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•
"'" I A" CV A Q; I III ~ .,.. "a" A I"', I ..J ....

U'Sfl111111i11l11l:11 011U':: LlJU\Il1UIl\ll11fU 'l::lJ~ I UUnU'II'lll'11U\I';IlWnJU'Hn'! flill1flll WU1U~lUlllJ
• v

,,~v. . " 4 t.... I' t.", I

\lUl,,'lW!J'!n1'il111il'l"l1I:: 1I1lJl'l"{)i'lUIl~~IlU~llfl1llJlIlll~nl'l" W'l"a 'l/Il L'W n'iil-ll~I1N1J'H<'ll1'llU '\«)\I'll'lJ

I" t. '" ", I ..I '" ....
llUl~1'l" Llil::lJfl11lJ I nlJllfl1fl'\Ul\1'l"'\\llJ'l"Ol'l"\I'!ll1lJ 'lu'Ul1Il:n UUII amtu (2539) HmJ1\'lU11 ms

•
I' A ....

fl1'!') \Ill'! fl1'l"i'll1i l'i~ 'l/ll~1f\l'lU'l1\! lJ
... ., lV AlV ," "j" I' ... ~ lV I '"

U'IiLlJUl1tlU1~mnu IllIlJ~IUUYlN'\\llJ'l"n1'I\lUllilflO"'1flll
• • v

d «, A 1:\ A ,,~,. N

'Mlllilmnl 01'ill';:: IlJUU'5::i'ln1iN"'\lil~Il~"fl'jM2 \IlIU lJfI11lJ
~ ... q.......,

U'l"::nn1ifl1TlUilII1JUnlInllHil\l,1l1lJ
~

LLlIlfl~''lnUIl!h~au I;'l



.. '. • Go' IILO. "" .. a.. Clo' "" ,j J
nl1U'~1"ltnl"O~~~lVU'~lnft'UU~~UU~~'~'M~11Unlfl~Unl,n~,O~O~ftn'Uln.U. ,

I " I I .. .,...1..: I ., •

'~V ,~ Un1"~~ (2539:102-103) n~1111 nl,nlHU~nl,n~nt~l~uuu~~t1v'M nl'U'Ml'~lU,
... I I ..." I

U'~nuft11Un11,~uln~ ItU ,~uu'l.nl"o~u'~lnftO~n~u 'U'fl,~nl'011~O'U (Next step
.10 oA" "a.. .'4. "

a~encies) n01MUftn1'O~'1'~'~I~U LVU~U·

I .1,3 Go' I .. .... "' ... A I I '" Ai ..
ft11U"~O~1~n~lfl~~M11~ nl'V'Ml",n~ nu n1'V'Ml,,~n~ 'U11~~LUUI'O~~1'1•

... oil Ai ....... :"..1 ... ~ •• .,
'UO~~ M10 l'O~"U1fl11Ufl~ OftO 'ltn1,uuu~n~~~ovnUO~'~IVVV"~tn~lowmLuUnl"~ 'U.~

•
..a "" ""." .... Go'" I

n n1,u'M1",n~ U~'M"11Unlft~nV~nft1 U10011,'I 'V' , .
I A "" 0 __ ' ''' Go''''

~tfllJ11 01'V'M1H1u.o~mflLlll'''U '~'Mm1utf1fll1/lJV1~V~IJ1~nU~nft1 Im1~'u01'..
At".. "'" I' • ce A 4 I.

V'Ml"o~nlflIO",UUU~nft1ftOU1V ~nft1flOm~L~1 fl11utf11'~'Il~nl'V'M1'Il~flO'LoOtU'Uov
.. .. v

illl~",h IiluA1~ '\u.lIIt~ nl'1l1Ml"lt01' '~11~:: IiIu '1t01"ntJM1!J9h~11'!i Inft ,~'\tift11U..
OCVQ# ,,' ,,,,, tl,l , , ...... IILO

tf1tlll101lO1'~Ollrfuo~~om (U'::t1tU) Mu,n~uov n~uIUO~~1n n1\I'jlt01"U'~'H101'tfUllrfUU.. .
.." I t/oa.- I '" ,. (II:

L~U~10~nft1'~V~HM10U~'~'U~10~Ull't:»llU1.l"U~U ,~U I\lYiltO"lIll'fl~'::\IU'1t01" nu LlJU01'..
.,IV .. Q,O ... " .." ...,,~ ~ ...." ...

,~'uI~UrfUUrfUU~1nmUIl1n"~Un1~OiJlJn1'\Mm::tl'U'U»ft11U'I1f1II1IJ~lUI ~1I LlIlJllun111f11~91H
• v

.. .... ... ~" I',.. " .. ,,0.0 .....
U't:n1'rfl~1l flun,\ Mf\Illll~t'\ M'inU~OOl'Hn~lU'Il~'1' 1tO),ftO "lJ~ftUUI1I'I1 »1no'i)U'~'ll1tU

