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(124) Holt, David H. & Karen W. Wigginton (2002): international Management, [2""
ed.), Harcourt college publisher's, Inc., Fortworth, P.308

(125) Ivancevich, John M. & others (2008): Organizational Behavior and
Management, {E"‘ ed.), Me¢ Graw —Hill, Inc., New York , p. 38.
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(126) Oakland, John S. (2000): Total Quality Management: text with Cases, (™ ed.),
Butterworth — Heinemann, Oxford , p. 224.
(127) Rue, Leslie w. & Lioyd L. Byars (2005): OP .Cite, P.368.
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John Wiley & Sons, Inc., New York | p.371
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(175) Besterfield, Dale H. & others (1995), op. cite, p.31.
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(178) Summers, Donna C.S. (2005): Quality Management: Creating and sustaining
organizational effectiveness, Pearson education Inc., N_J. p. 93.
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Hill companies, Inc., Boston, p.41.
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(181) Juran, J M. & Frank M. Gryna (1993), op. cite, p. 548.
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Communication of QI teams & activities:

(183) Roa, Ashok & others (1996): Total Quality management: a gross Functional
perspective, John Wiley & Sons, Inc., New York. p.547.
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-212-



ol 13 5 sl iy ) i i Baiall e il e
ookl g Ul Jlaaiisl lagd of Dlaaial 45 ) g0 daal ja

Jraaldi (g p3a3 Al 5 canliall gl ase) jall LGN ) jlaa) a
Pl 5 (L 3fintl Jagall A NS A (e IS 55 0
Alaiaall COSELD JSaall Hiadl 408 5 dpsgsaill Jlac YU

e sl a3 e gl il 5 k6 Ja e LSS i)
Ad g yeall OO 8 aaiill lehn) 5 edlaiaal COSEAN Ol

45 Jlia g Dl glaall o )lad alac) g Aallas g aead Aeall 46K 48 2 )
e sleall dassy A o328

) zlind dadl 5 A88a a5 gl Ol gles alkas (i e

Al pall (33U 1 5 le) 3aY) s el zal o (e Ao sana (SIS Cilina

o Ll el Cilaaa g el 3 a5 O GSan g e slaall Alas JuS]

Baaa Silsa sl Baobe e ) dlgn sanall sl Cilina o p03

153 gad) Cila glaa alid g il gadl (h JwlS3l) L6
Integration between Computers & Quality information Systems:
il Cila slaall (e dadiin 40aS AN LY L3 Jlac V) 5 pae 4al
O Aalaiall JalSS of (g5 paall (o s Al 58548 Ay yhay Leiallae sy
g A Audliall dgal 5o e 55018 ()5S0 Gy 5 8 giall Cila glaal) 538
Gl adas 3ouki jalic aalsagall Glagles adaiaadiy dsallall
U5 Electronic Data processing systems (EDP) <ulilall g-i“s)ﬂw
S (o gmalall QUi Jlasisl ) A8liaYly 3 gadl adas A1 Jlanid
JUA (e L3 205 23 g cdpazalall O i) (e 23] Jloe S dgaids s jlas
9000 5 32¥ 5335l s julae 8 il Dl Cualia Al Gl puadll
Computer lal) saclisey Aileall Clakiiall (e apaall Cilasiul 28

-213-



1A o o Lellaain) &L pbza 8 5S35 Aided Inspection (ACI)
13) Jae B (gAY Gllaall (e 5 58 5iall il slaal) pa & jidly Y AUl
adad lllie apan aad Al ASKH Al Ylas )5S Y HUaill 1a Gl
3352l 3yl

U Gaa Jlad JSU5 5 gall 5 )] aldai cilalla 4 glia 235 S
Lo JwlSEll (e & 53 (383 a5l (0 OIS § 5 pdiall 3 )] gal alill Jagdaill
paii Al aLaill aaf SAPR/3 aUad day 5 82 gall e slas alai 5l sl
Clelhd aen 4 Joae DU Clinhd andy g 5 ikl g S0 Jaal 12a
Cilaasall s Materials  Management 2} s—all 3 313) (e 4t )l e YY)
43ltia 3 Human Resources 42 ! 2 )l 3all 5 Sales & distribution & sl 5
ol :T_Qi .Quality Management 83 32 3 ,12) 5 Plants Maintenance ailaadll
Aabiiall 8 2LudY) aaes cilaliia) A lial DalSie ASua an) Uil 13s
(1860l 13m Lgliny 30 5 gl am (e JalSl 138
:Selection of Software <l JLEa) 7

Cilaslaa (38 2ga g DBy e SN dpae jall o jall (Bodai 85
sl gl & ol 5l Gl i d e gitall Agaa ) o jall o2 5 33 5all
(il sl g Eaall (pa S (g U Lae ectilallaiall  cilaliadd
o= Slaaa &ij-"i e—ﬁi Quality progress Alase i1 JUall i lad
Agaa yll o jadl Coaa a8y A jlaa e )50 S50 sl Jlaw
W PP E

‘Calibration 3 jylaall |

(186) Drechsel, Carl L. (2000): Computer — Integrated Quality Management the
SAPR/3 system, First Gulf international Quality conference Exhibition & workshops,
Quality Beyond 2000: challenges & Opportunities, the Bahrain society of engineers
and the Saudi Arabia Quality council, April, 10-12, P. 518,

-214-



.Capacity studies 3 _yall Sl ja

.Data acquisition <ULl (3l saiul) CluiS)

.Design of experiments ol plasal

.Gage repeatability and Reproducibility (lasall ) S5 5 ZzUSY) sale Y Al

Inspection 3..'91.:.41'!

.Management 3 _l2)1 .

Measurement L}H‘-ﬂ" ;

.Problems Solving S

Quality Assurance Sorsoft ware Glanayll s dailtagalla S5

.development

.Quality costs 32 sadl CallS5.
Reliability 48 53 sall

_Sampling 4ual

.Simulation 3\Slall

.Statistical Methods dbasyy| 3l 4l

Statistical process control 4alaall A0l ax ) 443 )l

.Supplier Quality Assurance 3 gall 33 92 AS 55

.Taguchi techniques “’.&J;.Lj 3l s
.19

.Training n._.g_;..ﬁl!
= Journal of Quality technology 8 gall Lin o) 915 Alaa &yl M8

2
3
4
5
-
-
8
.9
10

11
12

13
14
B &
16
S b )

18

G hall Al il dyna jall Ol shad 33 52l A48 1 4K jaY) Amaal) 3y )k
& s gall 5 SV el 5l (e o S Lellasil (S0 Al 5 dgilan)
(o Olankd da ja CluiS) Ol ghad 5 Jasfiusall 3a0sall Cilalyial) o lElY

anall Jaaiily Baabill Eliud) 5 ) bl g

-215-

{1



Gkl 13615 3 53all o jal) o asa
Janiall Adai g4 jal) (3565 and

A0S (Budai ) e Leoal Aa jaldl CulS 13) L (and |
Alpall 418 Claclie 2387 da jall CuilS 13) Lo s

UiSae i3 S 13) Aalaiall Uiy ae daja S alowasil Al lae A 5o
Aakaidl by saeld das Loy 5 o S 4 jadl CailS 1Y) Lagd ayaas
aoadl Cuaiall elall A8 jaal &5 jlEalL alal)
A5 48 jaal B el (o Lgialaiy il el Cplaatiall Flasdl |
Gkl
Asaliall o gaall 4S5 o gladll 1
AUl Lladl (e @i Gkl o s COIS L
Sl d el aa JalS J<8 e jall (s axe |
LeasS i aal gl A all (e sy Slobll il ol Jhaal o 2
el ) Bl el Ol e o A6lKa jepat ) 28K Dlyall
<l phall 5 Jaadall ALk 53 jea Yl (et Lash o) g daiDlall liiall 3
Jantisall 3 puaiall colallaiall ol @Sl
3 e GBS s o G Aaall e ddadladl)l (S0 4y aaall (3a 4
Al e el e gl As A ol AES e dasl s
G 000 ¢l pa) g5 da jall e Ahilad) GlSa 4y gaall (e 5
(O A DM Qe geda 50 Cuay gl ¢ aal gl
asanal oL A8 ) Apad i) ) ga asan Aajall il Y Larie 6
Sl sacld
and Al aia g canl il e Slase jll dbaill o el Jasd oLl

2
3
4
5
Apdiall a 3all (e B ypiia 4alE a6
"
8
9
0

-216-



dailall s M&PFa{:tﬂm d.qi_,:. (_u.ui 'Lé_:lpﬂ %LALR; Ld.JLi.....a lj.qg
(8) ﬁinjlﬂlc_aﬁl.ﬁQL#jﬁliaﬁ@lj: EMJ]LALAQLM

_{Igﬂh"_‘nl.;_x:*n..q_}._ﬂi 23 g d.d}c.

'l—i-;l 2. Ilr J-—llu-l-h
R T T L el gl sl ) -
Al 5 e g 5l -"1{ ooy _j}d P Correctness Jp2adll

Baama A3y saasall dands Gl e

o A slhall Ay pulall Haliaally jsa Ml dgaS
' Ak ady i
O g psaadl 3 Y1 ) il f cliaa jll Jual)
AdE ) e

Caaall Mae y Qi y aleill 4 pladll 3 ggal
Al il Sl jpuads g

s Lhall LIy 4 yuadl 4y plhall 5y gl
_ _M1 C..AL!_}.:IH
e el el jall el A slaall 3 gl
Baasall ks,

aaZall JUas Luoadl 4y pllaall 3 geall

15 3eall aal e gl ) Jaid 4y glladll o geall
A (e I Sl ) Sldai Ay

Alada (g pal clinkd 3 mali jall Jleaiud 43018
gkl Gl Al ik 5 Jlaa s 4 alls

S AV Al s Al dlasl e 5 a8l

Reliability 43 5 gall
Efficiency 3¢lasll
Integrity JelSall
Usability JlaaiuSl 40l
Maintainability 43laall 4L
Testability 820 4,0l
Flexibility 43 5 al!
Portability Jall 5 Jesdl a sl
Reusability Jeaiu) s3le Y 4 L8l
3 il Jaall e 5l

Interoperability

Sl 55 Jul 5o (8) Al Jsaadl
aigd ) (32 gad) linla) AluY) (e 4a3l Berger: 1986 2 5l 3
SN G pdall (e e glaall  Auiall pailiadl) g zeali sl avaal g 3 ) gall
LSy el Al pall Jlsa (8 OV (A el Q) 0 Y5 el
AR Ll g 85 gl Aaald Cilioa 3

(187) Golin, Daniel (2004): Software Quality Assurance: From theory to
implementation, Pearson education LTD, Harlow, p. 24

-217 -




:Creating new Software 53634 dada Sl (345 M) 8
Joai¥ 5 agill e o Slmall el 8 2l Allusd)
s 225 Software developer i ) )5das 5 User daxiadl (o ALSI)
Gy BAAT IS 2y oY)y didll Hhill dga 5 e Allisall Cilsa il aaine
danl g 3kl Jlna e dainy 4ld ecilamapall p ghail (g oY) 22l e )
sk § 5 e B3 Lale Logale oy (il Ay g8 all ilmna
$23aa s Claxisaall Gy il 1ia 83y aal) ety TFFhil g il
g sl 313 Jana Lo dlaie ¥ diyy Lo 05 8 (ae oAl s Slana il
dal el o2 5 AN JSEIL Slana ) o gdal ol e 4 ) 5 Jardad gy
‘ot
e ) cilallie paad
Sl ) plas aranss 2
R R
Al e ddsladl 4
Oma 2l aialy () Sap 8 Slgaa il s dadl 5l 2 ad) Ll
< phaall (9) ady Jsaad) siaay s Wi saasal) g1 Jal el Juealill
AU 3l 3 550 Jal el ALl

bl 5 ghadl)

alaill Cilillie Clial 3o o
oY) Gl ddas
'EJ.ELA.AH&EIL ™
JJLPJL&L!LIILLLJ_—}le -

Requirements analysis Cldhiall Jala3

- _JLA.“ P:!A...qﬁll Slial e
Uarieall (Lls o
2l s External design > 3l ssaaill 2

eVl sy dhs .

(188) Winkler, Dietmar & etal (2015): Software Quality: Software and Systems
Quality in Distributed and Mobile Environments, Springer, New York,p.245

-218-




pARAA(

A3l apaaill Cilical 5a
Jgadll /aukill ddas
Adaill jlasl ddas

Al araaill dxal ja
allaill i, Cilaal ge

. Internal design 1ala)) aaeadll 3

Syl dnal 5e

a3 L) s
a1 5 jhlie aa
,_,,,l;u..nﬁﬂl. Jf_,.lsiﬂi:u.:.;-.l_}.u

Detailed development (saddll 5 kil 4

LYl
Aaill Ll daal ye

System test sUadll Ll 5

SDF Sibiaae jall 514kt 3ale
Jasiall s
Ll Jibs

. Data Management <l 5 513} 6

Gubll ddas
Glpall Juls

. (Dol syl Gukill 7

. Implementation

UJJ-?-AM M‘ﬂ
Sl il (34 45
Al Jis

- Maintenance Luall §

A Bl 5 ) 90 Sl ghad (9) a2 Jpaad)
Al Jal Ll _si Q‘M_}Mﬁl @yhcnh_ﬁ&-ﬂﬂﬂhﬁ\ (s

At Aabiadl gl il glaall i) A Uil 2l po

A U Gilsaa ) =35 L__Lwl_*..hull: E.nUJ._:ll Py

|
Asall ddad gkt 2
Al dall Glileall Juads 3
bl S 4

Lh

ol 3555
gl auss

o Do o~ o

-219-




rdal) il 3152 48 9
Controlling the Quality of computer software:
JUa geali s ) Lal 81 Joaiaaall (go eclandadll (g paell dpasilly
saraiall Ja g ladll (Bl (g sdan () (pSay Adeall el jdld Llaa) s
O 35l 29 U Gadelie Lo shad i ()5S) Ledie 5 A suladl 50 )l
&y gdad a8 5 3 S Cilaae sl eUlaal 485 ) oS5 0 (San g eladl 3gag
A il yaaliall adaiu) oSa s AICAa oda dgal gal dpass ) el po
Al abiall 48 55 ga 5 33 gl A3 ) Bkl (s (e el sl 028 JAdl
ok Lo pualiall 028 (il y Lg8liES) U8 slad¥) aie e aSUl () S
Al ) A2 jal) o3 Ciagi g iDesign Review arewdll 423l ja ]
laa jall bl |
Sl il asaal Jase o
T .
dal e JAa Slgaapll eldadl aas (0 %60 ) s> el s
#1531 3 3 Dobbins & Others: 1987 22 a3 5 Sllliall 1ad g avenadll
Gsae #5350 a5 631 (10) ad) Jsaal) 3 i Slia jall (o gal

iyl wundl £ g0
_LL\.:M\ - TR o ;;,n.‘._LLJl'I - TR sall AL Design M1
520 3 il glaall 5 il 5 Aaklall el Logic (3hidll
e 048 el Gl ) asecadll sel 8 ae Slulaill ol Syntax < e Y

ol Gaia® | Al Sl sl julace Silllaia o a0
L;_;S.m.ﬂ _;:_I_J'L.J.AHJ E:_,_;.J.EAH 32 all JthAilJ Cale Ll Standards ﬁhﬂjl

aEell 8 B2aaall g glhaall
bl 23150 5 il g ; dalall paadl) g Jlaadual) Data <l
: L il il = Bl | PP R | T Kt
O Lol (5 pa (Al Sila slaall a2 liill 5 ol y u’jf& Interface Jal il

-220 -




Aasaall pe g hlall daall Al jall Jilu el Al ) sile
Code/ Message Return

s Sy gl ) paacaall Aid ae (331 i) il

) = . Comment (3l
f , e g S (BB ) e
| gudlaa ¢ Ly a0 Lus Al clallaa)) sl & il
Sy, ' R Requirements «lalkiall

el aseadll 3 Cglladl il

ol Aalisall gl a8 gl e Aad giall AuaSIl 5 ga )l el p2e el i
Ay S yall Aalleddl 3aa 5 | Performance Improvement

Saaa gl s g1l (10) ) Jsaad)

A5l ¥ Aliay jypaill Alae (o8 HSaa JSy eUadY) yaald aayg
Do 2 3 53l 12 5 Aleall 8\l g gl 5 g5 Le3 S e Y
@ Ailaall £1 531 4335 Dobbins as A5 i
-High — level design Inspection Ig-‘LiJ'l (5 Ginsall 45;1 fl:!-Mﬁ" Z'-l.i.'-"-" Y

Glallie ) Lgiaa 5 218 ) g saaaal olaY) cilalliie (el
Jadi Al 8 o guladl geals ) auca o) Al
‘Lower — level design Inspection w@diiall (5 gimall 53 azaadll dilaa

accuracy 430l Cuas (ya zealls pull Apiasd Hll 3l arasal (jauali
Flexibility b,jﬂ‘_} fault tolerance elasyl gﬂm 5 Reliability :l;ﬁﬁ}ﬂl";
Maintainability 43baall A.L13 5 testability sl 4Ll
.Code Inspection o ) 3-\.4.&-& —

Gaaill g cellaa¥ (pa el dlee (o 28U 2ay Ailaall 028 25
S 73 gl jlial Adad Gl g Auilia Ay 25y & guia gal) mranalll () (e
Age g gall Sllaliall ae AUaall (jlasal

Gy §1Y Al 265 o sy Al Al iy Lasall
Tl 38 e sall ilgna ol

-221 -



‘Documentation Review (386 4aa) ja 2

zal yn JLiaY dleatiisal)l Cile) ja Yl s lalasll e daal yall s3a XSy
128 5 Zalile 482 daa) yall 028 235 V) 3 58 sidll el yall 2 3y 0 gl
£ aohall QA2 G550 el sal sy ksl 33 3
‘Validation of software tests <l ) Q) LIS (e 38230 3

lae ) Al Ol HLSAY) AL daal jo A e cldb il
(e 5 o Glasa ll USRI Qudley: 1988 <aiay
Adleall de giiall x3laill 5 araaill dxal e Gacals Static (S 1Y)
Jlaaiil 5 0 gsilad) zmal ) a—iials Dynamic (#Saal—isa ;A

Sl Ll 5 G gaall alag G JLEAYT Gl 5 )l

:Corrective action system sl Jaadl allai 4

O e pren (3858 (anialy 5 Aalall alid) ALl ae 45L05 12a
gl el Y () yem s (il il Aghang il e
:Configuration Management J=5<3) 5,13} |5

dailly g JiSl 3 o) s pansall asanaill pad Gulall AadiY) aes
Ady Cdadl Gl 5 (e ddlisall Fewll ap0a5 g Caagll Od Sl all
sadiall C3aadll e 458 gall (lasa 5 clgr g8 all e SRl aia g

:Reports on Quality 333 1)\ 10
Aalaa Sl Cila slaall aaalia jalias (e 53 5ol Cila slas adai (3050
Gl Hliayl gl el sl 8 Aalaall ol s il (e Sl ST ) g
o8 1) 8 e sleall o3d Jasiadiy laaall 6o Glly i dgaiadl
A€l lalaall 5 ¢ g Lo gy Bamivaall cilalaad) adais Jia Jaauill 306 )]
JED Leal ya) 5 La L) aey Sl laall 02 aaly ilasall el

-222 -



Sla shaall alas juli g 53 52l ol gal Al ) el A0 Aulay Auulia
O sagall elal g Slaladl ) 4l Aa oy G el Juad) e Sy (63
e 9 (Al Bagall S aniili g Aa sl ibleally Jasi y )l
.Operational Reports LRERAA 2l J

1S aa o s Lo gy cilibaally JLai¥) a s Lisall il 38 sl
Sl siaeal dllaa ) Sl shaall allaill aa jis (puaadll Baiad e pala
O Sy o) Cmnaigall 51 (0 aall Al ) s M* 0 Aaal 5
Jalad Jlaaind 3Say g Aaldl i Jealall e A aalill @S G | gaiiag
S Sall 02a LZEUAJ%U.J@&_@JQ
:Executive Reports Crpdadil) (G puall o)l

_ uh.a\llhe_ndi 3 53 gall Cla glaa uiatll sl lES Jia3
Adlall aalaall Jlaaiw) o laill sds (asali y Aol o JSE) aidla
S oRa I Claal ja (11) a8 sl a5 Gaasll SV aaai
32 gall

bl Silas g Al )l £ g 5a

Cilagsall I A guia 43 41 50 ga) AalSS MHSJJ'-;L_’AJ\J#Hl'

Gyl gt JS gl Jnd‘,mmﬁ ol el duaS - Al aludl 52 gan -
"lem‘«.:-_,m_rﬂb.:l...:mqh .._1_,.11.11 _,I. tLJLlJ}A]]uA‘;MEJSJ.‘!
elaaS)]

Llaeall le by dae Y1 i o) 4 yiall Lpudll - 83 pall ilasall ela¥) -

Led 32a 5 1000 S RIS 5 cibagsal) () Bppacia A0S - | Alaall 33 pal) e -
Ol

Bl idall Cilaa gl e A gie Ay A 4l 53 gl 4alS5 3 gall 83 g -

Badaa AailE - 53 gad)l COISEA -

Baasa AalE - daledl Silaalyl -

Bagall 5 pmda G Cilaal sa (11) a2, Jgaad)
(dala Cle 5 ga ety o glaill ol :.E._E‘t.nL'ﬁ.nJ_q:.a"'l 1_.11 asg
2y .l paials & 50 Cp paall 8 (e 4 sllaall cula gladll o JLiiels

-223 -



e 5 a5 5 e Jany o )il o3 Canpial dpad Bl sl sall Jlaaiad

Quality network 33 saJ) %03 2Uai Smith: 1990 “iay g (9

53 gl e slae JUiia o sl o agiaail) ¢ a5 a8 43b system

Araddll sl g e 4y ) 5ill

53 gl Cilaglna alid duabad S 11

Problems of QIS Implementation:

o Lo 83 sal) Cilaslas ok Bkl Alac (i jiad Al GO o (e

3 8 gia Clilall 028 Gand Allad) adaill L85 58 giall ciliball oy Jalaall )
Gl (3 alaill 038 5 Ay sulad) alaill (85 )8 5ie Lpaany 5 ¢lgad A seun
11a 5 ezl 5 3¥) 5 Jalal) e L adi Leils o2 A geun aalae) a3y Y
B3 5all Cla glas alad 3 Cania 4dais 404y ey Jala

O 5Sis SUlall 38 dgs b lilull ety CleUadll area ol Ladie 2
iy pai e 0 Llae o565 08 (5 AN Clelaill sy 5 il
bl

= asiall (g oyl daai I oAl Al daill Jlasi) catisg of -S4y 3
&) “Loudon, K.C. & J. P. Loudon: 2004 J s (3laial 138 (e 5 dalaiall
Al il s ga g oa il glaall JUi Qi e gl <Y1 jaadll
l caliall Caf gl Lgde Jgumnd) a3y Y Al Addall e clillla
G (3183 Ol Sy e slaall (5 AN Haladll re daaiall e
Glaa¥) caled d o Aakla) bl o3a 5 Jlac ) 8 daliadi y 4lle
0 Ale sk y dagarm g ) )

(189) Osterhage, Wolfgang W. (2009): IT Quality Management, Springer- Verlag
Berlin Heidelberg.

(190) Loudon, Kenneth ¢.& Jane price Loudon (2014): Management information
systems: Managing the digital firm, ( & ed.), Pearson education, Inc., N.J., P.176

-224 -



Jolall Judll
dloLiall dagall dosadll psaall il
7 Old Quality control Tools

dadis

Aodanl) (3835 i 3
(fan ) ) paadll il .
(Aalgll) dpaliny) ALy
29 ol bhia
54k bk

Ayl sl Gilajaall
Caddl) blbaa

h B W N

® 9 =

-225-



-226-




Craldl) Juadl)
ALalid) 5 gall dayall) aaad) il gay)

rdadia ]

oarial g Uiy dglae (el 0088 slol Apliasyl (330 lll aal
S5 Lellaninnl (3% 5aclane il 9of Loals Lasls S350 e a0y 13 Lo g
Caas A yre A (e 2 LBY) G gie pnias Wle o) ) Jglagy ) Sia
o aitall caadl alag) 8 W s daall 555 (s dle 5 ol
iia) ) zruay Aaadlall o34 ey y agall 5 allal saiall Aaa Sl
IS (e LlaaDall Ao gia oy 483 ) Ailan ) 31 phall a5y | jalls
Abstract concepts 32 _yaall axalaall (e Yo 3ilaall 3 1€ dsaal ellac)
Jlasial i ¢ JSaY 5 laall (s o s (33lEadl 028 (pe jaaill aac
Agilan ! O oY) o2a agily soraall Adaadlall il e d5idall JSEY)
JS 4 ) sall g o) 58 s A 00l clidal) Apeal &) o) e 1Y
ae 381 e Jgaasll Giagy 2L dlaal dalisall Cuil all 8 agie
<52 o2y g paiunall (prasailly gl Slag) Ay LSSV (a (S0
A jlaall (3 JalS (S0 Jaafiad 5 (dllad g ddasiny
:Process Flowcharts 4sladl (383 Ll )4 2

Lol Aalaiall cilleall il e o guall ) 3 Jad) jall oda 2ol
(19D ) gail) e andind a5 Al ) el S
028 ALK (g 5 puall ey Apaatt I ALEY) o Glleal) pres aaad |

Ala gl clilay e dadi) i cllaall

splall A Gl G ALl Bagad) Gl gal (ZIEN ¢ Jad) dALLED Bagad) 30) ((1996) (s sUE M (191)
T3 a6 _alal (eliay) 5 5l Aigall ol jasll 38 pa o Sleadll sl AUl ve gl

-227 -



aadisia 5 aoliie JS0 ALY 5 Cililaall 38 auny o
= Al (e 02n0aT (B (A1 £ gda gall sl Crtias Jaall 500
bl 218 Gils jaia 5 A Hll Gile jally dasa ga LaS cdilgill
O Bl Y1 ey G5 5 dladsY) 5 lilaad) aaliill 400l deluall o
Sala jaall g <l i gall g ililaall
Aba s U6 8 Akl S clleall A0l Aas 3 ) Jga ) a
daall (3 i sl (3805 Abee Ay dulead) (365 Ao )l e
Alaall @ o)y agd (8 Laidl 1550 53355 Aledll ia Aol (s
Jaladll 73 g Liae by 5 LeSlE3le 5 Aplaall &) plad aua 5 g Gl
:{192}&ﬁ & 1
ULl aaad Juad) L) asaad 8 sacLuall -
JSURAl jaiaa Al g aads
Aalaall pasdl Juadl) Kl paad
(Jail) 3 558 (yaudds e 58 aaal.
o U (o Aaal) s il sleal) Al 3025 2k la s
o Al ) sa ) Aued Jlaaiily
Odadaadl — Jidl [Jauedl D oalll A7 sl
;wauguhjjﬂﬁlﬁﬁgmjgﬁ1t?LMnLﬁugduhj

dulaall
<>
() s
Aglaad) 385 Ak S A Alaaicaall gall (27) a2 JSE

(192) Heizer, Jay & Barry Render (2001): Principles of operations Management, {4”‘
ed.), prentice — Hall, upper saddle River, N.J., p.

(193) Berenson, Mark L. & David M. Levine (1996): Basic Business statisties:
concepts and applications, prentice — Hall, Inc, N1, p. 667.

