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firdu riroal#aufilruriruovfi:rolC,iudu 6uirh?iriuoouuneril6onoficvrirhjl{rio

fitn::unr:rioqdurld dzo,rlqd,oo rirhirl:snn:inauil:r:ourfiwrdunr.rhJim6uuio
riu.

ci nunu rn-snr:rfiniou riorfi lqunlu {io hJ

tO. ilodudrut2al dR1?gllalqxnil (Factor of Timing, Sinration and Heahy)..,
ileiudrufiiinan:;muionr:6unrqrioufiurrolfnrioudo:urndrsrinrioufi oa

ct2lluflunr:riolrdu:rioriumtluin;afi ilriorfioruodrlrcdolnfou rrnfiitrioln
itof,t ttdlhinfoufiorrwn:snuiont:rR'uvrrrioufiueriuii ororiot?rfiaitopriodrunu

nurioqdoz rinnuradld
a

guo
I l. ihauxr{atount2 (The Fasrily)
a . jj J e o a =a-on{uqaaafirfroaiord'unrqilun launuuiwruriu r6olaunr:iuqrlnr:;rfiur

l{f;inlua: ounirrdutfiu rirfiuuua;riaunfiroulnnarcldiuurernarouafrlroiiq"
olntruf,awqnurioraouurdluirfin dnuusn:ounrnfiunniuriurlrh?trrluuunr:ir:li5n

aeaaq,u
imf,unqin::unr:uilnatora:orRirrsunnirviunruiirdudutodqf,n:iina:ounir
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z. ilodsnruuen ldrrri

t. inrut::l [a;iour::udou (Culture and Subculture)

- iour::rdr1.,r,fl ,d.dri',nunnq6n::,,nt:uilnn,o{qnaa tn:rciflur::I

rflud'rurioraao,,finusrsfiduuacn.,ufinrolau ttaciolut::linr:riaulilduurrrla{01n

[uuunurrirhlcjtruuunulurio{rauo rdu iaur::ulunr:ir:lf;in docnr:iunqnrindou

d9tilunu . r

- iou r : : un riudou uiotuut : : lrfi ulil: ; ln6 rfl u ri:undlt olinrut r : ln'u1 ru

rf,uiaur::,,r,olnrir,fifidnuor;rnnr;unncirltiuluffiiasnrilrrn;o{nruludlauturatuqi

fi fi nfludu{suurn rdu iorut : : unuiu inru t : :udruur
t

Z. futolfiiau (Social Classes)

rflunt:Snifirduqnanludroufiifinuo;ndronf,lfiu trn:;6uqrlrl:;dud', iodti'''rldlu

nr: uilrruiut or drnu 6o orin 1 rur : ruld trfi rirru'naorufi rilfn : cf,unr: f,nur

druuriwfi ldnlr.',rua;qaa'nfinuolsno{rlfl Ra

l. n{udx6s (Referencc GrouPs)

rfl un{udrdrllfi 6nilr neion,ufi n rfi u riru na' R 2'rusou n rruhitou uavri rfi ol

torqnnnlun{udrl6l n{udrl6luriqoontflu z ntlu 6o

r.r n{url1u4fi lftrri rfr'ouafin n:aunil
I a ' "' lfi ,ir'oudru.rru i'luisrin irucorriu ieuolrin:rtasqnna3.2 nEUrlnuQu lntl

nriudml tudlnu

n : lrl fi n rac n {u 5u 1 lu rilnu

n r : rili uu tfi o u : r a r n r : ri o I rfi u rrfi rh{rinri o I rfi o ri q rl rr q Crtn ni rl fiu I a u

l. {rirntufinriiu ( opinion [*aders)

rf, ucurintomriu{fi 6ru 10 llnun?rufiarfi utolmrinrfl ufi oouiutolnriu

rinouflu{fdourldoXalrnn{ralrinnu6ul rrutil{olatolq:6tI:ltt:utracrioltfior
r a ta

u1eln 2 urn! lflq no

c.t doqaern{rl::nouq:fit rfludorlacrnnr:I{uolrtta;'dlreilnr:truloll:lu:u

ruasuifnrirfi urirq {oqadlfiwrim: rlrlrjorlurfl rruro Inuirudoirrl

l.z dola r rnnrlurirnu rfl udolafi ldiu: cil dr{rlnna llnnriudrlEr {rirn{ldru

s. il e iunrl nr: njiuurfi uu: 1R 1 (Comparative Prices)

nr:*l!iuurfiuunR-mo*ranfisrqifiuuifniirfl uqiurir riofiu:rarilriouurlrfi :rarrc$aal
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q u ri rrl o r n fi n rior rirJ : ; n o u riu il t t'u n r ua: u 1 6 r rYr a u ua ; iru u r :: u fi n ci r r ri o u u rir d, r d:

rfirh?grlarriunnirrlrJtrnt6u :rnrnr:rioufiurtoril:;rilf,dunrurn;rlarumufirvhJ
da . I J t, . e u . ; jao i A
fifinan:ciluioqrJarri 6runnsirlriuurnfnrioufrurfriirirurnnr:6oqr 6rwarur:ohJld

y . j i I t. e 4 d
uacolrlR'rnlrno{ryru2ntnruluuarumrrhiuulurnfn fiecdrnnlohirinriolrfiu2rn-uyn{!--

uldlu: ;os6uu: n ruioinlufi uuluroufi osndur rrfi u:6n

o. ilrf,umrlra:u1fi o (Economic Factor)

ra : u I fi o riu rfl u il e f,u n ;n ;i ri ohirfi n n r : ri or rd u lr a c il r u o nn q a' n r t ! x o {
e . ; . al ,, ! . j . i i o t -AotfnrioIrfru:uinwm'lddru urnrinrioufiornriulnfirn'unrrurornrl:vrnrtfifin'uIrunrl

rar u g fi r d rriu rin ri s ufi u z n r fi rl u rln q n i'a o {lu du du du r d rfl u ii do r n r : t o r rfi o u

v1nil: arma nr: uaar oondrutq6n: : unr:ldriror;ldlrllur1n1 dru il o Sonrr

il:crrn:aranf (Pr.ogaphic Factor)
qoaa

z. ilriumu4nfllfrnt (Geographic Factor)

a . v , A . o . j io
ii n ai o n r : udn r o on,u o l rin ri oqfr o a rdu u nu oiuil u2nl6u vr l{u r t l n J r umfluo u

t.