, v

CLo' C/II" .I
~~~~IHU'91~1n~1'1~nlYin 1

'~UU'1t01' fl1ftI IlOtU

\ t
I

~ & ,-
"U'M1' ~nfll
v v

I. I.

\
I
I

~
" &.1'1t01' N1J'01'
v

t A
II

U1n1tU
t· ~

NIJ'M1'..
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I .. t..... A

f10UOU~t910~UlJ'iUUU1t111~~lil'O~
•

f" "f ... ~ ,.. ,''' .. ,...
'~U ,~ U01U~~ OfiU'U1' 'U'~UUfi'O~lOn~UUU "O~'~~OUlHUOn~ ~'~~1U HU,n"

" • '" 'It" '"
.. .. • .. I " ... I f~ ..

u"~ HU'~" ~'~"'~UU~'U,~uu".n" NU'~"~~oUn~n~U"~U,~,,,uou~,n~g"~UU".n1'
'V . '" "'''' "I V "

9~U~lUU 60ft1 lnud1ft~ OU1~ n1~lon.u ~O~lU~UU'~'W U't"'U ~;o "Oftl0V.,~UU Un1
'I 'U ' IV ..

II' II' II' .. .. "G; IIV ..

~1~~1U "',.0" uat NU'~1' ~o HU~ftUU~1
v v

,,~ .. .. I f ~ ... ... Ii.. I

NmnUUnUUUU1ft1'~~~0"'1l'U 1alau~ u ~1'~ (William B.Martin.19951 oa"
v •

.I ... ..Ii &I. .. I

lOU10Ul'O~ Managin~ qualitv customer service nU1nU'~.o~"nftl 11- '. '"
... II..... " .. I .,.. <III "'II 0 "'"

U't01'U'O l"9~~O~'90aOftl"10~"ftO!'09~OU'0".O~l"'~U01HU~1~~~I~U
v v '" •

I A ~.,.. .." ..l" I _v t. I "

11 u,o"nl"'~ftOO~"lla~'~'ftOanft1n lUUO"Ul U1IDJ1U (Targeted customer ) '~UU~IlO~'
v • •

c:: " .. ,_ d .. ,., I' d
lUU"UUftftllUa~"UO~ft01'lilU~.OIJl'Il OU1nUl'IOftl I'U .U1lil ',U'tlil ntllUn uee ft11~nU''il'o~

• v'

I 0 .. Jet QoO''' " 0 .. ..

U'~O"910~1 01~UlilU'01' nn1f1Qlf10 9l0~01HUlilln91"PU (Standard) 'O~U'O"lil1U

4 'II' "".... '"~ ~ ... I'"
l~on"~~1~'~1U'lilua1 'il~ 1~U,nl"~1'~fIIlIfl1'mnO'IJ I"IIu~'~•

,J .. " 0«
'tlilUn,U OI'n'il~U'~I"'~01"~'tnUft11~n1L'~•

.. ""t .I ... ,..... .. "
,1,,~ol,'unO'tlilU'mJO~l' U't,l.un~1~~910'O'UU'01''il,nn1~".nl' ftO 1'I0ft1'O~'tUU

• v

..I.. " .J I'" I .. .. "

,1~o"n""'Ol'~O~lo"~'n~llaOU'~~l~ULlilU1nUft'~lOO'U~U"1'Inftl'O~l"
v v •

61 ..... eI .......... "' .. .,0 ..

U'il'ilUUUU1ft11~~~lnU10U01'U'~1'~'OOI''il~01''t~U~~LUUaOft1,~gOU1~1"'U01'
'I 't '" '"

.. IV I .. A .. ...." '" to
u,~,,~,un'ft"'O~Wl'l'U~ U'~lnft l.U nW"OL~,n, o~n~w oonLlil'Lau n~ft1U' IUUlilU ,~U

... .I ... I IV..." "" ... I .... .. ..., r,
u~~aoo"nn'ftQl11 "~1U'lIO~'SU1"ftO~'U'lWU'01'" 1~UtlO1'~IUWl'In'llIN'iU'l'IW'0011 90% UU

.... .... II ... ...."

n,~u n~'loL~'O' nlU'lilu'tUU1Ufll'U'UU'~~IU'IlO~'IUlnn~'lol~'01(Creating. .

...a ""'.. ILl ..a ~overnment that work better and costs less.1993l ~~'O~U'tfilUlfiu~n~'loL~'Ol
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... J It. ".. "" II' '" I" ".':::
U1UO~nO' (AI GOre) '~n1HU~'~n1'U,uU1~n1"MU1n1'Un~nft1 'M~U~'U '~UOOnU1~,n1'. ..

I I .i-l I '"~ ... 1...1..... 0.-

~1~~ I~U ~1~,nl'HU~.~'~U11 'MHU1U~1U'O~~lft'.Ul~~nUM~ ~'MU'nl,'~u~'~nuU'~'1'U• •
• .. ..,." .... "" t·
~1IUU~lU'ft,~nl' ~U~'Mft11U~lft~U ~nft1 (Create customer-driven pro~rams in all". - -
departments and agencies that provide services directly to the publics)

... to' ... ",...I, " " ...
n1'~1IUU~lU'O~'VU1~~M110Iu,n1~~~OUnUO~ft11U~0~n1,.0~~nft1 M'O U'~'l'U. ..

.. ... ..I....... ..''" ..
~uU1n1'~1Iuu~lU~nlft~O nlHU~\~UU1U'UL'0~ ~wn1wu,nl,,0~'R (Quality of federal

.., "... lit. .: ...I" ~ ...... "0.- ... ,,'" • ~
service) ~'MnUU'~'l'U U~~'I'~'ft'~n1'~'Mft11~nlflWOUH1UU,nl''~U'~00nlUUft1~~'O~

v

•• .4" .... '" ... ...1 ...... ~ ....
U'~~lUl~Ufl (Executive order) IMO~'1~U1~'11U~1M1uu,n1"O~'V~'MnUU'~'1'U UUftO

... " ." " I "1IIIl I...... &'\ ,., ... ..1...1 " "" '"
"u,n1'''0~mfl'I~'MunlJ'~~1'U "~~0~~f1wn1MLml~uunUu,n1'~fm1ffl~f1nft1'fl'U\l1llJ11f1~,n"

" " 'U "

10~U" '~Uth~~~~mh1,~uMftnn"'lun1"Mu;n1'11,j~~~0'1J~•
011. .. . to...... : -6" I lI\ ~

1.~n1,1f1'1"f111~~o~nl"0~1J'~'1'UN,uu,n1' 'flun~1l~0 I~OftUM111 U1n1'~
v

., :... "'" #ill'

U'~~1,u~o~nl'UUft0U1n1'U'~I~~'~U~~~ftwn1MOU1~"
•

... I ~ ......t ""
2.~~U1~n1flu~~INUU~ 'UI'O~'O~ ~1~'R1un1'U1n1,u~~n1'1~~1~'11UUU~'1'1M

" ,~
IMUI~~'~

(Benchmarking)
• ... I t.d I" "l\ "'....,,, oft,

4. O1Mu~m~ l~onunlJ'~'1'U~~'Ul '0~'0~IlMM'Im"n1' U~~ 'J1I01'~9~'MU,n1'

... ...., .. " ... ~ 0" "... ..
5. 1l~'~UU01"M'0~~'11n1' n1,u,n1' llil~ 01"0~I'UU~Il~~1'1mJ'~'1'UI'111~'~

v

,,j '! "
IYl1~1l~IUU'U'\i\

• "'.. ... "A ~ ...-
6.nlHU~1~n1'U'UIJ,~un'.u,n1'~'~\i\•

.... It to",,, ,v
7.'Uft1'0~U~~'MU,n1'\i\1Uft11~~n1MOOUUO~•

... ~ "..I" ~ f """ I

8.Il\i\n~U1~~OUYl'U,~uunlJ'~~1'UN~1~~~O'1~n1'..
.: ...... '" I ..... ". I ...

uonll1nu u~'~n1HU~'MU1'~1MU1U~1U'0~'I~'MU,n1,unu'~~1~U'~U~'~ ~lluun1'

" I ... II

1.'M1~U'J1'fl1ftOilnft1, . "

.... ... ..I.,,, ..I ........ ...I".
2.1f1'11l~n~U,n1'~i1nft1~0~n1'Uil~NiI~ft1~M1~~~O~IlUft11~~~O'"'UU1n1'~'MOUv . ..

~ ~

'1UU\lIlUU
•
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... 0 ~ ~ v to ~ I

3 ,llI\1'H11'11ta9l1'111'11'f11"i N'\\I\I"in''111fltJn,,'Vu'\~!I~H (Front- line emp loyees )
w

.... G,O ft, J. t/' ... .d ... .,. fU ~

'IU 1'1IW'O~ tJqpnotJl1'l'UllllltlLUlfll11lfl~1'10~1l1'1'\mJ'lrn'llmJ Luruu1Tl!lIJIlIJfl1flli'lllll L(JIl'VU
• •,-

Ill" O. A <1_" ,. ,'. .. .,.
4. '\U'IlllJ 6 1~IlU "'t9l11~"IJ~I"",l'lt11'lm 1UUlll"i 3 'IIU\IIil"'111~I'lU'\\llLIl lJ"itlil\n1ilJ~

5. '\U'l1l1J 1 il '\~~~LlNUlll'l'\~1J;f11'iiilJl'lllth~111lJl'Hlril'\~iln~, t "'\"'~1!J;;\ln