-228 -



) Alaall des o AasS (ol JSE) gl 5 Apad) e ) Jeainad
5sdaall O ) jad) (Jokaiasall) dsdaall e ) Jaslins s 8 il ol Aol 30 S
aadiall (35 Hhall can) )l 3a ) e Laiy & el 8 dgleall L350 5 sl
Olaaliy Aleall Ao giiall cail gall ol agdy (a5 35 Ol ke JAY1 e a5
Cras Lo pghad Jainall (e 0 5S Caamy ol palall 2 ga g Sa e ¢ guall
LaS el pall o phai 8 daadiisall Ada jlall ddileall (3855 3k i e dTiaY)
JS O shaall (e dlialas 35k e el sl ) gdal Cma (28) a3 JSAI 3
nJ..A‘a;Mg_lJEL"JJJJ.adLSUH MEJ‘.‘.‘.} o i.;..'u“h..nﬂ u,n:-l_};i éjhde.u
Ol el Ll

el Ol Alaad) (385 Ak A (28) A JSAI

-229-



| gmagiy O3 e 3l 81 ae L A glead) (3825 4L jla ol ellay
o ean g o S Al A el llaall A (e s giiag 5 A leall
@l i ¥ Al Gllalbill sl Cugay (addd gl (Jaad gl cJadasd
Aalldaal s da
L0 e Y Alaall (3805 Ll 8 aladia) 8 5eliSll (5oaadl
920000 BN lald Y
A5l Lghl shad aran glol (e W Ada jlall llad g 48 (o aSUEll |
(sl A JSGy ual 5 e (33 58S
Lo 5 ebuns Aapany i85 xe Jalati Ladie 5o Gaaill Lail ja iiad
CsSs O Jaiag aied csaima Clgland Cila glaall (e 13y 3a el Callady
A ST Alaall 23 54
Alaall 73 gad JSugn Loy Loadd 3ol Lo s A (Say s

:Check sheets (422l all) gaadll ail 8 .3

Lo A e papa S11 A 3O sl sy oty Jonual sl o

iaila] fa sl #1500 sac Gllia 5 Clilall 20 Jﬂuj&;dg_uﬁ”
2ol ) Al peaad Lgi 58 8 Lanan o 53 55 L] “-—*L-Jl-,.t.ﬂ'
L e Lgaaay adifualld iy (o pas Laa 326Y1 e Lgadiiue
Slia g (128 o 4ilinieal g 4daec ] g 4dUla 58 dasy Jsaa 5l Luole 40
e oAl ¢ paaill 5 ACE & 53 paa3 e Lgdan jeaisy 28 443
199 gl 5 A305 AalE gand 3 ¢ ) gaaill 23l 5a

a2l Aaglia 5 32 5al) e 2085l &l gol (gaa) pasdll 23l F il

T3 60 53 i pa o (1996) (s 15 e (194)
Lo ¢l daala 43 jladll A cibasidl g deliaal) B Clubaad) y UG 5 2(1999) s 2eal o ikaas (195)
o

-230 -



g sl s oL a8 A8 yhay J5¥) & Al (3lay e 5 ) ansll 8
il i i e Gl )l (g3400 G885 G gaall 18 ge sl U
190l ) 40 5l L) Gl s il s il
(19D Lalailly 2aa% Gasdll ) 8 Jae A8 Hh Ll
s ailla gl el Joaldi e o el ULl pas (e Caagll aa ]
Aulaall g Slulall g 55548 s
Aanall Caagll 68 5 pasill Lala) o gllaal) JSEN 2as
Lladl g Lginanty L8 5 NS i)l (agi 53 g Leand caal gl Llai saa o
Ll Lilaa Caal
el dlae atie (5 ey g p s oy UL pan 4G o 2as o
Sy A sl (o (580 Cum (35 (0 Aadad o pandll 44l a2
lele bl Jias
oanill Ll e clilyd) Jad
) 5 Sl giall 5 Maa Yl & gaaall slag) 5 pasdll 2l gl
sia aiiai 3 Banaall JSUGAN &sas (sl asill 23l 68 (Jasiud
Jadall Sgady gl )l ST aaady Lad s g e (B-Ball ain 5 ¢ IS
Canill Aaild (<5 Caling ) Adas Dol AUCSal Apailly Lnuiall Sl
o jla Gasill 408 585 o 08y Al @bl g e Talae
oSy e gaall el Cuny Aabill 5 ) g 4 (29) a8 JSEN B LaS Ay

145 a 00 83 e g0 1(2004) (Sl mma s g 13150 oSl (196)
sl gl 38 5e o8 g Jaseda cusllnd¥ (andl (Bl 5 53 g2d) daseda <(2002) (3 al 5 2 sane ol 2l (197)
26 U= 2002/3/28 5 ol 4000 2enal) ila digadall & gauill

-231-



X Aaludl Jas e 585 L T _,Ha_,i

JJSA;“ E:J.h j_;'l_)s:dl
dsadl F 41 g e || ‘H 23
% siall slae) 4 Uas “ 17
Skl g oo la 10|
Soadl o lha ” 15

L

L

L
S & gandll 118

(A1) paad aild (29) 4 JS
Ell_u‘}?! -.l-‘l':'l‘j E..JJJ.:':;.H La._'IL'L..uI:! ‘LJ‘L-J s Ml Al L.]1 L.AJ
@253 Olaall 1as 3 Gaiilee i 3 A5 Capdl adada 5 da pall
Lu.a;.i.“ 443 fs;t.q.r.a::' {.,95 L:.ml..wi -i_;j.; thg}”
:Critical Questions (4algll) daly) dliuy) 4
vl (o e Y Ladie Saaa (;_ALG..“) analanyy| A A3y pla yiiad
o5 328 sl U8 (e p23d O (S Aapny 43yl a5 A il
Ol pa il g ALY (e de sana 7 sday (B ill o s 3) A S oy
Al Al = sl a8 O s dllad) oda 88 (i il
£ janall i g3 1ALl | |
(e alaall La @l sl g dddlall 8 dal i) cllia sl sl
PAiLY AL dUa oS 13l |2
(o) AV 2 5ae e GlS a3 llia 0S5 A 0l sall
T(osall) A 2gae o LS Cuy 35 SUA S0 ol 13l 3

-232-



MJalS J8 Jaall e 438 5ie y ) Aama Y 2l 5ol
Pliadiie dduduall 494 e (NS 13 4
18T la ye S Asiaall (25a2) ) saa sl 5ol
ST (U saall) 3gandl OAS Nalal 5
830y S ) 7 e g Sy Ml ed dde 8 Blicaa Sl (555 &) 1 5ol
Aaall
S 3 sl Ao B Sliaa la o5 ol 1L L6
3lias Lgaal (S5 Al sl sl
ULl sl ol ol ALl o3 = yday 3ol oL8 G da s
LODZY) apanad 3 JIA) 58 5 laial 5 xpea
:Cause & effect diagram V)5 cull bbis 5
daala B MiuY) Kaoru Ishikawa | sSadu) 5 5\S g Uaiul 1953 ale A
ol iy Al JS aileaall aal 8 cpusigall o) T paralic oS 5l
Gahay zrgiall 13 () afie) Caga 680 sl AL () 5580 ) LS Lanie ¢ )3V
228 () pardian 450N 5 | JSu) saelisa LS g il 138 Jiy A 5Y) 5 all
(Hll S aasid Lavie 5 Adiall agilaiil 3 (ol gall caii i 3 43y ykall
) Al S 8 aliaa eyl g 8 s 4aild g aillad Cieadf dLiale
snpaldl o L0050 clatliae cas S bt a i sy AAEK adulis
44y 33 a5 285 Japanese Industry standards AUl dclicall julas (jauia g
meumﬂﬁ
L 350 5all Jal gall 5 30 50)) pailad G A8l w5 Sl ans )
Ji ¢Fishbone diagram ASaudl adac adada L'-ﬂ-‘..' Ll 1 e
228 AN ) aes aady 31y paall ladada fay |0 Jadasa

(198) Noori, Hanud & Russell Radford (1995), op. cite, p. 338.
Zigadll CE/FFA 4ilasall ;5 5l y a8l g cusad) Julad 3 pad (2000) 20l aSall 2 o e 5301 (199)
36 = L'S_Jn'iﬁ'l lia [l A8 o g idl *JQML;H&M

-233 -



et ) ol aaan o A A a8 (30 il Jadasiall 138 aeluy 5 ASAAD
¢ JSEY) ar ol saadl 390 lall gaa) ey Ja dadall s Sl 5 A Gl
AV caudl

AN g el aladt dadasti— |

B3 plati alglh

.jﬁl}hﬂyﬁ'rhﬁh{?,ﬂ] PEJMI
Qhay 3) Y15 sl aladl Jadasiall (1-30) a8 JSE1 6 pealiy
-30) A JSAN 8 ey LS Apulia) A1SG (5 3S sall (5 jaal) 5 gaal)

-234.-



S Gall Glaw) 2333 5 Scrap 32l 32L ) = Aaula) AKa e (@

Lol iy gl 2 yanll (i ) Apaslial) plkaall By e

alae )5 Aol 45 5l (e allae ) 480 ST S alkael) o2 ayaa3

Ahidl 4 jeday LS G A3 Hall (1

(CONLIEN ) plasl) G5 AV 5 sl Jaladia Al

b gaa Sl e g all ol yall UGN 52 ol Apalas 5l 3V iy a3 )
DShkie aca lgaia g

13 By SV Qe gia cpall slafly jladll (e g e ags amy 2
ASaull (g il 3 5mall 5f g2l oy oai ) ahadall ) sae agad

Cain S (g glinS LS 5 )33 A H) Gl jams 5 23385 3
3 gl allae QA5 (Al 5 (pand) Ly e Jiiuse JS0) SO0k
) allae i (g jadll

(75) 32 3 Jlay oS g paall as 5 ) e IS G dea gl 4
Y1138 & gaa ) ool o) 13 o e AYall

Uiy dalise 4o 8 Gl sae W oty s S avaadi 1 35355 5
i Agadia J ghall A gl 3 juia aguad an yy @lldg Lo 80 iy giusdl
poe Talat i) Jagll s pua ) AU (S Ay ¢ pans M) s
Juad s apadill Alae dailie ) oLV 5 )5 iy s JS anl AU
) dallae Lgod LiSay da 0 )

j@;tpj!thdﬁaj;j?x:ggaﬂjlﬁ

e el el g daal Y1 Gl I o) VL of Aslaa 3yl 5 )L3Y 7
BaAll (B a8 IS Ol jlea s il s

5 5l A 53 3300 Ae gane Al 5 Alaall ail gl il 4l LK g

13 e oS3 B aa e ((2002) (Al s 2 seaa il 2200(200)

-235-



.Quality control circle
skl y Gigadl 883 50ae e clinlal AV cadl lalasal g
Aaing Jadadall 138 g LD a40ld La g cilSall Cilalae ¢ (89 gl g Jaasdidll
i Ollaladall o3a 5 JSEY) jaadi dilee 3 gaddia 38 JS daalise o
:mmk;
daliall 33 g (s (o yig ladll Jo g 580 Jalas c,:si - Analysis Caladll |
(Sl (yaseal 5 5elaS o ) gall ST aladiul 5 cdaxsl)
dalis Jg> g g-'-" dasadiall LJJ-:M‘ a (_,\-ﬂlij-“ Lj;i :Elimination ¢L5-1\,“ S
0993 (30 Aasiall (g 8GN ) Aajlaa e
A il 533 o gall Clalaal) Jasaii (4 Standardization azeiill
= 2 )3V (a5 anlad ol Training & Education o) 5 axladll o
Aanan il Cilel) a5 el ) al Mas) ddad]
Y5 unall Jabadie Lgsiay AU all g 23150 ) 8 L3N e Y 5
:{zuz} LA
A 3O bl Augi g alac) 8 (oS yidiall A8IS apanil dllad 31l amy |
g L ol ¥ 5 IS8 Jals J3A (e Jadadiall aus )
Ll slae) 8 S Ll 8 e aladl Coadl cullal alasinl G
il i) ol aial ciliBliall 5 ) gall 510y
LY gl b s e A giall Gl e &5 e seluy o
8 gl g A Mall ol ALASY il gleall Jzadl Lagfi 13 g0y A ladl)
< sl
3l 5 aniaill (341 Hlal pdaiall 5 Culelall S (6 gl Je gl o

A g gl o Jam Aasley Tea S gl Jo G 1(1995) Jis edli A (201)
582 L i alall ddaaalSYI
A70 pa ta‘)s.ﬁ_‘g..u.s':a_.‘}q o 2004) u&LthH;.; i g b2 ‘-J-ﬂdl{l'[}Z}

-236 -



elayl
50 gl S 3 ,dll g J 3l y ahaiddl Jalaill e hdadall seluy
Auleal e U 5005 Leisanl (a8 Canen
DS et e L 40 oK1 ISl aaad die 4eladiul (Sad) (e g
ol Ll 5 Cila glaall Zaild Jaad 3 5891 Cilada LA 541 51l
B3 gl al HaiD Al
G ) ) Cliand aaal 5 Aiagiuall Al aladall 138 ey )
¥ 60l L Liadles
Ladaia aladd il g oL dalaiall el Baddl (pade gana dllia
:[zusygh I
s Y 9 ) Jahadia el Jga clliadla. |
2aall J8 (e S8 5 sl jal) UA (e Aausiall Jal gall ares 2023

S (e 82 gl A B ST 8D i3 (el sall apan Cang
Dbl 8 disall Jal gall

L) (8 5 A 5Y1 A8l Als ya 3 (ol gal) aal Caas o Jaal 1))
OB (e Aliall (s Ul 5 diad Jalja) L peday i aladdl
¢l @ sa ¥ JalS i Jaaddie e Y el Cpuinall (alsSY) ares
Jiial 3 Cada

o) Bl gl 5l 5 A8 (o (e 5 S 825l s (o s
e rdin iy cundaladalgie mih jeaite JO0 Leie yuay
isa gaall
G Al eldaal e o 5dan Y adadall 138 Jha O (e a2 Hl0

38 e sdailialll g dpaigh cleliall 3 pall Jana 55 52 ¢ 31 g cunall Jaaia -(1995) 2 gens smial (203)
7 o= 61995/7/12 - 8 e livall Sha¥ly oo LAY

-237 -



JSUia s o i (550 a3 Y1 5315 o) 0 A8l ki A

CETELEN

Claad) 2ae ity Y g ) Gllabaia e d2all il el
O sSans xitall il Jghag (335 (o8 eUadY il 5 s Jalada L)
Opleaiie (plaladie ) Lebilas cony 1N lilise
oS hdada Al gosiv e b JSI aal g adada (raasi A e
Linaa A5l Ja Jas ) (5052 138 5 dna Jaladll (S ¥ 5 Sina s
Jas

ol ALE ol ge 5 A il o
lasiul e 58 5l (g 5 pall G AV 5 caid) Jatasia ol 2ay
Vsl Ae B e gua e JSU il ladll
ooll AL ol gall g danddl (pa JS 080 o camg Al 03g]
o) ool AL Lelan A1 glae ang Leuald Joniisall (e (9555 Laic
(Ledae Jad) dlay Silaws sl

uanil] ALl Jal gall CaZ3S) _a
Al Ja3 18 49 Jaall Sl jue (e 33adll Cuddl IS 1Y)
Oy (6 sina (A Gl 15 a3 Ol Cang Gaseailly 5N Lo i 13
Tt Gl aaaais Y1y Le il i Jaall saic

s A 5 ) cildaladng aladii) A Cliada. 2

A2 e gheall e ladina o gan 3o S8 Jdle (8 dpaal 2a
el jlgay el i e Aaie YU Joal gl paad ) Agihaic gd e
REDEP
Gilad il SN B gas sl e dpani la sl (g shaiy (1
Apaddll Clelilail)
iy ecula o8 0 5S5 of (Say JSAN gy Jall ALGEN Lloadl) alans

-238 -



A5 Hhall 03gs Leda (8 Y Ja 5 ALl Lladl) s SN
e Ll 3 jaiana 3y gamy AV 5 cunnall Jadadia (s gl shall o Jgla o

Aol aaiiul

aadley Ay e Laebuy 53V ) ldade alasiad ¢ Ulee

Qs g Gada i 3805 ) #Ua3 ) 6 aY)

5 She 3 e a8 O e Lgiilia) Cang Al o) 2 Y1 CaliSs ST

Stad ayie halada e Jgeand) (Sa leil) s llalada (]

o e Lunpes gl i g JSLEAD) U 8 T (50 Cigaa g 130
A]) S8 yae 83 ) 5 Apeadidll Gl Hua (pusa

sed Alaall 5308 Jalai il o A Lol 315 ) Lalaiia vty
sl sl Julad gl (Glival gall) pailiadll Lilasl 4o Jadd ey Y
dalisall CYLadl o501 53 Jan saiolad¥l 8 dalgdl jailiasll
by Aalell Jslall e J gamnlly ZLEY1 OIS (S j2a Aa Sid)
UML) a5 U pia g cangdl of Lails S ageal) (pas

S Gall ALl L) sl Y15 Capall Jaladia Uiy JMA a g
A Jaad AV aay aal gl Leie IS andh o 98y A s Anual
A agal) Cad

53 Jlaaid (39 )b e 5 Sia JSS IV 5 o) Cllaladia i
=Y uSall Jleaial 3a sk (e 5 «JSLEQN s (38 5l ¢80yl 46
.Brain Storming (sl Caasll)

UL e o 9 I3 day g AL AiSaall il Goll sk
Gllalaie Juaniuly s amaaill Jeally sl J8 Alaisall Glast) Gl

(204) Grant, Eugene L. & Richard 5. Leavenworth (1988): Statistical Quality Control,
(6. Ed). Mc Graw-Hill Book Co. Singapore, P. 292.

-239-



Ay y gl Garisd GSadll e 058 Lol 5L dalad s Y15 Casad
(209053 gall yatinall Gppaail) o g 1388 g g yal AL ) JEY) L3
:Pareto Diagram sk bhia 6

Pareto s )y Jadadie ail Lgale (31haiLe o saild ISV 5 dalgll 1Y)
w* 3 Caaa Vilfredo Pareto u—“-h-f;“ L__GJLM'-EY‘ Ja (o f..‘:.é ;7_5:5-11 Diagram
59 Al SVl daal) ( laa 5Ly 55l 8 e audll el B85 0 a5
Lliuls ) ) oy s a8 28 5 cadinall A8 (e lgie ppua ¢ Ja Al S
Qe Al 35 a0 )5 (B s o Jadade aladil s A o (e 5 ,Sdll oda
G el aaall 4 3 3 gaal) e SV dias]) ae b Caps 30l
AagY A gan) A LGN KR e oVl Jadasall 13a 3S 55 NS S
0% gall 3 day juddl il

L 515 bl iy 5 (i a0 3ok il Jalaia

T 100

300

dglall Sl gll duc
)
=

Bidah Gkl gudkll pal it
yidull pi  Bpaall ekl il g2 Baghall

-5 ki (31) B JSAY

(205) Schroeder, Roger G. (1993), Op. Cite, P. 140.
(206) Gardner, Everette S_, JR. (1993): The Spreadsheet Quality Manager, MC Grow,
Hill, Inc., New York, P. 23.

- 240 -



s edSLE) ) sl £ g3l (e orlas bl Gl Jiay o) (S
iaaal Y JSLEA Jad o Sa A€y Jusall 15,5 3 3l

Y
Dlabaiall (gaa) & Dlaall Dlas gl (12) a8 J 2l A edais
N = 2347 (ulaal) 8 )
FIPTRER AT dlaal) Gilaa gl 23 laall Slas gl A
53 gaiall calal) 16 %3.9
Culidll g o all 25 %6.1
5 jRwall a2 3 k) 193 %0468
Cudiall paikall 47 %]11.4
3 jaaall (331 k) 131 %31.8
§ sandll 412 %100

L5 Jabadia 8 Lgaladin) A0S g claliiall (saa) B Alaadl Cilas gl (12) Jaad)
o 1l S5 3 ) Gl bl J gaadl e Dl LS,
Llia yelayy Jaladall ) cliludl ol J55 23 68 jiiwall e (39l
Lol ek g cian 5 0l de il o gaal) 3l Asanl A gy 53150
o Yol a3 o il V5l Lemmndaty 2 585 O cany Al G gl
Boaaall 350kl 8 a3 ey ol )5S ST LGY 5wl e (3 k)
I ZUa3 5 yaaal) (331 hall S 13 Lo gead Lol Lo 3 o g s

oAkl pe (33 hall Lealiad il e J8l mosaald 4dlS
(HODZIEN @l ghaall (385 51 5L Jakada s Al
Sl aas 488 5 Lgia (Saaill Canl gl CDSE a2 A 6¥) 5 ghadd) g
Al e all ol glasll (3858 ghasldl s2 2aaii A0y Lgie

(207) Kume, Hitoshi: (1985): Statistical Methods for Quality Improvement, the
Association for overseas technical scholarship. P. (AOTS), Japan, pp. 19-21.
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-258 -



(g guoglt) 3, | |

LBl dabaial Ayl jualindl (38) ad JSI)
gl CELEESY Al sacluwe 401 e ClEdall ldaia 2y
s yo A AUS I Cipaa gig agaad 850000 310 58 Lgaiia g5 A
JE Jaladall 138 Janiog Letic Loa gead (3 pall o) jiny) Jaylaadll
Al dsad) WLl 8 Liasiy lEBlal) ladadie O 855 O cangy 5 Jlad
§ s gall ol A Zally Ao yall 455Ul Jal sall iy 2 33a3 )

3l
A ud N eyl g g el y 020 ) 2
Y5 o) 8l il ) S5 L8 Jal gall aia g S8 8aclusall 3
ALlsl 5 ) peall dlan) Ciag alhie JSG soaaall ASEL Jal gall Ly ) 4

Y ) 5 A
Jal all 3 5had aaa5 8 3aclisall 5

b5 & ssa JSO e aw O (Says ¢ QlENall blada o

S G 2aa3 O Sy 5 .Box Form (353ia JSG e i Bubble form

-259 -



adatia MUK ol 33 e
11a Leab Jantiaw of (pSay AN Cadl gall 5 £ lia Y e ABY) (a5

ﬁﬂﬁlggbhhhsd1

O (S Y Aaliadl HSaY) G Eall (e § gaia gall (55 Ladic |
Apalill ) 33yl (e 2aa

AL Ja @il ghaal a3l el dgaal e aSlll 25 Leie G

s § a0 Adad) a8 AUSGal) (8 LAl (e a8 la ()9S Ladie o
Al O,

(1D N gyl g < hasll (38 5 ClEall Jaladie puia g ol g

a5 JSy L diflia 215l Allsall gl cdpun I A Sl Caa g
el y Cpaigall 3 BY) U (o Jgia g

W jlaial 5 oo g8 JSy Lgaiia 55 Sl e 3 55 5all L) 23aa3 2
Al S 8 aa) 5 s puia gy G (L JSG 8

i g 6 0l g i A8 A I A S Jga iUl iy 3
s g aall KL (gAY LgiEMal (68, coELyl

zein s agady) Janiadd g ¢y guian JSGI fl Blatinn Gava Sl pua s 4
i Al agast) A 9 el e jama g Lo daleiall BV 5 )
Lo gdady (gt ) (o 5Y) W) 5 o) a8 ¢ 53N oLy ol (e
Allle 5 da 50 e

Ae g gall laladll Apuliall Claal jally bl 5

A L) QL) A8 jae Jal (e ) alaaall Jilas 6

-
" -

(216) Bergman, Bo & Bengt Klefsjo (1994), Op. cit, P. 334,
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(251) Feigenbaum, Armand V. (1991), Op. Cite, P. 160.
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(252) Hayes, Glenne & Harry G. Roming (1982), Op. Cite, P. 447.
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Jiual g Aiall aas (5 Alae 5l s (5508 O Ll s N () Gl 8L
3 9o Juaind sl (AU a5 Jasin O 0Sad 23al) paa (g Lasaas
DRI aga g Jlial 5 Slas 5 (n) (e ddl 50 Al 3 480 (§) D) Silas )
) Aslaall T «Clan 5 (n) (o Adl e Adle 3 Ailaall Cilaa gl 038 (0

pli)=p"(1-p)"" ——
i(n—i)

Loy
O Sus

Al 8480 (1) Aladdl Slas gl 552 s Jladal (i)

(310) Bufla, Elwood, S, and Rakesh K. Sarin (1987), Modern Production / Operations
Management, (8th ed.), John Wiley & sons, New York, P. 420.
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e St aa g ol o Juaia)  p
(Al paa) Al (E Slangll 2e op

¢ 3aY) 3 52 s Jdind 5(n =20) e SH Atial) ana ()5S Laic L
3l a5 5 Jasinsy o (K8 (p< 0,05) e JB1 58 Atledll e
nep (o ddaase adl j <o Jladial Jgaall 4 jedays A0 Adlaall (y S
dgac JSy (p=np) s& Lol Uns sia )5 O3l 5 s A a US
(1) ol (g s Jaws sial dpually < ¢) Jlatinl amy () o uals Dal
(c) 25eadl 5

(p=0,01) 5(n=50)5(c=1)2e p(i<c)=0,910JS 13:J\=a
o et Adaall odgl g pall w558 Jsas (e il pal) aiadll (L8
(26) @8 Jsa ¢ Al J 52l

p=np | 0 1 2 3 4 5 6
0.5 | 0607 | 0.910 | 0.986 | 0.998 | 1.000 | 1.000 | 1. 000
(26) a2, J sl

ddad o) Jlaia) olasY &g 99 Jgaa Jaationy () Sy anliia S8
(27) 835 dsos M saadl 3 LS p I (o AT iy ilsal S Al

p Abaal) Cilaa gl A p=50p P(I<1)
0.005 0.25 0.974
0.01 05 0.910
0.02 1.0 0.736
0.03 1.5 0.558
0.04 2.0 0.406
0.05 25 0.332
0.06 30 0.199
0.07 35 0.137
A(27) At Jasad)
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(Al JSE e Saaall Jandiil) iaie ans g Ol Sy asill 03¢
=13 n=504%c ddaiy;¢(67) A3 A

0.2 =

T T T T T T T
0 0,01 | 0.02 I 0.03 | 0.04 | 0.05 I D.06 I 0,07
0.005 0.015 0.025 0.035 0.045 0.055 0.065 0.075

AcaSH 2 Alaal) Alabl Sl gl |
(67) pdy Jsad)

Glaa 5 %2 (5 59T Al AgaSll J g8 Jlaial (L8 o2 dal) ddady
U8 AQL= 2% J el 33 5l (5 giuna LS 138 (0.736) s Anlad dilase
=1-0.736 = 0.264 5 322l A Sl i d ) yhad ol o Fiaall jdad
0L LTPD= 4% Jeandll (5 sinna gl Alaal) Slas ol o O (2 5 500
B=0406 55 Dlaall Luall J 58 yhas of p Sllginall jlad

333 3 (100) =) (50) 0= Aadl ama 213 ) 13) Siaay 13la Sl
- b Aic Jakia 00 Ll Sl ¢ Ma B 3 48 S a2

n=505 c=1 sy ikl

n=100 5 ¢= 1 4ulill sl

n=50 5 ¢=23aldll il

Gl gise 8 ALl J g8 Jlaial Crusd () gl g J gas Jlaaiuly g
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(ET}PE_JL}JJ-:}MJ ﬂ__,M‘ M\U_lp ma.h;dﬁ&ai.ﬁ};ulnjﬁ.q
Adasll (laia 51 Lagd (29) ¢(28) ady 0¥ 52l Lal (A ¥ ddaall - 5

A4 5 4l
dgleall Cilaa gl Agead _ dglaall Cilda gl A )
" w=100p | p(isi) 5 p=30p | p(is3)
0. 005 0.5 0.910 0. 005 0.25 I
0.01 | 0. 736 0.01 0.5 |0.998
0. 02 2 0. 406 0.02 | 0. 981
0.03 3 0. 199 0.03 1.5 | 0.934
0. 04 4 0. 092 0. 04 2 0. 857
0. 05 5 0. 040 0.05 2.5 |0.758
0. 06 6 0.017 0. 06 3 0. 647
0.07 7 0. 007 0.07 3.5 | 0.537
(28) a2, J sl (29) a2, Jsaad
o A JSE e E3EN Jakadll 03¢d 3 jaaall Jaaliill Ciliiadia (4S5
(68) A3, Jsdll

Jaud Jleis

LSS}

-
LR,
_____
.......

0
o ! o001 | 002 | 003 | 004 | 005 | 005 | 007 |

0005 0.015 0025 0.035 0045 0.055 0.065 0.075
AaS)l 2 Aidaill dalall Sl g1

(68) Jsul
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Sllgiall 5 mitall Hhad B LTPD =%4 Ol s AQL =%2 O Ui
(30) &) Jsaall 8 jedayddie Aas S aae

) dad (o) gial) s (B)igimnal sl
n=50 ,c=1 1-0.736 = 0.264 0.406
n=100,c=1 1-0.406 = 0.594 0.092
n=50 ,c=3 1-0.981 =0.019 0.857

(30) a2 Jsaad)

adds 0S5 (o) el sha s (n) Al aas 320 of Jasdly
ziiall jhad addy (¢) A gl Glaa gl sac 304 H5 () lgiuall Hhaa
(B) dlgindl Hlad 255 (@)

et aall Eﬁ.‘mll e ld Al PEEN u_\l Al PECSRILEIRN Y
Qo iniay (Adaal) B elhadl o ga g ade () j8U) lae laidip
(69) JSEN & jeday Al Aall Adad] Huaal)

0.8

o 1 oot | 002 | oos | ooa | oos | os | o7 |
0005 0015 0025 0035 0.045% 0055 0065 0075

WS B Gl dylall St g1

(69) pi Jslt
JlS) 25100 Aitbae adad] Jsatl) s Jasiow Gy e 5 Sle

a8l el Gy Jais () (s pmall e a1 g a5 (A
Laly 0=0.594 Filall jdad adl j 40Ul A3l daa 88 cllgiuall g miiall
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OS5 n =50 (A Aall aaa Sle 1) 5 B=0.092 () Sllgiusal) Hhad aissy
o o gl jdas (ld (3) (I (1) O A sl Dlas gl 2ae 2l )
o= 0,019 el Hhi paidly Lin g = 0,857

Ladic Juadl ddaall o &3 Laladl) (e (gl 50 algdl J)gadl (ST
AN Adadd) Jiady iiall O oy LTPO = 4% 5 AQL = 2% 05
Lesad O A0l Adasl) Juzady llgiiaal) iy (o) < JE3Y) Al Ll Y
giall e JS Gy o cang Ll Al a5 Al () JBY) el
O(p)5 (o) 5ol ol o llginds

a5 ol s s (B, @, LTPD , AQL) < axdll (saa) ;Uias of LSy
355 SIS iz ity it Aalaal) o W1 sl Lpad 3 Al Adas
- Ml Jidl

Ll e Leabus (o Lo (%1) Jane lalaiall gaa) Ciaa ;Ui
Gilas g Lgaal 1) 4pas) J 58 Jlaial Of e @Y 25 488l day 5 Aslas
LSl J 58 Jlaial 5 0,10 daié (358 (O ana s (%04 G s1) ke Llaa
didaa (s ellals 0,95 O3S O img s dtaal) Slas gl e S8 58 %1 o
Ol Gda il G () a3 sl Akall
P(i<c)=0. 10 e p=0,04 (LTPD ) (1) JsY) Ll
P(i<c)=095W3ic P=0,01 (AQL) (1) Sl
Al A ksl el Slas gl op 0] G

Al (A Aaall Glas gl 22e -
Al giall Cilas gl 22 -

¢ ¢n— Adlise Cle sane a5 LiSa ¢ sl 52 J 5o Jlaadinly

(31) &L dsaall B4 LS il fpla ydll ais i e e au

(311) Noori, Hamid, and Rushell Radford (1995), op. cite, P. 367.
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4lall 4k ¢ jal
(n, ¢) 4el) 4dad p=0.01 p=10.04
p=np pli<c) p=np plisc)
35.1 0.35 0.951 1.4 0.592
95.1 0.95 0.754 38 0.107
80.2 0.80 0.953 3.2 0.380
13522 1.35 0.845 5.4 0.095
2004 2.00 0.947 8.0 0.100
(31) a2y sl

e sita Ol siual DSl J 58 Jlada) (8 o) gl 53 J ga Jlaaiuly g

((32) d sl 8 el =4 5n =200 Al Ao Gaca 5 33 5al)

Agladll Aulaall ilaa gl daasl) J g Jlagal

(p) Asasll KRN0 p (i<4)
0.005 1 0.996
0.01 2 0.947
0.015 3 0.815
0.02 4 0.629
0.025 5 0.441
0.03 6 0.285
0.035 7 0.173
0.04 g 0.100
0.045 9 0.055

(32) a2, s

(70) A8 JSAN 8 dladl) oded Haaall Jpdill aie jedayg
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oa
4 lon
e |
.
¥ oz
® e .08 am 0013 DOr DE7s 0O O) OOIS DO4 O O4s
| Al Adaall Sl gl -
(70) p2, Jsid)
4 LS LTPD, AQL Jay adll e (3l 55 dadaidll ol ol il
(33) ¢d) Jsaad)
AQL.LTPD (n) Alad) a2 (c) Jpshdl (5 gasa
0.01.0.032 330 (3]
0.0075,0.0222 530 7
00050013 1. 100 9
(33) A Jsadl

LTPD, a8 O LaS ¢de juay ol j Adall s (O Jgaadl (e a3l
el e S AQL
Average Outgoing quality :Aill) 3 gl Jara 3-5

(A0Q) 43l Lgaga Jama pabasl e Al Adas 285 ) (S
s gall Janay ¥l o 43Ul 8 pal) Jamal Haa¥l dagll )5S0
i Bk e Lilnall Ll gpa TS (Jimag il o 3ol 5 o0
612) g)

e Al 50 4 slie e Caad G @) 8 lalaiall (gaa) G 2 il
&l e ST Ellia (LS 13LS 3as 5 5000 (e 4l 3a 42aS (ja B 5200

okl ddall 5 oY s clalaadl o dgiluaa) AN (2006) (sl e tese i Leled (312)
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Alaall Glaa gl poes Jasind o adeal y eSl JalS (el dlae Silas
il 8 an 5 s 450 U (n) pas Al sl Ae Uile 13
el a8 433U 80 gall Jara Aalaa (5855 s SDlaa g9 Jasids

(Al J]all e saley)
AOQ = pap(N —n)
N

Allaall () 585 ale) () 523 ) Jla 3 Ll
pap(N —n)
N —(np)—p(1-pa)N —n
aSll Jgd Jladal :pa 0) Sus
Lasll 3 laall Cilas I cp
a8l aas 0N
diall aaa o
IS 1) g AaaSll i pee S Lal 20aSl) yiad 5 pse IS 134
aren Jariad 5 o(AaeS) JalS) 94100 ilaal 2285 Leild 3 58 30 4 S
O s (N) el JalS () 55 Aaie 5 Baga Glaa g3 dlaall Gilaa )
JA 8 Jul bl sl AUl 50 sadl Jase 2305 Aladll Gilas
(71) A

AOQ =

AL Bageedt Jane 2o (AOQI)

ALl agand! Jokas

el Sl g!

