
~ 
1J't1't1 2 

-,i1nn11iiLJ L ~Eh'.lf11111fi~ L ~ U"ll Eh11h::"151"15w;ian111 ~u1n11ff11i11rn::"ll EJ\I EJ\I ~ n1 

1.Jnfl1EJ\I '1'1u'Yla\lfluL 'Yl~u1ai'i1u~ L~1au il1L11a 1 'W~°i.h::Yi'ui1\I i\IVI 1~~~9l1flf\IU~'ii£Ji.~ 
'U 

fiim~nwnff11 LL u1fi~ 'YltlHDLLa::\11uiiErriLfimiia\IL V'JmuuLm1'Yl1\l 1 um1?'imfl i\IU 

A >r=iil .... A ~ 

LL u 1fl~ Ln mn1Jfl1111fl~ L VI u 

LLu1fi~Lfirnnun11u1V111111flf!LLu11mJ (New Public Management) 

LLu1fi~Lfimnum11~u1m1 
A A ..... A 

LL u 1fl ~ m mnum1u1m1ff11i11rn:: 

LL U 1fl~ Lfi rnnum1u1n11ff11i11Ul.::"1JEJ\I El\I ~n1Unfl1El\I ff1U 'Yi'EJ\I flu 

LLU1~~Ln£J1num1u1n11ff11i11Ul.::9113JLL~Un1::'11£JB1U1'1 Vi.~. 2542 

u1u'YlrT1 LU"llEJ\I L 'Yl~u1~ ~11J~ "t~1au 
AQ..t.d~ I-' 

\11'M.1'1UYI LnU111 B\I 

n-·rnmL'M.1~c;i 1'M.nT1~iu 

.. 
rnmfTnrn::"1'"~iunLilu1ia" 

A d .... A ~ 
LL'M.1 R(.ft Ln U1 nUR113Jfl(.ft L'lll'M. 

L11flf (Maier, 1955, p. 52 rJ1\ln\11u oi£JVi\llJ'l"15~111rn, 2541 : 10) i.~i.~ 
fl1111V1111 £J"ll EJ\lfl1111fi~L ~u i. ii1 L uum1LLff~\I a an'Yl1\I Yi'~ufl~ '1'1u VI d\I n~::Luun11LLU~ 

fl1111VI 111 £J"ll El\lii m ll'1'11\I (Facts) 5n ff1U VI rt\I~ \IL UUn11LLU ~fl 1111VI 111£JrJEl11if ua rJnu 
'U 

' ' "' .-.::ll A ..... A old.cl I A Cl..; 

El 'Yl li'Vi ~LL~ ::'Yl~Ufl 91"1J El\l 1Jfl fl ~'Ylll 91 El ff \I U U , 
LLL11JffL'Ylaf (Webster, 1967, p. 385 rJ1\ln\11u oi£JVi\llJ'1"15~111rn, 2541: 11) 

"l~ ff1Ufl1111V1111£J "ll EJ\I f11111fi~ L ~u i. ii1 fl 1111fi ~ L ~ u fi EJT111m ~a ~i.~ i\I a rJuuT11111 
, 'U 

LL ti UEIUV17EJf11111f eJULL 'Yi''11\I LL~i\I El rJ~~91 h fl113JL ~u LL~::n11~\I fl1111 L ~U"lJEJ\I LL~~::1Jflfl ~ 
'U 'U , 

~i1ti1-,i::,-,1\IV11ati1-,i::911\19l111~fi~"ti 
nmfaUT1 (Kolesnink, 1970, p. 320 rJ1\ln\11u oi£J'W\11J'1"15~111rn, 2541 : 11) 

i.~i. ~fl1111V1111£.J"ll EJ\I T11111fi~ L ~u i. ii1 Luun11Lrn~\I aan~\ln11i~ ~u h,-,1nn11u1::Liiufi1 

fl1111~~ L ~ U drJa11 L~flJ~'Yl~V'l~"lJEl.JYl~Ufl ~~1£J 
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• 

1T11-:1nTmt'l::m1fuvJ-:,~n111~'ilL ~u~1m .. h::'151".1n.t~fl 1 Tl1\I ni·n1::Ln'il ~t'l~ fl fl "li1t11 'lllLTl1\I ni1 

J Ua'fl'ilTl a fl\I dju i. U'i1111Tl 11119i'fl\ln11"lJfl\I vi fl\I fi UElUL UU~\I LL 1'ilamJ'Yl1\I ff\ltl1Jm i'iJ1::djufi1 

1T11..Jn11 LLL'l::lh 1iu1::'1!'1'1!'u.Ln'iltl1111iin1 u.mwli1111ii~1u.i111 Yi1 liLn~m1iifli1u.if u ti'1 
v 

a'11fl1nt'1l'U.ii~1u'1111flii~'YlRLL"'il\ltl111lfl'ilL~U. LU 1Ti1\ln111'il ') il~::vifllU1U1::L 'Yl~nf u. ~::Yi1 

1 i U1::'151'15U.Ln'i1Tl1111"1Un L Un11LUUL i1"lJfl\I LU~tlU.LLUt'l\I ufuu1\I '1111flfnH1 i.1 ~\!~::LUU 
• 

iJ1:: 1 tl'15U~fln1n1\I u. fou1 ti ii1\I ') n11L iJ~ tlU.LLUt'l\l U fou1t1 '1111fln11LU~ tlU.LLUt'l\11::1J1JJ\I 

ni1~n'lll ... 'ilrt1\11u.i1t1 

.... ... ~ 

011'1(;1 fl113Jfl(;l '"'" 

n11l'ilTl111l~'ilL~U "11111tll'ilffl11lfl'ilL ~U"lJfl\11JTlTlt'l l~'ll\t'l1t11n 1nfi'l"J5nu...f1 LU fifl 
• 

ni11 "J5m7'ilfl1JLL1J1J"fl1Jt111JLLL'l::n11ff1l111Hrn ii1nfl~1t1flR"'il 1 um1fl~::1Jfln n\I fl111J~'il L ~ U. 
• 

Junfifl n11LLH''il\l L iL ~U.n\lffltlt'l::"lJ fl\1~1'ilfl1J 1 U.LL~t'l::"liflfl111JL W11::fl111lfl'ilL ~u.~::flfln111 
Luu.~nHrn::L "liu h LLt'l::~:: i.iYi1m11ff"n11fi'il L ~UL 'Ill ~iJ u. i.i 

11 if m Ln'il ~\I'll\' (2530, : 94) ni1 l iLLUUa-flun111R1'11\fun111'ilfl111lfl'il L ~u~::9i'il\I , 
1::u 1 i ~'ii fl1J'ilflui11 ~ui1t1 '1111fl i.iiL ~u.9i'1t1nu"li flfl1111ilri1'lll u.'il 1 i LLuua-fl u~111u1::L11'Yld , v 

Ut111 a-f1\l 'il111Tl111lfl'il"lJ fl\I ~Lflf'Yl (Likert) ~\I LLU\lii1'11\ un"lJfl\ITl111lfl'il L ~UflflnLUU 5 1::iu 

i.iLLTi L~ui1t1m.h..Jfl\I L~u.i1t1 i.3.iLLii.h i.3.iL~u.i1t1 LLt'l::L3.iL~u.i1t1mh..Jfl\I ~1u.n111i 
Tl::LL u. u. if u.if u.fl ~nu h.i.ffn11i1Luu 'Yl1\IU~_!1U (Positive) 'lll~fau~La-li (Negative) 

~1nitt1111 fl1111'1111J1tl Llt'l::fl111JR1fl UJ"lJfl\lfl111Jfl'il L ~ u.i..Jn~111J1LLa1"li1\19i'U. H'1Uli 
~ , 

i1Tl111l~'il L ~ U.L UU.n11LLa''il'1 fl flnn\I L ~fl\l 1'il L~fl\1'111\1-:i1'il mu W1:: fl111lfl'il L ~u ~Lrit11nunffU.fl~ 
LLt'l ::fi1Ut11J 1 'il ti L uiu ~fl\1111il Lri mnu~ Yl~n Hnt::"lJ fl\l UTl Tl t'l'll\ 1fl ff\I Tl 1J fi1itfl 1J L UUL ~fl\1111 'Yll\I , 
~'ilflrJ1\ln11\I ') 1 uL~fl\l L'il L~fl\1'111 rt\I ~\ITl111l~'ilL ~Ui\ln~11~::LLH~\I flfln111i1U.Tl111JL ~fl 
fl1111iin 1~t1n11w'il niwiitlu ni1R1n~ fl1111~~ L ~u~::LuuiJ1:: fo"15u~fln1111\I u.1t1u1t1 v v 

LL'Mi1Af;l 011'1J~M11'fl1Ai'tiU'Mi11Mli {New Public Management) ... 
n11U n1iJ1::1JU11'15n11L n'ilif uL vJ flt'l'il"lJU.1'il'11U 1u."li111"15n11 3-i\I L ~11iJ1::~'YlR111w ~v , 

m11'ilflrufi1 ni1n1::~1mhu1~ m1a-t'l::c51u1~LLt'l::n111 iu7n11i1m::U1J'ilt'l1~ Lrn::L 'YlflitTl , 
ni1u7'11111i'iln11a-11 ... t11'1111i m1iJn1iJ1::uu11'1!'n11~nHru::ililt111L1t1ni1 "n11i'iln11111Tif;i 

~v ., 

LLU1L'1111i" (New Public Management: NPM) '1111m1t1ni1 ni1i'iln11ii.t111 (Managerialism) 
A A Q.; A ..., 

'1111fl n111J1'11111111Tl1_!1::1J1J'ilt'11'il (Market-Based Public Administration) '1111fl1_!1J1t'l 

~iJ1::nflun11 (Entrepreneurial Government) (L1fl..Ji'YlrJLnHff1'1nt, 2545 : 9) ~1i1n11 v • 

i~n11111T1f;iLL u.11 '1113.i '1111fl m1u7'11111111flf;iLL U.1 L '1113.i nfl i.i~1LUUn1flULL U.1fl'ilflfl1fl1Jflt'l 1l .. .. . 
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• 

huliiin~rn::i111rilhfiru fi a nT)ff::vi aui1-:in111i~L uu n111Jihtl n11u1~11-:11ul u111T1f;i 
., , :..1.,. "' 

L ~El L i1111 LLnL "l.IU ... Ill~'1'Yl1'1 n11'U1~11riL Uui1 LL'U'Ut'1L~11~1El1::'U'U'U1~11LL 'U'UL~lliJ El1';1 
"' 

i~ n11 Li El r.J1-:1 iitl1::i'Yln111WLLa::tl1:: ~'YI n~ a i-:i L "Jiu 1 UEl~ ~ 1~ tJ ii';)~ 3-l-:i Luu ria1fi rufi El , , "' 

n11L u uT11111a1fl'rultlri1::uum1i~n11111nni1ult1u1t1 m11i-:1 Lu u~a-:11u LLa::1.h::i'Yln1nw "' , 
n111i-:itlfu 1 T11-:1 fff1-:1 l u1::uu11"15n11riiiT111m m1::'Yl::Lrn:: 1 ~nil~ LtlLf a-:i ~n1rliiiiu1~ L~n 

, "' v 

n11tlf u1::uun11u1~11i~n11ri11-:1 a r.Juuna lna'Yl1-:1n11~a1~111nif u L ~ an1::iun11 
v , 

LL "li-:iiJ u n11i~ 'YI a ULLa ::a~ fi1 l i-;!1 r.J"ll a-:1111 flf ;i LL a:: ff~vi1 tJ Li LL Ti n11tlf utl1-:11tlu uun11 "' , , ... 

i~n11riL uuLJ1~111t1n11 l i1::uuiru ru1i1i1~1::t1::#u LLa::n111 iLL1-:1-;i-:i h'Yl1-:in11L~ULLa:: 
"' "' v 

Tl111JLUUEiff1::'Yl1'1n11i~m1 

1 wri1-:i'Yl~111:1Yri 1 gao -;iuii-:itl ... -;i-;iuu ~il1tl1::L 'Yl~~1-:i 'J L~1111iwa hnu1::uu11"15n11 , v 

ril1i ff11111n tlfu i11 i 'Ylu~ Eln11vl1'Yl1 r.J"ll El-:! n1:: LL ff la n1ii1~u Li tl1::n El'Url'Un11L~itl! n 'LI 

1111::inti~n11T1i-:1 Lrla1::uu11"15n11i El-:! rnit1Jnut1""-;iit1~1-:1 ')'11-:i Hf1-:1 LL1'1n~iu1 i111T1f~ 
tl1::L 'Yl~~1-:1 ')ia-:i~u111Vi-;i11rn1i1La-:ii1-;i::tlfui1ar.J1-:1 l1'Yi111n a1-:1 ~_,LL 1~ft a11riLtl~ r.JU Lt! 

J-:1111ti1 ULLfl::111r.JUEln n11~El'UffUEl'1"1.I El'1111Tlf;i.yiij~ElLL1'1n~iUL~ rhd rh 1in11u1~11 ... 
111T1f;iLfi~m1Ltl~t1uLLtla-:1if u 1~t1iim1u1na lna~a1~1111 inu111T1f;i 1~ t1n11·rh 1 if;iLUu ... ... ... 
1::uu~a1~'11-:1 LUum1il1L 'Ylflitflmwmfournan"15um 1 i Lf-:i ~a 1 iT11111 i11 -Wu TI"ll a-:1111T1f;in'U , ... 
LEl n "15UL ti~ tJ ULL tla-:i L ti f ;in a1tJff111 w Lu u~tl1::n a un11ri ~~~LL a ::u1n 11 ff11i11 rn:: ... v 

1itJ1::"151"15U1 U;i1U::anfi'1 tJ1::n EllJrl'Uf;iLEl'1n L~iru~ U1rl'Uinn~'Yl1'1 i1Un11Tl i-:i f;i~'1 i El-:! 
"' ... "' ., •1 "' 

a~1111::-:iutl1::111rnfi11 i-;J1t1a-:i "11 rn::L~ t11nu111T11i1fi-;i Lan"15uLa-:iii Lffi.tEli1L i11111 iu1n11 , 
ff11i11rn::111nif u i1m~au L"l.1~1'1 'J riLn~if udLa-:iriLf-:i ~a 1i111T11i1fi-;i LEln"15mil1111ii'U'nu1'Yl , 
1un11u1~11i~n11111T1f;i 111nif u 1111i1-:1LuuLL1-:1 r..l in iu 1 iLfi ~ n11tl fi1tl1::uu11"15n11if u ... ~v 

L1i i1';)::i1 tJ iim1~ El tlf u1::uu LL a ::n111 "lflirn-:i nfi ';) n 'U111Tl f ;i , ... 
1 un11tl1::"151l"l.1El'1 The Commonwealth Association for Public Administration and , 

Management (CAPAM) rit11::nau1tli1t1~LL'Y1Uffi1 50 1h::L'Yl~ Lrlau 1994 Liff1tli1 v , 

El-:i~tl1::n Elumrn"l.la-:1n11i~n11111T1f~LL u 11~1i tl1::n aui1t1 (fiw11~ L11'11 ff111~. 2541 

45-46) 

1) m1 l iu1n11riiiT1rn111wLLritl1::"151"15u , 
2) m1a~n11T11uT111-;i1nLf1umn-:iua::L Yi-:i Eiff1:: 1 un11u1~11 LiLLriwU.1t1-:11u , 
3) m1n1~u~ 1~ LLa:: 1i11-:ii'aLLri~an11~1L Uu-:11u~ lu1::iua-:i~n1 lu1::iuuT1T1a , 
4) n11Hf1-:11::uuHU'UffUU~ 1 ui1uuT1a1n1 (L "liu n11~n El'U111 1::uufi1~El'ULL 'Yiu , , . 

