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ʆʩʪʚʘʨʝˁʝ ʢʦʥʢʫʨʝʥʪʩʢʝ ʧʨʝʜʥʦʩʪʠ ʫ ʩʘʚʨʝʤʝʥʠʤ ʫʩʣʦʚʠʤʘ 

ʧʦʩʣʦʚʘˁʘ ʩʚʦʿʝʚʨʩʥʠ ʿʝ ʠʟʘʟʦʚ. ʇʨʝʜʫʟʝ˂ʘ, ʩʚʝ ʯʝʰ˂ʝ, ʦʜʛʦʚʦʨ 

ʧʨʦʥʘʣʘʟʝ ʫ ʫʩʚʘʿʘˁʫ ʧʨʦʮʝʩʥʝ ʦʨʠʿʝʥʪʘʮʠʿʝ. ʇʦʩʤʘʪʨʘˁʝ 

ʧʦʩʣʦʚʘˁʘ ʠʟ ʧʝʨʩʧʝʢʪʠʚʝ ʧʨʦʮʝʩʘ, ʫʩʢʣʘʹʝʥʠʭ ʩʘ ʩʪʨʘʪʝʛʠʿʦʤ ʠ 

ʫʩʤʝʨʝʥʠʭ ʥʘ ʟʘʭʪʝʚʝ ʢʫʧʘʮʘ, ʦʩʠʛʫʨʘʚʘ ʥʠʟ ʙʝʥʝʬʠʪʘ ʠ, ʫ 

ʢʦʥʘʯʥʦʤ, ʜʦʧʨʠʥʦʩʠ ʨʘʩʪʫ ʧʨʦʬʠʪʘʙʠʣʥʦʩʪʠ ʧʨʝʜʫʟʝ˂ʘ. 

ʄʝʹʫʪʠʤ, ʫʩʚʘʿʘˁʝ ʧʨʦʮʝʩʥʝ ʦʨʠʿʝʥʪʘʮʠʿʝ ʿʝ ʩʣʦʞʝʥ ʧʨʦʿʝʢʘʪ 

ʢʦʿʠ ʟʘʭʪʝʚʘ ʫʣʘʛʘˁʘ, ʠ ʚʨʝʤʝʥʘ ʠ ʩʨʝʜʩʪʘʚʘ. ʉʪʦʛʘ ʩʫ 

ʬʦʨʤʫʣʠʩʘʥʠ ʤʦʜʝʣʠ ʟʨʝʣʦʩʪʠ ʢʘʦ ʧʦʜʨʰʢʘ ʧʨʝʜʫʟʝ˂ʠʤʘ ʧʨʠ 

ʨʘʟʚʦʿʫ ʩʧʦʩʦʙʥʦʩʪʠ ʫʧʨʘʚˀʘˁʘ ʧʦʩʣʦʚʥʠʤ ʧʨʦʮʝʩʠʤʘ. ʇʨʦʮʝʥʘ 

ʜʦʩʪʠʛʥʫʪʦʛ ʥʠʚʦʘ ʟʨʝʣʦʩʪʠ ʧʨʝʜʫʟʝ˂ʘ, ʫ ʧʦʛʣʝʜʫ ʫʧʨʘʚˀʘˁʘ 

ʧʨʦʮʝʩʠʤʘ, ʚʨʰʠ ʩʝ ʥʘ ʦʩʥʦʚʫ ʥʠʚʦʘ ʨʘʟʚʠʿʝʥʦʩʪʠ ʬʘʢʪʦʨʘ 

ʟʨʝʣʦʩʪʠ ʫʧʨʘʚˀʘˁʘ ʧʦʩʣʦʚʥʠʤ ʧʨʦʮʝʩʠʤʘ.  

ʅʘ ʙʘʟʠ ʦʙʠʤʥʝ ʣʠʪʝʨʘʪʫʨʝ, ʢʨʦʟ ʧʨʠʢʘʟ ʧʨʦʮʝʩʥʝ ʦʨʠʿʝʥʪʘʮʠʿʝ ʠ 

ʥʘ ˁʦʿ ʟʘʩʥʦʚʘʥʦʛ ʫʧʨʘʚˀʘˁʘ ʧʦʩʣʦʚʥʠʤ ʧʨʦʮʝʩʠʤʘ ʠ ʤʦʜʝʣʘ ʟʘ 

ʧʨʦʮʝʥʫ ʜʦʩʪʠʛʥʫʪʦʛ ʥʠʚʦʘ ʟʨʝʣʦʩʪʠ, ʩʪʚʦʨʝʥʘ ʿʝ ʧʦʣʘʟʥʘ ʦʩʥʦʚʘ 

ʟʘ ʫʥʘʧʨʝʹʝˁʝ ʤʦʜʝʣʘ ʟʘ ʫʧʨʘʚˀʘˁʝ ʧʦʩʣʦʚʥʠʤ ʧʨʦʮʝʩʠʤʘ. 

ʄʦʛʫ˂ʥʦʩʪʠ ʟʘ ʫʥʘʧʨʝʹʝˁʝ ʠʜʝʥʪʠʬʠʢʦʚʘʥʝ ʩʫ ʠ ʥʘ ʦʩʥʦʚʫ 

ʘʥʘʣʠʟʝ ʧʦʚʝʟʘʥʦʩʪʠ ʫʧʨʘʚˀʘˁʘ ʧʦʩʣʦʚʥʠʤ ʧʨʦʮʝʩʠʤʘ ʠ 

ʩʘʚʨʝʤʝʥʠʭ ʧʦʩʣʦʚʥʠʭ ʢʦʥʮʝʧʘʪʘ.  

ʋ ʜʝʣʫ ʜʠʩʝʨʪʘʮʠʿʝ ʢʦʿʠ ʩʝ ʦʜʥʦʩʠ ʥʘ ʝʤʧʨʠʿʩʢʦ ʠʩʪʨʘʞʠʚʘˁʝ 

ʘʥʘʣʠʟʠʨʘ ʩʝ ʩʪʘˁʝ ʢʨʠʪʠʯʥʠʭ ʬʘʢʪʦʨʘ ʟʨʝʣʦʩʪʠ ʫʧʨʘʚˀʘˁʘ 

ʧʦʩʣʦʚʥʠʤ ʧʨʦʮʝʩʠʤʘ ʫ ʧʨʝʜʫʟʝ˂ʠʤʘ ʫ ʈʝʧʫʙʣʠʮʠ ʉʨʙʠʿʠ ʨʘʜʠ 

ʦʪʢʨʠʚʘˁʘ ʫʩʢʠʭ ʛʨʣʘ, ʫ ʩʤʠʩʣʫ ʥʠʚʦʘ ʨʘʟʚʠʿʝʥʦʩʪʠ ʧʦʿʝʜʠʥʠʭ 

ʬʘʢʪʦʨʘ, ʢʦʿʘ ʩʝ ʤʦʛʫ ʥʝʛʘʪʠʚʥʦ ʦʜʨʘʟʠʪʠ ʥʘ ʫʢʫʧʥʫ ʧʨʦʮʝʩʥʫ 

ʟʨʝʣʦʩʪ ʧʨʝʜʫʟʝ˂ʘ. ʅʘ ʙʘʟʠ ʦʮʝʥʝ ʟʥʘʯʘʿʥʦʩʪʠ ʠʜʝʥʪʠʬʠʢʦʚʘʥʠʭ 

ʬʘʢʪʦʨʘ ʟʨʝʣʦʩʪʠ ʦʜ ʩʪʨʘʥʝ ʤʝʥʘ˅ʤʝʥʪʘ ʘʥʢʝʪʠʨʘʥʠʭ ʧʨʝʜʫʟʝ˂ʘ, 



 
 

ʬʦʨʤʫʣʠʩʘʥ ʿʝ ʦʢʚʠʨ ʟʘ ʧʦʚʝ˂ʘˁʝ ʧʨʦʮʝʩʥʝ ʟʨʝʣʦʩʪʠ ʧʨʝʜʫʟʝ˂ʘ. 

ʎʠˀ ʨʘʟʚʦʿʘ ʥʘʚʝʜʝʥʦʛ ʦʢʚʠʨʘ ʿʝ ʫʥʘʧʨʝʹʝˁʝ ʩʧʦʩʦʙʥʦʩʪʠ 

ʫʧʨʘʚˀʘˁʘ ʧʦʩʣʦʚʥʠʤ ʧʨʦʮʝʩʠʤʘ ʫ ʧʨʝʜʫʟʝ˂ʠʤʘ ʫ ʈʝʧʫʙʣʠʮʠ 

ʉʨʙʠʿʠ, ʪʝ ʧʦʚʝ˂ʘˁʝ ʧʨʦʮʝʩʥʝ ʟʨʝʣʦʩʪʠ ʧʨʝʜʫʟʝ˂ʘ. 
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ʦʭʨʘʙʨʠʚʘˁʝ, ʥʝ ʩʘʤʦ ʫ ʪʦʢʫ ʠʟʨʘʜʝ ʜʠʩʝʨʪʘʮʠʿʝ, ʚʝ˂ ʫ ʩʚʘʢʦʿ ʞʠʚʦʪʥʦʿ ʩʠʪʫʘʮʠʿʠ.  

 

ɹʝʟʛʨʘʥʠʯʥʦ ʩʘʤ ʟʘʭʚʘʣʥʘ ˂ʝʨʢʠ ʠ ʩʠʥʫ ʟʘ ʩʚʫ ˀʫʙʘʚ ʠ ʦʩʤʝʭʝ ʢʦʿʠ ʩʫ ʠʟʚʦʨ ʤʦʿʝ ʩʥʘʛʝ ʠ 

ʚʦˀʝ ʟʘ ʨʘʜʦʤ ʠ ʫʧʦʨʥʦʰ˂ʫ. 

 

ʍʚʘʣʘ ʩʚʠʤ ʜʨʘʛʠʤ ˀʫʜʠʤʘ ʢʦʿʠ ʩʫ ʚʝʨʦʚʘʣʠ ʫ ʤʝʥʝ ʠ ʧʦʜʨʞʘʣʠ ʤʦʿʝ ʘʤʙʠʮʠʿʝ. 
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1 

 

ʋɺʆɼ 

ʉʘʚʨʝʤʝʥʝ ʫʩʣʦʚʝ ʧʦʩʣʦʚʘˁʘ ʢʘʨʘʢʪʝʨʠʰʝ ʜʝʿʩʪʚʦ ʚʝʣʠʢʦʛ ʙʨʦʿʘ ʨʘʟʥʦʚʨʩʥʠʭ 

ʬʘʢʪʦʨʘ. ʇʨʝʜʫʟʝ˂ʘ ʫ ʪʘʢʚʠʤ ʫʩʣʦʚʠʤʘ ʤʦʨʘʿʫ ʩʪʘʣʥʦ ʧʨʦʥʘʣʘʟʠʪʠ ʥʦʚʝ ʥʘʯʠʥʝ 

ʦʜʛʦʚʦʨʘ ʥʘ ʫʪʠʮʘʿʝ ʠʟ ʦʢʨʫʞʝˁʘ. ɱʝʜʘʥ ʦʜ ʥʘʯʠʥʘ ʢʦʿʠ ʤʦʞʝ ʦʩʠʛʫʨʘʪʠ ʚʠʩʦʢʫ 

ʘʛʠʣʥʦʩʪ ʧʨʝʜʫʟʝ˂ʘ ʠ ʦʩʪʚʘʨʝˁʝ ʝʬʠʢʘʩʥʦʩʪʠ ʧʦʩʣʦʚʘˁʘ ʿʝʩʪʝ ʫʩʚʘʿʘˁʝ ʧʨʦʮʝʩʥʝ 

ʦʨʠʿʝʥʪʘʮʠʿʝ.  

ʇʨʝʜʫʟʝ˂ʝ ʩʘ ʠʤʧʣʝʤʝʥʪʠʨʘʥʠʤ ʧʨʦʮʝʩʥʠʤ ʧʨʠʩʪʫʧʦʤ ʩʪʨʫʢʪʫʨʠʨʘʥʦ ʿʝ ʥʘ 

ʥʘʯʠʥ ʢʦʿʠ ʦʤʦʛʫ˂ʘʚʘ ʢʨʝʪʘˁʝ ʠʥʬʦʨʤʘʮʠʿʘ, ʥʝʦʧʭʦʜʥʠʭ ʟʘ ʨʝʘʣʠʟʘʮʠʿʫ ʧʦʩʪʘʚˀʝʥʠʭ 

ʮʠˀʝʚʘ, ʭʦʨʠʟʦʥʪʘʣʥʦ ʠ ʚʝʨʪʠʢʘʣʥʦ. ʇʨʦʙʠʿʘˁʝ ʙʘʨʠʿʝʨʘ ʧʦʩʣʦʚʥʠʭ ʬʫʥʢʮʠʿʘ ʫʧʨʘʚʦ 

ʧʦʜʨʘʟʫʤʝʚʘ ʧʨʦʮʝʩʥʠ ʧʨʠʩʪʫʧ ʠ ʦʩʠʛʫʨʘʚʘ ʮʝʣʦʚʠʪ ʧʦʛʣʝʜ ʥʘ ʥʘʯʠʥ ʧʦʩʣʦʚʘˁʘ 

ʧʨʝʜʫʟʝ˂ʘ, ʦʜʥʦʩʥʦ ʫʚʠʜ ʫ ˁʝʛʦʚʝ ʧʦʩʣʦʚʥʝ ʧʨʦʮʝʩʝ. ʈʘʟʥʦʚʨʩʥʠʤ ʧʦʩʣʦʚʥʠʤ 

ʧʨʦʮʝʩʠʤʘ ʢʦʿʠ ʩʝ ʧʨʦʪʝʞʫ ʜʫʞ ʨʘʟʣʠʯʠʪʠʭ ʦʨʛʘʥʠʟʘʮʠʦʥʠʭ ʿʝʜʠʥʠʮʘ ʧʨʝʜʫʟʝ˂ʝ ʩʪʚʘʨʘ 

ʘʫʪʧʫʪ. ʋʩʧʝʭ ʧʨʝʜʫʟʝ˂ʘ ʦʜʨʝʹʝʥ ʿʝ ʫʩʧʝʰʥʦʰ˂ʫ ˁʝʛʦʚʠʭ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ. ʇʨʝʤʘ 

ʪʦʤʝ, ʨʘʟʫʤʝʚʘˁʝ ʧʦʩʣʦʚʘˁʘ ʧʨʝʜʫʟʝ˂ʘ ʧʦʜʨʘʟʫʤʝʚʘ ʭʦʨʠʟʦʥʪʘʣʥʠ ʧʦʛʣʝʜ ʥʘ 

ʧʨʝʜʫʟʝ˂ʝ.  

ʇʨʦʮʝʩʥʘ ʦʨʠʿʝʥʪʘʮʠʿʝ ʿʝ ʧʨʠʤʝˁʠʚʘ ʫ ʩʚʠʤ ʦʙʣʠʮʠʤʘ ʠ ʚʨʩʪʘʤʘ ʧʨʝʜʫʟʝ˂ʘ. ʅʘ 

ˁʦʿ ʿʝ ʙʘʟʠʨʘʥ ʩʘʚʨʝʤʝʥʠ ʧʦʩʣʦʚʥʠ ʢʦʥʮʝʧʪ ʥʘʟʚʘʥ ʋʧʨʘʚˀʘˁʝ ʧʦʩʣʦʚʥʠʤ ʧʨʦʮʝʩʠʤʘ. 

ɳʝʛʦʚʘ ʠʤʧʣʝʤʝʥʪʘʮʠʿʘ ʧʦʜʨʘʟʫʤʝʚʘ ʥʠʟ ʩʫʰʪʠʥʩʢʠʭ ʧʨʦʤʝʥʘ ʫ ʦʜʥʦʩʫ ʥʘ 

ʪʨʘʜʠʮʠʦʥʘʣʥʠ ʢʦʥʮʝʧʪ ʫʧʨʘʚˀʘˁʘ. ʋʚʦʜʝ ʩʝ ʥʦʚʝ ʫʣʦʛʝ, ʩʫʞʘʚʘʿʫ ʩʝ ʦʚʣʘʰ˂ʝˁʘ 

ʤʝʥʘ˅ʝʨʘ ʫʟ ʧʦʚʝ˂ʘʥʦ ʦʚʣʘʰ˂ʠʚʘˁʝ ʟʘʧʦʩʣʝʥʠʭ, ʘʣʠ ʠ ʧʦʨʘʩʪ ˁʠʭʦʚʝ ʦʜʛʦʚʦʨʥʦʩʪʠ ʟʘ 

ʨʝʘʣʠʟʦʚʘʥʝ ʟʘʜʘʪʢʝ. ɸʢʮʝʥʘʪ ʿʝ ʥʘ ʜʚʦʩʤʝʨʥʦʤ ʢʨʝʪʘˁʫ ʠʥʬʦʨʤʘʮʠʿʘ ʠ ʠʟʚʝʰʪʘʿʘ ʦ 

ʨʘʜʫ, ʥʘ ʪʠʤʩʢʦʤ ʨʘʜʫ, ʘ ʩʚʝ ʫ ʮʠˀʫ ʠʩʧʦʨʫʢʝ ʦʯʝʢʠʚʘʥʝ ʚʨʝʜʥʦʩʪʠ ʢʫʧʮʠʤʘ. 

ʍʦʨʠʟʦʥʪʘʣʥʠ ʧʦʛʣʝʜ ʥʘ ʧʨʝʜʫʟʝ˂ʝ ʦʤʦʛʫ˂ʘʚʘ ʩʘʛʣʝʜʘʚʘˁʝ ʫʣʦʛʝ ʩʚʘʢʦʛ ʟʘʧʦʩʣʝʥʦʛ ʫ 

ʨʝʘʣʠʟʘʮʠʿʠ ʧʦʩʪʘʚˀʝʥʠʭ ʮʠˀʝʚʘ ʠ ʦʩʪʚʘʨʝʥʠʤ ʧʝʨʬʦʨʤʘʥʩʘʤʘ.  

ʇʦʩʣʝʜˁʠʭ ʛʦʜʠʥʘ ʧʨʦʮʝʩʥʘ ʦʨʠʿʝʥʪʘʮʠʿʘ ʧʦʩʪʘʿʝ ʰʠʨʦʢʦ ʧʨʠʤʝˁʝʥʘ. ʄʝʹʫʪʠʤ, 

ʥʠʩʫ ʩʚʘ ʧʨʝʜʫʟʝ˂ʘ ʧʦʜʿʝʜʥʘʢʦ ʫʩʧʝʰʥʘ ʫ ʫʧʨʘʚˀʘˁʫ ʧʦʩʣʦʚʥʠʤ ʧʨʦʮʝʩʠʤʘ. ʉʪʦʛʘ, 

ʥʝʦʧʭʦʜʥʦ ʿʝ ʧʨʘ˂ʝˁʝ ʩʪʘˁʘ ʧʨʝʜʫʟʝ˂ʘ ʫ ʧʦʛʣʝʜʫ ʠʤʧʣʝʤʝʥʪʠʨʘʥʠʭ ʘʢʪʠʚʥʦʩʪʠ 

ʫʧʨʘʚˀʘˁʘ ʧʦʩʣʦʚʥʠʤ ʧʨʦʮʝʩʠʤʘ, ʘʣʠ ʠ ʢʚʘʣʠʪʝʪʘ ʪʠʭ ʘʢʪʠʚʥʦʩʪʠ. ɼʦʩʪʠʛʥʫʪʠ ʥʠʚʦ 

ʫʧʨʘʚˀʘˁʘ ʧʦʩʣʦʚʥʠʤ ʧʨʦʮʝʩʘ ʧʦʜ ʫʪʠʮʘʿʝʤ ʿʝ ʨʘʟʣʠʯʠʪʠʭ ʬʘʢʪʦʨʘ, ʥʘ ʢʦʿʝ, ʩ ʜʨʫʛʝ 

ʩʪʨʘʥʝ, ʧʨʝʜʫʟʝ˂ʝ ʪʘʢʦʹʝ, ʤʦʞʝ ʜʘ ʜʝʣʫʿʝ. ʉʪʘˁʝ ʬʘʢʪʦʨʘ ʫʧʨʘʚˀʘˁʘ ʧʦʩʣʦʚʥʠʤ 



ʈʘʟʚʦʿ ʦʢʚʠʨʘ ʟʘ ʧʦʚʝ˂ʘˁʝ ʧʨʦʮʝʩʥʝ ʟʨʝʣʦʩʪʠ ʧʨʝʜʫʟʝ˂ʘ 

ɸʣʝʢʩʘʥʜʨʘ ʉʪʦʠˀʢʦʚʠ˂ ʈʘʥʹʝʣʦʚʠ˂ 
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ʧʨʦʮʝʩʠʤʘ ʦʜʨʝʹʫʿʝ ʜʦʩʪʠʛʫʪʠ ʥʠʚʦ ʟʨʝʣʦʩʪʠ ʫʧʨʘʚˀʘˁʘ ʧʦʩʣʦʚʥʠʤ ʧʨʦʮʝʩʠʤʘ ʥʘ 

ʥʠʚʦʫ ʧʨʝʜʫʟʝ˂ʘ. ʀʟ ʪʦʛ ʨʘʟʣʦʛʘ, ʧʨʘ˂ʝˁʝ ʜʦʩʪʠʛʥʫʪʦʛ ʩʪʝʧʝʥʘ ʨʘʟʚʠʿʝʥʦʩʪʠ ʫʧʨʘʚˀʘˁʘ 

ʧʦʩʣʦʚʥʠʤ ʧʨʦʮʝʩʠʤʘ ʟʘʭʪʝʚʘ ʠʜʝʥʪʠʬʠʢʦʚʘˁʝ ʢˀʫʯʥʠʭ ʬʘʢʪʦʨʘ. ʌʦʨʤʫʣʠʩʘʥʠ ʩʫ 

ʨʘʟʣʠʯʠʪʠ ʤʦʜʝʣʠ ʟʨʝʣʦʩʪʠ ʫ ʮʠˀʫ ʧʨʫʞʘˁʘ ʩʤʝʨʥʠʮʘ ʧʨʝʜʫʟʝ˂ʫ ʥʘ ʧʫʪʫ ʢʘ ʜʦʩʪʠʟʘˁʫ 

ʥʘʿʚʠʰʝʛ ʠʣʠ ʥʘʿʘʜʝʢʚʘʪʥʠʿʝʛ, ʩʘ ʩʪʘʥʦʚʠʰʪʘ ʧʨʝʜʫʟʝ˂ʘ, ʥʠʚʦʘ ʟʨʝʣʦʩʪʠ.  

ʇʨʦʙʣʝʤʘʪʠʢʫ ʧʨʦʮʝʩʥʝ ʦʨʠʿʝʥʪʘʮʠʿʝ ʢʘʨʘʢʪʝʨʠʰʝ ʘʢʪʫʝʣʥʦʩʪ, ʘʣʠ ʠ ʥʝʜʦʚʦˀʥʘ 

ʠʩʪʨʘʞʝʥʦʩʪ ʩʪʘˁʘ ʫʧʨʘʚˀʘˁʘ ʧʦʩʣʦʚʥʠʤ ʧʨʦʮʝʩʠʤʘ ʫ ʧʨʝʜʫʟʝ˂ʠʤʘ ʫ ʈʝʧʫʙʣʠʮʠ. 

ʉʪʦʛʘ, ʛʣʘʚʥʠ ʮʠˀ ʜʠʩʝʨʪʘʮʠʿʝ ʿʝʩʪʝ ʠʜʝʥʪʠʬʠʢʦʚʘˁʝ ʬʘʢʪʦʨʘ ʟʨʝʣʦʩʪʠ ʫʧʨʘʚˀʘˁʘ 

ʧʦʩʣʦʚʥʠʤ ʧʨʦʮʝʩʠʤʘ ʫ ʈʝʧʫʙʣʠʮʠ ʉʨʙʠʿʠ, ˁʠʭʦʚʘ ʘʥʘʣʠʟʘ ʠ ʥʘ ʦʩʥʦʚʫ ʪʦʛʘ 

ʫʥʘʧʨʝʹʝˁʝ ʧʦʩʪʦʿʝ˂ʝʛ ʤʦʜʝʣʘ ʟʨʝʣʦʩʪʠ ʫʧʨʘʚˀʘˁʘ ʧʦʩʣʦʚʥʠʤ ʧʨʦʮʝʩʠʤʘ ʠ ˁʝʛʦʚʦ 

ʧʦʜʝʰʘʚʘˁʝ ʟʘ ʧʨʠʤʝʥʫ ʫ ʧʨʝʜʫʟʝ˂ʠʤʘ ʫ ʈʝʧʫʙʣʠʮʠ ʉʨʙʠʿʠ. ʋʥʘʧʨʝʹʝˁʝ ʧʦʜʨʘʟʫʤʝʚʘ 

ʧʨʦʰʠʨʝˁʝ ʫ ʧʦʛʣʝʜʫ ʦʙʫʭʚʘʪʘ ʬʘʢʪʦʨʘ ʟʨʝʣʦʩʪʠ ʧʦʣʘʟʝ˂ʠ ʦʜ ʨʝʟʫʣʪʘʪʘ ʩʧʨʦʚʝʜʝʥʦʛ 

ʝʤʧʠʨʠʿʩʢʦʛ ʠʩʪʨʘʞʠʚʘˁʘ. ʈʝʟʫʣʪʘʪʠ ʩʧʨʦʚʝʜʝʥʦʛ ʠʩʪʨʘʞʠʚʘˁʘ ʧʨʫʞʘʿʫ ʠ ʦʩʥʦʚʫ ʟʘ 

ʬʦʨʤʫʣʠʩʘˁʝ ʩʤʝʨʥʠʮʘ ʟʘ ʤʝʥʘ˅ʝʨʝ ʧʨʝʜʫʟʝ˂ʘ ʫ ʮʠˀʫ ʫʥʘʧʨʝʹʝˁʘ ʟʨʝʣʦʩʪʠ 

ʠʜʝʥʪʠʬʠʢʦʚʘʥʠʭ ʬʘʢʪʦʨʘ ʫʧʨʘʚˀʘˁʘ ʧʦʩʣʦʚʥʠʤ ʧʨʦʮʝʩʠʤʘ ʫ ʈʝʧʫʙʣʠʮʠ ʉʨʙʠʿʠ.  

ʇʨʝʤʘ ʪʦʤʝ, ʧʨʝʜʤʝʪ ʜʠʩʝʨʪʘʮʠʿʝ ʿʝ ʪʝʦʨʠʿʩʢʘ ʠ ʝʤʧʠʨʠʿʩʢʘ ʘʥʘʣʠʟʘ ʧʨʦʮʝʩʥʝ 

ʦʨʠʿʝʥʪʘʮʠʿʝ ʠ ʩʘ ˁʦʤ ʧʦʚʝʟʘʥʠʭ ʢʦʥʮʝʧʪʘ ʫʧʨʘʚˀʘˁʘ ʧʦʩʣʦʚʥʠʤ ʧʨʦʮʝʩʠʤʘ, ʤʦʜʝʣʘ ʠ 

ʬʘʢʪʦʨʘ ʟʨʝʣʦʩʪʠ. ʅʘʫʯʥʠ ʮʠˀ ʜʠʩʝʨʪʘʮʠʿʝ ʦʛʣʝʜʘ ʩʝ ʫ ʠʜʝʥʪʠʬʠʢʦʚʘˁʫ ʬʘʢʪʦʨʘ 

ʫʧʨʘʚˀʘˁʘ ʧʦʩʣʦʚʥʠʤ ʧʨʦʮʝʩʠʤʘ ʠ ʠʩʧʠʪʠʚʘˁʫ ˁʠʭʦʚʦʛ ʫʪʠʮʘʿʘ ʥʘ ʧʨʦʮʝʩʥʫ ʟʨʝʣʦʩʪ 

ʧʨʝʜʫʟʝ˂ʘ, ʦʜʥʦʩʥʦ ʥʘ ʩʧʦʩʦʙʥʦʩʪ ʫʧʨʘʚˀʘˁʘ ʧʦʩʣʦʚʥʠʤ ʧʨʦʮʝʩʠʤʘ, ʥʘ ʙʘʟʠ 

ʢʚʘʣʠʪʘʪʠʚʥʝ ʠ ʢʚʘʥʪʠʪʘʪʠʚʥʝ ʘʥʘʣʠʟʝ. ʀʩʪʦʚʨʝʤʝʥʦ ʮʠˀ ʿʝ ʠ ʦʪʢʨʠʚʘˁʝ ʫʩʢʠʭ ʛʨʣʘ, ʫ 

ʩʤʠʩʣʫ ʥʠʚʦʘ ʨʘʟʚʠʿʝʥʦʩʪʠ ʧʦʿʝʜʠʥʠʭ ʬʘʢʪʦʨʘ, ʢʦʿʘ ʩʝ ʤʦʛʫ ʥʝʛʘʪʠʚʥʦ ʦʜʨʘʟʠʪʠ ʥʘ 

ʫʢʫʧʥʫ ʧʨʦʮʝʩʥʫ ʟʨʝʣʦʩʪ ʧʨʝʜʫʟʝ˂ʘ. ʇʨʘʢʪʠʯʥʠ ʮʠˀ ʿʝ ʫʥʘʧʨʝʹʝˁʝ ʩʧʦʩʦʙʥʦʩʪʠ 

ʫʧʨʘʚˀʘˁʘ ʧʦʩʣʦʚʥʠʤ ʧʨʦʮʝʩʠʤʘ ʫ ʧʨʝʜʫʟʝ˂ʠʤʘ ʫ ʈʝʧʫʙʣʠʮʠ ʉʨʙʠʿʠ ʬʦʨʤʫʣʠʩʘˁʝʤ 

ʧʨʝʧʦʨʫʢʘ ʟʘ ʤʝʥʘ˅ʝʨʝ, ʘ ʥʘ ʦʩʥʦʚʫ ʨʝʟʫʣʪʘʪʘ ʠʩʪʨʘʞʠʚʘˁʘ. 

ʅʘ ʙʘʟʠ ʪʘʢʦ ʧʦʩʪʘʚˀʝʥʠʭ ʮʠˀʝʚʘ ʬʦʨʤʫʣʠʩʘʥʝ ʩʫ ʩʣʝʜʝ˂ʝ ʭʠʧʦʪʝʟʝ. ɻʣʘʚʥʘ 

ʭʠʧʦʪʝʟʘ ʠʩʪʨʘʞʠʚʘˁʘ ʬʦʨʤʫʣʠʩʘʥʘ ʿʝ ʥʘ ʩʣʝʜʝ˂ʠ ʥʘʯʠʥ:  

ʉʪʝʧʝʥ ʨʘʟʚʠʿʝʥʦʩʪʠ ʢˀʫʯʥʠʭ ʬʘʢʪʦʨʘ ʫʧʨʘʚˀʘˁʘ ʧʦʩʣʦʚʥʠʤ ʧʨʦʮʝʩʠʤʘ 

ʜʝʪʝʨʤʠʥʠʰʝ ʧʦʨʘʩʪ ʥʠʚʦʘ ʧʨʦʮʝʩʥʝ ʟʨʝʣʦʩʪʠ ʧʨʝʜʫʟʝ˂ʘ ʫ ʈʝʧʫʙʣʠʮʠ ʉʨʙʠʿʠ. 

ʂʘʢʦ ʙʠ ʩʝ ʫ ʧʦʪʧʫʥʦʩʪʠ ʦʩʪʚʘʨʠʣʠ ʮʠˀʝʚʠ ʠʩʪʨʘʞʠʚʘˁʘ, ʬʦʨʤʫʣʠʩʘʥʦ ʿʝ ʰʝʩʪ 

ʧʦʤʦ˂ʥʠʭ ʭʠʧʦʪʝʟʘ, ʯʠʿʝ ˂ʝ ʪʝʩʪʠʨʘˁʝ ʜʦʧʨʠʥʝʪʠ ʦʩʪʚʘʨʝˁʫ ʮʠˀʘ ʠʩʪʨʘʞʠʚʘˁʘ: 
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ʍ1. ʋʧʨʘʚˀʘˁʝ ʧʦʩʣʦʚʥʠʤ ʧʨʦʮʝʩʠʤʘ ʫʚʦʜʠ ʩʫʰʪʠʥʩʢʝ ʧʨʦʤʝʥʝ ʫ ʬʫʥʢʮʠʦʥʠʩʘˁʝ 

ʧʨʝʜʫʟʝ˂ʘ, 

ʍ2. ʂʨʝʪʘˁʝ ʧʨʝʜʫʟʝ˂ʘ ʢʨʦʟ ʬʘʟʝ ʟʨʝʣʦʩʪʠ ʫʧʨʘʚˀʘˁʘ ʧʦʩʣʦʚʥʠʤ ʧʨʦʮʝʩʠʤʘ ʥʠʿʝ 

ʣʠʥʝʘʨʥʦ, 

ʍ3. ʄʦʜʝʣʠ ʟʨʝʣʦʩʪʠ ʫʧʨʘʚˀʘˁʘ ʧʦʩʣʦʚʥʠʤ ʧʨʦʮʝʩʠʤʘ ʤʝʹʫʩʦʙʥʦ ʩʫ ʢʦʤʧʘʪʠʙʠʣʥʠ, 

ʍ4. ʋʧʨʘʚˀʘˁʝ ʧʦʩʣʦʚʥʠʤ ʧʨʦʮʝʩʠʤʘ ʧʨʝʜʩʪʘʚˀʘ ʪʝʤʝˀ ʠʤʧʣʝʤʝʥʪʘʮʠʿʝ 

ʩʘʚʨʝʤʝʥʠʭ ʧʦʩʣʦʚʥʠʭ ʢʦʥʮʝʧʘʪʘ, 

ʍ5. ʇʨʠʩʫʪʥʘ ʿʝ ʧʦʟʠʪʠʚʥʘ ʢʦʨʝʣʘʮʠʿʘ ʠʟʤʝʹʫ ʜʦʩʪʠʛʥʫʪʦʛ ʥʠʚʦʘ ʨʘʟʚʠʿʝʥʦʩʪʠ 

ʢˀʫʯʥʠʭ ʬʘʢʪʦʨʘ ʧʨʦʮʝʩʥʝ ʟʨʝʣʦʩʪʠ ʠ ʦʩʪʚʘʨʝʥʠʭ ʨʝʟʫʣʪʘʪʘ ʧʨʝʜʫʟʝ˂ʘ ʫ ʈʝʧʫʙʣʠʮʠ 

ʉʨʙʠʿʠ, 

ʍ6. ʂˀʫʯʥʠ ʬʘʢʪʦʨʠ ʫʧʨʘʚˀʘˁʘ ʧʦʩʣʦʚʥʠʤ ʧʨʦʮʝʩʠʤʘ ʥʘ ʨʘʟʣʠʯʠʪʠʤ ʥʠʚʦʠʤʘ 

ʟʨʝʣʦʩʪʠ ʧʨʝʜʫʟʝ˂ʘ ʫ ʈʝʧʫʙʣʠʮʠ ʉʨʙʠʿʠ ʧʦʜʫʜʘʨʘʿʫ ʩʝ ʩʘ ʦʥʠʤʘ ʢʦʿʠ ʢʘʨʘʢʪʝʨʠʰʫ 

ʨʘʟʚʠʿʝʥʝ ʟʝʤˀʝ. 

ʂʘʢʦ ʩʝ ʜʠʩʝʨʪʘʮʠʿʘ ʩʘʩʪʦʿʠ ʠʟ ʪʝʦʨʠʿʩʢʦʛ ʠ ʝʤʧʠʨʠʿʩʢʦʛ ʜʝʣʘ ʢʦʨʠʰ˂ʝʥʠ ʩʫ 

ʨʘʟʣʠʯʠʪʠ ʠʟʚʦʨʠ ʠ ʤʝʪʦʜʠ. ʊʝʦʨʠʿʩʢʠ ʜʝʦ ʜʠʩʝʨʪʘʮʠʿʝ ʦʙʫʭʚʘʪʘ ʰʠʨʦʢʠ ʧʨʝʛʣʝʜ 

ʨʝʣʝʚʘʥʪʥʝ ʣʠʪʝʨʘʪʫʨʝ ʠʟ ʦʙʣʘʩʪʠ ʧʨʦʮʝʩʥʝ ʦʨʠʿʝʥʪʘʮʠʿʝ. ʇʨʝʛʣʝʜ ʦʙʫʭʚʘʪʘ ʢˁʠʛʝ ʠ 

ʥʘʫʯʥʝ ʠ ʩʪʨʫʯʥʝ ʨʘʜʦʚʝ ʦʙʿʘʚˀʝʥʝ ʫ ʯʘʩʦʧʠʩʠʤʘ ʠ ʫ ʟʙʦʨʥʠʮʠʤʘ ʨʘʜʦʚʘ ʩʘ ʥʘʫʯʥʠʭ 

ʢʦʥʬʝʨʝʥʮʠʿʘ. ʇʨʠʢʫʧˀʘˁʝ ʣʠʪʝʨʘʪʫʨʝ ʧʦʜʨʘʟʫʤʝʚʘ ʢʦʨʠʰ˂ʝˁʝ ʨʘʟʣʠʯʠʪʠʭ ʙʘʟʘ 

ʧʦʜʘʪʘʢʘ ʠ ʠʥʪʝʨʥʝʪ ʧʨʝʪʨʘʞʠʚʘʯʘ. ʇʨʠʤʝˁʝʥʝ ʙʘʟʝ ʧʦʜʘʪʘʢʘ ʦʙʫʭʚʘʪʘʿʫ SpringerLink, 

ScienceDirect, Ebsco ʠ ʜʨʫʛʝ. ʂʦʨʠʰ˂ʝʥʠ ʩʫ ʠʥʪʝʨʥʝʪ ʧʨʝʪʨʘʞʠʚʘʯʠ www.google.com ʠ  

www.yahoo.com. ʋ ʮʠˀʫ ʦʜʚʘʿʘˁʘ ʙʠʪʥʦʛ ʦʜ ʥʝʙʠʪʥʦʛ ʧʨʠʤʝˁʝʥ ʿʝ ʤʝʪʦʜ ʘʧʩʪʨʘʢʮʠʿʝ. 