g I : il ru u'o u 6o a un u fi ru riuriu rinfr o u r6u n x ri s ufi u:ui rror rrur rn Inufnii e c u ou

oluunnlflur2arulu "l ril:lvrio{fiufio{orfiorfrrflr,rrru12 fiud{uanriouurnn:rfiu{ru

fiurinrioufi urfi r6uvm{t rnil: slnauoulou rriu 6u lniiriu ilfirjilud rinrior,fi o'ru'uuld
A..ja.tl,

uin r : ur d rri oufr o:lu du niu Eu 6nr: dr (Shopping Centne) raiour ri.r inru r : : u

s. il o fiudru dlauuru inr u t : : lt (Socio€ultural Factor)
J.

4 u I ae a d a A s a a
ilt 0unluuuu2luHan:!ru!1nn0R1:llnn{oonxo{ilqnntruuRno$ilu2 ltr:'tJ

rinriorrfiurqniloflunrrCrudrauuasiaut::rraiornouulRooR uo;dromoRoonurrflu

rfttune'tornriunururirriu rirrunn'unciaut::utorrlorotulnrloro'ururrwrfludrrirrun
-.-.-ioy6ririJa.tduoullnsnluou lunl:munll nlt.uodunl nl:lnuil1{ilo{lilu2io{aunQUuul .u{uflnno

n r: rJiurft rninfisrqin r:rio$fi ur rc o{lu ::dulaun;1iluuu1n

g. ilriunrlnr:diol (Potitical Factor)
qeaCqnArt;e.
il e 0 uil 1 | R 1 r luort lu u lJ i 0 ur nt 3 nun o qn n 1l| n : : rl n 1 : n o { llto2 la urs il'r! R o

e . j I Ay , i i, a t A ) o a e .
unnoillru2 n2urrqilunfl o{rlru2 lnoxlnlnunl{no{l1ru26?ulilqfl aronno nlrilnfl ou

rrtiou1l dori, rinrioufiurtiou1rifiuufit;16unrrlrJluurrirriaufiurfirfinilEnrnrr
---.-4--.^:-. -r-^..---3-. ---ie---- -=.i-r^- i- -i -o--&-r,-..-- .i-t-r,-r-riiiiiiii itiij ijIi,iiifiOdtTOAilUdOlUilnO{lll0'ltl6l2ut1UU1n Ontl{Oluf,ldudO'lullalmq

r1rrfll6ru'rniad firinunlruqru'uur6untrlilr0uuru uifirfinitqillilr{d1unr:ru'oro{

flnoRr2al rirl#hirfinnaruilaonfru fl21u6lsn2nlunr:riunxhJrioufiuriliolilua2{qE
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Crurrqnafidrrinrioqfiorlrin:rudrtvrfinilo;u,dr,rtul" ua;firuqnr:olrioiuranttrt,oit

trrilrraalncinaonrear rfirlfirjiursrrinriorrfiurfir6umrlrdrhJlu6arrroafi{1u2u
lr I
tuxlnun

ge

lo. ljo0u?t1{dolrnru (Media Factor)

daoinurnr:dunfi rlnaluunlanrfiinri itt iudruf; ouratur{rrriunurnua:

ri.trran:;muionr:dnfiulolunr:rduuurio.trfiurtorrinrioufiurotil{tl1n hidrosrf,u

n',, du e',, fiu n r r 6rd nn : o u'n d n'o 6u rn o frri n r io do n r rrfi u u,ru, d, 1 il t ilodt u

ducrr r.urudlul: odgrlrairuacfi ro ronr: riolrdualdrft nrm: stm; dol

t t. ilrf,ontlrnnlulai (Technology Factor)

s - 
'- 

O I d lL . q e i a a J a a o J. , j
u c rolr r{lvrn Iu I nt lduri il o ilo1u nr: ninfr udrrion nn Ru.iln1rt n1: il o{unu?

a .Y a f . e r j -Y-- -!-- --^t^-l a
r 2lto{n1: lu n1:u: n1rn1ua21ud3n ?n dulunouR?to,rrrnurcru rdu rnnlu Iaourl

nrrdual, lduri :cuunr:dr:alfiriluuraiolfiu nr:oonfn:Inurrr:Jotdluntrfiuixl

drli: ;uunoun'atn of fi 6undr cRs
ia

d{Hao{R2'tu6l1d:;uunounatnoi frt5unircRs (Computer Resewation System) duaOlnz'

drnanfl u'ro : rn6r rinrioufi srdoufi n:ruriultuaEuaRrdmluriunwor{1#uinr:dro

.u{

4U
t 2. il o {unrl n1t RltulRU (Communication Factor)

n1r Ruu'rfl uru drriudrriluil t f,ud drfiqfi ri ueir fi rn r: ri u.,dr.r.n tlrr rntrn
t s a , j Al 6 t t I , i !n'l:filrulfiulud{ua2 ne nltmo{lmu?nno{tnunl{ lu:3u! lnnil{n1iloulto3R1{llnu

o c n: s fi r ldd?un ?'r u u 1 n ii ru rn t r n n r : frru u rn x dru n r r fl u u 1 R u tu drt o r :i il rfi rhl
n r : r6u u x rfl u tJ ldo d l { dr R ?n : rn d r ri r l#i roq n u a ; J n sa fiu 6u ri *r a ri rfu?n in o rn :

