd ME C
oL JjBOdZ] dO EfttOodz dzmMSEt tjhjddd. RhMhJECOODO ¢tol
MftstcJH Misjfj dzlsOo ddOtcedndzB QP iziststcd d : Jd dzj d3j dzls Oted
O9 OdzG OtcH dzd d3d IstsH (.

dlsOdmisdyj MEdlsj B IssHd Md3J defst § IsE@zL HOEEO dzd 1O
COyjMmMoatslss d 0OdzOdzd 1 tc flzO O dgGedsdyi M@ . O Mise &
MisOlsdMmisdui Ms¢d &Bjlssnd M sftejHjdv M sldsh,
fsCOLOLjdzd d2O0 COyjMmbeslsts d L O] EOddd | dzfiddO]
ftesyd Mdid ftjH]jdv slsdueddiudddgdats jinatdststed o
d tjLEzdsokdlky Is Isvwa (¢0O0yd Mo s, tc J26F tsH d t_
1 Odzd yd 4§ IsjdzgH j dzydw L O dLf sdzL 9 Odzj ZzO MisOlsc
BdLdzd MO IsOCO d o BHttOotsf OL O Odzj Ists

ltejL 1979¢. wisLil dz20 ¢ tsdzdUSE)stte dzjiuzclzd d
MiHjd Hfsmisd LO dLffsdL o Odzj dzOG dzj Hdzed d3§ IstsH
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[ JOCtORBO &O RNMJSCOo 0O, ¢dzOkzdL dO 1 Otejlts, st
[ JOcttOBO &0 tOLMj2o0dz, ulstcOdy q§B®Qdeslsts s ts
dLfsdzL 9 Odzy dzO d dzfistclz ikzEdisdgds) widd lf jo OdgIlsf HsO: s
dzdmisd, [ JOctOBO dO 1 O0Otejlsts d [ JOCtOBO dzgO RN
LO syt d OdzOdzdL . ("N Oo0Ols 80% Bl f tese dzj B

stsdzistcsdzdzd IsfHO dzd fizplgiftcz 3 dzls L © M 8 B @zs d dedets H
fsHtcj YHOdzj, M yYyjdz dqLitsdzl o 0dzgj dzO Mmi BtcOdZzOISO
(r JOctcOBO dzO 1 Otejlsts d [ JOCteOBO dzO RN JC O O) .
Codzlstcsdzdtelz y d&3dlsy  OOdRjIsted. RLY§ dzL 80Ol fd L O -
d SCStdzdyj Mlse j dzd WdSdQldBD ydzO® Istp@&BYf J tcOlskztcOIsO  dzl
COLEdZj YHO COlt RBHWELtsdz] dz dzd Mls

lteddzydyfils 80/ 20 ( ¢ z@dzaPdnd dz@ yj) Oty Big)lse o O
HdMB OdzOdzM @iy Hk Fwduddzd d MmdzjuHmbsedy, o dzs)y
fesmisdydddy. Twdudddlsj, offdsy ez ED@Isg ¢ tethddlzd "
Csdlsts ddOIls Mmi efjdd BOEt oi LHj2Msad] d HBOd
ol LHj2Mlsadj . ) LHtcOo j B OL 9 Odzj Ists, 20 sy, (
ftosyj dzgs© s oMmMdyuséd §O0ydjdasdlsy dLicOL ~8HO Ols
toj Mzt jL 1950¢. 0 itcylte@dzdtcO® IsjtstedwWIlsO dzO@
JSsdtsddimls | JdttejHts 1 Otjlsts, SOt Al tddydtf dz
200 . l 609 d dzisls oy j f SNBORZdEI® ftotsBdzj d3flsjy MO o]
fteduddzdo.

Pareto chart ; rieures

5009 o 100%

—

-
— . ;

- \Cumulatwe percentage ling

3751 75%

2507 «— 80% line 0%

1251 25%

0 ._._D_D_-_l

Category 0 1 8 3 9 & 7 245=10
complaints 497 475 8 65 45 25 19 32 =1243
Percentage of total 40% 38% 7% 5% 4% 2% 2% 2% =100%

Aok OCteORRO dzO 1 Otej Ists, L IstsydBpfress/2RADs s We s |
January, [153]

54



b dzOdzd L i Is dzO 1 Otej Ists J dzdo jtemMOdzj dz d dzfl
sftej Hj dzv dzj O ftdtsdlsjlsd d tJh O Odzj zO0 f
Il sLoasdz"9 O HO Mj w©WOd dqteOls slsHj dzdedlsy W OCIststed
slsteOL WIS d HO M tetsflayfiylszd O dz'Clds o s jsLidy sz @Go @ s s dz@d o3
(dzj Ml slse j Misadw) . tdLEzdzlsOIsdlsy Bls OdzOdzdL © dz
r JOCtlOBOISO dzO 1 P49 ss (Wde. 10)

t OLdzd y©eo Ols Mj HoOfBdEPLEEZBOBOHGE Hj 2 dtshisls
fd B Miss2dsiils d otej BEd Mpdeq s jd)L § I dzdfcfds j iz dzO
sBtstclzH 9 Odzj , d3d s§38, 182p 3@ s P)) dz2¢ © dO fFJtetsy M
sB dzOMisls O, syd elsOo O O  tod yd dzc sz i3t tc £ Hsdiad sy Inds
ctejnCd. si &3 sOLd BB&OMI Mj HftiHftd] BBOI € Bted

 OGtOdBOIS 0 dzQ dadydf U0 alzD ¢ Bapsnd)ic Odl) t6J Miztemd Is
Csdlsts tjLEzdzlsdteOls o COyd Mo slsts. ]l sL OO |
fhdzj H Mis €aiged & Effect Diagram), OO0 At Hishhor® ¢ tsfls
diagram), 1 d Oc tc OBO dzO(IskikaWeLDagr@m) d R dzf s tc z dgip@zlRd LL O
dZzod MY J cmd W Is O ad@@0ool fibrtatsalyzidy process dispersion).

 OCtcOBOISO dJqdz¢ Mistedtc©® 6 d&zOo d&zOISO  ted yd dz0 d
tcjLEdzsOl (MdBflstsd3) . RNJECOo 0O tsftejHJdzv toj L zdzls
COts mOOCIjtdMmMisds O dO € OJ un)gle tststisls j (deydfsOizsiad
ftcdydded COlss WOCIs@tgd . (14B]) o Otcd Oyd d)

High-level fishbone
for key characteristics ;/ ricures

X Equipment
Key process
- parameters
X ‘

Key product
characteristics
e

AJGkEIEO [ OGtOBO d&zO RN H.O&RE, QuflitylPogress{/ 2009
January [148].

 JOCLOBOISO dBtsyj HO BftcjHjdzd dBdscts oi L @By
d dzd f tetsB dzj O3, tf wtshy t¢ junde@s o Gridg®or@ing (séssion) . 1 tod
EmMdzzc dIs j G dzO o dzd Is § ~nOtOCIsjtedmisd ¢ d &zO ctelzt d
fsdzdlsdSd ddzd Isjrmrdetsdzsedd. [ fmdztsoidepdsjH fysiedd JdpO jC
slsCtedoOdzj sts dz20 Ctstej degdzOIsO Jtedyddz©O d HtejHtedd
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[ OCtOBOIO tsls Avdf 5[0 ©OLEdZjYHO Cdiftsdz
Ay tso jMarpowdr) , MORA d dzMachines) , MOB j tc d ®ldeErials ,Mj BtSH O
(Methods) , Kts dizls tc SMEzasurefnent) |, O fted HdOCWLORBIIE ©ls A
HisB Qo W ¢ ts difftcy dajEbkirdiment).

Il sdzls j COMIsO dzO § tsH 5B oV g O ddp O 1dadDdziC>OQ fMmiste iisds tsa
ZO 1 JOCtcORBOIs O - GEDAR " fCA&UGm abd Effect Diagram with the
Addition of Cardso .y Ofmflss® HJOGCttOBROIsO, Cvwilsts slstcOL
Csdzdyd Mlseo j des tsfdMeo ©® HOHjdz ¢ tetsB dzj &, O IsOL
dLisdZLo O Ho O tOL dzdiuyded FOCIFovls LOclfdH jd L O
AOCIsdlsy MO L dOyjdd O dvoOLO MisOdkO dO ¢t
dHdIsy L O ttsisBgddyw MdzOISO. RHJjdI] MO tsyJ dzj d
sls fcOCIsdS OSGEDA IsH dehbteclzd3j dzs L © Byj 2¢O d
f 65y J1980219].

[ ibtsH dO stdsttstipdgidcBEOEdMisd Ul MCd & Ists
LOWdSMdtcOdets s ts i MisicsM@zd jo d&O®H jfdsts yEts B3] dzls . [t
¢ tsdzls te ts dzdzd Is § COtlsd ftesmMdzj HWeoOIs ~"BHO d2O e
dqdzhistczdzj dzgls L O 9l LHj2Mbsod] d2O ftsyd MO (ytedtL
dLel dz SCtdzstctsdz d LO ftjHBlsatOIsY 9 Odzj &z s
dLdmMCoOdzedw . s b sUBESqzdzifO ftojHEzsy jdd LO i e d
1925¢@G.

Control chart structure ,; ricure2

® ® @

=o

s 2 : = — ucL
=1 Al

k== B 3c
e —— — — = — e — = — — 1o W
S 3 e € oL o
=5 ~ - z 2
@ e e L 1o

Sg, _ <« 4 B, (3
2= A

g5 ; - LeL

== —> @\. @ @

2 a
Subgroup number

VOP = woice of process LCL = lower control limit
UCL = upper control limit CL = center line

ANk [ JOCtOBRBO d2O0 CtsdlstetsdzdzO C Otels O, dLIssyded ¢ :
2009 January [156]

IMwe O Ctdstesdzdzd COtlsO My il fipls(sidd cts 1 2 )Is te C
Y J dzls tc O dzdzO Cldad @sopter Lige), f o j HMIsOQowh O Mmtej Hdeslsts L dz
FnOtcOCIsjtedMisdC OO dz2O0 CtsdzlstesdzdtcOded f OtcOd3j Isi
i tc sy JdBOdzts € 5 dzls tc URdEtsUppadCGongrol (evel) d H s dzdzs € tsdzls tot
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dzd © KCL { Lower Control Level), Cdlsts MO BGOCMd B3Odzdes H s Iz 1
ZO dL d3d dzgj dzd j Ists dzO L dzOyd ded j Iss dzO C tsdzlstetsdzd te O
L O € Oy shisldalstig)ts.dzdzd Is j ¢ to O dztf\j d Idrds) frHisdisyvidsts  de@izO y j dzd .
tesyj MO, CBjlsts Mj L dzOyYO9(BOPS Wdicts Of Rpaz)y dz0 1 tote

ltesyifmils My MyuydksoO L O C(tdsttsddtceOdz © Ho O f
Ml slseo jIsMisea Ols dzO Mtej HdzBIsts L dzOyJ ded § z0 ¢ tsdzl
ZOBJtcOls o Ctdstesdzdzdlsy cStwOdedyd, BJjL Hwkzed |
tslsfistc Odzv 9 Odzj dzO frEtdnilshj SO Is d W ded[l€lgO H dzj 3 Ols dzO
4 dzz y0O2 dzd Is § md tcOLftcjHjdzwls ) i slse jIsMmise dJ
tcOLftcjHJj.dzj daj dJ

[ jIstsH Z0 mMmdmMethHEOHRZEORBOISO j fMlsi f Odztse d H
fsmMistesj dz20 8 fsdzzyjdd L O BftejHjdjd §jtedtsH
tcOL f toj HJ dfjdzizdl tco Odz( . ltosWlils H Odzdzd , f s OH dzO dzd
(Wi Mtsls®) Mmd dLBLOLYe O [M9O7 dMiMtsyd dzOlsO dzgO ¢ tsd

[ilsBH dO [ JOCKOBO dOL EOCOA| Po@dFIsdsh j dzd J Is1
ftedyddz®@ d MmdzjuMmlsad,j. 1C0L90 ddtscets dL dzj tco O
ZO ¢ @wisids My dOBJtO® d&O JjHAEOIO Jd s, O WO¢
COYyd Mads s tcz e OO M. AJjdzlsO | ldtsh jddjlsts o
Bl Hi ftjHMisOo j[EE]. ctcOW d ydzts

[ jlssH dzO MlstcOIsdW d<¢ Oydwls t§ Adsod WinlEs@wpdovdigQ . j
2O MtlsdteOdzi dz@ H Gdfdeds,d ftetHtsjj tcd. t JL EzdzlsOIsdls
ol 8 9dH dO HJOCEKORBO dqdzd ctLOWIJECO. | Odgdzedlsj s
HiczedIlsy dJdzmistelzd3j dzlsd: Csdzlstesdzdzd dzd s d, ~dfml
HJOCKORO dO RhJCO 0O, HJIEBILEOBRBO dO wWOL Mj 29 Odzj

rtczed dL fdsddnlet©Odzy] &dsvghariiGdzj stsH L O &BsH j dzd e Od
BdL dzj i f By CHadilsgite OV € O, yddlsts HOdzded d f tetsd3j
toL f d MOTad ji,5Whyso i1 § dlsOdzj ALOh w80 Hjls filsd L O
Ctstej dzdzOIs O { to d yd d&zatter @iagfamtsEatrgrpdedi, ¢ c OW d ¢ ©, Ctwis
fcsCOLOO otci LCOBO dBBjAHE HOoj] ftosd3j dzdzd o d

4. 3. r(otwdMmisduded/ dqdzeszdilsdoded 3j IssHJ

J fimMdrtsdkzstedyj MSOO d Cdejtdsj sdyj M OO d
B Issud My wWOLBJLOIS dJqdHEZSIsdodedIlsjy d3j IstsHd L O
slsCtedo Odzj sts d MEfHls dgzBOIs PS dstdaBdijj cdzetsMisdlsy M
Mted HiNise OO dzO Q@ dzlssd w o ff Q) Y20BHd3 ® ©s )
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(MY jtelsdedlsy &ilssHd MO COyjMmisejddlsy Isjnded
d3dzj dzd § . 1 d20yj dzd j Ists dzO Isjmded S dIs g LO COyd Ml
stftej HJ dzv dzj dz0O MB 4Ok fztsd QJ M zO H OH dzO stee Od
MstcOljedyj MStslsts dd bkftcOo dzj dzd J . {8 ddzsj tcj M
9 0tedOdzsO® dzO@ COud Mo jdedlsy IkinddSd: Avjnrded¢d
Yydd&z HO GcjdzgjtedtcOdzgy dO dzsod dHJd (1] 2 dMmlsted
As tsdzi gzl isf cdzd S do M yjdz fsMmisdaedzj dz0 ¢ tsdzinj dzm
rdaWd, 1 B3ddOdzdz0 ctokzf O, s ®8Y jtcOdihd L O ¢ tsdzmj

sOlts dLAatsHdzd HOdzdzed L O desodlsj ddefistclzd3j dzls d
tcjLEdzkOIdlsj ls i s B@instpreing) YO d IQEJA]j:( o Otcd
[BLI yJdz hted3s, [ BLI ydzO L OMOHA tsd | ¢zOC @Is @GO O tc |
qLfisdzLoe® L O dHjdsdW¥dsoydw O 9l L sy dzd Is §
f sisd dzyd Odzdzd Is § ol L@y detsMisd L O fsHBBW o Odzj ¢
ftesH dzy @ol® 51 Yyomo. , ftod -P4d WGl Midgd [ sLi yd
sBMOH®ISs jHJdz HEts dg"CtsdzC s tOBBSIsded Hdzed. [ Y J
sO¢do, omMweO b SCdbkt |jJ e jlsdd dzO j H dzO
HJOGCtO®ROISO dZO RN JC O 0O, lstcOLWwWosOhd WOCIttedls,
(manpower, machine, material, metod, measurement, media. 10O O dzO
COL dZOMW dzj OdzdzdL i s j &OMBsyjdz €1 &3 @4lHsMisOlsi yd

[jlsHi s dz0 AsOuyjmkejdedlsy Cti esojo Mmj g
SlsHj dzj dzdwIsO fHted §Oydddasd m ~Rtetsdedyded d tsdz
fOydjdessd dz0 "nddBdtslsjtwcOfdw d RnjBsHJOdJL O. yYic
dzj COtedlsy d JOydJjdasdlsy L O 20 dfjtamfyjm@lsf st tssl
slsH j dzj dzd v .

] LHKO9 jsfOL9Odzjlsts [ jlstsHils Ar jdWdo mj ¢
Ctsdej demMkm o B &ZOMISISO dO0 HJOGdsMmisd ydzdls g d
BiHdyddemMS dilsjy Ekdedoe jtemdlsilsd LO §MmisdeOdzgi dzO
LO tsftcj Hj dzv dajls jdB fHtdaffistese j SIsdlsy dzO dL mdzj He O
5B &ZOMsls O 20 § Oy4 fusioiddsss .  qdA@ROC OdzO O s |
LHIGOD9 j 5 OL O Odzjlsts |j Al sdi3d zOdzdzOlsO ctelzf ©0,
tcl SCsotsHdzed jJSdfd d HftesctORRded Mtej " d dzO dzj € Otcfr
[jssHdC OO Ags g jtaghpifidad ¢ tsd LNgitisrddLrstDutz® of ts Is
Health (NIH) o ¢z M yjdz Bi L8 GjdzgjtedtcOdzy dzO o
HdOG detsMisd ydzOls©® d IsjtcOf jolsdyudzOlsO Hj2desls. s
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slsCtedlsts sBMI YyHOdZ]  HsMisdec Odzi dzO0 JlestOBPjsdam z My
LOHOYO ¢as]. 3y kted

[ tcEed d&jIssHd MO: I d Ocatfidigzdagrdsd iy taftHETdIOpARAdSO
dzO o toi Lirfedfdagionsiiip diagram) i tco s9 dH dz@reeHdididdaen)s © 3O (
[84, 206,207, 208]

4. 4. #lsOdzH OtclsdL Oydw s O COltt Bl ggd dzlmC @  «
MisOdzH Otels d , f Qo d d&zO L O HitsB tc O &3j Hdyd
Cdzd dzd yded 1 Isj € d
Il st MBREfpgHdz MlsOdzH OtelsdL Oydw Mmj ©OLBJtO
O twjhjddy LO fselsOtewhd Mmj MdskzOydd o MW ji
qd¢ sdsBd S OO, f Yyd iz Y ilsddoMziapH z d@agis D30 d
SteeOdzdL Oydv 5 MiHQYdH(@iEdea@ Ohnyf@dzH OtelsL OydwIsO ¢
RZOMsyj 20 ¢ &3 fsmMisdecOdzy dO BGflsdBzOdzdZO Misj fJ
B dZOMIs, yYttjL HTtOoddzO L O Bl tcOIlsdslsts ddi

[Bj WO MlsOdzH OtelsdL OydwilsO MO ftesyddndlIlsq dzd dzd
SlsHj dzdgd Isjrded - BOBY s OdAfls d @ StclzH o Odzj , f tcOo
WkedCydd, d&@ilstsuHd, Isjtedidded, f§dwisdw, HJ2desMmisd

dlsOdzH Otcls L OydwilsO© MiHd &ZOBddqd&z0 HOBHEISEG,
SlsteOL W o O TdOzryddeEfsyd ME Ols | fsmisdydddYy d dLdmg:
Ismtej Hiisfhls@dzn Otels L OYdwIsO Ml o toj d3lp flzcedpth Yyl j M) Y@ Iz
fsmisdy d dedw MMy ftojotcl Ol o dsted3® d Mmd L OH
fslstcjBdlsj dzdIs j , sBdzgso W 9 Ols md ftesHEZCIsdIsj
My jydodzdL oydwils 0, ZjHdOCowe Ols fmd Oy d tsd
BN HEZdREISH d dL i tsdzL 8 OdzjId6,90].dz0 toj Mztemdls j

| Oz ydasj stsH sdzse  Ydzd iz Mg @ze QtolsdL Oydwiso fpj
sls fMmdzj Hdzd IsJ d3d IstsH d: Cdzomdw ds Ooydvw, fted HY BY
fei HfsUdlsOdzdlsy ydMmdzO, §OLOR] steduded twJjHEBO J,
Octcj cdc®dA] dzj CMdzO d dL ftcj 9 Otco O O MIsOdzH Otclsd L C
dzO LHtGOO dzOIs O Emdziz ¢ O, L O MlsOdzH Otelsd L dtcOcC
ftesHEZSCIsdlj/ EmMdzEedlsj © LHK©COs s OLoOdgjlIsts, dzO
Cazomdwdsoydw d. [zidaddinpdCdemgddis §  fingd O das O @B IGY Is  H
EdzdffydteOdzj dz0 ftesyjHbted d fesHEzSCld o ftsyj M
f sish .
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tOLodlkdjlkts dO MlsOdzH OtelsdL OydwisO d MmlsOdzH Ot
1] Zzeotedw fj GMdkse0s 0O dO Bhdlj L OC tdtsdj tsd
MisOdzH OtclsdL OYydw s O. AOCIstste LddMS ffisy H OplORizEH O tz6
9l 9 Y HOdzjIsts dz2O0 L OHI dydlsj dzdetslsts L HtcOdetstsdc lzt
OCyjdzlsO dzO LHK©Oo j s OLOOdzjIsts BIs jSCMmisjdaL doj dz
sO0¢de O, shMdeckztcwe O d COyYj Mise ts. r sfted dzOmw h d Is
HisMIsd ) J ded W z0 &3 HE Y qdf dzmik tOBDIs @@L ¢ dzO0o dzd L O dzj |
sirndsdzsedd L O HJOcdsMisdeO d dj yjddj, ¢dassO
dzj sBRsHdBsMislsO sl f sfisdc Odzj zO0 fmi o d3gi Misdd
BiHIYddzmM S OlIsO® Hj2detsMls d LHtOs jiftsf OL o Odzj Ists
Hj2desfpls d Lea@®Rplst sdz@LMistcOdzed s ls [otes j2MCd

dlsOdzH Otels s dgftg dgdff tcd®B Ao detstdatf © S tsdlsts tsdct
odMmMtsts COyjMmsots dO &BJHJyddzhs Ols © dzy ji 2 detizlifls ( d
ftosWddzOSIsduyded BilssHd d bjirdsdtedd) d dastedd
CodBisj W ddzdtcOls d3d dzd &3O dzdzdw o dets OH j S o9 Olsj dz Mmi H
HOHJ dZO Hj 2 dzesfls MtelszSCsktcO® dzgj By HO fj Co
ftesdLIsdyoh d sls Isso 0O ftwwOodesd d WddzOdemtso d {

ldHtse jIsj B4 Hdyddzm € d Mls OdzH Otels fho: BB N
dzts € O dzdzd d ftwOQoaddzO L O HBBtKO &BjHJyddmSCIlsO
MlsOdzH Otelsd dLEWLOYHOIs HtsCIted dzZOIsO dzO@ slsH j dzdzO
ftoj f steil yoOded s w1 f] dd By HEZEZOHAdIs] dzOk ydzd
My dudOodzd misd

sOyjMmMsotslsts dzO© dj Hdyddaiz§ OB@S HEG R dztff fisls . Yy E'Ols
B HdYyd dzOIs© B OL qteOdzO dalence thased Mdsligcinznigw L (
ftcOoddzOIsO L O HBBKO C,dzddsyjzOH @ tcOiCHsd C ) W d dad tc C
..Ml slsdatsh jdad jIsts Bj Y HE BJOH d(yif defif€ jCdsjCdzdaEBl ¢ L dzO
Btsdzy Misded sy §tetsyj Hded lslj LOd Gnd dstisfigls f udzd d Isj 6Of
L O dzj yd deddy ity HAdg)d dzi & Ol OC O G 20 § tod dztsy § dad §
LdzOdedw d BilstsHd) .1 sdswmdelcylsh® jzsf §yOlsO d&j Y HE
ftcOCIsd¢ O, ¥ dAfCifCotd jf 5C Oy Msotslsts  GBOIlsdatso
[112].

) ftiocslsdotsojMm dzO HESBOISO dztGff O Qd dFg HO y iff Wz@ €
ftcOCIdS O, 5. dz. jBOdaf tc @G le B0l 2O dzj Hisfls O
steRBOIsdo dz0sO® EZtejHBO d | o Ottty steydrsds
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LHtOO j. RL©GOLWYOO Mj o dzj d30tcdzd o tofldgh od@fdfjfn Qlz@lzC
dzd dzlz ¥ dzd ftesyj Hzted, o tsH(J H S H IzB dzd tc O dzj dzO
Ot OMlso Odzj dz2O twOLAtsHdIs] LHtOoaded ctedyd M 1
LHtcOodzedIlsj L Qo jHJjddW.

ytoejGdzd ded ydzd Isi mfi 8 OdzgdL dtcOls MlsOdzH OtelsdIsj L C
COyd Mo silsts 22O &BIHIJYqdqdzmM< oOlsO f si3sh. t OL OB
BzdzlsdHdmMydy dzd dzOtej dz f sHAaBH, f S tdemd demizmded to
[14, 55].
1tr 2HQW ddzedtc© s} COts c¢cddzsjctedtcOdz § SHA T
COLwgd odHBej BIHdyddmscd Mfjydoddmsd f§d
sftcjHjdzijdd LHtcOoadzd ftetsBdzj Bde d C Ol ¢ ddemistek
2O COyjMmseotslsse [74].

[HdO ofMitBRrRoOISAEO HijWdddydy dO sl HI st
ZOoyd dz0 &0 thmdceclkztew o Odyjd deG sBEYdmigdHyidde] das tdsfd §  ff «
fsLotsdzvy9 O HO M SR dsdieOls IS dsd] ddWvIsO s
syjdzwoeOdzf d f BHESBtW@E O] dzDI tE®s8 @,ls Os.00Y OB ,
2008) [82].

1 tod dzy d ff dzts, s MO  f tEsiHSHS didoiCatis  SHAAY dzd y dz
o34 dzd H X o3l Cztirifd  dzd W d  dzj ¢ dzd dzd yded ¥ R4 dzd H Y B3} dzls
Cdzd dzd ydedwils tsHdls d WdJddzOdemtseo dw o3 ded H Y o3l dals .
ftcOCIsds O ¢ dzd dzd ydzd Is § tcl Csoitsmilsa @dzj dlzd Jjf totedg &
Cdzddzd ydedlsj ti CtsotsHMIsSe O d IkWodzOO Ekf slstcj BO.

sl ®BsEOls HO Bi HOL OBEQERBH Odkf t§ P ® ddx| o
chart fotgjmajtdad jlsts L O ctedyOlsO dzO HOHjdz § Oydy
ftcd HOHjded EfmMdzsedw Mmj M hjiMmMsowe O COLt { Bt
(step-wise sequence). 10 tOLdEZdCO Bls ftOCIsdydi MSdlsy ti €
Odze stgfdIsdg? Mmj tsMmi h jMmlseawe Ol ls drzdlsdHdmyd] dd
ol ok COyjMmsotlts d SsteHddZOYydWvlsO &O ctdy OO

t OL ¢ dzj )y HOdgjSlatis] dzcflaPdzd Isj i sjSd CObts, BdL dz
ftojHfsdZOcO tj ddejdaj edc ( § to] fotatydidistafnteRdilyo difj tk
BiyHE BhsftcOL sdf 0@ dlsdzOB tstcOIststed dIsj, B tsdzdac
ASCEMi s Mj dLBiMseO® 6l slsHj dkdadsi jksofd d
HodxJjdedj d sBfMmdzkzy o Odzj dzO § Odiflg EabOdzts ¢ W B Pd
ACasewiseltswists fj qLitsdzL o0 s Mslsdyd Gt
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d dzmistc z 3§t | zPtc Odzj , OdzOdzdL d Ekfmi ol teh j dzMmiso O dz
sl MMy fwjHMmMkOoavwls o ctOWduid d IkjShmissoad W
oLOdBsHj2Mlse O d Mmd BdLdzjfm Httsyd Md. gl L HO¢
dqLissydedyd dO dJdWtstedsOydw d h OB dzsded dzO H s
sBsftcOCIsdézo O dIlsj dzj COted. RHJdlsd¥dydteOls MmJ
d fMd fomMksOevwls dLiitedlsjdd. ] LHOHjddIlsj &BsHJ
Zjs hmMo2ls, ) Cs2lsts fslstcjBdlsj dzd s B G Ols  H(
LHtOo j s OL 9 Odzgj Iss dz0O odMmtsCts ded®dzed H Edzdudzgdlsy@zdd
filsj<d. 1 sfmisdec O fj ddzls j ctcOydw M Jdzj Slstots
fOydJ dzlsdlsyg , ZO HOHJjABO Mki f¢O0 s ¢ dzd dzd y dz
fOydj degsmStslsts Hsfdj M OSkEzOddL dqtO. [ jlssHils
ftejftets SlsdteOdzj dzO s, Bgatzudg® P4 glzarj d3j dzlsd  dzO

4.5. 1 jdysOes ddzc

1 jdydsoteC ddzgi Is j L bkzdzlsOls s ¢ j Misj Mise j dzOlIs
LO SCtdeSlztej degsdedw d f OL OQtedzgd™w OdOdzdL, L O ftetsc
ZO ftwjHMSOowdzi Iss d WwW{tsdhédlsd ftcOCIsd¢ (. [ o
B ssH@dg® OdzdzOIs © CtsdeS 2Ztoj dgydw, HtojdBddlsy L O €
fsHisBtoy ogPe Ml dz | toj 2 M) dz d3dzinterfatignal Behahr@akkinglz dzO
Clearinghouse, 4 ¢ 2,) S OCIsts d HddZOBdudedlIlsy (tetsdz dzed dzO

1 jdayOteSC ddzei Is | ftotsHi dzy dlsj dzj dzff tf tersty g Id , dzO
EmMdzzecd d fO0Clsded Mftw s ddHjtedlsj, {fisL o tsdzw ¢
HsBtcdIlsy HftOCIsded, Ctjlst atsHd HEts EMmlss2ydets d

RLOJMisddtednOlsdy © Hj M@dediysidd” sd j sts Au j deydzOt
scteOdzd udlsj dzdzd ( dHJ dzlsd W dez@y dfts dfdmfj) iy & [rRE.fip D te dials
217].

ltedscteOdzd ydlsj dzdzOIs O B3y b e ydnyy Mmi § smlsOeaw M
Ctozf O dJdzmistelzdzj dzlsd dz0 bk tcOQodzj ded jIsts, Mol toL Odz
@O HJj2dsmislsO, COlts MmJ f smMsye Ols dzj ctso dIsJ
ded dzlstclz d3j delsd . dePtipm @O wodlsj §j¥LBftcOs dz

oL dzseB Ozdzts S ZOMdOdzj 2@ i wodlsy il bkftwOodyj &zlSd &Bjls
2004¢. (MbwObjcdujmSt § dzOddteOdzj, bkftwOodjddj dz0@ ¢
Obfisstefd dzc, fsbtejBdlsj NSt Mjcdkj dsdeodz)) .
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2004¢. BjdydkOwCddzci s j Istejlsd §t5 dL{§dL o Odsj
GjLbdsOkdls] ls dLitd. o0djlts dd.

rdmetedyfisdo dzdlsj fH jlQ@teCylsfjdte dzO0 M dalsj deydd,
W ZsMsW dwisO dzOA I {f HayROw®:d ddgd igls j BOIsd ydzets M Oo
(Fagerberg.,J. , 200 A) j dgtzdgOtcS ddeGi Is j MmdMmilsj dsj dz § tsH A
Yted L Mt Ooldigtrdm jEO, 2002). } 6§ MC ted § I§ chaj declsizd yd d d BOIs
MfteOotsyjd d o&jlstsndyj d = Ot @bis hawd d REIOEMHolGEe &3
BJ dzyOteC ddzc s @btz figg®yifm, Mmlsi §¢d, JbOfd dd
ktewBo O HO flj MejHecOW stcirdgOls( tsteoL dd) JjSLd:
HiWdded ydjvdgyz®tcS ddzci Is L dzZOy©ea O HoJ s tstcdad
i3 HieBfflisd L dzOded 4, ud dzv C 21 ssiteigh df dajO i &f sk yd
flsOdzj h - isB ] woa steyj MEdwils B j(cdmatg® mehafirdasking, | .
ddzc j detso), M) GfwjHjdv SOkt AW¥stdo dO jfMmlsjn
Csjlts Mj dLEyOeOl oi L &y dsfisdlsj L O fi lstkH dad

I LOosdMmddsMis tsls BOL OO G (fipte O asdpjdztscp jdzd  fiis@ t
I jdeydsOtCoddedtej h j dz, CtdeS ztej dalsj dz, [4 B3ILC AT 5 dzO dzj d
227].

I LOoadMmdisfls sl skydlsod st dz® o dzdw dzd j Ik
Hi 6y Oo dz0sO tojckdOydwy, BjdyukoweSdde s Mj to
f OLOtedzts tstedj delsdteOdzed B B dsdkegjOddzd ( O g ff dzjf M dzd tstec
TsdLdsOdjd d o jtlsdSOdjd [BjHddW e Ohdwis
fbedduydd® Bj dyukOLSde j Mistejdjyil Ci & ki oi t
dzso Oydd d % ddzshe? dwisOsi del jmlgj daugeed e jJQzEd] B t
HsBtod f teOXLsdfLSIOIs j o fJtoddydfdlsjy dzO ftsHBTStE
Mz yod tBtOL jylils Mj dqLBdttO yYttjL AnttedL tsdzlsC
HOHj dats CRdztsy j flso 6, 5@ O Wz cdgO Hj 2 desflsls O
shdeseo OO dz0 yj dzstcOddL JieOdes dL OB 5ls jddg] dzste
dL B stc ZzO BtOL ydlsj sftcj H ddvstod | tizapzO tz§ dzdizc O
Ao jtolsd S Odzj dzo .

I ©OdkSdlsj dz© Wdtwdjddv d G§ksddydd™y Bjd
©OL Gdzj YHOI HEkcd Slsjtydate Cds@oq @alzls fyj dzj o . d MlsC
ststcf stcOIsdJodzgdwils B deydzOtcC d daclz ceO | 506 Od@ L Oy OL
yddzjodw BJjdaydsOteC ddze tBteOL ydlsy MO yJjdzdlsy
imsOkdmisduiMSdlsiy daHdCOltted LO tojLizdksOldl, .
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| fekedduydd¥l fmjCltstt Bj dydOwSdddi s Codfjc
f OL Ote, C Okt fdfLOILCHWEZ]S o ddtsd s def & H @ydw  &Bj
fedzdyddls] StteOddOydd. i hjhisptls®] sod IsHjodgi S idC
flsd Bz dzdtcOdz  HIi oy Oo dzgs dzO zO & O dz.

bdzOdzdL i Is L O ftHBBGW 9 Qdzj ff Hz® dzcfiy Rflissiin s ts ®c O da
sBRo OO Isted T e dfiped dzj 2O dL i dzdgj ded j Ists, |
6j Megmdee Bj yukOLsS ddzd dz®@ Hj22ddshislso. [ yj dzs
fzBdzdyddlsj sttcOddL Oydygeo dj ¢ wdPjjidid B dds d
fesL tOydts dLtsd o 0dej O fhkedkduddlsj ftejH
bPHso dzj so Stej desflsls O oz tscotate) isHo Akl jO difi te qiz@ 1§ 51 t6
sls fegdals] bidakdz@cOls fMj Iktod fSHEBHO &O MicO:
sy 26 0 &0 EkHtsodzjsotstejdzdjIsts dzO Y tsilstej Bdlsj dzw
Hj2dtsMislsO® dz0 HOHJj &0 e OddL yd(Wh d @7 tots Gedztizd v
MtcOo dz)) dzd § Mtc Oo dzj dzd | BiHE H O dzdzd Is § sls Hj?2c
dézlsdlszydd o H QHdz- dgtisdzpztzls ftc @o dajtedap jdzj dzd j dzO H
tsls Hj 2 dtsfiisls O dzO HOHJj 20 BteeOdzedL yqw fn J ¢
B4 daud3Qtefg dsted ydzts fMtc Oo dzj dzd J

sOlsts yw dzts, fsdzL OO s ftetso jYHOdz] €20 B dz
HSBies t©OL B OMdzis W tlz2OISO  §f sL Jydw, M h Odzj ss  dz
dzzy Hd, dzOMmi teyOo Odzj dz2O Jdzso Oyddlsji, t©OLoadIsd
yj dzd, kfksOdsevwe Odzgj @O toj dzdMisdyded § &zOdetse j L G

[iyHEdOEEHddYl fsjCls L0 Bsdda]yjss bjdy
WsdeH Oydw 1 Wiag e DO 8 csHddzO. AjdsO j Yt
Bsdkdzdydlsj HO BI HOl BlCttdlkd ¥ O0Ckstdlsy LO bkt
ftoj detsfpy deO@ dHj desdW dydtcOdedlsy OtcO®dzj Isted tsls
[iBHIC OO &0 fsjCk0 ©OLHjdY dJq&EO HoO Of
C gz ydzd® dLotH Sl fesyjHbktedls] d fezSlskwols
fesydmd d (2) sezopiwlg) of eddIXAsdCd. 1 ftots] Cls
stec Odzd L Oydd, HislsOoydyd Idedzd € B&6d &z dzdMs d 3 H tc dz
ljdkzedw, zojydw, RIOdzdw, MHsgRdd,w, 5 @id,z.R MY Odad W

J 1 &ze Qtedwy ddesjteifp ftojHMsOoadzwo O i tco Slsts
ftotslz Yo Odzjs OBzg digls B ¢ dzdzd yj dz B j dzyd3OteS dodzH j € Mo

4.6. wdmbjd®d LO kftwOodjddj @O COUjMmsotkt
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sdMdlsj BOIO L O Ekf tcOo dzgQlzdlity Maz&yenie®@ Gystiniso s ls s
(QMSs)d3tsy j HO BI Hj HJ WditdzgNc® da®ls C Otstistc g  ded tc O dzd H
L O E§ tcOo dzj dzd j d Csdzlstcts dz L O ftotsHI dzy dlsj
ftesHEZSIsdo detsmisls O d toj L s Q lsiziptshliplsls @ sHdgB o ts e .
VftcOQodzjdzd j sts dzg@ COyjMmsoatslsts fsLotsdzvWeo O HO MM
COyj Mede@®IstptetsHEzCIsdIlsj/ Emdzzedlsj , Yyted L EftcOo dzj
sBMdzzy 0 Odzj ss. & j tc@MSHdE S Gyrgdvelz@ wda@® € Oy Milse s,
EBjHjdetsls o tslstcjBdlsjdzdlsy d f§tlsjdydOdddlsj
ttOBtslsd o M) ke jlsmisedj M Y tafjdamjCddj dipls MRHICIsOIQ C
9001:2000).