ʆʙʨʘʜʘ ʧʨʠʢʫʧˀʥʠʭ ʤʘʪʝʨʠʿʘʣʘ ʿʝ ʚʨʰʝʥʘ ʧʨʠʤʝʥʦʤ ʠʩʪʦʨʠʿʩʢʦʛ ʤʝʪʦʜʘ, ʤʝʪʦʜʘ 

ʜʝʩʢʨʠʧʮʠʿʝ, ʤʝʪʦʜʘ ʢʦʤʧʠʣʘʮʠʿʝ, ʤʝʪʦʜʘ ʢʦʤʧʘʨʘʮʠʿʝ. ʋ ʮʠˀʫ ʜʦʣʘʞʝˁʘ ʜʦ ʦʧʰʪʠʭ 

ʟʘʢˀʫʯʘʢʘ ʧʨʠʤʝˁʝʥʠ ʩʫ ʠʥʜʫʢʪʠʚʥʠ ʠ ʜʝʜʫʢʪʠʚʥʠ ʤʝʪʦʜ, ʢʘʦ ʠ ʤʝʪʦʜʠ ʘʥʘʣʠʟʝ ʠ 

ʩʠʥʪʝʟʝ.  

ʇʨʠʢʫʧˀʘˁʝ ʧʦʜʘʪʘʢʘ ʫ ʩʚʨʭʫ ʝʤʧʠʨʠʿʩʢʦʛ ʠʩʪʨʘʞʠʚʘˁʘ ʚʨʰʝʥʦ ʿʝ ʧʨʠʤʝʥʦʤ 

ʪʝʭʥʠʢʝ ʘʥʢʝʪʠʨʘˁʘ. ʂʦʨʠʰ˂ʝʥʠ ʫʧʠʪʥʠʢ ʩʝ ʩʘʩʪʦʿʠ ʠʟ ʜʚʝ ʮʝʣʠʥʝ. ʇʨʚʠ ʜʝʦ ʩʝ ʦʜʥʦʩʠ 

ʥʘ ʧʨʠʢʫʧˀʘˁʝ ʦʩʥʦʚʥʠʭ ʧʦʜʘʪʘʢʘ ʦ ʧʨʝʜʫʟʝ˂ʫ, ʘ ʜʨʫʛʠ ʥʘ ʧʨʠʢʫʧˀʘˁʝ ʧʦʜʘʪʘʢʘ ʦ 

ʩʪʘˁʫ ʢˀʫʯʥʠʭ ʬʘʢʪʦʨʘ ʟʨʝʣʦʩʪʠ ʠ ʧʦʜʘʪʘʢʘ ʦ ʟʥʘʯʘʿʥʦʩʪʠ ʬʘʢʪʦʨʘ ʫʧʨʘʚˀʘˁʘ 

ʧʦʩʣʦʚʥʠʤ ʧʨʦʮʝʩʠʤʘ, ʧʨʝʢʦ ʦʮʝˁʠʚʘˁʘ ʧʦʜʝʣʝʤʝʥʘʪʘ ʩʚʘʢʦʛ ʬʘʢʪʦʨʘ ʟʨʝʣʦʩʪʠ. ʅʘ ʪʘʿ 

ʥʘʯʠʥ ʧʨʠʢʫʧˀʝʥʠ ʧʦʜʘʮʠ ʜʘˀʝ ʩʫ ʘʥʘʣʠʟʠʨʘʥʠ ʤʝʪʦʜʠʤʘ ʩʪʘʪʠʩʪʠʯʢʦʛ ʟʘʢˀʫʯʠʚʘˁʘ 

ʥʘ ʙʘʟʠ ʧʨʠʤʝʥʝ SPSS ʩʦʬʪʚʝʨʘ. ʂʘʢʦ ʙʠ ʩʝ ʦʩʪʚʘʨʠʣʘ ʨʝʣʝʚʘʥʪʥʘ ʘʥʘʣʠʟʘ ʠ 

http://www.google.com/
http://www.yahoo.com/
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ʠʥʪʝʨʧʨʝʪʘʮʠʿʘ ʨʝʟʫʣʪʘʪʘ ʢʦʨʠʰ˂ʝʥʠ ʩʫ ʨʘʟʣʠʯʠʪʠ ʩʪʘʪʠʩʪʠʯʢʠ ʤʝʪʦʜʠ ʧʦʧʫʪ 

ʢʦʨʝʣʘʮʠʦʥʝ ʘʥʘʣʠʟʝ, ʨʝʛʨʝʩʠʦʥʝ ʘʥʘʣʠʟʝ, ʬʘʢʪʦʨʩʢʝ ʘʥʘʣʠʟʝ, ʢʣʘʩʪʝʨ ʘʥʘʣʠʟʝ ʠ 

ʘʥʘʣʠʟʝ ʚʘʨʠʿʘʥʩʝ. ʇʨʝʟʝʥʪʦʚʘˁʝ ʜʦʙʠʿʝʥʠʭ ʨʝʟʫʣʪʘʪʘ ʠʩʪʨʘʞʠʚʘˁʘ ʠʟʚʨʰʝʥʦ ʿʝ 

ʪʘʙʝʣʘʨʥʠʤ ʠ ʛʨʘʬʠʯʢʠʤ ʧʨʠʢʘʟʦʤ. 

ʉʪʨʫʢʪʫʨʫ ʜʠʩʝʨʪʘʮʠʿʝ, ʧoʨʝʜ ʫʚʦʜʘ ʠ ʟʘʢˀʫʯʢʘ, ʯʠʥʠ ʰʝʩʪ ʧʦʛʣʘʚˀʘ.  

ʋ ʋʚʦʜʫ ʿʝ ʜʝʬʠʥʠʩʘʥ ʧʨʝʜʤʝʪ ʜʠʩʝʨʪʘʮʠʿʝ ʠ ʧʦʩʪʘʚˀʝʥʠ ʮʠˀʝʚʠ ʠʩʪʨʘʞʠʚʘˁʘ. 

ɼʘʪʝ ʩʫ ʪʝʦʨʠʿʩʢʝ ʦʩʥʦʚʝ ʧʨʦʮʝʩʥʝ ʦʨʠʿʝʥʪʘʮʠʿʝ ʠ ʫʧʨʘʚˀʘˁʘ ʧʦʩʣʦʚʥʠʤ ʧʨʦʮʝʩʠʤʘ. 

ʇʨʝʜʩʪʘʚˀʝʥʝ ʩʫ ʜʝʬʠʥʠʩʘʥʝ ʭʠʧʦʪʝʟʝ, ʦʧʠʩʘʥʝ ʤʝʪʦʜʝ ʠʩʪʨʘʞʠʚʘˁʘ ʠ ʦʯʝʢʠʚʘʥʠ 

ʨʝʟʫʣʘʪʠ ʦʜ ʜʠʩʝʨʪʘʮʠʿʝ. ʅʘ ʢʨʘʿʫ ʫʚʦʜʥʦʛ ʨʘʟʤʘʪʨʘˁʘ ʜʘʪʘ ʿʝ ʩʪʨʫʢʪʫʨʘ ʜʠʩʝʨʪʘʮʠʿʝ. 

ʋ ʦʢʚʠʨʫ ʧʨʚʦʛ ʧʦʛʣʘʚˀʘ ʨʘʜʘ ʠʟʚʨʰʝʥʘ ʿʝ ʪʝʦʨʠʿʩʢʘ ʦʙʨʘʜʘ ʧʨʦʮʝʩʥʝ 

ʦʨʠʿʝʥʘʪʘʮʠʿʝ ʧʨʝʜʫʟʝ˂ʘ. ɽʚʦʣʫʮʠʿʘ ʧʨʦʮʝʩʥʝ ʦʨʠʿʝʥʪʘʮʠʿʝ ʧʨʘ˂ʝʥʘ ʿʝ ʢʨʦʟ ʫʦʯʘʚʘˁʝ 

ʪʨʝʥʜʦʚʘ ʫ ʩʪʨʫʢʪʫʠʨʘˁʫ ʧʨʝʜʫʟʝ˂ʘ. ʇʨʦʮʝʩʥʘ ʦʨʛʘʥʠʟʘʮʠʦʥʘ ʩʪʨʫʢʪʫʨʘ ʦʙʝʟʙʝʹʫʿʝ ʥʠʟ 

ʧʨʝʜʥʦʩʪʠ ʢʦʿʝ ʩʫ ʧʨʝʟʝʥʪʦʚʘʥʝ ʢʨʦʟ ʧʦʨʝʹʝˁʝ ʩʘ ʪʨʘʜʠʮʠʦʥʘʣʥʠʤ ʦʙʣʠʮʠʤʘ 

ʩʪʨʫʢʪʠʨʘˁʘ ʧʨʝʜʫʟʝ˂ʘ. ʇʨʠʢʘʟʘʥ ʿʝ ʨʘʟʚʦʿ ʧʨʦʮʝʩʥʝ ʦʨʠʿʝʥʪʘʮʠʿʝ ʧʨʠʤʝʥʦʤ ʬʘʟʥʦʛ 

ʧʨʠʩʪʫʧʘ. ʌʘʟʝ ʨʘʟʚʦʿʘ ʧʨʦʮʝʩʥʝ ʦʨʠʿʝʥʪʘʮʠʿʝ ʦʙʫʭʚʘʪʘʿʫ ʠʟʣʘʛʘˁʘ ʦʩʥʦʚʥʠʭ ʦʙʝʣʝʞʿʘ 

ʩʠʩʪʝʤʩʢʦʛ ʧʨʠʩʪʫʧʘ, ʢʦʥʮʝʧʪʘ ʣʘʥʮʘ ʚʨʝʜʥʦʩʪʠ, ʧʨʝʢʦ TQM-a, BPR-a i Six Sigme. 

ʀʤʧʣʝʤʝʥʪʘʮʠʿʘ ʧʨʦʮʝʩʥʝ ʦʨʠʿʝʥʪʘʮʠʿʝ ʫ ʩʘʚʨʝʤʝʥʠʤ ʫʩʣʦʚʠʤʘ ʧʦʩʣʦʚʘˁʘ ʦʙʝʟʙʝʹʫʿʝ 

ʥʠʟ ʧʦʛʦʜʥʦʩʪʠ ʢʨʦʟ ʦʣʘʢʰʘʥʦ ʠʜʝʥʪʠʬʠʢʦʚʘˁʝ ʢˀʫʯʥʠʭ ʘʢʪʠʚʥʦʩʪʠ ʢʦʿʝ ʜʦʧʨʠʥʦʩʝ 

ʩʤʘˁʝˁʫ ʪʨʦʰʢʦʚʘ ʧʦʩʣʦʚʘˁʘ, ʧʦʚʝ˂ʘˁʫ ʢʚʘʣʠʪʝʪʘ ʠ ʩʢʨʘ˂ʝˁʫ ʚʨʝʤʝʥʘ ʨʝʘʣʠʟʘʮʠʿʝ 

ʧʨʦʮʝʩʘ. ʋ ʦʚʦʤ ʜʝʣʫ ʩʫ ʧʨʝʜʦʯʝʥʝ ʠ ʦʩʥʦʚʥʝ ʢʘʨʘʢʪʝʨʠʩʪʠʢʝ ʧʨʦʮʝʩʥʝ ʦʨʠʿʝʥʪʘʮʠʿʝ.  

ʇʦʩʤʘʪʨʘˁʝ ʧʦʩʣʦʚʘˁʘ ʧʨʝʜʫʟʝ˂ʘ ʠʟ ʫʛʣʘ ʧʨʦʮʝʩʘ ʥʫʞʥʦ ʜʦʚʦʜʠ ʜʦ ʥʦʚʦʛ 

ʥʘʯʠʥʘ ʫʧʨʘʚˀʘˁʘ. ʇʦʤʝʥʫʪʠ ʥʦʚʠ ʥʘʯʠʥ ʫʧʨʘʚˀʘˁʘ ʦʙʨʘʹʝʥ ʿʝ ʩʠʩʪʝʤʘʪʠʯʥʦ ʫ 

ʜʨʫʛʦʤ ʧʦʛʣʘʚˀʫ ʨʘʜʘ. ʇʨʠ ʪʦʤʝ, ʫʧʨʘʚˀʘˁʝ ʧʦʩʣʦʚʥʠʤ ʧʨʦʮʝʩʠʤʘ ʧʦʜʨʘʟʫʤʝʚʘ 

ʮʝʣʦʚʠʪ ʧʨʠʩʪʫʧ, ʿʝʨ ʧʨʝʜʫʟʝ˂ʝ ʧʦʩʤʘʪʨʘ ʢʘʦ ʤʨʝʞʫ ʧʨʦʮʝʩʘ ʫ ʢʦʿʠʤʘ ʩʝ ʦʙʘʚˀʘ 

ʪʨʘʥʩʬʦʨʤʘʮʠʿʘ ʠʥʧʫʪʘ ʫ ʘʫʪʧʫʪʝ, ʧʨʠ ʯʝʤʫ ʘʫʪʧʫʪ ʿʝʜʥʦʛ ʧʨʦʮʝʩʘ ʧʨʝʜʩʪʘʚˀʘ ʠʥʧʫʪ ʟʘ 

ʜʨʫʛʠ ʧʨʦʮʝʩ. ʋ ʦʚʦʤ ʜʝʣʫ ʨʘʜʘ ʿʝ ʫʢʘʟʘʥʦ ʥʘ ʧʨʦʤʝʥʝ ʢʦʿʝ ʫʧʨʘʚˀʘˁʘ ʧʦʩʣʦʚʥʠʤ 

ʧʨʦʮʝʩʠʤʘ ʫʚʦʜʠ ʫ ʧʦʩʣʦʚʘˁʝ ʧʨʝʫʟʝ˂ʘ, ʢʘʦ ʠ ʥʘ ʧʦʪʨʝʙʫ ʧʨʝʜʫʟʝ˂ʘ ʟʘ ʧʦʩʝʜʦʚʘˁʝʤ 

ʦʜʨʝʹʝʥʠʭ ʩʧʦʩʦʙʥʦʩʪʠ ʨʘʜʠ ˁʝʛʦʚʦʛ ʘʜʝʢʚʘʪʥʦʛ ʩʧʨʦʚʦʹʝˁʘ. ɸʢʪʠʚʥʦʩʪʠ ʢʦʿʝ 

ʫʢˀʫʯʫʿʝ ʫʧʨʘʚˀʘˁʝ ʧʦʩʣʦʚʥʠʤ ʧʨʦʮʝʩʠʤʘ ʤʦʛʫ ʩʝ ʧʨʝʜʩʪʘʚʠʪʠ ʫ ʚʠʜʫ ʬʘʟʘ, ʢʦʿʝ ʩʫ 

ʦʚʜʝ ʜʝʪʘˀʥʦ ʧʨʠʢʘʟʘʥʝ. ɸ ʢʘʢʦ ʙʠ ʫʧʨʘʚˀʘˁʝ ʧʦʩʣʦʚʥʠʤ ʧʨʦʮʝʩʠʤʘ ʦʩʪʚʘʨʠʣʦ 

ʧʦʟʠʪʠʚʥʝ ʝʬʝʢʪʝ ʥʘ ʨʝʟʫʣʪʘʪʝ ʧʦʩʣʦʚʘˁʘ, ʤʦʨʘʿʫ ʩʝ ʫʚʘʞʠʪʠ ʦʜʨʝʹʝʥʠ ʧʨʠʥʮʠʧʠ. ʆʚʠ 

ʧʨʠʮʠʧʠ ʩʫ ʛʨʫʧʠʩʘʥʠ ʥʘ ʦʩʥʦʚʫ ʮʝʣʦʚʠʪʦʛ ʧʨʝʛʣʝʜʘ ʣʠʪʝʨʘʪʫʨʝ ʠ ʨʝʟʫʣʪʘʪʘ 



ʈʘʟʚʦʿ ʦʢʚʠʨʘ ʟʘ ʧʦʚʝ˂ʘˁʝ ʧʨʦʮʝʩʥʝ ʟʨʝʣʦʩʪʠ ʧʨʝʜʫʟʝ˂ʘ 

ɸʣʝʢʩʘʥʜʨʘ ʉʪʦʠˀʢʦʚʠ˂ ʈʘʥʹʝʣʦʚʠ˂ 

 

5 

ʝʤʠʨʠʿʩʢʠʭ ʠʩʪʨʘʞʠʚʘˁʘ. ʅʘ ʢʨʘʿʫ ʧʦʛʣʘʚˀʘ ʫʢʘʟʘʥʦ ʿʝ ʥʘ ʩʤʝʨ ʢʨʝʪʘˁʘ ʨʘʟʚʦʿʘ 

ʫʧʨʘʚˀʘˁʘ ʧʦʩʣʦʚʥʠʤ ʧʨʦʮʝʩʠʤʘ. 

ʊʨʝ˂ʝ ʧʦʛʣʘʚˁʝ ʨʘʜʘ ʫʩʤʝʨʝʥʦ ʿʝ ʥʘ ʧʨʦʮʝʥʫ ʥʠʚʦʘ ʨʘʟʚʠʿʝʥʦʩʪʠ ʫʧʨʘʚˀʘˁʘ 

ʧʦʩʣʦʚʥʠʤ ʧʨʦʮʝʩʠʤʘ. ɿʙʦʛ ʟʥʘʯʘʿʘ ʫʧʨʘʚˀʘˁʘ ʧʦʩʣʦʚʥʠʤ ʧʨʦʮʝʩʠʤʘ ʤʥʦʛʠ ʘʫʪʦʨʠ 

(Humphrey 1988; Zairi & Ahmed 1999; Fisher 2004; Rosemann & De Bruin, 2005; Curtis & 

Alden 2007; Hamer 2007; Van Looy, De Backer & Poels 2011) ʩʫ ʙʠʣʠ ʧʦʜʩʪʘʢʥʫʪʠ ʢʘ 

ʬʦʨʤʫʣʠʩʘˁʫ ʤʦʜʝʣʘ ʟʨʝʣʦʩʪʠ ʫʧʨʘʚˀʘˁʘ ʧʦʩʣʦʚʠʤ ʧʨʦʮʝʩʠʤʘ. ʉʫʰʪʠʥʘ ʤʦʜʝʣʘ 

ʟʨʝʣʦʩʪʠ ʦʛʣʝʜʘ ʩʝ ʫ ˁʠʭʦʚʦʤ ʧʦʪʝʮʠʿʘʣʫ ʫ ʧʦʛʣʝʜʫ ʜʦʧʨʠʥʦʩʘ ʧʨʝʜʫʟʝ˂ʫ ʥʘ ʧʫʪʫ ʢʘ 

ʜʦʩʪʠʟʘˁʫ ʥʘʿʚʠʰʝʛ ʥʠʚʦʘ ʧʨʦʮʝʩʥʝ ʟʨʝʣʦʩʪʠ. ʇʨʝʤʘ ʥʝʢʠʤ ʠʩʪʨʘʞʠʚʘˁʠʤʘ ʜʘʥʘʩ ʿʝ 

ʧʨʠʩʫʪʥʦ ʧʨʝʢʦ 200 ʤʦʜʝʣʘ ʟʨʝʣʦʩʪʠ. ʋ ʦʚʦʤ ʧʦʛʣʘʚˀʫ ʠʟʚʨʰʝʥ ʿʝ ʢʦʤʧʘʨʘʪʠʚʥʠ 

ʧʨʠʢʘʟ ʧʦʤʝʥʫʪʠʭ ʤʦʜʝʣʘ ʫʟ ʜʝʪʘˀʥʠʿʝ ʧʨʠʢʘʟʠʚʘˁʝ ʦʜʘʙʨʘʥʠʭ ʤʦʜʝʣʘ. ʂʘʢʦ ʿʝ 

ʍʘʤʬʨʠʿʝʚ ʤʦʜʝʣ ï ʄʦʜʝʣ ʟʨʝʣʦʩʪʠ ʩʧʦʩʦʙʥʦʩʪʠ (ʝʥʛʣ. Capability Maturity Model ï 

CMM) ʦʩʥʦʚ ʚʝ˂ʠʥʝ ʤʦʜʝʣʘ, ʪʦ ˂ʝ ʦʥ ʙʠʪʠ ʜʝʪʘˀʥʦ ʧʨʠʢʘʟʘʥ. ʇʦʣʘʟʝ˂ʠ ʦʜ ʪʦʛʘ ʜʘ ʩʫ 

ʤʦʜʝʣʠ ʟʨʝʣʦʩʪʠ ʚʝʦʤʘ ʩʣʠʯʥʠ, ʢʘʦ ʨʝʧʨʝʟʝʥʪʠʚʥʠ, ʫ ʧʦʛʣʝʜʫ ʢʘʨʘʢʪʝʨʠʩʪʠʢʘ, ʦʜʘʙʨʘʥ 

ʿʝ ʤʦʜʝʣ ʢʦʿʠ ʩʫ ʨʘʟʚʠʣʠ ʈʦʫʟʤʘʥ ʠ ɼʠ ɹʨʫʠʥ  ï ʄʦʜʝʣ ʟʨʝʣʦʩʪʠ ʫʧʨʘʚˀʘˁʘ ʧʦʩʣʦʚʥʠʤ 

ʧʨʦʮʝʩʠʤʘ (ʝʥʛʣ. Business process management maturity model ï BPMMM). ʊʘʢʦʹʝ, ʢʘʦ 

ʯʝʩʪʦ ʧʨʠʤʝˁʠʚʘʥ ʙʠ˂ʝ ʜʝʪʘˀʥʠʿʝ ʧʨʠʢʘʟʘʥ ʠ ʄʦʜʝʣ ʟʨʝʣʦʩʪʠ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ 

(Business Process Maturity Model - BPMM) (OMG). ʇʦʣʘʟʝ˂ʠ ʦʜ ʤʦʜʝʣʘ ʟʨʝʣʦʩʪʠ 

ʧʨʝʜʫʟʝ˂ʝ ʤʦʞʝ ʙʠʪʠ ʥʘ ʥʝʢʦʤ ʦʜ ʩʣʝʜʝ˂ʠʭ ʥʠʚʦʘ ʟʨʝʣʦʩʪʠ: ʧʦʯʝʪʥʠ ʥʠʚʦ, ʧʦʥʦʚˀʠʚ 

ʥʠʚʦ, ʩʪʘʥʜʘʨʜʠʟʦʚʘʥ ʥʠʚʦ, ʢʚʘʥʪʠʪʘʪʠʚʥʦ ʫʧʨʘʚˀʠʚ ʥʠʚʦ, ʥʠʚʦ ʢʦʥʪʠʥʫʠʨʘʥʦʛ 

ʫʧʨʘʚˀʘˁʘ. ʈʘʜʠ ʩʝ ʦ ʧʨʠʢʘʟʠʚʘˁʫ ʩʪʝʧʝʥʘ ʜʦ ʢʦʛʘ ʿʝ ʫ ʧʨʝʜʫʟʝ˂ʫ ʧʨʠʭʚʘ˂ʝʥʘ ʧʦʩʣʦʚʥʘ 

ʦʨʠʿʝʥʪʘʮʠʿʘ. ʉʚʘʢʠ ʦʜ ʧʦʤʝʥʫʪʠʭ ʥʠʚʦʘ ʟʨʝʣʦʩʪʠ ʧʦʿʝʜʠʥʘʯʥʦ ʿʝ ʦʙʨʘʹʝʥ. ʅʘ ʢʨʘʿʫ 

ʧʦʛʣʘʚˀʘ ʠʟʚʨʰʝʥʘ je ʢʦʤʘʧʨʘʮʠʿʘ ʧʨʝʟʝʥʪʦʚʘʥʠʭ ʤʦʜʝʣʘ ʠ ʧʨʠʢʘʟʘʥʘ ʫʦʯʝʥʘ 

ʦʛʨʘʥʠʯʝˁʘ ʤʦʜʝʣʘ ʟʨʝʣʦʩʪʠ ʫʧʨʘʚˀʘˁʘ ʧʦʩʣʦʚʥʠʤ ʧʨʦʮʝʩʠʤʘ. 

ʋ ʦʢʚʠʨʫ ʯʝʪʚʨʪʦʛ ʧʦʛʣʘʚˀʘ ʘʥʘʣʠʟʠʨʘʥʦ ʿʝ ʠʥʪʝʛʨʠʩʘʥʦ ʫʧʨʘʚˀʘˁʝ 

ʧʦʩʣʦʚʥʠʤ ʧʨʦʮʝʩʠʤʘ. ʋʧʨʘʚˀʘˁʝ ʧʦʩʣʦʚʥʠʤ ʧʨʦʮʝʩʠʤʘ ʧʨʠʩʫʪʥʦ ʿʝ ʫ ʧʨʘʢʩʠ 

ʧʦʩʣʦʚʘˁʘ ʧʨʝʜʫʟʝ˂ʘ ʜʫʛʠ ʥʠʟ ʛʦʜʠʥʘ, ʜʦʢ ʩʫ ʩʝ ʢʦʥʮʝʧʪʠ ʢʦʿʠ ʧʨʦʤʦʚʠʰʫ ʧʨʦʮʝʩʥʠ 

ʧʨʠʩʪʫʧ ʨʘʟʚʠʿʘʣʠ ʫ ʨʘʟʣʠʯʠʪʠʤ ʧʨʘʚʮʠʤʘ. ʆʜʘʙʨʘʥʠ ʢʦʥʮʝʧʪʠ ʧʦʩʣʦʚʘˁʘ ʙʠ˂ʝ 

ʜʝʪʘˀʥʦ ʧʨʝʜʩʪʘʚˀʝʥʠ. ʇʦʨʝʜ ʪʦʛʘ, ʙʠ˂ʝ ʠʟʚʨʰʝʥʘ ʘʥʘʣʠʟʘ ʧʦʚʝʟʘʥʦʩʪʠ ʫʧʨʘʚˀʘˁʘ 

ʧʦʩʣʦʚʥʠʤ ʧʨʦʮʝʩʠʤʘ ʩʘ ʩʚʘʢʠʤ ʦʜ ʧʨʝʟʝʥʪʠʨʘʥʠʭ ʧʨʠʩʪʫʧʘ ʧʦʥʘʦʩʦʙ. ʋʪʚʨʹʝʥʘ ʿʝ 

ʧʦʚʝʟʘʥʦʩʪ ʫʧʨʘʚˀʘˁʘ ʧʦʩʣʦʚʥʠʤ ʧʨʦʮʝʩʠʤʘ ʠ ʧʨʠʩʪʫʧʘ ʢʦʿʠ ʩʝ ʬʦʢʫʩʠʨʘʿʫ ʥʘ 

ʢʚʘʣʠʪʝʪ ʧʨʦʠʟʚʦʜˁʝ (Lean, Six Sigma...), ʘ ʟʘʪʠʤ ʠ ʚʝʟʘ ʩʘ ʢʦʥʮʝʧʪʠʤʘ ʢʦʿʠ ʧʨʦʤʦʚʠʰʫ 
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ʨʘʟʣʠʯʠʪʝ ʥʘʯʠʥʝ ʫʧʨʘʚˀʘˁʘ ʧʨʦʮʝʩʠʤʘ (SCM, BSC, BPA...). ʉ ʦʙʟʠʨʦʤ ʜʘ ʫʩʧʝʰʥʦ 

ʫʧʨʘʚˀʘˁʝ ʧʦʩʣʦʚʥʠʤ ʧʨʦʮʝʩʠʤʘ ʧʦʜʨʘʟʫʤʝʚʘ ʧʨʠʤʝʥʫ ʠʥʬʦʨʤʘʮʠʦʥʝ ʪʝʭʥʦʣʦʛʠʿʝ, ʪʦ 

ʿʝ ʘʥʘʣʠʟʠʨʘʥʘ ʧʦʚʝʟʘʥʦʩʪ ʩʘ ʚʨʣʦ ʚʘʞʥʠʤ ʩʦʬʪʚʝʨʩʢʠʤ ʧʘʢʝʪʠʤʘ - ERP, CRM. ʅʘʜʘˀʝ, 

ʧʨʝʜʦʯʝʥʦ ʿʝ ʨʘʟʣʠʢʦʚʘˁʝ ʢʦʥʮʝʧʘʪʘ ʯʠʿʘ ʩʝ ʠʤʧʣʝʤʝʥʪʘʮʠʿʘ ʙʘʟʠʨʘ ʥʘ ʋʧʨʘʚˀʘˁʫ 

ʧʦʩʣʦʚʥʠʤ ʧʨʦʮʝʩʠʤʘ ʠ ʦʥʠʭ ʢʦʿʠ ʩʫ ʧʦʜʨʰʢʘ ʋʧʨʘʚˀʘˁʫ ʧʦʩʣʦʚʥʠʤ ʧʨʦʮʝʩʠʤʘ.  

ʇʝʪʦ ʧʦʛʣʘʚˀʝ ʩʘʜʨʞʠ ʩʠʩʪʝʤʘʪʠʯʘʥ ʧʨʠʢʘʟ ʝʣʝʤʝʥʘʪʘ ʤʦʜʝʣʘ ʟʨʝʣʦʩʪʠ ʢʘʦ 

ʬʘʢʪʦʨʘ ʫʧʨʘʚˀʘˁʘ ʧʦʩʣʦʚʥʠʤ ʧʨʦʮʝʩʠʤʘ. ʅʘʿʧʨʝ ʿʝ ʧʨʠʢʘʟʘʥ ˁʠʭʦʚ ʦʜʥʦʩ ʩʘ 

ʝʣʝʤʝʥʪʠʤʘ ʧʨʝʜʫʟʝ˂ʘ. ɿʙʦʛ ʯʠˁʝʥʠʮʝ ʜʘ ʜʝʪʝʨʤʠʥʠʰʫ ʥʠʚʦ ʟʨʝʣʦʩʪʠ ʫʧʨʘʚˀʘˁʘ 

ʧʦʩʣʦʚʥʠʤ ʧʨʦʮʝʩʠʤʘ, ʝʣʝʤʝʥʪʠ ʤʦʜʝʣʘ ʟʨʝʣʦʩʪʠ ʠʤʘʿʫ ʫʣʦʛʫ ʬʘʢʪʦʨʘ ʢˀʫʯʥʠʭ ʟʘ 

ʫʩʧʝʰʥʫ ʠʤʧʣʝʤʝʥʪʘʮʠʿʫ ʫʧʨʘʚˀʘˁʘ ʧʦʩʣʦʚʥʠʤ ʧʨʦʮʝʩʠʤʘ. ɼʘ ʙʠ ʦʩʠʛʫʨʘʣʦ ʧʨʝʣʘʟʘʢ 

ʩʘ ʥʠʞʝʛ ʥʘ ʚʠʰʠ ʥʠʚʦ ʟʨʝʣʦʩʪʠ, ʧʨʝʜʫʟʝ˂ʝ ʪʨʝʙʘ ʜʘ ʩʪʘʚʠ ʥʘʛʣʘʩʘʢ ʥʘ ʨʘʟʚʦʿ ʦʥʠʭ 

ʬʘʢʪʦʨʘ ʢʦʿʠ ʩʫ ʢʨʠʪʠʯʥʠ ʟʘ ʦʜʛʦʚʘʨʘʿʫ˂ʠ ʥʠʚʦ ʟʨʝʣʦʩʪʠ ʫʧʨʘʚˀʘˁʘ ʧʦʩʣʦʚʥʠʤ 

ʧʨʦʮʝʩʠʤʘ. ʇʨʝʤʘ ʪʦʤʝ, ʬʘʢʪʦʨʠ ʜʝʪʝʨʤʠʥʠʰʫ ʥʠʚʦ ʟʨʝʣʦʩʪʠ ʫʧʨʘʚˀʘˁʘ ʧʦʩʣʦʚʥʠʤ 

ʧʨʦʮʝʩʠʤʘ, ʘʣʠ ʩʫ, ʩʘ ʜʨʫʛʝ ʩʪʨʘʥʝ, ʧʦʜʣʦʞʥʠ ʧʨʦʤʝʥʘʤʘ ʧʦʜ ʫʪʠʮʘʿʝʤ ʘʢʪʠʚʥʦʩʪʠ 

ʤʝʥʘ˅ʤʝʥʪʘ ʧʨʝʜʫʟʝ˂ʘ. ʅʘ ʦʩʥʦʚʫ ʪʦʛʘ, ʝʣʝʤʝʥʪʠ ʤʦʜʝʣʘ ʟʨʝʣʦʩʪʠ, ʢʘʦ ʬʘʢʪʦʨʠ 

ʟʨʝʣʦʩʪʠ, ʩʫ ʜʝʪʘˀʥʦ ʧʦʿʝʜʠʥʘʯʥʦ ʦʙʨʘʹʝʥʠ, ʫ ʮʠˀʫ ʧʨʠʙʣʠʞʘʚʘˁʘ ˁʠʭʦʚʝ ʫʣʦʛʝ ʠ 

ʧʨʦʥʘʣʘʞʝˁʘ ʥʘʯʠʥʘ ˁʠʭʦʚʦʛ ʫʥʘʧʨʝʹʝˁʘ. ʄʝʹʫʟʘʚʠʩʥʦʩʪ ʬʘʢʪʦʨʘ ʤʦʜʝʣʘ ʟʨʝʣʦʩʪʠ 

ʫʧʨʘʚˀʘˁʘ ʧʦʩʣʦʚʥʠʤ ʧʨʦʮʝʩʠʤʘ ʿʝ ʧʨʠʢʘʟʘʥʘ ʨʘʜʠ ʧʦʪʧʫʥʠʿʝʛ ʨʘʟʫʤʝʚʘˁʘ ʦʜʥʦʩʘ 

ʠʟʤʝʹʫ ʩʘʤʠʭ ʬʘʢʪʦʨʘ ʟʨʝʣʦʩʪʠ. ʊʘʢʦʹʝ, ʟʙʦʛ ʟʥʘʯʘʿʘ ʟʘ ʫʩʧʝʰʥʦʩʪ ʫʧʨʘʚˀʘˁʘ 

ʧʦʩʣʦʚʥʠʤ ʧʨʦʮʝʩʠʤʘ, ʠ ʦʜʥʦʩ ʬʘʢʪʦʨʘ ʟʨʝʣʦʩʪʠ ʠ ʥʠʚʦʘ ʟʨʝʣʦʩʪʠ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ, 

ʿʘʩʥʦ ʿʝ ʧʨʝʟʝʥʪʦʚʘʥ. 

ʐʝʩʪʦ ʧʦʛʣʘʚˀʝ ʨʘʜʘ ʦʙʫʭʚʘʪʘ ʝʤʧʠʨʠʿʩʢʦ ʠʩʪʨʘʞʠʚʘˁʝ. ʅʘ ʦʩʥʦʚʫ 

ʧʨʠʧʨʝʤˀʝʥʦʛ ʘʥʢʝʪʥʦʛ ʫʧʠʪʥʠʢʘ, ʥʘʤʝˁʝʥʦʛ ʤʝʥʘ˅ʝʨʠʤʘ ʥʘʿʚʠʰʝʛ ʥʠʚʦʘ ʧʨʝʜʫʟʝ˂ʘ ʫ 

ʈʝʧʫʙʣʠʮʠ ʉʨʙʠʿʠ, ʧʨʠʢʫʧˀʝʥʠ ʩʫ ʥʝʦʧʭʦʜʥʠ ʧʦʜʘʮʠ ʟʘ ʜʘˀʫ ʩʪʘʪʠʩʪʠʯʢʫ ʦʙʨʘʜʫ. 

ʊʘʢʦʹʝ, ʢʦʨʠʰ˂ʝʥʠ ʩʫ ʠ ʨʝʟʫʣʘʪʠ ʨʘʥʠʿʠʭ ʠʩʪʨʘʞʠʚʘˁʘ ʥʘ ʪʝʤʫ ʬʘʢʪʦʨʘ ʟʨʝʣʦʩʪʠ 

ʫʧʨʘʚˀʘˁʘ ʧʦʩʣʦʚʥʠʤ ʧʨʦʮʝʩʠʤʘ. ʋ ʦʢʚʠʨʫ ʦʚʝ ʛʣʘʚʝ, ʥʘʿʧʨʝ ʩʫ ʧʨʠʢʘʟʘʥʠ ʮʠˀʝʚʠ, 

ʭʠʧʦʪʝʟʝ ʠ ʤʝʪʦʜʠ ʠʩʪʨʘʞʠʚʘˁʘ. ʇʨʝʟʝʥʪʦʚʘʥʘ ʿʝ ʥʘʮʠʦʥʘʣʥʘ ʢʦʥʢʫʨʝʥʪʥʦʩʪ ʧʨʠʚʨʝʜʝ 

ʉʨʙʠʿʝ, ʫ ʩʢʣʦʧʫ ʩʘʛʣʝʜʘʚʘˁʘ ʦʩʥʦʚʥʠʭ ʦʜʣʠʢʘ ʧʨʝʜʫʟʝ˂ʘ ʫ ʈʝʧʫʙʣʠʮʠ ʉʨʙʠʿʠ, 

ʩʪʨʫʢʪʫʨʘ ʧʨʝʜʫʟʝ˂ʘ ʫ ʉʨʙʠʿʠ ʠ ʜʘʪ ʦʧʠʩ ʫʟʦʨʢʘ ʠʩʪʨʘʞʠʚʘˁʘ. ɽʤʧʠʨʠʿʩʢʘ ʘʥʘʣʠʟʘ 

ʦʙʫʭʚʘʪʘ ʪʨʠ ʜʝʣʘ. ʇʨʚʠ ʜʝʦ ʦʜʥʦʩʠ ʩʝ ʥʘ ʘʥʘʣʠʟʫ ʧʦʩʪʦʿʝ˂ʝʛ ʩʪʘˁʘ ʟʨʝʣʦʩʪʠ ʠ 

ʤʝʹʫʟʘʚʠʩʥʦʩʪʠ ʢˀʫʯʥʠʭ ʬʘʢʪʦʨʘ ʟʨʝʣʦʩʪʠ ʧʨʝʜʫʟʝ˂ʘ ʫ ʈʝʧʫʙʣʠʮʠ ʉʨʙʠʿʠ. 