,.iAovrorjt
nr:riolrfru:friinrcdnnrsoruo{lufror6ufiilrrlna iil:clrnrr{rtJrfiourir'uulniu ual

.asi
RUd2Urlnu lonldilr!nr;rirld
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2.2 rru26crasilquA iiriurdorfrunr:u?nrr

lunr:fnuroiodldr.r: zuuurin uarnqufi drd

adva
uu2AnrEl0uRltutolr

a tuZa2luiluloio{oltutolt r elu

ir:r il:ra6u: (2539) clrJdrnr:uinr: uuuo'l nr:n:cfrrfirfieerninhdrfluu

tJ#runluil: r: ou rd dronr dordoga rfi ouri,uiuu,rrfi ,ilh1rln6 h?n:rurfl u r : ruuas

rdroR'rR drnrrhlnr:uinr: t;irir{iu,,a;flril nrirr6s thrfl u nr:uinr:fi 6 ru'0fi

fliuinr:tluda fiiuuinr:c;rian:rurJ:criulrnfarfiarinun6fifiionr:uinr:6rnrir:

curfio:n' firu::rr (zsy drrdllu il:cnta 6umuilarti,zsrc: zs) ldnriradr

nr:uinr: uurudr iidrfindurrniiorurnr:torr:fiunroh?andrldiufiudruacuinr:ddr
A<aalt

rda Inofiu{ruuas:ruulru nroluowin:rirflrwruuac;huariuoqunr:uufiflrur:ocirr
adaruJt-{d.ujr

R?lrr du n duluauu dlodullu t : r n :rr riu fi ililur uml{: ! lt 2'ltnu ilR {R?'ut rdrJi uu' rorl{ riufin'o nltnouduornrrudornr:torEndrdrunr:h?e.rfifirJ:rfinf;na firir nio
c 116 t A! o
lrlduflliln.llaf,

n:ougd 1cr.*oor t ggo dNdrlu orun i'rdu: : rl, zsa+) ldh?n2truulouolnl,

uinr: uurodr fitn::uuduiorort fi rn::ufifidnuwfi hiorriuforld drleudr}Jld
c 4 I aAc E taq. u J . ) e
drriludowlnn:difirfinfiu rmnr:rlfifruriuf,:cildNqnfirdunrin{luuinlrua;gnfirriunrr

uin r: fiudruf otrndrriuqndrriu:; uutorn r: hln rruin r: fi ldin lldodzol#doua aro

ilqurtorEndr

n ri r r In o e 1I n r : ui n r : rf, u n- c n r : u d l ri o r. iu do r ldrfi u rl q' iir riu f, : ; u d r r {
1fiuinr:ua;{iuuinrl6nrrnenhdrfluuhldzuil:r:our6 deurufior#oqu duulr: 6n

crn6nhfiirirlolu"i ri.rdh?n:ruacnanlf,ut::x lcruoRrn Inunrruinlr,io"urauoo

n:ruColnr:torqndr riohlqnfirldiufiudrddfi qaunrn'r:rinr:fi6fi qn rrnfi u{lu rng

:luutlunruluo$in:#{eorflro fiarur:oafirnlrufiu'nfluuua;fiaruriuriuf,:;udrrfiu
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(rr51qemdasul) p1p1ngu0lltlstoBup'€

(,qnnFusrur ) nF[]opn!g]g'z
osluJ,)culrll clulonh-urP ssrr,' r

nlunut:gftnt runp
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nrirrlnuelil nr:uinr:urradr uuriofi en: :ufi rirrn'o{6uuarriohirfianrru

f,uroh,iuu, uo"oualrdo{n1txo{{naa6u Inufi nulusrrinr: tcnou auoruio

hiuinr: il: c fl ruaerurlEn:n r rari r aeruf; oroh uavluninouauouui{1#uinr:

2.3 tru2fierft,af,unu rufiuolo
alrun'rnolruioRlunolc(S*isfaction)rf, u an12ril1{oltuoi arrufdnilrlor:lef

to{qann firfintiu,utoldiuludqddsrnr:nrrRlruRrnui.r ldfiflrTaaurrrulluoruriru
-!R{U

aofin(coqnoi c,t947 dmdllu orun findu::o{, 2544) ldh?nerunrrutorarruf,r

nololidrnmufi.rnolo u lrodl nnrtnlrdornr: iu 1 ii ldiunr:noufl u 0l

uofc(uooe ,1958 dxo'rlu qnqud n:riueuu , 2s43) oiuroir nlufflrrolr
a o ir - € J: a Ja 9uuruor rrnraci-nfril:raornnrrurn:'ua ri'lfrrtr:'rsr::utrntolrqudiinrrudornr: th

n zrudo rnr:du ldiunr:nounuoitn:rrrniuauac n rrrl ldf; rnolofi oy,fi ndu

tonraofernu (wallerstien, l97l)ldlt{narururutoln:ruf;lrolodr uurudl
ta Ao t i rys o c .