LLa ::1:: u u fl rn 1i1111) ua:: L 'YI fl 1 u la u ( L "liu 1:: uuil El 11 a ff11 ff UL 'YI~) L ~ a"li1tJ1 i , v 

~ u 1t1-:11uITT1111n'Yl1-:11u 1iu11ai'~ntl1::H-:1~ , , 
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LL1JlJL~11 riii;ni;.rn::LUUnT'rrh.\11Ufl111ff1LJnTnJ.\lfllJUty"ll'1 nTn'i1.\11Ufl111fi!)1::LULJlJLL~:: 
1::1JlJ.\11U 4..:iiimie:i1iLn~fl1111,rflLLLJ.\11u1h::L~U~1.\I ') 1::'Vli1.\lrlU L°liU ii111"1l'n11iiLtl1'V1111u 

fii.3.i fftlflfltl tl\lrllJCJ.\lff n11rh l iLnfl"Jit1W'Vn'Ylfiit1.\I LL"1.\l'Vl1LL u 1'Yl1.\lfi11LLnl'il 

1 O) ti.\! ff n11n ~1.\l 1J1'VI 11 ..:11u lJfl fl~ n1::-;n u fi1u 1-;i l i~1'VI u 1if1u11"1l'n11~1.\I 'J , 
ii fi1u 1';1 Lrn::'VI u1fin111J1'V111.\11U1Jflfl~ ii ti LJ1.\I L tii11fi 4.\1 LL~n ~1.\l ';11fi1::1JlJ11"1l'fi11LL1JlJL ~ 11 fi , 

fr' A o ... d 'IJ' A d_ O A ~ 
ti.\! fln11fi~1.\11J1'V111Lrn::H'11Utl1U1';1 Lrn::'VI U1l1.\11U~1Ufi11U1'Vl111Jflfl ~ L 'V'4 tl~1 Lu Ufi11Ltl.\I , . 

LUuif1ul'Vlqj 

-;i1n LL u 1~ fl LL~::t1~ 11n11m'ilt1.\I n11u1'Vl11n11Lij t1.\I LJfl 1'VI3.i 4.\1 Luu ~1 h ~1fi' ru'il a.\I 
' , "' 

f;;!i1111uru n 2550 3.i.\lri';l::1i1h::"ll'1"1l'uiifun11u1'Vl11i~n11ri~ 'ilEl.\ltriifi1u1-;iY11.\I a ~ ~ , ~ 

n11djEJ.\I iEJ.\lf11l1nEJti1.\IL ~El liLn~1..h:: fo"ll'U"'iln.\11h::"ll'1"1l'ul~u~1.\1Lrn::iiflnt.ll1'V'l Ufi muu ' , , 
'Vl ... 1 h'11 El.\! n11u1'V111ifln11LLuu3.i.\I trn i11qY1~°fiifl1::uu.\11uL ~a H1!i11rn:: l iL uu iu a ti1.\I , 
11f1L11iiu1::~l1~n1'V'l l u1.\l la- LL~::a-11111ri ~71-;i "aui.i 

LL1"'1A~Lfltnnim1~1M'u~n,.·;i 

A'l1~~~1u~a~n1~u~n1~ 

"11"1l'1~ n-;JEJ11LJ.\I (2545 : 137) fl1111'V1111LJ'i1El.\lfl1i11J1n11~1.\lnu a1Yin11111n11 

flan11Y11 liflu5u'V'la h n11u1m1flan11Y111iflu5u"15EJ1J n11u1n11flam1fl11 iflu5u i.ifu 

l u~.\I rii El.\! m1 n11u1n11fi an11fl1~1 iu1::'1'lu h djuiu a-11111ri H1u1111fl1111i.1'i1n11 
~ , 

u1n11J uLuun1::u1um1'11a..:1 m1uiiu1i~uL ~a m5u i.\IJ utrri-;i:: l i u1n11~..:i T111iifl ™"11u1i 
:.J v v ' 

I I I ,.. 
.al o o A~.1.al ca,...A .al 

l1 "11111tl';I:: tl1U 1LJfl1111"::fl1n Lrn::l11~UL 'V'4 El~ ElUEl £.11.\l 11fl111111J ~ ~"ll'tllJ LL~ ::11fl1111 ff'il . v , 

a-~1~1L1-;i 1 un11u1m1u1::n aui1 u ~"~a i.ud v 

1) n~L11 L~t1i.3.ili~nfi11au1u 
v 

2) 1El1JflEllJL ~El i.3.iliLfiflfl1111i'.ifl'V'l~1fl m1"ruL;£.1 
v "' 

3) 1auf L~ali~nfi1Lnflfl11m~miu LL~::"11111riifl~uhi.i v v 
.al t..I 4 A 

4) L 1£.11J1El£.1 L WEl111~1;j1ULL~::flnt.ll1W'ilEl.\l\11UlJ'ln11 ... ' 
m1iauf1m~::m1Lm hL ~El!i1n-;JLUUL~f'I -;i::n1::fl1 i.i~111n'Vl1aua £J L wa.\J lflJu 

' if ua ti nu trunu1i'VI u1ririihf'l1 "~flth.h::£Jn~1 ia LJ1.\I ii~~J 4.\1 ~i iu1n11-;i::iEJ.\I LJEl 11f u v v :.J ' v 

~ULEl.\I LL~::~~u wfa11ri-;i::ufuu1.\I Lrn::LU~LJULLU~.\l~ULEJ.\l l u'l'lni;.::i1u~1.\I ') L ~Ell in11 v , 

u1n11L uuL~ f'IU 1fl 1111~1L1-;i LL~ ::fl 1111 L -;i1ru L ~u 1~n11'VIu1111 ifa..:i ff n1'11 EJ.\I flu LflL u Yi Hfl 
"' v , 

(f'lftyty1 w'l'ln~ilu::111rn. 2551 : 10) 

~h::'V'l.\I~ LU~11~1::f~u (2539 : 6 - 8) LflLifl1111'V1111ui1 "n11u1n11fia 

'V'lq~n1111 ihn1111 n11n1::Y11riuflfl~'VI it.\! fl11i'VI1a H.\111au~a5n lJflfl ~'VI it.\11flLJiiLtl1'VI111 LJ , ' 
Lrn::iifl1111~ 1-;i l Ufi11H.\111EllJlJ1m1e)u Ju" 'V11a "u1n11fi afi-;in1111'Yl1.\I Lf'!1i;.;;ii-;i Yi~~~~~ ... 



16 

• 

t1t1m.n 1u1tli1Eh1L1a1 ari1ufi 1tlLLuu l'l1t1~.:itl1::L f'iEl.:1fiLEf mhu1EJ'Y11.:i~<i11'Yltn" LLa:: "u1n11 ,, ,, 
;; El ~.:I fl-;}u i11if ffLL<il::ia.:i Li tnn LLa::L UU~.:JfiL;tl11 llW aa1EJ LtJLi~1 El u1n11'1::iim1fi1i1uLrn:: ,, ., 

'1.:111aut1~fuu1n11 (anfl'1) L~a 1iat1au1m1if u ".I l<ilanufil'l1a 1UL1a1Lnaul'lufil'lu1<i1rlii ,, ,, ,, 
m1u1m1if u" (flftyty1 ?inmHla::111m, 2551 : 10) 

i1::f91u n'1L~flL'V'lh'1u (2547: 14) LiLRUEILLU1fi<ili1 U1n11 (Service) ;;El n11 

n1::Yi1 wq9in1111V11an11tlfiu1im1rl~1EJV1i1.:1Laua1 i5n ~1E.Jl'I i1.:i t <ii an1::u1un11rlLn<ili1u 

J Utl1';Jiii1ffUfl1L iJ1111Lfimit1.:1 LL~l <ii El L d'au fi"ll El.:! ~.:I fiLRUtl 1 i if UL Uttn11n1::fi1wq9in1111 

l'l1t1m1tlfiu1in11 .if.:1l1iai1111ritl1lt!LuuLi1"11a.:ili (flftyty1 ?inmlilu::111m. 2551 : 10) 

1. fl1111911.:i~m 1a1 (On Time) ~filifuu1n11'1::Lt11h1'1111nii1l'lfrn~a.:iiit1.:i ,, 
fl1111911.:i ~m 1a1"llt1.:in11u1n11 1i"1n'1fi ia.:i 1if11111ii1firu1 uL~a"d'l~uri ll1n-;ifrn l'\ 111 , ., , 
ri ari1.J <ilnLL~.Jfl1EJ 1 u L iia.J-;i1nm1'1.J11arn1utl'n-;i::i1n-)1n1l'I u<iln111 iu1n11ia.J iifl1111 
<il1.J ~m 1a11 um1'1.J11t1u.J1u 

2. n11u1n11fi~it1.J~nhflu (Human Touch) n111iu1n11fi~L1i1'1hViu.JLLfi ,, 
1ianfl'1iif11111Yl.Jwt1h1 UffUfl1L ri1Ju LL~-;i::9it1.JYi11 im19i<i1~t11::V1i1.:iuflfla~1uif uiifl1111 ,, , 
"ll't1uwmiu~~fuLLa::~'tiu1n11 ,, ,, 

3. fl1111nufil'lu1<il (Promptness) Lrlaanfl'19it1.Jn11ffufl'1 ~"111u9i't1.J1iiim,rn ,, ,, ,, 
Lri a1nuffufl'1Ju i.inu fil<il a1.1i ia.J 1 i am111au1u LLa::Lrl aiiJruv119i a.J LLnL"llLinu ri1.J Yi ,, ., 

<ii ... .,, J un11u1n11fi ~-;i::9it1.J1191L11nu 1-;i 

4. af1.Jfl1111tl1::nuh 1un11u1n11i1uflmn1'V'l f11111fiintl1::nu hYi11 iLn<il , ,, 
fl1111fiin atnnmf rn.n 1iu1m15n ;; t19i't1.J Lu Uflmn1w'Ylni1u LliL Vi a.:i LL~~ufl'1 L ri1if iui.J 91 EJ.J ,, , , 

.... ..... .al .... 
L "Ufl ntfl1WWUn.J1ULLa::ari1u 'Yl<il1EJ , 

5. m1Yi11iflufiin~U"ll'11i1Lt1.J 1iL"ll1fiin-hL"ll1LUUflUiiLfiEJ19i iifl1111ff1flW ,, ,, ., 

6. 9i't1.Jiin11tlfutl1.Jt1cirn11t1 ~.J 1<ilfianfl'1LL u::tl11111 itlfutl1.J it1.Jfintl1rn1111 ,,, ,, , ,, 

7. 9i't1.J LLR1.Jl'l1L 'Ylfl t uTatiL ~11L9i11 L ~t1Yi11ianfl'1a::<i11n au1uif u ,, 
B. 9i't1.Jiin11futl1::nu L ~ti 1iLii<i1fl1111duhi1anfl'1'1:: Li"llt1.J~iiflmn1w ,, , 
9. u1m1fi~ ;;ti u1m1fiiifl1111l1~t1fl1111fiin"11t1.Janfl'1 9i't1.J~n'i<ili1Lt1.J1iLuu ,, ,, 

flU'ri1'1 ;.,, Ln <ili1anfl'19it1.J m1t1:: h LLi1l'l1'Y11'1<iltl1JffUEl'1t~rnL11 ,, 
1 o. 9i't1.Jfmflfi1du.iruru1 w91-;i1t1:: hl i9it1.JYi1 l V1Li<i1111fi1iruru1 ., ., '\I ., ., 

11. 9i't1.Jiina11inu~'tiu1n11 ~i.iu~n11111L-l1nfiu~9iaufu ~i.iu1n11111i1 ,, ,, ,, 
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• 

12. ich1iiA11:1.1-n~L11 u1n11fi~iEh1 iiiinTn11\11u.i1EJA1111it1.:i '11:1.1 chH ~ u 
A rn.~1 n"'111t1.:i i:..i't iu1n11 , ,, 

13. ia\I ii~1~au~ LL1iucl11 i nui:..i't iu1m1 L 1"'1~fuu1n11r1111iimJt:ufi EJ1nu ,, ,, ,, 
ffU~1 LL"':u1n11i tl\I Gf1:1J11fl ~ illJ i.iri n i tl\I LU.iucl1 ,, 

14. u1n11fi~it1" iiA11:1.1 a"111~ iin1EJ1:1.111EJ1V1fi"~"1:1.1 u"':ii11v1~'1vH11: , 
cltlU~11U {ffftyty1 wnnlJ'iJEJ:111rn., 2551 : 11, 12) 

m111rn. La"1f~u (2541 : 143) Lin~11n\lim1rn.:'fia1~ty"llil.:ln11u1n11Lf i\ld 
1. Llia"1:1.111riiuit1.:ii.i (lntangibilty) m1u1m1LUU.;\l~iuit1\I i.iilti ~n~1 i.iit11v 

ii:1.1 L~u i'Rn liflu~7t1~:1.1n11u1n11i.iriau.ft1 i.liit1.:i~1u\ln.Jn11LLvn-;i1EJti1iiu.~1 i.1iit1.J ,, 
A1uA:1.1iiu~1A.JAi.J i.1iLAmvt11Tru~1n11a"ruLifoi1uRu~1A.:1Ai'1 i.:1ifu.1Tw~1"11t1.Jn111i 'I ., ,. .., ., 

u1n11~" t1cifinvn11:1.1 ft.J rn1:1.1n11~"'1~ L "lfu ~ti l'lJHrn.1 ~un.:11u 1 iu1n11 rn. v~ imJi, ,, , 
u1n11ei1.:iv:tit1.J ~ EJ1 EJ1 :1.1;f1 iL ~ uth: t EJ"15u ~fuv1n n11u1m1inn ni1 i1n11u1n1111 :1.1 n\I 

m1uan~a 1 u.Arn.111~"11 t1.Ju1n11Yii:..i't iLLi1Ln~A11:1.1Yi.J~ t1 hivua"1:1.111riut1mit1 i.utl'.JUAA"' , ,, . , 
1niii~ 

2. Llia"1:1J11mLU.JLLr.mv1nm11iu1m1 (lnseparadibility) m1u1n11Luu.m1i:..ia~ 
LL"':n11u1111A 1 u"llrn.:L~mnuLu.m '11ii.iLn~"limhn~i1uL 1"'1 t~EJn"'EJmfn11u1n11 fi t1 n11 , 
ri1~u~:1.11~1~1u.i1m1"'1n11u1n111i11~L11 L°lfu m1i~~1iuriilu - ~i.J"1Jt1\ln11:1J1fu ... 
u1m1 i-:uufi1 n11"11EJ1EJa1urn1uL vtm ~:1.1-rfufim11iu1m1 "11El1mA7t1"1i1EJ Luu.iu 

3. LliLL UUtlU (Variability) inHrn.:"1Jt1.Jn11u1n11LliLL uuauif ua~n1Ji1~"1J1EJ 
u1n11Luu1A1 v: 1iu1n11Lrla i.~i Yii.~u aci1.Jh rh 1 iLn~n11~EJ1n1mArn.111~"1Jt1\ln11 , 
u1n11riawita LvtmLn1Tru~1i.Jn~11m1u1~11nvm11iu1m1ia.Jli.Ja"ulvfi"ll~un1111.:1LLi:..iu ., , 
i:..ia~rirn.on (Product Planning) "llil.J lu1Lm1:1.1V11.Jn11~"'1~ tiufianvn11v:ia.Ja"f1.JA11:1.1 