w ~

cv A. ,,~Lto t.", ,,-

Il'lt 1Tlfll1\l'SSIlUJ,nlf11,,"I'I'1\llJnl"i II~mLLNUnl"i'\\l1J"i nl"i Ll f1illJfll (Customer serv ice
. .

~ : • t.. ,,_ I'"
plans) 'IIU "i~UllNUIl1"iUlltnl,,"~lJl91"iS1U'IIU9IU'IIll~nl"i'1\1IJ'iIlI"iLtnillltl1 ( Cus tomer serv ice•.= " <V I ... 0 ,~ t. c:': ,M'I'
standards) UOllll11lW111J'\9111NUnl"i~~llil111ltlJf11'i111"i1...m11lVNYlil'l11'1liNilrlfll LIJULnOOH Im~I'lU

•
• fU... ....410""11 I fU fU t. • I e\l "

111\I'1J1l1'1191NIlIlI"iIl.QIJ9I~ 1U'IIINMUllJ~ lU Llilt n " 11\1\11"1 "iTl"iYlUlll"i',\11.1rI\I\11tH1UilrimU

1~ill nUf11"iI1UIJI1UUILNUIl1"i~~1l~11~l\bU~IU~1 ~'1 \It~il~'lHrll'1NflillJ'llUln.''i1'1lfll''i9l1lJ. .
oaf ... It "" .... I

fll1lJ\llllJU uae fll11l9lMnl' '~IJL\lYllt'llI'i"Il"N'\MIJ'1l1'iLlIlIl'it"llU'~U9IH(Front> l i ne
w

..16.' tv olI.- " I 'V'" ,"0" v...,.... 0: ,.

employees) Tll1llNl1nlJilfIfl10U9I1l1l1'l11ill IIt9la~ 1'S1J1I'ITln~'llil~f11'i'\ \lUHn'i uae NIJ'M" nlltl'lll~
. v 'U '\I 'U

...., "" 0 A . 0 ... ,.

1'lIJU,n1'l'\ ''VlllJll\l1nNllnl''Hn l UU~I\1lLiltn"i'fI' 111fll1IJYl~Ylll'\1l'lliNllmn
~ ~ . ~

I. " A , ........... fU. 'I'

H llnl11~~ (2539: 105-107) illi1J11J11U'i.IJ1J1UlIlltnl'i\Jl.\1J9I9I11JU11J1I1mNflill.ntTlll\1
•

" '" .. 4 " .t...l "I fU V 0 Q, • :: "1" '" Q..O

'\\lI,,"Q~ fll11lfl~'l'1lTlllt'\"""'U~I\I'IIll~~lfl"i9'\\lfl'llJI11fl~ilTl~tJ'it'llI~UN'\J\J,n"LliltWlln~IU
~

" " .... ~ A ""t " t. .... I V .rf ... 0" ..;

N'lmJ,n""i~IJ9IH Uilnlll nU01'91~Il'tn1f1lJl\11'»1Um1mUn1'i'\\lin rns Ltnilflflll lJ"iIJlJ LTlIJIJIlIJNilTl• •
o ",t 110'" IU • ". to """ft Go' A rl ,. '11.... ~N I

m'\9I\lu '\ml1'\\I\IU'U~1U'llIl~'S 911111~\lUl 1l1MU1TlNlJll1'itl\JN~'Il11\J TlII~91a~'1 \1m n1"il'llJtlI1lfl1YlLLfI. ,
v

tJ't'V1'VU '~UIl'lt'V1'Vun1lJ1'tl9l111l1111\J'\~(Acountability)

d I " ~ I A Qlft, I ....

'll~ 'l~ un.ufl~ (2539: 107-112) illi\J11J11 '1U'iflHfl1'jl'l\JmllNilnl'jIl.QIJ9I~lUUlf~'Il1~1
•

4.' .... #f 0 A 1\

(Nat ional performance rev iew) 'IIil~i'fM1~illlJ,n1Yl~tl~nl"in1\1\l(;)IJ1I'l"i!lIU' Ylllfl1'\I'Irn'l"lil~. . .

,-
I .... 0 ........ A

1. n'lJl1"Yl1f1'1 (Internal Revenue Service) ~l\nU~'l\lU f1·mll~lJll'lli1Ufl1'1tlf,)1J9I

II __ I ,. r.:
~1U'\\IIJ"i01'ILO\J'lt'V1'VU (Customer service performance standards) •• Llluuu'Tll~n1'1

u6U~~lU ~1nn"fln1l1UllJM1'llil~fI11Ji1'1'1Yilf1'jvnrh '\urmlIQ\i9i~l\L'IIil~ l ~'lli'il~'L~' ~ll~\l fl\l~lJ1
I ......... Cl: ~ 0 IV C:... 0" ...." .,.... O'i' I 1'<V

\l1U l ~U9IMUU'illllu L.1l1U1U uae Tlnlfllllnflll rl1'1~l1l""~'"lJfl11lJN.1Ylil'~1 NI i'f,ml11'lIJflllll'\\il'HJ
•

"I ... .. .... 0 0 . ,. i' ... 1 C:.,.; ... ",
"'il~il'V1'11"1l1ltn"flU L~~ll:1lJ\llu.\Un11m',MIl1"i'\MIJ'Irn'l'lIJ L1I\1l11I'H'l'llJ"1ll'ViJ~Il'l~'Il1'1lU 'I'\Jlll

"" 1'0 ... .. : I I!'l,.. .... ..J I.... ..tI
\I~'\~I\1,,"~lJl\11'i1U n"'\lf\J,.n':i'llIl~fI1lJn"Yllf11'llUlJ11'1111 IltfllU ~IUll1'111~lfJlflU Tl1~'Il'illfllll
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.... til "..I. .~ .... ., ",..I, '" (( ...
n1U'U 40 1U ft1W'UNmn~IOnft1'~1~'tl'VWU n1u'u 21 1U n1w'UN~n~~1~OLftn~'OUnnun~.0.. ' ..
;UI,1fl ,nO cl~Il1U'U 14 1U 'Un,~;,ft"j~'~uN1n"'0~N,aUIl1W I,jU~U.. ..

.... ...... .1,1: ...
2.n1un~1Utl,~nUft~ft~ (Social Sercurity' Administration) ~~tN1U~1UU'~'~U•

...... ... ... I .' .,

~1~'11un1'UQU~~1u'wu,n1,untl'~'1'U(CUstomer service performance standardsl ~

• ... to I ., ... "'" " ... t ~ '" I so.. ,~,.
n1un~1u'111 nnft1~~~0~'~,un1,u,n1'~1Ufl11~nn1M ~nfl'~~1~~~0~~'w.0~ft~nOU1~nnnft1

• 'I " " 'I '"

" J." " til' .. . •• u ~ . ..I .. ~ IV

~0~n1' IMO'WI'1'~n1'tl,~nu~n'tl'lLn,~0~ntl'~Ln~ ~n1un~1u~OU~~'1~'tla~u,n1'tl,~nu•• •
.. "". 4'" ... to "" I' A • IV '"OU'l ~01" tlutln'U'U\lIOnnfl1 UII:I L~Vnnft1'L ,un"U,n1'~1nWIJ1IJL II'" 1-800 ",0~n1UM1un~::.. ..

18

...
3.n'~'tl'vwu (Postal Service)

..... ... t IU .a
ft11~~MO'~.0~nnft1 (CUstomer Satisfaction Index W,V CSI) L~unu ~~ CSI .V~ n,~.. .

• •
,tl,~ '~1ftft11~~MO'~~ffVUfl 'ftU~~1;1ftn~HUft 35 ~1 ItU ft11~nn1M n1,d~~vununnu'ft. ,

..... ...I... Ql'''OI, to,

n1"Uft1\l1'~ ~1~'11UI1n1n"'Un1"VftVU ItlU\lIU ~1VU1~'V~~1~'11U 'fllLn
I I I ,..I .,..... ...: "" ,,,* "0.0 ...

- '~11n1U~~VU~'~'U nW'IVL~'f11 Mnft'tl'MWU'uWU~ ~::n~a~N'Un1U'u 3 1U un::.. . .
d1~U1~U~'nft'U~V~~UI~U1nu~~d~~~n1U'UftU~U

, ...... " .. ..I <I , <Oi

- ~1U~::'ft'Un1"WU1n1,nLft1UI~V' fl1U'UL1111 5 U1~

I "" " ...I... 'ir/':' .... ~.
- mU~::'~'U'll0~lIlnu1nu'tl'lI\lIlJ~IIVYt 24 1l1'~~ 'ftlJflYtwmlJllI'll'~,ff~IJI1~Tlmwft..

,: ... Ai ....... " _'i .L. 91'" "" ..

uvn~1nu UU1fl11~flftL'V~n1'tl,utl,~u,n1"WluU~~MV,~",v~N,uU1n1'W'Vtl'~'1'U• •
... ... "" II. "I ... 0 ....... .. "
'IU1I1nW1IVI~n1 'ftfl1MUft'WW1lJ~1~::uun1,n1'1'1~ft11~ftYtLwu'~U6n'l'::'flU~f11'~VIJV1U1~

I "" <If I '" I'" I I ..... .. 0 '" II
'UV~W1U~1U ~ft1Ufl~ll.Q'l'::Luuueu IYt~ '\I'WU~WU1lJ~1U\ll1~'l mUNft1lVUft1l UUfl1' LV~'\ll'~V\lIH• •

....... , .. " .,
n1'U1111'W1om""n1""u~~ IUUftflft1'\U 111:: Imo~fIllW. .. .

... _ ... J~ oC ~ ..

