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� 7H�,�4� ���� 5	���s 
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� ��,,,,,Gdn� �,,,,,� 5�,,,,,G21� �,,,,,1��S �,,,,,2=�Ý T3,,,,,�  `�.,,,,,K��� ��,,,,,�=901� �l ^�,,,,,a�=1
 ��w,,M�4� �,,� ��zz,,A1� ��,,�<0=1 3,,8Hl @,,iQ �,,�3� N,,� �,,i�1P ��,,j�1� 	 �3,,4� 5	.,,�4�
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� 	�,¬P �,�3� N,� ��,�=901� �l ^�,a�=1
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7H�,,,,�4� ��.,,,,? g�3,,,,�� f,,,,�4 539�,,,,A�] 1� �,,,,�V �l v,,,,?�z1� e3,,,,�� 7,,,,� ��0=1 5	�,,,,0

,,,�1� ��,,,�=901��s  @�,,,� v,,,�? �,,,���31� �,,,=?34 ��,,,A�k31� `�.,,,K�� N,,,� �=�,,,�4� yzz,,,U
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 ¾��,,9d �l v,?�z1� e3,,� �z,,U �,� �,,� ;�,���DMAICDMAICDMAICDMAIC  3��,,>� ���	l N,,� 5�	l �,K
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,,,,i���� �=�,,,,�4� +,,,,�30� �,,,,=?39�s ¬g.,,,,�1� �,,,,A��1� `.,,,,¶ ;�	�� �,,,,���g �,,,,=?39�s 
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t h���,A� ^.,/� �,�l  �z,A�� 7o.,1� ��,jªØ % 5	�,,6� e��,A� �,� L�,z�g� ��,�K �l�
 OP 5g�	S� ��,0��� �,��� �·|� _�9�� �/��	 §���/� ��3� N� 7��� �2=��1�� ����

?���1�s �1�s ��� �¶ .����� .��=��4� ��.? .0� 70Q 	g 	3¥ §�1� �=,  e3��
 v�? ��U �G�U 7o.� ��_�² @Kl N� .0� ��j�F� bJK �l v?�z1�� }�,�0=1 3a�

 ;<,901� }�>/�,U� �,Ad 5	��S ����ì¤ 7�� ��.F� �l m��4� �A��1 �j3Q �·l ��
5|��9=1 ��AQ���1� 5g./1�� ����31� 5	���� +�1���1� à�2í�]   

�n.,,,,,,,,,,,,,,,,,,,,0�  �,,,,,,,,,,,,,,,,,,,,2=��
5	�6� ��0�z4� N�  

t ��01� ��.? ��=9� ���=� 7H   �2=�C4� �����A4�
�G�U 7o.4  

 N� �HlÌØ %  ÅØÇÏÅÈ ��AQ��� w~ ��HÉ�  ®  
 N�®Ï % − ÌØ%  ÐÐÇØÈ  Å  
 N�ªÏ % − ®Ï %  Ð®ªØ ����-1� g��04�s }��0=1�  Ì  
 N�Ï % − ªÏ %  ®ÅÅ  Ï  

 N� 7�lÏ %  ÅÓÌ �4�01� 5	�6� e��A�s�  Ð  
 @�g ��.� @�g ��.� @�g ��.� @�g ��.�����ªªªª����        

�G�U 7o.4 �2=�C4� �����A4�� 5	�6� �2=�� ��<��G�U 7o.4 �2=�C4� �����A4�� 5	�6� �2=�� ��<��G�U 7o.4 �2=�C4� �����A4�� 5	�6� �2=�� ��<��G�U 7o.4 �2=�C4� �����A4�� 5	�6� �2=�� ��<�        
  

,,�1� ��,,��4� �_,,Hg .,,/1�s  39�,,A4� �,,A��=1 5�	|,,H ��,,U �G�,,U 7o.,,� y,,/z�
�kg ����� �<Á �� 5;�2�1�� 5	�6�� �2=��1� �� �����1� ��/��,K ��,As : 7,�901�

+,,u�4�� �,,�=901��©ªÇ« v,,�?  5g�	S� ^��,,K� @K�,,A� 5	�,,�� �,,� �<8,,1� ���,,�4� bJ,,¶
,,,�1� e3,,,o�� ��,,,��4�� �,,,dg�/� ��,,,�g�� �n.,,,0�s ��,,,U �G�,,,U 7o.,,,� ^.C�,,,A� n, 

 @,,�g 7�,,�1� »,,R����Å � �G�,,U 7o.,,4 ��,,A�k31� _,,�H�1� ���,,�� �,,� �,,Kw{|�� ��,,U
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t 5|,��4� g�39�,U� �,�d���P e.,�  �,9�/1� �,=o� 3��,>�1�� D�.,�S� ��,�=9�Can We Can We Can We Can We 
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٣٦٤  

Continue To Improve AContinue To Improve AContinue To Improve AContinue To Improve And Create Value?nd Create Value?nd Create Value?nd Create Value? �1 �dÃQ �J1�s t ��G�1� 5|��4� �/� 
 ���g.,� _,�_0� ��2�H .�.� �i�=� ��G4� �JK 3��,>�1�� w,�M�1� �,�dTo Acieve Our To Acieve Our To Acieve Our To Acieve Our 

Vision How Will We Sustain Our Ability To Change And ImproveVision How Will We Sustain Our Ability To Change And ImproveVision How Will We Sustain Our Ability To Change And ImproveVision How Will We Sustain Our Ability To Change And Improve l¡  .�.�
,,,�1� ��,,,��1���s n�� w,,,�M�1� �,,,�d 5|,,,��4� @�.,,,� ý�,,,�� �,,,=í g�,,,����,,,9�1��]  _,,,��3��

,,,�1� � �É±,,,4�� `�.,,K��s t 5|,,,��4� ��,,,Gd e.,,,� §�,,,/�  ��,,,�=9� �,,,� ��,,,G4� �J,,,K
t 3��,,,>�1�� v,,,�z1� J,,,1�� ;<,,,901� ��,,,����?�� ��,,,z~g ;�,,,R¡  �,,,� bg�.,,,� .,,,9�0�

t �=��01� ��g�i�� ��g.� t g�8�Un� �� 5|��4� 5g.�� g����n�� 3��>�1� ��¥ 
1� �,,,���1���� ��,,,¥t �,,,�34� `.,,,c� �,,,�/� �Ã,,,Q �J,,,1� ,�,,,�./�4� f��,,,-�  ��,,,G4� �J,,,K

t @��g�i� 5	���� �=��01� ��g.�� ^��Kn� N� .�_� �=>��  �,2=�C4� ^�i4�� ^��/1�
 ��,,,,AQ���1� 5g.,,,/1� 5	�,,,��� �,,,,2=��1� à,,,2o� ��,,,G��4� 5	�,,,,� �,,,A��1 5|,,,��4� 7,,,o�	

5|��9=1]  

 7,j�� .,/1�Robert Robert Robert Robert PimPimPimPim©®Ð«  �,��9¥ OP 7o.,� J,�2��1 ��,U�U�� .,���/1� N,�
 ;�	�,,,1 ����,,,�4� ��,,,�/1��,,,=�l�  �,,,�zKJ1� .,,,� ��/1� @,,,U� �,,,i�=�Golden RulesGolden RulesGolden RulesGolden Rules ,,,K�s 

 f,,,,,� �,,,,,2�� §���,,,,,,/4� N,,,,,� �,,,,,��9¥ g�,,,,,��o� OP `.,,,,,��G����,,,,,Un� 5|,,,,,,��9=1 �,,,,,��01� �
5	.�4� `�.K�� ��/� e.� §�0��]  

t�  ��,�4� ��,�/1� 7o.,� �l v,?�z1� e3,� ^./� �� ;�R h<o.,� 7,89� ;�	�,1 ��
 h<�����An Integrated ApproachAn Integrated ApproachAn Integrated ApproachAn Integrated Approach G����U� g�a�� N� ����4� ;�	l ���/1s  @��

 w,,~ §���,,/4�� �,,�1�¦� §���,,/4� �,,� ����,,�1� �,,�/� N,,� N,,�9� ;�	��,,� h�,,�� ���� h�,,���K�
 7,,,��� 5w,,,-� §���,,,/4� �,,,�� �,,,��g�F� §���,,,/4�� �,,,�=o�.1� §���,,,/4� �,,,�� �,,,�1�¦�

7��� �=��� §���/4��]  
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�س�א.�%אزن��5دא�4وא9دא8 ��
��Wא;�:א�3���	�#�א� �

 N,,� <,,H e3,,�Kaplan Kaplan Kaplan Kaplan & & & & NortonNortonNortonNorton©®Ï«  ����,,�4� ��,,�/1� 7o.,,� �l 7,,90� ;�	�,,1
 ;�,,,,�� �,,,,� 5�,,,,G21� .,,,,U �,,,,��G����,,,,Un� ;�	�� §���,,,,/� £,,,,�g �<,,,,o N,,,,� �,,,,i/�/�� �

 5g�	S� 7?�39��G����Un���1� �� �0�g�� �º��1� �:  