ʇʨʝʜʩʪʘʚˀʝʥʘ ʩʫ ʩʘʟʥʘˁʘ ʦ ʟʘʩʪʫʧˀʝʥʦʩʪʠ ʧʨʦʮʝʩʥʦʛ ʧʨʠʩʪʫʧʘ ʢʦʜ ʧʨʠʚʨʝʜʥʠʭ 
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ʩʫʙʿʝʢʘʪʘ ʫ ʈʝʧʫʙʣʠʮʠ ʉʨʙʠʿʠ, ʦʜʥʦʩʥʦ ʫʪʚʨʹʝʥʦ ʿʝ ʫ ʢʦʿʦʿ ʩʝ ʬʘʟʠ ʧʨʦʮʝʩʥʝ ʟʨʝʣʦʩʪʠ 

ʥʘʣʘʟʠ ʚʝ˂ʠʥʘ ʧʨʝʜʫʟʝ˂ʘ ʠ ˁʝʛʦʚʝ ʧʦʚʝʟʘʥʦʩʪʠ ʩʘ ʦʩʪʚʘʨʝʥʠʤ ʨʝʟʫʣʪʘʪʠʤʘ ʧʦʩʣʦʚʘˁʘ. 

ʂʘʢʦ ʬʘʢʪʦʨʠ ʢʦʿʠ ʜʝʪʝʨʤʠʥʠʰʫ ʧʨʦʮʝʩʥʫ ʟʨʝʣʦʩʪ ʥʝʤʘʿʫ ʧʦʜʿʝʜʥʘʢ ʟʥʘʯʘʿ ʫ 

ʧʦʿʝʜʠʥʠʤ ʩʪʘˁʠʤʘ ʟʨʝʣʦʩʪʠ, ʠʟʚʨʰʝʥʘ ʿʝ ʘʥʘʣʠʟʘ ʢˀʫʯʥʠʭ ʬʘʢʪʦʨʘ ʥʘ ʧʦʿʝʜʠʥʠʤ 

ʥʠʚʦʠʤʘ ʟʨʝʣʦʩʪʠ ʫ ʧʨʝʜʫʟʝ˂ʠʤʘ ʫ ʈʝʧʫʙʣʠʮʠ ʉʨʙʠʿʠ ʠ ʧʨʝʜʫʟʝ˂ʠʤʘ ʫ ʨʘʟʚʠʿʝʥʠʤ 

ʟʝʤʘˀʘʤʘ. ʅʘʚʝʜʝʥʦ ʧʦʨʝʹʝˁʝ ʧʨʝʜʩʪʘʚˀʘ ʜʨʫʛʠ ʜʝʦ ʘʥʘʣʠʟʝ. ʊʨʝ˂ʠ ʜʝʦ ʘʥʘʣʠʟʝ 

ʧʦʜʨʘʟʫʤʝʚʘ ʠʩʪʨʘʞʠʚʘˁʝ ʟʥʘʯʘʿʥʦʩʪʠ ʠʜʝʥʪʠʬʠʢʦʚʘʥʠʭ ʬʘʢʪʦʨʘ ʟʨʝʣʦʩʪʠ ʧʨʝʜʫʟʝ˂ʘ ʫ 

ʈʝʧʫʙʣʠʮʠ ʉʨʙʠʿʠ ʢʨʦʟ ʘʥʘʣʠʟʫ ʧʦʜʝʣʝʤʝʥʘʪʘ ʩʚʘʢʦʛ ʬʘʢʪʦʨʘ. ʇʦʩʣʝ ʝʣʠʤʠʥʠʩʘˁʘ 

ʦʥʠʭ ʧʦʜʝʣʝʤʝʥʘʪʘ ʢʦʿʠ ʥʝ ʠʩʧʫˁʘʚʘʿʫ ʫʩʣʦʚʝ ʧʦʫʟʜʘʥʦʩʪʠ ʧʨʠʩʪʫʧˀʝʥʦ ʿʝ 

ʢʦʨʝʣʘʮʠʦʥʦʿ ʘʥʘʣʠʟʠ ʬʘʢʪʦʨʘ ʋʇʇ. ɼʦʙʠʿʝʥʠ ʨʝʟʫʣʪʘʪʠ ʩʫ ʧʦʩʣʫʞʠʣʠ ʢʘʦ ʦʩʥʦʚʘ ʟʘ 

ʩʧʨʦʚʦʹʝˁʝ ʢʣʘʩʪʝʨ ʘʥʘʣʠʟʝ, ʧʫʪʝʤ ʯʠʿʝ ʧʨʠʤʝʥʝ ʿʝ ʠʩʪʨʘʞʝʥʘ ʙʣʠʩʢʦʩʪ ʬʘʢʪʦʨʘ 

ʟʨʝʣʦʩʪʠ. ʅʘ ʦʩʥʦʚʫ ʜʦʙʠʿʝʥʠʭ ʨʝʟʫʣʪʘʪʘ ʢʣʘʩʪʝʨ ʘʥʘʣʠʟʝ ʩʧʨʦʚʝʜʝʥʦ ʿʝ ʫʥʘʧʨʝʹʝˁʝ 

ʤʦʜʝʣʘ ʟʨʝʣʦʩʪʠ ʫʧʨʘʚˀʘˁʘ ʧʦʩʣʦʚʥʠʤ ʧʨʦʮʝʩʠʤʘ. ʈʘʜʠ ʩʝ ʦ ʧʨʠʣʘʛʦʹʘʚʘˁʫ ʤʦʜʝʣʘ 

ʟʨʝʣʦʩʪʠ ʢʘʨʘʢʪʝʨʠʩʪʠʢʘʤʘ ʧʦʩʣʦʚʥʦʛ ʦʢʨʫʞʝˁʘ ʈʝʧʫʙʣʠʢʝ ʉʨʙʠʿʝ. ʋ ʦʚʦʤ ʧʦʛʣʘʚˀʫ 

ʿʝ ʠʟʚʨʰʝʥʘ ʜʠʩʢʫʩʠʿʘ ʨʝʟʫʣʪʘʪʘ ʠ ʥʘʚʝʜʝʥʘ ʦʛʨʘʥʠʯʝˁʘ ʩʧʨʦʚʝʜʝʥʦʛ ʠʩʪʨʘʞʠʚʘˁʘ ʠ 

ʩʢʠʮʠʨʘʥʠ ʧʨʘʚʮʠ ʙʫʜʫ˂ʝʛ ʠʩʪʨʘʞʠʚʘˁʘ.  

ʋ ʦʢʚʠʨʫ ʟʘʢˀʫʯʢʘ ʥʘ ʦʩʥʦʚʫ ʩʧʨʦʚʝʜʝʥʦʛ ʠʩʪʨʘʞʠʚʘˁʘ ʠ ʨʝʟʫʣʪʘʪʘ 

ʬʦʨʤʫʣʠʩʘʥʝ ʩʫ ʧʨʝʧʦʨʫʢʝ ʟʘ ʤʝʥʘ˅ʝʨʝ ʧʨʝʜʫʟʝ˂ʘ ʫ ʈʝʧʫʙʣʠʮʠ ʉʨʙʠʿʠ. ʇʨʝʜʩʪʘʚˀʝʥʘ 

ʿʝ ʠ ʜʠʩʢʫʩʠʿʘ ʫ ʚʝʟʠ ʠʩʪʨʘʞʠʚʘʯʢʠʭ ʭʠʧʦʪʝʟʘ.   
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1. ʊɽʆʈʀɱʉʂʀ ʆʉɺʈʊ ʅɸ ʇʈʆʎɽʉʅʋ ʆʈʀɱɽʅʊɸʎʀɱʋ ʇʈɽɼʋɿɽɴɸ 

ʋ ʦʚʦʤ ʧʦʛʣʘʚˀʫ ʧʨʝʟʝʥʪʦʚʘʥʠ ʩʫ ʪʨʝʥʜʦʚʠ ʫ 

ʩʪʨʫʢʪʫʠʨʘˁʫ ʧʨʝʜʫʟʝ˂ʘ, ʩʘ ʧʦʩʝʙʥʠʤ 

ʦʩʚʨʪʦʤ ʥʘ ʧʨʦʮʝʩʥʫ ʩʪʨʫʢʪʫʨʫ. ɼʘʪ ʿʝ 

ʧʨʠʢʘʟ ʨʘʟʚʦʿʘ ʧʨʦʮʝʩʥʝ ʦʨʠʿʝʥʪʘʮʠʿʝ ʢʨʦʟ 

ʧʨʝʟʝʥʪʦʚʘˁʝ ʢʦʥʢʨʝʪʥʠʭ ʧʨʠʩʪʫʧʘ. 

ʇʨʝʜʩʪʘʚˀʝʥʝ ʩʫ ʦʩʥʦʚʝ ʧʨʦʮʝʩʥʝ 

ʦʨʠʿʝʥʪʘʮʠʿʝ. ʋʢʘʟʘʥʦ ʥʘ ʿʝ ʢʘʨʘʢʪʝʨʠʩʪʠʢʝ, 

ʟʥʘʯʘʿ ʠ ʢʦʨʠʩʪʠ ʦʜ ˁʝʥʝ ʧʨʠʤʝʥʝ. 

1.1. ʇʨʦʮʝʩʥʘ ʦʨʠʿʝʥʪʘʮʠʿʘ ʧʨʝʜʫʟʝ˂ʘ ï ʦʜʛʦʚʦʨ ʥʘ ʩʘʚʨʝʤʝʥʝ ʠʟʘʟʦʚʝ 

ɻʣʦʙʘʣʠʟʘʮʠʿʘ, ʠʥʦʚʘʪʠʚʥʦʩʪ, ʩʚʝ ʢʨʘ˂ʝ ʚʨʝʤʝ ʧʣʘʩʠʨʘˁʘ ʧʨʦʠʟʚʦʜʘ ʥʘ 

ʪʨʞʠʰʪʝ, ʢʘʩʪʦʤʠʟʘʮʠʿʘ ʧʨʦʠʟʚʦʜʘ, ʥʘʤʝ˂ʫ ʧʨʝʜʫʟʝ˂ʠʤʘ ʧʦʩʪʠʟʘˁʝ ʦʧʪʠʤʠʟʘʮʠʿʝ 

ʧʦʩʣʦʚʘˁʘ ʫ ʧʦʛʣʝʜʫ ʙʘʣʘʥʩʠʨʘˁʘ ʟʘʭʪʝʚʘ ʨʘʟʣʠʯʠʪʠʭ ʩʪʝʿʢʭʦʣʜʝʨʘ ʫ ʚʝʟʠ ʩʘ 

ʢʚʘʣʠʪʝʪʦʤ, ʪʨʦʰʢʦʚʠʤʘ, ʬʣʝʢʩʠʙʠʣʥʦʰ˂ʫ ʠ ʚʨʝʤʝʥʦʤ. ʇʦʜ ʫʪʠʮʘʿʝʤ ʢʦʥʢʫʨʝʥʮʠʿʝ ʠ 

ʩʪʝʿʢʭʦʣʜʝʨʘ, ʧʨʝʜʫʟʝ˂ʘ ʙʠʚʘʿʫ ʧʦʜʩʪʘʢʥʫʪʘ ʥʘ ʫʥʘʧʨʝʹʝˁʝ ʧʦʩʪʦʿʝ˂ʝ ʦʨʛʘʥʠʟʘʮʠʿʝ 

ʧʦʩʣʦʚʘˁʘ.  

ʋ ʮʠˀʫ ʦʙʝʟʙʝʹʝˁʘ ʫʩʧʝʰʥʦʛ ʧʦʩʣʦʚʘˁʘ, ʩʚʝ ʯʝʰ˂ʝ ʧʨʠʭʚʘʪʘʿʫ ʥʦʚʠ ʧʨʠʩʪʫʧ 

ʧʦʩʣʦʚʘˁʫ ï ʧʨʦʮʝʩʥʫ ʦʨʠʿʝʥʪʘʮʠʿʫ. ʇʨʦʮʝʩʥʘ ʦʨʠʿʝʥʪʘʮʠʿʘ (ʝʥʛʣ. process orientation) 

(McCormack & Johnson, 2001) ʧʦʜʨʘʟʫʤʝʚʘ ʫʩʤʝʨʘʚʘˁʝ ʧʘʞˁʝ ʥʘ ʧʦʩʣʦʚʥʝ ʧʨʦʮʝʩʝ, 

ˁʠʭʦʚʦ ʧʦʩʤʘʪʨʘˁʝ ʦʜ ʧʦʯʝʪʢʘ ʜʦ ʢʨʘʿʘ, ʧʨʝʢʦ ʛʨʘʥʠʮʘ ʦʨʛʘʥʠʟʘʮʠʦʥʠʭ ʿʝʜʠʥʠʮʘ, 

ʧʨʝʜʫʟʝ˂ʘ, ʟʝʤʘˀʘ, ʦʜʥʦʩʥʦ ʩʪʘʚˀʘˁʝ ʥʘʛʣʘʩʢʘ ʥʘ ʧʨʦʮʝʩʝ ʥʘʩʫʧʨʦʪ ʭʠʿʝʨʘʨʭʠʿʠ, ʩʘ 

ʧʦʩʝʙʥʠʤ ʬʦʢʫʩʦʤ ʥʘ ʨʝʟʫʣʪʘʪʝ ʠ ʟʘʜʦʚʦˀʩʪʚʦ ʢʫʧʘʮʘ. ʆʨʠʿʝʥʪʘʮʠʿʘ ʥʘ ʧʦʩʣʦʚʥʝ 

ʧʨʦʮʝʩʝ ʧʦʜʨʘʟʫʤʝʚʘ ʭʦʨʠʟʦʥʪʘʣʥʠ ʠ ʚʝʨʪʠʢʘʣʥʠ ʧʨʦʪʦʢ ʨʝʩʫʨʩʘ ʠ ʠʥʬʦʨʤʘʮʠʿʘ 

ʥʝʦʧʭʦʜʥʠʭ ʟʘ ʠʩʧʫˁʝˁʝ ʮʠˀʝʚʘ ʧʨʝʜʫʟʝ˂ʘ (Sikavica & Hernaus, 2011, ʩʪʨ. 299). 

ʇʦʩʤʘʪʨʘˁʝ ʧʨʝʜʫʟʝ˂ʘ ʢʘʦ ʩʠʩʪʝʤʘ ʤʝʹʫʩʦʙʥʦ ʧʦʚʝʟʘʥʠʭ ʠ ʠʥʪʝʛʨʠʩʘʥʠʭ ʧʦʩʣʦʚʥʠʭ 

ʧʨʦʮʝʩʘ ʥʘʣʘʟʠ ʩʝ ʫ ʩʨʝʜʠʰʪʫ ʦʚʝ ʧʦʩʣʦʚʥʝ ʬʠʣʦʟʦʬʠʿʝ. ʍʦʨʠʟʦʥʪʘʣʥʠ ʧʦʛʣʝʜ ʥʘ 

ʧʦʩʣʦʚʥʝ ʘʢʪʠʚʥʦʩʪʠ ʠ ʤʝʹʫʩʦʙʥʦ ʫʩʢʣʘʹʠʚʘˁʝ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ ʤʦʞʝ ʟʥʘʯʘʿʥʦ 

ʧʦʙʦˀʰʘʪʠ ʧʦʩʣʦʚʥʫ ʧʨʘʢʩʫ.  

ʋ ʜʘʥʘʰˁʝʤ ʛʣʦʙʘʣʥʦʤ ʠ ʢʦʥʢʫʨʝʥʪʥʦʤ ʦʢʨʫʞʝˁʫ ʫʩʚʘʿʘˁʝ ʧʨʦʮʝʩʥʝ 

ʦʨʠʿʝʥʪʘʮʠʿʝ ʥʫʜʠ ʧʨʝʜʫʟʝ˂ʠʤʘ ʙʨʦʿʥʝ ʤʦʛʫ˂ʥʦʩʪʠ. ʇʨʝʜʫʟʝ˂ʘ ʢʦʿʘ ʩʭʚʘʪʝ ʟʥʘʯʘʿ ʠ 
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ʣʦʛʠʢʫ ʧʨʠʤʝʥʝ ʧʨʦʮʝʩʥʦʛ ʥʘʯʠʥʘ ʨʘʟʤʠʰˀʘˁʘ ʤʦʛʫ ʦʧʩʪʘʪʠ ʠ ʙʠʪʠ ʢʦʥʢʫʨʝʥʪʥʘ ʠ ʫ 

ʙʫʜʫ˂ʥʦʩʪʠ.  

1.2. ʊʨʝʥʜʦʚʠ ʫ ʩʪʨʫʢʪʫʨʠʨʘˁʫ ʧʨʝʜʫʟʝ˂ʘ 

ʉʘʚʨʝʤʝʥʘ ʧʨʝʜʫʟʝ˂ʘ ʩʝ ʩʫʦʯʘʚʘʿʫ ʩʘ ʧʦʩʣʦʚʥʠʤ ʠʟʘʟʦʚʠʤʘ ʢʦʿʠ ʩʝ ʫ ʤʥʦʛʦʤʝ 

ʨʘʟʣʠʢʫʿʫ ʦʜ ʦʥʠʭ ʠʟ ʧʨʦʰʣʦʩʪʠ. ʇʦʯʝʪʢʦʤ ʠ ʩʨʝʜʠʥʦʤ 20-ʦʛ ʚʝʢʘ ʪʝʞʠʣʦ ʩʝ 

ʬʦʨʤʠʨʘˁʫ ʿʝʜʥʦʛ, ʠʜʝʘʣʥʦʛ ʦʨʛʘʥʠʟʘʮʠʦʥʦʛ ʦʙʣʠʢʘ. ʊʘʢʘʚ ʧʨʠʩʪʫʧ ʿʝ ʙʠʦ ʦʧʨʘʚʜʘʥ ʫ 

ʫʩʣʦʚʠʤʘ ʩʪʘʙʠʣʥʦʛ ʦʢʨʫʞʝˁʘ ʠ ʥʠʩʢʝ ʢʦʥʢʫʨʝʥʪʥʦʩʪʠ. ʊʦ ʩʫ ʫʩʣʦʚʠ ʢʦʿʠ ʩʫ 

ʦʤʦʛʫ˂ʘʚʘʣʠ ʧʣʘʥʠʨʘˁʝ ʥʘ ʜʫʞʠ ʨʦʢ, ʤʘʩʦʚʥʫ ʧʨʦʠʟʚʦʜˁʫ ʠ ʧʦʩʣʦʚʘˁʝ ʟʘʩʥʦʚʘʥʦ ʥʘ 

ʩʪʨʘʪʝʛʠʿʠ ʚʦʹʩʪʚʘ ʫ ʪʨʦʰʢʦʚʠʤʘ. 

ʄʝʹʫʪʠʤ, ʩʘ ʠʥʜʫʩʪʨʠʿʩʢʦʤ ʨʝʚʦʣʫʮʠʿʦʤ ʤʝˁʘʿʫ ʩʝ ʫʩʣʦʚʠ ʧʦʩʣʦʚʘˁʘ. 

ʇʨʝʜʫʟʝ˂ʘ ʩʝ ʬʦʢʫʩʠʨʘʿʫ ʥʘ ʧʠʪʘˁʝ ʫʧʨʘʚˀʘˁʘ ʠ ʦʨʛʘʥʠʟʦʚʘˁʘ ʧʦʩʣʦʚʘˁʘ ʨʘʜʠ 

ʧʦʩʪʠʟʘˁʘ ʚʝ˂ʝ ʧʨʦʜʫʢʪʠʚʥʦʩʪʠ ʠ ʤʘʢʩʠʤʠʟʠʨʘˁʘ ʝʬʠʢʘʩʥʦʩʪʠ ʧʦʩʣʦʚʘˁʘ. ʌʨʝʜʝʨʠʢ 

ʊʝʿʣʦʨ (Frederick Taylor) ʦʙʿʘʚˀʠʚʘˁʝʤ ʢˁʠʛʝ ʇʨʠʥʮʠʧʠ ʥʘʫʯʥʦʛ ʤʝʥʘ˅ʤʝʥʪʘ (ʝʥʛʣ. 

Principles of Scientific Management, 1911) ʠʩʪʠʯʝ ʧʦʪʨʝʙʫ ʟʘ ʧʨʦʤʝʥʦʤ ʩʘʤʦʛ ʥʘʯʠʥʘ 

ʫʧʨʘʚˀʘˁʘ. ʅʘʛʣʘʰʘʚʘ ʟʥʘʯʘʿ ʫʚʘʞʘʚʘˁʘ ʧʨʝʮʠʟʥʦ ʧʦʩʪʘʚˀʝʥʠʭ ʧʨʦʮʝʜʫʨʘ ʧʨʠʣʠʢʦʤ 

ʜʦʥʦʰʝˁʘ ʦʜʣʫʢʘ. ʅʘʚʝʜʝʥʝ ʧʨʦʮʝʜʫʨʝ ʿʝ ʧʦʪʨʝʙʥʦ ʨʘʟʚʠʿʘʪʠ ʥʘ ʦʩʥʦʚʫ ʧʘʞˀʠʚʦʛ 

ʘʥʘʣʠʟʠʨʘˁʘ ʧʦʿʝʜʠʥʘʯʥʠʭ ʩʠʪʫʘʮʠʿʘ (Kanigel, 1997). ʅʝʢʠ ʘʫʪʦʨʠ ʠʟ ʪʦʛ ʧʝʨʠʦʜʘ 

(Henri Gant, Emerson Harrington...) ʰʠʨʝ ʧʦʩʤʘʪʨʘʿʫ ʧʨʝʜʫʟʝ˂ʝ ʠ ʬʦʨʤʫʣʠʰʫ 

ʘʜʤʠʥʠʩʪʨʘʪʠʚʥʝ ʧʨʠʥʮʠʧʝ (ʿʝʜʠʥʩʪʚʦ ʢʦʤʘʥʜʝ, ʿʝʜʠʥʩʪʚʦ ʧʨʘʚʮʘ...) ʢʦʿʠ ʧʦʩʪʘʿʫ 

ʦʩʥʦʚʘ ʤʦʜʝʨʥʝ ʧʨʘʢʩʝ ʫʧʨʘʚˀʘˁʘ ʠ ʜʠʟʘʿʥʠʨʘˁʘ ʧʨʝʜʫʟʝ˂ʘ. ɸʜʤʠʥʠʩʪʨʘʪʠʚʥʠ 

ʧʨʠʥʮʠʧʠ ʩʫ ʥʘʨʦʯʠʪʦ ʜʦʧʨʠʥʝʣʠ ʨʘʟʚʦʿʫ ʢʣʘʩʠʯʥʠʭ (ʪʨʘʜʠʮʠʦʥʘʣʥʠʭ) ʧʨʝʜʫʟʝ˂ʘ, ʢʦʿʘ 

ʩʫ ʫʩʤʝʨʝʥʘ ʥʘ ʜʠʟʘʿʥʠʨʘˁʝ ʠ ʫʧʨʘʚˀʘˁʝ ʥʘ ʨʘʮʠʦʥʘʣʥʦʿ ʦʩʥʦʚʠ, ʢʨʦʟ ʝʣʝʤʝʥʪʝ, ʢʘʦ 

ʰʪʦ ʩʫ ʿʘʩʥʦ ʜʝʬʠʥʠʩʘʥʠ ʘʫʪʦʨʠʪʝʪ ʠ ʦʜʛʦʚʦʨʥʦʩʪ, ʬʦʨʤʘʣʥʦ ʚʦʹʝˁʝ ʝʚʠʜʝʥʮʠʿʝ ʠ 

ʿʝʜʥʦʦʙʨʘʟʥʘ ʧʨʠʤʝʥʘ ʩʪʘʥʜʘʨʜʘ ʠ ʧʨʘʚʠʣʘ. 

ʍʠʿʝʨʘʨʭʠʿʩʢʠ ʩʠʩʪʝʤ ʠ ʙʠʨʦʢʨʘʪʩʢʠ ʧʨʠʩʪʫʧ, ʨʘʟʚʠʿʝʥʠ ʫ ʪʦʢʫ ʠʥʜʫʩʪʨʠʿʩʢʝ 

ʨʝʚʦʣʫʮʠʿʝ, ʜʦʙʨʦ ʩʫ ʬʫʥʢʮʠʦʥʠʩʘʣʠ ʢʦʜ ʚʝ˂ʠʥʝ ʧʨʝʜʫʟʝ˂ʘ ʠ ʪʦʢʦʤ 1970-ʠʭ ʠ 

ʧʦʯʝʪʢʦʤ 1980-ʠʭ ʛʦʜʠʥʘ. ʇʨʦʜʫʢʫʿʫ˂ʠ ʟʘʜʦʚʦˀʘʚʘʿʫ˂ʝ ʨʝʟʫʣʪʘʪʝ ʦʩʪʘʣʠ ʩʫ ʧʨʠʤʘʨʥʠ 

ʧʨʠʩʪʫʧʠ ʦʨʛʘʥʠʟʘʮʠʦʥʦʤ ʜʠʟʘʿʥʫ ʩʚʝ ʜʦʢ, ʪʦʢʦʤ ʦʩʘʤʜʝʩʝʪʠʭ ʛʦʜʠʥʘ 20. ʚʝʢʘ, ʥʠʩʫ 

ʥʘʩʪʫʧʠʣʠ ʦʜʨʝʹʝʥʠ ʧʨʦʙʣʝʤʠ. ʅʘʠʤʝ, ʥʘ ʛʣʦʙʘʣʥʦʤ ʥʠʚʦʫ ʜʦʣʘʟʠ ʜʦ ʧʦʚʝ˂ʘˁʘ 

ʢʦʥʢʫʨʝʥʮʠʿʝ, ʢʦʿʘ, ʫʧʦʨʝʜʦ ʩʘ ʫʩʧʦʨʘʚʘˁʝʤ ʝʢʦʥʦʤʩʢʦʛ ʨʘʩʪʘ, ʜʦʧʨʠʥʦʩʠ ʧʦʚʝ˂ʘˁʫ 

ʟʘʭʪʝʚʘ ʢʫʧʘʮʘ. ɱʝʜʘʥ ʦʜ ʠʟʘʟʦʚʘ, ʧʨʝʜ ʢʦʿʠʤ ʩʫ ʩʝ ʪʘʜʘ ʥʘʰʣʘ ʧʨʝʜʫʟʝ˂ʘ, ʦʜʥʦʩʠ ʩʝ ʥʘ 
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ʦʨʠʿʝʥʪʘʮʠʿʫ ʥʘ ʢʫʧʮʝ. ʇʨʝʜʫʟʝ˂ʘ ʩʫ ʧʦʢʫʰʘʣʘ ʜʘ ʩʝ ʥʘ ʨʘʟʣʠʯʠʪʝ ʥʘʯʠʥʝ ʫ ʦʢʚʠʨʫ 

ʧʦʩʪʦʿʝ˂ʝ ʦʨʛʘʥʠʟʘʮʠʦʥʝ ʩʪʨʫʢʪʫʨʝ ʩʫʦʯʝ ʩʘ ʥʦʚʠʤ ʫʪʠʮʘʿʠʤʘ ʠʟ ʦʢʨʫʞʝˁʘ. ʇʨʝ ʩʚʝʛʘ, 

ˁʠʭʦʚ ʦʜʛʦʚʦʨ ʩʝ ʦʛʣʝʜʘʦ ʫ ʤʘʪʨʠʯʥʠʤ ʩʪʨʫʢʪʫʨʘʤʘ, ʜʝʮʝʥʪʘʣʠʟʘʮʠʿʠ ʠ ʩʣʠʯʥʦ. 

ʄʝʹʫʪʠʤ, ʧʨʝʜʫʟʝʪʝ ʤʝʨʝ ʥʠʩʫ ʜʘʣʝ ʟʘʜʦʚʦˀʘʚʘʿʫ˂ʘ ʧʦʙʦˀʰʘˁʘ. ʂʘʦ ʦʜʛʦʚʦʨ ʥʘ 

ʥʘʩʪʘʣʝ ʧʨʦʙʣʝʤʝ, ʤʝʥʘ˅ʝʨʠ ʧʦʯʠˁʫ ʝʢʩʧʝʨʠʤʝʥʪʠʩʘˁʝ ʩʘ ʪʠʤʦʚʠʤʘ ʟʘ ʨʝʰʘʚʘˁʝ 

ʧʨʦʙʣʝʤʘ. ʈʘʜʠ ʩʝ ʦ ʦʢʫʧˀʘˁʫ ʟʘʧʦʩʣʝʥʠʭ ʠʟ ʨʘʟʣʠʯʠʪʠʭ ʧʦʩʣʦʚʥʠʭ ʬʫʥʢʮʠʿʘ ʫ ʦʢʚʠʨʫ 

ʟʘʿʝʜʥʠʯʢʠʭ ʪʠʤʦʚʘ. ʊʘʢʦʹʝ, ʜʦʣʘʟʠ ʜʦ ʩʤʘˁʝˁʘ ʙʨʦʿʘ ʭʠʿʝʨʘʨʭʠʿʩʢʠʭ ʥʠʚʦʘ ʠ ʫʚʦʜʠ ʩʝ 

ʧʘʨʪʠʮʠʧʘʪʠʚʥʠ ʧʨʠʩʪʫʧ ʫʧʨʘʚˀʘˁʫ. ʄʝʥʘ˅ʝʨʠ ʫʚʠʹʘʿʫ ʟʥʘʯʘʿ ʧʦʩʤʘʪʨʘˁʘ ʧʨʝʜʫʟʝ˂ʘ 

ʢʘʦ ʮʝʣʠʥʝ, ʫʟ ʫʚʘʞʘʚʘˁʝ ʫʪʠʮʘʿʘ ʠ ʬʘʢʪʦʨʘ ʠʟ ʝʢʩʪʝʨʥʦʛ ʦʢʨʫʞʝˁʘ. 

ɺʘʞʘʥ ʝʣʝʤʝʥʪ ʧʨʝʜʫʟʝ˂ʘ ʩʫ ˀʫʜʠ ʠ ˁʠʭʦʚʝ ʚʝʟʝ ʠ ʦʜʥʦʩʠ. ʂʣʘʩʠʯʘʥ ʥʘʯʠʥ 

ʧʦʩʤʘʪʨʘˁʘ ʧʨʝʜʫʟʝ˂ʘ ʥʠʿʝ ʫʟʝʦ ʫ ʦʙʟʠʨ ʜʨʫʰʪʚʝʥʠ ʢʦʥʪʝʢʩʪ ʠ ˀʫʜʩʢʝ ʧʦʪʨʝʙʝ. ɺʝʣʠʢʘ 

ʧʨʦʤʝʥʘ ʿʝ ʥʘʩʪʫʧʠʣʘ ʩʘ ʥʠʟʦʤ ʝʢʩʧʝʨʠʤʝʥʘʪʘ ʫ ʏʠʢʘʛʫ ʫ ʿʝʜʥʦʤ ʧʨʝʜʫʟʝ˂ʫ 20-ʠʭ 

ʛʦʜʠʥʘ ʧʨʦʰʣʦʛ ʚʝʢʘ, ʰʪʦ ʿʝ ʧʦʟʥʘʪʦ ʢʘʦ ʍʦʪʦʨʥ ʩʪʫʜʠʿʝ (ʝʥʛʣ. Hawthorne Studies). 

ɿʘʢˀʫʯʮʠ ʦʚʠʭ ʩʪʫʜʠʿʘ ʧʦʢʘʟʫʿʫ ʜʘ ʧʦʟʠʪʠʚʘʥ ʪʨʝʪʤʘʥ ʟʘʧʦʩʣʝʥʠʭ ʧʦʙʦˀʰʘʚʘ ˁʠʭʦʚʫ 

ʤʦʪʠʚʘʮʠʿʫ, ʢʚʘʣʠʪʝʪ ʨʘʜʘ ʠ ʧʨʦʜʫʢʪʠʚʥʦʩʪ. ʆʙʿʘʚˀʠʚʘˁʝʤ ʦʚʠʭ ʨʝʟʫʣʪʘʪʘ ʜʦʰʣʦ ʿʝ ʜʦ 

ʟʥʘʯʘʿʥʠʭ ʧʨʦʤʝʥʘ ʫ ʪʨʝʪʤʘʥʫ ʟʘʧʦʩʣʝʥʠʭ. ʊʘʢʦʹʝ, ʧʦʩʪʘʚˀʝʥʝ ʩʫ ʦʩʥʦʚʝ ʟʘ ʥʘʢʥʘʜʥʦ 

ʠʩʧʠʪʠʚʘˁʝ ʪʨʝʪʤʘʥʘ ʟʘʧʦʩʣʝʥʠʭ, ʣʠʜʝʨʩʪʚʦ, ʤʦʪʠʚʘʮʠʿʫ ʠ ʫʧʨʘʚˀʘˁʝ ˀʫʜʩʢʠʤ 

ʨʝʩʫʨʩʠʤʘ. ʀʧʘʢ, ʪʝʢ 40-ʠʭ ʛʦʜʠʥʘ 20-ʦʛ ʚʝʢʘ ɹʝʨʥʘʨʜ (Barnard, 1938) ʿʝ ʝʢʩʧʣʠʮʠʪʥʦ 

ʫʢʘʟʘʦ ʥʘ ʟʥʘʯʘʿ ˀʫʜʠ ʢʘʦ ʝʣʝʤʝʥʪʘ ʧʨʝʜʫʟʝ˂ʘ. ʅʘʿʥʦʚʠʿʠ ʪʨʝʥʜ ʫ ʫʧʨʘʚˀʘˁʫ ʦʛʣʝʜʘ ʩʝ 

ʫ ʧʨʝʧʦʟʥʘʚʘˁʫ ʟʥʘʯʘʿʘ ˀʫʜʩʢʠʭ ʨʝʩʫʨʩʘ ʠ ˁʠʭʦʚʦʛ ʦʩʥʘʞʠʚʘˁʘ ʢʨʦʟ ʧʨʫʞʘˁʝ ʚʝ˂ʠʭ 

ʤʦʛʫ˂ʥʦʩʪʠ ʟʘ ʫʯʝˁʝ ʠ ʧʦ ʪʦʤ ʦʩʥʦʚʫ, ˁʠʭʦʚʦʛ ʚʝ˂ʝʛ ʜʦʧʨʠʥʦʩʘ ʦʩʪʚʘʨʠʚʘˁʫ 

ʟʘʿʝʜʥʠʯʢʠʭ ʮʠˀʝʚʘ ʧʨʝʜʫʟʝ˂ʘ. ʄʝʥʘ˅ʝʨʠ ʩʤʠʩʣʝʥʦ ʩʪʨʫʢʪʫʨʠʨʘʿʫ ʠ ʢʦʦʨʜʠʥʠʨʘʿʫ 

ʨʝʩʫʨʩʝ ʢʘʢʦ ʙʠ ʧʨʝʜʫʟʝ˂ʘ ʦʩʪʚʘʨʠʣʘ ʩʚʦʿʫ ʩʚʨʭʫ. ʄʝʹʫʪʠʤ, ʠʘʢʦ ˀʫʜʩʢʠ ʨʝʩʫʨʩʠ ʤʦʛʫ 

ʙʠʪʠ ʩʪʨʫʢʪʫʨʠʨʘʥʠ ʫ ʨʘʟʣʠʯʠʪʝ ʧʦʩʣʦʚʥʝ ʬʫʥʢʮʠʿʝ ʠʣʠ ʢʨʦʟ ʨʘʟʣʠʯʠʪʝ ʛʨʫʧʝ 

ʘʢʪʠʚʥʦʩʪʠ, ʛʨʘʥʠʮʝ ʠʟʤʝʹʫ ˁʠʭ ʧʦʩʪʘʿʫ ʬʣʝʢʩʠʙʠʣʥʠʿʝ. ɺʝ˂ʘ ʭʦʨʠʟʦʥʪʘʣʥʘ 

ʢʦʦʨʜʠʥʘʮʠʿʘ ʦʙʝʟʙʝʹʫʿʝ ʩʝ ʬʦʨʤʠʨʘˁʝʤ ʪʠʤʦʚʘ, ʫ ʯʠʿʝʤ ʩʘʩʪʘʚʫ ʫʣʘʟʝ ʟʘʧʦʩʣʝʥʠ ʠʟ 

ʨʘʟʣʠʯʠʪʠʭ ʧʦʩʣʦʚʥʠʭ ʬʫʥʢʮʠʿʘ, ʫ ʮʠˀʫ ʨʝʘʣʠʟʘʮʠʿʝ ʧʦʿʝʜʠʥʠʭ ʧʨʦʿʝʢʘʪʘ. 