(71) a2, Js&lI
MM@UH EJJ_}M J.J.A.A! i_,.;.n%” Lqﬂl L.Ji LAl L_js-sﬂl‘l (= g
P ci.-l 52 3 Average Outgoing Quality limit (AOQL) axUll 32 gall (Jaza
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ddad AUl 5 sl Jane aa Jiay Sllgiusall 50 Aga 5 G (Andall 3550
A 3523 O Camg ai pa aall 1aa O dalaiall G je S 13 T pul) Al
B, o, )l Adall idad &l ydige o A gliall salely a5 clgsa 5e
Jsaall 33 sall Jase 2 223 Aa (LTPD, AQL

dc gitall il gl (i p) Calisse Jlaial Lgal ddiadl Jalas 5 Lay g
Jaza 2255 _sL,.:mjg_h]l:'..AESUEJ_,;. Jaza Leia JS sal () sSad 3o gall e
ol il Al 50 sall Ja¥) o shall Jasall e dtall ddaad oeilall 53 50l
ot Al lad LA 5 il (3515l (gan) 5 Aiilaa sanal) il
llaa) sl g de giiall laall il 4550l 3 ) S ams 3 53a &5 i
B0 skl (gaall L3 Al Glaal) daad il
Acceptance Sampling by Variables :&) sially J g2l) e 4-5

Sl el aaaly 5 <l yaall Ay aailly Uiyl Aial) Jadas Janins
ddie Lol Q138 ozl | daaiall 55 ) jadl A oy plai V15 550 5 J shall
JS 0555 ¢Sl G Ao sana (e A5 B2 5 135 (e Adl 50 A0 gl
b 33 Alae Cilas 3 SO e ST 0 ga g Jlaial @llia LS 13lasaa
- A Bl 3y ST pemds S liai 5 B193,080)

ide A pde JS0 UG Sl delive Gilelaic gaa) 8 e
13 S IS g5 oSl Gl e AaaS (o S S (135) O dilsa
S agal) il 13) 5 Ulaa 05 a8 LS (97) 000 BB sl 05 OIS
=5 oSl gl ) O ol 8l s Aaasl) (55 A les ST A5G e
ddlall &Sl (3 ol je 5LS (2,05) 08 (5 ke ol il adall &y 53l
o2y ol & 1S 100 I8 (e Lei )y o sia 035y A o 5252

(313) Dilworth, James B. (1992), op cite, P. 652
(314) Grant, Eugene L. & Richard S. Leavenworth (1996), op. cite.
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AV (g giana b ATy (e 3 e (95%) a8 Jlaialy Jiiiaw LSl
e e a8l e (95%) O5Sa5 5% Uad J sy s (61 0 =5%
A aa ae (3-8 T A Ladill 02 a5 ol & 1S (100) ] 322l Adail)
e )5 dams sie 58 Al el y p1.6450x = 100 ) p+1.6450x (D)
o 538 Juaialy Ja O cama s Y 538 JBl (6 siane 3 (5585 0l 2 SLS ((97)
10% Uhad J 5 eamss Ll (ol B =109% 0,08 23V (¢ siusas sl (90%)
Jaaaaall ddadill Sl e 05 O s g5l (e (10%) L8 Al

p—1.28cx =97 (1)

Alaill 038 (72) 8 5 JSA a5 5

o= 0.05

a7

§ 1|;u
(72) Js&d
(11) 5 (1) Oiblaal) amad ox= 2.05 Ols ¢ ox=ox/n O L
S

1.645(2.05) 100 = =100 337225 (i}

Jn Vn

128(2.05) 2624
- s O sy = 7y SV 0
u T 17 T (<)

5 () olabad) e cpla y 8l cpia o 55 Al Aall ddad Sy
(n) dad A J ga 51l & jila s (@)
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: 3 ;
100_33?22 :97+2624

-
Jn Jn
100./n — 337225=97./n +2.624

3Vn =599625= n=3995=~4
(wiad (A Jaai (adalaall 3 n =4 Wlaiad 135 n=q 8 el
e JS (e oalST Amy )l laaS o sy Ll By 13 5 = 9831 558
98,31 (3o 5f g sbaw ay V1 S 03g ()5l Jana OIS 1303 el piie
Al (i 5 o g S IS 18] 5 sl Jiis G oy
L38 jaa e aaiad il jasdall J gl e Al jo gl allay
O O o Ly Ly a0 5% Of Ll 6X paianall (5 jlaall ol jai]
Shaee dagle Jlsie W) e 3AY1 w138 1 it (550 ey y 5 g yma
Glas gl A el e ol cilaldll Jama Galad e asy 63 )l
(313 Nl JCal e Cagatll (6 A 5 isladl
el g i g jra (5 luaall il Y 1
Sl JanaS ) @l jlme pass |
el 8 laall s W A puld e 1A Jlme 383 G
e 088 Lay gy g ra b (g k) il a) 2
il JonaS ) Jlme s
Agasll & Alaall s gl dpass il e 1A Jhae a3 G

Statistical Process Control Z:"—J—'l-ﬂ-lﬁ a:Ume ;-J.GJH 6
Sl )8 3% Cua Sl Al J gl Ao Bakaiy Auleal) 5350
A JalS e 4 ga el A0 giliall Al bl Ao ol gall 40aS0 20

(315) Chandra, M. Jeya (2001): statistical Quality control, CRC, LLC,
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bl 51530 53 A 591 ) gl Alaad Tle Alaall (g g 501 138 Jamia 5
5_“11.49aﬁi%‘iJ&ﬁhﬁj‘@!ﬁMJ‘MHﬁw1
Szl ke 8 ) aiudl Le sl oda 8 ) a5 5Ky 5 oz LY
b salall 5 Jaalal) (e Uiy o Sy (o3 Undll) Cavas 8 5 dail) 5 Lgd 8
Ll LYl e 33 gala 4y ) g0 A plie e e i jall e i g AY)
‘[31E}Euj\#11&l¢
G JS A8 alian YA )l 331 )k e Ol 53l Olaa Jeato
LJ‘"@ L'?.JL.qi _.L.i_a.hh_,ﬁ_ﬂ‘).a.liL;:;JJJ&LﬁJ'}”JL’JjJ_ﬂjd_,LJLS
JS 8 el nae i @all 3 Dlaall Glas gl a2 Causd Gliial sl
32 gl 4418 ) Lail Ha Lgloga 40 ) 3 IS )8l (pa Sl aadfid g Basg
o Bl i) Ak 48 jea 3 aalid Ailiaa) 5 Al slaf ey 2a3
Lgaiad Al a3l gal) Jiaiiy dacliva dlac (Y dpuilly 2U5Y1 33 ga (5 siuse
G L Lagd 4 )1 L
a3 3k e Y 50 sad alall (g giiall jdige Aliay dda Al 2a3 ]
W5 eV ) gaa 5 S jall Ladl
lee (ol llSay aiall gaall 555aS Gl 150 dbjlall Cali O
Bagallad st sall (o sluell B3 Adclia
W1H@P@|m|jiﬁlm1hyqdz—hJul?hu &
oA il 13) Lasd aaaty Bagall ggiie polaicargydeli Ll
83asa (Jul 52 _}ﬁi.'jj J\ (:1.‘_;.1.1_‘1;1: Gl jaad) ddrall Gy a8 Gl paill

(316) Schroeder, Roger G. (1993), op. cite, p. 125.
L b e ll.,;;’jﬁ'.‘a:_-.n Jla inruﬁﬂ'“ ﬁhﬂu Eu'u"ﬂ a_lal A1983) l.,ml'....n :'.L__u:'.u Al 38 slana c.“.i s (317)
269
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Ll Loy aainall o+ 30 osbnd (e 40650 Ak 5l JSa dasy
Ll A anii g x + 35 (ol Adall Olelias) 8 Jlay) LS Ciligall Jasias
1Ot ) 4003 )
el puaiall dlaad) 4018 ) hai) A 1.6

Gl yaria gulasl o @l paaiall Llaall 4306 5 Ll ja 3 4008 ) 55
e J8) e (wll g ain 3] Ad g yme Gluld Qi3 Gaaaa
Ol ey Jaiall g3 ) yall A ja5 oo slll 5 g LS W 5 (50l 5 JshllS
Jaladl agaallods Janiwiyg 435 Lagygdasl gdld Hll dgas 455
Lol A a5 Auliiiall bl Leadl (3ubad o (San s Apcalall bl
GO @l ypaiall leal) 448
X-chart & pbaal) i gll il A 1-1-6

Dalaall 5 Aiall anal JSUGa sae Ak jlall oda sl 8 Ligal 55
Gtindl i lill Coled 3 g A8 5 3 gaa g Aleall Jaaal de 5 gl
Qi3 g5 an Aelivall L3 il a g (5585 e Wlle 5 4 slhall cililual

-
L] -

Alaall 5 Ailaall 5 anll S8 (5S35 pall A8all o gan O 1
118 (pania Ol yad jelad a3 Ul g o bl Liay 2255 0l ciliaall G 2
ol Cay ) Cadi€s Y a8y conliall Ca gl 8 Cusiud Y 38 (g )l
S Jae sale )y Adlin) 3 )8 8 Gl i aalally g Ao 4403 )l
Jaaii 5 Al 448 )] a5as e 5 sl clial) 580 L) AiLaYl 1
Y alaall 8 6 38 pall sl liadl dai gl 36 )l 4da jla 5 gaa

(318) Ford Motor Company (1987): Continuing process control and process capability
improvement: a guide to the use of control charts for improving Quality and
productivity for company, Supplier and Dealer Activities | December, p. 10.
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:IIJ 19}';#“-]1

E .
Claxe 2w

SeY Al s UCL=X+A2R
Y AE s LOL=X-A2R
¥5 . Ri
K

R =
Gilall 232 1K 10 Cus
ligall Jalus & sane EXi
Sliall (620 § gana (Ri
Cul 5l Jgan (B are il 1A2
A8 )l 3 gaa (L >15 aman 10685 Al B s Sliell Ayl

:& LS (i u..].hyij Ull:“;”
30
UCL=X+ —
n
30
LCL =X-—
Jn

R-chart =3 4L Clulal 46 J) ki) 3) saall kil A 216
(sl ddie IS0 a3 el ALE ) gaall Jasdus () Li€ay
O Gl e S pia gy (S5 Ao Y Aailll o G i 31
8N ap0a Jhaiiy gaall dda s e 5oV gl e all
G20 030 3y staall b (g 38 pal) Tadll (gaal) s sl
2*ia1Ri

CL=R=

UCL =D4R
[LCL=D3R

(319) Huitson, Alan & Joan Keen (1965): Essentials of Quality Control, Heinemann,

London, p_45
u;h...nhu}.ll e Uil Closs pall g Sy l-.'l_'a."ub‘-“_ﬁl-ﬂguﬁ! (1993) :Zisadl 5l '{37"3)
gih}diz.nth}au*;]'l iy jla
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Gliall 22 (K 0} Can
Sliall (g20 a3 ¥ Ri
Sl il J g2 (83252 90 Cuil 9 1D3, D4

) ) Jgan O e 3 (34) B Jsaall U<

diall aaa X 4\ 4B Jgia R 4da 3 43 390
n A2 =Y D3 =Y D4
3 1,023 0 2575
4 0.729 0 2282
5 0577 0 2115
6 0,483 0 2004
7 0419 0.076 1924
3 0373 0.136 I 864
(34) a2, s

(02D sl dail A g leadl Jae gl it 3 o Rkt (i
R, il ya Gash e glY Llee Chai O (& 2 3 Wl a0
oA yaiud g (Wi glic n =5 anay e 34l ai Al oda el Cingsy X
R, Bl i el (84, slladll Clilull aaes (35) pB) dsaall a5 Adleall

X
ZUY dales L (e Jeaduaily 53 gilal) Cilaal il
(N=20 Al a3 cp = § ddand) t=-=.=-~}.Iﬂlm
" 3l
P Leliaall clliadiall ,{Lu:.n ""‘-‘"‘I'{f-ﬁ""

1 2 3 4 5 6 7 8

1 0.198 | 0.175 | 0201 | 0209 | 0204 0.197 0.034

2 0.224 | 0209 | 0184 | 0225 | 0209 0.210 0.041

3 0.195 | 0.172 | 0204 | 0213 | 0208 0.198 0.041

4 | o0a83 [ o191 [ 0168 [ 0194 | 0202 0.188 0.034

5 0.194 | 0.142 | 0208 | 0226 | 0.188 0.192 0.084

6 | 0212 [ 0238 [ 0219 | 0.198 [ 0230 0.219 0.040

7 J 0179 [ o186 | 0206 | 0170 | 0212 0.191 0.042

(321) Buffa, Elwood S. | and Rakesh k. Sarin (1987) op cite, pp. 403- 404.
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8 0216 0212 0.201 0.196 0224 0.210 0.028
9 (0.221 0.172 (0.201 0.205 (0204 (0.201 (1.049
10 0226 0.184 0187 0.182 0229 0.202 0.047
1§ 0181 0210 0219 0206 | 0.184 (0.200 ().038
2 0.176 0.179 0.206 0.182 0.244 0.197 0.068
13 0217 | 0.199 ().225 0.205 (0208 0211 0.026
14 0.203 0.192 0.203 0.207 0.208 0.203 0.016
15 0243 | 0184 0187 0220 | 0214 (0.210 (0.059
16 0.255 0217 0.200 0231 0214 0.223 0.055
17 0210 | 0226 0187 0.189 | 0.190 (0.200 (0.039
18 0178 0188 0.157 0184 0.162 0.174 0.031
19 0.163 | 0223 0171 0.208 | 0202 (0.193 ().060
20 0218 0.192 0198 0.199 0.199 0.201 0.026
X=0201 R=0.043
(35) a2 Jgaad)
+x &l A 3
0197+ 0210+ 0.198+.....
CL=( 0.201
20
UCL=0.201+(0.577 x 0.043)=0.226
LCL=0201-(0.577x0.043)=0.176
0034 +0041+......
R= { 2D ) =0.043

(73) i JSA A LS X b s ann i of LSy Ul
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0.230 Juatt UCL = 0.227

=LY UCL = 0.226

0.220
3» 0.210
j ;ﬂmmﬂ.zﬂi
~ 0.200 ./ _/ \
3 V swla¥1=0.201

0.190 ’

0.180 Jusli LCL = 0.177

LY LCL=0.,176
0.170 i
05 2 4 6 8 10 12 14 16 18 20

Adsaal) g 4! Aglanll Y ana g E‘Tjﬂ; ads A a3y (73) a8y Jll
il 2y Laldas dle IS8 Luad G ) 4650 ad s i
(LCL =Y A8 )l aa coad o ) (18) Adiall a8 8 aa g 63 jiiane
£ IS 8 sl sl gl s 3 cgan) Jimg il 30 sy s Nl
A6l ds0a 3R, X luas aaig (18) Al Gass AT 3 5x 50

S Jaell (538 yall Jasll 5 Alsedl

X= 3?;6 =202 =L

Jadl | R= 0135? = 0.044

UCL =0202+(0577x0044) = 0227
LCL =0202—-(0577x0044) = 0177

jia.ﬁ;_m_,ui 1¢&5¢uujlxrjt_xuhdn;_uts1.;1 4.;.1.1.15_5

d._h;. ‘-\.?J dl_ﬂllAA.“ Cuils L"n} Lqi I-._LLA.HM .h_:.h:ul ..'U.g.;j‘ J.."..u L‘Ji g EE‘LL'!}”

-417 -



&, o Juzd¥) (e S5 ¢ gl sane Clawd 3 ga g (e p ) o
_{322}@ LS (53 Glaall
‘R 4 A o
(SUS R Ada jlad (g 38 yall Jaddl 5 4418 I 5 gaa uial
(0.034 + 0.041+.......)

20
UCL=2.115x 0.043 =0.0909

LCL=0x0.043=0

(74) A JSAN 3 WS R Ao jla A i
0.100 JaaltUCL = 0.093

h,,,......I.....;"JTInUl::L= 0.091

CL=R=

0.080

Sk

0.260 _ sty
1 1 RrRE0oas

Acead |
&
.
|
I
|

0.040

0.020

T

10 12 14 1
dsall o8
R ada i) Alanall g Apudna) Aglaad) Cifana g 4408 1) 3 gan geda 9 (74) Al JSI

e Gl agas o la ady Y (18) Al (gae O JSED (e a0

Cra adad G sy X A A e b3 Ll Ly elld a2 g R A

138 Jradl 55 pall e ally ddaedll 650 30 a juSaiy RAL A

im0 cimals il S o ) R A iy ol o))

eiignll 6 08k e & ypend)sglaal) (Jimall 336 ol s 5 Aamall 28 0
dalidiinall

s o @

A yill 4 jall Aalaiall ae oy gladlly il idlall g Aaa g paill el S el el S cdaal e
_]EEL;..:L,.}.LJ‘\HH'IJWJ

_418-



e gaa Ol (ia 1agd A8 ) 2 s Alaall i€ 1) 3l Aag
Glee 8 paioga e Ju ey A s 7 )& a8 ST gl saal
o Alaal) (5585 Laaie Wl sl 138 GalayY 2 seal) Ja55 O s g ez Y
9 Al 3 gan e ady el (gaa JS O e 138 A8 e Al
02 4 LS (5 a0 Bleall & 35 o Juat) e Allall 020
silial gall Aulaad) 448 ) il & 2.6

Lad Gaads ) (e 5 ) Sldial sall daleall 446 ) Lol H3 auds
P- chart :4laal) Cilaa gl) dswd A A 1.2-6

s s L) ilas gl Gl a1 (g ¢ A a8l ulaf e daai
) HUial sae Jiia U ge (g 50a3 A0 poaall sl 22 cJla dilas
Alaal) olas sl A Ao HlA A4 ) s e JAaiy Lige (o50a3 Y LAl
AN Y slaall A 5 S jall Jadll

k .
CL=P=M

UCL = P+ 3
LCL=P-3

P(l1-P)
n

& =

Gliall 2ae K o0} dus
Olisall 3 laall Gilas gl # sana 13P;
53 3 90 o gaal UL e de gana LAAT LS (yin ydy 2Rk Ja
ad ) Jaall 81aS cauliia U o g3 24 A 5 A gl Slisall (30 (200) 2
:(36)

{323) Lenz, Hans — Joachim & Peter — Theodor Wilrich (2001): Frontiers in Statistical
Quality Control 6, Physican Verlag Heidelberg , Germany, p. 74

-419 -



dglaal) gl JaY) dsud dlaall Cilas gl a2 z N a9
0. 05 10 |
0. 025 5 2
0. 05 10 3
0. 06 12 4
0. 055 11 5
0. 045 9 6
0. 11 22 7
0 .02 4 ]
0. 06 12 g
012 24 10
0. 105 21 11
0.075 15 12
0. 04 8 13
007 14 14
0. .02 4 15
0. 05 10 lé
0._055 11 17
0. 055 11 I8
0. 13 26 19
0. 065 13 20
0. 05 10 21
0. 045 9 22
0. 055 11 23
0. 06 12 24
204 g saaad
(36) p2 J gl
CL=P= s 0.061
24x200
ol Jﬂ_ﬂﬁlx{l‘}fi'} =06

36P = 3x0017 = 0.051
UCL = 0.061+0051=0.112
LCL = 0061-0051=0010
AUl Aobaal) (38 5 Aolaadl o) Ja¥) A Capus 8
doagall cliamll i / Adlzall Cilaa ol) die= Alaall £13aY) Auus
il la (‘_-"'a" ;\..‘.‘u]_n.n:;}” 1..:1.5_}“ {-..‘1.;3 I:_IL.:I].‘.HM Cails 1) L .h..:“.l:n.ﬂ‘j

- 420 -



S gadl ol 43U ANS) 2085 3) (75) &8 JSGI 8 LS p AL )
Al 2850 5 90s e A83NalL 4a 5l

KT JasttUCL
A (-

-

JaaliLC wluYILCL

LY AL
P Ak A (75) A8 JSid)
25 Al aliall o gl ddads 5 cagaall i uidads Sllia G a3l
Al (L) gole e s diaa Vil Jaadly AeWN 46 ) as e
Giadll L8 ¢ e aulil) o gl 5 el sl kil Aandlls Ll il o3¢
Yiao 5f dana Yoo i oLl Sldaas () 4S5 38 A5 elau) aaas o an
onlas aia gy Amidiadaga i3 Mse ol coalh o 3o 5 G de
o el el el g i S B
(e S
LCLUCL.CL, op. P

244=294-50=26+24= _uic c..ul::ll 5 ikl e gl & Llaall Cilaa gl 2ae
244
200x21
0.058(1—0.058)
op = 200

=0.058

=00165

-421 -



UCL = 0.058+3x0.0165) = 0.108
LCL = 0.058-(3x0.0165) = 0.008

s G AN Clnd oslladl Haaill aSed ddaeal) asill o3
sl A e oSl julaaS OV Lglaatiui g ((A8ais) (ua e
3y M eagaalloda = i dliiee e 5 el 5 13 bl Cliall
et A ha Ml dnae cuwdllin S of Jdad) (e 4dl g pdilall Liles
zis Ol J8 daaai s ) sass O Jslad Daie 5 G gaall duaad dplall
i3 A

O mim 1268 i)l o la A laall caslS 13 sl p dda jla il
a1 5 A6 5 5 saa = Hla & dulaall Cilas gl (e STl dde A
Ll Alial Buind 6l jals e Laa zBY) Llae & ) jlaal 3505
Al 3 gaa e 2 Ciligal) Cus paea O AE N A Alaad) cilS 1)
ot WS g a Aleall & 55 o sl (e Aadl 028 A

o9 835 sl AUl L o3a g ol puiie Al a5 Ladie (81
ZUEY) aaa £ 550 Y %100 Ailae Jasind Ladie bl JS0 5 e licall
28 346 )1 2 gaa 8 ¢ e JS0 Al o saa e 55 136 AT () a g (0
3gaa Gl ¢S JS0 i ¢35 1)) Lal Adiall aaa Jasme bl e 2aa3
Gl sall alle 3 A8LS dagae pand 138 5 e JS) Gl Basaal) 4403 )))
sl
C-chart:4aded) (e Baa g A Gigaad) 230 A& 226

aigd Ledde Apulia dalidl (ja3aa 5 8 o guall 2ae L) ja el
Aalull asas)giasy 8 el Of Jaisall (e Al G gaadl 20y S 000
a8 Al e OsSay (sl sal) asTl) (e € Ada A a5 Bl
A, 3 gaa G Miie 5 g ol e 5 A0 glisa ) gl

-422 -



aa) g e 338 LS50S Al aaa ()5S O s s S el Jasll
02gd (5 38 yall ol 3 446 5 5 gan Caesy Aalall e sasy 8 J8YI e
-l J<all e dda

i . 3 Ci
UCL =C+34JC
LCL=C-3JC
all augll :c ) G
Glell d3e K

Gsaall 2ae @ gane 120
kel Jlia
(37) afL s ¢ AU Jsaadl L3 A0El bl Wwal o G i

el Cilas gll da Al ab) | Al claa gl ae | Al A3
2 11 1 1
1 12 0 2
5 13 3 3
1 14 4 4
3 5 2 5
4 16 2 6
3 17 2 7
5 18 4 8
3 19 2 9
[ 20 6 10
(37) pu Jgaadt
ball g 446 )l 2 gaa (585554 9 Alaall Cilas 5l ST oaall )
;JS.&]'I ‘_,_l: L..F-)SJ‘“‘H
54
EE === 277
20

UCL =27+ 327 =76295
LCL=27-3v27 =22295

_423-



LCL Ol Jia 58 guallad gl jall g conliall aaall of Layg

(76) JSE) 8 LS sl Al jla ()5S 5 (0) o sben O e
7.65 UCL

A
ﬁ AN
//\uv\/ /\W

0.00 LCL
1 15 20
0 5 0 Ll

(76) o, JS&

il ana e ST L (05S0 O Gaa sl all Al ana )
Cul 13 e Aial) 8 JEY) e aal g Uas slagy oLl g cal judall
JS 3 (1) s aall Slas gl 2ae 5085 B e a8 ylaal
dss 51 ) Ban 3200 J3Y) (Ao (5% O caay Aall aaa (8 33a 5200
haall (o QB AN Gedlls 8 (5S5 Al leall Llaall Cilas )

P aas (g5l s Akall paa 2 3y
Gandll Y o gall dlee bl 5 ) sa 5 Llaall (s
5asall bl Caagll 5o 5 o0l 3l il 5 3 ) Slals oy jaiiaall
i O dend ol e lia CuilSH o) g daaia ol oy Slla) ALLA
O U1 5Ulaa¥ g e Uaa S Lains el 1 oY ¢ paiasal) paaill dadone
Saaall o A aahll el gun ol punill Uiasias y cLaa padiiall § (uSlgiaall
oy GlLSESH e Jand 53l (38 JiS56 o 585 f Aakiia gl Ao ans

Ml#id&j%u’.ﬂmﬂ .'i..'l.:;L:l.ua.'l

=2

(324) Grant, Eugene L. & Richard S. Leavenworth (1996), op. cite,.

_424-



‘;Lhi.la.ui Lj._ﬂ_)]g U‘h Jlaall A3 g iL&:\;jLMJ ‘%JLJ.uai Ui_ﬂ‘j JSLEal
BJ g (6 gl ()= E:L: ﬁjﬁhﬁ@ﬁhﬁ_ﬂl.ﬁ:ﬁlﬁj ia.'.}::h.aa}” bkl
i.n:.j...‘a)a.ﬂ '-.'._IL:I....:'IJA'I CEI.J'I '."l: :L‘._IIAAM E_}JE -'.'I.Jw..‘l:..'n.‘.l"j ‘C'L'i:\ﬂ

-425 -



- 426 -




sdine palyll Juadll
d1dg7igolly diluall

Lo sl g Lk g9 Alsnal) iy a3
JaY) g 5 aadl g 7o) zeal .