�ª�  N��,,,��� �~��,,,j �,,,=?3��G����,,,Un���,  �,,,�=01� 5g�	S� ^�,,,/� �,,,=?34� bJ,,,K ��
��,,B�Ã�  5|,,��4� ���G����,,U�� �,,�¢gClarify And Translate Vision And Clarify And Translate Vision And Clarify And Translate Vision And Clarify And Translate Vision And 

StrategyStrategyStrategyStrategy  ��¢31� bJK �Ü3� @Át ;�	�� ��,H3¯ 	.,� `�.K�� N� ���9¥ OP 
 �,� D�,ÜP �,� ��-
� @Á 7��>1� 7��� �,=��G����,Un� f,�34� �,Kg�z���� �

è�,,,,,U��  f,,,,,�96 ��,,,,,�4� @,,,,,i21�� T�,,,,,2�n�� :,,,,,a� �l �,,,,,¬ �1J,,,,,1� 5g�	þ,,,,,1
��g�	S� @�����A� +=�C9� N�3�.4�]  

�®�  7�j�� �=?3��G����Un�5|,��4� 7,o�	 �,�g�	S� �����,A4� �,Q��1 ��, ,�1�s 
`�.,,K�� �,,,� £�3,,1�� ��,,-�n� ���,,,�� .,,�.� �,,,¬ �,,1� �,,/��� �G����,,,Un� �

;�	�� §���,,/��, Communication & Links Strategic Objectives And Communication & Links Strategic Objectives And Communication & Links Strategic Objectives And Communication & Links Strategic Objectives And 

MeasuresMeasuresMeasuresMeasures  ��,,j� ��,,B1�G����,,Un� ^�,,/� v,,�? �,,�g�	S� �����,,A4� �,,Q��1 �
t �,¶ �,j�F� ;�	�� §���/� .�.��� �����A4� bJK  ;�,R�G����,Un� �,��01� �

g�	P e��A� 7H `�.Kl� 5|��9=1¡  N9B� ���i��� T�A�n� ��/�,  bJ,K 78¹�
 ;�	�,1 §���,/9� ��,Q��4�� _Q ��,
� £,�g� ��>=,A1� à��2�1 ��U�� �=?34�

�1� �=�,,,,,�� N,,,,,� .,,,,,
� N,,,,,� N,,,,,�9� �,,,,,²0,,,,,�321� @�,,,,,as  ��,,,,,��� �,,,,,����� ��,,,,,�g�1
t 5|��4� `�.Kl ��/� ��d ^�A��� f�Ü ��g.�� 7��>1� 7���] 

�Å� £�,,,>C�1� �,,,=?3�, t� @�,,,� �,,,=?34� bJ,,,K  �,,,������ 7k�,,,U� J,,,�2��� 3��,,,>� J,,,�2��1
�G����Un� ��Developing And Carrying Out Tactics To Implement The Developing And Carrying Out Tactics To Implement The Developing And Carrying Out Tactics To Implement The Developing And Carrying Out Tactics To Implement The 
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٣٦٦  

StrategiesStrategiesStrategiesStrategies  ��g	�,,z4�� �Q.i�,,A4� @�,,/1�� ��,,��� £,,>o f,,Q	 �<,,o N,,� �,,1��
�G����Un��1� �s �1� ���321� `�.K�� N9B��s  m��3,� f,R� �i,U�Ul �� @��

 	g��,,,4� Ô�,,,-í����,,,d� ��4  ��,,,U�U�� �n�,,,G4� �,,,� ����,,,�1� �,,,/­ �,,,� �,,,�1�¦�
;�	�1 �����4� ���/=1]  

�Ì�  @=0�1�� ��A�01� ��JM�1� �=?3�Enhance Strategic Feedback Enhance Strategic Feedback Enhance Strategic Feedback Enhance Strategic Feedback and and and and LearningLearningLearningLearning, 
 `�.,,,,,K�� �,,,,,�/� N,,,,,� .,,,,,H|�=1 J,,,,,�2��1� �,,,,,� �,,,,,���31� �,,,,,��89� �,,,,,=?34� bJ,,,,,K .,,,,,0��

�G����,,Un� �n� ��,,�� @�,,� v,,�? 5|,,��9=1 @�,,�/�� �,,//�4� ����,,Gd�G����,,Un� �
t  �,,0��3� @,Á N,,�� ����,Gdn� bJ,,K ;�,R�G����,Un� f,,� �,U����1 �i=�.,,0�� �

5w,,,,,M�4� 7�M,,,,,��1� `�3,,,,,u,  @,,,,,�g 7�,,,,,�1� »,,,,,R����Ì � 7o.,,,,,� �,,,,,�z>� 7,,,,,?�3�
 5g�	S�� ���<�� ;�	�1 �����4� ���/1��G����Un��,  »,B�� 7��1� �JK N��

 .,,,,0z1� �lG����,,,,Un�s t 7,,,,89�� ;�	�,,,,1 ����,,,,�4� ��,,,,�/1� 7o.,,,,4  �,,,,�¢g �,,,,Ü3�
 N,,� �,,>���� �,,��9G9� �,,i>�g� ��=�M,,�� ���=>,,-� OP ����G����,,U�� 5|,,��4�

,,,,,�1� ;�	�� §���,,,,,/�s  bJ,,,,,K ;�	l ��,,,,,H3¯� ��,,,,,�3C4� §���,,,,,/� N,,,,,� <,,,,,H @,,,,,B�
 ��,,��=04� wQ�,,� OP �Q�,,RS�� ��,,�3C4��G����,,Un�,,�1� ��g�,,Û1� �s  _,,��3�

�,,,� 7�,,,j��� 5|,,,��9=1 �,,,��g�F�� �,,,�=o�.1� �,,,
�z1� N,,,� ��,,,��=04� 7,,,�=�� f,,,Ü 
�G����,,,,Un� @�.,,,,� ��,,,,A�01� �,,,,�JM�=1 @,,,,ad wQ�,,,,�� �,,,,�g�	S� �����,,,,A4� �,,,,Q��1 �

5|��4� ��G����UP J�2��� 3��>�©®Ï«]  

�س�א.�%אزن��5دא4�
���و�	�#�א���������Wد����	�#� �

�G�,,U 7o.,,4 v,,?�z1� �,,U�g	 �<,,o N,,� è�,,U�� `.,,c� �l »,,B�� ��,,U  �,,K �,,1
 �Ã,,Q �1J,,1� ,��,,�=901� �,,A� �,,� _,,H3� ��,,�/� �,,� .,,9�0� ��G����,,US ��,,j�1�

,,,�1� �,,,�2��1� �,,,� +,,,���� 7o.,,,4� �J,,,K J,,,�2�� ��,,,Gds t ;_,,,� 7,,,H 7,,,0V  �,,,/­ 5|,,,��4�
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٣٦٧  

°��?� �=��01�� T��U��� ;<901� ������?�  	.,� Ô�,=/� �<,o N,�� ,@i,U��
t }��01�  3Q ��,� 5g�� e3,� v,?�z1� �Ã,Q �,1� �� ;���� ,��./4� ��.F� �l m��4�

 7o.� ��z>� 7�02� @�� v�? Ôk�-F� N� 	.�  

 
@ @@ @@bíú‹Ûa@ò»‹mîvîma��üaò@ @@ @@ @

@ @@ @
M@�b›íg@bèmbîvîma��aë@ñŠa†⁄a@òíúŠ@ @

M@òîÜjÔn�¾a@òíú‹Ûa@Þìy@Êb»g@óÜÇ@Þì—¨a@ @
@ @@ @

@ @@ @@ @@ @@ @

@òî�ØÈÛa@òí‰ÌnÛaòĐ“ãcë@ÈnÛaáÜ@ @@ @
@ @

@õa†ÿÛ@æŒaìn¾a@‘bîÔÛa@Ý‚‡ß(BSC) 

@ @ÂbjmŠüa@Ýöb�ëë@Þb—müa@paìäÓ@‡í‡¥@ @

M@@òî����ØÇ@ò���í‰Ìm@pb���ßìÜÈß@�Ïì���m
òîvîma��g@ @

M@@òÈua‹ß@Ýîè�mîvîma��üaò@ @
@ @@ @

M@@Ýî–ìmîvîma��üa@@pbíìn��¾a@òÏbØÛ@ò
òíŠa†⁄a@ @

M@òîÛbß@÷îíbÔ·@pfÏbØ¾aë@�Ïaì¨a@ÁiŠ@ @

@ @@ @@ @@ @@ @

@ @@ @†a‡Çg@bàÇþa@ÁĐ‚Þ@ @@ @@ @

@ @@ @

M@òîÇ‹ÐÛa@Òa‡çþa@Éšë@ @

M@†ŠaìàÜÛ@ÞbÈÐÛa@˜î—ƒnÛa@ @

M@‘bîÔÛa@Òa‡çc@Éšë@ @

@ @@ @

 @�g 7�  @�g 7�  @�g 7�  @�g 7� ����ÌÌÌÌ����        

 5g�	S�� ���<�� ;�	�1 �����4� ���/1� 7o.� ��z>� 7?�3� 5g�	S�� ���<�� ;�	�1 �����4� ���/1� 7o.� ��z>� 7?�3� 5g�	S�� ���<�� ;�	�1 �����4� ���/1� 7o.� ��z>� 7?�3� 5g�	S�� ���<�� ;�	�1 �����4� ���/1� 7o.� ��z>� 7?�3��G����Un��G����Un��G����Un��G����Un�����        
  

t ��,,U �G�,,U l¡ 5|,,��� ] f,,2�3� e��,,A� ��,,�K ��,,�� �l Ôk�,,-F� bJ,,K N,,��
� �,,�� 72,,Ul N,,� ��,,-�n� ��g�,,i� N,,� N,,� �,,�=01� 5g�	S� N,,�9� 72,,U� �,,�l N,,�

 5|,,,,,,��4�� �,,,,,,�g�	S� �����,,,,,,A4� �,,,,,,Q�H OP ����G����,,,,,,U�� �iQ�.,,,,,,Kl� �,,,,,,i��¢g 7�,,,,,,j��
 �,,,�z>�1 �,,,i2�u�� @�,,,� �,,,�Q�H ��g�8�,,,U�� g	�,,,-� 	�,,,��� ;+,,,H 7,,,9� �,,,�3Q 	�,,,���

��U �G�U 7o.�]  

t�  OP ��,,,,,U �G�,,,,,U 7o.,,,,,9� �,,,,,/=0�4� ��,,,,,U�g.1� à,,,,,0� �g�,,,,, l 	.,,,,,-1� �J,,,,,K
��1��1� L�/�1�:  
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٣٦٨  

�ª�  �,U�g	 �.HlSchultzSchultzSchultzSchultz©®È«  ��G����,UP �,� ��,-�� ^.,� ��,�K ��,�� �,� 5	�,� �,Àl
 bJK J�2��1 ���R�4� £>F�� �iQ�.Kl� 5|��4��G����Un��]   

�®�  �,,,U�g	 �.,,,HlPhadnisPhadnisPhadnisPhadnis©®Ç«  �,,,�=9� N,,,� .,,,H|�=1 �9�=,,,A1� §���,,,/4� ��,,,í� 5g��
 �,,� �,,U���1��G����,,Un��;�3,,�S�� ���,,�d ^.,,/�1� �,,���g� �,,c 5J,,2�4� �  �,,�/�

5|��4� `�.Kl] 

�Å�  �U�g	 �.HlGuptaGuptaGuptaGupta©®Æ« °�M�� ���� �� ��U �G�U 7o.� �l  �� _H3� v�?
 ����1� �� b_�H3� N� 38Hl �������1� `�.K��� J�2��1�sG����Un�]  

 v,�?�P����,�4� ��,�/1� 7o.,� �  _,,�2� �,� 7,90� �,�./�� �2,A=Q 7,89� ;�	�,1
 �iQ�.,Kl� 5|,��4� ��G����,UP �,�d �,ii����� 	�3Q�� ��	�i¥ �
z0�� 5|��4� ;�B�l

º�¦� ;�	�� @��/� �<o N� ��=z/�A4� °�M��1��,  �,0� �,Àl �,H N,� ��G����,UP �,Ü3�
t �,,,,Kg�=z�� �=��,,,,�1� �,,,,i��¢g� 5|,,,,��4�  §���,,,,/4� N,,,,� .,,,,�.01� N9,,,,B�� 7,,,,����� g�,,,,�P

,,,,Q �,,,,�1�¦� w,,,,~� �,,,,�1�¦� ��G����,,,,UP 7,,,,����1 �8,,,,4� 5�	�� �,,,,��89� .,,,,0� 7o.,,,,4� �J,,,,K �Ã
t �=��,,,01� 	 �3,,,Q�� f,,,�Ü �,,,i9i2� �H�,,,�� �,,,M1 OP 5|,,,��4� �,,,�g�	S� �����,,,A4� �,,,Q�H, 

 �9,,,,B� �<,,,,o N,,,,� �,,,,1� @�,,,,���G����,,,,Un� ;�	�� §���,,,,/� N,,,,� �,,,,��9G9� �,,,,��01� �
R� N� ���<1� ����=04� wQ��1 ��1�¦� w~� ��1�¦��i=9H|� 5|��4� f©®Ï«]  

 ��,,�� ��,,U �G�,,U 7o.,,� �,,�z>� ��,,G�1 h<�,,02�� �z,,U �,,� �,,� h;�,,���GuptaGuptaGuptaGupta©®Æ« 
 �=�l .�.� ���/� N����1 ;�	�1 �����4� ���/1� 7o.�� ��U �G�U 7o.� m�	

 @U� ��=�Six Sigma Business ScorecardSix Sigma Business ScorecardSix Sigma Business ScorecardSix Sigma Business Scorecard ��1��1� ��g�4� �1J1 ^.��:  

�ª� ,U �G�,U 7o.,� �,� £�31� �P 5|,��4� N,�9� ;�	�,1 ����,�4� ��,�/1� 7o.,�� ��
 �,,,,���1� �,,,,� 7,,,,����1� �,,,,�/� N,,,,�sG����,,,,Un�  e��,,,,A4� �,,,,� ��,,,,�=901� ,,,,Âd�

°�M,,,��1�, g�	P ^�,,,a�H b3��,,,>� @,,,� ;�	�,,,1 ����,,,�4� ��,,,�/1�Q¡ G����,,,U�s  �,,,�.1
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٣٦٩  

°�M,,��1� e��,,A4� �,,� g�.,,� �l � ���0,j,  �G�,,U 7o.,,� .,,0� y,,��1� §,,2d ��
 ��U,,  v,?�z1� �,� �l �zU �H,,, °�M,�� �,��� �� º�,�1���  �,���1� �,� m�.,1� �Ã,Q

sG����,,,Un�  N,,,� J,,,�2��1� �,,,�Gi��� ;�	�,,,1 ����,,,�4� ��,,,�/1� 7o.,,,� �<,,,o N,,,�
 5�,/1� L�,/d N,� 5	�2�,Un�� N�398�,A9=1 »9,A� `�,U ��,U �G�,U 7o.� ��3�

t �=o.4� <H]   

�®�  ��,,U �G�,,U 7o.,,� �,,� £�3,,1� �P� 7o.,,�� e	±,,� `�,,U ;�	�,,1 ����,,�4� ��,,�/1
J1� ��U �G�U 7o.� @��.� OP¡ l 39�,A4� �,A��=1 ��G����UÃH �?�Gd yz{

 v,,�? 5|,,��4� �,,���g 5	�,,���P �,,�1�¦� `�.,,K�� �,,� h�	��,,�� 7,,901� `�.,,Kl ;�,,�� �
 �,,,,,�¢31�� �2�0,,,,,R �,,,,,�<� OP e	±,,,,,� £,,,,,/Q�G����,,,,,Un� �,,,,,j�F� 7,,,,,��� �,,,,,=��� �

º��1��� 5|��4��  �,�1�¦� w,~� �,�1�¦� §���,/4�� `�.,K�� £�3,1 5g�� ���K �ÃQ
�1�s ;�	�1 �����4� ���/1� 7o.� �K3Q��]  

,,,�1� ��,,,U�g.1� mk�,,,��� h�	�,,, �U��s  7o.,,,�� ��,,,U �G�,,,U 7o.,,,� m�.,,,� y,,,z1��
;�	�,,,,,,1 ����,,,,,,�4� ��,,,,,,�/1�,  �,,,,,,� 7,,,,,,����1� �,,,,,,�/��1 �,,,,,,�d���P ��,,,,,,�K �l v,,,,,,?�z1� e3,,,,,,�
�l N,,�9� v,,,�? �=o.,,4�  �,,,� ����,,,� 39�,,A4� �,,,A��=1 �,,=����� �,,,��a�� h�,,0� <8,,,9�

 ;�	�� 5;�,,,,,2H� �,,,,,2=��1� ´�,,,,,2Cd�� 5	�,,,,,6� _,,,,,�¹ ��,,,,,z=>� N�J,,,,,1� ;<,,,,,901� ��,,,,,z=>��
�1� 5|��4� ��z=>���s ��AQ���1� ��g.� 5	���� ����31� 5	��� OP :0A�]   
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٣٧٠  

sÛbrÛa@szj¾a@ @
a†ÿÛ@æŒaìn¾a@‘bîÔÛa@Ý‚‡ß@‹íìĐnÛ@��Ôß@xˆì¹@µ�znÛa@Ò‡èi@õ

ñõbÐØÛaë@ñ†ì§aë@òÐÜØnÛa@óÏ@‹àn�¾a@ @

J,,1� ¾��,,9�1� @�.,,/� OP v,,�z1� N,,� ;_,,6� �J,,K `.,,�¡ J,,1�� v,,?�z1� �,,?�/�¡ 
 `.,,,,,¶ ��,,,,,U �G�,,,,,U 7o.,,,,,�� ;�	�,,,,,1 ����,,,,,�4� ��,,,,,�/1� 7o.,,,,,� �,,,,,� 7,,,,,����1� �,,,,,/­

t 39�A4� �A��1�  ��,/4� ¾��,9�1� �J,K .,9�0�� ,5;�,2�1�� 5	�,6�� �2=��1� �2,-�
 mi�,,� ���,,>o �,,� ��,,U�UlDMAICDMAICDMAICDMAIC J,,1�¡ ,,K ��,,U�Ul ���,,>o §,,Ú �,,� ^�,,/�s 

