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~ ~ 

'€l~rim 1~~"i11'j rul fhVltJVltJ ltJ'IJ ltJ'lJ'€l'IJb'(j(?ln1':i~Vln1':iml:lJ{ bU1V1:lJ1 tJ m~'lJltJn1':i bbfl~~Vlvll bb(;..JtJ1~ 
~ 

(l'€lVlfl~'€l~ n'IJ LJ 'j ~ b~tJ tJVl 51"l1(l(?l1 tl th~ b-UtJ ':iLJLJ ':i ~5':i ':i:lJ BtJ ~ ~'I111LJ61 n1':ivll~ ltJ:W~(;..J fl~:lJ f'IVlB bbfl ~bnVl 
, 'U \J" UI 

LJ':i~ltJ'lJt1(l~(lVl1tJrn':idil b-WtJ~ltJ'lJB~bVlI"l'IJlfl ~l'IJfl~'lJfll'iB 1 LJ 
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(9).(9) rnl:lJVI:lJltJ«JEl·:ml~~\?1nTlrnllJ{
'Il 

(9).lv 'th~b[jVl«JEl.:JA11:lJ{
'Il 

Q.I .:::.. I OJ 'V 

(9).<t: Vlf31'Wfl\9l\9lEln1~'iil\?1n1~fldl:lJ~ 
" 

(9). b 'W1tl1JltJ n1'J~\?1nTlf111lJ~ 
" 

(9).~ 

(9).~ m~1Jl'WnT';i1J~Vl1~~\?1n1~n1~ btI~ tJ'WbbtI~,:j 

t.I v v v 
lv.(9) b?/'WVll'ln1'J'\I'l1tlJ'W1 'il\?1n1Jfl11lJ~ 

" 
lv.lvbU1V1lJ1mb~:tbb~'Un1~~\?1 n1~A11lJn'WB'lfim tI~~;il1tJ.:J1JtlJ~lJ1ru lv<t:b(9)
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nl'.l:ill'l III tJ ~ ~ Ill'.l '.l1'U '.l1:JJ fJ~ rl fl11:JJ mJhJ fJ~ rlfl Il n'.l::: <ill tI 
\I 

eJtl1'U1911'UI"lI"l6'lVl~mfJll6'l1'.l:lJ1'W\I.lJi.n1V!btJ'U'.l:::'U'Ub~tl1V!'VlIlI"l'U1'UfJ-lfim1;'l1:lJ1Jm,rh~-:J1"111:JJ1\li;n~'W\I.lJ'Ul(J\'UU)-:J
\I 'I q 'U 

1V! 'UeH'.l1:JJ~nJj) -:Jl cJl-:JiJ'tJJ:::iR'Vl5.fll'1"lel'tJ'<IlG;;G1-le,J6'l1V!fJ-:JAIl'.liJI"l11:JJ6'll:JJ1'.lrl 
"" ';M 

1'UL'Il.;jbL'l1-:J'i!'U6'I-:J6'l1'I (~l,rfNl'U fl'l"l'.l)
'U , 

Ill':] ~I'I fl1'.l1"111:JJ ~V1:lJ1 tJ~-:J n '.lG;;'U1'U 1ll'.l~~1 bU'U f11'.l~1:lJ n'tJ11'1tJ thJ f)U&l-:Jl'U1'Ue).:) AmVl~fJ 
'U " ';M 

V1'thmJfJ tJ'lJfJ-:JeJ.;jAm b~fJ6'I~l-:Jbb6'l:::1 i1"l11:lJV 'U1ll'.l'Vl1-:Jl'U1v!d)I'Ie,JG1r.r:lJ~Vl~~~'Unllb~:lJlv-miJLUl'\l1:lJ1tJ'W(9).J'Ul 