ALl Aplal) Alual

Al g gall iy 2l
L) A i sall il

L [

4 g gall (B,
A8 o gall g Andudl 45 oIl A g pesall

allsill 4.8 o5 ga
4 55 gall £ 55

- RS B, B R A S

4h i sall Saja3 8k 1

-427 -



_428 -




e a1l Juadl
48 & gal) g Adlsuaall

ac 2 Lgi S (Lgad Dilpcall el o dpanl Cilalaiall (e 5K S
Cll S5 i e b Aa a3 il Canas 3813 Lealy f 5 Lol
0555 A0S CVT 5 Ol jagad (g sl Al Aakiadld sl bl
) (e el audaind Lgd oS clalaiall (o Lo j e Juadl Leailis
Juzad¥) ela¥) 138 5 Ae yuw Lead Jldac i1 Ad glia g dlgillac 3 Cad il
0553 4813 a8 Ml 8 ) clgilana g Ll jaead o ST (305 Ladaiall Jany
Anpaadl) 45 el 03a Lo e (e Jmil 45 paal gioman 5 Ly Sl 5 Wil e
JS 5 eclalaiall 8 lcall Ak g o) )5 40aSH LSS jasy i g
alaatul Culby Laktia Sane J8a5 Al ALl Al Alall pala
Joaadl JSG Lgalga 3855 Capny &l gl olol (et 8 Jlaall asan
O e 185505
s ) ol g Lgakls g9 Allunal) iy 2l |1

Juaiu) oo bl adil) gl Jaadl zdaly (Ll Llpall a5l
Adzilaall Jal (e Lo £ 5850 udad g JUae V) (e 48 511 iS5 ¢ 3y iall
[920) (AT A8 ¢ Agalaiiy) 4BUal) g 5l o

e Bliall o) g AV Al e Llaall ) Gagd dulee Ailualls
il g JUae S a jadi Ladie Lgadla) 5 AV i dlaa )

e sana LedsS cmad 438 dglee aal o] Cnaall 4 sedall Blaall
s Opeainal o 220 ) Le dgm (A Dpuanigh 4l el oY) 5 Gilaall
(0 Ae sane Jai ALalSie 4038 5 4y )lo) dilae (ge 3 ke & i (Qauaigall

(325) Dilworth, James B. (1996), op cite , p. 637.
272 pa e s2aadl s cShalaad) g G 5,030 (2000) S o paiadif326)

-429 -



3 0 5 ol By g aaaiil) g Japlaaill (Jia Ay oY) Ciled ya) 5 il
il il I alaiall &6y yuall Jiluasall ) &) ol JSLERN U
(ot i 5155 ) i il (4 13 Lgmailams 5 o) Aald
Aadiall Jae ) & Gl 5 oY) il ) asan Sl L

Auia G V) calaill s all Jaa il 5 oS 5l gl 5 elid) a2
o) a3 (s 8 il e L i ) S 30 K
Gl aeatll g YY) e dladlaally Leia aliill g Letiallead dlaals CadlSs
Lol 0em goal S5 0 10 Y Al 285 0 03 Agln a4
coRaisll) 5 pandll 5 Jlaiu¥) e Yl 5 (7 all a5 65 pdiue B ) sa
&) ) oy Al gl Jac (g1 ggls dind al pull 038 aa dal I
O aldaall Lsa i 13 3008 o) dslualls sl o cJlaia) 5l e~ Sal) 4
Adpall alall 5ol 58 138 5 dlle 48 5550 13 05

Ji Maintenance Engineer 4lia guliga @L--ﬂnh PLRENPTY KV
e Adadlaall 8 agiil 5'9uie yeasii Maintenance Manager 4lua 5 513
vany by Aals Jae Alla 8 Lgil Ol jagatll y YV g Al
iy ae adladll 4ty a8 Jlle W) & 585 ams Bluall ddiks 5 265 ailiadll
\adasil o la

CM;‘-} @-IA‘)-H L sall Maintainability Ulaall LEN s
C a3l Jamall e (381 54 (g )23 (52 €Mean time to repair (MTTR)
oslia (e Jgmanll gy poaiall (pdd med alg Ga (Ll L 53
B4, 5050

328 8 Alall ) gl day i Sllia

(327) Shafer, Scott & Jack R. Meredith (1998), op.cite , p. 785.
335 U ee 80 B as je (1997 Jeis dilae s o ol (328)

-430 -



s 33323 Jal (e S5 5 Inspection 2(Uiid)) g paadll) Alaal)
o led) Aalall gaa s cdilpall I colanall 5 YY1 5 & il Aala
eball (e 58 FAs A Al oda (5S35 285y jall Jasiiall
AV o) el e Caatl) ) Caagd A0S Alas 55 8 f ¢ Al
il e gl A je (565 O (S el

YY) andati sale ) e i g )l (el (amiali y Service shmeddd)
e in ) Lia g oall 13 i L Llle 5 el 5y 5l Colaadl)
ol 5 Ailaall dlac

¢ 335 ada ) C33g3 5 Preventive Maintenance :4=sB )l lmall =
Zabaill o) yal N Aslall d0lSa) apaaiy e By il 5l (Jlac
lizsa 33aoe daliin dgia ) Jglan (3 g Abiaall (e ¢ o) 130 21y
Badae Jadd el e Ledlagial caal o)) ¢ 5o Lead 2325 Cugay

1.0 s Corrective Maintenance :(w!) ;'—.F.‘DL'-“ E-I‘L.'—'ﬂll .-
s il B D 45555 a8 5 AV Gl g aay ke o) jals
o Anilil) SR (cas) 5 b S A o ST S AN Ld o) Y
38 siall 3 ) pall ApaS 2 paad o LSl Alall Jlaef Ly dads
GOS0 praad peliadll @i g S o S Ailal) 338 OIS LalSs clayiil
Alpall 3 8 Jalie e G 5 Slla S Jilaaly

YY) g 8 aadl g ZaY) gl e L2

ool G 1 Y (DAY 53 seall 5 Z3aY) el 2 0o Cuaall J
G2 L Leaa saae (a5 «Jlae DU Ll Jal ol e

273 G oS3 Gt g e 4(2000) S ¢ seaiall(329)

-431 -



A e daaldll Ja) gl i

GYYL ) S5y Jlae Y Sigaa e daasiindl YV ¢ 5 i
dn e S (5 sS0 sakaall YY) Lol ¢3aaas g 4id Lelae | () ¢S5 Adayuny]l
¢ ) ol UaY! Jhaad 13) 5l 4 jUadl) illaads 13) Jhaai 3 jlandld | Jadaasil
o Aulind) Aagall YY) ga YV e Ul g gl g & el e A
aladin) g oda Liall 3 Cadladl slad¥) y Jlasiua¥! Selas) dagis (Jaali
Ala Gllee 4gle (a1 yi Las 2280 e pueiS duluall g saiaall YY)
Alall e 3a0 lef (ol sic
:daladl (o daalill Jal gl

39y 138 5 8 3 Al Jsall 8 Jalall e daalill Jlacyl i
LS 4] dn sl el 3405 pae 3503 i e ,ill e Laia Y 3L )
sl Jlgal e ddaslaall o) 300 Jalad) Gaso DU GUE 1 (e gl 43Sl
(o ALalSI 480 sy DU (Aila Jale ol A3 Jaadis Jale (LS ¢ g
Jana gL ) ) (5352 Laa (AlalS dilaa Lgiilaa 5 Lguand 5 VYT Juads
YL Ll 3 jaaldl Caaca SIS 5 cJandl e NI (a8 4
231 O daalil) Jal 1l

Aiball Cay Juans jliie] e oY) Je el Joall el 3 LaaSl
Jashll dall 8 (5332 Laa ¢ (JSaY) 538 Lehatiia g Apana e iy e
e 5 el Laig Y g pul) J1aias) s il g pocnall 38 33035 )
¢ gun o ddall o de ) pall dlaall ALAS A j paia g3 4 58 ()1 5 l0Y)
Aall ¢l sl gy s\l
1358511 9 2 sall 8 Aaallll Jal gad)

ALY 5 Lgi¥T aae ol 3l Ao g sLiinall aadiad (o) Giaay a3
o2 B 5S ) il gall Aillae YU o gy 5l 3 5a 3 gall Giamal ag pudll

-432 -



LIS JUie eclaaill 8 5 5l) iy (g ol 3l pall Jaliy 585 a8 AIY) b
11a g b pill iy gile pal ae laa s )l 8 0y 3 pa gy Lenic
Leiibnn CallSs g ALY W jee o g5kl e Wl i asiilly
o) el
(9283 Lj-l" (4 Repair Programs Ehm E—“‘J—.‘ ‘-'—’L:}l“"-n 53 My
3005 Calaay)
Cad g VLA 21ddl Caags il dgadll g YY) Jaind e 3 jas
Gl 5 daliny) A8kl e jdle JS0y i Caagll a5 ZLEY)
sl bia 5 Aalidl 33 52 5 ¢z S3Y
st Jasdl Callsi g Loy ¢ Sla) adlls 485 446 o
Y Gl dndi A4S, ~
o= Leadlal 3l pall ol 33l Jlagu) clolee 3 iyl dE, o
) agadll g oYY
= Al g Jlaiudd Al oYY 8 i) Cllee 4965
Aghliay) ey
s VY il g JIA (oY A uliall A3LY) cllee Jlad)
iy ) Ui Ll 31 yall o) 3a Y1 Gans 51 3) o sllaall )
slha o Las S
DhaYl 55 aall
J 5 edgaliail Glal) any & Aplall Dlall Sl ja) 5% 8
Gl al o2 daady allaillddle 48450 o dhdlaall lue ) 1 pala
overhaul or edSalsalall 5 L jrand (LA (e & jagadll y YY)

(330) Gaither, Norman (1994): production and operations Management, (6th ed.), the
Dryden press, A Harcourt Brace college publisher, p. 818,

-433.-



I 55 yanll ) 5l 58 (el ad o) (Say s Lgadld 23 Replacement
DAY Jaaall 5 Juall ) i,

S8 Oy e 18 G A ad) (S «ga ) pam A
gl o Slabaiall (e HiSH Azl g Jlaall & gan iy 8 A H1 5 jeall
Sy o)) yadall S 5 Jha Ll jagat s LS peadl dalifia Jglan
oda A0 5ll Llpall Cld jal 8 5 galall Coagll 5 W pe 5 gyl Jail)
Uil Lay 5 daidlall pe lE Y1 il Sgan g Qe Y ad g 5
Cremo WAl Coay AW 55 panll (pe 558 g5l Jilaall 5 a8 gill CaullSs
a8 ranl) ol ] Sadd) (e cibiall ilin) i (6 oY)
g Y i3 240 Jla iy 3 e e ST Gl jagadll s OYY) (asdl
e 30al) 5 dagaall A Jadill CallSs 5 Jlall gl 5 CaallSs o ALl
LS (e s ilivuad e Lails (5 55a5 sapall YY) o sl
5_anll )yl 585 Jalaill 85 jaall oda 355 Of (1Say s cdiliaall 5 dLaall
fﬂﬂdﬂaYU
ALldl) Aaliy) dlual) 3

il et dilaia Bk e e pa ol il Gl L aad
Total Productive Maintenance (T.P.M) alalall aalizyl Alally slaall
ey slaneall 3aclll (pe U aa Ul jasl ALLED daliyl Ailecal) Jia
Ll Gl g Jhaa Laaic

Ao ls avlaed il aghas daidie 48K g 3 o) HaY Ca S Ll
3@l ) lall el 8 dakiiall JAlS alasiind (33 )k (e & agadl)

(331) Buffa, Elwood S. & Rakesh K. Sarin (1987): op. cite, p. 385.

3 pana dama ot gad oSyda Jhde Sblaad) g ZIEY1 311 (1999) ke S RS1 ol 2l (4 (332)
499 Ua sl o pill Fpall a6 g g pl gl (Je oy g danl se s )5l

(333) Noori, Hamid & Russell Radford (1995), op cite, p. 354.

-434 -



Jeandl ()l gl Jaiad 4l V1 A 5 pusal) ALl dpalisy) Apall S
Jlaadl (L8 (S <0 (50 )2y Larie 5 ol gl ol e () glany (0]l
(ol e (528 50
g il e a5 ) Y1 Sy g Jani aS pgd

&gl
o all i a3l i) A ol A8 ) dlall Jse | pses el

(bl
| sl 5 Ao s gm0l Joanll e 120 5 clsa gy YV Ailaa

Ayne oy 3l e saaall Dpall g 5l 1aa 5 4y 5l SLSSY

Ay ol Alally Uil L) iy
S50 IS il s 5
Al Gladlayl aas A glie

Aaall Le (a0 g S b i 7 g (530 ) el (30
Aibpaal) 4405 e 2 L) qlally 0 St (e 6 528 A5 ) 4505 )
CSay Y AT laie W AL 5 ol jagaill ad giall e (Jiall 4a8 gial) AakH)
J3 ¥ 3 Al Jee ) dslall ALLaN daliy) Ll Al jaisy o
JSLEA a1y Ly ¢ a1 Jlaall g yad s llas el 69 50
KL TR TREPRVOK 1§ DR USSR ISP F- W IO PRES I WS
Las gl AL aliy) Aball i) Caagll 5 Ol Jagadll o1l Gueaias A
) gl oo o I il g Ll ) il Liaand Ladl 5 Alaall Jaia
A Alledl 35k e (A
5a9ad) duuad x 1Y) BplES x AW 4ujala = & Jagadl) Auleld
_PT-DT TCT QP-D
PT  ACT QP

-435 -



i gill e 3 DT chhaal a3l i PT 1) Cus
8 el o il A S Aleall (5 3) 355l (g kil (e 3l TCT

(L
Aaiiall 4380 QP 55l (Aedll o 3 cACT
l..'_'i_,‘._l.l.“ Jas - D

258 gl gSay 5 AV 3ls Al e ALl a i) Ailgeall Jaat
ALl Gl @l el 8 Adas &l i 3 )

L e Aleld Gaaad Al 5 385 5eY) Slakaiall (e 2l )]
s 138 5 O eadll o3 apiali g aranaidglee e Gl AV 5y )k (e
Aol aa g Al dalad) Laalala STl O gl aaad b daliiall
Alaall 31a5 s Al all ol yal g ol 3aeadill Jlae (e daalill 44 uSall
s of caa @lla ] e gl sanaall cildal Sl (pe aanel) ALLEN 4aa sy
5 jaa ) 55 (g A0l 1 Al Jgans ol A1 JST Blpall by
sl zeal jall ol 5ol (e apaall llia 5 GV Jlae @l Ol 5 ¢ Jlal) o
359 Sl i il 5 Ll cllaliil) 038 ae 8 Al asbasd (S50 5 53 55l
- Al Qi
« JBY) ddtsal) ¢l Allal) Al LGS+ Jla

Slelu (8) 3aal g ¢a gl = (3 ) 5 Drayton @_L..aih aS 3l Jand
Jaa A8 8l il ) i Jasd La gy (360) Al yiady Jae
G 3 i) B clae L) e o815 (s Lesie Jagd LgsYT peluad
Al gl o ady Apallas ol 5 (e Jaady Gibad SV psen
Al JSEN e sanae AY DLl

e allaat Ll ) 55 4S 81 YT (gaay dpaladl il o)
Culbaai s ye JS ()5 (38) ad Jrall (8 LaS ey 55 o JS 5 ya J3YI
ol IS5 Ll 5055 1,9 53 (42) () dass sially rlind S ALY g

-436 -



Y Jaad 5 Gibad o sy S 005 )Y 53 (10) (s AU Jaaall

Juadal) Jdll e cilelud)
0 24-0
0.3 32-35
0.45 40-33
0.25 48-41
(38) a Jssdl
ic sila
adled) . .
& . 2 | Y
Lyl Jadl) Gl ﬁ;““"d::““
Ny P
Gl Jlada) aalss =
Ao | gpaad | OM0E! [ BE
Nt | ad g | PESSR ot
Bk . ' - -, ;
= Al =
alaall Al 2
7 6 5 4 j ) 1
W s,
7200 0 0 0 7200 | o
[.._n':.._.jg}
Al s 40
3600 0 0 0 3600 w0 | ., -
(4=l 16)
A A
2400 0 0 0 u00 | 240 e o4
kel 20)
gl 1 da )
4068 2268 54 03 1800 180 ',Jj e
(el 32)
g4l
5976 4536 108 075=045+03 | 1440 144 FWREL
(A=l d0)
a4
240 5040 120 1=025¢0.75 | 1200 120 Bl
)
(39) a Jssd)

il Y 5310 X (2) 23andl = (3) 2 5aall

-437 -



(4) 2502l X (2) 250al)l = (5) 2 5aall

1Y 59 42 x (5) 25eall = (6) 2.50al

(6) 251 + (3) 35081 = (7) 3300

32 JS (gf) las 5wl dSDladl 8 cplad Y () i i JUS
Y53 (1800) il 5 (180) Lisin iligladll a2 (35S Ml (delos
(42) Al il 8 Lad i U8 (54) 61 (0.3) Sl Jlaial (g sSam s
A0 Aalill 5 (2268) (6 siaall Joial) AISE 0 5 <5 Nl Jall §5Y 5
o o8 Ailuall 518 aa A8 yiall

1Y 52 4068 = 2268 + 1800

A8 il (bl O o ¢ asaV) Al culd Dlgeall Al (ld Sl
G el Jsaall (e aaly 138 5 s 5 SN S5 e ATV 02a
(2400) &5 JBY) oo LGN Dy gl xie Y gally Adlaa ) dall)
A8 g gall iy j23 4

D301 Lgie aBsia 5o Le jlad) o daludl 5 8 ) 48 50 5all s
IS Lt Ll US55 e WS 63 50 Apusis) slas¥) (gaa) a5 i )
Olae (A a sl Aaatiiiall 3aseall Ol jagailld Aalaall asenal s daludl (e
(JUall Japas (Aad Alle 48 45 50 allaTi b ye 5 dall § SYLaTY) 5 Jaill
paiiy § s i) (3 Y uaic gl 4y 5 i Adlall A8 55 pall
Sl s ALY abiadl o aall 2l 5 jaa L Alal) 48 5 5l
Allall L 5 pa Casay laismaual] 38 58 48 g Leanan Sl AL
A8 55 ga 3 g g ad gy (g9 ) L8 e mntl) 85 paiine abud) 33 5a o Lasg
Yipalallods o iV Al alulld ol )il 10 S 3 Lgia dille
4 graall e dllall aluall a8ad (832050 Jaad s dleie a8 sia 5a Lo (30a]
Jlaziaa¥) (b caviaaill & Jilas JSdo 5 L Dalle 438 5 9o (3285 GlSay

-438 -



Asinall Aualiall 5 Laddiall g 01 el g 5 YY) akad s AN 2y il
Ol b elall dania Aliss Y Clilee L8438 5 gall Jand ci gl e
ey

dlall Cooall DA (o Aldia) ase 48 55 sall £ guin g0 ranal il
GBI oy iy JSIYI S 3gal) Ge %50 Gl Caga (Al
S ) laadl 5 5la) ads Lae of 5l 138 (e (5 yal B 8 Allal 5 ¢y il
Ay g ASIY) Ol aeanill y Oolamall 8 5 g sl 50 e Ao gane 2 )
Jua g «DIAL e jall 1agd Cuaiad All g Oliueedl) 34 Suall g il
dc gana yglai () 381952 sle (8 pasaddl g o) o
Advisory Group Reliability a-:!-"_L)jSJ‘?” Sl gl A8 ¢ gal 4y L)
el (g jeal Aptlaca) Jilose sl Al selectronic equipment (AGREE)
iy 289 ¢ Al g Caalatll g 2 K wall 3 gdall g LAY A8 45 sl
Military— 43 Sl 438 &5 sall (o Mil-R el 4y S sl Cili a5l
235 Glaal 4y S uall 3 g 8al) e Ll e 3 ancal 5 Reliability
) sl Laa A 5 gall lgdlaia S1 A) Oilasall y O jagaill sl
e siia dgelinn C¥laa (5 B Sasnl) gl o] (5 he yudl (3o
58l rae Yo 38 53 5al) dusia Camsial

American Society for Quality 331l S 3! Aumanll Caadd 26 g 12a
Dol 48 55 sall (utign Cide N85 (A8 i pall Ausaia =il 306 (ASQ)
:3\S Certified Reliability Engineer

e ) AB) claglihay g 61 puel (gt gy (2 (igeally
AR iy ¥ g clgibina AbiB g L of 5o g dalead) gl alill) Clal Cpmand g
QIS § (Al ) 5 asanalll Azal jo Ao Auadail) UG g G jlaad) (e 5 ol
apdadl) g JCR) £ o g anndill) Aangda ) ABLG) ¢ puadil) g Caddll e

-439 .-



Aadaill €13 B Lay o ilamall Juidl) g A g gall JLuad) Juladg Jiaudal) g
sk e Bkl g A8 juall g A8 5l gall (B ALl Jal gl g g Apaly )
5131 9 131 (el g ananaill g Sl Juladi g A8 o5 gall e glua ol 3 131 g
cchadeal) Blad ALals) 5 5al) A 48 5 pal) grald
i A Led Laeadll Lgtinlh g 3ol N & 4833 gall dabudl )
b Gldhll (gaa) J5a3 Al 3352l Gallad (gaa) A 5 calasiu)
Euin o gy pnil) granall A yo (30 Al oL e gyl il
203 Loy mma IS Jand ) aludl o 0 Wil 30 30 a2
Al 4 Ayl lallall (gas) 48 55 gall Clallaia ¢ LGN osal il
3 Sl alud) (e agily yidia O35S O idald o sill 5 ualeall alull
A8 55 g JSy Lol 48 53 50 (355 O ol 1) (pn g cpealil 55 )
T.QM ALlil 52 all 5 la) &Y e (gaal cl.un
Badaa Chgph Gl gk o il e dadidl 3aa gl 5 )08 A
Quantitative 4-S]l 4.8 53 gall Ca'pad La..aﬂ‘ 3adaadaia s a8 (LA
A Baaaa Cag s i gl of s gl i) Jlaialyy Leils Reliability
Agnlisl yualic Gy i oy peill 138 ey 3l soans i 35 58
ot
Lj,;-‘l-“ Variation =il e e 2ay Lj.:i Probability :JaiaY) A
Calind dalid) oo saa s S8 Jlaial dliay 48 53 gall O e o
8 _yauad Lgilin 3 50 () 555 Lgmidany 5 65 32 Y] Cilaa gll (e g o
5930 Jasa gia Ld (580 Gl gl e gana g Al gl Leilia 5550 5 3
slaa il prasd AN daludl 38 Slay 55 3aad o)) S 13 3Lall
e Gilas gl
0SS Sla f-L-'aei 33 gall alliad s3a) 8 5 Performance :#)3¥) .«

(334) Feigenbaum, Armand V. (1991), op cite, p. 574.

- 440 -



Ll Leama Slee gl Baama digla 5 a5 (o cmy 48 5550 Al
O b lginls J dalall el Juadal 48 65 gall f Ly Time :<89)) .z
A plhal) Wil § Aalul) WIMa a8 O any A i 03 il 2aas
A3 A Baukaill g L Bll Ca g p s el g Conditions s g dal) |2
Aaldl alasiiud e
Cal gl (e g elginda ol Aaludl o) A4S K5 Aaudl Any HY) Jal sall 030
Al 48 5 9o e Raga 0T (o L Ll Jil 5 (0 3330 g pka A 50 L
Dependability Laalaic] alla T Aalill 4 algll 32y jall Apaaladl o)
Lednas Al daciiall 5aa gl (4 5 jaall dmalddlyy (Leal e Cafyad
s Al e B0 g (g8 L el o) e 5,38
LG e 3 555l Jal g2l (77) Ay JSE a5 ‘[335}{{3.11‘9‘113 AN
Alaiey)

ey U8 e 5 sl Jal gl (77) ad, Jo&
‘(3 h e 2aa8 Aadiall saa gl alaie | LE ) (JSEN e Jaad
i 50 Jaadl e Asiall 3as 1) 5538 (1 Reliability ;48 5 9all o
dalee 33 gall Aala Anala 23 Maintainability Alnall Al o
Cilina A pana (il s clgale dblilaal) 13S4) 5 dalidl g dlaal) aca
3331 J8 e Alpall alad) 3 3a3 5 pand ) Aalid) asaad pallad

(335) Bergman, Bo & Bengt Klefsjo (1994), op cite, p.79.

_441 -



B30)y) jaeaill Baraa Cog ks Canig il g (593
e Alpall adati dlac 5 3 Ljﬂ Maintenance Support ;4buall acd o
Adliall 4 gllaall 5 ) gall 2da

A i gall (8 Aiball Ldae a3l e Dluall aea Joy i
CSays Aaladl B 4me kg yd 5 pailas hidl alall isall 8 22300
U Jhasaraadpala ) s Sy LaS Lgia panall g el
e Jin e
g5 105 L g sall gl 5

Ciladall (aa) (e Ll gdie LA ia g choadiall aa ol (e e Lica
TS TN SR N0, [ SO, WL B O O B g B
U e (3l Ay Jlaia¥) 138 Jasi g ¢ 3530 3 Survival Probability
S 13 ¢ Rr) (HUS CES 5 (A 55 gall A

a0 Aadal) 8 daidl Glas gl (5e %90 O i 1263 R(1000) = 0.90
£(1000)=0.10 ¢ 3_aall 3 Juall Juaial o) o €1000 ot Silelis (jaia
i 5 de L 1000 Jaandn 5 538 JOa JL388 Cilaa ) (e Jasd 9410 O 4L_:-ﬂ;"l
Al Adabaal) 35 o lliy (S y F(r) @l IS Ll ol Jdia
300 J s Al

F(r)=1-R(1)

58 a3 )5 a5 5l Life Distribution slasd) s 55 aslall 138 (3laiy
alls 3l dalall @l jaal e dane 48 55 gall cilily GlLa 58 ()
Oanlia (Jie Al Alaa ) 391 kils Gl Ailan) bl olaiiul
Uedigad ¢Lia A ulal 95 5S35 13 Gl i ) g 40 S el Ae il

Sl yliga g (unliay () salgn (AL g ()5 el 5 438 55 gall uniga 5 aracadll

(336) Hayes, Glenn e. & Harry G. Roming (1982): op. cite, p. 426.
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(348) Besterfield, Dale H. (1998). op. cite, p. 394
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Inc., New York, p. 3.
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(405) Fojet, Martin (1995): capturing the customers Voice: How to avoid some common
Pitfalls of performance Quality Measurement, International Journal of Bank
Marketing, Special Issue on Strategies for service Quality, MCB Umiversity press,
vol. 13, NO.6, pp.21-22

(406) Schermerhorn, John R.JR & others (1994), op cite, p.G4.

- 508 -



5 i el O (0Say S sensarions s Y organizing asali y selection
35l LeIMa (e Jailany A Alaall (g 0705 jal) Apully e 13 daiad
45 jlaall dais (5S35 0 5aT (LS (gl 5 400 483l 5 Jlaiy e
e gt (o) (darall Aad giall 53 5l § AS jaall 52 gall (3l 5 il ul8
i) gad aad e gy Cuga (34) a8 JSA 8 saae g LaS 40508
o Al
1clad il 033 5 1Y) 8115 Gy lads5 o 2 A5 3900

Gap 1: between customer's expectation and Management

perceptions of those Expectations:

(6 e vy LS 3 gigerepancies ColaaBlLEll (e B gandll 028 ()5S
D0 daas 5o ga 5L M o ey o S La () gagis Y el Cilalaiall
ALl Aebia L6l JalSH agall adaiall 3 o) (jlags Ao Lin Ll (o
Lgae Apaldll 4 jaill 5 (A YIS jaleaall (e 230 (bl e apilad ol
Sy e 5 eliuall ge YLV 5 dpaidl) Glalia¥) 5 Cuudliall

b AoV B ghadll o 45 gal gy g LN A o La A jea (L 1 e
ialaiall Jand g8 dan als 5 50aal) o2a 2a3 a3 jdie dadd 32 abid
Lo 44 yoa 35 jaaie Lelaad Al 5 i 31 Sy L3 Ciladdll) ansi e 5 )0l8
Ol A gala 83 g3 Saal Ld 5 el 5 S Baasa o) () Layy 0 51 4e 5
nd Apcliiall Clabiall 8 Lgie dgasll Clakiall 8 ST () 55 sauill o2
ol daide jun 4iiiis ae G juadl) Jalay G e (950 285513 JEa) Jass

(407) Amold, Hugh J.& Daniel C. Feldman (1986), op cite, p.241.
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(410) Mc Goldnck, peter J. & Steven J.Greenland (1994): Retailing of Financial services,
Me Graw —Hill book co., London, pp.271-279.
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-522 -



Bl g o 5y bl p L_F::‘“ g“Ml gAMl E.L.'l‘aﬂ‘i (= Subsystem (= 2
sl gl 5o pall o jall ALkl i Jasi yy () (55 aiall ey Aendll
) pUail] Apuiall

alaayl Jie ddlise daul e dae i palic 33 gall s Gaalss
G pdiga g edalia 23N ae) @l danall de gia gall Calaalyl o das il
sl g BT (g laY) ALbail) ey O Sy VLIV 4K G g elaY)
Cilgan 5l 5 5ol 8l (il ks g asan 8 a3 AL Ll i (A jlaal)
Apasall Al 5 A6 55 ol 58 )l 5 Gl (351 5k g il
S i 35 . 5a¥) 038 maaa (g Jeliill e dadlall daa jlall 5 ksl
Aaodll a3a Hlai Aga 5 e 525301 (86) A8
Ae2al) (he (380 2 5gda w
deadll aranal Cliial 5o o
Aardll maaidglac o

dasdll Aagiall 53 gall Aaadll Laleeadl 525l

Aaddl) pdia HEIdga 5 (e 552l (86) Al Jll
dabi Ll o i i ASus pe Jae D M) aa gl ) iy
Jaie JSuGs Leie 3E0uY) (5Say 55888 Ay ol Jilaay yee B3ins g Aliaiie
e el o casg Jald Jabs Atie a5 Jlae Y e 2ay
Jlaal) 138 3 aaly o3 Jelall ) all | ka5 daaall 53 g Aalaiall )l il
Ol Slllalie el ) ) J sea 5l (10 4380 (5311
sl yiy ol i adile o a3 ddieline @l ja 4ual paal 1aa

-523 -



AW Haal aas daglie g claall 1agy Alaiall il ) gall 5 ) Sl (e 220
Jzadl e oy il g g SIY) Cilea Al il aladl g el gladl)
Gy YA e claaall s g Ol -8 A allal) il jladl
Aaliall 4a) 53y Jand) 13 ALl 4 )Ll de ganay Dlaiu¥) Liadl (Sadll
3 ) gall (pa g Lgaad s 58 g tall 35 podill 3 ) sall (e Bl WY AIS S o 5l
o Al A S e L) agall e dlld a2y 5 de gitall 4a sl
ey Y1 AS e Jae Y e Led G ey
14 juaal) Claddd) 53 gad) dalge 7

Ol Al wlakiiall 8 Sleaddl 3s gl Zalill Souladll ezl
a0 g o puaall Lilall 3 5101 Jo8 s aacd g daadd) 30 ga Al
aiase zeal el 5 Aendd) 80 5 Sl g Calaal ae Sl
s 5 (il gall aca g ¢l shusal) maea e Bk 2asall e il
3o 58y g3 shas A 53 ¢ paiunall (ppasal (3l b pglal jHl (o
A8y ygdai o agias ol Gy cagilaladl gl g cdeaddl 33 gal 3l
Ruat PVEUA I DREN | PP

s 5a daalle Ganlie g g dadis Claadll 83 5o Al o draal jelsis
Aalla) Al e dalital) dadaial) 5el6S 5 ool Lgudad e iy 3252l
oadiy g adle (gdtall i gl L8 Alle 30 ga 1D dead Alldacly () g ) L )l
e L s s Ulaa s pmiall g g 5ill 488 J3A (e cdallall Clinal sl
sl g Adatal) A0 NS e elaY) (5 ghna e ddadladll 45 ) paiul
53S0 s A abiiall A gl Ayl g A oY) alaidl e 5 et

Al jo) A paall Aasdll Bagay cu ) ASud Cun ARl Add e Luaal (2005) = coeall (429)
A0 227 Lo e e 83 o pa e oA
(430) Domingo, Rene T. (1997): Implementing total quality in Banking, RTDonline.
Com, P.1.

