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

ǯƘǝƸǕ Ƿ ƸǦǁ




 ǠǽƸǍ Ǽǝ ƘǲǢǝǷ Ƿ ǬǪǖƢǩƗ Ƿ ǬǪǖǩƗ ƙƷƳ Ƙǲǩ ƷƘǱƍ ǻƶǩƗ ǬǾǪǖǩƗ ǼǩƘǖǩƗ ǺǩǸǮǩƗ ǺǩƑ ƊƘǲƦǩƗ Ƿ ƴǮƮǩƘƛ ǴƩǸƢǱ

ǳƸǦǂǱ Ƿ ǴǱƘƮƜƽ ǳƴǮƮǲǝ ƞƩƷƴǩƗ ǳƶǵ ǺǩƑ ǧǸǅǸǪǩ ƘǲƢƽƗƷƳ  

 ǛƸǂǮǩƗ ƵƘƢƽȁƗ ǺǩƑ ƸǦǂǩƗ Ǩǽƺƪƛ ǫƴǢƢǱ Ǭƥ"ƞǱƘǲƩǸƛ ƳƗƐǝ " Ɨƶǵ ǫƘǮơȃ ƘǲǶƩǷ Ƿ ƘǲǱƘǕƍ ǻƶǩƗ Ƿ ǨǮǖǩƗ

ǴǪǮǕ Ǽǝ ǴǢǝǷ Ƿ ŻƗ ǴǱƘǕƍ ÛƘǲǾǪǕ Ƿ Ƙǲǖǭ ǳƸƜǅ Ƿ ǴǾƩǸƢǩƗ Ƿ ƬǆǲǩƘƛ ƘǲǾǪǕ ǨƲƜǽ Ǭǩ.  

 ƴǾƾǩƗ ǺǩƑ ƸǦǂǩƘƛ ǫƴǢƢǱ ƘǮǥ"ǬǾǦƮǩƗ ƴƜǕ ǻƸƲƽ " ǰǭ ƘǱƘǎǕƍ ǻƶǩƗ ǰǦƾǩƗ Ƿ ƞƮǆǩƗ ƞǽƸǽƴǭ Ƹǽƴǭ

 ƴǾƾǩƗ ǺƾǲǱ ǯƍ ǯǷƳ ǔǉƗǸƢǮǩƗ ǨǮǖǩƗ Ɨƶǵ ǫƘǮơƑ ǺǪǕ ƘǱƴǕƘƽ Ƿ ǳƴǶƩ Ƿ ǴƢǡǷ "ƜǩƗ ƴƜǕ ƹǷƴǲǡǼǡƘ" Û

ǰǽƸǍƐǭ Ƿ ƝƶơƘƽƍ Ƿ ǰǾǮǪǖǭ ǰǭ ƘǲǮǾǪǖơ Ǽǝ ǨǊǝ Ǵǩ ǯƘǥ ǰǭ Ǩǥ ǺǩƑ Ƿ.  

 Ƿ ƞƜǾǎǩƗ ƞǮǪǦǩƘƛ Ǹǩ Ƿ ƴǾǖƛ ǰǭ Ƿƍ ƚǽƸǡ ǰǭ ƘǲǮǕƳ ǰǭ Ǩǥ ǺǩƑ ƸǦǂǩƘƛ ǫƴǢƢǱ ǯƍ ǺƾǲǱ ȅ ƘǮǥ

ǴǾǝ ǼǱƘǞƢǩƗ Ƿ ǨǮǖǩƗ ƞǪǅƗǸǮǩ ǔǾƪǂƢǩƗ Ƿ ƊƘǕƴǩƗ.  







ƊƗƴǵƑ


 ƘǶǾǝ ǼǪǾƜƽ Ǽǩ ƷƘǱƍǷ ƘǵƘǽƑ ǼǲƜǵǷ ǼƢǩƗ ǬǪǖǩƗ ƞǮǖǱ ǺǪǕ ǳƴǮƭƍÛ ǴƢǮǖǱ ǧǷƺơ ȅ ǻƶǩƗ ŻƗ ƴǮƮƛ Ɗƴƛƍ  

Ƿ ƘǶǾǝ ǼǲǢǝǷ  

 ƞƜǾƜƮǩƗ Ǽǭƍ ǺǩƑ ƘǾǱƴǩƗ Ǽǝ Ƙǭ ƺǕƍ ǺǩƑ ÛƳǸƩǸǩƗ Ǽǝ Ƙǭ ǺǪǙƍ ǺǩƑ ǼǪǮǕ ǻƴǵƍ"ƞǮǍƘǝ  

ƊƗƸǵƺǩƗ"  

 ǺǩƑÛ ǼǪƩȁ ƚǖơ ǻƶǩƗ ǺǩƑÛ ǼƜǪǡ ǺǪǕ ǼǩƘǚǩƗ ǺǩƑ ƺǽƺǖǩƗ Ǽƛƍ ǺǩƑÛ ǼǪǭƍ Ƿ ǻƴǲƽ ǯƘǥ ǻƶǩƗ

"ƴǾǁƷ"  

 ǼƢƱƍ ǺǩƑ"ǬǽƸǭ"  

 ǼơǸƱƑ ǺǩƑ: ǰǽƴǩƗ ƸǾƱÛǰǽƴǩƗ ǛƸǁÛƊƘǽƸǥƹ  

 ƠǾƜǩƗ ƷǸǞǆǕ ǺǩƑ"ƴƩƘƽ"  

ƊƘǡƴǅȁƗ Ǩǥ ǺǩƑ  

ƙƷƘǡȁƗ Ƿ ǨǵȁƗ Ǩǥ ǺǩƑ  

ƘǝƸƭ ǼǲǮǪǕ ǰǭ Ǩǥ ǺǩƑ  

ǔǉƗǸƢǮǩƗ ǼǪǮǕ ƝƸǮƥ ǻƴǵƍ ƊȅƐǵ Ǩǥ ǺǩƗ  



ƸƩƘǵ





ƊƗƴǵƗ




ƙƗǸǆǩƗ ǠǽƸǍ ǺǩƑ ǼǶƩǸǭ Ƿ ǼǢǩƘƱ ǺǩƑ  

ǼƜǪǡ ǈƜǱ Ƿ ǼǲǾǕ ƷǸǱ ǺǩƑ...ǯƗƺǽƺǖǩƗ ǻƴǩƗǷ  

           ǼơƗǸƱƑ ƸǕƘǂǮǩƗ ǟƷƎƛ ƘǶƢǁƷ Ƿ ǼơƘǾƭ ƟƸǵƹƍ ǼƢǩƗ ƳǷƷǸǩƗ ǺǩƑ" Ƿ ƞǆǞƭ ÛƞǭƘƽƍ ÛƝƷƘƽ

 ƞǮǾǭƍ " ƞǾǩƘǚǩƗ ǼƢǮǕ ǺǩƑ ǬǶƕƗƷǷ ǰǭ Ƿ"ǜǍƗǸǕ"  

ǺǩƑ ǼơƴǱƘƾǮǩ ǟƸƢƮǽ ǻƶǩƗ ƊƘǾǊǩƗ ƼƜǝ.... ǛƸǂǮǩƗ ƵƘƢƽȁƗ"ƞǱƘǲƩǸƛ ƳƗƐǝ"  

ǼƭǷƷ ǬƕƗǸơ ǺǩƑ... ƞǅƘƱ ǼơƘǢǽƴǅ "ƝƸǎǖǩƗ Ƿ ƘǾǱƳ"  

 ƘǶƭǷƷ Ƿ ƝƘǾƮǩƗ ƸǾƾǥƑ ǺǩƑ"... ƝƶơƘƽȁƗ " ƝƷƳƘǲǩƗ ǼǩȀǩƘƛ ǼǢǲǕ ƗǸǡǸǍ ǰǽƶǩƗ"....ǬǪǖǩƗ"  

 ǩƗ ǫǸƪǱ ǺǩƑ Ƿ ǼǱƎǁ ǺǪǕƍ Ƿ ǛƸƮƛ ǼǱƴǭƍ ǰǭ Ǩǥ ǺǩƑ ǬǶƕƗƷǷ ǰǭ ǷƝƸǵƗƺǩƗ ǨƜǢƢƾǮ" .. ǧƘǾƩȁƗ

ƞǭƳƘǢǩƗ"  

Ɨƶǵ ǔǉƗǸƢǮǩƗ ǼǪǮǕ ǻƴǵƍ.  



ƞǩǸƱ





ƊƗƴǵƗ




ƚƭ ƝƸǎǡ ǼǲǾǢƾǾǩ ƘǙƸǝ ƻƎǦǩƗ ǓƸƩ ǰǭ ǺǩƑ  

ƝƳƘǖƽ ƞǒƮǩ Ƙǲǩ ǫƴǢǾǩ ǴǪǭƘǱƍ ƠǪǥ ǰǭ ǺǩƑ  

ǬǪǖǩƗ ǠǽƸǍ Ǽǩ ƴǶǮǾǩ ǼƛƷƳ ǰǕ ǣƗǸǁȁƗ ƴǆƭ ǰǭ ǺǩƑ  

ƺǽƺǖǩƗ  ǻƴǩƗǷ ƸǾƜǦǩƗ ƚǪǢǩƗ ǺǩƑ  

ǯƘǲƮǩƗ Ƿ ƚƮǩƗ ǼǲƢǖǉƷƍ ǰǭ ǺǩƑ  

ƊƘǞǂǩƗ ǬƾǪƛ Ƿ ƚƮǩƗ ƺǭƷ ǺǩƑ  

ǺǩƑ ƞƜǾƜƮǩƗ ǼơƴǩƗǷ ǇƘǾƜǩƘƛ ǔǅƘǲǩƗ ƚǪǢǩƗ  

 ǼơǸƱƑ ǼơƘǾƭ ǰǾƭƘǽƷ Ƿ ƞƖǽƸƜǩƗ ƻǸǞǲǩƗ Ƿ ƞǢǾǡƸǩƗ ƝƸǵƘǎǩƗ ƙǸǪǢǩƗ ǺǩƑ "ƴǮƮǭ Ƿ ƸǾǮƽ ÛǺǪǾǩ ÛƝƴǲǾǩ"  

 ǼơƘǢǽƴǅ ƺǕƍ Ƿ ǼƛƷƳ ƟƘǢǾǢǁ ǺǩƑ"ƞǮǾǪƭ ÛƞǾǝǷƷ ÛƞǲǾǭƍ ÛǧƘǭƍ ÛƞǮǽƷ ÛǧƗǸǱ ÛƞǮǽƸǥ ÛƞǩǸƱ"  

 ǼǱƳƗƹ Ƿ ǼơƸǾǆƛ ƷƘǱƍ Ƿ ƘǝƸƭ ǼǲǮǪǕ ǰǭ Ǩǥ ǺǩƑ ƝƶơƘƽƍ ǺǩƑ ÛƘǝƸǁ" ǟǷƷƘǝ ÛƞƩƘǲƩǸƛ ƳƗƐǝ

ǼǱƘƪǡǸƛ ƝƘƪǱ ÛǯƘƮǽƷǸƛ"  

ǼƾǞǱ ǺǩƑ  ǨǮǖǩƗ Ɨƶǵ ǻƴǵƍ ƸǾƱȁƗ Ǽǝ Ƿ



ƝƺǽǸǩ
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VII

ȯȿǟǼƨǟ ǦȶǝǠȩ  

 ȴȩǿ

ȯȿǼƨǟ  

ȯȿǼƨǟ ȷǟɀȺȝ  ǦǶȦȎȱǟ  

01ǦɆȲɆȶȮǪȱǟ ǧǠȵǼƪǟ ȤɆȺȎǩ  05

02ǦȵǼƪǟ ȌǝǠȎǹ  06

03ǦȵǼƪǟ ǧǠȦɆȺȎǩ  09

04ǦɆǶȎȱǟ ǧǠȆȅǘƫǟ ȤɆȺȎǩ  22

05ǥǻɀƨǟ ȤȲȭ  35

06ǻǠȞǣǕ ǥǻɀƨǟ  37

07ǦɆǶȎȱǟ ǦȶȚȺƫǟ ǦǞɆǣ Ž ǦɆǶȎȱǟ ǦȵǼƪǟ ǥǻɀǱ ȳɀȾȦȵ  39

08 ȴɆɆȪǩ ǻǠȞǣǕǦɆǶȎȱǟ ǦȵǼƪǟ ǥǻɀǱ  49

09 ƙǣ Ǡȵ ǥȀǪȦȱǟ Ž ǦɆǶȎȱǟ ǧǠȆȅǘƫǟ ǻǼȝ1985 -1989  67

10ǦȲɆȵ ǦɅɍɀǣ ǦɆǶȎȱǟ ǧǠȆȅǘƫǠǣ ǦɅȀȊǤȱǟ ǻǿǟɀƫǟ  73

11 ǦȍǠƪǟ ǧǠǶȎƫǟ  73

12ǦȍǠƪǟ ȳǼȱǟ ǦɆȦȎǩ ȂȭǟȀȵ  74

13ǦȍǠƪǟ ɄǶȎȱǟ ȰȪȺȱǟ ǧǠȭȀȉ  74

14ɂȦȊǪȆȵ Ȱȭ Ž Ǧȝȁɀƫǟ ǧǟǿǠȶǪȅɍǟ ǻǼȝ  78

15ǦȅǟǿǼȱǟ ǦȺɆȝ ǻǟȀȥǕ ȌǝǠȎǹ  78

16ǦɅǻǠȶǪȝɍǟ ǿǠɆȞȵ ǦɆǵǠȹ ȸȵ ǦȵǼȪƫǟ ǦɆǶȎȱǟ ǦȵǼƪǟ ǥǻɀǱ ȴɆɆȪǩ  80

17ǿǠɆȞȵ ǦɆǵǠȹ ȸȵ ǦȵǼȪƫǟ ǦɆǶȎȱǟ ǦȵǼƪǟ ǥǻɀǱ ȴɆɆȪǩ     ǦɆȅɀȶȲƫǟ82

18ǦǣǠǲǪȅɍǟ ǿǠɆȞȵ ǦɆǵǠȹ ȸȵ ǦȵǼȪƫǟ ǦɆǶȎȱǟ ǦȵǼƪǟ ǥǻɀǱ ȴɆɆȪǩ84

19 ǦȵǼƪǟ ǥǻɀǱ ȴɆɆȪǩȷǠȵɉǟ ǿǠɆȞȵ ǦɆǵǠȹ ȸȵ ǦȵǼȪƫǟ ǦɆǶȎȱǟ86

20ȤȕǠȞǪȱǟ ǿǠɆȞȵ ǦɆǵǠȹ ȸȵ ǦȵǼȪƫǟ ǦɆǶȎȱǟ ǦȵǼƪǟ ǥǻɀǱ ȴɆɆȪǩ88



VIII

ȯǠȮȉɉǟ ǦȶǝǠȩ  

 ȴȩǿ

ȰȮȊȱǟ  

ȰȮȊȱǟ ȷǟɀȺȝ  ǦǶȦȎȱǟ  

01ǦȵǼƪǟ ȴɆȽǠȦȵ ȌǝǠȎǹ  04

02ȰȵǠȊȱǟ ǦɆǶȎȱǟ ǦɅǠȝȀȱǟ ȳǠȚȹ ǧǠȵǼǹ  14

03ǧǠȵǼƪǟ ǬȲǮȵ ǢȆǵ ǦȵǼƪǟ ǯǠǪȹǙ  15

04ǦɆǤȖȱǟ ǦɅǠȝȀȱǟ ǢȭȀȵ  16

05ǥǻɀƨǟ ƙȆǶǪȱ ȠȺɆƹǻ ǦȲǲȝ  30

06ǦɆǶȎȱǟ ǦȵǼƪǟ ǥǻɀǱ  39

07ǦɆǶȎȱǟ ǧǠȵǼƪǟ ǥǻɀǱ ȀȍǠȺȝ  41

08ǦɆǶȎȱǟ ǧǠȆȅǘƫǟ ɂȲȝ ǥǻɀƨǟ ǧǠɅɀǪȆȵ ȨɆǤȖǩ  45

09ɃǼɆȲȪǪȱǟ ǧǟɀǲȦȱǟ ǯǽɀƴ  52

10ǿɀȖƫǟ ǦȵǼƪǟ ǥǻɀƨ ǧǟɀǲȦȱǟ ǯǽɀƴ  54

11ƆǠɆǤȱǟ ȰɆǮȶǪȱǟ ǦɅǻǠȶǪȝɍǟ ǿǠɆȞƫ ǦȅǟǿǼȱǟ ǦȺɆȝ ǻǟȀȥǕ ȴɆɆȪǪȱ  81

12ǦɆȅɀȶȲƫǟ ǿǠɆȞƫ ǦȅǟǿǼȱǟ ǦȺɆȝ ǻǟȀȥǕ ȴɆɆȪǪȱ ƆǠɆǤȱǟ ȰɆǮȶǪȱǟ83

13ǦǣǠǲǪȅɍǟ ǿǠɆȞƫ ǦȅǟǿǼȱǟ ǦȺɆȝ ǻǟȀȥǕ ȴɆɆȪǪȱ ƆǠɆǤȱǟ ȰɆǮȶǪȱǟ85

14ȷǠȵɉǟ ǿǠɆȞƫ ǦȅǟǿǼȱǟ ǦȺɆȝ ǻǟȀȥǕ ȴɆɆȪǪȱ ƆǠɆǤȱǟ ȰɆǮȶǪȱǟ87

15 ȰɆǮȶǪȱǟȤȕǠȞǪȱǟ ǿǠɆȞƫ ǦȅǟǿǼȱǟ ǦȺɆȝ ǻǟȀȥǕ ȴɆɆȪǪȱ ƆǠɆǤȱǟ89



ƗǆƓƵ Ɨùùùùǆƥǀǆ



ǦȵǠȝ ǦȵǼȪȵ

أ 

ɆȾƢøøøǼ

 ȷǙ țǠȖȪȱ ȀȑǠƩǟ ǠȺǪȩȿ Ž ǧǠȵǼƪǟ ǼɅǟȂǪȵ ǟǿȿǻǦɆƵɉǟ  Ȭȱǽȿ ǠȾȺȵ ǦȵǼȪǪƫǟ ǦȍǠǹ ƁǠȞȱǟ ȯȿǻ ǧǠɅǻǠȎǪȩǟ ȤȲǪƯ Ž

 ȯɎǹ ȸȵȻȀǭǕ  ȤȲǪǺƫ ɄȵɀȪȱǟ ǰǩǠȺȱǟ Ž ȻǾȽ ȷǟǼȲǤȱǟǬɆǵ    ǦøȵǼȪǪƫǟ ȯȿǼøȱǟ ȐȞǤȱ ȼǩǟǽ Ǽǵ Ž ǟǻǠȎǪȩǟ ǧǠȵǼƪǟ țǠȖȩ ǼȞɅ    

 ɂȲȝ ȿǠȾȅǕǿ  ǥǼǶǪƫǟ ǧǠɅɍɀȱǟǦɆȮɅȀȵɉǟǠȽǿǠǤǪȝǠǣ  ǠȽǻǠȎǪȩǟ ǴǤȎɅ Ǧȱȿǻ ȯȿǕ  ƃǟɀøǵ ȰȢǪȊǩ ǬɆǵ ÛǧǠȵǼǹ ǻǠȎǪȩǟ75% 

 ÛțǠȖȪȱǟ ǟǾȽ Ž ǦȲȵǠȞȱǟ ǥɀȪȱǟ ȸȵȀȵɉǟ  ȳǠȶǪȽɍǟ ǼɅǟȂǩ ƂǙ ɁǻǕ ɃǾȱǟǿǟȀȶǪȅǠǣ ȻȀɅɀȖǩȿ ȼǣ.  

 ȰȵǟɀȞȱǟ ǼǵǕ ȰǮƹ ǦɆǶȎȱǟ ǧǠȵǼƪǟ țǠȖȩ ȰȞȱ ȿǦɆȅǠȅɉǟ Ž ȼȹɀȮȱ ǦɆȝǠȶǪǱɍǟ ǦɆȶȺǪȱǟ ȨɆȪƠȾɅ ǧǠȵǼǹ ƇǼȪǪǣ ȴǪ

 ɂȲȡɉ ǦȱȿǼȱǟ ǻǿǟɀȵ ȸȵ ǻǿɀȵ ɀȽȿȷǠȆȹɋǟ ǦȲɆȅɀȱǟ ȻǿǠǤǪȝǠǣ ÛƂȿɉǟ  ȷǙ ǬɆǵ ÛǧɍǠŎǟ Ɠȉ Ž ǦɆȶȺǪȱǟ ȨɆȪǶǪȱȷǠȆȹɋǟ  ȐɅȀƫǟ

ȦɅ Ɠǵ ȿǕ ȔȖƸ ȿǕ ȰȶȞɅ ȷǕ ȼȺȮƹ ɍǦɆǶȎȱǟ ȼȲȭǠȊȵ ȰƠ Ɠǵ ȼȞȶǪƭ ǦȵǼǹ Ž ȀȮ.  

   ɄƫǠøȞȱǟ ǼɆȞøȎȱǟ ɂȲȝ ȳǠȶǪȽɍǟ ǻǟǻȁǟ ǼȪȥ ÛǦɆǶȎȱǟ ǧǠȵǼƪǟ ƇǼȪǪȱ ǦȶȾȵ ǦȲɆȅȿ ɂȦȊǪȆƫǟ ǨȹǠȭ Ǡƫ ȿ ǒǠøȊȹǚǣ 

 ȿ ǧǠɆȦȊǪȆƫǟȧǠȦȹɋǟ  ǦȅɀȶȲȵ Ƙȡ ǦɆǶȎȱǟ ǦȵǼƪǟ ȷɀȮȱ ȿ ÛǠȾɆȲȝǠȅǠȅǕ     ȰøǤȩ ǠøőǻɀǱ ɂøȲȝ ȴȮƩǟ ȐɅȀȶȲȱ ȸȮƹ ɍ ȿ

Ⱥȵ ǥǻǠȦǪȅɍǟ ÛǠȾǴǤȍǕ ǻɀǱ ȃǠɆȪǣ ȳǠȶǪȽɍǟ ɃǿȿȀȒȱǟ ȸȵɂȑȀȶȲȱ ǦȵǼȪƫǟ ǦɆǶȎȱǟ ǧǠȵǼƪǟ ǥ.

ǦɆȵɀȶȞȱǟ ǧǠȆȅǘƫǟ ɂȲȝ Ǣƶ ǠȶȭțǠȖȪȱǟ ǟǾŏ ǦɆƫǠȞȱǟ ǧǟǿɀȖǪȱǟ ǥȀɅǠȆȵ ǦɅȀǝǟȂƨǟ ǦɆǝǠȦȊǪȅɍǟ  ȼøȎǺȺȅ Ǡȵ Ȭȱǽȿ

 ȯɎǹ ȸȵ ǦȅǟǿǼȱǠǣ  ȴɆɆȪǩ ǥǻɀǱ ǦɆȵɀȶȞȱǟ ǦɆǝǠȦȊǪȅɍǟ ǧǠȆȅǘƫǟ Ž ǦȵǼƪǟ ȻǾȽ ǦɅɍɀȱǦȲɆȵ.  

ɍȿǕ :ǬǶǤȱǟ ǦɆȱǠȮȉǙ

 ƁǠȞȵ ɂȲǲǪǩ ȰǹǼƫǟ ǟǾȽ Ž ȼȑȀȝ ȨǤȅ Ǡȵ ǒɀȑ ɂȲȝǦɆȱǠȮȉǙ   ɃȀȽɀøƨǟ ȯǗǠȆǪȱǟ Ž ǠőǿɀȲǣ ȸȮƹ Ɣȱǟ ȿ ǬǶǤȱǟ

ƃǠǪȱǟ:  Ý ǦɅȀǝǟȂƨǟ ǦɆȵɀȶȞȱǟ ǦɆǝǠȦȊǪȅɍǟ ǧǠȆȅǘƫǟ Ž ǦɆǶȎȱǟ ǧǠȵǼƪǟ ǥǻɀǱ ɁǼȵ Ǡȵ  

 ȻǾȽ ȰɆȲƠ ȿ ǦƨǠȞƫǦɆȱǠȮȉɋǟ ȿ ǳȀȖǣ ȳɀȪȹǦǣǠǱɋǟ  ɂȲȝǦȲǞȅɉǟ ǦɆȱǠǪȱǟ ǦɆȝȀȦȱǟ:  

1.Ý ǦɆǶȎȱǟ ǧǠȵǼƪǟ ȳɀȾȦȵ Ǡȵ   

2. ɄȽ ǠȵȴȽǕǢɆȱǠȅǕ Ý ǦɆǶȎȱǟ ǧǠȵǼƪǟ ǥǻɀǱ ȴɆɆȪǩ  

3.ǧǠȵǼƪǟ ǥǻɀǱ ɁǼȵ Ǡȵ ǦɆǶȎȱǟ ǧǠȆȅǘƫǟ Ž ǦȵǼȪƫǟ ǦɆȵɀȶȞȱǟ ǦɆǝǠȦȊǪȅɍǟ Ý ǦȅǟǿǼȱǟ ȰƮ  

ǠɆȹǠǭ :ǬǶǤȱǟ ǧǠɆȑȀȥ

 ȰɆȲƠ ǢȲȖǪɅǦɆȱǠȮȉɋǟ ǦȅǟǿǼȱǟ ȰƮǟǿǠǤǪǹ ɄȽ ǧǠɆȑȀȦȱǟ ȸȵ Ǧȝɀȶƭ ǦǶȍ:    

1.   ɄǝǠȾøȺȱǟ ȬȲȾǪøȆƫǟ ǧǠǤȡǿ ȿ ǧǠǱǠǵ țǠǤȉǙ ƂǙ ȣǼő Ɣȱǟ ȿ ƙȞȦǪȺȶȲȱ ȳǼȪɅ ɃǾȱǟ ȓǠȊȺȱǟ ɄȽ ǦɆǶȎȱǟ ǦȵǼƪǟ

)ȐɅȀƫǟ (ɁȀǹǕ ǦȵǼǹ ȿǕ ǦȞȲȅ ȜɆǤǣ ȔǤǩȀǩ ǬɆǵ.  

2.Ž ǦɆǶȎȱǟ ǧǠȵǼƪǟ ǥǻɀǱ ȴɆɆȪǩ ǢɆȱǠȅǕ ȴȽǕ ȰǮȶǪǩ:ɁȿǠȮȊȱǟ ǻǼȝ ȃǠɆȪȵ ÛȸǝǠǣȂȱǟ Ǡȑǿ ȃǠɆȪȵ Û ǦøȶɆȪȱǟ ȃǠɆȪȵ 

ǧǟɀǲȦȱǟ ȰɆȲƠ ǡɀȲȅǕ Û ǡɀȲȅǕǒǟǻɉǟ ǦȵǼǺȲȱ ɄȲȞȦȱǟ.  

3. ǦɆȵɀȶȞȱǟ ǦɆǝǠȦȊǪȅɍǟ ǧǠȆȅǘƫǟ ɂȑȀȵ ȴɆȪɅǦȅǟǿǼȱǟ ȰƮ  ǦȵǼȪƫǟ ǧǠȵǼƪǟȴȾɆȱǙ Ȱȭ ǦɆǵǠȹ ȸȵ ǿǠɆȞȵ    ƘɅǠøȞȵ ȸȵ

ǠɆǣǠƶǟ ǠȶɆɆȪǩ ǦȵǼƪǟ ǥǻɀǱ.  



ǦȵǠȝ ǦȵǼȪȵ

ب 

ǠǮȱǠǭ: ȣǟǼȽǕ ǦȅǟǿǼȱǟ

 ȣǟǼȽɉǟ ȐȞǣ ȨɆȪƠ ƂǙ ǦȅǟǿǼȱǟ ȻǾȽ ɂȞȆǩɄȲɅ ǠȶɆȥ ǦǶȑɀȵ ɄȪɆǤȖǪȱǟ ǢȹǠƨǟ ȿǕ ɃȀȚȺȱǟ ǢȹǠƨǠǣ ǦȪȲȞǪȵ ǨȹǠȭ ǒǟɀȅ:

1.ÜǦɆǶȎȱǟ ǧǠȵǼƪǟ ǥǻɀǱ ȯɀǵ ǦɅȀȚȺȱǟ ȴɆȽǠȦƫǟ ǴɆȑɀǩ  

2. ȰǤȩ ȸȵ ɂȲȝ ǦȵǼȪƫǟ ǦɆǶȎȱǟ ǧǠȵǼƪǟ ɁɀǪȆȵ ɂȲȝ ȣȀȞǪȱǟǧǠɆȦȊǪȆȵ  ȿ ǦȲɆȵ ǦɅɍȿ Ž ȳǠȞȱǟ țǠȖȪȱǟǿǠǤǪǹǟ  ǠőǻɀǱ

 ȀȚȹ ǦȾǱȿ ȸȵ ǠȾȺȵ ȸɅǼɆȦǪȆƫǟ)ɂȑȀƫǟ(Ü  

3. ǠȾȺȵ ȸɅǼɆȦǪȆƫǟ ȀȚȹ ǦȾǱȿ ȸȵ ǦɆǶȎȱǟ ǦȵǼƪǟ ǥǻɀǱ ǻǠȞǣǕ ȸȵ ǼȞǣ ȰȮȱ ǦɆǤȆȺȱǟ ǦǤƵɍǟ ɂȲȝ ȣȀȞǪȱǟ) ɂøȑȀƫǟ ( ȿ

ÜȴƬ ǦȵǼȪƫǟ ǦɆǶȎȱǟ ǧǠȵǼƪǟ ȸȵ ȴȽǒǠȑǿ ɁɀǪȆȵ ȃǠɆȩ  

4. Ž ǦȞȑǟɀǪƫǟ ǦƵǠȆƫǟȣǠȊǪȭǟ   ǧǠɆøȍɀǪȱǟ ƇǼȪǩ ȿ ǧǠǵȀǪȪƫǟ Ȝȑȿ ƃǠǪȱǠǣ ȿ ǦɆǶȎȱǟ ǧǠȵǼƪǟ Ž ǿɀȎȪȱǟ ǢȹǟɀǱ

ǦȵǠȞȱǟ ǧǠɆȦȊǪȆƫǟ Ž ǧǠȵǼƪǟ ǥǻɀƛ ǒǠȪǩǿɎȱ ǦȥǻǠƬǟ.  

ǠȞǣǟǿ :Ǽȱǟ ǦɆƵǕǦȅǟǿ

 ǠőǻɀǱ ƙȆƠ ȿ ǠȽȀɅɀȖǩ ǥǿȿȀȑ ȿ ǠȵǼȪɅ Ɣȱǟ ǧǠȵǼƪǟ ȿ ɄǶȎȱǟ țǠȖȪȱǟ ǦɆƵǕ ȷǠɆǤǩ Ž ǦȅǟǿǼȱǟ ȻǾȽ ǦɆƵǕ ȰǮȶǪǩ

ǤǪȝǠǣǼȲǣ ɃǕ Ž ǒǠȺǤȱǟ ȿ ǦɆȶȺǪȲȱ ǦɆȅǠȅɉǟ ǥȂɆȭȀȱǟ ǼȞɅ ɃǾȱǟ ȷǠȆȹɋǠǣ ǦȖǤǩȀȵ ǠȽǿǠ.  

ǠȆȵǠǹ:țɀȑɀƫǟ ǿǠɆǪǹǟ Ȝȥǟȿǻ

ǿǠɆǪǹɍ ǠȺǪȞȥǻ Ɣȱǟ ǧǟǿƎƫǟ ȿ ȜȥǟȿǼȱǟ ȴȽǕ ȌǺȲǪǩ ǟǾȽ ɄȲɅ ǠȶɆȥ ȻƘȡ ȷȿǻ țɀȑɀƫǟ:      

1. ǦȍǠƪǟ ǠȺǪȝǠȺȩǦɆƵɉǠǣ  ǦɆȵǠȺȱǟ ȯȿǼȱǟ Ž ǦȍǠǹ ǦɆȵɀȶȞȱǟ ǦɆǝǠȦȊǪȅɍǟ ǧǠȆȅǘƫǟ Ž ǦȵǼȪƫǟ ǦɆǶȎȱǟ ǧǠȵǼƪǟ ǥǻɀƨ ǥƘǤȮȱǟ

ÜȀǝǟȂƨǟ ǠȾȺȵ ȿ  

2. Ɣȱǟ ȿ ȀǝǟȂƨǟ Ž ǧǠɆȦȊǪȆƫǟ ǨȱǠǵ ȿ ɄǶȎȱǟ Ȝȑɀȱǟ ȼɆȱǙ ȯȿǘɆȅ Ǡȵ ȯɀǵ ǧɍǗǠȆǩ ǥǼȝ ǳȀȕ ǠȺɆȲȝ ȴǪƷ ɃǾȱǟ Ȝȩǟɀȱǟ

ȼɆȹǠȞǩ ɃǾȱǟ ǢɆȆǪȱǟ ȿ ǠȽǿɀȽǼǩ ǠȺɆȲȝ ɂȦƸ ɍ  ǟǾȽ ȿȀȵɉǟ  ȸȕǟɀƫǟ ɂȲȝ ǠǤȲȅ ȄȮȞȺɅ ǦɆǤȲǩ ȳǼȝ ȯɎǹ ȸȶāȱȿɉǟǦǱǿǼȱǠǣ

ȋǠƪǟ țǠȖȪȱǟ ƂǙ ȼǝɀƨ ǦȱǠǵ Ž ȼȲȽǠȭ ȰȪǮɅ ɃǾȱǟ ɃǻǠƫǟ ȂǲȞȱǟ ɂȲȡ ǦȥǠȑǙ ǦɆǶȎȱǟ ȼǪȱǠǵ ǒɀȅ ǥǻǠɅȁ ȿ ȼǪǱǠǵ.

ǠȅǻǠȅ: ǧǠǣɀȞȍǦȅǟǿǼȱǟ

 ȰǮȶǪǩ ȿ ÛɄȪɆǤȖǪȱǟ ȿ ɃȀȚȺȱǟ ȼɆǤȹǠǱ Ž ǬǶǤȱǟ ǧǠǣɀȞȍ ǿɀǶȶǪǩ ȳǠȝ ȰȮȊǣŽ:  

ÜɄȞȵǠƨǟ ǠȹȂȭȀȵ ǦǤǪȮȵ Ž ǦɆǶȎȱǟ ǧǠȵǼƪǟ țɀȑɀȵ Ž ǦȎȎǺǪƫǟ ǧǠȅǟǿǼȱǟ ȿ ȜǱǟȀƫǟ ǥǿǼȹ  

ȵǠǱ ȸȵ țɀȑɀƫǠǣ ǦȪȲȞǪƫǟ ǦɆȶȲȞȱǟ ȜǱǟȀƫǟ ɂȲȝ ȯɀȎƩǟ ǦǣɀȞȍǦɅǿǟǻɋǟ ȰɆȩǟȀȞȱǟ ǢǤȆǣ ɁȀǹǕ ǧǠȞÜ  

 ǦȪȥǟɀȵ ɂȲȝ ȯɀȎƩǟ ǦǣɀȞȍƃɀǞȆȵ  ǥǿǠȶǪȅɍǟ ȜɅȁɀǩ ȰǱǕ ȸȵ ǦȅǟǿǼȱǠǣ ǦɆȺȞƫǟ ǧǠȆȅǘƫǟɂȑȀƫǟ ǦǭǻǠƮ ȿ.

ǠȞǣǠȅ:ǬǶǤȱǟ Ž ȳǼǺǪȆƫǟ ǰȾȺƫǟ

ǬǶǤȱǟ ǟǾȽ ȸȵ ɃȀȚȺȱǟ ǢȹǠƨǟ Ž ɄȦȍɀȱǟ ǰȾȺƫǟ ɂȲȝ ǻǠȶǪȝɍǟ Ź ǣ ǠȺȶȩ  ǬɆǵ  ȜøǱǟȀƫǟ ȸȵ ǦȝɀȶŎ ƑǪȮƫǟ ǴȆƫǠ  

 )ǦɆǣȀȞȱǟ ǦȢȲȱǠǣ (  Ź ǼøȪȥ ÛɄȪɆǤȖǪȱǟ ǢȹǠƨǟ Ž ǠȵǕ ÛǧǠɆȪǪȲƫǟ ÛƘǪȆǱǠƫǟ ȰǝǠȅǿ ÛǧɍǠȪƫǟ ȿ ÛǢǪȮȱǟ ƙǣ Ǡȵ ǨȝɀȺǩ ǻǠøȶǪȝǟ 



ǦȵǠȝ ǦȵǼȪȵ

ج 

 ȀȚȹ ǦȾǱȿ ȸȵ ǦȲɆƞ ǦȵǠȞȱǟ ǦɆǝǠȦȊǪȅɍǟ ǧǠȆȅǘƫǟ ȣȀȕ ȸȵ ǦȵǼȪƫǟ ǦɆǶȎȱǟ ǦȵǼƪǟ ǥǻɀǱ ȴɆɆȪǩ ɂȲȝ ȣȀȞǪȱǟ ȣǼŏ ȷǠɆǤǪȅǟ

 ǠȾȺȵ ȸɅǼɆȦǪȆƫǟ)ɂȑȀƫǟ ( Ź ȿ ǦȵȂƩǟ ǰȵǠȹȀǣ ȨɅȀȕ ȸȝ ǧǠȹǠɆǤȱǟ ǦƨǠȞȵǦɆǝǠȎǵɋǟ  ǦɆȝǠȶǪǱɍǟ ȳɀȲȞȲȱ)spss(.

ǠȺȵǠǭ:ǬǶǤȱǟ ȰȮɆȽ ȿ ǦȖǹ

 ȰǮư ɄȪɆǤȖǩ Ȁǹɇǟ ȿ ÛƙȲȎȦǣ ȰǮư ɃȀȚȹ ǠƵǼǵǕ ƙǤȹǠǱ ǠȺǮƜ ȔȖƯ ȰȶȊɅ ȷǕ ǠȺɆǞǩǿǙ ÛǦǵȿȀȖƫǟ ǬǶǤȱǟ ǦɆȱǠȮȉǙ ǦƨǠȞƫ

Ǽǵǟȿ ȰȎȦǣ:  

    ǬɆǵ ȰȎȦȱǟ ȯȿǠȺǪɅȯȿɉǟ ÛǿǠȕɋǟ  ǬøǵǠǤȵ ǦǭɎǭ ƂǙ ȼȶɆȆȪǩ Ź ÛǦɆǶȎȱǟ ǧǠȆȅǘƫǟ Ž ǧǠȵǼƪǟ ȯɀǵ ɃȀȚȺȱǟ :

 ǬǶǤƫǟȯȿɉǟ     ȯɀøǵ ǧǠøɆȵɀȶȝ ǬøȱǠǮȱǟ ǬǶǤƫǟ ÛǦɆǶȎȱǟ ǧǠȵǼƪǟ ǦɆȽǠȵ ƆǠǮȱǟ ǬǶǤƫǟ ÛǧǠȵǼƪǟ ȯɀǵ ǧǠɆȵɀȶȝ

ǦɆǶȎȱǟ ǧǠȆȅǘƫǟ.  

 ǦøȱɎǭ ȯɎǹ ȸȵ ÛǠȾȶɆɆȪǩ ǦɆȦɆȭ ȿ ǦɆǶȎȱǟ ǧǠȵǼƪǟ ǥǻɀƨ ȏȀȞǪɆȥ ÛƆǠǮȱǟ ȰȎȦȱǟ ǠȵǕ  ǬøǵǠǤȵ :  ǬøǶǤƫǟȯȿɉǟ 

ǧǠɆȅǠȅǕ  ǬȱǠǮȱǟ ǬǶǤƫǟ ÛǦɆǶȎȱǟ ǧǠȵǼƪǟ ǥǻɀǱ ƆǠǮȱǟ ǬǶǤƫǟ Ûǥǻɀƨǟ ȯɀǵǻǠȞǣǕ  ȿ ȴɆɆȪǩ ǢɆȱǠøȅǕ    ǥǻɀøǱ ȃǠøɆȩ

ǦɆǶȎȱǟ ǧǠȵǼƪǟ.  

 ǨȎǹ Ɣȱǟ ǦɆȹǟǼɆƫǟ ǦȅǟǿǼȱǟ Ž ȰǮƢ ÛǬȱǠǮȱǟ ȰȎȦȱǟ ǠȵǕǧǠȆȅǘƫǟ  ÛǦȲɆƞ ǦȵǠȞȱǟ ǦɆǝǠȦȊǪȅɍǟ  ǥǻɀøǱ ȴɆɆȪǪȱ ǦȱȿǠƮ Ž

ȵ ǠőǠȵǼǹƙǮǶǤȵ ȸȶȑ ÛǠȾȺǝǠǣȁ ȀȚȹ ǦȾǱȿ ȸ :ȯȿɉǟ ǬǶǤƫǟ ȷǟɀȺȞǣ ÛǦɅȀǝǟȂƨǟ ǦɆǶȎȱǟ ǧǠȆȅǘƫǟ ǦɆȞȑȿ ȿ   ǬøǶǤƫǟ

 ƆǠǮȱǟǣ ȋǠǹǦɆǝǠȎǵɋǟ ǦƨǠȞƫǟ ȿ ǦɆȹǟǼɆƫǟ ǦȅǟǿǼȲȱ ǦɆǲȾȺƫǟ ǧǟǒǟȀǱɋǠ  ȰȎǂǟ ǰǝǠǪȺȱǟ ƘȆȦǩȿ ȰɆȲƠ ǠȽǼȞǣ ȴǪɆȱ ǧǠȹǠɆǤȲȱ

ǠȾɆȲȝ.



  :الفصل الأول

الإطار النظري حول 
الخدمات في المؤسسات 

  الصحیة



              üǋǓƐ üƬƻǁƐ        ƕǐƟƬǁƐ ƖƑƨƨƊǄǁƐ Ǐƺ ƖƑǄƣƢǁƐ üǋƟ ǎƥưǆǁƐ ƥƑƯǕƐ

2

ɆȾƢøøøøøǼ:

    ǥǠɆƩǟ Ž ǠȾǪȹǠȮȵ ǦȵǼƪǟ ǨȑȀȥ ǬɆǵ ÛǥƘǹɉǟ Ǧȹȿɇǟ Ž Ǵȑǟȿ ȿ ƘǤȭ ȰȮȊǣ ǧǠȵǼƪǟ țǠȖȩ ǦɆƵǕ ǧǻǟǻȁǟ

ǒǟɀȆȱǟ Ǽǵ ɂȲȝ ǧǠȆȅǘƫǟ ȿ ǻǟȀȥɊȱ ǦɆȵɀɆȱǟ.

   ǦɆǝǠȦøȊǪȅɍǟ ǧǠøȆȅǘƫǟ Ž ǠőǠɅɀǪȆȵ ȤȲǪǺƞ ǠȾɆȲȝ ǢȲȖȱǟ ǻǟȁ Ɣȱǟ ǦɆǶȎȱǟ ǦȵǼƪǟ ǼƱ ǧǠȵǼƪǟ ȻǾȽ ƙǣ ȸȵȿ

ȯɎǹ ȸȵ ȰȎȦȱǟ ǟǾȽ Ž ȼǶȑɀȺȅ Ǡȵ ǟǾȽ ȿ ÛǠőǠȎȎơ ȤȲǪǺƞ:  

ȯȿɉǟ ǬǶǤƫǟ :ÜǧǠȵǼƪǟ ȯɀǵ ǧǠɆȵɀȶȝ  

ƆǠǮȱǟ ǬǶǤƫǟ :ÜǦɆǶȎȱǟ ǧǠȵǼƪǟ ǦɆȽǠȵ  

ǬǶǤƫǟ ǬȱǠǮȱǟ :ǦɆǶȎȱǟ ǧǠȆȅǘƫǟ ȯɀǵ ǧǠɆȵɀȶȝ.
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ȯȿɉǟ ǬǶǤƫǟ :ɀǵ ǧǠɆȵɀȶȝ ǧǠȵǼƪǟ ȯ

 ǦǲɆǪȹȱ ǻǟȀȥɉǟ ǥǠɆǵ ǼɆȞȍ ɂȲȝ ǒǟɀȅ ȀȑǠƩǟ Ǩȩɀȱǟ Ž ǧǠȵǼƪǟ ȼǤȞȲǩ ɃǾȱǟ ƘǤȮȱǟ ȿ ȴȾƫǟ ǿȿǼȲȿǕ   ɂøȲȝȱǟ  ǼɆȞøȎ

ɃǻǠȎǪȩɍǟ  Ɨȕɀȱǟȱ ȷǟǼȲǤȲ ǰǩǠȺȱǟ Ž ǧǠȵǼƪǟ țǠȖȪȱ ǥǼɅǟȂǪƫǟ ǦƵǠȆƫǟ ȯɎǹ ȸȵɄȵɀȪȱǟ.  

ǾȱȿǟǾȽ Ž ȯȿǠǶȺȅ Ȭȱ ɆȽ ȿ ǦȵǼƪǟ ȳɀȾȦȵ ƇǼȪǩ ǬǶǤƫǟ ȿ ǠȾȲȮȴȽǕ  ȤȲǪƯ ȿ ǠȾȎǝǠȎǹǠőǠȦɆȺȎǩ.  

 ǢȲȖƫǟȯȿɉǟ: ǠȾȲȮɆȽ ȿ ǦȵǼƪǟ ȳɀȾȦȵ

 ɍȿǕ: ǦȵǼƪǟ ȤɅȀȞǩ:

 ǦȵǼǺȲȱ ǦȦȲǪƯ ȤɅǿǠȞǩ ȫǠȺȽȹǠȾȺȵ ȀȭǾ:  

 ǦɆȞȶƨǟ ǨȥȀȝɉǟȵǦɆȮɅȀ ȱ ǦȵǼƪǟ ȨɅɀȆǪȲ"ǠŒǕ  "   ǦȞȲøȆǣ ǠøȾȕǠǤǩǿɍ ȏȀȞǩ Ɣȱǟ ȿǕ ȜɆǤȲȱ ȏȀȞǩ Ɣȱǟ ȜȥǠȺƫǟ ȿǕ ǧǠȕǠȊȺȱǟ     

 ǦȺɆȞȵ".)1(

 ǦȲŎǟ ǠȾǪȥȀȝ ǠȶȭǦɅǻǠȎǪȩɍǟ ǦɅȂɆȲƱɋǟ"The Economiste ǠŒǕ  ȰǮƢ ȜɆȖǪȆǩ ɍ ȿ ǥǿǠǲǪȱǟ Ž țǠǤȵ ǒɄȉ Ȱȭ ȼȕǠȪøȅǙ 

 ɂȲȝǕǠȺȲǱǿ."2

 ǠȵǕGronroos  ȓǠȊȹ ɃǕ ǠŒǖǣ ǦȵǼƪǟ ȣȀȞɆȥȿǕ  ȄɆȱ ȸȮȱȿ ǥǻǠȞȱǟ Ž ǦȅɀȶȲƫǟ Ƙȡ ǦȞɆǤȖȱǟ ǧǟǽ ǦȖȊȹɉǟ ȸȵ ǦȲȆȲȅ

 ǠɅǿȿȀȑȷǕ  ǦȵǼƪǟ ɄȦșɀȵȿ ȬȲȾǪȆƫǟ ƙǣ ȰȝǠȦǪȱǟ ȨɅȀȕ ȸȝ ǫǼƠȿǕ   ǠȾƹǼøȪǩ ȴǪɅ Ɣȱǟ ȿ ǦȶȚȹɉǟ ȿǕ ȜȲȆȱǟ ȿǕ ǦɆȱǠƫǟ ǻǟɀƫǟ

 ȰɆȶȞȱǟ ȰȭǠȊƫ ȯɀȲǶȭ."3

 ǻɀȪɅȿBull  ɄȽ ǦȵǼƪǟ ȷǕ:

 ǦȅɀȶȲȵ Ƙȡ ǦȖȊȹǕ) ƇǼȪǩǟǠȊǪȅǥǿÛ ǒǠȪȱǙ  ǥȀȑǠƮ... (Ü

 ǦȵǼƪǟ ɂȲȝ ȯɀȎƩǟ ǼȞǣ ǼɆȦǪȆƫǟ ǠȾȭǿǼɅ ȜȥǠȺȵ) ǧǠȵǼǹƙȵǖǪȱǟÛ  ȰȪȺȱǟ ǧǠȵǼǹÛ ǦɆǶȍ ǧǠȵǼǹ ( ...Ü

 ǦȝǠǤƫǟ ȜȲȆȱǠǣ ǠȾƹǼȪǩ ȔǤǩȀɅǠŒɉ  Ɣȱǟ ȜȥǠȺƫǟ ȨɆȪƠ Ž ǠȶȾȵ ȿ ǠɆȅǠȅǕ ǟǿȿǻ ǠȾƹǼȪǩ ǢȞȲɅ ȿ ȜȲȆȱǟ ȻǾȽ Ȝȵ ȳǼȪǩ

 Ƙȥɀǩ ÛȷǠȶȑÛ ǦȹǠɆȎȱ ǦȞȲȆȱǟ ǒǟȀȉ ȯɎǹ ȸȵ ǠȾɆȲȝ ȯɀȎƩǟ ȬȲȾǪȆƫǟ ǢȡȀɅȿǻǕǟǧ ǦɆȥǠȑǙ ǦȞȲȆȱǟ ȰȪȹÛ( ...4

 ǢȆǵȿMyran and Blanken  ɄȽ ǦȵǼƪǟ "    ȰɆȾøȆǩ ȿ ȯǠøȶȝɉǟ ȁǠøƱǟ Ž ǼȝǠȆǩ ǧɎɆȾȆǩ ȿǕ Ȱȶȝ øȵǕǿɀ    

ǼɆȦǪȆƫǟ. "5

ǠȵǕ Ramaswamy  ǦȵǼƪǟ ƎǪȞɅ " ǦȵǼƪǟ ȳǼȪȵ ƙǣ Ǡȵ ȰȝǠȦǩ ȰǱǕ ȸȵ ǠȾɆȪȲǪȵȿǯǠǪȹǙ    ɄøȪȲǪƫ ǠøȑȀȱǟ ȨɆȪƠ ȿ ǒɄȉ

 ǦȵǼƪǟ".1

)1 ( ÛȷǠɆȲȝ ɂȦȖȎȵ ɄƷǿÛȀȍǠȞƫǟ ȨɅɀȆǪȱǟ ȄȅǕ ȓ1ÛȷǠȶȝ ȜɅȁɀǪȱǟ ȿ ȀȊȺȲȱ ǒǠȦȍ Û2009ȋ Û298.  

)2 ( ÛȄɆȺɅǟȀǣ ǿǻǠȪȱǟ ǼǤȝǦɆȵɀȶȞȱǟ ǧǠȵǼƪǟ ǧǠȆȅǘȵ Ž ȨɅɀȆǪȱǟ ÛȀǝǟȂƨǟ ǦȞȵǠǱ ÛǦɅǻǠȎǪȩɍǟ ȳɀȲȞȱǟ ȴȆȩ ÛȫɀȺǣ ȌȎơ ÛǥǿɀȊȺȵ Ƙȡ ȻǟǿɀǪȭǻ ǦǵȿȀȕǕÛ2007 ȋ Û24.  

)3 ( ȨǣǠȆȱǟ ȜǱȀƫǟ ȄȦȹ Û ȷǠɆȲȝ ɂȦȖȎȵ ɄƷǿ.  

)4 (ɄȝǼɆȶȎȱǟ ȴȅǠǱ ǻɀȶƮǧǠȵǼƪǟ ȨɅɀȆǩ Ûȓ Û1ÛȷǠȶȝÛȜɅȁɀǪȱǟ ȿ ȀȊȺȲȱ ǥƘȆƫǟÛ2010 ȋ22 -23.  

)5( ȋ ÛȨǣǠȆȱǟ ȜǱȀƫǟ ȄȦȹ23.
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 ȯɀȪɅȿPhilip kotler  ȸȝ ǥǿǠǤȝ ǦȵǼƪǟ" ȓǠȊȹȿǕ  ȜȒơ ǦȞȦȺȵƂǙ  ǢǩȀǪɅ ɍ ȿ ǦȅɀȶȲȵ Ƙȡ ȃǠȅɉǟ Ž ȷɀȮǩ ȿ ȯǻǠǤǪȱǟ

 ǠȾȺȝɃǕ ȬȱǟǾȭ ȷɀȮɅ ɍ ȿǕ ɃǻǠȵ ǰǪȺƞ ȔǤǩȀȵ ǦȵǼƪǟ ƇǼȪǩ ȷɀȮɅ ȷǕ ȸȮƹ ȿ ǦɆȮȲȵ"2   ȴɆȽǠøȦƫǟ ȴȽǕ ȂɆɆƢ ȸȮƹ ȨǤȅ ǠưÛ

 ȿ ǦȵǼƪǠǣ ǦȪȲȞǪƫǟƃǠǪȱǟ ȰȮȊȱǟ Ž ǦȺɆǤƫǟ:

 ȴȩǿ ȰȮȊȱǟ01 : ǦȵǼƪǟ ȴɆȽǠȦȵ ȌǝǠȎǹ  

ǿǼȎƫǟ: ȸȵ ǻǟǼȝǙ ǦǤȲȖȱǟ.   

ǠɆȹǠǭ:   ǦȵǼƪǟ ȰȮɆȽ

 ȳɀȪǩ ǦɆȅǠȅɉǟ ǠőǠǲǪȺȵ ȏȀȞǣ ǦɆȵǼƪǟ ǧǠȆȅǘƫǟ ȴȚȞȵ)ȀȽɀƨǟ ( ǠƬɎǹ ȸȵ ɂȞȆǩ ǦɆȲɆȶȮǩ ǦȪǶȲȵ ǧǠȵǼƝ ǦȪȥȀȵ

 ƂǙ ȿ ȂɆȶǪȱǟ ȨɆȪƠȣɎǪǹɍǟÛ  ǦȶɆȩ ȰȮȊǩ ǥƘǹɉǟ ȻǾȽ ȷɀȮȱ ǦȆȥǠȺƫǟ ɄȵǠȺǩ Ȱș Ž ǦȍǠǹ ȰɆȶȞȲȱ ǦȥǠȒȵ .  

1- ȀȽɀƨǟ ǦȵǼƪǟService de base:  ǦǱǠǵ ȜǤȊǩ Ɣȱǟ ǦȵǼƪǟ ɄȽǦɆȅǠȅǕ ȰɆȶȞȱǟ ɁǼȱÛ  ɄȆɆǝȀȱǟ ǢǤȆȱǟ ƎǪȞǩȿ

 ȿ ȷǟƘȖȱǟ ǧǠȆȅǘƫ ȰȪȺȱǠȭÛ ǦɆȵǼƪǟ ǦȆȅǘƫǟ ǻɀǱɀȱȯǠȎǩɍǟ  ǧǠȆȅǘƫǧɍǠȎǩɍǟ  ǦɆȦǩǠƬǟ ... ƀǟ.3

2- ǦɆȲɆȶȮǪȱǟ ǧǠȵǼƪǟ :Service périphériques:ȰɆȶȞȱǟ ɁǼȱ ǦɅɀȹǠǭ ǧǠǱǠǵ ȜǤȊǩ Ɣȱǟ ɄȽ4    Ǡøȵ ǠøǤȱǠȡ ȿ

ɍ ȰȶȞǪȆǩǦɆȆȥǠȺǩ ǥȂɆȵ ǻǠǱ5 . ǧǠȦɆȺȎǩ ǥǼȝ ǻɀǱȿ ȸȵ ȴȡȀȱǟ ɂȲȝȿǧǠȵǼǺȲȱ  ǦɆȲɆȶȮǪȱǟɍǙ  ǧǠȦɆȺȎǪȱǟ ȼǪȽ ȀȾȉǕ ȿ ȴȽǕ ȷǕ

1
ɄȝǼɆȶȎȱǟ ȴȅǠǱ ǻɀȶƮÛ  ȋ ÛȻȀȭǽ ȨǤȅ ȜǱȀȵ23.

2
الجزائر،  ة، مذكرة ماجستیر غیر منشورة، تخصص تسویق، جامعة سكیكدةدور سیاسة الترویج في تسویق الخدمات المصرفیرجم نور الدین،  

.14، ص 2009
3
مذكرة ماجستیر غیر منشورة، تخصص تسویق، قسم علوم  تقییم واقع الاتصال التسویقي في المؤسسة الاقتصادیة الخدمیة،فؤاد بوجنانة،  

.20،ص 2010التسییر، جامعة ورقلة الجزائر،
4

ƗǈƓƞǍƕ ƥƒƌƼÜ  ƭ ÜǉƧǂƦ ƾƕƪ ƴƞƧǆ20.
5
مذكرة ماجستیر غیر منشورة، تخصص تسویق، قسم العلوم التجاریة، جامعة ، تصال في تحسین الخدماتأھمیة نوعیة الاغیشي عبد العالي،  

.16، ص2009قسنطینة الجزائر، 
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 Ǡŏ ǒǠǱ Ɣȱǟ ȬȲǩ "lovelock  " ǠȾȦȺȍ ǬɆǵƙǪɆȆɆǝǿ ƙǪȝɀȶƭ Ȩȥȿ:    ǦɆȲɆȾøȆǩ ǦøɆȲɆȶȮǩ ǧǠȵǼǹ  )Facilitants(

 Ǧȶȝǟǻ ǦɆȲɆȶȮǩ ǧǠȵǼǹ ȿ )De soutien  (Ƃȿɉǟ ǦȝɀȶŎǟ ȴȒǩ  ǬɆǵ Û: Û ǧǠȵɀȲȞƫǟǧǠɆǤȲȖȱǟ ȳɎǪȅǟÛ ǻǟǼȝǙ   ƘǩǟɀøȦȱǟ

)ȦȱǟɀǥȀǩ (ȜȥǼȱǟÛÛ ǦɆȹǠǮȱǟ ȴȒǩ ƙǵ Ž :ǟ ƇǼȪǩɍ Û ȸȵɉǟ Û ǦȥǠɆȒȱǟÛ ǧǟǿǠȊǪȅǧǟǒǠȺǮǪȅɍǟ .1

ȮǪȱǟ ǧǠȵǼƪǟ ȻǾȽ ǠȺȎƪ ǬɆǵɆȶ ǠȾɆȲȝ ǦȲǮȵǕ Ȝȵ ǦɆȲƃǠǪȱǟ ȯȿǼƨǟ Ž :

 ȴȩǿ ȯȿǼƨǟ01 : ǦɆȲɆȶȮǪȱǟ ǧǠȵǼƪǟ ȤɆȺȎǩ

ǧǠȵǼƪǟǦɆȲɆȶȮǪȱǟǦȲǮȵǕ

 ǦɆȲɆȾȆǩ ǦɆȲɆȶȮǩ ǧǠȵǼǹ  

 ǧǠȵɀȲȞƫǟInformation:

 ǧǠǵɀȱǦɅǻǠȉǿǙ Ȟȱǟ ǧǠȝǠȅ Û ǦȵǼƪǟ Ȝȩɀȵ ȸȝ ȓȿȀȉ Û ǿǠȞȅɉǟ ǦȶǝǠȩ ÛȰȶ

 ÛȜɆǤȱǟǧǟǼɆȭǖǩ ȂǲƩǟ.  

  ǧǠɆǤȲȖȱǟ ȳɎǪȅǟTakingorders:

- ǧǠǤȲȖȱǟ : ǰȵǠȹȀǣ ȿǕ ɃǻǠȹ Ž ǦɅɀȒȞȱǟȿǕ ȫǟȀǪȉɍǟ  ǧǠȵǼƪǟ Ž.

- ǧǟȁɀǲƩǟ : ȣȀȢȱǟ Û ǧɍȿǠȖȱǟ ÛǼȝǠȪƫǟ.  

ǻǟǼȝǙ ƘǩǟɀȦȱǟBilling:

- ȰɆȶȞȱǟ ǧǠǣǠȆǵ ȸȝ ǦɅǿȿǻ ǧǠȥɀȊȭ.  

 ȸȝ Ƙǩǟɀȥƫǟ ǦɅǻȀȦȱǟ ǧɎȵǠȞ.  

 ȜȥǼȱǟPayment: ǦɆǩǟǾȱǟ ǦȵǼƪǟ: Ȝȵ ǻɀȪȹ ȜȑȿǦɆȹǠȮȵǙ ȜȥǼȱǟ.

 Ǧȶȝǟǻ ǦɆȲɆȶȮǩ ǧǠȵǼǹ  

ǧǟǿǠȊǪȅɍǟConsultations: ȨɆȩǼǪȱǟ Û ǦɆȎǺȊȱǟ ǴǝǠȎȺȱǟ

 ȸȵɉǟSafety:ǟȀǪȊƫǟ ȜȲȆȱǟ ǦɅǠƥÛǥǪȱǟȢɆȲÛȤ  Û ȰɆȢøȊǪȱǟ Û ǦȹǠɆȎȱǟ ÛȰȪȺȱǟ

 ȤɆȚȺǪȱǟ.  

 ǦȥǠɆȒȱǟhospitality:ȰȪȺȱǟ ÛǧǠȵǠȶƩǟ ÛǢɆǵȀǪȱǟ.

ǧǟǒǠȺǮǪȅɍǟExceptions:

 ǦȵǼƪǟ ƇǼȪǩ ǼȺȝ ǦȵǼȪȵ ǦȍǠǹ ǧǠǤȲȕ:  

ȯǠȦȕɉǟ ǧǠǱǠǵÛ ƙȩǠȞƫǟ ǧǠǲǵ   

 ǦȍǠǹ ǧɍǠȎǩǟ ǦƨǠȞȵ : ɁȿǠȮȊȱǟÛ ǧǠǵǟȀǪȩǟ .  

ǿǼȎƫǟ:  ȸȵǻǟǼȝǙ ǦǤȲȖȱǟ  

 ƆǠǮȱǟ ǢȲȖƫǟ :ǦȵǼƪǟ ȌǝǠȎǹ

ȷǙ  ȌǝǠȎǹ ǼɅǼƠ ȴǪɅ Ɓ ǧǠȵǼƪǟɍǙ  ȌǺȲɅ ƃǠǪȱǟ ȯȿǼƨǟ ȿ ǧǠȅǟǿǼȱǟ ȸȵ ǦȲȆȲȅ ȯɎǹ ȸȵɁǗǿ  ƙǮǵǠǤȱǟ ȴȽǕ

 țɀȑɀƫǟ ǟǾȽ Ž.  

1- ƗǈƓƞǍƕ ƥƒƌƼÜ ƾƕƓƪǃƒ ƴƞƧǆǃƒ Ʃƽǈ.  
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 ȴȩǿ ȯȿǼǱ)02 (ǦȵǼƪǟ ȌǝǠȎǹ  

 ǿǼȎƫǟ :ɀȶƮ ȋ ÛȨǣǠȅ ȜǱȀȵ Û ɄȝǼȶȎȱǟ ȴȅǠǱ ǻ36-37 ȣȀȎǪǣ.

       ȷǠȥ ȳǼȪǩ Ǡư ǠǱȿȀǹțǠƤǙ  ǦȵǼǺȲȱ ȌǝǠȎǹ ǦȞǣǿǕ ɂȲȝ ǼȭǘɅ ƙȎǪǺƫǟ ȀǮȭǕǦȅǠȅǕ ǦɆȍǠǹ ȤɆȒȹ Ǡȶȭ  ɄȽ ȿ ɁȀǹǕ

ȶȒɅ Ɣȱǟ ǦɆȮȲƫǟ ȳǼȝ ƙǮǵǠǤȱǟ ȐȞǣ ǠȾƂǙ  ǦȵǼǺȲȱ ǦɆȅǠȅɉǟ ȌǝǠȎƪǟ Ȱȶƭ.  

ɍȿǕ: ȱǟɎȅɀȶȲȵɆ Ǧ :Intangibility

ɃǕ  ǠȾǪɅǗǿ ȸȮƹ ɍ ǦȵǼƪǟ ȷǕȿǕ  ǠȾȩȿǾǩȿǕ ǠȾȭɎȾǪȅǟ ȰǤȩ Ǡŏ ȃǠȆǵɋǟ ȿǕ ǠȾȝǠƧ ȿǕ ǠȾƽ1 ȱǟ ȳɀȾȦȵ ȼȺȵȿɎ ǦɆȅɀȶȲȵ

ǣ ȨȪƷȞ ǦȵǼƪǟ Ǡȶŏ ȤȎǪǩ ƙɆȅǠȅǕ ȸɅǼ: ǼȞǣ ȯȿɉǟɃǻǠȵ ǮȶǪɅ ǦȵǼƪǟ Ȅƫ ȿ ǦɅǗǿ ǦȱǠǶǪȅǟ Ž ȰÛ    ɃɀøȺȞȵ Ȁøǹɉǟ ǼȞǤȱǟ ȿ

 ǦǣɀȞȍ Ž ȰǮȶǪɅȫǟǿǻǙ ǦȵǼƪǟ ǿɀȎǩ ȿǕ. 2

1  ȋ ÛȻȀȭǽ ȨǤȅ ȜǱȀȵ ÛǦȹǠǱɀǣ ǻǟǘȥ21 .  
2  ȋ ÛȻȀȭǽ ȨǤȅ ȜǱȀȵ ÛȸɅǼȱǟ ǿɀȹ ȴǱǿ16.  

ǥȀǪȦȱǟ ȴȅǟǢǩǠȮȱǟǦȵǼƪǟ ȌǝǠȎǹ  ǥȀȮȥ Ž ȼɅǕǿ

 Ǧ
Ⱥȅ

 Ǽ
Ȟǣ 

Ǡȵ
 ǥȀ

Ǫȥ
20

00

Parker,1960,p70

ƙǪɆȍǠǹ Ž ǨȹǠȭȿ ȌǝǠȎƪǟ ǻǼǵ ȸȵ ȯȿǕ:

 ǦȅɀȶȲƫǟ ȳǼȝ) Intangibilité(

  ǦɆȭɎƬǟ)Périssabilité(

Regan ;1963,p18

 ɄȽ ǦȵǼǺȲȱ ȌǝǠȎǹ ǦȞǣǿǕ ǻǼǵ:

ȳǼȝ  ǦȅɀȶȲƫǟ )   Intangibility(

ǦɆȵȁɎǪȱǟ   )inseparability( (

ǦɆȭɎƬǟ )Perishability(

ȨȲȖƫǟ ǻɀǱɀȱǟ)Libiquity(

Obson&wyckoof ;1978.

p21

 ǠƵȯȿǕ ǟȿǻǼǵ ȸȵǦȞǣǿǕǠɆȲȶȝ ǼɅǼƠ ȯɎǹ ȸȵ ǦȵǼǺȲȱ ȌǝǠȎǹǧ

   ǴȲȖøøȎȵ ȳǼǺǪøøȅǟ Ǽøøȩȿ ǠȾƹǼøøȪǩ )Simultaneity(

)ǟ ȿǕ ȨȥǟɀǩȳǠǲȆȹ ( ȸȵ ɍǼǣǦɆȵȁɎǪȱǟ    )Inseparabibity(

Bither,Fisk and Brown

,1993.p31

ǻǼǵȱǟ ǦȵǼǺȲȱ ǦɆȅǠȅǕ ȌǝǠȎǹ ǦȞǣǿǕ ǟȿɎ   Û ǦøɆȵȁɎǪȱǟ Û ǦøȅɀȶȲȵ

 ȄȹǠǲǪȱǟ ȳǼȝ ǦȍǠǹ ǟɀȥǠȑǕȿÛ ǦɆȭɎƬǟ) Neterageneity(

 Ǧ
Ⱥȅ

 Ǽ
Ȟǣ 

Ǡȵ
 ǥȀ

Ǫȥ
20

00

Kotler- slomon and

stuort

 ɄȽ ȿ ǦȞǣǿǕ ȌǝǠȎǹ:

ǟ ȳǼȝǦɆȅɀȶȲƫ ǦɆȭɎƬǟ Û ǦɆȵȁɎǪȱǟ Û ȄȹǠǲǪȱǟ ȳǼȝ Û ȳǟǼǺǪȅǟ ǒǠȺǮǪȅǠǣ

ȸɅǠǤǪȱǟ ɀȽ ȿ ɍǕ ȋǠǹ ǴȲȖȎȵ )Rariability(  ǴȲȖȎȵ ȸȵ ɍǼǣ

ȄȹǠǲǪȱǟ ȳǼȝ.  

Pride,Ferrell,2003.P216
ȀǹǕ ƙǪɆȍǠǹ ǟɀȥǠȑǕɅ ƙǪƂǙɍǟ   øȅ ǴǤøȎǪȱ ȌǝǠøȎǹ ȜǣǿǪ ȿ Ǧ

 ÛǠƵ ƙǪȥǠȒƫǟ ƙǪɆȍǠƪǟȃǠȅǕ  ȷɀǣȂȱǟ ȯǠȎǩǟ ȿ ȷɀǣȂȱǟ Ȝȵ ǦȩɎȞȱǟ.  
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ȷǙ  ȳǼȝǦɆȹǠȮȵǙ ȄƫÛ ǦɅǗǿÛ ȿǾǩ ȧ ...ǦȱǠǵ ȼɅǼȱ ǼȱɀɅ ǒǟȀȊȱǟ ȰǤȩ ǼɆȦǪȆƫǟ ȰǤȩ ȸȵ ǦȵǼƪǟ ƀǟ ǼȭǖǪȱǟ ȳǼȝ ȿ ǻǻȀǪȱǟÛ   Ǡȵ ȷǠȥ

ɄǱǿǠƪǟ ǒǠȺǤȱǟ Û Ȝȩɀƫǟ ǿǠɆǪǹǟ ȯɎǹ ȸȵ ǧǠȵǼǹ ȸȵ ǧǠȶȚȺƫǟ ȼȵǼȪǩÛ  ǧǟǼȞƫǟ ȿ ǥȂȾǱɉǟ ȳǟǼǺǪȅǟ ȴȽǠȆǩ  ǠȽƘȡ ȿ ǥǿɀȖǪƫǟ

 ŽǙ ǧǠȵǼƪǟ ƙȆƠ ȿ ȁǟȀǣ.  

 ǠɆȹǠǭ :ȹǠǲǪȱǟ ȳǼȝȄ )ƘɆȢǪȲȱ ǦȲǣǠȩ (

 ȰǮȶǪǩ ȿ ǠȾƹǼȪǩ ȀɅǼǩ Ɣȱǟ ȣȿȀȚȱǟ ǦȞɆǤȕ ǢȆǵ ǦȵǼƪǟ ǦȞɆǤȕ ȿ ǥǻɀǱ ȤȲǪơȽǦȵǼƪǟ ȳǼȪȵ ǦȞɆǤȕ Ž ȣȿȀȚȱǟ ȻǾ Û

ǠȾƹǼȪǩ Ǩȩȿȿ ǠȾȺȵ ǼɆȦǪȆƫǟ ǦȞɆǤȕ1. ǦȥǠȑǙ ƂǙ ǠŒǕ  ǦǣɀȞȍ ƗȞǩǻǠƶǙ   ȸøȵ ȴȡȀȱǟ ɂȲȝ ǧǠȵǼƪǟ ǦȱǠǵ Ž ǯǠǪȹɌȱ ǦɆȖƴ ƘɅǠȞȵ

 ǥǼǵɀȵ ǦȶȚȹǕ ȯǠȶȞǪȅǟǠȹǠɆǵǕ  ȸȵ țɀȹ ȰȮȥțǟɀȹǕ  ǠȾȅǠɆȩ ǦɆȦɆȭ Ž ǦȦȲǪƯ ȧȀȕ ǠƬ ǧǠȵǼƪǟ.2

    ǦɆȹǠȶøȆƨǟ ǦøȍǠǹ ȿ ǦøȵǼƪǟ ȳǼȪȵ ǦȱǠǵ ǢȆǵ ȤȲǪơ ȌǺȊȱǟ ȄȦȹ Ɠǵ ȿǕ ǦȆȅǘƫǟ ȄȦȹ ȣȀȕ ȸȵ ǦȵǼȪƫǟ ǦȵǼƪǠȥ          

 ǠȾƹǼȪǩ Ǩȩȿȿ ǦɆȆȦȺȱǟ ȿȼȹɉ  ɎǮȵǒǟǻǕ  ǦɆǵǠǤȎȱǟ ǥȀǪȦȱǟ ȸȝ ǦɆǝǠȆƫǟ ǥȀǪȦȱǟ Ž ȤȲǪƸ ȌǺȊȱǟ .  

 ȸȮƹ ȼɆȲȝȿȷǕ ǰǪȺɅ ȾƹǼȪǩ ǼȺȝ ȰȭǠȊȵ ǥǼȝ ǦȵǼƪǟ ȄȹǠƟ ȳǼȝ ȸȝɂȲȝ ȰȶȞȱǟ ǦȆȅǘƫǟ ȳȂȲǩ  Ǡ:3

 ƇǼȪǪȱ ƘǤȭ ǻɀȾƭ ȯǾǣƨǟ Ž ƘǤȮȱǟ ǧǠǤǮȱǠǣ ȴȆǪǩ ǧǠȵǼǹǻɀǥ  ȷǠȮȵɋǟ ǿǼȩ.  

      ɍ ȨɆȩǻ ǰȵǠȹȀǣ ȜȑȿɆǪǹǠ ǦȵǼƪǟ ɄȵǼȪȵ ǥǒǠȦȭ Ȝȥǿ ȿ ǿ .

ǮȱǠǭǠ : ǦɆȵȁɎǪȱǟ) ȳǼȝȯǠȎȦȹɍǟ  (Inseparability

ȷǙ  Ž ǠȾȺȵ ǼɆȦǪȆƫǟ ȿ ǠȾȵǼȪȵ ǻɀǱȿ ɄȽ ǦȵǼƪǟ ȂɆƹ ǠȵȷǓ Ʌ ǟǾȽ ȷǟȿÛ ƇǼȪǪȱǟ ȸȝ ǼǵǟȿȞ  ȸøȵ ɄȅǠȅǕ ǢȹǠǱ ȸȝ Ǝ

Ǩȩɀȱǟ ȄȦȹ Ž ȬȲȾǪȆǩ ȿ ȳǼȪǩ ǧǠȵǼƪǟ ȷɀȮȱ ǦȵǼƪǟ ȳɀȾȦȵ4  ǢǩȀǪɅ ɃǾȱǟ Ȁȵɉǟ ǠȾȵǼȪȵ ȸȝ ǧǠȵǼƪǟ ȰȎȥ ǢȞȎȱǟ ȸȵ ɃǕ

 ǥǿȿȀȑ ȼɆȲȝ ǿɀȒǵ ǦȵǼƪǟ ǢȱǠȕƂǙ ȸȭǠȵǕ Ǿȱ ǠȾƹǼȪǩȱ ǒǟǻǕ ȷǠȥ Ȭ ǠɆǝȂǱ ǫǼƷ Ǽȩ ǦȺɆȞȵ ǦȵǼǹȿǕ    Ǩøȩȿ ǦøȚƩ Ž ǠɆȲȭ

ǠȾȭɎȾǪȅǟÛ  ÛȬȲȾǪȆǩ ȿ țǠǤǩ ȿ ǰǪȺǩ ȜȲȆȱǠȥǠȵǕ    ǠȾȲøȎȥ ɂøȲȝ ǥǿǼȪȱǟ ȳǼȝ ȿ ȬȲȾǪȆǩ ȿ ǰǪȺǩ Ż ȸȵ ȿ țǠǤǩ ɄȾȥ ǧǠȵǼƪǟ

 ɃǻǘɅƂǙ  ȿ ƇǼȪǪȱǟ ȿ ǯǠǪȹɋǟ ȸȵǟȂǩǥǻǠȦǪȅɍǟ 5 ǦɆǤȖȱǟ ǧǠȵǼƪǟ ȰǮȵȿǕ  ǦȩɎƩǟ ... ƀǟ.  

       ȿǟ Ž ƘȊȹɉ ƘǹƂǙ  ǼɆȦǪȆƫǟ ǿɀȒǵ ǥǿȿȀȒȱǠǣ ǢȲȖǪǩ ɍ ǧǠȵǼǹ ȫǠȺȽ ȼȹǟ ǠɆȎǺȉƂǙ  ǧǠȵǼƪǟ ȰǮȵ ǦȵǼƪǟ ǦȆȅǘȵ

 ǦȾǱɀƫǟƂǙ ȼǩǠȮȲǪư ȿ ǦȹǠɆȎȭ ÛǳɎȍǙ ǦɆȱƕƫǟ ǧǠȺȮƫǟÛ   ǦɆȵȁɎǪȱǠȥǟǽǙ  ǧǠȵǼƪǟ Ȱȭ ɂȲȝ ǠȾȶɆȶȞǩ ȸȮƹ ɍ.6

ǠȞǣǟǿ:  ǦɆǝǠȺȦȱǟ)ȸɅȂǺǪȲȱ ǦȲǣǠȩ Ƙȡ(.

 ǠƞȷǕ  ȣȀȎǩ ȿǕ ȰȞȥ ȰǮƢ ǦȵǼƪǟǠŒǚȥ  ɄȾǪȺǩ ȿ ɂȉɎǪǩǒǟɀȅ  Ź ȷǕǥǻǠȦǪȅɍǟ  ȳǼȝ ȿǕ ǠȾȺȵǥǻǠȦǪȅɍǟ ǽ ȿ ǠȾȺȵ ȳǼȞȱ Ȭȱ

ǦɆȹǠȮȵǙ  ȿ ǠŒȂǹǥǻǠȦǪȅɍǟ  ǦȲȮȊȵ ƘǮɅ ȣɀȅ ȯǠƩǟ ǦȞɆǤȖǣ ǟǾȽ ȿ ǠȾɆȲȝ ǢȲȖȱǟ țɀȩȿ ƙƩ ǠȾȺȵǠȵǕȳ ǦȶȚȺƫǟÛ  Ǿøȱ  ɂøȲȝ Ȭȱ

1  ȋÛȨǣǠȆȱǟ ȜǱȀƫǟ ȄȦȹ17.  
2  ȋ ÛȻȀȭǽ ȨǤȅ ȜǱȀȵ ÛȷǠɆȲȝ ɂȦȖȎȵ ɄƜǿ309.  
3  ȋ ÛȨǣǠȆȱǟ ȜǱȀƫǟ ȄȦȹ ÛȸɅǼȱǟ ǿɀȹ ȴǱǿ17.
4  ȋ ÛȻȀȭǽ ȨǤȅ ȜǱȀȵ ÛɄȝǼȶȎȱǟ ȴȅǠǱ ǻɀȶƮ38.  
5
، مذكرة ماجستیر غیر منشورة، تخصص تسویق، قسم دور التسویق في قطاع الخدمات الصحیة من وجھة نظر المستفیدینعصماني سفیان،  

.6، ص 2006التسییر، جامعة لمسیلة الجزائر، علوم 
6

ȋ ÛȻȀȭǽ ȨǤȅ ȜǱȀȵ ÛǦȹǠǱɀǣ ǻǟǘȥ 23.
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 ǦȶȚȺƫǟȷǕ  ǻǼƠǡǠǤȅǕ  Ȝȩȿ ȳǼȝǟ ɂȲȝ ǢȲȖȱǟǦǤȅǠȺƫǟ ǧǠƨǠȞƫǟ Ȝȑȿ ȸȵ ȸȮȶǪǩ ɄȮȱ ǦȵǼȪƫǟ ǦȵǼƪÛ ǠȵǕ    ǻɀøǱȿ ǦøȱǠǵ Ž

 ǠȾȵǼȪƫ ǦȲȮȊȵ ȰȮȊǩ ɍ ȣɀȅ ǦɆȍǠƪǟ ȻǾȽ ȷǠȥ ȀȶǪȆȵ ǢȲȕ.1

 ǠȆȵǠǹ :  ǦɆȮȲƫǟOwnership

 ǦȦȍ ǼȞǩ ǦɆȮȲƫǟ ȯǠȪǪȹǟ ȳǼȝǽȿÛ ǦȵǼƪǟ ȸȝ ǦȞȲȆȱǟ ȂɆƢ ǦǶȑǟȿ  ǦøȵǼƪǟ ȯǠȶȞǪȅǟ Ž ȨƩǟ ȔȪȥ ȼȱ ȬȲȾǪȆƫǟ ȷɉ Ȭȱ

 ȷȿǻ ǦȺɆȞȵ ǥȀǪȦȱȷǕ  ȯǠƩǟ ɀȽ Ǡȶȭ ǠȾȮȲǪƹ ǧǟȀǝǠȖȱǟ ɂȲȝ ȀȦȆȱǟ ȿ ȧǻǠȺȦȱǟ ŽȜȥǼȱǠȥ  ȷɀȮɅɍȯǠȶȞǪȅ ȻǿǠǲǞǪȅǟ ȿǕ ǒɄȊȱǟÛ ǠȵǕ 

ǦȞȲȅ ǒǟȀȉ ǦȱǠǵ ŽÛ  ǠȾȮȲǪƹ ǴǤȍǕ ȼȹɉ Ǡŏ ȣȀȎǪȱǟ Ž ȰȵǠȮȱǟ ȨƩǟ ȬȲȾǪȆȶȲȱ ȷǠȥ.2

 ǬȱǠǮȱǟ ǢȲȖƫǟ:   ǦȵǼƪǟ ǧǠȦɆȺȎǩ

 ƘȊɅGeoffrey ƂǙ  ȸȮƹ Ɣȱǟ ǧɍǗǠȆǪȱǟ ȐȞǣȷǕ  ǧǠȵǼƪǟ ȤɆȺȎǩ Ž ǼȝǠȆǩ:3

 Ý ǥǟǻǘƫǟ ǦȵǼƪǟ ǦȞɆǤȕ ɄȽ Ǡȵ

 Ý ǠȾȺǝǠǣȁ ȿ ǦȵǼƪǟ ǧǠȶȚȺȵ ƙǣ ȔǣȀǩ Ɣȱǟ ǦȩɎȞȱǟ țɀȹǠȵ

 ȴȲȆǩ ȤɆȭ ǦȵǼƪǟƂǙ  Ý ǠȾȺȵ ǥǻǠȦǪȅɋǠǣ ǢȡǟȀȱǟ

 ǬɆǵȷǙ  ȻǾȽ ȸȝ ǦǣǠǱɋǟǧɍǗǠȆǪȱǟ  ǧǠȵǼƪǟ ȯǠƭ Ž ȐȵǠȢȱǟ ȯǗǠȆǪȲȱ ǠɆȑȀȵ Ɏǵ ɄȖȞǩ) ǢȲȖɅ ǠȵǼȺȝ ȷɀǣȂȱǟ ɃȀǪȊɅ ǟǽǠȵ

 ǦȵǼƪǟÝ ( ǟǻǠȺǪȅǟ ȿƂǙ Ȏǩ ȸȮƹ ȳǼȪǩ Ǡȵ ƃǠǪȱǟ ȯȿǼƨǟ ǢȆǵ ǧǠȵǼƪǟ ȤɆȺ:  

1
ÛɄȝǼȶȎȱǟ ȴȅǠǱ ǻɀȶƮ ȋ ÛȨǣǠȆȱǟ ȜǱȀƫǟ ȄȦȹ38-39.

