
( lvY ) ir3$ UlLrlr { i,trtll, ir}il| i{ll:I rr.r.. i{,

slll'rErt'
{el+dl0rlbd+t

f;1LlliJli15-d.ll{irlf
dCls{U

'b{J! &JJII
: tb{li,53r

uiL:, ill !S{ \t ,,1- # Q ier-.t|3 ,;t :lt .r.,ar 9.o 1, .,!."; .gJ,ll ,,.-'Jl crl

,i..3(l1 c.,LrtEJl ,,r<r:J l" ljsr, ;U+l fu{ CJJLII i/ "lrHl f<Jl l$ e
,.i rl ;;t ,l +dt +qt ,i ,ls r1 J* u r{J,;Jl r-.3 ,rL 

"atat Ltlalt3
.tll i.rg lJe 3;.J .i,JLll iLJl ,S--f e Jt ryl ,E i^59LJl c,!U!l

!,J el.).$;, .:,LetLill dll dts l" Jl :.,JtrJl +LJt 6.1.1 +.o{, 
c"r,J 

c,t-.ral

.t{l+l i,. f++J, fl ,f:Jl I.Ul
,-toltl ,t, lrs,itu i,,ql Lft' k .*,.y't ,p3lt i dt Jl FHI .:L*y r.ll

e,*.,'f3 r.tiJl l+Jl ,+.1 L l_.,.:St te,-++ tr:ilet tCl:l ?l_r+.,t'z e , )J4il1

Wr ,s*- d$r .rJp.Jb d'll 0 t{,Urj*t 'Url lJ, JJ- .tLS-l.Jl

,y,JqU,tlJ3 Jl ,.jt4 l+.j- ..9 i{r#l ,rl-,;t!l -rlrl;13 , $i;Ll ,..cln1
: tFl irL,lb , dLle .r,3-,r {t;1 Lr_213*l 6..1t- p \,.:4 g. .t!t*ll ,; L57c

c,)3^^ll c.rl Jtrs,( 20 :2004, -.,L" ) r+3 {itit ;1 iiyib ;;rk-!13

q,.r'- L-*t :.,*.Jll Jil, -b 4 ierk JJUJ.T &t O,:*,ll +y'|
, CyL)t i.ilJ gtJt jrt+:t ijsjJl rjall +1, Jl t{J9 +u F t 4s'
;,.J1 c..,!.r. 4 ,)r,:- ll i.ij.r3 i*il1 n-1..1 nts ,fl ts! 6;l rr! .r,r

,.rltl ligr - cilillptlr!

ir-Cr-lilf liiL..t d df.gt619{l,ij*l i*i.. ar3

l. tf: iirJl - I : rilll - 1: irhll



( rvA ) ..ir:r.rrJl tel$ d l,Lttl, i{{, .i+{51 it r.. ar}

, C.:+l ,i iJlijt 6i!t c-,1-3ll *l+-L, j i,.ra. i;1.' .r3$ e=4 ,iil*It
;"r!t g! it":,;!g c,t -.u-t| .qati g.. i.81.2 : .Jll oJe,)JSt Jl t-+ ft i,.r

. drr..lJu|, c+rgiu 6brl
,i,ygll dliLsr ;{rfl e,t f,-ll l{f c.-+'i+ll i'.ql OJ<i 0l q4 llj

.J,-!r rt"a Jl;-, ,..;*il l+."^t 4 k**t-iu.r a-yJlr +tl.:?rb i,rr,.a'iil

1t )tlt 
";i 

, .i;ul 6tile , llUl .rl,tKlt th ttl ,* 
"i-,re 

, !.L ii.r_l

lr+tJ .-...J1 e*t gr crl3 i"t-rill i+Jl 6tl, Ub l1-f]. t'".? .a:tlll
' ( 15 : 2000 , ,3y- ) +F sJl c,}(lll J--r c,t-'s:!t

+tlll k, , ;{&.rt1.ri i,,Ul i."-Jll qlj,:,U_rJJl ,i+ ,L!rl ,U!,

r,r!,.u:Jl .i! i{.lJtr. AJ'JlJ i rUl .r;l3ll j r-..i l.fttti: ie$Ib;rrz.dl +.r41
t"lJs + tffiJ4 -*r +:JI +al,:Jl dajl ilr J*, ,ll i.,ql I ..rll i,, .: rL'rt

U'tbVl .rl*.:ll g 9-15;+J? ir-rtr eil-r Ellr , trjt+irr trrrlA

fF dt i+tat JSUI i'llr t-'", , taJe i.;3-r;il c,!.t-:ll 3". 
=J;r3 

, U*-
Jl;u-tSl c".e: liJ , 

"*Sl 
c'129L; g v.rl+s..ri ,j*, +'.1+l c,L-3lt \$

. ;rr*. r't, JSrl +L!tt J;ll
oU"lrltr'fUl .r/q,tnrrl 6:,, Jul fkJl ;.r9a ,ll ,'*l;l cf*r

C.r./ ..Otlt c,t-cti!! c,lr$! .:,1-2$13 -lJtJl c..- ," .:,Ltll ,/- -) +-ll
C, r^.qt iltJ-. )r,,", iJL,i,o-r,f.JrSt rQitr. s"Ul di:!rJ"r',Jl
t-o. .* Jl .:,L!*,b ol"r+lj-Jl J-44 L-;jL. ,/rl td.. +, +

(331:2001 , p+lJD lJ:.-tCt .:tjtL"!lj:1l3ll tai J.u d:Jl 
iJSJtJ

ir37gi,;ls)l +Lrl ,r..I i/U-b obr,:,,'+,b$,ilie..-Ul JUUJ

{i dt-r rTotal auality management iLt:^ll ;rJ+l ;Jlrl :}.-1 *t r.:t-. rJl
,_lJl ,rl ,rt-.rz.Il f^J J'.i gr ,gul \-i tr ri:"J,:Jl trL-.J*d V.L U
;-13{ dl (weller, 2000) Jr+ e"- ,.rly'l .rt.t+lJ .:>l-.rll q-4 ,C":+1.,

s*Lllrit{l !ili9 - ritrillregHl
r.r?.ij.dl -r.tlrJl -1 l5ll



( t v r )........... .ifi.jrll li1n3. i ir.gl art|ll,i+hiJ i*r.. irJJ

',-:r iUJJl i*,31t rl-rl lg JV i LLI ., -al f:l.Jl i iLtiJl z:jft ,$r;
.c?i.r 'iLJ