tl'::I~flv~nqv Ltluvntl'~L~ffwu~ Tltl'l'~nUfl11~ft11'1'~~1f1~nfl'un1'tl~tl'::UU'11ln1'• •
.4 to " ... J. ... .. 0 to. a: I

LMVtl'l'::'11lU '"V IUUn1'1''\IItJ,n1'~IIl!llJnUV~fl11~\lIV~n1'1''UV~lInft1 LLft:: n1~1'llm'"n1 LHOU1~..
fII "... ~I I' .......& I'"

IUu,tl1l1"7lJ 01'1"IItJ'I'01'1'TlIN IUU1J'I'~1l1"I.iJ~ U'I't: L~flMOqV '\1l1liJ'\ftHOl'l'11 "l'IQlql11J'I't:1l11lU". ,
(Citizen's Charter) ~1Vft11~L;V~11 tl'l'::'11lUftVNlaVfl1W ~~~a~fi~~t:fl1ftM1~'~11~:I'~;U

•
.. ..I... ....,.... I ......1 ". t........ 400. "... , t.

U'01,nft'10,,~nUft1,v~l~un1V~1J'I't:1l1,u1~~1V'\M'I" 'I'iU1ftU'~L~flo~nq~ ~~'WnQlql111~::'W•
" -1.. ..1 I "t. ..4... ",-" ...

U'I'n1'~~ftYtunU'~'1'U '''U'ft1J'::01~1l citizen's Charter L~ijtl M.~.2534 OLMoun,~~u•



.. '" I .. ,

~1~'11Unl"WU,nl'.O~nlU'1.nl' filU\U '~U~llftl 10 ~ ('~~11~ W.ft.2534-25431 1~u

ih~fllnUnQ1llJ1U'\Mrhu'1.nl'~1~" n~lIAI1~'~.1.U 'ifluiifl~ilnnl'\M1J;01"'IO~'1 \U 6 I;ll~
~ .I:

(The principles of public service) fl~U- ~
1.~lfl'11Utl,nl"O~'1 (Standard)

~ d '
~muii~ milU~lU'lIO~;lll~ft~IUi~ "'~Tloti'\U~1UnftHllft~no~ilu iifll,i;'~fl~lfl"lU

v
'" A<:Lo'Q A ~ I • ... 0"" ,. <LI to,

nl'flflfl1~NM1'\UJlJfl~lUllft~01'~LNUllmmmllUtl'01'.O~'SlLWIJ'\mJ'~.1.Uftlfltl1~'\fl11

tI... Q I ~ to, ""GoI .. " ." '" t1I I ~o to
'l::'\\ll'lJtl,nl'imJ1~'\' uae LWll'\~U1tJ'1'll01'iWtJltJl~~/;ltlfl'l~'\\ll1 'Il1~'iiJI~n'llmfl'11UTlO1~fl'\1

~ -
2.'lIO~ftllft~nl'\~\ll\NU (Information and openness)

"'0 .. "" "'" ::0'"
'lI0~ft'llO~'~tltl'il.nl'~Il~L~flLNU~'~'ll1'llUnlm'(t''\~11 '::tltl'il.fl1'UU~l\UUnl'

" "
I d I " I I 4"'''' ,,"" q CIll Goo ...

llUl~'\' ~ftl'\'ll'llULTll'1\ll \UJlJfl'l'llnl''\\ll\llLWU~'1fl11ft:: '1ft'L~UftU'tlN~.lltl

.. II. ...
3.Tll~LftlJnllft~nl''\~ftl~,nMl (Choice. and consultation)

I ,."... I "'.....i 0.... "."

~lU'1'llnl' ll::flO~'\11m~ Laenu n~'~.l'llUTlO1"'11~Tlnl~l'11\1:: Tl1 '\\ll~nl''\~ft1~'n)ll•
• I CI: Q,; ILl ..... CIt -I... I "" a...I" ..

llnU'~'ll1'llUOU1~IUU'::tltl llft::'~~'lIOft\llI~'lI0~U'::.1'llUTl~fllllJ,nl"o~', IWOU1~1~'tlU'~~lU•

...... Q,; ",.r I ..

4.f111~~O!iUlf1tJllft~mO~TlIl~'ll1UL~ilOICourter:v and helpfulnessl
.. .. CI: .......... • ..a..... ......I v I dI

'lI1'1'llnl'll~flll~LUUftUTl~O!iUlf1U'\~fl'OU\ll mO~TlIl~'\~ft11~'llltJL~ftO

",","": ...... , , .. '-
U1U'llOTlLnO llft::'\tltl,nl'llnU'~'lll'llUTlnftUllUl~LTllITltJ~nu•

.. to" . '
5.01'Tll~lu'\~l1nflO~ (Puttin~ things right)" ..

... ..1.. ..:... CIt .. .. .. ,. ..." .t
o,~n~'\flNflWillflf~O~Il~'lI0'iTlMllft~ll~flO~O!itlltJl1~nlL~fl'llll~ft11~NflWftl~o~~,

...... II' • ..: .I... t. .=" Q,,> .r I to..li II ..

1'~\ll1IUUnl'lln'\.n~TlNflWftl\llUu1flUI'1UOOlll0U ll~flO~Il\ll'::tllJ Tl11fl1UI'Il~'lIlJ~nl"lJ~I'UU

... .... " ..... " fI',-
IWll'\mJ'::'lll'llUnl~l'I1'O~L'UUlI'O'll~Tln'll'\\ll. .

.. "" .... I ...

6.nl'Tll~lU'\lIft~Otlftl.ll~L~U(Value for monev). .
• It" .. "" ..I.. ~... IV.... .. Q,;

~lUfl11~11 MU1U~lUUUIl::flll~'\wu,nl'Tl~::~Tl!ifilWllft~u'::~~nlu'\fl'llO\l10flTll~

IV ... -f.. ,II.. A 0.-"" ..... .r "
Tl'WUln"ll~'lllflTl~lJUflll~~nl'U/;ltlfl~lU'\~fl'~ntl~lfl'91UTll1~Llll'\1

v

Q,; "GoO '0 ..i.... I .. C I ""

'i\llUUnITlflll~oqv '\flllflTl1lllflftl'TlI'U011 "l!llJU1U'~'ll1'llU" llllnmIUU'Ulft~O The
"

..... , I I I .e, t'ltlI~""
Citizen's Charter ~~W~I1~11 lIU1U~lUllflil~U~~Il::u'tntl"11~nll~~IlUl~'\'tll~'~O~ftn,~O

•
• ..I ~ Oil "0.- I " ...

MU1U~lU'lflTlU'Stl'ltltl11~~lL'S\lIlU'\~'tlOl'UnUll~ LLilt: '\~'1~1il The Charter Mark Awards
...... I " e • t "0'" :: "'" tI

'1~lft~~nill111l!~~'\~1~11 ~lU'l'llnl'UU~ '\~Tllfll~l!~lU'~'lll'llUTl~6 U1::nl'Tll1~'\1
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.t ". II' ..I ~"60>" ............. .. ......... ..1 ~ ...
UOn~1nU'~n1MU~'WU'~'1'U~~IUUN'UU,n1'~ft~I~lftU~'U~nl'O~ ~ft~I~'~'O~I'UU

- .... ..1 ... ... ..... .... "'~...
,un,amU,n1"O~"NftWft1~Uft~~'~UUn1'~'1'ftOUn1'U'~I~UNftn1'UQU~~1U

• '" • .. • • I "

,~ un1U~~ (2539:112-1161 n~11a~Nftd11"'O~ The Citizen's Charter 11'~•
~ ct............ I I I I ,. ..

lUnuu1a'1~'O~ftUO~nQv'U~1nWU1U'1.n1'~1~~ '~11'~lUU "~I'UU ',~nu1u1n ft"~1",

• ... ... ... .... ~. 1If~ .. ..... ...

d1UM1Umt:nud~fl1I dQ1U~1'1' fl1n ~~1n,,'U'VlIIIJ ,a'"uil1' U'f11"a'W ~1nUU"Mnnn1'

.I." .!"''''' "'4 ........ ~ : ...
~11'Mftl1~n1f1QmUnnft1IUUOU"UWU~ (Customer comes first) ~1n.ul'OU~-

I " ...... ... ... ~.

H unlU"~ (2539: 117-119) nn11M n1,mM1,,~n1"Um~ l~flMIl'U' l1U'~ I~fI•
~ 'II' " ..... .... ..I
n~ft'U' '~U't:n1f1',u'UU1Un1'U,n1'lWOU't:'1'Uft1M1Uf1"1"~ 21 (Public Service for

oil ..I... ... I I' .. ... . .a ....
the 21st Century) M10 ~l,unnuuo~ 11 PS21 I~OlU~ 5 wqvn1fl11 2538 '"n1WU""U1~1~

... Q,t... -I c( .. I I

f11,UQU"'1,n1,nIUulnfl (The way of excellence in public service) '~Unft1111

4 J. ~ I
"Y1t'1'U~OI"~N"nn11HVftUUf1,n1f'UV1•

, .. " .. till
ftVVf1,n1f 06'~~161~un1N01n1.0~Vft'1'U-: .. ... e .. .,'" "'.;
n~n1~~f~Untn1~OOU ~~UU Vft'1'U v~unnwn

IV... .I... MIl .J
Vt~1~"1~Vfn1fnvnwn1~166UV1nfttnJf1,n1f•
j .. .. "
~~~OVnuO~~11u~o~n1f'O~Vft'1'U Vfn1f~16