nmufdnfi rfi afiurfi o ldiunn rlti on uR ?rur!{?ru lur o{rlan n

n'u fllrq (zszg drldrlu qnquoi n:liucq:u, 2s43llde1rJntuiluluto{fl?tu

fiwr o h lu n r : rl fr rin' uu 6 o n mu {dnt o u 8u 6 16 u l o rn i o rcn n6fi 6t o r q n a nd i d uo ru ii
ilAfA nrruf,rnolrrfiarrnntrldiunr:nouauola?ludomr:Cruinqua;inh

rlfla?lururoaaufrrrohunru 1 a21!iluru nlrllddrnlrf,rnohrilu
Y1 a - dr., -d . a :l r

nrrutf,nnisronRfitorqnno fifiiofrrirr 1 uos0suda{oontl'm1{ilqnnr:r ruoldiulu

fi rfi dornrra1ra11uR reu irriorf, uanrnneruifnfi 6torqnaafi fi isnr:lduinrrfi
amfl?{
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a luf, rn a'leden r rlrtui Rl t lnr e I o r rdoqiro r

rininnrrldodrziimrruf, lrrolodaorrlfiuinrrllft fi

ufi:::sr dulvro (2s33 dxo'rlu gnquoi n:lf,uarzu ,2s43) ldnrirrdmruf;l

n ol r r dr r r n rJ : c nlu li:-u uin r : lu dr u i r r r 6r i o l rJ d a ? ru d! n 2 n ti ld;u uin r : dr

rdruririiflr?uinr:qornrntoruinr:fildiu :;wnarlunr:ilru'un'rlra;doxafildiurrn

nlrnlruunl:

iaanr aloilrn (2533 dxdllu nroru#a Inn:qriul, 2s43) ldnrirrd.rnrru
a a . ia . auuroatruf,irrslrtortl:;nruftiiionr:uinr:6rrrtrorvrroclrllddr :;6unrrufllnole

t Aa l' trs a a e J
touJ:;tuufi iirionr: ldiuuinr:ludnuor;drr r ft fi

t. nr: h?uinr: otirqrirrfi ordu

z. nr:l#uinr:otirr:rnrirriuraar

3. nr:uinr:orirdoriior

a. nr: uinrr odrrfirrurir
a c . a, a a ' J

Rarufilnohi onr: hiuinr:Ra: rcfr r1:or r r 1nfr rdml iolrJfi (n: o.urda Inn:4

rlu, zsls)

r. nr:lfiuinrrotirlarillf,uoRta (Equity service) a'o nt:uinr:fi fi nluqn't::u
rduoRlfluavrausur?r

z. nr : uinr: : zatiai onar (Timely Service) a'o nr:hiuinr: n rudnuownarui ufl u

iuiru
3. nr:1#uinr:odrqfiolto(Ampte service) a'oaeruf,urotoludruaorufi

rJiuromruqnR'nr hlfiarrrnigfirrrr?rlilrfoo1

nrrrioufi ururiril: cmalno (2545) ldnciradrnerudornrriul',ufi noucuori s
aas

nerufiuohtouinrioufi uz to il:;nr:lunr: f,nnr: rioufi ouuulurufi rizuiruluuiac
tda

iltsmuRo
6;t. riioru oufi aurolu:'tn1drlfi Qrrufla

z. fiouirun;drufia;orn

o . aa
{RAln' 2fiqqilffiilnN1

e. n r : hluin r r odr I i orfi o I (C,ontinuous Service)

s. nr:hiuinlr dfi o.lrdrrrrit (enogressive service) a'o Rr:riaru r luuinudru
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3. orur:iuriruirq u'irl1l:aodrl6
aeJ-;

4. il?riflulta3trrllfinl0{tuullllfl2u{'lll
.FJuYj

5. rJ:v2nmdnfl la;20lutt:ul,o{tlo{ou

o. fion::lnurioufiu:luiufiruuil 01fi r6uih nnilar ir?r flunr ifin:uu

z. ft udrrhtjuncftuiuilrud'u#rtorfi :sf,n

8. n2ruriurfil orn' nuni nr:rduir nr:a;rduiuriru uasnlturrndrrl

9. R?luiloonrftruolfndoqfi or
4-:rt

lo.n?lurfl uin: ua;:ouuut,o{tlo1fiiu

a 1 rJ ldd r n rr uf, rn o1 r m n n r : tluin r : du o{riu a'n u or c n r : 1 fiuin r : d n o u f, u o {

n2udo{n1:torEndruarrlnnaorcldiunaruflrnslclunr:uinr:unniNfiuldur?dnusrc

n r : htui n r : ru r' ou fiu dufl u n rlu {dn fi uan l o o nrl 1 rfi n du,iio lCiul u d r ii do r nr : n ru

n:ruarnrirororilduuurJarldlnuduflurcucr:arrioanrnu:ndou Inudfldu;nrrlriid

rfluil:cluuiirflurinriuorfior lunr:lrJrfiurfiilrJuuuduriaiautr:ulutuuvr dro;rin

o3inl'ouriluqnaa1ufi ruto{f rruufi inuinr:ludnusrcdrn.ira

2.4 uu?Aaracnquikf?ulr cum r { nr rf, ale f,unr:rio.r,do, (g p'.)

