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ƕǐǆǋƥƗǀǁǗƐ ƕǄƣƢǁƐ ƔƣǋƜ
ȅǟǿǻøøøøøȱǠǵ ǦøøøøøǦ:ǦȲɆȵ ɄȞȵǠƨǟ ȂȭȀȶȲȱ ƆȿȀǪȮȱɋǟ Ȝȩɀƫǟ  



"ƗƵƑ ƷǷƸǚǩƘƛ ƙƘǆǱ ƘǲǪǖƪơ ȅ ǬǶǪǩƗ ǾǩƘƛ ȅǷ ƘǲƮƪǱƎƻ ƵƑ ƗƘǲǢǞƱƍ ƘǱƸǥƵǷ ǯƍ 

ǟƘǞƱȃƗ ƫƘƪǲǩƗ ǠƜƾơ ǼƢǩƗ ƞƛƸƪƢǩƗ Ǹǵ"  

" ƸǾƱ ǨǖƩƗ ǬǶǪǩƗƘǲǩƘǮǕƍ  ƟƘƮǩƘǆǩƗ ƟƘǾǡƘƜǩƘƛ ǬƢƱƗǷ ƘǶǮơƗǸƱƘǲǩƘǮǕƍ"  

 ƸǦǂǩƘƛ ǫƴǢƢǱǺǩƑ ǻƶǩƗ  ǨǾǪǩƗ ƚǾǎǽȅȅƑ  ƷƘǶǲǩƗ ƚǾǎǽȅ Ƿ ǳƸǦǂƛȅƑ  ǴƢǕƘǎƛȅǷ 

ƚǾǎơ ƝƸƱǿƗ ȅƑ  ƞǲƪǩƗ ƚǾǎơ ȅǷ ǳǸǞǖƛȅƑ  ƗƸǾƦǥ ƗƴǮƭ ǳƴǮƮǱ ǨƩǷ ƺǕ ŻƗ ǴƢǽƏƸǩ

ǯƘǲƢǭȅƗǷ ƸǽƴǢƢǩƗ ǄǩƘƱǷ ǨǽƺƪǩƗ ƸǦǂǩƘƛ ǫƴǢƢǱ ƘǮǥ ƝƗƴƾǮǩƗ ǴǮǖǱ ǺǪǕ

 Ƒ ǺǩȁƗƘƢƽƵƝ  ƞǝƸǂǮǩƗƞǾǱǸǅ ƸǵƗƹǸƛ  ǺǪǕƘǶǝƗƸǁƑ ǵ ǺǪǕƶ ǔǉƗǸƢǮǩƗ ǨǮǖǩƗ Ɨ  

 ƟƘǶǾƩǸƢǩƗ Ǩǥ ǺǪǕǷƟƗƳƘǁƷȃƗǷ ǩƗƢƘǲǩ ƘǶƢǭƴǡ Ǽ.  

 Ǩǥ ǺƾǲǱȅ ƘǮǥƝƶơƘƽƍ  ƞǅƘƱ ƞǪǾǭ ǼǖǭƘƪǩƗ ƺǥƸǮǩƗƍơƘƽƶ ǫǸǪǖǩƗ ƴǶǖǭ Ɲ

ƞǽƳƘǆƢǡȅƗÛ ƸǾǾƾƢǩƗ ǫǸǪǕǷ ƞǽƷƘƪƢǩƗ.  

ƑƘƽ ǰǭ Ǩǥ ǺǩǵǬ  ƷǸǎǩƗ ǰǭ ƘǲǮǾǪǖơ ǼǝǼƕƗƴƢƛȅƗ Ƒǵ ƘǲǭǸǽ ǺǩƶƗ.  

 ƚǽƸǡ ǰǭ ƘǱƴǕƘƽ ǰǭ Ǩǥ ƸǦǂǱ ƘǮǥƍƞƜǾǍ ƞǮǪǦƛ ǸǩǷ ƴǾǖƛ Ƿ.  



"ǬơƎǝ ƞǮǖǱǷ ƞǾǝƘǕ Ǽǝ Ǥǲǭ ƠƮƜǅƍ ǼǱƑ ǬǶǪǩƗ ǪǕ Ǽ ƝƸƱǿƗǷ ƘǾǱƴǩƗ Ǽǝ ǣƸƢƽǷ ǤƢǾǝƘǕǷ ǤƢǮǖǱ"  

ǻƶǩƗ ǔǉƗǸƢǮǩƗ ǨǮǖǩƗ Ɨƴǵ ƹƘƪǱƗ ǺǪǕ ƘǲǱƘǕƍǷ ǠǽƸǎǩƗ Ƙǲǩ ƷƘǱƍ ǻƶǩƗ ǺǩƘǖơǷ ǣƷƘƜơ Ż ƴǮƮǩƗ  

ƎøǨǥ ǺǩƗ Ǵǽƴǵ ǼƜǪǡ Ǽǝ Ɲƺǖǭ Ǵǩ ǰǭ  

ƊƘǾƮǩƗǷÛ ƝǸƱȁƗÛ ǸǞǖǩƗÛƊƘǝǸǩƗÛƚƮǩƗÛƞǕƘƪǂǩƗÛ ƝƸƛƘƦǮǩƗǷ ƸƜǆǩƗ ǼǱƘǮǪǕ ǰǭ ǺǩƗ.  

 ǯƘǲƢǭȅƗǷ ƸǽƴǢƢǩƗǷ ƸǦǂǩƗǷ ƚƮǩƗ ƟƗƷƘƜǕ ƘǮǶǾǞǦơȅ ǰǭ ǺǩƗ.  

ƝƘǾƮǩƗ ƚǕƘǆǭ ǼǎƲơ ǺǪǕ ǼǱƘǖƪǁǷ ƞǝƸǖǮǩƗǷ ǬǪǖǩƗ ƙǷƷƳ Ǽǝ Ƙǭƴǡ ǼǊǮǩƗ ǺǩƗ ǼǱƘǖǝƳ ǰǭ ǺǩƗ.  

 ƝƘǾƮǩƗ Ǽǝ ǼǥȆǭ ǺǩƗƼǞǲǩƗ ƝƺǕǷ ǬǪǖǩƗ ƚƭ ǼǲƢǖǉƷƍ ǼƢǩƗ ǺǩƗ ƳǸƩǸǩƗ ƸƽǷ ƝƘǾƮǩƗ ƞǮƾƛ ǺǩƗ" Ǽǭƍ

ƞǾǩƘǚǩƗ  ƝƸǵƹ "ƘǵƘǕƷǷ  ŻƗ ƘǶǊǞƱ.  

 ǠǽƸǎǩƗ Ƙǲǩ ƊǼǊǾǩ ǳƸǮǕ ǰǾǲƽ ǨǖǁƍǷ ǠǽƸǎǩƗ Ƙǲǩ ǠǂǾǩ ǴƛƘƜǁ ǓƘƛ ǰǭ ǺǩƗ"ǼǩƘǚǩƗ Ǽƛƍ  

 ƴƜǕǟƗƹƸǩƗ" ǳƸǮǕ ŻƗ ǧƘǍƍ.  

 ǼơƗǸƱƍ ƴƭƗǷ ǬƭƷ ƟƘǮǪǑ ǬǶǖǭ ǼǲƢǖǮƩ ǰǭ ǺǩƗǫƘǶƽ  ƞǪǾǊǝ Û ƞǮǍƘǝǷ ǬǽƸǭ ÛǹǸƪǱ Û Ɲƴƭ  

ǰǾƽƘǽ ǻƗǸƱƍǷÛ  ǰƾƭƍ  

 ǼơƘǢǽƴǅƊƘǝǷ Ƿ ƞǾǝǷƷ ǰǾǭƍǸƢǩƗǷ ƞǾǭƘƽ ǬǽƸǭ ǧƘǲǭ Ǻǲǭ ƞǲǽƸƛƘǅ  ƊƘǮƽƍ  

ǼơƸǥƶǭ ǬǶǖƾơ Ǭǩ ǰǭǷ ǼơƸǥƗƵ ǬǶƢǖƽǷ ǰǭ Ǩǥ ǺǩƗ.  

 ƬǞǆƢơ ǰǭ ƠǱƍ ǤǾǩƑơƸǥƶǭǼ





ǬǾƭƸǩƗ ǰǮƭƸǩƗ ŻƗ Ǭƾƛ

"ǬơƎǝ ƞǮǖǱǷ ƞǾǝƘǕ Ǽǝ Ǥǲǭ ƠƮƜǅƍ ǼǱƑ ǬǶǪǩƗ ǪǕ Ǽ ƝƸƱǿƗǷ ƘǾǱƴǩƗ Ǽǝ ǣƸƢƽǷ ǤƢǾǝƘǕǷ ǤƢǮǖǱ"  

 ǨǮǖǩƗ Ɨƴǵ ƹƘƪǱƗ ǺǪǕ ƘǲǱƘǕƍǷ ǠǽƸǎǩƗ Ƙǲǩ ƷƘǱƍ ǻƶǩƗ ǺǩƘǖơǷ ǣƷƘƜơ Ż ƴǮƮǩƗǻƶǩƗ ǔǉƗǸƢǮǩƗ  

ƎøǼƜǪǡ Ǽǝ Ɲƺǖǭ Ǵǩ ǰǭ Ǩǥ ǺǩƗ Ǵǽƴǵ  

ƑƊƘǾƮǩƗǷÛ ƝǸƱȁƗÛ ǸǞǖǩƗÛƊƘǝǸǩƗÛƚƮǩƗÛƞǕƘƪǂǩƗÛ ƝƸƛƘƦǮǩƗǷ ƸƜǆǩƗ ǼǱƘǮǪǕ ǰǭ Ǻǩ.  

Ƒ ǯƘǲƢǭȅƗǷ ƸǽƴǢƢǩƗǷ ƸǦǂǩƗǷ ƚƮǩƗ ƟƗƷƘƜǕ ƘǮǶǾǞǦơȅ ǰǭ Ǻǩ.  

ƑǩƗ ƚǕƘǆǭ ǼǎƲơ ǺǪǕ ǼǱƘǖƪǁǷ ƞǝƸǖǮǩƗǷ ǬǪǖǩƗ ƙǷƷƳ Ǽǝ Ƙǭƴǡ ǼǊǮǩƗ ǺǩƗ ǼǱƘǖǝƳ ǰǭ ǺǩƝƘǾƮ.  

ƑƼǞǲǩƗ ƝƺǕǷ ǬǪǖǩƗ ƚƭ ǼǲƢǖǉƷƍ ǼƢǩƗ ǺǩƗ ƳǸƩǸǩƗ ƸƽǷ ƝƘǾƮǩƗ ƞǮƾƛ ǺǩƗ ƝƘǾƮǩƗ Ǽǝ ǼǥȆǭ Ǻǩ" Ǽǭƍ

 ƞǾǩƘǚǩƗƞǪǝ "ƘǵƘǕƷǷ  ŻƗ ƘǶǊǞƱ.  

Ƒ ǠǽƸǎǩƗ Ƙǲǩ ƊǼǊǾǩ ǳƸǮǕ ǰǾǲƽ ǨǖǁƍǷ ǠǽƸǎǩƗ Ƙǲǩ ǠǂǾǩ ǴƛƘƜǁ ǓƘƛ ǰǭ Ǻǩ"ǼǩƘǚǩƗ Ǽƛƍ  

 ƳǸǖƾǭ" ǳƸǮǕ ŻƗ ǧƘǍƍ.  

Ƒ ǼơƗǸƱƍ ƴƭƗǷ ǬƭƷ ƟƘǮǪǑ ǬǶǖǭ ǼǲƢǖǮƩ ǰǭ ǺǩǯǸƾǾǭǷ ƸƩƘǵ 

ƴǮƭƍǷ ǰǽƴǩƗ ǧƘǮƩ ǼơǸƱƑ ǺǩƑ  

ǼơƘǢǽƴǅ  ƊƘǲǵ ǫƘǶƽ ƝƘǾƭ ƞƜǾƪǱ ƞǲǽƸƛƘǅ ƝƴǲǾǩ ƞǾǝƘǁ ƞǲǾǭƍ  

ǺǪǾǩ ǼƢǢǽƴǅǷ ǼǩƘƱ ƞǲƛƗ ǺǩƑ  

ƑǼơƸǥƶǭ ǬǶǖƾơ Ǭǩ ǰǭǷ ǼơƸǥƗƵ ǬǶƢǖƽǷ ǰǭ Ǩǥ Ǻǩ.  

 ƬǞǆƢơ ǰǭ ƠǱƍ ǤǾǩƑơƸǥƶǭǼ



ǬǾƭƸǩƗ ǰǮƭƸǩƗ ŻƗ Ǭƾƛ

"ǪǕ ǬơƎǝ ƞǮǖǱǷ ƞǾǝƘǕ Ǽǝ Ǥǲǭ ƠƮƜǅƍ ǼǱƑ ǬǶǪǩƗ Ǽ ƝƸƱǿƗǷ ƘǾǱƴǩƗ Ǽǝ ǣƸƢƽǷ ǤƢǾǝƘǕǷ ǤƢǮǖǱ"  

 ǨǮǖǩƗ Ɨƴǵ ƹƘƪǱƗ ǺǪǕ ƘǲǱƘǕƍǷ ǠǽƸǎǩƗ Ƙǲǩ ƷƘǱƍ ǻƶǩƗ ǺǩƘǖơǷ ǣƷƘƜơ Ż ƴǮƮǩƗǻƶǩƗ ǔǉƗǸƢǮǩƗ  

ƎøǼƜǪǡ Ǽǝ Ɲƺǖǭ Ǵǩ ǰǭ Ǩǥ ǺǩƗ Ǵǽƴǵ  

ƊƘǾƮǩƗǷÛ ƝǸƱȁƗÛ ǸǞǖǩƗÛƊƘǝǸǩƗÛƚƮǩƗÛƞǕƘƪǂǩƗÛ ƝƸƛƘƦǮǩƗǷ ƸƜǆǩƗ ǼǱƘǮǪǕ ǰǭ ǺǩƗ.  

 ǯƘǲƢǭȅƗǷ ƸǽƴǢƢǩƗǷ ƸǦǂǩƗǷ ƚƮǩƗ ƟƗƷƘƜǕ ƘǮǶǾǞǦơȅ ǰǭ ǺǩƗ.  

ǩƗ ƚǕƘǆǭ ǼǎƲơ ǺǪǕ ǼǱƘǖƪǁǷ ƞǝƸǖǮǩƗǷ ǬǪǖǩƗ ƙǷƷƳ Ǽǝ Ƙǭƴǡ ǼǊǮǩƗ ǺǩƗ ǼǱƘǖǝƳ ǰǭ ǺǩƗƝƘǾƮ.  

ƼǞǲǩƗ ƝƺǕǷ ǬǪǖǩƗ ƚƭ ǼǲƢǖǉƷƍ ǼƢǩƗ ǺǩƗ ƳǸƩǸǩƗ ƸƽǷ ƝƘǾƮǩƗ ƞǮƾƛ ǺǩƗ ƝƘǾƮǩƗ Ǽǝ ǼǥȆǭ ǺǩƗ" Ǽǭƍ

 ƞǾǩƘǚǩƗƞǾǥƹ "ƘǵƘǕƷǷ  ŻƗ ƘǶǊǞƱ.  

 ǠǽƸǎǩƗ Ƙǲǩ ƊǼǊǾǩ ǳƸǮǕ ǰǾǲƽ ǨǖǁƍǷ ǠǽƸǎǩƗ Ƙǲǩ ǠǂǾǩ ǴƛƘƜǁ ǓƘƛ ǰǭ ǺǩƗ"ǼǩƘǚǩƗ Ǽƛƍ  

 ƴƜǕǟƗƹƸǩƗ" ǳƸǮǕ ŻƗ ǧƘǍƍ.  

 ƘǮǵƸǮǕ Ǽǝ ŻƗ ǧƘǍƍ ǯƘǾǩƘǚǩƗ ǼơƴƩǷ ǻƴƩ ǺǩƗ  

 ǼơƗǸƱƍ ƴƭƗǷ ǬƭƷ ƟƘǮǪǑ ǬǶǖǭ ǼǲƢǖǮƩ ǰǭ ǺǩƗƸǾǮƽ ƘǶƩǷƹǷ ƞǽƴǖƽ ÛƝƸǾƱ ÛƞǾǱƘǵ ƝƴǾǖƽ   ǹƸǥƵ  

 ƞƲǽƗƳ ƞǮǾǪƽ ǼơȅƘƱ ǺǩƗ  

 ƸǾƛǷƺǩƗ ǼǩƘƱ ƞǪǾƽǷ ǴƢƩǷƹǷ ƺǽƺǕ ǼǩƘƱ  ƞǮǾǖǱ ǴǲƩǷƹǷ ƳƗƸǭ ǼǩƘƱ ÛƞǽƹǸǝ ǴƢƩǷƹǷ ǛǷƏƷ ǼǩƘƱ ǺǩƗ

 ƞǪǾǮƩ ǴƢƩǷƹǷ  

Ɨ ƳȅǷƍ ǺǩƳƘǽƑ ǼƜǾƜƭǷ ƚǖǆǭ ƻƴǲƽ Ǩǽƴǵ ƘǱƷ Ƿ ǻƹǸǝ  Ǹǲǽƹ ǯǷƷƘǵ ƴǾƭǷ ǼǩƘƱ  

 ǼơƘǢǽƴǅ  ƘǾƽƍ  ǫƘƾƢƛƗ  ƝƘƪǱ  ƞǮƭƷ  ƞǲǾǮƽƘǽ  ƝƸǾǭƍ  ƝƳƷǷ  ƞǲǾƾƭ  ƞƜǾƪǱ  ƊƘǮƽƍ  

    ƞǮƭƷ ǼƢǮǕ ƞǲƛƗ ǺǩƗ  

ǼơƸǥƶǭ ǬǶǖƾơ Ǭǩ ǰǭǷ ǼơƸǥƗƵ ǬǶƢǖƽǷ ǰǭ Ǩǥ ǺǩƗ.  

ơƸǥƶǭ ƬǞǆƢơ ǰǭ ƠǱƍ ǤǾǩƑǼ



ȃȀȾȥ ɁɀǪǂǟ.  

ȯȿǟǼƨǟ ȿ ȯǠȮȉɉǟ ȃȀȾȥ.
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أ

      ǦȆȅǘȵ ɃǕ ǳǠƱ ɁǼƫ ǻǼǂǟ ǿǠɆȞƫǟ ɀȽ ɄǱɀȱɀȺȮǪȱǟ ǿɀȖǪȱǟ ǴǤȍǕǟǦɅǻǠȎǪȩ  ǿɀȖǪȱǟ ȬȱǾȱ ǟȀȚȹȿ ǠȽɀƴȿțǿǠȆǪƫǟ ȭ Ž ǦȥǠ

 ǧǠȵɀȲȞƫǟ ǠɆǱɀȱɀȺȮǩ ǧɍǠƭ ǨȱǟɀǩǧǟǿǠȮǪǣɍǟ ȹɋǟ ǦȮǤȉ ǿɀȾșȿ ǥǿǟǻɋǟ ȯǠƭ ŽǪȹȀǨ ǟȝɉǟ ȁǠƱǙ Ž ǟƘǤȭ ǟƘǭǖǩ ǠƬ ƔȱȯǠȶ.  

Ⱦƨǟ ȄɅȀȮǩ ǴǤȍǕȰɆȲȪǪȱǟȿ ǧǟǒǟȀǱɋǟ ȔɆȆǤǩ ȣǼŏ ǥǿɀȖǪƫǟ ǠɆǱɀȱɀȺȮǪȱǟ ȻǾȽ ȯɎȢǪȅǟ ȰǱɉ ɃǿȿȀȑ ǻɀ ȅǟ ȸȵ ȳǟǼǺǪ

 ǼȾƨǟȿ ȧǿɀȱǟȯȿǾǤƫǟ ǣȵ ȰȩǖǠ ȸȮƹ.  

 ǦȵǼƪǟ ǥǻɀǱ ǴȲȖȎȵ ȀȾș Ȭȱǽ ɂȲȝ ǟǒǠȺǣȿǦɆȹȿȀǪȮȱɋǟ ǼɅǼǱ ȳɀȾȦȵ ɀȽȿÛ ǼǱǟɀǩ  ȀȎȞȱǟ Ž ǦɆȺȪǪȱǟ ǧǟȂǲȺƫǟ ǿǠƣ ȸȵ

ÛǬɅǼƩǟ ǿɀȖǪȱǟ ǧǻǕ ǬɆǵ ȯǠƭ Ž ǧǟɍǟǧɍǠȎǩ  ǧǠɆȺȪǩ ǧǟǿǠȮǪǣɌȱǟȿǟȯǠȎǩ  ȰǤȩ ȸȵ ǼɅǼƨǟ ƘȮȦǪȱǟ ƂǙ ǥǿɀȖǪȵ

 Ž ǧǠȵɀȮƩǟǥǻǠȦǪȅɍǟ  ǦȪɆȩǼȱǟ ǥǿɀǮȱǟ ǧǟȂǲȺȵ ȸȵȳǟǼǺǪȅǠǣ  ǧǠȮǤȉȿ ǡɀȅǠƩǟǨȹȀǪȹɋǟ  ǧǠȵǼƪǟ Ƙȥɀǩȿ ȯǠȶȝɉǟ ȁǠƱǙ

 ǦȪɅȀȖǣ ƙȺȕǟɀȶȲȱǦɆȹȿȀǪȮȱǙ ǟ ǧɎȮȊƫǟ ȸȵ ǼɅǼȞȱǟ Ȱǵ Ž ǦɆȱǠȞȦǣ ȴȽǠȆǩ ǼȾƨǟ ȸȵ ȰɆȲȪǪȱǟ ǠȾƵǕ ȸȵ ƔȱȯȿǾǤƫǟ ǿǠȎǪȩǟȿ 

Ǩȩɀȱǟ ǦȵǼƪǟ ȰɆȺȱÛ  ǦȮǤȉ ȜȵǨȹȀǪȹɋǟ ÛǠɆǱɀȱɀȺȮǪȱǟ ȀɅɀȖǩȿ ɉǟ ǥǼǵȿ ȰƮ ǨȲǵȶȝǠȯ  ǦȮǤȉ ɂȲȝ Ȝȩǟɀȵ ǦɅǻǠƫǟǨȹȀǪȹɋǟÛ ǼȪȥ 

ȹɋǟ ǦȮǤȉ ɂȲȝ Ȝȩɀȵ ȴɆȶȎǩ ƎǪȝǟǪȹȀǨ ȅǠǣ ǠȾǝɎȶȞȱ ǧǠȵǼǹ ǦȶȚȺƫǟ ȳǼȪǩ ǠȵǼȺȝ ɄȆɆǝǿ ȰȵǠȞȭȹɋǟ ȳǟǼǺǪǪȀȹǨ  ǥǟǻǖȭȯǠȎǩǟ 

ǦȱɀȾȅȿ ǠȾǪɆƵɉ ǟǾȽȿ ǠȾȵǟǼǺǪȅǟ ƆǠƭȿ ȜɅȀȅ ǼǱ ǠȾɆȱǙ ȯɀȍɀȱǟȿ ǧɎȵǠȞƫǟ ȸȵ ǼɅǼȞȲȱ ǠȽǿǠȎǪǹǟȿ.  

:ƘƟƓǁƐ ƕǐǁƑǀƪƋ  -1

 ȌƸ Ǡȵ Ž ɄȑǟȀǪȥɍǟ ƁǠȞȱǟ Ž ȄȥǠȺǪȱǟ ǻǟǼǪȉǟ ȷǙ ǧǠȵǼƪǟ ȀǪȮȱɋǟǦɆȹȿ  ǧǠȆȅǘƫǟ ǠȾȵǼȪǩ Ɣȱǟ ƂǙ ǠȾȞȥǻȻǠƟɍǟ  ɀƲ

ƞ ǧǠȵǼƪǟ ƙȆƠ ǠɅȴǝɎ ɍȿȿ ȴȽǠȑȀǣ ȁɀȦȲȱ ǠȾǝɎȶȝ ǧǠǱǠǵǝƩǟ Ȝȥǿ ȣǼŏ ÛȴȾǠȾǪɆƜǿ ȴɆȚȞǪȱ ɍɀȍȿ ǦɆȩɀȆȱǟ ǦȎÛ  ǟǾȱ

 ȼǪɆƵǕȿ ǠƬ ǦȲȮȊƫǟ ǻǠȞǣɉǟ ȸȝ ǬǶǤȱǟ ȯɎǹ ȸȵ ǠȾȺɆȆƠȿ ǠȾȅǠɆȩ ǦɆȦɆȭȿ ǦȵǼƪǟ ȻǾȽ ǥǻɀǱ ȯɀǵ ǬǶǤȱǟ ƂǙ ǦǱǠƩǟ ǧȀȾș

ǠƬɀǤȩȿ ǦȵǼƪǟ ƇǼȪǩ ɂȲȝ ƘǭǖǪȱǟ Ž.  

   ǤȅǠȵ ȯɎǹ ȸȵȨÛ ƃǠǪȱǟ ȯǗǠȆǪȱǟ ǳȀȕ ȸȮƹ:

 Ȝȩɀƫǟ ɄȵǼǺǪȆȵ ȴɆɆȪǩ ǠȵƆȿȀǪȮȱɋǟ ȱǦȵǼƪǟ ǥǻɀƨ ǦȲɆȵ ɄȞȵǠƨǟ ȂȭȀȶȲÝ  

 ǦɆȱǠǪȱǟ ǦɆȝȀȦȱǟ ǦȲǞȅɉǟ ǳȀȖȹ ɄȆɆǝȀȱǟ ȯǗǠȆǪȱǟ ɂȲȝ ǦǣǠǱɌȱȿ:  

-ÝǦȍǠǹ ǦȦȎǣ ǦɆȹȿȀǪȮȱɋǟ ǦȵǼƪǟ ǥǻɀǱȿ ǦȵǠȝ ǦȦȎǣ ǦȵǼƪǟ ǥǻɀƛ ǻɀȎȪƫǟ Ǡȵ  

- ƪǟ ǥǻɀǱ ǻǠȞǣǕ ȴȽǕ ɄȽ ǠȵǦɆȹȿȀǪȮȱɋǟ ǦȵǼÝ  

- ǦɆȱǠȝ ǥǻɀǱ ȿǽ ɄȞȵǠƨǟ ȂȭȀƫǟ Ȝȩɀȵ ɂȲȝ ǦȑȿȀȞƫǟ ǦȵǼƪǟ ȰȽÝ  

- ǩ ɁǼȵ ǠȵȲȱ ǦɅǠȶƩǟȿ ȸȵɉǟ ȰǝǠȅȿ ȀȥɀɄȞȵǠƨǟ ȂȭȀƫǠǣ ǦȍǠƪǟ ǧǠȵɀȲȞȶ ɄȞȵǠƨǟ Ȝȩɀƫǟ ȰǹǟǻÝ  

2-ƖƑøøǐƮƥøƻǁƐ:

-  Ȝȩɀƫǟ ǠȾȵǼȪɅ Ɣȱǟ ǧǠȵɀȲȞƫǟ ǥǻɀǱƆȿȀǪȮȱɋǟ ǦɆȱǠȝ.

-ǪȮȱɋǟ ǦȵǼƪǟ ǥǻɀǱǦɆȍɀȎƪǟȿ ƙȵǼǺǪȆƫǟ ǧǠǤȲȖȱ ǦǣǠǲǪȅɍǟȿ ȯǠȶȞǪȅɍǟ ǦȱɀȾȅ ɂȲȝ ǠȾȅǠɆȩ Ž ȂȮǩȀǩ ǦɆȹȿȀ.

- ǦɅȀȆȱǟȿ ȸȵɉǟ ɂȲȝ ȀȥɀǪǩ ɄȞȵǠƨǟ ȂȭȀƫǠǣ ǦȍǠƪǟ ǧǠȵɀȲȞƫǟ.



ƕǄƣƾǄǁƐ

ب

3- ƒƑƓƨƈƥƑǐƗƢƐ ƱǋƮǋǄǁƐ:

-Ǽƪǟ ȴȽǕ ǦȥȀȞȵ Ž ǦǤȡȀȱǟɄȞȵǠƨǟ ȂȭȀƫǟ ǠȾȵǼȪɅ Ɣȱǟ ǧǠȵ.

-  Ȝȩɀƫǟ ƙȵǠȒȵ ɂȲȝ țɎȕɋǟƆȿȀǪȮȱɋǟ  ǦȞȵǠǲȲȱƙȵǼǺǪȆƫǟ ɃǕǿȿ ȼȺȶȑ ǦȑȿȀȞƫǟ ǧǠȵǼƪǟ ǥǻɀǱ Ž.

4- ƑǊƺƐƣǉƈǋ ƕƨƐƥƣǁƐ ƕǐǄǉƈ:

 ǦɆƵǕȿ ÛǠȾǪɅǻǖǩȿ ǦȆȅǘƫǟ ǧǠȵǼǹ Ž ȻƘǭǖǩȿ ǦȆȅǘȶȲȱ ǦȵǠȞȱǟ ǦǞɆǤȱǟ Ž ɄȑǟȀǪȥɍǟ Ȝȩǟɀȱǟ ǦɆƵǕ Ž țɀȑɀƫǟ ǦɆƵǕ ȸȶȮǩ

ǠőǻɀǱ.  

   Ž ǦȆȥǠȺƫǟ ǥǼȉ ǥǻǠɅȁ ȷǙ  Ǝȝ ǦȵǼȪƫǟ ǧǠȵǼƪǟ ǥǻɀƛ ȳǠȶǪȽɍǟ ƂǙ ǦǱǠƩǟ ǧȀȾșǕ ǧǠȆȅǘƫǟ ƙǣ ɄȑǟȀǪȥɍǟ Ȝȩǟɀȱǟ

ǠȾȞȩǟɀȵ . ǧǠȅǟǿǼȱǟ ȸȝ ǬǶǤȱǟ ǦȅǟǿǼȱ ǒǠǱ țɀȑɀƫǟ ǟǾȽȿ ÛǠȾȅǠɆȩ ǦɆȦɆȭȿ ǥǻɀƨǟ ȻǾȽ ǻǠȞǣǕ ȸȝ ǬǶǤȱǟ ƂǙ ǦǱǠƩǟ ǧǻǟȁ ǟǾȱ

Ǽȱǟ ȻǾȽ ǼǵǕ ȨɆǤȖǩȿ ǦɆȹȿȀǪȮȱɋǟ ǥǻɀƨǟ ǻǠȞǣǕ ȃǠɆȩ Ž ǧǒǠǱ Ɣȱǟȿ ÛǦȲɆƫ ɄȞȵǠƨǟ ȂȭȀƫǟ Ȝȩɀȵ ɂȲȝ ǧǠȅǟǿ ǨȦȱ ȯȿǠƲ ȣɀȅ

ȻǠǤǪȹǟ  Ȝȩɀƫǟ ɂȲȝ ƙȶǝǠȪȱǟƆȿȀǪȮȱɋ ǥǻɀǱ ƙȆǶǪȱ ǦȵǼƪǟǦɆȹȿȀǪȮȱɋǟ ƨǟ ȂȭȀƫǟ ȣȀȕ ȸȵ ǦȵǼȪƫǟ Ȭȱǽȿ ɄȞȵǠ ǠȾȪɆȪƠ ǼȞǣ

ǠȾȺɆǣ ȸȵ Ɣȱǟ ǬǶǤȱǟ Ž ǥȀȖȆƫǟ ȣǟǼȽɊȱ:  

- ȣȀȞǪȱǟ  Ȝȩɀƫǟ ɄȵǼǺǪȆȵ ȴɆɆȪǩ ɂȲȝƆȿȀǪȮȱɋǟ ǪȆƫǦȵǼƪǟ ǥǻɀǱ Ɂɀ.  

-ǦȲɆȵ ǦɅɍɀȱ ɄȞȵǠƨǟ Ȝȩɀƫǟ ȣȀȕ ȸȵ ǦȵǼȪƫǟ ǦȵǼƪǟ ȴɆɆȪǩ ǦȱȿǠǂ ǦɆȹȿȀǪȮȱɋǟ ǦȵǼƪǟ ǥǻɀǱ ȃǠɆȪȵ ȸȵ ǥǻǠȦǪȅɍǟ.   

-  Ȝȩɀƫǟ ǦɆǤȲǩ ɁǼȵ ǦȥȀȞȵƆȿȀǪȮȱɋǟ ǧǠǱǠɆǪǵɍ ȼɆȵǼǺǪȆȵ.  

-ƪǟ ƙȆƠ Ž ȴȽǠȆǩ Ǽȩ ǧǠǵǟȀǪȩǟȿ ǧǠɆȍɀǪǣ ǯȿȀƪǟǼ ǧǠȵǦɆȹȿȀǪȮȱɋǟ ȝ ǦȵǼȪƫǟ Ȝȩɀƫǟ ɁɀǪȆȵ ɂȲƆȿȀǪȮȱɋǟ  ȂȭȀȶȲȱ

ȞȵǠƨǟɄ ǦȲɆȵ ǦɅɍɀȱ.  

5-ƘƟƓǁƐ ƛǊǆǄǋ ƖƐǋƣƈ:

  Ž ǠȹǼȶǪȝǟ ɆȲƱɋǟȿ ǦɆǣȀȞȱǟ ǦȢȱǠǣ ȜǱǟȀƫǟ ȤȲǪƯ ɂȲȝ țɎȕɋǠǣ ƑǪȮƫǟ ǴȆƫǟ ɂȲȝ ǬǶǤȱǟ ǟǾȽ ǢǪȮȱǟ ƙǣ ǨȝɀȺǩ Ɣȱǟȿ ǦɅȂ

ȹɋǟȿǪȹȀȵǼƪǟ ǥǻɀǱ ȯɀǵ ǧǠȵɀȲȞƫǟ Ȝȶƨ ȷǠɆǤǪȅɍǟ ǡɀȲȅǕ Ǡȶȭ ǨǦȲɆƫ ɄȞȵǠƨǟ ȂȭȀƫǟ Ȝȩɀȵ ɂȲȝ ǦȵǼȪƫǟ Ǧ.  

  ȸȵȿǕ ǰǝǠǪȹ ȰɆȲǶǪǣ ǠȺȶȩ țɀȑɀƫǟ ǦƨǠȞȵ ȰǱǥǿǠȶǪȅɍǟ  Ž ǠȺȞǤǩǟȿ ɄǝǠȎǵɋǟ ȰɆȲǶǪȱǟ Ȭȱǽ)x,s( ǰȾȺƫǟ ǠȺȞǤǩǟ Ǡȶȭ Û

ɆȪǩ ƂǙ ȯɀȍɀȱǟ ȰǱǕ ȸȵ ǦȱǠƩǟ Ǧȅǟǿǻȿ ÛǠȽǻǠȞǣǕȿ ǦɆȹȿȀǪȮȱɋǟ ǦȵǼƪǟ ǥǻɀǱ ȳɀȾȦȵ ƂǙ ȯɀȍɀȲȱ ɄȲɆȲǶǪȱǟ ɄȦȍɀȱǟ ǥǻɀǱ ȴɆ

ǦȲɆƫ ɄȞȵǠƨǟ ȂȭȀƫǟ ȣȀȕ ȸȵ ǦȵǼȪƫǟ ǦȵǼƪǟ.

6- ǃǐƨƾƗ ƘƟƓǁƐ:

      ƨǠȞƫ ȰɆȾȆǪȱȿ țɀȑɀƫǟ ǟǾȽ ǦǽƙȲȎȥ ƂǙ ȼȶɆȆȪǪǣ ǠȺȶȩ ȬȱǬɆǵ : ȯȿɉǟ ȰȎȦȱǟ ȴɆȽǠȦȵȿ ǥǻɀƨǟ ǦɆȽǠȵ ȯȿǠȺǪɆȅ ɃǾȱǟ

ǦȵǼƪǟ ǥǻɀǱ ȯɀǵÛ ȿȀǪȮȱɋǟ ǦȵǼƪǟ ǥǻɀǱ ǻǠȞǣǕȿ ȳɀȾȦȵ ȯȿǠȺǪɆȅ ɃǾȱǟ ƆǠǮȱǟ ȰȎȦȱǟɋǟ Ȝȩɀƫǟ ǦȱǠǵ Ǧȅǟǿǻ Ȝȵ ǦɆȹȿ ƆȿȀǪȮȱ

ȭȀȶȲȱǦȲɆƫ ɄȞȵǠƨǟ Ȃ.  



ýǍǕƒ ýƮƽǃƒ:

ƗǆƥƤǃƒ ƖƥǍƞ
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ƣǐǊǄƗ:

    ǬɆǵ ȰȵǠȞǪȱǟ Ž ǟƘǤȭ ǠȵǠȶǪȽǟ ǨȪȲǩ ǦȵǼƪǟ ǥǻɀǱ ǧǠȺɆȹǠȶǮȱǟ ǥȀǪȥ ȯɎǹ ȿ ɄǲɆǩǟȀǪȅǟ ȰȵǠȝȿ ǳǠǪȦȵ ƎǪȞǩǰǪȺƫǟ ȂɆƢ  Ǡƞ

ȿ ǦɆȩɀȆȱǟ ǦȎƩǟ ȜɆȅɀǩ ȰȦȮɅ ȴɆȚȞǩǳǠǣǿɉǟǱ ÛǦȵǼƪǟ ǥǻɀ  ɂȲȝ Ȁǭǘȵ ȰȵǠȝȷɀǣȂȱǟ ǠȑǿǾȱ Û ȳǠȶǪȽɍǟ ɃǿȿȀȒȱǟ ȸȵ ǴǤȍǕ ǟ

Ɠǵ ÛǦȵǼƪǟ ǥǻɀǱ ƙȆǶǪǣǠȾȞȵ ȰȵǠȞǪȲȱ ȴŏǼǱȿ ÛǒɎȶȞȱǟ ȳǠȶǪȽǙ ɂȲȝ ǽǟɀǶǪȅɍǟ ɂȲȝ ǠȾȵǼȪǩ Ɣȱǟ ǦȆȅǘƫǟ ȸȮȶǪǩ .  
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üǋǓƐ ƘƟƓǄǁƐ: ƔƣǋƜǁƐ ƕǐǉƑǄ

ǤȍǕ ǼȪȱǦɆƫǠȝ ǥȀȽǠș ǥǻɀƨǠǣ ȳǠȶǪȽɍǟ Ǵ ȯɀȎƩǟ ȸȵ ǠȾȺȮȶǪȱ ǦȶȚȺȵ ǦɅɉ ǥǠɆǵ ǡɀȲȅǕȿ ǦɅǿǟǻǙ ǦȦȆȲȥ ǥǻɀƨǟ ǨǶǤȍǕȿ Û

 ǦɆȆȥǠȺǩ ǥȂɆȵ ɂȲȝ ȴɆȽǠȦȵ ǬǶǤƫǟ ǟǾȽ Ž ȯȿǠȺǪȺȅȿ ƘɆȢǪȱǟ ǦȞɅȀȅ ǦȪǵɎǪƫǟ ǧǟƘȢǪȱǟ Ȱș Ž ǿǟȀȶǪȅɍǟȿ ǒǠȪǤȱǟ ȸȵ ǠȾȺȮƢ

ǥǻɀƨǟ ȯɀǵ ǦɆȅǠȅǕ.  

 ƒǂƯǄǁƐüǋǓƐ:ƔƣǋƜǁƐ ǃǋǊƻǄ

ȸȵ ǥǻɀƨǟ ǼȞǩ ȶȚȺȶȲȱ ǠɆȲȞȱǟ ǥǿǟǻɋǟ Ǡŏ ȴǪő Ɣȱǟ  ǠɅǠȒȪȱǟǠȾȶǲǵȿ ǠȾȕǠȊȹ ǦɆȝɀȹ ǨȹǠȭ ǠȶȾȵ Ǧ ȜȥȀȱ Ǡȶǝǟǻ ɂȞȆǩ ɄȾȥ Û

Ûǒǟǻɉǟ Ž ȂɆȶǪȱǟ ǦǱǿǻ ƂǙ ȰȎǩ ÛǦȵǼƪǟ ƇǼȪǩ ǧǠɆȲȶȝ ǬɆǵ ȸȵ ǠȾǝǟǻǕ ɁɀǪȆȵ ɍǠǮȵ ǼȞɅ ɃǾȱǟ  ȼɆȱǙ ȯɀȍɀȱǟ ȜɆȶƨǟ ɄȢǤȺɅ

ȼȪɆȪƠȿ.

üǋǓƐ ƱƥƻǁƐ : ƔƣǋƜǁƐ ƹǐƥƴƗ

Ǫǣ ǥǻɀƨǟ ǴȲȖȎȵ ǧɍǠȶȞǪȅǟ ǧǻǼȞǩ ǼȪȱǠȾɆȱǙ ȀȚȺȱǟ ǧǠȾǱȿ Ž ȣɎǪǹǟ ǻǼȞ ǥǼȝ ǨȲȶȊȥ ÛǿǠȞǩɅȤ  ɂȲȝ ǠȾȺȵ Ȱȭ ȂȭȀɅ

ǢȹǠǱ ƙȞȵɄȲɅǠȵ ȤɅǿǠȞǪȱǟ ƙǣ ȸȵȿ ǠȾȦɅȀȞǩ Ž ȃǠȅɉǟ ɄȽ ǦȵǼƪǟ ȿǕ ǰǪȺƫǟ ǧǠȦȍǟɀȵ ƎǪȞɅ ȸȵ ȫǠȺȾȥ Û:

ɁȀǹɉǟ ǧǠȶȚȺƫǟ ȸȝ ǥȂɆư  ǦɆǝǠȺǮǪȅǟ ǦȵǼǹ ƇǼȪǩȿ ǯǠǪȹǙ ɂȲȝ ǦȶȚȺƫǟ ǥǿǼȩ  ɁǼȵ ɄȽ ǥǻɀƨǟ.  

ȿǦȲȵǠȉ ȿǕ ǥǻȀȦȺȵ ǦɆȍǠǹ ȿǕ ǦȦȍ ǦɅǕ ɂȲȝ ȨɆǤȖǪȲȱ ȰǣǠȩ ȳǠȝ ǴȲȖȎȵ ǥǻɀƨǟ .  

ȿǻɀƨǟǥ ɄȽ: "ȌǝǠȎƪ ɄȲȭ ǰɅȂȵ  ǦȞȲȆȱǟȿǕ ÛȨɅɀȆǪȱǟ ȸȵ ǦɆȱǠǮƫǟ ǦȵǼƪǟ ƬǟÛǦȅǼȺ ȜɆȺȎǪȱǟÛ  ȸȵ ɃǾȱǟȿ ÛǦȹǠɆȎȱǟǹ ƑȲǪȅ ȼȱɎ

ȰɆȶȞȱǟ ǧǠȞȩɀǩ ȯǠȶȞǪȅɍǟ Ž ǦȵǼƪǟ ȿǕ ǦȞȲȆȱǟ".  

ȣȀȝ ǠȶȭɄȽ ǥǻɀƨǟ: " ǦȞȲȆȱǟ ǦȶǝɎȵǕȰɆȶȞȱǟ ȼǤȲȖɅ Ǡȶȭ ȼȺȵ ǻɀȎȪƫǟ ȯǠȶȞǪȅɍǟ ǦɆǤȲǪȱ ǦȵǼƪǟ ȿ".  

ȿȵ ǥǻɀƨǟƗȞɅ ǻȀƭ ȳɀȾȦ ƙȦȲǪǺƫǟ ǻǟȀȥɊȱ ǦȦȲǪƯ ǒǠɆȉǕÛ  țɀȑɀȵ ǿǠɆȞȵ Ȝȵ ǠȾǪȹǿǠȪȵ ǼȺȝ ǠȍɀȎǹ ǥȁǠǪư ǦȺɆȞȵ ȌǝǠȎǹ ȿǕ

ǦȶȚȺƫǟ ȰǤȩ ȸȵ.  

 ǧƎǪȝǟȿɄȽ ǥǻɀƨǟ: "ȜɆȺȎǪȱǟ ǡɀɆȝ ȸȵ ǰǪȺƫǟ ɀȲǹȿ ȳǟǼǺǪȅɎȱ ǰǪȺƫǟ ǦɆǵɎȍ".  

 ǧƎǪȝǟ ǠȶȭǼƪǟ ȿǕ ǦȞȲȆȲȱ ǦɆȲȮȱǟ ȌǝǠȎƪǟ ȸȝ ǥǿǠǤȝ ɄȽ ǥǻɀƨǟǦȵ ǟ ǦɆȺȶȑȿ ǦƷȀȍ ǧǠǱǠǵ ǦɆǤȲǩ ɂȲȝ ǠőǿǼȩ ȄȮȞǩ Ɣȱ

ǦȵǼƪǟ ȿǕ ǦȞȲȆȲȱ.  

ȿ ǥǻɀƨǟȷǠɆȮȲȱ ǦɆȲȮȱǟ ȌǝǠȎƪǟ ȸȝ ǥǿǠǤȝ)ÛȓǠȊȹ ǦɆȲȶȝ ȿǕÛ ǦȞȲȅ ȿǕÛ ǦȵǼǹ ȿǕÛ ǦȶȚȺƫǟ ȿǕÛ ǰɅȂƫǟ ȿǕļ ( ȄȮȞȺǩ Ɣȱǟ

ǦƷȀȍ ǧǠǱǠǵ țǠǤȉǙ ɂȲȝ ȼǩǿǼȩ .  

 ǴȲȖȎƫǟ ȷǕ ȨǤȅ Ǡư ȘǵɎȹ"ǥǻɀƨǟ" ǟ ǿɀȞȊȱǟ ƗȞɅɍƶ ǰǪȺƫǟ ȻǠƟǟ ŸǠȿǕ  ȰɆȶȞȱǟ ǧǠǱǠɆǪǵǟ țǠǤȉǙ ǒǟǿȿ ǠȶɆȥ ǢȽǾɅ ǦȵǼƪǟ

ɆȶȞȱǟ ȼȞȩɀǪɅ Ǡȵ țǠǤȉǙ ƂǙ ǦɆȱǠƩǟ ǦɆȅǠȅɉǟǥǼɅǼƨǟ ǧǟǿǠȮǪǣɍǟ ƂǙ ȧȀȖǪɅȿ Ȱ.  
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ȿǟ ǧǠȾǱȿ ȣɎǪǹǠǣ ǥǻɀƨǟ ȴɆȽǠȦȵ ȜɆƤ ȁǠǪƢǪɆȝɀȑɀȵ ȸȵ ȴȡȀȱǟ ɂȲȝ ǠȾɆȱǙ ȀȚȺȱ ǥǻɀǱ ȃǠɆȩ Ž ȰɆǹǟǼƫǟ ȻǾȽ ȳǼǺǪȆǩȿ ǠȾ

ȄȥǠȺǪȱǟ.  

Ȱǝǟȿɉǟ ǠȽǻǟȿǿ ȐȞǤȱ ǠȪȥȿ ǥǻɀƨǟ ȴɆȽǠȦȵ ȌǺȲɅ ƃǠǪȱǟ ȯȿǼƨǟȿ:  

 ȴȩǿ ȯȿǼǱ)1(

ǠȽǻǟȿǿ ȀȚȹ Ž ǥǻɀƨǟ ȴɆȽǠȦȵ

 ǥǻɀƨǟ ǻǟȿǿ ǥǻɀƨǟ ȤɅȀȞǩɀƲ ȼǱɀȵ

ȷǟǿɀǱJuranȳǟǼǺǪȅɎȱ ǦȶǝɎƫǟFitness for useȷɀǣȂȱǟ

ǰȺɆƹǻDimingȏȀȢȲȱ ǦȶǝɎƫǟPurpose for fitneesȷɀǣȂȱǟ

ǿǠǱƙȥGarvinȷɀǣȂȱǟ ǦɆȍɀȎǹ ǢȆǵNone specificǻǿɀƫǟȿ ȷɀǣȂȱǟ

ƑȅȿȀȭCrosbyǧǠȦȍǟɀȶȲȱ ǦȪǣǠȖƫǟConfomance to requisementsǻǿɀƫǟ)ȂȾŎǟ(

ǟȿǠȭǠȊɅǟIshikawaȸǝǠǣȂȱǟ ǦɆȍɀȎǹ ǢȆǵNon specificǻǿɀƫǟ)ȂȾŎǟ(

ȳȿǠǤȺǲɆȥ

Feigenbaum

ǠȑǿǦȦȲȮǩ Ȱȩǟ ǼȺȝ ȷɀǣȂȱǟCustomer satisfaction at the

lowest cost

ǻǿɀƫǟ)ȂȾŎǟ(

ɀǱǠǩȭɄTagukiȸǝǠǣȂȱǟ ǦɆȍɀȎǹ ǢȆǵNon specificǻǿɀƫǟ)ȂȾŎǟ(

Source: Juran and gnyna ,(1993), quality planning and analysis ,3th, ed, mc graw hill,

new York, p : 4.

ƆǠǮȱǟ țȀȦȱǟ:ƨǟ ǿɀȖǩǥǻɀ.

ȶǪȽɍǟ Ź ǼȪȱǥǻǼȞǪȵ ȴɆȽǠȦȵȿ  ȠɆȎǣ ǥǻɀƨǠǣ ȳǠɆƤ ÛǯɀǪȺƫǟ ǥǻɀǱ ƙȆƠ ƂǙ ȣǼő ǠȾȞ ǿɀȖǩ ȷǕ ȯɀȪȱǟ ȜɆȖǪȆȹ Ǡȵɀȶȝ Û

Ȧȹ ȷǕ ȴȾƫǟ ȸȵȿ ȀȶǪȆƫǟ ȀɅɀȖǪȱǟ ȸȵ ǦȲȆȲȆȱ ȜȒƸ ȯǟȁǠȵȿ ȜȒǹ ǥǻɀƨǟ ȜɆȖǪȆȹ Ʉȭ ȻǾȽ ȀɅɀȖǪȱǟ ǦɆȲȶȝ ȴȾƠ ȰǤȩ ǠȺȦȩɀȵ ǼɅǼ

ƘɆȢǪȱǠǣ ǕǼǤȹ ȷǕÛ ȰǵǟȀȵ ȜǣǿǕ ȫǠȺȾȥ  ǠȾǵȀǪȪɅ ǦɆƸǿǠǩ"ƙȥǿǠǱ" ǦȶȚȺȵ ǦɅǖǣ ǥǻɀƨǟ ǿɀȖǩ ȰǵǟȀƫ ȃǠɆȪȶȭ.1

ƫǟƂȿɉǟ ǦȲǵȀ:

 ɂȲȝ ȂɆȭȀǪȱǟ ȷǠȭ ǦȲǵȀƫǟ ȻǾȽ Ž ÛǡȀȢȱǟ Ž ȸɅȀȊȞȱǟ ȷȀȪȱǟ ȰǝǟȿǕ Ɠǵȿ ȀȊȝ ȜȅǠǪȱǟ ȷȀȪȱǟ ȸȵ ǦȲǵȀƫǟ ȻǾȽ ǧǼǪȵǟ

 ǦȵȁɎȱǟ ǧǟɀȖƪǟ ǼɅǼƠ ƂǙ ǦȥǠȑɋǠǣ ǰǪȺƫǟ  ǧǠȦȍǟɀƫ Ǵȑǟɀȱǟ ǼɅǼǶǪȱǟ ȈɆǪȦǪȱǟ ȰǝǠȅȿ ɄȽ ȃǠɆȪȱǟ ǧǟȿǻǕ ǨȹǠȭȿ ǰǪȺƫǟ ȜȺȎȱ

ɆɆȶǪȲȱǦǞɅǻȀȱǟȿ ǥǼɅǼƨǟ ǧǠǲǪȺƫǟ ƙǣ ȂÛ ǟ ȻǾȽ Ž ǥǻɀǲȲȱ ǥǼǝǠȆȱǟ ǥȀȚȺȱǟ ȷǕ ȀȭǾȱǠǣ ȀɅǼǱȿǦȲȮȊȵ ǠŒǕ ƂǙ ǢȽǾǩ ǨȹǠȭ ǦȲǵȀƫ.

.[24-23] :ȋ ȋ ÛǒǠȒɆǤȱǟ ǿǟǼȱǟ ÛȜɅȁɀǪȱǟȿ ȀȊȺȲȱ ǦȥȀȞƫǟ ȁɀȺȭ ǿǟǻ ÛǦȲȵǠȊȱǟ ǥǻɀƨǟ ǥǿǟǻǙ ¡(2003) ÛɃǻɀǤȝ ƘȺȵ ǼɅȁ -
1
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ǦɆȹǠǮȱǟ ǦȲǵȀƫǟ:

  ǦȲǵȀȵ ɂȶȆǩ"ǥǻɀƨǟ ȔǤȑ" ȱǟ ȸȵ ǧǠɆȺɅȀȊȞȱǟ ȸȵ ǧǼǪȵǟȆȶƪǟ Ɠǵ ȸɅȀȊȞȱǟ ȷȀȪȼȺȵ ǧǠɆȺɆ Û ǧǠǱǠǵ ɂȲȝ ȂɆȭȀǪȱǟ Ź ǠȺȽȿ

ǦȲǮȶǪƫǟ ǻǠȞǣɉǟ ȯɎǹ ȸȵ ǠȽǼɅǼƠȿ ȷɀǣȂȱǟ ǦȪǣǠȖƫǟ ǥǻɀǱȿ ȴɆȶȎǪȱǟ ǥǻɀǱ Ž ǧǠɆȲȶȝ ɂȲȝ ǦȲǵȀƫǟ ȻǾȽ ǧȂȭǿ Ȭȱǽ ȨɆȪǶǪȱȿ Û

ȡȀɅ Ǡȵȿ ȴɆȶȎǩ Ź Ǡȵ ƙǣ ǦȪǣǠȖƫǟ ǦǱǿǻ ƂǙ ȯɀȍɀȱǟȿ ǥǻɀƨǟ ƙȆƠ ǠŒǠȮȵǚǣ Ɣȱǟ ǦɅǠȩɀȱǟȿ ȌǶȦȱǟȷɀǣȂȱǟ ȼǣ Ǣ ȰȭÛ Ǣƶ Ȭȱǽ

Ǖȷ ȷɀǣȂȱǟ ǢȅǠȺǩ Ɣȱǟ ǦȦȲȮǪȱǟ ǻȿǼǵ Ž ȴǪɅ.

ǦǮȱǠǮȱǟ ǦȲǵȀƫǟ:

   ǦȲǵȀƞ ǦȲǵȀƫǟ ȻǾȽ ɂȶȆǩ"ǥǻɀƨǟ ƙȆƠ ȿǕ ǥǻɀƨǟ ǼɆȭɀǩ  " ǥȀȚȺȱǟ ǿǟȀȶǪȅǟ Ȝȵȿ ǧǠɆȺɆǪȆȱǟ Ɠǵ ǧǠɆȺɆȆȶƪǟ ȸȵ ǧǼǪȵǟȿ

ǲȲȱ ǢȲȖǪǩ ǦȲȮȊȵ ǠŒǕ ɂȲȝ ǥǻɀǵɎÛ ȵ ǼǹǕ ȼɆǱɀǪȱǟ ȷǕ ɍǙɂȲȝ ǥǿǼȩ ȀǮȭǕ ȀǹǕ ƖǶȺ ǥǿǻǠǤƫǟ ǨǶǤȍǕ Ȭȱǽ ƂǙ ǦȥǠȑɋǠǣ Û

ǦȶȚȺƫǟ ǦɆȱȿǘȆȵ ȷɀȮǩ ȷǕ ɄȢǤȺɅ ǥǻɀƨǟ ȷǕ ǧǠȶȚȺƫǟ ǨȭǿǻǕ ǬɆǵ ǥǻɀƨǠǣ ȴȮǶǪǩ ǥǼǵǟȿ ǥǿǟǻǙ ɂȲȝ ȀȎǪȪǩ ɍ ǦɆȱȿǘȆƫǟÛ  ǟǽǙ

ǠȾɆȹǼǩ ȷȿǻ ǦȱɀȲɆƩǟ ǼɅǿǕÛɉǟ ƙǣ ǥǻɀƨǟ ȨɆȆȺǩ ǴǤȍǕȿ ǦȶȚȺƫǟ ȔȖǹ ȸȵ ǕȂǲǪɅ ɍ ǒȂǱ ǥǻɀƨǟ ǨǶǤȍǕ ǦȲǵȀƫǟ ȻǾȽ ȸȵȿ ȳǠȆȩ

ǧǠɅɀȱȿɉǟ ȃǕǿ ɂȲȝ ǦȦȲǪǺƫǟ  ǧǠȝɀȶŎǟȿ.  