C;ill 'JdJl r,!L":,jrl .j-Jrl ,JbJl .iLlJJl iJS"LtV;*,*t
tblj\l ,r*., .fly'l ++:Jlr t#l ,:,L-3Il C il,.t.l.jl t!+l ltla J:.k

S'(ISO 9002) ;.136ll iJ3.tJl

:ryll i.b!l if it7rl 
'*t,J.JJ,| 

i-l..;"lJt rJt-p.reibil3
S,ge;lt ,l*ll Ji- i t6:""rl t"r ,iLt:Jl ir,+l ;Jlrl 1.r& t .t

S ,.,.t 
tl 0 iJ"U,l :!+l ;*t;,:,Lla:. L, .Y

s f:lljl i iltjjl rtAl ,L-}, e 'trlt y^p ,:,Ir.:y ue t .r
Sf,$b r*rl ,i iLuJl ;r3+l J"t r:e 

".rCl 
i'JtiJl ,tL!!l t.. .t

J,iJ ,ftJl ,elstt .r,,,:,FJ".tl ' ,..b Jl,jrr,ll c,>{(:l5.rU3Jl L .o

S ijly'l ,:,Utall ,rli.tll
UbJl i+:Jlr i,.r,J:Jl .:,r ,J.l (, ILUJI ;!+l ftl;j JiikJ CFtl rj.r:ll t, .l

t,rto rgg2);r.ta.lJ.:,-rJl r,i.rL'U 
'.,lr,b {,

,dr{, i4.d
,Lrl TeM) Total euality Management) iLU,l ;!+l ;-11:l .::L .ri,l

"li*l 
r (Dotchin and Oakland,1992) +t#l c,qk l Jy;' ,,. ,:'$t !l

,i, G?.5 i ,..blr !lt+ U c.--."1 ,.rl J+ dJl eL-y J! Lr-,p4

i-l"ill .-.,t*.,l k.i .r=-, Li ,t+yl, J-l gr Ju J<4 .rit=Jl ,-J'c.,t-.-3ll

€*t ,L,jtj-l ,{J,r53 ,i,iLill 
"[.Jl 

oL-3"e c-,6;]l .,t"..el C L,.li"itr
.tl.;J ;r-1+l 0t* c-,t r*[q ;rj]l

jl ,(rertD &u,l ;!+l ;1ls! ,rtill ;i-!al_t j .:1-q .F ot<* i,ll fertJ
6F $ e:Jl .:,>l*lt, ,;*l )* t"btt y:'^*5 lr Ltt j.q .rJu^ OI

;r3|l ;;b! lt :^rl i..ji- i,JSll Cf ,.Jl irJ*Jl .rL-3,11 d i.rt, ,ta$s

s.'lrll rd$l !ig9 -.qjlrill fdrlt
l.tf: iirJl - l: rrJl -1: tl{l



( YA. ) ...ir-yJr.ll tillrl$ { LLtll 613*l \i+d..I qL. i41

JiJ, iLLi.ll ;.r3,fl ;-11:! r-l .i-trJl j r*r-b qrL 1l-.".. Jl 6U+ iLUlt

t{jl u,LarU,&,*l-rf Grirl',}-t4l dl ,ddt .},^*nru:tt .=+t:

i.:,b Ji"Il ,1..,,.:tJ J-J. t+F Lr-r , iJ.all .-,t*.zl ,rt7t- dlli' .i C,--;

,eL.-lJ J;J..s ouql l.UJ L"Ll'r-tU c.,,-"1 ,rl J+ ,JlJl nlftr e.,t*ft
.lltJl Lil.:ll ,-J" t{..,S-r t{rJE,rF,,rl .:)l*J,l ;,.r5ll 3.

,}^.4 Jl .3r+ a{rlJll i'.rt":ll i_P U *-k ii?rb "i t A\,:EL' .,. jLlj
rJ)L g,. pt ,trl i i+tJt e.rj al, - d 4dJ ,+b!l ;rtr ,61;!t ;rJ,?

i.iLll .t-acl 
--.t.l; g+.; ,fdbL iiLi.l e'lllriJl 3ti! d .r-lt r-til-1 r911.l.lr

,tJ,.l ,*.rtet*fl !.1lst-1 r;-r3{J +t".-Il rp$lj ,.e}*Il 
"i-.rJl+ 

j;.rt'
,,23 6.,--l )e ,r;.,4r.!l Jl;" 6;u,.1 io:Jt ,trl )c ar,:a ry,a;":. ,:;.te

.! ,+tJyl ;.rLi! i"ey'l U." ,Jt+ ;b ;rAl .:l;L .,.3L1 6;br ral" '!r

f{,trtil i,J,arr qLtJt c,btf, l.&t'q:."!Jl ,-jrJg ir .2 J,.,it t rU..:,-

;/ l-Lt iy- St:r3{l c,l;L- op liJ': ,}lb ,-|.,]l y' di-r +S,tL.I

;rr{t'11 +ll t+& 01 r+ U<,br ,**D}l otut ;L- U-, E,b1, yv
iF - ;..1., tU -;l {l y!';rJ+t c,EL' .,.3L1 J! .-.p.r+ :3;'iLt&Jl

;U 'rrx Jl JS{ ,-, ,.r,-lt La:, # J.(, "[ 
,d .rl-r:.1 dl-; j 3'.1 ,i;,Jaj

, ILUJI ;:3,f1 6.U.r.r,;!+t ,:,tiL grk j;!l r.rj.r iLtl^)l ;I+X e,UJ
;Jt.r!l r.iJi 0 tJi+ L..- ;1"4J .l-l,r- t[t,LJll rl e1 +y U-z J. r"i.
L-Jtl .rLLt:; iit<J sb|J4jt irrb rs.ajr -Ljr kJLL Lr+.r

.(Besterfield,1995)

i,, Q { )b iLtill ;sr,}t .,.sL! lill t! t i,..,"y:l6Jr.:iJ t tili

vy'-l Jl ,aUtt rJsJlrirJijl &Frt.-.rLI !rt{.r;Jtrit Lir*u+i:Jt
it"U i';....,!.1 Jl 'ni A,j4s,)l;yl J.L. ,4t U:..}JI oJrr AJUI1

,n tb LAl d c..*.tl 1",? *91 lh 6 e-el4)j't a72.F f t* Jl Ct:-.

