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LO EBEf®O| josdkzEdteO <dds ftesyjmMddBO fslstc] B
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HER d dddyd Okdeobk SCswdfmlsjy L O ksOyjSj d tjhod
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stcOdeMW stedZOYd " d L O HdedlOdzdd Mmejls Bd<j ftslst
EmMC &zOHdlsd t©OL ddydlsd HBRjdj L &0 0. uwfftshmtssdtsh
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odh jMisteSdn HddBjdL d O S ) SBEZRoOKO k& ¢ sdsc
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V1t {Arar[ ¢
Lfne O OF j ftesyd mda sted * j dzZlsOyd j
ftesdzOL O¢ ftojHEZL j<O CtesL tOL dzd yd'
V1l tdts dz0s? kz Wtk “jJ dO dOyd:
Htsisd 6 dzzIsts ¢ diiaffotdO® ° LOE jOdztdffiidss y j i d &3O
CtetsL ftcd ¢ OL BSH J dzO dystejjddigii s d . I
HjlsO? dzs Mk OdOzdL ( @0 dzdi iz Mif stc] '
' dn 8@ Odzd Y4 ¢ O.

3106] dzsfls § sMdse dzd i §syj MO

U tod3d g dzf§ il rdaturity) € st d fldO  fisie A@@E J daj uj GO
fsmMisO’ j ¢ i3 dzj Is dzts, fr{@xdotd "Epglizts Dicfiazaly, 2094% jsd3 e
Lo dztsyls ff w(HifdsCOLYigidgjoo@®zd Isjls dzj yj e O hiIss ' jJ tOL o9
(Merriamwebster dictionary2019, ts H dzts &) tiztiets dizgff tefjded tcOL o d  J dzd s
Mls O j @amipgdgedlictionary, 2019) s O Mddesdzed B L O tsa O s
sy dmisdydteOdatsfls, Y € itptsiz] deisf lsizls dipdste h. | defls o s,

Vtej dtsls " j ujfmists Cstedh kd dff dstgyeidfrdds dsde Y §°d
1 ted d3j dzlz Ols j tegditzisd fteod ~J ftojHdsyds stetsMmsd
Z €SdLd s o Odzd Isjj dzaumlity IBFjefyf dzOIls Odz (

VilstcjBO Isjted3dddzO Ltcj dztsisd dzO Y ° 2 EftcOs?
smtse O, { toj H diKdblegged, MAlekfTlsaimdg®, 209). s OH O " ] tj Yy B L &
LOf sMmdzj dzdr tOHd My 8 HftwO<j‘kz “dratadms MftsMmtse
1t dzsls ftcjJ HABIISO YBHEGOLER] 90 fttO<j ] Ltoj dzshl
HsCd3j delsOyd ™ § . 1.0<jj L te] dfstiisulztstijteasdingdm dn Iy
Ltej dzsfls MdMmilsj BBO.

1 6 dzsfls ff s dzi{ p dizeREsindsdcBsaggsd) MaturitfHammer 2007)
fsHicOLEB] 90 Mftshtse dztsMls ftetsyd MO HO MdMmilsj BOL
tcj L ZdzlsOIsj fsimdizse OF O. ldhd ddet Lty dzsfisd Mo
(McCormackjt al, 2009: B 5° t5° Codzlstesdzd toj L EdzlsOIs O, 2 dzOf tcj
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ftesyi MO d CoOdzdkjls®O ¢ drtseadms OkkfkzIsO ftoj HMISO
Lt zesb OQH MO 920]9oRrR]L<o § Mdzed (RO Stdy er & B&Reppel buc(
2012 f O¢ MBOLKLO & HO dZOo jHj 2O tOLEZdCO ded " j MO

4 OL to] BOGEMEAOMNS dzd o tf @ j 1HiEjsd@s M O] Atz GS< j§ 15
sflse Otz j dzOCtdz d dzd yd tc QOO SitO® jj fpcdddy, s JoDs1e6es O 1
MO dedyjc¢ dz@ odhuf) e BOL BEEE@SsEs? h O0F 0 MO G
(J dzcodweragd d MO OMmMY § ¢k @cppfifiengys dzsiizgmdzs MO MisOd
jWickdodsmlsd d MO fl{Rbdetmand & BOBryjny 2pE5Y] fip dets fip KOs
qazd jWiSlkdodesfls § SHEOL £ BHE b & B jH Eh gHss® O G
i Mitkjlsdtsmls ddd jY¥dSomdshnls H dsnY I kzdd sOds0 dzd |
ftojHEL J<O

SsOCts ftedroOISOY ] oy Mdese fedmMlskzf O fSHKBOL
MO HtsB OoP OfuYdiERsMIsOdzd &3 J S Misj tedzfty Ml J = Td s dzHtg jte
ftesyd MO d1l i tcdigiyfyls ¢ tso st lsasmefd dzO dzd o O dzOdzyC
Oliveira, Ladeira & McCormack, 20)1s OS¢ 8 dMmisd yJd 1208 tsMOlsd dggp d 1 J
Slsko OtcO® dzgsots s j Ct° ] " J fYwolstejBdes dMistcOy do Ols

32f sHjdzd L @’ m®BJO f smdzsodzedd3 ftesyj Md B3O

1toj dzBhBftcj HMIsOa? © Ctsdzyj s Cs' d siksez< 0o
d i3f dzj Bijdelee@yd mdzj ted  jdlsoyd j. wkhisddntd ¢ td
L te@ dzf toj Hipd iJIs<jOBOI S d  toj Odzd L 2° &2 ff sffidisp widg L j i<t y
sMiskOls HtsBtey tjLbdzkOlk] " JHdds [jts MSdd dOof
odhi MitcdsOdts thdo® O (HarmdO20MH tcj ' j dzaj Htdmsizt

ddzsy j dzbiflssy ] ftoj HMIsOo? Osd BOted " Jtekz BMise Ote
Sfhdetse 2 d &3 dzj B delsOyd ' 4 §tetsig] ffdy 2 sy i ZjL dgls<@iizO
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“jHdsMsOsdzj d jWdSOMmda thmdsej LO fsyj d
d B dzj k34 delsOyd " d f§etsyd MdeOd dAf wdffislef z fdsis 1 | GafizdQ thigzdAy
HdL O dedtcOdzd HO fHtetsyjdai Lo dzsfls L OBttOdzsSE H
e j cBdzEBGOMS L &£ Ctdlsjted’ k0.

RL9 jMmded Oklststed Mk §sCkzh @dzd OdgO i3t i j dz@ L dzdh j .
v 0¢ 5, s, tsnfdzjj ¢ O (Kohleghaiziz@d2 0 0 9 ) dzO 9o tsSH J HO dBHJ
fcdCOLkz" ] WOL] o j<0O0 CoOdzdsdlsOlsdoedzdm ddzd €
Jdzf i3 dzgs© yd 4 MmJ MOLw]je O JtwOlsd (4 dzj 3§ dals
&ZOftcj HOS E HhdthEz dO0 Ht] ' JdeQ Of ty tc RARHMEIY KC & 1
(CuencaBoza, Alemany, Trieneken2013d Misd yz HO d&HJjdzd Lt dzsMmisd
JdzZsdbgsE®d3 otcj dzj dzORA ( Mists. 898). lted vyjdBkk, o
Stee Odzd L 'Oyl fsafePs@® C s H O j | Ote Jdzats,d ¢ Isjdfn (Bitlew ets
Garengo, Ates, Nudurupat2015 dZ0 dBBHjdz L] dztsmisd edzjHO E ¢
Cs" 0O L Qiglgs @ElezOMIs HjWddzdh j MmMisjdjdz Wistcd3Odzdztsml
PetcO' j detsfls d adfhoddkt j tstslsid d3d L Oyd * 4 i ( Mists. 3065
fticjHMISO?” O & Isjtsted  § i tsiskdte PO Oz K st B df
Hizy ©Bud ¢ doe Odzi , (Goftgdraly, @aD9. [f tzHs jOdzd L toj dzts M Ikdis tad@lAH | te
i CE8BOY fdmMkz & tjHtshdziH St ddB3 Mi ¢ cif tsdj d
HO Bd M ¢ sEeChrodket dz2009) ~ v OPdgPg O,y adQdedU Od
(Tapia, Daneva, van Eck, & Wieringa008)dz Higtf h Islz H j W ddzed yd * kL @3sH j dzC
Cts jJ MBSO tdOLw@ * jded L O sy delz @ jdey ®A[ 7t
sdtso z fosyj tfizfpj Hidajga@AHsdlz Cts5° 5° Mk &Bjted OCI
tsB &zOMIs d BO f € HER[HE Hfjodpci L te § dztizf lsdfd L &z Cdzdim @  ( f dzd
Cs'"'d WstedddteO" 2 ftwjHod' jded, Nd°dJdded dqdzd dzsedy
Becker, Knacksted? [GifiBIpmsOba @, £ 2068yj flskzC
MmMOmMIs©e? jdzggj BH ddL O ddotsO Lt dzsmisd L @Gz & zOMiz
Hisd3j d&zO, dkz o ugijSLdjodgldizr | Nd?ddze ddzd Isdf dydzz J ot
i tctsy jBérher g al, 2009 . - tSH s BEZRL,.BSBHGISAE WOL ] Of
fpyd dm¢ d dstsH j dzd (Rfalzanto,iMokay & Maustlts 2003)

I Mdzseo 2O Motcrn O dii3sH j iz tcd L Pz B | dzd o SO L
mMoOoL ] 9 OF O. U tcj dzlz Istidze] Hdzdf $biF O lcQ als@) s J e 59 J My ts
fsedzj Hkz M JjydWdydei ¢ dkzOMmj B j & OdsBUING200b)s d&3j dzO
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) StejH Byjds HBMsdedkzstse ddot0 ki taf ddslyts dO d®ydj
OHJj CoO0OIsdzdr dOYJdzO0 L O {§sttOMmls ddoesO Licj dzsMmisd.
(2004) &OdsHjjdzdH O @jjzsfisd Sstedmlsj COt jo OdkzOl
fsBt?h 0% j. [j' EZdd, dzjf%d HbDEEs0d @0 BHEZH Gt
sfte@e jto foj<ddd® KBSHj&ZO Ltj dshisd HO' j EOdS

ktejBO ftojHkL jlkd COYE B G HishHEBEBMEZBEZE OCs BJd |
dzZdyjc O odhd ddets Ltej dzsfplsd (Curtis & Al den,

321 mMdzese j dsH J dzO 1O Ozt fisldztste flad@p A tesyJ Hd BO
v fesmMdzj HS ] HOJ HJIydded J Bte' Okzlststc ©
C tsdzfils O dzls dzts  tc O;fiRissgmaqinBe Bsum& Huefthdr, a4 2004Rosemanr& De
Bruin, 2005h Curtis & Alden 2007 Hamer 2007 Van Looy, De Backe& Poek 2011
Roglinger & BeCkgr2@lR b y ©®H MO8 ?) 4 o df<tsH 21RO jzdzts i ls
Ldz2ZOyo dzgz EZzselz fted HtwtsyJ dzd HESMIsdedzzlstse dzd 9 &
LIl RHJ O LO EHEEBdMEs W jedpdiesiEd  slsd akztetsy Ml s
s ted i Ml J @gulls Curtis, Chrissis& Weber 1 9 9 3) , Cs'" d Mk ftoj H Ml
fstey ' J°d HO B EZOChOdkd ttOLEEBGioO ] Ctdyj o
FftcOo?” 00 fgypPphg®iz COttOCIjtedMmlsdsj MoOCtse
ftoj HiIALIGERABOLQL zOm st j © O O, C Ot d tHdsMmj dL d3j ' L

MOtecdssdz ( 20H0etQ OS] @) tHdsM] dzO fted d3j dzkz
mJ HOEE sz M L OMddo O dOf alz@ o St DM I dAff § OzORO
Meeftsed f§tojLOddr MY shts dithiss, § i ddidy "elxftsh jfJ
mMekY M dsmisd ffsmisdyj ftoj Htokzedsj HEEEFE QP f
Bsyd Bl dzO dzgj Ssd3 SH fsdgz' jdegdr dzedotsO L toj dztsHr
ZzO Htekzecd. ¢ dzlsj todzOls d o dz§ tsiizls d figk H s O Mz "flsajdePly GdfoOs &
fedmlskzf O " j k& WsCkMmikz dO MY J ydWdeydajlz L ipf<@iddss dzts f
ftoj HIzujifksds fsCOLE " CtsddBddzOyd £ COwcOSCIsj todfmisd!

wlso OtedzsMls “j  tsh fdsyjdd 0, ©OLddydlsd Hj
toOzd ydlsddzs ddetsd®BO. v ftOfMmd M teBduds {tedd.
Etsujded ftesBdzj B ojLOdd LO o0 fdmsky. 1 to]
td L zdzlsOls ° § §Yoifln sty KIOHBs Bty MPdd " & ° OMmdai yd° d
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SEZOCh 000 OQHEOOIs jftafL dzd o 5q BO § i j eyl z0* UPT ez
ftosylf zdz@L jf<cf i@fHisy dzd gHBThdpO2004).