ǦȞǣǟȀȱǟ ǦȲǵȀƫǟ:

 ǠȞȱǟ ǥǿǠǲǪȱǟ ȯɀǹǻ ǢǤȆǣ ǥǻɀƨǟ ȳɀȾȦȵ ȀȾș ǼȩǧǠȭȀȊȱǟ ƙǣ ǦȆȥǠȺȵ ǦȱǠǵ Ž ǦɆƫ ǢȆȭ ɂȲȝ ÛǕ ȧɀȆȱǟ ȸȵ ȌȎǵ Ǝȭ

ɉǟȿ ǥȂɆȶǪƫǟ ǥǻɀƨǟ ǧǟǽ ǠőǠǲǪȺƞ ƁǠȞȱǟ ȧǟɀȅǕ  ǨǶȆǪȭǟ Ɣȱǟ  ǦɆȹǠǣǠɆȱǟ ǧǠȮȊȱǟ ȰǤȩ ȸȵ ǦȍǠǹȿ ǦȭȀȉ ǼȞǩȿ ǦȱɀȪȞƫǟ ǿǠȞȅ

)IBM(  ǦɆȮɅȀȵɉǟǦɆȮɅȀȵɉǟ ǧǠȭȀȊȱǟ ȯȿǕ ɄȽ ǠǤɅȀȪǩ  ȣɀȩɀȲȱ ǦɆǲɆǩǟȀǪȅɋǟ ǥǻɀƨǟ ǥǿǟǻǙ ǨȺǤǩ Ɣȱǟȿ Û ȤǵȂȱǟ ȼǱȿ Ž

ǧǠǲǪȺȶȲȱ ƆǠǣǠɆȱǟÛ ɅǼȱ ǥǻɀƨǟ ǦɆǲɆǩǟȀǪȅǙ ǨƧǿ ǬɆǵǦɆǩɇǟ  ǦɆȆɆǝȀȱǟ ǿȿǠǂǟ ȸȶȑ ǠȾ:

-ȼǩǠȞȩɀǩȿ ȼǩǠǤȡǿ ǦɆǤȲǩȿ ȷɀǣȂȱǟ ǒǠȑǿǙ.

-ȸȵ ȜɆȶƨǟ ǦɆȱȿǘȆȵ ɄȽ ǥǻɀƨǟ ǠȾǪǝȂƟ ȸȮƹ ɍ ǦȲȵǠȮǪȵ ǦɆȲȶȝ ɄȽ ȼǩǼȝǠȩ Ɠǵȿ ɄȶɆȚȺǪȱǟ ȳȀƬǟ Ǧȶȩ.  

-ƫǟǒɄȉ Ȱȭ Ž ǥǻɀƨǟ ȨɆȪƠ ɀȽ ǡɀȲȖ :ǦɆȶɆȚȺǪȱǟ ǦȥǠȪǮȱǟ ÛǦȶȚȹɉǟȺǪȱǟ ȰȮɆƬǟ Û ȰȶȞȱǟ ǧǟǒǟȀǱǙȿ ǢɆȱǠȅǕ ÛɄȶɆȚ...ƀǟ.  
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ȴȩǿ ȰȮȉ)1(

 ȳɀȾȦȵ ǿɀȖǪȱ ǦɆȺȵȂȱǟ ȰǵǟȀƫǟǥǻɀƨǟ  

Total quality management

)(TQM

Quality Control

(QA)

Quality Control

(QC)

ǿǼȎƫǟ :ȤɅǠȹ ȴȅǠȩ ȷǟɀȲȝ Û)2005( ÛǻǙɋǟ ǧǠǤȲȖǪȵȿ ǦȲȵǠȊȱǟ ǥǻɀƨǟ ǥǿǟ ȿȂɅ9001-0002ȱǟ ǿǟǻ Û ȀȊȺȲȱ ǦȥǠȪǮ

ȷǠȶȝ ÛȜɅȁɀǪȱǟȿÛ ȋ :13.

Inspection
(INSP)

 ǼɆȭɀǩ

ǥǻɀƨǟ

 ƙȆǶǪȱǟ

ȀȶǪȆƫǟ

 ȜɆǲȊǩ

ƙȲȵǠȞȱǟ

 Ȝȵ ǦȪǣǠȖƫǟ

ǧǠȦȍǟɀƫǟ

ǥǿǟǻǙ

 ǥǻɀƨǟ

ǦȲȵǠȊȱǟ

 ȔǤȑ

ǥǻɀƨǟ

ȈɆǪȦǪȱǟ
ǒǠȖǹɉǟ ǼɅǼƠ
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 ȴǪɅ ȣɀȅǦȹǿǠȪȵ ƃǠǪȱǟ ȯȿǼƨǟ Ž ǥǻɀƨǟ ȀɅɀȖǩ ȌǝǠȎǹ:

ȯȿǼǱ ȴȩǿ)2(

   ǥǻɀƨǟ ȀɅɀȖǪȱ ǦǭɎǮȱǟ ȰǵǟȀƫǟ ȌǝǠȎǹ ƙǣ ǦȹǿǠȪȵ

ȌǝǠȎƪǟƨǟ ȴɆȽǠȦȵ ǿɀȖǩ ȰǵǟȀȵǥǻɀ.

ǦɆȆɆǝȀȱǟ ǦȶȾƫǟɉǟ ǼɅǼƠǒǠȖǹ.ǯǠǪȹɋǟ ȔǤȑ.ǧǠɆȲȶȞȱǟ ƙǣ ȨɆȆȺǪȱǟ.

ȣǼƬǟȌǶȦȱǠǣ ǧǠǲǪȺƫǟ ǦɅǿǠɆȞȵ. ǦɅǿǠɆȞƞ ǧǠǲǪȺƫǟ ǦɅǿǠɆȞȵ

ǯǠǪȹɋǟ.

 ȸȵ ǥǻɀƨǟ ȀɅɀȖǩȿ ƙȆƠ

 ȜɆƤ ɂȲȝ ȂɆȭȀǪȱǟ ȯɎǹ

 ȴɆȶȎǪȱǟ ǧǠɆȲȶȝ

ȲȶȞȱǟȿ ǦǞɆǣȿ ƙȲȵǠȞȱǟȿ ǧǠɆ

ǦȶȚȺƫǟ Ȱȶȝ.

ȂɆȭȀǪȱǟǰǪȺƫǟ.ǧǠɆȲȶȞȱǟ.ȳǠȚȺȱǟ.

ǢɆȱǠȅɉǟǠȞȵȄɆɅǠȪȵȿ ƘɅ.ǦɆǝǠȎǵǙ ǢɆȱǠȅǕȿ ȴȚȹ.ǦȲȵǠȉ ȴȚȹȿ ǰȵǟȀǣ.

 ǥǻɀƨǟ ǦɆȱȿǘȆȵȈɆǪȦǪȱǟ ȴȆȩ.ǧǠɆȲȶȞȱǟȿ ǯǠǪȹɋǟ ǥǿǟǻǙ. ǠȾɆȥ Ǡƞ ǦȶȚȺƫǟ ȳǠȆȩǕ ȜɆƤ

ǠɆȲȞȱǟ ǧǟǿǟǻɋǟ.

 ȰǹǼƫǟǥǻɀƨǟ ȈɆǪȦǩ.ǠɆǝǠȎǵǙ ǥǻɀƨǟ ȔǤȑ.ǥǻɀƨǟ ǼɆȭɀǩ.

 Ž ƙȲȵǠȞȱǟ ǦȦɆșȿ

 ǥǻɀƨǟ

ÛȈɆǪȦǪȱǟȌǶȦȱǟ¡ÛǼȞȱǟ

ǒǠȖǹɉǟ ȤȊȮȱ ǢɆǩȀǪȱǟ. 

 ǢɆȱǠȅɉǟ ȳǟǼǺǪȅǟȿ ǒǠȺǣ

 ǒǠȖǹɉǟ ȤȊȮȱ ǦɆǝǠȎǵɋǟ

ǠȾǭȿǼǵ ȜȺȵȿ. 

 ȔɆȖơȿ ǥǻɀƨǟ ȃǠɆȩ

 ǰȵǟƎȱǟ ȴɆȶȎǩȿ ǥǻɀƨǟ

ǾɆȦȺǩȿ ƙȆƠ Ž ȴȽǠȆɅ ǠȽ

ǥǻɀƨǟ ȀɅɀȖǩȿ.

Source: Paul,T, )2000( , Total Quality Management, john Wiley and sons inc, new York,

p :60.
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ǬȱǠǮȱǟ țȀȦȱǟ:ǥǻɀƨǟ ȼǱȿǕ

  ǥǻɀƨǟ ȼǱȿǕ ȸȵ ȼǱȿ ɂȲȝ ȂɆȭȀǪȲȱ ǢȽǾǩ Ǽȩ ǠȪǣǠȅ ǠȾɆȱǙ ǿǠȊƫǟ ǥǻɀƨǟ ȤɅǿǠȞǩ ȷǙ:1

ȤɅȀȞǩ ɎǮȵCrosby"")1979(Û  ɂȲȝ ȂȭȀɅ ȷǠȭ" ǦȪǣǠȖƫǟ ǥǻɀǱ" ȜȺȎȱǟ ǦɆȲȶȞǣ ȴǝǠȪȱǟ ȼȺȵ ȨȲȖȺɅ ɃǾȱǟ ȨȲȖȺƫǟ ɀȽȿ.

ȤɅȀȞǩ ǠȶȺɆǣjuran"")1974(Û   ɂȲȝ ȂɆȭȀǪȱǟ ȷǠȭ"ǒǟǻɉǟ ǥǻɀǱ " ȴǪȾɅ ɃǾȱǟ ȨɅɀȆǪȱǠǣ ȴǝǠȪȱǟ ȼȺȵ ȨȲȖȺɅ ɃǾȱǟ ȨȲȖȺƫǟ ɀȽȿ

ȰɆȶȞȱǟ ȀȚȹ ǦȾǱɀǣ.

ȿ ɂȲȝ ǦȅǼȺƬǟ Ž ȀȚȺɅ ȸȵ ȂȭȀɅ"ȴɆȶȎǪȱǟ ǥǻɀǱ "ȿǦɆȶɆȶȎǩ ǧǠȦȍǟɀȵ ȸȵ Ǡŏ ȔǤǩȀɅ Ǡȵ.  

ȿ ƃǠƩǟ ȻǠƟɍǟȿ ɀȽ ǬɅǼƩǟ"ǥǻɀǲȲȱ ɄȲȵǠȮǪȱǟ ȳɀȾȦƫǟ " ȜɆȶƨǟ ȰȞƶ ɃǾȱǟȿǕ Ʌ ƙǣ ȔǣȀȼǱȿɉǟ  ƘǭǖǪȲȱ ǠȽȀȚȹ ǿǠƫǟ ǦǭɎǮȱǟ

 ȰɆȶȞȱǟ ȼȶȲǪȆɅ Ǡȵ ǦɆǝǠȾȺȱǟ ȼǪȲȎƮ Ž ȄȮȞȺɅ ɃǾȱǟ ǠȾȺɆǣ ǠȾɆȥ ȯǻǠǤǪƫǟ) ȬȲȾǪȆȵȿǕ ȰȶȞǪȆȵ (ȿ ȰɆȶȞȱǟ Ȥȩɀȵ ȼɆȲȝ ǢǩȀǪɅ ɃǾȱǟ

 ŸǠƶɍǟȿǕ ƑȲȆȱǟ.  

Ʌȿ ǦǭɎǮȱǟ ȼǱȿǕ ƃǠǪȱǟ ȰȮȊȱǟ Ȝȑɀ ȼȺȵ ȘǵɎɅźɇǟ:  

 ȴȩǿ ȰȮȉ)2(

ǥǻɀƨǟ ȼǱȿǕ  

ǿǼȎƫǟ:ɄǝǠȖȱǟ ǃǟ ǼǤȝÛ  ÛǥǻǟǼȩ ɂȆɆȝ)2008(Û ǥǿǟǻǙ ǦȲȵǠȊȱǟ ǥǻɀƨǟȱǟ ǿǟǻ Ûȿ ȀȊȺȲȱ ǦɆȶȲȞȱǟ ɃǿȿȁǠɆȜɅȁɀǪȱǟÛ ȷǠȶȝ Û 

ȋ:31.

-ɄǝǠȖȱǟ ǃǟ ǼǤȝÛ  ÛǥǻǟǼȩ ɂȆɆȝȋ ÛȨǣǠȅ ȜǱȀȵ:30 .
1

ǥǻɀǲȲȱ ɄȲȵǠȮǪȱǟ ȳɀȾȦƫǟ

ȴɆȶȎǪȱǟ ǥǻɀǱ

ǦȪǣǠȖƫǟ ǥǻɀǱǒǟǻɉǟ ǥǻɀǱ

ȰɆȶȞȱا

1

2

6

5

3 4
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ȰǮƢ ɄȾȥ ȳǠȩǿɊȱ ǦǤȆȺȱǠǣ:  

)1 (ǧǠɆȲȶȞȱǟ ȳǠȚȹ Ž ǧǟƘȢǩȴɆȶȎǪȱǟ ǦȪǣǠȖƫÛ )2( ÛǧǠɆȲȶȞȱǟ ȳǠȚȹ ǧǟǿǼȩ ǢȅǠȺɆȱ ȴɆȶȎǪȱǟ Ž ƘɆȢǩ )3 (ǻǕ ǧǠɅɀǪȆȵ ǒǟ

 ÛǦȪǣǠȖƫǟ ƆǼǩ ǠȾǤǤȅ ȼɆȥ ǡɀȡȀȵ ƘȢȱǟ ǯɀǪȺƫǟ)4 ( Ž ƘɆȢǩ ÛǰǪȺƫǟ ǒǟǻǕ Ž Ȁǭǘǩ ǦȪǣǠȖƫǟ ɁɀǪȆȵ)5(  ƘȢȱǟ ǯɀǪȺƫǟ ǒǟǻǕ ǧǠɅɀǪȆȵ

 ÛȴɆȶȎǪȱǟ ǠȾǤǤȅ Ǡŏ ǡɀȡȀȵ)6( ƘȢǩǰǪȺƫǟ ǒǟǻǕ ƙȆǶǪȱ ȴɆȶȎǪȱǟ Ž .  

- ȷǙ ǟ ȸȵ ȨȲȖȺɅ ǯɀǪȺƫǟ ȴɆȶȎǩɎȶȞȱǟ ǧǠȞȩɀǩȿ ǧǠǤȡǿȿ ǧǠǱǠǵ țɎȖǪȅȿ ȴɆȶȎǪȱǟ ǢȅǠȺǪɅ Ǽȩȿ ǒ ȼǪȞɆǤȕ Ȝȵ ȼǩǠǤȲȖǪȵ

 ȳǠȚȹ ǧǟǿǼȩȿǯǠǪȹɋǟ ȿƫǟ Ž ǧǠɆȲȶȞȱǟȺǦȶȚÛ ȿǕ ɍ ǠȽǼȺȝȿ ǢȅǠȺǪɅ:  

-ȿ ƘɆȢǪȱǟ ɃȀƟ ȳǠȚȹ Ž ȰɅǼȞǪȱǟǯǠǪȹɋǟ ȿ ȴȾȆȱǟ Șǵɍ ȴɆȶȎǪȱǟ ǧǠǤȲȖǪȵ Ȝȵ ȼǩǟǿǼȩ Ž ǢȅǠȺǪɆȱ ǧǠɆȲȶȞȱǟ)1 (ȰȮȊȱǟ Ž.   

-ȿǕ Ȝȵ ȴǝɎǪɆȱ ȴɆȶȎǪȱǟ Ž ȰɅǼȞǪȱǟ ɃȀƟ  ȳǠȚȹ ǧǟǿǼȩǯǠǪȹɋǟ ǧǠɆȲȶȞȱǟȿÛ  ȸȮƹ ɍ ǠȵǼȺȝǒǟȀǱǙ ȳǠȚȺȱǟ Ȭȱǽ Ž ȴǝɎƫǟ ƘȢǪȱǟÛ 

 ȴȾȆȱǟ Șǵɍ)2 (ȰȮȊȱǟ Ž.  

Ơ ǧǟƘȢǩ ȫǠȺȽ ȷǠȥ ǧɎȝǠȦǪȱǟ ȻǾȽ ȯɎǹ ȸȵȿǼȴɆȶȎǪȱǟ ǥǻɀǱ ǧǠɅɀǪȆȵ Ž ǫ: " Ž ȰɆȶȞȱǟ ǧǠȞȩɀǩȿ ǧǠǤȡǿ ǼɆȆƟ ɁǼȵ

ǯɀǪȺƫǟ ȴɆȶȎǩ" ÛǦȪǣǠȖƫǟ ǥǻɀǱȿ: "ƫǟ ǦȪǣǠȖȵ ɁǼȵǦɆȶɆȶȎǪȱǟ ǧǠȦȍǟɀȶȲȱ ɄȲȞȦȱǟ ǯɀǪȺ".  

-  ǥǻɀǱ ȸȵ ǧǠɅɀǪȆȵ ȀȾȚǩ ǯɀǪȺȶȲȱ ȰɆȶȞȱǟ ȯǠȶȞǪȅǟ ǼȺȝ ȀǹǕ ǢȹǠǱ ȸȵǒǟǻɉǟ )ǧǠȞȩɀǩȿ ǧǠǤȡǿ ǦɆǤȲǩ ɁǼȵ  Ž ȰɆȶȞȱǟ

ȼȱǠȶȞǪȅǟ ǼȺȝ ǯɀǪȺƫǟ.(  

ǦɆǣǠƶǟ ȰȞȦȱǟ ǻȿǻǿ ȷɀȮǩ Ǽȩȿ )ǟǥǻǠȞȆȱǟ ȿǕ ǠȑȀȱ( ÛȿǕ ǦɆǤȲȅ ȷɀȮǩ )ǒǠɆǪȅɍǟ ȿǕ ǠȑȀȱǟ ȳǼȝ (ǠȽǼȺȝȿ:  

-Ȁƶ Ž ȰɅǼȞǪȱǟȿ ƘɆȢǪȱǟ ɃȳǠȚȹ ǯǠǪȹɋǟ  ǥǻɀǱ ɁɀǪȆȵ ƙȆǶǪȱ ǧǠɆȲȶȞȱǟȿÛǒǟǻɉǟ  ƆǼǩ ɀȽ ǢǤȆȱǟ ȷɀȮɅ ǠȵǼȺȝ Ȭȱǽȿ

 ǥǻɀǱ ɁɀǪȆȵǦȪǣǠȖƫǟ.  ȘǵɍȴȾȅɉǟ )3 ( ȿ)4 (ȰȮȊȱǟ Ž.

- ȿǕ  ƘɆȢǪȱǟ ɃȀƟȿǕ  ǥǻɀǱ ɁɀǪȆȵ ƙȆǶǪȱ ȴɆȶȎǪȱǟ Ž ȰɅǼȞǪȱǟÛǒǟǻɉǟ  ȬȱǻȿȝȺǼǠȵ Ǽǩ ɀȽ ǢǤȆȱǟ ȷɀȮɅ ɁɀǪȆȵ Ɔ

ÛȴɆȶȎǪȱǟ  ȘǵɍȴȾȅɉǟ )5 (ȿ)6 (ȰȮȊȱǟ Ž.  

      ȨǤȅ Ǡư ǴȒǪɅ )ȰȮȊȱǟ Ž Ǵȑɀƫǟ (ȷǕ  ƙǣ ȀȶǪȆȵ ȰȝǠȦǩ ȫǠȺȽȼǱȿǕ ǻɀƨǟȰɆȶȞȲȱ ǯɀǪȺƫǟ ƇǼȪǪȱ ǦǭɎǮȱǟ ǥ . ɀȽȿȀȵɉǟ 

 ɃǾȱǟɂȖȝǕ ǦɆƵɉǟ  ɄȲȵǠȮǪȱǟ ȳɀȾȦȶȲȱ ǥǻɀǲȲȱ)ǥǻɀǱ ÛȴɆȶȎǪȱǟ  ǥǻɀǱȿÛǦȪǣǠȖƫǟ ǒǟǻɉǟ ǥǻɀǱȿ (Ȟȱǟ ŽǬɅǼƩǟ ȀȎ.1

1
-  ȜǱȀȵ ÛǥǻǟǼȩ ɂȆɆȝ ÛɄǝǠȖȱǟ ǃǟ ǼǤȝȨǣǠȅȋ ȋ Û:]30-32[.
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ƆǠǮȱǟ ǢȲȖƫǟ : ȴȽǕǿǠȮȥǕ ǥǻɀƨǟ ȯǠƭ Ž ǻǟȿȀȱǟ ǧǠƵǠȆȵȿ

   ȀɅɀȖǩ Ž ȰȒȦȱǟ ǟǾƬ ǻɀȞɅȿ ÛǠȾɆȲȝ ǥȀȖɆȆȱǟȿ ǥǻɀƨǟ ƁǠȞȵȿ ȴɆȽǠȦȵ ǿɀȖǩ ǦȲǲȝ Ȝȥǻ Ž ȸɅȁǿǠǤȱǟ ǒǠȶȲȞȱǟ ȸȵ ǻǼȝ ȴȽǠȅ ǼȪȱ

 ǦȦȆȲȥǥǿǟǻǙ ǥǻɀƨǟÛ ȸɅȁǿǠǤȱǟ ǒǠȶȲȞȱǟ ǒɍǘȽ ƙǣ ȸȵȿ.  

 țȀȦȱǟȯȿɉǟ : ȴȽǕǿǠȮȥɉǟ ȷǠǣǠɆȱǟ Ž ǧȀȾș Ɣȱǟ

   ȷǠȆȱ ɂȲȝ ǨȦȍȿ Ǡȶȭ ǦȦȲǪǺƫǟ ǥǻɀƨǟ ǧǠȦȆȲȥ ɂȲȝ țȀȦȱǟ ǟǾȽ Ž ȂȭȀȹǦȦȅɎȦȱǟ  ǧȀȾș ƔȱǟǿǠȮȥǕ ȷǠǣǠɆȱǟ Ž ȴȽ.

ɍȿǕ : ɃǕ ȀǪȱȿȿ.ǧǿǟɀɆǪȉ:"walter A.sheuohart"

  ȞɅ Ǽ"ȉǪ ǧǿǟɀɆ"  ǼǝǟȀȱǟȯȿɉǟ  ǦǣǠȩȀȱǟ ŽǦɆǝǠȎǵɋǟ ǥǻɀǲȲȱ ȳǠȝ Ž Û1931 ȀȊȹ ÛȷǟɀȺȞǣ ȼǣǠǪȭ :»ɂȲȝ ǦɅǻǠȎǪȩɍǟ ǦǣǠȩȀȱǟ

ȜȺȎƫǟ ǰǪȺƫǟ ǥǻɀǱ¬.  

ȱǟ Ž ȴȾǪȥǠȒǪȅǟ Ź ȸɅǾȱǟ ǒǟƎƪǟ ȸȵ ǻǼȝ ǥǼȝǠȆƞ ǦɆȹǠǮȱǟ ǦɆƫǠȞȱǟ ǡȀƩǟ ǼȞǣ ǡǠǪȮȱǟ ǟǾȽ ȷɀɆȹǠǣǠɆȱǟ ȰȶȞǪȅǟ ǼȩȿȷǠǣǠɆ ǼȪȱ Û

ȉ ȂɆȵǪǻɀƨǟ ȸȵ ƙȝɀȹ ƙǣ ǧǿǟɀɆǥ:1

   - ǦɆȝɀȑɀƫǟ ǥǻɀƨǟ: ǟ ȸȵ țɀȺȱǟ ǟǾŏ ǼȎȪɅȽ ǥǻɀƨɄ  ǥǻɀǱǒǠɆȉɉǟ  ǻɀǱɀȱǟ ȸȵ ǦȲȪǪȆȵȿ ǦȥǼȾǪȆȵ ǦɆȝɀȑɀȵ ǦȪɆȪǶȭ

ƆǠȆȹɋǟ.

   - ǦɆȎǺȊȱǟ ǥǻɀƨǟ: ɀȽȿ  ǥǻɀǱ Ǡŏ ǼȎȪɅǒǠɆȉɉǟ  ȀȝǠȊȵ ǦǣɀȆȺƫǟȃǠȆǵǙȿ ȷǠȆȹɋǟ ȱ ǦǲɆǪȺȭǦɆȝɀȑɀƫǟ ǦȪɆȪǶȲ.

 ǼȭǕ ǼȪȱȿ"ǟɀɆǪȉ ǧǿ" ǣǖ ȸȮȶƫǟ Ƙȡ ȷǒɄȊȱ  ȸȵǒǠɆȉɉǟ ȷǕ ȱǟ ȷȿǼǣ ǦȲȪǪȆȵ ǥǻɀǱ ȼȱ ȷɀȮǩ ǧǠǤȡȀǦɆȹǠȆȹɋǟ Ȕǣǿ ɀȽȿ Û

  ǥǻɀƨǟ ƑȹǠƨ¼ǦɆȎǺȊȱǟȿ ǦɆȝɀȑɀƫǟ ¬ǰǪȺƫǟ Ž ǠƵǻɀǱȿ ǥǿȿȀȑ .  

 ǼȭǘɅ"ȉǪ ǧǿǟɀɆ" ȼȹǖǣ  ǠƬɎǹ ȸȵ ǻǼƷ ǦȺɆȞȵ ǻȿǼǵ ȸȶȑ ǰǪȺƫǟ ǥǻɀǱ ȀɅǼȪǩ ǠƬɎǹ ȸȵ ȸȮƹ ǦǣǠȩȀȲȱ ǦɆȝɀȑɀȵ ǦȱǠǵ ȫǠȺȽ

ȯɎǹ ȸȵ ǠȽǼɅǼƠ ȸȮƹ Ɣȱǟȿ ǦȥȿȀȞƫǟ Ž ƘɆȢǪȱǟ ǦɆȲǣǠȩ ǡǠǤȅǕ  ȸȮƹ Ȭȱǽ ǠȺȪȪǵ ǟǽǚȥ ǦǣǠȩȀȱǟ ǦȱǠǵȷǕ ǦɆȱǠǪȱǟ ǼǝǟɀȦȱǟ ɂȲȝ ȰȎƲ :  

-ǦȺɆȞƫǟ ǧǠǲǪȺƫǟ ǦȦȲȮǩ ȐɆȦơ.  

-ǰǪȺƫǟ ȌǶȥ ǦȺɅǠȞȵ ǦȦȲȮǩ ȐɆȦơ.  

- ǼƩǟ ȷǠȶȑɂȎȩɉǟ  ȸȝ ǦƟǠȺȱǟ ǼǝǟɀȦȱǟ ȸȵǯǠǪȹɋǟ Ȝȅǟɀȱǟ.  

- ǟ ȗǠȦǪǵɍǦȺɅǠȞƫǟ ǧǟǿǠǤǪǹɎȱ ǥǼǵɀȵ ǥǻɀƛ.  

- ǼƩǟ ȰɆȲȩȪȱ Ǡŏ ǳɀȶȆƫǟǧǠǲǪȺƫǟ ǥǻɀǱ ȃǠɆ.  

1
- ÛȸȆǵ Ǽȝǿ)2001( ÛȿȂɅɋǟȿ ǦȲȵǠȊȱǟ ǥǻɀƨǟ ǥȂǲȞȵȋ ÛȨȊȵǻ ÛȜɅȁɀǪȱǟȿ ȀȊȺȲȱ ȸɅǼȱǟ ǒɎȝ ǿǟǻ Û:]62-63[.
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ǠɆȹǠǭ : ɃǕ ȳǠɆȱȿ .ǰȺɆƹǻ:"william Edeming"

    ɀȽȿɄȮɅȀȵǕ  ǿǠȊǪȆȵ ȰȶȝǮȱ ǡǕ ǢȪȱȿɀ ǥǿǥǿǟǻǙ ǦȲȵǠȊȱǟ ǥǻɀƨǟÛ ǟɂȪǪȱ "ǰȺɆƹǻ"  ƁǠȞȱǟ"ǧǿǟɀɆǪȉ"  ȳǠȝ1927 ȼȺȵ ȴȲȞǩȿ Û

 ȴɆȽǠȦƫǟǦɆȅǠȅɉǟ  ǥȀȖɆȆȲȱǦɆǝǠȎǵɋǟ ǥǻɀƨǟ ɂȲȝ)SQC( ǠȽǿɀȕ Ɣȱǟȿ″sheuohart″Ʃ ȤǩǟɀƬǟ ȰɆǣ ǧǟƎǪƯ ǡǠȆbell

labonation  ƔȱǟȿǨǶǤȍǕ  ǥȀȖɆȅ ǦǣǠǮƞǦɆǝǠȎǵǙ ǥǻɀǲȲȱ.  

   ǧǠȺɆȆȶƪǟ ȰȲǹ ȷǠǣǠɆȱǟ Ž ǥǻɀƨǟ ȀɅɀȖǩ Ž ƘǤȭ ȰȮȊɅ ȴȽǠȅ ǼȪȱ ɄȑǠƫǟ ȷȀȪȱǟ ȸȵ ȳǠȝ Žȿ Û1950  ǒǠȶȲȞȱǟ ǻǠƠǟ ȼǱȿ

 ƙɆȹǠǣǠɆȱǟ ƙȅǼȺȾƫǟȿ)juse(   ǥɀȝǻƂǙ"ƹǻǰȺ"  ɃǾȱǟ ǿȿǼȲȱ ȀɅǼȪǩȼǣ ȳǠȩ ǦɆȹǠǣǠɆȱǟ ǦȝǠȺȎȲȱ.  ǢǪȭ ǼȪȱ"ǰȺƹǻ"  ǥƘǮȭ ǧɎɆȎȦǩ

 ǦɆȆɆǝȀȱǟ ȻǿǠȮȥǕ ǧȂȭȀǩ Ǽȩȿ ȼȩȀȕȿ ȼǪȦȆȲȥ ǠȾɆȥ ǳȀȊɆȱ ȰȶȞȱǟ ȸȵ ǥǼɅǼȞȱǟ ȼǩǟɀȺȅ ȯɎǹ  ǧɍǠƭ Ž  ǦǭɎǮȱǟɄȽ:1

- ǟ ǥȀȊȝ ǦȞǣǿɉǟ ȓǠȪȺȱǥǿǟǻɋ ǥǻɀƨǟ.  

-ǦȲǩǠȪȱǟ ȜǤȆȱǟ ȏǟȀȵɉǟ.  

- ǟǥȀȊȝ ǦǪȆȱǟ ǧǠȪɆȞƫ.  

ǠǮȱǠǭ :ɀǱ ȤɅȁǕȷǟǿɀǱ ȳ:josef.M. Juran

    "ȷǟǿɀǱ"   ƁǠȝɄȮɅȀȵǕ ȴȲȞƫǟ ǼȞɅ  Ûȯȿɉǟ ɀƨǟ ƙȆƠ ǦɆȦɆȭ ƙɆȹǠǣǠɆȱǟ ȴɆȲȞǩ Ž ȴȽǠȅ ǬɆǵ ƁǠȞȱǟ Ž ǥǻɀǲȲȱǥǻ ǼȲȪǩ Ǽȩȿ Û

 ȳǠȅȿǿɀȕǟƎȵǙ  ǦǣǠȩȀȱǟ Ž ȼȲȒȦǣ ȣȀǪȝǟ ȷǠǣǠɆȱǟǦɆǝǠȎǵɋǟ  ɃǾȱǟ ǥǻɀǲȲȱȼȺȭǕ  ȰȍɀǪȱǟǠȾɆȱǙ ȳǠȝ Žȿ Û1951 ȍ ȸȵ ȸȮƢ ǦȡǠɆ

 ǦȝɀȶƭǿǠȮȥǕ  ȯɀǵ ǥȂɆǶǪȵ Ƙȡȿ ǦȮȅǠȶǪȵǥǿǟǻǙ  ǠŒǠɆǤǩ ȸȮƹ Ɣȱǟ ȼǩǠȵǠȶǪȽǟȿ ȻǻɀȾǱ Ż ǥǻɀƨǟ ɂȲȝ ǥȀȖɆȆȱǟ ȼǣǠǪȭ Ž ǥǻɀƨǟ

źɇǠȭ:2

 ǧǠɆȲȶȝ ǦɆǭɎǭǥǿǟǻɋǟ "ȷǟǿɀƨ ":

  ȯɀǵ ȻƘȮȦǩ ȳǠȶǪȽǟ ȷǠȭ ǼȪȱǥǿǟǻǙ ǥǻɀƨǟ ƇǼȪǩ ȸȮƹ ȤɆȭȿ ÛȻǿǠȮȥǕ ƂǙ  ȯǠǱǿǥǿǟǻɋǟ ȰȮȊǣ ǠɆȲȞȱǟ ȳɀȾȦȵȿ ȔɆȆǣ ǼȪȱȿ Û

 ȳǼȩȻǿǠȮȥǕ ǦɆǭɎǭ ȰȮȉ Ž ɄȲɅǠȶȭ ɄȽȿ:  

1 - Juse,(2004), the Deming committee what is the Deming, prize, Japan , p :9.

2- Ûǻɀƥ ȴșǠȭ ȀȒɆǹ)2002( ÛǒɎȶȞȱǟ ǦȵǼǹȿ ǦȲȵǠȊȱǟ ǥǻɀƨǟ ǥǿǟǻǙȜɅȁɀǪȱǟȿ ȀȊȺȲȱ ǥƘȆƫǟ ǿǟǻ ÛÛ ÛȷǠȶȝ ȋ:77.
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 ȴȩǿ ȰȮȉ)3(  

      ǥǿǟǻɋǟ ǧǠɆȲȶȝ ǻǠȞǣǕ

thetownd,Beyond total quality management),1994(ound, Grag, et, al,B:Source

emerging parading, megraw-hill, inc, singaphore, p:77.

 ȰǤȩ ƙȆǶǪȱǟǥǿǟǻǙǥǻɀƨǟ

ǥǻɀƨǟ ȔɆȖơǥǻɀƨǟ ȔɆȖơ

ǥǿǟǻɋǟ ǧǠɆȲȶȝ ǻǠȞǣǕ

ȯȿɉǟ ǼȞǤȱǟƆǠǮȱǟ ǼȞǤȱǟǬȱǠǮȱǟ ǼȞǤȱǟ

ǥǻɀƨǟ ȔɆȖơ

 ȷɀǣȂȱǟ ȤɆȺȎǩƂǙ ɄǱǿǠǹȿ ɄȲǹǟǻ

ȷɀǣȂȱǟ ǧǠǱǠɆǪǵǟ ǼɅǼƠ

ǰǪȺƫǟ ǧǠȦȍǟɀȵ ȀɅɀȖǩ

 ǒǠȦɅɌȱ ȷɀǣȂȱǟ ǧǠǱǠƜ

 ǥǿǻǠȪȱǟ ǧǠɆȲȶȞȱǟ ȀɅɀȖǩ

 ɂȲȝǯǠǪȹǙ ǧǠǤȲȖǪƫǟ ȬȲǩ

 ǧǠɆȲȶȞȱǟ ȔȖǹ ȰɅɀƠ

ƂǙ ǾɆȦȺǩ

 ȴɆɆȪǩǒǟǻɉǟ

ǝǠǪȺȱǟ ǦȹǿǠȪȵ Ȝȵ ǰȣǟǼȽɉǟ

 ȳǠɆȪȱǟǧǟǒǟȀǱɋǠǣ ǦɆǶɆǶȎǪȱǟ

 ǧǠɆȲȶȞȱǟ ǥǻɀǱ ƙȆƠ

ǰǪȺƫǟ ǥǻɀǱȿ
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ǥǻɀƨǟ ƙȆǶǪȱ ȷǟǿɀǱ ȰǹǼȵ:

    ǦȶȚȺƫǟ ɂȲȝ ƙȞǪɅ ǦȵǠȽ ǧǟɀȖǹ ǥȀȊȝ ȷǟǿɀǱ Ȝȑȿ ǼȪȱȷǕ  ȨɆǤȖǪȱ ȰǹǼȶȭ ǠȾȞǤǪǩǥǿǟǻǙ ǦȲȵǠȊȱǟ ǥǻɀƨǟƎǪȞɅȿ Û"ȷǟǿɀǱ" 

 ȳɀȾȦȵ ƇǼȪǩ ȸȝ ɍȿǘȆȵǙǥǿǟǻ  Ǝȝ ǥǻɀƨǟǒǟȂǱɉǟ Ž ǦȦȲǪǺƫǟǦȶȚȺƫǟ  ȷǟǿɀǱ ǦƵǠȆȵ ǿǠǤǪȝǟ ȸȮƹȿ ÛȀǮȭǕ ǦɆƵǕ  ǦƵǠȆȵ ȸȵ

 ǰȺɆƹǻȼȹɉ  ǥȀȖɆȆȱǠǣ ǰȺɆƹǻ ȴǪȽǟ ǠȶȺɆǣ ǥǻɀǲȲȱ Ȝȅǟȿ ȳɀȾȦȵ ɂȲȝ ǼȶǪȝǟǦɆǝǠȎǵɋǟ ǥǻɀƨǟ ɂȲȝ.  

ǠȞǣǟǿ :ǟȿǠȭǠɆȉǟ ȿȀɅǠȭ:"kaoru Ishikawa"

   ƆǠǣǠɅ ɀȽȿ  ȣȀȝȼȹǖǣ ǡɉǟ Ʃ ɄȪɆȪƩǟǟȿ ǢɅǿǼǪȱǟ ƎǪȝǟȿ ǥǻɀƨǟ ǧǠȪ ǦɅǠŒȿ ǦɅǟǼǤȭ ƙȲȵǠȞȲȱ ȴɆȲȞǪȱȲȵǠȊȱǟ ǥǻɀǲȲȱǦ ÛǼȭǕȿ 

 ǿǠȶǮǪȅǟ ǥǿȿȀȑǥǿǟǻɋǟ  ȼǣ ǒǠǱǠȵ ȌɆǺȲǩ ȸȮƹȿ ÛȬȱǽ Ž ǠɆȲȞȱǟ"ȿǠȮɆȉǟǟ"  ¼ǠŒǖǣ  ƙȲȵǠȞȱǟ ȸȵ ǥƘȢȍ Ǧȝɀȶƭ ¬ ȷǠǣǠɆȱǟȿ

źɍǠǣ:1

-ǥǻɀƨǟ ǧǠȪȲǵ:

       ǠȾɆȥ ȯɀȪɅ" ǟȿǠȮȊɅǟ " ǠŒǖǣ  ǦȝɀȶƭǥƘȢȍ ȶǲǵ ǳȿǟȀǪɅ ƙȲȵǠȞȱǟ ȸȵ ȸȵ ǠȾ8-4 ȯǠȶȝ Û ȷɀȮɅ ǧǠȪȲǶȲȱ ȴȾȵǠȶȒȹǟ ȷǟȿ

ǠɆȝɀȕ ȴȾȵǠɆȩ ǼȺȝ ǠŒɀȾǱǟɀɅ Ɣȱǟ ȰȭǠȊƫǟ ǼɅǼƠ ɄȽ ǠȾǪȶȾȵ ȷɀȮǩȿ ÛȴƬǠȶȝǖǣÛ  ǳǟȀǪȩǟ Ź ȸȵȿǦǤȅǠȺȵ ǠŒȿȀɅ Ɣȱǟ ȯɀȲƩǟ

ǠȾȲƩ ɁɀǪȆȵ ȀɅɀȖǩȿ ƙȆƠ Ȭȱǽ Ž ƙȥǼȾǪȆȵ Ûǒǟǻɉǟ ƙȲȵǠȞȲȱ ƎǪȝǟȿ Û"ǟȿǠȮɆȉǟ"  ǦȲȶȮȵ ǥǻɀƨǟ ǧǠȪȲǵǥǿǟǻɋ  ǥǻɀƨǟ

 ȷǠɆȞȆɅ ǠȽǿǠǤǪȝǠǣ ǦȲȵǠȊȱǟƂǙ ȀȶǪȆƫǟ ƙȆǶǪȱǟ.  

     -  ǦȲȵǠȊȱǟ ǥǻɀƨǟ ȰǵǟȀȵ:

 Ǚ ȷǕ ǠȾǵȀǪȩǟ Ɣȱǟ ǦȲȵǠȊȱǟ ǥǻɀƨǟ ȰǵǟȀȵ ȁȀǣ"ǟȿǠȮɆȉǟ" ɄȽ:  

-  ȰȭǠȊƫǟ ǳȀȕ Ž ǦȶȚȺƫǠǣ ƙȲȵǠȞȱǟ ȫǟȀǪȉǟ ɂȲȝ ȰȶȞȱǟǻǠƶǙȿ  ǿǼȩ ǠƬ ǦǤȅǠȺƫǟ ȯɀȲƩǟȷǠȮȵɋǟ.  

- ɆȭȀǪȱǟ ǥǒǠȦȭ ȜȥȀȱ ƙȲȵǠȞȱǟ ȴɆȲȞǩ ɂȲȝ ȂȴȾǝǟǻǕ  ǠŒɀȾǱǟɀɅ Ɣȱǟ ȰȭǠȊƫǟ Ȱǵ ŽǒǠȺǭǕ ǦȶȚȺƫǟ Ž ȴȾȲȶȝ.  

-ǧǠȪȲǵ ǒǠȺǣ ǥǻɀƨǟ ɂȲȝ ǥȀȖɆȆȱǟ.  

- ǥǻɀǲȲȱ ǦȲȵǠȊȱǟ ǥȀȖɆȆȱǟ ǦȞǱǟȀȵ.  

- ȳǟǼǺǪȅǟ ɂȲȝ ȂɆȭȀǪȱǟǧǟȿǻɉǟ ǦɆǝǠȎǵɋǟ ǥǻɀƨǟ ɂȲȝ ǥȀȖɆȆȲȱ.  

 - ǟȀǣ ȜɆǲȊǩ ɂȲȝ ȰȶȞȱɄȲȮȱǟ ǻǠȎǪȩɍǟ ɁɀǪȆȵ ɂȲȝ ǥǻɀƨǟ ǧǠȪȲǵ ǰȵǠȹ.  

1
-Goestsch, D, and, Daxis, s, (1997), Total quality, Mc Graw-Hill, Inc. sigaphore, p : 382.



 ȯȿɉǟ ȰȎȦȱǟ                                                                                                       ȵǼƪǟ ǥǻɀǱǦ

14

 ȸȵ ȬȱǾȭȴȽǕ ǧǠȵǠȾȅǙ"  ǟȿǠȮɆȊɅǟ"  ȻȀɅɀȖǩȿǢɆȱǠȅɉ ǧǟȿǻǕȿ ǦɆǝǠȎǵǙ  ǠȽǠƧ¼ǧǟȿǻɉǟ ǦȞǤȆȱǟ¬  Ž ƙȲȵǠȞȱǟ ǥǼȝǠȆƫ

 ȨɆǤȖǩǥǿǟǻǙ  Ȁȭǽȿ ÛǦȲȵǠȊȱǟ ǥǻɀƨǟȷǕ  ɂȲȝ ǥȀȖɆȆȱǟ ȸȵ ǦȶȚȺƫǟ ȸȮƹ Ǽȩ ȬȲǩȀǮȭǕ  ȸȵ95℅  ȻǾȽȿ ǠȾȲȭǠȊȵ ȸȵǻɉǟǧǟȿ 

ǧǠȹǠɆǤȱǟ ȰɆȲƠȿ ǦƨǠȞȵ Ž ǠȾȺȵ ǻǠȦǪȆɆȅ ɄȽȿ ǦȶȚȺƫǟ ǧǠɆȲȶȝ ȸȵ ǦȪȥǼǪƫǟ:  

ǦȖɅȀǹ ǿǼƫǟ ÛǟȿǠȮɆȊɅǟ ȜȺȎȵ ÛɀǪɅǿǠǣǯ ȌǶȦȱǟ ǦȶǝǠȩȿ ÛȨȥǼǪȱǟ ȔǝǟȀǹ ÛǦǤȩǟȀƫǟ ǦȖɅȀǹ ǿǠȊǪȹɍǟ ǦȖɅȀǹ ÛɃǿǟȀȮǪȱǟ.   

ǠȆȵǠǹ :ɄȭɀǱǠǩ ɄȮɆȺɆǱ:"Genicki Taguki"

   "ǠǩǱɀȭɄ"  ƆǠǣǠɅ ȃǼȺȾȵǼȭǕ ƨǟ ɂȲȝǼȺƬǟ ǢȹǠ ǦȭȀȉ Ž ȼȲȶȝ ȯɎǹ ȸȵ ǥǻɀǲȲȱ Ʉȅ"ǕȷɀǤɆȹ" ǬɆǵ ÛȣǟȀȢȲǪȱǟȿ ȤǩǠȾȲȱ

Ǖ ǥȀȖɆȆȲȱ ǦȲɆȅɀȭ ǡǿǠǲǪȱǟ ȴɆȶȎǩ ȰǹǻǦɆǝǠȎǵɋǟ ǰǪȺƫǟ ǥǻɀǱ ɂȲȝǥȂǝǠǱ ɂȲȝ ȰȎǶǪɅ ȼȲȞǱ Ǡư Û "ǻ ȠȺɆƹ"  ȳǠȝ ǥǻɀǲȲȱ

1960ȾɆȲȝ ȁǠǵȿ ÛǦɆȱǠǪǪȵ ǧǟȀǪȥ Ž ǧǟȀȵ ǫɎǭ Ǡ.

   ȀȚȺɅ ȷǠȭ Ǽȩȿ"ɄȭɀǱǠǩ"Ȳȝ ǥǻɀǲȲȱ ɂǠŒǕ  ǦɆȒȪȱǟǦɆȅǠȅɉǟ Ȯȭ ǦȶȚȺȶȲȱȰÛ  ȰǹǼȵ ȷǕ ǬɆǵ"ɄȭɀǱǠǩ" ǻɀƨǟ Ž ƎǪȞɅ ǥ

ȀǮȭǕ  ǟǼɆȪȞǩ ȰǹǟǼƫǟɍǙ  ǨǤǭǟ Ǽȩ ȼȹǟȼȹǖǣ ǦȶȚȺȶȲȱ ǥǼɅǼƨǟ ǧǠɆȲȶȞȱǟȿ ǼɅǼƨǟ ǰǪȺƫǟ ȴɆȶȎǩ ȴɆɆȪǩ Ž ƙǩƘǤȭ ǥɀȩȿ ǦɆȲȝǠȥ ȿǽ.  

   ǢȹǟɀǱ ǦǭɎǭ ȯɎǹ ȸȵ ǥǻɀƨǟ ȴɆȶȎǩ ɂȲȝ ɄȭɀǱǠǩ ȂȮǩȀɅȿǦɆȅǠȅǕ ǪȲȱɄȽȿ ȴɆȶȎ:1

–ȳǠȚȺȱǟ ȴɆȶȎǩ: ȷɀǣȂȱǟ ǧǠǤȲȖǪȵ Ȝȵ ȨǣǠȖǪɅ ǬɆƜ ǦȶȚȺƫǟ ȤǝǠșɀȱ Ɨȥ ȴɆȶȎǩ ɀȽȿ.  

ı ȴɆȶȎǩ  ǧǟȀȉǘƫǟ:  ɄȽȿǧǟȿǻɉǟ  ǡǿǠǲǪȱǟ ȴɆȶȎǩ ȬȱǾȱ ȳǟǼǺǪȅǟȿ ǥǻɀƨǟ ȤɆȱǠȮǩ ȐɆȦơ Ž ȴȽǠȆǩ Ɣȱǟ

ǦɆǝǠȎǵɋǟ ǧǟȀȉǘƫǟ ȻǾȽ ǼɅǼƠ ȏȀȢȱ.  

ı ȼǣ ǳɀȶȆƫǟ ǧȿǠȦǪȱǟ ȴɆȶȎǩ:  ȰǝǠȅɀȱǟ ɄȽȿǟ ȐȦơ Ɣȱǟ Ûǥǻɀƨǟ ȤɆȱǠȮǩ Ȝȥǿ ȷȿǼǣ ƘȢǪȱǙ ɀȽ Ȭȱǽ ȸȵ ȣǼƬǟ ȷ

 ǧǠȹɀȮƫǟ ǼɅǼƠǒǟȂǱɉǟȿ ȀǮȭɉǟ ǟƘǭǖǩ  ȻǾȽ ȀȎǵ Ź ȸȵȿǠǩȿǠȦǪƫǟǧ ǒǟȂǱɊȱ ǯɀǪȺƫǟ Ž ǦɆȲǹǟǼȱǟ.  

  ȿ ǬǵǠǤȱǟ ȄȮȞɅǿǠȊȭ  ǦȦȆȲȥ"ɄȭɀǱǠǩ" ɄȽȿ ȴɆȽǠȦȵ ǦǭɎǭ ȯɎǹ ȸȵ ǥǻɀƨǟ Ž:2

-ǥǻɀƨǟ ǥǿǠȆǹ Ǧȱǟǻ.  

-ɀƨǟȣǼƬǠǣ ǦȾǱɀƫǟ ǥǻ.  

.[13-12]:ȋ ȋ ÛȀȎȵ ÛȀȽȁɉǟ ǦȞȵǠǱ ÛǯǠǪȹɋǟ ǥǻɀǱ ¡(1996) ÛƙȆǵ ǼȶƮ ǧǠɆȖȝ -
1

2
-Ansell, tony, (1993), managing for quality in the finance service, industry, Chapman and hall, p :179.
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ƆǠǮȱǟ țȀȦȱǟ : ǠȮɅȀȵǕ Ž ǧȀȾș Ɣȱǟ ǿǠȮȥɉǟ ȴȽǕ

  ȯɎǹ ȸȵ ǥǻɀƨǟ ǦȦȆȲȥ ȀɅɀȖǩ Ž ǻǟȿȀȱǟ ȸȵ ǻǼȝ ȴȽǠȅȴȽǿǠȮȥǕ  Ž ǧȀȾș ƔȱǟǠȮɅȀȵǕ.

ɍȿǕ : Ÿ ǢɆȲɆȥ.ƑȅȿȀȭ:"philip B.crosby"

  Ȱȶȝ ǼȪȱ"ƑȅȿȀȭ"  Ž ǠȎǪƯ ǠȅǼȺȾȵǦȵɀȲȞƫǟ ǦȭȀȉ Û"ǠǪɅǿǠȵ ȸǩǿǠȵ" Û  Ɣȱǟ ǸɅǿǟɀȎȲȱ ȸȉƘǣ țȿȀȊȵ Ž ȴȽǠȅ Ź ȸȵȿ

ǥǻɀƨǟ ȸȵ ǠɆȱǠȝ ɁɀǪȆȵ ǨȪȪǵ.  

 ȳǠȝ Žȿ1965  ƙȝ"ƑȅȿȀȭ" ǦȭȀȉ Ž ǥǻɀƨǟ ǥǼǵȿ ȄɆǝȀȱ ǠǤǝǠȹ" ɃǓź" Û ƔȱǟǟǨǭǼǶǪȅ ȯȿɉ  ǥǼǶǪƫǟ ǧǠɅɍɀȱǟ Ž ǥȀȵ

ǦɆȮɅȀȵɉǟ ȳǠȝ Žȿ Û1979 ȄȅǕ ǥǻɀƨǟ Ž ǦȎȎǺǪȵ ǦɅǿǠȶǮǪȅǟ ǦȶȚȺȵǟȿ ǥȀȾȉ ǢȆȭ Ǽȩȿ Û Ȁȭǽ ǠȵǼȺȝ ǦȞȅǕ ǥǻɀƨǟ ȷ

 Ž ǦǞɅǻȀȱǟǦɅǕ  ǦȶȚȺȵȠȲǤǩ ǠȾǪȦȲȭ20℅  ǠȾǤȺƟ ȸȮƹ ǦȦȲȮǪȱǟ ȻǾȽ ȸȵ ƘǮȭȿ ÛǼǝǠȞȱǟ ȸȵǩǚǣǤțǠ  ȸȵȿ ÛǦȶɆȲȆȱǟ ǥǻɀƨǟ ǧǠȅǿǠư

 Ǡȝǻ Ź"ƑȅȿȀȭ" ƂǙ  ÛǡɀɆȞȱǟ ȸȵ ǠɆȱǠǹ ǯɀǪȺƫǟ ȰȞǱȀȝ Ǽȩȿȣ  ǥǻɀƨǟǠŒǖǣ ¼ǧǠǤȲȖǪȶȲȱ ǰǪȺƫǟ ǦȪǣǠȖȵ¬.1

 Ʌ Ɣȱǟ ǦȦȆȲȦȱǟ ȷǙ ȀȮȥ ǠȾɆȲȝ ȳɀȪɄȅȿȀȭ  ŽǥǿǟǻǙ  ȓǠȪȺȱǟ Ž ȌǺȲǪǩ ǥǻɀƨǟǦȞǣǿɉǟ ǦɆȱǠǪȱǟ:2

-ǧǠǤȲȖǪȶȲȱ ǦȪǣǠȖƫǟ ƗȞǩȿ ǥǻɀƨǟ ȤɅȀȞǩ.    

- ǙȴɆɆȪǪȱǟ ȄɆȱȿ ǰǪȺƫǟ ɀȽ ǥǻɀƨǟ ȨȪƷ ɃǾȱǟ ȳǠȚȺȱǟ ȷ.  

-  ȃǠɆȩǒǟǻɉǟ ǥǻɀƨǟ ǦȦȲȭ ɄȽ ǬɆǵ ÛǼȭǕ  ȳǼȝ ǦȦȲȭ ɂȲȝȿ ÛǻǠȞƫǟ ȰȶȞȱǟȿ ǦȪǣǠȖƫǟȷȂǺƫǟǧǟǿǠǤǪǹɍǟȿ ȌǶȦȱǟȿ Û.  

.141:ȋ ÛǦɅǻɀȞȆȱǟ ÛȜɅȁɀǪȱǟȿ ȀȊȺȲȱ ȷǠȮɆǤȞȱǟ ǿǟǻ ÛǦȲȵǠȊȱǟ ǥǻɀƨǟ ǥǿǟǻǙ ¡(1997) ÛǼȞȅ ȸǣ ǼȱǠǹ -
1

.51:ȋ ÛȷǠȶȝ ÛȜɅȁɀǪȱǟȿ ȀȊȺȲȱ ȸɅǼȱǟ ǒɎȞȱǟ ǿǟǻ ÛȿȂɅɋǟȿ ǦȲȵǠȊȱǟ ǥǻɀƨǟ ǥǿǟǻǙ ¡(2005) ÛǡǠȽɀȱǟ ǼǤȝ ǼȶƮ -
2
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ǠɆȹǠǭ :ǕȣǼȹǠȵǿ .ȳȿǠǤȺǲɆȥ:"FeigenbawomArmandv."

  Ǚ ȷ"ȳȿǠǤȺɆǲɆȥ" ɄȮɅȀȵǕ  ȳǠȝ ȬɅȀǮȮɆȱǟ ȯǟȀȺǱ ǦȭȀȉ Ž Ȱȶȝ1944 Ž Ȱȶȝ ǠȽǼȞǣ ÛǟǽǠǪȅǕ  ȈǩɀȉǠȅǠȵ ǦȞȵǠǱ Ž

ǦɆǱɀȱɀȺȮǪȱǟ)MIT(Ȳȱ ǦȲȵǠȊȱǟ ǥȀȖɆȆȱǟ ȳɀȾȦȵ ȀɅɀȖǩ ǟǾȽ ȼȲȶȝ Ž țǠȖǪȅǟ ǬɆǵ Û ȳǠȝ ǥǻɀǲ1950.