1 Of | dedgssC 2z d3j dzls d QMO Pc ztcw o © Hoj 90Oy ded dL
dLdSC o O0OdzedWIs©O dzO f tslstcjBdlsj dzdlsj (ko jtcj dedetsfls o
HO HtsMisQoew yj dzOdedwY ftesHEZSCIK/ EMdzEcO, f§ofMmtej h C
d dLdmS o Odzdstels®@ dztzL OydwIsO (ol Istej h d@MSsdzjo i dzh dzc
BscOl HO WEdlydosddicOls d HO ftSHBSBKWO Ol BjL

[ Hd I ARditis) ] MdMmisj d3OIsdyd dzg, dejL Oadmdds d HESEE
f sz yOo Odzgy dO BjSIsdodzd HBECOL Olsj dzZlmls® d L O
dL § i dzdzj dod 5§ tej HJ dzjldad] ¢ Gzjcu(Wdgvie dad@ QMSs fnj
sfMmi hjmMsewe O jHddz i s esHdhdets d sCtedo O Mmdzj
sHdIlsO, SBteOlsdzO oti LEO M §wlstejBdlsj dzdlsy, ]
ftesHEZS IO, ftcj o Odzls d o dzd d Cstej SIsdo dzgd Hd2Mls
fesdj ded Ctdkts BdRO QMSs, SEEOY @Y SHRA S8 tsj dad W
[ Yyd dz€ @bsBssient) 20 S Oy Mo slsts M tstcj H MIsOdzH Otcls
ol Istejhdedw tHdl d ftoj edzj H jffirsiparty ds®dssenfdoOlsts 51
ddzd Mooy sHisB tej dad j . bS8 ol dhdedlsy Ytslstey B dIs
HsMisOe yd§& MY steldddgzOdisHddd)tdsH j dz MisOdzH Otsls |
sls olststcO - fipscorddp@ty assessmentd .[ yj dz€ OO s dzj L 08 ¢
stec OdzdL Oydw, dzj Mol tcL OdzZO M HBGEtsoaBte € YHLE
findependent third party

4. 7. wtcOo dzj LM d 188990 Iz

TQMe W d dzsmsW dw dz0 dzj ff e €1 filRRAIO 0F KiH tSipldcq ddad Q t
2O MmdMmisj 300 L O kfttOodj dzdj @O COyYjMmsotlkt.
tOL Ctel h Odzgj d2@ sdzdlsdSOokO 5 COyjMmkets (
ltod dzsy j dedISB g da®fdzso O © L O TQMJ dzts % i dzch fzj de® v 0 O
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©ZO Ml OdzHIS0gls FIS5j% tsls flsi § C d STOM.fj tHJj alzf 1O Ist@d (1
ZOISO flsOdzn Otslsdlsj fi Hi 6y O kHBodzjlso 5™ o Odzj

dLdB3jtcoOdzj @O dLdMS o OdzdwsO. [ Isdztsfy@®M S Oayj filse
{6 ctsdy BO Misjfjd fBgsafbis dd. MLSKEIEAD RIS Is j

9] 9 Y HOIs BsHj d RaesstModgelpjiPstcA H ¢ SdZIQMf v Is O

COoyjMmsotslsts sy j HO BI Hj biiclladey s Odets d Isso O

Selruvflrr JIRU 10 [JAr1sd 19 sodvyrwul vl 10
VI {2

o jlssodzgdwls fdls LO fteskzyeaOdzgy d By j dz¢ © dzO
f slissh Mmdzj Ho O YoOMmls lIs dqdzHEzMisted Odzded sy dBJ stsH g
COyjMmMotslss dzg@ JtetsHESCIsdIsj/ EmMdzzedlsj, ¢0O0CIts d

51. wdMmljdidd LO fteskys Odzj dzOf KBis) Bz b p tksj dzd

J LHtO9 j 5 OL 8 Odzj Is 5, ZOdzd ydjilts dO d&BOdS s
ftoj Hf sdzOc O fsedHjdeyd M&d i tsf)dzO ded W L O z )
stecOdzdL Oydw s O, Ctsjsts sB Oy dzd sL dzZOyOoe O
EHtso dzj Iso st j dets s . ]l stceOHd IsOLd § tedmiflsd®0@ de® dzd
fslstej BdIsj dzw o o0)yJdz ddzHdC Olststs L O Mt J-
EmlsOdztso W o Odzj sts dz0 MdMmilsj 30 L O dzOB dzt H j dzd
ftslstejBdilsjdzdlsy J yofgls tsls eaMmjSdHdzj 8 dzZOISO € tsdzls t

J s dzd o dzi dzH , d3d Misded Is § Bsdzdzd yd MO BJjHJ
Stz dzd j Iss 2O Y tslstejBdlsy dzd sy , Csjlbts M Htese
stsdzlls Ols e Odzts Uy AftetskzysOdsjlsts | ftojoi to
fsMisdcOdzj o s Pts COyYj Msots tsls MisteOdzO dzO tsdzj L
M cOo W iIs (H tBstigjdc [ OC Is ©2 ¢ CorbditteigalthdOonne} [5Az0

VHBBo dzj Iso stcj detsis s O dzO fslsteiBdlsj dzd Is § )
1 dMistsf OdzmM S d Is g stccOdzdL Oydd dL ffsdzL 9 Ols tcOL dzd
COCo 0 EHbodzjlsottej dzsfmls Mi LHOO Ol E f¢wslstejBdls
fsHRtSH)d LHO Odzj ss dz0 Mmd MBedzyd d Of tsjf AR s j dzd v .
stsL d B IssH Bj dzd H Y B dalsi Is fto] SHESdZV 8 O Is tc d
fteslsdotstej ydo OlsO® dHJ W, Yy Sttt fftejyj B
HitsB tcj , COCIss d HO eodzzhd IOLd duHjw dzO yw dzc
Ml L HOoO Odzj dzO0 mdmls jwdedQ Is /HEmidsIsisizd & fzj ffdelsted B d Is §
dLeOL Wl yYykzemlksOoOIsO Md ftejH BGteeOddL Oydvwiso.

66



dL §f sdzL @ Odzd dzv € 5 dz€ s 34 » Odzd L d3O: f smlsOo v dzj
ftod HAzsY § dzd W , Mi L HO9 Odzj zO Ooydj dzsmCd Odz §
L O dIs dzO d dzd ©dzB e figdg P dzi® S Yted L CWists HO
sf zZOS o OdzdwWIsO d HO Mmj i emd BjLMjlsjddd . Ut
shdseodzdlsy COjetstedd tfdzOCoOdzdw d ftojHted
siLd Bl Ivwn, C(tsftttdidd Of sOsdORBsMIs o Mj todt
stcdza® tOLtejh dBsMis.

5.2. adMmkj®BO LO fsHBBKGWY Odzy COyYj Mo tslsts dz

Il Mo jlstse jdz d30h OB dzj y 4 dzOdedIsy dzj ¢ Oteflse j dzd
tcjLEdzkOl O sdzdftcOeBOLJWISO MO oHJMNO {todr
iNJieBHds M ~AMfdlsOoddL disBls Cls@& 08 0 GZekdp.dz B sz
Hzhd L Ocdoe Ol o Mmdzpsy MldeOd jujisfofi tels OO f tod yd dzO0 L
Ml Hjydzdlsjy LOBBdZWOe Odegd™w (750 000), ©OCO (53

000) [128].
dlstekzCsZeOlO d2® 1[t, Mji fwjHmMsOevw CObt wls
(sl §owO3HO: 51.9% 00 fsddioekoydy/ §

dzj HBsYyj d2€ O dz0 O dzOdgglzf c OB Polzj @27 d B Boste dzO d3d H d € C
-dzj tcQoddzdzO HBLdtsoaC O, 34% Sl dzgj yJ zOdedIsy toj
1 sdzd W Oted3Oydw Is © i MlsOo dzw o O 80 % tstistc O Hlzf] ¢ Ot fr
Adzgj CtcOBEsIsdz00 ¢ tsdsB d dzO Y1v13az0 o3 Hd S O 3§ dzlsd |

REBdsBdUI MEdwls jWjSh 4o Qs di EiPaintsii@dz f§ tst
Bisdzdzd ydzed ©OL -~tSH(. ri dyOols Mmj d20 fJtesHi dydlsj
otcl LCO M 1[ 1, Cdlsts My mMdzz yo Ols fd=d ofMay d3j
fteduyddz0 L O dzjw. O desmisd ydzOls © § sdzd f e © 6 BC
fsteOHd 1/t BitjHjdvis LdOyjddjlsts o0 ftdadfto
sfdetso dz0@ ftedyddz©@ L O Isi tefpjdzgj dz2O iBjIstsHd L O BYJ

1 Okydedilsy diLMmdzj He Odzdv, f &dgp J lsizPdzdt Oy@ Ml B I
JWiSChdodetslsts kftcOodzjdedy dzO dzj S OtcMmisoatsisj tcOf W
LOHOYO tcOLfgdfiplsfjjdzCEEO L O HEBS ZzOH &@app j OS] BME
Btsdzdzdyd d lkydlsodzg wsdwlsO &0 §f0O0ydjdlsdlsj o
MdMmisj &3d MO tw©OL o detpof j tof)ddyjjrisfi @] B sdzdzd yd o | J 6
5% dz0 RdzH d  d [139,Q38¢HA@AIZB9, 157].

53.{ f dIsi IsThed@®eveland Clinic
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] Bdzdzd yOIls© o Thedlevelandi@iinico Aj j Hdd®) sistsdded yd o
g4z, L d&zOyJThdestoldeBestd ( OB tcd lddgORESBtcdIsj ), o
GsHdh dzZ0OsO ¢ dZOMOydw dzO@ BBdzded yd W 5. Newsanlz sls ]
World Report). The Cleveland Clinic Foundationtf te j H d&zOG O " jfMls ddzHd ¢ O
MtcOo dzj dzgdJ dzO HBMIs O yd y dridgntiatz@xperiertcd) mug®of ¢ tcd  O:
services, participation in research and education, patient satisfaction, outcome.

[ ilbsHi s OCyjdEsdtcO® ol tcnlz MdzjHdzdlsy SCtodlsj ted
HO HBMISOeWw MIsOdzH Otelsd dz2O0 L HKOo dZO ctcdy O, HO
Commission on Accreditation of Healthcare Org ani z a JCAH®)5 0 U dIs dzO
Mydudodzdmisdlsj, ©Od) JteOdej dzO dzOdzd-a@q lsJed g @czlz c
Zyomlsdw ) ftoeskzye Oded W d sBlzyd dzd J , ZHtso dzj
qdzHd S Olststed dzO@ tjL EzdzlsOldlIlsj COlts: fd3 tols dats s
f sfdzj Ho Oh 5 dixizWyjj Tadd d , dzj | zOdzd e Oded twWJ ~nBMY dIsO
dzO Cleveland Clinic, Cs2lsts  j shdzseo Odz dzO Ctsd3kzdzd € Oyc
sMdekewe O JdeW sted3d tcOdztsmls LO dzj ydisdzdlsy L Qo9
fOydjdesi s j OCIsdejdz WOCItste © IsjLd oLOddBsI
d LPsO0 dzO ftcOo Ols L5800 § Oydjilsdlsy

5. 4. [ JjlsHtsdsedYy L O ftsHtseosa POMAICAZO  ted yd fr

[ sH j dDMAICAe f to j H ls O Bnjversitysds lowa Hospitals and Clinics.
ANddzshsW dw EOH jdddd fj sfdzso Oo 0 d2O 0S¢ MdBsdBOIsO
ftcj HiNlsOo W dzj st O j f @tpdfPedisn@aace [mprovement is Patient
Care). ) sHisBteW 9 Odzj sts dzO fifjtcj s HEOMW dzjL O ¢ dzd dzd y dzd
Cdzd dzd yded #HOHEQ) He. MiBHH Hdfsazv L O § SeyyseMe’ o Odzj
J BBjSIkdo jdz dzOyddz L O tOLtejh Oo Odzj dzQ dag®H j dz |
BOL dqtcOdzd d20dz@ D dzpidld € st dridasOdzj dzO otcj d3j , J dzj tc@

[ SH ] dDNAIA 9 € dz¢ Yo O Oefnls, Mgalsu@eff Adalyze, Improve,

Control [212, 213, 214, 215, 216] . lted omMmjSd JHddz tsls JIOf
dazlszdlsdoededisjy d/ ddzd MmlsOlsdumisdud M¢d dBBilssHd L C

55. 1 etsjClki s Afteiy0O &0 COyjMmsoskts dO d¢ted
(otesf ©0 ( DI ABCARE Qual i tiylzsMe tdw azOk dijn HEzwWzOdeds ]
BJ dzysOtes ddzc o st eaadhlsdzd®ls fzOL OB tsdzv 9 O dzd W

"JCAHOT 5B " sdzOtetsH 2@ S sRMdw, o dzOMisj dz20 HO dLMdzjHo O ( ddz
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ltesjSlils Aftjy0O dz0 COyjmbotslsts dz0 ctedy OlsC
dqdztt stedzOydsdzdzO® MdMlsi BO L O Bsddlststcd dz®Is jda2 ¢ t
MsOdzH @BIsf ttsctcOBOISO L[O) SHEQEfiHovdls O Issls & j 2 dzls )
1 toJ HMNIs QadglizvHoj@z dzO0 B M Hzdz®Btg dzydzOtcC d dze o tsB dzC
~ntesdzd ydzd sy L OsEawysOdEdY . yOfmls dzd y PIARZAREY totsj € Is
Office EUROQ MIABCARE Portugald ,DIABCARE Franced ,DIABCARE Bavaria0 |,
MIABCARE UKO ,DIABCARE Netherlandso ,DIABCARE Norwayd AIABCARE
ltalyd ,MIABCARE Swedenod , DIABCARE Austriad , DIABCARE Spaind ,GSF
Research Centre for Health and Environment, FAST Research Institute for
Applied Software Technology, Tromso University Hospital, Stavanger Technical
College, Technical University of limenau, Word Health Organisation (WHO),
Regional office for Europe [146].
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1ol e JTuwlrelrrsd v ¢ 1t fuvliorrul

[Is dzd Is j e Ols Iz te dzd W sBL St MmyJ EmMlsOdztso v 9 O,
Mssf OdzMC dIsy ttecOddL Oydd  kEMfj~ f§teddzOcOls O
syd dz¢ O dzO ¢ O utg @uste Gdstsls j dzd ZO0 ftwddydtidlsg (
CoOdzd i3 stedw, tsls Cdlts BIHIJYdqdnt OO ¢oO0ddlstd

ltesyjMmils dz20 Ekf tcOo dzj dzd 4 ZzO0 COyjMmbetslss M
(tef stcOIsdo jdz WSk 2O Mt P Odzgi d yd Msts dzO
syo< o Odzdv ( te jLHAzOUHdtIZ | ZO tOLAatsHdIs] L O dztsh
W stcdzsd tc O dzj RO dtso O bkfttOodzj dzlMEC O MdMmisj 3O
fsojyibbs ttteOddL Oydd ©OL-BHdI] L O dshts €Oyl
% tsls esHdh dzdlsy HtetsHOYBJ. JteeOdzdL Oydwis O, ¢
dLjigsd, HO Bydded d HBMsdedzy ¢Oyd mMsots, Hj BI
fsHH] 6y O Mddzdes S deS ztej delsdets ftoj Hd BBMise 5.

t OLedzj HOdzd Is § ) dzd Is j e Ols Iz to dzd W SBL Sts B4 s
COyj Mo tsilsts dzO B Hdyd dzm & Ols © f sdgsh dzd HO
sy dz2¢ O/ dL i3 tco Odzj dzO CddDy J ldntsp EAMsdzGh Is dz©digfsis W h d W
d3ts d3d dzls dzd mihjmMsekzo® i CsotHMIso 5, ftcj HESM
Bj dzdH Y ted fsHtcsB jdz § dzOdz (ftetsy CIs) LO f syl
LHtcOo dzOIs O EMmMdzEc O ytejL EfteOodzj dzdj dzO0 -ftetsyg M
Total Quality Management { rocess (TQM) ficH B oW 9 Odzj ZzO COyy f
Quality Improvement Process (QIP).

1. Ajdz dgO dL Mmdzj He Odzj Ists

KjdzZsO dz0 d&OMlsswh OISO HBCIktsttMC O kjd® j HO
ftoj HiINp @&&L sdzyd § ydvw L OdzOs yy {28 @ts B Is @& O ga| s dzO dzdzO
MstczCIskte® d2O0 tSteeOdzedL Oydv, ftoj HsMIsOQawh O d3j
Gdzj HdZO Is STAMO dz0O

[JtsHi s IstewB9® O HO B HJ OHte] MdeOdz HB LI
Btsdzded ydzd dzj yjeded L Oo jHjdedVW. I1ts Mmihjmlsats
ftcOCIsdy ME O dOMmsyj desfils L O HMisdeOdzi d tyd dzb
LHIcO9 dzOIsO EMdzEc © o TRMJ INisC @MY Fol Ifals tdzOB d Is j dzw
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B ted S OdzZMEC OISO O j dzydw L O B YHEZAZOtcSH A t6OL 9
BOdZC O L O MfoOmMweOdzgy dO HJjYyo sls ywdz mowl, (
BBtsteB d dzd , dzj H t5n tc Odzo Odzj d dzd SBJjLOBHMY 9 Odz] .
bdzHtc j OMjdz, 128%j csHdZO dzO tOBBISO 9 O ted $ Odz
ZOH 2000 odMsltsfsmMisOo jdd MAzEydlsjdd s BOKLSEJ
1 i Mssf OdemMSdwls &BOteS jilsddze ftod dztsy j dzd | dz
sBh W BOteC j Isd dze 9 dzj Mistsf OdzM S dIs § stec Odzd L O
dzi sSsBRSHd®Bs yjdveoOdilsts dzO0 COyjMmseoslsts d&O
ftejHBMISOo jdod ©ls daj Mssf OzMC dlsj tteOcOddL Oydd
sls Gdzj HzZO O Isfsaffis@ zdkjfizls dlsj dz0 dzj Mistsy OdzC d W

lBh BOwLSjbdde. vOMmls s djets j GlHj kO d d&jcdlsdddd ssBdofls, d&oOtjy

‘ulsOlkzlsi s dz® dzgj st OdzMCdlsj BecOddL Oydd fj Gi-Bfciro 61O d&GedkdhEp lsts i
Cjlts SL&ZOYOs O dLo toh 9 Odzgj lsts dzO OCdo O kfdzed, Stdbts dj BJRO B ddo
Hi 6 00 0O (LH©OD js§Eyo Odadlz sz tc GuL tap H o Odzd v ) - tite jo HEORMEOCBYdE) L RO S koMb
MY jted, o Stdbt fbtejBdlsjddlsj dj BSEOk HO fjyjdvls SOYjMisotlts (LH
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sOLd Edzj HdzO bBYSO i@ dOstc®OEY dZ0k0 L O t
%O fsktjBdlsj MCslst o jHjdd].

1. 2. A j dzls te @ dzdzO Is © tc ts dzw dz0O tOL iYW dzOIs O
ftslstejBdlsj dzZMStslsts ftsojHj BRI G j dedbGagois @
ASERVQUALO

[Mmi hjMmlseaweOdzgj Ists dzgO CtcO2 OISO yjdz WO &Kot
fsodzdv o Odzgj ol ternk o jHjddjlsts dz0 Mizsb gk B g Kz dzc
otel LSO M YwlstejBdatsmisdlsy d oCdz® ys Odzgj sts dzO
tcOL BY dz0 dzO ftesHEZzSCIsd d EMmMdzze d.

t OL &3 dzO O c¢fiffsdis 2 A3 dzls € , Cs21sts i totsd3j daw fts
fslstciBdlsjdzv 5 dZ2Oyddz0, xJj zO0dz Bl M Jj ydoddmls
2O IsOLd o jHjdyimMSO ftoesdwdzO® | oC dz¥ yo Odzj Ists

L O slsts Is ts 2 cCowto O, U 4J i slsdesh j dzd J Ists gL
Odzls j o dzQIs i@ tsBtets tsls Htokzed OdzlsjtedzOlsdoad fted
HOHJ d20 f SISt B dastglse ¢ dzH toj O J dz, 2005) . ] izO o d

cOL BY dzOIsO jJ dzgj2dedwlils tojyditesyjd nOttOCIs] tc,
AftcsHO9 OO0 dz0 kmdzzed, OO d Ld tdOyJ ez cls
MO oL Od d3dz] : AlMmMweO dLGEBHO, Ctswists f slstej B d
StcOdzL OC ydwIsO ftej HMIsOo dzv 9 O tcOL - tSH L O f tots
fslstcjBdlsj dzZvls § &zOh O (EMmddzdw, §Ottd, HOtLj O ¢t
LO AftesHOo OyOo.

ltesyjmils dz0 tcOd@dapd Vv Olstc@®@ sWists ftesdL Isdy
ftoj Hsf toj HJ dzv oS Mdfttddeds q'lds© dzO@ f tslstej B dIsj dzd Is §
dLeBdi d cOL - SH J4sgO dzCe0 tfids jdfjindre Edd ydets s dzd Isj§ o dzd
(ftewlts odzdwdedd YtedL dBdzej dedjlsts dzO Hikzed ¢ siste
fMd | to! sdg@tstf qdrd ©f mouthd H E BB Is EmMlsO d&O EkMlsO)
ol Lfted j BOdzOIS O i.W d S oty dzisidzo Is © 5L ZBEOE 0,
ftejHnftedj &30l fsojHjdyimcéd Hi2Mboadw, ) O i3t
fsojHjddilts dd hj fmsdcds 3JjkzOddY tjLkdso
Yd BsEcOls HO YsMmMisdecdzOls Isso O o jHjdedd ( MOo
fOydj dzsdisj: ¢ ... Ui WJuaDBOMA Els £ telz P tdaBisdzj P!
d, yYyd ®OdMlsddzd BscOls HO Mmj MtOewl M ftoj HY dH

i sdzv IsO dzO tcOL d3W dzOIs O L O tcOL B d tc ©Odzj dzO
fsojHjdedj J tjhOoaOh O LONBIEs tSftejHjdzv- Isj dzH §
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Ci s BYjdeC O dzO 9 Lftedlsdv 0O dzOf s P §lisj tets, @
d d3j dzdezts : Cdzs yso OO dLEBSHO ddzd tojL kzdzsOlsOo,
COyj mlsets ddzd i W ddemSdw fJtesHbkSIs/ 2fdzzeO. r
tcOL 9 d Is dMs HdgQzd ISHPOA ( 6 OL tod o d Is j ASERVQUALOd 5) (
1.3.[YjdS 0O dz0 EMdzEc OO o OMf jClkO dzO dzj Mlst
1iMssf OdMSdlsy e OddL Oydd dzj BSEOlS HO
Ctedljted?2 LO ftojHmlsOoawdzjlsts fMmd, §sLOH CBjlt
COsthso jHjdzdjIsts dz0 (ki @dds] dz0 tosdij o
slsdesh jded jIss  EZBjYyHjdedjlsts L O tstcd Odryls Oydwl
tjLizdzZsOlsdlsy d HO LOMjSOl ol L dgtsydzd 1§ totss dzj
tojhjddsOX.do O EsHjdzd dgO o jHjdedj MO: §SHOH
s &zOC 9 Odzd v, Btets?2 G d&zOmtse J, HsBtotse sdzyJ Mise ts, ¢
toj yqd < dzdtcOdz0® Mmd3jls, dz0f I MOGfilsEEBIBO (HE L OFC S dak
Il dwStd MmMazzyod, COCIsts 9 LHW©O9 jtsf OL 8 Odgj Ist
ol LftejtfwiMmlso® dqLLOLWO OdzjIsts dzO s dzOC o Oded W .
1 jlzmMsOdzsow e O HOdd LO djHsostsdhlssts ls oj H
sMlsOdzOdzdIsj bkmdzit dsPedz. f B8YESIsd

- - findyddei 1 fdus I mdu¢ d
bebedsdbdd &0 EMG ° i eg] bhmdbe| fosHES

l etsyj dzs dz®@ i tsBh ddf 14. 9% 20.9% 20.0%

) osyj dzls O s ZzOC Od

0 0 0
"fosH Qo OYO" 32. 7% 42.3% 40.2%

ltotsyg dzls dzO tsff dzOS Odj
dzj H 59 tsdgdzdec j OC ydw Is O 46. 4% 28.75% 23.6%
"flcsHO OYO"

vsOBd&ZJYO -~ 13 Alddvwddi &0 BiHdyddmtokse dJdhmksdlkk
folstejBdlsj dzdlsjo, RLIBYdIS: stlsd @50h., oddHtcj Ofj dz

[ls sOBd&dyOkO j odHdts, yj tskwjsdlkjddls d
f5i BOkSts fsedjdd 7 semdkyeOdylts, o MtOs d
fetsHECId, das j Hdzso o] d3j tzdgB dzdnts Isfis® @fs dgadd B 1 @zq C tf €
kwhi. stcEOlts MO ¢t Mmisttdddzdd 5O dd s O dz®o digdi d1
bk ¢ d t©j Odaz@s b Htbkcedls] fosdLosHdlj dd dC

Yfts HOdzgdzd d2O gsBlsdz 6 AL, bpdzHtej Ofmj dz ¢ dz. 9 culstcOIsjcd
sterdzd L Oydde, -9968@M, 9 R4 HOIs j &zfflsea s As zOMdC O d fisddzo, utsW
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1.4. RLOBH(

{yd dz€ OIs O dzO COyd Mo sists dz0 tojLzdzsOIsdIlsj
SteeOdzd L Oyd d fnd ts ) deipjotcpoCizj 1EO  df@ i tetsd3w dzOIs
sisdztsh jded jIss d EBjYHjddjlsts dzO ftslstejBdlsj dzd s

] 5L d20dzedWIsO L O didzj dzd j ss dzO f tslstejBdlIlsg dzd s §
d L O dzOyd dzo, i ts Cs2lsts ,Isj MiMmj { stddzjyOm ipPdsO o
tcOL OB slso Odzj dz0 BOteC jriS dsdecysadftaPd dj@aOdlz d daW tstc d30 L
MA@ tcsc desf flsplsdetsh j ded § dzO:

Hi BseOW ME OIsO MstczC Iskztc O dzO f slsj dzyd C
(fOoydjdzlsd) dz© BIHdyddemcd Emdazkzed;

fslstej BdegsMisdlsi, Mol tcL Oded Mi M L OBtsdzi 9 OF
fslstcj Bdesfisdlsj, Mol toL Oded ) fosBSYdJWwIlsO
tdmMSsodlsj §%@S sddzzy 0 Odzdlsj Mi o Ck{ datsfls
HsmrtSHJIs] , Iydddsddgidtsyd MSdlsd W OCIststed ;
Crazsztc®, o jHJjdyuimMed dslsde d;
slsdetsh jdzd j ss dzO fslstcjBdlsjdzdlsi € 5 LHCO:

2. Mot ¢sus [t REURS O 1 ¢ sI1LURLL[1LUO

2. 1. l1tcj HiMlsOo W dzgj ZO0 AfOydsdOdzdzd MmistelzS k
ftoj HSsMsOgwud@ dagmM e 0 fsdBsh d LHteOoadzd kfmdzzedo.

[ BtcdzOlO IssYyS O ftod O dz@Qlils v hdB\bls G OHEsIBldst) to fiRECC
tcOLBdtcOdzj 3®tcCLj & d dzG O COlts dHJjw, tcjh O O O
stee Odzgd L Oyddlsjy Mmi i Mmistsf OdzMmC OF ] Isdsj Mflstésjtf HOYdxnER G
sfmi hjmlsoweoOdzj stsls @Ot j A@BHdO tecOddL Oydw H
Ehdztso W : (1) ftodezBpptzdls) dzGj rdd@RCd L O EZ§ 6C
BOteC jIsddze © d (2) tdj dlsOydwy Ci &3 ftslstcj B dlsj dzv

) tod dzy d § dats, foddsyjddilss &0 O lsdde
LHIGOD j 5 OL 9 Odzj Ists L OHI dzy O9 O [ § ©B\S O ( isidzazd dz® O
stk Clikte® O GrcOddLOydY, ftjHshsOsh o djtF
bz e do, SiHjlsts oBHjhdlkj §O0wOd)lsted MO A

SecOddL Oydwo d A)HEOosdd Emdzedo. | shdsse Ols
MstekCkzte® &0 Btc Odd ZPY OO sEUS O) 20 ©bBOs dad v

82



d BOwSjilksddze, M M Missd o tOLBJOdzjIsts L O dzj ?
ftoej HsMisOawWh O LHWOd dZO f sdiitsh d EkEfmkzzed, ) t
mMihjmseakzo OdzgjIss dzZO oMW EC O BtceOdedL OydWw:

A 1 &zOdzqd tc O dzj dzO Hd 2 dtsfmisls © d fidjdidzitedin g Is j
fslstej BdegsMisdlsyj) ;

A [ftejHijdvdy dO WbkdSyddlsj, Ced3f JIsj dzyddls
oMmMjiMdtzy dlIsj iz 9 Bt OdzdL Oydwilso;

A [ h jmlsewe Odaj 2O Codstetsdz 9l terlz SOy Ml
ofmMdySd dedoa O dzO [ 111 s Lo jdeO: tslsHj dzj dac
OHBJ dzd MisteOyYdi¥ , L ofjEgISW dfnp yj dz Mdden tetsdzd L d o
HJ 2 dtsfls.

g4 tedzjH JWjiCkdoedesmlsls®O, j dzgj sBrtsHddBs i hc

HO fj t©OLGEdZiYHO o Ctdlsi MO dO dj2dslss ¢ 0oy
otel LSOO  BOXROEMO &jyHE fsdt OO LO §0Oyd, dak

[ iHdyddzlmMC OO HJj2detsmls J sBjHJdW o O OO o

f OtcOd3j IsU BOsIsts tstec OdzedL OYydwisO Mmi h jMmlsakzo O st
1 OHl dydlsj dzjdz jdzj d3j dzls o EftcOQodzjdzedjlsts dzO fsto
dzj 2 dzdvw  BOMN OB | dOddydy dz0 MisOdzHiOMedz do iLtOR £ O
COYjMlsotslsts dzO@ Hj2dshislsO d o o j3HOd dO fMlsdd
lted OdOdzdL © d tsBMi YHOdzj Ists dzO0 HOdzdzdlsj MO
(11111 ¢0f Ao slsO |ijd@estet®dts ¢ d w4 ¢f 1 i Al j day
1 OBtesoats o5, ftojHshsDmubdd i3g H g dtmE | OBt 5.
25. MOtOCIsjtedMmisd S O -tedz@® S[ls1Op [I jAES 59 OO0 ¢ | OB Gt
[10] tAfuslsO ] jdltso Q0 ¢ | OBtsots tsBMmdzzy 9 O
] OBtotso s, C 5 Is =6 9dBO BHAATVP, 0 /BIsts Is Iswao HEts 18
15. 73%, ®ls 18 Hts 656 ESAY%dz ezZOHtcOfls GtsH dh dzC
16.28%. J1tdddyOsO dLoi th oo diddhs o d O drd Ldzfstidsdid
i Mi §jHdkOcOl s 6MsOdOddlsj [14) o tjco
ZOMmj dzjddy LO odMmsimfjydoddL JteOdd d&jHJYJd
152317, b IBYlwsj 206.
dbdzOdzdL i Is dzO fOLOKO fsSCOLoO csdvds § OL Otsj dz

Uittedzd 5 [ 8C&ZOH AfYyj kSO &0 Btdddydlsj o 4 OBtssMEO
2003¢.
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A 90% 8B JdzO | OB tefs9 5
40% LO yYyw dzOlso© | OBtsamMC O B &ZOMIs;
A 100% LO ywdzOlsO | OBttsoaMS O B EOMIS, L O dav!
Mz yod M OCIkdo dzO® ~RdtekzteedydzO® ddalsj tce j dzydw ,
FesdzsedvwIs O, sWilsOzRsdasedv Is O, vl 4, dzts o
Isj tcOf j olsd ydzad, Hrgitgz dRdL O, Istc O dzmW &z L d ts dzdzO
ddzo OL do dzO S OtcHdtsdzse d W ;
A 80-90% tftd nj BOltdsedydsdlsj L OBtsdzv 9 Odzd v ,
My JhdzO COtHdtsdEedW.
J i hslsts otcj digd OdzOdzdL i Is dzO f0OLOKLO §5¢€
fd ¢ d3 dzls ) 5B dZOMIsIsO dzO® Mmi H =EOAIOO A Afdcdzizce g
d&3d dzd d dzo OL d o dzd Is § stftejIsdo Odzed d Odzj Misj L dtsdztsa
sirdzdCd © cddzj CsdzsadV Is0O.
26. MOtOCIsjtedmMsdS O dzO w1 ¢f i J OALFoagtsO p j i3S9 0
w1 O 11 Al jdeyts Guejtatgwotd ¢ JBO HtejHBjlS dzO H,
dzj ud dedjy dz20 o fmMdul St sd3ded dz0 OBl dEzy o Odzd v, Mmists
ntetsdzd yded dzj MfteydWdyded L OBBdzW o OdedW dzO B j dzd Is
dzj SZzo Ol ydlsj dzd dzO0 sAZRZOHHE H@BGso I Sdzdzed YyOIs C
B yHESB ZOMIsded W EdZSydd d 9060B&E8 sWEROdg O B Mdzzy o
b dzOdzdL i s dzO0O W @@L PEUM Y &0 H
A 10% LO tsBhddzO | OBtssets tIs oafMduySd L OBsdv
A 100% LO Yyw kOO | OBEKtsamMEO BEOMI L O OF
W tstc dsd dz0 skzB jtcl zdsL O, 9 Cdzt ydlsj dzdats
sk S kzdztsL O;

A 100% LO ywdzOlsO | OBttsaME O tsBdZOMIS L O HJ
BOdZC © Mtz fdesd) MisdzO® Odzy MisjL dw (Al "), H ¢
fOoydjdzadsd m miay d Mfjydwdudd L Ostsdzve Odz

>\

27. ¢ dzOdzd L Z0 fuCtdljteddlsy dz0 Odz$ j sOIs
SERVQUAL

1 @@ZOdzdL © dzO f tsH Ctod s teHEHRBQUALDRO Hd®j jlsiasiH @ daklsjGls

Al yoCoOoddwo LO &jHJqUGdelq® & d ¥ b)dzz ©O ozf H & 4 I dzf €

Mdzj Ho O, HO Mj dBO HfwwjHodH, Y Ij MO Mkt
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HO Mj fGlsi tfd Eseduimso oti LSO &jyHE Iswiho

fMRoOhOdsj LO MskClkeOlsO d0 fEsHESIO d kidkad

1 sHS gl jeddlsy, to@uUsddzjdz00 deds des j O ftefOjo dzd h ©  dzO

@O ftesHLES IsOiihide® OB®: esH kSO, 6MjL 0 sl

HisY | dzded Is j dzded 4§ tffsH®©R paO d Wd bJ My ©WOL Yo HJ dzv
sted tOg dd'cO 14) .

= DocTaeka, rapaHuma,
,ElOI'I'bHHHTEHHH "cﬁne,u,npo,u,a)lgcﬁem
0B CKyKEAHE
an'D'OGHBKH = H5-H9 noakputepuu
Oce3aeMoCTHa = X apakTEUCTUKM, ¥ CELLAHE,

KAYECTED, MAQKIED MME
npo,u,ylcrafycnyraTa = W1-hld nogkpuTERMM

= Knwyoea uzroga

C'bLI.lHHCI{Ia’I = CulmHCKM noTpelHocTy,
N npoaykT/ycnyra  TefesHect

Ade. Tdf ©Oodedh © 20 IstslsOdzdzd™ fesHkSk/ EffjdkcO
SERVQUAL

A gl hddzO dzO ftetsH IzC I O/diOM dzity d&z@is1@® dzj dzls O dzdets Is 5 16
fosHEZSCISO/ ZMdzEEe OO. [lsétso OY dzO 9 ftesmMO: As(
ftoesHEZCI/ EMdzEc ©0? dwilstej d3j 3 | tdsv ad@@ztsd3 jHAR] HBY O jdzlsdRQ f
Ci &3 OLCtdo Odzj dzO Mmi hddzmMCdlsy slstej B dasflsd,
HO LOHBoatdd OO, yj BYj OO @O SOoyj ke st
ZOBtstc® s SOw@CE JuMREd.{ slstej Bdsfisd ¢ st
jrnded yj MCtslsts SOy thylsoditctstsfy, dodzd o teHdlsj dc
i hddzMStslsts COYy Mise i e Iss .H OR hed CHAHISO d LSM tcj dzq
dqdzi j Ci s dz@ ] BERVGUADIs O

A [MiLOjdcsmls dz0 ftsHESCISO/ zmdzize OlsO

i hddmMSdwls ftesHESI/ EfMdzc® odddecd Mmi ftoj
Missf OdzMC § Y s dgOtemMO Mmj dOdztsy ddzd fjls R OLOCIs
ftesHEZCI/ EffdzEc ©O: ldzdydlsj dzdzd yj telsd, HdL O2 dg,
tOL &zdC O, bkfdzedlsj MO dzjtshmjLOj®kd. vj d&j MmO
O dzj Missf OdzM S dv BOwLS jlsddzé. wRADO @@ dJ diaslz ts6 o
ddzls j teo jdzydw dzgj Bsyj HO L dzOj HtojHo Otedlsj dzdats
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@O bkffkkzcOkO, LOMskts o dj% dagj EyOmls O
1 slstejBdlsjdvls fj i CsosHd Gl olststdydd ddt st
dqasj / OCtj HdlsOydY, fjjdte ldsdsl bl @ ,dz0d SHs@BI MY L O 5

A 1 st dzdzd s j dzded ftedHtsBdo Sd (dai Mi OdzOdzdL dteC

5j) MO Hsfi dddlsjdd] fO0LOSkjtwdmlsdSd d
sMjLOj &Y fsHkSl KOO, Yj M LHOs Ol HEY§I dd
dzdots Md drLol tch o O RisE QidzhHdddy . secOdzedL Oydd G
tOLodoOls SOy mMsoaslsts dz© Mmi M ddzMSdvw G tetsHlzCIs/ kf

Jtei LSO dz20 dL kit ded¥ 15O dz0 khdkzcOkO f €t
SERVQUAL d SQI

1 sHCdlsjddlsj dO f§jllsj € ©GERYAUAN Mjsls &)
focswowoOls COt dzjLOodMmddsd fsdj dzdzdod o O .
BiHdyd&MS OO bhdkcO. mOEOCIk,jtdL dEeOls fmj M
o2 Miso OO dz® Ol B B dlsj Mlssvls sy miss
fodesHOO d0 EMdEzcOl0O, f Mdlsgs OIassdeq B s ks §f b
%O fwsltejedlsjddlsj, dOyuddd st Cs2kt @i {i
ol dzh dzOIsO Mtcj HO.

A SQ dL B3j tdip @ ddzmMCtslsts COyYjMmlseats YtejL dL d3j tes
BiyHE 9i LftedWIlsdwisO L O EMdzZEcOBO d tyoOS< o
GBI sls fesHkzSkd) .

A [1if2 ([OjtedOddshls): o0ydshss0 &GO k&L
ZO0 COyjMmsotslsts, Mmj wftcjHjdv ls WOCIO,
&0 Ctdlsjtedy, ftjoti NOls daj sMjL Oj BsfhlslsO
5. j. Ms0s0 dLBjtedBO. stdlsjtedvls | tod]j
bz ¢ Ols O.

A 15119 (10OHjyHdsMIs): MfOLOIOdz HBSEB9 Stedzd
Cil s o9l stejhded d ol dehded §tslstejedilsjdzd. sted
dej Hj Zd BsMislsO dz20 bkMdzcOkO (HESBdSE ki
dLisYdkdS O, Cs2kts % HtshksOsw, o fMdzyow
Rd&tsted&zOydwY L O [111, C0O0Co00O JjJ odLdwilsO dzO

A vi14i v17 (vejtej dadzsfyls) : ftotsW j i)d s dzdzO dzdzO
Bslsde Oydw .