-:Jl'UI,L6'l:::I"l'tJ 

fll'.l~I'Ifl1'.l1"l11:lJ~V1:lJ1t1~.;j fn:::'U1'tJ fl1'.l1 'tJ fl1'.li111"l11:lJ~~iJfJcJVI~tJHlb~tI'tJ~:lJl1mV! d) 1'1 
'U \.1 \.1 'U 

t1'.l:::ltJ'IJ'l11;'l-:J6'I 1'I~m:).;j 1,1,61::: btJ 'tJbl"l~[)-:JiJ m ~[)f11'.l'U';j';jG1bU1V1:lJ1 tJ'lJfJ.;j€J~ A m 1 'tJ\~h'U f11'.l'l'1l-:l1'tJ Jll'tJ f11'.l
'U , , 

'W(9).J'Ull"l'tJJll'tJ f11'.l b tJ'tJ €J~An '.ll,~ tJ'tJ ~Jll'tJ f11'.l btJ'U'IJ:lJ'IJ'tJ~iJ fr:n:JJ b~tJ €J1Vl '.l'.l :::V111-l n'U1'tJ ~vll-l1'tJl,b6'l :::Jll'U f11'.l 
'U , 

WI€J'UG't'tJ tJ-lfl11:lJ~€J-lf11'.l'IJfJ~r;JiJG11'tJ1~G11'tJbi!1tJ'IJ[)-l€J-lAm1'tJVlnn~:lJ1I'1CJtJl'tJm~'U1'U f11'.l~ 1-:1 t] b'l1'tJf11'.lG't~1~ 
'V -; 'I I 

fl1'.l'.l1'U '.l1:lJtl1 '.l1,1,6'lflbu~ tJ 'Ul,l,flG;; 1ll'.li111tJ1i~l'tJ11'1 tliJ bU1V1:JJlt1'IJfJ~eJ ~fim 1 'tJJll'tJ f11'.lvll~l'tJ~~lflt1J~fJ 

tl1'.lWI eJ'U6'I'tJ eJ-l (Responsiveness) b tJ'tJn l'.lWlfJ'UG't'tJ fJ-lfll1:JJ~fJ~f11'.l'IJm~ Il~h b~l'IJtJ-l 

n:u nl''.iV!~ eJ r;J~mif'tJ'U fl6'l1 m r.r~ fl:lJ 61'J'tJ T'J:lJ bL6'lt~iJ1.11'U1~611'tJbi!1 tJ'Vl Il fl~:lJ 
'U q q 'tI , ~ 

<il.lD t1';i~L.n'Vl"l.l'i.NI"l11:lJ~
'U 

1'tJfl1'.l~I'Ifl1'.l1"l11:lJ~iJnl':Jbbu'~f111:lJ~€J'€JmtJ'tJ tv U'.l:::b.n'Vl~fJ 
'U 'U 

1411:lJ~~~ ~e.ltlt'W14'W btJ'W1411:JJ~~1JlliJlnU'.l:::6'I'U fl1'.ltlh"i'.lG'tl'.l'.lA 
'U " " 

V1~tJr.rt1J'lJl(J\t1Jlru'IJfJ-lbb~m~'4 flfl6'l1'W lll'.lvllI"111:lJb-Dlh 1'tJ~~~1~"1 btJ'tJfl11:lJ!ffi:U1;'l11Jl'.ll:l ~ltJVleJl'lfJ€ln1Jl btJ'tJ 
rllXjl'lVl1 fJ6'l1 tJ tln'I.':J-ru elm~'.l1ml'l tJ~ltJ b'l1'tJYln~:::1'tJ f11'.lvll-:Jl'tJ~ l'W!liJe)V!~ €J fl1 '.l fll'l b~~1 bfl'.ll:::"''Ul~I"l~~ ~-l 
b~tJnllLtJ'tJI4'J 111 ~bb'U'U'Wl11o';i';i:lJ

'U 

Knowledge) btJ'tJfl11:lJ~~6'11:lJ1'.lt;l'n'U'.lJ:lJ~ltJVl€J1'I1ml'ltl
" " ~ruvn ~'.l'Vl ~ ~iJtJI'11-l"1 bbG1~ 'U l~I"l-r'H~tI nll btJ 'tJ 



