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Abstract 

The purpose of this research is to study the professional practice of public 

relations in Thailand using James E. Grunig's four models of public relations as the 

conceptual framework. The results of this research provide a clearer understanding of 

the status of public relations practice based on : 1. the press agent/publicity model, 2. 

the public-information model, 3. the two-way asymmetric model, 4. the two-way 

symmetric model. For qualitative research, key informants were recruited among 24 PR 

practitioners and the survey samples for quantitative research were 182 PR practitioners 

from the private and public sectors including non-profit organizations. 

The study has shown that public relations practitioners in each type of 

organization in Thailand have more or less practiced every stage of the 4 public 

relations mode/. In the private sector, the two-way symmetric model was most practiced, 

followed by the two-way asymmetric model and the public-information model 

respectively. In the government sector and non-profit organizations, the public­

information model was most practiced, followed by the two-way symmetric model and 

the two-way asymmetric model respectively. The press agent/publicity model was 

practiced least in every sector. Moreover, the two-way asymmetric and the two-way 

symmetric models were practiced more in the private sector than in the government 

sector, including state enterprises, demonstrating that the private sector is more 

concerned about establishing and maintaining a good relationship between an 

organization and its stakeholders in terms of mutual satisfaction. For this reason, 

information seeking tools such as public partiCipation and opinion surveys are seen to 

be the choice of the private sector to establish a positive attitude and mutual satisfaction 

of stakeholders for their organization's performance. Meanwhile the practitioners in the 

government sector, state enterprises and non-profit organizations devote most of their 

efforts to promoting their organizations to control public attitude and behavior rather 

than create mutual satisfaction as practiced the private sector. 
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~U LL UU LL'i.'l:;';j l'IIJ-J'W 1 n1 J'"lJll'l ~U LL U1Jn 1 J'UD U~'l1'WU J':;'l!1 ~lJ ~'Wi~ Ln c;J; 'WfOl1''l ;'lfOl :;vhL ,x Ln c;J 

fOI 'J 1lJ L-if1LfOl ~'l ~ ru ~m~t ru:; LL'i.'l:;U J':;~ 'V1 fi Jl1 'VlL 'W n 1 J'UDU~'l1 'W1Il1lJ LLJJ LL U U LLIIi'i.'l:;u J':; LJl 'V1 ; 'l 

~1lJ1 J'(lil1lJ1 H dJ'WLL 'W'J'V11'lL'Wn1J'uD~'l1 'WL ~llL,xLn c;JUJ'~~'V1fiJl1 'Vl LL'i.'l:;UJ':;~'V1fi~'i.'l~~~~ c;J 

"lJll'lll'l r1nJ' 

~1 VI fu n1 J'~ nl11 LLl-i LLU U n1 J'UDU~'l1 'W UJ':;'l!1~lJ~'Wiv'hL,x,rn ';j'l!1 n1 J'Vl1ll ~~ IIlll'l n1 J' 

~n111 n1J'tlD~'l1'Wlh~'l!1~lJ~'Wi~1lJ1m L-n1LfOl n1 J'UD~'l1'WUJ'~'l!1 ~lJ~'Wfi1~llth'l~~c;J'J n 

LL'i.'l~ic;JLfOl'WlJ1n~'l;'W ~'lt!'W~'l~,rn';j'l!1 n1 J'~1'Wn1J'lh~'l!1~lJ~'Wi'Vltl1 tl1lJ ~ n111~nl1ru~LL'i.'l~ 

';j1'1lJ-J'W1n1J'"lJll'l~ULLUUn1J'UDU~'l1'Wlh~'l!1~lJ~'Wi L"ll'W Eric Goldman, Cutlip LL'i.'l~ J.E. 

Grunig & Hunt dJ'WIIl'W LL'i.'l~LLJJ LL UU n1J'UDU~'l1'Wlh~'l!1 ~lJ~'Wi~l~¥u n1 J'tllllJfU'Vl~lllJvY'l~ 
n1 J'~ n111';jroi'tlllill Ltill'llJ 1 fOl'W ~'lL 'W UfOl"'l U'W~ll LLJJ LL UlJ n1 J'UD U~'l1 'W UJ' ~'l! 1 ~lJ ~'W€vY'l 4 LL U U 

(four model of public relations) ~ J.E. Grunig & Hunt roi'c;JVh;'WL'WlI rut 1989 

" 
LLJJLLUUn1J'UDu'1i'l1'WUJ'~'l!1~lJ~'Wi;1'l 4 LLUU (four model of public relations) 

L~lJlIl'W~1IJ-J'W1;'WlJ1fOl1 n'l1'W';jroi'tI"lJll'l J. Grunig ~v'h n1J'~1J"JfOl'Vl ~~mJ'lJ n1J'uD~'l1'W"lJll'l,rn 

U D u~ n 1 J' U J' ~ 'l! 1 ~lJ ~'W fit 'W 11 fOI . PI . 1 976 Lc;J tI 'Vl U ~ 1 n 1 J' U D u~ 'l1 'W "lJ ll'l ,rn U D u~ n 1 J' 

UJ'~'l!1~lJ~'Wtf1.-if n1 J'~ll ~ 1J'LLUU'V11'l L~tI'J (one-way communication) LL 'i.'l:; n 1J'~ll~1nLUU~ ll'l 

'V11'l (two-way communication) IIilllJ1 J. Grunig 1~~1IJ-J'W1LL'W'Jf\'J1lJli)c;J~'ln",h'J'Vlu~1n1J' 

UD~'l1'WtlJ'~'l!1~lJ~'W€LLUUll~lJlJ111lJ' (asymmetric) LL'i.'l~~lJlJ111l J' (symmetric) IIilllJ1L'W1l 

1984 J. Grunig LL'i.'l~ Hunt 1~~1IJ-J'W1LL'W'Jf\'J1lJli)c;JLLJJLLUUn1J'UDu'1i'l1'WUJ'~'l!1~lJ~'Wfi1c;JtI 



~ n ~1 n 1 J' lJ lJ U~ ~ 1 'W tJ J' ~"ll1 i '-J ~'W fi1 'W 'tl ~ r1 n J' t?i 1 ~ 1 LL ~ ~ ~ ~ tJ CJ ~ l tJ bb U U n 1 J'tJ lJ U~ ~ 1 'W 
., 

tJJ'~"ll1i'-J~'Wfi'll'tl~'tl~r1mbVi~1,r'WYlU~1 ~ltJbbUUn1J'tJlJU~~1'W 4 ltJbbUU~'tl public/press 

agentry model, public information model, the two-way asymmetrical model bb~~ the two-

way symmetrical model (J .E. Grunig, & LA Grunig, 1995, pp. 287-289) 

'tl1"ln~1'JLVlrJ~~tJl~~1bb~bbuu n1J'tJlJ1.Wi~1'WtJJ'~"ll1i'-J~'Wfi~~ 4 bb UU~ A'J1'-Jbb(;1 n t?i1~ 

(;l1 '-Jt)(;1 f1tJJ'~~~ r1n1 J'tJJ'~"ll1i'-J~'Wfi nJ'J''-J"ll1 ~ 'lI'tl~ n1 J'~'tl~ 1 J' J'tJ bb UUVi1'tl LL UUr.l1 ~'tl~1'Wn1 J' 
, 'IJ 

~'tl~1J' n1J'1-if~1'W~9rJ1'Wn 1J'tJJ'~"ll1i'-J~'Wfi ~1'-J 1 J'f1~ ~tJ'1ru~mj"ru~Vi1'f)ltJ bb lJUn1 J'tJlJ1.Wi (;11 '-J 
., 

LL~bbUUn1J'tJJ'~"ll1i'-J~'Wfilv\r;1~~ (J .E. Grunig, & Hunt, 1989, p. 22) 

Press Agentry/ Publicity ~t)(;1 ~tJJ'~~~ 1"11'Wn1J'tJlJU~~1'Wb~'f) n1 J'L'J.l~ru1"ll'J'Wb~'f) 

(propaganda) 1~~~~'J'Wb~rJ'J.jj''tl~ A~'f)rJ (;l1 '-J LVlrJlfrJfin1J'tn b~'W'f).jj''f) ~~"li1'J~1n~~u'J n b ~'tl 

b u'Wn1 J'~ ,ru~if'W'f)~ r1n J''lI'f)~ (;1'Wb'tl~ 1~1-ifm~u'J 'Wn1J'~9rJ'-J11-if1'Wn1 J'tJlJ U~~1'WtJJ'~"ll1 i'-J V/'Wfi 

Public Information ~t)(;1~tJJ'~~~ rn'Wn1J'tJlJ1.Wi~1'Wb~'f) nlJ'bCJmb ~i.jj''tl~~"li1'J~1J''lI'tl~ 

'f)~ r1nJ'1~~~~'J'Wb~m-ii'f)~ fu'VlJ'1U LVlrJ n 1J'U 1 b~'W'f)-ii'tl'-J ~"li1'J~ 1J'~ ~ l"I'Jl '-J fI n!1f'tl~ bb~ ~bu'Wn ~1~ 
'" "" 

SI '" I I '" I 

vl~~~ bU1Vi ).J1m YI'tll ~~ij~'J'WbnrJ'J-ii'tl~ bVi ~1tlijvlPl'WI"I~Yi~ Vi1'tlrJ'tl'-Jfu Vi1'tltJlJu~ (;1l'-J 1"I'J1'-J 

m VlVit)~'lI'tl~'tl~ r1m n1J'~ 'tl ~1 J'~U1'-J11-if~~ bu'Wn1J'~'tl~1J'1 'WJ'tJ bb UU'lI'tl~ n1J'~'tl ~1nbUU'Vl1~ 
" 

b~rJ'J (one-way communication) ~n"l~1~~(?I(;l1'-JVi1'tlfU~~CJ~(;1'tlun~u (feed back) "l1n~fu 
, ., , 

~ 1J'Vi1'tl~~~'J'WbnrJ'J.jj''f)~ ~¥'tl'-Jn'Wil~nl~1-ifn1 J'~9rJ b~'tlU1'-J11-if1 'Wnl J'tJBU~~1'WtJJ'~"ll1i'-Jv/'Wfi 

The Two-Way Asymmetric Model dJ'Wbb~bbuun1J'tJJ'~"llli'-J~'Wfi~ij.r(;1~tJJ'~~~r1b~'tl 

nl J'~ ¥1~'-J~ i'J'-J n'WJ'~Vi ~ 1~'tl~ r1mbb~ ~~ln1 J' ru"ll'W bbt?i'tl~ r1m~~ b'!J'Wl'Wn1 J'L '!J'-J'!J1'J 1"l1 ~. 
~1n1J'ru"ll'WLflVl'-J ~Vi1'f) m 1 '-Jl~ nljnflVlI"I~'tlrJ (;l1'-JVi1'tltJlJ~ 1'l1 '-J~'tl~ r1n J'!1f'tl~ n1J' ,rntJlJu~ n1 J' 

tJJ'~"ll1i'-J~'WtP-i~r.l1 bu'W!1f'tl~ l-ifn1 J'~9rJ b~'tl~mj"lvlPl'WA ~ bb~ ~~ ~~ n J'J''-J'lI'tl~ ~~~'J'Wb~m-ii'f)~~~ 

t?i'tl'tl~r1nJ' b~'tlUl'-J1Hl'Wn1J''J1~ bLCJ'Wn1J'~'tl~1 J' ~~'"l ~u11tJ~ n1J'L '!J'-J'!Jl'J 1'"l1~~1n1J'ru"ll'WLn VI 
" 

1"I'J1'-J!~ nA~'tlrJI'l1'-J bb~ :;tJBuj 1'l1'-J~'tl~ r1mAl VlVi.r~ LL~:;~ n1J'~9rJ L~'tltJJ':; L~'WtJJ':;~'Vlfil)l~ LL~~ 
, ., 

tJJ':;~'Vlfi CJ~1'Wn 1 J'tJJ'~"ll1 i '-J~'WfiLYI'tlU1 '-J1 tJ futJ J'~ bL n1'll1~n1 J'tJJ'~"lll~'-J v/'Wfi,r'W~l '-J1 J'f1 L'!J'-J• 

http:tJJ'~"ll1i'-J~'WtP-i~r.l1
http:J'tJlJ1.Wi


iil'J l"lL,x~ii ~ 'J UL~tJ'J-n1.l 'Hn ~ ri'J ll-Ji~ ntln fl ~ ~~1.lUl)~In1mth~l-Jl tJ"JJ1.l'l1.l'l rln J' ~'l~uirn 

Ul) U~ n 1 J'UJ'::'li 1 i l-J-WU 1fr.'i 1 L U U ~1.l'l LU ~L ,xii-rl1.l'l 'Vll'l n lJ'~ 'il ~ lJ'LL UU ~ 'il'l 'Vll'l (two-way 

communication) L~ 'il ~ ~!?Il l-J -n1.l l-J ~91 n e!ii ~ 'J UL~tJ 'J -n1.l'l LL~ ::uJ'::d3u I:.J ~U J':: ~ '1'1 fi Jl TY'/LL~::
" " 

uJ'::~'Vl fil:.J~"JJ'il'l n1J'UljU~'lIUUJ'::'li lil-J~u1f U1.l n91 n~lu~'Ju"JJ'il'l n1J'nTVIU~ULtJUltJ9 ::'::n 

I:.J~ n!J'~~tJ~1~l-J1H1un!J'nl~U~ULtJUltJ LLI:.JUn1J' ~~1.ln9 nJ'J'l-J~9::ill1u~ nlJ'LtJl-J-Wl'J19 
" 

The Two-Way Symmetric Model LUULLlJLLuunlJ'uJ'::'lilil-J-wu1f~1~fUn1J'tJ'ill-JfU~1 

~1 l-J lJ'Cl ill l-J1L-nUni J'uJ'::'lilil-J -WUhl,xLn ~u J'::~ '1'1fi Jl TVi L 'Wni J'ul) ~'lIU"JJ1.l'l1.l'l rlnJ'l-J1 n n~1 

LLlJ LL UU~'W1 L~tJ ulJ LL uu~iif!?l quJ'::~'l~'Wn! J'U J':;'lil il-J-W'W1fL~'il~¥I'l ri'Jl l-J L -nIL 9~'W~J':;~~1'l 
'el'lrlnm~ :;e!ii~'J'WL~ tJ'J-n'el'l nlJ'~'el~1 J'~ Ln ~~'WLuulJ LL uu n! J'UJ'::'li1 il-J-w'W1fuUU~9 ::iru L'elle!ii 

" " , ~ 

~'J'WLntJ'J-n'el'l u~::~ l-Jl~ nLU'el'l rlnJ'LUUriU L 'Wn~l-J L~tJ'J n'W ~'lirUnlJ'Ul)~'lIUU J'::'lilil-J-WU~'l 

Lijum~'el~~'ell-J U~::I:.J~IUL,x~ii~'J'WL~tJ'J-n'el'l LL~::~l-Jl~ n lu1.l'l rlnJ'L-nIL 9 iivi' PlUri ~ LL~:;Yl ~ ~ nJ'J'~ 

~~1.l~fu ~~'el LuU~tJ'il~ fu~'l n'WLL~ :;n'W irnulju~nI J'U J':;'lili~-W'W1fr.'i1 L uumh'l~'l~9:;~'el'l 

~m~I~~tJ e!ii ~'J'WL~tJ'J-n'el'lLL~:;~ ~1~ nL'W'el'l rlnJ'L,x L -n1l9mh'lnJ':;r.il'l-D~ L~'elill-n'el~~~1~~1 
" " 

nl~'W~'WLtJUltJ LL~:;UI:.JUnlJ'L 'Wni J'~'I L-W'W'lI'W"JJ1.l'l'el'l rln J'L ~'elL,xLn~ri'Jl~ L-n'l191'J~ nUJ':;'\.dl'l~
" , ~ 

ii~'J'WLn tJ'J-n'el'l LL ~ :;~~'I~ n lu'el'l rln J' Yl¥'il~ nuii~1 L UU~'el'l ii nI J'~~!?Il ~UJ':; Li3'W I:.J ~ ri'Jl ~L-nIL9 

~'W~~ 'l n ULL~:; nu J'::~~'I'l ~ii ~ 'J 'W L~ tJ 'J-n'el'l LL~:;~ ~'I ~ n LU'el'l rlnJ'!?I~'el ~ L'J ~ 'I irn ulju~ nl J' 

uJ':;'li 1 i ~-W'W 1fr.'i'l LUU~'el'l Ltl ~L,xii nlJ'~'el~'I J'LL UU n 'I J'ii ulji~ ~ufi~'l n'W LL~:; n U!?I~'el ~ L'J ~'I 

n~I'JA1.l LUUnlJ'~'el~'Imuu~'el'l'Vl'l'l (two-way communication) ~iinlJ'LL~nLu~tJULL~:;ufUr;l'J 
, ~ 

L,x~'el~ ri~'el'l nUL~~'el ~m~HU:;Vl~'I fl'll"JJ'el'lLLlJ LLUuiiA1.l 'el'lrl n J'LL~:;UJ':;'li'l'li'WYltJltJ'I~ LL~'J'l~1 

LLU'J'Vll'lL'Wn!J''el~1'J~ nUL~tJii r\'Jll-J L -nlL9~U~~'l n ULL~ :;n'W n lJ'Ul)~'lIUL'W LLlJ LL UU nlJ'~'el'Cl1 J' 

~'el'l'Vll'l LL UU~~l-J1 r;tJ' (two-way symmetric model) 1~fu nlJ'tJ'el~fU~1 LUUn'l J'Ul)~'lIU 

lh:;'lilil-J~ufi~-rl'Jm~l-JU J':;~ '1'1 fiJl'lYlL'Wn! J'vl'l'l'lU"JJ'el'l'el'l rlnJ'~'I n~'l~U (Grunig; and Grunig, 

1995) 

I:.J~ nlJ'~1 J''J9~ ClIUJl'lYl nlJ'Ulj~'lI'WUJ':;'lilil-J-WUhlUUJ':;L'Vl Pl1'VltJ Lu'W-n'el ~ ~~'I fl'1J lu 

nlJ'LL~ ~'lL,xL~U~w..JU'I nlJ' LL~ :;ri'Jll-J~ 1l-J1J'ClLun lJ'Ul) ~'l'lU~IUnlJ'U J'::'li'l il-J-WUhl,x Ln (i\ 
~ ~ ~ 

UJ':;~'Vlfi Jl'lYl!?lI ~~~n nI J'UJ':;'li 1 i l-J-Wufi ~'liruLU nI J'~~tJ rif'l iJ~~tJ~'llJ'l L-W U~'I J''J9 LL U'J" . 
'I'll 'l n 'I J' ul) 'J~ 'l'lU U J' :; 'li 'I i l-J -WU il1. U U J' :; L '1'1 PI 1 '1'1 tJ L~ 'el LL ~ 'J 'l ~ 'I i ~ ~ 'J U n 1 J' U l) u~ 'lIU 

' " .... I 

UJ':;'li1 i l-J ~Ufi!?ll l-J LLlJ LL ,JU n 1 J'ul) U~'l'lUUJ':;'li 1 i ~ -WUfivi''l 4 LL UU~'l LL ~ ~'l n'l ~w..J U 1 nI J' 

uljU~'lI'WUJ':;'li'li~~ufiLUUJ'::L '1'1 Pl1'VltJ 



1 . 	 L~'el ~ nMILL'W'JYlI'1 nl ~tllJU'1i'11'Wtl~~'lilil-J~'Wfl'Wth~ LYl M1'VltJ 

2. 	 L~ 'el Yl ~1 U i c;) ~ 'J 'W n 1 ~ tllJ U~ '11 'W tl ~ ~ 'II 1 i l-J ~ 'W fi1'W tl ~ :; L Yl M 1 Yl tJ 1'l1l-J LL lJ LL U U '11 'W 

tl~~'lilil-J~'Wfi 4 LLUU'lI'el'1 Grunig 

3. 	 L~'el1~1~-n'el~I'H~tJ'J rlU~ f:l1'WJlI~ LL~~UYlUIYl n 1 ~V)1 LU'W'11'Wtl~~'li1 il-J~'Wfi'el'1 rfm' 

JlI rlf:iiLL~~L'eln'li'W... 
4. 	 ~h'1'i:rl~'1~h'1 ~'lii1 LL~~l-JII'l~1'C;)L~tJ'JrlUnl~1'c;)Ml1'WJlI~ LL~~UYlUIYl1'Wn1~ 

v) 1 L U'W'11'Wtl~~'li lil-J ~'Wfi L~'el~1-n'ell-J~~1~l-J1 H1.'Wnl~~~I'1l-JII'l~~I'W LL~::: Ln ru"Y1vil'11 
~ ... 

L~tJ'J rlU nl~IlI"''WC;)~ f:l1 'WJlI Vi LL~~UYl U IYl1 'W n 1 ~tl~:::'li lil-J ~'W fi1'l1l-J LLlJ LlUU n 1 ~ 
0­

~llU'W'11'W'lI'el'1'el'1rfnn1'1 4 lLlJlLUU 

5. 	 ~h'1Ll'W'J'Vl1'11'Wn1~nl~'Wc;)'W'i:tJUltJ llc.J'W'11'W nl~V)lln'W'11'W ll~::;n'"lnal-Jvil'11 L~'el1~ 

'el'1 rfn~~Il-JI~f:l~Il-J 11-ifdj'WllUUllc.J'W~I~fUn1 ~~1l-J1 tl~::;tJ n1'l1-if1'Wn 1 ~tllJ~'11'Wl~'el1~ 

In c;)tl~::;'i:tJ'liU~'1~ c;) Lln'el'1 rf n ~ 
~ . 

'lh~1t1'lf'Uv1 1011 ~~1'"l~1!Ki''ll 

1. 111 c.J~n1~';jr.rtJ1 tl1-if1'Wn1n1tJ'Wn1~~'el'W~::;~U1fi'lJ 'lJIUrum I'l Ll~::;Uruml?l ~ nMI 

rlru::;nl'VlMMI~l'lf 

2. ~1 c.J~ n 1 ~';jr.rtJ1 tl1-if1 'Wn l~u1n1 ~1~~1mn MI ~1'Wn Iftl~:::'li Iil-J ~'Wfill~::;n1 ~ 

!J n'elU ~l-J ~l'Wn l~tl ~::;'li lil-J~'Wfillnu rl rl ~ ll~ ::;'el'1 rf n ~1'WJlI f\ f:ii ll~::; l'el n'li'W. 	 ... 

"lI'fl'll b"ll (;J"Ll.! n1'i'ij~t1 

n 1~';jr.rtJ1'Wf\f'1~0r.rtJ ~'el'1 nl~~ nMI~ f:l1'WJlI~ nl ~tllJ~'11'W'lI'el'1'el'1 rfn~~~1..r'lJ ll~::;~ 
~ ll'J tJ'11 'Wth::;'li 1 i l-J ~'Wfi'll'el'1 'el'1 rf n ~ ~'1 t!'Wmr.rtJ~ '1 Ln U ~'J U ~'J l-J ']'ell-J ~'"l1 m1ntlnU~'11 'W~ 

~ 	 ~ ~ 

UDU'1i '11 'W1'W'el '1 rf m JlI rlf~/f~';j~1 ~ lh l'eln'li'W ll~::;'el'1 rf m 1lJ~1''1 c.J~ III h/l-J ~nfi~iJ~ll'JtJ'11'W 
~ ~ ~ 	 ~ 

~1'elt;lltJ ~1'el n'el'1tl~~'lilil-J~'W fi lL~::;~~ l,rn'11'W~'1'eltJ1 'W l'll (;1 n N L'Vl~l-J~ 1 'Wrl nl~ ::;ml-J ru'Yl ~ " . 
l~'el1~n1 nnu~'Ju~'J l-J']'el~ ~iJ rl'J1l-J ~ n ~'el'11 'Wn 1 m.N£Ju l~£JU n1 ~UlJ ~'11'W'lI'el'1'el'1 rf n ~ 

W)r.r£J~'1lnU~'JU~'Jl-J-n'ell-J~'"l1 n'el'1 rfn~~iJ~nMru:::~1n~ lf1£J'1 rl'Wfi'el 1'W~ 'J'W'lI'el'1'el'1 rfn~JlI rlf:iil
"" 	 ... 



oQ ....." 

'I..Im~~~'V1 

'fl.:l~n'i ~l-J1tJ1i'l ~t.btJ'l1'W~unU~'l1'W1'W~n'lj'cu:;'11'El'l n1~~lbil'W'l1'W'11'El-.lf~ f~';)~l~n'"l
d.J 01.9 ... 

" " 
b1ln'll'W 'El'l fln~;S M:; 'El'l fln~1l-l~t3''l e-Jfl rl1 h l-Jflilfi 1'Wn1~';)~tJrlf'ltJrl1 ~'WL1l1,xil n1nnU~':lU~':ll-J 

" , ," 
ojJ1ll-Jfl'"ll n'El-.l f'1n Ul1 rlh/f~,;) ~1~ n'"l b1l n'll'W 'El'l fln~;SM:; 'El'l f'1n~1l-l~t3''l e-Jfl rl1 h/l-J flilfiVlilVlvl'l 

~ d d ~ 

>­

~1,j'n'l1'W'ElEi1 'Wb '11(;] n~'l bYlYll-J~l'Wrlnbfl:::ml-J CU"Vlfl b'Vh,j''W" , 

untliJ~n1'itl'i::"lf1i~..,r'l..lfi ~l-J1tJ1i'l ~~ilWW1~fu~L1l'll1lumU~l-J !!Jbbfl ~1-'Ellj~')'W 

~1 ~ClJ1'Wn1 ~rl':lU ~l-J !!J bbfl n1 ~UllU~'ll'WU~:::'lllil-J~'WfiI. 'W'El'l f'1n ~ [11 rlfJ/fJ';)~l ~n'"l b1l n'll'W 

'El'lfln~1l-l~t3''l t.Jfl rl1 h/l-Jflilfi 
" 

'61 bI1'1..1Il1'VW1'itl iJ~-31'1..1 tl 'i::"lf1i~..,r'l..l fi t.UJ1tJ n'l lU bb 1J1J 'vIh) ~cu~n 'lj'CU:;b,l'Vn:; 

'11'fNn1~ullu~'l1'WU~:;'lllil-J~'WfiI.'W'El'lf'1m'~~1l-J1HmU'l'El'Eln1cJlbU'W 4 lUbbUU ~'El 1. n1~ 

bt.JmbYliojJ'f)3Jfl·lh':l~1~ (Press Agentry/Publicity) 2. ojJ'El3Jfl"li1':l~1~~lfi1~CU:; (Public 

Information) 3. n1~~'El~1~~'El'lYl1'lbbUU'f)~l-Jl-J1(;]~ (The two-way asymmetrical model) 4. n1~ 

~'El~1~~'El'lYl1'lbbUU~l-Jl-J1(;]~ (The two-way symmetrical model) 

http:n1~~lbil'W'l1'W'11'El-.lf


..."j 

'l.J 'V1 'V1 2 

'11lJ~~tJ~'e)'1 "~(11lJJ11'V'lnl~u~:;"ll1~).J~lJmlJU~:;LVlPllV1tJ" 0~tJ1J)imLlJ';l~(;) VI~MD ~ 
L~m-if'e)'1).Jl1-nLi:JlJn ~'e)iJ bb lJ';l ~ (;)llJnl ~~~tJ C;)'1e 

1. bblJ';lA(;)J)llJn1~U~:;"lll~).J~lJfi 

2. bLlJ';l~(;)bb~bbiJiJn1~U~:;"lll~).J~lJfi 4 bbiJiJ 

1. LL 'U'J~ ~~1'\m1'itl'i~"1I1i3J-i'U fi 
~ (;) b~').J ~ lJ"JJ 'e) 'I '11lJ U ~:;"ll1 ~).J ~lJ fiLlJ U ~:; bVI PI 1 VI tJ bb ~ :; (;] 1 'I U ~:; bVI PI t (;) tJ b'il. 'V'l1 ~11.1 

~~fj'emI;-n1 n~'1~b~n'e)lJnlJmh'l~~'1n~'e) llJ'e)~(;1t!nu~~"lll~).J~lJfi~~bl'1mUlJl!nmr'l~'e)-wm'f 

).Jl n'e)lJbb VliJ~'1~ lJ C;)'1tilJ 1~~lnl~vll'11lJJ)llJU~~"ll1~).J~lJ fi "f;-'e) n1~L1tJlJn1~~'ellJllJJ)llJe n 

~:;lttml).J~l~'1! nuvin'rt:;llJn1n~tlbb'V'li"Ill';l~l~ Vt1-'e)~b1tJn nlJ~ 1 Publicity ~'11lJJ)llJn1n~tJlJ 
"Ill';l n1n~tJlJ~lJVI~'V'l~,r nl~~~l'1I'1';ll).J~).J~ufiniJ~'el).J';l~"llU ~';l ).J~'1V11'1 J)llJnl~~n'rtl n~n~:;, 

L~tJunl~~'e)lJJ)lunl~U~~"lll~).J~ufibUu~~n 

l!nu~~"lll~).J~ufi~n~'e)b~tJ'IllJ'e)~(;] ~'1 n~, (;) L~).J ~lJ).J 1~ 1 n n l~btlul!n~l!'1~'e)~).Jvr~1-'e) 

vll'11lJJ)lU~t!'1~'el-w).Ji).Jlri'e)U 'ell~ 

Ivy Ledbetter Lee U(;)lbbvi'ln1~u~:;"ll1~).J~ufi~~tJ1Vt~ (A Father of Modern Public 
, 

Relations) 'el~(;]~~'e)"Ill';lVtt!'1~'el~).Ji';l'el~~~(;11V1 (Seitel: 1995, p.33) 
" 

~Vtftj''elb).J1nl ~~'11J)fiJn1~tJmj'el'l~lbUU the first authentic presidential press secretary n 
d.9 " 

btlut!m~tJlJbb~:;iJnn,nfin1~~t!'1~'e)~).Jvr ).Jl~lnf~bI'1U~n~ ).Jln'e)U (Wilcox: 2003, p.31) 
d.9 

Harold Burson bbvi'liJ1,;'VI Burson-Marsteller Dan Edelman bbvi'liJ1,;'VI Edelman 

bb~:; John Hill bbvi'liJ1,;'YI Hill & Knowlton iJl'1l'1~b~~le~';lUbb~';lbb(~iLuu~ri'e)~'1iJ1,;'VI~mnMl. ' " 

1997,p.3) 



" ~'1,r'W '11'W~ l'Wnl :i'U:i':;"llI~l.J~'Wfit 'W'el~ (;l'"l:;1~f1JnI :i'ih ~'W(1\'lI'el1J L'lI (;l'll'el'l'lI'W~I'WnI:i' 

~'el'i'l1 :i'1'W'".l'l LLf)1J L U'Wni nCJmL~i-nl'J'i'lI:i' nI :i''i'l~I'1 ~l.J~'Wfi~~ n1J~'ell.J'J'tl"ll'W nI:i''i'l~I'1 n'"l n:i':i'l.J 

LLU'tl n 1 VllJ L~'el L~tJ n ~'el'l f) 'J 1l.J'i'l'W1'"l ~'1 L'u'Wni :i'~'el'i'lI:i''Vll'1 L~tJ'J Vl1-'el ii en,xril~1 n (1\f)'J 1l.J'lI'el'l nl:i'.., 
" U:i'::::"llI~l.J~'Wfit'WtJf)\l~1 LU'WtJf) "The -public- be- fooled" ~1-'el "The -public- be- damned" 

~'1~l.JltJf)'Jll.J~1 'el'l ri"n :i'~Vi1 nI:i'U:i'::::"llI~l.J~'WfiLL'tl :;,rnU:i':;"llI~l.J~'Wfi 1lJ'i'l'W1'"l~IU:i':;"llI"ll'W'"l::::~ (1\ 

mh'lh 'i'l'W1'"lLL~~1 (;l'WL'el'l ~'el'l nI:i''"l:;1J'eln'el:;hn1JU:i'::::"llI"ll'WLL'tl:;~ (1\~I~'J m'llI'"l:;~'el'l L~'el'eltJl'1~ 

1J'eln dj'WnI:l'LL'i'l(1\'1 ~'1 f)'J 11-11lJ1~h1'Wf)'J 1l.J~'el'l nI :i''lI'el'lU:i':;"llI"ll'WVl1-'el ~1J1-tJl f) LU'W'eltJl'1 ~'1 Vi 11,x 
, .., 

Ln (1\ n'"l n :i':i'l.J n l:i'U :i':;"ll1 ~l.J~'W filJl'1 n'"l n :i':i'l.J ~ 'i'l :;V1'el'W1,xL~'W LL 'W 'J ~ (1\ 1 'Wn l:i'Vi I'll 'W'lI 'el'l,r n 

U:i'::::"llI~l.J~'WfitJf)ri'el'W L"ll'W Press Agentry Vl1-'el Propaganda LU'W~'W 

v1'J 'el tJ 1 'I 'lI 'el 'I n '"l n :i':i' l.J U :i'::::"ll1 ~1-1 ~ 'W fi1 'W ~n 1j' rw:; ~'I n ~ 1 'J 1 ~ LL ri n 1 :i' ~ (1\ n '"l n :i' :i' 1-1 

U:i':;"llI~l.J~'Wfit'W~n1j'rw::;~b~tJn~1 Press Agentry 'lI'el'l Phineas T.Barnum L~ILL'\A'Inl:i'~""tlin 

(master of pseudoevent) (Wilcox: 2003, p.29) ~'1iif)'Jl1-1-nl'W1C1J'eltJl'1~'11'WnI:i''Jl'1LLCJ'W ~'" 
'Uln 'i'l~I'1 LVI(;lnlnu~'!.h~'WL~'W ~'W(;l1 ~'W1'"l L~'el1,x'i'lIl.Jl:i'mU'W~1 (1\ 'IX'J-nl'J 1 'W~U1V1,r'l~'el~l.J;{• 

"I I I 

tJl L'i'l 'W'el-nl'J1'WtJ f),r'W LL 'tl::;Vi 11,x~ f)'WVi n:i':;~1 tJ'eltJ 1 n 1 v)'f)'J l1-1U'W L~'1 ~'W~Vi'"l:;tJ'ell.J L~'el1 'W-1''ell.J'tl. " .., 

, 
n'"lnl:i''lI'el'l P.T.Barnum A'el nI:i'~(1\LL'i'l(1\~'tl:;f):i'~(;l1 f)ru::;'tl::;f):i'~(;l1'l1'el'lb'llliJ~'elL~tJ'I 

l.Jln1'WPI(;l'J:i':i'1j'~ 19 ii~"lll.J'tl::;f):i'~(;l1'l1'el'lL'lIll.Jlnl.JltJ ~'JtJ";)finl:i't~1j'rul LL'tl:;tJlb'i'l'W'el-nl'J'i'lI:i'.., 

" ," 
l.Jln tJl~,rm~tJ'I 15 U'el'WV) P.T.Barnum tJll.Jl'i'l~1'11,""ii~'elb~tJ'I'eltJl'1l.Jln1'WtJf),r'W ~'JtJ• 
";)finl:i'vll'11 ~'1Lb~nI:i'~'1~'el1~lJ1,""n1J Stratton 1,xb~tJn~ltJ -Wl'i'l'W1'"l bb'tl::::'i'l:;V1'el'W1Jf)~n'll'el'lf)'W 
bLf):i'::;~~~1 Tom Thumb ~'1 LU'Wv1'J'tl::::f):i'~ bu'W~H1'WiJm'W~'Wtrl'W'lI'el'l~'1 n ~1j' ~(?l1,""ii nI:i''i'l~I'1 
~'tlrilb~l.J1,""n1J Tom Thumb ~'JtJnI:i'1,x1Jf)f)'tl1'W~'1f)l.Ji'W~'1'l1'el'l~'1n~1j'1v)'ii~1J Tom Thumb 

1'W'Il'Wb~tJ'I~'1M:i'ri"~ii~'WbU'WU:i':;~I~trl'W'lI'el'l L'lI1 bL'tl:;Vil1,x Tom Thumb 1~f1J L~C1J1 ,xb-1'11U 
I I _ ,... I 

Lb'i'l(?l'l1'W~:i'::;:i'I"llr)'1 Lb'tl:; nl:i'Vi1~Lu'W,rmL'i'l"''1Vi1~f1J Lnm~L'll'W\l Vil1,x~'el L~tJ'I'lI'el'l Tom Thumb 

:i'::;u'el1n'tl Lb'tl:;nI m'i'l (?l'l'll'el'l b'lIl1~f1JnI:i'~'el'Wf1J'eltJl'1'el'WVI'W1 ~1 ~'1'"l1 n ~"lll.J'Vl n:i''el1J~'J'Vl n'i'lI:i'~ PI 
, 'U '\ q 



niOln~n-l1.h:::'l11~l-J~'Wfi'l1..l~n~ru::: Press Agentry 'll'el~ P.T.Barnum £J~~,)l-J~~n1miOln 

~')m1iXLLri~'ell-J,)~'l1'WL~'el1iXU~~~'I1 ~'elLL~:::m'el1.J rlf')1~\ 'ih'l1l-J n1~LL~ (P'I~'ll'el~Vi,) n L 'll1 L(P'Ir,Ji~Utl'll'el~ 
n1m~ n L U~tI'WC-J~U~:::LtI'll-W ~~UnU~:::'l11~l-J~'Wfl.'WihiOliJ'Wti'el~1 LiJ'W n1~Cj (P'IiOl~tlD~~l-J'll'el~ n1~, 

Vh~1'W~h'W1.h:::'l11~l-J~'Wfi~,)tI 

~1'1-1fUr'h~1 Propaganda '1-11'el L6J.J~ru1'l1,)'WL~'el ClmJ1l-J11-if'elth~l-J1n1'W~,rtl
" II ", I I 

~~ rlnl-JL~ ni~~'el~ rlf~ LYl'el~~"li1,)~1~VidJ'Wn1~~1~1t1~1t1[;lNn'W-if1l-J n1~t6J.J~ru1'l1,)'WL~'elLU'W 
, ",

n1~~~~1~ViU(P'lLU'el'W tn'l-l n'l-l~'eln~')~ L~ n~~~il'WLLI1i~hM1t1~'W1~fUrl,)1l-J L~tI'I-I1t1 '1-11'el ~1r,1 [;l'W1~ 

u~:::ttl'l1'W1(P'1t1hJ~1tj~~~'I-I~nrl,)1l-JiOl~~ 1Y'W~iOl~~ ~1~1 Propaganda i:J~1n~1'Wrl,)1l-J~(P'ILL~:::
d.9 

I I" I I 

'I-I~nn1~Vi~ViLn(P'l;'W1'WPI[;l')n~Vi 17 Lri'elPl1~'W~mUn1t1h,r'W rl1'Vl'el~rl n1'1-1'W(i'\ "the 

congregatio de propaganda" '1-11'el LL'W,)'Vl1~1 'Wn1 ~~~1~ Plf'VlD111i'elrl~~ l'1Pl1 ~'W1 1'[;lClU~:::~~ rl, 

" I I " 

Plf'Vl D1L'WPl1~'W1 LLI1irl"l 1l-J'I-I l-J1t1'll'el~ r'h ri1l11~L U ~tI'WhJ1'W'Vl1~~u1'W"rl')~ PI [;ln~~Vi 20 l1L'el~ 

(Lattimore :2004, p.22) 

~1iOl:::n ~1,) ~~ n 1 ~U ~:::'l11 ~l-J~'Wfi'll'el~ 1'Vl tiL 'W'el ~ [;l iOl (P'I L~'l-J ~ 'WiOl :::1lJ LL[;l n 11i1~iOl1 n 1 'W, 

~1~1 mr~~'elYil-Jyf LL~:::n1~L6J.J~ru1 L~'W1~iOl1 n n1~~ Ln Lil-Ji:J'I-Iu~ ~'elYil-lVi1'W"rl,)~~'W'll'el~nN, 
" ,

f[;l'WLn~'WVlf ~~LLl1imr~~'eln'l1niOliOl1'WLun~1 mr~~'elYil-Jyfu1~n'eln 1rl'elfL(P'I'elf L1'eltll-J1 LL~:::i:J, 
" " I "" I 

n1 ~~~ t 6J.J~ru1L'WWW~ ~'elYil-l yf~~ LLl1iiJ(P'IU'W LU'W~'Wl-l1 LL~LLl1iml')tI~ 1'W'll'el~ n'l1 n 1 ~Vi ~ n~~;'W LYl'el 

LU'W~'eln~1~1'Wn1~1iX"li1,) 1 ~rl,)1l-JhLriu~:::'l11'l1'W ~,)l-l ~~n1~U'el~n'WLLri1 'llrl"l1l-l L-if1hF4(P'1 L~tI')nU
'IJ 

U~:::LVlPI n~~1~'el~1 n'el~n1~t6J.J~ru1 LL~::: ~1un~1'Wt6J.J~ru1n1~ LL~:::n~l-Jt6J.J~ru1n1~ l-J1Ln'elU 

20 tI ~~1~LU~tI'W~'elLU'W n~l-JU~:::'l11~l-J~'Wfi t(i'\tI~L~'el~1'Wn~~rl~ L,J'W~ n1nc.JmLVii-if'ell-J~"li1,)~1 ~ 
'IJ 

L'W~n ~ru:::~ Lu'Wn1 ~~'el ~ 1 ~Vl1~ L~tI') l-J1 n n ~ 1 n 1 ~~'el~ 1 ~~'el~'Vl1~ '1-11-'el n 1~') 1~ LLC-J'Wn~~ VI fi 

]J~:::'l11~l-J~'Wfi [;l1l-J LL 'W,)~ (i'\ m ~U~:::'l11~l-J~'Wfi~,rtl1'I-IlJ 

~1'1-1fUJ11rl L'eln'l1'W~')'W1m\i mnh:::'l11 ~l-J~'Wfl.'W~rlLL~n1 fi1 iXrl,)1l-l~1~rynun1~ 

Le.JtI LL Vi i"li 1 ')~ 1 nJ 1'W~'ell-l,) ~'l1'WLU'W'I-I~n U mJ ~:::'l11 ~l-J 'I-1'W fl.'W ~ rl ~'W1 iOl:::~ 1'l1'W'I-I ~n L 'W~1 'W 

~'ell-J,)~'l1'W~l-l~'Wfi L~'elLiX"li1,)~1 ~'el~'I-I\'btl~1'W'll'el~ [;l'W1~fumnC-Jr,1 LLViiL'W'I-I,J1'1-1U~~'elYil-Jyfl-J1 n 

~~(P'I hJi:J n1~H~UU~:::l-J1 ru~~1'Wn1~U~:::'l11~l-J'I-1'Wfi Lti'el~iOl1nniOln~~l-JiOl:::~1 n(P'lmhLlJl1'W~1'Wn1~ 
'" 'IJ 

tC-lti LL Vii"li1,) ~~ n1~1-ifL~'W~1-'el'el1 n~~'W~1~ L~'el~ h'l~'Vl~Vi~ nU~'ell-J,)~'l1'WLU'W~'el~~F4 (i'\iOl~tlD~~l-J 



• • • 

~'J'Wnr.:ln),),3J~'Wl L"li'W n""ln)'),3JYlL""'rt (Public Relations Event) n1),L~'rtru1Lh~"ll1~3J~'Wfl '1'l1'1 

~~'il'lH'''1Jlh~3J1 ru~'1 £J'IlaJ r1'iltJ iJ1JV11J1 V13J1 nLVln'il'W1'WU""l""lU'W 
~ . 

fl'J 13J Vl3J 1 tJLL'l1::: ~ 1lJ tJ 13J l?l 'C1 'il Vl""l 'WLL 'W'J;9 Vl L~ tJ'J n1J ~ 1~1 n 1 nh~"ll 1 ~3J~'Wfl iJ 

';'jiOO-J'W1 n1)'tJ 1'J 'W1 'W LL'l1:::iJ n1), L U~tJ 'W LL U 'l1'1l?l 'l1'il Vl L'J 'C11 n 1)'L U~ tJ'WLL U'C1'1 V)'1 n ~:h'J ~ ~Yl'il'W~'1 

~00-J'W1 n1)''ll 'il'l1JV11J1V1'll'il'l n1),U ),~"ll1 ~3J ~'Wfl~iJ !?I'il'il'l rln)' LL'C1 ::;~'1 fl3J (Cutlip, Center and 

Broom :2000,p 2) 1'W~Vlf~'e1L3J1n1 tJfl~'Wfl1~1'l""l?l'J),),'rt~ 191~iJn1)'H'n1),u),~"ll1~3J~'WflLiJ'W
J.9 • 

Lfl1'il'l~'il1 'W n 1)'LLn !?I 1"1~!iT'J L 'il" 'll'il'l ~n'fJ l?l~ 1V1 n),),3J ~~'1 ~ n'll1 Vl'fJ l?l~1V1 n)'),3J VI in !?I 1 'I 1'll'il 'I 
, <­

U),~LV1 "" LU'W~Vi n'il1J LnmL!?Ie.J 'C1,J)'~LtJ"ll oWL on1!iT'J L'il'l L'il1 LmtJ1J ~1J1LJl fl LL'l1 ~fl'W"1 'W fl 'W LVI~1\1iJ 
~ ~ 

~1'W1""l3J1 n LL'C1::;laJ~'Wh~1~1J1LJl fl""l ~L~tJ LmtJ1J L~tJVl1tJ'ilth"h ~~1 r1ru~n'ill?l~ 1V1 n),),l-J LVI~1e 
~ ~ . 

!?I1'11 'll'il'lYl'J n l?l'W ~"Q n!?l'il ~1'W'ilth'l3J1 n""l1 n~nVl~'1~'ilYl3Jlfn~3JVI~'1~V1'WYl ~ ~ n)'),3J V)'1n~1'J 

laJl~ LL'l1~i'J3J~'il n'WL~'il~Vl~mL~~LtJ Vl LU'IYl ~~ n)'),3JLVI~1t!'W ),'J3J~'1V1tl'JtJ'I1'W),1"ll n1 ),~Ylmm 3J 

I '" " '" 

'il'il n n!)Vl3J 1 tJ L~ 'il~Vl n1 )'n1J n ~ 3J1J fl fl ~ LVI ~1 \1 LL 'W'J;9 VlV11'1 n1 ),U),:::"ll1~3J~'Wfl'll 'il'l fl 'Wn ~ 3J\1iJ~'W 

L~'il n1),~ ¥1'1 ~ V1 ~Yl ~ V11'1 fl'J 13J;9 Vl1~~1 fi 1 HU"ll'WiJ fl'J 1l-J L~ 'ilL'W"ll1 'J~1 )'on'il3J~ e:J 1 tJ l?l 'WL ~ tI'I e:! 1tJ 
~ 

inLVltl Vanderbilt LiJ'W~¥~nn'W~1 LiJ'WtJfl Vanderbilt's the public-be-damned philosophy 
~ . 

~'1V13J1t1 ~'1 n1)'hj~'W1""l~1~1 fi1HU"ll'W""l ::;9 Vl'ilti1'1h Vl1'e1 Ln Vle.J ~ n ),:::V11J'il~h""l1 n'li 1'J~ 1nL~ ~ 

Yl~~n)'),3J'1l'e1'1l?l'W 

LL'W'J;9VlV)'1n~1'J~'e1LU'Wn1),~'il~1J'Yl1'1L~m Vl1'e1~ Cutlip L1tJn~1 One-way persuasive 

fl1~ (George Creel) LU'W,J)':::fi1'W iJ~ Vl~'1V13J1t1~""l:::1~U),~"ll1"ll'W~~1J~~'Wf,J1J 1~1'Wn1)'Vi1 

~'1fl),13J LVltl n1 J'Vi1 n1),L~'rtru1"Jl'J'WL~'e1 lu~'JuJ'~LV1 "" fl ru~ n)'J'3J n1),"llVle~~n n'Wl 'W'W13J "The 
• 'IJ 

<­

Creel Committee" LL~~nJ'),3J n1),VI~1 tI fl'Wl'W"ll Vl\1!?1'il3J11~n 'l11t1 Lu'W~nU),~"ll1~3J~'Wfltl fl1Jn Lun 

m~f1J n1 )'t1'ill-Jf1J'e1ti 1'1 n~1'1'1l'J 1'1 VI~"1'Wt!'Wl~LLri Edward 8ernays ~'1""l ~1~n~1'J ~,,1 'W 
~ 

J'1tJ~~L~t1 Vl!?l'illu 'W'il n""l1 nt!'W LL'W'J ;9(111'Wn1),Le.JmLYli'li1'J~1),V11"L~mv)"n~1'Je £J" Lu'Wnn,J1'W 

fl'J13J f1(111'Wn1J'Vi 1,J),~"ll1~3J~'W€t'Win'rtru~~ cr-t1n~1 Publicity ~"lJ~ Vl~"1I3J1 tI~""l:::~¥1"~V1~Yl~ 
V11'1fl'J13J f1Vl n1J~~'Wl'Wtlflt!'WLL~:::1'WL'J 'l11!?1'il3J1 

'IJ • 



" 
LL'W,) f),)1:J..J ~"'n1~U~~'1l1~:J..J'\'~\~fit'W~f)iJ'W 1~f),)1:J..J~ 1 ~'1J nUn1~~'l11OJ (persuasion) U~~ 

1 " .1 %'" or, "" 1 ""... 1" d '" .JIOJ~ ~f),)1:J..J~:J..J1t1"lJ'el'ln1~1J~~'1l1·tl:J..JYI'Wn,)1f),£ln1~~'l IOJ ~~'el'1ln~'l ~f)'WL'1l'elLL~~f)"'m:J..JVlL~1 

vl'el'ln1~~'l U'W,) f)') 1 :J..J~'" L"1l'W~rJ'l ~hL~ ~1-ifn'W'elU:J..J1 n 1 'WUlOJIOJU'W.. . 
'elu1'lhn~ u'W,)~"'n1~U~~'1l1~:J..J~'Wtfl~~h~·W-I'W1 n1~~ n f)f'l~,m(;i~'l f)~1:J..J 'l~ n f)f'l~2 dJ'W 

vl'W:J..J1 'l"'tI ij ~1\ltl1:J..J L~:J..J L~:J..J L~tI') nu n1 ~~'el~1~~'el'lVl1'l (two-way communication) LL~ ~ 
" ,

f),)1:J..J~:J..J~'Wfi (relationships) ~,):J..J11'l~1~1 reciprocal, mutual, and between ;'lLL~"''l1~L~'W~'l 

~W-I'W1 n1 ~Vl1'l f)') 1:J..J ~ '" L~m nuww1~"lJ'el'l n1~U~~'1l1~:J..J~'W fi LL 'W,) ~ '" n1~U~~'1l1~:J..J~'W ~'l Lil'W 

f),)1:J..J~1~'1J"lJ'el'lu5mtl1tn'elun~u n1~~'el~1~~'el'lVl1'l ~'l n~1') U~1 nfJ 1 ~L~'W1'W~1\ltl1:J..J ~1~1 
n1~U~~'1l1~:J..J~'Wfi IOJ1n 

Webster's Third New International Dictionary 

"The art or science of developing reciprocal understanding and good will" 

~'l~:J..J1t1 f),)1:J..J~1 P11~ tnf~1'el ~ ~,J~1'Wn1~~~1'l f),)1:J..J L-n111OJ LL~~f),)1:J..J~~ n~~"lJ'el'l,r'lMl'l ~1t1.. 

The British Institute of Public Relations 

"an effort to establish and maintain "mutual understanding between an 

organization and its publics" ~'l~:J..J1t1f),)1:J..J~1 ~il1~"lJ'el'ln1~U~~'1l1oK:J..J~'Wfi~'el f),)1:J..J 

YltI1t11:J..J~h'l LL~ ~~1~'l1~'l f),)1:J..J L-n11IOJ :h:J..J n'W~~~~1'l'el'l ~n1nL~:;n~ :J..JLih~:J..J1t1"lJ'el'l'el'l ~n1~• 

Cutlip LL~~ Center (Cutlip,Center and Broom :2000,p 3) 1~~1\ltl1:J..J~"lJtl1t1f)')1:J..J\ltl1:J..J 

"the planned effort to influence opinion through good character and 

responsible performance, based on mutually satisfactory two-way communications" 
, , 

.c! .dI ..., ~ ~ I .oQ, '" .c!j 0 A. ~,c:"q 

~:J..J1t1 f:l'l n1~,)1'l LLt:.J'WL YI'elM1'l'elVl nYl~ tn'el f)') 1:J..J f)(?l (?l,)tI n1 nL~ (?l'l'el'el n~ ~'el n1~(?l1 L'W'W'l1'WVl (?l:J..J 

f),)1:J..JfuEJ (?l'1l'elU U'W~'W~1'W"lJ'el'l n1 ~~'el~1~Ml'lVl1'l~~~1'l f)') 1:J..JYi'lYl'el1IOJi,):J..JI1'W 
~ 

, , , 
.Q. Q IV.dI .dl clA..c::tt. I 0 oC:Io '" 

IOJ1 n LL'W ') f) ') 1 :J..J f) (?l Ln tI ') nun1 ~~ 'el ~ 1 ~~ 'el 'l 'Vl1 'l "ll 'l :J..J 'el 'Vl n YI ~ tn 'el n 1 ~ (?l1 L'W 'W 'l1 'W (?l1 'W n 1 ~ 

U~~'1l1~:J..J~'Wfi:J..J1~~tI~~~'l ri1~ij n1~"lJtI1t1 LL'W,)~"'IOJ1 niJn';j'1l1 n1~ U~ ~~:J..J1 f):J..J';j'1l1~YI ~1'Wn1~ 

,J~:;'1l1~:J..J~'Wfi ~'l1~f),)1~~1 r1'1J nUn1~~"'n1~n1~~'el~1~ n1~ufU!?l'J"lJ'el'l'el'l ~n1~ ~'l Ln(?llOJ1n 

n1~tn~,)IOJ~'elU~fl1Y1LL'J"'~'el:J..J"lJ'el'l'el'l~n1~ LL~:;n1~1~~1llin'rl'1"lJ'el'liJnu~:;'1l1~:J..J~'Wfi ~1'el~niJtI 



d ' 
~'W'I ,rnU:i'::;"l11 ~lJ~'Wfi'"l ::;!X'el'l111~-W1Vi~ V1(;]1lJ (;]:i''.l'"l~'elU rl'.l1lJ ~~ nu~::; V\ fil1'Wrl~'lI 'el'l ... 

n~lJLU1~lJ1tJ'lI'e)'1'e)'1 r1n1:i' inlJ1~Lrln:;,ru~::;ntJ'I1'W(;\'e)e4U~~1:i'L~'e)1'\~\nV1n1:i'ufuUN ~W-J'W1 , "" 

'el'l r1n 1:i'1 'IX Lu'W ~ tJ'e)lJ fu ~ 1 Um lJ ~h 'Wn1:i'U :i'::;"l11 ~lJ~'Wfi~ ~ dl'e)'W 1 'IX L~'W~'1 ~W-J'W 1 n 1 :i'~h 'W 

rl'.l1lJ AV1 vl'l n ~1'.l lc;iLLn 

Harwood L. Childs 

" the basic function is to reconcile or adjust the public interest those aspects 

of our personal and corporate behavior which have a social significance" 

~lJ1tJ ~'1 n1:i'U:i'::;"l11~lJ~'Wfi~~-W1~-rl'.ltJ1'IX'e)'1 r1n 1 :i'UfU(;]'.l1'IXL-n1 rlU~f11'V'1 LL '.l V1~'e)lJ~'WL'e)'1 

n1:i'Ufu(;]'.l'll'e)'1'e)'1 r1n1:i'~'WLU'Wl:J~lJ 1'"l1 n n1:i'~,rnU:i'::;"l11~lJ~'Wm'IX ~11J1-mj'1 rlU:i'::;vlU 

U~~1:i' LL~::; ~ rh ~'WV1 'W LtJU 1 tJ L~'el L1tJ n ~'e)'11 'IX 'e)'! r1n1:i'iJ n 1 :i'ufu 'V'I ~ ~ n nlJ1'IX L~lJ 1::;~ lJ 

'W'elm~\l'e)'"l1nn1:i'111n1:i'~'e)~1:i' The International Public Relations Association ~'11c;iL~lJ~1 

~1 n1:i'Lu'W~-w11'Wn1:i'1'IX~1mm~nrlU'e)'1r1n1:i' (counseling organization leaders) LL~:; n1:i' 

U5~(;]1lJLLe.J'W~1c;i'.l1'1H (implementing "planned programs of action") 1'W~1UtJ1lJ'lI'e)'1~1 

~1 n1:i'U:i'::;on1~lJ~'Wfic;i'.ltJ 

,J:i':;"l11~lJ~'Wn1'Win1j'ru:;~ LU'Wn1:i'~'e)~1:i''V11'1 L~m ~'1 L-W'Wn1:i'L~1j'ru1"l1'.l'WL~'e) LL~::;n1:i'~'el~ 1:i' 

L~'elL-WlJ-W1'.l1'"l1'W:i'ULLUU'lI'el'ln1ne.JmL'V'Ii~1'.l~1:i' ~1'e) Publicity Lu'W~in (;\'e)'"l1n~'Wlc;i~W-J'W1lJ1... 
I I I '" I 

LU'Wn1 :i'~'e)~1:i'~'el'l 'V11 'I ~'1 L~lJ1'IX rl'.l1lJ ~1 riru1'W n1:i' 1 'lXv\'1~'e)'1 ~1 tJ lc;ii:JL'e) n 1~ LL~ n L u~tJ 'W-n'e)lJ ~ 
~ ... 