86



I Hojlbj ctokfd Il 6d@lPl0 khdsodWwisO fi H
SBtOldd Ilsoi tHjdd%, Ctjlbtt ojttwisds Mj it
Syj dam sts d ©OLMj2e0d &0 sketsestkdls o&jyHE
OB Mtsdzs sdzs dzj i ¢ dzOMm§ dz) .
A [10i [13 ({bLdoydetmls) : syj dew o O dgj HJ dzd
Moty ot d3j dedetsils d dzOyd dzO dzOi [o) LI tedf dzds d 4
C s dzC o s jitsi s dzO zO. & Sy dzls § & @ s dz® a6 jj (28 Ols O

A ul18u22 (4wl ykzoamlsadj): dqL®LOLWSO ddzHd9 dHL
i ¢l fektejBdlsjdy d HESEdESS §Oydjldls]
fosyj MO O ftojHshsOowdj 20 bfdkcOolsa
Aftsistej B detsfylsd dZg 1110 joddzlsAlisgls to j B detsffilsid  dz0
it dzO dzd .

2.5. RLO9BH(

RLMdzj Ho Ocdzj sts 20 ftlstejBdlsj ZMS st 0 j HjoC
dzi Mssf OdzmM S v BOS jlsddze HO9 O 9l L d3tsy desMmls dzO
cOLB Ol fpitpesgs,jdofB1Loj 20, Std MO fit,
ol Lftdj BOl GLEOKEL QYUEBIS® &iHdyddanS dls] &fdeze
dzj". 10 kOLd Isjdznjdeydv | Gtshejlsjdts OdeS j Isdatslke
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31 struv1rd Ttdouyloérr

3.1. ltddtsyjddj dzO0 0OdzS SERYBGUAL Y 5 dBj IstsHdC Ols

AKjdzsO dz20 Odgl jIsdeslsts fteskzyeo Odzj J HOTMj dLf
ol Lftcdwisdwo Hted ftojHisMsOawdgy dz2O dBj HJyddzm¢ O
[11Y 1 0f 11 Al jdeyts uwjBso0 o¢r-tc) OBteB®ott j S 9 PP
] OBtotse t5, ZzOted yOdzd w4 o[ 11 d Jo1 ¢f B Q¢ Isyt€ jOuUs O t
[ jlssHd SIRE@IAL] Y tsftcj HMMlsoatsdy tSftcjHj dzwdgj dzgO YO
COuJ Missods B dzdzd W d dzH § ¢ M (QBROR 1S MPdgjj Hnds®ded MO B h s
Ay dlsOdzdL deOdzed § Oydjdasd, ftoji BOGEEIJBOO2ANG
COts sES5BWE wi13p0s10dfi1d].

t OLGdzj HOdzed MO 28 i Gisdsls Jazdd)] § YOMslsO At
ftosdsj dzdzd o d (fsHSCtedlsjtedd) o YOMIsSkO Asi Liftedwl
{8, f9, Jf10, (11, [12, [13, 14, [15, [16,
A[yOCo0OdedvY L O e q@azm§ Ols®, 12, 13, 14, 15,
111, 112, 113, 115, 116, 117, 119, 120,
BiHdYyddzm ¢ OlsO© kMmdzkzc O0o, Csdlsts tsBteOLEZo Ols  jIsk
SOy mMbets: d3OIs jitgddd0)dzdzislHs) »(HdasI)ks, (BISL PA(d o s5Ms
[13), ko jtsjidadasms (g 18 ykoiffdse2)j, (f 1ils B8R dzv o O d
(Wdekte® ~15), : COCIsts Mmdzj He O

A [ 1ul otcj d3j dedes B EStGlzZHO Odzy dzO [ ) 1)

A2 Jdudds ftedodzg COIsj dzdzes WL dyj mMSts tsBCte

A [3 lwdwisdets d MftcjlsdeOlsts tsBdzj yj dz  § teftsdz®

A [4 uwitslojlsimioadjoded dd dz dizfftsj dzlsdilsj Bl W

sBCtel yjdzdJ dzO IsdfO dzO0 ftoj HisMIsOo W dzOISO Iz

A 15 ufOL9Odzy @O HBeBoBtejddWw (tsBJjh Oded W)

Emdzkzc Ols O

A 16 lswes O dO Mmi ykzemilse dj Ci s fOyddilsdl
fletsB dzj B
17 10OHJYHAEBO tjflkzlsOydw dzO [ )

18 tcjHEsMIsOowdzgj dzgO EfMdzEc OISO o B Jj M OdetslIs s
19 ¢06SEtcOlsdzes otsHjdzfj dzO L OfdMmdlsy Bl [ )
[10 1 jtemsdzOd s dz®@ [ J HIMydy dzd dteOdz
[11 votsjotcj dgjdedets ftoj HisSMIsOowdzgj dzg@ EMmdzzce

> > > > >
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A [12 [ckdodwuOdshls k& fi sttkzHddydls] 5
fsltejedlsj ddlsj

A [13 i tL sls ¢ tsdzEs®ls Odz0dzOd3 § Oyd j delsd Is § s ls
f j 6t dzO &zO

A v14 [ 59 jtod ] d oL Od d3dats tcOL B d tc Odzj d3d
fslstejedlsj ddlsj

A v15 [Isdzsh jdzedj dz0 Mdcktedzsmls d BjL s OMmdz
fslstejBdlsj ddls

A 016 | jyddotsils &0 §jemsdOkd f §slejedls

A V17 1BHHtE YCO0 dBl § NbOdOEZORZO ti ¢ 5o SH
jWjClkdodets tsBmdzizy o Odzj 2O ftslstejBdlsj dzdls

A ul8 RdHJodHEZOMjd fBSHABSH dO [1Ci &3 fslste]

A ul9 1ts"e O &O ddyds kyofisdj 6l fls0dd &
%O flsBdj ddls] @O §skstejsdlsj ddls]

A 420 1L dz0O9 Odzj dzO | Slstej B dzistnds (fisly tc QERO fdsds to

A w21 [todjdadsdicOdzetsils Ci o5 ftetsBdzy d&3dlsy dz0 s
I

A w22 uvutsBded LO oafduyusd fslbtejedlsj dzd yYyOmtse

sQl

M Matepuantoct (M1-M4)

M HagexaHoct (H5-H9)

M OT13uB4yuBocT (010-013)

H YseperHocT (Y14-Y17)

M EmnaTtua
"cbuyscTeue”(C8-C22)

AdEkte® -~ 15 ulbtkzCklktO dO 4 dtsBOddedw Ctij W dydyd
Hjlsj todsd dzOdzls d

89



sOyd Msotslss dz0 d3 HdyddemM<dilsy EmMdzzed L Os dMmd
sYy0CoOdedWIsO L O COyjMmsotskts dz20 BiHdyddemC dlsj
fslstcjBdlsj dzdlsj M dzj f sMmtcj Hiflse jdetslsts ol LftedWisd]
fslstcjBdzj ded jIsts. i LftedwIsdfgilshsj fifls wCo@Dy jtffifds o Hsds@ ¢
OfmMf jSIO: (1) COCot ftsdzkyOoe O {¢wlstejBdlsj dzv (Is.
(2) 60C YsktejBdlsjd' ftdkzy®eO® &jHdyd kNS OO |
COyj mMoaslsts) . odzOdzdLi Is fs5COLO O COC dO HtwlOlls
Bl HJdL qgj dzgts COyj Mo tslsts dzO B3d Hdyd dzm & OIls O z
ddzmistclz BZIERBQUBL. t OL ftej Hj dzj dzgdWwIsO MO § sdzkyd ded Yt
f OC $PASS1 3 Exfel 2007.1 j L zdzsOIsdlsj tls 9 Oted Oydtsdzdzdw ©O
LO dqLMmMdzjHo Odedlsy [ 111 MO ftejHMmlsOe jdzd, GCOCIst

311 [f8HOded § d O dzO dzd L Zz0 Ctdlsjitddlsy d
Odz€ JIsdIsj dz0 dRERWALS Olstotctso j H pdzd [ ol Al j deyts
4j B0 ¢ | OBeBofs

d4lsOIsdmlsdSdlilsy , sfdmMOdzd o I[sOB d&zd Q@ H Mls AbW Isq
IsjdgH j dzeyddlsj dzO0 tOLftcjHjdzjdedj dzO HOdzgdzdIlsj L O

s Olsts ywdzts, fmd CoOmoy LO Omddid Istedyded tOL
ftosdsy dzgdzd o sy MO SCBdeyj dzlstedtcOdzed §tod Mists22 datsfls
2O | dzdzts dzj i ¢ dzOMJ dz) . RLSGdzs yjdzdy fteOQaivls Cteod
[106J13, iffiB2, 111130 d il . 1 OO ftcdyddzd o M
fMteJ H dzOIs O OtedIsdzd Isd ydizgp  Jnls sRtaigddmjiste d 2 L O dL d3j
Yy dzZlstcOdzdzOIs© Isj dzgH j dzydw . ltejHfByYjlsidd MO Htck
Isj dzH j deygzsH © d &BJ sdi@kR®. d dJjdsQf Osigolsdd tcOL ftoj Hj
Mi e OHOIs d MO tcO odd@fyOdz®, 7 Y9 s HO® tsUs Odz § Isd to
slsctso Sto ¢ OB Mtsdzé Is datke | HNdz@ I82® ) jOdEed. Is A3 Isd yfdgp Mists:
fteswoweo O SQitegdzH j € i 5 H dzOIs O Oted Isd3d Isd ydzO Mmist
fsfzdzOydwisO O fSfOHO o cttOdzdydls dzO HBe jtodl
fted BOREO MEOHOBISsRZOBjIss kS OL 9 O, ud Mmted Hdzd
Mtej HdzdIsy dLO9OHGEGEtSOd, MO BdJLSd HB Hj2Madlsjd
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Confidence
- s to J te ean interval for td. Error edian
Is j M i | f Std. E Medi
Mean
1 g 6,55 6,34 - 6,76 0,108
{2 0} 6,49 6,28 - 6,70 0,105
hes
{3 8 6,65 6,48 - 6,81 0,085 7
=
1)
[ 4 o 6,45 6,30 - 6,60 0,078 7
—h
6,53 6,38 - 6,68 0,078 7
6,43 6,25-6,61 0,093 7
6,57 6,44 - 6,70 0,065 7
6,59 6,44 - 6,74 0,077 7
6,55 6,42 - 6,68 0,065 7
3,47 3,06 - 3,88 0,208 4
3,43 3,02-3,84 0,206 2
3,49 3,05 - 3,93 0,22 1
3,04 2,63 -3,45 0,207 1
6,39 6,19 - 6,59 0,102 7
6,57 6,41 -6,72 0,079 7
6,59 6,48 - 6,70 0,056 7
6,55 6,39-6,71 0,081 7
J18 - 3,94 3,51-4,37 0,219 5
1%)
J19 = 3,9 3,49 - 4,32 0,211 4
20 E 3,29 2,88-3,71 0,211 1
>
21 _ 3,35 2,95-3,76 0,204 3
>
22 3,63 (3,19 - 4,06 0,221 3
| | |

UOB &z YBAT jL EdzZsOkd ls MisOlsdmisduyi MSts ©OL JtejHJ dzj ded J
zO w1 Of 11

AtsyO¢ o Odzd ¥ 0
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_ . Confidence .
stedls ] tg Mean interval for Mean Std. Error Median

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

12 10 5,57 5,41-6,08 0,168 7
heop

13 8 6,12 5,85-6,39 0,138 7
—d
%)

1 4 © 5,94 5,65-6,24 0,149 7
—py
=

15 § 6,37 6,18-6,57 0,099 7

16 T 6,35 6,15-6,57 0,105 7
~

17 - 6,35 6,15-6,55 0,101 7

18 ; 6,45 6,25-6,65 0,101 7

19 ~ 6,59 6,42-6,75 0,84 7

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

4,22 3,79-4,64 0,213 4

3,84 3,42-4,26 0,213 4

3,8 3,39-4,22 0,212 4

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

6,47 6,27-6,67 0,102 7

6,67 6,52-6,82 0,076 7

6,24 6,02-6,45 0,107 7

118 - 6,57 6,39-6,74 0,088 7
%)

119 = 4,71 4,28-5,13 0,213 6

120 ﬁ 3,73 3,30-4,15 0,214 3

121 = 3,53 3,11-3,95 0,213 2

122 = 6,41 6,23-6,60 0,094 7

v OB dZdyo - 17 At jLikzdzlsOlsd ls MisOlsdmisdyj M¢ts

YOflslsoO Aol Lftwdwisdwo

dzO0 w1 ¢ 1
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0) . stedilsited? A[l Q¥ jitd Pdzdzsfiso

t OL Gdzj )y HOB f totsd3j dzdzd o d Is j (fsHStdlsj todd
Al Olsj tod Odzdasfids)o o fUOMIsdlsj Blzi AN OF o Dezd Htody &
(1l 4) .

A [ 1ul otcj &3j dzdzgts B StlzHO Odzj dzO@ [ 141 :

I yomklso [1 A[BtstezHo Odzjlsts BJd Is®&W3Rs Odzs +
Hizh  OEAS j IsdteOdzdlsj ddyO MO wletessteddd Mmi i 7
8 6 %. skBzzOIsdodzdW s ftetsyjdes ls 13,7 slsteoOL
d3d X H d dgdzd Is j L dzOyj dzd W (vOBdZdyO AJ10 w1 ¢ 11
blstckCIsEtOlO dO wOLftwjHjdjddjks dd fsHStdls)
MiSCbttedz® HJOGLORBO o Jtwddtsyjdedj ~ 8.

J yofmlslso 11 Al dBO fi oatej di3j dedzts tBBEL
Odz¢ jsdteOdedlsjy dzdyO MO leseatteddd Mif 7 AOs
sz zOIsdo dzdwls fsyjdes sk 25,5% SlscOL w9 O
BidHddzdzd Isj L dzOyj dadW 0 ( wOREGYO dz@ () tod dztsy j dz
blstlzCIszttOISO d2O0 wOLftejHjdjddjlts dz0 fsHCtdls,

MjClstcdzO HJOGCWOBRBO o 1toddztsy jdedj ~ 8.
RLIMNMdZi Ho OdzO | 1L Qo dMmMdcBE O] o3 dzi f O ®d3gf Istc d W
Cetej dzOydW . I Odze tso dW Is Csiwdyd,j dals 20 uwtff dted

iR dtcdydets (0] 86EY Rt tslsjtstejlsdydzOIsO Mists?2 dats
ftcd 95% d 0,21 tted 99 % Hiso jtedlsj dzdz® o jtetsW Isdz
Ui RixHbkz SOLddP MisOlsdMmisduyimSd L dg@ PO ( § to
fto@f tesf sSteyd 5dzOdzdzO o tei L € O

ssiWdydjdasi s &0 COyjMmsoatslsts dO {ssHStdls]ts
Mtej Hdzs OtedlsdBi Isd YdzOIs O Mists?2 dz&ME @O o oifgpPM B § O fn izl
Csjbts fsC0OLO 0O, YUy BYOC o9 0dzdwWIsO dzOHrRol todzw s ¢
bz ¢ © (v AB)dzd yO -

A2 Jduddts ftedodzj COIsj dzdzs WL JyjmSts tsBSte

I yofmklso [2 A[rdjdijdsdljddd WdLduyjmislkts
ftodo dzj C Oldlj2dBdzdidlz" d sl OdeS jIsdtcOdedlsj zd yo Mo
AOBMmMtsdzs Isdets fi ¢ &zOMj dzd0 ddzd 80, 4%. sbkdskzdzOlsd o d;
sMsOdOdzdlsj] Bletsotsted M &BiyHJdededlsj L dzOyj ded W
lteddztsy jdzdj -~ 6). uwlstezClizteOsO &O ©O2 ftoj Hj dzj
ftoj HMIsOo j dzO YtejL MjSlstcdzO HJOGCtLOBRBO o 1 tod dztsy
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J Yyomisls © 12 Ar dzj d3j dals d Is j dzdzO WdLdyj Mt
ftedo dzj € Olsj dzdzd O , 102 HEhd ls OdgS jIsdteOdzd Is |
AOBmMtsdzs Isdets i ¢ dzOMj dzd0 dozd 66, 7%. AsbkdizdzOlsd 9 c
sMisOdzOtkzf B o stcd ) dgd yHddzded sy L dzOyj dzedw (v OB
lteddzsy jdedd -~ 6) . tlstezCIsktcOIsO dzO tOL ftej HJ dz
ftci HMIsOo j 2O yYtejL MjShtstcdzO HJOGCLOBRBO o 1 tod dztsy

stsjWduydjdalsi s dzg© COyj mMoaslsts dO YsHStdls| te
(Mtcj Hdzs Otcd s s gzBBEPS5, O o1 HEBHSOSIBs ¢ 0
Yd ByYyoCoOdzdwWIsO dzOHr ol tedzvls ol LftedwWisdwlilsO L O s
18).

A 3 1Ttedwisdes d Mt lsdzgOlsts tsBdzj Uj dz §f § toftsdeO

I yoOmkls® [3 Awi lstezHddydlsy o [ MO Hdd y dzd
Mftcj sdzOBdwizh d 2Bl O0deS jIsdteOdedIlsy dzdyoO MO slsc st
i cdzOMmj dzd0 dadzd 84, 3%. AsbkzBzdizOsdodedwls f tetsyj dzl
slsesotsted ) d3j yHddzdzd Isj L dzOyj dzdv (v OBdzdyO A
6). dlstckzCIEzttOIO d2O w©WOL § toj H j dzjtadpdH frjdstO o dp@zOt HSS)
MdCltcdzO HdOGCKORBO o 1toddzsyjddj =~ 8.

I yomklsO 13 Auwi btekzuddydljy o [ MO HBBtEj
HEhd Bl O0dSijlsdttOddlsiy ddyO MO tleteo sted dzd Ml
66, 7 %. AskBzdzOlsdo dzdwls ftetsyj dzls tsls 58, % sk
By yHJdedzd 5] L dzOyjdedy (v OBdzdYyO Al 30 w1 df 11 daC

dlstczCIskztcOISO dzO twWOL ftejHjdzjdedjIsts dzgO f tsHCted
MiCltcdzO HdOGCKORBO o 1toddzsyjdedjy =~ 8.

stsiWdydd dzlsi Is dzO COoyd Mo slsts dzO fsHCtedls
OtedlsdBd sdydz®@ Miss2 dzesHB) j 9 6 YOMBOS @i O0MsEOj 48
fsCOL 9 O, Yd Byo0So0OdzdwWIlsO dzgOHR o9l tocdzWls o L ftedW
(vOBdRZJYyO -~ 18).

A4 uwitlojlMmisadj dzO oi dzh dzedv odH dzO J dzj 3] d
I yOfmisls® [4 Ali dhddwls oadH O jdzj Bj delsd s j
2O [ 1 ltewB9 O HO Mmi slso jlsMlsoa O dO kO dO f{ tcj
OdeC jIsdteOdedlsj dzdyO MO lesosteddd Mifm 7 AOB:
skdizdzOIsd o dzad v Is ftetsyd dzls tsls s % GhlEisd st O
d3d ) H d dadzd Is j L dzO Yy dzd W (vOBdZdyod A[40 w1 [ 1
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bSO O 20 ©OLftejHjdjddjlst &0 fHStdls)
MjChtedz® HJOCKLORO o 1 toddztsyjdedj -~ 8.

I yOfmllsO 14 Ali dhddwls odH O jdzj o5j dzlsdls g
2O [ I1tk@ijlsMse® &O IdfO @O ftjHfsOsw j dzOlsO
OdC jsdtcOddlsj d&dy0 MO thctsotteddd Mmif 7 Aos:
sk zOlsdo dzdwls fsyjdds ©ls 35,3% GltOLYs O
d3d M H d dzdzd Is § L dzO Y j dzd W (vO0OBdZdyoO Al 40 w1 o[ 11
B EBEO O ©OLftejH,jdjddjlsts &0 §oHStdlstbdw
MjChctedz® HJOCLO®RO o 1 toqddzsyjdedj -~ 8.

sejWdydjdadsi s 0 COyjMmbetits O fHSEdI
Otdlsdsj sqyud® Miss2 desils) o YOMsOi 549, Gsilst C
f5C 0L 0O, Yj YOS o OdedfivisiOs qaz@H]Ieas O dzvds L d s
(vOBdRZJYyO -~ 18).

Kputepunn M1 - M4 - CBAINBEB
="
11}
m
= 6.6
£
3 6.4
- 6.2
o 6
s 5.8
2 56

PelTuHr PelTuHr
"Bb3npusatmra" "OuakBaHus"

| mseries1 6 6.5

Ade. 19 vOfmbjd Stj¥dydjdls dz0 §P4jMotlsts Af Ol toc

tj2ddeci s dzO@ oi LftedwisdwlsO d twj2lddei s dzO
Af OljtedOdzdzfjldo (ficj Hdzs Otedlsdsj sdydedlsj Mlsts? dzs
Aol Lftedwisdwo  AtyOSCo OGA[F 06, § (i xf@dps disfeis
ddev i €fn dzO € ©Qj ficaftslg & A jf Islstcd (08).(w) mialzd y ©

- 18) .
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1) . stedlited? A) Qudydesflso (15

[ OLedzj Y HOB) fJsd) dzdzdoadlsy (YsHSCtdlsitedd)
Ctedlsjtedw Al OHjiyHUsMIBO yOMBdIlsy oz 1AYOCH Odzd
Ao Lftcdwisdud. (11

A 15 gt OL 9 Odaj dzO HsEtso Stoj ptfs S (BB h Oc

ftoj HSMISOa W dz] deO EkMdzkc OO

I yOfflsls® [5 AstsdOlts [ BBjhNO] HO ftjHiMIs
sts J Hd& ydts HO dJqLf§i dzdegd B j "N Oded j Ists0, 114 HI
slsetsotsteddzd Mifp 7 AOBmtsdzs sdes i ¢ d&zOMj dzd d dzd
sls 25, 59 o ct®OMIs OdzOdzd sy lsetsotsted M d3i 3 H d dzadzd
A[50 wi1¢f11 dO ltedasyjddy -~ 6). whttkzClkziO
fsHCtdlsjtedw [5 J ftojHMlsOo j 2O ytejL Mmj ¢ IststecdzO

] yoOmlsls® 15 AstseOlsts [1 BBjMOj] HONWES, HisSMIS
sts dqLf] dzdzv 9 O Iss9 O tsBjh Oddj o0, 105 HEM Bl O
i 7 AOBMmtsdzs sdets Mmi ¢ &zOMj dzd0 ddzd 68, 6 %. slzds
slstcOLYo O thMisOdOddlsj slsesotsted M o3 Y HJdedzd Is,
g1 ¢ 11 ZO 1 teddztsy j dad ) 6)QL § B st @zl tzEPls©®
fsHStedlsjted™ 15 | ftojHMsOo jd® ytjL mMjSlsttdO

stsiWdydd dzlsi Is dzO CoOyJ Mo sists dz@n to J fHisESC to d IS
OtcdIsdzd sd ydzOls © fls 52 dzts figls ydad lsasipd Y Sd iz HOQd )0 o
i6.4, Csjkts §sSOLOO, Yj BYOSCoOddvWkO dzOHRL o]

sdf bfiekcO (v OBd&JyO® -~ 18).
A 16 1tBwes O dO Mmi ykzeamlsadj Ci &8 §Oydj dalsdls,
fese dzj o

]l yomkls® [6 AstcOlsts bk {§tslstcj B dHsdp dzfvdzt® | H Q@izd €
fteswed MmMi yzemlsadj d HO M Mbtejddd HO EMf et
OdeC jIsdteOdedlsj dzdyO MO lsesosteddd Mim 7 AOB:
skRzdazOldodedWls ftosyjdls s 27,5% slscOLWwe O
B34 X H d daded Is § L dzOyJ dzd v (v OB @d YOt d Azfs6 § dadijs ¢ [ 1 1€
tlsteClszteOlO &0 ©wOLftejHjdzjddjlsts dO §sHCtdIls)
fMiSktstedz® HJOCEORO o Jtoddzsy jdedj -~ 8.

] yOfksls® 16 AstscObt E | Of ol LddSdj §ttsd
HO fj Mbtejdd HO 1 d EMisSsdo, 99 rbkshted dyls Oc
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i 7 AOBMmtsdzs sdets Mmi ¢ zOMj dzd0 ddzd 64, 7%. slkzds
slstcOLYo O thMisOdOddlsj slsesotsted M o3 Y HJdedzd Is,
g1 ¢ 11 ZO 1 toddztsy j dad ) 6) . dlstczC sEtcOIs O
fsHCtedlsjtedw [6 | ftolHMIsOs j dz® teqtdzisp) J fdgd § Is & to &O

stsiWduydd dzlsi Is dzO COyj Mo tslsts dz@n te J fHisESC to d IS
OtedIs B Isd ydzOIls © Mls ts2 dzts figls yd2an lsalsipd Y Bd jf Bz YOd )O o
6. 4, Ceilbbts fC0OL9O O, Yyd BYoOCoOdzdvwIsO Mmi ot OH
sdf kEffzEcO® (v OBA&ZIJYO -~ 18).

A 17 1 0OHJ>HMB®Yde fdeG [

Il yofmlsls® [7 Af) J HA yds HO JddBBO dzOHj ) H dz
OdeC jIsdteOdzdlsj ddyoO MO wlesosteddd Mifm 7 AOBT
dzdlsts jHddz ) AOBMmtsdzs Isdets dgj i ¢ dzOM  dzod . s 2 d3lz
slstcOLYo O tMisOdoddlsj Sils ¢ s azO®tq g dadfry  dfJuyOisddagdzpCs
g1 0 11 zO0 1 tod dztsy j dzd | ) 6) . dlstczZCIsZtcOIs O
fsHCtedsjtedw [7 | ftjHMmlsOs jdO ytejL MmMj ¢ lststcdzO

I yOmlksls® 17 Af) dBO dBOHJYIHBO tjflzsOoydwo,
Zdy® MO Gl tsted dzd ffji dnzOM j Az0 B foftsizls IsGs%. s k2 o3t
ftesyj dgs s 33, 3% lcOLWs O tMisOdOddls] lsét
(OB dzdyo Al 70 w1 Of 11 dz0O 1 tod dztsy j dzd
cOLftcjHjdzjddjlsts dO fftsHCtedljtdw 17 | ftejHMIs
o ltoddztsy jdedy =~ 8.

stsi W dyd Jsdzls dzO COyj Mo tslsts dz0 i ey tadids] tc d v
OtedIsdzd sd ydzOls © Mmls ts2 dzts figls yda@n Isalsipd Y 7d i Bz O d )O o
i 6. 4, Csjbts fsCOLOO, Y BYOSC o9 OddWIsO dzOH R 9
sdf kffzEcO (uvOBAZIJYO -~ 18).

A 18 1TtjHuisMisOoawdzsgy dO bkMdkzEcdPlsO o tsBj M Odetsls

] yoOmllsoO [8 Afy j Hdd ydets HO fjHESMIsOaw I
123 HENMd tlIs OdS jIsdteOdedlsy dzdyod MO BGlsetse tstedd
ddzd 80, 4%. skdBzdzOlsdodedwls ftotsyjdels tsls 19, 6% t
dB3j ¥ Hddedzed sy L dzOyj ded¥ (v OBdBf y O tc ALY dzef § ¢ [ 4
dlstczCIskztcOIO dzO wWOLftejHjdzjdedjlsts dzO0 HtsHCtodIs
MiCltcdzO HdOGKORBO o 1toddztsy jdedj ~ 8.

] yomklso 18 Af) fHtjHisMIisOsaw EidzEedlsj o B
OdzC jIsdteOdedlsy dzdyOd® MO Bwlsesotsted dzd mMi4spHw 7 AOB
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stz zOkdodzdwls ftesyjdads s 25, 5% tslstcOLwo O
d3d ) H d dadzed Is j L dzO Yy j dzd W (vOBdZdyO Al 80 w1 df 1l
HlstekClsktcOlO dzO t©OLftjH,jdjddjlss &0 fsHStEdls,
MjSksttdz® HIJOCELOEBO o 1toddsyjddj -~ 8.

ssiWdyudjddsi s dz@lstS Ougomls e sHCtedls ted W dzs) 8
Otdlsdjlsd ydzOls ©® flsts? datsfigls ydadn lsasipd (Bg j Bz wOQd )O o
i6.5, Ctsjlkts §s8C0L80O, Yj BYUOCoOdIWIO dOHR oI
sdf bkffkzcO® (uvOBdJyO® -~ 18).

A 19 0CktcOldts otHjdj dO LOfdmdlsj s [

I yOMmiklsO [& YAgm HO HosHd LOfdMdlkj OCktOls
OdeC jIsdteOdzdlsj ddyoO MO wlesosteddd Mifm 7 AOBT
ilsts jHddz M AOBMmtds sdats dzj )i ¢ zOMj dzdo. skdzc
sstcOLYo O MsOkOddls] slesotstd f dj Y HJdedzdls,
Hl 0 1dz0 Jteddsyjddj -~ 6). uwbtkzCklkzOO dO
fsHStedlsjtedy [9 j ftjHflsOsjdd yttjL MjSlsstdo

I yOfmiklsO 19 Afy eotHd LOfdMdls] OSEk©Olsdsd
Zzdyo MmO wslsetsotsteddzd Mmi i 7 AOBmMtsdz Isdatsd Mild ¢ dzOTr
fesyjdds s 23,5% SkteOL"s 0O 6MsOdOddl] ¢t
(OB dzdyo Al 90 w1 Of 11 dz0O 1 tod dztsy j dzd
cOLftcjHjdzjddjlsts dO ftsHCtedlsjtdw 19 | ftej HMIs

o ltoddzsy jdedjy -~ 8.
RLIMNdZiHoOdzO | L OodMmMdRsBEEG,] di.i dzih f Ok D d3gf Iste d
Cetej dzOydvw . I Odze tso dW Is Csiwdyd,j dals 20 uwtff dted

dRBRfdtcdydets (O] 2By RjtsftslsjtstejlsdydzOlsO Mists?2 dats
fted 95% d 0,21 fted 99 % Hiso jtedls i dzdz® 9o jtesVWIsdz
U BixHlE SODOddP MisOIsdmisduyiméd L dz@PPHO ( ff to
fteOo s tetsf SteydtsdzOdzdz® o tel L € O.

stsiWduydd dzlsi Is dzO COyj Mo slsts dz@n tc J fHisESC to  Is
OtedIsdBd sd ydzOls © Mists2 dgts mds M loldnN@ LA jndhz. ydE,) O
19i6.59, C(jkt fC0Ls0, vy YOS 9 ORzdLd Ols & Lisdn tc
sdf EfMdzze® (v OBAZJYO -~ 18).

td2bddeei Is dzO o LftedwisdwlsO d toj2Ilsddeci Is dzO
Al OH Y HdztsTijlgc® 01 I Misj Hdets Otedlsdzj sdydedlsj MMlists?2 dats
Aol Lftedwisdwo d AtsyOSCeoOdedwo) | M sB®fls dediasls 6,
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ddzi i S dz® tCs@Q] B dls jiedd j 56lsted jan,j djods dd yo
- 18).

Kputepun H5 - H9 CBEANBE

6,54
6,52

6,5
6,48
6,46
6,44
6,42

6,4
6,38
6,36

Mean "05-09" M1 "B5 - B9"

PeituHr PeittuHr
"Bb3anpuatna "OvakpaHua”
| W Series1 6,42 6,53

AdG. 20 yvOfmisjde StsjWdydy dals dzOi €90y Miso slsts Ay OH ¥

1) . stedlsjted?2 Alliridpd)o,smiso ([10
A 10 1 jtehmtsdOod s &0 [ § HdMydy dddtOdz

I yOmklksO [10 Afl [ dzj Mdzj HopdaW @] BY
fslstcj Bdlsj dzd Is j , Cts6e 0O Itsydets hj Bi H] ftojHBHIS
OdeC jIsdteOdzdlsj dzdyO MO wlesoasteddzd Mi M 7 AOBMmE
fl AOBMtdzs Isdets dzj )i ¢ dzOMj dzdo, ddzd 59 %. [ MisOdzO«
By yHJdedzd Is] BSlsctso st de@ OletexffdgtOy jAdELj0 ~ 6) . wdls
cOLtejH]jdzjdzdjlsts 20 ftsHStedlsjtedw [10 j §toj Hnlk
o lteddztsy jdzdj -~ 8.

I yOmkkO 110 Af) ddWsttdkdted f§slstwjsdlsjdd
ftoj HSHISOo j 2O EfMdzEE OO0, 105 HEhd B Bd?jlsdt
AOBMmtsdzs Isdets i ¢ dzOfmjdz0 ddzd 68, 6% d 9 f AOBf
[MsOdOdzdls] tlsesatsted Mj tOLMi290Ils o dj ) HJ dadac
ltoddzisy jdzdj -~ 6). uwltokzClkztOlsO dO twOL ftejHj dzj
ftojHMISOo j 2O yYtej L ] Qelstsitsdz@ dadfOSteBRO o

stsjWdydy dalsi Is dz0O COyj Mo tsilsts dzOfm tc Jf Hsdet€ tc d Is
OtedlsdBj Isd ydzOls © fls 52 dzts fpls e lsolsi] yS1d0 fjdzt3y, &d7), O
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]106.16, SCtjbts fs¢O0Ls0O, Yj BYOSosOddwlsO
stsLd Idf EMdzEeO® (v O0Bddyd® -~ 18).

A [11 votsjotcj dsj dedets ftoj HisSMIsOoawdsy deO EMmdzze

I yomlskso [11 Aflk MmMstcOdkd dO0 ftlktjsdls]j ddl
5YOS 90O daj L OBOodzs ftoj HMNsOoawdsy O kZMdzze OO 5|
sls OdzS jIsdteOdeflsj ddy0O MO tslsetotsted dfd 2fi, i 7o A
72 fnp AOBMmtsdzs sdets daj i ¢ dzOMj dzo , dqdzd 47, 1% (
ltocddztsy jdzdj -~ 6). uwbtkzClskztcOlO dO ©OL ftej H | dzj
ftci HMIsOo j 2O yYtejL MjSltstcdzO HJOGCLOBRBO o 1 tod dztsy

I yOfmklse 111 Aldj da f(dkzzyOeOlj 1EMSkcO
dzj L OB Qo detsd, 63 HEhd tls OdS jlbdteOdzdlsj dzdy0O
i cdzOMjdzd0 dazd 41,2% d 51 m AOBMmtsdzs sdzts dzj M
Al110 wi1¢fa11 dz2O lteddzsyjdedjy -~ 6). wlbtekzClizts
fsHSCtdlsjtedy 111 | §toj HMdcOtg@BO yds jU to dndrts s jsdedizC

stsjWdydj dalsi Is Zz0 ¢COoyjMmbetlst dzOM tc jf #sdets tc d Is
Otedlsd3j Isd ydzOls O Mists2 dats figls ydddn Iselshipd [ S1dl ) dzlz \BQ d4)3
1114,22, Ctjbs f5C0L0, yj ByYyOCoaOddwls0O dzj d
stsLd Idf EmMdzEeO® (v O0Bddyd® -~ 18)
A [12 [ slsde tcOdaetsfls Iz i Istezn dad ydls g ¢ C
fslstejBdlsj dzdls j

] yOfmilsls® [12 Awi btkzHddydlsy daj oddeOcd MmO
HO fsdisedzOls dz0 ftslstejBdlsjdzdlsj o, 45 Hbkhd tls
mMim 7 AOBmtdz Isdets i ¢ dzOM | dz¢¥ Isdfiaizd dZ M) & WO | @28 ,
51 %. (vOBdZdyod AJ120 w1 df 11 dz0 1 ted dztsy J daq §
tcOLftojHjdzjded jIss dz2O ftsHSCtdlsjtedwy [12 j ftoj HML
9 ltoddztsy jdedy -~ 8.

] yOfmlsls® 112 Awi lstezHndzadydlsy dagj o ddzOcd duL o«
fslstcj BB, dzdlls5] HEhd sls OdeS jlsdiOdedlsjy dzdyO
AOBMmtsdzs Isdets i ¢ dzOMjdzd0 dadzd 29, 4% d 63 f AOsB
(OB dzdyo Al 120 g1 0f 4 dz0 1 tod dztsy j dad
cOLtjHjdjddjlss dO0 fosuHCttdlsjwdw 112 | HijHMmL
o ltwsfdgdedj -~ 8.

stsyWdydy dzlsi Is ZzO0 ¢COyjfMmbestlst dzOfm te Jf Hsdets tc d Is
Otdlsd3sj Isd ydzOls O Mists? dets figls yddd Iselsipd (S1cR ) dzlz \BQ d4)9
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1123,84, SCtjbts fs¢OL0O, Yj BYUOCoOddwlsO {5
ssLd bdf EmMdzEcO (vOBAEZJYO -~ 18).

RL Mdzi Ho OdzO JREMEIBE@ M i Y HIE Q2 yteg L
d2i [ OteORBj Isted ydz® S stej d&zOydw . [ Odzetsodwlils CtsiWwdy
EMlsOdzetso i dz | RI-A e 8zls  if ctfdw dz tsls s tstejIsdydzO
Mists2 dztsfls tsls 0, 16 Hted 95% d 0,21 fted 99% HE
4 dzi His9 Ols j dzdzts, Bslsdo OydWwisO dz0 ff | teMisdzOdzO i3S
yte jGtedls jtedw [12 Altslsde dteQdetsils Iz i IstelzH dzd yd
20 ftssteiBdlsjdzdisjo. SOIdA® ffld@isddnisdui & d L dzO
(fted 1 = 99%) MddzdzO B teOlsdetstf tetstf steyd tsdzO dzdz® o

A [13 1itL BGhketsoste O dsdkzBOKO dO §0O0ydJ

i J tefts dzO dzO

I yOfmlslsO fijill8tcAwpddydlsjy MO ftj COdzj dets L O Isd,
BsdzB OIsO d&zO fslsteiBdlsj ddlsi, ks | dstcdzOdzdzso,
MO Bbeseatsteddd MifMm 7 AOBMmtsds Isdes Mmi ¢ &zOMj dzod
dzj i ¢ dzOfmj dzo , dqdzd 54, 9% (uvOBdZdqyO A[ D30 di ¢
dlstczZCsztcOISO dz2O tw©WOLftejHjdzjdedjIsts 2O fYsHCtdIs]
MdCltcdzO HdOGCKORBO o 1toddzsyjddj =~ 8.

I yOfmlsisO 113 Awli stezHdzedodlsj MmO {§tej ¢ Odzj dzts
BsdzB OlIsO dz0@ fsslstcjBdlsj dzdilsj o, 45 HBEhM Bl OdzS j I
7 AOsktetz i ¢ zOMj dz0 ddzd 29, 4% d 63 M AOB mMisdz
(OB dzdyo Al 130 g1 0f a1 dz0 1 tod dztsy j dad
cOLftcjHjdzjded jIsts 2O sHCtdIlsjtedw 113 j ftojHML
9 lwddztsy jdedy -~ 8.

stsiWwdydJ dzlsi Is dzO COyYyd Mo tslsts  AzCnte jf HsaetS tod Is
Oted s sd ydzOIs © Mls 52 dzts fripls i@E Iselsipd (€103 fjdziz3y, @Od4), ©
1183,8, Ctsjkts 1s¢C0L0, yYj tyo0SeoOddwilsO  sftcy
sdf EfMdzzce® (v OBAZIJYO -~ 18).
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Kputepun 010 - 013 CBANBB

4,5
35
2,5
1,5

0,5

Mean "010- 013" 1 "B10 - B13"

PeiTuHr Peidtunr
"Bvanpuatua’ "OyaksaHua"
W Seriesl 4,5 34

AdG 20 yvYOMmlsjde StsjWdydj dals dz0 Ciguidmlso slsts AfIsL d o yc

td2kddzci s dz0 oi LftedwisdwlksO  twj2lsddzei Is dzO
AlLdoydotsflspl3(1p Mmi slse jlsdets 4, 5 y @fnlSdzcfw Is( W
ddzi i S dzO  C @) flstodsldsjsted W [ 33 [JlOftsdztsy dlsj dzj da
(vOBAEZJYUO -~ 18).