-19­
"" ~ OJ 

COl.Q1 bb'W1fl\9ln11:V\9lnl'~fl11~1 
'IJ 

b'VlI"1'Ul~l?ll'U~~'1l~ iJbb'Wlfll1~~\9l1'Wn1~11l1bih.Jnl~~\9ln1Wnl~{b~eJ1Vibn\9ll~'W5~~~n1~ 
\J 

'Yh.:Jl'Ubb~~n1~bbm'1J1JqJ~l~l.:J "1 ~11.:JeJ~'U'U~lfl]1'Ubb'\ti.:Jfll1lJ~ \PlllJ~;;rflbb~'U~\9ln1~mllJ~ KM Action 

Plan ~.:Jbfl~lJ1Vibbfll.:J~lml~{ 1offmllJfl\9leJ81.:JiJb~\Pl[;.J~ 1Vi'Wilfl.:Jl'Ub'VlI"1'Ul~ ~fl:ijl.:JtJ~~~l bb~~'Wilfl.:Jl'U 
\J , \J 

:ijl.:J1'U~.:J n\9l iJ n1~ bb~ fibtJ~ CJ'U b~ CJ'Un'U n1~vll.:Jl'U ~llJ n'UeJ81.:J fI{l.:JfI ~~ fi 
\J 
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b'VUJ.:I1'U"" 

~.b~1~U1~n1~~~n1~~11~~ 
" 

bVl~U1~!?\'lU~~"lJ~ fhvn.J~'UbtJU1tJlUm'j~~nTjm1~~ 'lJ'El':)VI'I..btJ':)l'U \il':).Q
" 

(9) . ?\,:) b~~:W bb~~~(PlJ'U11"l11:w-rl 'U'El,:)A mb~'El~(PlJ'U11VI btJ'U'El':)Am bb'iA':) m'j b~tJ'U~ 
" " 

~. ~,rU~~'U1V1ilm'ju'j~:JJ1~1"l11:wrt 'U'El,:)Am1'U~1'U~1':) "1 b~ml1:JJ1U'j~~nI'iH1'Um'j 
unU&!,:)l'U1~'El ~l,:)t1n(1)'El':) 'jl(;1 b ~1 bbG'l~bn~U'j~~Vl5m'WmTVi'1':)1'U~~':)~'U
d.J" " 

~. ?\,:) b~~:W bbG'l~~(PlJ'U1 n'j~Ul'Um'j~~ m'j1"l11:w-rtVI btJ'U?\l'UVI~':)'lJ'El':) mWl1,:)1'UU n~ 
" 

~?\,:)t:-JG'I~'El m'j~~'U11il1:W tJVl15~l~ Iil ~ bbG'l~~'El~I"l~'El':) flU bbt:-J'U m'j~("?, n l'jm1:w-rl'U'j~\iluVf'El':)~'U, " 
ct. 1-b'bVll"lb'UbG'lVb~'Elm'j~~l':) bb~~b~'El:Wbmm1:w~m~~(;1bnU bbG'l~b~'El:WbtJ':)~1'U-iJ'El:WG'lm1:W~

'U d.i 'U 'U 

b. ~~~:;UUn1'j&!~\p)1:WU'j:;dJ'Ut:-JG'lm'j~~m'jm1:w~~iJU'j~~Vl5m'W
" 

~.G"Il bU1V1:W1~"lJB.,:jn1~~(;1n1~~11~~
'U 

(9) .b ~'El1 VlU~~ 1 m~,:) ~ 1 tJ,:) 1'U ~U~Vl1 'j ~1 tJ,:) 1'U eJ 1'Ul tJ n1'j ~ 1 tJl"lJ 1 n1 'j ~ltJvi'11U , " 
G'I n~l,:)U 'j~:51 bb~~'W,rn':) 1'U~1':) il m1:w~m 1:W b'iil1:Ub~ 'El':) m'j~(;1m 'jm1:W~bb~~m A m bb'iA':) m'j b~ tJ'U~ 
'\J 'U 'U 'U 

h b~'El m~I'1'U1Vlbn(;1 n:um'j:W m~u'nJ m'jri1tJVl'El~m1:wn'U~~Vll1,:)u~mmVln~ltJ':)1'U
'I 'U 'I 'I 

