gl e Aaal
Bj‘é‘y‘ M

Jles¥I 8,1l ‘_,a.aA:_'i/p-wﬁ

Asbgamtll cleluall Uad § A allls el Audl ols¥ (e Sagally gusask atll 8,1s] i

S a3l gak / adliall slac)

gyl aLall

Y.Y0/Y.YE







;‘M!

Aalall oIl sa § Laslas glas JS 3 loesg 1 J 193085 7 Lmill Gyl J Vgransey ol il J]
b5 Gl 3zl 25 sLinl 1 5ill WS 1ES ] (gpantding liel paliae (pe Faead el I gutal
colagally cbumtdl JS oy 5l paiudll

o LaiS WUl il e lodl ad J LlS (88 pakly whadl o (guai § Ly coacdlIl e zupall gully JI
5Ll g5 LeSalesg LeSyuo (58 (8 ylills slaa¥l e qilizmig aLe¥l g ailadusy « gilamds (ot S 3
30 @by of bl JLals « yardnlly cumellg Sadl JS (o oS3 . 3Lmi¥l ko J ciliorg g 3sylall J

p ol GLLEST o 130 J 2l @1« abiall cudl g ety ¥ (g1 sllaall o8 ! Gl
sl dle Ui Lo J) oy cliliminty ol ges Junded (atlls Lsloball gwds § s Lasls LplelS ity

J el S ULats colga¥lg uall § 353 J oSy 3ol abel i ¥ o rale gl «usadl gulls ]
Sbusd| JS 0l ol poiadll (g38lg ¢ Frun &

diludly @:.:.&.U‘ LSS e PYESPEN| Ah.‘zjds‘g pedly Ggadl 4 158 cpudl ‘L;."‘ﬁ':"iﬁ rey d
.ah@bjéQ:BPmK@|ﬁ53JSMgSﬁQP.USA

) ‘_j Oy o ‘:; 19518 ad all e \g\ﬁié lgxidg cp.n.:\.ﬁ;)!j PORNE TR PUE ST VRt c‘abs.” ‘__,'a'..\SLwi d!
Aas s €Y QMQ@JYMBSJ@ “éq.'.a.” Seed|

L»Ua.zj‘-g Ol s (agli abile ‘393'453 (gl slgddl | ia %,)35)\.2: Cddl c‘._;)\é.\.;ab e dl
Ban S ey e 2elS S e oI S03 Bglas JS 3 cneslally Sutd] slisl § il ly oot
(@il dl Led pus

Acolall &l 31 s oo T ¥ 17 5 pi.ns‘c.bb ‘43.:: LS o5J 929 sLza¥lg uzxdl

sl s g 0 Soims Ol (pSliar 3y Gddgs o Al Jlulg ! Blas (oo e oI 1584




G Sl Fis s ol ySadly sl 3 &1 g Aoy ddidgsy abl Jinds coaid] (o 2miio Cughe
ST ladl Gl 13 3omid e lo cyo IS s citmalyd] s Jlsbo Zaglas (b (e Tglien o il
Lo a5 4la¥ Liaall 3, B18 1] cqliadl Zellny Sl ot o 05 G ynag (pad amdls 4 Conng
LoS o9l Jf Cumell 1 el o i 05 Ve Jiky cvn (S0 15502039 LA ik § a8 of (o5es
Aatall Gspladl i3 Bylie J 193085 « patatlly mum dillls me ol mgro O i3 ol Y iliial gl 251
bisth gl (e Il o (il ey 31 531 il 951 Sy ol Lo 1 sl




Lyl Bl a
.................................................................................................... gyl Bl
.................................................................................................. eyl Blaadl

Lyl =¥l

.................................................................................................. Zg\-«.ﬁ)ﬂ le.au-?-”

................................................................................................ Ayl ¥3 Ll

Halyld] 7 3503 3 uats I ol ak )
(3392313 (vl suozl Byl]) Aiiud | ol il
((gwesa3h1 51581) Amyladl ol ik
(gesazk) 615819 83920015 30zl (o 283Madl e 5,550 Jalgall) Aol ol piad

Al Sl
Al il
Al yudl C.}}.m ‘a'.\a".i.w| 488

el slue daall dealall & ,lall




Bagtl Byl uylas

4l pgede

W Ludl ol

Ayl Slualyadl 81 Eamel)

CHEPC IR NPT JOPRY

4 Ll ol ] Gyl Sl 1S |

oLl B39l 8yl] 1 ST Camal
(TQM) Ao Ladl 53g)1 3,13] pgin

ALl Bagztl 8,l) tsolee

LA

\»Av\»\

LAY

LALY

LAY

LAY

\»AvY»Y

LAYY

LAY

LAY

LAYY

VLAEN

VALY




WLl 8agzd! 3yls] dccal

sy 15819 Aaliadl 392l 3,1] cos A33Madl
Azl ! Byl 0¥ I G L

EVER O F IS (PN

EPER B PN IS Ty

Azl ) 3yl 0¥ slay

Bagzelly Auzmss| ¥ Byla¥ Cas A4Sl

Besnll cleliall ciyas

EWIPES[JEAPSEIPN [PV Y

aligmtll Silelivall GligSs

Al gmtl) Slelivall e gusll jeoilly B3gaell 1l

QL}L_@.,J‘ o> Q‘jéi

Sbiled! Jelws § oieiad | dslasyl ol

dpdo gll Slibed! Judms

(Gemd) Jlma) &ee g5l S9uzll
(Aol yuld Aa 331 B A1) Aia3d! 3gurcel|
(CORINIRE (I PSIPE R ERTTRNeS |

(Gl ! A g motizma) &y 3gucel|




Sl gally gl paye A

Lt Siluo s Aeea

L) Syl Loy sy
S e oy S Jalgall

Lalal el L)

Aoyl Lzl T oyl

Aleiiad | &l ol il

@3 eilly Bagaell 8yls] Cnumil Slo g3
ey Bagdl pes Q Aoglaiall a8Laillg 8oLeall 593 jojaid Gilyogs
ek ratllg Bagadl Bedat § Sluwill dalgs I Sbiumidl Adlal Silya g

Sleastll Gudat) adgall 241

el g2

A a=ll




abstract English




s Joluze! 2a5L3

ol s AL 35 )y

il g1 o (AL s ¥ otz

Bl il g o (ASHLAL ] w393¢ Jgua

ol s 5, S! a3gall 0 Joua
e s @‘JS:"” E)}U‘ - bt Juloes T Jgu

Bl s (631, pajgl] - Ll Jelows ¥ g

Sl S s A gz

Lol Jalas & Jpur

sl ylam¥l Julaes V + Jgrn




Abstract: Lalsziudl

Geadidlly sl A 1581 e Lanilig 8ogelly ool naidl 8515 c 28Mal) Aslys ) el lia Lo
o3l atll Slaolang Bagzell slas Baskas 500 (sue Juloes UM (oo U39 Alsgmtll cilelivall g lad 3
Laid L) 8)0a ) 5a5ad 3 Jolgadl sda dead Blas Auwsll dalunudly 2l adl! 5.S 3uams e
Jad elal Geazerd cilunylall s letil 3448 Joo didly 3 pundd J) doed] (aug deelivall clucwioll

ARt Y)

i) aludl Labsgae (e £33 Gig ASI] Olaiasl IS (o0 Sl pam @3 S« ddmtdl Laiosdl il slezel @3
o3 Llazwl Vo Bajiadl SbLIY sue alg Apeluall Slucasll (o sue 3 8592l Az L o3l
el By) ooty &Ml ey el il ol 5Ly Aol Alian Yl Il ooy cbiled) Juloes
(g3l e15¥19 Baglly qusssll

G I (y0 el A 0¥ 35my LaS Alia adll oUas¥ Llasy 2ulua bl 8 LaS (goiune pdy IO
aatiay Slaylall s 7 s o0 ) &yl clio 55 LeS  2uaid bl 850al) 85059 ST B0y duopl] C3lual

clideall puglas § perad) LadLedly Bagaell Lacls Ruaglass 28063 g cLidall B3l pes (e bl (St

Ads g1

Lelemslial oo colual ¢ 32 535xlls sl seaill mllos Gl Rusliall bl 2yl aosis
Aol elo¥) 3uam5 Glasad yerudl Gruetl 48153 505aT9 Aaylaidl!

A lial | LIS

cw‘ EGLOS.N 431.5_\.:5;7_“ QLLLL@_N cM—” G‘J;}" L‘}USWY‘ ;|.>‘2(\ 45.33.;;)‘ s‘)‘..)l cw}l‘ j}cﬂ‘ E)‘Jl
il o) 530l « atad] al) (Apsdliall 3yl




Jo¥) Juadll

'Y



Jo¥l Jymdll .\

tdaudll. )y

sl 55135 sl el Baiont sl ubigomill leliiall g lUas Lo iy &) Basyadl cliall Jbs 3
sl At Had Ul gl ped Aadlinll Lyotd sady launsl] Aaliad lasad bl i
At clleadl sl Byl lisles s IS (po (il gl Lol s ] AueLigall
(Oakland, Y. 1¢).5: S0l cubigius el adzes olosal ETDR VU VeI REAPES (SN S U

G o sl Absb Ldlaal guams e cilucwsll aelud @1 ool @al (o 392tly ouesssl] el 8yla] dad
85l0¥1 &)f LeS (Deming, Y 4AT). e Maadl sy 3oL « A iyl e s Julas sl o 1o¥) cpns 3 ealud
ssailly SIS 535030 Halaiad] 3adint goei lusll dumgt § Uyga Bos coals Alladll Azl
(Porter, 1447).4a5Mal| A g 19iallg 2ualaxd ¥ il aaall ae ST e Lae Lug Los ¢ pord]

e J) LSYL (Le¥slads Ldlualy Leals il yull A8 e oo Alald Al quuias J) Jueall lia i
5392lly o3l et 851a) cr A8l il clldg el § dule slere¥l e gl sm@lly g ladl oYl

byl cleliall a3 gussll o131 e Loyl




Ayl A Y, Y

el 8510) Jazes Los cBpaall Awd bl 2l s 3 5uylile Slues Aebsgmtll cileliall §llad dalgy
gl O oo @)1 e Jlaadl e idly zesl A olo¥ 3udms olasad sl o piaie Bagly (quesd
@ ey wlyzms Al O 3] Bagl sulas Gadas pe LYy jratll Gadxs ) aud Lusliuall @lusll oo
luadl Baazs § Ladlad ie Js> ¥5lud il Les el s10¥1 e clalal) s aall 13l 0 id
ilursgall Lol ¥ g Ada a3

@ Slsaio 4155 nailly Bogzell 8yl5) bzl el dazad G Slucswsll o (3 Aelyuld Aol AL Jias
Geas O Loy G byl @ (ads Sl Sl ¥ Com ¢ aall elo¥1 e wlalall sda 3l gus ol
593 ) bl loa¥) i Laiad . gl iy Laddll e 1o¥1) 3 Alaall cilawcedlly 335elly il pulas
Caligy 08 Sllell sdd Jaall 8l o ¥ Al adll s las¥ (ulasy el s § Bosll 3)10)
eadanall 28Late ¢ Jaadl Ay b3l Aapds 8SMs L,

& (i3l 213819 Bagelly (oumn3ll el 851) cilasylan ¢ A8Madl CBLASIw! ) dlydl sie Bz cUdd
dl 2 LS sty gl ilad) o)1 rus e laplell sda il Jedxsy caubigmall clebiuall g Uad

Ol e s Adoe ilim i @auds e delug Loo cluloall sda gaudas 7 Lms & 1355 (&1 Jolgadl dyses
e byall Slucwddl § alazwdl