L ~a>f u.Lrn:~mifo.J l iLuu fifin"ll a-:i "'n~11 ~i.i11a"1:1.111riu1m1'1.i~ ~1:1.Jfit'lJHrn.1 i.1 ,, ,, 
4. Llia"1:1J11miiu't1i.i (Perish Ability) u1n11L3.la"1:1.111rii:..ia~uiu11limiiau 

Ru.~15u ti1A11:1.1ia-:in11iia"J1La":1.1am11iu1m1iiv:L1iiiu""'ru~1 LL~ti1anHrn.:A11:1.1ia'1n11 ., 

L1iLL u uauv:rh 1 iLn ~u""'ru~1'Ylu rifi au1n1113.l'Ylu.~7a '11iii"'n~1 'Yh l i~u1~11fivn11 ., ,, ,, 
liu1n11'ii'a-:i~mEJ1:1JLt11"15u.: 1um111-:1LLi:..iui:..ia~rirn.onm1~11mLL"':n11fi'.JLa"1:1.1m1u1n11 
L"ll1il1vVW1EJ1:1J~1l11'11 ift1u.fi11-:i (Idle Capacity) fii.1i~1.J ~1:1J°lf1.Jn111 iu1n11Ju.1 iLuu. 
u1: fo"15u.1i (ffftyty1 w'YlnlJ'iJEJ:111rn., 2551 : 11) 

~w1"'"n1rn:1.1~1iV1tnit1 (2543: 6 - 7) n~11i1Lll1~:1.11t1a1~ty"llt1.Jn11u1n11 
fia n11a"f1\IA11:1.1Yi.J~a hi 1 u.n11 l iu1n11LLriu1:"151"15ul~t1ii~in~~mL u1V11-:1 i-:id 

1. m11iu1n11aci1-:1La"11a111A (Equitable Service) ~111t1n.J A1111t19i1111:1Jlu. , 
m1u1m1 .J1u.111Af~fiii~1u.A9i11Aul1nAm 'Yi1L riv11nu i.Jtf u.u1:"151"1ft.mmmv:'1ifun11 

"' "' "' , 
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• 
7. n11<iltllJHUEhHmfi'1 (Responsiveness) m1liu1m1Lrn::m1LLn 1J"nnn 

'II w 

CJ LJ1'1d1<il L 11 l iLLriflnfi'1mi.rriflnfi'1itJ'1n11 
'II 'II 

8. f11111tJf! t1Y1nt1 (Security) u1m1ffi i itJ'1tJ11ff~1n au<il11t1f11111L~t1'1 <ilfl CJ'il 
....... 

-;iun'1Ut!JV11~1'1 'J 

9. m1Hf1'1u1m1liLuwrifi'n (Tangible) u1n11Yiflnfi'1i.ifuitJ'1liflnfi'1 
'II 'II 'II 

H11111mnY1T1 ::L UTI\l Tl rn111wi'1mh1 i.i , 
10. m1Lii1 hLrn::fi'nflnfi'1 (Understanding and Knowing Customer) -;i::it1'1 

'II 'II 

w tl1 tl11J L i1 l ';)TI\JT1111J i tl\l n11"11 tl\l flnfl1 LLfl:: l if1111J HU l-;i <ii tllJ ffUtl\l Tl 112.J i tl.J n11 i.i 
'II 

H2.11.J; W.J;Hn1w1 (2550 : 66) liT1112.1V1111t1f1rn111wn11liu7n11'i1 LUU , 
rlf'IUTI ~Vl~fa 111111CJ.J"ll CJ\! flnfi'1fi2j~t1m1u1n11V1 ;_,-;i1n LYIL iu1n11LL~1 LYI t1 LtJ1t1u L fi t1unu ~\I 

, 'II 

rifln fl1T11YIVI 1.Jri CJU l iu1n11 V11n n11 l iu1n11CJ Eil u 1::i uri fl n fi'1H11111ntiCJ2.1fui.iV1~tJri 
'II 'II 'II 

L1t1n'i11::iu Zone of Tolerance flnfi'1nW'1WtJl-;ilun11u1n11 LL~1::Yl .... 1J Zone of Tolerance 
'II 

LL<iln ~1.J nu LU<i112.J LL~hfl nfi'1LL~fl::T1 u i.J Ju~.J LUUL ~tl\l t11nrili1n-;i-;i::fff1.JT1111JW.JW Cl l-;i 
'II , 

l iLLriflnfi'1Ytn11t1i.Y11UL1f!1L~ t11nu LLfl::fl.J t11n i.tJ5nV11n-;i::itJ.J n11fff1.J f1112.1w.Jwt1 l-;i ff .J ff'il 
'II , 'II , 

l iLLri flnfl1Ytnf1U L iitJ.J-;J1nn11u1n11LUU\l1U YiitJ.J l iwun.J1ULUUVI in ~.J~ 'ilLl1Un"ll tl\l 
'II , 

wun.J1ULL~fl::T1ul UL~tl.Jn11 l iu1n11LJtl2.J LL'iln~1.J nu ~.J LUUVI "1Yi"lltl.J ~u7n11YiitJ.J fff1.J 
'II 

rlf'IUTI ~Yi nnitJ.J l un11u1n11 l iLLriwun.J1u Lrn::~u7V111-;i::i CJ.J Y111u'i1tJ .... -;ii't1 LY1u1.Jri ii 
'II 'II 

aYt~Wfl~tlT1112.JT11<ilVl1-1"lltJ\lflnfl1 (Ut1::19ii Lfl~tli'UYI{ 2551 : 27) 
'II , 

' A ...... t d A .rd CL.< A I 

ff>J'il ff"1H11n1 (2546: 173-174) nfl11n.JLLU1T1'i!Lnt11nuT1rn111wn11um1111n11 . , , 
u1n11auLuum1 liT1112.1"151mV1~t1 V1~t1n11~1L Uun11L ~tJtJ1:: fo"15U"llt1.J m5uJu-;i::itJ.J2jVI in 

'II 

ii tJtJfiu1i iil"ri'i1n11 liT1112.1"151mV1~ tJVl~tJn11t11tJ1:: fo"15u~CJ m5u-;i::L uu i.tJ1i112.1h"lltJ.JL11~ 
'II 'II 

~.JLuut.i1iu1n11 L<ilt1,f1i.tJV1inn11liu7m10iitJT111fi1u.Jn.J i.Jd 
'II 

1. fftl'ilfl~ CJ.J m'1nuT1112.1itJ.Jn11"11 CJ.J ~fuu7n11 n11 liu7n11itJ.Jfi1u.JTI\l 
'II 

~fuu1n11LUUV1in itJ.JU1T1112.JitJ.Jn11"lltl.J~fuu1n112.11LUUiitJn1VIU'ilLUn11Liu1m1 
'II 'II 

LLJJ'i1-;i::Luum1"151m VI~ tJriL 11L iu 'i1~LLfl::L VI m::ff>JLLri~fuu1n11L ~ t1.J L'il LL~n1 ~fuu1n11 
'II 'II 

i.2.iHuh i.2.iliT1112.1Lt1iqJm1u1n11-if untJ1-;i-;i::i.f~1 

2. t11li~fuu1m1Ln'ilT1112.1rrnhT1rn111w~tJf1112.1wtJh"lltJ'1flnfi'1 u::Jun11 
'II , 'II 

u1m1itJ.J2.i.J li~frnn'ilT11111wtJ hufl::ii muuV1 inLt1iru l um1tJ1::dJut.ifln11liu7n11 i.2.i 
, 'II w 

'i1L11-;i::~ h liu1m12.11m ~tl.J L'il LL~T1rn111w1<il i.ii1t1f1111l'V'ltl h"lltJ.J flnfi'1 
, 'II 

3. tJfiu1i1<il t1nn itJ'1 ff11u1rnT11un1u n11 l i u1n11Yi<iltJ1JffUCJ.JT1112.1itJ.Jn11 
:.J 'II 'II 

LLfl::T1112.1w.Jwt1 h"lltJ'1~fuu1n11YiLiu i.i-i'il ~CJ n11tJfiu1iriitJ'1 iin111il11-;ifftJlJT1111mnitJ.J 
'II :.J 'II 

LLfl::T1112.1 ff2.1u1rnT11un1u L w11::V11niiii CJ tl<ilwfl1'il"111Y1<1lnunwitJ.Jn t11nri-;i::t11 l iflnfi'1w CJ h 
'II 'II 
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4. L 'P\111::i'3JLLri lHl1UnTnu nTm~m'lif·r1 flL ~1fl1llrl11'1UflL1 a1Lflui'1i1flty 

f11111th"ll1l1hiun1'P\uf1Lflum'lu~m'lifl1hrnflflaa"nmrn1um'ln! 
5. liiri mm LHr.Jv.1 uLLritJflfl a~u m'lliu~m'l l uan 'tttu:: lflrifl111ti' a.:1Yi'i1'lni.1 , 

Ttl£J'lEltJfl BtJ'lButi'1u ';'1::2.i..1 L ~£.1'1 LLtitl'l:: tr.J"lfuil';l::Lnflu.rlami1 LLa::~1 m '11L fi1if u LiiLflum'l , . 
L ~ r.J'1~El';l::ti'B'1fi1il.,,ii.:i~il L~ r.J1iiB.:iv.a1 r.J 'l ~1 r.J '11iitf.:ii.:ifl11ua::i.:iu.1tl aE111 ~'1fl1'lnflil El 

Yi an l um'll iu~mTI1';l::'l::aJfl'l::1'1Liifi1 liLnfl~ an'l::TltJfi1fl1111Lff£.l'P\1[J LLTitJflflL'l~U ') tl1 r.J , 
(Ur.J::1tii Lfli°Biwm, 2551 : 27) , 

';'11 n LL U1flfl tl.:Jn a11ii1.:iti'u ~°1i'r.J~El R'lt1Ltli1 n1'llJ~n1'lif iifl tll.111~ ii . , , 
'ti '..in..,A di4 .., ...... Ad, .... 'II 

B .:Jfl 'l::n B uv. a1 r.J B r.J1 '1'trn v. tJ'ln1'lfl1'111 fl B ;i::91 B..1 L ?a tJ'lnTrn fl'l'1ntJfl11llfl E>..lm'lii B .:i 
'II 

...,. .... A A .... .., .... d .., .::i A 

~'llJlJ'ln1'1 lJ'ln1'lfl1 £.lfl1111tlnfl El.:Jfl'ltJtl1U llfl1111L 'P\ll1::Rllfl1UL1 L'l1 LLL'l::Rtl1UTI lJ'ln1'1 
'II 'II 

ti'1 r.Jfl1111:Aa it1 Ef R';'J~fl ';l~.:i h LLa::LUU1i'l'lll u~m'lti'1r.JLllfl~~t1tl'11fl'i1n Bflil l'!f 111"tt1i! , 
L v.111::a-11 l iLn r.J'lfl rrfu tJ~n1'1TlnflUEl U1.:JL fi1L TI£.lllrlU Li1urriifl1111flf1Ri'1.:JR'l'lff iim111 

'II , 'II 

a-ii 11 BflTIUBfl n tu iil v. 1~~u l um'lLLm11t1""ruv.1 liiri mm LRr.Jl'\1£.1 l iurluflfla ~u 111 l i 
.. .. " q 

~i'uu~m'1Lnflm111~.:i~B h ua::tl'l::nu h';l1nm'l liu~m1 

A d ..... A ~ ""' ~ ._. A d: .... A 

n1 'lfl n 'tl-1Ln£11nun11u 1n 1'1U u ,,1 L IJ u ';l:: fl B .:i fl n 'tl-1 rt" an "ttr:u.::1.1 B .:i u 'l n1 'l 

L liB\1';'11 nm1u~m'liian 'tttu::Lu ~1::ti1il LLfl nti1.:i';l1 niufi1 B rll'I a1 r.Jtl1::m'l ttl uiiitn m'l 
'II 

fl L'11tll'I L'l1 r.Jfi1U Ltlfln'tl-1 l uL~El.:J an"tttu::1.IB.:Jn1'11J~n1'1 ~.:! R1111'ltl R'ltl El El n111 Ltltf..ll'l llfl 4 , 
ti ....,,:f AA dQ..f 4( 

'l::n1'1 fl.:JU (fl'11'l'lf:ll. LR'l'lflU, 2546 : 432) 

1. m'lu~m'lliia-11111rtiuti' B\ILti' m1u~m'lti1\l';l1 niufi1 fl'l\liliufi1 R11111rt 

';l ... lJ "El..1lti'LLti1J~n1'1Lii R1 JJTrniu ti' El\I Ltl ?a i'EI El1'i';J::l'l 111£.lfl 1111i1 u~m'l ttl ut1 ltlii a n'tttu:: 

ii fi B wn1.:iLflum111i'l'lll lii ii t11 flU liiii'ltli1\I tl\l,f u~\I L flum'lm nil'1::a-1111'lrti'ui'ii.:i m'l 
'II 'II 

lJ~n1'1~1Utl'l::R1TIR2.l~Rti1\I ') 1.IB.:JL TI lti' fi1 l i~u~t11f1Lflflfl1111Lir.J\l l um1LaBn4Bu~m'l 
Unn11fl L'l1fl~'1fl El \ll'l11~L'lflfl112.I Li~£J\l l i nurru~tllfl ttl £.ln1'1Rf1\ll'lani1U 'Yl1\ln1 r.J111~ ~\I 

'II ... 

R1111'ltl 2.1 El\IL ~ULUU'l1.J1i'l'lllif u2.11 L-rJEI Lfluiruan"ttn!u. 'YIU1J~m1illiiR12.l1'ltlilJflEl-\ILtl L "li'u 
'II ~ 

m1~1titl Lfluu~m1~.:i LiiR12.11'lrtiufi'B.:ilti'Y11 l ii E1'1 l-im1a-i'1\lv.ani1un1'1m r.J111~ L "li'u ... 
d d .-d • .d "' ' l ... .. ~ , l ... 