2
ȋ ÛȻȀȭǽ ȨǤȅ ȜǱȀȵ ÛȷǠɆȲȝ ɂȦȖȎȵ ɄƜǿ 310.

3
ÛɄȝǼȶȎȱǟ ȴȅǠǱ ǻɀȶƮ  ȋ ÛȨǣǠȆȱǟ ȜǱȀƫǟ ȄȦȹ34.
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 ȴȩǿ ȯȿǼƨǟ)03 :(ǦȵǼƪǟ ǧǠȦɆȺȎǩ  

 ǿǼȎƫǟ :ȶȎȱǟ ȴȅǠǱ ǻɀȶƮɆɄȝǼ . ȋÛ ȨǣǠȅ ȜǱȀȵ34-35 ȣȀȎǪǣ.

ȤɆȺȎǪȱǟ ǦɅȿǟȁǦǵȀǪȪƫǟ ȤɆȺȎǪȱǟ ǦȖǹ  

ǦɅǻǠȶǪȝɋǟ ǬɆǵ ȸȵ

 ǦȵǼƪǟ ȤɆȺȎǩ ȸȮƹƂǙ:

 ǧǟǼȞȵ ɂȲȝ ǼȶǪȞǩ ǧǠȵǼǹ ) ȰǮȵǧɎȅǠȡ  ǧǟǿǠɆȆȱǟǦɆȱɇǟ  (

 ǻǟȀȥɉǟ ɂȲȝ ǼȶǪȞǩ ǧǠȵǼǹ )ȬɆǣǠǤȊȱǟ ȤɆȚȺǩ ȰǮȵ (

 ȰǤȩ ȸȵ ǠȽǒǟǻǕ ǢȆǵ ǻǟȀȥɉǟ ɂȲȝ ǼȶǪȞǩ Ɣȱǟ ǧǠȵǼƪǟ țɀȺǪǩ Ǡȶȭ:  

- ȸɅȀȽǠƫǟ ȯǠȶȞȱǟ

-ȸɅȀȽǠƫǟ Ƙȡ ȯǠȶȞȱǟ  

- ƙȥȀǪǂǟ.  

 ǼǱǟɀǩ ǬɆǵ ȸȵ)ǿɀȒǵ ɀǣȂȱǟȷ(

 ȸȮƹȱǟȤɆȺȎǪƂǙ:

 ȷɀǣȂȱǟ ǿɀȒǵ ǢȲȖǪǩ ǧǠȵǼǹ) ǦɆǵǟȀǱ ǧǠɆȲȶȝ ȰǮȵ (

 ȷɀǣȁ ǻɀǱȿ ǢȲȖǪǩ ɍ ǧǠȵǼǹ ) ǧǟǿǠɆȆȱǟ ǴɆȲȎǩ ȰǮȵ (  

ǦǱǠƩǟ țɀȹ ǬɆǵ ȸȵ

ǧǠȵǼǹ ǦɆȎǺȉ ǦǱǠǵ ȨȪƠ) ǦɅǻȀȥ ǧǠȵǼǹ:  ǥƘȞøȆǩ ȷɀȦȎɅ ǒǠǤȕɉǟ ȰǮȵ

 ǻǟȀȥɉ ǦɆȶȆƨǟ ǧǠȍɀǶȦȱǟ. (

 ǦǱǠǵ ȨȪƠ ǧǠȵǼǹǦɅǿǠƟ ǧǠȵǼǹ ȯǠȶȝɊȱ: 

 ǻǟȀȥɉǟ ȸȝ ȤȲǪơ ǧǠȭȀȊȱǟ ƑȆǪȺȵ ǧǠȍɀǶȥ ǥƘȞȆǩ ȰǮȵ.  

 ǬɆǵ ȸȵȣǟǼȽǕ ǦȵǼƪǟ ɃȂȾƭ

 ǦɆƜȀȱǟ ǦȵǼƪǟ ȣǼȽȿǕ ǦɆƜȀȱǟ ɍ

  ǦȵǠȞȱǟ ȿǕ ǦȍǠƪǟ ǦɆȮȲƫǟ ǬɆǵ ȸȵ ǦȵǼƪǟ ȣǼȽ

 ȯǠǮȵ:  ɂȦȊǪȆȵ ǠȾȪǤȖɅ Ɣȱǟ ȬȲǩ ȸȝ ȤȲǪơ ȋǠǹ ɂȦȊǪȆƫ ǦɆȪɅɀȆǪȱǟ ǰȵǟƎȱǠȥ

 ȋǠǹ ɃƘǹ) ȸȵ ƎǪȞǩ ɍ ǦɆƜȀȱǟǠȾȥǟǼȽǕ  ǦɆȅǠȅɉǟ. (  
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ƆǠǮȱǟ ǬǶǤƫǟ :  ǦɆǶȎȱǟ ǧǠȵǼƪǟ ǦɆȽǠȵ

ǠȶȾȵ ǟȀȎȺȝ ǦɆǶȎȱǟ ǧǠȵǼƪǟ ƎǪȞǩ ǫǟǼǵɋ  ȷǟǼȲǣ ȸȵ ǼȲǣ ɃǕ Ž ǦȲȵǠȊȱǟ ǦɆȶȺǪȱǟƁǠȞȱǟÛ   ǧǠøǱǠƜ ǦȖǤǩȀȵ ǠŒɀȮȱ

ȼǪǶȍȿ ȷǠȆȹɋǟ ǟ ȷǠȭ ǠȺȽ ȸȵȳǠȶǪȽɍ  ƙȺȕǟɀȶȲȱ ǦɆǶȎȱǟ ǦɅǠȝȀȱǠǣ ɄƫǠȞȱǟ.  

Ȝȵ ǠȾȝǟɀȹǕ ȿ ǦɆǶȎȱǟ ǦȵǼƪǟ ȳɀȾȦȵ ɂȲȝ ȣȀȞǪȱǟ ȯȿǠǶȺȅ ǬǶǤƫǟ ǟǾȽ ȯɎǹ ȸȵ  ȀȍǠȺȝǯǠǪȹǙ   ǦɆǶøȎȱǟ ǧǠȵǼƪǟ

 ƘȊȹ ǠȶȭƂǙ Ȁȱǟ ȰǹǟǼƫǟ ǠȾɆȥ ǥȀǭǘƫǟ ȰȵǟɀȞȱǟ ȿ ǦɆǶȎȱǟ ǧǠȵǼƪǟ ȀɅɀȖǩ Ž ǦɆȆɆǝ.  

 ȯȿɉǟ ǢȲȖƫǟ : ȿ ǦɆǶȎȱǟ ǧǠȵǼƪǟ ȳɀȾȦȵǠȾȝǟɀȹǕ

 ɍȿǕ : ǦɆǶȎȱǟ ǧǠȵǼƪǟ ȳɀȾȦȵ

ȧȀȖǪȱǟ ȰǤȩ ȿǕ ǦǶȎȱǟ ȣȀȞȹ ȷǕ Ǽǣ ɍ ǦɆǶȎȱǟ ǦȵǼƪǟ ȳɀȾȦƫ ɍ  

1-ǦǶȎȱǟ ȤɅȀȞǩ:ǼɅǼƠ ȯɀǵ ȯǼƨǟ ǼǪȉǟ ǥƘǹɉǟ ǧǟɀȺȆȱǟ Ž ǦǶȎȱǟ ȳɀȾȦȵÛ ǠȞǝǠȉ ȷǠȭ ǠȵǼȞǣ  Ž ƙȲȢǪȊƫǟ ƙǣ

 ƗȞǩ ǦǶȎȱǟ ȷǖǣ ƑȖȱǟ ȯǠŎǟ " ȰȲȞȱǟ ȿ ȂǲȞȱǟ ȸȵ ȷǠȆȹɋǟ ɀȲǹ ȿ ȀȽǠȚȱǟ ȏȀƫǟ ǡǠɆȡ "Ǳ ȷǕ ǠƫǠȖȥ Ǽȩ ȷǠȆȹɋǟ ȴȆ

Ǿȭ ǒǟǼȱǟ ȸȵ ǒȀǣ ȿ ǦȲȞȱǟ ȸȵ ɂȲǹǠȺȞȵ ȬȱȻ ȷǕ  ȴɆȲȅ ȴȆƨǟ ǟǾȽɍǙ  ȷǕ ǟȿƎǪȝǙ ǦǶȎȱǟ ȯǠƭ Ž ƙȎǪǺƫǟ ȳɀȾȦƫǟ ǟǾȽ

 ǿǟǼȽǙ ɀȽ ƑȲȅ ǠȽǿȿǻ ȰȞƶ ȿ ǦǶȎȱǟ ƖȞƫ ȏȀȶȲȱ ǯɎȝ ȼȹǕ ǻȀƭ.1

ǦɆƫǠȞȱǟ ǦǶȎȱǟ ǦȶȚȺȵ ǨȥȀȝ ǼȩȿOMS  ǦǶȎȱǟ ȷǖǣ" ȿ ǦɆȆȦȺȱǟ ȿ ǦɆȹǼǤȱǟ ǦȵɎȆȱǟ ǦȱǠǵǦɆȝǠȶǪǱɍǟ  ȄɆȱ ȿ ǦȲȵǠȮȱǟ

 ȏȀƫǟ ǡǠɆȡ ǻȀƭȿǕ  ȳǼȝȷǟȂǩɍǟ  ".

 ɄȲɅ Ǡȵ ǠȹǼǱɀȱ ȤɅȀȞǪȱǟ ǟǾȽ Ž ǠȺȞƢ ɀȱ:2

 ȿ ɄȆȦȺȱǟ ȿ ƆǼǤȱǟ ǢȹǠƨǟ ɄȽ ȿ ȐȞǤȱǟ ǠȾȒȞǣ Ȝȵ ǦȖǣǟȀǪȵ ǻǠȞǣǕ ǦǭɎǭ ǦǶȎȲȱɄȝǠȶǪǱɍǟ .

 ǦǶȎȱǟ ȯǠȶǪȭǟ ȳǼȝ ȼȺȝ ǰǪȺɅ ȀȍǠȺȞȱǟ ȻǾȽ ȸȵ ȀȎȺȝ ɃǕ ȋǠȪǪȹǟ.

2-ǶȎȱǟ ǦȵǼƪǟ ȤɅȀȞǩɆǦ:Ȯƹ ǠŒǕ ɂȲȝ ǦɆǶȎȱǟ ǦȵǼƪǟ ȤɅȀȞǩ ȸ:

-  ȣǼő Ɣȱǟ ȿ ƙȞȦǪȺȶȲȱ ȳǼȪɅ ɃǾȱǟ ȓǠȊȺȱǟƂǙ țǠǤȉǙ ȔǤǩȀǩ ɍ ǬɆǵ ɄǝǠȾȺȱǟ ȬȲȾǪȆƫǟ ǧǠǤȡǿ ȿ ǧǠǱǠǵ ǣ  ȜøɆǤ

ɁȀǹǕ ǦȵǼǹ ȿǕ ǦȞȲȅ3

 ǠȒɅǕ ǨȥȀȝȿǠŒǖǣ  " ȷǠȭ ǒǟɀȅ ɂȑȀȶȲȱ ȳǼȪƫǟ ǯɎȞȱǟǩǺȊɆ ȿǕ ǠɆȎ  ÛǠɆǤȕ ɎǹǼǩ ȿǖø ǟǻǠȉǿǙ    Ǡøȑǿ ȼøȺȝ ǰǪøȺɅ       

 ȰȒȥǕ ǦɆǶȍ ǦȱǠƜ ȷɀȮɅ ȷɉ ȯȿǘɅ Ǡƞ ȿ ɂȑȀƫǟ ȰǤȩ ȸȵ țǠȦǪȹǟ ȿ."4

 ǒǟƎǹ ǦȺƨ ǨȊȩǠȹ Ǽȩȿ ǦɆƫǠȞȱǟ ǦǶȎȱǟ ǦȶȚȺȵ1959  ) ǦɆǤȖȱǟ ǦɅǠȝȀȱǟ ȳɀȾȦȵ ( ƃǠǪȱǟ ȤɅȀȞǪȱǠǣ ǦȺǲȲȱǟ ǨǱȀǹ Ǽȩȿ

 ǦɆǤȖȱǟ ǦɅǠȝȀȲȱ "ȱ Ȁȥɀǩ ȷǕ ǠȾɆȲȝ Ǣƶ Ɣȱǟ ȿ ǧǠȵǼǺȲȱ ǰȵǠȹȀǣ ɄȽ ǦɆǤȖȱǟ ǦɅǠȝȀȱǟɊǠȭ ǻǟȀȥǔȊȺȵ Ǧȥ ǦøɆǤȖȱǟ ȳɀȲȞȱǟ ǧ   

1
، مذكرة ماجستیر غیر منشورة، تخصص اقتصاد تطبیقي و تسییر المنظمات، قسم علوم التسییر، لصحیة، تقییم جودة الخدمات انجاة صغیرو 

.12،ص 2012جامعة باتنة الجزائر، 
2
.13-12نفس المرجع السابق، ص  
3
التجاریة، جامعة  ، مذكرة ماجستیر غیر منشورة، تخصص تسویق، قسم العلوممساھمة لتطبیق التسویق على الخدمات الصحیةجمعة الطیب،  

.08، ص 2009باتنة الجزائر، 
4
.15نجاة صغیرو، نفس المرجع السابق،ص  
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 ǦɅǼȆƨǟ ǦǶȎȱǟ ǦȹǠɆȍ ȿ ƙȆǶǪȱ ǦɅǿȿȀȒȱǟ ǥǼȹǠȆƫǟ ǦɆǤȖȱǟ ȳɀȲȞȱǟ ȿ ȿ ǦɆȲȪȞȱǟ ȿǾȭ ȿ ǦɆȝǠȶǪǱɍǟ ǯɎȞȱǟ Ƙȥɀǩ Ȭȱ

 ȜȶǪǲȶȲȱ . ȷǕ ǢƶȿǾǹǖɅ  ǰȵǠȹƎȱǟǿǠǤǪȝɍǠǣ  ȿ ɃǻǠƫǟ ȔɆǂǟɄȝǠȶǪǱɍǟ  Ȝȵ ɃȀȅɉǟ ȿǥǠȝǟȀȵ  ȂǲȞȱǟ ȤɆȦơ "1

ȵǼƪǟ ȷǕ ȯɀȪȱǟ ȸȮƹ ȨǤȅ ǠưɄȽ ǦɆǶȎȱǟ Ǧ:

 ǯɎȝ ȿǕ ȓǠȊȹ ȳǼȪȵ ȷǠȭ ǒǟɀȅ ɂȑȀȶȲȱǩǺȊɆ ȿ ǠɆȎǟǻǠȉǿǙ ǠɆǤȕ ɎǹǼǩ ȿǕÜ 

ǼȆǱ ȜȥǠȺȵ ǠȾȺȝ ǰǪȺɅÜ ǠȾɆǤȱǠȖȱ ǦɆȝǠȶǪǱǟ ȿ ǦɆȆȦȹ ȿ ǦɅ

Ǿǹɉǟ ǿǠǤǪȝɍǠǣ  ȿ ɃǻǠƫǟ ȔɆǂǟɄȝǠȶǪǱɍǟ  ɃȀȅɉǟ ȿ.  

 ǠɆȹǠǭ :  ǦɆǶȎȱǟ ǧǠȵǼƪǟ țǟɀȹǕ

       ȷǙ  Ƙȥɀǩ ȿ ȷǠȶȑ ɀȽ ɄǶȍ ȳǠȚȹ Ƀɉ ɄȆɆǝȀȱǟ ȣǼƬǟÛȜȶǪŎǟ ȿ ǻȀȦȲȱ ȰǮȵǕ ɄǶȍ ɁɀǪȆȵ   ǟǾøȽ ȨɆȪǶǪȱȿ

 ǠƵ ƙǪɆȆɆǝǿ ƙǪȦɆșɀǣ ȳǠɆȪȱǟ ȸȵ ɄǶȎȱǟ ȳǠȚȺȲȱ Ǽǣ ɍ ȣǼƬǟ :2

ȱ ǦɆȝɀȹ ǦɆǤȕ ǧǠȵǼǹ ƇǼȪǩ ȷǠȶȑɊ ǻǟȀȥÜ ȴȽǼǱǟɀǩ ȸȭǠȵǕ Ž ǠȽȀȥɀǩ ȷǠȶȑ ȿ

 ɂȲȝ ȂɆȭȀǪȱǟȋǠȪȹǙ  ȜȶǪŎǟ Ž ǧǠȩǠȝɋǟ ȿ ǫǻǟɀƩǟ ȿ ȏǟȀȵɉǟ ǫȿǼǵ ǧɍǼȞȵ ȿ ǧǠɆȥɀȱǟ ǧɍǼȞȵ.

  ƙǩǠŏ ȳǠɆȪȱǟ ȸȵ ȳǠȚȺȱǟ ƙȮȶǪȱ ȿ  ƙǪȝɀøȶƭ ƇǼȪǩ ȿ Ƙȥɀǩ ȷǠȶȑ ȸȵ Ǽǣ ɍ ȼȱ ȳɀȅȀƫǟ ȣǼƬǟ ȨɆȪƠ ȿ ƙǪȦɆșɀȱǟ

 ǠƵ ǦɆǶȎȱǟ ǧǠȵǼƪǟ ȸȵ ƙǪɆȆɆǝǿ:3

 ǦȵǠȞȱǟ ǦǶȎȱǟ ǰȵǟȀǣ ȿ ǧǠȵǼǹ.

 ǦɆǶȎȱǟ ǦɆȎǺȊȱǟ ǧǠȵǼƪǟ.

ɍȿǕ:  ǦȵǠȞȱǟ ǦǶȎȱǟ ǰȵǟȀǣ ȿ ǧǠȵǼǹ.

 ɀƲ ǦȾǱɀȵ ǰȵǟȀǣ ȿ ǧǠȵǼǹ ɄȽǠȵ ȰȶȊǩ ȿ ȷǠȮȆȱǟ ȸȵ ǥǻǼƮ ǧǠȝɀȶƭ ȿǕ ȰȮȭ ȜȶǪŎǟ ǦȵǼǹ  ɄȲɅ:4

1- ǦǶȎȱǠǣ ǒǠȪǩǿɋǟ ǧǠȵǼǹHealthparoution

Ȁȥɉǟ ɁǼȱ ǦɆǣǠƶǟ ǦɆǶȍ ǧǠɆȭɀȲȅ ǒǠȺǣ ɀƲ ǦȾǱɀȵ ǧǠȵǼǹ ɄȽȿǾȢȱǟ ǦɆƵǖǣ ȨȲȞǪɅ ǠȶɆȥ ǦȍǠǹ ȿ ǻǟ ɄǶȎȱǟ ǒǟ

ƫǟȷȁǟɀǪÛ ȑǠɅȀȱǟ ǦȅǿǠưȿǦɆȹǼǤȱǟ ǦǦɆȱƕƫǟ ǦǞɆǤȱǟ ǦǶȍȿ ÛÛ  ǻȀȦȱǟ ǦǶȍ ȘȦƩ ǦɆǤȖȱǟ Ƙȡ ȰȵǟɀȞȱǟ ɂȲȝ ȂɆȭȀǪȱǟ ɃǕ.  

2- ǦȵǠȞȱǟ ǦǶȎȱǟ ǧǠȵǼǹPublirhealthsercices

ő ȿǦɆȱǠǪȱǟ ǧǠȵǼƪǟ ȰȶȊǩ ȿ ǧǠȝɀȶǲȶȭ ǻǟȀȥɉǟ ǦǶȎǣ ǧǠȵǼƪǟ ȻǾȽ ȴǪ :  

ȱǟ ȏǟȀȵɉǟ ɂȲȝ ǥȀȖɆȆȱǟÜ ǠȾɆȲȝ ǒǠȒȪȱǟ ȿ ǦɅǼȞƫǟ ȿ ǦɅǿǠȆ

ȝȏǟȀȵɉǠǣ ǦǣǠȎƫǟ ǧɍǠƩǟ ȯȂ  ǠȾǱɎȝ ȿÜ

ȝǿ ǧǠȵǼǹÜ ȰȦȖȱǟ ȿ ȳɉǟ ǦɅǠ

1
.66، ص 2008،2009، دار المسیرة للنشر و التوزیع، عمان، 2،ط1، طإدارة منظمات الرعایة الصحیةفرید توفیق نصیرات،  -

2
.61نفس المرجع السابق ، ص  -

3
.62نفس المرجع السابق، ص  -

4
.64-62نفس المرجع السابق، ص  -
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ǟ ǧǟǒǠȎǵɋǟÜǦɆǶȎȱǟ ȿ ǦɅɀɆƩ

ÜǦǵǠǪƫǟ ǻǿǟɀƫǟ ǦɆȶȺǩ ȿ ȴɆɆȪǩ

 Ž ǦɆȶȲȞȱǟ ǫǠƜɉǟ ǦǶȎȱǟ ȯǠƭ.

3- ǦǞɆǤȱǟ ǦǶȍ ǧǠȵǼǹEnvironmentalhlalth services

Ƙȥɀǩ ɀƲ ǦȾǱɀȵ ǧǠȵǼǹ ɄȽ  ǦȶɆȲȆȱǟ ǦɆǶȎȱǟ ǦǞɆǤȱǟȱȰȮȊǣ ȴǪő ȿ ǻǟȀȥɊ    ɄøǞɆǤȱǟ ǫɀøȲǪȱǟ ǠɅǠøȒȪǣ ɄȆɆǝǿ         

ȵɉǟ ȿ ǦȵɎȆȱǟ ȿ ȸǟ ȸȮȆƫǟ ȿ ȷǠȮȅɋǟ ǠɅǠȒȩ ȿ ǦȵǠȞȱǟ ɄȲɅ Ǡȵ ǧǠȵǼƪǟ ȻǾȽ ȰȶȊǩ ȿ ɄǶȎȱ:  

ǒǠƫǟ Ƙȥɀǩ ɋ ǦȶɆȲȆȱǟ ȧȀȖȱǟ ȿ ǡȀȊȲȱ ſǠȎȱǟȼȺɅȂơ ȿ ȼȱǠȶȞǪȅÜ

ɆȲȆȱǟ ȌȲǺǪȱǟǦȲǝǠȆȱǟ ȿ ǦǤȲȎȱǟ ǧǠɅǠȦȺȱǟ ȸȵ ȴÜ

ǢȅǠȺƫǟ ɄǶȎȱǟ ȸȮȆƫǟ ƘȥɀǩÜ

ɍǟȳǠȶǪȽ  ȿ ǦɆȺȾƫǟ ǦǶȎȱǠǣǦȵǠȞȱǟ ǦȵɎȆȱǟ ǿɀȵǕÜ

ȏǿǟɀȪȱǟ ȿ ǧǟȀȊƩǟ ǦǶȥǠȮȵÜ 

ǟǥȀȖƪǟ ǦȞȊƫǟ ǻǟɀƫǟ ɂȲȝ ǥȀȖɆȆȱ.

 ȣǼŏ ȰȮȭ ȜȶǪŎǟ ǦǶȍ ɂȲȝ ǦȵǠȞȱǟ ǦǶȎȱǟ ǰȵǟȀǣ ȿ ǧǠȵǼǹ ȂȭȀǩȿ  ǦøȚȥǠǂǟ ȿ ȜȶǪǲȶȲȱ ɄǶȎȱǟ ɁɀǪȆƫǟ Ȝȥǿ

ɄǶȍ ɁɀǪȆȵ ɂȲȝǕ ɂȲȝ ǟǾȽ ȨɆȪǶǪȱ ȿ ȸȮư ȣǼƬǟ  ǦɅǠȶƩ ǦɆȱǠǪȱǟ ȧȀȖȱǟ ɂȲȝ ǦȵǠȞȱǟ ǦǶȎȱǟ ǧǠȵǼǹ ǧȂȭǿ ǼȪȥ

 ȸȵ ȜȶǪŎǟ ǻǟȀȥǕȏǟȀȵɉǟ  ȧȀȖȱǟ ȻǾȽ ȿ ǠȾɆȲȝ ǥȀȖɆȆȱǟ ȿ ǦɅǼȞƫǟ :  

ƙȎǶǪȱ ȴɆȞȖǪȱǟ ǧɎƥ  Ǽȑ ȜȶǪŎǟ ǻǟȀȥǕÜ ǦɅǼȞƫǟ ȿ ǦɅǿǠȆȱǟ ȏǟȀȵɉǟ

 ǦǣǠȎƫǟ ǦɆȑȀƫǟ ǧɍǠƩǟ ȯȂȝȏǟȀȵɉǠǣ ǟÜ ǠȽǿǠȊǪȹǟ ȜȺƫ ǦɅǼȞƫǟ ȿ ǦɅǿǠȆȱ

ǟ ǦɅȿǠȶɆȮȱǟ ǻǟɀƫǠǣ ǦɆȝǠȶƨǟ ǦƨǠȞƫ.

ǪǤǭǕ Ǽȩ ǧǠȵǼƪǟ ȻǾȽ ȷǕ ȀȭǾȱǠǣ ȀɅǼǱ ȿŽ ǥȀȽǠǣ ǧǠǵǠƱ ȿ ǥƘǤȭ ǦɆȱǠȞȥ Ǩ  ȳǠȞȱǟ ɄǶȎȱǟ ɁɀǪȆƫǟ Ȝȥǿ Ž ǦȵǼȪǪƫǟ ȯȿǼȱǟ.  

 ǠɆȹǠǭ : ǦɆȎǺȊȱǟ ǦɆǶȎȱǟ ǧǠȵǼƪǟ) ǦɆǤȖȱǟ ǦɅǠȝȀȱǟ ǧǠȵǼǹ (

        ǟ ȿ ȼǪǶȎǣ ȨȲȞǪɅ ǠȶɆȥ ǻȀȦȲȱ ȳǼȪǩ ǧǠȵǼǹ ɄȽȿ ǦȵǠȞȱǟ ǦǶȎȱǟ ǧǠȵǼǹ ȄȮȝ ɂȲȝ ǠȾɆȲȝ ǦȚȥǠǂ ȂȭȀǩ Ɣȱǟ  ǦǶȍ ɂȲȝ

ȑȀƫǟ ǦɅǠȝǿ ɂȲȝ ǠȾȵɀȾȦƞ ȀȎǪȪǩ ɍ ǧǠȵǼƪǟ ȻǾȽȿ ȰȮȭ ȜȶǪŎǟɂ    ɁǼøƫǟ ȰȶøȊǩ Ȱǣ ǦɆȑȀƫǟ ȏǟȀȝɉǟ ȴȾɆȲȝ ȀȾȚǩ ȸɅǾȱǟ

 ǦɆȎǺȊȱǟ ǦɆǶȎȱǟ  ǧǠȵǼƪǟ ȸȵ ȰȵǠȮȱǟǒǟǼǪǣǟ ȏǟȀȵɉǟ ȸȵ ǦɅǠȩɀȱǟ ȿÛ ǦǶȎȱǟ ǦɆȩȀǩ ǧǠȵǼǹ ȸȵÛ ǟ ȿ ȤȊȮȱ   ǠȾøȺȝ ȀøȮǤƫǟ     

ǠȾǱɎȝ ȿ ǠȾȎɆǺȊǩ ȿÛ  ȿǒǠȾǪȹǟ  ǧǠȵǼƝǥǻǠȝǙ  ȰɆȽǖǪȱǟɄȝǠȶǪǱɍǟ ȑȀȶȲȱ ƗȾƫǟ ȿɂ.   ȻǾøƬ ǟȂǱɀøȵ ǠȑȀȝ ȳǼȪȹ ɄȲɅ ǠȶɆȥȿ

 ǧǠȵǼƪǟ:1

1
.69-65فرید توفیق نصیرات، مرجع سبق ذكره، ص  -
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1- ǧǠȵǼǹ ǦǶȎȱǠǣ ǒǠȪǩǿɍǟ

 ɂȲȝ ǧǠȵǼƪǟ ȻǾȽ ȂȭȀǩǒǠȪǩǿɍǟ   ǒǟǾøȢȱǟ ǦɆƵǕ ɂȲȝ ȂɆȭȀǪȱǠȭ ǦɆǤȖȱǟ Ƙȡ ȰȵǟɀȞȱǟ ȯɎǹ ȸȵ ǻȀȦȱǟ ǦǶȎǣ

ǦɆȎǺȊȱǟ ǦȥǠȚȺȱǟ ȿ ȷȁǟɀǪƫǟ ɄǶȎȱǟ  ȿțǠȺǪȵɍǟ   ǧǠǣȿȀøȊƫǟ ȯȿǠȺǩ ȿ ƙǹǼǪȱǠȭ ǦǶȎȱǠǣ ǥǿǠȒȱǟ ǧǟǻǠȞȱǟ ȸȝ

 ȯǠŎǟ ǟǾȽ Ž ȼǩǠɆȭɀȲȅ ȿ ǻȀȦȱǟ Ȥȩǟɀȵ ȷǕ ȀȭǾȱǠǣ ȀɅǼǱ ȿ ǧǠǤȭȀȶȲȱ ǥȀȖƪǟ ǥǻǠɆȪȱǟ ȿ ǧǟǿǼǺƫǟ ȿ ǦɆȱɀǶȮȱǟ

ǹ ȸȵ ǦǤȆǪȮƫǟ ǦɆȥǠȪǮȱǟ ǦǞɆǤȱǠǣ ȀǭǖǪǩÛȜȶǪŎǟ ȿ ǦȅǿǼƫǟ ȿ ǦȲǝǠȞȱǟ ȯɎ ǠȶȭȀǭǖǪǩ  ƂǙ  øȝɋǟ ȰǝǠȅɀǣ ǼɆȞǣ  Ǽǵ ȳɎ

 ǦȥǻǠƬǟ ɄǶȎȱǟ ȤɆȪǮǪȱǟ ǰȵǟȀǣ ȨɅȀȕ ȸȝ ɃƘȽǠȶƨǟƂǙ ǒǠȪǩǿɍǟ  ȜȶǪŎǟ ȿ ǻȀȦȱǟ ǦǶȎǣ.  

2- ǦɆǝǠȩɀȱǟ ǦȵǼƪǟ

 ȸȮƹȿȷǕ  ǧǠɅɀǪȆȵ ǫɎǮǣ ǧǠȵǼƪǟ ȻǾȽ ȤȺȎǩ:  

Ǖ  -  ǦɆȱȿɉǟ ǦɅǠȩɀȱǟ ǧǠȵǼǹpreventivePrimary

 ȣȿȀȞƫǟ ȔȶȺȱǟ ȿ ƙȞȵ ȏȀȵ ȸȵ ǻǟȀȥɉǟ ǦɅǠȩɀȱ ǠȾƹǼȪǩ ȿ ǠȾȖɆȖơ ɃȀƶ ǥȀȉǠǤȵ ȿ ǥǻǼƮ ǧǠȵǼǹ ɄȽȿ

 ȷǠȮȆȱǟ ȸȵ ǥǻǼƮ ǧǠȝɀȶŎ ǦȾǱɀƫǟ ȿǕ ǦɆȝǠȶƨǟ ȴɆȞȖǪȱǟ ǧɎƥ ɀȽ ǧǠȵǼƪǟ ȻǾƬ.  

ǡ  -Ǽǹ ǦɅɀȹǠǮȱǟ ǦɅǠȩɀȱǟ ǧǠȵpreventiveSecondary

  øŏ ȳɀøȪǩ Ɣȱǟ ȿ ǠƬǠǶȦǪȅǟ ȰǤȩ ȏǟȀȵɊȱ ȀȮǤƫǟ ȤȊȮȱǟ ȿ ȌɆǺȊǪȱǟ ǧǠȵǼǹ ȰȶȊǩ ȿǠ  ǧǠɆȦøȊǪȆƫǟ        

 ǦɆǤȖȱǟ ȂȭǟȀƫǟ ȿ.  

ǯ-   ǦǮȱǠǮȱǟ ǦǱǿǼȱǟ ǧǟǽ ǦɆǝǠȩɀȱǟ ǧǠȵǼƪǟperventivetertiary

 ȣǼő ǦȎȎǺǪȵ ǧǠȵǼǹ ɄȽ ȿƂǙ ǥǻǠȝǙ ȑȀƫǟ ȰɆȽǖǩɂ  ȴȾøȺɆȮȶǪȱ ǠɆȺȾȵ ȿ ǠɆȝǠȶǪǱǟ ǫǻǟɀƩǟ ǠɅǠǶȑȿ Û

 ǦȖɆȊȹ ǦɆȞɆǤȕ ǥǠɆǵ ǦȅǿǠư ȸȵƂǙ  Ǡȵ Ǽǵ.  

3- ǦɆǱɎȞȱǟ ǧǠȵǼƪǟ: ǧǠȵǼƪǟ ȻǾȽ ȴȆȪǩ )ǦƨǠȞƫǟ ȿ ȌɆǺȊǪȱǟ  (ƂǙ  ƙȶȆȩ :  

Ǖ  - ȯǠŎǟ ǟǾȽ Ž ƘǤȭ ǿȿǼǣ ǦǮɅǼƩǟ ǧǠɆȦȊǪȆƫǟ ȳɀȪǩ ȿ ƙɆǱǿǠƪǟ ɂȑȀȶȲȱ ǦɆǤȖȱǟ ǦɅǠȝȀȱǟ ǧǠȵǼǹ.

ǡ -  ƙɆȲǹǟǼȱǟ ɂȑȀȶȲȱ ǦȵǼȪƫǟ ǦɆǤȖȱǟ ǦɅǠȝȀȱǟ ǧǠȵǼǹ.

 ȻǾȽ ȤɆȺȎǩ ȸȮƹȿǧǠȵǼƪǟ  ɄȽ ǦǭɎǭ ǧǠɅɀǪȆƞ :  

 ǦɆȱȿɉǟ ǦɅǠȝȀȱǟ ǧǠȵǼǹ :Ü ȷɀȵǠȞȱǟ ǒǠǤȕɉǟ ȨɅȀȕ ȸȝ ǠȾƹǼȪǩ ɃȀƶ

 ǦɆȹǠǮȱǟ ǦǱǿǼȱǟ ǧǠȵǼǹ :ǼȪǩ ɃȀƶÜ ǦɆǱǿǠƪǟ ǧǟǻǠɆȞȱǟ ȯɎǹ ȸȵ ǠȾƹ

 ǦǮȱǠǮȱǟ ǦǱǿǼȱǟ ǧǠȵǼǹ :ǼȪǩ ɃȀƶǠȾƹ  ǦȎȎǺǪƫǟ ǧǠɆȦȊǪȆƫǟ ȿ ȂȭǟȀƫǟ ȯɎǹ ȸȵ.

4-ȰǱɉǟ ǦȲɅɀȖȱǟ ǦɅǠȝȀȱǟ ȿ ȰɆȽǖǪȱǟ ǧǠȵǼǹ: ǧǠȵǼƪǟ ȻǾȽ ȰȶȊǩȿǥǻǠȝǙ   ǫǻǟɀøƩǟ ŸǠøȎȵ ȿ ɂȑȀƫǟ ȰɆȽǖǩ      

 ǦɆȲȶȞȱǟ ȻǾȽ ǢȲȖǪǩ ȿ  ǧǟǼøǵȿȿ ǦȎȎǺǪƫǟ ȰɆȽǖǪȱǟ ȂȭǟȀȵ ȯɎǹ ȸȵ ǧǠȵǼƪǟ ȻǾȽ ȳǼȪǩ ȿ ǦȲɅɀȕ ǦɆȺȵȁ ǥȀǪȥ

 ȰǱɉǟ ǦȲɅɀȖȱǟ ǦɅǠȝȀȱǟ ǧǠɆȦȊǪȆƫǠǣ ǦȪǶȲƫǟ.  

 ǦɆǶȎȱǟ ǧǠȵǼǺȲȱ ƙǪȪǣǠȆȱǟ ƙǪȝɀȶŎǟ ȷǕ ȌȲǺǪȆȹ ȨǤȅ ǠưȷɎȮȊǩ  ȰȮȊȱǟ ƙǤɅ Ǡȶȭ ɄȲȮȱǟ ɄǶȎȱǟ ȳǠȚȺȱǟ ǠȞȵƃǠǪȱǟ:   
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 ȴȩǿ ȰȮȊȱǟ02  :ȰȵǠȊȱǟ ǦɆǶȎȱǟ ǦɅǠȝȀȱǟ ȳǠȚȹ ǧǠȵǼǹ  

 ǿǼȎƫǟ : ǧǟƘȎȹ ȨɆȥɀǩ ǼɅȀȥ : ȋ Û ȨǣǠȅ ȜǱȀȵ63 .  

ȱǟ ǦɅǾȢǪȱǟǦȞǱǟȀ

- Ȝȑȿ

 ɄǶȍ

 ǼɆǱ

- ǦøøǞɆǣ

 ǦɆǶȍ

  ǦȺȵǕ

- ǻǟɀƫǟ

- ǦǶøøøøȎȱǟ

 ǦɅȀȊǤȱǟ

- ǦɆȱǠƫǟ

- ȞɆǤȖȱǟ Ǧ

ǞɆǤȱǟÜÜÜÜǦ

  ǦȵǠȞȱǟ ǦǶȎȱǟ ǧǠȵǼǹ

 ƙȎǶǪȱǟ ǰȵǟȀǣ

 ǦɅǿǠȆȱǟ ȏǟȀȵɉǟ ɂȲȝ ǥȀȖɆȆȱǟ

 ǦɆǶȎȱǟ ǦɆȝɀǪȱǟ ȿ ȤɆȪǮǪȱǟ

 ȰȦȖȱǟ ȿ ȳɉǟ ǦɅǠȝǿ

 ǦǞɆǤȱǟ ǦǶȍ ǧǠȵǼǹ

ȏǿɉǟ ȿ ǒǟɀƬǟ ȿ ǒǠƫǟ ȿ ǒǟǼȢȱǟ ǦǶȍ .

 ǧǠɅǠȦȺȱǟ ȿ ǧɎȒȦȱǟ ǦƨǠȞȵ

 ȏǿǟɀȪȱǟ ȿ ǧǟȀȊƩǟ ǦǶȥǠȮȵ

 ǦȞȊƫǟ ǻǟɀƫǟ ɂȲȝ ǥȀȖɆȆȱǟ

 ɄǶȎȱǟ ȷǠȮȅɋǟ.

 ǦȵǠȞȱǟ ǦȵɎȆȱǟ ȿ ǦɆȺȾƫɍǟ ǦǶȎȱǟ

ǧǠȵǼƪǟ ǦɆǶȎȱǟ ǦɆȎǺȊȱǟ

 ǦǶȎȱǟ ȂɅȂȞǩ ǧǠȵǼǹ

 ǦɆǝǠȩɀȱǟ ǧǠȵǼƪǟ

 ǦɆǱɎȞȱǟ ǧǠȵǼƪǟ

 ȿ ȰɆȽǠǪȱǟ ǥǻǠȝǟ ǧǠȵǼǹ

  ȰǱɉǟ ǦȲɅɀȕ ǦɅǠȝȀȱǟ

ȰȵǠȊȱǟ ǦɆǶȎȱǟ ǦɅǠȝȀȱǟ ȳǠȚȹ
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 ƆǠǮȱǟ ǢȲȖƫǟ : ȀȍǠȺȝǯǠǪȹǙ  ǦɆǶȎȱǟ ǧǠȵǼƪǟ

 ȿ ȏȀȞȱȁǟȀǣǙ  ȀȍǠȺȝǯǠǪȹǙ  ǦɆǤȖȱǟ ǦɅǠȝȀȱǟ ǢȭȀȵȿ ǧǠȵǼƪǟ ǬȲǮȵ ǯǽɀƴ ɂȲȝ ǼȶǪȞȺȅ ǦɆǶȎȱǟ ǦȵǼƪǟ .  

 ɍȿǕ :ǯǠǪȹǙ  ǧǠȵǼƪǟ ǬȲǮȵ ǢȆǵ ǦɆǶȎȱǟ ǦȵǼƪǟ

 ǳȀǪȩǟGardrey  ǦɆȲȶȞȲȱ ǦǲɆǪȹ ǨȆɆȱ ȿ ǦɆȲȶȝ ǠŒǟ ɂȲȝ ǦȵǼǺȲȱ ȼǪɅǗǿ ȸȵ ǠȩɎȖȹǟ ǧǠȵǼƪǟ ǬȲǮȵ ȴȅǠǣ ǠǱǽɀƴ1

 ǯǽɀȶȺȱǟ ǟǾȽ ǴȑɀɅ ƃǠǪȱǟ ȰȮȊȱǟ ȿ.  

 ȴȩǿ ȰȮȊȱǟ03  :ǯǠǪȹǙ ǧǠȵǼƪǟ ǬȲǮȵ ǢȆǵ ǦȵǼƪǟ  

 ǿǼȎƫǟ : ȋ ÛȨǣǠȅ ȜǱȀȵ ȿƘȢȍ ǥǠƱ22 .  

 ǯǽɀȶȺȱǟ ǟǾȽ ȷǕ ȘǵɎȹ ȰȮȊȱǟ ȯɎǹ ȸȵ ȀȍǠȺȝ ȰǮƹǯǠǪȹǙ  ȿ ǦȵǠȝ ǦȦȎǣ ǦȵǼƪǟǟǽǙ  ǠȺȶȩȼȕǠȪȅǚǣ    ǦøȆȅǘƫǟ ɂøȲȝ

 ȰǮƢ ǬȲǮƫǟ ȃȿǗǿ ȷǠȥ ǦǤǶȎȱǟ :2

 ȳǼȪȵ ǦȵǼƪǟ : ɃȀȊǤȱǟ ȀȎȺȞȱǟ Ž ȰǮȶǪɅ)ȀȦȱǟƑȖȱǟ ȼǤȉ ȿ ƑȖȱǟ ȨɅ (Ü ȷȿƘȆƫǟ

 ǦȵǼƪǟ ȰǤȪǪȆȵ : ǦɆǶȎȱǟ ǦȆȅǘƫǟ ȷɀǣȁ ȼǣ ƗȞȹÜ ȐɅȀƫǟ Ž ǥǻǠȝ ȰǮȶƫǟ

 ǦȵǼƪǟ țɀȑɀȵ : ǠȾǤȱǠȕ ǡǠȆƩ ǦȵǼƪǟ ƇǼȪǩ ȸȵ ȼȪɆȪƠ ǡɀȡȀƫǟ ȣǼƬǟ ɃǕ) ǯɎȞȱǟÛ ǧǠȵǼǹ  Ȃøǲǵ ȿ ȯǠǤȪǪȅɋǟ

ȵ ǼɆȝǟɀÛ ǧǠɆȲȶȞȱǟ ǦɆǵǟȀƨǟ. (

1
.22نجاة صغیرو، مرجع سبق ذكره، ص  -

2
.22نجاة صغیرو ،مرجع سبق ذكره ، ص -

علاقات الخدمات 

)مقدم الخدمة ()الخدمة مستقبل(

)موضوع الخدمة (

)ب()أ(

)جـ(
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 ǠɆȹǠǭ :ǯǠǪȹǙ ǦɆǤȖȱǟ ǦɅǠȝȀȱǟ ǢȭȀȵ ǢȆǵ ǦɆǶȎȱǟ ǦȵǼƪǟ  : ȴǪɅǯǠǪȹǙ ǠȾȲɅɀƢ ȿ ǦɆǤȖȱǟ ǦɅǠȝȀȱǟ ǧǠȵǼǹ    ǠȾƹǼøȪǩ ȿ

 ȿ ǧǟǻɀȾƭ ȯɎǹ ȸȵǦȖȊȹǕ  ǦɆǤȖȱǟ ǦɅǠȝȀȱǟ ǢȭȀƞ ȣȀȞɅ Ǡȵ ɀȽ ȿ ǥǻǼȞǪȵ ȣǟȀȕǕ . ȼȱ ǦȹɀȮȵ ǦɆȅǠȅǕ ȀȍǠȺȝ ǦȆƦ ȫǠȺȽȿ 

 ȰȮȊȱǟ Ž ǦǶȑɀȵ ɄȽ ȿƃǠǪȱǟ:  

 ȴȩǿ ȰȮȊȱǟ04 :ǦɆǤȖȱǟ ǦɅǠȝȀȱǟ ǢȭȀȵ

ǿǼȎƫǟ :ȋ ÛȨǣǠȅ ȜǱȀȵ ÛǧǟƘȒȹ ȨɆȥɀǩ ǼɅȀȥ69-73ȣȀȎǪǣ Û.  

-Ǡȵ Ž ȿ  ǦɆǤȖȱǟ ǦɅǠȝȀȱǟ ǢȭȀȵ ȀȍǠȺȞȱ ǳȀȉ ɄȲɅ)1(

1- ɄȎǺȊȱǟ ȀȎȺȞȱǟ

ƙȞȪȺƫǟ ǧǠȝǠȶƨǟ ȿ ǻǟȀȥɉǟ ǦȥǠȭ ȰǮƹ ȿ  ɄǶȎȱǟ ǰȵǠȹƎȱǠǣ)ɄȑȀƫǟ (  ɄǶøȎȱǟ ǰȵǠøȹƎȱǟ ǳǠƱ ȿ ǦɆȱǠȞȥ ȷǠȶȒȱ ȿ       

 ɄȲȮȱǟ ǻǼȞȱǟ ȰǮȵ ǰȵǠȹƎȱǠǣ ƙȞȦǪȺƫǟ ȌǝǠȎǹ ɂȲȝ ȣȀȞǪȱǟ ȸȵ Ǽǣ ɍ ǻǟȀȥɊȱ ǦɆȲǤȪǪȆƫǟ ȿ ǦɆȱǠƩǟ ǧǠǱǠɆǪǵɋǟ Ǽȅ ɂȲȝ ȼǩǿǼȩ ȿ

ÛɀȶȺȱǟ ǧɍǼȞȵ ȿ ǧǠɆȥɀȱǟ ȿ ȏǟȀȵɉǟ ǫȿǼǵ ǧɍǼȞȵ ȿ ȴȽǼǱǟɀǩ ȸȭǠȵǕ ȿ ȷǠȮȆȲȱ ǦɆǶȎȱǟ ǦɆȱƕƫǟ ǦǞɆǤȱǟ Ȁȥɀǩ ɁǼȵ ȿ.  

)1(
ȋ ÛȻȀȭǽ ȨǤȅ ȜǱȀȵ ÛǧǟƘȎȹ ÛȨɆȥɀǩ ǼɅȀȥ69¡73.

المنتفعین (العنصر الشخصي 
)بالبرنامج الصحي

  العنصر المھني

)مقدمي الخدمة الصحیة( 

إنتاج الخدمة 
الصحیة حسب 
مركب الرعایة 

الطبیة

التنسیق، التخطیط، (الإدارة 
)الرقابة

العنصر الإجتماعي أو 
المؤسسات (المؤسسي  

)الصحیة

مجموعة (العنصر التنظیمي 
)الإجراءات و الترتیبات
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 ȼǩǒǠȦȭ ȿ ȼǪɆȱǠȞȥ ɁǼȵ ȴɆɆȪǩ ȿ ǰȵǠȹƎȱǟ ǧǠȵǼǹ ȔɆȖơ ȸȮƹ ɍ ǬɆǵ ǼɆȭǖǪȱǟ ƂǙ ǯǠǪƠ ɍ ȰȵǟɀȞȱǟ ȻǾȽ ɂȲȝ ȣȀȞǪȱǟ ǦɆƵǕ ȷǕ

 ƙȞǣ ǠȽǾǹǕ ȿ ǦɆȅǠȅɉǟ ǧǠȵɀȲȞƫǟ ȻǾȽ ɂȲȝ ȣȀȞǪȱǟ ȷȿǻ ȼȱ ǦȵɀȅȀƫǟ ȣǟǼȽɉǟ ȨɆȪƠ ŽǿǠǤǪȝɍǟ.  

2- ȀȎȺȞȱǟ ƗȾƫǟ

 ǥȀȉǠǤȵ ǦɆǝǠȺǭ ǦȩɎȝ ɂȲȝ ȳɀȪǩ ǦɆǶȎȱǟ ǦȵǼƪǟ ǼȞǩ ȴȲȥ ÛǦɆǶȎȱǟ ǦȵǼƪǟ ȷɀȵǼȪɅ ȸɅǾȱǟ ƙɆǶȎȱǟ ƙɆȺȾƫǟ ǦȥǠȭ ȰǮƹ ȿ

  ȸɅǻǠøɆȵ ȸȵ ȿ ǧǠȍǠȎǪǹɍǟ ǥǻǼȞǪȵ Ǧȝɀȶƭ ǦȖȊȹǕ ȿ ǧǟǻɀȾƭ ɂȲȝ ȳɀȪǩ ǦɆȶɆȚȺǩ ǦɆȲȶȝ ǨǶǤȍǕ Ȱǣ ȐɅȀƫǟ ȿ ǢɆǤȖȱǟ ƙǣ

ȑȀȶƫǟ ȿ ǒǠǤȕɉǟ ɎǮȵ ǦȦȲǪƯ ǦɆȥȀȞȵ  ƙɆøȺȦȱǟ ȿ ǦɆȝǠȶǪǱɍǟ ǧǠȵǼƪǟ ȿ ǦɅǾȢǪȱǟ ɄǝǠȎǹǕ ȿ ƙɆǶȎȱǟ ǒǟǿǼƫǟ ȿ ǦȱǻǠɆȎȱǟ ȿ ǧǠ    

ɄǶȎȱǟ ȯǠŎǟ Ž ǥǼȹǠȆƫǟ ȸȾƫǟ ȸȵ ȴȽƘȡ ȿ ƙɅǿǟǻɋǟ ȿ ƙɆǶȎȱǟ ƙɆȺȾƫǟ ȿ.  

3- ɄȆȅǘƫǟ ȿǕ ɄȝǠȶǪǱɍǟ ȀȎȺȞȱǟ

ȹǙ ɂȲȝ ȳɀȪǩ Ɣȱǟ ȿ ǦȍǠƪǟ ȿ ǠȾȺȵ ǦȵǠȞȱǟ ǦɆǶȎȱǟ ǧǠȆȅǘƫǟ ǦȥǠȭ ȰȶȊɅ ȿǦɆǤȖȱǟ ǦɅǠȝȀȱǟ ǧǠȵǼǹ ƇǼȪǩ ȿ ǯǠǪ.  

4-   ȷǠȶøȑ ȣǼŏ ǦɆǤȖȱǟ ǦɅǠȝȀȱǟ ȨɅȀȦȱ ǦȦȲǪǺƫǟ ǦȖȊȹɉǟ ȨɆȆȺǩ ȿ ȴɆȚȺǪȱ ǦǣɀȲȖƫǟ ǧǠǤɆǩȀǪȱǟ ȿ ǧǟǒǟȀǱɋǟ Ǧȝɀȶƭ ȰȶȊɅ ȿ

ǠȵȂȱǟ ȿ ȷǠȮƫǟ Ž ǻȀȦȱǟ ȰǤȩ ȸȵ Ǡŏ țǠȦǪȹɋǟ ȿ ǠƬ ȯɀȍɀȱǟ ȷǠȶȑ ȿ ǴɆǶȎȱǟ ȤɆȮȱǟ ȿ ȴȮȱǠǣ ǦɆǶȎȱǟ ǦɅǠȝȀȱǟ ǧǠȵǼǹ ǼǱǟɀǩ ȷ

Ȭȱǽ ǢȲȖǪɅ ȿ ǠƬ ȼǪǱǠǵ ǢȆǵ ȿ ǴɆǶȎȱǟ :  

ǠȾǪȖȊȹǕ ȨɆȆȺǩ ȿ ǠȾȺɆǣ ǦȩɎȞȱǟ ǴɆȑɀǩ ȿ ǦɆǤȖȱǟ ǦɅǠȝȀȱǟ ǧǠɅɀǪȆȵ ǼɅǼƠ.

  ȷǠȶøȒȱ ȿ ǦȦȲǪǺƫǟ ȨȕǠȺƫǟ ƙǣ ǻǿǟɀƫǟ ȿ ǧǠȹǠȮȵɋǟ ȜɅȁɀǩ ǦȱǟǼȝ ȷǠȶȒȱ ɄȶɆȲȩǙ ȃǠȅǕ ɂȲȝ ǦɅǻǠƫǟ ǦɅǠȝȀȱǟ ǧǠȵǼǹ ȴɆȚȺǩ

ɆǱǟȿǻȁǟ ȜȺƫ ȿ ǠȾȺɆǣ ȨɆȆȺǪȱǟ ȿ ȰȵǠȮǪȱǟǠȾɆȥ ǿǠȶǮǪȅɍǟ Ǧ.

ǦȺȮư ǦȦȲȮǩ Ȱȩǖǣ ȿ ǥǼɆǱ ǧǠȵǼǹ ƇǼȪǩ ȷǠȶȒȱ ȯǠȪȥ ǦǣǠȩǿ ȿ ƇɀȪǩ ȳǠȚȹ.

5- ǥǿǟǻɋǟ

         ǻǟȀøȥɉǟ Ȭȱǽ ȰȶȊɅ ȿ ȼȞȵ ǦȹȿǠȞǪƫǟ ȿ ȼɆȥ ǦȭǿǠȊƫǟ ȀȍǠȺȞȱǟ ǻǼȞǪȱ ǼɆȪȞǩ ȸȵ ȼǣ ȤȎǪɅ Ǡȵ ȿ ǦɆǤȖȱǟ ǦɅǠȝȀȱǟ ǢȭȀȵ ȷǙ

 ȿ ǦȵǼǺȲȱ ƙȮȲȾǪȆƫǟǿǠȕɋǟ  ȨɆȆȺǩ ȿ ȴɆȚȺǩ ƂǙ ǦȅǠƫǟ ǦǱǠƩǟ ȿ ǠȞȵ ȸɅǻȿȂƫǟ ȿ ƙȮȲȾǪȆƫǟ Ȝȶƶ ɃǾȱǟ ɄȆȅǘƫǟ ȿǕ ɄȶɆȚȺǪȱǟ

 ȸȵ ǦɆȱǠȝ ǦǱǿǻ ɂȲȝ ǦȲȽǘȵ ǦɅǿǟǻǙ ȀȕǕ Ƙȥɀǩ ǢȲȖǪɅ ǧǠȵǼƪǟ ȻǾȽ ƇǼȪǩ Ž ȨɅȀȦȱǟ ȰǹǼȵ ɂȲȝ ȳɀȪǩ Ɣȱǟ ǥǻǼȞǪƫǟ ǦȖȊȹɉǟ ȻǾȽ

ȿȀȞƫǟ ǦɅǿǟǻɋǟ ȤǝǠșɀȱǠǣ ȳǠɆȪȲȱ ǦɆȱǠȞȦȱǟ ȿ ǥǒǠȦȮȱǟ Ž Ǿǹǖǩ ȿ ǦǣǠȩǿ ȿ ȴɆɆȪǩ ȿ ȨɆȆȺǩ ȿ ȴɆȚȺǩ ȿ ȔɆȖơ ȸȵ ǦɅǿǟǻɋǟ ǦɆȲȶȞȲȱ Ǧȥ

 ȯǠƭ Ž ǥǿǟǻɋǟ ǦɆƵǕ ǻɀȞǩ ȿ ǦɆǱǠǪȹɍǟ ȿ ǦɆȵǼƪǟ ǧǠȝǠȖȪȱǟ ȸȵ ȻƘȡ ȸȝ ȂɆȶǪɅ ɃǾȱǟ ȿ ǠȺȽ ǦȅǿǠȶƫǟ ȷǟǼɆȵ ǦɆȍɀȎǹ ǠȽǿǠǤǪȝǟ

ǠȾƵǕ ȸȵ Ȱȵǟɀȝ ǥǼȝ ƂǙ ǦɆǤȖȱǟ ǦɅǠȝȀȱǟ ǧǠȵǼǹ:  

ȭȀƫǟ ȿ ǥǼȪȞƫǟ ǦȞɆǤȖȱǟ  ǢøȭȀƫǟ ǟǾƬ ȯǠȞȥ ȨɆȆȺǩ ȸȵ Ȭȱǽ ȼǤȲȖǪɅ Ǡȵ ȿ ǦɆǶȎȱǟ ǧǠȆȅǘƫǟ ǼȞǩ ȿ ǦǮɅǼƩǟ ǦɆǤȖȱǟ ǦɅǠȝȀȲȱ ǦǤ

ɄȝǠȶǪǱɍǟ ƗȾƫǟ ȿ.



              üǋǓƐ üƬƻǁƐ        ƕǐƟƬǁƐ ƖƑƨƨƊǄǁƐ Ǐƺ ƖƑǄƣƢǁƐ üǋƟ ǎƥưǆǁƐ ƥƑƯǕƐ

18

 ȿ ǦǵǠǪƫǟ ǻǿǟɀƫǟ ǦɅǻȿǼƮ ȿ ǥǿǼȹȬȱǽ ȼǤȲȖǪɅ Ǡȵ ȿ ǠȾǪȦȲȭ țǠȦǩǿǟ    ǻǿǟɀøƫǟ ȻǾøȽ ȌɆȎǺǪǣ ǦȪȲȞǪƫǟ ǧǟǿǟȀȪȱǟ ǦɆȹɎȪȝ ȸȵ

 ǠȾȵǟǼǺǪȅǟ ǥǒǠȦȭ ȿ ǠȾȞɅȁɀǩ Ž ǦȱǟǼȞȱǟ ȿ ȷȁǟɀǪȱǟ ǥǠȝǟȀȵ ȿ ǦɆǶȎȱǟ ǧǠɅɀȱȿɉǟ ǢȆǵ   ȳǠøȚȺȲȱ ǦȵɀøȅȀƫǟ ȣǟǼȽɉǟ ȨɆȪǶǪȱ

ǦȺȮư ǦȦȲȭ Ȱȩǖǣ ɄǶȎȱǟ.  

ǬȱǠǮȱǟ ǢȲȖƫǟ :ǠȵǼƪǟ ȀɅɀȖǩ Ž ǦɆȆɆǝȀȱǟ ȰǹǟǼƫǟɆȥ ǥȀǭǘƫǟ ȰȵǟɀȞȱǟ ȿ ǦɆǶȎȱǟ ǧǠȾ

ɍȿǕ :ǟ ȰǹǟǼƫǟǦɆǶȎȱǟ ǧǠȵǼƪǟ ȀɅɀȖǩ Ž ǦɆȆɆǝȀȱ

ȯɎǹ ȸȵ ȴǪɅ ȷǕ ȸȮƹ ǦɆǶȎȱǟ ǧǠȶȚȺƫǟ ǠȾȵǼȪǩ Ɣȱǟ ǦɆǶȎȱǟ ǧǠȵǼƪǟ ȀɅɀȖǩ ȷǙ :)1(

1- ǥǼɅǼǱ ǦɆǶȍ ǧǠȵǼǹ ǦȥǠȑǙ

      ƂǙ ǦɆǶøȎȱǟ ǦøȶȚȺƫǟ ǠȾȵǼȪǩ Ɣȱǟ ǦȵǼƪǟ ȓɀȖǹ ǻǼȝ ǥǻǠɅȁ ɂȲȝ ǦɆǶȎȱǟ ǧǠȵǼƪǟ ȀɅɀȖǩ Ž ȰǹǼƫǟ ǟǾȽ ɃɀȖȺɅ 

   ȯǠȮøȉǕ ȸøȵ ȰȮȉ ȼȹǕ ɂȲȝ ǒǟȀǱɋǟ ǟǾȽ ȸȵ ȴȾȦɅ ȷǕ ɄȢǤȺɅ ɍ ǬɆǵ ÛǠȾȞɅɀȺǩ ȿ ǦȵǼƪǟ ȓɀȖǹ ȜɆȅɀǩ ƗȞɅ ȼȹǕ ɃǕ ǠȾȺǝǠǣȁ

   ǧǠøǱǠǵ țǠǤøȉǙ ɂȲȝ ǟǿǻǠȩ ȷɀȮɅ ȷǕ Ǣƶ ǥǼɅǼƨǟ ǦȵǼƪǟ ȔǺȥ ÛǦɆǶȎȱǟ ǦȶȚȺƫǟ ȣȀȕ ȸȵ ǦȵǼȪƫǟ ǧǠȵǼƪǟ ƙǣ ȂɆɆȶǪȱǟ

ȷǚȥ ǟǾƬ ȿ ÛǦƹǼȪȱǟ ǧǠȵǼƪǟ Ȕǹ ȸȵ ȀǮȭǕ ɂȑȀƫǟ  ȂɆɆȶǪȲȱ ƖȞȵ ɃǕ ȰȶƷ ɍ ǦɆȱǠƩǟ ȓɀȖƪǟ ƂǙ ǥǼɅǼǱ ǦȵǼǹ ȓɀȖǹ ǦȥǠȑǙ

 ƙǤǤȅ ƂǙ Ȭȱǽ ȜǱȀɅ ȿ ɁȀǹɉǟ ǦɆǶȎȱǟ ǧǠȶȚȺƫǟ ǠȾȵǼȪǩ Ɣȱǟ ǧǠȵǼƪǟ ȿ ǦɆǶȎȱǟ ǦȶȚȺƫǟ ǠȾȵǼȪǩ Ɣȱǟ ǦɆǶȎȱǟ ǧǠȵǼƪǟ ƙǣ

ǠƵ ƙɆȆɆǝǿ:  

ƫǟ ǥǼɅǼƨǟ ǦɆǶȎȱǟ ǦȵǼƪǟ ǼɆȲȪǪǣ ɁȀǹɉǟ ǦɆǶȎȱǟ ǧǠȶȚȺƫǟ ȳǠɆȩ ǦȱɀȾȅǦȥǠȒ.

 ȰȪȹ ǠȾȞȵ ȰɆǶǪȆɅ Ɣȱǟ ǦǱǿǻ ƂǙ ǦȵǼȪƫǟ ǧǠȵǼƪǟ ɁǼȵ țǠȆǩǙǧǠȥɎǪǹɍǟ   ǥǼøɅǼƨǟ ǦȵǼƪǟ Ž ȀȥɀǪǩ Ɣȱǟ ǧǠȦȍǟɀƫǟ Ž

ǦɆǶȎȱǟ ǦȶȚȺȶȲȱ ƙɆȱǠƩǟ ȸǝǠǣȂȱǟ Ƙȡ ƂǙ ǦȱɀȾȆǣ.

      ƙøȆȥǠȺƫǟ ȸøȝ ȂɆɆȶǪȱǟ ȸȵ țɀȹ ǫǟǼǵǙ ǦȱȿǠƮ ɀȽ ȧɀȆȱǟ Ž ǠȾȑȀȝ ȿ ǥǼɅǼǱ ǧǠȵǼǹ ǦȥǠȑǙ ȸȵ ȣǼƬǟ ȷǙ  Ž

ǦȵǼǺȲȱ ǦȪȥǟȀƫǟ ǦɆȥǠȑɋǟ ǧǠȵǼƪǠǣ ǦȖǤǩȀƫǟ Ǣȹǟɀƨǟ Ž ǦȍǠǹ ȿ ǦȵǼȪƫǟ ǥǼɅǼƨǟ ǧǠȵǼƪǟ.  

2- ƪǟ ȴɆȶȎǩ ǻǟǼȝǙǠőǠȦȍǟɀȵ ȿ ǠȽȀȍǠȺȝ ǬɆǵ ȸȵ ǦȵǼ

     ɂȲȝ ȰǹǼƫǟ ǟǾȽ ǼȶǪȞɅǻǠȶǪȝǟ   Ž ȷɀøȮǩ Ɣȱǟ ȬȲǩ ǦȍǠǹ ȿ ǦɆȱǠƩǟ ǧǠȵǼƪǟ ȀɅɀȖǩ ǡɀȲȅǕ ɂȲȝ ǦɆǶȎȱǟ ǦȶȚȺƫǟ

 ǦȲǵȀȵǿǟǼƲǟ Ž Ǿǹɉǟ Ȝȵ ȸǝǠǣȂȱǟ ǧǠǤȡǿ ȿ ǧǠǱǠƩ ǠȪȥȿ ǧǠȵǼƪǟ ȬȲǩ ȴɆȶȎǩ ǥǻǠȝǚǣ ǦɆǶȎȱǟ ǦȶȚȺƫǟ ȳɀȪǩ ǬɆǵ ÛǿǠǤǪȝɍǟ 

ȸǝǠǣȂȱǟ ƂǙ ǠȾƹǼȪǩ ǢɆȱǠȅǕ ȿ ǦȵǼǺȲȱ ǦɅȀȽǠȚȱǟ ǧǠȦȍǟɀƫǟ ȬȱǾȭ ȿ ÛȐɅȀƫǟ ȣȀȕ ȸȵ ǦȭǿǼƫǟ ȜȥǠȺƫǟ ɃǕ ǥǻɀƨǟ ȀȎȺȝ.  

3- ǦȶǝǠȪȱǟ ǧǠȵǼƪǟ ȜɆȅɀǩ ȿ ȤɆɆȮǩ

    ƪǟ ȂɅȂȞǩ ȷǙ   ǦøȶȚȺƫǟ ȼøǣ ȳɀȪǩ Ȱȶȝ Ƀǖȥ ÛǦȶǝǠȪȱǟ ǧǠȵǼƪǟ Ž ɃȀȽɀǱ ƘɆȢǩ ɃǕ ȷȿǼǣ ȴǪɅ ȷǕ ȸȮƹ ǦɆǶȎȱǟ ǦȵǼ

 ȻǾȾȥ ÛǻǼǱ ȸǝǠǣȁ ǡǠȖȪǪȅǟ ɂȲȝ ȰȶȞɅ ȷǕ ȼȹǖȉ ȸȵ ǦȺɆȞȵ ǦȵǼǹ ɂȲȝ ȯɀȎƩǠǣ ǦȪȲȞǪƫǟ ǧǟǒǟȀǱɋǟ ȤɆȦơ ȸȶȒǪɅ ȿ ǦɆǶȎȱǟ

ǠɅȁ ƂǙ ȣǼȾɅ ǒǟȀǱǙ Ȱǣ ȴɆȶȎǩ ǥǻǠȝǙ ȿǕ ȀɅɀȖǩ ɃǕ ȸȶȒǪǩ Ɓ ǦɆȲȶȞȱǟǦɆǶȎȱǟ ǦȶȚȺȶȲȱ ɄȆȥǠȺǪȱǟ Ȥȩɀƫǟ ȂɅȂȞǩ ȿ ȸǝǠǣȂȱǟ ǥǻ.  

)1(
  ÛɃȀȵǠȞȱǟ ǥǠƱǦɆǶȎȱǟ ǧǠȵǼƪǟ ȨɅɀȆǩ ƘǪȆǱǠȵ ǥȀȭǾȵ Û ÛȀǝǟȂƨǟ ÛǥǼȮɆȮȅ ǦȞȵǠǱ ȌȎơ ÛǥǿɀȊȺȵ Ƙȡ2009ȋ Û72¡73.
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ǠɆȹǠǭ :Ȁǭǘƫǟ ȰȵǟɀȞȱǟǦɆǶȎȱǟ ǧǠȵǼƪǟ ȀɅɀȖǩ ǦɆȲȶȝ Ž ǥ

    ȰȵǟɀȞȱǟ ȸȵ ƙȝɀȹ ƂǙ ǦɆǶȎȱǟ ǧǠȵǼƪǟ ȀɅɀȖǩ ǦɆȲȶȝ ȜȒơ :)1(

1- ǦɆǱǿǠƪǟ ȰȵǟɀȞȱǟ

    ȔǤǩȀǩ  ɂȲȝ ƘǭǖǪȱǟ ǠŒǖȉ ȸȵ Ɣȱǟ ȿ ǦȶȚȺƫǟ ǠȾɆȥ ȔȊȺǩ Ɣȱǟ ǦǞɆǤȱǠǣ ȰȵǟɀȞȱǟ ȻǾȽ  ȸǝǠøǣȂȱǟ ÛǠøȾƵǕ ȸȵ ȀɅɀȖǪȱǟ ǦɆȲȶȝ 

ǦɆȵɀȮƩǟ ǦȅǠɆȆȱǟ ÛɄǱɀȱɀȺȮǪȱǟ ǿɀȖǪȱǟ ÛǦȆȥǠȺƫǟ ǦɆǶȎȱǟ ǧǠȶȚȺƫǟ.  

2- ǦɆȲǹǟǼȱǟ ȰȵǟɀȞȱǟ

    Ȟȱǟ ǻǟǼȞǪȅǟ ɁǼȵ ȿ ÛǦɆǶȎȱǟ ǦȶȚȺȶȲȱ Ƀǿǟǻɋǟ ȴɆȚȺǪȱǟ ȰȵǟɀȞȱǟ ȻǾȽ ȸȶȒǪǩǦǵǠǪƫǟ ǦɅǻǠƫǟ ȰǝǠȅɀȱǟ ÛƘȢǪȲȱ ǠȾɆȥ ƙȲȵǠ  

ǦȶȚȺȶȲȱ ǦɆǲɆǩǟȀǪȅɍǟ ȣǟǼȽɉǟ ȿ.  

     Ž ǦɆǶȎȱǟ ǦǵǠȆȱǟ ȻǼȾȊǩ Ǡȵ ǒɀȑ ɂȲȝ ǦǶȲȵ ǥǿȿȀȑ ǨǶǤȍǕ ǦɆǶȎȱǟ ǧǠȶȚȺȶȲȱ ɄȵǼƪǟ ǰɅȂƫǟ ȀɅɀȖǩ ǦɆȲȶȝ ǽǙ

ǩ ȿ ǬɅǼƠ ɂȲȝ ȰȶȞȲȱ ǦȝǿǠȆǪȵ ǧǟɀȖǹ ȸȵ ǥƘǹɉǟ ǦȹȿɇǟǧǠȵǼƪǟ ȿ ǧǠǲǪȺƫǟ ȀɅɀȖ  

ǬǶǤƫǟ ǠǮȱǟǬȱ :ǦɆǶȎȱǟ ǧǠȆȅǘƫǟ ȯɀǵ ǧǠɆȵɀȶȝ

      ȂøȭǟȀȵ ȿǕ ǧǠȦȍɀǪȆȵ ÛǧǟǻǠɆȝ ÛǧǠɆȦȊǪȆȵ ǨȹǠȭ ǒǟɀȅ ȜȶǪŎǟ Ž ǦȵǠƬǟ ǧǔȊȺƫǟ ȸȵ ǦɆǶȎȱǟ ǧǠȆȅǘƫǟ ƎǪȞǩ

  ȳɀøȾȦȵ ƂǙ ȧȀȖǪȺȅ ǬǶǤƫǟ ǟǾȽ ȯɎǹ ȸȵ ǦɆǶȎȱǟ ǧǠȵǼƪǟ ȸȵ țɀȺǪȵ ǰɅȂȵ ƇǼȪǩ ƂɀǪǩ ǠȽǿǠǤǪȝǚǣ ǦȍǠǹ ȿǕ ǦȵǠȝ ǦɆǶȍ

ǦɆǶȎȱǟ ǧǠȆȅǘƫǟ ǧǠȆȅǘƫǟ ȻǾȽ ȤǝǠșȿȿ țǟɀȹǕ ƂǙ ǥǿǠȉɋǟ Ȝȵ ɄƸǿǠǪȱǟ ǠȽǿɀȖǩ ȿ.  

ȯȿɉǟ ǢȲȖƫǟ :ǟ ȳɀȾȦȵɄƸǿǠǪȱǟ ǠȽǿɀȖǩ ȿ ǦɆǶȎȱǟ ǦȆȅǘƫ

ɍȿǕ :ǦɆǶȎȱǟ ǦȆȅǘƫǟ ȳɀȾȦȵ

ǦɆȵǼƪǟ ǦȆȅǘƫǟ ɂȲȝ ɍȿǕ ȣȀȞǪȱǟ ȸȵ Ǽǣ ɍ ǦɆǶȎȱǟ ǦȆȅǘƫǟ ȳɀȾȦȵ ƇǼȪǩ ȰǤȩ.  

ǠŒǕ ɂȲȝ ǦɆȵǼƪǟ ǦȆȅǘƫǟ ȣȀȞǩ ǬɆǵ" : ǦȶɆȩ ǯǠǪȹɋǟ ǠȾȺɆǣ ǠȶɆȥ ǦȲȝǠȦǪƫǟ ȰǝǠȅɀȱǟ ȿ ȋǠǺȉɉǟ ȸȵ Ǧȝɀȶƭ ȸȵ ȷɀȮǪɅ ȳǠȚȹ

ȰɆȶȞȱǟ ǧǠǤȡǿ ȿ ǧǠǱǠǵ țǠǤȉɋ ǦɅǻǠȵ Ƙȡ .")2(

  ǦȵǼƪǟ ƇǼȪǩ ǧǠȆȅǘȵ ǦȲǮȵǕ ȸȵ ȿ : ƂǙ ǦȥǠøȑɋǠǣ ǧɍǠȎǩɋǟ ǧǠȆȅǘȵ ȿ ǧǠɆȦȊǪȆƫǟ ÛȴȝǠȖƫǟ ÛȧǻǠȺȦȱǟ   ǧǠøȆȅǘȵ

ǦȝɀȺǪȵ ɁȀǹǕ ǦɆȵǼǹ.

   ɄȽ ǦɆǶȎȱǟ ǦȆȅǘƫǠȥ"  ǧǟǻǠøɆȞȱǟ ÛǦɆǶȎȱǟ ȂȭǟȀƫǟ ȿ ǧǠɆȦȊǪȆƫǟ ȰǮȵ ȀȉǠǤȵ ȰȮȊǣ ǦɆǶȎȱǟ ǦɅǠȝȀȱǟ ȳǼȪǩ ǦȆȅǘȵ Ȱȭ    

ǦɆǤȖȱǟ ǦȹǠɆȎȱǟ ȿ ǥǼȹǠȆƫǟ ǧǠȵǼƪǟ ǧǟǽ ǦɆǶȎȱǟ ǧǟǿǟǻɋǟ ȿ ǧǟƎǪǺƫǟ ȰǮȵ ȀȉǠǤȵ Ƙȡ ȰȮȊǣ ȿǕ ǦɆȎȎǺǪȱǟ ȂȭǟȀƫǟ ȿ .")3(

  Ǡȶȭ  ǦȆȅǘƫǟ ȣȀȞɅ ȷǕ ȸȮƹ ȣȀȕ Ȱȭ ȷǚȥ ƃǠǪȱǠǣ ȿ ÛǠȾȞȵ ȰȵǠȞǪƫǟ ȣǟȀȕɉǟ ȷǠɆǤǩ ƂǙ ǠȞǤǩ ǦɆǶȎȱǟ ǦȆȅǘƫǟ ȳɀȾȦȵ ȸɅǠǤǪɅ

)1(
ȋ ÛȻȀȭǽ ȨǤȅ ȜǱȀȵ ÛɃȀȵǠȞȱǟ ǥǠƱ73.

)2(
 ÛǦȲɆȾȅ ǻǟǼǵǧǠȵǼƪǟ ȨɅɀȆǩ Ž ɄȎǺȊȱǟ ȜɆǤȱǟ ǦɆȱǠȞȥ ÛȀǝǟȂƨǟ ǦȞȵǠǱ ÛǦɅǿǠǲǪȱǟ ȳɀȲȞȱǟ ȴȆȩ ÛȨɅɀȆǩ ȌȎơ Û ǥǿɀȊȺȵ Ƙȡ ƘǪȆǱǠȵ ǥȀȭǾȵ Û2006ȋ Û13.

)3(
 ÛȿƘȢȍ ǥǠƱȋ ÛȻȀȭǽ ȨǤȅ ȜǱȀȵ04.
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ǠȶȾȺɆǣ ǦȶǝǠȪȱǟ ǦȩɎȞȱǟ ȬȲǪȱ ǠȞǤǩ ǦɆǶȎȱǟ :)1(

- ɂȑȀƫǟ: ȴƬ ǦɆǤȖȱǟ ǦɅǠȝȀȱǟ ȿ ǯɎȞȱǟ ƇǼȪǩ ȸȝ ǦȱȿǘȆƫǟ ǦȾƨǟ ǠŒǕ ɂȲȝ ǠȾɆȱǙ ȷȿȀȚȺɅ.  

- ǦȵɀȮƩǟ: Ǚ  ɀøƲ ǼȲǤȱǟ Ž ɄǶȎȱǟ ȜȩǟɀȱǠǣ ȏɀȾȺȲȱ ȜȶǪŎǟ ȼǱǠǪƷ Ǡȵ Ȱȭ ƇǼȪǩ ȸȝ ǦȱȿǘȆƫǟ ȿ ǦɆȵǼƪǟ ǧǠȆȅǘƫǟ ɁǼǵ

ȸȆǵɉǟ.  

- ƑȖȱǟ ǿǻǠȮȱǟ: ǥǿǠȾȵ ȿ ǥƎǹ ȸȵ ȼȹɀȮȲƹ Ǡƞ ȿ ǦɆȹǠȆȹɋǟ ȴȾȵǠȾȵ ȿ ȴƬǠȶȝǕ ȼɆȥ ȷɀȅǿǠƹ ɃǾȱǟ Ȝȩǟɀȱǟ ɀȽ.  

 ǠŒǕ ɂȲȝ ǦɆǶȎȱǟ ǦȆȅǘƫǟ ȣȀȞǩ Ȭȱǽ ƂǙ ǦȥǠȑǙ" ǧǠȶȚȺȵ  ǦøȦȲǪǺƫǟ ǦǞɆǤȱǟ ǧǟƘȢǪȵ Ȝȵ ȀȶǪȆȵ ȰȝǠȦǩ ǦȱǠǵ Ž ȿ ǦǵɀǪȦȵ

ǼȲǣ Ƀɉ ɃǿǠȒƩǟ ǿɀȖǪȱǟ ɁɀǪȆȵ ȃǠɆȪȱ ǦɆȅǠȅɉǟ ǧǟȀȉǘƫǟ ȁȀǣǕ ȸȵ ƎǪȞǩ ȿ ǦɆǱǿǠƪǟ ȿǕ ǦɆȲǹǟǼȱǟ ǒǟɀȅ.")2(

 ǦɆƫǠȞȱǟ ǦǶȎȱǟ ǦȶȚȺȵ ǠȵǕOMS  ǠŒǖǣ ɄȦɆșɀȱǟ ǿɀȚȺƫǟ ȸȵ ǠȾǪȥȀȝ ǼȪȥ"  ȴɆøȚȺǪȱǟ ȸȵ ȰȵǠȮǪƫǟ ǒȂƨǟ Ȭȱǽ  ɄȝǠøȶǪǱɋǟ       

 ƂǙ ǦɆǱǿǠƪǟ ȼǩǠȵǼƝ ȰȎɅ ȿ ÛƙȺȕǟɀȶȲȱ ɄǝǠȩɀȱǟ ȿ ɄǱɎȞȱǟ ǠȾɆȪȊǣ ǦȲȵǠȮȱǟ ǦɆǶȎȱǟ ǦɅǠȝȀȱǟ Ƙȥɀǩ ɂȲȝ ȰȶȞɅ ɃǾȱǟ ɄǶȎȱǟ ȿ

ǦɆǶȎȱǟ ǦȵǼƪǟ Ž ƙȲȵǠȞȱǟ ǢɅǿǼǪȱ ȂȭȀȵ ǠȒɅǕ ɀȽ ȿ ÛǦɆȱƕƫǟ ǠȾǪǞɆǣ Ž ǥȀȅɉǟ .")3(

ɄȽ ǦɆǶȎȱǟ ǦȆȅǘƫǟ ȷǕ ȌȲǺǪȆȹ ȷǕ ȸȮƹ ȨǤȅ Ǡư "   Ȝøȵ ǦøȲȝǠȦǪȵ ȷɀȮǩ ȿ ȀȉǠǤȵ ȰȮȊǣ ǦɆǶȍ ǦɅǠȝǿ ȳǼȪǩ ǦȆȅǘȵ

 ǦɆȱƕƫǟ ǠȾǪǞɆǣ Ž ǥȀȅɉǟ ƂǙ ɍɀȍȿ ǦȦȲǪǺƫǟ ǦǞɆǤȱǟ ǧǟƘȢǪȵǠȽǿǠǤǪȝǠǣ     ǿɀøȖǪȱǟ ɁɀǪøȆȵ ȃǠøɆȪȱ ǦɆȅǠȅɉǟ ǧǟȀȉǘƫǟ ȁȀǣǕ ȸȵ

ǼȲǣ Ƀɉ ɃǿǠȒƩǟ."