Tzl cileliall g llad § sl iud] c15¥1g 592ty uesoddl 1all 8y15) crr A8Mall Lo
Telhaall lia § cslumield 4o il 3 LSO e 8392l plae Guidad y35y auS

Taelall coluwsll § 53521y jaatll 5yla) 7 e 3305 &1 Jalsall 2 Lo

S g3l £l i e Bogelly el cilusylas HiT ol Sy cinS

S8a9zlly aill Byla] Baedat I (ye Asgmele coliucms cudd> ilusdl Lilaall oyl 2 Lo
Sleliyall plad §8352ls aill cilizeal il Gadat die cilull dalgs QI Sluz=all (2 Lo
Slple il oSy S (Aligmll




G sl el 0¥) 35aT 3 Bagelly adll Byla) H9o Joo ol @b ndss J c¥glundll sia b
Slucwiall (Say Joe sl auds e delug Los cielivall cilucwdll 3 asiiatl cilidas (puseiy cdelazud)
S8 aSs Ldlal 3eazig Llulos yglat) die Balazu]

Ayl Aol VY

8y10) ,31 g9 Aigmtll cilelivall g llad 3 gumll apslod) uod LIglis M5 (o Ayl sia Agaadl 515
EVN T PPV BRSPS VE PO DA ST - POV ik L PE - ¥ PR o I P I PN | PRPVR SO |

ARV

dcolad! dcan¥! IR

Bagzelly sl el 8ylaly Aalaill 38yl Blas ags (3 Ayl @alud :Aags ST clga¥l 61 3)
OSas liale B Ly Las o iy gl il el (e csluylall sda 43T Julxs M5 (10
Al Slalyadl § dde slere|

Ot Al oys A1 Addatll Sl ¥ (e e ¢ guall Ayl Tald 48 00 Byzed Allas

sda U musgs 3 aelug les dubigmill cleliyall gUad 3 sl elo¥ly ailly Bagzmell olusylon
Az Aisylay laylel

Bagell 8yla) Jie (Ahusd! Ay lo¥l byl e Aegazme ) Ayl it el gylas U] utas
ealu Laa «2slyually 3yl 4ylasg Al Lol 83LAN ¢ gl ) dargtll g3l ezl caleliad!
&1 c¥lme @ didas (Ses JolSie (ole 390t @uudT §

el allan Bardat 7 i e 5355 G Jolgall ogd (8 Ayl se L 15,5500 Jalgall Juloes
(g3l 1Y) pmad Allad 7 3lai skt e Canoplally i Ll 8508 (ye 3320 Las cBagzlly




duload! dcanl! \RA

15919 5352l snanll Byls) s 28NN Jgo Aomasly by ualyldl 5895 1 okl o 15Y1 Cruans
LeslaS 33a79 Aia ad Leldae Grumes (0 Aueluall bl (Soy Law ¢ uaadly el A
plasiul Slucoiel] (S cddoe Slusgiy lml il ©auds JUS (o i8udliad| 8yuall 5a5a5
Allally Bloell Bloadll § B lis Bie Badiomis Lalasl pglatl Buolydl clonyiea

635 Lon cnlaaslly bl Baga cuses e aidly Bagadl sulas Budas el 1o Meall Lis, 35L5
Aangall ¥ 5359 o Seall Lty Syiann a3y ]

Lo ¢iebih ) alona¥) Buaonsd Buloe LT @uutds 3 Bhyd] el sl Zolaiad| 3uins
Apabard¥ly 30l ol ae e S (e By biall lucwsll Sy

Lebiall clucwdl) § 518 g lual Sy 48530 Auale s Aulyudl auds | yall g Lo oo
A3l Azl ¥l g Bagadl et Sluliw gkt wie Lple slee¥)

Lz 93 @) bl 500 e B a3 lusll Cmdl il ae b Al )] clus) dxdlas
Lele daall 3,80 Jglo 14819 Baglly el clizmsl il Gudas die

FORINLFPS FIRVPS

Azl Ly ) Byl 5919 Bogzelly Jlae¥l 5y10) Jlma (8 crsnslally i Ll 508 Apaal 3 2ol ylll .l
Geazig Laeudls Juiad Ll s (3 die Balanad! dpelivall ol ol oS MelSis 539 puds Cos
Aal iy 5elaS ST JShu dumms| | L 81 al




dwlydl Blaal )¢,

glad § Laadlly el L) elo¥ e Bagelly (quendd] aaill 5l0) 31 Jelxs ) el o B
e Lol sty gueseddl atlly Bagzell cilasylan oo A8Mall Aaalys I (0 lldg cAubigoetll cileliall
Blaa¥l e degamma Gudoed ) Aulyddl aud celd e 2lo Auwill e lana e Al £l 5. ST uaoes
i LeS (e sally dus )l

iyl Bl 1,8
cleliall lad 3 i adlly el o131 s e Bagadly oumesl] saall 8513] lioylon dl il
o lislell s 7L e 5355 1 Jolgall sy (iubgondl!

e all GBlaa¥l )€Y

gw-w}u ;\)9‘3 5)54-_“3 é\-«.«u}l‘ J}_.Q.L“ 5)‘)! Y A8Mall ﬁ'&ﬁ

glad 3 clucwgall alall clo¥ s e 8592ty qussdll el ilasylos Al 2ua Al
Aebigmill cileligall
Tebiall clucwioll sl il s 400wl Bagzdl ulas Gudas Lyl gaa Julses

Al s 3 laSO e Bagaddl pulan il euuds

Alea i) slas¥) Jolasg Ll s § (TQM) deladl 3ogell B)lo] sulan 9o Jelxs
Agelgall bl 3 515kl Il sy sudl Julas (e Bagadl Aalail Gadas 31 dlys

Bagally perll luylon 7l (§ 83501 Jalgall dy=s

Bagally el luylon 3udat § Azl A oLl FHEAR
bl el Bagad) culummil Al 7l pes 3 Aeudasad) Joadl A8LE5 59 s




(snsl) sl Budizes 3 Bydall 3ylsll skt oyl il Calasaal %0

Byl peddl Siluylon st Silo g 7 143

Jiadl il Guazad Bogelly petll laylos 5u33 4aS Joo Slusgald ulas Jolo @puias
Al

Szl Gadat) 2l o 10¥) § Ayl liums Gudxs cuelatul Slucwsl uloe N> Auly
8ag=tly e
Lo Bolazaddl 6,391 luwgall (Say 7 3aiS Liagadsg ooyl oda (po Balatudl pogyudl (oMl

lgntll cileliall pUad 3839y sarll Bardas med JalSio Joc Sl aung

Aagall Lellee 3 83smlly sperl limaslyil o e o) aelas bas Aas ghas
Ludlind) 850l ALl Ao luad ) 3uamen) Lolugi) olucwgall Sy ddas loldy) @guas




Ayl ¥l 1,0

ol 1591 e Lanilig Bglls ookl suatll 8513] ¢ 48Mall LSl J) Alydl o
e bt 1 At 1 L]l (0 Ae goma b o3 cBudl I Baimly Aubigamtll cileliall § U 3 il
443 8,350 Jalgall Lalyng s ousgall Aalzsll Cailymedl Jules 3

gyl Jpluddl 1,0,

byt Cleliall pUad § deadilly el el e 5glly sl sl By15) Ails gt Lo 48

e all a¥sluddl  V,0,Y

Tabgmtll cileliall g llad § sl iwd] c13¥19 5521y ucsoddl 1all 8)15) crr A8Mall Lo
Azl sl CBlaal Baazs J) 8352ely ouaesl] reill Sluyles Baddas 505 Ja

S liyall lucgell Awdliadl 8,0l 57 e cilulell sia il gue Lo

e laall lia § oluwiall 4l adll 3e LSO e 33s2)) ulae Badat Ji5y oS

AL At cldeall Gruces § (TQM) dlaladl 3352001 3515 590 Lo

A LY ety A ) e Uas¥) Judas 3 eqead 001 Bagdl sulal (S canS

Saeliall cilucwsll § 53521y jaatll 5yla) 7 e 3305 &1 Jalsall 2 Lo

Shas)l Slansles Gesdat pes (3 sl 5oLl calud i

§ sl ratdl Badzms e Aagdartll Jondl A8La5 3G o Lo

839201y enll bzl 7l e 535 0 Gl suglatlly cunputll soud oSy canS

§ g3l o181 i e Bogzlly el cilusylas HiT ulid (Say canS

S Shadiilly gl Ll el ¥ @anl Lol dseiaal (Say (G Bty Il ol 500 Lo

Sobislell o d aall tlall ayams LIS (0 e 2slias g 2ulils culgol Jlia Ja
8a92ly naill Byla] Bardad IV (ye Asgoele colivuwces i ilusdd Aglaall ol 2 Lo
Toasally el Slaslon eddas 3 ezt (G olucwdll (e Balazadl gyl Lo

Sl s Geimd 6531 clucge (e Slaslall sda ued (Say caiS

Adbgmdl Silelivall g lad 3 8392l et Sl iul Gadas e Slucwdl) dalgs @l wbodl (2 L
Tlple cladll (Say 4.8y

e ball clucwsll § 8352y el bzl il Baddas (ya dzes Gl iligall Lo

Taplmy) @l Beizeiy Sl sda Soloes § Slucesll elud o (Sas 31 A el Joldl Lo

) )
0’0 0’0

e

*

b

*

%

¢

b

*

b

*

%

¢

b

*

b

*

%

¢

b

*

e

*

e

*

33

*

e

*

)
0’0




Loyl y9y3 1,1

i3kl 7002l By1] oo M 5L | 3] o 1 Akl (59,501 (y Ao gama e Auolyldl sl catad
JV 130l og,all s slis o3 Akt cilebuall pUad § eiiilly zaliad) o131 e Loy 53s2dl
s sl] 7azlly Bgaedl Byl Aalarll Apelall cubylaslly AasLadl closYl

gyl ool )
Sadidlly gl A 15819 Ba52elly (quses ) el Byla) c Autlian] AV 13 Aplmy) 480e Sl o
digmdl Silelivall g lad (3

a.g-f-).é." Objj'é'” v, LY

Leeluall colucsll § 83520 ulan Baddats gunoddl el 8y15) cilioslon cr Alomy] A8 Il %*

O3y Bagll plas Badms e 3yud ST (3585 umsosl] il bzl Al ez Gl lumsll o (&

Lbomtll Sleliyall g llad § coluc el Al sl 5eLaST1 35 8352l julas Gudas %
ALyl E.)lf}j el oY s Judar cad s G0 aldaadl s J! TELY E.)}_'_x_” olaay ‘a\jﬁy‘ Qi éi
Bogaely sarll ulizmsiliael Baadas 7 Lomi 8 oqut B ls Apardsis 28155 5929 %

el Slaylon Gaidad § el 7 et ¥ e 3azes dpagarall Lty § Bogzel) A8LaS o (&)1 lussll of (4

UORAY

ulr.i ey Wj—“ lual (el =S L_? O g jyo.ﬂb EJ}.‘;.” Slawslan Ogasdy u,g..,\.” salall Qi éi

¥ a1 el ylie (s elof s ams Bagally sumodll snatll 8la] e sazad (&l colucusll

Laotaias

Ledlaal 3uims e el 8yu8y (Auliadd 30148 Audlis Bne 5 aiaid Slaplell s gudas G cslucu3ll o
RVESP o

Lasdlad e 13559 Bagadly el cilizmalila) Gasas ie &lucusll damlgd Aanssy ilyus SJlia 409
s G (pe Bom Ll CBlua¥l 3uams 3ead a8 281AT o (Adle Auasais Blse dals3 a8 Slucsll O
Sl sl |