'r.hJl 
rdt{l dli! - !,itrif l pglrtl eigl

l.tl: ai.Jl - f : rtrJl -1: r$l



( rAl ) ...lXJiJlUllnt d iJ.Bll irr{l.i.,tJriJ Zr.,i.. i/3

. .-:-It ".,J':Jl-, _!:Ul 4 r*Jl * St eu Jl qfA 
"r.+t ,*.r":,r -. ,Ll

lLj .irl ,* rFt- %Ll Jt ii:I ,...rc-1 
J/tr .rL!.Jl -t' a"+ :*l ut

.(Berryl99l) f^t11, fcb$.i {iXL qLUl ,.}Utt}+.ir;Jrt+t
trg=.:l &tyt,*: .Jit .rra)tl ,-4i.gl ,l Ct :.r3,=r)lu4 lJr-r

rr*L yrt .t,Jl ,rt.3l i,..tU3 0! .,.t ,Jr^Jl r+r+ r,, i;l- oyl. tr+..t+:
.JLelr t"ir 0yrltJ't4t + i.,,*,JJ,l ciJ0l

i,, +r,Jl + ,rtryl .jruj ,,, tJ+ L-:i' ,-L-J.dl u+ jryt ,^!r.-l $J

L-JII Fli:rr & .b.iJ:i LP*)ti l*+lt*yl 't! G..,l +4 q,ujl ,:,1*,311

r-.r+ ll UJI ;Jlryt .U k .rJ_l dt rJrr {rl.ll+b {rt k-b J..Jtr 1+, k;
. (Lewis, and Smith,1994) elJrl

:"1.*l y .r.r.e g rJ,"i.r,lrl u i-^J i-,bJl .&r e.-Ql ft&l er!
dj,J i.'^'tllr i$f l eEtlill*5 J* J(.! ,!'Cl e,l;d! i,^JS.iJlr i:sJ.Jl

')l 
iLll ,1, C l+1" :*l-rjl ,-,, .;l .r55. tJr, .i,Jujl iLlt G--r -,*.i e

L( .{:itr,t {Ul -,. }l r+ ltrul t +tJl .i lrj, ,C! y' il.U .L?Ul Jl (J*.j
rJ[.p clgt Fld! r+,r+l iJe.rJl ,.:-.ri c:- .6J.r]l 

"[:Il 
(-rttVo,g"..-)o,:.1

d.ijl y' J*J ,-rJl ;L- i o"L!l it")t tur,:L-!le ge.rJl # ol-j' ,r
qbs J."J:ll '1s1 i*L:!l ;:[*,U g-:ll .,.ll /S sU-)tj frJl J,-.r,r ,r..,]rjb

,r-rrL gt tt Jl )y-t.i-Jdl {rti-qb-b . &U.6J {:!tjJ ,!-i;9 l.l.r,3 t1e
lul ot.;J:...* l.y_,,.. rrite- .:t";J:..- e4 *gt .2trJl g. ,l-q i;Jl
6rlJl c*:; l.ia J" 

'*rrb,tAJpr 
,P ,]f!t U * q_N Lr ,t+:Jl

,U^r:)l uLlle lr.ajl uslJ;J ;f- +4 eL.t Jl ir-l-)-rjl c-,t:.r^;Llj !.:l,:ll
.r,;r:Jb d,:u d+J.all gfi"it grrl !j ,d--rr:Jl ,rt-b j +-r!l zflt ue )";a

!r:Jl ;+J.+l d;rl,LJl ..:J,-rl c-- .qrlUl ;. l'r; c,l.,1L;!13 l:.,tiL-:,),1 1L!;j

o.,a.ill ,-;.:,Jt -.-9,Ll & +":L:,t f*ult Crt ,J rl*itl !+!t -.yt-l -r-:;

j!{l !rtl9 - qruip pgtrlt

l.lf: ijrrJl - I : iaJl -1: {*l



(r^r) .irg$ littrf {i'l.ufl 6r$fl,i#ril irar.. iL,

r-st(13 etr:y'! ::.Lll 1.1-tib .r..1tq:ll .:lr& ll_i *,.:,)l(:ll "!-.9,
.jt :^:".Lnl, iJl ,,il +l .ri; r ; *:Jt .-., rrjl 2...1 ,., r ii.tJl i.iLJl .rl-L-p
= --. a- Jr -.

;Jlf .i.,JiU,b i1:1.rc!3 +lqil tdt^r.-. ,-iy:rl (Jfe !,,,Jl.lil c.-,.rl ,f.l,:tl

,rl"l ,J" Ey'lr dJl e,13.:! gL-:.9.1 ,l i:.-LJr tpJc ) ;,;*. c,l,-t+ !,,
Jl .:ru+rl nl,-ril !t+ i:.r i:.y':ll *j VJ*,, irti,,,ilr ;JJ+l j ,:,trill
6.rJ 6.u,Jl 

"FJl 
,:,11i }.j^; g:41 .JJl c.*Jb ,n!"lt e"L,lj<n l ,-,.+l

:llkll sL.!l L,, CI LIJJI ,.i,l t ll ,l!i ,ia.r+fl .1(}3,q.),k!l ,!3,o

.i',,rJl ,.r,iily'l nJJ+l erlj,;.]t$rlt .*.dr3.ll +;JEi-bIl .JrJl-'l

ft, J<& 'UU'll trlrrl y.rluJ .'*,r-,..rbl .!-J" j ;4At ..,t lt gl .,b
ir+:tl deJl ir 4r,Jl ., .-e .:j,ll .rn ,u",E J<+ +JaU;Jtr}b