ǠɆȹǠǭ :ǦɆǶȎȱǟ ǧǠȆȅǘȶȲȱ ɄƸǿǠǪȱǟ ǿɀȖǪȱǟ

      Ȁøȵ ɂȲȝ ǠȾɆȲȝ ǧǕȀȕ Ɣȱǟ ǦɆƸǿǠǪȱǟ ǧǟǿɀȖǪȲȱ ǦǲɆǪȹ ɍǙ ȳǼȪǪȱǟ ȸȵ ɁɀǪȆƫǟ ǟǾȽ ƂǙ ȰȎǩ Ɓ ǦɆǶȎȱǟ ǧǠȆȅǘƫǟ ȷǙ

  ȰøǵǟȀȵ ǦǭɎǭ ƙǣ ȂɆɆȶǪȱǟ ȸȮƹ ƃǠǪȱǠǣ ȿ țǠȖȪȱǟ ǟǾȽ ǠȾȞȖȩ Ɣȱǟ ȰǵǟȀƫǟ ǥȂǱɀȵ ǦȦȎǣ ɀȱ ȿ ȏȀȞǪȆȹ ȷǕ ǠȺɆȲȝ ǟǾȱ ÛǿɀȎȞȱǟ

ɄȽ ȿ ǦɆǶȎȱǟ ǦȆȅǘƫǟ ǿɀȖǪȱ ǦɆȅǠȅǕ :)4(

ǦƹǼȪȱǟ ǧǟǿǠȒƩǟ Ž ǦɆǶȎȱǟ ǦȆȅǘƫǟ.

ɄȵɎȅɋǟ ȀȎȞȱǟ Ž ǦɆǶȎȱǟ ǦȆȅǘƫǟ.

ǬɅǼƩǟ ȀȎȞȱǟ Ž ǦɆǶȎȱǟ ǦȆȅǘƫǟ.

)1(
 ÛɃȀȮǤȱǟ ȀȅǠɅ ȀȵǠǭǧǠɆȦȊǪȆƫǟ ǥǿǟǻǙ ÛȷǠȶȝ ÛȜɅȁɀǪȱǟ ȿ ȀȊȺȲȱ ɃǿȿȁǠǤȱǟ ǿǟǻ Û ǦɆǣȀȞȱǟ ǦȞǤȖȱǟ Û2012ȋ Û21.

)2(
 ÛȇȿǿǠǵ ȸɅǼȱǟ ǿɀȹǦɆǶȎȱǟ ǥǿǟǻɋǟȓ Û1 ÛȜɅȁɀǪȱǟ ȿ ȀȊȺȲȱ ǦȥǠȪǮȱǟ ǿǟǻ Û2012ȋ Û09.

)3(
ȋ ÛȻȀȭǽ ȨǤȅ ȜǱȀȵ ÛȿƘȢȍ ǥǠƱ04.

)4(
 ǥǠƱȋ ÛȻȀȭǽ ȨǤȅ ȜǱȀȵ ÛȿƘȢȍ05.
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1- ƫǟǦƹǼȪȱǟ ǧǟǿǠȒƩǟ Ž ǦɆǶȎȱǟ ǦȆȅǘ

     ǡǿǠȪɅ Ǡȵ ƂǙ ȜǱȀɅ ǦɆǶȎȱǟ ǧǠȆȅǘƫǟ ǸɅǿǠǩ ȷǙ1200   ɀøǣǕ ƎǪȞɅ ȿ ÛǦɆȪɅȀȡɋǟ ǼǣǠȞƫǟ Ž Ȭȱǽ ȿ ǻɎɆƫǟ ȰǤȩ ǦȺȅ

 ȓǟȀȩ)Hippocrate ( ǦɆǶȎȱǟ ǦȵǼǺȲȱ ǦɆȩɎǹɉǟ ƙȹǟɀȪȱǟ ȿ ǼȝǟɀȪȱǟ Ȝȑȿ ȸȵ ȯȿǕ)ɂȑȀƫǟ ǦƨǠȞȵ .()1(

 ȀȎȵ ǦȺȝǟȀȥ ȳǼǺǪȅǙ Ǡƫ) ƃǟɀǵ600 ǻɎɆƫǟ ȰǤȩ ǦȺȅ ( ǨɆƧ ȿ ÛɂȑȀƫǟ ǯɎȝ ȿ ǒǟɀɅɋ ȴȽǼǣǠȞȵ" ǒǠȦøȊȱǟ ǼǣǠȞƞ "  ǖøȊȹǕ ȿ

 ȴȅǙ ǠȾɆȲȝ ȨȲȕǕ ǦɆȆɆǝȀȱǟ ǥǼƫǟ Ž ǧǠɆȦȊǪȆȵ ȷɀɆȅǿǠȦȱǟ"ȅǿǠȶɆǣǧǠȹǠǪ" ǦɅǼȺƬǟ ǥǿǠȒƩǟ ǠȵǕ Û)  ǥȀøǪȦȱǟ ȯɎǹ232–273

ǻɎɆƫǟ ȰǤȩ ( ȴȅǚǣ ǨȥȀȝ ǧǠɆȦȊǪȆȵ ǒǠȺǣ ǧǼȾȉ ǼȪȥ" ǠǪȆɆȮȅckista " Ǽȩ ȿ ÛǦȥǠȚȺȱǟ ȸȵ ǦɆȱǠȝ ǦǱǿǻ ɂȲȝ ǨȹǠȭ ǠŒǕ ȰɆȩ

 ȷǠȵȿȀȱǟ ȌȎǹ) ǥȀǪȦȱǟ ȯɎǹ350–500 ǦɅǻɎɆȵ (ȭ ÛɂȑȀƫǟ ǯɎȝ ȿ ǒǟɀɅɋ ǦɆǶɆȆƫǟ ȄǝǠȺȮȱǠǣ ǦȪǶȲȵ ȸȭǠȵǕ ǠȶǟɀǞȊȹǕ 

ǻɀȺƨǟ ǯɎȞȱ ǥƘȢȍ ǧǠɆȦȊǪȆȵ ǠȒɅǕ .)2(

2-ɄȵɎȅɋǟ ȀȎȞȱǟ Ž ǦɆǶȎȱǟ ǦȆȅǘƫǟ:

      ɂȦȊǪȆȵ Ɩǣ ȸȵ ȯȿǕ)ǧǠȹǠǪȅǿǠȶɆǣ(  ȷǟȿȀȵ ȸǣ ȬȲƫǟ ǼǤȝ ȸǣ ǼɆȱɀȱǟ ɀȽ ȳɎȅɋǟ Ž ɎȵǠȭ) ǦȺȅ Žɀǩ88 øȽ- 706ȳ(     

ƙȵȿǾŎǠǣ ȋǠǹ ɀȽ ȿ.

             ǥǟɀøȹ ɄøȽ ȧǼøȺƪǟ ǥȿȂøȡ Ž ǠȾǤøȎȹ Ź ȿ ȴȲȅ ȿ ȼɆȲȝ ǃǟ ɂȲȍ ȯɀȅȀȱǟ Ǡŏ ȀȵǕ Ɣȱǟ ǦȶɆƪǟ ȷɀǹǿǘƫǟ ƎǪȞɅ ǠȶȺɆǣ

  ǨȞøȅɀǩ ǦɆȵɎȅɋǟ ǻɎǤȱǟ ǦȞȩǿ ȜȅɀǪǣ ȿ ÛǠȾɆȥ ƙȶȲȆƫǟ ɂǵȀǱ ɃȿǟǼǩ ǦɆȶȲȅɉǟ ǥǼɆȥǿ ǨȹǠȭ ǼȪȥ ȳɎȅɋǟ Ž ǧǠȹǠǪȅǿǠȶɆǤȱǟ

ȰǮȵ ɁƎȮȱǟ ǥǼƫǟ Ž ǦɆǝǠȦȊǪȅɋǟ ǧǔȊȺƫǟ :Ȇȵ Ƀǿɀȹ ɂȦȊǪȆȵ ȿ ǻǟǼȢǣ Ž ǦȮȵǟƎȱǟ ȷǠǪȅȀȶɆǣ ȿ ɄȅǠǤȞȱǟ ǼɆȉȀȱǟ ȷȿǿǠȽ ɂȦȊǪ

 ǥȀȽǠȪȱǠǣ ǥǿɀȎȺƫǟ ɂȦȊǪȆȵ ȿ ȨȊȵǼǣ) ȳǠȝ1284ȳ .()3(

 ȸȵ ȴŏ ȰȦȮǪƫǟ Ƙȡ ȿ ƙǱǠǪǂǟ ȯǠǤȪǪȅǙ ǠƴǙ ȿ ȴȾǪɅǠȝǿ ȿ ɂȑȀƫǟ ǯɎȝ ɂȲȝ ȀȎǪȪɅ Ɓ ɂȦȊǪȆƫǟ ǿɀȾș ȷǕ ȌȲǺǪȆȹ ȨǤȅ Ǡư

ȵ ɍ ȸȵ ɃǕ ǧɎǝǠȞȱǟ ȣȀȕǥȂǲȞȱǟ ȿ ȸɅȁɀȞƫǟ ȿ ǻɀȺƨǟ ȬȱǾȭ ȿ ȴƬ Ɂȿǖ.  

3- ǬɅǼƩǟ ȀȎȞȱǟ Ž ǦɆǶȎȱǟ ǦȆȅǘƫǟ:

       Ž ǦøȪȲȖƫǟ ǦøɅȀƩǟ ȼȱ ǨǶǤȍǕ ǽǙ ÛǦɆȹǠǮȱǟ ǦɆƫǠȞȱǟ ǡȀƩǟ ǦɅǠŒ ǼȞǣ ǕǼǣ ȀȍǠȞƫǟ ɂȦȊǪȆƫǟ ȷǖǣ ƙǹǿǘƫǟ ȐȞǣ ȯɀȪɅ

ȼȆȦȺǣ ǦȲǤȪǪȆȵ ǠȽǿǠɆǪǹǙ .)4( ǽǙ  ȰȪȺǪȱǟ ȿ ȰȶȞȱǟ Ž ǫǻǟɀǵ ȸȵ ȯǠȶȞȱǟ ȼȱ ȏȀȞǪɅ Ǡȵ ǦȵǼƪ ǥȀǮȮǣ ǦɆǶȎȱǟ ǧǠȆȅǘƫǟ ǧȀȾș  

ȳǠȝ ȰȮȊǣ ǦɆȝǠȺȎȱǟ ǦǞɆǤȱǟ ȏǟȀȵǕ ȿ ɀƨǟ ǫɀȲǩ ȏǟȀȵɉ ǦȵǼǹ ȿ .)5(

)1(
 ȋ ÛȻȀȭǽ ȨǤȅ ȜǱȀȵ ÛȇȿǿǠǵ ȸɅǼȱǟǿɀȹ50.

)2(
ȨǣǠȆȱǟ ȜǱȀƫǟ ȄȦȹ ÛȿƘȢȍ ǥǠƱ.

* اɄȆȦȺǪȱǟ ȰɆǤȆȲȱ ɄȕǠǺƫǟ ǒǠȊȢȱǟ ȿ ǦȖɆǂǟ ǡǠȎȝɉǟ ȿ ÛǼȲƨǟ ǠȅǠȅǕ ȏȀƫǟ ǟǾȽ ǢɆȎɅ ȿ ǦɆȵǟǾƨǟ ǥȀȖȦǪƫǟ ȼǤǤȆǩ ȸȵȂȵ ȿ ɃǼȞȵ ȏȀȵ ȳǟǾƨ ȿ ƗɆȞȱǟ ȬȱǾȭ ÛɃɀȲȞȱǟ  ɀȽ

ȼǱɎȝ ȸȮƹ ȏȀȵ.

)3(
 ȋ ÛȻȀȭǽ ȨǤȅ ȜǱȀȵ ÛȇȿǿǠǵ ȸɅǼȱǟ ǿɀȹ50–51.

)4(
 ȋ ÛȨǣǠȆȱǟ ȜǱȀƫǟ ȄȦȹ60.

)5(
 ȋ ÛȻȀȭǽ ȨǤȅ ȜǱȀȵ ÛȿƘȢȍ ǥǠƱ06.
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ɄȲɅǠȵ ǬɅǼƩǟ ȀȎȞȱǟ Ž ǦɆǶȎȱǟ ǧǠȆȅǘƫǟ ȂɆƹ Ǡȵ ȴȽǕ ȿ :)1(

 ǦɆǶȎȱǟ ǧǠȵǼƪǟ ƇǼȪǩ ȿ ǦɆǱǿǠƪǟ ǧǟǻǠǤȞȱǟ ɂȲȝ ȂɆȭȀǪȱǟɂȑȀƫǟ ȯȁǠȺȵ Ž.

Ȝȅǟȿ ȰȮȊǣ ǦǮɅǼƩǟ ǦɆǤȖȱǟ ǧǠɆȺȪǪȱǟ ȳǟǼǺǪȅǙ ɂȲȝ ȂɆȭȀǪȱǟ.

ǦɆǤȖȱǟ ǧɍǠŎǟ Ž ǠȾȪɆȪƠ ɁǼȵ ȿ ǥǻɀƨǟ ƘɅǠȞȵ ɂȲȝ ȂɆȭȀǪȱǟ.

ȲȖƫǟƆǠǮȱǟ Ǣ :ǦɆǶȎȱǟ ǧǠȆȅǘƫǟ țǟɀȹǕ

           ǦɆǶȎȱǟ ǧǠȆȅǘƫǟ ȸȵ ƙȝɀȹ ƙǣ ȂɆɆȶǪȱǟ ȸȮƹ :)2(

ȯǠǮƫǟ ȰɆǤȅ ɂȲȝ ÛǦɆǶȎȱǟ ǦȵǼǺȲȱ ǦǲǪȺƫǟ ǧǠȆȅǘƫǟ :ǯɎȞȱǟ ȂȭǟȀȵ ȿ ǧǟǻǠɆȞȱǟ ÛǧǠɆȦȊǪȆƫǟ.

 ǦɆǶȎȱǟ ǰȵǟƎȱǟ ǦȞǣǠǪȵ Ž ǦȎǪǺƫǟ ǦɅǿǟǻɋǟ ǧǠǞɆƬǟ Ȱȭ ȿ ǦǶȎȱǟ ǥǿǟȁȿ Ž ȰǮȶǪǩ ÛǦɆǶȎȱǟ ǦȵǼǺȲȱ ǦǲǪȺƫǟ Ƙȡ ǧǠȆȅǘƫǟ

ǦɆǶȎȱǟ ǦȵǼǺȲȱ ǦǲǪȺƫǟ ǧǠȆȅǘƫǟ Ȝȵ ǧǠȩɎȞȱǟ  ƘɆȆǩ ȿ.

ǩ ǠȶȭƃǠǪȱǟ ȯȿǼƨǟ Ž ǦǶȑɀƫǟ ǥǼɅǼȝ ƘɅǠȞƫ ǠȪȥȿ ǦɆǶȎȱǟ ǧǠȵǼǺȲȱ ǦǲǪȺƫǟ ǦȆȅǘƫǟ ǧǠȦɆȺȎǩ ǧǻǼȞ:  

ȴȩǿ ȯȿǼƨǟ)4 :(ǦɆǶȎȱǟ ǧǠȆȅǘƫǟ ȤɆȺȎǩ  

ǿǠɆȞƫǟȤɆȺȎǪȱǟǧǠǶɆȑɀǪȱǟ

ǥǿǟǻɋǟ ȿ ǦɆȮȲƫǟ  

1- ǦɆȵɀȮǵ ǧǠȆȅǘȵ  

ɄȽ  ȯǠƫǟ ɂȲȝ ǠȾȲɅɀƢ Ž ǼȶǪȞǩ Ɣȱǟ

 ǦɆȵɀȮǵ ǧǠȾǱ ȜǤǪǩ Ǽȩ ȿ ǦȱȿǼȲȱ ȳǠȞȱǟ

 ǦɆȲǹǟǼȱǟ ȿ ǦǶȎȱǟ ǥǿǟȁɀȱ ǥǻǼȞǪȵ     

ǦɆƧȀȱǟ ǧǠȾǱ ȸȵ ǠȽƘȡ ȿ țǠȥǼȱǟ ȿ  

2- ǦȍǠǹ ǧǠȆȅǘȵ  

 ȋǠƪǟ țǠȖȪȱǟ ǠȾǪɆȮȲȵ Ž ȜǤǪǩ Ɣȱǟ ɄȽ

 ȰǤȩ ȸȵ ǠȾȲɅɀƠ ȿ ǠőǿǟǻǙ ȴǪɅ ǬɆǵ

 ȸȵ ǦȭɀȲư ȷɀȮǩ Ǽȩ ȋǠƪǟ țǠȖȪȱǟ

 ȿǕ ȻǠƟǙ ȿǕ ǦȆȅǘƫǟ ȿǕ ǻȀȦȱǟ ȣȀȕ

ǦɅƘǹ ǧǠɆȞƤ.  

ɄȮɆȺɆȲȭɋǟ  
1- ǦȵǠȝ ǧǠȆȅǘȵ  

 ǦȞǣǿɉǟ ǧǠȎȎơ ɂȲȝ ɃɀǪƠ Ɣȱǟ

ƗȕǠǤȱǟ ǢȖȱǟ ǧǠȵǼǹ ɄȽ ȿ ǦɆȆɆǝȀȱǟ  

ȿ  ǧǠȵǼǹ ȿ ȯǠȦȕɉǟ ȿ ǦǵǟȀƨǟ

 ƂǙ ǦȥǠȑɋǠǣ ǥǻɍɀȱǟ ȿ ǒǠȆȺȱǟ ȏǟȀȵǕ

ǛǿǟɀȖȱǟ ǧǠȵǼǹ  

)1(
  Û ȿƘȢȍ ǥǠƱȋ Û ȻȀȭǽ ȨǤȅ ȜǱȀȵ7.

)2(
.ȋ Û07نفس المرجع السابق 
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2- ǦȎȎǺǪȵ ǧǠȆȅǘȵ  
     ȔøȪȥ ǥǼøǵǟȿ ǦøȵǼǹ ȳǼøȪǩ Ɣȱǟ

ǢȲȪȱǟ ȿǕ ȳǠȚȞȱǟ ȿǕ ȷɀɆȞȱǟ ɂȦȊǪȆȶȭ.

ɂȑȀƫǟ ǦȵǠȩǙ ǥǼȵ  

1-ǥƘȎȪȱǟ ǦȵǠȩɋǟ ǧǠȆȅǘȵ ȸȝ ǦȵǠȩɋǟ ȯǼȞȵ ǠȾɆȥ ȰȪɅ Ɣȱǟ30ȳɀɅ

2- ǧǠȆȅǘȵ ǦȲɅɀȖȱǟ ǦȵǠȩɋǟ  
  ȸøȝ ǦȵǠȩɋǟ ȯǼȞȵ ǠȾɆȥ ǼɅȂɅ Ɣȱǟ30

ȳɀɅ  

ǦɅȀɅȀȆȱǟ ǦȞȆȱǟ ȿ Ȝȩɀƫǟ  

1-ǦɆȦɅȀȱǟ ǧǠȆȅǘȵ  

 ƙǣ Ǡȵ ǥȀȅɉǟ ǳȿǟȀǪǩ ȴǲƩǟ ǥƘȢȍ ɄȽ

50–100    ǥǻǠøȝ ȳǼøȪɅ ȿ ȀɅȀȅ

ǦɆȱȿɉǟ ǦɅǠȝȀȱǟ ǧǠȵǼǹ.  

2- ǦȪȖȺƫǟ ǧǠȆȅǘȵ  

ȸȵ ǥȀȅɉǟ ǠȾɆȥ ǳȿǟȀǪǩ ȴǲƩǟ ǦȖȅɀǪȵ

100  ƂǙ300  Ǡȵ ǥǻǠȝ ȳǼȪɅ ȿ ȀɅȀȅ

ǦɅɀȹǠǮȱǟ ǦɅǠȝȀȱǟ ǧǠȵǼƝ ȣȀȞɅ .  

3-  ǦɆȶɆȲȩɋǟ ǧǠȆȅǘȵ  

 ȸȵ ǠőȀȅǕ ǳǟȿȀǪǩ ȴǲƩǟ ǥƘǤȭ200

–1000   ǰɅȂøȵ ǥǻǠȝ ȳǼȪɅ ȿ ȀɅȀȅ

 ȿ ǦøøɅɀȹǠǮȱǟ ǦøøɅǠȝȀȱǟ ǧǠȵǼøøǹ ȸøøȵ

 ǦȎȎǺǪƫǟ  

ȴɆȲȞǪȱǟ  

1- ǦɆȶɆȲȞǩ ǧǠȆȅǘȵ  
 ǧǠɆȲȮȱ ǦȞǣǠǪȱǟ ǦɆȞȵǠƨǟ ǧǠɆȦȊǪȆȵ ɄȽ

ǢȖȱǟ  

2- ǦɆȶɆȲȞǩ Ƙȡ ǧǠȆȅǘȵ  
  ǦøǤȲȕ ǢɅǿǼǩ ȿ ȴɆȲȞǪȱ ǰȵǟȀǣ ȀɅǼǩ ɍ

ǢȖȱǟ.  

ǿǼȎƫǟ :ȋ ÛȨǣǠȅ ȜǱȀȵ Û ǧǟƘȎȹ ȨɆȥɀǩ ǼɅȀȥ122-124ȣȀȎǪǣ Û.

ǬȱǠǮȱǟ ǢȲȖƫǟ :ǦɆǶȎȱǟ ǧǠȆȅǘƫǟ ȤǝǠșȿ:

           ǦɆǶȎȱǟ ǦȆȅǘȶȲȱ ǦɆȅǠȅɉǟȿ Ƃȿɉǟ ǦȦɆșɀȱǟ ɄȽ ǫǻǟɀƩǟ ŸǠȎȵȿ ɂȑȀƫǟ ǦɅǠȝǿ ǦȦɆșȿ ȷǕ ȸȵ ȴȡȀȱǠǣ, ȫǠȺȽ ȸȮȱ

 Ǡŏ ȳǠɆȪȱǟ ǦɆǶȎȱǟ ǦȆȅǘƫǠǣ ȏȀǪȦɅ ǦɆƵɉǟ ȸȵ ǥƘǤȭ ǦǱǿǻ ɂȲȝȿ ǥǼɅǼȝ ɁȀǹǕ ȤǝǠșȿ , ǦɅǠȝǿ ǦɆȲȶȝ ƙȆƠ ǠŒǖȉ ȸȵ Ɣȱǟȿ

 ɂȑȀƫǟ.  

ǘȶȲȱ ǦɆȅǠȅǕ ȤǝǠșȿ ǦȆƦ ȷǠȵǼɅȀȥ ǻǼǵǠȶɆȥ ȌǺȲǪǩ ǦǮɅǼƩǟ ǦɆǶȎȱǟ ǦȆȅ ɄȲɅ:  

ȌɆǺȊǪȱǟ ǧǠȵǼǹ ƇǼȪǩ ÜƙɆȲǹǟǼȱǟ ɂȑȀȶȲȱ ǯɎȞȱǟȿ  

ǟ ǧǠȵǼǹ ƇǼȪǩÜƙɆǱǿǠƪǟ ɂȑȀȶȲȱ ǯɎȞȱǟȿ ȌɆǺȊǪȱ  

ȱǟȿ ǡǿǼǪȱǟ ǦȖȊȹǖǣ ȳǠɆȪȱǟƙȲȵǠȞȱǟ ƙɆǶȎȱǟ ƙɆȺȾƫǟ ȴɆȲȞǪ ÜɄǶȎȱǟ țǠȖȪȱǟ Ž  

 ȳɀȪɅ Ǡȵ ȯɎǹ ȸȵ ǦɆǶȎȱǟȿ ǦɆǤȖȱǟ ǦȥȀȞƫǟ Ȝȥǿȼǣ ÜȯǠŎǟ ǟǾȽ Ž ǦɆǮƜ ǦȖȊȹǕ ȸȵ  

ȜȶǪŎǟ ǻǟȀȥǕ ǦɅǠȩȿȿ ɂȦȊǪȆƫǟ Ž ɂȑȀƫǟ ǦɅǠȩȿ Ȭȱǽ ȰȶȊɅȿ ȏǟȀȵɉǟ ȸȵ ǦɅǠȩɀȱǟ.  

   ǦɆȅǠȅǕ ȤǝǠșȿ ǦȆȶƝ ǦɆǶȎȱǟ ǦȆȅǘƫǟ ȳǠɆȩ ǥǿȿȀȒǣ ǦɆƫǠȞȱǟ ǦǶȎȱǟ ǦȶȚȺȵ ǒǟƎǹ ǦȺƨ Ʉȍɀǩ Ǡȶȭ:  

ÜǦɆǱɎȞȱǟ ǦȦɆșɀȱǟ  
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ÜǦɆǝǠȩɀȱǟ ǦȦɆșɀȱǟ  

ȴɆȲȞǪȱǟȿ ǢɅǿǼǪȱǟÜ  

ƜɍǟÜǦɆȝǠȶǪǱɍǟȿ ǦɆǤȖȱǟ ǬȲ  

 ǥǼǪȶƫǟ ǧǠȵǼƪǟƂǙ ȯƕƫǟ.  

1-ǦɆǱɎȞȱǟ ǦȦɆșɀȱǟ:

ǦɆǶȎȱǟ ǦȆȅǘȶȲȱ ǦɆƧȀȱǟ ǦȦɆșɀȱǟ ƎǪȞǩ,   ɂøȑȀȶȲȱ ǧǠȵǼøƪǟ ȻǾȽ ȸȵ ȸȮư ɁɀǪȆȵ ɂȲȝǕ ƇǼȪǩ ɂȲȝ ȂȭȀǩ ǬɆǵ

ȀȶǪȆȵ ȰȮȊǣ ǧǠȵǼƪǟ ȻǾȽ ǥǻɀǱ ƙȆƠȿ ǦǝǿǠȖȱǟ ǧɍǠƩǟȿ ǦɆǱǿǠƪǟ ǧǟǻǠɆȞȱǟ ɂȑȀȵȿ ƙɆȲǹǟǼȱǟ.  

2-ǦɆǝǠȩɀȱǟ ǦȦɆșɀȱǟ:

      ɂøȲȝ ǥǠȪȲƫǟ ǦɆȝǠȶǪǱɍǟ ǦɆȱȿǘȆƫǠǣ ǒǠȥɀȲȱ ǠőǠɆȩɎǹǕ ȸȵ ǒȂǱ ɄǝǠȩɀȱǟ ǦɆǶȎȱǟ ǦȆȅǘƫǟ ǿȿǻ ȷǕ ƙǮǵǠǤȱǟ ȐȞǣ ƎǪȞɅ

ɄȲǂǟ ȜȶǪŎǟ ǧǠȆȅǘȵ ȸȵ ǦȖɆȊȹ ǦɆȝǠȶǪǱǟ ǦȆȅǘȶȭ ǠȾȪǩǠȝ , ǦɆǶȎȱǟ ǦȆȅǘƫǟ ȳǠɆȩ ǡɀǱȿ ɀƲ ȳǠȝ ɄƫǠȝ ȻǠƟǟ ȫǠȺȽ Ǡȹ Ǡȶȭ

Ž ǴɆǶȎȱǟ ǠȽǿȿǼǣǥƘǤȭ ǦɅȀȊǣȿ ǦɆȺȥ ǧǠȩǠȕȿ ǧǠȹǠȮȵǙ ȸȵ ǠȾɅǼȱ ȀȥɀǪɅ Ǡƫ ȜȶǪŎǟ ǦȹǠɆȍȿ ȘȦǵ ȯǠƭ .  

    ǧǠɅɀǪȆȵ ǦǭɎǭ ɂȲȝ ǦɆǝǠȩɀȱǟ ǧǠȵǼƪǟ ȤɆȺȎǩ ȸȮƹȿɄȽ:  

-  ǦɅǠȩɀȱǟ ǧǠȵǼǹǦɆȱȿɉǟÜ  

-ǧǠȵǼǹ ÜǦɅɀȹǠǮȱǟ ǦɅǠȩɀȱǟ  

- ǦɅǠȩɀȱǟ ǧǠȵǼǹǦǮȱǠǮȱǟ ǦǱǿǼȱǟ ǧǟǽ.  

 ǠȪǣǠȅ ǠƬ ȧȀȖǪȱǟ Ź Ɣȱǟ.  

3-ȴɆȲȞǪȱǟȿ ǢɅǿǼǪȱǟ ǦȦɆșȿ:

     ȤøȲǪƯ Ž ƙȎȎǺǪƫǟȿ ƙȲȵǠȞȱǟ ǦȥǠȭ ǧǟƎǹȿ ǧǟǿǠȾȵ ǿɀȖǩ ǥǿȿȀȑ ǦɆǤȖȱǟ ȳɀȲȞȱǟȿ ǧǠɆȺȪǪȱǟ Ž ǿɀȖǪȱǟ ȏȀȦɅ

    ǒǠøǤȕɍǟ Ž ǦøȲǮȶǪƫǟ ȼøɆȥ ǦȶȞȱǟ ǦɅȀȊǤȱǟ ȀȍǠȺȞȱǟ ǥǒǠȦȭ ȜȥȀȱ ǟǾȽȿ ȀȶǪȆƫǟ ǢɅǿǼǪȱǟȿ ȴɆȲȞǪȱǟ ȯɎǹ ȸȵ ǦɆǤȖȱǟ ȸȾƫǟ ǧɍǠƭ

ȺȦȱǟȿ ǧǠȑȀȶƫǟȿǦɆǶȎȱǟ ǧǠȆȅǘƫǟ ǥǟǿǟǻǟ Ž ǦȍǠǹ ǠɆȲȞȱǟ ǧǠȅǟǿǼȱǟ ǦǤȲȕ ȴɆȲȞǪȱǟȿ ǢɅǿǼǪȱǟ ȰȶȊɅ Ǡȶȭ ƙɆǝǠȎǹɍǟȿ ƙɆ.  

4- ǦȦɆșȿǫǠƜɉǟ ǦɆȝǠȶǪǱɍǟȿ ǦɆǤȖȱǟ:

 ǧǟȂɆȾƟ ȸȵ ȼɅɀǪƠ Ǡȵȿ ǧǟƎǪǺƫǟȿ ȰȵǠȞƫǟ ȯɎǹ ȸȵ ǦɆǶȎȱǟ ǧǠȆȅǘƫǟ ȴȾȺȵ , ǦɆǤȕ ǧɎǲȅȿ, ǦɆȑȀȵ ǧɍǠǵȿ

 ǦȝɀȺǪȵ,ǦȎȎǺǪȵ ǦɅȀȊǣ ȀȍǠȺȝȿ  ǦǤȅǠȺȵ ǦǞɆǣ Ƙȥɀǩ Ž ǠɆȺȾȵǒǟȀǱɋ   Ž ǦƵǠøȆȶȲȱ ǦɆȝǠȶǪǱɍǟȿ ǦɆǤȖȱǟ ǧǠȅǟǿǼȱǟȿ ǫɀǶǤȱǟ

 ǦɆǤȖȱǟ ȳɀȲȞȱǟ ƇǼȪǩ ,ǦɆǱɎȞȱǟ ǢɆȱǠȅɉǟȿ ȰǝǠȅɀȱǟ ȀɅɀȖǩȿ.  

5-ȯƕƫǟ Ƃǟ ǥǼǪȶƫǟ ǧǠȵǼƪǟ ǦȦɆșȿ:

        ȸøȵ ȼȱ Ǽǣɍ Ȱǣ ǠȽǿǟɀȅǕ Ȱǹǟǻ ǠȾǤȲȖɅ ȸƫ ǦɆǶȎȱǟ ǧǠȵǼƪǟ ƇǼȪǩ ɂȲȝ ǠȽǿȿǻ ǿǠȎǪȩǟ ǦɆǶȎȱǟ ǦȆȅǘȶȲȱ ɄȢǤȺɅ ɍ

ȯɎǹ ȸȵ ǦȖȊȹǕ ȜɆȅɀǩ:  

-ǦȝǟǽǙ Ȏȱǟ ǦɆȝɀǪȲȱ ǰȵǟȀǣÜȷɀɅȂȦȲǪȱǟȿ ɀɅǻǟȀȱǟ ȨɅȀȕ ȸȝ ǦɆǶ  

-ǿǟǼȍǙ  ǧǟȀȊȹǦɅǻǠȉǿǙ  ȸȵ ǦɅǠȩɀȱǟ ȨɆȪƠ ȰǤȆȱ ȜȶǪŎǟ ǻǟȀȥǕ ȴȾȥ ɂȲȝ ǼȝǠȆǩȏǟȀȵɉǟ ÜǦȦȲǪǺƫǟ  

- ȴȾǪɆȝɀǪȱ ȴȾɅȿǽȿ ɂȑȀȶȲȱ ǧǟȿǼȹ ȴɆȚȺǩǡǠǤȅɉǠǣ  ǦɅǻǘƫǟƂǙ ǦǶȎȱǟ ɂȲȝ ǦȚȥǠǂǟ ȧȀȕȿ ȏȀƫǟ ǟǾȽ.  
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ȯȿɉǟ ȰȎȦȱǟ ǦȍɎǹ:

ɄȲɅ ǠȶɆȥ ǠȾƵǕ ȀȭǾȹ ÛȓǠȪȺȱǟ ȸȵ Ǧȝɀȶƭ ȰȎȦȱǟ ǟǾƬ ǠȺǪȅǟǿǻ ȸȵ ȌȲǺǪȆȹ:  

ȤɅǿǠȞǩ ǧǻǼȞǩ  Ɣȱǟ ȌǝǠȎƪǟ ȿ ǠőǠȦɆȺȎǩ ǻǼȞǩ ƂǙ ɁǻǕ ɃǾȱǟ ǒɄȊȱǟ ÛǠȾɆȱǙ ȼǩȀȚȹ ǢȆǵ Ȱȭ ǦȵǼƪǟ

 ɍ ȿ ǦȅɀȶȲȵ Ƙȡ ȃǠȅɉǟ Ž ȷɀȮǩ ȿ ȯǻǠǤǪȲȱ ȜȒơ ȓǠȊȹ ȸȝ ǥǿǠǤȝ ǠŒǕ ɂȲȝ ȧǠȦǩǟ ȫǠȺȽ ȸȮȱ ȿ ÛǠȽȂɆƢ

ǦɆȮȲȵ ɃǕ ǠȾȺȝ ǢǩȀǪɅ.

Ž ǦȝȀȆȱǠǣ ǠȾǱǠǪȹǙ ȀȍǠȺȝ ȿ ǠȾȝǟɀȹǕ ȤȲǪƯ ɂȲȝ ǦɆǶȎȱǟ ǧǠȵǼƪǟ ȂɆȶǪǩ ȰǣǠȩ Ƙȡ ǠȾɆȲȝ ǢȲȖȱǟ ȿ ǠȾǝǟǻǕ 

   ɃǻǠøƫǟ ȔɆøǂǟ ǿǠøǤǪȝɍǠǣ Ǿǹɉǟ Ȝȵ ǟǻǠȉǿǙ ȿǕ ǠɆǝǠȩȿ ȿǕ ǠɆȎɆǺȊǩ ȳǼȪƫǟ ǯɎȞȱǟ ȷǠȭ ǒǟɀȅ ÛȰɆǱǖǪȲȱ         

ǼɆǱ ȰȮȊǣ ǠȾƹǼȪǩ ɂȲȝ ȋȀƩǟ ȿ ÛɃȀȅɉǟ ȿ ɄȝǠȶǪǱɍǟ ȿ.

ǠȵǼǹ ǦȥǠȑǙ ǠȾɆȲȝ ƙȞǪɅ ǦɆǶȎȱǟ ǧǠȶȚȺƫǟ ǠȾȵǼȪǩ Ɣȱǟ ǧǠȵǼƪǟ ȀɅɀȖǩ ȰǱǕ ȸȵ  Ȝøȵ ǥǼɅǼǱ ǦɆǶȍ ǧ

ǦɆǶȎȱǟ ǦȶȚȺȶȲȱ ƙɆȱǠƩǟ ȸǝǠǣȂȲȱ ǠƬɀȍȿ ǦȱɀȾȆȱ ǠƬǠƭ ȜɆȅɀǩ ȿ ǠȾȦɆɆȮǩ.

ǼȞǩ ǬɆǵ ȜȶǪŎǟ Ž ǦȵǠƬǟ ǧǔȊȺƫǟ ȸȵ ǦɆǶȎȱǟ ǧǠȆȅǘƫǟ ƎǪȞǩ    ȼøǩȀȚȹ ǢøȆǵ Ȱøȭ ǠȾȦɅǿǠȞǩ ǧǻ

ÛǠȾɆȱǙǠŒǕ ɂȲȝ ȧǠȦǩǟ ȫǠȺȽ ȸȮȱ ȿ ÛǠȾȅǿǠƢ Ɣȱǟ ȤǝǠșɀȱǟ ȿ ǠȾȝǟɀȹǕ ǻǼȞǩ ƂǙ ɁǻǕ ɃǾȱǟ ǒɄȊȱǟ  ȸȝ ǥǿǠǤȝ

ȼǣ ǦȖɆǂǟ ǦǞɆǤȱǠǣ ȀǭǖǪɅ ȿ ȜȶǪŎǟ ǻǟȀȥǕ ɂȲȝ ǼȶǪȞɅ ǳɀǪȦȵ ȳǠȚȹ.  



  :الفصل الثاني

جودة الخدمات الصحیة 

  و كیفیة تقیمھا
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ƢøøøøøǼɆȾ:

      ȒƷɂ  ǻǟȀȥɉǟ ǥǠɆǵ ɂȲȝ ƘǤȭ ȀǭǕ ȸȵ ȼȱ Ǡƫ ǦɆǶȎȱǟ ǧǠȆȅǘƫǟ ȸȵ ǥƘǤȮȱǟ ǦɆȍɀȎƪǟ ȿ ǼɅǟȂǪƫǟ ȳǠȶǪȽɍǠǣ ǥǻɀƨǟ țɀȑɀȵ

  ǠȾøȅǠɆȪȱ ƘɅǠȞƫǟ ȿ ǢɆȱǠȅɉǟ ȸȆǵǕ ǼɅǼǶǪȱ ǧǠȅǟǿǼȱǟ ȸȵ ǼɅǼȞȱǠǣ ǦɆǶȎȱǟ ǧǠȵǼƪǟ ǥǻɀǱ ǨȒǵ ǬɆǵ ÛǧǠȞȶǪŎǟ Ȱȭ Ž

Ǚ ȧȀȖǪȺȅ Ǡȵ ǟǾȽ ȿ ÛȀȶǪȆȵ ȰȮȊǣ ǠȾȺɆȆƠ ȰǱǕ ȸȵǦɆȱǠǪȱǟ ǬǵǠǤƫǟ ȯɎǹ ȸȵ ȰȎȦȱǟ ǟǾȽ Ž ȼɆȱ:  

 ȯȿɉǟ ǬǶǤƫǟ :Üǥǻɀƨǟ ȯɀǵ ǧǠɆȅǠȅǕ  

ƆǠǮȱǟ ǬǶǤƫǟ :ÜǦɆǶȎȱǟ ǧǠȵǼƪǟ ǥǻɀǱ  

ǬȱǠǮȱǟ ǬǶǤƫǟ :ǦɆǶȎȱǟ ǧǠȵǼƪǟ ǥǻɀǱ ȃǠɆȩ ǢɆȱǠȅǕ ȿ ȴɆɆȪǩ ǻǠȞǣǕ.  
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 ǬǶǤƫǟȯȿɉǟ: ǧǠɆȅǠȅǕ  ǥǻɀƨǟ ȯɀǵ

 ƃǠƩǟ Ǩȩɀȱǟ Ž ƁǠȞȱǟ ǼȾȊɅ øȾɆȲȝ ȂȭȀǩ Ɣȱǟ ǦȵǠƬǟ ȜɆȑǟɀƫǟ ȸȵ ǥǻɀƨǟ țɀȑɀȵ ǴǤȍǕ ȿ Û ǥǻɀƨǠǣ ǠȢȱǠǣ ǠȵǠȶǪȽǟ Ǡ

ǽ ȿ ǧǠȞȵǠƨǟ ȿ ÛɄȶȲȞȱǟ ǬǶǤȱǟ ȂȭǟȀȵ ȿ ǧǠȭȀȊȱǟ ȨȪƷ ɃǾȱǟ ǴǱǠȺȱǟ ǯǠǪȹɋǟ ǧǠȵȂȲǪȆȵ ȿ ǧǠǤȲȖǪȵ ȸȵ ǼȞǩ ǥǻɀƨǟ ȷɍ Ȭȱ

 ɂȲȝ ȧɀȦǪȱǟ ǳǠǪȦȵ ȿ ǦɆȱǠȝ ǦɆȆȥǠȺǩ ǦȹǠȮȵȸɅȀǹɇǟ ȥǠȺƫǟ ȜɆȖǪȆɅ ɍ ȸȵ ȿ ǦȆ ȜɆȖǪȆɅ ɍǿǟȀȶǪȅɍǟ   Ž ȯȿǠǶȺøȅ ȬȱǾȱ  ǟǾøȽ

 Ȝȵ ɄƸǿǠǪȱǟ ǠȽǿɀȖǩȿ ǥǻɀƨǟ ȳɀȾȦȵ ƇǼȪǩ ǬǶǤƫǟǦɆƵɉǟ  ȣǟǼȽɉǟ ȿ ǠȽǻǠȞǣǕ ȿ ǥǻɀƨǟ ǧǠǤȲȖǪȵ ȤȲǪƯ ȏȀȝ Ż ǦȦȲȮǪȱǟ ȿ.  

 ǢȲȖƫǟȯȿɉǟ:  ǠȽǿɀȖǩ ȿ ǥǻɀƨǟ ȳɀȾȦȵɄƸǿǠǪȱǟ

ɍȿǕ:  ǥǻɀƨǟ ȳɀȾȦȵ

     ǹǟ ȫǠȺȽ ȤɅȀȞǩ Ž ǧǠȥɎǪǥǻɀƨǟ ǠȪȥȿ ȿ ȣɎǪǹɍ Ⱥȅ ɄȲɅ Ǡȵ Ž ȿ ȀȚȺȱǟ ǧǠȾǱ ǧǠȦɅȀȞǪȱǟ ȸȵ Ǧȝɀȶƭ ȏȀȞǪȆǥǻɀǲȲȱ.  

 ȣȀȝTaguchi ǖǣǟ ȷ ɄȽ ǥǻɀƨ " ǼȞǣ ȜȶǪǲȶȲȱ ǯɀǪȺƫǟ ǠȾǤǤȆɅ Ɣȱǟ ǥǿǠȆƪǟ ɃǻǠȦǩ ȸȶȒǪɅȿ ÛȰȶȞǪȆȶȲȱ ȼȱǠȅǿǙ

ǽ Ȭȱǩ Ž ȰȊȦȱǟ ȸȝ ǦƤǠȺȱǟ ȀǝǠȆƪǟȲȩɀǩ ǦɆǤ ȿ ǒǟǻɉǟ ȌǝǠȎǹ ǦɆǤȲǩ Ž ȰȊȦȱǟ ȿ ȰɆȶȞȱǟ ǧǠȞǧǟƘǭǖǪȱǟ   ȸøȝ ǦɆǤȹǠƨǟ

 ǠȽƘȡ ȿ ǰɆǲȒȱǟ ȿ ǫɀȲǪȱǠȭ ǯɀǪȺƫǟ."1

 ǠȾȥȀȝȿBank  ǠŒǕ "ȳǠǪȱǟ țǠǤȉɋǟ ǧǠǱǠɆǪǵɍ ǦɆȲǹǟǻ ǦȦȲȭ Ȱȩǖǣ ȰɆȶȞȱǟ."2

  ǠȵǕGarvin  ǠŒǕ ǥǻɀƨǟ ȣȀȞȥ "ȞȩɀǪɅ Ǡƫ ǠȪǤȕ ǰǪȺƫǟ ǠȾȵǼȪɅ Ɣȱǟ ǒǟǻɉǟ ǦǱǿǻȼ    ǦǤøȅǠȺƫǟ ɁǼøȵ ɃǕ ȬȲȾǪȆƫǟ

 ȳǟǼǺǪȅɌȱ".3

ɄȽ ǥǻɀƨǟ ȷǚȥ ȷǟǿɀǱ ǢȆǵȿ "ȯǠȶȞǪȅɎȱ ǦȶǝɎƫǟ."4

 ȯɀȪɅȿcrosby  ɄȽ ǥǻɀƨǟ ȷǕ"ǧǠǤȲȖǪȶȲȱ ǦȪǣǠȖƫǟ."5

 ǢȆǵ ǥǻɀƨǟ ȤɅȀȞǩdéming  "ɄȑȀǩ ȷǕ Ǣƶ ǥǻɀƨǟ ȷǙ ǧǠǱǠǵ  ǦɆȲǤȪǪȆƫǟ ȿ ǦɆȱǠƩǟ ȰɆȶȞȱǟ."6

 ǢȆǵ ǥǻɀƨǟ ȣȀȞǩ ǠȶȭKotler ǠŒǖǣ  " ǴȵɎƫǟ Ǧȝɀȶƭ ȌǝǠȎƪǟ ȿ ǰǪȺƫǟ ȂɆƢ Ɣȱǟ / ɂȲȝ ǥǿǻǠȩ ȷɀȮǩ ȿ ǦȵǼƪǟ

ǒǠȑǿǙ  ȿțǠǤȉǙ  ȸǝǠǣȂȱǟ ǧǠǤȡǿ ȿ ǧǠǱǠǵ".7

 ȷǕ ȯɀȪȱǟ ȸȮƹ  ȨǤȅ Ǡư ȸȝ ǥǿǠǤȝ ǥǻɀƨǟ:  " ɂȲȝ ǥǿǻǠȩ ȷɀȮǩ ȿ ǦȵǼƪǟ ȿǕ ǰǪȺƫǟ ȂɆƢ Ɣȱǟ ȌǝǠȎƪǟțǠǤȉǙ  ȿ ǒǠøȑǿǙ 

 ǧǠǤȡȀȱǟ ȻǾȽ ǦɆǤȲǩ ȳǼȝ ȸȝ ǦƤǠȺȱǟ ȀǝǠȆƪǟ ɃǻǠȦǩ Ȝȵ ǦɆȲǤȪǪȆƫǟ ȿ ǦɆȱǠƩǟ ȰɆȶȞȱǟ ǧǠǤȡǿ ȿ ǧǠǱǠǵ."  

1  ÛɄǝǠȖȱǟ ǃǟ ǼǤȝ ǼȝǿÛǦȲȵǠȊȱǟ ǥǻɀƨǟ ǥǿǟǻǙ  ÛȷǠȶȝ ÛȜɅȁɀǪȱǟ ȿ ȀȊȺȲȱ ǦɆȶȲȞȱǟ ɃǿȿȁǠɆȱǟ ǿǟǻ ÛǦɆǣȀȞȱǟ ǦȞǤȖȱǟ2008 ȋ Û29.  
2 ȨǣǠȆȱǟ ȜǱȀƫǟ ȄȦȹ.  
3  ÛȀȽǠȖȱǟ ǯȀȥ ǒɎȝǦȲȵǠȊȱǟ ǥǻɀƨǟ ȿ ǻǟɀƫǟ ǥǿǟǻǙȓ Û1 ȿ ȀȊȺȲȱ ǦɅǟȀȱǟ ǿǟǻ Û ÛȷǠȶȝ ÛȜɅȁɀǪȱǟ2010 ȋ Û112.  
4  ÛȷȿȀǹǓ ȿ Ƀǻǟɀȱǟ ƙȆǵ ǻɀȶƮǥȀȍǠȞȵ ǦɅǿǟǻǙ ȿ ǦɅǻǠȎǪȩǟ ǠɅǠȒȩȓ Û1 ÛȷǠȶȝ ÛȜɅȁɀǪȱǟ ȿ ȀȊȺȲȱ ŸȀȞȱǟ ȜȶŎǟ ǦǤǪȮȵ Û2009 ȋ Û58.  
5 ȨǣǠȆȱǟ ȜǱȀƫǟ ȄȦȹ.  
6 ȨǣǠȆȱǟ ȜǱȀƫǟ ȄȦȹ ÛɄǝǠȖȱǟ ǃǟ ǼǤȝ Ǽȝǿ.  
7  ÛɃȀɅȀƨǟ ȿȀȶȝ ſǠȍȱǟ ǧǠȵǼƪǟ ǥǻɀǱ ȃǠɆȩǦɆǶȎ ƎȶȆɅǻ ÛȜǣǟȀȱǟ ǻǼȞȱǟ ÛǦɅǻǠȎǪȩɍǟ ȿ ǦɅǿǟǻɋǟ ȳɀȲȞȱǟ ǦȲƭ Û2009  ȋ10.
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ǠɆȹǠǭ : ǿɀȖǪȱǟɄƸǿǠǪȱǟ  ǥǻɀǲȲȱ

 ȳǼȩǕ ǢȎȺǩǧǠȵǠȶǪȽɍǟ ƨǠǣ ǥǻɀƂǙ  ȷȀȪȱǟ18 ȩǙ ǦɆȲǣǠǤȱǟ ǥǿǠȒƩǟ Ž ǻɎɆƫǟ ȰǤǣǠ ǠȾȭɀȲȵ ȯȿǕ ȴȮǵ ȷǽǙ ÛŸǟǿ ɀƥ 

 ȼȺɆȹǟɀȩ Ǩȶȑ )282 (ǠȹɀȹǠȩ ȸȵ ǥǿǠǲǪȱǟ ȌƸ ǠȹɀȹǠȩ ǠȾȺɆǣÛ ɂȲȝ ǢǱȿǕ  ȳɀȪɅ ȸȵƞ ǦȞȲȆȱǟ Ž ǦȶɆȪȱǟ ȌȩǠȹ ȿǕ ǼɆǱ Ƙȡ ɀȽ Ǡ

Ǡŏ ȀǱǠǪɅ Ɣȱǟ ǦȵǼƪǟ ȿǕ ȳǠɆȪȱǟ ÛǳɎȍǚǣ  ǻɎɆƫǟ ȰǤȩ ȀȊȝ ȄȵǠƪǟ ȷȀȪȱǟ Ž ǦɆƸǿǠǪȱǟ ȜǝǠȩɀȱǟ ƘȊǩ ȿ ǢɆȞȱǟƂǙ    ǒǠȵǼøȩ ǼøɆȭǖǩ

 ƙɅȀȎƫǟ ) ǦȺȝǟȀȦȱǟ (ǻ ȿ ǒǠȺǣ Ž ǥǻɀƨǟ ɂȲȝ  ȓȀǪøȉǟ ȿ ǦƹǼȪȱǟ ǦɅȀȎƫǟ ǼǣǠȞƫǟ ȷǟǿǼǱ ȷǠȽ  Ž ǥǻɀƨǠøǣ ȳǟȂøǪȱɍǟ   ǼɆɆøȊǩ

ǧǠȵǟȀȽɉǟ.1

ȀȎȝ Ž ȿ ǿǼȍ ǾȺȵ ȿ ȳɎȅɋǟ ȟȿȂǣ  ȼɆȲȝ ǨȎȹ Ǡȵ ɀȽ ȿ ǻǠƨǟ ȰȶȞȱǟ ɂȲȝ ǼɆȭǖǪȱǟ ǻǟȁ ǦɅȀȊǤȱǟ ɂȲȝ ȻȀǲȥǦɅɇǟ ǦɆȹǓȀȪȱǟ  : ȯǠȩ

 ƂǠȞǩ ǃǟ " ȰȩȿǟɀȲȶȝǟ ȷɀȺȵǘƫǟ ȿ ȼȱɀȅǿ ȿ ȴȮȲȶȝ ǃǟ ɁƘȆȥ " )Ǔ ǦǣɀǪȱǟ ǦɅ105 (Û  ǦȲȥǠǵ ɄȾȥ  ǦȦɅȀȊȱǟ ǦɅɀǤȺȱǟ ǥƘȆȱǟ ǠȵǕ

 ȿ ȰȶȞȱǟ ȴȚȞǩ Ɣȱǟ ǬɅǻǠǵɉǠǣɂȲȍ ǃǟ ȯɀȅǿ ȯɀȪɆȥ ȼǩǻǠǱǙ  ȴȲȅ ȿ ȼɆȲȝ ǃǟ "ȷǙ  ǢƷ ǃǟǟǽǙ     Ɏøȶȝ ȴȭǼøǵǕ ȰøȶȝȷǕ 

ȼȺȪǪɅ".2

 ǠǭǼǵ ǧǼȝ Ɣȱǟ ǦɆȝǠȺȎȱǟ ǥǿɀǮȱǟ ǿɀȾȚǣ ȿ ǻɎɆƫǟ ǼȞǣ ȀȊȝ ȸȵǠǮȱǟ ȷȀȪȱǟ Žȿ Ž ǠȶȾȵǬɅǼƩǟ ǦɅȀȊǤȱǟ ǸɅǿǠǩÛ  ȿ  ǠøȾǲǝǠǪȹ ƂǙ

ǢȆȺɅ ȵ Ž ǿɀȖǪȱǟ ȸȵ ǠǤȹǠǱǠȾȞȵ ȰȵǠȞǪȱǟ ȠɆȍ ȿ ǥǻɀƨǟ ȴɆȽǠȦ.3

 ƃǠǪȱǠȭ ǥǻɀƨǟ ȳɀȾȦȵ ǿɀȖǩ ȰǵǟȀȵ ȴɆȆȪǩ ȸȮƹȿ :4

1- Ƃȿɉǟ ǦȲǵȀƫǟ : ǥǻɀƨǟ ȔǤȑ

 ƙǣ Ǡȵ ǦȲǵȀƫǟ ȻǾȽ ǼǪƢȿ)1890-1920 ( ǥǻɀƨǟ ǼɅǼƠ ǦɆȱȿǘȆȵ ȷǖǣ ǦȲǵȀƫǟ ȻǾȽ ǧȂɆƢ ȿ  ƙȥȀøȊȵ ɂȲȝ ȜȪǩ

Ɇȩ ǦȞǣǠǪȵ ȿ ǥǻɀƨǟ ȔǤȒǣ ƙȎȎǺǪȵǠ ǧǠȆȅǘƫǟ ȳɀȪǩ Ɣȱǟ ǧǠǲǪȺƫǟ ɂȲȝ ǠȾȺȵ ȨȪǶǪȱǟ ȿ ǠȾȅǠȾǱǠǪȹǚǣ .  

2- ǦɆȹǠǮȱǟ ǦȲǵȀƫǟ : ɄǝǠȎǵɋǟ ȔǤȒȱǟǥǻɀǲȲȱ

 ȯɎǹ ǦȲǵȀƫǟ ȻǾȽ ǧǼǪȵǟ ȿ )1920-1940 (   ǰǝǠøǪȺȱǟ ǦøȹǿǠȪȵ ȿ ȈɆǪȦǪȱǟ ǦȦɆșȿ ȳǟǼǺǪȅǠǣ ǦȲǵȀƫǟ ȻǾȽ ǨȶȆǩǟ ȿ

ǠǤȲȖǪƫǠǣ ǦǣɀȲȖƫǟ ǧǠȦȍǟɀƫǟ ȿ ǯɀǪȺƫǟ ƙǣ ȨǣǠȖǪȱǟ ǦǱǿǻ ǼɅǼǶǪȱ ǥǻǼȞǪƫǟ ǧ.  

.55 ȋ Û2009 ÛȷǠȶȝ ÛȜɅȁɀǪȱǟ ȿ ȀȊȺȲȱ ȀȮȦȱǟ ǿǟǻ Û1ȓ ÛǦȲȵǠȊȱǟ ǥǻɀƨǟ ǥǿǟǻǙ ÛǻǟǼƩǟ ȴɆȽǟȀǣǙ Ȥȕǟɀȝ
1

2
 ÛǿǻǠȪȱǟ ǼǤȝ ȷǠɅȂȵǒɎȶȞȱǟ Ǡȑǿ ɂȲȝ ǧǠȵǼƪǟ ǥǻɀǱ ǧǟǻǼƮ ȀǭǕ ÛǥǿɀȊȺȵ Ƙȡ ƘǪȆǱǠȵ ǥȀȭǾȵ Û ȷǠȆȶȲǩ ǦȞȵǠǱ ÛǧǠȆȅǘȶȲȱ ƃȿǼȱǟ ƘɆȆǪȱǟ ȴȆȩ Ûƃȿǻ ȨɅɀȆǩ ȌȎơ

 ÛȀǝǟȂƨǟ2012ȋ Û2.

ȨǣǠȆȱǟ ȜǱȀƫǟ ȄȦȹ ÛǻǟǼƩǟ ȴɆȽǟȀǣǙ Ȥȕǟɀȝ .
3

4
 ÛȸɅǼȱǟ ǿɀȹ ȷǠȺȝɀǣǒɎȶȞȱǟ Ǡȑǿ ɂȲȝ ǠȽȀǭǕ ȿ ǧǠȵǼƪǟ ǥǻɀǱȂƨǟ ǦȲɆȆƫ ǦȞȵǠǱ ÛƘɆȆǪȱǟ ȳɀȲȝ ȴȆȩ ÛȨɅɀȆǩ ȌȎơ ÛǥǿɀȊȺȵ Ƙȡ ƘǪȆǱǠȵ ǥȀȭǾȵ Û ȋ ÛȀǝǟ6.
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3- ǦǮȱǠǮȱǟ ǦȲǵȀƫǟ :ǥǻɀƨǟ Ž ǦȎȎǺǪȵ ǧǠǤȲȖǪȵ ǿɀȾș

       ȯɎǹ ǦȲǵȀƫǟ ȻǾȽ ǨȹǠȭȿ)1940-1960 ( ǦȍǠǹ ȿ ǧǠȝǠȺȎȱǟ ǦǞɆǣ Ž ǧǟƘȢǩ ǥǼȞǣ ǦȲǵȀƫǟ ȻǾȽ ǧȁǠǪȵǟ ȿ

 ǻǠȆȮȱǟ ǥȀǪȥ ǼȞǣɃǻǠȎǪȩɍǟ  ǦȺȅ Ž ƃǠƧǕȀȱǟ )1929-1933 ( ɁǻǕ ǠưƂǙ   ȔǤøȒǣ ǦȎȎǺǪȵ ǧǠȶȚȺȵ ǿɀȾș

 ȰǮȵ ǥǻɀƨǟƨǟ ǥǻɀƨǟ ȔǤȒȱ ǦɆȮɅȀȵɉǟ ǦɆȞȶ)ACQC(*  ɁǻǕ ǠưƂǙ  ǼȺȝ ǥǻɀǲȲȱ ȯɀǤȪȵ ɁɀǪȆȵ ǼɅǼƠǯǠǪȹǙ  ȿ

 ȳǠȝ ȷǠǣǠɆȱǟ Ž ǥǻɀƨǟ ǧǠȪȲǵ ǿɀȾș ȬȱǟǾȭ ǧǠǲǪȺƫǟ ȜɆǣ1956  ǟǾȽ ǼȞǣ ǧǟǿɀȖǩ ȸȵ ǠȾɆȲȝ ǫǼǵ Ǡȵ ȿ ǸɅǿǠǪȱǟ.  

4- ǦȞǣǟȀȱǟ ǦȲǵȀƫǟ : ǥǻɀƨǟ ƙȆƠ

       ȸȵ ǦȲǵȀƫǟ ȻǾȽ ǧǼǪȵǟ )1960-1980 ( Ž ǥǻɀƨǟ ǧǠȪȲǵ ȳɀȾȦȵ ǿɀȖǪǣ ǧȂɆƢ Ɣȱǟ ȿȷǠǣǠɆȱǟ ƂǙ  ȳɀȾȦȵ

ǥǿǟǻǙ  ǦȲȵǠȊȱǟ ǥǻɀƨǟ) TQM(** Ǿȭȿ Ž ɃȀȦȎȱǟ ȤȲǪȱǟ ǿɀȾș ȬȱȷǠǣǠɆȱǟ ƂǙ    ǼøɆȱɀǪȭ ɁȀøǹǕ ȴɆȽǠȦȵ ǢȹǠǱ

 ǧǟǒǟȀǱɋǟ ȿ ǧǠȅǠɆȆȱǟ ȸȵ ǻǼȝ ȸȶȒǪɅ ȰȵǠȮǪȵ ȳǠȚȹ ƎǪȞɅ ɃǾȱǟ ȿ ǥǻɀƨǟǦȵȁɎȱǟ   ǧǠøȆȅǘƫǟ Ž ǥǻɀƨǟ ȨɆȪǶǪȱ

ǦɆȝǠȺȎȱǟÛ  ǰȺƹǻ ȳǠȩ ǬɆǵDeming Ȝȑɀǣ  ȸȵ ȷɀȮǪƫǟ ǥǻɀƨǟ ƙȆǶǪȱ ȰȮȉȜǣǿǕ ɀƫǟ ȰǵǟȀȵ  ȰȮøȊȱǟ Ž Ǵȑ

 ƃǠǪȱǟ:  

 ȴȩǿ ȰȮȊȱǟ)05( : ǥǻɀƨǟ ƙȆǶǪȱ ǰȺƹǻ ǦȲǲȝ  

 ǿǼȎƫǟ : ȤȕǟɀȝȴɆȽǟȀǣǙ ǻǟǼƩǟÛ  ÛȨǣǠȅ ȜǱȀȵ ȋ31.

ȹ ǦɆȱǠǪȱǟ ȓǠȪȺȱǟ Ž ǥȀǝǟǼȱǟ ȻǾȽ Ž ǦȖȪȹ Ȱȭ ƖȞȵ ȌǺȲ:1

1
 ȋ ÛȻȀȭǽ ȨǤȅ ȜǱȀȵ ÛƃǠȞȱǟ ǼǤȝ ɄȊɆȡ55.

*American society of qwality control.
**Total qwality management.

1-ȔȖǹ

plan

4- ǾơǙ

ǒǟȀǱɍǟAct

2-ǟفعل

Do

افحص-3

check
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1- ȔȖǹ :Plan  Ȱȶȝ ȿǕ ȓǠȊȹ ǦȖǹ Ȝȑȿȿ ȔɆȖơ  ƗȞǩȿ.

2- ȰȞȥǟDo  ȫȀǶǪȱǟ ƗȞǩȿ ǦǵȀǪȪƫǟ ȰȶȞȱǟ ǦȖǹ ȨɆǤȖǪǣ ȳǠɆȪȱǠǣ.

3- ȌǶȥǟCheck  ǦøȅȿǿǼƫǟ ǥȀȽǠȚȱǟ ȰɆȲƠ ȿ ȴȾȦȱ ǦɆǝǠȎǵɋǟ ȧȀȖȱǟ ȐȞǣ ȯǠȶȞǪȅǟ ȸȮƹ ǦȲǵȀƫǟ ȻǾȽ ŽÛ 

Ǚȑ ǦȥǠƂǙ  ȣǟǼȽɉ ǠȪȥȿ ǰǝǠǪȺȱǟ ȴɆɆȪǩǦȝɀȑɀƫǟ.

4- ǾơǟǒǟȀǱɋǟ Act  ȰȞȦȱǟ ǻȀǣ ȳɀȪȹ ǠȺȽȳȁɎȱǟ ȤȞȒȱǟ ȓǠȪȹ ǦƨǠȞȵ ȿ ȰȶȞȱǟ ƙȆƠ ȯɎǹ ȸȵ.

5-  ǦȆȵǠƪǟ ǦȲǵȀƫǟ :ǥǿǟǻǙ  ǥǻɀƨǟ

      ƙǣǠȵ ǦȲǵȀƫǟ ȻǾȽ ǧǼǪȵǟ)1980-2000 ( ȸȝ ǨȒǺƢ Ɣȱǟ ǥǻɀƨǟ ȴɆȽǠȦȵ ȸȵ ǻǼȞǣ ǦȲǵȀƫǟ ȻǾȽ ǧȂɆƢ ȿ

 ǦȪǣǠȆȱǟ ǦȲǵȀƫǟȞȱǟ ȴɆȽǠȦȶȭƫɀ ȿȂɅɋǟ  Ǧ*ISO  ȿ ǯɀǪȺƫǟ ȴɆȶȎǩ Ž ǡɀȅǠƩǟ ǰȵǟȀǣ ǿɀȾș ȿȼǱǠǪȹǙ  ǥȀȮȥ ǿɀȾș ȿ

 ǦȶȚȹǕ ȿ ȰȵǠȮǪƫǟ ǯǠǪȹɋǟǯǠǪȹɋǟ ǠȽƘȡ ȿ ȷȀƫǟ.1

6- ǦȅǻǠȆȱǟ ǦȲǵȀƫǟ : ȷȀȪȱǟ ǦȲǵȀȵ21

        ƘȊǩ Ɣȱǟ ǦɆȲǤȪǪȆƫǟ ǦȲǵȀƫǟ ɄȽ ȿȳǠȶǪȽɍǟ ǦȲǵȀȵ ȷɀȮǪȅ ǠŒǖǣ ȷǟǼɆƫǟ ǟǾȽ Ž ǦɆȶȲȞȱǟ ǫǠƜɉǟ ǠȾɆȱǙ  ȯɎǹ ȸȵ ȰɆȶȞȱǠǣ

 ȿ ƇǼȪǩȡȀɅ Ǡȵ ǯǠǪȹǙɀȾȅ ǬɆǵ ȸȵ ȼɆȥ ǢǢȲȖȱǟ ǼȺȝ ȼɆȲȝ ȯɀȎƩǟ ǦȝȀȅ ȿ Ǧȱ.2

ƆǠǮȱǟ ǢȲȖƫǟ  :ǦɆƵǕ  ǠȾȦɆȱǠȮǩ ȿ ǠȾȥǟǼȽǕÛ ǥǻɀƨǟ

 ɍȿǕ :ǦɆƵǕ  ǥǻɀƨǟ

       ȸȶȮǩ ȿ ƙȮȲȾǪȆƫǟ ȿǕ ǧǠȆȅǘȶȲȱ ǦǤȆȺȱǠǣ ǥƘǤȭ ǦɆƵǕ ǥǻɀǲȲȱǠȾǪɆƵǕ  ɄȲɅ ǠȶɆȥ :  

1-  ǦȆȅǘȶȲȱ ǦǤȆȺȱǠǣ

      ǠőǠǲǪȺȵ ǥǻɀǱ ɁɀǪȆȵ ȸȵ ǠőȀȾȉ ǦȆȅǘƫǟ ǼȶǪȆǩǽ ǴȒǪɅ ȿ Ûƫǟ Ȝȵ ǦȆȅǘƫǟ ȔǣȀǩ Ɣȱǟ ǧǠȩɎȞȱǟ ȯɎǹ ȸȵ Ȭȱ ȸɅǻǿɀ      

ÛȴőǿǠȾȵ ȿ ƙȲȵǠȞȱǟ ǥƎǹ ȿ Ȳǩ ǧǠǲǪȺȵ ƇǼȪǩ ǦȱȿǠƮȿǟǽǚȥ ǦȆȅǘƫǟ ǒɎȶȝ ǧǠǱǠǵ ȿ ǧǠǤȡǿ Ƒ   ǥǻɀøǱ ǧǟǽ ǠőǠǲǪȺȵ ǨȹǠȭ

ǦȒȦǺȺȵ  ȸȮȶɆȥ  ȄøȦȹ Ž ǦøȲǭǠȶƫǟ ǧǠȆȅǘƫǟ Ȝȵ ȄȥǠȺǪȱǟ ȸȵ ǠȾȺȮƢ Ɣȱǟ ȿ ǦȞȅǟɀȱǟ ǦȞȶȆȱǟ ȿ ǥȀȾȊȱǟ ȨȪƠ ɄȮȱ ǠȾȺɆȆƠ    

 ȓǠȊȺȱǟ.3

1
.6بوعنان نور الدین، مرجع سبق ذكره، ص  
2  ȋ ÛȨǣǠȆȱǟ ȜǱȀƫǟ ȄȦȹ7.  

*International standardization organization.
3
.8مزیان عبد القادر، مرجع سبق ذكره، ص  
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2-  ǒɎȶȞȲȱ ǦǤȆȺȱǠǣ

        ǦǤøȆȺȱǠǣ ǒǟȀøȊȱǟ ǿǟȀȩ ȷǕ ǬɆǵ ȴƬ ǦǤȆȺȱǠǣ ǦȵǠƬǟ ǿɀȵɉǟ ȸȵ ǒɎȶȞȲȱ ǦȵǼȪƫǟ ǧǠȵǼƪǟ ȿ ȜȲȆȱǟ Ž ǥǻɀƨǟ ɁɀǪȆȵ ƎǪȞɅ

 ǒɎȶȞȲȱ ǧǠȵǼƪǟ ȿ ȜȲȆȱǟ Ž ǥǻɀƨǟ Ȁȥɀǩ ɁǼȵ ɂȲȝ ǼȶǪȞɅ.  

      ǼȪȥ ȿ ǧǠȵǼƪǟ ȿ ȜȲȆȱǟ ǒǟȀȉ Ž ȷɀǤȡȀɅȅǕ țǠȦǩǿǟ ȴȡȀǣ ǦɆǤȺǱɉǟ ȜȲȆȱǟ ǒǟȀȉ Ž ȷɀǤȡȀɅ Ǽȩ  ȜȲøȆȱǟ ȷɀȒȥȀɅ ȿ ǠȽǿǠȞ

ɍ ǦɆȲǂǟƳǠȾɆȥ ǥǻɀƨǟ ɁɀǪȆȵ ȏǠȦ ǠȾȝǠȦǩǿǟ ȿ  ǥǻǿɀǪȆƫǟ ȿǕ ǦɆǤȺǱɉǟ ȜȲȆȱǟ Ž.1

3-  ǥǻɀǲȲȱ ǦɆȹɀȹǠȪȱǟ ǦɆȱȿǘȆȶȲȱ ǦǤȆȺȱǠǣ :

      ǧǠǲǪȺȵ ȴɆȶȎǪǣ ȳɀȪǩ ǧǠȆȅǘȵ ǠɅǠȒȩ Ž ȀȚȺȱǟ ƂɀǪǩ Ɣȱǟ ȴȭǠǂǟ ǻǼȝ ǿǟȀȶǪȅǠǣ ȿ ǼɅǟȂǩȿǕ  Ž ǥǼɆǱ Ƙȡ ǧǠȵǼǹ ƇǼȪǩ

ǠȾǱǠǪȹǙ ǠȾȞɅȁɀǩ ȿǕǚȥ ǟǾȱ Û ǦȆȅǘȵ Ȱȭ ȷǦɆǱǠǪȹǙ ȿǕ ȰɆȶȞȱǟ ǢɆȎɅ ǿȀȑ Ȱȭ ȸȝ ǠȹɀȹǠȩ ǦȱȿǘȆȵ ȷɀȮǩ ǦɆȵǼǹ    ǒǟȀøǱ ȸøȵ

ȅǟǧǠǲǪȺƫǟ ȻǾƬ ȼȵǟǼǺǪ.2

4-  ǦȆȥǠȺȶȲȱ ǦǤȆȺȱǠǣǦɆƫǠȞȱǟ:

     ȷǙ  ȿ ǦɆȅǠɆȆȱǟ ǧǟƘȢǪȱǟǦɅǻǠȎǪȩɍǟ  ǧǠǲǪȺƫǟ ȯǻǠǤǩ ǨɆȩɀǩ ȿ ǦɆȦɆȭ Ž ȀǭǘǪȅ  ɄøȆȥǠȺǩ ƃȿǻ ȧɀøȅ Ž ǥƘǤȭ ǦǱǿǻ ƂǙ      

ǦƫɀȞȱǟ ȿ ǧǠȵɀȲȞƫǟ ȀȎȝ Ž ȿÛ  ǥȂɆȶǪȵ ǦɆƵǕ ǥǻɀƨǟ ǢȆǪȮǩǽǙ  ȜȶǪŎǟ ȿ ǦȆȅǘƫǟ ȸȵ Ȱȭ  ɂȞȆǩƂǙ ȸȮȶǪȱǟ ȣǼŏ ǠȾȪɆȪƠ 

ȰȮȊǣ ǻǠȎǪȩɍǟ ƙȆƠ ȿ ǦɆƫǠȞȱǟ ǦȆȥǠȺƫǟ ȨɆȪƠ ȸȵ ȝǦɆƫǠȞȱǟ ȧǟɀȅɉǟ Ž ȰȡɀǪȱǟ ȿ ȳǠÛ     Ž ǥǻɀøƨǟ ɁɀǪøȆȵ ȐøȦƳǟ ǠȶȲȮȥ

 ǦȆȅǘƫǟ ǧǠǲǪȺȵǽ ɁǻǕ ȬȱƂǙ ȧǠƩǙ ǿȀȒȱǟ ǠȾǵǠǣǿǖǣ.3

5- ȧɀȆȱǟ ǦȎǵ ȿ ȤɆȱǠȮǪȱ ǦǤȆȺȱǠǣ:

      Ⱥǩƨ ǦǣɀȲȖƫǟ ǥǻɀƨǟ ǾɆȦ ȼǩǖȊȹ ȸȵ ǯǠǪȹɋǟ ȰǵǟȀȵ ȿ ǧǠɆȲȶȝ ȜɆȶȷǕ ɍ ȋȀȦȱǟ ǴɆǪɅ ǒǠȖǹɉǟ ȣǠȊǪȭ  ȿǠȾɅǻǠȦǩ  ǢȺǲǪȱ

 ǦȦȲȮǩǦɆȥǠȑǙ ƂǙ ǟɍ ȿ ȸǝǠȮƫǟ ȸȵȁ ȸȵ ɁɀȎȪȱǟ ǥǻǠȦǪȅǧɍɇǟ ǯǠǪȹɋǟ ȸȝ ȰȕǠȞȱǟ ȸȵȂȱǟ ȰɆȲȪǩ ȨɅȀȕ ȸȝÛ   ǦøȦȲȮȱǟ ƃǠǪȱǠǣ ȿ

 Ǵǣǿ ǥǻǠɅȁȿǦȭȀȊȱǟ.4Ɣȱǟ ǼǝǟɀȦȲȱ ǟȀȚȹȿ Ơ ȷǕ ȸȵ ǼǣɎȥ ǧǠȆȅǘȶȲȱ ǥǻɀƨǟ ǠȾȪȪƠ ȰøȵǟɀȞȱǟ Ƙȥɀǩ ɂȲȝ ǧǠȆȅǘƫǟ ȻǾȽ ȋȀ 

 ǥǻɀǱ ƙȆǶǪȱ ǦɆȱǠǪȱǟɄȽ ȿ ǧǠȵǼƪǟ ȿǕ ȜȲȆȱǟ:5

- ȯɎǹ ȸȵ ǻǼǂǟ Ǩȩɀȱǟ Ž ǯǠǪȹɋǟǿǠȎǪȩɍǟ  ɂȲȝǯǠǪȹǙ   ɃǕ Ȱøǵ ƃǠǪȱǠǣ ȿ ȧɀȆȱǟ Ž ǒɎȶȞȱǟ ȸȵ ǦǣɀȲȖƫǟ ǦɆȶȮȱǟ

 ǦȲȮȊȵǯǠǪȹɋǟ Ž ȀȾȚǩÜ

1
 ȋ ÛȻȀȭǽ ȨǤȅ ȜǱȀȵ ÛȀȽǠȖȱǟ ǯȀȥ ǒɎȝ140.

2
  ȋ ÛȻȀȭǽ ȨǤȅ ȜǱȀȵ ÛȀȽǠȖȱǟ ǯȀȥ ǒɎȝ140.
3
  ȋ ÛȻȀȭǽ ȨǤȅ ȜǱȀȵ ÛǿǻǠȪȱǟ ǼǤȝ ȷǠɅȂȵ8
4
 ȨǣǠȆȱǟ ȜǱȀƫǟ ȄȦȹ.  
5
  ȋ ÛȨǣǠȆȱǟ ȜǱȀƫǟ ȄȦȹ ÛȀȽǠȖȱǟ ǯȀȥ ǒɎȝ141.
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- ȰȾȅ ȷɀȮɅ ǠƬ ƙȞȵ Ȕƴ Ȝȑɀǣ ǧǠǲǪȺƫǟ ȿ ȜȲȆȱǟ ȔɆȶȺǩ ɂȲȝ ȰȶȞȱǟǡǠȞɆǪȅɍǟ   ɂøȲȝ ƙȲȵǠȞȱǟ ȰǤȩ ȸȵ ȴȾȦȱǟ ȿ

ȓɀȖǹ Ü ǯǠǪȹɋǟ

-ɇǟ ǧǟȂɆȾǲǪȱǟ ȳǟǼǺǪȅǟ ȯɀȍɀȱǟ Ž ǼȝǠȆɅ Ǡư ȷǠȮȵɋǟ ǿǼȩ ǦɆǝǠȪȲǪȱǟ ǦɆȱƂǙ   ȜȲøȆȱǟ Ž ǥǻɀƨǟ ȸȵ ɄƫǠȝ ɁɀǪȆȵ

ǦǲǪȺƫǟÜ 

-ɍɈȱ ǦɆǝǠȩɀȱǟ ǥȀȶǪȆƫǟ ǦȹǠɆȎȱǟǧ  ȤȩɀǪȱǟ ȿǕ ȰȖȞǪȱǟ ȸȵ ǼǶȲȱ.

 ǠɆȹǠǭ : ǥǻɀƨǟ ȣǟǼȽǕ

 ǠƵ ȿ ǥǻɀƨǟ ȣǟǼȽǕ ȸȵ ȷǠȝɀȹ ȫǠȺȽ ȳǠȝ ȰȮȊǣ :1

 ǥǻɀƨǟ ȔǤȑ ȳǼơ ȣǟǼȽǕ :ȻǾȽ ȟǠȎǩ ǬɆǵ ǠȾɆȲȝ ǦȚȥǠǂǠǣ ǦȆȅǘƫǟ ǢȡȀǩ Ɣȱǟ ƘɅǠȞƫǠǣ ȨȲȞǪǩ Ɣȱǟ ɄȽȿ 

ȰȮȭ ǦȆȅǘƫǟ ɁɀǪȆȵ ɂȲȝ ƘɅǠȞƫǟÛ ǽȿ ǥȂɆȶǪȵ ǧǠȦȎǣ ȨȲȞǪǩ ƅǻǕ ɁɀǪȆȵ ǧǟǽ ǧǠǤȲȖǪȵ ȳǟǼǺǪȅǠǣ Ȭȱ

 ȷǠȵɉǟ ȰǮȵǒǠȑǿǙȿ  ǒɎȶȞȱǟ... ƀǟ.

 ǥǻɀƨǟ ƙȆƠ ȣǟǼȽǕ :Ⱥǩ Ǡȵ ǠǤȱǠȡ ɄȽȿǒǠȖǹɉǟ ȸȵ ǼƩǟ Ž ȀȎǶ Ⱥȵ ȀɅɀȖǩ ȿǪ ǥǼɅǼǱ ǧǠȵǼǹ ȿ ǧǠǲ

 ƎȭǕ ǦɆȱǠȞȦǣ ǒɎȶȞȱǟ ɄȑȀǩ.