-524 -



BV )l yeae 33023l 535 a seiad BaulusY)
O daadll 3o gl sl py 352 53 55 g Aganl e a2 iy

Gz O S A Sladl g OISR Lealiii) cadli o Caag ilalaidll

63 Caiad (pSaall ¢y ay Aol gall Lt 8 3 anill 83 g pral oy (Bakss

o5aY) Uany (ol (33 4l (e Ciliall y IS

o) Aila) alaiaal g cpallall Gaiagioall Gl N5 3 ) wass slgd gl
o i aad Cpll il 3l g ddlial) cilalaiall (il

Gloaadl araa w33 JMA o s Slalhaie F Ll 5 (3ae paad gl g
pelaliia) 5 agil ) geal g AL Glad 5 e i jaill AalaY

a3aa5 5 edga jall COlaladll Aaali e il 3l 5 dalsiall QBN A (LgANG
ol glaall Apiliall jaliall

3l gl asaad g celal) b gl dpaail Ll Jilas lgast 5
ae A8l Jalatll e sl 4008 44 jua dalaie (o o any
S0 23 g1 ok (n Ly (0 (il 30 il o o 5 Lopuilin
Addaiall Apilly (o jra e

A seie Anl () Leran o3 ) Adlaa ) GlULL dea S ALl gl g
Sl i sl egd Blatu) 5 Sy Lalaiall Ay il
el Jadas g calaaYi

iaxall 53 g2 i Y (L5 Aalaiadly )53l 48Dl aniisole) -Wa AT
A8 Sy () cang 4l LS dakiall sl 5 Cilillad aas Ganaly
Aslaziioe aa

e s S 5204 aadl e sl aladl spala 2ae (1997) Awal) wi aall dadl Al (431)
66-33

-525-



- 526 -




yiie paluadl Juadll

dloLiadl dagall dadgall slas¥l

-

dadia ]

Sagall 4 sall a2

Al 93 Al Glda) ga () Aaladl 5 5eh L3
(el g Ciliaa) gall 4l gal) dalidall 2l 4
9000 532%) Adulu 5

14000 352%) Aol .6

Oalladl £ 9 A Aagl 3u) 7

9y Aaliia g Analladl 5 ladll Aaliia (s 4B 8
Bigadl Al 9



- 528 -




s alad) Juadl)
ALaLil) 33 gall 40 gal) Al

1dadia |

i) o AL 83 5l 30l Lgale 35 5 ) 58S (gaa) o
Aalaiall slaa A lds paiin o sy | Continuous Improvement jaissall
el S5 (a5 (A sl Lgtan 30l )5 Ll ) Sl )5 Dlala plill Caagy
G B )5l g« pal) oda dadiiall Cland 5l (38a3 ST
s Ll gl lial o e (sl i of g g sl
International  (seltall § Clial gall 40 gall A_adaiall (L8 s de goiia gall
Olasa g 28 il oUkas 4 0ay 223 Al organization for standardization (ISO)
o 53 Al ALaLl) 83 5l 5 ) ala (Gaadally el sl Jid3 g Sl 5 33 5l
Al all Al @l Clial gall Aliddis pfiady (o paiusall ysaill g Grussdll e
Ay dy ) pas A el clalaiall 4l Aala aal I3 IS0 9000
Gl Dlaliial dli Coagy aainalill (e 4y gl delisall (6 gianay #1852
oLl g ulgndly 85! 31530 ol o iy gt Y Al
Clabkialldales ) puin joiiad LaS 7 jLad)l Al &l pliall diaa 3aly
5Y) e s e Nl agl) 8 (sl (e diiad Gl (Say Lal @lld 5 dpansll
doeliall Clahiall & Galelal) psan (o o L eyl 5 Jlaal 5
il il Al Gk ) acadl bl g sl Uil dpanall
Lelalads o (Say W Ak 58 5 5 juim g 5S 038 A 5l
53 sl Al gall Say) 2

_aill 5 (351 3 (0 508 Lalaial 5 A8 Jing 3 52l ¢ suim 54 )
patad A S 50 sall da g )l () 5STu paall gl (3 gl 8 45l

-529.-



Cae JS (gl (oS Eaaan ih'_:l...’ajl.ial'lg.é.g.mgl‘)ﬂ u.g‘l.;.f)"l{__’.hwi
oed OiSlgianall 5 Cpailall 5 40 adll g A laadl Jlady e 5 sall y aaiiall
Lo dalid Al gaia 30 g2 U oSl & yidia

i g e e Juadl 3350l 2o 8 el Y izl G el
A gall A alaiall Camia g 288 A 050 st A8 Clial g Al Lgie
1o acsad g Al gall Lpuddll Clia) salls aradie 44 50 Adalaia b el 9000
A 5l S aaf sas o Li€ay 5 Apaal @l i) gall Aua gall lisis sall o
;HEAEdl
International Competition Dimension f@.ﬂ-‘” Andliall 2ad 142

L;.iﬁ g.ﬂ _ﬁﬁ.m ‘JL:_“ CU:;.J' g."dl EQJL.@'EYHJ a.mL‘}mh i."_l‘i_).giﬂl O
5S¢ il 133 (5 gas (8 508 Ay ) Al bl Jals 53
Alg LJ. N 4’"::' (a9 ﬁ..._.ﬁu'l:_:\.'ﬂ‘ Y Leai™ @Lﬁdl unhn&’. o Al CARES

- L Syl 5 clalaial
U o L e Lallasy eluzme T Y 50 L oS ra Jpall pams Jpn
T e At

Aaniall gl ZUSY1 3 jue dgal gal ZUY1 3590 () il

bl 3l 3 90 J gl (Juli5 5 jala 3 ylisal 0 geall80h ) 7

Al o 8l & ikl Jaadl ) daladl dga) go Ciag gl By o

O A jladall A8@l) ol gadl daddl Anliaall JSUGL dgal 50 o
Jsall

(osall Osladll g VLAY ) s el daladl

i i L el y il Baaeiall Syl g Gl Y kel
Sl oLl

-530 -



Al a5l pasds -
A sl 4 el Clidl gall 223 222
International Standard Specifications Dimension:

3) 6 sadl Galhaill Ao U e A jlmall il Cliia) gall pusss
Al sal) (31 gl 8 dudliall 1855 ) Clalaiall 5 <ilS a0 A6S e cang
038 (e S ok a8l Cliaal gall 02 ae Lgalu g Lellac (331 535
Ugo JS gl ae s Adsall (3l gl A Jelil] pilae Jad 3 S Glial sall
Apalle Ay e Glinal so dllia o V) dlgy Aalal) Al Lilioal 5e
Gl gl @l ad s Jsal) (3 sl 3 (S Hliiall pas o (Bakai s 5e
39 g elaill ) Ledl jad g Aaliaall 4 e gal) ac) silly Jalis W1 e 203U
A s A5 5l Al i) 5a 2505 0o Y Al Cliea) sall dasa
Al lial 5o 33y Juiad¥) a 4ls (288 5 4y gl LA A ol
el e ik A s Bdlle

302 () RS A saa gall Ciliial gall 0da & ) gdad sl
oY ol AN Slaie Y1 eSay 5 ¢ dgad) (g gl e 3Ll 9000
e 3okae L) 5 o 8 saall slinay 48 Sldial e 4313 28 8 9000
Sl Al il sl g LA AIMA (e &S AL (e A o sluY)
2L )Y da phadll A g ae ALLS Al ja Agleay sl 5 3000 <
138 ey gl (§guly (pand g (nlady S i il 5 panal (S IS )il
de siie 3l sl (35 O Al A Jladll Ciliaal sall <y (3Ll
O OSay AL 5 80 gl ilad 5 daad Al Gledaiell e 6 il
A gall 3 g da g5 Cilinal gall 038 JMA

dgilie Al ya ;[I‘,i,u...u gllill b clesidl 3aga i....u.:d u,ad.u_,h (2005) (a2 4 pall (432)
el s 3 ol ] 605 ) pdie g ol S0 Aay pal A U g A gl i baall (dng (o Ad NRa
205 L o e Taala o oY1 A ¢ ]l e

-531-



International Agreements Dimension 1Al sall CIEWSY) aed 322

Led 0sSm allall e dilisia o) a3 Ula sad 301 40 al) cildlasy)
Aalaie il ala 5 Ll L8l 30 gadl A sall Al clial sall 8 s S
3 g )58 g gelaion ) A (yoa jits ) s e Bpallell 5l
e ) Jyan e dgallall 3 Jendll Galiia (5 93 (5yudl (4 ki
paall = iy Jals clabiall § @S 5l il J8 Gasdly aisy Bl
Al Claal gall 5 AplaBY) Clplaall 8 ) puadlly il Lol SBY)
acliall
Quality Awards Dimension 3agall il ea dad 4-2

MP&;A&“@‘EJW\MEJJQHJHJ;EI L"_fi..s;a.ﬂ el
55! dgalladl 3 el Caoa Jsad) (g siall lad ALl 30 5all
?.Emqusa_,.;ﬂaﬁLud\g;_u_ﬁ\jesJﬂluh ;_,..allquq:di_,aa_,.}ﬂ
b)) s gl U jaai daliie Cama g ady allall plasi JS 8 UL
a3 ) Alaall @il Sl 3 g g Apaskil) Ciliaal gall Cilaled Bpas
Cinyaf Basiall Gl g (6 sia e g Aalladl 5 sall Auuliall Cilacal sal)
3 )ladll 35 Malcolm Baldrige Award 82 5l @th. al S1la 3 3
5 laill 35l 5y =8 8 il Jadl 5 5 )l 5 el 1987 ale a5 aY)
alsSlle 0l ¢ S5 31988 ale & il 308 3lall o2a o) 3) A 5aY)
m“}qﬁﬂ Sile lall ",_5 EJ};]L._: LJ.aLi.H g“}n M Lfi _'ér.':_g.}“ (i
Al (3l s A Al ST <5 Sl laslae )
Change Dimension il 2ad 52

E..ELSU_I:“, hﬁiﬁl%lﬁ#iq}dﬂ!@ﬁﬂl@@! L._l.lh'ﬁ

-532-



sl il 1igd asall Slac Y L a3 () S 5l § Clakiial
iagy padl) s &5 o ang
Aad gal) & il g0 (3 gm 6l A 005 llghune JS Hla) ]
Sl el Jd cplalall ABS &Il
A5l Gl A il 5 52 5a ) puaa (e A3l 231 il Fliay)
Aakaiie ) idy A sall (3l gl A uadll Saa) o
Joadl 5 Jlee W) Cpuadl Als ol jlide) g 4 gall &l juaadll ekl 6
Qi LY

Aol 93 Apdd ilieal ga ) dalad) ) ggds 3

S Y Al s edalladl 3 laall alall i) Al Cliaal sall aa
Biady OSlgunall 5 (il 5l sl ) 5 Cilaadd 5 aliadl Gailad (585 Lgd 50
Lail 5 eJladl & (3335 Y Al Cilaal gall dalaall o LS LY 56068
G 555 U Ly ganal) el Y1 (pania Lellis)y Alaal) 6Li) Can
il sy A pall paliell Clical gall 03 2283 Cusy (a3l
33055 sl Jall 23 e V)

o2h aa Jualaill dadl i) Jumdl pad G daliie IS e iy
Dlie ) 8 Y Caay Caia 9000 s 32 Y Cildlaia (ki aie jualiall
Glalaiald 4 Sall g ji Al Slial gall 5 43 5all Apulill Silaal gal)
ae) gall s () Caag e Sall Cllgall (gaaY aass Al IS 0N
delaal) Al cilial gall Lal cdgall el lgazad Al sa5ud) 4l al)
A Al A Ll 38133 (3 L L i Ll (3iial
ot Al Cilial pa Loyl @llia 5 Lo da jiladl <S80 (pa dc gasal

Al A e s Bt ¢ ad) sl gl s ¢ Agh parall Aadddl 3292 Ad e ((2007) 20 ¢ O eall (433)
__3?‘_5-#; LL(J.A:-(J.:.iu

-533-



e Ll dlgiuall L )b (Al Dlial sall a5 580 Caasa Leale
bl s g ailla

Elina) gall de gana 8 Apallal) Apad @l i aal gall adaas a8y
) Agallall LEEY) 8 el a5y Ledle (Balall e laall 4l
zliadll Glasal Gl gana 5 Clelivall § asYl Lgu )85 5 Jadll 3 Jalsa
Cliaal gall aa Liland 5 Lgals s Lellac (331 55 () cany Gllad dalal)
Sla oY) cdaalal) Al Liliaal 50 4 50 JS 0 a2 5 caailudl Al
Gl (A OS Ul e o (3akal Baa g0 dpalle 4l iliial 5

A alis o)) dva g8l ae) @l Ll jY) e 483N b saall ol 24l
Sy e Yaud Al Clial gall Jayaiis gy olaill ) Lgd) jad
S g Ay gad A315 5 S el g 0aT s A g ol Al Cliial 5a

By aaall e Gk diadle 4l Clical 5a 352 5 Jaad)) (e 4ils
Al pal) A akuiall Cuaads g L) Aaiiy Al @l Clical gall a3 O gk
Cra A8 il 98y bl e 3 5ke 53V 5 5 Y cpanliall y Silial all
amn s pe Alald Aaa) yo Agleny ALl 5 Al Cilial sl LG 4DDA
(bl s S iy il g paal (S lakiiall IS A 40000 )) Ja gdas
BMgilars 5 Lgalu 5 gilaiia (3 gusd 5 ilat
roailall g ciliea) gall A4 gal) Aaliiall S 4

5 Olaa & (Jgall (o slaill dS) Jpa 8 008 CalidElia calay a6
aa VI o shadll (3iah al (€15 A SSaal) Aunig Jlae 8 Auala g Jasaiill
Lasae (IS aal) A Hll Lpallad) opadill Gl (yiney Cidie Ladie 1926 4i
psind Ol 4 ) 58 g g B e (Gl s Gaad) Sl b

Ciana 3 Aaal pa o0 2 daa 540000 3591 ) Sliaall Judall ((1997) sila g el s gk (434)
A2 paeldae sadll Gloialle

-534.-



The A=l sl Jaraiill ilingd Jsadl Slai¥) ol ale 31kl Sladl 3
International Federation of the National Standardization Association
Auwdigll e 5 g8 gl Gy 8 38 5L AadW 13 Jae LS 235 (1SA)
s3] Sle s gay (3aii iS5 5 Suall Jlae Y1 am o Y] ALK
Cinematography (L8 yaaiiull) 48 il ) suall y (3 o)) Clilia ;)5
Al Sle guia sall o adzall aaall S35 Hol (336 ) CilS 5 Dl guiall
sl Jasaiill Jlae A Jain
iVl & guae (o el Y1 (e 230 Caanl I Al 6 e
Hel 1942 A 35 el 29365 Cuad (1SA) baraiill cilingd A 5all
sasiall aeY) Aiad atals 1944 Aias 5 Liaw ) Jaall (e 4dd 55 alasY)
United Nations Standards Coordinating Committee Slial gall (3]
CuilS ady Al A 50 18 (e Ak 5l Cilakaial) LAl S Sl (UNSCC)
ol G e 8 s JS0 Lelae jualily A58 e A3l 020

Gl 5305325 (e shie 64 aainl 1946 L J5¥) )35 24
Caaitll Jpgai g 050 o aag 3aon Al o L alaia oLl yoal (o il
daliiall Gunds (e glaa¥l il a8y dclicall Clioal gall (0l sall Jasaiill
International Orgamzation for Standardization oaliall g laal gall 44 Gl
G 24 (A o) A A sall Adall Lgsmand J Y1 plaial) aiail 35 (1S0)
1946 e J 5!

Lelee aelgiy 5500 ) AL Laill A alall A peaadl & 5 80 2
e il g Aial 15 341 55 Ladla ey Jranll T o 5855 g Laa Yl
A i 23 3 ) gall 02 4y S pall ) Aikal 2Dl a3 cleda g )l
International A sall A55 5 SI A5l Cy i) CaB gll yudi by 1947
LAl Lebalsial an uail 35391 ) Electrotechnic Committee (IEC)

-535-



allall 8 aa 5 IS 1947 A 5 ) US55 & Ladie 5 Sl yeS)) Lee
Gl A glaa e 2 ggall 387 Gl dila y ddial 50 150000 S s>
12 prae Lalaial Cuigd e jall ans La il gini (5K 5 Cilinal gall 828 (ja
Ol s isae Jso il il gl Jaall 455l Y1 il 5 240 5all Byl
ade e Y Uals ad e ) La | oli Ll V) cania g adls Jgall Jaall

0 S N P [ PR TRV 5 P | [P S SV PO i
53 yaall Cliial gall e ) (50l 8 Lgalaial &3S ) 885 Clinuasll
J,s-l-*-!"_p Drawing Practice ?-M‘)l‘ A jlaa 'Jda 3——,—,15,-,1-11-5,-}-4‘ iu—m-\-ldﬂ
il jlae CailS 5 Aalid) Clial go e 5 ) gl g ilas gl 5 cilaal 3l
Olial gall 02 3 Jaall 2385 S8 jad Jlaall 138 3 (6 Sl Aeliall J 5ol
Al Jie juad 4ol glde ) araly Aaul) Heda g led LS L
PRENIRY-T.5 SpUCL-FYYRVEA TR T DY Y- WR I, [ F
a0 Clial ga Lgulad e al85 32008 Sl jlae Capdfil dldas Gy ol
il o) ja) agie calls ll Sl gl alal Azl 5 Anlan Y WU e 5SS
Ao puw 0l g ¢ Il asall JNA Lis gala Ladii 5 30910 <) jal 68 Gl wa g
Caladll - e A aatiall ilaa o ¢3S0l g @l lase Calan Laaie (JLaall
AL cadaall s a3 AUl 5 Sl dadles 5 Aiassll Al

30 Ola g Bl ) gl dgalledl Cleliall Canal @l
A g il 3 5l dpaal o el ) Jidall ey 138 5 Lgdnakai
= ol Adiee 4 jlae f Jalas s ) A5 of J8 4 i
Allad) 3 daliaall e liall el Usil

S 1957 A Lgmunnnalil 3 3lall (o SAIL 5 301 cliia) Laaic
Jas Aaal gl Al Gl CalS 5 A 5537 Lgloa 5 (00 i) L @ sana
17 0= J Y Le L CilS LY ddpaall (o S s e @il Lo

-536 -



3ae adij oy ypalall 5309 Jee (3lhie GlIb LS5 Adliae 4458 ksl
o O gl il (4 1580 5 B 55 117 ) o 58 0 pone
G Jaill il s 8555000 clS 5 cliiad) 3 gl sad) ldassy 1oy #3) 4)
Lal 4 5all 3 jlaill 8 (Ll saill (3a3 8 Caadls il Sl 52l 2
Lgiad (5 A Jal gal
Clial gall (il o Caaa g ) Clwial) Saaaidl OIS A ) peda
(s ol Lelaliis (J8 jay dyila )
sl alagl A del 1 4@l 5 4 sall el judly e Sall alaial Al 55 2
Baa ga alad
ol Aalill Jgall (e S 23 3 Qenliall g Sliial gall Gl ga L) 3
e (g0 ol e dgida 5l Lellae | 23] ) Aalall o i
Alaia) culd i) (e oa el al gadiy 55Vl Jae Jloe a5 4
OSlgall Clman Lgia y Dlisal sally
oaeel e daal) Jiled) ) asadl o a1 Al sall clalaiall Gl jiel s
Agaatiac) g
OS5 A gl clial gl Ao Calla el LS sl g yal i
100 G 33y Clial s 200 L ) Aagiill cilSy 551 pail U ga FLiA
sie (ol Ul adall L3ddial sadasiy 1400 s ) Cliwadll S diia) ge
ke
o Lgiaal a5 1972 A 8 ddal 50 2000 s 5300 S Al
o oAl Aial ga & 5 a5 80 3uue 2000 S 5 5 A Y SN ) gl
o Slial gall 038 Caeliaiiy sl 35 () a8 siall (e S5 ¢ ) sanall Leds
W juias 415021 A4 Slelaial 1971 sle 4 Cake 285 AU G gill

= 03 50000 s =Y (3 Cplalall g pane ilis gata 18000 Al

-537 -



ale 8 A sall Clial gall (e dadia 5000 i a8 5 Jsiall Calisg
1971

Giapeal g5 ) Gl giadl (& 5 V) skl a8yl (o S Lagas
1972 4us 4 ISO Council s ¥ Gadae JiS55 (IS 385 4 50 dalaia (3
o Aalaiall Jlael 8 laly Gulaall 13a Gl 585 dacall st Lle Lala SUlbs
L 3 (3e JS 4y gaimne 4 & j30 5 cdalad) Lelimas Cilelaial (u La &) 53
o= )15l 3ad o Shy saaiall A Shaall 5 g5 -l 5 Laltay) 5 Lilall
Ll il Jie slazac i 48 b adlaly 81 jaal) adgall 85 llaadll
Al gaall SSYY 5 Liila gy 5 QL5 O a5 gl ViS5 o 51l
19000 552¥) Adedus .5

1SOS (2532 A e Y1 Al (1o 48000 190 5 30l AalS () ¢l 511 3
PSS (3 A28 8 1S ol (g 9335 (equal) dalay 5 (5 s (a3 S
a3 (g by (Al Jadll a3 Al 5 [sobar 23¢S OlalS & edai ) (1S0...)
s eomliia iad ) 5 Isometric s Aiiea 8 38 - g yia 5 ) Jaazll
32 sl () o el ) (g gl a oSl o) il (g glasia
(B304 L) A el (e 4] 3] dalaial 2S[O

5 gl amay g5l sy Ll e Aokl Gahaillay

S G sune Lgad &)L 5 allall J 5 (e el (8 unlBall 5 Sildal sl
RGPS

(@asidl aa¥) e le ja Cund dpa Sa e Aalaiay gl

Cilisaaligall Al 4l Tyl iatia) o 3 0 A S canua] elligy

U<aiald (ISO) International Organization for Standardization (auliall g

o pantiall y Clioal gall G gl dakaiall dan 5 o 3dbiay Qunlid]l cilaal (]198]) O ._31,;1... (435)
B4 e s dald s (e
(436) Bergman, Bo, and Bengt Klefsjo (1994), op cite | p.404

- 538 -



o= Al pallal) o pall el 8 Conali (A sall Cliial sall sl
dgelinall Sliial gall aua g5 & sladll Jagustl | s gas i 3 1946 ol
el (gl Jalil allee Jagudi car gy o ool (o5l e
Ay SLaBBYN g o shall 5 Apaiill ¥ laa 3 o sbadll skl g ectilasall g

Gl gall s aizay g0 oLl A ey 53V A akaia 5 siad
sy Adga JS G suiae L & L ) dddliaall Jgadl 3 Gupliall
G il Y asas pllias e | o A 5all Clial sal) slac) aie 5 30Y)
By e g dalall Cilgall § il Sall § (aeaiiisall 5 padiall

52 5all 5l paias Al Cldaal gall Alidis ) 9000 a80 a2
o i 5l 1y iaa g laiias (S5 a8 Al dibina) Gyl 3
5algdll a Cliaal gall o2a 5 5 4l Loy ccanla tobie s gl s yae
i i)y Ollead) e adudad (S (3 5 5all 5 5l) alkai A jlae e
Mg daadll i cdaludl e ud g dalaial 8 dakisdll

sasall AS § julea e Alidiyy 10 3 ke 43l 19000 552Y) idad g
9 Gapliall s liaal sall A pall il (350 e @53k

1978 ale 3 Gunlaall § Cilial sall 4 gall A adaiall & jaal 23]
28549000 5 =¥ Ae sana A 5 683 sal) akail Al sall Cliial sall Ao sana
5l adai Clalial g Glllie aa (L 1994 ale dled 8 Lehaad o5
) 35S U s ae Sl AL 038 & s Ledic 5 Lialle diadadl 82 2l
Ciliaal gall adai g elad Ciad Led dua g Ciliaal 508 Lo Juaall 5 Laslaic!
LS 535 29000 pusl Can3 Ly g 5 Lgiaaie) 28 Mia clgad sasinall Ganliall
soa¥) Abulu dakid) @ el asa gl 842 5 @l 0600 po) an
Al allall (g shse e anlaall 5§ Cliaal sall s 55 Caaga 9000

0 asoe 53 Saa Pl 1997) aila g a2l ¢ g s (437)
(438) Noor1, Harmd & Russell Radford (1995), op cite |, p.588

-539-



= LIS 55 Lgilain 953 3ol alaiy 9000 5 =¥ Absadis (3-1aT
Ao gl 5o gall Baiad ) niall 138 8o gl Lidle andy 3 clalaidl
uzaipud Aabiia (3o ST ae Jalaill dua 58 (3 900 (6 (8 03l 165 Loind
s B3 gall 1S 5y el ol Lggal 3 cilalaial) aa Jaladl) @l 53
G20kl 9000 5 3Y) O3S OF Aadtil) AL & sl () gaine B 28 sl
aai 03585 (Ao e Of ang dllaly (31 sul) A il 5 Jsaall s o))
Ayl i ) Sl (gagin Cups (Lilaliie 850 gall 28 555 (el
el Sl s g eclaadd) g aduall 82 5o o855V 5 £l Caanad 3 Jiad
Glassall L0aS L8300 ) ) aadalls (a5 138 5 Audliall e 3 )36l 500 )
ZLoY axa

o Aclin 4l aelual ddle cilallaae Alulud) s3a e juadll A3 il
e Leiulss Lol S5 138 deaall clleliiall L4 Lis (oS pLbd
Lea a5 lalaiall Jals dads¥) 5 Jlae Y1 5 ol yall § Clalaiall gras
aigd Lgal LaS oS gl calallaia § 53 gl 3 5)0Y ol ) (amials 4
Jalds ol jUaf 8 spaell Ay Jlac V) 3 Lgiiias cany Al bl
Gk Ge 2 ol (S dae gl O el Clieal gall ¢LG3) o5 561 30 gall
) 5355 Allad 33 g adai aladiuly Clial gall 02a Aigdy Baaas dglac
(«Dllaall 5 claaall 5 alill Lpally o) gus 32 5} (o slsa (B jalise (auasl
lasally alull 3 w35 s e 3l ) Sl Lia ) s

Cliaal sall (s A g AT M dalaia e caling B sal) QUi (IS L
e Ler 2 (e Y Apuslaal ol ) il a5 €83 g i Jpeadldh iy
Clalaall 5yl Cliaal gall 2ighy 4 G yinall 33 5al) 5 ) aldas Gakai Jal
lgasanal Cupn (o dad 5 4y 51 5W) Lilae | 5 Ledasuad e Jand g s
A58 la) g aaai g Jayladt g apaaty o o8 () Aaliiall e sy Ledarin g

- 540 -



LSy Lol siase Ao Adailaall 5 62 al) (3anl Leadlalai g Leiladidl Ledllae
figi s Baraall Clial sall o 2liyg clplaall 4505 Pla e gl
il 533 gall AUk Baalad (350 jla ay ol Anal yal) dda il Loadl cilical gall
53 ga)l (ol 8 205 3 Cla gleall Lol 1 jina daal ) o3 5 el
Ll 2143 1aS 30 gl alkai 36LiS 5 Aleld a2y 35 UL 5 ecililaall 5 il
Gaal yall Gl yef o8 (50 g el 1 das 35U 0 Jiaad g aladiad y Slacly
Coagy Clinal sall S ) aal o cupaill dayy Cppuanll dlany oliall 5 Jaall
o agiieay daliall 3 clalall ol Y1 (oal 80 sa sall A8l g A0l sl
@91 ks 3 !
Sliial gall (e Adalall i ial gall 5 9000 5 3¥1 AL il (Bl
(44007 3}
325l Gl jia 1(1994) 720 (8402) 52Y) -1
DL Jads 8o gad) a8 555 50 5201 3 )00) :(1987) &5 (9000) s50Y) -2
e 55 (9003) 5 (9002) 5 (9001) <Hliical sall Jlaxil 5
Al i) gall
- 3asall 2S¢ 582 5all 5 H)3) 1(1994) Z S (9000-1) 532V - |
Jlasia 5 s Silald )
- Bagall 28 gy 8a 500500 :(1993) &L (9000-2) s3-Y1- @
1(9003).5 (9002) 5 (9001) linal gall (3audai ol )
- Bagall A8 5553 a1 3,00 :(1991) A (9000-3) 5=Y1 - —=
o gulal) Gilne o Ailua s (paliy skl 9001 Gk laLd )

ISO 9000 4 g2l o) gall Aludas 5945 1(1996)Teams &30y dwxigl 550 il ol 3l (439)
A8 Lae Bhad celiall A gay CiianBl o gl ATV 1996/5/16-14
(440) Johnson, Perry L.(1993): ISO 9000: Meeting the new international standards,
MeGraw-Hill, Inc., New York , P XVIL

- 541 -



- Byl a8 55580 padl 5 510) 1(1993) S (9000-4) 5 =¥! -2
Aldic ) LE sal y 3 oY Cilald )

e <l 5 52 42l akai

33 gadl lasa 3 gai - 83 5all adas 1(1994) 2S5 (9001) g o
Aaxdll g oS il ALY skl 5 aranall

83 sl (Jlawda 73 gad - 82 gadl adii :(1994) A (9002) 5 32Y1 -
Aaaally Sl Ay

83 3l (Jlawca 723 gai - 83 gl adad :(1994) Z LS (9003) s 9¥) -
Al Ayglaall 5 LYY 8

alhi yalic 533 5all 3 ol Cilalld ) 1(1987) &S5 (9004) 5=V

Al Clial gl (e il g 32 6al)

alic 583 5all 3 ) Cilald ) (1994) &4 (9004-1) 532Y) -
Aale Slald ) - 8 gall aUas

alic 583 gall 3 la) lald ) 1(1991) &)L (9004-2) s32¥) - o
leaall Olald ) - 32 5all ALk