, '" '" 
Hh1'11~ ~'1 LU'W.w'W ~1'Wn1:i'vi1'11'W'lI'e)'1,rnU:i'::;"l11~lJ~'WfilJ1'"l'W'V1 ni'WlJ 

~ , 

~:;Yl'e)'Wlc;iiV1'"l1n Public Relations Society of American's "OFFICIAL STATEMENT OF 

PUBLIC RELATIONS" ~V1tJ ~1lJ1 :i'C1~ :i'uLu'Win1j'ru::;~-w1~'lI'e)'1,rmJ:i':;on1~lJ~'Wfi~'e)'e)1:n'V'l1c;i, 



• • 

1. l!flJ1~1'Un1~tJ~::;bij'U ",tT'I!A'J1l-J!~n"lJ!l'l~1n1nWJj'U ~fflI?l1l-JtJ~::;bij'U~~A'J1l-J!~n 

11ni9ff1 ",1!l tJ~::;'l!1l-J~~~1n1~ru'l!'U~~!l!l'l~n1~ ",1!lL~!l'ln'J tJ~::;L~'U~1'11 ~b~tJ'J.jf'fl'lnU 

!l'lAn1~ 

2. 	",il1~1 'U n 1 ~bU'U ~tJ1n'l!t11~nu ~u1", 1 ~!l'l ~n1 ~ 1 'U b~!l 'I A'J 1l-J ¥~ n iln i9 WlJ!l 'I 
~ 	 ~ 

~1n1~ru'l!'U~~~!l!l'lAn1~ 1'U"lJru::;~'U ",1!l1'U-rl'J'IL'Jm~~ury"'1 
3. 	mJ1~1 'Un1 ~1-ifvin'l!t::;A'J1l-Jrt'Un 1~~!l~1~ b~'fl~~1'1:S1'1fi~ ~~!l A'J1l-J¥~ n11n i9C?l"lJ!l'l 

~ 	 ~ 

~1n1~ru'l!'W ",1!ltJ~::;'l!1l-J~ 

m"nri1'J1~tj1 ~1"'fuwntJ~::;'l!1~l-J~'WfitJA1",lJ~'W '11'WLL~::;m1w11'Jm~h1'Un1~v'i1'11'W• 

, 
.d 	 '" q I ~ tr<v I 4 IV ..::::to 

bn m "lJ'fl'l l-J ~ ~ n ~::;l'l U I?l'fl!l'l A n1 ~ M11'Wn 1HW ffI'I n ~ 1'J~'J l-J (l '11'1 P1 'W fll?l "lJ'fl'l ~ 1 n1 ~ ru'l! 'W Lb~::; 

n ri l-JL U1",l-J 1 tJ n ri l-J ~ 1 '11 "lJ'fl'l'fl'l ~n 1 ~ "1 n n 1 ~~ bA n::;yf(?)'1 n ri 1 'J"::;v'i 11~-wn tJ~::;'l!1 ~l-J~'W fi 

~1'11 bb~::;~1l-J1 n1",'WffI b u'W'WLtJU1tJ 1 'Wn1 ~v'i 1'11'W"lJ!l'l'fl'l ~n1 ~ ~'J l-J ~'1 'WLrJU1tJ n1~~!l~1~ Lri!l1~ 
LU'W'ULtJU1mL~'J ~'1~ 1l-J1'J 1'1 bb~'W n1",'UffI n ~ tJl'l'fl 'Wn 1~~'fl~1~L~!l~~1'1f1'J 1l-J bih1" bb~::;n1 ~ • 

tJ~::;~1'W'I1'WriU~!ll-J'J~'l!'WLvi1~'W 
fI'J1l-J n1'J ",tJ1"lJ'fl'l-WntJ~::;'l!1~l-J~'WfitJ fl1",lJ ~'11lJ~1 riffI!lU LL~L~tJ'I n1 nu'W~tJ~::;~1'W'I1 'W. ~ 	 ~ 

riu~'fll-J'J~'l!'W LL~~1l-J1~(lv'i1",tJ1~~1'111~l-J1nl-J1tJ (Lattimore: 2004 p.6) 1~LLri 

o 	 1iI~1mn'l!t1 ~1'Wn1~~'fl~1J'"lJ'fl'l!l'l ~n1~ (Counseling) v'i1",tJ1~1i1~1mn'l!t1 ri1J 

~1tJu1", 1 n~ tJ'J riu n1 ~n 1",'W ffI'W LtJU 1tJ n1 ~~ ¥1'1 fI'J 1l-J~l-J~'Wfiriu~ n ~1",1'fl... 

n~l-JbU1"'l-J1tJ ",1!l n1~1i1~1mn'l!t11'11'1 n1~~'fl~1~1'W~tJLL1JU~1'11 
o 	 ~~tJ (Research) ~LAn::;yftJ~::;Lij'WviP1'UA~ ~~~m~l-J"lJ!l'l~1n1~ru'l!'W ",1'fl 

n~l-J LU1", l-J 1 tJ ~'J l-J~'1~ 1 L'" [;J"lJ'fl '1~ ~ ~ m~l-J L~!l ~1l-J 11-if1'W n 1~n1"''WffI LL 'W'J1'l1 'I 
~ , 

'J1'1LL~'W1'Wn1~tJ~::;'l!1~l-J~'Wfi 'W'fl n"1 n-w'W ~'1LU'W~~C?lml-JtJ~::;Lij'W~~ fi" m~l-JYl1~ 
~ 

~1 Ltl'W n1 ~1tJ tj1 Lu'W1tJ 1?l1l-J bU1",l-J 1tJ~1~'J1'1H",1'fl1lJ ~'JtJ 

o 	 '11'W~1'W~'fll-J'J~'l!'W~l-J~'Wfi (Media Relations) ~'fl LU'W ~v'i 1'11'W~1'W~!ll-J'J~'l!'W 
" 



, 0­

LL9nYli'JflruJl1~Yr'l1'WL:n'l~1~:::'lI'el'l ~1'J LLrl:::';)fi n1 n~tJ'W1,x'l..!1'eh'W L-n119~1tJ 1,xn1J, 

~'el~'J rl"ll'WL ~'el tJ 1 L~'W'el~ 1'J~1 ~L~tJ 'J n1J'el'l ~n 1~ LLrl:::Vi 11,x~'el ~'J rl"ll hltJ1~1'J1tl 
0­

~~~~1Ji'~1tJ~'W 

o 	 ,n'Wtl~:::"ll1~~~'WfiLC.JmL~i'll1'J~1~ (Publicity) n1~~'l'll1'J L~ tJ'J n1J'el'l~n1~~1Ji'¥1J 

n1~~91 ~ru1'eltl1'l ~ i'J9 VlJJ'l"v1~1tJ~""l:::~~1'l m1~ L-n119 LLrl :::n1J'¥'Jn'WLL~1J'Jn(;j'el
• 	 • 'U 

'el'l ~n1 ~ LVltJ n 1 ~~'l 'll1'J L ~'el1,x~'el~ 'J rl"ll 'W(;j 1'l 1 tJ1 L~'W'el'll1 'J ~ 1 ~1,xLVltJ hl~'el'l i'J 
fhHr.htJ1'Wn1~tJ1 L~'W'el 

o 	 'l1'W~trn'l1'W~~~'Wfi LLrl:::~~1:nn~~~'Wfi (Employee/ Member Relations) 

¥1J~ VI"ll'el1J1 'WJi'1'W n1 ~~'el~1n~'el LL~ VI'l fl'J 1 ~1A'J'l1tJ n1 ~1,x 'll1 'J~ 1 ~ n1~~~1'l 

LL~'19'l191,xn1J~trn'l1'W "v11'el~~1:n n 'el~(;1~trn'l1'W "v11'elfl ~'el1J flf'J'lI'el'l~trn'l1'W"v11'el 
'U 

~~1:nn 

o 	 'l1'W1~"ll'W~~~'Wfi (Community Relations) ~'el n1~Vi1"v1i.h~dj'W(;]'JU'V1'W'lI'el'l 

'el'l ~n1~L-n11tli'J~'J'Wi'J~ n1J"ll~"ll'W~'el'l ~n 1~~'l'eltl "v11'el"ll~"ll'W~i'J m 1 ~ L~tJ'J-n'el'l lrJlf1J 
, 	 'U. 

C.Jrl m:::'V11J91 n n1 ~c;'i 1 L U'W'l1'W"lJ'el'l'el'l ~n 1 ~ LVltJt)(;1 m.h:::~'l ~L ~'el i'J~ii'eln'W1'Wn1 ~ , 
, 	 0­

~ LLrl ~'l LL'J VI ~'el~ v«~'el ~ ~1'l n9 n n~ (;11 'l 1 'iY'WL u'Wlh::: Lml,r(;j m1' 'l1 ~"ll'WL'el'l LLrl::: 

'el'l~n1~ 

o 	 'l1'WJi'1'W'WLtJ1J1tJ~1fi1 ~ru::: (Public Affairs) trmh:::"ll1~~~'Wfii'J1J'V11J1'V1~1~'1)1'W 

n 1~~VI (;11 ~ (;1 ~'J9~'el1J'WLtJ1J1tJ~1fi1 ~ru:::~ L~tJ'J-n'el'l n1J n 1 ~c;'i 1 L U 'W'l 1 'W"lJ'el'l'el'l ~n1~ 

LLrl:::1,x~1LL'W:::tJ1 n1J'el'l ~n1~1 'Wn1J'tl¥1J (;]'J1,xYr'Wn1J'WLtJ1J1 tJ~1fi1 ~ru:::~ Ln VI~'W LLrl::: 

1,x L u'Wltlm~ fl'J1~ m VI"v1t)'l'll'el'l~1fi1~ru"ll'W 

o 	 '11'Wh~~~'Wfi (Government
<ill 

tl~:::~1'W'I1'W ~Vlm~fl'J1~Lfl~'el'Wl"v1'JrJl1'Wn1~'el'eln n!l"v1~1tJ ~::;LUmJ-n'elU'l ~1J(;j1'l 1 

'lI'el'lJl1 fl¥~~i'J C.J rl (;j'el n1 J'c;'irl LU'W'I1'W"lJ'el'l'el'l ~n1 ~ ~'J~~'1 n 1 ~H fl'J 1 ~~tJ 1tJ1~1'Wn 1 ~ 
<ill 

~h'lfl'J1~ L-n11""l n1J~Vi1"v1~1~1'Wn1~'el'el n n!l"v1~1tJ lrJlun ~~1:n n~Jl1~LL'V1'Wn~!l~ 

"v11'el~~1:nn1vn~Jl1 L~'el1,x'el'elnn!l"v1~1tJ~dJ'Wtl~::;LtJ"ll,r(;j'el'el'l~n1~ "v11'el~L~tJnn'W~1 

Lobbying 

o n1~~Vln1~lJ~:::L~'W (Issue Management) Vi1"v1~1~1'Wn1J'''v1u1JtJntl~:::L~'W(;j1'l 11'W 
, 	 0-, 

~'l fl ~Yl~ 1 fi1 ~ru"ll 'Wi'J m 1~1A'J'l1tJ LL rl :::lh::: L~ 'W tr'W1 i'J fl'J 1 ~ Ln tJ 'J -n'el'l n 1J'el'l ~n 1 ~ 



, 
.... %.... tr 	 0 i,I q~ '" o 	 lJn'Cl'l'VllJ·tllJ~lJD (Financial and Investor Relations) 'Vl1V1lJ1'Vl blJn1~M1'lLL'Cl~, 

n1~L~lJ~lJ 1 L~'fl1~'fl'l ~n1~iJ L~~tJ~ fl1VfVl1'l n'ln~lJ~~ iJfl1~~n~ruJw·)'l'Vl1'l 

D~n'"l, 

" 	 d ,
~lJ1I'1lJn1~fl1 VI~'fl1.J(;\~1V1n~~lJ(;\1'l 1 

o 	 HUN~Vl1ntJ1~L~'fl~1D1UlJ~P\'Cl (Fund - raising) ~'fl n1~'J1'lLLe.JlJ n1~~'" 

nlOlm~lJHW~'l~L~'flVl1ntJ1~ t"'tJ.r(;\~1.J~~~'l~L~'fl'l1lJ~1D1UU~P\'Cl~1'l 1 t"'tJn1~ 
"ll'flU11Ol11'1 n1~~tJhIOl1nn~lJ~1'l1 ~~L~m.jf'fl'l ~lJDn(;\~ Vl1'fl1.J~~"ll1"lllJvT'J11.J 

o 	 n1~~"'n'"lm~lJ~Lp\~ (Special Events) n1~~",nlOlm~lJL~'fl1.J~~"ll1r;lJ~lJfi~lJfi'1 

Vl1'flVl't,l'JtJ'l1lJ 1lJ~1.J LLUU~~1lJ1~,",~h'lVl1'fl L1tJ n ¥'fl'lm1lJ~lJ11Ol1Ol 1 n~1 D1~ru"lllJ 
'!J 

o 	 'l1lJ~1lJn1~~'fl~1m1~(;\'Cl1'" (Marketing Communication) djlJn1~e.J~lJe.J~1lJ 

n'"lm~lJ~1'l1 L~'fl~"'~'lVllJ1tJ1lJn1~"ll1tJ~lJ~1 u1n1~ Vl1'fl LLlJ'JA",1"'1 Vl1'fl~mrtJ 

VI~'l L~'fl1~Ln"'e.J'Cln1hLLri'fl'l~n1~ nlOlm~lJ~1'l 11~LLri n1~t~~ru1 n1~I:'l'lL~1lJ 

n1~"ll1tJ n1~~"'nlOln~~lJ~Lp\~ n1nUlJ~,J'fllJL"lI'flft~~ru1 ru 1Ol"'"ll1tJ n1ne.JmL~i, 

",
I 	 '" ~ ~d .... q 

LL(;\'"l~(;\'fl'llJflru~lJU(;\'fllJ1 "''llJ 

1. iJl'I'J1lJ~1lJ1~,",1lJn1~';)Lrln~lf~fl1'J~LL'J"'~'fllJ'fl'l~n1~1~~~'fl~'"l~LtJlJ~mn~11~nu 

~U1V11~1lJn1~(;]"'~lJ11Ol1lJ~'fl'l~1'l1 t"'mll~1~1lJ~1lJn1~~'fl~1~ 
2. 	 iJ 1'I'J1lJ~~1lJn1~';)~tJ ~1~1~,",1l1lJ.jf'fllJ'Cl LL'Cl~e.J'Cl';){tJ1~ ~1lJ1~mJ1 e.J'Cl n1~';)~tJwIH

'!J 	 '!J 

1.J~~ttJ"ll tJ'flt11'l iJ1.J~~~'Vlfifn~ 



l.h:;~11W1 'Wnu~ !ll-J'J'el'll'WLL"lJ'W'1 ~1'11 

4. nfl'J1l-JLih1/OlLL'el:;1tXm1l-J~1~rynun~l-JLU1~l-J1t1~1'11 "lJ!l'1!l'1~n1~'fltl1'1~ n~'1LL'el:;n 
~ , 

m~~{flml-J fl'J1l-J ~{fl ~P1'Wfl~~'Jl-J~'1 m~~h'1 fl'J1l-J~m~''Wfinu n~ l-J ~1'11 'fltl1'1~'fl Li1'fl'1 

5. nfl'J1l-J~ 1l-J1~n1'Wm~~u m:;LL~ fl'J1l-J ~{fl"lJ!l'1 ~'1 fll-J n 1 n tl~tI'WLLtl'el'1 ~1'W'WLtlU1t1"lJ!l'1 

f,j ~'Jl-J ~'1 ~1'W n!J~l-J1t1 ~1'11 LL'el:;U1l-J 1 Ii 1~'W{fl LU'Wtl~:;b~'W'Vl1'1 n1 ~tl~:;'lll~l-J~'Wfi~n c.J'el ~'fl m ~ 

~1 bU'W'11'W"lJ'fl'1'fl'1 ~n1~ 

6 . n n1~bI?l1t1l-J~~'fll-J!ltl b~l-J!l bL'el:;~1l-J1~nVi1fl'J1l-J bih1/Ol nu ~U1'~1~LL'el:;fl'W1'W'fl'1~m~ 
~ ~ 

, ~ ~ 

1tXn m~bI?l1t1l-J~~!ll-J fuj:j!lnu':J n ~1?ln1 nU~1'11 l1m/Ol bn{fl~'W~'1/Ol1n m~~l bU'W'11'W"lJ'fl'1'fl'1 ~n1~ 

LL'el:-;/Ollnfl1t1'W'fln 

7. n fl'J1l-J ~ 'W 1/Ol1el~ bb~'J'1~l fl'J 1l-Ji1 ~~1 ~'1 ~ b~ m nU'11 'W"lJ'fl'1'fl'1 ~n1nb'el :-;'11 'W~1'W 
tl~:-;'lll~l-J~'Wfi 

fl1~~'Jl-J"lJ'fl'1':J1'W-J'W1n1~"lJ'fl'1mnh:;'ll1~l-J~'Wfi (Public Relations: The Overview) 

m~tl~:-;'lll~l-J~'Wfin':J1'W-J'W1 n1~L~'fltll-J1/Ol1 n'fl~I?l~'JtIb~ I?l.c.J'el ~l~ru 3 tl~:-;n1 ~~'fl m~~ 
~ 

tl~:-;'llll-J ~ b-n1l-J 1nU'VlU1'Vl n-il1'W1/Oll-J1 n~'Wl'W~'1 fll-J n1~LL~'1i'W~:;ld1'1'fl'1 ~n1 ~L~'fl"1l'J'1:n'1n1~ 
fu~~~ m~1~fun1~~'t!u~~'W/Ol1 n~lfi1~n.\'ll'W bb'el:-;~W-J'W1n1~"lJ'fl'1~!l ~1'11 ~'Wn c.J'elltX m n-n1~-:t 

n 'Cll-J bU1 ~l-J1t1"lJ 'fl'1 n 1 ~tl~:;'lll ~l-J~'Wfin fl'J 1 l-Jiueif'fl 'Wl-J 1 n~'W• 
':J1'W-J'W 1 n1 ~"lJ'fl'1 n1~tl~:;'lll~l-J~'Wfi LU'W~ln ii1'W~Vi11 tX bn {fl LL 'W'J fI'J1l-J ~{fl~1 ~rul'Wn1~ 

~ ~ 

Vi1'11'W"lJ'fl'1 't!ntl ~:-;'lll~l-J~'Wtfl 'WiJiOl/Olu'W n 1~~ n'lj"1 b~m nu':J1'{ij.J'W 1 n l~n1~tl~:;'lll ~l-J~'Wfi"lJ'fl'1• , ,~ 

~~ fii'fl bl-J1'n1 bb~ {fl'11tX b~ 'W ~'1 n1 ~Vi1'11 'WbL'el!:LL 'W'J ~ {flVl'fltl LU'fl'1 ~ ~'1'11 'W~l'Wtl ~:::'ll1 ~l-J ~'WfiVl't!n 
~ ~ 

tl~:-;'lllil-J~'WfiLL~'el!:tJ fll~tlllllii LL'el :::tl~:;~Ufl'J1l-J~1 b~/Ol ~'11~n n1ntl~tI'Wbbtl'el'1~~n ~{fl ~1'fl 

tlf'llru11'Wn1~~1 bU'W'11'Wl'Wbb~'el:;tlfl ~1l-J1~nMtll~dJ'W~ln ii1'Wfl'J1l-J ~{fl 3 LL'W'J'Vl1'1~'fl 
~ q ~ ~ 

LL'W'J'Vl1'1~ 1 bL 'W'J'Vl1'1 m~~!l~1~'Vl1'1 L~m bu'WltX fl'J1l-J ~1~ru num ~~{fl b~!lL Ul-JU1'J l/Ol
~ ~ 

n1 ~b~ 'W'fl-n1'J ~1 ~1 'W~n'lj"n.\:::"lJ'fl'1 n 1 ~Lc.Jtlbb ~ i ~1'fln1~L~ 'lj"n.\ 1'll 'J 'W b~!l 't!n':J'll1 n1~U1'1 v11 'W 

" (Lattimore: 2004 p.21) n1~'W{flfinl-Jb\ltll-Jn1~Vi1'11'Wb"1l'W\lL1j'W 2 bbUU ~!l Rhetorician and 

Press Agent Tradition bb'el:; Journalistic Publicity Tradition 

Lb 'W'J'Vl1'1~ 2 bb 'W'J'Vl1'1n1~~'fl~1n~'flL Ul-JU1'J h LU'Wn1~~'fl~l~b~'flbtl~tI'Wbbtl'el'1~P1'Wfl~ 

bL'el!:~ ~ ~m~l-J"lJ'fl'1l-J 'J'el'll'W L{fltl':Jfi n1~~1'11 'W'fl nL~lj'fl/Ol1 n n1 ~~ VI b~'flL Ul-JU1'J 1 /Ol bYitl'1'flt.i1'1 b~tI 'J 



""",
LLUU'W,)1 Persuasive Communication Campaign Tradition 

I I I I
<=II 4dI.dJ i,I Q.I _ tr d .... 

LL'W,)'VlI'1'Vl 3 LL 'W,)'VlI'1n1~~!l~1 n~!lMI'1 fl,)I:W~:W~'WfiLL~ ~nl~~!l~I~~!l'l'VlI'1 L'W'Wn1~ 

~~1'1 fl')I:WL·ih 1~ fl,)I:W~!l1~i'):wn'W~~'\-I~I'1!l'l r1n1nL~::;n~:w Lih\~:w 1t1 ~'):w~'1~lfil~ru"ll'W LL~~, 

m 1:W fu ~ ~"ll!lU l1I!li'l fl:W"lJ!l'l!l'l r1n1 ~ LL'W') 'Vl1'1ddj'Wn n jl'Wfl'JI:W f1 ~ ~ 1 FlC1J~HLU'WLL'W')tll) u'1i 

1'Wnl~tl~::;"llli:w~'Wfi~ 'W~'1,j'~~u'W C~tI nfi:i'~:W L tltl:w n1~vil'11'WJi'I'Wtl ~~"llli:w~'WfiLL'W,)'VlI'1d~1. 
Relationship - Building and Two-way Communication Tradition 

~1'\-1 futl ~::;.wiLL~::;';J1'W-J'W1 n1~"lJ!l'l n1~tl~::;"llli:w~'Wfi 'fi''WLU'W~:WI"lJ!l'ln n~I'Wfl,) 1:W f1~ 
dJ) 

n1 :i'tl~~"llli:w~'W fl 'W~'\-I f~!l L:w1nl ~'1~!l L'L1'W~'WLL'J'J"lJ!l'l n1 ~tl~::;"llli:w~'Wfi trn';J"ll1 nI ~1Ji' 
dJ) 

vii n1:i'~m~ntl~::;.wiLL~ ::;';J1'~'W1 nI~"lJ!l'l nI ~tl ~~"llli:w~'WfiLL~~lJi'mJ'I L U'WtJ 191111'11 ~'1d 
nI~tl~::;"llI~:w~'Wfil'WtJfl~:W~'W ( Early History of Public Relations) 

nI~tl~::;"llI~:w~'WfitJfltll)~'elL:w1n1 ( American Beginnings) 

nl~tl~~"llli:w~'Wfitlfl~'1fln:WL~n ( World War and Post War Era). 

nI~,J~::;"llli:w~'Wfil'Wtlfl~:W~'W (Early History of Public Relations) • 
n1~vi I'll 'WJi'1 'Wtl~::;"llli:w~'WfiLL~~I~::;LU'W'II'W~ Ln ~~'WLL~::; LU'W~~{n n'W1'WL,) ~1hJ'W1'W 

" " , " 
l1n ~!l~ltl~::;"ll1 ~:w~'Wfiti 19 h~.hn ~~'W1wil')'1 P\(;],)~~MVl 20 tlL!l'l LLI1I n n~I'Wfl'JI:W f1 ~"lJ!l'l n 1 ~ 

• dJ) 

'" I.... I II 

,J~~"llli:w~'Wfil1'WL1:w ~'W:W 1 vl'lLLl1ItI fl!l~ (;] n 1~ L~!l'l~ln nl:i'tl n 19 ~!l'l1'W~13't1Lun rul1'W u ~~~1• 
, I I " .... 

~'t:nVltl~~~Ufl'J 1:W~1 L~~1'Wn1~~~I'1!l1 rul{mVltj'l1'\-I ruvl'l'\-l~ 1 tI n fl,)l:W L-ii11~!ltil'1 ~ n~'1 ~'1" ~ 


fl,)I:W~1FlClJ1'Wni ~~~I'1;S'Vlfi~~ l1I!lfl,)l:W f1 ~ L~'W"lJ!l'ltl~::;"llI"ll 'W '\-I1!l n 1 ~~~I'1;S'Vlfi~ ~ l1I!ltl ~::;"llI:W ~ 


L~tlHm~~'11~ 
" 

"ll1,)i.i"llI,)'WlviI1~tl~::;"llI"ll'W~I:WIH1vil nlnnM(;]~lJi'e.J~~ vii1~tl~::;"llI"ll'W!lti~n~"lJ UI'WL;J!l'l tin" . 
, " 

LMM~n ~Vl ~ n 19') 1:W L~1 ru i'l L1!l'l vl,)!l ti 1'1 tl LL~ ~'11~L~ 'W~'1 n 1 ~') 1'1 LLe.J 'W~ ~1 'I LLN ~'11~ n U 
d ~~ ~ 

n~:w Li:lI'\-1:WIt1~ L'U~ I::;L~I~~'1L~tln1'(;] tltl~::;~'1 r1~ L't).~I::;~I'\-1fu mi:w Li:lI'\-1:WIt1~nl'\-1'W~ '\-I1!l~ n, . . 



" ,
b'.l~lvl'mJ"l L'Wtlfln1mr'W lalltX fl'.lIl-J~lriru'f)~hnJ1n rlU~n~:;'Vll,ml~~'f)~I~ L~m'UYn:;

q v 

I I I " 

~VliJfl'.lI6J~Il-Jl~ClL'Wn1n"'l~"'l1LtJl-JtJl'.lL"'l bii'Wl~"'lln nl~Vl~tllVll~fub~'f) n L 'WtI flU'WlJ ndJ'Wun 
\J 'IJ' 

Vi ~ ~iJ fl'.lIl-J~ ll-Jl ~Cl~'l L'WUl 'lL'f) nI~Unn l~bil'f)'lL 'WtI fl n1n riJ'll~'lI'f)L tXun llf"ll ru 1bl-J1hl'.ltlvl'f)~
'U 'U 'U q &I 'U 

L'Wb'.lVln1 n"'l ~"'l1 bb~:;J'lvl l"'tJI~M~b~1"wJ~:;nlPlbnm~'"l ruunn1nil'f)'l~ ~ iJ '"lrufi~~l-J L'Wn1~ 
" 

llnPlfmJ'Wb'.lVl vl'f)"'tJl~1 fil ~ru"ll'W~'.ltl rl'f)1~~ 1 llf"ll rul bl-JfiL'WtI flUb iJ'W~ nl"''W~bb'W'.l'Vll'l nl ~ 
v • 'IJ 

b"'l ~"'lIL tXbbn ~~ d:J'W Lobbyist L'WtJ l")U"'l~11'W ~'lvl l"'tJ1~ dJ'W~~Vitl1t11l-JiJ~'VlfiVi~ vl'f)n1~'f)'f) n 

nD"'l-Jlt1 vll'l1L'W~"'fJL~tlH'n1n'VlflUfl~'f)~I~~iJ,J~:;~'VlfiJ)IVi 
tlflhlJ'W "'lb~W;l :n"lllf (Julius Caesar) l~fUn1~tI'f)l-JfU~1 dJ'Wb91bbY1'lL'VlflUfln1~LtJl-J 

• 'IJ 

, " 
tJl'.lL"'l (Master of Persuasive Techniques) Lil'f)iJ~'lmll-J'VJnflf'l :n"lllf"'l:;L~'W~It1mb~m 

~UU~'4'W"'l1 nll~:;"llI"ll'WL 'WL'.lVllln Plftlvll'l1 bb~:;L-il~'l Vil-J~LCWbbVii~'.ltl ~"ll1 f"'l:;H' b'Vl flUfl n1~ 
, " , 

~'f)~I~~'lL~tln1~Vi~bb~:;n1n~tI'WLYl'f)ll~ m~1 fl'.lIl-J~~ nfn"lll~ fl'.lll-J ~m ~l-J rlUll~:;"llI"ll'Wbb~:;L tX 
'IJ • 'IJ 

... I " t 

u~:;"ll 1"ll'W~UU~ 'W'WL 'Wnl ~vll~ 'l fl n l-J LLvl~:;flf'l ;'l ~'" f~'f) bl-J1'n1 rl1all-il b 'Vl flUfl b~m rl'WUbYI'f)"'1. 
" , 

~ 

b~m~uU~'W'W'lI'f)'lll~:;"llI"ll'WL'W~'l fl~ll-JL~ nflf'lVl 1 b'Jl'WL~m rl'W. 
" 

XV l~nl"''W~bb'W'.l'Vll'lnl~ll~:;"llI~l-J~'Wjfbb'W'.lLmJL'WtJl")u'W L1t1n~1 a college of propaganda 
, 

d 

(the Congregatio de Porpaganda - the congregation for propagating the faith) 'll'l 

"'l-J 1 tI ~ 'l bb 'W'.l 'Vll'l~"'l:;"li'.l tI ~ ~1 'l pl f'Vlfi lL'Wi'll ~'W1 fl1'~ vl L~tI I'll ~'W1~n ~iJ fl '.l1l-J ~'f)'l n1 ~~"'l:; 

bc.JtI bb Vi 1",~n 'Vll'l Pll~ 'W1LtX,J~:;"ll 1"ll 'Wb ~'f)l-J L~LLfl:;b"'W1l~:;LtI"lltJ 'lI'f)'l n1 n -if1LU'Wl")1'~ [?] Pll ~Un"ll'W 
" 

L'WtJ flU'Wf) 1~1 Propaganda J'lhjiJ fl'.lIl-J"'l-J ltiL'WL~'l ~,J L'Jl'WL'W i1"'l~ 11'W 'fl til'lhn~ J'l fl'liJ 
, , " 

~bb'Vl'W'Vll'l Pll~'W1L'WPl1~'Wlvll'l1 Vlvl 1"'tJlVlL'Wn1 ~~ ~1'lmll-J L-if~lh rlU~1fil~ru"ll'W'fl~"'l'W'VJnt)'Wu 

bbfl:;Vi ~:;~vll"'tJl~ b U'W« '.l",tJ 1 ~ lt1 n 1~~'fl~ 1~L 'W'.l1 ~ rl'WnJ'l fl'l~l-J ru:;P1 n ~bU'W'fl1 flU"ll'flll 

.. ..J ~ "".d, ..J ~ " ....
(Archbishop of the Church) L"'l-J'fl'Wb-JJ'Wb'W'fl~[?]'Vlc.Jl'Wl-J1 b-JJ'W Archbishop John P. Foley b~~1J 

" 
n1nLvl'l(;]'l"'lln Pope John PauIIlL'Wtl1984LtX~IN~lbLWW'l~'l~"IL'WJ1'W:;1l~:;"llI~l-J~'W€'lI'fl'l 

'.l1~rl'W L'W~lbbWW'l president of the Pontifical Commission for Social Communications LU'W 



nI),1.h::"llI~l-J~'YfitjflUll~'flbl-J1n1 (American Beginnings) 

bb'W,)Vl1'1n1),U),:;"ll1 ~l-J~'W~'1 b1l-Jl'l'Wl'Wtj f1ulJ~'fl bl-J1n1 bU'Wl'l'Wl-J1 bU'W'1 ~ b1l-J l'l'W~lrlC1J 

~'WbUlJn n~llJ~vi1l,xLfi~uf"ll CUI bblJ,)f1~llJnI)'ViI'11lJ~llJU),::"llI~l-J~lJhl'WU"'l"'l,rlJbrim''j~n'l
dS QI '" '\J 

nI),U),:;"llI~l-J~lJfi'lJ'fl'l~"'fj'fl bl-J1n1llJtjfll'llJ t~tJ'i')1u"'l :;n~l,)n'ltj fI nl )'ulJ~'fl bl-J1n1 bb'C1 :;~t11 
~ , 

llJ'lJ OJ::,rlJ~'fl Samuel Adams bb'C1:: Thomas Paine til bil~f~l]),),l-JlJCU'lJ'fl'l~",f~'fl bl-J1n1Ylnl),
cd '\J ... cd 

U ),::"ll1 ~ l-J ~lJ fi b -if 11Uij ~ ') lJ b ~ tJ ') -if 'fl 'I tJ fI b~ 'fl 'I yJ 'll 'fl 'I n 1 )' U ),::"ll1 ~l-J ~lJ fit 'W bb U U 11 U U 'll 'fl 'I 
• 'U 

P.T. Barnum nI ),U),::"ll1 ~l-J~lJhllJtj f1UlJ~1J(;l~I'" m),l-J~lJdJlJ~l-JI'll'fl'l Vanderbilt's the 

public-be-damned philosophy ~lJt111U~bblJ,)f1~n'WU),:;"llI~l-J~lJfi~~tJl",lJ ~'1ij Ivy Lee bUlJ 

~t11f1')ll-JfI~ the public be informed b-ifIl-Jllonbb'C1::bU'Wbb'W,)VlI'1llJW1)'ViI'11lJ~llJ
'U 

U),:;"lll~l-J~lJfi dJlJ~~~n'flulJu~ nlJ'fl~llJi1"'l'1UlJ ~'1 ntJrl:;b~tJ ~~"'l::1~n~l,) t;l'fl1u 

FJP1t1nm'f1UJ~nl (Early American Experience) 

'fl bl-J1n1 H nI),~'fl~I), ",1'fl~ ~r.tnnlJt;l'fll-JI~1 nl),U),::"llI~l-J~lJhl'Wnl )'t;l'fl~ b~'flU'C1 ~bb'fl n 
'IJ 'U 

(;llJb'fl'l'fl'fln"'lln nl )'un f1),'fl'l'll'fl'l~'1 n ~M ~'1~ bUlJnrltjVlfi~lrlC1JllJnl)'t;l'fl~b~'fl~M111'V'l'll'fl'l"ll1') 
~ , 

'flIOJlilfll-Jl'W'll OJ::UlJ~'fl nI),~~I'1~Vlfi'V'l'C1t;l'flU),:;"llIl-J~ nI),r.t~1,xijnl),~'fl~lnL'C1:;nl),"'l'll"'l ~,)tJ
" 

~ , , 
nI),t;l'fl~ij~lJbYi'fll,xdi~f1,)Il-J b'Y11 bYltJl-J nlJ),::"'~I'1f1lJ~'1 n ~M~'1 btJlJb~I'fl1 OJlilfll-J nU"llI,)'flIOJI 

'" '" I I 

ilfll-J llJnI )'t;l'fl~f1f'lulJ1~ij nI),HUI n nlfI')minlJ1u nuulJ",1'fl~IUbYi'fl L1JlJ'flI')l]llJnI)'t;l'fl~bYi'fl 
cu 'lJ q '\J 

~ " 

~MI11'V'l t~tJij Samuel Adams bUlJ~9~(;]'1f1OJ::m),l-Jnl),"ll~ww'lViIWWIVillJnI),e.J~(;lbbrl::
'IJ • 

bb"'l nIGhtJ b'fl n~l), llJ~nMOJ:;~ d'JlJ ",u'I~'flVimf~ i:j d1'fl",1 b~tJ,) nu t;l'fl ~llJ~'1 n ~M 1 UU'I"llI,)'flI OJ1 
,II I I 

ilfll-J'fltJl'1),,) ~ b~,) bbrl:;v1')n'l llJ b~ tJ'I bbt;l b'YhUlJ Sam uel Ada ms rJ'I1~on n rltJVl fib Yi'fl bVil-J~ ~lJbbrl::. 
~ 

f1,)Il-J b-ifl-J -iflJllJnI ),~'1l"'l U~m¥1 U),:;"llI"lllJ 1 t\'~ m ~l-J c;l ,)tJ n 1)'9~1,x di m", ~ nl nut;l1'11 ~lJl-J1 
, , ~ 

b-DlJllJn nl1 Boston Tea Party Vil,x"llI,)'flI OJlilfll-JUrl'fll-J (;]') bU'W~lJb~tJ'Wbb~'1 :n'l b UlJ"llI')YilJd:j'fl'l 

rl'flU~lJ1UUhlb1'fl'll'fl'l~'1n ~M~"'l'fl~'fl~~ Boston Harbor Lbrl:;ttJlJ~U"llI~'il'l n ~Mt11b-ifIl-JI~'11u 
I ., I l;' 

"'l1 m1'fl ~'1 nI m)'::ViI b-DlJihYi'fl"'l::Vill ,x~Il]I),OJ"ll'Wb~'W~1 LL~bbt;l f1'WYilJd'j'fl'l n1lJ"ll'flu~'1 n ~M bLrl:: 

LUlJnI),r.t~1nn1,x~'fl1~ViI"llI,)~,)tJ 

'I I '" I 

~'fl~1 )'ViijU),::~VlfiI11'V'l bYl~~¥I'1 f1,)Il-J bUlJt11",\l'lh b~m n'W'll'fl'lU),::"llI"ll'W Thomas Paine 9~ViI 

bbcJlJ~U'fl'fl me.JtJLb'V'l:hUlJ )'::tJ:;l i:j-if'fl f1,)Il-J~'1l"'llt\'"ll 1 ')'flI OJI ilfll-J),,)l-J (;]') nlJ bbrl :;b~tJlJn'C1'fllJU~ n 



Lh1'"l1'WU'Vlrl'J'll-J"'~~ rl'J'll-J~'l "These are the times that try men's souls. The summer 

soldier and the sunshine patriot will, in this crisis, shrink from the service of their 
I "I I 

country." ~~ LLU'Cl m'll-J1~~'l "ll'J~l'J'Cl'll"ll'Wlj lU'WL'J'Cl'lYi~~'"l'W~(;l';j nmJ'l ru'll'el~~'W'jj-cl" m'll-J~~lJ'W 
'U G.I IV III III 

'lI'el~ L"'~'l'Vl"''lm ~'llL'Cl~trm'u1'W"ll'J~ l'J 'Cl'l';j n ~ (;l 1~~'el~u~~m rJ L~ en~'lLL~ en~ rl'J'l ~'Yl~'ell-J ~'"l ~fu1-n 
" 

"ll'l~th'Wl~'el~'lI'el~'Yl'J nL'lI'l n'Cl'el'WU'VlljLen'W1'"l"ll 'l'J'el'l ru'lilrll-J~ '1 n ~ 'll-J'l Hl~~'l~ n'l ~i:j ~'l 'Wi'Jl-J",1'el 
, I " I 

y'h1~Ln V"l'Yl ~~ n~~~1~ ~~ rl'J'l~'Ylm m l-J'Vl'l~ n '1 ~~'el~'l~~'JrJ n'Cl EJ 'Vlfi!?l 'l~1 L"'~'lljdJ'WLrl1'el~~~'"l-J 

~~'Yl~~~'l'W'l'"l'll'el~ n'l ~~'el~'l~1'WrJ•rl~'W'lI'el~'el L~1n'l1~dJ'W'el[h~ ~ 

fJR'i'iJE1vi'iJ"ih.Jvi'IJu&Jn1'it.fn~'i1UJ~n1 (Later American Experience) 

1'WrJ rl~i:j n'l~4'en-v'h L'el n~ '1 ~~'l riru~ ~ en'll'el~'ell~1nl t!'W~'el n 'l~il~ f~fi~~~ 'Wru fhtl'W 
~ .. OIl cI.8 \J Q.f 

I I" I " 

"ll'J~",\l--1Yi'elll-J1m ~'el~ lU'W",ljU ru rl runl~U~~"ll'l~~~'W€ l\l'el~'"l '1 n 1 'W'lI ru~tr'W1~i:j n'lnL(;l nLlrJ n.~ , 

'Vl'l~m'l~ ~V"l~~"'~ 'l~ ~ilrJ~ n'l ~1Jnrl~'el~1'W~u~",f~",1'el~l-J'l~'Wfif~ ll'Cl ~~~hl L~'W~'J rJ ~~1~i:j n 'l~ 
'U \J dJ d.8 cu 

H n'l~~'el~'lnu'WLrli'el~~'el1'Wn'l~!?l'el~L~'el1m~nl~~tru~'W'W'"ll mJ~~"ll'l"ll'W LenrJ H1uu~i'J Ll~'W 
~ . 

~1J u'Vlmll-J1'W",tr~~'el~l-Ji LL'Cl::;Lrli'el~~'el~'W1 'VJ n~n'Vl'l--1~n'el~1'Wn'l~~'el~'ln~'el~~'l~~'Vlfi'Yl'Cl!?l'el 
m'll-J~enL~'W'lI'el~u~::;"ll'l"ll'W LL'Cl ~L~'el1~f~fi~~l-J'Wn 1LlJ'W~rJ'ell-Jfu trnn'ln~'el~~::;~u LLn'W'ih1'W 

,j!j ~ ':.I 

" 
'lIru::;tr'W 1~LLri Alexander Hamilton James Madison LL'Cl::; John Jay 1~L~rJ'W'"len"'l-JlrJLenrJH 

'Wll-J LL~~ ~~ ",tr~ ~ 'el~ l-J illUU !?ll~ 1 l ~'el Lu'W n'l~~ ~'l~ m 'll-J Lon 'l1'"l Ll'Cl ~n'l ~rJ'el ~ fu'"l '1 n~ 'el LL'Cl::; 
" ,

U~::;"lll"ll'W '"len"'~lm"'~'ltr'W ~~L~'rJnn'W~l "The Federalist Papers" 1~rlmj'll-J'lLnuHmh~~
~ 

" LL'Cl::;~~rl~,.j'l~11-n1'Wn'l~~ml~f~fi~~l-J'WrlJ (;ln1J'"l'W'Vl nt)'Wlj
J.3 'U .. OIl 

" ,
1~ L~rJ--1ll!?l L vhtr'W LL~~'lf~fia~'Wru'"l~1~fUn'l~rJ'el~ fULL~'J n(;l'l~ n'l ~L~LnrJ~ Lflmnu 

,j!j ~ ~ 

~'l~~~'l~ry!?l'l~11'WfJfi~~l-J~ryn~~rl~i:j'el~'el[h~!?l'ellti'el~ Lenmll'Yll::;'el£h~~~ 1'Wu~~l~'WL~mn1J 
n'l~'Cl~li1 en~'VlfiL~~ Jll'Yl'll'el--1U~::;"ll'l"ll'W'"ll nww'JrJ~ 'l'Wf~Ul~ ~~~~1~ i:j n'l m~l'J~~ n'l ~U n U'el~n '1 ~ 

" 
dJ 

",
~~Li1en~~n~l'J1'WfJfia~~ry ~~tr'W ~~1~n m~LLri~(;l~1'WfJfi~~~~ry LtI'Wrlf~ LL~n Lenu~Yin 

" ,
rl'l'll-J~lrin 11'W'lI ru::;,r'W~'el Madison ~~1~fu n'WrJ n~'el~1~lu'Wuenl LL v1~f~fi~~~'Wru'll'el~~",f~1Jl"k:I tI.8 cu Q.o' dJJ 

L~'W'el'Yl~::;~'l"llU'1J~~L~mnu~i'lfi'll'el~1.h::;"ll'l"ll'W ~i4'nn'W1'W'W'll-J Bill of Rights 1'Wtl1791 

" ~'l~::;~'l ri'1J'lI'el~'Yl ~u . 1lUulj~'el U~~"lll"ll'WYi~ i:j~i'lfi(;l'll-J n!)",l-JlrJ 1 'Wm ~~ en LL~en~ ml ~ ~ en L~'W1 'W 

~~~(;l'WL'el~ L~'el LL'Cl::;n~~~Jl'l'Yl~'"l::;LtJl-JtJl'J 1'"l~~'W1,xL~'elml-J(;l'W ~~,ru lU'Wri'l'J~'l ~ru~~'el1~~'l 
~ ~ 

" " f~fi ~~~ ~'1J~,rU~ '4'WLL'Cl ::;U'ell-J fu",~n n 1 ~vll~1 'WU~~"ll 'l~~~'Wfi[;]~ Ll!?l,r'WlU'W~'Wl-J '1 



• • 

n1'it1'i::"111~:JJWtJtf'ltJPlVI'J'i'i'JY;t 19 (Into the 1800s) 

--l1'W tI ~:;"Jl1 ~l-J ~'Wfl'W-rl'l--l ~tJ--l rl--l ~1 b U'Wlt1'eJul--l 1?1'eJ Lti'eJ~ Lbl?1 iJ~n'Mru:;~ ~ 1 ~ClJ bb'C'l:; 

1"i'eJ'W.jfI--lhjlt1~1'"JtJ n'WfiUn1~t1~:;"JlI~l-J~'WfitJ rlhnj A'eJn1~~'eJ~I~1'W~n'Mru:;~ bU'WVlI--l L~m lJ--l~ 

'"l:;~ h--l rl'l 1l-J ~'WL~'W n~:;~'Wrl'lll-J ~ 'W1'"l"ll'eJ--l n ~l-J b1~h~l-J ItJ l-J 1 n n~1 L-w'Wnl~11X.jf'eJ l-J'C'l~ 
•• 'lJ 

[;lNlt1[;lNl-J1 bU'Wnl~t1~::::"JlI~l-J~'Wfi1.'W~t1bbuU~b1tJn~1 Press Agentry ~--l1'WVlI--lnl~ 

'I.h::::"JlI«l-J~'Wfl 'WtJ.rl1~lJ~'eJ~1 tJ--lllJ1-rlbb'W'lVlI--l n1nh::::'llI~l-J~'Wfi~ m~'"l::::bU'W Url. rl'C'l~ 1 r)'cu1'W 
~ 

~ , 
tJrliJiJ'eJU 2 rl'WA'eJ Phineas T.8arnum ~iJbih~l-JltJ~~n1'W~';)[;lA'eJ nl~1m~l-JI~--lb~'WVl'eJ--l t"'tJ 

• 'lJ 'II 

,;)fin1~~~I~'lJ'eJUI--l~~--l A'eJ n1~~~I--l"li1'l bc.JmbYli"liI'l~ b-w'W1 ~rl'W~'W1'"l ~'Wb~'Wt"'tJllJ ~111--lO--l 

-n'eJbVi'"l'"l1--l t1f"Jl'lJ11'Wnlnh::::"JlI~l-J~'Wfi"ll'eJ--lb"llIA'eJ "The Public be fooled" ~--lntJ'C'l::::b~tJ'" 

f) fi n 1 ~ vi 1--l1 'W "lI 'eJ --l 8 a r n u m 1 ~ n ~ 1 'l n--l1 tI bb ~ 'l 1 'W UVl ~ 1 1'W,J Vl ~ r.i --l '"l :::: "lI 'eJ n ~ 1 'l Cl--l ,rn 

'I.h::::'llI«l-J~'Wfi~iJmll-J~I~cu1'WtJrld~nrl'W~~--lA'eJ Amos Kendall 'eJ~[;l,rn~,r--l~'eJ~m~"'"llnf~
~ ~. 

'" ~ 

brl'W~nn bb'C'l:::: Press Secretary"ll'eJ--ltl~::::fil'Wlfiu~ Andrew Jackson eTlvi--l~--l 

1'Wu 1829 t1~::::fil'Wlfiu~ Andrew Jackson l~b~'eJn Kendall bihi'll-J1'WVil-Ju1~1~~--l 

1?1'eJl-J1 b"ll11~ dj'W~"li'ltJ~iJ~VlfiYl'C'lI?1'eJ Jackson 'eJUI--ll-Jlnrl'W~~--l bb'C'l::::1'W~,r--l~'eJtl1~b~l-Jl~n~I'l 
" 

1~"kJ A'eJ n1~il--l~'WVl~Yl'"l,r b'eJn~lnc.JmbYli"ll'eJ--lfj~--lH'dj'Wb'eJn~I~"liI'lbb'"lnlt1Yl~'eJl-J1 n'W --l1'W 
tJ I t II 

:n'W~1 r)'ClJ"lI'eJ--l Kenda II A'eJ n1~c.J~ [;l~,r--l ~'eJ~l-Jvr"ll'eJ--lVil-Ju1~1 ~~'eJ~1 The Globe ~--l1 'W"lI ru::::,r'W 

bu'Wd-'eJ--lllJfinl-J "'1~~u1'\.n~1'Wf~UI'C'l'"l::::'eJ'eJ n~,r--l~'eJ~l-J~"lI'eJ--l [;l'Wb'eJ--l bbl?1 Kendall bU'W~iJrl'lll-J 
'lJ .... " 

b~tJ'l"Jl1 'lJ1'Wn 1 ~u~~rulfi n~ru"lil'l rl'lIl-J~ 1l-JI~Cl"ll'eJ--l b"lI1 b~l-J t1~::::~ VlfiIlIYl11X nu~,r--l ~'eJ~l-Jvr 

linJudl-Jln "li1'l bb'"l m~tJ'l nutI~::::fil'Wlfiu ~ Jackson Vl n'U1JU~ b"lI1 ~--l~,r--l~'eJ~l-J~Vf'eJ~ ~'Wbb'C'l::::. 
" I II I I 

l~fun 1 ~~~ l-J~ '"l :;l~fu nl ~~~l-J~~11'W The Globe bYl 'eJ b-W 'W ii1 rl'lIl-JUtJl-JVi 'I.h::::"JlI"Jl 'W11'l 

t1~::::bVl MiJ 1?1'eJ vi1 'WtI~::::fi 1'W1fiu~ ~--l m Il-JUtJ l-J"lI'eJ--l t1~::::"JlI"Jl'W~ iJ 1?1'eJ tI ~::::fil 'Wlfiu ~ bU'W1t1'eJ UI--l rl--l ~ 

llJ iJ b~ 'eJ l-J Cl 'eJ tJ V1 'C'l 'eJ '" ~ ,rtJ bb'C'l:::: ~ 'eJ --l11X brl ~ ~ V1 nun 1 ~ vi 1--l1 'W "lI 'eJ --l Ken d a II ~mn 'M 1 ~1 'W 



• • n1'i'l.h::"1fTff3JwtJfj1tJFJi"1'I1lJ"'~'fJV1~1Un'i'i3J (The American Industrial Revolution) 

L iJ-n')'l b1l-J ~iJ'lI'fl'l Pl j;]')n'rt~ 20 ~VI~~'fl bl-J1n1 cjl-JiJ n1 nl1~ tliJbbl1~'l'flcil'll-J1 nl'lI'l~hiJ 
.L9 

~ L'l ~ 1V1 n nl-J ~'l ~') l-Jll1n'l n1 ~fll-JiJ1 fll-J"lJiJ ~'l bL~~ n1 ~~'fl~ 1 ~ n 1 ~b11~ tliJ LL 11~'l ~'l ml1');11L 'IX 

Ln VI C-f ~ ~l'lI'l LPl~'rt~n"l "lJ ru~b~m rliJn;11L'IX bn VI-n'fl'l ~1'll'lI'l ~'l fll-J 't!n fi ~n"l;1 1 n1~LL~')'lVlI rl 1h
.L9 , 

bVltlhj ~ lil'ln'l"l1tl fi~~l-J iJ n1~1-ifL~iJLiJn1~~ ~1'l'flliJI9 LL~~un~~n9LVI cY1 fl~'fl1Jfl~'fl'ln9 n1 ~ 

~1'l1 l-J1 n l-J 1mL~ ~ii~l'l fi'V'j ~n') rl1J btliJ'V'n~n'lll n1 ~n'fl1Jbntm~ 11 ~~btl'll iJ1V1tlhl ~lil'ln '1 

~,)iJ~,)l-J ;11~ltl~'l bb,) VI~'fll-J H LL~'l'lliJ'flcil'llJJ LtliJfi~~l-J n1n'fl1~VlL'fl1 bUh.l1JhJ~iJL"ll1~~'IlI'1liJ 

;11L~LnVll1~~btlfl~b~tlVlLLl'l'lmll-J~~n"lJ'fl'l Vanderbilt ~~1 "The public be damned" ~iJfl,)ll-J 

Vll-Jltln'l n1~hJ~iJL"lLfl~9~F)VI'flcil'lhrHI'l 

Un'flL'l~IV1nnl-J~dJiJ~n~I')n'lLiJtlfl~ iJ'fln91n William Vanderbilt ~'lLUiJiJltll'liJ,. , 
, , '" 

L~I"lJ'fl'l n9n1~~(11~ ~l1''lrl'l LL~,) ~'ll1~~n'fl1JJi'')tl iJltlfiiJl flln-niJ J. P. Morgan un~~n"liJlariJ~iJ 
'" ~l'lfi'V'j~l-Jln John D. Rockefeller Lb~~ Henry Clay Frick un~~n"lr11bVl~n bVl~IU~,)iJLUiJ~iJ 

~l'l fi'V'j~ iJ~'fl b~tl'l 41~')mL~~hJ~iJL9Lfl~ hj~iJ19~1 fliJLiJ~,)iJ~iJ"lJ'fl'l~'l fll-J9 ~1Ji'~1JC-f~ n~~l'l1J 
I I "" I I" 

'flcil'lh ~'lhJL-nL1'fl'l LLl1~ n L~tlVl1Jflfl~ bVI~IU9 ~LUiJVl Ln ~tl VI-n'l"lJ'fl'l fliJ i') 111LL~ ~ ~'l ~l-J t1JliJll-JL 'IX , '" 
'" ,

'V'j')m"lJI~1 Robber Barons Vl1'flLiJmll-JVll-Jltlll'ltJ1 ~1 b"l~L~'fliJ'flnUiJL'fl'l 

L iJ-n')'l L,)~ 1 ~'l n~ 1') LVlL'l n1 Hum1 l-Jhl Yi'l 'V'j'flL9~11~~'IlI'1l iJiJ ~'fl fliJ n ~l-J~1Ji'~ ~Yl'fliJ. . 

iJll-J~1 LUiJ~1 VI ~tJ LtlVIbl1'l mll-Ji,)~ltl (Muckrakers) lJi'-n')W1iJ1 VI~mi'fl'l ~1,) ~1'l1 LtliJn1~ 
'" " 

bVll-J n ~~ LL~ LL i-i'l fl,)ll-Jhl'V'j'flL9L ~~ nhiJ~iJ hjL Vitl'l LL~ L'VhUiJ III fl~~1J1 ~ rib-if1l-JliJ~,)iJLiJn1~ 

rllV1iJVI n{) Ln ruSY)~1'l1 Vl9~;11L~un~ L'l~IV1n ~~l-J LVI~ IU ~1 L~iJn1~'fl~LiJ;11 iJ'fl '1 fl~'fl'lfi~~l-JLL~~ 

, .L9 

", 

LnVll1 ~~btJ'IliJrl1Jl'l n~ltl Ln VliJ nl~~,)l-J ~') rliJd:JiJ~ VlIlI'V'j LLN'l 1 iJ'lI'fl'l 'V'j un '1 1 iJL iJ'flj;]~IV1 m~l-J, . 
, '" 

Vl1'fl LL~LL~ Lfl ~'fl iJ 1 VI') "lJ'fl'l eh tl sD1 tl 'V'j') n ~'l fll-J ~ tl l-J LL~ :::'V'j,) n ~tl l-J~l'lfi fl'fll-J 31') ~~!?l iJ'fl n"l1 nUiJ 

I "" "" I 

fl')1 l-Jhi 'V'j'flL9Vl bnVl~iJ11 Ln Vl91 mJt1JVlIYiiJ~liJ~'fl nlf"lJ1 Vlnl~~'fl~I~rliJ~:::VI~I'l'fl L'l~IV1m~l-Jrl1J 
'" .L9 , 

... 
~lfil~ru'lliJVI')tl 

"lJ ru~L~mrliJ un~j;]~IV1nnl-J LVI~I~ nl1~:::~1JU '1JVlILiJn1~;11m 1l-J L-ifIL"lrl1Jl1~~'IlI'1liJ 
I I "" I 

LL~:::~'fll-J,)~'IliJti~'lhl'V'j'flL9LiJ'V'j f1~m~l-J"lJ'fl'l'V'j') n L'lI1 'V'j') n L"lJ1 LVI ~lulJJ ~n'l~fi n1~Vl9~b-if1n'l
"VI " 

" " l1~:::'IlI'1liJ'flcil'liJl1~~~l'lfilll'V'j ~'lUiJ LiJ-n,)'lLLmUn'flj;]~IV1 nnl-J LVI~ltl ~'l'V'jtJltnl-JL~-if'fll-J~~I'fl'l. " 
I "" I I I • 

L'liWfl'l ~liJ~'fnJ,) ~'IliJLiJnJ LLlJ1J"lJ'fl'l n1 ~~'fl~ 'flb~'rtru1 b Yi'flVl9 ~t1 Vlth nunww'l ~'flYil-Jl'fVl'll'fl1J 
" 



• • • 

L~'W!l'1l1'J1'W~1'W~U"1I!l~ (;l'WL!l~ LL~ ::;'v'l'J n L"1I1 ril~r.l1m~'W1~nu ~1oJn '1l1'J vt1!loJn vtoJ~ ~!l~l-Jl'fU1~ 

fl'WL~!l1~L~tI'W'1l1'J~~ L~tl'JnU(;l'W LL~ ::;n~u Ln~!l'W-ii'!ll-J~ ~1'W~u mh~hri11l'll-J ~1 fi1 ~ru'll'W;H"f1'W
'U 'U 

';jfin'lnvt~1~ LL~::1~f1J'rr~'1l1'J~1 ~~ Le.JtI LL'v'l i~'JtI';jfin'l~vl~ n~1'J 

~~m~~ oJn fi~n'"l (;l~::;vtoJn ~~ 1 '"l::;~!l~vt1';jfin'l~~ 'W~'"l::;v;"1~~1fi1 ~ ru'll'W~'Wl-J1 f1J'rr~. 
-if!ll-J ~ ~1 'W (;l 'WL!l~ 'v'l'J nL"1I1 L1t1'W ~~ 1 LL~ L"1I 1'"l ::;ilil1 'W1 '"l il'VI f'v'l U 1 mVln!lth ~ LLvl ril~!l 1 '"l-rl'J tiL~ 

'U 'U • 

111'v'l~mj'cl"1l!l~ L"1I 1 ~~'Wl-J 11~ r11"11 1 Vl n1 ~~Vl n 1 ~n'l ~~!l~ 1 ~~ il u ~::~'VI fi 11 1 'v'l 'LVl UL'U'v'l 1::;n'l ~ 
~Vl n1 ~~ ~1~~'VI fl'v'l ~ vl!l fl'J 1l-J ~ Vl L~'W"1I!l~ ~1 fi1 ~ru'll 'W ~~ vtl-J 1 tI ~~ fl 'J1l-J L-ii' 1L'"l ~ ~ LL ~:: 1;1 n ~!l~ 

'IJ 

~1fi1~ru'll'WLn Vlfl'J1l-J L~!l~!l ri~!l n'l m ~::;l11~~!l~(;ltJLL~:: LU Vl Le.JU (honesty and candor) fl'J1l-J 
~ , 

'"l1~41t11l1dj'W~ C1J LL'"l~1~C1J LL~~ fl'J1l-J~1 L~'"l"1l!l~Vimm~n u~::'ll1il-J~'Wfi~,J~::~ u fl'J1l-J ~1 L~'"l fl'W 
, 

LLmL'Wu~::.wiPl1~(;lf!lLl-J1n'l Ivy Lee ,r'WL!l~ 

UP/1LL"';·3n1'iU'i:::"1f1i'UWUflFlF1h'l3J (A Father of Modern Public Relations) • 
Ivy Led better Lee L t1'W!l ~ l1loJnvtoJ~~!l~ l-Jl'f'J!l ~ ~~ (;l1'V1 ~~ r!'W!?l'J L!l~ l-J 1 V;" ~1'W rJh'W 

u~::'ll 1 ~l-J ~'W fl 'WtJ 1903 LL~ ~ 1 L"1I 1 '"l ::1~ il~!l L~ tI~ 'L~~ vl~ ~u Yl 11'W ~ 1 'W:: oJn fi ~n '"l ~1-nn1 ~ 
~ • 'U 

u~::'ll1~l-J~'WfiI.'Wn'l~~h~ rl'J1l-JJ~ ~~1~nU(;l'WL!l~!l~1~ P. T. Barnum vt1!l1~~1~'Jtll-Jvt1 Pl1~ LL~:: 

l~~vt~::vl!l L~u~';j'v'l1nm'"l1~cl"1l!l~ ~Vl!lth~ Vanderbilt LLvl~!l"1l!l~ Ivy Lee ri!l~L'W~'JL'"l"1l!l~oJn 

U~::;'ll1 ~l-J~'Wfi~'J 'L~ n ~il fl'J1l-J L -if1L'"l~ n~~ L~tI'J nuuf'll ru1"11!l~ n'l~u~::;'ll1~l-J~'Wfi ~1vtfu Lee 
'IJ ~ 

LL~'J llJ1-rl~~ "The public be damned" LL~::; "The Public be fooled" LLvln'l~~'"l::l11L~~~n'"l 

1~fufl'J1l-JL-if11'"l n'l~tI!ll-JfULL~::L~!l~!l'"l1nu~::'ll1'll'WLL~'J '"l::~!l~L-nuf'llC1J1 "The public be 

(;l!lU~1m~ nu~~ fll-J 1~!l~.h~ LU'W~U!ll-J fu !l (;l~1vt n ~~l-J'"l ::~!l~U1 L~'W!l-if!ll-J~ ~1 'W11l'WL!l~!l~1~ 1. 
• 'IJ 

d ,.., "'''' i.t .... .J ~ 4~I 

en'tl ~I1ltl 1;1 n (;l!l~ LL ~::; 'L'Wl-J 'W1'JL'"l 2. '"l:: 11l!l~ 'v'l tI'l tI'll-J 'tlU1~ vt'Wn 'VI '"l::; L~tI n fl'J 1l-J L'll !ll-J'WLL~ ::;fl'J 1l-J 
'U 

um.j"1l!l~~ 1 fi1 Hl.J'll 'W 3. ~ h~ fl'J 1l-J ~~ 'v'l!lL'"l i'J ~.Jfl'W~::;vt~1 ~!lI1l~ 1 vt n ~~l-J nu ~1 fi1 Hl.J'll'W 4 . • 

tI!ll-J fUl~L~!lI1l'WL!l~ LtI'We:J1t1 ~Vl 

'"l Vl Lil-J ~ 'W 'll!l~ n'l ~u ~::;'ll 1 i l-J ~'W fitJrlLvt~ Ln Vl ~ 'W L~!l Lee l~fu n'l ~~ 1~1 ~ '"l 1 n n ~ l-J 
, ~ 

!l(;l~1vtm~l-Jcl1'W~'WL~!liln'l~u~::;.yI'J~ LnVl;'W L'll1'v'lU~1 LL~~1'W1ULvt~!l~ ~{nn~l-J John Mitchell 
• 'U • 

'"l::;L~ fl'J1l-J i'Jl-Jij!l LL~::;1,x-if!ll-J ~ nU~!ll-J'J ~'ll'WLtI'Wmh~~ LLvlfl'W~'WL'Wn~ l-J~!l George F. Baer 
'U • 

n~uul) L~fi~'"l::; ~U nU~!lvt1!lLL~LLvlU ~::;fi1'W1fiu~ Theodore Roosevelt ~~ L-if1l-J1'11'JUvt1 -ii'!ltJ ~ 



•• 

• • 

L~t1'JnU~'fl L'lJ11Jl~l?Iyhu'WYi n ~'l~mJ'J~"ll,A'l~'l'WI:Wbl?ltl 8aer LL~::;n~:w'fl [?]~IV1 m'~:W ~1'W~'WI"l'W 

~'W bl?ltliJ-if'fl ml :W;'W~'W~1 " n~:w'fl [?]~ 1V1 m'~:W ~1'W~'W[?]~::;V1trn~I~lfilnlJ"ll'WiJ f!'J1:w~'W1"'l~"'l::;. . 
¥UVlnuml:W Lu'WhJ L~tI'J n1JL~'fl'ln'J1'W'fllrul~m''lJ'fl'l n1 ~t:J~ (;] ril'W~'W ~'llJl~VI L(;]1t1:w L'fl n~l~ 
.jf'fl:w~~iJmj:w1 n~~VI LYh~"'l::;l111Jl1tX nU~'fl:W'J~"ll'W"

'" '" . 
I "" '"t1f!LL~'l the "public-be-damned" LL~::;t11"l the "public-be-informed" lJl~:w~'W~'WI?i'lLL~tr'WLU'W 

~'W:W1 ~wrl'W~ Eric Goldman lJln~I'J~1 "lh::;n1PlV1~nn1~'lJ'fl'l Lee LU'Wn'W marks nILUI?I'lJ'fl'l 

n1nh::;"llI~:w-w'Wfil'Wi'W~ 2 ~'l~lfil~ru"ll'W"'l::;hj(1nLYinL'Uti ~,)t1f!(n:whl~'W1"'l'lJ'fl'ltrnfi~n"'l'fltil'l'" . 
~Ll"lmU'W:W1 LL~::;~lfil~ru"ll'W"'l::;hJ~n:W'fl'l~ld'l'Wf!'Wb~ Jl'Jtlm~tJl L~'W'fl'llI'J1'W~n~ru::;'lJ'fl'l press 

agentry ~n~'flhJ" "U~::;n1PlV1~nn1~" iJ~I~::;~'l~ 

This is not a secret press bureau. All our work is done in the open. We aim to 

supply news . This is not an advertising agency : if you think any of our matter ought 

properly to go to your business office, do not use it . Our matter is accurate . Further 

details on any subject treated will be supplied promptly, and any editor will be 

assisted most cheerfully in verifying directly any statement of fact .. .. In brief, our plan 

is, frankly and openly, in behalf of business concerns and public institutions, to supply 

to the press and the public of the United States prompt and accurate information 

concerning subjects which it is of value and interest of the public to know about. 

LPl~~~ ~~LLri~lfil~ru"ll'W1Jl¥u~ L'lJ1"'l ::;hJb iJ:wiJl'J 1 tX Rockefeller LU~t1'W'WLtlUIt1 n1~~1 LU'W'lI'W 
...s'" '" 

LL~"'l::;tJ1'WLtlUIt1 ~'l n~1'J'fl'fl n~~1 fil~ru::; L~'flYl''l f!'JI:W F1V1 Lt1'W 1?i'J'fltil'l~iI?I L"'l'W V1~'l ~'fl f!¥'l~ 
'" 

f!~'flU f!¥'J'lJ'fl'l L 'lJ1 ~ n [?]~'J"'l~'flu'fltil'l1nK-n I?I ~'lUVlUIVl1'Wn1~tJ ~i1 '1.:!V11 n1 ~u~::;Yf'J'l~U1-';VlLf! L~~1 
~ 0 ~ 

LI?I tJl~'WLL~::;Lw~n (Colorado Fuel and Iron Company) 'lJ'fl'lYl,)nL'lJIL'fl'l ~'lL1t1nn1~u~::;Yf'J'ln 
~ ~ . 