, II' till ..... ttl

flnu((mrt OOUUOU UVfttfJ'lWmrt Unt I VUWffU
• •.. ... .. .. ....... "" ,.

1uftll::l~tnnu ftVV1nmf IIt",o~1JlJV~m'"

tI, .... .... rI
nv~1'O~I~U 1'~VVftU1munt~u1"ln~VftTO'U•
((~((~ un::-.J
n((1iI "
•
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lJDn'lJr'lmn~ U"rnU'11m-'1t~nn

~Uln~moiinn:'Jl1l1"l,itr

"........ ,
1.'WU,nl'~Uflmnl~nU'~'1'U (We wRnt to Rive you qURlity servicel

•
q: " 4 IV OS" o....~, ..l" I I' a,

LlJUllflftl1l1lJUlln .lIIl: LfllJ1nUnflll~fl1U~ll~llnfl1ft1lJ'\U 'Il~'\IllUnflU'\U''':IJU'l"1 ,nl':lVl'Wnu1M
~ ~

t·" , t... eI ... ..I ,
llnfllflll~mnllUllflJll (CUstomer come firs t) I 'l"l~I:'\tllJ':I'nl':1'~\ll~lf\lllWIJ'I:~l1lU
v •

"" dO:. <VI'"
2. 'tllJ,nl,nlfft1"Llll~LUUll':l'':I'll (We are courteous and fai r ) 'l"lJ'''l'~'l'U 1ll1lJ•

'" IV , 10 IIlI 0 ,., 10 ..... ~ ... 0.' ...

ft,llJllfUllft1ft 'Il11lffllJ Ull~ '\lJlll LlllJ~ mmIJ'l"t: IlJlJlJ'\llllJ'\lJfllMfNlJnli\'lllm~,Hftlm'lllflllUl::m~

I fl"im'lfi~ I il9l1 HlJfl1'l'\.nn I UUlJ\lllt:fl1"S~lllaU'~lll.;'~'i 11;~'\lf L~lJ'\ llUn1l11lU ,jfl"l1IJltU'\ 11'\Uftl1lJ

... .,,, "
lJlilJllJ'tlL.l'\~Ill'lJft"lllJlllllnUUllt:lffll\'l

•
, .. "4.1 .,

3.1l1ULtlll!l'ltllllnll91 (We do our best to help) 'It:lJlJ':I'11lfl1'lilt:l1~UHU flltlUlIIlllll:'
•

.. " ,.I It '" " ~t, I 0

'\tllJ,nl,nfllllJllUll~fl11lJlllll~nl'.lJ~U"St:1l11lU lIt:lflllll'l1ll"llJfllNlnI1l1'\i1~llJ i1tIJ1U1lJfl,1IJIlt:1II,n

It'" .. ",.It .oJ 0::" " " ... 1''''0 a,

\\nti"St:1l1'Un~\ "SlJ~ 11111LLllt:llcnun mn Ltiu L'Hl~nlJl nnlllll~'\ tl'\ 1Jfll11U,nl1lU I "l111~HlJ!J1Ul1I't:lIIlJ
v

, J J. .. "".... I '" . . I ... ,..... r.;iIl' t'a, a, ill'

ll~n'l.U'IU I \'l!JnU't1l11lUII~'1Ill'"fl11 Ulltlll,lJ'11lnlHt1l1lJ LtlIl1l1111IllilH'1 nlJ~11ll'lJl1~UQlIIl
~ v.. . .