?\ m'j~~1':)1~'U5'j~:wm'j bb~ m U ~ tJ'U b~ tJ'U~m dl'UVl1.Jd tJ':)l'U 
" 'U 

m. b~'Elt:-J~n\il'U1VliJ m'j1.l1m1:W~u1obiVI bn(;1U'j~btJ'11111 'U m'juDu&!':)1'UbbG'l~\P)8U~'U8':) 
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<r.b~eJ1,'l~1'l'1l:w'tl'tJ'untJ5u~m';i~Vm1';ifl11:wifl1tJ1 'Wtl'lrl m 1~tJ n1';iij~1'W ~1:W"lJeJ'lLJflG11m'Vjf1 
1,'l1tJ'l1'W l'1G1eJVlI\l1..Jf181'lXdlVln1';iwWJ'W1mhwim~eJ'l 

til.W: f1~~'U1'Wfl1~~~f11'~ifl11:W~ (Knowledge Process)bU'W
" 

m:::U1'Wn1';i bb UU'jIj~'l~'iJ~'1h tJ1VleJ'lA m b,ih1'il ~'l'(r'W[9leJ'W~vll1'lXbnVlm~u1'W m';i~Vl n1';iml:W~ 'jIj~e),WWJ'WlnTJ
" 

n 

- f1THnufl11:wrt'lXbU'W';i:;UU b~tlf11';jfl'W'l,n1'WeJ'W1f1[9l
" 

n1~U ~~:W16'1 bbC!~fI sr'W fI~eJ.:J fl11:W~- U1'uu ';j '1 ';jtJ bl, UU b'8 fl1,'ll';i1'IXbU'W:JJ1(Y)'Hn'W'tJ1'utJ';i 'l 
'tI 'i 'U ~ 'l: 

1,'l'8U t:11l.lb~:W b&1U'iJ1 fle:J b~tJl't11ru 
'IJ v 

<r) bU'W f)1';i'Yh1'lXmim1:W{,!'W b.u1~'lm1:W{~~8\l n1';i1~~1!'J bbG1~1,'l~Vll f1 
"" " 

(IT)Web board u8iVltJ';i:;'tIl?l:WW'Wl5 bU'WI'1'W 

b) fl1'JbbU.:JU'Wbb6'1 mu ~tJ'Wfl11:W~- 'ill1~'jIjG11tJi6f1T';j
" 

8T'il~Vl'YhbtJ'WbeJfI?l1';i\i1'Wm1:W~b 'Vlfl1'W1G1V?l1';iG1'Wb'Vll"l VI~8mrubU'W Tacit.. " 

fI 

bn~f)1jb~I'J'W{bbG1~Uj~G1U n1';iru1Vl3J bbG1~VI:W'Wbl tJ'WlYl 81'tJ 
" 1 

ltJ1.u'l1'W~~'lU~11~1~~G1 fI~ultJ 
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" m~ar.l'l.Jnl~ ~ i'U(PleJ'U "lJeJ.:j KM 

(9).~ m~'U'".l'Un1~'U~VI1~:ij~n1~n1~b'\.J~~'Ubb'\.J~.:j (Change Management Process) bU'U 

me)'uml:WA~bb'U'UVI~~ b~v1Viv~Am~l?i'v~md~~mwnl:W~fI 1til 'U v~Am l~:J~bu'U~~\l'il~tI bb1 ~~v:wm til'll" . 
v~Am ~"il~iJ(:H,m~V1'U~vm~~~m~ml:W~ '\.J~~nv'U~ltl 'oJ V~A'\.Jd~nV'U ~~d 

" 
(9))n1~b(Pl~~:Wn1~bb~~'lH'Ub'\.J~~'U'Wq~ m~:w - b'Ii'll n"ilmd:wmdiJ~l'U~l:Wbb!;1 ~?lU'U?I'Ii'U"illn 