~1 Colorado Strike 1"l¥'ltr'W Lee 1~LL'W::;tJI1tX Rockefeller ~1'lt~\~tI'J"lllruJlI'WLLN'lI'W~:wi'Wfi'" ~ 



• • 

• •• 

L~'fl"'"1 -if'fl LVI IOl IOl1--.l LL 'Cl::~ L,", ~1 ::"ni-.l ~ 1 L"'" (1] 'lJ 'fl-.l n 1 nh::Vl,) -.l ~-.l iJ '"' ') 1l-J ~'WLLN n-.l i 'WiJ '"' 'W (1]1t1 Lij 'W 

~1'W,)'Wl-J 1 n LL'Cl::e.J 'CllOll n n 1~"'" 1 -if'fl L VilOllOl1--.l ~-.l n~ 1') LU'We.J 'Cl VilL 'IX Ln (fl nl~'V'/ (fl rltl n 'W~::""'~I-.l 
'U • 

'"' ru::n ~~l-J n 1 ~i') l-J~(fl n I~LL~-.l-.l1 'WLL'Cl ::rl'W-.ll'WLL'Cl::iJ nl ~ln~ Ln ~tI n 'WL'WLi'fl-.l mll-J -if'fl-.lLIOl 'lJ'fl-.l 

,",'W-.ll'WL~mnu r11 (1]'flULL'Vl'WLL'Cl::-B'')Ll-J-.l nln'll-.lI'W ~-.l (;]'fll-Jl Rockefeller l~tI'fll-JfU~Ie.J'CllOllnn1~ 

';hU~:;"llI~l-J~'Wfl 'Wrlf-.l,r'W "LU'W~-.l~~1 rl'1l~~ (fl~-.l""'~-.l~ Ln Vl~'WL'Wrl~'flurlf') Rockefeller" 

hhYltl-.lLL(;] Lvh,r'W L'W'Vll-.l~-.lrll-J Lee 1~'V'/tI1t11l-JVilL'lXrl'Wl-J'fl-.l Rockefeller LU'W~q"ll'W 
l-Jln~'W L'lJl1~~'fl~I~rl,)Il-JLtI'W~i:l~(1]LIOl~ Ll-J(1](1]1mrul'lJ'fl-.l Rockefeller 'fl'flnl-J1L'lXrl'WL~'W L(fltl

'U • 

Jll'V'/(;]1-.l1 ~~'fl'fl'flnl-Jl1Ol:;~'fl-.l~1l-J1H1VilL'IX~,",'WL-ifILIOl ful~ LL'Cl::~'W"lll-J Lee l~~dl'fl'WJll'V'/ 

mll-JLU'Wl-J'W1j'cl"D~~l-J(fll~,)lu ~')tln1nU(flLe.JtlL'lXL~'Wn-.lnlOl m~l-J~,)'W~,)'lJ'fl-.l Rockefeller L"ll'Wn1~. 
luLu~6 n1n~'Wn'fl;~ "",1-'fl-.ll'W'U'Cl'fl-.li'WLn(flt?il-.l1 LL'Cl:;L'Wuvl'fll-Jlm'flu,",f') Rockefeller ril~fu 

n1m'fll-JfU~1 LU'W,",~'flU ,",f,)""'~-.l~L 'IXn1~~iru~'W'W-.ll'W~ID1Hl.!n i"l'Cll-J1 n~~ (fl rl~'flU ,",f')"",~-.l'lJ'fl-.l 

Ivy Lee ~-.lhlLu'WLYltl-.ltJn fI (fl ~-.l~~I-.l ~1'Wl'Wn1~U ~:;"ll1 ~l-J~'WfitlrlLmJ~l~fu n1~• 
tI'fll-Jfulu~') L'Cl n Lvh,r'W LLt?iL'lJltJ-.l Lu'W'JnulJu~~l~'Il1 L'fllrl,)ll-J fI (fl,r'Wl-Jlu~:;tJn (1]1-n'eltll-.l1~ e.J'Cl 

unn{) LtI'Wn~ru~ n1j'IL~tJnu~::"llI~l-J~'Wfit'W""'~-.ll~-nLU'WLL'W,)'Vll-.lL'Wn1~v'il-.ll'Wl-Jl1Ol 'W'VJ ni'W~ 

n1~u~::"llI~l-J~'Wfl'WtI,",~-.l,",~Il-JL'Cln (World War and Post War Era) • 

L~m n'W '"' ru::v'il-.ll'W~I'WU~:;"llI~l-J~'Wfl'W~-.l ,",nl-JL'Cl n~-.l~'fl-.l rlf-.l~-.l LU'W~ n~I')n-.l n'Wl-J1 nl~LLri 
The Creel Committee L'W"ll,)-.l~-.lrlnl-JL'Clnrlf-.l~ 1 LL'Cl:: The Office of War Information (OWl) 

L'W~-.l,",nl-JL'Clnrlf-.l~ 2 

The Creel Committee LnVl~'WL'W"ll,)-.l~-.l,",nl-JL'Clnrlf-.l~ 1 L(fltlU~:;Dl'Wlfiu~ Woodrow 

Wilson LtI'W~LLt?i-.l~-.lm~l-Jn1~"ll(fl~~'W L(fltlL'lXirn"",tJ-.l~'flYim-r~'el George Creel Lu'W,x')mJl
'U • 

rlru:;n~~l-J nl~"ll (fl~u~:;~ U ,",,)Il-J~1 L~IOlL'Wn1~L-n n'Cltl'Vlfin1~-nnlOl-.lLIOl~-.l n'w'V'/ (flLL'Cl :;nln~tI'WL 'IX 
q '" qJ '\I 

http:nlOl-.lL
http:LU'WLL'W,)'Vll-.lL
http:tJnu~::"llI~l-J~'Wfit'W""'~-.ll
http:1]1-n'eltll-.l1
http:1-'fl-.ll'W'U'Cl'fl-.li'WLn(flt?il-.l1
http:Jll'V'/(;]1-.l1
http:I~LL~-.l-.l1


rJnrJtl'l1"'L'll1Lu'WU ~1 LLtA'l n1~lh:;"Il1~~~'W~n I"l'WVI~'l ~,)rJ Edward L. Bernays 1~m'h')~'l'l1'W 

'lltl'l The Creel Committee ~1 "~tlLU'WI"l~'lLL~n1'Wlh:;tWlPl1~LPlf'lltl'l~Vlf~tlL~1-m~iJn1~1-if.... 
" " -iftl ~ ., ~ 'li 1') ~ 1 ~L U 'W tl1 ').fi 1 'W n 1 ~Vl1 ~ 'll"l ~1~" 1'W I"l f'l tJ'W ~ ') n L"lJ 11:!J LVi rJ 'l LL I1l '"l :;~ 1~ 1~ C1 ~ ~1 'l 

'"l1nn1~'ll1rJ~'Wfium~iSrJn~1 "War Bonds" "lJtl'lntl'l'VJ'WL~tlL~1111~ (Liberty Loan) L~rJn1~Vl1 

n1nCJrJ LL~ilh:;"Il1 ~~~'Wfi~,)rJ '"l1nCJ~'l1'Wvl'l n~ 1,)~'l1:!J LVim LLI1l'"l:;v'h1"'m~Vl1~'l1"l~1~ LU'W~ 
" rJtl~fu LL~:;1~fu n1~~tJu~~'WLyhtJ'W LLI1l5'l Vl11~n1~lh:;"Il1~~ ~'W fi1.J\fu n1 ~rJ n~:;vlULL~:;iJ n 1 ~ 

" ... d:..:::.I t,.. 

rJtl~~U~1n'll'Wtln ~,)rJ 

The Office of War Information (OWl) 1'W"ll,)'l~'l1"l~1~L~nl"l~'l~ 2 n1ah:;"Il1~~~'Wfi 
n~1mu'W'l1'W~1~fu n1~rJ nrJtl'lrJtl~fU~1 n~'WhHin L~rJm~-w1itl'l'll'f)'lCJ~'l1'W'lltl'l The Creel 

. " Committee I"lru:;nn~m~1'W"Il~'lltl'l The Office of War Information 1~fumnLI1l'l~'l'"l1n 

~tlLU'W~1 n~1'W1~LLri~1-wn'li1,)~1~"lJtl'l~Vlf~1 'WvT') ~~L~n~'lVl1V1,r1~L u'Wm:;Utl n L~rJ'l1~f~U1~ 
~ ~ q d 

... <V """ 
tlL~m1~1'"l'W'Vlm'W'W• 

'Wtlnr.l1n~'W n'"lnn~l1h'l1 ~iJ~'W1'W-n,)'l~'l1"l~1~L~nl"l~'l~ 21~LLri m~'ll1rJ~'WfiULPl~ 
n1~~~1'l'lltJry LL~:;ti1~'l1'"l1~nulh:;"Il1"1l'W1'Wlh:;L 'Vl Pl~:;\d1'l~'l1"l~1 ~ m~'ll1rJ'lltl'l~1i,)rJ L~mnU 

" " " 'VlVl1nL~:;mnU LVI~1l1~1~1~C1~tJu~~'Wm~~'ll"ln~1'Wl"lf'lmJ\Lu'WtlrJ1'l~1n ~'l1:!J~tl'l~'l~rJ 
" ,

~'ll"l ') 1~ ~ 1 L~'"l 'lltl'l 'l1 'W i.J ~:;"Il1~~ ~'W fi1 'W-n')'l ~ 'l1"l~1~ L~ n I"l f'l ~ 2 LL~:; LU'WL VI LPl1 ~ Ln ~tJn• 

i.J~:;"Il1~~~'W~'W~1 n ~ 1tJ111rJVI~'l~'l1"l~1~ J\,)rJ 

~1V1furJl"l Post War Era ~'lVl~1rJ~'l "ll,)'lVl~'l~'l1"l~1~L~nl"l~'l~ 2 tJULU'W"ll,)'l~n1~
q 

" "• I <V.....-"'I "" ,,~~ """ "".... • I %.... .-""~" "" " "'I
u~:;"Il1~~~'Wfi~tltl1"1l~ LL~:;f;l~tJ L'"ll"lm~t1 ~1'W'W LPl~tl~'"ltJ~'WnU~:;"Il1'Ci ~~'Wfi'Vl L~L~U'WtL~tl'l m~ 

i.J~:;"Il1~~~'Wfi'"l1nm~~1J\mtln1~Vl1'l1'W1~ oWI1'W"ll,)'l~'lm1~J\,)rJ 

u1-11'Vl~llim~ni.J~:;"Il1 ~~~'WfiVl~1rJ LLtA'l~5'lI"l'lJi1L U'Wm ~~1'"l 'W'Vl 
q 
ntJ'W~ nL~~ ~'W~1'"l1 n 

, " 
UI"lI"l~~ Ll"lmu'W~~1~n OWl L"ll'WL~m tl'W 'Wtl n'"l1ntJ'W 5'l~,)~ ~'ltl'l ~mVl~1mLtA'l1J\LLri L~rJ'l LLtA'l
• 
tlL~1-n1 (Voice of America) ~111n1~'l~'t'tru1LLtA'ltlL~1-n1 (the American Advertising 

o ..... I ~ ..... q .... .J 
Council) LL~:;~1'Wn'll1,)~1~tlL~m'W (the United States Information Agency) LL~:;~f;l'VlLl"ltJ 



cJl'W~ 1 'W nu OWl L'U'W91 'W'1 'W l-J 1 n~ Loj) 1l-J 1~1 ~ 1 'W U J':::"ll1 ~l-J~'W fil~ n UWW'1 tJ~ 1 'W[;\I~ 1 L'll'W 

WW'1tJ~I'WJ'I"lln1J' 'e)~~nJ'~lfilHWnPl'tl tJ'~~tJ'W l-J~I';j'VIm~tJ LL'tl:::tJ'~'VimUl'tl dJ'W~'W. 
L'WtJ fl~~~~~ flJ'll-J dJ'W~'Wl-J1 'W'e)nlOll nlOl:::dJ'W'll'1~ L'1'tll'V1'el~LLlA~ n1 nn ~11nuJ':::"llI~l-J~'Wfi• 

LL'tl:::'e)~ ~nJ'Ji'I'Wn1J'UJ':::"llI~l-J ~'Wfi[;\I~1l-Jlnl-JlmL~'1 LL 'W'1fl'11l-J ~ ~Ji'I'W nlJ'uJ':::"llI~l-J~'WfinlJi' 

LL~nWll'el'el'eln'll'elLU LLI?I nLL ']J'W~ lu~ nl-Jl nl-JltJ dJ'Wl UI?I1l-J nlJ'Lu~tJ'WLLU'tl~']J'e)~~'e) ~~ fll-J fl'11l-J 

~'e)~nlJ'']J'e)~'el~~n1J'~';huJ':::"llI~l-J~'WfiLL'tl:::n~l-JLU1~l-JltJ']J'e)~L']Jl• 

lL 'W'1 ~ ~ n 1 J'~ 1~ 1'W Ji'1 'WUJ':::"llI~l-J~'W €~~ n ~ 1'11Ji'LLrl LL 'W'1 ~ ~ Ji'1'W~ 'e) l-J '1'tl"ll'W~l-J~'W € 

(Media Relations) Lti'e)~IOlI nn n1n~l-J91'W'1'WLL'tl :::Lll?I nLL ']J'W~~'el[;\1~1 'e)'e) n lul-Jl n'el~h~llJ LfltJiJ 

l-Jlrl'el'WL'W"rl'1~~~~~~f01J'1l-JL'tln L"lf'W ';j'VItJ• L'elYl L~l-J iJl?ltJ~lJ' ~11~~'e)Yll-JiVf'e)~~'W L'e)n~IJ'~~Ylm{ 

'VII ~ n lJ'f11 ~1-'e)~ l-J 1 f01lJ [;\ 1 ~ 1 nI J'L ,xu1n1 J''lI'e)~ ~mmj'l Ji'1'Wni J',J J':::"ll1 ~l-J ~'Wfi n lJ'~ ~1 ~ 

f01'11l-J ~lJ~'W €n'J~'e) l-J'1 'tl"ll 'W f11Ji'']JtJ 1 tJ']J'elU L']J 1?I'e)'el n 1 U L U 'W~1 'WnlOl nJ'J'l-J ~ 1 filJ' ru:::~1-'elf~~l-J~'W fi 
~ 

lOll n~l-Jl-J'el~']J'e)~'e)~ ~nlnL'tl:::~oJ'1tJ~I'W[;\1~1 u1';'VI~mmj'l n lJ'UJ':::"llI~l-J~'Wfin~'e)~ 

L,xu1n 1 n~ l-J L~l-JL'WLi'e)~ nln~tJ LL'Vii~I'1~IJ' n 1 J'L ~u1nlJ'Ji'I'WL~ I?I~Pl'W un au LL'tl:::nlJ'~~I~ 
~ 

ll'W'1 ~ ~n1J'~ ~1~ f01'11l-JiJ \!l'1'Wi'1l-J LU'WLl'W'1'V11~ ~1 ~ry~ lU'W~l-Jl']J'e)~ nl J'Un~l?Ill-J Ll'W'1 ~ ~ 

n 1 J' ~ ~1 ~ fl '11l-J ~ l-J ~'W fi (r e I a t ion s hip -b u i I din 9 ) ll'tl ::: n 1 J' ~ 'e) ~ 1 J' ~ 'e) ~ 'VII ~ (tW 0 -way 

commu nication) ~~ l-w'Wlu~ n1 J'~ ~1~f01'11l-J L-nILIOl n lJ'UJ':::ruUJ':::ru'e)l-J nlJ'vhL~'VJ n ~ltJ'Vi'elLIOl 
, " 

LU'W~"ll'W::: ~~IOl:::~'e)~L,x~~~'e)~ ~ltJiJf01'11l-J'Vi'e)LIOli'1l-J n'W 
~ 

" , 
'W'e) nlOll n11'W '1~ n lJ'';j "ll1~ 'Vi 1 Ji'iJ nl J'J''1l-J ~'1 n 'Wl Yl'eltJ m::: ~U f01 '11l-J ~ fl '11l-J Loj) lLIOl LL'tl::: 

'U 

tJ nJ':::~'J fl'11l-J ~1 ~ry']J'e)~ ';j"llI~'Vi UJ':::"ll1 ~l-J ~'Wfi L~tJiJ n1 J'J''1l-J ~'1 n'WLU'W~ l-J 1 fllJ';j"llI~'Vi Ji'1'WnlJ' 
", , 

UJ':::"llI~l-J ~'WfiLn ~~'WlJ1 n l-J ltJ Vi ~ 1 ~rw1Ji'llrl P RSA ~~ In ~L'WtI fl. Pl. 1948 LL'tl::: h~ l1tJ'Wni J' 
... ... .J 

UJ':::"llI~l-J~'Wfirhn~~'WdJ'Wflf,mJ'n 'VIl-J~I';j'VItJl~tJU'e)~ ~'W L'WtI fl .Pl. 1947 nlJ'J''1l-J ~'1']J'el~11n 

lh:::"llI~l-J~'Wfi~~n~I'1~IL~Ln~LL'W'1~~ -n'e)nl~'W~I,h~1l-Jlnl-JltJ H1LLri Code of Ethics 

~1~fu11n';j"llI~'ViuJ':::"llI~l-J~'Wfi nlJ'J''1l-J~'1n'WL'WJ':::~UUJ':::L'VIPlJ':::~~I~ PRSA nu IABC L~'e) 
9~nlJ''e)uJ'l-J11nuJ':::"llI~lJ~'Wfi dJ'WnlJ'tJnJ':::~u';j"llI~'ViL~tJnnlJ'L,x initial APR ~1-'el ABC 

~1~hl ~~~'e)U cJl'W L~'e) dJ'Wn 1 J'fuJ''e)~';j'VItJ ~1'W:::']J'e)~11nu J':::"ll1 ~l-J~'Wfi 
~ ~ 



LL 'W'J ~ (1)~'W 1 ~ Ln (1)'"11 n nI J'~ mn i'J lJ n'W Vl1'el nI J'L ~'W~'el,! ~'el,! n'W 'lI'el'!Unfj"llI~V'HL'i'l:; 

unfj"ll1 nI J'~iJ tlJ':;~U nlJ'ru Ln (1)~'WlJl nlJlU ~ ~ 1 r) ru HiLLrl nI J'L ~'W~'el,! n'W~~1 nJ':;U'Jl.Inl J' 
~ ~ 

>-

tlJ':;"llI~lJ~'Wfi (Public Relations Process) ,JJ':;n'eluJi'Ju 4 -n'WI1l'el'W lJiLLrl nlJ'VlI-n'ellJ'i'l (Fact­
~ 

finding) nlJ''JI'!LLt:.l'W (Planning) nlJ'~'el~IJ' (Communication) LL'i'l:; nlJ',JJ':;d3'Wt-l'i'l 

(Evaluation) LL'i'l:;lJiiJ nlJ''lIUlUfI'JllJ ~(1)1'W~'el'!'lI'el,! nlJ''J I'! LLt-l'WtflJ"l nI J' (Program Plan) t",u 

L~lJLL 'W'Jtlljllii L~m nu nI J'tj'(1)tlJ':;d3'Wtj'I1l~tlJ':;~,! ~ nlJ'~'" 11l1lJ t:.l 'i'l L~'el1,xVlnu ~'! t-l'i'l~lJi'"l1 n 

nI J'tl J':;"ll1 i lJ~'W fi (i m pac t) f1'J IlJLVllJ 1:;~ lJ'lI'el'!'! U tl J':;lJ 1 ruLL'i'l:;~ 'el ~Hf 111 'i'l 'el "''"I'WLL'W'J'VlI'! ~ 
>­

LVllJl:;~lJ1 'i.!n1 J''JI'! LLt:.l'l.I1JJ':;"llI~lJ~'Wfl'Wflf'! [;]'el hJ 

hi LYiU'lLL[;]Lvht!'W 1'WUflVI~'!~'!f1nlJ -rl'J'!U1960s - 1970s ~'!LU'W-rl'J'!lh:;"lllfitlhm1'W. 
~Vlffj'el LlJ1'nI Ltl'!UI'W ~f1'WL~U'W ¥~'"I:;~un¥'el'!~VlfiL,xnUI1l'WL'el'! Ln '" LU'Wfl'JllJ Lfl ~'el'W1VI'J 1l.1~'J'W 

~ ~ ~ 

[;]1'11 LL'i'l :;,JJ':; L~ 'W[;]1'!11'W ~'! f1lJ~,! iJ t-l 'i'l [;]'el n lJ'tlljU~'!I'W tl J':;"llI~lJ~'W fi L ~ n:;~'I f1lJ ~1 U'! ~'! 

~'Vlfi LL'i'l ::Vlih~'lI'el'!I1l'W~'"I:;LiLL'i'l::fm~n~'! LL'J "'~'ellJ ~'!-n(1) nu t-l 'i'l,J J'::tU"ll 'W1'WnlJ' ~1 Lij'W'!ll.1'l1'el'! 

fiJ'n'"l -Wn LfI~'el 'W1VI'J L'el'! iJ L'Vl f1ijflfjfi nI J'VI'i'lIU 
~ 
J'tl LL uuL'W n 1 J'L~U n ¥'el'! f1'J IlJ ~ 'W 1'"1'"11 n~'el LL'i'l:;. 

~lfilJ'ru"ll'W L-rl'W nlJ',JJ':;V1'J'!Ji'JunlJ'u",(l'W'W 'el(1)'el1V11J' "1'i'l"1 'el,!~nJ'~iJfI'JllJ~¥'ellJLL'i'l:;un 

tl J':;"ll1 ~lJ ~'Wfi9,! ~'el'!1,x fI 'J IlJ ~ 1 r)ru 
~ 

nu n 1 J'~ h'! fI 'J IlJ ~lJ ~'W finUJlI fI n"ll n 1 J' LL'i'l :;"lllJ"ll 'W.
" , , 

'W'el n'"ll n-w'W n! nl1l~UlJ n!J'ri'el'WV;'"I:; Ln '" LVll1lnlJ'nrv;hj~'!tlJ':;~,! ~LL'i'l :;vi11,xLn (1) f1'J IlJ L~ U'\!I1 tJ[;]'el. 

n!J'tlJ':;"llI~lJ~'WfitJfI-n'ellJ'i'l'llI'J~IJ' (Global Information Age)
q \J 

" " 
fjtj'W-J'W In! J''lI'el'! n! J'tlJ'::"llI~lJ~'Wfi-wu ~'! LL[;]U 1990 ~'el LU'W-n'J'!v; iJ nI J'L tl~tJ'WLLtl'i'l,!'elth'! 

" I I I 

on"'L'"I'W~ n fI f'!L 'WL1'el'!'lI'el,!fjfi ~ (1) LL 'W'Jtlljllii LL'i'l:;t", U L'fl~1:;'el UI,!!j,! nI J'L tl~U'WLLtl'i'l,!'elUI'! J''J "'L~'J 

'lI'el'! ~'el 1'W 'Vl I'! ltl fi J'J'lJ nI J'L tl~ U'W LL tl'i'l'! ~ ~ IlJl J' (l tl'! U'el n lJi';) 1 L U'W tl n n!J n 1 J'ru1 mJ Vl1'el 
" , , 

fjtj'W-J'Wln 1 J'~ n-n'W~j'el'!nlJ'tlJ':;"llI~lJ~'Wfi 'W'el n L Vli1'el'"l1 n nlJ'v;u1'';-'Vlv;mm~n nlJ'tlJ':;"llI~lJ~'Wfi 
" " 

'lIUlU ~'J lJ 1 n~ 'WLL'i'l:;'lIUI U(;]'J L'W J':; c;lUJl i3Jl 1 fI J''JlJ~,! iJ nI J'J''J lJ n'"l nl J' Vl1'el nI J'L U'W~'Wfii3l1lJ'i'J lJ 
'lJ 

~1J':;VI,;}I'!'el,! ~n!J' J':;VI~"l'!U1'';-'Vl (;]'J LL 'Vl'Wt~~rul Vl1'elu1'';-'Vl~mn~ltlJ'::"ll1 ~lJ~'Wfi~1VI qJ n~1 
LL~'J J'tlfiJ'J'lJ~~Ir)ru~~ ",~ViIL,xLn ",fjtj'W-J'W1 n!J'~ n.r'W'lI'el'! nlJ'tlJ':;"llI~lJ~'WfiF)t) f1'JllJ rll'JVltJ 1 

'lJ '" • 



'Vl1'1b'VlAt'Wt~~ ~'I'l.nJ1tJn'l vT'I~'Wb'Vl'f)fbil{?l bb~:;b'Vlrlt'Wt~~n1~~'f)~1~huJ1 b"ll'W t'Vl~Pi'Vn1ii'f)n'f) 
dJ'W~'W 

~1tJJl1'Vm~'J ~Jl1'V'1L~11'WVl bb~:;tJ'I ~'I ~'f)1~~'WL~'f)tl1'1~1 tJ ~1tJ n1 ~~1tJ'Vl'f) ~1'w.J 'WD~~l-J e.i1 'W'Vl 1'1 
~ ~ 

ntJ n 1 ~ t 'Vl ~11PI '11 ~'Il111 ~tJ ~:;"l! 1"l!'W lh:; b'Vl PI ~ ~'I rl i'lL A~ 'lJ n nVl'1'lJ 'f)'I ~ nth:; b'Vl PI hJ 'lJ U 

, " 
A'J1l-J n1'J~\J1'Vl1'1 n1~bb 'V'I'VlUVliJ n1 ~1-ifb'Vl At'Wt~ ~-n'W~'I1 'Wn 1~rl'Wrl~1~r.rtJ~~'f)fn'l!t1 A'WH' ~~'f)

~ 

n1~~'f)~1~~:;~~1'11Jrlrl~ e.i1'W'Vl1'1t 'Vl~Pi'V'll'1bA~'f)'W~ b~~h~~'J'Wbu'WtJn nil n1 ~ruLmJ1 ~'lJn 
tJ~:;"l! 1 ~l-J ~'W fi'"l :;~'f)Wif1LtJ C~tJ'W ~ iJ ~'J 'W i'Jl-J LL~:; (?l1l-J1'IX11'W L~'f) A'J1l-J'V'I ~'f)l-J ~'"l:;~ 'lJ U ~ 'Wl.!n 1 ~ 

~ , 

~1bU'W'I1'W'f)tl1'1iJtJ~:;~'VlfiJl1'V'1'lJ'f)'I'f)'I~n1~ 

n 1 ~LtJ~ tJ'Wbb tJ~'I'lJ 'f)'I n1 ~,J ~:;"l! 1 ~l-J~'Wfl 'WtJ A-n'f) l-J ~'IiI'J ~1 ~~ ~'f)~1 L u'WtJ A bL ~'I n1 ~ , ,~ 

'Ii1'J~1~ '"l1nn1~1-if'Ii1'Jbb'"ln Press Kit l-J1bUl.!n1~~'I'Ii1'J'Vl1'1 e-mail bti.f).I."l1n~.f)l-J.J~"l!l.!1.W 

U'"l'"lu'WiJ b'J~1\J'f)tJl-J1 n bL~:;n1n~'W'f)'Ii1'J~1~~'f)'In1~A'J1l-J~'J vi L~'J~'I n1 ~l11'11'Wbb 'Ii 'I nU L'J ~1'lJ'f)'I. ~ 

I I "" I I f 

tJ~:;~ 'VlfiJl1'V'1 bb~ :;dj'f)~'Ell-J'J~"l! 'W~'f)'I n 1 ~-n'f)l-J~ LU'EI'I ~ 'Wbn m nu'EI'Il"ln 1 ~'lJ'EI'I Ln ~ 'I bbm Vl b 'lJ1'"l:; 
, 

~ 

, " 
l11bb'Vl'WVlt'Vl~Pi'V'l'Vl1tJ~1,rntJ~:;"l!1~l-J~'Wfi fi'Eln1ntl~~1-nm.J~'"l1 n website Lii'f) b Ul.!(;)'IlJ ~'ILU'W 

~ 

C~'EI'I ~ 'lJntJ~:;"l! 1 ~l-J~l.! fi'"l :;~'f)'I btJ~ tJ 'W~fi n1 ~l11'11 'W n~h 'J fi'f) 'W'EI n b ~U'f)'"l1 n n 1 ~ b{?l~tJl-J 

Company Profile 1l.!ltJbbUU'lJ'f)'IL'Eln~1~ tJ'I~'EI'IiJn1~tJfutJ~'I bb~:; update website 'lJ'EI'I 

~hl'JtJ'I1'W'Eltl1'1~~1 b~l-J'EI LL~:;A'J ~iJ~\J1 L'U'V'II:;~1~ fU~'Ell-J'J ~"l!'W ~'"l:;L-n1l-J1'V'1 ~rltJ ml-J~1-if'Ell-J~ 
~ ~. 

~~'EI (?l'f)U~1ml-J bb~:;A'J~iJ Link ~~'f)l-J'J~"l!'W~1l-J1~ClHtJ~:;ttJ"l!'W1'W~'J'W~b~m-n'f)'I n'Jw..I'JtJ'I1'W 

"lJ'EI'Ibn ~'JtJ 1'W~'J'W~'"l:;l111'IX~'f)l-J'J~"l! 'Wb~'W~1 website 'lJ'f)'I'f)'I ~n1 ~ iJ A'J1l-J11'W~,rtJt~m'U'V'I1:; 

'Vl1'1 ~1'WL~'f)~1 iJtJ~:;ttJ"l!'I1~1l-J1~Cl~1-if'f)l-J~L~l-J1 n LYitJ'l'V'l'f) LL~ :;LiJ'WbL~~'I-n'Ell-J ~~iJ rl'J 1l-J Cl n ~'EI'I 
~ ~ ~ 

L~'f)~'f)L~ bb~ :;L~'EI~1 ~'f)LtJ1'W'f)'W1rl (?l ~'Wb 'Vl'EI fb \l{?l'"l:; dJ'Wbrl 1'f)'I ii'f)1'Wn1 ~~~1'1 ~'f) l-J'J~"l! 'W~l-J~'Wfi~ 



~.nn~'W'Vln~'W iin1nmtJUbV1rj'Un'W~11'W~~f~'elb~1n1 ~'elL'Vl~iPl-WI11'el'l1.jfb,)~1~'1 13 tJ bb~:;~'VltJ. .~ 

111'el'l1.jfb,)~1~'1 30 tJ ~'"i:;~1~1~m;h1oXii~"1!~~1'W,)'W 50 ~1'W~'W 1'W'lJru:;~ :S'Wb'Vl'elfbij(;l1.jfb,)~1
'II 

b~tJ'I 4 tJb'Vh~'W ~'1~'W :S'Wb'Vl'elfbt1(;l'"i:;bU'W~'el~'Vl~'1'el1'W1'"i1'Wn1n-n1~'1 hlb~tJ'Ibb~nU~'el~,)~"1!'W 

, " , 
2 . n1~"lJtJ 1£.1 (;],)"lJ 'el'l'el'li"fn1 ~'ih ~"1!1 ~ ; '1'el 'I i"fn1~~1'elU1';'Vl'W'W1 111'el'lii n1~bb~ mU~tJ'W 

~1b~'W'el-nmJ~~'ilul') b"li'W-n'el~~'Vl1'1n1~~1 m1~b~~'el'Wl~,)"lJ'el'l~n~'1'Vl'W ~1~1oX'W b'lJ'WI11'W ~n 
~ \.I ~ ~ 

U~:;"1!1~~~'Wfi~'1I11'el'lUfU~fi n1~Vi1'11'W"lJ'el'l(;l'Wb'el'l1oX~') (9] b~,) 'ilul') i'W ~'el b~(;ln1mrbL~:;~~'el~~. 
I I I I 1.1 I 

rX'el'l L5-tJ'Whnm nU~'el ~') ~"1!'W".lI'el'l ~1'1U~:;b 'Vl PlVl bn m-n!l'l i'l1'Wb1'el'l~fi n1~v11'11'W ~UbbUU n1~ 
'II 'II 

~1 b\l'W~~ (;l rjWJ'Wfi~~~ b~'el1oXn1 ~~(9] ~'elU ~:;~ 1 'W'I1'W~1'el'l1'W~'el ~ ,)~"1! 'W~~~'W fib u'W1U'elrj 1 'I 

~1ui'Wl~fum1~1')~ij'el 
, I tI '" 

3. n1~".lImtJ(;]')".lI'el'l~'t) Vi11oXLn(9]ii~'t)~1'11 ~1n~1tJ i'l~UbbUU bi1'el~1 b"li'W L'Vl~iPl-Wii 

~1'W')'W~mil~1n~'W~1n bb~:;bL~~:;~milniintJn1~~1'11 n'W~1n~1tJ \l(;ltJ~1~U'Wbb[:..J'I~~'1~'t)ii 
~1 n'"i'W~ 1~!lhl1~ Ml1i1~'Vl tJii~~'Wb'U~ 1:;~ 1~fu ~"1!'elUYi'l"ll1,) ~"1!'t)uYi'l b~M~ nv1'1 b~ ~'1 

~ CIJ \.I CIJ ~ 

r I II I 

'"i:;I11'el'l b~'t)n 1.jf~'t)Vl L'u~ 1 :;b'"i1 :;'"i'l~1 n~ 'W 10X (;l N nun ~~ d~h~ ~ 1t1Vl bn ~'el'l n1 ~'"i1'111'Wn1~ 

')1'1 LL[:..J'W~'t)'1v11't)rj1'1ii n ~tJ'Vl fi hj b~'eln1.jf~'t)'elrj1'1 U~~~ 'hhj~1 LU'W Lb~:; ~'t)'1 ~mm~ [:..J~ ~ [:..J~ 1'W 
• 'II 

~'t) ~1'11 't)rj1'11~[:..J~1'Wn 1 n-ll'1 ~'1 n~~ LU1~~1tJ~ ~'t)'1 n1~ n1~') 1'1 bb[:..J'WU~:;"1!1~~~'Wfi'elrj1'11 'W 

't)~(;l~'1~'1"ll1,)~1~lUU'l~~'1~'t)~~~L~'t)1oX~'1U~:;"1!1"1!'Wn~~1mu 't)1'"i bu'W~fin1~~i'WbU~'el'l Lb~:;. 
" , 

~ 

1~[:..J~ hi ~~ "11 U1'1 ~f'l'el1'"i ri'el1oXbnVl~,)1~~U~'WL~~1:; b1't)'1n,)u1'1u~:;b~'W't)1'"il~'t)rj1'W~') 1 ~ 
• 'II 

~'W1'"i".ll'el'lU ~:;"1! 1"1!'Wi') 1 U bb~ii ~'WU1'1 n~.~ ~'t)tl1 n'Vl ~1U n1~".lI mtl (;],)"lJ't)'1~'t)~'1 bu'Wm (;l.[:..J~~1 Aru 
~ 

~ n U ~:;n 1 ~~~'1 ~v111oX~n U~:;"1! 1~~~'W fi111't)'1 Lu~u'W~fi ~ (9] bL~ :;~fi n 1 ~v11 '11'W b~ 't)1 ,x'! 1 'W 

u~:;"1!1~~~'WfiLU'Wlu't)rj1'1 iiU~:;~'VlfiJl1~LL~:;~~ '"'1 L~'Wbb~:;b,)~1~~ ru biltJlu 
• 'II ~ 



2 . bb'U'J~j;Hb:J..ibb'lnJn1'atJ'a:::"lf1i:J.Jvr'Ufi 4 bb'lJ'lJ (Four Public Relations Models) 

1. ~WJ'\,I1n1J'''lI'fl'lbb'W'.l~!?lbb:J..ibbuumJ'UJ'::;"ll1~:J.J~'Wfl 

bbl-i bb UU n 1 J'U J'::;"ll1 ~:J.J~'Wflbtl'WI9'.l1:J.J "I'l rJ 1rJ1:J.JL'Wm J''flflU 1 rJ nl bL UU n 1 n1 1'l1'W"lI'fl'l'l 1 'W 
'OJ 

UJ'::;"ll1~:J.J~'Wfil 'W'fl'l ~nJ' b!?lrJ (j:J.J~'W91n J. Grunig (1976) -W1 LL'W'.l ~ !?l"ll'fl'l mJ'~mj"1 n1J'Vi1'l1'W 

~1'Wn1J'UJ'::;"ll1~:J.J~'Wfl 91 n mJ'~mj"1"1'l ~~n J'J':J.J mJ'ulj1j~'l1'W"lI'fl'lunuDu'1i n1J'UJ'::;"ll1~:J.J~'Wfl 
,"

L'W'fl'l~nJ'~1'W'.l'W 216 Vl~'l'fl~L'Wb"ll!1l"ll'fl'l Baltimore-Washington ~ LUTI.'1:J.J1rJL'WmJ'~4'rJ~'l~m~n 

J'U LL UU m J'~'fl ~ 1 J' b!?l rJ Vi 1 n'l J't)!?lJ'U LL UU n 1 J'~ 'fl ~ 1 J'''lI'fl'l 'l1'WUJ'::;"ll 1~:J.J~'W fl9 1 n n9 n J'J':J.J n1 J' 
'OJ 'OJ 

UDllii'l1'W~1'WUJ'::;"ll1~:J.J~'Wfl 16 n9nJ'J':J.J L"ll'W n1n~rJ'W9!?l~:J.J1mh'.l (press release) n1J'L-if 

'l1'W~4'rJL 'Wn1J''.l1'l LL&.J'W'l1'WUJ'::;"ll1~:J.J~'Wfl n'l J'L-if mJ'~4'rJuf::;L~'W'l1'Wlh::;"ll1~:J.J~'Wfl 'Vi~'fl n1 J'L~ 
" ,

~1mmj"1L'Wn 1 J'4'!?l n 1 J' 91 n U'W-W1-nm.! ~Vll~:J.J1Vi1 n1 f~ bl9 n::;'IfU9 4'rJ (factor analysis) 

&.J~ mf~4'rJ"I'lU~1 ~ 1:J.J 1 Hl4'!?l LLtI'l J'U LL UU"lI'fl'l'l1 'Wn1 J'UJ'::;"ll 1 ~:J.J~'W fl'fl'fl nL tl'W 2 
'OJ 

J'U LLUU ~'fl 
'OJ 

synchronic LL~::; diachronic ~1'fl'fl'l9n~1'.l1~!?lrJ~~U~'fllUbLUU"lI'fl'lmJ'~'fl~1J'Vl1'lb~m bb~::; 
" ~'fl'lVl1'l Lbvl'fltl1'lhfiVl1:J.J &.J~ mJ'~4'rJi1tJ'll:J..i ~1:J.J1 J'()'flflU1rJ J'U bLUU n'l J'Vi1'l1'W"lI'fl'l'fl'l ~n J'1~'fltl1'l 

'II 

" " I" '" I 

-D!?lL9'W11'li1btj'fl'l91nLb:J..ibbUUl1'l2 LLUU ~'fl synchronic bb~::; diachronic U'Wbtl'WmJ't)!?lVl~1rJ 

bn'Wlubb~::;"lI1!?l19'.l1:J.J~~1n~~1t.lL'W~~vl1'l1 (J.E. Grunig bb~::; L.A. Grunig, 1995) vl'fl:J.J1L'W 

111rJ~~'l J . Grunig 1~-if~1~1 'fl~:J.J:J.J1!1lJ' (asymmetric) ~~19'.l1:J.J~:J.J1rJ~11:J..iVi1L~bn!?l19'.l1:J.J 
, " 

~ :J.J !?l ~ bb Vl 'W ~ 1 ~ 1 sy n c hronic Vl ~ 19 '.l 1 :J.J ~ :J.J 1 rJ ~ 111 1 rJ L'W 19 f'l L~ rJ '.l bb ~ ::; L-if ~1 ~ 1 ~:J.J:J.J 1 !1l J'• 

" 
111rJL'W~'fl'll9f'l 

vl'fl:J.J1 J. Grunig bb~::; Hunt (1984) 1~~'W"I'lubL~::;1.h::;n1p\L-ifbb'W'.l~!?lLL:J..iLLUUn'lJ' 

UJ'::;"ll1~:J.J~'Wfl 4 J'UbbUU ~'fl 
'IJ 

J'ULLUU~ 1 n'ln&.JmL"I'li-n'fl:J.J~·jh'.l~1J' (Press Agentry/Publicity) 
'IJ 'IJ 

lULLUU~ 2 -n'fl~~'li1'.l~1J'~1fi1fru::; (Public Information) 


J'ULLUU~ 3 mJ'~'fl~1J'~'fl'lVl1'lLLUU'fl~:J.J:J.J1!1lJ' (Two-way Asymmetric) 

'OJ 

J'ULLUU~ 4 n'lJ'~'fl~1J'~'fl'lVl1'lLLUU~:J.J:J.J1!1lJ' (Two-way Symmetric) 
'IJ 

http:vl'fl:J.J1
http:1rJ1:J.JL


bblJbbUU"lJ'fl'ln1~U~::;"lf1~3..I~'Wfi 4 ~ULLUUijij~Lb~::;~UbLUUn1~U~ml'l1'W,J~::;"lf1~3..I~'Wfi~ 

bb(;ln(;j1'ln'W Ltilt! J. Grunig bb~::; Hunt (1984) 1~Vhn1~1~tJLblJbbUUn1~U~::;"lf1~3..I~'Wfi 4 ~ULbUU 
'IJ 

1. 	 rJ(;l~U~::;'Cl'lrl"lJ'fl'ln1~U~::;"lf1~3..I~'Wfi (purpose of public relations) 

2. 	 bi11~3..I1t!1'Wn 1~U~::;"lf1~3..I~'Wfib~'fl rl'.lU'"J3..IVI~'fl L~'flUfuL9T'.l (control versus 

adaptation as a goal) 

3 . 	U'VlU1'Vl"lJ'fl'ln1~U~::;"lf1~3..I~'W1n'W~1'W::;~dj'Wn1~m.lNrl Lc..JtJLLV'Ii ~1'flLtI'WL9T'.ln~1'l 
dol 

U~::;~1'Wrl'.l13..1b.jh1'"l (the role of public relations as advocacy, dissemination, 

or mediation) 

4. 	 1fin1~ ~UbbUU bb~::;fi~~3..I"lf1~1'Wn1~~'fl'Cl1~LLU'J'Vl1'lb~t!'.l~1'fl'Cl'fl'l'Vl1'l (One-way 

Versus Two-way Communication) 

5. 	 bb 'W'.l'Vl1'l n 1 ~U ~::;"lf 1 ~3..I ~'WfiLtilt!1-n~'fl3..1 '.1 ~"lf 'W~3..I ~'W fiL'lJ'Wbrl1'fl'l ij'fl (Media 

Relations as an Application of Model) 

6. 	 n1~H''l1'W1~t!1'Wn1~u~::;''lf1~~~'Wfi (Research of Public Relations) 

, 	 ~ 

c..J~'"l1nn1~1~m;i11,x~U'"J ru~mjru::;"lJ'fl'lbblJLLUuV1 LLl1In(;j1'ln'W1'W~1'W(;j1'l 1 ~'lt1 

- bblJbbUUn1~Lc..JtJLb~H''fl3..l~"ll1'.l'Cl1~ (Press Agentry/Publicity): 'l1'W 
" 

U~::;"lf1~3..I~'Wfiih~U1~1'Wn1 ~L~1jru1"lf'.l'WL~'fl '!!nu~u~ n1~U~:;"lf1~3..I~'Wfi~'liJrJ(;l ~U~::;~'l r11'W 

n1Hc..Jt! bb~1'Clh'l rl'.l13..1'll1 b~'fl n'fl"lJ'fl'l'fl'l rlm Ltilt! n1~1,x.jj'fl~ ~"ll1 '.1 ~1~~llJ rl~U Cl'.l'W 11 til dj'fl'Wbb~::;iJ 

http:U~::;~1'Wrl'.l13..1b


- LLlJLLUU-n!ll-J~'liI'J'ClIJ''CllfilJ'ru::: (Public Information): flnrllh:::'Cl..:!r1"lJ!l..:! 
'IJ • 

..:!ltJlh:::'llI~l-J~tJfl~!l n1 nj;JtlLLyd-n!l~~'liI'J'Cl1J'1lJ1t;1~..:! LtJtJn1 J'-nn~..:!1'"l tJmJlJ~n1 J'&lltJn1 J' 

UJ':::'ll1 ~l-J~tJflil~tJl ~~1 fl C1!!lt.h..:!~..:! tJ'J (1) 1 tJn 1 nUtJtJn'J1 J''Cl1 J'PlI 'Cl InfltJ!l..:! r1n J'~~ 1 L UtJ~!l..:! 

n tJ..:! 1 tJ-n!l:w~'liI'J 'Cl1 J'''lJ!l..:!!l..:! r1m~ LutJn ~ I..:!1,x'Cl1 fil J'ru'lltJfu'Vl J'IU 
'IJ 

,, .,. 
LLl-J LL UU n1 J''Cl!l 'Cl1 J''Cl!l..:! 'Vl1..:! LL UU!l 'Cl l-J l-J 1 In J' (Two-way Asymmetric): 

... 
fin rluJ':;''Cl..:! r1"lJ!l..:! n 1 J'UJ':::'ll1 ~l-J~tJ fil tJLLlJ LL U utl ~!l ~tJl tJl:WYi 11,x'Cl1 filJ'ru'll tJtJ!l l-J fu LL~:::• 

'CltJU'Cl~tJ!l..:! r1m L(1)tJ1~fi n1 J'LtJl-JtJ 1'J LL 'J'J~'VltJ IPlI'Cl In f tJnulJ u'1i nlJ'u J':::'llI~l-J~tJ fil-n!l..:! r1 

rl'Jll-Ji"lln'Vl ~'jj'~'VlI..:! &lltJ~..:! rll-J PlI'Cl Inf LL~:::..:!ltJ~4'tJ L~mrlUl1PltJrl ~ LL~:::~ ~~ nJ'J'l-JWI1-if1tJn1J' 

UlJU~..:!ltJUJ':::'llI~:w~tJ flL ~!l1,x'CllfilJ'ru'lltJtJ!ll-JfuLL~:::UlJ~ In1 l-J~tJLUtJn1 J''CltJU'Cl~tJ!l..:! r1n J' 

~1 mlh-tJuL VitJu rlU LLlJ LLUUn1nj;JmL~ H!l~~'liI'J'Cl1 J' (Press Agentry/Publicity) '"l:::il rl'Jl:W 

LL(;]n(;]I..:!1tJ&lltJn1J'1-nPlI'Cl(;]f(;]l..:! 1 l-J11-if1tJn1J' LtJl-JtJl'J l"l 

, , 

- LLlJLLUUn1J'~!l'ClIJ''Cl!l..:!'VlI..:!LLUU'Cll-J:WllnJ' (Two-way Symmetric): il~tJlVi 

LutJ~!l~1!lvi''Jn~l..:! J':::~~I..:!!l..:! AnnL~:::'CllfilJ'ru'lltJ f(;]rluJ':::'Cl..:! rl"lJ!l..:! n1 J'UJ':::'llI~l-J~tJfl~!l n1 J'• 

'Cl ~1..:! rl'J1l-J L-ih1'"l~tJ~J':::~~ 1..:!!l..:! An nL~ :::'Cllfil J'ru'lltJ tJnulJ~ n1 J'U J':::'ll 1 ~l-J~tJflL~!l n1-n'Vl ~'jj'~ 

LL~:::~fin1J''VlI..:! &lltJ~..:! rl l-J PlI'Cl (;]f~~..:! L tJtJ 1 U'VlI..:!'Vl ~'jj'~'VlI..:! I11'ltJn1 J'~!l'Cl1 J'l-J 1 n n~1 n 1J' L tJ:wtJl'J 1 '"l 

:W11-if1tJn1 J''J I..:! LLj;JtJLL~ :::UJ':::LiJtJj;J~ n1 J'lh:::'llI~l-J~tJfl 

2. LihuJ.J1rJ1!Jn1~f1"JlJfjJJ u~f)tfflJP/"J (control versus adaptation as a goal) 

- LLlJLLUUn1nj;JtlLL~i-n!l~~'liI'J'ClIJ' (Press Agentry/Publicity) : ~..:!LtJtJn1J' 

rl'JU~:W1,x~il ~ 'JtJL~tJ'J.jj'!l..:! il rl'Jl:W ~(1) L~tJL~Sj!ltJLL~ :::;'-11!lulJ~ (;]1:W ~!l..:! rlm~!l..:! n 1 J' L(1) tJ1.if 

~fin1 J'L~'jj'rul'll'JtJL~!l L(1)tJ n1J',J1 L'CltJ!l L'U~I:::-n!l:w~'liI'J'ClIJ'~'CltJU'CltJtJ!l..:! rlm"lJ!l..:! IntJL!l..:! 
'IJ • 

- LLlJ LL UU-n!ll-J~'liI'J 'Cl1 J''Cl1 fil J'ru::: (Public Information): lJ..:! L tJtJn1 J'tJl L'CltJ!l 
'IJ • 

I " " I I 

'lI1'J 'Cl1 J'Viil rl ru r11'Vl1..:! 'li 1'J fl!lil rl'Jl:W rl n ~!l..:! LL~::: L U tJ'"l1..:! l1..:! tlL ~!l rl 'J U rl:W 1,xc4il ~ 'JtJ Ln tJ 'J-n!l..:! 
"I cu " 'U 

L~!lC1!l~1!lulJU~ (;]1:W Li:h~:WltJ "lJ!l..:!!l..:! r1n J' 



, 
, dI 

- LLl-J LL UU n'l ~~'el ~1 ~~ 'el'l Yl1 'l LL UU'el~ :lUn [;) ~ (Two-way Asymmetric) : 

~'l Liitln'l~mUf1l-JvlPltlrt~ LL~ ~'Yi ~~n~~l-J"lJ'el'l ~ii~')tlL~m-if'el'l h1t.J n'l ~1ft3fi m~l iil-Jii1,) 1'"l~')tJ 

~fin'l ~Yl1'l~Ylt.J'l Pl1 ~ (;] f mh') fi'el ii n'l~~4'm~'el~1 ~')"l LL~ ~U~~L~tlvlPl'Wrt ~ LL~ ~'Yi ~~ n~~l-J"lJ'el'l ~ii 
I " I I 

~')tlLnm-if'el'lvl'l ri'eltl "lJ ru~ LL~ :;~~'l ~1 LUtl'l 1tlL~mJ1l-J1H1.tln'l~l iil-Jii1')1'"l1~~ii~,)tlLnm-if'el'l
" 

, 
I 4 I ~ 

- LLl-JLLUUn'l~~'el~1~~'el'lYl1'lLLUU~l-Jl-J1(;]~ (Two-way Symmetric): ~'lLtltl 

1tln'l~U ~~~1tlm1l-J~l-J ~tlfiv'i 11~Ln I?I rt,)1l-J L -if11'"l ~tl~~'l rltlLL~ ~ntl~:;~ ~1'l'el'l r1nm~~~ii ~') tl 
" 

I " " " 

Ln tJ ') -if'el'l vl'l ~1tl n'l ~uDu~ 'l 1 'W1'WLL~ LLuu ~ii Lih ~l-J 1 tI ~1;('1J 1tl n'l nL~ ,)'l ~ 1 LL tl')Yl 1'l1'Wn 1 ~ 

ufu !?l,)"lJ'el'l'el'l f1n~l~~'elI?lI"1~'el'l rlUm1l-J ~!?1 L~tl ~1'el'Yi ~~ nal-J"lJ'el'l ~ii ~,)tlL~tI')-if'el'l ll?ltlii n1~ 

~4'tI ri'eltl~1 L UtllrtN n1n~'el ~ m~n LL tl')Yl1'l1tln1 ~tlltlU1t1 LL~ ~LLC-Jtl'l 1tlltln 1 ~UDul1'l1tl 'Yi ~'ell-J 
" I " , 

vl'lii n'l~~4'tll tl"lJ rw~Vl ~1 LU'WlrtN n1nL~~ll"1~'l n'ln~~'"l~tlLL~,) LY/mJ1l-J1ufuu~'ln'l~UDUl1'l1tl 

u ~~'ll1 ~l-J~tlfl,xLn I?I rt ') 1l-J ~'ell?l rt ~ 'el'l LL~ ~ rt') 1l-J L-if11'"l~tl~~'l rltl LL~ ~ n'W ~~vd1'l'el'l f1n nL~ :;~ii
" 

3. lJ'VIlJ1'V1'11fl.J n'l 'j'tl'j'::"J11~uw'tJfj1'!.m1 nruNy) umLL'W i LLfV::LU'tJiflnfI1.J i'tJn1 'j' 

1.h::1.'J1'tJfI'J1UL1h1r.i 

n~~l-J'll 1~"lJ 'el'l n1 ~~ 'el~1 ~ ~1'el ~u LL UU"lJ'el'l n'l ~~'el~ 1 ~~'el'l f1 n ~il1l-J11-nl tln1 ~ 
" , , " 

U ~~'ll 1 ~l-J ~tl lhUtl~ ~~U'l Vl LL[;) n (;] 1'l n tl"lJ 'el'l LL~ LL UU n 1 ~U ~~'ll 1 ~l-J ~tl fivl'l 4 LLUU ll?ltJ 

, " 
,rnu~~'ll1~l-J~tlfiii n'l ~91?1 n'lm1~~'el~1 ~~~~~1'l'el'l f1mnu~1n1~ru'l!tlLL(;] n (;]1'1 rl'W ~'1~ 

- LL~LLUUn'lnC-JmL'Yii-if'el~~"1l1,)~1~ (Press Agentry/Publicity): ~'1Liitll~ 

Ln I?I n'l~~'el~1n~'el'J'el n L~1 ~'el'l~1,)~ Ln l?I~tlltl'el'l r1n ~1~~1n1 ~rw'll'WfuYl ~1U ll?ltlhJii n'l ~i:n L~tl'el 
[\1'Yi ~') l-J~ d:Jtl~tl~~'1~tlL~m rltl"lJ'el'l'el'l f1m~1'el t.J ~ (;]nru"YI1~~1n1 ~ru'll'W fuYl ~1u 

r I I I " 

~'el~1 n Y/'elU'el n L~ 1 L1m1')vhn I?I~'W1 tl'el'l f1 m1~~ 1n1 ~ ru'lltlfuYl ~1U LL(;]ii rt')1l-J LLI?l n (;] 1'1'"l1 n 

LL:lJ LLUUn'l nt.JmL'Yii-if'ell-J~'1i1,)~1~ (Press Agentry/Publicity) ~'el ii n'l~ilrl L~tl'el[\1'Yi~,)l-J~ d:Jtl 
" 

http:j'tl'j'::"J11~uw'tJfj1'!.m1


- bbaJbbUUn1~~tl~1~~tl'l'Vl1'lbbUUtl~a-Ja-J1(?l~ (Two-way Asymmetric): Sj 

n~:;bb~ n1~~tl ~1 ~"'l1 ntl'll"lmhJiJ'l ~1 il1 HtJ"lltJbb'Cl:;"'l1 n ~1il1 ~ru"lltJ ~!l'll"ln~ !l'll"lnn'l tJ1 tJ1a-JVl1 
" 

~!llq!'Cl~1'J~1~~a-J1"'l1 n~1il1~ru"lltJ lJlbbn 11PltJf1~ bb'Cl:;'V'l~~n~~a-J b~!l bU~t1tJbbU'Cl'l~1il1~ru"lltJ1tJ 

Jl1tJl'1PltJf1 ~bb'Cl:;'V'l ~ ~ n ~~a-J1,xbutJltl (?l1a-J ~!l'll"lmtil!l'l n1~ trnu5tWi n1~~!l~ 1~1tJbbaJ bb uu n1~ 

~!l~1 ~~!l'l'Vl1'l bb UU!l~ a-Ja-J1 (?l~ (Two-way Asymmetric) 'Jl'l bbi:-JtJn1~~!l~1~!lrJ1 'l 'Cl:; b~t1 Vl 
, , " 

~!lUf1!l1J bl1!l1,xU~:;~Uf1'J1l-J~1 b~"'l~'l~ Vl1tJn1 nU~t1tJbbU'Cl'll1PltJf1 ~bb'Cl:;'V'l~ ~ n~~a-J 1tJbbaJ bbUUtJ 

, " , 
til!l'l n1 ~1,xbfl Vl i:-J'Cl m:;'VlU1tJJl1tJn1HU~t1'WLLU'Cl'l~1il1~ru"ll'WL 'Yhtr'W laJlrJlaJ'l L tJ'W1,xn1 ~~!l~l~• 

- bbaJLLUUn1~~!l~1~~!l'l'Vl1'lLLUU~l-Ja-J1m (Two-way Symmetric) : n1~ 
," , 
~tl~ 1~1 'WbbaJ LL1JUtJ !l'll"lmi1 n1 ~\l1 b~'W!l-1'!ll-J 'Cl~ 1'J~1Hl1!lb tJl-JtJ1 'J 1"'l~1 il1 ~ ru"ll'W1,xLfl Vl n1 ~ ... 

bU~t1tJbbU'Cl'll1PltJf1 ~bb'Cl:;'V'l ~ ~nnl-J 1tJ"IJ ru:;b~t1'J ntJi1n1nu Vl fU-1'!llq!'Cl~1'J~1 ~"'l1 n~1 il1~ru"lltJ 

b~!l\l1l-J1 bU~t1tJbbU'Cl'll1PltJf1~ 'V'l~~ n~~l-J ~'Jl-Jlun'l\l1l-J11-n'Wn1 ~rorVl n1n~!l1,xLfl Vl i:-J'Cl m:;'Vlu~ 

b'Yl1 bVitll-J n tJ~:;VI ~1'l!l'l1"lnnL'Cl:;~1 il1~ ru"ll 'W;'lVi 11,xLfl Vlf1'J1l-J L~11"'l;'l n'WLb'Cl :;n'W~:;"dl'l!l'll"ln ~ 

, 

1. LLlJLLUUn1ni:-JmL'V'lH!ll-J'Cl"li1'J~1~ (Press Agentry/Publicity) : !l'll"lmVl ... 

UD~1 tJbbaJbLUU Public Agentry/Publicity n1V1'WVl1,xn1~~!l~lHU'Wn1~~!l~1~bLUU'Vll'l L~m 

(one-way communication) 

" " ~ 1 ill ~ ru"ll'W fu 'Vl ~1U 11'l 111tJn 1 ~\ll L~'W!llJn llJ i1 nl ~~ ~1 'lJl1 'V'l ~'J l-J Vl1-!l LLn 'W~ 1 ~ (1J 1'W n 1 ~ 

tl~::"ll1~l-J~'Wfi bVlt.lrorVl1,xi1 n1~-W1 b~'W!l (?l1l-J ~m'Wn1mr Vl1-!lf1'J1a-J til!l'l n1n'tl'V'l1::"IJ!l'l LVlVJ n1HU 
, " 

LL'Cl:;laJ~Vl(?l1a-J i:-J'Cl (?l!lU n~u (feedback) Vl1-!ln1~(?l!lU~'W!l'l (response) Vl1-!li:-J'Cl m:;'VluVi bflVl~'W 



- LLlJLLUUnJ5'~'fl'Cl'WM1~V11~LLUU'fl'Cl:W:W'1(;15' (Two-way Asymmetric) : ilnJ5' 

~'fl'ClI5'~illtJLLUU-n'fl~nJ5'~'fl'ClI5' ~'fl source 7 message 7 medium 7 receiver LL~:;il 

feedback r.nn receiver ""lln~H'u'ClI5':Wl~~~~~'ClI5' n~I'.l~'fl 5'tJLLUUnJ5'~'fl'CllnU'ULLUU~:Wl 
'lJ " " 

" source 1?l'fl~nJ5' 

- LLlJLLU'JnJ5'~'fl'ClI5''Cl'fl~V11~LL'JU'Cl:W:Wll?l5' (Two-way Symmetric): ilnl5' 

~'fl'CllnLUuihJ~~:w~'Ufi (interact) 5':;tdl~n'ULL~:;n'U ltJ LLUU nJ5'~'fl'ClI5'''"l:;il nlnL~nLtJ~tJ'ULn I?l 

feedback 5''.lI?lL~'.l:Wln''"l'U1lJLnl?l~I~1 source LL~:; receiver 

5 , LL'W'J'VI'7\lnl~t!J::'l11~iJW'WD1~tJi.;ifm'JfV'l1WriJW'WfJi.iJ'WLfl1fNiJfJ 

nJ 5''Cl ~1~ l"1'.lI:W~:w~'Ufi~~ nu~m,J'.l~"l! 'ULi'J'U';)fi nJ 5'1'U nJ n ~ :w'll'fl~V11~ ~1!l 

, 
LL1J1J~I~'f}~V11 nl~LeJtlLLYii;r'fl~~'.il'J~I~: LL1JU~I~'f)-.l Public 

'lJ 

, , " 
rnl?l~I~'fl:W'.l~"l!'U1,x l"1'.l1:W 'Cl'U1""l 'lil'.l'ClI5'~hjl L'Cl'U'fl11'U,Jn hJ Ltl'Un ~1~~1'flill"1'.lI:W Ltl'U""l1'lL~tJ~ 

Ul~ ~'.l'U l"1'.lI:W~:W~'U fi~ Ln 1?l~'U L tl'U nJ 5''Cl ~1~ l"1'.l1:W ~:w ~'UfiL~'flH'dJWrl'fl~V11~1'UnJ 5'Ul L'Cl'U'fl 

, 

LLUU~I~'f}~Vi 2 ;r'f)~~~I'J~IJ~lfilJru~: LLUiJ~I~'f)'l Public 
'lJ 

information 

" " tJ~~~I'UtJ5':;"l!I~:W~'U fii.'Ul,JLLuull~1 Ltl'U~'fl~Yi~Yn ~'fl :W'.l~"l!'U1'Unl5'UI L'Cl 'U'fl-if!l~~'lil'.l'ClI5' 
" ,

"lJ!l~'fl~ r1n n tl'U'flrh'l:Wl n (;)~ 11'U~~~1 L tl'U~'fl~'Cl ~1~ l"1'.lI:W ~:w~'Ufi'el'U~ nu ~'fl W)~"l! 'ULtl'U!lrJl'l:W1 n 



LLUU~1'C1!l'l~ 3 n1~~!l~1~~!l'l'Vl1'lLLUU!l~l.nJ1(;l~ : LLUU~1'C1!l'l Two­

way asymmetric i1n1~~¥1'l A'J1l.J~l.J~'Wfi~~ nU~!lLL(;\hJ1~A'J1l.J~1 AC1Jl.J1 n L 'V11 nULbUU~1'C1!l'l 

Public Information !l'l f1nnoW'Wn1~u1-VI1~~~ n1~m 1l.J~l.J~'Wfinu~!ll.J'J'C1'll'WL~!lL~~!ll.J'J~'ll'W 

dJ'WoJi!l'l'Vl1'l V11!l bA1!l'li1!) 1 'Wn1 ~ 'L OWl.JOW1'J1"'l1~~iJ~'J'Wb~m-n!l'liJm1l.J ~ ~ b~'Wr1~!lrJ (;l1l.J V11!)
" 

UBU'1l(;l1l.J~!l'l f1m~!l'l n1~ 

, , 

bbUU~1'C1!)'lYi 4 n1~~!l~1j~!)'l'Vl1'lbbUU~l.Jl.J1(;l~ LbUU~1'C1!)'l Two-

way symmetric 1~A'J1l.J~1AC1J nU~!)l.J'J'C1'll'WL'W~1'W:::~ bU'W~i1~'J'Wb~m-n!l'l nu!)'l f1m 'L~rJn1~ 

~ ¥1'l r1'J1l.J b-n11"'l!i'W~ in-n!) b~ 'W!l bL 'W::: bb'C1:::-n!)bL'W:::"j 1 V11!)-n!la.!'C1~'W1 "'l1 n ~ !)l.J'J 'C1'll'Wl.J 1H1.'Wn 1 ~ 

UfUUN n1 ~vl1'l1'W"lJ!)'l!l'l f1mV11!)'l1'WU~:::'ll1~l.J~'Wfi 1'W"lJ ru:::b~m n'WiJ n1m'C1 n L u~rJ'W-n!)l.J'C1"'l1 n. " 

6. n1~Li\J1'!J~4'tJL'!Jn1~tf~::111~JJW'!Jtf 

1'W 11"'l "'l U 'W n 1 ~U ~:;'ll1 ~l.J ~ 'W fi~ l1 rJ1 V1 aJ ~ 1 L U'W~!) 'l1-if 'l1 'W'1~rJ L-n1l.J 1• 
~ ~ 

U~:; n!) U n 1~UBU~'l1 'WVl'lL 'W~1 'Wn 1~'J 1'l bLtJ'Wn 1 ~tJ~:::'ll1 ~l.J~'W fit tJ"'l 'W ~'l -n'W(;l!l'W1'Wn 1 ~ 
, ~ 

tJ~:::bij'WtJ'C1 'LA~'l n1~U~:;'ll1~l.J~'WfiYi n1~'l~1 LU'Wn1~ V11!l~1 bU'Wn1~ltJ~'l-n'W(;l!)'W~ ~Vf1rJ bL~1 'W• 

n 1 j tJ B U~ 'l1 'W U ~ :; '111 ~l.J ~ 'W fi"lJ !l'l !) 'l f1 n ~ bb ~ 'C1 :; bb ~ '11 ~A'J 1l.J ~ 1 A C1J (;\ !l n 1 ~ '1 ~rJ 1'W n 1 j 
~ 

tJ~:;'ll1 ~l.J~'WfiLL(;ln ~1'l n'W!l!l n 1tJ mJ LLUU n1 ~U~:;'ll1~l.J~'WfiVl'l 4 ~'liJ n1 ~1-if'l1'W'1~rJ1 'Wn1 ~ 
~ 

tJ~:::'ll1~l.J~'Wfibb(;l n ~1'l n'W~'l~1rJ'C1 :::b~rJ ~(;\!l1tJu 

- LLaJbLUUn1ntJmbYli-n!ll.J'C1"Jl1'J~1~ (Press Agentry/Publicity): l1n"'l:::laJ"j1
" ~ 

'l1'W'1~rJl.J11-n'W'l1'WtJ~:;'ll1~l.J~'Wfi 'W!ln"'l1 n-n!ll.J'C1 bV1~ 1'1!'Wl~l.J1"'l1 nn 1~~'l bn (;l n 1HULLuulaJLu'W 
'IJ 

I '" , CiI O~CVq 

- bbl.JLbUU"lJ!ll.J'C1"lJ1'J~1~~1n1nu::: (Public Information): l.Jn1~'Vl1'J"'lmYlrJ'l 
'IJ 

II II ' 
b~ noW!lrJ L'Vl1'1!'W 'L~rJ~'J'Wl.J1 n~~ b(;l1rJl.JtJ(;l Cl ~uYi LU'W-n!)l.J'C1·lh'J~1nYi!l~ 1n1~ru'll'WYih]¥~n~'liJ

." " 

I 

http:L~rJ~'J'Wl.J1


~ , 
~1'J~ 1 n!\,li'J ~~C'1U'lI'el'l f'l 'J 1 ~ tl 1 n b 'VI ~ 1~~ ~ nu e:r'el 1 'W'VI~'elhl bb~ ~'ell'"li'J n'l ~';) ~tl n 1 ~'ell'Wb~'el 

'IJ 

- bblJbbuunl~~'el~1~~'el'lYll'1bbUU'el~~~1(;]~ (Two-way Asymmetric): H' 

'11'W';)~tl bU'W'el'l ~tJ~~n'elU~1 fl'lJ1'W n 1 ~tJlJmi'l1'WtJ~~'l!Ii~~'Wfi i'J n'l~l.if n 1 ~';)~tl bbUU formative 
, ,~ 

research b~'el~'W'VIln'l~tl'el~fu (accept) bb~~ tolerate '"l1mr'W~1-if'el~~Yl1~~1nl'V1'W~'WLtlUItl 
'IJ 

(policies) bb~~m~u'J'Wn'l~ (procedure) 'lI'el 'I tr'"l b'"l nuf'l f'l~'VI1'el'el'l~ml~~'el~f'l~'el'lnUml~• 
~ " , 

~'Wl'"l'll'el'l~1nlHW'l!'W (public interest) ~'1~b~'el":h1~~1nlHlJ'l!'W¥~n~nutr'"l b'"l nUf'lf'l~bb~~ 
'IJ • 

'el'l~m~1 n~'W L~tl ~'J'W1'VI '1ll1'n'"l~i~ rll'l1'el'li'lPl'Wf'l ~ bb~ ~Yi ~~ n ~~~ b~'elYl'"l lHlJl ~'1 e.J~ n ~~Y1U'lI'el'l 
nl~tJ~~'l!1i~~'Wfi~tJlju~'11'W1tJ uil'J 

, 

- bblJbbUUn'l~~'el~1~~'el'lYll'1bbUU~~~1(;]~ (Two-way Symmetric): Hf 

'I 1'W';)~tl dJ 'W'el 'I ~tJ ~~n'elU~1 fl'lJ1 'Wn'l ~tJljmi'l1'WtJ~~'l!Ii~~'Wfi n 1 ~l.ifn'l ~';)~tl tJ~~bi1'We.J~ bb UU 

formative research b~'elYl'"li rul~1~'lD'l~ru'l!'Wfu¥'el'l ~m'elrh'l1nb~~ b~'elYl'"l'l~ ru'l~1 e.J~'11'W'lI'el'l 
'IJ 

, ~ 

'el'l ~mi'J e.J~'el~h bb~ ~'elcil'1 hL9l'el ~'l n'l ~ru'l!'W e.J ~ n'l ~';)~tl Yl1~il~1 ~ 1 Hl~1 ~'ll.ifl 'Wn'l ~l~ 
, 

~1mm~1l 'W n 1 ~~~ n'l ~L9l 'eltJljintl I'll 'el'l ~ In 1 ~ru'l! 'W Vl i'J L9l 'el'WLtlU'l tl Yi ¥'el ~ n'W il 
~ 

~ 1 ~1~(1~ 'l 

e.J~ n'l ~';)~tl ~ ll-if1 'W n'l~tJfu b tJ ~ tl 'W 'WLtlUItl b~'el1 ~~'el ~ fu nu f'l'J'l ~ ~ 'Wl'"l'll'el'l ~ 1 n'l ~ru'l! 'W1~ 

'W'eln'"l1 n~~'l~'l~(1~1~1l.if~m~'l~'l~'ln'l~ru'l!'Wb-if'l1'"l n'l ~~~ n'l~'lI'el'l'el'l ~m1~~ b.wmh bb~~n'l~ 
~~n'ln -if'll'"l ~'l nl ~ru'l!'W1~~ 'l mJ'eltl L.w ml~ -if'el~ ~~1~'"l'l n n'l ~';)~tl bU'WtJ~~Ltl'l! oW'elci'l'l ~'1l'Wn'l~ 

'IJ 



.... 
'U'VI'VI 3 

Yl1~ n1~tJDtJ~~1t.!1t.!~1t.!LU1'V1l-J1tl LL~mn1~tJDtJ~~1t.! n~:;tJ'Jt.!n1 ~ Ijfi n1~tJDtJ~,J~:;"Jji -Kl-J~t.! fi 

"lI'f)~'f)~l"1m 1 t.!tJ~:;LVl PllVIti LL~:;~~tJ~ tlIt.!Jl1~ n1~tJDtJ~~1t.!tJ~:;"Jj1-Kl-J~t.!fi"ll'f)~·'f)~ l"1n~1t.!tJ~:;LVlPl 

lV1tlml-JLLtJtJ~1~'f)~"lI'f)~ Grunig 

0~tl1fJfin1~Ij~m.J~1t.!ljfi (Mixed Method) ~'f) n1~Ij~m:n~'"lruJl1~ (qualitative 

research) LL~:;n1~Ij~m:n~ml-J1ru (quantitative research) 

" " ,
n1~Ij~tl1t.!l"1f~\1:;Wj~tl1mfin1~-Kl-JJl1'!j'nrL:n~~ n (In-depth interview) LYi'f)~1~'J"l

" 
LL t.!'JVl1~1 t.!n1 ~tJD~~1t.!ml-JLLaJ LL tJtJ n1 ~tJ ~:;"Jj1-Kl-J~t.!fi"ll'f)~ G runig .jf'el~~~1~"l :;-W1l-J1HfLUt.! 