1) . stdlsjted? Avsdspaydetsmlso (vld4

A vi1l4d orjtsdy d 9L OddBdes tOL B dtcOdzj Bi Y HE

ftslstej Bdlsj dzd s j

I yomlsksO [14 Al tlbtejBdljddlsj kttveoO HO dd
o Mmi stekzundzdydlsj dz©@ [ 10, 114 HBEhd tls OdS jIsdte
AOBMmtsdzs Isdets i ¢ dzOMj dzd ddzd 7 4, 5 %daidfni dadidn j flad d
[MsOdzOdzdlsj] Bletsoatsted Mj ©WOLMj29 0l o dgj Y H d da
Czizz 5 &zOIsdo j dz ftetsyjdals 25, 5% (v OBdZdyod A[140
blstelzCIsEttOISO d@Z0 ©WOLHtjHjdzjddjlss dzO ftsHCtdlsj
g Cltstedz® HJOGCWLOMBO o 1teddzsy jdedfj ~ 8.

] yofmblsoO 114 Aldj dsyjlsjy HO M jHBo jtodlsO
Hizh d Bl O0dzC jIsdiOdedlsy dzdyO MO lsetsotsteddzd Ml
74,5%-@30 8 AOBMmtdz sdes dzj Mi ¢ d&zOMmj dzd d dzd 2 %.
cOLMj290I o BiyHJdddls] krdsndsdtcdO sdf o itz i Gasdz
25, 5% (uvOBddyO® Al140 w1 o 11 dz0 1 ted dztsy j dzd .
cOLtjHjdjddjlss dO0 fosuHCtdlsjwdw 114 | i HMml
9 lwddztsy jdedy -~ 8.
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RL Mdzi Ho® OdzO i LOo dind dBtsiisls ©  S@j uHelz L 1 14
dzi { OttORi Istedydz® Ctstej d&zOydw. + Odzetsadwlis Cwsiwdy
EMlsOdzese jdz R dtedudes i( OB Sl Kstej Isd ydzO
Miss2dzsils tsIs 0, 16 Hted 95% d 0,21 Htcd 99% HE
[Is €7 Hjlsts Mmdzj H9 O, ydol ditk@ Higls Qe dimifd yi M¢d L dzO
(e 4 = 99%) HtcOotsftosf StoydtsdzOdzdzO otci L € O.

stsjWdydj dasi Is 20 COyjflsotlsts  dzOMmte jf Hsdzt€ to d Is
Ottdlsd3j Isd ydzOls O Mists2 dets figls yddd Iselsipd [ S1cft ) dzlz 6Q d3)9
1146, 49, Ctjlts fs¢OLs0, yYj BYOCaOdkdwlso
stsLd sdf kEfdkzBec® @8Ps ddy

A v15 [Isdztsh jdzedj dz0 MdekztedetsMmils o B L S OMdats

fslstejBdlsj dzdIs j

I yYyoOfkls® [15 Al tskttjBdljddlsj kttwBoaO HO fj
sBhkoOdgj sts fd Mmif M steknddydlj & [10, 123
slsesotsted dzd Mmi ) & OB oD dzed lszdpts 8fi, 4 % d dzdlsts j H
dzj i @ dZOMj dzd. skdBzdzOldodzdwls ftesyj dals tsls 19, 6°¢
i wBiyHddeded sy L dzOyjdedw (v OBIRZJqUO A[150 w1 0]
HlstezClskteOO dz2O0 twOLftejHjdjddjlsts dO §sHStdls

MjCBEHJOCLOBRBO o 1 toddsyjddj - 8.
Il yomklse 115 Aldj Mmj ykomlseoaOlsy o BJjL T O
fi stebrndzdydlsjo, 114 Hkhd I OdSjlsdteOdsls

AOBMmtsdzs Isdets i ¢ d&zOMj-dg® oz OB ) 1s Bz%ls dizpts 3 dzj i ¢ dzO
[ MsOdzOdzd s GEkEOsMHERd O] 8 d&BjYHJdddIls] lsctso st
Cdzz 3 dzOIsd o j dz ftetsyj dals 25, 5% (v OBdzdy® Al 150
dlstczCIsEtcOISO dz0 tOLftcjHjdzjded jIlsts dzO YtsHCtedlIs ]
MdCltcdzO HdOGCKORBO o 1toddzsyjddj =~ 8.
stsiWdydd dzlsi Is dzO Coyd Mg sstsd v dzOm td F Hsdzt
Otedls Bl s ydzOls© Mists2 detsMmis 0 ZQ OB DAS d 1 Hdzz yOd§ , 5
yomislso© 1 165 47, Csd Ists fs¢OLo O, Yd sYyo¢< o O
ol LftedwisdwisO LO IssLd Isdf EMmdzEeO® (v OB dEZJYO -
A vle I jydzdeossMmls dzO0  jtemsdOdzO M §tlstejBdlsj
I yOmlslsO Isfelzbi dzlyidlsj] dzO [ kKWB9 O HO BI HOL
sls OdeC jIsdteOdedlsj dzdyoO MO tslsetsotsteddzd Mmi i 7 A
dZdlsts jHddz i AOBMmtsdzs Isdets dzj Mi ¢ dzOMj dzdo . [ fls O dzC
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BiyHJdedzd Isj tslsesotsted d M MisOo dzv o Ol v Ok dzd AP dzO |
A[160 w1 ¢[11 dO ftedhsyjddj -~ 6). whtekzCllkzt
fsHCtdlsjtedw [16 |jJ ftojHMlsOo j dzO yYtejL Mmj ¢ IststedaC

J yomisls® 116 Auwi stezndzd ydls z0 [ mo
Odz jIsdteOded sy dzdy0O MO tslsc tshyitsdedf@Agj dgd fd d2d A8, 4
BO ) AOBMmtsdzs sdets dzgj i ¢ zOMj dzd dadzd 2 %. [ fMls ©daC
BiYHJdzedzd Isj] lsetsoasted d M MisOo dzw 9 Ols € k& dzlz 3 dzO I
Al 160 w1 o[ 11 ZO0 ftoddztsy jdzedd -~ 6) . dlstczC Iskzte
fsHCtedisjtedWw BABH| O HI M ClsstcdzO HJOGCKLORBO o

stsiWdydd dzlsi Is dzO COyj Mo tslsts dzOm te jf Hsdzt€ te d Is
OtedIsdZd s ydzOls© Mists2 detsMmis 0 ZQ OB S d 1 G)dzz yOd§ , 5
Yy0Ofmilsls© i1, 67, CsjIsts fsCOL 9O, Y J syo¢ o C
ol LftedvisdwilsO LOEkEE®L § v19¢ fzdyi@dz™ 18) .

A V17 18BHHEI YCO dO fjtehtdOdzO ks MistOdO

dWiClsdodes tsBMdzZY 9 Odzey d2O Y sIstej B dIsg dzd Is §

I yOfmlslsO [17 Awi stczrHdedydlsj IstcwBos O HO {t
OHjCo9O0OIdzO fsHHtl YCO LO HBBtets dJLi dzdgj dedj dz0O
OdeC |BEdels ] ddyO MO lsesotsteddd Mmi M 7 AOBMtds
dzdlsts jHddz T AOBMtsdzs Isdzts dzj )i ¢ dzOMj dzo. [ MlsOd
B YHJdzdzd Isj] lsetsoasted d Mi MisOe dzw o Ols € & dzlz &3 dzO I
A[170 wi1¢ofi11 d20 ltddztsyjdedj OL &)Yy Hj ezpteE§ b
fsHCtdlsjtedw [17 J ftojHMmlsOo j dgO ytejL Mmj ¢ IststedaC

RL Mdzi Heo OdzO d LOodMmMd RBtsMisls©  S@i >udelzi L [ 17
2l f OO sted ydzO . Olzf kO CtsjWwdydjdas odz0 utd
EMlsOdztse j dz | R dtedydets i ( Osdz6 &) SI$ B Ststej Isd ydzO
Mists2 desls tsls 0, 16 tfted 95% Htse jtedlsi dzdzO o j ot
fmdzi He O, \ d &3O MisOIsdMmMisdyjimM¢ d L dz20yd 30
ftcOotsf et Steyd s5dzOdzdzO© o tci L € O.

J Yyomislse 1 17ydhyi sz Hfdzf f sdzz yOoe Ols s MMist
stceOdzdL Oydw OHJCoO0OIsdzO ftsHHEGI YO LO HBBtt (
90 HBEhN tIs OdS jIsdteOdzdlsy dZdyoO MO Blete sted dzd
58, 8%®R® B AOBMmtdz sdets dzj i ¢ &zOMj dz0 ddzd 3, 9 %.
cOLMj290I o d&jyHJddzdlsy lsetsoasted d M MisOs dz
21, 6% (vOBdZdyed Al170 w16 11 dze O 1 tod dztsy j dac
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tcOLftejH]dzjddjlsts dz2O0 ftsHSCtedisjtedw 117 J fHtojHML
9 ltoddztsy jdzedy -~ 8.

RL Mdzi Ho9 OdzO d LOo dind d3ts fiflls7ls ©  dS@K.1 Mutdzj L |
dzl { Otc ORI Stedydz® S tstej dzOydwWw  Odeetsadwls StsiWwduyd
EMMisOdztse j dz | R dtedydes i(Osdz8&) SI$  fStstej Isd ydzO
MissY2detsinls tsIs 0, 16 fted 95% Htse jtedlsj dzdzO 9 j 6k
MmMdzi Ho O, yi dd&3O L d2OoyddikO (tfted 1 = 95%) fHtcOo Y

stsiWduydd dzlsi Is dz0 COyd Mlso sists dzOm te jif Hsdzt§ tc d Is
OtedIsd3j Isd YydzOls © fMlsts? deats figls @ Iselshid] S1d7 ) dglz \6Q )5
1176,24, (it fsC0O0L90O, yYyd YOS o OddVWISO dzj
stsLd Isdf kmMdzEeO® (vOB&ZdYO -~ 18).

td2bddei s O o LftedwisdwisO d tj2iddei Is dzO
Avo jtoj dedetsfijlsd 7v 4 Ml slso jlsdets 6, 6O Mls & Y5ls (rdfHsj. €
20 COoyjimL GoBisdsls j tcqfwly p14tsdtsy dIs(judeyeddzd(y0 ) ,
18)

Kputepuu Y14 - Y17 CBAINBBE

-B17"

Lo - T V5 R ¥ B = BN

Mean "014- 017" v "B14 -

T PeituHr "Ovakearma”
"Bb3npuaTua’

| B Series] 6,5 6,5

AdE 22 vOflsjde SsjWdydg jidsj deRs RO o slsts A

[). stdlsjted?2 Auwl ykagmpodjo (ul8

A ul8 RdHdJodHEZOM]d fBHABH dO [ Ci &3 st

] yOfmllsO [18 A [Is [ d MmMdzjHes O HO Mj Yy
ode 3Odzdj €1 3 YslstejBdlsjdzdlsjo, 57 Hkhd ls Odz
i ) 7TsA®isdsts M cdzOMjdzd0 dozd 37,3% d 63 ) AO

105



41,2% (v0OBddy® A[180 di1df 1 ZzO 1 tod dztsy j dzd .
cOLftojHjdjddjlsts dzO §tsHStedlsjtedw [18 j ftojHml
o lteddztsy jdzdj -~ 8.

I yOfqlsls® 118 Af) (oW OdsSb dd dkOdd fozi dbd 7
sls OdS jlsdteOdzdlsy dJyO MO sletsotsteddd i 7 A
330 f AOBMmbBdz Isdes dzj i ¢ zOMjdzdo ddzd 2% (v O
ltoddzsy jdzdj -~ 6). uwlstokzClkzteOlO &O tOLftej Hj dj
ftejHMISOo j 20 Y OchPROsBdZDicd dztsy j dzdj -~ 8.

stsjWdydj dasi Is 2O SCOyjMmsoslkts  dzOmts jf Hsdet tod s
Otdlsd3j Isd YydzOls O Mists? dets figls yddd Iselsipd [ S1B ) dzlz \BQ dO)4
118 6,57, Cjbts fsCOL OO, Yyd BYOCoaOdzdwIsO s
stsLd Isdf kEfMdze® (vOBddy® -~ 18).

A v19 1twsWwe0O® dO ddyds yomlsdj b flsOdC

ttjh Qo 0Odsy dO ftosBdzj Blsj 2O slstejBdlsj dzdls,

Il yomklse [19 Afl Mmi stekzndedydlsj dzj MMmdzj Ho (
fjtemMcdzOdzdets o dgd BOdedj Si &8 YtsistejBdlsj dzdlsj o, 48
slsesotsted dzd i M @i cAdpeifjizny Isqazgd 31, 4% d 57
dzj i ¢ zOMmj dzd0 dodzd 37, 3% (uvOBddyO A[190 w1 o
blstcClszteOlO dO tOLftejHjdzjddjlsts dzO@ fsHStedls
fMiSktstedz® HJOCLORO o 1toddztsy jdedj -~ 8.

RL Mdzj Ho OdzO d LOoadMmMddiisMisls©  S@i uHelzi L. [ 19
dzi { Ot ORilsted ydz® Ctstej dzOydv . t Odegtsoadwls Ctsj%duy
EilsOdztso j dz | R{-A e Qb2  if ¢ fd &3 tsls  Isj tstej Isd ydzO
fMlsts2 detsfnls tsls 0, 16 tfted 95% d 0,21 fted 99% HE
[ixnl [BOIJddO MisOlsdmisduyimMéd L dOoyddiko (ftd
EB®Isdstf s SteydtsdzOdzdzO otei L € O.

I yofk® 119 Awi steHddydl] d&O [)ftcwew,
odzd BOdzd j 6, 69 HEN] Bl OdS jlsdttOdzdlsj ddyOd MC
i cdzOMjdzd0 ddzd 45, 1% d 45 ) AOBMmtsdzs Isdets daj
Al190 wi1dfi11 dzO0 160Qd dzsoylEet&(SilsZteOl O dz0 oL §f toj
fsHCtedlsjtedw 119 | ftejHmlsOo jdO ytjL MmjSlststedzC

stsjWdydjddsi s dz0 COyjfmlsotslsts  dzOmte jf Hsdets to d Is
OQtedls Ry sdydzOls © Mists? dats fnds DM oA W9 fjdkzz3,09() O
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1194, 71, CsQusesO,fs§] BSUOCoOddwlsO fshijh Ol ¢

stsLd sdf EfdzeO (vO0Bddy® -~ 18).
A 420 1L dz090dzj dzO (wslstejBdzsmisdlsy dz0 ff slste
I

] yOmlslsO [20 Al jtjOddmisdydsts j HO Mmj Yo
L dzOdedw L O dzzyHdlsj dzO | tslstc jdak g bsjdePlsizifds,j 3B Y@
ssesotsteddzd Mmi M 7 AOsfMmtsdz Isdets i ¢ dzOMj dzd  d dzc
dzj i ¢ dzOMmj dzo d dzd 51% (uvOBd&dJYyed A[200 g1 0 J
blstokzCIsEtOlO dz20 ©WOLHYtjHjdzjdzdjlsts dzO HsHStdIs
MiSlstedz® HJOGCLORBO o 1tddztsy jdedj ~ 8.

] Omnlkls® 120 Awi lstckndzdydlsjy dz0 [ dai L dzOW s
sls OdC jIsdteOdzdlsj dzdy0O MO tlsesotsteddzd Mmi i 7 A
60 f AOBMmBdz Isdzs dzj i ¢ d&zOMj dz0 dodzd 39, 2% (
ftoddzsyjddj -~ 6). uwbttkzClkztcOlsO Sde@ Istp @i ¥ tc | 2 j0dzj
ftojHMisOo jdz0 YtejL MjSltstedz® HJOCKLORBO o 1 tod dztsy

stsjWdydj dzlsi Is dz0 COyj mMsotsists dzOm tc jf HsdetS o Is
Otedlsd3j Isd ydzOls © flsts2 dats fipls i@ Isolsi] y$2d0  fjdzizBy, @9), O
120 3,73, Csjlsts fC0O0L 90O, Y4 o yStedovdsfdsloo Lt
stsLd Isdf EMdzEeO® (v O0Bddyd® -~ 18).

A w21 [todjdsdicOdesimls Ci o5 tetsedzj dzdls dz0O

Mt Od® 20 [

I yomlsls® [21 Al jtjOddmisdydsts j HO fmj tyo¢S
Ci s ddzlsj .o Mdlsjy dz© YslstejBdlsy dzdlsj o, 33 HIzh
Slsetshaeke Mi ) 7 AOBMmMtsdze sdzgts i ¢ dzOMj dzd d dzd 2 1
dzj Mi ¢ dzOMjdzd0 dozd 49% (vOBddqUO A[210 w1 df
blstcCsEtcOlO dz0 ©OLYtejHjdzjdzdjlsts dzO HsHStdIS
M Clistedz® HJOGCELOMBO o 1teddzsy jdedfj -~ 8.

I yOfmislso 121 A detlzjCijds tslte@fhddisid tedddzls j tej fid o,
OdeS jIsdteOdzdlsj dzdyO MO wlsesoasteddzd Mi M 7 AOBTMmE
il AOBMtsdzs sdats dgj Mi ¢ dzOMj dzd dozd 45, 1% (v OB dzd yC
T 6). ulbttkzClkzOlSO dO w©WOLHtejHJjdjddjlsts d&O &
Yytejmd SlststcdzO HJOGCOBRBO o 1 teddzsy jdedy -~ 8.

stsyWdydy dzlsi Is dz0 COoOyj mMsotslsts dz0Mm tc jf HsdetS to d Is
Otedlsd3j Isd ydzOls © flsts2 dats fipls i@ lsolsi] yS2dl  fjdziBy, GBf5), O
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121 3,53, Ctjbts fs¢0OL80O, Yj BYOSoOddwlsO
stsLd Isdf EmMdzkze @s).( s OB ddyd® -
A 422 vHutsBded L O ofMdycd twslstejBdlsj dzd Yyomtse

J yofmlslso [22 Afl [ dzj MdzjHoa ® HO MM
fslstej Bdlsj dzd yOmtse | dzO tOBBISO0, 48 HBEkhd Bls C
fMi i 7 AOBMmtsdzs sdets i ¢ dzOMmj dzd dozd 31 ,04%daff 75
49% (vOBddYO AJ220 416 11 20 ftod dztsy § dad §
cOLtjHjdjddjlsts dO fsHStedlsjtedw [22 j ftoj Hml
o ltddzsy jdedy -~ 8.

J Yyofmisls® 122 AvyOmsejlsj dO ©OBtlSO dzO |
fslstejBdlsj dzd o, 111 HENMJdJy®ls MO 5 lse e ddzd o
AOBMBdzs Isdzts i ¢ dzOMmj dg® FHolzdh OB s ls dzts 3 dzj Mi ¢ dzO
(OB dzdyo Al 220 g1 0f 11 dz0 1 tod dztsy j dad )
cOLtjHjdjddjlss dO0 foulCtdlsjtwedw 122 | i HMmL
o ltddtsy jddj -~ 8.

stsjWdydj dzlsi 1§ Oy ilse silsts dz0 f S5H C tdpidyj jHtaig u
Otedlsd3j Isd ydzOls © flsts2 dats fipls i@ lsolsi] S22 fdzizBy, G6f3), O
l1226,41, Ctjbts fs¢0L80O, Yj BYOSoOddwlsO
stsLd Isdf EMdzEeO® (v O0Bddyd® -~ 18).

Kputepuu C18 - C22 CBAJIEE

Mean "O18 - 022" 1 "B18 0 B22"
w

T PeituHr "Ovakearma”
"Bb3npuaTua’

|lSeriesl 5 36

AdeE. 23 vOfisjdz St dyidibeshkodp@ay n&o slsts Ay
ti2kddzei Is dzO@ oi LftedwisdwkO d ©j2lddei s dzO
Aui ykofmlse dijud2 24 1j8 i slse j Isdets 5, 0O figls d&f,w6s _ VcpizH. j €2
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20 SOy, fmld Ltaxf Isj tcdw 2P ¢ 18& tsdztsy d Is(j W) slaz{ O 47) ,
18).

lted jJHddOHjMil Bl fHSCtedlsjteddlsj, YOS o Odz
ftojHd dzd 2 dets s ts f sdzz yOoe Odzj , ftcjoadh Oo Ols 9l L
f sz yOo Qdzjlds QS o0 Odzdovi I e W Is[dW IsOf 2, [3 [4, 15
17, 18, 015, uvle, v17, (lO@ls did)CS tiskdQd szl
COydmsotslsts LO bjLd §HSCtdlsjtedd. J IsjLd M
fodzsy dlsj dzdets ddzd tslsted yOlsj dzdets L dzgOyj dedj, © L O
2O L dOyj dedwWIsO &0 Htkzedlsi fsHStdlsitedd, COSCI
(vIi#417), YRS = 0.

lted HddzOH jMjls Bl fsHSCtedlsjteddlsj, YOS o OdedW
ftcjHd dzgj 2 dztlsts f sdzkyOoe Odzj, CtcdoOls oi Lftedwl
C IsyOSoOdpW kA tedvisdyrBO (10, [11, [12, [13,
420, w21, d w22), (OBt dskas.j dzj e & R tsj} Hgjo
fsHStedkijied?2 YOS o OdzdwsO L O &jHJyddhe oo k&
f sdzz yOoe Odzj , mMi af OHOI M ol LftedwWisdWQsO IsL . dzj
sYOS o OdzdwlsO = ol LftedWisdwlisO, Cjlts St Hy
CoOyjmsotslsts LO fsHStedIlsj tedWw.

M1-M2 H5-H9 010-013 y14-y17 C18-C22

EBB3MNPUATUA B OYAKBAHMA

AdekteO - 24 [BtsBh j dZO COtlsddzO dzO Ml Slsdesh jdzed j st
toj2Isddze AsyOCoOdzdwo L O BiHdyddzmMS OISO EZMdzEd O L O
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vlss2dsmisdls] dz0 (sHStdlsjteddls) SfwjHjdvlis
Ctedlsjteddlsjy o yOfikdls] AsyOCoOddwo d Asi L id
fejHmlsOew (Wdeked -~ 24).

). ¢6dzOdzdL dzO yOfplsdedlsy ddzvj S dzO S OyYJ Mis:
CiWdydj dz Is dzO SQIQ D) figtls aptf I ts

1l dzded sy tejLbkzdzsOld tls dLMmdzi Ho Odzj Ists L O w1 ¢
) 18 , Cewists ftoj HMlsOo W YRS &z ofmj ¢d J HC
CsdgWdydjdels LO BjHdquddemMSdlsy bEmdzzed dzO yw dzOIsc¢
lted ddzlsjteftc lsOydwisOG dzO yYRrRs MO dL § sdzL 9 Odzd
fsmmO: B LdOyjddy d ft tiLbkzdksOls, LO ydwist
tcOdzey qtcOdzed 5 L d2Oydasssmls (sOGBdEZqYyO 25) .

; : t Odzy dtcO¢ tJLEdisOl
stdbkiedd &ZzO YRS &ZzO YRS

1 418422 "dl Yk 1,4 Emf jhj

2 | 16013 "JlsLde 1,1 UL I

3| vlida ITVejtej d 0 My jh g

4 1519 "1 O0OHJYH (-0,2) EHitso dzj Ise tste(

5| [1-f4 "[Oljt.d (- 0,5) EHse dzj so sted

v OB d&ZdYyoO - 25 t Odp dteOdzj 0 yOfmisdzdlIs j ddzH j € qd dz
gl of 11

1 02 dedmSdwls CsjWdydjdzs dz0 COyjmetslsts j
Al Ols j tod O dzdzts fi-l90 ,5 ) v, RSO d=i@@idfves Ctodlsjted?2 Awli ylkzof
YRS = 1, 4.

1JcOIsdodedlsy YRrRs dzO-1A%dby @ sy detsfPsa  d [ 1
" [ ObjtdOkdtsimls” fj HEB&]Y O@E, HE G disj 68 EEH -
CjLEdsOLO f IsjL dkHisteddyjstedsds § B Plefsdzj so Stodls j
CoyjMmsots &O ftjHmisOowdzgy 20 &jHdyddemSdlsj kmd

) sdztsy dlsj dedzdlsj o cgzdzjeod L dz@Uj dzdW-u dZ@ 7 Y R S
Vo jto] dedzsfBEl13 TLlBLdo yd8EMIR" "di ykoflsoadj" &f
CjLEdsO0LO 6 Isj L @miSjedEnEdy 08O Y] Mso 5 dO |
20 dBIHdyddnhsdlsy kmazked §t biLd Stdlsjtedd) .

RLYdMdzw 9 Od3j sted dztseo dR Qi t@® di} HAdzd202d SQ.
| b dzzd RAEO22 cf i2lsddgd dg® YOS o Odzi e i dL

110



s Is Btsdzdzd yOls O
OtedIsdzi Isdydz® 9 j dzd uyd dzO

ytse j & (efmitCd OdzS | sdteOdz

tsls dzi gtso dls j

oy
Slsctso Ste

ltosdzj dgdzd RAMO 22 ¢t j2Isddze dzO ol Lftedwisdjeée Mmyj
ofmi¢d ytse j& Bls B tsdzdddSuj@dsfc O(da ifidyfd j@zls) $ Olts
OtedlsdzilsdydzO o i dzduyddzO tsls dzictsoadlsj ( Ptk g®d ¢
26 d voOoBd&kZJYyoO - 18).
SQI(0,4) = tji2ddze dzOi9ijRrkgdalsdad GUOEP
§ : fi . :
- BEEG] e B MEEN intg?vnall(i)inl\ian Esrtr?)r el

LIROL_22 ctd2bdde | 559 | 513i545 | 0814 | 504

RI1 _22 ¢t lso[dzc .
2157 1 e lsq’ 5,66 55171 5,82 0,078 5,6
3. |SQI 0,37 0,237 0,51 0,069 0,5

v OB dzdyo -~ 26 dlsOlsdmilsdyj M<d tcOL ftcj HY dzj ded W

Ao Lftedwisdwo dzO@ w1 ¢f 11
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5B dzj d3d

td2Isqdg tJ2kdd stsdWduyy

- stedlsjted2 LO COYjMmsotlst 40 50" B OC dz0
ol LftedW Couj Mis@ t
J1 |) tsdzded yPPds® i otcj d3j dedzO Isjrded S O d tsBtStelzH 9 Odad 5,96 6.55 -0,6
J]2 |Rdzsjtedtedlsj dzO { esehdzézd dds @O tds@zd ydets Ml Mmilstsw dzd § 5,57 6.49 -0,9
[3 |1 jtohbdOdskzdfa 0fGed W sdzs B dzj Uj dz d MY g lsdzOls 6.12 6.65 0,5
(4 |J) &&" dedvls odH 20 (W BdBOydBdddls) GOt kaOuwEds 06 &< d 5,94 6.45 0,5

fodo dzj S Olsj dzdzq

QfdouvrtrOf1LJuBf4)[1 6.0 65| YRS -8.5)(
H5 |1 tsczdzd yPuso edz" o © Mo tsdlsj BN Oded¥ HO SCOLOHO bMdk 6.37 6.53 0,2
H6 | 0Cs folsjBdly dzdls] MS  pasXrds Wls®s | a0 dj & ¢ d ©OL 6.35 6.43 0,1
H7 | ©dzdzd ydDds® dzOH j 3y HdzO tj flsOydw 6.35 6.57 0,2
H8 |umdzbc st dzdyRils Of 6] HEMsOa Wl dz0 fGtcjedls) dzdls] k& 6.45 6.59 0,1
HO | ) sdzdzd yPsE" c 0 O ctjh Cdls] J dajssydesmisdls]y o Mmotdlsy 6.59 6.55 0
Qr érrrr1 fauil(@)5 6.4 6.5 YRS -G1)
6 ) 15 dzO dai BlszdzEQYO IsHaf My d § dzd dzd tc O dz 6.16 3.47 2,7
65 0 i ClszdEEQERS@. 5 © b hmaizcdls] B L5 d 6§ jOlsdos d 4,22 3.43 0,8
ftslstejBdlsj 3,84 3.49 0,4

J
J
j oM & dz0 i ClszdzfApCfsdEO ¢ § § EBOE O &0 Mo 5dlsj
6
J

MG dz0 i CEzdFfOEOS®E. & ] OGO 20 Bsde OO 020 § Bl

0,8

ixYHEZ Yty B dlsj dzdls g sdzdAff Mi@iOLEPIEEOL @ Ols BsMW j 6O d
L B dtcOdzj
slsdetsh | dzdBvdsdzdinufOddgic j B dIsj dzdlsi mj uykzefmlsea Ol BjL 1 6.47 6.57 -0,1
j tofts dzO RitlskzdzfQLiOIseQ) y dzde f f slstcj B dIsj dzdls 6.47 6.59 -0,1
CtsosHMisptsdrded YEDIsGDL 9 © o MW COC 9O YHHEGI YCO dzO f j 6.24 6.55 -0,3
mMdzzy o Odzy dz0 § slstej BdIsj dzd s §
#18|s] i3 fsilstcj B &8 lsjddiflsfiRilseaf csWowWweo O ddzHdoadHEOMZ] dz2 f SHA S 6.57 3.94 2,6
6419} j ot dzO &islszdfQOdstsoy o W 9 O dzd ydets EZyOfmlsdj o tjh Oo Odzj 4,71 3.9 0,8
ftslstejBdIsj dzdls j
8420|) J tetsdzORicskszddoods@® (sistciBdtsisdlsy dz0 Metsdlsi 1§ tslstd 3.73 3.29 0,4
421|) j o dzO RickzdfQmils Osted j dzZsdtc® Si &3 fesBdzj Bl dz0 1§ 15 3.53 3.35 0,2
#22|vyOfmMtse jIs] dz@ sepdeypds EHtsBdzd L O oafmMduysSd tslstejBdlsjd 6.41 3.63 2,8
Qu3YyuvldwguvlrRrpTHR2BLS 50 3.6 YRS =
1Jdarefrr sdtArRAR[LIY 10 Sy avl [ v ( 5.7 5.3 SOIL=(0.4)
v OB dzd yo 18 Ay d&ztsB Odzj dz € ts1j @ joylafdpisaslsddiz® 1 ©Oyj Mise s ts
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3.1.2. [H§dMOdedj d OdeOzdL dz©@ Stedlsjteddls
B3 sStsH d SERFNQUAL, fteseo jHjdzd -8 EBEBP Aj dzCtsoa 00 or
Confidence Std
B stedlsjtedd Mean | interval for Errolr Median
Mean
[1|[BtstckHo OdzjIsts & [71 btwBoa O H 617 6,03-6,32 0,073 7
[ dzj B3 dzlsdIsj dz2O W dLduyd MEBslst
[2|lstew B9 O HiGE dgo drjjS Ols j dzdzts 5,85 5,69-6,01 0.082 7
g4l stezHdzdydlsyi o [ MO Hd %
{3 sBdzjyided d MmytcjlsdzOlsd 6,41 6,30-6,52 0,057 7
17 dgh dedwils odH dzO0 j dzj o3 dzls d &
sBCtel yjddy dO [ btewBo O H(
J4 |ftcjHMIsOa W dzgOISO EmMdzzc O 6.0 5,85-6,15 0.077 7
[ Olsj ted Odzdzts s
stseOlts [ BBJMhOWIS HO ftej HE
sftejHjdzd Mest, Isj MO HdE
IS5 |tBjhOddjlIsts 6,24 6,13-6,35 0,056 7
stscOts k fwmlstejBdlsd dzv 9 L dzg
Hdzi ydes HO HO fteswed Mmi yhk Of
6 M sCtsd fslstejBdlsj dzdlsj 6,27 6,18-6,36 0,045 6
J71[]1 4 Hdb Ydes HO dd3O dzOH J ) HC 6,47 6,39-6,56 0,043 7
J1 4 Hd ydgs HO ftejHESMIsOo W
[8 |otcj &Bj 6,4 6,30-6,50 0.052 7
J1 4 Hd>ydes HO otsHd L Of d Mg
[ 9 | O¢ Iz to ( ldstistsy dzfs ) 6,45 6,35-6,54 0.050 7
1 OH Y HdzsMIs
s 1 deij MdziHe © HO Mj YO
fslstcjBdlsjdzdlsj, ¢te0 Istyds
EmMdzEe Ol O 3,64 3,42-3,86 0,11 4
Jls MteOdzO® O §sistei B dlsj dzd Is |
sY0C o0 dzjfit@pHOMIsAse W dzj dzO [
i stseHdedydlsj dzO [ 3,77 3,56-3,99 0,109 4
gl stezHdedydlsy dafj o ddzOed MmO
N dZOdzdj HO fodBsdOls d&O i 297 2,73-3,21 0,121 1,5
d$Cts Ml stekendzdydlsy MO . € O¢
EHso dzj so stewils sz Ols O dzO 1
dzts te 3O dzdzts 2,92-3,40

stcw B oO® O

Slstej B (lsj dzdls § HO d(

HjCo9OldzO fsSHHt YCO L O HBE

aWIsO OB SISO

6,43-6,63

1

9 Mmi lstekzHdedydlsy dzO [ 6,32 6,22-6,42 0,092 7
1 slstejBdlsj dzdlsj bktewBoa O HO M

BjLfOMsdesMmls fted BBh 29 Odzj K

IR 6,38 6,25-6,51 0,066 7
4l stezrHdzedydlsj dzO [ Istew B9 O 6,79 6,74-6,85 0,029 7
gl IsteHdzdydlsjy IbktewBo O HO f{ ts5¢

0]

JIs [ dgf MdzjHo O HO M YOS

[18ddzHdo dHIZOdzdzts o dzd 3Odzd j S i 3 3,16 2,92-3,41 0,124 2
JIs mMi seendzdydlsy dzO [ dzj f

J19ftesV 9o O dzgO f j temisdzOdzdzts o dzd d3( 3,27 3,03-3,51 0,124 3
1dtej Odzdmisdydes § HO M Yoy

[20]) LdzOded" L O dgzqyHdlsj dz® 1t 297 2,76-3,17 0,106 2
1dtej Odzdmisdydes § HO Mi Yoy

[2lstedj desdeO@dzd S 8 ddalsjtejmdlsy 3,27 3,04-3,50 0,116 3
JIs [ dgf MdzjHo O HO M YOS

[22slstejBdlsj dzd yOftse j O tOBY 3,37 3,12-3,62 0,127 25

¢l yzemlsadj

113

d
] O



Confidence

) stedlsjtcdd Mean interval for ESrtr%.r Median
Mean
117 dBO i etej dgj dzdlzs 5B Stek 5,95 5,80-6,11 0.080 7
( dzj 3 delsdilsy dz0 WdL dyj me e i
12 [1 Mo fiedoedjC ol ddad 5,03 4,81-5,25 0,112 6
g4l stezHdzdydlsy dz© [ 1 MO H i
13 e o] Is dzOs 6,23 6,10-6,36 0,066 7
11 d&h ded¥ s o dH O J dzj d5j dazl
] 4| 58Ctl yjddj dO© [ Mi slo j 5,19 5,02-5,37 0,089 6
ftej HsMisOo wdadlsj EMmdzized
[ O] ttd Odzdzs i Is
stseOlts sBjh O] HO fte] HES i
15 STte) ) djdz eSS, I gL 5,65 5,49-5,81 0,081 6
seObts & 1 OMm 9i LddCdaj 1
165 . . : 577| 562591 0,074 6
i ykeMmlsady d Mmj Mmistej d3d
171/ dBBO dzOH Y HEO tjf kzls O 5,8 5,64-5,96 0,081 6
181 ftejHfmlsOow Ekmkzkcdls g 58| 5,63-597 0,085 6
[1 oHd LOfdMmdlj (HBECEC ]
19 (st U dzs) 5,96 5,83-6,09 0,066 6
1 OH iy HdzsMIs
J1 ddWsted3dtcO® ftlstcjBdlsj d i
" el nj fG]HSMEOs | &0 bhd 5,65 5,49-5,81 0,082 6
1 dj dzj §BsdkzyOoe Olsj [idkad ]
20" [ ) dzj L OB O dats 2,92 2,70-3,14 0,113 2
g4l stezHdzdydlsy dz© [ dai ¢ i
5O HO fs&sE kOl d&o 304| 280328 012 2
@) bokHddydls] @O [ MO 299| 2,78-320| 0,108 2

HEZHBo dzj so steW s d3sdze Ols O

éZgJI;BB“'SJ HO i HBo B 565 549-580| 0,079 6
ldd Mmd ykefmlse Oy o BJjL Y
sBh ko Odzjlsts i g Ml IstelzH dag 5,54 539-5,68 0,057 6
gl BtczHdzdydlsjy dzO [ MO ¢ 5,77 5,61-5,94 0,084 6
gl BtozHndzdydlsy dz0 [ 1 f tsdzb
MosWIlsO Bt OdzdL OydWw J 9 5,41 5,23-5,60 0,096 6
HisBtots dL i dzdzj dzd j s

118/17 fteswewe @ diiddy dH &f dzdzts 5,26 5,05-5,47 0,107 6
gl stezHdzdydlsj dzO [ dz
Jlslj;tsfntsdz@dzdzis E?dchd30dchj | 3,53 3,31-3,74 0,108 4
| 2¢Y’ bEHddydls] dO [y dzj 275| 253297| 0111 2
dzzy H (d
121/ dzj j ©BtdjdsdteOds L O 2,89 2,67-3,10 0,11 2
JyOfmse jIsj dzO tOBBIO dz2O |
Jz‘ljtslstsjsq’lsjdzq’ 5,69 5,54-5,86 0,084 6
gl ykzeomlse dj
s OB dZdyo - 27 At jLEzdzlsOkd ls MlsOkdmdyj MSts t0
YyofmlslsO A[yoOSoOdzdwo dz© [ 1 ¢
v OB dzd yo 28 At jLizdzsOld ls MlsOkdmisdyj MSts t0
YyomlslsO Asi Lftedwisdwo dzO [ 1 ¢/
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dlsOldmisdSdlsy, s dMOded o sOB dzd y® tc i H MB B o wls
Isj dgH j dzeyddlsy dzO teOLftcjHjdzjdedj dzO HOdzdzdlsj L O o

sOmMOJ M4 LO OMddij Istedyded tOLftejHJdzjdzedw. R Is
2O ftesd3j dzdzdodlsy MO Ctsdzyj dzZlstetcOdzd S tsdzs Miss?2 d
2Ot | dzdets dgj i e AzOMjdzg) . RLCdFE yjdedy HtOaWYROCtedlsy
[13, i[aoxd2, 11130 d8ill122. 1 tttOHd IOL d ted wdzR® O
OQtcdIsdzj sdydzO® dgjstsp dz€figlf s j tcd?2 L O dL d3jtco Odzgj dz0 vy,
ltejHisyilbjdd MO Htkedlsjy Heoj d&j tc@®@EH @O ygsizsttOd
[SHOO d ®RjdOHkPs® ©OLY tejHjdj ddY diiddf OH Ot jd
sL dzZOyOoe O, Yd 50% wIs OdgC jIsdteOdzdIs g MO HOdzd
dtoc] HdzZOI O OtedlIsd3j Isd WpdeO 1 fitpldsty 2o dxt=Si@ls d da. j € fgitclg .H dzOIs ©
Otedlsdzj sd ydz®@ Mmists2detsmls O sfkzdzOydwviso O i OH
ddzls j oo Odzd dzO ) talgSHOdZdrdsjO dfHtEfc IsdgB®d ctcj h C O, Ctsjbts
omMwCO JHBBO ls MmMtejHd]ls] dLoOHS SO, MO BdzdL €
fsf 2dzOydwlisO

1) . stedlsjted? Al OljitdPdzdesmilso ([ 1

fOLedzj Y HOB] FJtosdjddzdeodlsy (fsHCtedlsjtedd) [1
Al Olsj tod O dz@@plids) o yOMmisdlsj &Bei AsNOFo Maddr ficdy &d"
14) .