~'U~Vlld( ~V1n fl'U:W v~ b~'U )lfl d ~?I ~1~ ~'U ~1'U"lJ V.:J v~AmVi:w/Vl'lh CJ ~ l'U~ -r'U ~~"lJ v'U, ih~ 'U'U m d~~ (Pll:W bb!;1 ~ 
". '" 
'\.Jd~b:iJ'Ut:-J!;1 nlV1'U~1l'il~mbvi~ml:w61'l b~"il-U~b"il'U 

19) nl'~~eJ~ 1~ - b'Ii'll n"ilmd:w~'Vh1VlVlnfl'Ub·lh1"il ~~~~~v.:jAm"il~'Vh'\.Jddtl'1Ju~"il~ bn~• 

!;l1) m~'U'".l'Un1~bb~:::bfl~eJ.:jiieJ - 'lilCJ1Vimdrl'UVil b-1Jl~~ t:ilCJVlv~ bb!;1~bb!;1m'\.J~CJ'Uflll:W~
" 

?f~~l ndl~ b~lt'Ul~tI mdb~vn1.um:::'Ul'U mdbb!;1~bfl~v~iJv t'U n'U'1J-U~'lJv~ml:W~~mH1J~'IJ v~v~Am ('IJ'Ul~ 
,,, " 

?fm'UVlIP1.:J '1!;1 '1)~n~ru ~n 1 dv11.:J l'Ul(/),J'U Ddd:WV.:JA n dVl-r'V'W 1 n d 

~) nl~ b~~'U~ - b~ v?l~l.:Jml:W b-1Jl1"il bb!;1:::(Pld~VlUn~.:Jml:w61'lrlqJ bb!;1~VI~n md'IJv~md 

~~mdml:w-n~CJmdb~CJ'U~l?i'v.:J~"illdrul~~ bdvVlln~:WbUl'VI:W1CJ15nldmd'\.Jd:::b:iJ'Ut:-J!;1bb!;1:::'\.J-r'U'\.Jd~ 
\J 'U q .. 

ct) n1~1~N~ - b~v1ViVldl'Ul1md~lb-u'UmdM'Uddm• U1V1:lJ1CJ~~.:JHVI~v1:JiJmd111t:-J!;1 

tl'U'Uflmm1'UVlm:::~'U1Vlb~'U'\.Jd:::lCJ'1Jt1'IJv.:Jmd~~mdml:w1 bb~:::mdl~t:-J!;1l?i'v~~"illdrul~lCJ11"il:::l~t:-J!;1~. . " 
~'U(Plv'U1V1'Ul~bbn l~d:::'U'U (System)l~~t:-J!;1~'I"H5 (Out put) VI~vl~~'\.Jd:::1CJ'1Ju~"il~1~-r'U (Out come) 

http:Vlb~'U'\.Jd
http:bdvVlln~:WbUl'VI:W1CJ15nldmd'\.Jd:::b:iJ'Ut:-J!;1bb!;1:::'\.J-r'U'\.Jd
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'v) n1'HJnriB.:j"!l:lJb"l.lVbb61~1Vi~1.:j161 - bu'Unl'H'l{1'lbb~'l~'l1-:u1Vibil(ilnl'~tJ~\Jb'\J~cJ'l.J'W'l~m~:lJ 
bb61 ~ n1 ~ il~l'U ~1:lJ"!l €l 'l'U 1"1611 n~1'U 'VI n~ ~ 1il'U 1(il CJ oiJ €l 1"11~.y; "Il1~ ru 111")bbri fl'UVl1 1"111:lJ J1 €l 'l n1~"!l €l 'l'U 1"16'11 n~, , , 

LMnIJn11 'UJL'IItJ 
tJ;;mJ;tJu 
"q~n111J 

(Learning Organization) 

tv) b'lhVl:lJ1CJbb6'1 ~ bbt:.l'U 'l1'U nl'~~(ilm11"111:lJ ~~'iJ(il b"Il'U 
" 

r;n) tJ~1CJ1 m~bb6'1~11?lJ'U5~1:lJ€l'lr1m~ bffmJ~:::1CJ"!lt1\9i€lm~bb6'1mtJ~ CJ'Ub~CJ'U~ 
" 