Jalic 533 gall 3 )la) lald )} 1(1993) &L (9004-3) FB )| PP
Asiaall ol gall ol ) - 5 pall AU

alic 583 gal) 3 ))a) ol ) £(1993) S (9004-4) 5 32Y) -2
B3l Caeadl Olald ) - 30 sall Al

alic 533 5l 3 o) Al ) 2(1995) A2l (9004-5) 332 -
Bagadl ladd ol ) - 305l 2l
10005 532 Clical gall 538 _aw

(1997 ple (8 Ailedl) Aaal yall 28) 70 LS (9004-6) 5 =Y! -
S Al Gl ) - sasadl aUad jalic 530 5l 5 la) Clald )
10006 3 33 L anii il 3l a8 sall

-542 -



malic g33 gall 5 o) Gl ) :(1995) 7S (9004-7) Y - )
10007 5.3 Laad et (SEEN 3 HlaY lald ) - 80 sall Al
83 5ad) 5 la) Sl ) s(amaa 71 81) A LS (9004-8) s 3=Y) - 7
(=2 83 3l (oalae Bndall SIALE 5L Ba sl Aldad yalic
A laY) Sl jladl
2000 lial gall (pe Callis AleSa S1aLE ) (10000) 5 2Y) -5
daal 3oy (382l ddle oLl ) 2(1990) F2\ (10011-1) 59Y) - |
32 gall alas
=) ye Joali ol ) 2(1991) gl (10011-2) 5=Y) — @
ESRTRATAES)
Anal pall gl 5u3 oY Gilald ) 1(1992) &5 (10011-3) 5 0Y) - =
O el 53 gall A o5 ilillaia £(1992) A6 (10012-1) 53Y) -2
ol Gl jagadl  culdll (CLSY)) Gaaaill alai . alsl)
Glald ) 1(1997 ple (B ypranill 28) 7 )5 (10012-2) s32Y) - -2
o) Jlaet lacal
Bagadl Jabs alae Y Gilald ) 1(1995) &0 (10013) P50 L)
Gl ) 1(1997 ol (8 paandll af) A9 05 (10014) 553 -
52 gl 3y Apalianay) g:.l_,j]l
asdadll g o Hasll ol ) (s 21,880 &5 (10015) s 9Y) -
O adaaal
il Alee ol ) (2 £1-8) L5 (10016) 5 3=Y) - b
G 5l AgyUaa 932 gadl Allaay Aalall
glal 383 gall Jlana s A8 53 5a Apalaill o 3laill i) Caagl) ()
Lgaba i 5 A alaiall ooy Laa y (3daill Coudial) 23 geaill 22 ) A alaiall
Gkl gy ledds 5 (S ji 5 ) 5 azanad Al (5055 daaiall cuilS 1318

2543



3501 Gl el Al i o 1315 13 lanal (9001) 532!
5 _gpiaa daliiall LS 13y Lgalal 505l 2 S 53 Glaial (9002)
32 gall Jlaal (9003) 5= Bkl (pSay 4ild caban yue ekl
il el e 35 3 Al Adady LSSV Gl o WS 5y
“anz 5 )

3 e aainl Al alaill Clieal sa Jaasi 32000 ple s
cial e ailalaiall gl 488 8 Lgankas (Say il 5 9001:2000
2008 ale & 5aY1 Gl S5 deasldl 5 dpcliall Lo 5l

o2 a1 U sl Gaddl () 50l G gl e jeall 1aa 2ay
O TS 55 50 pall Jlasial g lial aSad Al daida gl julaall
(DL L) el 8 (585 Jslall 138 e Y
(Sllaal) (2 lBY1 dalull) aranalll aGaidas 3 ]
lapaaill il ) il 5 JelS5 520
.Euﬂ“iﬁﬂ;ih3l?Ji.g
Aalill Cliia s gallad 2
Galad) el 6
sl 8oLy

Leil ol el sall (3) 5l 8 Lgud Auailiall (Sy julaall 038 aaas ()
ol Ol el (e oy s gl Al gall @l jliall paa e S35
Lo gaadl O e e

A sall 5 laall 8 Ly pan | gead Apazalall ALJEN ) giaall Cang i a8 4
iy Sla slaall 5 Sllal gall 5 Jaill Claa o1 535 8 il s b

36 s 0 83 Bam i 5a 5(1997) Sla g ] ¢y i (441)
56 U ¢ s 55 B xa e o 1996) Teams 3031y syl 545 gl ol pallifd42)

- 544 -



o Y Jila g el g J sl Clolua®) ) el 5 AS jaall jal sl
L S L) 8 ddliaa (90 (e Aalil] Cilige &) id) e adlad
1a Baa Ailed dali () Jgua sl (8 Lgalatind 230 400 Ja S i
el sladie) Jlly el allall 8 Adlead) CallSs g Las ) ) Ailayls
A ) il iy U Sl aalaa el Alladl Jgo e Jsal
32 5 goa Caloaias S A jadl Sl gall 03gd Al J gal) Ciliisge J g8 (S
ok e e s
A ) Clial gall Ll 45 (620 - )
Bagall A Lalal 3l Leila g e 145 508 (e ST L2
bl ae gay Lgalal Jilly Leila g e 165 508 (5e ST - 3
i) e Lelal il Ll g e L3 508 (e ST g

¥ Lol 315l g 2l ol Al iyl eda i ol
(38 533 83 52l A8 55 9 5 laY alal auia g SIS A 5 Cladaiall ol e adiad
Coagy Slla g Al gaall 5 5 piiall 3 sl 28 535 5 )la) alad Cilieal go ST s
L A8 pull dumnl) 5885 202 (3150 ) U3l e

paldill Alias g jesiad A 5ol 3 Ll jdad Aga 5 (e Adsal 5all )
Al il 53l Jliie W) e 230 LY @l g ¢ dsall (g slatll bl
alaad) 098 elly g paaaill g o el Gllee aSad Al AelaiaYl
baaall 5 aluall 440 o) 4y jlail) Cilleadl g Ciliasal gall daulisY)

il Liall o8 5 Al pal) liaal pall ety L ol Jiiy
Lellan) o plhaall casill J s o) )Y ¢ 3ty 1997 ale 5 1Y) dakaid]
e E Bsadl Cade) 285 il b laa) 8 Glial sall e
il M Jeasill 538y & g galls dyins dga 1120 e e 5 Cluiad
-aglal)

-

- 545 -



Lay 33 5l 3 )} alaid Aldaal) 40 sall dpuddll Cldeal gall wiadi () 5 ) 5 jua

e

-1 Al s ) alaid A sal) A bl clia) sal) pa eyl -
.14000

e pady Qlleall e 38 7 gai e Al Al Andl . o
Cliaal sall 3yl 58 LS G e lgudany Aliaiie jualic

)

N angill Jal e A gy alasiu¥I 446 s

Lga saa 5 Leel il LadEa) o Glaliiall aaead 433 (5585 (o - a
Adladl Cliial gall aay (53l elicall aillall (e 2ei5 o

b Lar 9001 532V sl Aiial sall alali ()1 5 )5 puia

O Aabiia (ol AN Caay G Sl A L8 i l3 S5 G L
lede Gt Y ) cillliall Cads (3 5k

Lol s o LedDIa (e Aadaiall aadaind e e (g g3a5 o - 0
SYla &gan adiady 33 gall 5 la) sl jailieall auadlly o 485
Lgi g L1 Aalidl e i Las daliall Ciliia) gal dijUaall pae
Adsall 3 Yl

45 e Criga (e 33 pall 3 l0) albas Ale s aaatl Asalia 0S5 - o
Ol clllie 4l e

b Les 9004 5 32¥) 3aaall dial gall £laT ()] 55 e

1Y) e 552 gall 5 5la) alas dgleld sl AN o 5S5 o -

Ao 4 (e 813 g yall 230 sall (B33 e 3,08 S 0l. @

- 546 -

-1

-2

-3



ainall 5 (3 ) gall 5 e alalall 5 SN 5 L SN (1 (Aalaially
JsS
L) unlaall 5 laal gall 4 gall Aakaiall Lala 535 Al SR
cludl g1l catisa o 5€ 5 Tl pa a0 pa AUk 3 o LA e 2y
dida oY) g Ollaall 5 S 58 ) Glabiiall g1 500 Calise e g cclanall
3 g sl pe Lalmssil ST () 55 Capny Lgmas S5 ()
claill Buiad Y gy dill A g 5 Laallall 3 gusl) Al g 5 pealadll
Al gl 3 g A 3l
114000 532 Al .6
international organization Ol § Clinal gall 44 5l dakaiall il
1987 ale 39000 5=V 335l 3 I3} ALk for standardization (ISO)
2155 3330y il Bl e 31 5im 350 e el ol 5 505
Lo dalaiall ClSE 1997 ale by Al 50U julas  odaly Aadaiall 3
strategic advisory group on the 4iuall Al jiuwy! 4y LiuY dc gaaally ol
technical committee 4l 4aalll JS.55 u—“ <l .!,:l“_; environment (SAGE)
43199 dle 4207
solY) adai julaa o sdai 207 Al Aialll Aaga 5 Allu ) cuilS a6
s bl e JS80 5 1SO 14000 aadls an Lagd i je 0 A3
Craadiul 5 cdandll i dalid) el Hliie W) ras 330 A1 Ui SISO 9000
O Y Ayl Aleall e 35S 53 U standards ulaall 2 sgio diall
Al Aaalll cadliy eoY) jutaa (e Yoy glaall julas (of ¢l Cangl)
(o Aue b glad G iy 207

(443) Besterfield, Dale H. (2003): total Quality management, (3rd ed.), Pearson
education, Inc., N.J., p. 294

- 547 -



environmental management systems adill 5 )lay) aki -]

environmental auditing Al dxal yall -2
environmental labeling Al Aadlall -3
environmental performance evaluation ‘!,-'L,L_ﬁ‘ N AMES -4
life — cycle assessment sladl 3 5 90 ﬁ,—},—}ﬁ -5
terms & definitions Slallaias g iy jlali -6

L g (i85 30¥) daliia (& guae Aoliay 2a3 408 aa g0 ol JS 88 dalll
@S2 aY) dgnall (o 1S sl 85 ) gaal) Gunlial) 5 Clial gall A o
Wi ;_}‘5-]1' American national standards institute (ANSI) 1&-15 _911 ﬂ‘-—i-‘kﬂ
American society of testing and 3 gall 5 HEA A, Jﬂkﬂ danaall o g
American society for quality 22 sall A, JAik” daxaall 5 materials (ASTM)
technical advisory 4=iall 4 L3AuY) de gaaall Juae 3 la) 4 (ASQ)
A il lefle saxa s group (TAG )

CilalaiY g deliall G JS e elime | Ayl Aall) et
cdaa sSall el ¢ randSYI 5 g jLitual Al Glelaall g Cliaaall s
43 )& 5 environmental protection agency (EPA) Al Aglea A0S 5 s
A & 5 International chamber of commerce (ICC ) Ayl 5all 5yl

14000 53=2Y) Addis 51239000 5 3-2¥) 3hai Ay i g adl
302 (& bl (aey 9000 5 ) Aldid A0 Cilaa) yall Caieiad
environmental management systems (EMS) Al 5yl e‘-—li-" A= 9 14000
Clana g abus g Adaliif Lt 355 3 Al Calaliy Jali (g )13 pldas (g e 3
OV ol o) 8 Aalaiall 4 e (e pUaill 138 3 35 Al o dalaial)
il A

9000 32 ¥Lo Ailaiall llaall LB (30 Ay B Jinuall Sillae ()

_548 -



Al Lo o lal) CDEAY) Lgaa 4ial Jiall (6 )oY 30 5all juleay
il e 3 a5 gaal
ISO 14000 series standards 14000 3% Alada yulae
Aab cybomiie e 1) L) i
(eahaiil) anill julea -
product evaluation standards ALl AUl julaa -2
Slallaaall § oy jladll ez (530 14050 532V A ALaYL 1
Cllaall (adgd Z o ol e g Ol Cpalladll f plasiuy) A5l
wbal) o3 I JKEN a5y 1 pandilal andll) e ;Y

organizational evaluation standards

14031 <ol )

14010 4de (5ilia
14011 4ee (gilia

paill julaa
B
) 125 s Al Aaal jall Al 5 jlay) aldas

14001 -daal ol
rdale Calald )

-daal jall Silel ol 14004

14012
Bl apilll julaa (87) ad Jodi

&1 531 A e allss kil ar@ill julas o JSE (e a3

e
environmental management systems (EMS) 3\__3&_._1..{‘.': 5_)"-"?" PLEIJ ~}
Ol Gidaa) sall analy g
AT Sl aa Ciliual gall — Al 5 1Y) B33 214001 95Y) —1
Dlanall 1as ae AiiUaall Aakiall Lalla®s Al paliall Gausaly
Ayl 3l e J peanll i) Ciogs
AR g (galsall Clali ) — At 3 0aY) ail 114004 9= — 2
dalaiall 39 33 Lgal (gl cdilial ol 5o adi llyy a5 a0l (&) by

- 549 -



Baled o Jpanll Jinsaill b 223505 Y 5 Alia] e slaas
Slial sall (el g enyironmental auditing :\—_.l-‘lﬂe-“ 2—"—‘.\"_)-4-“ —
-aalall
Az jall dalad) jgabaall Auil) Aaa) jall Clals ) 114010 933 — 1
Al A el pall d_ala il glas pa @il a5 dil)
JSdy dalaiie g A8 ge (BT dlee (o8 daal jall 5 Aa jlall
Gilaall g Aads) C 318 13) Le agaad] oo ar iy o goia g
o el 5 Al s @ildad A aLaill g cag hll
Aaiall ) o slaall 038 Juay) il
— A yal) Cle) ) sAgial) Axal jall il ) 114011 93=Y) -2
Ly hiid ug e Ol sles anfiy Andad) 5 0aY) ol daal e
daal jall (33 8 Jis Sle san sl pany ol s Anal all a5
A A 5 Axal jall 3815 5 daal jall ddas
environmental performance evaluation (EPE) ISO 14012 ;_q-!-ln g1 ﬁeﬁw '
o) e 1o aniEs ol ) 114031 5 3aY) AN dial pall el
Y e Gyl e glaall Junad 408 e Aals Cilla slaa 2385
14001 532¥) Clalhia ol 3 dakiall aclud Ll LS
skl 08 pulaall oda cll ) Le g (ziiall) Aadud) anl pulea ;L
(88) a8y M) JSA Lganin gy ) pualinl) (ge allli

- 550 -



Anled) Al sulaa

()

slaall 5 y9e ﬁ;ﬁ Mi P -ﬂ-j"""“@f 't.'l'iﬂ'.:“ il gl
a1y tsabaall 14040 ;Y Aol {5ala 114020 5 30Y) i) il gall 64 Ja
el 14041 43y )
v .'Mﬂfl ) A el 214021 5 Y dgldl juladl i
-_'Ig_JLI,J]LJ = X
Y a2 014042 531 O o14022 55
— 5 LAY 114023 55V
Cpmanll auil £14043 5 30Y) ’ i
il gaadll _
Sl G plall 114024 50!
dalid) s pulaa (88) Al JS&)

environmental aspects in product w* ssladdl gaa-..“.-!-m il g =
ol 8 Al il gl (3latiall 64 Jiall (aaTi s standards (EAPS)
3 Asabidl juladll gdad e o158l 5 QUSH Baclisal aaia By daalud)
alinll g Jlmall g dai i A lims A iall il 13 2l o g
Alda Pl Lailaddl
(=l senvironmental labeling (EL) :E—..‘-ia\:'-“ (Ml) dadlall — el
Al Glia) gall
Gladiad) aosaad dpabaall) (salaall — Ail) Aadlad) 114020 53V - 1
aren (8 Lgalaind Caal sl oabaall 5 CalaaSU Dby axss 5 Adad)
A st e aild 53 Aaldll Hueatd Al ClaBlall Caniial zal p
el 3¢ Cangll pad il
e e (S Z i) — Aol dadlad) 114021 93 — 2
o 7 et Al ladaiall 30k g i jlad g Cladkaaa sl
o Belasll 5y 5l sole Y Alall Jie dp duals (g yind galu
Gaaill A1 o 4880 L aDall Jaay el 1aa 5 48U alass

-351-



Allae ye s

A e de sane padiy, gl — Aol Aadladl 114022 9 9Y) -3
lakiall 18 (e lgaladiny ) sa il (e

P25 (3hadll y JLEAY) Clagde — sl Al 114023 53V — 4
LaS daliall Al 3 3ail aladiuSU dpudiall (331 5kl (e il glas
Al Akl 8 lgle o paic s

practicationers Conit_laall g=al :3__|.i_a_=|1'l dadad) 114024 =Y —5
Ot (3BT g o) g Clons baall g B yall (s dbmsall 2programs
o ) G plall laSlal | jlma puns 55 5,55l pubacall i3 greal ol
3 e IS L (358 i alud) (g U el il 038 aag 380 el
A aludly

(g life — cycle assessment (LCA) sladl 3 452 1'!.'-.'5: -C

06 il gl

O Al pasiy Y g (salaal) — Blaal) 599 anil 114040 9 0¥ — 1
antii (Jglan s Blaall 3 ) 50 andh Cilaaas § Clagdaill 5 Sl laall
ariill 138 amy 5 Aaldl Ja Jashall all ) aas g 8lall 5 5 50
35 Jaall s il Al gidl e Aaplall sy i Asen dage
Aalull shs

Jeame/ ity lnll g Sllad) - Bloadl B 99 auiil 114041 =) — 2
el (Blati laldi ) apii ) Caaga s (gl Jelad g (Gauksill
Blaadl s 5 05 Joaladl Ll aBY) sl jall 5 Joad))
daSlall Cila Haall g A sl dast g Caneal Jaladl) 13 iy
Aalud) Jlail

alasin) ) Coagd s, 5Y) auslls — Slaad) 593 ali 114042 935Y) — 3

-552 -



Aad sial) Al ) Aopanl s il (a5 304l ol il
el 3 13 ) 688 Janal) 138 8 peal) JK3 o) 5 Glls
Al A Cangh y Gumeadl) il 3Lsad) 5 93 asilli 114043 932Y) — 4
aayy Aabidl AUkl oSN aad) ol Grasadl Aailiall Cila glaall
anil jlma skl dad 54 5S GlSa 4 guall Ga jlmall 138 ) gl
B
rOmilall £1a) 9 Al Al j3y) 7
o 5 Adal yiall SN 50 sall 5ol adll =3 5 (12) A8 IS ey
oLl (3at (3 585 dagall 5 2l AW Cilala 155 Al Al 2S5
o CLNAY (s 7 il al 5 (a3 e 73 saill 138 (Bukay O (S
O 5 AL 1Sy jal 5 el g ) G Jaaal) 5 Aatal
aen ol apans ) Al AEEN Cugat) 588 ¢ piblll Adlly Ll
aSall e de sanaS Al (A & jaill g cplaall e Gl i A )
aas ) Coagrdagall e 38 gl i ol 5830 ) LS aaa 55 (g
o ol AU S ASE ey 1 5 5 535all (5 5291 sl
A8 5l 8 pasd JS Jae e JalY) AL shll 53 5al) A8U85 adiad 5 3 gall
A sall e Gl e Geall e o) oy g clae
S Taae saaiall ASLaal) (g o (s ) Gy 5 yuim aad 43) 08
438 Lgaad A0S pa¥) saadiall LY ) () 5 caainall (e 43S Culaal (e
Bagall o)l e S A8 Lol Gl ol g e cppalaall (ga 8508
33V 5 e 3 aa Jualadll 5 SLLD Alaall SAY) s I Cailadl
Laigy Ol i pudie () et oo B8 UL Jaall pay g oot jinsY)
8 _praail) g Aay puall oSl e Ly gl 5 S0 ¥ Baatiall LY Gl Suad
=l 138 5 o Jaly) skl s gl agasd 8 5:L6S (L8] Lglan 5« JaY!

-553-



431 o pllaa e JaY) 8 jaail) calSall agul) (3 g lallaial (o gllas
¥l 8 dasa 53 5a) 5 ) g (383 ) (Sapy pual) ) 2585 Al Jaal
) gl e aae a8l g 3 380 oS ¢yl
sl Jaadl s el 8o ga 8 saball fdag ) Jal gall aal
Jada ) Vs 38 28y saatiall ASTaall 5 saniall LY gl (il 48 g da Sl
5 pilie dusdlin B aaa gl 12 idy g LSV g 3 8 Jlae DU 43l
s (A & paill 458 pally g laa) (o paSall e 4S j0l1 2 ) 5 e
o3yl
s 9ay) Aaliia g dsallad) 5 jladl) Aaliie (s ABDaY) .8
6132 53 A sa I3 Ll ) 3 A LYY (e 3paal) (e
Ayl 5ol 3 jlaill dakaia Jaad LIS Cadic ) Al 5 ¢ iS) e 8 Lgale 28 54l
Cildaal gall ae Jalaiy gl 5 3 ol e dgall 5 gl Ly Gl ols
Aoesd Ll Al aie A ) i lne 2l 501 Al
1 Al sy dpaaY eliac Y1 (e LSI jalyy (BLEY) dadia 8 ela g
Cpaandy GLE 138 8 AGiUnall aril adai 4] gal) (ealial) 4 () (S
218 aun s maadl (A agie Lae 5 Al all 3l s il s Z LY 36168
Vi o 3 I aa pgia 4 g cdiUaal) (Baudad alai g Al gall Guulial)
Cladal) poamy e s 2snl) L Loy il a2 5l 35
=1 Y Sl Al enlaall g ae) sall Anilaall A Siled ja) 5 Al
D g any L e o) 535 okl 15 BUEY) ania g (@i sl 3 ladl ALl L]

Calll e Laa Sy 9004 — 9000 s3Y) sy WA SLEES) ((1996) e o3 ¢ s (444)
pa pa slb o At cleluall el sad¥l adl gl gl & il cleliall y (il dadl
239 - 216

-554 -



O gasaall
sl Slel yal g il s gl dalall Clallacadlly 2iai
aal) Al 8 sadieall iy laill o) gl eally dailadll
Al ) sy ) lign g Banil
delially due ) 3l iadiall Lead Ly ciaiall (8 i
Y 1 LSSy
058 5 Al g anlia 2n 535 443 20 8 gy o 5L Las
oaaaall a3 eliae Y1 Jpall anaiid o188  LllaSiud
Sl Jao A a0 )l ga 508 8 JelS 50 cliac Y agany
4 g elie alacls Aalaiall Aatiall 440 gl il 2 g2
Cilatial _
peda S (8 kil v 53015 el 58 cliac VI Ui
waliall alae ) 8 el & Ll ae ) 55 B W 4 S 5all
a3 ol elae Y1 ilal Jill Budatiy | \gialaiy Laolaie |
il i vuall @l o1 8 A8l il a0 3 e

ekl 4l 2 il 0 13 adidl) s 51 Slen S 13 Lae

Slull ac) g8 cald 3l @)l s 515 eal eliac ) e
(LI {galaay Lgsl 531 Lg o 535 5 2]l
e ABilhae 3aal Clie (ae e Dldial ge Dyl Laks
ziiall dajlae aai Coled ja) jeafi (aulaal 4 dgill acl g8l
$30a el Siadl
ae Sladiall A Lulag) 1a8l Gl 3l oWl 8
5k Sha i ol Al L aa 3 coaaliall i Ll 2 53l
QS a5 LelaSiul )5S 51 Al g (S s 35 i e
ALY 03 4 38 jall Aa ySall 5 Jgal aladiul slmel)
s il
Sl I:-'L,;EL_,.iia.mJl_,q a_,.:;:...__,ii‘.hlﬂi_;_,a eliac Y S
Ol Slaa i ol Al slae s Ausiall 4 gal) i@l i 3l
A 3uld el )

5 el Uandd g Aidaall apiis il ie W) ae Jalaf JalSIL 3Ll

A8 pall A Sl
Glania s Rl sy 2l sl pll) e Jalas JulSIL 3L
g pall JJaill slzae Y 5l
oauliall g Al ae) gl e Cila gleall e JalSIl Jalai
4 58 2y JSl g 25k 10 aals Adiaall anili Sl a5
Clial gall ASEAYI 5 )5 juia aa JalaD Jlaa Yl 5 i323a04ll
Al ol A

Al ad)

1-1

5-5

Balall o8

10

41_}@..}_}%?-&“.]:L}aﬁgﬂlj(lg)gjawlgiiﬁ,llaﬁilj_,

-355-



anzay (A eluae V) A6 5o (g0 LY 118 ALSST e (gl (e Ladas
iy AU 5 oLgdy jlad g Clallasaall aa Jualad Jg¥) 632 s2c (GLATY)
Aaie) g laey adall & slull ael 8 ady SN 5 ¢ pidll &) i)l de gana
oapliall 3uli

isallall 3 jlaill dakaia L) 485y Aigial) A8MR)) uali ¢ Baws Lae
Gase a8 dalaiall sda ) Ciga Guulaall g ilial gall A gal) A adaiall
Aadaiall Lghadie) Al 952 g2l 5 513 (g5 Adlaiall QEEY) (1o de gaza
Asaiill Ay jall A_alaiall Leda ade ) LaS ¢ panlaall g i ial gall 44 all
Ol 5 e Liall

Globalizing Quality :325) dalgs .9

International Trade 4=y 33l 5 Lol 8 A=5LE <l jalkall gaa) o)
oeha 13 Jsadl G & Gl alai@) daic Y1 5 jala a) 35 g ) gl
alalad 5 ¢ saall s jlall Ciladall 5 alidl COlas § 555 ana 830 ) DA (30
Gl ) 58l G al AN L ey pad A gal) Adla il )1 s )
A5 eyl JS5 s allall of jal aal 8 Gaas alldl Y
Sall e 3lhylalia g aie g yal el jal 8 Glaad Al Cladiadll
o A 55l e ol 3 A a5 Ly g Y s
e LY b5 el A1 el 388 e el 5
Ao e 5 48l

clad Jy i bl 350 Al e e puais ol 4313 i gl b A
Services Globalization <leaad) A s (85 Claaall 50 50 4l e L*-“-J"
Service A-paadll Aalaiall Y Sl dpeliall alull dal e (pe Caliss
Jiadll Qllall &l sl e 2l Liladd 32 ga &l gas o oS Organization
Jrans LS Wil cilanall o3a (3) s dlaina¥l ol jlial e g dgale

- 556 -



38 3 &us US. Investment Bank 3asdall Sl gl L JlaiiinY) (3 jaa
edade 0 da jlall aila Bl agus i e Joany y @) jLiial oda e
Jaall pfal) agall Jsudl o819 A 5 ST ALY 038 Jaad ans s
€ L (383 Ui a5 g g (1S U g Sial gally 3 geslal) gh L (3R

clhad (3.8 Cay jai auay e 4 gocall (e 4l oSl (g0
ade e il 3050 Y allaad) 138 5 5 Lealiy jai aaail Tl Al sall
o Lo Al jal) Lo a5 A i pladll aal ey J gl

L&-—'L 3..41_},:_!1 Rugman, Alan M. & Richard M.Hodgetts: 1995 -.._n_'_;;
33 3 sHomogenous  Amsilaia EIJL Cladddl g adaadl a5 9 7Ly
H6) allal) plad] JS b A gila

A gall o pfic) 45 5 Mescon, M:1999 ) »aT Cay pal a5
G ARlA allal) Jg3 A Jas ) Claliia (p clBal) Ja11 5 Ay,
Alale (5 98 adiindg pondia (palls (§ g (B (LIS g Joan sl
‘144?}{{&!‘4'&.& Clalas fea Jalal g (Adlada € g Ac gila

‘J sy -Lad dad gall aniant y ol 3 (s Hill charles.w.:2001 =4 s
G sal) Jlad ) el ! 5 globalization of markets (3! sl Al e
il sl s 353 O | iins pdiin Lo (35 () AL aiiall A gila
Lol Al gl (a JSCEN 1aa ¢ gl iy o ddlisall J5al) 8 (Slgial)
Jay 53l globalization of production Gy Al sy Jasi 8 AU ¢ jall
30 25 ooy llall (3 Al 8] gn (e el il 3355 e

(445) Rangan, Subramaman (2000): Seven Myths Regarding Global Strategy.

Financial Times, Mastering Strategy: The Complete MBA Companion in Strategy,
Pearson Education Ltd, P.120

(446) Rugman, Alan M. & Richard M. Hodgetts (1995): International Business: A

strategic Management Approach, McGraw-Hill, Inc_, New York, P.433.
241 pas L__JLE..A‘I_FI i s_'l_JLa..dﬁ e « EJ'l.'I'}’! (2002) J..JLL % &[44?}

- 357 -



(RGN Jal e 80 g5 AAST 3 Al
ey Lghagn b A alsall sl aily il alaiall jy i <
oday aaalla o gl 1 ae a3l D) Cliagl i)
e claill cullud 5 331 jla HLiie ¥ gaan 240 o Cosy Gllaad) Ly
Gldai e 7 a0 Al el alaiall sda 4al @ Al Aa Hladl CLE gadll
(5 siusall () Lga o5 )W 5 Lga 82 gl o g g (psaaS 451NN Lg) ja3
2l a0 Ll 8 (s il gy el ) 3yl ¢l
3L 5 o) 5o 8 laill sale) 5 o sall 5 Alaall il yaiall b Jualal
sl s simnall (e Jaall LASH An allydda 5o e g8 0
o Auiliall gl s e aeluy Lay JiSH1 5 2 Lani¥) g olaY) Al laa
Captiall 40 5l A aliiall cilial g aladiiul 5 asend ) i) Aalgall Jl
JSAIL Lsalladl liial gall aa Jaaladll A g s Ao s JiS5 Lay (5 300Y1)

oallall da il g 50 gadl Clalad) ) jay o3

(448) Hill, Charles W. (2001): Global Business today, (2nd ed), MC Graw-Hill
companies, Inc_, New York, p.6.