v OB J3kO 1 stej ' J¢ ) ddmMéitse d odmMsie ddesO L

1dLO¢ dedots|l dimse dzdots L
RLisdztse Odzd |vM¢ dzO' § dag IOk Is
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RLO9Ste: Rosemann, M .. Apglicatiom of B HalisticnModelTfdDetefn2n@iry &)
Maturity. 1 t6§ &z L jh#gs/bgm@®aining.com/wpcontent/uploads/2010/04/applicationholistic.pd
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wtsWise JtemMSCd ddayj  jteddee o] HMd@pdO dftsH jledzq
Licjdzsfmisd. 1 0" 9aj<d Btets' ftojHdtsyjddr d Htoddj j
so s sB dzOMis d . vy jr ftotse dBsHj O Ltej dztsilsd
SHdshHdts [ tsH | zO L tojaEsdms@ts fjsdz® dsiisg® | fs? 0
Ltcjlsmsd S drtsets dMmlstcOydo O j] EkZyddedts L dzOyO* dzd *
EftslstejBl ®sHj O Liejdshmisd k odhj ®©H 20 ©OL
EftcOo? O] tdL d¢ &, Eftc@o? O] ftets' jClIlsd 0O, tc
M B o) Miztehd dpi f)dzdf@ Op * LOF g O ef @ | dzOdzyd 3O M
Licj d&zsflsd Mk kOC' j ftodhmikzlsdd & Ij B3OBO ¢° j M,
fs?dBO ftodd3j dzgj dBsHj ZO L) tshisd dzOdkzOL d Mmj d

vt M Bt datsfmisd, Cstedh <j ] dBHjEZO L toj dzfs
ded " § YshmbsOds " dwtst su if tedfifdtOe<dpdiztzdtL 0 (i fi) §
Harmon, 2018

U0 smMSeHndyk jBTdted MEdr tOHBaO ¢t d ftslsat' L

U sctcOdzd yd dz =BMzd &3 s Jqilpd BsH O Cts° d Mb

f ted d3j dzd ,

U dzd HsMsPRPCtcOOZdC ] dqLdBl' B BsHj zO L] dzshls

ftedd3dj ‘"4 LO ftesyjdk dzdesO Ltj dzsfisd, (

bz SMOdZH O wlstsd? Ctsod< { Odg' j dztse d < 62


http://bpm-training.com/wp-content/uploads/2010/04/applicationholistic.pd

1 OLots’ L O 4 hfQotsfjifndzj L tej dztsflsd o
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} silsd dzyd’ Odzded BEfets dtyd &sHJ diy Lifdgifipsificlead f
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ddzmilsdlszfst®] KisL' fideslf>)z®° & EMmdzkzej Wileds Mardzen Bergh dzts fyls
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YyJ dzseo dlstse  di3ts iICyritk® Aldets, PAis s d

10" ftsL dzOIsd " d diswljidz j dzd st t§ wide e jialzs.fiflodO " M s
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ftesyd Mdzd rsdeB@PMOHALGY ] d2O" BB° | He@&Oiistd & Htolzae
Alden, 2007.

bz SMOdZH O wlstsd? Ctsod< { Odg' j dztse d < 64



1 OLots’ L O 4 hfQotsfjifndzj L tej dztsflsd o

RLBiStc isHj dad 1L o dzsffilsd j 4 teBLOL Pum td jlslOBj jdz
sffdzso z wOHtS9 O d MisOC dzlz Is s ts HOGldsdzts OS doffg. I tdEoig dh) StBE dF O f
10dd3i, kZeOyjdz "jJ ftjedzijH dBsH] ZO Ltej dzsfplsd €&
Hedls BHjkZO St Zu3RkVE®nhsesy dzd 20 &) , fted COL
Licj d&zsfisd ©H MisteOdzj { 56 dzd dat ellcZD12)y 1 tiOjcHOH tztf € O,
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SHdsfj dz0 Cdrtelk { teddyjtade jd MesAddca©ydn diz'te) ] tatitsef) Is
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ftes' jSCId $B8°) Mk tjoOodkdLsoe0dkd ffisO” Odd MmEz
fts° Oo jzCiydfcsy Iso j emC dn Of dzd S Oyd "  © dzgj z° § HdzOYJ ¢
fsWise j WijdinzL j s @dzj H OSCodn f totBdf] 3@ A3 Y& ts
3d dzd fMils Ote fls o( 5§ dABzDepatdzgnt of Defensef dzd ydte © dzOf ste ¢ O
CsdeS toj sdetse  dzgOyd dzO | df el @y JA<gO® M s B8 EED tcH
Bjted HBsBOO? Oyd MW¥lses jtcO® dMfkz® OO0 ' & EkEcectsotstercd
ftesB@C O ftjHod' jdzse BEVJjIO. dCIlsdo dzdO LEOL o t5°
mMsWoelse j e d JdeSidtvgraciEhgswerifg Institute SE)) dz0 v dzde jL dls.
s Otcdzj ¢ d J [dgclamegie Melloh ftsyjts jJ 1986. ctsHddzgj. 10
Lic] dztsisd kzH tansOfstide g &) tfotsidzj Elward (Yourdon, Larry Constantine,
Gerald Weinberg, Tom )De Madzed ofmlrf Puaate@H dPdadr nfats
M s dzsmis d d HiWdded M@ded H [ s@OB 1 OC O C S Y 3 fi
W dnls d o wofdmOe > O° & Mt WsdHinphyéyd &8 § o ¥Ipfsty. 1

[sHjd& L] dshisd mnfshsedshsd *j d&Ouydd LO
ftoj HzLsjsusd dzz f s®dzBh OF j ftesyj MO L OMdzdea © M
J o sdzlzyd tsdzd BO ¢ drfdeq wdsdidr Yk deB® 8 @z @ ) dzts o Iz distsigj tsiO
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Cg ¢CoOOCIsjtedhz IO’ dzd o 5. 4o OCk C?Eydz (tesy
ftsme j<jdtsfls, Mfsmtsedsmls, &jtej d, ojtedWdsioyd’
otehd o dzOh<jdats dzdyy . md HOdz BH dz2Oyd dzO, f ted d3d
ftoesyd dze dzdo 5O Lt dzsfisd, O L 19DBlY fazO@OGH B di s did te
ltojlsntgd ez ftoj HMIsO? O SMdzsoz L O o dzOL O¢C dz2O0 ¢«
dzd “J HBLoB? jdets. [SSH]jd&z L] dzsfisd MY tsi@ustidesmils d
Hefley, Miller, 2002:

O fsydlsded (~OdryPdadsdudSBod®izd Mz ¢° yded (1
Odzdd Mz H ¢ z djtplst GrdgO dzdets dzy EZfOo?> O ftots
HiWddzed MOdzed s BHGEBOBdzsMIsd, djteddzO d ¢ tsdzlst

U fesdsadyGsyi mMd Mz 6B dgpdaBdpdaldkd syl Mo,
Md MIsOldmMisdyusc O C BdzlstetsdzO tc OHsdjj Jfds<bes © J W
f sdz0o ? O° § dMlsdsH disthsizfse dasiiddd L Oyd O ftetsyd
dfmisd dzOud dz,

0 MisOdzH O HIJL BB YHAINd Mk Hj W dded MOdzd, ts H dzts ) dzf
ZO B’ 0 ftOCMO btk fcdz0o? OO0 ftsyj MO
tcj L ZdzlsOls { t§ 54 jsfdad d s lsaB O dz,

U ftcOQadegssyd Md B3O Mj CoOdzlsdlsOIsdodests bk tcOo? C
B OBO (MsOdOdOddKRBs Edd) iy othd ftojH

U sfilsd dsdial @ &3 dz20 C o OdzsdlsOlsdodzds dJIssHO E
Mlso OO Gidtseskz L Oc?0OkIgd doz d sz B Ls@BYyd * 2
ftesyd MO.

] SHJ20. W stcd3sd te®dels f gted MOdzed BSHJ dz L gijddesdnls d
Capability Maturity Model Integrationi CMMI) (CMMI Product Team, 2006).
Rdzls j ctedMOded hisHj dz tcOL o d dzd Ridzfm Isufde@edztie di t©f) Sg(ticid
d dex § ¢ Jdefdiaigen i ls @ alalzdzids ter{ dzlg § ¢ te d fif ek MdgOwW f @ € s d3B d
stcd GBEMMIRDdAuct Team2006:{ sH jdz L tcj dzsisd MY shtee desmis d
Capability Maturity Model for Softwajef sH j dz M s desMmisd MdMmilsj O
(j dzc @&ystems Engineering Capability Mogelf sH j dz L toj dztsfyls d my
d dzls j ¢ tcd M Odzts ¢ difctiiregfatenl Pro@uct Oevelopment Capability Maturity
Mode). 1 tsfls ts * g dzldsjteddic dsfy D gz Rroduct Team, 2010)r dzls j ¢ to d ) O dzd
BsHi®@ tOL 9 SDEV),(RUMSMIGC ted MO dedO d¥SHejdflz d yHCR) ( € MMI
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Rdzlsj cted MO ded® dgtdpigedz-$VC)( FCAdIdN) G te d i O dzd®  dptFHtgezty 'O

M3 edzedyy L O Jtoddsj dzgz dzO Bs? dmn fOCMd L O ©OL
Rdzls j cted MOded BsHfjteidzy @ P jotsfa fryafd 2@z s d diglezj ¢ tdadf iy ©
MO HBBOO? OYyd O 2@ iGN Ba ©® J dzdtc Ofi td Iz HLOD Hizts o s gzl
fslstej BO CtO" ¢ rfdels jScedafii@zEgddc Od3tfHig iy OL O o g fipdziizah jo OIs C
&ZO B’ dr fOCMd LO ftekzy O] EmMdzkzc ©O. J] o O dB3ts
Pitc@ ) &3 SO OYdlsjlsddds® d HsMikzy dtsh <k EfmMdkzkze O,
(Phillips & Shrum, 2011).

R dzls jfig@af d3sH j dz L te] dzsfisd M sMmse detsmisd * jJ d3sH

ddzd Bt " O] ffilsHipEes ¢ shtto Ow® @ tdfjHifartsjo<da
R dzls J G tc di3fis ® gfafrrissis Konrad & Shrum, 2006 Hofmann Yedlin, Mishler &
Kushner, 200y f tc j HzL §f s f g0 Mmdzso dzj Jjdzj a3 dzlsy J W d&¢ OMdz
JotsdkzElsdoded fkls fsB?h OO BH djLtejddrs ftotsyj MC
MA@ sBs?h @dePard Isj ss@dafsh §¥d¢ rRdzlsj cted MOded diEsH | dz
MsOLd MOLK] 90" 0 ftesyd MO. wOHGYd 22 BAEOMISd {
ledddd 20 bk SoodSchlsdOBIsf P Witcid 208 sStzOo 2L Zo O
ts B dapfipdsd d3d dzj . § ot telgdHulz{tsiE € O diptf) Is @stigidts di) dzd Y dets .

ltod tBddS [BHJjEZO Lt dzsMmisd M smse dasMmisd ¢
dqdzn EMlstcd 2 | d todsis@dedz HO | dBebk<dzsMmils jo OzEOyd |
sB dzOMils d 3O, (CMNI RBroduds TeanfiP@09: fnd Misj &3M S d ddzy 4 ¢ 4 ted dze ,
ftots gAOIsd EftcOo? OF | tedL dyd 30, O0CoadLdyd  © mhd
sjrndesdzsed " j d EfttOo? O L Of sfmdzj dzd i30.

ltcjHdzEMIs Rdzsj cted MOdzetse dBsH jJ d2Ge JTHEAL afddg 6 dzO

ftod B3Oddd" &sHj dz L eQfias M go JdTSdem d fitctsH 2 Ols d o dats fr
COdzdls n8 OIs d dzO otcj d3gJ i tc tsdff L odteHe@asGiic d dfdf € dizdz Ty O d
ftcj Ho dH? do d(GigsonBGMgnsopg: Kost, 200§. 1 cj HEL j <O C¢t8° 0 ¢
RdzZls j cted MOdmP dz@is 4 j dgj7 Oz LtBOe® N geddgylnpolgs® o
1 d BOYE 2z, RIsOdzd " EstcOdapj , Rz f B, dlofgtcmMCE d t
ftcj s 5000 tiusgdHzatgkod , 2 Oklssddtse d &zl ¢ 5° , W d dzO dzl
Hj zOls dettsiplsidlz o0  sdBO § s EdzOtcOdz & ¢ d3j ted yd, RdzH d °
dzj BOUC dn ¢ tsdBhsehdd uQ@f dfenhéms(
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hsts HiHcOo ® GUaN SteBOYJ sdzts s jd detOdgtishe i dis Ol & @S j
OnidlsjSChbicdyf E@9 4 RE j <O j .

ROCE " j toju HH pdDf i sz d Y is@dke dihls 4 dz,
& j BHEO@SOCO. AtCkM &0 fsyjhnj dobt] j @B
ZOUq&zO S dhRtej J&BYdzj Bj desOyd § cEd&zOoded *j dzj HEh
BEx< § ¢ @ dEsosjEyOi e W tste RO dafip  fizte | g &z @ Y e & d3fsde
MsHjd ovOCt' j, dofdjdjdsoyd 0 rRdsjctedhnodsd
fMejHmlse O, Isj *j diouEcH ba s lsdtoy £0 MO EOds f
feddj ddlsd o 0° disHj d.