Rtl1U'Yl'YIR::El1fl LL ~'Yl£.l'Yl'U.1 L'll'EltlEl 2.11"lf1 r.J l'ILnflfl112.12.IUL';J Un111J'ln11 

2. n11u~n11liia-12.111rtLLr.Jnn1::u1un11~aflua::n1::u1un1'lu~t11flE1Bn';l1n 
... 11! ... .d t ~ 111 tl .. ... .. .. t l ..... t .,..i 
nu Lfl LUB\l';l1n tlr.J't11 L m1u1m'l2.1n'1::rtn~at1LLa::u1 llfl U'l::r.J::na1Lt1£.11nu tl£Janmn 

'II • 

Li] urr4B 1J~n1 'laJn';'J:: ti' El \I ii R1U i12.1 l un1::u1u n1'1~ a fltJ~m 1if uti'1 r.J r.J nti1 El U1" L "Ji''l.4 
'II 

n1::u1um1l um1tit1~11 v.i'B n1::u1um1l um'l~1ti't1L fluti'u uti ti12.1B\l L u2.12.1ii E1.:Jil4fi1n1'1 , 
~ afl LLL'l::n1'11J~fofl';l::tl nLL£J n El El n';l1 nnu ttl uiuL ~\I • 
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3. m1unrmTrn1nT')Llifh1~Lliihn<il1;J1u1 un1i-u1nT')~LL uturu. ~.Ja1-;i -;i:: , ... 
Liifili.i-;i1n-v1fl1t1a1L~<il t1ni1m.h.JL'riu vri.!n.J1u~1iu1n11 L1fl1~1iu1n11 arnu~~1i • 
u1n11 LLfl::i1fn111 u.mi-1iu1n11 1 WllnL::~iu.f1'1-;i::ihJ1fil1;)1ULL UUElu1un11~~<iliUfl1LLqJfl:: ... 
~u.1 i El Eln :IJ1L ~ii au.nu fil ... \l,.f unihu1n11f1111 ifl1111~1~ runUUflfl1ni-fi1.iu1mi-LUU YJLf'!lY , "' , 

4. nTrn1n1i-LliITT:ini-n uiufnM1 i.1LiL ila.J-;i1n Lfil t1vr1 'Lt1~1iu1n1i-i.liITT111i-n ,. 
uiufnM1u1n1i-i.11 ui-tl"l.IEJ\I iuf11fl.Jfla.JL ~iiauiuf11 Li "111 iu1H'nLRll lan1a 1 un11"111t1 ,. 
u1n1i-'Ltln1 'Lliiiflnf11111'1f au1n1i-if u t1ni1a th.J L 'riu i a.Jvrn"lla.J h.J LLi-11 ~1a~ti.Juu 

'U 

Lfl~El\IUU n1 i.liiiLL"llmi1vrn~1El Lliii~i:~ma111 iu1n1i-n-;i::~ El\I LRtl~U 'YIU 1 un1i-u1n1i-L'f1u 
'U • 

ifui.tlm.h.J~~m~tJ.JLliLi 
LL'M> 1 R111JA~ n1'i 1M'u~nT'iR'iU1'1,,'i 

Luun1111a.Jtl ... ru~11 un111 un111 iu1n1i-L ii.Ji-n 111n-lf u LLfl::li.J Luu ti-;i::i'filu1nT'j "' , . 
1 iLLritli-::'ln"15u~.J mJ1 u"li1t1~a11f111~-;i:: i.ifuu1n111ivr1n.J1 wn m ~El\I tiL ~t11ia.Jnu 

'U • 

iii!iltli-::-;i11u ..t,d'Lfilm UU~fl111Ja::fil1n"l1El\I ~fuu1n1i-LUU~1~ ru ~\I a111Trn a1tl~ ann11 
• \J QI , 

"11El\ln111 iu1m1LLU1Jfl11J1\1';11LUU~an fil"'\ld 

1. LJfilm191auaua.J fl1111~a.Jm1-;i1L uu"11a.Jtl1::"151"15uL uuL i11~ 111 t1 ii an Mm.:: 

1.1 i111"15m1-;i::~a.Jtiai1m"l"1iu1m1Luu111"l"::~u1~tl~a.J~1L Uum"l" 

El ri1.J qlm ila.J Lfil t1-;i::~a.Jvm1m11i'filu1m"l" 1 ifl1El1Jflfllf ~ti a ri1 u"li1t1tlf111-;i::1ifuu1m"l"tm 
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A ad ..- .. Al .., __ Jda A a ..., .IA.__ .... ,d' 
\11'U.tJ,.m,.nfl£l ~El \IL 1J'U.~ "",.," 'lf\12J'PI an u!)tJ~fl\l'U. 

1) ~~ti1tlfl112JLti2Jh R'U.l';JLLfil:: llih 

2) mh1.l~£lt1liaflfiL"li'1111,.tJmu 

3)itJfl1111l'PILtiLLa::~eitJi'tJei~1.:i~i.:i'Pl1:: 

4) C112Jfl1C112JLLlil::~,.T;Jff£l1Jfl112JL"li'1 h 

5) El~1i1fli.:l'Pl1:: 

3. fl tuanHtu::n1t1 luh «flt1£lfli1£l.:1m,.1 itJ~m,-iif1atJ~m,-ti1t1~1 h-i.:iiiB'PliitJ , , 
tin fl tuanHtu::if Li1uvfui1u luL~B.:iU ti'.:iti a l1.ld , .. 

1) fim£l1 hLii1111 ltthL,-1 n~11f1m~m,.1ti£l.:im,.u.tii.:iti 'J L Tinm,.,,::2.1£ltJi.:iti 

,.f ul iLLrl ~uti1 £J l u 'Yl1\I n atJnut11 L 'i1 L:titi El .:im ,.i.:im:titi L ,.,m:tifl1,.1.1 DtJ°i L 'rlu ,.f'" 
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2) 1 itJ~m,.~~u1h::t1.,.flufntlE1\lt1U TI1L ,-1iln[i-3ltii1L~EIL niiflufn ua::mil u 
'II • 'II 

i1.:iu ~.:im111fnif u L ntl~tJ"iti E1flufmn;i'ult1 LTiritn-stl~tJ"itia~uiuif u 

3) «i'1.:ifl1111fnua::i-3il.:1111 l ui1 h ii~i''Pla1£J'Yi1u lti'mh1l1t1-s.:inui1fluL -s1ii 
'11'11 

'P\"1 hdlua rh.:i hm-suin-1.:ia a nri.,.::Lilumh.:iif u 'Pl1m niim111 tn-s1ilu~t1 h m-su«fl-3Ernnri 

" 111 tl"' ..r "-' ......... .r .......... l"'""" ';l::L9111 L fl1£Jfl11lln'I1flLn'ItJ1 flflU Tl1Wfln11TI1 'PIU19111.J\191\I U91Cl1LTill';lfl ';l't1Lfl2JL1.J£Jll 
• 'II 

.., .., AA 1 ~ ~4!Ct1 ~ ..r .S 

fl1 £Jfl112J'ln fl11llL2J91911 n'ItJ1't11't11\l'rlEIElnll1n ... ::2JLL91-SEl tJ tlll fl1111LEl El El1't11 fl11 ll L'PIUEl n 

L~uh ua::m1ll';l~\lh 

... . ... 
U'lnL'r11UU 

Man1"n171M'u7m,-

1) m-s 1 itJ~m-sa r.i1.:iiiflnL111wif u ti' El-3Yh't1nflf.:i liil"JiYi1L\lw1::m'ltJ~m-sflf.:i • • 

.. d .. .r d , ' ' "" ... "" 
3) m'l1.J'ln1'l't1 fl nun WLTifl"JJu-;i1 n m'l't'I 't1 n flu L UEl\lflm 'l'l12J2J El nuua::a.:i ll El . . . 

m::Yi1Elr.h.:1';1~\li.:1 ua::';l~\I h 
A dd .., .... ...,._, A "Ii" 

4) n1'l1.J'ln1'l'rlllfl nL111Wfl El\I «1 ll1'ltlfl El1.J «UEl \lfl1111fl El\ln1n!El\l~'I1.J1.J'ln1'l Lfl 
• 'II 

5) m-stJ~m-s~il ti El ll Lflfl';J1 nm,-iEl «1'l~tl ti El riu~1i1.J~m-sti' a.:iiin 111 f111ijl ';I 
'II 'II 'II 

ua::Lfluaii~filElm«fl1 li~ftJtJ~m,.Lnflm1llwEl h 
• 'II 

naonifn1"i1M'u7n1,-~1h::nuh • 
HfltJ El fl11El\ln1-S1 itJ~m,- nflElfl11llY4\IW El h LLa::fl11 lltl-S::vl1.J hf1.:i~ mh1 U~1i1 • 

~1 i1.J~n1-SLUUn ru u ';) thfi'mf1';):: L"JJLtlRLfl afl a1.Jn1'l1.J~n1-S~ tl-s::vllJ l ';J '1::if u~.:i lfli11 El «-Stl ,. • ., ·a "' • 
ti " 'd" .... ......, .., d ..:. ti ' ..... 

'l::LflitnatJ'Yln'I Lfl'l11.J'I1 ll';J1 n~,. ~ L 'IW1111 ruua::R\I Hll';J1 n 'l::H1.Jn1'lt\l.11 El\I~ L "JJtJULEl\1111 • tU• • w ,. 

U1L«UElL1ti'.:iU 

1) ~f1.J1J~n1'IWEI h LTIWEl h nElfl11llLUURllfla~n'l11"lr1flLfi«fi.:iL1f1.:iw't11i 
'II • • 

fl1 Rm ltiururu"il 1i1fl11 ll aii~ u 't'lflEl m,-1 'PILfl tJ Lli'P11.:i ~a 91El1.JLL nu .. .. . 
2) ,-a tJ rl2J~llw1-;iti EJ11iifl l';J l u~ftJtJ~m,. iiuntl,-1"lrru'Yi1u 'Pl i1.:imh1i1,-Elu rf 11 

'II .. 

11 El\lflUL -s1 H12J1-St1"lliflt1"ru'Pl1i.:1111 a liuutlai1-sEltJ flllL~llLflfl';J1n~91 h~ «::El1fl a-i1.:i R\11J .. 
e ui.\1111ei.:1Rfitl ... tyty1"!l El\lflUL TI~';J::~';J1'ltll.1 L91it1'lEl\l'Pl1'Y11.:1 El Eln l ~'TI1Jtl ... ty'Pl1if u 

3) ti'EJ.:im-sl iflu~uli1El::hlintJi1LTI LTiti'El.:ifl1i.:1if ul i~uri Bu L-s1ti'EJ.:i 
'II 

i'in Elflfil ui1 L TI L ~EILilfl h l um,-1 iua::f1Jm111tln,-nu1ti';J1 n~~u 
'II 'II 

4) LEl11l"U::91ULEl\l l 'Pl1ti fl'ntifi~ua::fl1111ff1 L ~';J"JJEl \12JU 'IYrf ,f'" liil '!i'EJ r.i~m'lEl ti 
• 'II 'II 

"" "" ..... • ,d l 1 !-Ill... .JI .. L 'Pl UEl'Pl'IEILEl11l"U:: ~El U LL 91 El tJ 'YI L 'I1 «1ll1-StlLEl11l"U:: ';191\tLEl \I 'Pl Lfl L 'S1';J::ITT 111-Stl r11\11 U1J'Sn1-S 
'II 'II 

l 'PILfiiifl nL111wif uti' El \IL ~2J~hJ11 El \I flULEl\lfi ElU n ~11 Lfii1 n1 -SWtQJU1 fl man HUL::'t11 \I n1 tJ 11';11 • • 
1 n.., A ~ --" .. RI d .., .a A' da -... A ~ .., d'A 

ua:: ';J11El\I~ 'Pl 1.J'ln11UU,,1LlJU 't'l';J::flEl\lllWU;f1U'Ylfl2J1';J1n'YlflUflfl11El\11.JflflaUU fl1£JL'Pl91\t';l\I ,. . .. , 
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• 

8) rl'1v11nii~fuu1nTn.nn Ln~nT~u1n11Yi~1"151~1t1iiit1tJ~rvrn1~ l~ 'J ~ti" 
'II 

n ~ T1 ~111 "im ln ~.. unm 

9) l'lfu1n11n1£..11uL-.nnrinTw"~ 
1 'If ~f rnJ1m1'Y111ui1rnT;nri an1w 

'II , 

a..i1V1"iti1"n1'1fu t n,-ff'"n ... 
1) fut 'Y11flWtlflWthrlt1 LifiuLiiLJ'1L1un ~1niiL ~~t.if'l-4i1LUU~t1'1f1J t 't11flWtli1 , 

hi'111l'lfLiia"n~"~Lnu 3 '1.f_, 

2) n~11~1fi'n'Y11LJ t~aw~11 "a1a~'1futfi:: ~111i1LJ~t1~u1£..1'11u, ~t1~fu 
'II 'II 

T 'Y11i'wtf. fua1£..1'1futfi::" 

3) Lflt1~fuu1n11LLi'1'11111it1'1n11LLLf1 l 'lf~fu t 'Y11flWtlLLi'1 L i1~i.r1riri 
'II 'II 

L fi rni t1'1111f u a1LJt~m11 

4) n1tii.YiLi1~ iX1ririLfi a1it1'1 Liit1a~1t1 Liia11111nfu t 'Y11i'w'Y11i l 'If ~fu 
'II 'II 

t 'Y11flWtlat11Jtl11111LJf'l::LaLJ~'ii1'1 ') ~1n~Yit 't11Li1111 L'riu ~tit.IL 'Y11 L1Jt1f9i~'iit1niu L~t1'1ri 
'II 'II 

it1'1n11~::~~'iim yjmLi'1 1 'lfL i1~il' 1ririLfiLJ1it1'1 'Yl11u'iit1 Lu 

,..-11v n1"iU~n1'1 
~111~"'1 hu1m1~111£.Jn'1 m1Ei1u1£..1'11111a::~1n n11'151m ~~ti n11 l'lf '11111 

n1::-;i1" m1auuau um1L 'i'1f~n11°t11'11um11 a1£..1'11u LLf'l::'11111n1::9it11t1i'u'iit1m1 liu1m1 , 
flu~u 1111~m1fl11LLa11LL-;i11 lalim1it1ufui1LJL11~1~~ri~'ii t1t.1"5u ~t1'1n111 'If ~uu1:: au 

'11111~1L1~ 1 U~'1riL"ll1itl'1n11 u1::nt1ui1£.Ju ..... ~iLJ i'1U 
'II 'II 

1) ~t1'1ii'11111n~L 11r1unf'l1 t~mu w1::t1a1'1fi_,1 un11n11rnLL"li'1"11uLJ'1U ... ~~iru , , 
'1111111~ L 11"1J t1'1n11iJBu"i'11u '1111111~ L 11lun111 iu1n11~1n n11ii~ 'ii t1~::Li]u fiYi._, 
u1::a'1tf "lltl'1'Yln~1LJ i'1Jum11iu1m1Yi11~ L 11~'1 LUU riu1::l'lu h L w11:: Lii~tl-1Liim1f'l11t1 , 
'1t1£.Ja11111n 1iL1f'l1 Lifi11fi1 , 

2) it1'1ii'11111nnit1'1-i~L~tt'11uu1m1YiLii11~::Lilum1li"li11a11im,rn ~1t1 
'II 'II 

n11~1L ii.U'11U'ii1'1 ') it1'1Liluit111f'lrinnit1'1LLf'l::-i~L~ULH'1ltl 
'II 'II 

3) n11-;l~u11£..11n1fl!an1wrin1'11ui t1'1i~ an1u Yin1'11u 1ia::t11~L1£.Jui't1 £.Jii 

tl1£.Jut1n an1u ri"ll~U~t1un11~~ 'iit1'11u ~ m~~'ii t1 a11111n chu ~ 1t1 ~~'ii ti Lii1 LJ~ULt1'1 Lili t1'1 
'II 

at1un1111'11 t.,, LL Iii Liu 'Y11'1 L i1~un" i11J'1'1f'l t.iL i u1n11LLf'l ::n f'l"'11Lu~~n111 i u1n11'111L uu 
, 'II , 

One stop service fit1LULL~'1L~EJ1'11U~1L1~ 

4) n 11flmLtl'11LL-;i111 a fi t1~iX1'ii1'1111uLL1 n"ll t1'1'i'1h1un111iu1n11fi t1 
.,... "1 ..,.,..,.,11"' ... "I "'d 1 ' '111111an '11111L~11 ~LLf'l::'11111n1::~t11mu'Yl~:: ~u1n11 Lutt'111111ann1LJ U"lltl'11J'1'1f'l11 