   ǦȲȵǠȊȱǟ ǥǻɀƨǟ ȣȀȝ ǼȪȱȿǠŒǖǣ  ȳɀȾȦȵ ȸȵ ɍǼǣ ȂɆȶǪȱǟ ȳɀȾȦȵȀȚȹ ǦȾǱɀǪȵȿ ȔȪȥ ǡɀɆȞȱǟ ɂȲȝ ȂȭȀɅȻ ǙǣȂȱǟ ȷ ǻǼƷ ȷɀ

Ûǥǻɀƨǟ ȼȞȵ ȨȦǪɅǠȵ ǟǾȽȿ"ȷǟǿɀǱ"Û  ǼȩȿǴȑȿǕ "ȳȿǠǤȺɆǲɆȥ"  ǼǪƢ ǥǻɀƨǟ ǦȦȆȲȥ ȷǠǣƂǙ  ȂȭǟȀȵ ǻȿǼǵ ǯǿǠǹǒǟǻɉǟ  ȰȶȊǩ ɄȮȱ

 ȜɆƤǦȖȊȹǕ ȺȽȿ ÛǦȶȚȺƫǟ ȀȚȹ ǦȾǱȿ Ȝȵ ȨǣǠȖǪɅ Ǡ"ƑȅȿȀȭ"  ǻȿǼƜ ǦȪȲȞǪƫǟȿǥǿǟǻǙ ǦȲȵǠȊȱǟ ǥǻɀƨǟ.  

 ǼȭǘɅȿ"ȿǠǤȺɆǲɆȥȳ"  ȳǠȝ ǦǮȱǠǮȱǟ ǦȞǤȖȱǟ ǥǻɀǲȲȱ ǦȲȵǠȊȱǟ ǥȀȖɆȆȱǟ ȼǣǠǪȭ Ž1981 ɂȲȝ Ûźɇǟ:1

- ǥǿǟǻǙ ǦȲȵǠȊȱǟ ǥǻɀƨǟ:  

 ƙǤɅ ǬɆǵ"ȳȿǠǤȺǲɆȥ"  ƙǣ ȔǣȀǩ Ɣȱǟ ǧǠȩɎȞȱǟ Ǧȝɀȶƭ ɂȲȝ ǡǠǪȮȱǟ ȸȵ ǒȂƨǟ ǟǾȽ Ž ǦȲȵǠȊȱǟ ǥȀȖɆȆȱǟȿ ǧǠǲǪȺƫǟ ǥǻɀǱ

 ÛǦȶȚȺƫǟȿ ȷɀǣȂȱǟ ƙǣȿ ÛǥǻɀǲȲȱǦɆǱǠǪȹɋǟȿ ǠȽƘȡȿ ÛǦɆǱɀȱɀȺȮǪȱǟȿ.  

ı ǦȲȵǠȊȱǟ ǥǻɀƨǟ ȳǠȚȹ:  

  ȴȚȺȱǟ ȰǹǼȵ ɂȲȝ ȼǣǠǪȭ ȸȵ ǒȂƨǟ ǟǾȽ Ž ǼȭǘɅȿȼǪɆƵǕȿ ǥǻɀƨǟ ȤɆȱǠȮǩȿ ÛǦȲȵǠȊȱǟ ǥǻɀƨǟ Ǧȅǟǿǻ Ž.

ı ǥǿǟǻǙ ǥǻɀƨǟ ǧǠɆǲɆǩǟȀǪȅǟ:

ȝ ǒȂƨǟ ǟǾȽ ȰȶǪȉǟ ɂȲǙȸȮƹ Ɣȱǟ ǧǠɆǲɆǩǟȀǪȅ ơǟǠȽǽǠ ǦȶȚȺƫǟ Ž ǥǻɀƨǟ ȨɆǤȖǩ ȣǼŏ ǥǻɀƨǟ Ž.

–  ǬɆǵ ȸȵ ǦɆȺȦȱǟ ǦɆǵǠȺȱǟ ȸȵ ǥǻɀƨǟ ǒȂƨǟ ǟǾȽ ȸȶȒǪɅǥǻɀǲȲȱ ǦǣɀȲȖƫǟ ǠɆǱɀȱɀȺȮǪȱǟ țɀȹ ƗȦȱǟ ȔǤȒȱǟȿ ÛǧɍɈȱ ǧǟǼȞƫǟȿ Û

ǧǠȵɀȲȞƫǟ ǦɆǱɀȱɀȺȮǩȿ.  

–  ǥȀȖɆȆȱǟǦɆǝǠȎǵɋǟ ǥǻɀǲȲȱ:  ɂȲȝ Ȭȱǽ ȰȶǪȊɅȿǠȅɉǟǢɆȱ ǦɆǝǠȎǵɋǟ ǥǻɀƨǟ ɂȲȝ ǥȀȖɆȆȱǟ ǠƬɎǹ ȸȵ ȸȮƹ Ɣȱǟȿ.  

– ǥǻɀǲȲȱ ǦȲȵǠȊȱǟ ǥȀȖɆȆȱǟ ȨɆǤȖǩɂȲȝ ǒȂƨǟ ǟǾȽ ȰȶǪȉǟȿ:  ǥǻɀǱ ȸȵ ǟǒǼǣ ǦȶȚȺƫǟ Ž ǥǻɀǲȲȱ ǦȲȵǠȊȱǟ ǥȀȖɆȆȱǟ ȨɆǤȖǩ ǦɆȦɆȭ

ǠȽƘȡȿ ǧǠɆȲȶȞȱǟȿ ǥǟȀǪȊƫǟ ǻǟɀƫǟȿ ȴɆȶȎǪȱǟ.

- ǣǠȅ ȜǱȀȵ ÛǡǠȽɀȱǟ ǼǤȝ ǼȶƮȋ ÛȨ:51.
1
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ǠǮȱǠǭ : ȳǠɆȱȿɃǙ.ɃɀȹɀɆȭ:"william E.conway"

 ƎǪȞɅ"Ƀɀȹɀȭ"  ȰȪǵ Ž ǠǭǼƮǥǿǟǻǙ  Ɓ ɀȾȥ ÛɄȑǠƫǟ ȷȀȪȱǟ ǧǠɆȺɆȞȆǩ Ž ȀȾș Û ǦȲȵǠȊȱǟ ǥǻɀƨǟǕǼǤɅ  ǥǻɀƨǟ Ž ȼǩǟǿǠȊǪȅǟ ŽɍǙ 

 ǧǟɀȺȆȱǟ ŽǥƘǹɉǟ ɄȑǠƫǟ ȷȀȪȱǟ ȸȵ.  

  ȣȀȞɅ"Ƀɀȹɀȭ" ǥǻɀƨǟ ǠŒǖǣ "ǯǠǪȹǙ ǥǿǟǻǙ  ǦȝǠȺȍȿ ȀɅɀȖǩ Ž ȰǮȶǪǩ Ɣȱǟ ǥǻɀƨǟǥǿǟǻǙȿ  ǧǠǲǪȺƫǟ ȜɅȁɀǩȿ)ǧǠȵǼǹȿ ȜȲȅ(.   

ȿ ɀȝǼɅ"Ƀɀȹɀȭ"ƂǙ  Ž ǼɅǼǱ ȳǠȚȹǥǿǟǻɋǟ  ƙȵǼǺǪȆȵ ȀȶǪȆƫǟ ƙȆǶǪȱǟ ǦɆȲȶȞǣ ȏɀȾȺȱǟ ȼȱɎǹ ȸȵ ȴǪɅǧǟȿǻɉǟ  ɄȽȿ ǦǪȆȱǟ

ɄȲɅǠȶȭ:1

– ǧǠȩɎȞȱǟ Ž ǧǟǿǠȾƫǟ ȤɆșɀǩǦɆȹǠȆȹɋǟ ǦȶȚȺƫǟ Ž ƙȲȵǠȞȱǟ ǢɅǿǼǩȿ ȂɆȦƠ Ž.  

– ȳǠɆȪȱǟǠǵɀȶȆƞǧ ǦɆǝǠȎǵǙ ǠɆǤȱǟ ȜɆȶƨȷɀǣȂȱǟ ȯɀǵ ǧǠȹ.  

-  ǠȾȞƤ Ź Ɣȱǟ ǧǠȹǠɆǤȱǟ ȰɆǮƢȯǠȮȉǖǣ ǦɆǝǠȎǵǙ ǦȖɆȆǣ.    

-  ǥȀȖɆȆȱǟ ȳǟǼǺǪȅǟǦɆǝǠȎǵɋǟ ǦȶȚȺƫǟ ǧǠɆȲȶȝ ȜɆƤ ɂȲȝ.  

- ƙȲȵǠȞȱǟ ȼǱǟɀǩ Ɣȱǟ ȰȭǠȊƫǟ ȰƩ ȯǠɆƪǟ ȳǟǼǺǪȅǟ.  

– ǼǺǪȅǟȀȶǪȆƫǟ ƙȆǶǪȱǟ ǦɆȲȶȝ ƙȆƠ Ž ǦɆȝǠȺȎȱǟ ǦȅǼȺƬǟ ȳǟ.  

ǽ Ȱȭ ɂȲȝ ǦȶȚȺƫǟ ǼȝǠȆɅ Ȭȱȼǣ ȳǠɆȪȱǟ ǢƶǠȵ ǼɅǼƠȉǘȵ Ȝȑȿ ȸȵ ǠȾȺɆȮƢ ȬȱǾȭȿ ÛƙȆǶǪȱǟ ǦɆȲȶȝ ȃǠɆȪȱ ǧǟȀ ȀȶǪȆƫǟ.  

1
-Bank, John, (1993), the essence of total quality management, prentice international, Paris, p:80.
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ȦȱǟȀǬȱǠǮȱǟ ț :ǥǻɀƨǟ ȸȝ ɁȀǹǕ ǿǠȮȥǕ:

    ȴȽǕ ȸȵȿǿǠȮȥǕ  ǯǿǠǹ ǧȀȾș Ɣȱǟ ǥǻɀƨǟ ȯǠƭ Ž ǻǟȿȀȱǟ ǧǠƵǠȆȵȿǠȮɅȀȵǕ ɄȲɅǠȵ ȷǠǣǠɆȱǟȿ:1

ɍȿǕ :ǿ.ƘȊɆȥ Ǖ"her"R.A.Fis"

    ȸɅǼȪȞȱǟ ȯɎǹ ȸȵ ƆǠȖɅƎȱǟ țǿǟȂƫǟ ƘȊɆȥ ǡǿǠƟ ǼȞǩƙɆȱȿɉǟ  ɄȑǠƫǟ ȷȀȪȱǟ ȸȵƂȿǕ  Ɣȱǟ ǦɅǼɆȲȪǪȱǟ ǡǿǠǲǪȱǟǧǕǼǣ  ǠȽȀȾȚǣ

 ǦɆȲȶȞȱǟ ǥǻɀƨǟ ȔǤȑ ȰǝǠȅȿȿ ƑɅȀǲǪȱǟ ȴɆȶȎǪȱǟ ǦȲǵȀȵǠɆǝǠȎǵǙ.  

ǠɆȹǠǭ :ɆȉȢɀȢȺȉ ɀɆ"shigco shingo"

    ɁɀǪȆƫǟǟǮƫ ƃǠ ǦȪǣǠȖƫǟ ǧǠȦȍǟɀƫɁɀǪȆȵ ɀȽ  ǒǠȖǹɉǟ ȀȦȎȱǟ ǦɅ) ǦɆȪɆȪƩǟǽǙ ǥȀȮȥ ɄȝǼǪȆǩ  (ǒǠȖǹɉǟ  ǦɅȀȦȎȱǟǕ ȷɀȮǩ ȷ

 Ǽȩȿ ÛǧǠȦȍǟɀȶȲȱ ǦȪǣǠȖȵ ǦǲǪȺƫǟ ǧǟǼǵɀȱǟ ȰȭǼȭǕ "shingo"  ɂȲȝǕ ȳǟǼǺǪȅǟ ȷǢɆȱǠȅǕ  ǥǻɀƨǟ ȔǤȑǦɆǝǠȎǵɋǟ ɍ  ǻɀȪǩ

 ǥǿȿȀȒȱǠǣƂǙ ǒǠȖǹɉǟ ǣ ȯɀȪɅ ɀȾȥ ǦɅȀȦȎȱǟǖ ȷǢɆȱǠȅɉǟ ǦɆǝǠȎǵɋǟ  ȸȮƹǕ ȷȰȲȪǩ ǒǠȖǹɉǟ ɍ ǠȾȺȮȱ  ÛǠȾɆȲȝ ɄȒȪǩǽǙ  ǳȀǪȩǟ

ȣȀȝ ǟǼɅǼǱ ǠȵǠȚȹ ǡ:"Pocka- yocke k"ȿǕ  ǴɆǶȎǪȱ ȳǠȚȹǖȖƪǟ ȰǱɉ  ɂȲȝ ǒǠȒȪȱǟǒǠȖǹɉǟ  ǥǿȿǻ ȰȮȊȱǟ ƙǤɅȿ ǠɆȲȭ

"shingo" ǥǿǟǻɋ ǒǠȖǹɉǟ ǡɀɆȞȱǟȿ.  

.50:ȋ ÛȷǠȶȝ ÛȀȮȦȱǟ ǿǟǻ ÛǦȲȵǠȊȱǟ ǥǻɀƨǟ ǦȥǠȑǙ ¡(2009) ÛǻǟǼƩǟ ȴɆȽǟȀǣǙ ȤȕǠȝ -1
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ƆǠǮȱǟ ǬǶǤƫǟ :ǦȵǼƪǟ ǥǻɀǱ ǦɆȽǠȵ

   ȸȵ ǥǻɀƨǟ ǼȞǩǦɆƵǕ Ǫő Ɣȱǟ ǠɅǠȒȪȱǟȶȚȺȶȲȱ ǠɆȲȞȱǟ ǥǿǟǻɋǟ Ǡŏ ȴǠȾȶǲǵȿ ǠȾȕǠȊȹ ǦɆȝɀȹ ǨȹǠȭ ǠȶȾȵ Ǧ ȜȥȀȱ Ǡȶǝǟǻ ɂȞȆǩ ɄȾȥ Û

 ɁɀǪȆȵǠȾǝǟǻǕ  ȰȎɅ Ɠǵ ÛǦȵǼƪǟ ƇǼȪǩ ǧǠɆȲȶȝ ȸȵƂǙ  ȯɀȍɀȱǟ ȜɆȶƨǟ ɄȢǤȺɅ ɍǠǮȵ ǼȞɅ ɃǾȱǟ ǒǟǻɉǟ Ž ȂɆɆȶǪȱǟ ǦǱǿǻȼɆȱǙ  

ȳǟǼǺǪȅǠǣ ǦȵǼƪǟ ǧǠȶȚȺȶȭ ȳɀȪǩ ǬɆǵ ÛȼȪɆȪƠȿ ǢɆȱǠȅɉǟ ȸȵ ǼɅǼȞȱǟɉǟȿǧǟȿǻ  Ɣȱǟȿ ǠőǠȵǼǹ ǥǻɀǱ ƙȆǶǪȱ ǠȾȮȲǪƢ Ɣȱǟ

ǒǟɀȅ ǠȾȺǝǠǣȂȱ ǦȲȵǠȮȱǟ ǧǠǤȡȀȱǟ ȜǤȊǩ Ɣȱǟ ǧǠȵǼƪǟ Ƙȥɀǩ ǠȽǒǟǿȿ ȸȵ ǼȎȪɅ ƙȲȵǠȞȱǟ ƙȲǹǟǼȱǟ)ȣɎǪǹǠǣ ȴőǠɅɀǪȆȵǦɆȦɆșɀȱǟ (

ɄǱǿǠƪǟ ȿǕ )ȴőǠǤȡǿȿ ȴőǠǤȲȕ ȣɎǪǹǠǣ ȸǝǠǣȂȱǟ(ǠȞȩɀǩȿ  ȴőǠǱǠɆǪǵǟȿ ȴőǠǤȲȖǪȵ ǦɆǤȲǩ ȨɅȀȕ ȸȝ Ȭȱǽȿ ÛȢȱǟȿ ǦȺȲȞƫǟ ȴőǦȺȲȞƫǟ Ƙ.  

ȯȿɉǟ ǢȲȖƫǟ :ǦȵǼƪǟ ȳɀȾȦȵ

   ǾȺȵ ǟƘǮȭ ǦȵǼƪǟ ǧǿɀȖǩ ǼȪȱ"ǨɆƧ ȳǻǟ" ȀǮȭǖȥ ȀǮȭǕ ǨǶǤȍǕ ǼȪȥ ǧǠȵǼƪǟ ȼǤȞȲǩ ɃǾȱǟ ƘǤȮȱǟȿ ȴȾƫǟ ǿȿǼȲȱ ǦǲɆǪȹȿ Û

 ɄȝǠȺȎȱǟ țǠȖȪȱǟ ɁɀǪȆȵ ɂȲȝ ǒǟɀȅ ɃǻǠȎǪȩɍǟ ȯǠŎǟ Ž ǟǿɀȒǵȿǕ ɄȵǼƪǟ .  

ǪȲȱ ȏȿȀȞȵ ȓǠȊȹ ɄȽ ǦȵǼƪǟȿ ǰǪȺƫǟ ȰǮȵ ȼȲǮȵ ȯǻǠǤȿǕ  ȼȆƫ ȸȮƹ ɍ ǬɆǵ ȃɀȆƮ Ƙȡ ȼȺȮȱ ǦȞȲȆȱǟȿǕ  ÛȼƽȿǕ  ȼȩȿǾǩȿǕ  ȼǪɅǗǿ

ǕȼȞƧ ȿ.

ȯȿɉǟ țȀȦȱǟ :ǦȵǼƪǟ ȤɅȀȞǩ

  ǹɍ ǦǲɆǪȹȳɀȾȦȵ ǼɅǼƠ Ž ȀȚȺȱǟ ǧǠȾǱȿ ȣɎǪ ǦȵǼƪǟǠȾȺȵ ȀȭǾȹ ȴɆȽǠȦƫǟ ȻǾȽ ȸȵ ǻǼȝ ȌǶȦǩ ȯȿǠǶȺȅ Û:  

ɍȿǕ :ȤɅȀȞǪȱǟ

   ǙȵǼƪǟ ȴɆȽǠȦȵ ǢȲȡǟ ȷ ɄȽ ǦǼɆȭǖǩ  ɂȲȝǕ ǠȅǠɆȩ ǦȅɀȶȲȵ Ƙȡ ǦȵǼƪǟ ȷǙǦȅɀȶȲƫǟ ȜȲȆȱǟ ƂÛ  ɂȲȝ ȀǭǘǩǠȺȆɆȅǠǵǕ  ǼɅǼƠȿ

 țǠȖȪȱǟ ǰǝǠǪȹ ƙȆƠ ȷǠȮȵ ɄȽȿ ǠȺǩǠȥǠȪǭȿ ǠȺȶɆȩƃȿɉǟ  Ǧƫɀȝ Ž ǧǠȵǼƪǟ ȴȽǠȆǩ Ǡȶȭ ɄȝǠȺȎȱǟȿȧǟɀȅɉǟ.1

 ǧƎǪȝǟ Ǡȶȭ ǦȵǼƪǟǠŒǕ "ǦȖȊȹɉǟ ȿǕ ȏȀȞǩ Ɣȱǟ ȜȥǠȺƫǟ  ȜɆǤȲȱȿǕ ƹǼȪǩ ȔǤǩȀɅǦȝǠǤƫǟ ȜȲȆȱǠǣ ǠȾ" ȿȥ ȬȱǾǣǚ ǦȵǼƪǟ ǻǼǵ ȼȹǠŒǖǣ:2

- ǦȖȊȹǕ  ǦȅɀȶȲȵ Ƙȡ) ÛǥǿǠȊǪȅɍǟ ƇǼȪǩǒǠȪȱǙ ǥȀȑǠƮ.(  

- Ʃǟ ǼȞǣ ǼɆȦǪȆƫǟ Ƙȡ ǠȾȭǿǼɅ ȜȥǠȺȵ ǦȵǼƪǟ ɂȲȝ ȯɀȎ )Ǫȱǟ ǧǠȵǼǹǖÛǦɆǶȍ ǧǠȵǼǹ Ûƙȵ ȰȪȺȱǟ ǧǠȵǼǹ...(.  

-  ǦȝǠǤƫǟ ȜȲȆȱǠǣ ǠȾƹǼȪǩ ȔǤǩȀɅǠŒɉ ȱǟ ȻǾȽ Ȝȵ ȳǼȪǩ ǟǿȿǻ ǠȾƹǼȪǩ ǢȞȲɅȿ ȜȲȆǠɆȅǠȅǕ  ǢȡȀɅ Ɣȱǟ ȜȥǠȺƫǟ ȨɆȪƠ Ž ǠȶȾȵȿ

ǟ ȬȲȾǪȆƫǟǦȞȲȆȱǟ ǒǟȀȉ ȯɎǹ ȸȵ ǠȾɆȲȝ ȯɀȎƩ ) Ƙȥɀǩ ÛȷǠȶȑ ÛǦȹǠɆȍǧǟȿǻǕ ǦɆȥǠȑǙǦȞȲȆȱǟ ȰȪǩ Û...(.  

1
- Gold finger, (1994), L'utile et le futile, Odile Jacobe, p :126.

2
-Jiarimi, (1990), Les limites du cortain, presses polytechniques et universitaires romandes, p :35.
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ȿ ǟǻǠȺǪȅǟ ǦȵǼƪǟ ȣȀȞǩƂǙ  ȁǠƱǟ Ž ȼǤȞȲǩ ɃǾȱǟ ǿȿǼȱǟȯǠȶȝɉǟ ȿǕ ǼɆȦǪȆƫǟ ǠȾɆȲȝ ȰȎƷ Ɣȱǟ ǧɎɆȾȆǩ Ûȥ ȬȱǾȱǚ ǦȵǼƪǟ ȷ

ǠƵȀȚȹ ǦȾǱȿ ȯɎǹ ȸȵ ȰǮƢ: " ȰȶȝȿǕ  Ž ǼȝǠȆǩ ǧɎɆȾȆǩǙ ȁǠƱȯǠȶȝɉǟ  ȰȾȆǩȿǿɀȵǕ ǼɆȦǪȆƫǟ" ÛȷǙ  ȸȵ ȨȲȖȺɅ ȤɅȀȞǪȱǟ ǟǾȽ

 ȰȮȊǣ ǦȵǼǺȲȱ ǦɆȅɀȶȲƫǟ ȳǼȝ ǦɆȍǠǹɄȅǠȅǕ.  

ǠŒǕ ɂȲȝ ǨȥȀȝ Ǡȶȭ :¼ ȰȝǠȦǪȱǟ ǟǼȽ ȣǼȾɅ ȷɀǣȂȱǟȿ ǦȵǼƪǟ ȂȾƭ ƙǣ ɄȝǠȶǪǱǟ ȰȝǠȦǩƂǙ ȱǟ ȨɆȪƠǠȶȾɆȲȮȱ ǥǒǠȦȮ¬.

  Ǚ ƙǣ ȔȪȥ ǫǼƷ ɄȝǠȶǪǱɍǟ ȰȝǠȦǪȲȱ ɃɀȢȲȱǟ ȯɀȱǼƫǟ ȷǻǟȀȥɉǟ ȴȾȆȦȹǕǟ ǟǾȽ ǠȺȱ ǿɀȎɅȿ ÛȴȾȲȶȝ ǦȞɆǤȕ ǨȹǠȭ ǠȶȾȵ ȤɅȀȞǪȱ

ȸɅȀȎȺȝ ǻɀǱɀǣ ǰǪȺǩ ǦȵǼƪǟ : ǦȪɆȪǵ Ž ȸȮȱ ȷɀǣȂȱǟȿ ǦȵǼƪǟ ȂȾƭȀȵɉǟ  ȀȍǠȺȝ ȸȝ ȯȂȞƞ Ȭȱǽ ǫǼƷɍɁȀǹǕ  ǠȾǤȲȖǪɅǙ ȁǠƱ

ǦȵǼƪǟ )ƫǟ ÛȜȩɀƫǟ ÛǧǟǼȞǥȂȾǱɉǟǻǟɀƫǟ Û(. ǦȵǼƪǟ ȁǠƱǟ Ž ǼȝǠȆǩ ȀȍǠȺȞȱǟ ȻǾȽ Û ȷǽǙǣ ǒǟȂǱɉǟ ȻǾȽ ȰȝǠȦǪ ǠȺȱ ǼȆǲǪɅ ǦȹɀȮƫǟ

ǦȵǼƪǟ ǴȲȖȎȵ.1

ǬǵǠǤȱǟ ǥȀȮȦȱǟ ȻǾȽ ǼȆǱ Ǽȩȿ "ǼɅȿȀȉ"  ȀȍǠȺȝ ǦȞǣǿǕ ȸȵ ȷɀȮǪɅȿ ǦȵǼƪǟ ǬȲǮȵ ȼɆȲȝ ȨȲȕǕ ȳɀȾȦȵ ȸȶȑ ɄȽ:2

-ǦɆƟǟȀǪȅɋǟ : ǠɅǗȀȱǟ ɄȽȿȿǕ ȭ ȷɀȮǩ Ɣȱǟ ǦȦȆȲȦȱǟ ǼȉȀȶǥǿǟǻɋ ǦȶȚȺƫǟ ȷɀǣȂȲȱ ǦȵǼƪǟ ȴɆȲȆǩ ǢȹǟɀǱ ȰȮȱ.

-ȷɀǣȂȱǟ: ȼǪǱǠǵȿ ȷɀǣȂȱǟ ǧǠǤȲȕ ɀƲ ǦȵǼƪǟ ȂȭȀǩ ȷǕ Ǣƶ Ɣȱǟȿ ǬȲǮƫǟ ȂȭȀȵ ȰǮƹ ɀȽȿ.  

- ȳǠȚȺȱǟ: ɃǻǠƫǟ ȳǠȚȺȱǟ ɀȽǧǟǒǟȀǱɋǟȿ  Ž ǦȶȚȺƫǟ ǠȾȵǼǺǪȆǩ ƔȱǟǯǠǪȹǙ ǦȵǼƪǟ.

-ȷɀȲȵǠȞȱǟ: ȴȽǕ Ž ȷɀȲȵǠȞȱǟ ǻǟȀȥǯǠǪȹǙ Ž ǦȵǼƪǟ ǦȵǼƪǟ ǦȝǠȺȍ ǦȶȚȺȵ.  

ȷǙ ƫǟǦȵǼƪǟ ǬȲǮȵ Ǡŏ ǒǠǱ Ɣȱǟ ȴɆȽǠȦǦȶȚȺȶȲȱ ǠɆȲȞȱǟ ǥǿǟǻɋǟ ǻȿȂǩ Û   ȯɀǵ ǦǶȑǟȿ ƘȮȦǩ ǦȪɅȀȖǣǠȵ Ȱȭ  ǦȝǠȺȍ ǧǠɆȲȶȞǣ ȨȲȞǪɅ

ȵǼƪǟÛǦ ǦȶȚȺȶȲȱ ǥǼɆȦȵ ȴɆȽǠȦƫǟ ȻǾȽȿ:3

- ǦȵǼƪǟ  ǦȶȚȹǕ ȴɆȶȎǩ Ž ƘȮȦǪȱǟ ǼȺȝ.  

-  ǢȺƟǥǿǟǻɋǟ ǠȊƫǟ ȸȵ ƘǮȭ Ž țɀȩɀȱǟ ǼȺȝ ȼǱǟɀǩ Ɣȱǟ ȰȭǯǠǪȹǙ ǦȵǼƪǟ.

-  ȼǱǟɀǩ Ɣȱǟ ȰȭǠȊƫǟ ȌɆǺȊǩ Ž ȼȵǟǼǺǪȅɍ ǟǼɆȦȵ ǦȵǼƪǟ ǬȲǮȵ ȷɀȮɅǥǿǟǻɋǟ  ǼɅǼƠ Ź ȸȵȿǡǠǤȅǕ  Ƙȡ ǧǠȵǼǹ ƇǼȪǩ

ȷɀǣȂȲȱ ǥǼɆǱ.

1
- Bull, J, M, (1984), Marketing management, strategic planning approche, hill, p :32.

2
- P,petit, (1988), Les limites du cortain, presse polytechniques et universitaire romandes, p :35.

3
- Schouder, R, G, (1989), Operation management, decision making in the operation fonction 3edition, Mc graw hill, Inc, singaphora, p:134.
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      - ȰȝǠȦǩ ȰǮƢ ǦȵǼƪǟ  ȸȵ ǠȾɆȪȲǪȵȿ ǦȵǼƪǟ ȳǼȪȵ ƙǣǠȵǕǦȵǼƪǟ ɄȪȲǪƫ ǠȑȀȱǟ ȨɆȪƠȿ ǒɄȉ ǯǠǪȹǙ ȰǱ.  

   - ȿ ǧǠɆȲȶȝ ÛȯǠȶȝǕ ȰǮƢ ǦȵǼƪǟǙȿ ÛȁǠƱǕȃɀȶȲȵ Ƙȡ ǒɄȉ ǯǠǪȹǙ ƂǙ ǻɀȪǩ ǧǠɆȲȶȞȱǟȿ ȯǠȶȝɉǟ ȜɆƤ ȷ.  

 -  ǦɆȲȶȝ ȸȵ ǠȩɎȖȹǟ ȴɆȽǠȦƫǟ ȸȵ Ǧȝɀȶƭ ɂȲȝ ǼȺǪȆɅ ȷǕ Ǣƶ ǦȵǼƪǟ ȳɀȾȦȵǯǠǪȹǙ  ǠőǻɀǱȿ ǠȾȎǝǠȎǹȿ ǦȵǼƪǟ ƇǼȪǩȿ

ǥǻɀƨǟ ȬȲǩ ȫǟǿǻǙ ǦɆȦɆȭȿ.  

- ƪǟ ȤɅȀȞǩƠ ȴǪɅ ȷǕ Ǽǣɍ ǦȵǼȯɎǹ ȸȵ ȻǼɅǼ:1

- ǦȵǼƪǟ ȳǼȪȵ :ǦȵǼƪǟ ȂɆȾƟȿ ȴɆȲȆǪǣ ȳɀȪɅ ɃǾȱǟȿ.  

 -  ǦȵǼǺȲȱ ȷɀǣȂȱǟ ǦǱǠǵ )ǦǵǠɆȆȲȱ ÛȴɆȲȞǪȲȱÛȀȦȆȲȱ ÛǯɎȞȲȱ Û...ƀǟ ( ƂǙ ȻǻɀȪǩ ǦɆȺɆǣ Ȱȵǟɀȝ ȿǕ ǦȲȮȊȵ ȼɅǼȱ ȿǕ

ȼɅǼȱ ǦǱǠǵ ǿɀȾș.  

 - ȎƠ Ɣȱǟ ȜȥǠȺƫǟǢȅǠȺƫǟ Ǩȩɀȱǟ Ž ȷɀǣȂȱǟ ǠȾɆȲȝ Ȱ.  

 - ȯȿǘȆȵ ǦȵǼƪǟ ȂȾƭ  ȨȲǹ ȸȝǦȵǼƪǟ ǦȶȚȺȶȲȱ ǦɆȆȥǠȺǪȱǟ ǥȂɆƫǟ ȯɎǹ ȸȵ ȷɀǣȂȱǟ ǦǣȀƟ ȸȵ ȴȾȵ ǒȂǱ ȰȮȊɅȿ Û

ǟȫǟȀǪȉ ƇǼȪǪȱǟ ǦɆȲȶȝ Ž.  

 -  ǦȵǼƪǟ ƇǼȪǪȱ ȼǣ ȷɀȵɀȪɅ ȷǕ ȜȩɀǪɅ Ǡȵ ɂȲȝ ȴȾǤɅǿǼǩȿ ƙȲȵǠȞȲȱ ǼɆǱ ȰȮȊǣ ǧǠɆȲȶȞȱǟȿ ǦȖȊȹɉǟ ǻǼƠ ȷǕ Ǣƶ

ǦȵǼƪǟ ȸɅǠǤǩ ȸȵ ȰȲȪɅ ȷǕ ǟǼȽ ȸȮƹȿ ǦǣɀȲȖƫǟ ǥǻɀƨǠǣ.  

 - Ǚ ȰǮƢ ǦȵǼƪǟ ȷ ǻɀȪǩ ɍ Ɣȱǟ ǧǠȕǠȊȺȱǟ ȸȵ ǦȲȆȲȅǙǰǝǠǪȺȱǟ ȫɎǪȵǟ Ƃ)ǧǠǱȀǺƫǟ(  ȜȲȆȱǟ ȸȝ ǠȽȂɆƹ Ǡȵ ǟǾȽȿ

ǦȅɀȶȲƫǟ.  

 - ȼǤȲȖȱ ǟǻǠȺǪȅǟ ǻȀȥ ȰȮȱ ȳǼȪǩ Ɣȱǟ ȜȥǠȺƫǟ ȸȵ Ǧȝɀȶƭ ǦȵǼƪǟ.

 ȰȮȊȱǟȿƃǠǪȱǟ ǴȑɀɅ  ȴɆȽǠȦȵǦȵǼƪǟ ȵ ȰȮȉ ŽǮǬȲ:  

1
- Romasvany, R, (1996), design and management of service processes, keeping customers for life, reading, M, addision, p: 78.
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ȴȩǿ ȰȮȉ)4(

ǦȵǼƪǟ ǬȲǮȵ ȳɀȾȦȵ

Source: schouder, R,G, op-cit, b, p: 134.

ǠɆȹǠǭ :ǦɆƵǕ ǦȵǼƪǟ

Ǚ ǧǠȶȚȺƫǟ Ž ǦȵǠƬǟ ǧɍɀǶǪȱǟȿ ǧǟǿɀȖǪȱǟ ȷȯǠȶȝɉǟ  ǦȺȽǟȀȱǟ ǦɆȱǠƩǟ ǥȀǪȦȱǟ ŽǧǻǕ ƂǙ  ǦȹǿǠȪȵ ǧǠȵǼƪǟ ǦȝǠȺȎǣ ȳǠȶǪȽɍǟ ǥǻǠɅȁ

ȜȲȆȱǟ ǦȝǠȺȎǣÛ ǟ țǠȖȪȱǟ ɂȲȝ ǢȎȺȵ ȳǠȶǪȽɍǟ ȷǠȭ ȸȵȂȱǟ ȸȵ ǦȲɅɀȕ ǥȀǪȦȲȥ Ž ȸȮȱȿ ɄȝǠȺȎȱǦȹȿɇǟ ǥƘǹɉǟ  ǿȿǼȱǟ ȐȦƳǟ

ǦɆƵɉǟȿ Ƭ ǦɆǤȆȺȱǟǼ ǿɀǶȶȭ ǧǠȵǼƪǟ ǧǠȝǠȖȪǣ ȳǠȶǪȽɍǟ ǻǟȁȿ țǠȖȪȱǟ ǟɄȅǠȅǕ ɍǟ ǧǠȝǠȖȪȱǟ ȰɆȮȊǩ Ž ȳǠȽ ǿɀǶȶȭȿ ǦɅǻǠȎǪȩ

ǦȱȿǼȱǟ ȰǹǼȱ.   

 ȘǵɎɅȿȷǕ  ɃǻǠȎǪȩɍǟ ɀȶȺȱǟ ȰǵǟȀȵ ȄȮȞɅ ǧǠȵǼƪǟ ǧǠȝǠȖȪǣ ȳǠȶǪȽɍǟǦɅɉ  ǦȲǵȀƫǟ ɄȦȥ ǦȱȿǻƂȿɉǟ:1

 ȳǠȶǪȽɍǟ ȷǠȭɄȅǠȅɉǟ  Ɣȱǟȿ ȜɆȺȎǪȱǟ ǦȲǵȀȵ Ȭȱǻ Ɏǩ Ż ȜȲȆȲȱ ɄȆɆǝȀȱǟ ǿǼȎƫǟ ǠȽǿǠǤǪȝǠǣ ǦȝǟǿȂȱǟ ɂȲȝ ȂȭȀȵǧǕǼǣ  ǦɅǟǼǣ Ȝȵ

 ǛǻǠǤȵ ȨɆǤȖǩȿ ǦɆȝǠȺȎȱǟ ǥǿɀǮȱǟǥǿǟǻɋǟ  Ź ȸȵȿ ÛǦȦȲǪǺƫǟ ǧǠȝǠȺȎȱǟ Ž ǦɆȶȲȞȱǟźǖǩ  ǦǮȱǠǮȱǟ ǦȲǵȀƫǟǥƘǹɉǟȿ  Ɠǵȷɇǟ  ɄȽȿ

ƪǟ ǦȝǠȺȍ ɂȲȝ ȂɆȭȀǪȱǟ ȰȮȊǣ ǦȵǼƪǟ țǠȖȩ Ǡƴ Ǽȩȿ ÛǧǠȵǼȞǣ ƘǤȭǼ  ȯɀǶǪȱǟ Ȭȱǽ ȣȀȞɅȿ ÛǦɆȹǠǮȱǟ ǦɆƫǠȞȱǟ ǡȀƩǟƂǙ  ǦȭȀǵ

 Ɣȱǟ ǧǠȵɀȲȞƫǟ ȀȎȝǧǖȊȹ  ǥƘǮȭ ǧǠǤǤȆȵ ǠƬ ȀȽǟɀȚȱǟ ȸȵ ǠȽƘȢȭ ǥȀȽǠȚȱǟ ȻǾȽȿ ÛǧɍǠȎǩɍǟ ǿɀȖǩȿ ǡɀȅǠƩǟ țǟȀǪǹǟ ȰȞȦǣ

ǠȾȺȵ:  

-  ǻǠɅǻȁǟǧǠȵɀȲȞȵ ǿǠȶȝǕ  ǦǱǠƩǠǣ Ȝȥǻ Ǡư ȷǠȮȆȱǟƂǙ ǦɆǤȖȱǟ ǦȵǼƪǟ.  

.56:ȋ ÛȷǠȶȝ ÛȜɅȁɀǪȱǟȿ ȀȊȺȲȱ ȧȿȀȊȱǟ ǿǟǻ ÛǧǠȵǼƪǟ Ž ǥǻɀƨǟ ǥǿǟǻǙ ¡(2006) ÛȷǟɀȲȝ ȤɅǠȹ ȴȅǠȩ -1

ɋǟǦɆǲɆǩǟȀǪȅ

ȳǠȚȺȱǟ

ȷɀǣȂȱǟ

ȷɀȲȵǠȞȱǟ
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-  ɃǾȱǟ Ȁȵɉǟ Ȱǹǻ ȸȵ ȀǮȭǕ ǥǼǵǟɀȱǟ ǥȀȅɊȱ ǴǤȍǕ ǠȒɅǕȿ ǻȀȦȱǟ Ȱǹǻ ǻǠɅǻȁǟȿ ȰȶȞȱǟ ȤȞȑ ǻǠɅǻȁǟȿ ȟǟȀȦȱǟ ǧǠȩȿǕ ǻǠɅǻȁǟ

ǠȩǟȀȉǙȿ ǦȞǪȵ ȀǮȭǕ ǥǠɆƩǟ ȸȵ ȰȞƟ Ɣȱǟ ǧǠȵǼƪǟȿ ǦɆȾɆȥȀǪȱǟ ǧǠȵǼƪǟ ȸȵ ƘǮȮȱǟ ɂȲȝ ǠȾȩǠȦȹǙ ǦɆȥǠȑɋǟ ȯɀǹǼȱǟ ȻǾȽ ȰȞǱ.  

- ƫǟ ǼɆȪȞǩ ǻǠɅǻȁǟǲǪȺǙ ǦǱǠƩǟ ɄȝǼǪȆɅ Ǡư ǠɆȺȪǩ ǧǠǹ ƂȰǮȵ ǦȹǠɆȎȱǟ ǧǠȵǼ :ɋǟȿ ȀǩɀɆǤȶȮȱǟǨȹȀǪȹ.  

-  Ž ȼɆȲȝ ȷǠȭ Ǡȶȝ ȀȑǠƩǟ Ǩȩɀȱǟ Ž ǧǠȵǼƪǟ ǦɆƵǕ ȸȵ ǧǻǟȁ Ƙǹɉǟ ȬȲȾǪȆƫǟ ȬȱǾȭȿ ȯǠȶȝɉǟ ǧǠȶȚȺȵ ǦǞɆǣ Ž ǧǟƘȢǪȱǟ

ȨǣǠȆȱǟ Ȁȵɉǟ.  

ȵ ȸȵ ƙɅǻǠȞȱǟ ǻǟȀȥɉǟȿ ǦɅǻǠȎǪȩɍǟ ǧǠȶȚȺƫǟ ǼɆȞȍ ɂȲȝ ǠȹȀȚȹ ɀȱȿ ǒȂǱ ȴȲȞǪɅ Ǡȹǻɍȿǖȥ ÛǦȝǠȆȱǟ ǿǟǼȵ ɂȲȝ ǧǠȵǼƪǟ ȳǼǺǪȆɅɍ ǠȺ

ȵǠƨǟȿ ȃǿǟǼƫǟ Ž ȴȾȺȵ ƘǤȭ ǦɆǶȎȱǟ ǧǠȵǼƪǟ ȳǼǺǪȆȹȿ ǧǠȞ...ƀǟǙ ǦǣǟȀȡɍ ǟǾƬ Û ǟǽ ǟȀȚȹ Ȭȱǽȿ ÛǧǠȵǼƪǟ ɀȮȲȾǪȆȵ ǠȺȹǕ ǠȺȲȩ

ǠȾǪɆƵɉ  ÛǠȺǩǠɆǵ Ž ȘǵɎɅȿȷǕ ǹǻȿ ǦȊɆȞƫǟ ɁɀǪȆƞ ǠȅǠȅǕ ȔǤǩȀɅ ǧǠȵǼƪǟ ǦȝǠȺȎǣ ȳǠȶǪȽɍǟȜȶǪŎǟ Ȱǹǟǻ ǻǟȀȥɉǟ ȯɀ.

ƆǠǮȱǟ țȀȦȱǟ :ǦȵǼƪǟ ȤɆȺȎǩ

  ǧǟȀȉǘȵ ǥǼȝ ɂȲȝ ȤɆȺȎǪȱǟ ǟǾȽ ǼȶǪȞɅȿ ÛǦȵǼǺȲȱ ǧǠȦɆȺȎǪȱǟ ȸȵ ǼɅǼȞȱǟ ȫǠȺȽǠȾƵǕ:  

ɍȿǕ :ȧɀȆȱǟ ȏȀȝ

 ȷǙ  ǬǵǠǣ ƙǣ ȤȲǪơ ǧǠȵǼƪǟ ȤɆȺȎǩ ǦɆȲȶȝȀǹɇ  ȫǠȺȽ ȳǠȝ ȰȮȊǣ ȸȮȱȿǦȞǣǿǕ ȣǠȺȍǕ  ǟǼȶǪȞȵ ǦɅǻǠƫǟ ȜȲȆȱǟȿ ǦȵǼǺȲȱ

ɂȲȝ:1

 -  ǠȶɆȥǟǽǙ  ǦȵǼƪǟ ǨȹǠȭȿǕ  ȏȀȞǣ ȷǟȂɆȶǪɅ ǦɅǻǠƫǟ ȜȲȆȱǟƃȿǕ.  

 -  ǠȶɆȥǟǽǙ  ǦȵǼƪǟȿǕ  ǿȿǼȱǟ ǦȞȲȆȱǟǠȺǪȅǟɃǻ.  

 - ȷǙ ǟ ȜȲȆȱǟ ȐȞǣǒǟȀȊȱǟ ǼȞǣǠȵ ǧǠȵǼǹ ǢȲȖǪɅ ǦɅǻǠƫȰǮȵ ǦɅǻǠƫǟ ȜȲȆȱǠǣ ǦȖǤǩȀƫǟ ǧǠȵǼƪǠǣ ȨȲȞǪɅ țɀȺȱǟ ǟǾȽȿ Û : ÛǧǟǿǠɆȆȱǟ

ǧǟȿǻɉǟ ǦɆȱƕƫǟ ǦɆǝǠǣȀȾȮȱǟ...ȜǤǪǩ ǠȺȽȿ  ƙȆǶǪȱ ǥǻǼȞǪȵ ǧǠɆǲɆǩǟȀǪȅǟ ǦɆȝǠȺȎȱǟ ǧǠȶȚȺƫǟȵȲȶȅɀǦɆ ǦȵǼƪǟ.  

ȰǮȵ ǼȹǠȆȱǟ ǿȿǻ ǠȺȽ ǦɅǻǠƫǟ ǦȞȲȆȱǟ ǢȞȲǩ ǦȞȲȆȱǟ ǥǼȹǠȆȵ Ȝȵ ǧǠȵǼƪǟ ȳǼȪǩ ǠȵǼȺȝ :ǦɆǶȎȱǟ ÛǦɆȥȀȎƫǟ ǧǠȵǼƪǟ...2

.62:ȋ ÛȷǠȶȝ ÛȜɅȁɀǪȱǟȿ ȀȊȺȲȱ ǦȥǠȪǮȱǟ ǿǟǻ ÛǬɅǼƩǟ ȨɅɀȆǪȱǟ ȄȅǕ ¡(2002) ÛȰɅǼȺȵ ǿǠǤƨǟ ǼǤȝ-
1

.216:ȋ ÛȷǠȶȝ ÛȜɅȁɀǪȱǟȿ ȀȊȺȲȱ ǦȥǠȪǮȱǟ ǿǟǻ ÛȨɅɀȆǪȱǟ ǛǻǠǤȵ ¡(2002) Ûȷǽǘƫǟ ſǠȍ ǼȶƮ -2
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ƃǠǪȱǟ ȰȮȊȱǟȿ ɃǻǠƫǟ ȜȲȆȱǟȿ ǧǠȵǼƪǟ ȏȀȝ ǴȑɀɅ:  

  ǿ ȰȮȉȴȩ)5(

ǧǠȵǼƪǟ ȤɆȺȎǩ  

ǿǼȎƫǟ: ǻɀȶƮ ɄȝǼɆȶȎȱǟ¡)2006( ÛǼȵȳǼȪǪƫǟ ȨɅɀȆǪȱǟ ȰǹǟȀȽȁ ǿǟǻ ÛɃȿ ȋ ÛȷǠȶȝ ÛȜɅȁɀǪȱǟȿ ȀȊȺȲȱ:215.

ǠɆȹǠǭ :ȷɀǣȂȱǟ ǦȭǿǠȊȵȿ ǦȞȲȆȱǟȿ ǦȵǼƪǟ ǦǤȆȺȱ ǠȪȥȿ ȴɆȆȪǪȱǟ:

 ǙǧǠȵǼƪ ƙǣ ǦȩɎȞȱǟ ǦȞɆǤȕ ǴȑɀɅ ȴɆȆȪǪȱǟ ǟǾȽ ȷ  ǬɆǵ ÛǦɅǻǠƫǟ ǧǠǲǪȺƫǟȿȰȮȊȱǟ ȰǮƹ ȴɆȆȪǪȱǟ ǟǾȽ ɂȲȝ ǠǶȑǟȿ ɍǠǮȵ Ž 

ƃǠǪȱǟ ȰȮȊȱǟ:  

ƃȿɉǟ ȏȀȞȱǟ

Pure . goods

 ȜȲȅȼǮƜ
Equipment Intensive

services

Goods retated services Pure services

 ǧǠȵǼǹȼǮƜ 
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 ȴȩǿ ȰȮȉ)6(

 ǦȵǼƪǟ ǦǤȆȹ)ǦȞȲȆȱǟ (ȷɀǣȂȱǟ ǦȭǿǠȊȵȿ  

Source: Douglas, G, D, and presanc, (1995), Basic Marketing Management, John, Willy

and Dons, INE, p:209.

Customer participation
مشاركة الزبون

Sector 4

الھندسة، الاستثمارات التعلیم، 
التأثیر

Sector 1
الخدمات البریدیة

Sector 5
النقل الجوي الشخصي

Sector 2
بیع بالمفرد الفنادق الشحن 
البحري

Sector 6
خدمات البرید الالكتروني

Sector 3
 الموسیقى، فیدیو

الكتب/التدریبكاسیت،

Highe
LoverHigh

ȰȩǕ ȜȲȆǣ ǦȵǠǩ ǦȵǼǹ

) ɄȽ ǦȵǼƪǟ

ȃǠȅɉǟ(Û

 ǦǣɀǶȎȵ ǧǠȵǼƪǟ

 ȸȵ ȴȲȆǩ ǠŒǕ ȿǕ

ȜȲȆȱǟ ȯɎǹ.

 ȿǕ ǦǣɀǶȎȵ ǧǠȵǼƪǟ

 ȯɎǹ ȸȵ ȴȲȆǩ ǠŒǕ

ȜȲȆȱǟ

ȰǮȵ ǧǠȵǼƪǟȜȲȆȱǟ

) ǦȲȎȦȺȵ Ƙȡ

ǠȽǼȺȝ(

ȜȲ
Ȇ

ȱǟ 
ǧ

Ǡȵ
Ǽǹ

 Ǧ
ǤȆ

ȹ
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  ǣ ǴȒǪɅ ȨǣǠȆȱǟ ȰȮȊȱǟ ŽǖƔȱǟ ǧǠȝǠȖȪȱǟ ȸȵ ǼɅǼȞȱǟ ȫǠȺȽ ȷ Ȋǩ ƘǙǦȵǼƪǟ ȓǠǤǩǿǟ Ƃ/ țǠȖȪȱǟ Ž Ȝȩȿ ǬɆǵ ǦȞȲȆȱǟ)3ȿ6(

ɆȲȩ ǧǠȵǼǹ ȰȶȊǩ ǦɅǻǠȵ ȜȲȅɂȪɆȅɀƫǟ ÛǢɅǿǼǪȱǟ ȰǮȵ ǠȵǠƢ Ǡŏ ǦȖǤǩȀȵ ǦȲǢǪȮȱǟ Û. ǦȒȦǺȺȵ ǠȾɆȥ ȜȲȆȱǟ ǧǠȵǼǹ ǦǤȆȹ ȷɀȮǩȿ.  

ȿ țǠȖȪȱǟ ƙǤɅ)2ȿ5( ȜȲȆȱǟ ȐȞǤǣ ǦǣɀǶȎȵ ǧǠȵǼǹ) ǦȞȲȆȱǟ ȯɎǹ ȸȵ ǠȾȶɆȲȆǩ ȴǪɅ Ɣȱǟ ǧǠȵǼƪǟ( Û ɎǮȵ ȸǶȊȱǟ ǧǠȵǼǹ

 ǟɀǱȿǕ ɆȩǼȺȦȱǟ ǧǠȵǼƪǟȿ ǟȀƜǦ  .

  țǠȖȪȱǟ ǠȵǕ)1ȿ4 ( ǦǪƜ ǧǠȵǼǹ ɂȲȝ ȰȶǪȊɆȥ  ) ɄȽȃǠȅɉǟ  (ǠȾȪȥǟȀǩ  ȜȲȆǣǕ ÛǢȖȱǟ ȰǮȵ ÛǦǱǿǻ ȰȩǟǦȅǼȺƬÛ Ǫȱǟǖ Ûƙȵ

 ǦǤȆȹ ȷɀȮǩȿ)ǦȵǼƪǟ/ ǦȞȲȆȱǟ (ǦɆȱǠȝ ǠȾɆȥ.

 ȜɆȵǠƭ ǦǭɎǭ ȰȮȊȱǟ ǴȑɀɅ Ǩȩɀȱǟ ȄȦȺǣȿ)ȀǝǟȿǼȱǟ Ȱǹǟǻ Ǧȝɀȑɀȵ( ɀǪȱǴɆȑ ǦǤȆȹ ƙǣ ǦȩɎȞȱǟ ɁɀǪȆȵȿ țɀȹ )ǦȵǼƪǟ/ǦȞȲȆȱǟ( 

ǦǱǿǻȿ ǿɀȒǵ)ȊȵǦȭǿǠ( ǦȭǿǠȊȵ Ƃȿɉǟ ǦȝɀȶŎǟ ǢȲȖǪǩ ǬɆǵ ȷɀǣȂȱǟ)ǿɀȒǵǟ(  ǦǤȆȹ ǠȾɆȥ ȜȦǩȀǩȿ ȷɀǣȂȲȱ ǠǤȱǠȡ)ǦȵǼƪǟ/

ǦȞȲȆȱǟ(  ǦɆȖȅɀȱǟ ǥȀǝǟǼȱǟ ȰǮƢȿ)ǦɆȹǠǮȱǟ ǦȝɀȶŎǟ( ƙǪȝɀȶŎǟ ƙǣ Ȕȅȿ ǦȱǠǵ )1ȿ3.(

ǠǮȱǠǭ:ȪǪȱ ǠȪȥȿ ȴɆȆȪǪȱǟǦȵǼƪǟ ȴɆɆ

  ȷǙ Ȇȵ ƘȊɅ ȴɆȆȪǪȱǟ ǟǾȽǖ ȴɆɆȪǩ Ǧȱ)ǦȵǼƪǟ/ǦȞȲȆȱǟ( ȷɀǣȂȱǟ ȀȚȹ ǦȾǱȿ ȸȵ ǬɆǵ ÛȷǕ ǧǠȵǼƪǟ ƙǣ ȤȲǪƸ ȴɆɆȪǪȱǟ ǟǾȽ  ȫǠȺȽ

ȴɆȆȪǪȱǟ ǦȲȾȅ  ȜȲȆȱǟ ƙǣȿ ǠȾȶɆȆȪǩ Ž ǦǣɀȞȍ.ȸȵ Ȱȭ ȏȀȝ ǼȪȱ"Lovelock, Christopher and witz jochen"

ƴǠǱǽɀ ȲȆȱǟȿ ǧǠȵǼƪǟ Ȱȭ ȣɎǪǹǟ ǴȑɀɅȯɎǹ ȸȵ Ȝ:1

- ȆȵǖȴɆɆȪǪȱǟ Ǧȱ.

-  ȌǝǠȎƪǟ.

1
- Lovelock, Christopher and wirtz Jochen, (2004), service marketing people technology, strategic, 5th, prentice-hill, USA, p:41.
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ȴȩǿ ȰȮȉ )7(

ȣɎǪǹǟ ƙǣ  Ž ȜȲȆȱǟȿ ǧǠȵǼƪǟɆɆȪǪȱǟȴ ȌǝǠȎƪǟȿ

Source: lovelock and wirtz, op-cit, p : 41.

 ȰȮȊȱǟ ȸȵ ȘǵɎɅȻɎȝǕ ɄȲɅǠȵ ȫǠȺȽ ȷǠǣ:

-  ÛȄǣɎȶȭ ǦɅǻǠƫǟ ȜȲȆȱǟ ɄȽȿ ǧǠǲǪȺƫǟ ǦȝɀȶƭǫǠǭɉǟ Û Ž ǠȾȶɆɆȪǩ ǦȱɀȾȅ ȸȵ ÛǧǟǿǠɆȆȱǟȩɀȱǟ ȄȦȹǨ  ȷɀǣȂȱǟ ȷǠȥ

ǠȾȎǝǠȎǹ ɂȲȝ ɁɀǪȆƫǟ ƃǠȝ ǬƜ ȳɀȪɅ.  

-  ǦɅǻǠƫǟ ǦȞȲȆȱǟ ȸȵ ȔɆȲǹ ɀȽ ǦɆȹǠǮȱǟ ǦȝɀȶŎǟ ǟȀǣ ȿǕ ǟɀǱ ȸǶȊȱǟ ȰǮȵ ǧǠȵǼƪǟȿ) ǦǣȀǲǪȱǟ ɂȲȝ ǼȶǪȞɅ ǠƬ ȷɀǣȂȱǟ ȴɆɆȪǩ

ǠȾȎǝǠȎƪ ǦȪǣǠȆȱǟ ǥƎƪǟȿ.(  

- Ǯȱǟ ǦȝɀȶŎǟǧǠǲǪȺȵ ɄȽȿ ǦǮȱǠ)ǹǦǪƜ ǧǠȵǼ( Û ǦɆǵǟȀƨǟ ǧǠɆȲȶȞȱǟ ÛȴɆȲȞǪȱǟ ȰǮȵȪȞƫǟÛǥǼ ȥǚ Ž ǦǣɀȞȍ ȫǠȺȽ ȷ

 ȷɀȮɅȿ ǠȾȶɆɆȪǩȃǠȅǕ ȽǾ ǠȾȎǝǠȎƪ ǦɆȱǠȞȱǟ ǦɆȩǟǼȎƫǟȿ ǻǠȶǪȝɍǟ ȴɆɆȪǪȱǟ ǟǻǟȀȥɉǟȿ ǠȾƹǼȪǩ ɂȲȝ ƙȶǝǠȪȱǟ.  