Balyol 3903 1,V

£15¥1 e Laapiliy Bagelly sl el 8515) cr A8Mall a9y JalSia 7 393 (e el lia ey
(Bagzly sarll Jalge) Uatun Slpiie e 7350l sy Aligomtll cileliall glad § Laddlly el
Lo AMatl e 1355 08 (1 Aaug ) ol paall 3 A8LSYL (sl o1o¥1) 2ayls ol paciag

Ayl 7z 3903 § syl lpaid |l VY)Y

(CRYESIPYPVRS UG ) FIF IR PP RAR
t ey cLelol s dor Ty L J) bl ad G0 ol gadl Jias
(TQM)aleLidl Bagat| 3,1s) 4*
sl el Slaylas %
Slbeall § parall Grumsll %
Bagal slaay Y1 %
railly gzl Szl Gudas %°

(é\ﬂ-ﬂlél' 9'.55") a.ul.ﬁ‘ Q‘j}_—i—ﬁ.‘ LV, Y

(315 sl s e lasdl Jolas B L) 30 aST) a8)) (haadll o1o¥ cpanes
Aol o) 3udoes Apend L) Bydall s ¢kl Bugay Blua¥l Guaxs) el L) olo¥ 3udxs

(Apasosl

(gracsodhl o15815 839215 seatdl Crw A3V e 83501 Jalgall) Alapeugdl Slpaall 1V, ), ¥

ieddy « patlly Bagmll ciliylan adat § lucwsll 7L s e 355 Jolgall s

Baglly el luylon mes § Azl ¥ BoLall 590

8agatl lusled cnals gl Jas gung dadaiall Joall d8las

P FEATES FOMRUELE VS| N CVESN SO PRET I I0-411) I\ PY A IS- 7Y+
sueilly B3sdl ulas s e Slucull 4 1s3 &1 cligally bl

) ) ) )
0’0 0’0 0’0 0’0




(QM‘%EM@#)M) Zt.wl)..dl C.)}.uds.& v,V Y

| olpaat! 1Y, Y0
351y quesdll uezll 3] 8
(TQM)aLa il 3agzll 5,15] %
3l el Szl

L R

) )
0'0 0'0

;
)

>

>

L)

Aaugll Slpaal! 1Y, Y, Y
ERES{ PO R WA |
Lolaill Js 1o 8ogtl 48la3
&yddle AW 5yloll 895
EUPEE | RN TN |

ALl Slpdall ALY, Y, Y

X/

Olleall 868 28 colas¥l Llas A LYl G 1 s &l o [5Y1 %

Aolaacd! 3udmes Audladl jusald gl Buay Bl gedses e o NSRS

dlyud! C.:j.u fa‘.\:ﬂ'.w‘a._gqs \, v, ¥

a3l snel Ll albge e Acioll clilumad! il Jalons S5 e z 350l 1 5Lt @i
RAPELINPRIEEAUAPELI(PSPET )N  PYHESFCIDNLHEDEWRES | JLATTIN F 1SV JE BXPES [PRVE PO {7
e cnay e ugd) sl ds e Al

P e zagedl e e lug

k] e13¥1 e La ity Bagtly el 8y)5) olasylan oy A8Madl puscas
Slulell sda Gedas 7 Les (e 355 S Jolgall doss
Sbled? Slas¥ Jedomtll e 2l B luall cluciell o Silings @puas




Gl sl Aaal| dnalall alaidl VA

Oty oty lai€ guendll el 4 lasg (TQM) AeLadl Bogedl 5yla) dykas e el |da datay
cleliall slhs § i adlly gl il <153 e Laantli 5agally sucsl] ezl 5] (s ANl punal
e @8,55L0 Jolgadl Al yud clyually 5ol &y lasg A sl Al Bobiall dykas ] Com ) il LeS 2l gt
laylell sda Gadas

(TQM - Total Quality Management) dsLad! sagzdl 8yla] duylas VA0

ai).]a.t.”“.\}g.é.o LAY

s aS,liwe I Y &_M,E_LI Jda 1o aldaall @.A.’ZJ)-QJ—M—L‘ Crazed | 5)55 e NN DA 53‘9_';]‘ 8,lal pods
(Deming, YAAT).ala sl 8¢ SO cpuseig e as¥l Jdass e Maadl Lsy (de 31S5Ulg cnlolall

Ll el VA0, Y

2 ¥y Slibeall 3 @8l uglaall e 301 potud | el

Adle Bage ald wleus g il 0udds IS (e s Meadl Loy Budoes loss 1Dl e 1S
ALa s 8o SO cpumend e10¥1 Lloesy olid cilgal gudas iililaall 5yl

5352l uins 56 calsiane Olalall arar slie! icndlasll 3S)Liue

) ) ) )
0’0 0’0 0’0 0’0

Eemdly Lalayl VAT

X/

Crm 8 839201 By13] lasylan qd e eqsumdll 1531 B3gmll (o A8 sy 3 Ay ladl siia delud 40
Yl e lasY L lase 2la sl 3¢ LSl
sl 3 Apablinll 50805 2yl e Basml) ulas e i1 Julns § el lale Bllo) L355
Aeelipall




(Organizational Excellence Theory) guawsl!| peidl duylas  1,A,Y

yaill ageds LAY,

sudzed J) (aad Jy Bosmdl yulae Gzt (a5 Y Ao Wl lalasll o ) (uesosl] el &ylas pds
(EFQM, Y\ ). 2udaddl culadgall 5oleiselo¥l oo (el ibgiun

@Mjl'j}aﬂ'ﬁau.c P.Ai
Akl U5 Bogedl 48145 5u5a3 §8aLET1 H9a :dlladll Balall

Azlall Glrsoly edaad) il lias| gl alatus slol psglas sl Guaxs de 7SI

Eimdly Lol

(g3l el Siligyles I (0 Aeluiadl By Slucwsell (o 6.8 Aulyo Akl sda eeus
Apeliall Slawgell i adll o181 555a3 § 535ty amasliad) dagal disal ol Lol ,893

(Strategic Leadership Theory) sl Auw¥! 8aLall 4 las

Wlaill ageda VAT,
@y 3l M5 (o Azl | Ldlaal Gudos g dalaill duzgd 3 5oLAN oo dpeal e &ylatll sia US55
(Kaplan & Norton, Y 447). guwll aeillg 8agaell (Lo datal

Eemdly Lolay) VAT, Y

M\j quj\j\.wﬁ\ c1aY 33 Lew Bagxtle el oluylon dudis e ‘3 Lj)ﬁ_za f9a 8olall Caals X
Bagzell 281a5 130T IS (oo (suusodll 7 il Budizes 3 8LAN ye0 Jeloes § Woyaidl e aelus




(Resource-Based View - RBV)<lyudllg 5ylgll aylas  V,A,¢

el ageda VAL,
Alagy ads 1l Lasylge JMiiw! (e detiad 2udlis By Fedzed e Sl 5,08 o J &l sda il
(Barney, Y44))

< E‘J. L.’LQJQLE"’:)' \’A,i,‘

Az olgi8allg Aoy il 30L& HLeilud¥| M5 (o 8392ty et Gudoet ilucwiall Koy 48 misgs "
(omisl] il Bogztl palan Guidad 7L § Lwolaal Bgo cnls daglasall 51511 ()1 3,58 s

Gl Aealall A aill 2adls 1,4

Lo ilss 8352019 gucsasll razll 813] (o 38N pteuaad Atporsell Ayla¥l Sy asdl e i e sl tatag

Az ) BaLall sl ranl) (AloLadl B9l 8yla] &ykas cns ezl M5 (109 . oumsssll 0¥ e
=iy Ll juglas e Acliall clucwsll delug JolSae Hls] @auds Sy clyudlls 3ol 4,laig
ARSI IR




S basl)
PR AL




Gz e Blb) 1855 Com o andadl ) Lole dany (G Aasll) uoliadl us Aay Ll byl
Az lpe Bugs Jlell old @ alalysg Sl (e o3l 03 Lo e 2l il gunga Julxiy b @ el
oMol (3352ly (unn il el B1a) oy WMLl s cAnladl @l oy J) &Ll bl yll
Lazmtlae ) Jld) el (i ) Bl ol gzmal

g lad § uaosll lo¥1g Bagaddl yulan Geddat sl aill Byla] oy 88Nl Slaolydl o dptall cilolis

63T Sl il Lagd (Aliaadl) e LaS s § 839l 593 e Lwany 555 i Bibigetll Sleligall
sda (ot I a9 Bagdly el cilizmaliul 7 s e Aardaiad) A80a2 g Azl A Balall 13l

Jldl g 2 Ladl cslualyudl o s g dy LAl da gl g (lie Jaloms @pads (1Sag ecslualyolll

) R liall sl @ sasesh] snailly B3] laghas colis &1 Apall lalyll

(o3l e 15¥1 e LaySTg 8592l 8yl0¥ Aulladl z 3Ll (e <3Sy A da¥l cluslydl Y




A Ldl Sslaalyudl ¥,

A padl Slalydl Jo¥l Cmd | Y0,

Aee buall clucuesll 3 ool suatll Bz - (Y+17) Gyl Auslys

Lagaadl A buall sl 3 JLaddll o15¥) e gumodl] el laylas H3T Aslys ]yl o
glaall 3 alsge Yoo e cbilusw! a9 M (10 el aim ol med) dolyud) s sseral iz il

Al s s Ldasg do L) cnues ) 695 il et Sl g5 %
el splae Gedatd Llatl 850N qes Acal (e dlyuldl it

il £191 e Lyt AloLadt 53gl 150 - (Y- VA) il dualys

Slucsl) @ aula sl 3elasTl 3uaos9 (TQM)ALsLad! Bagad) 85l5) ¢ A8Mall Jloes :alyull Couia
elo¥l e sagzdl pulas Gudas 3T olidl 2dlas¥l cbled! Jdses 2yl codseral doe il
a.!,.CLHa Q\S)Ju V. L.; j\_;,a' il

B!

lass oy Juandl 1ol 3ams Aoladl 392l 8515 sulae Gedas (&1 lumsd)

Ciluccosll U515 Bagaedl A8LE3 5507 8y 9 iy dalyudl ol

ol B39l il ] ol el 593 e Al Ayl 3855 1 ol il e (M) danol
Laasagzll




PR 1Y) s 3 Lzl A Boliall 595 - (V- V) (guasdl Al

Aubigntll ibiall 3 535lls sl sadll i e Lomasliad) 53Lal il Julons iaulyll Caua
FTDVRY-N FEYE | FETORVIVRCALI N[ DS FLAH WS- {PRCHTATA R DA WA [JENWES SN EETEY
Bl

eiud | g Bagadl il yalin mes § Braga Hos cals ezl | 85LalN
Ao 550 JolaS 5Ll 59 et § Byl s po Jloedl sl 3ans  Jloedl Eindl e 4gLadll dongl
'(§““"‘“§l| ;lﬁl

3.5..u.'>9| Sy :Q‘.ﬁ‘ Seed

Fluall o sz 3 oLl 392l 3,l5) 590 Oakland (Y. ) ¢) - dulys
L9599 Apeliall cilucwsll § 611 e (TQM) alolid) 8352001 3yl) 3T Jaloes idaol,ll Coa %*
S il ¢1a319 8392l o ANl yoliad slias| 153 gad Aol yld) cn et sz il

