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s b Lad s sl puall g (il 08 (he dadie iy yad 520 @llin ddlalal) 5352l 51l Jlae 3 A8l cilud jall e 5Ly

APAAzua; aal jall § QLLLBEY) as lgia

Qs> s a1,
4-\-\1-1) & axll GL».'A‘);\ d;\uaw\ t_u\};@u@d)sﬂ\)‘):mﬂ\ éﬂﬁ;ﬁé} ud@&\ﬁuwsﬁtﬁabﬂ\ BJ}#\ BJ\JJ“
" (Juran, 1989, p. 7). saiua J<h agilaliial

Dt )9 ai -2,
3yl e ol YA e leaadl g clatiall 33 sad paiuall Gueadll e 3S 554 o) dals s ALl 33 sl 3l

" (Deming, 1986, p. 19).4xlaiall

s el iy a3,
Daall clalinl e 58 OMA (e ela¥) b aall it ) Coags AL Ay )y Angie oo ALLEN 83 52l 5 la)r
" (Armstrong, 2014, p. SS)M\ dA‘J ‘Ua.&.;\ﬂ} Qw‘ @Aaj ‘M‘ U:\.w;.d\}
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th Ay e R pat 4
A4S Hlie DA (e Adais s lleall paiinall Cpall 5 o Daad) cilaliial 45 e 58 53 4, ) ddudh o 2Ll 53 5al) 55100
" (Ghosh & Srivastava, 2014, p. 11)iekiall & (pik gall area

PARRA] 3¢l 302} QMJLAAJPJQA’A‘;A;\.AQ.A il yghat =¥

(O A+ (J8) Lyl s ) -1,
Tzl Aia Yl e il ge 683 52l el cilatiall e gl 3 (al e 58 5 S dalill dla a8
" (Crosbhy, 1979, p. 15). siwall il 5 auaiil) 5

(V494 (-1 94A ) Glileall g sliaay) o 58 il Als e -2,
Clleadl Cppatl Aalian ) ) alasind o 5l 8 o)) s iy jsas e 33053 Hsa o s pall o2a 8"
" (Deming, 1986, p. 23).coSukall Gl e cliadll g

(*.'.'\ﬁ“')M‘M\}¢M\‘A§‘)gs‘)ﬂ\‘da‘}g-:g
daii) 5 lileall maeal il Gradl) ) ALRYL cagialiind agh s eSaall &8 o S Ty s jall 028 3"
" (Kanji, 1990, p. 18).4daidll Jala

Lol i) Sl 8 Loy cialaial) (il ga paen Jadiy Slals U 1) Slane ALeLall 535801 512} Conpial s jall 038 3"
" (Prajogo & Sohal, 2004, p. 912).ba sl ¢Sl 5 a5 5l 3 ) sall 5 Jasdadill 5

ABL) il Al 1 g ALl 5 gad) BIaY Ay dagl ¥

idaeadl Je 5S -1,
Al agd daliiall e Cany G cAlalall 53 sall 5 0a) alagf anl sl s o Dleall cilad 555 cilaliial e 3 3l )"
" (Juran & Gryna, 1993, p. 11). saiue JS& ¢Sl Glidlaia
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t abual) i) 22,
S Jal e ALaLall 52 gad) 310y Al S N aal dadaiall Jahy il s Gllead) apead aiusall Cppnll aey
" (Deming, 1986, p. 88). sl (iai g ¢1aY)

:(',.\S.A.\S.~ A ‘j ASJLJAA!‘ -3_
53530 55100 dlaad a5 (Al g sl Jomil g i€aty ¢ atonall Cppuanill gl 5150 HA Alae 3yl gl paan 150"
" (Oakland, 2014, p. 45).%lel alaLal

il 2Ll - 4,
" (Crosby, 1979, p. 68).cs,2Y) Jaadl

Gl 5 Jalsill - 5,
Olasal ALLEN 53 sall 5 51aY Gagall 2aa¥) 2al sa Lot Lo Banaiil) g Aalaiall Jals Adaiis¥) g Cailds ol e JalSS"
" (Prajogo & Sohal, 2004, p. 920).535a cpsd 3 sea (& Byl g Jayl yill

ARLad) bl jall B8 g ALALAY 53 gad B0y L) ey las *

(Deming's Theory):zie & ki -1,

e sbaill ¢ ainall Craatl ellgiual e 58l Jadi il ALl 32 gadl 5510y dpulal fase V€ i 20a"

" (Deming, 1986, p. 23).<l Y G Gstadll 5 s gal)

(Juran's Theory):ols dki - 2,

25 Sl g ebasall Gawadg 32 gall 8 WSal) 33 gall Japladsll (ALLEN B sl 3 laY Ay Gililae S () ) g 228"
" (Juran & Gryna, 1993, p. 16).44dtl 52 sall Gaass

(Crosby's Theory): s S 4 k- 3,

" ) A Cul s dilae (& B2l O oy MGige sieall” Giaty sUadY) e L) dpaal o ane s S X
(Croshy, 1979, p. 9).