ȄǣɎȵ      ǫǠǭǕ     ǧǟǿǠɆȅ                      ȴɆȲȞǪȱǟǦɅǾȡɉǟ
ȴɆȲȞǪȱǟ        ǥǼȪȞƫǟ ǧǠɆȲȶȞȱǟ

ȜȲȅ

Goods

ǧǠȵǼǹ

Service
Difficule to

evaluate

ȴɆɆȪǪȱǟ ǦǣɀȞȍ

Easy to
evaluate

 ǦȱɀȾȅ

ȴɆɆȪǪȱǟ

ȈɆǪȦǩ Ž ƃǠȝ ǬƜ ȿǕ

ȌǝǠȎƪǟ

ȌǝǠȎƪǠǣ ǦɆȱǠȝ ǦǣȀƟ ȿǕ ǥƎǹ ǻǠȶǪȝǟ ǦɆȱǠȝ ǦɆȩǟǼȎȵ ȿǕ

ȌǝǠȎƪǠǣ

     ǥǼȪȞƫǟ ǧǠɆȲȶȞȱǟ          ȴɆȲȞǪȱǟǾȡɉǟǦɅȄǣɎȵ      ǫǠǭǕ     ǧǟǿǠɆȅ
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ǠȞǣǟǿ :ǦɆȅɀȶȲȵɍǟȿ ǦȅɀȶȲƫǟ ȀȍǠȺȝ ǢȆǵ ȤɆȺȎǩ

  Ɲ ǦȪȲȞǪƫǟ ȀȍǠȺȞȱ ǠȪȥȿ ǧǠǲǪȺƫǟ ȤɆȺȎǩ ǦɆȆȵɀȲƫǟ ǦɆȍǠȿǕ ȥ ȬȱǾȱ Û ǠȾȵǼȝǚ ȸȵ ǦɆȍǠƪǟ ȻǾƬ ǠȪȥȿ ǯǿǼǩ ǧǠǲǪȺƫǟ ȻǾȽ ȷ

 ǦɆȱǠȝ ǦɆȅɀȶȲȵ)ǦɅǻǠȵ ȜȲȅ (ȿǕ  ǦɆȱǠȝ ǦɆȆȵɀȲƫǟ ȳǼȝ)ǧǠȵǼǹ( ȸȵ Ȱȭ ȳǼȩ ǼȪȱ Û"zeithaml and binter"  ǠȑȀȝțǟɀȹɉ 

ȺȞȱ ǠȪȥȿ ǧǠǲǪȺƫǟǧǠǲǪȺȵ ǦɆȅɀȶȲȵ ȳǼȝȿ ǦɆȅɀȶȲȵ ȀȍǠ .ȰȮȊȱǟ Ž Ǡȶȭ ƃǠǪȱǟ:  

ǿ ȰȮȉȴȩ )8(

ǦɆȅɀȶȲȵɎȱǟȿ ǦɆȅɀȶȲƫǟ ǦɆȍǠǹ ǢȆǵ ǧǠǲǪȺƫǟ ȤɆȺȎǩ

service marketing integrating customer focus the),, (2000: zeithaml and binterSource

.:5mc graw hill, Boston, usn, pfirm,

ǦɆȅɀȶȲȵɎȱǟ ȀȍǠȺȝȐȦǺȺȵ

 ƃǠȝ

ǦɆȅ
ɀȶ

Ȳƫǟ
 Ȁ

ȍ
ǠȺȝ

ǢǩǠȮȵȷɎȝɍǟ

ǦɅɀǱ ȓɀȖǹ

ǪȅǟǧǟǿǠȊ

ȴɆȲȞǩ

ƙȵǖǪȱǟ

ǴȲȵ

ɃǻǠȹ

ȨȲȪȱǟ
ǧǟǿǠɆȅ

ȴȞȖȵ

ǟȀȉǡ

ƃǠȝ
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ȴȩǿ ȯȿǼǱ )3(

ȴȽǕ ǦȵǼƪǟ ǧǠɆȲȶȝ ȤɆȺȎǩ  

ǿǼȎƫǟ : Ûȷǽǘƫǟ ſǠȍ ǼȶƮ)2002( ÛȨɅɀȆǪȱǟ ǛǻǠǤȵȋ ÛȷǠȶȝ ÛȜɅȁɀǪȱǟȿ ȀȊȺȲȱ ǦȥǠȪǮȱǟ ǿǟǻ Û :214.

ȴȩȀȱǟǿǠɆȞƫǟȼǣ ǼȎȪɅ ǟǾȽǦȲǮȵɉǟ

1ȷɀǣȂȱǟ-Ȃȱǟ ȷɀǣƘǹɉǟ.

-  ǦȶȚȺȵȯǠȶȝɉǟ.  

- ǠȶȾɆȲȭ.   

- ǯɎȝȷǠȺȅɉǟ.

-  ǧǟǿǠȊǪȅɍǟǦɅǿǟǻɋǟ.  

- Ǡŏ ǦɅǠȺȞȱǟȿ ȨǝǟǼƩǟ ȴɆȚȺǩ.

2   ȜȥǟȿǼȱǟ-ǴǣȀȱǟ ȜȥǟǼǣ ǧǠȵǼǹ.

- ȜȥǟǼǣ ȄɆȱ ǧǠȵǼǹ 

ǴǣȀȱǟ.

- ǧɍǠȭȿȷɎȝɋǟ

- ǦɅƘƪǟ ǧǠɆȞȶƨǟȿ ǧǠȞȵǠƨǟ. 

ǦɆȵɀȮƩǟ ǧǠȶȚȺƫǟȿ.

3ȃǠȅǕǟ ƇǼȪǩǦȵǼƪ-ɃȀȊǤȱǟ ȀȎȺȞȱǟ.

- ǧɍɇǟ ǧǟǼȞƫǟȿ.   

- ǠȶȾɆȲȭ.

-ɄȆȦȺȱǟ ǢɆǤȖȱǟ.

- ǠɆȮɆȹǠȮɆȵ ǧǟǿǠɆȆȱǟ ȰȆȡ.  

- Ƀɀƨǟ ȰȪȺȱǟ.

4ȷɀǣȂȱǟ ǿɀȒǵ-ɃǿȿȀȑ.

- ɃǿȿȀȑ Ƙȡ.

-ȞȊȱǟ ǦȩɎǵȀ.

- ǠȽƘȡȿ ȄǣɎƫǟ ȤɆȚȺǩ.

5ǥƎƪǟ ɁɀǪȆȵ-ǦɆȺȾȵ.

- ǦɆȺȾȵ Ƙȡ.

-ȐɅȀȶǪȱǟ.

- Ⱥƫǟ ǦȥǠȚȹȯȁǠ.

6 ǥƎƪǟ ǦȞɆǤȕ-ǦɅǿȿȀȑ.

- ǦɆȱǠȶȭ. 

-ǦɆǶȎȱǟ ǧǠȵǼƪǟ.

-  ǦɆȲȆǪȱǟȼɆȥȀǪȱǟȿ.
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ǬȱǠǮȱǟ țȀȦȱǟ :ǦȵǼƪǟ ȌǝǠȎǹ

   ȶɆȥ ǴȒǩǟ Ǡȶȭ ȨǤȅ Ǡȼȹǖǣ ɍ  Ž ƙȎȎǺǪƫǟȿ ƙǮǵǠǤȱǟ ȰǤȩ ȸȵ ǦȵǼƪǟ ǴȲȖȎƫ ǻǼƮ ȳɀȾȦȵ ǼǱɀɅǥǿǟǻǙ  ɂȲȝ ÛǧǠɆȲȶȞȱǟ

 ȸȵ ȴȡȀȱǟȸȵȂȱǟ ȸȵ ǦȲɅɀȕ ǧǟȀǪȥ Ǝȝ ȼȱȿǟǼǩ țǠȖȪȱǟ ǟǾȽ ȴǲǵ ȸȵ ȴȡȀȱǟ ɂȲȝ Û)ǦȵǼƪǟ țǠȖȩ ( ǻǠȎǪȩɍǟ ǧǠȝǠȖȩ ɂȲȝ ȻƘǭǖǩȿ

ɁȀǹɉǟ ȖǪǩ Ɣȱǟ ǧǟǿǠȶǮǪȅɍǟ ȿǕ ƙȲȵǠȞȱǟ ǻǼȝ ǬɆǵ ȸȵ ȰȪȺȱǟ ǧǠȶȚȺȵ Ž ȯǠƩǟ ɀȽ Ǡȶȭ ÛǦȵǼƪǟ ǧǠȝǠȺȍ ȐȞǣ ǠȾǤȲ

 ȣɎǪǹǠǣǠȾȝǟɀȹǕ ɍ ǧǟǿǠȶǮǪȅǟ ǢȲȖǪǩ Ɣȱǟ ǧǠɆȦȊǪȆƫǟȿ  ȜȲȆȱǟ ǧǠȝǠȺȍ ȐȞǣ ȸȝ Ǡȶǲǵ ȰȪǩǠŒɉ  ǒǟȀȉ Ȭȱǽ Ž ȳȂȲǪȆǩ

ǥȂȾǱǕ ȵȿ ǦɆǤȕ ǯǠǪƠ ǦȦȲǪƯ ǧǟǼȞǠȾɆȱǙ ǧǠȝǠȺȍ ǦȦȲǪǺƫǟ ǦɆǶȎȱǟ ǧǠȵǼƪǟ.  

ȥ ǻɀȞɅ ǦȵǼƪǟ ȳɀȾȦȵ ǼɅǼǶǪƂǙ ǩ Ɣȱǟ ȌǝǠȎƪǟ ȸȵ ǦȲƤ ǦȵǼƪǟ ǦȝǠȺȍ Ǡŏ ȂɆȶǪǠȾȺȵ ȀȭǾȹ:  

-  Ƙȡ ǦȵǼƪǟǦȅɀȶȲƫǟ :ǠŒǕȿ  ǦȚƩ ɂȉɎǪǩǠȾǱǠǪȹǙɍ ɄȾȥ Û  ǠȽȀȥɀǩ ǥǿɀȆɆȵ ǼȾȞǩȿ ǠŒȂǹ ȸȮƹƂǙ  ɃǾȱǟ ǯǠǪȹɋǟ ȳǠȚȹ

ǦȵǼǺȲȱ ǦǲǪȺƫǟ ǦȶȚȺƫǟ ȼȵǼǺǪȆǩ . ȴǪɅ ȸȮȱȿǯǠǪȹǙ ǠȾɆȲȝ ǢȲȖȱǟ ǦȚƩ ǦȵǼƪǟ .ǟ ȳǼȞǣ ȤȎǪǩ ǠŒɀȭȿ Ȭȱǽ ȸȝ ǰǪȹ Ǡư ȄȶȲȱ

 ȳǼȝǦɆȹǠȮȵǙ ȧȿǾǪȱǟ ǣȼ ȿǕ ǦȵǼƪǟ ȰȶȞɅ Ȭȱǽ Ȱȭ ȼǪɅǗǿ.1

- ȷɀǣȂȲȱ ȏȀȵ Ƙȡ ǯɀǪȺȵ : ǠȅǠɆȩƂǙ ɉ ǦɅǻǠƫǟ ȜȲȆȱǟ ǯɀǪȺȵ ǧǠǣɀȞȍ ȸȵ ǦɆȍǠƪǟ ȻǾȽ ɂȲȝ ǢǩȀǪɅǠȵ ȷɁȀǹǕ ǩ ɂȲȝ Ȁǭǘ

 ÛǦȵǼƪǟ ǦȝǠȺȍ ǧǠɆȲȶȝǼȩ  ȘǵɎȹ ǬɆǵ ǦǶȑǟȿ Ƙȡ ǠȾȅǠɆȩ ƘɅǠȞȵ ȷɀȮǩǒǟǻǕ ǪƸ ǦȵǼƪǟ ǦȵǼǹ ȂȾƭ ȸȵ ȤȲƂǙ ȀǹǓ Ɠǵ Û

ȿǙ ȷǠȭ ȷȷǠɅǻǘɅ ǦǣɀȲȖƫǟ ǦȵǼƪǟ ÛǦȥǠȑǙ ƂǙ  ȌǝǠȎǹɁȀǹǕ ȶǪɅǦȞȲȆȱǟ ɂȲȝ ǦȵǼƪǟ ǯɀǪȹ ȳǠŏ ȂɆ.2

-ǦȅɀȶȲƫǟ ǦȵǼƪǟ: ǼȎȪȹȿ ǠȾȩȿǾǩ ǦɆȹǠȮȵǙ Ɠǵȿ ǠȾǪɅǗǿȿ ǠŒȂǹ ȸȮƹ ǦȅɀȶȲȵ ƘȢȱǟ ȜȲȆȱǟ ȄȮȝ ɄȽȿ ǦɅǻǠƫǟ ȜȲȆȱǟ Ǡŏ.  

-ȷɀǣȂȱǟ ǦȭǿǠȊȵ: Ǥȕ Ǡŏ ǼȎȪȹȴȲȆǩ ǠŒǕ ȿǕ ǦǣɀǶȎȵ ǧǠȵǼƪǟ ȐȞǣ ǼƱ ɎǮȶȥ ǦɅǻǠƫǟ ǧǠǲǪȺƫǟȿ ǧǠȵǼƪǟ ƙǣ ǦȩɎȞȱǟ ǦȞɆ

ȜȲȆȱǟ ȯɎǹ ȸȵ.

1
- Bulter, G, R, (1995), hospital cost analysis, MC, Graw, Hillin, New York, p:4.

2
- Bufa, eluvoods, (1993), Modern production operation management, Wiley Eastrn limited, New York, p :46.
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ȌǝǠȎƪǟ ȸȵ ǠǤȹǠǱ ǴȑɀɅ ƃǠǪȱǟ ȯȿǼƨǟȿ ǦȪǣǠȆȱǟ:    

ȴȩǿ ȯȿǼǱ )4(

ǦȵǼƪǟ ȌǝǠȎǹ ȸȵ ǢȹǠǱȿ ǦȵǼƪǟȿ ǦȞȲȆȱǟ ǯɀǪȺȵ ƙǣ ǦȹǿǠȪȵ  

ȴȩȀȱǟ ǦȞȲȆȱǟǦȵǼƪǟ

1

2

3

4

5

6

7

8

9

10

11

ȄȶȲȱǟ

ȫɎȾǪȅɍǟȿ ǯǠǪȹɋǟ  

ȷȂƪǟ  

ȜɆǤȱǟ  

 ȰȪȺȱǟ  

ȰȪȺȱǟ ǦȲɆȅȿ  

ȀɅǼȎǪȱǟ  

ȏȀȞȱǟ  

ǯǠǪȹɋǟ ǧǠɆȲȶȝ  

 ȷɀǣȂȱǟ ǦȭǿǠȊȵ  

   ȃǠɆȩ ǿǠɆȞȵ

 ǧǠɆȲȶȞȱǟ  

-ȄȶȲȱǟ ǦɆȲǣǠȩ ȷɀȮǩ.

-  ȸȝ ǯǠǪȹɋǟ ǦɆȲȶȝ ȰȎȥ ȸȮƹ

ȫɎȾǪȅɍǟ.  

- ǠŒȂǹ ȸȮƹ.  

-  ǠȾȞɆǣ ȸȮƹ Ǡőǟǽ ǦȞȲȆȱǟȀǮȭǕ  ȸȵ

ǥȀȵ.  

-  ǦǱǠƩǟ ȷǠȮȵ ǢȆǵ ǠȾȲȪȹ ȸȮƹ

ǠȾɆȱǙ.  

-  ǠȾȲȪȹ ȴǪɅƂǙ  ȰǝǠȅȿ ȯɎǹ ȷɀǣȂȱǟ

ǦȦȲǪƯ.  

- ǠȽȀɅǼȎǩ ȸȮƹ.   

-  ȸȮƹȷǕ  ȰǤȩ ǦȑȿȀȞȵ ȷɀȮǩ

ǒǟȀȊȱǟ.  

- ǦȲǹǟǼǪȵȿ ǥǼȪȞȵ ȷɀȮǩ.   

-  ǦɆȲȶȝ Ž ȷɀǣȂȱǟ ȫǿǠȊɅɍ

ǯǠǪȹɋǟ.  

- ǦǶȑǟȿ ȷɀȮǩ. 

- ǦɆȲǣǠȩ Ƙȡ ȷɀȮǩȲȱȶȄ.

- ǠǪȹɋǟ ȷɀȮɅ ȫɎȾǪȅɍǟȿ ǯ

ƙȺȵǟȂǪȵ.  

- ɍ ǠŒȂǹ ȸȮƹ  

- ɍ  ȜɆǤȱǟ ǦɆȲȶȝ ǿȀȮǪǩȀǮȭǕ  ȸȵ

ǥȀȵ.  

- ɍ  ǠȾȲȪȹ ȴǪɅƂǙ ȷǠȮȵ  ǯǠɆǪǵɍǟ

ǧɍǠƩǟ ȴȚȞȵ Ž.  

-  ȂȾƭ ȯɎǹ ȸȵ ȔȪȥ ǠȾȲȪȹ ȴǪɅ

ȼȆȦȹ ǦȵǼƪǟ.  

-  ǠȾȕǠǤǩǿɍ ǠȽȀɅǼȎǩ ȸȮƹɍ

ǠȾǲǪȺƞ.  

- ɍ  ȸȮƹȷǕ  ȰǤȩ ǦȑȿȀȞȵ ȷɀȮǩ

ǒǟȀȊȱǟ.  

- ȺȮȱȿ ǦȲȾȅ ȷɀȮǩǥǻǼƮ Ƙȡ ǠȾ.  

-  ǧǠɆȲȶȝ ȴȚȞȵ Ž ȷɀǣȂȱǟ ȫǿǠȊɅ

ǯǠǪȹɋǟ.  

- ɍ ȷɀȮǩ ǦǶȑǟȿ.  

ǿǼȎƫǟ :ȴȅǠȩ ȤɅǠȹ ȷǟɀȲȝÛ ÛȨǣǠȅ ȜǱȀȵ ȋ :58.
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ƆǠǮȱǟ ǢȲȖƫǟ :ǦȵǼƪǟ ǥǻɀǱ ȳɀȾȦȵ

   Ȝȩǟɀȱǟ ŽȷǙ ɄȲɅ Ǡȵ ȯɎǹ ȸȵ ǠȾɆȱǙ ȧȀȖǪȹ ȣɀȅ ȴɆȽǠȦȵ ǥǼȝ ǠƬ ǦȵǼƪǟ ǥǻɀǱ:  

ȯȿɉǟ țȀȦȱǟ:ȵǼƪǟ ǥǻɀǱ ȤɅȀȞǩǦ

  ȷǙ  ǠȾȺȝ ǦǣǠǪȮȱǟ ȯȿǠƷ ǻȀȥ ȰȮȥ ǦȪɆȩǻ ǦȪɅȀȖǣ ǠȾȦɅȀȞǩ ȰȾȆȱǟ ȸȵ ȄɆȱ ǦȵǼƪǟ ǥǻɀǱȿǕ  Ǽƶ ǠȾǪȅǿǠưǕ ȼɆȲȝ ǢȞȎȱǟ ȸȵ ȼȹȷǕ 

 ȰȎɅƂǙ  Ȝȵ ȨȦǪɅ ǠȾȺȝ ɄȲȶȝ ƘǤȞǩȸɅȀǹɇǟÛ  ȐȞǣ ɄȦȥȷǠɆǵɉǟ  ȼȱ ƖȞȵ ɍ ǴǤȎɅ ǬɆƜ ǦɅǠȢȲȱ ǠȞȅǟȿ ƘǤȞǪȱǟ ǟǾȽ ȷɀȮɅ Ǽȩ

Ǫȱǟ Ȝȑɀȵ ȼȞȑȿ ǢȞȎȱǟ ȸȵ ȷɀȮɅȿȨɆǤȖ .  

   Ȥȩǟɀƫǟ ȐȞǣ ŽȿɁȀǹɉǟ  ȐȞǣ ȷǠȥǻǟȀȥɉǟ  ȼȺȮȱȿ ǧǠȵǼƪǟ ȐȞǤȱ ǠȶǝɎȵ ȷɀȮɅ Ǽȩ ɃǾȱǟ ǥǻɀǲȲȱ ɎȎȦȵ ǠȦɅȀȞǩ ȷɀȞȒɅ

 ǢȞȎȱǟ ȸȵȷǕ ǪɅǧǠȵǼƪǟ ǦȥǠȭ ɁɀǪȆȵ ɂȲȝ ȼȶɆȶȞǩ ȴ.  

  ǼȶǪȆǩȿ  ǠȅǠɆȩ ǧǠȵǼǺȲȱ ǥȂɆȶƫǟ ǦȵǠȞȱǟ ȌǝǠȎƪǟ ȸȵ ǦȵǼƪǟ ǥǻɀǱ ȤɅȀȞǩ Ž ǦǣɀȞȎȱǟƂǙ ȲȆȱǟǦɅǻǠƫǟ ȜÛ  ǦɆǤȱǠȡ ȰɆǮƢȿ

 ɂȲȝ ǦȵǼƪǟ ǥǻɀƨ ǦǮɅǼƩǟ ǧǠȦɅȀȞǪȱǟǠŒǕ: " ȨǣǠȖǩ ǦǱǿǼȱ ǿǠɆȞȵǒǟǻɉǟ  ǦȵǼǺȲȱ ɄȲȞȦȱǟ ǦȵǼƪǟ ȻǾƬ ȸǝǠǣȂȱǟ ǧǠȞȩɀǩ Ȝȵ"Û  Ȭȱǽ

ɀǶȺȱǟ ǟǾȽ ɂȲȝ.1

ȴȩǿ ȰȮȉ )9(

ȵȦǦȵǼƪǟ ǥǻɀǱ ȳɀȾ

 ǿǼȎƫǟ : ÛȀɅǼǣ ȏɀȝ)1999( Û ǦɆȥȀȎƫǟ ǧǠȵǼƪǟ ȨɅɀȆǩÛ Ⱥȱǟȿ ǦȝǠǤȖȲȱ ȷǠɆǤȱǟȀȊÛǥȀȽǠȪȱǟ Û ȋ :337.

ƃǠǪȱǠȭ ǠɆȑǠɅǿ Ȭȱǽ ȸȝ ƘǤȞǪȱǟ ȸȮƹȿ:  

-ȋ ÛȨǣǠȅ ȜǱȀȵ ÛȀɅǼǣ ȏɀȝ:337.
1

ǦȵǼƪǟ ǥǻɀǱ=ȫǟǿǻǙ ȷɀǣȂȱǟǒǟǻɊȱɄȲȞȦȱǟ- ɁɀǪȆƫ ȷɀǣȂȱǟ ǧǠȞȩɀǩǒǟǻɉǟ

Ǚ ȷɀǣȂȱǟ ǧǠȭǟǿǻ

ǒǟǻɊȱ ɄȲȞȦȱǟ

 ǥǻɀƨǟ  ɁɀǪȆȵ

)ǥɀǲȦȱǟ(
 ȷɀǣȂȱǟ ǧǠȞȩɀǩ

ǦȵǼǺȲȱ

ǦȵǼƪǟ ǥǻɀǱ
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ǿǠȉǕȿ Ǖ ǡǠǪȮȱǟ ǼǵȷǕ ɄȽ ǦȵǼƪǟ ǥǻɀǱ: " ȸȵ ǦȝɀȶƭǦȖȊȹɉǟ  ȻǾȽ ȴɆȆȪǩ ȸȮƹȿ ȰɆȶȞȲȱ ǦȵǼȪƫǟ ǦȵǼƪǟ ȸȆƠ ǠȾȺȝ ǰǪȺɅ

ǦȖȊȹɉǟ ƂǙ ǦȖȊȹǕ  ȰǤȩ ȴǪǩǒǟǻǕ  ǦȵǼƪǟȿ ǦȖȊȹǕ  ǼȞǣ ȴǪǩǒǟǻɉǟ".1

- ǼȭǕȿ ȀǹǓ ȷǕ Ǽƪǟ ǥǻɀǱɄȽ Ǧȵ:  " ȬȲǩ ƙȆƠ ɂȲȝ ȰȶȞȱǟ Ǣƶȿ ǥǠȊȺƫǠǣ ƙȲȵǠȞȱǟȿ ǒɎȶȞȱǟ ƙǣ ǧǠȩɎȞȱǟ ȸȵ ǦȲȆȲȅ

 ǿǠɆǪǹǠǣ ǦȩɎȞȱǟǻǟȀȥǕ  ǦȵǼǹ ƇǼȪǩ ɂȲȝ ȸɅǿǻǠȩȰȒȥǕ".2

- ǠȪȥȿ ǦȵǼƪǟ ǥǻɀǱ ǥǻɀƨǟ ƘɅǠȞƫ",ISO9000 ".  ȸȵ ǦȵǼƪǟ ǥǻɀǱ ǰǪȺǩǾɆȦȺǩ ǒǟǻǕȿ  ȸȵ ǦȝɀȶƭǦȖȊȹɉǟ Ž ȼǱɀǩ ȻǠƟǟ 

Ǫǵǟ ǦȲǣǠȪȵȰɆȶȞȱǟ ǧǠǱǠɆ".3

ɄȽȿ ǦȵǼǺȲȱ ǧǠɅɀǪȆȵ ǦǭɎǭ ǿɀȎǩ ȸȮƹ ǠȪǣǠȅ ȻǠȺȲȩ Ǡȵ ǒɀȑ Žȿ:
4

     - ǦǞɅǻȀȱǟ ǦȵǼƪǟ:  ƅǼǪɅ ǠȵǼȺȝ ȨȪƠ Ɣȱǟ ǦȵǼƪǟ ȬȲǩ ɄȽȿǒǟǻɉǟ ǠƬ ǦǤȆȺȱǠǣ ǧǠȞȩɀǪȱǟ ǧǠɅɀǪȆȵ ȸȵ ǦȵǼǺȲȱ ɄȲȞȦȱǟ.  

     - ǦɅǻǠȞȱǟ ǦȵǼƪǟ:  ɁȿǠȆǪɅ ǠȵǼȺȝ ȨȪƠ Ɣȱǟ ǦȵǼƪǟ ȬȲǩ ɄȽȿȫǟǿǻǙ  ȷɀǣȂȱǟǒǟǻɉ ǠȾȺȝ ǦȪǤȆƫǟ ȼǩǠȞȩɀǩ Ȝȵ ǦȵǼƪǟ.  

     - ǥȂɆȶǪƫǟ ǦȵǼƪǟ:  ȧɀȦɅ ǠȵǼȺȝ ȨȪǶǪǩ Ɣȱǟ ǦȵǼƪǟ ɄȽȿȿǕ  ȁȿǠǲǪɅǒǟǻɉǟ ǠƬ ȸǝǠǣȂȱǟ ǧǠȞȩɀǩ ǦȵǼǺȲȱ ɄȲȞȦȱǟ.

.[228-227] :ȋ ȋ ÛǥȀȽǠȪȱǟ ÛȀȊȺȱǟȿ ǦȝǠǤȖȲȱ ȷǠɆǤȱǟ ÛɄȶȲȞȱǟ ȨɆǤȖǪȱǟ Ž ǒɎȶȞȱǟ ǦȵǼǹ ¡(1999) ÛǦȥȀȝ ȷǟǿǼǣ ȧǿǠȕ -1

.77:ȋ ÛǥȀȽǠȪȱǟ ÛȀȊȺȱǟȿ ǦȝǠǤȖȲȱ ȷǠɆǤȱǟ ÛǒɎȶȞȱǟ ǦȵǼǹ ɄȦșɀȵ ǧǟǿǼȩȿ ǧǟǿǠȾȵ ¡(1999) ÛȸȆǂǟ ǼǤȝ ǼȶƮ ȨɆȥɀǩ -
2

3
- ISO, 9000-2000, definition translated into plan English, op, cit, p :5.

-ȋ ÛȨǣǠȅ ȜǱȀȵ ÛȀɅǼǣ ȏɀȝ:337.
4
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 Ž ǦȵǼȪƫǟ ǧǠȦɅȀȞǪȱǟ ȀȎǵ ȸȮƹ ɄȽȿ ǦɆȅǠȅǕ ǧǠȝɀȶƭ ǫɎǭ Ž ǦȵǼƪ ǥǻɀǱ ȯǠƭ:1

-ȱǟ ǧǠȦɅȀȞǪȱ ǦȝɀȶƭȯȿǠƠ Ɣ ȱǟȭȀǪɆ ǠȾȶɆȆȪǪǣ ȳɀȪǩ ƃǠǪȱǠǣȿ ǦȵǼƪǟ ǦȞɆǤȕ ɂȲȝ ǠőǠɆȕ Ž ɃɀǪƠȿ ǦȵǼƪǟ ǥǻɀǱ ɂȲȝ Ȃ

ǥǻɀƨǟ ǻǠȞǣǕ ȸȵ Ǧȝɀȶƭ ƂǙ.

- ǻɀǱȿ ɁǼȵ ǠŒǖǣ ȣȀȞǩ ǥǻɀƨǟ ȳǼȝ ȿǕ ǥǻɀƨǠȥ Ǡőǟǽ ǦȵǼƪǟ ǒǟǻǕ ǦɆȲȶȝ ɂȲȝ ȂȭȀǪȱǠǣ ǨȵǠȩ Ɣȱǟ ǧǠȦɅȀȞǪȱǟ Ǧȝɀȶƭ

ǩȿ ǠȽǿɀȾƤ ƙǣȿ ǦȶȚȺƫǟ ƙǣ ǧǟɀǲȥƂǙ ǧǠȶȚȺƫǟ ɂȞȆ ǧǟɀǲȦȱǟ ȻǼȽ ȧɎȡǙ ǥǻɀƨǟ ȨɆȪƠ.

- ȣǼƬǟ ȷǕ ɂȲȝ ȳǠȝ ȰȮȊǣ ȤɅȀȞǪȱǟ ȂȭȀɅȿ ǴɅȀȍ ȰȮȊǣ ȿǕ Ɨȶȑ ȰȮȊǣ ǒǟɀȅ ȷɀǣȂȲȱ ǦȾǱɀƫǟ ǧǠȦɅȀȞǪȱǟ Ǧȝɀȶƭ

ȷɀǣȂȱǟ ǻǠȞȅǙ ǦȶȚȺƫǟ ȰȶȞǩ ȷǕ ɀȽ ɄǝǠȾȺȱǟ.

ǥǻɀǲȲȱ ȤɅȀȞǩ Ȝȑȿ ǢȲȖǪɅȿ ƭ ǫɎǭ ɂȲȝ ǠȪǤȆȵ ȣȀȞǪȱǟ ǥǿȿȀȑ ǧǠȵǼƪǠǣ ǦȍǠƪǟǧǠȵǼƪǟ ǥǻɀƨ ǻǠȞǣɉǟ ȸȵ ǧǠȝɀȶ

ɄȽȿ:2

-ƗȦȱǟ ǼȞǤȱǟ:  ȨɆǤȖǩ Ž ȰǮȶǪɅ ɃǾȱǟȿǦȺɆȞȵ ǦȲȮȊƫ ǠɆǱɀȱɀȺȮǪȱǟȿ ȴȲȞȱǟ.

-ɄȦɆșɀȱ ǼȞǤȱǟ )Ɨȥ Ƙȡ(:ȷɀǣȂȱǟȿ ǦȵǼƪǟ ȳǼȪȵ ƙǣ ɄȝǠȶǪǱɍǟȿ ɄȆȦȺȱǟ ȰȝǠȦǪȱǟ Ȭȱǽ ȸȝ ǥǿǠǤȝ ɀȽȿ.

-ǦɅǻǠƫǟ ǧǠɆȹǠȮȵɋǟ :ǦȵǼƪǟ ȼɆȥ Ƀǻǘǩ ɃǾȱǟ ȷǠȮƫǟ ɄȽȿ.

 ɁȀɅȿ"ǪȅȈȱǟȿȿ ǧǿǟɀɆ")1989( Ǖ ȼȱ ƙȵǼǺǪȆƫǟ ǧǠǤȲȖǪȵ ȜǤȊǩ ǥǻɀƨǟ ȻǾȽ ǨȹǠȭ ǟǽǙ Ǡȵ ȄȮȞǩ ȷǕ Ǽǣɍ ǧǠȵǼƪǟ ǥǻɀǱ ȷ

ÛțǠǤȉɋǟ ǟǾȽ ȰǮȵ ȨȪǶǪɅ ɁǼȵ ɃǕ ƂǙ  Ǡȵ ȬȱǾȭȿ ȸȵ ɃǾȱǟ ȣǼƬǟ ǨȪȪǵ Ǽȩ ǨȹǠȭ ǟǽǙǕƪǟ ǧǼǱȿ ȼȲǱȿ ǦȵǼǙ ƂǕɃ ɁǼȵ

Ȭȱǽ ȨɆȪƠ.  

ȷǕ ǦȍɎƪǟȿȱ ɄȆɆǝȀȱǟ ǻǼǂǟ ɄȽ ǦȵǼƪǟ ǥǻɀǱÛȻǠȑǿ ȳǼȝ ȿǕ ȷɀǣȂȱǟ ǠȑȀ  ƙǮǵǠǤȱǟ ȸȵ ǼɅǼȞȱǟ ȻǠȺǤǩ ɃǾȱǟ ȳɀȾȦƫǟ ɀȽȿ

ȰǮȵ ǥǻɀƨǟ ȯǠƭ Ž ƙȎȎǺǪƫǟ :)Parssuraman(Û ȼǝɎȵȁȿ )Cromin B.Tylor(Û ȴȽƘȡ ȸɅȀǹǓȿ.  

ƆǠǮȱǟ țȀȦȱǟ: ǦȵǼƪǟ ǥǻɀǱ ǻǠȞǣǕ

   Ȟǣɉǟ ȿǕ ǧǠȹɀȮȶȲȱ ǧǠȵǼƪǟ ǦȝǠȺȍ ȯǠƭ Ž ǥǼɅǼƨǟ ǧǠǣǠǪȮȱǟ ȐȞǣ ǨȑȀȞǩǟ ǻǠǦȵǼƪǟ ǥǻɀǱ ǠȾɆȲȝ ȰȶǪȊǩ ƔȱÛ  Ɓ ǠŒǕ ɍǙ

ÛǼɅǼǶǪȱǟ ȼǱȿ ɂȲȝ ǧǠȹɀȮƫǟ ȿǕ ǻǠȞǣɉǟ ȬȲǩ ǦɆȽǠȵ ȯɀǵ ǠȾȺɆǣ ǠȶɆȥ ȨȦǪǩ Ȱȭ ɁȀɅ ȯǠǮƫǟ ȰɆǤȅ ɂȲȝȸȵ "سوان وكومب "

1976)(ǹ ɂȲȝ ȼȱɀȎǵ ȯǠǵ Ž ȷǠɆȅǠȅǕ ȷǟǼȞǣ ǠƬ ǦȵǼƪǟ ǥǻɀǱ ȷǙ ÛǦȵǼÛ ǦȵǼƪǟ ǦɆȲȶȝ ǒǟǻǕ ȰǮƢ ɄȽȿ ǦɆȲȝǠȦǪȱǟ ǥǻɀƨǟȿ 

ɁȀɅ ƙǵ Ž ÛȸɅǼɆȦǪȆƫǟ ȿǕ ȸǝǠǣȂȱǟ Ȝȵ ǦȶȚȺƫǠǣ ƙȲȵǠȞȱǟ ȰȝǠȦǩ ǒǠȺǭǕ Ǡőǟǽ "ȃȿȀȹȿȀȭ" )1996(  ƙȺǭǟ ȸɅǼȞǣ ǦȵǼƪǟ ǥǻɀǱ ȷǕ

ǠƵ:3

-ǦɅǻǠƫǟ ǥǻɀƨǟ.  

-ǦɆȦɆșɀȱǟ ǥǻɀƨǟ.  

1
-Ȇȱǟ ȰɆȝǠƧǙȿ ÛſǠȎȱǟ ǼȶƮÛǼɆ)1999( ÛǥȀȍǠȞȵ ǦɅǿǟǻǙ ǠɅǠȒȩȋ ÛȀȎȵ ÛȜɅȁɀǪȱǟȿ ȀȊȺȲȱ ǦɆȞȵǠƨǟ ǿǟǻ Û:163.

2
-ÛǿɀȶȒȱǟ ƆǠȽ)2002( ÛǧǠȵǼƪǟ ȨɅɀȆǩȋ ÛȷǠȶȝ ÛȀȊȺȲȱ Ȱǝǟȿ ǿǟǻ Û:360.

3
-ȋ ÛȨǣǠȅ ȜǱȀȵ ÛȀɅǼǣ ȏɀȝ:341.
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  ƖȞƞ ÛǦɆȶȮȱǟ ǦȵǼƪǟ ǢȹǟɀǱ ƂǙ ƘȊǩ ǦɆȺȦȱǟ ǥǻɀƨǠȥ ÛǦȵǼƪǟ ȸȵ ǼɆȦǪȆȶȲȱ ǦǤȆȺȱǠǣ ȷǠȶȾȵ ǠƵɎȭȿ ƘǤȞǪȱǟ ȸȮƹ Ɣȱǟ Ǣȹǟɀƨǟ 

ÛɄȶȭ ȰȮȊǣ ǠȾȺȝ ȀȾȚȵȿ ǦȵǼƪǟ ƇǼȪǩ ɂȲȝ ƙȶǝǠȪȱǟ ȫɀȲȅ ǠȵǕ ǼɆȦǪȆƫǟ Ȝȵ ȴȾȲȵǠȞǩ ǦȪɅȀȕȿ ȴȽ) ǠȾȅǠɆȩ ǢȞȎɅ ǿɀȵǕ ɄȽȿ

ƂǙ ȃǠɆȪȱǠǣ ǦȩǼǣǦɆȺȦȱǟ ǥǻɀǲȲȱ ǦȹɀȮƫǟ ȀȍǠȺȞȱǟ (Û ǦȵǼǺȲȱ ǦɆȦɆșɀȱǟ ǥǻɀƨǟ ǧǠȹɀȮȵ ɄȾȥÛ  ȯɀȪɅȿ)lehitnenK and

,ll,1982( ƨǟ ȷǕɄȽ ǦɆȅǠȅǕ ǻǠȞǣǕ ǫɎǭ Ž ǼȆǲǪǩ ǧǠȵǼƪǟ ȯǠƭ Ž ǥǻɀ:1

-ǦɅǻǠƫǟ ǥǻɀƨǟ :ǦȵǼƪǟ ƇǼȪǪǣ ǦȖɆǂǟ ǦǞɆǤȱǠǣ ȨȲȞǪǩ Ɣȱǟȿ. 

-ǦȶȚȺƫǟ ǥǻɀƨǟ :ǠȾȺȝ ƗȽǾȱǟ țǠǤȖȹɍǟȿ ǦȵǼƪǟ ǦȶȚȺȵ ǥǿɀȎǣ ȨȲȞǪǩ Ɣȱǟȿ.

-ǦɆȲȝǠȦǪȱǟ ǥǻɀƨǟ :ǦȵǼƪǟ ǧǠɆȲȶȝ ǯǠǪȹǙ ȰǮƢ Ɣȱǟȿ.

   ƙǮǵǠǤȲȱ ȀǹǓ ȤɆȺȎǩ Žȿ ȴȮƠ Ɣȱǟȿ ǧǠɆȲȶȞȱǟ ǥǻɀǱ ƙǣ ȷǟȂɆƹ ǠȶŒǕ ǼƱ ǦȵǼƪǟ ǥǻɀǱ ȸȝ  ǦɅǻǖǩ ǒǠȺǭǙ ȷɀǣȂȱǟ ǠȾɆȲȝ

ǦȵǼƪǟ ǠȾɆȲȝ ȴȮƷ Ɣȱǟ  ǧǠǱȀǺƫǟ ǥǻɀǱ ƙǣȿ ÛǦȵǼǺȲȱ ɄȲȞȦȱǟ ǒǟǻɉǟ ǼȞǣ ȷɀǣȂȱǟ.

    ȿ ǦɆȺȦȱǟ ǥǻɀƨǟ ȫǠȺȾȥ ǥǻɀǲȲȱ ǦȦȲǪƯ ǻǠȞǣǕ ǦǭɎǭ ƙǣ Ȁǹɉǟ ȐȞǤȱǟ ȂɆƹ ɁȀǹǕ ǦɆǵǠȹ ȸȵȿƔȱǟ  ǠȾȺȝ ƘǤȞǪȱǟ ȸȮƹ

ǣȱǠȯǟǘȆ: ÝȼƹǼȪǩ ȴǪɅ ɃǾȱǟ Ǡȵ ȯǟǘȆȱǠǣ ǠȾȺȝ ƘǤȞǪȱǟ ȸȮƹ Ɣȱǟ ǦɆȦɆșɀȱǟ ǥǻɀƨǟȿ: ǦȵǼƪǟ ƇǼȪǩ ǦɆȲȶȝ ȴǪǩ ȤɆȭÝ  ǠȵǕ

 ǦȵǼƪǟ ǦȶȚȺȵ ȸȝ ȸǝǠǣȂȱǟ ǧǠȝǠǤȖȹǟ ȄȮȞɅ ɃǾȱǟȿ ǦȶȚȺȶȲȱ ǦɆȺȽǾȱǟ ǥǿɀȎȱǟ ȼɆȲȝ ȨȲȖɆȥ ǥǻɀƨǟ ǻǠȞǣǕ ȸȵ ǬȱǠǮȱǟ ǢȹǠƨǟ

 ǠȽǿȿǼǣ ȤȩɀǪǩ ƔȱǟȿǼɅǘɅȿ ǦȵǼǺȲȱ  ǦɆȦɆșɀȱǟȿ ǦɆȺȦȱǟ ǢȹǟɀǲȲȱ ȸǝǠǣȂȱǟ ȴɆɆȪǩ "Richard son and

RobinsonK1986" ɉǟ ȰǹǼƫǟǦȵǼƪǟ ǥǻɀǱ ǻǠȞǣǕ ǼɅǼƠ Ž Ƙǹ.2

 ȧȀȖǪȹ ȣɀȅ ƙɆȱǠǪȱǟ ƙȲȮȊȱǟ Žȿ ǠȾɆȱǙ ȼǩȀȚȹ ǢȆǵ Ȱȭ ǦȦȲǪƯȿ ǦȝɀȺǪȵ ǦȵǼƪǟ ǥǻɀǱ ǻǠȞǣǕ ǽǙǠȾɆȱǙ:  

1 - ȋ ÛȨǣǠȅ ȜǱȀȵ ÛȀɅǼǣ ȏɀȝ:342.
2

- ÛǦȵǿǠǲȞȱǟ ƘȆɆǩ)2005( ÛŽȀȎƫǟ ȨɅɀȆǪȱǟǟ ǿǟǻ Ûȋ ÛȷǠȶȝ ÛǼȵǠƩ:333.
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  ȴȩǿ ȰȮȊȱǟ)10(

ǕȞǣǠǦȵǼƪǟ ǥǻɀǱ ǻ  

ǿǼȎƫǟ : ÛǦȵǿǠǲȞȱǟ ƘȆɆǩȨǣǠȅ ȜǱȀȵȋ Û:333.

 ǥǻɀǱȀȦȱǟ ǦȵǼƪǟȧ ƙǣǟǠȞȩɀǪȱǧ

ɉǟȿǒǟǻ ɄȲȞȦȱǟ

ǦȵǼƪǟ ǧǠȞȩɀǩ:

1-ȷɎȝɋǟ.

2-ǥƎƪǟ.

3-ǧɍǠȎǩɍǟ.

 ǒǟǻɉǟ ɁɀǪȆȵ

ɄȲȞȦȱǟ ) ȫǿǼƫǟ

ǦȵǼǺȲȱ(

ǦȶȚȺƫǟ ȸȝ ǧǠȝǠǤȖȹɍǟ:

1-ǦȞȶȆȱǟ.

2-ǸɅǿǠǪȱǟ.

3-ȴǲƩǟ.

4-ȷɀȲȵǠȞȱǟ.

ǦɆȺȦȱǟ ǥǻɀƨǟ:

1-ǦȥȀȞƫǟ

2-ǧǟǿǠȾƫǟ.

3-ɆǱɀȱɀȺȮǪȱǟǠ.

ǦȦɆșɀȱǟ ǧǠȞȩɀǩ:

1-ȀȾȚƫǟ.

2-ȽǠƟɍǟǠǧ.

3-ǕǡɀȲȅɉǟǒǟǻ.
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ȯȿǼǱ  ȴȩǿ)5(

ǦȵǼƪǟ ǥǻɀǱ ǻǠȞǣǙ ȴȽǕ

ǿǼȎƫǟ :ǥǻǟǼȩ ɂȆɆȝÛ ɄǝǠȖȱǟ ǃǟ ǼǤȝȨǣǠȅ ȜǱȀȵ ÛÛ ȋ:38.

ǬȱǠǮȱǟ țȀȦȱǟ :ǦȵǼƪǟ ǥǻɀǱ ȃǠɆȩ ǯǽǠƴ

    ÛǦȵǼȪƫǟ ǦȵǼƪǟ ǥǻɀǱ ȃǠɆȪȱ ƙǱǽɀƴ ȫǠȺȽ ȷǕ Ȝȩǟɀȱǟ Ž ǪȆɅȿ ǦȵǼƪǟ ƙǣǠȵ ǥɀǲȦȱǟ ǿǟǼȪȵ ɂȲȝ ƙǱǽɀȶȺȱǟ Ɏȭ ǼȺ

ƫǟ ƖȞƞ ÛǦȭǿǼƫǟ ǦȵǼƪǟȿ ǦȞȩɀǪǓ ǼȺǪȆɅ ƙǱǽɀȶȺȱǟ ȸɅǾȽ ȃǠȅǕ ȷǕ ȀǹǧǠȭǟǿǻǙ ǧǠȞȩɀǩȿ ȷɀǣȂȱǟ  ȷǟǻɀȪɅ ȷǟǾȲȱǟ ȷɀǣȂȱǟ

 țǠǤȉɋǟ ƂǙ)ǠȑȀȱǟ.(   

ɍȿǕ: ƴǠɃǼɆȲȪǪȱǟ ǧǟɀǲȦȱǟ ǯǽ

ȵ Ȱȭ ȰǤȩ ȸȵ ȳǼȩ ǯǽɀȶȺȱǟ ǟǾȽ ȷǙ ȸ" ȷǠȵǟƘȅǟȀǣƗɆǣȿ"  ǧǟɀǲȦȱǟ ǯǽɀƴ ȼɆȲȝ ȨȲȕǕ ɃǾȱǟȿÛ   ǯǽɀȶȺȱǟ ǟǾȽ ǼȺǪȆɅȿ

ȿ ǦȵǼƪǟ ǥǻɀƨ ȷɀǣȂȱǟ ȼȞȩɀǪɅǠȵ ƙǣǠȵ ǥɀǲȦȱǟ ǿǟǼȪȵ ƂǙȼȲǤȩ ȸȵ ǦȭǿǼƫǟ ǦɆȲȞȦȱǟ ǥǻɀƨǟÛ  ǠȪȥȿ ǯǽɀȶȺȱǟ ǟǾȽ Ȝȑȿ ǼȪȱ

ǦȵǼƪǟ ǥǻɀƨ ɃǼɆȲȪǪȱǟ ȳɀȾȦȶȲȱ.1

1
- Parasuraman A, zeithmal,V,and Berry,L.L, (1985), conceptual model of service quality and its implications for future research ,journal of

marketing,49,(hall),PP :[ 41-51] .

ǻǠȞǣǕ ǦȵǼƪǟ ǥǻɀǱ ǴɆȑɀǪȱǟ)ǼȞǣ Ȱȭ ƖȞȵ(

1-ȁ ȴɆȲȆǪȱǟ ȸȵTime- ȰɆȶȞȱǟ ȀȚǪȺɅ ȴȭ ƇǼȪǩ Ž ǥǿȿǻ ɂȲȝ ȯɀȎǶȲȱ

ǦȵǼƪǟÛ ȳǟȂǪȱɍǟ Ž ǦȩǼȱǟ ɁǼȵȿ ǻǼǂǟ ǼȝɀƫǠǣ.  

2-ȳǠƢɋǟcompleteness-ǦȵǼƪǟ ǢȹǟɀǱ ǦȥǠȭ ȯǠȶǪȭǟ ɁǼȵ.

3- ȨȅǠȺǪȱǟconsistance-ȰɆȶȝ ȰȮȱ ǦȶȲȆƫǟ ǦȵǼƪǟ Ž ǦɆȖȶȺȱǟȿ ȯǠƫǟ ɁǼȵ.

4-ǦȩǼȱǟascuracy- ȸȵ ǦǶɆǶȍ ǥǿɀȎǣ ǦȵǼƪǟ ȁǠƱǟ ɁǼȵȯȿǕǥȀȵ.

5- ǦȅǠɆȮȱǟcountisy-ȿǻ ȜɆȶƨȿ Ʉȶȝ ȰȮǣ ƙȲȵǠȞȱǟ ǢɆǵǿ ɁǼȵȂɆɆƢ ȷ.

6- ȯǠȺƫǟ ǦȱɀȾȅconvenience-ǦȵǼƪǟ ɂȲȝ ȯɀȎƩǟ Ƙȅ ɁǼȵ.

7- ǦǣǠǲǪȅɍǟresponsiveness-ȱǠǣ ǦȵǼƪǟ ƇǼȪǩ ɂȲȝ ƙȲȵǠȞȱǟ ǥǻǠɆȩ ɁǼȵǪ ǠȞɅȀȅ ȰȝǠȦ

 Ȝȩɀȵ Ƙȡ ɀȽǠȵ ȜȵȿǕ ɆȶȞȱǟ ɁǼȱ ȋǠǹȰ.  

8-ȅɀȶȲƫǟɆǦtangibless-ǦȵǼǺȲȱ ǦɅǻǠȵ ǼȽǟɀȉ Ȁȥɀǩ ɁǼȵ.

9-ǦɆȲȽɉǟcompétence-ǩ ɁǼȵ ƇǼȪǪȱ ǧǟǼȞƫǟȿ ȣǿǠȞƫǟȿ ǧǟǿǠȾƫǟ Ȁȥɀ

ǦȵǼƪǟ.  

10-ȷǠȵɉǟsecurity- ƇǼȪǩ ɀȲǹ ɁǼȵǦȵǼƪǟ ȸȵǿǠȖǹɉǟ.
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  ȑɀȵ ǧǟɀǲȥ ǦȆƦ ȸȶȒǪɅȿ Ž ǦǶƃǠǪȱǟ ȰȮȊȱ:

ǿ ȰȮȉȴȩ )11(

ǯǽɀƴ ǦɅǼɆȲȪǪȱǟ ǧǟɀǲȦȱǟ  

ǐƥǄǀƙǃƒ ƘƒǍƞƽǃƒ ƜƦǍǆǈ.

Source: parasurman, zeithmal and Berry, op-cit, p: [41.51].

Word of
communication

ȯǠȎǩɍǟ

Personnel needs

ǻȀȦȱǟ ǧǠǱǠǵ
Past experiance

ǦɆȑǠƫǟ ǦǣȀǲǪȱǟ

Expected service

ǦȞȩɀǪƫǟ ǦȵǼƪǟ

Management perception of consumer
expectation

 ȷɀǣȂȱǟ Ȝȩɀǩ ƙǣ ǥɀǲȦȱǟȫǟǿǻǙȿ ǥǿǟǻɋǟ

Translation of perception into
service quality specs.

Service delivry

ǦȵǼƪǟ ƇǼȪǩ
External

communication to
consume

 ǦɆǱǿǠƪǟ ǧɍǠȎǩɍǟ

ȷɀǣȂȱǠǣ

Percived service

ǦȭǿǼƫǟ ǦȵǼƪǟ

ǥɀǲȦȱǟ)1(

ǥɀǲȦȱǟ)2( Gap

ǥɀǲȦȱǟ)3(
ǥɀǲȦȱǟ)4(

ǥɀǲȦȱǟ)5( Gap

ا
ȧ

ɀȆ
ȱ

ȷɀ
ǣȂ

ȱǟ
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Ž ǧǟɀǲȦȱǟ ȻǾȽ ȰǮȶǪǩȿ:1

 Ǖ - ƙǣǠȵ ǥɀǲȦȱǟǥǿǟǻɋǟ ǧǟǿɀȎǩȿ ȷɀǣȂȱǟ ǧǠȞȩɀǩ :  

  ȱǟ ǿɀȎǪȱǟ ȬȲƢ ɍ Ǽȩ ǥǿǟǻɋǟȊǪȆƫǟ ǥǿǟǻǙ ȀȮȦǩ ǼȪȥ ÛȸǝǠǣȂȱǟ ȻǼɅȀɅ Ǡȶȝ ǴɆǶȎȰȒȥǕ ǠȵǠȞȕ ȷȿǼɅȀɅ ɂȑȀƫǟ ȷǠǣ ɂȦ  ȴŒǕ ɍǙ

ƙȑȀȶƫǟ ǦǣǠǲǪȅǟ ɁǼƞ ȀǮȭǕ ȷɀȶǪȾɅ.  

ǡ-  ƙǣ ǥɀǲȦȱǟǦȵǼƪǟ ǥǻɀǱ ȷǟȂɆȵȿ ǥǿǟǻɋǟ ǿɀȎǩ: 

  ÛȔȪȥ ƙȞȵ ǒǟǻɉ ǠȅǠɆȩ ȜȒǩ ɍ ǠŒǕ ɍǙ ȸǝǠǣȂȱǟ ǧǠǤȡȀȱ ǴɆǶȍ ǿɀȎǩ ǥǿǟǻɋǟ ɁǼȱ ȷɀȮɅ Ǽȩ Ȫȥ ȸȵ ɂȦȊǪȆƫǟ ǥǿǟǻǙ ǢȲȖǩ Ǽ

 ǧǠȵǼǹ ƇǼȪǩ ǧǠȑȀȶƫǟǧǠȵǼƪǟ ȻǾȽ țɀȹ ǼɅǼƠ ȷȿǻ ǦȞɅȀȅ ɆȶȮȱǟ ǦɆǵǠȺȱǟ ȸȵ ǠȽǻǼȝ ȿǕǠȾƹǼȪǩ ȯǠƭ Ž ǥɀǲȥ ȨȲƸ Ǡư Ǧ.

ǯ - ǥɀǲȦȱǟ ǠȾƹǼȪǩȿ ǦȵǼƪǟ ǥǻɀǱ ȌǝǠȎǹ ƙǣ:

  ȱ ȸȮƹ ǬɆǵȿ ǟǻǼƮ ǠǤɅǿǼǩ ǟɀȪȲǪɅ ȷǕ ƙȲȵǠȞȲǕǠȩǠȕ ȧɀȦǩ ȯǠȶȝǖǣ ǟɀȵɀȪɅ ȷȴő  Ǡȵ ȨɆȪƠ Ž ƙǤȡǟǿ Ƙȡ ȿǕ ȸɅǿǻǠȩ Ƙȡ ȴŒǕ ȿǕ

ÛȴȾȺȵ ǡɀȲȖȵ ȮȊǣ ȸǝǠǣȂȲȱ țǠȶǪȅɍǠȭ ǦȺɆȞȵ ǧǠȅǠɆȩ ɂȲȝ ȷɀȑȀǪȞɅ Ǽȩ ȿǕ ȰȮȊȱǠǣ ǦȵǼƪǟ ƇǼȪǩ ȸȵ ȤȞȒɅ Ǡư ȯɀȖȵ Ȱ

ǦǣɀȲȖƫǟ ǦɆȝɀȺȱǟȿ ǡɀȲȖƫǟ.  

ǻ-Ȫȱǟ ƙǣ ǥɀǲȦȱǟǦɆǱǿǠƪǟ ǧɍǠȎǩɍǟȿ ǦȵǼƪǠǣ ȳǠɆ:

  ǟ ǧǠȞȩɀǩ ȀǭǖǪǩ ǬɆǵ ȸǝǠǣȂȱǠŏ ƃǼɅ Ɣȱǟ ǧǠƷȀȎǪȱǠǣ ưɀȲǮ ǠŒɎȝǙȿ ǧǠȭȀȊȱǟÛ ǟȀȭ ɁǼǵǙ Ž ǧȀȾș ǟǽǚȥ ɂȦȊǪȆȵ ǧǠȅ

ǦȲɆƤ ȣȀȡ ǻɀǱȿ ÛƙȞȵ ɅȀƫǟ ȯɀȍȿ ǼȺȝȿȥ ȬȱǾǣ ȼɆȥ ȠȱǠǤȵ ȷǠȭ ȷɎȝɋǟ ȷǕ ȤȊȮɅ Ȑǚ Ǡȵ Ȼɀȉ Ǽȩ ɄǱǿǠƪǟ ȯǠȎǩɍǟ ȷ

ȼȞȩɀǪɅ ȷɀǣȂȱǟ ȷǠȭ.  