ʇʦʩʣʦʚʥʘ ʧʨʘʢʩʘ ʿʝ ʧʦʜ ʜʝʿʩʪʚʦʤ ʨʘʟʣʠʯʠʪʠʭ ʬʘʢʪʦʨʘ. ʌʘʢʪʦʨʠ ʩʘ ʜʠʨʝʢʪʥʠʤ 

ʫʪʠʮʘʿʝʤ ʥʘ ʧʦʩʣʦʚʘˁʝ ʧʨʝʜʫʟʝ˂ʘ ʩʫ ʙʨʦʿʥʠ. ʅʘʿʟʥʘʯʘʿʥʠ ʩʫ (Hernaus, 2011): 

ʛʣʦʙʘʣʠʟʘʮʠʿʘ, ʢʦʥʢʫʨʝʥʪʥʦʩʪ, ʨʘʟʥʦʣʠʢʦʩʪ, ʬʣʝʢʩʠʙʠʣʥʦʩʪ ʠ ʧʨʠʣʘʛʦʜˀʠʚʦʩʪ, 
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ʠʥʬʦʨʤʘʮʠʦʥʘ ʪʝʭʥʦʣʦʛʠʿʘ, ʘʫʪʩʦʨʩʠʥʛ (ʝʥʛʣ. outsourcing
1
), ʝʢʦʥʦʤʠʿʘ ʟʥʘˁʘ. 

ɻʣʦʙʘʣʠʟʘʮʠʿʘ ʦʤʦʛʫ˂ʘʚʘ ʧʨʝʜʫʟʝ˂ʠʤʘ ʥʘʩʪʫʧ ʥʘ ʨʘʟʣʠʯʠʪʠʤ ʪʨʞʠʰʪʠʤʘ ʢʦʿʘ ʥʫʜʝ 

ʥʦʚʝ ʠʟʘʟʦʚʝ ʠ ʤʦʛʫ˂ʥʦʩʪʠ. ɸʢʦ ʧʨʝʜʫʟʝ˂ʘ ʞʝʣʝ ʜʘ ʙʫʜʫ ʢʦʥʢʫʨʝʥʪʥʘ ʤʦʨʘʿʫ 

ʢʦʥʪʠʥʫʠʨʘʥʦ ʩʢʨʘ˂ʠʚʘʪʠ ʚʨʝʤʝ ʫʚʦʹʝˁʘ ʥʦʚʠʭ ʧʨʦʠʟʚʦʜʘ ʥʘ ʪʨʞʠʰʪʝ, ʩʤʘˁʠʚʘʪʠ 

ʪʨʦʰʢʦʚʝ, ʦʨʠʿʝʥʪʠʩʘʪʠ ʩʝ ʥʘ ʢʫʧʮʝ ʠ ʩʪʚʘʨʘʪʠ ʜʫʛʦʨʦʯʥʝ ʧʘʨʪʥʝʨʩʢʝ ʦʜʥʦʩʝ. 

ʌʦʨʤʠʨʘˁʝʤ ʛʣʦʙʘʣʥʦʛ ʪʨʞʠʰʪʘ ʨʘʜʥʝ ʩʥʘʛʝ ʫʦʯʝʥʘ ʿʝ ˁʝʥʘ ʭʝʪʝʨʦʛʝʥʦʩʪ (ʫ ʧʦʛʣʝʜʫ 

ʧʦʣʘ, ʨʘʩʝ, ʨʝʣʠʛʠʿʝ, ʣʠʯʥʠʭ ʦʩʦʙʠʥʘ...) ʢʘʦ ʠʟʚʦʨ ʠʥʦʚʘʮʠʿʘ, ʘʣʠ ʠ ʧʦʪʝʥʮʠʿʘʣʥʠʭ 

ʧʨʦʙʣʝʤʘ ʫ ʢʦʤʫʥʠʢʘʮʠʿʠ. ɹʨʟʠʥʘ ʧʨʦʤʝʥʘ ʥʘʤʝ˂ʝ ʧʦʪʨʝʙʫ ʟʘ ʬʣʝʢʩʠʙʠʣʥʦʰ˂ʫ ʠ 

ʧʨʠʣʘʛʦʜˀʠʚʦʰ˂ʫ ʢʨʦʟ ʧʦʿʘʯʘʥʫ ʠʥʚʝʩʪʠʮʠʦʥʫ ʘʢʪʠʚʥʦʩʪ. ʇʦʨʘʩʪ ʢʦʥʢʫʨʝʥʮʠʿʝ ʯʠʥʠ 

ʥʝʤʦʛʫ˂ʠʤ ʜʘ ʩʝ ʧʨʝʜʫʟʝ˂ʘ ʠʩʪʘʢʥʫ ʫ ʩʚʠʤ ʦʙʣʘʩʪʠʤʘ ʧʦʩʣʦʚʘˁʘ, ʩʪʦʛʘ ʪʨʝʙʘ ʜʘ 

ʦʙʘʚˀʘʿʫ ʦʩʥʦʚʥʝ ʘʢʪʠʚʥʦʩʪʠ ʫ ʢʦʿʠʤʘ ʩʫ ʥʘʿʙʦˀʘ, ʜʦʢ ʩʧʦʨʝʜʥʝ ʤʦʛʫ ʧʨʝʧʫʩʪʠ 

ʧʘʨʪʥʝʨʠʤʘ ʩʧʝʮʠʿʘʣʠʟʦʚʘʥʠʤ ʟʘ ʦʜʨʝʹʝʥʝ ʫʩʣʫʛʝ. ʈʘʥʠʿʝ ʩʫ ʧʨʝʜʫʟʝ˂ʘ ʙʠʣʘ ʫʩʤʝʨʝʥʘ 

ʥʘ ʧʨʦʠʟʚʦʜˁʫ ʠ ʟʘʧʦʩʣʝʥʠ ʩʫ ʦʙʘʚˀʘʣʠ ʿʝʜʥʦʩʪʘʚʥʝ, ʨʫʪʠʥʩʢʝ ʟʘʜʘʪʢʝ. ʉʘ 

ʪʝʭʥʦʣʦʰʢʠʤ ʥʘʧʨʝʪʢʦʤ ʟʥʘˁʝ ʧʦʩʪʘʿʝ ʢˀʫʯʥʠ ʠʟʚʦʨ ʢʦʥʢʫʨʝʥʪʥʦʩʪʠ. ɼʠʟʘʿʥʠʨʘˁʝ 

ʝʬʠʢʘʩʥʠʭ ʩʠʩʪʝʤʘ ʟʘ ʩʪʚʘʨʘˁʝ, ʧʨʠʢʫʧˀʘˁʝ, ʩʪʠʮʘˁʝ, ʜʠʩʪʨʠʙʫʮʠʿʫ ʠ ʫʧʦʪʨʝʙʫ ʟʥʘˁʘ 

ʧʦʩʪʘʣʦ ʿʝ ʢˀʫʯʥʠ ʠʟʘʟʦʚ ʫ ʦʨʛʘʥʠʟʘʮʠʦʥʦʤ ʜʠʟʘʿʥʫ (Davenport, Harris & Morison, 

2010). ʅʘʚʝʜʝʥʠ ʧʦʩʣʦʚʥʠ ʪʨʝʥʜʦʚʠ ʩʫ ʤʝʹʫʟʘʚʠʩʥʝ ʠ ʢʦʤʧʣʝʤʝʥʪʘʨʥʝ ʧʨʠʨʦʜʝ. 

ʇʨʝʜʫʟʝ˂ʘ ʪʨʝʙʘ ʜʘ ʨʘʜʝ ʥʘ ʨʘʟʚʦʿʫ ʦʨʛʘʥʠʟʘʮʠʦʥʠʭ ʨʝʰʝˁʘ, ʢʦʿʘ ˂ʝ ʦʤʦʛʫ˂ʠʪʠ ʜʘ 

ʦʜʛʦʚʦʨʝ ʥʘ ʥʝʧʨʝʜʚʠʜʠʚʝ ʠʟʘʟʦʚʝ ʠ ʫʯʠʥʝ ʠʭ ʦʜʨʞʠʚʠʤ. ʆʜʛʦʚʦʨʠ ʥʘ ʥʦʚʝ ʧʦʩʣʦʚʥʝ 

ʪʨʝʥʜʦʚʝ, ʨʘʟʚʠʿʝʥʠ ʫ ʦʙʣʘʩʪʠ ʜʠʟʘʿʥʘ ʦʨʛʘʥʠʟʘʮʠʦʥʝ ʩʪʨʫʢʪʫʨʝ, ʫʢˀʫʯʫʿʫ ʩʣʝʜʝ˂ʝ 

(Hernaus, 2011): 

ü ʩʤʘˁʠʚʘˁʝ ʫʧʨʘʚˀʘʯʢʠʭ ʥʠʚʦʘ, ʢʦʥʪʠʥʫʠʨʘʥʦ ʬʦʨʤʠʨʘˁʝ ʥʦʚʠʭ 

ʦʨʛʘʥʠʟʘʮʠʦʥʠʭ ʿʝʜʠʥʠʮʘ, ʤʫʣʪʠʜʠʤʝʥʟʠʦʥʘʣʥʦʩʪ ʢʦʿʘ ʩʝ ʦʛʣʝʜʘ ʫ ʬʦʢʫʩʫ ʥʘ 

ʜʚʝ ʠʣʠ ʚʠʰʝ ʜʠʤʝʥʟʠʿʘ (ʢʫʧʮʠ, ʧʨʦʮʝʩʠ, ʬʫʥʢʮʠʿʝ, ʧʨʦʠʟʚʦʜʠ, ʢʘʥʘʣʠ 

ʜʠʩʪʨʠʙʫʮʠʿʝ...),  

ü ʫʤʨʝʞʘʚʘˁʝ ï ʥʘʛʣʘʩʘʢ ʿʝ ʩʪʘʚˀʝʥ ʥʘ ʨʘʟʚʦʿ ʜʫʛʦʨʦʯʥʠʭ ʦʜʥʦʩʘ ʩʘ 

ʩʪʝʿʢʦʣʜʝʨʠʤʘ, ʜʦʢ ʿʝ ʢʦʦʨʜʠʥʘʮʠʿʘ ʠ ʨʘʟʤʝʥʘ ʠʥʬʦʨʤʘʮʠʿʘ ʜʫʞ ʣʘʥʮʘ 

ʚʨʝʜʥʦʩʪʠ ʧʨʝʧʦʟʥʘʪʘ ʢʘʦ ʚʘʞʥʘ ʧʨʘʢʩʘ,  

ü ʙʦʯʥʘ ʠʥʪʝʛʨʘʮʠʿʘ ï ʠʥʪʝʛʨʘʮʠʿʘ ʚʝ˂ʝʛ ʙʨʦʿʘ ʧʦʩʣʦʚʥʠʭ ʬʫʥʢʮʠʿʘ ʩʘ ʟʘʿʝʜʥʠʯʢʠʤ 

ʬʦʢʫʩʦʤ,  

                                                 

1
ɸʫʪʩʦʨʮʠʥʛ ʧʦʜʨʘʟʫʤʝʚʘ ʫʛʦʚʘʨʘˁʝ ʨʝʘʣʠʟʘʮʠʿʝ ʦʜʨʝʹʝʥʠʭ ʟʘʜʘʪʘʢʘ ʠʣʠ ʬʫʥʢʮʠʿʘ, ʧʦʧʫʪ ʧʨʦʠʟʚʦʜˁʝ, 

ˀʫʜʩʢʠʭ ʨʝʩʫʨʩʘ ʠʣʠ ʦʙʨʘʜʝ ʢʨʝʜʠʪʘ, ʩʘ ʜʨʫʛʠʤ ʧʨʝʜʫʟʝ˂ʠʤʘ. 
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ü ʦʨʠʿʝʥʪʘʮʠʿʘ ʥʘ ʢʫʧʮʝ ï ʙʨʦʿʥʘ ʧʨʝʜʫʟʝ˂ʘ ʧʦʢʫʰʘʚʘʿʫ ʜʘ ʩʝ ʠʟʜʚʦʿʝ ʫ ʦʯʠʤʘ 

ʢʫʧʘʮʘ ʢʨʦʟ ʩʚʦʿʝ ʠʜʝʿʝ, ʟʥʘˁʝ, ʠʩʢʫʩʪʚʦ ʠ ʩʧʦʩʦʙʥʦʩʪ ʠʩʧʦʨʫʢʝ ʧʨʦʠʟʚʦʜʘ ʠ 

ʫʩʣʫʛʘ ʫ ʧʦʪʧʫʥʦʩʪʠ ʧʨʠʣʘʛʦʹʝʥʠʭ ʧʦʪʨʝʙʘʤʘ ˁʠʭʦʚʠʭ ʢʫʧʘʮʘ (Galbraith, 

Downey & Kates, 2002),  

ü ʦʨʠʿʝʥʪʘʮʠʿʘ ʥʘ ʧʨʦʮʝʩʝ ï ʠʜʝʥʪʠʬʠʢʦʚʘˁʝʤ ʠ ʬʦʢʫʩʦʤ ʥʘ ʧʦʩʣʦʚʥʝ ʧʨʦʮʝʩʝ 

ʧʨʝʜʫʟʝ˂ʘ ʩʪʠʯʫ ʨʝʘʣʘʥ ʫʚʠʜ ʫ ˁʠʭʦʚʦ ʬʫʥʢʮʠʦʥʠʩʘˁʝ (Bosilj Vukġiĺ, Hernaus &  

Kovaļiļ, 2008), ʪʘʢʘʚ ʭʦʨʠʟʦʥʪʘʣʥʠ ʧʨʠʩʪʫʧ ʦʤʦʛʫ˂ʘʚʘ ʟʥʘʯʘʿʥʝ ʫʰʪʝʜʝ ʫ 

ʧʦʛʣʝʜʫ ʚʨʝʤʝʥʘ, ʨʝʩʫʨʩʘ ʠ ʥʦʚʮʘ, ʠʩʪʦʚʨʝʤʝʥʦ ʧʨʫʞʘʿʫ˂ʠ ʙʦˀʠ ʢʚʘʣʠʪʝʪ ʠ 

ʚʠʰʠ ʥʠʚʦ ʟʘʜʦʚʦˀʩʪʚʘ ʢʫʧʘʮʘ ʠ ʟʘʧʦʩʣʝʥʠʭ,  

ü ʜʠʩʪʨʠʙʫʮʠʿʘ ʟʥʘˁʘ ï ʩʧʦʩʦʙʥʦʩʪʠ, ʚʝʰʪʠʥʝ ʠ ʟʥʘˁʝ ʟʘʧʦʩʣʝʥʠʭ ʿʝ 

ʠʜʝʥʪʠʬʠʢʦʚʘʥʦ ʢʘʦ ʥʘʿʚʨʝʜʥʠʿʠ ʢʘʧʠʪʘʣ ʢʦʿʠ ʥʠʿʝ ʤʦʛʫ˂ʝ ʢʦʧʠʨʘʪʠ, ʘʣʠ ʪʨʝʙʘ 

ʨʘʜʠʪʠ ʥʘ ˁʝʛʦʚʦʤ ʨʘʟʚʦʿʫ; ʫʚʦʹʝˁʝʤ ʢʦʥʮʝʧʪʘ ʦʨʛʘʥʠʟʘʮʠʿʝ ʢʦʿʘ ʫʯʠ (learning 

organization concept) (Senge, 1990) ʧʘʞˁʘ ʿʝ ʫʩʤʝʨʝʥʘ ʢʘ ʦʨʛʘʥʠʟʘʮʠʦʥʦʤ ʫʯʝˁʫ, 

ʧʨʠʢʫʧˀʘˁʫ ʠ ʜʠʩʪʨʠʙʫʮʠʿʠ ʟʥʘˁʘ.  

ɼʘʥʘʩ, ʢʘʜʘ ʩʝ ʩʚʝʪ ʤʝˁʘ ʙʨʞʝ ʥʝʛʦ ʠʢʘʜʘ ʨʘʥʠʿʝ, ʤʝʥʘ˅ʝʨʠ ʤʦʨʘʿʫ 

ʩʪʨʫʢʪʫʨʠʨʘʪʠ ʧʨʝʜʫʟʝ˂ʘ ʥʘ ʥʘʯʠʥ ʜʘ ʙʫʜʫ ʩʪʘˁʫ ʜʘ ʦʜʛʦʚʦʨʝ ʩʘʚʨʝʤʝʥʠʤ ʠʟʘʟʦʚʠʤʘ. 

ʀʤʘʿʫ˂ʠ ʫ ʚʠʜʫ ʧʨʦʤʝʥʝ ʠʥʭʝʨʝʥʪʥʝ ʩʘʚʨʝʤʝʥʦʤ ʩʚʝʪʫ, ʤʝʥʘ˅ʝʨʠ ʫ ʩʘʚʨʝʤʝʥʠʤ 

ʫʩʣʦʚʠʤʘ ʤʦʨʘʿʫ ʨʘʟʤʠʰˀʘʪʠ ʥʘ ʥʘʯʠʥ ʢʦʿʠ ʧʦʜʨʘʟʫʤʝʚʘ ʦʯʝʢʫʿ ʥʝʦʯʝʢʠʚʘʥʦ. ʆʥʠ 

ʤʦʨʘʿʫ ʫʧʨʘʚˀʘʪʠ ʧʨʝʜʫʟʝ˂ʝʤ ʫʟ ʢʦʥʩʪʘʥʪʥʫ ʩʧʨʝʤʥʦʩʪ ʟʘ ʦʜʛʦʚʦʨ ʥʘ ʙʨʟʝ ʧʨʦʤʝʥʝ ʠ 

ʯʝʩʪʝ ʢʨʠʟʝ ʠʟʘʟʚʘʥʝ ʨʘʟʣʠʯʠʪʠʤ ʬʘʢʪʦʨʠʤʘ ï ʧʨʠʨʦʜʥʝ ʢʘʪʘʩʪʨʦʬʝ, ʝʧʠʜʝʤʠʿʝ, 

ʪʝʨʦʨʠʩʪʠʯʢʠ ʥʘʧʘʜʠ, ʝʪʠʯʢʠ ʩʢʘʥʜʘʣʠ... .  

ʉʠʛʫʨʘʥ ʧʫʪ ʟʘ ʦʧʩʪʘʥʘʢ ʫ ʩʘʚʨʝʤʝʥʦʤ, ʥʝʩʪʘʙʠʣʥʦʤ ʦʢʨʫʞʝˁʫ ʧʨʝʜʫʟʝ˂ʘ ʤʦʛʫ 

ʦʙʝʟʙʝʜʠʪʠ ʫʩʚʘʿʘˁʝʤ ʧʨʦʮʝʩʥʝ ʦʨʠʿʝʥʪʘʮʠʿʝ. ʇʨʦʮʝʩʥʘ ʦʨʠʿʝʥʪʘʮʠʿʘ ʫ ʧʨʚʠ ʧʣʘʥ 

ʠʩʪʠʯʝ ʧʦʩʣʦʚʥʝ ʧʨʦʮʝʩʝ ʢʦʿʠ ʩʫ ʩʘʩʪʘʚʥʠ ʜʝʦ ʩʚʘʢʦʛ ʧʨʝʜʫʟʝ˂ʘ, ʫʤʝʩʪʦ ʜʘ ʩʝ ʬʦʢʫʩʠʨʘ 

ʥʘ ʬʫʥʢʮʠʦʥʘʣʥʝ ʭʠʿʝʨʘʨʭʠʿʝ, ʩʪʨʫʢʪʫʨʝ ʠ ʦʨʛʘʥʠʟʘʮʠʦʥʝ ʿʝʜʠʥʠʮʝ (McCormack & 

Johnson, 2001). ʇʨʦʮʝʩʥʘ ʦʨʠʿʝʥʪʘʮʠʿʘ ʥʫʜʠ ʟʥʘʯʘʿʥʦ ʜʨʫʛʘʯʠʿʠ ʥʘʯʠʥ ʦʨʛʘʥʠʟʦʚʘˁʘ, 

ʨʘʟʤʠʰˀʘˁʘ, ʧʦʥʘʰʘˁʘ ʠ ʫʧʨʘʚˀʘˁʘ (ʪʘʙʝʣʘ 1.1).  

ʇʨʝʜʫʟʝ˂ʘ ʩʘ ʬʫʥʢʮʠʦʥʘʣʥʦʤ ʦʨʛʘʥʠʟʘʮʠʦʥʦʤ ʩʪʨʫʢʪʫʨʦʤ ʠʤʘʿʫ ʧʦʪʝʰʢʦ˂ʝ ʫ 

ʠʩʧʫˁʘʚʘˁʫ ʟʘʭʪʝʚʘ ʢʫʧʘʮʘ, ʿʝʨ ʥʝ ʧʦʩʪʘʚˀʘʿʫ ʧʠʪʘˁʝ ʧʦʪʨʝʙʥʦʛ ʚʨʝʤʝʥʘ ʠ ʪʨʦʰʢʦʚʘ 

ʟʘ ˁʠʭʦʚʫ ʨʝʘʣʠʟʘʮʠʿʫ (Davenport, 1995). ʇʨʝʜʫʟʝ˂ʘ ʬʦʨʤʠʨʘʥʘ ʜʠʚʠʟʠʦʥʦ, 

ʦʨʠʿʝʥʪʠʩʘʥʘ ʩʫ ʥʘ ʧʨʦʠʟʚʦʜʝ ʠ ʟʘʥʝʤʘʨʫʿʫ ʧʨʘ˂ʝˁʝ ʧʦʪʨʝʙʘ ʢʫʧʘʮʘ. 
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ʊʘʙʝʣʘ 1.1: ʈʘʟʣʠʢʝ ʪʨʘʜʠʮʠʦʥʘʣʥʠʭ ʠ ʧʨʦʮʝʩʥʦ ʦʨʠʿʝʥʪʠʩʘʥʠʭ ʧʨʝʜʫʟʝ˂ʘ 

ʊʨʘʜʠʮʠʦʥʘʣʥʘ ʧʨʝʜʫʟʝ˂ʘ ʇʨʦʮʝʩʥʦ ʟʘʩʥʦʚʘʥʘ ʧʨʝʜʫʟʝ˂ʘ  

ʌʦʢʫʩ ʥʘ ʬʫʥʢʮʠʿʝ ʠʣʠ ʜʠʚʠʟʠʿʝ ʌʦʢʫʩ ʥʘ ʧʦʩʣʦʚʥʝ ʧʨʦʮʝʩʝ 

ʂˀ ʫʯʥʘ ʿʝ ʧʦʟʠʮʠʿʘ ʬʫʥʢʮʠʦʥʘʣʥʦʛ ʠʣʠ 

ʜʠʚʠʟʠʦʥʦʛ ʤʝʥʘ˅ʝʨʘ 
ʂˀ ʫʯʥʘ ʿʝ ʧʦʟʠʮʠʿʘ ʚʣʘʩʥʠʢʘ ʧʨʦʮʝʩʘ 

ʇʨʦʠʟʚʦʜʠ/ʫʩʣʫʛʝ ʩʫ ʿʝʜʥʦʩʪʘʚʥʝ ʠ 

ʩʪʘʥʜʘʨʜʠʟʦʚʘʥʝ 

ʇʨʦʠʟʚʦʜʠ/ʫʩʣʫʛʝ ʩʫ ʬʣʝʢʩʠʙʠʣʥʝ ʠ 

ʧʨʠʣʘʛʦʜˀʠʚʝ 

ɺʝʨʪʠʢʘʣʥʘ (ʜʫʙʦʢʘ) ʭʠʿʝʨʘʨʭʠʿʘ ʅʠʩʢʘ ʭʠʿʝʨʘʨʭʠʿʘ 

ɸʣʦʢʘʮʠʿʘ ʨʝʩʫʨʩʘ ʧʨʝʤʘ ʢʦʥʢʫʨʝʥʪʥʦʩʪʠ 
ɸʣʦʢʘʮʠʿʘ ʨʝʩʫʨʩʘ ʧʨʝʤʘ ʟʘʿʝʜʥʠʯʢʠʤ 

ʨʝʩʫʨʩʠʤʘ 

ɺʝʨʪʠʢʘʣʥʘ ʢʦʤʫʥʠʢʘʮʠʿʘ ʍʦʨʠʟʦʥʪʘʣʥʘ ʢʦʤʫʥʠʢʘʮʠʿʘ 

ʋ ʬʦʢʫʩʫ ʟʘʧʦʩʣʝʥʠʭ ʩʫ ʩʫʧʝʨʚʠʟʦʨʠ ʋ ʬʦʢʫʩʫ ʟʘʧʦʩʣʝʥʠʭ ʩʫ ʢʫʧʮʠ 

ʀʟʚʦʨ: Hernaus, T. (2011). ʊhe New Faces of Organizations in 21st Century. 2. Chapter: The Process 

Based Face of Organizations. Publisher: NAISIT Publishers. Editors: M. A. Sarlak, pp.33-80, pp.59. 

 

ʊʨʘʜʠʮʠʦʥʘʣʥʝ ʚʝʨʪʠʢʘʣʥʝ ʩʪʨʫʢʪʫʨʝ ʥʘʛʣʘʰʘʚʘʿʫ ʚʘʞʥʦʩʪ ʠʟʚʨʩʥʦʩʪʠ 

ʬʫʥʢʮʠʦʥʘʣʥʠʭ ʧʨʦʠʟʚʦʜʘ, ʘʣʠ ʥʝ ʦʩʪʚʘʨʫʿʫ ʫʚʝʢ ʢʦʦʨʜʠʥʘʮʠʿʫ ʠʟʤʝʹʫ ʿʝʜʠʥʠʮʘ, 

ʬʫʥʢʮʠʿʘ, ʦʜʝˀʝˁʘ, ʨʘʜʥʠʭ ʤʝʩʪʘ ʠ ʟʘʜʘʪʘʢʘ. ʂʦʜ ʧʨʝʜʫʟʝ˂ʘ ʩʘ ʧʨʦʮʝʩʥʦʤ 

ʦʨʠʿʝʥʪʘʮʠʿʦʤ ʪʨʘʜʠʮʠʦʥʘʣʥʘ ʦʨʠʿʝʥʪʘʮʠʿʘ ʥʘ ʧʦʩʣʦʚʥʝ ʬʫʥʢʮʠʿʝ ʙʠʚʘ ʟʘʤʝˁʝʥʘ 

ʬʦʢʫʩʦʤ ʥʘ ʧʦʩʣʦʚʥʝ ʧʨʦʮʝʩʝ. ʇʨʠʪʦʤ, ʧʨʝʜʫʟʝ˂ʘ ʥʝ ʥʘʧʫʰʪʘʿʫ ʧʦʩʣʦʚʥʝ ʬʫʥʢʮʠʿʝ, ʚʝ˂ 

ʤʝˁʘʿʫ ˁʠʭʦʚʫ ʩʚʨʭʫ. ʇʦʩʣʦʚʥʝ ʬʫʥʢʮʠʿʝ ʧʨʫʞʘʿʫ ʧʦʜʨʰʢʫ ʧʦʩʣʦʚʥʠʤ ʧʨʦʮʝʩʠʤʘ ʢʦʿʠ 

ʩʪʚʘʨʘʿʫ ʚʨʝʜʥʦʩʪ (Gardner, 2004). ʇʨʠ ʪʦʤʝ, ʬʫʥʢʮʠʦʥʘʣʥʝ ʿʝʜʠʥʠʮʝ ʦʧʠʩʫʿʫ ʪʦʢ 

ʦʚʣʘʰ˂ʝˁʘ ʠ ʦʜʛʦʚʦʨʥʦʩʪ, ʜʦʢ ʧʦʩʣʦʚʥʠ ʧʨʦʮʝʩʠ ʦʧʠʩʫʿʫ ʪʦʢ ʨʘʜʘ (Hernaus, 2011). 

ʇʨʝʜʫʟʝ˂ʘ ʟʘʩʥʦʚʘʥʘ ʥʘ ʧʨʦʮʝʩʠʤʘ ʟʘ ʨʘʟʣʠʢʫ ʦʜ ʪʨʘʜʠʮʠʦʥʘʣʥʠʭ ʧʨʝʜʫʟʝ˂ʘ (Gardner, 

2004): 

ü ʜʠʟʘʿʥʠʨʘʿʫ ʧʨʦʮʝʩʝ ʠ ʫʧʨʘʚˀʘʿʫ ˁʠʤʘ ʦʜ ʧʦʯʝʪʢʘ ʜʦ ʢʨʘʿʘ,  

ü ʤʝʨʝ ʨʝʟʫʣʪʘʪʝ ʠ ʫʧʨʘʚˀʘʿʫ ˁʠʤʘ ʥʘ ʥʠʚʦʫ ʧʨʦʮʝʩʘ, ʫʤʝʩʪʦ ʜʘ ʪʝʞʝ ʧʦʩʪʠʟʘˁʫ 

ʝʬʠʢʘʩʥʦʩʪʠ ʦʨʛʘʥʠʟʘʮʠʦʥʠʭ ʿʝʜʠʥʠʮʘ, ʠ  

ü ʨʘʟʤʠʰˀʘʿʫ ʫ ʧʨʘʚʮʫ ʦʩʪʚʘʨʝˁʘ ʮʠˀʝʚʘ ʢʫʧʘʮʘ, ʫʤʝʩʪʦ ʬʦʢʫʩʘ ʥʘ ʧʦʩʪʠʟʘˁʝ 

ʣʦʢʘʣʥʠʭ ʬʫʥʢʮʠʦʥʘʣʥʠʭ ʮʠˀʝʚʘ.  

ʂˀʫʯʥʘ ʧʨʦʤʝʥʘ ʢʦʿʫ ʫʥʦʩʠ ʦʨʠʿʝʥʪʘʮʠʿʘ ʥʘ ʧʨʦʮʝʩʝ ʦʛʣʝʜʘ ʩʝ ʫ ʠʟʨʘʞʝʥʦʿ 

ʘʜʘʧʪʠʚʥʦʩʪʠ. ɻʣʘʚʥʠ ʨʘʟʣʦʛ ʬʦʢʫʩʘ ʥʘ ʧʦʩʣʦʚʥʝ ʧʨʦʮʝʩʝ ʿʝʩʪʝ ʧʦʚʝ˂ʘˁʝ ʘʛʠʣʥʦʩʪʠ 

ʧʨʝʜʫʟʝ˂ʘ. ʊʨʘʜʠʮʠʦʥʘʣʥʘ ʧʨʝʜʫʟʝ˂ʘ ʩʧʦʨʦ ʨʝʘʛʫʿʫ ʥʘ ʧʨʦʤʝʥʝ ʫ ʦʢʨʫʞʝˁʫ ʟʘ ʨʘʟʣʠʢʫ 

ʦʜ ʧʨʦʮʝʩʥʦ ʦʨʠʿʝʥʪʠʩʘʥʠʭ. ʆʚʘ ʧʨʝʜʫʟʝ˂ʘ ʙʦˀʝ ʩʭʚʘʪʘʿʫ ʩʚʦʿʝ ʫʥʫʪʨʘʰˁʝ ʩʪʨʫʢʪʫʨʝ ʠ 

ʙʨʞʝ ʠ ʧʨʝʮʠʟʥʠʿʝ ʧʨʦʥʘʣʘʟʝ ʛʜʝ ʿʝ ʧʦʪʨʝʙʥʦ ʠʟʚʨh ʠʪʠ ʧʨʠʣʘʛʦʹʘʚʘˁʘ. ʇʨʦʮʝʩʥʠ 
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ʧʦʛʣʝʜ ʿʝ ʝʬʠʢʘʩʘʥ ʠ ʝʬʝʢʪʠʚʘʥ ʥʘʯʠʥ ʧʦʙʦˀʰʘˁʘ ʨʘʜʥʠʭ ʩʠʩʪʝʤʘ ʧʨʝʜʫʟʝ˂ʘ ʢʦʿʠ ʛʘ 

ʯʠʥʝ ʚʠʪʢʠʤ, ʢʦʥʢʫʨʝʥʪʥʠʤ ʠ ʧʨʠʣʘʛʦʜˀʠʚʠʤ. 

ʀʤʧʣʝʤʝʥʪʘʮʠʿʘ ʧʨʦʮʝʩʥʝ ʦʨʠʿʝʥʪʘʮʠʿʝ ʥʘʿʯʝʰ˂ʝ ʚʦʜʠ ʫ ʧʨʦʮʝʩʥʫ 

ʦʨʛʘʥʠʟʘʮʠʦʥʫ ʩʪʨʫʢʪʫʨʫ. ʆʚʘʿ ʦʙʣʠʢ ʦʨʛʘʥʠʟʘʮʠʦʥʝ ʩʪʫʢʪʫʨʝ ʩʝ ʯʝʩʪʦ ʦʟʥʘʯʘʚʘ ʠ ʢʘʦ 

ʭʦʨʠʟʦʥʪʘʣʥʘ ʦʨʛʘʥʠʟʘʮʠʿʘ (Nikolenko & Kleiner, 1996). ʈʘʜʠ ʩʝ ʦ ʩʘʚʨʝʤʝʥʦʿ 

ʩʪʨʫʢʪʫʨʠ, ʢʦʿʘ, ʫ ʮʠˀʫ ʫʩʧʝʰʥʦʛ ʦʜʛʦʚʦʨʘ ʥʘ ʠʟʘʟʦʚʝ ʪʨʞʠʰʪʘ ʠ ʟʘʭʪʝʚʝ ʢʫʧʘʮʘ, 

ʘʢʮʝʥʘʪ ʩʪʘʚˀʘ ʥʘ ʧʨʦʮʝʩʝ ʠ ʪʠʤʩʢʠ ʨʘʜ. ʉʧʝʮʠʬʠʯʥʦʩʪ ʦʚʦʛ ʩʪʨʫʢʪʫʨʥʦʛ ʦʙʣʠʢʘ 

ʦʛʣʝʜʘ ʩʝ ʫ ʥʘʛʣʘʰʘʚʘˁʫ ʧʨʝʜʥʦʩʪʠ ʧʣʠʪʢʝ, ʭʦʨʠʟʦʥʪʘʣʥʝ ʩʪʨʫʢʪʫʨʝ. ɺʘʞʥʦ ʿʝ 

ʥʘʛʣʘʩʠʪʠ ʜʘ ʭʦʨʠʟʦʥʪʘʣʥʘ ʩʪʨʫʢʪʫʨʘ ʠʤʘ ʤʘˁʝ ʭʠʿʝʨʘʨʭʠʿʩʢʠʭ ʥʠʚʦʘ ʦʜ ʚʝʨʪʠʢʘʣʥʠʭ 

ʩʪʨʫʢʪʫʨʘ, ʥʠʞʘ ʿʝ, ʘʣʠ ʥʝ ʤʦʞʝ ʩʝ ʧʨʠʢʘʟʘʪʠ ʨʘʚʥʦʤ ʮʨʪʦʤ. ʈʘʜʠ ʩʝ ʦ ʧʨʚʦʤ ʦʙʣʠʢʫ 

ʦʨʛʘʥʠʟʘʮʠʦʥʝ ʩʪʨʫʢʪʫʨʝ ʢʦʿʠ ʥʝ ʧʦʜʨʘʟʫʤʝʚʘ ʩʘʤʦ ʚʘʨʠʿʘʮʠʿʫ ʥʝʢʦʛ ʦʜ ʦʙʣʠʢʘ 

ʚʝʨʪʠʢʘʣʥʝ ʦʨʛʘʥʠʟʘʮʠʦʥʝ ʩʪʫʢʪʫʨʝ. ʊʝʩʥʦ ʿʝ ʧʦʚʝʟʘʥʘ ʩʘ ʬʫʥʢʮʠʦʥʘʣʥʦʤ ʩʪʨʫʢʪʫʨʦʤ, 

ʯʠʿʝ ʩʣʘʙʦʩʪʠ ʦʪʢʣʘˁʘ, ʫʥʦʩʝ˂ʠ ʦʨʛʘʥʩʢʝ ʝʣʝʤʝʥʪʝ ʫ ˁʫ. ʈʠʛʠʜʥʦʩʪ ʬʫʥʢʮʠʦʥʘʣʥʝ 

ʩʪʨʫʢʪʫʨʝ, ʛʜʝ ʿʝ ʩʚʘʢʘ ʧʦʩʣʦʚʥʘ ʬʫʥʢʮʠʿʘ ʢʦʥʮʝʥʪʨʠʩʘʥʘ ʩʘʤʦ ʥʘ ʩʚʦʿʝ ʧʦʜʨʫʯʿʝ ʨʘʜʘ, 

ʧʨʦʮʝʩʥʘ ʩʪʨʫʢʪʫʨʘ ʧʨʝʚʘʟʠʣʘʟʠ ʨʫʰʝ˂ʠ ˁʝʥʝ ʙʘʨʠʿʝʨʝ. ʇʨʦʮʝʩʥʘ ʩʪʨʫʢʪʫʨʘ ʙʘʟʠʨʘ ʩʝ 

ʥʘ ʬʦʨʤʠʨʘˁʫ ʤʝʹʫʬʫʥʢʮʠʿʩʢʠʭ, ʧʨʦʮʝʩʥʠʭ ʪʠʤʦʚʘ. ʏʣʘʥʦʚʝ ʦʚʠʭ ʪʠʤʦʚʘ ʯʠʥʝ 

ʟʘʧʦʩʣʝʥʠ ʠʟ ʨʘʟʣʠʯʠʪʠʭ ʧʦʩʣʦʚʥʠʭ ʬʫʥʢʮʠʿʘ ʢʦʿʠ ʩʫ ʘʥʛʘʞʦʚʘʥʠ ʫ ʦʢʚʠʨʫ ʠʩʪʦʛ 

ʧʦʩʣʦʚʥʦʛ ʧʨʦʮʝʩʘ. 