'II 'II , 

L 11LUUt.iL 'If u1n11~::th~ il'1Yil i~Yi a~ 1iu1::l'lu1 ~na1JLU'11111iini'1n ~11U ~:: a::'ti ti \4111 '1' 
'II , 'II 'II 

n1wri1h1n!J 1'"1u~ U1LLf'l::mtn'Yi1'Y11'1"1Jtl'1 en iu1m1fi t1m1fl11LLa1ILL-;i11 lar1n 'Yl1 £.Ji1u L11 ~1 
'II 
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~" m""Ifl3Ju.tii1u.-;i :u lat1ilm fluuu Ltiiu1hf1ruvl-;i ::ib Ltlctfl113Jft1 L ~-;i'lla.:ia.:iff n1 m""Ifl3Jt1 a 
., 'II 

m""ILiltii'1hm""Ili1J~m""Ivlti 

5) m""I;EJR1""Ivlti';l::afl.:1111~anHm'lla.:ia.:iffm i.:iu.fim""Itiaufmi1mhLit1.:i 

U.Gl::ll1 H1ill ifl113J'V11'31 i rha.:i h 1l1H1if u.ati'3ElEIO L3.ii1'0J::Lflum"Itl~i1JWU1fltit1fl"I'3'Vl~El 
Y11.:1 t Yl"Iflvnf-;i::ti.:irninti.:itl1 hm""Ili1J~mni1.:i lu~t1 h m13Jiin'Vl~EJ~t1 hif ii.:i1J~n1"I'OJ::tia.:i 

'II 1 

3J1fi EIUU.a1 U.Rtl-3 El El OYl1'311';11 

6) n1"ILEl1 hL'll13J1lcthL11 

1J~n1"ILfltlfl113J~'3~El h 

7) m1w.iu1LY1fl tutiilu L Yifl tutafldluLfl~a.:iiiau.iil::L Y1flilfliim1li1J~m1ff ti 
u.a::11tiL ~1 l ut11um1tl1::mi3Jwufii11 a111it:13Jiilfi1.:i 'J -;i::L flum1La~iJm1l i1J~m1ff i1Ei n 

'II .. ' 
Yl1.\l'VIU'3 L"lr'U Website 

A tl A A d,a, Q. A tl A 

8) n1"It1tit113JU.iil:: "I:: L3JU~ a m"I1J"In11Yltlfl1"I3J m1t1ti t113Ju.a:: "I::L3JU~ a 

fl113J~'3~El h'OJ1mff1J1J~n1"IL UU"lb-3 ') L ~Elf1J~':,fl113Jflt1L "'UU.a::~ aa::n EJ'Un a1Ji1ihia 3Jiil 
'II 'II 

ct1u ltiti a.:itlf1Jtl1.:i u.ril 'll L flum1u11i a11iilna1J3J1w.iu1m""I 1i1J~m""Iu.iil::w.iu191ufi a i.t1 
1 'II 

n1"i«~1~..r,1~\tnu1n1"i 

S =Smiling and Sympathy (fl11u.ti'i.i u.a::L"uam-Muh) 

E = Early Response (t1El1JR'u.El'3El£l1.:111tiL~1) 

R = Respectful (U.Rtl·ilEIEl nti.:im1i.iu1Jila 1 iLnt11fl) 

V =Voluntariness manner (li1J~n1"IRJJfl"Ih) 
.... .... ., .... c' 

I = Image Enhancing ("InH1111~anHtu.'llEJ.\lt11LEl'3U.a::El.\lflm) 

C = Courtesy (Eiauua:u Rll1~) 
1 

..., A 4 ._. 

E = Enthusiasm (m::u1Jn"I::Lu.\I m::t1EJ"IEl"I'U) 

.... "" .... .... 
"",f'lflLn~.nnun1"iU"iTI1"ift1fi1"im:: 

'Han 11 na L"TI1"ii fl u1n1"ift1fi1"iN::1fl1.:iaf1.\I n1"i1J~'V11"I"I1"1r01"IU.~Uti'U'll El.\! 

tl ' .I ,.. ~I 1 tJ .., d .. d ..II "' d , 
"I::LY1fft11.:i ') "ll'.:111m~unfl"IE1'3 '"l U.1J1J "IJLtlt11u.a::m1111nH1tl.\11JYl1J1Ylt11'U1';l'VIU1Ylfl1.\I ') 

At ....... id 4 .... f( t A 

'llEJ.\l"I1"1rn1"I1J"I'V11"IU.t1a::1::ti1Ju.a1 u.a::m"IffnH1Cl.:1'VlanLnni.cnm""Iu.1J.:im11J"In1"IR1tn"Itu.:: 

1::'Vli1.:iftn1Jn a.:iflu ~1Ji1u. u1f1ti~ut1u,r1i.t1-i1.\1Luua1na1 um""Iu.ti.:iu.vn m1iti n-;im""I • • 
R1tn1m::1::'Vli1.\lftmana1.:iu.iil::na.\lflu Liu.Ti • 

• 
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mn1.:1LL~u ic;im1~~c;i LLa::V1111£JLimli~1£JlunT"j·ic;i1f~m1i.imh.:itn.1111rn 2. Luu 
'II 

VI ii.1£Jic;i111m1Yiii~u Yin11 li111n11~1a11~a mh::"151n1 V17a~u Yirii.ifrn.h:: foiuu LLa:: , 
~an1::'Ylrnnnm1li111m1lfl£J1n.1111rn LLa::1.h::'751'75u~iift1ui.if11~a1h::LLJ'75ULLa::~an1::'Yl11 

'II 'II 

-;nn m1ic;i111n11ff1tn1m::~V111c;i ff12J11n L ii1 i.tliift1ui12J l un1111.:i LL~tm11~~fl Lrn:: 

~11J~2Jc;i11-;JffEJ1J~am1~1Lilu.:11u"11EJ.:1V1ii.1£Jic;i111m1Ju '"'Lc;iLc;i£Jm.:1111nriffc;i , J , 

VI inn11n1V1Uc;J"lJU1fl"llEJ.:in11ic;i111n11Yiiith::~'Ylli111w ff.:! ffc;J (Optimal Efficiency of 
'II , 

scale) "llu1c;i"11a.:im1ic;i111m1Yiii1h::~'Ylli111wff.:iffc;i l uridV1m£Jn.:1 "11u1c;i"11EJ.:1'7511"1iu ("'11u 1u 
'II , , 

1h::'751n1lu'752J'75u) lu1::i'11lfl ')nm11 YiL5aa1u1£Jliff12J11nic;i111n111h::L11'Ylifu 'J li , 
El E.h-:1 ii th:: ~'Ylli1l1Wff.:I fffl Vl7EJamfoVI rt.:i LUW;i1u 1utJ1::"151n1fi L5 El a1U1';J L iiic;iu 'Y1Un11 

'II , , 

ic;i111n11Yi~1Yiffc;iiiuLEJ.:1 Lfl£Jm1n1V1uc;iV1ii.1£Jic;i111m1lc;i£Jf11u.:iii.:1"11u1c;i"11a.:1n11ic;i111n11 , 
fiii1h::~'Ylli1l1Wff.:I ffc;iU111-;J1nV1i1h::~'Ylli111w (The principle of ManagementEfficiency) l u 'II , 

m1ic;i111m1ff1tn1m::Yi·:h m1ic;i111m1ff1tn1m:: lc;i ') ~11c;ia.:itl1::V1ac;i ti1ff11111n liL~u 
,J1u 1u ua LJYi ffc;i L ~al iLnc;itl1:: 1 £J'75ULLTi ~~u,J1u 1u111n i.ini!11i1Luu 'Y11.:1 L~ anri~Yifffl 

, 'II , 

V1a""'nm1,J1LLunV1ii.1£Jn1V1uc;iufou1mLa::V1ii.1£Jic;i111n11aEJn-;J1nnu (Separation of 

Policy operation units) Luun11ll1V1 imnmsnVI inn11n1V1 uc;i1::c;i""'11"11EJ.:1V1ii.1£Jic;iu1n11Yiii 
' .... A .... o ·- ..., A ·~- .:=( 

~112J11J~c;J'75EJ1J ff.:! fffl (Optimal accountability) LLa::VI anm1n1V1 Uc;J"lJU'ic;i"lJ a.:in11-;Jc;i u1n11'Yl 'II , 

ii1h::~'Ylli111Wff.:lffc;J (Optimal Efficiency of scale} 2J1Vi-;J11m1i111nu1L~11::~u1n11 'II , 

ff1n11m::LLliia::1h::L11mLa::ic;i ff11u1n11~.:i ltll u"152J"15u1::i'11c;h.:1 'J 41.:i a1-;JLnc;in1rnriV1 ii.1£J , 
ic;iu1m1Yiu1-;J::ii~112Jff1l1Tm LLa::ii~112Jfut3c;i"15a111ii a ~Yilifutl1:: 1 £J'75uff .:i ffc;J hl ff1 ll11n 

'II 'II , 

ic;i111m1 l iiic;iu 'Ylu~1Yi ffc;J (V11aiitl1::~'Ylli111wri fffl} ~UL iia.:1-;J1nV1 ii.1£Jic;iu1n11V11EJV1 ii.1£J , , , 
m1tln~1a.:iffin~;ic;inu~1iu1n112J1nriffc;iLLa::ff11111nV1111£Ji.i2J1li~1£Jlun11ic;iu1n11li 

'II , 

if u 3Tn-;J::ii,J1u 1utl1::"151n1uamfiu i.tl lc;i LJ,}1u 1u Yi-;J::ff12J11n ic;i 111n11 l iiic;lwnu~1Yi ff fin , , 
El1';JLUutl1::"151n1"11EJ.:IV1~1£J ') c;hua V11EJV1a1£J ') a1L1lEl tl1::na11nu si1.:i'Yl1.:IL~Elnriu1-;J:: 

L VI 2J1:: ;,rn fi El n11 l iii VI ii.1£Jn1V1 uc;i u fo111mLa::ic;i111n11rlii~1111f11t3c;i"15EJ1Jff.:i fffl LLa:: l i 
'II , 

V1ti1£Jic;i111n11Yiiic;Ju 'Ylu~1Yiffc;i tc;i LJVI ii.1 t.1.:i1u tf.:i 2 EJ1';) LUU.Viti 1£J.:11uL~ £J1nu V17a~ua:: , , 
VIU1£J.:11Uri1.i 

.... O 'I.I A .... O A A A 

VI ~n n11n1V1uc;iV1u1 'Yl';Jc;J'Yl1111n11ff1n11m::c;i1ll"llu1fl"ll a.:i n-;J n 11111n 11ff1n11m:: 

ff11117t1 LLU.:iLiLUU 2 tl1::L1l'Yl fi'EJ 

1. u1n11ff1tn1m::YiLuun';Jn11"1JU1c;J LVI ru V\1.l1£Jn.:in-;Jn11Yic;la.:i liL'Yl~ t ut~ii L~U'YlU 
w , 

LLa::11~~1n1Yiii~112Jff1m1n1::i'uff.:1 i'.:1Ju~-;J::iia1u1-;Ji;lc;i~ul-;J-;i°"c;irhfi-;Jn11i'.:infi11~.:ic;ia.:i 
, 'II 'II 

Li1ua.:itf n1"11u 1c;i l VI qj Yiiiiic;i~112J ff12J11nwf a2Jri-;J::~1Lilun11i.i m.h.:i iitl1::~'Yl~111w L "liu 

m1~mfl1::c;i""'11ff.:i n11~2Ju1~2J'Yl1.:i a1m~ n11"15atl1::'Yl1uV1 ~1-:i n11"11c;i L -;n::li'13TuL 4m w~.:i 
'II , 
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2. u1nTHf11ll"H\4::fi dhi.n-;i m1fiL1h~~iJ"Ji'u'lf Cl UL uuii';m "fUJ fiLlJ R~iJ'lf u'lf Cl U 'VI 1 Cl ii 

L 'Ylfl Ufl 111n un ua::"m uun-;i n11riL fi r.ni Cl.J nui1911.h::-;J11u"lJ tl.J 1h::"lr1"lrU ci1.J 'VI 1n1c;i 

wurn1u rlCl.Jflufii'ii.J R1l1WrlCl.Jflu Ju ') LUU~iilr'i1 ~.J-;i::iith::~'Y1R111w~J1nni11if\ici1.J 
~ ~ a 

Luu~11.Ju lau1uii1L ilun111 u1.Jn-)1.J Luu~iilii1 uein-;i1ndn11i~r'i1u1n111h::L11'Y1Utl'.J 
'IJ ~ 

Luun11~1Lilun11rili'.Jrn.h::111rn'lii111nun L"liu m11iiiRa-1uLL~::w1tluRrnu n11tlfutl1.J , , 
LL 'VI ~.J"lr1l"lrULLCl clil n17"1JUR.J R11i17rn:: 1 UL"llflrltl.Jflu n111 iii Rfl1U~UL im1ei.Jflu n17~ LL~ 

, 'IJ 

"151r.JV11~ 1uL"ll~ri'ei.Jflu n11i~ 1iiilfl11LV'l~111nuu~u'Y11.J Luuc;iu 

'VI ~"'n n17LLU.Jfl11lU7::L1l'Yl"lJ Cl.J Cl.J ~n111 un11L UUt.JL i u1n17R11i17rn::fi Cl u1UEhu1-;i 
'IJ ~ 

"lJ Cl.Jf\i L uuu1n11fiiifl111l ff1tl W ~Clfl111l LiluLCJn1l1W"ll Cl.Jf\ici1.J c;iei.J~-;J17nl. 1n.J Lf n"Mrn:: a v a 

a1ti' ru 2 1.h::m1 'timi 
"' 

1. L UUll11n-;ifitJ1::"lr1"lrU J.J tJ1::L 'Yl~ii ff1U Lc;i ff1ULREJL 'VI ii ClU ') nu ~.J c;iei.J ei1f'l F.J 

tl.J~n1n~1.J LUU~tlfiu1i'VI u1rt1 i Rtl~fl~ Cl.JrlU ...f11.h::L 'Yl~ 

2. L uu1111n-;irif\i R11111fl i~r'i1 i.c;l Cl U1.J iitl1:: ~'Y1R111w 111n ni1 ~.J i.c;l n ~11 i.tl LL~ 1~ .J a . 

weifi-;i::a-1tJ1111n-;iifu~U\i1U"lJCl.Jf\i Lc;iLUU 4 U7::Lll'Yl f1ei , a a 

2.1 V1u1rii1um1iiei.Jnutl1::L 'Yl~ 
2.2 m!1rtl um1fn"M1fl1111a-.Jrn~uufeiF.J111F.J 1 u 

2.3 V1u1ffi um1fn"M1fl1111if ufl.J 'Vl1ma-ii u1111w 1 u 'Y11.JLf'l1"M\in-;i 
a 

fl1111'VI 111F.J"lJ ei.Jm1u1m1a-1n11rn::V1111t1ii.Jm1ri'VI ii.1F.J.J1U"lJ ei.Jf~ 1ifl1111a-::~1n ~1.J ') ~El 
a-1n11rn::V11eitl1::"lr1"lruci1.J LUUUfl fl~ rif\i-;i::c;i ei.J~ LL~ 1 U\i1u::w ~ Lii CJ.J"ll ei.Jf\i 

, " \I " ..., 

tl"i::um11 B\I n1"l t'1u1-n1"iff161"im:: 

1. n11u1m1"llei.Jf~ffiinutl1::"lr1"15ul~t1~1.J (Direct Service) LUuV1ii.1uu1n11ri 

f\ii~r11if uL v;tl 1 i'Vl1mLritl .... ruV111 i9'17.Jrl1Jfl111lc;i Cl.J n11"lJ Cl.JU7::"151"15U 191 F.J9ld.J L "liu a ., 

2. n11u1n11"1Jei.Jf~fi1in .... utl1::"151-irul~t1aei11 (Counter Service) LUU'VIU1F.J.J1U 

"lJ Cl.Jfvfii~ii1if UL v; Cl Lg' ClU7:: fo"15Ul in U'VI U 1 tl.J1U"ll Cl.Jf\ii1tlrlULCl.J'V\1eitJ1::"151"15U a a 

ria-uhL"liu m11iu1mwi5.J1"151m1 

"it.Juuun1,-t'1u1-n1"iff161"im:: .. 
1. m11iu1n11 rn -;i~u1nT'l" (Counter Service) L"liu .J1U'Yl::LUF.JU .J1u"1511::n1M , 
2. m11iu1m1a-1n1rn::Liei11~ei (Service Link) L"liu u1m1 1669 191 1133 

3. n111iu1m1a-1n11rn::ueina1un.J1u (Mobile Service) L°liu lfl1.Jn11111f;iiy-;i1 

4. u1m1a-1n1rn::-;i~ri111 (Walk-in) L°liu h.Jwmu1~ f'l1~ d]uc;iu , 
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• 

1f\t.tt1Jih"11\.UJi-fl1"i.161"im::uu\IDDmfi" 2 anitm:: 

1. nT~LL1i.:t"lriltl11t1-m1"m~mnn1i1"itu::fl1111im,-li1J~m,. 