J,,,,1�� ,�,,,,���31�� �,,,,A��1�� 7,,,,�=��1�� ��,,,,�/1�� +,,,,�30�1�¡ ,,,,�1� mK�,,,,�4� @,,,,Kl .,,,,0�s 
t v?�z1� 3H� �l �zU �H ��U �G�U 7o.� ��z>�1 y�.� Í�81� v�z4�]  

�Wא<�% �א=و>�����%ذج �

t 4� ^�,/� �l �¬ 5�>F� bJK 7,90� 5|,��Õ�� @�,�/�  �,���d ���	l �,� _,��3�
^�i,,,Uþ1 t ,,,
� f,,,R�1� @,,,iQº� ;<,,,901� ��,,,z=>��� ��,,,����?�� �,,,�dg�/�� 5|,,,��9=1, 

����1� ��U �G�U �2A=Q N� �1� fzs �1� ��U�U�� 5_�H31� �K 7�901� ;�Rg ��0�s 
5|,,,,,��9=1 ��=z/�,,,,,A4� ��,,,,,?�9>1� �,,,,,i�� �,,,,,=>�� �l �,,,,,¬, �	�� �,,,,,=8�l N,,,,,��,,,,,�1� ��s 

t 5|��4� �i�.C�A� 	.-1� �JK:  

�ª�  ��,��� ;�	l �3,iQBusiness Business Business Business Performance Index �Performance Index �Performance Index �Performance Index �BPIBPIBPIBPI����  ��,�� .,��GuptaGuptaGuptaGupta 
 5,,,Â� @�,,,�/�=1 O�l �,,,=?39H ^.C�,,,A� §���,,,/� �l ��w,,,M���,,,=�l�  @,,,U� �,,,i�=�

��,,,,,,,��� ;�	l �3,,,,,,,iQ, ��w,,,,,,,M�4� bJ,,,,,,,K N9,,,,,,,B��� : 7,,,,,,,��� 7,,,,,,,�1 ;�	�� �.,,,,,,,0�
�A��1� �.0�� ����31�� t  ;�	l �zAd� 7��� 7�1 ���j��1� �.0�� ��=901�

º�,,,,,ÜP t `�3,,,,,�dn�� N�	g�,,,,,4� }�,,,,,�� �.,,,,,0�� ��,,,,,0�z4� OP T�,,,,,2dS�  5g�.,,,,,1�
º�,,,,ÜP OP 5.,,,,�.6� ��,,,,��� �z,,,,Ad� ��=�M,,,,��1� �G�,,,,U �,,,,�g	� ��=�M,,,,��1� �,,,,���_1� 
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٣٧١  

��0�z4�©®Æ«] �,�=901� e��,A� �,� ��,�� ��	�, gP §���,/4� bJK 78¹�, 3,�� e
GuptaGuptaGuptaGupta  ����� ¾��9d ;��� @�� ��.�� �ÀlBusiness ModelBusiness ModelBusiness ModelBusiness Model  §���,/9� ;.,z1� �Ã,Q

 �=�1 ���=>4� ��d��z1� N� w8�1� �� �84� �/�3>1� �K .0� ����� ;�	l �3iQ
 3�.,,/�� �,,��g��1� ��,,d��z1� ^�.C�,,U� �,,�3� N,,� 7,,021�� 5	�,,��� ��,,�� §���,,/4�

 �,,?��4� w,~ e3,o�� ��,d��z1�;�,UgS J,1� ;�	�� �,,� �,�<01�¡ t 5|,,��4� �,�//? 
õ�¦� §���/4� bJK�]  

�®�  7,,,�901� ��,,,j ��,,,�/�Voice Of Customer �Voice Of Customer �Voice Of Customer �Voice Of Customer �VOCVOCVOCVOC����  .,,,�.� �,,,1� :,,,�0��
 @��,,,,,,a?<� OP D��,,,,,,Un�� ;<,,,,,,901� ��,,,,,,����?� ^�,,,,,,�/1� @,,,,,,Á N,,,,,,�� @��,,,,,,z=>���

t �KJ,,,ol N,,,�9� :,,,�? �,,,i=�=���  @�,,,�/� 5	�,,,�P� ��,,,��1��� .,,,�.� .,,,�� g�,,,z��n�
��,,,,,,�=901,  ��1�,,,,,,
� ;<,,,,,,901� �,,,,,,���d .,,,,,,�.� 7,,,,,,�901� ��,,,,,,j ��,,,,,,�/� N9,,,,,,B���

 �,,�.F� �l �0=,,A1� Ê�,,-C� @��,,0���� @,,¶ �,,j�F� ��,,����?n�� �z/�3,,4��
�1�s 5|��4� @c �i�./�, ,�1� ��,d��z1� 7,�=� @� ��P h�.�2� ^�a�1� �JK »z-��s  @,�

°,,021� �,,�z>�1� .,,�� �,,¶ �d�0�,,Un�, � ^�.C�,,U� N,,�9�� ��,,Ul �,,� �,,V��1� �,,�¢31
 ;�	�� N,,� �,,B�301� L�,,>F� f,,R�1 ��,,d��z1� �,,=�;�,,RgP� ;<,,901�,  N,,�9� �,,H

 ��,,�/4� �J,,¶ �d�0�,,Un� ,,,, �,,BËl ,,,,t  v,,�? N,,� ;<,,901� ��,,z=>�� �,,��3�� 7,,�=�
5|��4� ��G����UÃ� ��z=>�4� bJK £�g� ��µ��©ÅØ«]  

�Å�  5	�,6� �,2�u� g�,��d� �,�Gi��Quality FuncQuality FuncQuality FuncQuality Function Deployment �QFD�tion Deployment �QFD�tion Deployment �QFD�tion Deployment �QFD� .,/1� ,
t �,,,�Gi�4� bJ,,,K �3,,,iu  5wM,,,-1� ��H,,,Â1� �l ���d�,,,���1� é,,,?n v,,,�? ��,,,���1�

 <,Q 5w,z�1� ��H,Â1� �,�l @,¶ @c�,-�� }3,/1 ;<,901� ��,z~g @,iQ �,i�=� 7iA�
 �,,,² ;<,,,901� �,,,�� �,,,¶ �=��,,,01� �,,,� �0,,,U�� �Q�,,,A� ��,,,�K �� �,,,1� �,,,i�=� 7i,,,A�

� ��-�n� ���0j :�0�º�,�1��� ;<901�,� É�,z4  �,�K N,�� ,@��,z~g @,iQ ���0,j
 �3,,,,iaQ ;<,,,,901� ��,,,,z~g �,,,,�z=�� @�9,,,,-�1� �,,,,� £�3,,,,� �=�,,,,U� N,,,,� v,,,,�z1� l.,,,,�
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٣٧٢  

 .,,�.��1 �,,z�3� �,,�Gi�� �,,��89� ^�,,i24� �J,,K .,,0�� ,5	�,,6� �,,2�u� g�,,��d� �,,�Gi��
 �l f=,,,,,,,A1� ¾�,,,,,,,�dS 5	.,,,,,,,¯ £,,,,,,,>o OP �,,,,,,,i�Ü3�� ;<,,,,,,,901� ��,,,,,,,z~g� ��,,,,,,,����?�

��.F��1� �s ������?n�� ��z~31� bJK @k<�]  

 �,,�/�/
� �,,9�/1� N,,9���t 5	�,,6� �,,2�u� g�,,��d� �,,�Gi�4  v,,�? ��,,-�n� �,,�=9�
01� 3��,,>�� �=,,-1� ��� �,,�2�u�1� ��g�	S� 7,,H �Hg�,,�� �,,=>�� m��4�,,� �,,/=0�4� �,,�=9

��.F� �l©Åª«,  5	�6� �2�u� g���d� �Q�2-� .��A��Matrix Of Quality FunMatrix Of Quality FunMatrix Of Quality FunMatrix Of Quality Function ction ction ction 

DeploymentDeploymentDeploymentDeployment t ;<,,901� ��,,z~31 h�,,/Q� �,,�=901� @�9,,-�1 �,,��0� w��,,0� ;�,,��, º�,,�1��� 
t .��A�  3{l »�R��m��4� ��d��� �� ;<901� ��z~g©Å®«]   

 @,,,,,,,,�g 7�,,,,,,,,�1� »,,,,,,,,R����Ï ��U�� ��,,,,,,,,d��4� �,,,,,,,,2�u� g�,,,,,,,,��d� �Q�2,,,,,,,,-4 ��,,,,,,,,U
5	�,6�©ÅÅ«, t l.,,z� �,�=01� 5g�	S� �l »,,B�� 7�,,�1� �J,,K N,,��  ;<,,901� ��,,z~g .,,�.�

,,,,�1� �,,,,M=1�� �,,,,i�� h��,,,,0�� ��z,,,,A�1� �,,,,i��µl �,,,,A? �,,,,z�3�s  ;<,,,,901� �K3HJ,,,,�� ��,,,,�4�
�����,  bJ,,K �,,Ü3� @�,,� �,,1� .,,0�� :9,,A� �,,� ;�,,�dS �,,��Q ���=>,,-� OP ��,,z~31�

 m�,,,�4� ��,,,d��� @�9,,,-� Ôk�,,,-C��Í�,,,81� ��,,,�4� �t ;.,,,z1� @�,,,� �,,,1� .,,,0��  .,,,�.�
.� �� ��<01� ��g	;<,901� ��,z~g� m��4� ��d��� N� ���� 7H ��z=� e,  bJ,K�

,,,,K 5�,,,,>F�s  ��,,,,�<01� �Q�2,,,,-� N��,,,,�� ��,,,,Ul�v,,,,1�81� ��,,,,�4� �Õ|,,,,��  �,,,,1� .,,,,0�
��,�� m�,�4� ��,d��� N� ���� 7H �� ��<01� .�.� ��=9�s  3,{l .,�.��1 ��,d��4�

��,,,� �,,,� ��,,,�� 7,,,H 5;�,,,2H ´�,,,2Cd� �l 5	�,,,��s  ��,,,d��4�� �31� ��,,,�4�f,,,� �Õ|,,,� @,,,Á 
t ;<,,901� �K.,,�3� �,,z~g 7,,�1 �,,��0� �����,,A� ;�,,>�P �,,�=9� h�w,,ol  �,,�.F� �l m�,,�4�

t �,,,z~31� bJ,,K �,,,�/� e��,,,A� .,,�.��  �l m�,,,�4�� �H,,,Â1�� �,,,j�F� �,,�.F� �l m�,,,�4�
�,,,,AQ��4�� �,,,,j�F� �,,,,�.F�, ,,,,K 5�,,,,>F� bJ,,,,K�s  ��,,,,AQ���1� ��,,,,�<01� .,,,,�.� ��,,,,Ul

�§��F� ���4��]   
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٣٧٣  

  علاقة بين المكوناتال

  )المكون الرابع(
  المكونات  

  

  

  الرغبات

  مكونات المنتج

  )يالمكون الثان(

  العلاقات التنافسية

  )المكون الخامس(

  )٥(  )٤(  )٣(  )٢(  )١(  ٣م  ٢م  ١م  

  )المكون الأول(رغبات العملاء 

)١(                  

)٢(                  

)٣(                  

)٤(                  

  )٥(شكل رقم 

  ت الأساسية لمصفوفة انتشار وظيفة الجودةالمكونا

�Ì�  ;<901� f� ���<01� 5g�	PCustomer Relation Management 
�CRM�  @i21� �� :�z4� ;<901� f� ���<01� 5g�	S .�6� ��z>�1� �l v�?

 ��z>�1� �JK �2=�� N� h<BQ @���H�=U� @i0Q��	� ;<901� �0�z>1 @�=A1�
 ���K 5�>o .0� �����g�t t 5|��4� ;�	l �A� 7�zU  ��
�z1� `�3a1� 7u

�1� �8�.
�s �AQ��4� 5.�� _�9��]  

�Ï�  �,,,,,,�0�34� §���,,,,,,/4�BenchmarkingBenchmarkingBenchmarkingBenchmarking,  5	�,,,,,,6�� �,,,,,,����dS� §,,,,,,=¥ `3,,,,,,� .,,,,,,/1�
,��3���s American American American American Productivity And Quality Center �Productivity And Quality Center �Productivity And Quality Center �Productivity And Quality Center �APQCAPQCAPQCAPQC����  §���,/4�

 �,,,,·|� �,,,,�0�34�Ñ �,,,,9a��� �,,,,�=9�539�,,,,A��  �,,,,=>�� �,,,,dg�/4�� 7,,,,j���4� ��,,,,�/1�
 539�,,A4� ��,,�=901�>,,�Àl�  �,,� ��,,-�=1 �,,AQ��4� 5.,,k �31� ��,,��4� f,,� 5|,,��4�

,,,,,,�1� ��g�,,,,,,Û1� ��,,,,,,��=04�s t 5|,,,,,,��4� .��,,,,,,A�  ��;�3,,,,,,�S�� ���,,,,,,>F� ��,,,,,,í�
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٣٧٤  

;�	�� �,A��1 �,��<1�Ò©ÅÌ«]  N,� 7,H �,iQ3� �,HElanthanÓ Lin & ElanthanÓ Lin & ElanthanÓ Lin & ElanthanÓ Lin & YYYYoungoungoungoung     �,·|�
Ñ�1� ��=901� �=�s �9� �U�g	� ����A��=1 ���c� �n�G4� ����4� 	.� �iz�

 �,��<1� @a�,1�� ��,�=901� J,�2�� N,� h<,BQ N�3ox�,� �,j�F� ��,Ug�4� 7BQl
;�	�� 3��>�� �A��1Ò©ÅÏ«]  

 �,� _��3� ��0�34� §���/4� �=� �l v?�z1� e3� ���i24� N�JK �<o N��
º�
� ;�	�� ���� �	l 7BQ|� ��dg�/�� OP ��,j�1� ��2�H .�.�� �=Á�4� ��HÂ=1 ;

º�¦� ;�	��� �=0�� �����A� 7BQl  �lsG����Un�  ��U|H ����=04� ^�.C�U��
iQ �1J�� �i��G����UP� 5|��4� `�.Kl ��/��1s  39�,A4� �,A��1� ��,z=>�� 3Q�,�

º��1��� ��AQ���1� 5g./1� .�_��  ;�/� g�39�U� N9Bdt 5|��4� �A1�³Q���1� T]   

 @��z=>��� ;<901� ;�g¤ OP ��j�=1 ��.C�A4� 5�	�� g���o� .�� ��µ�� N��
,,,,�1� ��,,,,d��z1� D�,,,,d� 5�,,,,21� bJ,,,,K ��,,,,�� ��,,,,d��z1� f,,,,Ü 5�,,,,Q 5�,,,,� �3�s  �,,,,i0�9V @��,,,,U

�/�3� 7H }���� .k��Q� �1� �2=���,  �l �,¬ O��� 5�,>F� bJK ;�i�d� 	3G9��
1� 5g�	S� N,,,,,� 7,,,,,H �g�,,,,,��t �=��,,,,,01�� �,,,,,�=0 t �,,,,,�J�2��1� ��g�	S� mk�,,,,,��1� �,,,,,Q30�, 

 v,,�? 5|,,��4� �,,Q�/Á w,,�M�1 h�.,,� �,,��K bJ,,K �Hg�,,�4� �,,�=9� �,,�0��P h�,,��K .,,0� �,,1� �
�1� 5|��9=1 �zA�1�� h�.�s ��U �G�U 7o.� ��z>�� ^�/�U]   

�א<�% �א�?�"�������%ذج �

 ��,,,,j�1� .,,,,0�m���,,,,A4� @�,,,,�/�=1 O��� 5�,,,,>F� N,,,,�  .,,,,�.� N,,,,�94� N,,,,� »z,,,,-�
�1� f�R��4� �l ���G21�s l �=�,�4� .,�.� @,� .,� ��,�� �1J,�� �,A� OP ¾���¡ 

��,,U �G�,,U 7o.,,� �,,z>� N,,� `.,,c� .,,�.�,  �,,�=9� �,,Ü3� OP �=�,,�4� .,,�.� ¾�,,�­�
 bJ,,,,,,,,K �,,,,,,,,=��/� e.,,,,,,,,�� �,,,,,,,,�1�
� ����V��,,,,,,,,Un @�,,,,,,,,�/� ��.,,,,,,,,1 »z,,,,,,,,jl 5�,,,,,,,,��4�Q �1J,,,,,,,,1

�G����,,,Un�?n ��;<,,,901� ��,,,z=>��� ��,,,����,  5	�,,,�P 5|,,,��4� f�>�,,,A� �,,,�K N,,,��
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٣٧٥  

 �iQ�.,,,,,Kl f,,,,,�Ü� ����G����,,,,,U� f,,,,,�Ü @�,,,,,�/��G����,,,,,Un�,,,,,�� �J `�.,,,,,K�� ��,,,,,�� �1
�G����,,,Un� �K.,,,�.� @,,,� .,,,� 5.,,,�.6� �l.,,,z�1 t �,,,�=01� 5g�	S� �o��,,,� �G�,,,U D�,,,Â� g

��U, �a�� ��,G�1 e�,-� �,�µl �� D�,Â4� �J,K g���o� .0�� 3��,>�1�� �,A��1� �,�
�Q.i�A4�,  �,i�� ��,U �G�,U D�,Â� g�,��o� .,�� �,¶ ^ �_,�1n� �,¬ §,Ul 5.,� ���K�

 ��,,,����?� 5�,,,� �3� ��,,,�� �l� @i�,,,1P �,,,�./4� �,,,�.F� �l �0=,,,A=1 @��,,,0���� ;<,,,901�
t D�,,,,,Â4� @i,,,,,A� �l� ;�	��,,,,,� �,,,,,i�dg�/� N,,,,,�9� � �É±,,,,,� ��,,,,,�K  `�.,,,,,K�� �,,,,,�/�

�G����Un�5|��9=1 �©ÅÐ«]  