Ȼ- ǦȞȩɀǪƫǟ ǦȵǼƪǟȿ ǥǿɀȎǪƫǟ ǦȵǼƪǟ ƙǣ ǥɀǲȦȱǟ:  

  ǬɆǵ  ȷɀǣȂȱǟ ȄɆȪɅ ǠȵǼȺȝ ǥɀǲȦȱǟ ȀȾȚǩǙ ɂȲȝ ǢɆǤȖȱǟ ȷǠȥ ǿɀȎǪɅ ȷǠȭ Ǡȶȭ ǦȵǼƪǟ ǦɆȝɀȹ ȷɀȮǩ ɍȿ  ǦȦȲǪƯ ǦȪɅȀȖǣ ǒǠȝǻ

 ǿǟȀȮǪȱ ǢɆǤȖȱǟ ǟɀȝǼɅ ǯɎȞȱǟ Ž ǠȖǹ ȫǠȺȽ ȷǕ ÛɁȀǹǕ ȏǟȀȡɉ ÛǥǿǠɅȂȱǟ ǿǟȀȮǩ ȀȆȦɅ ȐɅȀƫǟ ȷǕ ɍǙ ȼǪɅǠȝǿȿ ȐɅȀƫǟ ǥǿǠɅȁ

ȼǩǿǠɅȁ.  

ǠɆȹǠǭ : ǥǿɀȖƫǟ ǧǟɀǲȦȱǟ ǯǽɀƴ

   ȷǕ Ǽǵ ǼȪȥ ȨǣǠȆȱǟ ǯǽɀȶȺȱǟ ȸȝ ǠɅȀȽɀǱ ȤȲǪƸ ɍ ǯǽɀȶȺȱǟ ȃǠȅǕǧǟɀǲȥ ǦȆƦ ȸȵ ɍǼǣ ǧǟɀǲȥ ǦȞǤȅ ǻ  ǠȾȵǼȩ Ɣȱǟ

ȰǤȩ ȸȵ ǯǽɀȶȺȱǟ ǟǾȽ Ȝȑȿ ǼȪȱ ɃǼɆȲȪǪȱǟ ǯǽɀȶȺȱǟ "ȫɀȲȥɀȱ"Û ȸȵ Ȱȭ ȰǤȩ ȸȵ ȼȑȀȝ Źȿ "ȫɀȲȥɀȱ ȂǩȀɅȿȿ".  ǯǽɀȶȺȱǟ ǟǾȽ ȷǙ

ǵɍ ȨǣǠȆȱǟ ǯǽɀȶȺȱǟ ȸȵ ɎɆȎȦǩ ȀǮȭǕ ƎǪȞɅǘȵ ɂȲȝ ȼǝǟɀǪǥǻɀǱɀȵ ȷɀȮǩ ɍ ǧǟȀȉ ǠȪǣǠȅÛ ǯǽɀȶȺȱǟ ǟǾȽ ǴȑɀɅ ƃǠǪȱǟ ȰȮȊȱǟȿ:  

1
- Parasuraman A, zeithmal,V,and Beny,L.L, op-cit,PP :[ 41-51] .
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 ȴȩǿ ȰȮȉ)12(

ƴǿɀȖƫǟ ǦȵǼƪǟ ǥǻɀƨ ǧǟɀǲȦȱǟ ǯǽɀ  

Source : lovelok and wirtz, (2004), service marketing people technology, strategies,
prentice-Hill, USA, p: 402.

ȷɀǣȂȱǟ ǧǠȞȩɀǩȿ ǧǠǱǠǵ

ǥǿǟǻǙǧǠǱǠƩǟ ȻǾȽ ǼɅǼƠ

 Ž ǧǠǱǠƩǟ ȻǾȽ ǦƤȀǩ

ȴɆȲȆǪȱǟȿ ȴɆȶȎǪȱǟ ǢȹǟɀǱ

 ǢȹǟɀǱȴɆȶȎǪȱǟ ȴɆȲȆǪȱǟȿ

ȩɀǪƫǟȜ

 ȷɀǣȂȱǟ ƘȆȦǩ

ǧɍǠȎǩɎȱ

ȷɎȝɋǟǧǠȞɆǤƫǟ ǧǟǼȾȞǩȿ

ǧǠȭǟǿǻǙ ǦǤȆȺȱǠǣ ȷɀǣȂȱǟ

ǰǪȺƫǟ ȜȩɀǪȱ)ǦȵǼƪǟ(

Ǡǣ ǦȪȲȞǪƫǟ ȷɀǣȂȱǟ ǦǣȀƟɋǧǠȭǟǿǻ

2-ǦɆȅǠɆȪȱǟ ƘɅǠȞƫǟ ǥɀǲȥ)2(

3-ȴɆȲȆǪȱǟ ǥɀǲȥ)3(

5- ǥɀǲȥǟɋǧǠȭǟǿǻ)5(

7-ǦȵǼƪǟ ǥɀǲȥ)7(

6-ƘȆȦǪȱǟ ǥɀǲȥ

4- ǥɀǲȥ

 ǧɍǠȎǩɍǟ

ǦɆȲǹǟǼȱǟ

ǥǿǟǻɋǟ

Management
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Ž ǯǽɀȶȺȱǟ ǟǾȽ Ž ǥǻɀƨǟ ǧǟɀǲȥ ȰǮȶǪǩȿ:1

 - ǦȥȀȞƫǟ ǥɀǲȥ:

ǟ ȸȵ ǼɆȦǪȆƫǟ ȼɆȲȝ ȰȎƷ ȷǕ ȜȩɀǪɅ Ǡȵ ȯɀǵ ǧǠȵǼƪǟ ȂȾƭ ǼȪǪȞɅ Ǡȵ ƙǣ ȣɎǪǹɍǟ ȰǮƢǦɆȲȞȦȱǟ ȼǩǠȞȩɀǩȿ ȼǩǠǱǠǵȿ ǧǠȵǼƪ.  

- ɅǠȞƫǟ ǥɀǲȥǦɆȅǠɆȪȱǟ Ƙ:

ɅǠȞȵȿ ȷɀǣȂȱǟ ǧǠȞȩɀǪȱ ǥǿǟǻɋǟ ȫǟǿǻǙ ƙǣ ȣɎǪǹɍǟ ȰǮƢƘ ƨǟǦȵǼƪǟ ȴɆȲȆǪȱ  ǥǼȶǪȞƫǟ ǥǻɀ.  

- ǦɆȲǹǟǼȱǟ ǧɍǠȎǩɍǟ ǥɀǲȥ:

 ȷȿȂȾŎǟ ǼȪǪȞɅ Ǡȵ ƙǣȿ ǠȽȂɆƢȿ ǠőǠȵǼǹ ǥǿǟǼǱ ȸȝ ǦȵǼƪǟ ǦȶȚȺƫǟ ȸȲȞǩ Ǡȵ ƙǣ ȣɎǪǹɍǟ ȰǮƢ)ȜɆǤȱǟ ȯǠǱǿ ( ǥǿǟǼǱ ȯɀǵ

ȼȵǼȪǩ ȷǕ ɎȞȥ ǦȶȚȺƫǟ ȜɆȖǪȆǩ ǟǽǠȵȿ ǥǻɀƨǟ ɁɀǪȆȵȿ ǦȵǼƪǟ.  

- ǥɀǲȥȴɆȲȆǪȱǟ:

ƙǣ ȣɎǪǹɍǟ ȰǮƢȂȾŎ ɄȲȞȦȱǟ ǒǟǻɉǟȿ ǦȵǼƪǟ ȴɆȲȆǪȱ ǥǻǼǂǟ ƘɅǠȞƫǟ Ƀ ƘɅǠȞƫǟ ȻǾȽ ȸȶȑ ǦȵǼƪǟ.  

- ȫǟǿǻɋǟ ǥɀǲȥ:

ǟɀȶȲǪȅǟ ȴŒǖǣ ȸǝǠǣȂȱǟ ȷɀȭǿǼɅ Ǡȵȿ ɎȞȥ ȴȲȆɅ Ǡȵ ƙǣ ȣɎǪǹɍǟ )ɉȲȝ ȸɅǿǻǠȩ Ƙȡ ȸǝǠǣȂȱǟ ȷǦȩǼǣ ǦȵǼƪǟ ǦɆȝɀȹ ȴɆɆȪǩ ɂ(.  

- ƘɆȆǪȱǟ ǥɀǲȥ:

Ǥȩ ȸȵ ȯǠȎǩɍǟ ǻɀȾǱ ƙǣ ȣɎǪǹɍǟ ǦȵǼƪǟ ȸɅȂȾƭ Ȱ) ǦȵǼƪǟ ȴɆȲȆǩ ȰǤȩ (ÛȜȖȪǩ Ɣȱǟ ǻɀȝɀȱǟȿ  ǟȿǼȝȿ ȴŒǖǣ ȸǝǠǣȂȱǟ ǼȪǪȞɅ Ǡȵȿ

ǣǖȼɆȲȝ ǟɀȲȎƷ ȷ.  

- ǦȵǼƪǟ ǥɀǲȥ:

 ǦȞǣǠȆȱǟȿ ǦȅǻǠȆȱǟȿ ǦȆȵǠƪǟȿ Ƃȿɉǟ ǥɀǲȦȱǟ ȷǕ ǦȶȲǪȆƫǟ ǦȵǼǺȲȱ ȴȾȭǟǿǻǙȿ ȼɆȲȝ ǟɀȲȎƷ ȷǕ ȸǝǠǣȂȱǟ ȷɀȞȩɀǪɅ Ǡȵ ƙǣ ȣɎǪǹɍǟ

ǧǟɀǲȥ ȰǮƢ ƙǣǠȵ ǦɆǱǿǠǹ ÛǦȶȚȺƫǟȿ ȷɀǣȂȱǟǕÛǦɆȹǠǮȱǟ ǧǟɀǲȦȱǟ ǠȵÛǦǮȱǠǮȱǟÛǦȞǣǟȀȱǟƢ ȤǝǠșɀȱǟ ƙǣǠȵ ǦɆȲǹǟǻ ǧǟɀǲȥ ȰǮ

ǟȿǧǠȭǟǿǻɋ ǦȶȚȺƫǟ Ž.

1- lovelok and wirtz, op-cit, p: 402.
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  :خلاصة
ȸȵȯɎǹȰȎȦȱǟɉǟȯȿȸȮƹȷǕǰǪȺǪȆȹȷǖǣǥǻɀǱǦȵǼƪǟȤȲǪơǠȾȎǝǠȎǹȸȝǦȞȲȆȱǟǬɆǵȷǕȻǾȽȌǝǠȎƪǟȰȞƟ

ǒǟǻǕǦȵǼƪǟȔǤǩȀȵÛǠȾȵǼȪƞǠȶȭȷǕȳɀȾȦȵǥǻɀƨǟŽǧǠȵǼƪǟȨȲȞǪȵɁǼƞǥǿǼȩǦȆȅǘƫǟɂȲȝǦɆǤȲǩǧǠǱǠǵǧǠǤȡǿȿǒɎȶȞȱǟ

ǢȆǵÛȴőǠȞȩɀǩǠȶȭȷǕȴɆɆȪǩǥǻɀǱǦȵǼƪǟǼȶǪȞɅɂȲȝǧǟȀȉǘȵǦȖǤǩȀȵȌǝǠȎƝÛǦȵǼƪǟƔȱǟƎǪȞɅȰɆȶȞȱǟǠȾɆȥǻǼǂǟɁǼƫ

ǥǻɀǱǦȵǼƪǟȸȵǠȾȵǼȝȸȵȯɎǹǩǠǱǠɆǪǵǟȼǦɆȎǺȊȱǟ.  

    ȷǙȨɆȪƠǧǠɅɀǪȆȵǥǻɀƨǟǦǣɀȲȖƫǟȷǠȶȑȿǠȾǪɅǿǟȀȶǪȅǟȤȩɀǪɅɂȲȝǧǠɆȲȶȝƙȆǶǪȱǟȀɅɀȖǪȱǟȿȀȶǪȆƫǟƔȱǟȳɀȪǩǠŏ

ǦȆȅǘƫǟɂȲȝɁɀǪȆƫǟɄȲǹǟǼȱǟȤɆɆȮǪǣǦȶȚȹɉǟǦɅǿǟǻɋǟȀɅɀȖǩȿǧǟǒǟȀǱǙȰȶȞȱǟǢɅǿǼǩȿǻǿǟɀƫǟǦɅȀȊǤȱǟɂȲȝȿƫǟɁɀǪȆ

ɄǱǿǠƪǟȸȝȨɅȀȕǬǶǤȱǟȸȝȂɆȶǪȱǟŽǧǠȩɎȞȱǟȜȵǟǒɎȶȞȱ.



ǑǈƓƛǃƒ ýƮƽǃƒ:

ƗǆƥƤǃƒ ƖƥǍƞ   ƗǒǈǍƧƙǂǃǙƒ
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ƣǐǊǄƗ:

 ǦȺȅ Ž ǴȲȖȎƫǟ ǟǾȽ ȀȾș ǬɆǵ ÛȷɀǣȂȱǟ Ǡȑǿ ɂȲȝ Ȁǭǘȵ ȰȵǠȝ ǦɆȹȿȀǪȮȱɋǟ ǦȵǼƪǟ ǥǻɀǱ2002 Ž ȜȅɀǪȱǟ ȼȹǖǣ ȣȀȞɅ ǬɆǵ Û

 ǠŒǕ ɂȲȝ ȣȀȞǩ ɄȾȥ Ȭȱǽ ƂǙ ǦȥǠȑɋǠǣ ÛǧǠǲǪȺƫǟȿ ǧǠȵǼǺȲȱ ƆȿȀǪȮȱɋǟ ȴɆȲȆǪȱǟȿ ǒǟȀȊȱǟȿ ȧɀȆǪȲȱ ǦɆȱǠȞȦȱǟ ǥǒǠȦȮȱǟ ǧɎɆȾȆǩ

 ȸǝǠǣȂȱǟ ǧǠȞȩɀǩ ƙǣ Ǡȵ ȧȀȦȱǟǦȵǼƪǟ ǼȞǣ ǠɆȲȞȥ ȼɆȲȝ ȯɀȎƩǟ Ź Ǡȵȿ ǠɆȹȿȀǪȮȱǙ ǦȵǼȪƫǟ ǧǠȵǼƪǟ ǒǟǻǕ ǥǻɀƨ.
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ƕǐǆǋƥƗǀǁǕƐ ƕǄƣƢǁƐ ƕǐǉƑǄ :üǋǓƐ ƘƟƓǄǁƐ

 Ǚȩ ȀȎȞȱǟ ǟǾȽ ȷǠȭ ȷɋǟ ȯǠȶȝɉǟ ȯǠƭ Ž ǿɀȖǪȱǟ ǼȾȉ Ǽ ǦɆȹȿȀǪȮȱǕ ȜȩɀǪƫǟ ȸȵ ȼȹǚȥ ǦɆȹȿȀǪȮȱɍǟ ǥǿǠǲǪȱǟ ȯǠƭ Ž ȿ ȷ ȷɀȮǩ

ȽǼȾȊɅ ȣɀȅ Ɣȱǟ ǦȵǻǠȪȱǟ ǥɀȖƪǟɋǟ ǧǠȵǼƪǟ ȯǠƭ Ž ǿɀȖǪȱǟ ǟǾȽ ǠǦɆȹȿȀǪȮȱ.

ƕǐǆǋƥƗǀǁǕƐ ƕǄƣƢǁƐ ǃǋǊƻǄ:üǋǓƐ ƒǂƯǄǁƐ

ɋǟ ǦȵǼƪǟ ƎǪȞǩǿǼȎƫǟ ɄȽ ǦɆȹȿȀǪȮȱ ȿ ǦȮǤȊȱǟ Ǝȝ ǧɎȝǠȦǪȲȱ ɄȅǠȅɉǟ ƖȞǩ ȷǕ Ǣƶ Ɣȱǟ ǧǠɅɀȱȿɉǟ ȸȵ ɄȾȥ ǟǾƬȳǠȶǪȽɍǠǣ  ȸȵ

ǪȲȱ ǦǤȭǟɀƫǟ ǧǠȆȅǘƫǟ ȣȀȕɄǱɀȱɀȺȮǪȱǟ ǿɀȖ. 

ǦɆȹȿȀǪȮȱɋǟ ǦȵǼƪǟ ȤɅȀȞǩ :ȯȿɉǟ țȀȦȱǟ

 ɋǟ ǦȵǼƪǟ ȤɅȀȞǩ ȷǙǦȞɆǣ ǦɆȲȶȝ ɃǕ ȰɅɀǶǪȭ ǧǠɆȲȶȞȱǟ ȸȵ Ǧȝɀȶƭ Ž ǯǿǼȺɅ ǦɆȹȿȀǪȮȱ Ǚ ȀȎȺȝ ȸȵ ȀǮȭǕ ɂȲȝ ɃɀǪƠ ǰǪȺȵ Ƃ

ǠȅǿǙ ȴǪɅ ȰȵǠȮǪȵ ȰȵǠȉ ÛǨȹȀǪȹɋǟ ǦȮǤȉ ȨɅȀȕ ȸȝ ȰɆȶȞȱǟ ƂǙ ȼȱȿǻɀǱȿ ɂȲȝ ǧǠȵǼƪǟ ƁǠȝ ǼȶǪȞɅ ȵɀȚȺȵ ȌǪơ ǦȲȵǠȮǪȵ Ǧ

ȿ ǰǪȺȵ ȰȮǣƫǟ ȻǾȽȿǽ ɃǿǠǲǪȱǟ ȜȶǪŎǟ ȸȵ ȷɀȮǪǩ ǦȵɀȚȺ Ǥƫǟ ǦȲȎȱǟȿ ǥȀȉǠ ǦȵǼƪǟ ɃɀȖȺǩ ǠȶȭÛǰǪȺƫǟ ȄȦȺǣ ǥȀȉǠǤȵ ƘȢȱǟ

ɋǟȲȝ ǦɆȹȿȀǪȮȱȿ ȰǝǠȅȿ Ǝȝ ǦȵǼǹ ƇǼȪǩ ɂǙ ǧǠȮǤȉȱȰǮȵ ǦɆȹȿȀǪȮ:ȹɋǟ ǧǠȮǤȉ ÛǨȹȀǪȹɋǟǨȹȀǪ.

ƪǟ ɃǻȿȂȵ ɂȲȝ ǦɆȹȿȀǪȮȱɋǟ ǦȵǼƪǟ ȳɀȾȦȵ ȀȎǪȪɅ ɍȿ ÛȔȪȥ ǧǠȵǼȿ ȸư ƙȞȹǠȎȱǟ ȰǤȩ ȸȵ ǦȵǼȪƫǟ ǧǠȵǼƪǟ ǠȒɅǕ ȰȶȊɅ ǠƴǙ

 ǥǻɀǱ ɂȲȝ ȴȾǵǠƱ ǼȶǪȞɅȴȾǝɎȶȞȱ ǧǠȵǼǹ ȸȵ ȼȹɀȵǼȪɅ Ǡȵ ȿǠȅɉǟ ǟǾȽ ɂȲȝǚȥ ȃǦȵǼƪǟ ȳɀȾȦȵ ȷ  ɂȲȝ Ƃȿɉǟ ǦǱǿǼȱǠǣ ȂȭȀɅ

ȰɆȶȞȱǟ.1

 ȸȵ ǠȩɎȖȹǟȳǠȶǪȽɍǟ ɋǟ ǦȵǼƪǠǣ ǼɅǟȂǪƫǟǦɆȹȿȀǪȮȱ ȿŏ ȋǠƪǟ ȳɀȾȦƫǟ ǒɀȊȹȉ Ž Ǡȿ ǧǠȝǠȺȎȱǟ Ɠǚȥ ǧǠȝǠȖȪȱǟ ɃǿȿȀȒȱǟ ȸȵ ȷ

ɂȲȝ ǒɀȒȱǟ ȔɆȲȆǩ ȿ ǧǠȦɅȀȞǩ ȐȞǣɋǟ ǦȵǼƪǟ ƘșǠȺȵǦȲɆȲȪȱǟ ǦɆȑǠƫǟ ǧǟɀȺȆȱǟ ȯɎǹ ǧȁȀǣ Ɣȱǟ ǦɆȹȿȀǪȮȱ.

ɋǟ ǦȵǼƪǟ ȷǙ ǠɆǱɀȱɀȺȮǩ ɂȲȝ ǦȶǝǠȪȱǟ ǧǠȵǼƪǟ ȜɆƤ ȸȶȒǪǩ ǦɆȹȿȀǪȮȱɋǟ ǦȮǤȊȱǟ Ǝȝ ǦǵǠǪƫǟ ǧǠȵɀȲȞƫǟ ǠȒɅǕ ɄȾȥ ǦɆȹȿȀǪȮȱ

ǟ ɂȲȝ ȰȶǪȊǩǦɆȱǠǪȱǟ Ǣȹǟɀƨ:2

- ǦȵǼƪǟ ǰǪȺȵ. 

- ǦȵǼƪǟ ǦǞɆǣ.

- ǦȵǼƪǟ ȰɆȍɀǩ ȿǕ ƇǼȪǩ.

    ȿȺȍ ǦȶȚȺƫ ǠȞǣǠǩ Ȭȱǽ ȷǠȭ ǒǟɀȅ ȯǠȶȝǕ ȰȮȊǩ ǫɎǮȱǟ ǧǠɆȲȶȞȱǟ ȻǾȽ ǦȦȆȲȦȱǠȥ ÛȰȵǠȮȱǠǣ ǦȵǼǹ ǻȿȂȵ ȿǕ ǦɆȞȲȅ ǦɆȝǠ

ɋǟ ǦȵǼǺȲȱ ǦɆȅǠȅɉǟ ȴȾɆȲȝ ȣȀȞǪȱǟ ȯɎǹ ȸȵ ǒɎȶȞȱǟ ɂȲȝ ȂɆȭȀǪȱǟ Ž ȸȶȮǩ ǦɆȹȿȀǪȮȱȸȝ  ȨɆǭȿ ȰȮȊǣ ȴȾȞȵ ȰȝǠȦǪȱǟȿ ǢǮȭ

ȿ ȧǟɀȅɉǟ ȜɆȅɀǩ ƃǠǪȱǠǣȿ ȴőǠǱǠǵ ǦɆǤȲǩ ȣǼŏ ȬȱǽȿǻǟȀɅɋǟ ȴɆȚȞǩ.

1-  ÛǼȵǠǵ ǼȶƮ ǼȺȽ)2003( ÛɄǵǠɆȆȱǟ ȯǠŎǟ Ž ǦɆȱȿǼȱǟ ǥǿǠǲǪȱǟ¡ÛȷǟɀȲǵ ǦȞȵǠǱ   ÛȀȎȵȋ:151.

.[116-115] :ȋ ȋ ÛȷǠȶȝ ÛȜɅȁɀǪȱǟȿ ȀȊȺȲȱ ǦɆȶȲȞȱǟ ɃǿȿȁǠɆȱǟ ǿǟǻ ÛƆȿȀǪȮȱɋǟ ȨɅɀȆǪȱǟ ¡(2002) ÛȧɎȞȱǟ ƘȊǣ -2
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ǦɆȹȿȀǪȮȱɍǟ ǦȵǼƪǟ ǴȑɀɅ ƃǠǪȱǟ ȰȮȊȱǟ ȿ:

ȴȩǿ ȰȮȉ)13(

e-service includes-businesses-commerce

ǿǼȎƫǟ:ǼȵǠǵ ǼȺȽ ǼȶƮ¡ȨǣǠȅ ǿǼȎȵÛ ȋ:151.

 ɋǟ ǦȵǼƪǟ ȤɅȀȞǩ ȸȮƹ ȳɀȶȞȱǟ ɂȲȝȿ ÛǧǻǼȞǩ ǦɆȹȿȀǪȮȱɋǟ ǦȵǼƪǟ ȴɆȽǠȦȵ ȷǚȥ ǟǾȽ ƂǙ ǦȥǠȑɋǠǣǠŒǕ ɂȲȝ ǦɆȹȿȀǪȮȱ:" Ƙȡ ǦȵǼǹ

ɀȶȲȵɋǟ ǧǟǒǟȀǱɋǟ ȸȵ ǦȝɀȶŎ ǠȪȥȿ ǦȅɀȲȖƫǟ ǦȵǼƪǟ ɂȲȝ ǦɅǠȾȺȱǟ Ž ȰȎǶǪɅ Ɠǵ ǢɆǩȀǪȱǠǣ ȬȲȾǪȆƫǟ Ǡŏ ȳɀȪɅ ǦɆȹȿȀǪȮȱǦǣ.12

ǠŒǕ ɂȲȝ ǨȥȀȝ Ǡȶȭ": Ǣƶ ȧǿǠȦȱǟ ǟǾȽȿ ǦȮǤȊȱǟ ɂȲȝ ǦȵǼǹ ȼȹǕ ɀȽ ɄȅǠȅǕ ȧǿǠȥ Ȝȵ ǦɅǼɆȲȪǪȱǟ ǧǠȵǼƪǟ ȷǠȉ ǠŒǠȉ ǦȵǼǹ ɄȽ

 Ž ȳǠȪǩ Ɣȱǟ ÛǥǻǼȞǪƫǟ ȔǝǠȅɀȱǟ ȿǕ ǦȪǝǠȦȱǟ ǦȝȀȆȱǟȿ ȨɆǤȖǪȱǟ ǧǠɆƭȀǣȿ ǨȹȀǪȹɋǟ Ǧȱɀȶȝ Ž ǒǟɀȅ ǨȹȀǪȹɋǟ ǠɅǟȂȵ ǒɀȑ Ž ȴȾȦɅ ȷǕ

ǦɆȹȿȀǪȮȱɋǟ ǦȵǼƪǟ ǠȽǿǠȕǙ".³3

1 -Adrian pocoonicu, lorena batagan, (2009), e,service quality managements, the European conference of information management, and

valuation montpellier, France , p :375
2- ÛȴƱ ǻɀǤȝ ȴƱ)2008(¡ ǦɆȹȿȀǪȮȱɋǟ ǥǻɀƨǟÛ  ÛȜɅȁɀǪȱǟȿ ȀȊȺȲȱ ǦɆȶȲȞȱǟ ɃǿȿȁǠɆȱǟ ǿǟǻȋ ÛȷǠȶȝ:205.

 ǦȵǼƪǟ

ɋǟǦɆȹȿȀǪȮȱ  

E-services

Ǖ ǦɆȹȿȀǪȮȱǙ ȯǠȶȝ

e-business

ɋǟ ǥǿǠǲǪȱǟ ǦɆȹȿȀǪȮȱ

e-commerce
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ǦɆȹȿȀǪȮȱɍǟ ǧǠȵǼƪǟ ǳǠƱ ǡǠǤȅǕ :ƆǠǮȱǟ țȀȦȱǟ

 ȷǙǻǠȶǪȝɍǟ ɋǟ ɂȲȝ ǠȾɆȱǙ ȧȀȖǪȹ ȣɀȅ ǦȵǼƪǟ ȻǾȽ ǳǠƱ Ƃǟ ǧǻǕ Ɣȱǟ ǡǠǤȅɉǟ ȸȵ ǼɅǼȞȱǟ ȼȱ ǦȵǼƪǟ ƇǼȪǩ Ž ǨȹȀǪȹȲɅ ǠȶɆȥɄ.1

ɋǟ ǧǠȵǼƪǟ ȷǕ ȼɆȥ Ȭȉ ɍ ǠưƠ Ɣȱǟ ǦɆȹȿȀǪȮȱ ÛǦȞȩǟȿ ǦȪɆȪǵ ǧǿǠȍ ȰɆȶȞȱǟ Ǡȑǿ ȨȪ ǢɅɀȱǟ ȯɎǹ ȸȶȥȿɁȀǹɉǟ ǧǠȮǤȊȱǟ Û

ȾȆǣ ȻǠȢǪǤȵ ɂȲȝ ȯɀȎƩǟ ȰɆȶȞȱǟ ȷǠȮȵǚǣ ǿǠȍȿ ƙǪɆȽǠȺǪȵ ǦȝȀȅȿ ǦȱɀǕ ȤɆȱǠȮǪǣȲȝ ȰȎƷ Ǡƞ ǦȹǿǠȪȵ Ȱȩ ǦȅɀȶȲƫǟ ǦɅǻǠƫǟ ǦǞɆǤȱǟ Ž ȼɆ

ȿǩȿ ǫǠƜɉǟ ƘȆǙ ǦǮɅǼƩǟ ǧǠȅǟǿǼȱǟ ǿɀȖǩ ȯɀȎǵ ƂǠȅǕ Ž ƘǤȭȿ ǦɆȹȿȀǪȮȱɋǟ ǧǠȵǼƪǟ ƇǼȪǩ ǢɆȱȿ ÛǠȾȪɅɀȆǩ Ɣȱǟ ǧǠǵǠǲȺȱǟ Ǡȵ

ǠŎǟ ǟǾȽ Ž ǠȾǪȪȪǵǎɍǙ ȯ ɆȱǼȱǟȿ Ȱȱǟȿ ǦɆȹȿȀǪȮȱɋǟ ǧǠȵǼƪǟ ǦȝǠȺȍ ǿǠȽǻȁǟȿ ɄȵǠȺǩ ɂȲȝ Ǵȑǟɀȱǟ ȷǠȽƎǕ ȸȵ ǧǠǵǠǲȺȱǟ ȻǾȽ ȁȀǣ

ȯǠǮƫǟ ȰɆǤȅ ɂȲȝ:

-Ȗǣ ǧǠȭȀȉ ǧǿǠȍǝɎȶȞȱ ȯǠŎǟ ǴɆǪǩ ȷǠȶǪǝɍǟ ǧǠȩǠǢȲȖȱ ȳǼȪǪȱǠǣ ǠȾ  ÛȀȉǠǤƫǟ ɃǿɀȦȱǟ Ȕƪǟ ɂȲȝ ȏȿȀȪȱǟ ǧǕǼǣ Ǡȶȭ

ȪǪǣ ƁǠȞȱǟ ȯɀǵ ȣǿǠȎƫǟǼǹ ȸȵ ǼɅǼȞȱǟ ƇǼǚǣ ÛǠɆȹȿȀǪȮȱǙ ǦɆȥȀȎƫǟ ǠőǠȵȿ ƃɇǟ ȣǟȀȎȱǟ ȳǟǼǺǪȅȹȀǪȹɋǟǨ ÛȿɁȀǹɉǟ ǧǠȮǤȊȱǟ .

- ǿǟǻǙ ȨǝǟȀȕ ȿ ǢɆȱǠȅǕ Ž ǦɅȀȽɀǱ ǧɍɀƠ ȀȦȆȱǟ ǦȝǠȺȍ ǼȾȊǩ ÛǠȾǝɎȶȝ Ȝȵ ȰȵǠȞǪȱǟ ȿ ǠőǠȕǠȊȹ ǥ Ȝȩǟɀƫǟ ǨǶǤȍǕ ǬɆǵ

 ǧǠȭȀȊȲȱ ǦɆȮǤȊȱǟ ÛǢɅɀȱǟ Ǝȝ ȀȊǪȺǩ ȀȦȆȱǟ ǧɍǠȭȿ ȿȿȺȱǟ ȸȵ ǼɅǼȞȱǟ ȯɀƠ ǧǠȕǠȊ ƁǠȞȱǟ ƂǙɄȑǟȀǪȥɍǟ Ǖ ǼȞǣȱ ɄȪǣ ȷ ǧǟɀȺȆ

ǦɅǻǠƫǟ ǦǞɆǤȱǟ ȄɆǤǵ ǦȲɅɀȕ.

 Ǚ ǦȥǠȑɋǠǣ ȿǠƬǟ ǻǟǼȝɉǟ Ƃȿ ÛǦȲǝǠƬǟ ǦɆȮǤȊȱǟ Ȝȩǟɀƫǟ ȸȵ ǦȲǝȩǼȺȦȱǟ ȰȅɎȆȱǟ ȿ ȷǟƘȖȱǟ ǧǠȭȀȉ ǧǕǼǣ ǧǟȁɀǲǵ ȴȚȹ ȳǼǺǪȆǩ ǦɆ

ÛǠƬ ǦȞǣǠǩ  ȿǟ ɂȲȝ ǒɎȶȞȱǟ Ȝȵ ȰȝǠȦǪǩ ȴȚȹ ɄȽȿ ǥǒǠȦȮǣ ȀȉǠǤƫǟ ɃǿɀȦȱǟ ȔƪȱǠȞȥƙǪɆȱǠȝ ǦɆ.

-  ȐȞǣ ǿǠȍɆȮȲȅɎȱǟȿ ǦɆȮȲȆȱǟ ǧɍǠȎǩɍǟ ǧǠȵǼǹ ɃǻȿȂȵǦ ǶȲȱ ǒɎȶȞȲȱ ȯǠŎǟ ǴɆǪɅ ǥȀȉǠǤȵ Ȕƪǟ ɂȲȝ ǧǠȵǼǹ ɂȲȝ ȯɀȎ

Ǚ ȯɀȍɀȱǟ ȿ ɄȪɆȪƩǟ Ǩȩɀȱǟ ŽȿȴőǠǣǠȆǵ ȯɀǵ ǧǠȵɀȲȞȵ Ƃ.

- Ɏȶȝ ȰɅɀƠ ǿǠȶȒȵ Ž ǥȀȽǠǣ ǧǠǵǠƱ ȨɆȪǶǪȱ ȳɀɆȱǟ ȣǿǠȎƫǟ ȨǣǠȆǪǩȪǪȱǟ ǦȥȀȎȱǟ ǿǠȶȒȵ ȸȵ ǠőǙ ǦɅǼɆȲȎȱǟ ǧǟǒǠȒȥ Ƃ ǦȥƘ

ɋǟǦȱǠȞȦȱǟ ǦɆȹȿȀǪȮȱ.

- Ǽǹ ȸȝ ƙǮǵǠǤȱǟ ǒɎȶȞȱǟ ǼɅȿȂǩ ȳǠȾȵ ǦȭȀȉ ƂɀǪǩ ǒǟȀȉ ȏȿȀȩȿ ȷǠȮȅɋǟ ȏȿȀȩȿ ȸȽȀȱǟ ȰǮȵ ȏȿȀȪȱǟ ȸȵ ǦȺɆȞȵ ǧǠȵ

 ÛǧǟǿǠɆȆȱǟǠȵɀȲȞƞȿ ÛȀȉǠǤƫǟ ɃǿɀȦȱǟ Ȕƪǟ ɂȲȝ ǦɆȥǟȿ ǧȻǾȽ ȏȿȀȪȱǟ ǧǠȕǠȊȹ ȀɅǼǩ Ǚ ȸȵ ǨȺȮƢ ȷǕ ǼȞǣ ǠȾȆȦȺǣǟȀǣ  ȳȪȝ ǻɀ

 ÛǦȩɀȵȀȵ ǦɆȱǠȵ ǧǠȆȅǘȵ Ȝȵ ǦȭǟȀȉ ǦɆȱǠƫǟ ǧǠȆȅǘȶȲȱ ǠƬɎǹ ȸȵ ǴɆǪǩ ǠɆǱɀȱɀȺȮǩ ǦȎȺȵ ǦȭȀȊȱǟ ȻǾȽ Ȁȥɀǩ Ȭȱǽ ɂȲȝ ǥȿɎȝ

ɀǩȿ ǠȾǝǠƧǖǣ ǧǠȵǼǹ ȸȵ ǠȾɅǼȱ ǠȽƘȥȤɆȲȆǪȱǟ ǧǠȵǼǹ ȌǹɉǠǣ.

- ƓǵǨȹȀǪȹɋǟ ǧǠȮǤȉ ȳǼǺǪȆǩ ǧǿǠȍ ǧǠɆȦȊǪȆƫǟ  ǦɆǵǟȀƨǟ ǧǠɆȲȶȞȱǟ ǒǟȀǱǙȿ ǦɆǤȖȱǟ ǧǟǿǠȊǪȅɋǟ ȏǟȀȡɉ ǼȪȝȿ ÛǼȞǣ ȸȝ

ǟǾȭȿ ÛɀɅǼɆȦȱǠǣ ǧǟȀƢǘƫǟ ƁǠȞȱǟ ǧǠȞȵǠǱ ȸȵ ǻǼȞȱ ǦǤȆȺȱǠǣ ȯǠƩǟɋǟ ȴɆȲȞǪȱǟ ǕǼǣ ǬɆǵ ÛǼȞǣ ȸȝ ǦɆȶɆȲȞǩ ǰȵǟȀǣ  ƇǼȪǪȱ  ƆȿȀǪȮȱ

ȵ ǾǹǖɅ ȸɅǻǠǤ ɎȶȮȵ ǴǤȎɆȱ ǦȞȅǟȿȿɃǼɆȲȪǪȱǟ ȴɆȲȞǪȱǟ  ȸȝ ɎɅǼǣ ǠȹǠɆǵǕ.

 ǙȪǩ ǥǿȿȀȒȱǟ ȷǟɀȝ ȸȶȒǪǩ Ɣȱǟȿ ǳǠǲȺȱǟ Ȱȵǟɀȝ ȸȵ ȐȞǣ ȌɆǺȊǩ ɄȒǪȿ ǿǟȀȍɋǟȿ ȘƩǟ ȰǮȵ ȰȵǿǼȪȱǟ ȳǠȚȹ ǒǠȺǣ ɂȲȝ ǥ

Ǖ ƂǙ ÛǥȀȪǪȆȵ ǠɆǱɀȱɀȺȮǩȽǕ ȸȵ Ǽǵǟȿ ȷȿ ÛȰɆȶȞȱǟ ƂǙ ɄȢȎǩ ǧǠȆȅǘƫǟ ȐȞǣ ǳǠƱ ǡǠǤȅǕ ȴ ȜȩǟɀȱǟȷǕ  ǨȪȪǵ Ɣȱǟ ǧǠȆȅǘƫǟ

ȭ ǧǠǵǠƱɋǟ ǧǠȵǼƪǟ ȨɅɀȆǩ ȯǠƭ Ž ǥƘǤȱȿ ȰɆȶȞȲȱ ǦȾǱɀȵ ȔȪȥ ǨȆɆȱ ǦɆȹȿȀǪȮǤȩ ȸȵ ǥƘȆȵ ǠȒɅǕ ɄȽ ǠƴǙǕ ǬɆǵ ȸȵ ȼȲ ǠŒ

ȿ ȼȱ ɄȢȎǩȼǩǠǱǠɆǪǵǟ ȜǣǠǪǩ ȿ ȿ ǦɆȪɆȪƩǟ ȼǩǠǤȡǿȿ ǠőǠȅǠȪƫ ǠȪȥȿ ǠőǠȵǼǹ țǠǤȉǙ ǥǼȽǠǱ ȯȿǠƠȿ ȼǩǠǤȡǿ ǧǠɅɀǪȆȵ ɂȲȝǕ ȷǠȶȑ

 ÛȻǠȑǿȿ ǼɆȭǖǪȱǠǣ ȯɀȪȱǟ ȸȮƹ ȿ ȰȮǣǖǣ ǦȪǭǦǶǱǠȺȱǟ ǧǠȶȚȺƫǟ ȷ ȿ ȼǪɆǱɀȱɀȮɆȅȿ ȰɆȶȞȲȱ ǦɆȅǠȅɉǟ ǧǠǱǠƩǟ ȴȾȦǩ ǟǾȽ ȨǤȖǩ

ƫǟȾȦɀƴ ȰǵǟȀȵ ȸȵ ǦȲǵȀȵ Ȱȭ Ž ȳǠȽɀ.

1
- Adrian pocoonicu, op-cit, p : 176.
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 Ǖ Ȝȩǟɀȱǟȿǟ ǦɆǤȲǩ ȿ ǒɎȶȞȲȱ ǒǠȢȍɋǟ ǥȀȮȥ ȷ ǦɆȥǟȀǪǵɍǟ ǦɆȪɅɀȆǪȱǟ ǦȶȚȺƫǟ ǥȀȽɀǱ ɄȾȥ ÛǠȩɎȕǙ ǥǼɅǼƨǠǣ ǨȆɆȱ ǠőǠǱǠɆǪǵ

 ÛǦȖǤȒȺƫǟ ɍǙȷǕ Ǿȱǟ ɃǼǶǪȱǟǾȽ ȷɉ ƎȭǕ ǦɆȹȿȀǪȮȱɋǟ ǦȵǼƪǟ ȼǱǟɀɅ Ƀǟ ǟȺȱȝǟǼǣǙ ȿ ǟǿǠȮǪǣǟ ǼȞɅ ȰȶȞȱǟ ȸȵ țɀȿ Ǡ ɂȲȝ ǟǻǼǲǪȵ

ȳǟȿǼȱǟ.

ǦɆȹȿȀǪȮȱɋǟ ǧǠȵǼƪǟ ǧǠȪɆǤȖǩ :ǬȱǠǮȱǟ țȀȦȱǟ

ȿ ǻǠȎǪȩɍǟ ǿǠȶȒȵ Ž ǦɆȹȿȀǪȮȱɋǟ ǧǠȵǼƪǟ țǠȖȩ ǦɆƵɉ ȀȚȺȱǠǣɀȾȊƫǟ Ȼǿȿǻ ÛȼȲɆȞȦǩ ȿ ǻǠȎǪȩɍǟ ǟǾȽ ȴȝǻ Ž ǻ ȸȵ ȻǠȹǼǱȿ ǼȪȥ

Ǫȱǟ ɃǿȿȀȒȱǟɋǟ ǥǿǠǲǪȱǟ ȿ ƆȿȀǪȮȱɋǟ ȴȲȞǪȱǟ ɂȲȝ ȂɆȭȀǪȱǟ ǠȹǿȀȩ ǬɆǵ ÛǦɆȹȿȀǪȮȱɋǟ ǧǠȵǼƪǟ ǧǠȪɆǤȖǩ ȐȞǣ ɂȲȝ ȂɆȭȀɆȹȿȀǪȮȱ Ǧ

ǠȝǠǤǩ ǠȶȾɆȲȝ ǒɀȒȱǟ ȔɆȲȆǪǣ ȳɀȪȺȅ ǬɆǵ.

ƆȿȀǪȮȱɋǟ ȴȲȞǪȱǟ :ɍȿǕ

 ɋǟ ȴȲȞǪȱǟ ǴȲȖȎȵ źǖɅ ǦȦȲǪƯ ȯǠȮȉǖǣ ƆȿȀǪȮȱɋǟ ǦȢȲȱǟ ŽȺȵ ǦɅȂɆȲƱȿ ǠȾ ȴȲȞǪȱǟ ȳɀȾȦȵ ȷǚȥ ÛǴȲȖȎƫǟ ǦǣǠǪȭ ȰȮȉ ȷǠȭ ǠȶȾȵ

ɋǟȿ ȻǻǠȞǣǕȿ ȻȀȽɀǱ Ž ƆȿȀǪȮȱƗȞɅ ȼȺɆȵǠȒȵ: " ɃǼɆȲȪǪȱǟ ȴɆȲȞǪȱǟ ȰɅɀƠ ǦɆȲȶȝ)ǠȾǱȿ ȼǱɀȱ( ȳǟǼǺǪȅɎȱ Ʉȶȩǿ ȰȮȉ ƂǙ  ȸȝ

ǼȞǣ".

ȿ ȫǠȺȽ ɋǟ ȴȲȞǪȱǟ ȷǕ ɁȀɅ ȸȵ ƙǮǵǠǤȱǟ ȸȵɀȽ ƆȿȀǪȮȱ: "Ɣȱǟ ǦɆȶɆȲȞǪȱǟ ȰǝǠȅɀȱǟ ǼǵǕ ǧǠɆȺȪǩ ɂȲȝ ǼȶǪȞǩ ǧɍǠȎǩɍǟ  ǦɆȹȿȀǪȮȱɋǟ

ȿǦȅǟǿǼȱǟ ǧǠȝǠȩ ǯǿǠǹ ȷȿȀȊǪȺɅ ȸɅǾȲȱ ǦȥȀȞƫǟ ǦǵǠǩɋ ǦɆǩǟǾȱǟ ǦȵǼƪǟ ǧǠɆȺȪǩ."  

 ǟ ȴȲȞǪȲȱ ǧǠȦɅȀȞǩ ǼǱɀǩ Ǡȶȭɋǟ ȴȲȞǪȱǠȥ ÛȼǩǠɅɀǪȆȵ ƂǙ ǼȺǪȆǩ ƆȿȀǪȮȱɋ ƙȅǿǼƫǟ ȿ ǦǤȲȖȱǟ ȜɆƤ ȷǕ ƗȞɅ ȸȵǟȂǪƫǟ ƆȿȀǪȮȱ

 Ǡȵ ȀȉǠǤƫǟ ɃǿɀȦȱǟ Ȕƪǟ ɂȲȝ ǦȥȀȞƫǟ ȷɀȱǻǠǤǪɅȿ ȷɀȪȲǪɆȱ ǠȪǤȆȵ ǻǼƮ Ɨȵȁ ȯȿǼǱ Ȩȥȿȿ ǠǤɅȀȪǩ Ǽǵǟȿ Ǩȩȿ Ž ǠȞȵ ȷɀȲȍǟɀǪɅ

ȴȲȞǪȱǟ ǦɆȲȶȝ ȸȵ ȰȾȆɅ.  

   ɋǟ ȴȲȞǪȱǟ ǠȵǕȂǪƫǟ Ƙȡ ƆȿȀǪȮȱɀȾȥ ȸȵǟ ǚǣ ȷɀȅǿǟǼȱǟ ȳɀȪɅ ǬɆǵ ƆȿȀǪȮȱɋǟ ȴȲȞǪȲȱ ɃǼɆȲȪǪȱǟ ƖȞƫǟ ɄȖȞɅ ǦɆȅǟǿǼȱǟ ȴȾȵǠȾȵ ȁǠƱ

Ǩȩɀȱǟ Žȿ źǟǽ ȰȮȊǣ  ÛǨȹȀǪȹɋǟ ȿǕ ǦƭǼƫǟ ȋǟȀȩɉǟ ɂȲȝ ǻǠȶǪȝɍǠǣ Ȭȱǽȿ ȴȾȶǝɎɅ ɃǾȱǟɎǹǟǼƫǟ ȸȵ țɀȹ ȰȎƷ Ǽȩȿǧ  Ȝȵ

 ǧǠǵɀȱ ȯɎǹ ȸȵ ƙȅǿǼƫǟǪȮȱɋǟ ǼɅƎȱǟȿ ǦȮǤȊȱǟ ɂȲȝ ǧǠȹɎȝɋǟǕ ÛƆȿȀȰȮȊǣ ȷɀȮɅ Ǽȩ ȿ  ƂǙ ȔǣǟȿȀȱǠǣ ǻȿȂȵ ȿ ȰȵǠȮȱǠǣ źǟǽ

Ȫǵ ȃǿǼȵ ȸȝ ɍǼǣ ȜǱǟȀƫǟɄȪɆ.1

.[347-346] :ȋ ÛȷǠȶȝ ÛȜɅȁɀǪȱǟ ȿ ȀȊȺȲȱ ǦɆȶȲȞȱǟ ɃǿȿȁǠɆȱǟ ǿǟǻ ÛǥȀȍǠȞƫǟ ǠȶőǠȪɆǤȖǩȿ ǦɆȹȿȀǪȮȱɋǟ ǥǿǟǻɋǟȿ ǦȥȀȞƫǟ ¡(2011) ÛɃǻǟɀȱǟ ǻɀȶƮ ȯɎǣÛɃǻǟɀȱǟ ƙȆǵ ǻɀȶƮ -1
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  ȭǾȹȀ  ŽǼƨǟɃǼɆȲȪǪȱǟ ȴȲȞǪȱǠǣ ǦȹǿǠȪȵ ƆȿȀǪȮȱɋǟ ȴȲȞǪȱǟ ǧǠɆȍǠǹ ȁȀǣǕ ƃǠǪȱǟ ȯȿ.  

 ȴȩǿ ȯȿǼǱ)6(

ɃǼɆȲȪǪȱǟ ȴȲȞǪȱǠǣ ƆȿȀǪȮȱɋǟ ȴȲȞǪȱǟ ǦȹǿǠȪȵ   

 ȀȎȺȞȱǟ  ɋǟ ȴɆȲȞǪȱǟƆȿȀǪȮȱ  ɃǼɆȲȪǪȱǟ  ȴɆȲȞǪȱǟ  

- ǟ ǦɆȶȲȞȱǟ ǥǻǠƫ)ȿ ɁɀǪǂǟ ǬɆǵ ȸȵ ȴɆȶȎǪȱǟ

 ȏȀȞȱǟ ǡɀȲȅǕ ȿ(  

- ǦɆȺȡ ȿ ǦȩɀȊȵ ȿ ǦȺȪǪȵ  - ǦɆȖƴ ȿ ǥǻǼƮ ȿ ǦɅǼɆȲȪǩ  

- ȯɀȍɀȱǟ  - ɄȪɆȪƩǟ Ǩȩɀȱǟ Žȿ ǦȝǠȆȱǟ ǿǟǼȵ ɂȲȝ- ǻȿǼƮ  

- ǥǻɀƨǟ  - ǦǪǣǠǭ  - ǦǩȿǠȦǪȵ  

- ǰǝǠǪȺȱǟ ȃǠɆȩ  - ɄǝǠȪȲǩ  - ǢȞȍ  

- ȞƫǠǣ ȗǠȦǪǵɍǟǧǠȵɀȲ  -  ȯǠȝ  - ǧȿǠȦǪȵ  

- ǦɆǤȆȺȱǟ ǦȦȲȮȱǟ  -   ǦȒȦǺȺȵ  - ǦɆȱǠȝ  

- ǠȑȀȱǟ  - ǢȱǠȢȱǟ Ž ȯǠȝ  - ǧȿǠȦǪȵ  

- ǦȶǝɎƫǟ  - ǟǼǱ ǦɆȱǠȝ  -ǦǩȿǠȦǪȵ  

- ǦȹȿȀƫǟ  - ǟǼǱ ǦɆȱǠȝ  -ǥǼɆȪȵ  

- ȄȦȺȱǟ ɂȲȝ ǻǠȶǪȝɍǟ  -  ǟǼǱ ȯǠȝ  - ǻȿǼƮ  

- ǿǟɀƩǟ ȧǠȖȹ  -  Ɔɀȭ  - ɄȶɆȲȩǙ ɄȲƮ  

- țǟǼǣɋǟ ȋȀȥ  - ǦɆȱǠȝ   - ǦǩȿǠȦǪȵ  

 ǿǼȎƫǟ :ȨǣǠȅ ȜǱȀȵ ÛɃǻǟɀȱǟ ǻɀȶƮ ȯɎǣ ÛɃǻǟɀȱǟ ƙȆǵ ǻɀȶƮ ȋ Û:]343-346[.

   ȿ ȴɆȆƨǟ ǖȖƪǟȿ ǧɍǠȪƫǟȿ ǢǪȮȱǟ ȰɅɀƠ ǻȀƭ ƗȞɅ ƆȿȀǪȮȱɋǟ ȴȲȞǪȱǟ ȷǖǣ ǻǠȪǪȝɍǟȀȑǠǂǟ ƂǙ ɄȞȩǟɀȱǟ ƁǠȞȱǟ ȸȵ ǦɅǼɆȲȪǪȱǟ ǧǟ

ǧɍǠȎǩɍǟ ȯɎǹ ȸȵ ɄȑǟȀǪȥɍǟ ƁǠȞȱǟ ǦɆȶȩȀȱǟ.  

   Ǚ ǦɆȵǟȀȱǟ ǦɆȱǠƩǟ ǻɀȾƨǠȥƂȿ ǧǠɆȹȿȀǪȮȱɋǟ ȯɎǹ ȸȵ ǒǠȒȦȱǟȿ Ǩȩɀȱǟ Ǝȝ ȴȲȞǪȱǟ ȧǠȖȹ ȜɆȅɀǩ Ƣ ɍ ǧǠȮǤȊȱǟ ȴɆȲȞǪȱǟ Ž ǥǿɀǭ ȰǮ

ȿȱǟ ȸȵ ȸȮư ǻǼȝ Ǝȭɉ ȴȲȞǪȱǟ ȋȀȥ ƘȥɀǪȱ ǠɆǱɀȱɀȺȮǪȱǟ ǿǠƣ Ɨƨ ǦȱȿǠƮ ȸȝ ǥǿǠǤȝ ɄȽ ǠƴǙȿ ƙǤȡǟȀȴȲȞǪȱǟ Ž ƙǤȡǟȀȱǟ Ƙȡ.1

1- ȋ ȋ ÛȨǣǠȅ ȜǱȀȵ Û ȧɎȞȱǟ ƘȊǣ :]127-130[.
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 ǠɆȹǠǭ : ǦɆȹȿȀǪȮȱɍǟ ǥǿǠǲǪȱǟ:

ǟɀȱǟ Ž ǧǻǼȞǩȿ ÛǦɆȹȿȀǪȮȱɋǟ ǥǿǠǲǪȱǟ ǧǠȦɅȀȞǩ ȜȩǦɅǗȀȱǟ ǢȆǵ Ȭȱǽ ȿ ÛȤɅȀȞǪȱǠǣ ȰǝǠȪȲȱ ǦɆȎǺȊȱǟ ȀȍǠȺȞȱǟ ȿǕ ȀȎȺȞȱǟ ǢȆǵ

ȂȮǩȀɅ Ɣȱǟ ǠȾȺȵ ȐȞǣ Ȁȭǽ ȸȮƹȿ ȤɅǿǠȞǪȱǟ ǧǻǼȞǩ ǟǾȱ ÛȻƘȡ ȷȿǻ ȤɅȀȞǩ ȿǕ ȳɀȾȦȵ ǠȾɆȲȝ:

ɋǟ ǥǿǠǲǪȱǟɄȽ ǦɆȹȿȀǪȮȱ " :Ǡȵ ǧǠȪȦȎǣ ȳǠɆȪȱǟǙ ȧȀȖǣ ǦɆȱ Ȝȵ ȿ ǦɆȹȿȀǪȮȱ ǥǿǠǲǪȱǟ ǨǶǤȍǕ ÛǨȹȀǪȹɍǟ ǦȮǤȉ Ž ǥǿǠǲǪȱǟ ǥǻǠɅȁ  

ɋǟȿȀǪȮȱÛǦȮǤȊȱǟ ȨɅȀȕ ȸȝ ǒǟȀȊȱǟ ƗȞǩ ǦɆȹ  ȸȮƹ ȿȿ ǻǟȀȥɉǟ ƙǣ ǦɆȹȿȀǪȮȱɋǟ ǥǿǠǲǪȱǟ ȴǪǩ ȷǕǧǠȭȀȊȱǟ ƙǣ".1

ɋǟ ǥǿǠǲǪȱǟ ƎǪȞǩȿǪɅ Ɣȱǟ ǦɅǿǠǲǪȱǟ ǧǠȪȦȎȱǟ ȯǠȮȉǕ ȸȵ ȰȮȉ ǦɆȹȿȀǪȮȱ ǠȾȥǟȀȕǕ ȰȎ)ǠǤȱǟ ɃȀǪȊƫǟ ȿ Ȝǝ (ǣ Ǝȝ ȐȞǤȱǟ ǠȾȒȞǤ

 ǦɆȱȿǼȱǟ ǧǠȵɀȲȞƫǟ ǧǠȮǤȉ"ɋǟǨȹȀǪȹ "ǟ ɂȲȝ ǒǟɀȅɋǟ ǥǿǠǲǪȱǟȿ ÛƃȿǼȱǟ ȿǕ ɄȲǂǟ ɁɀǪȆƫȱ ǦɆȹȿȀǪȮȱ ȋȀȥ ȸȝ ǦȵɀȲȞȵ ǨȆɆ

ȿ ǢȆǶȥ ǦɅǿǠƟȿ ǠȩǠȖȹ ȰȶȊǩ ǠƴǙǠȾȺȵ ǦɅǿǠǲǪȱǟ ǧǠȵɀȲȞƫǟ ȸȵ ǠȞȅǟ) :ǒǟȀȊȱǟ ȀȵǟȿǕȿ ȜɆǤȱǟ ȰǤȩ Ǡȵ ǧǠȵǼǹȿ ǰɅȿȀǪȱǟȿ ȨɅɀȆǪȱǟ 

ȿ ȰȪȺȱǟ ǧǠȵǼǹȿ ǦȹǠɆȎȱǟȿ ǰǪȺƫǟ ǧǠȵǼǹȿ ǻǟǼȆȱǟȿ ȴɆȲȆǪȱǟȿǠȽƘȡȿ ȠɅȀȦǪȱǟ( .2

 ȸȵȿ ǦɆȹȿȀǪȮȱɍǟ ǥǿǠǲǪȱǟ ȌǝǠȎǹȀȭǾȹ:

-ȆǪǩȿ ȜɅȀȆȱǟ ɀȶȺȱǟȿ ǿɀȖǪȱǠǣ ǦɆȹȿȀǪȮȱɍǟ ǥǿǠǲǪȱǟ ȴ Ž ǠȾǤɆȎȹ ǻǟǻȂɅ Ź ȸȵ ǿɀȖǩ ȴȽǠȆɅȿ ÛɄƫǠȞȱǟ ƃǠƤɋǟ ɄȲǂǟ ǰǩǠȺȱǟ

 ǨȹȀǪȹɋǟǟ ǟǾȽ Ž ɍǠȞȥ ǠȵǠȾȅǙȼɆȲȝ ǥǿǠǲǪȱǟ ȻǾȽ ǻǠȶǪȝɍ ǻǼȎȱ.3

-ǝǠȦȱǟ ǦȝȀȆȱǠǣ ǦɆȹȿȀǪȮȱɍǟ ǥǿǠǲǪȱǟ ȴȆǪǩȿ ǼȩǠȞǪȱǟ ǦȝȀȅ ɃǕ ÛǦȪȱǟ ǦȝȀȅ ɄȾȥ Ż ȸȵȿ ÛǧǠȪȦȎȱǟ ȸȵ ƘǮȮȱ ǦǤȆȺȱǠǣ ȴɆȲȆǪ

ȸȵȂȱǟ ȀȎȺȝ ȯȂǪơ.