 ǠȾɆȝɀȺǣ ǥǻɀƨǟ ȣǟǼȽǕ ȤɆȺȎǩ ȸȮƹ ǠȺȽ ȸȵȿƂǙ  ɄȽ ǧǠǞȥ ȄƦ :  

1-ǪɅ ȿ ǦȆȅǘȶȲȱ ɄǱǿǠƪǟ ǒǟǻɉǟ ȣǟǼȽǕÜ ȜȶǪŎǟ ȿ ǦǞɆǤȱǟ ȿ ȧǟɀȅɉǟ ȸȶȒ

2- ǦȆȥǠȺƫǟ ȿ ǒɎȶȞȱǟ ǧǠǱǠǵ ȯȿǠȺǩ ȿ ǦȵǼƪǟ ȿǕ ǯɀǪȺȶȲȱ ǒǟǻɉǟ ȣǟǼȽǕÜ

3-ɆȲȶȞȱǟ ǥǿǼȪȵ ȯȿǠȺǩ ȿ ǧǠɆȲȶȞȱǟ ȣǟǼȽǕÜ ȔǤȒȲȱ ǠȾǪɆȲǣǠȩ ȿ ǠȾǪɆȱǠȞȥ ȿ ǧǠ

4-ȅǘƫǟ ǥǿǼȪȵ ȯȿǠȺǩ ȿ ɄȲǹǟǼȱǟ ǒǟǻɉǟ ȣǟǼȽǕǟ ɁǼȵ ȿ ǠȾǪɆȲȝǠȥ ȿ ǦȆȰȶȞȱǟ ȔɆƮ ȿ ǧǟƘȢǪȲȱ ǠȾǪǣǠǲǪȅ

5- ƙȲȵǠȞȱǟ ȀɅɀȖǩ ȿ ȂɆȦǶǪȱǟ ȿ ǧǟǿǼȪȱǟ ȿ ǧǟǿǠȾƫǟ ȯȿǠȺǪǩ ȿ ƙȲȵǠȞȲȱ ǒǟǻɉǟ ȣǟǼȽǕ.

     Ǣƶ ǥǻɀƨǟ Ž ǥȀǭǘȵ Ȱȵǟɀȝ ǥǼȝ ȫǠȺȽȿǠȽǾǹǕ  ƙȞǣǿǠǤǪȝɍǟ  ȧȀȖǪȱǟ ȿ ǠȾɆȱǙ:  

- ǥǻɀƨǟ Ž ǥȀǭǘƫǟ ȰȵǟɀȞȱǟ2

1- ȧǟɀȅɉǟ:  ɄȾɅǼǣǟǽǙ ȫǠȺȽ ȸȮɅ Ɓ ǧǠǲǪȺȵ ȫǠȺȽ ȷɀȮǩ ɍ ȼȹǠȥ ȧǟɀȅǕÛ  ǥǻɀƨǠǣ ȳǠȶǪȽǟ ȫǠȺȽ ȷɀȮɅ ɍȿ      ȿ

ÛǠȾǤɆȱǠȅǕ ȸȵ ƘǮȮȱǟ ȫǠȺȽȿ ȧǟɀȅɉǟ Ž ǳȀȖǩ Ɣȱǟ  ǧǠǲǪȺƫǟ ǰǪȺƫ ȸȮƹ ɄȮȱȿ Û  Ž ǦǤøȅǠȺȵ ǦȹǠȮȵ ȰǪƷ ȷǕ Ǡȵ

 ȼȱ ȨȪƠ ǦɆȱǠȝ ǥǻɀǱ ǟǽ ȷɀȮɅ ȷǕ ǼǣɎȥ ȧǟɀȅɉǟǿǟȀȪǪȅɍǟ ȳȁɎȱǟ .  

2- ȰȵǠȞȱǟ: ȱǯǠǪȹɋǟ ȰǝǠȅȿ Ž ƘǤȮȱǟ ȳǼȪǪȱǟ ɁǻǕ ǼȪ  ǦȦȲǪǺƫǟƂǙ ǥǖȊȹ  ǦǱǠƩǟƂǙ    ǦɆøȎȎǺǪȱǟ ȸøȵ țɀȹ ǻɀǱȿ

 ǒǟǻɉǟ Ž ǥǻɀƨǟ ȿ ȷǠȪǩɋǟ ȨɆȪǶǪȱ ȿ ȳǼȪǪȱǟ ǟǾȽ ǦȾǱǟɀƫ ǦɆȱǠȞȱǟ.  

1
ȜǱȀȵ ÛȸɅǼȱǟ ǿɀȹ ȷǠȺȝɀǣ  ȋ ÛȻȀȭǽ ȨǤȅ9.

2
  ȋ ÛȻȀȭǽ ȨǤȅ ȜǱȀȵ ÛǿǻǠȪȱǟ ǼǤȝ ȷǠɅȂȵ9-10.
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3-ȯǠƫǟ ȃǕǿ:  ȧǟɀȅɉǟ Ž ȄȥǠȺǪȱǟ ǥǻǠɅȁ ɁǻǕ Ǽȩ   ȷǚøȥ Ǩøȩɀȱǟ ȄȦȹ Ž ȿ ÛƙǲǪȺƫǟ ƙǣ ǴǣȀȱǟ ȋȀȥ ȴɆȆȪǩ ƂǙ

 ȯɀȎƩǟțǠȦǩǿɎȱ ǦǮɅǼƩǟ ǧǟǼȞƫǟ ɂȲȝ  ȯǟɀȵɉǟ ȃȿǗǿ ǿǠȶǮǪȅǟ ȸȵ ƘǮȮȱǟ ǢȲȖǪɅ ǥǻɀƨǟ ɁɀǪȆȵ Ž ǦøɆȖȢǪȱ 

 ǦɆȅǠȅɉǟ ǯǠǪȹɋǟ ȤɆȱǠȮǩ .

4-ǥǿǟǻɋǟ:  ǦǱǠƩǟ ȜǤȖȱǠǣ ǠȺɆȲȝ ɂȦƸ ɍƂǙ  ȳǠȚȹ ǻɀǱȿɃǿǟǻǙ  ǥǻɀƨǟ ȔǤȒȱ ȯǠȞȥ ȳǠȚȹ ǦȞǣǠǪȵ ȿ ȨȲƪ Ʉȝǟȿ     ȿ

ȝ Ǩȝȁɀǩ Ǽȩ ǥǻɀƨǟ ǧǠɆȱȿǘȆȵ ȷǕ ǦȍǠǹ  ǦøȞǣǠǪȵ Ž ǦȵǠǩ ǦɆȱȿǘȆȵ ǥǿǟǻɌȱ ǨǶǤȍǕ ȿ ǦȦȲǪǺƫǟ ǧǠȝɀȶŎǟ ɂȲ

 ȻǾȽ  ǥǻɀƨǟ ǦǤȩǟȀȵ ȿ ǧǠȝɀȶŎǟ.

5-ǦɆȱɀȱǟ ǻǟɀƫǟ:  ȯɀȍɀȲȱ ǦȍǠƪǟ ǧǠǤȲȖǪƫǟ ȿ ǯǠǪȹɋǟ ǦȦȲȮǩ ǥǻǠɅȂȱ ǦǲɆǪȹƂǙ   ȯɀøȍɀȱǟ ȸȮȵǕ Ǽȩ ȼȹǠȥ ǦɆȱǠȝ ǥǻɀǱ

ƂǙ  ǻǟɀƫǟ ȸȵ ƘǮȭɍǠǣ ɄȦǩ Ɣȱǟ ǦȞȺȎƫǟ ǦǣɀȲȖƫǟ ǧǠǱǠɆǪǵı  ȸȵ ȸȮȶƫǟ ȸȵ ǴǤȍǕ ȼȹǕ Ǡȶȭȷɇǟ  ǥǻɀǱ ǿǠɆǪǹǟ

 Ž ǠȞǤǪȵ ȷǠȭ Ǡȶȭ ǥǻȀŎǟ ƙȞȱǠǣ ȌǶȥ ǻȀƭ ǦɆȲȶȞȱǟ ǴǤȎǩ Ɓ ȿ ǦǮɅǼƩǟ ǻǟɀƫǟ ȸȵ ƘǮȮȱǟ ȳǟǼǺǪȅǠǣ ǦɆȱȿɉǟ ǻǟɀƫǟ

 ɄȑǠƫǟ.

6-ǧɍɇǟ ǦǮɅǼƩǟ ǦɆȺȦȱǟ ȰǝǠȅɀȱǟ ȿ:  ǧǠǲǪȺƫǟ ɂȲȝ ǢȲȖȱǟ Ž ǥǻǠɅȂȱǟ ǧǻǕ ǼȪȱƂǙ  ȸȵ ƘǮȮȱǟ țǟȀǪǹǟǧǠȺɆȭǠƫǟ 

 ɄȦǩ Ɣȱǟ ǦȍǠƪǟǧǠǱǠɆǪǵɍǠǣ  ȻǾȽ ǧǼȝǠȅ Ǽȩȿ Û ǦǣɀȲȖƫǟǧǠȺɆȭǠƫǟ ǧɍɇǟ  ȯɀȍɀȱǟ ɂȲȝƂǙ   ȿ ǦøɆȱǠȝ Ǧȩǻ

 ƃǠǪȱǠǣƂǙ  ǦȞȦǩȀȵ ǥǻɀǱƂǙ  ƘǤȭ Ǽǵ.

 ǠǮȱǠǭ : ǥǻɀƨǟ ȤɆȱǠȮǩ:

      ȔǤȑ ȤɆȱǠȮǩ ȣȀȞǩ ǥǻɀƨǟ ȜȲȆȱǟ ǯǠǪȹɋ ǠȾȲȶƠ ǡɀȲȖƫǟ ȤɆȱǠȮǪȱǟ ǠŒǖǣ  ǥǻǼǂǟ ǥǻɀƨǟ ɁɀǪȆƞ ǧǠȵǼƪǟ ȿǕ1 ƙǤɅ ǬɆǵ

 ǥǻɀƨǟ ȤȲȭ ǧǠȹɀȮƫ ȌǺȲȵ ȻǠȹǻǕ ȯȿǼƨǟ .

1
.142علاء فرج الطاھر، مرجع سبق ذكره، ص 
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 ȴȩǿ ȯȿǼƨǟ)05 : (ǥǻɀƨǟ ȤȲȭ  

ǥǻɀƨǟ ȤɆȱǠȮǩƫǟȀȍǠȺȞȱǟ ȿ ȳɀȾȦ

1-ǦɅǠȩɀȱǟ ȤɆȱǠȮǩ  

 ǠȾǭȿǼǵ ȰǤȩ  ǒǠȖǹɉǟ ɃǻǠȦǪȱ ǠȾȥȀȍ ȴǪɅ Ɣȱǟ ȤɆȱǠȮǪȱǟ ɄȽȿ. ȸȮƹȿ  ǦøɅǠȩɀȱǟ ȤɆȱǠȮǩ ȴɆȆȪǩ

ƂǙ ȱǟ ǦɆȱǠǪȱǟ ȀȍǠȺȞ :  

- ȤɆȱǠȮǩǥǻɀǲȲȱ ȔɆȖǺǪȱǟÜ

-ǧǠɆȲȶȞȱǟ ǦǤȩǟȀȵ ȤɆȱǠȮǩÜ

-ǱǕ ȀɅɀȖǩ ȤɆȱǠȮǩǠȾǪȹǠɆȍ ȿ ǥǻɀƨǟ ȔǤȑ ǧǟǼȞȵ ǥȂȾÜ

-Ȯǩǥǻɀƨǟ ɁɀǪȆȵ ȜȥȀȱ ǢɅǿǼǪȱǟ ȤɆȱǠÜ

- ǥǻɀƨǟ ȔǤȒȱ ǦɅǿǠǩȀȮȆȱǟ ȤɅǿǠȎȵ ȰǮȵ ǦȩȀȦǪȵ ǦɅǠȩȿ ȤɆȱǠȮǩ.  

2-ȤȊȮȱǟ ȤɆȱǠȮǩ

 ȿǿǠǤǪǹɍǟ  

 ȨȦȺǩ Ɣȱǟ ȤɆȱǠȮǪȱǟ ɄȽȿɍǟ ǧǠɆȲȶȝ ɂȲȝ ɄȲȞȦȱǟ ǥǻɀƨǟ ɁɀǪȆȵ ȴɆɆȪǪȱ ȤȊȮȱǟ ȿ ǿǠǤǪǹ.

 ȤȊȮȱǟ ȤɆȱǠȮǩ ȴɆȆȪǩ ȸȮƹȿ ǦɆȱǠǪȱǟ ȀȍǠȺȞȱǟ ƂǙ ǿǠǤǪǹɍǟ ȿ:  

-ǧǟȀǪȊƫǟ ǻǟɀƫǟ ǿǠǤǪǹǟ ȤɆȱǠȮǩÜ

-ȰȶȞȱǟ ǧǠȵǼǹ ǧǠȥȿȀȎȵÜ

-Ⱥƫǟ ǥǻɀǱ ǿǠǤǪǹǟ ȤɆȱǠȮǩɄǝǠȾȺȱǟ ǰǪÜ

- ǻǟɀƫǟ ǿǠǤǪǹǟ ȤɆȱǠȮǩǒǠȺǭǕ ÜȰɆȢȊǪȱǟ

- ǻǟɀƫǟ ȤɆȱǠȮǩÜǿǠǤǪǹɍǟ ȿ ȤȊȮȱǟ ǧǠɆȲȶȞȱ ǦȵȁɎȱǟ

-ȍ ȤɆȱǠȮǩǥǻɀƨǟ ȔǤȑ ǧǟǼȞȵ ȿ ǥȂȾǱɉǟ ǦȹǠɆÜ

-ȰɆȶȞȱǟ ɁǼȱ ȼǪǣȀƟ ȿ ǰǪȺƫǟ ǢɆȭȀǩ ǒǠȺǭǕ ǿǠǤǪǹɍǟ ȤɆȱǠȮǩ.  

3-ǢɆȞƫǟ ȤɆȱǠȮǩ  

ȵ Ž ǦȲǮȶǪȵ ȤɆȱǠȮǩȞɆ ɄȽ ǠȽȀȍǠȺȝ ȿ ǯǠǪȹɋǟ ǧǠȑɀȥȀȵ ȿǕ ǧǠǣɀ:

- ȸȮƹ ɍ ɃǾȱǟ ǢɆȞƫǟ ȤɆȱǠȮǩ ȼǵɎȍǙ)ǥǻȀǹ( Ü

- ȸȮƹ ɃǾȱǟ ǢɆȞƫǟ ȤɆȱǠȮǩȼǵɎȍǙÜ 

- ȤɆȱǠȮǩǦɅǿǟǻǙ ȯǠȎǩɎȱ ǟ Ȝȵǥǻǿɀƫǟ ǻǟɀƫǟ ǢɆȝ ǢǤȆǣ ȸɅǻǿɀƫÜ

-ȲȮǪȱǟȰɆȶȞȱǟ ǧǠǱǠɆǪǵǟ ǠȾǤǤȆǩ Ɣȱǟ ǦȦÜ

- ǦȦȲȮǩǳɎȍǙ  ǰǪȺƫǟ ǡɀɆȝǒǠȺǭǕ ȰɆȶȞȱǟ  ǦȖȅǟɀǣ ȼȵǟǼǺǪȅǟÛ  Ɣȱǟ ȤɆȱǠȮǪȱǟ ɄȽ ȿ

ǖȊȺǩ  ȸȵǳɎȍǙ  ǰǪȺƫǟǒǠȺǭǕ  ȰɆȶȞȱǟ ɁǼȱ ȼȲɆȢȊǩ.  

4-ǦɆȲȮȱǟ ȤɆȱǠȮǪȱǟŎǟ ȤɆȱǠȮǩ țɀȶƭ Ž ȰǮȶǪǩ Ɣȱǟ ɄȽ ȿȀȭǾȱǟ ǦȪǣǠȆȱǟ ǫɎǮȱǟ ǧǠȝɀȶ.

ǿǼȎƫǟ : ǦǤȲȖȱǟ ǻǟǼȝǙ ȸȵ.  
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ǬȱǠǮȱǟ ǢȲȖƫǟ :  ǠȽǻǠȞǣǕ ȿ ǥǻɀƨǟ ǧǠǤȲȖǪȵ

ɍȿǕ : ǥǻɀƨǟ ǧǠǤȲȖǪȵ :ɄȲɅ ǠȶɆȥ ȰǮȶǪǩ ǦɆȅǠȅǕ ǧǠǤȲȖǪȵ ǦȆƦ ƂǙ ǠȾȦɆȺȎǩ ȸȮƹ (1):

1-ǒǟǻɉǟ ƘɅǠȞȵ ȳǟȀǪǵǟ 

  Ž ǒǟǻɉǟ ȨøȪǶǪɅ ȿ Û ȼɆȥ ǦȵǼǺǪȆƫǟ ǦɆȺȪǪȱǟ  ǧǟǒǠȦȮȱǟ ȯɎǹ ȸȵ ȀȾȚǩ Ɣȱǟ ȿ ǯɀǪȺȶȲȱ ǦɆȺȪǪȱǟ Ǣȹǟɀƨǟ ȸȝ ǒǟǻɉǟ ƎȞɅȿ

ȻȀȥɀǩ ȯɎǹ ȸȵ ǯɀǪȺƫǟ ǼɅǼȞȱǟ ɂȲȝ  ǦǣɎȎȱǟ Û ǥɀȪȱǟ Û ǦȝȀȆȱǟ ȰǮȵ ǦɆȆɆǝȀȱǟ ȿǕ ǦȵǠȞȱǟ ǧǠȦȎȱǟ ȸȵ.... ȰɆȶȞȱǟ ȷǚȥ Ǡȵɀȶȝȿ  ƀǙ

ɀǪɅ ǯɀǪȺȵ ɂȲȝ ȯɀȎƩǟ ȀȚǪȺɅ  øȪǩ ɂøȲȝ ǦȆȅǘƫǟ ǥǿǼȩ Ž ǦȪǮȱǟ ȿ ǠȾȺȝ ȸȲȞƫǟ ǦɆȺȪǪȱǟ ȌǝǠȎƪǟ Ȝȵ ȨȥǟƇǼ ǡɀøȲȖƫǟ ǒǟǻɉǟ          

 ȸȵȂȱǟ ȸȵ ǦȲɅɀȕ ǥǼƫ ȻǿǟȀȶǪȅǟ ȿ ǒǟǻɉǟ ɂȲȝ ȗǠȦƩǟ ȿ.  

2 ı ǦȦȲȮǪȱǟ 

ǦȦȲȮǪȱǟ ƘȊǩ ǯɀǪȺȶȲȱ ǦɅǻǠȎǪȩɍǟ Ǣȹǟɀƨǟ ƂǙȿȀȞȱǟ ȤȲǪƯ ƙǣ ȰȑǠȦɅ ȼȹǚȥ ǒǟȀȊȱǠǣ ȰɆȶȞȱǟ ȳɀȪɅ ǠȵǼȺȞȥ Û ȼȱ ǦȵǼȪƫǟ ȏ

 ȀȞȆȱǟ ǿǠɆȞȵ ɂȲȝ Ȭȱǽ Ž ǟǼȶǪȞȵ.  

3- ȴɆȲȆǪȱǟ ǥȀǪȥ 

  ǦøɆȝɀȺȱǟ ȿ ǦɆȶȮȱǟ ȿ ǻǼǂǟ Ǩȩɀȱǟ Ž ǯɀǪȺƫǟ ȴɆȲȆǪǣ ȳǟȂǪȱɍǟ ȿ ǒǠȥɀȱǟ ɁǼƞ ȨȲȞǪƫǟ ȸȵȂȱǟ ǼȞǣ ȸȝ ȴɆȲȆǪȱǟ ǥȀǪȥ ƎȞǩ

ǼȪȱǟ ȼȱ ȳɀɆȱǟ ȰɆȶȞȱǠȥ Û ǿǠɆǪǹɍǟ Ž ǦɆȹǠȮȵɋǟ ȼȱ ǨǶǤȍǕ ɃǾȱǟ ȰɆȶȞȱǟ ȰǤȩ ȸȵ ǦǣɀȲȖƫǟ ǯɀǪȺƫǟ ǒǟȀȊǣ ȨȲȞǪƫǟ ǿǟȀȪȱǟ ǻǠơǟ ɂȲȝ ǥǿ

   ǧǠøǤȲȖǪȵ ȴɆȲøȆǪȱǟ ǥȀǪȥ ȿ ǦȦȲȮǪȱǟ ȿ ǒǟǻɉǟ ȸȵ Ȱȭ ƎǪȞɅ ǬɆǵ ǿǠȚǪȹɍǟ ȰȒȦɅ ɍ ȿ ȼɆȱǙ ǦǱǠǵ Ž ɀȽ ɃǾȱǟ Ǩȩɀȱǟ Ž ȀȥɀǪƫǟ

ǟȀǪȥ ƂǙ  ǦǤȆȺȱǠǣ ȯǠƩǟ ɀȽ ȬȱǾȭ ǠȦȲȮȵ ȷɀȮɅ Ǡȵ ǥǻǠȝ ȜȦǩȀƫǟ ǒǟǻɉǠȥ ǦȲȪǪȆȵ Ƙȡȿ ȐȞǤȱǟ ǠȾȒȞǣ Ȝȵ ǦȖǣǟȀǪȵ ǢǤȆǣ ȴɆȲȆǪȱǟ ǧ

 ǦȱɀȪȺƫǟ ȯǟɀȵɉǟ ǼɆȶƟ ȿǕ ȸɅȂơ ȤɅǿǠȎȵ .  

4-ǧǠȵǼƪǟ

       ŹǦȥǠȑǙ ǦɆȲɆȶȮǪȱǟ ǧǠȵǼƪǟ ǦȍǠǹ ȿ ǥǻɀƨǟ ȳɀȾȦȵ ȀɅɀȖǩ ȿ ǦɆȶȺǩ Ž ȴȽǠȆɅ ɄȅǠȅǕ ǢȲȖȶȭ ǧǠȵǼƪǟ   ȣȀøȞɅ Ǡȵ ȿǕ

ȜɆǤȱǟ ǼȞǣ Ǡȵ ǧǠȵǼƝ Ȝȵ ȰȵǠȞǪȱǟ Ž ǦȝȀȆȱǟ ȿ ǥǻɀƨǟ ɁɀǪȆȵ ƂǙ ǧǠȵǼƪǟ ȻǾȽ ƘȊǩ ȿ Û  ɂøȲȝ ȴƬɀȎǵ ǼȞǣ ǒɎȶȞȱǟ ɃȿǠȮȉ

 ȰȮȊǩ ǦɆȅǠȅɉǟ ǧǠȵǼƪǟ ǨȹǠȭ ǟǽǚȥ ǦȵǼƪǟ ȿǕ ǦȞȲȆȱǟ80%  ǦɆȲɆȶȮǪȱǟ ǧǠȵǼƪǟ ȷǚȥ ǯɀǪȺƫǟ ȤɆȱǠȮǩ ȸȵƢ ȰǮ80%   ȸøȵ

ȰɆȶȞȱǟ ɂȲȝ ƘǭǖǪȱǟ.  

5- ȸȵɉǟ

       Ž ǟǿǠɆȞȵ ƎǪȞɅ ǬɆǵ Û ȳɀɆȱǟ ǒɎȶȞȱǟ ȰǤȩ ȸȵ ǠǣɀȲȖȵ ǦȞȲȆȱǟ ȳǟǼǺǪȅǟ ǼȺȝ ȸȵɉǟ Ƙȥɀǩ ǴǤȍǕ ȷɀȮɅ ȷǕ ȸȮƹ Ɏȥ ȼǩǟǽ Ǽǵ

   ȿǕ ǿǟȀøȑǕ ǢǤøȆǩ ȿǕ ǧɀƫǟ ƂǙ Ƀǻǘǩ ǫǻǟɀǵ ȿ ǿǠȖǹǕ ǫȿǼǵ ȳǼȝ ȷǠȶȑ ɂȲȝ ǟǿǻǠȩ ȷǠȭ ǟǽǕ ɍǙ Û ǦɆȱǠȝ ǥǻɀǱ ȿǽ ȳǠȚȹ

 ȜǝǠȒǤȱǟ Ž ȀǝǠȆǹ.  

(1)
ȸɅǼȱǟ ǿɀȹ ȷǠȺȝɀǣ :  ȋ Û ȻȀȭǽ ȨǤȅ ȜǱȀȵ10-12 .
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 ȨɆȪƠ Ȝȩǟɀȱǟ Žȸȵɉǟ  țɀȩȿ     ȯǠȶǪǵǠǣ ȨȲȞǪȵ ɁɀǪȆȵ ƅǻǕ Ȁȥɀǩ Ǣƶ ȬȱǾȱ ȼɆȱǙ ȯɀȍɀȱǟ ȰɆǶǪȆɅ ȀȵǕ ƎǪȞɅ ȨȲȖƫǟ

ǟɀǵ ǧǠɆȲȶȝ ȸȝ ǦƟǠȹ ǫǻǯǠǪȹɋǟ  ǯɀǪȺƫǟ ȿǕ.  

ǠɆȹǠǭ : ǥǻɀƨǟ ǻǠȞǣǕ :

ȳǠȩGARVINǣǪ Ž ǥǻɀƨǟ ǻǠȞǣǕ ȤɆȺȎ8 ɄȽ ȣǠȺȍǕ :

ǦȪǣǠȖƫǟ ÛǦɆȱɀȞƫǟ ÛȀȾȚƫǟ Û ǒǟǻɉǟ  ǦȵǼǺȲȱ ǦɆȲǣǠȪȱǟ ÛǦȹǠǪƫǟ Û)  ǦȹǠɆȎȱǟ(  ɁȀǹǕ ǧǠȦɆȺȎǩ ȫǠȺȽȿ  ǦȭǿǼƫǟ ǥǻɀƨǟ ȿ Û ǦɆȱǠȶƨǟ Û

 ɂȲȝ ȀȎǪȪǩ6 ǻǠȞǣǕ ǼȞǤǪȆɅ ǬɆǵ  ȸȵ Ȱȭ " ǦȪǣǠȖƫǟ " ȿ " ǦȭǿǼƫǟ ǥǻɀƨǟ "ƨǟ ǴȑɀɅ ȿ  ɀøȽȿ ǦǪȆȱǟ ǥǻɀƨǟ ǻǠȞǣǕ ƃǠǪȱǟ ȯȿǼ

ǠƩǟ Ǩȩɀȱǟ Ž Ǧȩǻ ȀǮȭɉǟ ȤɆȺȎǪȱǟȀȑ1

 ȴȩǿ ȯȿǼƨǟ)6( ǥǻɀƨǟ ǻǠȞǣǕ :

ǥǻɀƨǟ ǻǠȞǣǕǼȞǣ Ȱȭ ƖȞƫ ǴɆȑɀǪȱǟ

1-                  ǒǟǻɉǟPeroformance Ž ǳɀȑɀȱǟ ȿ ȷɀȲȱǟ ȰǮȵ ǯɀǪȺȶȲȱ ǦɆȅǠȅɉǟ ȌǝǠȎƪǟ

 ȷɀɅȂȦȲǪȱǟ ȁǠȾǱ ǦȱǠǵ Ž ǥǿɀȎȱǟ  

2-ȀȾȚƫǟȰǮȵ ǯɀǪȺȶȲȱ ǦɆȅǠȅɍǟ Ƙȡ ȌǝǠȎƪǟ:   Ȁȥɀøǩ ɁǼøȵ

ȷɀɅȂȦȲǪȱǟ ȁǠȾǱ ǦȱǠǵ Ž ǼȞǣ ȸȝ ǥȀȖɆȆȱǟ  

3-ǦɆȱɀȞƫǟRerability   ȰøȖȝ ȷȿǻ ǥǒǠøȦȮǣ ȰȶȞȱǠǣ ǯɀǪȺƫǟ ǿǟȀȶǪȅǟ ǦɆȱǠȶǪǵǟ

ǦȺɆȞȵ ǦɆȺȵȁ ǥȀǪȥ ȯɎǹ  ǥȀǪȦȱǟ ȬȲǩ ȯɀȕȿ Û  

4-         ǦȹǠǪƫǟDuralulityȼȱ ȜȩɀǪƫǟ ȀȶȞȱǟ ɀȽ ȿ ǰǪȺȶȲȱ ɄȲɆȢȊǪȱǟ ȰȶȞȱǟ ȯɀȕ ɁǼȵ

5-   ǦȵǼǺȲȱ ǦɆȲǣǠȪȱǟServiceality   ǦǣɀȞøȎȱǟ ǬøɆǵ ȸøȵ ǯɀǪȺƫǟ ǳɎȍǙ ǦɆȹǠȮȵǙ ɁǼȵ

 ǴɆȲȎǪȲȱ ǦȵȁɎȱǟ ǥȀǪȦȱǟ ȯɀȕ ȿ ǦȦȲȮȱǟ țǠȦǩǿǟ ȿ  

6-           ǦɆȱǠȶƨǟAesthetics ȼǪǶǝǟǿ Û ȼȩǟǾȵ Û ȻȀȾȚȵ ȿǼǤɅ ȤɆȭ....ƀǙ

ǿǼȎƫǟ :  ȋ Û ȨǣǠȅ ȜǱȀȵ Û ɄǝǠȖȱǟ ǃǟ ǼǤȝ Ǽȝǿ37   

1
  ȋ ÛȻȀȭǽ ȨǤȅ ȜǱȀȵ ÛɄǝǠȖȱǟ ǃǟ ǼǤȝ Ǽȝǿ36.  
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ƆǠǮȱǟ ǬǶǤƫǟ: ǦɆǶȎȱǟ ǧǠȵǼƪǟ ǥǻɀǱ

        ǼɅǟȂǩ ǢǤȆǣ Ȭȱǽ ȿ ǦȵǼǺȲȱ ǦǲǪȺƫǟ ǧǠȶȚȺƫǟ ǠȾɆȲȝ ȂȭȀǩ Ɣȱǟ ȳǠȾƫǟ ȸȵ ȀȑǠƩǟ Ǩȩɀȱǟ Ž ƎǪȞɅ ǦȵǼƪǟ ǥǻɀƛ ȳǠȶǪȽɍǟ ȷǙ

    ǠȾȵǼøȪǩ Ɣøȱǟ ǧǠȵǼøƪǟ Ž ǦȆȥǠȺƫǟ ȀȍǠȺȝ ȸȵ ɄȅǠȅǕ ȀȎȺȝ ǥǻɀƨǟ ȰǮƢ ǬɆǵ Û ɄȑǠƫǟ ǼȪȞȱǟ ȯɎǹ ƘǤȭ ȰȮȊǣ ǦȆȥǠȺƫǟ

Ž ǠȵǠȽ ǟǿȿǻ Ƀǻǘǩ ǽǙ ǦɆǶȎȱǟ ǧǠȶȚȺƫǟ ȷɀǣȂȱǟ ȰɆȒȦǩ ) ȐɅȀƫǟ(    ǦøȵǼȪƫǟ ǦøȵǼƪǟ ɁɀǪøȆƫ ȼȭǟǿǻǙȿ ȀǹǓ ȸȝ ɂȦȊǪȆƫ        

  ȀøȍǠȺȝ ȏȀȝ Ȝȵ ɄƸǿǠǪȱǟ ǠȽǿɀȖǩ ȿ ǦɆǶȎȱǟ ǦȵǼƪǟ ǥǻɀǱ ȳɀȾȦȵ ƇǼȪǩ ǬǶǤƫǟ ǟǾȽ Ž ȯȿǠǶȺȅ ȬȱǾȱ ȿ Û ǠȾɆȲȝ ȴȮƩǟ ȿ

 ǠőǠɅɀǪȆȵ ȿ ǠȾȥǟǼȽǕ ȤȲǪƯ ȿ ǦɆǶȎȱǟ ǧǠȵǼƪǟ ǥǻɀǱ.  

ȯȿɉǟ ǢȲȖƫǟ: Ǳ ȳɀȾȦȵ ɄƸǿǠǪȱǟ ǠȽǿɀȖǩ ȿ ǦɆǶȎȱǟ ǧǠȵǼƪǟ ǥǻɀ

ɍȿǕ: ǦɆǶȎȱǟ ǧǠȵǼƪǟ ǥǻɀǱ ȳɀȾȦȵ 

 ɍȿǕ ǧǠȵǼƪǟ ǥǻɀǱ ȣȀȞȹ ȷǕ Ǽǣɍ ǦɆǶȎȱǟ ǧǠȵǼƪǟ ǥǻɀǱ ȳɀȾȦƫ ȧȀȖǪȱǟ ȰǤȩ.  

ǦɆǱǿǠǹ ɁȀǹɉǟ ȿ ǦɆȲǹǟǻ ǠƵǟǼǵǙ ȀȚȹ ƔȾǱȿ ȸȵ ǧǠȵǼƪǟ ǥǻɀǱ ƂǙ ǥǻǠȝ ȀȚȺɅ :(1)

 ȃǠȅǕ ɂȲȝ ȳɀȪǩ ǦɆȲǹǟǼȱǟ ȀȚȺȱǟ ǦȾǱȿ ǠȾȅǠȅǕ ɂȲȝ Ǩȶȶȍ Ǽȩ ǦȵǼƪǟ ȷɀȮǩ Ɣȱǟ ǦɆȅǠɆȪȱǟ ǧǠȦȍǟɀƫǠǣ ȳǟȂǪȱɋǟ.

ǿǠƪǟ ȀȚȺȱǟ ǦȾǱȿǱ ǒɎȶȞȱǟ ǠȾȭǿǼɅ Ǡȶȭ ǦȵǼƪǟ ǥǻɀǱ ɂȲȝ ȂȮǩȀǩ ǦɆ

 ǠŒǖǣ ǦȵǼƪǟ ǥǻɀǱ ǠȒɅǕ ȣȀȞǩ " ǠȽǻǼƷ Ɣȱǟ ǧǠȦȍǟɀƫǟ ȿ ȷɀǣȂȱǟ ǧǠȞȩɀǩ Ȝȵ ǦȦȲǪǺƫǟ ǧǠȵǼƪǟ ȨǣǠȖǩ ȿ ȳǠǲȆȹǟ "(2)

ǥǻɀǲȲȱ ǦǤȆȺȱǠǣ ǠȵǕ  ǠŒǠǣ ǨȥȀȝ ǼȦȩ ǦɆǶȎȱǟ ǧǠȵǼƪǟ Ž "   Ȱøǣ ȔøȪȥ ǦɆȲȞȦȱǟ ǦȵǼƪǟ ȀȽɀǱ ȸȶȒǪǩɍ Ɣȱǟ ǧǠȵǼƪǟ Ǧȝɀȶƭ

 ɄȒɅȀȶǪȱǟ ȿ ƑȖȱǟ ǿ ǻǠȮȱǠǣ ȐɅȀƫǟ țǠȺǪȩǟ ɁǼȵ ɂȲȝ ǠȒɅǕ ȰȶȊǩ.(3)

 ɁȀɅȿ( adidisdonabedin)  ɄȽ ǦɆǶȎȱǟ ǧǠȵǼƪǟ Ž ǥǻɀƨǟ ȷǖǣ "ȂɅ ɃǾȱǟ ǡɀȲȅɉǠǣ ǦɆǤȖȱǟ ǦɆȺȪǪȱǟ ȳɀȲȞȱǟ ȨɆǤȖǩ ȸȵ ǼɅ

  ɁǼøƫǟ ɂȲȝ ǼȶǪȞɅ ǥǻɀƨǟ ɁɀǪȆȵ ȷǙ ɃǕ ȨɆǤȖǪȱǟ ǟǾƬ ǦǲɆǪȹ ȀȕǠƯ ǫȿǼǵ ȯǠȶǪǵǟ Ž ǥǻǠɅȁ ɃǕ ȷȿǼǣ ǦȵǠȞȱǟ ǦǶȎȲȱ ǠőǼǝǠȥ

 ǼǝǟɀȦȱǟ ȿ ȀȕǠǺƫǟ ƙǣ ǦȹȁǟɀȶȲȱ ǡɀȲȖƫǟ. "(4)

 ǠŒǖǣ ǦɆǶȎȱǟ ǥǻɀƨǟ ǧǠɆȦȊǪȆȶȲȱ ǦȭȀǪȊƫǟ ǦɆȮɅȀȵɉǟ ǦǞɆƬǟ ȣȀȞǩ ȿ " Ž ǦɆǶȎȱǟ ǦɅǠȝȀȱǟ ȸȮƢ ǦǱǿǻ ȯǠȶǪǵǟ ǥǻǠɅȁ

 ȐɅȀȶȲȱ ǦǣɀȡȀƫǟ ǰǝǠǪȺȱǟ ȨɆȪƠ "(5)

 ǦȲȵǠȞǪƫǟ ȿ ǠȾɆȥ ǦȲȵǠȞȱǟ ǦɅȀȊǤȱǟ ǧǠǞȦȱǟ ȣɎǪǹǠǣ ǦɆǶȎȱǟ ǦȶȚȺƫǟ ǦǞɆǣ Ž ǦɆǶȎȱǟ ǧǠȵǼƪǟ ǥǻɀǱ ȳɀȾȦȵ ȤȲǪƸ Ǡȶȭ

ƃǠǪȱǟ ȯȿǼƨǟ Ž ƙǤȭ ɀȽ Ǡȶȭ ǠȾȞȵ:

(1)
 ɎȞȵ ɄǱǠȹǒɎȶȞȱǟ ǦȵǼǹ Û ȓ Û1  Û ȷǠȶȝ Û ȜɅȁɀǪȱǟ ȿ ȀȊȺȲȱ ȳȂȵȁ Û2010  ȋ Û194 .  

(2) ƨǟ Ȁȶȝ ſǠȍȀ ȋ Û ȻȀȭǽ ȨǤȅ ȜǱȀȵ Û ɃȀɅ10 .  
(3) ȨǣǠȆȱǟ ȜǱȀƫǟ ȄȦȹ  ȋ Û10 .  
(4)  ȨǣǠȆȱǟ ȜǱȀƫǟ ȄȦȹ.  
(5) ȨǣǠȆȱǟ ȜǱȀƫǟ ȄȦȹ  
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 ȴȩǿ ȯȿǼƨǟ)7 :( ǦȶȚȺƫǟ ǦǞɆǣ Ž ǦɆǶȎȱǟ ǦȵǼƪǟ ǥǻɀǱ ȳɀȾȦȵǦɆǶȎȱǟ  

ǠȾȞȵ ǦȲȵǠȞǪƫǟ ȿ ǠȾɆȥ ǦȲȵǠȞȱǟ ǦɅȀȊǤȱǟ ǧǠǞȦȱǟǦɆǶȎȱǟ ǦȵǼƪǟ ǥǻɀǱ ȤɅȀȞǩ

ȐɅȀƫǟ  

 ȸȵ ȴȾȦǩ ȿ ȤȕǠȞǩ ȿ ȳǠȶǪȽǟ ȿ ȳǟȀǪǵǠǣ ǦȲȵǠȞȵ ƗȞǩ ɄȾȥ

 ȰȮȊǣ Ǡŏ ȰȎǪɅ ȿ ȬǪƷ Ɣȱǟ ǦɅȀȊǤȱǟ ȀȍǠȺȞȱǟ ǦȥǠȭ ȰǤȩ

ɂȦȊǪȆƫǟ Ž ȼǪȵǠȩ ȿ ȻǼǱǟɀǩ ǒǠȺǭǕ ȀȉǠǤȵ Ƙȡ ȿǕ ȀȉǠǤȵ  

ǒǠǤȕɉǟ  
ƗȞǩ ȿ    ȿ ȣǿǠøȞƫǟ ȸøȵ ɁɀǪøȆȵ ɂȲȝǕ Ƙȥɀǩ ǒǠǤȕɍǟ

ɂȑȀƫǟ ǦɅǠȝȀȱ ǥȂȾǱɉǟȿ ǦɆǤȖȱǟ ǧǟǿǠȾƫǟ  

ƙȮȱǠƫǟ  
 ƇǼȪǪȱ ǧɎɆȾȆǪȱǟ ȰȒȥǕ ȿ ƙȲȵǠȞȱǟ ȸȆǵǕ ɂȲȝ ȯɀȎƩǟ

ȸǝǠǣȂȲȱ ǦȵǼƪǟ  

ǥǿǟǻɋǟ  

  ǦøȵȁɎȱǟ ǦɅǻǠƫǟ ȿ ǦɅȀȊǤȱǟ ȀȍǠȺȞȱǟ ȰȒȥǕ Ƙȥɀǩ ǠƬ ƗȞǩȿ

 ǧǠȵǼƪǟ ȻǾȽ ɃǻȿȂȵ ȿ ǒǠǤȕɉǟ ȳǠɆȩ ȿ ǧǠȵǼƪǟ ƇǼȪǪȱ

    ȀøȍǠȺȞȱǟ ȴɆøȲȞǩȿ ǢɅǿǼøǩ ȿ ȴőǠȵǼƪ ȀȶǪȆƫǟ ȴɆɆȪǪȱǟ

  ȻǾøƬ ȀȶǪȆƫǟ ȸȆǶǪȱǟ ȷǠȶȒȱ ǦȶȚȺƫǟ Ž ǦȲȵǠȞȱǟ ǦɅȀȊǤȱǟ

 ǧǠȵǼƪǟ  

 ǦȱȿǼȱ ǠɆȲȞȱǟ ǥǻǠɆȪȱǟ)  ɄȅǠɆȅ ǿɀȚȺȵ(

ǮƢ ȀɅɀȖǩ ȿ ȴȝǻ Ž ȼǩǻǠɆȩ ǒǟǻǕ ȸȝ ȸȕǟɀƫǟ Ǡȑǿ ɁǼȵ Ȱ

 ɄǶȎȱǟ ȳǠȚȺȱǟ ǥǻǠȥǙ Ǩȩɀȱǟ ȄȦȹ Žȿ Û ǦɆǶȎȱǟ ǦȵǼƪǟ

ǦȵǼǹ ȸȵ ȼȵǼȪɅ Ǡȵ Ȝȵ ȤɅǿǠȎȵ ȷȁǟɀǩ ǦɆǵǠȹ ȸȵ  

ǿǼȎƫǟ : ǦǤȲȖȱǟ ǻǟǼȝǙ ȸȵ  

ƃǠǪȱǟ ȰȮȊȱǟ ȌȲǺǪȆȹ ǦɆǶȎȱǟ ǦȵǼƪǟ ǥǻɀƨ ǦȪǣǠȆȱǟ ǧǠȦɅȀȞǪȱǟ ɂȲȝ ǟǒǠȺǣȿ :

 ȴȩǿ ȰȮȊȱǟ)6(: ǥǻɀǱ ǦɆǶȎȱǟ ǧǠȵǼƪǟ  

ǿǼȎƫǟ : ǦǤȲȖȱǟ ǻǟǼȝǙ ȸȵ.  

ǦɆǶȎȱǟ ǦȵǼƪǟ ǥǻɀǱ

ȐɅȀƫǟ ȸȵ ǥɀǱȀƫǟ ǰǝǠǪȺȱǟ ȨɆȪƠ ǥǻǠɅȁ

 ȀȕǠǺƫǟ ȿ ǼǝǟɀȦȱǟ ƙǣ Ǧȹȁǟɀƫǟ

 ǧǠȵǼƪǟ ȰȶȊǩ Ȱǣ ȔȪȥ ǦȵǼƪǟ ȀȽɀǱ ȸȶȒǪǩ ɍ

ɅǕ ǦȖɆǂǟǠȒ
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ǠɆȹǠǭ :ǿɀȖǪȱǟ  ǦɆǶȎȱǟ ǧǠȵǼƪǟ ǥǻɀƨ ɄƸǿǠǪȱǟ

 ǦȺǲȲȱǟ ȀɅȀȪǩ ȷǙǦɆȶɆȲȩɋǟ  ȸȵ ǥȀȪȦȲȱ ǥȀȽǠȪȱǟ Û Ȕȅȿɉǟ ȧȀȊȲȱ)1-4(  ȀǣɀǪȭǕ2000    ǥǻɀøǱ ǿɀøȖǩ ȯɀǵ ȳ

   ȷǟǼøȲǤȱǟ ȼøǣ ȀƢ ɃǾȱǟ ǿɀȖǪȱǟ ɁɀǪȆȵ ȿ ȷǠȵȁɉǟ ȣɎǪǹǠǣ ȤȲǪƯ ȰȮȊǣ ȼɆȱǙ ȀȚȺɅ ǥǻɀƨǟ ǴȲȖȎȵ ȷǖǣ ƘȊɅ ǦɆǶȎȱǟ ǦɅǠȝȀȱǟ

ǬɆǵ :(1)

1-ǻɎɆƫǟ ȰǤȩ ȀȎȝ :ɀȵǠǵ ȬȲƫǟ ȀȎȝ Ž ƃǟɀǵ ȰǣǠǣ Ž Ÿǟǿ3000    ǻǠȞǤǪøȅǟ ƗøȞǩ ǥǻɀƨǟ ǨȹǠȭ ǻɎɆƫǟ ȰǤȩ ǦȺȅ

 ǠȪɆǤȖǩ ȼǣ ǟɀȵǠȩ Ǡȵ ȰǮƞ ȷɀȲȵǠȞɅ ȿ ǡǠȪȞȱǟ ȿ ȋǠȎȪȲȱ ȷɀȑȀȞǪɅ ǒǠȖǹɉǟ ȷɀȥȀǪȪɅ ȸɅǾȱǟ ȿ Û ǒǠȖǹɉǟǕǼǤƫ  ȸȆȱǟ ȿ ƙȞȱǠǣ ƙȞȱǟ

 ǡǠȪȞȱǟ ȿ ǖȖƪǟ ǦɆȊǹ ǢȖȱǟ ȯǠƭ ȸȝ ȰȶȞȱǟ Ž ȷȿǼȞǪǤɅ ǻǟȀȥɍǟ ȰȞǱ Ǡư ȸȆȱǠǣ

2-ɃǻɎɆƫǟ ȜǣǠȆȱǟ ȷȀȪȱǟ ȰǝǟȿǕ :   ǿǠøȮȥǕ ȸøȵ ȴȲȅ ȿ ȼɆȲȝ ǃǟ ɂȲȍ ǼȶƮ ƑȺȱǟ ȼȲǹǻǟ Ǡƞ ǦɆȵɎȅɋǟǥǿǠȒƩǟ ǧȀȽǻȁǟ

 ȷǠȪǩɋǟ ƗȞǩ ǥǻɀƨǟ ȷǖǣ ǧȀȾșǕ Ɣȱǟ ȿ ǥǼɅǼǱ

3-ȀȊȝ ȜȅǠǪȱǟ ȷȀȪȱǟ ȓǠȅȿǕ : ȯǠȶȝǕ ǿɀȾș Ȝȵ) ȰɆȦȺǪɅǠȹ ȄȹǟǿɀȲȥ(  ƏȆƠ ȿ ǒǟǻɉǟ ȃǠɆȩ ǥȀȮȥ ǨȲǹǻǕ Ɣȱǟ ǦȑȀȶƫǟ

ǠɆȲȶȞȱǟ   ǥǻɀøǱ ȷǠȶøȑ Ž ǠȶȾȵ ǠȪȲȖȺȵ ƎǪȞɅ Û ɂǵȀƨǟ ǻɀȺƨǟ ƙǣ ǧǠɆȥɀȱǟ ȯǼȞȵ ȐȦǹ Ž ƘǤȭ ȰȮȊǣ ǨƵǠȅ Ɣȱǟ ȿ ǧ

 Ǡŏ ȣǟȀǪȝɍǟ ȿ ǦɆǶȎȱǟ ǧǠȵǼƪǟ

4-ȸɅȀȊȞȱǟ ȷȀȪȱǟ :  ǦȺǲȲȱǟ ǒǠȊȹǙ ŹǦɆȮɅȀȵɉǟ  ȳǠȝ ǧǠɆȦȊǪȆƫǟ ǻǠȶǪȝɎȱ ǦȭȀǪȊƫǟ1952   Ǩøȩɀȱǟ Ž ɂȶȆǩ Ɣȱǟ ȿ ȳ

 ȳǠȩ Ǡȶȭ Û ǦɆǶȎȱǟ ǦɅǠȝȀȱǟ ǧǠȆȅǘȵ ǻǠȶǪȝɍ ǦȭȀǪȊƫǟ ǦȺǲȲȱǟ ȴȅǠǣ ȀȑǠƩǟ) ȣǠǣ ǼɆǣǠȹȿǻ(  ȳǠȝ1966   ǯǽɀøƴ ȯǠǹǻǚǣ ȳ

Ƚɍǟ ȯɀƠ ȸɅȀȊȞȱǟ ȷȀȪȱǟ ȸȵ ǧǠȺɆȞǤȆȱǟ Ž ȿ Û ǦȖɆȆǤȱǟ ȴȚȺȱǟ ǦɅȀȚȹ ɂȲȝ ȴǝǠȪȱǟ ǥǻɀƨǟ ȃǠɆȪȱ ƂǙ ǦɆȺǤȱǠǣ ǦȪȲȞǪƫǟ ƘɅǠȞƫǟ ȸȵ ȳǠȶǪ

 ǦɆȲȶȞȱǠǣ ǦȪȲȞǪƫǟ ƘɅǠȞƫǟ. ȰǝɍǼȱǟ ȐȞǣ ǧǼȶǪȝǟ ȿǦɅǻǠȉǿɋǟ   ǦɆǶøȎȱǟ ǦɅǠȝȀȱǟ țǠȖȩ ǼǹǕ ǧǠȺɆȹǠȶǮȱǟ ǼȪȝ Ž ȿ Û ȏȀȢȱǟ ǟǾƬ

 ɂȖȝǕ ȿ ǠȽȀɅɀȖǩ ȿ ǥǻɀƨǟ ȃǠɆȩ ȨɅȀȕ ȸȝ ǬǶǤɅǦɆƵǕ ȪȲȞǪƫǟ ƘɅǠȞƫǟ ƂǙ ȯɀƠ ȿ ǦɆȲȶȞȱǠǣ ǦȪȲȞǪƫǟ ƘɅǠȞȶȲȱ   Ǽøȩ ȿ ǦøǲɆǪȺȱǠǣ Ǧ

ǒǟǻɉǟ ƙȆƠ ȿ ǦɆȲȮȱǟ ǥǻɀǲȲȱ ȀȶǪȆƫǟ ƙȆǶǪȱǟ ɀƲ ɄȞȆȱǟ ȀȶǪȅǟ(2)    ȳǠøȶǪȽɍǟ ɀøȽ ƃǠƩǟ Ǩȩɀȱǟ Ž ǼǝǠȆȱǟ ȻǠƟɍǟ ǴǤȍǕ ȿ

 ǠőǻɀǱ ƙȆƠ Ž ǦƵǠȆƫǟ ȿ ǥƘǹɉǟ ȻǾȽ ǯǠǪȹǙ Ž ǦɆǶȎȱǟ ǦȵǼƪǟ ȬȲȾǪȆȵ ȫǟȀȉǚǣ ǼɅǟȂǪƫǟ.(3)

(1)
 Û ȜɅȁɀǪȱǟ ȿ ȀȊȺȲȱ ǰȽǠȺƫǟ ǿǟǻ Û ɄȝǠȶǪǱɍǟ ȿ ɄǶȎȱǟ ȨɅǘȆǪȱǟ Û ȤȅɀɅ ȷǠȶǮȝ ǦȺɅǻǿ Û  ȷǠȶȝ2008 ȋ Û23 -24 .  

(2)  ȨǣǠȆȱǟ ȜǱȀƫǟ ȄȦȹ  
(3)  ȋ Û ȻȀȭǽ ȨǤȅ ȜǱȀȵ Û ȿƘȢȍ ǥǠƱ38 .
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ƆǠǮȱǟ ǢȲȖƫǟ : ǦɆǶȎȱǟ ǧǠȵǼƪǟ ǥǻɀǱ ȀȍǠȺȝ 

     ȀȍǠȺȝ ǥǼȝ ȫǠȺȽǦɆȅǠȅǕ Ž ȰǮȶǪǩ ȿ ǦɆǶȎȱǟ ǦɅǠȝȀȱǟ Ž ǥǻɀƨǟ ȀȽɀǱ ȰȮȊǩ : ǦȵǼƪǟ ȯǠȺȵ ǦȱɀȾȅ Û ǦȵǼƪǟ ǼǱǟɀǩ  

ƃǟɀƫǟ ȰȮȊȱǟ ǴȑɀɅ Ǡȶȭ ǠȽƘȡ ȿ ǠȾǪɆȱɀƽ ȿ   

ȴȩǿ ȰȮȊȱǟ)7(: ǦɆǶȎȱǟ ǧǠȵǼƪǟ ǥǻɀǱ ȀȍǠȺȝ   

ǿǼȎƫǟ :  ȋ Û ȨǣǠȅ ȜǱȀȵ Û ǧǟƘȎȹ ȨɆȥɀǩ ǼɅȀȥ75-81 ȣȀȎǪǣ  

1-  ǧǠȵǼƪǟ ǼǱǟɀǩ)avoilabiltiyof services(

 ǧǠȵǼƪǟ ȻǾŏ ƙȱɀȶȊƫǟ ǻǟȀȥɊȱ ǦɆǶȎȱǟ ǧǠǱǠɆǪǵɍǟ ǦɆǤȲǪȱ ǦȵȁɎȱǟ ǦɆȶȮȱǟ ǦɅǠȦȮȱǟ ƂǙ ǧǠȵǼƪǟ ǼǱǟɀǩ ȳɀȾȦȵ ƘȊɅ

 ǢȆȹ ȰȮȉ ɂȲȝ ǦɆȶȭ ȴɆȽǠȦƞ ǥǻǠȝ ǦȵǼƪǟ ǼǱǟɀǩ ȃǠɆȩ ȴǪɅ ȿ Û ǧǠǱǠƩǟ ǦɆǤȲǩ ȴǪɅ ȼȞȵ ɃǾȱǟ ȴȮȱǠǣ ǠȺȽ ǥǒǠȦȮȱǟ ȧȀȞǩ ǬɆǵ

Ȇȅǘƫǟ ǻǼȝ ȿ ǦȵǼƪǟ ǦȪȖȺȵ ȷǠȮȅ ǻǼȝ ƙǣ ǥǻǼǂǟ ǦȪȖȺƫǟ Ž ȷǠȮȆȱǟ ǒɍǘƬ ǧǠȵǼƪǟ ȳǼȪǩ Ɣȱǟ ǦɆȺȾƫǟ ǦɅȀȊǤȱǟ ȀȍǠȺȞȱǟ ȿ ǧǠ

 ǻǼȝ ǦǤȆȹ Û ȯǠǮƫǟ ȰɆǤȅ ɂȲȝ ǢȆȺȱǟ ȻǾȽ ȿǒǠǤȕɉǟ  ȰȮȱȤȱǕ  ɂȦȊǪȆȵ ȿ ɄǶȍ ȂȭȀȵ ȰȮȱ ȷǠȮȆȱǟ ȸȵ(1).

2- ǦȵǼƪǟ ȯǠȺȵ ǦȱɀȾȅ)accessibility of services(

 ƙǣ ȿ ǦɆǶȎȱǟ ǧǠȵǼǺȲȱ ǯǠǪǂǟ ȌǺȊȱǟ ƙǣ Ǡȵ ȀȉǠǤƫǟ ȯǠȎǩɍǟ Ž ɄȽ ǦɆǶȎȱǟ ǦɅǠȝȀȱǟ ǿɀƮ ȷǙȋǠǺȉɉǟ   ȸɅǾøȱǟ

ǼɆǱ ɄǶȍ ȳǠȚȹ ƂǙ ȰȎȹ ȸȱ ƙȥȀȖȱǟ ƙǣ ȯǠȎǩɍǟ ȿ ǦȩɎȞȱǟ ȻǾȽ ȨȪǶǪǩ ȷǕ ȰǤȩ ȿ ǠŒɀȵǼȪɅ(2)  ǼɆƨǟ ȯǠȺƫǟ ǦȱɀȾȅ ȷǠȶȒȱ ȿ

 Ƙȥɀǩ ǥǠȝǟȀȵ ȸȵ Ǽǣɍ ǧǠȵǼǺȲȱǿɀȵɉǟ ǦɆȱǠǪȱǟ (3):

 Ž ǧǠȵǼƪǟ ƘȥɀǩȸȭǠȵǕ  ǻǟȀȥɉǟ ǼǱǟɀǩ

 ȿ ǠƬ ȼȱǠȶȞǪȅǟ ȿ ǦȵǼƪǟ ƂǙ ǻȀȥ Ȱȭ ȯɀȍȿ ȷǠȶȑȷǠȮƫǟ ȿ ȷǠȵȂȱǟ Ž Ǡŏ țǠȦǪȹɍǟ.

(1)  ȋ Û ȻȀȭǽ ȨǤȅ ȜǱȀȵ Û ǧǟƘȎȹ ȨɆȥɀǩ ǼɅȀȥ74 .  
(2)  ȓ Û ǦɆǶȎȱǟ ǧǠȆȅǘƫǟ ȿ ǧǠȵǼƪǟ ǥǿǟǻǙ Û ǦȹǠȝɀǣ ɃǼȾƫǟ ǼǤȝ1  Û ȜɅȁɀǪȱǟ ȿ ȀȊȺȲȱ ǼȵǠǵ ǿǟǻ Û2004  ȋ Û43 .  
(3)  Û ǧǟƘȎȹ ȨɆȥɀǩ ǼɅȀȥ ÛȨǣǠȆȱǟ ȜǱȀƫǟ ȄȦȹ ȋ76 .
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 ȿǕ ǦɅǻǠȵ Û ǦɆȶɆȚȺǩ Û ǦɆȱǠȵ Ȩǝǟɀȝ ǨȹǠȭǕ ǒǟɀȅ Ǡŏ țǠȦǪȹɍǟ ȿ ǦȵǼǺȲȱ ǻȀȦȱǟ ȯɀȍȿ ȸȵ ǼƠ Ǽȩ Ȩǝǟɀȝ ǦɅǕ ǦȱǟȁǙǦɆȝǠȶǪǱǟ

1-ǦȵǼƪǟ ǦɆȱɀƽ )comprehensiveness of services(:(1)

 ȻǾȽ ɄȖȢǩ ǬɆƜ ǠȽȀȭǽ ȳǼȪǩ Ɣȱǟ ǦȦȲǪǺƫǟ ǠőǠɅɀǪȆƞ ǦɆǶȎȱǟ ǦɅǠȝȀȱǟ ǧǠȵǼǹ Ƙȥɀǩ ǧǠȵǼƪǟ ǦɆȱɀƽ ȳɀȾȦȵ ȸȶȒǪɅ

ɄȲɅ Ǡȵ ɂȲȝ ǧǠȵǼƪǟ ǦɆȱɀƽ ȳɀȾȦȵ ȨɆȪƠ ǢȲȖǪɅ Ǡȶȭ Û ǴɆǶȎȱǟ ǠȾȵɀȾȦƞ ǦɆǶȎȱǟ ǦɅǠȝȀȲȱ ȰȵǠȮȱǟ ɁǼƫ ǧǠȵǼƪǟ :

 ȼȵǼȪɅ Ǡȵ ɂȲȝ ǦɆǶȎȱǟ ǧǠȵǼƪǟ ǿǠȎǪȩǟ ȳǼȝǒǠǤȕɉǟ  ǠȾȵǼȪɅ Ɣȱǟ ǧǠȵǼƪǟ ǦȥǠȭ ȰȶȊǩ ȷǕ Ǽǣɍ Ȱǣ ǧǠȵǼǹ ȸȵǒǠȒȝɉǟ 

  ȷǟǼøɆƫǟ Ž ƙȲȵǠȞȱǟ ȸȵ ȴȽƘȡ ȿ ǦɅǾȢǪȱǟ ɄǝǠȎǹǕ ȿ Û ǦȱǻǠɆȎȱǟ ȿ ǧǠȑȀȶƫǟ ǧǠȵǼǺȭ Û ǦɆǶȎȱǟ ǦɅǠȝȀȱǟ ȨɅȀȥ Ž ȷȿȀǹɇǟ

 ɄǶȎȱǟ.

 ȳɀȲȞȱǟ ǧǠȆȅǘȵ ȿ ǧǔȊȺȵ ǦȥǠȭ Ƙȥɀǩ ǠȾȺɆȆƠ ȿ ǦǶȎȱǟ ɂȲȝ ȗǠȦǶȲȱ ǦɅǿȿȀȒȱǟ ǥǼȹǠȆƫǟ ȿ ǦɆǶȎȱǟ ȳɀȲȞȱǟ ȿ ǦɆǤȖȱǟ.

 ǦɆǶȎȱǟ ǦɅǠȝȀȲȱ ǦɅǿȿȀȒȱǟ ǧǠȵȂȲǪȆƫǟ ȿ ǧǟǼȾƫǟ ȿ ǥȂȾǱɉǟ ǦȥǠȭ ȯǠȶȞǪȅǟȿ Ƙȥɀǩ.

 ȔȪȥ ɄǱɀȱɀɆǣ ȳǠȚȺȭ ȄɆȱȿ ȐɅȀƫǟ Ȝȵ ȰȵǠȞǪȱǟ

2-ǦȵǼƪǟ ǦɅǿǟȀȶǪȅǙ )( continy of servic:

ȵ ǦɆǶȎȱǟ ǧǠȵǼƪǟ ǥǿǟǻǕ ȷǙ    ȻǾøȽ ɄȵǼøȪƞ ȐɅȀøƫǟ ǦȩɎȝ ǦɅǿǟȀȶǪȅǟ ȿ ǦɆǶȎȱǟ ǧǠȵǼƪǟ ǦɅǿǟȀȶǪȅǟ Ǧȵǟǻǚǣ ǦǤȱǠȖ

   ȄɆøȱ ȿ ȰøȮȭ ȌǺȊȱǠǣ ǦɅǠȺȞȱǟ ɄȽ ǦɆǶȎȱǟ ǦɅǠȝȀȱǟ ǧǟǒǟȀǱǙ ȷǕ ƗȞǩ ǦɅǿǟȀȶǪȅɍǟ ȷǚȥ ȐɅȀƫǟ ȀȚȹ ǦȾǱȿ ɄȾȥ ǧǠȵǼƪǟ

ƙǣǠȵ ǦȩɎȞȱǟ ǦɅǿǟȀȶǪȅǙ ȯɎǹ ȸȵ ȨȪǶǪɅ ǟǾȽȿ Û ȴȆǱ ǦȶȚȹǕ ȿ ǒǠȒȝǕ ȿ ǠɅɎǹ ȿ ǒǟȂǱǖȭ  Û ǠȾɆȵǼȪȵ ȿ ǦɆǶȎȱǟ ǦȵǼƪǟ ƑȱǠȕ

  ȿ ȸȕɀøȱǟ ȿǕ ȜȶǪŎǟ Ž ǦɆǶȎȱǟ ǦɅǠȝȀȱǟ ǧǠȵǼǹ ƙǣ ǦȪȆȺȵȿ ǠƬ ȔȖƯ ǧǠȩɎȝ ƗȞǩ ǦɅǿǟȀȶǪȅɍǟ ȷǚȥ ȜȶǪŎǟ ȀȚȹ ǦȾǱȿ ȸȵȿ

 ǦȪȖȺƫǟ Ž ǥǼǱǟɀǪȵ ȿǕ ǥǿȿǠƭ ǦɆǶȍ ǧǠȵǼǹ Ȝȵ ȨȆȺȵ ȿ ǠƬ ȔȖƯ ǧǠȵǼǹ ȬȱǾȭ(2)

3-ǦȵǼƪǟ ǥǒǠȦȭ )eeffeciency of servic(:   ǦøǵǠǪƫǟ ǻǿǟɀƫǟ ȴɆȚȺǩ ȸȆǵ ƂǙ ǧǠȵǼƪǟ ǥǒǠȦȭ ȳɀȾȦȵ ƘȊɅ

  ȿ ǦøɅǻȿǼǶƞ ȤȎǪǩ Ɣȱǟ ȿ ǻǿǟɀƫǟ ȻǾȽ ɂȲȝ ǦȚȥǠǂǟ Ȝȵ ǥǻǼǂǟ ȣǟǼȽɉǟ ȨɆȪǶǪȱ ȰǮȵǕ ȰȮȊǣ ǠȾȵǟǼǺǪȅǟ ȿ ɄǶȎȱǟ țǠȖȪȲȱ

Ɠǵ ȿ ǧǠȞȶǪŎǟ ǦȥǠȭ Ž ǥǻȿǼƮ ɄȽ ɄǶȎȱǟ țǠȖȪȲȱ ǦǵǠǪƫǟ ǻǿǟɀƫǟ ȳǕ ȣȿȀȞƫǟ ȸȶȥ ǦȦȲȮǪȱǟ țǠȦǩǿǟ  Ȭȱǽ ɂȲȝ ȿ ǠȾȺȵ ǦȵǼȪǪƫǟ

 ȿ ǻǿǟɀƫǟ ȻǾȽ ǦɅǻȿǼƮ ǦȲȮȊƫ ǼɆǵɀȱǟ ȰƩǟ ɀȽ ǥǻȿǼƮ Ƙȡ ǦǶȎȱǟ ǦɆǤȲǪȱ ǠȾȵǟǼǺǪȅǟ ǥǒǠȦȮȱǟ ȸȵ ǦɆȱǠȝ ǦǱǿǻ ɂȲȝ ǦȚȥǠǂǟ ȷǚȥ

  ȸøȵ Ǽǣɍ ȿ Û ǦɆǶȎȱǟ ǧǠȵǼǺȲȱ ȯǠȞȦȱǟ ȳǟǼǺǪȅɍǟ ȿ ȴɆȲȆȱǟ ȴɆȚȺǪȱǟ ȿ ǼɆȉȀȱǟ ȔɆȖǺǪȱǠǣ ɍǙ ƖȆǪɅɍ ǟǾȽȿ Û ǦȞȦǩȀƫǟ ǠȾǪȦȲȭ

 ɄǶȎȱǟ ȳǠȚȺȱǟ ǥǿǟǻɋ ǥȀȥɀǪƫǟ ǦɅǿǟǻɍǟ ǥǒǠȦȮȱǟ ɁǼȵ ɂȲȝ ǼȶǪȞɅ ǧǠȵǼƪǟ ǥǒǠȦȭ ȨɆȪƠ ȷǕ ɂȲȝ ǠȺȽ ǼɆȭǖǪȱǟ(3)

4-ǧǠȵǼƪǟ ǥǻɀǱ) quality of service(

   ǫǼøǵǕ ȳǼǺǪøȆɅ ȿ ȤșɀɅ ɃǾȱǟ ȿ ǼɆƨǟ ɄǶȎȱǟ ȳǠȚȺȱǟ ȿ Û ǥǼɆƨǟ ǦɆǶȎȱǟ ǦɅǠȝȀȲȱ ǦɆȆɆǝǿ ǦɆȍǠǹ ǥǻɀƨǟ ƎǪȞǩ

ƫǟ ǧǠɆȺȪǪȱǟ ȿ ȣǿǠȞƫǟ   ȀøȵǕ ǦɆǶøȎȱǟ ǦɅǠȝȀȱǟ ǦȪɅȀȖȱ ȼȱɀǤȩ ȿ ȐɅȀƫǟ ɂȑǿ ȳǟȀǪǵǟ ƎǪȞɅ ǬɆǵ ǦɆǶȎȱǟ ȿ ǦɆǤȖȱǟ ȳɀȲȞȲȱ ǦǵǠǪ

(1) ǧǟƘȎȹ ȨɆȥɀǩ ǼɅȀȥÛ  ȋ Û ȻȀȭǽ ȨǤȅ ȜǱȀȵ78 -79 .  
(2) ȋ Û ȻȀȭǽ ȨǤȅ ȜǱȀȵ Û ǦȹǠȝɀǣ ɃǼȾƫǟ ǼǤȝ54  .  
(3)  Û ǧǟƘȎȹ ȨɆȥɀǩ ǼɅȀȥȨǣǠȆȱǟ ȜǱȀƫǟ ȄȦȹ ȋ Û80 .
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  ȿǕ ɁȿǼøǱ ȬȱǾȱ ȷɀȮǩ ȸȱ ȿ ȼȺȵ ǻɀȊȺƫǟ ȣǼƬǟ ƂǙ ȰȎǩ ȸȱȿ ǠȾȲȭ ȿǕ ǦɅǠȝȀȱǟ źǖǩ ȸȱ ȿǕ ǴǲȺǩ ȸȱ ȻǠȑǿ ȷȿǼǣȿ ɃǿȿȀȑ

 ǦɆȱǠȞȥ(1)  ǠȾƵǕ ȸȵ Ȱȵǟɀȝ ǥǼȞǣ ǦȵǼƪǟ ǥǻɀǱ ȀǭǖǪǩ ȿ(2):

 ƙɆǶȎȱǟ ƙɆȺȾƫǟ Ǡŏ ȜǪȶǪɅ Ɣȱǟ ǥǿǠȾƫǟ ȿ ǦɆȲȶȞȱǟ ȿ ǦɆȶȲȞȱǟ ǥǒǠȦȮȱǟ Ȭȱǽ ȰȶȊɅȿ ǦɆǶȎȱǟ ǧǠȵǼƪǟ ɃǻȿȂƫ ǦɆȺȾƫǟ ǥǒǠȦȮȱǟ.

    Ȭøȱǽ Ž Ǡøƞ ǥǻǼøȞǪƫǟ ǠȽǿǻǠȎȵ ȿ ǦȦȲǪǺƫǟ ǠőǠɅɀǪȆȵ ȿ ǡɀȲȖƫǟ ȤɆȮȱǟ ȿ ȴȮȱǠǣ ǦɆǶȎȱǟ ǦɅǠȝȀȱǟ ǧǠȵǼǹ Ȁȥɀǩ ɁǼȵ

 ǦɆǱɎȞȱǟ ȿ ǦɆǝǠȩɀȱǟ ǧǠȵǼƪǟ.

ǩ ɁǼȵ ǦɆǶȎȱǟ ǦɅǠȝȀȲȱ ǦɅǿȿȀȒȱǟ ǧǠȵȂȲǪȆƫǟ ȿ ǧǟǼȞƫǟ ȿ ǥȂȾǱɉǟ Ƙȥɀ.

ǬȱǠǮȱǟ ǢȲȖƫǟ :  Ž ǥȀǭǘƫǟ ȰȵǟɀȞȱǟǻɀǱǥ ǦɆǶȎȱǟ ǧǠȵǼƪǟ

     ƃǠǪȱǟ Ž ȀȍǠȺȞȱǟ ȻǾȽ ȰǮȶǪǩ ȿ ǦɆǶȎȱǟ ǧǠȵǼƪǟ ǥǻɀǱ Ž Ȁǭǘǩ Ȱȵǟɀȝ ǥǼȝ ȫǠȺȽ(3):

ɍȿǕ : ȐɅȀƫǟ ǧǠȞȩɀǩ ȰɆȲƠ

     ȴȾȥ ƂǙ ǧǠɆȦȊǪȆƫǟ ǯǠǪƠǠȩɀȦǪȵ ȴɆȶȎǪȱǟ ǟǾȽ ȷɀȮɅ ǬɆƜ ǦɆǶȎȱǟ ǦȵǼǺȲȱ ȴȾȶɆȶȎǩ ǼȺȝ ɂȑȀƫǟ ǧǠȽǠƟǙ  ɂȲȝ

 ǦȵǼȪƫǟ ǦȵǼǺȲȱ ǦɆȱǠȝ ǥǻɀǱ ȨɆȪƠ ȸȵ ȴȾȺȮƢ Ɣȱǟ ǥǼɆǵɀȱǟ ǦȪɅȀȖȱǟ ǠŒɉ ɂȑȀƫǟ ǧǠȞȩɀǩ  

 ȿ ǦɆȝɀȺȲȱ ǦȦȲǪǺƫǟ ǧǠɅɀǪȆƫǟ ƙǣ ȂɆɆȶǪȱǟ ȯɎǹ ȸȵ ǦȵǼȪƫǟ ǦȵǼǺȲȱ ȴőǠȭǟǿǻǙ ǟɀȪȪƷ ȷǕ ɂȑȀȶȲȱ ȸȮƹ ȿɄȽ :

1-ǦȞȩɀǪƫǟ ǥǻɀƨǟ

     ǢȱǠȢȱǟ Ž ȻǼɅǼƠ ǢȞȎɅ ǥǻɀƨǟ ȸȵ ɁɀǪȆƫǟ ǟǾȽ ȿ ǠȽǻɀǱȿ ǢǱȿ ȐɅȀƫǟ ɁȀɅ Ɣȱǟ ǥǻɀƨǟ ȸȵ ǦǱǿǼȱǟ ȬȲǩ ɄȽȿ

 ɂȦȊǪȆƫǟ Ž ǠȽǻɀǱ ȿ ȷɀȞȩɀǪɅ Ɣȱǟ ǧǠȵǼƪǟ ȣɎǪǹǟ ȸȝ ɎȒȥ ǦɆǱɎȞȱǟ ȴőɍǠǵ ȿ ɂȑȀƫǟ ȌǝǠȎǹ ȣɎǪǹǠǣ ȤȲǪƸ ǽǙ.  

2-ǦȭǿǼƫǟ ǥǻɀƨǟ 

     ȫǟǿǻǙ ɄȽȿɅȀƫǟȼȱ ǦȵǼȪƫǟ ǦɆǶȎȱǟ ǦȵǼƪǟ ǥǻɀƨ Ȑ   ǦɆǶøȎȱǟ ǧǠȵǼƪǟ ǥǻɀƨ ȐɅȀƫǟ ǿɀȎǩ ɃǕ ɂȦȊǪȆƫǟ ȰǤȩ ȸȵ

 ȼȱ ǦȵǼȪƫǟ.  

3- ǦɆȅǠɆȪȱǟ ǥǻɀƨǟ

       Ǩøȩɀȱǟ ǧǟǾøǣ ȰǮȶǪǩ Ɣȱǟ ȿ ǦȵǼǺȲȱ ǠȅǠȅǕ ǥǻǼǂǟ ǧǠȦȍǟɀȵ Ȝȵ ȨǣǠȖǪǩ Ɣȱǟ ȿ ǦȵǼȪƫǟ ǦȵǼƪǟ ȸȵ ɁɀǪȆƫǟ Ȭȱǽ

 ɂȦȊǪȆƫǟ ǥǿǟǻǙ ǧǠȭǟǿǻǙ.  

4- ǥǻɀƨǟǦɆȲȞȦȱǟ 

     ǠȾƹǼȪǩ ɂȦȊǪȆƫǟ ǻǠǪȝǟ Ɣȱǟȿ ǥǻɀƨǟ ȸȵ ǦǱǿǼȱǟ ȬȲǩ ɄȽ ȿɂȑȀȶȲȱ.  

(1)  ȋ Û ȻȀȭǽ ȨǤȅ ȜǱȀȵ Û ǦȹǠȝȿ ɃǼȾƫǟ ǼǤȝ49 -52  .  
(2)  ȋ Û ȻȀȭǽ ȨǤȅ ȜǱȀȵ Û ǧǟƘȎȹ ȨɆȥɀǩ ǼɅȀȥ81 .  
(3) ƨǟ ǦȲƭ Û ƙȦșɀƫǟ ȿ ɂȑȀƫǟ ǿɀȚȺȵ ȸȵ ǦɆȹǻǿɍǟ ǦɆȵɀȮƩǟ ǧǠɆȦȊǪȆƫǟ Ž ǦȵǼȪƫǟ ǦɆǤȖȱǟ ǧǠȵǼƪǟ ǥǻɀǱ ǻǠȞǣǕ ȃǠɆȩ Û ǡǠɅǽ ǻɀȶƮ ǳɎȍ ǧǠȅǟǿǼȲȱ ǦɆȵɎȅɋǟ ǦȞȵǠ

 ǼȲŎǟ Û ǦɅǿǟǻɋǟ ȿ ǦɅǻǠȎǪȩɍǟ20  ȀɅǠȺɅ Û ȯȿɉǟ ǻǼȞȱǟ Û2012  ȋ Û73 -74 .
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ǠɆȹǠǭ :ǧǠȵǼƪǟ ǥǻɀǱ ǼɅǼƠ

       Ȭøȱǽ ȨøɆȪƠ ȷǠȶȑ Ž ǥǼȝǠȆȶȲȱ ǢȅǠȺƫǟ ȤɆȍɀǪȱǟ ȜȒɅ ȷǕ Ǣƶ ȼȹǚȥ ɂȑȀƫǟ ǧǠǱǠǵ ɂȦȊǪȆƫǟ ȴȾȦɅ ǠȵǼȺȝ

 ɁɀǪȆȵ ȿ ɂȦȊǪȆƫǟ Ž ƙȲȵǠȞȱǟ ǒǟǻǕ Ȝȵ ǠȖǤǩȀȵ ȷɀȮɅ Ǡȵ ǥǻǠȝ ȤɆȍɀǪȱǟ ǟǾȽȿ Û ǦȵǼȪƫǟ ǦɆǶȎȱǟ ǦȵǼƪǟ Ž ǥǻɀƨǟ ȸȵ ɁɀǪȆƫǟ

Ǽƪǟ ȁǠƱǙ Ž ǦȵǼǺǪȆƫǟ ǧǟǼȞƫǟ ȿ ǥȂȾǱɉǟ ǥǒǠȦȭ ȿ ǦɆǤȖȱǟ Ǧȵ  

ǠǮȱǠǭ :ȵǠȞȱǟ ǒǟǻǕƙȲ

     ƑȖȱǟ ǿǻǠȮȱǟ ȰǤȩ ȸȵ ǠȽǾɆȦȺǩ Ž ȳǟȂǪȱɍǟ ȨȪǶǪɅ ȿ ǦȵǼȪƫǟ ǦɆǶȎȱǟ ǦȵǼǺȲȱ ǥǻɀƨǟ ƘɅǠȞȵ ɂȦȊǪȆƫǟ ǥǿǟǻǙ ȜȒǩ ǠȵǼȺȝ

 ǢȅǠȺƫǟ ǒǟǻɉǟ ǠƬɎǹ ȸȵ ȸȶȒǩ Ɣȱǟ ǦǤȅǠȺƫǟ ȧȀȖȱǟ ǻǠƶǙ ɂȲȝ ȰȶȞǩ ȷǕ Ǣƶ ȰǣǠȪƫǟ Ž ǠŒǚȥ ɂȦȊǪȆƫǟ Ž.....ɀȮɅ ȿ Û ȸȵ ȷ

  ȸøȮƹ ȿ ǦɆȹɎȪȝ ǧǠȞȩɀǪȱǟ ȻǾȽ ȷɀȮǩ ȷǕ ȿ Û ȴƬ ǦȵǼȪƫǟ ǦɆǶȎȱǟ ǦȵǼƪǟ ǥǻɀƨ ɂȑȀƫǟ ȴɆɆȪǩ ɂȦȊǪȆƫǟ ǥǿǟǻǙ ȜȩɀǪǩ ȳǕ ȴȾƫǟ

 ȷǠȭ ǢǤȅ Ƀɉ Ǡŏ ǒǠȥɀȱǟ ȜɆȖǪȆǩ ɍ țȿ ǥǿǟǻɋǟ ȳǼȪǩ ɍ ȷǕ ɃǿȿȀȒȱǟ ȸȵ ȷɀȮɅ ǠȺȽȿ Û ǠȾȪɆȪƠ.  

ȜǣǟȀȱǟ ǢȲȖƫǟ : ǟǼȽǕȎȱǟ ǧǠȵǼƪǟ ǥǻɀǱ ǧǠɅɀǪȆȵ ȿ ȣǦɆǶ

ɍȿǕ : ƪǟ ǥǻɀǱ ȣǟǼȽǕǦɆǶȎȱǟ ǧǠȵǼ

     ȿ Û ȼǤȹǟɀǱ ȤȲǪƯ ȸȵ Ɂǻǘƫǟ ȰȶȞȱǟ ȷǠȪǩǙ ȸȆǵ ȸȵ ȨɆȪǶǪȲȱ ǥǻɀƨǟ ǡɀȲȅǕ ǦɆǶȎȱǟ ǦȆȅǘƫǟ ȜǤǪǩǽǠơǟ  ȸȵ ȳȂȲɅ Ǡȵ

 ȿ ƘǣǟǼǩǧǟǒǟȀǱǙ ǦɆȱǠǪȱǟ ȣǟǼȽɉǟ ȨɆȪƠ ǿǠȕǙ ȸȝ Ȭȱǽȿ Û ȀȶǪȆȵ ɀƲ ɂȲȝ ȏɀȾȺȱǟ ȰǱǕ ȸȵ :(1)

 ȴƬ ǦȵǼȪƫǟ ǧǠȵǼƪǟ ȸȝ ȳǠǪȱǟ ȴȽǠȑǿ ȨȪƷ ȿ ȴőǠȞȩɀǩ Ȝȵ ȨǣǠȖǪɅ ɃǾȱǟ ɀǶȺȱǟ ɂȲȝ ȸɅǼɆȦǪȆƫǟ ǧǠǤȡǿ ǦɆǤȲǩ

 ǦɆȑȀƫǟ ǧɍǠƩǟ ȤȲǪǺƫ ǦɅǠȝȀȱǟ ȿ ǯɎȞȱǟ ǦȵǒɎȵ

 ǠȾȺȵ ǦɅǠȩɀȱǟ ȿǕ ǠȾǤȺƟ ȸȮƹ Ɣȱǟ ǫǟǼǵɉǟ ȿ ǧǠȦȝǠȒƫǟ ȸȵ ǼǶȲȱ ǥȂɆȶǪƫǟ ǦɅȀɅȀȆȱǟ ǧǟǒǟȀǱɋǟ ǻǠȶǪȝǟ

ȲȵǠȞȱǟ ƗǤǩ ɂȲȝ ȰȶȞȱǟ ȿ Û ǦɅǻȀȦȱǟ ȴȾǪȵǟȀȭ ȴƬ ȸȶȒɅ ɃǾȱǟ ɀǶȺȱǟ ɂȲȝ ɂȑȀƫǟ Ȝȵ ȴȾȲȵǠȞǩ ǼȺȝ ŸǠƶɋǟ ȫɀȲȆȱǟ ȯǠȮȉɉ ƙ

Ǥȩ ȸȵ ȴƬ ǦȵɀȅȀƫǟ ǦɅǠȝȀȱǟ ȔȖǹ Ž ȴȾȭǟȀȉǙȰ  ƙƨǠȞƫǟ ȴȾǝǠǤȕǕ

 ƙȵǖǩǢɆȱǠȅǕ ǪȆƫǟ ȣȿȀș Ȝȵ ǢȅǠȺǪǩ Ɣȱǟ ǦɅǠȝȀȱǟǦȵǼȪƫǟ ǦɆǶȎȱǟ ǧǠȵǼƪǟ ȸȵ ȸɅǼɆȦ.