�א<�% �א�?��?������%ذج �

 `�.,,,,,K��� �,,,,�¢31� .,,,,,�.� .,,,,0��G����,,,,Un� ��,,,,,��4� @,,,,,a0� �,,,,���� �,,,,,2=�C4� �
t ���0,j  �,,�=01� 5g�	S� �,,d�� N,� `�.,,K��� �,�¢31� bJ,,K 7�,j�� �,,� 5g.,/1� ^.,,�

 �,,,,,>�3F� ^�,,,,,i2� �,,,,,� 	��,,,,,�n� @�,,,,,� �1J,,,,,1� �,,,,,�J�2��1� �����,,,,,A4� OP�G����,,,,,Un� �
Strategy MapStrategy MapStrategy MapStrategy Map ,,�1�s �=�,,�4� bJ,,K 7,,
 �,,1�021� T3,,>1� 3,,8Hl N,,� �,,�0�,  bJ,,K ^�,,/��

 �,,,,>�3F��G����,,,,Un�,,,,�1� �,,,,0�g�� 	�,,,,0¸�� �,,,,� �s  ����,,,,�4� ��,,,,�/1� 7o.,,,,� �K	.,,,,?
t �,,=894�� ;�	�,,1 º�,,¦� .,,0z1�  g�,,���n� .,,0 ��� 7�M,,��1� ��,,�=9� .,,0 ��� ;<,,901� .,,0 ���

@=0�1��]   

 `3,,,,,,� .,,,,,,/1�De WaalDe WaalDe WaalDe Waal  �,,,,,,>�3F��,,,,,,Un��G��� �,,,,,,·|� �Ñ,,,,,,/>�� ;�,,,,,,��s  »,,,,,,R��
�G����,,,,,,Un� ��,,,,,,�=901�� ;<,,,,,,901�� �µ�,,,,,,A4� �,,,,,,� ��,,,,,,�<01� .,,,,,,�.� �<,,,,,,o N,,,,,,� �

5|,,,,��4�� �=��,,,,01�� �,,,,�=o�.1�Ò  �,,,,>�3F� bJ,,,,K £,,,,�g �,,,,�µl �,,,,� .,,,,Hl �,,,,H�G����,,,,Un� �
�g�� 	�,,0¸���;�	�,,1 ����,,�4� ��,,�/1� 7o.,,4 �,,0©ÅÈ«,  N,,� <,,H g�,, l �,,HKaplan Kaplan Kaplan Kaplan & & & & 

NortoNortoNortoNortonnnn  �,,,,,>�3F� 7,,,,,��K f�,,,,,U�� �,,,,,�µl OP�G����,,,,,Un� w,,,,,~ ��,,,,,j�� ����,,,,,A�1 �
 �,,,,,,U�9=4�Intangible AssetsIntangible AssetsIntangible AssetsIntangible Assets  �=��,,,,,,01� ��g.,,,,,,�� `g�,,,,,,0�� ��g�,,,,,,i� �,,,,,,j�o�
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٣٧٦  

 �,,,U�9=4� w,,,~ ��,,,j�� @=0�,,,1�� g�,,,���n� .,,,0� 	.,,,­ v,,,�? ��,,,��=04� �,,,���1�����
 �,,,,�µl 3,,,,8H����G����,,,,Uþ1 3,,,,M��µ�,,,,A4�� ;<,,,,90=1 �,,,,9�/1� �,,,,=o ´©®Ï«  .��,,,,A��

 �>�3F��G����Un�t � 	�.�P  3{��� �zA=1 ����
� ���<01�� 5|��4�Cause And Cause And Cause And Cause And 

EffectEffectEffectEffect,  `�.K�� �� £�3� �·l �H�G����Un���=�M��1� ����=9�� 5|��9=1 �©ÅÇ«]   

g�,,,,,Û1� N,,,,��¡  7,,,,z�	�.,,,,,�P  �,,,,>�3F��G����,,,,,Un� �,,,,,���=9� 5|,,,,,��4� 	.,,,,� �l �
,,,A�k31� �i�>,,,�Àl� v,,,�? �,,,>�3F� ;�,,,�� �,,,�=9� ^�,,,¹S �,,,9��.1� �i�>,,,�Àl� ��P �,,,�=901� �

 �,��3Q ��,�=9� .,��� v,�? 5|,��4� 7,o�	 �_,0�� ��,��H �K.?� »G�� n ��U�U��
Mz�� e3ols t 5|,��4� »G�,� :,�? .,��� @a�,� 7�,�� .,����� �l �c  �,�=901� @�.,/�

��U��/1� ��2j��4� f� ���>��� �U��� 7��� ��U�U��,  5|,��4� ��Gd �ÃQ ��=��
t ��,,,G�1� �,,,� .,,,9�0� ,,,��4�� 5	�,,,��4� �,,,��321� �,,,�2�u�1� ä�,,,�01�� ��g�	S� 7,,,H| 5

t 5|,,,��4� ��,,Gd �Ã,,Q �1J,,1  �,,�=901� ;�	l 5g.,,� ��,,��Process CapabilityProcess CapabilityProcess CapabilityProcess Capability  5g�,,,-�
,,,,0�z>1� f,,,,����1� :,,,,���� �,,,,� �<�,,,,on� �n.,,,,0� �,,,,U�g	 N,,,,� N,,,,�9� �,,,,�9Hs  h�,,,,/�z>�

n��,,?n� �,,�3a�1 �Probabilities TheoryProbabilities TheoryProbabilities TheoryProbabilities Theory,  �,,À|� �,,�=901� ;�	l 5g.,,� +,,�30� N,,�9��
t �<�,,,on� �,,,� �,,,�<01� +,,,-� É±,,,� �l ��,,,�/�  ��,,,? �<�,,,on� �Q�,,,A�� �,,,�=901�

t3,,,� ¨�,,,A
� £,,,U�1� Arithmetic MeanArithmetic MeanArithmetic MeanArithmetic Mean  É±,,,4� �l ��,,,�/4� �J,,,K OP ��,,,j�1���
 ���� �Á<Á �����l�dg�/4� N� �9k�� �n��?�©ÅÈ«:  

ª − 01� �l���² 7��� e	±�� ��1�� 5g.� ��� ��=9]   

® −  e	±�� 5.�� 5g.� ��� ��=901� �l������� 7��]  

Å − �<�on� N� 5.�.  ��g	 ���K� �2�0R 5g.� ��� ��=901� �l]  
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٣٧٧  

  
<ÜÎ…<ØÓ�<ÜÎ…<ØÓ�<ÜÎ…<ØÓ�<ÜÎ…<ØÓ�EEEERRRRDDDD< << << << <
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وجود قوى فى أسواق جديدة 

  )الشرق الأوسط: مثلا(
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٣٧٨  

 .0��	�.�P  �>�3F��G����,Un� §���,/4� f,R� �,�=901 �,�.�i¹ �,=?3� �,��89� �
 ����,,,�4� ��,,,�/=1 �,,,0�g�� 	�,,,0¸�1 h�,,,/Q� 5	.,,,�4� `�.,,,K�� N,,,� `.,,,K 7,,,�1 �z,,,U��4�

;�	�,,1,  @,,�g 7�,,�1� »,,R����Ð � �,,�2��1 hn�,,8�	�.,,�P  �,,>�3F��G����,,Un��,  N,,��
 �,,>�3F� �l »,,B�� 7�,,�1� �J,,K�G����,,Un��,,� 7,,90� � y,,��2� �G����,,Un� �,,��01� �

�� ;<,,,,901�� �µ�,,,,A4� N,,,,� 7,,,,H e��,,,,A� �,,,,� �,,,,��3Q `�.,,,,Kl OP 5|,,,,��9=1 ��,,,,�=901
�9�1�� @=0�1�� ��=o�.1�©ÅÇ«]   

�א<�% �א�@א()������%ذج �

 �,,,,>�3F� 7,,,,9��� �l .,,,,0��G����,,,,Un� �,,,,��9¥ ;�,,,,�� � l.,,,,z� �l 5|,,,,��9=1 N,,,,�9� �
�,,,,,,¶ �,,,,,,j�F� §���,,,,,,/4�, J,,,,,,K §,,,,,,�0� �l �,,,,,,¬� �,,,,,,ii���� 5|,,,,,,��4� �,,,,,,�¢g §���,,,,,,/4� b

sG����,,Un�,  `�.,,K�� f,,� �,,���1� �J,,K� �,,�¢31� bJ,,K �,,2�� �l �,,¬��G����,,Un� �
 ;<,,,,,901� f,,,,,�96����g�,,,,,F�� ��=o�.,,,,,1� � �,,,,,1�0Q �=�,,,,,U�H �
�,,,,,j ��,,,,,�� �l �,,,,,¬�

/Q�� e��A4� �� ;��U 5|��4� �� ��-�<1s Horizontal LevelHorizontal LevelHorizontal LevelHorizontal Level  e��,A4� �,� �l
èl3,,,1� Vertical LevelVertical LevelVertical LevelVertical Level t �K.��,,,A� ��=z/�,,,A� �,,,�¢3� 5|,,,��4� .,,,9�1  ��g�3,,,/1� ��,,,í�

 790� �l �¬�,,  h�BËl ,, t ���G21� .�.��1 39�A� g.-9H 5|��4�,  5|��4� _��3��
,,,,�1� ��g�,,,,Û1� ��,,,,����?n� �,,,,� §���,,,,/4� bJ,,,,K .,,,,�.� .,,,,��s  �i,,,,U��� @�,,,,� �l �,,,,¬

5|��4� ��G����UP ��Gdn©ÅÇ«]   

� N,,,,,��g�,,,,,Û1¡  ��,,,,,�3C4� §���,,,,,/� �,,,,,� 5g�,,,,,�C4� §���,,,,,/4� bJ,,,,,K ����,,,,,� �l
��,,�3C4� bJ,,,K ��,,H3¯ �l ��zz,,,A� §���,,/��,  bJ,,,K�,,,K §���,,/4�s ,,�1�s  �,,,i?���

GuptaGuptaGuptaGupta©®Æ«  ;�	�,,,1 ����,,,�4� ��,,,�/1� 7o.,,,�� ��,,,U �G�,,,U 7o.,,,� m�.,,,��,,,=�l�  �,,,i�1
 @U�Six Sigma Business ScorecardSix Sigma Business ScorecardSix Sigma Business ScorecardSix Sigma Business Scorecard, ���,� �l �,¬ §���,/4� bJK� §���,/� �,� �

º�¦� ;�	�� �1�s t 5|,��9=1 �,�1�¦� mk�,��1� ���� `.i�A�  §���,/�� w,-/1� 7,���
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٣٧٩  

º�,,¦� w,,~ ;�	�� �°�M,,��1� ;�	�� �,,�1�s  ;�	�� ��,,H3¯ �l ��zz,,A� ��,,�� `.i�,,A�
t 7,,,,��>1� 7,,,,���,  `�.,,,,K�� �,,,,�/� �,,,,� .��,,,,A� �,,,,²�G����,,,,Un� @,,,,�	� 5|,,,,��9=1 �

³Q���1� �K_H3�]   
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t ,,,�1� ��,,,d��z1� 7,,,�=� @�,,,� 5�,,,>F� bJ,,,Ks  .,,,�.� �,,,�3� N,,,� �,,,1�� �,,,i0�9V @,,,�
l ��,,,A�k31� }�z,,,U�� @,,,iQ�¡  �.,,,,0� 3�.,,,/� �<,,,o N,,,� ���,,,G2=1 53Á±,,,4� ��w,,,M�4�
,,�1�� �,,�1�
� ��,,�=901� 5g.,,�s  �,,�K� }�,,=>4� 7�,,�1�� �,,i=9� e	±,,� n �,,�=901� 7,,0V

G4� à,,0� 7,,�=� @�,,� �,,���1����1�� �nx�� ��1�,,U��� T3>1�,,H �0k�,,�1� ��,,��9
 ���	�� �3,,,¸l N,,�� ,�,,,��g�F� �,,�
�z1�� ��,,Âz1� 	g��,,,4�� 	 ��,,4� �1J,,,H� �,,¶ �,,>z�34�

t ��.C�,,,A4�  ��9,,,A1� 7,,,��K �,,,�=� �,,,=>� �,,,� �,,,K� 3,,,{��� �z,,,A1� 7,,,�=� �|,,,�1� �J,,,K
Fish BoneFish BoneFish BoneFish Bone  �,,�=90=1 ��,,A�k31� �,,d ��6� .,,�.� �<,,o N,,� �,,1���3,,{�� � @,,Á �,,i=�=��

t ��zz,,,A4� .,,,�.�  @,,,�g 7�,,,�1� N,,,� »,,,B�� �,,,H g�,,,Áx� N,,,� 3,,,{l 7,,,H�È� �J,,,K N,,,�� ,
 g�Á¤ �0�gl �c ��=901� �l é?<� 7��1��	 ,¾ ,} ,l � �,1 g�,Áx� bJ,K N,� 3,{l 7,H �l�

 ��zz,,,,A� 5.,,,,�3{��,,,,Q �l �l �,,,,µ ��zz,,,,A� �,,,,1ªl ,® } �,,,,µ ��zz,,,,A� �,,,,1 } 3,,,,{���ª} ,® 
�� ��,,,,,
� �1J,,,,,H� h�,,,,,��K h�g�	 ��=��,,,,,01� �,,,,,0=�� ,	 3,,,,,{��� ¾ 3,,,,,{�� N,,,,,� 7,,,,,�1 �z,,,,,A�1

º�,,�1��� 7,,,901� �,,,d ��G� �,,9=4� 3,,,8Hl @,,,·� 7,,�=��1� �J,,,K �<,,,o h��,,A�kg�  3,,,8Hl @,,,iQ
 ���g�,� 7�=� ^�.C�U� @�� �wol� ,L���1� g�Á¤ N� 3{l 7H .�.� �� 5g.� `�3���

Parito AnalysisParito AnalysisParito AnalysisParito Analysis º��,,��1� �,,���1� .,,�.��1 bJ,,c  ��zz,,A4� �,,� �,,Kw{|� �,,�g.1 h�,,/z�
�,,�=901�©ÅÆ« ] v,,�z1� T�,,>d ���,,B�� ��,,U �G�,,U �,,�3Q ^�,,/� �,,� h�,,z1�~ 5�,,>F� bJ,,K ��

 N,,,� .,,,H|�1� @�,,,� :,,,�? 5g�.,,1� bJ,,,K 39�,,,A�� ,7,,,�=��1� 5g�	 �,,�=� �,,,=>� �,,,� �<,,,o N,,�
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º�,,
� f,,R�1� �,,� 5�,,G21� .,,A1 �,,=�.z1� ��,,=
�  `.i�,,A4� f,,R�1�� ,��,,�=901� bJ,,c

 �,=�.z1� ��,=
� �,� �=,R�24�� ��w,M�4� �,� �,�<01� N� .H|�1� ��3� N� �1� @���
=��1� 7�=� ;�3�P f� �i�d�3�� �i��=��Q e.���2 â,��on �,?�/4� ��=�=1 .k�01� g�

�i=,,,,BQl �,,,,�3� N,,,,� �,,,,A��1� ��	�,,,,i¥ ��;�3,,,,�P �,,,,�=01� 5g�	S� @�.,,,,� �l �,,,,¬� ,
 7,,� ��01� 7,,H .,,�.�,,�1�s  ��,,�=901� 5g.,,� �,,,A� OP e	±,,�Processes CapabilityProcesses CapabilityProcesses CapabilityProcesses Capability 

 }�,,,,,,�01� 7,,,,,,�=/��5	�,,,,,,���  bJ,,,,,,K 5g.,,,,,,/1 .,,,,,,�� e��,,,,,,A� OP ��,,,,,,j�1� `.,,,,,,¶ 	g��,,,,,,4�
 �,=o �z,Ad OP ��,j�1� �,K ��,U �G�,U 7o.,� `.,K �l N,� @~3,1� �,�� ,���=901�
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 }�,,�01� N,,�Defect FreeDefect FreeDefect FreeDefect Free  �z,,Ad �	�,,0�ÆÆÓÆÆÆÈ % �z,,Ad �lÅÓÌ%,,0�t |,,>C=1 �. 
�Á�.
 �j3Q ���=4�©È« ,`.,c� �Jc 5|��4� ���=9� 7H 7-� �l h���=>� §�1 �dÃQ ,

,,�1� ��,,��4� ^�,,/� �l �,,¬ �J,,1�s ,,�1� ��,,�=901� .,,�.��� ��,,U �G�,,U ^�,,i2� �,,z>�s 
�A��1� 	�iG� �i�=� _H3�� 7o.4� �JK ��z>� N� .�2�A� ]  
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 ú�,,2
� OP 5�,,>F� bJ,,K `.,,�,,�1� �,,A��1� 	�,,i� �,,�s t �,,K��Gd� @,,�  5�,,>F�
 y,,,d�H ;��,,,U §���,,,/4� 7,,,H �,,,� f,,9V �,,,����g ��1�,,,Ul ^�.C�,,,U�� �,,,1� @�,,,�� ,�/��,,A1�
 »9,,,,,A� 5.,,,,,�34� �,,,,,�JM�=1 @,,,,,ad 	�,,,,,��� ��1�,,,,,U�� bJ,,,,,K _,,,,,�9��� ,�,,,,,�1�� w,,,,,~ �l �,,,,,�1��

¬g.,,,,,,�1� g �39�,,,,,Un��s t  �l _,,,,,,�9�1� �,,,,,,�g	 N,,,,,,� �,,,,,,�=901� }�,,,,,,/� :,,,,,,�? ����,,,,,,A��1�
� 7o.,9H ;�	�,1 ����,�4� ��,�/1� 7o.� ^�.C�U� ��µl ��� ��G4� �JK �� ,���1
lt ��1�0Q yz{ º�¦� ;�	�� @��/� ��¥ °�M��1�� t 5.,�34� �,�JM�1� @ad wQ���  g�,�P

�A��1�� ����3=1 7����� ^�ad ]  

t ;��U �A��1� ���=9� ����31 ��U�U�� _k�H31� @Kl N�� 1� ����4� �����-
 N,�� ,5	�,6� �,z� �3� ^�i2� ��z>�1 �?��4� ��k�-?S� ���	�� ^�.C�U� ���.F� �l