n1:n nmnr:risufi urrfl unr: fnurn:rrdornr:torrinrioudur(qrla.rri) uasnr: f,n

ordil:s noufi drriqrorqn dlilnr : !nr:riolrfi uz tqrJvrru) hiaonndorfruqrJrnd Inui

druaaumr{nl:nalalilurafoliiolunt:rioulur

tiruerauuun'r:nnln (Marketing Mix) uurodlihiunrrnlrrul"fi arurnnruquld

uncdorlfiJ:cnoufiurCoauo{tn2ludornr:tornrirrf,Tnuro uacrflunagnfiignrirrrlllu

n1rf, f1{n?rudrrirludrunr:rioqfi ur il:;nsudro(gp'r) ldufi

pRoDUcr (n6nfiordl il:cnoudru nr:drrcuo (Presenation) uinr: (Service

Elenrcot) uavn:rf,udruio6rto (Brandind lduri uinr:frriiur :ronr:rioufiur l:qr:u dr
A a s i. j

lRro{ilu ro lnoflu lrn3flo1uilno{tmu2

pRrcn (nm) rl:: noudru inqrJ:v awi ii nr: #r: rn r uluuruua;nngnf,rilrun

:rnr ldrri :rRrtou6nrisrr(un;uinr: druinr:rirrfim ririr,niorfiu irdrin rirdrru
Aar(t

froluill{ t on1:udn{n1{61 ruunu
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pLAcE (aoufi) ruruo{ dourrnr:in{ruilru uacnrrnrurrsfiuCfr lfttri uifn
rialrfiur (Travet Agent) ua;drunu6rurirutoql:lurr nllrf,n{ aotufirioltfioa6uf rflu

Cu

PRoMOTIox (orrrfltqiuor:nara) il:Jnoudeonr:IEsflr (Advertising) n1,

rj:ctrduriufiracnr:h?drr (Public Relations and Publicitv) rmcnr:ci.ldiunltxlu (Sates

Promotion) ldurinr:inn{lrfiutin:ntlnt:dr (Consortium) fllran:tnr nr:1firiouf,r:; nr:

ruouuinr:uior ortiq riludu

flr fl nt r e 1: dfl ail n onrn of (phitip Kotter) ldriuile i'urirunaln rrnr : n n ra6n
taea

2 ilt3nltn{u

PoLITIcs lnognduotuluuroflnrrdler) Inuoiurudr mqnr:oirioaorunr:of
- -a- -i .-{= e--^ --q^ -.-i- -.- --6.- 1 q I a a , ;1

il'l{n1:nroitmrnnt u!flaoul{r,{ noq:neilronlrnluflu6r llacujnt:riluotixol

puBl,tc optNtoN (rlrvrur6) InuoGurudr qrdrronrudrunr:rioo,dur,ra,

nrinr rulu: r r rulu q: 6rn r: ri o ufi ur dr o v fi n r : uir r : f,nnr: n o{llu lnun u v n: r un u
ln: n ri drfi rr: slu n r: rfl un: :un r: fi urif,auav do r f,ahii : ;uu druiun: rt aoun?lu

IrJi rlalunr: uir r: n o.rqu fi dnrou : ardrduair nr: afi rindru'n lu nr: rrr'rlrranin

(Productivity) tolqaarn:luqncrrn:runr:rior,fiur ilrfu rinnr:nornrinl{nr:6oudrio

rar:wfafilrJ:llrua^h?rf,uu:lnnduionr:oorinqruruirll firfiuriolfiunr:uundndorqi

t o l {n f, n rl : ; n r a'i ldi n a i o n'r r o o n fl A r u ro,ri r du ui fir fi n a i o n 1 r d 31 { o r : u siua s
-oiarlorr,arirnraa-fi iieaianr:itadudruacuinr:tol{uilna6nduu

a ry tfr j a a j o irddlrrt2t nius & 16rn-urduuu 2f, n lnu2fiun r:no'la llrilunqufi ln rirfi urfiuri:u nru

nr:nnrn156n r ilof,u drd

pEopLE (rliornr) Iaooiu ru j rlu 6oqaa o,fi u,f o.rt o l{dr (sAe person) f non : I
bi d r wrfl u {firrir {drrl 6n {drn: r {rau ouon,o du al rr.nru rfl uqnn nfi in ludrriq
odrlOlrsdouflu{iqorarriEddunroil:cnr:lunr:uouiodoar:fiuqndr luilclriuqaaa
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6uf, u {fi unu rmlu n r: riuciunr:t rolu trrluuui'n1,i',u #r dor2aru durlona,,ar du
a Ao q99 . "

rsnlsnc nil1 rilEUilnaaule6ofr udtunsuinr:tolnu lunt:f rnrrnalnUaRnwrilu{

l'r{umun1:namod1{rRtu2{t: rdorirh?fiudruacuinr:ldrdrftnriurflrrruhfldurnfiqn

rlanafirfiurdorfiunr:tru lduri{uimr: qaarn:Inxdu {rirraualunr:fuusn rf,rrr?rii

il:clrfruriuf, minnut uuarilfn{runam wdorfl u {ldiualr l{rmloun{uilnnrfl u
rlA.jrreaAaa
{[finrru,irurqriurtra; narlnrio'ruRd? n:rti'unrvlflirunsR2IliiiorfioI iIocfir1f

a,"
nl, nalnr: anr: r rufr udrmcuinr:fiuil:raunarudrdr

PERTOD TIMING (rirqto rnioililtctaa r) rirr iurirl r: a rrio f,iil 2s 12 a 1 (period

Timine) rfluihiodrriqluCrunr:nnrnduriu nr:ndnfiufirnionr:lfiuinr:1at finrudo.r

riludtrzarfi rfl unarudornuto{{uilnn rdu dxnortornr:fl annr {nluqgnlarisnrru
A.a9aaaveee
uur nl:nlilun:mldufllltotu:nl:n1xqtnlo?t'oa?1!uuu n21!r{uqnriueriu ilrl2;raar