3212 Bjidz L] dshisd §shaseddr fesyjno

lteddzj dz©@ [ BH | dZO L tej dzsfisd Mt desmisd k
HBo jdzZO “J HEts LOfOy)jdedrn B lzWsPBOC s BOE dize] todf
tsB d&zOMmisd HO fedimiskzyj ddfdzj did ksOyd d [ tsH]j dzO
H S Isste 1 JJ Hize@Edsank Lihited Technology and Operation§&0) 2 mizy dats
¢Wtedyd, JBamyfHore)ste foro Oldts HO M ftoddkj dsd [ SHJ
dimsd tjLbkdzkOlsd &seck f{smisd<d d k& tBd&OMmIsd E
fted &zOc ts'd®w® PEZOUV OC 5 j 2002. G BHJ dzj tcOLod" " jd
By ' zdzOtctsH dats [ SHQ dzj HLdE[jyddts is d Mt sftsB dats f Islaf dzlz ) dzlz
Service Operations CMM. 1 Oted H dzd ~ CSHd&ZO 59 O [ SH ]| dz
fted HEdL <®OL &zZdydilsdr HJj &ZOIsdasfiHs@ . MR M kdtsa O HisO®!
mMdzdydzj] fOSCMOBO Cts° j Mj Hteddks k' &z SCH sfhls
d &3¢ dzj d3j dzlsOyd * 4§ , EftcOo?” OO0 d tHiy 000 0O ftsd
H J dzOIs (@bjértsMpnagement Group, 28)0r ©? dd3 2 dzOf tcj ' JedPH j dB d&zPo |
jotsdkzzdle®lsj dz L toj dztsfls d { (Buigideso Rzfess MatartityyMofip®
BPMM) sB * 09 jdz 2000 7tcOatetss d dzgf SH | dzO L toj dzsflsd f s
Euyd Mstseo Odzd Mk ydzOdzetse d | telz f @ojecf Managen@nt Brfup ©o > OF j
OMG) . Hfiz Mbstesets JtoOlsd fteddydfj ©OLKO' j dsc
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ftesyd MO kMKt d ° J§ €Oy jddsd ushdts ofgld dis te O dzf O ¢
ftoslsjyk 90dz ctcOdzd Y0 Btedc OdzdL Oydtsdedr “ JHddzed yO.

stdzsd dzz e Odets EdzOf ety ] BO J o tedgny @ fp@djeddlr , i) d
ftcjHEZLdBO 2 d&3Odzd =, Odzd w©OLeots dzgdm d ddzso Olsd
toj W j toj dzls dzty dzcRELessMat@rity(Framewojk. [ S odte ' jJ HtSHj? jdza
Lic] dzsfmisd ¢ Ot t©cOL g B =dgdsLof O dsj HO EZ dzOff toj ' J
M s detsMmisd. w90¢Cd dzdots Ltej dzsisd M4 MOMsts® d
Hi9jls LO Httkzced ddddootsts, Hfjifis] Ist Q Odzdisotdy] <i Isdtcd d b
Mo OCO BH “drn MOHtYyd ccwkzflkz MmMesHddr §OS Md.
ftos\zjfiffdss MtsB dets My Is COs 90y dz SO dej dzlslz € t5dzS |
ftesyd MdzO tsB dzOMls MOHEYd @O ng HBFtehtbts] Mizc
LO 3d ted ¢ J (Ofjectdvtiatdagechentz=Group, 2008)

1dotsd St ftof ebd@Pc filsOL d MOLKLjo OO i RO
f sfdztse dad 2 to 5 (QbjscPMandgenfgrizGraup, 2aP8)

U fsyj Sidef0 wBotd3 ded o sk ff tsfiportOmdzd * & to slaj S fipdizL ff fls |
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LOHBSotS? O O dMmfkz® j*J i tcd 30Otz SHESAP J dzdo iz
ftojHkitgsy Mmots’ j ~ jJHJdzd yljo OtlzpH @ f s Pl &
ftesdLoSHO/ EmMdzzej, COt dd kE §sédzjHE § dzOdzd toC
L Of s j adgf ;3B Is d o3, COHdzi “jHdddyd SC6° jz tBOS?
Cstedmisdlsd wwOL dzduydlsj fesyjHEzt],
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BjteO® d dmMmSkMmlsOo O,
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fi oW steBOdZMOBO §tesyi MO Mi Mis Afldgthpls disusJO  Iztdf QaX
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fesyimMoO d {¢obtejslz L P& O 3’ jf'sis Y S@ULso dzd
ftejsfsmMsO0o? 0 fsdkOS ] L&OYUO O fdCkyf? 0" 0 d e
dL § tsffdztf dedsely j IPBME Busz iy j " des EdzOf, B i B fats § & O ¥ gizff
fsotcOdy dJdisedkOyd j. uvfiwOs? OySd OdkOl fB¢EH
f so tcOlsdzed ddztt stedzOyd "  © dzj f s5A tsH dzd - LO Ctsdalsd
B O dzO dzfr) dz@ dfcButatc&l S¢orecdr- BSC)(Kaplan& Norton 1996. [ 8 ©° O dzOlIls L (
Eft00? 0 fteddj k' j LdOYO Od Btets' ftojHEL j<O.
(Banchieri& S§nc Ry 2008. GsHddzi 1 OdzOdzMdzO® € Otels O
LOMiskY 2 j dsflsd

stdyj o S tsiAs00 0 dE S dEstets dzdzd MdfMlsj s L O dij
ftoj HELE <P BB jHA L' | WddOdhd MSj &jti fshd
f5Ct] sOUBO BhHEidTlEE Y OeEOEAdss © L Of tfdyj
CLYfdOCo Odzdls j 50O f chyartsideds 4§ s KapRigErgro) § B  dzO
f sy s sy dejffHelz  dzd MO Is®p ? Bz &3j tedzdm ff 5 OL Ols j ?
bsyOo OF j B lsjyOdse f cOKES OL @ HT @ 6 dz fptiztits My BF B
4 WBERIEO § ddMmisi 7 Zyd2G dRitweddzO ff § ed us@lsRO D
1t 3) ey O tOPidszO | C PEB@E Ot b I OO ey S ¢
COkfR® HMNs0s? © OdkOl LO Bfdmde OF j, d&f dj dj dzls O
Modd dfotddkO. 1tjdO, 1dojdkz (Niven, 2002) |
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RBJ edetse  Md Milscidis@ng Mfiplg s zf cOo ? O © d £ Gds@dzf &Oyd
(OO (o HMis@p OV jHixfilsOaI W d dzd MO 2 yd? j o O, Bt
SdrAn(L el kovi iDahRaagli 2018 & tod d3j desdz 1 OdzOdzfdzj § Otels
MsOftedH B g j<eOsH § M k B(isis dd&j 6)Q fsgg<izy tcOo?
i j oW tstc zelphlu®&IMorton, 2007 ¢, C O CtsdBzdzd C Oyd sded OdzC
HiSY todidesdnd Oh ¢ Oo@OkLdMEBOISjcd j ©H flstOd e o
LOf sfdzj ded St5° d Mk Mo j Mdedy isHFRIO] &d Is fs BB S Qdzts
2 SYOHOd  GsCwldekzcljsdyjf§yGhHiedkd (0350 LEhd
OROkdLE d bdzOftj' j¢j fomesedds ftsyjmnd Ct
fls tc O lstj tejdH EiL j < ©

1ddzj eOdzdzts, 1 OzOdzMdzO € Otels O Mt d € Bl it i) dztdo «
Miswolsied  d, {§chygi fem@F Jsddfufiiy o0y Siffdgs® wad & dz0
d Mro0O*d d "dtd®d oddHc iy tfBHiiMIGEEHEZRIS dpddt
CesL udbdd ©OL dddaman & fNowom § 3007k i o gz0dzd ~ M Jd
fdenfsdefoyd emfjcisded ddsjddr f§omaseddn §t
tOMsO. 10 MoeOCk fjtmMfjSidelz YtOly Mmj yd?joe
Cdrsets tMisoOlj®j, &jteddd §jthstedOdhnd ¢t dds
uyd? de 0 d My yeftdidrudig ilydf *1de) d3d ©d zO.

Jdes hIsts dzO ftwwod e @&jyHdAdiy@ sSajdQidfiiezizs, O
Co4 vl J d dhisdyo® i oo dasipdey iz ez is P jedats i ls
fesddseo MO 2 CEBBIBRFded] fsO. 1 Odd3j, sOf dzOdz ( 2
1 OdzO dgm@irg Is 4 ssCsd3 §fjtcdsHO H 15 AtdcjHdzQ.j <P Oo
ftcdo Olsdzd -, "Oodedm d dzj ftesW dIsdzd -, hdtesds Mo jls
t Odzd EMme O©° Oy { Roskevages, FMGs bobili Fhemical Bank, Cigna P&C, AT&T
Canada, Wells FargdOnline Srvices, City of Charlotte d d&zOdzd Mk o tcr zdzmC
vodHtsds £ jd&sfdted Mm¢J HSC OL J sOf &zOdz dL dzsf(d
fteskyd &z do © EMfj~0O0 d dgjbkMmMfjr0O fJtoddsj dzgy Botse &
vl COCts dzOoatsHd MOBjte (2CQ1H)sd tedzd g tcif 5t s B dgots f
sftcjHj k] ¢Cjesolkz EMmfjhdtsimls.

mjHOd H StdyjflszDiztd s ifded izl d fd8d § e d d3j dz
fjy stesOdeid ©OH] dHjdsd¥dScoa0° 0 j¥dSomdshlsd
I OdzOdzf dz@Bs C Bpts @ C5Co dte * j H dzt il @a0dzQ 6 KO L B &3 &
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ZzOYlE j dzls@f ffiGilzoet as j H KLty '<dO dzd Mz kMY j h dzd tHdzsMdets ¢
fsMisOo? jdesdz MlstcOIsjcd  t50d3. s OC s dzOe sH s Of d
Emdsd e Od Gk tc fodijisiflss sH Odz dgPdz@ e jstizd.ag® EMmf j - O

1 HBMisOB®ES) dzj OOdBjlsHi@ fj desd3 W isCkfmMkz dO Gtce
S d Hd dzdzy J dzOa ff tsfydztsfo dzjO dfj elyyejdfgjO¢ 2 ddzisj tej MO Mo d n
dzi € Oklbtted ftejHEZOYE Ekots' j ¢ j (Parmwrter, 2040) fj tof
LOHBSas? Misets L O smdzj dzgdrnd .d s @iz YOO dff =fridadond
dzj HsMis Ol OC 1 OfdeQdafifiiisgOLotE iPe@ MY ddizd Yy Isdzy o j L J  J W
fshzcodzdr ftesyimMO d MOdM¥OSyd ' j Skfoyo. A
1 OdzOdzdz® € Otels©® L Odzj BOtclz “jj it fifcdsitizR | s QL
fsfkseddn: fesyjmMO k EMfsmsOe? 0k MC&OHO (L &
MsteOlIsjced  J ded " J OHJjOOlsdes dMlsOC dzzls O.

412.1 6dL BO  j ¥ 5B dhd

V Gtokfd d&@itededr CodtcO H tckfd jd30c Jif dejted @adediis OidzidL
Performance Prisin (Neely & Adams, 2000. } tcj HMis©8?> © " jHOdz Mo j sB Lz
BjteddzO  j oW stedzOdzeind, vIbigd * H ABH] to & ts ta@HM)jlsCdo Ols dz
fJjtoW stcdpOLldMftcOdz® dBBj teddzO f Jj oW stedzOdelmd Hteddid ¢ &°
SHdtsMO M) SAFdiEjucEs ) s 2§ § 4det] tiziraz@ < j
d o5 dzj o3 KO &d AthLel kovi i Pegil, 2011).

10 tOLddSE tSH Httkzedrms djtedzdm BCOodtcO, 1 tedL «
sBOQo jLE EMIcMIsOe? OO 9jL0O0 dqLd]' & dd&jteddzO f j t
fdlO® 0. 1tedL B3O f ]tV steOdkhd] PV Bpwnbsd 3E0F Od
ydq’ k2 kEsy0e o0 0 ¢?kyddr OO, dO ¢ O IstejBO
EftcOo? 0" & ftshmdtse OF j 3.

ledL 3O j oW 5t d30dffnidls @iy Iskash) i disfy) s 1 @udzd = ff
4 B Mdzj i <dd (Neglvie dains, Is&f &ave302001) MOIsd M OC yd-
sy " Catdznj t©, Mistc@lslgsdnds'd) . Hifst oy jdisdn, Misl SRS 5 dzH
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Catucharanija
*';i’_/ CTejExonnepa
Ctparermja

L --..._____k
" Ilporecn
-l - CroocobrocTi!
AN
LM, Hompumoc
- ., CTejExonepa
o

4 dzd 40) tedL B3O ff J oW Stedz3Odzid

R L o tlamly, A., Adams, C& Crowe P. (2001The performance prism in practiddeasuring
Business Excellenc&ol. 5. Iss: 2 pp. 6i 13.