: @U_d\

Al 86 a1 @ 7Y+ Ay Uy 35 AaLidl 83901 ulas 3udas &1 luaesl
CL?_/J‘ QLQ-;A—‘ W}i\ dl.uai’l o B.)}_?J‘ Qw!}l—w‘ G S)jﬁb_) Z\..wb._\.” ;Haji

dux Yl e Bagzdl ulas ili Deming (VAAT) - &ulys
4o, wiliall § ALy 892l Laylgus o A8Mall e -yl Choia
Alas ol alaziwly GSG el Bivas 0+ @ z ) bl Juds 2zl




Bl <
Ay Slalaadl BelaS Bolisg 18 + Audy A LYl o as¥l a5 ) (6050 Bogll slas 3adas

%Yo

A § bl el S Loy o Jadd Auar Ll e Ayl sn 3855 1Ll Sl e (SN gl

A L) @laolydd cplall Jeloetd| e G| ¥, ¥

) el 23, Ladl byl o LT dn sl

ouesll aillg Bogell sulae Gudas ees §8alLall oo e Slulyull st
Bagadl bl 7 s e Aardaiad) 282N il byl (asy cdglis

JUedl iy 3Ll syl (s B3N

sl etll nsida pe Lzmas 093 badd Bagll 5yls) e Sluwlyudl amy o35S, %
Sl cdag Loy Azl wlind) e 2oyall clahall o585 o Al Sl § sy %

Alle Ao livo 7 3las 2y
o3l 613819 83520019 sl el e A8Vl Jlomtl (6 1a5 7 355 oo AST o0 ) (tass Jldl e Jl 0




Jadll dads Y08

O 3 b 93 als 83928015 gsall a2l 1] o ALl laahyall daz s IS5 (o0 sl
5 LaS1 A LYl e e yalie JSan B35lg sneill lislan 5353 i gl lg i adl] ¢l
ol uions Lk oy 3lams Akomy Slymd i J155 Y (23 pag a3l ol ¥y (sl
gy 28Mall i bt I (p0 illne J) Jldl oml s Lo 59« JolSta Sy 535215 sl
Asgaad! dpyall aSLell 3 2ubigaall cilebial




Slaidl sy
oo dd | el s Jg¥l el Y, Y
doudll
eiad 3] A i Ay § Lol g lalaidl 7 Les 3 aqed (&1 Jolsadl @l (ye qusesll el day

A A L oS 3uiaig el Ldlaal Guazs ¢lesad quaedl! jreidl cilugylan (e A Ll bl

gw-wjl‘ﬂ.qﬁ‘ “a}(‘.n.a AR A

Wladg 5,Sie iluyles g3 I3 00 ladgtll Body ¢51 Badzms e Aucsosll 858 4l o3l 0atll (352
Aeudlis (o H3a Aeliiun Slemsliul odas e ouendl] el detay (EFQM, Y-\ Y). Leldee aie> 3

A loYlg sagxtl cpe ddle ;’Li}’i_am B (pagaig Al

okl el slagl - VY, Y

il el olé EFQM (European Foundation for Quality Management)gyg)j}’\ el 7 3908 Cismmy
:LQ)‘)AT o cw) .)LL}T Suc (.5\':' oy

(Oakland, Y.\ ¢).2eesl ! Lalaal Gdm=s goui Luhll dimgs G 8alall Hon :dlasll soluall
(Deming, VAAT).eMeall Ly 3uams ot Slaasdly ouleiid | 8o (s i Maadl e 1S
(Kaplan & @gudl cllail Almialy 30 oS AST 06Sa) clilaadl jughat: patud | crneilly 52

.(Norton, Y441
Sloglaall 38 Judoet e veiad olyl,8 Slssl i bld) e did) 3510Y)

eoisspd ] 7eaill Aoal

Aol s Awdlis e Fudzs e Oluwsll velug

Lo L) llasadl 3 wBlall Jlasy 2l i) 30 aSH Cnuus § ol
Lylxall Aadall @9 8aL39 £ el Lisy (o 330




oo dl) naldl Guds 48 S Y,Y,E

O e bl el e e




AleLad! 921 Byl3) : SN el | ¥, ¥

(TQM) alaLidl 3agl 3,1s) P 9l Y,v0

oo Aalail) Ciler pen @ peiteedl i) 3udms Sl B 61o] e Ll (TQM) Alalidl Bagztl 3510) Y
sAlas¥) a5y colboall s s Maadl Uiy udons (e TQM cozad Aol § 31,39 e 450 S5
.(Deming, VAAT )a il

alelad! Bagaedl Byls) tgolea Y, Y

I goaldl e dolad! 8ag2dl 8yls) aaxad Oakland (Y. ) ¢)) B3y

il polatll 1 ) Uy Bagdl (0o cnas Sstun | Jgumglly s lax€¥ aute : portad | (sl
ALl 01,87 aar e s cnre d (e 283 Y B59) Audosune taleliad] aS,LaLl

O] Glesat 238l Slaglally Slas¥l dedmall alaseiw! iabled! e 2l @lyl,all 3lss)
et |

AeLid! Bagad! 510 Ao
B LY Lo IS Sty Aula 200 5. LSO a8,y e el

Sl Sletd) 8592 crwees M5 (po e Meall Loy 3uds e Joad
skl U315 BN 2o ally plosell Joadl 28085 33503 3 weud

vicsnskl 15319 AaLid) Bagandl Bylaf o A83Madl Y, ¥

A o151 3 B goeks Vsuns 3aons AbaLad 53521 8515 sl 3edas 1 lucaasll ol laalydl e
1Y audy 8oy 3323 TQM Gudas I 8, 401 ol Kaplan & Norton (Y447) &ulys cuypdal Cus gl iy
La iy 45,50 Adia &) 3¢ LT 3




sl ¥ 5yl 0¥1 Ul G| Y€

Azl A 5yl5¥! poeie V8,0

Aad s e Gudmd ) B sl sl s Iagdazeally culilandl oo A gazma Ll Az Al )01 (8,3

(Porter, Y441). 4w | iuw

Aol Ju ) ByloY Aaal Y€,
6ol By Ldlaal guams e clucasll aclud 4

L§5—A«-” ‘3 Audldly el b 2(_(‘_?-\3_4; e W}l‘ Byd8 e Syl o
‘éw-wj.u ;\fz(l éE;L&SJ\ YL ST Q)l}u J;\“- | ‘% -k_é . ,:,

dema) i Bylayl slal Y €Y

Gl Asls Calualy Aluo, Mg 28,01 e 1 gl iad ] Lnglaseall 4
cBlaa¥l guametl Ao el oWy lalased) Gadas i sl | s %°
clls e 2l alemaliad) pghaty clgzmall iy elo¥l daslye daylilly eudsl!

Bagamtly Azl ¥l 5y0¥l p AMASl Y8

Aol Bagll 3udzs 3 Gysma oo cunls Azl L) 8515¥1 o Ahmad & Schroeder (Y- ¥) 4ulys 2asT
Lalazadly Bogzell oo (el cibigiue 3o AalSte Luzmphined lalas cllzes G| Slucosll o iy dus




Aelgamtll Sleliall sl ) & Y0

gl Slelyall il Y,0,

Y alagialy 3k 4cd of Al clatin ) pladl olol) Lo Lod oty 31 likeadl (2 Abigmtl) Sleliyall
(Saraph, Benson, & Schroeder, Y4A%). 2alisell olaantly 4,-dadl 5,0ll9

Aligatll leliall Aoal

dell sl ees WS (10 3linad Y| Aeidll Budxs (3 palud
Acluall clelhall Calis 3548 Jas oyd 4865
lyalall 33l sl e slaze¥! Julas e 2ol 8508 e S3ad

Al cileliall ligke

Lo sy lellad Sue lgmtll cileliall Jodd

asliadl cleluall
2l olelipall
2SIy A Il lelial)
LSl AilasSd ileliall

Al Sleliyall e ol ailly Sagtl 48l ¥,0,¢

Julase Ao Lol Cuses 3 alug 839ty gueudl] el lemasl Al Gudas ol Deming (YAAT) dwlys cuddl
JBA s s o9 it e ol JSha GuSias Lo cuasiiatl] olasd




Sleligally Azl ) 5)la¥ ¢ qumesll el caloladl Bogzell 815 cloylas J) Jlood! el iy
cpealall sda (ol iaiul M5 ey gumnsll o1 Gruis Bosll ulas Gadad s A8l 0gad Absgeal]

989 ¢ gl Ay JLaddll serwdl e Liadl 2151 3ass 53gzdly atdl cilusyles ENTCRE QLD AY ol ek
Jll el § Gilage syl | e Lo







G5l e Yy cux ) Cilual Guizs § ealud Badms dudxy Sl e duedall byl ezl
2Ly Lyl | @3 19 ¢ ) ) § dooiseiad) i) s ) duaddl lia Chue 2,809 dpale Aasyha,
Ayl Calaaly A I ACEL Aaeds e

3 heiadlly gl o581 e Loapslis Bagaelly sl suatll 8)13] ¢ 483l Sl e Sumdl 5,
3 2 LS Brallall Ay o sl ¢ ebmdl] iramsdl il plaiiad @3 A cbgmtll cileligall 5 s
Aalusell Ll pine ails Julomsy a8l

3959 « Slasl Jelomtl) codlaed Ayl Age g potzma «nliled! poz ool yalyatal Jiadll i 3 el
ZL“_H u\.c M 31.14\5‘9 45,85 éLL ‘_ﬂ Jﬁdp‘s.n ‘3 delud aéﬁgapyj W\j 2‘._@(‘.4.9 QL&H'AJ dUiﬁ |
Aol cleligall




Cmdl Gybog x| T

o3 G olglasedly ilel oY) sus Cas Al 61 § Aeladl] juoliall usl (ladl m ) A s dad
el de slexe¥l @5 et dl a3 Aueley 4380 @ili ] Jgum el s Lllasy @bl aas! Lo L
& Suiddllly gl L e 1o¥) e LaayiTy Bagamdly (qumsosll el Bla] o A8Madl 2yt el iosll
Sblaal oo Lalztall Sl =t 4sbasl @loa¥l alasxiul @3 WS abg=dl olelyall glad
Sl paadl oo SEMall uli8g Asluse

éU_ﬁ\ A8liymn (o 33l dagd dpale EPESAPY Gl é.y.‘a.'l' Olaat elldg il QL@M&E cda i
L8y

ol § i | gl 1Y

WREET AR P

Syl 3 Blasiw! x| zalill FST o piny gddly  delmidl Caosdl mell e ol lia datay
0| QE-NVAALIVEETES |

sl 7l Byla] o> laglally Sbiledl paz JNS (o c28lll § (LS Luvgyul) 5yallall Capmy %*
Ayl Sileliyall § 535l

cgmodl) 18 e sl jrailly lalidl 3agmell 8y)) il e <yl ol pdte oy A8MMall Jules %
Al 2slasYl L) alasrul,

Lol (o colinal Buad !l i Hlas) @

glad 3 il ailly Bogmll ulan Guddas adly et ] a1 Ayl Aadad diee Do
gl clebuall

Aalisll Syl o A8Madl dauds asy Adiedl Silusall Hlas ! e 45,038

i § el Los ¢ Slas ¥l Juloally SBLarad) Jio (Bauate dutoms Silal s daliiiuel 15
A8y AST sl




S5l maldl alusial @z @ 13U

Sen it yol 3a9 Fpiine iy Ui il § (i) cullazy 4 daluiial oo o) i guymtl el
Al Joal 5

Jalyald Gl (s Uyl llas Zalyodl (1 9] ¢ oS0 Julomtl) plutiil oy oy oS0 il
el s il os (e Les 15,350

z s Loty 8,01 e Jelmillg el (e datay 45¥ (g o LaaS¥) o1y @] o g £l il
Al oy UMl HLasY Shas] Jabs 3} daolyul

Ayl dige g paizma Y

Ayl aoizo Y

cisllag Il i) b b piio Bors e 2l Aalyold) posimd esmiss Julos @gads J) sl s ourge
B39l ¢ sl ratll pludl § oleny alsga 10+ o SLledl paz @3 855l Slgin sueg L panll cliall
Slas ¥l el dulntll 1 g Ausgaadl B yadl ASLell 3 Aubigntll cilebiyall g 3 Al ¥
U Jales 3 SbLl (o 53laradl] AlEe) i coesis setos nSLaLl Hands 0 (8 s Los cdigal
A8y ST S

ol s (ASHLEL aages -

Jlaz] oo IVY,Y JSCAS 5sS ) duad 0T ) adig Lo « ) €4 9 5583 V) + s Aadl () bl | i3
Com Aebgmill slebuall pUad 3 Joadl Gou a8lg a3sall Ida (uSay 7YY LY ST Loy «nSHLaL
Flaall lia § dually dyla¥l casllogdl e 5sSil fane

VY. 3553
¢. &)
\o. Jles!
oind! ;A S bdall i jsi ) s

aills ol s ASHLAL aazes -Y

of I S Lldl s Al Ly 33gmdl «orusepll el ludl 3 egisllsg] By nSyLall Cigipms o3

€Y




(sl el a¥1 s § 83520l 593 Aol LuSia Lea (B3l 815 (§ Ogleny (€ +) K)lie 1.