-ƫǟ ȰȵǠȞǪȱǠǣ ǦɆȹȿȀǪȮȱɍǟ ǥǿǠǲǪȱǟ ȴȆǪǩǙ ǦǱǠƩǟ ȷȿǻ ǦɆȱȿǼȱǟ ǧɍǠȎǩɍǟ ǦȮǤȉ ɂȲȝ ƙȲȵǠȞǪƫǟ ƙǣ ȀȉǠǤȆɆɅ ǬȱǠǭ ȣȀȕ Ƃ Ȁ

ƙǩǿǟǻɋǟ ƙǣ ɄȩɎǪȱǟ ǧǟǒǟȀǱǙ.

- ǪȮȱɍǟ ǥǿǠǲǪȱǟ ȴȆǪǩ ǳǠǪɅǚǣ ǦɆȹȿȀ ȞǪȲȱ ǥƘǤȭ ǦȍȀȥ ȸɅȀȊȝȿ ȜǣǿǕ ǿǟǼȵ ɂȲȝ ǡȀȢȱǟȿ ȧȀȊȱǟ Ž ȧǟɀȅɉǟ ȤȲǪƯ Ž ȰȵǠ

ȿ ǨɆȩɀǪȱǟ Ž ȧȿȀȦȱǟ ȴȡȀǣ ÛǦȝǠȅȽ ȰǮƹ ÛƙȲȵǠȞǪƫǟ ɂȲȝ ǟƘǤȭ ǟƘɆȆǩ ǟǾǦɆȱǠƫǟ ȧǟɀȅɉǟ ǦȍǠǹ.

ȿǠȎƪǟ ȸȵȌǝ Ǖ ǥǿǠǲǪȱǟ ȸȵ țɀȺȱǟ ǟǾƬ ǥȂɆȶƫǟǪȝǟ ȋǠƪǟ ȓǠȊȺȱǟ ɂȲȝ ǼȶǪȞǩ ǠŒǕ ǻǠȮɅ ǟǻǠȶȳǠȶǪȽɍǟ ȷǠȭ ǟǾȱ ǠɆȲȭ ȷɀȮɅ ȷ 

ȿ țǠȖȪȱǟ ǟǾȽ ȜɆǲȊǪǣ ǠǣɀǶȎȵ Ǡŏ ǦɆȹɀȹǠȪȱǟ ȳȂƩǟ ȬɆȮȦǩȿ ȰǹǟǼȱǟ Ž ȼȕǠȊȹ ȧɀȦǩ Ǽȩ ƔȱǟǟǯǿǠƪ.4

1- ÛȨȱǠƪǟ ǼǤȝ ǼƥǕ)2008( ÛȞȱǟ ȿ ǦɆȹȿȀǪȮȱɍǟ ǥǿǠǲǪȱǟǦƫɀȋ ȋ ÛȀȎȵ ÛǦɅǿǟǻɋǟ ǦɆȶȺǪȲȱ ǦɆǣȀȞȱǟ ǦȶȚȺƫǟ Û :]30-31[.
2- ÛǦɆȹȿȀǪȮȱɍǟ ǥǿǠǲǪȱǟ)1999( ÛǦɆȱȿǼȱǟ ǥǿǠǲǪȱǟ ȔɆȊȺǪȱ ǦȱǠȞȥ ǦɆȱǓ ÛǦɅǿǼȺȮȅɋǟ ȬȺǣ Û) ǻǼȝ31 (ȋ Û:]27-28[.

3
- ÛȘȥǠƩǟ ǼǤȝ ǼȶƮ)2009( ÛǨȹȀǪȹɍǟ Ǝȝ ȨɅɀȆǪȱǟȋ ÛǦɅǿǼȺȮȅɋǟ ÛȀȊȺȱǟ ȿ ȜɅȁɀǪȲȱ ȀǲȦȱǟ ǿǟǻ Û:136.

4- ÛȃǿǠȥ ǻȿǼȆȵ ÛȯǠȶȭ ȨɅȁǿ)2002( ÛǿǠǲǪȱǟȿ ǦɆȹȿȀǪȮȱɍǟ ǥǠȽǻǠȶǪȝǟ ǥǿȿȀȑ ǦǮȱǠǮȱǟ ǦɆȦȱɉǟ ɂȲȝ ȀǝǟȂƨǟ Ž Ûȋ ÛǥǼɆȲǤȱǟ ǦȞȵǠǱ ÛȄȹǠȆɆȱ ǥǻǠȾȉ ȰɆȺȱ ǦȵǼȪȵ ǥǻǠȾȉ:6.



                              ƆǠǮȱǟ ȰȎȦȱǟ                                  ǦȲɆƫ ɄȞȵǠƨǟ ȂȭȀȶȲȱ ǦɆȹȿȀǪȮȱɍǟ ǦȵǼƪǟ ǥǻɀǱ ȃǠɆȩ

51

ƆǠǮȱǟ ǢȲȖƫǟ :ɋǟ ǦȵǼƪǟ ǥǻɀǱ ǦɆȹȿȀǪȮȱ

 ǟ ȯǠȶȝɉǟ ȷǙɋ ȯǠȶȝɉǟ Ž ǦȵǼȪƫǟ ǧǠȵǼƪǟ ǥǻɀǱ Ž ǿɀȖǪȱǟ ȷǠȥ ǟǾƬ ǦɅǼɆȲȪǩ ǧǠȵǼǹ ȯǠȶȝǕ ɄȽ ȀȽɀƨǟ ǬɆǵ ȸȵ ǦɆȹȿȀǪȮȱ

Ǫȱǟɋǟ ǧǠȵǼƪǟ ȴȾȥ ɂȲȝ ǼȝǠȆǩ ǦɅǼɆȲȪ ȼɆȲȝ ȨȲȖȹ Ǡȵ ȿǕ ǦɆȹȿȀǪȮȱ¼ ɋǟ ǧǠȵǼƪǟ ǥǻɀǱǦɆȹȿȀǪȮȱ ¬  

  ȯȿɉǟ țȀȦȱǟ :ɋǟ ǦȵǼƪǟ ǥǻɀǱ ȤɅȀȞǩ ǦɆȹȿȀǪȮȱ

 ȷǙ  Ž ȄȥǠȺǪȱǟ ǻǟǼǪȵǟȵǼƪǟ ǴȲȖȎȵ ǿɀȾș Ž ǠǤǤȅ ȷǠȭ ȯǠȶȝɉǟ ǦǞɆǣɋǟ ǧǠɋǟ ǦȵǼƪǟ ǥǻɀǱ ƙȆƠ ǴǤȍǕȿ ÛǦɆȹȿȀǪȮȱ ǦɆȹȿȀǪȮȱ

 ǧǠȵɀȲȞƫǟ ǠɆǱɀȱɀȺȮǩ Ž ǦɆȱǠǪǪƫǟ ǧǟǿɀȖǪȱǟ ǼȞǣ ǦȍǠǹ ɃǿȿȀȑ ǼǱ ȀȵǕ"ǨȹȀǪȹɍǟ"  ÛȋǠǹ ȰȮȊǣ ȯǠȶȝǕ ǦǞɆǣ ȸȵ ȼǩǼǱȿǕ Ǡȵ ȿǕ

ȵǠƢ ǦȦȲǪƯ ǦɆȑǟȀǪȥǟɋǠȥ ǦɅǼɆȲȪǪȱǟ ȯǠȶȝɉǟ ǦǞɆǣ ȸȝ ǠǨȹȀǪȹ  ÛȓǠȊȺȱǟ ǦȅǿǠȶƫ ǼɅǼǱ ɂǶȺȵ ǨȖȝǕ ǥǼɅǼǱ ǧǠǶȲȖȎȵ ǧȀȾșȿ

) ÛǦȺɆǲƬǟ ȿǕ ǦɆȑǟȀǪȥɍǟ ǧǠȆȅǘƫǟ ÛɄȑǟȀǪȥɍǟ ȄȥǠȺǪȱǟ ÛǦɆȑǟȀǪȥɍǟ ȴɆȪȱǟǦɆȹȿȀǪȮȱɍǟ ǥǿǠǲǪȱǟ..ƀǟ(  ɂȲȝ ǠȵǟȂȱǙ ȷǠȭ ǠȺȽ ȸȵ

 ǠɆȑǟȀǪȥǟ ǠȕǠȊȹ ȃǿǠƢ Ɣȱǟ ǧǠȆȅǘƫǟȷǕ  Ǝȝ ǥȀȉǠǤȵ ǠȾȵǼȪǩ Ɣȱǟ ǧǠȵǼǺȲȱ ǦɆƵǕ ɂȖȞǩȿȀǪȮȱɍǟ ȷɀǣȂȱǟ Ȝȵ ȰȵǠȞǪȱǠȥ ǦȮǤȊȱǟ Ɔ

ȿ ǥǻǼƮ ǼǱ ƘɅǠȞƫ ȜȑǠǹȶɆȥ ȷɀǣȁ țǠɆȑ ȔȪȥ ƗȞɅ ɍ ǖȖǹ ɃǕƹ Ǡ ȸȮȷǕ ȀȖǹ Ž ȰȮȭ ǦȆȅǘƫǟ ȜȒɅ.1

 ǦȥǠȑɋǠǣǻɀǱ ǨȥȀȝ ǼȪȥ ǟǾȽ ƂǙǥ ɋǟ ǦȵǼƪǟǻ ǧǼȝ ȯɎǹ ȸȵ ǦɆȹȿȀǪȮȱǠȾȺɆǣ ȸȵ ƙǮǵǠǤȱǟ Ǡŏ ȳǠȩ ǧǠȅǟǿ:  

 ɍȿǕ: ǢȆǵ"shoihet al"

 ǿɀȕ ǼȪȱ "shoihet al" ǟ ǦȵǼƪǟ ǥǻɀǱ ǯǽɀƴ ǦɆȹȿȀǪȮȱɍǽȿ ǼȞǣ ȸȝ ȴɆȲȞǪȱǟ ɂȲȝ ȼȪɆǤȖǩ Źȿ ǟǼȞǣ ǥȀȊȝ ǟǼǵǕ  ǦȖȅǟɀǣ

ȿ ǨȹȀǪȹɍǟ ǦȮǤȉ ȳǟǼǺǪȅǟ ȯȿǼƨǟ ǴȑɀɅƃǠǪȱǟ  ǻǠȞǣǕ ǧǠȦɅȀȞǩȿ ǥȀȊȝ Ǽǵɉǟ ǦɆȹȿȀǪȮȱɋǟ ǦȵǼƪǟȴőǠȦɅȀȞǩ.  

 ȴȩǿ ȯȿǼǱ )7(

ɋǟ ǦȵǼƪǟ ǧǠȦɅȀȞǩ ǠȪȥȿ ǦɆȹȿȀǪȮȱȯ" shoihet al"

ɁɀǪȆƫǟǦȵǼƪǟ ǥǻɀǱ ǻǠȞǣǕ  ȤɅȀȞǪȱǟ  

1ǦɅǻǠȶǪȝɍǟ  ǧǠȵǼƪǟ ƇǼȪǩ ȿ ǦȩǼǣ Ǡŏ ǒɎȶȞȱǟ Ǽȝȿ Ź ƔȱǟǦɅǿǟȀȶǪȅǟ.  

2ǒɎȶȞȱǟ ǦȵǼǹ  ǩ ȿ ǥǼȝǠȆƫǟ ɂȲȝ ǥǿǼȪȱǟɋǟ Ȝȩɀƫǟ ȸȵ ǦɅǿɀȥ ǧǟǼȝǠȆȵ ƇǼȪƆȿȀǪȮȱ.  

3Ȝȩɀƫǟ ȳǟǼǺǪȅǟ Ž ȷǠȵɉǟȱǟ Ǭǣ ɂȲȝ ƆȿȀǪȮȱɋǟ Ȝȩɀƫǟȿ ƙȦșɀƫǟ ǥǿǼȩȿ ǦȪǮǺǪȆƫǟ ǒɎȶȞȲȱ ǦɆȍɀȎƪǟ ȜȩɀȶȲȱ ƙȵǼ

ɋǟƆȿȀǪȮȱ.   

4ǒɎȶȞȱǠǣ ǦɅǠȺȞȱǟ  ȿ ǦɅǠȺȞȱǟȻǼǵ ȰɆȶȝ ȰȮǣ ȳǠȶǪȽɍǟ.   

5ǦȵǼƪǟ ƇǼȪǩ Ž ǦɅǠȦȮȱǟ  ȿ ǦǣɀȲȖƫǟ ǧǟǿǠȾƫǟ ȫɎǪȵǟǦȵǼƪǟ ƇǼȪǪȱ ǦȥȀȞƫǟ.   

6ȳǟȀǪǵɍǟ  ȯǠȎǩɍǟ ǼȺȝ ǦɆȍɀȎƪǟȿ ǡǻɉǟȿ ȳǟȀǪǵɍǟ țǠǤǩǙ ǒɎȶȞȱǠǣ.  

7ȱɀȾȅȯɀȍɀȱǟ Ǧ  ȜȩɀȶȲȱ ȯɀȍɀȱǟ ǦȱɀȾȅ ɋǟƆȿȀǪȮȱ.   

8ǥǒǠȦȮȱǟ  ȿ ǦȱɀȾȅȺǩ ǦȕǠȆǣɋǟ Ȝȩɀƫǟ ɂȲȝ ǒɎȶȞȱǟ ǧǠǤȲȕ ǾɆȦƆȿȀǪȮȱ.   

9ǦɅȀȆȱǟ  ɄȝȀȉ ƘȢȱǟ ȳǟǼǺǪȅɍǟ ȸȵ ǧǠȵɀȲȞƫǟ ǦɅǠƥ.   

10ǦȹȿȀƫǟ  ǦȵǼƪǟ Ȝȥǻ ǦȪɅȀȕ ǿǠɆǪǹǟ ǦȹȿȀȵ.   

11ɍǠȎǩɍǟǧ  ȝ ȴȾȲȞǱȿ ǒɎȶȞȱǠǣ ȯǠȎǩɍǟ ȸȵ ǦȺɆǣ ɂȲɋǟ Ȝȩɀƫǟ Ž ǼɅǼǱ ɃǕƆȿȀǪȮȱ.  

Source : shoih, al, (2006), service quality of online distance learning programs, online
journal of distance learning administration, pp: 10.

¹- http://www.onefd.edu.dz, 23/03/2013 , h: 10:25. .
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 ǠɆȹǠǭ : ǢȆǵ"zhang and tong"

  ǼȪȱ ǿǠȉǕ"zhang and tong"ȷǙ ɋǟ ǦȵǼƪǟ ǥǻɀǱǪȮȱǠȽǻǼǵ Ǡȶȭ ǦɆȹȿȀ "lee and tim" Ɲ Ȁǭǘǩ ǦɆȅǠȅǕ ǻǠȞǣǕ ǦȆȶ

ȲȆȱǟ ǒǟȀȊǣ ȷɀȵɀȪɅ ȸɅǾȱǟ ǒɎȶȞȱǟ ɂȲȝɄȽȿ ǨȹȀǪȹɍǟ ǦȮǤȉ ȸȵ ǧǠȵǼƪǟ ȿǕ Ȝ:º  

-ƆȿȀǪȮȱɍǟ Ȝȩɀƫǟ ǧǠǶȦȍ ȴɆȶȎǩ.  

-  ǦɅǻǠȶǪȝɍǟ.  

- ǟǦǣǠǲǪȅɍ.  

- ǦȪǮȱǟ.  

- ȰɆȶȞȱǟ ǦɆȎǺȊȱ ǠȪȥȿ ȰɅǼȞǪȲȱ Ȝȩɀƫǟ ǧǠǶȦȍ ǦɆȲǣǠȩ ɁǼȵ.

ȿǿǠȞǩ ƃǠǪȱǟ ȯȿǼƨǟ ǴȑɀɅɅȤ ǦɆȹȿȀǪȮȱɋǟ ǦȵǼƪǟ.  

Ǳ ȴȩǿ ȯȿǼ)8(

ǿǠȞǩɋǟ ǦȵǼƪǟ ǥǻɀǱ ȤɅǦɆȹȿȀǪȮȱ: "zhang and tong"

ɁɀǪȆƫǟȿ ǦɆȹȿȀǪȮȱɍǟ ǦȵǼƪǟ ǥǻɀǱ Ȝȩɀǩ

ǒɎȶȞȱǟ  

ȤɅȀȞǪȱǟ  ǿǼȎƫǟ  

1ɋǟ Ȝȩɀƫǟ ȴɆȶȎǩƆȿȀǪȮȱ   ȳǟǼǺǪȅɍǟ ȰȾȅ Ȝȩɀȵ ǻɀǱȿ ǒɎȶȞȱǟ ȜȩɀǪɅȿȼȱ ǢǤƮ.Procurement et
al(1988) Kim and
lee(2002).

2ǦɅǻǠȶǪȝɍǟ  Ʌ Ȝȩɀȵ ǻɀǱȿ ǒɎȶȞȱǟ ȜȩɀǪɅ ȼɆȥ ȀȥǟɀǪȵȿ ȼɆȲȝ ǼȶǪȞ

ȿ ǦɅȀȆȱǟǦɆȍɀȎƪǟ.   

Procurement et
al(1988)Kim and
lee(2002).

3ǦǣǠǲǪȅɍǟ  ǟ ȜȩɀǪɅȿ ǦǣǠǲǪȅɍǟ Ž ǦȝȀȅ ǻɀǱȿ ǒɎȶȞȱ ȸȵ ǥǼȝǠȆƫǟ

ȀǪȹɍǟ ȯɎǹ ȸȵ ȀȉǠǤƫǟ ǦȵǼƪǟ ȳǼȪȵ ȰǤȩȜɆǤȲȱ Ǩȹ.  

Procurement et al(1988)
Kim and lee(2002).

4ǦȪǮȱǟ   ȳǼȪȵ ȰǤȩ ȸȵ ǦȪǮȱǟ ȸȵ ǦȞȦǩȀȵ ǦɆȱǓ ǻɀǱȿ ǒɎȶȞȱǟ ȜȩɀǪɅ

ǨȹȀǪȹɍǟ ȯɎǹ ȸȵ ȀȉǠǤƫǟ ȜɆǤȲȱ ǦȵǼƪǟ.   

Kimery and
McCord(2002).

5ȰɆȶȞȱǟ ǦɆȎǺȉ ǦȥǠȑǙ   ȸȵ ǻǼȞǪȵ ɁɀǪȆȵ ǻɀǱȿ ǒɎȶȞȱǟ ȜȩɀǪɅȿ ǦȵǼƪǟ țɀȺǩ

Ⱥƫǟ Ž ǦɆȎǺȊȱ ǦȍǠƪǟ ȼǩǠǱǠɆǪǵǟ ȰǣǠȪǩ Ɣȱǟ ǧǠǲǪ

ȰɆȶȞȱǟ.  

Porasuraman et al

Source : zhang, tong, (2008), E-service quality, in online shopping, luker unive of
technology, p: 12.
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ƆǠǮȱǟ țȀȦȱǟ :ɋǟ ǦȵǼƪǟ ǥǻɀǱ ȃǠɆȪȵ  ǦɆȹȿȀǪȮȱ

  Ȯȱɋǟ ǦȵǼƪǟ ǥǻɀǱ ȃǠɆȩ Ȁȵ ǼȪȱɄȽ ȿ ǦɆȅǠȅǕ ȰǵǟȀȵ ǦǭɎǮǣ ǦɆȹȿȀǪ: 1

Ƃȿɉǟ ǦȲǵȀƫǟ:

 Ǖ ǧǠǤȲȕ ǧǠȹǠɆǣ ȯǠǹǻǙ ǦȲǵȀȵ ɄȽȿ ÛȏȀȢȱǟ ǟǾƬ ǥǼȞƫǟ ǦɆȹȿȀǪȮȱɋǟ ǯǽǠȶȺȱǟ ɂȲȝȿ ǠƬǠǹǻǙ ȴǪɅ ǬɆƜ ǒɎȶȞȱǟ Ȁȵǟȿ ǒɎȶȞȱǟ ȳɀȪɅ

ȺƫǠǣ ǦȍǠƪǟ ǧǠȵɀȲȞƫǟ ȸȝ ǬǶǤȱǠǣȿ ǦȦȲǪǺƫǟ ȜȥǼȱǟ ȧȀȕȿ ȣȀȎȱǟ ȀȞȅ ǬɆǵ ȸȵ ǦȵǼƪǟ ȿǕ ǰǪȀȕ ȳɎǪȅɍǟ ǦȪɅƂǙ  ǿȀȪɅ ȷǕ

ÛǒǟȀȊȱǟ ȰɆȶȞȱǟ ɋǟ Ȝȩɀƫǟ ǥǒǠȦȭ Ȁȥǟɀǩ ɁǼȵ ɂȲȝ ǦȲǵȀƫǟ ȻǾȽ ǼȶǪȞǩȿǼȪǩ Ž ƆȿȀǪȮȱȰɆȶȞȱǟ ǠȾǤȲȖɅ Ɣȱǟ ǧǠȵɀȲȞƫǟ Ƈ.  

ǦɆȹǠǮȱǟ ǦȲǵȀƫǟ :

Ǥȱǟ ȰȪȹ ǦɆȲȶȝ ȳǠƢǙ ǦȲǵȀȵ ɄȽȿ ǧǠȹǠɆǟ ȴȽǕ ȸȵ ƎǪȞǩȿ ȰɆȶȞȱǟ ǠȾɆȲȝ ȨȦǪɅ Ɣȱǟ ȰǵǟȀƫ ǻǿɀƫǟȪȦȎȱǟ ȳǠƢǙ ɂȲȝ ȏȿǠȦǪȲȱ ǠȪȥȿ Ǧ

 ÛȳɎǪȅɍǟ ǸɅǿǠǩȿ ȷǠȮȵȿ ȜȥǼȱǟ ǦȪɅȀȕȿ ǿǠȞȅɉǟȿ ȓȿȀȊȱǟȿ ǦȵǼƪǟ Ȁȥɀǩȿ ƃɇǟ ȳǠȚȺȱǟ Ȱȶȝ ǥǒǠȦȭ ɂȲȝ ǦȲǵȀƫǟ ȻǾȽ ǼȶǪȞǩȿ

ǟ Ƙȥɀǩȿ ȰɆȶȞȱǟ ǧǠǱǠɆǪǵǟ ǦɆǤȲǩȿ ǦȝǠȅ ȸɅȀȊȝȿ ȜǣǿǕǦɆȲȶȞȱǟ ȳǠƢǙ ǼȺȝ ǦɆȍɀȎƪǟȿ ȸȵɉ.  

ǦǮȱǠǮȱǟ ǦȲǵȀƫǟ:

 ȿ ȜɆǤȱǟ ǼȞǣ Ǡȵ ǦȲǵȀȵ ɄȽȭ ɂȶȆǩ ǒǠȾǪȹɍǟ ǦȲǵȀƞ ȬȱǾȿ ÛȰɆȶȞȲȱ ǦɆȱɇǟ ǧǠȹǠɆǤȱǟ ȯǠȅǿǙ ȸȵɄȽ  ǦȵǼƪǟ ǥǻɀƨ ȰǵǟȀƫǟ ȴȽǕ ȸȵ

ɋǟǒǠȺǣ ȴǪɅ ǬɆǵ ǦɆȹȿȀǪȮȱ ȿ ǒɎȶȞȱǟ Ȝȵ ɁǼƫǟ ǦȲɅɀȕ ǦȩɎȝ ȣǼő ƔȱǟƂǙ ɍȿȿ ǒɎȶȞȱǟ Ǡȑǿ ȻǾȽ ǼȶǪȞǩȿ ÛǦȭȀȊȲȱ ȴȾǝ ǦȲǵȀƫǟ

Ȟȱǟ ǥǼȝǠȆȵ ɂȲȝȿ ǒǟȀȊȱǟ ǼȞǣ ȴȾȲȭǠȊȵ Ȱǵ Ž ǒɎȶɍǟ ǦȝȀȅǪȅȿ ǒɎȶȞȱǟ ȰȭǠȊȵ ɂȲȝ ǻȀȲȱ ǦǣǠǲɍǟ ȨɅȀȕ ȸȝ ǒɎȶȞȱǠǣ ȯǠȎǩ

Ǖȿ ÛȤǩǠƬǟ ȨɅȀȕ ȸȝ ȿǕ ƆȿȀǪȮȱɋǟ ȜȩɀƫǟȞȱǟ ǒɍȿ ɀȽ ɄȅǠȅɉǟ ǦȲǵȀƫǟ ȻǾȽ ȷɋǟ Ȝȩɀƫǟ ɂȲȝ ǦȵǼƪǟ ȳǼȪƫ ǒɎȶȿ ƆȿȀǪȮȱǕ ǒɍȿ ȷ

ȪǶǪɅ ǒɎȶȞȱǟɋǟ ǦȵǼƪǟ ǻǠȞǣǕ ɂȲȝ ȴȽǠȑǿ ǼȺȝ ȨȴƬ ǦȵǼȪƫǟ ǦɆȹȿȀǪȮȱ.  

,the European conference ofevaluating electronic service quality in a transaction process based evaluation),(2007,hongxia-1

information management and evaluation Montpellier , pp: [331-340].
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ɍȿǕ:ǢȆǵ"Sohm,change and tedisna"

 ȷǙ Ǖ ȸȵ ǴǤȍǕ ǒɎȶȞȱǟ ǒǠȑǿǕȿ ǥǠȊȺƫǟ Ž ǥǿǟǻɋǟ ǧǠɅɀȱȿǕ ȴȽǦȩɎȝ ǼǱɀǩ ȼȹ  ǒɎȶȞȱǟ ǒǠȑǿȿ ǦȵǼƪǟ ǥǻɀǱ ǻǠȞǣǕ ƙǣ ǦɅɀȺȞȵ

ȷǙȿ ǠȕǠǤǩǿǟ ȔǤǩȀɅ ǒɎȶȞȱǟ ǒǠȑǿ ȿ ǒɎȶȞȱǟ ǒɍɀǣ ǠȪɆǭȿ ɃǻǘɅ ɃǾȱǟƂǙ ǿǼȩɎȶȞȱǠǣ ȗǠȦǪǵɍǟ ɂȲȝ ǥǠȊȺƫǟ ǥȿ Ûǒ ȃǠɆȪȵ ȳǟǼǺǪȅǟ Ź

 ɂȲȝ ǼɆȭǖǪȱǟ ȿ ǒǠȎȪǪȅɍǟ ǥǿǠȶǪȅǟ Ž ǥǻǿǟɀȱǟ ǧǟǿǠǤȞȱǟ ȃǠɆȪȱ ȓǠȪȹ ȜǤȅ ȿǽ ǧȀȮɆȱȷǕ  ȔǤǩȀǩ ǦȵǼƪǟ ǥǻɀƨ ȜǤȆȱǟ ȰȵǟɀȞȱǟ ȜɆƤ

Ǖȿ ǒɎȶȞȱǟ ǒǠȑǿ Ȝȵ ǠɅǻȀȕ ǠȕǠǤǩǿǟǦȵǼȪƫǟ ǦȵǼƪǟ ȿǕ ǰǪȺȶȲȱ ȼǝɍȿ Ž ȀǭǘɅ ȰɆȶȞȱǟ Ǡȑǿ ȷ .

   ȳǠȩ"tedisnasohn and" ȀɅɀȖǪǣ ɋǟ ǦȵǼƪǟ ǥǻɀƨ ȃǠɆȪȵǼǹ ȳǼȪǩ Ɣȱǟ ǧǠȆȅǘƫǠǣ ȋǠǹ ǦɆȹȿȀǪȮȱ ȰǮȵ ǨȹȀǪȹɍǟ Ǝȝ ǠőǠȵ

Ǖ Ǡȶȭȿ ÛǦɆȱǠƫǟ ȧǟǿȿɉǟ ǦȍǿɀǤȱ ƆȿȀǪȮȱɋǟ ȯȿǟǼǪȱǟ ǧǠȭȀȉȿ ȫɀȺǤȱǟǕ ǦɆȹǠȶǮȱǟ ȿǽ ȃǠɆȪƫǟ ǟǾȽ ǿǠǤǪǹǟ Ź ȼȹ ȼǪɆǵɎȍ ǨǪǤǭȿ ǻǠȞǣ

Ǖ ǦȅǟǿǼȱǟ ȻǾȽ ǰǝǠǪȹ ȸȵ ȷǠȭȿ ȃǠɆȪƫǟ ǟǾȽ ȳǟǼǺǪȅǟ ȸȮƹ ȼȹ ǦȮǤȉ ȯɎǹ ȸȵ ǠőǠȵǼǹ ȳǼȪǩ Ɣȱǟ ǧǠȆȅǘƫǟ ɂȲȝ ȘȦƠ ɃǕ ȷȿǼǣ  

ɋǟȿ ǨȹȀǪȹ ȰȮȊȱǟ ǴȑɀɅƃǠǪȱǟ ɋǟ ǦȵǼƪǟ ǥǻɀǱ ȃǠɆȪȵǻǠȞǣǕ ǦɆȹǠȶǮȱǟ ȿǽ ǦɆȹȿȀǪȮȱ.  

 ȴȩǿ ȰȮȉ)14(

 ɋǟ ǦȵǼƪǟ ǥǻɀǱ ȃǠɆȪȵǦɆȹȿȀǪȮȱ  

service quality-of edevelopment),2008(sources: Sohm,change and tedisna,suresh,
918].-[903p:,managementmeasure for internet institutions, total quality

 ȫǟǿǻǙ ɁǼȵ

 ǦȵǼƪǟ ǥǻɀǱ

ɋǟǦɆȹȿȀǪȮȱ

 ȤǝǠșɀȱǟ

 ǥǻǼȞǪƫǟ

 ȜȩɀȶȲȱ

ƆȿȀǪȮȱɍǟ

 ǦȱɀȾȅ

ȳǟǼǺǪȅɍǟ

 ȳǠȞȱǟ ȰȮȊȱǟ

 ɁɀǪǂ

 ǧǠǶȦȍ

 Ȝȩɀƫǟ

ƆȿȀǪȮȱɍǟ

ǦȪǮȱǟ ǦɅǻǠȶǪȝɍǟ  Ž ȴȮǶǪȱǟ

ǧɍǠȎǩɍǟ

ȴɆȲȆǪȱǟ ǦȝȀȅ  ǦȱɀȾȅ

ȯɀȍɀȱǟ

)ǼǱǟɀǪȱǟ(
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ǠɆȹǠǭ :ǢȆǵ"zeitham,oliverai":

ȷǙ ȱǟǬɆǵ ȸȵ ǼȦȺǩ ǦɆƫǠȞȱǟ ǦǞɆǤ  ȷǕǕ ȸȵ ǥȀȮǪǤȵ ȧȀȕ ȸȝ ǬǶǤǩ ǥǖȊȺȵ Ȱȭȿ ǥǻǠɅȁȿ ǦɆȆȥǠȺǩ ǥȂɆȵ ɂȲȝ ȯɀȎƩǟ ȰǱɎȶȞȱǟ ǒɍ ǒ

 ÛǦȵǼȪƫǟ ǦȵǼƪǟ ǥǻɀǱ ɂȲȝ ȗǠȦƩǟ Ȝȵ ǒǟǻɉǟ ǥǒǠȦȭ ǥǻǠɅȁȿ ȰɆȶȞȱǟ ȳǠɆȩ ȼȹǖǣ ǦɆȭɀȲȆȱǟ ȀȚȺȱǟ ǦȾǱȿ ȸȵ ǒɎȶȞȱǟ ǒɍȿ ȣȀȝ Ǽȩȿ

 ǰǪȺƫǟ ǒǟȀȊǣȿǕ ǿǟȀȮǪǣ ǦɅǿǠǲǪȱǟ ǦȵɎȞȱǟ ǧǟǽ ǦȵǼƪǟ.  

 ȃǠɆȩ ƃǠǪȱǟ ȯȿǼƨǟ ǴȑɀɅȿ ȀȍǠȺȝɋǟ ǦȵǼƪǟ ǥǻɀǱǦɆȹȿȀǪȮȱ:  

 ȴȩǿ ȯȿǼǱ)9(

Ⱥȝ ȃǠɆȩɋǟ ǦȵǼƪǟ ǥǻɀǱ ȀȍǠǦɆȹȿȀǪȮȱ

ȴȩȀȱǟ  ȃǠɆȪȱǟ ǼȞǣ   ȤɅȀȞǪȱǟ  ƆȿȀǪȮȱɍǟ ȬȺǤȱǟ ǦȵǼǹ ȃǠɆȩ ǧǟǿǠǤȝ  

1ȿ ǦɅȀȆȱǟǦɆȍɀȎƪǟ   ȏȀȞǪɅ Ǽȩ Ɣȱǟ ȀȕǠǺƫǟ ȸȵ ǦɆȎǺȊȱǟ ǧǠȵɀȲȞƫǟ ǦɅǠƥ

ȰɆȶȞȱǟ ǠƬ.  

Q1 ǧɎɅɀǶǪȱǟ ǧǠɆȲȶȝ ǦɅǠƥ.  

2ǧǠȵɀȲȞƫǟ ǥǻɀǱ  ȿ ǧǠǤǭ ɁǼȵȝǕ ȜɆȶƨ ǦȑȿȀȞƫǟ ǧǠȵɀȲȞƫǟ Ǧȩǻ ȏǟȀ

ǒɎȶȞȱǟ.  

Q2 ǧǠǲǪȺȵ ȸȝ ǧǠȵɀȲȞƫǟ ǦǭǟǼǵȿ Ǧȩǻ

ȬȺǤȱǟ ǧǠȵǼǹȿ.  

3ȳǟǼǺǪȅɍǟ ǦȱɀȾȅ   ǧǠǶȦȍ ǴȦȎǩ ǼȺȝ ǒɎȶȞȱǟ ȸȵ ȯȿǾǤƫǟ ǻɀȾŎǟ

ȩɀƫǟɋǟ ȜƆȿȀǪȮȱ.  

Q3  ȬȺǤȱǟ ǧǠȵǼǹ ǯǽǠƴ ȳǟǼǺǪȅǟ ǦȱɀȾȅ

ǧǠȵɀȲȞƫǟ ȸȝ ǬǶǤȱǟ ǦȱɀȾȅȿ.  

4 ȳɀȅȀȱǟ ȏȀȝ ɁɀǪȆȵ

ǦɆǶɆȑɀǪȱǟ  

ɆȑɀǪȱǟ ȳɀȅȀȱǟ ȏȀȝ ǦȪɅȀȕɆǶ Ž ǧǠȵɀȲȞƫǟȿ Ǧ

ɋǟ Ȝȩɀƫǟ ǧǠǶȦȍƆȿȀǪȮȱ.  

Q4 ɋǟ Ȝȩɀƫǟ ȏȀȝ ǦɆǣǽǠǱƆȿȀǪȮȱ.   

5 ǦɅǻǠȶǪȝɍǟ   ȼǣ ǒɎȶȞȱǟ Ǽȝȿ Ź Ǡȶȭ ǧǠȵǼƪǟ ǾɆȦȺǩ ɂȲȝ ǥǿǼȪȱǟ

ǦȵǠǩ ǦȩǼǣȿ.  

Q5ǦȩǼǣ ǒɎȶȞȱǟ ǧǠȶɆȲȞǩȿ ǧǠǤȲȕ ǾɆȦȺǩ.   

6ǦǣǠǲǪȅɍǟ  ǦǣǠǲǪȅɍǟ ǦȝȀȅ  Q,6 ǦȵǼƪǟ ȴɆȲȆǩ ǦȝȀȅ  

service quality delivery),(1999rai ,zeithaml ,parasurman and mathortraSource: olive
, a crical review of extant knowledge journal of the aceademy ofthorough websites

marketing e xience volum, pp:[362-375]
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ǠǮȱǠǭ : ǢȆǵ"Swaid and Wigand"

ȯȿǼƨǟȿ ƃǠǪȱǟ ǢȆǵ ǦȵǼƪǟ ǥǻɀǱ ȀȍǠȺȝ ȃǠɆȩ ǴȑɀɅ  swaid and wigand""

 ȴȩǿ ȯȿǼǱ)10(

ɋǟ ǦȵǼƪǟ ǥǻɀǱ ȀȍǠȺȝ ȃǠɆȩǯǽɀȶȺȱ ǠȪȥȿ ǦɆȹȿȀǪȮȱ "swaid and Wigand"

 ȴȩǿ

ǼȞǤȱǟ  

ǼȞǤȱǟ ȴȅǟ  ȳ  ȃǠɆȪȱǟ ǧǟǿǠǤȝ  

1ǥǻɀǱ ǧǠȵɀȲȞƫǟ

1ȯȿǖǣ ȯȿǕ ǫǼƠ ǧǠȵɀȲȞƫǟ.  

2ǦȖǤǩȀȵ ȿ ǦȪɆȩǻ ǧǠȵɀȲȞƫǟ.  

3ǦǤȅǠȺƫǟ ȰɆȍǠȦǪȱǟ ȸȵ ǦȦȲǪƯ ǧǠɅɀǪȆȵ Ǡŏ ǼǱɀɅ ǧǠȵɀȲȞƫǟ.  

4ǦȥȀȞƫǟ ȸȵ ȰɆȶȞȱǟ ǧǠǱǠɆǪǵǟ ǢȅǠȺǩ ǧǠȵɀȲȞƫǟ.  

5ȴȾȦȱǟ ǦȲȾȅ ǧǠȵɀȲȞƫǟ.  

2
 Ȝȩɀƫǟ ȳǟǼǺǪȅǟ

ɋǟƆȿȀǪȮȱ  

6ɋǟ Ȝȩɀƫǟ ǧǠǶȦȍǪȮȱǼɆǱ ȴɆȚȺǩ ǦȶȚȺȵ ƆȿȀ.  

7ƫǟ ǴȦȎǩɋǟ ɄǶȦȎǪȵ ƘɅǠȞȵ Ȝȵ ȨȥǟɀǪȵ ȜȩɀǨȹȀǪȹ.  

8ɀǲǪȱǟɋǟ Ȝȩɀƫǟ ǦǶȦȎȱ ɄȅǕȀȱǟ ȯȸȮư ǼȾǱ Ȱȩǟ Ž ƆȿȀǪȮȱ.  

9ȿ ǦǪǣǠǮȱǟ ǧǠȵɀȅȀȱǟȳǟǼǺǪȅɍǟ ȨɆȞǩ ɍ ǦȭȀǶǪƫǟ.  

3ǦɅǻǠȶǪȝɍǟ  

10ɋǟ Ȝȩɀƫǟ Ž ǦȵǼƪǟ ȴɆȪǩɎȶȞȱǟ Ǽȝȿ Ź Ǡƫ ǠȪȥȿ ƆȿȀǪȮȱȼǣ ǒ.  

11ȞȦǩ ǼɆȭǖǩ ȯǠȅǿǙɋǟ ǒǟȀȊȱǟ ȀȵǕ ǼɆȺȦǪȱ ȰɆȶȞȲȱ ɄȲɆƆȿȀǪȮȱ.  

12ǼɆȭǖǩ ȯǠȅǿǙ ɋǟ ǒǟȀȊȱǟ ȀȵǕ ǒǠȢȱǙ ǼȺȝ ȰɆȶȞȲȱƆȿȀǪȮȱ.  

13 ǦȵǼƪǟ ȴɆȲȆǩ ǦɆȲȶȞȱ ƃɇǟ ȜǤǪǪȲȱ ǦȲɆȅȿ ǻɀǱȿȿǕ ǦȞȲȆȱǟ.  

14ɋǟ Ȝȩɀƫǟ ɂȲȝ ǦȵǼƪǟ ƇǼȪǩ ȸȵ ƆȿȀǪȮȱȯȿǕ ǠƬ ǢȲȕ.  

15ȍ ǻɀǱȿɋǟ Ȝȩɀƫǟ ǧǠǶȦǧǠȩȿɉǟ ȜɆƤ Ž ƆȿȀǪȮȱ.  

4ǥǼȝǠȆƫǟ  

16ȳǠȶǪȽǠǣ ǥǼȝǠȆƫǟ ǦȵǼǹ ƇǼȪǩ ɋǟ Ȝȩɀƫǟ ǒɎȶȞȱƆȿȀǪȮȱ.  

17 ǦɆȱɇǟ ǦǣǠǲǪȅɍǟ ǦȵǼǹ ƘȥɀǩȿǕ ǒɎȶȞȲȱ ǦɅȀȊǤȱǟ.  

18ɋǟ ǼɅƎȱǟ ȨɅȀȕ ȸȝ ǦǣǠǲǪȅɍǟ Ǧȩǻ ƆȿȀǪȮȱ.  

19ɋǟ ǼɅƎȱǟ ǒǟɀǪǵǟ Ǧȩǻ ȀɅǼȪǩ ɂȲȝ ƆȿȀǪȮȱȰɆȶȞȱǟ ǧǠǤȲȖȱ.  

20ȿ ǧǠȝɀǤȖȵȿ ȨǝǠǭȿ ȜɆƤ Ž ǳɀȑɀǣ ƆȿȀǪȮȱɋǟ Ȝȩɀƫǟ ȸɅȿǠȺȝ ȏȀȝǥǠȊȺƫǟ ǧǠȹɎȝǙ.  

5ƙȵǖǪȱǟ  

21ǧɎȵǠȞƫǟ ǒǟȀǱǙ ǼȺȝ ǦɅȀȆȱǟ Ƙȥɀǩ.  

22ǧɎȵǠȞƫǟ ǒǟȀǱǙ ǼȺȝ ǦɆȍɀȎƪǟ Ƙȥɀǩ.  

23ǥǠȊȺƫǠǣ ȯǠȎǩɍǟ ȰǤȅ ǦȥǠȭ ȏȀȝ.  

24ȿ ǧǠǲǪȺȶȲȱ ǥǠȊȺƫǟ ƘȥɀǩƪǟǥǼɆǱ ǦȞƧ ǧǟǽ ǧǠȵǼ.  

6ǦɆȎǺȊȱǟ  

25ɋǟ Ȝȩɀƫǟ ǒǠȖȝǙǥǼǵ ɂȲȝ ȰɆȶȝ ȰȮȱ ǦɆȎǺȉ ǦɅǠȺȝ ƆȿȀǪȮȱ.  

26ɋǟ Ȝȩɀƫǟ Ƙȥɀǩ ǧǠǲǪȺƫ ƆȿȀǪȮȱȿǕ ȰɆȶȞȱǟ ǧǠǱǠɆǪǵǟ ǢȅǠȺǩ ǧǠȵǼǹ.  

27ɀȑȿ ȿ ȴȾȥɋǟ Ȝȩɀƫǟ ȰǤȩ ȸȵ ȰɆȶȞȱǟ ǧǠǤȲȕ ǳƆȿȀǪȮȱ.  

Sources: swaid and Wigand, (2009), measuring the quality of e-service, development and
intal and validation, journal of Electronic and research, p: 18.
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ǠȞǣǟǿ: Ǧȅǟǿǻ ǢȆǵ"Montogomey"

ȷǙ ǰǝǠǪȹ ǨȹȀǪȹɋǟ Ȝȩǟɀƫ ȀȉǠǤƫǟ ǴȦȎǪȱǟ ǯǽɀƴ:  

-ɀǩ ǼǱɀɅȿ ȜȲȆȲȱ ȰɆȶȞȱǟ ǒǟȀȉ ǦɆȹǠȮȵǚǣ Ȝȩ ǦǤȆȺǣ ǧǠȵǼƪǟ48% ǼȞǣ ǻǼȝ6 ǦɆȹȿȀǪȮȱɋǟ ǦǶȦȎȱǟ ǥǼȽǠȊȵ ǧǟȀȵ.  

-ȷǙ Ǚȿ ȳǼǺǪȆƫǟ ǦɆȎǺȉ Ȝȑȿ ǦɆȍǠǹ ǦǵǠǩǦǶȦȎȲȱ ɃȀȽǠȚȱǟ ȏȀȞȱǟ ȰɅǼȞǩ ǦɆȹǠȮȵǙ ȼǝǠȖȝǙ ɋǟ ȯɀǶǪȱǟ ǦǤȆȹ ǼɅȂǩ ǦɆȹȿȀǪȮȱ

ƂǙ  ȸȵ ǒǟȀȊȱǟ7% ƂǙ 9%  ǼȭǘɅ ǠưȷǕ  ǦǵǟȀȱǟȿȵ ǼɅȂǩ Ȝȩɀƫǟ ǧǠǶȦȎȱ ǴȦȎǪȱǟ ǦȱɀȾȅ ȜȲȆȲȱ ȳǼǺǪȆƫǟ ǒǟȀȉ ǦɆȹǠȮȵǙ ȸ

ȿƪǟǧǠȵǼ .  

 ȴȩǿ ȯȿǼƨǟ)11(

ɋǟ ǦȵǼƪǟ ǥǻɀǱ ȃǠɆȪȵǦɆȹȿȀǪȮȱ  

ȳ  ȃǠɆȪȱǟ ǼȞǣ  ȃǠɆȪȱǟ ǧǟǿǠǤȝ  

1ǦȪǮȱǟ   ǦȭȀȊȱǟ Ž ȨǮɅ ȰɆȶȞȱǟ.  

ɋǟ ǧǠȵǼƪǟ Ž ȨǮɅ ȰɆȶȞȱǟǦȭȀȊȱǟ ȰǤȩ ȸȵ ǦȵǼȪƫǟ ǦɆȹȿȀǪȮȱ. 

ɆȶȞȱǟȰ ȝ ǳǠǩȀȵɋǟ Ȝȩɀƫǟ Ǝȝ ǧǠȹǠɆǤȱǟ ȰȪȹ ǼȺƆȿȀǪȮȱ. 

ȵɀȲȞȵ ȳǟǼǺǪȅǟ ǜɆȆǩɍ ȣɀȅ ǦȭȀȊȱǟǦɆȎǺȊȱǟ źǠ.  

2ǧɍǠȎǩɍǟ Ž ȴȮǶǪȱǟ  ǦȍǠǹ ǦɅǠȺȝ ƃ ƃɀǩ ǦȭȀȊȱǟ.   

ǩɍǟ ȴǪɅ ɃǾȱǟ ȌǺȊȱǟǦȲȵǠȭ ǧǠȵɀȲȞȵȿ ǦȭȀȊȱǟ Ž ȼǣ ȯǠȎ.

ǦȲȮȊȵ ǻɀǱȿ ǼȺȝ ǦȭȀȊȱǠǣ ƙȲȵǠȞȱǠǣ ȯǠȎǩɍǟ ǼȺȝ ǟǼǱ ȜȺǪȪȵ ȰɆȶȞȱǟ.   

3ȳǟǼǺǪȅɍǟ ǦȱɀȾȅ  ɋǟ Ȝȩɀƫǟ ȳǟǼǺǪȅǟǼȪȞȵ ǦȭȀȊȲȱ ƆȿȀǪȮȱ.   

ɍǟ Ȝȩɀƫǟ ȳǟǼǺǪȅǟ ǯǠǪƷ ǦȭȀȊȲȱ ƆȿȀǪȮȱƂǙ ǻɀȾƭ ȯǼǣ. 

ǦȭȀȊȱǟ Ȝȩɀȵ ɂȲȝ ǧɎȵǠȞƫǟ ǒǟȀǱǙ ȸȵ ǒǠȾǪȹɍǟ ǦȱɀȾȆȱǟ ȸȵ.   

4ɋǟ Ȝȩɀƫǟ ɁɀǪƮ ƆȿȀǪȮȱǠȾȺȝ ǬƜǕ Ɣȱǟ ǧǠȵǼƪǟ ȸȵ ǼɅǼȞȱǟ ȳǼȪǩ ǦȭȀȊȱǟ.   

ɋǟ ȜȩɀƫǟǥǼɆȦƫǟ ǧǟȿǻɉǟ ȸȵ ǼɅǼȞȱǟ ȳǼȪɅ ǦȭȀȊȲȱ ƆȿȀǪȮȱ. 

ɆǪǹɍǟ ȸȵ ǼɅǼȞȱǟ ȳǼȪǩ ǦȭȀȊȱǟȴɆȲȆǪȲȱ ǧǟǿǠ. 

ȿ ɃɀǪƠ Ȝȩɀƫǟ ǧǠǶȦȍǒɎȶȞȱǟ ǧǠǱǠɆǪǵǟ ȰǣǠȪǩ.   

5ǦɅǻǠȶǪȝɍǟ  ǟǼɆǱ ȰȶȞɅ Ǡȶǝǟǻ ǦȭȀȊȱǟ ǧǠȵɀȲȞȵ ȳǠȚȹ.   

ȿ źɎǲȆǣ ȘȦǪƠ ǦȭȀȊȱǟǦȩǼǣ źɎȵǠȞǩ. 

ǢȅǠȺƫǟ Ǩȩɀȱǟ Ž ǦɆȪɆȪǵ ǧǠȵɀȲȞȵ ȳǼȪǩ ǦȭȀȊȱǟ.   

6ȴɆȲȆǪȱǟ ǦȝȀȅ   ȳɀȪǩ ǦȭȀȊȱǟǿǠȖǹǚǣ ȼǤȲȕ ǾɆȦȺǩ ǼȺȝ ȰɆȶȞȱǟ.   

ǟȼǩǠǤȲȖȱ ɄƧǿ ǼɆȭǖǩ ɂȪȲǪɅ ȰɆȶȞȱ.  

Source: sohn and tadisina, (2008), development of e-service quality measure for internet
institutions, totalquality management, English, p: 916.
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ǬȱǠǮȱǟ țȀȦȱǟ :ɋǟ ǦȵǼƪǟ ǥǻɀǱ ǻǠȞǣɉǟ ǯǽɀƴ ǢȆǵ ǦɆȹȿȀǪȮȱ

 ȿ ǧǻǼȞǩ ǼȪȱɋǟ ǦȵǼƪǟ ǥǻɀǱ ȤɅǿǠȞǩ ǨȦȲǪǹǟ ǯǽɀƴ ǢȆǵ ǦɆȹȿȀǪȮȱǠȾȺɆǣ ȸȵ ǧǠȅǟǿǼȱǟ ǻǼȞǪǣ ǻǠȞǣɉǟ:  

ɍȿǕ :Ǧȅǟǿǻ ǢȆǵ", hongxiali"

 ɀȕ ǼȪȱǿli, hongxia "" ɋǟ ǦȵǼƪǟ ǥǻɀǱ ǯǽɀƴ ȼǝǠȊȹǚǣ ȳǠȩ ɃǾȱǟ ǦɆȹȿȀǪȮȱ(equal)ɄȽ ǻǠȞǣǕ ǦȞǤȅ ȸȵ ȷɀȮǪɅ ɃǾȱǟȿ:  

- ǥǒǠȦȮȱǟ  :ƫǟ ȳǟǼǺǪȅǟ ǦȝȀȅȿ ǦȱɀȾȅƆȿȀǪȮȱɋǟ Ȝȩɀ.  

- ȿ ǧǠǱǠɆǪǵǟ ƘȥɀǩǒɎȶȞȱǟ ǧǠǤȲȕ: ǦȵǼƪǟ ȿǕ ǰǪȺƫǟ Ƙȥɀǩȿ ǧǠǤȲȖȱǟ ȴɆȲȆǩ ɂȲȝ ƆȿȀǪȮȱɋǟ Ȝȩɀƫǟ ǥǿǼȩ ɁǼȵ.

- ƃɇǟ ȳǠȚȺȱǟ ǼǱǟɀǩ: Ǡșɀȱǟ Ȱȶȝ ɂȲȝ ƃɇǟ ȳǠȚȺȱǟ ǥǿǼȩ ɁǼȵƆȿȀǪȮȱɋǟ Ȝȩɀƫǟ Ž ǦȦȲǪǺƫǟ ǦɆȺȦȱǟ Ȥǝ.

- ǦɆȍɀȎƪǟ: ɋǟ Ȝȩɀƫǟ ȳǠɆȩ ǦǱǿǻȱƆȿȀǪȮȿ ǒɎȶȞȱǟ ǧǠȵɀȲȞȵ ǦɅǠȶƜ ǟ ȰȵǠȞǪȱǟƆȿȀǪȮȱɋǟ Ȝȩɀƫǟ Ȝȵ ȸȵɇ.

ȫǠȺȽȿ  ǦȍǠǹ ɄȽ ǦȵǼƪǟ ǥǻɀǱ ǻǠȞǣɉ ɁȀǹǕ ȌǝǠȎǹɄȽȿ ȰȭǠȊȶȲȱ ǦɆȹȿȀǪȮȱɋǟ ǦƨǠȞƫǟ ǥǻɀƛ:  

- ȰȭǠȊƫǟ ȰƩ ǦɆȱɇǟ ǦǣǠǲǪȅɍǟ: ȵ ǥǒǠȦȭƆȿȀǪȮȱɋǟ Ȝȩɀƫǟ ȯɎǹ ȸȵ ȰȭǠȊƫǟ ǦƨǠȞ.  

- ǒɎȶȞȱǟ ȰȭǠȊȵ Ȱǵ Ž ǥǼȝǠȆƫǟ: ɋǟ Ȝȩɀƫǟ ǥǿǼȩȵ Ȱǵ ɂȲȝ ƆȿȀǪȮȱǒɎȶȞȱǟ ȰȭǠȊ.

- ȯǠȎǩɍǟ: Ȏǩɍǟ ȨɅȀȕ ȸȝ ǒɎȶȞȱǟ ǥǼȝǠȆȵ Ƙȥɀǩ ɂȲȝ ǥǿǼȪȱǟƆȿȀǪȮȱɋǟ Ȝȩɀƫǟ ȨɅȀȕ ȸȝ ȿǕ ɄȦǩǠƬǟ ȯǠ.