" 
LLt.!'JVl1~ LU'f)~ ~t.!1 t.!n1 ~~ ~1~ LLtJtJ~'f)tJ tl 1l-J ~1'V1¥tJ~ 1~'J"l ~ tlIt.!Jl 1~ n1~tJD~~1t.!tJ~:;"Jj I -Kl-J~t.!fi 

L'l1l-J LLaJ LLtJtJ n1~tJ~:;"Jji -Kl-J~t.!fi"ll'el~ Gru nig L!?1 tl*L-wt.!~ n'!j',,~h t.! LU1'V1l-J1t1 LLt-J t.!n1~tJD~~1t.! 

m::tJ'Jt.!n1 ~ IjfinI ~tJD~tJ~::"Jj1-Kl-J~t.!fi~L'VIl-J1:;~l-J ntJtJ1'tJVI"lI'f)~'el~l"1n~1t.!tJ~:;LVI Pll Vltl 

, 1V 

1.2. LbVl~-3'll'£laJ~.. 
LL 'VI~~.jf'f)~~1t.!n1~Ij~tl L:n~ '"l ruJl1~ L~'f)LL~(N'VI1 LL t.!'JVl1~~1'V1ftJn1nJDllii~1t.!ml-J 

LLaJLLtJtJn1~tJ~:;"Jj1-Kl-J~t.!fi Wj~tll~~'JtJ~'Jl-J.jf'f)tl~fOl1mL'VI~~.jf'f)l-J~ 2 tJ~:;LJ1Vl ~'f) LL'VI~~.jf'f)l-J~
~ Uq] IlJ " 



Hi'bbri ~1~1V11'1';)"ll 1 n1 ~ ';) VIti 1 tl'Vi'Wfl UVlI"l'J 1lJVl1 '1';)"ll 1 n1~ bbfl :::b'El n~ 1 ~ 

'11'W';)~t1~m'W1l1'Vi n1~U~:::"ll1~lJ~'Wfil'WU~:::bVlPl1Vlmbfl:::[;h'lU~:::bVI Pl ~'1 b'El n~1n~~h~L-ifVlUVI'J'W 

bb 'W'J FiVl VI ~11D bbfl:::'11'W';)~t1~ b~tJ')-n'El'l nu n1~Pi n111 b~'El,J11u~ n1~~~1'1 n~'ElU"lI'El'ln1~';)~t1 bbfl::: 

n1~r1VI b~h n~1 n ~ lJ ~'J'ElrJ1 'I ~1~~U n1 ~';)~tI b~ '11"l OJ1l1'Vi bbfl::: n 1~';)~tI b ~'1mlJ1 OJ LVltI-n'EllJ fl 
• • OJ 

1.2.2. m~-n'EllJfl~~n (key informants) 
'lJ iJ 

u~:::"ll1ilJ~'Wtf ~'JlJ 24 1"l'W ~'1u~:::n'EluJl'JtI,rnU~:::"ll1~lJ~'Wtf'"l1 n'El'l1"lmb'El n"ll'W 13 I"l'WLLfl :::'"l1 n 

~'W'JtI'I1'W"lI'El'l~~/~~';)~1~n'"l 11 1"l'W L~t1r1~b~'ElnJl'JtI,;)ih'fl'Vi1:::L'"l1:::'"l'l (purposive sampling) 

'"l1 n'El'll"lm1111"l~~/~~';)~1~n'"l LLfl:::'El'll"lnm11"l L 'El n"ll'W~'"l~VI:::LUtl'WL'W[;]fl1V1~~nVl~'VitJ.... .... 

1.3. 'VI'll'J~"l'Jn1'l~'hl"l'l1:::~ (unit of analysis) 

mJ'JtlL'Wm ~';) bl"l~1:::t.f~1~~Um ~,;)4't1l"lf'l~~'El ,rnU~~'11'WU~:::"ll1 ~lJ~'Wfil'W'El'l1"ln ~ 

~~1lJ1~flL~-nm.!fl~1t1fl:::b~t1V1L~tJ')nUn1~U~~'11'WJl1'Wn1~u~:::"ll1~lJ~'Wfl ~'JlJ 24 1"l'W ~'1 

u~:::n'EluJl'JtI,rnU~:::"ll1~lJ~'Wtf'"l1n'El'll"ln~L'Eln"ll'W 13 l"l'WbLfl:::'"l1nmJ'JtI'I1'W"lI'El'l~~/f~';)~1~n'"l 11 .... .... 

n1~~lJIl111rub~'1~ n 1~~'J'I~ii1 LLfl:::i:J n1~u'WVi n b~t1'1L'Wn1~~lJIl111ru '"l1nt!'Wu'WVinu~:::b~'l.l 

~1r1 rufl'lL'WL 'Eln~1n~'f),j1lJ1HL'Wn1 ~';) bl"l~1:::t.f-n'f)lJfl
~ OJ 

~1~~UL'l.ln~ ru~,rnu~u~ n 1 ~U ~:::"ll 1~lJ~'Wflhl~ 1lJ 1 ~ flL ~~lJIl111rub~'1 ~ n 

I"l OJ ::: ~';) ~tI '"l ::: ~~ ~ 'I bb 'W 'J ~ 1 fl1lJ Vl1 '11U ~ 11 ru tJ ~ ~ 'El ~ 'I Vl1 'I L VI ~ ~ 1 ~1 U L ~ bb ri ,rn U ~ u~ n 1 ~ 

U~:::"ll1~lJ~'Wtfb~'El[;]'Elun~ulJ1V11'11U~11rutJ ~~'f)Vl1'1LVI~~1~ '"l1nt!'l.l'f)1'"li:Jm~~lJIl111ruL~lJL~lJ 
b~'ElbnU~'JU~'JlJ-n'f)l.Jfl nm~:::b~t1~m1'11 ~'f)1'"lhll"l~u~'J'W 



1.5. L,",~'el.:Jij'elvh"lii.Un1'a~~~ 


m~u n1t-1'W(71L-n' bb 'W'J ~1 Cl1l-J~l-J!l1Mrub~'1~ n bU'Wb,"i~'el'lij'el~HL'Wn 1 :i'~~U b~'1 rl ru!l1 ~ " 	 . 
l.l:i':::n'elU rJI'Ju-if'el ~1 Cl1l-J L~m rlU biht-1l-J1UL'Wm:i'~1 bU'W'I1'W1.l:i':::"ll1~l-J~'Wlf ~fi n 1:i' n1 t-1'W(71'WLUU1U 

bL~:::bb'W'J'Vl1'1L'Wm :i'tJlJ~'11'WrJl1'Wm:i'tJ:i':::"ll1~l-J~'Wfi n~mnJ j;j1'11L 'Wm nh:::"ll1 ~l-J~'Wfi~fi m:i' 

~ (71j;j'el~'el~1 :i'rlU ~iJ~'J'WL~m-if'el'l bb~:::tJ:i':::L~'W~'W1 ~ b~m-if'el'l 

b~'1~ nl-J 1 LmUU LVi UU rlu-if'ell-J ~~1 nLL t-1~'1-if'ell-J ~lh:::b!l'Vl b'el n~ 1:i' Lb~:::m 1l-J¥ tJ:i':::~U m :i'nJ'lJ'el'l 
"" 	 " 

~cv tid i/ cv tr ::. 	 Q' .do ....CI

~'J~U Lb~:::~ b"llU 'J"ll 1 ru (711'Wmnh:::"ll1~l-J~'Wfi ~1 n'W'W1_h:::l-J'J~ bb~ :::MtJ ~ ~ biJulh:::b(71'W'Vl~1 rl ru 
\.t CIJ ~ 	 q QJ' 

o .... QJ

1.7. n1'aU1L'6ItU'ele.J~n1'a'J~~ 

m~mJ1 L~'W'el ~ ~ m :i'~~m~'1 rl ru!l1~L(71U n1:i'~:i':i'ru'W1 bb~:::'elfiu1UtJ:i':::n'el1JrlU" 	 . 

2. n1'a~~m:n.:JtI'hJ1 r;lc! 

L'W~'J'W'lJ'el'lm:i'~~m~'1ml-J1ru 	 m~UL-n'm:i'~~m~'1~1:i''J~ (survey research) L(71mnU
" 

:i''J1J:i''Jl-J-if'el3qJ~~1 n n~l-J(;]'J'elrJ1'1~ Lu'WoJmJlJ~m :i'U:i':::"ll1~l-J~'Wfil'WU:i':::L'Vl fill'VlUL'W'el'l f1n:i' 

l.h:::L!l'Vl t1'el 'el'l f1nn'eln"ll'W 'el'lf1 n:i'!l1 rl~~/~~~~1t-1n~ LL~:::'el'l f1n:i'hlwJ'I ~~ n1h/l-J~Ufi
dJI dJI 	 " 

2.1 . 'l.h:::"li1n'a 

l.h:::"ll1n:i'L'Wm:i'~~m~'1ml-J1 ru ~'el oJnunU&imnh:::"ll1~l-J~'Wfil 'WU:i':::L'Vl fill'VlUL'W 

'el'l f1 n :i' !l1 rl ~~ / h ~ ~ 1 t-1 n~ 'el 'I f1 n :i' b'el n"ll 'W LL ~ ::: 'el 'I An :i' hlWJ'I ~ ~ n 1 h / l-J ~ Ufi ~ 'el rJ L'W L'lJ (;] 
~ ~ 	 CIJ CIJ 

3 



1.2.1. "lJ'WIVl(;]'J'Clrh-:j 

"lJ'W1 Vl(;]'Jmh-:jJlI~f~/f~';j~IV1n"'l LL~~'Cl-:j~ml~wr-:j ~~ Iiih/l-/~tlfi~'Clril'WL"lJ (;1 
dJJ cIJJ " " 

, 

l'W(;1~IVlVl~n'Vlf'VHr ~''W'J'W 83 (;]'J'Clril-:j LVltl~''W'Jru'''lln(;1'),I-:j Taro Yamane vh~~Umll-/ 

L~'ClJ'W~'Cltl~~ 95 ~'JIl-/~~IVlL~~'Cl'Wl~Ln'W~'Cltl~~ 0.10 

., 
~ru~0~tJl~finl),~l-/(;]'J'Cl~I-:jLLUUVI~It1-n'W(;1'Cl'W (multi-step random sampling) 

., ., 
LVltJLLtJ-:j'Cl'ClnLU'W -n'W(;1'Cl'W~-:j~ 

., , ., 

-n'W(;1'Cl'WVl 1 n1),~l-/t;l'J'Clril-:j LLUU~Vl~'J'W·Il'J-:j-n'W (proportional stratified random 


sampling) ~ru~0~tJV11n1),~l-/t;l'J'Clrh-:j(;11l-/~Vl~'J'W"lJ'Cl-:j'Cl-:j~n)' ~-:j),It1~~L~tlVl(;11n-:j~ 3.1 ~-:j~ 

519 84 

894 98 

1,413 182 

" , 

-n'W(;1'Cl'WVl 2 n1),~l-/t;l'J'Clril-:j'Cl~'-:j4't1 (simple random sampling) ~ru~m~tJ 


q ~ 

., , 

nlV1'WVlVll-/It1 L~"lJnlnU(;1'l-/~'~Ut;l'J,gm~)'JlI~11 'Vltl "'l1 mr'W~l-/ t;l'J'Cl~'-:j"'l1 nntl~'Cl'Cl-:j ~n),LVltlL-if
q 

., , 

-n'W(;1'Cl'WVl 3 nl)'~w;i'J'Clril-:jLLUUL'U~I~L"'lI:;"'l-:j (purposive sampling) ~ru:::~~tI 


L~'ClnLnu-ii'Cl~~"'llmrmJD~n1nh:;"llI~l-/~'WfiJlIt11'W'Cl-:j~m 



..... ~,,, ''''':'"1''''
~'l'"ltl ~"llUUU'M1U ('Ill-ILLUU ~ VI ~ (;]11 ULu '1m n J'1l n 'lJ1l:W ~ Lll'l (self-administrative
~ ~ ~ ~ 

questionnaire) dj'WLri~ll'lijll~l-n'WnlJ'~~tI L~'lm:W1 ru lh~ nllU C91'ltl ~1 rl1:wvT'l"llU~U~It1tl ~ 

(close-ended question) LL~~~Irl1:WU~lmtl~ (open-ended question) L~t.JmJ'lLflJ''l'Cl~I'l 

~1rl1:WllllmLl'W 3 ~'l'W ~1l 

~'l 'W ~ 2 uJ'~ nllU C91'l tliflI ~1 rl1:W L~tI'l riu~ll LL~ ~n '"I n n:wu J'~"ll1 ~:w~'W fi lC91 LLn 

n'"lmJ':W/~lluJ'~"llli:w~'Wfi~H nlJ'vhn'"l mJ':W~ll:W'l~"ll'Wi:w~'Wfi n'"l mJ':WL~lli'lfl:W n'"l mJ':WL~ll 

n~:w~ii~'l'WlC91 L~tI n~:w t;i1'l 1 LL~ ~nlJ'l-n'lI'W~~tll'W'lI'WUJ'~"llli:w~'Wfi 

~'l'W~ 3 uJ'~nllU C91'ltliflI ~1 rl1:W L~tI'l riu LL 'W'l ~ ~Il 'Wni J'U~U~'lI'WUJ'~"llli:w~'Wfi 

1'WC911'Wt;i1'l 1 6 C911'W lC91LLn tJ(;]~UJ'~'Cl'lr1'lJll'lnlJ'UJ'~"llI~:w~'Wfi LUIV1:WlmL~~~finlJ'nlV1'W~ 

LUIV1:WIt1 U'Vl UI'VlL 'W n 1 J'uJ'~"llli:W~'W fi J'U LL UU nI J'~1l'Cl1 J' fl'll:wi:w~'Wfiriu~ll:W'l~"ll'WLL~ ~ 
" 

I I I I 
t,....:;;:a.cv !,I .dI _ .dI od!j cI 

~'l'"ltl'Vl ~'ClllU fl'l1:W ~ n (;]1l'l (validity) LL~ ~fl'll:W L"ll1l:W'W (reliability) 'lJ1l'l Lfl J'1l'l :W1l'Vl 

" Hl'WnlJ'~~m~'lm:Wlru ~'lll 

validity) 
... ... 

(concurrent validity) U~~fl'lI:WQn~ll'l'lJll'l LtlllVlI (content validity) YI~ll:w-K'lUJ'~Lij'Wfl'll:W 
.1 CJ. "..I, ", ".

flJ'llU fl ~ :W'lJ1l'l uJ'~L~'Wtl1ltl ~ 
ov 
m~j'ru~LL~ ~f11~1'lJ1l'l'lJ1l fl'l1:W'Vl ~"ll ~ 'WLL UU'ClllU rl1:W U(;]

. 
~ ~'lJ1l'l1. 



~ I ~ ~ I 

lJ'elti L ~ t1-:J LVl ~'J l-J 11-:J Jl1 'jj'1 VlL-ifi1 fl'J 1l-J-DVl LIOj klL ~ t1-:J LVl 11-:J ,lL~ 'elL-ifL kl n1 ~Vi IOj 1 ~ru1 tJ ~utJ~-:J 
q 

2.4 .2. fl'J1l-J L~'elarkl (reliability) 

m~t1'VlVl~'elUfl'J1l-J L~'elarkl'll'el-:J LLUU~'elU fl1l-J bVltltJ1 LLUU~'elUfl1l-J'Vl Vl~'elU 
'IJ 

I I " I I 

fl'J1l-JL~'elarklIOj1 m.rntJ~::;"ll1~l-J~klIi~1U'Jkl 30 "ll 
q 

Vl 1Oj1 nt!kltJ11:J~l-J1~ Lfl~1::;,x rh~::;(;)Ufl'J1l-J L~'elarkl 

"lJ'el-:JLfl1'el-:Ji'J'el bVltlL~fin1~~Lfl~1::;,x~l-JtJ~::;~'Vl'i'el~vl1'l1'el-:Jm'elklU1"ll (Cronbach's Alpha) bVltl 

1:J~n1~~Lfl~1::;,x~l-JtJ~::;~'Vl'i'el~yj1"lJ'el-:Jfl~'elklU1"ll (Cronbach's Alpha) LVI1fi'u .94 

i.-=. ... "I'" "I ..,.., .!"I'" ..,
1:J'J1Oj tI b"ll LL1JU~'elU fl1l-J LLUU b"W l1l'elULukll:J m'el n"lJ'ell-J ~ L'el-:J (self-administrative 
~ \J 'U " 

questionnaire) ~eJ1kln1~'VlVl~'elUfl'J1l-J~n~'el-:J (validity) LL~::;m1l-JL~'elarkl (reliability) l-J1L-ifLnu 
, , " 

~'JU~'Jl-J-ll'ell.J ~ IOj 1 n t!ntJ~u~ n1~tJ ~::;"ll1 ~l-J~klIiVltJ~U~-:J 1klL kl'el-:J I"l n~Vl ~-:J 'el~L klL"lI11l 

" m-:JL'Vl~l-J'j,\1klfl~LL~::;ml-Jru"Vl~ bVlmnU~'JU~'Jl-J-ll'ell-J~~-:JLL[;h~'elkl i1kl1fl~ - Ll-J'jj'1t1kl 2550 
q 'IJ 

2.6. bnru.nn1~"l,rA1fl::bb'U'U 

~~ ~tI n 1 'j,\ kl Vl n 1 ~ l'Vl ~ 1 ~ 'J LL tJ ~ fl 'J 1l-J ~ 'el Vl fl ~ 'el-:J fi' U ~n 'jj' ru::; -:J 1 kl ~ tJ ~ U~ 

u~::;n'elU~'Jtl1'(;J fltJ~::;~-:J I"l'll'el-:J n1~tJ~::;"ll1 ~l-J~kl Ii LiJ1'j,\l-J1t1 LL~ ::;~fi n 1 ~n1'j,\klVl LiJ1'j,\l-J1t1 1J'VlU1 'Vl 
q 

" 
L1Jkl 5 ~::;(;)U (;)-:Jt1 

cv .­
A1fl::bb'U'U ~::~'Ufl'J1a.J~'fl ~ fl~'fl~ 

.., .., d 
~'elVlfl~'el-:Jkl'eltl'Vl~Vl 

q 

.., .., 
~'elVlfl~'el-:Jkl'elti2 

~'elVlfl~'el-:JtJ1kln ~1-:J3 
.., 

~'elVlfl~'el-:Jl-J1n4 
.., d 

~'elVlfl~'el-:Jl-J1n'Vl~Vl5 · 



W)-{tJoW 1 LL U U 'Cl 'el U (l1l-l~lrJl"'l1 n n 15'Lnu-if'ell-l 'C1"'l1 n n ~ l-l (;]'J 'el tJ 1..:J ~ iJ n 15'In'elU (l1l-l
'OJ 'IJ • 

~5'ul1'Jl.I'Cll-lU5'nrl-l1'C1..:J5''IX'Cl LL'C1:::U5':::l-l'J'C1!:-J'C1-if'ell-l'C1rJl'JtJbumml-l SPSS for Window b"'tIfi1WIJ'" 
'IJ 'OJ 

¥'eltJ'C1::: r11 L'U~tJ LL'C1 :::~'J'WL~ tJ..:J LUl.Il-l11n5'~1l.1 LL'C1::: n 15'';) Lfln :::~LLUU In 15'1..:J1"lJ1 (Crosstabs)
oIJl 

~1LLl.Inn15'ulJ'~..:J1l.11h:::"Jl1il-l~l.IfiIn1l-lLL~LLUUn15'U5':::"Jl1~~n·~'l.Ifi~..:J 4 LLUU"lJ'el..:J Grunig 

2. n15'';)Lfln:::~-if'ell-l'C1rJl'JtJ'Cl(l~h~w~nrul.l1 (inferential statistic) ~'el n15' 
'IJ 

';) Lfln:::~~'J1l-lLLU5'U 5''Jl.ILLUU'1''''~1 (AN OVA repeated measure) L~'el LmtJu LVltJU rl'J1l-l 

LLlnnI111..:J"lJ'el..:J rhL'U~m.n-l-l1 run15'1.jfLL~LLUUn15'U5':::"Jl1il-l~l.Ifi~..:J 4 LLUU"lJ'el..:J Grunig "lJ'el..:JU5':::LJ1'Vl 

"vI'ibtJ..:J1l.1~ LLIn n 1111..:J nl.l LL'C1::: LmtJu LVltJUr11L'U~m.nl-l1 run15'l-n5'U LLUU bl-l L"''C1U 5':::"Jl1~l-l~l.IfintJ r1 
'IJ 'IJ 

o IV 

2.8. n1'il.l1 b '6!ll.l '£1"1.1 '£IlJ..~ 

L~tJ..:J LUl.Il-l 11n5'~1l.1 n15'';) L~ n :::~LLUUIn1n..:J1"lJ1 (Crosstabs) LL'C1::: 1n1 5'1..:J n 15'';) Lrl5'1:::~~'J1l-l... ... ... 
LLU5'U5''Jl.ILLUU'1'"'~1 (AN OVA repeated measure) 'V'l¥'ell-l11..:J'V'l5'5'rul.l1!:-J'C1 n15'';) Lrl5'1:::~-if'ell-l'C11l.1 

'OJ 

... ... 
~., ev.d 

n15''J'''l tJ rl5''ll.l 

'Cl (l~~l-if1l.1n1nt~tJuLVltJU rl'J1l-l LLIn n 1111..:J"lJ'el..:J r11 L'U~m.nl-l1 ru n15'HLL~ LLUUn15' 
... , 

U5':::"Jl1il-l~l.Ifil1..:J 4 5'ULLUU"lJ'el..:JU5':::Ul'VlwtJr.JtJ'l1l.1Vl LLIn n 1111'l n'W LL'C1::: n1 n mtJu LVltJ uml-l1 run 15' 
'IJ 

http:n1'il.l1
http:n15'';)Lfln:::~-if'ell-l'C1rJl'JtJ'Cl(l~h~w~nrul.l1


.."j 

'U'Vl'Vl 4 

1l.!n1 ~ulJ~,n l.!hl(~h l.! Lih"untJ LLe.Jl.!n1 ~ulJ 1J~~1l.! m:;1J'Jl.!n1 ~ ';jfi n1 ~ulJ~U~:;"D 1 i ~~l.!fi"lJ'e)~ 

'e)~ rlmll.!u~:;L'VlP1L 'VltJ LL~ :;~~U~ (l1l.!Jl1~ n1 ~,JlJ~~1l.!lh:;"D1i~~l.! fi"lJ'e)~'e)~ rlm 1l.! U~:;L 'Vl P1L 'VltJ!1l1~ 

LL1J1J~1~'e)~"lJ'e)~ Grunig tC;ltJl-ir)fin1~';j~tJe.J~1l.!';jfi (Mixed Method) ~'e) n1~';j~m~~rlOJJl1~, 

(qualitative research) Lc;)tJn1~i~Jl1'rJ'ruL~~~n LL~:;n1~';j~m~~m~1ru (quantitative research) 

tC;)tJn1~~1~'J'"l~'JmL1J1J~'e)1Jrt1~ 1l.!n1~-w1L~l.!'e)e.J~n1~';jLrln:;'\X ~~-W1L~l.!'e)LUl.! 2 ~'Jl.! ~'e) m~n1~ 

i ~Jl1'rJ'ruL~~~ n LL'C'l:;e.J ~ n1 ~~1~'J'"l ~i'JmL1J1J~'e)1J (l1~ 

'"l1nn1~i~Jl1'rJ'ruL~~~mrnu~:;"D1i~~l.!fi~'J~ 24 rll.! ~~u~:;n'e)1J~'JtJt!mJ~:;"D1i~~l.!fi'"l1n 

'e)~rlmL'e)n"Dl.! 13 rll.!LL~:;'"l1m)IU'JtJ~1l.!"lJ'e)~¥~/¥~';j~1'j)ln'"1 11 rll.! m~tJil1L~l.!'e)e.J'C'ln1~';j~tJtc;)tJ
<IJl <IJl " 

~1LLl.!mUl.! 6 :W~ L~LLri 

:W~~ 1 ~!1lrtu~:;~~rl"lJ'e)~n1~u~:;"D1i~~l.!fi, 

:W~~ 2 Lihj)t~1mL~:;';jfin1~n1~l.!C;)Lih~~1tJ"lJ'e)~n1~U~:;"D1i~~l.!fi 

:W~~ 3 'J'Vl1J1'Vlll.!n1~u~:;"D1i~~l.!fi 

:W~~ 4 ~ULL1J1Jn1~~'e)~1~1l.!n1~lh:;"D1i~~l.!fi
" 

:W~~ 5 rl'J1~i~~l.!fin1J~'e)~'J~"Dl.! LL'C'l:;';jfin1~~ml1n~'e)n1~u~:;"D1i~~l.!fi 

:W~~ 6 n1~H'~1l.!';j~tJll.!n1~u~:;"D1i~~l.!fi 



L'Wml~'W~h bb~:::UI'1'el'lrfmHm~tJ~:::"llI~l-J~'W€ b~'el~¥I'1f1'JIl-Jb~'el,r'WLtXbbri'el'lrfm 

b~'el bYl tJU b~tJ'I nu bb 'W'J f1 ~"lJ'el'l bblJ bbUU n 1 ~tJ ~:::"ll1 ~l-J ~'W€ ~1 'WrJ(;l bltJ ~:::~ 'I rf 'Y'lU~ 1 'el'l rf n ~ . 
b'el n"ll'WiJ bb 'W'J f1 ~ bb~:::';jfin I~L 'Wm ~n T\.m~rJ(;lbltJ~:::~'1 ril 'Wm ~tJ~:::"llI~l-J~'W€~ ~'el ~ f1 ~'el'lnU bb 'W'J f1 ~ . 
bblJbbuum~tJ~:::"llI~l-J~'W€"lJ'el'l Grunig 2ltJbbUU ~'el ltJbbUU~ 3 bb~::: 4 t~tJ~'J'WLVIbl.,i~'el~f1~'el'lnu 

~tJ bbUU~ 3 fl'el Lmfi m~t ilmJ1 'J L"'l b~'elLtXtJ~:::"llI"ll 'Wbn ~vlPl'Wf1 ~~~ ~'el'el'l rfmv(~'el (;l~I~'W~h bb~::: 
'lJ 

tJlJu"i (;l1l-Jvf~'el~'l!u~'4'W(;l~I~'Wfll 'elIVi b"l1'W m~~¥I'1 bb~:::fmj'IJlI'Y'l-5n1j'ru~~"lJ'el'l'el'l rf m m~Hm ~ 

tJ~:::"llI~l-J~'W€b~'el~'l!u~'W'Wm~(;l~ 1 ~ bb~:::m~~¥I'1 f1'JIl-J b~'el,r'WL'W'el'l rf m 11'1 bb~~11JI'1'el'l rfm"'l:::L-if. 

ij~vi 2 b ill'Unmb~~1finl'arh~'U~bil'1'\un!l"ll'fl·ml'a,j'a~"liI-K)J~'U fi 
'el'l rfmb'eln"ll'W'Vln'el'lrfmiJ bUTVIl-JltJL'Wm~tJ~:::"llI~l-J~'W€ fl'el m~vllLtXn'tll-J bUTVIl-JltJ bn~m~. . 


m~~¥I'1f1'JIl-J"'l'lfnJln ~L'W(;l~I~'Wfll (Brand Loyalty) 

b~'el bYl tJ U b~tJ'I nu bb 'W'J f1 ~ bblJ bb UU n l~tJ~:::"ll1 ~l-J ~'W€~1 'WbU 1V1l-J 1 tJ bb~ :::';jfi nl ~nlV1'W~ 

bUIV1l-JltJ"lJ'el'l m~tJ~:::"llI~l-J~'W€ 'Y'lU~ 1 'el'l rfmb'el n"ll'WiJ bb 'W'J ~ ~ bb~:::';jfim~L'Wm~nlV1'W~ bUIV1l-JltJL'W 

m~tJ~:::"llI~l-J~'W€~~'el ~ f1~'el'l nu bb 'W'J ~ ~ bblJbbUU m ~tJ~:::"llI~l-J~'W€ ~tJ bb UU~ 3 fl'el lJ'I bil'Wn1~ 
'lJ • 

ov "" "" ",J "" A ,J " "1":'1 ~. 1 .J tr" 'i'"I " 'i'''''
mUfJl-J'VlPl'Wf1(;lbb~:::'Y'l ~(;lm~l-J"lJ'el'l ~'Vll-J'6'i'J'WbntJ'J"lJ'el'l bVlbu'W bu(;l1l-J'Vl'el'l f1 m(;l'el'l n1~ b~tJ b"llm~ b'Wl-J'WI'J 

L"'l 

........ .-.1 i. .. 1 Cl..''''' 0'

)J ~'Vl. 3 'lJ'Vl'lJI'Vl 'U nl'alJ'a~"liI~)J""'U fi 

"'l1 nrJ(;l bltJ~:::~'1 rfbb~ :::bUIV1l-J ItJ v1'1 n'tlI'J-nI'1 ~'W "'l::: b~'W1~~1 nl~tJ~:::"llI~l-J~'W€"lJ'el'l'el'l rfn ~. 
b'el n"ll'W~'J'WLVI bl.,i iJU'VlUI'VlL 'W n 1 ~ biJ'W~'el b~'el nl~t ill-Jill'J L"'l bb~~IUI'1 n ~ en UI'1'el'l rf n~L-ifnl ~ 

tJ~:::"llI~l-J~'W€dJ'W~'elL'Wm~U'eln b'tlI-n'ell-J~'nl'J~I~'n'el'l'el'l rf m VI~'el~'Wfll/u1n1~ bb~ filJ'I bil'WLtXbn~l:.J~
'lJ , 

(;l1l-J bUIV1l-JltJ~ nlV1'W~J'Wb'el'ln1~bn ~vlPl'Wf1~~~ n1~tJ'ell-Jfu bb~:::bn~'Y'l~ ~m~l-J (;l1l-J~~'el'lm~ ~'1 

~'el ~ f1~'el'l nu bblJ bbuum~tJ~:::"ll1 ~l-J~'W€aJl'WU'VlUI'VlL'W m~tJ~:::"llI~l-J~'W€~tJ bbUU~ 3 
'lJ 



'eJ..:J flnn'eJn"ll'WUI..:J'eJ..:J flmn m~') 1..:J LLl:..J'Wn1~tl~:::"llI~l-J~'Wfii:V'ltlH t:J~IOlI n n1 ~~~m.h:::n'eJu nu 

-if'eJ~~UIOl~tlJlltJ'W'eJmL~:::UIOl~tJJlltJ1 'W ~..:JUI..:J'eJ..:Jflmnm~.yh SWOT Analysis LL!?l~h'W1VI '1iLL~')1-if 

-if'eJl-J~UIOl~tlJlltJ'W'eJ n uIOlrorWl1tJ1'W LL~:::tl~:::~un1nwLiJ'WLL'W,)'VlI..:J1'Wn1~rhVl'WV'lLLt:J'Wtl ~:::"llI~l-J~'Wfi 
\J 

iflOl~tJJlltJ1'W H1LLri ..:JU'1h:::l-Jlru tJ'eJV'l'llltJ JlI~1ilOlVl~n'll'eJ..:J'eJ..:Jfln~ LUIV1l-JltJVI~'eJLLt:J'Wnl~[;l~IV'l 

1ilOlm~ml'eJ..:J'eJ..:J fln~ ml-J1 ru'llI,)~I~~ ~'eJ..:J m~~IL~'W'eJ~..:J\jn~1 f),)Il-J L-if111Ol"ll'eJ..:J\jn ~1~n!?l'eJ t:J~ [;l..rlrusvl 
, " , 

(~IOlI~rul1Ol1 nn1~~V'l !?l'eJ~'eJU ml-JL-ifIl-JI) if 'lJVlIV1~'eJLVI~ m mJVl Lfl V'l~'W~:::VI~I..:JVltl')tJ..:JI'WVl1tXul'm~ 

nu~ n ~1 t)[;l (l tl ~::: ~..:J fl LL 'W,) Fi V'l LL ~:::'Il'eJ UL 'Il [;l'll'eJ..:J ~Ul'VI 1 n~~'eJ mll-J ul'';'Vl1 'W Lf)~'eJ ~ ~'eJ..:J n 1 ~ 
\J 'iI IIlJ q 

tl~:::"llI~l-J~'Wfi [;l~'eJ V'llOl'W-if'eJl-J~IOlI n~ n ~1/Vltl')tJ..:)I'W~'W"ll'eJ..:J'eJ..:J flm' n'Wn nl1~'eJ..:Jflnn'eJ n"ll'W'!'WLiJ'W 
" \J 

I'" I I 

'eJ..:J flmtl~:::"llI~l-J~'WfiltX LLriVltl')tJ..:)I'W~'W) v1..:JtT'W ~tlLLuum~~'eJ~1 ~Vl'eJ..:J flnn'eJ n"ll'W~h'W1vtCu1-if ~'eJ m ~ 
\J ~ 

~'eJl-J,)~"ll'W ~'eJ~..:J~m~- ~'eJ'eJ'eJ'Wl~t! ~'eJ~L~n'Vl~'eJUn; ~m.Jf)f)~ m~~V'lfllOlm~l-J!?lI..:J 1 LL~:::~'eJL~l'l-J~'W 
" 1 L'lI'W SMS illtJ~1 LiJ'W~'W ul..:J'eJ..:Jfln~nn1~t;l..:J call center u!?l'eJ..:JflmnmJlt-ifLtJ'W'fl~fltl~:::n'eJu 

~lri'lJ1'Wnl~,)I..:J LLt:J'W..:J1 'Wtl~:::"llI~l-J~'Wfil-J 1 ntTn LL!?lUI..:J'fl..:J flm'n n n 1 ~'Vh1~tJ L~'flUI t:J ~ n 1~':jrortJl-J 1 

" tl~:::n'flUnl~,)I..:J LLt:J'W..:JI'Wi.h:::"llI~l-J~'Wfi 'W'flnlOll n\11 'W~:::VI~I..:J n 1 ~~1 LU'WLLt:J'Wnl~tl~:::"llI~l-J~'Wfi 

'fl11OllOl:::nm~tlfuLtl~tJ'WLLt:J'Wm~~1 LU'W..:J l'WUI..:JU!?l nL~'eJ1tX LVll-JI:::~l-J nu~m'Wn1mJ VI~'fl~ m'W~ Lri'eJ 

Lfl V'lLVI [;l mn1!~hi fl1 V'lFiV'l LL!?lhj1~tlfuLtl~tJ'WLti'fl..:Jl-JI1Olln t:J~ [;l'flun ~UIOlI n~~n~,)'WL~m-if'fl..:J. " 

~'eJ~I~"ll'eJ..:J'fl..:J flnn'fl n"ll'W~')'W1VI ru~'fl V'l f) ~'fl..:J n ULLlJLLUU n l~tl~:::"ll1 ~l-J~'Wfi~1'W~tl LL uu n 1 ~~'eJ~ 1 ~ 
~ " 

~tlLLUU~ 2 ~'fl 1-ifn1~~'eJ~I~'VlI..:J L~tJ,) LV'ltJ1lJ1~LUV'lfu-if'eJ L~'W'eJ LL'W:::IOlI n n~l-J LUIV1l-JltJVI~'eJ~~n~')'W
" . " 

LL!?lnnm~tl~:::Lij'Wt:J~ n1~,J~:::"llI~l-J~'Wfi VI~'flLU V'lfUf),)Il-J Fi V'l L~'WIOlI n~n~,)'WL~m-if'fl..:J L~'fl~Il-J1H1'W 
" 

m~tl fu LLt:J'Wn1 ~ ~1 LU'W..:J I'WVI~'eJtlfu LLt:J'W tl~:::"ll1 ~l-J ~'WfiltX LVI l-J 1:::~ aJ nu n~•l-J LUI VlaJ ItJ ~..:J ~'fl V'l f)~'fl..:J 

~ <Q. d '" QJ 0' QJ ~ ~4ICIIII.q d .. I QJ...," 
).J (WVl 5 f'l'J1).J',UJYfUfin'U'6't'e)).J'J'a"ll'U LL'a~'Jfinl~'6't'e)~1~L~'e) n1~'lJ~~"lI1~ ).J~'U fi 

'fl..:J flm'L'fl n"ll'W'Vl.n'fl..:J fl m1tX f)') 1l-J~ Iriru nu m~.yh~'fll-J,)~"ll 'W~l-J~'WfiLU'Wm.h..:Jl-J1 n LV'ltJnm ~ 
~ 

, " 
~1~'eJl-J,)~"ll'W~l-J~'WfiLLUUL~aJnJLLuu v1..:J\1 

" 



o 0 	 0­

2. 	 L~t1l-JL~t1'W~mJ'J~"ll'W1'Wb'fln1~(;h.:l 1 m~ 1''Wfl~U~'flUn1~ri'fl~'I~1,rnYll-J'tf L'VlPln1~ 

1']1",lJ L1J'W~'W 

3. 	 ~(?I'I1'W'll'flUflru~'fll-J'J~"ll'W 1'Wb'fln1~~ L",l-J1 :;~l-J• 

5. 	 n1~~(?1 Press Tour 
o 

6. 	 ~(?I 'Ii '"I m~l-J'Vl1'1 ~h'Wn~1~:;"'~1'1'fl'l r1n ~nU~'fll-J'J~"ll'W 

7. 	 1,xn1 ~~,rU~'W'WL~'fl~'fll-J'J~"ll'W'll'fl fl'J1l-Ji'Jl-JrJ'fl. 

L~'fl LVitlu L~t1'1 nu LLlJ LL UU'll'fl'l n1 ah:;"ll1 il-J ~'W tf~1'Wfl'J1l-Jil-J~'Wtfn U~'ell-J'J~"ll'W LL~ :;';jfi n1 ~ 

~'fl~1n ~'fl n1ah:;"ll1il-J~'Wtf ViU~1 'fl'l r1mL'fl n"ll'W'Vl n'fl'l r1n~iJ fl'J1l-J il-J~'Wtfnu ~'fll-J'J~"ll'W1'WaJLLuu~. 	 " 

3 ~'fl LU'Wn1~U1''''1~~(?In1 ~m1l-Jil-J~'Wtfnu~'ell-J'J~"ll'W L~'fl1,x~'fll-J'J~"ll'WLiJ'WLfl1'fl'lrJ'fl1'Wn1~bUl-JU1'J 

1'"11,x~~iJ~'J'WL~m-n'el'liJ fl'J1l-J ~(?I Lii'Wfl~'eltl (;11l-J",1-mJli~ (;11l-J~'fl'lr1n ~~'fl'l n1 ~ 

~~~ 6 n1'i"Li.:J1'U':j~!li"\J n1'itl'i::"i11~~vr'U fi 

U1'1'fl'lr1n~1lJiJ n1~.yh';j~tl1'Wn1aJ~:;"ll1il-J~'WtfL~tI LL~:;U1'1'fl'l r1n ~iJn1 ~vhn1~';j~tI L~'fln1~ 


.... 0 

fl'fl 'Vl1 Customer 

Research ",1-'fl"'1 Industry Research L~'fl~m;-1fl'J1lJ~'fl'ln1~'ll'fl'ln~l-J\jn~1Lih"'lJ1t1 L~'el-W1-n'fl~~ 

hJ1-if1'Wn1~"'1 SWOT Analysis LL~:;n1~vh';j~tlJl1t1"'~'In1~";1'1i'"lm~lJth:;"ll1il-J~'Wfi L~'fl 

1.1~:;L~'Wt-l~n1~1.1~:;"ll1~lJ~'Wfi 'fl1~ l'(?I91'W'J'Wfl'W~lJ11-ifu1'n1m1t1"'~'I n1~";11.1~::;"ll1il-J~'Wtf ",1-'el1'c;) 
~ 	 I I ~ 

~1'W'J'Wflf'lViiJ ~~U ~'W-n'fllJ~:n'fl I?In~'W~1/u1'n1 ~eJ1'W:S'WL 'Vl'flfL'11(;1 LiJ'W~'W 'W'fl n'"l1 nlliJ n1 ~";1';j~tI 
" " 

'fl'l r1n n'fl n"ll'W~'J'W1m1.jiJ n 1 nn U~'JU~'Jl-J~1'J~ Lt-ltILLVi ieJ1'W~'fl ~1'l 1 ~'J tI L ~'fl1.1 ~::;L~'W~~ fh~1 'J 

1.1~::;"ll1il-J~'Wfi 

L~ 'fl LVi tI U L ~ tI'I nULL 'W 'J ~ (?I LL lJ LL U U 'll 'fl '1 n 1 ~ 1.1 ~ :; "ll1 i l-J ~ 'W tf~1 'W n 1 ~1-if 'I 1 'W';j ~tl1 'W n 1 ~ 

1.1~::;"ll1ilJ~'Wtf ViU~1 'fl'l r1nn'fln"ll'W~'J'W1", CljHn1~';j~tl1'Wn1~1.1~::;"ll1ilJ~'Wfi~~'flC;)fl~'fl'lnULLlJ LLUU 

'll'fl'ln1~1.1~::;"ll1il-J~'Wtf 3 Z1.1LLUU ~'fl Z1.1LLUU~ 10 2 LL~::; 3 Z1.1LLU,A 1 ~'fl vhn1~';j~mLUU~1t11 ~'fl 

uiu~'JU~'JlJ~1'J~-W1L~'W'fleJ1tJ~'fl~1'1 1 LL~::;-n'fllJ~'"I1nn1~i'lLn(;1n1nU ~'J'W~1.1LLUU~ 2 ~'fl n1~1'c;)
" 	 " 



" ~9tJ LU'W'el,,'l ~lh:; n'el'IJ~ 1 f.l t1}1 'Wn 1 ~'Jl,,'l LL~'W,,'l1 'Wlh:;'lI1 i:w ~'Wfi ~,,'l nl~~9tJ n'el 'W n 1 ~'Jl,,'lLL~'Wn1 ~ 

lh:;'lI1 i:w ~'WfiLL~:;n1~~9tJ L~mJ ~:;d~ 'W~ ~ n1nJ ~:;'lI1 i:w ~'W fi 

91 n ~~ n1~~ Lrln:;,f(;),,'l n~h'J ~nlt~~1 'el,,'l ~mL'el n'll'WiJLL 'W'J ~ ~1 'Wn 1 ~lh:;'lIli:w~'Wfi~,,'l• 
" ~'el ~ rl~ 'el,,'l n'ULLl-l LL'IJ'IJ'll'el,,'l n 1 ~lh:;'lI1 i:w ~'WfiVi ~ 1 n VI ~ ltJ 

~ 
nJLL'IJ'IJ (;),,'l \l ~1 'W~ I?I r;)i.h:;~,,'l ~'ll'el,,'l nl ~. 

lh:;'lIli:w~'Wfi ~1'WLU1V1:WltJ LL~ :;~fin1~nlV1'W~LU1V1:WltJ'll'el,,'l n1 nh:;'Dli:w~'Wfi LL~ :;~1'W'IJ'Vl'IJ1'Vl1 'W 

lh:;'lIli:w~'Wfi~'el1?l rl~'el,,'l n'IJlu LL'IJ'IJ~ 3 LL~:;~I'Wn 1 ~1-if,,'lI'W~9tJ1 'Wn1 ~u~:;'lIli:w ~'Wfi~'W~'J'W1VI t1l 
~'el~rl~'el,,'ln'IJ~ULL'IJ'IJ~ 1 

~ 

" 
91LL'WmU'W 6 mi t~(;),,'l\l 

~P\'Wrl~~~r;l'el'el,,'l ~m Ln~n1~tJ'el:wf'IJ LL~:;'lJl,,'lVl1..htJ,,'lI'WrX'el,,'l n1 ~1 'IX Lnl?ln1~UD~ 1?I1:W Ll?ltJ'el199:;LU'W 

n1 ~iJ ~'J 'W i'J:WVl~'el n 1 ~~,r'IJ~ 'W 'W Lrl~,,'l n 1 ~/VI tJ'Jml'W VI tJ'Jm 1 'W f~/f~~ ~ lVi n9 ~'J 'WVI~,,'l iJ n 1 ~nlV1'W~. ~ ~ 

~I?Inu ~:;~,,'l rl1'W n I~U~:;'lIl~:W ~'W fiL ~'el ~ h,,'l rl'J 1:W i :W~'W fi~'W ~ nu n~:w LUI VI:W 1 tJ LL~ :;~:;VI~ 1,,'l n~:w ~iJ 
.. q q iJ 

~'J'Wt~~'J'WL~tJ 

L~'el LVltJU L~m rlU LL 'W'J ~I?ILLl-l LLUU'll'el,,'l n1~u~:;'lIli:w~'W fi~1'W~I?I blU~:;~,,'l ~ ~ 'IJ~1 Vl1..l'JtJ,,'lI'W• 

~ 3 ~'el1-irjfin1~L \J:w\Jl'J 19L~'el1'lXU~:;'lIl'l1'WLnl?l~p\'Wrl~~~r;l'elVltJ'Jml'WVI~'elLrlN n 1 ~ LL~:;,JD~l?Il:W 

mVi L"ll'W n1~~~I,,'lJll~~n'rtru~~ VI~'el n 1~~h,,'lJll~~n'rtru~~L~'el1l\L-nl:W liJ~'J'Wi'J:w1'Wn1~~,r'IJ~~'W 
n1~~ILU'W,,'lI'W n1~1l\ml:w~ml:W L-n119~bln~'el,,'lL~'el1'lXLnl?lvlp\'Wrl~~~r;l'el'el,,'l~n~ dJ'W~'W ~'el,,'l~,,'l:Wl 

~ 'lJ 



I II I I I I 

tl~~"ll1 i l-J~t.lfi11l1l-J ~'l.hLUUVl 2 ,xt.l ~'fl n1 ~-W1 L'Clt.l'fl-n'fll-J ~"ll1 'J'Cl1 ~Vl d:Jt.l n~ 1-l L fh1~~Vl LntJ'Joll'fl-l 
~ ~ ~ 

tJ'fll-JfULL~ ~tl~~(;]1l-Jli?ltJhj1~~-l L~t.ln1 ~in~-l L'llt.l L ~'fl L~tJ LL V'/ioll'fllqj~"lJ'fl-ll~N n1~/ln,htJ-l1t.ll" 

mhJLih~ l-J 1 tJ fu¥ 'Cl ,xU'Cl t.l t.ll"Lii i?I ~ 'J 1l-J¥~'J1l-J Loll11'"l ~ rt n ~'fl-l L1jt.l~t.l ~ 'J t.l LL t.l 'J ~ i?llt.l n1 ~n1~ t.l i?I 
4Ij CIJ 4Ij cu CIJ 

'fl-lrfnnL~~'Cl1n1~ru"llt.l li?ltJH'n1 ~~'fl'Cl1~L~'fl'Clh-l~'J1l-J Loll11'"l nt.ll-J1nn~1 n1 ~l~l-J~1'Jl'"l L'llt.l n1 ~ 

tl~~'Cl1t.l~'J1l-J Loll11'"li'Jl-J nt.l n1~'Clh-l ~'J1l-Jil-J~t.lfi'elt.l~nu 'Cl1 n1~ru"llt.le.J1t.l~'fl LUt.l~t.l 

oQ, oQ,.d _'1 oQ,Q 0 _'1 ... I Q...I Q...I (/ 

3J 1Pl'Vl 2 bu1~3J1mb'6'l::'J fi n1 ~n1'VI'\JIPlLU1 ~3J1 tI"lI'f)·m 1~1J~::"1!1~ 3J~ '\J fi 

~oJ'JtJ-l1 t.l h /f~';j 'Cl1 ~ n '"l ~ 'J t.ll~ nHj L'J 1~ l-J 1 tJ "lJ'fl-l n 1 ~tJ~~"ll1 il-J~'\Jfi ~'fl n 1 n 
e
;" 1" .... .... 

, 
~ 

" , 
n~l-JLUT\~l-J1mni?liP1t.l~~Vl~I1i'fll~Nn1~/~oJ'JtJ-l1t.l Ln i?I n1~tJ'fll-Jfu LL~~tl~~1?l1l-J i-ll t.l'Vl1-lVl Loll1 

i'Jl-J~1'fl'Cl,xu'Clt.lt.ll~N n1~/~oJ'Jm1t.l ~1'flLni?lr1'J1l-J~-lV'/'fll'"l ~U1-llnl,)tJ-l1t.l~~ LU1 ~ l-J1tJ LVim L~'fll"• 
I I I I.J 

n~l-J LU1 ~l-J 1 tJ ~1'fl ~Vl dltJ')-n'fl-l Ln i?I ~') 1l-J¥LL~ ~ ~,)1l-J Loll11'"l Vl rt n ~'fl-llt.lLn'fl~ 1 'Cl1 ~~"lJ'fl-ll~N n1 ~/
4Ij CIJ CIJ CIJ 

~oJ,)tJ-l1 t.l LL~~'lJ1-l~oJ')tJ-l1t.l~~ Lih~l-J1tJ1t.ln1~tJ~~'Cl1'\J~,)1l-J Loll11'"l i') l-J nt.l~1'fl'Cl ¥1-l i l-J~t.lfi1l1V'/~ ~ 

~~~~1-lWI,l'l tJ-l1 t.l LL~ ~n~l-J ~~~ 'J t.l1~~'Jt.lL~ tJ. ~ 

~'fl ~tlLL'lJ'lJ~ 2, 3 LL~~ 4 L'llt.lL~tJ'Jn'lJ~1t.l~(;]rttl~~'Cl-lrf li?ltJ~')t.llmu'Cl'fli?lr1~'fl-ln'lJ~tJLL'lJ'lJ~ 3 ~'fl cu 4Ij.... cu 

, " <V.... "..,l.J" "I" GI 1 I .J " 'i' "I " 'i' " " 
~-lLt.lt.ln1~r1,)'lJ'"ll-J'VlP1t.lr1(;]LL~~V'/~l?lnnl-J"lJ'fl-l~VILnm"lJ'fl-l ~~L'Jt.l t [;11l-J'Vl[;1'fl-ln1~ ~lPltJ ~"lln1~~t.ll-Jt.l1,) 

h ~'fl-l~-ll-J1 ~'fl ~LU1~l-J1tJ"lJ'fl-ln1nh~"ll1il-J~t.lfi~'Cl'fli?l~~'fl-ln'lJLbt.l,)~i?I"lJ'fl-l~tJLL'lJ'lJ~ 2 ~'f) ~,)'lJ~l-J
~ . 