(Oakland's Theory): xS f 4, ki -4,
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3130 ¢ el i) Jagdadill (3Ll e dpulul) yualisll ey dlalill 33 5l 5 )l MalSiie 123 gai 2308 A"
" (Oakland, 2014, p. 32). saiwall il 5 cllaall 3 la) ¢dy il 3 ) sall

(Feigenbaum's Theory):a skisasd 4,k -5,

"33 sl ana and Jad (a5 ALl 30 gl (Ba 8 Aabiiall 8 HLuY) paen &) daal e o sliiand I
(Feigenbaum, 1983, p. 7).

ALzl S5 3150 e Llia g 0343, IS8

— esigiel m ksl
e R e Al
’
\\'-\N - Vg
. e I
\\_ \‘ ”
e T ¢ >
W/
A it ale o1 3 ;4 Bl e
= . s —
phaly ol SN = ~

Kim S. Cameron, Robert E. Quinn: Diagnosing and Changing Organizational Culture: Based on
the Competing Values Framework, John Wileyand Sons, 2011, P.156. 4 _-=%

Al 53 e gl wald Jla 8 ALLED 30 5l 3 1) (Bada clllaie (Rabii, E. (2014 Jvadll — 0 - JSil) G
AS ) el Alls
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o0 edaad) L™ o (Yo ¥ ) ALl Iy (£0 0a Yo YY) bl pall) "lgale Juany A cilardl

. Adlad gy 4G e griial) gl daddll dagdli co gilil) Jaaadl ASIAN gl

Eila Ao A gan day Jaand) g L A Balacd) g Ll (e Adla g s3land) L™ ¢ A1 (Y01 9) Sadh JLdig
Adlad g G glad g Adlaliial ol dasd

- ;\.ﬁew\ «L\Lm\\)ﬁ\uisiue & landl U'AJQU# =Y
Cra daaly Jaaad) L )" o (5 55 (Al g ccilad gil) 4y a3 A (e e Blaadl Ly (b o 38l GlS cdglay) B
"diaall Jrend) cilad i aa Aaddl) g giiall £1a) 4 jlha A
Coaa uSal) g ol 31 cJpandl Cilad g £1aY) jglat LalSh (0F 4o <Y+ Y Y (puall)
Juany il i) g Adlalaad) Ad)and AS) 53 sy AL Jaandl L )™ o ) clal Al g cAdiand) 4 a5 ¢ peda A
ousall g Lpdal ) S Allandly Juaadl jad J3E (VY 0@ (Y Y e B all) "MAasdd) i mital) (1 lgle
Ok Ald 3 B dasdl) gl milall e e pL aaaty Jraal) L )" o e ol Al S (3 cdg Ay
")l 4S) ) gf Jaend) cilad g3 oo B
o) Jaaadl Ly oS (Jabi )0 oS LalSh (VA o Y+ YY) (saall)
O As ganay Sl Jaaadl Ui o) Ao 838750 (il i) o3 ¢ peant AlalSia zilad ¢ pgds 3 A LgY) B
(RN €Y 4 Y4 Adla) ) daddd) i gilall plal g Adlaall AS) ) g cJaand) Cilad g8 AllD B Lay cdday) siall Ja) gl
(Y19)

ALud) il jal) A o aal) Ly dlay) =¥

-1 A5 jaal) agall -Y
"eSlanl) Ly Ao 3 fisall Jal gadl sl (pe daddld) o) miiall 4S jaal) 3390l el (Parasuraman et al.,
1988).
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-1 A5 jaal) dagdl) ¥
"l claddd) g ciladiial) oMaad) Jualy Eua cpBland) Ly (s giasa 2aad B G gana 1] 93 AS el dagl) Canll
Adllal) dall (Zeithaml, 1988)

- Qhﬁﬂ\ -y
" dasdd) gl piiall Jadll o )0y eSland) ¢ 8y Ena caalia ) Ciladaa adl (pe day sSlead) CilaB gl 8al )
. Alall agilad 3" (Oliver, 1980)

-1 sl -t
"0 N Gl sl M p3baallh cpSlandl Ly i shenn S A yal) Alas) i) o £ 1) g
Ladaial) oo glally ¢ 4" (Reichheld & Sasser, 1990).

=1 L Jaladll g g glE) -0
"LoeShandl L) Baly) (o S (S ables (12349 g IS Lgda g e Bandl (5 gl g Jladl) Jaladll )"
(Tax et al., 1998).

o el g AR il ) e pUs edlead) Ly ey i ¢

. lad gil) 4 3

o)) "Agenal) Jpand) cilad g aa Aardl) gf geiial) plaf A0 VA (e sDard) Ly 2aaiy™ cdy Jall) o3¢l b g
pday gl (Ailad gi o )aY) by ol 13) Lal Ll o 408 (Jaand) ClaB gl o )aY) gkt 1B (OF e (YA Y Y
(Y0¥ ) (ol Lt

L Adlandy 4 plas

S el (e Lgale Juany Al gl g dlabaall Adlaad 4S) ) ey Sl Jeand) L " o) Ao 4 00 o8 Lal
213 Ll (Ll rdud dlile giliil) g ddaleall o) Jaand) a0 1B (1Y 0@ ¢ Y0 Yo Bl pall) "daadl)
(A Galy e CsSomd i) aday Y014

AN PP
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