ȯȿǼƨǟ ȿ ƃǠǪȱǟ  ȶǪȞƫǟ ǦɆȹȿȀǪȮȱɋǟ ǦȵǼƪǟ ȃǠɆȩ ǯǽɀƴ ǴȑɀɅǒɎȶȞȱǟ ǧǠǤȲȕ ǧǠȹǠɆǣ ȰȪȹ ɂȲȝ ǥǼ  

ȴȩǿ ȰȮȉ)15(

ǠɆȩ ǯǽɀƴɋǟ ǦȵǼƪǟ ǥǻɀǱ ȃǒɎȶȞȱǟ ǧǠǤȲȕ ǧǠȹǠɆǣ ȰȪȹ ɂȲȝ ǼȶǪȞƫǟ ǦɆȹȿȀǪȮȱ

Source: li ,hongxia, (2007), evaluating electronic service quality, in transaction process
based évaluation model, the européen conférence montpellier, France, p: 335.

ǒɎȶȞȱǟ  ǠȑȀȱ ȯȿɉǟ ɁɀǪȆƫǟ:

- ƫǟ ǦȵǼǹǧǠȵɀȲȞ

- ƃɇǟ ȳǠȚȺȱǟ ȤǝǠșȿ ǦȵǼǹ

)ȰɆȶȞȱǟ ǡǼǱ(

 ȰȪȹ ǦɆȲȶȝ ȳǠƢǙ ȰǤȩ

 ǧǠǤȲȕ ǧǠȹǠɆǣ

ȰɆȶȞȱǟ

ǒɎȶȞȱǟ ǠȑȀȱ ƆǠǮȱǟ ɁɀǪȆƫǟ:

-  ƃɇǟ ȳǠȚȺȱǟ ȤǝǠșȿ ǦȵǼǹ

) ȰɆȶȞȱǟ ǦȪǭ ǢȆȭ(

ǧǠȵɀȲȞƫǟ ȿ ǥǒǠȦȮȱǟ

 ǦɆȲȶȝ ȰȪȹ ǧǠȹǠɆǣ

 ȰɆȶȞȱǟ ǧǠǤȲȕ

 ǼǱǟɀǪȱǟ ƃɇǟ ȳǠȚȺȱǟ24

 ǦȝǠȅ  

 ǒɎȶȞȱǟ ǧǠǱǠɆǪǵǟȿ ǧǠǤȲȕ

 ǦɆȍɀȎƪǟ Ƙȥɀǩ

ǒɎȶȞȱǟ ǠȑȀȱ ǬȱǠǮȱǟ ɁɀǪȆƫǟ:

-  ǧǠȵɀȲȞƫǟ ǦȵǼǹ ) ǢȆȭ

 ȰɆȶȞȱǟ ǒɍȿ(

 ȸȵ ǒǠȾǪȹɍǟ ǼȞǣ

 ǧǠȹǠɆǤȱǟ ȰȪȹ ǦɆȲȶȝ

ȰɆȶȞȱǟ ǧǠǤȲȕ

 ǒɎȶȞȱǟ ǥǼȝǠȆȵ

 ǒɎȶȞȱǟ ȰȭǠȊȵ Ȱǵ

 ǒɎȶȞȱǠǣ ȯǠȎǩɍǟ
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ǠɆȹǠǭ: Ǧȅǟǿǻ ǢȆǵ"swaid et al"

    ǿɀȕ ǼȪȱ"swaid"  ǯǽɀƴɋǟ ǦȵǼƪǟ ǥǻɀǱ ǻǠȞǣɉɄȽ ǻǠȞǣǕ ǦǪȅ ȿǽ ǦɆȹȿȀǪȮȱ :  

ȿ ƆȿȀǪȮȱɋǟ Ȝȩɀƫǟ ȳǟǼǺǪȅǟǟ ǧǠȵɀȲȞƫǟ ǥǻɀǱȿ ǒɎȶȞȱǟ ǧɎȵǠȞǩ ƙȵǖǩȿ ǒɎȶȞȱǟ ǦȵǼǹȿ ǦɅǻǠȶǪȝɍ ȰȮȱ ȌɆȎǺǪȱǟ ǦɆȹǠȮȵǙ Ȁȥǟɀǩ

ǥǼǵ ɂȲȝ ȰɆȶȝ . ȯȿǼƨǟ ǴȑɀɅȿȀȭǾȱǟ ǦȦȱǠȅ ǻǠȞǣɉǟ ȬȲǩ ȤɅȀȞǩ ƃǠǪȱǟ.

ȴȩǿ ȯȿǼǱ)12(

 ɋǟ ǦȵǼƪǟ ǥǻɀǱ ǻǠȞǣǙ ǧǠȦɅȀȞǩȯ ǦɆȹȿȀǪȮȱ:"swaid et al"

ɁɀǪȆƫǟǼȞǤȱǟ  ȤɅȀȞǪȱǟ  ǦȲǮȵǕ  

1ɋǟ Ȝȩɀƫǟ ȳǟǼǺǪȅǟƆȿȀǪȮȱ  ɋǟ Ȝȩɀƫǟ ǴȦȎǩ ȿ ȳǟǼǺǪȅǟ ǦȱɀȾȅƆȿȀǪȮȱ.   ÛǴȦȎǪȱǟ ǦȱɀȾȅǧǠȶɆȲȞǩ Ȁȥǟɀǩ.  

2ǧǠȵɀȲȞƫǟ ǥǻɀǱ  ɀȎǵ ȯ ɁɀǪǂǟ ȸȵ ǥǻɀǱ ǧǟǽȿ ǥǼɆȦƫǟ ǧǠȵɀȲȞƫǟ ɂȲȝ ǒɎȶȞȱǟ

ɋǟȜȩɀȶȲȱ ƆȿȀǪȮȱ.  

ȿ ǥǼɆȦȵ ǧǠȵɀȲȞȵ ǢȅǠȺǩ ǦȪɆȩǻ

 ǠȾȞȑȿ ȸȵ ȏȀȢȱǟ  

3ǦȵǼƪǟ ɂȲȝ ǻǠȶǪȝɍǟ  ɋǟ Ȝȩɀƫǟ ɂȲȝ ǒɎȶȞȱǟ ǻǠȶǪȝǟ ȸȝ ǼɅǿɀǪȱǟ ɂȲȝ ǦȪȥǟɀƫǠǣ ƆȿȀǪȮȱ

 ÛȴɆȲȆǪȱǟ ȰǵǟȀȵ ǦȞǣǠǪȵ ÛƆȿȀǪȮȱɍǟ ǼɅƎȱǟ ȨɅȀȕ ȴɆȲȆǩ ǦȩǻǦȵǼƪǟ.

 ÛƆȿȀǪȮȱɋǟ ǼɅƎȱǟ ȨɅȀȕ ȸȝ ǼɆȭǖǪȱǟ

ǒǟȀȊȱǟ ȀȵǕ ǦȞǣǠǪȵ.  

4ǒɎȶȞȱǟ ǦȵǼǹ  ȱǟ ȯɀȎǵɋǟ Ȝȩɀƫǟ ȸȵ ǥǼȝǠȆƫǟ ɂȲȝ ǒɎȶȞ ƆȿȀǪȮȱȿǕ  ȨɅȀȕ ȸȝ

ɄȎǺȊȱǟ ȯǠȎǩɍǟ.   

ɋǟ ǼɅƎȱǟ ǦɆȹǠȮȵǙ ǦǣǠǱɋǟ ƆȿȀǪȮȱ

ǒɎȶȞȱǟ ǧǟǿǠȆȦǪȅǟ ɂȲȝ.  

5 ǧɎȵǠȞǪȱǟ ƙȵǠǩ  Ʌǟ ɂȲȝ ȯɀȎƩǟ ǒɎȶȞȱǟ ȜȩɀǪȿ ǦȪǮȱȝ ǦɆȍɀȎƪǟ ȴőɎȵǠȞǩ ǒǟȀǱǙ ȸ

ɋǟ Ȝȩɀƫǟ ɂȲȝƆȿȀǪȮȱ.   

 ÛǦɅȀȆȱǟȿ ǦɆȍɀȎƪǟ ǧǠȅǠɆȅ Ȁȥǟɀǩ

ǥǼɆƨǟ ǦȞȶȆȱǟ.  

6ȌɆȎǺǪȱǟ ǦɆȹǠȮȵǙ Ȁȥǟɀǩ  ȴőǠǱǠɆǪǵɍ ǠȪȥȿ ȴŏ ǦȍǠǹ ǧǠȵǼǹ ɂȲȝ ȯɀȎƩǟ ǒɎȶȞȱǟ ȜȩɀǪɅ. ÛƆȿȀǪȮȱɋǟ Ȝȩɀƫǟ ǧǠǶȦȍ ȌɆȎơ

 ȌɆȎơ ÛȯǠȎǩɍǟ ȰǝǠȅȿ ȌɆȎơ

ȿ ǧǠǲǪȺƫǟǟǧǠȵǼƪ.  

the),(2009measuring,,samara,g,college,wigamol, philaner smith, roff,et alswaidSources:
journal of electronic andservices,ale development and intial and validation,-quality of e

research,vol, pp:[16-22].
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ǠǮȱǠǭ:Ǧȅǟǿǻ ǢȆǵ"nd robainaalyola a"

alyola"التطرق لنموذج الأبعاد لجودة الخدمة الالكترونیة حسب دراسةسیتم    and robaina"في الجدول التالي:

ȴȩǿ ȯȿǼǱ)13(

ɋǟ ǦȵǼƪǟ ǥǻɀǱ ǻǠȞǣǕ ǯǽɀƴȯ ǦɆȹȿȀǪȮȱ"alyola and robaina"

ɁɀǪȆƫǟ ǥǻɀǱ ǻǠȞǣǕ

ǦȵǼƪǟ  

ǦȵǼƪǟ ǥǻɀǱ ȀȍǠȺȝ  ǦɆȝȀȦȱǟ ȣǟǼȽɉǟ  ȳǠȞȱǟ ȣǼƬǟ  

1ȴɆȶȎǩ  Ȝȩɀƫǟ

ɋǟƆȿȀǪȮȱ  

- ǴȦȎǪȱǟ ǦȱɀȾȅ.     

-ǴȦȎǪȱǟ ǧǟȿǻǕ Ȁȥǟɀǩ.   

- ȴɆȶȎǪȱǟ ȰɆȶƠ ǦȝȀȅ.   

-ȴɆȶȎǪȱǟ ǦɆǣǽǠǱ.   

- ȴȲȞǪȱǟ ǦȲȾȅ ǧǠǶȦȎȱǟ.   

- ȳǠȚȺȱǟ ǧǠǤǭ ɀƲ ȼǱɀǪȱǟ.   

- ǦɆǩǟǾȱǟ ǦȵǼƪǟ.   

- ǦɆȍɀȎƪǟ ȿ ǦɅȀȆȱǟ.  

- Ǩȩɀȱǟ Ƙȥɀǩ.   

-  ȰȪȹ ǼɆȺȦǩ

 Ȁȵǟȿɉ ǧǠȹǠɆǤȱǟ

ǠɆȱǓ ǒǟȀȊȱǟ.   

2ǦɅǻǠȶǪȝɍǟ  - ǠȾɆȲȝ ǼȩǠȞǪƫǟ ȓȿȀȊȱ ǠȪȥȿȿ ǧǠǲǪȺƫǟ ȴɆȲȆǩ  

- ȿ ǥǿɀǩǠȦȱǟ ǦȩǻǿǠȞȅɉǟ.   

- ǦɆȦǹ ǦɆȥǠȑǙ ǒǠǤȝǕ Ƀǖǣ ȰɆȶȞȱǟ ȰɆȶƠ ȴǪɅ ɍ  

-ȴɆȲȆǪȱǟ ǻǠȞɆƞ ȳǟȂǪȱɍǟ.   

- ǦȪǮȱǟ.   

- ǦɆȩǟǼȎƫǟ.   

-ǧǠȹǠɆǤȱǟ ȰȪȹ.   

-  ȀȵǟȿǕ ǾɆȦȺǩ

ǠɆȱǓ ǒǟȀȊȱǟ.   

3 ǧǠȹǠȶȑ

ǒǟȀȊȱǟ  

- ǟ ǦȅǠɆȅ ȜɆǤȱȿ ȜȲȆȱǟ ȷǠȶȑ ǬɆǵ ȸȵ țǠǱǿǙ ȷǠȶȑ

 ȯǠƫǟǦȞȲȆȱǟ ȯɀǤȩ ȳǼȝ ǦȱǠǵ Ž țɀȥǼƫǟ.   

- ǒɎȶȞȱǟ ɁȿǠȮȊȱ ǦȭȀȊȱǟ ǦƨǠȞȵ.   

- ȱ ǦȭȀȊȱǟ ǾɆȦȺǪȱ ȧȀȢǪȆƫǟ Ǩȩɀȱǟ ȸȝ ǒɎȶȞȱǟ ǧǠǤȲȖ

ɋǟ ǼɅƎȱǟ ȨɅȀȕƆȿȀǪȮȱ.   

-  ǼȞǣ Ǡȵ ȰȭǠȊȵ Ȝȵ ȰȵǠȞǪȱǟ

ȜɆǤȱǟ.   

- ǧɎȵǠȞƫǟ ǾɆȦȺǩ

ǠɆȱǓ.  

4ǦɅȀȆȱǟ  - Ƙȥɀǩ ǒɎȶȞȲȱ ǦɆȎǺȊȱǟ ǧǠȵɀȲȞȶȲȱ ǦɅȀȆȱǟ ȿ ǦɅǠȶƩǟ.

-  Ƙȥɀǩȿ ǧǠǲǪȺƫǟ ȸȝ ǦɆȥǠȮȱǟ ǧǠȵɀȲȞƫǟǧǠȵǼƪǟ.   

- ǦȦȲǪǺƫǟ ȜȥǼȱǟ ȧȀȕ ȸȝ ǦɆȥǠȮȱǟ ǧǠȵɀȲȞƫǟ Ƙȥɀǩ.   

- ǦȦȲǪǺƫǟ ȴɆȲȆǪȱǟ ȧȀȖȱ ǦɆȥǠȮȱǟ ǧǠȵɀȲȞƫǟ Ƙȥɀǩ.   

-ȿ ǦȪǮȱǟ Ƙȥɀǩ ǥǼɆƨǟ ǦȞȶȆȱǟ

ǥǖȊȺȶȲȱ.   

- ǼȭǖǪȱǟ ȳǼȝ ǦǱǿǻ ȰɆȲȪǩ  ǼȺȝ

ǱǙ ȜȲȆȱǟ ǒǟȀȉ ǦɆȲȶȝ ǒǟȀ

ȿȜȩɀƫǟ ȸȵ ǧǠȵǼƪǟ.   

- ǧɎȵǠȞƫǟ ǾɆȦȺǩ

ǠɆȱǓ.  

5 ǒǠȺǪȝɍǟ

ǒɎȶȞȱǠǣ  

- ǥǖȊȺƫǠǣ ȯǠȎǩɍǟ ǦȱɀȾȅ Ƙȥɀǩ.  

- ȴɆȲȆǪȱǟ ǦȪɅȀȖȱ ǦȦȲǪǺƫǟ ǧǟǿǠɆǪǹɍǟ Ƙȥɀǩ.   

- ȜȥǼȱǟ ǦȪɅȀȖȱ ǦȦȲǪǺƫǟ ǧǟǿǠɆǪǹɍǟ Ƙȥɀǩ.   

- ǠȪȥȿ ǒɎȶȞȱǟ ǒǠȑǿǙ ɂȲȝ ȰȶȞȱǟ

ȴőǠǱǠɆǪǵɍ ȴőǠǤȲȕȿ.  

-  Ȝȵ ǧǠȩɎȞȱǟ

ǒɎȶȞȱǟ.   

Source: alyola and robaina, (2005), e-service quality managements, journal of applied
quarate mothose pp :[50-54].
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ƆǠǮȱǟ ǬǶǤƫǟ:ǦȲɆȵ ɄȞȵǠƨǟ ȂȭȀƫǟ ƆȿȀǪȮȱɋǟ Ȝȩɀƫǟ ɂȲȝ ǦȵǼƪǟ ǥǻɀǱ ȃǠɆȩ

 ǾȽ Ž ȯȿǠȺǪȹ ȣɀȅǤƫǟ ǟȖȵ ǬǶȲƙǤ ȼȞȩɀȵȿ ǦȲɆȵ ɄȞȵǠƨǟ ȂȭȀƫǟ ɂȲȝ ɃɀǪƷ ȯȿɉǟƆȿȀǪȮȱɋǟ ÛǿǠȕɋǟ ȯɀǵ ƆǠǮȱǟȿƆǟǼɆƫǟ.

ȯȿɉǟ ǢȲȖƫǟ: ƆȿȀǪȮȱɋǟ ȼȞȩɀȵȿ ǦȲɆȵ ɄȞȵǠƨǟ ȂȭȀƫǟ

ǾȽ Ž ȧȀȖǪȱǟ ȴǪɆȅǦȍǠǹ ǦȦȎǣ ǦȲɆȵ ɄȞȵǠƨǟ ȂȭȀȶȲȱ ƆȿȀǪȮȱɋǟ Ȝȩɀƫǟȿ ǦȵǠȝ ǦȦȎǣ ǦȲɆȵ ǦɅɍȿ ƇǼȪǩ ƂǙ ǢȲȖƫǟ ǟ.   

ȯȿɉǟ țȀȦȱǟ :ǦȲɆȵ ɄȞȵǠƨǟ ȂȭȀƫǟ ȸȝ ǥǾǤȹ

 ǦɆȲɅɀǱ Ž ɄȞȵǠƨǟ ȂȭȀƫǟ ǳǠǪȦȹǠǣ ǦɅɍɀȱǠǣ ƃǠȞȱǟ ȴɆȲȞǪȱǟ țǠȖȩ ǖȊȹ2008  ɃǾɆȦȺǪȱǟ ȳɀȅȀƫǟ ǢǱɀƞ204-28  Ž Ƿǿǘƫǟ09

 ǦɆȲɅɀǱ2009

 ɍȿǕ :ǦȲɆƫ ɄȞȵǠƨǟ ȂȭȀƫǟ ƇǼȪǩ

-ǦȲɆȵ ǦɅɍɀȱ ǦǤȆȺȱǠǣ:ȜǱȀɅǠȾƸǿǠǩƂǟȀȎȞȱǟɃȀǲƩǟǟÛǬɅǼƩǬɆǵǼǱɀɅǦɅɍɀȱǠǣǕǼǵȴȽǕȜȩǟɀȵǠȵ Ž ǸɅǿǠǪȱǟ ȯ ȰǤȩ

ȌǹÛȀǝǟȂƨǟȀȭǾȱǠǣȜȩɀȵƓȊȵŸȀȞȱǟǡȀȩȳɀȢȲȉǼɆȞȱǟɃǾȱǟǻɀȞɅƂǟǥǿǠȒƩǟǦɆȎȦȪȱǟŽȯǠƽǠɆȪɅȀȥǙǧȁȀǣÛǦȲɆȵŽ

ǼȾȞȱǟɃǼɆȵɀȺȱǟɁǼǵǚȭȴȽǕȷǼƫǟǦȞǣǠǪȱǟǬɆǵÛǠȆɆȺɆȅǠƫȀȭǾǩǿǻǠȎƫǟǠŒǕǨȹǠȭǠőǠȞȕǠȪȵɂȝǼǩ"ɀȲɆȵ"ǦǤȆȹƂǟǦȮȲȵ

ǨȹǠȭǠȾȶȮƠŽǼȾȞȱǟƆǠȵȿȀȱǟŽȿÛǼȾȝȃɀɆȱɀɅȀȎɆȩǧȀȾș"ȣɎɆȵ"ǥǼǵǟɀȭȸȵȷǼƫǟȜǣǿɉǟƔȱǟȰȮȊǩ ȷɀȮȱǟ

ɆȱǟǿǼȥǦǦɆǩƘȆȱǟǼȩȿǧȀȭǽŽǼɅǼȞȱǟȸȵǧǠȉɀȪȺƫǟǦɅȀǭɉǟǥǼȞǣǧǠɆȶȆǪȱǟǠȾȺȵmilev ,mulium, moluim, méduis ,

milo, milah, mila ،ȜȪǩǦɅɍȿǦȲɆȵȯǠƽȧȀȉÛȀǝǟȂƨǟȠȲǤǩǠȾǪǵǠȆȵ14.325ȴȭ2ǻǟǼȞǪǣƆǠȮȅǿņǼȩ  ǦȺȅ2000ǡ:

950,806ǦȶȆȹ...ǠȵǕǦȥǠǮȮȱǟǦɆȹǠȮȆȱǟǨȢȲǤȥ204¡14ǦȶȆȹ/ȴȭ²ŽȄȦȹÛǦȺȆȱǟǠȽǼƠǧǠɅɍɀȱǟǦɆȱǠǪȱǟ:ȸȵȧȀȊȱǟ

ǦɅɍȿǦȺɆȖȺȆȩȸȵǡȀȢȱǟǦɅɍȿȤɆȖȅȸȵȯǠȶȊȱǟǦɅɍȿȰǲɆǱȸȵȊȱǟȯǠȶɄȩȀȊȱǟǦɅɍȿǥǼȮɆȮȅȸȵǡɀȺƨǟǦɅɍȿǦȺǩǠǣ

ȸȵȿǡɀȺƨǟɄȩȀȊȱǟǦɅɍȿȳǕɄȩǟɀǤȱǟ.

-ǦȲɆȵ ɄȞȵǠƨǟ ȂȭȀȶȲȱ ǦǤȆȺȱǟ :ɀȽǦȆȅǘȵǦɆȵɀȶȝǧǟǽȜǣǠȕɄȶȲȝÛŽǠȪǭȜøøǪȶǪǩȯɎȪǪȅɍǠǣɃɀȺȞƫǟ ƃǠƫǟȿȣǼȾɅȿ

ƂǙƘȥɀǩȸɅɀȮǩɄȶȲȝɄȝɀȹȿǦǤȲȖȲȱŽȸɅǻǠɆȵǦȦȲǪƯ¡ŹȻǗǠȊȹǙǱɀƞǢȳɀȅȀƫǟɃǾɆȦȺøøǪȱǟȴȩǿ08-204-

ǷǿǘøøøøƫǟŽ09ǦɆȲɅɀǱ2008ǴǪȥȼǣǟɀǣǕȯɎǹȴȅɀƫǟɄȞȵǠƨǟ2008-2009ȀǮȭɉȸȵ1000ǢȱǠȕȷɀȮɆȱȬȱǾǣ

ȯȿǕǦȆȅǘȵǦɆȞȵǠǱȨȲȖȺɅǠŏțǠȖȩȴɆȲȞǪȱǟƃǠȞȱǟȿǬǶǤȱǟɄȶȲȞȱǟŽǦɅɍɀȱǟ. ǠȵǕȜøøȩɀƫǟǦǵǠȆƫǟȿɀȾȥȜȪɅɂȲȝǼȞǣȄƦ

ǟȀǪȵɀȲɆȭǧȸȝȔȅȿǦȺɅǼƫǟɂȲȝȨɅȀȖȱǟȔǣǟȀȱǟƙǣƔɅǼȲǣǦȲɆȵȿǦɅǠȡȁȿȜǣȀǪɅɂȲȝǦǵǠȆȵǦɆȱǠƤǙǠȽǿǼȩ87ǿǠǪȮȽ.1

1-ǦȲɆȵ ɄȞȵǠƨǟ ȂȭȀȶȲȱ ƆȿȀǪȮɆȱɍǟ Ȝȩɀƫǟ.
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 ǠɆȹǠǭ :ȸɅǻǠɆȵȸøøøøøøɅɀȮǪȱǟ

 ȀȥɀɅȂȭȀƫǟɄȞȵǠƨǟȼǪǤȲȖȱǠȺɅɀȮǩǠɆȝɀȹŽȸɅǻǠɆƫǟǦɆȱǠǪȱǟ:

 ǦȲǵȀȵȹǠȆɆȲȱǟȄ

ȴȩǿ ȯȿǼǱ )14(  

ȄȹǠȆɆȲȱǟ ǦȲǵȀȵ

ȷǟǼɆƫǟ  ǦǤȞȊȱǟ  

ǧǠɆȺȪǩȿ ȳɀȲȝ  ɃȀȱǟ ȳɀȲȝ  

ƃǓ ȳɎȝǙȿ ǧǠɆȑǠɅǿ  
ǦɆȅǠȅǕ ǧǠɆȑǠɅǿ  

ȳǠȝ ƃǓ ȳɎȝǙ  

ǥǠɆƩǟȿ ǦȞɆǤȖȱǟ ȳɀȲȝ  

ǦɅɀɆǵ ǒǠɆȶȭ  

ȔɆƮȿ ǦǞɆǣ  

ǧǠǤȺȱǟ ǠɆǱɀȱɀȺȮǩɀɆǣ  

ƘɆȆǪȱǟ ȳɀȲȝȿ ǦɅǿǠƟÛǦɅǻǠȎǪȩǟ ȳɀȲȝ  

ȫɀȺǣ  

ǦɆȱǠȵ  

ȨɅɀȆǩ  

ǦɆǤȺǱǕ ǧǠȢȱȿ ǡǟǻǓ  ǦȢȲȱǟ ȳɀȲȝ  

Ÿǿ ǡǻǕȿ ǦȢȱ  
 ǡǻǕŸȀȝ  

ǦɆǣȀȝ ǦȢȱ  

ǿǼȎƫǟ :ȱɋǟ ȜȩɀƫǟǦȲɆȵ ɄȞȵǠƨǟ ȂȭȀȶȲȱ ƆȿȀǪȮ.

ǦȲǵȀȵȀǪȅǠƫǟ

ƃǠǪȱǟ ȯȿǼƨǟ Ž ǦȺɆǤȵ ɄȽȿ:

ȴȩǿ ȯȿǼǱ )15(  

ȀǪȅǠƫǟ ǦȲǵȀȵ  

ǿǼȎƫǟ:ȱɋǟ ȜȩɀƫǟǦȲɆȵ ɄȞȵǠƨǟ ȂȭȀȶȲȱ ƆȿȀǪȮ.

ȷǟǼɆƫǟ  țȀȦȱǟ  ȌȎǺǪȱǟ  

ǧǠɆȑǠɅǿ ȿ ƃǓ ȳɎȝǙ  

ǧǠɆȑǠɅǿ  
 ǦɆȅǠȅǕ ǧǠɆȑǠɅǿ

 ǦɆȪɆǤȖǩȿ  

ƃǓ ȳɎȝǙ  
 ȳɎȝɋǟ ǠɆǱɀȱɀȺȮǩȿ ȳɀȲȝ

ǠȎǩɍǟȿȯ  

ǻǠȎǪȩǟ ȳɀȲȝÛǦɅ  ȳɀȲȝȿ ǦɅǿǠƟ

ƘɆȆǪȱǟ  
ƘɆȆǪȱǟ ȳɀȲȝ  ǦɆȱǠȵȿ ȫɀȺǣ  

ǦȢȱȿ ǡǻǕ ŸȀȝ   ǦɆǣȀȝ ǦȢȱ   ŸȀȞȱǟ ȷǠȆȲȱǟ ȳɀȲȝ  
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ǭǠǮȱǠ:ǦȲɆƫ ɄȞȵǠƨǟ ȂȭȀƫǟ ǼȽǠȞȵ

ȮǪɅȸȵ ǦȲɆƫ ɄȞȵǠƨǟ ȂȭȀƫǟ ȷɀ03  ǼȽǠȞȵǩ ǦɆȱǠǪȱǟ ȯǠȮȉɉǟȿǼȾȞƫǟ Ȱȭ ǧǠȹɀȮȵ ƙǤ:

ǠɆǱɀȱɀȺȮǪȱǟȿ ȳɀȲȞȱǟ ǼȾȞȵ:

ɄȽȿ ȸɅǻǠɆȵ ǦǭɎǭ ȸȵ ȷɀȮǪɅ:

1.1  ƃɇǟ ȳɎȝɋǟȿ ǧǠɆȑǠɅȀȱǟ ȷǟǼɆȵ)D03:(ƃǠǪȱǟ ȰȮȊȱǟ Ž ƙǤȵ ɀȽȿ:

 ȴȩǿ ȰȮȉ)16(

ƃɇǟ ȳɎȝɋǟȿ ǧǠɆȑǠɅȀȱǟ ȷǟǼɆȵ  

ǿǼȎƫǟ :ȱɋǟ ȜȩɀƫǟǦȲɆȵ ɄȞȵǠƨǟ ȂȭȀȶȲȱ ƆȿȀǪȮ.  

ǧǠɆȑǠɅǿ

Ǔ ȳɎȝǙȿ ǧǠɆȑǠɅǿ ȷǟǼɆȵƃ

ƃǓ ȳɎȝǙ

ǦɆȅǠȅǕ ǧǠɆȑǠɅǿ
ȳǠȝ ƃǓ ȳɎȝǙ

ماستر مھني
ا علوم وتكنولوجی

المعلومات
والاتصال

ɄƹǻǠȭǕ ȀǪȅǠȵ

ǦɆȪɆǤȖǩȿ ǦɆȅǠȅǟ ǧǠɆȑǠɅǿ

ƂȿǕ ǦȺȅ

ǦɆȹǠǭ ǦȺȅ

ǦǮȱǠǭ ǦȺȅ

ǦȞǣǟǿ ǦȺȅ
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 2.1 ȷǟǼɆȵȳɀȲȝǦȞɆǤȖȱǟǥǠøøɆƩǟȿ(D04):ƃǠǪȱǟ ȰȮȊȱǟ Ž ƙǤȵ ɀȽȿ:  

ȰȮȉ )17(

ǥǠɆƩǟȿ ǦȞɆǤȖȱǟ ȳɀȲȝ ȷǟǼɆȵ  

ǿǼȎƫǟ :ȱɋǟ ȜȩɀƫǟǦȲɆȵ ɄȞȵǠƨǟ ȂȭȀȶȲȱ ƆȿȀǪȮ.  

3.1 ǧǠɆȺȪǪȱǟȿ ȳɀȲȞȱǟ ȷǟǼɆȵ)D011:(ɀȽȿƃǠǪȱǟ ȰȮȊȱǟ Ž ƙǤȵ:

ȰȮȉ)18(

ȷǟǼɆȵȳɀȲȞȱǟȿɆȺȪǪȱǟǧǠ(D011)

ǿǼȎƫǟ :ȱɋǟ ȜȩɀƫǟǦȲɆȵ ɄȞȵǠƨǟ ȂȭȀȶȲȱ ƆȿȀǪȮ.

الطبیعة والحیاة ȳɀȲȝمیدان 

ǠɆǱɀȱɀɆǣ

وجیا بیوتكنول
النبات

یةكیمیاء حیو

بیئة ومحیط

السنة الأولى

السنة الثانیة

السنة الثالثة

میدان العلوم والتقنیات

لريعلوم ا

سنة ثانیة+سنة أولى 

سنة ثالثة
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2- ǼȾȞȵȳɀȲȞȱǟǦɅǻǠȎǪȩɍǟǦɅǿǠǲǪȱǟȿȳɀȲȝȿƘɆȆǪȱǟ: ȿɅƃǠǪȱǟ ȰȮȊȱǟ Ž ȰǮȶǪ:  

ȴȩǿ ȰȮȉ )19(

ƘɆȆǪȱǟ ȳɀȲȝȿ ǦɅǿǠǲǪȱǟȿ ǦɅǻǠȎǪȩɍǟ ȳɀȲȞȱǟ ǼȾȞȵ  

ǿǼȎƫǟ : ȜȩɀƫǟȱɋǟɄȞȵǠƨǟ ȂȭȀȶȲȱ ƆȿȀǪȮ ǦȲɆȵ.

3-ǼȾȞȵǡǟǻɇǟȿǧǠȢȲȱǟ: ȸȵ ȰȮȊǪɅȿ:

1.3-ȷǟǼɆȵȷɀȺȦȱǟǡǟǻɇǟȿǧǠȢȲȱǟȿ(D12) :ȽȿƙǤȵ ɀ ƃǠǪȱǟ ȰȮȊȱǟ Ž:

                                        ȴȩǿ ȰȮȉ )20(

                       ǧǠȢȲȱǟȿ ǡǟǻɇǟȿ ȷɀȺȦȱǟ ȷǟǼɆȵ  

                        ǿǼȎƫǟ :ȩɀƫǟȱɋǟ ȜǦȲɆȵ ɄȞȵǠƨǟ ȂȭȀȶȲȱ ƆȿȀǪȮ.

میدان العلوم الإقتصادیة، 
التجاریة وعلوم التسییر

تخصص تسویق تخصص مالیة تخصص بنوك

شعبة العلوم 
یةالتجار

شعبة علوم 
التسییر

شعبة العلوم 
الاقتصادیة

سنة أولى

سنة ثانیة

سنة ثالثة

میدان اللغة والأدب العربي

شعبة اللغة والأدب الربي

تخصص اللغة العربیةتخصص الأدب العربي

سنة أولى

سنة ثانیة

سنة ثالثة
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2.3-ȷǟǼøøøøɆȵǦøɅȂɆøøȲƱɍǟ (082): ƙǤȵ ɀȽȿ ƃǠǪȱǟ ȰȮȊȱǟ Ž:

ȴȩǿ ȰȮȉ )21(

ǦɅȂɆȲƱɍǟ ȷǟǼɆȵ

ǿǼȎƫǟ :ȱɋǟ ȜȩɀƫǟǦȲɆȵ ɄȞȵǠƨǟ ȂȭȀȶȲȱ ƆȿȀǪȮ.

ǠȞǣǟǿ :ɄǱɀȡǟǼɆǤȱǟ ƘǭǖǪȱǟ:

ǒǠȦȮȱǟ ȸȵ ǦǤƳ ɂȲȝ ǦȲɆƫ ɄȞȵǠƨǟ ȂȭȀƫǟ ȀȥɀǪɅ ȴȾǶȺȵȿ ȼǪǤȲȕ Ƙǭǖǩ ɂȲȝ ȣȀȊǩ ǦȦȲǪƯ ǧǠȎȎǺǪȱ ǦɆȶȲȞȱǟ ǧǟ

ɄȽȿ ȴőǠȎȎơȿ ȴőǟǿǠȆȵ Ȩȥȿȿ ȴőǠǱǠɆǪǵǟ ǢȆǵ ǠȺɅɀȮǩ:  

ǥǾǩǠȅɉǟ: ƃǠǪȱǟ ȰȮȊȱǟ Ž ǦǶȑɀȵ ɄȽȿ ȴőǠɅɀǪȆȵ ȤȲǪǺƞ ǥǾǩǠȅɉǟ ȴȒǩȿ:

ȴȩǿ ȯȿǼǱ )16(

ɄǱɀȡǟǼɆǤȱǟ ƘǭǖǪȱǟ ǧǠȹɀȮȵ  

ǼȾȞƫǟ  

ȷɀȶǝǟǼȱǟ ǥǾǩǠȅɉǟ  

țɀȶŎǟ  
ǽǠǪȅǕ  

ȅǕ ȀȑǠƮ ǽǠǪ

Ǖ ȤȺȍ  

 ȀȑǠƮ ǽǠǪȅǕ

 ȤȺȍ"ǡ"  

 ǼȝǠȆȵ ǽǠǪȅǕ

 ȤȺȍ"Ǖ"  

 ǼȝǠȆȵ ǽǠǪȅǕ

 ȤȺȍ"ǡ"  

 ȳɀȲȞȱǟ ǼȾȞȵ

ǠɆǱɀȱɀȺȮǪȱǟȿ  
347265090

 ȳɀȲȞȱǟ ǼȾȞȵ

 ǦɅǿǠǲǪȱǟ ÛǦɅǻǠȎǪȩɍǟ

ƘɆȆǪȱǟ ȳɀȲȝȿ  

001213052

 ǧǠȢȲȱǟȿ ǡǟǻɇǟ ǼȾȞȵ

ǦɆǤȺǱɉǟ  
121264070

țɀȶŎǟ  46930120212

ŎǟǥǾǩǠȅɊȱ ƃǠƤɋǟ țɀȶ:212

ǿǼȎƫǟ :ȱɋǟ ȜȩɀƫǟǦȲɆȵ ɄȞȵǠƨǟ ȂȭȀȶȲȱ ƆȿȀǪȮ.

میدان الإنجلیزیة

شعبة الإنجلیزیة

تخصص علوم اللغة

سنة أولى

سنة ثانیة

سنة ثالثة



                              ƆǠǮȱǟ ȰȎȦȱǟ                                  ǦȲɆƫ ɄȞȵǠƨǟ ȂȭȀȶȲȱ ǦɆȹȿȀǪȮȱɍǟ ǦȵǼƪǟ ǥǻɀǱ ȃǠɆȩ

67

ǦǤȲȖȱǟ:  

 ǦȲɆƫ ɄȞȵǠƨǟ ȂȭȀƫǟ ȴȒɅ5935  ȴȾȺȵ ǢȱǠȕ2182 ÛƂȿɉǟ ǦȺȆȱǟ Ž ȰǲȆȵ2162  ÛǦɆȹǠǮȱǟ ǦȺȆȱǟ Ž ȰǲȆȵ1055  ȰǲȆȵ

 ÛǦǮȱǠǮȱǟ ǦȺȆȱǟ Ž318 ÛȀǪȅǠȵ ƂȿǕ ǦȺȆȱǟ Ž ȰǲȆȵ438 ǟ ǦȺȆȱǟ Ž ȰǲȆȵɄȲɅǠȵ Ȩȥȿ ÛȀǪȅǠȵ ǦɆȹǠǮȱ:  

ǧǟɀȺȆȱǟ ǢȆǵ ǦǤȲȖȱǟ ȜɅȁɀǩ ȯȿǼǱ:

ȴȩǿ ȯȿǼǱ )17(

ǦǤȲȖȱǟ ȜɅȁɀǩ  

ǦǤȲȖȱǟ

ǼȾȞƫǟ   ǦȺȆȱǟ

Ƃȿɉǟ  

 ǦȺȆȱǟ

ǦɆȹǠǮȱǟ

 ǦȺȆȱǟ

ǦǮȱǠǮȱǟ  

 ƂȿǕ ǦȺȅ

 ȀǪȅǠȵ

ɄƹǻǠȭǕ  

 ƂȿǕ ǦȺȅ

 ȀǪȅǠȵ

ƗȾȵ  

 ǦɆȹǠǭ ǦȺȅ

 ȀǪȅǠȵ

ɄƹǻǠȭǕ  

 ǦɆȹǠǭ ǦȺȅ

 ȀǪȅǠȵ

ƗȾȵ

țɀȶŎǟ  

ɀȺȮǪȱǟȿ ȳɀȲȞȱǟ ǼȾȞȵǠɆǱɀȱ  10141097344923829242638

 ÛǦɅǻǠȎǪȩɍǟ ȳɀȲȞȱǟ ǼȾȞȵ

ƘɆȆǪȱǟ ȳɀȲȝȿ ǦɅǿǠǲǪȱǟ  
6304412986606401499

 ǧǠȢȲȱǟȿ ǡǟǻɇǟ ǼȾȞȵ

ǦɆǤȺǱɉǟ  
538624413122010101798

țɀȶŎǟ  21822162105528038194245935

ǿǼȎƫǟ :ǟ Ȝȩɀƫǟȱɋ ɄȞȵǠƨǟ ȂȭȀȶȲȱ ƆȿȀǪȮǦȲɆȵ.

ȯǠǤȪǪȅɎȱ ǦɆǱɀȡǟǼɆǤȱǟ ȨȥǟȀƫǟ:  

ȴȩǿ ȯȿǼǱ )18(

ǦɆǱɀȡǟǼɆǤȱǟ ȨȥǟȀƫǟ  

ȨȥǟȀƫǟǻǼȞȱǟǥǿǼȪȱǟ)ǼȝǠȪƫǟ(

ǧǠǱǿǼƫǟ082200

ȯǠȶȝɉǟ/ǦȾǱɀƫǟ ȯǠȶȝɉǟ/ǦɆȪɆǤȖǪȱǟ ȃȿǿǼȱǟ ǧǠȝǠȩ441900

ǬǶǤȱǟ ȀǣǠƯ24604

ǥǒǟȀȪȱǟ ǧǠȝǠȩ0282

ǨɆȹȀǪȹɍǟ/ƃɇǟ ȳɎȝɋǟ ǧǠȝǠȩ04250

ǟǧǠǤǪȮƫ02500

ǧǟȀȭǾƫǟ ǦȊȩǠȺȵ ǦȝǠȩ04400

ǿǼȎƫǟ :ȱɋǟ ȜȩɀƫǟǦȲɆȵ ɄȞȵǠƨǟ ȂȭȀȶȲȱ ƆȿȀǪȮ  
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ȄȺƨǟ ǢȆǵ ǦǤȲȖȱǟ ȜɅȁɀǩ ȯȿǼǱ:  

 ȴȩǿ ȯȿǼǱ)19(

ǦǤȲȖȱǟ ȜɅȁɀǩ  

ǦǤȲȖȱǟ

ǼȾȞƫǟ  ǫǠȹǙ  ǿɀȭǽ  țɀȶŎǟ  

ǠɆǱɀȱɀȺȮǪȱǟȿ ȳɀȲȞȱǟ ǼȾȞȵ  18537852638

ǦɆǤȺǱɉǟ ǧǠȢȲȱǟȿ ǡǟǻɇǟ ǼȾȞȵ  15562421798

ƘɆȆǪȱǟ ȳɀȲȝȿ ǦɅǿǠǲǪȱǟ ÛǦɅǻǠȎǪȩɍǟ ȳɀȲȞȱǟ ǼȾȞȵ  8886111499

țɀȶŎǟ  429716385935

ǿǼȎƫǟ :ȱɋǟ ȜȩɀƫǟǦȲɆȵ ɄȞȵǠƨǟ ȂȭȀȶȲȱ ƆȿȀǪȮ.  

ǠȆȵǠǹ :ǦȲɆƫ ɄȞȵǠƨǟ ȂȭȀȶȲȱ Ƀǿǟǻɋǟ ȰȮɆƬǟ

 ǒǠȎǵɋǟ ǦɆȲǹȿ ȀɅǼƫǟ ȷǟɀɅǻȿ ȀɅǼƫǟ ȸȵ ȂȭȀȶȲȱ Ƀǿǟǻɋǟ ȰȮɆƬǟ ȷɀȮǪɅ ȰȮȊȱǟ ȯɎǹ ȸȵ ȴȾɆȱǙ ȧȀȖǪȱǟ ȴǪɅ ȣɀȅȿ ȳɎȝɋǟȿ

ƃǟɀƫǟ:  
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ȴȩǿ ȰȮȉ )22(

ǦȲɆȵ ɄȞȵǠƨǟ ȂȭȀȶȲȱ Ƀǿǟǻɋǟ ȰȮɆƬǟ  

 ȴɆȲȞǪȱǟ ǦǶȲȎȵ

ȴɆɆȪǪȱǟȿ ǢɅǿǼǪȱǟȿ

ȰȍǟɀǪƫǟ ȸɅɀȮǪȱǟ ǦǶȲȎȵ

ǧɍǻǠȞƫǟȿ ǧǟǻǠȾȊȱǟ ǦǶȲȎȵ

ǦǶȲȎȵ ɆȾǲǪȱǟȿ ǒǠȺǤȱǟ ǰȵǟȀǣ ǦȞǣǠǪȵȂ

ȣǟȀȊǪȅɍǟȿ ǒǠȎǵɋǟ ǦǶȲȎȵ

 ǦǶȲȎȵȳɎȝɋǟ ȼɆǱɀǪȱǟȿ

 ǼȞǣ Ǡȵȿ ǯǿǼǪȱǟ ǼȞǣǠȵ ǦǶȲȎȵ

ȌȎǺǪƫǟ ǯǿǼǪȱǟ

Ȟȱǟ ǦǶȲȎȵǦɆǱǿǠƪǟ ǧǠȩɎ

 ǬǶǤȱǟ ǧǠȕǠȊȹ ǦȞǣǠǪȵ ǦǶȲȎȵ

ǦɆȑǠɅȀȱǟȿ ǦɆȥǠȪǮȱǟ ǧǠȕǠȊȺȱǟ ǦǶȲȎȵ

ɁɀǪȆƫǟ ƙȆƠȿ ȸɅɀȮǪȱǟ ǦǶȲȎȵ

ƙɅǿǟǻɍǟ ƙȵǼǺǪȆƫǟ ǦǶȲȎȵ

ſǠȎƫǟ ȷǟɀȝǟȿ ƙɆȺȪǪȱǟȿ

ǩǠȅɉǟ ƙȵǼǺǪȆƫǟ ǦǶȲȎȵǾǥ

 ǧǠȕǠȊȹ ȰɅɀƢȿ ǦɆȹǟȂɆƫǟ ǦǶȲȎȵ

ǬǶǤȱǟ

ƘɆȆǪȱǟ ǦǤȩǟȀȵȿ ǦǤȅǠǂǟ ǦǶȲȎȵ 

ǧǠȪȦȎȱǟȿ

ȤɆȉǿɉǟȿ ǻȀƨǟȿ ȰǝǠȅɀȱǟ ǦǶȲȎȵ

ǦȥǠȚȺȱǟȿ ǦȹǠɆȎȱǟ ǦǶȲȎȵ

ɃȀȎǤȱǟ ɄȞȶȆȱǟȿ ȜǤȖȱǟ ȂȭȀȵ

 ȴɆȲȞǪȱǟȿ ȯǠȎǩɍǟȿ ǧǠȮǤȊȱǟȿ ǦȶȚȹɉǟ ȂȭȀȵ

ȂȦȲǪƫǟǼȞǣ ȸȝ ȴɆȲȞǪȱǟȿ

ȀɅǼƫǟ

ȀɅǼƫǟ ȷǟɀɅǻ

ȳǠȞȱǟ ƙȵɉǟ

 ȤȲȮƫǟ ǼȝǠȆƫǟ ȀɅǼƫǟ

 ǯǿǼǪȱǟ ǼȞǣ Ǡȵ ǧǠȅǟǿǼȱǠǣ

ȿ ɄȶȲȞȱǟ ǬǶǤȱǟȿ ǧǠȩɎȞȱǟ

ǦɆǱǿǠƪǟ

 ǦɆȶȺǪȱǠǣ  ȤȲȮƫǟ ǼȝǠȆƫǟ ȀɅǼƫǟ

ȣǟȀȊǪȅɍǟȿ

 ȤȲȮƫǟ ǼȝǠȆƫǟ ȀɅǼƫǟ

 ȸɅɀȮǪȱǟȿ ǯǿǼǪȱǟ Ž ǧǠȅǟǿǼȱǠǣ

ǧǟǻǠȾȊȱǟȿ ȰȍǟɀǪƫǟ

 ǒǠȎǵɋǟ ǦɆȲǹ

 ȳɎȝɋǟȯǠȎǩɍǟȿ

ǠɆǱɀȱɀȺȮǪȱǟȿ ȳɀȲȞȱǟ ǼȾȞȵ

 ǦɅǿǠǲǪȱǟȿ ǦɅǻǠȎǪȩɍǟ ȳɀȲȞȱǟ ǼȾȞȵ

ƘɆȆǪȱǟ ȳɀȲȝȿ

ȢȲȱǟȿ ǡǟǻɇǟ ǼȾȞȵǧǠ

 ȀɅǼȵǦɅȂȭȀƫǟ ǦǤǪȮƫǟ
ɄǝǠȩɀȱǟ ǢȖȱǟ ǥǼǵȿ

 ǒǠȺǪȩɍǟ ǦǶȲȎȵ

ǦƨǠȞƫǟȿ

ȤɆșɀǪȱǟ ǦǶȲȎȵ

 ǫɀǶǤȱǟ ǦǶȲȎȵ
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ƆǠǮȱǟ țȀȦȱǟ :ɄȞȵǠƨǟ ȂȭȀƫǟ ȨȥǟȀȵ

ǪȮƫǟ ÛƆǠǮȱǟ ȀȖȊȱǟ Ûȯȿɉǟ ȀȖȊȱǟ Ž ȰǮȶǪǩ ȨȥǟȀȵ ǦǭɎǭ ȸȵ ɄȞȵǠƨǟ ȂȭȀƫǟ ȷɀȮǪɅÛǦɆȞȵǠƨǟ ǧǠǤ  ǠȶȭȯǠȮȉɉǟ Ž ɄȽ ǦɆȱǠǪȱǟ:  

 ȴȩǿ ȰȮȉ)23(

ȯȿɉǟ ȀȖȊȱǟ  

ǿǼȎƫǟ :ȱɋǟ ȜȩɀƫǟǦȲɆȵ ɄȞȵǠƨǟ ȂȭȀȶȲȱ ƆȿȀǪȮ.  

دیوان المدیر: 7الطابق 

ȯȿɉǟ ȀȖȊȱǟ

 ȰȭǠɆƬǟǦɅǿǟǻɋǟ

ȨǣǠȖȱǟ8:

ǧǠȝǠȶǪǱɍǟ ǦȝǠȩ

ȨǣǠȖȱǟ06: ǦɅȀɅǼƫǟ ǦǣǠɆȹ

ȣǟȀȊǪȅɍǟȿ ǦɆȶȺǪȲȱ

 ȨǣǠȖȱǟ05:ǦȵǠȞȱǟ ǦȹǠȵɉǟ

ǪȆȶȲȱ ǦɆȝȀȦȱǟ ǦɅȀɅǼƫǟƙȵǼǺ

 ȨǣǠȖȱǟ04: ǦɅȀɅǼƫǟ ǦǣǠɆȹ

ȰǝǠȅɀȱǟȿ ǦǤȅǠǂǟȿ ǦɆȹǟȂɆȶȲȱ

 ȨǣǠȖȱǟ01:

-ȷȂǺƫǟ

- ǥǠɆƩǟȿ ǦȞɆǤȖȱǟ ȳɀȲȝ ȴȆȩ

-  ǧǠɆȑǠɅȀȱǟ ȴȆȩȳɎȝɋǟȿ 

ƃɇǟ

- ǧǠɆȺȪǪȱǟȿ ȳɀȲȞȱǟ ȴȆȩ

Ʉȑǿɉǟ ȨǣǠȖȱǟ:

- ɄȞȶȆȱǟȿ ȜǤȖȱǟ ȂȭȀȵ

ɃȀȎǤȱǟ

-ɄȲǹǟǼȱǟ ȸȵɉǟ ǢǪȮȵ

- ǥǼǵȿǟȱɄǝǠȩɀȱǟ ǢȖ

-ȂȭȀƫǟ ɃǻǠȹ

ȨǣǠȖȱǟ2:

 ǻȀƨǟȿ ȰǝǠȅɀȱǟ ǦǶȲȎȵ

ȤɆȉǿɉǟȿ

ȱǟ ȨǣǠȖ03:

-  ÛǧǠȮǤȊȱǟȿ ǦȶȚȹɉǟ ȂȭȀȵ

ȳɎȝɋǟ  ȴɆȲȞǪȱǟȿ ȯǠȎǩɍǟȿ

ǼȞǣ ȸȝ ȴɆȲȞǪȱǟȿ ȂȦȲǪƫǟ

-ǥǿǟǻǙ ȳɀȲȞȱǟ ǼȾȞȵ

Ʉȑǿɉǟ ǨƠ ȨǣǠȖȱǟ

ǦȥǠȚȺȱǟȿ ǦȹǠɆȎȱǟ ǦǶȲȎȵ

ǦɆȺȪǪȱǟ ǦȩȀȦȱǟ Ǧȉǿȿ

ǧǟǿǠɆȆȱǟ ǥƘȚǵ

ɀȡǟǼɆǤȱǟ ȰȭǠɆƬǟǦɆǱ

 ȨǣǠȖȱǟ02

 ǧǠȝǠȩȯǠȶȝɉǟ 

ǦȾǱɀƫǟ

ǥǾǩǠȅɉǟ ǢǩǠȮȵ

 ȨǣǠȖȱǟ01

ǦɆȪɆǤȖǪȱǟ ȯǠȶȝɉǟ ǧǠȝǠȩ

قاعة الأساتذة

Ʉȑǿɉǟ ȨǣǠȖȱǟ

ǦɆǱɀȡǟǼɆǣ ȀǣǠƯ

 ǨƠ ȨǣǠȖȱǟɄȑǿɉǟ

ǦɆǱɀȡǟǼɆǣ ȀǣǠƯ

ȀɅǼƫǟ ȷǟɀɅǻ
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ȴȩǿ ȰȮȉ )24(

ǦȲɆȵ ɄȞȵǠƨǟ ȂȭȀȶȲȱ ƆǠǮȱǟ ȀȖȊȱǟ  

ǿǼȎƫǟ :ƫǟȱɋǟ ȜȩɀǠƨǟ ȂȭȀȶȲȱ ƆȿȀǪȮǦȲɆȵ ɄȞȵ.  

ǦȲɆƫ ɄȞȵǠƨǟ ȂȭȀƫǟ

ƆǠǮȱǟ ȀȖȊȱǟ

ǟǻɋǟ ȰȭǠɆƬǟǦɅǿ

Ʉȑǿɉǟ ȨǣǠȖȱǟ:

ȄɅǿǼǪȱǟ ǧǠȝǠȩ

 ȨǣǠȖȱǟ4:

ǥǿǟǻǙ ǧǠȢȲȱǟȿ ǡǟǻɇǟ ǼȾȞȵ
ȨǣǠȖȱǟ1:

ȄɅǿǼǪȱǟ ǧǠȝǠȩ

ǥǾǩǠȅɉǟ ǢǩǠȮȵ

Ʉȑǿɉǟ ȨǣǠȖȱǟ

ȀǝǟȂƨǟ ǼɅȀǣ ȂȭȀȵ

ȨǣǠȖȱǟ5:

- Ž ǧǠȅǟǿǼȲȱ ǦɅȀɅǼƫǟ ǦǣǠɆȹ

 ȰȍǟɀǪƫǟ ȸɅɀȮǪȱǟȿ ǯǿǼǪȱǟ

ǧǟǻǠȾȊȱǟȿ  

 ǯǿǼǪȱǟ ǼȞǣ Ǡƫ ǦɅȀɅǼƫǟ ǦǣǠɆȹ

ǦɆǱɀȡǟǼɆǤȱǟ ȰȭǠɆƬǟ

 ȨǣǠȖȱǟ2:

ǥǾǩǠȅɉǟ ǧǠȝǠȩ

ȄɅǿǼǪȱǟ ǧǠȝǠȩ

ǦɆǱɀȡǟǼɆǣ ȀǣǠƯ

ȨǣǠȖȱǟ2:

 ǦɆǣȀȞȱǟ ǦȢȲȱǟ ȴȆȩǡǻɉǟȿ ŸȀȞȱǟ

 ǧǠȢȲȱǟ ȴȆȩǦɆǤȺǱɉǟ

قسم التسییر

 ȨǣǠȖȱǟ3:

ǥǿǟǻǙ ǟ ǼȾȞȵǦɅǻǠȎǪȩɍǟ ȳɀȲȞȱ 

ƘɆȆǪȱǟ ȳɀȲȝȿ ǦɅǿǠǲǪȱǟ

ȨǣǠȖȱǟ1:

ǹǟǼȱǟ ȸȵɉǟ ȨǶȲȵɄȲ
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ȴȩǿ ȰȮȉ )25(

ǦɆȞȵǠƨǟ ǧǠǤǪȮƫǟ  

ǿǼȎƫǟ :ȱɋǟ ȜȩɀƫǟǦȲɆȵ ɄȞȵǠƨǟ ȂȭȀȶȲȱ ƆȿȀǪȮ.  