ǟǼǺǪȅɍǟ ȷǠȶȑ ǦȥǼȾǪȆƫǟ ǻǿǟɀȶȲȱ ǢȅǠȺƫǟ ȳ.

ǠɆȹǠǭ :ǟ ǧǠɅɀǪȆȵǦɆǶȎȱǟ ǧǠȵǼƪǟ Ž ǥǻɀƨ

    ƃǠǪȱǠȭ ɄȽȿ Û ǥǻɀǲȲȱ ǦȦȲǪƯ ǧǠɅɀǪȆȵ ǦȞǣǿǕ ƙǣ ȂɆɆȶǪȱǟ Ǣƶ Û ȀȭǾȱǟ ǦȪǣǠȅ ȣǟǼȽɉǟ ȨɆȪƠ ȰǱǕ ȸȵ :(2)

1-ǦȞȩɀǪƫǟ ǥǻɀƨǟ 

     ɁɀǪȆȵ ɀȽ ȿǕ Û ȼȡɀȲǣ ǦɆǶȎȱǟ ǦȆȅǘƫǟ ƖȶǪǩ Ɣȱǟ ǥǻɀƨǟ ɁɀǪȆȵ ɀȽ   Ǝøȝ ǠȾøȺǝǠǣȂȱ ȼƹǼȪǩ ǼɅȀǩ ɃǾȱǟ ǧǠȵǼƪǟ

 ǠȾɆȲȝ ǦȑȿȀȞƫǟ ǦɆǱǿǠƪǟ ȿ ǦɆȲǹǟǼȱǟ ǧǠȕɀȢȒȱǟ ǿǠǤǪȝɍǟ ƙȞǣ Ǿǹɉǟ Ȝȵ Û ǦǵǠǪƫǟ ǠȾȲǝǠȅȿ.  

(1)
 ȋ Û ȻȀȭǽ ȨǤȅ ȜǱȀȵ Û ȿƘȢȍ ǥǠƱ39 .  

(2)  ȋ Û ȨǣǠȆȱǟ ȜǱȀƫǟ ȄȦȹ40 -41 .  
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2-ǦȵǼȪƫǟ ǥǻɀƨǟ

     ȰȶȞȲȱ ǦɆȞɆǤȖȱǟ ȓȿȀȊȱǟ Ȱș Ž Û ǦȆȅǘƫǟ ȣȀȕ ȸȵ ɎȞȥ ȨȪǂǟ ǥǻɀƨǟ ɁɀǪȆȵ ȸȝ ƎȞǩ  

3-ǦȭǿǼƫǟ ǥǻɀƨǟ 

     ǥǻɀƨǟ ɁɀǪȆȵ ǦɆƵǕ ȀǮȭǕ ƎǪȞǩ ȿ ȻǠȑǿ ǦǱǿǻ ȸȝ ƘǤȞǩ ɀȽȿ Û ǦȍǠƪǟ ȼǩǠǤȡǿ ȸȵ ǠȩɎȖȹǟ ȷɀǣȂȱǟ ȰǤȩ ȸȵ ȃɀȆǂǟ

 ȷɀǣȂȱǟ Ǡȑǿ ȯǠƭ Ž ǦȵǼȪƫǟ ǥǻɀƨǟ ȸȵ.  

4-ǥȀȚǪȺƫǟ ǥǻɀƨǟ:

     ȋǠƪǟ ȼȵɀȾȦȵ ȯɎǹ ȸȵ Û ȷɀǣȂȱǟ ȰǤȩ ȸȵ ǦǣɀȡȀƫǟ ǥǻɀƨǟ ɁɀǪȆƞ ȨȲȞǪǩ)    ǧǟǼøȞƫǟ Ȁȥɀøǩ Û ȯǠǤȪǪȅɋǟ Û ǦȥǠȚȺȱǟ     

 ǦɅȿǻɉǟ ȿ...(  ȼǩǠȵǠȶǪȽǟȿ ȐɅȀƫǟ ƘɅǠȞȵ ɂȲȝ ǟǻǠȶǪȝǟ ǠȾȪɆȪǶǪȱ ǦȵȁɎȱǟ ȓȿȀȊȱǟ ǼɅǼƠ ȯɎǹ ȸȵ ǠȾɆȲȝ ȯɀȎƩǟ ȴǪɅȿ.  

ƃǠǪȱǟ ȰȮȊȱǟ Ž ǥǻɀƨǟ ǧǠɅɀǪȆȵ ƙǣ ǦȩɎȞȱǟ ǴȒǪǩȿ :  

 ȴȩǿ ȰȮȉ)8(  ǦɆǶȎȱǟ ǦȆȅǘƫǟ ɂȲȝ ǥǻɀƨǟ ǧǠɅɀǪȆȵ ȨɆǤȖǩ.  

6333

ǿǼȎƫǟ :  ȋ Û ȨǣǠȅ ȜǱȀȵ Û ȿƘȢȍ ǥǠƱ41.  

 ǦɆǶȎȱǟ ǦȆȅǘƫǟ

 ǥȀȚȺȱǟ

ǦɆȲǤȪǪȆƫǟ

ȳǠȾƫǟ/

ȣǟǼȽɍǟ /

ȤǝǠșɀȱǟ/

 ǻǿǟɀƫǟ

 ǦɅȀȊǤȱǟ

ȰǝǠȅɀȱǟ

 ǧǠȅǠɆȅ

ǥǻɀƨǟ /

ǦɆǲɆǩǟȀǪȅɍǟ

 ȸǝǠǣȂȱǟ

 ǦȞȩɀǪƫǟ ǥǻɀƨǟ

ǦɆȺȪǩ Û ǦɆȶɆȚȺǩ Û ǦɅǿǟǻǙ

 ǥȀȚǪȺƫǟ ǥǻɀƨǟ

ǦȭǿǼƫǟ ǥǻɀƨǟ ǦȵǼȪƫǟ ǥǻɀƨǟ

ǦɆȺȪǩ Û ǦɆȶɆȚȺǩ Û ǦɅǿǟǻǙ

 Ǡŏ ȣȀǪȞƫǟ ǥǻɀƨǟ

 ǦɅǿǟǻǙǦɆȺȪǩ Û ǦɆȶɆȚȺǩ Û

ǻǠȶǪȝɍǟ ǧǟǻǠȾȉ
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ȷǠȪȲȞǪɅ ǦȵǼȪƫǟ ǥǻɀƨǟ ȿ ǦȞȩɀǪƫǟ ǥǻɀƨǟ ȸȵ Ɏȭ ȷǕ ȘǵɎȹ ȰȮȊȱǟ ȯɎǹ ȸȵ ǠȾǝǟǻǕ ɁɀǪȆȵ ȷǠȆȮȞɅ ȿ ǦȆȅǘƫǠǣ  ǠøȵǕ Û

 ǥǻɀƨǟ ȿ ǥȀȚǪȺƫǟ ǥǻɀƨǟȴȽǠȑǿ ɁɀǪȆȵ ȿ ȸǝǠǣȂȱǟ ȀȚȹ ǦȾǱȿ ȷǠȆȮȞɆȥ ǦȭǿǼƫǟ(1)ǥǻɀƨǟ ǧǠɅɀǪȆȵ ȸȵ ɁɀǪȆȵ Ȱȭ ȃǠɆȪǣ ǠȵǙ 

ƃǠǪȱǠȭ ɄȽȿ Û ǦɆȺǤȱǟ ƘɅǠȞƞ :(2)

ǦɆǱɎȝ ǦȵǼǹ ƇǼȪǩ ȣǼŏ Û ǦɆǶȎȱǟ ǦȆȅǘƫǟ ȰǤȩ ȸȵ ǦȲȶȞǪȆƫǟ ǻǿǟɀƫǟ ȿ ȰǝǠȅɀȱǟ ȄɆȪǩ ƘɅǠȞȵ    ȣǟǼøȽɊȱ ǢɆǲǪøȆǩ

 Ǧȝɀȑɀƫǟ)  Û ƙȲȽǘƫǟ ȋǠǺȉɉǟ ǻǼȝ ǻǼȝ Û ǦɅǻȀȦȱǟ ȣȀȢȱǟ ǻǼȝǥȀȅɉǟ  ƘȢǪƫǟ țǠȦǩǿɍǟ ǧǟǽ...(.

 ǠȪǤȆȵ Ǧȝɀȑɀƫǟ ȣǟǼȽɉǟ ȟɀȲǣ ɁǼȵ ȄɆȪǩ ƘɅǠȞȵ ɄȽ ȿ ǰǝǠǪȺȱǟ ƘɅǠȞƞ ȃǠȪǩ ǦȵǼȪƫǟ ǥǻɀƨǟ.

  ȟɀøȲǤǣ ǴȶȆǩ Ɣȱǟ ǦȖȊȹɉǟ ȄɆȪǩ ƘɅǠȞȵ ɄȽȿ Û źǠɆȲȶȞȱǟ ǿǠȆƫǟ ƘɅǠȞƞ ȃǠȪɅ ǦȵǼȪƫǟ ǥǻɀƨǟ ȿ ǦȞȩɀǪƫǟ ǥǻɀƨǟ ƙǣ ȧȀȦȱǟ

ȣǟǼȽɉǟ. 

 ȷɀǣȂȱǟ ȰǤȩ ȸȵ ǦȭǿǼƫǟ  ɁɀǪȆȵ ȄɆȪǩ Ɣȱǟ ȸǝǠǣȂȱǟ Ǡȑǿ ƘɅǠȞƞ ȃǠȪɅ ǦȭǿǼƫǟ ǥǻɀƨǟ ȿ ǥȀȚǪȺƫǟ ǥǻɀƨǟ ƙǣ ȧȀȦȱǟ.

(1)  ȋ Û ȻȀȭǽ ȨǤȅ ȜǱȀȵ ÛȿƘȢȍ ǥǠƱ41 .  
(2)  ȋ Û ȨǣǠȆȱǟ ȜǱȀƫǟ ȄȦȹ42 .
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 ǬǶǤƫǟǬȱǠǮȱǟ :  ȰɆǹǟǼȵ ȤȲǪƯ ȿ ǦɆǶȎȱǟ ǧǠȵǼƪǟ ǥǻɀǱ ȃǠɆȩ ǢɆȱǠȅǕ ȿ ȴɆɆȪǪȱǟ ǻǠȞǣǕ

ǠȾȺɆȆƠ 

    ɂȲȝ ȣȀȞǪȱǟ ȿ ȃǠɆȪȱǟ ǢɆȱǠȅǕ ǼɅǼƠ ȷǙǻǠȞǣɉǟ  ǼȞɅ Û ȴȾɆȱǙ ǦȵǼȪƫǟ ǦȵǼƪǟ ǥǻɀǱ ɂȲȝ ȴȮǶȲȱ ȸǝǠǣȂȱǟ ǠȾɆȱǙ ǖǲȲɅ Ɣȱǟ

  ȴøȽǕ ɂȲȝ ȣȀȞǪȱǟ ǬǶǤƫǟ ǟǾȽ Ž ȯȿǠǶȺȅ  ƙǮǵǠǤȱǟ ȸȵ ƘǮȮȱǟ ȳǠȶǪȽǟ ɂȲȝ ǧǽɀǶǪȅǟ Ɣȱǟ ǧǠȝɀȑɀƫǟ ȸȵ ǻǠøȞǣǕ   ȴɆøɆȪǩ

 ȤȲǪƯ ȿ ǦɆǶȎȱǟ ǧǠȵǼƪǟǢɆȱǠȅǕ ɆǶȎȱǟ ǦȵǼƪǟ ǥǻɀǱ ƙȆƠ ȰɆǹǟǼȵ ȴȽǕ ƂǙ ǦȥǠȑɋǠǣ ǠȾȅǠɆȩ Ǧ.  

ȯȿɉǟ ǢȲȖƫǟ :  ǦɆǶȎȱǟ ǧǠȵǼƪǟ ǥǻɀǱ ȴɆɆȪǩ ǻǠȞǣǕ

   ǦøȵǠȝ ǦȦøȎǣ ǦȵǼƪǟ ǧǠȆȅǘȵ ɂȲȝ ȷǚȥ ǦȵǼƪǟ ǥǻɀƨ ȸɅǼɆȦǪȆƫǟ ȴɆɆȪǩ ǦǣɀȞȍ ȸȵ ȴȡȀȱǟ ɂȲȝı   ǧǠøȆȅǘƫǟ ȿ

ǺǪǩ ȷǕ Û ǦȍǠǹ ǦȦȎǣ ǦɆǶȎȱǟǾ  ǼɆȦǪȆƫǟ ǿɀȾȶǲȲȱ ǠȾȵǼȪǩ Ɣȱǟ ǦȵǼƪǟ ǥǻɀǱ ƙȆƠȿ ǦǤȩǟȀƫ ǦȵȁɎȱǟ ǧǟǒǟȀǱɋǟ.  

 ȸȵ Ȱȭ ȳǼȩ ǬɆǵ)zithaml¡parasvrma¡berry(    ǦøȵǼƪǟ ǥǻɀøǱ ɂȲȝ ȴȮǶȲȱ ǼɆȦǪȆƫǟ ǠȾɆȱǙ ǖǲȲɅ ǻǠȞǣǕ ǥȀȊȝ

ɄȽ ȿ ȼɆȱǙ ǦȵǼȪƫǟ:1

1-ǦɅǻǠȶǪȝɍǟ relioblity

 ȜȲȖǪɅ ǼɆȦǪȆƫǠȥ Û ȼɆȲȝ ǼȶǪȞɅ ȨɆȩǻ ȰȮȊǣ ǥǻɀȝɀƫǟ ǦȵǼƪǟ ǒǟǻǕ ȿǟ ȁǠƱǙ ɂȲȝ ǦȵǼƪǟ ȳǼȪȵ ǥǿǼȩ ƂǙ ǦɅǻǠȶǪȝɍǟ ƘȊǩ

 ƂǙ ȻǼȝȿ ǠȶȲǮȵ ǠȵǠƢ ȁǠƱɍǟ ȿ Ǩȩɀȱǟ ǬɆǵ ȸȵ Û ǦȪɆȩǻ ǦȵǼǹ ȼȱ ȳǼȪɅ ȷǖǣ ǦȵǼƪǟ ȳǼȪȵ.  

2-ȷǠȮƫǟ ȿ ȷǠȵȂȱǟ ǬɆǵ ȸȵ ǦȵǼƪǟ Ȁȥɀǩ ɁǼȵ 

ǟ ǦȵǼƪǟ ƃǠǪȱǠǣ ȿ ǦȱɀȾȅ ȰȮǣ ɂȲȝ ȯɀȎƩǟ ǦɆȹǠȮȵǙ ƂǙ ƘȊȹ ȻǾǹȦǪȆȶȲȱ ȸȮƹ ȿ ȯǠȺƫǟ ǦȲȾȅ ǦȵǼȪƫǼɆ   ȯɀøȎƩǟ

ȼɆȥ ǢȡȀɅ ɃǾȱǟ ȷǠȮƫǟ ȿ Ȭȱǽ ǻǟǿǕ Ɠȵ ǠȾɆȲȝ.2

3-ȷǠȵɉǟ 

     Ž ȯǠȞȥȿ ǟƘǤȭ ǟǿȿǻ ǦɆȍǠƪǟ ȻǾȽ ǢȞȲǩǡǾǱ   ǦøȖȪȹ ȰȮȊɅ ǦȪǮȱǟ ȿ ȷǠȵɉǟ ȀȎȺȝ Ȁȥɀǩ ȷɉ ǦȵǼƪǟ ǢȲȖȱ ȸǝǠǣȂȱǟ

ǼǵǕ ȰǮƢ ȷǠȵɉǟ ƂǙ ǦǱǠƩǟ ȷǙ Û ǼɆȦǪȆȶȲȱ ǦǤȆȺȱǠǣ ǦɆȅǠȅǕ ǪȆƫǟ ǠȾȺȝ ǬǶǤɅ Ɣȱǟ ǦɆȅǠȅɉǟ ǧǠǱǠƩǟ  ɎǮøȶȥ Û ǦȵǼƪǟ Ž ǼɆȦ

ƘǤȭ ȰȮȊǣ ǼȶǪȞǩ ǦɆǵǟȀǱ ǦɆȲȶȞȱ ǼɆȦǪȆƫǟ țɀȒǹǮȱǟ ȿ ȷǠȵɉǟ ɁǼȵ ɂȲȝ  ȣɀȅ Ɣȱǟ ǦɅǠȺȞȱǟ ɁǼȵ ɂȲȝ ȿ ǳǟȀƨǟ ǢɆǤȖȱǠǣ ǦȪ

 ȸȵ ǦȵȁɎȱǟ ǧǠȵɀȲȞƫǟ ȜɆȶǲǪǣ ǼɆȦǪȆƫǟ ȳɀȪɅ ȬȱǾȱ Û Ǡŏ ǼȩȀɅ ȣɀȅ Ɣȱǟ ǦɆǶȎȱǟ ǦȾƨǟ ȸȵ ȿ ȼȱ ȨȥǟȀƫǟ ǿǻǠȮȱǟ ȸȵȿ ȼȺȵ ǠȽǠȪȲɅ

 ȷǕ ȰǱǕ ȰȎƷǦɆȲȶȞȱǟ ǒǟȀǱǙ ǦǱǿǻ ɂȲȝ ȳɀȪɅ ȷǕ ȰǤȩ ǦǣɀȲȖƫǟ ȷǠȵɉǟ ȿ ǦȪǮȱǟ ɁɀǪȆȵ ɂȲȝ.3

4-ǦɆȩǟǼȎƫǟ)crediblity(:

    ȵǼƪǟ ȳǼȪƞ ǦȪǮȱǟ ǦǱǿǻ ɄȽǦ 4 Ǽȱ ǦȥȀȞƫǟ ɁɀǪȆȵ ȿ ǦȵǼƪǟ ȳǼȪȵ ǧǟǿǼȩ ǢȞȲǩ ǠȺȽ ȿ Ȭȱǽ  ȨɆȪƠ Ž ƘǤȮȱǟ ǿȿǼȱǟ ȼɅ

  ǦǣɀȲȖƫǟ ǧǠȦȍǟɀƫǠǣ ȜȺȶǪɅ ɃǾȱǟ ǦȵǼƪǟ ȳǼȪȵ ȷǕ ǬɆǵ)  ǦǣǠǲǪȅɍǟ Û ǦȞɅȀȆȱǟ ǦȵǼƪǟ Û ǦȩǠǤȲȱǟ Û ǦȥȀȞƫǟ....(   ȣɀøȅ ȼȹǚȥ

1
ȝ ÛȜɅȁɀǪȱǟ ȿ ȀȊȺȲȱ ɃǿȿȁǠɆȱǟ ǿǟǻ ÛǦɆǣȀȞȱǟ ǦȞǤȖȱǟ ÛǦȵǼƪǟ ǧǠɆȲȶȝ ǥǿǟǻǙ ÛȧɎȞȱǟ ƘȊǣ ȿ ɄǝǠȖȱǟ ǼɆƥ ÛȷǠȶ2009 ȋ Û142.

2
  ȋ ÛȻȀȭǽ ȨǤȅ ȜǱȀȵ ÛɄȝǼɆȶȎȱǟ ȴȅǠǱ ǻɀȶƮ94.
3
  ȋ ÛȨǣǠȆȱǟ ȜǱȀƫǟ ȄȦȹ93.
4
  ȋ ÛȻȀȭǽ ȨǤȅ ȜǱȀȵ ÛȿƘȢȍ ǥǠƱ49.
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 ǦȵǼƪǟ ɂȲȝ ǼɆȦǪȆƫǟ ȯɀȎǵ ȸȶȒɅ ǟǾȽȿ ǼɆȦǪȆȶȲȱ ǦɆȩǟǼȎƫǟ ȿ ǦȪǮȱǟ ȿ ȷǠȶȒȱǟ ȨɆȪƠ Ž ȿ ǦȵǼƪǟ ƇǼȪǩ Ž ǦɆȩǟǼȎƫǟ ǢȆƷ

ǣɀȲȖƫǟ ȌǝǠȎƪǠǣǦ1 ȅ ȰȽ ɎǮȵÝ ȐɅȀƫǠǣ ǿȀȑ ɃǕ ȨǶȲɅ ȷǕ ȷȿǻ ǦɆǵǟȀƨǟ ǦɆȲȶȞȱǟ ǒǟȀǱǚǣ ǢɆǤȖȱǟ ȳɀȪɆ  

5-ǦǱǿǻ ȰɆȶȞȱǟ ǧǠǱǠƩ ǦȵǼƪǟ ȳǼȪȵ ȴȾȦǩ)kmowingtgecustomer(

    ǦɅǠȺȞȱǟ ȿ ǦɆǶȎȱǟ ǦɅǠȝȀȱǠǣ ȻǼɅȿȂǩ ȿ ȐɅȀƫǟ ǧǠǱǠɆǪǵǟ ȴȾȦǩ ɂȲȝ ǦȵǼƪǟ ȳǼȪȵ ɁǼȵ ɃǕ2

6-ǦǣǠǲǪȅɍǟrespensiveness)(

    ǻǟǼȞǪȅǟ ǩ ɂȲȝ ȼǩǿǼȩ ȿ ǦȵǼƪǟ ȳǼȪȵǚǣ ȿ ǦȺȮȶƫǟ ǦȝȀȆȱǠǣ ǦȵǼƪǟ ƇǼȪ ȁǠƱɁɀǪȆȵ ǦȥǠȑǙ ȿ ƃǠȝ    Ɣøȱǟ ǥǼȝǠøȆƫǟ

ǼɆȦǪȆȶȲȱ ǠȾȵǼȪɅ3

7-ǥǒǠȦȮȱǟ)copetence(

        ǦøȵǼƪǟ ǒǟǼø ȸȵ ȴȾȺȮƢ Ɣȱǟ ǦȥȀȞƫǟ ȿ ǧǟǿǠȾƫǟ ǬɆǵ ȸȵ ǦȵǼƪǟ ƇǼȪǩ ɂȲȝ ǦȵǼƪǟ ǒǟǻǕ ɂȲȝ ƙȶǝǠȪȱǟ ǥǒǠȦȭ ɃǕ

ǲȲɅ  Ǡȵ ƘǮȭȿɁɀǪȆƫǟ ǦɆȱǠȝ ǦɆȶȲȝ ǧǟǻǠȾȉ Ƀȿǽ ȋǠǺȉǕ ȸȵ ȴőǠȵǼǹ ɄȪȲǩ ȷɀȲȒȦɅ ɎǮȶȥ ǿǠɆȞƫǟ ǟǾȽ ȰǮƫ ȸǝǠǣȂȱǟ ǖ4

8-ǦȅɀȶȲƫǟ Ǣȹǟɀƨǟ)physicalassets(

     Ž ȰǮȶǪǩ ȿ ǦȵǼƪǟ ƇǼȪǪȱ ǦȪȥǟȀƫǟ ǦɅǻǠƫǟ ǧǠȵȂȲǪȆƫǟ ȰǮƹ) øȎǪȱǟ Û  ǧɎɆȾȆǪȱǟ     ǥȂøȾǱɉǟ ǦøȞɆǤȕ Û ɄȲǹǟǼøȱǟ ȴɆȶ        

 Û ǧǟǼȞƫǟ ȿǻǟȀȥɉǟ(

 ȻǾȽ ȷǙǒǠɆȉɉǟ ɆȪǩ ɂȲȝ ȀǹǓ ȿ ȰȮȊǣ Ȁǭǘǩ ǦȅɀȶȲƫǟ ǠȾȺȵ ǼɆȦǪȆƫǟ ȀȚȹ ǦȾǱȿ ȸȵ ǦȵǼƪǟ ǥǻɀǱ ȴɆ5

9-ǧɍǠȎǩɍǟcommunication)(

    ǒǟȀøǱ ȼǣ ȨǶȲǩ ȷǕ ȸȮƹ Ɣȱǟ ǿǟȀȑɉǠǣ ȐɅȀƫǟ ȳɎȝǙ Ź ȰȾȥ Û ǦȵǼƪǟ ȌǝǠȎǹ ǳȀȉ ɂȲȝ ǦȵǼƪǟ ȳǼȪȵ ǥǿǼȩ ɃǕ

  ȿǕ  Ǡȵ ǦɆǵǟȀǱ ǦɆȲȶȞȱ ȼȝɀȒǹǦǤȅǠȺȵ ǦȪɅȀȖǣ ǨȢȲǣ ȿ ǦǶȑǟȿ ǦȱǠȅȀȱǟ ȰȽ Û ȼȺȵ ǡɀȲȖȵ ɀȽ Ǡƞ ȼȵǟȂǪȱǙ ȳǼȝ ǦǲɆǪȹ. 6

10-ǦȦɆȖȲȱǟ ǦȲȵǠȞƫǟ)rtesycon(

     ǦȵǠȆǪǣɍǟ ȿ ǦɆǶǪȱǟ Ȝȵ ǢɆȖȱǟ ȯǠǤȪǪȅɍǟ ȿ ȰȵǠȞǪȱǟ Ž ȤȖȲȱǟ ȿ ȳǟȀǪǵɍǟ Û ǦȩǟǼȎȱǟ ǳȿȀǣ ǧǠȵǼƪǟ ɄȵǼȪȵ ȜǪƢ ɃǕ

ȸǝǠǣȂȱǟ Ȝȵ.7

     ȸȮƢ ǦȪǵɍ Ǧȅǟǿǻ Žȿ "berry  " ǦȺȅ ȻǒɎȵȁ ȿ1988 ƘɅǠȞȵ ǦȆƦ Ž ǥȀȊȞȱǟ ƘɅǠȞƫǟ ȻǾȽ ǰȵǻ ȸȵ ȳ ȔøȪȥ8

 ȼǪǤǭǕ Ǡȵ ǟǾȽ ȿ "kotler  "   ǦøȵǼƪǟ ǦøɆȝɀȹ ȿ ȃǠøȅǕ  ɂȲȝ ȴƬ ǦȵǼȪƫǟ ǦɆǶȎȱǟ ǦȵǼǺȲȱ ȴȾȶɆɆȪǩ Ž ɂȑȀƫǟ ǼȶǪȞɅ Ǡȶȭ           

1
 ǻɀȶƮǱȋ Û ȻȀȭǽ ȨǤȅ ȜǱȀȵ Û ɄȝǼɆȶȎȱǟ ȴȅǠ 92-93.  

2
  ȋ ÛȻȀȭǽ ȨǤȅ ȜǱȀȵ ÛȿƘȢȍ ǥǠƱ49.
3
  ǻɀȶƮǱɄȝǼɆȶȎȱǟ ȴȅǠȋ ÛȨǣǠȆȱǟ ȜǱȀƫǟ ȄȦȹ Û 94.  
4
 ȨǣǠȆȱǟ ȜǱȀƫǟ ȄȦȹ ÛȿƘȢȍ ǥǠƱ.  
5
  ǻɀȶƮǱɄȝǼɆȶȎȱǟ ȴȅǠ ȋ ÛȨǣǠȆȱǟ ȜǱȀƫǟ ȄȦȹ Û92.  
6
 ȨǣǠȆȱǟ ȜǱȀƫǟ ȄȦȹ ÛȿƘȢȍ ǥǠƱ.  
7
 ȨǣǠȆȱǟ ȜǱȀƫǟ ȄȦȹ.  
8
 ȨǣǠȆȱǟ ȜǱȀƫǟ ȄȦȹ.  
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ɄȽ ȿ ǦȆȶƪǟ ǻǠȞǣɉǟ ȄȦȹ ɂȲȝ ȸɅǼȶǪȞȵ ȿ : Û ǦȅɀȶȲƫǟ Û ǦɅǻǠȶǪȝɍǟ  Û ǦǣǠǲǪȅɍǟȷǠȵɉǟ   ȻǾøȽ ǴɆȑɀǩ ȸȮƹ ȿ ȤȕǠȞǪȱǟ Û

ǻǠȞǣɉǟ ȻǠȹǻǕ ȯȿǼƨǟ Ž :

 ȴȩǿ ȯȿǼƨǟ)8( ǦɆǶȎȱǟ ǦȵǼƪǟ ȴɆɆȪǩ ǥǻɀǱ ǻǠȞǣǕ  

ǼȞǤȱǟȤɅȀȞǪȱǟǼȞǣ Ȱȭ ȴɆɆȪǩ ƘɅǠȞȵ

ǦɅǻǠȶǪȝɍǟ  

 ɁȀøøɅsalck ǼøøɆȝǟɀƫǟ Ž ȳǟȂøøǪȱɍǟ ƗøøȞǩ ǠøøŒǖǣ

 ǦɅƎǺƫǟ ǧǠȍɀǶȦȱǟ ǰǝǠǪȹ ȴɆȲȆǩȿ ɂȑȀȶȲȱǥǻǼǂǟ  ǦȞøȉɉǟȿ

   ǧǠȵǼøƪǟ Ž ǦøɅǻǠȶǪȝɍǟ ȷǕ ȿǥǻǼǂǟ ǼɆȝǟɀƫǟ ǢȆǵ ȴȾɆȱǙ

 ǦȞȩɀǪƫǟ ȰȭǠȊȶȲȱ ȯɀȲƩǟ ǻǠƶǙ ȿǕ Ɏǵ ƎǪȞǩ ǦɆǶȎȱǟ.

  ȸøȵ Ȱȭ ɁȀɅ Ǡȶȭcromin¡lovlock

 ɃȀȮǤȱǟ Ǡŏ Ǽȝȿ Ɣȱǟ ǦȵǼƪǟ ȳǼȪȵ ǥǿǼȩ ƗȞǩǦɅǻǠȶǪȝɍǟ ȷǖǣ

 ǦȩǼȱǟ ȸȵ ǦɆȱǠȝ ǦǱǿǼǣ ȿ ȼɆȲȝ ǻǠȶǪȝɍǟ ȸȮƹ ȰȮȊǣ.

Ƚ ȰȶȊɅȿ ǼȞǤȱǟ ǟǾ "32 %  "  Ž ǦɆǤøȆȹ ǦɆƵǖȭ

 ɁȀǹɍǟ ǻǠȞǣɉǠǣ ǠȅǠɆȩ ǥǻɀƨǟ  

 ǥǿǟǼȡ Ž ǥǼȶǪȞƫǟ ǧɎǲȆȱǟ Ǧȩǻ

 ɂȦȊǪȆƫǟ

   ǧǟǒǟȀøǱɋǟ Ž ǦøȪɆȩǼȱǟ ǼɆȝǟɀƫǟ

 ǦɆǤȖȱǟ

   ǻǼøǂǟ Ǩøȩɀȱǟ Ž ǦȵǼƪǟ ƇǼȪǩ

 ǒǠȖǹǕ ȷȿǼǣ ȿ ǦɆȩɀǭɀƞ

 Ǡư ȐɅȀƫǟ ǧɎȮȊƫ ȯɀȲƩǟ Ȝȑȿ

 ǦȵǼƪǟ ɄȵǼȪƞ ǦȪǭȿ ȃǠȆǵǙ ȼɆȖȞɅ

ǦɆǤȖȱǟ  

ǦǣǠǲǪȅɍǟ  

 ɁȀɅklovloc   ȿ ǦøȵǼƪǟ ȳǼøȪȵ ǥǿǼȪɆȺȞǩ ǠŒǖǣ

    ȿ ȸɅǾȦǪøȆƫǟ ǧǠøǤȲȕ ɂøȲȝ ǻȀȱǠǣ ȼǪǣǠǲǪȅǟ ǦȝȀȅ

 ȴőǟǿǠȆȦǪȅǟ

 ƏɅȿshaick  ǦɆǶøȎȱǟ ǦȵǼƪǟ Ž ǦǣǠǲǪȅɍǟ ȷǕ

ɂȑȀƫǟ ȜɆƤ ȷǕ ƂǙ ƘȆǩ   ȿ ȴȾȲøȍǕ ȸȝ ȀȚȺȱǟ ȐȢǣ

  ȰøǤȩ ȸȵ ǦȞɅȀȆȱǟ ǦɅǠȝȀȱǟ ȷɀȪȲǪɅ Û ȴȾǪɆȦȲǹȿ Û ȴȾǪȱǠǵ

  Ǩøȩȿ ȿ ȷȿǠȞǪȱǟ ȿ ǦȲȵǠȞƫǟ ȸȆǵ Ȝȵ ɂȦȊǪȆƫǟ ǿǻǠȭ

 ǰȝȂȵ Ƙȡ ȿ ǢȅǠȺȵ ȿǕ ȴǝɎȵ ǿǠȚǪȹǟ

 Ȁȭǽ ȿ)ɁȀȮǤȱǕ(    ǥǼȝǠøȆƫǟ ƗøȞǩ ǦǣǠǲǪøȅɍǟ ȷǖǣ

ƪǟ ƇǼȪǩ Ž ǦɆȪɆȪƩǟǼȞǤȱǟ ǟǾȽ ȰǮƹ ȿ ȐɅȀƫǟ ɂȲȡ ǦȵǼ

)22%( ƵǕ ǻǠȞǣɉǠǣ ǠȅǠɆȩ ǥǻɀƨǟ ǦǤȆȹ ǦɆɁȀǹɉǟ   

- ǦɅǿɀȥ ǦɆǱɎȝ ǧǠȵǼǹ ƇǼȪǩ

 ǦɆǱǿǠƪǟ ǛǿǟɀȖȱǟ ǧǟǒǟǼȺȱ ǦǣǠǲǪȅɍǟ

ǦȝǠȆȱǟ ǿǟǼȵ ɂȲȝ ȰȶȞȱǟ  

ǦȅɀȶȲƫǟ  

 ȸȵ Ȱȭ Ȝȑȿshaikh   ɃȀȮǤȱǟ ǦȅɀȶȲƫǟ ȷǖǣ

Ǡƫǟ ǧɎɆȾȆǪȱǟ ȿ ǧǟǿǼȪȱǠǣ ȰǮȶǪǩ  ȿ ǧǟȂøɆȾǲǪȱǟ ȿ ǦɅǻ

ǼȞȵ ȿ ǻǟȀȥɉǟ   ǼøȞǤȱǟ ǟǾøȽ ȰǮƹ ȿ ȯǠȎǩɍǟ ǧǟ16%

 ǦɆǤȆȹ ǦɆƵǖȭǻǠȞǣɉǠǣ ɁȀǹɉǟ   

- ǦɅǻǠƫǟ ǧɎɆȾȆǪȱǟ ȿ ƆǠǤƫǟ ǦɆǣǻǠǱ

- ȿ ǧǟǼȞƫǟ ǦǭǟǼǵǥȂȾǱɉǟ  ǦɆǤȖȱǟ  

- ȿ ƙȲȵǠȞȱǟ ȀȾȚȵǒǠǤȕɉǟ   

 ƆǠǤȶȲȱ ɄȲǹǟǼȱǟ ȴɆȚȺǪȱǟ ȿ ȴɆȶȎǪȱǟ  

ȷǠȶȒȱǟ  

)  ȷǠȵɉǟ(

 Ȁȭǽ shaick    ǦøȵǼƪǟ ȯǠøƭ Ž ȷǠȶøȒȱǟ ȷǕ

ǦɆǶȎȱǟ  ǿǻǠȭ ȿ ǒǠǤȕɉǠǣ ɂȑȀƫǟ ǦȪǭ ȿǕ ǻǠȶǪȝǟ ȸȝ ǴǩǠȹ

 ȴőǿǼȪȵ ȿ ȴőɎȽǘƞ ǦȪǮȱǟȿ Û ɂȦȊǪȆƫǟ.

- ɂȦȊǪȆƫǟ ǦȹǠȮȵȿ ǦȞƧ

- ǦȵǼƪǟ ɄȵǼȪƫ ǥǿǠȾƫǟ ȿ ǦȥȀȞƫǟ  

-   ȿ ƙȲȵǠøȞȲȱ ǦɆøȎǺȊȱǟ ǧǠȦȎȱǟ
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 ǠȵǕ)  ɃȀȮǤȱǟ(  Ǡøŏ ǼȎȪɅ ȿ ǼɆȭǖǪȱǟ ȼɆȲȝ ȨȲȕǕ ǼȪȥ

  ȿ ǥǿǼøȩ ȿ ǦȥȀȞȵ ȸȵ ȷɀȲȵǠȞȱǟ Ǡŏ ȴȆǪɅ Ɣȱǟ ǧǠȶȆȱǟ

   ǼøȞǤȱǟ ǟǾøȽ ȰǮƹ ȿ ǦȵǼƪǟ ƇǼȪǩ Ž ǦȪǮȱǟ)19% (

ɁȀǹɍǟ ǻǠȞǣɉǠǣ ǠȅǠɆȩ ǥǻɀƨǟ Ž ǦǤȆȹ ǦɆƵǖȭ  

 ǦȲȵǠȞƫǟ ȸȆǵ

- ȿ ǧǠȵǼƪǟ ɄȵǼȪȵ ƙǣ ǧɍǠȎǩɍǟ

 ɂȑȀƫǟ.  

ȤȕǠȞǪȱǟȸȵ Ȱȭ ɁȀɅ)  ɃȀȮǤȱǟ ȿ ȧɎȞȱǟ(  ƂǙ ƘøȊɅ ȤȕǠȞǪȱǟ ȷǖǣ

ǣ ǦɅǠȶȞȱǟ ǦǱǿǻ   ȳǠøȶǪȽɍǟ ȿ Û ȋǠøǹ ȰȮȊǣ ȼǪɅǠȝǿ ȿ ȐɅȀƫǠ

 ȰǮƹ Ǘ ǦɆȩǟǿ ǦɆȹǠȆȹǙ ȧȀȖǣ ǠƬ ȯɀȲǵ ǻǠƶǟ ɂȲȝ ȯǠȶȞȱǟȿ ȼȲȭǠȊƞ

ǼȞǤȱǟ ǟǾȽ16%  ɁȀǹɉǟ ǻǠȞǣɉǠǣ ǠȅǠɆȩ ǥǻɀƨǟ Ž ǦɆǤȆȹ ǦɆƵǖȭ

- ȐɅȀƫǠǣ ɄȎǺȊȱǟ ȳǠȶǪȽɍǟ

 ȐɅȀƫǟ ɁɀȮȊȱ ȰȵǠȮȱǟ ǒǠȢȍɋǟ  

 ȤȖȲǣ ȐɅȀƫǟ ǧǠǱǠǵ ǦɆǤȲǩ  

 Ȝȵ ȰȵǠȞǪȱǟ Ž ǦȩǟǼȎȱǟȿ ǦǵȀƫǟ ǳȿȀȱǟ

 ȐɅȀƫǟ  

ǿǼȎƫǟ: ǼȶƮ ȨǣǠȅ ȜǱȀȵ ÛǡǠɅǽ ǳɎȍ ȋ Û75  Û77 ȣȀȎǪǣ Û.  

ƆǠǮȱǟ ǢȲȖƫǟ : ǦɆǶȎȱǟ ǧǠȵǼƪǟ ǥǻɀǱ ȃǠɆȩ ǢɆȱǠȅǕ

     ǦȵǠȝ ǦȦȎǣ  ǦȵǼƪǟ ǥǻɀǱ ȃǠɆȩ ǦɆȲȶȝ ȷǙı   ƂǙ ǥƘøǹɉǟ ǧǟɀȺȆȱǟ Ž ǨȑȀȞǩ Û ǦȍǠǹ ǦȦȎǣ ǦɆǶȎȱǟ ǦȵǼƪǟ ȿ

 ǢȆȺȵ ǡɀȲȅǕ ȸȝ ǬǶǤȱǟ ȏȀȢǣ Ȭȱǽ ȿ ǻǼȎȱǟ ǟǾȽ Ž ǦȎȎǺǪƫǟ ǧǠȅǟǿǼȱǟ ȿ ǫɀǶǤȱǟ ȸȵ ǼɅǼȞȱǟ ȯɎǹ ȸȵ ƘǤȭ ȯǟǼǱ

ǢɆȱǠȅǕ ɁǼȝ ǻɀǱȿ ƂǙ ǨȲȍɀǩ Ǽȩȿ Û ǠȾȺȝ ǥƎȞƫǟ ǻǠȞǣɉǟ ȯɎǹ ȸȵ Û ȷɀǣȂȱǟ ȀȚȹ ǦȾǱȿ ȸȵ ǦȵǼƪǟ ǥǻɀǱ ȃǠɆȪȱ   ȃǠøɆȪȲȱ

ǠȾȺȵ :(1)

1-  ǻǼȝ ȃǠɆȪȵɁȿǠȮȊȱǟ:

      ȷȿǻ ǦøȵǼȪƫǟ ǧǠȵǼƪǟ ȷǕ ɂȲȝ ƎȞɅ ǠȾȅǠɆȪȵ ǦȺɆȞȵ ǦɆȺȵȁ ǥȀǪȥ ȯɎǹ ȸȵ ȸǝǠǣȂȱǟ Ǡŏ ȳǼȪǪɅ Ɣȱǟ ɁȿǠȮȊȱǟ ǻǼȝ ȰǮƢ

ɍ ǧǠȵǼǹ ȸȵ ȴƬ ȳǼȪɅ Ǡȵ ȿǟ ɁɀǪȆƫǟ  Ȝȵ ǢȅǠȺǪɅȴȾȭǟǿǻǙ ƫǟ ȿ ǠƬǙ ȯɀȍɀȱǟ ȷɀǤƷ ɃǾȱǟ ɁɀǪȆ   ȸøȮƹ ȃǠøɆȪƫǟ ǟǾȽ ȿ ȼɆȱ

 ǽǠơǟ ȸȵ ǦɆȵǼƪǟ ǧǠȶȚȺƫǟǧǟǒǟȀǱɋǟ  ǠȾȺǝǠǣȂȱ ǧǠȵǼǹ ȸȵ ȼȵǼȪǩ Ǡȵ ǥǻɀǱ ɁɀǪȆȵ ƙȆƠ ȿ ȰȭǠȊƫǟ ǫȿǼǵ ǢȺǲǪȱ ǦǤȅǠȺƫǟ
(2)  ǿǼƟ ǠưȿǥǿǠȉɋǟ   ǢȽǾøǩ ȿ Ȱǣ Û ǠȾǝɎȶȝ ɃȿǠȮȉ Ȝȵ ǥǼȊǣ ǡȿǠǲǪǩ ȰɆȶȞȱǠǣ ȼǱɀǩ ǠȾɅǼȱ ȷɀȮɅ Ɣȱǟ ǧǠȆȅǘƫǟ ȷǕ ȼɆȱǙ

ȱǽ ȸȵ ǼȞǣǕ ƂǙ   ǻɀøǱȿ ǥǿȿȀøȒȱǠǣ ƗȞɅ ɍ ǒɎȶȞȱǟ ȸȵ ɃȿǠȮȉ ǻɀǱȿ ȳǼȝ ȷɉ ȷ ɃȿǠȮȊȱǟ ȸȝ ǬǶǤȱǟ ȯȿǠƠ ǠŒǕ ǽǙ Û Ȭ

 ǒɎȶȞȱǟ Ǡȑǿ ȸȵ ƃǠȝ ɁɀǪȆȵ(3).

    ǠȾƵǕ țǟɀȹǕ ǥǼȝ ƂǙ ɃȿǠȮȊȱǟ ǬɆǵ ȸȵ ǒɎȶȞȱǟ ȴȆȪȺɅȿ :(4)

-ǨȵǠȎȱǟ ȰɆȶȞȱǟ :ȶȞȱǟ ȸȵ țɀȺȱǟ ǟǾȽ ȳǠȝ ȰȮȊǣȸȵ ȼǩǠȹǠȞȵ ȸȝ ȀȚȺȱǟ ȐȢǣ ɄȮǪȊɅ ɍ ǒɎ ǒǠȖǹɉǟ  ɂȲȝ ȰȶȞȱǟ ɄȢǤȺɅ ȿ

 ɃȿǠȮȊȱǟ ƇǼȪǩ ȰǱǕ ȸȵ ȴȾǝǟȀȡǙ.  

(1)  ȋ Û ȻȀȭǽ ȨǤȅ ȜǱȀȵ Û ǿǼȪȱǟ ǼǤȝ ȷǠɅȂȵ47.  
(2)  ȨǣǠȆȱǟ ȜǱȀƫǟ ȄȦȹ.  
(3) ǟ ƘɆȆǩ ȴȆȩ Û ƘɆȆǪȱǟ ȳɀȲȝ ȌȎơ ÛǥǿɀȊȺȵ Ƙȡ ƘǪȆɆǱǠȵ ǥȀȭǾȵ Û ǦɆǶȎȱǟ ǧǠȆȅǘƫǟ Ž ǦȲȵǠȊȱǟ ǥǻɀƨǟ ǥǿǟǻǙ ȨɆǤȖǩ Û ǦȲɆǤȹ ǥǠɆǶȭ ǦȺɆȖȺȆȩ ǦȞȵǠǱ Û ǦɅȀȊǤȱǟ ǻǿǟɀƫ 

 Û ȀǝǟȂƨǟ2009  ȋÛ94 .  
(4)  ȋ Û ȨǣǠȆȱǟ ȜǱȀƫǟ ȄȦȹ94 .  
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-ɃȿǠȮȊȱǟ ȴǝǟǻ ȰɆȶȞȱǟ : ǦȾǱȿ ȸȵ Ǡȶǝǟǻ ȫǠȺȽ ȿ ǦȵǼȪƫǟ ǦȵǼƪǟ ȸȝ ǟǼǣǕ ǠɆȑǟǿ ȷɀȮɅ ɍ  Ȩǵ ȷǼǣ ȿǕ ǬƜ Ǡȶǝǟǻ ɀȮȊɅ

 ǒǠȖǹǕ ȻȀȚȹ.  

-Ʉȝɀȑɀƫǟ ȰɆȶȞȱǟ :  ȴǪøő ɍ ȿ ȰȭǠȊƫǟ Ȱǵ ȿ ǰǝǠǪȺȱǠǣ ȴǪȾɅ ɀȾȥ ȻǟɀȮȊȱ ǿƎȵ ȫǠȺȽ ȷǠȭ ǟǽǙ ɍǙ  ɀȮȊɅ ɍ ȰɆȶȞȱǟ ǟǾȽ

 ǿǟǾȝɉǟ  

-ȰȪǪȆƫǟ ȰɆȶȞȱǟ : ǠɅǟȂȵ ɂȲȝ ȯɀȎƩǟ ƂǙ ȣǼȾɅǦɆȥǠȑǙ  ȰȭǠȊƫǟ Ȱǵ ȄɆȱ ɄȆɆǝȀȱǟ ȼȥǼȾȥ ȻɀȮȉ ƇǼȪǩ ȸȵ.  

2- ȸǝǠǣȂȱǟ Ǡȑǿ ȃǠɆȪȵ :

    ǦȞɆǤȕ ǦȆȅǘȶȲȱ ȷǠɆǤǪȅǟ Ȝȑȿ ȨɅȀȕ ȸȝ ȴǪɅ     Ǡøŏ ȤȞøȒȱǟ ȿ ǥɀȪȱǟ ǢȹǠǱ ȿ ȴƬ ǦȵǼȪƫǟ ǦȵǼƪǟ ɀƲ ȸǝǠǣȂȱǟ ǿɀȞȉ

 ƗǤǩ ȸȵ ǧǠȆȅǘƫǟ ȻǾȽ ȸȶȮɅ ȰȮȊǣǦɆǲɆǩǟȀǪȅǙ  ȸȵ ȴƬ ȳǼȪɅ Ǡȵ ɀƲ ǠȑȀȱǟ ȴƬ ȨȪƠȿ Û ȸǝǠǣȂȱǟ ǧǠǱǠɆǪǵǟ Ȝȵ ȳǒɎǪǩ ǥǻɀǲȲȱ

ǧǠȵǼǹ 1 ǦɆǶȎȱǟ ǧǠȆȅǘƫǟ ȐȞǣ ȐȥȀǩǼǹǕ ȵǼǹ ǥǻɀǱ ǼɅǼƠ ǼȺȝ ǿǠǤǪȝɍǟ ƙȞǣ ȃǠɆȪƫǟ ǟǾȽǦɆȱǠǪȱǟ ǡǠǤȅɊȱ ǠőǠ :2

ȐɅȀƫǟ ɁǼȱ ǦɆǤȖȱǟ ǦȥǠȪǮȱǟȿ ǦȥȀȞƫǟ ǡǠɆȡ

 ǦɆǤȖȱǟ Ƙȡ ȰȵǟɀȞȱǟ ȸȵ ǼɅǼȞȱǠǣ ɂȑȀƫǟ Ȁǭǘǩ.

ǒǠǤȕɉǠǣ ȴőǠȩɎȞǣ Ȁǭǘǩ Ǽȩ ǦɆȪɆȪǵ ǧǠȵɀȲȞƞ ǒɍǻɋǟ ȸȵ ɂȑȀƫǟ ȣɀǹ

  ǦɆǶȎȱǟ ǧǠȵǼƪǟ ȰɆȍɀǩ ǦȵɀȚȺȵ Ž ǥǒǠȦȮȱǟ ȀȍǠȺȝ ȃǠɆȩ ɂȲȝ ɂȑȀƫǟ ǥǿǼȩ ȳǼȝ.

3-   ȃǠɆȪȵǦȶɆȪȱǟ :3

     ǦȍǠƪǟ ǦȞȦȺƫǟ ɂȲȝ ǼȶǪȞǩ ǠȾȺǝǠǣȂȱ ǦȆȅǘƫǟ ǠȾȵǼȪǩ Ɣȱǟ ǦȶɆȪȱǟ ȷǕ ɂȲȝ ȃǠɆȪƫǟ ǟǾƬ ǦɆȅǠȅɍǟ ǥȀȮȦȱǟ ȳɀȪǩ   ǧǠȵǼøƪǠǣ

ȱ ǦȵǼȪƫǟ ǦȶɆȪȱǟ ǧǻǟȁ ǠȶȲȮȥ ǦȶɆȪȱǟ ȨȪƠ ɄȽ ȀȞȆȱǟ ȿ ǦȞȦȺƫǟ ƙǣ ǦȩɎȞȱ ǧǠȵǼƪǟ ȻǾȽ ɂȲȝ ȯɀȎǶȲȱ ǦȦȲȮǪȱǟ ȿ ȷɀǣȂȱǟ ǢȹǠǱ ȸȵ ǦȭǿǼƫǟ ȸǝǠǣȂȲ ǻǟȁ

  ǴɆǶȍ ȄȮȞȱǟ ȿ Û ǧǠȵǼƪǟ ȻǾȽ ǢȲȕ ɂȲȝ ȴƬǠǤȩǙ.   Ȱøȩǖǣ ȸǝǠøǣȂȲȱ ǥȂɆȶǪȵ ǦȵǼǹ ƇǼȪǩ ɀƲ ǠȽǻɀȾǱ ȂɆȭȀǩ ƂǙ ǧǠȆȅǘƫǟ ȜȥǼɅ ǡɀȲȅɉǟ ǟǾȽ

 ǦȺȮư ǦȦȲȮǩ.

4-ǧǟɀǲȦȱǟ ȰɆȲƠ ǡɀȲȅǕ*)servqual(4

     Ȝȩǟɀȱǟ ŽȷǙ  ǦȵǼƪǟ ƙǣ Ǡȵ ǥɀǲȦȱǟ ǿǟǼȪȵ ɂȲȝ ƙǱǽɀȶȺȱǟ Ɏȭ ǼȺǪȆɅ ȿ Û ǦȵǼȪƫǟ ǦȵǼƪǟ ǥǻɀǱ ȃǠɆȪȱ ƙǱǽɀƴ ȫǠȺȽ

ȱǟ ȸɅǾȽ ȃǠȅǕ ȷǕ ȀǹǕ ƖȞƞ Û ǦȭǿǼƫǟ ǦȵǼƪǟ ȿ ǦȞȩɀǪƫǟ ɀøǣȂȱǟ ǧǠȭǟǿǻǙ ƂǙ ǼȺǪȆɅ ƙǱǽɀȶȺȷ custonerperceptins(

 ȷɀǣȂȱǟ ǧǠȞȩɀǩ ȿ custoner expectation(  ȷǟǻɀȪɅ ȷǟǾȲȱǟ țǠǤȉɍǟ ƂǙ)  ǠȑȀȱǟ(  ɍȿǕ.  

1
 ȋ ÛȻȀȭǽ ȨǤȅ ȜǱȀȵ ÛȿƘȢȍ ǥǠƱ43.

2
 ȨǣǠȆȱǟ ȜǱȀƫǟ ȄȦȹ.  
3
 ȨǣǠȆȱǟ ȜǱȀƫǟ ȄȦȹ.  
4
  ǻɀȶƮǱȻȀȭǽ ȨǤȅ ȜǱȀȵ Û ɄȝǼɆȶȎȱǟ ȴȅǠ ȋ Û100.  

 * ǦȶȲȮǣ ǼȎȪɅ)servqual ( ǰȵǻ ȸȝ ǦƟǠȹ ɄȽ ȿ ǦȵǼƪǟ ǥǻɀǱ)service ( ÛǦȵǼƪǟ ƗȞǩ Ɣȱǟ)quality (ƗȞǩ Ɣȱǟ ȿ ǥǻɀƨǟ.
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الإتصالات بالمحادثةالشخصیةالإتصالات الخبرات السابفة

الخدمة المتوقعة

الخدمة المدركة

الإتصالات الخارجیة 
مع المرضى

تقدیم الخدمة

ترجمة المركات إلى 
خصوصة في جودة الخدمة

إدراكات الإدارة لتوقعات المریض

Ǖ -ɃǼɆȲȪǪȱǟ ǧǟɀǲȦȱǟ ǯǽɀƴ traditionalcrap model:

     ȸȵ Ȱȭ ȰǤȩ ȸȵ ȳǼȩ ǯǽɀȶȺȱǟ ǟǾȽ ȷǙ) parasurman zeithmaomd berry(  ɃǾȱǟ ȿȨȲȕǕ  ǯǽɀƴ ȼɆȲȝ

 ǧǟɀǲȦȱǟ "gap model  " ǦɆȲȞȦȱǟ ǥǻɀƨǟ ȿ ǦȵǼƪǟ ǥǻɀƨ ȷɀǣȂȱǟ ȼȞȩɀǪɅ Ǡȵ ƙǣ Ǡȵ ǥɀǲȦȱǟ ǿǟǼȪȵ ƂǙ ǯǽɀȶȺȱǟ ǟǾȽ ǼȺǪȆɅ ȿ

ȼȲǤȩ ȸȵ  ǦȭǿǼƫǟ ƃǠǪȱǟ ȰȮȊȱǟ ǴȑɀɅ Ǡȶȭ ǦȆƦ ȸȶȒǪɅ ȿ ǦȵǼƪǟ ǥǻɀƨ ɃǼɆȲȪǪȱǟ ȳɀȾȦȶȲȱ ǠȪȥ ȿ :

 ȴȩǿ ȰȮȊȱǟ)09(: ɃǼɆȲȪǪȱǟ ǧǟɀǲȦȱǟ ǯǽɀƴ  

ȷɀǣȂȱǟ

ȧɀȆȱǟ

 ǿǼȎƫǟ :ȶȎȱǟ ȴȅǠǱ ǻɀȶƮɆɄȝǼ : ȋ ȨǣǠȅ ȜǱȀȵ103

)5(الفجوة 

)3(الفجوة 

)2(الفجوة 

)4(الفجوة 

)1(الفجوة 

الخبرات السابقة
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   ȰȮȊȱǟ ȯɎǹ ȸȵ ȨǣǠȆȱǟƃǠǪȱǟ Ž ȌǺȲǪǩ ǧǟɀǲȦȱǟ ȻǾȽ ȷǕ ȘǵɎȹ :1

Ƃȿɉǟ ǥɀǲȦȱǟ : ǥǿǟǻɋǟ ȫǟǿǻǙȿ ȀɅǼƫǟ Ȝȩɀǩ ƙǣ ǥɀǲȦȱǟ 

     ǥǿǟǻɋǠȥ ȰȒȥǕ ǠȵǠȞȕ ȷȿǼɅȀɅ ɂȑȀƫǟ ȷǖǣ ɂȦȊǪȆƫǟ ǥǿǟǻǙ ȀȮȦǩ ǼȪȥ Û ȐɅȀƫǟ ȻǼɅȀɅ ǠƵ ǴɆǶȎȱǟ ǿɀȎǪȱǟ ȬȲƢ ɍ Ǽȩ

 ƙȑȀȶƫǟ ǦǣǠǲǪȅǟ ɁǼƞ ȀǮȭǕ ȷɀȶǪȾɅ ȴŒǕ ɍǙ.  

ǦɆȹǠǮȱǟ ǥɀǲȦȱǟ : ǦȵǼƪǟ ǥǻɀǱ ǧǟȂɆȵ ȿ ǥǿǟǻɋǟ ǿɀȎǩ ƙǣ ǥɀǲȦȱǟ

     ɁǼȱ ȷɀȮǩ ǼȪȥǥǿǟǻɋǟ Œǟ ɍǙ ɂȑȀƫǟ ǧǠǤȡȀȱ ǴɆǶȍ ǿɀȎǩ  ǢøȲȖǩ ǼȪȥ Û ȔȪȥ ƙȞȵ ǒǟǻɉ ǠȅǠɆȩ ȜȒǩ ɍ ǠǥǿǟǻǙ 

 Ž ǥɀǲȥ ȨȲƸ Ǡư ǦɆȶȮȱǟ ǦɆǵǠȺȱǟ ȸȵ ǠȽǻǼȝ ȿǕ ǧǠȵǼƪǟ ȻǾȽ țɀȹ ǼɅǼƠ ȷȿǻ ǦȞɅȀȅ ǧǠȵǼǹ ƇǼȪǩ ǧǠȑȀȶƫǟ ȸȵ ɂȦȊǪȆƫǟ

ǠȾƹǼȪǩ ȯǠƭ  

ǦǮȱǠǮȱǟ ǥɀǲȦȱǟ : ǠȾƹǼȪǩȿ ǦȵǼƪǟ ǥǻɀǱ ȌǝǠȎǹ ƙǣ ǥɀǲȦȱǟ :

     ƙȶǝǠȪȱǟ ǻǟȀȥɊȱ ȸȮƹ ǬɆǵ  ȴøŒǕ ȿǕ ȴőǠȩǠȕ ȧɀȦǩ ȯǠȶȝǖǣ ǟɀȵɀȪɅ ȷǕ ȿǕ ǟǻǼƮ ǠǤɅǿǼǩ ǟɀȪȲǪɅ ȷǕ ȐɅȀƫǟ ǦȵǼǹ ɂȲȝ

 ȯɀȖȵ ȰȮȊǣ ɂȑȀȶȲȱ țǠȶǪȅɍǠȭ ǦȺɆȞȵ ǧǠȅǠɆȩ ɂȲȝ ȷȿǻɀȞǪɅ Ǽȩ ȿǕ Û ȴȾȺȵ ǡɀȲȖȵ Ǡȵ ȨɆȪƠ Ž ƙǤȡǟǿ Ƙȡ ȿǕ ȸɅǿǻǠȩ Ƙȡ

 ǦǣɀȲȖƫǟ ǦɆȝɀȺȱǟ ȿ ǡɀȲȖƫǟ ȰȮȊȱǠǣ ǦȵǼƪǟ ƇǼȪǩ ȸȵ ȤȞȒɅ Ǡư.  

 ǥɀǲȦȱǟǦȞǣǟȀȱǟ : ǦɆǱǿǠƪǟ ǧɍǠȎǩɍǟ ȿ ǦȵǼƪǠǣ ȳǠɆȪȱǟ ƙǣ ǥɀǲȦȱǟ :

     ȿ ǧǠȭȀȊȱǟ ɀȲǮư Ǡŏ ƃǼɅ Ɣȱǟ ǧǠƷȀȎǪȱǠǣ ȸǝǠǣȂȱǟ ǧǠȞȩɀǩ ȀǭǖǪǩ ǬɆǵǠŒɎȝǙ     ǧǠøȅǟȀȭ ǼøǵǕ Ž ȀøȾș ǟǽǚȥ Û

 ȷǕ ȤȊǪȮɅ ȐɅȀƫǟ ȯɀȍȿ ǼȺȝ ȿ ǦȲɆƤ ǦȥȀȡ ǻɀǱȿ ƙȞȵ ɂȦȊǪȆȵȷɎȝɋǟ ƪǟ ȯǠȎǩɍǟ ȷǚȥ ȬȱǾǣ ȼɆȥ ȠȱǠǤȵ ȷǠȭ Ǽȩ ɄǱǿǠ

ȼȞȩɀǪɅ ȷɀǣȂȱǟ ȸȲȭ Ǡȵ Ȼɀȉ.  

ǦȆȵǠƪǟ ǥɀǲȦȱǟ : ǦȞȩɀǪƫǟ ǦȵǼƪǟ ȿ ǥǿɀȎǪƫǟ ǦȵǼƪǟ ƙǣǠȵ ǥɀǲȦȱǟ :

       ȀȶǪøȆɅ ȷǖøȥ ǿɀȎǪɅ Ǡȶȭ ǦȵǼƪǟ ǦɆȝɀȹ ȷɀȮǩ ɍ ȿ ǦȦȲǪƯ ǦȪɅȀȖǣ ǒǟǻɉǟ ȷɀǣȂȱǟ ȄɆȪɅ ǠȵǼȺȝ ǥɀǲȦȱǟ ȀȾȚǩ ǬɆǵ

ȀȮǩ ȀȆȦɅ ȐɅȀƫǟ ȷǕ ɍǙ ȼǪɅǠȝǿ ȿ ȐɅȀƫǟ ǥǿǠɅȁ ɂȲȝ ǢɆǤȖȱǟ ɁȀǹǕ ȏǟȀȝɉ ǥǿǠɅȂȱǟ ǿǟǕ øȞȱǟ Ž ǖȖǹ ȫǠȺȽ ȷǕ ȿ  ǟɀȝǼøɅ ǯɎ

ȼǩǟǿǠɅȁ ǿǟȀȮǪȱ ǢɆǤȖȱǟ  

ǡ -ǿɀȖƫǟ ǧǟɀǲȦȱǟ ǯǽɀƴ2:gaps model advanc

     ǧǟɀǲȦȱǠȥ ǦȆƦ ȸȵ ɍǼǣ ǧǟɀǲȥ ǦȞǤȆǣ ǻǼǵ ǼȪȥ Û ȨǣǠȆȱǟ ǯǽɀȶȺȱǟ ȸȝ ǠɅȀȽɀǱ ȤȲǪƸ ɍ ǯǽɀȶȺȱǟ ǟǾȽ ȃǠȅǕ ȷǙ

 ǠǤȩ ȸȵ ǯǽɀȶȺȱǟ Ȝȑȿ Û ɃǼɆȲȪǪȱǟ ǯǽɀȶȺȱǟ ǠȾȵǼȪɅ Ɣȱǟlovelock  ȸȵ Ȱȭ ȰǤȩ ȸȵ ȼȑȀȝ Ź ȿlovelock and wirtz

ǝǟɀǪǵɍ ȨǣǠȆȱǟ ǯǽɀȶȺȱǟ ȸȵ ɎɆȒȦǩ ȀǮȭǕ ǯǽɀȶȺȱǟ ǟǾȽ ƎǪȞɅ ȿ  ǠȪǣǠȅ ǥǻɀǱɀȵ ȸȮǩ Ɓ ǧǟȀȉǘȵ ɂȲȝ ȼ ǴȑɀɅ ƃǠǪȱǟ ȰȮȊȱǟȿ

ǯǽɀȶȺȱǟ ǟǾȽ .  

1
 ȋ Û ȻȀȭǽ ȨǤȅ ȜǱȀȵ Û ɄȝǼɆȶȎȱǟ ȴȅǠǱ ǻɀȶƮ102.

2
  ÛȨǣǠȆȱǟ ȜǱȀƫǟ ȄȦȹ102-104.
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 ȴȩǿ ȰȮȊȱǟ)10( ǿɀȖƫǟ ǦȵǼƪǟ ǥǻɀƨ ǧǟɀǲȦȱǟ ǯǽɀƴ

                                ǥǿǟǻɋǟ1- ǦȥȀȞƫǟ ǥɀǲȥ  

2- ǦɆȅǠɆȪȱǟ ƘɅǠȞƫǟ ǥɀǲȥ

4 -  ǧɍǠȎǩɋǟ ǥɀǲȥ  

           ǦɆȲǹǟǼȱǟ  

ǿǼȎƫǟ :ȋ ÛȨǣǠȅ ȜǱȀȵ ÛɄȝǼɆȶȎȱǟ ȴȅǠǱ ǻɀȶƮ103.

حاجات و توقعات الزبون

إدراك تحدبد خذه الحاجات

ترجمة ھذه الحاجات في جوانب 
التصمبم و التسلیم

المتوقع جوانب التصمیم و التسلیم 

إدراكات الزبون بالنسبة لتوقع المنتج 
)الخدمة( 

تجربة الزبون المتعلقة بالإدراكات

تفسیر الزبون للإتصالات

الإعلان و تعھدات المبیعات



 ǏǆƑƙǁƐ üƬƻǁƐ                                   ƑǊǄǐǐƾƗ ƕǐƻǐǀ ǋ ƕǐƟƬǁƐ ƖƑǄƣƢǁƐ ƔƣǋƜ

55

Ƃȿɉǟ ǥɀǲȦȱǟ :  ǦȥȀȞƫǟ ǥɀǲȥthe know ledge gap

     Ȼ ǧǠǱǠǵ ȿ ǧǠȵǼƪǟ ȸȵ ȐɅȀƫǟ ȼɆȲȝ ȰȎƷ ȷǕ ȜȩɀǪɅ Ǡȵ ȯɀǵ ǦɆǶȎȱǟ ǦȵǼƪǟ ȿȂȾƭ ǼȪǪȞɅ Ǡȵ ƙǣ ȣɎǪǹɍǟ ȰǮƢ

 ǦɆȲȞȦȱǟ ȼǩǠȞȩɀǩ ȿ  

ǦɆȹǠǮȱǟ ǥɀǲȦȱǟ :  ǦɆȅǠɆȪȱǟ ƘɅǠȞƫǟ ǥɀǲȥthe standards gap

    ȲȆǪȱ ǥǼȶǪȞƫǟ ǥǻɀƨǟ ƘɅǠȞȵ ȿ ȐɅȀƫǟ ǧǠȞȩɀǪȱ ǥǿǟǻɋǟ ȫǟǿǻǟ ƙǣ ȣɎǪǹɍǟ ȰǮƢ ǦɆǶȎȱǟ ǦȵǼƪǟ ȴɆ.  

ǦǮȱǠǮȱǟ ǥɀǲȦȱǟ :  ȴɆȲȆǪȱǟ ǥɀǲȥthe delivery gap

     ƘɅǠȞƫǟ ȻǾȽ ȸȶȑ ǦȵǼƪǟ ȂȾŎ ɄȲȞȦȱǟ ǒǟǻɍǟ ȿ ǦɆǶȎȱǟ ǧǠȵǼƪǟ ȴɆȲȆǪȱ ǥǻǼǂǟ ƘɅǠȞƫǟ ƙǣ ȣɎǪǹɍǟ ȰǮƢ.  

ǦȞǣǟȀȱǟ ǥɀǲȦȱǟ :  ǦɆȲǹǟǼȱǟ ǧɍǠȎǩɍǟ ǥɀǲȥinternal communication

    ƙǣ ȣɎǪǹɍǟ ȰǮƢ  ǦȵǼƪǟ ǥǿǟǼǱ ȯɀǵ ȷȿȂȾŎǟ ǼȪǪȞɅ Ǡȵ ƙǣ ȿ ǠȽȂɆƢ ȿ ǠőǠȵǼǹ ǥǿǟǼǱ ȸȝ ǦɆȵǼƪǟ ǦȶȚȺƫǟ ȸȲȞǩ Ǡȵ

 ȼȵǼȪǩ ȷǕ ɎȞȥ ǦȶȚȺƫǟ ȜɆȖǪȆǩ ǟǽǠȵ ȿ ǥǻɀƨǟ ɁɀǪȆȵ ȿ.  

ǦȆȵǠƪǟ ǥɀǲȦȱǟ :  ȫǟǿǻɍǟ ǥɀǲȥthe perception gap

     ǟɀȶȲǪȅǟ ȴŒǖǣ ȸǝǠǣȂȱǟ ȫǿǼɅ Ǡȵ ȿ ɎȞȥ ȴȲȆɅ Ǡȵ ƙǣ ȣɎǪǹɍǟ) ǻǠȩ Ƙȡ ȸǝǠǣȂȱǟ ȷɉǦȩǼǣ ǦȵǼƪǟ ǦɆȝɀȹ ȴɆɆȪǩ ɂȲȝ ȸɅǿ.(

ǦȅǻǠȆȱǟ ǥɀǲȦȱǟ : ȂɆɆȶǪȱǟ ǥɀǲȥinterpetation gap

        ǦɆǶȎȱǟ ǦȵǼƪǟ ɃȂȾƭ ȰǤȩ ȸȵ ȯǠȎǩɍǟ ǻɀȾǱ ƙǣ ȣɎǪǹɍǟ)  ǦȵǼƪǟ ȴɆȲȆǩ ȰǤȩ(   ǼøȪǪȞɅ Ǡȵ ȿ Û ȜȖȪǩ Ɣȱǟ ǻɀȝɀȱǟ ȿ

 ȼɆȲȝ ǟɀȲȎƷ ȷǖǣ ǟȿǼȝȿ ȴŒǖǣ ɂȑȀƫǟ  

ǥɀǲȦȱǟ ǦȞǣǠȆȱǟ :  ǦȵǼƪǟ ǥɀǲȥthe service

    ƙǣ ȣɎǪǹɍǟ ȵǠ ɅȞȩɀǪȼ  ɂȑȀƫǟǕȷ  ȿ ȼɆȲȝ ǟɀȲȎƷȴȾȭǟǿǻǙ  ǦȶȲǪȆƫǟ ǦȵǼǺȲȱ  

 Û ǦȶȚȺƫǟ ȿ ȷɀǣȂȱǟ ƙǣ Ǡȵ ǦɆǱǿǠǹ ǧǟɀǲȥ ȰǮƢ ǦȞǣǠȆȱǟ ȿ ǦȅǻǠȆȱǟȿ ǦȆȵǠƪǟ ȿ Ƃȿɉǟ ǥɀǲȦȱǟ ȷǙǠȵǕ  ǦǮȱǠǮȱǟ Û ǦɆȹǠǮȱǟ ǧǟɀǲȦȱǟ

 ȿ ȤǝǠșɀȱǟ ȿ ȷɀǣȂȱǟ ƙǣ Ǡȵ ǦɆȲǹǟǻ ǧǟɀǲȥ ȰǮƢ Û ǦȞǣǟȀȱǟǧǟǿǟǻɋǟ  ǦȶȚȺƫǟ Ž  

5-ǦȵǼǺȲȱ ɄȲȞȦȱǟ ǒǟǻɉǟ ǡɀȲȅǕ sernperf*

      ȸøȵ ǦɆȱǠȝ ǦǱǿǼǣ ȜǪȶǪɅ ȿ ǦȵǼƪǟ ǥǻɀǱ ȃǠɆȪȱ ɄȲȶȝ ȿ ɄȶȲȝ ǯǽɀƴ ƂǙ ȯɀȍɀȲȱ ǠɆƫǠȝ ǦȱȿǾǤƫǟ ǻɀȾǲȲȱ ǟǿǟȀȶǪȅǟ

 Û ǦȪǮȱǟǨȾǱȿ Ɣȱǟ ǧǟǻǠȪǪȹɍǟ ȸȵ ǠȩɎȖȹǟ ȿ Û ȨɆǤȖǪȱǟ ǦɆȹǠȮȵǙ ȿ ǦɆȩǟǼȎƫǟ ȸȵ Ȱȭ Ȱȍɀǩ ǧǟɀǲȦȱǟ ȰɆȲƠ ǡɀȲȅɉcronin

and taylor  ǦȺȅ1992  ǟǾȽ ƂǙǡɀȲȅɉǟ ȯǟ1 ɂȲȝ ȂȭȀɅ Ƀǽǒǟǻɉǟ  ǦȵǼƪǟ ȻǾȽ ǥǻɀǱ ȷǕ ǿǠǤǪȝǠǣ ǦȵǼȪƫǟ ǦȵǼǺȲȱ ɄȲȞȦȱǟ

ȸǝǠǣȂȱǟ ǧǠȽǠƟǟ ȯɎǹ ȸȵ ǥȀȉǠǤȵ ǠȾɆȲȝ ȴȮƩǟ ȸȮƹ ǦɆȱǠǪȱǟ ǦȱǻǠȞƫǠǣ Ȭȱǽ ȸȝ ƘǤȞǪȱǟ ȸȮƹ ȼȹǕ ȿÛ :  ǦøȵǼƪǟ ǥǻɀǱ =ǒǟǻɉǟ 

ɄȲȞȦȱǟ  ǟǾȽ ȤȲǪƸ ƁȿǡɀȲȅɉǟ  ȸȝǡɀȲȅǕ  ǼȺȝ ǧǟɀǲȦȱǟ ȰɆȲƠǻǠȞǣɉǟ  ǥǻɀǱ ȀȽǠȚȵ ȃǠɆȪȥ ǦȵǼǺǪȆƫǟ   ǦøȍǠƪǟ ǦøȵǼƪǟ

ǦȅɀȶȲƫǟ ǢȹǟɀƨǠǣ ÛǦɅǻǠȶǪȝɍǟȿÛ ȷǠȵɉǟȿ Û ǦǣǠǲǪȅɍǟ ȿ ǟǾȽ ǡǠǶȍǕ ɁȀɅ Ǡȶȭ ȤȕǠȞǪȱǟȿ ÛǡɀȲȅɉǟ  ǣǠøȅ ȸȝ ȂɆȶǪɅ ȼȹǕ ȼȪ

ȳǟǼǺǪȅɍǟ ǦȱɀȾȆȱǟ ȿ ǦȕǠȆǤȱǠǣ ȬȱǾȭ ȿ ÛɆȩǟǼȎȵ ǦǱǿǻ ǥǻǠɅȂǣȼǪ ȼǪɆȞȩǟȿ ȿ ǥǼȝǠȆȵ ȸȝ ȂǲȞɅ ȼȹǕ ɍǙ Ûǥǿǟǻɋǟ   ȤøȊȮȱǟ ɂȲȝ

 ǦȵǼƪǟ ȸȵ ȷɀǣȂȱǟ ǧǠȭǟǿǻǙ ȔȪȥ ǨȆɆȱ ȿ ǥǻǼȞǪȵ Ǣȹǟɀƛ ȨȲȞǪǩ Ɣȱǟ ȿ ǦȵǼȪƫǟ ǦȵǼƪǟ Ž ȤȞȒȱǟ ȿ ǥɀȪȱǟ ǧɍǠƭ ȸȝ  

*
  ǦȶȲȮǣ ǼȎȪɅservperf) ( ǰȵǻ ȸȝ ǦƟǠȹ ɄȽȿ Û ǦȵǼƪǟ ǒǟǻǕ(service) ȿ  ǦȵǼǹ ƗȞǩ ȿ(performance)  ǒǟǻǕ ƗȞǩ.  
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     ǣ ȿ ǟǾȮȽ ȿ ǯǽɀȶȺȱǟ Ǡŏ ȜǪȶǪɅ Ɣȱǟ ǠɅǟȂƫǟ ȸȵ ȴȡȀȱǠ servperf ɍ ȼȹǕ ɍǙ Û ǦȵǼƪǟ ǥǻɀǱ ȴɆɆȪǩ Ž  ǦɆƵǕ ȸȵ ȰȲȪɅ  

 ǯǽɀȶȺȱǟ ǦȶǝɎȵ ȿservqual   ȸøȵ ǧǟɀǲȦȱǟ ȰɆȲƠ ǡɀȲȅǕ ɂȲȝ ȧɀȦǪɅ Ǡƞǿ ɄȲȞȦȱǟ ǒǟǻɉǟ ǡɀȲȅǕ ȷǙ Ȱǣ Û ǻǼȎȱǟ ǟǾȽ Ž

Ǫȱǟ ȿ ȃǠɆȪȱǟ ǧǠɆȲȶȝ ȸȝ ǦƟǠȺȱǟ ǦɆȲȶȞȱǟ ǧɍɍǼȱǟ ǬɆǵ ȴɆɆȪ(1).

     ȻǾȽ ȸȵ Ȱȭ ǦɆȲȝǠȥ ȯɀǵ ǟȀȶǪȆȵ ȯǼƨǟ ȯǟȂɅ Ǡȵ ȿǢɆȱǠȅɉǟ   ǥǿȿȀøȑ ǢǱɀǪɅ ɃǾȱǟ Ȁȵɉǟ Û ǦȵǼƪǟ ǥǻɀǱ ȃǠɆȩ Ž

 ȻǾȽ ȷǚȥ Ȭȱǽ ȴȡǿ Û ȯǼƨǟ ǟǾȽ ȴȆǵ Ž ȳǠȾȅɌȱ ǦɆȪɆǤȖǪȱǟ ǧǠȅǟǿǼȱǟ ȸȵ ǼɅȂƞ ȳǠɆȪȱǟǢɆȱǠȅɉǟ Ȁȥɀǩ  ǦȆȅǘȶȲȱǦɅǾȢǩ  ǦɆȆȮȝ

 ɁɀǪȆȵ ȸȝ ǧǠȵɀȲȞƫǟ ȸȵțǠǤȉɋǟ  ȼǪȪȪǵ ɃǾȱǟǠȾȺǝǠǣȁ ǧǠȞȩɀǩ ȿ ǦȵǼȪƫǟ ǦȵǼƪǟ ǠȽȁȿǠƟ Ǣƶ Ɣȱǟ ȌȪȺȱǟ ǢȹǟɀǱ ȤȊȮǩ ȿ Û

ȸǝǠǣȂȱǟ Ǡȑǿ ǦǱǿǻ ǥǻǠɅȂȱ ǦɅǿȿȀȒȱǟ ǧǠȺɆȆǶǪȱǟ ȯǠǹǻǙ ȨɅȀȕ ȸȝ. (2)

ǬȱǠǮȱǟ ǢȲȖƫǟ :ǦɆǶȎȱǟ ǧǠȵǼƪǟ ǥǻɀǱ ƙȆƠ ȰǹǟǼȵ

 ǥǻǠɅȁ Ȝȵ ȏǟȀȵɉǟ ǻǼȝ țɀȺǩ ȿ ǦɆǶȎȱǟ ǧǠȵǼƪǟ ɂȲȝ ȀȶǪȆƫǟ ǢȲȖȲȱ ǟȀȚȹ   ǯǠøǪƠ ǦøɆǤȖȱǟ ǠɆǱɀȱɀȺȮǪȱǟ ǧǠȪɆǤȖǩ

  Ž ǒǠøȪǤȱǟ ȷǠȶȑ ȿ ǠȾȺǝǠǣȁ ǒǠȑǿǙ ȰǱǕ ȸȵ ÛǠőǠȵǼǹ ƙȆƠ Ž ȴȽǠȆǩ Ɣȱǟ ȰǹǟǼƫǟ ȸȵ Ǧȝɀȶƭ ȨɆǤȖǩ ƂǙ ǦɆǶȎȱǟ ǧǠȆȅǘƫǟ

ȀȭǾȹ ǥǼȶǪȞƫǟ ȰǹǟǼƫǟ ȴȽǕ ƙǣ ȸȵ ȿ ȼɆȥ ȔȊȺǩ ɃǾȱǟ ɄȆȥǠȺǪȱǟ Ȕȅɀȱǟ1

-  ȀȶǪȆƫǟ ȸȆǶǪȱǟ« KAIZEN »

-  ǦɆȞǱȀƫǟ ǦȹǿǠȪƫǟ« BENCHMARKING »

-    ǦȲȵǠȊȱǟ ǥǻɀƨǟ ǥǿǟǻǙ« TOM »

 ȷȂɅǠȭ ȀȶǪȆƫǟ ƙȆǶǪȱǟ ȰǹǼȵ ɍȿǕ*)KAIZEN(2

ȀȶǪȆƫǟ ƙȆǶǪȱǟ"ȷȂɅǠȭ "  ȸøȵ ǿǼȩ ɂȎȩǕ ɂȲȝ ȯɀȎƩǟ ȰǱǟ ȸȵ ǦɆǶȎȱǟ ǦȆȅǘƫǟ Ž ƘɆȢǪȱǟ ȰǝǠȅȿ ȸȵ ǦȲɆȅȿ ɀȽ

 ǛǻǠǤƫǟ ȿ ǢɆȱǠȅɉǟ țɀȺǩ ƙǣ ǯȂƢ ǠőǠȵǼǹ ǥǻɀǱ ǻȀƭ ȄɆȱ ȿ ǥǠɆƩǟ Ž ǠǣɀȲȅǕ ȻǿǠǤǪȝǠǣ ƙȆǶǪȱǟ ǦȦȆȲȥ ȿ ǦȆȅǘƫǟ ǦȥǠȪǭ Ȱǹǟǻ

ǥȀȖȆȵ ǛǻǠǤƫ ȨɆǤȖǩ.  