ʀʧʘʢ, ʧʦʪʨʝʙʥʦ ʿʝ ʥʘʛʣʘʩʠʪʠ ʜʘ ʦʨʠʿʝʥʪʘʮʠʿʘ ʥʘ ʧʦʩʣʦʚʥʝ ʧʨʦʮʝʩʝ ʠ ʧʨʦʮʝʩʥʘ 

ʦʨʛʘʥʠʟʘʮʠʦʥʘ ʩʪʨʫʢʪʫʨʘ ʥʠʩʫ ʩʠʥʦʥʠʤʠ (Ġkrinjar, Hernaus & Indihar Ġtemberger, 2006). 

ʇʨʦʮʝʩʥʘ ʦʨʠʿʝʥʪʘʮʠʿʘ ʧʦʜʨʘʟʫʤʝʚʘ ʨʘʟʫʤʝʚʘˁʝ ʪʦʢʦʚʘ ʧʦʩʣʦʚʘˁʘ, ʠ ʧʨʝʜʩʪʘʚˀʘ ʧʨʚʠ 

ʢʦʨʘʢ ʢʘ ʦʨʛʘʥʠʟʘʮʠʦʥʦʿ ʩʪʨʫʢʪʫʨʠ ʙʘʟʠʨʘʥʦʿ ʥʘ ʧʨʦʮʝʩʠʤʘ. ʇʨʦʮʝʩʥʘ ʦʨʠʿʝʥʪʘʮʠʿʘ ʿʝ 

ʥʘʯʠʥ ʨʘʟʤʠʰˀʘˁʘ, ʜʦʢ ʿʝ ʧʨʦʮʝʩʥʘ ʦʨʛʘʥʠʟʘʮʠʦʥʘ ʩʪʨʫʢʪʫʨʘ ʿʝʜʥʦ ʦʜ ʨʝʰʝˁʘ 

ʜʠʟʘʿʥʠʨʘˁʘ ʧʨʝʜʫʟʝ˂ʘ ʢʦʿʝ ʿʝ ʫ ʩʢʣʘʜʫ ʩʘ ʧʨʦʮʝʩʥʠʤ ʧʨʠʩʪʫʧʦʤ. ʉ ʜʨʫʛʝ ʩʪʨʘʥʝ, ʦʥʘ ʩʝ 

ʤʦʞʝ ʧʦʩʤʘʪʨʘʪʠ ʢʘʦ ʰʠʨʠ ʪʝʨʤʠʥ ʦʜ ʧʨʦʮʝʩʥʝ ʦʨʛʘʥʠʟʘʮʠʦʥʝ ʩʪʨʫʢʪʫʨʝ, ʿʝʨ 

ʧʨʝʜʫʟʝ˂ʝ ʤʦʞʝ ʜʦ˂ʠ ʜʦ ʦʜʨʝʹʝʥʦʛ ʩʪʝʧʝʥʘ ʟʨʝʣʦʩʪʠ ʫ ʧʨʦʮʝʩʥʦʿ ʦʨʠʿʝʥʪʘʮʠʿʠ, ʘ ʜʘ ʩʝ 

ʬʦʨʤʘʣʥʦ ʥʝ ʜʠʟʘʿʥʠʨʘ ʭʦʨʠʟʦʥʪʘʣʥʦ (Ġkrinjar i saradnici, 2006). 

ʇʦʙʦˀʰʘʥʘ ʢʦʦʨʜʠʥʘʮʠʿʘ ʫʥʫʪʘʨ ʧʨʝʜʫʟʝ˂ʘ ʨʝʟʫʣʪʘʪ ʿʝ ʧʨʦʮʝʩʥʦʛ ʥʘʯʠʥʘ 

ʩʪʨʫʢʪʫʨʠʨʘˁʘ ʧʨʝʜʫʟʝ˂ʘ. ʅʘ ʪʘʿ ʥʘʯʠʥ ʤʦʛʫ˂ʝ ʿʝ ʟʥʘʯʘʿʥʦ ʧʦʚʝ˂ʘʪʠ ʬʣʝʢʩʠʙʠʣʥʦʩʪ ʠ 

ʙʨʟʠʥʫ ʦʜʛʦʚʦʨʘ ʥʘ ʟʘʭʪʝʚʝ ʢʫʧʘʮʘ. ɿʘʧʦʩʣʝʥʠ ʠʟ ʨʘʟʣʠʯʠʪʠʭ ʧʦʩʣʦʚʥʠʭ ʬʫʥʢʮʠʿʘ, ʢʘʦ 

ʯʣʘʥʦʚʠ ʧʨʦʮʝʩʥʠʭ ʪʠʤʦʚʘ, ʩʪʠʯʫ ʰʠʨʠ ʧʦʛʣʝʜ ʥʘ ʧʦʩʣʦʚʘˁʝ, ʘʣʠ ʠ ʜʦʙʠʿʘʿʫ ʧʨʠʣʠʢʫ 
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ʜʘ ʜʝʣʝ ʦʜʛʦʚʦʨʥʦʩʪ ʠ ʠʤʘʿʫ ʤʦʛʫ˂ʥʦʩʪ ʜʘ ʜʦʥʦʩʝ ʦʜʣʫʢʝ ʠ ʩʥʦʩʝ ʦʜʛʦʚʦʨʥʦʩʪ ʟʘ ˁʠʭʦʚ 

ʢʦʥʘʯʘʥ ʠʩʭʦʜ 

ʊʘʙʝʣʘ 1.2: ʇʨʝʜʥʦʩʪʠ ʠ ʥʝʜʦʩʪʘʮʠ ʧʨʦʮʝʩʥʝ ʦʨʛʘʥʠʟʘʮʠʦʥʝ ʩʪʨʫʢʪʫʨʝ 

ʇʨʝʜʥʦʩʪʠ ʅʝʜʦʩʪʘʮʠ 

ʇʨʦʤʦʚʠʰʝ ʬʣʝʢʩʠʙʠʣʥʦʩʪ ʠ ʙʨʟʠ 

ʦʜʛʦʚʦʨ ʥʘ ʧʨʦʤʝʥʝ ʫ ʦʢʨʫʞʝˁʫ 

ʇʨʠʣʠʢʦʤ ʫʪʚʨʹʠʚʘˁʘ ʢˀʫʯʥʠʭ ʧʨʦʮʝʩʘ ʪʨʦʰʠ ʩʝ 

ʜʦʩʪʘ ʚʨʝʤʝʥʘ ʠ ʥʘʠʣʘʟʠ ʥʘ ʙʨʦʿʥʝ ʪʝʰʢʦ˂ʝ 

ʋʩʤʝʨʘʚʘ ʧʘʞˁʫ ʩʚʠʭ ʟʘʧʦʩʣʝʥʠʭ 

ʥʘ ʧʨʦʠʟʚʦʜˁʫ ʠ ʠʩʧʦʨʫʢʫ 

ʚʨʝʜʥʦʩʪʠ ʢʫʧʮʫ 

ɿʘʭʪʝʚʘ ʧʨʦʤʝʥʝ ʫ ʧʦʩʣʦʚʥʦʿ ʢʫʣʪʫʨʠ, ʜʠʟʘʿʥʫ 

ʧʦʩʣʦʚʘ, ʬʠʣʦʟʦʬʠʿʠ ʫʧʨʘʚˀʘˁʘ, ʠʥʬʦʨʤʘʮʠʦʥʦʤ 

ʩʠʩʪʝʤʫ ʠ ʩʠʩʪʝʤʫ ʥʘʛʨʘʹʠʚʘˁʘ 

ɿʘʧʦʩʣʝʥʠ ʠʤʘ ʧʦʪʧʫʥʠʿʠ ʧʦʛʣʝʜ 

ʥʘ ʦʨʛʘʥʠʟʘʮʠʦʥʝ ʮʠˀʝʚʝ 

ʇʦʜʩʪʠʯʝ ʩʫʢʦʙˀʘʚʘˁʝ ʤʝʥʘ˅ʝʨʘ ʧʦ ʦʩʥʦʚʫ 

ʦʛʨʘʥʠʯʘʚʘˁʘ ˁʠʭʦʚʝ ʚʣʘʩʪʠ 

ʇʨʦʤʦʚʠʰʝ ʪʠʤʩʢʠ ʨʘʜ ʠ ʩʘʨʘʜˁʫ 
ɿʘʭʪʝʚʘ ʦʙʫʢʫ ʟʘʧʦʩʣʝʥʠʭ ʫ ʮʠˀʫ ʝʬʠʢʘʩʥʦʛ 

ʦʙʘʚˀʘˁʘ ʟʘʜʘʪʘʢʘ ʫ ʧʨʦʮʝʩʥʠʤ ʪʠʤʦʚʠʤʘ 

ʇʦʙʦˀʰʘʚʘ ʢʚʘʣʠʪʝʪ ʞʠʚʦʪʘ 

ʟʘʧʦʩʣʝʥʠʭ 

ʇʦʩʪʦʿʠ ʤʦʛʫ˂ʥʦʩʪ ʦʛʨʘʥʠʯʘʚʘˁʘ ʨʘʟʚʦʿʘ ʟʥʘˁʘ ʠ 

ʚʝʰʪʠʥʘ 

ʀʟʚʦʨ: Daft, R. (2010), pp.118.ʧʨʝʤʘ Ostroff, F.,(1999) The Horizontal Organization: What the 

Organization of the Future Looks Like and How It Delivers Value to Customers. New York: Oxford 

University Press. 

ʇʨʦʮʝʩʥʘ ʩʪʨʫʢʪʫʨʘ ʟʘʭʪʝʚʘ ʧʘʞˀʠʚʦ ʦʜʨʝʹʠʚʘˁʝ ʢˀʫʯʥʠʭ ʧʨʦʮʝʩʘ ʟʘ ʠʩʧʦʨʫʢʫ 

ʚʨʝʜʥʦʩʪʠ ʢʫʧʮʠʤʘ. ʋʢʦʣʠʢʦ ʩʝ ʦʚʘʿ ʟʘʭʪʝʚ ʥʝ ʠʩʧʫʥʠ ʧʦʩʪʦʿʠ ʤʦʛʫ˂ʥʦʩʪ ˁʝʥʦʛ 

ʥʝʛʘʪʠʚʥʦʛ ʫʪʠʮʘʿʘ ʥʘ ʧʝʨʬʦʨʤʘʥʩʝ ʧʨʝʜʫʟʝ˂ʘ.  

ʇʨʝʣʘʟʘʢ ʥʘ ʧʨʦʮʝʩʥʫ ʦʨʛʘʥʠʟʘʮʠʦʥʫ ʩʪʨʫʢʪʫʨʫ ʿʝ ʜʫʛʦʪʨʘʿʘʥ ʠ ʩʣʦʞʝʥ ʧʨʦʮʝʩ. 

ʆʚʘʿ ʧʨʦʮʝʩ ʧʦʜʨʘʟʫʤʝʚʘ ʟʥʘʯʘʿʥʝ ʧʨʦʤʝʥʝ ʫ ʬʠʣʦʟʦʬʠʿʠ ʫʧʨʘʚˀʘˁʘ, ʧʦʩʣʦʚʥʦʿ 

ʢʫʣʪʫʨʠ, ʜʠʟʘʿʥʫ ʧʦʩʣʦʚʘ, ʩʠʩʪʝʤʫ ʠʥʬʦʨʤʠʩʘˁʘ ʠ ʥʘʛʨʘʹʠʚʘˁʘ. ʄʘˁʠ ʙʨʦʿ ʥʠʚʦʘ 

ʫʧʨʘʚˀʘˁʘ ʢʦʜ ʧʣʠʪʢʝ ʦʨʛʘʥʠʟʘʮʠʦʥʝ ʩʪʨʫʢʪʫʨʝ ʧʦʜʨʘʟʫʤʝʚʘ ʰʠʨʠ ʨʘʩʧʦʥ ʢʦʥʪʨʦʣʝ ʥʘ 

ʩʚʘʢʦʤ ʥʠʚʦʫ. ʉʪʦʛʘ ʩʝ ʤʝʥʘ˅ʝʨʠ ʩʫʦʯʘʚʘʿʫ ʩʘ ʦʛʨʘʥʠʯʝˁʝʤ ʦʚʣʘʰ˂ʝˁʘ, ʜʦʢ ʩʝ ʜʝʦ 

ʘʫʪʦʨʠʪʝʪʘ ʧʨʝʥʦʩʠ ʥʘ ʪʠʤʦʚʝ ʟʘʧʦʩʣʝʥʠʭ ʠ ʧʦʿʝʜʠʥʘʯʥʝ ʟʘʧʦʩʣʝʥʝ. ʇʨʠ ʪʦʤʝ, 

ʟʘʧʦʩʣʝʥʠ ʤʦʨʘʿʫ ʙʠʪʠ ʦʙʫʯʝʥʠ ʟʘ ʨʘʜ ʫ ʪʠʤʦʚʠʤʘ. ʊʘʢʦʹʝ, ʧʦʪʨʝʙʥʦ ʿʝ ʟʘʧʦʩʣʝʥʠʤʘ 

ʦʤʦʛʫ˂ʠʪʠ ʜʘˀʝ ʫʩʘʚʨʰʘʚʘˁʘ ʩʪʨʫʯʥʦʛ ʟʥʘˁʘ, ʿʝʨ ʧʨʦʮʝʩʥʘ ʩʪʨʫʢʪʫʨʘ ʧʦʩʪʘʚˀʘ 

ʙʘʨʠʿʝʨʝ ʨʘʟʚʦʿʫ ʪʝʭʥʠʯʠʭ ʟʥʘˁʘ. 

ʅʘʿʙʦˀʝ ʨʝʟʫʣʪʘʪʝ ʧʨʠʤʝʥʘ ʧʨʦʮʝʩʥʝ ʦʨʛʘʥʠʟʘʮʠʦʥʝ ʩʪʨʫʢʪʫʨʝ ʦʙʝʟʙʝʹʫʿʝ ʢʦʜ 

ʚʝʣʠʢʠʭ ʧʨʝʜʫʟʝ˂ʘ ʦʨʠʿʝʥʪʠʩʘʥʠʭ ʥʘ ʢʫʧʮʝ ʢʦʘʿ, ʧʨʠ ʪʦʤʝ, ʧʦʩʣʫʿʫ ʫ ʥʝʩʪʘʙʠʣʥʦʤ 

ʦʢʨʫʞʝˁʫ. ʆʚʘʿ ʦʙʣʠʢ ʦʨʛʘʥʠʟʘʮʠʦʥʝ ʩʪʨʫʢʪʫʨʝ ʧʨʠʩʫʪʘʥ ʿʝ ʢʦʜ ʥʝʢʠʭ ʦʜ ʚʦʜʝ˂ʠʭ 

ʩʚʝʪʩʢʠʭ ʧʨʝʜʫʟʝ˂ʘ: General Electric, Quntum, Texas Instruments, Motorola, Barclays 

Bank, Xerox, IBM ʠ ʜʨʫʛʠʭ. 
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ʉʣʠʢʘ 1.1: ʇʨʦʮʝʩʥʘ ʦʨʛʘʥʠʟʘʮʠʦʥʘ ʩʪʨʫʢʪʫʨʘ 

ʀʟʚʦʨ: Hernaus, T. (2011). ʊhe New Faces of Organizations in 21st Century. 2. Chapter: The Process 

Based Face of Organizations. Publisher: NAISIT Publishers. Editors: M. A. Sarlak, pp.33-80, pp 64. 

ʇʨʝʫʟʝʪʦ ʩʘ: https://www.researchgate.net/publication/251431137_The_Process-

Based_Face_of_Organizations (05.10.2019). 
 

ʂʦʥʢʨʝʪʥʦ ʧʨʝʜʫʟʝ˂ʝ ʧʨʠʣʘʛʦʹʘʚʘ ʧʨʦʮʝʩʥʫ ʩʪʨʫʢʪʫʨʫ ʩʦʧʩʪʚʝʥʠʤ ʧʦʪʨʝʙʘʤʘ ʠ 

ʧʦʩʣʦʚʥʦʤ ʢʦʥʪʝʢʩʪʫ ʠ, ʢʘʦ ʪʘʢʚʦ, ʧʨʝʜʩʪʘʚˀʘ ʿʝʜʠʥʩʪʚʝʥʦ ʜʠʟʘʿʥʝʨʩʢʦ ʨʝʰʝˁʝ. 

ʄʝʹʫʪʠʤ, ʫʧʨʢʦʩ ʨʘʟʥʦʚʨʩʥʦʩʪʠ, ʪʝʦʨʠʿʘ ʧʨʝʧʦʟʥʘʿʝ ʛʝʥʝʨʠʯʢʫ ʦʨʛʘʥʠʟʘʮʠʦʥʫ 

ʩʪʨʫʢʪʫʨʫ ʟʘʩʥʦʚʘʥʫ ʥʘ ʧʨʦʮʝʩʠʤʘ (ʩʣʠʢʘ 1.1). ʇʨʦʮʝʩʥʦ ʦʨʠʿʝʥʪʠʩʘʥʘ ʦʨʛʘʥʠʟʘʮʠʦʥʘ 

ʩʪʨʫʢʪʫʨʘ ʪʨʝʙʘ ʜʘ ʦʙʫʭʚʘʪʠ (Hernaus, 2011):  

ü ʥʝʢʦʣʠʢʦ ʢˀʫʯʥʠʭ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ (ʝʥʛʣ. Core business processes) ʢʦʿʠʤʘ 

ʫʧʨʘʚˀʘʿʫ ʚʣʘʩʥʠʮʠ ʧʨʦʮʝʩʘ , ʫʟ ʜʠʨʝʢʪʥʫ ʧʦʜʨʰʢʫ ʧʨʦʮʝʩʥʠʭ ʩʘʚʝʪʥʠʢʘ, 

ü ʮʝʥʪʨʝ ʠʟʚʨʩʥʦʩʪʠ (ʝʥʛʣ. Centers of excellence) ʫ ʢʦʿʠʤʘ ʩʝ ʧʨʠʢʫʧˀʘ 

ʬʫʥʢʮʠʦʥʘʣʥʦ ʟʥʘˁʝ, ʩʘ ʟʘʜʘʪʢʦʤ ʧʦʚʝʟʠʚʘˁʘ ʟʘʧʦʩʣʝʥʠʭ ʠʟ ʩʣʠʯʥʠʭ 

ʬʫʥʢʮʠʦʥʘʣʥʠʭ ʦʙʣʘʩʪʠ (ʥʧʨ. ʧʨʦʠʟʚʦʜˁʘ, ʠʩʪʨʘʞʠʚʘˁʝ ʠ ʨʘʟʚʦʿ, ʤʘʨʢʝʪʠʥʛ 

ʠʪʜ.), 

ü ʿʝʜʠʥʠʮʝ ʟʘʧʦʩʣʝʥʠʭ (ʝʥʛʣ. Staff units) ʠʣʠ ʬʫʥʢʮʠʦʥʘʣʥʝ ʿʝʜʠʥʠʮʝ ʟʘ 

ʧʦʜʨʰʢʫ (ʝʥʛʣ. Functional support units) ʟʘʜʫʞʝʥʝ ʟʘ ʘʜʤʠʥʠʩʪʨʘʮʠʿʫ ʠ 

ʢʦʨʧʦʨʘʪʠʚʥʝ ʧʦʩʣʦʚʥʝ ʘʢʪʠʚʥʦʩʪʠ (ʥʧʨ. ʫʧʨʘʚˀʘˁʝ ˀʫʜʩʢʠʤ ʨʝʩʫʨʩʠʤʘ, 

ʠʥʬʦʨʤʘʮʠʦʥʘ ʪʝʭʥʦʣʦʛʠʿʘ, ʨʘʯʫʥʦʚʦʜʩʪʚʦ, ʧʨʘʚʥʠ ʧʦʩʣʦʚʠ, ʦʜʥʦʩʠ ʩ 

ʿʘʚʥʦʰ˂ʫ...) ʠ 

ü ʧʨʦʮʝʩʥʠ ʩʘʚʝʪ (ʝʥʛʣ. Process council) ʦʜʛʦʚʦʨʘʥ ʟʘ ʣʘʪʝʨʘʣʥʫ ʢʦʦʨʜʠʥʘʮʠʿʫ 

ʠʟʤʝʹʫ ʨʘʟʣʠʯʠʪʠʭ ʧʨʦʮʝʩʘ ʠ ʦʨʛʘʥʠʟʘʮʠʦʥʠʭ ʿʝʜʠʥʠʮʘ. 

https://www.researchgate.net/publication/251431137_The_Process-Based_Face_of_Organizations
https://www.researchgate.net/publication/251431137_The_Process-Based_Face_of_Organizations
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ʋ ʧʨʘʢʩʠ ʿʝ ʤʘʣʠ ʙʨʦʿ ʧʨʝʜʫʟʝ˂ʘ ʫʩʧʝʦ ʜʘ ʜʠʟʘʿʥʠʨʘ ʯʠʩʪʫ ʧʨʦʮʝʩʥʫ 

ʦʨʛʘʥʠʟʘʮʠʦʥʫ ʩʪʨʫʢʪʫʨʫ. ʂʦʜ ʚʝ˂ʠʥʝ ʧʨʝʜʫʟʝ˂ʘ ʩʘ ʧʨʦʮʝʩʥʦʤ ʦʨʛʘʥʠʟʘʮʠʦʥʦʤ 

ʩʪʨʫʢʪʫʨʦʤ ʨʝʯ ʿʝ ʦ ʥʝʢʦʿ ʢʦʤʙʠʥʘʮʠʿʠ ʚʝʨʪʠʢʘʣʥʝ ʠ ʭʦʨʠʟʦʥʪʘʣʥʝ ʩʪʨʫʢʪʫʨʝ, ʛʜʝ ʿʝ 

ʠʩʢʦʨʠʰ˂ʝʥʦ ʥʘʿʙʦˀʝ ʠʟ ʦʙʘ ʦʨʛʘʥʠʟʘʮʠʦʥʘ ʦʙʣʠʢʘ. ʋʧʨʘʚʦ, ʭʠʙʨʠʜʥʝ ʦʨʛʘʥʠʟʘʮʠʦʥʝ 

ʩʪʨʫʢʪʫʨʝ ʥʫʜʝ ʥʘʿʙʦˀʝ ʦʜ ʢʦʤʙʠʥʦʚʘʥʠʭ ʦʙʣʠʢʘ (Daft, 2010). 

1.3. ʇʨʦʮʝʩʥʘ ʦʨʠʿʝʥʪʘʮʠʿʘ ʧʨʝʜʫʟʝ˂ʘ ï ʫʩʤʝʨʝʥʦʩʪ ʥʘ ʧʨʦʮʝʩʝ ʠ ʨʘʟʚʦʿ 

ʂʦʥʢʫʨʝʥʪʩʢʘ ʧʨʝʜʥʦʩʪ, ʫ ʩʘʚʨʝʤʝʥʠʤ ʫʩʣʦʚʠʤʘ ʧʦʩʣʦʚʘˁʘ, ʦʩʪʚʘʨʠʚʘ ʿʝ ʿʝʜʠʥʦ 

ʙʨʞʦʤ ʧʦʥʫʜʦʤ ʢʚʘʣʠʪʝʪʥʠʿʠʭ ʠ ʿʝʬʪʠʥʠʿʠʭ ʧʨʦʠʟʚʦʜʘ ʠʣʠ ʫʩʣʫʛʘ. ʋ ʪʦʤ ʮʠˀʫ 

ʧʨʝʜʫʟʝ˂ʘ ʤʦʨʘʿʫ ʧʨʠʭʚʘʪʠʪʠ ʥʦʚʫ ʧʦʩʣʦʚʥʫ ʬʠʣʦʟʦʬʠʿʫ, ʢʦʿʘ ʧʦʩʤʘʪʨʘ ʧʨʝʜʫʟʝ˂ʝ ʠʟ 

ʧʨʦʮʝʩʥʝ ʧʝʨʩʧʝʢʪʠʚʝ, ʘ ʧʨʝʤʘ ʟʘʭʪʝʚʠʤʘ ʢʫʧʘʮʘ. ʈʝʯ ʿʝ ʦ ʥʝʦʧʭʦʜʥʦʩʪʠ ʫʩʤʝʨʘʚʘˁʘ 

ʧʨʝʜʫʟʝ˂ʘ ʥʘ ʧʦʩʣʦʚʥʝ ʧʨʦʮʝʩʝ ʰʪʦ ʩʝ ʫʦʧʰʪʝʥʦ ʦʟʥʘʯʘʚʘ ʢʘʦ ʦʨʠʿʝʥʪʘʮʠʿʘ ʥʘ 

ʧʦʩʣʦʚʥʝ ʧʨʦʮʝʩʝ (McCormack & Johnson, 2001). ʈʘʜʠ ʩʝ ʦ ʧʦʩʣʦʚʥʦʿ ʬʠʣʦʟʦʬʠʿʠ ʢʦʿʘ ʿʝ 

ʬʦʢʫʩʠʨʘʥʘ ʥʘ ʠʟʚʨʰʘʚʘˁʝ ʠʥʦʚʘʪʠʚʥʠʭ ʠ ʝʬʠʢʘʩʥʠʭ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ. ʅʘ ʪʘʿ ʥʘʯʠʥ, 

ʧʨʝʜʫʟʝ˂ʘ ʬʦʢʫʩ ʩʘ ʢʦʥʘʯʥʠʭ ʨʝʟʫʣʪʘʪʘ ʧʦʤʝʨʘʿʫ ʥʘ ʘʢʪʠʚʥʦʩʪʠ ʢʦʿʝ ʠʭ ʩʪʚʘʨʘʿʫ. ʂʘʢʦ 

ʩʫ ʫʧʨʘʚʦ ʧʨʦʮʝʩʠ ʪʠ ʢʦʿʠ ʩʪʚʘʨʘʿʫ ʨʝʟʫʣʪʘʪʝ, ʧʨoʠʟʠʣʘʟʠ ʜʘ ʿʝ ʧʦʪʨʝʙʥʦ ʧʘʞˁʫ 

ʫʩʤʝʨʠʪʠ ʥʘ ˁʠʭ. ʇʦʪʨʝʙʥʦ ʿʝ ʧʨʚʦ ˁʠʭ ʠʜʝʥʪʠʬʠʢʦʚʘʪʠ, ʢʦʥʪʨʦʣʠʩʘʪʠ ʠ ʨʘʟʚʠʿʘʪʠ. 

ʌʦʢʫʩʠʨʘˁʝʤ ʥʘ ʢˀʫʯʥʝ ʧʨʦʮʝʩʝ, ʧʨʦʮʝʩʥʠ ʧʨʠʩʪʫʧ ʿʝ ʤʦʛʫ˂ʝ ʧʨʠʤʝʥʠʪʠ ʥʘ ʙʠʣʦ ʢʦʤ 

ʥʠʚʦʫ ʧʨʝʜʫʟʝ˂ʘ ʦʜʥʦʩʥʦ ʮʝʣʦʢʫʧʥʦ ʧʨʝʜʫʟʝ˂ʝ ʿʝ ʤʦʛʫ˂ʝ ʧʦʩʤʘʪʨʘʪʠ ʢʘʦ ʿʝʜʘʥ ʩʠʩʪʝʤ 

(Lindfors, 2003). ɿʘ ʫʩʨʝʜʩʨʝʹʝʥʦʩʪ ʥʘ ʧʦʩʣʦʚʥʝ ʧʨʦʮʝʩʝ ʢʦʨʠʩʪʠ ʩʝ ʚʠʰʝ ʨʘʟʣʠʯʠʪʠʭ 

ʪʝʨʤʠʥʘ. ʅʘʿʯʝʰ˂ʝ ʩʝ ʢʘʦ ʩʠʥʦʥʠʤʠ ʢʦʨʠʩʪʝ ʧʨʦʮʝʩʥʘ ʦʨʠʿʝʥʪʘʮʠʿʘ, ʧʨʦʮʝʩʥʠ ʧʨʠʩʪʫʧ, 

ʧʨʦʮʝʩʥʘ ʧʝʨʩʧʝʢʪʠʚʘ, ʧʨʦʮʝʩʥʦ ʨʘʟʤʠʰˀʘˁʝ ʠ ʩʣʠʯʥʦ (Isaksson, 2004). 

ʇʨʦʮʝʩʥʘ ʦʨʠʿʝʥʪʘʮʠʿʘ, ʧʨʝʤʘ ɼʝʤʠʥʛʫ (Deming, 2000),
 
ʧʦʜʨʘʟʫʤʝʚʘ ʧʦʛʣʝʜ ʥʘ 

ʧʨʝʜʫʟʝ˂ʝ ʢʘʦ ʥʘ ʩʢʫʧ ʧʨʦʮʝʩʘ ʢʦʿʠ ʤʦʨʘʿʫ ʙʠʪʠ ʠʜʝʥʪʠʬʠʢʦʚʘʥʠ, ʩʪʘʙʠʣʠʟʦʚʘʥʠ ʠ 

ʫʨʝʹʝʥʠ. ʍʘʤʝʨ (Hammer, 1990) ʦʜʨʝʹʫʿʝ ʢʘʦ ʧʨʦʮʝʩʥʦ ʦʨʠʿʝʥʪʠʩʘʥʦ ʦʥʦ ʧʨʝʜʫʟʝ˂ʝ 

ʢʦʝʿ ʿʝ ʬʦʢʫʩʠʨʘʥʦ ʥʘ ʩʢʫʧ ʤʝʹʫʬʫʥʢʮʠʿʩʢʠʭ ʘʢʪʠʚʥʦʩʪʠ (ʧʨʦʮʝʩʘ) ʢʦʿʠ ʟʘʭʪʝʚʘ ʿʝʜʘʥ 

ʠʣʠ ʚʠʰʝ ʠʥʧʫʪʘ ʠ ʢʨʝʠʨʘ ʦʫʪʧʫʪ ʢʦʿʠ ʧʨʝʜʩʪʘʚˀʘ ʚʨʝʜʥʦʩʪ ʟʘ ʢʫʧʮʝ. ɼʨʘʢʝʨ (Drucker) 

ʢʦʜ ʧʨʝʧʦʟʥʘʚʘˁʘ ʧʨʝʜʫʟʝ˂ʘ ʢʦʿʝ ʿʝ ʧʨʦʮʝʩʥʦ ʦʨʠʿʝʥʪʠʩʘʥʦ ʥʘʛʣʘʰʘʚʘ ʧʦʩʪʦʿʘˁʝ 

ʧʨʦʮʝʩʥʠʭ ʪʠʤʦʚʘ ʦʨʠʿʝʥʪʠʩʘʥʠʭ ʥʘ ʧʨʦʮʝʩʝ, ʯʠʿʝ ʘʢʪʠʚʥʦʩʪʠ ʧʨʝʣʘʟʝ ʩʪʘʨʝ 

ʦʨʛʘʥʠʟʘʮʠʦʥʝ ʛʨʘʥʠʮʝ ʠ ʟʘʚʨʰʘʚʘʿʫ ʩʝ ʩʘ ʢʫʧʮʝʤ (Hernaus, 2006). ʍʘʨʤʦʥ (Harmon, 

2007) ʿʝ ʜʝʬʠʥʠʩʘʦ ʧʨʦʮʝʩʥʦ ʦʨʠʿʝʥʠʩʘʥʦ ʧʨʝʜʫʟʝ˂ʝ ʢʘʦ ʧʨʝʜʫʟʝ˂ʝ ʢʦʝʿ ˁʝʛʦʚʠ 

ʤʝʥʘ˅ʝʨʠ ʢʦʥʮʝʧʪʫʘʣʠʟʫʿʫ ʫ ʚʠʜʫ ʩʢʫʧʘ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ ʫ ʦʢʚʠʨʫ ʢʦʿʠʭ ʩʪʘʚˀʘʿʫ 
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ʧʨʠʤʘʨʥʠ ʥʘʛʣʘʩʘʢ ʥʘ ʤʘʢʩʠʤʠʟʠʨʘˁʝ ʝʬʠʢʘʩʥʦʩʪʠ ʧʨʦʮʝʩʘ, ʘ ʥʝ ʥʘ ʤʘʢʩʠʤʠʟʠʨʘˁʝ 

ʝʬʠʢʘʩʥʦʩʪʠ ʦʨʛʘʥʠʟʘʮʠʦʥʠʭ ʠʣʠ ʬʫʥʢʮʠʦʥʘʣʥʠʭ ʿʝʜʠʥʠʮʘ (ʩʪʨ 1). ʂʦʥʘʯʥʦ, ʤʦʞʝ ʩʝ 

ʨʝ˂ʠ, ʧʨʝʜʫʟʝ˂ʝ ʢʦʝʿ ʥʘʛʣʘʰʘʚʘ ʧʨʦʮʝʩʝ ʥʘʩʫʧʨʦʪ ʬʫʥʢʮʠʿʘʤʘ ʠ ʭʠʿʝʨʘʨʭʠʿʠ, ʩʘ 

ʬʦʢʫʩʦʤ ʥʘ ʨʝʟʫʣʪʘʪʝ ʠ ʟʘʜʦʚʦˀʩʪʚʦ ʢʫʧʘʮʘ ʿʝʩʪʝ ʧʨʝʜʫʟʝ˂ʝ ʩʘ ʧʨʦʮʝʩʥʦʤ 

ʦʨʠʿʝʥʪʘʮʠʿʦʤ (McCormack, 2007). 

 

 

ʉʣʠʢʘ 1.2: ʇʨʠʢʘʟ ʪʨʘʜʠʮʠʦʥʘʣʥʦʛ ʠ ʧʨʦʮʝʩʥʦʛ ʧʨʠʩʪʫʧʘ 

ʀʟʚʦʨ: ʈʘʜʦʩʘʚˀʝʚʠ˂, ʄ. (2016). ʋʧʨʘʚˀʘˁʝ ʧʦʩʣʦʚʥʠʤ ʧʨʦʮʝʩʠʤʘ ʧʨʠʤʝʥʦʤ ʤʦʜʝʣʘ ʟʨʝʣʦʩʪʠ. 

ɽʢʦʥʦʤʩʢʠ ʬʘʢʫʣʪʝʪ, ʅʠʰ. ʩʪʨ. 60 ʧʨʝʤʘ Kai, S. A. (1999). Organizational Change and 

Information Technology. Doktorska disertacija. Gºteborg: Gºteborg University. 
 

ʀʟʚʝʩʥʠ ʘʫʪʦʨʠ (Ramias & Wilkins, 2011) ʩʫ, ʥʘ ʦʩʥʦʚʫ ʩʚʦʛ ʠʩʢʫʩʪʚʘ ʫ ʨʘʜʫ ʩʘ 

ʧʨʝʜʫʟʝ˂ʠʤʘ, ʠʟʜʚʦʿʠʣʠ ʤʠʥʠʤʫʤ ʧʦʪʨʝʙʥʠʭ ʢʘʨʘʢʪʝʨʠʩʪʠʢʘ ʜʘ ʙʠ ʩʝ ʧʨʝʜʫʟʝ˂ʝ 

ʦʟʥʘʯʠʣʦ ʢʘʦ ʧʨʦʮʝʩʥʦ ʦʨʠʿʝʥʪʠʩʘʥʦ. ʋʩʨʝʜʩʨʝʹʝʥʦʩʪ ʥʘ ʧʦʩʣʦʚʥʝ ʧʨʦʮʝʩʝ ʢʨʦʟ ʿʘʩʘʥ, 

ʧʦʪʧʫʥ, ʣʦʛʠʯʘʥ ʠ ʪʘʯʘʥ ʧʨʠʢʘʟ ʥʘʯʠʥʘ ʥʘ ʢʦʿʠ ʦʜʨʝʹʝʥʦ ʧʨʝʜʫʟʝ˂ʝ ʦʙʘʚˀʘ ʩʚʦʿ 

ʚʠʪʘʣʥʠ ʧʦʩʘʦ ʧʨʚʠ ʿʝ ʧʨʝʜʫʩʣʦʚ ʧʨʦʮʝʩʥʦ ʦʨʠʿʝʥʪʠʩʘʥʦʛ ʧʨʝʜʫʟʝ˂ʘ. ʉʫʰʪʠʥʘ ʫ ʪʦʤʝ 

ʜʘ ʟʘʧʦʩʣʝʥʠ ʟʥʘʿʫ ʛʜʝ ʿʝ ˁʠʭʦʚʦ ʤʝʩʪʦ ʫ ʢʦʥʢʨʝʪʥʦʤ ʧʦʩʣʦʚʥʦʤ ʧʨʦʮʝʩʫ ʠ ʩʭʚʘʪʝ ʩʚʦʿ 

ʩʚʘʢʦʜʥʝʚʥʠ ʜʦʧʨʠʥʦʩ ʮʝʣʦʢʫʧʥʦʤ ʧʦʩʣʦʚʘˁʫ. ʇʨʦʮʝʩʥʦ ʦʨʠʿʝʥʪʠʩʘʥʦ ʧʨʝʜʫʟʝ˂ʝ ʤʦʨʘ 

ʫʧʨʘʚˀʘʪʠ ʧʨʦʮʝʩʠʤʘ. ʇʦʪʨʝʙʥʦ ʿʝ ʜʘ ʩʝ ʫʧʨʘʚˀʘˁʝ ʧʨʦʮʝʩʠʤʘ ʫ ʧʦʪʧʫʥʦʩʪʠ 

ʠʥʪʝʛʨʠʰʝ ʫ ʧʦʩʪʦʿʝ˂ʠ ʩʠʩʪʝʤ ʫʧʨʘʚˀʘˁʘ ï ʦʜ ʥʠʚʦʘ ʧʨʝʜʫʟʝ˂ʘ ʥʘʥʠʞʝ ʢʨʦʟ ʥʠʚʦʝ 

ʧʨʦʮʝʩʘ ʫ ʧʨʠʢʘʟʫ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ, ʩʚʝ ʜʦ ʬʫʥʢʮʠʿʘ, ʧʦʩʣʦʚʘ ʠ ʟʘʜʘʪʘʢʘ.  