A [ 1u 9tcj d3j dedets B ESIGEZHO Odsj dzO [ 711 :

I yoOfmklso [1 A[lBttkzHoOdzlsts BJd [DPW2E3s G dH O k
OdzS jIsdteOdzdlsj ddyoO MO thetsotsteddzd Mifm 7 AOBMmts
jHddz i 1 AOBMBdz Isdets dzj i ¢ ZOMj dzdo. [ MlsOdzOdzd Is j
slsetsotsted d i MsOodvoOls CkdkzdkddOlds jd ftesyj d
ltoddztsy j dz j. wlbBRESlkzOSO dO tOLftjHjdjddjlss
ftejHMIsOo j 20 YtejL MjSChsttdzd HJOCELOBO o 1 tod dztsy j

RLINdzZj Ho OdzO | L Os dind RsMIsSSOOY tedfjLy Hdzj f[{Cltc Od3j Is te d
Cetej dzZOuydw . (1 OdegtsodWls CtojiWduydidas dz0 uwtf dtedsOdz
(0,110) 1 podisikRls s itstejilsdydzOls®O  flsts2 detsfnls  tsls 0,
Hiso Itedls i dzdzO 9o | tetsW Isdzisfls . [Is S Hilsts Sizg €3® O, 1
MisOlsdmMisdyimMSd L dzO0yddZO (fted 1 = 95%) .ftcOo Y tots
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] yoOfmilsls® 11 A[dj &jdisdlsjdzdz® % dLdujmMStslsts 8BS
Heh d s c@deisl§d dzd yo MO lsetsosteddzd Mmi M 7 AOs Mt
11 f 1 AOBfMmtsdzt lsdzts dzj Mi ¢ dzOMj dz0 &z 3, 1%. [ Ml
BjyHddedzd s ] wletsosted d i MisOo dzw o Ols § & dzz &3d dzOIs
[10] dO 1teddztsy jdedj =~  7QL. 1Y tadjloitg ol jlsdizofigi AdsO ded@d fftds H € t
ftoj HMISOo j dzgO YtejL MjClstedzO HJOGCLO®BO o 1 toddztsy j

RL fMdzi Ho OdzO i LOodL ddisBIhIsls Qtctd il ddzi f OtcOd3j Is
Cotej d&zZOuydW . (1 OdegtsodWls CwoiWdydidass dz0 dtf JtedsOdz
(0.200)cgdzfds tSIs Isjtstejlsduyda®ls BlsmOsAdis fted 95%
99% Htso jtedilsj dzdzO o jtetsW Isdztsfyls. [Is S H 8@z H o C
MlsOlsdmMisdyiMSd L dO0yddiO (fted 1 = 95%) HtcOQotY tots

ssjWdydjdadsi s dz0@ SOy j Mise slsts Mz H dzts H Ot df Is {Bie d6 4
flsts? dzsfls dzO o fipd WE@M sz WOIf ) j 6, 177 5 095, yDthjskst
fsCOLo 0O, yYyj YOS oO0dzdwWIsO dzgOHR ol todzwls d dzgj § st
ke ® (v OBdkJYyO® -~ 29).

A2 Jdudds ftedodzj COIsj dzdzs WL JyjmSts tsBC el y

J YoMl [2 Apdzj Bj delsdlsj dzdz® WL  wjomS GOt
ftcdodz COBY @zdzgiie d s OdeS jlsdtwOdedlsy ddyO MO tslsc
i cdzOMjdzd0 dadzd 50,3% d 11 f 1 AOBMmtsdzs Isdzets daj
slsetsoatsted My tcOLMj200Is o dj Y HJdedzd Is slsctso Stc

fletsyjdas 49, 7% (608 fzd W@ AlRPpdsy jddj -~ 7). d
COLftjH,]jdzjddjlss d0 §sHStdlsjtedy [2 | ftjHimlsc
Jteqdztsy jdzdj 9.

l yomlslsO 12 Apdzj d3j delsdlsj dzdzO WL dyj MStslsts tsB S
Hehd s O0dC jIsdtcOdedlsy dzdyO MBdetsls &)ts g 2B & gzdz0 ) fipd
47 fm 1 AOBMmtsdzé Isdets dgj Mi ¢ dzOMj dzd0 dadzd 13, 4%. [
B yHJdedzd Isj] Blsesotted d Mi MisOo dzv o Ols € & dzz dizd dzOIs d
[10] dO ltwdsyjddy -~ 7). uwbttzClkztcOO dO ©OL {
f teHimMlsOoe j d20 yYtejL My ShstedzO HJOGCtLOBO o 1 tod dztsy J§ dzd

siWwdydjdelsi s dzO@ COyd mMlsotslsts dzO0 ftsHCtdlsj todWw
yomlslsoi 520, Csjlts fsC0OL 9 0O, ud syoCoOdzdwis© d
ol LftedwilsdwisO LO IssLd df EMdzEc® (v OBEZIJYO -~ 2!
A3 1lidwhtes | §dzOlsts SBdzj Yyjdzo jtemMsdzOdz dz® [ 7 4

) YyomlslsO [3 Auwi btekzundzedydlsy o [ MO Hd ¥ dad

My tej IsdzOIsd o, 246 HBEM lIs OdS jIsdtcOdzd Is g &zd y ©

i ¢ dzOMmj dzd0 ddzd 70, 3% d dedlsts jHddz f AOBMtsdzs Is dat
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MitOLMj 290l o &jyHJdedzed s lsetsottcd  Mi MisOo dzw ¢
(vOBdZdYyO A[30 [10¢f] dzO lteddztsyjdedj ~ 7). wuwbtelk
fsHCtedsjtedw [3 | ftiHMlsOe jdzO ytejL MjSClststedzO H «

I yOfmkls® 13 Aui lstcHdzEpdzbid ézd/ o MOPhsdz@f d 0,
Ode jIsdteOded sy ddyO MO Blsétsoatsteddzd Mifm 7 AOsMmts
jHddz i 1 AOBMtdz sdets dgj Mi ¢ dzOMmj dzo. [ MisOdzOdzd Is §
setsosted d Mi MisOodzv o Ol Skdzzdd zOIsdo J dzd fif tcdz®@j dz
1 tod dztsy § dzd 4 - 7). dlstczS SEOISO d2O twOL ftej HJ dzj
ftcj HMIsOe jd2O0 ytejL MjSltstcdzO HJOGCtOBRBO o 1 tod dztsy j «
stsiWduydddesi s 2O COyjfMmbeotslss dO §fsHCtedlsj odw
YyoflslsOi 6 32, Csjlsts fs5C0OLO O, Ud Bu@s o @ dzfHels © Oz
ol LftedwvisdwlsO LO IssLd Isdf EfmMdzEc® (v OBd&ZJYyO -~ 2
A [4 witkojlkMmisoadj dzO0 oi dzg"h dzad¥ o dH dzO J dzj d3j dals ¢

I yoOmkls® [4 Ali dhdedwls odH dzO jdzj d3gj delsdIlsj daC
stcwB9o ©® HO MitslsojlsMlsa® dzO IkdfO dO fFtoj HMIsO:
QS jIsdOdzdlsy dzdyo® MO wlkeétsotsteddzd Mif 7 AOBfMtsd
JHdz M AOBMmMBdzs Isdzets dzj i ¢ zOMjdzo. [MlsOdOdzdls] tsls
setsoted d M MisOo dzv 9 Ols CkdzEdzd zOlsde j dz ftetsyj dz
1 tod dztsy § dzd 4 ) 7). utdCa (A Ctds) g Qillgj Qlzd glz@ts dz0 f sH G te
ftej HMisOo j d20 yYtejL MjShtstcdzO HJOGCtOBRBO o 1 tod dztsy J «

] yOmkls® 14 Ali dh dzdwls odH dzO J dzj dBj daelsdlsj  daC
i slso jlkMlso® dzO IsdfO dzO ftj HMIsOow dzZOISO EMmdzzc OO
SlsEtso tsted AP Bfffjtshgzs Isdets i ¢ dzOMj dzd dadzd 19, 7%, d 12
ddzd 3, 4%. [MsOdOdkdl] tletseotstcd Mj ©WOLMj 20 0ls o
Cdzz 3d dzOIsdo j dz ftetsyjdzls 80, 3% (uvOBddUO Al 40
dlstczCIstcOISO dz2ZO tWOL ftcj HJ ddi 4lzd j Isthtc a0l Bai £ de@ Is y e §
HJOGCEORBO o Jtwddhsyiddd ~ 9.

stsjWduydjdalsi s dz© S Oyj Mlse slss MY H dets H O d Is D36 ¢ ¢
Mists2 desls dz0 o fipd W@ isrijsdelz WO4) 4 6, 0,7 59 1€, y Gfiplg dsq
fsCOLo 0O, Yyd YOS o OdzdwWIsO dzOH n o ildcddfw Iz frpdzia cf Qe d(Wuls@fp
- 29) .

td2bddzei Is dgO@ o LftedWwisdwisO d tj2Iisddzgci Is dzO
Al Olsjtcd Odzdzti fljlgto jf 1mi Slso jIsdets 5, 6y Qffn Is6dad1V Is( WdddeH. j €3
COujMmso®BIsStedlsj-fdw j[ Slsted yOB,j(dzjode ddd yo -~ 29) .
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Kputepuu M1 - M4 MBAN
6,1 /
6

A

5,8
5,7
5,6
5,5
5,4
5,3

Mean "01- 04" n "Bl - B4"

PeltuHr PelTUHr
"Bbanpuatuna” "OyaksaHua"

|lSeriesl 5,6 6,1

AdE. 29.C tyjQigfsuidde dzls dzO@ S Oy  flso skfs4-Afi @K j ed Odzdzsfls o |

1) . stedlsited?2 A) Ou9ydetsimlso (15
OLedzZj Y HOB) ftesd) dddeodlsy (fHStedlsjtedd) 15,
Al OH j Y HdzsiIs®) (9 5yOmisdlsy d&wzi AsUOYo Aded W df 6 [ 15 W
1 4) .
A 154f0L90Odzj dO HEsEBoBjddWw (BBjMOddw) Mmist
Eidzz ¢ Ols O:

] YyOfmlsls® [5 AsteOlsts [ tBjhO] HO ftojHISMISO:
Hdzi Ydets HO dL i dzdzd BB J N Oded j Ists0, 197 HEM] sl
i 7 AOBMmtsdzs sdzs )i o dzQisyjlsdsd jdHddddz 3p , BO® fyts dzs Is dzl
{ MlsOdzO dzd Is § slsetso sted M tcOL Mj 20 0ls o BJ Y HJdz
Cbdze 3 d&zOIsd o jdz Htetsyjdels 32,6% (vOB&JYUO A[50
dlstczCIskztceOIsO dzO tcOLftejHjdzjdedjIsts dz©@ tsHCtdlIlsj tod
HJOXdEO o Jtoddztsyjddy -~ 9.

I yOmlss® 15 AstséOlts [ BBjNO] HO fitojHiSHISC
gL i dzdzgw 9 O Ists9 O sBjhOddjojo, 106 HEhd Bl OdS
AOBMmtsdzs Isdets i ¢ dzOMmjdzd0 ddzd 30, 3% d 12 fm OB
[ Mls ©dz0 dzd l»jts tc ds Is dify tcOL Mj2e0ls o d34 M H d dzdzed Is § sls
Cdzz 3 zOIsdo jdz ftesyjdels 69, 7% (vOBdJYyO Al 50
kS sztOlSO dzO tOL ftejHjdzjddjlsts &0 §sHStdl]ted
HJOGCKOMBRBO o Jtwddtsyjdedj ~ 9.

ssiWdydjdsi s dO© ¢ OmY MdblsBdMEPH S ( Oted s dij Isd
st dshls dO o fipd WE@MIsisdz WOs[)j 6, 247 5065, yOtijskst

118




fsCOLo0O, yYyj ByYyoCoOdzdwWIsO dzOHRol todzWls d dzaj § st
EmMzee ®© (v OBEZJYyO -~ 29) .
A 16 1iswes 0O dO Mmi yzemkady ¢ o5 d¢§ O©Qdsj dalsidls
ftosB dzj o
] yoOfmlskO [6 AstscObts b foktejsdljdv oi L dd¢ dzj
) yeefmbsody d HO Mmj MmistejBd HO EMfsitsd ftistejso
&Zdyod® MO wslesotsteddzd Mmi M 7 AOBMmtsdzs sdets i ¢ dzOMm

A OB fts dzs Isidats dzOdgjj figlz0 . I MsOdzOdzd Is § slsetsoatsted My tc
slsesottted d M MsOodzw o Ol SkdzEddd zOIsde j dz ety dz
1 tod dztsy J ded J ) 7). dlstczCIsEtcOISO dO tWOL e HJ dzj

ftcd HMIsOo j &ZO yYtejL MJjSlsstedzO HJOGCKLOMBO o 1 toddztsy J

I ye@ll 6 AstscOlsts Iz 10Mm ol LddSdej HtetsBdzj o5 |
Mstej &3 HO I d EMfsttsdo, 105 HEh ®ls 0O0dSjildts
AOBMmtsdzs Isdets Mi ¢ d&zOMj dzd0 ddzd 30 %, d 12 @m 1 AO
{ MisOdzO dzd Is § slsctso stcd md tc Ousfipics @lc d o d d3jip] Hdsd
Cdzb 3 zOIsdo j dz ff tetsy dzls 70% (uvOBA&ZJYO Al 60 [
dlstczCIsztcOIO dzO twOLftcjHjdzjdedjIsts dzO Y tsHCtedlIs] tod
HJOGCEORBO o Jtddhsyiddd ~ 9.

stsjWduydj dalsi s dzO SOy Mlso sists MteP H dzts H © te Jds@BE &
Mists2 desfls dzO o fipd Q@M Isfilsddlz WO ) § 6, 277 507 d, yoOtijslst
fsCOLo 0O, Yyd YOS oaOddwWIsO dOHroil tedzWls o LftedWisd
- 29) .

A 17 10OHjYHAO tjfRklsOydwy dzO [\

I yomklso [7 Afy JjJ Hdydzs HO dd&3O dzOH j ) Hd
QS jIsdeOdzdlsy dzdyoO MO lkeétsotsteddzd Mif 7 AOBfMtsd
JHdz M AOBMmMBdzs Isdzats dzj Mi ¢ zOMj dzo. [MlsOdOdzdls] tsls
setsosted d M MisOo dzvw o Ol CkdzEdzd zOlsde j dz ftetsyj dz
1 tod dztsy § dzd 4 ) 7). dtdCia (A Ctds) g Qillgj Qlzd §lz@ts dz0  f sH G te
ftej HMisOo j d20 yYtejL MjShstcdzO HJOGCtLOBRBO o 1 tod dztsy J «

I yOfmkls® 17 Al d&O dOHjYHEO tjfkzlsOydwo, 1
Slsédtsotsteddzd Mmi i) 7 AOBMmisdzé sdets i ¢ d&zOMj dzd0 ddzd 39
ddzd 3, 4O Oslsectsosted Mj ©WOLMj2900Ils o dj ¥ HJdz
Cdzz dsd dzOIsdo j dz ftetsyjdzls 60, 3% (uvOBddJUO Al 70
dlstczCIskztcOISO dzO twOLftejHjdzjdedjlsts dzO Y tsHCtedlIs] tod
HJOGCEORBO o Jtwddhsyiddd ~ 9.
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stiWdydj delsi IsflspOs sSSOyde® f sH S tdkdy jrtaigtsy Qterd Is@4d Is d
flsts? datsfyls 2@ o fipd Y@Mtz O ) §j 6, 47,1 508 9 UOMsE
fsCOL 9 O, Yd sy oOdzdwWIs© dzOHoadh OOl ol Lftedw
(vOBdEZJYO -~ 29) .

A 18 1lijHisMIsOawdzy dz0 EZMzzc OISO o ©BJ "N Odisilsts

1 yomilso [8 Af) j H& yds HO ftjHBMsOsw Efd
Hehd s Ok jsdeOoddlsj ddyO® MO et tsteddd i fi
dzdlsts jHddz M AOBftsdzs Isdets dzj i ¢ dzOfMmj dzo . [ Mls OdaC
Bi M Hddedzed Is ] Blsc 5o tste ddziafdsdfiflzCrisl{@eoj dd¥ ofQdsts \Lildzls 33, 7 %
[10f] &0 lteddsyjddj -~ 7). ulttkzClkzttOkO dO tOL
ftcd HMIsOo j &ZO yYtejL MJjSlsstedzO HJOGCKLOMBO o 1 toddztsy J

] yoOmklsoO 18 Af] ftjHtsMmlsOsw bkfdkzcdlkj o 6E
Ok jsdteOz B sted 5O dzd Mi M 7 AOBMmtd: sdts i &
AOBMtds Isdets  dzj i ¢ ZOMj dzd ddzd 3, 4 %. { Mls ©dzO dzd |
BiNHdgdzAdls] tletsotted d fmi MsOo v o Ol § kdzlz 3 dzOIs o
[10f] &0 1teddtsyjddj -~ 7). ulstsl Cdslr tafCusHCE taiCs j tde@Lvy
ftejHMIsOo j 20 YtejL MjShsttdzO HJOCELOBO o 1 toddztsy j

stsjW¥dudjdlsi s &0 COyjMmseotlst MPH disH Oed ks §BE & 1
flsts? detsfyls dz@ o fipd Y @M idfjstz yPE) j 6. 4, i 5, 89, 1£QAs dslss
fsCOLO O, Yj BYOC o Odzd W IsiPte jJHEODIIS o9 itoLddf tisd “fls izjls Qf = O
EmMdzee ®© (v OBdEZJYO -~ 29) .

A 19 ¢SEwObdts ostHjdzg d&zO LOfdMmdlj tsls [

J yofmlslso [9 Af\ J Hdz ydzes HO otsHd L OY M
OdeC jIsdteOded sy ddyd® MO Bwlsetsoatsteddzd Mim 7 AOBMmts
jHddz f AOB fntwdzOddpEzodz) ifiMlsOdzOdzdlsj tletsotsted M
sketsotsted d fi MsOoadkveOls CkdakzdkddOkdo jd fttsyj d
lteddztsy jddj -~ 7). dlbtekzCkkzteOsO dO ©OLftejH] dj
ftej HMisOo j d20 yYtejL MjShtstcdzO HJOGCtOBO o 1 tod dztsy J «

RLiINdZPWAD | 1L OodL dditsisls OSOtiteiHilz dzdf Qftc O dzdzd Is te d
Ctstej ZzOyd™. (1 Odetsodwls St j%dydjdads dz0 wif te3Odz (
0,161))igisdf'tsll sIs IsjtsteiIsd ydzOIsO Mmilsts? dzismlils sls 0, 1
99% HEso jtodlsjdzdzO® o jtesWisdatsfis. [Is Ci H B M@  Ho C
MlsOlsdMmMisdyimMSd L dOoyddikO (fted 1 = 99 %) tsBtcOIsdatst |

I yoOmlklso 19 Afy] etHd LOfdMmdl) OCktEOldtso,
Slsdtsotsteddzd Mmi i 7 AOBMmisdzé sdets i ¢ d&zOMj dzd0 Jdzd 36

qzd 3, 4% [MsOkOEZdEPL BeBOBLd oy H]dke]ls] k¢
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Cdze B3 2O o jdz ftetsyjdels 33, 1% (uvOBdkJYy® Al9od
ulstokClstcOlO dz0 ©OLftojHjdjddjlts dzO fsHCtdlsjted
H]OGCEBO®RO o Yteddtsyjddi -~ 9.

RLfMdzi Heo OdzO | LOes dMmd d3ts M ISSBIOY tedf ity Hdz] {1k Od3i Isted
Cotej dzOUd™ . t OdegtsodWls CtcjWdudjdas dzO wff dtcdzsOdz
(0.,308)cgdzfds tSIs IsjtstejlsdydzOIsO fMmists? dzgtspls tsls 0, 1
99 % Htso jtedlis i dzdzO 9 | tetsW Isdztsfls . [Is CilQ | 8Wddazj H o C
MlsOlsdmMisdyiMSd L dO0yddiO (fted 1 = 95%) Qo tots

ssjWdydiddsi s dz@ SOyjMmlso st Mz H dets H O d ks i &Y 1
Mlsts?2 dsfls &0 o fipd WEQ[MIssdz WO )j 6, 455 509 &, yDEjisks
fsCOLD O, Yj BYOCoOddzils @ si@y N Distcde Is W Isd W Is O
bz ¢ ®@ (u OB dzdYy® -~ 29) .

ti2kddzci s dz©@ ol LftedwisdwisO d t©j2isddeci s dzO
Al OH Y HdztsT)lE® y5 Mi tslso jlsdats 5, 7 9y @ I6dzd3vels  (dvodHey. S fi
COyimso®IistStedlsjiqd® j 5 slstod Y@, [ eePeedf yo -~ 29) .

Kputepuu H5 - H9 MBAN

6,4

6,2 ///
L

5,8

Mean "0O5 - 09" n "B5 - B9"

5,6
5,4

PeitnHr PeiTuHr
"Bbanpuatua” "Ouvaksanua”
| W Series! 5,79 6,36

Ade. 31 yOfisjdz StsjWdydy dals dz@ | QiQuwjdiflse slsts Ay OH §

1). stedisited?2 AflLidb3f)o,sfMiso (10
A [10 1 jtemMsdOd s &0 [ j HdMydi dzddtodz
J yofmlslso [10 Al [ dzj Mdzj He @ HO Mmj t
ftslstej Bdlsj dzdls j , CseO bksydsts Mhj BiHj] ftejHBIs
OdzS jIsdteOdedlsy dzdyo® MO wlsetsotsteddzd Mmi 7 AOBmisd
AOB Mtsdzs Isdets daj Mi ¢ dzOMmj dzo , d dzds o 88q 1 %] [toiPs Gz d
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BjyHdzdzd Isj] tslsetsoatsted d Mmi MisOso dzw o Ols ¢ k dzlz d&3d dzOIs g
[160] dO ltwddsyjdedj ~ 7). ubttkzSlkzttOO d&O w©OL
i fjHmMlsOe jdzO® ytjL MjClststtdzO HJOGCwLOBO o 1 tod dzts:

J YyofmlslsO 110 Af1tckEd@bis@ddB@, .f S0 Istyc
ftojHBSBHISOD j d20 EfMdzZzecOlOO, 94 Hikhd Gl O0dS jlsdis
AOBmtsdzs Isdegts Mmi ¢ dzOfmjded dozd 26, 9% d 12 @ AOs
[MsOdzOdzdIs] Bletseatsted Mj tw©WOLMj290I o d&3j Y HJdAz
Cdzz zpdp@is df tetsyjdzels 73, 1% (v OBdzdy® Al 100 [ 1 ¢
blstokCsEtcOlO dZz0 twOLftjHjdjddjlsts dzO0O ftsHStdljted
HJOGCORBO o 1tdddzsyjddy ~ 9.

ssjWdydjdzsi s dz@ SCOyjMmlse slsts e HifasH SOdarffldsjdtg dfsvd
fMists? dztsls dzO 9)fgd wOd sfis@z yADP j 3, 64) 5, ®5,9 QUOjnlst
fsCOLO O, Yj BYOCaOdvWIsO tsMtcjh Ols oi Lftedwisdwls
- 29) .

A [11 uvotsjotcj dsj dedets ftoj HisSMIsOoawdzj dzO EZMmdzze Ols

I yOomlke (11 Al MbOdkd dO0 {ftlstej B @S ol Is j
dzj LOBOodets Htoj HMNlsOoawdsyy dz@ kfMdzzcOlsO s Mmi Istet
OdzS jsdteOdedlsjy ddy0O MO letsosteddd Mmifm 7 AOsft

AOBMmtsdzs Isdzts dgj i ¢ dzOMmj dzod , ddzd 30 %. { Mls O dzO dzd |
B NHJdedzd Isj] tslsctso sted dgfd dip ISiploQ adazVifotaddsy jSdAsdzid 3, 7 % (
[160] dzO lteddzsy jdzdj -~ 7). ubtkSClikzttOlO dzO0 twOL

j ftjHMlsOs jdO yYtjL MjClktsttdd HdOc®LO®RBO o ) todds:
I yoOmlslso 111 Aldj dzf ftsdzzyOe Ol kEMSEkZcOLO t
11 HEZ" S lsd®Odzdls] dzdyO MO wlkeétsotsteddzd i iy 7 A
d 151 1 AOBMmtsdzt sdzts dzj Mi ¢ &zOMj dzd0 ddzd 43, 1 [ Ml
BiyHddzdzd s} tlsetsotsted d Mi MisOo dzv 9 Ol § kz dziz d&3d dzOIs
[10] d2O 1teddztsy j dzdj ~ dz@ ) tc O Lutlstigjizif jlsdzjiedddsjOs 5 dzO  f s
J ftojHMmMlsOe jdzO yYtejL MjShtstcdz®O HJOGCtOBRBO o 1 tod dzts:
stsjWdydjdelsi s dz@ C Oy  Mlse slsts el HiplasH SOdafldsjdig dsvd
fMlsts?2 dzsils dzO o fgd WSO Isfisd@z YAf) j 3, 770 2,09 29, 1£Qhjlds
fsCOLO, Yy BYOCaOddwWIsO dzOHrR ol todzwls ol L ftedwisd
- 29) .
A [12 [tslsdodOdasmis k& Mmi stezHdzdydlsj tsC OL 9 Ols
I yOfmlslsO [12 Awi btekzundzdydlsy dzj oxdjdedxdgd jfn Q4 OH
f siEtse dzOls dz0@ fslstejBdlsjdzdlsjo, 23 ukzhd tls Od j I

AOBMmtsdzs Isdets fMi ¢ dzOMjdzd0 dadzd 6, 6% d 175 f AOB
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[MsOdz0Odzdlsj tslsesoatstcd M) tOLMj290l o d3jyHJdA
Czdzz i3 dzOIsd o j dz  ff tsyQYedds] y@3 , A% 20 [1 ¢ dzO 1 ted ¢
HlstekzCIsktcOlO dzO0 twWOLHtjHjdzjdzdjlsts dzO fsHStedlsjtod
HJOGWOMRO o Jteddsyjdedj -~ 9.

] yOfmlsls® 112 Awi lstezHdedydlsjy dzaj oddeOcd duL
ftslstejBdlsjdzdlsj o, 33 HEMNYO O OIS g teedtiot©dfiztfds j fyidig 7
i cdzOMjdzd dadzd 9, 4% d 140 ) AOBmtsdzs Isdets dgj i ¢ dz
i tOLMj290k o ®BiyHddhkddls] tlkétsetsted d Mmi MisOs d
(vOBdZdyO Al 120 [1¢f] d2O lteddzsy jdedy ~diBts deBtc
fsHCtedlsjtedw 112 j ftejumlsOe jdzO ytejL Mmj S lststcdzO

ssjWdydjdasi s dzO COyjMmlsotslsts dz0 fsHStdljtodwy |
YoMmslsOiB1D4, Ctjlts fs5C0L0O, yYj BYOCosOddwviO f
ssLd bdf kMkzzeO® (v OBdZJyOd® -~ 29) .

A [13 1itL tesotte dzO BsdzB OISO dO f Oydj delsdls

] yOfmklsO [13 A¢St M stezHddydlsy MO fwjsod
Bsdze OISO dz0 fYtslstejBdlsjdzdlsj, boa 0O | datstc 3O dzdats 0,
slsesotsteddzd Mi M 7 AOB M8 ¢zY Bdety fi5 @ dz®in jAdR®B Mdsdiaf Is dats
ddzd 43, 4 %. [MsOdzOdzd Is § ssetsotsted Mj tOLMj 2o
i MsOo dzv 9 Ols Sz 3 d&zOIsdo jdz ftesyjdzls 90, 3% (v OB
T 7). uwubttkzClskztcOO d&O w©WOLHtejHjdzjddjlss dO f sH
MflstedzO HJOGCELOHRBO o Jteddzsy jdedj ~ 9.

] yomisls® 113 Auwi stczHndzdodlsy MO ftoj COdzj dzgs L C
Z0 ftslstejBdlsjdzdlsjo, 22 Hikzhd tls O0d jIsdiOdelsj o
i cdzOMjdzd0 dozd 6, 3% d 130 M AOBMmtsdzt sdzlsj dzj Ml
slsetsoatsted My tcOLMj200Is o dj Y HJdedzd Is slsctso Stc
ftosyjdzls 93, 7% (uvOBdzdy® Al130 [1¢f dzO 1 tod dzt
cOLtjHjdjddjlsts dO fouCttdlsjtwdw 113 j ftjHfls
lteddztsy jdzdj -~ 9.

ssjWwdydjdzsi s dzO COyjMmMbsotslsts dz0 fsHSwdljtedwy |
yomlslso i1 k138, Csjlss fsC0OL 00O, Yy ByoCoOdzdwisO f
ssLd bdf EMdzEe® (v OBAZJYO -~ 29) .

tj2kddzci s dzO@ o9 LftedwisdwlsO d twj2kddzei s dzO
AlsLdoydofpmPl13 | Mmi tslso jlsdets 3, 6¥Offls dd 818 d den[jcC fr
COyimbo®isStedlsj eiffl13 J 1tDsdztsy  Is(judEysddzd(WPQ 37) ,29) .
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Kputepun 010 - 013 MBAN

3,65
36
3,55
3,5
3,45
34
3,35
33
3,25

Mean "O10- 013" v "B10 - B13"

PelTiHr PeiTUHT
"Bb3npustua” "OuakpaHus”

|lSeriesl 3,64 3,38

AdE. 32 vOfglsjdz StjWdydj das dz0 Con3ffylpefsists AflsL deo yd
[). stedlsjted?2 Avejt] dglzsimiso (uv1l4

A vigsojtedy d oL Oddides tOLBdKLOds] d&jYHEZ §jtcf

I yomiklsO [14 Al tsbktjBdlsjddlsy kttwBa® HO ddC
i stezHndzd ydls g &zO0 [ 0, 207 HEhd Bl 0O0dz€ jIsdteOd
AOBMmtsdzs Isdets i ¢ dzOMmj dz0 dodzd 59,.1 % fufls QEgAsdsd IsjjH disls cfifs
tcOLMj 290 o dBiYHJdddls] Glsesatsted d Ml MisOe dzv o
(vOBdZdyoO A[140 [16¢f] d2O ltwddsyjddy -~ 7). wulsts
fsHCtedlsjtedw [14 J ftoiHMsOo jdzO yYtejL MJjSClsstedzO |

I yomilsA@ dljldlstsy jlsj HO M jHBSo jtedlsO dz0 Mmi izt
Ode jIsdteOded sy ddyO MO wlsetsotsteddzd Mmim 7 AOsMmts
AOBMmtsdzs Isdzs dgj Mi ¢ dzOMmj dgod d dzd 6, 6 %. { Mls O dzO dzd |
B yHJdedzd Isj] slsetsotsted d i ) ltc@oydpvdesO Is7 66, Bdrz df dqudetslsizd
[1¢] dgO ltddzsyjdzedy -~ 7). uwltczClskztcOIO dzO tOL {1
ftcjHMISOe j dzO yYtejL MJClsstcdzO HJOCLOBRBO o ) toddztsy J «

RLMdzi Ho OQdzO | LOoadid BsMis®&I,  d3jite jHLlz  dilf40 ted d3d Is
Cstej dzOydw . t OdzgetsodWis It jewizkPda] j(dely , de@r nds O dzts o j dz
(0,306 )ctgdzfds tSIs IsjtstejIsdydzOlsO Mists? datsfmils s 0, 1 (
99 % Hiso jtedlsidzdzO o itetsWisdetsMmlils. [Is €7 H | IS® JiigE@j H o O
MisOIsdMIsdyimMSéd L doyd®izO (fted 1 = 99 %) HtcOotsf tosH

stsiWdydddesi s dzO SOy mMsoaslsts dzO fsHCtedlsj tedw
Yyomslso i b1 65, Cijbts fsCOL 90O, YUd BYOCoaOdzdwW IsO ¢
ol LftedwisdwisO LO IssLd Idf Emdzze® (v OBAEZJYO -~ 2
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A vl15 [lsdetsh jdedj dz0 Mmdcelkztedetsmls d B jL 5§ Ofdatsf
ftslstej Bdlsj dzd Is j

I yOfmfklseO [15 AltlktejBdlsjddlsj kttwBoa® HO fj
sBh ko Odzj sts fd Mmi M i steznddydlsj & [71060, 230
slsétsotsteddzd i i 7 AOBMtsdzs sdets i ¢ &zOMj dzd dadzd 65
ddzd 3, 4 [ fylscOsmosteds jfjslsteOL fjj 29 Ol o d3j 3y H d dzdzd Is j
Cdze 3d zOlsdo jdz ftesyjdzs 34, 3% (v OBdkdqUO A[150
blstczCszZteOlO 20 ©WOLftjHjdzjddjsts dO ftsHStedlsjted
HgOGCORBO o 1tddzsyjddy ~ 9.

I yOfmklso 115 A®lj dj B juzsfmBRhlsdshls f§tod tBbh
i steHdzedydlsj o, 57 HEhd ks OdSjkdOddlsj d&dyo
i cdzOMjdzd0 dadzd 16,3% d 12 f 1 AOBMmtsdzs Isdzets dzj
slsetsoasted My tcOLMj 200 o d3J ¥ HJdedzd Is § flsd deo Sto
ftesyjdals 83, 7% (uvOBdJyO® Al150 [1d¢f] dzO 1 ted dzts
cOLftejHjdjddjlsts dz©@ ftsHStedlsjtedw 115 | ftejHfls
lteddztsy jdzdj -~ 9.

ssjiW¥dydjdasi s d&z0 SOyjMmsoskts dzO0 §fsHStedlsjtodw
Yyomsso iblS&6js6 fsC0OL 90O, Yy ByYyoCoOdzdvwiIsO dzOH n ¢
ol Lftedwisdwis® LO IsLd Idf EfMdzzec® (v O0BdEJYyO -~ 2!

A vl1l6 | jydzdeotsMmls dzO f jtemtsdzOdkzO M §tlstej B dlsj dzd
] yOfmkls® [16 Awi lstczHdedydlsj dO [ kttwB9oa O H
OdeC j sdteOdedlsj dzdyO ) OA Omldestster tstelzfsdzdin | fiyi b M3 dzo dzq
JHddz M AOBMmisdzs Isdets dzj i ¢ dzOMj dzd. [ MlsOdzOdzdlsj s
slsesotted d M MisOodzw o9 Ols CkdzEdRd zOIsdo j dz f tetsyj dzl
Vtod dztsy 4 dzd § ) 7). dlstczC SEtcOIO dz2O0 tOL § tgj HJ dzj
ftcjHMISOe j 2O yYtejL MJClsstcdzO HJOCKOBRBO o ) toddztsy J «
] yOflsls® 116 Awi stekzHdedydlky dO [ MO o jy dd
&Zdyo® MO tkeseatteddd Mif 7 AOBMmtdz sdets Mmi ¢ dzOMj
dzj Ml e dzOMj dzd0 ddzd 3, 4%. [ MlsOdOda| Isgg] YsHsd dzdedfslsy g «
Ml MIsOo dzw 9 OIs CkdzE 3 zOIsdo j dz ftesyj dzls 50, 3% (v OB
T . dlstczZCIsEtcOSO O tOLftejHjdzjdd]jlsts dO f{ tsH
MiCltstcdzO HJOGCLLORBO o 1teddzsy jdedd -~ 9.
siWwdydjdalsi s d2O0 C Oy Mlsotslsts dzO fsHCtdIlsjtodw
yomilslso i b1 7, Csjlss fsCOL 9o O, Yy ByoCoOOdzdwilsO ¢

ol LftedwisdwisO LO IsLd kdf kfMdkcO (uv0Bddyd -~ 2
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A V17 1BHHEI SO0 &0 (jehcdodzd ©l Mlst0Odo
jWiSdo dzts tsBfdzzy 0 Odzj O ftslstejBdlsj dzqls

I yOfmlslsO (17 Awi stezndzdydlsy ItewBoa O HO { tsdzizn
fsHHE] YCO LO HtsBt L dzdzgj dedy dzO Mo tsWISO OB S|
MO tketsatsteddd Mi M 7 AOBMtsdz Isdets i ¢ dz®Myzy dzalats d dzc
d&j M ¢ zOMj dd. [MsOdOkdls] shketotsted Mj t©OLMj?2
i MlsOo dzv 9 Ols Ckdzz B zOdo jdz ftesyjdals 23, 7% (v OB
T 7). uwubttkzClskztcOO d&O w©WOLHtejHjdjddjlss dO f sH
MiChttedzd HJOCELOKRO &.1 ted dtsy j dad j

RLINdZiHoOdzO | LOoadMd RRsMIsEOytRiigHbz] fAZBONR[ Isted
Cotej dzZOuydW . 1 OdegtsodWls CwsiWduydidass dz0 dtf JtedsOdz
(0,179 )cgdzfds tSIs IsjtstejlsduydzOISO Mmists2 detsfnls tsls 0, 1 ¢
90% HBso jtedisjdzdz® o jtetsWisdatsfnls. [ Isd3iSy HHzi ISBIL7iR@E] H @ O
MisOlsdMisduyiMSd L dOyddkO (fted } = 99 %) Oty tcts

I yOfmlls® 117 Aui bteznHdzdydlsj &0 [ fsdkzyOs Ol
OHJjCo0OIdzO fHHEI YCO L O HBBtets dL i dzdzj dzd | dzO
OdeS j sdtcOdzed s ls aifay®ednd] Mi i 7 AOBMmsd sds fi ¢ O
AOBfMtsdz sdes dzj M) ¢ &zOMj dzd0 ddzd 6, 6 %. [ fyls O dzO dzq |
BiyHddedzdls Slecsotsted d M flsOo dve Ol €k dkzdddolsd
[10] d2O0 VYteddsy jddi -~ 7). lstekt€ lsdz@® Ofs®H UaOd l4sjOte of
j fjHmsOo jdO yYtjL fMjChktstdd HJOCELO®BO o I todds:

RLIdZi Ho Odz® | L O dind diis inlsHOO y tekjiv] H Hzj fl AZO K Is te d
Cotej dzOuydw . 1 OdegtsodWls CtsjiWduydidas dz0 dtf dtedsOdz
(0.504)ct3dzfds tsls IsitsteilsdydzOIs O | fifldts A desffnlO 5t 0 O,
99 % Hiso jtodls i dzdzO o jtotsW Isdztsfls . [Is Ci HjIS@ diigdj Ho O
MlisOlsdmMisdyimMSd L dO0yddZO (fted 1 = 99 %) Qo tots

stsjWduydj dasi s dz@ € Oyjfmbsoatslsts dzO@ YtsHCtedIlsjtedw
YoMkl ilb17241, SHom,fof sUOCoOddWk0 dOHRo ttd
ol LftedwisdwlsO LO IssLd Isdf bkffdzeO® (uv0OBddyd -~ 2

ti2kddzci s dz© oi LftdwisdwisO d tj2lddeci s dzO
Avo jtoj dedetsfijlwdl 7v 4j4 M Blso jlsdes 5, 5v0 figfls dad,w3s  (dWdefg .S fr
COyifm EOcktedk] )i wl7d j ©lstedPOYjsd@isdzdy® -~ 29) .
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Kputepuun ¥14 - Y17 MBAN

6,6
6,4
6,2

5,8
5,6
5,4
5,2

Mean "O14 - 017" v "B14 - B17"

PeiTHHr PeHTHHI
"Bb3npuaTua” "Ovakpanua
| mSeries! 5,59 6,5

Ade. 33 vOfmbsjd StsjWqyudjdds &zOiQ@Wmdsfoslsts Ave jtej dzdz

). stdlsjted?2 Aui yegfksodjo (ul8
A ul8 RdHJodHEZOMjd fBHABH dO [ Ci &3 Yl B

] YOm0 [18 A [l [1sy®@f o )dzf ices® 9 @ O dz® j o dzH
ode 30dzdj €1 5 YslstejBdlsjdzdlsjo, 46 HEZhd Bl Odf j
AOBMmtsdzs Isdets Mi e dzOMjdzd0 dadzd 13, 1% o 163 fp 1 A
[MsOdzOdzdlsj] ®letsoatsted Mj t©WOLMjRo0Ol o & Y HJ
Ckdgf dzOlsdo jdz ftesyjdzls 86, 9% (uvOBdzdyd® A[180
blstcCsEtOlO dz0 ©WOLHtejHjdjdzd jlsts dzO fsHStedlsj tod
HJOGWOMRO o Jtddtsyjdedj -~ 9.