# OlsdmW OC yd t=eH j, B3 OB - ftco O Hdd3d dz d “ O  f tedL
fsMisOo? 0 -6 AER EHjftedHizd j e®O tsded Y Jjdzj ? 1 Bz
‘drtsatse EZisdyO O dOf ] 6l s de@deigziO of j sy sjetzO dzind |
sBkzroOls M, d¢ AstdsdzH | @Y dyts dzO@etj 5y dzj dzj |, HtsB Qo ® Oy
Odzd * Odzfmy , f sMmted Hdzd € J , tc | ¢Frede®de & Erancisgo, 2080C O dzdzlz
[tezc O Hdd3j dz " © 1 tedL d3j § J tehfldsue@iOmsiiZsif datzy 5 dab el
LBttt ftOoadr MispOsPlEJc P. O [EBDRELOIZOO tdRsclkz<d
Misj CAtdzH j O d tetzifdets fdzei@lsdr@lZ sTBO v dzj Hj <O ( j
Csdzyj fIsO0 HfAsEY] ifjj &z d®c dzOh j detsfyls § sfdztse ded s
ftcj HMIsOa? O ¢ dzOo dzd L tots ¢ lsiag Qeldnjfgj o OO frpds jte@pdrdj Ll jj |,
ftesydmy. 1dbO®j ¢t JSshifjji tetatspy g i lds@ej’s@® iy tf
ftoeyddzO fsHEhCO tjOdzdL Oyd d BHOBtOdz MisttOIlsj
Mz L O jHdd ySfdte jiH@ L ptg@rLdodgz’ O jL odetmedd Az ) dzlicds @, fls
stwOx 4, dmfk®j*j btoy®j, | djddxredjerqdd fedO Sl s ?
fesyjmMoO btijBO dJqHjdsdwdsitsesOlsd Mnfjydwdydd
dWJiClsdoe dzsmisu ff fstiptsg fifisBjsHfmIs©o ®> O & yjlbeatlslkz §jtcf
fjtol stcdfOAMENdE sdzB d dzOyd " 0 ? H (, ftcOC My, Isj n dztsd
sBEsez<00 0O dLoth jC it smdaspdg@dr ‘fHESYIINQG Bsckz<j
gdzd BB hOkd sy M. s?kydes fdlOTH pjL O
Yy smse dtsmisd Mie] Gedzefiaff QetisepopfPOLABO ¢ | dzj 5 msHdzd » MY
otsHd dA PdAYHBY j yddRdzi@er © ftetsyjdlz §tshmiss 0F O
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M s desisd ddzd  zZOdetso © ¢ drtso j d i3 dzj d3 dzls Oy
4l stedsOdzid §toj § sLiEO) ¢ - wdidh jrdfudzc ©00 20 e 6
HisY todfdiEsifn 2L juw@&S ts, 2O ftoddzjtc. ficPhiRip@PRiB]Is Isyg ¢ L
Mdcktedssmls d20 ©OHE, bkMOoth Oo OF joj o kzxijtexfi IsHsO dziz
LOf sMmdzj dzd HBfteddesMmi §omMzceo Ok, HO §tsdkzHj dH,
HO L ands'tclz ydatsfls, H Of tod inld&zQ delf @@y 3O dedelf MC d BH
ftoj HOL OYBMtejedged ® HO M) EMEFMHEPHEH N Mo d &

ASSEM Jigdaids e 3O dzid dz@ kfiff @y d2Q@ e s Cj L O
sdnd kdOfted' j*k ftsyjmno Mk§ nfHJdEedcn] ts@ilzdd ¢ o |
1 OdzOdzindzj ¢ g ldfils 1 tedL 3O ff | oV EzBOEzQ B d tdn j § Vol tofrk
ftesyi MO C8°d Mk Ctdlsdyded LO BEMfjhdzk tj OdzdL
iWdeOomdesmisd smMdzseodedr ftetsyj MO d dzj s ntsHddztsMls
mMhlsddzO® “jJ SCtdyjtflsO ulcldL 3Wez®%Y joW is @ 3O fipdy g dzdf - ,
EMOotch O O j, HottmdizjtedzO CdR3dzdzd S Oyd 0 E yd? k& t
mMsf Mise j dzd ~ OCIsdodesfplsd d HsfteddshMO EzMmfjr-k
Jdzy &3y dzglsd C jHdsjdo BH 1 JtcdPJ Y j oW Sted3Odzid, o] H
EdzOf o1 Q@ tcj BO Isd3i, SCtdyd BOLJEEUARZD ji 200 tc d3

413. Lean Stdzyjtls

CtcOHdyYydtsdzOdzdzy BjIstsHj tsfd e ztcO WOkzA& o9Cedfdsd]j ldsjCs
fesdLp tshHh@BEY | dstesy] MOHT s OBOCIsjtedh 2 BHtej ' J dac
1ddWdSOoOfmdesmils E ftosdOdzOyj 'k ELsSSCO dgjlz® j H dzC
ftosyj MO fHtesdLotH® §, ftcj HMIsOCe?> O " jJHdtsG BH ¢
MOotej d3j ded 3 §tedmiskzy d &3O . ¢ amQ dzPlsig] IsdH  fwAs P jghtsHis § &
Lean€ s dzy (J fddsldan managemeritLM) tOL o d " jdz SO j &3 SMOMBH
HiojJHiMilsdDd jEOH dsaaOde.Aldzjz d. @w@ SHingdleafdizy § ¢ j 6O
d dzdH JOf @ dzM & 56 Tdjavtg H Jz dzd @oEa Motor Corporation, or Toyota
Productian System (TPH)s tsdzy jietrislzd * | ftosdL O O dL Isjtsted J .
f shdzOtcO © £ uvts BIsd, CB8°0 ' j e OtcddzO Mkt j
ftesdLotHO, JjWJSOMdssmisd (MOLd 5 Okltsdse ddk)
Lean® | dzOfMMe@B j S Psuts lIsj L O ftotsedzj dfitcifig Z€ 5 < @ d3C
MesQ@Ef sdz [ ckzetse Mo jIsME e OISO (sMSEHdd toj Mk
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vottcOy ldgaw @Ry dzdj @3 | sBOS . l(ednanys 8 dzdfpdm a dz® )
ftodmiskfj EftOo? 0° 0 §dL® sudisdkz fiy &y iz @ Sk, bt
Bq dzd BOdzdzj Ilstetsh Qs j f EBaCOren®@ss Brdndan, 2006 & o OC d
fesdLot' Oy bk MmdMmisj bk ostjHdshisd ktjtBDEOY®Jd H
(Leani j dzesdiydzts dzd Isd g , ( BzDmalzs dzd MidN ndjieabnkol v,i 12 081 2 )

It dzd Obkbttd f S &LLedisdng (HQ Hfjj¥ dolsddhdy,  da
diisdukz dofj ¢Yomiss 0 ¢ (Petarsep, 20090 fizj ' g f df,dzd B g <
OklssE0O M lgan@sise &0 d d20 YQdEDs GGl idh ?> OF 0 (W d
LOdd5i, oo d MOAME sdzyj SO EC? kyk' j ftsyjrbktj, OO
dzdj oH@?Huk j GHEj' jdai dH] j, WddsLs¥Wns]
(Rother, 2010) (ddHjttd ®KBstcO &z o jtotso Olsd HO Ist
dOSCt Its ded . $ OBWEJ ¢ gzj Hedetl)te | O dzL jo Afefte<Hydhchy(dirtolsdz |
Ckdzlsddejj < © [z f)dggQe jamsldipdsj Blgan Ttzdppjytols M ditsy§ Hi W d
MsOdse dh 5O 1 t Rtz dyg ) MO B e 2 0 IS ted.
sdzds OCIsdo datsfls d flsts Ojtc Cbtsectist: i datg s o dzd 5 f sy f
(Radosavljevil, Boghkovil & Mihajlovil, 2015

LeanS sdzyff tf jsf stczyk j dgj Ssdzd S5 C? Eydedr 1§ ted dzydg
£ Mo OCtd3 f toj H Iz uNikifdmvadkBifevakds 2018) C Is Iz

U dHj delsdW S s9 O j otejHdAtsMiIsd,

U0 BOY d dsOSCIO otcjHAsMIsd (odLkjddLOyd © OCIsde dz
U dH | dzlsd W d& s PRS0 | LOdzdrj, fHtoj Ctsd3j tedzO
stcOdzmf stcls, dzj iWJECOMOdz ftetsyd M, HJWJjClsd,

Bseck<dsMmisd, tHMREE o & aisdidsdPipzd » (

U j dzd I3 decffip@°d il G Qe@ d3j dets 3 dzj € ts¢  tsH juSiarénie® d dzd
SMED (jdzcddi nStienglExchange tsf Di es) , i to
ftesdLoOoBHT O BJjL 90dtO O©. . .)

U jx°0 €O MOoteh jdzMlsoz ftojCts CtsdalsddzzdteOdzrn
l teHdetsMisd flead sdayyj f SO tSedzj HO 2 Mjithikd,f stcO

20t S 0j0dzfls j 5O, MCtg@e b0 o & jBfipdeOS i jz Istesh C
ffLotHS j.legqnE hEzlg g SO L OF € jzo O tH tejh Bifed S tfp gi |,
& RadosavljevioEOCRO TGN EYf hfdydf d B0 HES SH
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fsoj <00 JjWJIE®f)dzeadiicddis o O LearOS s GO dz0 W d dzO o
fJtwWstegOdzlhy (Hofer, Eroglu & Hofer, 2012).

shlsdead ddzsL W d " jJ dad "4 MOBs E EC&ZOT Ok Gl
Codzsd iz f 5O RY 8O j &3 ( AnlLel kovil, Reahdsdvyjifbvil
d&zO0 L O yd? B fQHBos g oad lsjzis@ld &Y a2od sfmo'jj
Ofmf jCIsj OCIdodesMmisd tsH HJL O dzadémdr iz yfj tftflde g tdH
ftod BOtcdzO®  tsCtojlg BUO:d ’lsigRidzts dafste bgntf s € te (Saffer,dzOyd H
2008:

0 LeandzOyddz OL BN ? OO d Odzc Oy 89 O | L Of sfmdzj dac
U Sdzlsddzz J e O dzd { to 5 iR IO Ci@kzd i3 dzOyd * ©

U fteddzj dzg© Isjrdesdzsed j, SOt OdzOlO E MmMdzkzysd °*

[od §StjkOoyd HJjdkz b Oy dfi<ess sfct Gojylds o OF G
% t5¢ ks @HBO s Hen us

R &3 dzj d3j dzbe@ny § s @y dzfs © d3tsy §  dBOIsd ° JHASC KO
RBBY dzj 3 dz2lsOyd " © o ts¢ Csdzyd s O ff taORjismGU ? Inls O dz
ftotsdzOdzOy j ¢ O (¢ i Bzd K5@rGaGtdn@talD1997 v € s dd&nfyr- HHPls d
Cos ftwsyifm CodsddkkzdtcoOdsc EdzOftej ' j T O tdz Bt
CtsdzC 2toj delcdzete fgleegnd @ j H Mis 0 9j°cQf BMERIOISL O tcjh O OF j tcC
ftotsB dAjteOH zdf § B J HO fesdjdd IjSk<j fJodstedls)
(Harrington et al 1997) sOts IsOC 0 L dzZOYyo 0dz ° J OkzOls &
sted * J dzldfcidyQidizdini < O

LeanS sdzyg @t dC OEB®SIsjtedn j RtsdzdmisdySd d Mmdfmlsj
WsC bk dzOC Wis@ue@ ez toj ' j ¢ J §tohmdseoddr dleEf@@@oO ¢ to
EL dzOfMmkts OYjso ji@® i jOHSEafeO WM dotz y OF j 5 S o Odzd Is j
ftcOotsotej d&3j dedr ftetsdL o sH O/ kzgdzk Ee@n S Sdnlg H B Is jzis O Y j
vl “dt it 0 Hftedd 2O SHtCOLEZAB 90O o jL Od
dmistse f sfdzts o daklran§ & eyt Hiddissasdh | s lsd Bz dzO dgd o
dzj d2O0 dzedotskz fsMmdzseodedrn WEkdz2C yd ©O.

[ desc] fodemmgdtdgzyitfls Of Mistcrud ol O tsy 9SG G Is'tgjO dEj ts d
VI IsBEzro OdapndsdaHl f SO d HtiHMIsO? © tshPseoz L C
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©OL dzq Clian Gsrdzy j, f kWOils O ? O o j <d d2O0C ZOMOS dzO® 1§ tod
kjrdsksed j] SO OkOO LO bkdOft]' j°j ¢ shdss dd

MmOt d3tsdz  dz® 66 bkednt He@ ) lsidOY @ dzd B3 dzch if B HFO O M d3df I dzO o
HO “J B9 O IsjndedC O (ftdstdhny sfiglzes 1 totefdfk * diOoal<iEoE) e 14 4 | H
dimisduyd ‘dratealz ¢ tsH EetdetgmisiyjL CdzAfdjLHjZ LL<d®) ' & Hiclz
Ltcj dzsfylsd §tej 30 [ ts5HJ dzze H jte | fuzfs fids §f R diidaPidn®ds ditsemjisls(O
dzO dzOL d .

4.1.4. Six SigmaS tsdzy j ff Is

Six Sigma | € sHAm@itsj dz CO Bt h OE Gk @diljs j Is O,
ftedd3d dzz MisOlsdMmisdys dr ddzilis te zifidg HaOlislOf & PEBE j " JO o d2O
EdzOfted ' j ¢k ftosWdlsOB d dzdzets s d ftcjHEZL j <O CtetsL
f s dzs@lexar@er2001) 1 toj 3O { OH sMO9o ? Bia Higmdf (tc2j OHlfrpls, © offf I<Xs .
C toylg tAls Ofdztstp By JAPd B3O, e OdzdL Oydisded s d Isj n ded y
fc590 ] <00 HBHOIs] otejHdtsMIsd d MBO® j O Istetsh C 59 (
sf@g ¢ j yYyd? jo0O Mmlsj CrhotsdzH j tcOR .