- 558 -



g el Al

asd) )

1 ) dallly

5oy 2 cloaglaall 513 8 ALAE B3 gl 1(2006) s2p c2ears sl ]
byl edatal

ALaLAd) 5 gt B 1aY zeaavall Cubaa) 1 AN il 1(1996) cauld oSSl 2
sigall i puall 3 ga ¢ laaill sl AUl s s paT (J5Y) e Jall cdaalill
B alall o(cliay) 5 a3

dwvigll clleliall sy gall by s 50 A 5 aead) abadia -(1995) tesa sal 3
199577/ 12 — 8 dueliall Claslll g ol LAY S je diliasl

¢85 Alaldl) 53 gad) A Aciadd) praldall (D 2) 5 Al danacaall 4
(B 400 Ol 5A) s AS

il ‘gall g CAS ) (B 50 gl o 4B ) Aar] 1(1993) Sisadis 5
2k gl i ey el deliall 46,2l ddaetinall

arlaill s jalall < pa ¢ By guadll g2l :(2001) s3T5 pll (e s 2 W 6
3 skl daals o siial

3 gall Ll il jlaal) 1) al) ¢ 143 2l 1(2001) oS Osial 7
Sl all 3K ja ¢(35) Slias &l jlaia) Al (2 Oa) teal Sle s po3 (Jaadly
Boalall gl digLll

rgra cbilaall Ao Lulaay) 408 ) 1(2006) ea ol 2o esa idielesd 8
woab ]l ddalaldl 3 5121

o) 94V g pualiall Jalsial) Judat) (ALY Bagall 1(2005) e &l jlaa) 9
B oalall a3 oD Agall Gl puall S e

(S pal) A0 (ol gual) aa oy A (35d8:(2000) (s ) 2 g5 edaal 10
Rkl

338 das 5569000 532V (A Slall Jdal 1(1997) 2ilag anu) 5l ]
b ¢ paall o cable fpone 3 -daal g o Dla

¢Jed ol rane das 5 claddd) (B gl (02ba 1(2003) Gl el 12
e A Baian ¢ pall L 5l la ((214) e ghaall Ll ALl oo 2ena

(B35l 53130 A Aadiia 43 ) slanue (Sl 1(2005) alsa oY i cails 13

-559 -



o=l el s n[,:'l...‘.n teaf Aol 3 cdea f

Oes Aan i ilaan) B3 gad) bk il £(2002) o ) e
Al A Al A pall A ekidll cgpuall o Sa idaal yo eaady (35 el
Gan ¢ il g ol g A il 5 oy paill o jall S sl glall

e s Aaa) jagdan ficBagadl o A o(1995) o cals i
Al e SYI 4Kl capall e O dilye a0l ¢ gy anl )

i Jhaa rdiladead g U151 1(1999) Ok (S QRST el 255l ol
Gl 12 sl o )5 g Aaad je o) 58l 2 sane deaa 1y a0
bl ¢ sl

Boalall o35 Ul s cJandl (3 b el s Jalsl) pLSIY) A 54 2(2003) 50 <
aSall Gl cloland) g 2 LI 303 (1994) Gum ) 2oe (s ¢ —anaill
2k e st

13 ¢S Jana salalasll g LN 531 1(1997) Ores dl e (s ¢ asaill
o) Al jlae ¢ Sl

Bagad) (dukal AU ¢ jad) ;ALaLED 53520 5130 1(1996) <) s ¢ Sasislils
Ligall il 3oall 38 je ¢ Jlanil) il FLGH 2o cew pal ddale 3 ki (Alalil)
Boalall o(cliay) 3 la2

Lea i 5 9004 — 9000 5 =W allaiy Slal) LSS :(1996) e 7308 ¢y
=2l s ¢ pad) ha o) B AR clelivall g AR Gal) e
1 gl cletiall
gma ¢ Aall g o lad g Aol cudl 52 1 52501 50) (2010) e ¢ g sl
okl ¢ kel 3 laY)

el eialilal ol glod) 5130 1(2004) G5 D 2 s i >
Rl el e Fpma e dielan] s eli ) dane 2ld) 2 Aas) jes

_dll.u:- :I.]:n l._)a:.n."lﬂ

i[_II."I!J JL‘: n&%} H&Li.ﬂ :un'l.a.ﬂl E.‘l‘,e.“ EJIJ:I {2[][]9) Aaal .LJ.IM (Bl g

sALalil) 5 gl 5031 1(1998) S ey )5l R oz 5
O _jl_u_)'..t iPJ.__lll JnuL'L“ &Eﬁ‘l J:S:I gi ;.I_Je.al'r i;ﬂ,_'f?!_; 121'-‘_#1_;:“':'1
14k ¢ las EJ;L\:L_IH Jla :'__;c.LJ dasa 37l 3..1_*_-;1_';..: s

- 560 -

14

15

16

A7

A8

19

20

21

26



¢l g debdall Ll (Aud peaal) ciladdd) (3 9 1(1999) uu s se calaall
1k

_}|=." f.{!,:LLml'r H.Eﬂlj EUJ\J'? E_Ju:r | 1933} ejl._u é.__\.aﬂ‘ ."1_‘,é fdass cju TP T
_‘_).J:'IJ.“ nd.auin (Ji.‘u. 'Lﬂi -'I_J'l_’-d'i EJ'IJ} j( 199?] '-.T'lll_jﬁ Cl._'u!ll A 6 s
alall

Ailaall (o gRl/ lal g caneall Jdal 773 903 £(2000) 2ea aSall 1 ¢ ) 33l
Boalall el A€ cya Al Qla g eELN Jal KM 23 alll CE/FFA
(e A0S el Al g aliall @ gaadll 1(2003) Gres 5 ee ol A
_E_}hLi.Tll GLP.I.A.L:J-

cdalell E_JL"}“ dgra i_):\_..'n';.“ f._.}hi_)g'l LJ—‘CJL"" -3 _Lu_,ﬂi c__j..i_} ;ﬂ__'aﬁl
ol

2 LAl 5 gat) 3403 (el aal) mgiall (1996) 2 sl (305
G 8 5] Aaals 3 el AS A ) e pall

IS B gad) 3 1) JAea 1zl Al ey dandadd £(1997) 28 el 02
@JE_)H daala iE__Jl._‘:le]-

;._N_L_t‘)ajl Aalnilll a—ﬂ;ijj :4-'1JL_1.¢_} il vy :{]931) SRR :JJAJ'I_L.:
Jﬁ1 r.i_}La.:u sﬁﬁdij LLi....:i_,_.;H

21249000 900 Jalal cildlia g ALLAD 333201 513 :(1995) e ¢ el
Boalall w2

il gacldall cld jly colaliial) agaadg plal gl - (1998) Ao ¢ aludl
_E_;ptmi i@j}ﬂlj

SRS aa kil g 4 BN G Allgtiaal) Al 1(2000) o teal ladd
l.J""'"LJJﬂ cialall EJL*}”I Jgma ;El,_ll"gl.ud‘l d’u]l ull‘-

Glaliiall A el 513 ; ag—ad) 5,031 1(2014) Ul . s s ¢ e

_1L;Ljﬁagjﬁu;au+l&e:£.“ Lgialaiul g

DIl 68 jmalnn Ay y1a) Lk £(2003) (5 sindl mlla 2 e s liela) el
B hag Aaiiadanls ni.j_ﬂ;.‘.j&u}'! i alall

s il 5 HlaY1 S jlga 1B gadl 508y callall xaa jall 1(2007) Sla ¢ jaaw
_E_}hml :&jJLﬂ1 JL“.

- 561 -

27

28

29

30

31

33

34

35

36

37

38



Jas ) Ales mgrina sialaal) 5 )l0) 1(2005) S szl S ¢ il
i tana 2 cAaal pec gy aml il o s g iy a8 QAN Cladiay
bl e el s cGaa )l 2

9000 5 :ALalidl 53 gadt 3 j1a) (gaakadl Laad) Judal) -(1995) ke «(g 5l pulll
SalE ¢ alall WMo Ay jall 3K 5l cdma ol A jlaal)

K (3den dadla ) adia ccbglaal) / ZLAN) 340 £(1995) oS <) i
SlaBY

o A M) Ay (383 i ;LI g £ 1Y) 5130 1(2001) 22 Ol
¢ 3ian ¢ pill L i1l ectila glaall Lim p Alualis ¢ 5L & ol Slalilal)

Ol <1k
ede Hla il glia R APIRA(] EJJA_J‘I _JIJ.u]I "ll:l:l s (2001) 2= cu_)_..aﬂ
{_'é.:m.l ;-'d;.]l

e ol sdia Sllllac] 33 g Jadadl LS 1(2002) (pas 22y () all
b o(Bdied opeall

Joal gl o Al paal) Aaddd) 53 3 Al 3£ (2006) (mes 22 () pall
1 cgac ¢ 55l 315 M Lusape e 3ia g0 a

Aalily) cilaliiall B 53 sal) 513 alii -(2009) OsAls mias Cl s ¢ LI
e ¢z 3kl 1 cdganddly

A Sl e jlaall sl <31 £(2002) Gls ek

egbee ¢ pill (Ji 5 jla e Jlas i g 30091 1(2008) el jall callia ¢ g jalall
2b

339211 508 (o liiall 3 g Claluaddl (2000) 2ess preawi ¢ joyjall 1
Rkl e Ao ) Add Aalal®) Al 1100119 9000 3 =Y 9 ALl
AS0Y) il LY nslan s A Yl

S biad) (g ) Baakaill A4S gLl aglal) £(2001) carkalll e cakalll e
3 el B S ¢(Bhed daala D sl o paudaEl)

(hiad daala il ) sliia Ayl gall Jlae ¥ 3 413) 1(2006) rpalll xe cCahalll ne
ALY Al

D12 Aol cilaad) 5130 1(1990) dpbae tess dolee iy pd Chiie e
1 elac o ySall

bd iy (aadl (Gaudaill 5 33 5l B 1(2002) 050315 2 5ama el

-562 -

42

43

44

46

47

48

49

50
1

52

53

55

56



Js¥! laiayl 4000 2exal) cnla cdualall &gl g bl jall 35 e cBa gl
.2002/3/28

) liia o pad ) AaiBY g s SN e (A (B gedl) 1(2003) L 13
Bomlall Ao oY) datill Ay jall dalaiall

B g ¢ (A i) JAda 1 Claddl) (85 1(1999) U5 s s (BB
1k (Olas | Jla iM

@yl Egs il_'_E._J.LL"’ a.'l'.nll:-. gl_;_,..‘:::u iﬁLﬁﬂﬁ?lr (gdlaa i | 1989) Hﬁl_}.}! n,__,iw.“
_EJJ...:C\.nH t@_}ﬁu _}Jﬁn;_l_).._aa_'li

Cra tALALAY Bagad) 3030 (2004) Al ama Chug (Cpuall de 5e o Juidl)
Ckas :Lj.iJJli S.ul.u}n (1 =g.45 E&.l.ﬂ :w'» U":I -Iﬂl‘:l.uull

OISyl A 5e <9000 521 9 Adall) 53 gad) 301 :(1995) aa ) salla ¢ 18
(3aiad .-.@.L.aﬂl ;I___':__}:_Llﬂ 53_}_)5...“_“

((3a2 <[SO 9000 3= g Adall) 53 gad) 5 412) (1998) can ; jalka ¢ jlad
1=

dnigl Clelivall 8o gall s s 50 o Gubiill g g b habida 1(1995) Sl caaill
1995/7/12 — 8 duclivall Ciladil 5 il JLaaY) S pe ciiliasll

é.‘t_).i.'n'l g.ib.u.ﬁ'l & gl ;.HIL}J :,,n_._l.'ﬁ.l'ﬂ'r & gl :(2009) puild das s ag_'i_,_.}_)i]l
Sh e ¢ Ji g la Juae ) claliia B claallg

803 (B o AT Auas i 5 Six Sigma :(2009) 05 dielaws) ¢ )5l
1k ni_'_;LnI:- LE_)l."u.n.nH- J'L"n FIARA] EJJ@J'I

2 800 ae Jda A dnal) an jLdiall Jaaa sBagadl 1(2000) 2l ¢ il
;Lu_}jll EJJ EEFJL_"JJ"JldJErM:ﬂl{JiL_Aﬁ _E._HJS :QL@EEIIJJJ—EHJ
L}"ll-‘.,JM (Aalall EJL".‘}” g ;L,,_..‘T;_;Jl Jgala .dlﬂllc- l_l.;.na.

O i) cillenl) 3030 :(1991) O3 Al s an 2o LGl ve il S
e ) e

S ez dean Sl 5 )l tdan i cbldlaa Dy 5252l 1(2006) < ki sy S
-[.J'-"ll".,_)ll ial=ll E_;i."n}” Jgxa nu__'1_)ﬂ1 ..ﬁﬂ."n.z:- CR L :E.n:_n_)ﬂl ca_JJ nil'l_,.\.)ﬂ
sl dan Al o 5e A0 cald Jue (328 L 2(1999) J slasi ey S
1 gl e 35

s yad ALall) 3 gad) 5 )13 ae dudigh) Sale) JalSS -(2004) iy sa DS

- 563 -

57

59
60

61

62

63

.64

65

66

67

68

69

70

4§



Gl 2 egaa pllae aay s ana daal ja iyl 1) Sl s
sl

(= A 8130 Al Lol oz 3 A B8 (2005) S 05 i le
Dl ie s oo jallaie danl e gyl 1l (o et a5
e bl g yall

83 gl ) gal &Y ¢ adl sALAL &Y 33 gad) 5_13) 1(1996) (s> il
S all 38 5o o aadll sl AL dae cCay 5 el ) G (e ALaL)
B_alall o(liay) 3 jlad duigall

an )5 ALl Bagad) 30 A 1(2000) U5 o> IS cpms o sala
s e A ¢ gail la e el a0l zaad Sa) 2

e lall B Ll § Aallall Acdliall g 33 5ad) ((1993) Gus amdl ol c2anse
algall -yt

castlia rlad A1 8 33 gal) 301 :(2006) () sle Rl a8 (g adll
ke ¢35l edlipdad (Sl

3l msna3all 191 (i 2(1999) 50205 Upen S a2 ¢ paia
ol g2 Apa glal) 5 jgadll s gall £1Y) (ulB Jga £ il plEl aild g dia gSal)
ey 68 plal ey Y1 duatill Ay jall Aadaiall 2 ) e (D jisa s

gealall jlad) ¢ il g Aradatal) A G 1(2007) el Jlas ¢ e 3all
A syl

Sl i 1 addalil) & gleal) 2(2001) o2 s ) 2 Culd (ol Jles s sall
Soall ddgmadall ol Aadiiall B glid) 5 Y ee Gkl ey

Jaldd) aial) s jaliall 3aga Javida Joula +(1989) 5 jladll 5o ll 55 54l
oaldl) Jsad) A bl 5 lad rladl 55 i Aalilal) (6 i o 34 gall
ouatiall y il gall Ay jall dalaiall sdan 5

S alaadll g dolivall B cillaall g LI B 1) 1(1999) 2w 2aa ¢ ilaias
A g daala 3 il

aal il (e g g iy pad Ao Y Clla glaall a5 2(2000) 2 sad) ) c2 5208
skl el s can i ae s deaa Aaal ja 65 e

Olas caalall Hlo ccilalaad) g N1 5000 1(2000) S ¢ ) peaiall

2 Ut} il 5 Gt -(1983) wanldall g Sla gl gall A jall A_ckiiall
A el Jsall Al ¢ pralall (g 30l 33 52 ¢ punliia (Dliia) ga

-564 -

o 70

73

14

A3

A6

)

T8

719

80

83
84



el oY) Apatill Ay jall dalaiall Gl giliia cBagad) i) g3 1(1995) B g ¢ o 5l
5_alall

e 3 e lball juis o5a sad) Cldla (1991) yse cun o a5
e ol s Jll aad ) e Jhiall Gaa il e Gpailall () fAas S Jaall
G NS T Sgma el

& ) g Ay i) 3 ) gmal) 300 230 131 503} 1(1995) (e 2esa o jlaill
ALY S ¢ 33 Aaala O plkie ¢ ol

2eal e A 5 dado 450 1(2005) st 2 S ) s JSla g la
Boalall ¢(chay) 3 I3 dyigall il Husll S ya 2 Sla

e st pad ) ) ] 1B A 50) 1(2005) (S8 coals
Rl el Jlaal e ada o all e cAaal jac s e paal )

A0S ¢ pae 4 n Aaa 55 AoaliDU Abaad) 501 1(1981) L O G-
B Al adll Slasil

JRSEYI o ¢l g a3 o Joard) (@83 03) £(1999) Uil 5] el g
Rkl dd ol

S 5! Amanll (ALl B gad) 503 Claalid +(1999) .J 2l 5 ¢ 3l
A comball ¢ e A0S @ 13

4 pmall A8 5 A0 Al g SV A ol Jmas 31 500 2(2003) o2 <) 52
A el A cland 5l il duallal

Apalladl &y poaall AS AN H g SV (B gedl) Sl il 1(2003) o0 ) 52
A el AgSa (leai gl il

- 565 -

85

86

87

88

89

90

91

52

93

94



10.

11.

12.

13,

14.

15.

16.

4y Iy dadlly

A Peratec executive briefing (1994): Total Quality Management: the key
to Business Improvement, (2™ ed. ), chapmen and Hall, London.

Adam, Everett, JR. & Ronald I. Ebert (1992): Production and Operation
Management: Concept Models and Behavior, [S'h ed.), Prentice-Hall,
Inc, Englewood chiffs, N.J1.
Aized, Tauseet (2010): Total Quality Management and Six Sigma,
InTech, Croatia.

Anand, K. K. & others (1993): Quality management Handbook, {2"" ed.),
Vikas publishing House PVT LTD, New Delhi.

Ansell, Tony (1993): Managing for Quality in the Financial Services
Industry, Chapman & Hall, London.

Arab School of Science and technology (1994): Quality Assurance in
Small and Medium Sized industries, higher institute for apphed Science
and technology, Damascus, Syrna, March.

Arnold, Hugh J. & Daniel C. Feldman (1993): Organizational Behavior,
MC Graw-Hill companies, Inc, London.
ASQ (2000): The Certified Quality Management Handbook, ASQ
Quality Press, Milwaukee, Wisconsin,

Balanchandran §. (1999): Customer-driven Services Management,
Response Books, New Delhi.

Bank, John (2000): the essence of total Quality management, (?.”'i ed.),
Financial Times, Pearson education, LTD, Inc.

Barad, Miryam (1996): total Quality Management, International of
Business and Management, edited by: Malcolm Wormer, Routledge,
London & New York. Vol 5.

Barkley, Bruce T. & James A. Saylor (1994): Customer — driven projects
Management: a new paradigm in total Quality implementation, Mc
Graw —Hill, Inc_, Singapore.

Barnes, Stuart (2002): Knowledge Management Systems: Theory and
Practice, Thomson Learning.

Bartol, Kathryn M & David C. Martin (1994): Management, MCG raw —
Hill, Inc., New York.

Bartol, Kathryn, and David C_, Martin (1991): Management, International
Edition, MC Graw-Hill Inc_, New York.

Basu, Ron (2004): implementing Quality: a practical guide to tools and

- 566 -



17.

18.

19.

20.

21.

22,

23,

24,

25,

26.

27,

28.

29,

30.

31.

32.

techniques: enabling the power of operational excellence, Thomson
Learning, London.

Basu, Ron, J. Nevan Wnght (2003): Quality beyond Six Sigma,
Butterworth — Heinemann, Oxford.

Beckford, John (2002): Quality, [2”‘1 ed.), Routledge, London & New
York

Bennett, F. Lawrence, P.E. (1996): the Management of engineering:
Human, Quality, Organizational, Legal, and Ethical Aspects of
Professional practice, John Wiley & sons, Inc, Now York.

Berenson, Mark L. & David M. Levine (1996): Basic Business Statistics:
concepts and applications, ( 6" ed. ), Prentice — Hall, Inc., N.J.

Bergman, Bo, and Bengt Klefsjo (1994): Quality From Customers'
Needs to Customers Satisfaction, MC Graw-Hill Book Co_, Sweden.
Besterfield, Dale H. & Others (1995): Total Quality Management,
Prentice- Hall, Inc., Englewood cliffs, N.J.

Besterfield, Dale H. & et.al (2003): Total Quality Management, ( : ed.),
Pearson education, Inc., N.J.

Besterfield, Dale H. (1998): Quality control, Prentice- Hall, Inc, {5"‘ ed),
NI

Besterfield, Dale H. (2000): Proceedings of the Seminar on Quality
Assurance in Small and Medium Sized industries, Arab School of
Science and technology, Syria, New age international LTD Publishers,
New Delhi.

Besterfield, Dale H. (2004): Quality Control, (7th ed.), Pearson
Education, Inc_, N_.J.

Borror, Connie M. (2009): The Certified Quality Engineer Handbook,
(3™ ed.), ASQ Quality Press, Milwaukee, Wisconsin.

Bound, Greg and Others (1994): Beyond total Quality Management:
toward the emerging Paradigm, Mc Graw-Hill, Inc, Singapore.

Bovee, Courtland L. & Other (1995): Marketing, (2™ ed.), Mc Graw- Hill,
Inc.. New York.

Brocka, Bruce & M. Suzanne Brocka (1992). Quality Management:
Implementing the Best Ideas of the Masters, Richard D. Irwin, Inc, New
York.

Brook, lan (2003): Organizational Behavior: individual, Group and
organization, Pearson education, Inc., N_J.

Bruce, Greg & Rod Howes (2006): Six Sigma, Mc Graw—Hill companies,

- 567 -



33.

34.

35.

36.

37.

38.

39,

40.

41.
42.

43.

45.

46.

47.

48.

49.

50.

Inc_, New York.

Bruce, Greg (2002): Six Sigma for Managers, Mc Graw—Hill companies,
Inc_, New York.

Buffa, Elwood S. & Rakesh K. Sarin (1987): Modern production /
operations Management, {Eth ed.), John Wiley & sons, New York.

Buffa, Elwood S. (1961): Modern production management, John Wiley
& Sons, New York.

Buffa, Elwood S. (1980): Modern production/ operations Management,
[ﬁ'h ed.), John Wiley & Sons, Inc., New York.

Cascio, Wayne F. (1995): Managing Human Resources, Productivity,
Quality of work life, Profits, {4"‘ ed.), MC Graw-Hill, Inc, New York.
Cascio, Wayne F. (2006): Managing Human Resources, Productivity,
Quality of work life, Profits, {?th ed.), MC Graw-Hill, Inc, New York.
Certo, Samuel C. (1994): Modern Management: Diversity, Quality, Ethics
and the global environment, [lﬁ'J1 ed.), Allyn & Bacon, Boston.

Certo, Samuel C. & S. Trevis Certo (2012): Modern Management:
Concepts and Skills ( I ed.), Pearson Education | Inc. N_J.

Chandra, M. Jeya (2001): Statistical Quality Control, CRC press, LLC.
Chisnell, Peter M_(1995): Consumer Behavior, (3rd ed.), Mc Graw-Hill,
Book Co._. London.

Churchill, Gaulbert A JR. & J. Paul Peter (1995): Marketing: Creating
Value for Customers. Richard D. Irwin, INC.

Crosby, Philip B. (1984): Quality without Tears: the art of Hassle —
Free Management, Mc Graw— Hill, Inc.. New York.

Datt, Richard L. (2008): New Era of Management, [Z”d ed.), Thomson:
South — Western, Australia.

Dale, B.G. & J.J Plunkett (1995): Quality Costing, [2“’1 ed.), Chapman &
Hall, London.

Dale, Barrie G. (2003): Managing Quality, (4th ed.), Blackwell Publishing
LTD., Oxford.

Denton, Keith (1992): How to give Quality Service to your Customers,
[E'd ed.), umiversal Book Stall, Delhi.

Dilworth, James B. (1986): Production & Operations Management:
Manufacturing and nonmanufacturing, {3"[ ed.). Random House., New
York.

Dilworth, James B. (1992): Operations Management: design, planning,
and control for manufacturing and services, McGraw- Hill companies,

- 568 -



52.

53.

55.

56.

37

58.

59.

60.

61.

62.

63.

64.

65.

66.

Inc_, New York.

Dilworth, James B. (1996). Operations Management, {2”“ ed.) the
McGraw- Hill companies, Inc., New York.

Drummond, Helga (1992): The T.Q.M. movement: what total Quality
Management is really all about, UBS, Delhi.

DuBrim, Andrew J. (2009): Essentials of Management, [E'h ed.), South —
Western Cengage Learning, Australia.

Ellsworth, Jill H & Matthew V. Ellsworth (1997): Marketing on the
internet, John Wiley & Sons, New York.

Elsenpeter, Robert C. & Toby J. velte (2001):e-business: A beginners
guide, Osborne /McGraw —Hill,Inc, Singapore.

Evans, James R. & Willham M. Lind say (2008): the management and
control of Quality, g ed.), Thomson: south — western, Austraha.

Evans, James R. & Wilham. Lindsay (1999): the Management and
Control of Quality, [4”’ ed.) South western college publishing, Ohio.
Evans, James R. & Wilham M. Lindsay (2011); The Management and
Control of Quality, (8th ed.), South- Western, Cengage Learning,
Australia.

Feigenbaum, Armand V. (1991): Total Quality Control, [3"' ed.), Mc
Graw-Hill, Inc Singapore.

Fitzsimmons, James A. & Mona J. Fitzsimmons (2008): service Management:
Operations, Strategy, Information Technology, Mc G raw — Hill
Companies, Inc., New York.

Ford Motor Co. (1991): implementing QFD at the Ford Motor
Company, May 14

Ford Motor Company (1987): Continuing process control and process
capability improvement: a guide to the use of control charts for
improving Quality an productivity for company, supplier and dealer
activities, December.

Foster S. Thomas (2004): Managing Quality: an integrative approach,
[E"d ed.), Pearson education, Inc., N. J.

Foster, 8. Thomas (2010): Managing Quality: integrating the Supply
Chain_ [4"‘ ed.), Pearson Education. Inc.. N_J.

Gabor, Andrea (1990): The Man who discovered Quality: How W.
Edwards Deming Brought the Quality Revolution to America- the
Stories of Ford, Xerox, and GM. Random House, Inc.. New York.
Gairther, Norman (1994): produetion and operations Management, [ﬁm ed ),

-569 -



67.

68.

69.

70.

71.

72.

T3

74.

75.

76.

T

78.

79.

80.

81.

the Dryden press, A Harcourt Brace college publisher.

Galin, Daniel (2004): Software Quality Assurance: from theory to
implementation, Pearson Education LTD., Harlow.

Gardner, Everette 5. JR. (1993): the spreadsheet Quality manager, Mc
Graw — Hill, Inc., New York.

George, Michael & others (2005): The Lean Six Sigma pocket Tool
Book: a quick guide to nearly 100 tools for improving process Quality,
Speed, and Complexity, Mc Graw—Hill Compames, Inc., New York.
(ntlow, Howard §. & others (2005): Quality Management, (3™ ed.), Mc
Graw—Hill Compames, Inc., Boston.

Goetsch, David L. & Stanley Davis (1994): Introduction to total Quality:
Quality, productivity, competitiveness, Macmillan collage publishing
co., Inc., New York.

Goetsch, David L. & Stanley Davis (2014): Quality Management for
Organizational Excellence: Introduction to Total Quality, (Tm ed),
Pearson Education LTD., Harlow.

Goldsby, Thomas & Robert Martichenko (2005): Lean Six Sigma
Logistics: strategic development to operational Success, J. Roos
publishing, Inc., Flonda.

Grant, Eugene L. & Richard S. Leavenworth (1988): Statistical Quality
Control, (6" ed.), Mc Graw-Hill companies, Inc_, Singapore.

Grant, Eugene L. & Richard S. Leavenworth (1996): Statistical Quality
Control, [?”’ ed.), Mc Graw—Hill companies, Inc., New York.

Grous, Ammar (2013): Analysis of Reliability and Quality Control, ISTE
LTD & John Wiley & Sons, Inc.

Gryna, Frank M. & et.al (2007): Juran's Quality Planning and Analysis
for Enterprise Quality, (5th ed.), Mc Graw —Hill Companies, Inc., New
York.

Hansen, Bertrand L. (1963): Quality control: theory and applications,
Prentice — Hall Englewood Cliffs, N.J.

Hansen, Ingo A. (2010): Timetable Planning and Information Quality,
WIT Press, UK.

Harrington, H.J. (1991): Business Process improvement: the
Breakthrough Strategy for Total Quality, productivity and
Competitiveness, Mc Graw —Hill | Inc_, New York.

Hayes, Glenn E. & Harry G. Roming (1982): Modern Quality Control,

(rev. ed.), Glenco publishing Co_, Inc_, Encino Cahifornia.

-570-



82.

84.

85.

86.

87.

88.

89.

90.

91.

92.

93.

94.

96.

97.

98.

99.

Heizer, Jay & Barry Render (2001): principles of operations
Management, (4™ ed.), Prentice Hall, upper saddle River, N. I.

Heizer, Jay& etal (2014): Operations Management, Arab World Edition,
Pearson education, Inc., N. J.

Hellreigel, Don & et.al (2002): Management: a Competency- Based
approach, {9“‘ ed.), south — Western, Australia.

Hertog, Frisoden (1996): Groups and teams, International encyclopedia
of Business and Management, op. cite, Vol. 2.

Hiam, Alexander (1992): Closing the Quality Gap, Prentice — Hall,
Englewood Chitfs, N.J.

Hill, Charles W. (2001): Global Business today, [.'End ed.), Mc Graw—Hill
Companies, Inc., New York.

Hitt, Michael A. J. Stewart Black & Lyman W. Porter (2005):
Management, Pearson education, Inc., N. J.

Hodgetts, Richard M. & Fred Luthans (2003): international
Management, (3" ed.), the McG raw — Hill companies, Inc; Singapore.
Hofstede, Geert & Gert Jan Hofstede (2005): Cultures & organizations:
software of the mind, Mc Graw — Hill, Inc.. New York.

Holt, David H. & Karen W. Wigginton (2002); international
Management, (E"" ed.), Harcourt college publisher's, Inc., Fort Worth.
Hoyle, David (1997): QS: 9000 Quality systems Handbook, Butter
world, Hemmnemann.

Hoyle, David (2007): Quality Management Essentials, Butterworth —
Heinemann, Oxford.