1,,~~ L~m-n'fl-l Ln i?lr1,)1:1-1 L;'fl~'fl~1'fltJ~'lJ~[;11l-J LU1~l-J1tJ"lJ'fl~'fl-l rfn~ li?ltJ n1~-W1L'Cl'\J'fl-n'fl~~"ll1,)'Cl1~~ 

rtn ~'fl-l LUt.l'"l~-lLL~~'lJ1-l~l.hm 1t.l~ LU1~l-J1tJ"lJ'fl-l n1 ~tJ~~"ll1il-J~t.lfi~'Cl'fl i?I~~'fl-l n'lJLL t.l'J~i?I"lJ'fl-l 
'U 

i1~fi 3 'U'Vl'U1'Vl"l'\Jn1~t1~::"1!1i3J~'\Jfi 

'"l1 n~"lCltl~~'Cl-lrfLL~~Lih~l-J 1tJc;)-l n'ch,)oll1-l ~'\J '"l~ L~'\J1~~1 n1 ~,J~~"ll1 il-J~'\Jfi"lJ'fl-lwlhm 1t.l • 
f~/f~';j'Cl1~n'"l~,)t.ll~ ru~'lJ'Vl'lJ1'Vllt.ln1~l~l-J~1,)1'"l L~'fll~n~l-J LU1~l-J1tJ Ln i?liP1'\J~~~~ Ln~n1 ~ 

dJI d1I.... 4Ij 

tJ'fll-Jf'lJ LL~:::tl~U~I1l1l-J LLl1ihJ1~~n1~~i?I~~[;1'fl'lJn~'lJ (Feedback) ~ii?lL'"l'W LL~~hJ1Jl~n1~-W1~~ 
, " 

[;1'fl'lJn~'lJl-J1H1t.ln1~tlf'lJ Ltl~tJ'WLL~t.ln1 ~~1L\It.l-l1t.l t.l'fl n'"l1 nu n1 ~tl~~"ll1il-J~t.l fi"lJ'fl-l'lJ1-l~oJ,)tJ-l1 t.l 

~'lJ'Vl'lJ 1'Vl"lJ'fl-l n1 n~tJLLV'/ i-n'fll-J ~"ll1'J 'Cl1 ~"lJ'fl-l'fl-l rfm LL~ ~ n 1 ~tJ ~~"ll1i l-J~t.lfi"lJ'fl~'U1-lm...l'l tJ-l1 t.l~'lJ'Vl'lJ 1'Vl 
~ 

http:f~/f~';j'Cl1~n'"l~,)t.ll
http:LUt.l'"l~-lLL~~'lJ1-l~l.hm
http:lln1~~t.ll-Jt.l1
http:n1~/ln,htJ-l1t.ll


~1L~'W~1'W LU'Wtli''W 

~~ n1~tJ~:::"ll1~l-J~'Wjr"lJ!l~VltJ'ltl~1'Wf~/f~';j~1V1n9 ~~ n~ 1'l-ih~tli''W~!ll1lfl~!l~ numJ LLUU"lJ!l~ 
01.9 01.9 

.1 ~ '" ..... L.1 ~ "'.. .1 ....I.J , "" '" m~u~:::"ll1'C'll-J~'WfiI1l1'WUYlU1Yl 'Wm~u~:::"ll1'C'll-J~'Wfi 3 ~uLLUU fl!l ~uLLUUYl 2, 3 LL~::: 4 L"ll'WLl1lmnU 

~1'W.r(?mtJ~:::~~rl LL~:::~1'WL111V1l-J1t1 Ll1ltl~'l'WLVlCU~!ll1lfl~!l~nU~tJLLUU~ 3 fi!l m~tJ~:::"ll1~l-J~'Wfin 
q 	 ~ 'lJ 

... ... 
'JYlU1YlL'Wn1 ~ till-J ii1 'lL9L,x LiJ'Wl1.J (?l1l-J L111 Vll-J1 tI"lJ'fl~'fl~ rlm 11~ tj,J 1~ VI tJ'l m 1'Wn n1 ~L'J 111 fu n1 ~ 

~'fl~1~91n n~ l-J ~~ L~tI'l-n'fl~ ~'ltl LLl?!n m~{I1l-J 1L-n1'Wm ~tJfu LtJ~ tI'WLL~'Wn1 ~~1 L~'W~1'WLLl?!mh~LI1l 
• 'lJ 

LU'WLYlm n 1 ~~1l-J 1 ~ ~ 'W 1 LL~ 'W~ 1'WtJ ~:::"ll1 ~l-J~'Whl,xntJ~:::~ Yl flfl1 ~ l-J 1 n~ 'WLvl1 t!'W ~'fl~ ~ ~l-J 1 fi'fl 

~'fll1lfl~'fl~ nUUYlU1Yl ~1'Wn1~tJ~:::"ll1~l-J~'Wfi(?l1l-J~tJLLUU~ 2 fi'fl n1~tJ ~:::"ll1~l-J~'WfinUYlU1VIL'Wn1~ 
'lJ 

tJ~:::~ummr mnL~ n LtJ~tI'Wm1l-JflI1lL~'W~:;VI~1~~vh~1'W~1'Wn1~tJ ~:;"ll1~l-J~'Wfi n1~YlI1l~'fl~~'fl~1~ 
'lJ 

LL~:;n1~tJ~:;"ll1~l-J~'Wfi LL'fl:::~~ n1~~1 L~'Wn1~tJ~:;"ll1~l-J~'Wfi~cJ1'Wl-J1 U99t1fl1t1'W'fln l~LLri L'fl n~1~ 

fl1 tI'W'fl n ~ rl1U'W fl'l1l-J fll1l L ~'W"lJ'fl~~'fll-J'l ~"ll'W LL~:::'1l1'l~ 1 ~91 n ~'fll-J 'l~"ll 'W 'W LtlU1t1"lJ'fl~ f~U1~ 
01.9 

... ... , 
n ~l-JL111 Vll-J 1 tI dJ'Wtli''W 11~ tj n L Ylm 2 VltJ'l m 1 'W ~Hf-n'fll-J ~ 91 n n 1 ~tJ~:; d~'WtJ ~:;~ Yl fl fl1~ LL'fl::: 

• 	 'lJ 


... " 


,J~:::~Ylfl ~ ~ n1 ~tJ ~:::"ll1 ~l-J ~'WfitJ~:;n'flu ~'l tI ~~'tJ'W~tJ LL uun1 ~~'fl ~ 1 ~~VltJ'lm1 'Wf~/f~';j ~ 1VI n9~'l'W 
'lJ 	 01.9 01.9 

,... , 

Ll1ltl~1~~~~ltJu~n ~ l-J L111V1l-J1t1nl1~-n'fll-J~'1l1'l~1~"lJ'fl~LflN n1~/VltJ'ltl~1 'W LL~ :::~1 n ~'fl n1 ~Liil-Jii1'lL9 
• 'lJ 

Ll1ltl~'fl~Hfl1V1~1nVl~1t1~1.lLLUU ~~~'fll-J'l~"ll'W ~'fl~~~WI'{ ~m.Jflfl~ ~'fl'fl'fl'Wlmr n1~9I1ln9nnl-J m~ 
'" I I I 	 " 

~~ call center LL~:::~'flLUI1lU;l~I1l~'W 1 m~L'll'W n1~~l1lvl1"lJ'fl~Vl~:;~nltJLLuul?!1~ 1 LU'Wtli''W 'W'fln91ntl 

L'W~:::VI~1~ n1~~1 L~'W LL~'W n1~tJ~:::"ll1~l-J~'Wfi'fl199:::iJ n1~ufu LtJ~ tI'WLL~'Wn1~~h L~'W~1'Wth~ LLl?! n 

L~'flL,xLVll-J1:::~l-J nu~ rI1'Wmnlr Vl1'flU9~tlfl1t1'W'fln~'W 1 m'lln1~tJfULtJ~tI'WLti'fl~l-J191n~~ (?l'flun~u 



Vlti'J tJ'lI'WfJ/fJ1~ lV1 n '"l ~ 'J 'W1VI 'li1frjfi nI),~'fl ~1 nbUUVll'l b~tJ 'J cJ 1'W~ 'fll-J 'J ~"l1'Wbb~ :;~'fl~'W br?ltJ51 nI), 

iii VI'Wr?lJll Yl),'J l..J 1 'Wni )'-Wl b~ 'W'fl-n'tll..J~"Ii 1 'J ~1 ),".lI'fl'l bfl N n 1),/Vlti'J tJ 'l1 'W bb~:;hl 51 n 1 nh:; bil 'WtJ~ n 1)'
" 

I. '" I I 

~'fl~I),),UbbUuVi 2 51b-WtJ'lUl'lVlti'JtJ'lI'Wbl'hw'WVi1-D'nl),~'fl~lmUU 2 Vll'l b(?ltJVlt.htJ'lI'WLU'W~ ii1V1'Wr?l 
" " 

~'J'Wb~ tJ 'J-n'fl'l b~'tl-Wll..J l1-nt'Wn 1 )'UfUbLtJ'WnI),~1 bij 'W'lI'WVI~'tlUfU bLtJ'W1.h:;"l11~l..J~'W fit'IX bVll..J 1 :;~l..J n U 

n~l..JbihVll..JltJ ~'l~'fl(?lfl~'tl'lnUbblJLbUU".lI'tl'ln1)'U),:;"l11~l..J~'WjhUbbUU~ 3. " 

ij ~v1 5 f'l'J1t1-KtI~'W ifn'lJ~'iltl'J~'li'U LL~::1fi n1'i~'il~1'iL~'iln1 'i,j'i::'li1itl~'U if 
Vlti'JtJ'lI'W f~/f~1 ~1V1n'"l~'J'W1Vln i51 nln:h~'fll..J'J~"l1'W~l..J~'WfibbuuLlJ b~l..J)'UbbUU ti''WA'fl ~'J'W 

~ ~ ~~ ~ 

~,rU~ ~'Wn'"l m),l..J".lI'fl'l~'tll..J'J~"l1'W VI~'tl nI),l..J'tlU".lI'fl'l".llt)'lj/".lI'tl'l~),:;~ n 1 'IX~mJ'J~"l1 'W ~'l Lb~~IV1ti'JtJ'lI'W 

'"l :;b'~'l L~ 'W~1 ~'fll..J'J~"l1 'W51 fI 'J 1l..J ~1 fl'ljLb(;] n~'tl~1 ~'fll..J 'J ~"l1'WA'tl bbVI~ 'l"Ii 1 'J~ til b~'fl ~'tl bb~ :;bfl1'fl'l ii'fl1 'W 

n 1)' b tJl..JtJl 'J1'"l bb~'"l :;51 VI ti'J tJ'll 'W~~(?l~1 ~'fll..J'J~"l1'Wbu'WVI~'l1'W~51 ~'J 'WLv1 ~ 'J'Wb~tJ".lI'tl'l'tl'l r1n m(;] r1ilLv1 
" 

b~'tl bVitJU bAtJ'l n U bblJ bbUU".lI'tl'l nI ),U),:;'llI~l..J~'Wfiv11 'WfI')ll..J~l..J ~'W fi n U~'fll..J'J~"l1'W bb~ :;1fin1)' 

~'tl~ln~'tl n1),U),:;"l11~l..J~'Wfi YlU~1 Vlt.htJ'lI'Wf~/f~1~IV1 n'"l~'J'W1VI nJ51i"l'J1l..J~l..J~'Wfinu~'tll..J'J~"l1 'W 
,j.9 ,j.9 '" 

I I " '" I I 

1'W),UbbUuVi 2 tJ~l..JtJ~I'WnU),ULb1J1JVl3 Ul'lb~ntJ'fltJ V1'l\1b\j'fl'l'"lln~'J'W1V1nJ~'tl~I~'fll..J'J~"l1'Wbi1'W
"" '" 

ij~v1 6 n1'i"li,n'U1~f1"l'U m'i,j'i::'li1il..J~'U fi 

Vlti'JtJ'lI'Wf~/f~1~IV1n'"l~'J'W1VI nJLlJ 51 nln111~tJ 51Ul'lVlti'JtJ'lI'W~ 51 nlnnu)''Ju),'J l..J"Ii 1'J~ 


,j.9 ,j.9 ~ 

-WI b~'W'fl cJ 1'W ~'fl~ 'l~ l..Jvf 51 b-W tJ'l 3 Vlti'JtJ'll 'W~vh1~tJJll tJVI ~'l n I),U ),:;"l11 ~l..J~'Wfib~'flU),:; Lil 'W 

U),:;~Vl~JllYlbb~:;U),:;~'Vl~ tJ~".lI'fl'l n 1 )'U)':;"l11 ~l..J~'Wfi bb~:;Lv1-Wl tJ~ n 1 ),1~m ,n1-ifu)':;n'tlU nl)'ufuUN. 
U),:;~Vl~JllYl".ll'fl'l n I),U ),:;"l11 ~l..J ~'Wfi 

b~'fl bVltJUbAtJ'l nUbblJ LbUU".lI'tl'l nl),U),:;"l11~l..J ~'Wfi~1 'Wnl)'1-if'l1 'W1~tJ1 'Wnl)'U),:;"l11 ~l..J~'Wfi 

YlU~1 Vlti'JtJ'lI'Wf~/f~1~IV1 n'"l~'J'W1VI n iLlJ51 n 1)'1-D''lI'W~~tJ1'Wnlnh:;"l11~l..J~'Wfi 'W'tl n'"ll nn 1 nnu 
,j.9 ,j.9 • tI 

I I I I " 

),'JU),'Jl..J"Ii1 'J'"l1 n~'fl ~'l~'fl(?l f1~~'l nU)'UbLUUVl1 ~'J'WVlti'JtJ'lI'WVi1-if'lI'W~~tJ1 'Wni ),U),:;"l11 ~l..J~'Wfi'l!'W 51 
" 

~ , 
nI),1-D'b -WtJ'lUl'l ~'J 'Wb'Vi 1,r'W ilL~~'fl bU'W'tl'l r11h:; n'fluVi ~ 1 fl'lj 1 'WnI),'J 1 'l bbtJ'Wn 1 ),1J),:;"l11~l..J ~'Wfi bb~:; 



~ n 'tt1 ~:; ~U fl ') 1 }J t.J 1 n ~ 1 t.J 'lJ ~ 'I n 1 ~ L-if 11'"l ~ 1 ~ LL f1 :; tl ~:; Lij 'W n 1 ~ t.J !l }J fULL f1 :; tl !] u~ (;J 1 }J"lJ ~ 'I 

n~}JLUI'VIl-Jlt.J• 

tl~:;-nl~}J~'Wii'jU'YlUI'Y11'Wm~Lii}Jiil,)1'"l1,xn~}J LlhVt}Jlt.J Ln (;l'V1Pl'Wfl~ LLf1:;Yi ~~ n ~~l-J (;Jll-JLUIt-ll-Jlt.J 

"lJ!l'l~'l rlm ~'ltJ(;J(ltl~:;~'l rlLLf1:;L,':ht-ll-Jlt.J 1 'Wm ~tl~:;-nl ~l-J~'W fi"lJ~'l~'l rlnn~ n-n'WLLf1 :;m,bt.J'lI'Wf~/. ~ 

Lfl~'l m~/t-l'll')t.J'lI'Wt-l1-~~'W~I/u1'm~ (;Jf1~(;)'"l'Wvll1,xn~}J LUlt-l}Jlmn (;)m~t.J!ll-Jfu LLf1 :;tl!]~(;Jll-J vY'l 

1'W'Vl1'l~ L-ifl 'h l-Jt-l1-~~,ru~'W'WLflN n 1~/t-l'll')t.J'lI'Wt-l1-~~'W~1/1J1'm ~ t-l1-~ Ln (;) fl,)I}J~'l~~1'"l• 



~'fl~'J~'ll'WbU'Wb~{~'fl\l ij'fll'Wn1~t ,J~,Jl'J l'"lL"" ~~ ih~'J'Wb~m-if'fl\l n r1'J1 ~ ~ ~ b~'Wr1~'fltll?ll ~",1'flu~llii 

m~~'fl\lr1n~~'e)\ln1~ ~'J'W"lJ'fl\l",ti'Jml'Wf~/f~';)'ell~n'"l'el'fl~r1~'e)\lnU~UbbUU~ 2 ~'elw·J'ell'Wnu~ubbtJtJ 
d.9 d.9 cu cu 

~'J tJ ~'J~"Il1 'J "lJ'e)\l ",,1'J tl\l1 'W ~ b~ mb vdth 'W ~mil\l 1 ~ 1", fu tJ 1 \l", ti'J tl \l1 'W ~L-if n 1 ~';) ~tlL 'Wn 1 ~ 

U ~:;'llI~~ ~ 'WfitJ 'W 'fl\l r1 n n'fl n'll 'Wn n 1 ~Yh,;)~tl ~ b~~ ~U bb tJ U ~ 1 n n~ 1 ,r'Wfl'e) L-if n 1 ~';) ~m U'W 
" 

" 
'e)\l r1U~:; n'fltJ~ 1 ~~L'W n1 ~'Jl\l bb~'W\lI'WU ~:;'ll1 ~~~'Wfi t~tl n n1 ~Yil':j~tJ;1\l rl'fl'W n1 ~'Jl\l bb~'Wn1 ~ 

U~:;'llI~~~'Wfibb~:;nl ~';)~tJ b~'flU~:;bi'1'W~ ~nl ~U~:;'ll1 ~~~'Wfi ~ 'J'W",ti'Jtl\lI'Wf~/f~,;) 'ell'" n'"ll1 nYilL 'W 
01.9 01.9 

, " " 
~UbbtJtJ"lJ'fl\l n1 ~':j~tl bYl'flU~:;bi'1'W~~n1 ~U~:;'ll1 ~~~'Wfi 'W'fl n'"ll mr'W ;1\l'e)\l r1n n'e)n'll'Wbb~:;",ti'JtJ\lI'Wf~/
" 01.9 



0 ..­
"'l'l'W'.l'W ~'fltlfl::; 

.. 
'fl'lflnn'fln'll'W 84 46.15 

f~/f~~~'l'v1n"'l 94 51.65 
d.9 d.9 

'fl'lrlmhl bb~'.l'l'v1'l ~fl Il'lh 4 2.20 

~'.l~ 182 100.00 



"ll1t1 39 21.43 

143 78.57 

182 100.00 



0 "tOl1'W')'W ~'eltl~::; 

i!'eltln~1 30 11 45 24.70 

30 - 40 11 61 33.50 

40 - 50 tJ 44 24 .20 

l-J1nn~1 5011 32 17.60 

~,)l.J 182 100.00 

" " q "I...J ~I " q" ,
f.J(;]'elULLUU~'elUrnl-J~'eltl~::; 33.50 l-J'el1t1 b'W-n')'1 30 - 40 u ~'eltl~::; 24.70 l-J'el1t1'W'eltlm1 
'IJ • • 

30 11 LL~::;~'eltl~::; 24.20 iJ'el1t1Lt.!-rl')'1 40-5011 • 



0 " ~1'W1'W ~'fltl~::; 

~::;r;)lJ,r1",ih/t-J'fl. th::;"l!1~l-J~'Wtf 97 53.30 

~::;r;)lJtlD1J'1i n1~ 81 44.51 

.. 
'fl'W 1 4 2.20 

~1l-J 182 100.00 

~L'l'fllJ bblJlJ~'fllJml-J~1 'W1mlJ (~'fltl~::; 53.30) v'h'l1'W 1 'W~::; r;llJ,r 1",U1",1'fl ~~1'W1 tI n1~~1t1 

tl~::;"l!1~l-J~'Wtf ~'fl'l~'1l-J1 ~'fl ~'fltl~::; 44.51 v'i1'11'W1'W~::;r;llJtlD~n1~ 



0 

~1'nw " ~!ltJ~:-; 

if!ltJn~1 1 U 15 8.20 

1-5U 46 25.30 

6-10tl 37 20.30 

11-15U 32 17.60 

l-J1nn~1 15 U 52 28.60 

~') l-J 182 100.00 



'"I 
0 

1 'W'J'W " ~tltJ'Cl::; 

~1 n~1m'lJ 'lJ 1 (;]1 54 29.83 

~::;~'lJm'lJ 'lJ 1 (;]1 85 46.96 

~::;~'lJm'lJ 'lJ1 t'Vl 42 23.20 

~'J~ 182 100.00 

~(;]tl'lJLL'lJ'lJ~tl'lJm~~'J'W1~qJ (~tltJ'Cl::; 46.96) iJn1~~nM1~::;~'lJmC1JrY1(;]1 ~tl~'Cl~~1 ~'e) 

~'e)tJ'Cl::; 29.83 iJn1J'~nM1~1n~1mryry1(;]1 LL'Cl::;~tltJ'Cl::; 23.20 iJn1~~nM1J'::;~'lJmo.Jo.J1t'Vl 



'I-I"htl'lI'W !l'lrlm'hi 

l!ln'lf'W 'lI!l'lfjl ll~(N'I-I1 J''.llJ 

,
~ I _ d 

1. nlOlmJ'lJLLt:1'Cl~"lI1'.ln1J~'fllJ'.l'Cl'l!'W 

F 

I 

____ ••Jl1~"0:. , 
70 86 

I I 

(83.33) I (91.49) I - - - ­ '­ - - - -­

C.I~nlh 

4 

(100.00) 

,- ­ - - ..... 
160 I 

I I 
I (87.91 I 
, ____ -J 

"'" ,2. L'lItJ'WIOl(;)'VIlJ1tJ'lI1'.l 
62 77 

(73.81 ) (81 .91 ) 
r------. 

3 

(75.00) 

142 

(78.02) 
i- ­ - - ~ 

67 88 4 159 
3. {(;)VhL'fln~1J'/'.l1J'~1J' I 

(79.76) I (93 .62) I 

- - -­ • 
(100.00) 

I I 
I (87.36) I 
, ____ .J 

..:::tI..::::., _ fr 

4. '.l(;)'Vl~'W (VDONCD/DVD) 
51 85 

(60.71 ) (90.43) 

3 

(75.00) 

139 

(76.37) 

67 81 4 152 
5. L'fln~1nL'W:::-W1 L-n'W L1JJ'-n'.lf 

(79.76) (86.17) (100.00) (83.52) 
,... - - - - .­ - - - -. .------. 

71 87 4 162 
6. L~1Jl6Jlt1l I I I I 

I (84 .52) I (92.55) I 
---_1.-_---, 

(100.00) I (89.01 ) 
, ____ 

I 
-J 

, 29 57 4 90 
tr_ ..cY 11 tr 

7. call center/hotiineM'Wm1JLJ''fl~n'.lJ''fl~'Vln'1l
~ , 

(34.52) (60.64) (100.00) (49.45) 
r=----. 

73 69 3 145 
8. nlOlmJ'lJ~LP1M (PR event) 

I 

I 

(86.90) I 

- ­ -­ , (73.40) (75.00) (79.67) 

35 24 60 
9. SMS 

(41.67) (25.53) (25.00) (32.97) 

12239 80 3 
10. ~tl'fl(;]':3'VlWL'VlJ''ViP1tr, 

(46.43) (85.11 ) (75.00) (67 .03) 

, 17 36 3 56 
"" 11 . 'fl'W r 

(20.24) (38.30) (75.00) (30.77) 

tii(H~'lI1'W(Nl~lJ ~!l ~!ltl~~ 

*~'W "ll~LLri ~(;)Vi1J'1tJn1J'':3'Vl~/L'VlJ''ViP1tr~'fl~~~lJ"rf 'fl1l1 Ltl~L(;]'flf11JtHh LU'W~'W VDO Wall 

[;'heYnMJ'':3 
, 
~ 1J'fl f (;) tl'Vl J' J' P1 n1 J' 



, ~ 

~'ll'Jm'l\J'lItl'l~(;ltllJ bblJU'MllJ m3-J~'J\J1t-HkJi1 n'l~H'~tl/n'"l n~~~,nJ~:;"ll'l~3-J~\Jfij;h-l 1 ~'1\l 
~ 

- ~tlm'l:; 83.52 - 89 .01 'lItl'l~'ll'JtJ-l'l\Jvl-l~3-J~i1n1~1-nb~lJ1"llr;l n'"lm~3-Jbb(l'C1-l"li'l(lfllJ 

~tl3-J'J'C1"ll\J r.r~Vi'lLtlml'l~/'J'l~~'l~ LL'C1:;r.r~Vi'lLtln~'lm\J:;U'l b'll\J tu~i'Jf 
~ 

- ~tltJ'i'l:; 76.37 - 79.67 'lItl-l~'ll'Jm'l\Jvl'l~3-J!1li1n1~r.r!1ln'"lm~3-JYiLP1'1!t (PR event) L~tJ\J 

britlYi'"l'l ~ru'l ~ 'l bb\In (PI'l mh:;UlYl 'lItl-l ~'ll'J tJ-l'l \J 'Vi lJ~ 'l 

- tl-lr1nntln"ll\J~tltJ'C1:; 83.33 - 86.90 i1n1~r.r!1ln'"lnn3-JYiLP1'1!t (PR event) 1-nb~lJ1"llr;l bb'C1:;r.r~ 

n'"lm~3-Jbb(l'C1-l"li'l'Jnu~tl3-J'J'C1"ll\J ~tltJ'C1:; 73.81 - 79 .76 r.r~Vi'lbtln~'l~/'J'l~~'l~ btln~'l~ 

bb\J:::U'l b'll\J tu~i'Jf bb'C1:::b~tI\J'"l~~3-J'lmh'J 

- 'M'll'JtJ-l'l\J'lItl-lf~/f~~~'l'Mn'"l ~tltl'C1::: 90.43 - 93.62 r.r~Vi'lbtln~'l~/'J'l~~'l~ H'b~lJ1"llr;l r.r~ 
d.9 d.9 , 

n'"lnn3-JLL(l'i'l-l"li'l'JnlJ~tl3-J'J'C1"ll\J bb'C1:::r.r!1lVi'l~~vlP\~ (VDONCD/DVD) ~tltJ'C1::: 73.40 ­

86.17 r.r!1lVi'lbtln~'lm\J:::U'l b"JI\J tlJ~i'Jf Vi'l~tJtl(;l~YltJ/t'V1~vlP\~. b~tI\J'"l~~3-J'ltJ-n'l'J bL'C1:::r.r~. 
n'"lm~3-J~bP1'1!t (PR event) 

- tl-lr1m1lJbb~'J'I~'le-J'C1n'lhYlntl'lr1m i1n1~~!1ln'"lm~3-JYiLp\'I!t (PR event) ~~Vi'lL'eJn~'l~1• 
~ 

'J'l~~'l~ btln~'lnb\J:::U'l L'll\J tu~i'JfH'b~lJ1"llr;l bb'C1:::~!1lj;]-l call center/hotlineM\Jcl'flJ 
, " 

b1 tl-l ~ 'l 'J ~ tl 'I 'VJ n i \J tl n '"l'l n \l 
~ 

~ 'J \J1~ '1l i1 n'l n ~ tJ \J '"l ~ ~ 3-J 'l tJ"li 'l 'J ~~ yh ~ ~ vlPI ~ 

(VDONCD/DVD) ~~n'"lm~3-JYibP\'I!t (PR event) bb'i'l:::Vi'l~tJtl(;l~'V1tJ/t'V1~vlP\~• 



hJ1Jf 
" 

0 
lJ'Eltl UllJmn'l ~ln 

'VII L~t1 

15 36 84 46 
1. n"ln~~~~'El~'J~'IIlJi~~lJfi 

(8.29) (19.89) (46.41 ) (25.41 ) 

2. n"lnn~JfllJrI'Jl~ftIEj(1l'll'El'1JI11'Eli'lrl~ (rI~'ElUrl~~ 9 33 84• 
n"lm~~L~'El-K'lrl~ ~'lLL'J(1l~'El~ n1~~m.i1 PlI~lJl 

(5.00) (18.33) (46.67) (30.00)
LL~::;~~Ut)(1J..IlJfi~~~) 

3. n"lm~~ L~'ElfuYl'lrl'JI~~ (1l Lt1lJ"lI'El'lU~::;'III'11lJ~1'El~ 7 56 72 46OJ 

iJ~'JlJ1JfL~t1 (mVi n1~U~:;'II~ i~~lJl L~'JlJl• 
(3.87) (30 .94) (39.78) (25.41 ) 

workshop LtllJ~lJ) 

54 

http:n1~~m.i1


o 

"'l1'W'l'W 

48 31 .00 

97 62.60 

109 70.30 

112 72.30 

68 43.90 

.. 
6. 'el'W 1 26 16.80 

(;]1'11 ~'1~ ¥'el£Jrl~ 72.30 vhn"'lm),l-J~m.j'lrl"ll'W'Wutl~~u1~1), ¥'el£Jrl~ 70.30 Vhn"'ln),),l-J'I1'WL~£J'I 

"lI'elUI"lOJ/~'1M),1"l1'ell-J'lrl"ll'W LLrl~¥'el£Jrl~ 62.60 vhn"'lm),l-J~'ell-J'lrl"ll'W~ru"'l), (press tour) , ~ 



- - - -

--------

- - --

- - - -

- - - -

- - - -

hJ1J1 l.hk! 
0 "n ~l-J~ ~f1'l fl') 1l-J ~l-J~k!fi 'W'eltJ l-J1n. 
V11b~tJ n~1'l 

I
18 45 69 39 

1.1l-J'll'W (community) I I 

(10.53) (26.32) I (40 .35) I (22 .81) 
I . - - - -I 
I I25 30 56 41 

2. ,rn~'lVl'W (investor) I I 
• 

(16.45) (19.74) I (36.84) I (26.97) 
- - - . I I 

I
42 23 38 39"..,. " I I3. 1:J()'el~k! (shareholder)

'U • 

: (29 .58) : (16.20) (26.76) (27.46) 

I
3 12 51 111 

4. n~l-JLil1~l-J1tJ (target group) I 

(1 .69) . (6.78) (28.81 ) (62.71) I 
I 

I
9 13 44 94 

5. ~nfh"ll'el'l'el'lflm (costumer) I 
'U I

(5.63) (8.13) (27.50) (58.75) I 

I 
5 35 61 75 

6. tl~:;'ll1'llk!vT')1tl (public) 
I 
I

(2 .84) (19.89) (34.66) (42 .61) I 

7. ~'W 1 (1J1LLn ~k!fin(;1~V11'l~~1ilDl/WhbtJ'l1k! ~t.l')tJ'l1k!~ 0 0 6 15 

~'el'l ~ (;lvl'eltl~:;~1k!'l1k!J1')tJ ~'ell-J,)~'llk!) 
(0.00) (0.00) (28.57) (71.43) 

!1i'1Lfl'll1'W1,nfh.J ~'1l ¥'1lt.lfl:; 

n ~l-J Lil1~l-J1tJ"lI'el'l'el'l fln ~ ~ n f11"l1'el'l'el'l flm LL~ :;tl~:;'ll1'llk!vf')1tl1k!~:;c;lUl-J1 n bb~ :;".-'i11ilDl m~l-J nun~ l-J 
• 'U • 

, ", 
'lll-J'llk! LL~ :;,rn~'lVlk! 1k!~:; c;lutl1k!n~1'l ~ ,)k!n~l-J ~iJ~,)k!1J1L~tJYi d:Jk!e4~'el~k! iJ~'l n ~l-JYihJ1J1".-'h L~ tJ 
II.. " IU ".. q 

vl1l-J1n LL~:;vl1tl1'Wn~1'l1k!~1k!,)k!1n~Lf1tJ'lnk! (f'eltJ~:; 29.58, 27.46 LL~:; 26.76 ml-J~1c;lu) 



- - - - - - - - - - - - - - - - --

(;]1 ~1'l~ 11 LLM1'l~1 'W,)'WLL_c:l :;~~t1_c:l :;'lJ~'l n1 ~yjl LLe.J'W~~'Cl1 ~/tl ~:;"llI~l_J~'Wfi~ LP1'jj'~ 1 LL'Wn (;]1l_Jtl~:;bJl Y1 

'lJ!l'l VI 'Il') tI'll 'W 

~tl(HJ'I1tJ 'El'lri"mhi 

'Il'El'lf~/ LL~(N~1 

f:i1~1~n"l c.J~rhh 

41 39 2 82 

(50.60) (45.30) (50.00) (48.00) 
------------------- - - - - - - - - - - - - - . 

I I 
---~ 

I 
I 64 I 62 I 2 128 I 

I I I I I 
I (79.00) I (72.10) I (50.00) (74.90) I 

------------------------=; - - - - - - - - - ---~ - - - - . 

3. mj'4'IflLlJij-m-JLLc.JtJl.h~'ll1~l-J~tJfi~1j''fl'lL~'ElLnIflUC1J~1~1tJmj' 36 27 2 65 


~'El~1j''fl'lrfm 

(44.40) (31.40) (50.00) (38.00) 

4. mj'4'IflL[;l'1t1l-J LLc.JtJl.h~'ll1~l-J~tJfij''El'lfU mnJLnlflrl')1l-J-ll1fl LLU'I 35 32 2 69 


j'~W'h'l'El'lri"mLL~~m;il-JLih~l-J1W~i1~')tJ1~L~tI
. (43 .20) (37.20) (50.00) (40.40)~ 

------------------~ 

46 52 3 101 
t­

o=.. .dI..... .­

m"l"l~ Ln lfl'lltJnu'fl'l f1 m 
(56.80) I (60.50) (75.00) (59.10) I 

__________________----1., ____ L.. __ __, ____ ..L ____ , 

5 5 1 11..; 
6. 'fltJ 1 

(6.20) (5.80) (25.00) (6.40) 

bbe.J'W~!l 'Cl1~/tJ ~:;"llI~l_J~'Wfi~ bP1'jj'~VI'Il')t1'lI'W~')'W1VI rlJn nl~~~yjl ~~ n1 ~,)I'l bbe.J'Wn1~n1~ 

~!l'Cllnri~Ln~"1l1')Y11'l_c:lUnU~'l ~m (~~t1_c:l:; 74.90) bb_c:l:; n1~~~ L(;]~t1l_J bLe.J'WtJ~:;"llI~l_J~'Wfi~')'lVlih 

'" " I tI " 

vl'l il Lij ~~ '1 LL'W n (;]'1l_J tJ~:; LJl 'Vl~'l ~n ~ri bU'WL tJ1 'W Lb 'W,) Y1'1'l ilL 'Il'Wn 'W vl'l ~ 'l ~n ~L~ n"ll 'W LL _c:l:; 

VI'Il')tI'l'1'W'lJ~'lt'~/t'~7)'ClIV1 n'"l ~,)'W~'l f'lmhJ LL'Cl ,)'l VI '1 e.J_c:l n'1 ht!'Wn n'1~~111 L(;]~t1l_J LLe.J'WtJ~:;"llI~l_J~'Wfi... ... 
~,)'lVl\j'1 L~~U!l'l n'Wu ruVl'1~~'1'"l'"l :;bn ~~'WnU~'l ~n~l_J'1 n~'Cl.~ ~ 



- - --

(;l1n.:J~ 12 bb~I11.:J~1'W,)'Wbb'C-l:::¥'eltJ'C-l:::"lJ'el.:Jn1~Vi1';)r.rtJ"lJ'el~~t.btJ~1'W~1bb'Wnml-JtJ~:::Ul'V1"lJ'el.:JwkbtJ.:J1'W 

wj,)£,,,1'11..l 'fl'lf'lmhj 


L'fln'll1..l 'll'fl'lf3/ LL~,)'1~1 j'')).J 


f3f)~1",n9 tJ'1'Hi1h 

1-	- - -I 

19 30 I 3 52 
1. hlVi1';)r.rm'C-ltJ 

(13.38) (25 .64) (50.00) (19.60) 

35 18 1 54 
2. Vi1';)r.rtJ ri'el'Wn1~,)1.:J bbe.J'WtJ~:::"1!1il-J~'Wfi 

(24.65) (15 .38) (16.67) (20.40) 

18 12 	 313. Vi11jr.rtJ"lJ ru:::~1bil'W.:J1'W/niOl n~~l-J/LF1~.:Jn1~ 

tJ~:::"1!1il-J~'Wfi (12.68) (10 .26) ( 16.67) (11 .70) 
.-	- - - T - - - p----, 

58 47 	 1064. Vi11jr.rWlltJ~i.:Jn1~Vi1niOl n~~l-J/LF1N n1~lbbe.J'W 

tJ~:::"1!1il-J~'Wfi I (40 .85) 1 (40.17) I (16.67) I (40.00) I 
____ .L ___ 	 ___ .JI 	 I 

48 13 0 614.1 nliJr.fm~fJlh::LiJ1.Jlh::~Ylff!llw/lJr::~Ylfff.Jri1J'lJ.J 
1i~nmJ/fflr.JntMLf.J1.J4j (34 .50) (28 .90) (0.00) (57.01) 

47 20 0 274.2 	 nliJr.fm~mhr'J~mli.1~{;/LU1.Ju1'lJmli.1i~ntii'lJ 

fm.JntrihmriJ (33 .80) (44.40) (0.00) (25.23) 

35 12 1 16 

4.3 nliJr.fm~'lJ~m:flmwim:fn11J'lJ.J'lJ.Jf'lm 
(25.20) (26 .70) (100.00) (14.95) 

9 0 0 3 
4.4 fl1.J7 

(6 .50) (0.00) (0 .00) (2 .80) 

12 10 0 22 

5. Vi11jr.rtJltJbbUU~'W 1 
(8.45) (8.55) (0.00) (8.30) 

Iii'lLrl'lll1..l(NL~u ~'fl 1t1t1rl:; 

~'lJ,)tJ.:J1'W"lJ'el.:J ~(;l'elUbb uU~'eluml-J~')'Wl~ qjiin1~Vi1';)r.rtJ Ll11tJ ~,)'W1~ '1J bU'Wn1~Vi11jr.rtJ 

J)1tJ~i'ln 1~Vi1niOl m~l-J/Lr1N n1~/bbe.J'WtJ~~"1!1il-J~'Wfi ~'l bu'Wn1~Vi11jr.rm ~'eltJ~::: Li~'Wlh~~'V1fiJ)1Yl/ 

tJ~~~'V1fie.J~"lJ'el~niOl n~~l-J/Lr1N n1~lbbe.J'W'1 l-J1n~~111• 

bri'elYiiOl1~ru1 n1~Vi 1ljitJ~1bb'Wn (;l1l-JtJ~~Ul'V1'l1'el~~'lJ')m1'Wfi bU'W1tJl'WYi ~'V11.:J b~m n'Wnu 

J)1Yl~,)l-J tJ n L1'W'el~1"ln~hi bb~')'l~1t.J'C-l illh~~')'Wl~'1JllJVi 11jr.rtJ b'C-ltJ 

I 

http:nliJr.fm


- - --

tJ 1V1Vd"
"lI 'e}·m1 'J 'J::'l!1',UJ 'Yi'U fi 

>­llJvilL~tJ / 'WtltJ >- l.h'W 
.,/ 'W'fltJ l-nn 

llJlI1NL~tJ Vl~Vl nrn'l, 

1I'1Cl'l.h:;~.:jA'lI'fl.:jm~'I.h·:;"l!li~~'Ufi• 
1. -r1l1~1.h::~'lA'lJtl'lmnh::1I1~lJ~'W1film~rh'I'UVlLU'W 

Iny·wm LLfl::iif'l')I~~tlVlfl~tl'lhJ1'WLL'W1Vl1'l 

L~tJ'l rl'W (I - IV) 

1- - ­

2 0 4 38 104 

1 
(1 .11) (0.00) (2.22) (21 .11) 1 (57.78) 

2 . -rIl1~1.h::~'lA'lJtl'lnlnh::1I1~lJ~'Wfi ~tl m~~~I'l 
9 5 

f'l')1~ih~'fl~'flLVltJ m~UIL~'W'flii'fl~fl~I'WU1n. 

m.h'lL~m (I) (5.03) (2.79) 

3.-rIl1~1.h::~'l~'lJ'fl'lmnh::1I1~~~'Wfi ~tl ~1~~~I'l 
3 0 

f'l')llJihiitlnt)LVltJ m~Ul L~'W'fliitll;!flVi LU'Wnfll'l 

(II) (1 .66) (0 .00) 

... - - -1- - ­

118 73 64 
I I 

(10 .06) 1 (40.78) 1 (35.75) 
I ___1___ 

6 50 891 
I 

(3.31) (27 .62) 1 (49.17) 
1- - ­

4 16 57 634. 1111~1.h::~'lA~Ir1C1J1'Wmnh::1I1~~~'Wfi ~tl vil1~ 

n~wi:h'\,\lJltJL~ml~mJDu~1I11~ (II) 
1 

(2.22) (0.56) (8.89) (31 .67) I (35.00) 

~ln 
.,; 
Vl'M1 

1 
, 

32 

1 
1 (1778) 

~ 

10 

(5.59) 

33 

1 
1 (18.23) 

1 

39 
1 
1 (21.67) 

1- -- 1 

5. -r1l1~1.h::~'lA'lJ'fl'lmnh::1I1~lJ~'Wfi ~'fl m~hJ~ih) 5 14 36 75 50 
I 1 

1"l L~tl1~n~~LUI'\,\lJltJtJ'fllJfU LLfl::U5WiIl11~ (III) I 1 
(2.76) (0.55) (7.73) (19.89) 1.i4~4~) 1 (27.62) 

6 . 1111~u~::~'lA'!I tNm~U~::1I1~~~'Wlf ~tl m~i'l~I'l 0 24 83 71 
flrl1~W'lY1'fl1"li)lJrl'W~::'\,\~I'l n~~ LU1'\,\~ltJ LLfl:: 1 I 
'fl'lAm (IV) (0 .56) (0.00) (0 .56) (13.33) I (46.11) I (39.44) 

- - -1­ - -

7. iitl~fl"llnliil~1'Wl~L~tJ (stakeholder) LU'W~1'W. . 4 13 65 59 39 
~1 r1ru1'Wm~nl'\,\'WVl1111 r1U~::~'lAm~u~::'llI~~~'Wfi 

~ , 1 1 
(IV) (0 .55) (2.21 ) (7.18) 1 (35.91) I (32.60) (21 .55) 

~1Lfl'!l1'W1'lL~U ~tl ~'fltJfl ::: 


lihfln~~L~lT'W (I , II , III LLfl:: IV) 1'W1I11~1'1 LL~Vl'l~ULLUUL~LVlflU~:::'llI~~~'Wfi
• 

l-1U'J £J'l 1 'W'lI 'el'l ~ j;}'elULLUU~'elU rn ~~'J'W1l-1 nJiiLL'W'J ~(;l1'Wn1~rill-1'W(;ltjj;}Cl tl~:;~'lr1'l1'el'l n1~'" ~ . 
" '" tl~:;'l11~~-W'W€j;}I~LLl-lLLuunl~tl~:;"l!I~~-W'W€i'l 4 ~tlLLUu1'W~:;~U~ln t!'W~'el ni'ln1~rill-1'W(;lLiJ'W

'" 

tlB~j;}I~ ~'el n1~LiJ~iJl'J1'"lL~'el1~n~~JL1Jll-1~It1t1'el~~ULL~:;tlB~j;}I~ ~'el n1~~~I'lf1'Jll-J~'l'Yi'el19 
" 

i'Jl-J n'W~:;l-1~I'l n ~l-J LUll-1l-JlmL~:;'el'l r1n~ ~ ni'l.jf'ell-J~'"l1 n ~n~'J'WUi\~tI (stakeholders) liJ'W~'J'W 
• '" 'II 



, 
Vl1~1.:JVi 13 n LL~Vl.:J~1'w,)'WLL~d'tltJ~:::'lJ'tl.:JLb'W,)~Vll'WmnJ5~~1'Wtl~:::-n1i~~'Wfi~1'W1(;1'ltJ'i:::~.:IA 

"lI'£l.:ln1'itJ'i:::'lI1~3.J~'U fi 'lJ'tl~'tl~~n n'tl n-n 'W 

hJvhLrlU / 

hJII1NLrlU 

... 
'.J!ltJ 

"" Y1~V1, 

... 
'.J'flU 

th'.J 

nrl1'l 
l.nn 

mn 

""YlM, 

1111t1tl~~,:j~'lI'fl,:jn1~t1~"Il1i3J~'.Jfi. 0 2 12 I 46 23 

1. r)UlCltl1~~'lrl'll'fl'ln11tl~~'D1~l-J~'.Jjmm~rh~'.JV1LU'.J 

Jl1y·ml-J LLrl~nf'l')1l-J~'flV1r1~'fl'l1tl1uLLU,)Y11'lL~mnU 
(1.19) (0.00) (2.38) 

I I 

(14.29) I (54.76) 1(27.38) 
I I --.--­

2.r)UI()tl~:;~'lrl'll'fl'l n1~tl~:;'D1~l-J~Ufi ~'fl n1~~¥1'l f'l')1 l-J, 

l,h L~'fl0'1)tVlU m~1l1 L~U'flif'fl l-Jfl~1UU')n!lth'l L~U') 
~ 

3 

(3.57) 

2 

(2.38) 

3 

(3.57) 

40 33 

I 1 
1 (47.62) I (39.29) 
---1""--, 

3 

(3.57) 

3.r)II1~tl~:;~'lrl'll'fl'ln1~tl~:;'D1~l-J~'.Jfi ~'fl n1~~¥1'lf'l')1l-J 0 2 31 
1 

37 
I 

13 

l..!1L~'flO'fltVltJn1~1l1L~'.J'flif'fll-J~~LU'.Jnfl1'l 
~ (1.19) (0.00) (2.38) (36.90) I (44.05) 1 (15.48) 

t _ __I 

4. r)1I1()tl~:;~'lrl~1riru1'.Jn1~tl~:;'ll1~l-J~'.Jfi ~'fl vh1~, ~ 

3 0 7 23 
I 

35 1 
I 

16 

n~l-JLih\.-ll-J1UL~'fl\.-lj-'fltlDu~UI1l-J (3.57) (0.00) (8 .33) (27.38) 1 (41 .67) 1 (19.05) 
I 1- - - ­I 1 

5. r)UI~tl~:;~'lrl'll'fl'ln1~tl~:;'D1~l-J~'.Jfi ~'fl n1~hJl-Jii1,)1~ 3 0 7 12 33 1 29 

L~'fl1~n~l-JLU1\.-1l-J1t1t1'fl l-J fu LLfl:;tlDu~ UI1l-J (3.57) (0.00) (8.33) 
1 1 

(14.29) 1 (39.29) 1 (34 .52) 

0 7 37 38
6.r)UI~th:;~'lrl'll'fl'ln1~tl~:;'D1~l-J~'.Jfi ~'fl n1~~¥1'lm1l-J 1 


~-.lYi'fl1~1,)l-Jn'.J~:;wj1'l n~l-JLU1~l-J1t1LLfl:;'fl'l rlm 1 1 

(1.19) (0.00) ( 1.19) (8.33) I (44 .05) 1 (45.24) 

1 - ­
7. if'fll-Jfl~1n~n~')'.J1~L~t1 (stakeholder) LtI'.J~,)'.J~1 riru 

~ ~ ~ 

0 2 8 22 
1 

28 
1 

24 

1'.Jm~n1\.-1'.J(i)r)1'1 ~tl ~:;~'l rln1~tl~:;'D1~l-J~'.Jfi (0.00) (2.40) (9.50) (26.20) 1 (33.30) 1 (28.60) 
I I 

IJi,)Lrl'll1'.J,)'lL~U ~'fl ¥'fltlfl:; 

Vi1J11 ~')'WhHli1tll'W~ PlVl1~ L~mn'Wf11JJ11Vij')~ tJ mtj'WLL'W,)~Vl~'tl~~ij~')'W1~L~tJ ~'tl~ ~nn'tln-n'W 
~ ~ 

~')'Whmjl""rl,)1~~1 r1rut'W~:::~1J~1n~~~1 n~~.Vl 
~ ~ 



Iw)n'l~ 13 'lJ bb'Cl(M~1'WI)'Wbb~::;~'eltJ~::;'lJ'el'lLL'WI)f1~1'Wn1~tJBllikn.J1.h::;'l!1~:w~'Wfi~h'W-rf;1tp..J~~'61.:1~ 
'lI'!l.:ln1~tJ~~'lI1'13-J~'LI fi 'lJ'el'l tn.b tJ'I1'W'lJ'el'lf~/f~';)'Cl1~n"l 

iD iD 

hjvil Lrltl / " 'Wtltl 
" 

thw l-nn 

hj(?]NLrltl 
..i 
Vl~(f) 

'WtltJ 
nrll'1 

J.nn ..i 
Yl~(f), 

1(;\f11.h::'&'I~~"IJ'el~mlt1i::'lI1i~~tJfi. 0 2 26 56 7 

1.1'Iil~l.h:::~'1r1'l1'f)'1n1nJ1:::'ll1~lJ~'Wfii1n11nlV1'W~LLI'W 1 

mywlJ.J LLrl:::i1rl"lllJ~tl(f)fl~tl'l1tJ1'WLL'W"lVll'1L~mn'W 
(1 .09) (0 .00) (2.17) (28.26) (60 .87) 1 (7.61) 

1 
- - -I 

2 . 1'Iil~tJ1:::~'1r1'l1tl'ln11tJ1:::'ll1~lJ~'Wfi ~tl n11~~1'1mllJ 6 3 14 30 31 7 

til L~tlC1tlL(f)tJ n1nh~'WtliitllJrl~l'WU')nmh'lL~m
~ 

(6.59) (3.30) (15 .38) (32 .97) 
1 

(3407) 1 (7 .69) 

- - -I 

3.flil~tJ1:::~'1r1'lJtl'ln11tJ1:::'ll1~lJ~'Wfi ~tl n11~~1'1l'1')llJ 2 0 4 18 49 1 
1 

20 

\.hL~tlCl'f)L(f)tJ n1nh~'WtliitllJrl~dj'Wn rll'1 
~ (2 .15) (0.00) (4.30) (19.35) (52.69) 1 (21 .51) 

1-----­

4. f(?]~tJ1:::Mr1~1r1~1'Wn11tJ1:::'ll1~lJ~'Wfi ~tl vilL1X 
9 

1 
32 1 

1 
26 23 

n~lJLU1V1lJltJL~tlV1~tltJDu'1i(J\llJ (1.09) ( 1.09) (9.78) 1 (34 .78) 1 (28.26) 
1 1-----­

(25.00) 

1 

5. f(?]~tJ1:::~'1r1'l1tl'ln11tJ1::: 'll1~lJ~'Wfi ~tl n11LUlJU1"l1"l 2 7 22 1 40 21 

L~'f)L1Xn~lJLU1V1lJltJtJ'f)lJflJ LLrl:::tJDu'1i iJ1llJ (2 .15) (1 .08) (7.53) 
1 1 

(23.66) 1 (43.01) I (22 .58) 
1 ­ - -I 

6 . f(J\~tJ1:::~'1r1'11'f)'1n11tJ1:::'ll1~lJ~'Wfi ~'f) n11~~1'1l'1')llJ~'1 0 0 0 16 
1 
1 

43 33 

'Wtl1"l ~"llJ n'W1:::W)1'1 n~lJLU1V1lJltJ LLrl:::tl'lr1n 1 (0.00) (0 .00) (0 .00) 
1 1 

(17.39) I (46.74) 1 (35.87) 
__ .J _ __ I 

12 5 42 28 15 
7. iitll;jrl"lln~i1~'h'W1~L~U (stakeholder) dj'W~"l'W~lrlC1JL'W 1 

1 1 
n11nlV1'W(f)f(J\ ('ItJ 1:::~'1r1n11tJ1:::'ll1~lJ~'Wfi (16.13), (1 .08) (2.15) (5.38) 1(45.16)1(30.11) 

Iil"l Lrl'llL'W"l'l L~U ~tl ~tltlrl::: 

~t.ll)tJ'I1'W"lJ'el'lf~/f~';)'Cl1~n"ll~h'W1~ n iilbL'WI) f1~~1 t)(;1 ()tJ~::;'Cl'l "''lJ'el'l n1~tJ~::;'l!1~:w~'Wfi fl'el n1~'Cl~1'1 
~ ~ D~ ~ 

rl I) 1 :w t.l1 L ~ 'el ti 'el Lb ~ ::; n1 ~LiJ :w iJ 1 I) 1 lOll ,x n~ :w LU1 ~ :w 1 tJ L n ~ n1 ~ tJ 'el :w fULL ~ ::; tJ B U~ (;11 :w 

http:1(45.16)1(30.11


11l1),1'1~ 13 fI LL~~'1~1'W,)'WLL~ ~¥'eltl~~"ll'el'l LL 'W') ~~lWn1)'U~~'11'W1.h~"JlI~3-J~'W€~1'W111l 'ltl~::~..:! A 
"l.I'fl..:! n1~tl~::"1i1i~.w'tJ Ii "ll'el'l'el'l A m hjLL~,)'1'V11 ~~ ihh 

hlvhLrltJ / 

hll1lNLrltJ 

..
lJ'EltJ 
cJ 
VIM), 

>­
lJ'EltJ 

l.hlJ 
~ln 

nrll'1 

~ln 

cJ 
VI~VI. 

-r(;) tlll'i::~ -3 ~'Il'fl-3 nt 'i1l'i:;'lI1~~~1..1 fi• 0 0 0 0 2 2 

1. r)11l~tJ~:;~'1r1'lJ'El'lnt~i'1J~:;'llI~~~lJjmnt~nl'\.1lJVlLUlJ 

In'M'l~ LLrl:;ilfl'lI~~'El Vlrl~'El'l1tJllJLL lJ'lVl1'1 L~m rllJ 
(0.00) (0.00) (0.00) (0.00) (50.00) (50.00) 

- - -I 

2.r)I1l~tJ~:;~'1r1'lJ'El'lnt~lJ~:;'llI~~~lJjf ~t) nt~~~I'1fl'll~ 0 0 3 0 0 

hll L~'ElCit)LVltJnt~inL~lJ'Elif'El2;jrl!i11lJl.Ylnmh'l L~m (0.00) (0.00) 25.00 
1 1 
1 (75.00) 1 (0.00) (0.00) 

--,-­
3 . r)I1l~tJ~:;~'1rl'lJtl'lnt~tJ~:;'llI~~~lJfi ~'El m~~~I'1fl')I~ 0 0 0 1 1 3 

1 1 
0 

hll L~'ElCit)LVltJ m~UI L~\.ltlif'El ~rl~LUlJnm'l 
" (0.00) (0.00) (0 .00) (25.00) 1 (75.00) 1 (0.00) 

I I- - ­
4. r)11l~tJ~:;~'1r1~II'1ClJllJm~tJ~:;'llI~~~lJfi ~'El v111,x 0 0 0 2 2 0 

n~~Lth'\.1~ltJ L~'El'\.1~'Eltl5u"1il1l1~ (0.00) (0.00) (0.00) (50.00) (50.00) (0 .00) 

0 0 0 2 2 05. r)11l~tJ~:;~'1rl'lJ'El'lm~tJ~:;'llI~~~lJfi ~tl m~LlJ~lJl'll" 

L~'Ell,xn~).JLi.Jl'\.1~ltJtJ'El~f1J LLrl:;tJ51J"1i11l1~ (0.00) (0.00) (0.00) (50.00) (50.00) (0.00) 

0 0 0 3 06.r)I1lC1tJ~:;~'1r1'lJ'El'lm~tJ~:;'111~~~lJfi ~'El m~~~I'1fl')I~~'1, 


Y1'Ell" ~h~ rllJ~:;'\.1~I'1 n~~LUI'\.1 ~ltJ LLrl:;'El'I r1m 1
. (0.00) (0.00) (0.00) (25.00) (75.00) 1 (0.00) 

7. if'El2;jrl"ln~il~'llJ1!i1L~tJ (stakeholder) LUlJ~'llJ~II'1ClJllJ 0 0 0 3 1 

1 
0 

nt~nl'\.1w,611l ~tJ~:;~'1r1nt~tJ~:;'llI~~~lJfi (0.00) (0.00) (0 .00) (25.00) (75.00) 1 (0.00) 
1 

~'lLrl'lJllJ'l'lL~U ~tl ~'EltJrl:;2 

c.J~ihh "fjU~1 ~')'WlmuhJl'WYiPlYlI'1 L~mfl'Wf1U!lI"fj)',)3-J tlm~'WLL'W,) ~ ~ ~'el'lt)l1lmh~~'1 A~1 ~rul 'W 
~ ~. 

n1),U)':;"JlI~3-J~'W€ ~'el n1 )'yi1l~n~3-J Li11'V13-JIt1 L;'el'VI1'eltl~~11l13-J LL~~t)l1l~U),~~'1 A"ll'fl'ln1), 

U)'~"JlI~3-J~'W€ ~'el n1),L,j3-J,jI,) 1 Iill ~n~3-J Li11'V13-JIt1t1'el3-JfULL~~U~~ l1l13-J~~'fl'l AmhJ LL~,)'1'V11 c.J~ 
" nI1n~'W~')tll'W)'~~utll'Wn~I'1 LL~~3-Jln~I'W,)'W"fj'el 1 fl'W 'W'elnlillnij'el'lA m hhL~,)'1'V11c.J~nlh~')'W 

1'V1 rufi'll~f1,)I3-J~1 ~ru flU ~~~,)'WlalL~tll'W)'~~u~n n 
~ ~ ~ 



- -

~ 
(;l1J'1'1'Vl 14 llMW~1'W,)'lm~d'eltl~:;'lJ'el'llL'W')~~1'Wn1J'UD'lJ1i'lI'W'lJJ':;"jjlil-J~'Wfi~1'WbihVI~1mb'a::: 

~fi n1~ rh\.~'W ~Hihvi ~1 tJ 

hivi1LmJ / ilmJ lhw 
hil1lNL~tI Yi~c;) 

-L~~~I-~-~-I-~-ll~-~~1~fi~n-I-~n~OI-~-U-~-b~~~I-~-~-'~-------------------------------,. - - -r'----------­
.. 	 4 1 5 26 1 74 1 51 9

1. Lill\n.JIt1~lrTC1!'lI!l,1n11tl1:;'llI~2-l~'Wfi f'ltl f'l')u~~1,x~ 	 1 

il~')'Wl~\~tlijf'l')I2_l~C;) L~'WLl_Iijtl'Wl_I"1tltl{jU~(;l'l2-l~ 1 1 


tl_.lrfmiXtl_.ln11 Lc;)mh~'W!liim;l~Ji\yU':Jnr.nn!l-.lrfm (2.23) (8.38) (14.53) 1 (41.34) 1 (28.49) (5.03) 

(I) 1 1 

--~------------------------------------------------~~, - - -1- - - ~,-----
2. LUIl_1~It1~,rTru'll!l_.ln11tlj':;'llI~2_l~'Wfi A!lf'l')Uf'l2_l1,xl! 

2 2 7 40 86 44i1~')ul~l~tlil f'l;,~f;i c;) l~'WLl-lij!lUl-I~tl1.JDu!i (;!1~~ " 


tl_.l rfmiX!l_.l n11 Lc;)tI-W1 L~'Wtlii'fll;l~'liI')~11Yl Qn iXtl_.l ll~:; 1 1 

(1 .10) (1 .10) (3.87) (22.10) 1 (47.51) 1 (24 .31) 

d:J'Wn~l_.l (II)
--~~==~~------------------------------------------------~I- - - *~-----

3. f'l')12_l~IL~'lItl_.ln1n.h:;'lI1~2_l~'Wfi~!l n11f'l')U~2_l 6 7 26 45 1 68 1 27 

;11'1'W~~ ll~:_:l'i~~m12-l'll!l-.ln~~lUll-12-l1t11,xLU'Wltl 1 1 
(;J12_lYl!l_.lrfmiXtl_.ln11 (III) (3.35) (3.91) (14.53) (25.14) 1 (37 .99) 1 (15.08) 

- - "" - - -. 
4. 	ml2_l~IL~"'lI'fl'1nln.h:;'llI~2_l~'Wfi A!l nl1tl1:;~1'W1,x 0 10 83 1 85 1 

1 1'fl_.l rfnm~:;nri2_lL Ull_1mtl LilM,)I2_lliil1 "'fl'W~!>l!l rlU, 
1 f 

(IV) 	 (0.56) (0.00) (0.56) (5.56) (46.11) 1 (47.22) 1 

------------------------------------------------------------~ ~ - - ­
5. vh'Wl~r11l_1'Wc;) lLe.JUnln.J1:;'llI~~~'WfiLc;)tl1lX~!l M~!l_.l 	 8 43 85 42 

rlU f'l,)I~ i'i c;) L~'Wll~::f'l,)1 ~iX'fl_.l n11'l1'fl_.l nri~lUll_12_l1t1 	 1 1 , 
(IV) 	 (0.56) (0 .56) (4.44) (23.89) 1 (47.22) 1 (23.33) 

1 1 
--------------------------------------------------------------,- - - "----­

6. lUll_12_l1t1'l1tl_.ln1n.h:;'lI1~2_l~ufim"iln1nHul1.J~tlU 5 5 21 50 78 1 21 

mnYiUr)1 n~2-lLUll-12-l1t1hJf'l~!ltlm2-lLL~::/l-I~!lhi 1 1 

tlDm11l12_llUll_1mtl1un11tl1:;'llI~2_l~'Wfi (IV) (2.78) (2 .78) (11.67) (27.78) 1 (43 .33) 1 (11 .67) 
--------------------------------------------------------------.1 __ J----­

7. rill_1'Wc;)LUll_12_l1m~!lLil2_lill')1,,1m~e.J~mn~~Vl ~')tI 6 5 20 57 70: 21 

n11j'')m')2_liitll;lM')I2_l~VlL~Ull~::/l_I~tll'i~~m12-l'lltl-.l 1 1 

nri2_lLilll_1~It1, (III) (3.35) (2.79) (11 .17) (31.84) 1 (39.11) 1 (11 .73) 
----______________________________________________________ __ 1___ ~J-----

5 3 22 72 63 16 
8 . r11l_1'WVl LUll_12_l1t1ll~::')I_.l LLe.J'Wn1nJ1 :;'llI~2_l~'WfiLVltl1if 	 1 

ifm;lfl;1I'1'W1'l ~ LL~::l'i ~ ~ m1~'IJ'fl_.l n~~LUll_12_l1fJ (III) 	 1 1 
(2.76) ( 1.66) (12.15) 1 (39.78) 1 (34.81) (8.84) 

------------------------------------------------------~I - - -1- - - ~,-----

5 5 32 65 1 65 1 9 
9. r11l_1'WVlLUll_1~It1 LL~::,)I_.l Lle.J'Wn1nJj'::'lI1~2_l~'Wfi", n 1 1 	 1 

uj':;~Un1j'(lr'lltl_.llhl_.llle.JULu'Wmtn (I,ll) 	 1 1 1 
" 	 (2.76) (2.76) (17.68) 1 (35.91) 1 (35.91) 1 (4.97) 

---------------------------------------------------.------- - - - - - - -----­
vl,) l~'111'W')_.l L~U A!l ~'flfJ~:: 

vl')'flm~j'har'W (I , II, III ll~:: IV) 1'W~ln_.l LL~Vl_.ltULLUUL~LVl~Uj'::'lI1~~~Ufi 



• •• 

VlU'J rJ '11 'W'lJ'fl'! ~ l?l'fllJ bb lJlJ ~'fllJ (l1l-J~ 'J'W1 VI qJil bb 'W'J ~ V'l1 'W n 1~ri1V1'W V'I bU1 VI l-J1rJ bb~ ~~fin1~ 

ri1V1'WV'I LU1V1 l-J1rJ'lJ'fl'! n1~tJ~~'jj1~l-J~'W fi[;\1l-J LL~LLlJlJ n1 ~tJ~~'jj1 ~l-J~'W fi~'! 4 ~tJ LL lJlJ1'W ~~vilJl-J1 n 
'IJ 

rJ nLt)'WtJ ~~ b~ 'W ~ ~ 1 b 111V1 l-J1 rJ ~1 '"'t1J 'lJ 'fl'! m ~tJ~~'jj1 ~l-J ~'W fi ~ 'fl ~'J lJ ~ l-J1'IX ~il ~ 'J 'W 1~L~ rJ il rl'J 1l-J 

~V'I b~'WLVlij'fl'W Vl1-'fltJ~~[;\1l-J~'fl'! fln ~~'fl'! m ~ LV'lrJin L~'W'fl-if'fll.;j ~ v11'WlJ'J nron n'fl'! flm' ~~ 'J'W1VI t1! b~'W 

v1'Jtl1'W~~vilJtJ1'Wn~1'! tJ~~b~'W~~1 m1l-J~1 b~'"l'lJ'fl'!n1~tJ~~'jj1~l-J~'Wfi ~'fl n1~tJ~~~1'W1 'IX'fl'! flnm~~ 

n ril-JL111V1 l-J1rJ Ln V'I rl'J 1l-J L-if11'"l~'W~ (;]'fl rl'W nril-J~ L~'W~'JrJ l-J1 n LL~ :;l-J1 n~~ V'lil~ 1'W'J'W1n~ L~tI'! rl'W 

(~'fltl~~ 46.11 LL~~~'flrJ~~ 47.22 1?l1l-J~1viU) tJ~:;L~'W~~1 n1V1'WV'lb111V1l-J1mb~~'J1'!LLI:-J'Wm~ 

tJ~~'jj1~l-J~'WfitV'ltl1-D'-if'fllJ~~PI'Wrl ~LL~:;~ ~ ~m'~l-J'lJ'fl'!n~l-J b111V1l-J1 rJ n~l-J~L~'Wv1'JrJ tJ1'Wn~ 1'1 LL~~L~'W 
V)'Jtll-J1nil~1'W'J'W1n~L~tI'lrl'W (~'fltl~~ 39.78 LL~~~'fltl~:; 34.81 ml-J~1vilJ) ~'J'WtJ~:;L~'W~~1 n1V1'WV'I 

.'1 .1 % ~ tr.1 tr" .!"I ~ ,.d .. " 
Lu1V1l-J1mL~:;'J 1'1 Lbt.J 'W m ~u ~:;'jj1 'Ci l-J ~ 'W fi'"l1 n u~~~ lJ n1 ~ru 'lJ 'fl'!I:-J'J 1 'I LLI:-J'W Lu'W VI ~ n n ~ l-J Yl LVI'W V'I'J tI 

'IJ • 

tJ1'Wn~1'! bL~:;L~'Wv1'JrJl-J1 nil~1'W'J'WL'Yh rl'W (~'flrJ ~~ 35.91 ) 

ti'W ~ 'fl VI u'J rJ '11 'W 'lJ'fl'! ~ l?l'fllJ bLlJ U ~ 'fllJ (l1l-J ~ 'J 'W1VI tlj1-D' LL 'W'J ~ V'l1'Wn1 ~n 1V1 'W V'I b U 1 VI l-J1 tl bL~ ~ 
" ,

~fi n1 ~ri1V1 'WV'I L U 1V1 l-J 1rJ'lJ'fl'! m ~tJ ~:;'jj1 ~l-J ~'Wfiml-J LL~ bb lJlJ n 1 ~tJ ~:;'jj 1 ~l-J~'Wfii1'I 4 ~tJ bL lJlJ ; 'I 
'IJ 

tJ~~n'fllJV)'JmL'W'J~ ~~~1 

L111 VI l-J 1rJ ~1 ~t1J'lJ'fl'! n1 ~tJ ~:;'jj 1 ~l-J~'Wfi ~'fl rl'J lJ ~ l-J 1 'IX ~il ~'J 'Wl~ L~ rJ il rl'J 1l-J ~ V'I L~ 'W 

LVlij'fl'WVl1-'fltJ~lJ~[;\1l-J~'fl'! r1m'~'fl'! n1~ i'!LV'ltlil1 L~'W'fl-ifmJ~ V)1'WlJ'J n'"l1 n'fl'! flm' LL~~ 
LV'ltlil1 L~'W'fl-if'fll-J~~1'J~1 ~~ (l n ~'fl'! Lb~:;LtJ'Wn~1'!