Sixsigma sdzyj fls f sHtcOL @ RgBMRH B ol ddz dz0° RO k2
Bsck<bk oty ez dIBH 3 W 4 OO B zd sdz toj Odzd L 59 Odzd
ftesy@pOIsddzd0 | E EdOoftj' j‘2 CoOdkdlsjlkO fftjlt
tc lzO o sz MdBBOC do OF &z d j dzd d3d dzfixdinSyindL ? Bz WPis’ jls O¢
stcd dzf s ¢ © d£@grimg, 2004)

U i3j steififl@IsdmMisdyscéd WtsSCkm ttOHd tMiso Otedo OF O 9

Hi%WjigSOkO

U0 B ssHBihEtEzOIsEtcdtcOdzd ftedMmlskzf tjh OO0k ftc
fteddj dzz M jydw dudzdr OdzOO d &BOYFJqtO® j (et

ydq?z o

O WddzsL 8§ EdPo OO j Md3OT j ¢ O teijjHiiz LS iiDds@ts wlz@lz daf @ ®

ZO0 BOLd yd®jd§yg®yd WstkzmoO dzO

Six Sigm& sdzydedp b tc QodgjOf j =. [900° Cwdeyjfls dzOd3j <
d EdOftj' 4°d ftesyy MO COts Mo OFC tshAl&ixesdpra SH G 59O
fHOL &) o OMY Flgts | flztzinls dz  fdassydgjfimcz  tstlkds @@dzdz O
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C o OdfHsLj Isd3d dzd BO dzdzO M ls O dpHsnteFOdE@ OHasdg @ fEHipECpLE | dzj
ydq?jeoj.ssds yd? iz, fslstej BdzO ° § sBzCO d Istej dzd
ftedClzg? OF j "dazids td3Giydddzd MO dz d3j tedzd Mmd Mmlsj os.

1 toj dz@izj g(Keller, 2005 Si x SCtgdmpPj fls Ctstcdmisd Btos  d
ndMmlistsc tc ©djstoglamddze dztf Otc j Ists H Paetd GHadyj, (frylsd@sisod fils d Y ¢S
Csdzlstesdzlz 1 to Stytjptigad procep dashiip! SPQ OdzOdzd M KJ dec@its d * O dz
Analysis of variance [ ) dztsSoi ix SitsglanQ ff ISEMAIG 20OV 3] ssH sdzse d © O
(Andj el kovi IDMRAd (i [dfjdsRti® 68 3 & d®dd MO j | BBd t6d ¢4,
fsets?”h O] d € tsdastesdziz, SHdtshdzts L OfmMdzdo © MmJ o
Elsdy0O @] mQdéd]- (s @) 3OkL Bte® @' d 4 t5B dzgz@&QPd dfO ff tc
tcjh Qo0 0O ITsbPdd | L O {isfisjsH fPtejj' jf detsdz® Mdsd dzd d
ddzd § dzd i3d ded MO p Ote d P BIRAVEERsfplsid | WsCEkZMdOd d&O
ftocsBdzj BO CtotsL Mipicliz@ sz e dcOk j j dededgd dzOyd " j OCIsdoe
otej HdzsMIs ddzd EC? Eyde o0t j dtseodms OSIkdodztsmisd ¢
DMAIC® | WS¢ EkMmd Eipdds fifld {jWiEdsmHe ( sRDOV®@O jf s®dj <0O° §
dWiCldodesmisd ftesyj MO (ddz jdzEBBOad< 1 jihd<, 2010

Stdpldlzz J e Oded 5 Ed2Oftej ' j°Jjd&3 sy MO Jdzd disq dzd P
HiWwJ @O sBOO? O 2 Mo OC sA dgjaazd % d O ls d dsdssfiPls i © |
ftesdLoeotsHd MSkYd, sixd fmyj MBOT do O & Btets ™ O
JZzd Bd dzd MO O dzj f slstcj ko] &, sBish Mised @t CEHEG@®RYE | L
(ddg j dz€ s d< 14 "Htslz ¢ j20 B HRBidzPigmal ts dzy jsidits@ < O O
tsBJLBJCHdGlzte] dlstegsis d d3O® GO0 YHejdW j € OdzdL Oyd " d
AnlLel-Regil) [2007Ctsdeyjfls Ststedmlgds ujlddd b€ @t i) G
HiWjCOO fted dLoth OOk omMzceoddr Htesyj MO
dHj dzZlsdWdS s 0Odzay &7 kZydeJ §tsMhmdzsoldgd difjtdissoina d [z
Csdzyj flsO tsMmMlsoOtelz £ Mj JjWdeOfmded d jWjSIlsdeaded

415 uftc09”? OF j dzOdzyj &3 MdzaBH j 8 OF O

RL Bdztso Odzts  {fy ticfj datizedf) SjPls Oo > O d3dzts GLSO 1 Hefistinjisis tc @
MOotoj d3j detsds Steky jS k. wbsecO “j Mmoj fwdfklsdd
TOZOYO MdzOBH 90O O, c¢Hj Mi EMfsmsO0sbPyE&Fd Okl
HiSB Oo? Oud B3O,  If to@® delpf@s tc B H g M s BO, Istectse ydds
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fsmzcodzd d3  Otelsdzj ted d&3O. LY tcOo(f ®E Gupphz@Hzain] d3 Md
Managemeni SCM (Rados aw0lpeé \Ouk j tH dzO° f Stf dzizPifc@dd O d A
b dzOf t6iC §&Sik to j dals dzts iy ls dgO tizts y[ls.t5 0SSz, M j H Bo @pid kud
Moo tcj d3j dad dz Husifpditiseo PHB® Ctsde Etoj dzsMC O ftoj Hdetsfyls
BHEBO OO <t o jLOdh<kE d C¢(o6fjttOyd sd3 ftc
ZOdzZOYyoO MdzOBH J 8 OF O

| OdzOy MdzOBHj 90O 0O fteiHMISO? O PRejnkL Fes® jiL Od
CHg cOIsdodes tOH] dz2O € Bdzlstetsdzd, Eftc@o? Ok (
dde stedzOyd " © BH HBOBLPME] HE&G (CSUOp ¢ IdyrOd@na i n
MdzOBHj 90O O ftojHMISO? O " jHddeMIse j ded § sdztse ded
COOCIsjtedh j H ot jdEzd clstdsSsofifdd ftesdL o sH O, detso
“d MeaOCt ftojHEZL j<]j MOt COdS O sBls zOZgtfL Q B T
ZOdZOYyoO MdzOBHj 9O O otehd M fFtoj BO ttOL &zd ydlsdd3 t
WOLd ydoetldatse yd§ dzkefiffo. dzO 2Oy Q@ Of) dd@ldiox Fflem@ dQ@f sz
Groznik, & Indihar Stemberger, 2006) | e an dzO dz0O }j dzdimizOsipply eh@)i © (
06 d dzOdz dzO dzO\j digagiesupplyockain® d( ~ dBted H dzd P de® tz. M dzO |
hybrid supply chain

ltos  dgd Okzbpbddzfiwd 2 vfteOo?® O O dzOdzyj d3 mdaC
f sfdztse dzd ~ ftocsyj MO. ANtotsn &dWe sd bdgHnlseB 2D 01 )Fr asl
VftcOo? OF j ZzOdzyJ @3 MdzOBH | 8 OF Of tEjOHEZE & BDiIs JOC s Pe
ddzls j ctcOyd & Mmeadr Mot  dr (omizbytdE<d tcsgp HO°
fOtelsdz§ e, yglz BB3j cO fetsyjimj. tiu 4§ 8 O0CIkdo dasfl
dgdeW stedsOydesdese MdMmlsj &3O, Ctsizded S Oydtsdzj Isj n datsdzt
ZzOdzyi &3 MdzOBHj 9O O | fHtedmlskzf f(tots' j Cisfis® Ok 2z,
dzO ddmdzO B H j\r@érédnbse, Uppal, Huag®gDismukes2006.1 d dzd * Odsisdz d s
(Williamson et al.,, 2004H j W Jdzedh & v tcOo? OF j dzOdzyj &5 MdzOBH j
dqdzls j oS sddf Sy sgg<HQ ddalsj e sdzj S yd ™ O fidyHikQ LI o
fzlsj zddfimreo §H dgdL otsHdedrn ©jL O dL B ' & teOL &zdydlsdn
sBdzd Sz ftotsdL o tsH OF ttc dziidfeglc®B Pts@ Mjds By jJ oO©dHJIs
HjWdddyd O, ddzsjcteOyd O fsmhseddns ftsyjmo b
COOCIsj ted MIOJ OO dadOfam|@a’y MdzOBH j 8 OF O.
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vftcOe? O dOdyj B3 MdzOBHj 90O O Ek Motd ttOL 91
Ltc] dztsls (. Jtoj BO (ot ME S’ W tsdzH Oy dEurgpean © k1 to
Foundation for Quality Managemeiit EFQM ) EftcO0? O] dzOdzyd &3 MdzOB H
CtotsL oy & o 5O L tcj dzsmisd ( EFQM, 2004) . [ Mils ©dzd
ftej dzOL dzdr MISO® O, MO dzdxyjce dzO odhd dzdots. t C
(EFQM, 2004):

U0 ftod dedots M dzejsh HAORPEr2H XLLQ<x | sz §j BJL

fsdzdsd¢O0 ddzd ftetsyd Mo,

U yjtslsd Gpgatsj ¢ @WMSdeC ydosfdmjdedz L j <j ©WOHJ dzO ¢
e OC J f smdzts e dzj WikzdC yd - g, dzd otsHj<d 0O
WEzdeC yd o mddf toj Odzd tofz H & i) difj D akizff L Hdtcj € Isdzj
Csdzdzd COyYyd " j dqLd3j' 2 tsteeOdedL Oydesdedrn ° j HJ

U fy Hdsd ‘gzt s j ¢ ted MOdzd dzO piEQY O dirpfde@BIHA) o@D “fQA6 sy §
Md § OtcOdzj dzdzts, O ©OL di3J dzO ddzW sted3sOyd O (s
Yyd izse ftejHEZL j<O; dBO tSHte]' jddr tBEZJEO
HSB OO Oydd30; bkmMftsmisOe? j O yYjmOdlsj cteOyd "

U Hi Miilsd  ged aig W d dffcisO® of o @As ffteefj Hizu jj<jj ~ § dz2O
dzdotskz dzdHjtt E ddztse Oyd 0OdBO; COtOCIsjtedh
fsojLOdtsflis f syd o tSH HSBO9?” OyYyd 9dn HisB C
B Z¥EZdtyd MO d &j' Ettec @dzd LzQY s @i § desdgls
Cefyd.

VftcOa? O )] d&ZOdzyj dz MdzOBHj 90O O dzd " J * JHdAesCt
flsOdzdats Bjtej S j jtWstedsOdemd ¢ smdse dds §tetsyy i
HisBd " Jdzedrmr tjLEdZISOIO dd d&O thdse kz ¢ J@Eaklifdttctse '
al, 2006).t jL EdzsOIs IsOCote ftodmlsEf © tsedzjHO M & Ed
dz@y) j &3 MdzOB H | oGOk OL " fdidggi<n©O Lk d&zOddy@H dndadsB Rl ¢ OO C
odh j ¢ Ldgfjodstif)ts @o zOGz@g dzOB H j 9 OF O Hgd dzjz L BEE@O YU O
Is d i3ffStafdflOls d  t j @dzdsid @ wffiiiskjde ¢ fip@igg W 2 dz$ y d tscfizO dzdzj
&' ke Oddt ipdytsasdiaj(Raggsatjevil , 2015).

[ OdzOf  ~ §  dzO difigOmfyf ki CHsd@ycee(i ' J&Q dzyols siydz@peH | o ©
bfwc0dts [00° SCtsdyjfls Sskeddzz] HOLhHOd ORI tzdk® Is &) 2
OCkdodeslsd d wdMmlsjksd bLiwOs? 0° 0  shdss dd ds
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q fls ts Oy @ak@et@l, 2006) t5C OL bz dk® f HeQd dgls j j jtafQuiiois te O Y ( s dzts &
mMdMmis seg@shtksd ftoslssC JdW stedsOyd O OO ded oadsddzddzC
Hteddesf kOt jS & EMfjh dsmisd vftOo? OF O dzOday
Mz yo0" 0 0oLk § HO Wil QazodtcOC fdj diHj dzjs&gHOS
ftesyd MO, ddstf dzj 3j delsOyd " 0 §sfdzsedzdr ftotsyj MO I
qLoteh j© | tftcisiggoipd]n Rsddlststeddd J Ctdstsdkzo, i
 dzOf tc zH dilsfd & L {droojoai@izBistc | &zsflsd &zOdzy® MdzOBH j o OF

416. 0§00 ? OF | GRMEHdEO MO

1 4 sSOC s HOY telsH EASiftgjeFH j > d o Odzts cOMf sdzOG
o MztemMd &3O d J%d&§ OmMdesOf Ot ¢z BnFr< OMIs OdzH OtcH d L 59
ftesdL otsHdBO kMY jOfdzts tcf BHAB g t? jO oA d3, E kEfmdztse d «
CdeS 2tej dzyd " J§ , dzed " j] odhj Bddzs ‘' jHdesMIsOo dats HO
ltejHiBiXxXP SO0 (CHY FOifde BB f MPlsdmMy 0Syd § M
COMmMstsdzdL Oyd * & fipoGsn Isfjro dif Sl @us® Offy dzj f toj € d H dzts
e J dMmlsOdzte@adzpcds. Oo O fitcj f BRI e o SH § ZL o Oy
cOL zd yd ey scdzj HE lstejBO, fHtoj W] chded(dz®,
10 tsMmise Otej dad ¢ tsmdztse dzd telf i fa i GFCPO "¢ Ao fitag]y odisEitsE
S H dzts i d WO |fPddLaCGizstomer relationship manageménCRM) (¢ Is O dzS s d < &
tCd<,) 28013 o jfitmgs PP MO MistcOlsj ¢ d ds dztsciidd dzts L W
M s dzfmMizsoz CsdyijflsO0 yddd ftedmMslzfO® i Ckfy
shddtsolz ftedSbkf? jddr ddaW stedzOyd " © bkfmdij toj detsmls dzC
OMmMf J CIsO o j <SS @dzS st Is& )H Ul Sedfo0,” ©2 ) 1 IsH dzsd o3
Cefyd 30 Ekidj te] dats H dats Q3O @ o MIOGC Pls jtss d * MEd L
(Zablah, Bellenger, & Johnston, 2004).