ƃǠǪȱǠȭ ɄȽ ȰǵǟȀȵ ǦȆƦ Ȩȥȿ ȴǪɅ ǦɆǶȎȱǟ ǦȆȅǘƫǟ Ž ȀȶǪȆƫǟ ƙȆǶǪȱǟ ȰǹǼȵ ȨɆǤȖǩ ȷǙ:  

Ƃȿɉǟ ǦȲǵȀƫǟ :ƇɀȪǩǥǼǝǠȆȱǟ țǠȑȿɉǟ 

 ȀɅǾǶǪȱǟ ȼǱȿ ɂȲȝ ȣȀȞǩ ȷǕ ǦɆǶȎȱǟ ǦȆȅǘƫǟ ɂȲȝ  ȿ ÛǦøǵǠǪƫǟ ǻǟɀƫǟ ȿ ǥǼǝǠȆȱǟ ǦɆǶȎȱǟ ȯǟɀǵɉǟ ȿ ÛȸȽǟȀȱǟ Ȝȑɀȱǟ

ǠȾȑǟȀȡǕ ǻǼƠ ȿ ǠȾǪȱǠȅǿ ƙǤǩ ȷǕ ȿ ȰǤȪǪȆȶȲȱ ǦǶȑǟȿ ǦɅǗǿ ǠȾɅǼȱ ȷɀȮɅ ȷǕ ɄȢǤȺɅ ȼȹǟ ƗȞɅ ǟǾȽ.  

ǦɆȹǠǮȱǟ ǦȲǵȀƫǟ :ȴɆȲȅ ȰȮȊǣ ǒǠɆȉɉǟ ǢɆǩȀǩ

 Ǣƶ Ƃȿɉǟ ǥɀȖƪǟ ǾɆȦȺǩ ǼȞǣȷǕ ǩ ȿ ǧǠɆȲȶȞȲȱ ɄǲȾȺȵ ȰɆȲǶǪǣ ǦȆȅǘƫǟ ȳɀȪǩǠȾȲȆȲȆ.  

(1)  ȋ Û ȻȀȭǽ ȨǤȅ ȜǱȀȵ Û ǿǻǠȪȱǟ ǼǤȝ ȷǠɅȂȵ47-48 .  
(2)  ȋ Û ȻȀȭǽ ȨǤȅ ȜǱȀȵ Û ȿƘȢȍ ǥǠƱ47 .  
1

.51نجاة صغیرو، مرجع سبق ذكره، ص  -
*

»كایزن مصطلح یاباني یتكون من شطرین  - RAI »تعني التغییر  « ZEN »تعني نحو الأفضل و  « KAIZEN   .إجمالا تعني التحسین المستمر «
53-51نجاة صغیرو، نفس المرجع، ص  -2
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ǦǮȱǠǮȱǟ ǦȲǵȀƫǟ :ȷǠȮƫǟ ȤɆȚȺǩ

ȼȡɀȲǣ ȴǪɅ Ɠǵ ǦȥǠȚȺȱǟ Ȁȥɀǩ ȸȵ Ǽǣɍ ƃǠǪȱǠǣ ȤɆȚȹ Ƙȡ ȰȶȞȱǟ ȷǠȮȵ ȷǠȭ ǟǽǙ ȀȶǪȆȵ ƙȆƠ ȨɆȪƠ ȸȮƹ ɍ.  

ǦȞǣǟȀȱǟ ǦȲǵȀƫǟ : ǦɆȎǺȊȱǟ ǦȥǠȚȺȱǟ

 ȰȵǠȝ ǻȀȥ Ȱȭ ɂȲȝ ǢǱǟɀȱǟ ȸȵȷǕ ȹ ɂȲȝ ȘȥǠƷȚ ȸɅȀǹɈȱ ɎǮȵ ȷɀȮɅ ȿ ǦɆȎǺȊȱǟ ȼǪȥǠ  

 ǦȲǵȀƫǟǦȆȵǠƪǟ :Ȓȹɋǟ ȿ ȳǠȚȺȱǟȓǠǤ

Ȓȹɋǟ ȏȀȥ ȸȵ ǼǣɍȀȶǪȆƫǟ ƙȆǶǪȱǟ ȨɆȪƠ ȸȵ ȸȮȶǪǩ Ɠǵ ǦɆǶȎȱǟ ǦȆȅǘƫǟ Ȱǹǟǻ ȳǠȚȺȱǟ ȿ ȓǠǤ.  

    Ž ȼøȪɆǤȖǩ Ȁǭǖøǣ ǨøɅȀǱǕ Ǧȅǟǿǻ ɄȦȥ ȻƘȅ ɂȲȝ Ȁǭǘǩ ȀȍǠȺȞȱǟ ȸȵ Ǧȝɀȶǲƞ ȨȲȞǪɅ ȷȂɅǠȭ ȀȶǪȆƫǟ ƙȆƠ ȰǹǼȵȿ

ǰǝǠǪȺȱǟ ǨȹǠȭ ǦȦȲǪƯ ȀȍǠȺȞǣ ȼȕǠǤǩǿǟ ȿ ǦɆǶȍ ǦȆȅǘȵ ƃǠǪȱǠȭ:  

- ȷȂɅǠȭ ǡɀȲȅǕ ȨɆǤȖǩ ɂȲȝ ȴȾȵ ȀǭǕ ǦɆǶȎȱǟ ǦȆȅǘƫǟ ǦȥǠȪǭ .  

-      ȰøȭǠɆƬǟ ǢǤøȆǣ ȀȶǪøȆƫǟ ƙøȆǶǪȱǟ ǦȥǠȪǭ ȃȀȡ Ž ǦǣɀȞȍ ȼǱǟɀǩ ƘǤȮȱǟ ȴǲƩǟ ǧǟǽ ǦȍǠǹ ȿ ǦɆǶȎȱǟ ǧǠȆȅǘƫǟ ȷǙ

ǦɆȕǟȀȩȿƘǤȱǟ.  

- ǥǻɀǱ ȀǮȭǕ ǰǝǠǪȺȱ ǨȲȍɀǩ ǠȶȲȭ ǥǻɀƨǟ ȯǠƭ Ž ǥƎǹ ǦɆǶȎȱǟ ǦȆȅǘȶȲȱ ȷǠȭ ǠȶȲȭ.  

ǠɆȹǠǭ : ǦɆȞǱȀƫǟ ǦȹǿǠȪƫǟ ȰǹǼȵ)*BENCHEMARKING(1

    ȀɅɀøȖǩȿ ƙøȆƠ Ž ǠȽǼøȶǪȞǩ ȷǕ ǦɆǶȎȱǟ ǦȆȅǘȶȲȱ ȸȮƹ Ɣȱǟ ƙȆǶǪȱǟ ȰǹǟǼȵ ȸȵ ȰǹǼȵ ǦɆȞǱȀƫǟ ǦȹǿǠȪƫǟ ƎǪȞǩ

 Ȥȱǘƫǟ ȣȀȝ Ǽȩ ȿ ǠőǠȵǼǹ)jean Brilmon (Ǫȩɋǟ ȿ ȰɆȲƠ ȿ ǼɅǼƠ ɂȲȝ ȳɀȪǩ Ɣȱǟ ǦɆȲȶȞȱǟ ȬȲǩ ǠŒǖǣ ǦɆȞǱȀƫǟ ǦȹǿǠȪƫǟ ǒǟǼ

ǦȆȅǘƫǠǣ ǦȍǠƪǟǒǟǻɉǟ ƙȆƠ ȣǾŏ ƁǠȞȱǟ Ž ȰȒȥɉǟ ǒǟǻɉǟ ǧǟǽ ǧǠȆȅǘƫǟ ǧǠȅǿǠȶƞ.  

ɄȽ ǦɆȞǱȀƫǟ ǦȹǿǠȪȶȲȱ ǦɆȆɆǝǿ țǟɀȹǟ ǦȞǣǿǕ ƙǣ ȂɆɆȶǪȱǟ Ź Ǡȶȭ:  

1- ǦɆȲǹǟǼȱǟ ǦɆȞǱȀƫǟ ǦȹǿǠȪƫǟ

ȄȦȺȱ ǦȞǣǠǩ țȿȀȥ ȿǕ ǧǠȆȅǘȵ Ȝȵ ȿǕ ǦȆȅǘƫǟ ȄȦȹ Ž ɁȀǹǕ ȳǠȆȩǕ ƙǣ ǦȹǿǠȪƫǟ ȨɅȀȕ ȸȝ ȴǪǩ    ɂøȲȝ ǦøȝɀȶŎǟ

ƃȿǼȱǟ ȿǕ ɄȲǹǟǼȱǟ ɁɀǪȆƫǟ.  

2- ǦɆǱǿǠƪǟ ǦɆȞǱȀƫǟ ǦȹǿǠȪƫǟ

ǦȦȲǪƯ ǧǠȝǠȖȩ Ž ǥǼǱǟɀǪȵ ǧǠȆȅǘȵ ƙǣ ȰȶȞȱǟ ǢɆȱǠȅǕ ȿ ǧǠɆȲȶȞȱǟ ǦȹǿǠȪȵ ɂȲȝ ȳɀȪǩ.  

*
  .المقارنة المرجعیة، العلامات المرجعیة، القیاس المقارن، المعایرة، مقارنة الأداء،: ھناك عدة تسمیات لھذا المفھوم باللعة العربیة، مثل -
1

.55-53نجاة صغیرو، مرجع سبق دكره، ص  -
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3- ǩǦɆȆȥǠȺǪȱǟ ǦɆȞǱȀƫǟ ǦȹǿǠȪƫǟ ȳɀȪ

  ǧǠɅɀǪȆȵ ɂȲȝ ȯɀȎƩǟ ȰǱǕ ȸȵ ǡɀȲȅɉǟ ȃǿǠƢ ȿǕ ǰǪȺƫǟ ȄȦȹ ǰǪȺǩ ǦȆȥǠȺȵ ǧǠȆȅǘȵ Ȝȵ ǦȹǿǠȪȵ ǒǟȀǱǙ ɂȲȝ ȳɀȪǩ

  ȯɀøǮƩǟ ǦǣɀȞȎǣ ȂɆȶǪɅ ȼȺȮȱ ÛǠȽǼȅ ǦɆȦɆȭ ǳǟȀǪȩǟ ȿ ǦȆȅǘƫǟ ȳǠȚȹ ǧǟƘȢǩ ɂȲȝ ȣȀȞǪȱǠǣ țɀȺȱǟ ǟǾȽ ǴȶȆɅ ȿ ǒǟǻɉǟ Ž ȰȒȥǕ

ǼǪȆɅ Ǡư ɃȀȆȱǟ ǠȾȞǣǠȖȱ ƙȆȥǠȺƫǟ ȸȝ ǧǠȵɀȲȞȵ ɂȲȝȦǩ ɄȝȞ ǥǼɆǱ ǧǠȩɎȝ ɂȲȝ ǦȚȥǠǂǟ ȿ ǦɆȪɅɀȆǪȱǟ ǧǟǿǠǤǺǪȅɋǟ ȴȚȹ ǿȿǻ ȰɆ

ƙȆȥǠȺƫǟ Ȝȵ.  

4- ǦɆȦɆșɀȱǟ ǦɆȞǱȀƫǟ ǦȹǿǠȪƫǟ

țǠȖȪȱǟ ȄȦȹ ɂȲȝ ȰȶȞǩ ǦȆȥǠȺȵ Ƙȡ ǧǠȆȅǘȵ Ž ǦȲǭǠư ȤǝǠșȿ ǦȹǿǠȪȵ ɂȲȝ ȳɀȪǩ.  

ǟ ȋȀȥ ɄȎȪǩ ȸȵ ȸȮȶǪǪȅ ǦɆȞǱȀƫǟ ǦȹǿǠȪƫǟ ȰǹǼƫ ǦɆǶȎȱǟ ǧǠȆȅǘƫǟ ȳǟǼǺǪȅǠǣ ȼɆȲȝȿ    ȸøȮƢ ǬøɆǵ ǠøȾȵǠȺǪȡǟ ȿ ƙȆǶǪȱ

 ɂȦȊǪȆȵ« west paces ferry »  ǦȢȱǠǤȱǟ ǦɅȀȎɆȪȱǟ ǧǠɆȲȶȞȱǟ ȯǼȞȵ ȌɆȲȪǩ ȸȵ ǦɆȮɅȀȵɉǟ ǥǼǶǪƫǟ ǧǠɅɍɀȱǟ Ž22%

 ȯǼȞƫǟ ȸȵȱǟ ȸȵ ȰȩǕ ƂǙ ɂȦȊǪȆƫǠǣ ǼɆȱǟɀȶȲȱ ɃɀȺȆ10%  ǦǤȆȹ ǠȾȺȵ ȠȲǤǩ Ɣȱǟ ȿ ÛȜǱȀȶȭ ȫǿǠƴǼȱǟ ǧǠɆȦȊǪȆȵ ǿǠǤǪȝǠǣ ǟǾȽ ȿ

 ǦɅȀȎɆȪȱǟ ǧǟǻɍɀȱǟ05%  ǼɅǼƠ ɂȲȝ ȰȶȞȱǟ ɁȀǱ Ż ȸȵȿȼǱȿǕ ǿɀȎȪȱǟ  ǡɀȲȖƫǟ ɁɀǪȆƫǟ ȨɆȪǶǪȱ ǠȾȺɆȆƠ ȿ ȰȶȞȱǟ ȧȀȕ Ž

ǒǟǻɉǟ ȸȵ.  

ǠǮȱǠǭ : ǦȲȵǠȊȱǟ ǥǻɀƨǟ ǥǿǟǻǙ ȰǹǼȵ)TQM(*

ǠŒǖǣ ǦȲȵǠȊȱǟ ǥǻɀƨǟ ǥǿǟǻǙ ȣȀȞǩ " Ž ȣǟȀȕɉǟ ȜɆƤ ɁǼȱ ǠȑȀȱǟ ȁȂȞɅ ȿ ɃɀȪɅ ɃǾȱǟ Ƀǿǟǻɋǟ ȰǹǼƫǟǦȶȚȹǕ  ǦɅǠȝȀȱǟ

 ǻɀȾƨǟ ȯɎǹ ȸȵ ȳǠȚȺȱǟ ǟǾȽ Ž ƙƵǠȆƫǟ ȸȵ ȴȽƘȡ ȿ ȸɅǻǿɀƫǟ ȿ ȐɅȀȶǪȱǟ ȁǠȾǱ ȿ ǒǠǤȕɉǟ ȿ ɂȑȀƫǟ ȴȽ ȿ ǦɆǶȎȱǟǦȱȿǾǤƫǟ 

ǥȀȶǪȆƫǟ ǧǠȺɆȆǶǪȱǟ ȨɆȪƠ ȏȀȞȱ ȰȶȞȱǟ ǥɀȩ ȀȍǠȺȝ ǦȥǠȭ ȸȵ1

 ȌɆǺȲǩ ȸȮƹȴȽǕ Ǡȶȭ ǦɆǶȎȱǟ ǧǠȆȅǘƫǟ Ž ǦȲȵǠȊȱǟ ǥǻɀƨǟ ǥǿǟǻǙ ȨɆǤȖǩ ǧɍǠƭ ɄȲɅ:2

1-ǦȵǼȪƫǟ ǦɅǠȝȀȱǟ ǥǻɀǱ: ȰǱǟ ȸȵ ǦȲȵǠȊȱǟ ǥǻɀƨǟ ǥǿǟǻǙ ȨɆǤȖǩ ȴǪǣ  

ǟ ǠȽȀȥɀǩ Ɣȱǟ ǦɆǤȖȱǟ ǦɅǠȝȀȱǟ Ž ǥǻɀƨǟ ȸȵ ǦɆȱǠȝ ǧǠɅɀǪȆȵ ȨɆȪƠǧǠȆȅǘƫ

ȳǟǼǺǪȅɍǟ ǦɅȀȊǤȱǟ ȿ ǦɅǻǠƫǟ ǠȽǻǿǟɀƫ ȰǮȵɉǟ.

 ȿ ǧǠȪȦȺȱǟ ǼɆȉȀǩȳǟǼǺǪȅɍǟ ǦɆǶȎȱǟ ǧǠȵǼƪǟ Ž ǦȲǮȶǪƫǟ ǦɆǱǠǪȹɋǟ ǥǻɀƨǟ ƇɀȪǩ ȿ.

 ǦɆǶȎȱǟ ǧǠȵǼƪǟ ǥǻɀǱ ƙȆƠ ɂȲȝ ȀȶǪȆƫǟ ȿ ȴǝǟǼȱǟ ȰȶȞȱǟ.

2-ǒɎȶȞȱǟ Ǡȑǿ: ǥǻɀƨǟ ǦɆȱǠȝ ǦɆǶȍ ǦȵǼǹ ƇǼȪǩ ǦȲȵǠȊȱǟ ǥǻɀƨǟ ǥǿǟǻǙ ȣǼȾǪȆǩ   ȸɅǼɆȦǪøȆƫǟ ǧǠȞȲȖǩ Ȝȵ ȨȦǪɅ Ǡƞ ȿ

ȸǝǠǣȂȱǟ ǧǠȞȩɀǩ Ȝȵ ȨȦǪɅ Ǡƞ ƙȆǶǪȱǟ ǒǟȀǱǙ ȯɎǹ ȸȵ Ȭȱǽ ȿ ÛǠȾȺȵ.

*TQM :       ǦǭɎǮȱǟ ǧǠȶȲȮȲȱ ǿǠȎǪǹǙ ɄȽTOTAL QUALITY MANAGEMENT
1

- ȓ ÛǦȲȵǠȊȱǟ ǥǻɀƨǟ ǥǿǟǻǙ Ž ǧǠȪɆǤȖǩ ÛɄȲȞȱǟ ǿǠǪȆȱǟ ǼǤȝ01 ÛȷǠȶȝ ÛǦȝǠǤȖȱǟ ȿ ȜɅȁɀǪȱǟ ȿ ȀȊȺȲȱ ǥƘȆƫǟ ǿǟǻ Û2008 Û ȋ301.
2

-  ȋ ÛȻȀȭǻ ȨǤȅ ȜǱȀȵ ÛȿƘȢȍ ǥǠƱ56.
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3-ƙȲȵǠȞȱǟ ǧǠɅɀȺȞȵ Ȝȥǿ : ȸȵ ǿǟȀȪȱǟ ȜȺȍ Ž ƙȲȵǠȞȱǟ ǦȭǿǠȊȵ ǼȞǩǧǠɆȅǠȅǕ    ȷȿƎøǪȞɅ ȴøȾȥ ÛǦȲȵǠȊȱǟ ǥǻɀƨǟ ǥǿǟǻǙ

ȴȾǝǠȑǿǙ Ǣƶ ƙȲǹǟǻ ȸǝǠǣȂȱǟ.

 ȨɆǤȖǪȱ ǦɆȆɆǝǿ ǧǟɀȖǹ ȜǣǿǕ ǼǱɀǩ ȿƃǠǪȱǠȭ ɄȽȿ ǦɆǶȎȱǟ ǧǠȆȅǘƫǟ Ž ǡɀȲȅɉǟ ǟǾȽ:1

1-  ɂȲȝ ɄȎǺȊȱǟ ȋȀƩǟ ȿ ǦȲȵǠȊȱǟ ǥǻɀƨǟ ǥǿǟǻǙ ǡɀȲȅǕ ǦɆƵǖǣ Ƀǿǟǻɋǟ ɄȝɀȱǟȳǟȂǪȱɍǟ ÜȼȪɆǤȖǪǣ  

2-  ȫǟȀȉǙ ȿ ȼȪɆǤȖǪȱ ɄǲɆǩǟȀǪȅɋǟ ȔɆȖǺǪȱǟƙȦșɀƫǟ  ǦɆȲȶȝ ŽȔɆȖǺǪȱǟÜ  

3-ȿ ǦɆȲɆȲǶǪȱǟ Ǣȹǟɀƨǟ ȰȵǠȮǪǣ ǡɀȲȅɉǟ ǟǾƬ Ƀǿǟǻɋǟ ȨɆǤȖǪȱǟ ǦɆȪɆǤȖǪȱǟ ȀȍǠȺȞȲȱ ǦɆȭɀȲȆȱǟÜ   

4-ȼȪɆǤȖǩ ǦɆȦɆȭ ɂȲȝ ƙȦșɀƫǟ ǢɅǿǼǩÜ  

ɄȾȥ ǦȲȵǠȊȱǟ ǥǻɀƨǟ ǥǿǟǻǙ ǠȾɆȱǙ ǼȺǪȆǩ Ɣȱǟ ǛǻǠǤƫǟ ǠȵǕ:2

- ÜȷɀǣȂȱǟ ɂȲȝ ȂɆȭȀǪȱǟ  

- ǟ ȸȵ ȴȝǼȱǟ ȿ ǦɅǠȝȀȱǟ ƘȥɀǩÜǠɆȲȞȱǟ ǥǿǟǻɋ  

- ÜǻǟȀȥɉǟ ǦȭǿǠȊȵ  

- ȳǟȂǪȱɍǟ ÜȀȶǪȆƫǟ ƙȆǶǪȱǟ ǕǼǤƞ  

- ǧǟǿǟȀȪȱǟ ǽǠơǟ Ž ȨǝǠȪƩǟ ȰǹǼȵ.  

      ǠȶɆȥȿ ǦȲȵǠȊȱǟ ǥǻɀƨǟ ǥǿǟǻɋ ǠȾȪɆǤȖǩ ǦǲɆǪȹ ǦɆǶȎȱǟ ǧǠȆȅǘƫǟ ȐȞǣ ǠȾǪȪȪǵ Ɣȱǟ ǼǝǟɀȦȱǟ ɄȲɅ3

1- ǧǟǒǟȀǱɋǟ ȔɆȆǤǩ

  ȸøȮƢ Ǽȩ ȿ ǠȾȺɆȆƠ ȯɎǹ ȸȵ ȰȶȞȱǟ ǧǟǒǟȀǱǙ ȔɆȆǤǩ ȰǤȅ ǬɅǼƠ ɂȲȝ ǦȲȵǠȊȱǟ ǥǻɀƨǟ ǥǿǟǻǙ ȰǹǼȵ ȨɆǤȖǩ ǼȝǠȆɅ

 ɂȦȊǪȆȵ)unvrtesitz of Michigan hospital ( Ǡƞ ǦȵǠȩɋǟ ǦȦȲȮǩ ȿ ǥǼȵ ȐɆȦơ ȸȵ ǦɆȮɅȀȵɉǟ ǥǼǶǪƫǟ ǧǠɅɍɀȱǟ

 ȼǪȶɆȩ500000  ǥȀǪȥ ȐɆȦơ ȿ ȯɀǹǼȱǟ ǧǟǒǟȀǱǙ ȔɆȆǤǪȱ ǦǲɆǪȹ ǠɅɀȺȅ ɄȮɅȀȵǕ ǿɍȿǻǿǠȚǪȹǟ  ƂǙ ȼȲɅɀƠ ȴǪɅ ȷǕ ȰǤȩ ȐɅȀƫǟ

ȼȎơ Ɣȱǟ ǦȥȀȢȱǟ.  

1
-  ȋ ÛȨǣǠȆȱǟ ȜǱȀƫǟ ȄȦȹ56.

2
-  ȋ ÛȻȀȭǻ ȨǤȅ ȜǱȀȵ ÛȿƘȢȍ ǥǠƱ56.

3
-  ȋ ÛȨǣǠȆȱǟ ȜǱȀƫǟ ȄȦȹ57-58.
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2- ǧǟǒǟȀǱɋǟ ƙȆƠ

Ǽȵ ȨɆǤȖǩ ǼȝǠȆɅ ȿ ƙȆǶǪȱǟ ȋȀȥ ɄȒȪǩȿ ǧǟǒǟȀǱɋǟ ƙȆƠ ɂȲȝ ǦȲȵǠȊȱǟ ǥǻɀƨǟ ǥǿǟǻǙ ȰǹǠȾȵǠȺǪȡǟ   ȸøȮƢ ǬɆǵ

 ɂȦȊǪȆȵ)unvrtesitz of Michigan hospital(  ǦǤȆȺǣ ǧǠɆȲȶȞȱǟ ȣȀȡ ȰɆȢȊǩ ȯǼȞȵ Ȝȥǿ ȸȵ30%   ǦøǲɆǪȹ

ǠȾȵǟǼǺǪȅǟ ǦȱȿǼǱ ƙȆǶǪȱ.  

3-ȰɆȢȊǪȱǟ ǥǒǠȦȭ

  ǒǠøȒȪȲȱ ǦǲɆǪȹ Ȭȱǽ ȿ ǧǠȆȅǘƫǟ Ž ǦȲȵǠȊȱǟ ǥǻɀƨǟ ȳɀȾȦȵ ȨɆǤȖǩ ǠȾȪȪƷ Ɣȱǟ ǼǝǟɀȦȱǟ ȴȽǕ ȸȵ ȰɆȢȊǪȱǟ ǥǒǠȦȭ ƎǪȞǩ

ƙȲȵǠȞȱǟ ǥǿǠȾȵ ɁɀǪȆȵ țǠȦǩǿǟ ȿ ǧǠɆȲȶȞȱǟ ǒǟǻǕ Ž ǿǼƬǟ ɂȲȝ. ɂȦȊǪȆȵ ȸȮƢ Ǽȩȿ)ǰɆǣȿǻ ȯǟȀǪȺȅ ( ǦɆȮɅȀȵɉǟ ɃɀȺɆȱǙ ǦɅɍȿ Ž

 Ƙȥɀǩ ȸȵ73000 ǺǪȱ ǠɅɀȺȅ ɄȮɅȀȵǕ ǿɍȿǻ ȐɆȦȫɎȾǪȅǟ ǣɋǟȀ ǟȱ  ɂøȲȝ ƙȲȵǠȞȱǟ ǢɅǿǼǪȱ ǦǲɆǪȹ ǛǿǟɀȖȱǟ ǥǼǵȿ Ž ǦɅǼɅǿɀ

 ɂȦȊǪȆƞ ȳǠȚȞȱǟ țǠƳ Ǧȝǟǿȁ ǰȵǠȹȀǣ Ž ȰȒȥǕ ȰȮȊǣ ǠȾȵǟǼǺǪȅǟ)ȯǟƘȺǱ ȷȀǭɀȱ(  ȫɎȾǪȅǟ Ž ǿǼƬǟ ȐɆȦơ Ż ǦɅɍɀȱǟ ȄȦȺǣ

 ǦɅȿǻɉǟ ǼǵǕǦȚȽǠǣ  ƃǟɀǵ ɂȦȊǪȆƫǟ ȤȲȮǩ Ɣȱǟ ȸȶǮȱǟ120000  ǿɍȿǻɄȮɅȀȵǕ  ȀǹǖøǪȱǟ ȸȝ ǰǩǠȺȱǟ ȿ ǠɅɀȺȅ  øȾǝǠȖȝǙ Ž Ǡ

Ȳȱ ǦɆǵɎȎȱǟ ȻǼȪȦɅ Ǡư ÛȐɅȀȶȳǟǼǺǪȅɎȱ.  

4-Ǡȶƫǟ ǧǠȥɎǪǹǟ ɂȲȝ ǒǠȒȪȱǟǿǦɆȮɆȺɆȲȭɋǟ ǧǠȅ

 ȸȵȴȽǕ  ǦɆǶȎȱǟ ǧǠȆȅǘƫǟ ȼǱǟɀǩ Ɣȱǟ ǧɎȮȊƫǟȣɎǪǹǟ    ȸøȵ ȬȱǾøȱ Ǡȵȿ ÛȴȾȲȶȝ ǒǠǤȕɉǟ Ǡŏ ɃǻǘɅ Ɣȱǟ ȧȀȖȱǟ

ȾȆɅ ÛǥǒǠȦȮȱǟ ȿ ǥǻɀƨǟ ɁɀǪȆȵ ɂȲȝ ǧǠȅǠȮȞȹǟ ȨɆǤȖǩ ȴǡɀȲȅǕ  ǦɆȮɆȺɆȲȭɋǟ ǧǠȅǿǠư ǧǠȥɎǪǹǟ ɂȲȝ ǒǠȒȪȱǟ Ž ǥǻɀƨǟ ǥǿǟǻǙ

 ȂȭǟȀƫ ǦȞǣǠǩ ǧǠɆȦȊǪȆȵ ȜǣǿǕ ɄȦȥ ǦɆȶȲȞȱǟ ȨǝǠȪƩǟ ȿ ǦȱǻɊȱ ǠȪȥȿ ȰȶȞȱǟ ǒǟǻɉ ȧȀȖȱǟ ȰȒȥǕ ǿǠɆǪǹǟ ȿ)Intermauntain(

 ǧǼǱȿ ǦɆȮɅȀȵɉǟ ǥǼǶǪƫǟ ǧǠɅɍɀȱǠǣǧǠȥɎǪǹǟ   ǦǪøȅ ȰǤȩ ȸȵ ǦȺɆȞȵ ǦɆǵǟȀǱ ǦɆȲȶȝ ȴƬ ǨɅȀǱǕ ɂȑȀƫǟ ȸȵ ǦȲǮȶǪȵ Ǧȝɀȶƭ ƙǣ

ȀȊȝȿǟȀǩ ǬɆǵ ÛȂȭȀȶȲȱ ƙȞǣǠǩ ǠǵǟȀǱ ǥ ƙǣ ǦɆǵǟȀƨǟ ǦɆȲȶȞȱǟ ǥǼȵ Ǩǵ20  ȿ90  ǦȲȍǖǪȆƫǟ ǦǲȆȹɉǟ ȷȁȿ ǳȿǟȀǩ ȿ ÛǦȪɆȩǻ

 ƙǣ ǦɆȲȶȞȱǟ Ž13 ȿ45  ȿ ƙȵɀɅ ƙǣ ǧȀȎƲǠȥ ɂȦȊǪȆƫǟ Ž ȐɅȀƫǟ ǒǠȪǣ ǥǼȵ ǠȵǕ ÛȳǟȀȡ  Ƙøȡ ǧȿǠȦǩ ȄȮȞɅ Ǡư ȳǠɅǕ ǦȞȆǩ

   ȻǾøȽ Ǧøȅǟǿǻ ȸȵ ƙɆȺȞƫǟ ƙǵǟȀƨǟ ȸȵ Ǧȝɀȶƭ ȸȵ ȷɀȮƫǟ ƙȆǶǪȱǟ ȨɅȀȥ ȸȶȮǩ Ǽȩ ȿ ÛȜǤǪƫǟ ɄȮɆȺɆȲȭɋǟ ǡɀȲȅɉǟ Ž ǿƎȵ

ǧǠȥɎǪǹɍǟ  ȻǾȽ ɂȲȝ ǒǠȒȪȱǟ ƃǠǪȱǠǣ ȿ ÛǦɆǵǟȀƨǟ ǦɆȲȶȞȱǟ ȻǾȽ ǒǟȀǱɋ ȰȒȥɉǟ ǡɀȲȅɉǟ ǼɅǼƠ Ż ȸȵȿǧǠȥɎǪǹɍǟ .  

5-Ȯǩ ȸȵ ǼƩǟǧǠɆȲȶȞȱǟ ǿǟȀ

Ǡȵ ȿ ǿǟȀȮǪȱǟ ȸȵ ǼƩǟ Ż ȸȵ ȿ ȰȶȞȱǟ ǒǟǻɉ ȰȒȥɉǟ ȧȀȖȱǟ ǼɅǼƠ ɂȲȝ ȳɀȾȦƫǟ ǟǾȽ ȨɆǤȖǩ ǼȝǠȆɅ  ƑȲȅ Ƙǭǖǩ ȸȵ ȬȱǾȱ

  ɂȦȊǪȆȵ Ž ǨɅȀǱǕ Ǧȅǟǿǻ Ž ȿ ÛǒɎȶȞȱǟ Ǡȑǿ ȿ ǦɆǱǠǪȹɋǟ ǥǒǠȦȮȱǟ ȿ ǥǻɀƨǟ ɁɀǪȆȵ ɂȲȝ)ǻǿɀȥ ɃȀȺȽ ( ȷǠǣ ǼǱȿ25%

 ǠőǻǠȝǙ ȴǪǩ ȴǵȀȱǟ ȨȺȝ ǧǠǵǠȆȵ ȸȵ  ǧǠøȒɅȀȶȲȱ ǠøǱǠȝȁǙ ǢǤȆɅ Ȭȱǽ ȷǠȭȿ ȰɆȲǶǪȱǟ ǒǟȀǱɋ ǠǤȅǠȺȵ ȄɆȱ ǦȺɆȞȱǟ ȴǲǵ ȷɉ      

   ǒǠøǤȕɉǟ ȷǕ ƙøȆǶǪȱǟ ȨɅȀȦȱ ƙǤǩ ȷǕ ǼȞǣ ǦȲȮȊƫǟ ȻǾȽ ɂȲȝ ǒǠȒȪȱǟ Ź Ǽȥȿ ÛǯɎȞȱǟ ȤɆȱǠȮǩ ŽÛǥǿƎȵ Ƙȡ ǥǻǠɅȁ ƂǙ ɃǻǘɅ ȿ

 ǰǝǠǪȹ ȨȪƷ ȧȀȖȱǟ ȻǾȽ ȐȞǣ ȷǕ ȿ ÛȴǵȀȱǟ ȨȺȝ  ǒǟȀǱɋ ǦȦȲǪƯ ǠȩȀȕ ȷɀȞǤǪɅȻƘȡ ȸȵ ȰȒȥǕ.  
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ɀǩ ȿ ǥǼɅǼȉ ǥǻǠɆȩ ǦɆǶȎȱǟ ǧǠȆȅǘƫǟ Ž ǦȲȵǠȊȱǟ ǥǻɀƨǟ ǥǿǟǻǙ ǡɀȲȅǕ ȨɆǤȖǩ ǢȲȖǪɅ Ǡȵɀȶȝ ȼøɆǤȺǪȱ ȴɆȚȺǪȱǟ Ǧȶȩ ȸȵ ǠɅɀȩ ǠȾɆǱ 

 ǿǠȆȵ ǰȵǻ ƂǙ ǯǠǪƷ ǟǾȽ ȿ ÛǦɆȶɆȚȺǪȱǟ ǧǠɅɀǪȆƫǟ ȜɆƤ ɂȲȝ ȿ ȼȲǵǟȀȵ ȜɆƤ Ž ǴɆǶȎȱǟ ɀǶȺȱǟ ɂȲȝ ȼȪɆǤȖǪȱ ǦɆȲȶȝ ǦȖǹ Ȝȑȿȿ

 ȫɀȲȅȼȪɆǤȖǩ ǦɆǶȎȱǟ ǦȆȅǘƫǟ ȰȵǠȭ Ž..  
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 ǦȍɎǹƆǠǮȱǟ ȰȎȦȱǟ:

    ɄȲɅ ǠȶɆȥ ǠȾƵǕ ȀȭǾȹ ÛȓǠȪȺȱǟ ȸȵ Ǧȝɀȶƭ ȰȎȦȱǟ ǟǾƬ ǠȺǪȅǟǿǻ ȸȵ ȌȲǺǪȆȹ:    

 ǒǠȑǿǙ ȿ țǠǤȉǙ ƂǙ ȣǼő ǠŒǖǣ ȧǠȦǩǟ ǼǱɀɅ ȼȹǕ ɍǙ ÛȀȚȺȱǟ ǧǠȾǱȿ ȣɎǪǹɍ ǠȪȥȿ ǥǻɀƨǟ ȤɅȀȞǩ Ž ǧǠȥɎǪǹǟ ȫǠȺȽ

ǧǠǤȡǿ ȿ ǧǠǱǠǵ ǦɆȲǤȪǪȆƫǟ ȿ ǦɆȱǠƩǟ ȰɆȶȞȱǟ.  

ȸȵȂȱǟ ǿȿȀȵ Ȝȵ Ǡŏ ȳǠȶǪȽɍǟ ǦǱǿǻ ǧǻǟǻȁǟ ȿ ȳǼȪȱǟ ǾȺȵ ȷǠȭ Ȱǣ ÛǼȾȞȱǟ ǬɅǼǵ ȄɆȱ ǥǻɀƨǠǣ ȳǠȶǪȽɍǟ.  

 ÛǠőǠǲǪȺȵ ǥǻɀǱ ɁɀǪȆȵ ȸȵ ǠőȀȾȉ ǦȆȅǘƫǟ ǼȶǪȆǩ ǬɆƜ ÛƙȮȲȾǪȆƫǟ ȿǕ ǧǠȆȅǘȶȲȱ ǦǤȆȺȱǠǣ ǥƘǤȭ ǦɆƵǕ ǥǻɀǲȲȱ

Ȁȩ ȷǕ ǬɆǵ ƙȮȲȾǪȆȶȲȱ ǦǤȆȺȱǠǣ ȬȱǾȭǧǠȵǼƪǟ ȿ ȜȲȆȱǟ Ž ǥǻɀƨǟ Ȁȥɀǩ ɁǼȵ ɂȲȝ ǼȶǪȞɅ ǒǟȀȊȱǟ ǿǟ.  

  Ž ǠøȵǠȽ ǟǿȿǻ Ƀǻǘǩ ǽǙ ǦɆǶȎȱǟ ǧǠȶȚȺƫǟ ǠȾȵǼȪǩ Ɣȱǟ ǧǠȵǼƪǟ Ž ǦȆȥǠȺƫǟ ȀȍǠȺȝ ȸȵ ɄȅǠȅǕ ȀȎȺȝ ǥǻɀƨǟ ȰǮƢ

ǠȾɆȲȝ ȴȮƩǟ ȿ ǦȵǼȪƫǟ ǦȵǼƪǟ ɁɀǪȆƫ ȼȭǟǿǻǙ ȿ ȀǹǓ ȸȝ ɂȦȊǪȆƫ ȐɅȀƫǟ ȰɆȒȦǩ.  

Ǝȝ ǥǻɀƨǟ ȴɆȽǠȦȵ ǿɀȖǩ ȷǙ  ǥƘǹɉǟ ȻǾȽ ǯǠǪȹǙ Ž ǦɆǶȎȱǟ ǦȵǼƪǟ ȬȲȾǪȆȵ ȫǟȀȉǚǣ ǼɅǟȂǪƫǟ ȳǠȶǪȽɍǟ ƂǙ ɁǻǕ ÛȸȵȂȱǟ

ǠőǻɀǱ ƙȆƠ Ž ǦƵǠȆƫǟ ȿ.  

 ƇǼȪǩ ɂȲȝ ȋȀƠ Ɣȱǟ ǦȆȅǘƫǟ ɂȲȝ ǟǾȱ ÛǦȵǼȪƫǟ ǦɆǶȎȱǟ ǦȵǼƪǟ ǥǻɀǱ ɂȲȝ ȴȮǶȲȱ ǦȦȲǪƯ ǻǠȞǣǕ ɂȲȝ ȸǝǠǣȂȱǟ ǼȶǪȞɅ

ɉǟ ȻǾȽ ɂȲȝ ȣȀȞǪǩ ȷǕ ÛǦɆȝɀȹ ǧǟǽ ǦɆǶȍ ǦȵǼǹ ǻǠȞǣ)ƘɅǠȞƫǟ.(  

 ȯɎǹ ȸȵ ǠȾȅǠɆȩ Ǣƶ ÛǠȾȺǝǠǣȁ ȀȚȹ ǦȾǱȿ ȸȵ ǦɆǶȎȱǟ ǧǠȆȅǘƫǟ Ž ǦȵǼȪƫǟ ǥǻɀƨǟ ɁɀǪȆȵ ɂȲȝ ȣȀȞǪȱǟ ȰǱǟ ȸȵ

ǦȵǼǺȲȱ ɄȲȞȦȱǟ ǒǟǻɉǟ ǡɀȲȅǕ ɀȽ ǦɆȞȩǟȿ ȿ ǦɆȩǟǼȎȵ ǠȽȀǮȭǕ ȷǕ ǨǤǭǟ Ǽȩ ȿ ÛȃǠɆȪȱǟ ǢɆȱǠȅǕ Ǽǵǟ ǿǠɆǪǹǟ.  

 țɀȺǩ ȿ ÛǦɆǶȎȱǟ ǧǠȵǼƪǟ ɂȲȝ ȀȶǪȆƫǟ ǢȲȖȲȱ ǟȀȚȹ ȸȵ Ǧȝɀȶƭ ȨɆǤȖǩ ƂǙ ǦɆǶȎȱǟ ǧǠȆȅǘƫǟ ǯǠǪƠ ÛȏǟȀȵɉǟ ǻǼȝ

ǠȾȺɆǣ ȸȵ ÛǠőǠȵǼǹ ǥǻɀǱ ƙȆƠ Ž ȴȽǠȆǩ Ɣȱǟ ȰǹǟǼƫǟ :ǦȲȵǠȊȱǟ ǥǻɀƨǟ ǥǿǟǻǙ ÛǦɆȞǱȀƫǟ ǦȹǿǠȪƫǟ ÛȀȶǪȆƫǟ ƙȆǶǪȱǟ  .  



ƚǃƓƛǃƒ ýƮƽǃƒ:  

ǒǈƒƥǒǆ ƗƪƒƧƥƗ  ƩƓǒƿ ýǍơ

 ƗǒơƮǃƒ ƘƓǆƥƤǃƒ ƖƥǍƞ

 ƗǒƑƓƽƬƙƪǗƒ ƘƓƪƪƌǆǃƒ ǑƼ

ƗǄǒǆƕ ƗǒǆǍǆƶǃƒ  
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ɆȾƢøøøøǼ:

         ȳǠȞȱǟ ɃȀȚȺȱǟ ǿǠȕɋǟ ǼɅǼƠ ǼȞǣ  ƙȲȎȦȱǟ Ž ǬǶǤȱǟ ǟǾƬȱȿɉǟɆƙ    ǢøȹǠƨǟ ȯȿǠøȺǩ ȰȎȦȱǟ ǟǾȽ ȯɎǹ ȸȵ ȯȿǠǶȺȅÛ

 Ź ǬɆǵ Û țɀȑɀƫǟ ǟǾƬ ɄȪɆǤȖǪȱǟǿǠɆǪǹǟ ǦɆǝǠȦȊǪȅɍǟ ǧǠȆȅǘƫǟ    ǟǾøȽ ȴɆøȆȪǩ Źȿ ǦȅǟǿǼȲȱ ȰƮ ȷɀȮǪȱ ǦȲɆȵ ǦɅɍɀǣ ǦɆȵɀȶȞȱǟ

ƂǙ ȰȎȦȱǟ ƙǮǶǤȵ ƃǠǪȱǠȭ ɄȽ:  

ȯȿɉǟ ǬǶǤƫǟ :ǦɅȀǝǟȂƨǟ ǦɆǶȎȱǟ ǧǠȆȅǘƫǟ ǦɆȞȑȿ.  

  ƆǠǮȱǟ ǬǶǤƫǟ :ȀǱɋǟȿ ǦɆȹǟǼɆƫǟ ǦȅǟǿǼȲȱ ǦɆǲȾȺƫǟ ǧǟǒǟ ǦɆǝǠȎǵɋǟ ǦƨǠȞƫǟ.  
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ǬǶǤƫǟ ȯȿɉǟ :ǦɅȀǝǟȂƨǟ ǦɆǶȎȱǟ ǧǠȆȅǘƫǟ ǦɆȞȑȿ .

    ǦɆøȆȥǠȺǩ ȀøǮȭǕ ǠȾøȲȞǱ ȿ ǠȾǪɆȲȝǠȥ ƙȆƠ ȰǱǕ ȸȵ ǧǠǵɎȍɋǟ ȸȵ ǼɅǼȞȱǟ ȀǝǟȂƨǟ Ž ǦɆǶȎȱǟ ǧǠȆȅǘƫǟ ȣȀȞǩ

 ȋȀȦȱ ǴǪȥ Ž ǦɆǶȎȱǟ ǧǠȵǼƪǟ țǠȖȩ ȻǼȾȊɅ Ǡȵ Ȝȵ ǠȍɀȎǹǿǠȶǮǪȅɍǟ ȋǠƪǟ țǠȖȪȲȱ.  

 ǦɆȞȑȿ ƂǙ ǬǶǤƫǟ ǟǾȽ Ž ȧȀȖǪȺȅ ȼɆȲȝ ȿǦɅȀǝǟȂƨǟ ǦɆǶȎȱǟ ǧǠȆȅǘƫǟÛ  ȯɎǹ ȸȵȏǟȀȞǪȅǟ     țǟɀøȹǕ ȿ ǠøȽǿɀȖǩ ȰøǵǟȀȵ

ǦȍǠǹ ǦȲɆȵ ǦɅɍɀǣ ȿ ǦȵǠȝ ȀǝǟȂƨǟ Ž ǦɆǶȎȱǟ ǧǠȆȅǘƫǟ.  

ȯȿɉǟ ǢȲȖƫǟ :ǦɅȀǝǟȂƨǟ ǦɆǶȎȱǟ ǧǠȆȅǘƫǟ ǿɀȖǩ ȰǵǟȀȵ

Ǡȵ Ž ǠȽȂǱɀȹ ȰǵǟȀƫǟ ȸȵ ǼɅǼȞȱǠǣ ȀǝǟȂƨǟ Ž ǦɆǶȎȱǟ ǧǠȆȅǘƫǟ ǧȀȵ ɄȲɅ :)1(

- ɉǟ ƘɆȆǩ ǦȲǵȀȵ ǦɆǶȎȱǟ ǧǠȵȁ)1962-1974.(

-  ǯɎȞȱǟ ǦɆȹǠƭ ǦȲǵȀȵ)1974-1980.(

-  ǥǼɅǼƨǟ ǦɆǶȎȱǟ ǦɆȅǠɆȆȱǟ ǦȲǵȀȵ)1980-1995.(

-  ǦɆǶȎȱǟ ǧǠȆȅǘƫǟ ǳɎȍǙ ǦȲǵȀȵ)1995-2005.(

-  ǦɆǶȎȱǟ ǧǠȆȅǘƫǟ ǳɎȍǙ ǦȲȍǟɀȵ ǦȲǵȀȵ) ǼȞǣ Ǡȵ2005.(

1- Ƃȿɉǟ ǦȲǵȀƫǟ :ɆȆǩ ǦɆǶȎȱǟ ǧǠȵȁɉǟ Ƙ)1962-1974(

 ǼȞǣ ȀǝǟȂƨǟ ǨǭǿȿȯɎȪǪȅɍǟ ȝ ǦȲȩ ǬɆǵ ȸȵ ǒǟɀȅ ÛǠȵȁǖǪȵ ǠɆǶȍ ǠȞȑȿǟǾȹǓ ǥǼǱǟɀǪƫǟ ǦɆǶȎȱǟ ȰȭǠɆƬǟ ǻǼ  Ǡøȵ ȿ ȫ

ȜȩǼƫǟ ȀȪȦȱǟ ǦǲɆǪȹ ȷǠȭ ɃǾȱǟ ÛƙȺȕǟɀȶȲȱ ɃǿȂƫǟ ɄǶȎȱǟ Ȝȑɀȱǟ ǬɆǵ ȸȵ ȿǕ ÛǦȲȽǘƫǟ ǦɅȀȊǤȱǟ ǻǿǟɀƫǟ Ž ǥƘǤȭ ǥǿǼȹ ȸȵ ȼȞǤǩ   

 ǟǾȭ ȿ ÛǦɅǾȢǪȱǟ ǒɀȅ ȿǿǠȊǪȹɍǟ ȱǟǦǞǣȿɉǟ ȿ ȏǟȀȵɊȱ Ȝȅǟɀ...ƀǟ ... ǦɆȊȝ ǦɆǶȎȱǟ ǦȲȮȊƫǟ ȌɆǺȲǩ ȸȮƹ ȿȯɎȪǪȅɍǟ Ž :)2(

ȽǻǼȝ ȠȲǣ ɃǾȱǟ ƙɆȆȹȀȦȱǟ ǒǠǤȕɊȱ ǦɆȝǠƤ ǥȀǲȽ ȴ2200  ȿ ǢɆǤȕ2700 ÜǦȑȀư ȿ ȏȀư

ȪȺȲȱ ǦǲɆǪȹ ǦɅǻȀǪȵ ǦɆǶȍ ǦȱǠǵÜȰȽǘƫǟ ƑȖȱǟ ȴȩǠȖȱǟ Ž ǳǻǠȦȱǟ Ȍ

 ȿ ǦɆȺȦȱǟ ǻǿǟɀƫǟ Ž ƘǤȮȱǟ ȌȪȺȱǟÜǦɆǶȎȱǟ ǧǠȆȅǘƫǟ ƘɆȆǪȱ ǦɅǿǟǻɋǟ

 ǒɀȅÜǦɆǶȎȱǟ ǧǠȆȅǘƫǟ ȿ ȂȭǟȀƫǟ ȜɅȁɀǩ

ǦȺɆȖȺȆȩ ȿ ȷǟȀȽȿ ÛȀǝǟȂƨǠȭ ɁƎȮȱǟ ȷǼƫǟ ȿ ȨȕǠȺƫǟ Ž ǠȽȂȭȀƢ ȿ ǠȾɆȥ ƙȵǼǺǪȆƫǟ ȿ ǦɆǶȎȱǟ ȨȥǟȀƫǟ ǦɅǻȿǼƮ.

       ɂȲȝ ɍǙ ȀȥɀǪǩ ǻɎǤȱǟ ȸȮǩ Ɓ ǥȀǪȦȱǟ ȻǾȽ Ž ȿ1319  ȴȾȺȵ ǠǤɆǤȕ285 ÛȔȪȥ ǠɅȀǝǟȂǱ  ȰȮȱ Ǽǵǟȿ ǢɆǤȕ ȯǻǠȞɅ Ǡȵ ɀȽ ȿ

8092  ȿ ȸȕǟɀȵ264  ȰȮȱ Ǽǵǟȿ ƃǼɆȍ ɃǕ ÛǠɆȱǼɆȍ52323  ƃǟɀǵ ǟɀȹǠȮȥ ȷǠȺȅɉǟ ǒǠǤȕǕ ǠȵǕ ǦȶȆȹ151   ɃǕ ÛǠøǤɆǤȕ

 ȰȮȱ Ǽǵǟȿ ȷǠȺȅǕ ǢɆǤȕ70688 ǦȶȆȹ.)1(

)1(
ȋ ÛȻȀȭǽ ȨǤȅ ȜǱȀȵ ÛȿƘȢȍ ǥǠƱ68.

)2(
ȨǣǠȆȱǟ ȜǱȀƫǟ ȄȦȹ.  
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    ȯɎøǹ ȸøȵ ÛǦɆǶøȎȱǟ ǧǠȆȅǘƫǟ ɂȲȝ ǧǠǵɎȍɋǟ ȸȵ ǻǼȞǣ ȳǠɆȪȱǟ ƂǙ ȫǟǾȹǓ ȀǝǟȂƨǟ ǨȞȥǻ ǦǤȞȎȱǟ ǦɆǶȎȱǟ ǦɆȞȑɀȱǟ ȻǾȽ

ǠȾǪȹǠȞǪȅǟ ǯǿǠƪǠǣ ȸɅɀȮǪȲȱ ǒǠǤȕɉǟ ȸȵ ǼɅǼȞȲȱ ǠƬǠȅǿǙ ȿ ǠɆȅȿǿ ȿ ǠɆȹǠȵȿǿ ÛǠɅǿǠȢȲǤȭ ǦɆǤȺǱɉǟ ȯȿǼȱǟ ȐȞǣ ȸȵ ǧǟǿǠȕǚǣ . Ȝȵ ȿ

 ȿ ǧǠɆȺɆȞǤȆȱǟ ǦɅǟǼǣǦȍǠǹ ƫǟ ǥȀǪȦȱǟ Ž ƙǣ ǥǼǪȶ1970–1973  Ž ǼȆƟ ǠșɀǶȲȵ ǟǿɀȖǩ ǦɅȀǝǟȂƨǟ ǦɆǶȎȱǟ ǦȆȅǘƫǟ ǨȥȀȝ

țǠȦǩǿǟ  ȠȲǣ ɃǾȱǟ ǒǠǤȕɉǟ ǻǼȝ1425  ȠȲǣ ɃǾȱǟ ǦɆǶȎȱǟ ȂȭǟȀƫǟ ȿ ǧǠɆȦȊǪȆƫǟ ǻǼȝ ǟǾȭ ȿ ǢɆǤȕ163  ȿ588  ƃǟɀǪȱǟ ɂȲȝ

ƙȺȕǟɀȶȲȱ ǦɆǶȎȱǟ ǦɆȝɀǪȱǟ Ž ȴȽǠȅ Ǡư.  

ȅǠɆȆȱǟ Ž ǦȵǠȽ ǦȖȪȹ ƂǙ ǥǿǠȉɋǟ ɄȢǤȺɅ ȿ ǦȺȅ ƆǠŎǟ ȷɀȹǠȩ ǿȿǼȍ Ž ȰǮȶǪǩ ǦɅȀǝǟȂƨǟ ǦɆǶȎȱǟ Ǧ1973    țǠøȖȪȱǟ ǒǠøȊȹǙ ȿ

 ǦȺȅ ƆǠŎǟ ǢȖȱǟ ǾɆȦȺǩ ǦɅǟǼǣ Ž ɄǶȎȱǟ1974.)2(

ȹǠǮȱǟ ǦȲǵȀƫǟǦɆ : ǯɎȞȱǟ ǦɆȹǠƭ)1974-1980(

ɆǶȎȱǟ ǧǠȝǠȖȪȱǟ ȰȵǠȭ ɂȲȝ ƆǠŎǟ ǢȖȱǟ ȷɀȹǠȩ ȨɆǤȖǪǣ ǦȲǵȀƫǟ ȻǾȽ ǧȂɆƢ ǦȺȅ Ǧ1974Û  ǢȆȮƫǠǣ Ȥȍȿ ǬɆǵ

ȂɆɆƢ ȷȿǻ ɄȵɀȶȞȱǟ țǠȖȪȱǠǣ ȸȕɀȱǟ ǒǠȺǣǕ ȰȮȱ ǯɎȞȱǟ ƘȥɀǪǣ ǴƧ ȼȹɉ)3(  ǦȺȅ Ɨȕɀȱǟ ȧǠǮɆƫǟ ǿȿǼȍ ƂǙ ǦȥǠȑǙ1976  ǰǪȹ Ǡȵ ȿ

 ǒǠǤȕɉǟ ȸɅɀȮǩ ǢȹǠǱ ƂǙ ÛȀǣǠǺƫǟ ȿ ǦɆǶȎȱǟ ȂȭǟȀƫǟ ȿ ǧǠɆȦȊǪȆƫǟ ǒǠȺǣ ǦȦȝǠȒȵ ȿ ǦɆǶȎȱǟ ȰȭǠɆƬǟ ȜɆȅɀǩ ǥǿȿȀȑ ȸȵ ȼȺȝ

Ȏȱǟ ȯǠȶȝ ȿǾŏ ǦǶǙ ȯɀȍɀȱǟ Ź ǟ ȰȮȱ ǢɆǤȕ Ƙȥɀǩ Ƃ2000  ȀɅɀȖǩ Ȝȵ ÛȸȭǠȅȳǠȶǪȽɍǟ ǦȱɀȦȖȱǟ ȿ ǦȵɀȵɉǠǣ ǦɅǠȝȀȱǟ ȿ.  

 ǬɆǵ ÛƘɆȆǪȱǟ Ž ǦȕȀȦƫǟ ǦɅȂȭȀƫǠǣ ǧȂɆƢ ǠȶȭȀȎǪȩǟ  Ž ƙȎȎǺǪȵ ǡǠɆȡ ƂǙ ǦȥǠȑǙ Ƙȡ ɍ ǧǠɆȹǟȂɆƫǟ ǾɆȦȺǩ ɂȲȝ ƘȆƫǟ ǿȿǻ

 ɄǶȎȱǟ ƘɆȆǪȱǟȄȮȞȹǕ ǠȊȵ Ȱǵ Ž ǥǿǼȪȱǟ ɂȲȝ ǠǤȲȅ ȿ ÛǦɅǼȝǠȪȱǟ ǯɎȞȱǟ ȰȭǠɆȽ ǥȀǲȽ ÛƙȺȕɀȶȲȱ ǦǶȎȱǟ ȰȭȗǠȚǪȭǟ  ȰȭǠɆƬǟ

 ǟƘǤȭ ǠȶǺȒǩ ǨȥȀȝ ȰɆȢȊǪȱǟ ȤɆȱǠȮǩ ȷǕ Ǡȶȭ ȌȎǺǪƫǟ ǯɎȞȱǟ ȳǼȪǩ ȷǕ ɄȢǤȺɅ Ɣȱǟ ǦɆȞȵǠƨǟ ǦɆǝǠȦȊǪȅɋǟ ȂȭǟȀƫǟ ȰǮȵ ǦȲɆȪǮȱǟ

ǯɎȞȱǟ ǦɆȝɀȹ ǿɀȽǼǩ Ȝȵ.)4(

ɂȲȝ ȂȮǩȀǩ ǨȹǠȭ ǦȲǵȀƫǟ ȻǾȽ ǒǠȺǭǕ ǦɆǶȎȱǟ ǦɆȶȺǪȱǟ ȣǟǼȽǖǣ ȨȲȞǪɅ Ǡȵ Ž ȿ :)5(

ȁɀǩ ȸȶȒǩ ǦɆȺȕȿ ǦɆǲɆǩǟȀǪȅǙ ǼɅǼƠȜȶǪŎǟ ǻǟȀȥǕ ɂȲȝ ǯɎȞȱǟ ȋȀȥ ȜɅ.

 ǯɎȞȱǟ ɂȲȝ ȯɀȎƩǟ Ž ǦɆȝǠȶǪǱɋǟ ǦȱǟǼȞȱǟ ȨɆȪƠ)ǯɎȞȱǟ ǦɆȕǟȀȪƹǻ.(

ǦǮȱǠǮȱǟ ǦȲǵȀƫǟ :ǦȅǠɆȆȱǟ ǦɆǶȎȱǟ  ǥǼɅǼƨǟ)1980-1995(

 Ɣȱǟ ǦɅɀȶȺǪȱǟ ǦȅǠɆȆȲȱ ȴɆɆȪǩ ȸȝ ǥǿǠǤȝ ǥȀǪȦȱǟ ȻǾȽ ǨȹǠȭǠȾǪȞǤǩǟ  ǨȲȶȝ ǬɆǵ ÛǦɆǶȎȱǟ ǦȅǠɆȆȱǟ ǠȾȺȶȑ ȸȵ ȿ ÛȀǝǟȂƨǟ

ȰǤȪǪȆƫǟ Ž ǠȾȝǠǤǩǙ ǢǱǟɀȱǟ ǦȅǠɆȆȲȱ ǦɆȆɆǝȀȱǟ ȓɀȖƪǟ Ȝȑȿ ɂȲȝ ǦɅȀǝǟȂƨǟ ǦȵɀȮƩǟ.)1(

)1(  ÛǦȊǝǠȝ ȨɆǪȝǦɅȀǝǟȂƨǟ ǦɆȵɀȶȞȱǟ ǧǠȆȅǘƫǟ Ž ǦɆǶȎȱǟ ǧǠȵǼƪǟ ǥǻɀǱ ÛȀǝǟȂƨǟ ÛȷǠȆȶȲǩ ǦȞȵǠǱ Ûƃȿǻ ȧɀȆǩ ȌȎơ ÛǥǿɀȊȺȵ Ƙȡ ƘǪȆǱǠȵ ǥȀȭǾȵ Û2012ȋ Û127.
)2(  ÛȿƘȢȍ ǥǠƱȻȀȭǽ ȨǤȅ ȜǱȀȵȋ Û69.
)3(  ÛȀǝǟȂƨǟ ȯɎȪǪȅǙ ǾȺȵ ȻǿɀȖǩ ȿ Ɨȕɀȱǟ ɄǶȎȱǟ ȳǠȚȺȱǟ ȯɀǵ ƆǠƫȀǣ ȳɀɅ ÛǥɀȉǠȉ ǥȂɅɀȱ2012.
)4(  ÛȿƘȢȍ ǥǠƱȨǣǠȆȱǟ ȜǱȀƫǟ ȄȦȹȋ Û70.
)5(  ȄȦȹȨǣǠȆȱǟ ȜǱȀƫǟ.  
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 ǦɆǶȎȱǟ ȰȭǠɆƬǟ ȸȵ ƘǤȭ ǻǼȝ ǒǠȊȹǚǣ ǦȲǵȀƫǟ ȻǾȽ ȬȱǾȭ ǧȂɆƢ ȿ ǧǠȵǼƪǟ ǥǻǼȞǪȵ ǧǟǻǠɆȞȱǟ ȿ ǦȵǠȞȱǟ ǧǠɆȦȊǪȆƫǟ ǦȍǠǹ

 ǒǠȊȹǙ ǠȒɅǕ Ź ȿ ÛǦɆǶȎȱǟ ȂȭǟȀƫǟ13 Ƭ ǧǼȺȅǕ ǠɆȞȵǠǱ ǠɆǝǠȦȊǪȅǙ ǟȂȭȀȵ ȁȿȀǣ ǨȥȀȝ Ǡȶȭ ǬǶǤȱǟ ȿ ȸɅɀȮǪȱǟ ȿ ǯɎȞȱǟ ǦȶȾȵ Ǡ

Ƣǘƫǟ ȿ ǧǠɆȪǪȲƫǟ Ž ǠȾǪȭǿǠȊȵ ȯɎǹ ȸȵ ǦɆǤȖȱǟ ȳɀȲȞȱǟ Ž ǦɆȺȕɀȱǟ ǧǟǒǠȦȮȱǟ ȸȵ ǼɅǼȞȱǟɆƫǠȞȱǟ ǧǟȀɄȽ ȿ ɁɀǪȆƫǟ ǦȞɆȥǿ Ǧ  ǦȲǵȀƫǟ

ƙȺȕǟɀƫǟ ǦǶȎǣ ȰȦȮǪȱǟ Ž ɄȵɀȶȞȱǟ țǠȖȪȲȱ ɎȶȮȵ ǟǿȿǻ ǢȞȱ ɃǾȱǟ ȋǠƪǟ țǠȖȪȱǟ ǻɎɆȵ ȬȱǾȭ ǧǼȾȉ Ɣȱǟ.)2(

 ƙǣ Ǡȵ ǥȀǪȦȱǟ Ž ǦɆǶȎȱǟ ǧǠȆȅǘƫǟ ǻǼȝ ȌɆǺȲǩ ȸȮƹ ȿ)1985-1989 (ƃǟɀƫǟ ȯȿǼƨǟ Ž:  

ȴȩǿ ȯȿǼƨǟ)9( :ɆǶȎȱǟ ǧǠȆȅǘƫǟ ǻǼȝǦ  ƙǣ Ǡȵ ǥȀǪȦȱǟ Ž)1985-1989(

ǧǟɀȺȆȱǟ

ǦɆǶȎȱǟ ǧǠȆȅǘƫǟ
198519861989

ǧǠɆȦȊǪȆƫǟ ǻǼȝ211238261

ǥȀȅɉǟ ǻǼȝ493155414755265

ǧǠȵǼƪǟ ǥǻǼȞǪȵ ǧǠȝǠȩ319359433

ǦɆǶȍ ȂȭǟȀȵ66910251089

ǯɎȞȱǟ ǧǠȝǠȩ245425742693

ǿǼȎƫǟ :ȜǱȀȵ ÛȿƘȢȍ ǥǠƱ ȋ ÛȨǣǠȅ71.

Ǡȵ ȨǣǠȆȱǟ ȯȿǼƨǟ ȸȵ ȘǵɎȹɄȲɅ:  

  ƙǣ Ǡȵ ǥȀǪȦȱǟ ȯɎǹ ǦɆǶȎȱǟ ǧǠȆȅǘȶȲȱ ŸǠƶɋǟ ǿɀȖǪȱǟ1985–1989º

ǧǠɆȦȊǪȆƫǟ ǟƘǹǕ ȿ ǧǠȵǼƪǟ ǥǻǼȞǪȵ ǧǠȝǠȩ Ȭȱǽ ɄȲɅ ÛǦɆǶȎȱǟ ȂȭǟȀƫǟ Ž ȰǮȶǪǩ ǦɆǶȎȱǟ ǧǠȆȅǘƫǟ ȸȵ ǻǼȝ ƎȭǕ.

ɄȲɅǠƞ ǦȲǵȀƫǟ ȻǾȽ ǧȂɆƢ Ǡȶȭ :)3(

 ǦȺȅ ǦɆȱǠƫǟ ȷɀȹǠȩ ǥǿǠȉǙ1993    ɄȩǠøǣ ǠøȵǕ ȸɅȁɀȞƫǟ ȸȝ ǬǶǤȱǟ ȿ ǦɅǠȩɀȱǠǣ ȰȦȮǪȱǟ ǦȱȿǼȱǟ ƂɀǪǩ ǦȺȆȱǟ ȻǾȽ ȸȵ ǦɅǟǼǣ ȼȹǕ

ȷɀȮǪȥ ǧǠǱɎȞȱǟ  ȷǠȶȒȱǟ ǧǠǞɆȽ ȿ ǦɆǝǠȦȊǪȅɋǟ ǧǠȆȅǘƫǟ ƙǣ ɃǼȩǠȞǩ ȳǠȚȹ ȨȥȿɄȝǠȶǪǱɍǟ.

ȦȊǪȅɋǟ Ȕȅɀȱǟ Ž ȳǠȞȕɋǟ ȿ ǒǟɀɅɋǟ ǧǠȪȦȹ ǼɅǼȆǩ Ž ɂȑȀƫǟ ǦƵǠȆȵ ǦȺȅ Ƀǿǟȁɀȱǟ ǿɀȊȺȶȲȱ ǠȪȥȿ ɄǝǠ1995.

)1(  ÛȿƘȢȍ ǥǠƱȻȀȭǽ ȨǤȅ ȜǱȀȵÛ  ȋ70.
)2(

ÛǥɀȉǠȉ ǥȂɅɀȱ ȻȀȭǽ ȨǤȅ ȜǱȀȵ.
)3( ȋ ÛȻȀȭǽ ȨǤȅ ȜǱȀȵ ÛǦȊǝǠȝ ȨɆǪȝ130.
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ǦȞǣǟȀȱǟ ǦȲǵȀƫǟ : ǦɆǶȎȱǟ ǧǠȆȅǘƫǟ ǳɎȍǙ)1995-2005.(

    țǠȦǩǿɍǟ    ǧǠȵǼøƪǟ ǥǻɀøƨ ɄƶǿǼǪȱǟ ǿɀȽǼǪȱǟ ȿ ƆǠŎǟ ǯɎȞȱǟ ǦȅǠɆȅ ȨɆǤȖǩ ȸȝ ǦƟǠȺȱǟ ǦǶȎȱǟ ǧǠȪȦȹ Ž ȓȀȦƫǟ

ǦɆȍɀȱǟ ǥǿǟȁɀȱǟ ǨȞȥǻ Ȱȵǟɀȝ ǦȵǼȪƫǟ ǦɆǶȎȱǟ ƂǙ :)1(  ǻǟɀƫǟ ǦǤȩǟȀƫ Ɨȕɀȱǟ ƎǺƫǟ ǠȾȺɆǣ ȸȵ ǦɆȺȕɀȱǟ ǧǠȆȅǘƫǟ ȸȵ ǻǼȝ ǒǠȊȹǙ

 ǦȵȿǠȪȵ ǦǤȩǟȀȵ ȿ ǦǞǣȿɉǟ ȴȲȝ ȯǠƭ Ž ǦǶȎȲȱ ǦɆƫǠȞȱǟ ǦȶȚȺƫǟ ǒǟƎƪ ǠɆȞǱȀȵ ǟƎƯ ƎǪȞɅ ɃǾȱǟ ɃȀǝǟȂƨǟ ǿɀǪȅǠǣ ǼȾȞȵ ȿ ǦɆȹɍǼɆȎȱǟ

Ȳȝ țǠȖȪȱǟ Ǩȶȝǻ ɁȀǹǕ ǦɆǶȍ ǧǠȆȅǘȵ ǧǒǠǱ ȿ ǦɅɀɆƩǟ ǧǟǻǠȒȶȲȱ ȴɆǭǟȀƨǟ Ɣȱǟ ǧǠɆȦȊǪȆȶȲȱ ǦɅȂȭȀƫǟ ǦɆȱǼɆȎȱǟ ǿǟȀȡ ɂ

 Ȝȑȿ ǦȶȾȵ ǠƬ ǨȲȭȿǕ Ɣȱǟ ȳǼȲȱ ǦɆȺȕɀȱǟ ǦȱǠȭɀȱǟ ǢȹǠƛ ǦɆȹɍǼɆȎȱǟ ǻǟɀƫǠǣ ǦɆȵɀȶȞȱǟ ǦɆǶȎȱǟ ǧǠȆȅǘƫǟ ȸɅɀƢ ǦȶȾȵ ǠƬ ǧǼȺȅǕ

ǦɅɀɆƩǟ ǥǻǠƫǟ ȻǾƬ ǦɆȺȕȿ ǦȅǠɆȅ.  

    ǟ ǼȾȞƫǟ ȿ ȴȾȆǩ ǦǶȥǠȮƫ Ɨȕɀȱǟ ȂȭȀƫǟ ǻɎɆȵ ǦȲǵȀƫǟ ȻǾȽ ǧǼȾȉ Ǡȶȭ ȄȲŎǟ ȿ Ƒȕ ȼǤȉ ȸɅɀȮǪȲȱ ɄǱɀȡǟǼɆǤȱǟ Ɨȕɀȱ

 ǧǠȆȅǘƫǟ ȿ ǦɆȞȵǠƨǟ ǧǠɆȦȊǪȆƫǟ ȰǮȵ ǦɆǶȎȱǟ ǧǠȆȅǘƫǟ ȐȞǣ ƙȹǟɀȩ Ž ȀȚȺȱǟ ǥǻǠȝǙ ƂǙ ǦȥǠȑɋǠǣ ǦȺȾƫǟ ǧǠɆȩɎǹɉ Ɨȕɀȱǟ

ǦɆǶȎȱǟ ȰȭǠɆƬǟ ȿ ǦȎȎǺǪƫǟ ǦɆǝǠȦȊǪȅɋǟ.)2(

ǦȲǵȀƫǟ ǦȆȵǠƪǟ : ǦɆǶȎȱǟ ǧǠȆȅǘƫǟ ǳɎȍǙ ǦȲȍǟɀȵ) ǼȞǣ Ǡȵ2005.(

     ȼȪɆǤȖǩ Ź Ɠǵ ǦɆƶǿǼǩ ȰǵǟȀȵ Ǝȝ Ȭȱǽ ȿ ÛǧǠɆȦȊǪȆƫǟ Ž ǯɎȞȲȱ ɃǼȩǠȞǪȱǟ ȳǠȚȺȱǟ ǼɆȆƟ ǦɅǟǼǣ ǦȲǵȀƫǟ ȻǾȽ ǧȂɆƢ

 ǦȺȅ ȀǹǟȿǕ Ž ǦɆǝǠŒ ǦȦȎǣ2009  ǦɆǶȎȱǟ ǦȕǿǠƪǟ ǦȲȮɆȽ ǥǻǠȝǙ ƂǙ ǦȥǠȑɋǠǣ  øǤȩ Ǡŏ ȯɀȶȞȵ ȷǠȭ Ɣȱǟ  ǦȺøȅ Ȱ2007¡

 ȴȩǿ ɃǾɆȦȺǪȱǟ ȳɀȅȀƫǟ ǿȿǼȎǣ07–140  Ž Ƿǿǘƫǟ19  ɃǠȵ2007  ȿ ǦɆǝǠȦȊǪȅɋǟ ǦɆȵɀȶȞȱǟ ǧǠȆȅǘƫǟ ǒǠȊȹǙ ƂǙ ȣǻǠƬǟ

 ȸȵ ǟǒǟǼǪǣǙ ȼȪɆǤȖǩ Ź ȿ ÛǠȽƘȅ ȿ ǠȾȶɆȚȺǩ ȿ ǦɅǿǟɀƨǟ ǦǶȎȲȱ ǦɆȵɀȶȞȱǟ ǧǠȆȅǘƫǟ01  ɄȦȹǠǱ2008.)3(

ǦɆǝǠǣɀȱǟ ȿ ǦɆȥǟȀȢƹǼȱǟ ǦɆȞȑɀȱǠǣ ȰȦȮǪȱǟ ƂǙ ȣǼȾɅ ǧǠɆȦȊǪȆƫǟ ǳɎȍǙ țȿȀȊȵ ȷǙ    ɂøȲȝ ǒǠøȒȪȱǟ Ź ǬɆǵ ȜȶǪŎǟ Ǡŏ Ȁƹ Ɣȱǟ

  ȤøȲǪƯ ȂɅȂȞǩ ȯɎǹ ȸȵ ǦɆȶȺǪȱǟ ǰȵǟȀǣ ȜɆȅɀǩ Ź Ǡȶȭ ǦǞɆǤȱǟ ȿ ȷǠȆȹɋǟ ȫɀȲȆǣ ǦȖǤǩȀȵ ǦȲɆȪǭ ȏǟȀȵǕ ǦȾǱǟɀȵ ȿ ǦɅǼȞƫǟ ȏǟȀȵɉǟ

ȪǪȱ ǦɅǿǟɀƨǟ ȂȭǟȀƫǠǣ ȨȕǠȺƫǟ ǨȺƣ ȿ Ûȸȕǟɀƫǟ ȸȵ ǦǶȎȱǟ ǢɅȀǧǟǿǠȶǮǪȅɍǟ  ƔȱǟǻǠȦǪȅǟ   ǠøȶɆȥ ǠȶɆȅɍ ȿ ɄǶȎȱǟ țǠȖȪȱǟ ǠȾȺȵ

ǦɆǶȎȱǟ ǦȵɀȚȺƫǟ Ž ǠȅɀȆƮ ǠȵǼȪǩ ȰɆǲȆǩ Ž ȴȽǠȅ Ǡư ǥƘǹɉǟ ǧǟɀȺȆȱǟ ȯɎǹ ǧǟȀȵ ǦȞǣǿǕ ƂǙ ǦɆȹǟȂɆƫǟ ǦȦȝǠȒȵ ȌƸ)4(

ȀǝǟȂƨǟ ǦɆǶȎȱǟ ǦȆȅǘƫǟ ǠőǼȾȉ Ɣȱǟ ǧǟǿɀȖǪȱǟ ȿ ǧǟƘȢǪȱǟ ȴȡǿ ȿ ÛȰȭǠɆƬǟ ȿǕ ƙȲȵǠȞȱǟ ǻǼȝ ǬɆǵ ȸȵ ǒǟɀȅ ȯɎȪǪȅɍǟ ǾȺȵ ǦɅ

   Ȱøș Ž ǦøȍǠǹ ÛǠȾɆȱǙ ɂȞȆǩ Ɣȱǟ ȿǕ ǠȾȲǱǕ ȸȵ ǧǼǱȿ Ɣȱǟ ǧǠɅǠȢȱǟ ȿ ȣǟǼȽɉǟ ȨɆȪƠ ȷȿǻ ǨȱǠǵ ǧǠǣɀȞȍ ȣȀȞǩ ǠŒǕ ɍǙ

ǠȞǩ Ɣȱǟ ȌǝǠȪȺȱǟ ȷǚȥ ÛǦɆƫǠȞȱǟ ǦǶȎȱǟ ǦȶȚȺȵ ǢȆǵ ȿ ÛȋǠƪǟ țǠȖȪȱǟ ǦȆȥǠȺȵ ȿ ǦƫɀȞȱǠȭ ǦɆȱǠƩǟ ǧǟǼǲǪȆƫǟ ǧǠȆȅǘƫǟ ǠȾȺȵ Ɔ

ǠȶɆȥ ȰǮȶǪǩ ǦɅȀǝǟȂƨǟ ǦɆȵɀȶȞȱǟ ǦɆǶȎȱǟ ɄȲɅ :)5(

  ÛɄǶøȎȱǟ ǢȲȖȲȱ ǠɆǝȂǱ ɍǙ ǦɆȵɀȶȞȱǟ ǦɆǶȎȱǟ ȰȭǠɆƬǟ ǢɆǲǪȆǩ ɍ ƎǪȞƫǟ ǠȽǻǼȝ ȸȵ ȴȡƎȱǠȥ ÛǦɆǶȎȱǟ ſǠȎƫǟ ȴɆȚȺǩ ȳǼȝ

ǟǼɅǟȂǪȵ ǠȎȪȹ ȏǟȀȵɉǠǣ ȰȦȮǪȱǟ ȣȀȞɅ ǬɆǵ.

  ȸȵ ȀǝǟȂƨǠǣ ǦɆǶȎȱǟ ǧǠȵǼƪǟ ȸȝ ǦȱȿǘȆƫǟ ǥǿǟȁɀȱǟ ǦɆȶȆǩ ȯǠȪǪȹǙ"ȷǠȮȆȱǟ ȿ ǦǶȎȱǟ ǥǿǟȁȿ " ƂǙ"ǧǠɆȦȊǪȆƫǟ ǳɎȍǙ ȿ ȷǠȮȆȱǟ ȿ ǦǶȎȱǟ ǥǿǟȁȿ " ȷǟɀǱ ȸȵ ǒǟǼǪǣǙ2000.
)1( ȻȀȭǽ ȨǤȅ ȜǱȀȵ ÛǥɀȉȿǠȉ ǥȂɅɀȱ.
)2( ȋ ÛȻȀȭǽ ȨǤȅ ȜǱȀȵ ÛȿƘȢȍ ǥǠƱ72.

 *ȿ ǼȞǣ ȸȝ ǢȖȱǟ ȀɅɀȖǪȱ ȔȖƯ Ȝȑɀǣ ǦɅǻǠƫǟ ȿ ǦɅȀȊǤȱǟ ȰǝǠȅɀȱǟ ǼɆǵɀǩ ɃǕ ƙȵǼǺǪȆƫǟ ȜɅȁɀǩ ǦȺȲȪȝ ȿ ǧǠȮɆȊȱǟ ȴɆȚȺǪǣ ǴȶȆǩ Ɣȱǟ ǥǟǻɉǟ ɄȽ ǦȭǟȀȊȱǟ.  

)3(  ÛȨǣǠȆȱǟ ȜǱȀƫǟ ȄȦȹȋ73.
)4( ÛǦȉȿǠȉ ǥȂɅɀȱȨǣǠȆȱǟ ȜǱȀƫǟ ȄȦȹ.  
)5( ȋ ÛȻȀȭǽ ȨǤȅ ȜǱȀȵ ÛȿƘȢȍ ǥǠƱ75.
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   ȜɅȁɀǪȱǟǜɆȆȱǟ ǼȾȊǩ ǬɆǵ ÛǦǶȎȱǟ ƗȾƫ  ƂǙ ǒɍǘȽ ȻǠƟǟ ȸȝ ɎȒȥ ÛƙȎǪǺƫǟ ǒǠǤȕɉǟ ȋɀȎƝ ǦǞɆȅ ǦɆȖȢǩ ǦɆǣɀȺƨǟ ǦȪȖȺƫǟ

ǦȍǠƪǟ ǧǠȆȅǘƫǟ .

   ɃȀȊǤȱǟ ǻǿɀƫǟ ȰɆȽǖǩ ȳǼȝ ǢǤȆǣ ǦȒȦǺȺȵ ǥǻɀǱ ǧǟǽ ǦɆǶȍ ǧǠȵǼǹ ƇǼȪǩ)ɄȒɅȀȶǪȱǟ ȿ ƑȖȱǟ ( ǧǟȂɆȾǲǪȱǟ Ȩȥǟɀǩ ȳǼȝ ȿ

ǧǟǿɀȖǩ ȸȵ ɄǶȎȱǟ ȯǠŎǟ ȼȥȀȞɅ Ǡȵ Ȝȵ ǥǻɀǱɀƫǟ ǦɆǤȖȱǟ.