'U ...... 

~ 'J 1l-J ~ 1 L ~ '"l 'lJ 'fl 'I n 1 ~ tJ ~ :; 'jj 1 ~l-J ~ 'W fi ~ 'fl n 1 ~ ~ 'J lJ ~ l-J i1PI 'W rl ~ LL ~ :; ~ ~ ~ n ~ ~mJ 'fl'! 

n ri l-J L111 VI l-J 1 rJ 1'IX dJ 'W 1tJ [;\ 1l-J ~ 'fl 'I fln ~ ~ 'fl 'I n 1 ~ LL ~ :; ~ 'fl n 1 ~ tJ ~:; ~ 1 'W 1 'IX'fl 'I fln nL ~ :;. 

~'J,J ~'J l-J-if'fllJ ~m 1l-J ~ V'I L~ 'W LL ~ :;/Vl1'fl~ ~ ~ n nl-J 'lJ 'fl'! n ~l-J L111 Vll-J 1rJ il m ~ri 1V1 'W V'I 

L111 VI l-J 1 rJ LL ~ :;'J1 'I LLI:-J 'W n 1 ~tJ ~:;'jj 1 ~l-J~'W fiLV'I rJ 1-D'-if 'fllJ ~ ~PI 'Wrl ~ LL~:;~ ~ ~ n nl-J'lJ 'fl'! 

n ri l-J L111 VI l-J 1 rJ Lb ~:; il n 1 ~ ri 1 VI 'W ~ L111 VI l-J 1 rJ LL ~ :; 'J 1 'I LL t.J 'W n 1 ~tJ ~:; 'jj 1 ~l-J ~'W fi'"l1 n • 

tJ~:;~ummr'lJ'fl'! ~'J1'! LLI:-J'WLU'WVI ~n 

L ihVll-J1t1"lJ'fl'! n1~tJ~:;'jj1~l-J~'Wfim'"lil n1~tJflJLtJ~ rJ'W VI 1 n~U~1 n ril-J L111V1 l-J1tll~ rl~'fltl• 

1?l1l-J LL~ :;/VI1-'fll~tJ~~ [;\1l-J L111 VI l-J1rJ1 'Wn1nh:;"J!1 ~l-J ~'W fi 



m~1-:J~ 14 n LL~ !?)'l~1'W'J'WLL~:;~'eltl~:;"lI'el'l LL'W'Jii)!?)1'Wn1~tllJm;,:n'Wtl~:::'ll1~:W~'W€~1'WLih~aJ1t1LL~:: 
1fin1~n1WU(;lLih~aJ1t1 "lI'el'l'el'l rlnn'eln'll'W 

hJv11LrltJ I " UtltJ 
" 

thw mn 

hJ(1INLrltJ 
..J 
V1~Vl 

U1ltJ 
nrll-l .- ­ -, 

J.nn ..J 
V1~Vl 

lih~mmla::~fint~ril~U~Lih~~It1 
1. LU1\nntJ~lrlru'lltl-lntj'tlj'::'l!I~l.J~U{ Atl fI'lUfll.J1'IXtJ~ .... I" \l 

~'lUlciiL~tJ iJ fI'lll.J AVl L~ULVI iltlUvj~1l tlDu~ (11 1l.JV1tl-lAm 

cii1l-lntj' LVl tJlJ1L~U1lii1ll.JrlciilUU'l n~1n1l-l Ani. 

3 

(3 .57) 

5 

(5.95) 

11 
1 

37 
1 

22
1 1 
1 1 
1 1 

(13.10) 1 (44 .05) 1 (26.19) 

6 

(7.14) 

I - - _1­__ 

2. LU1V1l.JltJ~lrlC\I'Iltl-lnt'1tlj'::'l!I~l.J~U{ A1l ~'lUfll.J1'IX~iJ~'lU 
lciiL~tJ~ fI'lll.J ~VlL~ULVlil1l~Vl1tltlDU~ml.JYltl-l AmUl1l-l ntj' 

4 21 1 
1 
1 

35 I 
1 
1 

22 

LVl tJlJl L~Utliitll;lrl'lil'l ~1 j'YlQnUl1l-l LLrl :: L UUnrll-l (1 .19) ( 1.19) (4.76) (25.00) 1 (41.67) 1 (26.19) 

1­- -I 
3. fI'lll.J~ILN'Il1l-lntj'tlj'::'l!I~l.J~U{ A1l ntj'fI'lU~l.J;1P1UfI~ 4 5 10 19 1 29 1 17 

LLfl::Y'l ~~n j'j'l.J'Iltl-l n ~ l.J LU1V1l.JltJ1,x L UU 1 tlm l.JY1tl-l ~m 1 1 
" 11l1l-lntj' (4 .76) (5.95) (11 .90) (22 .62) 1 (34 .52) I (2024) 

'- ­ -1­_ - " 

4. fI'lIl.J~IL~~'Iltl-lntruj'::'l!I~l.J~U{ A1l ntj'tlj'::~lul'IX 
0 4 37 1 

1 
41 

1 
tl-lAnm~::n~l.J LU1V1l.JltJ LnVlfl'lll.J L iii1~!lU~lIitlflU 

( 1.19) (0.00) (1.19) (4.76) 
1 1 

(44 .05) 1 (48.81) 1 
------ . 


5. V1tUlciinlV1UVl LL~J\Jntj'tlj'::'l!I~l.J~Ufi1VltJ1'IX~1l Vl fI~1l-l flU 
0 2 14 42 25 

fI'lll.J ~ Vl L~ULLrl:: fI'lll.Jcii1l-lntj''Il1l-l nfll.J LU1V1l.JltJ, ( 1.19) (0.00) (2 .38) (16.67) (50.00) (29.76) 

6. LU1V1l.JltJ'Il1l-lntj'tlj'::'l!I~l.J~U{1l1~~ntj'tlfuLtl~tJU Vlln 3 2 5 15 48 11 

Y'lUil n~l.JLU1V1l.JltJ1J.JfI~tltJ(1Ill.J Url::/Vl1tllJ.Jtl5Wlml.J 

LU1V1l.JltJ1Untj'tlj'::'l!I~l.J~U{ (3.57) (2.38) (5.95) (17.86) (57.14) (13 .10) 

7. nlV1UVlLU1V1l.Jlm~1lLtJl.JtJl'll~N1cii~rlmn~~Vl. cii'ltJntj' 4 7 28 30 14 

j''lU'1'll.Jii1l~rlfl'lll.J AVl LiiuLLfl::/Vl1tlY'l ~ ~nnl.J'Il1l-l 

nfll.J. LU1'v1l.JltJ (4 .80) (1 .20) (8.30) (33 .30) (35.70) (16.70) 

-----­

8. nlV1UVl LU1V1l.JltJ LLrl::'lI-lLL~Untj'tlj'::'l!1 ~l.J~Ujj1VltJ1.0 
2 2 4 33 

1 33 
1 

10 

;;1l~ fl;1PI Ufl~ LLrl::Y'l ~~mj'l.J'Iltl-l n ~l.J LUl'v1l.J1tJ 
(2.38) (2.38) 

1 1 
(4.76) 1 (39.29) 1 (39.29) (11.90) 

1- - -1- - ­

I I3 2 19 29 25 6 
9. nlVlUVl L U 1'v1l.JltJLLfl::'lI-l LL~Untj'tl j'::'l! 1 ~l.J~U{~1n I 1 

tlj'::~Untj'ru'll1l-l~'lI-lLL~ULuuwitn I I 
(3.57) (2.38) (22.62) 1 (34.52) 1 (29.76) (7.14)" 

~'lLfl'll1U'l-lL~U Atl ~1ltJfl:: 

Lri'elVi91 ~ru1LL'W'J ii)!?)1'Wn 1 ~n1"''W!?) Li:l1",~mJ LL~:::~fi n'l ~n1"''W!?)Li:l1'" :W1t1"l1'el-:J n'l ~ 

tl~:;'ll1~:W~'W€"lI'el-:J'el-:J~mL'eln"l1'W ~lJ~1 ~'J'W1", qjltl1'WVl PI'Vl1-:JL~m n'WtllJ'el-:Jrln~~'W11'W1l1~ ~'J:W 
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(;l1~1'1~ 14 "lJ LL'll Vl'l~1'W'J'WLL~~~'eltJ~~"lJ'el'l LL'W'J ~ Vll'wm ~tJlillii'l1'WtJ~~"ll1 ~l-J~'Wfi~1'WbihVl:IJ1tJ bb~~ 
16n1-an1V1t.1lPl b ihVl:IJ1tJ "lJ'el'l'VIoJ'JtJ'I1'W"lJ'el'lf~/f~1'll1'V1 fl"'l 

u as 

"hJYi1L~tJ I 'W'iltJ l..11'u l-nn" ..: 'W'iltJ ~J1n ..:hjlllNL~tJ Y1~Vl n~l\1 Y1~Vl 

i - - -. 

L\11\11 mtl LL~::1fin1'in1\11'U(;)L \11 \II mtl 10 14 	
1 

34 29
11. L"hmJ1tJihr)ru'lJ'il\ln1nJj':;'lll~m,~''Wtf ~'il fl')lJrl).Jl~li~ 

~'l'W1~L~tJ;:j rl'l~).J i'1~ L~'WLl-!n'El'W""~'il1J~~1Il1 ).J~~\lr)n; 1 
1 

1 
1 

(1.10) (10.99) (15.38) 1 (37.36) 1 (31.87) (3.30)1il'El,:m1j' L~tJtl1l~lifl-iI'ill;l~~1'WlJ'ln"llnIl\l r)n~ 
I - - _1- __ 

1 12. 	LU1l-!).J1tJ~1r)C1.J'lJ'il\lmnh:;'lI1~).J~'Wtf ~'il~'llJf'J).Jl~~;:j~'l'W 3 18 48 
1 1

1~l~tJi1f1')l).Ji'1IflL~'WLl-!n'El"+l-!~mJ~~1Il1).JYi'il\lr)nj'Iil'El\lmj' 
1 1 

LIfltJtl1 L~'W'Eliitl).J~'li1'l~1j'Yl cm 1ii'El\l LL~:; LU'Un~l'1 (1.08) (1.08) (3.23) (19.35) 1 (51.61) 1 (23.66) 
v II 

1­ - -I 
3. fl')1).J~ll~'ll'il,:m1n.h:;'lI1~).J~'Wtf ~tl mj'rl'llJ~).J;1P1'Wrl~ 2 2 15 25 1 37 1 10 

LL~:;~~~mj').J'll'1l\ln~).JLU1l-!).J1tJl~lU'WhJIIl1).JYi'El\lr)m 1 1 

" 1Il'El'lmj' (2 .20) (2.20) (16.48) (27.47) 1 (40.66) 1 (10.99) 

1­ - _I 

4. rl'l1).J~ll~"l'll'El\lmnh:;'lI1~).J~'Wtf ~'El mnh:;~l'Wl~ 0 0 0 6 1 
1 

45 1 
1 

41 

tl\l fIn HL~:;n~).J Ll'J1l-!).J1tJ LnVl fl')1).J l ih 1 "lfl'W~t;itlri'W 
(0.00) (0.00) (0.00) 

1 1 
(6.52) 1 (48.91) 1 (44 .57) 

1­ - -I 

5. v11'Wl~n1l-!'WVlLlc.J'Wmnh:;'lI1~).J~'Wti1IfltJli1~tllflrl~'il\lriU 
0 6 28 1 

1 
40 1 

1 
17 

rl'll).Jf) Vll~'WLl~:;rl'll).J~'il\lm j''lltl\l n~).J LU1l-!).J1tJ 
(0.00) (1 .09) (6.52) (30.43): (43.48): (18.48) 

1- ­ -1­ - -

6. LU1l-!).J1tJ'll'El\lmnh:;'lI1~).J~'Wtfm"l~n1n.JflJL'lJ~tJ'U l-!ln 2 3 15 1 33 1 29 10 

~lJ~l n~).JlU1l-!).J1tJl~rl~'EltJlIl1mL~:;/l-!~'ill~tJ~lJ~lIl1).J 1 1 

li11l-!).J1tJl'Wn1j'tJj':;'lI1~).J~'Wtf (2.17) (3.26) (16.30) 1 (35.87) 1 (31.52) 
1 1-----­

(10.87) 

7. n1l-!'WIflLU1l-!).J1tJl~'ilLU).JU1'l1"lllli~r.J~).J1n~~Vl ~'ltJmj', 2 4 13 26 
1 
1 39 

1 
I 7 

j''lUj''l ).J-iIm.J~ rl'll).Ji-11fl L~'Wll~:;/l-!1'il~ ~~mj').J'll'il\l I 1 

n~).Jli11l-!).J1tJ (2.20) (4.40) (14.29) (28.57) '(42.86) 1 (7.69) 
- - _1­ __ I 

8. rl1l-!'WVllU1l-!).J1tJ ll~:;'ll\1 LLr.J'Wmj'tJj':;'lI1~).J~'WflVltJH 

iitll;J~;1PI'Wrl ~ Ll~:;~~~ mj').J'll'El\ln~).J LU1l-!).J1tJ 

3 

(3.23) ( 1.08) 

17 1 37 1 29 
1 , , , 

(18 .28), (39.78) I (31.18) 

6 

(6.45) 

.- - -,- ­ -, 

9. rl1l-!'W1fl LU1l-!).J1 tJ LL~:;'1l\1 Llr.J'W m j'tJ j':;'111~).J~'Wtf"lln 
2 3 12 35 I 

I 
38 I 

I 
3 

tJj':;~ummr'll'il'lli'll\1LLc.J'WLUUWi~'n 
" (2.15) (3.23) (12.90) 

, 1 
(37.63) I (40.86) 1 (3.23) 

I'i''lL~'lllU'l\ll~lJ ~'El ~tltJ~:; 

Lri'el~"'l1~n.n LL'W'J ~Vlt ').Jm:i'rl 1 'VI 'WVl LU1'V1l-J 1tJ LL~~~fi m~rl1'V1'WVl LU1'V1l-J1 tJ"lJ'el'l m~ 

tJ~~"ll1~l-J~'Wfi"lJ'el'l'VIoJ'JtJ'I1'W"lJ'el'lfj/fj~'ll1'V1fl"'l ViU~1 . ~'J'Wt'VI '1l1tJt'Wl1 PlVl1'l L~m rl'WrlU'el'l ,",m~'W1 

t 'W111 Vi:i''J l-J 

22 



[;]1J'1-.l~ 14 '" LL'Ml-.l~ ltJ'JtJLL'Cl::ffitJ'Cl::"ll'eN LL tJ'Jlil VlttJnI J'1J~llil-.lltJth::"l11~l-J-WtJ€~TW~ih,.un!ll.l.~:; 
~fi nI'ifhVI'\.IVl b ihVIl-Jl!1 "ll'fJ-.l'fJ-.l r1nJ'hl LL'Cl'J-.l'\,n t:-J'Cl nih 

h.lYhmJ / ii'EltJ th'w a..nn 
a..nn

hJinN LflU Yl~V'! 

Lih'VI ~lmL~::1fin1';1ril'V1'U(;lLill'V1~ltJ 	 a a 3 a a 
1. LUI'\.nnU~I~'lI'lJ'El-ln1~U~::'111~~~'Ufi ~'El f1'Ju~~1tX~~ 

~'J'U1~L~U ~ f1'JI~~V'! L~'UL'VIil'El'U'VI1'ElU5u'1i (;l1~Yl'El-lrlm 
(0.00) (0.00) (25.00) (75.00) (0.00) (0.00)1X1l-ln1~ LV1uiJIL'i'l'U'Elii'El~fl,~l1'UU'Jnr.nmNrlm. 

2. LUI'V1~IU~I~'lI'lJ'El-ln1ru~::'111~~~'Ufi ~'ElfI'Jufl~1tXli~~'J'U a a a 3 a 
1~L~U~f1'JI~~V1L~'UL'VIil'El~'VI1'Elu5u'1i11l1~~'El-l~n~IIf;-lnl~ 
LV1UiJl L'i'l'Ulliill ~fl'!iI'J'i'l1 ~Ylon 1X'El-l LLfl::Lnwn fll-l (0.00) (0.00) (0.00) (25.00) (75.00) (0.00) 

u " 

3. fl'Jl~~IL~"'lJ'El-ln1~U~::'Il1~~~'Ufi ~'El n11f1'JUfl~11~'Ufl~ a a 	 2 a 
LLfl::Yi ~ &im~~'lJll-ln ~~LUI'V1 ~IU1tXLti'U1Uln1 ~~~-l rlm 

(0.00) (0.00) (25.00) (25.00) (50.00) (0.00) 1X'El-ln1~ 

a a a a 3
4. 	f1'JI~~IL~'lJ'El-ln1~U~::'Il1~~~'Ufi ~ll n1~u~::'i'l1'W1tX 

'El-l rlmLLfl::n~~ LU 1 'VI ~IU LnV'! fl'Jl~LiiI1,,'1i''W~ vl'El n'W 
(0.00) (0 .00) (0 .00) (000) (25.00) 75.00 

a a a 3 a 
5. vh'W1~nl'V1'WV1LLe.J'Wn1~U~::;'111~~~'WfilV1u1tX'i'l'ElV'!flft'El-lnU 

fI'J 1 ~~ V1 L~'W LLfl::; fI'J 1~ 1X'El-l nl ~'lJ'El-l n ~~LUI'V1 ~ IU 
(0.00) (0 .00) (0 .00) (25.00) (75.00) (0.00) 

6. LUI'V1~IU'lJ'El-ln1~U~::;'111~~~'Wfitn"~n1~ufuLU~U'W 'VIln a a 2 a 
YiU~1 n~~LUI'V1~IU1~flft'ElUI1l1~LLfl::/'VI1'El1~unilllm~ 
LUI'V1~IU1'Wn1~u~::;'111~~~'Wfi (0.00) (0.00) (25 .00) (50.00) (25.00) (0.00) 

7. nl'V1'WV1LUI'V1~lmyj'Eltii~iil'J1"1~~e.Jfl~ln~~V'! ~'JUn1~ a a a 3 a 
~'Jm'J~ii'Ell;jflfI'Jl ~ ~ V'! L~ 'W LLfl ::;/'VI1'ElYi ~~m~~'lJ 'El-l 

n~~Lulmnu (0 .00) (0.00) (0.00) 75.00 (25.00) (0.00) 

a a 2 a 
8. nl'V1'WV'! LUI'V1~IU LLfl::;'JI-l LLe.J'Wn1~U~::;'Il1~~~'Wfi1V1U1if 

ii'Ell;jflYi~'Wf1 ~ LLfl::Yi ~~ n ~~~'lI'El-ln~~ LUI'V1~IU (000) (0 .00) (25 .00) (50.00) (25.00) (0.00) 

a a 	 2 a 
9. 	nl'V1'WV'! LUI'V1~IU LLfl::;'JI-l LLe.J'Wn1ru~::;'111~~~'Wfi"l n 

U~::;'i'lUn1~nr'lJ'El-l ~'JI-l LLe.J'WLU'W'VI~n (0 .00) (0.00) (25.00) (25.00) (50.00) (0.00) 

~'JLfl'll1'W'J'lL~u ~'El ~'ElUfl::; 

L~'f)-W"'lIJ'rul LL tJ'J Iil VlttJnI J'nl~tJC?l d:h~l-JlmL'Cl::::';JfinlJ'n l~tJVl Lth~wltJ"ll'fJ-.lnlJ' 

l.h::"l11~l-J-WtJ€"ll'fJ-.l'fJ-.ll"1mhlLL~'J-.l~It:-J'Clnlh ~U~1 ~'JtJ1~~hJ1tJ~ PlVlI-.l L~mntJfi1.J'fJ-.lI"1nJ'~tJ1ttJ 



mn'lYl 
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15 LL'Ml'l~ 1tJ')tJLL~ d'f)tI~ :-:'lI'f)'1 LLtJ') iii V11tJn1~tJ~illi'l1tJlh::;"ll1 ~~~tJfi~htJ1J'VJ1J1'VJ1.tJ m~ 

t1~::-n1i~.w'W fi 

hJvilL~U / 

hj(;1NL~U 

'U Yl 1.11Yl1.'1m1'aU ~ '111i ~~'U fi 
1. Wnth~'ll1~).J~ufiijuY\.U1Yl1un1~':mf'\u'flii'fl}.J~

~ 

(0.55) 
Yll'1U'lmJ'fl'l'fl'lAm1~n~).Jlih'\.l).J1UYl~lU (I) 

... 
U'flU ... thu ).nn 

... U'flU ).nn ... 

Yl~VI n~l'1 Ylf'\VI
. 

1 10 3 32 105 40
1 1 

(0 .00) ( 1.66) (17 .68) : (58.01): (22.10) 

r - - -I 
2 7 38 77 562. wmJ~~'ll1~).J~ufiijuYlU1Yl1un1~':nlf'\U'flii'fll;l~~LUU 1 1 

1 1n~1'11~n~).JLU1'\.1).J1UYlnU (II). (1.10) (0.55) (3.87) (20.99) 1 (42.54) 1 (30.94) 
- - -j - - ­

3. vhW'\.ll.hu'I1U'll'fl'lvhuijn1~lf'\U'fl1~'fl'lAnnJfu 3 4 12 89 56 17
1 1 


UtuU1U ll~Un1~UDU~'11U '\.I~'fln"m~).J[;jl'11 (;11).J 

(1.66) (2 .21 ) (6.63) 1 (49.17) 1 (30.94) (9.39) 

ii'fllf'\U'flllU~'1I'fl'l n~).J lUl'\.1).J1U (IV) 1 1. ---j--­1
4. vhw"n..i,)U'I1U'll'fl'lvhuij'\.llJ1~lUU~'fln~1'11un1~ 3 5 41 79 49I 1

u1''\.I1~~Vln1~n1~~'flf'\1~l~:f)1~'fl'lAnm~~ 1 1 
(1.69) (0 .56) (2 .81) (23.03) I (44.38) 1 (27 .53) n~).JlU1'\.1).J1uijml).J~).J~ufitlu~[;j'1ln:y (IV)
, 

i - - ­
5. '11uth:::'ll1~).J~ufi'll'fw(huijuYlU1Yl1un1~ 2 0 18 48 79 

I 
34I 1 


ltJ~UUlltJ~'11~n~).J LUl'\.1).J1Uij'l1I'1W;1~/~ ~ ~ m~).J (;11).J~ 1 1 

(1.10) (0.00) (9.94) (26.52) I (43 .65) I (18.78) 

'fl'lAm'!X'1l'ln1~ (III) 

lIi,)l~'1I1u,)'1l~U A'fl ~'1lU~ ::: 


lIi')tln~~h,ru (I , II, III ll~~ IV) 1u~m1'1 llf'\VI'I~tJllUUt).JlVl ~tJ~~'ll1~).J~ufi

~ 

n1 ~L~tJ'f)1'IX'f)'! rln ~tJ futJLtl U1 tI LLC-J tJ n1 ~tJ~U~'11 tJ ~j'f)n 'OJ n nl-J ~1'!1 [;l1l-J.jf 'f) L~ tJ'f) LL tJ:-:'lI'f)'! 

n~~Lih~l-J1t1 ~~')tJ1muL~tJ~')tl1tJ~:-:~utJ1tJn~1'!. ~ 

~tJ~'f) ~tl')tI'I1tJ'lI'f),!~(;l'f)ULLUU~'f)uml-J~')tJ1~ qJi:iLLtJ,) iii V1L~mnuuYlu1Yl1tJn1~ 

tJ~::;"ll1~~~tJfi~1 

- ,rntJ~:-:"ll1~~~tJfii:iuYlU1Yl1tJn1~"j1 L~tJ'f)-ii'f)l-J~Yl1'!U(m'll'f)'1'f)'1 rln~ LL~::;"j1 L~ tJ'f)-ii'f)l-J~~
~ ~ 

- 'Vhw~tl') tI'I1tJ'lI'f)'1vl1tJiJWW1~ dJtJ~'f)n~1'!1tJn1 ~U1~1~~V1n1m1~~'f)~1n~'f)1'IX'f)'!rln~ 

LL~:::n ~l-J Lth ~l-J1t1i:im 1l-J ~l-J~tJfitltJ~ ~'f) rltJ LL~ ::;'11 tJ tJ ~:-:"ll1~l-J~tJfi'll'f)'1 vl1tJi:iUYl U1Yl1 tJ, 

n1mJ~tI tJLLtJ~'11~n~l-J L{]1~l-J1 tli:i"r1 PltJf1 ~/Yl ~~ m~l-J[;l1l-J~'f)'!rlm(;')'f)'1 n1~ 

- vl1tJ/~tl')m1tJ'lI'f)'1~1tJi:i n1~L~tJ'f)1~'f)'1 rln~tJfutJLtlU1t1 LLC-JtJn1~tJ~illi'l1tJ ~j'f)n'"ln~~l-J 

~1'!1 ml-J-ii'f)L~ tJ'f)LLtJ:-:'lI'f)'1 n ~l-J L{]1~l-J1t1 
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(;l1n-.:J~ 15 n LL~VW~1'W'J'WLL~d'eltJ~~"lJ'el-.:JLL'W'JfI(;l1'Wn1~tlD~-.:J1'Wtl~~'l!1~a.J~'W€v)1'W1J'V11J1'V1i.'U 

n1-aU-a:::"1i1-i).JYr'U fi "lJ'el-.:J'el-.:J flnn'el n'll'W 

'U'Vl'U1'Vli.'Um~1.J'i::"lI1-K~~'Wfi 

1lJvill~tJ / 

1lJlilNl~tJ 

"­
'W'1ltJ 
..; 
YlM), 

0 

'" 'W'1ltJ 
thw 
n~l~ 

14 

~J1n 

.- -­
I 52 

~nn 
..; 
Yl~~ 

16 

1. lJmJ~:;'!11~l-J~'WfiiJuYlUlYl1'WnlnJll'i'l'U'1l-ii!l~~Yl1~U1n 

'lI'1l~!l~rfn~1lXn~l-Jlih'l-ll-JltJYlnU 
(1.19) (0.00) ( 1.19) 

1 
(16.67) 1 (61.90) 

I - -­
(19.05) 

2. lJm.h:;'lI1~l-J~'WfiiJuYlUlYl1'Wni ~lJll'i'l'W!l-ii!ll-J~~ dJ'W 
~ 

n~I~1lXn~l-Jlill'1-ll-JltJYlnU (1.19) 

0 

(0.00) 

5 

(5.95) 

22 
1 

33
1 
1 

(26.19) 1 (39.29) 

23 

(27.38) 

• ­ - -1­ - -

3. Yh'Ul'\.n,htJ~I'W'lI!l~vil'WiJmn'i'l'W!l1lX!l~ r1nnHu'WLtJUltJ 

llt.llJnI~t.lDU~'11'W 'I-l1'1l n"lnmJ vll'1111l1l-J-if!ll'i'llJ'flLllJ:; 

'lI!l~ n~l-J lill'1-ll-JltJ ( 1.19) 

0 

(0 .00) 

3 1 40 1 29 
1 1 
I 1 

(3.57) 1 (47 .62) 1 (34 .52) 

11 

(13.10) 

- - -1­ - -

4. vil'U1'1-lhhmllJ'lJ!l'lYhlJiJmJl~lU'W~!ln~I~1'Wmiu1m~ 2 0 3 17 1 36 26 

4~m~nI~~!l'i'l1n ~!l1lX!l~ r1mLL~:; n~l-J LiJl'1-ll-JltJiJ 1 

~11l-J~~~lJfi~'W~vl!lnlJ (2.38) (0.00) (3 .57) (20.24) 1 (42.86) 
1 

(30.95) 

1 
0 10 18 38 

5. ~llJtl~:;'!11~l-J~lJfi'll'1l~villJ~UYlUlYl1lJm ntl~tJlJlltl~~ 1 
1

1lXn~l-Jlill'1-ll-Jl tJ~~PllJ~ ~/Y/~~ m~l-J Iilll-J~!l~ rfn ~t1f!l'l nI ~ (1.19) (0.00) (11.90) (21.43) 1 (45.24) (20.24) 
I - -­

1Il1L~'lI1'W1~l~U ~!l1'f)tJ~:; 

L~'el~~1H1J1 LL'W'JfI ~V)1'WUYlU1'Vl1'Wn1~tl~~'Il1 ~a.J~'W€"lJ'el-.:J'el-.:J flnn'el n'l!'W YlU~1 ~'J'W1'" qj1tl 

1'W~M'Vl1.:1L~mn'WI1U'el-.:Jflm~'W11'WJ'1Yl~'Jl.J 

17 



n1'iU 'i:: '111i'3-JWU fi 'lI'el'l'" '\..if) tI '11 'W 'lI'el'l f~/f~~~ ,,,, fl"l 
ii:8 ii:8 

t1'V1t1 'wl1.lJm'iu'i:;'l!li3-l~lJ fi 

hlvhLrltJ I 

hi!11NlrltJ 

0 

" tJtltJ 
..l 
YlMl. 

0 

" tJtltJ 

2 

UltJ 

nrll'l 

16 

mn 

. - - -. 
52 

).nn 
..i 
Yl~(;1. 
23 

1. ,rnuj'::;"llI~).J~tJfi~uYlUlYl1tJnlj't11L~tJtliitl).JrI
~ 

Y11'lU,) n'lltl'ltl'l r1m L 'IX n~).J lih'l-l).J1 tJm'IU 
(0.00) (0.00) (2 .15) 

I I 
(17.20) I (55.91) I (24.73) 

I - --I 

2. ,rnuj':::"llI~).l't~'tJfi~UYlUlYlLtJm j't11l~tJtliitl).JrI~ LUtJ 
~ 

nrll'l1'IXn*llih'l-l).JltJm'IU (1.08) (1.08) 

2 

(2.15) 

15 
I 

42 
I 

32)
I I 
I I 

(16.13) I (45.16) I (34.41) 

F---'-­
3. vhwm,htJ'lltJ'lItl'lvhtJ~m j'l~tJtl1'lXtl'l r1nj'ufu 2 4 9 47 25 6 

tJLtJUltJ LLt.JtJnlj'uBU~'lltJ 'I-l5-tl n"lmj').J11i1'l1 !i11).J 

iitl L~tJtl LL'W:::'lItl'l n~).J Lih'l-l).JltJ (2 .15) (4 .30) 
I I 

(9.68) I (50.54) I (26.88) (6.45) 

4. viltJ/'I-l\,htJ'lltJ'IItl'lviltJilmJI~ LijtJ~tl nrll'l1tJmj' 2 

--,-­
24 I 39 I 23 

u1'1-l1 j'4' (;1 mmlj'~tl~lj'l~'ilL'lXtl'l r1nmrl::; I I 

n~).J LUI'1-ll.JltJ ~ f1,)I).J~).J~tJfitltJ~ 1Il'il rltJ (1.11) (1.11) (2.22) (26.67) I (43.33) I (25.56) 
I I 
I - - -

5. 'lltJUj':::"llI~).J~tJfi'lltl'lviltJ~UYlU1VI1tJmj' 0 8 29 38 17 

lU~tJtJ lltlrl'lL'IXn~l.JlUI'1-l ).JltJ~viP\tJflPi/Y'4 q~ mj'l.J(111).J~ .. " tl'lflm!11tl'lmj' ( 1.08) (0.00) (8.60) 
I I 

(31.18) I (40.86) I (18.28) 
I - -­

vT,)lrl'll1tJ,)'ll~U ~tl ~tltJrI::; 



(;l1n-.l~ 15 rI LL~ (9I-.l~TW'l'WLL~:+m..l~:::"lI!l-.l LL'W'l A(9I1'WmaJDtJ~-.lI'Wlh:::"Jfl~l-J~'Wfi~I'WUVlU1V1"llJ 
nl~tl~'lIl-Kl-JcWlJI~' "lI'e)-.l'e)-.l~m'llJLL~'l-.l'VIIt.J~Hllh 

hjy'hL~tJ / 	 'W'EltJ l.hw ~,nn .. " " mn .;'W'EltJ 
hJI)1NL~tJ YlMl n~1~ Yl")Vl, 

'U'VIm'VI"l.'W n1'itl'i!:"Il1-i3J~'Wfi 	 a 0 0 2 

1, lJmJj':;'ll1~~~'WlfiJUYlU1Yl1'Wn1~lh'1'l'W'Eliitll;!~Yl1~U'Jn 
(0,00) (0,00) (0 ,00) (50,00) (25,00) (25,00) 'lI!wil~rfn~1,xn~l-JLth"~~1tJYl~1U 

0 0 0 	 2 
2, lJmh:;'ll1~~~'WfiiJUYlU1Yl1'Wn1n:!1L'1'l'W'Elif'El~~~dJ'W.. 

n~1~1,xn~~Lih'-lmtJYlnu (0,00) (0 ,00) (0,00) (25,00) (50,00) (25,00) 

3, vh'WIm,htJ~1'W'lI'El~vh'WiJn1n'1'l'W'El1,x'El~rfnnJfu'WLtJU1tJ 0 0 0 2 2 a 
LLCJ'Wn1ru5u~~1'W '-IT!lnr.:ln~~~(;h~11)11~ii'ElL'1'l'W'ElLL'W:; 

'lI!l~n~~LU1'-l~1tJ (0,00) (0,00) (0,00) (50,00) (50,00) (0,00) 

4, vh'WIm,htJ~1'W'lI!l~vh'WiJmJ1~dj'W~'Eln'fn~1'Wn1~u1'-l1~ 0 0 0 a 4 0 

~Vlm~n1~~'El'1'l1~L~'El1,x!l~ rfnm~:;n~~ LU1'-lmtJiJ 

~'J1~~~~'Wfi~~~~'Eln'W (0,00) (0,00) (0,00) (0,00) (100,00) (0.00) 

a 0 0 	 3 a 
5, ~1'W1.h:;'ll1~~~'Wfi'll'El~vh'WiJUYlU1Yl1'Wm~Ltl~tJ'WLLU~~ 
1,xn~~LU1'-l~1tJiJ~p!'W~~m~~m~~m~~!l~rfn~~!l~n1~ (0,00) (0,00) (0,00) (25.00) (75,00) (0,00) 

vl'JL~'lI1'W'J~L~U ~!l ~'EltJ~:; 

L~'e)~r.nm,.n LL'W'l A!1\~I'WtJ'V1UTV11 'W mJ'lh:::"Jfl~l-J~'Wfi"ll'e)-.l'e)-.l ~n J'llJ LL~'l-.l'VI1 t.J~ IIIh ~tJrh 

~'l'W1'V1CJJhJ1'WVip\Vll-.lL~mn'Wn1J'e)-.l~m'~'W11'WJll~J''ll-J UnL~'Wlh:::L~'W~~Il1mJJ':::"Jfl~l-J~'Wfin 

tJVltJ1 Vl1'WmJ'tJl L~'W'e)-n'e)l-J~Vll-.lU'l n"ll!l-.l!l-.l ~nJ'1~n~l-J Lth'VIl-J1UVlJ'ltJ ~ n~l-J~ L~'W~'lmJl'Wn~l-.l 
OJ 	 • • 



- -

m~1\l~ 16 LL~ tIl\l~1'W'l'WLL~ :::~'tltl~:::"1I'tl\l LL'W'l ~ tilhm1~Ulj~,I1'WU ~:::'ll1~~~'Wfi~l'Wlthb'lJ'l..Jn1j 

~'el'i.11j 

hlvl1Lfw / lJ'EltJ 1..h", 

hlli1NLfltJ V1~c;) 

~1.lbb'U'Un1~~'il~l~ 6 13 38 63 49 11 

~ . 1i1mj'~mllj'Vll':)L~tJ') (one-way communication) 

LVlmJ1L~"'mLvli'El~flti)1"'u')nr.;nn'El,:)rlnmh~).J (I) (3.33) (7 .22) (21.11) (35.00) (27.22) (6.11 ) 

6 4 18 76 66
2. 1-nmj'~'El~1j'Vl1':)L~tJ') (one-way communication) 

LVltJinL~"''ElLLvlii'El~fl~dj'''nm.:) (II) (3.31 ) (2.21) (9.94) (41 .99) (36.46) (6.08) 

2 2 30 68 66 123 . 1~fI')1~~1riC1JnUn1j'~.:)iim;!fl'll1,)~1j''''I1ntl,:)rlm1tlu.:) 

l.h:;'I!1'll'" ~lnn~1n1j'fuiitl~fl"'llmh:;'1!1'1!'" (I)
~ (1 .11) (1 .11) (16 .67) (37.78) (36.67) (6.67) 

4. ~mj'~Vlm~CJflli1'ElUn~U (feedback) "'I1nn'mh~"'t) 5 11 27 61'- -6; -I 14 

eJ1"'~'tlL'ilvn:;ii"'l L'll'" LLeJ",~U 1utl~') \.I1'El~"'LVlt)fL{l1i1 1 1 


dj",ti(", (III) (2.78) (6.11) (15 .00) (33.89) 1 (34.44) 1 (7.78) 
------~~---------------------------------------------------r - - I 

4 6 16 44 81 285. ~mj'~Vlm~CJflli1'ElUn~U (feedback) "'I1nn1j'lJ1L~"'t) 
1 1iit)~fleJ1"'Vl1.:)~'El~')fl'l!'" (III) 

~ (2.23) (3.35) (8.94) (24 .58) 1 (45.25) 1 (15.64) 
------------------------------------------------------------~~ ~ 

6 . 1-nmj'~'El~1j'~'tl.:)vn.:) (two-way communication) LVltJ 4 5 12 57 61 1 42 

1 1
lJ1 CJfl~1Mu~1tlfutlN mj'~'El~1n~tl1~nfi~ Li11\.1~1tJ. , 

(2.21 ) (2.76) (663) (31.49) 1 (33.70) 1 (23.20) 
1 1 

--------~----------------------------------------------------~, - - "-----­
7. iimj'4'c;)v1':) call center, e-mail address, webblog 16 5 8 40 1 73 1 39 

\.I1t)P1",Ufuii'El~fl iim~"'t)LL"':; rl')1~f)c;)L~"''''IlnrJii~')''' 1 1 ~ ~ <,] 

1~\~tJ (Stakeholders) (IV) (8.84) (2.76) (4.42) (22.10) 1 (40.33) 1 (21 .55) 
-----.,...------------------------------------------------_.1- ___1___ 
8.1i1mj'~'tl~1j'~'tl.:)Vl1.:) (two-way communication) Lc;)tJ 4 3 13 49: 76 36 


fuiit)~fl'll1')~1j''''I1n~~~')'''1ti)L~m~'tlvl1rl')1Wii11'''1 1 1 


LLfl:;~i1':) LL"'')Vl1.:)n1j'~'El~1j'1~Lnc;)rl')1~~.:)Yi'El1'''1 (2.21) (1.66) (7.18) (27,07) 1 (41 .99) 1 (19.89) 
i')~n"'nut)':)rlm (IV) 1 1 

-------------------------------------------------------------~~ - - -~,---

v1,)Lfl'lJ1"',)':)L~U ~'El ~'EltJfl:; 

v1,)t1m~j'Lj',r", (I, II, III LLfl:; IV) l",mj'1.:) LL~c;).:)ttlLLUUL~Lc;)fltlj':;'I!1~~~"'tf 

11 



____________________________ ____ ____ _ 

mn'l~ 16 n LLMI'l~I'W')tm'Cld'el~'Cl:::'IJ'el'lLL'W')~V\1'Wn1~ulju~kn.JU~:::"llI~l-Jvr'Wfi~1'W~'t.hL'U'Un1'i 
~'fl~I'i 'IJ'el-.l'el-.lrlnn'eln"ll'W 

hivllLfliJ / 	 l.hw ~J1n 
~nn 

hJ(i]NLfliJ 

'itlLL'l.J1Jnl'i~'fl'll1'i 3 5 14 35 1 23 4 

~.1ifmj'~'fl~1j'Y11"L~iJ') (one"way communication) LVliJ 
" 

1 I 

U1L~tJ'flLLl'iif'fll;!fleXTwU')n"lln'fl'If'fnmh,r'Y (3.57) (5.95) (16.67) 1 (41 .67) 1 (27.38) 
1 1.­

(4.76) 

2 2 1 0 1 38 1 26 6 
2. 1ifmj'~'fl~1j'Y11"L~iJ') (one"way communication) LVliJ I I 

U1L~tJ'fl LL!1iif'fll;!fl~LutJnfll" (2 .38) (2.38) (11.90) I (4524) I (30.95) (7.14) 
1 1----------------------------1- - - -1-----­

16 I 31 28 7 

1 1 
(1.19) 	 (1.19) (19 .05) 1 (36.90) 1 (33.33) (8.33) 

- - , - - -I 
4. iJmj'~VI(i]1l_Jc.Jfl(1)'flUn~U (feedback) "llnn1j'U1L~tJ'fl 2 5 9 29 1 32 1 7 

~ltJ~'flL'!l.Yn:::n"l L'lItJ LL~tJ~U 1U'lJ~') ~j-'fl:atJLY1'flfL'l'l(i] 1 1 
(2 .38) (5.95) (10.71) (34.52) 1 (38.10) 1 (8.33)LUtJ~t.I 

t - - -I 

3 	 9 20 36 155. iJn1j'~VI(1)ll_Jc.Jflll1'flUn~U (feedback) "llnn1j'lh~tJ'fl 
1 1

if'fll_Jfl~ltJY11'1~'fl~')fl~tJ 
(3 .57) (1 .19) (10 .71) (23.81) 1 (42.86) 1 (17.86)" 

-------------------------------41 - - -~I---

6. 1ifn1j'~'fl~1j'~'fl"Y11" (two"way communication) LVlEJUl 3 4 18 36 1 22 

c.Jfl~lMul_JltJfU'lJ~"n1j'~'fl~ln~'fl1tXn~l-JLth~miJ 1 

1 
(1.19) (3.57) (4.76) (21.43) (42.86) 1 (26.19) f1~'fliJII11l_JLih~l_J1EJ'IJ'fl"'fl"rlm 

""'" G.''''" 	 47. 	l_Jn1j'''lVlIl1'' call center, e-mail address, webblog ~j''fl 10 5 4 19 29 17 


f'itJcl"fuiftll_Jfl if'flL~tJ'fl LLtJ::: f1,)ll_JPiVl L~tJ"lln~iJ~,)tJleXL~iJ •
"" 	 " 
(11 .90) (5.95) (4.76) (22.62) (34.52)' (20.24)(Stakeholders) 

-	--.• 8 . 1ifn1j'~'fl~1j'~'fl"Y11" (two-way communication) LVliJfu 2 5 25 33 • 18 
if'fll_J~'lh ,)~1j'''l1 n~i1~')tJleX L~iJL~'flvll rl'l1l_JLifl1 "l LLfl::: 


~~1~ LLtJ,)Y11" n1j'~~~1j'1tXLii Vl fI,)1l_J~""I'l'fl1"l1,)l_JnW1U • 

(1.19) (2.38) (5.95) (29.76) (3929) : (21.43) 

_______________________________ tl'lrlm 	
~ ___LI--_ 

~')Lfl'IJ1tJ')'1L~U ~'fl ~'fliJfl::: 



I'l1n'l~ 16"lJ LL~~'1~1'W'J'WLL~:;~'eltl~:;"lJ'el'lLL'W'J~V11'Wn1J'U~tJ1i'l1'WUJ':;'ll1~~~'Wfiv11'WZ,j LLUUn1'i 

~'el~1'i 'lJ'el'lVl"I'JtI'I1 'W'lJ'el'l f~/f~~~1V1n9 
a:.t aJji 

'it! mJ11 nl''i~ 'fl ~1 'i 
OJ 

1. H'n1~~tl~l~Vl1-ll~lJ,) (one-way communication) L(?)lJ 
>-

Ull~Wtllll'iiJmJ ~!illiJ'lJ') n"lln'fl-lr)nilvhUiJ 

2. H'n1~~tl~l~l-lL~m (one-way communication) L(?)lJ 

Ull~iJtlLLl'iifm;!~~ l1JiJnrn-l 

hjvlll~lJ / >­
W'fllJ >- thw a.Jln 
... W'fllJ ~nn ...hj(1]Nl~lJ Vl~(?) n~l-l Vl~(?) 

' - ­ -, 
3 8 24 24 26 7 

1 1 
(3.26) (8.70) (26.09) (26.09) 1 (28.26) 1 (7.61) 

1-- -I 
4 2 8 35 	 1 39 5 

1 1 
(4.30) (2.15) (8.60) (37.63) 1 (41 .94) 1 (5.38) 

3. 1~ml~~1r1runUn1~~-lif'fl~~'lil,)~1~"lln'fl-lr)mltl~-l 
~ " 

14 34 
i - -

37
1 

- I 
1 

5 

tl~::;'lI1'l1iJ ~lnnrjln1~fuif'fll;l~"llntl~::;'lI1'l1iJ ( 1.09) ( 1.09) ( 15.22) (36.96) 1 (40.22) 1 (5.43) 
----'---I 

4. iJn1~~(?)m~c.J~(1]'flun~u (feedback) "llnn1~Ull~iJtl 3 5 18 1 31 28 7 

~liJ~tlL'ilYil::;ii"l l'lliJ lL~iJ~U 1utl~') "i~tl~iJlVltlflij(1] 
lUiJ~iJ 

(3.26) (5.43) 
1 1 

(19.57) I (33.70) 1 (30.43) 
__ ...1 ___ 

(7.61 ) 

4 7 24 42 135. iJn1~~(?)(1]l~c.J~(1]'flUn~u (feedback) "llnn1~Ull~iJtl 	
I 

I I
iftl~~~lWVll-l~'fl~,)~'lIiJ (1.10) (4.40) (7.69) (26.37) I (46.15) I (14.29)" r---+-­

6. H'nl~~'fl~l~~tl-lVl1-l (two-way communication) L(?)UUl 3 2 8 39 21 20 

c.J~~lMu~ltl~utl~-lnl~~'fl~1il~tl1~n~~lih"nn lJ 1 1 

fl~'flUrJ 1~ li11"'~lmJll-l 'fl-l r) n ~ 
0­

7. iJn1~9(?)lli'-l call center, e-mail address, webblog ",1'fl 

~iJcl"fuif'fll;!~ iJ'flL~iJ'flLlW::; ml~ fo)(?) L~iJ"lln ~iJ~,)iJl!ilL~lJ 

(Stakeholders) 

(3.23) 

5 

(5.38) 

(2.15) 

0 

(0.00) 

(8.60) 1 (41.94) 1 (22.58) (21.51) 
1 1- ­ _. - - -

4 21 I 42 21 
I I 

(4 .30) (22.58) I (45.16) I (22.58)
I I 

8.H'n1~~tl~1~~'fl-lVll-l (two-way communication) L(?)Ui'u 3 8 23 
j - -

41 
-I 

17 

iflll;l~'lil,)~l~"ll n~iJ~,)iJl!ilL~m~'flvllfl,)1~lifrI1"lll~::; I 1 

~~l-llLiJ,)Vll-l n1~~tl~l~1~In (?)ml~~-lYitl1"l1')~nWlu .. 
'fl-lflm 

(3.23) ( 1.08) (8.60) (24.73) I (44.09) I (18.28) 
I 1 
1 ___. 

lli',)l~'lI1iJ,)-lL~U ~!l ~'fllJ~::; 

L~'elYi91 J'(u1 LL 'W'J ~ V1 ~1 'WJ'U LLtJtJ n1 J'~'el ~ 1 J'1 'Wn 1 J'U J':;'ll1~~ ~'W fi'lJ'el'l VI ll'JtI'I 1 'W'lJ'el'l f~ / 
~ 	 u 

f~~~1V1n9 'VitJ~1 ~'J'W1VI C1jhJ1'WViPlVl1'1 L~mn'WfltJ'el'l rlnJ'~'W11'W111'ViJ''J~ tlm~'WUJ':;L~'W~~1 ii n1J' 

~V1mW,J~V1'eltJn~tJ (feedback) 91nn1J'tJ1L~'Wmh'W~'elL'U'Vi1:;n9 L"l1'W LLtJ'W~tJ 1tJu~'J Vl1'el 

tJ1'Wn~1'1 LL~:;L~'Wv1'JtI ~1 n-~1 n~~ V1ii~1'W'J'W1n~ L~tI'I n'W t!'W~'el Vlll'JtI'I1'W"lJ'el'lf~/f~~~1V1 niOl tJ1 'I 
q . 	 d d 

n~~1~fl'J1~~1r1runtJC,J~V1'eltJn~tJhJ~1mrn. ~ 



(;]1~1~~ 16 ~ LL~(1)~91\..l'J\..lLL'Cld!Ju~::;"lI!J~LL\..l'J fi1 (1) 1\.lnl~UB~~I\..lU~::;"lllil-J~\..lfi~h\..l!'ll bb'U'UnI'i 

~'el~I'i "lI!J~!J~rlnLhJLL~'J~'\.n~~nlh 

'atlLLuum'a~'fl~I'a o o 0 4 0 0 ~. 1iImj'~tl~Ij'Vll--1L~tJ,) (one-way 

communication) 1~m11L~'WtlLL!iliitllJrl~")\'\u'}n 
~ . (0.00) (0.00) (0.00) (100.00) (0.00) (0.00) 

r,nntl--1r1nmhYlJ 

o o o 3 o 
2. 1iImj'~tl~Ij'Vll--1l~m (one-way 

communication) 1V\m11l~'Wtlll!iliim-Jrl~LiJ'Wnrll--1 (0.00) (0.00) (0.00) (75.00) (2500) (0.00)
" 

o o o 3 03 . l~mllJ~Ir1C\!riunlj'~--1-lltl~rl'llI,}~Ij'''llntl--1r1m 

lU~--1l.h:::'llI'll'W lJlnn11 nlj'fU-lltllJrl"llnUj':::'llI'll'W 
~ (0.00) (0.00) (0.00) (75.00) (25.00) (0.00) 

4. jjnlj'~~11l1lJC.Jrll11'ClUn~u (feedback) "llnmj' o o 2 o 
im~'Wtlc.h'W~'Cll'UYn:::n"l l'll'W LLeJ'W~U luufh l-I1'Cl 

(0.00) (25.00) 0.00 (25.00) (50.00) (0.00)ti'W LVltl fdll1l L u'WiX'W 

o o o 3 o5. i1mj'~~l111lJC.Jrll1l'Clun~u (feedback) "llnmj' 

ill L~'Wtl-llm-JrleJ1'WV11--1 ~'CllJ'} rl'll'W 
~ (0.00) (25.00) 0.00 0.00 (75.00) (0.00) 

6. 1iImj'~'Cl~Ij'MI--1Y11--1 (two-way communication) o 0 0 0 4 0 

1~tJillC.Jrl~1!iffmnuflJ1J~--1 mj'~tl~Ij'L~tll~ 
n ~lJLUll-1lJltJ fl ~'CltJ1111lJ LUI l-IlJltJ'lItl--1tl--1 rfm (0.00) (0.00) (0.00) (0.00) (100.00) (0.00) 

~ 

7. jjmj'~~r;l--1 call center, e-mail address, o o o 2 
.0:::11 ~fV '" '"webblog l-Ij'tl~'WtJj'U'll'Cll;Jrl 'lI'Cl L~'W'ClLL'W::: fl,}llJ 

~ ~Lii'W"l1 n~i1~'}'Wl!ifl~tJ (Stakeholders)
~ 

(25.00) (0.00) (0.00) (0.00) (50.00) (25.00) 

8 . 1iImj'~tl~Ij'~'Cl--1Y11--1 (two-way communication) o o o 2 
1~tJfU-lltl~rl'llI,}~Ij'''l1 nqi1~'}'Wl!ifL~tJL~'ClVilmllJ 
L-ll11"l LLrl:::~11--1 LL 'W,}Y11--1 n lj'~tl~lj'l~LnV\ fl,}llJ~--1 (0.00) (0.00) (0.00) (25.00) (50.00) (25.00) 
~'Cll"l1,}lJn'Wllu'Cl--1r1m 



(;l1n'l~ 1 7 LL'Ml'l91'W,)'WLL~ :;~'e)tI~ :;"J]'e)'l LL'W,) ~Vll'Wn1~uljllikn.lu~:;'llI~l-J~'Wfic1l1'W~'J1a.Jia.J~'Hj 
n'Ui'ela.J'J~"n'u bb~!:1fin1'ii'el~1'i 

h,Jvi1lfltl / 

hJ(;1Nlfltl 

...
'W'tltl 
... 
Yl'Ml, 

... 
'W'tltl 

lhw 

nfl1'1 - - -
l-nn 

l-nn 
... 
VlMl, 

fl'J1aJim~''Wfin\J:a'flma'll'U LLa::1fim':i':a'fl~1':i' 
1. 1ii~m.J,)fl'll'WlU'W'll'tl'lVl1'1",~n'll'tl'lVl1'1L~tI'11'WnI~ 

l.h::'ll1~l.J~'Wlf (I) 

7 

(3 .89) 

3 

( 1.67) 

27 82 1 51 
1 1 

(15.00) 1 (45.56) 1 (28.33)
1 1 

10 

(5.56) 

- - -j - - -I 

2. t'l~1'1~l.J~'Wlf~~ nl.J~'tll.J,)fl'll'WLU'W'1lti1'1l.J1m~'tl1ii 3 11 49 
1 

87 
1 

30 

'tl'lf'lnnu'WLL"'~'Iii'tll;jfl~~ntli'tl'l'\..h L~tl(i'tl (II) ( 1.66) (0.55) (6.08) (27 .07) 1 (48.07) 1 (16.57) 
I ___I 

3. L~tln1ii~'tl1'Wnln.h::'lI1~l.J~'Wfiml.Jfl')1l.JL"'l.J1::~l.Jnl.J 3 28 
1 

93 
1 

53 

~C11'Wnlmr (III) (0 .56) (0 .56) (1 .68) (15 .64) I (51 .96) 1 (29.61) 
I - - -I 

4 . 1ii~,)1l.J~1rlrynl.J~'tl~,)fl'll'WLVh 1 nl.JnI~t'l11'1 3 0 8 44 I 
1 

92 1 
1 

34 

~,)1l.J~l.J~'Wfinl.Jn~l.J~'W 1 (IV) ( 1.66) (0.00) (4.42) (24.31) 1 (50.83) 1 (18.78) 

5. llJ'WnI~l.J1"'1~{Iflnl~~,)1l.J~l.J~'Wlfnl.J~m.J,)fl'll'Wl~tl1ii 4 2 11 49 

1 I 
,- -­
1 1 
1 90 1 25 

~tlmfl'll'WLU'W'll'tl'lVl1'1nI ~~'1l~1n~'tl t1Jl.J1J1,)1~ (II I) (2.21) (1 .10) (6.08) 
1 1 

(27 .07) 1 (49.72) I (13.81) 

6. l1J'WnI~1ii~'tl1..J Mfl1'Wnln.h::'lI1 ~l.J~'Wfi (IV) 
2 4 19 1 

- -
79 

-. - -
1 
I 

63 
-

14 

(1 .10) (2.21 ) (10 .50) : (~ . ~) : (34 .81) (7 .73) 

vi') lfl'll1'W')'I L~l.J ~'tl 1'tltlfl:: 


vi,)'1ln~~tnr'W (I, II, III LLfl:: IV) 1'WlJl1~1'1 Ll~Ifl'l~ULLl.Jl.Jtl.JLlflfllh::'ll1~l.J~'Wfi 


U~:;L~U~~1 l.jf~'e)l-J,)~'ll'WLiJ'W'll'e)'l'VlI'l~~n'll'e)'l'Vl1'1 L~£J'll'W n1 ~U~:;'llI~l-J~'W€ ~ ~,)'W1~ q}L~'W~')tll'W 

~:;;uul'Wn ~1'l LL~:;U~:;L~'W~~1 L~'Wn1~1-if~'e)u~ ~~1'Wn1~u~:;'llI~l-J~'Wfi ~mil-J L t1'Wc1l')tlUI'Wn~I'l, . 