1.3.1. ʇʦʩʣʦʚʥʠ ʧʨʦʮʝʩʠ ï ʧʦʿʘʤ, ʦʙʝʣʝʞʿʘ, ʧʦʜʝʣʘ 

ʈʘʟʫʤʝʚʘˁʝ ʩʫʰʪʠʥʝ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ ʦʩʥʦʚʘ ʿʝ ʫʩʧʝʰʥʝ ʠʤʧʣʝʤʝʥʪʘʮʠʿʝ 

ʧʨʦʮʝʩʥʝ ʦʨʠʿʝʥʪʘʮʠʿʝ. ʄʥʦʛʠ ʘʫʪʦʨʠ ʩʫ ʜʘʣʠ ʟʥʘʯʘʿʘʥ ʜʦʧʨʠʥʦʩ ʠʩʪʨʘʞʠʚʘˁʫ ʥʘ ʧʦˀʫ 
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ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ. ɼʝʬʠʥʠʮʠʿʝ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ ʢʦʿʝ ʩʫ ʠʟʥʝʣʠ ʧʨʫʞʘʿʫ ʟʥʘʯʘʿʘʥ 

ʜʦʧʨʠʥʠʩ ʠʟʫʯʘʚʘˁʫ ʧʨʦʮʝʩʥʝ ʦʨʠʿʝʥʪʘʮʠʿʝ. ʀʟʜʚʦʿʝʥʝ ʜʝʬʠʥʠʮʠʿʝ ʧʨʝʜʩʪʘʚˀʝʥʝ ʩʫ ʫ 

ʪʘʙʝʣʠ 1.3. 

ʊʘʙʝʣʘ 1.3: ɼʝʬʠʥʠʮʠʿʝ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ 

ɸʫʪʦʨʠ ɼʝʬʠʥʠʮʠʿʘ ʧʦʩʣʦʚʠʭ ʧʨʦʮʝʩʘ 

ʍʘʤʝʨ ʠ ʏʘʤʧʠ (Hammer 

& Champy, 1993) 

Ă...ʩʢʫʧ ʘʢʪʠʚʥʦʩʪʠ ʢʦʿʝ ʢʦʨʠʩʪʝ ʿʝʜʥʫ ʠʣʠ ʚʠʰʝ ʚʨʩʪʘ 

ʠʥʧʫʪʘ ʠ ʩʪʚʘʨʘʿʫ ʘʫʪʧʫʪ ʢʦʿʠ ʠʤʘ ʚʨʝʜʥʦʩʪ ʟʘ 

ʢʦʨʠʩʥʠʢʝñ( ʩʪʨ. 35) 

ɼʘʚʝʥʧʦʨʪ (Davenport, 

1993) 

...ʩʪʨʫʢʪʫʨʠʨʘʥʠ, ʤʝʨˀʠʚʠ ʩʝʪ ʘʢʪʠʚʥʦʩʪʠ, ʩʘ ʿʘʩʥʦ 

ʫʪʚʨʹʝʥʠʤ ʧʦʯʝʪʢʦʤ ʠ ʢʨʘʿʝʤ, ʪʦʢʦʤ ʯʠʿʝ ʨʝʘʣʠʟʘʮʠʿʝ ʩʝ 

ʪʨʦʰʝ ʦʜʨʝʹʝʥʠ ʨʝʩʫʨʩʠ ʜʘ ʙʠ ʩʝ ʜʦʙʠʦ ʫʪʚʨʹʝʥʠ ʘʫʪʧʫʪ 

ʟʘ ʠʥʪeʨʥʝ ʠʣʠ ʝʢʩʪʝʨʥʝ ʢʦʨʠʩʥʠʢʝ; ʧʦʩʣʦʚʥʠ ʧʨʦʮʝʩʠ ʥʝ 

ʧʦʢʘʟʫʿʫ ʧʨʠʤʘʨʥʦ ʰʪʘ ʩʝ ʦʙʘʚˀʘ, ʚʝ˂ ʥʘʯʠʥ ʥʘ ʢʦʿʠ ʩʝ 

ʧʦʩʘʦ ʦʙʘʚˀʘ ʫ ʦʢʚʠʨʫ ʧʨʝʜʫʟʝ˂ʘ. 

ʍʘʨʠʥʛʪʦʥ, ɽʩʝʣʠʥʛ ʠ ʚʘʥ 

ʅʠʤʚʝʛʝʥ (Harrington, 

Esseling & van Nimwegen, 

1997) 

... ʢʘʦ ʣʦʛʠʯʘʥ, ʧʦʚʝʟʘʥ, ʩʝʢʚʝʥʮʠʿʘʣʘʥ, ʩʝʪ ʘʢʪʠʚʥʦʩʪʠ 

ʢʦʿʠ ʫʟʠʤʘ ʠʥʧʫʪʝ ʦʜ ʜʦʙʘʚˀʘʯʘ, ʜʦʜʘʿʝ ʠʤ ʚʨʝʜʥʦʩʪ ʠ 

ʧʨʦʠʟʚʦʜʠ ʘʫʪʧʫʪ ʢʫʧʮʫ. 

ɿʘʠʨʠ (Zairi, 1997) 

... ʩʝʪ ʘʢʪʠʚʥʦʩʪʠ, ʢʦʿʝ ʥʘ ʧʦʫʟʜʘʥ, ʧʦʥʘʚˀʘʿʫ˂ʠ ʠ 

ʢʦʥʟʠʩʪʝʥʪʘʥ ʥʘʯʠʥ ʫʧʦʪʨʝʙˀʘʚʘʿʫ ʨʝʩʫʨʩʝ ʧʨʝʜʫʟʝ˂ʘ, 

ʚʨʰʝ˂ʠ ʪʨʘʥʩʬʦʨʤʘʮʠʿʫ ʠʥʧʫʪʘ ʫ ʘʫʪʧʫʪʝ. 

ʍʘʤʝʨ (2002) 

... ʦʨʛʘʥʠʟʦʚʘʥ ʩʢʫʧ ʤʝʹʫʩʦʙʥʦ ʧʦʚʝʟʘʥʠʭ ʘʢʪʠʚʥʦʩʪʠ, 

ʢʦʿʝ ʩʘʤʦ ʥʘ ʪʘʿ ʥʘʯʠʥ ʦʙʝʟʙʝʹʫʿʫ ʟʘʭʪʝʚʘʥʠ ʘʫʪʧʫʪ 

ʧʨʦʮʝʩʘ. 

ɼʝʿʚʠʩ, ɸʢʚʠʣʥʦ, ʏʝʿʩ 

(Davis, Aquilano & Chase, 

2003) 

... ʩʢʫʧ ʘʢʪʠʚʥʦʩʪʠ ʢʦʿʠ ʧʨʝʚʘʟʠʣʘʟʝ ʛʨʘʥʠʮʝ ʿʝʜʥʝ 

ʧʦʩʣʦʚʥʝ ʬʫʥʢʮʠʿʝ ʠ ʧʦʚʝʟʘʥ ʿʝ ʩʘ ʜʨʫʛʠʤ ʧʨʦʮʝʩʠʤʘ ʫ 

ʦʢʚʠʨʫ ʧʨʝʜʫʟʝ˂ʘ ʠʣʠ ʩʘ ʧʨʦʮʝʩʠʤʘ ʜʨʫʛʠʭ ʧʦʚʝʟʘʥʠʭ 

ʣʠʮʘ ʚʘʥ ʧʨʝʜʫʟʝ˂ʘ. 

ʈʘʤʣʝʨ ʠ ɹʨʝʿʰ (Rummler 

& Brache, 2013) 

... ʩʝʨʠʿʘ ʢʦʨʘʢʘ, ʢʨʝʠʨʘʥʠʭ ʫ ʮʠˀʫ ʧʨʦʠʟʚʦʜˁʝ 

ʧʨʦʠʟʚʦʜʘ/ʫʩʣʫʛʝ, ʧʨʠ ʯʝʤʫ ʩʝ ʧʨʦʮʝʩʠ ʧʨʦʪʝʞʫ ʢʨʦʟ 

ʚʠʰʝ ʧʦʩʣʦʚʥʠʭ ʬʫʥʢʮʠʿʘ. 

ʍʝʨʥʘʫʩ (Hernaus, 2011 

ʩʪʨ 52) 

... ʩʪʨʫʢʪʫʨʠʨʘʥʠ, ʘʥʘʣʠʪʠʯʢʠ ʩʢʫʧʦʚʠ 

ʤʝʹʫʬʫʥʢʮʠʦʥʘʣʥʠʭ ʘʢʪʠʚʥʦʩʪʠ, ʢʦʿʠ ʥʝʧʨʝʢʠʜʥʦ ʫʣʘʞʫ 

ʥʘʧʦʨ ʜʘ ʦʩʪʚʘʨʝ ʧʦʙʦˀʰʘˁʝ ʠ ʧʨʫʞʝ ʜʦʜʘʪʥʫ ʚʨʝʜʥʦʩʪ 

ʢʫʧʮʠʤʘ. 

ʀʟʚʦʨ: ɸʫʪʦʨ  
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ɱʘʩʥʠʿʝ ʩʭʚʘʪʘˁʝ ʩʫʰʪʠʥʝ ʧʨʦʮʝʩʘ ʦʤʦʛʫ˂ʘʚʘ ˁʝʛʦʚʘ ʜʝʢʦʤʧʦʟʠʮʠʿʘ ʥʘ ʜʝʣʦʚʝ. 

ɻʣʘʚʥʠ ʧʨʦʮʝʩ ʿʝ ʧʨʦʮʝʩ ʢʦʿʠ ʦʙʠʯʥʦ ʦʙʫʭʚʘʪʘ ʚʠʰʝ ʦʜ ʿʝʜʥʝ ʧʦʩʣʦʚʥʝ ʬʫʥʢʮʠʿʝ, ʧʨʠ 

ʯʝʤʫ ˁʝʛʦʚʘ ʦʧʝʨʘʮʠʦʥʘʣʠʟʘʮʠʿʘ ʠʤʘ ʟʥʘʯʘʿʘʥ ʫʪʠʮʘʿ ʥʘ ʬʫʥʢʮʠʦʥʠʩʘˁʝ ʧʨʝʜʫʟʝ˂ʘ. 

ɻʣʘʚʥʠ ʧʨʦʮʝʩ ʩʝ ʥʘʿʯʝʰ˂ʝ ʜʝʣʠ ʥʘ ʘʢʪʠʚʥʦʩʪʠ, ʘʣʠ ʫʢʦʣʠʢʦ ʿʝ ʧʨʝʚʠʰʝ ʩʣʦʞʝʥ ʙʠʚʘ 

ʧʦʜʝˀʝʥ ʥʘ ʧʦʜʧʨʦʮʝʩʝ. ʇʦʜʧʨʦʮʝʩ ʧʨʝʜʩʪʘʚˀʘ ʜʝʦ ʛʣʘʚʥʦʛ ʧʨʦʮʝʩʘ ʠ ˁʝʛʦʚʘ ʫʣʦʛʘ 

ʩʘʩʪʦʿʠ ʩʝ ʫ ʧʦʜʨʰʮʠ ʛʣʘʚʥʦʤ ʧʨʦʮʝʩʫ. ɸʢʪʠʚʥʦʩʪʠ ʧʦʜʨʘʟʫʤʝʚʘʿʫ ʩʪʚʘʨʠ ʢʦʿʝ ʩʝ 

ʦʜʚʠʿʘʿʫ ʫ ʦʢʚʠʨʫ ʧʨʦʮʝʩʘ ʠʣʠ ʧʦʜʧʨʦʮʝʩʘ ʠ ʥʘʿʯʝʰ˂ʝ ʩʝ ʦʙʘʚˀʘʿʫ ʫʥʫʪʘʨ ʿʝʜʥʝ 

ʦʨʛʘʥʠʟʘʮʠʦʥʝ ʿʝʜʠʥʠʮʝ ʠʣʠ ʦʜ ʩʪʨʘʥʝ ʿʝʜʥʝ ʦʩʦʙʝ. ɿʘʜʘʮʠ ʧʦʜʨʘʟʫʤʝʚʘʿʫ ʧʦʿʝʜʠʥʘʯʥʝ 

ʝʣʝʤʝʥʪʝ ʥʝʢʝ ʘʢʪʠʚʥʦʩʪʠ, ʦʥʠ ʧʨʝʜʩʪʘʚˀʘʿʫ ʝʣʝʤʝʥʪʘʨʥʠ ʧʦʩʘʦ. ʋʢʦʣʠʢʦ ʩʝ ʘʢʪʠʚʥʦʩʪ 

ʧʦʩʤʘʪʨʘ ʢʘʦ ʛʨʫʧʘ ʠʥʩʪʨʫʢʮʠʿʘ, ʦʥʜʘ ʿʝʜʥʘ ʠʥʩʪʨʫʢʮʠʿʘ ʧʨʝʜʩʪʘʚˀʘ ʟʘʜʘʪʘʢ 

(Harrington et al, 1997). ʉʣʠʢʘ 1.3 ʧʨʠʢʘʟʫʿʝ ʭʠʿʝʨʘʨʭʠʿʫ ʧʦʩʣʦʚʥʦʛ ʧʨʦʮʝʩʘ. 

 

ʉʣʠʢʘ 1.3: ʍʠʿʝʨʘʨʭʠʿʘ ʧʦʩʣʦʚʥʦʛ ʧʨʦʮʝʩʘ 

ʀʟʚʦʨ: Harrington, H.J., Esseling, E.C. & Van Nimwegen, H. (1997). Business Process Improvement 

ïDocumentation, Analysis, Design and Management of Business Process Improvement. New York: 

McGraw-Hill. https://issuu.com/davinther/docs/business_process_improvement___the_ (05.05.2020.) 

ʉʠʩʪʝʤʘʪʠʟʘʮʠʿʦʤ ʧʨʦʮʝʩʘ ʙʘʚʠʣʠ ʩʫ ʩʝ ʙʨʦʿʥʠ ʘʫʪʦʨʠ. ʋ ʥʘʨʝʜʥʦʿ ʪʘʙʝʣʠ (1.4) 

ʧʨʠʢʘʟʘʥʝ ʩʫ ʠʟʜʚʦʿʝʥʝ ʧʦʜʝʣʝ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ.  

 

 

 

https://issuu.com/davinther/docs/business_process_improvement___the_
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ʊʘʙʝʣʘ 1.4: ʉʠʩʪʝʤʘʪʠʟʘʮʠʿʘ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ 

ɸʫʪʦʨʠ ʇʦʜʝʣʘ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ 

ʈʦʙʩʦʥ ʠ ʋʣʘʭ  

(Robson & Ullah, 1996) 

1. ʂˀ ʫʯʥʠ ʧʨʦʮʝʩʠ 

2. ʇʨʦʮʝʩʠ ʧʦʜʨʰʢʝ 

ʆʫʣʜ (Ould, 1995) 

1. ʆʩʥʦʚʥʠ ʧʨʦʮʝʩʠ 

2. ʇʨʦʮʝʩʠ ʧʦʜʨʰʢʝ 

3. ʇʨʦʮʝʩʠ  ʫʧʨʘʚˀʘˁʘ 

ʈʘʤʣʝʨ ʠ ɹʨʝʿʰ  

(Rummler, Brache, 2012) 

1. ʇʨʠʤʘʨʥʠ ʧʨʦʮʝʩʠ 

2. ʇʨʦʮʝʩʘ ʧʦʜʨʰʢʝ 

ɺʘʥʭʝʚʙʝʢʝ ʠ ʊʦʨʤʘʥʩ 

(Vanhaverbeke & Torremans, 1998) 

1. ʂʦʨʠʩʥʠʯʢʠ ʧʨʦʮʝʩʠ 

2. ʈʘʟʚʦʿʥʠ ʧʨʦʮʝʩʠ 

3. ʇʨʦʮʝʩʠ ʧʣʘʥʠʨʘˁʘ ʠ ʢʦʥʪʨʦʣʝ 

4. ʇʨʦʮʝʩʠ ʧʦʜʨʰʢʝ 

ʃʘʛʫʥʘ ʠ ʄʘʨʢʣʫʥʜ  

(Laguna & Marklund, 2005) 

1. ʀʥʜʠʚʠʜʫʘʣʥʠ ʧʨʦʮʝʩʠ 

2. ɺʝʨʪʠʢʘʣʥʠ ʠʣʠ ʬʫʥʢʮʠʦʥʘʣʥʠ 

ʧʨʦʮʝʩʠ 

3. ʍʦʨʠʟʦʥʪʘʣʥʠ ʠʣʠ ʤʝʹʫʬʫʥʢʮʠʦʥʘʣʥʠ 

ʧʨʦʮʝʩʠ 

ʀʟʚʦʨ: ɸʫʪʦʨ 

 

ɿʘ ʧʦʪʧʫʥʦ ʨʘʟʫʤʝʚʘˁʝ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ ʥʝʦʧʭʦʜʥʦ ʿʝ ʧʦʟʥʘʚʘˁʝ ʠ ˁʝʛʦʚʠʭ 

ʦʩʥʦʚʥʠʭ ʢʘʨʘʢʪʝʨʠʩʪʠʢʘ. ʆʙʝʣʝʞʿʘ ʩʚʘʢʦʛ ʧʦʩʣʦʚʥʦʛ ʧʨʦʮʝʩʘ ʩʫ ʧʦʯʝʪʘʢ ʠ ʢʨʘʿ, 

ʠʥʧʫʪʠ ʠ ʘʫʪʧʫʪʠ, ʚʣʘʩʥʠʢ ʧʨʦʮʝʩʘ, ʠʥʪʝʨʥʠ ʠ ʝʢʪʝʨʥʠ ʢʦʨʠʩʥʠʮʠ, ʩʝʪ ʘʢʪʠʚʥʦʩʪʠ ʢʦʿʝ 

ʩʝ ʧʨʦʪʝʞʫ ʢʨʦʟ ʧʦʩʣʦʚʥʝ ʬʫʥʢʮʠʿʝ, ʧʦʥʘʚˀʘˁʝ ʠ ʘʫʪʦʤʘʪʠʟʘʮʠʿʘ ʜʦ ʦʜʨʝʹʝʥʦʛ ʥʠʚʦʘ. 

ʉʚʘʢʠ ʧʦʩʣʦʚʥʠ ʧʨʦʮʝʩ ʢʘʨʘʢʪʝʨʠʰʝ ʦʜʨʝʹʝʥʠ ʥʠʚʦ ʩʣʦʞʝʥʦʩʪʠ ʠ ʜʠʥʘʤʠʯʥʦʩʪʠ, 

ʨʝʘʣʠʟʫʿʝ ʩʝ ʩʘ ʦʜʨʝʹʝʥʠʤ ʮʠˀʝʤ, ʤʝʨʠ ʩʝ ˁʝʛʦʚʘ ʫʩʧʝʰʥʦʩʪ ʨʘʜʠ ʠʩʢʦʨʠʰ˂ʝˁʘ 

ʤʦʛʫ˂ʥʦʩʪ ʧʦʙʦˀʰʘˁʘ (Sikavica & Hernaus, 2011). ʋ ʩʫʰʪʠʥʠ, ʯʝʪʠʨʠ ʢʘʨʘʢʪʝʨʠʩʪʠʢʝ 

ʩʫ ʢˀʫʯʥʝ ʟʘ ʩʚʘʢʠ ʧʦʩʣʦʚʥʠ ʧʨʦʮʝʩ (Bulletpoint, 1996):
 
 

ü ʧʨʝʜʚʠʜʠʚʠ ʠ ʜʝʬʠʥʠʩʘʥʠ ʫʣʘʟʠ, 

ü ʣʠʥʝʘʨʥʘ, ʣʦʛʠʯʥʘ ʩʝʢʚʝʥʮʘ ʠʣʠ ʧʨʦʪʦʢ, 

ü ʩʢʫʧ ʿʘʩʥʦ ʜʝʬʠʥʠʩʘʥʠʭ ʟʘʜʘʪʘʢʘ ʠʣʠ ʘʢʪʠʚʥʦʩʪʠ, 

ü ʧʨʝʜʚʠʜʠʚ ʠ ʞʝˀʝʥʠ ʠʩʭʦʜ ʠʣʠ ʨʝʟʫʣʪʘʪ. 

ʅʝʨʘʟʫʤʝʚʘˁʝ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ ʤʦʞʝ ʨʝʟʫʣʪʠʨʘʪʠ ʥʝʦʩʪʚʘʨʝˁʝʤ 

ʧʦʪʝʥʮʠʿʘʣʥʠʭ ʢʦʨʠʩʪʠ ʧʨʠʤʝʥʝ ʧʨʦʮʝʩʥʝ ʦʨʠʿʝʥʪʘʮʠʿʝ. ʉʪʦʛʘ, ʥʝʦʧʭʦʜʥʦ ʿʝ ʧʦʟʥʘʚʘˁʝ 

ʦʩʥʦʚʥʠʭ ʢʘʨʘʢʪʝʨʠʩʪʠʢʘ ʠ ʨʘʟʣʠʯʠʪʠʭ ʚʨʩʪʘ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ.  
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1.3.2. ʈʘʟʚʦʿ ʧʨʦʮʝʩʥʝ ʦʨʠʿʝʥʪʘʮʠʿʝ 

ʇʦʩʣʦʚʥʠ ʧʨʦʮʝʩʠ ʩʫ ʥʘʩʪʘʣʠ ʢʘʜʘ ʠ ʧʨʝʜʫʟʝ˂ʘ, ʘʣʠ ʫ ʧʝʨʠʦʜʫ ʧʨʝ ʠʥʜʫʩʪʨʠʿʩʢʝ 

ʨʝʚʦʣʫʮʠʿʝ ʦʥʠ ʥʠʩʫ ʙʠʣʠ ʧʨʝʜʤʝʪ ʘʥʘʣʠʟʝ. ʉʪʦʛʘ ʩʝ, ʧʨʠ ʠʩʪʨʘʞʠʚʘˁʫ ʨʘʟʚʦʿʘ 

ʧʨʦʮʝʩʥʝ ʦʨʠʿʝʥʪʘʮʠʿʝ, ʪʦʤ ʨʘʟʜʦʙˀʫ ʥʝ ʧʦʩʚʝ˂ʫʿʝ ʚʝ˂ʘ ʧʘʞˁʘ. ɺʘʞʥʦʩʪ ʧʦʩʣʦʚʥʠʭ 

ʧʨʦʮʝʩʘ ʿʝ ʧʨʝʧʦʟʥʘʪʘ ʪʝʢ ʥʘ ʧʦʯʝʪʢʫ ʧʨʦʰʣʦʛ ʚʝʢʘ ʠ ʦʜ ʪʦʛ ʧʝʨʠʦʜʘ ʠʤʘ ʩʤʠʩʣʘ ʧʨʘʪʠ 

ʝʚʦʣʫʮʠʿʫ ʧʨʦʮʝʩʥʝ ʦʨʠʿʝʥʪʘʮʠʿʝ. 

 

 

ʉʣʠʢʘ 1.4: ʈʘʟʚʦʿʥʝ ʬʘʟʝ ʧʨʦʮʝʩʥʝ ʦʨʠʿeʥʪʘʮʠʿʝ 

ʀʟʚʦʨ: Sikavica, P. & Hernaus, T. (2011). Dizajniranje organizacije: strukture, procesi, poslovi. 

Zagreb: Novi informator. ʩʪʨ. 309. 

 

ʈʘʟʚʦʿ ʧʨʦʮʝʩʥʝ ʦʨʠʿʝʥʪʘʮʠʿʝ ʿʝ ʤʦʛʫ˂ʝ ʧʨʘʪʠʪʠ ʢʨʦʟ ʦʜʨʝʹʝʥʝ ʨʘʟʚʦʿʥʝ ʬʘʟʝ. 

ʅʘʠʤʝ, ʧʨʦʮʝʩʥʘ ʦʨʠʿʝʥʪʘʮʠʿʘ ʿʝ ʫ ʩʚʦʤ ʨʘʟʚʦʿʫ ʧʨʦʰʣʘ ʢʨʦʟ ʯʝʪʠʨʠ ʬʘʟʝ ʨʘʟʚʦʿʘ, ʧʨʠ 

ʯʝʤʫ ʯʝʪʚʨʪʘ ʬʘʟʘ ʿʦʰ ʫʚʝʢ ʪʨʘʿʝ. 

1.3.2.1. ʇʨʚʘ ʬʘʟʘ ʨʘʟʚʦʿʘ ʧʨʦʮʝʩʥʝ ʦʨʠʿʝʥʪʘʮʠʿʝ  

ɿʥʘʯʘʿ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ ʧʨʝʧʦʟʥʘʪ ʿʝ ʥʘ ʧʨʝʣʘʟʫ ʠʟ 19. ʫ 20. ʚʝʢ, ʢʘʜʘ ʩʝ ʧʨʚʠ 

ʧʫʪ ʿʘʚˀʘ ʢʦʥʮʝʧʪ ʧʦʩʣʦʚʥʦʛ ʧʨʦʮʝʩʘ, ʫ ʢʦʥʪʝʢʩʪʫ ʤʝʪʦʜʘ ʠ ʘʥʘʣʠʟʝ ʧʨʦʮʝʜʫʨʘ 

ʧʨʦʠʟʚʦʜˁʝ (Sikavica & Hernaus, 2011). ʋʧʨʘʚʦ ʢʨʦʟ ʘʥʘʣʠʟʫ ʧʨʦʠʟʚʦʜʥʠʭ ʘʢʪʠʚʥʦʩʪʠ, 

ʠ, ʧʦ ʪʦʤ ʦʩʥʦʚʫ, ʥʝʧʨʝʢʠʜʥʠʤ ʫʥʘʧʨʝʹʠʚʘˁʝʤ ʩʚʦʿʠʭ ʧʨʦʠʟʚʦʜʥʠʭ ʧʨʦʮʝʩʘ, ʪʘʜʘʰˁʘ 

ʧʨʝʜʫʟʝ˂ʘ ʩʫ ʦʩʠʛʫʨʘʚʘʣʘ ʫʩʧʝʰʥʦʩʪ ʫ ʧʦʩʣʦʚʘˁʫ. ʅʘʢʦʥ ʠʥʜʫʩʪʨʠʿʩʢʝ ʨʝʚʦʣʫʮʠʿʝ 

ʧʨʝʜʫʟʝ˂ʘ ʫ ʧʨʚʠ ʧʣʘʥ ʩʪʘʚˀʘʿʫ ʧʨʦʠʟʚʦʜʥʝ ʧʨʦʮʝʩʝ. ɼʦʙʘʨ ʧʨʠʤʝʨ ʿʝ ʫʚʦʹʝˁʝ 

ʧʦʢʨʝʪʥʝ ʪʨʘʢʝ ʫ ʬʘʙʨʠʮʠ ʟʘ ʧʨʦʠʟʚʦʜˁʫ ʘʫʪʦʤʦʙʠʣʘ ʍʝʥʨʠʿʘ ʌʦʨʜʘ (Henry Forda), ʛʜʝ 

ʿʝ ʩʚʘʢʠ ʨʘʜʥʠʢ ʜʫʞ ʧʦʢʨʝʪʥʝ ʪʨʘʢʝ ʠʤʘʦ ʿʝʜʘʥ ʧʦʩʝʙʘʥ ʟʘʜʘʪʘʢ. ʌʦʨʜ ʿʝ ʧʦʩʤʘʪʨʘʦ 

ʨʘʟʚʦʿ ʘʫʪʦʤʦʙʠʣʘ ʢʘʦ ʿʝʜʠʥʩʪʚʝʥʠ ʧʨʦʮʝʩ ʠ ʧʦʜʝʣʠʦ ʛʘ ʥʘ ʥʠʟ ʧʨʦʮʝʩʥʠʭ ʘʢʪʠʚʥʦʩʪʠ 

ʢʦʿʝ ʿʝ ʜʠʟʘʿʥʠʨʘʦ ʠ ʧʨʘʪʠʦ ʜʘ ʙʠ ʙʠʦ ʩʠʛʫʨʘʥ ʜʘ ʩʝ ʮʝʦ ʧʨʦʮʝʩ ʦʜʚʠʿʘ ʝʬʠʢʘʩʥʦ. 

.
.
.
 
ʜ
ʦ
 
1
9
8
0

-ʠ
ʭ
 

 

ʄʝʪʦʜʝ ʠ ʘʥʘʣʠʟʘ 
ʧʨʦʮʝʜʫʨʘ 

ʅʘʫʯʥʠ 
ʤʝʥʘ˅ʤʝʥʪ 

ʉʠʩʪʝʤʩʢʠ 
ʧʨʠʩʪʫʧ 

ʇʨʠʩʪʫʧ ʢʦʥʪʨʦʣʝ 
ʢʚʘʣʠʪʝʪʘ 

1
9

8
0-

1
9

9
0

..
. 

ʂʦʥʮʝʧʪ ʣʘʥʮʘ 
ʚʨʝʜʥʦʩʪʠ 

ʊQM 

LEAN 

SIX SIGMA 

 ʩ
ʨ
ʝ
ʜ
ʠ
ʥ
ʘ

 1
9

9
0-
ʠ
ʭ 

ʋʧʨʘʚˀʘˁʝ 
ʜʦʢʫʤʝʥʪʘʮʠʿʦʤ 

ERP ʩʠʩʪʝʤʠ 

ʋʧʨʘʚˀʘˁʝ 
ʧʦʩʣʦʚʥʠʤ 
ʪʦʢʦʚʠʤʘ 

CRM ʩʠʩʪʝʤʠ 

SRM  

2
0
0
0
..
. 

ʋʧʨʘʚˀʘˁʝ 
ʧʦʩʣʦʚʠʤ 
ʧʨʦʮʝʩʠʤʘ 

BPM ʩʠʩʪʝʤʠ 

ɸʨʭʠʪʝʢʪʫʨʘ 
ʧʨʝʜʫʟʝ˂ʘ 

BPMN 



ʈʘʟʚʦʿ ʦʢʚʠʨʘ ʟʘ ʧʦʚʝ˂ʘˁʝ ʧʨʦʮʝʩʥʝ ʟʨʝʣʦʩʪʠ ʧʨʝʜʫʟʝ˂ʘ 

ɸʣʝʢʩʘʥʜʨʘ ʉʪʦʠˀʢʦʚʠ˂ ʈʘʥʹʝʣʦʚʠ˂ 

 

23 

ʇʦʚʝ˂ʘˁʝʤ ʧʨʦʜʫʢʪʠʚʥʦʩʪʠ ʌʦʨʜ ʿʝ ʟʥʘʪʥʦ ʩʤʘˁʠʦ ʮʝʥʫ ʧʨʦʠʟʚʝʜʝʥʦʛ ʘʫʪʦʤʦʙʠʣʘ, 

ʰʪʦ ʛʘ ʿʝ ʜʦʚʝʣʦ ʥʘ ʧʨʚʦ ʤʝʩʪʦ ʩʚʝʪʩʢʠʭ ʧʨʦʠʟʚʦʹʘʯʘ ʘʫʪʦʤʦʙʠʣʘ, ʫ ʪʦʤ ʧʝʨʠʦʜʫ 

(Harmon, 2010). 

ʋʯʝˁʝ ʥʘʫʯʥʦʛ ʤʝʥʘ˅ʤʝʥʪʘ ʠ ˁʝʛʦʚʦʛ ʧʠʦʥʠʨʘ ʊʝʿʣʦʨʘ ʦʩʪʚʘʨʠʣʦ ʿʝ ʟʥʘʯʘʿʘʥ 

ʫʪʠʮʘʿ ʥʘ ʨʘʟʚʦʿ ʧʨʦʮʝʩʥʝ ʦʨʠʿʝʥʪʘʮʠʿʝ. ʅʘʫʯʥʠ ʤʝʥʘ˅ʤʝʥʪ, ʧʨʝʤʘ ʊʝʿʣʦʨʫ, 

ʧʦʜʨʘʟʫʤʝʚʘ ʘʥʘʣʠʟʫ ʠ ʧʨʠʤʝʥʫ ʥʘʫʯʥʠʭ ʤʝʪʦʜʘ ʫ ʮʠˀʫ ʘʜʝʢʚʘʪʥʦʛ ʦʜʣʫʯʠʚʘˁʘ 

(Taylor, 2004). ʋ ʦʩʥʦʚʠ ʦʚʦʛ ʧʨʠʩʪʫʧʘ ʿʝ ʪʨʘʞʝˁʝ ʥʘʿʙʦˀʝʛ ʥʘʯʠʥʘ ʟʘ ʠʟʚʨʰʝˁʝ 

ʟʘʜʘʪʘʢʘ, ʠʤʘʿʫ˂ʠ ʫ ʚʠʜʫ ʝʣʠʤʠʥʠʩʘˁʝ ʩʚʠʭ ʧʨʦʮʝʜʫʨʘ ʠ ʨʘʜˁʠ ʢʦʿʝ ʥʝʛʘʪʠʚʥʦ ʫʪʠʯʫ 

ʥʘ ʧʨʦʜʫʢʪʠʚʥʦʩʪ. ʋʢʦʣʠʢʦ ʩʝ ʠʤʘ ʫ ʚʠʜʫ ʩʫʰʪʠʥʘ ʥʘʫʯʥʦʛ ʤʝʥʘ˅ʤʝʥʪʘ ʩʣʝʜʠ 

ʟʘʢˀʫʯʘʢ ʜʘ ʦʚʘʿ ʧʨʠʩʪʫʧ ʧʨʝʜʩʪʘʚˀʘ ʟʥʘʯʘʿʥʦ ʫʧʦʨʠʰʪʝ ʧʨʦʮʝʩʥʝ ʦʨʠʿʝʥʪʘʮʠʿʝ 

(ʈʘʜʦʩʘʚˀʝʚʠ˂, 2016). 

ʇʦʿʘʚʘ ʩʠʩʪʝʤʩʢʦʛ ʧʨʠʩʪʫʧʘ ʧʦʚʝʟʘʥʘ ʿʝ ʩʘ ʨʘʜʦʤ ɱʦʫʥʛʘ (Younga, 1968), 

ʄʨʜʠʢʘ ʠ ʈʦʩʘ (Murdica & Rossa, 1975). ʅʘʠʤʝ, ʩʠʩʪʝʤʩʢʠ ʧʨʠʩʪʫʧ ʥʘʛʣʘʰʘʚʘ ʟʥʘʯʘʿ 

ʚʝʟʘ, ʦʜʥʦʩʘ ʠ ʪʦʢʘ ʘʢʪʠʚʥʦʩʪʠ. ʉʠʩʪʝʤʩʢʠ ʧʨʠʩʪʫʧ ʧʦʩʤʘʪʨʘ ʧʨʝʜʫʟʝ˂ʝ ʢʘʦ ʮʝʣʠʥʫ 

ʩʘʩʪʘʚˀʝʥʫ ʦʜ ʤʝʹʫʩʦʙʥʦ ʧʦʚʝʟʘʥʠʭ ʜʝʣʦʚʘ. ʇʨʠʪʦʤ, ʩʚʘʢʠ ʟʘʧʦʩʣʝʥʠ, ʩʚʘʢʦ ʦʜʝˀʝˁʝ, 

ʩʚʘʢʘ ʘʢʪʠʚʥʦʩʪ ʿʝ ʜʝʦ ʮʝʣʠʥʝ ʠ ʥʘʚʝʜʝʥʠ ʜʝʣʦʚʠ ʟʘʿʝʜʥʠʯʢʠ ʜʦʧʨʠʥʦʩʝ ʦʩʪʚʘʨʝˁʫ 

ʨʝʟʫʣʪʘʪʘ ʧʨʝʜʫʟʝ˂ʘ. ʅʘ ʪʘʿ ʥʘʯʠʥ, ʩʠʩʪʝʤʩʢʠ ʧʨʠʩʪʫʧ ʧʨʝʜʩʪʘʚˀʘ ʦʩʣʦʥʘʮ ʧʨʦʮʝʩʥʝ 

ʦʨʠʿʝʥʪʘʮʠʿʝ, ʿʝʨ ʦʥʘ ʧʦʩʤʘʪʨʘ ʧʨʝʜʫʟʝ˂ʝ ʢʘʦ ʩʠʩʪʝʤ ʩʘʩʪʘʚʝˀʥ ʦʜ ʝʣʝʤʝʥʘʪʘ 

ʫʦʢʚʠʨʝʥʠʭ ʫ ʧʦʩʣʦʚʥʝ ʧʨʦʮʝʩʝ. 