] yomklsO 118 Af) fttswews® Ci dg | O ddzidoe dH
OdzS j Isd tc Odzdfis@ oy steddzd i i 7 AOBMmtsdzs sdzts i @
AOB Mtsdzs Isdzts  dzj i ¢ dzOMj dz0 ddzd 12, 9 %. { Mls O dz0 dzd
BiyHddzdzd Isj tslsetsotsted d Mmi MisOs dzv 9 Ols § Iz dzlz d&3d dzO'Is
[10] dO lteddztsyjdedy -~ 7). uvbsGiShlz s @ tsae® o O K
j ftejHMlsOs jdzO® yYtjL MjClkstedd HdOG®LO®RBO o ) todds:

stsjWdydjdelsi s dz0 COyjMmlsotslsts dzO@ fsHStdlsjtodw ¢
YofmslsOib1826, Ctjlts fs¢0L0O, yYyj BYOCosOddwikO f
stsLd Idf EmMdzEeO® (v O0Bddyd -~ 29).
A ul9 1ltwswea O dzO0 dzdydess ZyoOmlsdj s MisOdO dzO
ftotse dzj digPls jf slstej B dlsj dzd Is j

Il yomlslsO [19 Afls Mmi stendzdydlsj dzj Mmdzj Ho O HC

odzd BOdzdj S &3 YsltwjBdlsjddlsjo, 47 ukhd s OdoS j

127



AOBMmMBdzs Isdzets i ¢ dzOMjdzd0 ddzd 13, 4% d 151 1 AOB
[MsO0dOdzdtsg steflséfj tOLMji200 o HBjyHddddls] sl
Cdze 3d zOlsdo jdz ftesyjdzs 86, 6% (v OBd&dJUyO A[190
blstczCsztcOlO 20 ©WOLftjHjdjddjsts d&O ftHStedlsj ted
HJOGCORBO o 1tdddzsyjddy ~ 9.

RLIMNdzZi H9 OdzO® i 1L O dind ditsmIsEOD ytekiing H Hzj T ABOO K[ Isted
Cote i dzZOydw . t Odzetsoadwls St iWduydidzss dzO wff Jted3BOdz (
0, 498))igisdiwislyk tsSIs IsjitStejlsdydzOlsO Mmlss2 detsfls sIs 0, 1
99% Hiso jtedlsjdzdzO o jtetsWisdatsfnls. [Is vz Hj1ISB dfig@j H o O
MsOkdMmMisduyimMSd L dzOyddiO (fted 1 = 99 %) tBtcOISdOTS!H

I yOmlklksO 119 Awi stekzndzdydlsy dzO [1fwsWeweOls
23 HEhWd Bl Od€ jlsdteOdedlsy ddyO MO Glseto tsteddd
d 106 f1 A OBsffitcddzCsiflgizodzjd dzd 30, 3%. [fMsOdzOddlsj ¢
RiyHdzdzd 5] lsetsoatsted d i MisOs v o Ols ¢ &z dzkz B dzOIs d
[160f] dz20 ltedasyjddj -~ 7). ubbtkzSlzttObO &O oL {
J ftjHmMIsOo j dzO yYtejL MJCIstejdzO HY.OctcOBO o 1 tod dzts:

RLINdzZiHo OdzO | L OoadMmMddiitsMIsIOD dgieyinl ddifDtc @ dzj Is t
Ctej dzOudw . t Odzeatsodwls CtsiWdudidas dzO wff dte-d3Odz (
0, 260))igicdwislyk tsIs IsitStejlsdydzOlsO Mmiss2 desfls 8IS 0, 1
99 % Htso jtodls j dzdz® o j totsWisdztsfis ., [uls Sdiim HIS® d k@] Hdo O
MisOlsdmMisdyimMSd L d0yddZO (fted 1 = 99 %) tsBitcOIsdztst |

stsjWduydj dasi Is dz@ COyjMmlsoatslsts dzO fsHCtedlsjtedw +
YoOMmMlslsO iB1%3, Ctjbts §s5COL0O, Yj BYOSCoOdWIsO
stsLd Isdf Ekdatg® ( vDI) .

A 420 1L &Z0o0dj o0 ftlstejBdtsfisdlsj dz0 ftslste]j B

I yofqlsls® [20 Al jtjOddmdydsts j HO fj tyo0SeC
dZzyHdlj dz0 ftsbtejBdlsjddlsjo, 12 HEhd ks Odg jls
AOBMtsdzs Isdets )i Bdz@g dap 2R M AOBMmtsdzs Isdets dzj Mi ¢
[fMsOdzOdzdlsj] thesotted Mj ©OLMj290I o &jyHJd
Cdzz 3 &zOlsdo jdz ftesyjdals 96, 6% (vOBddy® A[200
tlstczClskzteOO dzO0 ©WOLYtejHjdjddjts &O { sHIStYd) ted
HJOGCKOMBRBO o Jtwddtsyjdedj ~ 9.

I yOmlsls® 120 Auilstezrndedydlsy dzO [ daj L dzOW s
Odz¢ jIsdteOdedlsy ddyO MO tkeétsoastddd MmifMm 7 AOBMmt
AOBMtdzt Isdzts dzgj )l ¢ zOMj dzd oz 43, 4 %. { Mls O dz0O dzd

BiNHdedz skesotsted d M MsOs dzv o Ols € b dzk disd zO d o j d;
128




[160] &0 leddasyjddj -~ 7). ubtkSkzcOsO d&O ©OL{
i fejHmlsOojd® YtejL MjChttedzd HJOCLOBO o ) tod ds:

ssjWdudjddsils dz0 COyjfbotlt d&O § Q0O §d L], @Odw,
YOMisls® iR2F5, Stjbts s8SOL00, Yj BYUOSoOddWkO

ol LftedwisdwisO LO IssLd Idf EmdzEe® (uvOBAEZJYO -~ 2
A w21 [todjdzsdtcOdetsmls Ci 5 ftetsBdzj d3dlsjy dzO® § sls
I

I yOfislsO [21 Ay jtej Odzd fls d ydatss tgid j vt dfipjO dag y Q¢ afy
dJdzls jtej dlsj dz0 YslstejBdlsjddlsjo, 34 HEhd ls OdS
AOBMmtsdzs Isdets i ¢ dzOfMj dzgd0 ddzd 9, 7% d 127 M AOsBf
[MsOzOdkdls] thétsotsted fMj tOLMj290l o &BjyHdd
Cdzz 3 zOedsoyjjazls f 9, 3% (uvOBddyO A[f2106 [J1¢f d
HlstozClskEteOO dzZO0 ©WOLYtejHjdjddjts &0 fsHStedlsjted
HJOGCEORBO o Jtddhsyiddd ~ 9.

I yOmkkoO 121 Afy dai J StedjdsdtcOdts Ci o5
OdzS jIsdteOdzed Isj dzd yoOmi i 7ts IsAsGemo fiptedfedds(dzts Mi ¢ dzOfj dzo
AOBMtdz Isdets dzj i ¢ d&zOfMmj dzd0 Jdzd 43, 4 %. { Mls ©dz0 dz(
BjyHddedzd s} Blsetsoatsted d i MisOo dzv o Ols ¢ bk dzz B zO s
[160f] dz0 ltedasyjddj -~ 7). ubtkzSlztOlQ td® @y
J ftojHMmMlsOe jdzO yYtejL MjShtstcdz®O HJOGCtOBRBO o 1 tod dzts:

stsjWduydj dasi s dzO@ SOy Msotslsts dz20 fsHCtedlsjtedw
Yyomslsoi2289, Ctjktt fsCOL0O, yj tyobCooOddwlilsO dz
stsLd Isdf kEfMdze® (vOBddyd® -~ 29).

A w22 vHe®PddmMduyusSd flstejedlsjdd yoOmtsej L O tC

I yOfmklse [22 Al [ d MzZjHe® HO Mmj BYOSCS
Yyofmtsej ®&O tOBBIOO, 47 HEh Bl OdS jlkdtOddlsj o
i ¢ zOMj dzd ddzd 13, 4% d 139 M AOBftsdd ds@zs]Isgj
slsetsoatsted My tcOLMj200Is o dj Y HJdedzd Is slsctso Stc
ftotsyjdzss 86, 6% (uvOBddyd A[220 [16¢6)] dzO 1 ted dzts
tOLYtejHjdzjddjlsts &O fsHStedlsjtedw [22 | ftjHMmls
ltodazsy jdzdj -~ 9.

I yOfmlslsO ©de2j2ls jAvd@dd) tOBEBISO dzO0 [ MO kHtss dzd
162 Hbkhd Bl OdCjldtOddlsy ddyO MO Blscetse tstod dzd
46,3% d 12 fp AOBMtdz sdets dzj i ¢ d&zOMj dz0 ddzd 3, 4 %
o ®iyHddddlsj tletsotsted d ;Mj gl Pacdwg s 6B dzlz &Bd i
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Al 220 [10¢0)] deO lteddzsyjdedy -~ 7). uwltckzClskztcOlsO dz
122 j ftojHmlsOo jdz0 yYtjL MjChstedz®O HJOCLOBO o 1 1

ssjWdydjdadsi s dz0 COyjfsotslsts dzO0 fsHSCtdlsjtedw
YOfMissO i b2B9 scCtfjsC0OLo0O, Yj BYOSoOddwlsO § sftjh
stsLd Isdf kEffdzEec® (v OBdEdJYyO® -~ 29).

Kputepun C18-C22 MBAN

45
4
35
3
2,5
2
1,5
1
0,5
0

Mean "018 - 022"n "B18 B22"

PelTuHr PelTUHT
"Bb3anpuatua" "OvakpaHua”
| W Seriesl 4,02 3.2

AdeE. 34 vOfmisjdz Sjddyudjdls dzO i®@R) MEp skt Aul yke fls
ti2kddzei Is dz20 oi LftdWlsdwlsO d twj2kddei s dzO
Aui ykofmlse dijud2 24 1j8 Mi slse j lsdzs 4, 020 fuyfls dad, w2l ( i dfre). S
COyimkp®lSiedlsj tifw23 plBsdsy dlsf ePddfyO82) 29) .

lted MiHjdBdzOHjMil b § sad¥isdls jue@ ddd R d ysuddhf e
ftej Hd dzgj 2deslsts sz yOo Odzj, Htjodh OoOls o9iQt ftedw
ls. pUOC o Odecpi LA tedW sd¥b®, [2, [3, [4, 15, 16, 1
vi14, vi1s5, vi16, v17, 20, #421) . U9 O da®f o H
CoOyjmMsoaslsts LO IsjLd YtsHCtedlsjtedd. 1 IjLd MmMdzkzyo
gqdzd tslstedyOlsj dzdzts L dzOyg dzd J , ® LOsadMmddismls s
Htezedlsj fsHCtedlsjtcdd, CoCIsts | ftod 7T Cftclds)j e d Is
Aui yzofmlsoyg D2 ) u 18

led il b fsHCtedlsjteddlsy, syYyoso0dzdwisO L C
dzj 2 deslsts  ff sdzz yOoe Odzj , fsCtcedoOls oi LftedWsdWsls@ . L
syYyoOSCoOdegthWi @ tedwisdyg®0, [12, w18, w19, w22).
fsdzsydlsj dzj dz2 YRS .
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6.1 6.36 6.5
8
5 5 5.5
3.38 3.2
6 3. 4
4
2
0
M1-M2 H5-H9 010-013  V14-¥17 C18-C22
B BbL3MNPUATMA mOYAKBAHMA
Adekzte® -~ 35 [BBh jd2O C OtelsddzO® dzO@ Mi lsdesh jdzd j Ists dzO

AsyoCoOdzdv 0o LO dBiHdyddzMS OISO kfMdzEc® L O [1 ¢

dlsts2 desisdlsj dzO tsHSCtdlbjteddlsy BftejHjdvis Mt
yomlsdlsj AsyoOSoaOdzdvwo d Asi Lftedwisdwo, ydwists ftsB
2O Wdecktt® -~ 35.

(). ¢dz20dzdL dzO yOMmlsdedlsy ddzHj S dzO COyd Mise ts
O ¢ Oyj BBl tsilsts

lidzdedIsj tojL zdzlsOIlsd tsls fteskzyos OdzjIsts L O w1 ¢ 11U
Cswists ftejHmMlsOGoaw yYRrRs dO oMmjsc¢d JHdd Stdlsjted?
B HdyddemM< dilsy kEfmMdzzed dzO yw zOlO B tsdzdzd yO.

lted ddesjteftejlsOydwilsO dO YrRs MO dL §f sdzL 8 Odzd
fBHABHOZOWPddd d B tjLEzdzlsOls, LO ydwikt vyjd

tcOdpy dqtcOded s L dZ2ZOydhismls (lsOBdZdyd® -~ 36) .
; . t Odey Jtc© tJLEdzsOlIs
stdlsdtdd ZzZO@ YRS dZzO@ YRS
1 | 418u22 "wi yk 0,8 My JhJdas
2 110013 " JIsL d¢ 0,3 Yy jhjds
3 |[1if4 AfOjtd (-0,5) ZHtso dzj Iso tstg
4 1519 "1 OHJ Y (-0,6) EHtso dzj Iso 5to
5| vl1dv17 Avejts (-0,9) dzj ZHso dzj Iso 1
sO0BRAYO - 36 {OdpdLOdzj O yOMmisdedlsy ddznj SMd dzO ¢ O
102dedMSdwls CojWdydjdls &0 COyjmseskts | {tdk
YRS =0,(9) , ODoddBC WYl Ctodlsjted? Aul yzeamlsadj o

) sdzsy glsj dzdzglsj d dzzdzj o d L dzOUj dechw 2 @O " e R sz dz@ s § 6

{10 [13 AfbLdoydotsipja bwef®@j di's IsjL dzn§EYpgeed
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(M jhdes COyjfmbots &0 (tojHMlsOoawdsyy d2O i Hdydo
1dcOlbdoadedlsy YRs dzOf SwibPegtl OdzfzbBls’Ay OHj §H des
Md HGBAZdY Qo 0Ols HEts dzdzj otslsts L dzOyjdedjL d CEwpfb] tsd
COtRHBO dzj Is o tstc d(lsizjHdisjoddz] Is o tste d Is j dzdzts COyj Mo s dz0
BiHdyddmMSdlsj bkfmezcecd 6 Ijrd Stdkjttdd)-,u0l1dss Ol
Ave jtoj dedetsls 0 fj -1H)tsB dEts OO ditss dEjf oy 8 g diz) Is £ ©sdsls j
(dzi ZHtso dzj Is oOs@yfisjleladtss dzO0 ftoj HMMIsOoawdzi dz2O d3d Hd Yo
Ctedlsjted?2 .
RLYydMmdzv 9 Od3j Iste d dzs 9 d R Dic B2k j RiziAd 922  SOI.

l o3 dzdlzd RO@OBEO22 c¢f j2Isdadze dzO tsyOCeOdzie Mmji dLyd
Sls BBdzdzgduOlO (oM iSd OdeS jlsdtcOdz fOyd, dzls) COls
9 jdzdyddzO sls dzijgtsodlsi tslsegtso biwd d3fstzdzd RAKHAR [ 2 2 .
ct i2Isddze dzO o) L ftedwisdjé fmj dLuydimdzves0O L O ofmj ¢
@z jsdteOdz f Oydj dzls) COlsts MtejHAdO OtdlsdiilsdydzO
Slsgtsotsted tsls | 1SQIHits) ddtsBXOdzj dz CtsjWdydidals dz0 € O

tcj 2Isddzc  dzO o i e wdfdzd dzO tty@Baxgdzo 37 d uvoO
(vOBdEZJYO - 29) .
SQI(-02) = t j2Isddze dzO oiitLjf2dovdsed jdzd 4500 € 9
. fi . .
U BiBeR] R e g MEEN int(é:?vnall?)?nl\zgan ESrtrc(j)r SRRl

LlRo1 22 ¢t J22Isddzc "dg 5,08 4,997 5,17 0,04 4,86
22/RJ1 _22 ¢t j2Isddze dz 4,93 4,817 5,04 0,05 5,04
3. [SQI (-0,154) | (-0,271) 7 (-0,037) | 0,05 0,13
s OB dzd yo - 37 uwlsOlsdmisdyjmMS&d twOLftejHjdzjddYy o vy
z0 [ 1 6]
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) . | ti2kdde| tj2lqad SSI¥IUd
stedlsjted?2 LO C0Oyd Mo silsts %0 ol Lftd %O BYOS Qemﬂ'z%ls@t
[1 ] sdzdzd yPB® i otcj d3j dgdz® Isjrndzgd SO d tsBistclzH 9 Odzi 5,95 6,17 -0,2
[ 2 RazIsj tedtstedisj dzO | estEsdzéizd difffds @O tds@izd ydzts i Missw dzd § 5.03 5,85 -0,8
{3 1 j tefts dzO dzitslslzdztfQOIsfis d W Isdzts tsB dzj yd dz d MY tej IsdzOls 6.23 6.41 -0,2
[4 |Jidhdedwls adH dzO ddeW stedzOydtsdeded ls | dZ@lasjdamizOQyipds O B 5,19 6,0 -0,8
ftedodzj € Olsj dzdzd
QlfouvrtrOfJ1LJuBfA4)[1 5.6 61| YRS -95)(
H5 1 s dzdzed yPUsfo dzdz® 8 © Moatsdlsjy tBjh OdedY HO BCOLO O kM 5,65 6,24 -0.6
H6 ¢ IltciBdlsjdzdlsi M &z wadrdsl WipisGsf e dp &Gd e d 5,77 6,27 -0,5
H7 1 tsdzdad yPB® dzOH j Y HABO twjflzlsOydw 5.8 6,47 -0,6
H8 Vvindzz ¢ dis 3 dzadPURils Of tcj HisMIsOoawlils dz0 f tslstej B dlsj dzd s j 5.8 6,4 -0.6
H9 1l sdzdzd yPUsEW ¢ 9 O ctejh Sdlsy d dzj ssydzsfisdlsjy o fmetsd 5.96 6,45 -0,5
Qr érrrr1feu10)5 5,79 6,36 YRS -36)
1 j tefnts dzO d®itslslzdzfQO Isva] My d § dzd dzd tc O dz 5.65 3,64 2,0
1 jtefnts 20 RitslelzdzfQiils@. 8 O kEMdzzedlsjy B oL s d s jtcOlsd 2.92 3,77 -0,9
1 j tefnts dzO ®itslszdzfQedsd@O e d f sdBOc O dz0 Mo tsdlsj § silstej B ( 3.04 2,97 0,1
ftetsB dzj &&q
1 j tefnts dzO RitslszdzfQEOIst. 5 tcj O dtc O dz0 B dzB Ol O dzO 4 5ls -0,2

IyHE sbtiBdlsjddlsy d §jhMcdOdzO d&O BtsdddyOlsd
LOddts tcOL B dtcOdzj
sls dzatsh | dzdpvdsdgizdinfOdddXc j B dIsj dzdlsi Mmd ykefmlse Ols B j L 5.54 6.38 -0,8
j 1o ts dzO Rislelzdzf®jOlseQ) y dzd e M f slstej B dlsj dzdIs 5.77 6.79 -1,0
CsotsH Misptsdzded YEBISGDL 9 © oMW COC 90O fSHHEI ¢ O dzO 5.41 6.53 1,0
mMdzzy 0 Odzy dzO Y slstej B dIsj dzd s §
#18|s] d@3 ftslstc] B dBlisdaifflafiPilse csWoweo O ddzHdodHEOdMz] dz f sH 5.26 3.16 2,1
#1991 J et dzO d&islezdafOfOdstsoy o w 9 O dzd ydzes EZyOmlsdy o tejh 0o (@ 3.53 3.27 0,3
ftslstejBdIsj dzdls j
8420|] jtemMtsdzO RitslszdgfQpOds@i  slstcj B desMmisdlsi dz0 Mmoatsdlsj {5 2.75 2,97 -0,2
8211 j ot dO Eickzdois Osted j dzsdtc® €1 3 ftetsB dzj Bl dzO 2,89 3.27 -0,4
422 YOmMBo jIs) dz@ sedpdefps EHtsBdd L O oamdySd §slstej Bdls 5.69 3.37 2,3
Que3YuvluwuvlRrRrpTuPRLS 4.02 3.20 YRS =
LId1ofrv sdtArRARIIY 1 ¢ SQYyruaul [u] ( 4.9 51| SOI=(-0.20)
v OB dzd yO 29 A dzsB Odzj dz ¢ tsij ¥ jrylrfdpisisisofizO € Oyj Milse sists
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3.1.3. utcOodzdlsj EQdg PuAD daga j Iz [ ) 1]

lteskzye Odzgj Ists, dLoel teh jdzas o wl ¢ 11U d [1¢)] ol
B SSHdSERYQUAL L O Byj o do ¢COoyjmseslsts dO d&jt
fsCOLO O tOL dzdydsd tjL zdzlsOIsd O yOfilsdzdls j d
COoyj Mo slsts.

ltedt) ¢f B HJYyd dzi & OO HJ 2 desMIDIJ dig i3 &5 gztizP d Isfedza
LdzOyjdedj d M, Mls S0, Ctsjbts ygc@@iadtedwisd] st
fOydjdesdlsy L O COydmsoaslts dzO ftej HsMIsOo W dzOIs O
dzdo slss dzO BYOC 9 Odzd v st HteBQASWOdsAsz )@ dzts 3e§j )L & dzls Ols |
Emdzzedlsj, SCtdbt ftojMhis@ay Hide[ £OIsts kM jh j dz
COyj mhoe ts.

SQl Ha meanumnHckaTaycnyra CBAJIBB

Peitunr "Ouvakeanmna” l

Peituur "Bu3npusatua”

5 5.2 5.4 5.6 5.8
PeituHr "Bu3npustua” PeituHr "OuakBaHua"
| mSeries 5.66 5.3

ANdGlzte©O SQIdB8 w1 ¢ [ 11

14 MihjiMmsokzadf @@L tdsfupOC 0 Odzdw d o iGapfSiedwlisdw  (
[SH] O GEEOH] SHEEBLP 20 O0dOddL O ftd fsdsyd
2By o HYBHHI e Odzgj dzO dzdo slsts dzO €Oy Mlseo slsts d
fsHtsBtjdadj dO COyjMmsotslss Hj2dsMisdlsj 5 Ctodlsy

[Is IsOBdzd yO T 18 A| dzsBOdzj dz0S@) W Qdy defs| ozO, €
o dHs, sH s jteddlIsy: [f1, [2,1783,uv1I%, @b q6yYI1°
slsted yolsj dzdzts L dzOy4d dzd 4 , dets ftcdBdzdy O Oh s Mj HE

5YOSC o Odzd"lsO L O EkMkkzcOko fMi ofmjd &EOE{s S PBEo dbh
ywdzs, kW j Effjh &&.dzyli § GEHYEOHO fds® S cdlsjedd Isww
134



B HOI ®w®,j fpftcj CI MdzOlsts fsHtsBtjdzgdj d2O COyj Mlse ts
J BtteOddL OydqwlsoO HO Mmj MmMlstej 8d HO Mmilsj mMded &BOC Mmd
Gap5. ltjHodH LOsadMmMddBsMislsO d&O IstsL JGapQGapdo sls
2, d Gap 3 ZO [ tH] ZOhdzg BapPe HFHOHSSBId ftoj HMIsOs Ols
By dzdHY Bl degs© L O ftejHYtsydlsOoddwisO dO {fslstcjBdlsj:
Aftcjo jHjO cdzOMO dzO0 wslstejBdlsjdzdlsj o MlsOdzH Otsls
LSO dO IjrddudmMitlsts dL§i dzdzj dzd 4§ Zz0 Emdzke
B HIyYyqddzm € QolsiglgQdzH € OCIsts d toj OdzdL Oydwis©O dd3 dzgC
¢ tsdzls te s cz) .

lted 1 o3 HdYyddzMC OISO H j2detsls, dL d3j tej dB@QI ytoj L
J fi) slsted yoOlsj dzdzts L dz2Oyd dzd § , CtsjIsts ¢ OLo O,
ol LftedvisdwlsO LO EkfmdzkzeOlsO, dzts tofpp Btz O dzlp dz i) §
Yyoflsdedlsy SCtsjWduydjdasd L O COyjfmbsets Mi HEBAdd) Os
SQI=(-0, 2). [iHdydqdm¢oOokO EMdzEecO® ¢ Okt ywdhkts MmMji Y
1 d2OyJ dzd j BAb Si2®) H j dzv, YJCape® s EdHH jlsdzO ¢ Gape d3j
EYOSCoOddw d ol Lytfdwisffesdzydgdoe [ MEOo dej dedj i M

1 25 I I T I

SQIl Ha megnumnHckaTaycnyra MBAI
Pelturr "OyaksaHma" '
PeituHr "Buanpusatua”
4.8 4.9 5 5.1
Peituur "Bu3npusatua” PeituHr "OuvaxksaHus”
| mSeries1 4.9 5.1

AdEEtEO SOIdB9 § 1 ¢

1dLOadMmMdds, yd d LO Hejlbi BEIWEPY] Mige fSis tsts
fted HsMisOowdedIlsy &wIHIdYyddmSd Efmdzkzed MJ ftedd BO !
Bz s et d zdzOk 0 Btdddy® bkffdkzcO® dJLthks0s 0O @it
(Wdekted® -~ 39), SCtjlts Mmj Hi dyd d&O oddwddjlst
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fsHCtedlsjteddisy :f 4,1 15,216,317, 18, 19, [11, 1
420 d 21 (lsOGBdRZJYyO -~ 29).

gl hts COCIsts d fted w1 06J 11, [10¢] stewBo® HO
dLdmMCoOdzdv Is O, Mol tLOdzd M JwsHEZCISO, 91 9 i HO
fslstejBdlsj dzd Is § fts Glsdetsh j dzd | ZO dJddW stedBOydwIso
Hsetsotsted dL ] dzdzgj dedd 2O f cOYg gz dsptcOlsdzO o tel L !

1 O 0OdzO0dzdSQIN GlzGo O dzd dzf MOBBES L dzZOyJ ded j sts d to
dzj 59 OO MtekzCIskztcO.

yOfmisdedisy ddzvnj €Md d&O COyj Mottt GESODIS HO
1 dzsy dIsj dzdzetsIs ts L dz2Oy g dzd 4§ dzO Yomls ded w ddzH j € M
fslstejBdlsd dzdlsd fj@zd Iz Hf tiso dBjCsiojtxaf v § B G zy g2 Mb J {f Jsd
stk skts M | YOS 9o Odzts. vstso O dzj oddzOcd J
Yyofjlsjdz ddzv j S dBsyj HO o LdedSdzj, T §ptcOte @2 dits dzc
Csdzdyd Msoets fJtesyjHlkzted d {§slstej Bdzj dzd azZzO BJLC
i Mistsw dad j , o Bj ded HY Bi dAsjOzlstitsy & O C ABE@Is i
ftoj Hf sdzOcG O BW st O dzO o Md y¢ : ) HBC Zd3d dzls d
MisOdzgH OtelsdL Oydw 2O ftsyd Mdlsj d ftsHEZzSydwlilsOo,
i J et dzO dzO, gL d&3j tco Odzj d OdzOdzd L , dtsCzkjctsdf (
MlsOdzH OtelsdL qtcOdzy dO yYyse jhcdvw fdls, Cts2lsts HO E
ftsolststedets dL ff sdzL 9 Odz. (WjSIsdodetslsts dLBWGoO Odzj
StecOdzdL OYydwlsO j ol L By dzgs MO ) BOSC Md RBOddks ol

[lIs Hteze O MistcOdZO, dLwOL jddw¥ls odMmMtsS YRS &Yy
COyJ Mlso sls s, Csjlss SOcOddL Oydqwilso j o Mmi Msswd
HO dOtOMmlse OlIs Hwkzedlsy ddzHd SMdlsy d&O Htekzedlsi €t
fted o0 jHMBstesBdds] ttdhd o MGybdse€ts dzO ftoj HisMIsOo |

[ stedyOlsj dzdetslsts L dzOyj dedjy dzO YRs MdcedzOdzdL 6O,
ol Liststee s §sdkzyj 20O Ekffztc® §t HOHjddw ¢
Histf | dzdzd Isj dzj dz O dzOdzd L . tdh OO s My wowpg O tOL
Aododdisf 0 L O dzgjzHtsodzjlsotstedlsj dzdzslsts C Oyj Misoe ts.
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stk C O @OZBOL cdzj Y HOddIsj] [111 §BC0OLDO dzj
COouj msoatslsts dz0 3 Hdy(qd ddffydjls"j G@lz mdditss dfp  dBdztsy § Mls e
sisted yolsj dzded L dzOy 4 dicffiyd deidéds vdriste OL jtfdss L O [ a1 o) (Wo
d Wdckuww -

CTpykTypa Ha SQl Ha CBAJBE (0,4)

1.5

m= =

-0.5
M1 H5- 010- | y14- | C18-
-M4 H9 013 Y17 C22

||:|5eries1 05 | 01 | 1.1 0 14

3HauyeHune Ha YacTHUTe
WHOEKCHU Ha Ka4vecTBOTO

Adekte® - 40 u@Skdz@ sk ®J dzO

ltedydddlsy Mmj HepHBdLE §OL O] d Mjcdk)ds, HJ
O &jHdyddmsdsj cistpgled,) HBYJMs @20 Mezzyodls
odzdv dzd jIss 2O Hj BscteOWMSdlsy WOCItsted ol 8 ot LG
fsimdzOB slsts ftodMmi Mise dj HN O digjy.Oo detslsts toj ¢

10 Hojlsy [r1u41 Sod@fjdideoh dbdnNEE0C s dasd)ls]
418 w22, Ctjkts fMj i &Skze® CObt ftj yjHjdls
fsL dzOo Odzj O Y tslstojBdesisdls - tdjxgtHodusjts @ Off tsls t
ftedH Oo Odzj ZO 1OCdeod0 deOtl e PSS tshdceckztew o C
CoOyj Mo ts, O Bls HtkzcO dOdJydjlkts dO wOLtedse
HECOL9 O, yYd Stdljtedwls dzgj By HO BI Hj dzOf 1 dz
Ctedlsjtod d .

Hdzj HsS9 Ols j dzdets, ftoej HMIsOo OO dzO® d3j dedH Y B dzls O |
mMdMisgegmils o tMdceckztew o OdzjIsts dzO COyJ Mlso slsts.

I sLdydvB®@&ddzptedy " v 8] tfjteodzshijish [ L dzOUJ ded §  dzO
Cdztsdg h -16)i disL(dzOYO9 O dzj EHtso dzj ko stedlsj dzdats € Oyj Mlse
dLdmC e O LOHI dzBsYJ dz 0OdzOdzd L (WdektcO® -~ 41) .
MstczClsztcOISO dO Ctwdlsjtedw Ave jtoj dedeslso mj Mol
oiydzdeo sMmls § Of HaOH tfitcy MBS ZOEZO ls ] CsotsHMIse SIsts
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CtpykTypa Ha SQI Ha MBAI (-0,2)

1
0.5
5 t

M1 - H5 - 010- | Y14- Cc18
M2 H9 013 Y17 -C22

3HavyeHWeHa YacTHUTe
WHAEeKCUM HaKa4ecTBOTO
=]

|mseries1| 05 | 06 | 03 | 09 | 038
Adektet® - 41 u¥bdFGlshEO dzO
[ sojtedjlss (vl1l4d), BJLBfOMsdetsmMisls® (uvl5), d

tcl CsotsHMmlsets (L17) © HOHJ OISO EEMdzZEcO MO GKOHJ
COyd Mmiseo sty Ishsdzif Isfisi ©  dzO 2z fdEED o W) wigdfj sasts Ists.  w dzj H 5
Yytej L Byjdzv o Odzj sts dzgO ftsHStdlsjteddlsy vilid, vl15,

MisdfjdzsO &0 mMdektj dsfmls LO COyj Moatslsts dzO kMmd
dzd o sIstQA d2®@ EkMdzkEe OO M i toj o jdapdzd dzd addOls £ OdgQ ks 1 |
sOLd ttcOdzdL Oydw.

1 OH Hso jied jlss Mmlsswis Hi dzetsetsHdh dzd Isj Zmddz
sfmdclztew o9 Odzj ZzO0 COyd mMlse sists, Csjlbts ftewlts Ctste
ftosW ] MdsdzOdzdzOIsO Ctsdi3f jIsj dzlsdetsls d dslsde Oydwils o
stsLd WOSCIk HOH] fBoeatBH LO tOLhdqteweo Odzj d&O BA
fsmMsCO0 20 dqLmdzijHe Odzgj dO EkHBSodzj lsoatstew o Odzj dzO |
Bslsdo Oydtsdzj dz ftesWddz dzgO Ho jIsj dLMmdzjHeo Oded [ 141 .

CTpyKTypa Ha Kputepua "YBepeHHocT"
Y14 - Y17 (-0,9) 3a MBAIl

=
S 0
S 02
e 04
T 06
T 08
5 .
0 -1
y14 V15 V16 y17
|lSerie51 0.7 0.8 1 1
AEktO -~ 42 ubtkClktO O Ctkylkgildwo Almdfic] ddshso (
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RLOBHCJ:

lteskzyo Odzj Ists 9 Ho JIsj [111 HSCOL O Citej dzO
By HEZ SOUYUjMmMbotslsts dO djHdIY &M BAOO > DIEMHO d
ol LftedwvisdwilsO L O dzj W . l i LSOO d fMisOIlsd Mmls c
ftcOosf o sSteyd s@OPAZ@LPtcd) 1, 19, mMsA@ddmdBd i d¢ d
L dz2Oyd 0 d tBtOlsdsf ostf steydtsdzOdzdzO® fted [19 d 1 1

sObts MJ dL-BYHO 8@=WDL ISP gSRQIMjudze j dzd yoe ©
(S0Oyj Mboawslsts tOMmilsj) , Csbddd stf 8 HotOHidsty ol Lftedwls
iz e Ols@ HisBts dL i dzdzj ded§ dzO0O Bk Mmdziz ¢ @yQ.dz0ust®e O s
ftcOo 0O ot L CMIIBjINHE s fteskzye Odzj Ists fdzj Ho ©, yd d
] otsHd HEB dOBOQEY o LE4 WO M ttBYWMdd MISOISIdMIsd yJ f
ftcOotsf totstf sStoyd sdzOdzdzO® L O8I fifd dftefy Is[ yd@iSyeHoazd ¥ Is© MO
Ctsdzj 3, SCtcOlsts ftsistej B dIsj didstiivjord dpfdatostiodid, O dz  (
i sz B fYslstejpdasiisd  BJdzOdz sfdls. vscOo 0O f
BIAHEIG [, J ol LBsYdO MOBts {icdtsdumlE d g oztzts dz@
ol Lftedwisdj ZzO0 kMmdzkze Ok O. ddzj Hiso Ols j dzdzts, ol L 1t
(ftojHuMmlsOoawdzjlsts) | CRBEOCADHYYtO, v@YBO5O HO My
2O BhtsetsCtcOlsdts d btetO2dts odmMtstts twwOodedh J . [ E
BJYH@SIJd {19 d 119 dBsyJ HO L dZO0yoOs O t©OBBIO 9
dzj tOLBdtcOdzj dzO o) ftesMO ls MstcOdO dz2O0 § Oydj dzlsd |

314. [ jlstsH J CSERVQUAL C Olsts (L d&3j tedlsj dz dz@ W kdzS ydts

kjrddujMStlts COYj Mot

lted jRfdtedyded dLfdzj Heo Odzd ™ 2 @ @ew Ot I o tes@edZjO dz
MCOkOO ls ®&jksHdSOIO SERVQUAL o Bt ddzd ydzO
WizdeC ydtsdzOdzdetslss S Oyd mlsets dzy sy HO BHHG ¢ tSH
ftesyjHbkted, I.j. BjL kjtht@iNonwstsh Ofj ks tzd j
ol LBBsy desMisdlsj dz@ &BjksHIS OO SOt dLdjtdlsj d
COyjMmsoats doi d@EBOOL diBsy dzts  dzd Ytej L HJlsj tedzqd
BjlssHJSER/QUAL HO Bl HO dJH&BPBPRG JHO COYj Mke s
BSHj &ZO dzO | el bsdfcpdstidzO dzdsists d Isjrdedyj MEslstso ?