~'e)l-J,)~'ll'WLiJu'll'e)'l'VlI'ln1~~'e)~ln~'e)t~l-J~I,)1'"l l"'~,)Il-J~I~'1Jnu~'e)l-J,)~'ll'WLVh 1 nUn1~~~I'l 

mll-J~l-J~'W€nu n~ l-J~'W 1 il rl1n~'e)n1.jf~'e)1'Wn1~u~:;'llI~l-J~'Wfi(;l1l-J ~,)Il-J L~l-JI:;~ ~ nu~m'Wn1~nr 

1-if~'e)l-J,)~'ll'WLU'W~~nih'l L~'W~'e)U, ~ ~~ifl'l 



{;nn~~ 17 n LL'MWhu'J'WLL~~¥!ltl~~'lJ!l~LL'W'Jf1!?1lumnJBu'1i~1'WU~~'Ii1~~~'W€~1'Ufl'J13J~3J~lAfi 
n'U~'£l3J'J~"lflA LL~::~fi n1~~'£l~1~ 'lJ!l~!l~r1mL!ln'li'U 

'bJVi'lL~H.J / 

hj(;1NL~tJ 

.... 
'WtltJ .. 
VlMl, 

.... 
'WtltJ 

,J'I'W 

n~l'1 
- - -I 

mn 
mn 
..,j 
VI~(?l, 

Fl1'1~~~~'Wfin'U~'fl~1~'lI'W LL~::;1fim'i~'fl~'I'i 
1. lif~'Elm~'Il'WLu'W'lltNV1I'IVI~n-rltl'lVl'l'l L~h.nl'WmT 

Uj'~'Il'l~l-I~'Wtf 

6 

(7 .14) 

3 

(3.57) 

11 40 19 
I 
I I 

(13.10) I (47.62) 1 (22.62) 

5 

(5.95) 

---'-­
1

3 5 26 35 14 
2. ~~'I'I~l-I~'Wtf~~nU~tlm~'Il'WLu'W'Elti'l'll-l'lnL~tll~tl'lr1m I 

LU'WLLVlr1'1iitll-l ~~ ('l ntXtl'llb L~tl ~tl 1 I 
" " (3.57) ( 1.19) (5.95) (30.95) 1 (41 .67) I (16.67) 

I - --I 

1
2 10 41 29 

3. L~tln1if~tll'Wntj'uj'~'Il'l~l-I~'Wtfl?1ll-lrl'J'Il-ILVlm~~l-Inu 1 .. I 1
~m'WntnU (1.19) ( 1.19) (2 .38) (11.90) I (48.81) 1 (34 .52) 

I-­ I 

4.1~rl'J'Il-I~'Ir)C1JnU~tl~,)'C'l'll'WLvi'l1 numj'~~'I'I 
~,)'Il-I~l-I~'Wtfnun~l-I~'W1 

5. L-W'Wntj'U~VI'Ij'4'vln'lj'fl')'Il-I~l-I~'WtfnU~'Elm'C'l'll'WL~tll~ 
~'Ell-l,)'C'l'll'WLU'W'lltl'lV1l'lmj'~'El~'In~tll-Wl-l-W'l,)h 

3 

(3.57) 

4 

(4.76) 

0 

(0.00) 

2 

(2 .38) 

3 

(3 .57) 

7 

(8.33) 

25 38 15 

I 1 
(29.76) 1(45.24) 1 (17.86) 

I I . - -­
1 

19 38 14 

1 I 

(22.62) I (45.24) I (16.67) 
I I --,-­

2 4 7 38 28 5 

6. L-w'Wntj'1if~m-lM'C'll'Wntj'uj'~'Il'l~l-I~'Wlf 
(2 .38) (4 .76) (8 .33) 

I 

1 I 
I (45.24) 1 (33.33) (5.95) 

I - ­ I 

111') L'C'l'llL'W,)'1 L~U f1tl ~tltJ'C'l~ 



!1l1~1'l~ 17 'lI LL~"''l~1'W'l'WLL~:;~m.l~:;'lI'el'lLL'W'l f1 '"1'Wn1~UDU~'l1'Wu~:;'1!1~l-J~'WflrJ)1'W~'l'1),1i),lvr'lJ fi 
n'U~'fl),l'l~'lI'lJ LL~::;~fi n'1'i~'elll'1 'i 'lI'el'l~"hm1'W'lI'el'l f~/f~~~1~nlAl as u 

hiVi1lrltJ / 

hi~Nl~tJ 

" 'U'fltJ .. 
VI'llVl, 

" 'U'fltJ 

I 

l.hu 

nrl1'1 
I 

).nn 
l-nn .. 
VlMl, 

~'J1JJiJJ~'Ufin'U~'fIm~'l!'U LL~~1fim'i~'fI~1'i 0 16 I 39 I 31 5 

1 . 1if~m.j,)rl'll'UlU'U'll'fl'lVl1'1',1~n'll'fl--lVl1--ll~m1'Um~ 
t1~::'111~).j~'Ufi (1 .09) (0.00) 

I I 
(17 .39) I (42.39) I (33.70) 

I ___ 1­ __ 
(5.43) 

I I
0 0 6 22 49 

2. 'll~1--l~).j~'Ufi~~nu~'fl).j,)rl'll'UlU'U'fltj1'1mnL~'fl1lX'fl--lrlm I I 
16 

LU'Ull',l~--l-ii'fl).jrl~ on iX'fl--llh~'fl ~'fl I I 
~ ~ (0.00) (0.00) (6.45) (23.66) I (52.69) I (17.20) 

- - I 

3. l~t)n1if~'fl1'Um~t1~::'111~).j~'Ufij;]1).j f1,)1).J l',l).J1::'ll).J nu 
0 0 1 17 

I 

I 
49 

I 

I 
24 

'llC11'Umrnr (0.00) (0.00) (1.10) 
I I 

(18.68) I (53.85) I (26.37) 

I - - I 

4. 1lXfI,)1).j~1~'l!nU~'fl~,)rl'll'Ulvl11 nUm~'ll~1--l 
0 0 5 19 I 

I 
50 

I 

I 
19 

f1,)1).j~).j~'Ufinun~).j~'U1 
(0.00) (0.00) (5 .38) 

I I 

(20.43) I (53.76) I (20.43) 
I 

5. 11'J'Um~U1',11rlVlm~m1).j~).j~'Ufinu~t)).j,)rl'll'Ul~'fl1lX 
~t)).j,)rl'll'UlU'U'll'fl--lVl1--l m~~t)'ll1n~'flLU).jU1')1"l 

0 

(0.00) 

0 

(0.00) 

4 

(4.30) 

I 
27 I 51 11 

I I 

(29.03) I (54.84) I (11.83)
I I 

--r-­

0 0 11 I 40 I 33 9 

6. lu'Um~1if~'fl1.IMrl1'Um~t1~::'111~).j~'Ufi 
(0.00) (0.00) 

I I 
(11.83) I (43.01) I (35.48) (9.68) 

I - -­
l'l,)lrl'lJ1'U,)--llftU ~'fl ~'fltJrl:: 

L~'el~IAl1 ~ru1 LL'W'l f1 '" rJ)1 'W nJLLUU n1 ~~'el~1 ~1'Wn '1 nJ ~:;'1! 1~l-J~'Wfl'll'el'l'WW'l iJ'l1 'W'lI'el'lf~/
~ d 

fJ~~1~nlAl ~U~1 ~'l'Wl~C1l1ul'WViP1'Vl1'lL~mn'Wnu'el'lrlm~'W11'W1l1~~'ll-J 



mn--l~ 17 I'l bb~V1--l~1'W'J'Wbb~~~'elU~~'lI'el--lbb'W'Jf)V1h\n1~tJ~U""~kl'WU~~"l11~~~'Wfi~1'Wfl'J1~';~~'lJfi 

n1J~'f)~'J~"lI'lJ bb~::1fi n1'i;'f)~1'i'll'el--l'el--l rlmhl bb~'J--l'VI1 C.J~ rl1 h 

" hh11LfltJ / 

hi lJ1NLfltJ 

U'tltJ 
..,j 
Yl~VI, 

" U'1.ltJ 
t11u 

nfl1'l 
).nn '" ).J1 n Y1'~ VI 

fl'J1~i'~~ufin'I.J~'fl~'Ja'll'U bba:;1fin1'i~'fl~1'i 0 0 0 3 0 

1. 1if~'1.l).J,)fl'llULtlU-d'1.l'lYl1'l"'~n'I!fl'lYl1'l L~m1Um1 
1 1 

th::'lI1~)..J~ufi (0.00) (0.00) (0 .00) 1 (75.00) 1 (25.00) (0.00) 
I ___ L ___ 

2. ~h'l~)..J~ufi~~nu~'tl)..J,)fl'llULtlU'1.lti1'l).J1m~'1.l1,x 0 0 0 
1 
1 

3 0 

'1.l'l Am'dJULLW(i'lii'1.l)..Jfl~ em ~fl'll.hL~'1.l ~'tl 
~ ~ (0 .00) (0.00) (0 .00) 

1 1 
(25.00) 1 (75.00) 1 (0.00) 

0 0 0 3 0 
3. L~tl n1if~tl1um1th::'lI1~)..J~ufi1?I1)..Jrl')1)..J L"')..J1::~)..J 1 

1 1nu~(nUn1mr (0.00) (0.00) (0.00) (25.00) 1 (75.00) 1 (0.00) 

0 0 0 0 4 0 
4 . 1,xf'l,)1)..J~1f'1t1!nU~'1l~,)fl'llULvi11 nUm1~r1'l 

A,)1)..J~)..J~ufinun~)..J~u1 1 1 
(0 .00) (0.00) (000) (0.00) 1(100.00)1 (0.00) 

- - - .1 
1 
- - - I 

5. Luum1u1m19VI m 1f'1') 1)..J~)..J~ufinU~'il)..J,)fl'llU 0 0 0 3 0 

L~'il1,x~'il)..J,)fl'llULUU-d'il'lYl1'l m1~'il~1n~'ilLU)..JU1,) 1 1 

h (0.00) (0 .00) (0 .00) 1 (75.00) 1 (25.00) (0.00)
1 1 
---r-­

0 0 1 2 0 
1 

6 . Luum11i1~'il1.Jf'If'Ifl1un1nh::'lI1~)..J~ufi 1 1 
(0.00) (0.00) (25.00) (25.00) 1 (50.00) 1 (0.00) 

1 - - -' 
IIi,)Lfl'lJ1u,)'ll~U ~'il r'1ltJfl:: 

n1 h~U~1 ~'J'W1m1J1u1'W~P1V11--lb~U'J n'WnU'el--l rlm~'W11'WJn~~'J~ UnL~'WtJ~:;b~'W~~1 bil'Wn1~ 
U1'V11~~V1n1~1'l'J1~~~~'WfinU~'ell-J'J~"l1'Wb~'el1""~'el~'J~"l1'WbU'W"ll'el--lVl1--l n1~~'el~1~b~'elbil~il1'J1~ ~ 
~'J 'W1'V1 '1J b~'W~'J UU1 'Wn ~ 1--l 'el1~ ~ U b ~'el--l ~ 1 n~'el--l rlmhj bl~ 'J --l 'VI 1 C.J ~ n 1 h~ --l bil'W ~ n 1~~ h--l 

1"l'J1~~l-J~'Wfinu~'el~'J~"l1'Wb~'el~~1--l1'l'J1~"h b~'el~'el~1 n n~11-ifbU'W~'elb~'el n1~bill-Jil1'J1~ 



m:i'1'1~ 18 LLM1'1~ 1'W,)'Wbb~:;~!ltJ~ :;"lJ!l'l bL'W,) ~ (;)1'l.!n1:i'tJDmi'l1 'Wl.h:;6Jl 1 ilJ~'Wfi~l'lm1'ji.i.:l1'W~~tJ 
i.'Wm'jtl'a~"lf1i~~'W fi 

hJvh L'i'ltJ / U'fltJ 

hi(l]NL'i'ltJ Vi~Vl n'i'l1'l 

------------------------------------------------------.�- - ~I------------
n1'i"li.:l1'W1~tJ"l 'W n1'itl~"lI1i~~'W fi 25 21 40 64 24 4 


1

1. 1ifn1~'l~mtl'WtNr1l.h:::n'flU~1f'iC1J1'Wn1~ 

I 1 
l.h:::'D1~).J~'Wfi (III. IV) (14.04) (11.80) (22.47) 1 (35.96) 1 (13.48) (2.25) 

--------------------------------------------------------'1 ___ L _____ 

2. iJn1n"lUfi).J'll1"l~'i'l'lvn'l~'flWl'i'l'D'WL~'fl~Vl(;11WhiJ 6 3 10 20 1 75 64 
1 1 

n15"lh~'W'flvn'l~'fl1VlU1'l (I) 
(3.37) (1.69) (5.62) (11.24) I (42.13) 1 (35.96) 

----------------------------------------------------- ___ L __ J--­
.... c:r "'....... ... .,..


3. ).Jn15'Lnm"lU5'''l).J'lJ'fl~''W1Pi'Ufl(l] LL'i'l:::/'\,l5''flYi~(;1n~~).J 16 11 25 69 43 14 

'lJ'fl'l n'i'i).J LU1'\,l).J1 tJri'fl'W"l1'l LLt.J'Wl.h:::'D1~).J~'Wfi LYi'fl 	 1 1, 
(8.99) (6.18) (14.04) 1 (38.76) 1 (24.16) (7.87)~1).J11ii1'Wn1~ "l1'lLLt.J'Wn1nh:::'D1~).J~'Wfi (III)

------------------------------------------------------;1- - ­ ~I-----------

4. iJn1~~Vl(;11).Jl.h:::Lij'Wfl"l1).JLih1"l~:::wl1'l'fl'lr1mnU 11 7 21 1 69 1 57 13 

liiJ ~\b'WleXL~ tJ 	 I I 
~ 

(IV) 	 (6.18) (3.93) (11.80) I (38 76) 1 (3202) (7.30)
I 1 

----------------------------------------------------- - - - .- - - -I 
o .... 0 .... ..,., .4_ 

5. ~1~"l"lfl"l1).JflVlL'\,l'W YlPi'Wfl(l] LL'i'l:::/'\,l~'flYi~(;1m~).J'lJ'fl'l 11 9 18 61 65 13 

n~).JLU1'\,l).J1tJJl1tJ'\,l~'ln1nh:::'D1~).J~'Wfi ~1LtI'W1tJ 	 1 

1 1 
1il1).Jt)lI1mJ~:::~'lr1'lJ'fl'ln1nh:::'D1~).J~'Wfi'\,lj_'flhJ (III), 	 (6.21 ) (5.08) (10.17) (34.46) 1 (36.72) 1 (7.34) 

-----------------------------------------------------., ___ '- __ ..J.J--­

6. ~mfin1~fu~LL'~:::l1'Pi'Wfl~Iii'fl'fl'lr1m'lJ'fl'l 	 12 4 16 73 62 11 

n~).JLU1'\,l).J1~L~'fl~1J.mJfuLLt.J'Wn1nh:::'D1~).J~'Wfi 
1 

, 	 (6.74) (2.25) (8.99) (41.01) 1 (34.83) (6.18)1~~'flVlfl~'fl'lnun'i'i).JLU1'\,l).J1tJ (III) 
--------------------------------------------------------, - - - 1 

Q _IV 4 ..o::r. ... I 	 35 13 39 54 33 3 
7. vnn1~"l"lmYi'flYi"l1~n<n~:::VlUfl"l1J.JtJ1n'l1tJ'IJ'fl'l 1 

ii'fl).J'i'l'll1"l~1~rh L'\,l).J1:::~).JnuliTj1'W'\,lj_'flhJ (II) 
~ 	 ~ (19.77) 	 (7.34) (22.03) (30.51) 1 (18.64) ( 1.69) 

1 - - - r - - -I 
9 7 15 61 1 70 16

8. ~n1~~1ii'fl~'D).J'lJ'fl'ln~).J LU1'\,lJ.J1tJ).J1Yi"l1~ru1 
1 1fl"l1).J~~n~ijlii'fl'fl'lr1m (IV) 

~ (5.06) (3.93) (8.43) (34 .27) 1 (39.33) 1 (8.99) 

------------------------------------------------------.1- - - ~ - -~ 
20 10 18 60 51 18 

9. j:jn1~~1t.J'i'ln1~'l9tJJ.J11.JfU'WttJU1tJ1n1~~1LQ'W'l1'W 	 1 

'lJ'fl'l'fl'lr1m1~~'fl Vlfunun~).JLU1'\,l).J1tJ (IV) 	 1 1 
(11.30) (5.65) (10.17) 1 (33.90) 1 (28.81) (10.17) 

----------------------------------.-------------------~,- - - ~I-----------

LJi'''lL'i'l'!l1'U''l'lL~U ~'fl ~'fltJ'i'l::: 

~"lt1m1~hiT'W (I. II. III LL'i'l::: IV) 1'W1I11~1'1 LL~Vl'lnJLLuut).JLVl'i'll.h:::'D1~J.J~'Wfi
~ 

http:LU1'\,l).J1


• • 

~~L~'W 11Pl'Wrl ~ LL~:;/",1-'fly.j ~ ~ n ),HJ"lJ'fl'l n ~l.Hih\nJ 1 till 'H..I "'~':ln 1),U),:;'Il1 ~:w~'Wfi ~ 1 LU'WLU 1111:W 

.r111 r1U),:;~'1 ~"lJ'fl'l n1),U ),:;'Il1 ~:w ~'W fi",1-'fl hJ LL~:;il n 1)'tJ1-n 'fl ~'Il:W"lJ 'fl'l mi:w Lih",:w 1 t1:W1 ~'"l1)'0.!1 

m1:W~~ n~ il (;]'fl'fl'l~n)' ~'.l'W1V1Clh ~'W~'.ltl:W1 n ~'.l'WLL'W'.l~ ~~1'Wn1)'H'I1'W~~t1I1l1:W),U m..l1JL:w L~~~ 1 
~ ~ ~ 

~~1il n1),),'.l1J),'.l:w"ll1'.l~~'1Vl1'1~'fl:W'.l~'Il'WL~'fl~~11l1:W~1 il n 1),tJ 1 L~'W'flVl1'1 ~'fl1~th'l ~'.l'W1", q) L~'W~'.ltl 

mn 

ti'W~tl WW'.ltl'l1'W"lJ'fl'l ~111'fl1JLL1J'J~'fl1Jm:W~'.l'W1"''kJil n1)'1-ifn1)'~~t11'Wn1),u),:;'Il1~:w~'Wfi ~'1il 

i'l n1),),'.l1J),'.l:w"ll1'.l~~'1Vl1'1~'fl:W '.l~'Il'WL ~'fl ~~ 1111:W~1il n 1 ),tJ1 L~'W'flVl1'1~'fl1~th'l n1),~ m~nl1p\'Wrl~ 

LL~:;y.j ~ ~ n)'),:W"lJ'fl'l n~:w Lth",:w 1t1 L ~'fl:W11-if1'Wn1),'.l1'1 LLt:.J'Wn1 ),U),:;'Il1~:w~'Wfi n 1),~ m~1n1)'f1JlLL~:; 

11P\'Wrl ~ L~'fl:W 11-if1'Wn1)'uf1J LLt:.J 'W U ),:;'Il1~:W~'W fi LL~:; n1 ),~1),'.l'"l rl'.l1:W ~ ~ L~'W 11Pl'Wrl ~ LL~ :;/",1-'fl 

y.j ~ ~ n n:w"lJ tl'l n~:w L U1",:W 1 till 1 t1",~'1 n1),U ),:;'Il1~:W ~'W fi ~ 1 LU'WLU 1111:W.r111 ~ U ),:;~'1 ~"lJ'fl'l n1), 

U),:;'Il1 ~:w~'W fi",1-'fl hJ 111~'fl~'"l'Wn 1 ),Vl1 n 1)'~~t1 L~'flVi'"l1 nlJ1),:; v11J rl'.l 1 :w tJ 1 n~1 tI"lJ'fl'l -ntl:w~"ll1'.l~1),~1 
~ 



11l1n-.l~ 18 n bb~(?)-.l~ 1tJ'JtJbb~ :+atl~::"lI'El-.l bb tJ'J ~ (?) LtJn1 ~tllJU~-.l1tJlh::"l!1~l-J-wtJfirJhtJn1l'i.'; 
·n'U1~tli.'Un1l'tJl'~"l!1i~~'Ufi "lI'El-.l'El-.ll'1n~b'Eln"l!tJ 

>­hiYill~t1 / 'W'fltl >- thw l-nn .. 'W'fltl l-Jln ..
hi(;1~'Il~t1 Yl~~ n~I'1 Yl~~. 

nI'i1.i.:Jl'W1~t11.'WnI'iU'i!:"lIl~3J~'W fi 12 9 12 34 15 2 

1. Hm~f)~mtJ'W'fl'lri"'h:;n'flU~lriry1'Wmnh:;'llI~l-J~'W€ 
(14.29) (10.71) 

1 1 

(14.29) 1 (40.48) 1 (17.86) 
1 1- -­

(2.38) 

- - - ­
2. i1m~~'lm'll-J'lil'l~~'IYll'1~'fll-J'l~'ll'Wl~'fl~~(;11l-J~lil 5 2 7 11 29 1 30 

mnjll~'WtlYll'1~'fl1~Ul'1 (5.95) (2.38) (8.33) (13.10) 
- -­

1 1 
(34.52) 1 (35.71) 1 

..... a "'....... .&!II ...
3. l-JmTlnm'lunl-J'lJ'fll;l~YlPl'Wfl(;1 LL~:;/Vl~tlYi9(;1n),~l-J'lJ'fl'l 10 4 7 30 

I 
I 22 11 

n~l-J lihVll-Jlt1rl'fl'W'lI'1 ll~'Wl.h:;'llI~l-J~'W€ l~'fl\jll-JlH. 1 

1'Wm~ 'l1'1 ll~'WmnJ ~:;'ll1 ~l-J~'W€ (11.90) (4.76) (8.33) (35.71) I (26.19) (13.10) 

5 4 6 32 27 
4. 	ilm~~Vlml-J1.h:;li1'Wfl'lIl-JLih1"),:;Vl~I'1'fl'lr1mnu~il 1 

1'"h'WlrJfl~iJ (5.95) (4.76) (7.14 ) (38.10) 1 (32.14) (11.90) 

---1--­
C) ...,.. a G.o''''' .diI """" 

5. ~1~'l"fl'lIl-JflVllVl'W YlPl'Wfl(;1 u~:;/m'flYi~(;1m~l-J'lJ'tN 

n~l-JLU1Vll-JliJmiJVl~'ImnJ~:;'llI~l-J~'W€ ~ILU'W1U(;)1l-J. 
-1(;1 CJU~:;~'I r1'lJ'fl'lm~U~:;'ll1 ~l-J~'W€Vl~'fl'W 

6 

(7.14 ) 

5 

(5.95) 

2 

(2.38) 

28 1 
32 

1 

(33.33) I (38.10) 
1 

11 

(13.10) 

6. ~ ~111 m~fulll~:;~PI'Wfl ~ ~'fl'fl'l r1n1'lJ'fl'l n~l-JLU1Vll-Jlt1 7 2 4 31 33 7 

L~'f)"Wll-J1UfuLL~'Wm~U~:;'llI~l-J~'Wfil,x~'flVlfl~'fl'lnU 

n~l-JL U1Vll-JliJ (8 .33) (2.38) (4.76) 
1 

(36.90) 1 (39.29) 
___1__ -

(8.33) 

o ....... odII ...,.. .... ,l.I 

7. Yl1m ~'l"mYitlYi"IH1.n ~:;~u fl'lll-Jmn'lliJ'lJ'fl'l'lJ'fll;l'i'l 

'lil'l~I~~1 LVll-Jl:;~l-JnU~'fll'WVl~'flhi 

17 

(20.24) 

4 

(4.76) 

16 30 16 

1 1 
(19.05) 1 (35.71) 1 (19.05) ( 1.19) 

---1---. 
15 3 2 26 37 

8. ilmnhii'fl~'lll-J'lJtl'ln~l-JLiJ1Vll-J1iJl-J1Yi"lm.n , . 	 1 1 

fl'lll-Jl~n~il~'fl'fl'lr1n~ (5.95) (3.57) (2.38) (30.95) 1 (44.05) I (13.10) 
1 1 

1 
6 4 4 28 31 

9. ilm~~I~'i'lm~f)~iJl-J1Ufu'WLiJU1iJtnl~~ILij'W'Il'W'lJ'fl'l 
1 1 

tl'l r1m 1 ,x~tl ~ fu nu n~l-JLiJ1Vll-JliJ, 	 (7.14 ) (4.76) (4.76) (33.33) 1 (36.90) 1 (13.10) 
1 1 

~'lL'i'l'lJ1'W'l'lL~U ~tl ¥'fltl'i'l:; 

10 

11 

11 
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• 
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tn~L~tI'ln'W ~'l'Wu:r:; L~'W'lI'tl'l n1 :r~1 n1 :r';)~tI L~'tl~IOl1 :rru1:r:;~tJfl'l 1 l-JtI 1 n~1t1'l1'tl'l-ii'tll-J~"111'l~1 :r~1 

'IJ 



- -

(;]1 n\l~ 18 "ll LV~ (?l\l~1\l,)\l LL~ dtlrJ ~ :;"lltl\l LL\l')~(?l1 \l n 1 ~U~ U~\ll\lU ~:;'I!1 ~~l1\l fi~1'Wn1'ii."li 

.:I1'U1~!Ii. 'U n1'itl'i::'lf1i3J~'U 6"lltl\lVl'\.!'JiN 1\l"lltl\lf~/f~1~ 1V1niOl 
CD as 

>­
hJv'ilLrlU / tJflU .. l.htJ l-Iln 

... tJfltJ l-Iln ... 
hJlJlNLrlU 'V1~V\. nrll'1 'V1~v\ 

12 10
n1~L,roll1tJ~..rtJL 'U mnJ~::'ll1-l)J~'U fi 
1. HIn1114'mutJfl'I rlU1:; n'flu~hrT'1!LtJn11U1:;'111~l-I~\Jfi (13.33) (11.11) 

2. i1n111,)U1,)l-I'Ill,)~rl'l'V11'1~m,J,)rl'lltJL~fl ~ V\ [J)ll..J'hi1 n11 0 

U1L~\J'1l'V11'1~flLv\Ul'1 (1 .11) (0.00) 

3. i1n1nnunu1,)l-liifll;!rli1~W;1~ LLrl:;/'\-fj-m·~rt~m1l..J'lJ'fl'l 5 6 
n~l-ILth~l..Jlurifl\J,)1'1LLe.J\Jl.h:;'lI1~l..J~tJfi LYiflUll..J1L-nLtJ 

n11 ,)1'1LLe.J\Jn11U1::'lI1~l-I~tJfi (5.56) (6.67) 

4. i1nl1~v\ lJl1l-1U1:; LiJW"l,)ll..J LiilL"l1::W)l'1fl'l rlmnu~il 5 3 

~')tJl~L~u (5.56) (3.33) 

5. ~11,)"lfl')ll..Jfiv\LiitJ i1~\Jfl~ LLrl:;Mj-m~~~m1l..J'lJ'1l'l 4 4 

n~l-ILtJl~l-IlurntJ~~'1n11U1:;'lI1~l..J~\Jfi ~lLUtJlu[J)ll-1 
(4.49) (4.49)

1lJl~U1:;~'1rl'lJfl'lnl1U1:;'lI1~l..J~tJfi~1'fll~ 

28 30 8 2 

I I 
(31 .11) I (33.33) I (8.89) (2.22) 

- - '"' - - -, 
I3 8 45 33 

I I 

(3.33) (8 .89) I (50.00) I (36.67) 
.. - - '"' - - -' 

18 38 I 20 3 
I I 

(20.00) I (42.22) I (22.22) (3.33) 
'--_oJ 

15 	 I 37 27 3 
I I 

(16.67) I (41.11) I (30.00) (3.33) 
r=--"1 

16 32 31 2 

I I 
(17 .98) I (35.96) I (34 .83) (2 .25) 

r=--"1 
6. ~m~nn11fulLLrl:;i1~\Jfl~~'1l'fl'lrlm'lJfl'ln~l..JLtJl~l..J1U 5 

L~flUll..J1UfuLLe.J\Jnl1U1:;'!l1~l-I~tJfi1~~flv\flflfl'lnU 
nril-lLtJl~l-IltJ. 

(5.56) (1.11) 

7. v'iln1iHUL~fl~"llmm:;~Ufl')ll..Jmn~lU'lJfl'liifll..Jrl
~ 

17 9 

'Ill,)~11~1 L~l..J1:;~l..J nu ~'fll\J~'j-fll~
~ 

(19.10) (10.11) 

8. i1nl1uliifl~'!ll..J'lJ'fl'ln~l..JLtJl~l-IltJl..Jl~"l11CWlf1')ll..Jl~n~ 4 3 

.... .. 
l-IlJl'fl'fl'lflm 	 (4.44) (3 .33) 

13 59. i1n11Ule.Jrln1114'Ul-I1Ufu\J LtJU1tJ1nl1vll L UtJ'IltJ'lJ'fl'l 

tl'lrlml~~tlV\funun~l-ILtJl~l-I1U (14 .61) (5.62) 

11 I 41 I 28 

I I 
(12 .22) I (45.56) I (31 .11) 

t----I 
22 24 I 15 

I I 
(24 .72) I (26.97) I (16.85) 

t­ - - -t 
13 33 I 32 

I I 
(14.44) I (36.67) I (35.56) 

(4.44) 

2 

(2 .25) 

5 

(5.56) 

r , 
14 31 19 7I I 

(15.73) I (34 .83) I (21 .35) (7.87)I __ I 

~,)Lrl'lJL\J,)'1L~U ~tl ~tltJrl:; 

LritlYliOl1 HU1 LL'W') ~ (?l ~l'Wnl ~1-n\l1'W19'rJ 1\lnlnJ ~:;"l!1 ~~ l1\l fi"lltl\l'\.nhrJ\ll'W "lItl\l f~/ 

f~1~1V1niOl 'V'l1J~1 ~'J\l1muhJ1'WViP1'Vl1\lL~rJ'Jn\ln1J[l1'V'l~'J~ LL"'m.i'Jml\l~Hn1~19'mtl'W a 	 ~ 

4 
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-31 'U1r.r!J"l.'Unl~t1~'i!l'i').J~'U fl"1l'Cl-.l'el-.l ~mhlLL~,)-.lVllCJ~ iiih 

hJvi1lfttJ I 

hJI?INLfttJ 

" UtltJ .. 
V1~Vl 

" UtltJ 
thu 

nft1'1 
)-J1n 

.. 
)-J1 nV1~Vl 

,- -­
nl'i1.i'll'U':j~!I1. 'U nl'itJ'i::"l!l-KJJ~'U fi 2 0 0 0 

1. 1ifn1~'i){muutl'lr11h:;ntlU~lrrC\j1un1nh:;'l!1~).J~Utf (25.00) I 50 .00 (0 .00) (0.00) (25.00) (0.00) 

2. ij n1~~'lm'l).J'li1'l~ft'lV11'1~tl).J'lft'l!UL~'Cl~VlIJ11).J('hij 0 0 

n1~U1 L'1'lUtlV11'1~'Cl1VlU1'1 (0 .00) (25.00) (0.00) (25.00) (25.00) (25.00) 

3. ijn1nrim'lm'l).J-ntll;!ftr1P1W'l~ LLft:;/Vl1tlYi~~m~).J'lJtl'l 0 0 

n~).J LU1V1).J1tJ ri'ClU'll'1 \LC-JUlh:;'l!l~).J~Utf L~tlU1).J11if 

1Un1~ 'l1'1 LLC-JUn1nh:;'l!l~).J~Utf 
(25.00) (25.00) (0.00) (25.00) (25.00) (0.00) 

4. ijn1~~VlI?l1).Jlh:;d1Ufl'l1).J L -n11"l ~:;VI~l'1'Cl'lr1mnu lin 
" 

0 0 0 3 
I 
I 

0 

~'lu1~L~tJ (25.00) (0.00) (0.00) (0.00) I 75.00 I 
L. __ .J 

(0.00) 

5. ~l~'l"lfl'll).JAVlLiiu r1P1W'l~ Llft:;/Vl1tlYi~~m~).J'lJtl'l 0 0 I 2 0 

n~).JLihVl).J1tJ1l1tJVI~'1n1nh:;'l!1~).J~wf ~lLtluhJIJ11).J 

f IJ1 ~th:;'1'l'lr1'lJ'Cl'ln1nh:;'l!1~).J~utfVl1tlhi (25.00) (000) (0.00) 25.00 I 50.00 I 

---' 
(0.00) 

6 . ~m~nn1~fU1LLft:;r1P1'UA~vltl'Cl'lr1m'lJ'Cl'ln~).JLU1V1).J1tJ," . 
LY;'ClU1).J1t.lfuLLC-JUn1~t.l~:;'l!1~).J~Ufi1,x'1'l'ClVlA~tl'lnU 

n~).JLU1V1).J1tJ. 

0 

(0 .00) (25.00) (25.00) (25.00) (25.00) 

0 

(000) 

7. vi1n1~'i){m~'ClYi"llm..m:;~UA'l1).Jmn~ltJ'lJtl'l-ntl).Jft
" 

0 0 2 0 

'li1'l'1'l1T'J1lV1).J1:;'1'l).Jnuliti1uVlffi1).]
" (25.00) (0.00) (25.00) 0.00 I 50.00 I 

.---1----' 
(0.00) 

8 . ijn1~u1ii'Cl~'l!).J'lJtl'ln~).J LU1V1).J1tJ).J1Yi"llHW1 
"" .J .... I ,.'

A'll).J~~nV1).Jl?ltl'Cl'l~n~
" 

0 

(0 .00) (25.00) 

0 

(0 .00) 

I 
I 
I 

2 

50.00 

I 1 

I 
I (25.00) 

0 

(0.00) 

0 09 . ijn1~U1C-Jft n1~'l{tJ).J1t.lfuuLtJU1tJ1n1~~1Lilu'I1U'lJ'Cl'l 

tl'lr1m1,x'1'l'ClVlfunun~).JLU1V1).J1tJ (25.00) (25.00) (0 .00) (25.00) (25.00) (0.00) 

iK'l Lft'lJ1u'l'l L~U ~tl ~tltJft:; 

Lri'el~'"lI~rulLL'lJ,) ~ (;l~h 'lJn1 ~l-n-.ll'lJ~~tll'lJn'wtJ~::;'l!'1~l-l~'lJfi"1l'el,:j'el,:j ~n ~hI LL~,),:jVl'1CJ~ iiih 

~U~1 iJLL'lJ') ~(;l~'1'lJn1~~~tlVI ~'1 nVl~'1t1 LL(;1 n ~1,:jn'WltJ ~')'lJ1VI ~iJn1 ~1.jfn '1 ~~~tI LU'lJ'Cl,:j ~tJ~::;n'ClU 

~'1~C1d1'lJn1~tJ~::;'l!'1~~~'lJfl'lJ~::;~UU'eltl-hlvil L~tI ii n1 ~~ (;l(;11~tJ~::;L~'WfOl,)'1~ L-if11'"l~::;VI~'1,:j'Cl,:j ~n~ 

nu~iJ~,)'lJl~L~tI ii n1~~'1~,)'"lm'1~ ~(;lL~'lJ vlP\'WfOl~ LL~::;/Vl1'Cl~~ ~n~~l-l"1l'el,:j n~l-l LU'1V1l-l'1t1Jl'1t1V1~-.l 
, 

n1~tJ~::;'l!'1~~~'lJfi ~'1Lu'lJltJml-l~(;1[ltJ~::;~,:j~"1I'Cl-.ln1~tJ~::;'l!'1~~~'WfiVl1'Clhj iin'1~Vi'1n1~~~tlLYl'Cl• 
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",\..l'"ltl-.lTW tl-.lri"mhj 

'lltl-.lfjl LL~'"l-.lt.n ~')~ 

~i)~1",n9 c.Jf'ln11~ - - - - ­
1"·1 '" " 'll~LJbbUUVl 1 'W'eltJ 

" 

43 

(51 .20) 

49 

(52.10) 

3 

(75.00) I 

95 

(52 .20) ____ 

I 

IJ 

41 45 87 

(48 .80) (47.90) (25.00) (47.80) 
r----' 

44 46 2 92
1"·1 '" " 'll~LJbbUUVl 2 'W'eltJ I" (52.40) (48.95) (50.00) I (50.50) I- - - - . 

40 48 2 90 

(47.60) (51 .10) (50.00) (49.50) 

35 58 I 3 I 96 I 
I I I I 

(41.70) I (61.70) I (75.00) I (52.00) I 
----------------------'1 ____ .J ____ .1 ____ J 

49 36 1 86 

(58 .30) (38.30) (25.00) (47.30) 
.----""1"'----, 

34 55 3 92 
I I I 

(40.50) (58.50) I (75.00) I (50.50) I 
~ ____ ..&. ____ J--------------- ---.. - - - - -...,------­

50 39 90 
I I 

I (59.50) I (41.50) (25.00) (49.50) 
----------------~. - - - - ........:'--------------­

, 
o ~ 0 I ~ 

*1"11 'W,) ru~'eltJ~:;"'ll n"'ll 'W,) 'W,"'W,)tJ'I1'W'VlI?l'elUbbUU~'elU (11 ~ 

I.... I'" 
'el'elmU'WltlbbuU~:; 2 n~~ ~'el n~~V1HltlbbUUoJ'W 1 ~1n bb~:;n~~V1H'ltlbbUUoJ'W 1 iJ'eltJ L(?ltJn1~ 

Yl "'l1 ~ru1~1'W,) 'WbL~d'el tJ ~ :;'ll'el'l '" oJ') tJ 'I 1 'W ~HLbl'l~ :;~tl bb uu YlU~1 ~1 'W') 'W,"oJ') tJ'I1 'W~1-nbbl'l ~ :;~tl LLUU 
" " 

~1niJ'eltJii~(?l~')'Wln~bAtJ'I rl'W L(?ltJ~1'W,)'W'el'l F1m~H~tlbLUU~ 3 1'W~:;vluiJ'eltJii~1n~~(?l (~'eltJ~:;" . 
~ , 

52.20 'll'el'l~1'W')'W'"oJ')tJ'I1'Wvl'l'"~(?l) ~'el'l~'1~1~'elH~tlbbUUV1 1 l'W~:;vluiJ'eltJ (~'eltJ~:; 52.00 'll'el'l 
" 

~ , , 
~1'W,)'WVloJ,)tJ'I1'Wvl'lVl~VI) bb~~1-n~tlbbUUV12 bb~:;~tlbbUUV14 1'W~:;vlUiJ'eltJ (~'eltJ~:; 50.50 'll'el'l~1'W,)'W

" " 
~ 

,"oJ') tJ'I1'Wvl'lVl ~ (?l) 
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u 

r.s~~I~ih ~~nlh
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43 49 3 1 95
H'~tJLL1J1J~ 1 iltltJ (1 L) 1 1 1'U 

(12.80) (13.03) 1 (18.75) 1 ( 13.05) 1 
____ ..L ____ ~. 

41 45 	 87 

(12.20) (11.97) (6 .25) (11.95) 
r----., 

44 46 2 92 
1 
1

(13.10) (12.23) ( 12.50) 1 (12.64) 1 

40 48 2 90 

(11.90) (12.77) (12.50) (12.36) 
I----'----T----' 

35 	 1 58 1 3 1 96 1 
1 1 1 
1 1 1 1(10.42) (15.43) (18.75) (13.19)
1 1 1 1 

49 36 	 86 

(14.58) (9.57) (6.25) (11 .81) 
1----T----1 

34 55 3 921 1 1 

1 1 1 
(10.12) (14.63) (18.75) (12.64) ,1 1 ,-----. ---------­, 50 39 	 901 , 1 


1 (14.88) 1 (10.37) (6.25) (12.36) 
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~1 bb'Wn (;11 ~,J~::; Ul'VlVl'll'.l tl'll 'W 

tl'lr1n'Ihl 
l-It.!'"lthl1'W'lJ'Cl'1 

r ­

L'Cln'll'W 

- - - -
fj/f!'i~ll-1n"l 

r - - - - -, 

LL~'"l'lm 

~flrhh 
'I'"l~ 

r-----/ 
... 19 25 0 44 

n1~e.J~~e.J~I'WbbtJ'J'Vl 1 (1 L +2L +3L +4L) 
(22 .62) (26.60)

-----"----­
(0.00) (24.18)_____ 11 

... 3 5 
n1~e.J~~e.J~I'WbbUU'Vl 2 (1 L +2L +3L +4H) 

( 1.19) (3.19) (25.00) (275) 

... 0 2 0 2 
nl~e.J~~e.J~I'WbbtJtJ'Vl 3 (1 L +2L +3H+4L) 

(0.00) (2.13) (0.00) (1.10) 

, 
n1~e.J~~e.J~I'WbbUuV14 (1 L +2L +3H+4H) 

7 4 0 11 

(8.33) (4.26) (0.00) (6.04) 

... 5 7 
n1~e.J~~e.J~I'WbbUU'Vl 5 (1 L +2H+3L +4L) 

(1.19) (5.32) (25.00) (3.85) 

... 2 3 0 5 
nl~e.J~~e.J~I'WbbUtJ'Vl 6 (1 L +2H+3L +4H) 

(2.38) (3.19) (0.00) (2.75) 

, 
n1~e.J~~e.J~I'WbbUiJV1 7 (1 L+2H+3H+4L) 

- ( 1.19) - ­ - - ( 1.06) (25.00) 

3 

( 1.65) ----_ . 
... 

n1~e.J~~e.J~I'WbbUU'Vl 8 (1 L+2H+3H+4H) 

-

12 

(1429)- - - - ,- ­

6 

(6 .38) 
- - - -, 

0 

(0.00) 

18 

(9.89) 
-----. 

... 
n1~e.J~~e.J~I'WbbUU'Vl 9 (1 H+2L +3L +4L) 

6 

(7.14 ) 
-

8 

(8.51) 
- -­ (25.00) 

15 

(8.24 ) 

... 
n1~e.J~~e.J~I'WbbUU'Vl 10 (1 H+2L +3L +4H) 

2 

(2.38) (1 .06) 

0 

(0 .00) 

3 

( 1.65) 

... 4 2 0 6 
n1~e.J~~e.J~I'WbbUU'Vl 11 (1 H+2L+3H+4L) 

(4 .76) (2 .13) (0.00) (3.30) 

... 
n1~e.J~~e.J~I'WblUU'Vl 12 (1 H+2L+3H+4H) 

5 

(5 .95) 
r 

(1.06)
- - ­ - -, 

0 

(0 .00) 

6 

(3.30) 

d 
n1~e.J~~e.J~I'WbbUU'Vl 13 (1 H+2H+3L +4L) 

2 

(2.38) 

8 

(8.51) .- ­ - -­
0 

(0.00) 

10 

(5.49) 

... 
n1~e.J~~e.J~I'WbbUtJ'Vl 14 (1 H+2H+3L+4H) 

2 

(2.38) 

5 

(5.32) 

0 

(0.00) 

7 

(3.85) 

5... 4 0 
n1~e.J~~e.J~I'WbbtJU'Vl 15 (1 H+2H+3H+4L) 

(1.19) (4.26) (0.00) (2.75)----_ .----------- ,, 
d 19 16 0 35 

n1~e.J~~e.J~I'WbbUU'Vl 16 (1 H+2H+3H+4H) I 

(22.62) (17.02) (0.00) ( 19.23) ----_. 



L~'elYi'"l1J'ru1~TW,)'WLL~:;~'eltJ ~ :;'lI'el'l mJ'Loif LLl-I LL UU n 1nh:;"1l1~:IJ~'WfiLLUU ~~:IJ ~~1'W ~U~1 
LLUUmJ'~~:IJ~~1'W~~hn.htJ'I1'WLoif:IJ1n 3 ~'Wv)U 1~LLri 

~'Wv)u 1 mJ'~~:IJ~~1'WLLUU~ 1 (~~:IJ~~1'WJ':;'\.d1'1mJ'HnJLLuu~ 1,2, 3 LL~:; 4L'WJ':;V)U
" 

tJ'eltJ) (~'eltJ~:; 24 .18) 

~'Wv)u 2 mJ'~~:IJ~~1'WLLUU~ 16 (~~:IJ~~1'WJ':;vd1'1mJ'HnJLLuu~ 1,2, 3 LL~:; 4L'W 
'IJ 

J':;V)U:lJ1n) (~'eltJ~:; 19.23) 

~'Wv)u 3 mJ'~~:IJ~~1'WLLUU~ 8 (~~:IJ~~1'WJ':;~~1'1mJ'HnJLLuu~ 1L'WJ':;V)UtJ'eltJrlU
" 

nJLLuu~ 2, 3 LL~:; 4L'WJ':;V)U:lJ1n) (~'eltJ~:; 9 .89)
" 

L~'elYi'"l1J'ru1~1 LL 'Wn 1?l1:IJ lh:;Lll'VI~1l')tJ'I1'W ~U~1 LLl-I LLUU mnh:;"1l1 ~:IJ~'WfiLLUU 

~~:IJ~~1'W ~~1l,)tJ'I1'Wlh:;IJ)'VI(;j1'1 1H:lJ1n 3 ~'Wv)u 1~LLri 
.. 

- 'El..:JFln~L'Eln"lf'U 

HmJ'~~:IJ~~1'WLLUU~ 1 (~~:IJ~~1'WJ':;~~1'1mJ'Loif~tJLLUU~ 1, 2, 3 LL~:; 4L'WJ':;V)UtJ'eltJ) 

LL~:;n1J'~~:IJ~~1'WLLUU~ 16 (~~:IJ~~1'WJ':;~~1'1n1J'LoifJ'tJLLUU~ 1,2, 3 LL~:; 4L'WJ':;V)U
'IJ 

:lJ1n) :lJ1n~~~ (~'eltJ~:; 22.62) J''el'l~'1:IJ1 ~'elLoifn1J'~~:IJ~~1'WLLUU~ 8 (~~:IJ~~1'WJ':;~~1'1• 

mJ'HaILLUU~ 1L'WJ':;V)UtJ'eltJrlUJ'tJLLUU~ 2, 3 U~:; 4L'WJ':;V)U:lJ1n) (~'eltJ~:; 14.29)
" " 

:lJ1n~~~ (~'eltJ~:; 26.60) J''el'l~'1:IJ1 ~'elLoifn1J'~~:IJ~~1'WLLUU~ 16 (~~:IJ~~1'WJ':;~~1'1n1J'• 
~".I"" 

, 
~ ~" ~" .."

, 

L"1l~uUUU'VI 1, 2, 3 LL~:; 4 L'WJ':;~U:lJ1n) (J''eltJ~:; 17.02) LL~:; L"1ln1J'~~:IJ~~1'WLLUU'VI 9 

(~~:IJ~~1'WJ':;~~1'1n1J'LoifJ'tJLLUU~ 1L'WJ':;v)'J:lJ1n rl'JJ'tJLLUU~ 2, 3 LL~:; 4L'WJ':;v)UtJ'eltJ)
" " 

.,: '~".I J ~.... "'.1 J
LL~:;LLUU'VI 13 (~~:IJ~~1'WJ':;~,)1'1mJ' L"1l~ULLUU'VI 1 LL~:; 2 L'WJ':;~U:lJ1n nUtuLLUU'VI 3 

LL~:; 4L'WJ':;V)UtJ'eltJ) (~'eltJ~:; 8 .51) 

- 'El..:Jf'i'n~1aJLL1t'J..:J'VI1e.J',dh1~ 

J'tJLLUU~ 1 LL~:; 4L'WJ':;V)UtJ'eltJ rlUJ'tJLLUU~ 2, 3 LUJ':;v)U:lJ1n) LL~:;LLUU~ 9 (~~:IJ~~1U
" " 
J':;~~1'1mJ'HJ'tJLL~1J~ 1 LUJ':;v)U:lJ1n rlUJ'tJU1JU~ 2, 3 LL~:; 4 LUJ':;V)UtJ'elEJ) Lvhrl'W 

" " 
(~'elEJ~:; 25) 



- - - - - - - - -

VlhhtJ'lI\J'lJ't1'lf~1 't1'lY\mhhL~(NVlI
L'eln'll'W 	 ~(nJ 

f~~~IV1n"l ~flnlh 
(n= 84) 	 (n= 182) 

nlLL1JtJ 	 (n= 94) (n=4)
" 

M SO M SO M SO M SO 


2.92 0.58 3.00 0.52 2.81 0.29 2.96 0.55 

- - -- ... - -­
2 3.46 0.59 3.52 0.51 3.58 0.25 3.49 0.55 

- - - -' - - - -' 

3 3.47 0.76 3.32 0.60 3.15 0.42 3.38 0.68 

r---. 	 r----. 
4 	 3.61 0.70 3.46 0.55 3.42 0.44 3.53 0.62 

I I I 

Maulchy's W =0.419 %(5) = 154.387 P :s .000. 

, 

(ri1b'fl~rJ 3.49 LL~!; 3.38 (;J1~~1~tJ) 

L~!lYi'"l1 ),CW191 LL'W n (;J1 ~U),!; Ul'VlVl'W'.lrJ'l1 'W 'V'ltJ~1 

ff" '" .c:J cJ I.J 	 .dI d 
- !l'lflnn!ln'll'WL'II),ULLtJtJ'Vl 4 ~1n'Vl'Ml (fl1L'tl~rJ 3.61) ),!l'l~'l~1fl!l ),ULLtJtJ'Vl 3 LL~!; 2 LL~!;". 	 " 

'" d ",..:=:I I.J 
L'II),ULLtJtJ'Vl 1 'W!lrJ'Vl~(?l (mL'tl~rJ 2.92)" 	 . 

- VI'W'.lrJ'l1'W'lJ!l'lf~/f~~~1V1n'"lH),ULLtJtJ~ 2 ~1n~~ (?l (ri1 L'il~rJ 3 . 52) ),!l'l~'l~1~!l ),ULLtJtJ~
ciS ciS 'U ~ 	 " 

~".I .J ".J ,.J4 LL~::; 3 LL~!; b'll)'uLLtJtJ'Vl 1 'W!lrJ'Vl~(?l (mL'tl~rJ 3.00)" 	 . 



. . " 
1W'1~1'1Vl 22 e.J'i'l n 1 m.~tJULVltJUfl')12-JLL(;l n (;]1'1'lJ'el'l rh L'U~tJili2-J1 run 1 ~1-ifmJ LLuumnh:::"ll1 ~2-J~iJlh1'1 

4 t'1.JLLUU'lJ'el'llh:::LJl'VlVl'll')tJ..:J1iJ~LL(;ln(;]1'1 niJ LL'i'l:::e.J~mnmtJu LVltJUrh L'U~tJili2-J1 rum~1-ifLLaJLLUU 
m~1.J~:::"ll1~2-J~iJfi~1 tJ ri 

" 

LmtJ ULVltJU fl')12-JLL(;l n (;]1'1 'lJ 'el'l . " LmtJU LVltJUri1 L'U~tJ
ri1L'U~tJili2-J1rum~HLLaJLLUUl1'1 4 ~1.JLLUU 

'IJ ili2-J1rum~HLLaJLLUuntJri 
(Tests of Within-Subjects Effects) " 

ttl\\uu MeanSS df MS F p p
Differencel).JLl11rl 

ttlLLUUl).JLl11rl 7.96 1.92 4.16 17.97 .000 1 vs 2 -0.61* .000 

ttl LLUU l).J Ll11rl X 
2.36 3.83 0.62 2.66 .035 

tl~::;L11YlllhhtJ-l1t.! 1 vs 3 -0.41* .006 

Error 79.30 342.76 0.231 

LmtJu LVl tJU f),)12-JLL(;l n (;]1 'I'lJ 'el'l ri1 L 'U~tJ 


m2-J1rum~1-ifLLaJLLUU'lJ'el'lVl'\..htJ'I1iJ 31.J~:::LJl'Vl 
 1 vs 4 -0.59* .000 

(Tests of Between-Subjects Effects) 

2 vs 3 0.21 .084SS df MS F P 

tl~::; LllYllltj')t1-l1 t.! 0.45 2 0.23 0.23 .799 2 vs 4 0.02 1.000 

3 vs 4 -0.18* .006 Error 179.48 179 1.00 

*p < .05. 

e.J'i'lmnmtJu L VltJU fl'J12-J LL(;l n(;]1'1'lJ'el'l ri1 L'U~tJili2-J1 rum ~1-ifLLaJ LLUU m~1.J~:::"ll1~2-J~iJ15~'I 
~1.JLLUU'lJ'el'l1.J~:::LJl'VlVll..htJ'I1iJ~LL(;l n(;]1'1 rliJ YlU~1 ri1 L 'U~m.B2-J1 run1~1-ifLLaJLLUU m ~1.J~:::"ll1 ~2-J~iJ fi 
'IJ 