ɿʘ ʨʘʟʚʦʿ ʧʨʦʮʝʩʥʝ ʦʨʠʿʝʥʪʘʮʠʿʝ ʙʠʪʥʘ ʿʝ ʠ ʧʦʿʘʚʘ ʧʨʠʩʪʫʧʘ ʢʦʥʪʨʦʣʝ 

ʢʚʘʣʠʪʝʪʘ, ʯʠʿʠ ʩʫ ʟʘʯʝʪʥʠʮʠ ɱʫʨʘʥ, ʐʫʚʘʨʪ ʠ ɼʝʤʠʥʛ (Juran, Shewart & Deming). 

ʇʨʝʤʝ ɱʫʨʘʥʫ (1992) ʢʚʘʣʠʪʝʪ ʧʨʝʜʩʪʘʚˀʘ ʧʦʛʦʜʥʦʩʪ ʟʘ ʫʧʦʪʨʝʙʫ. ʇʨʝʤʘ ʆʢʩʬʦʨʜʩʢʦʤ 

ʨʝʯʥʠʢʫ ʢʚʘʣʠʪʝʪ ʿʝ Ăʩʪʝʧʝʥ ʠʟʚʨʩʥʦʩʪʠ ʥʝʯʝʛʘñ. ʉʫʰʪʠʥʘ ʦʚʦʛ ʢʦʥʮʝʧʪʘ ʦʛʣʝʜʘ ʩʝ ʫ 

ʠʩʪʠʮʘˁʫ ʟʥʘʯʘʿʘ ʢʦʥʪʨʦʣʝ ʧʨʦʠʟʚʦʜʥʠʭ ʧʨʦʮʝʩʘ, ʫ ʩʤʠʩʣʫ ʜʘ ʫʢʦʣʠʢʦ ʿʝ ʧʨʦʠʟʚʦʜʥʠ 

ʧʨʦʮʝʩ ʢʦʥʪʨʦʣʠʩʘʥ ʜʦʙʠʿʝʥʠ ʨʝʟʫʣʪʘʪʠ ʧʨʦʮʝʩʘ ʧʨʦʠʟʚʦʜˁʝ (ʧʨʦʠʟʚʦʜʠ) ʙʠ˂ʝ 

ʟʘʜʦʚʦˀʘʚʘʿʫ˂ʠ ʫ ʧʦʛʣʝʜʫ ʢʚʘʣʠʪʝʪʘ. ʋ ʪʦʤ ʧʝʨʠʦʜʫ ʚʝʦʤʘ ʤʘʣʠ ʙʨʦʿ ʘʤʝʨʠʯʢʠʭ 

ʧʨʝʜʫʟʝ˂ʘ ʿʝ ʩʭʚʘʪʘʦ ʟʥʘʯʘʿ ʦʚʦʛ ʧʨʠʩʪʫʧʘ. ʄʝʹʫʪʠʤ, ʿʘʧʘʥʩʢʘ ʧʨʝʜʫʟʝ˂ʘ ʩʫ ʧʨʠʭʚʘʪʠʣʘ 

ʠ ʜʘˀʝ ʨʘʟʚʠʿʘʣʘ ʠʜʝʿʫ ʜʘ ʧʫʪ ʜʦ ʢʚʘʣʠʪʝʪʥʠʿʠʭ ʧʨʦʠʟʚʦʜʘ ʚʦʜʠ ʧʨʝʢʦ ʩʤʘˁʝˁʘ 

ʚʘʨʠʿʘʮʠʿʘ ʫ ʧʨʦʠʟʚʦʜˁʠ. ɼʝʤʠʥʛ ʩʝ ʟʘʣʘʛʘʦ ʟʘ ʢʦʥʩʪʘʥʪʥʦ ʫʥʘʧʨʝʹʠʚʘˁʝ ʧʨʦʠʟʚʦʜʘ/ 

ʫʩʣʫʛʘ ʠ ʢʚʘʣʠʪʝʪʘ ʠ ʧʨʦʜʫʢʪʠʚʥʦʩʪʠ ʨʝʟʫʣʪʠʨʘ ʢʦʥʩʪʘʥʪʥʠʤ ʩʥʠʞʝˁʝʤ ʪʨʦʰʢʦʚʘ. 

ɿʥʘʯʘʿ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ ʿʝ ʪʘʜʘ ʫʦʯʝʥ, ʘʣʠ ʧʘʞˁʘ ʿʝ ʙʠʣʘ ʫʩʤʝʨʝʥʘ ʩʘʤʦ ʥʘ ʧʨʦʮʝʩʝ 
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ʧʨʦʠʟʚʦʜˁʝ, ʦʩʪʘʣʠ ʧʦʩʣʦʚʥʠ ʧʨʦʮʝʩʠ ʙʠʚʘʿʫ ʧʦʜʚʨʛʥʫʪʠ ʢʦʥʪʨʦʣʠ ʢʚʘʣʠʪʝʪʘ ʢʘʩʥʠʿʝ 

(Boġkoviĺ & Radosavljeviĺ, 2015).  

ʉʘ ʧʦʿʘʚʦʤ ʧʦʢʨʝʪʘ ʢʚʘʣʠʪʝʪʘ (ʝʥʛʣ. quality movement), 60-ʠʭ ʠ 70-ʠʭ ʛʦʜʠʥʘ 

ʧʨʦʰʣʦʛ ʚʝʢʘ, ʥʘʛʣʘʩʘʢ ʿʝ ʩʪʘʚˀʝʥ ʥʘ ʧʨʦʮʝʩʝ ʧʦʧʫʪ ʧʨʦʮʝʩʘ ʨʘʟʚʦʿʘ ʥʦʚʦʛ ʧʨʦʠʟʚʦʜʘ, 

ʣʦʛʠʩʪʠʢʝ, ʤʘʨʢʝʪʠʥʛʘ, ʧʨʦʜʘʿʝ ʠ ʩʣʠʯʥʦ. ʇʦʢʨʝʪ ʢʚʘʣʠʪʝʪʘ ʧʦʩʤʘʪʨʘ ʧʨʦʮʝʩʝ, ʧʨʝ 

ʩʚʝʛʘ, ʢʨʦʟ ʠʥʢʨʝʤʝʥʪʘʣʥʝ ʧʨʦʤʝʥʝ ʪʝʞʝ˂ ʠ ˁʠʭʦʚʦʤ ʫʥʘʧʨʝʹʝˁʫ. 

ʉʚʝ ʧʦʤʝʥʫʪʝ ʧʨʝʪʝʯʝ ʧʨʦʮʝʩʥʝ ʦʨʠʿʝʥʪʘʮʠʿʝ ʥʘʩʪʦʿʝ ʜʘ ʢʨʦʟ ʧʨʦʤʝʥʝ ʫ 

ʦʙʘʚˀʘˁʫ ʧʦʩʣʦʚʥʠʭ ʘʢʪʠʚʥʦʩʪʠ ʦʙʝʟʙʝʜʝ ʩʤʘˁʝˁʝ ʪʨʦʰʢʦʚʘ ʧʨʦʠʟʚʦʜˁʝ. ʀʤʘʿʫ˂ʠ ʫ 

ʚʠʜʫ ʜʘ ʧʝʨʠʦʜ ʫ ʢʦʤʝ ʩʫ ʩʝ ʧʦʿʘʚʠʣʝ ʢʘʨʘʢʪʝʨʠʰʝ ʩʪʘʙʠʣʥʦ ʦʢʨʫʞʝˁʝ ʠ ʤʘʩʦʚʥʘ 

ʧʨʦʠʟʚʦʜˁʝ ʦʯʠʛʣʝʜʥʦ ʿʝ ʜʘ ʩʝ ʨʘʜʠʣʦ ʦ ʝʬʠʢʘʩʘʥʦʤ ʥʘʯʠʥʫ ʦʩʪʚʘʨʝˁʘ ʢʦʥʢʫʨʝʥʪʩʢʝ 

ʧʨʝʜʥʦʩʪʠ. 

1.3.2.2. ɼʨʫʛʘ ʬʘʟʘ ʨʘʟʚʦʿʘ ʧʨʦʮʝʩʥʝ ʦʨʠʿʝʥʪʘʮʠʿʝ 

ʆʟʙʠˀʥʠʿʝ ʠʟʫʯʘʚʘˁʝ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ ʧʦʯʠˁʝ ʩʨʝʜʠʥʦʤ 80-ʠʭ ʛʦʜʠʥʘ 20. 

ʚʝʢʘ, ʠʘʢʦ ʩʝ ʠʥʪʝʨʝʩ ʟʘ ʧʨʦʫʯʘʚʘˁʝ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ ʿʘʚʠʦ ʨʘʥʠʿʝ. ʇʨʝʮʠʟʥʠʿʝ, ʜʨʫʛʘ 

ʬʘʟʘ ʨʘʟʚʦʿʘ ʧʨʦʮʝʩʥʝ ʦʨʠʿʝʥʪʘʮʠʿʝ ʧʦʯʠˁʝ ʩʘ ʧʦʿʘʚʦʤ ʢˁʠʛʝ ʇʦʨʪʝʨʘ (Porter, 1985) 

ʧʦʜ ʥʘʩʣʦʚʦʤ ʂʦʥʢʫʨʝʥʪʩʢʘ ʧʨʝʜʥʦʩʪ ï ʆʩʪʚʘʨʠʚʘˁʝ ʠ ʦʯʫʚʘˁʝ ʚʨʭʫʥʩʢʠʭ ʧʦʩʣʦʚʥʠʭ 

ʨʝʟʫʣʪʘʪʘ (ʝʥʛʣ. Competitive Advantage: Creating and Sustaining Superior Performance). 

ʊʫ ʿʝ ʇʦʨʪʝʨ ʧʨʠʢʘʟʘʦ ʢʦʥʮʝʧʪ ʧʨʝʜʫʟʝ˂ʘ ʫ ʚʠʜʫ ʣʘʥʮʘ ʚʨʝʜʥʦʩʪʠ (ʝʥʛʣ. valueïchain), ʫ 

ʦʢʚʠʨʫ ʢʦʛʘ ʩʫ ʚʝʟʝ ʤʥʦʛʦʙʨʦʿʥʝ ʠ ʢʦʤʧʣʝʢʩʥʝ ʠ ʥʠʿʝ ʤʦʛʫ˂ʝ ʮʝʣʦʚʠʪʦ ʠʭ ʦʙʫʭʚʘʪʠʪʠ 

ʦʨʛʘʥʠʟʘʮʠʦʥʠʤ ʿʝʜʠʥʠʮʘʤʘ. ʋ ʿʝʜʥʦʿ ʦʨʛʘʥʠʟʘʮʠʦʥʦʿ ʿʝʜʠʥʠʮʠ ʥʘ˂ʠ ˂ʝ ʩʝ ʦʥʝ 

ʘʢʪʠʚʥʦʩʪʠ ʯʠʿʘ ʧʦʚʝʟʘʥʦʩʪ ʿʝ ʥʘʿʟʥʘʯʘʿʥʠʿʘ, ʜʦʢ ˂ʝ ʩʝ ʧʫʪʝʤ ʢʦʤʫʥʠʢʘʮʠʿʝ ʠ 

ʢʦʦʨʜʠʥʘʮʠʿʝ ʦʩʪʚʘʨʠʚʘʪʠ ʩʘʨʘʜˁʘ ʩʘ ʟʘʧʦʩʣʝʥʠʤʘ ʠʟ ʜʨʫʛʠʭ ʿʝʜʠʥʠʮʘ. ʆʚʘʿ ʢʦʥʮʝʧʪ 

ʧʦʤʘʞʝ ʧʨʝʜʫʟʝ˂ʠʤʘ ʜʘ ʫʦʯʝ ʧʨʦʮʝʩʝ ʢʦʿʠ ʜʦʧʨʠʥʦʩʝ ʩʪʚʘʨʘˁʫ ʚʨʝʜʥʦʩʪʠ ʠ 

ʦʧʪʠʤʠʟʠʨʘʿʫ ʚʝʟʝ ʠʟʤʝʹʫ ˁʠʭ. ʇʨʝʤʘ ʇʦʨʪʝʨʫ ʫʧʨʘʚʦ ʫʧʨʘʚˀʘˁʝ ʪʠʤ ʚʝʟʘʤʘ, ʧʨʝʢʦ 

ʩʤʘˁʝˁʘ ʪʨʦʰʢʦʚʘ, ʜʦʚʦʜʠ ʜʦ ʦʩʪʚʘʨʠʚʘˁʘ ʢʦʥʢʫʨʝʥʪʩʢʝ ʧʨʝʜʥʦʩʪʠ. ʂʦʥʮʝʧʪ ʣʘʥʮʘ 

ʚʨʝʜʥʦʩʪʠ ʧʨʝʜʩʪʘʚˀʘ ʧʨʦʮʝʩʝ ʢʘʦ ʝʥʪʠʪʝʪʝ ʯʠʿʠ ʩʝ ʧʦʯʝʪʘʢ ʧʦʢʣʘʧʘ ʩʘ ʠʩʧʦʩʪʘʚˀʘˁʝʤ 

ʟʘʭʪʝʚʘ ʢʫʧʘʮʘ, ʘ ʟʘʚʨʰʝʪʘʢ ʩʘ ʠʩʧʫˁʝˁʝʤ ʪʠʭ ʟʘʭʪʝʚʘ (Harmon, 2003). 

ɿʥʘʯʘʿʘʥ ʜʦʧʨʠʥʦʩ ʿʘʯʘˁʫ ʫʩʤʝʨʝʥʦʩʪʠ ʥʘ ʧʦʩʣʦʚʥʝ ʧʨʦʮʝʩʝ ʦʩʪʘʚʠʣʘ ʿʝ ʠ 

ʧʨʘʢʩʘ ʫʧʨʘʚˀʘˁʘ ʫʢʫʧʥʠʤ ʢʚʘʣʠʪʝʪʦʤ (ʝʥʛʣ. Total Quality Management ï TQM) 

(Besterfield, Besterfield-Michna, Besterfield, Besterfield-Sacre, Urdhwaresh, Urdhwarshe, 

2012). ʈʘʟʚʠʿʝʥʘ ʿʝ ʢʘʦ ʜʘˀʘ ʨʘʟʨʘʜʘ ʧʦʢʨʝʪʘ ʢʚʘʣʠʪʝʪʘ, ʦʜ ʩʪʨʘʥʝ ʿʘʧʘʥʩʢʠʭ ʧʨʝʜʫʟʝ˂ʘ. 
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ʋʧʨʘʚˀʘˁʝ ʫʢʫʧʥʠʤ ʢʚʘʣʠʪʝʪʦʤ ʩʝ ʙʘʚʠ ʩʪʘʣʥʠʤ ʧʦʙʦˀʰʘˁʠʤʘ ʫ ʩʚʠʤ ʘʢʪʠʚʥʦʩʪʠʤʘ 

ʧʨʝʜʫʟʝ˂ʘ, ʪʦ ʿʝ ʢʦʥʪʠʥʫʠʨʘʥ ʧʨʦʮʝʩ ʢʦʿʠ ʩʝ ʥʠʢʘʜ ʥʝ ʟʘʚʨʰʘʚʘ. ʆʙʫʭʚʘʪʘ ʩʚʘ 

ʧʦʩʪʘʚˀʝʥʘ ʧʨʘʚʠʣʘ, ʧʨʦʧʠʩʝ, ʩʤʝʨʥʠʮʝ ʠ ʧʨʠʥʮʠʧʝ ʢʦʿʠ ʢʦʥʪʠʥʫʠʨʘʥʦ ʜʦʧʨʠʥʦʩʝ 

ʫʥʘʧʨʝʹʝˁʫ ʧʦʩʣʦʚʘˁʘ. ʋʧʨʘʚˀʘˁʝ ʫʢʫʧʥʠʤ ʢʚʘʣʠʪʝʪʦʤ, ʧʨʝʤʘ ʍʘʣʝʪʠ (1998, ʩʪʨ. 76) 

Ăʧʨʝʜʩʪʘʚˀʘ ʫʧʨʘʚˀʘʯʢʠ ʩʠʩʪʝʤ ʫʩʨʝʜʩʨʝʹʝʥ ʥʘ ʢʚʘʣʠʪʝʪ, ʢʦʿʠ ʧʦʜʨʘʟʫʤʝʚʘ ʫʯʝʰ˂ʝ 

ʩʚʠʭ ʯʣʘʥʦʚʘ ʧʨʝʜʫʟʝ˂ʘ ʫ ʮʠˀʫ ʧʦʩʪʠʟʘˁʘ ʜʫʛʦʨʦʯʥʦʛ ʫʩʧʝʭʘ ʢʨʦʟ ʟʘʜʦʚʦˀʝˁʝ ʧʦʪʨʝʙʘ 

ʩʚʠʭ ʩʪʝʿʢʭʦʣʜʝʨʘñ. ʆʚʘʿ ʧʨʠʩʪʫʧ ʩʪʘʚˀʘ ʥʘʛʣʘʩʘʢ ʥʘ ʧʦʩʣʦʚʥʝ ʧʨʦʮʝʩʝ ʠ ʢʦʨʠʩʥʠʢʝ 

(ʝʢʩʪʝʨʥʝ ʠ ʠʥʪʝʨʥʝ). ʅʘʠʤʝ, ʮʝʣʦʢʫʧʥʦ ʧʨʝʜʫʟʝ˂ʝ ʩʝ ʧʦʩʤʘʪʨʘ ʢʘʦ ʥʠʟ ʧʦʩʣʦʚʥʠʭ 

ʧʨʦʮʝʩʘ, ʤʝʹʫʩʦʙʥʦ ʧʦʚʝʟʘʥʠʭ, ʢʦʥʪʠʥʫʠʨʘʥʦ ʧʨʘ˂ʝʥʠʭ ʫ ʮʠˀʫ ʫʥʘʧʨʝʹʝˁʘ ʢʚʘʣʠʪʝʪʘ 

ʧʨʦʠʟʚʦʜʘ ʠ ʟʘʜʦʚʦˀʝˁʘ ʧʦʪʨʝʙʘ ʢʦʨʠʩʥʠʢʘ. ʋʥʘʧʨʝʹʝˁʝ ʢʚʘʣʠʪʝʪʘ ʩʝ ʧʦʩʪʠʞʝ, ʥʝ 

ʩʘʤʦ ʢʦʥʪʨʦʣʦʤ ʠ ʠʩʧʨʘʚʢʘʤʘ, ʚʝ˂ ʠ ʩʧʨʝʯʘʚʘˁʝʤ ʣʦʰʝ ʧʦʩʣʦʚʥʝ ʧʨʘʢʩʝ. ʂʨʦʩʙʠ 

(Crosby, 1979) ʠʩʪʠʯʝ ʜʘ ʩʫ ʪʨʦʰʢʦʚʠ ʧʨʝʚʝʥʮʠʿʝ ʫʚʝʢ ʥʠʞʠ ʦʜ ʪʨʦʰʢʦʚʘ ʧʨʦʥʘʣʘʞʝˁʘ 

ʠ ʠʩʧʨʘʚˀʘˁʘ ʛʨʝʰʘʢʘ. ʋʧʨʘʚˀʘˁʝ ʫʢʫʧʥʠʤ ʢʚʘʣʠʪʝʪʦʤ ʩʝ ʥʝʨʝʪʢʦ ʧʨʠʢʘʟʫʿʝ ʢʫ˂ʦʤ 

ʢʚʘʣʠʪʝʪʘ (AnĽelkoviĺ Peġiĺ, 2009), ʧʨʠ ʯʝʤʫ ʿʝ ʢʫ˂ʘ ʢʚʘʣʠʪʝʪʘ ʩʘʛʨʘʹʝʥʘ ʦʜ ʩʣʝʜʝ˂ʠʭ 

ʝʣʝʤʝʥʘʪʘ (ɹʦʰʢʦʚʠ˂ & ɸʥʹʝʣʢʦʚʠ˂ ʇʝʰʠ˂, 2011): ʩʪʘʥʜʘʨʜʠʟʘʮʠʿʘ, ʩʪʘʪʠʩʪʠʯʢʘ 

ʢʦʥʪʨʦʣʘ ʧʨʦʮʝʩʘ, ʦʧʪʠʤʠʟʘʮʠʿʘ ʪʨʦʰʢʦʚʘ ʠ ʦʙʫʢʘ ʠ ʫʩʘʚʨʰʘʚʘˁʝ ʟʘʧʦʩʣʝʥʠʭ. ʆʩʥʦʚʥʘ 

ʦʙʝʣʝʞʿʘ ʫʧʨʘʚˀʘˁʘ ʫʢʫʧʥʠʤ ʢʚʘʣʠʪʝʪʦʤ ʩʫ (Saini, 2017): 

ü ʠʥʠʮʠʿʘʪʠʚʘ ʟʘ ʫʧʨʘʚˀʘˁʝ ʫʢʫʧʥʠʤ ʢʚʘʣʠʪʝʪʦʤ ʢʨʝ˂ʝ ʦʜ ʪʦʧ ʤʝʥʘ˅ʤʝʪʘ, 

ü ʪʦ ʿʝ ʢʦʥʟʠʩʪʝʥʪʘʥ (ʜʦʩʣʝʜʘʥ) ʧʨʦʮʝʩ, 

ü ʜʝʦ ʿʝ ʩʪʨʘʪʝʛʠʿʩʢʦʛ ʧʣʘʥʠʨʘˁʘ, 

ü ʬʦʢʫʩʠʨʘʥ ʥʘ ʢʫʧʮʝ, 

ü ʟʘʭʪʝʚʘ ʪʠʤʩʢʠ ʨʘʜ, 

ü ʧʦʜʨʘʟʫʤʝʚʘ ʘʥʛʘʞʦʚʘˁʝ ʩʚʠʭ ʟʘʧʦʩʣʝʥʠʭ,  

ü ʦʜʛʦʚʦʨʥʦʩʪ ʟʘ ʫʩʧʝʭ ʫʧʨʘʚˀʘˁʘ ʫʢʫʧʥʠʤ ʢʚʘʣʠʪʝʪʦʤ ʧʨʝʫʟʠʤʘʿʫ ʩʚʠ 

ʟʘʧʦʩʣʝʥʠ. 

ʈʝʠʥʞʝˁʝʨʠʥg ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ (ʝʥʛʣ. Business Process Reengineering ï BPR) 

(Hammer & Champy, 1993) ʿʘʚˀʘ ʩʝ 1990-ʠʭ, ʘ ɼʘʚʝʥʧʦʨʪ ʠ ʍʘʤʝʨ ʩʝ ʩʤʘʪʨʘʿʫ ˁʝʛʦʚʠʤ 

ʫʪʝʤʝˀʠʚʘʯʠʤʘ. ɼʘʚʝʥʧʦʨʪ ʠ ʐʦʨʪ (Davenport & Short, 1990) ʩʫ ʦʙʿʘʚʠʣʠ ʯʣʘʥʘʢ ʫ 

ʢʦʤʝ ʧʦʟʠʚʘʿʫ ʤʝʥʘ˅ʝʨʝ ʜʘ ʧʨʠ ʫʥʘʧʨʝʹʠʚʘˁʫ ʘʢʪʠʚʥʦʩʪʠ ʠʟ ʦʙʣʘʩʪʠ ʩʚʦʛ ʧʦʩʣʦʚʘˁʘ 

ʥʫʞʥʦ ʧʦʩʤʘʪʨʘʿʫ ʯʠʪʘʚʝ ʧʨʦʮʝʩʝ, ʘ ʥʝ ʩʘʤʦ ʦʜʨʝʹʝʥʫ ʘʢʪʠʚʥʦʩʪ ʠʣʠ ʧʦʩʣʦʚʥʫ 

ʬʫʥʢʮʠʿʫ. ʀʩʪʠ ʘʫʪʦʨʠ ʠʩʪʠʯʫ ʠ ʟʥʘʯʘʿ ʠʥʬʦʨʤʘʮʠʦʥʝ ʪʝʭʥʦʣʦʛʠʿʝ ʢʦʿʘ ʦʤʦʛʫ˂ʫʿʝ 

ʨʝʜʠʟʘʿʥ ʧʦʩʪʦʿʝ˂ʠʭ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ. ɻʦʪʦʚʦ ʠʩʪʦʚʨʝʤʝʥʦ ʧʦʿʘʚʠʦ ʩʝ ʨʘʜ ʍʘʤʝʨʘ 
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ʢʦʿʠ ʩʝ ʩʣʘʞʝ ʩʘ ʧʦʤʝʥʫʪʠʤ ʘʫʪʦʨʠʤʘ ʫ ʧʦʛʣʝʜʫ ʚʘʞʥʦʩʪʠ ʠʥʬʦʨʤʘʮʠʦʥʝ ʪʝʭʥʦʣʦʛʠʿʝ 

ʟʘ ʫʥʘʧʨʝʹʝˁʝ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ. ʄʝʹʫʪʠʤ, ʍʘʤʝʨ ʩʝ ʥʝ ʟʘʣʘʞʝ ʟʘ ʫʥʘʧʨʝʹʝˁʝ 

ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ, ʚʝ˂ ʟʘ ʧʦʪʧʫʥʠ ʨʝʠʥʞʝˁʝʨʠʥʛ. ɼʝʬʠʥʠʮʠʿʫ ʨʝʠʥʞʝˁʝʨʠʥʛʘ 

ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ ʜʘʣʠ ʩʫ ʍʘʤʝʨ ʠ ʏʘʤʧʠ (1993). ʈʝʠʥʞʝˁʝʨʠʥʛ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ 

ʧʦʩʤʘʪʘʿʫ ʢʘʦ Ăʪʝʤʝˀʥʦ ʧʨʝʠʩʧʠʪʠʚʘˁʝ ʠ ʨʘʜʠʢʘʣʥʦ ʨʝʜʠʟʘʿʥʠʨʘˁʝ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ 

ʢʘʢʦ ʙʠ ʩʝ ʧʦʩʪʠʛʣʘ ʜʨʘʤʘʪʠʯʥʘ ʧʦʙʦˀʰʘˁʘ ʢʨʠʪʠʯʥʠʭ, ʩʘʚʨʝʤʝʥʠʭ ʤʝʨʘ 

ʧʝʨʬʦʨʤʘʥʩʠ, ʢʘʦ ʰʪʦ ʩʫ ʮʝʥʘ, ʢʚʘʣʠʪʝʪ, ʫʩʣʫʛʘ ʠ ʙʨʟʠʥʘñ (ʩʪʨ. 10).  

ʇʦʩʤʘʪʨʘˁʝʤ ʧʨʦʮʝʩʘ ʦʜ ʧʦʯʝʪʢʘ ʜʦ ʢʨʘʿʘ, ʈʝʠʥʞʝˁʝʨʠʥʛ ʦʤʦʛʫ˂ʘʚʘ ʨʝʰʘʚʘˁʝ 

ʧʨʦʙʣʝʤʘ ʬʨʘʛʤʝʥʪʘʮʠʿʝ, ʢʘʦ ʰʪʦ ʩʫ: ʢʘʰˁʝˁʘ, ʪʨʦʰʢʦʚʠ ʢʦʿʠ ʥʝ ʜʦʜʘʿʫ ʚʨʝʜʥʦʩʪ, 

ʛʨʝʰʢʝ, ʩʣʦʞʝʥʦʩʪ ʠ ʩʣʠʯʥʦ. ʋʤʝʩʪʦ ʜʦʪʘʜʘʰˁʝʛ ʥʘʛʣʘʩʢʘ ʥʘ ʠʟʚʨʰʝˁʝ ʧʨʦʮʝʩʘ, 

ʈʝʠʥʞʝˁʝʨʠʥʛ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ ʿʝ ʫʩʤʝʨʠʦ ʧʘʞˁʫ ʥʘ ˁʠʭʦʚ ʜʠʟʘʿʥ ï ʥʘʯʠʥ ʥʘ ʢʦʿʠ 

ʩʫ ʢʦʥʩʪʠʪʫʪʠʚʥʠ ʟʘʜʘʮʠ ʧʦʩʣʦʚʥʦʛ ʧʨʦʮʝʩʘ ʧʦʚʝʟʘʥʠ ʫ ʮʝʣʠʥʫ. ʇʨʝʧʦʟʥʘʪʦ ʿʝ ʜʘ 

ʧʨʦʮʝʩʠ ʥʝ ʤʦʛʫ ʜʘ ʬʫʥʢʮʠʦʥʠʰʫ ʥʘ ʦʜʨʞʠʚʦʿ ʦʩʥʦʚʠ ʙʦˀʝ ʦʜ ʦʥʦʛʘ ʰʪʦ ˁʠʭʦʚ ʜʠʟʘʿʥ 

ʦʤʦʛʫ˂ʫʿʝ (Hammer & Champy, 1993). ʉʪʦʛʘ, ʦʚʘʿ ʢʦʥʮʝʧʪ ʧʦʜʨʞʘʚʘ ʙʨʠʩʘˁʝ ʯʠʪʘʚʦʛ 

ʧʦʩʣʦʚʥʦʛ ʧʨʦʮʝʩʘ ʨʘʜʠ ʠʟʛʨʘʜˁʝ ʧʦʪʧʫʥʦ ʥʦʚʠʭ ʧʨʦʮʝʩʘ (Anand, Fosso Wamba & 

Gnanzou, 2013).  

ʈʝʠʥʞʝˁʝʨʠʥʛ ʧʨʦʮʝʩʘ ʙʘʟʠʨʘ ʩʝ ʥʘ ʧʨʠʤʝʥʠ ʠʥʬʦʨʤʘʮʠʦʥʝ ʪʝʭʥʦʣʦʛʠʿʝ, ʰʪʦ 

ʛʘ ʨʘʟʣʠʢʫʿʝ ʦʜ ʧʨʝʪʭʦʜʥʠʭ ʧʨʠʩʪʫʧʘ. ɺʨʣʦ ʙʨʟʦ ʿʝ ʧʦʩʪʘʦ ʠʟʫʟʝʪʥʦ ʧʦʧʫʣʘʨʘʥ ʫ ʩʤʠʩʣʫ 

ʟʘʩʪʫʧˀʝʥʦʩʪʠ ʫ ʚʝʣʠʢʦʤ ʙʨʦʿʫ ʧʨʝʜʫʟʝ˂ʘ (Xerox, Mutual Benefit Life, Detroit Edison...) 

(Graham & Williams, 2005). ʄʝʹʫʪʠʤ, ʥʝʜʫʛʦ ʥʘʢʦʥ ʪʦʛʘ ʫʦʯʝʥʠ ʩʫ ˁʝʛʦʚʠ ʛʣʘʚʥʠ 

ʥʝʜʦʩʪʘʮʠ (Hammer, vom Brocke & Rosemann, 2015). ʅʘʠʤʝ, ʥʝʨʝʪʢʦ ʿʝ ʜʦʣʘʟʠʣʦ ʜʦ 

ʥʝʧʦʪʨʝʙʥʦʛ ʦʜʙʘʮʠʚʘˁʘ ʧʦʩʪʦʿʝ˂ʠʭ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ, ʿʝʨ ʿʝ ʨʝʠʥʞʝˁʝʨʠʥʛ ʧʨʦʮʝʩʘ 

ʯʝʩʪʦ ʧʦʜʨʘʟʫʤʝʚʘʦ ʧʦʣʘʟʘʢ ʦʜ ʧʨʘʟʥʦʛ ʣʠʩʪʘ ʧʘʧʠʨʘ ʫ ʮʠˀʫ ʬʦʨʤʠʨʘˁʘ ʥʦʚʠʭ ʠ 

ʝʬʠʢʘʩʥʠʿʠʭ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ. ʊʘʢʦʹʝ, ʧʨʘʢʩʘ ʿʝ ʧʦʢʘʟʘʣʘ ʜʘ ʿʝ ʦʚʘ ʫʧʨʘʚˀʘʯʢʘ 

ʬʠʣʦʟʦʬʠʿʘ ʙʠʣʘ ʫʩʤʝʨʝʥʘ ʩʘʤʦ ʥʘ ʦʜʨʝʹʝʥʝ ʧʨʦʮʝʩʝ (ʧʦʜʨʰʢʝ ʢʫʧʮʠʤʘ, ʠʩʧʫˁʘʚʘˁʝ 

ʥʘʨʫ˅ʙʠʥʘ, ʧʨʦʠʟʚʦʜʥʝ ʧʨʦʮʝʩʝ). ɿʥʘʯʘʿʥʘ ʩʣʘʙʦʩʪ ʨʝʠʥʞʝˁʝʨʠʥʛ ʧʨʦʮʝʩʘ ʦʜʥʦʩʠ ʩʝ ʥʘ 

ʟʘʥʝʤʘʨʠʚʘˁʝ ʩʦʮʠʿʘʣʥʝ ʜʠʤʝʥʟʠʿʝ, ʦʜʥʦʩʥʦ ʥʝʫʩʤʝʨʘʚʘˁʝ ʧʦʪʨʝʙʥʝ ʧʘʞˁʝ ʢʘ 

ʟʘʧʦʩʣʝʥʠʤʘ. 

ʋʧʦʨʝʜʦ ʩʘ ʧʦʿʘʚʦʤ ʨʝʠʥʞʝˁʝʨʠʥʛʘ ʧʨʦʮʝʩʘ ʧʦʯʝʣʦ ʩʝ ʩʘ ʧʨʠʤʝʥʦʤ ʠ Six Sigma 

(6ů) ʤʝʪʦʜʦʣʦʛʠʿʝ (Andjelkoviĺ Peġiĺ, 2009). ʇʦʩʣʝ ʫʩʧʝʰʥʝ ʠʤʧʣʝʤʝʥʪʘʮʠʿʝ ʫ ʿʝʜʥʦʤ 

ʘʤʝʨʠʯʢʦʤ ʧʨʦʠʟʚʦʜʥʦʤ ʧʨʝʜʫʟʝ˂ʫ, ʩʨʝʜʠʥʦʤ 1990-ʠʭ, Six Sigma ʧʦʩʪʘʿʝ ʧʦʧʫʣʘʨʘʥʘ. 

ʇʘʥʜʝ (Pande, 2007) Six Sigmʫ ʧʨʠʢʘʟʫʿʝ ʢʘʦ ʢʨʠʪʠʯʥʦ ʩʨʝʜʩʪʚʦ ʧʦʩʣʦʚʘˁʘ ʟʘ XXI ʚʝʢ. 
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ʅʝʢʠ ʘʫʪʦʨʠ ʦʜʨʝʹʫʿʫ Six Sigmʫ ʢʘʦ ʬʠʣʦʟʦʬʠʿʫ ʫʧʨʘʚˀʘˁʘ ʠ ʩʪʨʘʪʝʛʠʿʫ ʧʦʩʣʦʚʘˁʘ, 

ʜʦʢ ʜʨʫʛʠ ʩʤʘʪʨʘʿʫ ʜʘ ʿʝ ʨʝʯ ʦ ʩʪʘʪʠʩʪʠʮʠ. ʇʨʝʤʘ ɸʥʹʝʣʢʦʚʠ˂ ʇʝʰʠ˂, ʃʝʧʦʿʝʚʠ˂, 

ɿʣʘʪʠ˂ (2012) Six Sigma ʥʠʿʝ ʩʪʘʪʠʩʪʠʯʢʠ ʘʣʘʪ ʚʝ˂ ʧʦʩʣʦʚʥʠ ʢʦʥʮʝʧʪ ʟʘ ʧʦʙʦˀʰʘˁʝ 

ʢʚʘʣʠʪʝʪʘ ʧʦʩʣʦʚʘˁʘ. Six Sigma ʩʝ ʟʘʩʥʠʚʘ ʥʘ ʜʠʩʮʠʧʣʠʥʦʚʘʥʦʤ ʧʦʙʦˀʰʘˁʫ ʢʚʘʣʠʪʝʪʘ, 

ʛʜʝ ʿʝ ʘʢʮʝʥʘʪ ʥʘ ʢʚʘʣʠʪʝʪʫ ʧʨʦʮʝʩʘ, ʫ ʩʤʠʩʣʫ ʧʦʚʝ˂ʘˁʘ ʢʚʘʣʠʪʝʪʘ ʠ ʩʤʘˁʝˁʘ ʪʨʦʰʢʦʚʘ 

ˁʠʭʦʚʝ ʧʨʠʤʝʥʝ, ʩʤʘˁʝˁʝʤ ʚʘʨʠʿʘʮʠʿʘ ʠ ʥʝʜʦʩʪʘʪʘʢʘ (AnĽelkoviĺ Peġiĺ i saradnici, 

2011). 

ʉʘʤ ʧʦʿʘʤ Six Sigma ʟʘʩʥʠʚʘ ʩʝ ʥʘ ʦʩʪʚʘʨʝˁʫ ʪʨʠ, ʯʝʪʠʨʠ ʠʣʠ ʤʘˁʝ ʛʨʝʰʘʢʘ ʫ 

ʤʠʣʠʦʥ ʩʣʫʯʘʿʝʚʘ. Six Sigma ʿʝ ʦʛʨʦʤʘʥ ʠ ʩʚʝʦʙʫʭʚʘʪʘʥ ʩʠʩʪʝʤ ʟʘ ʦʩʪʚʘʨʠʚʘˁʝ ʠ 

ʦʜʨʞʘʚʘˁʝ ʝʬʠʢʘʩʥʦʩʪʠ ʠ ʝʬʝʢʪʠʚʥʦʩʪʠ. 