'2 The Joint Communication for Accreditation of Healthcare Organization (JCAHO)
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[t Odd L Oydw [ jlstsHEEROUAL ( Ctedl9)j ted d

{1 Co sHf Empathy
— (i ukze mise dj
13 ulstelkC sk Tangibles %
:'f WdLdujmeshi fls
- :
~ NGt ° Responsiveness
11 (15'5@159 BthZ‘Sfr]
7] N
- Assurance
. bojt]
YtSSJth i (ko j toj dzdzetsflg

AdekteO -~ 43 witlsejlsfise djC taflsfstsd i€ o dsg @ dzi o LDk
SERVQUALJ j dzj d3j delsdlsj dz0 ttecOdzdL Oydwis O
mdfslsjlsdudsts HBYfEMSOG] ol L BsYdshmlskskd L O i

ZOMdzOC o Qo)) C @zOj HdzO® H j Isj tc B3d dzO BRERYQUIHO fiy /dzj ilststiz] & O

HOHjdz jdzj d3j dals dz0 Pt @detftcOyqdwy 4B ftoj HiflsOoa W 9ot

HilbjtekddzOdzsdls | GERVQRIAISEHI&OBPES IS d0 st OdadL (

i sko jlsimisodjlts d fttdfsCtedo Odzgjlsts djyHE lswn j

AT jilsjtedddz0dagiBlesO( WL duj MSts i Misswdedj), ¢t
oMduSts &OkjtedOdds  MjLOjdks LO fslstjsd
COts tBBtekzHo Odzj, §jteftdOd, SRR SEYTJ
qLedzjH, Bd MdzjHo Odzsile®k I ists® 5 ® f) s ® iOls tdzOh dzC
fMted HO) ;

A1 jlsj tcd3d dzORRlERBIlisyO (2O H j 3 H)dzts 1§ fstists i) s B dats ) s HO
ftojHMsOod ©®BjhO®OKO bkikzcO Mdcktds d o f
2O Htetotstedd fldsh jddy ) HsIEsGXolsud ydq
sfdckztew o Odzj dO@ COyjMmsetlkts. It ktLd d&OYdec
fsHftesyd mMdlsy d vydddvw syl m;

A1 jlsjtedd dzORespOrisi@ness ( slsL do ydoe sfls) , C Okt to
stccOdzdL OYydwisO dz0@ y J &zOdzd W Is O SzOdzlfGLldsta) B dEds |
fsisteiBdilsd dzv M (i shsE@@EOOYdV¥IsO Yyt L 9 4

BlteccOdzdL OydwisO fj ©OLEd] Y HO COIt MtsydOodkdkzd Mdihlsj 0, dL-
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Hise J tod J 9 i 4 tes dzO dzO, ykzefmsets L O BJLSHC
stccOdzdL Oydw s QO;

A1 jlsjtedsd dzOsiasaDde® 2o j toj dedzsils) My ol Lftedj BBO |
COts SCtdiBf jlsj dlsdesmls sIs MlstcOdO d&O IstsL ),
ststej MY sdzhydsteE ffis j] toJ Mtedlgfs IstewBo O HO {ftod
gqLdme ki 3dlsy MismMtsedasMmisd d L dzOdedw L O ftej H

A 1 jlsj tcdsd dzO daspatlsy® ( j(dsf Olsd W) i slse jIsMmise O dz
tcl CsosHMlsots d o9Cdz6 ya © EMmMddzdwils®© HO BI HOIs
oMmMd¢d JHddz StdeCtcjlsjdz fslsteijBdlsjdz, d cEtslstse
dqdzHd o dH 2 OdzdzO [ MislAztc @ls dz@l4cqQ Isedf@ Ok Oso SH Miso sls
fslstejBdlsj dzdIsj .

]l tojl@siz sls ftetsj CIsdteOdzj sts dzO M) Hi 6y Odzd J Ists
ddzj 3 dzlsdlsjy dzO wtecOdzdL OydwisO Mmdzj He O, yd ofmwg
Cdzs yssots dwwiyptey od0 Htcj HJ dzj dz ,lseditfL dad € cdet®™ ff dadcdsj 3 H
ddzj d3j delsd sy, COCIsts dz@ 9l Istcj h dzOSIOOCHPs j off O d3zPH Izt
jdzj B3j dz2sdlsy dzO BEcOdzdL OydwilsoO d ol dzgh d&zOO Mmtej H
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(o3t sdzgj dz2lsd S OCIsts dzO MstckzCIskztcOIs O, sO¢CO d dzO
ftcj HsMisOoawh EMdzEe OO, JjHS o] &3] dzdats.
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3. 2. [ O dzdzd tsls fiotszyos Odzj Al g § s i) O g
FHso dzj Isostej dad § © d At ijiRushylogeyd) dadowodztemly | 11

3.2.1. tiLkdzsolkd sk ftddsyjddj &0 d&jls

PHtso dzj so tstcj dzd j O

). w1 of 11 Al jdeyts wjBso0 ¢ | OBttsats

RLIdZj Ho OB il cdzOoded ftetsdj dzdzdod, S Olts YC
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5 1. ol bejh jdz o] H" 4,24 4,027 4,45 | 0,107 4
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ILjdBORO fMj ftjHodH Osifyesjodsdds hisisOsteg® Ctwists s
fosdj dedzdodlsj 6 yYjldode Odzd® MSOdkO, GitkjHjd
90 dzgsMisls O dzO Iz g dziday @8ls Qs Oftee f B 1 & 3D ZAQIHO OO ytfclats ) |
BOdzse O detsls/ L i dzdzj dzj d § 3@ T hMz@dOls @36 dA40
i &S ko Odzj sts dzO Mis Ols d ) lsiddedffipS d Ksjt dAPu©D dats ) lsudj  ff jts
HE ftdHO9 Oldzls sdz®@ 3@ ts0 O datsfids teds thts d3 Slsdzd ydats Lt
HESC Olsitso dffss S dlsj Mlss2 deslsd, ©BOlsdats.

d). w1 df 11 Al jdeys wjBso0 ¢y | OBtsots

O.) 1 42ddz Al Oy detsfls o

sOM®j LO OmdikikhdudgL s cdj ds §sdsydlks] dds t
L zOyj dedWsO dz0@ ftejHdzdlsi Otedlsdsj Is d i deds dzj bgth 2 distdsh |
BjHJ OO O ( 51 Bdzdiyde B)c G

1
1

[y
[Ga 0]
|

N ean

s edian

ObcnyBaHe..
XUTUEHHN..
OcurypeHocr..
CecTpuHCKO..
Apyrv..
Nucra Ha..

= AAMUHKCTpaT..

™ WMHpopmupaH..
X Opranusupan..

I=
o
w
-
=

NGBt j 21Isddzc Adu@odetsiyls 0
st dzsmisdls d& S ks TissizY HOEOL a@d)ls tls O dzS
dzd yiakj yHE 52% d 64% MO tlsetsoatsteddzd f AdL ¢ dz¢ ydl
fsLdyddlsy dz0 ¥ jttkOlkO, &O SCtjlsts f)j HI dyd d
fsLdyddlsy [ Artskzaed o B fSdzls ¢ j tgp M dzizP B OWP IS St d W
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CO B dzd MistcOlsdd s b fMls dzO Mmazzy s dzd sy Gted dzj /1
ftcd tOBBISO Mi M 110, €I Hjlts MejHdzdIs] MiIsts? dats
Hodlilsd ttLrdydd 51% tls O0d jIsdteOdedlsy dzdyo MO lis
fsi odMsC OO MstBR HaF QOB 2 (1 teddztsy jdedj -~ 14)
ddzls j tto Odzd dzO@ dL ydfmdzi dedlsjy MmtejHded Miss2 desflsd
fsCOLO0O, Yd Mtej HdZOIO M2 dsMmls LO oaMwWeO-jHBGO
O fsfOHO ® ©BR9OIO dO IsjLd Mmist iy gdd§ O dzlé)jcig s
OQtcdIlsdzj sdydz0 Mmlsts2 detsmls 20  sf zdZzZOydwiso) .

1tod dzOC dztsdzj dzOIs © dz@ HwGhipdeDB)E,tc OdfJddedoH Y o3l dzlsi Is  dzO
Bd IttvwBoOdzs HO MmMd dOfttOsd dLotsHO, Ud f0Oydjc
00y desls dz0 St sdzj delsdlsi dzO Wi tclsDs O Qg giOEds o j |
sfdls MiMm MdmMisj BOIO dz2ZO LHKO j s OL o Odzszj BEF F ts
gz syoscHolPYy d fosmMsCO Mmj ki telmd d ot L COBO dzO
sQl.

B.) (J2kddee Al sfilsdy § dzd j o

sOMOj] MmMj LO Ofdf gislstgdd lpdets dzj dets ff sdztsy d s j dzdets to
Ldza@i dzdWIs©O dzO0 Mtej HdzdIsi OtcdlIlsdii Isd ag@edkS fistsB dztgnis d O d
(OB dZdyOJWdekzwe03) . whts2dsisdlsy dd& tCtsdts 1, 6
OdzS j sdcOdzd s & YOHS 51%, LO fsrdyddlsy 1, 1,
AntsBtetsdL fitddzj dzd j ss 5 aMweO jHAdO ls fsLdyddls
Hi dyd d OmddjledwisO (1tddasyjddy -~ 14). 3 dOy,
fsLdydydlsy ¢ A[Bfmdzye0dyg o ftedj BdzOOd d 1 Am
1,45 d BIHJORO 1, { skl ad@dpy O yhoO Oz j dddz dzd L f |
sjLd ftsrdydd ¢ Ol tAlsdgsdydsigsdidzd yj MisslsO 58, 8
sMlsO0dzOdzdIlsy fLrdydd O0dS jbdteOdzdlsy d&dyoO MO ket
TodMmMsC OO Miss2dtsMmls dzO BjHJORZOISO 2. 1 pkjijtedlsj «
fMtej Hdzad Mists2 detsMisd dzO e dfjsde®@d @ Pls j ygls MdsLj H @zOIs@Is
oMWECO jHAO ks kjLd ftsdjufsd 0w faif BalDy @kBC
Mts2 detsmisd (ddalsjteo Odzdlsjy i Hi ey Ol dMmisd dzM$ OO |
{5 dzOydwis0) .
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I Oy dztsfyls 1 6 Hils 0o W dgj
- l tsd3j dzdzd o d Confidence Confidence

Mean interval of Std. Median Mean interval of Std. Median
Error Error
Mean Mean
. |[BIMdzEY 9 Odz] © (tod ¢ 1,53 1,337 1,73 0,098 1 1,49 1,317 1,67 | 0,090 1
l . mdcedjdeded EZMmdztse W 1,49 1,321 1,66 0,086 1 1,45 1,281 1,62 | 0,085 1
ImMdektej detsfls M ytso | . .
1. 5 {MsC O € ddddyudo ¢ 1,37 1,221 1,52 0,074 1 1,61 1,417 1,80 | 0,097 2
1l .| jMsteddzMC s tsB Mdzlz y ¢ 1,53 1,357 1,71 0,090 1 1,65 1,461 1,83 | 0,092 2
(|reked osdHte ] uspdgs 4 oo 1,467 1,83 | 0,092 2 155 | 1,397 1,71 | 0,081 2

ZOB 5Ol stedw

RAdW stedzdd e Odztsmls L O ¢

[ . #ZOL dzO ] dzd W Is © 1,41 1,261 1,56 0,075 1 1,57 1,417 1,73 | 0,080 2
[tceOdzdL JteOdzj o Toi | ; ;
r. . s . . 1,47 1,337 1,61 0,071 1 1,51 1,357 1,67 | 0,081 1
HisfMis!  dgofiey ode § d3d dadz
o .
[ dilsO dzO YOt ohdls 1,49 1,357 1,63 0,071 1 1,59 1,417 1,77 | 0.089 2

1 L OB sdz¥ & Odzd W

OHBJd]MsteOls d &jytzds!
R.|dzO0 Mz dlsj dzdlsj ¢ ted 1,61 1,437 1,79 | 0,89 2 1,63 1,427 1,83 | 0,101 2
2O bEidzEcOlkO ey [ to

sO0BEUAuBOBdMisdUujMSd OLftejHjdjddY § ttj2ddedlsj Ao Oydsmlso d AftjHmlsOsw
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ts] o O = a =
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A b B r. | 4o E. | K. | 3 n.

AJGCIZte@Bt j2Isddzc Al tsifipls ooy jaded j O

lted dzOC dztsdzj dzOIs O dzdrfdlaste Oc O W HAGjGzd ¢+ Xy d3) dzlsi Is
111 B d Istcw B & O dzts HO md dzOff cOo d dL atsH O, 1
ftej HMsOawdzj sts s Ctsdi3f tsdzj dzlsg sigs sde® € PdzlisG OHSTOB
Sl sdz slss C Ot GOdyudsmMst O mj Isi eifd d ot L €C
Aftcj HNlsO9 8Qlzj 0

9.) (dOdzdL dO ftodstedlsjlsdedlsj € i sdzj delsd b

10 BYj &S O d0 i tslsdatsh i ezl fislsO o WAdajoOd difsti) IsC s By s d;
sWjtolsOlsO dzO Ho jol©j ¢ fiz W ODdednOls j L d € s d3Y tsdzji dzals d ¢
Cdz" BO LWy jfmls o twjLEzdzkOkO ls Hj2dtsigls ERcmd . fi,
odMmMsC O ¢ dzd dzd y dzO Codf j Isj delsdetsfls 0, 1. Au j M
ARdZW sted3d e Qdatsfyls L O dzj yjdedjsts d dzOL dzOyy ded ¥ Is©0 ,
tojH HisMisi f desils d Mmotsj otej dsj dedztsfls o, 1. A[fdmlsoO
L OBGdzW 9 Odzd W 0 .

Al . A[MmMdcelkztej desiisC d M) te jyftste tg iy d fiy o dMmMtsC O ¢

Ctdif j Isj dals desfyls o

45, 1% tls OdS jlsdteOdzdIlsj ddyO MO yd dd dzd € tsdst
JLGCdzs ydlsj dzdzets 90Oy dz0@ d CObts slsdf@aas o tc§ defyis Plo jv
90 dO d COIts HtBtts ftoj HiMisOo W dzj , 3, &9dzjC O s ¢
23,5% COts 90ydets d HBBtets ftojHMsOoawdsj. 1i fftej¢
ftoj HMsQoawdz dO kfMdzEec OO 5 ¢ i sdzj s ®czj @3 My
sl ol Lftedj i30dzj sts 20 EMkzzcOLO () teddsyjddj -~ 1
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Al . AujmlsteddzmCts tsBMdzizy 9 Odzj 0

39, 1% ls Od€ jlsdteOdzdlsj ddy® MO vy, dddd ¢ &Y
fMd Misted SOt dLCdzt ydqilsj dzdzts 90 dzO d S OBE®Istsls dzd y
gL Cdzt ydilsj dzdets 90y dzO d €COIts HEtsBWts ftoj HiNlsOo W dzj
ftej HMlsOoawdzgj d 37, 3% € QjlsHd lsoQyvodlg) . d I Hotyg BHifidstO o v telz |
Codsftsdzj dzgs j ftoj yjdzgj dets C Ot lddyds sk C6ds
dLCdzs ydlsj dzdzS5 29 9§ e i 4D, Cjlts BftjHJ &Y (6]
syO0CoO0dzdWIsO MWt o LftcdWwisdwisO L O MmJMmisted dzMm©
16d lteddzsyjdzedd -~ 18).

[. ArRdW sted3dteOdesimls L O dzj yjdedjlsts d dzOL dzOyj dzd

47, 1% s OdSildteOdzdlsy ddyO MmyudlsOols, yd 4
ddaW stedzdteOdzd L O dzOL dz2Oygj dzdwIs©O d dzjyjdedjlsts Mmd
d dz¥ stc dzd tc © dzq , O Htkzed 11, 8% Cdlstezd IsitisB tg H daty dais
OdeC jIsdtcOded Is dzd yo dzj d fsmsyddzts tBMdzzy o Odzj
BOdzts o O dets - € Aldts 8cpa C dz¥ ydlsj dzdets 9 Oy dzO@ d € Olsts HSB
COlts o O dzts d HSB o ts ftcj HMisOo v dzj , 2% COlsts
LOHBo sdzd Is j dzdzs € Ols 5 Iz dzis Pls tztlzj dizdsj .C il sdzj dzls © A d dz¥
ftoj yd HJ dzls, ftcjHodH odMmMsCdwls ftesyjdess 60, 8%
9O JldDYydJdalsi s §J fslsj dzydOdzdes OCIsdo dzO Mlstc ©dzO
lteddzsy jdedjy -~ 16 d lteddztsy jdedj -~ 18).

r. AfttcOdzdL dicOdzj di Hasifndsts fiffldgsde tHpHs j o toj o3 dzdats fiyls

st sdzj delsi s j dLyvdzs wtecOdadL Oyd tsdzj da. 52,9
fsmsyd dzd lsddyds { t4difsowdlsj ddzd® 2o, ez ls, ¢
U J gL i dzdzj dzd j Ists fts C s sdzj dzls © Antsfmlsi ff dztsfl
Bj HdYd dzlm$ Ol O k& iRzt PO tsof Aol HIOD dzO0 f Oyd j dalsdlsj 1
lteddzsy jdedy -~ 18) .

1. A dMlsO dz0 yo0sc¢Oohdlsj ftod ntesdzdydzd L OBtsdzv o

51, 0% ls OdC jlsdwOddlsj ddy0 Mydlso, yj ddnls
L OB tsdzV 9 Odzj d gL Cdz¢ ydlsj dzdzts 9 Oy dzO. 47, 15% ¢
slsdzdydes d 49, 0% COts HBBEKS. 18 fts 2% I § Oy
COts kHtodzjlso stedlsj dzdzts o fj dz@afts ,dzOdis L €O yiztEzd H S ) |

l tjLEzdzlsOls &0 O0dZzOdkdL 0 dO0 ftdstedlsjlsddlsy ¢t
@O ftltejBdlsjdy dO0 &®jHduyddnSd bhmdkzed @O wi ¢ .
fslstejBdlsjd, Ct2kt fjyjdve® CObt dL ¢ ds ydlsj d
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C s j Is g dals dats fyls q fj Misted dzhezpls s dzp B 15 dzls P O y dat
¥ St tcOdz L O dzj ujdedjlsts d dzOL dzOyj dedw s O,  dzts
Hsfilsi § HE dzj uj deslsts L Oo jHj dzd j .

1) . [ [otAlgO | jdStso0Q0 ¢r | OBt ts

O.) 1 42dde Al Oy detsfls o

SOMOj fj LO DpfesplsGdigEd) ks §sdsy dlsj ddas
L 2Oy dzde®@ls ttej Hdzd Isy Otedlisdzj Isd ydzd Mis sB0dKS fifls disils 6
BiHJOROSO (@B did YA D w2 dshisdls] ddb fi HE
BiHJOBDPSO v O §HCOLDO, Yj foylsd Sy @k |
WjfMstclsO s 50, 6% HE 76, 6% d®j {deH OGS Ao Qu dz
fsLdyddlsj O %, kOO, &O Stjlkt fMmj Hi djd d Of

 so jtedlsj dzdzd Is § ddzls j tco Odzd dz0 dL yd mdzj dzd Is §
ftoesdzsy dzedzd o dIsy WisCPLO@®H C QUUIO Micj HAdzZOISO MiIsts2 detsmils L
ftosdgj dzdzd o d o Of B REHAPYHO@® Iso ©BR o9 OIO dz2O IsjL d fMists:
fMi Hi 6 Ols dMisd dzMC OlIsO Mtej Hd2O OtedIsd3j Isd ydzO Mmliss2 dat
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0.5
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e \edian

ObcnyksaHe.
XUTUMEHHW.
OcurypeHocr.
CecTpuHCKO.
Apyrv.
Nucra Ha

™ Uubopmupat.

= AamMuHMCTpaT.

X  OpraHusupaH.

I=
o
w
-
=

AJGEZte@t j 2Isddzc Al [Oxgifts Myls 0

1 tod zOS dzsdzj dzOs O  dzOH W dciditc OB)SLANAPC RS fils ¢ [ |
By dzdH Y Bl dglsi Is dz@ [ 111 B ItewBoaOdzs HO fMmd dzOf to
ftedHOo Ols 90y detsmls dzgO Ctsdi3f sdzj delsdlsj dzO W jtclsOls
BSEOk ROz sfdls Ml Mdmlsj BOKO dzO LHLOs 5§ OL o
fScesdj ddlsj dd YOS e Oded W
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B.1)J 2Isddze Al sfisdy j ded § 0

sOMOJ @) COOOMddid sted™ dzOdzV o 5Ol s daifagj Js tec
Ld&zOYj dzdwIsO 20 MmtsjHdzdlsj Otedldijsdyded flsts?2 dztsfy
BjHJORZOKO (@B dd WA ¢ Ctjlts j Mol teL Odzs ) ¢
L dzOyj ded Mls Gttt Otelsdzdlsj cGtojh Sd. wls2dtsmisdlsy dd
OdzS jIsdteOdzdlsj ddyO® MO tyjdeddzd dL i dzdzj dzd jlsts
% jtclsOO SOkt AHBBtetso, (Ot tldtshdkgoddedls uj
(Vteddzsy jdzedj -~ 15).

2 ——*—
1.5
1
0.5
g| s|els| Sl Z2] 2] e | ====Mean
I I g = =~ o o T 3
2| | | 2| & g =5 e\l edian
X = z 2 S ) O =
15| 2|6 gl 2|2 %
S>3 3 & C =
8 S| © | a =
= (@] <
A b B. r il E. | .| 3. | W

ANdEl©O {7 28s6] dzc ARG IS dpf §

[ 50 jtedlsj dzdzd Is j qdzls j e Odzd 20  dL ydfdzj dzd s j
ftosdsj dagdzd o dlsj WlsCPULDO@H C QUUIO Mtcj H OISO Mlsts?2 detsls L
flotsdzj dzdzd o d o (GIzEAOYHO Is® SBR O OO d2O IsjL d Mmists:
Mi Hi o) Ok dfMisd &g BB Hadgd kB ks &0 § sk dkoy

1 tod dzOC dztsdzj dzOs O  dzOWY & 15 tc G)AQ UisdrllsQf ¥ ¢ fad § P |
BjdzdHy B dalsi Is dz20 [ 111 Bd bttwBoOdzs HO fMmd dzOf to
syjdzv o0l ftejHMsOoawdzjlsts 5 € tsdstf tsiddjUastgts j § QO L
HsBiots, GlStdStslsts ¢ Okt ftslsdzd ydzs.

155



] Oy detsfyls 1t HinlsOo W dzj

; 1 tets o3 dzdzd o d Confidence Std Confidence Std
Mean interval of ' Median Mean interval of ' Median
Error Error
Mean Mean
b.|[BMdzEy 9 Odzj o Htedjd 1,57 1,527 1,62 | 0,026 2 1,73 1,691 1,78 | 0,024 2
). mdedj deded Efmdztse o W 1,67 1,627 1,72 | 0,025 2 2,13 2,067 2,20 | 0,036 2
{Mdektcjwsib" ©id tcj f . .
1. 5 dMBC O C dzd dgd YO € B 1,64 1,597 1,69 0,026 2 2,00 1,961 2,05 0,24 2
| . |lejMmsteddzmCts B Mdzlzy g 1,51 1,457 1,56 | 0,027 2 1,95 1,907 2,04 | 0,035 2
[eecd odHBo ] uspdgsiy g, 1,597 1,69 | 0,026 2 207 | 2,02i 212 | 0,024 2

[ Zos ctcO Bt d W

RdAZW stedsftcOdzsmls L O d

(- | &or wov] digw ko 1,56 15171 1,62 | 0,027 2 2,13 2,077 220 | 0,033 2
JtceOdzdL JteOdzi d i Is , ,

o neme fGshe  Mowjg 7O 1647 1,76 | 0,031 2 1,93 1,897 1,98 | 0,024 2
[ gm0 dzO yOk@Bdafud 4 1,857 1,95 | 0,025 2 2,03 1,987 2,09 | 0,026 2

1 LOBBdzv 9 Odzd v

OHBJded Mistc Ols d &z Jydzd B U
R. |20 fMazzy dlsj dedlsj §ted 1,74 1,687 1,80 | 0,031 2 1,93 1,877 1,99 | 0,031 2
20 EhmkzcOlkO ftod tod

sOBEJUOuKOBdMisdujMSd ©OLftejHjdjddY §t ttj2ddcdlsj Ao Oydshmlso d AftjHmlsOsw
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9.) AdpdzOdzdL dz0 ftedstedlsjlsdedlsy Ctsdistf sdzj daglsdo [

10 tsyj dzC O dzO i tsls datsintjtaigoiMeldsO o wAdpj @by diftstdn) IsC ts d3tf ts ok
sWjtclsOlsO dz20 Ho c®j ¢ fiaf u Bzt C B sdzj dalsd,i Ctsdlsts
Cdz" BO Wy jfMmls o tjLEzdzlsOLO s Hj2dshislsO0: 1.
odMmMsC O ¢ dzd dzd y dzO Cod3f j Isj dalsdets s o, 1. Awu j
ARdN Stod3sd teOdetsfyls L O dzj yd dzdj lsts d dzOL dgOyj ded W s @0,
tej H Hiflsi §f desls  Mmoetsj oatcj d3j dedetsfls o, 1 . Al dimis O
L OBdzW 9 Odzd W 0 .

Al . A[MmMdcelkztej detsfyls fn yse jh¢d toj Mztefmd fn

Cod3lf j Isj dzls datsfyls O

10, 0% tsls OdzeS i sdtcOdedlsy dzdyoO MO sy dzad dzd ¢ ts 3

dZls dzsisls© dz0 dzj S Otedls g COlsts gL € dz¢ ydlsj dzdzts
ftojlsowdzj, ©OCQIR 9L Cdz¥ ydilsj dzdets 90Oy dzO d €S Olsts
6, 9% COlsts 90y dets d EZHtodzjlsotstedilsj dzdets fftej Hipls Qo ¥
ftoj HMlsOoawdzj. JdMmtsSdwls ftesyjdas tsls 79, 7% dzO H
¢ st sdzj dzls O, My MudlsO,dzOyjzmazze PP dfGxdzj tsL d €
fsftej "0 SYOSoOddWIsO (lteddsyjddj -~ 17d 1 tddsy

Al . AuwjmbteddmMS s B Mdziz) o Ods 0

20, 0% Bl OdS jIsdteOddlsy ddyO MO yj dddd ¢ tdt
Md Misted COIB L SCdzt ydlsj dzdets 9 0O dz0 d C ©B@Hs tsls dzd y
gL Cdz¢ ydlsj dzdzs 90O dzO d COlts HtsB Htoj HMIsOo W
0020 d EHtodzjlsotstedlsj dzdets ftcjHISsOQoawdzgj, 6, 9% ¢
ftoj HiMis Qo W dzj (Y toddztsy § dgd d ) 17 d 1toddztsy j ded
BjdzdHY B dzZsO 5 slsdsh jdzed) ZOYUBEBTISEOUEFEMistsd. do

Ar . ARdW st Odetsmls L O dzj yjdedj lsts d dzOL dzOyj

10, 3% tsls O0dS jIsdeOdedlsy ddyO MmMudlsOols, wd J
dqd¥ stedzdtcOdzd L O dz2OL dzgOyj dedwls© d dzj yd dzedd ss Mmd
d da¥ tstc dzd tc O dz( . 69, 7% MO HBBtE) d WeW tistdsdzsd s ®Hzd j €
gL € dz¢ ydlsj dzdzts 9 Oy dats. 3,4% wls fOydj delsd sy, 1
qdeV stedzdtcOdzed L O dzj yjdedjlsts Mmd d dzOL dzOyg dedw s O,
1dtsBraBHdBES | d3dj dzdH > d3l dalsi Is dzO dzj yd Bdeslsts L ©O9 §
fsstejBdlsjddls] ft oidwecOfdls, L o @zOts®Y 0 O H j Ists
BiHdYddzMC OO fsdish (1l teddzsyjddjy -~ 17 d 1 toddztsy
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. A[ltcOdsdL qieOdaj di Hasfdsts ji"datsdg lsts jgH Mo 5 j o toj d3j dz

st sdgj dzlsi Is jJ dLyvdzs BtecOdzdL Oyd sdzj dz. 13, 1
fsmesuddd slsddyds 6] Hdisdad® dp O xjdzsdisS dzsa d 8 0, 3
ftojHmlsOowdzj, s Stsdkts 19, 7% ftdHOs Ol dL & dz¥
Antsiisi § desfisd Mmotjotej B3j dedzslsd dz0 B H d iydf dzi$ Ols
lteddztsy jdzdj -~ 19) .

1. Al dmsO d0 yOCOohdlsj fted fttddydd L OBsdve

10, 0% tls @drgj sxfitg@dz fyudlso, yYj dwdhmlsolso do0 yc
LOBtSdW 9o Odzy J dL Cdzt ydlisj dzdzts 9 O3 dzO - Ofs s dzefi tpapts St
ftejHmsOowdzj, sl Ctdlts 73, 1% COkts o0yds d 3
13,4% t6ls §foydjdisdisj Mmudlsols, uj ddfjls @zdzjdaad j |
Yyoscohdisjy ftod rtetsdzdyded LOBSdZWo OdzdW 0 J L OHBo tsd
qL Sz ydlsj dzdz®@ 9 Oy dztsfls dz0 bkfdzkze Ok O, Cjlsts
(lteddzsy jdedy -~ 17 d lteddzsyjddy -~ 19).

| ®iLEzdisOk &0 OdOddLO d0 fedstdlsjlsddlsj ¢t
20 § slstejdrvd g0 BB Hdyddzims&d EMmdkzed do [1¢] M 6
fslstejBdlsjd, Ct2kts ftojyjd s0 SOkt o0ydd dzj S Ot
d MifmMbteddnSslsts tBhdkz)y o Odj, HGSB®BO idcizt, dzsl
&j COtd, dats dzgj HisMOlI Yydz® dBsldo JeOdsfls dO ]
dzj HsMlsQlzts ddeW sted3dtcOdz L O dzj yj dedjlsts d dzOL dzOyj «
Hisflsi § HE dzj yj deslsts L Oo j H j dzd § .

3.2.3. RLOBSH(

0¢t Md fdidki, ui o MEdMl ZO &O OMfjtlkO As
BOdzdwils fdls dO fktejBdlsjdv, MmdjHe O, yj IstL
EmMdzz e Ols©, O OMmY j Cilss ilsL A ofevj ISHfrpslO® widE) oz dzlz ¢ Ols O,
@O L dzOyjdzdw kO &0 MmtejHddl] Otdlsdjlsdydd Mlsts?2d
AftcjHmsOoawdzj o tsls vOBdZdYO -~ 50 (4wt dfi11) d voO
ftoi HMisOowdzjIsts (ol jHEJY HT OO HHEHEL O ftoj o dh O
(BYOSC 9 OddwWIs®) LO diHdyddzmME OO EMdzEzcO. t OL dzd
Csdzd uj fMlse j dzd .

[BN OO ¢CtdmlsOlsoydw, J ud OdzC jsOls@ At j 21
fsmisdy J ddj o d&syd HO BI HJ Histf 1 dze ON d dzfls tc iz d3d
SERVQUAL L O ®HzZpP d&O ¢COoyjmsoslkts dO EkMmdzkzcOoOlsOo, ]
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i h OO kddojtemMOddshls. uvss0O HOsO sfdtse Odedj H
BiyHEZ SOyjfsotskts d o0ydshmsksO &0 kfdkzcoko
foj HilsOo W dzgj Ists.

3.2. 4. RLIMMdzi Ho Odzy d&O L OoadMmMddBtsMislsO® &I xHE €
SQIfts Bj ssHEEROPUAL Y o Oy dzgsflsls® o L i dedzj ded j sts  da
[}

RL fdzj Ho OdzO d otcl LC OO @B YHE SOMls Oda®s | dzts
BjHdyddzS OO EkMdkcO  SERVQUAL dif Is meijdiSkatds® s d s j
ftoskzye Odzj Ists Yt L 3§ IssHIOY )l Rysjddtsty EdfRPOdzt i) Is
¢CsOud Measlsts dzO0 @i HJYddzis 5O ¢ zdgr@ez@zd v d € @3 t §f dptf
ZO € Oy  MEQbdsds sk Is s HEEROQWAL, L Oodfd ls o Oy dsflslsO
(ftedHOo 0Ol flstejBdlsjddisjy (f sf sy HHOg HdefdstsS s &Y s
S% j OO0 GZOSEPHYO Ofd BlclOt d twdeEl§ B2j dzd j dz0 L dzO
Mtej Hdzdlsj Otedldjlsdyded M2 dtshmisd &0 ©OL EdzjHO
Ao Oy datsfisdo o AdLfi dzdzj dedj o, § fjHityjljds dL
sjfMEL udmdzj dedj O ©Odese Stj¥Wdydydds dzO0 € stej dzC

d) . wi1¢f 11 uABEdutsdr | OBt s

RLMdzj Ho Odzd MO L Oo B s ffledsaizj dgilgf v Bl © Ao Oy d;
oMiSd jHddz Sthfcddj dls s i jtkOlsO SQOJ [ ) i)
ftotsdsj dzdzd ©o OlsO® AftcjHMIsOoawdzgj 0 LO oMmjSCd jHdd Cts
COSCIsts d L OodMmd SBlifgls cbldnid ukidy Hizs B3 tsdzj dzlsd o OfmYJ ¢
OMf j SO AftjHmlsOoawdsj 0, ytjL dzj § O@)kj sted ydz® ¢

B Spearman 1,000 r Spearman 1,000 r
1. |¢-9 Oy dztsfls (-0,249) d-ftcj HiNlsOo W 0,408
2. |1 -90)dzetsmls 0,042 Il -ftci HMIsOo W 0,359
3. |1 -90)detsmls 0,049 l -ftci HilsOo W 0,381
4. |1-9 Oy dztsmls 0,031 J]-ftej HMIsOo v ¢ 0,362
5. |1 -9 Oy dztsls 0,015 [ -ftej HiMlsOo W 0,461
6. |[[ -9 O dztsfls (-0,036) [ -ftej HIMIsOo W 0,242
7. |r -9 Oy dztsmls 0,042 r -ftej HMlsOo W 0,488
8. [1-90)dzsMls (-0,012) 1-fted HiNIsOa W ( 0,385
9. [R-9 0 dztsfls 0,245 R-ftcj HIMIsOo W 0,465

v OB d&zd YO 7 s tstbj dzO Y ( s dzdzd CsdWdydd dalsd dz0 SQI @ d ind dts f
Cod3f sdzj delsdlsjy s fotsdsj dedzdo Jlsj uhdPyazsils d Aftej HiglsC
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RLydmdzj dzdlsj Mmlss2 dzsfmilsd &0 SCtej &zOydtsdedzdw € 5,
Ctsikf tsdzj dz2sdlsj o OMYT jCIsO Ao Oy detslsdo ¢ OL 9 OIs oz
SQI d 90O desMisls©® dzg@ EkEffdzEe OO 6 Cif sdzj dzlsd,
Ap v o5d dzd Miste Ols d of jizdr st dsfip s dz® Mzl d Isj dzd Isjj df@d  de
EmMdzzc OlIsO ftod t©WOBtISO fifjisic2 zehBdils jH cZOE Stcj dzO
CesiWduyudidels dz0 wfdtedsOdz L O Cti3f sdzj dzlsd sy )
fsCOLoOI LdaOYyddO fsdsydlsj ddd L O dREdgitiiss o dz
dL §i dzdzj dzd § 2O EkEffdzzc OO 5 IsjLd d&E&ddsdz) dzlsd
tcjWdzj Clsdtc® ol B ikzte dff sMiss2 d&EIIs dtc jdasfy j € Isd o dzts, dz0
HeBtes COyJMmMlsoats dz0O EMdzEc OO C Ol ywdts.

glsjfjdzsO dO0 Cttej dzZOydesdzdzOIsO L OoadMmd diismls d3d
J111 CObts yvds o OMfjSWH MBOBdBREY] B d L dzOyc
sBtcOlsdestf totstf Stecyd s5(ddO,dzdzO,: 1 -9 Oy qesfyds(-0, P37R) O o
Oofmf j SO Aftcj HiINlsOo W dzj 0 Jd MisOlsdmisd yd M<¢ d
ftcOotsf et steyd sdzOdzdzO: r (At HMIsPpH@AP3. 1 , [, .

st O L O Pl HMisOo Waldj Isf ted v s Mtk e OIs@® sis
fslsteiBdlsj dzdlsj )EPOHLIdP[CI0IO o O desfisls©O ( 5YOE 9 O dac
1 0Oydjidesdilsy dzgij MO dqdzdOdzd etsdzj B YOS o Odzdw L O
dL i dzdzj dgdid Wusftej " dzO dztyf Hdsjte] dedftisif Is

J . [J1 0 BrslO ] jdStsoa00 ¢r | OBtsots

RLMdzj Ho Odzed MO L O9 dSQ dits frifldssOiz | dizizgfw BIS O Ao Oy o
oMmMiCd JHddz Ctdif sddz] dzs sls W jtclsOlSO IWOJ [ 1 1}
ftotsds dzdzd ©o OlIsO© AftcjHMlsOoawdzgj 0 L O ofnjCd ¢ i tsdaj o
L Oo dfMd &ssMisdIQfd dpifidies d ¢ & dffdRjlsdas dA 0003 @S Mis o  d
Aftcj HiNlsOoawdgj 0, YtejL dzj fOtOd) IsBY yde® Ctstej &zOyd W

B Spearman 1,000 r Spearman 1,000 r
1. (¢ -9 Oy dztsls 0,182 T ftcj HinlsOo w|(-0,200)
2. (1 -9 0Oy daetsfls 0,314 1 -ftojHMmIs O W ((-0,507)
3. [l -90)dzetsfls 0,510 l -ftoj HiMIs ©9 W ((-0,300)
4. |1 -9 Oy dzts s 0,694 1-ftej HINIs ©Oa W ¢(-0,275)
5 |r -9 Oy dztsmls 0,623 [ -ftci HfMls ©a W ((-0,135)
6. [ -9 Oy detsfls 0,553 [ -ftcj HMIsO9 W ((-0,443)
7. |r -9 O dztsmls 0,525 r -ftcj HiNls ©9 v |(-0,085)
8. [1-90dztsmls 0,392 1-ftcj HiplsOo w ¢0,079
9 R-9 0Oy dztsfyls 0,476 R-ftcj HNIsOo W ((-0,188)

vOBd&JYO 8 sG] ZOyqsdeded Cj%¥qudy delsd dz0 SQ Qo d g dsis f
Coifsdgj delsqdlsy 5 fosdsjdedzdodlsi [ AdPydesimls  AftejHmlsC
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RLydmdzj dzdlsj Mmlss2 dzsfmilsd &0 SCtej &zOydtsdedzdw € 5,
Codif sdzj delsdlsy o OMYjCIlsO Ao Oy desimlso fsCOL O L
B Y HIQI o 0O dzsMisls O dzO £ fdzkz ¢ OHsEKEE Ofistlists @ wHatk i ts diJs dzls dizC
Ctstej dzOyd tsdeded v CsiWdydjdzs O wfdqted®dz) LIOO0 €
AftcjHimisOoawdsgj 0 S OLOOI MsOldMmisdyj MSd L dzOydd
LOoadMmMddisMmis L O Ctdiftsdaj delsdlsjy ¢ A[Bfdzzy 9 Odzj o
Emdzse dw o, J A[Mmdelztej detsyls fn ytse jh¢d o] Mz tcf
Codstf jIsj dels dzstnylstei] dzifS 5 tsBMdzzy 9 Odzj WO detsfls ARG s
dzj ud ded jIsts d dzOL dzOyg ded v IsOo0 , R 1A I M 3 ozt fls tc QO]
Mz dlsj dzd Is § fted dzi / L Of &zOh Odzj &zZzO0 bkMmdzkze OlsO
ddzj Hiso Ols j dzdats, fts IsjLd Stdi3ftsdy dzsd tsyoOS o OdedW s
ol LftedwWIisdwIlsO L O EMmdzizc OlsO.

dlsjtfjdzsO dzO Ctstcj dzYthdfdEgsldndGd GBIy HE W jtelsOl
[111 CObts ywdzs o OMTjSCIsO Ao Oydetsfylso d SQI j f
ftcOotsf tetsf steydtsdzgOdzdzO®O r (A, -aQydesfylyg ,} 1= ,Q, 6 62,
ofmf j SO Aftcj HIMlsOo v dzj 0 d MlsOlsdmisdyj M<¢ d
SBOlsdsf tsf steydtsdzOdzdz®: 1 r , ( Af i H RO, Wydzg } =
0,463). s Olsts yYvwdzts, d@EsyJj THH MEBOUA]O S § ZHiso dzj Iso tsted Ik
COyd Motslsts dzO W jtelsOO dO [146] , O M Isso O
EHtso dzj Ise tstej dzd | dzO Tt s Bdglsd Hzf Is j i O d &30 dzd C
syYy0SCoOdzdy L O EMdz sPlef®, d daBs dg® § dzfizdzj dzd jsites j N O dzts
IsjrndedIlsy Y BIstej BdzsMmisd, yw dzsfls dats.