 5	�,,6� �,,z� �3� £k�3,,o ���	�� bJ,,K �3,,¸lQuality Control Charts Quality Control Charts Quality Control Charts Quality Control Charts  ,,�1��s  �i�.,,�
,,,,,��3���s Walter ShowhartWalter ShowhartWalter ShowhartWalter Showhart  �,,,,,��01� }�z,,,,,U�� �,,,,,� �,,,,,�32�1� N,,,,,� �,,,,,c<o N,,,,,�¹�

,,,,,�1� ��,,,,,Q �3�d<1 �,,,,,j�F� }�z,,,,,U���s  ,�,,,,,����dS� ��,,,,,�=901� �,,,,,� l3,,,,,>� �l N,,,,,�9�
Í�,,�� ��.,,� �,,·|� 5	�,,6� �,,z� �3� £k�3,,o `3,,0��  ��,,�=901� e.,,?S y,,��1�� £z�3,,�

t .��,,A�� �,,��0� �,,���� 5�,,Q �<,,o ��,,Gdn� ��,,�� »,,R�� :,,K� �,,i�z� �3� 	 �3,,4�  �,,Q30�
��d.,1�� �,�=01� 	�.
� �<o N� ;�	�� £U��9� �dg�/� ��d��z1� bJK ��K�V�  �,z� �34

 ^�.C�,,,U�� �,,,iGk��d L�z��,,,U�� ��,,,�=901� ;�	l ��,,,d��� 7,,,�=� �,,,1� .,,,0� @�,,,�� ,5	�,,,6�
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t @i,,,,,,,,A� �,,,,,,,,,² �,,,,,,,,���31� £k�3,,,,,,,,C� �,,,,,,,,,j�o ��,,,,,,,,R��g �n	�,,,,,,,,0�  ��,,,,,,,,,Q �3�dn� �,,,,,,,,Q30�
�¶�zUl�©ÌØ« ]  

��,,,,,,U�Ul ���,,,,,,d OP ��,,,,,,Q �3�dn� }�z,,,,,,Ul @,,,,,,A/��� : }�z,,,,,,Ul� �,,,,,,��� }�z,,,,,,Ul
 ��,,Q �3�d<1 �,,��01� }�z,,U��� ,�,,j�ot ��,,��  e	±,,�� ^�,,a�1�� �=,,j ��� �,,1�M1�

 ,N�_1� N� �=��� ���Q �<o ��z81�� _�9��� �>�A� ���� .� ��Q�3�d� 	��� OP
,,,,iQ ��,,,,Q �3�d<1 �,,,,j�F� }�z,,,,U�� �,,,,�ls  N,,,,� �,,,,�g�o }�z,,,,U� �,,,,G��d 5	�,,,,� �.,,,,�

t 5w,,,zH ��,,,Q �3�d� �.,,,� �,,,·|� }�z,,,U�� bJ,,,K +,,,-��� ��,,,�=901� �,,,0�z�  e��,,,A�
� �l m��4�t 	�0�� �¶ ±z��1� N�9� n ��Q�3�d� :K� ��./4� ��.F  ��,�?�� @,a0�

 �l ��2,j��4�� w��,09=1 @�=A1� w~ ��z>�1� �l ����1����=1 @�=A1� w~ ��z>�1� OP
g.� w~ �1�� 	���1 �G��d5|��4�� ��©Ìª« ]  

� �,,,��9¥ ^.,,,/� ¾��,,,9�1� �J,,,K �l v,,,?�z1� e3,,,� ��,,,/4� ¾��,,,9�1� �,,,� ;�,,,��� �,,,d3
 �i,,U��� �,,1	�0�� ���,,G21� `�,,��Hn �,,1�0Q ��,,�ì¤ .,,0� ���,,>o fz,,U N,,� �/,,U�����
 �1�� �A��1� ��=9� ��g�39�U� ��B1 �i�z� �3�� �c ����A� ��=? 	�¬P� �i=�=��
 ��,/4� 7o.,4� �J,K� ,5|,��4�� �,�g�	S� �����,A4� f,�Ü 7,��2�� �Hg��� �<o N�

�� @��,,,,/� ��,,,,�=9� ;�3,,,,�P N,,,,� N,,,,�9� ���.,,,,F� �l ��,,,,G��4� 5	�,,,,6 539�,,,,A� �,,,,A
 �,,�¢g �,,� ��,,-�n� @,,�	 �,,� .��,,A� �,,Àl �,,H 7,,������ @a�,,� 7�,,�� 7,,�90=1 �,,�./4�
 `�.,,,K�� �,,,�� �,,,�?�d N,,,� �,,,�=01� 5g�	S� �,,,d�� N,,,� 5	.,,,�4� ����G����,,,U�� 5|,,,��4�

�G����Un��1� �s e3,ol �,�?�d N,� �,�J�2��1� �����,A4� �,Q309� �KJ,�2�� @�,� �,�=�� ,
 7H �� �_� N� �d����4� 5	�2�Un� �/­ `�U 7o.4� �JK ��z>� �l e3� v?�z1� �ÃQ
 �,,,�g	 OP 5|,,,��4�� hn�,,j� ;�	�,,,1 ����,,�4� ��,,,�/1� 7o.,,�� ��,,,U �G�,,U 7o.,,,� N,,�

t _�9�1� ��AQ���1� ��g.�� �i����g �� §�0�� �² 5;�2�1�� �2=��1�� 5	�6� ]  
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,,,,,�1� ��g�,,,,,>�1� �	ls t yÁ.,,,,,?  OP ��,,,,,��4� @,,,,,a0� b�,,,,,V� OP ��,,,,,AQ���1� �,,,,,
�z1�
 ;�,,,,,/z1� �,,,,,� ��.��,,,,,A�� �,,,,,i?�Gd 7,,,,,� ��� @�.,,,,,1 �,,,,,8�.? ��1�,,,,,Ul� ��2,,,,,A=Q g�,,,,,����

��,,,AQ���1� ��g.,,,� 5	�,,,��� g�39�,,,Un��,  7o�.,,,4� @,,,Kl N,,,� ��,,,U �G�,,,U 7o.,,,� �,,,�0��
�1�s 2A=Q� ��G����UP ��¢g ^./���� �g�	P ��� ¡ t �����n� ��g	 ��/��1  5	��

,,,�1� ���.,,,F� �l ��,,,G��4�s ;<,,,90=1 5|,,,��4� �i�.,,,/�, t v,,,?�z1� ���,,,? .,,,/1�  bJ,,,K
 @�K�,2� m,�	 �,i�Q @�,� �,=����� �,��a�� �<,o N,� 7o.,4� �JK ��Gd 7�02� �U�g.1�

J,,,,1� 7o�.,,,,4� .,,,,?l f,,,,� ��,,,,U �G�,,,,U 7o.,,,,�¡ lz,,,,U��4� 3,,,,�21� y,,,,z{s  5�	|,,,,H �,,,,��1�0Q
t �=o.,4� <,H �,� �_� N,� 5	�2�U<1 ;�	�1 �����4� ���/1� 7o.� �K� ��G����UP 

t _,,,,,�9�1�� 39�,,,,,A4� �,,,,,A��1� `�.,,,,,Kl �,,,,�/� 5;�,,,,,2�1�� �,,,,,2=��1�� 5	�,,,,,6� N,,,,,� 7,,,,,H, 
�1� mk���1� @Kl ´3� N�9��s °� ��Q �U�g.1� �i�1P y=j��:  

�ª� ,6� 5g�	S É�,z4� 	�.,��n� �,K ��U �G�U 7o.� ��0� y,d�H .,/1� �=��,�1� 5	�
 �,,,,,HÉMotorolaMotorolaMotorolaMotorola ,,,,,Ks  ^�,,,,,� �,,,,,/�z>�� ^�,,,,,� N,,,,,� ��lªÆÇÈ  5	�,,,,,� :d.,,,,,�1 �,,,,,G��d

t ;�	�� 5	�,,� �����,,A9� �,,dg�/� �H,,Â1� ��,,G��� �,,=Á�4� ��H,,Â1�,  �,,,i�0z��
 �HÂH e3o�� ��HÂ1� N� .�.01� �1� .0�General MotorsGeneral MotorsGeneral MotorsGeneral Motors  �HÉ�SonySonySonySony 

 �HÉ�BMWBMWBMWBMW  �HÉ�CocaCocaCocaCoca−−−−ColaColaColaCola]   

�®� � �	.,,0�,,�1� 3,,a�1� ��,,i�s z,,U��4� }	�� �i�.C�,,U�s g�	S��¡ t  »�,,R��
��,U �G�,U �,�K��,  ;�	l �,,A�� ��,�/1 �,�9=� �,�Gi�� �,·l OP v,,?�z1� Ô,=o�

t �µ�,,,A4�� ��,,,�=901� t �=��,,,01� 7,,,H e�,,,,� f,,,�9V� .,,,�?  7,,,,�l N,,,� 5|,,,��4�
t ��,���n� N,� �,�1�� �,�g	 �,�/� 4� �,���g �,� §�0�,� �,² 5	�,,6� 7,,�=/�� 5|,��
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