Jd.aa)tllaiR2lr,rlfl2lul:?tro{nltuustrriorrrdudf nr:druua$fl uRr:Itlugrr uosRl:

il:;mdurfuf,fiudruacuinu at'unrirdd:uuifinaionr:nalnuaunlr,uruf,udruasuinr:
J'9A

1r{f,u

PsYcHoL(rcY (ilof,odruininor) nonlaofunrotfxdnro{ (Kotter and

Armstrong) ldriruu:6nnr.rdruc'ninururil:;gndldlunrrnlrnam Inudndouu?n21u6n

fidrnqfin::utrrfiaduldrsiiarrmqriofilrfr (Stimulus) urrithlrfinnr:n:;fir1a1 filrfi
rrrirrfufirfluu:rgrhh?uanrrqn'n:ruirq ooour,io"ou6ruo{ (Respond) iodufrriu

. o a c j-a-t- ^---i-- !- t .j u. . - dan:lu2unlrnRdu lrnodunluasu:n1:R'r{1 rro{rlanaiuogdudrfrruuRuuunr:drru-ui:-a
Aa.l.-d-.fiiinaiolrJuuunr:irtfiuiintoulaaa duil:;noudro 6rn::r nlruilulr omrrou/hi

tou ?if,uni nr:uilnR R2lunlnrilua;Rarufdn durflunlrduo{ra2rrdomrrriuCrl'r,

towquriuiaEnufiiiarrudomr:fiunniHriu otiml:iinru R?udo{n1:tizuqnna,fludod

fnnr:narnldhinrtraultrfluf,rau ur:rsrilunzrrdornr:drgoq. rf,uatudolnr:fi
u::qdudnnrriodonurflulr{ titunr:uca{tilm2ruilolrrConurol dqrfluo',rirdmar;,-?i
, 4 jyl o a c e . t ) 'nod{tllfl ouaRiltonr Jyn n?ool{ Ra'ruRo{nr:1udufi lduri a:runfi loluqu ra.r n rrri f ,''{ tr - - ----a--

luf,in R?1!flunf,uru aaruii6fl ,s uasR2'ruiouRoro lfl udrra

.l\qr.l .

Qt0,cttl
f, ?-syq
Bt r of,.Flnn '

iud...:?!r.fl:..ffi3=
snr, ila'i cu..9:1.1.Ll.1.......3:.L

\



22

z.s {oqarfioafrulurumrstnic o.uunrli

uiunlirtlteqnrvmle

,n rc rni n rfl urn'rr r u rnln qj o{n a rr,,ri rir,$rn : v urluttn d rrnoil r ntnin f,lr in

uunqE ,finriurlnnr:rlnnoolf,nrirrirr$rn:surnxrirufirflu,rnaldulilnrunluldltol

r,ririldrrr:rur luicafucudet:;r$to{rirfirua:;ur'ilnllaio$u1lu n.a. zz6l tiunaasl
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iiee--4-.t-l-- daa4aAa4.--r-
xo{fl'tgtiT{rvna-lf,lilnalulilullurir rnrcrnina{lrf,n1illiluln1J tltolnuttun2l lnl&f,lo1

qu

4a{c
lnlcrnrautluluunlua uriutnnr:ilnn:olrilu z n {riru il: ;nn:rJ:cnoudru I

. a . i t ----- --1.- il a t r-.c
n qu fi'o n12 tytulrod1ou oE nl ?1il0 un crl?rl f, au lusu ii fi fl l lxniqurdluiariunl wS

orlrul tYunnldrrnindror:rrirr 1 uutnrcdrulnqic;rf,uftai;lucriuotltul riiuin

Iu:rufiarouuunnirmrniafio{uinorlndrfiorfiu rriu iarlrriu0nr?1d infltalqa ialri

dau ururfluurcirfinrJn::rrior6ufidrrigfinart{dlu:tildlrn12lilunasflaxoqrflur,:nn

fiprruqfilo

, !* i- n Aao . , a aa s le- A- E-
1uluuillfi riluluruft iirrnrndrnufrd iinrrurJoonfiuluiSnua;nindfiu rfiouilu

n r: l{iinfi ri ou.iru 6r rfi rlfan r r;ra: u1 fi rx o{Irnu rfl u dnu surr orfi ul i o ritfi rfl u
o Js a .v € .e. ' t

lonnnuuilorulu'rcrRAailicrut::uto{tl?uoq 6o nr:rirmisrilufiurnr riruorinnra
I a rtria aa I a ) J

nl:munliu ufla lufiii:emnd udnandnlririoudm:wilqrrrirrizuluqqrirnarn cu6old

jrnuminrfluiuunuronfinusfirorf,iriauunqi #rlrdnuustoruoftdnusfntlt:turl6
oJe

rrnrlonanuollllil20lu D, : l,

nrriran;r{rl:roolr!o{mriuiaqiisrlilrutorrmie

drniuowirhJnouto{uradlriolrfiu?lurumlsmin rirnr:6lnur g rh;durdn 6o
i a . , a i ; ei o -- 1- | d a
fil6l6n1e nr:rirfi.rf,ufi uacdr6ru?0R?rudsn2n Hanl:iinurnurl 1Uxuxo{nrJ:Enou

nrurfr r rj:cdu

d-, u fi.ra'rqnle luturnurniaiarruunlnualufi rfl utl dltfi ortolnrulf, un:lns
! Aa t t ' r 3- ---!^-^-- .,,.^-:-

:':i ::..f i i-:'ii,i: E a t o r 6a l cfi lantdut o llu lu nrilfi 6o raio lil u6urn iR ar or : rui u f fi fi