3.2.5. RLOBH(:

1. tdLiEdzlsOIsdlsj] HEG®Y azOly d ts da@@ d dgiOp HPD) ff i35 iy Is
tcj2ddzed b Opgemk O v dzj , i slke jlsdzs L Oa dMmd ditsmls
dL § i dzdZj Stpj.

2. 1 MO0 dZ20 L OodMmMd d@sMmislsO L Oo dinigd dejlsdz §f tcj +
OmMf jSls) . us?2 dBsyjy HO Cs@Bfjdihdcd YOS os OddwWIsO |
dzj HsMIsOIlsi YydzO ddeW stcdzdtcOdetsls L O dzj v .

3. t(1dLEdzlOlsd[lyl L O otg@BLidzd ydzd, Silsts ftesdL |
AOtOCIsjte d2O0 W jtlsdlsy d d3. ltesHESC I Is, Cs2lsts
M J ydodzdL dtcOdz, tttdj dzisdtcOdz ¢ &3 jHdd MIlsOB ddzj dz
LdzOyj ded ji HsS@ teffstis s o1 LftcdwWisd] dO EMdzzcOlsO | ft
tej czdzOydqvw. ltesHEZS ST Is dzO [ M@ 6 d3d ddzls dz@sfists Y §f @L C
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TO©EOCljtedL Ol fj ) dzgj TsBECEj ddesils O §slstj B
%O fOlsdkscdwi0), ©OLdcttsH kO o LEOMsss O Ml
My jhdsils d B Jj &.

3.3. 1 Odeded, titsdzzby i dzd tsls itfdtdsdsddtmyQiudddsidz da®d  QedsW
dz@f | te fnts dzO dzO

3.3.1. ltwskzysOdzj o w1011 Al jdys u-fplSse o ¢

vstslsO | jdzSC 5900 ¢ | OBctsots

tdLEdzlsOli Is sls fteskzye Odzj Ists ol ter kz i tod dzts
SERVQUAL LO BYyj O dO0 COoyjmseaslts dO d&jHJyddmS
LOo jHjddwY L O BSdddYdgd IFidiststc otifaatofas tcy d s dz0 dzc
MlsOlsdmMlsdyd MS O L dOydkO L Osdmddhismls &BiyHE SCtedls
117) Al sHHEGI YCO dO (jihmMcdOodkzd s MstOdO da
Bdzdzd yoOlsO L O jWjCIlsdodets tsB Mdzkz ) 9 OdERI, UOC s Isde j B d
dzj Htso dzj s sted s j dodids SO Ylg Hisd ¢ tSQls5 ¢EOPR H OH §
sMmdztso Odedj L O sl tefj teljj dzZDO O - Eimlf j dz@d Ode@eslsts €
Moz ciCds@X s9 O, COCotslsts B WdBsedzs HO BIGHd L Odzts
i tcOo dzv 0 Odzts.

I sHCi OISO dO §JjehdzOdzO s Mist@&® d sz@zs !
sBfdzzy o Odzj O §wslstcjBdlsjdzdlsi, Mj dLELGOLWOO o
l Cdzt yo © ftsCOL O dzd LO tjLiEzdzlsOlsO COIts: EHtse
LOf OL 9 Odzy d@O COHEtSo OISO BOL O, sBlkzyd ddd d ©OL
ofd ¢d JHdd M btekzfdd&EhEosdstsh Mps" OO MdMmisj &
ZOMmMtsyjdzed i B MY joO dzO HOHj dzOO st OdzdL Oygw
sO¢de O Ctodisjtedd gl jind teid weQdadsls jo MdMmisj &3d L O
COyd Matslsesy MO dLGEWLOHjdzd dzO WddshsWdwisO L O
ftoed dzyd f@QTOM, detsls € Hjlss ftesdLisdyo qtsejhlE@gw L O
WOoCkste M djcesodls) flstejBdsmlsd ¢SOkt jdj d3j dz
sYyj dz¢ OO0 dO ¢COyj Mmoo tsilsts. [ sdz ssteddzg i Is dzO 9l
WOCItsted ddzH dtcj € Is dzts syJj dzv o O s stoyd M< dw f sl
Isj dgH j dzyd dflisjs juld d Odzdzes € OyJ Mlsets, ol © BIi Hjh ] ote]

RLMdzj Ho O Mj LOsadMmMddBsislsO d&jyHE dBslsde Oydw s
2O &BiHJyddht¢ Ok EMdzEcO o [3y11, Ytej L s toj HJ
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Beslsdo Pt thdsesO® LO flsjdydodadslss ¢Ooyj Mise s
tcOdzy teOdzsj 2O Bslsdo Oydsdedzdlsj WOCIsted, $OCISt
FPHiso dzj Iso stej dztsfls 20 fslstej B detsmisdlsj dz0 fyi Is
Cotej ZOYydsdzdz® L OoadMmdBsmls & yHE s loosfibsgddsdzd |s
WOCktsted  cGdtsBOdddwl ¢ W dSQq jddisydigad) dzC Owtg jiL
B Is s H SERKQDAL.

10 OLd yjdz My drei techd Oz glsdef yPteslzyo @ dzj
i57 LO [H#ofussO | jditso0d JO0Btseats ¢y d 51 LO
1 OBtetsots o1 d ( fEe=aglzyjude ¢ 10 d [1 0] ) .

sOts Mj oL jROCKGHEgsfH CisdddGydd] O ¢ dj H dz0
2O ftslktejBdesmisdlsj dzO@ Mi stekzHnddydlsi ¢d O dlysEz0 dz
MO o Mddemtsd f yjdadlsj &0 sttcOddL Oydwviso (|
ftotskzyos Odajdtslsang @dzS jIsdzO COwlsO. stsdifdzy SMils tslis
mJ WBtedzdtc® dzO BOL OISO dz2O0 dL e jMmisded s Blsd o O
Bsilsdo O delsf@ztsy j dzadd -~ 5) .

g1 0 a1 f106]
[ slsdeaOydesdzj dz ¥ OC lbdzsmtouqubdzsm[odzxq’

Is j dzdz i Is j dzdz i

sj ¢ dz d s ¢ dd 4
3. vtceHsots 9] L dzOGteOY H j dzg 3,5 1 3,5 1
4. |edcelztodztsfmils dzO tcOBslsdatsly 49 2 6,5 2
1. |¢lsddz dzO i CsotsHMmlse ts 4,8 3 6,6 3
6. |[tteOdedL Oydwvw &zO0 tOBtsly 59 4 6,7 4
2. stckeHs® O HdMydy dzd dzO 6,3 5 7,0 5
5. ViMdzsa dWw dzO B j L s OMmdatsh 6,6 6 7,6 6
13. | duydkz0 Blceto stedzsfls 7.7 7 7.7 7
8. |leatsydOdzdzd i tsdutsBdo S d 7,9 8 8,0 8
11. W1 OHBosdziflseats, ddzlsj tej f 8,2 9 8,0 8
7. |JteiLCd f ydzjdso jlsj dzd 85 10 8,2 9
9. [l tdL dzOo Odzj dzO® dzd yded f 9,2 11 8,8 10
12. [ OBsMissWilsj ddshls &0 td 95 12 9,1 11

Jl LBy dzsMls LO fsodh Of

10 ¢y ohmdi qCOudy s 9,9 13 9,3 12
14. |17 L ddsy detsils L O ddzedyd Ol 11,0 14 9,4 13
15. |1 L i3y desfls L O tcOfmlsj y 11,1 15 9,9 14

vOBd&dyOf Odzg JeOdzj &0 dslsdo Oydsddzdlsj W OSIksted dzO

“1tcd ol stejh dzOsO &slsdoOydw ofjSd daHdoadH M) GHyddvsesO dO
Yd dedetsls dz0 MdMmisj ds0. 1 dzgh 20O dslsdo OLdw Mmj ftesw

owo 0O, YtejL ol dzh dzdi o OHF DMy dadyw, Htsodh jdadw
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10 9MjCd jHddz Bl dBslsdoOydsdddls] WOCkttd f
SlsBj "L 6§ ©0H@&I VI W OCIsts o), dzGR dfp ds@ARS| dAfF ) . o & B0
sjLd LdzOyjdedw MMmj tOLHJjdzd dzO© Btetsw dzO0 OdeS jIs(d
slsdasmdlsj dededlsj s ¢ zO, Tfyg0 =P LhQilshEs o dgO tcToisa I s O dzj
oBtcOlsdzts dz0 BlsdesMmdlsj dzdzdlsj IsjedzO (dedmSdlsy Blsdes
fscdydwy, O CotfP=gO)Ils j( OB dzd yo© -~ 5

tjLbdkOldls] Gk ©OdydOdslsts dzO0 dEslsdo Oy s dzds
sjdeHjdeydd L O Hojlsjjlddigifmls A ifigo dis@j kOls s % OCIs
i dedMCd wlsdtsmdlsj dzded Isj e dzO: ~ 3 Avtkzutet ol L dzO
OB tslsdzislsts W Mistso, ~ 1 Auwlsddz dzO i CsoatsHMisa 50 ¢
B Mlstso, SCtdbt kjtstjsduds fj ©OftsdkOHalskzs L ©f dat
2jOidv 0 &0 f(sktjsa@sHmsdqsj. f 66 BEEeffcd Ol
o dz" dz0 ssilsd as@ngiziH.dzd s} Bj MO fj L Oj &0k s W O¢
RO o dMsCd Gldsmdlsj ddd bjczO d JLEOLwWsOhd ol
All Ldiisydetsls L O Hdodh COYIEjlsOdzO CoCldAdW 4T 1 L d3tsy
dqdzdydoOlsde © d dqLwe OO d -~ 15 Ali L d®gsydzsmls L O
vjttejlsdydts, SOkt olsttdudsd §slstejsdshlsd Isj
fJEORIHOKO O [ Ofdskz L O 2 tOted di sl im0 dfjtdsts joB
dzj 5B Aol 3te j " fjlsa] Blue O dzj dzd j sts 20 ff sdzkz y g dzd Is §
tOdy qieOdzgj sts dz0 Bisls d o @Y dsty dsoterfdlerjls OF QIEGS (B 6 O R O d3
2j0OidY &O {fsktjBdshsdls] §s$0Le0, yj mj ¢
fJEORIH OO dzO [ Ofdts zdzdzE Bls @ lszb j & M 8 HGAOH ESQG (W d

MoTuBaumoHHu chakTopm:

Ne 3 Tpyaoeo BBb3HarpaxgeHue, Ne 4
CurypHocT Ha paboTHoTomAcTo, Ne 1 CTun Ha
psrkoBoacTBO, N2 6 OpraHuzayuAaHa
paboTHOTO MACTO

MoTuBaumoHHu chakTopm:

Ne 2 Tpyaoea gucyunnunHa, Ne7
Bpb3ku c uneHoBeTe Ha
konekTuea, N2 10 BvamoxkHocT
3anoBnlaBaHe Ha
kBanudpukayuaTa

MoTuBaLMoHHN

Adckt@Rdz jiclsjdz 0o OtedOdzls 20 § JLOBRIH OO dzgO kO 2 j
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11 dgh deslsts o) L dzOGctcOyHjdzed] J oBHjhts ftejH ol Ist
i stczndedydlsy daj MO tBoi oL Oded f yjdzdlsj dzO tste
SlsHj dzdzOls © dzd ydzts fls .

l1d M §sMs0oC0O 20 ©jLbdksOldls] 6l s jHj
Bslsdo Oydesdzdzedilsj WOSCIktsted d tyj 2¢O dzO EkZHtso dzj Isot
i odudzs, yj fttd % OCksti ks, §shEOa]k O dEHkp d
sjedits 3 AvtkzHtsots 9 LOMO odedsisie jsdzdf p Odzj Ists isls  dzj ¢
dzd ¢ 5, 27 %, O dzgj HBBO dzj s SteW o Odgj Ists j 66 %. [ fi
(Wdebklso 6
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AdGekteO® 17 wiGldstsh j dzd j Az H 5B depjlsHste] ddgdlsio Ste j dzd j O
Bslsdo Oyd sdedzed Isy Odedd ss@ due s ¢ 14 d [1 0]

[tczedBOL ts9 d i tslisde jt@jdesdifnilstcd tc Ols odMmts¢C f tots
EHtsodzj Isetstej degdd d dedfmi € dzO dzgj EHtso dzj lso tstej dzd J ,
tcOB tslsdetslsts 1 &0 fiyols SoH 50 dzj Iso stej dad J d 22% dzj ZHts9
OvutczHtso O HdMYHPp ddd®a dzj sestejdzed] d 21 % dzgj ZH B9 C
ZO i CchHiEHINBozHsodzjIsotstejdzdi d 25% dzgj zHBS9 dzj Iso

[ slsde Oydtsdzdzd Is § ¥WOSlsstediptsy e dzdzd © dzd f s ) B dats
fsCOLoOI oadmMts¢ fJtesyjdzls dzO kZHtsodzj setstej dzdd d «
AltccOdzdL Oydw dzO OB SB&BIssZH gy rslsd stcj dad j o}
dzj ZHtse dzjdsjo,tstcjdz 7 oltiLCd fi Yydzj dztso § IsJ dz0
FHso dzj Iso stcj dzd d 10% dzgj HBsodzj lsestej ded J , ) 8
FHtsodzjlsotstcjdedj d 48% dgj zHtso dzjlso tstcj dzd j .

165



[ slsd o Oydtsdzdzd s j WOCIststfetHls tc j fg aldsis@dzdtsisfy o Oy § c
Ctodif jIsj dzls dzt9m A1 tod L dzO dzd jis Mis@ dazdbigdep imtts o dzj Is o tstcj dz
d 30% dejzHsodzjlsotstejdedy ~ 11 Ay OHBo SidBots d
EHsodzj sostcjdedd d 8% dzj HBo dzjlsoastcjdzgdi. AOCIstste
tcOBSISOISO0 f8COLOO WJLEdEIOIS ts8Is 82% bkHte dzj Iso 5
C2 btsyorsth) dzd f MO dzgO tcOLBdteOdzj L O jSCdfdetsfyls o tof

ltesyj dzlsi Is EHo dzj Ise stcj dzd fts Wi fblssiteld Is 4d,
MiBitejOdZzduu@ydW i L sy detsls L O ddzdydOldea O  dL we
LO tlOMmlsiy d MiBjtejOdzdLOydwo §s¢OL90Ols sy d
ftois) dzZls© dzO dzi HBSO dzj so stej desMis tslIs 34% d 38 %.

vz HB9 Olsj dzdets, M stekzHdzedydlsy ifig@® di ii3®o dpjslg df tg telg «
SISH O9 Olsi dftisdzv dsts L dzOyJj ded 4§ dzO 1 tslsic dax{dygts s didsQ dzG ts |
(BOLBod, BJLBYOMdsMIs d MydoOoddd), LO mMdjls¢oO
ttOdze (kZoOYjddj d foudls, d MnOHGseMmidy fndOY o @z )
O yJ dedesfisdlsjy d MdzOBts qLwOL j d2ZO o Istej M dzO Bslsd

RLMdzi He OQdzO | LOoadmdRBEMISISO  d3i yHEZ &Kslsde Oyd
SlsdesindIlsj dzdzdIsi IsicdzO dzO dhEslsdeo Oydtsdedzdlsi W OSC Istst
BiHduddmMS OISO EMdzEc O (utejL cdztsB Odzded Slsits Sds@ W d yo
Ho jIsi [ YISOl dz© w1 &f 4 (SOL 420 4 60, 2() . Yted L
dzi  OteORj Isted ydz® S tstej dzOyd v .

RLYdMmdzj dedilsi Mists2daetsMmisd dzO StsjWdydi-addO dzO w
LO w1 o[ 41 d-0 ,16) =L ® [, Ctoilbts BtjHjdY
Cstej dzOUd t5dzdzOIls O L Oodid ditsfnls ok d hzO g d O d
(Hiso jtedils i dzdzO® o j tetsW Is dats fifls = 5 %,1 ¢@ +tfited 9P ) [ d
sBteOlsdatsif tetsif stcy d tsdzO dzdzO . g4 dzj HiS9 Ols j dzdafs fn fi)
SlsdetsidIls i dzdzd s IsjicdzO dzO Rtslsdeo Oydisdededlsj WOCISt
SOl ZO kO 9 Ols  d BOlsds. AOSkttedls.i,o dmis® fH j dzj
slsdetsmdls i dzdzd Is i ¢ dzO B d #RO dzdSROfEH [dEhH?, 0 dzdhfn ap 2
slsdetsind Is | dzdzd Is | Clidz@,ts dzWdg® d dzH j § . J dL fndzi He O
f smdzj Hdzd Is j MO f sH s 3 tc© 14 d 15 d MmO Mmoo
BIslsdeo Oydw.

ltel LSOO d0 dBslsdoOydwlsO d kH tdsdzjsksaststj dzts
wo dzj ded J , Csilsts My fjydidvwoeoO s BteOddL Oydd
fseOHd dvCtsdSts ftedyd ded :
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A COlts ftejHIBMSOCO LO ftsoadh jdzO ftesdL 8 tSHC

A LO COyjmlsoats dzO dL 9 tch 9 OdzOISO H j 2 dzetsls;

A LO tsBfdzzy 9 Odzj Ists dzO i tslstejBdlsj dzdlsy .

vOC GHESAM) Iso stcj defiipRlg @ Is gz@@dlsj My weawes O COIsts

Cs21Ists stc OdzMW Stc dzd tc © fslstcj Bz gz Iso tstc fz®@F Is j
f slstej B dIsjfdagfjodzS Ols © dzO EHso dzj so stcj detsisls O dzO
sfy) M jMmlsewe O YtejL JyjetsHdd ddzd do3j-idiLupdmO dagdzs j
Mz dIsj dzd. o 9o € k flmdelsdzj dsdaHsitesj fiflzsdg® i3y 4 HO B H
ddzs j etedtcOdzdlsi MdMmlsjdBd LO tyjdiOo dO COyj Mmise:
Balanced Score Card). ] BH R SH LO dL d3j tco Odzj &zO0 dtslsd e
ftoj HdzsY § dad v , O tcOo jdzad I jHddz Mz dlsj dz, ¢ C
sy @ odMmisddzmMC slss kEyOmlsdy dzO@ Mz disj dzdlsi o
JWiSClsdodzsmislsO dzO BtcOdzdL OydwilsO. r st i dzdzd Is j dzj
weogweO BtotsW Is dz0 odzej Hicj ded Is § ftoj HAzsY j dad W , ¢
i CtOh O Odzgy dz2O wWOL ASHdIS] .

3.3.2. RLOBSH(

A MjyHEBsds Oydwils O, gL teOL j dzO Yte g L tsilsdzsmd
Bslsd o Oyd tsdzded l§fj SWOQS dsteds Is s dzO  d3d o d t Pdzfp WBIs O
Ytej L G dzts B O dzdzd W CsiWduydg4 BRI, fzOyd §) Gy gz s tésjlsi
ki stsH d SERVQUAL, i M jmMisealkzea © MmMisOIsdmisdyj MSd L dz
ftosf steyd Sde@FdD yd sdzdzO@ L O dmddstsmis. 1 dmMEdlsy
2O dBslsdeo Oydodzdzdlsjy W OCIktsted Mmj Mo iS@Lde Ol M
sBteOdasd MtsC dilsj tsldesmdlsj dzded Isj ¢ dzO dzgO diBtslsd o
Mol toL 8 Ols ) ded MCSPI. MiIss2 desMisd dzO

A1dmcoko MmMisjtfjd dO o && @ nswk@d® O dap™ dzj Y
LO9 jHJddw, JTodefifigfC to1 sdzdffests dzO@ C Oy Mlseots dz0 f e
BiHdYd &zZMC O EMkkzc0O, ©l SiHjkts MdjHoO o Oy dzO
dzj esodlsy flstejBdesmisd COlsts jdzj d&3gj dgls o1 o W
COyJ Mo BIsts.

A vytejL slyQ dzCd@d dzd o OO O kZHtodzjlse tstej detsfls
i stezndzd ydls g mJ syjdwoe Ol IsjdeHjdeyddlsy L O
Bi Hj M otcj d3j , dLOL j dats yYted L HtsB Oo W dzy dzO
dde¥ stedzgOydwis O, O Bl kO3 WottdddteOdzy dzO ¢ sd
stecOdzdL Oydwis O.
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1ol o¢ yruvl-dpwgrrorvr 10 trr1uvf vduvRrRU(

1. v jBjlsdyud® GesMdEsCO &0 Ssdyjfydvko Lo
BjHdyddzS OO kfmdke@QM Csdidsj SMmisO dzO
[dsjcOktedzdwls BLEGEE 0O &OMssYh OO HECIst
CoyjMmsotkts s L dydiQd, OO eskEiy§ ek SO0y dzs i ls
TOM L O stee Odzd L Oy ts dgded W ZOf teJ Hi €. [tecOdzdL O
W sy qWIQW, d2®0ds ddd Ci s HsMisdec Ol L &zoydls
fMotsdls] Codllbtwjdsd, Ctjlt &syj HO BIi Hj dL &jts
dzO0 EMmf j - 0O: § OLtOstaiiflst vd® dinfotdiff yOdzj dzO f tsdzL O, 1
[E0ddL Oyddlsj Bd Istew BBOBIERS® IsHsO f deisiyt] thd j O iz
feccteORO Oh slsts fesyjmils | WbkdHOok] dsOdj dz. uts
LO®j Mlso ® MisOkdls) &jlssnd d © SsosHd SSf sol
HSC Ots fscEteOBOO Mmj dOMdswe® ol ik MisOtkdls
fdzzy dlsj ezdlsj ¢Obt djht M ddRYOBeE]mtisH O d
fMlstcOlsj Sow,lsts oasHd HE ©OHJS OO ety zO" §, du @
i LHOo Odzgj sts dz® MlsOBddkzdz® Y sSkMdLeOdzd ol tehtk
dzj sBrtsHdd de"SCtsdzCts cEHdM jdz f jted BH, LO fYtSHH
AfsHAtcOdzo Odzj 0 TAMD thts HRgEB® jdANdzO ¢ t5H d dzd . TQM Sdzy j -
HOo O BjlssHBEEEdWISO &O kOCdoO o fLBMPSOOLE: |
TOM-ftesyjf d LOMts | dzjsBasHdd, (3) CTON MO §t
(4) bjnddSdlj LO foHGBEW Odsj dz® S OYjMsotlsts.
ArjivdddydvisO LOSCBORFMdpslsjs, dOdksy ddz0 j: Al
fsltejedlsj &S dls] dzynd d Shdss O] dddls] (1 t
A TOM -ftesyjMmils dzO®  sHESB Y 9 Odyalitydh@pro%e®entj Mlso tsls
Process (QIP), j MdMmlsj &Odyjdepd dgCetmrflsdj &0 fietsH L
bindek s dlsj ftod bEfdsedj, uj bhmdkzedlsj MmO -
fslstcjBdlsj &S dlsj dynd d fodjBdzded yOSsC
Mz y dlsj dzdlsj ©l oMdusd dde® o Yy, ds0Olko
fsSHtSBGW 8 Odzj Ists Bk, i ste®] HiE)BL dzdiy dzd L B jon dzd ¢
f SHESB WY 9 Odzj dzO COyd Mlso slsts, B Y HE CtsdIsts
qazsdlsdoded BjlstsHg, OdSjlkd d Htskzcd.
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A TOMMj] HteddkzOEO jHdOCsts HEBBty COCIts o fieofsc
Emdzz a.dlsli BOIsj ted Odzdetslsts ftetsdL otsHMmlsats fj tcOl
o Otcd Pl dzO BO jGed Pzdls jkzmezz O] IsgzOc O H O dzj d
o 0tdOyddlsy dO ftsyjmMO L O tjHEzydttOds dzO o t
ftoj HsMISOa W deg dzO EZMdzzc Ol O.

Alsmtcjrumlsoatsds ofmdzkzh o O0dzj o (lstejedlsy dzdlsjy
fsHsBtcy dzd W Is O, Csdlsts fho dzj tsjpdB“sdzjd d3d dz0
BdzOestftcdwisdzdlsy o1 L sy detsmisd, IstewBo O HO fyj
LO dLBdzdteOdzs dzO Ststej dzdzdIlsy ftedyddzed L O fftetss
1 steOHd IsjLd Hftedyddzd o dzOfmlsswh OO TEOIL tcOB tSls

J 9l LftedilkO CObt lsftcOodzO cdzj HdZO IssylzO dzO d
dqdzs j ctcdtcOdz f SHRABBH LO BYj O dO COyj Mlso slsts dzO

2.1 tcjHMIsOowdzay dzO SCtsdzy flszOdzj dz BsHj dz dz0O s
MstczCsktc® dO tecOdzdL Oydv, ftej HsMisOoawh O
LHtcOodzed Efmdzked Bl TOMj HdZO Ity O dz0

[ Mdztso dzOISO dHJ W dz@ OF tf dgj HfpAWOISO dgseo § BHABH

syj dz & OzQ Miso slsts dzg® B tsdzdzad YdzOls O Iftdsjdsisi s O rdaf o Ote
CdBtf ddzOydw dz0 OH Of s GERUGQEBIs® diis sGaird C O s dzls j ¢ Mis O
2O btlsOdkzdktslss C0yj Mise ts. stsdzyj f ydqwlso kO ft
OHtej MJ I@zZO0OL HicOo dzd Is j B3y ded H Y i tod ZzO C/HQaO0o 1 to
ol Ly desfls HO Mmj Htoj shdsdmdzd MisteOlsjcecdwisO dzO
yjdzdlsji d tojmMkztemdlsi L O bwodtskts fftisdcOdy . wls
2O blsOdzdslsts ¢COyjMmsots d oCdz yo© fMdzj Hdedlsj YO
1 [JssHBdpsYdsy tMdsed dzO tyj dzt 00O
1 ( dzd d&3d dzd tc © dzj dzO dzj f ctsH Q9 Oj dizZOIs O HtSB Q9 J C
ftesHEZCISO/ itz § @EO d2O0 ftesyj MO dzO Htoj HisMIsC

bz ¢ O ytejL ddzlsjtef toj s OFRVQUALD d3j IstsH g S Ols O

T {yd &t O dz0O WtsC iz 9i ton Iz ftslstcj Bdlsj dzv (
fslstcj Bdlsj dzvv)
T {yj 20O dO bslsOdkdslsts ol o dzd yOdzj 2O fjtemts

Cotcf stcOlsdo dzO CkdzskztcO® ( Bslsdeo Oydwy dzO f j tehmisd

T ¢ d20dzdL 2O COyj Mo sists
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21f jlssHBsdtse d yj M dis tSypjddELo@is © dz0 ¢ Oyd Mise sIsts
tsls Otz Odedw IsjttejIsdudimMéd d ftOSIsdyd MSd s
syjdwoeoOdzjIsts dzO COyjMmsotslsts COLts: ftOots, (¢ s5dat
CoOdzd d3d stedw, BIHJUYddzO d Htckic dets ff)isis®FdE OO0
ZzO SOy Mmseotslsts HO MJ @B J dzl Y H @ C & datizg ey MEd OF

sfstejH O dzOISO MsGPdz@® y gz o Ol oy @dzsMmisd Is §
yddilsts MmkeMmisteOls MO MydoOdzdzdls | wWo dzj dzd W sls
Isw 2 dzOISO My sMmMse dzsMmis H G desBB b F dzwaO ldn syt I©Ezpzd Is §
EmMzse dwIsO dzQ) dadasibsdz®,) fj BAOE OO Ols C OB f sC
fsstej Bdlsj dzmC O [ linls siPedgdfiddD.dz0 COyYj mMsaslsts oW
fsdzj L desisls©O, dzO Y slstejBdlsj dzZlMC OISO MIsts?2 detsmls d dzd
Cswilsts Isw tsBjj Cfipfdofigitse 20 HO BRHtso dzjlso stew o O § t5dzCt
t OBBBIsdzdlsy fsdwisdw o CtsdzyjfydqwilsO L O sy dz€ O ¢
EmMdzzc © o Bdzded ydzOIsO § sdfZgsh MO Mmdzj Hdzd Is§ :

-l Odzdets C OYMBBIsdsted MistckzCtolzteded J dzj dzd dzls ©: s
WideC ydd, Jdzddi3ddedtcOdzj dzO HtsB O9 j dzOIsO Mists2 d
Eyomlsdy dzO© oMmMduySd 2jtOterndyded dzdo © (IstslsO
YytedjL bkEHtsodzjlsotstej dzsmislsO dzO § slstejBdlsj dzd sy ,
Mtsfgls (OLAatHdIk] LO dshts COyjmbsoats) d Bl

-[ jlssH GERYQUAL T Mi L HOHj dz2O C Olsts ditsHjdz dzO AdH j C
Parasur aman, Zei t haml d Berry (1985a6. ),
JHBEZOSCots 90dzdHjdz L O dL d3j tco Odzgd dzO0 EMmoziz e c
Btsdzdzd ydzOIs© Mty HO. Il Cdzg yoa © fils CtedlIlsj tod v
(tangibles) dzOH | ) relzklity)s , ( slsL d 9 tedporsifglsess), (

o Jtc] dzdmsumndece)( d J Bter@dathyy . (B tco © C OyYJd Milso sist
Emdzzc OISO M fsBshIsO dz20 € 8S@duyj Mlse j dzedvw ¢ 0O

-SQlI nSer Qual i t-ydzH nGd@ O j Miso lgHsE slsts S OYJd Ml
ftoj HESMIsOo W dzZOISO EMdzEc O Mi Blse jIsMisea O dzO dz] &
(9l Lftedj 3OdetsIsts COyd Mlsots O §tskkzyj-z00 L
dzd M s tsls SYOC o OdetsIsts) .

-] BHJ@AP -tcOL tcOB tSIsj dz tsIs Od3J ted € O deg@ag(ilanpan,d L fydzj H
ZeithamlandBerry ( 1 9851®.88¢.) (W dektt® 63
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ANJecEBPtSH jGdp, RLIsBYdedS: I tojHOBHdIsjdzj g89], [ . ,r1 .,

[BHjd Is HO9 0O HlesWsHdds MO ftc]j HsMISHD BdzH J dzO |
odHwd COb yYwds, HO Bl HOI EkflsOdzse jdzed 9] L
ftej HsMIsOo W dzj dzO Efmdzkzce Ols O, Csdlsts ftoj HMIs
dzj EHtso dzj so sted Is j dzdzts s ts COoyj Mo ts. 1§ d&zd yd dzOIs C
dzj Mi slso jIsMisadwIisO ¢ OL o Ols 9o dzd v dgf ey =BO 1§ jO YW aiiseo @
Gap 5 (tOlB)o d3j yHE Jjdzj d3j delsdlsy ¢tyOSse OdzO Iz )zt
Emdzz e ©eé. uvfiMdzEc OO j COyjMmlse j dzO, OCt @GPLtcdol Is
5 ] GBEMdzOsvw lsGapddOilzd yPazdtygj dzp o jtedy dzO toj OF
tcOLtcdodlsy sl 0 doffigolsTs dO tOLtcdoa O 1 oBHI HB t
HSC Olts tcOLtedoi ls 4 | Oo lstsdatsdij da.

2.2.1 dzd d3d dzd tc O dzj dz0 dzj f ctsHO98 Oj ZOIs O HiSB Q9 j (
BiHIYqddzmWC OO sRHdzE ® d2O ftetsyi MO dzO ftoj HisMIsOo W (
Eidzz 3P Is s H SERVQUAL d Bts BAPIzZ[ Yy j dzC OlsiOe iftgh af®@ dL yw dzts
Ctdlsjteddlsj dzOSEREQUAEHYIC® SCtdlsts MistejH odyHO
LHtcOo dedIlsj o dedHY i tcd dBsSEOl HO BI HOI HBSB O9 j dad

[ SBO9 j dz0IsO Mmlss2 detsfls, Ctswists dzj My AftctsHOs C
Bj lstsH J SSERVQUAL ( e j dzOutEjsHdts j ), MmdzjH MdjH ftese
Odz¢ jIsd s A[ YOS o Oded W L O BB Hdyd dzim € Ols O z f)dzlz
By HJYyddem ¢ OO EMmMdzEZcOn. ¢S5 COYjIRsafsis 6y dla@ah Y@ d3
Efzzc O | ©O0o &M@ =@O kgod yYO0CoOddwlsO L O bkidkz
ol Lftedwisdwdgpy tfsdzi He O, Yd dz2v" B3O tOL-~tsH L O d

I sH tOLtede fMj ©OLBdEO ftjodh Oo Ofapy dAf tsW BE o Oidad i s @V lszdw
Efdkzzc Ok O
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sL dZ0y0e © doOdzdydy dz0 Mmlsts2 dzsMmisd YRS = 0 ddzd

Mz Hoe O, yd 5 btsLd CStedljted?2 Mmi M jMmlsoakzeo Ols tOL F
MO tOLAtsHdIs] LO dzj ftesHO9 O B3OSO Higd®Y Pz j fls
dzj sBrRSHd®Bs dij dadH Y i3 dalsi Is HO dzOftc@od OdzOdzdL da
fsHSCtodlsf B dbARP ] KBOted yoOlsoO, ol tcrnlkz Ctwilsts Mmj
dLosHOIsEMYIs Mmj dzgj/ M slsajlsmisadw dBjxHE BYOSC o O
Bi H] ftdkkzyjdd d o fHzfyBd Obzpls thdzg HGalp. .db 0 tOL
I simdzj HdzdwW s BtejHjdzv fsMsCOO dzO O0dzOdzdL ©O, O ¢
BB HE ftcj HMIsOo OO dzO 3 dz2dH Y ted s L O z i dzk
fesbtejBdlsy dzdlsy (fOydjdlsdlsy) LO dggv; (2) fwjo,
RZQ LSO dzO0 MlsOdzH Otelsdilsj; (3) dL i dzdzj dedj dzO L
ZO tsttOcOddL OydwilsO f ol dhdedlsy ¢ BIstej Bdlsj dzd .

23. [YjdC OO f WsCkMm ol tor(dzH tfasdzjcly st ts j dizsfmls
fslstejBdlsjdv) M QU jEBEBY oAl Qs JLKOL j dats Iz
d ARtlsid dz¢ o Off el j dzd § i .H 8 OBPdzd] ddf @ ¢ dPEsdEdOSs to d( die)
BZO tOMmMkjyxO0 dO fktejBdlsj dZlh¢ OO BOL O, CsWists
LOHBotsdzZW 9 Odgj 20O f tslstej Bdesisdlsy s kEMdzEc OO (¢
sls ot o3 ) d (2) Bs dzd Is s tc fdeg] dzdZ® , B to® d IsdsO  {f fists
stcOdzgL OCyddisj d BtetsW dz0O oedHBe jlsj EmMmdzEecd (Bts?

24. [ Yyj dzS Ols©O dzO ItslsOdzdetslsts o1 o dzd yOdzj dzO ff j tef
Bslsdes OydwisO dzO,  § tcissebdifl sStedsOydwIsO dzO SIsH
HsCtsdzC s yj dedetsmisdlsj dz®@ i fig L IOteliafn digf yudjlsdgd Isfij © disB tste @
HsC sdzfsH Qo O Mo tsw sfdls d BOCO dzO Htelzedls
ZOMlstswh OlsOe fMmd ftwOClsdeO d HO Nieidy BOO dakp Pisl
sz IsO ymaoj h Cdwis WOC btsts Odzdzts Is ts ol o dzd YO dzj dds
OClkzOdzdL dtcOded "2 BAGEH jOZ dz@ M dztskz L O 2 jteOtern dW s O dac

25.0 dzOdzd L | s dzO SCo@gigsfppeCs sl § i dzdzj ded i 2O Moz H dz

Alftejnjdvd dO fi "ddemMSdlsj §sS0OLOlj dd @O §O

Al ftejHj dzw daj ZO &BjbtsHd LO BYjdSO dzO mih

COyJ Mo BIsts;

AlftejHj didRjddsdlsj &zdlsj] &0 S OL O] &l do ¢

AlftejHjdvdyy dz0 tBlsdetsh jdedjlsts dBiyHE wls d 11s

sOss My dLABYHO Bl HokZWCOIO ftodtesHO dzO ¢t
BtsH j dBERVQUAL, o d d3d dedsty, Juwdetse toj d3d dzdzts fno Cteo
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TOEOClkjtdMisdy d ZOY ODNEHEs slss d lcWBoO HO MO
ptj ) dz0 ftejHBMsOoawdzlsts dzO kMdkzeOlO, fdzj Ho C
YyomlslsO AsyOSoOddwi IstewBo O HO fMmj ©OLGEdzjy3HOL ¢

14d Mihjmsekzo O Ekddoe jtemMOdzjdz BjlssH L O dL dij te
Msts?2 dsMBzdg®s O s YrRs &O Ctdlsjtod GBERVQUMO ®&j Ists
(O] ted Odzdetsls, dzOH jyHdsMIs, GLdoydokisls,) ko jt
HO MmyJ tcOLGEdzZ] YHO GCOIsts ddzlsjctcOdzi dz fHSOL Plsj dz
fojHMisOodz" 9 O MOBIWIl ¢ dztse Odzj dz S-S dyd j dzls dz® ¢

RIK(SQN Ay By ot YRSost YRS mptY R o wpt Y RSundyn

11 sy fnl Hi 8y Ols ) dLdmMCoOdzdwWIsO dzg@ Bj HJY
Slsdgtsh jdzd j sts HB g lBteWBlesOdzs HO | tOLtedoeli s d3j Y
sYOS o OdRI"™ qLy@ dzm ¢ Ols@p &M dzlz ¢ O

[ Y] 2E OO0 dzO COoyjfmsotlts dO djHJdyddms OO EkfMmc
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1. [ftejhHjdvdzsj dzO cdzsBOdkzdzd™ Cj W PN J dalsitcfzO € B
d3j IstsH o SERVQUALT Oz j s tcOdzj O ftslstej B dlsj dzdlsj
A SQId YRs §&COLoOk d&O dzd dzgj i slse jlsmlse dj dgj
BjHdyddzhe 00 kfdkzc 0?
- 0S¢t >fl MmihjmsekzeO® dzgjfi sle jlMmsadj d&jyHLE
&34 H d Yy d defipSiaz@a@5);(
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