Huitson, Alan & Joan Keen (1965): Essentials of Quality Control,
Heimnemann, London.

. Imai, Massaki (1997): Gemba Kaizen: a Commonsense, low-cost

approach to management, Mc Graw — Hill, Inc_, New York

Iseminger, David (1999): windows 2000 quality of service: expert
guidance on implementing the Quality of service components of
windows 2000, Macmillan technical publishing. US A

ISO 9004 —4 (1993): Quality Management and Quality systems elements,
part (2): Guidelines for quality improvement, international standard, ISO,
(ieneva.

[SO8402 (1994): Quality Management and OQuality Assurance-
Vocabulary, [Z”d ed.). International Standard. ISO, Geneva.

ITC (1986): total Quality Control at enterprise level: a requisite for

_571-



100.

101.

102.

103.

104.

105.

106.

107.

108.

109.

110.

111.

112.

113.

114.

115.

successful export trade of developing countries, Geneva.

Ivancevich, John M. & others (2008): Organizational Behavior and
Management, (8" ed.), Mc Graw —Hill, Inc_, New York.

Jobber, David (1995): Principles and Practice of marketing, McGraw —
Hill book, Co., London.

Johnson, Larry & Bob Philips (2003): Absolute Honesty: Building a
corporate culture that values straight talk and rewards integrity,
AMACOM, New York.

Johnson, Perry L. (1993): ISO 9000: Meeting the new international
Standards, Mc Graw — Hill, Inc., New York.

Juran, J. M (1951): Quality Control Hand Book, MC Graw-Hill Book
Co., Inc., New York.

Juran, J M& Frank M. Gryna (1993); Quality Planning and analysis: From
Product development through use, {3’“ ed). MC Graw-Hill, Inc_, Singapore.
Juran, Joseph M. & A. Blanton Godfrey (1999): Juran's Quality
Handbook, (5" ed.), McGraw-Hill Companies, Inc., New York.

Juran, Joseph M. (2004): Architect of Quality: the autobiography of Dr.
Joseph M. Juran, Mc Graw—Hill Compamnies, Inc_, New York.

Kemp, Sid (2006): Quality Management Demystified, the Mc Graw—Hill
companies, Inc., New York.

Kenyon, George N. & Kabir C. Sen (2015): The Perception of Quality:
mapping product and Service Quality to Consumer perceptions,
Springer, New York.

Kolank, Wilham J. (1995): Creating Quality: Concepts, Systems,
Strategies and tools, Mc Graw-Hill Inc Singapore.

Kolhs L. Robert & Herbert L. Brussaw (1995): training know—how for
cross cultural and diversity trainers, Adult Learning systems, Inc.
Kotler, Phalip (2000): Marketing Management, the Millennium edition,
( 10" ed.), prentice —Hall, Inc_, upper saddle River, NJ.

Kudashev, Igor (2013): Quality Assurance in Terminology
Management: Recommendations from the term factory project,
University of Helsinki, Helsinki.

Kume, Hitoshi (1985): Statistical methods for Quality improvement, the
association for overseas technical Scholarship (AOTS), Japan.

Kuzmanic, Ivica & lgor Vuyovic (2015): Reliability and Availability of
Quality Control Based on Wavelet Computer Vision, Springer, New
York.

_572-



116.

117.

118.

119.

120.

121.

122,

123.

124.

125.

126.

127.

128.

129.

130.

131.

132.

Laudon, Kenneth C. & Jane price Laudon (2014): Management
information systems: Managing the digital firm, ( 13" ed.), Pearson
education LTD, Inc., N_ 1.

Lawrence, Elaine & others (1998): internet commerce: digital models
for business, John Wiley & sons Australia LTD, Singapore.

Lenz, Hans — Joachim & Peter — Theodor Wilnich (2001): Frontiers in
Statistical Quality Control 6, Physician Verlag Heidelberg, Germany.
Lewis, E. E. (1987): Introduction to Reliability Engineering, John Wiley
& Sons, Inc., New York.

Lochner, Robert H & Joseph E. Matar (1990): Designing for Quality: An
Introduction to the Best of Taguchi and Western Methods of
Statistical experimental design, Chapman and Hall, London.

Low, Sut Pheng & Joy Ong (2014): Project Quality Management:
Critical Success factors for Buildings, Springer, New York.

Marntan, Dawvide (2015): Practical Manual of Quality Function
Deployment, Springer, New York.

Mc Carty, Thomas & others (2005): the six sigma black belt handbook,
Mec Graw — Hill, Compames, Inc., New York.

Mc Goldbrick, Peter J. & Steven J. Greenland (1994): Retailing of
Financial services, Mc Graw —Hill book co.. London.

Montgomery, Douglas C. (2009). Introduction to Statistical Quality
Control. {6"‘ ed.), John Wiley & Sons, Inc., New York.

Moran, Robert T. & Others (1990): Global Business Management in the
1990s. Walton Beacham, New York, January.

Noori, Hamid & Russell Radford (1995): production and operations
Management: total Quality and Responsiveness, McGraw — Hill, Inc |
New York.

Oakland, John S. (2000): Total Quality Management: text with Cases,
[2""3 ed.), Butterworth — Heinemann, Oxford.

Oakland, John §. (2004): Oakland on Quality Management, Elsevier
Butterworth- Heinemann, Oxford.

Oakland, John §. (2008): Statistical Process Control, {6"‘ ed.),
Butterworth- Heinemann, Oxford.

Obla. Karthikeyan H. (2015): Improving Concrete Quality, CRC Press,
Boca Raton.

Omachonu, Vincent K., & Joel E. Ross (2004): principles of total
Quality, [3“' ed.), CRC press, Boca Raton, Florida.

_573-



133.

134.

135.

136.

137.

138.

139.

140.

141.

142,

143.

144.

145.

146.

147.

148.

149.

Osterhage, Wolfgang W. (2009): IT Quality Management, Springer-
Verlag Berlin Heidelberg.

Ozeki, kazuo & Tetsuichi Asaka (1990): Hand Book of Quality tools: the
Japanese approach, productivity press, Inc.

Palmer, Adnan (1994): principles of service Marketing, McGraw—Hill
Book CO, Inc., London.

Pande, p. & L. Holpp (2002): What is six sigma?, Mc Graw — Hill, Inc_,
New York.

Park, Sung H. (2003 ): Six Sigma for Quality & Productivity promotion,
Asian productivity organization.

Pens- Ortiz, Marta & etal (2014): action-Based Quality Management
Strategy and Tools for Continuous Improvement, Springer, New York.
Plunkett, Warren R. & others (2008): Management: meeting and exceeding
customer expectations, ( gt ed.), Thomson: South — Western, Australia.

Pries, Kim H. & Jon M. Qugley (2013): Total Quality Management for
Project Management, CRC Press, Boca Raton.

Pyzdek, Thomas & Paul Keller (2013): The Handbook for Quality
Management: a complete guide to operational Excellence, (2™ ed.).
McGraw — Hill Companies, Inc., New York.

Pyzdek, Thomas (2003): The six sigma handbooks: a complete guide for
green belts, black belts and managers at all levels, revised and
expanded, Mc Graw—Hill Companies, Inc_, New York.

Pyzdex, Thomas (2003): Quality Engineering Handbook, [2“‘! ed.),
Edited by: Paul A. Keller, Marcel Dekker, Inc_, New York.

Ramakumar, R (1993): Engineering Reliability: Fundamentals and
Applications, Prentice — Hall, Inc_, N_J.

Rampersad, Hubert K. (2001): Total Quality Management: an executive
guide to continuous improvement, Springer — Verlag, Berlin.

Rangan, Subramanian (2000): Seven Myths Regarding Global Strategy,
Financial Times, Mastering Strategy: The Complete MBA Companion in
Strategy, Pearson Education Ltd.

Rao, Ashok & others (1996): Total Quality Management: a gross
functional perspective, John Wiley & Sons, Inc., New York.

Robbins, Stephen p. & David A. De Cenzo (1998): Fundamental of
management: essential concepts and applications, (2™ ed.). Prentice —
Hall, Inc. N_ 1.

Robbins, Stephen P.& Timothy A. Judge (2013): Organizational Behavior, (15" ed ),

-574-



150.

151.

152.

153.

154.

155.

156.

157.

158.

159.

160.

161.

162.

163.

164.

165.

166.

Pearson education, Inc., N.J.

Rommel, Gunter & others (1996): Quality pays, Macmillan Business press
LTD. London.

Rue, Leshe w. & Lloyd L. Byars (2005). Management: skills and
applications, (1 1" ed. ), MeGraw — Hill, Inc., New York.

Rugman, Alan M. & Richard M. Hodgetts (1995): International
Business: A strategic Management Approach, McGraw-Hill, Inc_, New
York.

Schermerhorn, John R, JR. & et.al (2011): Organizational Behavior, [5'h
ed.), John Wiley & Sons, Inc., New York

Schermerhorn, John R. JR. (2001): Management, (6”’ ed.), John Wiley &
Sons, Inc., New York.

Schroeder, Roger G.(1993): Operations Management: Decision Making
In the Operations Function, (4th ed.), MC. Graw-Hill, Inc., Singapore.
Schroeder, Roger G.(2008): Operations Management: Contemporary
Concepts and Cases, (4th ed.), MC. Graw-Hill Companies, Inc., New
York.

Shafer, Scott M., and Jack R. Meredith (1998): Operations Management:
A process Approach With Spread Sheets, John Wiley and Sons, Inc,
New York.,

Shewhart, W.A_ (1931): Economic Control of Quality of Manufactured
Product, 7th Printing, Van Nostrand Company, Inc.

Sincich, Terry (1990): Business Statistics by examples, (3 ed),
Macmuillan Publishing co., Singapore.

Sinha, Madhav N. & Walter W.O. Willbom (1985): The Management of
Quality Assurance, John Wiley & Sons, Singapore.

Stahl, Michael J. (1995): Management: Total Quality in a Global
environment, Basil Blackwell, LTD.

Stamatis, D.H. (2012): 10 Essentials for High Performance Quality in
the 21st Century, CRC Press, Boca Raton.

Summers, Donna. C.S. (2005): Quality Management: Creating and
sustaining organizational effectiveness, Pearson Education, Inc. N J.
Sweeny, Paul D. & Dean B. Mcfarlin (2002): Organizational Behavior:
solutions for management, Mc Graw—Hill companies Inc_, New York.
Taguchi, Gemichi1 & etal (2005): Taguchi's Quality Engineering
Handbook, John Wiley & Sons, Inc., N I

Thompson m James R. & Jacek Koronacki (2002). Statistical Process

-575-



167.

168.

169.

170.

171.

172,

173.

174.

175.

176.

177.

178.

179.

Control: The Deming Paradigm and Beyond, (2™ ed), Chapman &
Hall/ CRC, Boca Raton.

Thomsett, Michael C. (2005): Getting started in Six Sigma, John Wiley
& Sons, Inc, N_ J.

ThornHill, Adnian, Phil Lewis, Mike Millmore & Mark Saunders (2000):
Managing Change: human Resource Strategy Approach, Pearson
Education LTD_, Harlow.

Tonnessen, Tor (2014): Managing Process Innovation through
Exploitation and Exploration: a study and combining TQM and BPR
in the Norwegian Industry, Springer Gabler.

Treasury Board of Canada Secretariat (1995); Quality Service: An
overview, Canada.

Wagner, Stefan (2013): Software product Quality Control, Springer —
Verlag Berlin Heidelberg, New York.

Watkins, Trevor (1996): Marketing of Services, the International
encyclopedia of Business and Management, Edited by: Malcolm Warner,
Rout ledge, London & New York, vol.5.

Wheat, Barbara & others (2003): Leaning into Six Sigma: a parable of
the journey to Six Sigma and a lean enterprise, Mc Graw—Hill
companies, Inc., New York.

Wilkinson, Adnan & others (1998): Managing with total Quality
management: theory and practice, Macmillan press LTD.

Williams, Chuck (2008): Effective Management, (3 ed.), Thomson:
South — Western, Austrahia.

Winkler, Dietmar & etal (2015); Software Quality: Software and
Systems Quality in Distributed and Mobile Environments, Springer,
New York.

Woods, John A. (1996): The Six Values of a Quality Culture: Building a
culture to develop committed employees, delighted customers and
continuous improvement, CWL publishing Enterprises, Madison, Wisconsin.
Wright, Peter & others (1992): Strategic Management: text and Cases,
Allyn and Bacon, Boston.

Yang, Ka1 & Basem El-Haik (2003): Design for Six Sigma: a roadmap
for product development, Mc Graw—Hill companies, Inc., New York.

-576-



1) gadl) g il Al g & gal) L
1A ) dallly

Al rdaliial) ABIEL, 4SBNE 4 g.QEIJI FLA (2007) dlae Ada dagd sl
et ol siSada k(0 Y (B dalall daalocall (palsl) cilS 1 e Ao
AV A ¢ (Bliad dasla <3 ) peiia

Al gal) Ciliia) gall Alcalis 5 94 +(1996) 5 Y) 5 Awaigll 553 o pall ¢ paal)
1996/5/16 — 14 ¢Buiad celidl 2l ga g SiianBl] o jall a3V CISO 9000

S gay e 8henll g atlal p ) (93 ae! gall -AEEN 35 HY) (2003) 2gana Jle )l
Aaliy g gdail Ao o) Bl -3 5l 8wl N el iy el Jae (31 )l
Iy A satill A yall Aadiiall oJ Y1 (g 5 16 —13 ¢gmad) Ol ) (B Sl sal)
e dlyd Ilsiia

Clalad) £13) o daainl) ARG 50 -(2007) Ahe o dilase ¢ 1 a3
A gSal) cilaliiall (i A jlia dsilie A 3 1 Au0 prad) A jal) ASlaally
LY A ¢ (Budian Amala o6 ) pdita i ol 6383 Aa o ki (dalddlg

Al ) Ay ) pd) sl Cilaliial) 53 5ad) Cpaiad (81l o(1008) 22 ¢y yeall
Laala clla®BYI K cciphlll e Cighll se el 6 ) glie e jiuale
U‘b @de'r s:ILua'JHJHuJ.jgﬁi‘peﬂiEE_}d#"E 1(2004) 2= iyl
8 S ¢ jummid dane daala Al o glall Alaa oAy B0 A 3 1 pallal) (6 ganall
il

Aaddd) 53 g 5 AN A (e ABMad) A J3 el <(2005) 22 ) ¢l
B S ¢ i dase daala il o slall Alaa o(dg ki 4l j0) 48 el
A0 =27 ga ga soadll 22edl ¢ ) 5all

gLball 8 larsill 53 ga Al il 5agia 4By b 1 (2005) (s 22 ) o el
Asdd V) 5 A gmnadl ] (s e A B Aliie A 3 1 B paal)
il Z ol 18363545 o1kl

ST ST By
5 g I i ! . .

Al gl g Uadll o Ll sl A as & ) -._il ] (- PR T T ) O T b T L

- = - = - > - o o -

i sy b i
) 9;.\..“_. _!..u'.l £l td ¥

;L".! Lﬁ d._ﬁﬂﬂl e..x_nll b P | I ) ) _H.Tl_i { qmw) LJ.'EJJl C__,-II_...: Lru«li
SN dile G Gl d e o8 cplalall SlalaSy 4 silae A o ccplalall
axall o(1) alaall A )Y dadlall (Jlas 1 3 1a) A Ay ) Aaal) dpclial)

_577-

=



43 =20 Ua ¢ 334 5(1)
ialall EJ‘JLAH- Jas L_sJ ;._'_ﬂ]..ﬁ:li Sal a5 2(2003) l_.JJ__J_-:.j_j g__i'l_'] oWl aly
{_}1“_; EP.LIHL_AD L.J-‘f":.‘hi..:'-"h fd._n:;_)'."n n."n_:n._g.n,-_j_nc- _JLLJ :J_g.\.-n..ﬂ pr= nL'ILn.L.LnlLJ
Aaall a&ﬁjgjij i _\j:phn]i chealad) EJIJ‘JI :Ll:_u n‘?inﬂ jﬂ-ﬁ-ﬂ (R 2gd :;...u.:ﬁﬂi

Loal )l cdalall & oY) agaa «J Y

b ALY 53 gl 51 (B A ) Jal gad) (1994) bl e 3 sausa (5 )2
e oY) dlaall ey S Amala o oY) aslall Ay jall Alaall il o) Al ga ciliila
_L__*JE'J'I 2a=ll

ia gkl cpidall dgalade) Al 3 B planl) aladil ((2004) caS3 ( Jlads

_;_d;fu_ql_:“imji}’!i\ﬂjs;s_;ﬁmﬁuu‘,is;
1ALaLi) 53 gl 5 ))3) Bkl 5B JalSia JAda 1(1998) (s alass ¢ yal )
m@;ngﬁlingss_}iﬁmc&u_a;qlﬁj LEJ}:'.'m_Hé- _);u.u.-..L.uZJL...J

_E_}ntﬁicl_}miu:y;

oA Aslia (@ Lghndad (yn 48 g ALY 5 gad) 5030 (1994) b ¢yl (1)
@chJdﬁ@ﬂlhﬂﬁ%hbl:Lﬂ‘M!}
&Jﬁ_ﬂ daala iEJ‘gﬂi%n&.}_J@ﬂ1 L_,;__di

Lin 553830 5 503 (A pucal) L o8 53S0 Al 5y 30291 £(2003) s> f 5

W 8 32 ¢ Al (g suadl Jae) Sy ula e ymnall deliall
(Beiad

Bagad (Al py 3 i) e A BN anll H0LS 1(2008) 2 sana sy
e piiualeda s hl A ) g Sl pLBRY e 4l A jd cdaadl)
Bl A (aad (pe Aaals ) 500

204 saall ¢ e alll sl pali sae 1(1997) Al dijbaal) da) dlaa
da¥l g8

-578 -

10

11

13

14

16

17



10.

11.

24 5y Aadll
Avkiran, Necmi Kemal (1994): Developing an Instrument to Measure
Customer Service Quality in Branch Banking, International Journal of

Bank Marketing, MCB University Press, vol. 12, NO.6, P.10.

Bubshait, Khaled A_ (2000): Developing Quality Culture for a Successful

Quality improvement program, First Gulf international Quality Conference,
exhibitions & workshops (2000): Quality Beyond 2000: challenges and
opportunities 2000, the Bahrain Society of engineers and the Saudi
Arabian Quality Council,
Calantone, Roger & Gary knight (2000): the critical Role of Product
Quality in the international Performance of Industrial firm, Industrial
Marketing Management, Elsevier Science, Inc. North-Holland, Vol 29,
No.6. November.
Cook, Loris. (2002): exploring the linkages between Quality systems,
service Quality, and performance excellence: service provider's
perspectives, American society for Quality, Quality Management
Journal, vol 9, Issue. 2, April, p.1

Dean, Edwin B. (1998): Total Quality Management from the
Perspective of competitive advantage, NASALOGE.

Domingo, Rene T. (1997): Implementing total quality in Banking, RTD
onlne. Com.

Economic commission for Africa (1999): Globalization and the information
economy: challenges and opportumties for Africa, African Development
forum.

First Gulf international Quality Conference, exhibitions & workshops
(2000): Quality Beyond 2000: challenges and opportunities 2000, the
Bahrain Society of engineers and the Saudi Arabian Quality Council.

Fojet, Martin (1995): keeping the customer satisfied: Guidelines for
companies keep to improve service, Intermational Journal Bank of
Marketing, special issue on Strategies for service Quality, MCB
University Press, vol. 13, NO.6.

Fojet, Martin (1995): capturing the customers Voice: How to avoid some
common Pitfalls of performance Quality Measurement, International
Journal of Bank Marketing, Special Issue on Strategies for service
Quality, MCB University press, vol. 13, NO.6, pp.21-22

Hansen, Dexter A. (1998): Total Quality Management, Dexter & Hansen

-579-



12.

13.

14.

15.

16.

17.

18.

19.

20.

21.
22,

(@ World net at. Net. Anazou.com, P.2.

Hansen, Eric & Robert J. Bush (1999): Understanding Customer Quality
Requirements: Model and Application, Industrial Marketing
Management, Elsevier Science, Inc, North-Holland, VoI29, No_2, March.
Herbig, Paul (2003): International Marketing Lecture Series, Session 15:
International Service Quality, Http://www_geocities. com.

Iyer, Jayaraman (1997): Integrated Services on the Internet,
Http://www.Cis.ohio- State-edu / Jain/ Cis 788-97/Ftp/Index, Hitml,
I5August, P.15

Lewis, Barbara R. &Others (1994): Service Quality: Students Assessment
of Banks and Bulding Societies, International Journal of Bank
Marketing, MCB University Press, Vol.12, NO4, P4

Microsoft Corporation (2003): Improving customer service in the
banking industry: implementing automation around integrated
customers information systems, March.

Seddon, John & Stephanmie Jackson (1990): TQM and culture change,
Emerald Group publishing LTD_, The TQM Magazine, vol 2, No 4.
Silvestro, Rhian (1997): the Manufacturing TQM and service Quality
literatures: synergistic on conflicting paradigms, war wick Business
School, University of war wick, U. K, Revised August.

Smith, Steve (1990): transforming Culture, Emerald Group publishing
LTD., The TQOM Magazine vol2 No4.

Sun, We1 (1999): Qos /policy /constraint based routing, http://wwwcis
Ohio — state edu /htmil.

Yamaguchi, H (1995): 7 new QC Tools, May 30.

Yeo, K.T. (1996): Management of change-from TQM to BRR and Beyond,
The international Journal of project Management Association, Special
Issue on Business Process Re-engineering and Beyond, Vol 14, No.6,
December.

- 580 -



;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;

O o ALLLE 03 gad) &) 183 jag ‘_).uu'l dj‘ﬁ'l )
) O | Lﬁ_u-h-' Jal a5 Alalld) 3. 52l e&d-h dﬁi Juaill

2
. e sagall 3oy Aol kil 3
4
5

28 e Jsaill dalsay Zlaill clllaia
33 e AL 33 gl dsalal) ) 1 SEN Sl

360 mm 5 ,;.nmum f.mmﬂ 2
A oo, alalill 5o gall (golaa 3
Al oo, alalill sagall caillay 4
AT o alalill 32 gall palic 5
6
3

59 e, ihbﬁ!aa}diul:aj;dugﬂmﬂ

O T e h"'—i,jij;ﬁ j-ﬂj_s 1
69 ..o a8y 58] sy -2
TOeeeeeeeeeeeeeeeeereeeeeeee e 2 0 5 3
4
5

BLicicvivnmsimnsississisis 2058 ol
84 e pskingd 5 aila )

- 581 -



Dt rra e e e s sl gal g

s oo s BT ALalal) 33 g2l g Saadll zasl 1) Juadll

08.......... fleiloas 5 lgalin 32 9a (& Cilabaiall juali oS 2
P00 s Ol daxd g 52 gall Al p Apaal 3
103 e, 52 5all 3 jaaiall Calaall 4
|17, VRN RRSNRPTRRSY - = 11|} 3N [
109 il ~laill g 3ol 6
1] ALl 30 5ol 8 jama alad g Al p3usS 7
i I ALLal s gall a5l iS5 g
115 e, dalaiall 43185 Ly g alalil 32500l 9

116.... ALl 5250l ) J 53l 84 38l 5l 5l 552 10

I T T 4odia |

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

2
3
145 e, Waalayl g 82 gall A8l 2 seia 4
5
6

159 i ALalal) 33 gl Jagdad 1 AU il
161 oo 53 ) Jadadd Gl 3wl Juaidl)

=

-582 -



5 RN Qaeina¥) daslia 2
B0 s o v o smmsrsast sagall ldadd (g i 3
1O4 e, Ol clillais clall 4
T 8agall lphadi dlee 5
168... s SRR+ ¥ SN | U E TR
170 ndﬂ‘mwwh‘h” paliadl 7
170.. avaadll 3352 1-7
173 oo diUaall 32 g2 227
Lty Akl 3y 3.7

184 .. el B2 427
185, LBl callss g
;. naﬂlﬁjﬁwﬁwaa,ﬂlm 9
192 ALalil) 30 5ol ol Yl Laddasll 10
PG e s 5SS a1
200 e MJ-\J'I t-'-n_ali-nph- b Juadl
203l dedia |
204.... ceeeerenennn B gl il glas adad (i ja3 2
206.. 4..1_;1.;}'1 L_;L.n._,l.._nll‘,l_-.ma.z_,al'l Gile glas skl 483 3
207 s 53 gl il slae akai g Dila gleall AlE5 4
212, ... Gl g2l el 32 sl Cila glas aUad aplad’ 5
213 3 32l e glae adii g Causl gall u Jalsill - 6
P s e Glaaa pll sl 7
218.. LBsallzans Clse p Gla s alayl 8
220.. ol Gl psaaddd) 9
222 Lol a0

- 583 -



224 53 gadl Cla slae alai (ulad COSAL 1)
225 ALaLi) 53 gl Aagdl) asead) i) 9aY) 1 Cpallil) Sl
DT corvssmessmmssmenssnsnssanssssssrpssmsssnyssminssinsonssanis dodia |
e = F [ L p X
pk]) I - (Ran) pall) pasill 18 3
232.. CAgdany) Ay 4
A Oy cuddl bhiaa 5
240).. .. sblhis 6
245.. Al Sl Cla el 7
247 .. . e il lalada g
251 lllab.ul’l n.UA.H n.:.i.'la.Tl o <) ga¥y) il Jucadl)
R R R R e e S i dadia |
258.. el alada 2
264 .. Ll i 3
268.. vpaill hlaia 4
S P S S dgaadl blis 5
T T T r P 48 siadl Gl Jdas 6
280, Llaall Hl B zali p (slul) dbjla 7
283.... . oell lia 3
285.... «Ludm,_\llwhlumuhuupﬂuuamﬂ 9
289 e AL B3 g adals S L)
DL ARKA] up.tmhuumn : pikad) Sl

d..ﬁ..'L'I.A

....................................... n-‘-_,anﬂ eJ-E.u By jad
............................... ,e_p;.ll" RPEN a.-,'lﬂ-‘-' Slllie

-584 -

A
£,

3



299 . isiimiinnsaisssinssnisies B3yl aglali fgalia
£ 1 1 SRR L7 S| ¥ I [ G I PL WO
305 e e-u-xl‘ Al (3 4y Y] Gl gluall ) 5o

307.... b2 gall Gadaa
308.. *lab-dl udja.ll ‘a.l.h-\.i & 4.&.1.:..41‘ duSall Auaadl) dals

O 83 gall Cilaplati) Ayl = 3aill any 10
318 e B g2 aalaii] B jealaall #3aill 1

3 lakiall 850 5ol 448 51 ol ankaiill 12
Al Bagall ) Jsash (Bl 509 Jadl (382 s sdlall Juail

o B 9 &N W A

330 e Jasll 38 A A2
332 e AN ) g
330 AN 50
342 e Ay Y 3
345 B2 gadl i
R0, SN £ K-35 N | I |
: 7 LR U SO OROTRNIN. |« . { 1y 15 || [ |

RE X JTOOIS (B -\ 1 VORS b DY\ WOPRT-
g ALalal) 33 gad) Camad g A8 5 2l L)) QL

359 Bagall jaiuall ¢_)_+au-|-\1 e A Jaadl

RIS N - T ¥ R S VU S

S

- 585 -



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

aaaaa

.........

o paiall Aleall 4008 ) Ll 55 146

. “+E..’:_,.‘;]'I II.JILE‘)] ﬁ_}kﬂ‘ J_,L.lh
oopadidl g oeSletiall sl

il gl il A 15
o opaal) Jaadil) Gada 225

.............. Aadlill 33 pall Jama 3-5

ol paidally J il Ae 4-5
Rl S ) b 1 a8 52

Clinal gall Lilaall 408, 1 3 2-6

< .. A gl gall 5 Alsal) ;s Al ) Juadll
----- Lee ) 53l 5 Leditads 5 5 Dlaall Cay jas
v Y 58 paall g ZOAY) mal 3 2
3

A gisall iy pai 4

AL LaliY) Al

- 586 -

U - S 5 T S TR

1

2
3
4
5

A



ML, o Ledolal 5 48 50 gall A
e ceeerereennn A i gall il

5
6
A48 ..o, 448 h_}ﬂ-'“ ‘U-l-wﬂ‘—u_s-'u‘ 4—15_5_9—&»4-4“ iy

9

L . U- PP P

AOD. s A8 5 gall 3u a3 B,k 10

T o o o s Six Sigma 16 oualdd) Juaidl)
409 dedie |

. e Six Sigma pseie 2

AT oo, SIX Sigma F )5 3

< B S, Six Sigmaisale 4
T 52 5all 5 Six Sigma (w48l 5
476........ (G328l 3a 35 5) Six Sigma Guki dal e 6

AT T.coeeeveiresievniionene Ollalall s o) aall3a3a jl gl 7

A81 ... SIX Sigma dangia 8
A86....ooeoieeeeeeeeeeeen Al Six Sigma 9
488...oooieeeeeeenen. . Six Sigma J w2l asaaill 0

493 ovriirnnrennnnnn el 32 gall 3 A4S Ce guinga [ ualald) L)
495 oo Claddd) 33 g2 1 s Guabead) Juaill

49? d...n.l:...“ GJP?J&.!A N
11| [P Lﬁ-ll',sﬁj MJ:J‘ 33 gad Aau Hll Hailialll

1} 7 NS ARSI, [~ | < (ol

2
3
(7 O DX B PN P Y- ST PO
SOB: . ServQual 735 :deadll 5o e el 5
S14 oo Ay Yl Clesdllsasm 6

- 587 -



533 ................ jlﬂj_’ﬁ ;h‘-}-l-l-ll-_-}a L:ILL-;:}JA U“} E.;L:..l'l J}B-L"
57 SR Celiall § Cilical gall 44 gall Laluiall sl

2
3
4
B s R 9000 5 ¥l 5
6
7
8
9

SAT e eeaeeaen, 14000 50 dlulu
55 TSI Gl & 1) ALl 4l iy
554 s ¥ Aakaie s dpallall 5 jladll dakaia (p A8
556 5 320 A 5o

- 588 -

b |

2 yal) daild