23

fiarlvluariuogruttuln{21uorrr:lvru il:;rtdtrruoq uavfidrdEdqn Roo R:rurilufin:

lln:'Suudludrladouiu{urrfioud:uazrtrfi ultriulc
J ya d a * ! . j c ,t6tunr:r'[ro{lutu lf-tElr.t:nugllillUIlRlJ Unilo!lYt.u_lfl1lt1t0tnun1{ltl1Ix!u

rnurniolnonrrl{rdurror'tori', tiutrnr6unrrlnucr::oil:E{rmrcilio:ouueiriaufrrqrn

uir:srfiruonrjrnrninhjdrrirrioinorlr,rfiurforir6oinnnrgnin {rurfo{rrrhn'hjrnrc
d !- 

^- 
a ! - . { . g, I . a

rnin u onorniift iiriourorruinrlruuru urrdr z rir 6o ririnriouavritqtrfi uta
rrd.nlud{olu2uR2l!flsa?nno{Iuru {f,nurldurirnr:iilnurrfl rduirl',, rriu h'lfh

JJ

,irrj:ujr #ordrartr:orv In:f,nri tj:udti tilatrti t* nluilaonfro nanr:ilnur nu'ir

prufiiloiuCrll",uliiiittgorrufiorruoiunr:riortdoeld d'ruilrf,qrfy-rJo.l-d,rti flolllii

{nU_r_, _Tuleprufifiti! I t!t(.-R-'o arurniR4nt firflunr:rinu:uuuulaurantl rrluuo
e c e ' ,fiurdr l0o-200 nu.1uuqi-a;n-i-o rflruorufir{nuuu6rrr:rrtn'hifidr,o{tu0lu2uunltoitr tfllnorfl_r_it luurlolu'

ri-ru aun err daa'lrdru fiu o ru r: lou t rut orfi : ; f,n nudr fi { ru.u,f, uonu k u{ui .a,i,
ouululutrd t,,u, z dudrdru hn qirilu orr lr to{!1?uot[uaunf or{udu,nr dufl u

uJC
lon n n g ut, o{lr gu lfilstflrn

f,odnrru

fi a rJ n : : r rfl u u u fi u q u dI dn : : a lx du,f I o ri 1 u n o n fl r 1 x {f, n u' n 6n t o r n u 1 u ui a c

qoario hioonurrfl u lilf u lrl ln g il uru adn .r a.r 169 grfiufi uraa dolci m 1 hi dre; rfl u

t-uur::rrfiuuil:vrndifiin::unrrf,1du'r nnmqfirl:crna niilurn: riorrqnr:siirr t fi
,a"duriluuurfrrcuo dor,aolr,rrirdtsa;fiouaarufin dru'uuuncnrrrdunu,nulugariu

cru?rln: rrrfidlfrqlurnrcrnin lft rri

l. m;r1nr1lnr;uunqfi uri rilun:;qnt grlil : ; iriru iauunqirl:;6u1 ruo{dr1t

ir r: drun'dC or inrj: riu8nrararn rvmia

2. uu{uiuJrvn*u {url:;E {uu riri m n : ; q I u eo iarJ r riu0n r.la fi , r r, : urrdrr o

n:rluroiqnaqaaiad rfl uurinordror', u',ruruf,nrhnsiunnnauf,ail; lno un;

tril$ualon nruriiouarolnurriourfirJ:cirluil:currtdrron:urlunrtirin:u

lfluf,niln::uluarioicnrafi s rriuiun:cirnr:iroronoriqRnlu firuuiln:rnau

rfl utrrln:vrdur riru{uil:vqfi iu'r:r: vrlnrlaurarf rfl urJuiiulilnonrlnnru
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1. tnnrturlrrfiiinrlrris0Rr2lc 6rrnoilrnrnin n:;qIuao nrulufirtuuin:n::lrlr
e e - 

j 
-ol c J 'flri{ drtur nn1afi s fln: cfndnriorr$ril:;ir 1uaru fi arulrurfl uR1ilil:;{nt

rl:; i6uo;qa{Rin:il:;irr:n: ;rlmt laurariinnr :to{fi ntnru rilunrntaf ol: rt
a Jt Y
ddttn:uillxlaooulna'l

lorilf,uortu

dolilnunr: rrfl u f, rrioafi rfi uquriaixrrr :riduInol{arrtfnrlfiarJv rtarn?1uf

m1{fliflu'ninrdolilnun::u 61611111:ou6rR{oonl#rfiunrru{lx un!il:elucfl#aouriuf,n

do 1ilaunr : rlurnrE rnin lduri u: r q Iuao inrJ:riu0nrrrc tfl u n: ; qlucolueriu

inulnfiunfnouCufiturnluojuarlln:rtvlritiouftiuriiouariuoqnr', 6nrilfiiilluuu
; a q I ri -e- !r---r ---=j- -- -!-,t- - ^^ --^-.n^-l-.--.::^.-- .y-..t..
fl H6tuerdlu nounaurolfl arJclnofiufrarJsmodu 1 rdu iu uoq uavfi nilcn; iunn rf ulu

rl : cf,udaudaonut o16 u fi i f, f,u d?0{'tu {urJ : ;quuu ln uui o6u in: n: : ln trlil : ; q

urireirlriluRltl2ltulauuulilo rfiuanrdruuiu riarfl unrtzr:urarlil

,unolndfiunuin r:fi iflnu orsnrr ao rilnun::uuuurhuafiut : ; glu aorfl aorilnun

::ucrTuinulnfiunfnoudu ldrrri ir t:iarart lvtol

aa A- r ea ae 4 aJ - !
ndduoq ninil:rluUnr21fluanuurnlulenon:{:v!urmuttnuil:u[]qlrlln1