~)~€l'l'VI1'ln1~~€l~1~~Vl6'11nVl6'11CJ~~(il1nU6'1~iltJ1~~'VI~n1'W 

<t) m1'l11b'VI 1"11'U16'1 ~~11~'Ub'VI~:lJ1Hbu'Ubl"1~€l'lil€l1'Um~~(ilm~m1:lJ{
" 

'v) ilm1~(ilm~rYn:lJ{€lci1'l~~lb~:lJmb6'1~uim~€l'l
" 

mJ) ilbb~'l"ll'l1"1l<i11CJ n11CJ m.J€l'l"!l:lJ b"I.ICJVl~€l1Vi~l'll6'1 
" 

~) ilm~~(il(il1:lJbb6'1~tJ~:::dJ'Ut:.l6'1 n1~~(ilm~m1:lJ-n(ilCJ1oiJ\9l1~1(il
" 
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... 
(9). ~\?l~.:Jl"1ru~n';i';i~m';i~\?lm';i1"111~~'lJeJ.:JbVlPl'\J16'1(9\'1'\J6'1~'lJ6'1

" 
19. ~\?l?1';i';i.:J'\JU';i~~lrubb6'1~Vl'r'WtJ1m?1~'\J?1'W'Wm';i~\?lm';i1"111~~ , " 

c(. ~\?lvl1bbt-J'Wm';i~\?lm';im1~~
" 


ct. ~\?lblVlbb6'1 m U~tJ'Wb~tJ'W~b~eJ~.:J b?1~~1Vlbn\?l'U~'U'W
" , , ... 
b. ?1~1.:Jbl"1~v.u1tJ n1';i~\?ln1';i1"111~j';i~Vl11.:J~1'W';i1'Un1';i bb6'1 ~Vl'lll tJ.:J1'WB'W 1 VI.:J eJ'\J~. 

bVlPltJ16'1 eJ'\J:U . b~v-w~'W 1~1'W-iieJ~6'11"111lJnVI:iJ1"111~Vl6'11 nVl6'11 mb6'1~I"1';i v'\JI"16'1~ 
"'" \J " , 

b'JI. ?1 ~1.:J bb ';i.:J '<\) .:J1:u1VI bn191 n 1';i bb6'1 n b u~ tJ'W b~ tJ'W~b'll'W n1 ';i tJ fl8eJ.:J n 1J1 VI';i 1.:J16'1 bbn ~~ 
" " " 

'l111"111~~lJ1bt-J tJ bb 'W~Vl~v~~'l11m1~TItJ1m'Um';iU nU&).:J1'U1VlU';i~?1'\Jm1~6'11b~:U
\J \J" ~ 
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d 
'U'Vl'Vl ~ 

hCi) ~6i't.l'Vll-!ln1~WWJ'Uln1~~~n1~fl11:U~ ~'Vl~'Ul(;ll'llU(;l~"lI(;l., 
d 
VI 

V(JV!th?h'U~l'IJ n1~1'U 

~-!ln~ 

'Wun-!ll'UbVlf'1U1&'l 

&'ln~l-:JLJ~~\ll 
" 

v " 'W'Un-:Jl'U'<Ill-:J 

" b~<Pi-!l~-:JrHU::;vll-!ll'U KM (rmJ~bril) 

'WUn-:Jl'UbVlf'1'Ul&'l b&'l'IJ1'Un1~ KM• 
&'ln~l-:JLJ~~\ll 
" 
'Wun-:Jl'U~l-:J 

LJ-r'ULJ~-!lrlli-!lflru::;vll-:Jl'U KM flru~• 
lV!l-i 
'Wun-!ll'U bVI f'1'Ul &'l~1'U6'l ~~vll 'WtJn-!ll'UbVlf'1'Ul&'l 

~ih)LJDu~ ~1'IJn1~ 6Jn~1-:JLJ~~\l1 

tv) ~\91vl'lrijJe:J ?I ~LJ1'Um'(Je:J-:J'Wun-:Jl'UbVlf'1'Ul&'l" . 
~) ~\91vll~jJe:Jn1~LJ~~b:W'Uc.mLJDu~-:Jl'U'lJe:J~b~lV!tJl~ 
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