1.1. m"i1J~m"itiTu.1ia11a1i1181"iL,;-u 1ia11aLrlt11n1Jm"iifl.feifli1.:i Hilil Li]utiu • • 
1.2. n1"i1J~n1TI'UL~El\11.IBB'IU.lfi L1fU LLi-:ILOtl LLi-:lfl1tl ui-:imll~Bri Li]utiu • • 
1.3. \11U1J~n1"i Lifi11.l~nH1LW mnH1ti1UnLJl'l111t1Lilutiu 

2. n1"iLLU\IWtl1.IB\l\11\l.1J~n1"i811i1,.tu::fl111anHtu...""1.IB\l\11U1J~fl1"i 

2.1. \11U1J~n1"iLrlt11n'UL'Pltm1,.ru.1u~1fl11B\lflUL,fu n1"iLOtl n1"ifl1tl fl1"ii'm:t1 • 
hfl .rlti liii i" 'UL iluti' u 

2.2. -:i1u1J~n1"ifl11tanH~ll"i::"!l'1n"i(Demagraphic Attributes)L1iu -:i1u1J~n1"i 

1.l"i::"!l'1"!1'u,r1 Lllom!mie-:iL ~mL ilutiu 

A d Q.J ~9141:\ ~ti I 9'.:.: 
LL"1ftt\Lfl!l1flUfl1"iL'HU"ifl1"i•161"im::1J0\10\lftfl"i flft"i0\1.1\UIO\ln" 

u "1~ fln1 "in"i::\11uo1,..1;i1M'nu o\lfi'n,-t.lnft"ia\lif,,..rl' a"~"' 
L ita-:ii't1i"i"i11uru u l'i-:i"i1"ll"a1 ru.1in"iLl1t1Lti1Truru"iL1f'le " m,-m·~1£1Ei1'u.1';1 l iLLri ... ,. ., .. _, 

El .:tff n"illnfl"iEl .:t tf1 wri B -:ifi 'u.~\I iim"ifl"i1Vn::"i1"ll"Utyty°'i n1l'l'u.tl LL~ULLL'l::,f 'u.fl B Un1"in"i::';l1 ti 

Ei 1 U1';1 Li LL ri a -:itf mi.I nfl"iEl -:i it1 ",;a -:iii uif 'u.ua ::ii m"iifl i-:i fl ru.::m"i11m"im"in"i::';l1uEi1"1';1 

1 iuri a-:itf n,-tlnfl"iB-:lti1'u.lia-:iiiu ( nnti.) Ltlt1fl~n"i"i1tn1"itl .... -:imh1 Ltiiim"iiflfi1LL~'u.m"i 

n "i::';11t1Ei1 u1 ';l l iLL ri a -:i ff n"ill n fl "iB -:i ti1 wri a -:i fiu 1 iL flu L 1.l t1111 L ';I fl 'u.1 "i11 a!11 El -:if! 

1i"i"i11 "ru . .. 
n1"in"i::';l1 ti Ei1 U111 ti,;' B\I fiuL ilum"iL'ltl 1Jl11J1Yl11 a-:iftti1 un a1-:i l iL l'I ~El LL ti 1l1"iO';l'Vi an 

• a 

L 'Yi1~'41Lil'u.u.a::L ~111Jl11J1l1 l in1J a.:iff mtlnfl"ia.:iti1un a-:iiiuL1i1ti1L uum,-u. l1ul Ull1,-::ft-:11" 

it.:i~ a m::'Yluti a~1 t1tl"i:::-411u m"itlU.afl1111H .:iu L~t11Ji'a t1 m"iw.i u1 u.a:::m"i1J~n1"iff11i1"itu.::: • 
"i111ff-:iw-:i LH~11 l i1.l"i:::"ll"1"!1''4iiti1ui111 ifl1J~m"iff11i1'j~ m"iw.iu1itl m"iu.n1111.l"ruv.111e-:i ., 
"' .Q .- .I .f 

'YI El\lt1Ufl111 L ';)fl'u.1"i11tll.11 El\! u"i:::"ll"1"ll"U111 n11 u 

'Ha na1 fil ru1 ""1 "iittui-n1,..1611'l\Ltfl111LL~"n1 "ifl,.t\11!101,..1\l1MLLTI£J\Iff111' .. 
.- tJ , ., .Q d .. A...... d ... , T ,.. ., .J.J .... .e ,.. 

B\lfln"i nfl"iB\lff1U'Yl B\ltlU 81!'.:111ff1"i::.., tflt'U Ln tl1n1Jn1"it11 ULBU1l1"iff~l'IU1'Yll1"iiYl1 Lu Un1"i ., a 

B tll UU ... ';l';IUU 1 iu.ri El .:!fl n"itJnfl"iB\I tf1 u,, B -:ifiu u.a:::v. ani1fl'ru~\lfl ~ n"i"i11n1"in1"in"i::';11 ti . ~ ., 

Ei1u1 ti l iu.rie-:ifi'mllnfl"iEl\ltf1U na-:ifiu L"lfLilUl'lanm"iITTflru l Un1"iU"i:::n El1JnT'f~';l1"itll.1L yj El ., 
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fl1111 ff1111'rn ua1 m-sifl lfl'S\I Rf1\I L yj E11El\li'tJn111J~Yl11\11U1 'l'I ij"ll El \I El\lfln1Unfl'SEl\I th U 

n El\lriu R111'W 1 UEIU1fltl11El\IEl\lfln1Unfl1El\lff1Uti'El\lfl\UUU iif'l'Yl1\I 1 uEIU1fltl 1fl1\IRTI\ltl1 \I ') 

'l'l~EI m-sifl a.:itf n1fi1" '.I 11 E1\lna\lfluti a \ILU~uuu1J1H \u L 'W11::1111n-;i-41u1u"d" \tl'tt \111EI u 

d ... • .. , •1'.1"' • • "I " t "' ..I ... L 'WEI 'SEl\111Jn11n'S::';l1 £JEl1U1';1 LLii1::1111n-;i L '1'111 Lufl1[J LLtl El£J1\I L 'jflfl111 fl'l.:I RTI\l'Yl';l::'l'El\l'l1J 

11 El\! El \!fl n'l'U flfl'l'EI \IR1U n El\! flu ~-;i::'l'EI 'li'tJ1111n-;ia ul 'l'I ij,f u -;i::ti El\li'fl 1fl1\I Rf1\I L 'rh~-41 L flu 

.. "I '-' _ .. ..I ... , ... .. .1 • ... • ~ ... , • .. ... ,..1 
8Jf\IE11';1';1:; L11'11LlJU'Yl';l::tlEl\I L YIEl\lflfl'Suflfl'Sfl\IR'lU'rlEl\ltlU11 Lfl'S\IRTI\l"lJU1fl L YltU111mnu Lu't'l';l:: ., 

d" ' .1 ' .,., ~ I .,., ~ 1 .:I ..,, d ... A d 
'WU fl U"LIEI \!El \!fl mu flfl1EI" R1 u 'YI El\! tlU LL fl" 1 n'rl El \ltl ULfl 11fl1111 ti El" m 'S'Yl';J::';Jfl \11U1J1" L 1EI .:!'YI 

El1';1LiJU\11ULQ.'W1:: L 'li'u \11WriEI \IL~ £J1 El\lflmt1nfl'SEl\IR1Un El\lflUR11111tl~';J::ti1 Lil Un11Ltl 

LEI\! ~\IEl1';1Lijatil u1fl'l.:1Rf1\IYI an~ti'El\IL 71£iaunu...t1tJ1::L 'Ylf'I if uEltirl1Jfl1111tiEl\ln1'S Yl~EI 
'II - 'II 

fl1111;11Lflu1 ULLfi a::i4'u~LiJU 'l'I an ;:i.::.lf ul UL~El\171 anfl1111 R1111'lfl"ll El.\! El\lfl mtJnfl1El\IR1U 

na.\lflu n~\ILiJUL~El\ln11n1'l'RTI\lfl1111'WfEl11 n1'l'Ltl~£J11fl1111'Wi'E111 LLiil::m-si'fl 1fl1\IRTI.\IL yjEI 

m-s'l'El.\lw 

4) l'lanu-s::inirn'W lum1ifltJ~m1 (Management Efficiency)Y1anu1::initn'W lu 

m1ifltJ~m1 (Management Efficiency) Lilul'lanff'lifl1111i1fltyntJm1tJ1::l'lrJfl "LIU1fl11El\I 

n1'Siil.\l'Y1U l'l~Eln11fi1U.\ltl\ltlU'YIUlum1l i1J~n11 n1'lifl1J~n1'l'R1ti1'ltu.:: L~Elth£J tE1ul intJ • • 
E1'1An11Jnfl'l'E1\la1unE1"fl'"L yj E1ti1 L uum'l'LL 'Ylui'ttJ1 a l'l~El\llu 1 v.\11u11"lfm'l'LLa1if u tiE1" .. 
...t 4 .. ... ' .JI , ... ... .r ... "I ii ... ..I .r 
Ti1U.\ILLiil::'W';l1'ltu.1fl1 £Jn11';1::111 L 'l'I tlUflULL 'W\l"llU111flUEI £J"lJU1fl L \11 U '1'11 nL UtlU 'YIU 'Y1 LL 'W\l"llU 

• • 
111n '.I LL u1n1'1nfiE1 ~1LuutiE1'1iim1i111nu111nif u1::\ll-:l1"n E1'1flu~u \ij-J1-;i::Lflwri'a'1riu 

'l'ULL1J1JLtl£J1rlU \ll~El1ULL1J1J~U "I rhm1111J1.\IEIU1\I Yl~El\11U1J1.\IEIU1'1~iim'lth£J tE1u \ll~El-;i:: 'II 'II J 

iim'l'R.\111El1J1 i rl1Jn El \lriuLLff 1 n El \lflUEl1';1 iifl1111'41 L flu ~ti El.\ll'\1 [J't'I tif'l1 Rflfl Un11 'rl1.\11U • 
.J. ... , ... .r .. , ... :; 1 .. ... .1 .... 
~111nu L YI 111n11u L 'WEIL ?111U1fl11 El.\ln11iil\l'r1Utl fiiil.\IUE1n-;i1nu'" UL 'SEl.\11.IEl.\IYI an u1::R'Ylti111'W 

• 'II 

... 1 t .. .1 t ... ... .. 4 ... ... .1 ... ... , 
L 'WEI u'l:: [J"lfU1.IEl\lu'l::"lf1"1fU fl[J'S111£J\lfl\ltl El\l'W';l11tu.1fl\ln11R11.\IYI iilnu-s::nUfl1Ufl tu.111'W L'" 

• 
..,,_ 1A A I dA I 'A 

n11';)fl1J'ln11R1ti1'ltu.:: fiiil11flEI L11EITI"lfn1'SR1Unii11\I Yl'l'El1J'S'P\11R1Unii11.:ILLiil::R1U1111111fl 
'II 

~ fi n1'l1 i1J~n1'SR1ti1'Stu.::1J1 \I El ti1 \I iii\! LLiil:: ff \111 E11J1J~n1'l'R1ti11tu.::1 intJ l'f El \!fl UL~ El 

ti1 L ilum1 i'li1flru~LfluY1anm1vf1 lu fiEI E1\lfln11Jnfl'l'E1\la1ul'i'E1\lflutia\lti1L ilum'l ., 

lfllJ~ m, R1 ti1-scu.::ifu1 iii fl tu.111 'W \ij UEI £J ni 1 i .\I~ 'l1"lfn1 'l'R1 un iil1.\I Lfl £J .Yh ;:i.::\f u • 
Y1antJ1::nut11ufltu.111'Wm1iflu~m1~"LuuL~a"'41Lflu~E1'1tf n1tlnfl1a.\la1una"au-;i::tl'a" • 
iifl ii El,, 1 'Pl amn tu.crl 111tl1'1U~\ITI Eli1L flu111t1'S'1U 1 UR1 'U.11 El \111".lfn1'l YI ~EIL flu111t11'1U'Yl1\I .. .. .. 
1".lf1 fl1'ln rJ\I iifl1111 ff1 fltU l um1~-;i::LU n1YIUfl-:i1 fi El \I flu-;11 L iJutl El \I 't'h 1 iil \l,f U~1"ll El .\I ., 

• 
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t11::To11,tfit11::11111,,.lti'11nm1n"i::\11od1"1\l 

1. itifuu~m1R11i11m::fiiitH1u11 w 111fl1;r1 uua::w11111m i1 il.:i TI1"i1.J~n1"i , .. 
ff11i1"i1\4:: Ltl El £11.:1 Li] 'U. 1iTill 

2. iim1u1n L 'U.TI1"itltl iiu hi rh riutl ua fl"i1';l1rn u RUlJ R'U. un'i fl"i"ill11 El.:I El .:iff n"i .. , 
tlnfl"iE1.:11hufiE1.:1Buitimh.:1Lfi11~ 

-
3. iilB m RL i1J.n iithui111 l um"i1.J~'Pl1"i.:11u11 El .:i E1.:1tl'n,-tlnfl"iEl.:I tbu li El .;i Bu L "li'u 

.... .- I I 

n1~L~ El n fl ... '1 fl11L1'UEli EIUru rufifia~ii\4 n1~tlBtltl EUrfu1"1~lf El \I CiULLa:: .. .. .. . 
a-111-inR111fi El .:iilu 

Lil1M&J101"n11n11n"i::\11od1,,.1'11Murie:h1f'i'n1tlml"i£h1il1,,.r10"~" 

1. iifl1111L ilu~ R"i:: l um"itlfl iiul'i m"iri1'PI 'U.flufou1u m"itlnfl"iEl.:i TI1"i1.J~'Pl1"i 
ifl TI1"i m,-1.J~'PI 1,-1.Jflfl a ua::m,-L~'U.TI1,-fl a\111 El\I fl 'U.LEl.:1 , 

., .. .. , ..... tl .... tl .. .. .. 2. L 1111 U 11.:1 LL a:: ff1 111 "itl V4 .:I fl 'U.L El .:I fl ll TI1 "i ,-lJ ,-\I "i:: 1.J 1.J 111 H TI1 i-11 [J1 [J t1 'U.111 H8ll' .:! , .. 
rn.:ifl1111L ii.iuifo l i riu E1.:1tl'mtlnfl,.El\I trnli El .:iBu 
41::1..t d... ... ' • ' ti I .., A .., .... ' 

3. 11t11'U.1 ;in Rll w 'U.1i,.::'PI 11.:i El .:!fl n,. nfl,.El.:I a-1'"'YIEl.;i11'U.fl1 u n 'U.L El .;i u a:: El .;i fl n,. 

tin fl,-El \I th'U. fi El .:I B 'U.n uf t1.J1 a TI G'l1\IE51'U.1';1 'Pl u1'ffl 'U.fl1,-ifl 1.J~TI1,-R11i1,-tll.:: UG'I:: .. 
d~..r ... 