4. lJtl11lJW"111'1Unl'im~lU (We have pr ide .in our work I 1l:111J11'fI1'iilt:mJllJl1J
v

.,,,,, Q.1 • "4 t ... d , of.... a, of
nl'\tlllflfllflll'\1I'\llllJnl,mlJU'i~1l1\ll'ilJ1UIJUl~fl!J LUll~ n~lJ'ifl1'in I mu I fl!J'j lj;jill':1'm~'imflTmllllt

~ .
. il ., d" -' "......1" ., I' t· "

m~ Lllnlll' IItnlmllll L ltllllUrl1,nl~lUnmmlJ'Iu I 1!J~nl''I tllJ'fI1'jnlJflllUllVmlltm'\tl'llllfl11J l til
•

t "... I I' ......, d I. c: a, I t.a,

tlUllJUU 'ItllJ1f11'iflllllnfll 9l1Ullll1l'il/1UlJ,nl':1'UlltVlqllln'i'iU lllJl~fl1l1'11lnl'l"LON ntll~,1\lt1~1'l"lJ
v

, .. ~

11lUIIlllJ1nU

01. I , .t. ... .l
5. U"SW"S~lllJl~1Il1H'Ull~ iWe want 10 keep improv ins I 1I>tIJ'i::lI1fllJll11'illlUlJ'ifl1'lfl•

., " " CIt .lu" ~ A .oJ ,t. ... I Cl>'''' I .. 0 I t.
nlmllll'\l'1tlLUUn'lJ"SlJlnnlllll LI'lIl~U'lt1l11lUilt:'l'\Ill,lL"lfl,'lIlt:fllllltl,~lJ'inl'iI'U'I'11lfll'\ll'lIII

v • v

0::_ Go "lV 4 IV 0.' t/.. « I A t. ...

lJll1l'illUn':l'lJU':I'lJUHUn1",nun i1t'llJW~"'6fllllLtlU.ll~U'it'l1lU ILlltll~ LIf'l'lJ'l tlU'it1l11lU LllUllUUt: 11l~
•

v <I ~d "u '" CI$
1l'l1 ~lf'l'lfl L"!Jfl~t'lIllU'llJtiHLln'l.lllJl~'i1\1ll11

•
"" "lV 01

6. '\ll"lllJl'llJllUnllll'lUfI1'lU'ilJUH (Feedback shows us where we CRn do better.v •. .

A ~"
Su~~estions help us iraprovePr i ase helps us work with a smi l e ) lJ'ifll'iYlllfllllflll1

•
.. «: .t Ji v, <I f. e ","

tlUllJM ft11U'i1911'i1 9l6lJll'Ull~ llml'l l1l11IWIJ LLllt: lIn\llll~ lllllnlJUIJ~flm Ulll:llUlIlllllfll'ltl1l1'1
• •

..l~ to....~....f. ..,J", lV' A ~ ~ I'

nl'in"1'11lnl'i~t:'ItllJ'lnl,nllf1lllflll'l'lIllUU I nlJ1.11~lJlJl~lJlnnu ftlUlJIJ I \l~fllmLil::LLHII~'\ II II~~!J~
• v

I' 0 a, '" 401i1'' t' Q.I":"...I 0 I'
'tlfl'111111"QIfllJf1lIlfIl",111l"6~.1'illlnl'imtJ '\llllJlJ'iIJlJHll~lL11ll111llJ"1IlflJ1N111'1tlfl1'ifJIl'ilJ uae fI1'j• •
lV • ,''' "" "... ill' d ... 0.-

vtWl~U Ill~lllJl ~1Il1J I 'U6~ LfIlI'I~UnlJnl'lIUillJUllUll~'lml:lJlJLLl'lil: Lnfl'\!I'\lllJ uae mllJftllll"l~.Il~

"'" " ... 0 0 I "" 01 ...I,.:
U'lt~1'Ufl1'l'\"1l1l11lJllUnl'lUlllltfllLLUt:Ul~,U'\"lJnl'iti'luti'i~fl~"1I• •
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.. .
2.3 "1'~W1'41U~1'1~

~'~;U I~U~~~U'~ 12530:4-5) ""1111 ~U.Wt;wU1U~1~~1'1~~1U~~1'~nU~~~
• •

oil 0.0 tI Itt ,... ~ I c: ...I, IV· I 0>' 0 ~ I

U01,~~o~fln,u~~~"UURL'UI~U10un~1'U~IUun~1~~ln~11 ~O~~1U.O~~1'1~uuu~n~1~~1n

,., I " .. 0 A"'''' • IIl# ,. ..I
~n~~1u.a~n~1,aU1~uau 4 U,~n1'fla U,~n1,u,n ~1'1~uau~~1U~1U~1~~ '~vu'on1~n~~

". I " ..... . QjO J" '" to
~'1~1,~wav1~u1nn1v~~.aUI.~.a~n1'~~11U~1un~1V~~~'~.1unun~1' 1~1~n~1,~a~

uau~~1Uft1~4n1V~~01'~1UfluU~ft~10V1~Lfl;~~;~~1~~'On1~~~t~~l~1'~1mUUaU U'tn1'
•

~~O~ a1~;U"1';I;~U~t"1'114UNU~1U~1~1 .o~n~1,MnOV'U~11~;lIN~'OU.O~HU~;UU~1~1~• •
...... .t ......... "'~ IV ,''':' ~ 0 ," At

fl1~U.UIUUN1u~~U~~n1'~1n't~U~~fl~~'~~U~1 ~n~1U~1'1~ L~U n1'~Un1UnOUn1U"~ij1~1• • •
... ..:.. 4.0 A <V... ::,. (1..00 ~ et t.'I.o <V '" IV I

uae 01,u,n1nu.u I'U~1nm'T;)'~~\J\~~n1' InUO.U'\U~1U~1V1lJ"U~1~NlJ~fltIll~1't~Ul'I~ ~ijU1. . """
..I.. .... C: .. I f. CIt 0 .... • U I '" ... "'...

U'tn1,nI11u YlU~1U.O~~1'1~U'lIU1~I~n"'ijUmlflH Iuun1'YI1~1UOn'~\ll1lJ~1~~n1UYI~1'lJm.lJ;J1j~

....... " I "C:" .'. " ... ,.,,0,,</
~1U~U~n~nlJ~1U.U1\ll~~n11 I'U ~lJ1\ll no~,ov ItlUIllU U,~n1,nV1Y11V~1'1~~ij~~~\llOl'l~fi

•
Goo' .... 0 ..J" IV " I IV ...

nutl't.1.U'\IllUIllH I~1t~1U~fln.O~911'1 ~ LnV'l.ij~nUYln'llI1'l1.iNtl't'1'U U\lN1U~~n'lJtJ~n\l1'f1ij
• •

... IV " j A 0IIII -. I

n1,~o~nu~,~ Lntt~1nn1"n'1U~1nmVUijmJ't IYltt I~1~'tn~f1L1fllmYl1l11l'lJO~YI\l1'~~9n~~1n'lJtJ~• •,. , ..
\ll1'1~ijU1~U~

I ..I. ... ~" •• "'.... IV of
~U'1~nN1UlJ1 tl,t'U ItlUlJ~\J'iDl (2539: 18-21) Ll1U11 111l1\11f11''lIiN01H~ij~ftO'. ~ .'

~1'W\~n11'\U'\ nflUfl~ UU n I~uiin't~1fI';~\J\m~1'lJ1 n;uYln'llWtmhu~1tL~l'1~~fi11~ih~~~1U1lJ,
o 0 '" A Wo " d t,... :.. cI
n1~~.OU L.\ll.O~~1um'1~'\~UflUM LL~~UU1lJ1~(ltl,~n~f1.o~O~f1n''\\l'll~ I~UlJ1f1.U L~ijtl't'U'llU

•
o .... AQI '"' I , 0 d... "'" "'.. It

'un1'11~UNU n1'~1Iuun1' L1~t n1'1~UU'tllJ~N~ ~1U~U1U~1U~1'1~YI~1\l~~V~lJ~n1~f1~1U

0.0 " ,,& ... ,,~o.-. ~ lei, '" .... Go' '"

nu "O'~'1(lunO~~t'lH" ~~lJ~U1n'O~'ll~1unotl't Illn'\U,lJ.U YI'\lJlJ~U1U~1l1!1U.O~'1l'lJNV1'llI.JU
• •

... t ... II tI "....... .I .. «, 0:. CII IV •

'1~V\llH MUU LUijltl1~,~n~f1.o~ij~f10'U~n~nfl~lJlfI'O nUl.JlJltlU!l1l1f"l'fln1f1!Wl1J 01"l11~L1NU
• •

o ... .......... ~ .... d . q

n1'~1LUU01' U~~ 01'1~V~'tllJUN~ ~~ ~'f11f10' IDrucker.19541 lij~U IOdiorne.19651
0.0... I',,,, o('(,..:.~ ... ,. 0

U~~ lluIllil lIIumbe I. 19701 '\~ InllOlLUl:11 lJfl11lJ~1 LlIUOV1~U~YlIll:91ij~11~ L1J1111J1VU~tn1~~
.. d d J 0 .lev cv, ~ 0., AO, ,.
1"(lUnn~tI"MiNtln, 'Ifilll~~1t:O~tlfI1'l1IJ~\ll1'1IlnlJmJ'l:l'flltlI\lll1mI1~1I1f1 L111l1mJUnlllY1n'll~L1!N,
IIV ~ ~ ... cf..J.... . IV d',JQI ,. rf ..