vf o ? OF § sHEEEfNY EBEHMHPs 0o > © 90 O0dz W OCIststs
f shdzso dad 1 A tetfistygjdpioH &2 3OS jIsddze ©, (JtetsH O j, dMmt
fsHth Cj d EfcO£O§ Oz nikie PRF@WAR, 2015 vf 0o ? OF O
sHdshd i PRO CO ftesyjm tBEkZRo OO MistcOIsj G
dlstcOlsjed MSd fHtesyjm oetHj I djdzOVvjted d da
C?kydedr LO kM jr fJtjHkZL <O 1 Q@ BOOBdbs Gk tef dz
fsmists’ d bdd L & e3Pzl d ¢ sz §jzd Bfdals § - J
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fs0j<0° | (s Okedesflsd d HBOSHIBIL JqeO j otsj Hdz
f 6 d ZO & ‘e stp®P kiR dambert, 2009

1 O tc Olf det®9 » O O s H dESAdURAEIOEHYE: s H dz0 “d OH |
ddW stedzOyd sdzO Isj n dzts dees’ dd° Of =ffin J dgJz dz@ v difdids] dzdzts iy ls
dzOftej ' §°4 BHEEMO MO e e Y e D didiefxfs Hidafid kO .
P tsL dz0e OF & {Cd7 fjSp@fcdeO YdaBico d * j dzz  H o sMd3j ez € s A3l
Cs" ] My bOdmMWtstedddh j H Odtsdeddidzj " jJHJdC ] &
fdMmdilsd BOLMEd tOL di3jtfily ' jddy sEBRYOT f BEUG]T DsH o
Cefyd 30, Odzd ddj ffrie@dStdz fof dal e BO YY) Ots 5C Bz djdf&RO, (
ddW stedzOydi s lisf Q@ 22 S kftsodded d EkftslstejBd § tosc
shdzsez Ctdlsd< O, ., fdtejdzsdrtgc @, dfmlgc jOmIstdO Oz dzOf toj ' §
dztso s dOYUJ dzO® Ctstedh <j 0O fsdLotsHO d Mmdzd ydzts,
fticjHEkL j<E (IiBody, EXOCEN)doOTj' Eld Oyo &k {§t
ftocjHEZL J<O fBHEGOLER] 9O dd ftojkzL ddBOC ] HJEZO SHGT
MsteOdzj SkZfOYyo® (Stankovil & nukil, 2006). 1t
yd ' J ftOeatsotej dzj dets k< ° kydipdEizitc O Of t& ipdtseeds]’ Mifste ts
oW dlsOBd dzdztsils ftejHEZL j <O.

LG OF j GHhdsHdBO MO M iPe g tChpdeD Is fig O dz
COLo s §th” HzOd dg¥ steBOYdsdzj Isj 0 dzts dztsts af tsigd.fls § B OH (¢
fesdLddzOLd dL Of zdCOoyd  j L QipREaQdp Odd dg © md - |
d &sck<dshls ES?Eyde OF @f st Pzt fizeG o ? (06 t§ d3j wEOdzts fi
CefydeO) odH”de Ek oj<ddzd §ttsy]j MO ff difagfH ftetsyj
Bsek<j EfttOs? Olsd ddasj tcAfStayxiy jCkid s ¢f LAt Js ISty aify dzn . §
hists " § b &Yy®@@e HOMB | dgH dzts e RO O Mdad € &dt yf@OMJ B
“JHddB HjdEZcdB d@Bdtscds f§lstcjBddr L OHOIOS O, BIzH
dzdotskz ctkztfj, " jHdddyj ddzd sH ) HE®&LJu<@BMNdG] o
HO o] adfodi'Hl &z0 ¢t O dzd Y jt5 oGSy ts W I<corfacty, sSAB, Y d
PeopleSoft, Clarify, SAS, Siepel ¥ sC EfMdtceOdzed Mk M &O dL ctcOH |
L Offdztso Odzd 7 dz0 f scztso dzd 3 1 &6 ©Y jzff e > O6 g 5 'tsjH dgisd
Syt toj dese  ¢e@] §mBMgefQPtslz " 2 ddasj cteOyd k& § i
(ftesH O O, &GOS jlsdde d CswdmdduS bRdzej) d
EBEEE<00 0 CdstsddnO® j {§kstgH@ i<ty 5the  kHoiazbseC
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d &3 dzj Bj delsdteOded » QA M Jods@ 216 PGB o f B ugjomjds@® MW
EftcOo? OF ] sHoEshHdEBY mMA" Sf ydHdz) &j dZsdt0’ & R dl
L tcOo (Vi) 2002 [0 O° fMeWlkojte §siOyj ftod Oklstsdo
feO0<jk d Bjtej bk C?kyddn f(smdseddni fsyj no.

1 sMdzj HS 7 fEEHEmGPROI®SO &£ HO, ki ddsdigstls € s df
BOC fd BOddtse byddt O dJdisttdoydtsd) Isjqdas@sed: j
0o OF j tHdsHE B0 hOd & fipd R ) ddelo dpbfylcaiip
LO § ZOdzd 0 | it Q@GRificjrE0 jkO] k& o dHB HO |
zfdijdie cdz@f ) § d Misj BOBMEBS EfteOo? O°j, Bt J d ¢t
CtesL IsddmS d dodHj di O (PAom &zMTabe, 1997 OL £ B? o O  ° j
fstejBO LO ddidsjcetOyd sd MOC kY 4 RBB0dt)dkj dadi i
ftoj HEZLfK D] H zOy jd k@ g 6@ @yt H ds HfuOL HBc S g y
dzZdL © ftsLrdlsdoededms JWJiCOO. 10 LdzOyo " dzd "' d 5L
SEd&ZjHO & fMj k f§steOmlskz BtL ddsj, JCtdtsddydshlsc
sMiso Otej * & i lsd d3Otdzdad lzd3tgasjid AiflSlafér. iy detsy j dzj Jtesyj |
Miyk HEBGSE E uvi®Oo? OF ) It icdtsfinj@®@s MO o ¢zl y
stccOdzdL Oydtsdzdr " jJHJddyO, §tsHic) O O KRndar, ls O dzdz]
2005) stdzo jtecjdzsded ftedmsky BSREsckz<0o0O Cdalsddazg
Mdsc dzj O gdzj Ohix godd) MEteO<j®j otej &3j dZO0 yqd& dzzmo,
Bsck<dd fosBd B0, fFijftejCj LO fsBt?h 0O | t
fedstedlshis® & o dH? d ol jbn HpejOL@BE Hj diz

417. vftcO9? O ] BHsHIBO MO HBOO? OYyd BO

Vi sMisOp *ORQY " §*J MOLOH® ] MO { sMhdzse ded d3
fsMdzso O° 0 fjHkL j <O b {§ip@o? Okj dedsl dasfidiss0d &E  H
( 4 d&upplier relationship managem&nSRM) (Choy, Lee, & Lo, 2003} tc j H I )@ d&zY O
foddydy O, §tesyjdis® zd §{GdgPple@n @ sBOCMdBIL JeO 2 o
SHdEMO MO HEH@D9OWJEO SHESH]EO fi5e oL tsde’Co
f zOded, e OY 3Y dzj 3 dels Oygs° j HfH dfsti@®f jp 2 d § ®H O “ da
fslsj dzyd ® Odzdzed » AkrasngpOo & O YW, ). (vt O 2 8D BHFO f toff Miskz
Codasddze tcOdzgs 0 j<000¢ ] jWdSOmdesmisd d € sdOE
CoOddlsjlsO, B jL B j(Meads® Rahned 20ftsaktDued 'O MOt OH dzd Y d
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s dMOdzd Mk Bjdaj Wdlsy fts ok uvfttOo?» OO0
CoOdzdIlsj IsdesBjO 9B @Y, ZzOCh je MkEsy®es O 0 MO L dat
CtteHddzOyd ] J f(colixiOoej® bij ddmishsd TS tjlsOc
Emf smis©e ? O°F O, tOL ot O, MlsOBddzdL Oyd " j d g
f shdzOstcO j HsB Q9 Oyo b jy@° @ d&ispowOnHEOd dz fd3
SH dzsMB eDo i(t , (n®e Moel l er)).t j Ra sipgnjatsBhizz- o & Is dets «
fedfidSisf d jWjSkj ftsdLotsHd &O ddetskz §shdss dts:
dde¥ stedz@y diggjdis®. 1 O ftoj, HBY tod dats ipdd otftsdB o & iz tdze difs]
sH dzsMO, L Ols d ds, EdzOf tej ' &° § CststeHd dzOyd * k2 dzC
CsBzdzd C Oyd ficj dedzj €GFo dgBB Oo? OyYo dO dzdotskz d dzW
dmlsj BO.

| ZOo dzgj OCIkdodesmisd EftcOo® OO HBBOO® OYyd dBRBO
ftcO<j® ] OB B OLOWP HSEBOO?” Oy d ddzsj eteOyd O
MdzOIstc® Mj BOLBH M jhdse EZfgOo@ddsO ttygzOs 05 § tgd3
EdzOfted ' JCd B3 Cdel ztej dzlsdztsmisd.  OL dzdydlsd HtsBO?9
CtejdwO®j d e j<0O°qdgnrnotcjHizsigled B dts Mts®E @ ydlsts
Lehmann & Stuart, 2004R L B 8B Q9 > OYO L dzOYO ' detstf tzjswflxizj j <@ o
BEzHEZ<dtsMmisd. 1t Mo jc0O, dkyj Hfteddsj IsdzmdzO® j ¢
CoOdzdlsjlsO MtsfMmlseo jdedr fosdOSBd0] Jdz@ sBORBPE
C k1§ Oxgdollalii, Arvan & Razmi, 2016

1l tets® dzj mMsknd "  J BO9 j md fdlsOf jds tSHOBJKO
fsCcoOoLkz" &2 HO " j sHdZzEykz 2<d WOCIstte fted tSHOB(J
dmf stckz€ O, yd dz0, i tc tdrpdzlzoctn, dzOk fdfCofi} 8B dits ) Isd fr) Istdc O ¥
WddzOdefnd " J, Wdzj SMmdBddzdetsiyls, tjfbklsOyd O, Hdtsh,
Anbanandam, 2015)

1 O BOL CoOdzdIsOIsd o dzts @ dmistcOy do O¢ © Z{ tcO
HSB OO Oyddz©, 1 Ocdzjtc d osdMcdodBWagnbd &S I B hds
Ctsdzyd f 5O

0 §f zOdzdtc ©¢ | BHdesMO ) HEtsB OO’ Oyd B3O,
0 e OdzdL Oyd O ftesctcOBO BSHAdEMO MO HtsB OO ? Oydd

HSBO9o?” Oyo, wOLets" HEBSBOO® OYyoO, dqdzlsjcetcOyd "  Ek

U0 CodzstetsdzO d ftcO<j ¢ ) BHAdMO MO HsB O ? Oyd i30.
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Ad? VLPWS © HEdtHdBO MO HBBOS? OyYd B0 “d
fstolsW j” O HBHPOOS OQO0] §fists’ j<ddiz HBB O Oyd BO
SHtY O OF j sHdsMO MO S ddiO0 ttOHd Lkdoftj' j< O
dMS? kydo O°f j ©ddi HEGBOs? OyPsiFus Hzd dzj8 ®@c Oy 58 B P
Htelze dn . 1 slsj dzyd *~ Odzdzj HitsB Q9 ° Gplj H Iz lsia &gts figladts | s
Emy stsi@tfe@H * &z, Yty j?>ds " j ftOlsdlsdl s)de0 eshiflsts
HsBO9® QWwd difd . dzO0 ddeW stcdzOyd " © MO HtsB OO Oyd O L O
sjrdsdzsed ‘' kz. RABY dzj 3d dels Oyd 0 fdMmlsj BO L O E§tcO
90O gk bkdzseckz k ddzlsjcectcOyd d MO O oatejHdzd ddi3 HE

[ sBtes EZftcOo?® OF j SHdthdd@O MO HtB O’ Oyd B3O
shBsekz<disd dedL W toff ta datglc < ZCIsIdoyfjdfsEifndH dzlf Wi C s OF
MistcOIsjed MSdr HBBOO? OYO dz2O0 GMdztzaslf j o b dzd Bzj
sYd ¢ d o foz@c sz PE OO 2 OYS j ddstectdzCldetd=agjj MO L O d dzglsj te
MO HBBOO? Oyddzo btz Yydoslsdasse Ydq&dzEmMO SH da
WEedgOdzddrsr ftesyj MO tOHd ES? Eyde 0T O d&j dzOV d&3j dzls ©
sSHGE o Btedzsis d, Emf smMis©e? OF j ftesyj MO L O dWd
ftej HEZealgs®O " J o 0O Cwdzyjfls L dzOyo dz© f sHteh € O