Lalas¥ B89 Apusedll ulall ysglaty Ziall 2all 29 ¢ qusodll naill 35l5] § Gslemy (1YF,Y) Kliws 0
el

Geazet) Aalall colecladl ag (ye Wogad | 22all 29 Azl 351531 § Gslony (1Y1,Y) K)Lie £ -
el By Aadasall Caluad

O, @w—w}l‘}}@ﬁ‘ B)‘.}!
1. sagzl 5,la)
‘. WL

Jlex¥!

& £95 3929 wSay Lon (Aalizs Lyas Slid Bue e Ggeieny dwhdl § (ALl o @bl delxs o la)
QLIS LAl anios pmniels 5Sas Aoyl aizme J315 Aulaall iylnilly cul il

ERR PSRRI PYOSETINR SO ISPV PN AR A g1 S15-"

Alaiogio 233Ld Colio Jad 3 iy @) 2iall (29 A TO-TY Apaadl 22all § (1Y) K)liet -
Uolieal s dum cigall § 102195 7891 22all (29 (B £.-¥7 Lpeall 22all § (I7.) E)liwto
$ally &1yl Jaall § 288 555 qeut]

Lile 481,8) Comlio Ol Gl mag i £0-8) Lpeall azall § (1Y) EylawY

olase J5 1o Lle 2l ly 2olid adlas 3 053550 Lo Blleg (i £0 oo AST(7) ) Kylis Vo

Y. LiwYo-Y.
¢. LY -Yo
¢o Liw Y-8
Y. Lw £0— ¢
Vo B £0 0 48T
Vo. Jle=¥l
Lpenl] L) s (8 Lbal] my 5T T s




sl lgiw sde cous (AS LA aa3es -E

3 e ole 529 Al g Bagad ¢ qundll el c¥lme § ASLALT opad oo Basdl il g (uSad
i Lo ULedl mioss ratlly Bagmdl eualas Bakas (e 3l 5l Julss

Slaall e & | oo > Jiz 929 (e Jo Lea (B Slgine 0 (e J3T wead (1Y) EyliaT™. 0
A wgio B3 med (ASHLaL) el o ) i Les cSlgiss Vo-0 o B3 e (17F,Y) KyLiieo X
FXYESPRIe] QLﬁ.LA.CM—GJ‘Q—Q—LQéJ
Bzl 693 cnalagll (o S e 3929 e J lea (B 10V G 55 mged (1Y1,Y) B)Liat
NESURPRET I
Bylo) @ Asbs 8y 13 23008 50158 3929 uSiay Las L V0 (o AST 85 e (1Y) KyLaw
.W}fl\}}oﬂb gl

AR o &l giss 0 (o BT
Slgiw Ve —0
Liw V0-))

AR . Liw V0 (e ST

ARE . Jle=¥!

b ) O i cuun oS jLlall my j6iE S gan

Ayl etz Joo Buaoladl lasML (e sue (oMseil Sy odlel @bl (ol yaiul S ¢y

glaall § Aolall g5all plall ay3anll LuSias Lea <(IVT,F) 35S (o e nSHLALT (o (ulaall 2 I
‘L;-LQAJ\

39523 @ e 10 35L1 591 ) i Lo (7€) Biadl o0 Bl ST 8351 Byl galgn iy
el o gy Low (/7) B €471 (2 Va3 ASYN 2 paadl Aall. oluegiall 2lia st 3¢S
Aodate i B e crddl (abs sl (e @ (nSHLAL

als @qed oSl elans o0 e Jus Las clgins 1 o-0 G B3 et Al (10 JARARP(PES
suseil) sailly Bogaedl rues libee (3 A5 Lawl) elags Ao

g laall Js s 4la¥l obgradl calisel Gilate Sitas cpainy Low 2 yaall Siliadly byl 9 5555 5929
(Fluall




Sl g5 3lelpe et g (Aeligtl] leliyall 5 Ua Lalbgl Liss Metes Luolyd) patzme Juloes Say
o S el § e Fuaie gosall 1 day 23,85 miln edliw! olead casllyglly ol psdl (L peall
Fluall pllaall Jsls aliall Calisa selate e ucesll s1o81 e 83920l okl suaill 8y10) 3wy

Lyl Ze T Y
L 5, ] A o3 03 g echemall (@ ASHLALT 5LsY B dal) Als deall Agadl gLl alasial @3
a5l cAum s sl el Al ga oy Bluiaol 10+ Aam ikl bl suie il igal) o

Al Hlas ] lae

Azl ol quosll setll o 83g2)l o luadl sl § Jomy calosll 058G o %
e § otieo (e Ja5 Y 5y 40 05 o %
Aiusoin S35 oumodl] jratlly B39l ciluylaay Llys e 0585 o X

Q\.’s\.ﬂ.ﬂ o> Qbai Y,¢

olera| Yo

ALaLadl Bagmedl 851] uslad eledl dosasas @3 o «nsllinll pose) sty 3158 oLl 3157 e sleze¥l o

olaadl BleSe

(lall Jaglly i sll soradl psdl Slginn  yanll asats Aalall Siloglall %*
Aol J51 el ulae Baddas s Jo> Aliaol Jadiy gunesl) 1azll 8y15) 5goe
Sldaall e Lol gieg Bageedl mlas Gedas Jgo Aiwd Crogaty :aleladl 8392l 8515] ygoea

gy ATl s1s¥1 e lasboll i) aall 331 it quucasll 1581 oo

/7
0’0
K/
0’0

oleadl (3 oliall coglud




b LS oLyl Cagiuas @3t nSHladl bl ) Golial wlasdl 0,80 olido oLl aaszal
By 38150 22 (V)
B3l9e 22 Y. (Y)
dalxe Y (V)
39lsat. (£)

By 33150 (0)

obaed! Hlas ! ol e
el By 3 S e S sue (e SLLd pex Ao
ilas¥l Il sl sl cblad) Jolos 25Ka) %

syl o Al Jeloes 3 3819 AuBaigll Lae5 4

Sbiled! Jels § Louseiad ) dslas¥l el T,0

At ] il,all A HLasY cllsg

b gdl bl Juls V1
i (Al 4812 gaa ) paibasdl Juledd o gl slas ¥l aluseiwl @
Graadl a35al]
sl ilgiu %
7

ladl Jasll %

Oluiwd| @il oo Jul=s T,V

g9l Al AaeMa (yo STl (usesll aillg Bagdl Byl5) 3l e dudye @3 1590l Boso X

Aoyl




BLudl g (wlia! (Cronbach’s Alpha) #Lag,S gl Jolaa alaziul @3 (Reliability): Bla¥l el e
bl s Kage -,V un;\ﬂ Jolas dal G cablenn|

Aoed) Sl pall Jloes YA

B9zl ousd ) 7aid! 8yla (s 48Mall uliad (Correlation Analysis) (JoLid| Jelsidl alusei! @3 X
@M}l‘ g‘byb

alaall e dazwdl ol il gae sLasY (Regression Analysis) o Jules plaseiwl @3 X
Al

Eamd SN ¥

idadidy ezl Aalis lesad LMY ulall o suay a0V @3

el (a8 Y] Lol aes sloglas 2y e (rSHlandd STl @3 Apumgunsdly 2oyl
lall

AS5Lall o e STl e Bl e B (nSslicald amall ol zeasings o3 il Radloll o8
(e 3Ll 6 (e 10m) Ao singe Auzmpiar lilel Juloms @3t pomtll e %0

Sexdl sgu> YN

e 1 U 95 (3 o g Ayl Bl sy (G Aol piolind) (i il 39 il
el Byla) 3T s J) dlydl slia Chus bl epand (e 4355 08 (&1 Jalgadl puxig cdiass Lol
L) sgamdl oz @3 1 aubgmtll clelyall plad § iy el Ll oY) e Bagly ousesl]
Sasell Ayl Blas (pe 29,5l auey milidl 485 lesat by

(alyald ol Jlel) A gumsll gl Y
(Lld=sy SLled! pan Lpd 03 (&1 B A1) Al sgamdl LY




(ol $inll a8sll) AL sgumll ¥

(&l Jlme) Bus guirsll 3gizdl 10,0

£1381 e Layilig 8o92elly ounnd] jradl 8515) co A8Madl Jlxs 3 Ayl i A gun sl 9ozl Jias
Ayl cileliyall glad § iy el

e angll sguzedl Juolas

o1 2¥) s (3 Laygg « umssdl) raill sulans (TQM) dlelidl 8a9dl 8yl0] (de cumidl 355,
sl

Slucwsll U5 cualall oin Godats alall 2la¥ly agdasall Jolgall dulys (e ) pinza,
Aclipall

Lai) o il paat o A Loyl cllaald auasll of 2uall Cilgml ol Jglily ¥
B9l Lo Lyl Blew @ ¥ cduelivall

Jte Bzl olge afl Jolis 09s «gumasll o181s (sl natlls 83gall o A8Mall e 1SN o3
SO ApalaiBY il of e Sl cilan, &l

(CORMTIETRTEE ) EWISTTIT

e Bapll il 355 0F oS s (Llilaty Sl paz M 03 gl sl SUY1 Aiapdl sgutedl soises
bl

a3l gl Jolis

YYO 4l Yo YO ol o Llelmig liledl pez @3 > Y. Y0 alall M5 el ly2| @3 %0

0S5 Y 18 140 B Aall sda I w3l jatlly Bagaell pulan gasdes adly Lalitudl Ll LuSas
Aogdartll of 3olazd¥) g lall Lpd pass Auliatie SIS (e uaatld ALLS il

0 058 i (8514l sda day Bagaell clizmliul of Auaglaiall colaaladl § olpaT sg2g Al 3
Ll s [l atul e Gamil 8dla] Slaly syl 65 9mall




(o, §1yimd! aBgLl) 2Ll sgmell W1 .,Y

Gyl olelad e miludl ppend e (e 35 Les Ayl Lalads (801 38 yad) 3oLl A0S sgul) suzs

A4S0 sl Jalis

Aogaadl dppall AL 3 Abigmddl Gilebuall plad e el Gadas @

Bylal adly cye Aol 8ylas @auds (3 delug oo (ASLll U515 Bouaie Buelive Slucwiny B2 Ayl cloi
Adlsda § sl el Bogll

Aalash o3 Jgo e el A8 065 ¥ 08 bl (o8 gp5T J) 9o (e iy A ligall Al ¥ Blas

Lazd 2l gl pilially bl S, adl e 38, G (ASLell U511 Lo 2l 652 Ayl Jodd o]

(Al y Il A g to.i.'a-.n) Lyl sgumdl YN8

485 lesad Lulyudl parzel dies Ladl OS5 Of s G el e Bdarad | sl sgadl sda suxs
!