ijU~ULUij~lJ11l1nnl'.1~l1l1~'t:n~f1n'~llluL~~1tl~1l:Il~Ul1t1"(lU~l:n~tln1~'\~lU,ullLn~ouu111
•

.,J « at • •• .... 0 0 .t.. I 0

Yltl"l1R~1n I"llJnflll1m~ NU'S~1H1um'1~~1u1U'\lJUDV· ~nOU~\lnmlWmJUI'l"ttllln~"llJIll:1l1'\lJ'\~V• •
.... ... 0" I~ . t. .. ... .... .... t. "to

L.011U111n"U01Mfl1llfllJIJVUU~l:n1~1'(l~ln~mJ91ULI 11~ fit 111n'\litH'il~~1J1!lU1l1um ~'\~'i~!Jtl'u1V• • •

22



t .10.- ., .. • CIS. I 0 .. ..l A.cI.d ,. tI·..

~~~nU~UU"~n~"1ft~1~n'un'1ul1n1"~~~'U~'~U8~~~"~L~O'~~~~n1l~'1~LU1U'~~~ftU8~l~",
ti., f 0 to/' • '" .. "I'''' t. I '0 .

U,~ft~ft~~Ofl1ln1'MUft"1n'~1'l~Ln~ftl1~~UftU noun '~UU~ ~1~ftU~1~n1 '1~01'U'~~1U~1U•
.. I ... ......... ., ~ III "'... '" .I., "

~flO~IlU Ln~m1~u~u1"'U01'Un LWH"n1'UtJlJ~~11l m'l~~fl1~Ii\U'llU~~1i\Ll1)m~S\1'~W1nfl~O
• • v

:. ~ .llV CIS A " '" ~
n~nHfl~1unll~LUun1'OIl'~U~'~.O~1i\1'l~U'10QUeUOl1nftl'

.... ", " Iaunm (The U.S. President's Crime Commission.1967 a:.J41 '~n811'll1

f/lJ .a.o, .... .,,.. A

• • • • • lllUnrm I fltNnu 71 1JtI/Jf11ffl11'111f'116UJJ111JJ1(I1U111::m U1111lJ(1/1;1 'iJJ1f1JJ'),;Il
•

If I' " A" "./. ... ... I I •

um'll'(I/'C(I/(l1J11mmWlutJ1JJB1U1,H(U1n'llM(l/117111 "UIIUM I1IWtlN I flU 111111f1U

...... fI /I (:( ,,.. .. ."J f. IV ....,

1JJ11f1161II1"mI111(1/llfI'i(l/lJU IffllJ f~117111111:: 'JJ(l/M I '111 , IIlJ7'lJfNlIV-J1U(l/oJllfl11
• v

..., ... ftf,.. . ... "It (ft
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fI11IJlIl'1f1"'!J~n1';J4f1JI1l~1U L'lfU 1111'1.Mm rn'lUUilO1UI1l111'li1iJi1uN11I1n fIIfl1JI1il1U'VUI1l!JU O'~lJ1U

f111'\Ulll1;UlLi~fl11IJih~1 L~V 1181'\\ln11~IiI~il';1'1ffll'i1J11l ~1'\"'J1:::1l11l11l ti\ilfl11lJ 1,7.llIU1U L~!J
" .. .". I 0- 0 0" I'" I i' ~ 0 <V ~ ~
l1lij~1Jm1911i111l0nU~ 1U'II!J~m 'i1II m'\Mfl11lJ'IJlN~'\Il\llil f11';'\MlJ'irn ~ '1111 ~\ll1 ';l 'li1~i1lJm'VU1J11~ ilU']

o IV AGo' :: 1: I 'V (:1;" t;l:' ... I -I' , A I .... A

\\il~ i11'l1'iUIl1" 1l1l'1\lflHU 'i,\~lN I UUU';!: Il'l\l'lUL''liNfl11IJ'l11i1 L'; 1Wi ilin" rllllll'iI1l'll1l!J'IIil1lJU'ifl1'i•
J«.".ll.'O~ '" ..... t, .... 0::: C::"'. QlV ....

'Il~ I UUlJll\lUil1f11lllJ'i~ln'iMU~'II!J~fl11lJfll\ij~\ll1'\.UI11'i'l 'lI\J1f111 \ UUlJ"i:t<llillllltlll'11l1fllll'\Urn'l'l\llfl111J

'" ll;. -I I .... I ... a

~~I'm'\"'II!J~UOYlil~ LYlUlm~'V111lI1lij~1UlI'i In, 'l/lNllll'i1.

CI.' Q,jO ... 'II A t ~ I'" ,v t I '/.,.., ~I A ...... Q;

UIIIIU\illUtl'i~U1Un1''lHU1rn'iUU Lf1!J1'1/!J~fIIl'l/UI1l!JU\Ill~'1 '1111~f1Ti'\ lIlJ'Hn'Yllilil tufNnuuu

I ..: v IiIIo '" t to . A

U\ll\l\iIl'i1JIll"m'H\ll"'IIll~~1U t lnn i t Ia l workflow) "\lII~'II\li1li1mIJ"'il~ m~L\ilU"'il~~1U (Final• •t·... ,. t',", t~,J
'1urn'i'lMU1n1'; i111i1';l1L1:m WI I'lfl';:r,mum'i '1MU'il11'nlU i1~Ylworkflow) (UVl: iln1'v.2539:47)

•
."...1 .,...: Cl:4 " IV I f. 1:\ c=:

U"~'lfl'Ufl1Ii1M1~n"!:'\MIIl\ll'llUllfl!J fl11IJi1~1iI11l 'i1\ll\11 nUI1l011111 'II\l\llijUn1~I\llU'II!J~~1U LUU'\U

I'" .... ~ I '" .... I (V

!JV1~ilU'\MlI 1Jilllllll (Millet.1954:357) IIDI11 fl1'i'\WU1rn'ij!J1~nU\'i\1 ITimly serv i ce )



A fV I t'''' V

OU 'N 1~ (as Quoted in Such i t ra , 1986: 104-129) ~1l1I1lJlJn'I';'\1111';01'imui'fl1l1'1Wl'f'V'V0~, .
~ I Q,I • I I......J" , I . (II J c::~ '91 A I

Il11l1i1 l'IlJl1 \J'i1l:~1"UU~"lII~IlUYllJ'\'l~O\I"ol'nUJll[lll'll'\~UflLlI\llNinlU~flflil 01'j'1",I"fll';'\~lmU1!J. ,
.... Cl.I I tI IQ;O I .. ~ J J

~lU'V1N'ii[J~1l1'll lLLil1l:'\IJl'lUl'Illfl11IJ~INfll'i'VIl~'J'i:;'ll1"U Ullml1flUU \I'; 11\1 liil::: fliH \I\il'i (Brown
•

,Q.I A~ t/ .... , t, ....

and COli Iter. 1983: 50-58 I mr:n mLItJ'I\lU~l'li'fl1J1'1ilYlUlfl'iOl fl1')lJYI~1'IWHI\llIlfl1'1'1lIm\ll'i'Vll~

A fV = '" fV ~"J. I "" • '" (II J d ~
lJ'Ifl1'iU\IlIDl\JIl'lU\l\l~l'lMNll9\Ofl111lVNYlIl'\'l'llIl~tJ'iIl'll1'llU l'llU \Ill! m1llWltlllM (2535: 103) ums

" Cit . I "J
flfltlll'1lJ'h fll'iWwlfl1'i'l~tJ~I11'i,iU~'LtJU~il~'V~~'\1~ll)~'lfll'i'\,m~IU~,nm;"ml'l"~llJ 1"'~~l'l~'llJ, ,

" oJ 0$... 0 n" .... I ....,{ ....v lV (I

'\Il\l'il:fll'1\1\l~f1f111 fll'iUll1111l'lfl'\U'\iltJlJl'\ 'll illl'll'llU fl1'i'\ 'll Lf1'iil'!t)f)\lI. ~u,wrlUlJ\Il (NTh!) 111:'"

'I W01'i;tJl'llfl L~U\I;lJfll'iillJU L~U~Uii'\1I1~1IJ L;''11: LlilJ\J~U\llIlUh,j'l 01ldilJlJiI'!l'l11'1U') fl'i~ 1ftUi'f1ll L~U
•

"ltJ I,jU L1(11 fl'ilililltl \lfl1l1fl'i iilllltJ"ilillUlilll~ lI;lJ IdjLI~nl'1~I'l'.J1'!Ll1~il~'\~'\Ufll"i'l.~tJ; fl1'1'l1~,
.... IU tI .... c=::: .., t' J Q,; ....

'l\i1l\llUlflU fll''1l1\J'iOl''ifli'fllJl'iUi'fUi'f~M111 ,"IL ~U1"l~ (One-stop serv ice) '1l~~INlIlJIIU1ft~, , ,
I " ~. I 'V 0

'II11~ H LLfl1LI~~ 12539: 18l l'lO1l1111 'illtJlJ'il'llOl'i'll'lU\Ilil~l'llJl'l1Ufl'll:'J1Iml'im'!lUlIlIl:ililntllJ\J,
o ... I Jre.e. v I 'V~ or. AI

fl1'i"'~lU1i'fU'IlIlJlllOO'il:tJ1Url1'il'lIJlllllfJ'VUlilllllll(ll:'\"11(11U1U U11llJllfmml'\lIll'\lI'11Ul'luUi'lUMmll

''''1~liJutJ;nl'iLLtJtJLii\llIi'f~1l 111 Il\llL~V1 ~'U'V1N~lU~'''i''\1 .lfJfl1';~f1t11'11lJ~ '1"il:;U t~UlJi'flJlJ'itil. , .
.. "" ~"'" A ~~,e:. t'A

(2531) 'I U L"i!l ~ fll1lJYI~Ylll'lIl'V!l~tJ"il:1l1'llUl'llJ91!ln'il:tJ1Ufll'1U\Il\j"i'iIJll'l.1H 11\111 f11'i'l ",J';rJ1'1'!l~,
I oIIl ~ c:: :: Cl:.r. IV ~ \\I • \\I rio lJ ....

\lll1U~lUU~""lJl'l1~1l11\11l'l1 tJu"ltJmlJ'l/Ul'lilU'i 1Vlt ..1Ull U\l t tJum IL\l'l'i'flf1lljl1fl1'\ lIlJ'l'l:'lll'llUI fl('lft11lJ,
Y;~Ylll'l~,;; I~U I ~Vl;;U "lU'II~~f11'1flf1lnol'l1rh lll\lln mh ~lI~~'VlJ~fl'jl:1J1UfI'1'ifl~\j"i'ilJl'l1 ~illl1Jl 'I/!J~

•
I , <t: Q IV ... 1lI rI C:n • ,. c: IV \\I ,

"ll'lU"llJ111ll: LlJU \IIl'i111 llUfll' Rll1 lI'ill 'i 11ll'ltlm nt\illnllJill'111111\IiltJi'I';';'I1lJ\I~lJI.L 'I ll'lllJ'!'lIlllU1£J
• •

..l • Itt , •., ,..... ,.,: 11 ~

~lU 'NtJ'iIl'll1'llUi'f1U'I\IQI 1'I11~fl1'1'htlJf11'jtL!I'\'II'J"ilJlJH 'i~u I"Ym:l)fn~£J~'~"flll1'iROlnl'm~ fl111!,
... I ,. .... 0 A I I \\I

VNYlll'lIl'V1NtJ'III'll1'llUl'IlJf11"i'l\llJ"i1l1H1U\llI'i1. 'II11~ \lVI: 1ll'l1'W (25391 WlJ11 fl111J,H1lJ~m'lllJo,j
•

t, ... 0 I'''' 'Ill' '" enreu1Ufll'1'1lItJ"ifl1'i'llIl~m'l'111 i'I~N(I~!lft11IJ1NYlU'1..'1Jll~tJ'i!:1l1'llUN'l'lJlmn'l'.')!lm 'i111 9.111. '11lilfl!l~
~,

\\I Q III I d'" , ........ I IV

tJlll'IIl 01'1911'1 'l IlUft'l'tJl (I lI"i6ll'i~ Ll'lYlI'"111rl'i f1ill1TlIl fJ~ll'il:lJ1Uf11"'i'hIl11'i'hnl'l'fll'WTl11IJTl,H)'!\Il1
•

: q c:c~ ". #t • " .... 0 1:. t 0.' 0.'

III f1'VU 1YIV~'\91 \J'jl:~1'llUflU~Ill:lJft11lITNWI'l.l'Iufll"i'1.lIll'ifl1'1~ lU\II151 ,1111 ll'lJULYI1UlUlill:V ~ i'fUl/111ll1,
,,"'11I IV ... t. • ell ~ c.: rl I ,. Nn.> ~ •

'\ lIlJfll'ill91fl"t'i'1lJfll'itJ'ifll'1'llot"i1lJlJ£1 III 1l~11 ~V1IIl/lJ llJ~ 111'l'\l '1l'!\l~:'111[1'llI~lUlli.10~Ml!111l:l'\1fl
~ .
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0,,90" """ ",,"" "" ...... Q; I

till sum ~1iI1UVlt11i10'S'SlJ'IIINN'IMIJ'S 01' IlliYlIl1'0I11l~ IJflilOll1l'l i101llllt Yl1 m ~0l'LLi'flihllJlJO
v ,

Q; ............ ,,~o "" A I "fV "" .... t."
liIi1lJIiIIlUilOWlli 01'StltI\l9l1il1"lIN lll1l1U1n\ll1'S11lN'lMIl'l'01 'SIiIlJtI'Sli1mlU'IU!I'llWN'l"IJIJ'SO1'SM'l"lJilOt11 Ltlu