418. ) &ZOdzd 80O | tj MkteMO® ftejHkL j<O

RBYdgl dzlsOyd ™ © MOetej o34 daj d dz§ tste FO Y b ®dzfizd Yl Js
MsWise j S @R to Jf IOK dzls Offste j HIEL R PO tej ' j & syl MC
stetsh Ctso O, i tsB 5° hCOF fizy,d @ dztB PO °> Q@ 30, i sfdzts o dzd «
[ dztOd o j HIzL ¢ BO dzfndiz] OklsiQadrfdic ®)zje MBJ § 16 je HidBndyprisd
Resource PlanningERPtc OH d MisdyO0® 0 Ststdmisd d EkMmf jh dse
SCtolzl judMisjpd §zOdzdteO® j  to] flgtc N@OdeW fstedzOla)d jsdag
HdL O dgdtce©Odz HO ddelsjctedh j d ifilsddd.Liusior ALjiikds o
( Moon, 2007) . ] z20dzd s OF § ted MtemMO fjHEL j <O,
fsojLiz"j WMBjHEYMWEG Fylz' <d do&j 2OV dj dzls, ftesdL e
WddzOded " MCd MmdMmisj d3, HdMiEtedsyfyzp jz OGO b tisemdso i@
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@O ddzlsj ¢ted f)OSdeo jYdEHOAALO CHED & dddz@dzfd * MS dd3 § sH Oy
d eufmédd timMkehd @@ H SIS dd@y @ ddz<dg Mot  j
MOMis0e? 0 & WddOdhd MSj dLejhko' j d jWdSomds

(oBdzEyd O 1 d&zOdzdtc O O toj MEztemM @ OY BgH E IOF4sQ o P T
BRBOIs j to d | Geditizdgial(Requirement Planning MRP) (Jacobs & Weston, 200%) s * d
“d fteiHEL | HRROBdIDE B B P O @ B d L o tsH ‘s 5 d3, o f
oJ<td3 fteddsj desdz f smzsodzdr Of dzdC Oyd © bk sf ]t
ddos©@ LOdZdrO ( f el &z draf BYPE s d O o & @ dzdfifjj dae pan iz tc ) (
Manufacturing Resource Plannirig MRP II) (Razzhivina, Yakimovich, & Korshunov,
2015)) ts9 j G j dpjd©@agdc’'Of O tcj ) iBhadiyen, Gheydhuty & Ferddus,
2014) e’ j zf fmsteQuLifdEOd @ i jtcOlsdo dztse HJ dzO f toj +
09?0k Mj .rddWa s cHsSA’djdzj z dzOf toj 'd dzts P G jo d 1) © Hzte © i Hzat
VIO ? O O dzOdzyj B ‘fifdzOf kef5d G @, J Csdzyd s 1 dzOdk
f Otclsdzj ey ( Gol dston, 2020) .
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fs°" jHddedr ftesyijmMO GCO0¢Cts Bd HtjHMsO? OZzO { toj
ftcj HizL J < kzetdl,R016)k ma n

rdL O° dgetE@isii Csktcy omMzseodzdr ftesyj MO § sHCOL

fdlsOf j dzO0 tsfipdswatc? julgde @ tsfiprizse dzd § otsyj Md d tSH dzt
9 jdzdCd dHndstizf Of teif[ L @ - dgdstg @ Istiz tc j f smdztse dzd ~ ftosy
zdlsj stcOlskztcj fdisH dftsdindgtz]f O HdL O° dz2dtc O & Otendlisj ¢
(Dijkman et al,2016):

0 dz20 BOLd yd? jeo0O,

0 dz0 BOQLYdf * O,

0 &0 BOLd BB  j §0OIO,
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U dz0 ©=e@LVdl tc F digis ] dz
U 20 BOLd WEkZdSyd  O.

)edmiskfd HALO ddeO° k OtndljSkkte] ¢ shdsse da
dMmS? yded. [scebk<j ‘j HO ftdhlskzy L OMdss Od d&O
ftesydmd bk MCdapllzy @S Yfnase Cs' Jj M ddaY dzj @i dzk
fihlsddd Stdaddzz j ftdflskzy L Onmdtso Odz datled tej W
fedmisky. 1jSd &OR&micd, (DAMI) GFtjHdkOyE Ctdsd
fMstekzClskte®, SOt ftdkOLdj L@US jfeOYIRQdsdY dsoyd

ltedmlszy L OMdetse Ofdds detd@ d y ds’Hj oEfigg®Df M > ©9 O © Mmiste
(Ismzso ded yEMJoddLdzy sEBdz° drn) R dBiEdRBEZISB®c @ fipgzt
ftesyj MO dLetsHd dL MstezCIskztej yd? j 9 0O, f shd3OL
ftsojL Odzdn OCHgmdEMOY] LOBdC tc] Isdztsc yqd? o. 1l B¢
ftoesyd Md BO  sdB3OY J HO My ElsotcHd L OhlIlsts Mk tSHI
f slstc fdcqedi L j <z

wdzj Hi <d f tod ilszOf {bshiddgste jdetf 6'QC yg &3z tsdz0 o H Ml
OCIkdodesmisd E St ' MAy LLEDo iz p 1@ dz=if] < tafcfiAglas jSCOM Is |
ltedmlszy L OMdeso Odz dzO OCSyd d BHOLEZARI 90O dO°
(fsmdtse dj OSIsde dzsis)d, JY tslsiteials Mifd dd 1B~ gis BHEF L
fsmdtseddn ftetsyj MO d&zO thdase kd » Oftg ts njdayQy dafs sty i
0o¢yd’ 0.

ssHtedMmMiszf O L OMdztso, Odasd L QlzClzd B dg C'Isiz f o 5 d3t
B jSCln@zd Q,¢Bf ftedmis@l Qshghit] Of Omizseo dzd = § o't
HO flskzyOe O f§thdse dj g Hizl|l§EK®SE sd d Lgish & k]
sHdgfpi@° ftdhmiskzy ©OL 3OO Isted Isdf O § sfdztse dgd n
B JCIsd d H(@ijkmdadetwlp20ll)X IsfrHdes dL ' & MsOT O ° j
fshzscodzdr B jJC OO disyj M SCSttedMmisdlsd L O B¢t
fepo. §j 2Oyd 0 HISCoBftsL Y] dLdj 'z B " j§ Ol
qHjdsd%¥ dSOoyd & GHAdsMO HijSsdfsLdyd j dLdgj"' |
GJdel cOdzdL Oydtsded tHdzsf dBsyd Mi Stedmisdlsd L O
ftesyj MO.
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ltedMmlszy L Ofmdets e Odialf dAOH tftardf @] didsHdz z dzd o j toL O dzdy
fsmizseddr fsyjmno (il fsskkldd ¢Bedntzy, &Sy ¢
@ErndlsjShbte] (omaseoddr ftsyjmMo. ltjHdshls tosdc
CoOddlsjlsded  jos5 HAL O dzkdtrRdls] §lsbtotp Wi tef) das aatpd 7 c
fjHMs00? 0 O BG? k£ §©OCMHE.

1 smss"d ojdzd¢d Bkt o WJjtjdasded s d3sHJ dzO.
tcj W j toj dzls dzdjrdzcBeferepcdzkdoddling Catalogue R dzgffls JIszZls© L O d dzW ts
fnd Mmls i dizieldsttute for Information Systems (IWIDFKI and Saarland University,
Saarbrjulcke®sdtc tojWjtejdzlsdetse BsHj dzO IstejB O
fsdgz’ jdzdr dBsHj ZO Mk L OMsOtjdzd d dzgj Oy zted tc Odzd ,
i tc © {(Sikdwica & Hernaus, 20)1

V Ctdzlsy SMiskz toj W iggdzasded » BB Y OO sdptcrn disg ¢
ftosyj MO Mj yJ Mt dzOL d o O j [dfdedsiness dgyocHss fpomsvprizs ¢ f t
(Koliadis et al,2008)d § sff tcd 3O B dZdE CdZOMdW dSOYd J. AjlsS
& Zwicker, 2006) dzOo tsHYfitsfindBsofgza] mL @ eSS OW &< G
f sfdztse dzts ¢ ftesyd MO dzO° yj " <y Csted Mis g Ctsdzyd 7 |
Hj &zZOIsdesmisd. 1 tstejH Ise O, CdZzOMdWdeOyd 0 Mmj dBsy
sCodtcd® LO CdZzOMdWJdEOyd: Iz, Cts° d MmJo. L Gdead@y ¢ diC
Yyd dzsOte L O ftetsH zC Is g dzdadrigrican dProdGctviyduiity [enter
APQO tOLoadts ' jJ tCodt L @PQCA20MME0Oed @.ArPp OF st toyf jtei
MOHtYd Mo jtsBkroOlsdzk OCMBdtdkd & LO i jttOlsd
fwBstch C4yOHON O ojteLd O 6.1.0 MOHteyd odhj tSH
fesyjmo.

1 t6d S OL Odzd  15C o @ th dzUscsDE Gzt &2t OB O dzfn d  Sldztzt O to
dL &' zfBHdhdj cO0 dAdezOdzsisd, oJj dzdyddzj ddzd oz
fted HEL | K] dey B3Atalgodisc i Jf shiss <z L O° jHdzd Y& g Isj tedBd
LY st ' do OF j f hidste fad BEOG @G yj @gp. Mz d MmyJydwdy
5CodEO LO EOEsftsHO k, OkbksdssddnSk ddHEnlst
KOS HO? .
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v OB J4AZOPQC SCaapdiWd@ cOyd k ftotsyd MO
{fd@sdtetsyj md:
tOLets” odLd " dJ d MbtwOlsjcecd"  J
rdqLr o’ dz d bk eo@H’da@sqQ df teebnmizlz ¢ © &30
ddzOdzdL O Bfigis® O fwsdLotsHO d B
[ MO O ftesdLoBHO d bkMdzkzc O
LftOe? OF J SttedMmddyuSdd3 mjtee dMmisds
LftcOa?”0OYysd d tHtey OO E<d fteyy
tOLeots” d EftwOe? 0O mEkdsO0dzdds ¢ Off g
LitOo? O ] ddW stedzdOyddesd3y Isj - dzts dzts
LftOo? OF j MEddgOdaijdiztefnd 30
dlsdyo® j, dqLEtOH O d EfttO®e? OF j (
LV tcOo? OF J tdejdigd dgBniElzdzO" § detsfls,
LitOo? O ] BHAdMHMdBO MO tsCtkzyj ® Jd
t OLot®] EZfttOo? OF ] Y ohdzseodzdd3 MY s

RL 9 tstc: (201B.@RQC Process Classification Framework (PC¥grsion 6.1.0. Technical
report HoustonT X: APQC fmilste 2

msh " JHOd "deslts ftoddjd? deo tjWitej dzlsded dBEH
zOdzy d &3O ) dg@ze Wyppl® CHain Coungil f sH dzOL d 9 s d3j BLCR.R 3t
Supply Chain Operations ReferenteS COR) . 108 8dz adhj tjodLd O
BsHjdz ] HEMIs ZICORRG R |aci]tezlsdizdd dsH.j dz s J tOyd " O
[BHjd "j " JjHddhssjd fsiishdgre dstsythtsgini, dit
ftcOCMy d ojhlddsgy *kHd E “ jHddemlse jdez MistelzC k
dgdzls j e OCIsd o Odz I ¢ gPAACERR@202sS COR  di3sH jdz Hj W ddadh
tOL dzdydisdn Isdiff tsp Oz if fotfdydg@r® dlz d L dgilz Azxizd" L ddrte G jiz o che
ZzOdzy© MmdzOB H j 9 O(HQuy, Eettlee & Lqps, 2815). ts ©

1dL MEHnd O tkeote' £° ] Yssrdlsdoedzy JWJClsdzj
(Bolstorff et al, 2007 Li et al, 201% Zhou et a. 201 1) . 1 0" L dzOyo " dzd " d
MOHtY Odzd £k EEOS9jO kd IffetsB ts5? N OF £ £ ) dizjcLOz dElste(tdedOm d
fce <0 jd3 EZCEY dztsg ftcdnm tSH O, dzdydds tffJjwOlsdes
Sj mndesdztsed * 4, fsoj <0k eEHdhC j@ B JtqgO o dats®
fJtWtsteddOdzlj dZOdzyO MdzOBHj o O O dOd d&ls] tdag®dzdi.jO yf
fsmzseo dzdm  J W StedzOdzin( .
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1 sfdzj HE d  f tcdtiG e - dHigfjLCOs iz ] f sdzse dzd &0 § tetsy J
WEd yd - Qadgaf a3g , sfmdisdh? j 20 ° § ~nd  JwOtnd O Wk
fsmizseo dzdn Y k&S yd © & HjlsOPr gz Yohisy € fsdzf Odzj W
f sfdztse dzd ~ WEzdSyd ©0 L O duHjdlsdW¥WdqeécoOyd &2 sy
" JHdtsMisOodzj L OMIHOF detzdzy d§ OYYS £ d t8Q H lia Grrd),dz00 ts d
dzj dzO0 Ifticj A REE < tsfiD§kdnanjet al.,, 201L ¢ tcr dls j S lskztc® ftotsyy
qLotsH]  JeOownd  j WkdSyd O: ©OL®KOLEOS jd W lkdS
~nd jtwOtend  d SOt sy Mo, tcOL BBOItO’ jd&3 W EkdS y
Cstedh <j i ftesyj MO LO ftojHMISO? OF ] BHAdMO st

rdL 0" dzds®Oflsj Slskztey i sdZtsp dzdl~O - & HesRFAND

HdL O dzdbty Q© Hgstf 3B d dztso Olsd twOL wzd s & M@BEEY ks Z@EEy J
HO '] thpojef tg ] g 2 K Od W@ H 46 jOYf kstitezts o dzd = ftetsyj MO
tcOLoats” COwOCIsjtedhj HEZeBtosydetsMmls. sOts IsOC Qo , |
L&ZYfteOs” OF § fistiojuff) OB®, dL B d&ZOMIsd dda HedA@ydts
L Of smdzj dzd - . dbterdlsy CIskztcO f shdztse dzd ftesyd MO
d d&stf dzj d3j dastf @Oz tcj HiEzL j[<dO HftedSCOLEZ ] Bsclkz<dasml
f sfdztse dzd n ftesyd MO dassie d d3ts dzk @@rdzisizO ( fHig HAgs © | ¢ s
FftcOo?>Olsd) d ojtlsdOdzdests (Mo OCd dBSHJdz My By
(Sikavica & Hernaus, 2011).