1.Jfl S1TI"i'YI L V4 ll11'U.fl1U , 
..-

4. tl,-::"1f1"1f'U.R1 ll1,-nL i1111 ii fh 'U. i1 ll L 'U.TI1,-L R'U.El fl11 llfi fl L ~ 'U. L i1 ll1R3Jfl1fu 
• ,::. ' • .., A d' 

La El n fl" fl ,.1';) REI 1.J TI1"i°ti1 \11'U.11 El \!El \lfl n,-tl flfl"iEl\11'1 'U. 'YI El" tl 'U.111 n11u . 
SJ Cit, Q,,11 .IClt, 

U't1U1't1't1ih'lll"flUfl1"iU"ifl1"ia"1fi1"ilU:: 

B\lff n,-tl nfl ,.El.,,-fb '"Yi B\lflud1u wu 1 r.i.;i1u ~ln Wiflnutl,-::"1!'1"Jfu111 nif ~fl l u ~ u ~,f u ~ 
.f.;iuti Lnfl';lum::ri.:i tiu~ifl ;iuE11';)Wfl ltii1 Yi El\! fl'"~" iiunuTn i1fi' ruti B~i flf11111 L iluB Ei-11 El.,, .. .. .. 
tl"i::"Jf1"Jl'U 'YI n fl wi1 .;i m "i1.J ~m,. ff11i1 ,-m::11 El .;i li El .:i 5 u ti "i:: n El u ti 1 u s ti1 u ti1 '"t fl,. \I RTI .:i ~'" ;r, u , .. 
.., I A .:IA .., .... d. .... .... d. .., .., 

tl1 Utf .:1 LR,-llfl tlU11 W"Jf1 fl f11U';lfl,-::L 1.J[J 1.J"Jfll"Jf'U.R \lfl llUlil::"iTI H1fl11llR.:11.JL ,-uu,-El [J fl1 'U.TI1"i . , 
I A A 1 d .., A ... 

11.:i u ~ u R .;i L R"i ll n 1 "i a \I 'YI'" V41 m "1f r.i n,. ,-11ua::n1 "i 'YI El .;i L 'YI u 1 fl 1uu,.'Pl1,. ';l fl n 1,-, 
'YI fw r.J1 n ,-1i,-"ill"Jf1fiua::i\IU1fl a El ll tl1Ufl1 RU1flatl1w.i 'U.1i,-"ill ';11~fltl "i:: L Wm lliitl .... ru ru1 .. .. .. 

an Htll.::11 El\I El .;itf mtl nfl"iEl\lff1'U. fi El .:iflu ~ iitl,-::R'YI i111 Wfl1,-'i:: L i111fl tl"i::"Jf1"11'Uii ff1U 

i111lum,-vrw.iu1li El\IBu L~ E1tl,-::"11'1"Jfu itifum111Lfi Bfli'El uB.:iff n,-tlnfl,.El.,, 1'1 '"li B.:i fl uti a.;i a.;i 

..r d !Ml. ti... l ., ... ti ... l "' .. ..ti .. .. ., 
wwr1un L11 ru'V\1 'Vlnu ,.::"1!'1w"li'1m'VlaE1 'Pl,.1flL,.1ua::11 ,-::1''Yl1i111V41'.:11'flfl1r.J .. .. , 

Ufltl;';lUUli'El.:1fl\ni1.;i1uiiWtl,-::iini111V4 liE51u1';l l'2liiniV4a mij1'11J1"itl~';l::El£l , , .. 
Lfl1jum1 L V4TI ::tl"i::"Jf1"Jl'U';l::Vh m,-fl"i1';1 REI u E1£l1.;i L ti 11if ~ibli a .;iflu';l::ti a .;i'ti1 .:11u 11 cl'uua::ii .. 
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i'YlRmiJn!)'VlmEJ (Legal Rights} LLiil::it1..:iiir:i-1tfn-~fi-41Luuhm11tJmrrn\I (Necessary 

Organization} L V:t1tJfiu1i'VI u1fil i "3Jf1113J~\l'VI 3J1EJ"JJE1..1n11tJmrrn..:int1..:iflu if U ') 

111 ~ n nT'it.I n A 'iih1n eh'J ~'"ii ~"d' 
1. el1';J ii1tJLLUU'VI u 1EJm1tJn fl1El\l ll El\I fl U'VI iil1£11tlLL1J1J'il13Jf1113J LL!iln lih\l"JJ Cl\lfl113J ,, ,, 

.. • I "" .f ..I 
L';J1ty u1"::"151n1 'V\1El"JJU1~WU'Yl 

2. ia..:i iiEi1U1';JaITT:: (Autonomy} 1 um1tJfiu1i'VI u1fiwi13Jf1113JL 'VI 3J1::"3J 

3. 'VI u 1EJm1tJnfl1t1..:i n a..:i flui a..:i iii'Ylliwi13.ln!J'VI 111EJfi,.,::~1 L ii. un11tJnf11t1..:i !ilULEl\I 

t "' .. .J' ' ."! .I "" 
lilE.l"'Yl1iULLU\ILuU 2 u1::n11 flt! 

3.1 i'Y1Rfi';J::9111n!J'VI 111EJ'Vl1t11::LuEJuii au..:itl'u9i1..:i ') "JJEl-l t1..:itf n1tJnfl1t1\lnt1..:iflu 

3.2 i'Y1Rlun11n1'VIU!il\lutJ1::mrn LV:au™11n,.,n11wi111Ei1u~u1Yifiiimj ,, 
4. iit1\ltln1Yi-41Luul Un111J~'V111LLiil::Unfl1Cl\llilULCl\I f) Cl ifo..:itf n1~1EJU1'Vl11LLiil:: 

t1\ltf n1~1EJii.~ururu1i .. .. 
5. tJ1::"151"15u1 u nt1~fluiiLi1ui111 l um1tJnf11"El\lllEl\lflu 

~ ~ ~ 
D'1AU'i~naun1'it.lnA'iD'1TID'1n'MI 

1::uum~J.lnfl1t1\lllt1\lflu,.,::ia\lth::naui1EJ a..:itftJ1::nt1u B tJ1::n11 f1t1 (~ti'EJ ~fty lwi, 

2523: 22) 

1. "ri1u::wi111n!)'Vl3J1EJ (Legal Status} 'Vl111E.lfl1111l1'Vl1m.h::L'Yl~L!ilrl1'VIU!ilL~Cl\ln11. 

tJnfl1Cl\I ll El\I flu 11L Uf;i1i113JUt1J"JJCl\l th::L 'Yl~ n11Unfl1El\lll Cl\I fl U 1 UU1::L 'Yl~1 'Yl mf U ';J::iifl1111 .. ,, .. 
L iJ 11 L ii\I n l1 n11tJn fl1 Cl\I ll Cl\I fl U fii'il :\IL 'il EJn !) 'VI 2.11EJ5u L W11::iJClfl1111 .yi rl1'VI U'il 111 U 

f;in111uruJ uLuum1LL"'il\l 1 iL ~u11 tl1::L l'l~J uiiufou1EJfi,.,::n1::,.,1EJt1nu1,.,a ti1\I LL n,.,1..:i .. ,, .. 
.¥ .J .... .... .... .IA. 0 .... I 0 .¥ ,J 

2. WU'YlLLiil::1"::1il1J (Area and Level} U';J';JEJ'Yl11fl1111a'1fltylilt1n11n1'VIU'ilWU'YlLLiil:: 

1::1iJU"JJ Cl\l'VI U 1EJn11tJnf11"Cl\I ll Cl\I fl Uii'VI iil1 EJ U1::n11"L °.rlU tJ;iEJl'11\l 11 iim "wif tJ1di\~1 "wif L ~El ,, 
"151~ LLiil::f11111~1un1 um1tlnfl1t1\l"JJt1\l 'ilULt1\l"JJt1\ltl1::"151"15u~\l 1iiin!J Ln rn....f fi,.,::n1V1 uwi ~u Yi 

Lliil::1"::'il .... 1J"JJ Cl\l'VI U 1EJ\11Un11tJnf11"Cl\I ll Cl\I fl UEI Cl nL UU 2 1::1iJ 1J f1 Cl 'VI U 1 EJ n11"Unfl1"El\I ll El\I fl U 

"JJU1'ilL~nLLiil::"JJU11il L 'VI nJ ITT'Vli°'1J"JJU1'il"JJCl\l~Uii .. 
3. m1n1::,.,1EJEi1u1,.,V1u1ii m1fi,.,::n1V1u'il 1int1\lfluiia1u1,.,V1u1Yi111ni!t1m Yi EJ\l L'il 

if uv ti n"'uu fo u1 EJ'Yl1\I n11Lij a..:i LLiil::m1tln fl1"El\l"JJ a..:if;i1J1 iil L i]u~1fl"' ru ,, .. .. 
4. El \I ti n11ii.~u fl fl iil i 'il i\I t Iii EJ i:.i iil LL vi \Inn 'VI 111 EJ LLEJ n ';l1 'ilf ;iu1iilniil1\l'VI1vf ;i1J1 iil 

, :tJ " " 

LL vi..:1"151 ~ii"JJ Elm "JJ'iln11tJnfl1"E1\I ~LL u uvu ii Ei1u1,., 1 un11ri1'VI U'ilu t EJ1J1 EJ El Eln!J ii EIU\I tl'u 

fl11J~1l1iiin11tlfiu1i'il111uLEJu1EJJu 

5. m1L~ an~ "111iin t1\ltf m1V11t1fl rn::~u1'V111,.,::ia..:i 1ifrn~t1 n i..:i ,.,1n tJ1::"151"15u 1 u ,, 
ll Cl\I fl U if U ') J\l 'VI 11'il'VI 1t11J1\I ff'"JU L V: EILLL'f'il\I n\I n11"L iJ1 ii Li'"JU i13J 'Yl1\I n11 Lij Cl\I n11Un fl1Cl\I 

"JJ El\I tl1::"151"15U t 'il [J L~ tin~ u1'VI 11ll El\I fi U"JJ Cl\l 'ilULEl\I ,, 
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• 

,.,",fi fl11a.i i'u il tt1uiu11 D\11"1\'1 fh11\4TIT'itl nfl "iD\ln o\I ~" mn:ti e.:ivhn"iw.1 ii.:i 

fi1a.:i L~Url1a\l\11J1.J"i:111tu. fi1a\lf1U rha\lfl1111ff1111"itl11El\IEltJn"itU Lfl~B.:liiB Lfl~El\I Li LLa: , 
"u1 ~ f11111f11 ilti"lfEllJf11"iL i1uL~a.:i ~ L i]utJ"i: lu"Jfltti afi a .:iii ua Ei1.:i LL i ;i~ .:i 'P11mnuni1111"i: 

"~a L flu ulmnu~.:if,111atia.:im"ifl1111Lfluauv. i1.:i auLfi r.nnut.:itJ"i:L "" ilwfl1"i11a111. i .. 
.,, ~ ~ A I A dA 4 .... d A ., d 

l'IEl\ltlU•11LUUn1"i L"lfU \11Ul'l:LlJ[JUflflUn1"iflnH1"i:fllJElf111flm~t1n1"iri1'PIUfl'PIU1l'lfl112J , 
f11ilfl"lfEllJ1.iv.i.b £Jn1"itlnfl"iEl\l'Yi' El\liiufi1 L UUn1"i ihi avhn"itu.1tl\li! 

i] dd ... ... ... .,:. dd ... )I 

1. L U\11Ul'ILn£J1nmm1~LL1tlaEl3J11El\ll'IEl\ltl'U LLa:\11Ul'ILn£J1n1Jn1"iv1U1£Jtl112J 

ff:fl1n1.u~1flfl1111Lfluati11E1\l"lf1l"lf'U. LtlLLTI mnt1.Yhm1.u ff:vnu ff1UV.UEl11 ff1Uff1li1"itu.: 
'II , 

m"in1if111u:11a~eu Li1utiu 
'II 

2. Li1u.:11u~Lfimn11m,.,je.:inu.rlu fnH1m111tJaet1.tlu Liu .:11utim~a.:i 
3. L flu.:111.1. ~ Lfl U1 n11H1ff~n1"iff\lfl11 fi'1uii'iif11111 R'lfl' ru tietJ"i:"lf1"lfUL U fie .:ifi 'U.111 n .. 

Liu m"iifl 1. iiiv. i.l.1 u11~m"if11.:1 ff1li1"itu.1Ml it11. iiiHmuH.:i Lfln:\{L~n LLa:flu"lfTI Li]utiu , 
4. Li1u.:11u~ Lflu1n11vn m"lfEf 'Yi'e.:iflu Li1u.:11u~v.1ntJ~ El [J 1. itl"i:"lf1"Jf'U.tl1L UUn1"iLEl" 

e1;ilJ.ilti'fmrnfiL fi1~fl1"i;i:d]u ifl 1. iiih.:i-i1ib m"iit1t1a1tiLLa:.:11uti1.:i ci ~iiTIEJLflLfl EJ 

ff1111"ir:i L~unfi111~m"i-;i1ntl"i:"n"1"1l'u 

LL U 1flfl Lfl EJ1 nllm"itJnfl"iB\lfi' a.:iflu 1t1u,.i1 ltJv. an m"itJnfl"iEl\11.h:L l'lflUU11 LL1.J\IL flu 

3 'Vian fia 'Vlanm"iTI11thu1-;im"itlnfl"iB\I (Centralization),v.anm"iLL1.J.:1Ei1u1;im"itlnfl"iB\I 

(Deconcentration), v.anm"im:-;i1uei1u1;im"itlnfl"iEl\I (Decentralization) 

1.'Vlanm"i"i111ehu1;im"iunfl"iB\I (Centralization) v.111EJii\I 'Vlanm"iit111\l"i:Luu11 

lJ~'V11"i"i1"1l'n1"iLL~u~u 1fl £J"i111Ei1u1-;i1. um"i1.lnfl"iEl .:il 11 iLLrlm"ilJ~'Vl1"i"i1"n"m"i1hun a1.:i 

lfi'LLrl n"i:l'l"i1\I V1111.:i n"i11 'Vl~Ell'l111.:im"iLiie.:iti1.:i 'l 11EJ.:ifJLLa::iiL"i1'Vlu1~11EJ.:i'Vli.i.1um"i 
lJ~'V\1 "i"i1'n"n1"iff1Un a1\I tti [J 1 iif uti El nut1111thtimf um "iU\lfl lJUnJ"lf1~\ltl1 L n Un1"iUnfl"iEI" ., 

.:, ~ 

ti aefll'l1 l'l\1El1 W.1L11tl"JJEl\IU"i::L l'lfl 

2. Vi a nn1"iLL 1.J.:i ehU1';1n1"itJ nfl"iEl .:! ( Deconcentration) 'VI 111 £J ii \I Vi an n1"i~ n1"i 

lJ~'Pl1"i"i1"lfn1"iITT un a1.:J lfi'ifl LL 1.J.:i Ei1u1 ;i1 U ;iQ'u K.:i m "ilJ1.:J lb u L ti\ i'!i1"i1"lfn1"i Lu ff1 U1l ii111 fl 
'II 

lflu 1. iiiEi1u1;i 1.um"i 1. "liflam~\h ifliuh LLm11t1""ru"1 t1aet1;iuL~11LflL un"ia11u ~"'" Tti111EJ . .. 