  ǼȝǿɀǱɉǟ ȏǠȦƳǟ ȿ ȂɆȦǶǪȱǟ ǡǠɆȡ ǢǤȆǣ ɄȒɅȀȶǪȱǟ ȿ ƑȖȱǟ ȴȩǠȖȱǟ Ǡȑǿ ȳ.

  ǦȱȿǼȱǟ ǦɆȹǟȂɆȵ ȰȽǠȭ ɂȲȝ ǦɆǶȎȱǟ ǧǠȆȅǘƫǟ ȼǤǤȆǩ ɃǾȱǟ ɄȲɅɀȶǪȱǟ ȰȪǮȱǟ țǠȦǩǿǟ.

ƆǠǮȱǟ ǢȲȖƫǟ :ǟ ǧǠȆȅǘƫǟȀǝǟȂƨǟ Ž ǦɆǶȎȱ

ɍȿǕ :ǕȀǝǟȂƨǟ Ž ǦɆǶȎȱǟ ǧǠȆȅǘƫǟ țǟɀȹ

    ȷɀȮǪɅ  ƙȆƠ ȿ ƘɆȆǪǣ ǦɆȍɀȱǟ ǥǿǟȁɀȱǟ ȰǹǼǪǩ ǬɆǵ ÛȋǠƪǟ țǠȖȪȱǟ ȿ ɄȵɀȶȞȱǟ țǠȖȪȱǟ ȸȵ ɃȀǝǟȂƨǟ ɄǶȎȱǟ ȳǠȚȺȱǟ

ȋǠƪǟ țǠȖȪȱǟ Ž ǦɆǤȖȱǟ ǦȅǿǠȶƫǟ ȓȿȀȉ ǦǤȩǟȀȵ ɂȲȝ ȰȶȞǩ ȿ ÛɄȵɀȶȞȱǟ țǠȖȪȱǟ Ž ǯɎȞȱǟ.  

1-  ǧǠȆȅǘƫǟǦɆȵɀȶȞȱǟ ǦɆǶȎȱǟ

    ɆǶȎȱǟ ǧǠȆȅǘƫǟ țǟɀȹǕ ȸȵ ǼɅǼȞȱǟ ƙǣ ȂɆɆȶǪȱǟ ȸȮƹɄȲɅǠȵ Ž ǠȽȀȭǾȹ ȀǝǟȂƨǟ Ž ǦɆȵɀȶȞȱǟ Ǧ:  

Ǖ- ǦȎȎǺǪƫǟ ǦɆǝǠȦȊǪȅɋǟ ǦȆȅǘƫǟ

     ȿ ǦɅɀȺȞƫǟ ǦɆȎǺȊȱǠǣ ȜǪȶǪǩ ɃǿǟǻǙ ȜǣǠȕ ǧǟǽ ǦɆȵɀȶȝ ǦȆȅǘȵ ɄȽ ȿȯɎȪǪȅɍǟ  ȿǕ Ǽǵǟȿ ȰȮɆȽ ȸȵ ȷɀȮǪǩ ȿ ÛƃǠƫǟ

Ǡƞ ȰȦȮǪǩ ÛǦȎȎǺǪȵ ǥǻǼȞǪȵ ȰȭǠɆȽ ɄȲɅ :ȝ ȿǕ ǠȺɆȞȵ ǠɅɀȒȝ ȁǠȾǱ ǡǠȍǕ ȏȀȵ ÛƙȞȵ ȏȀȵɀȒ ƙȞȵ  ǦɆȶøȆǩ Ž ȀȭǾɅ ȿ 

 ǦȎȎǺǪƫǟ ǦɆǝǠȦȊǪȅɋǟ ǦȆȅǘƫǟȋǠȎǪǹɍǟ Ǡŏ ȰȦȮǪƫǟ ǧǠȕǠȊȺȱ Ȩȥǟɀƫǟ.)1(

Ž ȰǮȶǪǪȥ ǦȎȎǺǪƫǟ ǦɆǝǠȦȊǪȅɋǟ ǦȆȅǘƫǟ ȳǠȾȵ ȸȝ ǠȵǕ :)2(

 ǦɆȺȕɀȱǟ ǰȵǟƎȱǟ ȨɆǤȖǩ ǦǶȎȲȱ ǦɆȲǂǟ ȿ ǦɅɀȾƨǟ.

ȴȽǟɀǪȆȵ ƙȆƠ ȿ ǦǶȎȱǟ ſǠȎȵ ɄȵǼǺǪȆȵ ȰɆȽǖǩ ǥǻǠȝǙ Ž ǦƵǠȆƫǟ.

 ȿ ƑȖȱǟ ȤɆɆȮǪȱǟ ǥǻǠȝǙ ȿ ǯɎȞȱǟ ȿ ȌɆǺȊǪȱǟ ȿ ǦɅǠȩɀȱǟ ǧǠȕǠȊȹ ǾɆȦȺǩǒǠȦȊǪȅɍǟ.

ǡ- ɄǶȎȱǟ țǠȖȪȱǟ

 ȿ ǦɅɀȺȞƫǟ ǦɆȎǺȊȱǠǣ ȜǪȶǪǩ ɃǿǟǻǙ ȜǣǠȕ ǧǟǽ ǦɆȵɀȶȝ ǦȆȅǘȵ ȸȝ ǥǿǠǤȝ ɀȽ ȿȯɎȪǪȅɍǟ ƃǟɀȱǟ ǦɅǠȍȿ ǨƠ Ȝȑɀǩ ƃǠƫǟ)3(

ǦɆǝǠȦȊǪȅɋǟ ǦȆȅǘȶȲȱ ǦȲȭɀƫǟ ȳǠȾƫǟ ȄȦȺǣ ȳɀȪɅ ȵ ƂǙ ǦȥǠȑɋǠǣ ǦȎȎǺǪƫǟǠɄȲɅ :)4(

)1(  ÛȴȅǠȪȲǣ ǥɀɅȂȵÛɄȦɆșɀȱǟ ǠȑȀȱǟ ȿ ǦȖȲȆȱǟ  ÛȀǝǟȂƨǟ ÛǥǼȮɆȮȅ ǦȞȵǠǱÛǠɆȥǟȀȢƹǼȱǟ ȿ țǠȶǪǱɋǟ ȴȲȝ ȴȆȩ ÛǦɅȀȊǤȱǟ ǻǿǟɀƫǟ ƘɆȆǩ ȿ ǦɆȶȺǩ ȌȎơ ÛǥǿɀȊȺȵ Ƙȡ ƘǪȆǱǠȵ ǥȀȭǾȵ

2009ȋ Û25.
)2( ȨǣǠȆȱǟ ȜǱȀƫǟ ȄȦȹ.  
)3( ȋ ÛȻȀȭǽ ȨǤȅ ȜǱȀȵ ÛȿƘȢȍ ǥǠƱ76.
)4( ȨǣǠȆȱǟ ȜǱȀƫǟ ȄȦȹ.  
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ǠȾǪƭȀǣ ȿ ǧǠȥǠȞȅɋǟ ȜɅȁɀǩ ȴɆȚȺǩ.

ɄȲǝǠȞȱǟ ȔɆȖǺǪȱǟ ȿ ǦɆȲȅǠȺǪȱǟ ǦǶȎȱǠǣ ǦȪȲȞǪƫǟ ǧǠȕǠȊȺȱǟ ȷǠȶȑ.

 ǧǠȥɇǟ ȿ ǿǟȀȑɉǟ ǦǶȥǠȮȵ ȿ ǦǶȎȱǟ ÛǦȥǠȚȺȱǟ ÛǦɅǠȩɀȱǟ ǧɍǠƭ Ž ȼǪɅǠƥ ȿ ȔɆǂǟ ǦɆȩȀǩ Ž ǦƵǠȆƫǟǦɆȝǠȶǪǱɍǟ.

  ǦɆǶȎȱǟ ǧǠȝǠȖȪȱǟ ȰȮȊǪǩȸȵ :)1(

 ǦɆǝǠȦȊǪȅǙ ǦɆȵɀȶȝ ǧǠȆȅǘȵ)EPH(º

ǯɎȞȱǟ ǧǠȝǠȩ ȿ ǦɆǶȎȱǟ ȂȭǟȀƫǟ ÛǧǠȵǼƪǟ ǥǻǼȞǪȵ ǧǟǻǠɆȞȱǟ Ž ȰǮȶǪǩ ǦɅǼȝǠȩ ǦɆǶȍ ǧǟǼǵȿ.  

 ȴȩǿ ɃǾɆȦȺǪȱǟ ȳɀȅȀƫǟ ǿǟȀȩ ȸȮȱ07–140  ǦȺȆȱ2007ƂǙ ǦɆǶȎȱǟ ǧǠȝǠȖȪȱǟ ȴɆȆȪǩ ƘɆȢǩ ȸȶȒǩ Û: )2(

-  ǦɆǝǠȦȊǪȅɋǟ ǦɆȵɀȶȞȱǟ ǦȆȅǘƫǟ)EPH" ( ȿ ǯɎȞȱǟ ȿ ȌɆǺȊǪȲȱ ȰȮɆȽ ȸȵ ȷɀȮǪǩǒǠȦȊǪȅɍǟ  ɄȖȢǩ ÛƑȖȱǟ ȰɆȽǖǪȱǟ ǥǻǠȝǙ ȿ

ǦǶȎȱǠǣ ȤȲȮƫǟ ȀɅȁɀȱǟ ȸȵ ǿǟȀȪǣ ŽǟȀȢƨǟ ȂɆƩǟ ȿ ǦɅǻǠƫǟ ǧɎȶǪȊƫǟ ǻǼƠ ÛǧǠɅǼȲǣ Ǧȝɀȶƭ ȿǕ ǥǼǵǟȿ ǦɅǼȲǣ ȷǠȮȅ "  ȰøǮȶǪǩ ȿ

Ž ǠȾȵǠȾȵ:  

ȰɆȽǖǪȱǟ ǥǻǠȝǙ ȿ ȌɆǺȊǪȱǟ ȿ ǯɎȞȱǟ ȜɅȁɀǩ ǦƭȀǣ ȿ ȴɆȚȺǩ ȷǠȶȑ ƑȖȱǟ  ȿǒǠȦȊǪȅɍǟÜ

ÜǦɆǶȎȱǟ ǦɆȺȕɀȱǟ ǰȵǟƎȱǟ ȨɆǤȖǩ

 ǧǠȥɇǟ ȿ ǿǟȀȑɉǟ ǦǶȥǠȮȵ ȿ ǥȿǠȪȺȱǟ ȿ ǦǶȎȱǟ ȘȦǵ ȷǠȶȑǦɆȝǠȶǪǱɍǟÜ

ȴȾȥǿǠȞȵ ǼɅǼƟ ȿ ǦǶȎȱǟ ſǠȎȵ ɄȵǼǺǪȆȵ ɁɀǪȆȵ ƙȆƠ ȷǠȶȑ.

     ɄǝǠȦȊǪȅɋǟ ƘɆȆǪȱǟ Ž ȸɅɀȮǪȱǟ ȿ Ƒȕ ȼǤȊȱǟ ȿ ƑȖȱǟ ȸɅɀȮǪȲȱ ǠȹǟǼɆȵ ǠȾȵǟǼǺǪȅǟ ȸȮƹ Ǡȶȭ  Ȝøȵ ȳƎǩ ǧǠɆȩǠȦǩǟ ȃǠȅǕ ɂȲȝ

ȸɅɀȮǪȱǟ ǧǠȆȅǘȵ.  

- ǦɅǿǟɀƨǟ ǦǶȎȲȱ ǦɆȵɀȶȞȱǟ ǦȆȅǘƫǟ)EPSP (    ǻǼøƠ ÛǯɎøȝ ǧǠøȝǠȩ ȿ ǧǠȵǼƪǟ ǥǻǼȞǪȵ ǧǟǻǠɆȝ Ǧȝɀȶƭ ȸȵ ȷɀȮǪǩ

ȊƫǟƬ ŽǟȀȢƨǟ ȂɆƩǟ ȿ ǦɅǻǠƫǟ ǧɎȶǪǦǶȎȱǠǣ ȤȲȮƫǟ ȀɅȁɀȱǟ ȸȵ ǿǟȀȪǣ ǠÛ Ž ȰǮȶǪǩ ǠȾȵǠȾȵ ǠȵǕ:  

ÜɃǼȝǠȪȱǟ ǯɎȞȱǟ ȿ ǦɅǠȩɀȱǟ

ÜɃǿǟɀƨǟ ǯɎȞȱǟ ȿ ɂȑȀƫǟ ȌɆǺȊǩ

ȱǠǣ ǦȍǠƪǟ ǧǠȍɀǶȦȱǟÜɃǼȝǠȪȱǟ ȌȎǺǪƫǟ ǢȖȱǟ ȿ ȳǠȞȱǟ ǢȖ

ȱǠǣ ǦȖǤǩȀƫǟ ǦȖȊȹɉǟÜɄȲǝǠȞȱǟ ȔɆȖǺǪȱǟ ȿ ǦɆǣǠƱɋǟ ǦǶȎ

ȷǠȮȆȱǟ ȿ ǦǶȎȲȱ ǦɆȺȕɀȱǟ ǰȵǟƎȱǟ ǾɆȦȺǩ.

)1( ȨǣǠȆȱǟ ȜǱȀƫǟ ȄȦȹ.
)2( ȋ ÛȨǣǠȆȱǟ ȜǱȀƫǟ ȄȦȹ76¡77.
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øǱ- ɄȞȵǠƨǟ ɄǝǠȦȊǪȅɋǟ ȂȭȀƫǟ1

    ɀȽ ȿ ȸȝ ǥǿǠǤȝ :ɍǟ ȿ ǦɅɀȺȞƫǟ ǦɆȎǺȊȱǠǣ ȜǪȶǪǩ ÛɃǿǟǻǙ ȜǣǠȕ ǧǟǽ ǦɆȵɀȶȝ ǦȆȅǘȵȅ  ȴǪøɅ ÛƃǠƫǟ ȯɎȪǪ ǠȽǗǠøȊȹǙ 

ɄȶȲȞȱǟ ǬǶǤȱǟ ȿ ƃǠȞȱǟ ȴɆȲȞǪȱǠǣ ȤȲȮƫǟ ȀɅȁɀȱǟ ȿ ǦǶȎȱǠǣ ȤȲȮƫǟ ȀɅȁɀȱǟ ƙǣ ȫȀǪȊȵ ǳǟȀǪȩǟ ɂȲȝ ǒǠȺǣ ɃǾɆȦȺǩ ȳɀȅȀȵ ǢǱɀƞ :

Ǡƞ ȰȦȮǪɅ ɄȲɅ:  

ǦǶȎȱǟ ȷǟǼɆȵ Ž

 ȴȽǠȆɅ ȓǠȊȹ Ȱȭ ǢȹǠǱ ƂǙ ÛǦɆǝǠȩɀȱǟ ȿ ǦɆǵǟȀƨǟ ǦɆǤȖȱǟ ǧɍǠǲȞǪȅɍǟ ȿ ǒǠȦȊǪȅɍǟ ÛǯɎȞȱǟ ÛȌɆǺȊǪȱǟ ǧǠȕǠȊȹ ȷǠȶȑ

ȷǠȮȆȱǟ ǦǶȍ ǦɆȩȀǩ ȿ ǦɅǠƥ ŽÜ

ǟ ǰȵǟƎȱǟ ȨɆǤȖǩÜǦǶȎȲȱ ǦɆȲǂǟ ȿ ǦɅɀȾƨǟ ÛǦɆȺȕɀȱ

ǦȥǠȚȺȱǟ ÛǦɅǠȩɀȱǠǣ ǦȪȲȞǪƫǟ ȸɅǻǠɆƫǟ Ž ȼǪɆȩȀǩ ȿ ȔɆǂǟ ǦɅǠƥ Ž ǦƵǠȆƫǟÛ ǟǦǶȥǠȮȵ ȿ ǦǶȎȱ  ǧǠȥɇǟ ȿ ǿǟȀȑɉǟǦɆȝǠȶǪǱɍǟ

ȸɅɀȮǪȱǟ ȷǟǼɆȵ Ž:  

ǼǪȱǟ ȸɅɀȮǩ ȷǠȶȑÜǢȖȱǟ ȳɀȲȝ Ž ǯǿǼǪȱǟ ǼȞǣ Ǡȵ ȿ ǯǿ

ȴȽǟɀǪȆȵ ƙȆƠ ȿ ȴȾȲɆȽǖǩ ǥǻǠȝǙ ÛǦǶȎȱǟ ɄȵǼǺǪȆȵ ȸɅɀȮǩ Ž ǦƵǠȆƫǟ.

Ɇȵ ŽǼǟǬǶǤȱǟ ȷ

 Ž ȳǠɆȪȱǟǿǠȕǙ ǬǶǤȱǟ ȿ ǦȅǟǿǼȱǟ ȯǠȶȝǕ ȰȮǣ ȼǣ ȯɀȶȞƫǟ ȴɆȚȺǪȱǟ ǶȎȱǟ ȳɀȲȝ ȷǟǼɆȵ ŽÜǦ

 ǬǶǤȱǟ ȿ ȸɅɀȮǪȱǟ ÛǯɎȞȱǟ ǧǠȕǠȊȹ ǦɆȩȀǩ ȰǱǕ ȸȵ ǦɆȶȲȝ ȿ ǦɆȺȪǩ ɁȀǹǕ ǧǟȀȽǠȚǩ ȿ ǦɆȅǟǿǻ ȳǠɅǕ ÛǧǟȿǼȹ ÛǧǟȀƢǘȵ ȴɆȚȺǩ

ǦǶȎȱǟ ȳɀȲȝ Ž. 

-  ɂȲȝ ǠɆȱǠǵ ɄȵɀȶȞȱǟ ɄǶȎȱǟ țǠȖȪȱǟ ɃɀǪƷ11  ÛǢȕ ǦɆȲȭ15  ÛɄȞȵǠǱ ɄǝǠȦȊǪȅǟ ȂȭȀȵ32  ȿ ǦɆȵɀȶȞȱǟ ǦǶȎȲȱ ȂȭȀȵ

9387 ǣ ȰȮɆȽȝǟɀȹǕ ȰȮǠɆȱǠǵ ɄȽ ȜɅǿǠȊȵ ǥǼȝ ȰɆǲȆǩ Ȝȵ Ûȼ  ǠȾȺȵ ÛȁǠƱɍǟ ǿɀȕ Ž187 ÛǼɅǼǱ ɂȦȊǪȆȵ 411    ǥǻǠøɆȝ

 ȿ ǧǠȵǼƪǟ ǥǻǼȞǪȵ92 ɄȎȎơ ɄǝǠȦȊǪȅǟ ȂȭȀȵ.  

1
.78-77نجاة صغیرو، مرجع سبق ذكره، ص  
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2- ǦȍǠƪǟ ǦɆǶȎȱǟ ǧǠȆȅǘƫǟ

     ǧǠȆȅǘƫǟ ǧǠȹɀȮȵ ǼǵǕ ɄǶȎȱǟ ȓǠȊȺȱǟ Ž ȋǠƪǟ țǠȖȪȱǟ ƎǪȞɅ ȓǠȊȺȱǟ ȷǠȭ ǠȶɆȥ ÛȀǝǟȂƨǟ Ž ǦɆǶȎȱǟ  ǟȀøȎǪȪȵ ȋǠƪǟ

 ǦɆǵǟȀƨǟ ȿ ǦɆǤȖȱǟ ǦȖȊȹɉǟ ǠȾɆȥ ȃǿǠƢ Ɣȱǟ ǦɆǝǠȦȊǪȅɍǟ ǧǟǻǠɆȞȱǟ ɀȽ ǼɅǼǱ ȰȮɆȽ ǦȥǠȑǙ Ź ÛȌɆǺȊǪȱǟ ȿ ȌǶȦȱǟ ǧǟǻǠɆȝ ɂȲȝ

ȣǠȊȮǪȅɍǟ ǟǾȭ ȿ ǼɆȱɀǪȱǟ ȿ ǒǠȆȺȱǟ ȏǟȀȵǕ ǠȾɆȥ Ǡƞ.  

-  ɂȲȝ ǠɆȱǠǵ ȋǠƪǟ ɄǝǠȦȊǪȅɍǟ țǠȖȪȱǟ ɃɀǪƷ ǬɆǵ ƃǟɀǵ450 ǧǟǻǠɆȞȱǟ ƙǣ țɀȺǪǩ ÛǦȍǠǹ ǥǻǠɆȝ    ȿ ǦøɆǵǟȀƨǟ ǦøɆǤȖȱǟ

 ǦȺȅ ȋǟɀǺȲȱ ǦǶȎȱǟ țǠȖȩ ǴǪȥ ǾȺȶȥ ÛǦɅȀǝǟȂƨǟ ǧǠɅɍɀȱǟ ȰȵǠȭ ɂȲȝ Ǧȝȁɀȵ ÛǦɆǤȖȱǟ ǧǟǻǠɆȞȱǟ1988 ) ɃǾɆȦȺǪȱǟ ȳɀȅȀƫǟ88

-204( Ǵȑǟȿ ǼǱ ɀƴ Șǵɀȱ ÛǠƬǠȮȉǕ ȤȲǪǺƞ ǦȍǠƪǟ ǧǠȆȅǘȶȲȱ.  

 ɂȲȝ ȀȥɀǪǩ ɍ ȀǝǟȂƨǟ ȸȮȱ ȿǕ ȋǠǹ ɃǕ ȜȺƢ ɍ ǦɅǿǠȆȱǟ ƙȹǟɀȪȱǟ ȷǕ ȴȡǿ ÛǦɆȞȵǠƨǟ ǧǠɆȦȊǪȆƫǟ ȴǲƜ ɁƎȭ ǦȍǠǹ ǧǠɆȦȊǪȆȵ

  ǥɀøȖǹ ɂȲȝ ȳǼȪɅ ȷǕ ǢȖȱǟ țǠȖȩ Ž ǿǠȶǮǪȅɍǟ Ž Ǣȡǟǿ ȿǕ ȳǻǠȩ ɃǕ ȷǠȮȵǚǣ ȿ ÛǠȽǒǠȺǣ ȸȵ ȋǠȎǪǹɍǟ ȰȽǕ ȸȵ ȯǠȵ ȰǱǿ

ǬɆǵ ÛțǠȖȪȱǟ ȀɅȁȿ ǢȆǵ ÛǦȞǲȊȵ ȸȮǩ Ɓ ǦȍǠƪǟ ǧǟǻǠɆȞȱǟ ǦǣȀƟ ȸȮȱ ÛȻǾȾȭ  ȸȮƹ ɍ ǦǣȀǲǪȱǟ ȻǾȽ ǨǤȭǟȿ ǧǠȅǿǠư ȫǠȺȽ

 ǼȝǕ Ǽȩ ȿ ÛǦȲɆȲȩ ǨȹǠȭ ȷǙ ȿ ǧǠɅɍɀȱǟ ȸȵ ǻǼȝ Ž ǦȵȀǪƮ ȿ ǦǶǱǠȹ ǡǿǠƟ ǻɀǱȿ ȳǼȝ ǟǾȽ ƗȞɅ ȷǕ ȷȿǻ ÛǦɅȂǺƫǠǣ ɍǙ ǠȾȦȍȿ

   ȸøȵ ǼøɅǼȞȱǟ ǨȦȊȭ ǦɆȹǟǼɆȵ ǧǠȪɆȪǶǪȱ ǦȍǠǹ ǥǻǠɆȝ ǦǝǠƣɎǭ ƃǟɀǵ țǠȒǹǚǣ ȂƱǕ ǦȍǠƪǟ ǧǟǻǠɆȞȱǟ Ȝȩǟȿ ȸȝ ȰȎȦȵ ȀɅȀȪǩ

   ǿǟǾøȹǙ ȸɅȀøȊȝ ȿ ǦǪȅ ȿ ɁȀǹɉ ǠǺɆǣɀǩ ƙȞǣǿǕ ȿ ǦȞǤȅ ȼɆǱɀǩ ȿ ǧǟǻǠɆȝ ǫɎǭ ȧɎȡǙ Ź ȀɅȀȪǪȱǟ ǟǾȽ ǒɀȑ ɂȲȝ ȿ ǡɀɆȞȱǟ

ǦȲǭǠư ǧǟǻǠɆȞȱ.  

       ȼøǩǠȵǼǹ ɂȲȝ ȯɀȎǶȲȱ ȸȕǟɀƫǟ ǠȾɆȲȝ ǼȶǪȞɅ Ɣȱǟ ǦɆȅǠȅɉǟ ǥȂɆȭȀȱǟ ɄȽ ǦɆȵɀȶȞȱǟ ǧǠɆȦȊǪȆƫǟ ȷǕ ƂǙ ȌȲƳ Ƙǹɉǟ Ž ȿ

ǟ ȀȥɀǪǩ ȷǕ ƂǙ ÛǦɆǶȎȱǟɄȵɀȶȞȱǟ țǠȖȪȱǟ ǼȺȝ ȀȥɀǪƫǟ ȴǲƩǠǣ ǧǠɆȦȊǪȆȵ ǒǠȊȹǚǣ ǴȶȆǩ Ɣȱǟ ȿ Ûȋǟɀƪǟ ǼȺȝ ǦȥǠȪǮȱ.  

ǠɆȹǠǭ :ǦȲɆȵ ǦɅɍȿ Ž ǦɆǶȎȱǟ ǧǠȆȅǘƫǟ

      ǦȲɆȵ ǦɅɍȿ ɁɀǪȆȵ ɂȲȝ ǦɆǶȎȱǟ ǧǠȵǼƪǟ ɂȲȝ ǢȲȖȱǟ ǦɆȖȢǩ ȋǠƪǟ ȿ ɄȵɀȶȞȱǟ ɄǶȎȱǟ țǠȖȪȱǟ ȴȅǠȪǪɅ  ƇǼȪǩ ȯɎǹ ȸȵ

Ǝȡ ǦɆǤȖȱǟ ǠőǠȵǼǹǟ ȸȵ ǻǼȝ  ȠȲǤɅ ƆǠȮȅ ǻǟǼȞǪȱ ǦɆǶȎȱǟ ǧǠȆȅǘƫ802823  ǦȺȅ Ž ǦȶȆȹ2011  Ž ǠȾȞȶƱ Ɣȱǟ ȿ  

 Ǡȵ ɄȲɅ:)1(

1. ǦɆǝǠȦȊǪȅǙ ǦɆȵɀȶȝ ǧǠȆȅǘȵ ǦȆƦ)EPH (ǦɆȱǠǪȱǟ ȨȕǠȺƫǠǣ ǥǼǱǟɀǪȵ: ɃɀƷ ǦȲɆƞ ȷǠȺǭǙ254  ȳɀȢȲȊǣ ǥǼǵǟȿ ÛȀɅȀȅ

 ɃɀƠ ǼɆȞȱǟ145 ǥɀɆǱȀȦǣ ǥǼǵǟȿ ÛȀɅȀȅ  ɃɀƠ240  ɃɀƷ ǦɆȹǠȶǮȞȱǟ Ƀǻǟɀǣ ǥǼǵǟȿ ÛȀɅȀȅ110 ȀɅȀȅ.  

2. ɃɀƠ ǦɆȹǠȶǮȞȱǟ Ƀǻǟɀǣ ǦɆȲȪȞȱǟ ȏǟȀȵɉǟ Ž ǥǼǵǟȿ ǦȎǪƯ ǦɆǝǠȦȊǪȅǙ ǦȆȅǘȵ340 ȀɅȀȅ.

3. ǦɅǿǟɀƨǟ ǦǶȎȲȱ ǦɆȵɀȶȝ ǧǠȆȅǘȵ ǦȆƦEPSP ȸȵ Ȱȭ ɂȲȝ Ǧȝȁɀȵ : ƙȝ ÛǨȹǠȺǱǠǩ ÛǼɆȞȱǟ ȳɀȢȲȉ ÛǥɀɆǱȀȥ ÛǦȲɆȵ

 ǿǼȪǩ ǬɆǵ ÛȈɅȀǵǕ ÛǒǠȒɆǤȱǟ39 ȝ ȿ ǧǠȵǼƪǟ ǥǻǼȞǪȵ ǥǻǠɆ150 ǯɎȝ ǦȝǠȩ.

)1(
 ǧǠɆǝǠȎǵǙ ÛǦȲɆȵ ǦɅɍɀǣ ȷǠȮȆȱǟ ȿ ǦǶȎȱǟ ǦɅȀɅǼȵ2011.
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 ȠȲǤǩ ÛɄǶȎȱǟ țǠȖȪȲȱ ǦȞǣǠǪȱǟ ǦɅȀȊǤȱǟ ǻǿǟɀƫǟ3675    ɀøȽ Ǡøȶȭ ȋǠƪǟ ȿ ȳǠȞȱǟ ƙȝǠȖȪȱǟ ɂȲȝ ƙȝȁɀȵ ȰȵǠȝ

ƃǠǪȱǟ ȯȿǼƨǟ Ž Ǵȑɀȵ:  

ȴȩǿ ȯȿǼƨǟ )10(: ȀȊǤȱǟ ǻǿǟɀƫǟǦȲɆȵ ǦɅɍɀǣ ǦɆǶȎȱǟ ǧǠȆȅǘƫǠǣ ǦɅ  

ɃȀȊǤȱǟ ǻǿɀƫǟȳǠȝ țǠȖȩȋǠǹ țǠȖȩțɀȶŎǟ

ȷɀȎǪǺƫǟ  ǒǠǤȕɉǟ133118251

ȷɀȵǠȞȱǟ ǒǠǤȕɉǟ552189741

ȷǠȺȅɉǟ ɀǵǟȀǱ19094284

ǦȱǻǠɆȎȱǟ24211235

ƙɆǤȕ ȼǤȊȱǟ2114502164

țɀȶŎǟ30136623675

ǿǼȎƫǟ : ǧǠɆǝǠȎǵǙ ǦȲɆȵ ǦɅɍɀǣ ȷǠȮȆȱǟ ȿ ǦǶȎȱǟ ǦɅȀɅǼȵ2011.

 ǦȲɆȵ ǦɅɍɀǣ ǦȍǠƪǟ ȰȭǠɆȾȲȱ ǦǤȆȺȱǠǣ ǠȵǕǦɆȱǠǪȱǟ ȯȿǟǼƨǟ Ž ǦȲǮȶƫǟ:  

ȴȩǿ ȯȿǼǱ )11(: ǦȍǠƪǟ ǧǠǶȎƫǟ  

ǦǶȎƫǟȀɅȀȆȱǟ ȴȩǿǒǠǤȕɉǟ ȷɀȵǼǺǪȆƫǟƙɆǤȕ ȼǤȊȱǟ ƙȵǼǺǪȆƫǟ

 ǼɆȞȱǟ ȳɀȢȲȉ ǦɅǼȲǣ ǦȦȱǠƯ ŸȀȞȱ ǦɆȱȿǼȱǟ ǦǶȎƫǟ801318

 ǦɆǵǟȀƨǟ ǦɆǤȖȱǟ ǦǶȎƫǟ"ǦɆȥǠȞȱǟ"ǨȹǠȺǱǠǩ ǦɅǼȲǣ180506

ǿǼȎƫǟ : ȿ ǦǶȎȱǟ ǦɅȀɅǼȵǦȲɆȵ ǦɅɍɀǣ ȷǠȮȆȱǟ.  
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ȴȩǿ ȯȿǼƨǟ:)12( ǦȍǠƪǟ ȳǼȱǟ ǦɆȦȎǩ ȂȭǟȀȵ.  

ȂȭǟȀƫǟȀɅȀȆȱǟ ȴȩǿǒǠǤȕɉǟ ȷɀȵǼǺǪȆƫǟƙɆǤȕ ȼǤȊȱǟ ƙȵǼǺǪȆƫǟ

 ȳǼȱǟ ǦɆȦȎǩ ȂȭȀȵ"ȃȿȀȦǤȹǠɅǻ"ǦȲɆȵ ǦɅǼȲǣ100308

 ȳǼȱǟ ǦɆȦȎǩ ȂȭȀȵ"ǡȀȢƫǟ"ǼɆȞȱǟ ȳɀȢȲȉ ǦɅǼȲǣ170305

ǼɆȞȱǟ ȳɀȢȲȉ ǦɅǼȲǣ ɃǿǟɀǱ ȤȦƯ ȳǼȱǟ ǦɆȦȎǩ ȂȭȀȵ080102

ǿǼȎƫǟ :ǦȲɆȵ ǦɅɍɀǣ ȷǠȮȆȱǟ ȿ ǦǶȎȱǟ ǦɅȀɅǼȵ.  

ȴȩǿ ȯȿǼƨǟ:)13( ǦȍǠƪǟ ɄǶȎȱǟ ȰȪȺȱǟ  ǧǠȭȀȉ.

ɄǶȎȱǟ ȰȪȺȱǟǡ Ȕƴ ǧǟǿǠɆȅȃ Ȕƴ ǧǟǿǠɆȅ

 ɄǶȎȱǟ ȰȪȺȱǟ"ȯǠɅǻǠƹȀǣ"ǦȲɆȵ ǦɅǼȲǣ0202

 ɄǶȎȱǟ ȰȪȺȱǟ"ȣǠȞȅǙ ǡȀȢȵ" ǦɅǼȲǣǦȲɆȵ0204

 ɄǶȎȱǟ ȰȪȺȱǟ"ƁǠȅ ȸǣ"ǼɆȞȱǟ ȳɀȢȲȉ ǦɅǼȲǣ0202

 ɄǶȎȱǟ ȰȪȺȱǟ"ƙȅǠɅ ɄȶȕǠȥ"ǦȲɆȵ ǦɅǼȲǣ0204

 ɄǶȎȱǟ ȰȪȺȱǟ"ɄȲȝ ǿɀǤǵ"ǦȲɆȵ ǦɅǼȲǣ0204

ǿǼȎƫǟ :ǦȲɆȵ ǦɅɍɀǣ ȷǠȮȆȱǟ ȿ ǦǶȎȱǟ ǦɅȀɅǼȵ.  

       ɂøȲȝ ǧǼȝǠøȅ ÛǦȵǼƪǟ ȂɆǵ ǨȲǹǻ ǥǼɅǼƨǟ ǦɆǶȎȱǟ ȰȭǠɆƬǟ ȸȵ Ǧȝɀȶƭ ǦȲɆȵ ǦɅɍɀǣ ǦǶȎȱǟ țǠȖȩ Ȱǲȅ ȿ Ǡȶȭ

 ǦɆȽǠȥǿ Ƙȥɀǩ ȿ ȰȭǠɆƬǟ ȻǾȽ ɂȲȝ ȔȢȒȱǟ ȤɆȦơ ȐɅȀȶȲȱ ƎȭǕȥǠȑɋǠǣǦ  ȣȿȀș ƙȆƠ ƂǙȯǠǤȪǪȅɍǟ ƙȺȕǟɀȶȲȱ.  

     ȂɆǵ Ȱǹǻ ɃǾȱǟ ǼɆȞȱǟ ȳɀȢȲȉ ǼɅǼƨǟ ɂȦȊǪȆƫǟ ȰȭǠɆƬǟ ƙǣ ȸȵ ȀȭǾȹ ǦȺȅ Ž ǦȵǼƪǟ2011     ȜøɆȶǲǪǣ ǴøƧ Ǡøư

 ǦɆǝǠȦȊǪȅɋǟ ǦȵǠȩɋǟ ȣȿȀș Ȁȥɀǩ ɍ ȿ Ǡŏ ȯɀȶȞƫǟ ȄɆɅǠȪȶȲȱ ǦȞȑǠǹ Ƙȡ ǦɆǶȍ ȰȭǠɆȽ ǦǭɎǭ ɂȲȝ Ǧȝȁɀȵ ǨȹǠȭ Ɣȱǟ ǧǠȵǼƪǟ

ǦȶǝɎƫǟ.  
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     ǦȺȅ ȯɎǹ ǨǶǪȥ Ɣȱǟ ǥǼɅǼƨǟ ȰȭǠɆƬǟ ȷǚȥ ȯǠŎǟ ǟǾȽ Ž2012 źɇǠȭ ɄȽ:  

   ȷǠȶøȒȱ ǴȶøȆǩ ǦɆǱǿǠǹ ǦȲȮɆƬǟ ȻǾȽ ÛǥɀɆǱȀȥ ǦɅǿǟɀƨǟ ǦǶȎȲȱ ǦɆȵɀȶȞȱǟ ǦȆȅǘƫǟ ɁɀǪȆȵ ɂȲȝ ɃȀȮȆȱǟ ǒǟǼȲȱ ǿǟǻ ǴǪȥ

ȀȊǪȺƫǟ ȸȵȂƫǟ ǒǟǼȱǟ ǟǾŏ ǡǠȎƫǟ ȐɅȀƫǟ ǦȞǣǠǪȵ ȸȆǵǕ.

  Ȝȑȿ03 ǦȵǼƪǟ Ž ǯɎȝ ǧǠȝǠȩ :01  ǦȲɆȵ ǦɅǿǟɀƨǟ ǦǶȎȲȱ ǦɆȵɀȶȞȱǟ ǦȆȅǘƫǟ ɁɀǪȆȵ ɂȲȝ) ǥǻɀøȵȀȩ ǦǪȊȵ (  ǦøɅǼȲǤǣ

ȁǦȆȅǘƫǟ ɁɀǪȆȵ ɂȲȝ ǦɆȹǠǮȱǟ ȿ ǦɅǠȡ  ȈɅȀǵǕ ǒǠȒɆǤȱǟ ƙȝ ǦɅǿǟɀƨǟ ǦǶȎȲȱ ǦɆȵɀȶȞȱǟ)ǥȀɅȀȡ ǦǪȊȵ ( ȈɅȀǵǕ ǒǠȒɆǤȱǟ ƙȝ ǦɅǼȲǣ

 ɁȀǹɉǟ ȿ)ȣǠȮȱǟ ǦǪȊƞ (ȃǠɅȀǣ ɄȑǠɆȞȱǟ ǦɅǼȲǣ.

ǦȲɆȵ ǦɅǿǟɀƨǟ ǦǶȎȲȱ ǦɆȵɀȶȞȱǟ ǦȆȅǘƫǟ ɁɀǪȆȵ ɂȲȝ ȀȶȞȵ ȸǣ ǧǠȵǼƪǟ ǥǻǼȞǪƫǟ ǥǻǠɆȝ ǴǪȥ.

Ǫȥ ȂȭȀƫǟ Ǵǻɋǟ ǦƨǠȞƫ ɄǱɀȡǟǼɆǤȱǟǦɆȹǠȶǮȞȱǟ Ƀǻǟɀǣ ȷǠȵ.

ǦȲɆȵ ȯǠǣɀȕ ǦɆǝǠȦȊǪȅɋǟ ǦȆȅǘƫǟ ɁɀǪȆȵ ɂȲȝ ǦȞȉɉǟ ǴǪȥ  .
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ƆǠǮȱǟ ǬǶǤƫǟ:ǦɆǝǠȎǵɋǟ ǦƨǠȞƫǟ ȿ ǦɆȹǟǼɆƫǟ ǦȅǟǿǼȲȱ ǦɆǲȾȺƫǟ ǧǟǒǟȀǱɋǟ

 ȨɆǤȖǩ Ž ǥǼȶǪȞƫǟ ǦɆǲȾȺƫǟ ǧǟǒǟȀǱɋǟ ȴȽǕ ÛǬǶǤƫǟ ǟǾȽ ȯɎǹ ȸȵ ȏȀȞȺȅ Ȝȵ ǦɆǝǠȎǵɋǟ ǦƨǠȞƫǟ ȿ ǦɆȹǟǼɆƫǟ ǦȅǟǿǼȱǟ

ǠȽƘȆȦǩ ȿ ǰǝǠǪȺȱǟ ȰɆȲƠ.  

ǟȯȿɉǟ ǢȲȖƫ:ǦɆȹǟǼɆƫǟ ǦȅǟǿǼȱǟ ǦɆǲȾȺȵ

 ǦɆȹǟǼɆƫǟ ǿǻǠȎƫǟ ȿ ǧǟȿǻɉǟ ȸȵ ǼɅǼȞȱǟ ɂȲȝ ǠȹǼȶǪȝǟ ÛǦȲɆȵ ǦɅɍɀǣ ǦɆȵɀȶȞȱǟ ǦɆǶȎȱǟ ǧǠȆȅǘƫǠǣ ǧǠȵǼƪǟ ǥǻɀǱ ǦȥȀȞƫ

 ǦǣɀȲȖƫǟ ǧǠȹǠɆǤȱǟ ȿ ǧǠȵɀȲȞƫǟ ɂȲȝ ȯɀȎǶȲȱŽ ǨȲǮƢ Ɣȱǟ:  ǦɆȲǹǟǼȱǟ ȨǝǠǭɀȱǟ ȿ ǦɆȎǺȊȱǟ ǧɎǣǠȪƫǟȱÛǦȅǟǿǼȱǟ ȰƮ ǧǠȆȅǘȶȲ 

ȆɆǝȀȱǟ ǥǟǻɉǟ ƂǙ ǦȥǠȑɋǠǣ   ɂøȑȀȵ Ž ǦøȲǮȶǪƫǟ ǬǶǤȱǟ ǦȺɆȝ ɂȲȝ ǠȾȞɅȁɀǩ Ź Ɣȱǟ ǥǿǠȶǪȅɍǟ Ž ǦȲǮȶǪƫǟ ǬǶǤȲȱ Ǧƫǟ ǧǠøȆȅǘ          

ǦȅǟǿǼȱǟ ȰƮ.  

ɍȿǕ:ǦɆȺȵȂȱǟ ǻȿǼƩǟ ȿ ǦɆȹǠȮƫǟ ǻȿǼƩǟ

1-ǻȿǼƩǟ ǦɆȹǠȮƫǟ

 ǠȺǮƜ ǒǟȀǱɋ ȻǿǠɆǪǹǟ Ź ɃǾȱǟ ƆǠȮƫǟ ȯǠŎǟ ȰǮȶǪɅ ǟǾȽǦȲɆȵ ǦɅɍɀǣ ǦɆǝǠȦȊǪȅɋǟ ǦɆȵɀȶȞȱǟ ǧǠȆȅǘƫǟ Ž.  

2-ǦɆȺȵȂȱǟ ǻȿǼƩǟ:

ƗȵȂȱǟ ȯǠŎǟ ǠȵǕ  ǬǶǤȲȱ  ÛȰȵǠȭ ȀȾȉ ǦȅǟǿǼȱǟ ȻǾȽ ȁǠƱǙ ǥǼȵ ǨȩȀȢǪȅǟ ǼȪȥȸȵ  ǥǼǪȶƫǟ ǥȀǪȦȱǟƙǣ  ȃǿǠøȵ ȀȾȉ ȿ 

ȰɅȀȥǕ.  

ǠɆȹǠǭ:ǦȅǟǿǼȱǟ ǧǟȿǻǕ

1-ȷǠɆǤǪȅɍǟ)ǥǿǠȶǪȅɍǟ(

   ȣȀøȕ ȸøȵ ǦȵǼȪƫǟ ǦɆǶȎȱǟ ǧǠȵǼƪǟ ǥǻɀǱ ȴɆɆȪǪȱ ǦȵȁɎȱǟ ǧǠȵɀȲȞƫǟ ɂȲȝ ȯɀȎǶȲȱ ɄȆɆǝǿ ȰȮȊǣ ǠȾɆȲȝ ǠȹǼȶǪȝǟ

ǦȅǟǿǼȱǟ ȰƮ ǧǠȆȅǘƫǟ.  

2-ǦɆȎǺȊȱǟ ǧɎǣǠȪƫǟ

ǦȅǟǿǼȱǟ ȰƮ ǧǠȆȅǘƫǟ Ž ɂȑȀȶȲȱ ǦȾǱɀƫǟ ǥǿǠȶǪȅɍǠǣ ǦȍǠƪǟ ǧǠȵɀȲȞƫǟ Ȝȶƨ ǠȾɆȲȝ ǠȹǼȶǪȝǟ.  

3-ǟǼȱǟ ȨǝǠǭɀȱǟǦɆȲǹ

 ǠȺǪȅǟǿǻ Ž ǠȹǼȶǪȝǟ ǬɆǵ ȻǾȽǦȅǟǿǼȱǟ ȰƮ ǧǠȆȅǘƫǟ ȓǠȊȺǣ ǦȩɎȝ ǠƬ Ɣȱǟ ȨǝǠǭɀȱǟ ɂȲȝ.  

ǠǮȱǠǭ:ǥǿǠȶǪȅɍǟ ȴɆȶȎǩ

 ǻǠȶǪȝɍǟ Ź ǬɆǵ  ǦøȺǩǠǣ ǦȞȵǠƛ ƘǪȆǱǠȵ ǥǻǠȾȉ ȰɆȺȱ ǦȪǣǠȅ Ǧȅǟǿǻ Ž ǦɆǶȎȱǟ ǧǠȵǼƪǟ ǥǻɀǱ ȃǠɆȪȱ ǥǿǠȶǪȅǟ ɂȲȝ 

()ƃǠǪȱǠȭ ǠƵ ƙɆȆɆǝǿ ƙǝȂǱ ƂǙ ǦȥǠȑɋǠǣ ƇǼȪǪȱǟ ǦǶȦȍ ȸȵ ǬǶǤȱǟ ǥǿǠȶǪȅǟ ȷɀȮǪǩ Û:  

ȯȿɉǟ ǒȂƨǟ:   ȸȝ ǥǿǠǤȝ ǧǠȵɀȲȞȵ  ǦɆȎǺȉ ȯɀǵǦȅǟǿǼȱǟ ȰƮ ǧǠȆȅǘƫǠǣ ƙǣɀǲǪȆƫǟ ɂȑȀƫǟ ǦȺɆȝ.  
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ƆǠǮȱǟ ǒȂƨǟ: Ơ ȌƸ ǦȅǟǿǼȱǟ ǦȺɆȝ ǻǟȀȥǕ ǧǠȭǟǿǻǟ ǼɅǼ)ɂȑȀƫǟ (ȱǟ ǦȵǼǺȲȱ ɄȲȞȦȱǟ ǒǟǻɉǟ ɁɀǪȆƫ   ȣȀøȕ ȸøȵ ǦȵǼȪƫǟ ǦɆǶȎ

ÛǦȅǟǿǼȱǟ ȰƮ ǦɆǝǠȦȊǪȅɍǟ ǧǠȆȅǘƫǟ  ɂȲȝ ɃɀǪƷ ǬɆǵ27 ǤȝȆɆǝȀȱǟ ǦȆȶƪǟ ƘɅǠȞƫǟ ȄȮȞǩ ǥǿǠǦ   ÛǦøȵǼƪǟ ǥǻɀøǱ ȃǠɆȪȱ           

Ž ǦȲǮȶǪƫǟ ȿ: ƃǠǪȱǠȭ ǧǟǿǠǤȞȱǟ ȻǾȽ Ǩȝȁȿ Û ÛȤȕǠȞǪȱǟ ȿ ȷǠȵɉǟ ÛǦǣǠǲǪȅɍǟ ÛǦɅǻǠȶǪȝɍǟ ÛǦɆȅɀȶȲƫǟ:  

 ȸȵ ǥǿǠǤȞȱǟ1  ƂǙ5  ƘȊǩǦɅǻǠȶǪȝɍǟ ǼȞǣ ƂǙÜ

 ȸȵ ǥǿǠǤȞȱǟ6  ƂǙ12 ǦɆȅɀȶȲƫǟ ǼȞǣ ƂǙ ƘȊǩÜ

 ȸȵ ǥǿǠǤȞȱǟ13  ƂǙ17 ǦǣǠǲǪȅɍǟ ǼȞǣ ƂǙ ƘȊǩÜ

 ȸȵ ǥǿǠǤȞȱǟ18  ƂǙ22 ȷǠȵɉǟ ǼȞǣ ƂǙ ƘȊǩÜ

 ȸȵ ǥǿǠǤȞȱǟ23  ƂǙ27 ȤȕǠȞǪȱǟ ǼȞǣ ƂǙ ƘȊǩ.

 Ǽȩȿ ȄȅǕ ȻǻǠȶǪȝǠǣ ǧȀȮɆȱ ȃǠɆȪȵ ȳǟǼǺǪȅǠǣ ǥǿǠȶǪȅɍǟ ǧǟȀȪȥ ȃǠɆȩ Ź    ǥǻɀøǱ ȃǠøɆȪǣ ǠȺȱ ǴȶȆǩ Ɣȱǟ ȄɆɅǠȪƫǟ

 ƙǣ ǳȿǟȀǪǩ ǧǠǱǿǻ ǦȆƦ ȸȵ ȷɀȮǪɅ ɃǾȱǟ ȿ ÛɂȑȀƫǟ ȀȚȹ ǦȾǱȿ ȸȵ ǦɆǶȎȱǟ ǧǠȵǼƪǟ1 ȿ5 Ȋǩ ǬɆǵ Û ǦǱǿǼȱǟ Ƙ1 ƂǙ 

ǦȪȲȖƫǟ ǦȪȥǟɀƫǟ ȳǼȝ  / ǠȑǿȐȦǺȺȵ  ÛǟǼǱ2  ƂǙǦȪȥǟɀƫǟ ȳǼȝ / ǠȑǿȐȦǺȺȵ Û3 ǻǠɆƩǟ ƂǙ / ÛȔȅɀǪȵ Ǡȑǿ4  ǦøȪȥǟɀƫǟ ƂǙ /

 ǠȑǿƘǤȭÛ 5 ǦȪȲȖƫǟ ǦȪȥǟɀƫǟ ƂǙ / ǠȑǿƘǤȭ ǟǼǱ.  

ɄȲɅ Ǡȶȭ ȴɆɆȪǪȱǟ ǦǱǿǻ ǼɅǼǶǪȱ ǧɍǠƭ ǦǭɎǭ ƂǙ ȴȲȆȱǟ ȴɆȆȪǩ Ź Ǡȶȭ:  

- ȸȵ1  ȸȵ ȰȩǕ ƂǙ2.5 ÜǦɆȹǼǪȵ ǠȑȀȱǟ ȿ ǦȪȥǟɀƫǟ ǦǱǿǻ ȰǮƹ

- ȸȵ2.5  ȸȵ ȰȩǕ ƂǙ3.5 ÜǦȖȅɀǪȵ ǠȑȀȱǟ ȿ ǦȪȥǟɀƫǟ ǦǱǿǻ ȰǮƹ

- ȸȵ3.5 ƂǙ 5 ǦɆȱǠȝ ǠȑȀȱǟ ȿ ǦȪȥǟɀƫǟ ǦǱǿǻ ȰǮƹ.

ǠȞǣǟǿ:ǥǿǠȶǪȅɍǟ ǿǠǤǪǹǟ

 ǼȭǖǪȱǟ Ź ǼȪȥ ǠőǠǤǭ ǦǱǿǻ ǠȵǕ ƘǪȆǱǠƫǟ ǥǻǠȾȉ ȰɆȺȱ ǦȲȶȮȵ Ǧȅǟǿǻ Ž ǠȪǤȆȵ ǦȶȮƮ ǠŒɀȮȱ ǦɆȩǟǼȎƫǠǣ ǥǿǠȶǪȅɍǟ ȜǪȶǪǩ

  ǨȢȲǣ Ɣȱǟ ǷǠǤȵȿȀȭǠȦȱǟ ǦȶɆȩ Ȩȥȿ ǠȾȺȵ0.801 .  

ǠȆȵǠǹ:ǻȿǻȀȱǟ ȯǼȞȵ

 ȜɅȁɀǩ Ź80  ȯǼȞƞ ɃǕ ǠȾȲȭ ǠȾȝǠǱȀǪȅǟ Ź ÛǦȅǟǿǼȱǟ ȰƮ ǦɆǝǠȦȊǪȅɋǟ ǧǠȆȅǘƫǟ Ž ɂȑȀƫǟ ɂȲȝ ȷǠɆǤǪȅǟ ǥǿǠȶǪȅǟ

 ȻǿǼȩ ǻǿ100 % ȯǼȞƞ ɃǕ ǦƩǠȍ ǠȾȲȭ ǨȹǠȮȥ ȰɆȲǶǪȲȱ ǦƩǠȎȱǟ ǧǠǣǠǱɋǟ ǻǼȝ ǠȵǕ100.%  

ǠȅǻǠȅ:ǧǠȹǠɆǤȱǟ ȰɆȲƠ ǢɆȱǠȅǕ

Ȳȝ Ǧȝȁɀƫǟ ȷǠɆǤǪȅɍǟ ǰǝǠǪȹ ȰɆȲƠ ȿ Ǧȅǟǿǻ ȰǱǟ ȸȵ ǦɆƭƎǣ ǦȹǠȞǪȅɍǟ Ź ǦȅǟǿǼȱǟ ȰƮ ǦɆǝǠȦȊǪȅɍǟ ǧǠȆȅǘƫǟ Ž ɂȑȀƫǟ ɂ

 ǦɆȝǠȶǪǱɍǟ ȳɀȲȞȲȱ ǦɆǝǠȎǵɋǟ ǦȵȂƩǟspss16)( ǦɆȱǠǪȱǟ ǧǟȿǻɉǟ ȳǟǼǺǪȅǟ ɂȲȝ:  

ǦȅǟǿǼȱǟ ǦȺɆȝ ǧǟǻȀȦȵ ǧǠǣǠǱǙ ǢȆȹ ǿǠȾșɋ ǦɅɀǞƫǟ ǢȆȺȱǟ ȿ ǧǟǿǟȀȮǪȱǟ

ǦɆǣǠȆƩǟ ǧǠȖȅɀǪƫǟ ȷǠɆǤǪȅɍǟ ǦȲǞȅǕ ɂȲȝ ƙǣɀǲǪȆƫǟ ǦȪȥǟɀȵ ǦǱǿǻ ǦȥȀȞƫ

ŸǠȆƩǟ ǠȾȖȅȿ ȸȝ ɂȑȀƫǟ ǧǠǣǠǱǙ ȴɆȩ ǨǪȊǩ ǦǱǿǻ ȃǠɆȪȱ ÛɃǿǠɆȞƫǟ ȣǟȀƲɍǟ ȳǟǼǺǪȅǟ.
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ǠȞǣǠȅ:ǬǶǤȱǟ ǦȺɆȝ ȿ ȜȶǪƭ

Ǽȱǟ ȰƮ ǦɆȵɀȶȞȱǟ ǦɆǝǠȦȊǪȅɍǟ ǧǠȆȅǘƫǟ ƂǙ ǠȺȾǱɀǩ ǬɆǵ ÛǦȲǣǠȪƫǠǣ ǥǿǠȶǪȅɍǟ ȜɅȁɀǩ ǦȪɅȀȕ ɂȲȝ ǻǠȶǪȝɍǟ Ź  Ǧøȅǟǿ

 ǦȺɆȞȱǟ ȴǲǵ ȠȲǣ ǬɆǵ ÛɂȑȀƫǟ ǦȲǣǠȪƫ80  ǴȶȆǩ ɍ Ɣȱǟ ȐɅȀȶȲȱ ǦɆǶȎȱǟ ǦȱǠǶȲȱ ǟȀȚȹ ǦȪɅȀȖȱǟ ȻǾȽ ȳǟǼǺǪȅǟ ǠȺɅǖǩǿǟ ȿ ÛȐɅȀȵ

Ȱƞ ȼȱǒ ɂȦȊǪȆȵ Ȱȭ Ž Ǧȝȁɀƫǟ ǧǠȹǠɆǤǪȅɍǟ ǻǼȝ ƙǤɅ ƃǠǪȱǟ ȯȿǼƨǟ ȿ ÛǥǿǠȶǪȅɍǟ:  

 ȴȩǿ ȯȿǼƨǟ)14:(ɂȦȊǪȆȵ Ȱȭ Ž Ǧȝȁɀƫǟ ǧǟǿǠȶǪȅɍǟ ǻǼȝ  

 ȷǠȮȵɂȦȊǪȆƫǟ Ǧȝȁɀƫǟ ǧǟǿǠȶǪȅɍǟ ǻǼȝ ɂȦȊǪȆƫǟ ȴȅǟ

ǦȲɆȵ 36 ɃȿɎȢȵ ǥɀǹɋǟ

ǦȲɆȵ 19 ȯǠǣɀȕ ȸǣ ǥɀǹɋǟ

ǥɀɆǱȀȥ 25 ɄǵǟǼȵ ǼȶƮ

ǿǼȎƫǟ : ǻǟǼȝǙ ȸȵǦǤȲȖȱǟ

ǠȺȵǠǭ :ǦȅǟǿǼȱǟ ǦȺɆȝ ǻǟȀȥǕ ȌǝǠȎǹ Ȥȍȿ

ȻǠȹǻǕ ȯȿǼƨǟ Ž Ǵȑɀȵ ɀȽ Ǡȶȭ

 ȴȩǿ ȯȿǼƨǟ)15 :(ǦȺɆȝ ǻǟȀȥǕ ȌǝǠȎǹ ǦȅǟǿǼȱǟ  

ǦǤȆȺȱǟ ǧǟǿǟȀȮǪȱǟ ǧǠǞȦȱǟ ƘȢǪƫǟ

20% 16 Ȁȭǽ
ȄȺƨǟ

80% 64 ɂǮȹǕ

37,5% 30  ȸȵ ȰȩǕ30ǦȺȅ

ȸȆȱǟ

25% 20  ȸȵ30-35ǦȺȅ

8,8% 7  ȸȵ36-40ǦȺȅ

2,5% 2  ȸȵ41-45ǦȺȅ

6,2% 5  ȸȵ46-50ǦȺȅ

20% 16  ȸȵ ȀǮȭǕ50ǦȺȅ
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20% 16 ǡȂȝǕ

ǦɆȲǝǠȞȱǟ ǦȱǠƩǟ
75% 60 ǯȿȂǪȵ

0% 0 ȨȲȖȵ

5% 4 ȰȵǿǕ

23,8% 19 ɁɀǪȆȵ ȷȿǻ

ɄȶɆȲȞǪȱǟ ɁɀǪȆƫǟ

42,5% 34 ɄȖȅɀǪȵȿǕ ɄǝǟǼǪǣǟ ɁɀǪȆȵ

15% 12 ɃɀȹǠǭ

17,5% 14 ɄȞȵǠǱ

1,2% 1 ǠɆȲȝ ǧǠȅǟǿǻ

3,8% 3 ǦȝǠȅ ȸȵ ȀǮȭǕ

ɂȦȊǪȆƫǟ Ž ǦȵǠȩɋǟ ǥǼȵ95% 76 ȳɀɅ ȸȵ ȀǮȭǕ

1,2% 1 ȀȾȉ ȸȵ ȀǮȭǕ

     ǿǼȎƫǟ : ȷǠɆǤǪȅɍǟ ǰǝǠǪȹ ɂȲȝ ǻǠȶǪȝɍǠǣ ȯȿǼƨǟ ǼȝǕ.                                                           

ɄȽ ǦȅǟǿǼȱǟ ǦȺɆȞȱ ǦȵǠȞȱǟ ǧǠȹǠɆǤȱǟ ȯɀǵ ǦȲǞȅǕ ǦȆƦ ȷǠɆǤǪȅɍǟ ȸȶȒǩ : ɁɀǪȆƫǟ ÛǦɆȲǝǠȞȱǟ ǦȱǠƩǟ ÛǦɅȀȶȞȱǟ ǦǞȦȱǟ ÛȄȺƨǟ

 Ž ǦȵǠȩɋǟ ǥǼȵ ȿ ÛɄȶɆȲȞǪȱǟ   ȸøȵ ȘøǵɎȹ ǬɆǵ ÛǦȅǟǿǼȱǟ ǦȺɆȝ ǻǟȀȥǖǣ ȋǠƪǟ ȰɆȲǶǪȱǟ ǰǝǠǪȹ ȻɎȝǕ ȯȿǼƨǟ ƙǤɅ ȿ ÛɂȦȊǪȆƫǟ

 ǦǤȆȹ ȷǕ ȯȿǼƨǟ80 % ȴȾȺȵ ǿɀȭǾȱǟ ǦǤȆȹ ǨȹǠȭ ƙǵ Ž ÛǠǭǠȹǙ ǟɀȹǠȭ ɂȑȀƫǟ ȸȵ20  %  ɂøȑȀƫǟ ǦɆǤȲȡǕ ȷǕ ȘǵɎȹ Ǡȶȭ Û

 ǦǤȆȹ ǠȺȲǲȅ ǬɆǵ ǡǠǤȉ37,5  % ȸȵ Ȱȩɉ ȴȽǿǠȶȝǕ ǳȿǟȀǪǩ ȸư30 ǩ Ż Û ǦȺȅ ǦǤȆȹ ǠȾɆȲ25  % Ǡȵ ȴȽǿǠȶȝǕ ǳȿǟȀǪǩ ȸư

 ƙǣ30-35  ǦǤȆȹȿ Û ǦȺȅ20  % ȸȵ ȀǮȭɉ50   ǦøɆȪǤǪƫǟ ǢȆȺȱǟ ǠȵǕ ÛǦȺȅ8.8  %Û6,2  % ȿ Û2,5  %   ȜøȪǩ ȸøư

 ƙǣ Ǡȵ ȴȽǿǠȶȝǕ36-40 ÛǦȺȅ46-50  ȿ ÛǦȺȅ41-45 ƃǟɀǪȱǟ ɂȲȝ ǦȺȅ.  

        ȵ ǦȱǠƩ ǦɆǤȲȡɉǟ ǨȹǠȭ ǦɆȲǝǠȞȱǟ ǦȱǠƩǟ ƘȢǪȵ ȌƸ ǠȶɆȥ ǠȵǕ ǦǤȆȺǣ ǯȿȂǪ75% Ż Û ǠȽǿǼȩ ǦǤȆȺǣ ǡȂȝǕ ǦȱǠǵ ȼɆȲɅ20 % 

 ǦɆȪǤǪƫǟ ǦǤȆȺȱǟ ǠȵǕ5  %ȰȵǿǕ ǦȱǠƩ ǨȹǠȮȥ.  

           ȿǕ ɄǝǟǼøǪǣɍǟ ɁɀǪøȆȶȲȱ ǦɆǤȲȡɉǟ ǨȹǠȭ ǬɆǵ ÛǧǠɅɀǪȆƫǟ ȜɆƤ ǠǤɅȀȪǩ ȷǠɆǤǪȅɍǟ Ȅȵ ǼȪȥ ɄȶɆȲȞǪȱǟ ɁɀǪȆƫǟ ȸȝ ǠȵǕ

 ǦǤȆȺǣ ɄȖȅɀǪƫǟ42,5  %ǠȽǿǼȩ ǦǤȆȺǣ ɁɀǪȆȵ ȷȿǼǣ ȼɆȲɅ Ż 23,8  % ǦǤȆȹ ɂȲȝ ɄȞȵǠƨǟ ɁɀǪȆƫǟ ǡǠǶȍǕ ȰȎƠ ǠȶȺɆǣÛ
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 ǠȽǿǼȩ17,5  % ȴȾǪǤȆȹ ǨȹǠȮȥ ɃɀȹǠǮȱǟ ɁɀǪȆƫǟ Ƀȿǽ ǦȺɆȞȱǟ ǻǟȀȥǕ ǠȵǕÛ15  % ǦɆȪǤǪƫǟ ǦǤȆȺȱǟ ǠȵǕÛ1,2  % ɁɀǪȆƫ ǨȹǠȮȥ

ǠɆȲȞȱǟ ǧǠȅǟǿǼȱǟ.  

ƫǟ Ž ǦȵǠȩɋǟ ƂǙ ǦǤȱǠȢȱǟ ȰɆƢ ǬɆǵ ɂȦȊǪȆƫǟ Ž ǦȵǠȩɋǟ ǥǼȵ ǠȒɅǕ ȯȿǼƨǟ ȄȮȝ Ǡȶȭ   ǠȽǿǼøȩ ǦǤøȆȺǣ ȳɀɅ ȸȵ ȀǮȭɉ ɂȦȊǪȆ

95% ǠȽǿǼȩ ǦǤȆȺǣ ǦȝǠȅ ȸȵ ȀǮȭǕ ȿ Û3,8  % ǦɆȪǤǪƫǟ ǦǤȆȺȱǟ ǠȵǕ Û1,2  %ȀȾȉ ȸȵ ȀǮȭɉ ǨȹǠȮȥ.  

ƆǠǮȱǟ ǢȲȖƫǟ: ǠȽƘȆȦǩ ȿ ǰǝǠǪȺȱǟ ȰɆȲƠ ÛǧǠɆȑȀȦȱǟ ǿǠǤǪǹǟ ÛǦɆǝǠȎǵɋǟ ǦƨǠȞƫǟ

ɍȿǕ:ǦȵǼƪǟ ǥǻɀǱ ƘɅǠȞƫ ɂȑȀƫǟ ȴɆɆȪǪǣ ǦȪȲȞǪƫǟ ǧǠȹǠɆǤȱǟ ȰɆȲƠ ǦɆǶȎȱǟ

 ǦȅǟǿǼȱǟ ǦȺɆȝ ǻǟȀȥǕ ǧǠǣǠǱǙ ÛɄȲɅ ǠȶɆȥ ȏȀȞǪȆȹ)ɂȑȀƫǟ ( ȸȵ ǿǠɆȞȵ Ȱȭ ǢȆǵ ÛɄȲȞȦȱǟ ǒǟǻɉǟ ǯǽɀƴ ǧǟǿǠǤȝ ȯɀǵ

ȴƬ ǦȵǼȪƫǟ ǦɆǶȎȱǟ ǧǠȵǼƪǟ ǥǻɀǱ ȴɆɆȪǪȱ ǦȆȶƪǟ ƘɅǠȞƫǟ.  

1-ǦɅǻǠȶǪȝɍǟ:

 ȸȵ ȴƬ ǦȵǼȪƫǟ ǦɆǶȎȱǟ ǦȵǼƪǟ ǥǻɀǱ ȯɀǵ ɂȑȀƫǟ ǧǠȽǠƟǟ ÛƃǠǪȱǟ ȯȿǼƨǟ ǴȑɀɅǦɅǻǠȶǪȝɍǟ ǿǠɆȞȵ ǦɆǵǠȹ:  

 ȴȩǿ ȯȿǼƨǟ)16:(ǦɅǻǠȶǪȝɍǟ ǿǠɆȞȵ ǦɆǵǠȹ ȸȵ ǦȵǼȪƫǟ ǦɆǶȎȱǟ ǦȵǼƪǟ ǥǻɀǱ ȴɆɆȪǩ  

ǦǱǿǻ

ǦȪȥǟɀƫǟ

ȣǟȀƲɍǟ

ɃǿǠɆȞƫǟ

ȔȅɀǪƫǟ

ŸǠȆƩǟ
ǥǿǠǤȞȱǟ ȴȩȀȱǟ

ǦɆȱǠȝ 0.786 4.62 ǥǻǼǂǟ ǼɆȝǟɀƫǟ Ž ǦɆǶȎȱǟ ǦȵǼƪǟ ƇǼȪǪǣ ȳǟȂǪȱɍǟ 1

ǦɆȱǠȝ 1.103 4.19
 ȿǕ ȌɆǺȊǪȱǟ ȿǕ ȌǶȦȱǟ Ž ǒǠȖǹǕ ǫȿǼǵ ȳǼȝ

ǯɎȞȱǟ
2

ǦɆȱǠȝ 0.53 4.19 ǦȦȲǪƯ ǧǠȎȎơ ɂȲȝ ɂȦȊǪȆƫǟ ȀȥɀǪǩ 3

ǦɆȱǠȝ 0.903 4.24 ɂȦȊǪȆƫǟ Ž ƙɆǝǠȎǹɉǟ ȿ ǒǠǤȕɉǟ Ž ǦȪǭ ǼǱɀǩ 4

ǦɆȱǠȝ 1.011 4.20
 ȰȮȊǣ ǦɆǤȖȱǟ ǦȵǼƪǟ ƇǼȪǩ ɂȲȝ ȋȀƩǟ ɁǼȵ

ȯȿɉǟ ȳǠȪƫǟ Ž ǼɆǱ
5

ǦɆȱǠȝ 0.49 4.06 ȳǠȞȱǟ ɃǿǠɆȞƫǟ ȣǟȀƲɍǟȿ ȳǠȞȱǟ ŸǠȆƩǟ ȔȅɀǪƫǟ

ǿǼȎƫǟ:ȷǠɆǤǪȅɍǟ ǰǝǠǪȹ ɂȲȝ ǻǠȶǪȝɍǠǣ ȯȿǼƨǟ ǼȝǕ.  
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    ǨøȹǠȭ ǦɅǻǠȶǪȝɍǟ ǿǠɆȞƞ ǦȪȲȞǪƫǟ ǧǟȀȪȦȱǟ Ȱȭ ɀƲ ǦȅǟǿǼȱǟ ǦȺɆȝ ǻǟȀȥǕ ǧǠȽǠƟǟ ȷǕ ȨǣǠȆȱǟ ȯȿǼƨǟ ȯɎǹ ȸȵ ƙǤǪɅ

 ɂȲȝǕ ȷǠȭ ǬɆǵ ÛǦȅǟǿǼȱǟ ȰƮ ǦɆǝǠȦȊǪȅɍǟ ǧǠȆȅǘƫǟ ȣȀȕ ȸȵ ǦȵǼȪƫǟ ǦɆǶȎȱǟ ǦȵǼƪǟ ǥǻɀǱ ɂȲȝ ǦɆȱǠȞȱǟ ǦȪȥǟɀƫǟ ȯǠƭ ȸȶȑ

 ȳǟȂǪȱɍǟ ɄȽ ȿ Ƃȿɉǟ ǥȀȪȦȲȱ ŸǠȆǵ ȔȅɀǪȵ ȠȲǣ ȿ ǥǻǼǂǟ ǼɆȝǟɀƫǟ Ž ǦɆǶȎȱǟ ǦȵǼƪǟ ƇǼȪǪǣ4.62  ɃǿǠɆȞȵ ȣǟȀƲǟ ȰɆǲȆǩ Ȝȵ

øǣ ǿǼȩ :0.786  ȷǠȮȥ ŸǠȆǵ ȔȅɀǪȵ ƅǻǕ ǠȵǕ Û4.19  ȿǕ ȌǶȦȱǟ Ž ǒǠȖǹǕ ǫȿǼǵ ȳǼȞǣ ǦȍǠƪǟ ǦɆȹǠǮȱǟ ǥȀȪȦȱǠǣ ȨȲȞǪƫǟ ȿ

 ǧǠȎȎơ ɂȲȝ ɂȦȊǪȆƫǟ ȀȥɀǪǣ ǦȍǠƪǟ ǦǮȱǠǮȱǟ ǥȀȪȦȱǟ ȬȱǾȭ ȿ ǯɎȞȱǟ ȿǕ ȌɆǺȊǪȱǟ  øøǣ ǿǼøȩ ɃǿǠɆȞȵ ȣǟȀƲǟ ȿ ÛǦȦȲǪƯ :

1.103 Û0.53    ȔøȅɀǪȵ ǠȺȲǲøȅ ǬɆǵ ǦɅǻǠȶǪȝɍǟ ǿǠɆȞƫ ǬǶǤȱǟ ǦȺɆȝ ǻǟȀȥɍ ŸǠƶǙ ȴɆɆȪǩ ȫǠȺȽ ȳǠȝ ȰȮȊǣ  ÛƃǟɀǪȱǟ ɂȲȝ

 ǿǟǼȪƞ ȳǠȝ ŸǠȆǵ4.06 ȴȩǿ ȯȿǼƨǟ ǧǠȹǠɆǣ ȰɆǮƢ ȸȮƹ ȿ ÛǦɆȱǠȝ ǦȪȥǟɀȵ ǦǱǿǻ ȄȮȞɅ ɀȽ ȿ)16 (ƃǠǪȱǟ ȰȮȊȱǟ ǢȆǵ:  

ǿǼȎƫǟ : ȴȩǿ ȯȿǼƨǟ ǰǝǠǪȹ ɂȲȝ ǻǠȶǪȝɍǠǣ ȻǻǟǼȝǙ Ź)16(.
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2-ǦɆȅɀȶȲƫǟ:

 ȴȩǿ ȯȿǼƨǟ ǴȑɀɅ)17(ǦɆȅɀȶȲƫǟ ǿǠɆȞȵ ǦɆǵǠȹ ȸȵ ȴƬ ǦȵǼȪƫǟ ǦɆǶȎȱǟ ǦȵǼƪǟ ǥǻɀǱ ȯɀǵ ɂȑȀƫǟ ǧǠȽǠƟǟ Û:

 ȴȩǿ ȯȿǼƨǟ)17:(ǦɆȅɀȶȲƫǟ ǿǠɆȞȵ ǦɆǵǠȹ ȸȵ ǦȵǼȪƫǟ ǦɆǶȎȱǟ ǦȵǼƪǟ ǥǻɀǱ ȴɆɆȪǩ  

ǦǱǿǻ

ǦȪȥǟɀƫǟ

ȣǟȀƲɍǟ

ɃǿǠɆȞƫǟ

ȔȅɀǪƫǟ

ŸǠȆƩǟ
ǥǿǠǤȞȱǟ ȴȩȀȱǟ

ǦɆȱǠȝ 1.253 3.50 ǦȵǼȪƫǟ ǦȵǼƪǟ țɀȹ Ȝȵ ȳǒɎǪɅ ɂȦȊǪȆȶȲȱ ɄǱǿǠƪǟ ȀȾȚƫǟ 1

ǦɆȱǠȝ 1.148 4.15
 ȜƫǠȎǩɍǟ ȰȾȆɅ ȿ ȴȚȺȵ ɄȲǹǟǻ ȴɆȶȎǩ ɂȲȝ ɂȦȊǪȆƫǟ Ȁȥɀǩ

ǧǠȵǼƪǟ ɄȵǼȪȵ
2

ǦɆȱǠȝ 1.314 3.76 ȣȀȡ ȀȥɀǩǦǞȥǟǻ ȿ ǥǒǠȒȵ ÛǦȦɆȚȹ ÛǦƷȀȵ 3

ǦɆȱǠȝ 0.850 4.60 țǠȖȪȹɍǟ ȳǼȝ ȿ ǿǟȀȶǪȅɍǠǣ ǦɆǝǠǣȀȾȮȱǟ ǧǠȵǼƪǟ ȁǠǪƢ 4

ǦɆȱǠȝ 0.837 4.41 ȰȍǟɀǪȵ ȰȮȊǣ ǦɅȿǻɉǟ Ȝȵ ȐɅȀƫǟ ǧǠǱǠǵ ǦɆǤȲǩ ɃȀƟ 5

ǦɆȱǠȝ 0.542 4.61 ɄǱǿǠƪǟ ȴȽȀȾȚƞ ǒǠǤȕɉǟ ȿ ȷɀȲȵǠȞȱǟ ƗǪȞɅ 6

ǦɆȹǼǪȵ 0.958 1.64 ǦɆȱǠȞȱǟ ǥǻɀƨǠǣ ɂȦȊǪȆƫǟ Ȱǹǟǻ ǒǟǾȢȱǟ ȁǠǪƹ 7

ǦɆȱǠȝ 0.45 4.09 ȳǠȞȱǟ ɃǿǠɆȞƫǟ ȣǟȀƲɍǟȿ ȳǠȞȱǟ ŸǠȆƩǟ ȔȅɀǪƫǟ

ǿǼȎƫǟ:ȷǠɆǤǪȅɍǟ ǰǝǠǪȹ ɂȲȝ ǻǠȶǪȝɍǠǣ ȯȿǼƨǟ ǼȝǕ.  