..r,lrl
.rtJtr .1" . t Jl ci jbJl f"E,t, ta;!t ;,ljFll .t:6 i-JUJI ,lr Jl -Y

'-;,* Jl qtt el c,EjJt., ,\4# j+ ;-)1:!l y.pi oliSs ,r{+l J:t
.1.Ul 

,"L:11 
.:L. y'

rJdll Jy, y. r"';l.tll; ,Fl,:,l .i .D.U:lt qJ..:Jl +;r i-bJl ,l-. 0l -f
.+.k b i,"r,;;Jl oL-3Il (, Ul-:Jl ;rJ+l ltb &ti G;itl

dliJ' 'h{fl
.tlblb \i*ahaJl elijrc {rll plaiftg. i,l.ltll 6ltIl

:arbill Otie
*d gi:+ rt{-)r iLt4 i t{JrJ?y.r-L!r irJr s:.-t- a,;Jb: i-r;s al.r

,* Q *|il ir":L:llr LJJJ| ,rL-3Il j ilt":Jt iJJ+l riLr ;tkl cji"
,fiJ-:ll .,. J'I-VI Cf li.t". 3 LIJJI 0!i llJ. (ISO 9002) ;:.;+.lJ !l:-rJl ii.,"l.1ll

"J" 
&!t ,-jql ,j drdlJ ifu.U (Anarytic synthetic Approach)crJEil *Jll

t JttrL tr6lJlrr qrub.r \=.r1, t*,*; c-",- g, rLUll ;rel ;rtrl i+.t

eiJ.Jl ..it{l trta3 - iltrillpgru dj$i
l.tl: Aidl - Y: firJl -1: rl*l



( r 
^r )........... .:r3;ill lilhr| d :r.Efl 6rt+ll a.Jdl i*l. rr-lj

il"L:Jl r!+l ftln;t!j g-*:_f yt C rg-{,,4Jdll .-iql ul .qr6r,..r

.(ISO 9002) ;.r.,,?.lj {3-tJl '<b$1 .t2 d +ty't t.:t":Jb i,#l c,r -.J'll 9

db .i,-- i* ,k.LE-r ;jbdl t ,Jl .r!.rl e.- ,J, -.JL!t l$ ;rr,.r
iiJ,t.:jr ;f+l ltlaj #tag!:0J*l ir,Jt+l l.l. jc.,Lt./[oje.Jl
t2 Vv v7 rJ4 ol e--ul .J'L;Y &<. d ,Ur, :".rr,cjlj i,-r,J:Jl Et*y
,,ll Ci, tll"4 i-tr.rlt O! riL.att ,:l! dzlJl .rLllJl ;tt :-'! i-bJl .l^

'efll '.t.lJi

qU*:Jl .,.JLll c..--U! Cf l-llt 64:tt 1..-.e LbJl IX-l ,L it*yL
L.l.rJl ),t*.,1" .ir..lJ i:rrL< (Anal)tic synthetic Approach) ,rJLrJl ,rfj)l
t JUJ.L kt*l l+r.r11., r..:rAlr {LtjJt i!+t fJ{4 .rl,:It &!t t4t ;

:.,JUJ|Fl sle .4J3J t{rttJ,^.J

,&8,i.brllrrb. or ildl
r.rlrJiJ| i+lfll JL i Li{r.i L!,i,btlll sr*Jl 6rl{ p1$r b

Ul ,i.t a 1l- LrL-.3 ,.r11 ;b[Jl J,'lJl ;r. ri''t t l,JtLlJl ty'l dul d r,
rl odlAl i',+"t+I * fr* tdl J,.LJ ,iLU,l ;!+! qr-yLril sdl
:brt 1l "[ 

.tU3 4 k,t*:lt-t +Jt .*.r e 4:-r: iir, Jn, s:Jl c,LJl
,:,I.eli:ll d-1Jj59 r i'+l; iIXJ .;J:.,J 'qt ,c.'V?: rc-,!L.o3 re,jiJe
.(p\tlY ra44tr) ",1," t:+ +LIU ;.lJi:Il .-llu!l,'ri, Jl 6rr e:Jl il..rljll
.:,UtUl ;Lrl3 s3afl rt+l ,r,- q""t, , ,*.1 iltt l i5+l Jl jb4l ,sil
0l L5,(llclv ,vtri) dl t,..."*:J,rct + J<.! .ULUb ;-21.r!l clt-.J i,ilJt
r$rl t)3t i Jy.i rr el3y.f"Jl .rL;r .ot-!Ji.rJ1 ti! toL^. .rr- !," iUr
gf:uru t+t &V* cr, fg.ir(i1qq6 ,rq) i.--Jltt ,.|.Jl :-l.r Cf. 0
't.,r- 'ttieyl tts jV J>{- ,/ .4Ji3 ,oV21 $li1i 6;jr ,)".i1 crv)

.(1'\11v r"l$Jl) LF. Jlr ll i*Jll J-1, USI

s.jdlrd3{l ftiLt - Ut ill r$trtt,If$i
Y. tf: iir{l - I : ri*ll - 1: rhll



( t^r ) .iij{riJlliiLrt d ar.lill 5.fil1,iaCriJ af.i.. irjl,

;,U53r v:,, Fll,I (, iltjjt ;!+r Jl Jl Ggbeqtsso)rl I'** ., ^3 61

q,tiJl .1" Ul Jl (gtrrv ,,Jrdt) i1-.7,-i ,=-r.31 ,(Efficiency)

Jt+ ,J lLt rJl i!+l Jl :J341 (gI... .i-ie) eJL' &J dru,Gtrectiveness)

&!l fur:-rl ,J!J i,ljs3l .:jts lil .j! ,r1J!3 .t-,,..:Jt-ijb tt53l ,f'Fltl
trl,r,:,t-.r?.e elj -b JJAI J.l y (.^}yiJl) i,1dl i.rL:,| out<./

.f ..rl.ri. jrl flJi:."ti ir.rl,:Jl c,t-. y'l y :J/ .1lJl,..rlr ,!rlt yl ,t*
,rJ,+l td.9 F; ,r=lr ,J*..!l J-l Jq ll{i ,(i<r iili'"}iD t."[tjl ,:,)E-rll

i i.,Li,f dK Bl, ,i,il*,Il-r,ilrul Jij! i,..,,ltll c,ti.,"l.etrl 44I93 ,il.L:ll
t{. Lul .H (+l U.,)1i, ;rrdt ot;rJl el,.it.u!t 'i.;f o:,; tdt, l4l
J-lr.i dl ili-*:Jl r+ e.-,. .lJ, J" r41 Jl :-,r bl Ji ,ilull i!+!