.... 4 ..... cl"" 
3. 'Vlanm"im::;i1uEi1u1;im"itlnfl"iB\I (Decentralization) 'V\111 ur:i.:i "anm"ifl"ij11EllJ 

Ei1u1;im"iunfl"iB.:1111.:itbu1.iLLrle.:ifi'm"i6u~l1ilfi'Lflu1bu"i1"11a.:1'V\u1um"i11~"1"iTI"lfm"i 
«1un a1\I 1 iifl'th11~m"iff1li1"itu.::111.:ie d1.:i 1flEJiiBff"i::fl111ff11fl1"i L flum"i11e11Ei1u1;i 1. V:.t.:i 
1. uti'1 um"iLii a" ua::m"ilJ~'PI 1"i L fluL ~El .:111 e.:i 'Yi' a" fiuii thu1-;i~;i:: ri1'VI UflU lu111 EJ LLa ::fl1llfl11 

• 
m"itl!ju'ii1. iLflu ltlt1111u tEJ111 ufi a .:ifl u11 a.:it1ULE1\I lti' 
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• 

ff1unfiH111 n11unfl'Hh1'Yie::h1fluiiA1111-;i1Luuhn:::1rnu1h·:::"ll'1Rtlhw L Vf'l"1:::2Tu 

"li1LJ 1iflu 1 u'Yifl\lfluc;h\I ') LiLaumJty'V11LLa:::'Vl1'Yl1\ILLnL"ll -it\l\11UL-riud'liifl1-;J 1 if:u1ana1\I 

rh \Jm.fo H~1\Jnatf (John Stuart Mill) 1ifl111JL~Ui1 n1'l"Unfl'l"fl\lfifl\lflU~\ILUUn11~mfl 

'Yl1\ln11Lii fl\I -LLa::LUULL 'Vl~\I af1\IT11111 H121'flfll u 'Yifl\lflu n11tlnT11fl\l'Yi fl\I flu~\! Luuu ... \JiLJ 

auiuciu ') "llfl\IU'l":::"ll'1RtlL'ilLJLU°t1f'!u:::"llfl\ILL'ViUL'Ylflf-u~n (Panter Brick) n17Unfl7fl\I 

'Yifl\lflULUUL~flUL"llfi-;i1LUUH1'Vlfutl1:::"151RtlL'ilLJ7:::iu"1519i (a necessary condition of 

national democracy) L'Vi71:::21'uLiJ'i11fln1HLitl1:::"151"1l'ULiflflnfl113JL~U (creating a 

democratic climate of opinion) 1iu1:::"151"1l'uiiti1u11111 un11i'iln11"1511"1511"11 fl\I L"ll1 Lfl\I , , 
(Panter-Brick cl1\l 1 u 1iL Uf'l1f L-;J1tyLiifl\I, 2540) 

H1V1f1JLL u 1f1'ilm1n1:::\11 LJ t'.i1u1\J li'Yi fl\I fi u 'VI 1fln11n1::\11LJt'.i1u1\J'i1111fl1rn1L "ll'il Luun111 flU 
'II 

n\Jn17H1Ti11rn:::u1\I L~fl\l\11nf;i'V\1fln11tlnfl'l"fl\l\11n Li1un a1\I Lu1 i "ll'll"ll'U~\I :\I fl El1 u 'Yi fl\I flu 
0 , 'II 

'ii1\I ') "llfl\IU'l":::L 'Ylf'lfU~'il"ll'flUi'il'Yi1n\Jm'l"'Vl1flu1n11H11l11rn:::u1\I L~fl\11l1LJ l UL "ll'il"ll fl\I LL'iia::: 

'Yi fl\I fiuiia H'l"::: l um1tlnfl'l"fl\l 'ilULfl\l'Vi fl Hllfl17,f UL~11\11n 'ii1\IU7:::L 'Ylf'IL "liutl1::L 'Ylf'l~f\I Lf'IHniJu ., , 
a\lmpy H'Vlf;itJL111m fHLanLJ ~U~\IU7:::L 'Ylf'IL 'YlLJLiiiLLU1f1'ilm1n1:::\11LJtJ1U1\J linufifl\lflul u 

0 

H2Ttif"ll'mari 5 ~flUfl'l"'il ff'il1l1UL uun11Hf1\I Lii fl\I ciuLLUun11n1:::\11LJt'.i1u1\1 LL'ii tJ\I Lii ff1L1-;i , 
L 'Vi11:::Ln'i11111:::H\lfl'l"1111anri1 l i cifl\l'VI LJ'il L 1riflULLa:::5nfl~ Liiin11i'ili\I H"ll1iiu1a 11V11-iti 1 u , , 
i\l'Vll'i1H11'Yl'l"H1fl11ui1'Vi.f'I. 2496 'iifl111L0fli1 'Vi.f'I. 2540 f;iU1aL'i1Lifl1111ff1~ru"llfl\ln11 

, 0 ., 

tlnT11fl\I LLuun1:::\11tit'.i1u1\Jli'Yifl\lflu5nT1~~"n1V1u'il 111 uf;lm111uru Y.L f'I. 2540 ~\luru ru1i 
~ a '1" ..,.., 

11luV1111'il 9 'il111111'i111 2s2 tl\I 111'i111 290 LLa:::f;ln-1111urui1'Vi.f'I. 2550 Ly;miJ'il1fln1HLi 
0 'II ., 

tl1:::"151"1l'u 1 u'Yifl\lfluiiii1u1\J l um1tlnfl'l"fl\l 'ilULfl\I Ly; fl LLnL "11U..,ty'Vl1Lrn:::'Vii11u11 i 'il'l"\I nuA1111 . ... . 
.... .... A """" .i:ilo A ...... a .... A .... A 

'ilfl\I n11"1J fl\l 'Yl fl\1'1 U U U ') 11fl1U1\Jn111J'l"'V\11n11fla\1"1Jfl\l 'ilULfl\I LLa:::11H1l1'Yl fl\I '1 ULLa::: ~U7'V\17 

'Yifl\lflufiLifun11L;fln~\11ntl1:::"1l'1"1l'u1'ilti'il1\I 
n11n11n1V1 u'il.ff uc;mun11n1:::\11LJt'.i1u1\1 'il1murnn11n1:::\11LJt'.i1u1\1 l i LLri fl\I fl n' 

tlnfl'l"fl\I Li1u 'Yi fl\lfl uii~au\l~u 1i \J:::L ~'" i1iiA1111-;i1Luum.i1\I ri"fi fl\lfln1tlnT11fl\I li1u 'Yi fl\I flu 

\I::: c;1 fl\I tlf utl1 \I L ti~ LJULL tla\I lJ'Yl U1'YlLLa :::1111fi \J"ll fl\! 'ii'" 1'ilLJfl\Ifln1tl n fl jfl \I ff1 u 'Yi fl\I fi u , 
it1LLuu'ii1\I 'J \J:::cifl.J~1L Uu1111n\JL Yi11if uni1 L~11L iifl.J\11nii1111n\J-;i1u 1uV1 it"~"11"1l'n11 
li1una1.J LLa:::11"1l'n11ti1u11n111T11irhti fau 'Vl1fl11flU'VI111 LJ l i ~1L U un11 nTri\111rnT;11n 

'II 

n!J'VI 111 tii'il ~ fl\lfln1tlnfl'l"fl\I li1u 'Yifl\I flu iu LLuu'ii1\I 'J Liii1\J::: Luu 'Vi7::11"15u ty ty1ifl\I fl n17 

u1V111ti1ui\l'Vll'il 'Vi.f'I. 2541 LLa:::uurnmL"11Lvi11L9i11 (uuufi 2) 'Vi.f'I. 2542 'Vi1::11"15utyty1i 

"" ..J ..... G.ct. 0 ff' A I 0 

L'Ylf'l1J1a (UlJU'Yl 11) 'Vi.f'I. 2543 'Vi1:::71"1l'Utyty'ilH1l1'il11JaLLa:::fl\lfln171J'l"'V\11H1U'il1Ua 'Vi.f'I. 

2542 'Vi1::11"1l'U ru ru1i1:::L ti LJUU1'Vl1'11"15nTHii fl\I vi'Yl LJ1 'Vi .f'I. 2521 LL a :::'Vi1:::11"1l'U ru ruqj .,., .,., 
.::ii A I 0 0 .... ir=iil 

7:::LULJUU1'V\1711"1l'n17n1\I Lrl'Vi2J'V\1Ufl7 'Vi. f'I. 2528 'ViU11n11n1'VI U'illJ'YllJ1'Yl LLa:::tl1U1\J'VI U1'Yl , 
"ll fl\I fl\lfln1tlnT11EJ\I li1u 'Yi u\lflu1tlLLuu'ii1\I 'J tl'n\J:::n1V1 U'il"ll fllJL "ll 'ii t'.i1u 1-;i'VI i! 1fil mfn 1.Yrn:::fi 

'II 
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d • ..... d .r I..... .., .IA~ I 

R11i1'HU.::'YIU910911.:1 nu "lf .:1'11UEl~01Jfl1111W1El 11 fl 11 llR'l :l.111(1 Ulil::U~Un11u!)1J91.:11U'11El .:i U91 

a::a.:itfn1tlnfl1a.:i t:i u 'ti a .:iri wh 1::fi1L ilum~ ~El l:i.i 

111EJ1tiw1::111!'ururu'i rh'V!Ufl u~uua::.ff u91 aum1n1::-;n EJ Ei1u1~1 iun a ~ff n~tlnfl1e.:i .. "' 
tbU 'ti El.:IBU W. f'l.2542 'VI 111fl 2 -J1fi1 E.ln1101'V\ Ufl B1U11 Ulil::'PI u1flL um1ifl1::1J1Jn111J~n11 
tf11i11tu.:: 1119111 16 Ulil::11191TI 17 Ulil::11191TI18 Ltiri1"V1Ufl'VIU1il'1JB.:1El.:lffn1tlnfl1EJ.:ithu 

'tia.:iriuit1uu1Jth.:i 6J t.:ia.:iffm1u~111'1uthua 
L 'Ylf'l1J1 Iii L!iEJ .:ivr'YI [J1 a.:iff m11J~'V\11R1Ui'.:i'Vl1fl ua::n1.:iL 'YIW11Yl1Ufl1L 1 tflEJ01YIUfl , 

11 El .:iff n1tl nfl 1El .:IR1 U,; El .:i Buth.:! '] ii E1U11'VI u1ill um1if11::uuu~n11tf11i11tu.::L rt El 

t.11:: fo'!l'U'11 e.:i1h::1!'11!'u l u 'ti a .:i Bu'1! a.:ittuLe.:i ua::ri1'VI Ufl l 1LflEJlil::La EJfl ,f.:idEi1u11'P\u1il'1! e.:i 

a .:iff n1tl nfl1a .:11'1 u 'ti a.:iri u1tl uu Uth.:i 'J 1::ii~ a a ti1.:i 1n1u1mti a L~B u~utl nu'i m1ri1'VI ufl . . ~ 

.ff ut1 a um1n1::-;i1 E.181u1-;it1111u~um1m::-;i1 E.181u1-;i l iun a.:iff mtlnfl1e.:i ft1u 'ti e.:iSuii ~a 
tl'.:iflu l i ua::1h::1!'111'ul u'ti a .:i riuiift1wh 11 l um1fi1 Lil um1tlnfl1e.:i t:iu'ti e.:iSu l:i.i11-;i::Lfl u 

m1iift1ui111ti1um1tlnfl1a.:i m1u~Y111 m1L~u m1tlfliu ha ti1.:iatf1:: ua::m1ri1Y1Ufl 

'"tm.n E.l"l.IEl.:ln a.:iBU91ULEl.:I tfl E.IU11f'l';J1 nm1u 'Y110U"lf.:1Ulil::mi111E.1 lti' n11fl11Jfl11 rh n 1J fl Ulil . , . 
.... ' "'~ i] '11El.:11JU11i1L 'Y11'Yl ,,1L U 

~ti ti ,., .: iN" 1":::frn u n1,. n ft 1"il\lmhrn'Mi 

1. iitrn1U::911110lJ'Pl:ll1EJ(Legal Status) ~.:101'P\Ufl L 11. UfJ1i1111'ijty'11El.:ltl1::L 'Ylf'l-
.. .r ,,i .... ... .f..ltl ..... 

2. 11WU'Y1Ulil::1::fl1J1::fl1J (Area and Level) WU'Yl 1::11'101 TIE.I Lfl 

"' ... ..i.r . ... I ... 3. m1n1::-;i1 E.1t11'"1';1\ll '"1'Y1'11UEJEJnuu EJ1J1EJ'11B.:i1tu1 ana1.:i . .. 
4. n11La El mf U~'V\11Ulil::~1 EJilfiururu°i La El n tfl E.1911.:111 m.h::11'111'U . .. .. 
s. iiain:: 1um1u~11.:i1ulu'1!BUL'1191 

6. iiEi1u1-;i l um1ifl L nUTI E.1Lfit1111'11El1JL '1lt1fl Ol;)\11111 E.ln1\ll Ufl 

7. EJ.:lfl.:1 El VL um1ri1n1JflUlil'1! a.:if;n ~ atl1:: tEJ'!l'UUlil::fl1111~Ufl.:1'11 El .:iftua::tl1::11'111'U 
11 "' ... • 

1 tt qtl ,-:::8 \I ft'11 il\I n1 ,-ti nft 1"il\I n 0\1 ~" 
1. "li"1E.1utl.:1Lu11111::'1Ja.:iftma ,f,:im.:itl'1um1L~u ti'1ufllil t11i1Bfl1UL11i11fll"ll'lu m1 .. ~ 

fi1 Lu um1L ~a wue.:191 au ti em111ti a .:imTll e.:itl1::1!'111'u l u 'ti e.:i Sue ti1.:iu fi-;i~.:i 
2. L ~a 1-i 'VI u 1 E.1m1tl nfl1e.:i'ti a.:iriuL fluRmuu ill i m1fim~n m1tl nfl1e.:i1::uu 

tl1::11'1itllt1E.1uritl1::11'11!'u 

"111Jd1f>lty110\ln1wn",.o"nn\I~" 
1. ria ll'l°'Lnflm1m::ti'um1iit:iui111'Y11.:im1L!ie.:1'1!e.:itl1::1!'11!'u , 
2. ri El LYl°'Lnflfl1111f1J~fl'!l'El1J'11El.:l~U1ti etl1::11'111'U • 
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• .r .., tt:i: .., d 

3. m,-n,.::';11EJB1U1';1111fl"llU'YIB\ICIUL'll11U.'ll\I 
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