2, ) sgusedl Jaolis

clebuall lad § 2oty Bagall «umesll natll aludl 3 caalssll o Balyull potme 055

Agbgmell
(Fluall glazll sl sliall prar Juied plasat Lads lgdie dipe HLas | @
olacsgo U515 gl 3ally Bagzdl sulae Badas 355 e (on Lilsga V0. Lgall pam> ALy
e Ladd (S5 o AL ol Bagdl 8yloly Ayl e alud ¥ clelall dludl Joiid @
il g gaigas 8yaLL] ANl il

Bl Ll bl Y1 sslane e 355 B calyd] 3 ol oAl of eMeall oot oz o)
Aelgall clucwgoald




N BURPY|

Sloogidly 75\.’&.“




aill a3 o G cqodadl Gl § Aol U LA o0 il oieianlg sbiad] Juloes cad
(03 Lo J1 sid Hloe s Baale Silimgs oantdt cLeaas o3 1 ULl Jelns (oo Bualienadll bl oo ye
Slamy! Jaboeally Ll Zalylll 315 (0 4] msl

AMall Juloms (e 1S o Ll Lyl (03 (@1 il pallg Ao ) ALy gslandl day ) bl 1da e
lia dasg Aebigmtll culeliall g Uad § Aaadlly gmohiad] c1a¥1 e Loayily 83520)ly quesesll natll 8500) o
dals Lot 7 L e 5355 1 Jalgadly Bagaedly el clnylon Buleld (suio miad 4590 Bolas Juleall
e lall & luwsll

sy mbidl yauds I cpo clldg i ) Al (e Amisly lila] uuds e Juadll lia deeal dazad
2,la5g Azl ) BaLall ¢ qunosll ratll  (TQM)ALo L 539221 Byl) Jio Bueaiall &yl o¥l by lazll

& Jldl el aung e aelug Las Ll claolyudly slindl &5lae Jumall a3 iy LS lyually 515l
k) s @ 6,398 Sl 4] clings Lo s dmilis 33195 gube A yaa9 crmsall (lall 48lew

Ll Jelos deal £,

iy Jolge aad Blas 50 daal 2yl sda § mlud! Jalos caudS,

(gl La il el o¥) caees @ B9ty (uesosl] jaadl 8y15) 590 o Apale Al @puas
el Bagardl luslan Badas die Aeelinall Slucwsll dales Gl Sbiusdlly Slgamall dyus
(sl

plaiung rete ol Brazig cilidall joles e bl delud Adas Jol> @uuas

3l el bzl gk alolsl Ad@tuwe ol § Leo 8alazu¥] Koy Slily pds
Bagzlly

Sleogills i) yope damgin £,

Liylaag bl L;La}}“ US| IRV BN ES I él_u.]\ =iy ol yainl eitw Cus ‘élﬁ.ﬂ g-3v :}731
00 sze JSh Ay bt Jedd o Aanlay mlidl (o ye @it s Lmybs @3 1 dude Il lis yally
.@M}U ;\_&\3 ‘@M}U el Bagdl 5yl Jie el yolxa




e liall Slucegell o Sos 31 boad! Slosstl) o0 e o 7 AS) wies s lsmgtl] uurds 1
i iy sl Lelol 3503y sl snaills Bagaedl ciliylon Bedat cnomt! Lo B3Lazus]

Halieiwd| Sluogdl! dcal €Y

ke 2L Lposasad o3 i ¢8ylas il L8135 pma o 2alyall s 3 Loctall ilppmgall )

Ly § Laedas (S Aale 33la> (e 3ailE Llases Low oAyl bl 0 Lalserwl | Alaall miludl *
(Fluall Jeadl
2o kel Sliostdl O (rasny Las ¢ g3l ettty Bagmtl Jlxe @ Aulle olaoylans gilud! 4;las
(g3l o1 5¥) s 3 Ayazdl lalzsyl
Aty § dedal] A8 Bl Jslor 21781 el Las cctimdl] IS5 oyl 1 loaintl] s
ungaal Zuelyall iluwsl)

Slrogilly gilial) Audedasl Aasdl £,

Bl ols Basalls skl satll o lasyloss 530 clellaall ST o0 way Aubigeall cleliall §Uad oY Blas
Al eUas¥ a5 B LY raees e Slalell sia il sue Ja> Amisly 5y 1845 dua bl
Sl il juglat e dpelivall cilucwpll (453 § Ao Aall Oluo gl calud LS Aucuwpll dolazud| 3u5a%
pliiue gudlis £151 3aizes ] (5952 Low sl 7ailly Bagzll sulas Guidas 3 3:aS ST

L) Solualyull o gl dagl 5 €0

Ll byl L5 pe L) Jumgitll o5 &1 il 5yla0 Jumall I & e «chame) 248l dima 5ua3 o
8 yne G 1 deluy Blie auislse clslis &l
631 byl 4] gt Lo pe Jlaedl el il CaMlas | of 3Lasl ge
o el Bz Flyd] By NSty il ey bl G 8Ms ) gl ey Aazzell Ll
Izl § ausl alshall
el Byls) $unga oo Aeliatad) Sale¥ (s § Lalitud| @ludl (o 35lazad] o Say asS
byl Sleliyall glad 3 5351y gusodll




Loo «tmdld aadanll Calaelly (gplantl SUSYT oy Lo 5] S Byl @ 1509 @l (o il i piay
oSt «Andill iloogilly il ules M5 (oo Asdlg Apale Al e 2ails ol bl 79,5l oy
£13¥1 il Al (s § Gl i (pa Bolazudd] (e Bagadly Jlas¥l 8515 Jlma (§ Ogaylally GigiLl
Ayl Glelyall g Uad 51wl

Haall 3 Lol w1 Holeell asels

*0

Al Sles ol e 2ly ilad) s %*
gLl byl mladl &,las

)
0'0

e

*

.‘?Mél‘ M‘j 5:5_';.” laa MMWQL@ﬁ (a3
B392ly sl el bzl el Jid o 7L (e 4355 &1 Jalgadl s
el i sk Aol biaiue &byl 7148

) )
0’0 0’0




SLled! Jd=s €1

Sl yall 5Lasy Balisll 2las¥l bl alasiwl @ o> oedl d>lhe pal oo @biledl Jilos day
LS bl Jaloms il o ye itsn el | (§ 89 yall clyaall o SlEMall A (o uSTallg dyie ]!
ASLell § Abgedll cleliall pllad 3 calaladl (o Kyl 10+ e Aejsll bl plasials Laer @3 &)
Aogaudl Al

Jaloxiy caianll Joluz 65l Sall asanll Augtll Coudll Aslas¥l c¥alall slasial e Joledll datay
(Slas¥! Jedomtll SPSS zaliys olaseialy clldg o 5lazi¥ly Lol

CONNLPOCIS QAN [T RPET RN

ol a6, S gl -
o) e aSHLad aue5 JWI Joiad! iz g
£, &)

\o. JLq,?l
opindl o 5 ) S 2 51l © g

eS|

Jidy to> fluall Jaall Gow § bl 28lall (uSay Loa (7YF,T7) SSHI 2wl 5oSal Sy
Lol Sleliyall g lad 35101 5ot gmayunll iUl LaSad Sen Buad (29 LYY SLY 2w s %




el qreen o ) S sl - SLLl) Ll T s

el
Aaddie lac 35 e ASLAL) el o ) i Les (1Y) B €Y1 L_,aim;siu aall o
Alasogie yls] csmlio § 05S5 Lo LLE 01 22all (g ¢ /TT,Y Laed B YO Byl 2all Jias
L Ll e LS e daay g Uaall o e Juty Los ciso £0 (0 48T add /). 3w 8

AR . &l giss 0 (o BT
Slgiw Vo —0
Liw V0-))
L V0 pa SAST
Ly
S i) s (5 S il - Slibal] Lls5 Y g
sy

X/

Gelas (3 1l S Al (aliay meed (e Law clginn ) -0 (g B s agead Agadl (0 TYY, Y i %°
addly Bagzdl laylas
Adg Ayla) HalsS s dall o (aSa Les By L V) (o AST mied (nSHLAL (10 7Y+ g
Alage
4als o Sliey (S Ladl Al of e Jog Lea Jadd 7Y (a3 s Slgins 0 (o JBT Lo (&1 Al
EREETR

Olaiadl Sldg Buse Jud=s £,71,Y
(Cronbach’s Alpha)# Lag )< Ll Jolae plasinl ol old

DY o s @ euddl Joud oty Eu o Lig,S Lall el plaeiad @3 (o lesiaadl) (olaadl 8157 ol ulual
Bla¥ Adgigl Linl uxS

LYl ol Ll A s

et el Bl




5.53.';,” 5)‘..)!

gl o153

M‘ e ¥l

oluradl Jlex|

Ol 3 Ll (e pdiye Syias I ada Los )Y o ST eull e
S ISy Ao gzl L Al o e Ju Las (4 A0) (qusosll el 8y15) soed 6l daud (el
il Lpany 2o

(oladt Juloes) olpdadl on olddall Judms  €,1,Y

8yl5] ¢ gl el 8yls] cr 48Mall il (Pearson Correlation) Ogeps LLadl Jolas alaseiwl @3
‘éw_wjl‘ ;‘Jab 4593_'3-_”

LLY L 3 Jgas

(slas! J13) . . T L S PRPORA W |

((slax) JIs) +,- - ¥ . aadll ¢ 15¥1g uasll et
(FESR . sl c1a¥1g 5agzll 551
Llbas! J15) «) . o) LY. eaadll ¢15¥19 5352l 3yl

=

s OF (e Jd Lea « (R=2,¥0, p=+ -+ ) 65891 il el il 15819 835201 Byla) o A8Mall 4
A3l Bz AN (s § S IS0 palug 8og2el il los

el A 3s2s ) ko oo « (R=2,710, p=o, -+ V)l Aol 10819 ounodll naall oo 28MMall
el e oY1 e Bagadl 18l e JBT S0

Buils S s cAbaall (e 2ol o Lel gay Lon o+ 0 Sotame i Blas Als wolddall pan
bl § Gagss




(Regression Analysis) Jasell jlasei¥l Jel=s €,7,¢
saarll asdl lassd) il ol @3 « o3l el e Bagdly (gl jeatll 8yls) il lual

Ao iad | AslLasl dUslall

Dk Lesd 7 gl Aalall ddslall s

Y =\beta_. +\beta_\ X_\ +\beta_Y X_Y +\varepsilon

Y = gusopdl ¢ 15Y1
X = g3l jaaill 3yla)
XY = 8a9ll 8,15
B, BY = _wldl wlelas

€= Gilgdatl Unell

A TN P IR R AN

((slax) J1s) - - ¥ .,40 a3l ezl 3510)
(o Jls) v oo . .,00 B9zl 3,l)

=

sl £1o¥1 s 9 Lasenl a5 Leo « (B=2,00, p=-, e+ ) 48Y1 uladl L Bagell 5y10) 48
8352l 00 (e J3T ST (B=- 80, p=+ -+ V)58 s L sunedll eall Byls) 48