.;$r u*-l 
".1 

;":.Jll ,-iull0r,iiL*ll JJl
rryJl) *+ LS s!, (UJl ;Jlrrl) 

f!:1,:,1 g ;rjlt r.r! ;J.enl ;ft ,lJ.l

ek-iJ ,;j..dl i.4)71 6 JV e,i;,+ i.ri frJi, ule:.,JJr| : . ..J\l ;J.ti (;Y..I

,"!*Jl ./t-.zl ,-4r!l ,t l3l .ilUl) tcDlr", c,Liy c,t7!-t1 'U3Jl Qy- ,/
;.rt Jl5 t}Jl 611 UJ ,feLi, g. J& uiJl J,*JLJ .(frJ.rr .e.:+l

'tjv A 6zell rgt-.;Jl Fat i.it b*c,,t*li, JI; gr,4! g--r.+-J

.t."ri"rJl

iLUll ,rJ+l ;;l:tJii:c:_r i," FlJt (Jt* (,;r}+t 0!i ,.!,# Lt,Ll*-L.r
:,'J tr (l.r"t 'eue) elJB Ls r..J

t*'\'j1l";.;/ y4 Jt"Sb;"dlJrL- t+,1-\

J+l ;,, t+,)tJ t{:J t J-}!l ,,,"r,i:J 
i,J.r;Jt i.,-Jll d){; .r ,r;.1!," t+! -r

g€i, *-St €Vrl
'f{Jt}Jl,Je;r>t" ,,)l"Jl ,"3"ii Jl ;)t*Jl Jt-.r) -,--' L$[-r

J.Jl{l litfu -.;Ctrillpdrlt
l'11:3irJl - f : trJl -1: rl$l



( lAc; .irfJill telrrfe ri &lill i.t{l,iafl a+.r.. :{,

Jl Jy_)t )al a dj., r- ;te J*aV ,,si F.lL:lrl r.:'J qil -t
.q.*Jlrl iirt-...J, Jt+ )t, ,JtlJl
:ce y (')LrJl),rLi:t iDlll p 0l-o

.i,qibEJl-
. '=cll 'b!l -

.4 -.;',It c.iJl 0 i"Jtlrl i,LJl 
FJ.i, -

.+L, UISS i.rtlrl iJJl 
f,"r.i, -

:f t" ta...I3"3:-ll*t .r. r.lJJ.rjr t{jl-1

.,tl'!l 11..,. sy'l J.. i"'tlt J- -
.c-,!L*U-;r.:. p1:.;-

.,,.i JS,Jr aU iUr-
.rrb.rjilr .l-t*,t ir J.,Jt .1J; -

,&.,J1 i,. + -,.,Jl i-r3|l,S.lr+ tJt . 41'i iiKr-
..Jld-lr &Jisr.-'.Jl Lp e * -
.ilrtlle i,jJl :-1l/,) JLi;l.tr-t-

.GJ..-;l Jtr3ull JJIJI i.j ,-?wt-
.,l.rll i ic,-,-

i/ C!:; (i-Jdl) .u,Jrjl i*$l itl 6l ,,ua JS ri CHI g*: rl,, t+l -v
.()tJl + *lV,lt qrb ,rl" c-;c L ,:,.:l 

"p 
, u"J 01;!+l Jyt

i.gl Jyr a,. .)rL,Jt 6.rJ L,>Jl .i:r4 J!.ilj3 ,.rJrJl J#4 ay' r-, t+l -A

..r3-lll t6i"rr c-u- Ji iLtjJl ;:r{t ;rt:1 Ol ,J-n ,'kJl 
i,$ll

Jy.Jl .r c.,l;;;lJJl c F,r,l, ijJrl Jt+ i iLUll :!+l tJlrl .r".s 1+ Jr.,

;r3{l ;.21.r! €-.:.ol i-rJ, J-rl ,rl C,ewis, 1994 ,.:,-J cy tyrj,)l
,$.rr}l t<-,yl irJ't (Sitke) 4.r" g (Mt. edgecumble) i--.rs or iLl;Jl

s.fdl .d$l dtle -iilJllruru
Y.ll: iiJl - Y : JrJl -1: ilJ|ll



( YA\ ) alli.riJluit*l. d :,Ll,Il irtlJ O++it ir.i..3/3

;strt,rb &ljll il...*:Jl f-! aly'l ;lUJl ;!+l ;;lr!iJ.e.- l;"ll$.r

CrJ Ji.Jl lt'JI /,lr F,r +" J" +tUlr $t rry i;>l,lt JJ.:;
..t-t3Jt ;i,JJl

;.r,-:ll e'!!3ll rj (-A\tt. ,#t>F t"S iLt rjl ;:r.ft ;rts1 6r$ LrJ S.r

f#l lJ t"l .ijUJl 4J,Ul .,./1 r+ i.."Et J\Ul q Vlu c,4st,i.ir,.!t
J&Jl irt+l , (j\tll ,,rJLJl) .';r+ l."s iLl-ljl ;:;,|l g3+4 .il}l Ju dlJl
45 lY. ip q ;.i'-rl t*L:ll oL*3ll r..rs .r31 f 1.\1tf ,.t.e,r= ..;1 i1 ,c,t u
.d1l ,-iel.hr.E.r.rJl li.t Or(: i'rl ildl g,.3 ,{furll ;'udl e!)3Jl d *t+-r
y"t, l+tjj o# irl c.etle-l ll r:j4,pl q,J i^.t+ ..*;#f .,rt- jJ,,l #r
rte;lrf j ,b' ,F 4* JSr ., # ,F ogt ,r-; crr" ule ;f+!