ǦȲɆƫ ɄȞȵǠƨǟ ȂȭȀƫǟ:

ǦɆȞȵǠƨǟ ǧǠǤǪȮƫǟ

:ǼɆȾȊȱǟمكتبة 

ȷǠƥȀȱǟ ǼǤȝ ɃƎȵǻ

ǥǼɅǼƨǟ ǦǤǪȮƫǟ

 ȨǣǠȖȱǟ2:

ǦǤȲȖȲȱ ǦȞȱǠȖƫǟ ǦȝǠȩ

ǥǾǩǠȅɊȱ ǦȞȱǠȖƫǟ ǦȝǠȩ

 ǢǩǠȮȵǦɅǿǟǻǙ

 ȨǣǠȖȱǟ1:

 ǦȝǠȩǨɆȹȀǪȹɍǟ

ƃɇǟ ȃȀȾȦȱǟ

ǦɆȲǹǟǼȱǟ ǥǿǠȝɋǟ ȴȆȩ

 ǥǿǠȝɋǟ ȴȆȩǦɆǱǿǠƪǟ

ǢǪȮȱǟ ȷɀƯ

 ǦȝǠȩǧǟȀȭǾƫǟ

ɃȀȎǤȱǟ ɄȞȶȆȱǟȿ ȜǤȖȱǟ ȂȭȀȵ

ȨǣǠȖȱǟ2:

ȀǪȅǠȶȲȱ ǦȞȱǠȖƫǟ ǦȝǠȩ

 ǦǶȲȎȵǥǿǠȝɋǟ ǦɆȲǹǟǼȱǟ

 ǢǩǠȮȵǦɅǿǟǻǙ

ǦǤȲȖȲȱ ǦȞȱǠȖƫǟ ǦȝǠȩ

)ǻǠȎǪȩɍǟȿ ǡǻɉǟ ÛǦɆǤȺǱɉǟ ǧǠȢȲȱǟ(

ȨǣǠȖȱǟ1:

ǨɆȹȀǪȹɍǟ ǦȝǠȩ

ƃɇǟ ȃȀȾȦȱǟ

ǦɆȲǹǟǼȱǟ ǥǿǠȝɋǟ ȬȺǣ

ǦɆǱǿǠƪǟ ǥǿǠȝɋǟ ȬȺǣ

ǠǱǿɋǟ ȬȺǣț
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ȱǟ țȀȦȱǟǬȱǠǮ :ɋǟ ȜȩɀȶȲȱ ǦɆȆɆǝȀȱǟ ǦǶȦȎȱǟƆȿȀǪȮȱ

ɄȲȞȱǟ ǦȾƨǟ Ž  ɄȽȿ ǡǟɀǣǕ ǦȞǤȅ ȸȵ ƆȿȀǪȮȱɍǟ ȜȩɀȶȲȱ ǦɆȆɆǝȀȱǟ ǦǶȦȎȱǟ ȷɀȮǪǩ:1

ȯȿɉǟ ǡǠǤȱǟ: ɂȲȝ ɃɀǪƠ ǦɆȶɆȚȺǩ ȋɀȎȹȿ ȂȭȀƫǟ ȨȥǟȀȵȿ ɄȞȵǠƨǟ ȂȭȀȶȲȱ Ƀǿǟǻɋǟ ȴɆȚȺǪȱǟ ȸȶȒǪǩȿ ǦɆȆɆǝȀȱǟ ǦǶȦȎȱǟ

ǦɆȞȵǠƨǟ ǡǟǻɇǟȿ ǧǠɆȩɎǹɉǟ ȧǠǮɆȵ ǠȾɆȥ ȨǝǠǭȿȿ ǦȭȀǪȊȵ ǦɅǿǟȁȿ ǧǟǿǟȀȩȿ ǦɅǾɆȦȺǩ ȴȅǟȀȵ  

ɄȲǹǟǼȱǟ ȳǠȚȺȱǟȿ ǦǤǪȮȶȲȱ ɄȲǹǟǼȱǟ ȷɀȹǠȪȱǟ ÛȂȭȀȶȲȱ ɄǱɀȡǟǼɆǤȱǟ ƘȆȲȱ ɄȲǹǟǼȱǟ ȷɀȹǠȪȱǟ ɄȞȵǠƨǟ ȂȭȀȶȲȱ.  

ƆǠǮȱǟ ǡǠǤȱǟ: ȸȶȒǪǩȿ ǼȽǠȞƫǟ3 ɄȽȿ ǼȽǠȞȵ : ȳɀȲȝȿ ǦɅǿǠǲǪȱǟȿ ǦɅǻǠȎǪȩɍǟ ȳɀȲȞȱǟ ÛǧǠȢȲȱǟȿ ǡǟǻɇǟ ÛǠɆǱɀȱɀȺȮǪȱǟȿ ȳɀȲȞȱǟ

ƘɆȆǪȱǟ.  

ǬȱǠǮȱǟ ǡǠǤȱǟ :ɄȽȿ ǦɆȞȵǠƨǟ ǧǠǤǪȮƫǟ Ž ȰǮȶǪɅȿ :Ȁƫǟ ǦǤǪȮƫǟȿ ǠȒɅǕ ǦɆȹǠǮȱǟ ǦǤǪȮƫǟȿ ǠȾȪȥǟȀȵȿ ǠȾȵǠȾȵ Ȱȭȿ Ƃȿɉǟ ǦǤǪȮƫǟ ǦɅȂȭ

ȜǱǟȀƫǟȿ ǢǪȮȱǟ ȃȀȾȥ ɂȲȝ ɃɀǪƠȿ.  

ȜǣǟȀȱǟ ǡǠǤȱǟ: ɄƸǿǠǪȱǟ ǠȾȦɅȀȞǩȿ ŽǟȀȢƨǟ ǠȾȞȩɀȵȿ ǦȲɆȵ ǦɅɍɀȱ ǥǿɀȍ ȸȶȒǪǩȿ ǦȲɆȵ ɂȲȝ ȣȀȞǩ  

ȄȵǠƪǟ ǡǠǤȱǟ: ȴŏ ǦȍǠǹ ǧǠȹɎȝǙȿ ǥǾǩǠȅɉǟ ȰɆȱǻ ɂȲȝ ɃɀǪƷȿ ǥǾǩǠȅɉǟ ǒǠȒȥ.  

ȃǻǠȆȱǟ ǡǠǤȱǟ: Ȃȱǟ ȜɅȁɀǪȱǟ ǦȍǠǹ ǧǠȹɎȝǙ ȸȵ ȷɀȮǪɅȿ ǦǤȲȖȱǟ ǒǠȒȥ ǦǤȲȖȱ ȷɎȝǙȿ ÛǥǾǩǠȅɉǟ ȣȀȕ ȸȵ ǦǤȲȖȱǟ ȯǠǤȪǪȅɍ Ɨȵ

ȀǪȅǠƫǟ ǦȪǣǠȆȵ ǰǝǠǪȹ ȷɎȝǙȿ ȄȹǠȆɆȲȱǟȿ ȀǪȅǠƫǟ.  

ȜǣǠȆȱǟ ǡǠǤȱǟ: ǠȺǣ ȰȎǩǟ :Ž ƙȲǮȶǪƫǟ ȂȭȀƫǟ ȴȩǠȖǣ ǦȍǠƪǟ ƆȿȀǪȮȱɋǟ ǼɅƎȱǟȿ ȤǩǠƬǟ ȳǠȩǿǕ ɂȲȝ ɃɀǪƷȿ : ȂȭȀƫǟ ǥǿǟǻǟ

ǼȽǠȞƫǟ ÛǦɅȀɅǼƫǟ ÛǦȲɆƫ ɄȞȵǠƨǟ.  

ǟɀȱǟ Ž ǠȵǕȼǣ ǦȍǠƪǟ ǧǠȹɎȝɌȱ ǦǶǝɍ Ȝȵ ɄȞȵǠƨǟ ȂȭȀȶȲȱ ǿɀȍ ǥǼȝ ǼǱɀǪȥ ǦȾǱ.  

 ǼɅƎȱǟ Ȃȵǿ ƂǙ ǦȥǠȑɋǠǣ Ȝȩɀƫǟ ǦȖɅȀǹȿ ǢȱǠȖȱǟ ȰɆȱǻ ȬȱǾȭȿ ȂȭȀƫǟ ǧǠȕǠȊȹ Ȁǹɇ ǦȩǠȖǣ ȸȵ ȷɀȮǪɆȥ Ƙǹɉǟ ǒȂƨǟ ǠȵǕ

ǿɀȎȱǟ ȏȀȞȵ ǟǾȭȿ ǼȞǣ ȸȝ ȴɆȲȞǪȱǟȿ ƆȿȀǪȮȱɋǟ.  

 ɂȲȝ ɃɀǪƠ ɄȾȥ ǦȾǱǟɀȲȱ ǦɆǤȹǠƨǟ ǦȾƨǟ ǠȵǕ Ȝȩǟɀȵ ÛȜȩɀƫǟ ǦȖɅȀǹ ÛǿɀȎȱǟ ȏȀȝ ÛȸɅɀȮǪȱǟ ȸɅǻǠɆȵ ÛɄȞȵǠƨǟ ȂȭȀƫǟ ǠȾɆȥ ǦȩǠȖǣ

 ǦǤǪȮƫǟ ȃȀȾȦȱ ŽǟȀȡɀɆȲɆǤȱǟ ǬǶǤȱǟ Ż ÛǧǠȎȩǠȺȵ ÛǧǟǿǠȊǪȅǟ ÛǧǠȹɎȝǙ ȸȵ ȂȭȀƫǟ ǼɅǼǱ ǠȾɆȲɅȿ ÛȂȭȀƫǟ ǧǠȕǠȊȹ ÛǦȶȾȵ

 ÛǠɆǱɀȱɀȺȮǪȱǟ Ûǡǟǻɇǟ ǼȾȞȵ ȸȵ ȰȮȱ ǦɆȶȲȞȱǟ ǧǟȀȽǠȚǩ ǠȾɆȲǩ Ƙǹɉǟ Žȿ ǦɆȞȵǠƨǟ  ǿǟȿȁ ǻǼȝ ɂȆȺȹ ȷǕ ȷȿǻ ÛǦɅǻǠȎǪȩɍǟ ȳɀȲȞȱǟ

ƂǙ ȰȎɅ ɃǾȱǟ Ȝȩɀƫǟ:00092291 ƃǠǵ.  

1- WWW.CENTRE –UNIV. MILA. DZ, 5/5/2013 , h :11 :30.
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ǟǢȲȖƫ ƆǠǮȱǟ :ƆǟǼɆƫǟ ǿǠȕɋǟ

ǠȹǠɆǤǪȅɍǟ ȰɆȲƠ ȯȿǟǼǱ ȏȀȝȿ ǬǶǤȱǟ ǰǝǠǪȹ ȏȀȝ ȴǪɅ ȣɀȅǧ ɄȲɅ Ǡȶȭ ǰǝǠǪȺȱǟ ȏȀȝȿ ǧǠɆȑȀȦȱǟ ǿǠɆǪǹǟ Ƙǹɉǟ Žȿ:  

ȯȿɉǟ țȀȦȱǟ :ǽɀȶȺȱǟȿ ǦȱǠƩǟ Ǧȅǟǿǻ ȜȶǪƭƆǠǤǪȅɋǟ ǯ

ǦȺɆȞȱǟȿ ǬǶǤȱǟ ȜȶǪƭ :

 Ɇƫ ɄȞȵǠƨǟ ȂȭȀƫǟ ǥǾǩǠȅǕ ȸȵ ǦȅǟǿǼȱǟ ȜȶǪƭ ȷɀȮǪɅɋǟ Ȝȩɀƫǟ Ȝȵ ȷɀȲȝǠȦǪɅ ȸɅǾȱǟ ÛǦȲ ǠȹȀǪǹǟ ǬɆǵ ÛƆȿȀǪȮȱ30  ÛǦȺɆȝ ȴǲǶȭ

Ƚ ȣǼő ǬɆǵ ÛǠȾɆȲȝ ǦǣǠǱɋǟ ȏȀȢǣ ǥǾǩǠȅɊȱ ǦȾǱɀȵ ǦȲǞȅǕ ǥǿǠȶǪȅǟ ȴɆȶȎǩ ȯɎǹ ȸȵ ǒǠȎȪǪȅɍǟ ǡɀȲȅǕ ɂȲȝ ǻǠȶǪȝɍǟ Ż ȻǾ

Ȝȩɀƫǟ ǟǾȽ ȯɎǹ ȸȵ ǦȵǼȪƫǟ ǦɆȹȿȀǪȮȱɍǟ ǧǠȵǼƪǟ ǥǻɀǱ ȴɆɆȪǩ ƂǙ ǥƘǹɉǟ.

ǦȹǠǤǪȅɍǟ ǯǽɀƴ:

  ɂȲȝ ȰȶǪȉǟ ƆǠǮȱǟ ǒȂƨǟȿ ǦȺɆȞȱǟ ǻǟȀȥɉ ǦɆȎǺȊȱǟ ȌǝǠȎƪǟȿ ǧǠȵɀȲȞƫǟ ǠȾȺȵ ȯȿɉǟ ǒȂƨǟ ȸȶȒǩ17  ɂȲȝ ǧȂȭȀǩ ɍǟǘȅ ǻǠȞǣǕ

ɋǟ ǦȵǼƪǟ ǥǻɀǱ ȀȍǠȺȝ ȃǠɆȩǯǽɀȶȺȲȱ ǠȪȥȿ ǦɆȹȿȀǪȮȱ" SWID AND WIGAND".

ɄǝǠȎǵɋǟ ȰɆȲǶǪȱǟȿ ǢɆȱǠȅɉǟ:

ɍǟȿ ŸǠȆƩǟ Ȕȅɀȱǟ ǯǟȀǺǪȅǟȿ ÛǧǠǣǠǱɌȱ ǧǟǿǟȀȮǪȱǟ ǡǠȆǵ ǻǠȶǪȝǟ ŹȣǟȀƲ ȳǠȞȱǟ Ȕȅɀȱǟ ǡǠȆǵȿ ǥǿǠǤȝ ȰȮȱ ɃǿǠɆȞƫǟ  

 țȀȦȱǟƆǠǮȱǟ :ǠȾȢɅȀȦǩȿ ǧǠȹǠɆǤȱǟ ȜƤ

ǠȾɆȥ ǴȑɀɅȿ ȯȿǼǱ Ž ǦȹǠǤǪȅɍǟ ȸȵ ǠȾɆȲȝ ȰȎǶǪƫǟ ǧǠȹǠɆǤȱǟ ȠɅȀȦǩ Ź ǼȪȱ  ɂȲȝ ǦȺɆȞȱǟ ǻǟȀȥǕ ǧǠǣǠǱǙ ǢȆƜ ǧǟǿǟȀȮǪȱǟ

ǦɆȱǠǪȱǟ ȄɆɅǠȪƫǟ ǻǠȶǪȝǟ Źȿ ȂȭȀƫǟ ǟǾƬ ƆȿȀǪȮȱɍǟ Ȝȩɀƫǟ ɂȲȝ ǦȵǼƪǟ ǥǻɀǱ ȃǠɆȪȱ ȴȾɆȲȝ țȁɀƫǟ ȷǠɆǤǪȅɍǟ :ÛǦȖȅɀǪȵ ÛǦȦɆȞȑ 

ǦɆȑȀȵ ÛǦȺȆǵ.ƃǠǪȱǟ ȯȿǼƨǟ Ž ǦǶȑɀȵ ɄȽȿ :

ȴȩǿ ȯȿǼǱ )20(

Ȳȝ ǦȵǼƪǟ ǥǻɀǱ ȃǠɆȩɋǟ Ȝȩɀƫǟ ɂǢȆǵ ƆȿȀǪȮȱ  ǯǽɀƴSWID AND WIGAND""

ǥǿǠǤȞȱǟ  
ǦȦɆȞȑ  

]%300%-[

ǦȖȅɀǪȵ  

]%50-40%[

ǦȺȆǵ  

]%700%-6[

ǦɆȑȀȵ  

]%-100%80[

1-1  Ȝȩɀƫǟ Ž ǥȀȥɀǪƫǟ ǧǠȵɀȲȞƫǟ

 ǧǠǱǠɆǪǵǟ Ȝȵ ǢȅǠȺǪǩ ƆȿȀǪȮȱɍǟ

ǦȥȀȞƫǟ  

9768

1-2 ǦȖǤǩȀȵȿ ǦȪɆȩǻ ǧǠȵɀȲȞƫǟ  8  7  7  8  

1-3  ǧǠɅɀǪȆȵ Ǡŏ ǼǱɀǩ ǧǠȵɀȲȞƫǟ

 ȸȵ ǦȦȲǪƯǦǤȅǠȺƫǟ ȰɆȍǠȦǪȱǟ  
96114

1-4 ȴȾȦȱǟ ǦȲȾȅ ǧǠȵɀȲȞƫǟ  1  6  6  1  

1-5 ȯȿǖǣ ȯȿǕ ǫǼƠ ǧǠȵɀȞƫǟ  9  6  8  7  

2-1  ƆȿȀǪȮȱɍǟ Ȝȩɀƫǟ ǧǠǶȦȍ

ǟǼɆǱ ǠȶɆȚȺǩ ǦȶȚȺȵ  
65910

2-2  Ȝȩɀƫǟ ǦǶȦȎȱ ɄȅǕȀȱǟ ȯɀǲǪȱǟ

ȸȮư ǼȾǱ ȰȩǕ Ž ƆȿȀǪȮȱɍǟ  
38811

2-3  Ȝȩɀƫǟ ɂȲȝ ǦȵǼƪǟ ƇǼȪǩ

ǪȮȱɍǟǠȾǤȲȕ ȯȿǕ ȸȵ ƆȿȀ  
56811
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3-1  Ȝȩɀƫǟ ǧǠǶȦȍ ǻɀǱȿ

ǧǠȩȿɉǟ ȜɆƤ Ž ƆȿȀǪȮȱɍǟ  
49314

3-2  Ȝȩɀƫǟ ɂȲȝ ǦȵǼƪǟ ƇǼȪǩ

ǠȾǤȲȕ ȯȿǕ ȸȵ ƆȿȀǪȮȱɍǟ  
11676

4-1  ȿǕ ǦɆȱɇǟ ǦǣǠǲǪȅɍǟ ǦȵǼǹ Ƙȥɀǩ

ȳǼǺǪȆȶȲȱ ǦɅȀȊǤȱǟ  
16464

4-2  ǼɅƎȱǟ ȨɅȀȕ ȸȝ ǦǣǠǲǪȅɍǟ Ǧȩǻ

ƆȿȀǪȮȱɍǟ  
11874

4-3  ƆȿȀǪȮȱɍǟ Ȝȩɀƫǟ ȸɅȿǠȺȝ ȏȀȝ

ȨǝǠǭɀȱǟ ȜɆƤ Ž ǳɀȑɀǣ  
57612

4-4  ȳǠȶǪȽǠǣ ǥǼȝǠȆƫǟ ǦȵǼǹ ƇǼȪǩ

ƆȿȀǪȮȱɍǟ ȜȩɀȶȲȱ ȳǼǺǪȆȶȭ  
11676

5-1  ȯǠȎǩɍǟ ȰǤȅ ǦȥǠȭ ȏȀȝ

ɄȞȵǠƨǟ ȂȭȀƫǠǣ  
74613

5-2  ȂɆȶǪɅ ɄȞȵǠƨǟ ȂȭȀƫǟ Ȝȩɀȵ

ǦȎȍɀƪǟȿ ǦɅȀȆȱǠǣ  
12729

6-1 Ⱦȥ ȰǤȩ ȸȵ ȬǩǠǤȲȕ ǳɀȑȿȿ ȴ

ƆȿȀǪȮȱɍǟ Ȝȩɀƫǟ  
125310

ǿǼȎƫǟ:ȸȵ   ǻǟǼȝǙǧǠǤȱǠȖȱǟ.  

 țȀȦȱǟǬȱǠǮȱǟ :ȷǠɆǤǪȅɍǟ ǧǠȹǠɆǣ ȰɆȲƠ

 ɄȲɅ ǠȶɆȥ ǰǝǠǪȺȱǟ ȰɆȲƠ Ż ǥǿǠǤȝ ȰȮȱ ɃǿǠɆȞƫǟ ȣǟȀƲɍǟȿ ŸǠȆƩǟ Ȕȅɀȱǟ ǡǠȆǵ ǼȞǣ :  

ɍȿǕ :ƫǟ ɂȲȝ ǦȵǼȪƫǟ ǧǠȵɀȲȞƫǟ ǥǻɀǱɋǟ Ȝȩɀƨǟ ȂȭȀȶȲȱ ƆȿȀǪȮȱǦȲɆƫ ɄȞȵǠ

 ǠȾȎǺȲɅ ǧǠȵɀȲȞƫǟ ǥǻɀǱ ȯɀǵ ƙǭɀǶǤƫǟ ǧǠǣǠǱɋ ŸǠȆƩǟ ȔȅɀȶȲȱ ȳǠȞȱǟ ɁɀǪȆƫǟȿ ǦɅǿǠɆȞƫǟ ǧǠȥǟȀƲɍǟȿ ǦɆǣǠȆƩǟ ǧǠȖȅɀǪƫǟ

ƃǠǪȱǟ ȯȿǼƨǟ:  

  ȴȩǿ ȯȿǼǱ )21(

 ǥǻɀǱɋǟ Ȝȩɀƫǟ ɂȲȝ ǦȵǼȪƫǟ ǧǠȵɀȲȞƫǟƆȿȀǪȮȱ  

ȴȩȀȱǟǥǿǠǤȞȱǟ  ŸǠȆƩǟ Ȕȅɀȱǟ  ɃǿǠɆȞƫǟ ȣǟȀƲɍǟ  
ɁɀǪȆƫǟ  ǢȆǵ

ȳǠȞȱǟ ȔȅɀǪƫǟ  

1
ɋǟ Ȝȩɀƫǟ Ž ǥȀȥɀǪƫǟ ǧǠȵɀȲȞƫǟ ǢȅǠȺǪǩ ƆȿȀǪȮȱ

ǦȥȀȞƫǟ ȬǩǠǱǠɆǪǵǟ Ȝȵ  
2.53  0.17  ǦȖȅɀǪȵ  

2  ǦȖǤǩȀȵȿ ǦȪɆȩǻ ǧǠȵɀȲȞƫǟ  2.5  0.17  ǦȖȅɀǪȵ  

3
 ȰɆȍǠȦǪȱǟ ȸȵ ǦȦȲǪƯ ǧǠɅɀǪȆƞ ǼǱɀǩ ǧǠȵɀȲȞƫǟ

ǦǤȅǠȺƫǟ  
2.52  0.17  ǦȺȆǵ  

4  ȴȾȦȱǟ ǦȲȾȅ ǧǠȵɀȲȞƫǟ  2.76  0.18  ȆǵǦȺ  

5ȯȿǖǣ ȯȿǕ ǫǼƠ ǧǠȵɀȲȞƫǟ2.820.18ǦȺȆǵ

ǿǼȎƫǟ: ǻǟǼȝǙ ȸȵǧǠǤȱǠȖȱǟ.  
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 ȧǠȦǩǟ ɂȲȝ Ȁȉǘȵ ɀȽȿ ǦȖȅɀǪȵȿ ǦȺȆǵ ǨȹǠȭ ǧǟǿǠǤȞȱǟ ɂȲȝ ǧǠǣǠǱɋǟ ȴȚȞȵ ȷǕ ɂȲȝ ǟȀȉǘȵ ǠȺɆȖȞɅ ȳǠȞȱǟ ŸǠȆƩǟ Ȕȅɀȱǟ ȷǙ

ȆǶȲȱ ǢɅȀȩ ɁɀǪȆƞ ƆȿȀǪȮȱɍǟ Ȝȩɀƫǟ ɂȲȝ ǦȵǼȪƫǟ ǧǠȵɀȲȞƫǟ ǥǻɀǱ ɂȲȝ ǧǠǣǠǱɋǟ Ȱȭ Ž ǫǟǼǵɉǟ ǦȲȩ ƂǙ ȜǱǟǿ ǟǾȽȿ ȸ

ȼǩǠȕǠȊȹȿ ǦȲȶȝ ǦǭǟǼƩ ȂȭȀƫǟ.  

ǠɆȹǠǭ :ɋǟ ȂȭȀƫǟ ȳǟǼǺǪȅǟǦȲɆƫ ɄȞȵǠƨǟ ȂȭȀȶȲȱ ƆȿȀǪȮȱ.

 ŸǠȆƩǟ ȔȅɀȲȱ ȳǠȞȱǟ ɁɀǪȆƫǟȿ ǦɅǿǠɆȞƫǟ ǧǠȥǟȀƲɍǟȿ ǦɆǣǠȆƩǟ ǧǠȖȅɀǪƫǟ ɋǟ Ȝȩɀƫǟ ȳǟǼǺǪȅǟ ȯɀǵ ǧǠǣǠǱɌȱ ȂȭȀȶȲȱ ƆȿȀǪȮȱ

ȱǟ ȯȿǼƨǟȿ ǦȲɆƫ ɄȞȵǠƨǟȻǠȺȲȩ Ǡȵ ȌǺȲɅ ƃǠǪ:  

 ȴȩǿ ȯȿǼǱ)22(

ɋǟ Ȝȩɀƫǟ ȳǟǼǺǪȅǟƆȿȀǪȮȱ  

ȴȩȀȱǟ  ǥǿǠǤȞȱǟ  ŸǠȆƩǟ Ȕȅɀȱǟ  ɃǿǠɆȞƫǟ ȣǟȀƲɍǟ  
 ǢȆǵ ɁɀǪȆƫǟ

ȳǠȞȱǟ ȔȅɀǪƫǟ  

1
ɋǟ Ȝȩɀƫǟ ǧǠǶȦȍ ǠȶɆȚȺǩ ǦȶȚȺȵ ƆȿȀǪȮȱ

ǟǼɆǱ  
2.620.17ǦȖȅɀǪȵ  

2
 Ž ƆȿȀǪȮȱɍǟ Ȝȩɀƫǟ ǦǶȦȎȱ ɄȅǕȀȱǟ ȯɀǲǪȱǟ

ȸȮư ǼȾǱ ȯȿǕ  
2.820.19ǦȺȆǵ  

3
 ȯȿǕ ȸȵ ƆȿȀǪȮȱɍǟ Ȝȩɀƫǟ ɂȲȝ ǦȵǼƪǟ ƇǼȪǩ

ǠȾǤȲȕ  
2.830.18ǦȺȆǵ  

ǿǼȎƫǟ:ǻǟǼȝǙ ȸȵ ǠǤȱǠȖȱǟǧ.  

 ǦȲȩ ɂȲȝ ȯǼɅ Ȁȉǘȵ ɀȽȿ ȸȆǶȲȱ ǦǤɅȀȩ ǨȹǠȭ ǧǟǿǠǤȞȱǟ ɂȲȝ ǧǠǣǠǱɋǟ Ȱȭ ȷǕ ǟȀȉǘȵ ǠȺɆȖȞɅ ȳǠȞȱǟ ŸǠȆƩǟ Ȕȅɀȱǟ ȷǙ

ǵȿ ɄȞȵǠƨǟ ȂȭȀƫǟ ȀȢȎȱ Ȭȱǽȿ ǠȾɆȥ ǥǿɀȊȺƫǟ ǧǠȵɀȲȞƫǟȼǪǭǟǼ.  

ǠǮȱǠǭ :ǦɅǻǠȶǪȝɍǟ

 Ȝȩɀƫǟ Ž ǦɅǻǠȶǪȝɍǟ ȯɀǵ  ƙǭɀǶǤƫǟ ȜɆȶƨ ŸǠȆƩǟ ȔȅɀȲȱ ȳǠȞȱǟ ɁɀǪȆƫǟȿ ǦɅǿǠɆȞƫǟ ǧǠȥǟȀƲɍǟȿ ǦɆǣǠȆƩǟ ǧǠȖȅɀǪƫǟ

ƃǠǪȱǟ ȯȿǼƨǟ ǠȾȎǺȲɅ ǦȲɆƫ ɄȞȵǠƨǟ ȂȭȀȶȲȱ ƆȿȀǪȮȱɍǟ:  

ȴȩǿ ȯȿǼǱ)23(

ǦɅǻǠȶǪȝɍǟ  

ȴȩȀȱǟ  ǥǿǠǤȞȱǟ  ŸǠȆƩǟ Ȕȅɀȱǟ  ƫǟ ȣǟȀƲɍǟɃǿǠɆȞ  
ɁɀǪȆƫǟ ǢȆǵ

ȳǠȞȱǟ ȔȅɀǪƫǟ  

1ǧǠȩȿɉǟ ȜɆƤ Ž Ȝȩɀƫǟ ǧǠǶȦȍ ǻɀǱȿ  2.770.81ǦȺȆǵ  

2 ȯȿǕ ȸȵ ƆȿȀǪȮȱɍǟ Ȝȩɀƫǟ ɂȲȝ ǦȵǼƪǟ ƇǼȪǩ

ǠȾǤȲȕ  

2.630.17
ǦȖȅɀǪȵ  

ǿǼȎƫǟ: ǻǟǼȝǙ ȸȵǧǠǤȱǠȖȱǟ.  

ǤɅȀȩ ǨȹǠȭ ǧǟǿǠǤȞȱǟ ɂȲȝ ǧǠǣǠǱɋǟ Ȱȭ ȷǕ ɂȲȝ ǟȀȉǘȵ ǠȺɆȖȞɅ ȳǠȞȱǟ ŸǠȆƩǟ Ȕȅɀȱǟ ȷǙ ǟǾȽȿ ȀǮȭǕ ǠȺɆȆƠ ǢȲȖǪǩȿ  ȸȆǶȲȱ Ǧ

ȭȀƫǟ Ž ǨɆȹȀǪȹɍǟ ȨȥǼǩ ȤȞȒȱ ȜǱǟǿȂ  ȀǝǟȂƨǟ Ž ǦɆȞȵǠƨǟ Ȝȩǟɀƫǟ Ȱȭ Ž ȳǠȝ ȰȮȊǣ  ǟǾȽȿ ǦȲɆƫ ɄȞȵǠƨǟ.  



                              ƆǠǮȱǟ ȰȎȦȱǟ                                  ǦȲɆƫ ɄȞȵǠƨǟ ȂȭȀȶȲȱ ǦɆȹȿȀǪȮȱɍǟ ǦȵǼƪǟ ǥǻɀǱ ȃǠɆȩ
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 ǠȞǣǟǿ:ǥǼȝǠȆƫǟ

ǥǼȝǠȆƫǟ ȯɀǵ ƙǭɀǶǤƫǟ ǧǠǣǠǱǙ ȜɆȶƨ ŸǠȆƩǟ ȔȅɀȲȱ ȳǠȞȱǟ ɁɀǪȆƫǟȿ ǦɅǿǠɆȞƫǟ ǧǠȥǟȀƲɍǟȿ ǦɆǣǠȆƩǟ ǧǠȖȅɀǪƫǟ  Ȝȩɀƫǟ Ž

ƃǠǪȱǟ ȯȿǼƨǟ ǠȾȎǺȲɅ ǦȲɆƫ ɄȞȵǠƨǟ ȂȭȀȶȲȱ ƆȿȀǪȮȱɍǟ:  

ȴȩǿ ȯȿǼǱ )24(

ǥǼȝǠȆƫǟ  

ȴȩȀȱǟǥǿǠǤȞȱǟ  ŸǠȆƩǟ Ȕȅɀȱǟ  ɃǿǠɆȞƫǟ ȣǟȀƲɍǟ   ǢȆǵ ɁɀǪȆƫǟ

ȳǠȞȱǟ ȔȅɀǪƫǟ  

1
 ǦɅȀȊǤȱǟȿ ǦɆȱɇǟ ǦǣǠǲǪȅɍǟ ǦȵǼǹ Ƙȥɀǩ

ȳǼǺǪȆȶȲȱ  
1.840.23

ǦȦɆȞȑ  

2ǟ ǦȩǻǼɅƎȱǟ ȨɅȀȕ ȸȝ ǦǣǠǲǪȅɍ ɋǟƆȿȀǪȮȱ  2.130.19ǦȦɆȞȑ  

3
 Ž ǳɀȑɀǣ ƆȿȀǪȮȱɍǟ Ȝȩɀƫǟ ȸɅȿǠȺȝ ȏȀȝ

ȨǝǠǭɀȱǟ ȜɆƤ  
2.400.17

ǦȦɆȞȑ  

4
 ȳǼǺǪȆȶȭ ȳǠȶǪȽǠǣ ǥǼȝǠȆƫǟ ǦȵǼǹ ƇǼȪǩ

ƆȿȀǪȮȱɍǟ ȜȩɀȶȲȱ  
2.550.172

ǦȖȅɀǪȵ  

ǿǼȎƫǟ:ǻǟǼȝǙ ȸȵ ǧǠǤȱǠȖȱǟ.  

ǨȹǠȭ ǧǠǣǠǱɋǟ ȷǕ ɂȲȝ ǟȀȉǘȵ ǠȺɆȖȞɅ ȳǠȞȱǟ ŸǠȆƩǟ Ȕȅɀȱǟ ȷǙ  ɀȾȥ ɄȲȝǠȦǩ Ƙȡ Ȝȩɀƫǟ ȷɉ ǟȀȚȹ ȔȅɀȲȱ ǦǤɅȀȩ ȸȮȱ ǦȦɆȞȑ

ȂȭȀƫǟ Ȝȵ ƙȲȵǠȞǪȶȲȱ ȔȪȥ ǧǠȵɀȲȞƫǟ ȀȊȺɅ )ƙȱȿǠȪƫǟ ÛȯǠȶȞȱǟ ÛǡɎȖȱǟ.(  

ǠȆȵǠǹ :ƙȵǖǪøȱǟ

 Ȝȩɀƫǟ Ž ƙȵǖǪȱǟ ȯɀǵ ƙǭɀǶǤƫǟ ǧǠǣǠǱǙ ȜɆȶƨ ŸǠȆƩǟ ȔȅɀȲȱ ȳǠȞȱǟ ɁɀǪȆƫǟȿ ǦɅǿǠɆȞƫǟ ǧǠȥǟȀƲɍǟȿ ǦɆǣǠȆƩǟ ǧǠȖȅɀǪƫǟ

ɍǟƃǠǪȱǟ ȯȿǼƨǟ Ž ǠȾȎǺȲǩ ǦȲɆƫ ɄȞȵǠƨǟ ȂȭȀȶȲȱ ƆȿȀǪȮȱ:  

ȴȩǿ ȯȿǼǱ )25(

ƙȵǖǪȱǟ  

ȴȩȀȱǟǥǿǠǤȞȱǟ  ŸǠȆƩǟ Ȕȅɀȱǟ  ɃǿǠɆȞƫǟ ȣǟȀƲɍǟ   ǢȆǵ ɁɀǪȆƫǟ

ȳǠȞȱǟ ȔȅɀǪƫǟ  

1  ȂȭȀƫǠǣ ȯǠȎǩɍǟ ȰǤȅ ǦȥǠȭ ȏȀȝ  2.47  0.17  ǦȦɆȞȑ  

2   ǦɅȀȆȱǠǣ ȂɆȶǪɅ ɄȞȵǠƨǟ ȂȭȀƫǟ Ȝȩɀȵ

ǦɆȍɀȎƪǟȿ  

2.47  0.17  ȞȑǦȦɆ  

ǿǼȎƫǟ:ǻǟǼȝǙ ȸȵ ǧǠǤȱǠȖȱǟ.  

 ɂȲȝ Ȁȉǘȵ ɀȽȿ ȔȅɀȲȱ ǦǤɅȀȩ ǠŒǕ ɍǙ ǦȦɆȞȑ ǦȥǠȭ ǧǟǿǠǤȞȱǟ ɂȲȝ ǧǠǣǠǱɋǟ Ȱȭ ȷǖǣ ǟȀȉǘȵ ǠȺɆȖȞɅ ȳǠȞȱǟ ŸǠȆƩǟ Ȕȅɀȱǟ ǎȷǙ

 ƂǙ ȜǱǟǿ ǟǾȽ Ȱȭȿ Ǡȵ Ǡȝɀȹ ƙȵǖǪȱǟ ǻɀǱȿ ǦȲȩȼɆȥ Ǧȝɀȑɀƫǟ ǧǠȵɀȲȞƫǟ ǦȲȩȿ ǦǶȲȎƫǟ ȣǟȀȕǕ ƙǣ Ȝȩɀƫǟ Ž ȰȝǠȦǪȱǟ.  



                              ƆǠǮȱǟ ȰȎȦȱǟ                                  ǦȲɆƫ ɄȞȵǠƨǟ ȂȭȀȶȲȱ ǦɆȹȿȀǪȮȱɍǟ ǦȵǼƪǟ ǥǻɀǱ ȃǠɆȩ
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ȅǻǠȅǠ :ǦɆȎǺȊȱǟ

 Ȝȩɀƫǟ Ž ǦɆȎǺȊȱǟ ȯɀǵ ƙǭɀǶǤƫǟ ǧǠǣǠǱǙ ȜɆȶƨ ŸǠȆƩǟ ȔȅɀȲȱ ȳǠȞȱǟ ɁɀǪȆƫǟȿ ǦɅǿǠɆȞƫǟ ǧǠȥǟȀƲɍǟȿ ǦɆǣǠȆƩǟ ǧǠȖȅɀǪƫǟ

ƃǠǪȱǟ ȯȿǼƨǟ ǠȾȎǺȲɅ ȂȭȀƫǟ ǟǾƬ ƆȿȀǪȮȱɍǟ:  

ȴȩǿ ȯȿǼǱ )26(

ǦɆȎǺȊȱǟ  

ȴȩȀȱǟ  ǥǿǠǤȞȱǟ  ŸǠȆƩǟ Ȕȅɀȱǟ  ɃǿǠɆȞƫǟ ȣǟȀƲɍǟ   ǢȆǵ ɁɀǪȆƫǟ

ɀǪƫǟȳǠȞȱǟ Ȕȅ  

1
Ⱦȥ Ȝȩɀƫǟ ȰǤȩ ȸȵ ȬǩǠǤȲȕ ǳɀȑȿȿ ȴ

ɋǟƆȿȀǪȮȱ  
2.31  0.17  ǦȦɆȞȑ  

ǿǼȎƫǟ: ǻǟǼȝǙ ȸȵǧǠǤȱǠȖȱǟ.  

 ȷǕ ɂȲȝ ȯǼɅ Ȁȉǘȵ ɀȽȿ ȔȅɀȲȱ ǦǤɅȀȩ ȸȮȱ ǦȦɆȞȑ ǨȹǠȭ ǥǿǠǤȞȱǟ ɂȲȝ ǦǣǠǱǙ Ȱȭ ȷǕ ǟȀȉǘȵ ǠȺɆȖȞɅ ȳǠȞȱǟ ŸǠȆƩǟ ȔȅɀǪƫǟ ȷǙ

ǧǠȵɀȲȞƫǟ ȀȊȺɅ ɄȞȵǠƨǟ ȂȭȀƫǟ .  

 ǫǼƷ Ǡȵ ǦȵǠȝ ǦȦȎǣ ǧǠȵɀȲȞȵ ȀȊȺȱ Ȝȩɀȵ ȼȹǕ ȘǵɎȹ Ȝȩɀƫǟ ǫǟǼǵǕ ȜǤǪǩ ǼȺȝ ȷɉ ǦȺɆȞȵ ǦǞȥ ɂȲȝ ȂɆȭȀǪȱǟ ȷȿǻ ȰȮȭ Ȃȭ Ȁƫǟ Ž

ǫǟǼǵɉǟ ǦȲȪȱ ǠȺȲȩ Ǡȶȭ ȜǱǟǿ ǟǾȽȿ ǡǟɀǣǕ ȌɆȎơ ȷȿǻ ȔȪȥ ǦȵǠȝ.  

 ǬȱǠǮȱǟ țȀȦȱǟ : ȰɆȲƠ ȯɎǹ ȸȵ ǧǠɆȑȀȦȱǟȷǠɆǤǪȅɍǟ ǧǠȹǠɆǣ

ǦɆȑȀȦȱǟ1: ɍǟ Ȝȩɀƫǟ ǠȾȵǼȪɅ Ɣȱǟ ǧǠȵɀȲȞƫǟ ǥǻɀǱǦɆȱǠȝ ƆȿȀǪȮȱ :ǖȖǹ.

 ȷǙ ȼǩǟǽ ȂȭȀƫǟ ǦǭǟǼǵ ƂǙ ǦȥǠȑǙ ǥǖȊȺȱǟ ǬɅǼǵ Ȝȩɀƫǟ ȷɉ ÛȸȆǶȲȱ ǦǤɅȀȩ ƆȿȀǪȮȱɍǟ Ȝȩɀƫǟ ǠȾȵǼȪɅ Ɣȱǟ ǧǠȵɀȲȞƫǟ ǥǻɀǱ  

 ǦɆȑȀȦȱǟ2  :ƙȵǼǺǪȆƫǟ ǧǠǤȲȖȱ ǦǣǠǲǪȅɍǟȿ ȯǠȶȞǪȅɍǟ ǦȱɀȾȅ ɂȲȝ ǠȾȅǠɆȩ ȂȮǩȀɅ ǦɆȹȿȀǪȮȱɍǟ ǦȵǼƪǟ ǥǻɀǱ:ǖȖǹ.

 ȷǙȮȱɍǟ ǦȵǼƪǟ ǥǻɀǱ ǦȵɀȲȞƫǟ ǥǻɀǱ ƂǙ ǦȥǠȑɋǠǣ ƙȵǼǺǪȆƫǟ ǧǠǤȲȖȱ ǦǣǠǲǪȅɍǟȿ ȯǠȶȞǪȅɍǟ ǦȱɀȾȅ ɂȲȝ ǠȾȅǠɆȩ ȂȮǩȀɅ ǦɆȹȿȀǪ

ǦɆȎǺȊȱǟȿ ƙȵǖǪȱǟȿ

 ǦɆȑȀȦȱǟ3 :ǦɅȀȆȱǟȿ ȸȵɉǟ ɂȲȝ ȀȥɀǪǩ ɄȞȵǠƨǟ ȂȭȀƫǠǣ ǦȍǠƪǟ ǧǠȵɀȲȞƫ ǟ:Ǵȍ.

ǤȆȺǣ ȸȮȱȿ ǦɅȀȆȱǟȿ ȸȵɉǟ ɂȲȝ ȀȥɀǪǩ ɄȞȵǠƨǟ ȂȭȀƫǠǣ ǦȍǠƪǟ ǧǠȵɀȲȞƫǟ ȷǙ ȜǱǟǿ ǟǾȽȿ ȔȅɀȲȱ ǦǤɅȀȩ ǦȦɆȞȑ Ǧ

 ǦǶȲȎƫǟ ȣǟȀȕǕ ƙǣ ǫǼƷ ɃǕ ÛǻȿǼƮ ȼȺȝ ȯɀȪȱǟ ȸȮƹ Ȝȩɀƫǟ ǟǾȽ Ž ȰȝǠȦǪȱǟȿ ǥǖȊȺȱǟ ǬɅǼǵ ɄȞȵǠƨǟ ȂȭȀƫǟ Ȝȩɀȵ ȷǕ ƂǙ

ȔȪȥ.



                              ƆǠǮȱǟ ȰȎȦȱǟ                                  ǦȲɆƫ ɄȞȵǠƨǟ ȂȭȀȶȲȱ ǦɆȹȿȀǪȮȱɍǟ ǦȵǼƪǟ ǥǻɀǱ ȃǠɆȩ
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ȍɎǹǦ: 

ǾƬ ǠȺǪȅǟǿǻ ȯɎǹ ȸȵȮȱɋǟ ǦȵǼƪǟ ȷǕ ǠȺȎȲǺǪȅǟ ȰȎȦȱǟ ǟǱȿ Ž ȬȲȾǪȆƫǟ ɂȲȝ ȏȀȞǩ ǦȵǼƝ ȨȲȞǪǩ ǦɆȹȿȀǪ ȸȝ ǥǿǠǤȝ ȔɆȅȿ ǻɀ

 ǦȮǤȉɋǟǦɆȹȿȀǪȮȱɋǟ ǦȵǼƪǟ ȷǕ ǿǠǤǪȝǠǣ ÛȼȆȦȺǣ ȼȆȦȹ ǦȵǼƪǠǣ ȷɀǣȂȱǟ ȳǠɆȩ ǢȲȖǪǩ Ɣȱǟ ǦɆǩǟǾȱǟ ǦȵǼƪǟ ȯǠȮȉǕ ȸȵ ȰȮȉ ǦɆȹȿȀǪȮȱ

 ȷǕ ɄȢǤȺɅɋǟ Ȝȩɀƫǟ ɂȲȝ ǦȵǼƪǟ ȴɆȶȎǩ ȷɀȮɅ ȷɀȮɅ ƓǵÛǼɆȦǪȆƫǟ ǧǠȞȩɀǩȿ ǧǠȞȲȖǩȿ ǧǠǤȡǿȿ ǧǠǱǠǵ ɂȲȝ ȂȮǩȀȵ ƆȿȀǪȮȱ

ȼǩǠɆǱǠƩ ǠɆǤȲȵ.
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 ǖǣ ȯɀȪȱǟ ȸȮƹ ȨǤȅ Ǡȵ ȯɎǹ ȸȵ ȷ"ǥǻɀƨǟ"  ɄȽǕ ǦȞȲȆȲȱ ǦɆȲȮȱǟ ȌǝǠȎƪǟ ȸȝ ǥǿǠǤȝ ǦɆǤȲǩ ɂȲȝ ǠőǿǼȩ ȄȮȞǩ Ɣȱǟ ǦȵǼƪǟ ȿ

 ǦȞȲȆȲȱ ǦɆȺȶȑȿ ǦƷȀȍ ǧǠɆǱǠǵǕ ÛǦȵǼƪǟ ȿǠȵǕ "ǦȵǼƪǟ ǥǻɀǱ"  ǦǣǠǪȮȱǟ ȯȿǠƷ ǻȀȥ ȰȮȥ ǦȪɆȩǻ ǦȪɅȀȖǣ ǠȾȦɅȀȞǩ ȰȾȆȱǟ ȸȵ ȄɆȲȥ

 ǠȾȺȝǕ ȸȵ Ǧȝɀȶƭ ɄȾȥ ǟǼȱ ǠȾǪȅǿǠư ȿǦȖȊȹɉǟ  ȻǼȽ ȴɆȆȪǩ ȸȮƹ ȿ ȰɆȶȞȲȱ ǦȵǼȪƫǟ ǦȵǼƪǟ ƙȆƠ ǠȾȺȝ ǰǪȺǩǦȖȊȹɉǟ Ǚ ƂǦȖȊȹǕ 

 ȰǤȩ ȴǪǩǒǟǻǕ  ǦȵǼƪǟǦȖȊȹǕȿ  ǼȞǣ ȴǪǩǒǟǻɉǟ Ž ȿ Û Ƙǹɉǟ Ƃǟ ȰȎȹ"ǪȮȱɍǟ ǦȵǼƪǟ ǥǻɀǱǦɆȹȿȀ"  Ǡȑǿ ɂȲȝ Ȁǭǘȵ ȰȵǠȝ ɄȽȿ

 ȰɅɀǶǪȭ ǧǠɆȲȶȞȱǟ ȸȵ Ǧȝɀȶƭ ǠȽǿǠǤǪȝǠǣ Ȭȱǻȿ ȷɀǣȂȱǟɃǕ  ǦɆȞɆǣ ǦɆȲȶȝȀǮȭǕ ɂȲȝ ɃɀǪƠ  ȴǪɅ ȰȵǠȮǪȵ ȰȵǠȉ ǰǪȺȵ Ƃǟ ȀȎȺȝ ȸȵ

ȼȱǠȅǿǙ  ȰɆȶȞȱǟ ƂǟȝÛǨȹȀǪȹɍǟ ǦȮǤȉ ȨɅȀȕ ȸ Ƚ ȸȵȿǾ ǰǪȺǪȆȹ ǟȷǕ  ǦɆȹȿȀǪȮȱɍǟ ǦȵǼƪǟǨǶǤȍǕ  ɄȞȩǟɀȱǟ ȯǠŎǟ Ž ȰȵǠȞǪȲȱ ǦȶȾȵ

ȿǽȬȱ  ȸȵǕ ȨɆȪƠ ȰǱȣǟǼȽǕ ǒǟɀȅ Ǽǵ ɂȲȝ ǦȆȅǘƫǟȿ ȳǼǺǪȆƫǟ ȸȵ ȰȭÛ  ƆȿȀǪȮȱɍǟ Ȝȩɀƫǟ ɂȲȝ ǦȵǼȪƫǟ ǦȵǼǺȲȱ ǦǤȆȺȱǠǣ ǠȵǕ

ȸȆǶǪȲȱ ǠȾȪɅȀȕ Žȿ ǦȖȅɀǪȵ ȳɀȶȞȱǟ ɂȲȝ ɄȾȥ ǦȲɆȵ ɄȞȵǠƨǟ ȂȭȀȶȲȱ .  

   ȸȵ ǧǠǵǟȀǪȩɍǟ ȐȞǣ ƇǼȪǩ ǠȺȺȮƹ ȳǠǪƪǟ ŽȿǕǦɆȹȿȀǪȮȱɍǟ ǦȵǼƪǟ ƙȆƠ ȰǱ ǟ Ȝȩɀƫǟ ɂȲȝǦȲɆȵ ɄȞȵǠƨǟ ȂȭȀȶȲȱ ƆȿȀǪȮȱɍ:

-ǩƇǼȪ  ȜɆƤ Ž ǳɀȑɀǣ Ȝȩɀƫǟ ȸɅȿǠȺȝ ȏȀȝȿ ǠȾǤȲȕ ȯȿǕ ȸȵ ƆȿȀǪȮȱɍǟ Ȝȩɀƫǟ ɂȲȝ ǧǠȵǼƪǟ ȂȭȀƫǟ ǧǠȝɀǤȖȵȿ ȨǝǠǭɀȱǟ

ɄȞȵǠƨǟ

 ǦɅȀǝǟȂƨǟ ǧǠȞȵǠǲȲȱ ǦɆƧȀȱǟ Ȝȩǟɀƫǟ Ȝȵ ȀǮȭǕ ȨɆȆȺǪȱ.  

-ơ ȯǠȎǩɍǟ ȸȵ ǦǤȲȖȱǟ ȸȮȶǪȱ ǥǾǩǠȅɉǠǣ ǦȍǠǹ ǦǶȦȍ ȌɆȎȴőɍǠȢȊȹǟ ȸȝ ǦǣǠǱɋǟȿ ǥǾǩǠȅɉǠǣ.

-ȷǕ ǧǠȵɀȲȞȶȲȱ ǦȺɆǤƫǟ ȿ ǦȲȎȦƫǟ ǦȪɆȩǼȱǟ ǦɆȹȿȀǪȮȱɍǟ ǴǝǟɀȲȱǟ ȐȞǤǣ ǠɅȀǭ Ȝȩɀƫǟ ȷɀȮɅ.

- ǒǟɀȅ Ǽǵ ɂȲȝ ǦǤȲȖȱǟȿ ǥǾǩǠȅɉǟ ǦȵǼƪ ȰɆȶǶǪȱǟȿ ǴȦȎǪȱǠǣ ȨȲȞǪɅ ǠȶɆȥ ǥǿɀȎƫǟ ǦɆȹȿȀǪȮȱɍǟ ǢǪȮȱǟ ɂȲȝ ȯɀȎƩǟ ȰɆȾȆǩ

ǪȮȱɍǟ ǦȵǼƪǟ ȜɅȀȆǩ ɁȀǹǕ ǥǿǠǤȞǣȿǦɆȹȿȀ.  

-ǡǟɀȲȱ ǦɆȱǠƩǟ ƘɅǠȞȶȲȱ ǠȪȥȿ ƆȿȀǪȮɆȱɍǟ Ȝȩɀƫǟ ȴɆȶȎǩ ǥǻǠȝǙ.  

-ǦǤȲȖȲȱ ǦȾǱɀƫǟ ȯǠȶȝɉǟȿ ȃȿǿǼȱǟ ǦȥǠȑǚǣ ǼȞǣ ȸȝ ȴɆȲȞǪȱǟ ǦȵǼǹ Ȝȩɀƫǟ ƂǙ ǦȥǠȑǙ.

- ǒɎȵȂȱǟ Ȝȵ ǡǿǠǲǪȱǟȿ ǧǟƘƪǟ ȯǻǠǤǪȱ ǦȲɆƫ ɄȞȵǠƨǟ ȂȭȀƫǟ ǒǠȒȦǣ ȋǠƪǟ  ɁǼǪȺƫǟ ƂǙ ȯɀǹǼȱǠǣ ȋǠǹ ȀȉǠǤȵ Ȕǣǟǿ ǯǠȵǻǙ

ǦǤȲȖȱǟ ǟǾȭȿ ǥǾǩǠȅɉǟȿ.
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 ȴȩǿ ȨǶȲȵ)1(

ǥǿǠȶǪȅǟ  

ƇȀȮȱǟ ǽǠǪȅɉǟ ÛǦƹȀȮȱǟ ǥǽǠǪȅɉǟ  

ǼȞǣȿ ÛǦǤɆȕ ǦɆƠ  

 ȯɀǵ ǦɆȹǟǼɆȵ Ǧȅǟǿǻ ǒǟȀǱǚǣ ǧǠǮǵǠǤȱǟ ȳɀȪǩ̋ɄȞȵǠƨǟ ȂȭȀȶȲȱ ɄƧȀȱǟ Ȝȩɀƫǟ ɂȲȝ ǦɆȹȿȀǪȮȱɋǟ ǦȵǼƪǟ ǥǻɀǱ- ǦȲɆȵ-̋  ،

 ǟǾȽ ǦȲǞȅǕ ɂȲȝ ǦǣǠǱɋǠǣ ȳȀȮǪȱǟ ȴȮȺȵ ɀǱȀȹ ǟǾƬȿȷǠɆǤǪȅɍǟ ǥǿǠȉǙ Ȝȑɀǣ Ȭȱǽȿ Û * Ž ȬɅǕǿ Ȝȵ ȨȦǪǩ Ɣȱǟ ǦȹǠƪǟ

 ÛȔȪȥ ɄȶȲȞȱǟ ǬǶǤȱǟ ǦɅǠȢȱȿ ɄȝǠƤȿ ɃȀȅ ȰȮȊǣ ȰȵǠȞǪȅ ȴȮǩǠǣǠǱǙ ȷǖǣ ǠȶȲȝ ǦȅǟǿǼȱǟ ǳǠƱǙ ɂȲȝ ȴȮȺȵ ǥǼȝǠȆȶȭ

ȴȮȹȿǠȞǩ ȸȆǵȿ ǦȭǿǠǤƫǟ ȴȭǻɀȾǱ ǠȦȲȅ ȴȮȱ ȸɅȀȭǠȉ.

المعلومات الشخصیة: أولا

  ذكر           أنثى : الجنس

  .........: .................المستوى التعلیمي

ثانیا الاستبیان

  ℅100  ℅90  ℅80  ℅70  ℅60  ℅50  ℅40  ℅30  ℅20  ℅10℅0  العبارةالرقم

1

المعلومات المتوفرة 
في الموقع 

الإلكتروني تتناسب 
مع احتیاجاتك مع 

  المعرفة
المعلومات دقیقة 

  ومرتبطة
المعلومات یوجد بھا 
مستویات مختلفة من 

  التفاصیل المناسبة
المعلومات سھلة 

  الفھم
المعلومات تحدث 

  أول بأول

2

صفحات الموقع 
الإلكتروني منظمة 

  تنظیما جیدا 
التجول الرأسي 
لصفحة الموقع 

الإلكتروني في أقل 
  جھد ممكن

تصفح الموقع 
متوافق مع معاییر 



  متصفحي الإنترنت

3

وجود صفحات 
الموقع الإلكتروني 
  في جمیع الأوقات
تقدیم الخدمة على 

الموقع الإلكتروني 
  من أول طلبھا

4

توفیر خدمة 
الاستجابة الآلیة أو 

  البشریة للمستخدم
الاستجابة عن دقة 

طریق البرید 
  الإلكتروني

عرض عناوین 
الموقع الإلكتروني 
بوضوح في جمیع 

الوثائق ومطبوعات 
وإعلانات المركز 

  الجامعي
تقدیم خدمة المساعدة 

باھتمام كمستخدم 
  للموقع الإلكتروني

5

عرض كافة سبل 
الاتصال بالمركز 

  الجامعي
موقع المركز 

الجامعي یتمیز 
بالسریة 

  والخصوصیة

6

فھم ووضوح طلباتك 
من قبل الموقع 

  الإلكتروني

* ǯɎȞȱ ǦǤȅǠȺȵ ǠȽǟȀǩ ǧǠǵǟȀǪȩǠǣ ǠȺǩǻǠȥǚǣ ȰȒȦǪǩ ȷǕ ǦƹȀȮȱǟ ǠȺǩǽǠǪȅǕ ÛƇȀȮȱǟ ǠȹǽǠǪȅǕ ȬȺȵ ɀǱȀȹ Ǡȶȭ

Ȝȩɀƫǟ Ž ȻǟȀǩ ɃǾȱǟ ȌȪȺȱǟ:

.................................................................................................................

.................................................................................................................

.................................................................................................................
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  .نشكر لكم حسن التعاون والتجاوب