4112.s sdzls j € Mls dAf s@@ Y@ O §ofdsoddd fsyj fd ko

stsdzlsj SMls " jJ HJWJdzdMmMOdz ¢ Ofts Mmoad@s Of dSdat 506 deaPE):
ElsdyoOlsd ZzO dLeth joj f sdzse dzts ¢ ftesyd MO ( Kr
fcHOLEZB] 90 WOCItste] dqL Stk j 0 d Sstdmlsd f
fdMmisj BOLALOYJddAtse dr dBJ IstsH Okt als2DEdzd ¢ Ots dlds s fry I o
sC o ditel (J dzcBRM Context Framewojk(Johns, 2006)f tc j HMIs©ea > © MY J yd &
Codz JezteOyd " 2 Stsdzlsy SMmMlsdzgdr WOSISSteO® d ftelzy © 3
sH JLBdto Oddr L OfuayO0C O, COHO ‘" j tjy

O Bd kM jh dzs BHGCBO StcpdBREADO MEdipibcd afip@zj dL C
tcj dzj o Odzlsdzed Cwdzlsj CMmls ¢ | ¢tsazls ]  fipls dgyp HzliHCtot@r o d
fsHteh Ck fted dqHjdsdWdSOyd d d OdOdzdL d tj dzj o Od
9jhlsddz0 d dB@BjlssHO Mjls? doadrs d2O0O B O° Ctdlsj ¢ Mmis.
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tcOL df CEOC s ffoL i BERLYEO "MIsts Mk o j dzd yd d&zO, HJ dzO s dzt
dzz Iifadg HEC 9 Q@® NiIsts ° j (Ve Brockettaly 261 )Y OL Ed3j 9 OF §
Sdzls j SMisdztse B8CodicO tdBEseckz< 0w 1Y todiidOjclisdzt®©'s Off) ¢ Is [
d Mlseo Ot O |  joWtg jSCHIsoFtofrpllefiny Is d JWdeomdesmisd . &
fijtemtf jCIsdod E EftcOe? 0k ftesyd md i30 uvH B tcd dats i d
ftoejHEL J<E

ltcod Cwdzlsj CMmisded WO Bste, jybfhtg dusH]dgtOgzgtss Oy d ° j o
ftoj HEd G j¢ OH O d di3f dzj 34 dzls  te@ yifj )G WBP) 1 fstiBO O ¢j @zc
VIIHdtej Slsdes EIsdylkz dzO0 de®Wdf daz@ o3 i) ez tdzls POy qf B34l ¢ 4 dz
sjrdzd S O. 10 ftodd3j RosemdmnS28ldzdBermer @ Hiskstar® 2003)
cOL &z soa Odzs j S M dzsOIsOyd " & d dhlessdyHded Of tgga d ¢ O
fsufmisdui SfkdidLOyd &, O Htkzed ddasoOyd: j.
ftso j<O0 jWdSOMmdesflsd d dWwWdeomdztsmisd ftetsyj M
EftcOo?> Oysdr ftedmszf O d bkjrddSt0O0 EzftwDdMjOC O {1t
fteddid © ' § tcOHEY jusf@sdpjow@shisd Jd thlse Ok O
fsBts?”h OF O. ltedmlszfd EftcOo? OO0 Co0dzdlsj Istsds,
ftesyi MO d EMCdkO' jdtsmls My Jteddkd 'k ttOHd N
d S zsObOyd z.vIRMBSiE P HJod@gduc OF g dzAfcleads Y j MBS dL o s
f shdzseo dzd = B Hj dzO. ltedlssdd StedMmisd detseaj Isj a dat
¢ ts 3z dzd (RDspdhantz, 204rR OC 8 Mk d §sBS?hOSO  ddzse Oyd
vIiIisBdudes M WsCEMJLO d2ZO " jHOd tSH d2Oo j HJ dzd n
i tc sy JSgdiy) Governator& Namiri, 2007. [ j dz2OV jted sy MO dBscO L
ftedzOectsHdIsd fMets® Htedmlskzf EftcOo® Ok Ek L Os dfMmdats

sdzjHj<d Csdas] ¢ fmlsdedf WisQL) dsiEd fHieljdRifh@F ] 0o ?

tOL dzdudisd a3 § smdztse ded g to df fipldsdySl in d df@,ts y JSHE@&E O 5] dzls § ©
fdztsy j detsfls, Ctoj Olsdodetsils d o Oted ' OBdddehl) d fmd

Fqd3jdet §° Okf@j iz €@ SdalsjSMmisdedn W OSCIstsk
HO uiiidstsy d Yted d3sd ded Isqd ff tzj HetoOw jdzofducf L thhtdfishpiisclz Y iz
C sz tafy Isias] HiZH G K'EE & ¢ joo | € O¥kOCgtH nNEdS 2.6t
Hj &zOls dzsfils , § tb fij dizE dpak@zD tc @ .
SOCIfBjOddL ' j] k ©OLddyudlsdd sStky s dko,
Hdd3j dzL d " 2. 5§ WDy gz] § COtcOCISQPd MBS jj dfsHl istinbizlz] < j
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oL &zdydlsd ddeotsd Codlbtj dsdshisd d dajdLejndsh
0Oy dzs ftd HjWdddMOS E d fuhldydesddeOs &z dddyd: C

(WIS OMDiesORIsj 00 L dBOCISsBOSEiISH 66 Mfls@ StcOC
Mo OCts” ddadiyytftcPBDOo O BEH] dHjdzZsdWdE Oy © € tsdz
f tod d34 ¢ dwo® IBpcke, Schmiedel, Recker, Trkman, Mertens & Viaene, 2014).
stsdzlsj EMisdzed tSCoadtc keotsHd GCtdzsy € mlsdzj WOCIstste
HdMSEMd O d dHjdsdWdeoydh @O Stctef@.d yge@h O ¢ Ggzls jfr
mMroOlsd, IstcjBO SHOBKGOISd d Htwdag) dzdlsd Ctsdzlsj € Mmisd

sOCB M GCdlsjCMmisded WOCIted B 0O & ftelssS
ftcOIsd ddzduwldl O deas@ -~ sHdz2O0 " §J O 9HZOT IQGSyAS t§ tztlsd tc O d
Codzlsj S Mo jlesRgWrOd3 1 © fted d3d to, sy Jf tod 8 a5 G803 f to 1S «
otej d3dj dzO d dzO SO ZOuyddz ftesdpjldgbE Mdsikz®ld ( ko
Brockeet al., 2014

1JSd BH djHtMsOOCO stdlsjCfsdse SCodied ¢
Cdalsj WiPEdedsted dLojHjded dL Stdasj S mlseddly OBt
hlss “j vfw©0o?0% ] bkCbkyddd CoOddlsjksdk. vOSE' .
sCodtcO® ddfmMkz ©OL B3OIstcOdzd d3d ' EMtsBdad BHdzsMd € ts5¢
B Elsdd, &j' htsdasj a,0ozdtedd k®tsH §c§hah, War
o J dzd Ydedp® iz lgkpj dz0 e Odzd L Offtsdia de j BfFlEBdzd H IS4
al,2010)zlsote' £k HO Isdf Hj &OlsdssHsg H kds g de dgdhs
ftesyd mMo. [J' kilsdd, dz0 o § W0} ded § d2isitsipls®@yd Od HPS fHl
dzOo jHjdese stsdzlsj CMisdetse tsCoadte® dzgj bEBOTEZ' k2 ¢ joc
% OC Ik swONE®Iste® M “jHddd SH ¢ d&Os @l IMeOL &ZsE O ¢

4113r dotslsded YyqdS ki EfwOo? O 0 fshmhssddd §isy,j

stsdypfBftcsdL daeOLfJr 8 OISO © HO ftesyjmd ddiO"
SHdchds oL ot daj WoLJ. J IslH | dz j Biystfdsds lprdesss  y d €
management life cycle mojied d3ts ¢ Zkt©jprOz LH X dagpH j] h dqtekz Mdzd Sk Mmd
dretwh j ftejydLdd Jj §tetsyjda.

[ SH] d&z ) do lsdeh dts fydifazxiy M Oz mistelz*° | ttOL dzd yd
stccOdzdL 59 O° 0O ftesyj MO tc @Brafke & derslings R01G . sBis? h OF (
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C? bydsj bfweasjsdzids ydS dkzfkz LitOs? OS{Os Mifss dzsidd d
OdzOdzd Isd yOtelz ddzd s @izl szl dgts did dzBE Fiedr@ P FyJ MO
Odz0dzd L dteO¢ § ftetsyd Mded s BsHdRQ © d e d 36 dz@ dzYf ts i dy®-
s j O dzts k©clzt Of 50 Odzd s & W OLd Josf dzj ogj delsOyd  j d du

t OL dzdydilsd Oklststed dzOo sH J HtezeOuyud d dzdots
Ny dotslsdats @ yd S dzlz fif @ ) dztf ded@dd d3 O “ff BetdsdySj Gnudiydiztdd dzO ° yJ M < §
tcOL BOIstcOdzd tHig p isdrdasd WU MO EZftcOo > OF O ftetsyd Mo

UOB jJ4&0O AOL ] Ydoatsbkdtse yqdqeazemo kEfttOo? O 0 s
ke o 5 = 8 |- O) -
0|00 |,0 0O s |2 o 8 J‘§

. T & =y R © N =y )

ANOLY E ydoslditsd | {-D;._bg._b o | . m:—bs v
Zlststg B-ls = = H O |=|8 7| v ©
o d - D o B g fal o 2 |Ble v B
r8|lag 8| B | o |g|a8 8o
X Y>> | — Y>> | 0nwm™>= = — 0w = w —
Van der Aals(2004a) * o *
Netjes, Reijers & Van der Aalst(2006 * o * *
Weske (2007) * o *
Verma (2009) * * * ** *
Dumas, LaRosa, Mendling & Reijer:
* * * * * *
(2016)

RLoBSte: ¢kttt

10 shdetsoz ftejedzj HO ftsdzk’ jdzdme WOLO tsH Miste(
Mk O yjh<j d&Oets' jdplAOL] ydesldtse yqdqeékzmo
U0 HdL O dz TfsBENFjofPIsO dHj dZsd¥WdSOyd & gyl MO,
ftesy] dalz,
U CsdaW deokzteOfysHtOL Edsj o0 Htodftej dsz dL oteh dzd m 1
CsdemMlstczd MOdzdr HdL O d20 ftetsyj MO,
O dLotehif SHtcOL EZd3j o0 toj OdzdL Oyd & ftesyj MO,
U Hd " OcileBE Byl  J dzZOH G dzj HOC j d OdOdzdL iz toj C
skCtcdo O 0 e d BOfdjBdEi<dksmnlsd L O kdz

sO¢t " j Gtk ifg] HipQEe@Ey deth- dzj f o) C dHdzd &3
fedmlskzf VfwOo? 050 fsyjfMddo d Sjcse xydoslkd
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fesdj dZOBO. whktscO, dzjSd QO S 0o EiSH | O st
YqS &zt MO ki tc0s ? (Oumdd et fili2eie) S e isKg o wsikji y dRje 1t .

(S0 COLOChjtedhj ftdkOcts' OoPhjH g =g dzB kB0 L
MOotejdsj dedR HBMisdedz<O dodistedOoydsd) ISjodsdksed

10dd3j, k2 bsCkz dqLes' j$ O ftesyj MO dzj st d
Bselsmls " jJ HOIO Isj ¢ dOCtsd LOswh jlsCO sy M
l i<ddz0 MmMdmlsj B3O ted " j dzZsdmMOdzdrn 20 f sfmdztse dzj f tot
toj OdzdL " & f§smzseodsd fHtesyjfm 5 Odzetstedlsdisk f to
dLreth j® 0. QdyCoiifal) dzf j Odzd L Oyd d fsyj MOOdO ™ yj "
HO keoetH] ftoRBid k& btsStk MOBse dqLet' jT O {tfs
HsBd jdedh btsCtd ¢ jetsotsd dLoets' jSO d BteLj fteod
{ot Mmj YMmiedts tHdshd @O g dhyd O©da@f | his Qi
ojedwdslz jJ (dO ftddBite ftsyimd JdhsteOyds O O c
1 20 @ o@dzd IsOIsd o dzz  ff tetsd3j dzlz, E Itsd3 Mmdd fiydziz, o
ftcj oOLddzOL j O dOojHjddr MdzOBsmMisHolf kiis®d ) OO
f sfdztse dzd d3 (Precssy Jifrjmfy dd@nifesto, 2012).

1.r § W ddedf 2. ltwdf
yd? jeo 0o ftes j¢C
6 . ANOL O
. d Hd® Oc¢
1 s¢€kh O
f sBts? h(
5. A0L0

dLeteh j 0O
dzOH G dzj H

3. AOL
tGJHq'Lo: $t5d3|Zqug‘
dM Ot OH ¢

v dzd 407  ZOBG US d BSH | dz O dref tolOdzR © ¢ Pd ¥ detiyfigzts o dzd o

RL o BE:dzO0c 5' | itz effl tdjgdg@2&1K) Evolutith of the BPM Lifecycl€onference:
Federated Qaerence on Computer Science and Information Syst20as211.
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VvME ZOHE MO ¢ tsdzy juflisiie BO i o HFOERdIUR Brd o slsdese  yd
(ddzd CoDC . Isto@Ed®BdySd dsHjdz Yy dotlsdatse Yo
Hij<jCEBWNEgIgWski, 2018
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