.ibr',F 4,;!u l t.i, JU o+,tl.:"et!:-le
U^"1 9 ,ar +:Jt 4"rll t;b!l ,,.rtill g" iJ"tiJl z4fl p+- Jli +i:,tJ
J0 J'J. tJ t+! ,Ji"Jl c,l.lL-^ i:1, J>,(- .r zr":-,., i;*,t:!t yr$3

*lr "uU; y't L;fll c.r>t.t :ll3 ietsll c,u"*U .;*: ,*;1.:r 1r1..i,rat;
r-rrau ipb! ilt t{i.l (1t..Y r6rJl )t+Jl*r-l ,r":.,- ;$1 ;!+l U-J
U*e a-h ;,,r. i,;r.:!l +LyJ r"rJt U...Jt llr,it tt i.--3trt 6ir
itJt rll .,lp U,t"Ul C!+ at ,rJt.rl{.t etJir (.:,1-.rAl ,c,!LJl ,.:}i,tll)

..r3rrll fa3;-ry'l JJn14-,.+:Jl lLr i;JuJl
+t-l J.rt:e ib8 -t" .tl fJ..:Jl d iLLxJl iytr! ;s3|l ;-2ls! 13ai" :.b.13

:d_,
L jo.rilJl erll ti! lrrul eCl J, J,pll 0 .Lr , .JU,l Jl Lalr"-i-, :il-fiJl -l
;iyrl f+, o1;t6-e,-i.lt*. i/ d":Jlr r1;;Jl 4t- J>L ,J. "JUJI +;<r
.:!t6ll3 c-r.1tJ! i>{:"tr rL€rfl +b+l ,J'U"rf; -*, -b "!.,; 

qJU.-r

.(1Y..\r.f.Jl ) i,;$l ,!r$13 c.,lrpl3

ullr -qj



( r 
^Y 

) ...............................................l!rjlt ll{r4. i:r.BIt art{tjnrfl rr.r.1fu

: .JrJ'lr0i6tr:-ft Va,tlS1 J-.r2.-t*ig,f ;i3r::G*Jl -Y

.J"tr i,r<, ,fl .+ crkiJl i...rl| rl d:tl re.i1 -LtJ #r ,1a-. rt rl ir.:l^:,|

c,W\A;:yll 1l!:r.eLe.1tL,3 r;s3,|l U * e_*
.oso 9002)

,l-iL UlJb _4r!l ,t1.,1 r,. +..rtJl v,t Lr r.+Ul irl*Jl 6l :i,f.,Jl -f
lu--:-b .LaJr::'..1 ,."al3Jl .rL-r!tj.rt7Cl i:3,e , c;.-" .q.r*:l gclf
i-. Jr {J..il Jl,.rU &' ll,/; tr .:,L.rl.ta,:'QCl . 

jr Jalrj!ry;.rl I A!;E3II

.(Herman & Herman, 1994)

+." Jli irl-o';il 
fL:.lJ rl etrll e',r:t..t Lt uuJl ;r.l+l -t .> ,)ts l3u

(1Y...sFy) a;a LJoU33 ,t-lF JJ,<: d.,lr i!{Jrl 0 .,L|.:Jl z4ll L*
:ry!l ':'t;ttr)lJ

+rJtt t,t (\Y)dlr- ciJu (eJlUl)(fyJl ll.lxjl ti ,:,q-tl J[r5 ;, -t
bJ, .r'r fJ{rjl lttrJl trJ.i oJl .:,U.af3lf .J.-J :Jtl eli;;Ul nLitt

.u**rqll

6"l..,r rl rr:rs CilJ -J!5 .r../tll .s;-l\ .' 
"r 

tn],., ol2rf :rs -\
.J.<Jl ,iKJ +Ye

,-.,J*,b g.k l c,L-y jl,-[.Jl ,i_1., ,:,t7t- rr!r,:!l .:,t-r;Il ..-b l-ro -f
,lbJl iii ..,, w. sJUJtJ +.:ldll dJt !U C ii:Jl , :'.:,- .9i)l

.iLJl
c.it' lil JJrJI C ;rU ,ji 4IlJl e,a:Jl .:!,r,, .3.i f g:U:tt i;S ltAfl -t

.u1tL o; .:t-. rJl oE.elj,,

.:!a- 3r , ia )^-,Sl 6.1" c,tatl !-.,J-u,b Fkl .:r1tts :r.L. l& -o

.ot,r.rl 6;J, ..rlyl c,t-yJ" ,rJ*:l e+l ;J$ .,fr j31 tr i..:Jl

Jjt{, Itfu -.ijtriflpg&ll c$el

l. tf: iir'll - I : l*ll - 1: r$l



(r^^) .i!i|j]{ Ull-t i.LLill i{{l ,i*&iJ :f.i.. il,

.sjJl .s::-ll + C[.Jl (*, ,rt-.y'1 oj$ Ol -Jt3 fyJl gttrll ;:3e Ol

.--;(.1 ,.rL3JJtr p,:l .a i3l;: lL-rr \df t&,=Jtltt ,:l ,gl .\ bJzjt r'

LJr;.)tj ,+? dr,. e. l.-13 S-i-, it_S-JL il-rll Jyr t!U!r oJl .:,lltall

,.i ll +tt lt d'lt J-t-r, g .l-r-. ot+Fl ,l.rl cr;:-. oJ* 0l ;r+l ., rLr.4J3

i;!-r 't.rl c,L;i- r_;.3 1;L-r Ur;,g;'"! \l crt.7tl !,l, i..:At c,t,*.$t

al +) nJ,:lt ;.r37 Jl 6l .:"1.:. lb ULll +41 .:t*3,11 .:t7L e q*,ls
,r.lrJl ltE-tl ;r3a.r2.rJ a* tr+-l ,t64;+, tnryl q4 i:Lj,bl ,:,tJ:-q -tij

,drt't

'lirs! lc gf+ii.fl ebb 
'r+! 