Bldl gy

oo gal e dasdl lazi¥l Jedomig oLl Jeloes ¢ Laumgll elanil alaseianly cliled) Sty (ol il s
8ylo) 3l pausels ) el lia e L) o gl o3 (G1 gslind] 5 s i3 3lelSCie Auadls (oyuias (Sl
Lliaad)) bt 3z 3 Bl 8V Jolsall e 5N o o qusoddl ela¥ e Bogaely gunesll ol
Abgretll cileliyall plad L5l gl Ll

Sl Jeloet) Aeaisy I sliadl £,

CORJN[PICES ST SV PR {IN |
2819 uSiay Leo YT,V Y1 USCAT Loty «Aadl oy VYT 05l 35Sl O bl bl - udend!
Fluall sl § Jeall Gyu

098y (nSyLad!l Aadle of (e Ju Lee (/Y ) B £ -7 Mites ASY) el 25all S panll
NV {ESNE EVNFLIR e

B By s 3929 uSiay Lo (gt ) -0 o 545 et GASHLAL (oo 1YY g 8l Sl g
Ay il Bzl 95 Crid) oy

@ (77T sl satll Byla] Lals o(7€ ) Bigadl oo ASH) Baedl 5352l 5,15] Ja sasllsg ]l
(YU,Y7). Azl ¥ 3,531

Glas¥! by olurad| 4dgise

e Juts Lo ¢ AY 2dlen) diod iy o Lo, S Lall Jalas alasetals Oluadl Blis (wlid o3
Adgiglly bl (e Jle ot

BYES (AREITPUEN-TI0 PN E] Y ([T PRI CUVN-) PPV S (5703 [ 31 Y IEYES Q] EN I PO R T

(Lolal) el il o A8Mall Julas

Of Jl i Les « (R=4,V0, p=+ v ) e 15819 Bagell B,lo] n Asd Aulamy] 28Me i
Sl goll Az ) CBlua¥l 3uams 3 S (S palug Bogall lales Orusxs

o B8 J8T LSS cislan] Ao (R=1,710, p=1, 0+ ¥) (i) 15819 o3l sl 3515 o 28l
el Aylae sl 1Y e Tl AST 006Ky a8 Bagedl cnnes o (e Jos Lew gl nils

BLd>9 @Mél‘

(3Ll Sl gas) Jasd) lass¥) Lles




c(B=-,00,p=1 e+ ) gunesll 11 e ASHN il L Bogaedl Byla] o Hlumes¥l Jeloes il cumyingl %*
a3l Ll 8 s goele Gy 33 Bagaed) Aalast 3 yadiad ) lusosl o e oty Las

Y LI Byl yla) 6l oo JBT (B=-,£0, p=+ )+ - V) a3l el 810l poliell ailell daid sS4
s liet!) Aal il (o 3503 guesdd] el sulas (45 0T o bas (898 Alias] A 13 JIis
Al

ALl iyl Ly il s

2o 331535 Ll s ALl colaslydl as bl oda 45lae e

o 21 3azs 3352l lae 3idas @I Sladaall of ST &)l Kaplan & Norton (1437) Zulys %*
Lo ¥ ) luacuadll Aylie 70 Ay Jundl i s
slas¥l Jolasy 2ol cpues § palud alaliad) 85521 5yls) of e yedol (&1 Oakland (Y. 1 €) dulys
%.Y + Ay Ada il
stabray Bolall o101 o e ST &) « Ahmad & Schroeder (Y - Y)dlys ae Uayl mlud) (gilews
e Sy gusosll 181 35 spailly Baged!

Bl e i 1 ol gall

e s Bagardl Byl0¥ Aoesaly lulio Lead G clucsodl Bogadl salaay bl ol Sotune
el elol bt

e 3508 AST nally Bagad) clioessl s dacls 3aliay peets Gl lucwsll csl€ s golall @e !
Al e by Godzes

S oty 093 4 O Aeliuall Slucwsll U5 1o yeiwll ucedd| 48183 o peitud | (]! 48143
ety Byl il il 7 Ls

olal ol bl £,V,8
i S ) Sl 8 e (1 ol i 3l (ansels Sy «bld! Jules IS (e

Lo« guueos ) azlls 4iylie quccoddl ela¥1 cypanms (e aASHI lall LI (TQM) dlalad] 5921 5yl
el plas Gadas il Bagmell Aalasl puglas (e 5855 0 cam il 0T gy

202 839500 ] ey Las Bogtl 13l cye JBT LeSTg 298 Ll o119 g spatll oty A8
Sl il Gaam lea Bogzdl elas ae el cilimsl




Sluwsll o Bl cddl S ounsll aaddly 8agadl Budat Adlad (e j3a3 $98 (63Ld ped 3929 X
el elol @bgiun 3azs gall Azl soLall @l

G lusl) o bl oylal s o Ll aoes 3 Gaadsy Biod cals launosll S50 Bogll 20las %*
P ARSAH K FEES JOCOR (RS PR LCh (BPTF Y-+,

Ayl Ly T bassll  €,V,0

Loy bl mpend e 1355 08 lbams ue Sl 1Y) (L) duosid! @3 I bl 353 o2

Lane oo GBI AST olucusl) pany ol s cclucsll ons 3osl e Badad Goiuns CiDsl %

a3 O g oo Bpagaaadl A pall 3SLLI U5l Belogmtll cleligall §Uady 83game ol Aigall 4
Al Slaludl e dsie J) z iz 18 g1 lellad e mludl

ooy & ol el bzl ] Bedas 36 laS Jo> 288001 280 bl (amy Jalg5 ane %*
sl (s 485 e 35 18 Les eiluwsl

ddanadl Sl ol 481 £V,

e bl Sl ¥l 59500 Sy cgounsll deald Blas

ozl of ealatll i cy5T Slellad 3 sl o131 e Bagnlly sl el Sylal il 2ulys
Amall

e clalell s il 28,2l e liall cilucgoll JU els¥1s uasll ozl o 28Mall Julns #8

EWOR

X/

@3, Jsmtl ol Ea ¢ qunesll ailly Bagll Slaoylan 33523 § (8,01 Jomall o5 ALASILl %*
L3l lilaadl s § Gty Sale

aoles Lads  EVY

S U8l ey Alsgmtl) leball g lad 3 g3l olo¥) cranes o) Joadl (S «bilid! el e 2Ly
Sleze¥ e lall logall (1Sog Lole Blla] Aaolyll s 4355 juazll 6185 3l 53paul] Aakasl yuglat e
A i) 30 asTl e el Sbigiun 3uizs § delug oo ¢ gumndl] aailly Bagarll il il G § 4ule
Awdd) doluiwd g




Sleosill €A

Leliall luwgall (S Adae Jolo @uaas ) Sl gl sda g L) duostdl @3 1 mludl s s 3
(g3l sailly (TQM) aloliadl 8ogell Bylo] M5 (o iy gl A 0¥ s Glasat Ladas
Andlas Baliall 590 s ¢ Sratlly Bagadl bzl sl oy Blats Aty Holma Buie Sliosall Jaddy
Ao lpall clucesll d5 1o petud| pumet)l 48055 555079 ccnalyize]]

Aty oLl W ) o st ousnds @3

"-.9""‘”5'“ ey Bagtl Byla) Canmeits Lol ilmgddl -
ey Bag=ll (“-‘-ééw‘ 48laillg Baliall Houu Lol wilmsdl -
.L_sw.wél\j}o.ﬂb 535;;)‘@&.’93@&@.&51‘4;‘53‘53‘ Shasd Axllal Slyogd!l -V

e yd | paidlg Bagaetl Byls) rumid Slogs  EA,)

@w—w}?l\ j}_.q.ﬁ‘j 5)53_-_“ 5‘)‘.3! B Nl JA\SJ.Q é)b! ‘:Ua.' )zvj.faﬁ

ol s 5L Badzes cdlay 10 e buall sl 7 Ly Gl 12 32 (qusosdl nailly 892l 851) paad
UM e 3 s Sy Aume il iy Ca1ua¥l e Bagad) ciluyles 2

s dmlie e cilusgll sda Jead Sy « pratlly 839l 5)la] § Larasets Alsls clusg s Lid)
(Al BBl sldee 4l et lassg cbuusedl #1481 plall

Sl ydige lia Gs85 Eozy (gl sl Azl ] lalasedly usosd) jrailly 8392l Blual L,

Bl aa¥l sid sl Gudomi e il sy

el Baazs Lot (EFQM) 909¥1 0aill 7 3503 an (TQM) dleliidl 8392l 810] t5olen 0
Anil] Aol lg o 10¥1 ibgie

delud Eoe Lean Manufacturing g Six Sigma Jie eaazll Gilbas¥l Jeloal <l gl plasiuw! el
A 5T Uas Jdase do il cllead! 8BS s e oilga¥l sa




bolas syams § aelun s coued!) radly Bogzell luylos Basbas 7 s § el Fuaie 0¥ ulid aay
ey o3 Gudmd] ety L (e Jaadly caniall
U515 8352y ¢ gl il ¢ Laadll 1Y) Lolial Bauzmag Amiily (KPIS) dadsy o1aT ol digo puing
Al
Ala i) L) Jelesy z oY) Bog2 Amlie § (Flbasa¥) Killy auaall Jeloeddl oilas slaze
el 485 (laga!
2o Al il lilaadl 33195 ¢olagad J8Y1 e 1l A IS (sl 103 2y05 cilazlya ¢y
Aucwioll daladl A ) CalaY|
& deluag Los canall Sloasdly clenill Bag> Jao (ayslly eaall (o Aaz LI Gdiaall Jyloes
Byl Dol lii| e 2l 8 atune liduses 3udoes

33lsm9 ol 585 an ¢ et ranmil] il 181 @5 e calssll jraza) lyslie 3] %*

Bogrll wlides yolat § Ogealun cndll (ralssall

iy 7 ¥l ) Bugiz sl skt 0y Gy «sluedll 515 (R&D) joshailly dumdl puzeds %
N R
ULl Jeloesy 7yl boghas 2,50,L £lida oY1 oKy (10T) el iyt Jio dadte colyiss 4
Lo 8 Al add) el gl 3 aelun oo Al ad)
Bagell 8515) § Slezsilly culiadl ius e Bolaradll Eigmdl 3S1hag cilaaladl po ST, £ Lad)
(s ezl

el Bagadl s § Aaddainl) A3LatN g 5oLl 595 ju3ar) Loy

(3eS5) jpazlly 5sell las ues o] Apzessl ¥l 53l (St

pem iy JBAN il UM (30 «pataed| il 28183 4 e cnalssll iy § 5aall 590 jujad
Apsslatl] Sl e Rasls Jas Ay

s dmlie G ety 9s LS ST 0550 Gy ¢ gusodll iailly Bogedl e s 3l8 iluoliw g
Ldsams gz Ada dd)) 3,80l dingi9 3gtl yulan




Bagzy Blati Amssly Sldggus eud IS 0680 Cmmy Al U315 e Lullly 2,8l 41 355 X
Azl ) CBlua¥| gaseiy cildaall

ey 5..)5.3_“ ‘o.c.\.?w a5 . Ly

toh Lo dais Sy e2lId guase]

s ily sunsl] sneilly 339l Zeanl Jyo Feliall cluudll U1 Bigess cdlem BHU]
] Gl $uind 3 S ae shos  Otilosll

G Gyinay S LB U Lo iy ey ¢ oiand| Cnabo gl elol @t § 835! alae 7 Las)
w3l ally 53gmlly Aalasll oluad

oy Lo « oLy Lubadl 5,151 (o 5l i) ol 5 b I (0 RSLAT ] iy 5550
1591 Craetd Jglonlly SIS L