'lJ'el'lVl'W'JtJ..:J1iJ 3 1.J~:::LJl'Vl (Tests of Between-Subjects Effects) LL(;ln(;]1'1rliJ'elrh'lLaJihrtJ~1~ry'Vl1'1 

~~~ [F (2. 179) = 0.23 p > .799] LL(;]LmtJULVltJUfl'J12-JLL(;ln(;]1'1'lJ'el'lri1L'U~tJm2-J1rum~Ht'1.JLLUU 
" L2-JLVl~l1'1 4 t'1JLLUU (Tests of Within-Subjects Effects) LL(;ln(;]1'1rliJ'elU1'1il,rtJ~1~ry'Vl1'1~~~ LVltlil 

fl,)12-JLL(;ln(;]1'1~:::VI~1'1LL(;]'i'l:::t'1JLLUU [F (1.92, 342.76) = 17.97 P > .000] LL'i'l:::LL(;]'i'l:::t'1JLLUU'lJ'el'lLL(;] 

'i'l:::1.J~::;LJl'VlVl'll'JtJ'I1iJ [F (3.83, 342.76) = 2.66 P > .035] (~L~2-JL~2-J~LLe.JiJJl1Yl~ 1) 

e.J'i'lmnmtJULVltJuri1L'U~tJm2-J1rum~HLLaJLLuum~1.J~:::'l11~2-J~iJfintJ~ YlU~1 ri1L'U~tJ 
ili2-J1rum~H~1JLLUUL2-JLVl'i'l~ 4 (M = 3.53 SO =0.62) ilri12-J1nn~1~1JLLUU~ 3 (M = 3.38 SO = 

" 'IJ 

0.68) LL~::;t'1.JLLUU~ 1 (M =2.96 SO = 0.55) 'elU1'1ill!tI~1~ry'Vl1'1~~~ (p > .01) LL'i'l::;ri1L'U~tI 
ili2-J1rum~H~1JuuUL2-JLI!l'i'l~ 2 (M = 3.49 SO = 0.55) 2-J1nn~1~1.Juuu~ 3 LL'i'l::: 4 'elU1'1LaJil 

'IJ 'IJ 

4 



" " LLt:.J'WJ11~Vi 1 m'1yjLmtJULVitJUfhL'il~mJh.J1run1~HmJLLUUn1~t1~::;"ll1~l-Jvr'Wfil-1-.l 4 ~t1LLUD'IJ'fl-.l ... 

3.9 +------- - --- ----- ----_____i 

3.7 .r------ ----- ----- ------------4 

3.5 +----------~~----_a~-------~ 

- .. - Lfl f1'l1U 
3. 3 +------h,,-----------"~--'--_____:...__='------I 

- VIti) [J \llU'lJfl\lr!i/f!i~~lV1" ';;j 

~ 3.1 +----~~---------=~-------~ - II. -1\lGO 

2.9 1--~'-"---------------------_____i 

2.7 +------- ------- -----------1 

2.5 +-------.------.------.-------1 

2 3 4 

" , , 
'\.rW'JtJ-.l1'Wl-1-.l 3 t1~::;UlVli1ml-J1run1~H~t1LLDUVi 1 LL~::; 21n~L~mri'W LLIMtlLLUDVi 3 LL~::; 4 

" , 
~ 

, 
~ 

'1H,htJ-.l1'Wl-1-.l 3 t1~::;UlVli1tJ1l-J1run1~1_nViLLlnn[;h-.lri'W t(?JtJ'fl'lflnn'fln"ll'WH~t1LLDDVi 3 LL~::; 4 l-J1nn~1.. 



~~fl1'jj'nrb ~-.l ~ n bb~::: n1 ~~ 1 ~'J1Ol ~ 'J EJ bb 'lJ'lJ ~'El 'lJ" 1 ~ b~'El ~ n'jj'1~" 1k1fl1~ n 1 ~tJDU~-.l1k1 

tJ~:::'ll1 ~~~kI€'LkltJ~:::b 'Vl PlL'VlEJ bb~:::b~'El'Vln'lJ~~ ~'Jkln 1~tJD'lJ'1i-.l1k1tJ~:::'l!1 ~~~kI€'LkltJ~:::b 'Vl PlL'Vl EJ 

~1~bblJ bb'lJ'lJ-.l1k1,J~::;'ll1~~~klfi 4 n'lJ'lJ"lJ'El-.l Grunig ~ttJ t:.J~ n1~~~EJL~ ~-.l~ 

1Ol1nt:.J~n1~~~fl1'jj'nrb~-.l~mrntJ~::;'ll1~~~klfi 24 f1k1 ~-.ltJ~::;n'El'lJ~'JEJtrntJ~:::'llI~~~klfi 

1Ol1n'El-.lflnn'Eln'l!kI 13 f1k1bb~:::1Ol1mnl'JEJ-.l1k1"lJ'El-.lf~/f~~~1~nlOl 11 f1k1 MtJL~~1 'El-.lflnn'Eln'llkl.., .., . 

n1~tJ~:::'ll1~~~klfi bb~:::~1k1'lJ'Vl'lJ1'Vllk1n1~tJ~::;'ll1~~~klfi 

'El-.l fln~b'Eln'll klbb~:::~ tl'JtJ-.l1k1 f~/f~~ ~ 1~ n IOl ~ 'Jkll~ run LL kI'J ~ ~1 kI n 1 ~tJ~:::'ll1~~~klfi.., .., '" 

viPlklf1 ~ bL~:::~ ~ ~ n~~~"lJ'tl-.l n~ ~ bU1~~1EJl\~\tlkl1tJ m~ ~'El-.l1'1n ~~'El-.l n1 ~L!?lEJ1-ifn1 ~L\(~\(1'J110l 

b~'ElliXtJ ~::;'n1'll klbn ~iPlklf1 ~~~ (;]'El'El-.lfln ~~1'El~ ~1~kI~h Lb~ ::;tJD~ m~~1'El~tr1J~~kILf1 ~-.l n1~/ 

~tl'JtJ-.lli.\/~~1~w91 mVi b"l1k1 nl~~~1-.lbb~::;fn~lfl1~~n'jj'nr~~"lJ'El-.l'El-.ll'1m n1~1iXf1'J1~~f1'J1~ 
" 

L"ih11Ol~" n~'El-.l L~'ElliXbn~iP\klf1 ~~~ (;]'El'El-.lfln~ n1~l-ifn1 ~tJ~::;'ll1~~~klfib~'El~U'lJ~klkln1~~~1~ 
'IJ • 

Lb~::;n1~~h-.l f1'Jl~ L~'El,rkllkI'El-.l1'1m n-.l bLir~1'lJ1-.l'El-.l1'1n ~1Ol::;1-if n1~tJ~::;'ll 1 ~~~kI fiL ~'ElLt:.J EJ bL~1 

.jf'El~~"lJ'El-.l'El-.lflnnL~rhtlkln1~L\(~\(1'J110l b~'El1iXn~~ LU1~~1EJ bn~ m1~L~'Elth Ln~ m1~~~n~~
" . " 

~tJLb'lJ'lJ~ 2 ~'El Hn1~~'El~I~'V)1-.l L~tJ'J L~EJn n1~n1V1k1~fl1~~'J~1kln1~tJ1 b~kI'El.jf'El~ ~"li1'J~1~ 
'U 'IJ 

"lJ'El-.lLm-.lnl~/~tl'JEJ-.l1k1/~~1~w91LlJnn1~tJ~::;Lijklt:.J~n1~tJ~:::'ll1~~~klfimh-.ldJkI'Vl1-.ln1~ bb~::; 
~ '1 ... -:;-1.... ... ':t1'" ....,lei..) .,l ... 
~~ ~Lu !?l~'lJ"lJ'ElL~kI'ElLLkI::;1Ol1 n n~~ b'J1~~1EJ~~'tl~'Vl~1:'l'JklLntJ'J"lJ'El-.l 



th:;"ll1~l-J~'Wfll\L~l-J 1:;~ l-J nUn~l-JLU1~l-J1rJ ~'l~!lVlfl~!l'lnumJ LLUU n1nJ ~:;"ll1~l-J~'W€t1JLLUU~ 

3 

Ji1'Wm 1l-J ~l-J ~'Wfin U~!ll-J'J ~"ll'W LL~ :;';)fi n 1 ~~!l~1n~!l n1 nJ ~:;"ll1 ~l-J~'Wfi'll!l'l!l'l fOfn ~ 


!l'l fOfmL!l n"ll 'W'VI n!l'l fOfrwn fI'J 1l-J~l-J ~'W fin U~!ll-J'J~"ll 'W1'WnJLLUU~ 3 ~!l L'W'Wn1 ~U1'VI1 ~ 

• 'IJ 

L~rJ'J.jf!l'l n fI'J 1l-J ~ ~ L'l1 'Wfl ~!lrJ l'11l-J ~1!l1J~ u~ (;] 1l-J~!l'l fOfn ~~!l'l n 1 ~ LVlrJ n n 1 ~vl1 ~!ll-J 'J~"ll 'W 

~l-J ~'WfiLLU1JL~l-J llJLLUU ~!l n1~Yh ~!ll-J 'J ~"ll 'W~l-J~'W fi~1 'W"lll-J ~l-J il'n"li 1 'J ~ 1rJ ~1'l 1 L~rJ l-J L~ rJ 'W 

. " 
~!ll-J'J~"ll'W1'WL!ln1~~1'l 1 mVi t)'WfI~U~!lUn1~ri!l(;]'l~1il'nVil-J~ L'VI~n1~tJ1~lJ LU'W~'W 9Vl'l1'W 

"lJ!lUflru~!ll-J'J~"ll'W1 'WL!ln1~~ L~l-J1:;~l-J n1~1l\!l.n~'VI'tVi L~M~1~fuil'n"li1'J n1~9~ Press Tour • 

. .. 
'lI!lm1l-J~'Jl-Jl-J!l 

~ 'J 'W~ 'll 'J rJ 'l1 'W f ~ I f ~ ';) ~ 1~ n 9 ~ 'J 'W1~ ru n fI 'J 1l-J tfrl-J ~'W finU ~ !ll-J 'J ~ "ll 'W1'W ~ tJ LL U U ~ 2 
..., cI.9'" ~ 

I ........ I I I 


C-l~l-J c.J~ 1'Wnu~tJ LL UUYl 3 U1'l L~ n1J!lrJ vl'lth.w!l'l91 n ~'J'W1~ ru~!l~1~!ll-J'J ~"ll'WLu'WLLW~'l.jf!ll-J~Vl
'IJ ~ 'IJ 

n 1 ~1~n 1 ~~ il'U ~ 'W 'W . n 9 n ~~lJ"1I!l'l ~!ll-J 'J ~"ll 'W ~1!l n 1 ~l-J!lU'lI!l'l 'lI t)ru/"1l!l 'l ~ ~:;~ n1l\~!ll-J 'J ~"ll 'W 
~ 

C1'l LL~~ 1~"i'Jm 1 'W9:; L~ 'l L 'l1 'W~1 ~!ll-J'J~"ll 'Wn fI 'J 1l-J ~1 ri'lJ L'Vi~1:;~!l ~ 1~!ll-J 'J ~"ll'W~!l LL ~ 'Ci 'l"li 1'J~ 
'llrl L~!l ~!lLL~:;Lfl1!l'l~!l1'Wn1~L'Wl-J'W1 'J19 LL~9:;ilVl'll'JrJ'l1'W~9~~1~ !llJ'J ~"ll'WLu'W~~'l1'W~n ~'J 'W 

1~~'J'WL~rJ"1I!l'l!l'l fOfn m~nm~lJ'l L'W'Wn1~vl1~!ll-J'J~"ll'W~l-J~'Wfil-J1 nil'n. 

~1'Wn1~1-if'l1 'W';){rJ1'Wn1 ~tJ~:;"ll1~lJ~'W € 

!l'l fOfnn!l n"ll'WLL~:;VI'll'JrJ'l1'Wf~/f~,;)~ 1~n9~ 'J'W1~ b1JnLL'W'J ~ Vl1'Wn1~tJ~:;"ll1~l-J~'Wfi~!l Vlfl~!l'l nu 
dB dB 

~tJ LLUU~ 1 J'W~!l LL'VIU9:;'Y1 nVl'll'J rJ'l1 'Wn n1 ~Lnu~'J U~'J l-J"li1'J'lI!l'lVl'll 'J rJ'l1 'W~ Le-J mL'Vi 1~1 'W ~!l ~1'l 
'IJ • . " .
1 ~1~ fuu1'l~'ll'JtJ'l1'WVl1-ifn,1~';)9rJ1'Wn1~tJ~:;"ll1~l-J~'W€il''W !l'l '"' n n!l n"ll'Wiln1~vl1';)9rJVl L~lJ 

~tJ LLUUl-J1 nn~1 J'W~!l 1-if n 1~';)9tJ LU'W!l'l '"'tJ~:;n!lU~1 riru1'Wn1~'J1'lLLe-J'W'l1'W,J~:;"ll1~l-J~'Wfi L~rJ 
'IJ ~ 



I .... I I 

~1'W'J'Wr1'WVl ~ 1L-nu'Tn 1 ~1l1rJVI~~ n1~Vi 1 th:;"ll 1 i~~'Wfi Vl1'flic;)~ 1'W'J'Wr1f~Vll:J ~~u ~Wif'fl~ ~~'fl 
'IJ 'IJ 

" 1?l~1 ~'W~1/U1 n1 nh 'W~ 'WL Yl'fl fLlJl?l Lu'Wt1i'W 'W'fl n lOl1 nt!l:J n1 ~Vi 11~rJ 1l1rJVI~~ n 1 ~Vi 1 LL~'W~ 1'W 

th:;"ll1i~~'WfiJhrJ ~~ dJ'Wn1~ic;) n1~fU¥"1l1'J~1~ Vl1'flr1'J1~1 L'ihL"'lL'W'fl~rlm ~'W~hVl1'flU1n1~ 
'IJ 

m~iC;)1l1Yi~n'!j'ru"lJ'fl~'fl~rlm mnh:;d1'Wr1'J1~~~Yi'flL"'l Vl1'flr1'J1~~C;)L~'W"lJ'fl~~Hu'Tn1~ L~'fl-W1 
'OJ 

t:J~m~1~tJ~1,J fuu~~ n1 ~U~:;"ll1 i~~'Wfl,xl:Ju~:;~Ylfi1l1Yi~1 n~'W 'Cl'J 'WVltl'Jm 1'Wf~/f~1~1V1n"'l. ~ ~ 

~nv'hL'W~u LLUU"lJ'fl~ n 1~1~rJL~'flU~:;dj'Wt:J ~m ~u~:;"ll1i~~'Wfi ~~~'fl C;)r1~'fl~nU~U LLUUb~ LC;)~ m~ 
'IJ 'IJ 

I .... .... I 

u~:;"ll1i~~'Wfi~ULLUUYl3 'W'fln"'l1mJ'W 11~'fl~rlmL'fln"ll'WLL~:;Vltl'Jm1'Wf~/f~1~1V1n"'lV1L-nn1~1~rJ
'IJ ~ ~ 

L'Wn1~U ~::;"ll1 ~~~'WfirHJ n1~" n '!j'1 ~:;vlU r1'J1~rJ 1 n~ 1 rJ"lJ'fl~ n1 n-n1L"'l~ 1 ~L '!!'W L~ rJ'J n'W ~~ 

~'flC;)r1~'fl~nU~ULLUUb~Lc;)~m~U~::;"ll1~~~'Wfi~ULLUU~ 2 
'OJ " 

28.60 l:Ju~:;~un1~ruVi1~1'W~1nn~1 15 tI ¥'flrJ~::; 25.30 iJu~:;~un1nuVi1~1'W 1-5 tI LL~:; 

¥'flrJ~::; 20 .30 iJu~::;~un1HuVi1~1'W 6-10 tI ~(9)'flULLUU~'flUrn~'Cl'J'WLVlru (¥'flrJ~::; 46 .96) 
'IJ ~ 

~n1~"n'!j'1~:;vlumruru11?l1 ~'fl~~~~ 1 ~'fl ¥'flrJ~::; 29 .83 iJn1~"n'!j'1~1n~1mruru11?l1 LL~:;
., ... ., Q.t 

¥'flrJ~:; 23.20 iJ n1~"n'\j'1~::;~uill'1d '1d1bYl 

• ~'f)LL~~n"'l n'jHJ'\J'i~'lf1-K),J~'U fi 
~'fl/n"'ln~~~U~::;"ll1~~~'Wfi~Vltl'Jm1'W"lJ'fl~~I?l'flULLUU~'flUr;n~'Cl'J'WLVlruL-n H1LLn" ~ 

~'flU~::;"ll1~~~'Wfi 1) L~Ut"ll~ 

2) LilrJ'W"'l C;)VI~1rJ"1l1'J 

3) ~c;)Vi1L'fln~1~/'J1~~1~ 

4) ~C;)vl1~~l1PltJ (VDONCD/OVO) 

5) ~c;)Vi1L'fln~1m'W:;-W1 L,!!'W bu~--n'Jf 

n"'ln~~~u~::;"ll1~~~'Wfi 1) n"'lm~~LLrl~~"1l1'JnU~'fl~'J~"ll'W 
2) n1~~c;)n"'lm~uYhPl'!j' (PR event) 



L~'el~"'l1~ru1~1 LL'Wn [;l1lJ1.J~:; LJl'Vl"ll'el\l'MtJ')m1'W 'Y'lU~1 

- 'el\lAnn'eln'll'W~')'W1m1i (~'eltJrl:; 83.33 - 79.76) ijn1~~(;lfl"'lm'~lJ~LPlM (PR event) H' 

L~U1-n ~ ~(;lfl"'l n~~lJLL()rl\l'lh') nU~!llJ,)rl'll'W ~(;lvl1 L'el n~1~/,)1~~1~ L'eln~1nL'W:;'ll1 L"J!'W 

'i:u~i')f LLrl::L~tJ'W"'l(;l'MlJ1tJ"1I1,) 

- 'MtJ')tJ\l1'W"lI'el\l¥~/¥~';j~1'Mfl"'l (~'eltJrl:: 90.43 - 86.17) ~(;lvl1L!ln~1~/,)1~~1~ H'L~U1-n~.., .., 
, 

Q.<' .Q. I ...... ~ 

"'l (;l n"'l m'nJLL()rl\l"ll1,) nU~'ellJ,)rl'll'W 
.... 0 .c::I.Q. CV ~ 

"'l (;l'Vl1,) (;l'Vl PI'W 
..... 0 

(VDONCD/DVD) "'l (;l'Vl1 L'el n~1~ 

LL'W:;'ll1 L"J!'W 'i:u~i')f vl1~1.J'el[;l~'Vltl/'i:'Vl~vlPl'!! L~tJ'W"'l(;l'MlJ1tJ'lh') LLrl:;~(;lfl"'ln~~lJ~LPlM• 
(PR event) 

- 'el\lAm'1~LL~,)\l'M1~rlri1h'Vln!l\lAm' ijn1~~(;lfl"'lnnlJ~LPlM (PR event) ~(;lvl1L'eln~1~1• 
" ,)1~~1~ L'eln~1nL'W:;'ll1 L"J!'W Luri')f1.jfL~ul"l!~ LLrl:;~(;lf;]\l call center/hotiine/Pl'WtJ¥U 

, " 
'II 

b~'el\ln') ~!l\l 'VJ non 'W'el n"'l1 nu~')'W1 'M ~ij n 1~ L~ tJ'W"'l (;l'MlJ1tJ"1I1 ') ~ (;l vl 1~ ~vlPI'!! 

(VDONCD/DVD) ~(;lfl"'l m'~lJ~ LPlM (PR event) LLrl:;vl1~,J'el[;l';j'Vltl/L'Vl~vlPI'!!• 

", , 

'MtJ')tJ\l1'WVivl1fl"'l m'~lJ~!llJ,)rl"ll'WilJ~'Wfiijn1~vl1fl"'l m'~lJ1 'Wl1.JLLUUvl1\l 1 ~\lU ~'eltJrl:: 72.30 


~!llJ,)rl"ll'W LLrl::~!ltJrl:; 62 .60 'Vl1n"'lm'~lJ~'ellJ,)rl"ll'W'Ci'kl"'l~ (press tour) 

", 
vl1 fl"'l n nlJ ~ !llJ,) rl"ll 'W 'Y'lu1.J:: ~U1''M1 ~ 

'II 
~!ltJ rl:: 70.30 vl 1 fl "'l n nlJ\l1'WL~m"ll 'elU rl ru/i\l ~nA 

• 

J " 0", J % 

'MtJ,)tJ\l1'W"lI!l\l ~[;l!lULLUU~'elU mlJ~')'W1'M nJvl1 fl"'l nnlJnUmllJ ~ij~')'W1~L~tJ~ LlJ'W 
~ ~ q ~ 

, ", 
milJ"lllJ"ll 'W LL rl::oJ n rl\l'Vl'W 1'W~:: ~U 1.J 1'Wnrl1\l ~') 'Wn ~ lJ trij ~ ') 'W1~L~ tJVi LlJ'Wtr~mX'W ijvl\l n ~lJVi 
~q q qlU" q q 

1~1~vl1LrltJ vl1lJ1n LLrl::vl11.J1'Wnrl1\l1'W~1'W')'W1n~L~mn'W (~'eltJrl:; 29.58,27.46 LLrl:: 26.76 

[;l1lJ~1~U) 

J . I % '" tr'" .J, -J"I' q '" 0 "" 

LL~'W~!l ~ 1~/u~:;"ll1'Ci lJ 'Y'l 'W fi'Y'l LPlM'Vl'M'W')tJ\l1'W'Ci')'W ~ 'M 'kllJ n1~"'l (;l'Vl1 rl'el n1 ~') 1\l LL~'Wn1~ 

n1~~!l~1~L~'el Lfl (;l"1l1,)'Vl1\lrlU nU'el\l Am' (~!ltJrl:: 74. 90) LLrl::n1~~(;l L[;l1tJlJ LL~'W1.J ~::"ll1ilJ~'Wfi 
• I '" " " t 

~,)\l'MtJ1LYl'elU'el\ln'WU'kl'M1Vi'el1"'l"'l:;Lfl(;l~'WnU!l\lAm (~'eltJrl:; 59.10) vl\lU Lij'el~1LL'Wn[;l1lJ 
" " 1.J~::LJl'Vl'el\l An ~LL~,)nLu'W11.J1'WLL'W')'Vl1\l UL"J!'Wn'Wvl\l!l\l An n'el n"ll 'W LLrl :;'MtJ')m 1'W"lI 'el \l ¥~I¥~';j~1'Mfl"'l.., .., 

" " ~,)'W'el\l An~1~ LL~,)\l'M1~rl ii1hoJ'Wij n1~~(;l L[;l1tJlJ LL~'W1.J ~::"ll1 ilJ~'Wfi~,)\l'MtJ1 LYl'elU'el\l n'Wu'kl'M1Vi 
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• ~~'lJ'J~ (;)"l:w n1~'l.JDu'1i.:j1'lJ'I.J~::"l!1-lJJ~'lJ if 
'"l1n~~n1~';jbFln:::~ 'YOJ~1 \n,btJ'l1'Wlh:::Lfl'Vlr;\1~ 1 ~n1~HmJbbU'Jn1nh:::"ll1~l-l~'Wfi 

'Vl nnlbbulj'LIflrJ~ n1~1fl'Wml-l1 rul-l1nUrelrJ bbL91 n r;\1~ n'W ~1'elm'"l C~rJ n 1~~1 ~ n1~H bb:W bbUU n1~, ... 

lh:::"ll1~l-l~'WfibbUU~'iIll-l~'iIl1'W 'LIflrJ 

- 'el.:jAn~~'eln"l!'lJH~t1bbuu~ 4l-l1n~'iIllfl (rhL'il~rJ 3.61) ~'el~~~l-l1~'el ~t1bbU'J~ 3 bb~:::.... ... 

- 'el.:jAn~1~m'4'J.:j'VI1C.J'MhhH~t1bbUU~ 2 l-l1n~'iIllfl (rhL'il~rJ 3.58) ~'el~~~l-l1~'el... , 
~ i.I.J tlcJ I d

~t1bbUiJ'Vl 4 bb~::: 3 bb~:::1"ll~t1bbUiJ'Vl 1 'W'elrJ'Vl'illlfl (Fl1b'il~rJ 2.81)" ... . 

t1~:::bJl'Vl~hi'JrJ~1'W~bbL91nr;\1~n'W (Tests of Within-Subjects Effects) YliJ~1 Fl'J1l-lbbL91nr;\1~"lI'el~ 

~1 b'il~rJml-l1 run1~Hbbr;\~ :::~t1bLU1J"lJ'el~bLl'l~ :::lh::: LJl 'Vl~hi'JrJ~1'WLLL91 n r;\1~ n'W'el EJ 1~~,rrJ ~11"1ru'Vl1~ ... ~ 

'iIl?i~ [F (3 .83 , 342.76) = 2.66 P ~ .035] 'LIflrJ~hi'JtJ'l1'W~~ 3 t1~:::LJl'Vl~ml-l1run1~HttlbbUU~ 
1 bb~::: 21n~bliitJ'ln'W bbl'l~t1LLiJU~ 3 LL~::: 4 ~hi'JrJ~1'W~~ 3 ,J~:::LJl'Vl~ml-l1run1~1-n~bbL91nl'l1~n'W... 

'LIflrJ'el~rlmL'eln"ll'W1'ihtlbbUiJ~ 3 Lb~::: 4 l-l1nn~1~hi'JrJ~1'W"lI'el~f~/f~';j'ill1~n'"l LL~:::'el~rln~l:w 
" d d 

LL'iIl'J~~1~~n1h (ml-l~1~iJ) (Lb~'WJl1Yl~ 1) 

LL~'WmYi~ 1 m'lvlll.ntJULYitJurilL'U~mJhnrun1j'1-ifLL~LLUUn1j'tJj':;'lll~~~'Wlf~\l 4 t;tJLLUU 


'lltl\l tJ j':; LI1Yl'>ll.i'JtJ \l1'W~ LL~nlJll\ln'W 


3.9 

3.7 

3.5 
-+ - L<ln'LJU 

3.3 
II "'U1£hnU'lJ<l-l!g/!g'hn'>l,,";j 

- '* -NGO3.1 

2.9 

2.7 

2.5 

£ 

2 3 4 



Lntl LLU-1 n~ l-J fI ~ LL 'W'WfI'J 1l-J~tl Vl f1~tl-1/(;1~-1 n'W'lItl-1 f1'J1l-J LiJ'W"'l~-11 'Wn1 ~uDu'1i-11'Wc111'Wn1 ~ 

U~~"1!1~l-J~'WfinuLL'W'J ~Vl'lltl-1 mJ LLUUm~U~~"1!1 ~l-J~'WfiLL~~~~U LL UU LVltJ LL U-1tltl n LU'W~ULLUU~~ 
~ ~ 

I ..... I ... 

2 n~l-J iiitl n~l-JVl(;1~-1nUlULLuUl!'W 1l-J1n LL~~n~l-JVl(;1NnUluLLuul!'W 1 UtltJ LL~'JYi"'l1~ru1 

91'W'J 'WLL~ ~~tltJ ~ ~'lItl-1 Vlt.! 'J tJ-11 'W1 'WLL~~ ~ ml l-J Yl U~1 91'W'J 'W Vlt.!'J tJ-11 'W ~ f1'J1l-J LU'W"'l~-11 'Wm ~ • 

uDu'1i-11'Wc111'Wm ~U~~"1!1 ~l-J~'WfinULL'W'J ~Vl'lltl-1 mJ LLuum ~U~~"1!1~l-J ~'W fiLL~ ~~lU LLUU (;1N n'W 

l-J1nUtltJn~Vl'"h'W1n~L~mn'W n-ch'Jiiitl Vlt.!'Jm1'W~1-11 iin1~1.jfmJLLUUn1~U~~"ll1~l-J~'Wfi 

LLI?i~~!ULLUUYitl 1 n'W LVltJ91'W'J'WVlt.!'Jm1'W~1.jfluLLuu~ 31'W~~c;1UU'iltJnl-J1n~~Vl (~tltJ~~ 
" , 

52.20 'lItl-191'W'J'WVlt.!'Jm1'W~-1V1l-JVl) ~tl-1~-1l-J1~tlH'tULLUUVl11'W~~c;1Ui1tltJ (~tltJ~~ 52.00 'lItl-1 
" , , 

91'W'J'WVlt.!'JtJ-11'W~-1V1l-J~) LL~::;1.jf~ULLUUVl 2 LL~::;~ULLU'JVl4 1'W~::;c;1UU'iltJ (~tltJ~::; 50.50 'lItl-1 
~ " 


" 
91'W'J'WVlt.!'Jm1'W~-1V1l-J Vl) 

t.J~l-Jt.J~1'W~nVlt.!'JtJ-11'W1.jfl-J1n 3 ~'Wc;1U lc11LLn 

~'Wc;1U 1 m~t.J~l-Jt.J~1'WLLUU~ 1 (t.J~l-Jt.J~1'W~::;VI~1-1m~1.jf~uLLUU~ 1, 2, 3 LL~::; 41'W 
" 

~::;c;1'JU'iltJ) (~tltJ~::; 24.18) 

~'Wc;1U 2 m~t.J~l-Jt.J~1'WLLUU~ 16 (t.J~l-Jt.J~1'W~::;VI~1-1m~1.jf~uLLUU~ 1,2, 3 LL~::; 41'W 
" 

~::;c;1Ul-J1n) (~tltJ~::; 19.23) 

~'Wc;1U 3 n1~t.J~~It.J~1'WLLUU~ 8 (t.J~l-Jt.J~1'W~::;VI~1-1m~1·humJu~ 1 1'W~::;c;1ui1tlmlU
" 

~ULLUU~ 2, 3 LL~::; 41'W~::;c;1Ul-J1n) (~tltJ~::; 9.89) 
~ 

L~tlYi"'l1~ru191 LL'Wn (;11l-JU~::;Ul'Vl'l1'il-1V1t.!'Jm1'W YiU~1 LLUU~Vlt.!'JtJ-11'WU~::;LJl'V11?i1-1 1H' 

l-J1n~~~ lc11LLn, 

tr 1" .J '1".1 .J- tl-1f1nntln"ll'W "lln1~t.J~l-Jt.J~1'WLLUU'V1 1 (t.J~l-Jt.J~1'W~::;VI'J1-1n1~ "ll~uLLUU'V1 1, 2, 3 
" 

- tl-1RmhiLL~'J-1V11t.J~rhh 1.jfn1~t.J~l-Jt.J~1'W 4 LLUU91'W'J'WL'Vl1n'W (~tltJ~::; 25) ~tl 

m~t.J~l-Jt.J~1'WLL'J'J~ 2 (t.J~l-Jt.J~1'W~::;VI~1-1m~1.jf~uLL'J'J~ 1, 2 LL~::; 31'W~:::c;1Ui1tltJ
" 



~ 1 LL~:: 4 1'W),::~U~'fltl nU),ULLUU~ 2, 31'W),::~Ul-Jln) LL~::LLUU~ 9 (CJ~l-JCJ~l'W
'lJ 

),::~~1'l n1)'1oiftULLUU~ 1 1'W),::~Ul-Jl n nUtULLUU~ 2, 3 LL~:: 4 1 'W),::~U~'fltl) 

,T'lJA'fl tOn nbL3.i LL1J1.m1~1.1~~'1I1il-J~'lJ 5LL1J1J CJ'6UI CJ~1'lJ 16 ~1.1 LL1J1J 'fl.:! An~L'fl n'1l'lJ... 
"liLL'lJ1Jvi 1 LL~~LL1J'Uvi 16 l-J1nvi~~ A'fl "li~.:! 4 ~1.1LL'U'UL~tln~l-JVhiLLI?i~~~1.1LL'U'U"l'lJ 

q " q IU 

~~~'UU'fltl LL~~ n~ l-J m"ili.'lJ~~~'U l-J1 n ~r.i1'lJ'l'lJ L'Vh n'lJ 'VI-U'ltl.:!1'lJ'lI'fl.:!~~/~~1~1'V1 n~"li 
• N ~ 

d d CII "l"'~ AI 'i' 'i' "l"" AI "l v '" ..JLL'U 'U 'VI 1 l-J 1 n 'VI ~ ~ fl 'fl '11 'VI.:! 4 ~ 1.1 bb'U 'U ~ l-J L~~ ~~ tl '11 LL~ ~:: ~1.1 LL'U 'U 'lJ~:: ~ 'U 'lJ 'fl tl "ti 'l 'lJ 
• OJ OJ 

'fl.:! An~13.i bb~'l.:!'VI1 CJ ~ r111~"li'VI~1 n 'VI~ 1 tl LL 'U'UL~tl"liLLI?i~~~1.1 LL 'U'U"l 'lJ ~::~'Uvil-J1 nU'fltl... 
bL~ n 1?i1.:! n'lJ11.1 

n~~ 2 L"hIUntILL~ ::~fi n1 )'(hl~'W~ LiJltUn tl'lJ'fl'l nl )'U)'::"]jl~l-J~'Wfi 

n~~ 3 U'VlU1VI1'Wn1)'u)'::"]jl~l-J~'Wfi 

n~~ 4 ),ULLUUn1),~'fl~1)'1'Wn1)'th::"]jl~l-J~'Wfi
'lJ 

n~~ 5 m1l-J~l-J~'Wfinu~'fll-J'J~"]j'W LL~::~fin1),~'fl~ln~'fln1)'U)'::"]jl~l-J~'Wfi 

n~~ 6 n1)'1oif'l1'W~~t.l1'Wn1)'u)':;"]jl~l-J~'Wfi 

" ~ll-Jl)'f;)MUCJ~1'WLLI'l~::n~~'lt1• 

~\l'Jt.I'll 'W'lJ'fl'llfl1I'flULLUU~'fl1J nll-J~'J 'W1~ oJi! LL'W'J ~ ~1'Wn1 )'nl~'W~tj111 nU),::~'lf1'lJ'fl'l n1),
" '" ." ,

u)'::"]jl~l-J~'Wfil1I1l-JUlJ LL uu n1)'U)'::"]jl~l-J~'W fivl'l 4 )'ULLUU1'W),::~Ul-Jln t!'Wfl'fl 
'lJ 



- t)I11quJ':;~'1rf"lJ'el'lnlJ'uJ':;"lI1iJ.J~'Wfi ~'el nlJ'vi1 L 'IX n~J.J Lih~J.J1m~'el~1'elul)illiI111J.J 

(~tlLL'lJ'lJ~ 2) ~'el n1J''lUJ.JU1'JLiOlL~'elL'lXn~J.JLih~J.J1£J£J'elJ.Jf'lJLL~:;Ul)'lJ~1111J.J (~ULL'lJ'lJ~ 3) ~'el 

nlJ'~~1'1f1'J1J.J~'1~'elLiOli'JJ.J n'WJ':;~~1'1 n ~J.J Lih~J.J1mL~:;'el'l rf nJ' (J'ULL'lJ'lJ~ 4). ~ 

- -if'elJ.J~iOl1 nejn~'J'Wl~L~£J (stakeholders) LU'W~'J'W~1 r1ruL'Wn1J'ih~'W~t)111 (1UJ':;~'1rfnlJ'
'tJ 'll Goo' q 

UJ':;"lI1iJ.J~'Wfi (J'ULL'lJ'lJ~ 4)
'lJ 

WW'J£J'I1'W"lJ'el'lf~/f~~~1~lliOl LL~:;'el'lrfnJ'hlLL~'J'I~1~~ihh ~'lJ~1 ~'J'WL~ nJltlL'W~ Pl'Vl1'1L~tJ'Jn'W..., ..., ~ 

n'lJ'el'lrfnJ'~'W1L'WJl1~J''JJ.J 

£J n L'l'WLL 'W'J ~ ~ L1'el'l nlJ'~h'l fI'J1J.JtJ1 L~'el C1'el 'l~£J nlJ'll1 L~'W'el-if'elJ.J~~1'W'lJ'J nmJ1'1 L~m ~ 
~ 

~'el61I'l~'el'l n'lJ nI J'unU~'11'W~1'Wtl J':;"lI1iJ.J~'Wfi"lJ'el'l~tJ'J tJ'I1'W"lJ'el'l f~/f~~~1~ lliOlL'WJ':;vl'lJJ.J1ndJ ..., ..., 

LL~:;~tJ'J£J'I1'W"lJ'el'l f~/f~~~1~lliOl~'J'WL~ n in LL 'W'J~ ~~1 t)111 (1UJ':;~'1 rf"lJ'el'l nI J'tlJ':;"lI1iJ.J~'Wfi ~'el ~ d .~ q 

nlJ'~~1'1 fI'J1J.J tJ1 L~'el C1'el LL~:;nlJ''lUJ.JU1'J L lOlL 'IX n~J.J Lih~J.J1£J Lil ~nI J'£J'elJ.Jf'lJ LL~:;Ul)'lJ~ 1111J.J 

~'J'WLL 'W'J ~ ~ L1'el'lt)111 quJ':;~'1 rf~1 r1ryL'WnlJ'tlJ':;"lI1iJ.J~'Wfi ~'el nlJ'vi1L'IX n ~J.J Lih~J.J1U 

L~'el~1'eluJj'lJ~ I1l1 J.J LL~:;t)111 qtlJ':;~'1 rf"lJ'el'l nlJ'uJ':;'ll1iJ.J~'Wfi ~'el nI J' 'lUJ.JU1'J LlOlL 'IX n ~J.J Lih ~J.J1 £J 

£J'elJ.Jf'lJ LL~:;,Jl)'~ 1111J.J 'el'l rfn J'hJ LL~'J'I~ 1~ ~ rl1lJ'L~'W~'JtJL'WJ':;vl'lJU1'Wn~1'1 LL~ :;J.J1 n~1'W'J 'W~'el 1 
, 

n'W 'W'el niOl1 niJ 
~ 

'el'l rfmL'el n'll'W~'1L 'IX fI'J1 J.J~1 r1ru n'lJ ejn~ 'J'Wl~L~ tJL'WJ':;vl'lJJ.J1 n~'1J.J1 nYi~ ~ LL~:; 
~ ~ . 

~ 

vi'l'el'l rfnJ'L'eln'll'W ~tJ'JtJ'I1'W"lJ'el'lf~/f~~~1~lliOl LL~:;'el'l rfmhhL~'J'I~1 ~~ rl1 lJ'~'J'WL~ nJL-if..., ..., ~ 

~, , 

nlJ'tlJ':;"lI1iJ.J~'Wfivi'l 4 J'ULL'lJ'lJ ~'1uJ':;n'el'lJ ~'JmL'W'J~~Vl~1 
~ 

L,~hmJ1tJ~1 r1ru"lJ'el'l nlaJJ':;'ll1iJ.J~'Wfi ~'el fI'J'lJ fI~IL 'IX ejn~'J'Wl~L~£Jn fl'J1J.J ~ ~L ~'W 
~ • 'IJ 

, ~ 

L~ ~'el'W~1'eltll)'lJ~ 1111 J.JVl'el'l rf ml'l'el'l nlJ' vl'l 'l~ mJ1 L~'W'el-if'ellJ~ ~1'WU'J niOl1 n'el'l rf m 

LL~:;'l~ml1 L~'W'el-if'elJ.J~'1i 1'J~1J'~ (1 n I'l'el'l LL~ :;LU'Wn ~1'1 (J'ULL'lJ'lJ~ 2) 
iJ iJ " 

fI 'J 1 J.J ~1 L ~iOl "lJ 'el 'I n 1 J' tl J':;"lI1 i J.J ~'W fi ~ 'el n 1 J' fI 'J 'lJ ~ J.J viPl 'W fI ~ LL ~ :; ~ ~ ~ m J' J.J"lJ 'el 'I 

n~ J.J Lih~ J.J 1tJL'IX d1'Wltll1l1 J.J~ 'el'l rfnJ'I'l'el'l nI J' (J'U LL 'lJ'lJ~ 3) LL~ :;~'el nI J'UJ':;~1'WL'IX. ~ 

n1 J'rl 1 ~'W ~ LL~'Wn 1 J',JJ':;"lI1 i J.J~'Wfin 1'l'J 1J.J ~'el ~ fI ~'el 'I n'lJ fI'J1 J.J ~~ L~ 'WLL ~:; fI'J1J.J 

I'l'el'l nI J'"lJ'el'l n ~J.J' Lih~J.J1tJ (J'U LL'lJ'lJ~ 4) n nI J'rl1 ~'W~ Lih ~J.J1m~ 'el 'lUJ.JU1'J L lOlL'IX. " 
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iPl'Wrl~bb~:::'Yi ~ ~mnJ"lJ'el~ n~l-m':h\u.ntl (lUbbtJtJ~ 3) bb~:::i1 n1J'n1"''WV1 blh"'l-J1t1 

bb~:::'J1~bbt.l'WmJ'uJ':::"ll1~l-JoW'Wfir.n nUJ':::~tJ mJ'nr"lJ'el~ ~'J1~ bbt.l'WbU'W",~n (ttlbbtJU~ 1 

bb~::: 2) 

b 1:h"'l-J 1t1"lJ'el~ m J'UJ':::"ll1 ~l-JoW'Wfi'el1~i1 m J'uftJb U~ tI'W "'1 n'Yi tJ~1 n ~ l-J b1:11", l-J1t1hl. 

" i~'el~ Ann'el n"ll'W mJ'Jm 1'W"lJ'el~f~/f~';)~1'" n~ bb~:::'el~ A nJ'llJ bb~'J~"'1 t.l~ n1h~'J'WL",rui1
<it <it ~ 

" , 
bb 'W'J fI V1 ~h 'W tJYl tJ1YlL 'Wm J'U J':::"ll1 ~l-J ~'W fi (;] 1l-J bblJ bb tJ tJ n 1 J'U J':::"ll1 ~l-J ~'W fii~ 4 J'U bb tJtJ ~~ 

'U 

tlJ':::n'eltJ~'Jmb'W'JflV1~~1 

- 'lJnuJ':::"ll1~l-J~'Wfii1tJYltJ1YlL'Wn1J''lJ1 b~'W'el-n'ell-J~Yl1~tJ'J n"JJ'el~'el~ A nJ'* (J'u bbtJtJ~ 1) bb~::: 
'U 'U 

'lJ1 b~'W'el-n'ell-J~~ bU'W n~1~L~n~l-J bih"'l-J1t1YlJ'1tJ (J'U bb'JU~ 2)
'U • 'U 

vi 1 'W/",'l.l'JtI~1 'W"lJ 'el~vi 1 'Wi1 '" iJ1 ~ bU'W~'el n ~ 1~L'Wn 1 J'u1", 1 J'~V1 n 1 J'n 1 J'~'el~1 J'b~'elL~ 

'el ~ rln J' bb ~ :; n ~ l-J b1:11 '" l-J 1 tI n rl 'J 1l-J ~ l-J oW'W 13~ 'W ~ t?l 'el n'W (J' U bb U tJ ~ 4) bb ~ ::: ~ 1 'W. .. 
UJ':::"ll1 ~l-JoW'W fi"lJ'el~ vi 1 'Wi1 tJ YlU1YlL'W n1J'b U~ tI 'Wbb U~ ~LtX n ~.l-J bi.J1 '" l-J 1 tI niP1'Wrl ~/ 

*'el~ rlm llJ bb~'J~'" 1 t.l ~ n 1 h~ 'J 'W L '" ~ i1 rl'J 1l-J fI V1 b'" 'W~1 bb 'W'J fI V1~~1,rnu J':;"ll1~l-J oW'W fin 

UYltJ1YlL'Wn1J''lJ1 b~'W'el-n'ell-J~~ bu'Wn~1~L~n~l-J blh"'l-J1t1YlJ'1U i1 m1l-J~'el V1 rl""'el~ ri',J rl'J1l-J bU'W.. . 
~1~ L'W n1 J',J~u~~ 1'Wl-J 1 n n~ 1 bb 'W'J fI V1~ ~1 ,rn tl J':::"ll1 ~l-JoW'W finuYlU 1YlL 'W n 1 J''lJ 1 b~ 'W'el-nm;J ~ 

Yl1~tJ'J n"lJ'el~'el~ rlnJ' 

L 'Wm J'UJ':::"ll1 ~l-JoW'Wfi(;]1l-J ulJ bb tJ tJ m J'UJ':::"ll1~l-JoW'W 13J'u LbUU~ 1 bb~::: 2 L'W J'::: ~tJU1 'W n~1~ LL~:;
'" 

l-J1 n-l-J1 n~ ~ V1 L'W~1 'W'J'W~Ln "" b~tI~ n'W bL~ :::~'J'WL '" 'kin Lb 'W'J fI V1 ~1'WlU bbUU n1 J'~'el~ 1J'L 'WmJ' 

UJ':;"ll1~l-JoW'Wfit?l1l-JlUbbUtJ~ 3 bb~::; 4L'WJ':;~Ul-J1n-l-J1n~~V1 (tlnLt)'W"''l.l'Jm1'W"lJ'el~fS/ 
f~';)~1"'n~~n rl'J1l-J bbt?lnt?l1~~1n'el~ rlnJ'b'eln"ll'W bl~:::'el~AmllJLl~'J~"'1 t.l~n1hL 'WJ'UlbUU 3) ~~ 

<it 'U 

" 
uJ':::n'eltJ ~'Jmb 'W'J f1V1~~ t?l'elluil 



- iJm:i'~~t'l1lJe.J~IWeJun~u (feedback) r.:nnm:i'tJ1L~tJ'f)c.htJ~'f)L'Uy/1~nfOj L'lltJ LL~tJ~U 

luD~'J ~1'f) ~ tJLYl 'f) f L'Wt'l d:JtJ!1itJ * LL~ :::fOj1 n n! :i'tJ1 L~tJ'f)-n'f)lJ ~ ~ 1 tJ Yl1~~mJ'J~"ll tJ 
<U 

(:i'DLLUU~ 3)
<U 

- H'm:i'~'f)~1:i'~'f)~Yl'l~ (two-way communication) L~tJtJ'le.J~~lJlt'UlJ1Dt'uD:i'~n1:i', 

~'f)~1:i'L~'fll~n~lJLih~lJ1tJfI~'f)tJmlJLU'l~lJ'ltJ'lJ'f)~'f)~r1m* (lDLLUU~ 3) LL~::;L~tJn1:i' 
t'u-n'f)lJ~"li'l 'J ~1 :i'fOj'l n c4iJ~'JtJ1JlL~tJ L~m1'l fI'J'llJ L -n'llfOj LL~::;~ ~'l~ LL tJ'JYl'l~ m :i'~'fl~ 1:i'1~ 

<U <U 

" Ln~fI'J1lJ~~y/'f)lfOji'JlJnwlu'f)~r1n:i' iJn1:i'9~~~ call center, e-mail address, 

webblog ~1'fl P1 tJut'u -n'f) lJ ~ -if 'f)L ~ tJ 'f)LL tJ::: fI'J 'llJ ~ ~ L~ tJfOj1 n c4iJ ~'J tJ1 Jl L~ tJ 
<U <U <U 

(Stakeholders) (:i'DLLUU~ 3)
<U 

.... I I I 

'fl~ r1n:i'Lyh,xtJ (:i'DLLUUYl1) LL~::;L~tJtJ1 L~tJ'f) LLI'l-if'f)lJ~YldjtJmn~ (:i'D LLUUYl 2) 
~ ~ ~ 

- 1 tXfI'J'llJ~11'1ru nu m:i'~~-if'f)lJ~'ll1'J~1 :i'fOj'l n'f)~ r1n:i'lDtJ~D:i':::"ll'l"lltJ lJ 'l n n~'l m:i't'u-n'f)lJ ~ 
~ <U <U 

fOj1nD:i'!:"ll1"lltJ (:i'DLLUU~ 1)
<U 

*LLtJ'J ~~Yl~1 iJ n1:i'~ ~ t'l'llJe.J~ t'l'f)U n~u (feedback) fOj'ln n1:i'tJ1 L~ tJ'f)~1tJ~'f)L'Uy/1!:nfOj 

L'lltJ LL~tJ~U luD~'J ~1'fl~tJLYl'f)fLt1t'l djtJ(;]tJ LL~::;1.jfn1:i'~'f)~'l:i'~'fl~Yl1~ (two-way 

communication) 

~~~iJ~'ltJ'JtJln~LAtJ~ntJ ~tJ~'f) ~tl'JtJ~1tJ'lJ'f)~fJ/fJ~~'l~nfOju'l~n~lJltXm1lJ~'ll'1rlJnue.J~t'l'f)U 
n~uhllJ'ln,xn 

" .,r~'f)~r1n:i'L'f) n"ll tJ ~tl'J tJ~'ltJ'lJ'f)~ f~/t'~~ ~'l~nfOj LL~:::'f)~rln:i'hl LL~'J~~1 e.J~ ihh~'JtJl~ 'kliJ 
.s .s 

LLtJ'Jf1 ~Jl'ltJfI'J'llJ~lJ~tJfinU~'f)lJ'J~"lltJ LL~ :::~fin1 :i'~'f)~ 'l :i'L~'f) m:i'D:i'!:"ll'l ~lJ~tJ fimlJ mJ LLUU n1:i' 
" , , 

D:i':::"ll'l ~lJ~tJfi.,r~ 4 :i'D LL uu1tJ:i':::~UlJ'l n tJ nL~tJD:i':::L~tJYl~1 l.jf~'f)lJ 'J~"ll tJ djtJ'll'f)~Yl1~~~n 
" 

"li'fl~Yl'l~L~mltJm:i'D:i'::;"ll'lilJ~tJfi ~~~'JtJl~'lJ L~tJJl'JtJ1tJ:i'::;~UD'ltJn~'l~ LL~ ::;D:i'::;L~tJ~~'l LtJtJ 

n1:i'1-if~'f)U fI fI~1tJn! :i',J:i'::;"ll'lilJ~tJfi ~m1lJ L ~tJJl'JtJD'ltJn~'l~ LL~::;L~ tJJl'JtJ lJ1 n-lJ'ln~ ~ ~iJ, , , 

~'ltJ'JtJln~LAmntJ 

,rtJ~'f) ~tl'JtJ~'ltJ'lJ'f)~c4t'l'f)ULLUU~'f)ucnlJ~'JtJl~n.mLLtJ'J~~Jl'ltJm'llJilJ~tJfinu
<U ~ 



(1n~'el~'W1 L~!l~!l (~tJLLUU~ 2) L tJ'WnI~U1V11~~V1n1~rl,)1~«~~'Wfinu~!l~,)'Cl'1!'WL~'el1tX 
'II 'II 

~'el~,)'Cl'1!'WLU'W'rl'el~'vn~nI~~'el~1n~'elnl~LtJ~tJ1')19* (ltJLLUU~ 3) 

- 1tXrl,)1~~1rirynu~!l~,)'Cl'1!'WLYh 1 nUnI~~~1~rl,)1~«~~'Wfin1Jn~~~'W 1 

(~tJLLUU~ 4)
'II 

- nnl~L~'el n 1-n~'ell'WnI~tJ~~'1!1«~~'Wfi(;]I~ rl,)1~ LVI~1~~~ nu~ (11'Wn1H"U 1-n 

~'el~,)'Cl'1!'WLu'WVI~nu1~ (ltJLLUU~ 1) LtJ'W~'eli.Jrlrl'ClU1~ (ltJLLUU~ 4) 

*LL'W,) rl,)'1~ f1V1~~1 LtJ'Wni ~U1V11 ~~V1 n 'I ~m1~~~~'Wfinu ~'el~,)'Cl'1!'WL~'el1tX~'el~,)'Cl'1!'W 

LU'W-rl!l~Yl1~nI ~~'el~ 1 n ~'elnl~LtJ~tJ1,)19 'el~ ~mhJ LL~,)~Vl1 ~'Cl iiiLHh'W1VI rkl L~'W~')u1 'W ~~~U 
.1 ~ d .J.r ~. 0 ~ , .,.J ., % .... 11' .... 

u1'Wn'Cl'l~ 'el19~UL'W'el~91 nYl'el~ rl m L~ LL~ ,)~Vl1 ~'Cl n1 L~~~ L'W'W'Vl n 1 ~~n~ rl,)1 ~'C'l~Yl'WD nu• 

ij~Vi 6 n'l'i"L"li.:J1'U1~tj''1.'U n'l'i't1'i~"il1~3J~'Ufi 

'el'l ~mL!ln'1!'WLL'Cl~Vlll,)U'l1'W"lI'el'lf~/f~';)~IV1n9nn1~.yh,;)~u LV1um~.yh';)~u~')'W1VI n lLi:J'W
d.9 d.9 01<1 

m~.yh';)~ull'lUVI~'l nI ~.yhn9 nn~/Lrl N nl~/LL~'WtJ~:;'1!I«~~'Wi ~~ Lu'Wm~.yh';)~m~'eltJ~:;L~'W 

tJ~:;~YlfilllYl/tJ~:;~Ylfi e.J'Cl"ll'el'ln9m~~/Lm'l nI ~ILL~'W'1 ~1 n~~•V1 ~,)'U'el'l~mhJ LL~,)'lVl1 e.J'Cl 111h 

~')'W1VlrklhJ.yh';)~m'Clu 

L~'elVi91 ~ ru II?l 'I ~ LL 'W,) f1 V1 ~1'Wn 'I ~1-n'l 'I 'W';)~u1 'Wn 'I ~tJ ~:;'1! '1«l-J~'W fi (;]I ~ mJ LL UU n 1 ~ 

tJ ~:;'1! '1«~~'W fi Yl1J ~ 1 VI 'W,)U'l1 'W 'n'el'l ~ l?l'elU LL U U ~'elU (11 ~ ~') 'U1 VI ru n n 'I ~1.if n 1 ~';)~u1'W n 1 ~ 
'II ~ 

- n1 ~~,)U~,)~,]I,)~'Cl'lYll'l~'ell-J,)'Cl'1!'WL~'el ~V1I?l'l~~1n n1 ~Ul L~'W'elYll'l~'el1V1Ul'l 

(~tJLLUU~ 1).. 
- nI~~m~nnl~fUlLL'Cl:;l1Pl'Wrl~L~'el~IH1'WnI~tJfuLLe.J'WtJ~:;'1!1«~~'Wfi (ltJLLUU~ 3) 

- nI~~1~,)9m1~ f1V1L ~'W l1Pl'Wrl~ LL'Cl :;/Vl1'elYl ~~ m~~"lI'el~ n~~ LU1V1~1UIl1UVI~'l nI~ 

tJ~:;'1!1«~~'Wfi ~'I LU'WLtJ1?l11-Jt)I?l (ltJ~:;~'l ~'lJ'el'l n1 ~tJ~:;'1!'I«~~'WiVl1'elhJ (~tJ LLUU~ 3)
• 'II 

n~~ LU1V1 ~1u~1Vi91~ru1 rl,)1~ ~~ n~ nl?i'el'el~ ~n ~ LL'Cl ~ n1 ~U1 ~'Cl n1 ~';)~u~1tJfu
• 'II 

'WLuu1u/nI~~1L\):w~1'W'n'ewfl~~mltX~'elV1funun~mu1V1~1u (~tJLLUU~ 4)
• 'II 



• • 

• • 

L~'elYi~1HLJ1LL\'!'J fi~~1\'!n1),1.-if'l1\.!~9t:.J1.\'!n1nh~"ll1~a-J~\.!1f"ll'el'l'el'l rlnn'el n"ll\.! YlU~1 

'el'l rln n'el n"ll\'!~ 'J \.!1.~ nJa:l nI),1.-ifn1 ),~9t:.J 1.\'!n1nh~"ll1~a-J ~\.!1f b~t:.J~'l. L,J\,!~ n1 ),),'JU),'J a-J"lI 1'J~'C1'l 
~ 

1.\.!n1nJfu LLc.J\'!lh~"ll1~a-J~\.!1f LL'C1~ n1),~1),'J~ r1'J1a-J fi ~ L~\.! l1Pl\'!r1~ LL'C1~/~1'elYl ~ ~ n)'),a-J"lI'el'l 

n~a-J d~h~a-J1Wl1 t:.J~~'l n 1 nb~"ll1~a-J ~\.!1f~1 Lu\.!1U(?]1 a-J-)l'l Cl U),~~'l rl"lJ'el'l n1 ),U),~"ll1~a-J~\.!1f 

~'J'l.nJ),~L~\.!"lJ'el'l nlnnu)''Ju),'J a-J-n'ell.J'C1l1P\\'!r1~ LL'C1 ~/~1'elYl ~ ~ m),a-J"lJ'el'l n~ a-J Lth~a-J1t:.J 

n'el\.!'J1'l LLc.J \.! lh~"ll1~a-J ~\.!1f L~ 'eltJ1 a-J 11.-if1.\.!n1),'J 1'l LLc.J \.! n1 nb ~"ll1 ~a-J ~\.! 1f LL 'C1 ~ n1), ~ ~ (?]1 a-J 

th~Ln\.!r1'J1a-J L-n11.~ ),~~~1'l'el'l rln )'nu ~a:l~ 'J\.!1~L~ t:.J n ~ a-J~ L~\.!~'J m.h\.!n'C11'l LL'C1 ~L~\.!~'Jt:.J a-J1 n­
~ . 

L~ 'el Vi ~ 1),ru1 LL \.!'J fi ~ ~1 \.! n 1)'1.-if'l1 \.!~9tl1. \.!n1),U)' ~"ll1 ~a-J ~\.!1f"lJ 'el'l ~ 'l.l'J t:.J 'l1\.!"lJ 'el'l fJI 

fJ~~1~n~ Yl'J~1 ~ 'J\.!1.m1l1u1.\.!Vi Pl'V11'l L~tl'Jnwlu'el'l Am~\.!11.\.!Jl1Yl ),'Ja-J LLLPlWl,\'J tI'l1\'!~1.-ifnI), 

~9t1 LU\.!'el'l AU )'~n'elU ~1rlru1.\.!n1),U ),~"ll1~a-J~\.!1f 1.\.! ),~r;lu,J'eltl-,J'eltl~ ~.~a:l91 \.!'J \.!1.n~L~ t:.J'l nu 
~ 

L~ 'elVi ~1 )'ru1 LL \.!'J fi ~ ~1\.!n1),1.-if 'l1\.!~9t11.\.!n 1 ),U),~"ll1 ~a-J~\.!1f"lJ'el'l'el'l rln)'1~ LL~ 'J 'l~1eJ 'C1 

rl1h YlU~1 a:l LL \.!'J ~ ~ ~1\'!n1 ),~9tI ~'C11 n~'C11 t1LLl'l n LPl1'l n\.! 1 U ~'J\.!1.~ '1i a:l n1),1.-n n1 ),~9t1LU\.! 

'el'l A1.h~ n 'elU~1 rl'1! 1.\'!n1nh::;"ll1~a-J ~\.!m\.!)'::;r;lU,J'el tI-hl Vi 1 L'C1 tI . a:l n1),~ ~ (?]1a-J U)'::; Ln \'!r1 'J1 a-J 

L-n11.~),::;~~1'l'el'l Amnu ~il~'J\.!1Ji'L~tI a:l n1),~1),'J~ r1'J1a-J fi ~L~\.! ~Pl\'!r1~ LL'C1::;/~1'elYl ~ ~ n)'),a-J"lJ'el'l 

n ~a-J Lth ~a-J1 tlJl1 tI ~ ~'l n1),U ),::;"ll1 ~a-J~\.! 1f ~1 LU\.!hll'l1l-J -) l'l Cl U )'::;~ 'l A"lJ'el'l n1),U ),~"ll1 ~a-J ~\.!1f 

~1'el1~ il nI)'Vi1 nI),~9m~'elVi~1)'ru1 ),::;r;lU r1'J1a-JtI1 n~1t:.J"lJ'fwii'ell.J 'C1"Jl1'J~1),~1 L~a-J1 ::;~l-J nu ~'fl1\'! 

~1'el1~ LL'C1::;a:l n1)'il1-n'el ~"lla-J"lJ'el'l n~4-1 Lth~a-J1t1a-J1Vi~1)'ru1 r1'J1l-J~~ n~ a:lLPI'el'el'l An)' 
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U~:;'ll1~~~lJfi 

blJn1 ~~9t1 "~r:l1lJfl1~ n1nh:;'ll1 ~~~lJfi'llJ th:: L'Vl ~1v1tl" Wl9tlL~Vi1 n1 ~rl1'MlJVl 
'lJ 

LfI ~ 'l ~ ¥ 1 'l vi''ll il LL ~ :; ~ 1 [;1 ~1'Vl L~ tI 'l ri'U n1 ~l'Vl ~ r:l1lJ fl1 ~ LL ~ :; 'U 'Vl 'U 1 'VlblJ n1 ~ ~ 1 L UlJ'l1lJ 

th:;'ll1 ~~~lJfidJlJLLlJ'l'Vl1'l L ~tl1'Vl~ mlJfl1~ n1 nJ ~:;"111~~~lJfillJth:;L'VlPlL 'Vltl LL'tl :;LflN~h'l 

vi''l n'Ci 1 'l ~ 1 ~ 1 ~ r:l -W1L tJb.if L UlJ LL lJ 'l 'Vl1 'l1lJ n1 ~ rl1 'M lJ Vl U 'Vl U 1 'Vl LL'tl:; n1 ~ ~ 1 L UlJ 'l1lJ ~1lJ n1 ~ 

th:;'ll1 ~~~lJfi"lJtl'ltl'l ~n~[;11~ ~U LL UU~ L'M~1 :;~~LL~ :;ijtJ ~:;~'Vl flfl1 ~ LVl tI Lfl n ~ ¥1'l vi''l n'Ci 1'l 
" 

" 
LillJLtJ[;11~ LL~lJfl1~ ~'ll'i'[}LtJil 



---

nllll\Him~Ull~OOO l~Unl1l;ltIlUO,jO~ft~lIlUlnOUHt~Ol (lj ..... 
........ .. 

. . ., 
nmr\Hftl1IJ\Jlt;OOO lRun11\; 1I11110,jO~~ iitUllM Him: 'lrn~1J11'11M UlOl;OM i ollfilffl~ 1U(l , 
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Two·Wav Asvmmetric I
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o i1mJ'l1-.l LLt.J'WmJmJ~'1lmJL~'ilLn !1l'li1'lYl1-.l~UnU'fl'lf'1"m 

o i1mJ4'!1l LIil~m.J LLt.J'WtlJ~'!11~l-J~'Wfi~1J'fl'l L~'1l Ln ~UC]J~1 ~1'WmJ~'f)~1 J'il'l f'1"n J 

o i1mJ4'~ Llil~tll-J LLt.J'WtlJ~'111~l-J~'WfiJ'f)'lfumNLn ~ r1'l1l-J..u!1l LL ti'lJ~wh-.l'il'lf'1"m LL~~nril-JLiJ1~l-J1 E.IIe:ri1~'l'W1~L~tI, ~ 

o i1 n1J4'~ LIil~tll-J LLt.J'WtlJ~'!11~l-J~'Wfiri'l-.lWW1 L~'iliJ'fl'ln'Wu C1J~ 1~'il1'"l'"l ~ Ln !1l~'WnU'fl'lf'1"n J 

o ~'W 1 LtlJ!1lJ~1.j .... .... ... ... ....... ..... ................ .. ......................... ... ... ................ ...... .... .... ....... ..... ...... .. .. 


L!1ltlvh ........ ... ... .. ...... .... ..................................................... .... .............. .. .................. .. .... . .. ..... .. ... .... ..... .. 


L!1ltlVl1 ........ ... .. .......................... .... .............................. ......... ... ....... ...... ........... .... .......... .. ... .................. .. 


o vi114'tl1l1t1~~'lmJvi1n'"lmJl-J/LflNmJ/LLt.J'WtlJ~'!11~l-J~'Wfi 
vi1~4'tI L ~'f)tl J~ Ln'WtlJ~~Ylfi1l1'1'i/tlJ~~Ylfi t.J ~'lJ'il-.l n"l n JJl-J/LflN n 1JI LLt.J'W'1 

_ vi114'tlL~'f)~1J'l'"lr1'l1l-Jioi!1lLii'W~1-'f)r1'l1l-Jl~n j;)'ilLflN mJ/n"lmJl-J 

vi114'tlL~'f)~n~1l1'1'i~n~ru'lJ'fl'lfl'lf'1"m 

_ ~'W1 (LtlJ!1lj'~1.j) ... .. .... ... ... ..... .... .. .. ..... .... ...... ... .... ..... . 

o vi114'tlttl LL UU~'W 11~LLrl 1) 

2) 

3) 



" n1:i',J5'~'l1t.!~!l1,Jil~!l (fI rl~!l'l vi~!l ~N rl1J rl'd1~1 bUt.!"'Il'lb t.!n1 :i',J5~'l1t.!"lI!l'l'Vi1t.!/VI't.bm1t.!"lI!l'lvi1t.! 

l-nmJ!lmY1t.1'lb(fl 

hivhLrltJ / 

hi(i]NLrltJ 

lJtltJ 

Vl~V'l 

t11\J 
l-J1n 

1. 1'(J1~t1r:;~'1r1'l1'il,m1rtlr:;'Il1~l-J~\..ljfiJn1rlh"I\JV'ldj-wnYinl-J md1 
m1l-J~'il V'l r1ft'il'l1t11\JLL\J')Yl1'1 L~mn\J 

2.1'(J1~t1r:;~'1r1'l1'il'ln1rtlr:;'I!1~l-J~\Jfi A'il n1r~~1'1r1,)1l-J'l..i1L~'ilCl'ilLV'ltJ 

n1r~1L~\J'f)ii'ill-Jrl~1WU')n'ilth'lL~m 

3.1'(J1~t1r:;~'1r1'l1'il'ln1rtlr:;'Il1~l-J~\Jfi A'f) n1r~~1'1m1l-J'l..i1 L~'ilCl'ilLV'ltJ 

n1r~1L~\J'ilii'ill-Jrl~djwnm'l 

4. 1'[iJ~t1r:;~'1r1~1r1(1J1\Jn1rth:;'ll1~l-J~\Jfi ~'f) y'h1,xn~l-JLih~l-J1tJ 

L~'il~1'iltlDU"ii(J11l-J 

5.1'(J1~t1r:;~'1r1'l1'il'ln1rtlr:;'ll1~l-J~\Jfi A'il n1rLlJl-JlJ1')1"lL~'il1,x 
nfll-J Lih~ l-J 1tJtJtll-J fu LLrl :;t1liu"ii [iJ 1l-J 

6.1'(J1~t1r:;~'1r1'l1'f)'1n1rur:;'ll1~l-J~\Jfi A'il n1r~~1'1m1l-J~'1Yi'il1"l1,)l-Jn\J 

r:;Wl1'1nfl).J L ih~).J1tJ LLrl:::tl'l r1m 

7. ii'f)l-Jrl"l1nc:riJ~'h\J1~L~tJ (stakeholder) LtI\J~,)\J~hr1ru1\Jn1rr'h~\JV'l
" " ~ 

l'[iJ ()t1r:::~ 'I r1mrtl r:;'Il1~l-J~\Jfi, 

Lil1V1mtlLL~::~fin1'iri1V1\J[iJLil1V1mtl 

1. L"h~mtJ~1r1ru'll'f)'1mrtlr:;'I!1~l-J~\Jfi Atl mW;)l-J1,xc:riJ~'h\J1~L~tJiJ 
m1l-Jf1 V'lL~\JL~~'f)w~1'f)t1D~ [iJ1l-J~'f)'1 r1nrl1i''f)'1n~r LV'l~~1L~\J'f)iitll;lrl 
~1\Ju')n"l1n'f)'1r1nr 

2. Lih~mtJ~1r1ru'll'il'lmrur:;'ll1~).J~\Jfi ~'ilmur1).J1,xc:riJ~,)\J1~L~tJiJ 
m1).Jf1V'l~~\JL~~'il\J~1'fl1JD~(J11).J~'il'lr1ml1i''f)'1~1r L~tJ~1L~\J'ilii'ill;lrl 
'li1,)~1rYi()nl1i''il'l LLrl:;LthJnrl1'1 

~ 

3. m1).J~1L~"l'll'il'lmrtlr:::'ll1~l-J~\Jfi Pltl n1rmUr1).J;1P1\Jr1~ LLrl:; 

Yi ~ ~mr).J'lI'il'l n~).J Lil1~).J1tJ1,xLU\J1t1 [iJ1).J~'f)'1r1~rl1i''f)'1n1r 

4. m1).J~1L~"l'lltl'lmrtlr:::'ll1~).J~\Jfi Atl n1rtlr:::~1\J1,xtl'lr1mLLrl:; 
nfl).J Lil1~).J1tJ LnV'l m1).JLii11"l'1l\J~vl'iln\J, 

5. vi1\J 1~ih~\JV'lLLe.J\Jn1rtlr:;'I!1~).J~\JfitV'ltJ1,x~tlV'll'lfttl'lnum1l-J 

flVI L~\JLLrl:::m1l-Jtlftl'l mr'll'il'l n~).J Lil1~l-J1tJ 

6. Lil1~l-J1tJ'lJ'il'ln1rur:;'ll1~l-J~\Jfi'il1"liJn1rufuLtI~tJ\J ~1nYiut)1 
n~l-JLil1~l-J1tJ1l,il'lfttltJ (J11l-J LLrl:;/~1'f)hJtlDu1iml-J Lil1~l-J1tJ1\Jn1r 

t1r:;'I!1~l-J~\Jfi 

7. n1~\JVlLil1~mm~'f)LlJ).JlJ1,)1"l1m~e.Jrl).J1n~~VI ~')tJmn')ur')).J 
iitllJrlm1).J f1 VI L~\JLLrl:;/~1'ilYi ~~mr).J'lI'il'l n~l-J Lil1~).J1tJ 



· "" .~'J1J'VI 3 (~'il) 
0­

m ~,jlj1j~'l'1 kll11'flL,j n~'fl (?) fil ~'fl'l'';~'fll?l ~'l IiU fil'J '1:W Lth..!"'l1'l1kim ~,j~u"i'l'1 k!".11 'fl'lv1'1k1/vt t.bm '1 kl"1I 'fl'lv1'1 kI 

l.nnumllVitJ'l1{?) 

9. ,11'1-'1\'\(11 Lth'Vu-nu LL~:;,)1'1 LLc.J'Wm nh:;'I!1~~~'Wfi"nmJ ~:;~ummJ'lltl'l 

~,)1'l LLc.J'WLtl'WVI~n 
~ 

hivi1L'C'lU / 

hiIi1NL~U 

tl1'W 

n~1'l 

mn 

1.]\'11.]1\'11.'Wm'iul::'il1i~~'\.lf5 

1. tJmh:;'I!1~~~'Wfi;:iUVlU1Vl1'Wmnh~'W'fl-if'fl~~vn'lU,)n'lltl'ltl'l rfm1,x 
~ 

3. vi 1 'W/VlhI,) U'l1'W'll'fl '1 vh 'W;:i m H~'W'fl1,x'fl'l rfnnJ fu'W LUU1 U LLc.J'Wm~ 

tlDU'1i'l1'W VI~tln"lm~~ ~1'l1 V11~-iitl L~'W'fl LL'W:;'lltl'ln~~ LthVl~1U 

4 . vi1'W1V1h1,)U'l1'W'lltl'lvi1'WijVlU1~ LU'W~tl n~1'l1'Wm~u1V11~~(1Imm1~ 
~tl~1n~tl1,xtl'l rfn1LL~:;n~ ~ L i:hVl ~1U ij f'1,)1~~~~'Wfi'fi'W~ ~tl n'W. 

5. 'l1'Wtl~:;'I!1~~~'Wfi'lltl'lvi1'WijUVlU1Vl1'Wmntl~u'WLLtl~'l1,x 
n~~Li:hVl~1uijl1f'1'Wf'1~/Yi~~m~~V11~~'fl'lrfm~'fl'lm~ 

'iU bb1.]1.]m'i~'fI'll1'i
OJ 

1. Hm~~'fl~1~Vl1'lL~m (one-way communication) L(1ItJ~1L~'W'flLL~
'" t,... '" (f" I ..... 

'll'fl~~(1I1'Wu')n"l1ntl'lf'1n~LVl1'W'W. 
2. 1ifm~~tl~1~vn'lL~m (one-way communication) L(1ItJ~1L~'WtlLL~ 

;;tl~~~Ltl'Wn~1'l. 
3. 1,xm1~~1f'1C1Jnum~'Cl'l-ii'fl~~'lh,)~1~"l1n'fl'lrfmltlfJ'ltl~:;'I!1'1!'W 

~1nn11n1~fu;;'fl~~"l1ntlj:;'I!1'1!'W
~ 

4. ijmj~(1IV11~c.J~V1tlUn~U (feedback) "l1nmj~1L~'WtltJ1'W~'flL'Um:; 
n"l L'll'W LLtJ'W~U 1utl~') 'V;~'fl;S'WLVltlfLilIl1LU'W~'W 

5. ijmj~(1I1i11~c.J~II1'flUn~u (feedback) "l1nmj~1L~'Wtl-iitl~'C'ltJ1'WVl1'l 
~tl~,)~'I!'W ~ 

6 . 1ifm~~!l~1j~tl'lVl1'l (two-way communication) L~1U~1~~~1~ 
fU~1tlfutlN mj~!l~1jL~tl1,xn~~ LthVlmUf'1~tltJ 1111~L,':hVl~1tJ'lJ!l'l, , 

'" 
7. ~mj~(1II'i''l call center, e-mail address, webblog VI~!l~'WtJfU;;tllJ'C'l 

;;tlL~'WmL'W:; m1~i'i(1lLi:\'W"l1n~ij~')'Wl~L~u (Stakeholders) 
~ 

8.Hm~~!l~1j~tl'lVl1'l (two-way communication) L(1Iufu-iitllJ~ 
'll1,)~1~"l1n~ij'Cl')'W1~L~UL~tlvi1m1~L-ii11"l LL~:;~~1'1 LL'W,)Vl1'l m ~ 

~ 

~tl~1j1,xLn(1lm1~~'lYi!l1"li')~n'Wnu!l'lrfm 



f1'J1~i~~'\.jf5n1J~'fl~'J~"iI'U LL~::~fin1'i~'fl?l1'i 
1. 1if~tllJ'lfl'l!\JLth.J'lltl'lVl1'1"'~n'lltl'lVl1'1 L~U'l1\'m1nh:;'I!1~lJ.,~'tJfi 

3. L~tln1if~'fl1'Umnh:;'D1~lJ~'WfivnlJrn1lJL"'lJ1:;~lJnu 

~cn'Wmnw 

4. 1~fl'l.1lJ~1fiC1Jnu~'i)lJ'lfl'l!'WLYi11 nUm1~11'1rn1lJ~lJ~'Wfinu 
n~lJ~'W1 

5. LlJ'Wm1U1"'11~~m1rn1lJ~lJ~'Wfinu~!llJ'lfl'l!'WL~'i)1~ 
~'i)lJ'l1'l'l!'WLU'W'ri'i)'1V11'1 m1~tl~1n~'i)L lJlJlJ1'l1 "l 

n1'i1.i·:n'U~..rtl1.'U n1'iiJ'i::"iI1i~~'U fi 
1. 1iim1~r.rmU'W'i)'1rh.h:;ntlU~1rlC1J1'Wmnh:;'I!1~lJ~'Wfi 

2. i1mn'lUnlJ'li1'l~1'l'lVl1'1~'i)lJ'l1'l'l!'WL~'i)~~Vl1lJ':hi1m1tJ1L~'W'i) 
Vl1'1~tl1~U1'1 
.... c:r "" CV Co 4:11 """" 

3. lJmnnU1'lU1'JlJ'lltll;!1'lVlP\'WflVl LLfl:;/"'1tlYi~Vlm1lJ'll'fl'l 

n~lJLih"'lJ1t1 ri'fl'W'l1'1 LL~'Wl.h:;'D1~lJ~'Wfi L W'fltJ1lJ11ii1'Wm1 . 

o ..,.Q'<v """" ~ Q 

5. ~11'l"lf'l'l1lJfl~L'\.I'W VlP\'WflVl LLfl:;/m!lYi~(;lnn).J'lJ!l'l 

n~lJLi11"'lJ1t1rnU"'~'1mnh:;'I!1~lJ~'Wfi ':hLu'Wlu(;l1lJ. 
6 . ~nb'1n11fulLL1'l:;vip\'Wfl~(;\tltl'lr1m'lltl'ln~lJLi11"'lJ1EJL~'fltJ1lJ1 

UfULL~'Wm1u1:;'I!1~lJ~'Wn1~~'fl~fl~'fl'lnUn~lJLi11"').J1t1• 

7. vi1mi)~m~!l~"l11n,m:;r;1Ufl'l1lJmn~1t1'll!l'l-ii!llJfl'li1'l~11'i1
~ 

L"'lJ1:;~lJnU q~1'W"'1'ilhi 

9 . i1m1tJ1~flm1~~tllJ1Ufu'WLtlU1t.J/rm~1LU'W'I1'W'll'fl'l'fl'lr1m1~ 
~tl~funUn~lJLi11"'l.J1t1 

hivi1 Lfltl / lJtltl 

hi(;lNlfltl Y1~~ 

U1'W 

nm'l 
lJ1n 
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