0'1, ii&- ttl rlrll egi.rr 5,r eb. ri$ |{hit gl"

: +t+,_i,J..:,| lJrr

;tbll .rt4rf ,,.,2.rri:.Jl ,,. i,./L ,l:l .:,L;:-.-1 :-rJ4 e,t7L.r3r.9 -1

.r,,rJ:Jl 'tiJ! t.4ij flle,Jl ,rlr:/.-.r,J.JlJl
.:,t Fl lfJl ,-1.",tl{),rJt c.,!LJt J<t+t+,iJ-r,,bl c,Lg.-:j-..r-Y
.'1.,11l'tLr,3l u-lt: ..i.e ,f O gl+JJ.,-LJ:.ti JIJ* ctjJl .i.o9

.tt{1.ru k gblltl Ul+.r &t aV-ts 6t:! rr.lj 'l:1 
.:$.c:jr.; -f

:siliJ,L.brll Jlt *dildl
retrll {a&tl[ al9$\i+$r etChi. L

+t-ll c,tJrrtl i," rr, ii Jl itt l ;!+l iJtrl 6i"}i" eU4

6-;b!l 6a:.ll tLa,3"L:J +UIl {J1-, i-lL4jl i,.Jrl il;a .u ll (Requirements)

,gL. t" <gf ..f ,s3Jl) 611 W c.,lJL'l.t .:, ,,rl .J.-, ,{r+l
,J-. !t 

"l,..5,l 

.ir^ s+it;-lJU {Lt LJt ;!+l iJl)lJrLr,)! :t+Jl ota}l 
,r.e.: 

-l
lUsl J! .;.!l l$ 6U4r ,otJi 0Sr ..r-r ,d! l+--)t'^*S 4li J! eW-t
.i ,..l':!t, 1jJt d.J ,q"!t c--.JlJ dul flit':,b +Jl ;:u:) ltJl c,\{l

. H :,J:'llr :1r U I ;rultr f-eJlJfljr rg y 1e ( Vt! I .,&
li3{l Utlf - iit ,ill ,eirrl o95l

l.tf: iirll - l:.dl -1, rJ{l



( r^1) .:r33J ttlt rlr qi ILBI i{+l i+hiJ ir.i.. :l|1

,,*,1 
"r1 

,"rt.rtt .s-;J, rkil !t"r .u-, .rl 9.4 ;r".;l.tlt d;.r. t$ll g'..- -l
J:Lr, ,l:i5,-/!,', dLrglj dlJtru LrllJJ, (}!tE 6.r.,Jle Sl,iiytL $r.

.C.1.tll .5-21:!1 6a:ll lJl

,*-,. ! g,:rl.tll rr- y-d nlr -.,t+!t ,il.rtt: :d,Jult ftJ..:,JJ, i,JL.:..1 -Y

,y + $ ,gV 6-z:,r<b ,Up.+r !l lSi dl 
'P, 

Lli ,i,JF+l .ir- ffl
6#Jl ll^ OrJ; U f{.(i ,r:Jl +1 "!lr .rl.1$l3 ,rL.$l ;,". r<J! r-r-t,-e.;;

.ir.r*. ,ir4 ,il ?* ,J.iJl ,.^,-..;"rlll rJle ,, !i .,;L- , ljrr , lJcta 6- ;l.r!l
L6i ietlJl [_J lLUlt :!+l iJlrl ,iat i,'- Ulr3"*lJ ,,f": :,iklt # r!+.:ll -t
iellJl $ ,rg.r* ! 1l:;!t drr J-r:ilU .t{+tt # LJJII d ,}.4;r 6.7 6'tl

.t+,1lul glj:llr ,.;klt il-"J+-! g ,io4ll ..t+ ia)l .r jF
c,r51 util ,:u';it;.ri.r.rj{,:|.ctl .9il,u,l :!+l ;JlrlJ+:J +t}t ot

t-r-br ,Ut^illr lrlKll ;r JV ei*r, tal.r..l ;;i .r"1l"rll3 !{*ll .r!b!t
,i.ul ;-rlrrl ,Jr- C tr+.. c,L;,rrtt ILUJI il+l i-)bl 6itr i,, qdl .J"
ra .iil*ll Cill etr! LUI a.O,r.tt ,r1.rL,o:iJl ,.:,L--3J.1 j;:3{r a-"+,:re
Lb J* ,il.U,l ;+l ;-)1:! s"at- erJI fub (Y..1 ,r_/l; -+ L.s f
etr!di>t,i3.e: ,Fr"Lll ++dl rt#l ,.,JIl g:.-lsi:,-rb
;-,1b)l a*i r3 X--r, .6a ,1;"It iLL:lt i!+l ;Jlrl 6.3eie rl'l:ti 

jl ,CUl

,,/ ,1-*-.,!.pL"),fll-rl ;:- -b C3i1 + ,ta rJ,L'J +rdl
cr)B,tll *-;e ,6-;1.:!1 6g:Jl ljr rrj ul, iJrti ilrE ,,Jlrl ,rE :;rtiJl -\

.i:r1 elTr? utc J9.ajJ !-';.tll i.y;:ll

.(tl ..,C+l ,dt"oll dt-J ,J,rl JJ .JtUlU:"Jl ,L;"-1! :g4Jl -1

.Uu{'ll;te 6$lr ):,al 6.11:i:+ilJ,.-rl -Y

O:..,*:Jl r ,$!t ;jt g, .ttil bj: y g,-dl J*Jl :itJylr .:!-ul -t
.:J3L:.9 !:.e t, ,L't 4.:tlJJ.-:-ll

l1rl$l lilit - iilr:ll rulrl rrggi

l. tl: ijrrll - Y : riIJl - 1: $l



( 11.) .:#J!ltill-9 i af.ltfl 6r$ll|ii{ril af.i.. a{,

..i:,-tlt i;ls jr! ,;r,7 J.;al * lJ-.Ll;ipJl-o
t r! i-r c.rrr.LJl ..Ls J*l ir &=ir9 Jt Jl V t 6* i+U. :i,*Ul tinll -1

.-ll-1"-!

:C'llittlrbrll rr,! rlL llfll
r#ril { iJotirll Arldt !+df !c Jrl, .,{lr e$i. l.