Sl ul 71481 Al ddl SUldl Judoes e Joad jeiad) (pedll § Lasasein Jos 38 ¢ LAS)
¥ Bag> ad i

oot aillg B39l Balas § Solucsuskl drlgs S bumall Atlal Siloogs

el gzl Baadats Alags, Ll AL !l Aaellan

Bl Sl 2 suelly Bogandl colimailial Badas die Aeluall clucull dalgs 1 cHISALl o)
Doy 23 e clally lalere¥ g At ulall ooty dla s, L)

Lallall 2L 5y ll ds5 oy ugmmy ¢ a3l eatlly Byl 3y10) calyalid Aazue iliiline pasais %*
el el Il s

RAEPA DY NPE ECINES [FIPEN WA (INREESH P AT <[ ESTE VPN T < NPAIPSIUIPIN
Al Ca IS Julas

Auelipall lelagll 8 5agzlly KoY peds Gl AgasSoddl zilly o bgatll (oo 3alazadl %

Bagaell alizmsliuel Baddas (oo a8srl) JUI silall Juloes oy ey B9l (0 (§ylodiael ke Budies
Fogald AW slall 55sl9 el




@352 Lan natlly B3gnll pulas et Alail) 2l all laladd] 25y pute S Ao sl L dals

(o ey ¢ gusodll ety Bagzell pulae Gebany ALud¥l pan o3l Aminly Auarlais milgd pung %°
el Al &3 Slalead! 3 Lpgasas
JUze¥l craaces 3 e Ly Lae Bl laey 1oYW il ste Aan L 595 (U5 1o 3B ey
Ada T clgzmall Jolas
e o Bdals Baglie (lSa ¢ L] oy gomy <352l a5l paiae! lasiad 28y LT uglas

R RV (GuaeS (S giun ub.o

aeilly Bagzdl 8ylo] ees 3 (@8l Jomtll H90 3u5al

e SR s 1 el Bagad) 813] B LaS (e 3 Raatty 8131 Lyl laaall pzal

ULl Juloes 0 ey B3 92dly 281U ldae (8 (l0T) Lea¥l aslg Flla Kl alsgs X

ey 3485 Sy Al s adl)

Jelasg asiimnll 5e1aS cpunces 3 palu Los (2ias¥l e detad Gl A8 U1 z L) Aalail J) Joall %*
AL s o Uasy)

s delud o> (35l Aalazll olyl,all 3Ll § (Big Data) dedeadl oMloetll oy Balazacd] 4
el 4Bl olylyd 3lsesly Ads 40 eIl 285 § laadd)

nelly Bagaell Ao ladl el pe ST, AN jugad

Allatl sl psedl e Balazaddl M5 (o pailly Bogell sulae Guidas 3 Juadl il Badmed lucwgall (Say

e Jomamdl S Low e ligall colaleze¥ g Bogaell (e Ugsad] 2o sSdl culill ao ST, 2ols) %
(swiilly gall gend!

g laall U515 5agll wlas s § Tuarmseio Sl jughatl Cigze ) 381109 culaslll ao Oplazll %
(Fluall




Shzmg L3l Blo (e 2 Lo ¢ quesndll atlly Bagzel) e By Adoll 5lamdl AN %
s10¥1 Sbgtun el Baazs e orals gl

Slo sl Gedatd adgill Y1 €4

L Augale wilgd Bue duelivall bl 3axs o) adsall (o odhel 8ysSill Siliosall Gadat wic

K/

lekeall 3 uBlall Julasy Atpusd! Bogaedl elas slered Aol 1€ -+ Laedy LY s %0
oladss b Alle Baga il ilmiie Adgs IS (e Y0 By sdaall Ly 5oLy %

535200l Adlyeg U510 BBl izl caces e Y=Y Ay Aela il ellasYl Julas 8
Blaa¥! ae gunodll 1ailly 5agell 51s) JolSa) Amgi€ /Y0 Apaady ¢15¥1 § Aol tiael 3paes %*

Aol Az 5 A

Ozt Lee Lol e bl S lucwgald (S Gl ddeall Jeld oo Ae gazma ilo gl sda ooy
43La5 ju5a8 Ldall 8y10¥) Al e Silogall sia 3udas 7 L caiiang gues Ll aeidly B9l ilisylon
(bl Aol bzl g Ada AT Lz ) A s JWlSS (3udoeig (Bogl!

Slucwsll delazwl Gleal 8ygms 9o b Bls ud ouendll srailly 8921 1] § rertud) (sl )
Jgos Budoes 3 pebusu Sluagdll s s o1 T Al ladlg dd=l 3ol G audldl e Layads duclivall
s Meall Lauall Bleusdly wlziid| 8592 laysg (Adaddl! 8¢ < o3ad :.gw..w}l\ c1a¥ L_? g:lz__.!







2eppall g

s llaall e dapdas dulys e lipall Oluwsll § ousll el Gedzs (Y01 1) dazma <l
V=20 (YN Y e ligall Byl a¥l dles Bpagadl doyall 28LLI § (£liall

L ligall SIS, il 3 qunodd! o 10¥1 e Laydlo Alalidl Bagaedl Byl (Y4 VA) el il a3l
AVY-AS (1) Y0 iyl aglall Als Ap3gadl

Blall @ Ul dulys sl el o¥ s @ Lz sl A1 BoLAN o5 (Y- Y1) s guadl
VA0 (VA oyl Ergomedl Alzea Buogaud! B pall ASLLL Aligme]l

Slelivall plhad 3 ouewsll el mlas Gedas dalgs Gl Sbasddl (Y. 1Y) el e ¢ sl
ogaad! A yall AL (ol 1 Bagzdl 815y el aspll Aligmell

Uzme L3gaudl Lyt Slelipnll § Budl] daluzadly 352l G LMl (Y. YY) gd (g poddd]
AYO-NY (€)Y 8yla¥lg sLazdY|

Al ll colucwsll § usll netll Gaamtl U5 068 aleladl Bogaedl 8yla] (YY) .l aie iyall
AAYO () TY cuyls) ilulys dlma

SISyl @ i) oY cpans e Alaliad] gl 8la] Bardas (3T @usds (Y2)4) cangy (ilad]
AUYNVEE (V) VY Jlae¥ pglat Aea Apdgasd]

e Ailage 2wl gusedll el Brazes § L350 JolaS Az gl Al 510¥1 (Y. V. ) ol cgndall

N0 A (VT ughanlly Saluall Ales gogaudl slivall ¢ Uasll
e13¥1 e 0,319 90091 el 7 39039 Alalidl Bagzell 31s) ey S8 (Y4 YY) il ¢ el
AYY-48 (V) YA (2 lo¥ly Zpaliand ¥l byl dlzs . o3l

& ool railly B9l cilusylas (s e 8,309 08,1 Jozetdl (Y. YY) usall e (ol -
Apsgadl Aoyl AL (ol qunodl atlly B3zl (ssaudl saisll Busgadl ailiall




). Oakland, J.S. (Y. \ ¢). Total Quality Management: Text with Cases. Routledge.
Y. Deming, W. E. (\4A1). Out of the Crisis. MIT Press.

Y. Kaplan, R. S., & Norton, D. P. (\441). The Balanced Scorecard: Translating Strategy into Action.

Harvard Business Review Press.
¢. Porter, M. E. (Y447). What is Strategy? Harvard Business Review, Y£(1), T\-YA.

o.Ahmad, S., & Schroeder, R. G. (Y. . ¥). The impact of human resource management practices on

operational performance: Recognizing country and industry differences. Journal of Operations

Management, Y\(}), V4-¢Y.

1. Saraph, J. V., Benson, P. G., & Schroeder, R. G. (Y4A4). An Instrument for Measuring the Critical

Factors of Quality Management. Decision Sciences, Y. (&), AY.-AYAQ.
Y.EFQM. (Y. \Y). The EFQM Excellence Model. European Foundation for Quality Management.

A.Barney, J. (Y44)). Firm Resources and Sustained Competitive Advantage. Journal of Management,

WY(Y), 48-1Y..

4. Garvin, D. A. (A4AY). Competing on the Eight Dimensions of Quality. Harvard Business Review,
10(7), V.- .4

\ .. Flynn, B.B., Schroeder, R. G., & Sakakibara, S. (Y44 ¢). A framework for quality management
research and an associated measurement instrument. Journal of Operations Management, ) \(¢), YY4-

A







Gl &bl

hLall e

3 gl a1 o el saally Bagml ila) il ialyn [ i ol Cumill a8 daalucall oliiy o 84
debigmsll cilelivall llad

Loié bl ]l Y ptitiating (Aol puns Lnn Jolasl! e Aol laglall

el laglad

bl om0 ol W ke gt

Latgangag By Lole LY gy ualyl] AU pren

dalal| Sologlaall; Jg¥I e
Y JIged)
080 5 gl
025-30-¢) 0 s =71 0 & Tour) [ i ol
0 T to pa K0 L
O 1201 [ el gha V=2 [ g @ e i bl ol g 2
O Ve o &
0 &0 O sl sl O usayall jualis b ol il
A0 )




Sl jolowe: L_';UJ' (nid]|
oladedl St elafia plaserels AL Sllall pods o

Gl syl
glal yulea
ALzl 5 gt
s
Lelee,

s

Cilel jal
dnal e
Cpanl g

a5 gl
e

ol Sl
O gal
Ll 5 12y
52 gall Gy







d>griall Atdl; EJIWI ol

FALLE) 5 gl 5 o) ket b A pall Lggad 3 AN Sl (€1 4 e

Pl o gt all Gl 5 e Cpan (g S

# el 352 gadl s e san pall ohaY) (peant J gm0l il 81 o ol Ja

uailly gl Byl Baalas :jls ,_]3_1- Hasd o hy s 3 Clille) palule.. L.l;;fl sda 3 clofltag cladg  Je oSS

dglipmesll Slolisall pllad 3 qasepdl,

LJlal) amy Zase Ll ) ASlidll Gale) o p




|
Midocean University UMN I D O C EA

IVEQSITYI'

College of Management

Department of business administration

The impact of quality management and organizational excellence on the manufacturing sector's
P q 24 g g g

operational and strategic performance.

Prepared by:

Ghadi Al Zahrani

Supervised by:

Dr. Alfaisal Abdul Hamid

Dr. Fayez Jarad

Year:Y.Y¢/Y.Yo




English abstract

This research aims to examine the relationship between institutional excellence management and
quality and their impact on strategic and operational performance in the manufacturing sector. It
analyzes the extent to which the application of quality standards and institutional excellence practices
contributes to achieving operational efficiency and institutional sustainability. Given the importance of
these factors in enhancing the competitiveness of industrial organizations, this study seeks to provide a

.clear perspective on how to leverage these practices to achieve effective and sustainable performance

A descriptive-analytical approach was adopted, and data were collected through an electronic
questionnaire distributed to employees in the departments of institutional excellence, strategy, and
completed questionnaires were retrieved. )0 .quality across several industrial organizations. A total of
The data were analyzed using appropriate statistical methods to test the research hypotheses and
determine the relationship between institutional excellence management, quality, and organizational

.performance

The findings indicate that implementing institutional excellence practices and quality management
directly contributes to improving operational performance by enhancing operational efficiency and
reducing operational errors. Additionally, it strengthens strategic performance by enabling
organizations to achieve their goals more effectively and increasing their competitive advantage. The
study also concluded that the success of these practices primarily depends on the support of top
leadership, fostering an organizational culture that promotes quality, and continuous investment in

.developing operational processes

The study recommends that industrial organizations adopt institutional excellence and quality
management practices as a core component of their organizational strategies and promote a culture of

.continuous improvement to ensure sustainable performance
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