riouroqtzrr ritunn'toruoqriuefiunr:rlqnrhudoufio{orfiu drurrqnaraluiltsnt: lu

n2rurJrsilqfirJirfri r,o{fiaroqfinulvruqudr{dnrf,utaulrJ dnuuctoldouuoq;trrl

durfou,rernil:cmduncRzruinqninmarurr,trrrlrddornnrcrfiud'rerndnuorsnr:rlqn

rlru6outo{nl2uoEnruiufuuririrrdln:cur thuuoqrvilEntzruuirirrl'unrirrirutlnrl

fiarriioriulnnwrlfimrfornjoazru6Isn2n1unrr,au'ounnoonmnriourtt'tsx't2uoq6o

rflurl:;urddrdrinunrunrulurhullalf lrtoonuonfirudorf mnoonnufiflruu'olrluo

duflufiaiio{n:druriurTruou riruurnuoq;tcfu;t:u;nmfisld6notitudlnr:rlqnrirud

o{orf,otorrog,Coao.rdrdlil#qnu nru InowrlEnfirrq.,n"Crfi tJnnfirriluoouag

qnrtnmru'rldr{unamdrrlirrioqnuarurfi unr:fi nfiulriltil{d,lniritud

n',rdnr.roqiltrnfirutlu,ririrdrnaordud aulnurfi urfl unr: n:;rirfi trrl dnrS

danr modorfl utf owuTurtra dordoudl'rl oqt?'t{t-
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tinon::u

mumia ldf o"ir rfl uprurilo,oioofrriu,an{uriaurudodn,iluii{i'nundo*trhJ
,i*o*,rrurcuriil:clumil{aau iluyr1u alq:oidruqunr{ udritrfu ,oiol$r6ur41lnlr

rnin fi 2 il:srnu odrlu:n 6o rnioll# rriu Itil tirr n:n n:;{n 6nil:;rnrr iio

rniosiu6urflril:cmn<rrulrufiGondr nroiin: firilun:lltiurarrr?orirdl,tiun2'lx{1u

tor1ilm:ura;nr:adnarRnlu rnior$urJ:&mnfl1u{rluioltilaruiin:d eiruluqidrsw

lilrfir,fiotru uirfirrCo *Crnfliio- lsrirlrjorruin rioroullhiEnilalu d*rdnriorqi

rniariun-urnrfidld

Ith fiItiiluqi ltirnnm ltirafinfi r ii z d r rudrfi o rfluforiunltirfifiturnluqi

rdn lddrdufiulrj

drl rcrl:cnsudro tirrmfiu iturnln{qn liar:rinrJ:clotf dxlu t tirllu z

timlu a kituraacur durrlr lll{floudrldrtorfotirr uildrj:clutrf6u r ldniufiu tiu

urruiodrsfiu{lrrirurourirlil:oltr{fiu{rrtfiofiulrilt?r,ad, drtirrdocirl 1 trrlix

il: ?anr {utfi oudurfi ulttcitu rnttacn r: ri rhll#rj:; Ionfirnnsiufiu

nr;rln fi n:;rlncrlnrf on: vrln6u 61uion: ;rlnrfl u fi fi u nruio rn : rv qndrrreia;

nriurirlll{rJ:;Iuvriimfiu drqndrnrrrirriio.ttluilstadrlil:d{R:1u d{lltdln: tc'iiolil

tiurn1rduqfln ci:uqn#rnruiioulrpr arllan driorinfirGluuer;iolrJldrirl{drdo

ilioacrarR'u$u6g n:;rlnrrInd,6n .1 rnrvrninariuriouroutorlrrirnaolrriuriu n:vrln

,ir",u lfl drirnradrJ rirn raitn",rdu n : ; rln r rl lfl drJutfiu il u1n) n: ulnduti ru

R:n flrflrnl,#n uonnrldnuo:trrlu:uf,u 2 uuu 6lo n:nt::unrfiun:n6uiu n:ntttun'l

rsfi dnusr;n, {lo2fioR ri:ua: n6uiNccfi drul runirldnuoctuiioufiu#u

Itiqnrlcrirorsiinr ,oiordrrltsrRild2u{rrfiuarulrln:l taroil:;muarortdatti

drqcafi r c: :ri uifi trrln:rfi riluuuuuHur f,n r 6o ltiln: lql ltiln:llna ltiln: utilu

Ithn:rIrn
A .i . c - a - -t- --e- -4- ^f- -:-auuoEnofl r,ilulognlnrcrn:niiortnrirraEoriludurnrludiouaqurriou rdold

r{rurlurj:;rnalnorfiuR'urufiuruirrottnutnintrursauriunr:rfimioliuaurrl 6qldrlr
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tflio{ilunulfl1d{lnunrflulr'r lnrtunuilTr'llnto{llunutHlognil{uluxrJn 7 og:sx2'l{

inrJ:riu8nr2ldunEin}idou nuuoq6unurjrirud'irnlu orriru' urJadrrnioriu

rniol$u6ulfl 1rJt;mildruurriruln ajdrduu'ldrirrfionr:dr uirirdauloinuac

r7nosrirl#nudnurnr:nriu6o6riarrra:unurflufr-rau $,drrnrlr#.r1uiolfildnauufi

nu{

nr:rirnunliluuutorrYrarfi ldrrnnrnirraiorfrudumr lduri nr:uaRrn21ulf, 1:rr

{o4Ia a2rrldlfoixoraulux{firuua;aluriodorfi urfiunr:r,horf,nrnioliuiumr

as2ulo:c{nr

aaurninrlnt o{uurnurnia d.to{li ssn n$z iruarnr:rnin drmorJrnrnin rilu
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corufr riorfiurfi'oiouudoult Snou:url:cluduur aorufif,nurinut::uua;qu'ilqgr
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