U te #.! , ,.:ltr;3liJl +lJ? iiyt 4e.:,t-;;r.il i,.l cJl il.,
':'i'rl v,lr+ JbJ."b tiilt ),tg ,F ,* J.^,1 f ,.bll yzE
(rltYl ,c;r#Jl) t.:sl 4:lt olylt ..r.;n.tlt:.a 0l J+ l.Ur tW)
isjjl J* t..i *-.-!l otd €,iLt-:Jl t!+.lJ e\ UJ t6J.c 'f;ll 

""tur,
:slU,l5y'l , JL{l J-.- rll to.rl3i.rl,ig r.tr r;Ul flr:'ll ttU 0 +

:+thtt/'itjl
.9>ttlt..rea t, # i +J-jb Xu..Jl sij .\

.i,J,UlbrL ,y'l A:l"../J{lJl Ljr.!12;2: L+l-,, .Y

.i-Jdtt 6l*:,il .,1" fr..3.iL J*":Il ..,)'tJ.Jl .1tg! ./+ iJ.! :3>. j .f
,l=-l 0 f+eUr i,JiUll iLll ./XtJ ,jCl st.!-1!l !t r! i,-U.Jl .t

'o"'";11
.,;),lul stl-;!l !1". il.:'Jl .o

*t qlr.r ,9ytJl +t--,+ +J ,Js rlji) lyUl .,1,9t irUJl .1

.(+1,
.fiLel"tr!, fdlJt{, 

:=;rl ...,ttU,f,ipyJl -tl.:;Jt, tt:Jl 'V

.u1tlJ,r-l_1Jl 
"|".a*,1 f=i; flUJ ^,+l_r-r 

.rL" .,t

+fJ- +J,uJ ir;Ull E-r LS*4 *2 i, ;rL.lil ,rt4; ,l-1i Ll-l, .q

.t-r>,a,-pt t{+t,.. .,1" JFJI3 .:t1l$t j ,.ai:Jl

s.ldl r.r$ dtfu -.qitlf l prrl
l.1f: iirJl I : lJrJl - 1: $l



( 11t ) ........ir3;i'l1 Llll*| d.rcg iri{l ir+lil itra. g|r

: 1rc&lb sr-rritl iia !- X1rll

.tJtS LF, ,,".J...,o4 ,r.Slrjl JJ,lui{l dJl Jt+)' ;tlxjft '1

.dJl rt+t C **_)r: -r!r-l oij .r

.!Ltl c.rL!.rJl e.l-,,:l p+t*:tt -t' qbt, ;o^t'tt 1U3lr,1U. 
.f

.lCl .ldll s@)l,i tfrtslr t+ {,rlJlr ir..::j.rL"t}l Jt 4Jtl .ruJ.{

.f{+,, # o-,J..EJl ,,)} 4 t4.2s ,s{ 
f:J.:Jl 

({:{t) +.L-ll itl} 'o

i....idl ,:,LrJb .:,13.r:J! ,:'lj5ll i 6JUll ,eJ ;* alJl c,lr.ti y*y'; .r

.elli 4 i,-,11s) I ,:l'lr71l .)4;y
.(zj! n *r r-ll .,---rrJl -b,JJl e+5.V

.<ril-. o.:ri) r$l u*lJt c.,.Jl ule dJl ez.:"'.4
.JStiIl J- + i..!LJl, c.+l i^J; sle /Jl e"J.q

iJsr i..Jr.:,Y+.r-tUl -t dJl e+,!"'t.
.ir-LJI lt.fll )Lls i rrz:r t"X ot-1"1 AiS; 

"J",.r,"Llt 6+,r.tt
.irLll ,--tS* .!.:+rrl i/Jilij fY

.4rfl i:"+:,r #UJl llJi:-r -b dJl t"Jrr.\r
t\r,ela y .V r!,*SU r,-n't.l) Q..t.J-l c,JteiYl3 e,L.;IJl !A .pL3 *rsi .lt

'(l-25J1 l';
. -,){tJl,e ;..t1:)l 

"li r, 
o'lti-ll,51i3 +.!';:-l ;|,t5 

"lJl 
,tlct 'to

.!.:tdll it-.'l P ,?l illlJlr i"EyJ i,--pr L;|y..\\
,i551[ elSll/ lil9

. !-l-pJl .rl;rilt .i c,y* t,,.:t--y.rJ te g; $te .ljt s.r-l lls:.. I - t

.6lt ,J .:y*tr.ru--,1e.rlt3 gt ll3 .-5t o.r-l;; -r
.i-JJl i.:<.. j c-,t 3J.ll i"o-el |r-*- i:L; -r

.iXIr jc,L;lJl +j*t q* -2

rr.&Jl litlr -.:Cullprtrlt
l.1l: i,irrJl - l:.jEJl -1, ll*l



(11r) ..&3$ liitrt { :ll.Anl irt*l o.*il i+.r.. ar!

.i-JJ.lt ij<, 0 .- ,,r-,lt i."-r .rt4! -o

,gibrll Gtrri$i bfb
../rUl C +t2: k,:,t-..-a:lt i,--11s i,7l-y.l

.v),n, .*rc k *,-n:,5I;'-i,,S#ff ;
.e')t1.t i d," JJill * ,:n L arUl la JS .-rt- -4 i-Jdl Ek-l .t

.JLr5lt ,4'i*'r; r1" +UJl , !r't ;t-rJl \-JJ:.[ JJ.i, ebrl .o

,i$LU el.rill/ L-li
..7:,{Lll .r.rJ QV gi,-y: rlV.1$*i,r.-f -\

tqJ,, #Lar ,:,l.r,Il3 ;;4-.!t oJ-! ,,i'19Jb ,Jrtlt: tlr*;lt ;#t i_f f,
.stifi-r

1.", J<r d," J*ar ,*,,',f,fiif1.1;Iiff;fr',
.i]u,t3r"l',

,Je ;$tJl c,L.rlL aL;lJ i-illr i., rlrjl ,e +ijl c,l ,$ pJoi; ,-..,.l{ qtJl -o

.a-. e "$i
.'*-.s3s i rJ-<i.rkf l .pL3Jf3.:U,Ib ;j.6-. !l ;j!, -1

:iglrfliigll/ Lrlr
.drtytri"ru i,j)llt ,:,1*"ljt ,.}lJ-!.r LlJt iJlrrl ieUt.\

.i":,rrJ"Jdl i,";$1 i,--j.r!r 4:l.Jt cr"+ 4)l $t 7e4.\
.t*fJr t64r,-ir+i t{.t +*Il e,tJb i"$'>U ;,--13:3 ira:-e e,.lJ .f

t+r,)I" .r" .rdutt i-rlt, {+^:Jl ,Jtr, .1b)l .$J1 p.Fs L-_s.t: \,.-ly .t

.t-sru.lr i*Jdl ilLJ J;a"dJ

rlic -



(r1t) .irJXrrll lillrt. d i&Ul, 5r!*l i{.lfJ ir.i.. ir3

,* ,].Jt: i-,JIl + tLrl-dl Fl r:lLI.9 c,l,brilr J'lJrb ddl .".1r. .o
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