 ǿǠɆȞƞ ǦȪȲȞǪƫǟ ǧǟȀȪȦȱǟ ǢȲȡǕ ɀƲ ǦȅǟǿǼȱǟ ǦȺɆȝ ǻǟȀȥǕ ǧǠȽǠƟǟ ȷǕ ȨǣǠȆȱǟ ȯȿǼƨǟ ȯɎǹ ȸȵ ȘǵɎȹ ǨȹǠȭ  ǦɆȅɀȶȲƫǟ

  ǦøȅǻǠȆȱǟ ǥȀȪȦȲȱ ȔȅɀǪȵ ɂȲȝǕ ȷǠȭ ȿ ÛǦȅǟǿǼȱǟ ȰƮ ǧǠȆȅǘƫǟ ȣȀȕ ȸȵ ǦȵǼȪƫǟ ǦɆǶȎȱǟ ǦȵǼƪǟ ǥǻɀƨ ǦɆȱǠȞȱǟ ǦȪȥǟɀƫǟ ȸȶȑ

 ǡ ǿǼȩ ɃǾȱǟ ȿ ÛɄǱǿǠƪǟ ȴȽȀȾȚƞ ǒǠǤȕɍǟ ȿ ȷɀȲȵǠȞȱǟ ǒǠȺǪȝǠǣ ǦȍǠƪǟ4.61  ɃȿǠȆɅ ɃǿǠɆȞȵ ȣǟȀƲǙ ȿ0.542  ǟǼøȝǠȵ Û

ǻ ǨȹǠȭ Ɣȱǟ ǦȞǣǠȆȱǟ ǥȀȪȦȱǟøǣ ǿǼȩ ŸǠȆǵ ȔȅɀǪƞ  ǦɆȹǼǪȵ ǠȾɆȥ ǦȪȥǟɀƫǟ ǦǱǿ :1.64   ɃȿǠøȆɅ ɃǿǠɆȞȵ ȣǟȀƲǟ ȿ0.958 Û

 ǦɅǻǠȶǪȝɍǟ ǿǠɆȞƫ ǬǶǤȱǟ ǦȺɆȝ ǻǟȀȥɍ ŸǠƶǙ ȴɆɆȪǩ ȫǠȺȽ ȳǠȝ ȰȮȊǣ  ÛǦɆȱǠȞȱǟ ǥǻɀƨǠǣ ȂɆȶǪɅ ɍ ɂȦȊǪȆƫǟ Ȱǹǟǻ ǒǟǾȢȱǟ ȷǕ ƙǤǩ Ɣȱǟ

 ǿǟǼȪƞ ȳǠȝ ŸǠȆǵ ȔȅɀǪȵ ǠȺȲǲȅ ǬɆǵ4.09 Ǳǿǻ ȄȮȞɅ ɀȽ ȿȴȩǿ ȯȿǼƨǟ ǧǠȹǠɆǣ ȰɆǮƢ ȸȮƹ ǦɆȱǠȝ ǦȪȥǟɀȵ Ǧ)17 ( ǢȆǵ

ƃǠǪȱǟ ȰȮȊȱǟ:  
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ǿǼȎƫǟ :ȴȩǿ ȯȿǼƨǟ ǰǝǠǪȹ ɂȲȝ ǻǠȶǪȝɍǠǣ ȻǻǟǼȝǙ Ź)17.(
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3-ǦǣǠǲǪȅɍǟ:

ǦǣǠǲǪȅɍǟ ǿǠɆȞȵ ǦɆǵǠȹ ȸȵ ȴƬ ǦȵǼȪƫǟ ǦɆǶȎȱǟ ǦȵǼƪǟ ǥǻɀǱ ȯɀǵ ɂȑȀƫǟ ǧǠȽǠƟǟ ÛƃǠǪȱǟ ȯȿǼƨǟ ǴȑɀɅ  

 ȴȩǿ ȯȿǼƨǟ)18:(ǦǣǠǲǪȅɍǟ ǿǠɆȞȵ ǦɆǵǠȹ ȸȵ ǦȵǼȪƫǟ ǦɆǶȎȱǟ ǦȵǼƪǟ ǥǻɀǱ ȴɆɆȪǩ  

ǦǱǿǻ

ǦȪȥǟɀƫǟ

ȣǟȀƲɍǟ

ɃǿǠɆȞƫǟ

ȔȅɀǪƫǟ

ŸǠȆƩǟ
ǥǿǠǤȞȱǟ ȴȩȀȱǟ

ǦɆȱǠȝ 1.032 4.15 ȯȿǖǣ ɍȿǕ ǦɆǶȎȱǟ ȼǪȱǠǵ ȸȝ ȐɅȀƫǟ ǿǠǤǹǙ 1

ǦɆȱǠȝ 0.75 4.29 ȴǝǟǼȱǟ ǻǟǼȞǪȅɍǟ ȿ ǥǼȝǠȆƫ ɂȦȊǪȆƫǟ Ž ƙȲȵǠȞȲȱ

ɂȑȀƫǟ ǧǠǤȲȖȱ ǦǣǠǲǪȅɍǟ
2

ǦɆȱǠȝ 1.067 3.98 ɂȑȀƫǟ ǧǟǿǠȆȦǪȅǟ ȿ ɃȿǠȮȉ ɂȲȝ ǻȀȱǟ ǦȝȀȅ 3

ǦɆȱǠȝ 0.978 4.32 ǦȝǠȆȱǟ ǿǟǼȵ ɂȲȝ ɂȑȀƫǟ ǧǠǱǠɆǪǵǟ ɂȦȊǪȆƫǟ ɄȖȞǩ 4

ǦȖȅɀǪȵ 0.992 3.44 ǢȅǠȺȵ ǦȵǼȪƫǟ ǦɆǶȎȱǟ ǦȵǼƪǟ ȸƣ 5

ǦɆȱǠȝ 0.69 3.84 ȳǠȞȱǟ ɃǿǠɆȞƫǟ ȣǟȀƲɍǟȿ ȳǠȞȱǟ ŸǠȆƩǟ ȔȅɀǪƫǟ

ǿǼȎƫǟ:ȷǠɆǤǪȅɍǟ ǰǝǠǪȹ ɂȲȝ ǻǠȶǪȝɍǠǣ ȯȿǼƨǟ ǼȝǕ  

 ǧǟȀȪȦȱǟ ɀƲ ǦȺɆȞȱǟ ǻǟȀȥǕ ǧǠȽǠƟǟ ȷǕ ȨǣǠȆȱǟ ȯȿǼƨǟ ƘȊɅ)4Û3Û2Û1 (   ǥǻɀøǱ ɂøȲȝ ǦɆȱǠȞȱǟ ǦȪȥǟɀƫǟ ȸȶȑ ǨȹǠȭ

   ɂȦøȊǪȆƫǟ ǒǠøȖȝǚǣ ǦȍǠƪǟ ǦȞǣǟȀȱǟ ǥȀȪȦȲȱ ȔȅɀǪȵ ɂȲȝǕ ȷǠȭ ȿ ÛǦȅǟǿǼȱǟ ȰƮ ǧǠȆȅǘƫǟ ȣȀȕ ȸȵ ǦȵǼȪƫǟ ǦɆǶȎȱǟ ǦȵǼƪǟ

 ǡ ǿǼȩ ɃǾȱǟ ȿ ǦȝǠȆȱǟ ǿǟǼȵ ɂȲȝ ɂȑȀƫǟ ǧǠǱǠɆǪǵǙ4.32  ɃȿǠȆɅ ɃǿǠɆȞȵ ȣǟȀƲǟ ȿ0.978 ǨȹǠȮȥ ǦȆȵǠƪǟ ǥȀȪȦȱǟ ǠȵǕ Û

 ǡ ǿǼȪɅ ŸǠȆǵ ȔȅɀǪƞ ȔȅɀǪƫǟ ȴɆɆȪǪȱǟ ȸȶȑ3.44  ɃȿǠȆɅ ɃǿǠɆȞȵ ȣǟȀƲǙ ȿ0.992 ǦɆǶȎȱǟ ǦȵǼƪǟ ȸƣ ȷǕ ƙǤǩ ǬɆǵ Û

ǬɆǵ ǦɅǻǠȶǪȝɍǟ ǿǠɆȞƫ ǬǶǤȱǟ ǦȺɆȝ ǻǟȀȥɍ ŸǠƶǙ ȴɆɆȪǩ ȫǠȺȽ ȳǠȝ ȰȮȊǣ ÛǦȅǟǿǼȱǟ ǦȺɆȝ ǻǟȀȥǕ Ȱȭ ǢȅǠȺɅ ɍ   ȔøȅɀǪȵ ǠȺȲǲȅ

 ǿǟǼȪƞ ȳǠȝ ŸǠȆǵ3.84 ȴȩǿ ȯȿǼƨǟ ǧǠȹǠɆǣ ȰɆǮƢ ȸȮƹȿ  ǦɆȱǠȝ ǦȪȥǟɀȵ ǦǱǿǻ ȄȮȞɅ ɀȽ ȿ)18 (ȴȩǿ ȰȮȊȱǟ ǢȆǵ)13(
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ǿǼȎƫǟ :ȴȩǿ ȯȿǼƨǟ ǰǝǠǪȹ ɂȲȝ ǻǠȶǪȝɍǠǣ ȻǻǟǼȝǙ Ź)18.(
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4- ȷǠȵɉǟ)ȷǠȶȒȱǟ:(

ǴȑɀɅ ȷǠȵɉǟ ǿǠɆȞȵ ǦɆǵǠȹ ȸȵ ȴƬ ǦȵǼȪƫǟ ǦɆǶȎȱǟ ǦȵǼƪǟ ǥǻɀǱ ȯɀǵ ɂȑȀƫǟ ǧǠȽǠƟǟ ÛȻǠȹǻǕ ȯȿǼƨǟ  

 ȴȩǿ ȯȿǼƨǟ)19:(ȷǠȵɉǟ ǿǠɆȞȵ ǦɆǵǠȹ ȸȵ ǦȵǼȪƫǟ ǦɆǶȎȱǟ ǦȵǼƪǟ ǥǻɀǱ ȴɆɆȪǩ  

ǦǱǿǻ

ǦȪȥǟɀƫǟ

ȣǟȀƲɍǟ

ɃǿǠɆȞƫǟ

ȔȅɀǪƫǟ

ŸǠȆƩǟ
ǥǿǠǤȞȱǟ ȴȩȀȱǟ

ǦɆȱǠȝ 0.718 4.38  ȿ ȷǠȵɉǠǣ ǿɀȞȊȱǟƙȲȵǠȞȱǟ Ȝȵ ȰȵǠȞǪȱǟ ǼȺȝ ǦȪǮȱǟ 1

ǦɆȱǠȝ
0.987 4.01  ȰȭǠȊȵ ȰƩ ȧǻǠȎȱǟ ȳǠȶǪȽɍǟ ɂȦȊǪȆƫǟ Ž ȷɀȲȵǠȞȱǟ ȀȾȚɅ

ɂȑȀƫǟ
2

ǦɆȱǠȝ 0.811 4.28 ǦɆȱǠȝ ǥǿǠȾƞ ɂȦȊǪȆƫǟ Ž ǒǠǤȕɉǟ ȿ ȷɀȲȵǠȞȱǟ ȜǪȶǪɅ 3

ǦɆȱǠȝ 0.675 4.51 ǦɆǶȎȱǟ ȐɅȀƫǟ ǦȱǠǵ ǦȞǣǠǪȵ ǦɅǿǟȀȶǪȅǟ 4

ǦȖȅɀǪȵ 1.222 3.02 ȐɅȀƫǠǣ ǦȍǠƪǟ ǧǠȵɀȲȞȶȲȱ ǦɅȀȅ ȫǠȺȽ 5

ǦɆȱǠȝ 0.48 3.89 ȳǠȞȱǟ ɃǿǠɆȞƫǟ ȣǟȀƲɍǟȿ ȳǠȞȱǟ ŸǠȆƩǟ ȔȅɀǪƫǟ

ǿǼȎƫǟ:ȷǠɆǤǪȅɍǟ ǰǝǠǪȹ ɂȲȝ ǻǠȶǪȝɍǠǣ ȯȿǼƨǟ ǼȝǕ  

ǧǟȀȪȦȱǟ ɀƲ ǦȅǟǿǼȱǟ ǦȺɆȝ ǻǟȀȥǕ ǧǠȽǠƟǟ ȷǕ ȨǣǠȆȱǟ ȯȿǼƨǟ ȯɎǹ ȸȵ ƙǤǪɅ)4Û3Û2Û1 ( ǦɆȱǠȞȱǟ ǦȪȥǟɀƫǟ ȸȶȑ ǨȹǠȭ

 ŸǠȆǵ ȔȅɀǪȵ ƎȭǕ ȠȲǣ ȿ ÛǦȅǟǿǼȱǟ ȰƮ ǧǠȆȅǘƫǟ ȣȀȕ ȸȵ ǦȵǼȪƫǟ ǦɆǶȎȱǟ ǦȵǼƪǟ ǥǻɀǱ ɂȲȝ4.51   ǥȀȪȦȱǠøǣ ȨȲȞǪƫǟ ȿ

 ɃȿǠȆɅ ɃǿǠɆȞȵ ȣǟȀƲǟ ȿ ǦɆǶȎȱǟ ȐɅȀƫǟ ǦȱǠǵ ǦȞǣǠǪȵ ȿ ǦɅǿǟȀȶǪȅǠǣ ǦȍǠƪǟ ǦȞǣǟȀȱǟ0.675   ǨøȹǠȮȥ ǦøȆȵǠƪǟ ǥȀȪȦȱǟ ǠȵǕ Û

ɆɆȪǪȱǟ ȸȶȑ ǡ ǿǼȪɅ ŸǠȆǵ ȔȅɀǪƞ ȔȅɀǪƫǟ ȴ3.02  ɃȿǠȆɅ ɃǿǠɆȞȵ ȣǟȀƲǟ ȿ1.222 ǧǠȵɀȲȞƫǟ ǦɅȀȅ ɁǼȵ ƙǤǩ ǬɆǵ Û

 ǿǟǼȪƞ ȳǠȝ ŸǠȆǵ ȔȅɀǪȵ ǠȺȲǲȅ ǬɆǵ ǦɅǻǠȶǪȝɍǟ ǿǠɆȞƫ ǬǶǤȱǟ ǦȺɆȝ ǻǟȀȥɍ ŸǠƶǙ ȴɆɆȪǩ ȫǠȺȽ ȳǠȝ ȰȮȊǣ  ÛȐɅȀƫǠǣ ǦȍǠƪǟ

3.89ǧǠȹǠɆǣ ȰɆǮƢ ȸȮƹ ȿ ǦɆȱǠȝ ǦȪȥǟɀȵ ǦǱǿǻ ȄȮȞɅ ɀȽ ȿ ȴȩǿ ȯȿǼƨǟ)19 (ƃǠǪȱǟ ȰȮȊȱǟ ǢȆǵ:  
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ǿǼȎƫǟ :ȴȩǿ ȯȿǼƨǟ ǰǝǠǪȹ ɂȲȝ ǻǠȶǪȝɍǠǣ ȻǻǟǼȝǙ Ź)19.(
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5-ȤȕǠȞǪȱǟ :

ȤȕǠȞǪȱǟ ǿǠɆȞȵ ǦɆǵǠȹ ȸȵ ȴƬ ǦȵǼȪƫǟ ǦɆǶȎȱǟ ǦȵǼƪǟ ǥǻɀǱ ȯɀǵ ɂȑȀƫǟ ǧǠȽǠƟǟ ÛƃǠǪȱǟ ȯȿǼƨǟ ǴȑɀɅ:  

 ȴȩǿ ȯȿǼƨǟ)20:( ǦɆǶȎȱǟ ǦȵǼƪǟ ǥǻɀǱ ȴɆɆȪǩȤȕǠȞǪȱǟ ǿǠɆȞȵ ǦɆǵǠȹ ȸȵ ǦȵǼȪƫǟ

ǦǱǿǻ

ǦȪȥǟɀƫǟ

ȣǟȀƲɍǟ

ɃǿǠɆȞƫǟ

ȔȅɀǪƫǟ

ŸǠȆƩǟ
ǥǿǠǤȞȱǟ ȴȩȀȱǟ

ǦɆȱǠȝ 1.064 4.14 ȼȞȵ ȤȕǠȞǪȱǟ ȿ ȐɅȀƫǟ ȣȿȀș ƇǼȪǩ ȴǪɅ 1

ǦɆȱǠȝ 1.125 3.98 ȐɅȀƫǟ Ȝȵ ȰȵǠȞǪȱǟ Ž ǦȩǟǼȎȱǟ ȿ ǦǵȀƫǟ ǳȿȀȱǟ ǻɀǱȿ 2

ǦɆȱǠȝ 0.920 4.16  ȿ ǒǠȢȍɋǟ ȴǪɅ ȰǤȩ ȸȵ ȐɅȀƫǟ ǧɍǠȢȊȹǠǣ ȳǠȶǪȽɍǟ

ƙȲȵǠȞȱǟ  

3

ǦɆȱǠȝ 0.926 4.55 ǠȾȥȀȞɅ Ɣȱǟ ǦǲȾȲȱǟ ȿ ǦȢȲȱǠǣ ȐɅȀƫǟ ǦǭǻǠƮ ȴǪǩ 4

ǦɆȱǠȝ 1.126 3.85 ɂȦȊǪȆƫǟ Ž ȐɅȀȵ ȰȮǣ ǦɆȎǺȊȱǟ ǦɅǠȺȞȱǟ ȴǪǩ 5

ǦɆȱǠȝ 0.63 4.17 ȳǠȞȱǟ ɃǿǠɆȞƫǟ ȣǟȀƲɍǟȿ ȳǠȞȱǟ ŸǠȆƩǟ ȔȅɀǪƫǟ

ǿǼȎƫǟ: ȯȿǼƨǟ ǼȝǕȷǠɆǤǪȅɍǟ ǰǝǠǪȹ ɂȲȝ ǻǠȶǪȝɍǠǣ.  

 ǨȹǠȭ  ȤȕǠȞǪȱǟ ǿǠɆȞƞ ǦȪȲȞǪƫǟ ǧǟȀȪȦȱǟ Ȱȭ ɀƲ ǦȅǟǿǼȱǟ ǦȺɆȝ ǻǟȀȥǕ ǧǠȽǠƟǟ ȷǕ ȨǣǠȆȱǟ ȯȿǼƨǟ ȯɎǹ ȸȵ ȘǵɎȹ

 ŸǠȆǵ ȔȅɀǪȵ ɄȲȝǟ ȷǠȭ ȿ ÛǦȅǟǿǼȱǟ ȰƮ ǧǠȆȅǘƫǟ ȣȀȕ ȸȵ ǦȵǼȪƫǟ ǦɆǶȎȱǟ ǦȵǼƪǟ ǥǻɀǱ ɂȲȝ ǦɆȱǠȞȱǟ ǦȪȥǟɀƫǟ ȸȶȑ

ǟ ȿ ǦȞǣǟȀȱǟ ǥȀȪȦȲȱ ȠȲǣ ɃǾȱǟ ǠȾȥȀȞɅ Ɣȱǟ ǦǲȾȲȱǟ ȿ ǦȢȲȱǠǣ ȐɅȀƫǟ ǦǭǻǠǶƞ ǦȪȲȞǪƫ4.55  ǡ ǿǼȩ ɃǿǠɆȞȵ ȣǟȀƲǟ ȿ0.926 ǠȵǕ Û

 ǡ ǿǼȪȥ ŸǠȆǵ ȔȅɀǪȵ ƅǻǟ3.85  ɃȿǠȆɅ ɃǿǠɆȞȵ ȣǟȀƲǟ ȿ1.126 ǦɅǠȺȞȱǠǣ ǦȍǠƪǟ ǦȆȵǠƪǟ ǥȀȪȦȱǠǣ ȨȲȞǪƫǟ ɀȽ ȿ Û

ȋǠƪǟ ȔȅɀǪƫǟ ȼȺȵ ǡȀǪȪɅ ȿ ÛɂȦȊǪȆƫǟ Ž ȐɅȀȵ ȰȮǣ ǦɆȎǺȊȱǟ  Ž ǦȩǟǼȎȱǟ ȿ ǦǵȀƫǟ ǳȿȀȱǟ ǻɀǱȿ ɀȽȿ ǦɆȹǠǮȱǟ ǥȀȪȦȱǠǣ

 ǡ ǿǼȩ ɃǾȱǟ ÛȐɅȀƫǟ Ȝȵ ȰȵǠȞǪȱǟ3.98  ɃȿǠȆɅ ɃǿǠɆȞȵ ȣǟȀƲǟ ȿ1.125ȴȩǿ ȯȿǼƨǟ ǧǠȹǠɆǣ ȰɆǮƢ ȸȮƹ ȿ Û)20 ( ǢȆǵ

ƃǠǪȱǟ ȰȮȊȱǟ  :  
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ǿǼȎƫǟ :ȴȩǿ ȯȿǼƨǟ ǰǝǠǪȹ ɂȲȝ ǻǠȶǪȝɍǠǣ ȻǻǟǼȝǙ Ź)20.(

ǠȽƘȆȦǩ ȿ ǰǝǠǪȺȱǟ ȏȀȝ :ǠɆȹǠǭ

ǦɆȱǠǪȱǟ ǰǝǠǪȺȱǟ ƂǙ ÛǦȲɆȵ ǦȺɅǼȵ Ž ǦɆȵɀȶȞȱǟ ǦɆǝǠȦȊǪȅɍǟ ǧǠȆȅǘƫǟ Ǡŏ ǨȎǹ Ɣȱǟ ǦɆȹǟǼɆƫǟ ǦȅǟǿǼȱǟ ȯɎǹ ȸȵ ȰȍɀǪȱǟ Ź:

1-ǦȅǟǿǼȱǟ ǦȺɆȝ ȌǝǠȎǹ Ȥȍȿ ȸȵ ǥǼȶǪȆȵ ǰǝǠǪȹ

ɄȲɅ ǠȶɆȥ ȰǮȶǪǩ:

 ȴȾǪǤȆȹ ǦȢȲǣ ǽǙ ÛǿɀȭǾȱǟ ȄȺǱ ɂȲȝ ǫǠȹɋǟ ȄȺǱ ǦȺȶɆȽ80% Û  ǿɀȭǾȱǟ ȄȺǱ ǦǤȆȹ ǨȢȲǣ ƙǵ Ž20% . ǟǾȽ ȿ

ǒǠȆȺȱǟ ȏǟȀȵǕ ȿ ǼɆȱɀǪȲȱ ȴȆȩ ɂȲȝ ǦȅǟǿǼȱǟ ȰƮ ǧǠɆȦȊǪȆƫǟ ǒǟɀǪǵǟ ƂǙ ȜǱǟǿ.  

øǣ ǥǿǼȩ ǡǠǤȊȱǟ ǦǞȦȱ ǦȅǟǿǼȱǟ ǦȺɆȝ ǻǟȀȥǕ ȸȵ ǥƘǤȭ ǦǤȆȹ ǡǠȆǪȹǟ :71.3%  ȸøȵ ȰȩǕ ȸȵ ȴȽǿǠȶȝǕ ǳȿǟȀǪǩ ǬɆǵ Û

20  ƂǙ ǦȺȅ40  ǦɆȲǝǠȝ ǦȱǠǵ ȿ  ÛǦȺȅ)ǯȿȂǪȵ ( ǦǤȆȺǣ60% .  ǧǠɆȦøȊǪȆƫǟ ɂȲȝ ǦǞȦȱǟ ȻǾȽ ȯǠǤȩǙ ȄȮȞɅ Ǡȵ ɀȽȿ

ǦǤȞȎȱǟ ǦɅǻǠƫǟ ǧɍǠƩǟ Ƀȿǽ ȿǕ ǥǻɍɀȱǟ ǧɍǠǵ ǼȺȝ ȔȪȥ ǦɆȵɀȶȞȱǟ.  

ǨȞƤ ǦǩȿǠȦǪȵ ǢȆȺǣ ȿ ÛǦȦȲǪƯ ǦɆȶɆȲȞǩ ǧǠɅɀǪȆȵ ȿǽ ɂȑȀȵ ƙǣ ǦȅǟǿǼȱǟ.  
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 ȸȵ ǥƘǤȭ ǦǤȆȹǻǟȀȥǕ  ǦȢȱǠǤȱǟ ȿ ǦȅǟǿǼȱǟ ǦȺɆȝ76% ȳɀɅ ȸȵ ȀǮȭɍ ǦȅǟǿǼȱǟ ȰƮ ǧǠɆȦȊǪȆƫǟ Ž ȴȾǪȵǠȩǙ ǥǼȵ ǨȹǠȭ Û.  

2. ǰǝǠǪȹ ȰɆȲƠ ȸȵ ǥǼȶǪȆȵ ǰǝǠǪȹǧǠǣǠǱǙ ǦȅǟǿǼȱǟ ǦȺɆȝ ǻǟȀȥǕ

ɄȲɅ ǠȶɆȥ ȰǮȶǪǩ:

  ǦøȺɅǼƞ ǦɆȵɀȶȞȱǟ ǧǠɆȦȊǪȆƫǟ ȣȀȕ ȸȵ ǦȵǼȪƫǟ ǦɆǶȎȱǟ ǦȵǼƪǟ ǥǻɀǱ ɂȲȝ ǦȅǟǿǼȱǟ ǦȺɆȝ ǻǟȀȥɉ ǦɆȱǠȝ ǦȪȥǟɀȵ ǦǱǿǻ

ȱǟ ƘɅǠȞȵ ǦɆǵǠȹ ȸȵ ǦȲɆȵǦȆȶƪǟ ȴɆɆȪǪ.  

ǠȾƵǕ ȰȞȱ ÛǦȵǼȪƫǟ ǦɆǶȎȱǟ ǦȵǼƪǟ Ž ǥɀȩ ȓǠȪȹ ȰȮȊǩ ȀȍǠȺȞȱǟ Ȱȭ:  

 ǦȅɀȶȲƫǟ Ǣȹǟɀƨǟ)  ȀøȾȚƫǟ ÛɄǱǿǠƪǟ ȴȽȀȾȚƞ ȷɀȲȵǠȞȱǟ ǒǠȺǪȝǟ ÛȀȶǪȆȵ ȰȮȊǣ ǦɆǝǠǣȀȾȮȱǟ ǧǠȵǼƪǟ ȿ ǦɅȿǻɉǟ Ȁȥɀǩ

ǦȵǼȪƫǟ ǦȵǼƪǟ țɀȹ Ȝȵ ȳǒɎǪɅ ɃǾȱǟ ǧǠɆȦȊǪȆȶȲȱ ɄȲǹǟǼȱǟ ȴɆȶȎǪȱǟ ȿ ɄǱǿǠƪǟ(Ü  

ÜȴȾȞȵ ȰȵǠȞǪȱǟ ǼȺȝ ȷǠȵɉǠǣ ǿɀȞȊȱǟ ȿ ǦɆǶȎȱǟ ǧǠȵǼƪǟ ɄȵǼȪƞ ǦȪǮȱǟ  

ÜǦɆǶȎȱǟ ȐɅȀƫǟ ǦȱǠǵ ǦȞǣǠǪȵ ǦɅǿǟȀȶǪȅǟ  

ÜɂȑȀƫǟ ǧǠǤȲȖȱ ǦǣǠǲǪȅɍǟ ȿ ǥǼȝǠȆȶȲȱ ȴǝǟǼȱǟ ǻǟǼȞǪȅɍǟ  

ÜǠŒɀȶȾȦɅ Ɣȱǟ ǦǲȾȲȱǠǣ ɂȑȀƫǟ ǦǭǻǠƮ  

ǥǻǼǂǟ ǼɆȝǟɀƫǟ Ž ǦɆǶȎȱǟ ǦȵǼƪǟ ƇǼȪǪǣ ȳǟȂǪȱɍǟ.  

ǟ ǼɆǵɀȱǟ ȀȎȺȞȱǟǟǼǱ ǦǞɆȆȱǠǣ ǦȦȍȿ Ɣȱǟ ȿ ɂȑȀȶȲȱ ǦȵǼȪƫǟ ǦɆǝǟǾȢȱǟ ǧǠǤǱɀȱǟ ɀȽ ȤȞȑ ǦȖȪȹ ȰǮƹ ɃǾȱ.  

ȤȕǠȞǪȱǟ ȿ ǦɆȅɀȶȲƫǟ ɃǿǠɆȞȵ ǠƵ ÛǦɆǶȎȱǟ ǦȵǼƪǟ ǥǻɀƨ ɄȲȮȱǟ ǠȑȀȱǟ ɂȲȝ ǟƘǭǖǩ ƘɅǠȞƫǟ ȀǮȭǕ.
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ǬȱǠǮȱǟ ȰȎȦȱǟ ǦȍɎǹ  

   ǦɆǝǠȦøȊǪȅɍǟ ǧǠøȆȅǘƫǟ ǠȾȵǼȪǩ Ɣȱǟ ǧǠȵǼƪǟ ǥǻɀǱ ɁǼƞ ǦȪȲȞǪƫǟ ȿ ǬǶǤȱǟ ǧǠɆȑȀȥ ǿǠǤǪǹǟ ÛȰȎȦȱǟ ǟǾȽ Ž Ź

Ǽƪǟ ǥǻɀǱ ȃǠɆȩ Ž ǥǼȶǪȞƫǟ ǦȆȶƪǟ ƘɅǠȞƫǟ ȸȵ ǿǠɆȞȵ Ȱȭ ǦɆǵǠȹ ȸȵ ÛǦȲɆȵ ǦȺɅǼƞ ǦɆȵɀȶȞȱǟɄȽ ȿ ÛǦȵ : ǦɆøȅɀȶȲƫǟ ÛǦɅǻǠȶǪȝɍǟ 

ȤȕǠȞǪȱǟ ȿ ȷǠȵɉǟ ÛǦǣǠǲǪȅɍǟ .ȝɍǟ Ź Ǽȩȿ ȯɎǹ ȸȵ ÛǦɆȵɀȶȝ ǧǠɆȦȊǪȆȵ ǦǭɎǭ Ž ƙȶɆȪƫǟ ɂȑȀƫǟ ȸȵ ǦȺɆȝ ȴɆɆȪǩ ɂȲȝ ǻǠȶǪ

 ǡɀȲȅǕ ȨɆǤȖǩǒǟǻɉǟ  ǦɆǶȎȱǟ ǦȵǼǺȲȱ ɄȲȞȦȱǟ)servperf(،  ǦȅǟǿǼȱǟ ǦȺɆȝ ȴǲǵ ȠȲǣ ǬɆǵ80  Ź ȿ ÛȐɅȀȵȴȽǿǠɆǪǹǟ  ǦȪɅȀȖǣ

ǦɆȑȀȝ.  

ǨȒȥǕ  ǦƨǠȞƫǟǦɆǝǠȎǵɋǟ  ǦȵȂƩǟ ǰȵǠȹȀǣ ȨɅȀȕ ȸȝ ǨƢ Ɣȱǟ ȿ ÛǧǠȹǠɆǤȲȱǦɆǝǠȎǵɋǟ    ǦøɆȝǠȶǪǱɍǟ ȳɀøȲȞȲȱ)spss(

 Ɣȱǟ ǰǝǠǪȺȱǟǧǼȭǕ ǦǮȱǠǮȱǟ ǦɆȑȀȦȱǟ ǦǶȍ ǦȅǟǿǼȱǟ ǦȺɆȝ ǻǟȀȥǕ ȷǕ ǴȒǩǟ ǬɆǵ Û)ɂȑȀƫǟ( ȴƬ ǦȵǼȪƫǟ ǦɆǶȎȱǟ ǧǠȵǼƪǟ ȷɀȶɆȪɅ Û

ǠɆǣǠƶǙ ǠȶɆɆȪǩ ÛǦȵǼƪǟ ǥǻɀǱ ƘɅǠȞȵ ȸȵ ǿǠɆȞȵ Ȱȭ ǦɆǵǠȹ ȸȵ.  



ƗùùùǆƙƓƤ  
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ǦƢǠǹ  

Œ Ž ǦƢǠƪǟ ȻǾȽ ȸȶȑȿ ǬǶǤȱǟ ǟǾȽ ǦɅǠƂǙ ȧȀȖǪȺȅ:  

ÜǬǶǤȱǟ ǧǠɆȑȀȥ ǦǶȍ ɁǼȵ ǿǠǤǪǹǟ  

 ǠȺȲȍɀǩ Ɣȱǟ ǰǝǠǪȺȱǟ ȴȽǕǠȾɆȱǙ  ǦȅǟǿǼȱ ǦȍɎǺȭǦɆȱǠȮȉǙ  Ž ǦȲǮȶǪƫǟ ǠȺǮƜ  Ž ǦøȵǼȪƫǟ ǦɆǶȎȱǟ ǧǠȵǼƪǟ ǥǻɀǱ ɁǼȵ

ÜǦɅȀǝǟȂƨǟ ǦɆȵɀȶȞȱǟ ǦɆǝǠȦȊǪȅɍǟ ǧǠȆȅǘƫǟ  

 ǦɆȶȲȞȱǟ ǧǠȅǟǿǼȱǟ ɁɀǪȆȵ ɂȲȝ ǒǟɀȅ ǠȾȺȵ ǥǻǠȦǪȅɍǟȿ Ǡŏ ȰȶȞȱǟ ȸȮƹ ǧǠɆȍɀǩ ƇǼȪǩ ǦȱȿǠƮȿǕ  Ž ǦɆȹǟǼɆƫǟ ǧǠȅǿǠȶƫǟ

ÜǦɆȵɀȶȞȱǟ ǦɆǝǠȦȊǪȅɍǟ ǧǠȆȅǘƫǟ  

 ȸȶȑ ǬǶǤȱǟ ǦȲȍǟɀƫ ǦȲȶǪǂǟ ȧǠȥɇǟ ǳȀǪȪȹǦɆǶȎȱǟ ǧǠȵǼƪǟ ȯǠƭ.

ǧǠɆȑȀȦȱǟ ǿǠǤǪǹǟ :ɍȿǕ

1.ǦɅȀȚȺȱǟ ȯɀȎȦȱǠǣ ǦȪȲȞǪƫǟ ǧǠɆȑȀȦȱǟ

Ƃȿɉǟ ǦɆȑȀȦȱǟ

      ɄǝǠȾȺȱǟ ȬȲȾǪȆƫǟ ǧǠǤȡǿ ȿ ǧǠǱǠǵ țǠǤȉǙ ƂǙ ȣǼő Ɣȱǟ ȿ ƙȞȦǪȺȶȲȱ ȳǼȪɅ ɃǾȱǟ ȓǠȊȺȱǟ ɄȽ ǦɆǶȎȱǟ ǦȵǼƪǟ

)ȐɅȀƫǟ (ɁȀǹǕ ǦȵǼǹ ȿǕ ǦȞȲȅ ȜɆǤǣ ȔǤǩȀǩ ǬɆǵ.  

ȤɅǿǠȞǪȱǟ ȸȵ ǠȩɎȖȹǟ    ǦȪǣǠøȆȱǟ ǦɆøȑȀȦȱǟ ȷǖǣ ǴȒǪɅ ƙǮǵǠǤȱǟ ȿ ǒǠȶȲȞȱǟ ȤȲǪƯ Ǡŏ ǒǠǱ Ɣȱǟ ǦɆǶȎȱǟ ǧǠȵǼǺȲȱ ǦȦȲǪǺƫǟ

 ȷǖǣ ȯɀȪȱǟ ȸȮƹ ǬɆǵÛǦǞȕǠǹ  ǧǠøǤȡǿ ȿ ǧǠǱǠǵ țǠǤȉǙ ƂǙ ȣǼő Ɣȱǟ ȿ ƙȞȦǪȺȶȲȱ ȳǼȪɅ ɃǾȱǟ ȓǠȊȺȱǟ ɄȽ ǦɆǶȎȱǟ ǦȵǼƪǟ

 ɄǝǠȾȺȱǟ ȬȲȾǪȆƫǟ)ȐɅȀƫǟ (ǬɆǵ ɍ ɁȀǹǕ ǦȵǼǹ ȿǕ ǦȞȲȅ ȜɆǤǣ ȔǤǩȀǩ.  

ǦɆȹǠǮȱǟ ǦɆȑȀȦȱǟ

       ǢɆȱǠȅǕ ȴȽǕ ȰǮȶǪǩȃǠɆȩ Ž ǦɆǶȎȱǟ ǧǠȵǼƪǟ ǥǻɀǱ : ÛɁȿǠȮȊȱǟ ǻǼȝ ȃǠɆȪȵǦȶɆȪȱǟ ȃǠɆȪȵ ÛȸǝǠǣȂȱǟ Ǡȑǿ ȃǠɆȪȵ 

ǦȵǼǺȲȱ ɄȲȞȦȱǟ ǒǟǻɉǟ ǡɀȲȅǕ ÛǧǟɀǲȦȱǟ ȰɆȲƠ ǡɀȲȅǕ.  

 ȃǠɆȩ Ž ǢɆȱǠȅɉǟ ȻǾȽ ȸȵ Ȱȭ ǦɆȲȝǠȥ ȯɀǵ ȯǼƨǟ ǦɅǿǟȀȶǪȅǟ ȸȵ ȴȡȀȱǠǣ ǦǶɆǶȍ ǦɆȑȀȦȱǟ ȻǾȽ ƎǪȞǩ Ȁȵɉǟ ÛǦȵǼƪǟ ǥǻɀǱ

ȯǼƨǟ ǟǾȽ ȴȆǵ Ž ȳǠȾȅɌȱ ǦɆȪɆǤȖǪȱǟ ǧǠȅǟǿǼȱǟ ȸȵ ǼɅȂƞ ȳǠɆȪȱǟ ǥǿȿȀȑ ǢǱɀǪȆɅ ɃǾȱǟ.  
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.2 ǦȪȲȞǪƫǟ ǧǠɆȑȀȦȱǟȰȎȦȱǠǣ ɄȪɆǤȖǪȱǟ

ǦǮȱǠǮȱǟ ǦɆȑȀȦȱǟ

        ǦȵǼȪƫǟ ǧǠȵǼƪǟ ǦɆȵɀȶȞȱǟ ǦɆǝǠȦȊǪȅɍǟ ǧǠȆȅǘƫǟ ɂȑȀȵ ȴɆȪɅȴȾɆȱǙ  ǦȵǼƪǟ ǥǻɀǱ ƘɅǠȞȵ ȸȵ ǿǠɆȞȵ Ȱȭ ǦɆǵǠȹ ȸȵ

ǠɆǣǠƶǙ ǠȶɆɆȪǩ.

       ƘɅǠȞƫǟ ȸȵ ǿǠɆȞȵ ȰȮȱ ǦȪȥǟɀƫǟ ǢȆȹ ȿ ǦɅǿǠɆȞƫǟ ǧǠȥǟȀƲɍǟ ÛǦɆǣǠȆƩǟ ǧǠȖȅɀǪƫǟ ɂȲȝ ǻǠȶǪȝɍǟ Ź ÛǦɆȑȀȦȱǟ ȻǾȽ ǿǠǤǪǹɍ

ǦɆǶȎȱǟ ǦȵǼƪǟ ǥǻɀǱ ȴɆɆȪǪȱ ǦȆȶƪǟǦɆȱǠǪȱǟ ǰǝǠǪȺȱǟ ƂǙ ǠȺȲȍɀǩ ǼȪȱ ȿ Û:   

ȀȥǕ ȴɆɆȪǩÜǦɆȱǠȝ ǦȪȥǟɀȵ ǦǱǿǼǣȿ ŸǠƶǟ ȷǠȭ ǦɅǻǠȶǪȝɍǟ ǿǠɆȞȵ Ȩȥȿ ǦȵǼƪǟ ǥǻɀƨ ǬǶǤȱǟ ǦȺɆȝ ǻǟ  

ȴɆɆȪǩ ǻǟȀȥǕ ǦȺɆȝ ǬǶǤȱǟ ǥǻɀƨ ǦȵǼƪǟ Ȩȥȿ ǿǠɆȞȵ ǦɆȅɀȶȲƫǟ ȷǠȭ ŸǠƶǟ ȿ ǦǱǿǼǣ ǦȪȥǟɀȵ ÜǦɆȱǠȝ  

ƨ ǬǶǤȱǟ ǦȺɆȝ ǻǟȀȥǕ ȴɆɆȪǩǥǻɀ ǦȵǼƪǟ Ȩȥȿ ǿǠɆȞȵ ǦǣǠǲǪȅɍǟ ȷǠȭ ŸǠƶǟ ȿ ǦǱǿǼǣ ǦȪȥǟɀȵ ÜǦɆȱǠȝ  

ȴɆɆȪǩ ǻǟȀȥǕ ǦȺɆȝ ǬǶǤȱǟ ǥǻɀƨ ǦȵǼƪǟ Ȩȥȿ ǿǠɆȞȵ  ȷǠȵɉǟ ȷǠȭ ŸǠƶǟ ȿ ǦǱǿǼǣ ǦȪȥǟɀȵ ÜǦɆȱǠȝ  

ȴɆɆȪǩ ǻǟȀȥǕ ǦȺɆȝ ǬǶǤȱǟ ǥǻɀƨ ǦȵǼƪǟ Ȩȥȿ ǿǠɆȞȵ ȤȕǠȞǪȱǟ ȷǠȭ ŸǠƶǟ ǦǱǿǼǣȿ ǦȪȥǟɀȵ ǦɆȱǠȝ.  

ǦǮȱǠǮȱǟ ǦɆȑȀȦȱǟ ǦǶȍ ǰǪȺǪȆȹ ǦȪǣǠȆȱǟ ǰǝǠǪȺȱǟ ȯɎǹ ȸȵ.

ǠɆȹǠǭ :ȴȽǕ ǬǶǤȱǟ ǰǝǠǪȹ

 ǦȱȿǠƮ ǦȅǟǿǼȱǟ ȻǾȽ ǼȞǩǦɆȥǠȑǙ  ǯǽɀƴ ǦɆȩǟǼȎȵ ȿ ǧǠǤǭ ȸȵ ȨȪǶǪȲȱǒǟǻɉǟ ɄȲȞȦȱǟ)servperf( țǠȖȩ ɂȲȝ ȼȪɆǤȖǪȱ Û

ǦɆǶȎȱǟ ǧǠȵǼƪǟ.

ǠɆǣǠƶǙ ǠȶɆɆȪǩ ÛǦȵǼƪǟ ǥǻɀǱ ƘɅǠȞȵ ȸȵ ǿǠɆȞȵ Ȱȭ ǦɆǵǠȹ ȸȵ ȴƬ ǦȵǼȪƫǟ ǦɆǶȎȱǟ ǧǠȵǼƪǟ ǦȅǟǿǼȱǟ ǦȺɆȝ ǻǟȀȥǕ ȴɆȪɅ.

 ȸɅǼɆȦǪȆƫǟ ȫǟȀȉǙ Ǣƶ)ɂȑȀƫǟ(  ȻǾȽ ȴɆȶȎǩ Ž ǦɆǶȎȱǟ ǧǠȵǼƪǟ ȸȵǥƘǹɉǟ ǢȅǠȺǪɅ Ǡƫ ǠȪȥȿ  Ȝȵ ȴőǠǤȲȖǪȵ.

 ȄȺǱ ȸȵ ɄȽ ÛǦȅǟǿǼȱǟ ǦȺɆȝ ǻǟȀȥǕ ȸȵ ǦǤȆȹ ƎȭǕǫǠȹɋǟ ǟǾȽ ȿ ÛǡǠǤȊȱǟ ǦǞȥ ȸȵ ȿ ÛȀȵɉǟ  ǿǠǤǪȝɍǟ ƙȞǣ ȻǾǹǕ Ǣƶ

 Ǧȅǟǿǻ ȿ ÛǥǿɀȭǾƫǟ ǦǞȦȲȱ ǦɆǤȖȱǟ ǧǠȵǼƪǟ ƇǼȪǩ ǼȺȝȴőǠǱǠɆǪǵǟ ɂȲȝ ǠȾǪɆǤȲǪȱ ȴőǠǤȡǿ ȿ  ȼǱɀȱǟȰȒȥɉǟ.

ȤȕǠȞǪȱǟ ȿ ǦɆȅɀȶȲƫǟ ɃǿǠɆȞȵ ǠƵ ǦɆǶȎȱǟ ǥǻɀǲȲȱ ɄȲȮȱǟ ǠȑȀȱǟ ɂȲȝ ǟƘǭǖǩ ƘɅǠȞƫǟ ȀǮȭǕ.

ǧǠɆȍɀǪȱǟ:ǠǮȱǠǭ

     Ȱȍɀǩ Ǡȵ ɂȲȝ ǟǒǠȺǣȼɆȱǙ  ǧǠǵǟȀǪȩɍǟ ƇǼȪǩ ȴǪɅ ÛǦɆȹǟǼɆƫǟ ǦȅǟǿǼȱǟ Ž ǰǝǠǪȹ ȸȵ ǬǶǤȱǟƃȿǘȆƫ ǦɆȱǠǪȱǟ   ǧǠøȆȅǘƫǟ

ǦɆǶȎȱǟ                                                                                        

ǦɆȱǠȝ ǥǻɀƛ ȴőǠǱǠǵ ǦɆǤȲǩ ȿ ɂȑȀƫǠǣ ǦɅǠȺȞȱǟ Ž ǿǟȀȶǪȅɍǟ  ȴȽǠȑǿ ȰɆȺȱ.  

 ǦȲȍǟɀȵ ȃɀȶȲƫǟ ɃǻǠƫǟ ǢȹǠƨǟ ɂȲȝ ȂɆȭȀǪȱǟȼȹɉ ȼǣ ȀǭǖǪɅ ǒɄȉ ȯȿǕ ȿ ȀǮȭǕ    ȀøȾȚƫǟ Ž ǼøȆǲǪɅ ɃǾȱǟ ȿ ÛȐɅȀƫǟ

ȿ ÛǦɆǶȎȱǟ ǧǠȆȅǘȶȲȱ ɄȲǹǟǼȱǟ ȴɆȶȎǪȱǟ ȿ ɄǱǿǠƪǟ ȿ  ǧɍɇǟ ȿ ǧǟǼøȞƫǟ ǫǼǵǟ ǻɀǱ ǦøɆǱɀȱɀȺȮǪȱǟ   Ƙȥɀøǩ ȿ

ǦɅǻǠƫǟ ǧɎɆȾȆǪȱǟ.  

 ǦȲȍǟɀȵ  ȼøɅǼȱ ǼȱɀǪȅ ȼǣ ǦɆȎǺȊȱǟ ǦɅǠȺȞȱǟ ȿ ȳǠȶǪȽɍǟ ȷǕ ǬɆǵ ÛȐɅȀƫǟ Ȝȵ ȰȵǠȞǪȱǟ Ž ȤȕǠȞǪȱǟ ǢȹǠǱ ɂȲȝ ȂɆȭȀǪȱǟ

ÛǦɆȆȦȹ Ǧǵǟǿ  ÛǦɆǶȎȱǟ ȼǪȱǠǵ ȸȆƠ ȿ ȼǱɎȝ Ž ȴȽǠȆǩ ȷǕ ǠŒǠȮȵǚǣ ƔȱǟǦȥǠȑɋǠǣ  ƂǙȼȅǠȆǵǙ  ǠøȑȀȱǠǣ   ǒɍɀøȱǟ ȿ

ǠȾɆȥ žǠȞǪɅ Ɣȱǟ ǦȆȅǘȶȲȱ.  
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ÛɂȑȀȶȲȱ ǦȵǼȪƫǟ ǦɆǝǟǾȢȱǟ ǧǠǤǱɀȱǟ ǥǻɀƛ ȳǠȶǪȽɍǟ  Ǡƞ ɅǦɆǶȎȱǟ ȴȾǪȱǠǵ Ȝȵ ǢȅǠȺǪ   Ž ȴøȾȵ ǒȂǱ ƎǪȞɅ ǒǟǾȢȱǟ ȷɉ

ǦȦȲǪǺƫǟ ǦɆȑȀƫǟ ǧɍǠƩǟ ǯɎȝ.  

ȥȀȱǟ   Ȝøȵ ȰøȵǠȞǪȱǟ Ž ǦɆȭɀȲȆȱǟ ȴőǟǿǠȾȵ ƙȆƠȿ ǦɆȺɅɀȮǪȱǟ ǧǟǿȿǼȱǟ ȤɆǮȮǩ ȯɎǹ ȸȵ ƙȲȵǠȞȱǟ ǒǟǻǕ ɁɀǪȆȵ ȸȵ Ȝ

 Ȝȵ ÛȐɅȀƫǟǾǹɉǟ ȯɎǹ ȸȵ ƙȲȵǠȞȱǟ ȂɆȦƠ ǿǠǤǪȝɍǟ ƙȞǣ : Ž ǥǻǠɅȂȱǟǿɀǱɉǟǧǠǞȥǠȮƫǟ ÛǧǠɆȩȀǪȱǟ Û...  

 ŽȿƘǹɉǟ ǥȂɆȶƫǟ ȌǝǠȎƪǟ ȫǟǿǻǙ ȸɅȀȍǠȞƫǟ ǦɆǶȎȱǟ ǦɅǠȝȀȱǟ ǧǠȆȅǘȵ ɃȀɅǼȵ ɂȲȝ ǠȾȶȾȦǩ ȿ ǦɆǶȎȱǟ ǦɅǠȝȀȱǟ ǧǠȵǼƪ 

 ȷǕ ȿǟɀȵǼǺǪȆɅ    ȴȾȪȥǟȀøȵ ȴɆøȚȺǩ ȿ ȔɆȖǺǪȱ ǦǵǠǪƫǟ ǧǠȵɀȲȞƫǟ ǫǼǵǖǣ ǿǟȀȪȱǟ ȜȺȍ ǢɆȱǠȅǕ ȸȵ ȴȲȞȱǟ ȼɆȱǙ Ȱȍɀǩ Ǡȵ ǫǼǵǕ

ǦȺȮư ǥǻɀǱ ɂȲȝǖǣ ȐɅȀƫǟ ǦɅǠȝȀȱ.  

ǠȞǣǟǿ:ǬǶǤȱǟ ȧǠȥǓ

ȸȮƹ ǦɆȲǤȪǪȆȵ ǫɀƜ ȸɅȿǠȺȝ ȷɀȮǩ ȷǕ ȸȮƹ Ɣȱǟ ȿ ǬǶǤȱǟ țɀȑɀƞ ǦȲȍ ǠƬ Ɣȱǟ ȜɆȑǟɀƫǟ ȸȵ Ǧȝɀȶƭ ǳǟȀǪȩǟ:  

Ȏȱǟ ǧǠȆȅǘƫǟ Ž ǦȭǿǼƫǟ ǦɆǶȎȱǟ ǧǠȵǼƪǟ ǥǻɀǱ ȴɆɆȪǩÜƗȕɀȱǟ ɁɀǪȆƫǟ ɂȲȝ ǦɆȵɀȶȞȱǟ ǦɆǶ  

ǦȭǿǼƫǟ ǦɆǶȎȱǟ ǧǠȵǼƪǟ ǥǻɀǱ ȴɆɆȪǩ :Ȫȵ ǦȅǟǿǻÜȋǠƪǟ ȿ ȳǠȞȱǟ ƙȝǠȖȪȱǟ ƙǣ ǦȹǿǠ  

ǠɆȩ ǦȭǿǼƫǟ ǦɆǶȎȱǟ ǧǠȵǼƪǟ ǥǻɀǱ ȃȯǠȶȞǪȅǠǣ  ǧǟɀǲȦȱǟ ǯǽɀƴ)servqual.(



ƕǒǍǒǄƕƓǒƼƒƧƹ  
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ɍȿǕ :ǢǪȮȱǟ

1. ÛɃȀȮǤȱǟ ȀȅǠɅ ȀȵǠǭǧǠɆȦȊǪȆƫǟ ǥǿǟǻǙ ÛȷǠȶȝ ÛȜɅȁɀǪȱǟ ȿ ȀȊȺȲȱ ɃǿȿȁǠǤȱǟ ǿǟǻ Û ǦɆǣȀȞȱǟ ǦȞǤȖȱǟ Û2012.  

2. ÛȧɎȞȱǟ ƘȊǣ ȿ ɄǝǠȖȱǟ ǼɆƥǦɆǣȀȞȱǟ ǦȞǤȖȱǟ ÛǦȵǼƪǟ ǧǠɆȲȶȝ ǥǿǟǻǙȀȊȺȲȱ ɃǿȿȁǠɆȱǟ ǿǟǻ Û  ÛȜɅȁɀǪȱǟ ȿ2009.  

3. ÛȤȅɀɅ ȷǠȶǮȝ ǦȺɅǻǿÛɄȝǠȶǪǱɍǟ ȿ ɄǶȎȱǟ ȨɅɀȆǪȱǟ  ÛȷǠȶȝ ÛȜɅȁɀǪȱǟ ȿ ȀȊȺȲȱ ǰȽǠȺƫǟ ǿǟǻ2008.  

4. ÛǧǟƘȎȹ ȨɆȥɀǩ ǼɅȀȥǦɆǶȎȱǟ ǦɅǠȝȀȱǟ ǧǠȶȚȺȵ ǥǿǟǻǙȓ Û1ȓÛ2ÛȜɅȁɀǪȱǟ ȿ ȀȊȺȲȱ ǥƘȆƫǟ ǿǟǻ Û ÛȷǠȶȝ

2008¡2009.

5.ǿǠǪȆȱǟ ǼǤȝ ÛɄȲȞȱǟǦȲȵǠȊȱǟ ǥǻɀƨǟ ǥǿǟǻǙ ȸȝ ǧǠȪɆǤȖǩ Ûȓ1 ÛȷǠȶȝ ÛǦȝǠǤȖȱǟ ȿ ȜɅȁɀǪȱǟ ȿ ȀȊȺȲȱ ǥƘȆƫǟ ǿǟǻ Û2008.  

6.ǃǟ ǼǤȝ ÛɄǝǠȖȱǟ ǼȝǿÛǦȲȵǠȊȱǟ ǥǻɀƨǟ ǥǿǟǻǙ  ÛȷǠȶȝ ÛȜɅȁɀǪȱǟ ȿ ȀȊȺȲȱ ǦɆȶȲȞȱǟ ɃǿȿȁǠɆȱǟ ǿǟǻ ÛǦɆǣȀȞȱǟ ǦȞǤȖȱǟ2008.  

7. ÛǦȺȝǟɀǣ ɃǼȾƫǟ ǼǤȝǦɆǶȎȱǟ ǧǠȆȅǘƫǟ ȿ ǧǠȵǼƪǟ ǥǿǟǻǙȓ Û1 ÛȜɅȁɀǪȱǟ ȿ ȀȊȺȲȱ ǼȵǠǵ ǿǟǻ Û2004.  

8.Ɏȝ ÛȀȽǠȖȱǟ ǯȀȥ ǒǦȲȵǠȊȱǟ ǥǻɀƨǟ ȿ ǻǟɀƫǟ ǥǿǟǻǙȓ Û1 ÛȷǠȶȝ ÛȜɅȁɀǪȱǟ ȿ ȀȊȺȲȱ ǦɅǟȀȱǟ ǿǟǻ Û2010.  

9.Ǚ ÛǻǟǼƩǟ ȴɆȽǟȀǣǙ ȤȕǟɀȝǦȲȵǠȊȱǟ ǥǻɀƨǟ ǥǿǟǻȓ Û1 ÛȷǠȶȝ ÛȜɅȁɀǪȱǟ ȿ ȀȊȺȲȱ ȀȮȦȱǟ ǿǟǻ Û2009.  

10.ɄȝǼɆȶȎȱǟ ȴȅǠǱ ǻɀȶƮǧǠȵǼƪǟ ȨɅɀȆǩ Ûȓ Û1ÛȷǠȶȝÛȜɅȁɀǪȱǟ ȿ ȀȊȺȲȱ ǥƘȆƫǟÛ2010.  

11. ÛȷȿȀǹǓ ȿ Ƀǻǟɀȱǟ ƙȆǵ ǻɀȶƮǥȀȍǠȞȵ ǦɅǿǟǻǙ ȿ ǦɅǻǠȎǪȩǟ ǠɅǠȒȩȓ Û1 ÛȜɅȁɀǪȱǟ ȿ ȀȊȺȲȱ ŸȀȞȱǟ ȜȶŎǟ ǦǤǪȮȵ Û

 ÛȷǠȶȝ2009.  

12.ɂȦȖȎȵ ÛȷǠɆȲȝ ɄƷǿÛȀȍǠȞƫǟ ȨɅɀȆǪȱǟ ȄȅǕ ȓ1ÛȷǠȶȝ ȜɅȁɀǪȱǟ ȿ ȀȊȺȲȱ ǒǠȦȍ Û2009.  

13. ÛɎȞȵ ɄǱǠȹǒɎȶȞȱǟ ǦȵǼǹȓ Û1 ÛȷǠȶȝ ÛȜɅȁɀǪȱǟ ȿ ȀȊȺȲȱ ȳȂȵȁ Û2010.  

14.ǟ ǿɀȹ ÛȇȿǿǠǵ ȸɅǼȱǦɆǶȎȱǟ ǥǿǟǻɋǟȓ Û1 ÛȜɅȁɀǪȱǟ ȿ ȀȊȺȲȱ ǦȥǠȪǮȱǟ ǿǟǻ Û2012.  

ǠɆȹǠǭ :ǦɆȶȲȞȱǟ ǧɎŎǟ

1. ÛɃȀɅȀƨǟ ȿȀȶȝ ſǠȍǦɆǶȎȱǟ ǧǠȵǼƪǟ ǥǻɀǱ ȃǠɆȩ ƎȶȆɅǻ ÛȜǣǟȀȱǟ ǻǼȞȱǟ ÛǦɅǻǠȎǪȩɍǟ ȿ ǦɅǿǟǻɋǟ ȳɀȲȞȱǟ ǦȲƭ Û

2009.

2. ÛǡǠɅǽ ǻɀȶƮ ǳɎȍ ǦɆȵɀȮƩǟ ǧǠɆȦȊǪȆƫǟ Ž ǦȵǼȪƫǟ ǦɆǤȖȱǟ ǧǠȵǼƪǟ ǥǻɀǱ ǻǠȞǣǕ ȃǠɆȩǦɆȹǻǿɉǟ  ɂȑȀƫǟ ǿɀȚȺȵ ȸȵ

ȿ ÛƙȦșɀƫǟ  ȿ ǦɅǻǠȎǪȩɍǟ ǧǠȅǟǿǼȲȱ ǦɆȵɎȅɍǟ ǦȞȵǠƨǟ ǦȲƭǦɅǿǟǻɋǟ ǼȲŎǟ Û20 ǻǼȞȱǟ Ûȯȿɉǟ ȀɅǠȺɅ Û2012.  

ǠǮȱǠǭ :ǧǠɆȪǪȲƫǟ ȿ ǧǟȿǼȺȱǟ

 ȳǠȚȺȱǟ ȯɀǵ ƆǠƫȀǣ ȳɀɅ ÛǥɀȉǠȉ ǥȂɅɀȱ ÛȀǝǟȂƨǟ ȯɎȪǪȅǙ ǾȺȵ Ɨȕɀȱǟ ɄǶȎȱǟ2012.
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ǠȞǣǟǿ : ȿ ȰǝǠȅȀȱǟǧǠǵȿȀȕɉǟ ǦɆȞȵǠƨǟ

1.ȴȅǠȪȲǣ Û ǥɀɅȂȵÛɄȦɆșɀȱǟ ǠȑȀȱǟ ȿ ǦȖȲȆȱǟ  ÛǦɅȀȊǤȱǟ ǻǿǟɀƫǟ ƘɆȆǩ ȿ ǦɆȶȺǩ ȌȎơ ÛǥǿɀȊȺȵ Ƙȡ ƘǪȆǱǠȵ ǥȀȭǾȵ

 ȴȲȝ ȴȆȩțǠȶǪǱɍǟ  ÛȀǝǟȂƨǟ ÛǥǼȮɆȮȅ ǦȞȵǠǱÛǠɆȥǟȀȢƹǼȱǟ ȿ2009.  

2. ÛǢɆȖȱǟ ǦȞƤǦɆǶȎȱǟ ǧǠȵǼƪǟ ɂȲȝ ȨɅɀȆǪȱǟ ȨɆǤȖǪȱ ǦƵǠȆȵ ȴȆȩ ÛȨɅɀȆǩ ȌȎơ ÛǥǿɀȊȺȵ Ƙȡ ƘǪȆǱǠȵ ǥȀȭǾȵ Û

 ÛȀǝǟȂƨǟ ǦȺǩǠǣ ǦȞȵǠǱ ÛǦɅǿǠǲǪȱǟ ȳɀȲȞȱǟ2009.  

3.ȷǠɆȦȅ Û ƆǠȶȎȝȸɅǼɆȦǪȆƫǟ ȀȚȹ ǦȾǱȿ ȸȵ ǦɆǶȎȱǟ ǧǠȵǼƪǟ țǠȖȩ Ž ȨɅɀȆǪȱǟ ǿȿǻ Ƙȡ ƘǪȆǱǠȵ ǥȀȭǾȵ Û

ƘɆȆǪȱǟ ȳɀȲȝ ȴȆȩ ÛȨɅɀȆǩ ȌȎơ ÛǥǿɀȊȺȵ ÛȀǝǟȂƨǟ ǦȲɆȆƫ ǦȞȵǠǱ Û2006.  

4.ǦȲɆȾȅ Û ǻǟǼǵǧǠȵǼƪǟ ȨɅɀȆǩ Ž ɄȎǺȊȱǟ ȜɆǤȱǟ ǦɆȱǠȞȥ ȴȆȩ ÛȨɅɀȆǩ ȌȎơ Û ǥǿɀȊȺȵ Ƙȡ ƘǪȆǱǠȵ ǥȀȭǾȵ Û

 ÛȀǝǟȂƨǟ ǦȞȵǠǱ ÛǦɅǿǠǲǪȱǟ ȳɀȲȞȱǟ2006.  

5. ÛǦȹǠȺǱɀǣ ǻǟǘȥǦɆȵǼƪǟ ǦɅǻǠȎǪȩɍǟ ǦȆȅǘƫǟ Ž ɄȪɅɀȆǪȱǟ ȯǠȎǩɍǟ Ȝȩǟȿ ȴɆɆȪǩÛ  Ƙȡ ƘǪȆǱǠȵ ǥȀȭǾȵ ȌȎơ Û ǥǿɀȊȺȵ

ÛȨɅɀȆǩ  ÛȀǝǟȂƨǟ ǦȲȩǿȿ ǦȞȵǠǱ ÛƘɆȆǪȱǟ ȳɀȲȝ ȴȆȩ2010.  

6. ǦȊǝǠȝ Û ȨɆǪȝǦɅȀǝǟȂƨǟ ǦɆȵɀȶȞȱǟ ǧǠȆȅǘƫǟ Ž ǦɆǶȎȱǟ ǧǠȵǼƪǟ ǥǻɀǱ ȌȎơ ÛǥǿɀȊȺȵ Ƙȡ ƘǪȆǱǠȵ ǥȀȭǾȵ Û

 ÛȀǝǟȂƨǟ ÛȷǠȆȶȲǩ ǦȞȵǠǱ Ûƃȿǻ ȧɀȆǩ2012.  

7.ƃǠȞȱǟ ǼǤȝ Û ɄȊɆȡȵǼƪǟ ƙȆƠ Ž ȯǠȎǩɍǟ ǦɆȝɀȹ ǦɆƵǕǧǠ Û ȴȆȩ ÛȨɅɀȆǩ ȌȎơ ÛǥǿɀȊȺȵ Ƙȡ ƘǪȆǱǠȵ ǥȀȭǾȵ

 ÛȀǝǟȂƨǟ ǦȺɆȖȺȆȩ ǦȞȵǠǱ ÛǦɅǿǠǲǪȱǟ ȳɀȲȞȱǟ2009.  

8. ÛȄɆȺɅǟȀǣ ǿǻǠȪȱǟ ǼǤȝǦɆȵɀȶȞȱǟ ǧǠȵǼƪǟ ǧǠȆȅǘȵ Ž ȨɅɀȆǪȱǟ  ȴȆȩ ÛȫɀȺǣ ȌȎơ ÛǥǿɀȊȺȵ Ƙȡ ȻǟǿɀǪȭǻ ǦǵȿȀȕǕÛ

ÛȀǝǟȂƨǟ ǦȞȵǠǱ ÛǦɅǻǠȎǪȩɍǟ ȳɀȲȞȱǟ2007.  

9. ǿǻǠȪȱǟ ǼǤȝ Û ȷǠɅȂȵ ȀǭǕǒɎȶȞȱǟ Ǡȑǿ ɂȲȝ ǧǠȵǼƪǟ ǥǻɀǱ ǧǟǻǼƮ ȨɅɀȆǩ ȌȎơ ÛǥǿɀȊȺȵ Ƙȡ ƘǪȆǱǠȵ ǥȀȭǾȵ Û

 ÛȀǝǟȂƨǟ ȷǠȆȶȲǩ ǦȞȵǠǱ ÛǧǠȆȅǘȶȲȱ ƃȿǼȱǟ ƘɆȆǪȱǟ ȴȆȩ Ûƃȿǻ2012.  

10. ÛǦȲɆǶȭ ǦȲɆǤȹǦɆǶȎȱǟ ǧǠȆȅǘƫǟ Ž ǦȲȵǠȊȱǟ ǥǻɀƨǟ ǥǿǟǻǙ ȨɆǤȖǩ ÛƘɆȆǩ ȳɀȲȝ ȌȎơ ÛǥǿɀȊȺȵ Ƙȡ ƘǪȆǱǠȵ ǥȀȭǾȵ Û

ǿǟɀƫǟ ƘɆȆǩ ȴȆȩÛȀǝǟȂƨǟ ǦȺɆȖȺȆȩ ǦȞȵǠǱ ÛǦɅȀȊǤȱǟ ǻ2009.  

11. ÛɃȀȵǠȞȱǟ ǥǠƱǦɆǶȎȱǟ ǧǠȵǼƪǟ ȨɅɀȆǩ ÛȀǝǟȂƨǟ ÛǥǼȮɆȮȅ ǦȞȵǠǱ ȌȎơ ÛǥǿɀȊȺȵ Ƙȡ ƘǪȆǱǠȵ ǥȀȭǾȵ Û2009.  

12.ȿƘȢȍ ǥǠƱǦɆǶȎȱǟ ǧǠȵǼƪǟ ǥǻɀǱ ȴɆɆȪǩ Û ƘɆȆǩ ȿ ɄȪɆǤȖǩ ǻǠȎǪȩǟ ȌȎơ ÛǥǿɀȊȺȵ Ƙȡ ƘǪȆǱǠȵ ǥȀȭǾȵ Û

 ÛƘɆȆǪȱǟ ȳɀȲȝ ȴȆȩ ÛǧǠȶȚȺƫǟ ÛȀǝǟȂƨǟ ǦȺǩǠǣ ǦȞȵǠǱ2012.  

13.ȸɅǼȱǟ ǿɀȹ Û ȷǠȺȝɀǣǒɎȶȞȱǟ Ǡȑǿ ɂȲȝ ǠȽȀǭǕ ȿ ǧǠȵǼƪǟ ǥǻɀǱ ȴȆȩ ÛȨɅɀȆǩ ȌȎơ ÛǥǿɀȊȺȵ Ƙȡ ƘǪȆǱǠȵ ǥȀȭǾȵ Û

ÛȀǝǟȂƨǟ ǦȲɆȆƫ ǦȞȵǠǱ ÛƘɆȆǪȱǟ ȳɀȲȝ2007.  

14.ȸɅǼȱǟ ǿɀȹ Û ȴǱǿɆȥȀȎƫǟ ǧǠȵǼƪǟ ȨɅɀȆǩ Ž ǰɅȿȀǪȱǟ ǦȅǠɆȅ ǿȿǻơ ÛǥǿɀȊȺȵ Ƙȡ ƘǪȆǱǠȵ ǥȀȭǾȵ ÛǦ ÛȨɅɀȆǩ ȌȎ

 ÛȀǝǟȂƨǟ ǥǼȮɆȮȅ ǦȞȵǠǱ2009.  



ǃƒƾơǚǆ  
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ƕǐƓƴƪǁƐ ƕǐƯƐƥƾǄǐƣǁƐ ƕǐƥƏƐƦƜǁƐ ƕǐƥǋǊǄƜǁƐ  

ǏǄǂƴǁƐ ƘƟƓǁƐǋ ǏǁƑƴǁƐ ǃǐǂƴƗǁƐ ƔƥƐƦǋ  

 ǏƴǄƑƜǁƐ ƦǀƥǄǁƐı  ƕǂǐǄı  

                                         ƕǐƥƑƜƗǁƐ ǋ ƕǐƣƑƬƗƽǗƐ ǃǋǂƴǁƐ ƕǐǂǀƱƥƺ :                                                                             ƥǐǐƨƗǁƐ ǃǋǂƳ

ƫƬƢƗ  :     ƕǐǁƑǄ  

ƗǒǃƓǆ ƭƮƤƙ Ƨǒǒƪƙǃƒ ǅǍǄƵ ǑƼ ƩǈƓƪǒǃ ƖƥƓǌƬ ýǒǈ ƘƓƕǄƱƙǆ Ǉǆư Ɨǆƥǀǆ ƖƧǂƦǆ  

 Ǎǋ Ɠǌǈǆ ƯƧƺǃƒ Ǎ ƖƧƓǆƙƪǙƒ ǉƦǋ ƥƒƥƵƎƕ Ɠǈǆƿ ÜǏƽƬƙƪǆǃƒ ǑƼ Ɨǆƥǀǆǃƒ ƗǒơƮǃƒ ƘƓǆƥƤǃƒ ƖƥǍƞ ƩƓǒƿ ýƞƊ Ǉǆ

 ƗƕƓƞǗƒ ǑƼ ǅǂƙƥƵƓƪǆ Ǎ ǅǂƙǆǋƓƪǆ ǎƥǆ ǏǄƵ ƥǆƙƶǒ ǐƦǃƒ Ǎ ÜǑǆǄƶǃƒ ƚơƕǃƒ ǅƥƤƙ Ǒƙǃƒ ƘƓǈƓǒƕǃƒ ǏǄƵ ýǍƮơǃƒ

 ƗǆǚƵ ƴưǍƕ ƗǄƑƪǕƒ ƴǒǆƞ ǏǄƵ ƗǒƵǍưǍǆ ýǂƕ )x  (ƧƓƙƤǆǃƒ ƗƕƓƞǗƒ ǏǄƵƖ . ǇǍǂƙƪ ǅǂƙƕƓƞƍ ǇƊ ǅǂǃ ƥǌƶƙǈ

ǑǆǄƶǃƒ ƚơƕǃƒ ƯƧƺǃ Ǚƍ ǅƥƤƙƪƙ Ǉǃ Ǎ ÜǇǒƙǄǆƓǂ ƗǒƧƪ Ǎ ƗǒƓǈƵ ýơǆ.  

                                                              ùǒƥǀƙǃƒ Ǎ ƧǂƬǃƒ ýùǂ Ɠǈǆ ǅǂǃ Ǎ   Ƨ  
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Ǘǋƈ :ƕǐƬƢƪ ƖƑǄǋǂƴǄ  

ƧǆƜǁƐ                       : ƧǂƦ         (  )                              ǏƛǈƊ(  )  

ƥǄƴǁƐ:                       ƿƊù Ǉǆ ý30  Ɨǈƪ      (  )                       Ǉǆ30–35  Ɨǈƪ(  )  

                              Ǉǆ36–40  Ɨǈƪ        (  )                     Ǉǆ41–45  Ɨǈƪ(  )  

                              Ǉǆ46–50  Ɨǈƪ         (  )                    Ǉǆ ƧƛùǂƊ50  Ɨǈƪ(  )  

ƕǐǂƏƑƴǁƐ ƕǁƑƟǁƐ       :  

ƵƊùùùù Ɣƨ           (  ) ƜǍƨƙǆ         (  )            ƾǄƱǆ            (  )           ýǆƧƊ(  )  

ǏǄǐǂƴƗǁƐ ǌǋƗƨǄǁƐ:  

ƪǆ ǇǍƥùǎǍƙ              (  ) ǑƱƪǍƙǆ ǍƊ ǑƑƒƥƙƕƒ ǎǍƙƪǆ                              (  ) ǐǍǈƓƛ(  )  

 ǆƓƞùùù Ǒƶ               (  ) ƓǒǄƵ ƘƓƪƒƧƥ             (  )  

 ǍƻƪƗƨǄǁƐ Ǐƺ ƕǄƑƽǕƐ ƔƣǄ:  

 ƗƵƓƪ Ǉǆ ƧƛǂƊ       (  )                      ǅǍǒ Ǉǆ ƧƛǂƊ     (  )                   ƧǌƬ Ǉǆ ƧƛǂƊ(  )  
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ƑǐǆƑƙ :ǍƻƪƗƨǄǁƐ ƹƥƯ ǅǄ ƕǄƣƾǄǁƐ ƕǄƣƢǁƐ ƔƣǋƜ üǋƟ ǍƮƥǄǁƐ ƅƐƥƆ  

ƖƧƓƬƍ ƴưǍƕ Ǉƶǆƙƕ ƗǒǃƓƙǃƒ ƗǄƑƪǕƒ ǏǄƵ ƗƕƓƞǗƓƕ ǅƧǂƙǃƒ ǏƞƧǒ  (  )  ƖƥƵƓƪǆǂ ǁǒƊƧ ƴǆ ƾƽƙƙ Ǒƙǃƒ ƗǈƓƤǃƒ ǑƼ

ǁǈǆ:  

ǅƿƧǃƒƖƧƓùùùùùƕùƶùǃƒƗùùǀùƼƒǍǆǃƒ ƗùƞƧƥ

ƒƥƞ ƾƼƒǍǆƾƼƒǍǆƥǒƓơǆƧǒƹ

ƾƼƒǍǆ

 ƾƼƒǍǆ Ƨǒƹ

ƓƿǚƱƍ  

I.ƗǒƥƓǆƙƵǙƒ: Ɨƿƥ Ǎ ƗǆƥƤǃƒ ǅƥǀǆ ǏǄƵ ƥƓǆƙƵǙƒ ƗƞƧƥ

ƗƕǍǄƱǆǃƒ ƗǆƥƤǄǃ ǉƨƓƞǈƍ  

1Ɩƥƥơǆǃƒ ƥǒƵƒǍǆǃƒ ǑƼ ƗǒơƮǃƒ ƗǆƥƤǃƒ ǅǒƥǀƙƕ ǅƒƨƙǃǙƒ

2 ǍƊ ƭǒƤƬƙǃƒ ǍƊ ƭơƽǃƒ ǑƼ ƇƓƱƤƊ ƚǍƥơ ǅƥƵ

Ɯǚƶǃƒ  

3ƗƽǄƙƤǆ ƘƓƮƮƤƙ ǏǄƵ ǏƽƬƙƪǆǃƒ ƧƼǍƙƙ

4ǏƽƬƙƪǆǃƒ ǑƼ ǇǒǒƑƓƮƤǕƒ Ǎ ƇƓƕƱǕƒ ǑƼ Ɨǀƛ ƥƞǍƙ

5 ƥǒƞ ýǂƬƕ ƗǒƕƱǃƒ ƗǆƥƤǃƒ ǅǒƥǀƙ ǏǄƵ ƭƧơǃƒ ǎƥǆ

ýǍǕƒ ǅƓǀǆǃƒ ǑƼ  

II.ƕǐƨǋǄǂǄǁƐ: ƗǆƥƤǃ ƗǒƥƓǆǃƒ ƧƮƓǈƶǃƒ ǏǄƵ ýǆƙƬƙ Ǒǋ Ǎ

" Ǎ ƗǒơƮǃƒ ƾƼƒƧǆǃƒ Ǎ Ƙƒƥƶǆǃƒ Ǎ ƖƨǌƞǕƒ ÜǑǈƓƕǆǃƒ

ǇǒǄǆƓƶǃƒ ƧǌƲǆ..ƣǃƒ  

6 ƧǌƲǆǃƒ ƗǆƥƤǃƒ ƳǍǈ ƴǆ ǅƇǚƙǒ ǏƽƬƙƪǆǄǃ ǑƞƧƓƤǃƒ

Ɨǆƥǀǆǃƒ  

7 ýǌƪǒ Ǎ ǅƲǈǆ ǑǄƤƒƥ ǅǒǆƮƙ ǏǄƵ ǏƽƬƙƪǆǃƒ ƧƼǍƙ

ƘƓǆƥƤǃƒ Ǒǆƥǀǆ ƴǆ ýƓƮƙǙƒ  

8ƗƑƼƒƥ Ǎ ƖƇƓưǆ ÜƗƽǒƲǈ ÜƗơǒƧǆ ƻƧƹ ƧƼǍƙ

9ƘƓǆƥƤǃƒ ƨƓƙǆƙ ǅƥƵ Ǎ ƗǒƧƒƧǆƙƪǙƓƕ ƗǒƑƓƕƧǌǂǃƒ

ƳƓƱǀǈǙƒ  
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10 ƘƓƞƓơ ƗǒƕǄƙ ǐƧƞƙ ýǂƬƕ ƗǒǍƥǕƒ ƴǆ ƯǒƧǆǃƒ

ýƮƒǍƙǆ  

11ǑƞƧƓƤǃƒ ǅǋƧǌƲǆƕ ƇƓƕƱǕƒ Ǎ ǇǍǄǆƓƶǃƒ Ǒǈƙƶǒ

12ƗǒǃƓƶǃƒ ƖƥǍƞǃƓƕ ǏƽƬƙƪǆǃƒ ýƤƒƥ ƇƒƦƺǃƒ ƨƓƙǆǒ

III.ƕƓƑƜƗƨǗƐ: ƖƥƵƓƪǆǃƒ ǎǍƙƪǆ Ǎ ƨƓƞǈǗƒ ƗƵƧƪ

ýƕƿ Ǉǆ ƥǒƽƙƪǆǄǃ Ɨǆƥǀǆǃƒ ƗǆƥƤǃƒ ǅƥǀǆ  

13 ƗǒơƮǃƒ ǊƙǃƓơ ǇƵ ƯǒƧǆǃƒ ƧƓƕƤƍýǍƋƕ ǙǍƊ

14 Ǎ ƖƥƵƓƪǆǃ ƗơƮǆǃƒ ǑƼ ǇǒǄǆƓƶǄǃ ǅƑƒƥǃƒ ƥƒƥƶƙƪǙƒ

ǏưƧǆǃƒ ƘƓƕǄƱǃ ƗƕƓƞƙƪǙƒ  

15ǏưƧǆǃƒ ƘƒƧƓƪƽƙƪƒ Ǎ ǐǍƓǂƬ ǏǄƵ ƥƧǃƒ ƗƵƧƪ

16 Ƨƒƥǆ ǏǄƵ ǏưƧǆǃƒ ƘƓƞƓǒƙơƒ ǏƽƬƙƪǆǃƒ ǑƱƶƙ

ƗƵƓƪǃƒ  

17ƔƪƓǈǆ Ɨǆƥǀǆǃƒ ƗǒơƮǃƒ ƗǆƥƤǃƒ Ǉǆƛ

IV. ǅƑǄǓƐ)ǅƑǄƮǁƐ(: ǅǒƥǀƙ ǏǄƵ ǇǒǆƑƓǀǃƒ ƘƓǆǍǄƶǆ

ǇƓǆƙƑǙƒ Ǎ Ɨǀƛǃƒ ǅƓǌǄƙƪƒ ǏǄƵ ǅǌƙƧƥƿ Ǎ ƗǆƥƤǃƒ  

18ǇǒǄǆƓƶǃƒ ƴǆ ýǆƓƶƙǃƒ ƥǈƵ Ɨǀƛǃƒ Ǎ ǇƓǆǕƓƕ ƧǍƶƬǃƒ

19 ýơǃ ƾƥƓƮǃƒ ǅƓǆƙǋǙƒ ǏƽƬƙƪǆǃƒ ǑƼ ǇǍǄǆƓƶǃƒ ƧǌƲǒ

ǏưƧǆǃƒ ýǂƓƬǆ  

20 ƖƧƓǌǆƕ ǏƽƬƙƪǆǃƒ ǑƼ ƇƓƕƱǙƒ Ǎ ǇǍǄǆƓƶǃƒ ƴƙǆƙǒ

ƗǒǃƓƵ  

21ƗǒơƮǃƒ ƯǒƧǆǃƒ ƗǃƓơ ƗƶƕƓƙǆ ƗǒƧƒƧǆƙƪƒ

22ƯǒƧǆǃƓƕ ƗƮƓƤǃƒ ƘƓǆǍǄƶǆǄǃ ƗǒƧƪ ǁƓǈǋ
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ǅƿƧǃƒƖƧƓùùùùùƕùƶùǃƒƗùùǀùƼƒǍǆǃƒ ƗùƞƧƥ

ƒƥƞ ƾƼƒǍǆƾƼƒǍǆƥǒƓơǆ Ƨǒƹ

ƾƼƒǍǆ  

 ƾƼƒǍǆ Ƨǒƹ

ƓƿǚƱƍ  

V.ƹƯƑƴƗǁƐ: ýǂƬƕ ǊƙǒƓƵƧ Ǎ ƥǒƽƙƪǆǃƓƕ ƗǒƓǈƶǃƒ ƗƞƧƥ

 ýǍǄơ ƥƓƞǒƍ ǏǄƵ ýǆƶǃƒ Ǎ ǊǄǂƓƬǆƕ ǅƓǆƙǋǙƒ Ǎ ƭƓƤ

 ƗǒƿƒƧ ƗǒǈƓƪǈƍ ƾƧƱƕ Ɠǌǃ  

23Ǌƶǆ ƻƱƓƶƙǃƒ Ǎ ƯǒƧǆǃƒ ƻǍƧƲ Ƨǒƥǀƙ ǅƙǒ

24 ƴǆ ýǆƓƶƙǃƒ ǑƼ ƗƿƒƥƮǃƒ Ǎ ƗơƧǆǃƒ ƟǍƧǃƒ ƥǍƞǍ

ƯǒƧǆǃƒ  

25 ƘǙƓƺƬǈƓƕ ǅƓǆƙǋǙƒ Ǎ ƇƓƺƮǗƒ ǅƙǒ Ǉǆ ƯǒƧǆǃƒ

ǇǒǄǆƓƶǃƒ ýƕƿ  

26ƓǌƼƧƶǒ Ǒƙǃƒ ƗƞǌǄǃƒ Ǎ ƗƺǄǃƓƕ ƯǒƧǆǃƒ ƗƛƥƓơǆ ǅƙƙ

27ǏƽƬƙƪǆǃƒ ǑƼ ƯǒƧǆ ýǂƕ ƗǒƮƤƬǃƒ ƗǒƓǈƶǃƒ ǅƙƙ
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ǦøøȵǠȞȱǟ ǧǠøøɆȖȞƫǟ:

 ɂȲȝ ǦȲɆȵ ǦɅɍȿ ȰȶȊǩ11 ɄȲǣ Ǡȶȭ ǦȦȺȎȵ ǦɆǶȍ ǦȆȅǘȵ:  

05 ɄȲɅ Ǡȶȭ ǦȶȆȪȵ ǦɆǝǠȦȊǪȅǙ ǦɆȵɀȶȝ ǧǠȆȅǘȵ:

ǦȲɆȵ ɃȿɎȢȵ ǦɆǝǠȦȊǪȅǙ ǦɆȵɀȶȞȱǟ ǦȆȅǘƫǟ.

ǦȲɆȵ ȯǠǣɀȕ ǦɆǝǠȦȊǪȅǙ ǦɆȵɀȶȞȱǟ ǦȆȅǘƫǟ.  

ǥɀɆǱȀȥ ǦɆǝǠȦȊǪȅǙ ǦɆȵɀȶȞȱǟ ǦȆȅǘƫǟ.  

ǼɆȞȱǟ ȳɀȢȲȉ ǦɆǝǠȦȊǪȅǙ ǦɆȵɀȶȞȱǟ ǦȆȅǘƫǟ.  

ǦɆȹǠȶǮȞȱǟ Ƀǻǟȿ ǦɆǝǠȦȊǪȅǙ ǦɆȵɀȶȞȱǟ ǦȆȅǘƫǟ.

01 ǦɆȹǠȶǮȞȱǟ Ƀǻǟȿ ǦɆȲȪȞȱǟ ȏǟȀȵɉǟ Ž ǦȎǪƯ ǦɆǝǠȦȊǪȅǙ ǦȆȅǘȵ.

05 ɄȲɅ Ǡȶȭ ǦȶȆȪȵ ǦɅǿǟɀƨǟ ǦǶȎȲȱ ǦɆȵɀȶȝ ǧǠȆȅǘȵ:

ǦȲɆȵ ǦɅǿǟɀƨǟ ǦǶȎȲȱ ǦɆȵɀȶȞȱǟ ǦȆȅǘƫǟ.

ǥɀɆǱȀȥ ǦɅǿǟɀƨǟ ǦǶȎȲȱ ǦɆȵɀȶȞȱǟ ǦȆȅǘƫǟ.

ǼɆȞȱǟ ȳɀȢȲȉ ǦɅǿǟɀƨǟ ǦǶȎȲȱ ǦɆȵɀȶȞȱǟ ǦȆȅǘƫǟ.

ǨȹǠȺǱǠǩ ǦɅǿǟɀƨǟ ǦǶȎȲȱ ǦɆȵɀȶȞȱǟ ǦȆȅǘƫǟ.

 ǒǠȒɆǤȱǟ ƙȝ ǦɅǿǟɀƨǟ ǦǶȎȲȱ ǦɆȵɀȶȞȱǟ ǦȆȅǘƫǟȈɅȀǵǕ.

ǦøøøɅǿǟɀǱ ǦøøɆǶȍ ǦøøȆȅǘȵ Ȱøȭ ǢøȆǵ ȷǠøȮȆȱǟ ȜøɅȁɀǩ:

        ǦȆȅǘƫǟ

ǦȺȆȱǟ  

ǦøøøȲɆȵ  ǥɀøøɆǱȀȥ  ǼøɆȞȱǟ ȳɀøȢȲȉ  ǨøøȹǠȺǱǠǩ  ț.ǡ.ȈøɅȀǵǕ  țɀøøøȶŎǟ  
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