v ""

tI :"os,.. " ... t' .., <)

L1 LIJlJ'S (Weber .1946) 'If'lMLlIU11YmIil0'S'l"lJ'IU01''IMIJ'S01'.lJ~'Il1'l'1'1ffn'l"l)li\lllJ~0'l"I:m

lllJlJ,ufi1,j~ii~911Uflflil i~lllialJ';;11 LiJUYltl~fI'j'l"lJ01'l"'1~1J;01'l"~tI'l:~n1iml'l uae LtlUtI'I:'lU'll~~lJ
•

oJ I ~ ""OIoIIil, _Of 0" I 4.J ,J t., tt to
tI'l"li'lf1'1fUlJ10ni'f1il 'lIilUlJ~nlll:UQlJIiI~1ULIJUMilO'l\llU'lJllJ1l'l'lJ~n1UlJ1LOU1'1llJ~ tI'l"I:'111'11UYlOflUliIlJ~'\Il. . ,
U ..... I I....... tV t/,J n IV 4 "... "" I' "" t'
'SUfI1'l"tlQlJIiIOtl1~l n1 I nUlJOUIiI1lJMilO l,oanm I MlJOU'I OU 'Il~i'flJ\Ilflil'NOlJUU'HI\Il'lu01'l"'lMIJ'S01''\U\Il1U

.. ."... d...... e (If I' CloClJ'A """ .".

i'f1tl1'W:: 'IllJ~ lJill i11i1 (Mi 11et • 1954) YI11 '\UO'SOilM1Il01'l"0I1IIlU1flUIl11 \lUIiIIl<lI!lJIJIiI'luIIOtlllltn'tll
•. ~

LlliIMn~ou

'" .. ""1Ilo ........ JAl " .... 10 d
'1Ul'SlJ~ YltlIll0'S'l"lJ'IllJ~N'IMIl'l"fl1'S Il1flNil01'SflflW11IlUYllflU1'1llJ<lOU~1UIll1'S11l'lllJ~ 1J'S11U

"
d I Q,jO "" ......... 11.' 0 I ~

uae flil LIiIO'S (Brown and cou Iter. 1983) YlII11 i1fll1lll::fl1'l"IJ~1lJ1iI1'l1'111N\IIl'S 1IlliIlJ1J'lI:'If1'1fU L\lU
"

IV W .". IV .. ,,0.0 ~ lV#\ • 0:".1" c::
1l1lIlU'ni'f1f11l1 U1M1fltl'lI:'Il1'1fU'\Il'lU01'l'lJt\lJliliJlJ1<1l<llJlJl\1'Illill: Ill"'11\lll1Jfl111J l1JlJlJ1'n'S l MIlllOl MIl'll)

" Of....... I e\o.tA t. rl iO I": "... ,

llil1t1'1:'Il1'1lUOlll:lJfl11lJl'1<1l'llJ'IllliIlJ01'S~JIiIMU1'n'lllJ~\Il1'S11l'llilulnl'l11:IlU1<IU<lfl1'l"'\IiI'U01'SllJ1'l1l'\i'f

~ I. .." J" " ""
LIJUlJU1~1iI1110 lIl1M1l1Y1N'IMlI'S01, (as Quoted in Suchi t ra , 1986: 115) 1l1lI:NilII1001'1)'SI:'IflJ

v ,

_." .d .... ..1 .... 0:;,." .. ,40<

U1U1'1l11i111\1l1UIl''iU1U'S'i~U1~'1'1l01'S'ntl'1:1Ylfli'f1L\IlUYltI'iI:'Il~fll1lJlMUl'llJ~liIlJ~OU11fl'iYltl1'110~•
.. oS .... " «. -' " ... " ..... d ....

tI'SI:'Il1'1lUllli I nlil'llUOU'Il1'S1'1lfn'l0IillJ LlJlJ '111'1'1101'i lJflOIiIOl1lll::"IlJ<lfll1IJ'lllJi'fIilUIiIH'tlIiIHlJ1 IJfl11lJ
•

I lV ...... ., " .... Q; ""OV '''''' .., •

lfl'l<lfl'i\ll'lUn1'IUJt/9l\llU\IIllJ~MlJ1U nlUUU"IlJlI<lflU1UUllill:lI'S'l"IJ1U1'l'0I fll1lJ'lJU'ilJfll1lJ'UNIiI'IllJlJ..
.. .., " I ....." " J. ... ~

'IUNM1U mOlJ'nIlt:'lM1l'il:'Il1'1lU\ll'S11l11lJUlJu I i'flJlJlJfl11lJ I 'IlU1'1f1o.tlUIIU111 uae lJfl11JJllllllJ111'i llilli
v

cr: ....... ... ... ",~ ... Q; .... 'V t. ~

L\JUlJ\Il'inUnOflUllill:LlJlJtI'it:'Il1'1lULO~ftl1lJL'lflJlJ1lfl'i'nfi1~U~1Uftil'n' ftlJ '1'S1'1ln1'Sllillftl1lJfl1'n~1• •
I • ... "'" :. '9 <II

IiIlJ'SI:UIJ'i''Il01'S nlll:\ll\ll1il1lJU1 (tI'~i'f'ntl ~1'~'IlU.2537)

....... 0lIl. ~ I .... "'* to... ¢ Qt'

IJml\ll0'i'SlJ'nlJ<lMiIlI1~1U'IIll~IiIUIlJ~IlULl'lUIl ll1ilI:fl1U<lINft11lJliIlJ<101'S'IIIl<ll'l'lfllJ 1l1lI:lJ'lI:'Il1'1lU LtlUllilO. -:: ... J. ...... " ;.' ...... ~ t. It ~t. 1O... ..,

~1l01l10UU l11WflOIil ~'S\IlWUtl (2536) Oil1111 01'i'\MU'01'1l1~1'OIl:UU 11l1\IU1'nN'lIu'Sn1'iU~
t. ~
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'V ... 0 ""0 <I' ,,"'.... I' rl .. ,. " ....
1Il!J ~V\Illl!Jnl'l'!J 1 U1Vfl11lJtlt m n'lUnl'l''lWU!JlJililIJN'l'IJIJ'l' 111'l''\ lUI1111'li'f1't lW fI~ 1f1~::m"\1m1'l"\1-I111 In'i. . ,
t • '" "lVC/f " ,. IV'" " IV lId,.. eot N d c-: I

UU'l'1\1l1 'l'1~Ullil1 U~ LlJunl"SIl"S1~tl11lJl ~1'I\liJU\ll"S1lJflU'\f1iJfI\Il'lU "'l'lm 1"i::1'l'ltl (2538) 11IU11

" 0 CIt J ~ .... Itft .4... ... '" 'v J .... Art" '"
iJ~tl\l'l'l: fliJ\llllfll\J'll~"l:'\I1\1l1I1UlJ'\\IllJfl\l'H~fl1'l'lIMfltliJ I 'l'iJ~~iJ~tl11ll'lliJ"\lI(Ji'f""ill 'll~Nilfl1'Jt1f1tJ1IJUUlI

, .
I .."" .. ., ,,~ ... .,:. IV J h A Q'A I' rl q:: ~ 0 <V rl. II

1'1 mm I ;)111U1nN'llIIJ"Sfll'JlJtl'lllJ'll!Jll~IUlI"'S1Il \IlH'\'JI'l'l'~lJT\UIl1'SllfJlJ\I111lnn I\l1liHl11 ffiPl'1I111'11l. ,
A A" I '" " II ..I •• .... Cl.'A "" I '" '1,

lJ'S::'Il1'1lU I nfltl11lJll1tlruJ'l IlLlill:1'N1'liJ'lIlI'l!J\I1') IlllllU1nNU~tl\l1~lU Llill:!J'IiHNil\l1iJ I\IIN'\tlll'lllU,U~1U
• •

.= ~ c/o.-" q" (Ii ,. "I' I " 0
UiJfllllnUNllfll"S"ntll~lH 1'l~'lIl1u9I M\I1'SLlfl1 (2529) u~'\\il'l1l~iJl1'l'lJ11'Vl'S1'1l111'l'\I11'l'11l,

d ... 41", II .I" I ..Ii <V f/" IV IV It'J... lOti 4; A "'"

ntJ.QI.J\I111U1nmUtl11lJ I !Jl'l1l'll1 'l101l9lU lJlJUllUl.1lJvtUllnlil "t'll1UnTI1Nl\rlllfl11~1'HINIil'lliJlJ L1Iu,\Ill'11tJ,
... ".... I ~ I ,.. I ..Ii 1I1 0' ""

tl11lJ'l'ltJ'SU '\\il"S\lfl1'l'llUlJllUUIl1 flnfl~1tJ LlJU!JtJ 1 '11il IIltH\I!J~1il1tJ~1U'lliJ-l I.iJfl'l!tJ lI1t\\liJlJ (2535), ,

;~nlfl1'l'~mn1'l\l11 1I1n~1'l'1,,~j~lIU1~lJfjl ~1Il'S ~'\ \II'lHlJl 'I tltl11lJ I ~\l1i1'SlJfitJll'jl:'Il1'1l\l'\~iltJ1."h
, .

.. ... .I", Qi...l... 'V I . ri... •Cl: .' <I' d..... 4; tJ
lJl:"lJn 1I'l'!J Ill!Jnn'l'nlJnn'll~llil1!JlJllntl\ll1~'l '\IiJ~~l\ltuliJUfl"l: Lmin ~il~'l1J'\1il nil!: i'f')1Ill\l fl\ln'tW

'" , 11 ~

to ", I . I ""IVA II.J 0 0'

IlIll:fIlllI: (2536) '\f111"SlJ11 fl11lJ L!Jl"\Il'li'f'l \lfl1'itll;lI.JlIlllU1n~iN\Il1'l'11l unerrrs fl'it 1l1UiJTU1lliJfn-l,

.I ... ~ 'II c: I ,. IV 0- d tlo 0 ~
'lu'lIlIl::n lJ"Sl:'IlV IlJUlJl'flJIJ'l'lll (2531) LllU11 fl1'ilJlI\l)/lJi'fIJVllIIi '1lffllILU::U1 IL"!:!JIi\l1tJ,. .

~ ~ WV~ ~ w~ • ~«j • ~ ~ v 't ~", ,. A

'\IiJtl~i'fv'lllN'iIJIJ'l'nl'l',\{il'ilJfI'l'llJ!lfJ Li'flJiJ f11 tJUINtllJ'St f1mJi'flflQj tl11l111Ul\lN'\ lllJ'l'fI1'l"\urneinums•• •
.. .,... NA ~. '" t>",

VIll1!"S"SlJm~!JlllJ1'!J~'\nU9IO~lJUiJflll1 nu lJV'Ij iJm'iu (2539) tlflti1VllJ111'll)lllfl'l''SlJ'I\lfll'l''IlllJ'l'fl1'l', ,
~ w ~ 0 Cl( 0' ~ ~ '.:0=11I ~ It ,. ~ ,~ ~'" '" I

'VlJ-llllll1Uln9l1"S11l LIJUlJ""vnlJ~'Il11~'Sl:liltltl11lJ1'l~1'liJ'\Il~iJ~lJ'l't"''ll\l'Ir,II,lJ\liJln-l1il IL"t lJilflli1'llilllliJ

,. IV'" ~::.. . ~ ~ 9' '" "'0. h
fl11lJ1'l~Yill'\Il'lU"S::\Il\Ill~1111\ll 'l\lIJ'S'l'\ll1911\I\J'S'MlIlJ\ll'\U11"l: I tl\ll 'l'!J-l 'iC\ltlll'l'l"11l1J'ifI1'l'n'lllillll\lll'iiJ

~ ,
• 'I<' W .. '" d." t. '" tI tI,.I. G.

tl11lJflll!J-l9l1 ~iJ~fl'l'l:\I1\lfl1 'S'llllJ"S111 'i 'i f1(J1'll)lIlfl'i'SlJfllJ~ I \lu'IUrrm 'Illl';rn'i 'IIiJ~ I..111\11111'11'i 1'\l Il~\,
«~ ~~.. A ~

L\JU\ll1lLtJ':inlJ!Jnll1'lilll~ntl\ll
~ ,

'" ... IV'" V 0 It I ~ <l..t ,). rlH • """J .:'#t
Vlqlllfl"IJ'\\lfll'tlI;)lJ9I~lU'\ID ~'111 'l'I'll rns \Ill 'S'lll Il~\l11ll: L\JUlH IllJtllJfl11lJl11 flqpNl: tH'Il\l~

~ #t if Cf .... ,,"'. IV rl '.. ri 0, I

'l'~liItJtl11mN1'llJ'lll'iJ~tJ':il:'Il1'1lU'\\lllllUiJV 1 -llil "'Ij LlIU'\lil'llfl'jl:lll'fi'f~tlll I flll'.lil1lfllllJ 11lillJ'li'l;l1f1'61I1l!J

" ,.l ~ "'. IV., 0 ... :: 1: J I c:-:
1ll1'l'11l'\flUIl1U'I'IIlll\IU lJI111'Il9llJl'\l1f11'll)\llfl'i'll'lle~9I1'1l1'l'1'1lfl1'l'9I1'l"" I iJ~ I tliJ\IlNl1\l 'll-li'f1UlI1flfllll:, '

!JiJnlJl'1UfllYiilUllVllllJiJ
~
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... .... Go' Q.O Q.O I .. ...1""11 !1 .. ow .... A 0.. Q> t'
'11-4UOO 11lUO\l1mJ~'llJ9N Oil11'V1-491Un'l9l1JrI11"n1l11'lULL il:::IJNiHI111 '1U l'fUlJl'fUULLil1 'I Un1';•
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