Six Sigma ʧʦʣʘʟʠ ʦʜ ʧʨʝʪʧʦʩʪʘʚʢʝ ʜʘ ʿʝ ʧʦʩʪʦʿʝ˂ʠ ʜʠʟʘʿʥ ʧʨʦʮʝʩʘ ʜʦʙʘʨ ʠ ʜʘ ʿʝ 

ʧʦʪʨʝʙʥʦ ʠʟʚʨʰʠʪʠ ʩʘʤʦ ʥʝʟʥʘʪʥʝ ʢʦʨʝʢʮʠʿʝ ʫ ʦʢʚʠʨʫ ʧʦʩʣʦʚʥʦʛ ʧʨʦʮʝʩʘ. ʇʨʝʤʘ ʪʦʤʝ, 

Six Sigma ʬʠʣʦʟʦʬʠʿʘ ʥʠʿʝ ʧʨʠʢʣʘʜʥʘ ʟʘ ʧʦʩʣʦʚʥʝ ʧʨʦʮʝʩʝ ʢʦʿʠ ʩʫ ʥʝʘʜʝʢʚʘʪʥʦ 

ʜʠʟʘʿʥʠʨʘʥʠ, ʿʝʨ ʪʘʜʘ ʥʝ˂ʝ ʜʘʪʠ ʦʯʝʢʠʚʘʥʝ ʨʝʟʫʣʪʘʪʝ (Sikavica, & Hernaus, 2011). 

ʋʧʨʘʚˀʘˁʝ ʧʦʩʣʦʚʥʠʤ ʧʨʦʮʝʩʠʤʘ ʫʩʤʝʨʝʥʦ ʿʝ ʢʘ ʦʩʪʚʘʨʝˁʫ ʦʧʪʠʤʘʣʥʦʛ ʩʢʣʘʜʘ 

ʠʟʤʝʹʫ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ ʠ ʮʠˀʝʚʘ ʧʨʝʜʫʟʝ˂ʘ. ʋ ʪʦʤ ʮʠˀʫ ʫʧʨʘʚˀʘˁʝ ʧʦʩʣʦʚʥʠʤ 

ʧʨʦʮʝʩʠʤʘ ʧʨʝʜʩʪʘʚˀʘ ʥʘʩʣʝʜʥʠʢʘ ʬʠʣʦʟʦʬʠʿʝ ʫʧʨʘʚˀʘˁʘ ʫʢʫʧʥʠʤ ʢʚʘʣʠʪʝʪʦʤ, 

ʧʨʠʭʚʘʪʘ ʧʨʠʥʮʠʧʝ ʠ ʪʝʭʥʠʢʝ ʨʝʠʥʞʝˁʝʨʠʥʛʘ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ ʠ Six Sigmʝ ʠ 

ʢʦʤʙʠʥʫʿʝ ʠʭ ʩʘ ʤʦʛʫ˂ʥʦʩʪʠʤʘ ʢʦʿʝ ʥʫʜʠ ʠʥʬʦʨʤʘʮʠʦʥʘ ʪʝʭʥʦʣʦʛʠʿʘ.  

1.3.2.3. ʊʨʝ˂ʘ ʬʘʟʘ ʨʘʟʚʦʿʘ ʧʨʦʮʝʩʥʝ ʦʨʠʿʝʥʪʘʮʠʿʝ 

ʊʨʝ˂ʘ ʬʘʟʘ ʨʘʟʚʦʿʘ ʧʨʦʮʝʩʥʦʛ ʧʨʠʩʪʫʧʘ ʧʦʯʠˁʝ ʩʨʝʜʠʥʦʤ 90-ʠʭ ʛʦʜʠʥʘ 20. ʚʝʢʘ. 

ʊʦ ʿʝ, ʟʘʧʨʘʚʦ, ʧʝʨʠʦʜ ʜʘˀʝʛ ʨʘʟʚʦʿʘ Six Sigme. ɻʣʘʚʥʦ ʦʙʝʣʝʞʿʝ ʦʚʝ ʬʘʟʝ ʿʝʩʪʝ ʫʪʠʮʘʿ 

ʩʘʚʨʝʤʝʥʝ ʠʥʬʦʨʤʘʮʠʦʥʝ ʪʝʭʥʦʣʦʛʠʿʝ ʥʘ ʜʘˀʠ ʨʘʟʚʦʿ ʧʨʦʮʝʩʥʝ ʦʨʠʿʝʥʪʘʮʠʿʝ. 

ʇʨʠʤʝʥʦʤ ʠʥʬʦʨʤʘʮʠʦʥʠʭ ʩʠʩʪʝʤʘ ʠ ʢʦʤʧʘʪʠʙʠʣʥʠʭ ʩʦʬʪʚʝʨʩʢʠʭ ʘʧʣʠʢʘʮʠʿʘ ʤʦʛʫ˂ʝ 

ʿʝ ʢʨʝʠʨʘʪʠ ʧʣʘʪʬʦʨʤʫ ʟʘ ʧʨʘ˂ʝˁʝ ʠ ʫʥʘʧʨʝʹʠʚʘˁʝ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ. 

ʋʩʣʝʜ ʧʦʚʝ˂ʘˁʘ ʥʝʩʪʘʙʠʣʥʦʩʪʠ ʫ ʦʢʨʫʞʝˁʫ, ʧʨʝʜʫʟʝ˂ʘ ʫʧʨʘʚʦ ʨʘʟʚʠʿʘʿʫ ʥʦʚʝ 

ʩʠʩʪʝʤʝ ʪʝʤʝˀʝʥʝ ʥʘ ʧʨʠʤʝʥʠ ʠʥʬʦʨʤʘʮʠʦʥʝ ʪʝʭʥʦʣʦʛʠʿʝ. ɱʝʜʘʥ ʦʜ ˁʠʭ ʿʝ ʉʠʩʪʝʤ ʟʘ 

ʫʧʨʘʚˀʘˁʝ ʧʦʩʣʦʚʥʠʤ ʪʦʢʦʚʠʤʘ (ʝʥʛʣ. Workflow Management SystemsïWfMS) (Hagen & 

Alonso, 2000) ʢʦʿʠ ʠʤʘ ʟʘ ʮʠˀ ʧʦʪʧʫʥʫ ʠʣʠ ʜʝʣʠʤʠʯʥʫ ʘʫʪʦʤʘʪʠʟʘʮʠʿʫ ʧʦʩʣʦʚʥʦʛ 

ʧʨʦʮʝʩʘ. ʉʠʩʪʝʤ ʟʘ ʫʧʨʘʚˀʘˁʝ ʧʦʩʣʦʚʥʠʤ ʪʦʢʦʚʠʤʘ ʧʦʜʨʘʟʫʤʝʚʘ ʧʨʝʥʦʩ ʠʥʬʦʨʤʘʮʠʿʘ 
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ʠ ʟʘʜʘʪʘʢʘ ʩʘ ʿʝʜʥʦʛ ʥʘ ʜʨʫʛʦʛ ʫʯʝʩʥʠʢʘ, ʨʘʜʠ ʘʢʮʠʿʝ ʫ ʩʢʣʘʜʫ ʩʘ ʥʠʟʦʤ ʧʨʦʮʝʜʫʨʘ 

(Lawrence, 1997). ɸʫʪʦʤʘʪʠʟʘʮʠʿʘ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ, ʢʘʦ ʮʠˀ WfM, ʥʝ ʟʥʘʯʠ ʩʘʤʦ 

ʟʘʤʝʥʫ ʤʘʥʫʝʣʥʦʛ ʠʟʚʨʰʘʚʘˁʘ ʟʘʜʘʪʘʢʘ ʘʫʪʦʤʘʪʠʟʦʚʘʥʠʤ ʧʨʦʮʝʩʠʤʘ, ʚʝ˂ ʠ ʦʣʘʢʰʘʥʦ 

ʧʨʠʢʫʧˀʘˁʝ ʠ ʩʢʣʘʜʠʰʪʝˁʝ ʠʥʬʦʨʤʘʮʠʿʘ ʦ ʧʝʨʬʦʨʤʘʥʩʘʤʘ, ʘ ʩʚʝ ʫ ʩʚʨʭʫ ˁʠʭʦʚʝ 

ʘʥʘʣʠʟʝ. ʉʠʩʪʝʤʠ ʟʘ ʫʧʨʘʚˀʘˁʝ ʧʦʩʣʦʚʥʠʤ ʪʦʢʦʚʠʤʘ ʝʚʠʜʝʥʪʠʨʘʿʫ ʜʦʛʘʹʘʿʝ ʢʦʿʠ ʩʝ 

ʦʜʥʦʩʝ ʥʘ ʧʦʩʣʦʚʥʝ ʧʨʦʮʝʩʝ (ʥʧʨ. ʦʜʨʝʹʝʥʠ ʨʝʩʫʨʩ ʠʟʚʨʰʠʦ ʿʝ ʦʜʨʝʹʝʥʠ ʟʘʜʘʪʘʢ ʫ 

ʦʜʨʝʹʝʥʦʤ ʪʨʝʥʫʪʢʫ). ʊʝ ʝʚʠʜʝʥʮʠʿʝ ʧʨʦʮʝʩʘ ʤʦʛʫ ʩʝ ʧʨʠʤʝʥʠʪʠ ʢʦʜ ʧʦʨʝʹʝˁʘ ʩʘ 

ʥʘʿʙʦˀʦʤ ʧʨʘʢʩʦʤ. ʅʘʿʯʝʰ˂ʝ ʢʦʨʠʰ˂ʝʥʠ ʠʥʩʪʨʫʤʝʥʪ ʫ ʦʢʚʠʨʫ ʉʠʩʪʝʤʘ ʟʘ ʫʧʨʘʚˀʘˁʝ 

ʧʦʩʣʦʚʥʠʤ ʪʦʢʦʚʠʤʘ ʿʝ ʜʠʿʘʛʨʘʤ ʪʦʢʘ (Flowcharts).
2
 ʇʨʠʤʝʥʦʤ ʦʚʦʛ ʠʥʩʪʨʫʤʝʥʪʘ 

ʤʦʛʫ˂ʘ ʿʝ ʘʥʘʣʠʟʘ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ ʫ ʪʦʢʫ ˁʠʭʦʚʦʛ ʠʟʚʨʰʘʚʘˁʘ, ʢʘʦ ʛʣʘʚʥʠ ʟʘʜʘʪʘʢ 

ʉʠʩʪʝʤʘ ʟʘ ʫʧʨʘʚˀʘˁʝ ʧʦʩʣʦʚʥʠʤ ʪʦʢʦʚʠʤʘ. ʇʨʘ˂ʝˁʝʤ ʜʠʿʘʛʨʘʤʘ ʪʦʢʘ ʤʦʛʫ˂ʝ ʿʝ 

ʫʪʚʨʜʠʪʠ ʦʜʘʢʣʝ ʜʦʣʘʟʝ ʢʘʰˁʝˁʘ, ʫʩʢʘ ʛʨʣʘ ʠ ʩʣʠʯʥʦ, ʫ ʮʠˀʫ ˁʠʭʦʚʦʛ ʝʣʠʤʠʥʠʩʘˁʘ ʠ 

ʢʦʥʪʠʥʫʠʨʘʥʦʛ ʧʦʙʦˀʰʘˁʘ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ. ɻʣʘʚʥʝ ʬʫʥʢʮʠʿʝ ʉʠʩʪʝʤʘ ʟʘ 

ʫʧʨʘʚˀʘˁʝ ʧʦʩʣʦʚʥʠʤ ʪʦʢʦʚʠʤʘ ʦʛʣʝʜʘʿʫ ʩʝ ʫ ʩʣʝʜʝ˂ʝʤ (Veyrat, 2018): 

ü ʫʯʠʥʠʪʠ ʧʨʦʮʝʩʝ ʝʬʠʢʘʩʥʠʿʠʤ ʫ ʩʚʘʢʦʜʥʝʚʥʠʤ ʦʧʝʨʘʮʠʿʘʤʘ, 

ü ʦʙʝʟʙʝʜʠʪʠ ʢʦʥʪʠʥʫʠʨʘʥʦ ʧʦʙʦˀʰʘˁʝ ʧʨʦʮʝʩʘ, 

ü ʦʙʝʟʙʝʜʠʪʠ ʠʥʬʦʨʤʘʮʠʿʝ ʟʘ ʜʦʥʦʰʝˁʝ ʩʪʨʘʪʝʰʢʠʭ, ʪʘʢʪʠʯʢʠʭ ʠ ʦʧʝʨʘʪʠʚʥʠʭ 

ʦʜʣʫʢʘ. 

ʉʠʩʪʝʤ ʟʘ ʧʣʘʥʠʨʘˁʝ ʨʝʩʫʨʩʘ ʧʨʝʜʫʟʝ˂ʘ (eʥʛʣ. Enterprise Resource Planning ï 

ERP) (Davenport, 2000) ʠʥʪʝʛʨʠʰʝ ʧʦʩʣʦʚʥʝ ʠʥʬʦʨʤʘʮʠʿʝ ʫ ʿʝʜʥʫ ʮʝʥʪʨʘʣʥʫ ʙʘʟʫ 

ʧʦʜʘʪʘʢʘ, ʦʤʦʛʫ˂ʘʚʘ ʧʨʝʫʟʠʤʘˁʝ ʠʥʬʦʨʤʘʮʠʿʘ ʩʘ ʨʘʟʣʠʯʠʪʠʭ ʧʦʟʠʮʠʿʘ ʫ ʧʨʝʫʟʝ˂ʫ, ʠ ʫ 

ʧʨʠʥʮʠʧʫ ʯʠʥʠ ʩʚʘʢʠ ʧʦʩʣʦʚʥʠ ʦʙʿʝʢʘʪ ʚʠʜˀʠʚʠʿʠʤ (Dechow & Mouritsen, 2005). ʆʚʘʿ 

ʩʠʩʪʝʤ ʿʝ ʦʨʠʿʝʥʪʠʩʘʥ ʥʘ ʧʣʘʥʠʨʘˁʝ ʨʝʩʫʨʩʘ ʧʨʝʜʫʟʝ˂ʘ ʥʝʦʧʭʦʜʥʠʭ ʟʘ ʧʨʠʿʝʤ, 

ʠʩʧʦʨʫʢʫ ʠ ʨʝʘʣʠʟʘʮʠʿʫ ʧʦʨʫ˅ʙʠʥʘ ʢʫʧʘʮʘ (ɸpics-dictionary, 2019). ɻʣʘʚʥʘ 

ʢʘʨʘʢʪʝʨʠʩʪʠʢʘ ʦʚʦʛ ʩʠʩʪʝʤʘ ʿʝ ʦʧʪʠʤʘʣʥʦ ʢʦʨʠʰ˂ʝˁʝ ʨʝʩʫʨʩʘ, ʢʦʿʝ ʩʝ ʦʩʪʚʘʨʫʿʝ 

ʠʥʪʝʛʨʠʩʘˁʝʤ ʩʚʠʭ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ, ʢʘʢʦ ʦʥʠʭ ʢʦʿʠ ʩʝ ʦʜʚʠʿʘʿʫ ʫʥʫʪʘʨ ʧʨʝʜʫʟʝ˂ʘ, 

ʪʘʢʦ ʠ ʦʥʠʭ ʫ ˁʝʥʦʤ ʦʢʨʫʞʝˁʫ. ʅʘ ʪʘʿ ʥʘʯʠʥ ʦʚʘʿ ʩʠʩʪʝʤ ʩʪʚʘʨʘ ʿʝʜʠʥʩʪʚʝʥʫ ʙʘʟʫ 

ʧʦʜʘʪʘʢʘ ʦ ʜʦʙʘʚˀʘʯʠʤʘ, ʢʫʧʮʠʤʘ ʠ ʟʘʧʦʩʣʝʥʠʤʘ. ʉʠʩʪʝʤ ʢʘʨʘʢʪʝʨʠʰʝ ʚʠʩʦʢ ʥʠʚʦ 

ʤʝʹʫʬʫʥʢʮʠʿʩʢʝ ʧʦʚʝʟʘʥʦʩʪʠ ʧʨʦʜʘʿʝ, ʤʘʨʢʝʪʠʥʛʘ, ʧʨʦʠʟʚʦʜˁʝ, ʣʦʛʠʩʪʠʢʝ, ʥʘʙʘʚʢʝ, 

ʬʠʥʘʥʩʠʿʘ, ʨʘʟʚʦʿʘ ʥʦʚʠʭ ʧʨʦʠʟʚʦʜʘ ʠ ˀʫʜʩʢʠʭ ʨʝʩʫʨʩʘ. ʎʝʥʪʨʘʣʥʘ ʙʘʟʘ ʧʦʜʘʪʘʢʘ ʢʦʿʫ 

                                                 
2
ɼʠʿʘʛʨʘʤ ʪʦʢʘ ʧʦʜʨʘʟʫʤʝʚʘ ʪʝʭʥʠʢʫ ʛʨʘʬʠʯʢʦʛ ʧʨʠʢʘʟʘ ʩʠʤʙʦʣʘ ʧʦʚʝʟʘʥʠʭ ʫʩʤʝʨʝʥʠʤ ʣʠʥʠʿʘʤʘ 

(ʩʪʨʝʣʠʮʘʤʘ) ʢʦʿʠʤʘ ʩʝ ʧʦʢʘʟʫʿʝ ʩʝʢʚʝʥʮʘ (ʥʠʟ) ʫ ʢʦʿʦʿ ˂ʝ ʢʦʨʘʮʠ ʦʧʠʩʘʥʠ ʛʨʘʬʠʯʢʠʤ ʩʠʤʙʦʣʠʤʘ ʙʠʪʠ 

ʠʟʚʨʰʘʚʘʥʠ. ʋʥʫʪʘʨ ʛʨʘʬʠʯʢʦʛ ʩʠʤʙʦʣʘ ʫʧʠʩʫʿʝ ʩʝ ʧʨʠʨʦʜʥʠʤ ʿʝʟʠʢʦʤ, ʧʨʦʮʝʩ (ʦʧʝʨʘʮʠʿʘ) ʢʦʿʫ ʪʨʝʙʘ 

ʠʟʚʨʰʠʪʠ.  
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ʦʙʝʟʙʝʹʫʿʝ ERP ʩʠʩʪʝʤ ʦʩʥʦʚʘ ʿʝ ʦʙʝʟʙʝʹʝˁʘ ʚʠʰʝʛ ʥʠʚʦʘ ʢʚʘʣʠʪʝʪʘ ʠ ʧʨʦʜʫʢʪʠʚʥʦʩʪʠ, 

ʢʘʦ ʠ ʩʤʘˁʝˁʘ ʪʨʦʰʢʦʚʘ ʠ ʟʘʣʠʭʘ ʫ ʦʜʥʦʩʠʤʘ ʩʘ ʢʫʧʮʠʤʘ (Samara, 2015). ʆʚʘʿ ʩʠʩʪʝʤ 

ʧʦʤʘʞʝ ʧʨʝʜʫʟʝ˂ʠʤʘ ʜʘ ʙʫʜʫ ʜʠʥʘʤʠʯʥʠʿʘ ʠ ʧʦʩʪʠʛʥʫ ʤʘʢʩʠʤʘʣʥʦ ʝʬʠʢʘʩʥʦ ʪʨʦʰʝˁʝ 

ʨʝʩʫʨʩʘ ʠ ʩʧʨʦʚʦʹʝˁʝ ʧʨʦʮʝʩʘ (Parthasarthy, 2007). ʊʦ ʪʨʝʙʘ ʜʘ ʦʤʦʛʫ˂ʠ ʤʝʥʘ˅ʝʨʠʤʘ 

ʢʚʘʣʠʪʝʪʥʠʿʝ ʦʜʣʫʯʠʚʘˁʝ ʥʘ ʙʘʟʠ ʪʘʯʥʠʭ ʠ ʥʘʿʥʦʚʠʿʠʭ ʠʥʬʦʨʤʘʮʠʿʘ.
.
 ʄʝʹʫʪʠʤ, ERP 

ʩʠʩʪʝʤ ʿʝ ʩʢʫʧ ʟʘ ʠʥʩʪʘʣʠʨʘˁʝ ʠ ʪʝʰʢʦ ʩʝ ʧʨʠʣʘʛʦʹʘʚʘ ʩʧʝʮʠʬʠʯʥʠʤ ʧʦʩʣʦʚʥʠʤ 

ʧʨʦʮʝʩʠʤʘ (Parthasarthy, 2007). 

ʋʤʝʩʪʦ ERP-ʘ ʤʦʛʫ˂ʝ ʿʝ ʢʦʨʠʩʪʠʪʠ ʜʚʘ ʦʜʚʦʿʝʥʘ ʩʠʩʪʝʤʘ, ʩʠʩʪʝʤʘ ʟʘ ʫʧʨʘʚˀʘˁʝ 

ʦʜʥʦʩʠʤʘ ʩʘ ʢʫʧʮʠʤʘ ʠ ʩʠʩʪʝʤʘ ʟʘ ʫʧʨʘʚˀʘˁʝ ʦʜʥʦʩʠʤʘ ʩʘ ʜʦʙʘʚˀʘʯʠʤʘ. ʉʠʩʪʝʤ 

ʫʧʨʘʚˀʘˁʘ ʦʜʥʦʩʠʤʘ ʩʘ ʢʫʧʮʠʤʘ ʧʨʝʜʫʟʝ˂ʘ ʫʩʚʘʿʘʿʫ ʨʘʜʠ ʦʩʪʚʘʨʝˁʘ ʤʘʢʩʠʤʘʣʥʝ 

ʚʨʝʜʥʦʩʪʠ ʦʜ ʧʦʩʪʦʿʝ˂ʝ ʙʘʟʝ ʢʫʧʘʮʘ ʧʨʝʜʫʟʝ˂ʘ (ʝʥʛʣ. Kostojohn, Johnson & Paulen, 

2011). ʋʟ ʧʦʤʦ˂ ʦʚʦʛ ʩʠʩʪʝʤʘ, ʧʨʝʜʫʟʝ˂ʘ ʫʩʤʝʨʘʚʘʿʫ ʧʦʩʣʦʚʥʝ ʧʨʦʮʝʩʝ ʠ ʧʦʜʫʧʠʨʫ 

ʩʚʘʢʫ ʠʥʪʝʨʘʢʮʠʿʫ ʩʘ ʢʫʧʮʠʤʘ. ʋʩʘʚʨʰʘʚʘˁʝ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ ʦʙʝʟʙʝʹʫʿʝ 

ʘʫʪʦʤʘʪʠʟʘʮʠʿʫ ʨʫʪʠʥʩʢʠʭ ʟʘʜʘʪʘʢʘ ʠ ʩʪʘʥʜʘʨʜʠʟʫʿʝ ʥʘʿʙʦˀʫ ʧʨʘʢʩʫ. ʀʥʬʦʨʤʘʮʠʿʝ ʦ 

ʢʦʨʠʩʥʠʮʠʤʘ ʩʝ ʧʨʘʪʝ ʠ ʩʢʣʘʜʠʰʪʝ. ɸʜʝʢʚʘʪʥʦ ʠʤʧʣʝʤʝʥʪʠʨʘʥ ʠ ʧʨʠʤʝˁʝʥ ʩʠʩʪʝʤ ʟʘ 

ʫʧʨʘʚˀʘˁʝ ʦʜʥʦʩʠʤʘ ʩʘ ʢʫʧʮʠʤʘ ʜʦʚʦʜʠ ʜʦ ʧʦʚʝ˂ʘˁʘ ʧʨʠʭʦʜʘ ʠ ʣʦʿʘʣʥʦʩʪʠ ʢʫʧʘʮʘ, 

ʪʠʤʝ ʰʪʦ ʠʥʪʝʥʟʠʚʠʨʘ ʦʧʝʨʘʮʠʿʝ ʧʦʚʝʟʘʥʝ ʩʘ ʢʦʨʠʩʥʠʯʢʠʤ ʠʥʪʝʨʬʝʿʩʦʤ. 

ʀʤʧʣʝʤʝʪʠʨʘˁʝʤ CRM ʩʠʩʪʝʤʘ ʧʨʝʜʫʟʝ˂ʘ ʦʙʝʟʙʝʹʫʿʫ ʤʠʥʠʤʘʣʥʝ ʪʨʦʰʢʦʚʝ ʧʦ ʦʩʥʦʚʫ 

ʦʜʥʦʩʘ ʩʘ ʢʫʧʮʠʤʘ ʠ ʤʘʢʩʠʤʠʟʠʨʘˁʝ ˁʠʭʦʚʝ ʩʘʪʠʩʬʘʢʮʠʿʝ (Xu, Yen, Binshan & Chou, 

2002).  

ʉʠʩʪʝʤ ʫʧʨʘʚˀʘˁʘ ʦʜʥʦʩʠʤʘ ʩʘ ʜʦʙʘʚˀʘʯʠʤʘ (ʝʥʛʣ. Supplier relationship 

management sistem) (McCue & Johnson, 2010) ʠʤʘ ʚʘʞʥʫ ʫʣʦʛʫ ʫ ʫʧʨʘʚˀʘˁʫ ʦʜʥʦʩʠʤʘ 

ʩʘ ʜʦʙʘʚˀʘʯʠʤʘ. ʅʘʿʧʨʝ, ʦʙʝʟʙʝʹʠʚʘˁʝʤ ʩʪʘʥʜʘʨʜʠʟʦʚʘʥʠʭ ʘʣʘʪʘ ʢʦʿʠ ʦʤʦʛʫ˂ʘʚʘʿʫ 

ʠʤʧʣʝʤʝʥʪʘʮʠʿʫ ʫʧʨʘʚˀʘˁʘ ʦʜʥʦʩʠʤʘ ʩʘ ʜʦʙʘʚˀʘʯʠʤʘ ʢʨʦʟ ʿʝʜʘʥ ʧʨʠʩʪʫʧʘʯʘʥ ʩʠʩʪʝʤ 

ʫʩʤʝʨʝʥ ʥʘ ʪʠʤʩʢʠ ʨʘʜ. ɿʘʪʠʤ, ʧʨʝʜʩʪʘʚˀʘ ʿʝʜʠʥʩʪʚʝʥ ʠʟʚʦʨ ʠʥʬʦʨʤʘʮʠʿʘ ʦ ʦʜʥʦʩʠʤʘ 

ʩʘ ʜʦʙʘʚˀʘʯʠʤʘ, ʢʦʿʠ ʿʝ ʜʦʩʪʫʧʘʥ ʩʚʠʤ ʟʘʠʥʪʝʨʝʩʦʚʘʥʠʤ ʟʘʧʦʩʣʝʥʠʤʘ. ʌʦʨʤʠʨʘˁʝ 

ʨʝʧʦʟʠʪʦʨʠʿʘ ʠʥʬʦʨʤʘʮʠʿʘ ʦ ʜʦʙʘʚˀʘʯʠʤʘ ʦʤʦʛʫ˂ʘʚʘ ʨʘʟʫʤʝʚʘˁʝ ʩʪʘʪʫʩʘ ʠ 

ʩʚʘʢʦʜʥʝʚʥʠʭ ʘʢʪʠʚʥʦʩʪʠ ʫ ʦʜʥʦʩʠʤʘ ʩʘ ʜʦʙʘʚˀʘʯʠʤʘ ʠ ʫʤʘˁʫʿʝ ʨʠʟʠʢ ʛʫʙˀʝˁʘ 

ʧʦʜʘʪʘʢʘ. ʊʘʢʦʹʝ, ʩʠʩʪʝʤ ʟʘ ʫʧʨʘʚˀʘˁʝ ʦʜʥʦʩʠʤʘ ʩʘ ʜʦʙʘʚˀʘʯʠʤʘ ʯʠʥʠ ʚʠʜˀʠʚʠʤ 

ʨʝʣʝʚʘʥʪʥʝ ʠʥʬʦʨʤʘʮʠʿʝ ʦ ʜʦʙʘʚˀʘʯʠʤʘ ʠ ʦʣʘʢʰʘʚʘ ʢʨʝʠʨʘˁʝ ʢʦʥʟʠʩʪʝʥʪʥʠʭ 

ʠʟʚʝʰʪʘʿʘ ʢʦʿʠ ʦʣʘʢʰʘʚʘʿʫ ʠʟʚʨʰʝˁʝ ʠ ʧʨʝʛʣʝʜ ʦʩʪʚʘʨʝʥʠʭ ʧʝʨʬʦʨʤʘʥʩʠ ʦʜ ʩʪʨʘʥʝ 

ʤʝʥʘ˅ʤʝʥʪʘ.  
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ʅʘʤʝʨʘ ʥʘʚʝʜʝʥʠʭ ʩʠʩʪʝʤʘ ʿʝ ʘʫʪʦʤʘʪʠʟʘʮʠʿʘ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ ʠ ʙʦˀʝ 

ʧʦʚʝʟʠʚʘˁʝ ʧʦʩʣʦʚʥʠʭ ʘʢʪʠʚʥʦʩʪʠ ʜʫʞ ʧʨʝʜʫʟʝ˂ʘ. ʆʩʠʤ ʪʦʛʘ ʦʥʠ ʩʫ ʫʩʤʝʨʝʥʠ ʠ ʥʘ 

ʫʚʦʹʝˁʝ ʥʦʚʠʭ, ʤʝʹʫʩʦʙʥʦ ʫʩʢʣʘʹʝʥʠʭ ʩʦʬʪʚʝʨʩʢʠʭ ʤʦʜʫʣʘ. ʈʘʜʠ ʩʝ ʦ ʩʦʬʪʚʝʨʩʢʠʤ 

ʤʦʜʫʣʠʤʘ ʢʦʿʠ ʧʨʝʜʩʪʘʚˀʘʿʫ ʟʘʤʝʥʫ ʟʘ ʧʦʩʪʦʿʝ˂ʘ ʧʘʨʮʠʿʘʣʥʘ ʩʦʬʪʚʝʨʩʢʠʭ ʨʝʰʝˁʘ 

ʫʥʫʪʘʨ ʩʚʘʢʝ ʧʦʩʣʦʚʥʝ ʬʫʥʢʮʠʿʝ. ʇʨʠʪʦʤ, ʩʘ ʩʪʘʥʦʚʠʰʪʘ ʧʨʦʮʝʩʥʝ ʦʨʠʿʝʥʪʘʮʠʿʝ, ˁʠʭʦʚ 

ʛʣʘʚʥʠ ʥʝʜʦʩʪʘʪʘʢ ʿʝ ʫ ʪʦʤʝ ʰʪʦ ʩʫ ʩʝ ʟʘʜʨʞʘʣʠ ʥʘ ʧʦʩʣʦʚʥʠʤ ʬʫʥʢʮʠʿʘʤʘ. 

1.3.2.4. ʏʝʪʚʨʪʘ ʬʘʟʘ ʨʘʟʚʦʿʘ ʧʨʦʮʝʩʥʝ ʦʨʠʿʝʥʪʘʮʠʿʝ 

ʂʦʥʘʯʥʦ, ʧʦʯʝʪʢʦʤ 21. ʚʝʢʘ, ʧʨʦʮʝʩʥʘ ʦʨʠʿʝʥʪʘʮʠʿʘ ʜʦʙʠʿʘ ʩʚʦʿ ʧʫʥʠ ʩʤʠʩʘʦ. 

ʅʘʠʤʝ, ʩʘ ʦʤʘʩʦʚˀʝˁʝʤ ʫʧʦʪʨʝʙʝ ʢʦʤʧʿʫʪʝʨʘ ʠ ʜʘˀʠʤ ʨʘʟʚʦʿʝʤ ʠʥʬʦʨʤʘʮʠʦʥʦï

ʢʦʤʫʥʠʢʘʮʠʦʥʝ ʪʝʭʥʦʣʦʛʠʿʝ, ʝʬʝʢʪʠ ʢʦʿʠ ʧʨʦʠʟʠʣʘʟʝ ʠʟ ʫʩʤʝʨʝʥʦʩʪʠ ʥʘ ʧʦʩʣʦʚʥʝ 

ʧʨʦʮʝʩʝ ʿʘʩʥʦ ʩʫ ʠʟʨʘʞʝʥʠ. ʋʣʦʛʘ ʠʥʬʦʨʤʘʮʠʦʥʦïʢʦʤʫʥʠʢʘʮʠʦʥʝ ʪʝʭʥʦʣʦʛʠʿʝ ʢˀʫʯʥʘ 

ʿʝ ʫ ʜʘʥʘʰˁʝʤ ʜʠʥʘʤʠʯʥʦʤ ʦʢʨʫʞʝˁʫ. ʆʥʘ ʦʤʦʛʫ˂ʘʚʘ ʜʘ ʩʝ ʧʦʜʘʮʠ ʦ ʟʘʭʪʝʚʠʤʘ 

ʢʫʧʘʮʘ, ʩ ʿʝʜʥʝ ʩʪʨʘʥʝ, ʠ ʠʥʬʦʨʤʘʮʠʿʝ ʦ ʥʦʚʠʤ ʧʨʦʠʟʚʦʜʠʤʘ, ʩ ʜʨʫʛʝ, ʰʠʨʝ ʚʝʣʠʢʦʤ 

ʙʨʟʠʥʦʤ. ɼʘʥʘʩ ʿʝ, ʩʪʠʮʘˁʝ ʠ ʦʜʨʞʘʚʘˁʝ ʢʦʥʢʫʨʝʥʪʩʢʝ ʧʨʝʜʥʦʩʪʠ ʫʩʣʦʚˀʝʥʦ ʙʨʟʠʥʦʤ 

ʜʠʟʘʿʥʠʨʘˁʘ ʠ ʫʥʘʧʨʝʹʝˁʘ ʧʨʦʠʟʚʦʜʘ/ʫʩʣʫʛʘ ʫ ʩʢʣʘʜʫ ʩʘ ʧʨʝʬʝʨʝʥʮʠʿʘʤʘ ʢʫʧʘʮʘ, ʘ 

ʧʫʪʝʤ ʢʦʥʪʠʥʫʠʨʘʥʦʛ ʫʥʘʧʨʝʹʝˁʘ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ. 

ʏʝʪʚʨʪʫ ʬʘʟʫ ʨʘʟʚʦʿʘ ʧʨʦʮʝʩʥʝ ʦʨʠʿʝʥʪʘʮʠʿʝ ʢʘʨʘʢʪʝʨʠʰʝ ʨʘʟʚʦʿ ʋʧʨʘʚˀʘˁʘ 

ʧʦʩʣʦʚʥʠʤ ʧʨʦʮʝʩʠʤʘ ï ʋʇʇ (ʝʥʛʣ. Business Process Management ïBPM) (Harmon, 

2010). ɳʝʛʦʚʘ ʧʦʿʘʚʘ ʿʝ ʣʦʛʠʯʘʥ ʩʣʝʜ ʢʦʥʪʠʥʫʠʨʘʥʦʛ ʨʘʩʪʘ ʠʥʪʝʨʝʩʦʚʘˁʘ ʟʘ ʧʦʩʣʦʚʥʝ 

ʧʨʦʮʝʩʝ ʫ ʧʨʦʪʝʢʣʦʤ ʧʝʨʠʦʜʫ. ʋʧʨʘʚˀʘˁʝ ʧʨʝʜʫʟʝ˂ʝʤ ʧʨʝʜʩʪʘʚˀʘ ʫʧʨʘʚˀʘˁʝ ˁʝʛʦʚʠʤ 

ʧʦʩʣʦʚʥʠʤ ʧʨʦʮʝʩʠʤʘ (McCormack & Johnson, 2001), ʿʝʨ ʿʝʟʛʨʦ ʧʦʩʣʦʚʘˁʘ ʧʨʝʜʫʟʝ˂ʘ 

ʯʠʥʝ ʧʦʩʣʦʚʥʠ ʧʨʦʮʝʩʠ. ʋʇʇ ʧʨʝʢʦ ʦʨʠʿʝʥʪʘʮʠʿʝ ʥʘ ʢʫʧʮʝ ʠ ʦʨʠʿʝʥʪʘʮʠʿʝ ʢʘ ʩʢʣʦʧʫ 

ʘʢʪʠʚʥʦʩʪʠ ʢʦʿʝ ʢʨʝʠʨʘʿʫ ʚʨʝʜʥʦʩʪ ï ʧʦʩʣʦʚʥʠʤ ʧʨʦʮʝʩʠʤʘ, ʦʤʦʛʫ˂ʘʚʘ ʣʘʢʰʝ ʧʦʠʤʘˁʝ 

ʧʦʩʣʦʚʘˁʘ (Bosilj-Vukġiĺ, Spremiĺ, Omaziĺ, Vidoviĺ; & Hernaus, 2006). 

ɿʘ ʘʫʪʦʤʘʪʠʟʘʮʠʿʫ ʠ ʋʇʇ ʢʦʨʠʩʪʝ ʩʝ ʦʜʘʙʨʘʥʘ ʩʦʬʪʚʝʨʩʢʘ ʨʝʰʝˁʘ. ʉʠʩʪʝʤʠ ʟʘ 

ʧʣʘʥʠʨʘˁʝ ʨʝʩʫʨʩʘ ʧʨʝʜʫʟʝ˂ʘ ʧʦʜʩʪʘʢʣʠ ʩʫ ʧʨʠʭʚʘʪʘˁʝ ʧʨʦʮʝʩʥʝ ʦʨʠʿʝʥʪʘʮʠʿʝ ʢʨʦʟ 

ʠʤʧʣʝʤʝʥʪʠʨʘʥʦ ʠʜʝʥʪʠʬʠʢʦʚʘˁʝ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ ʧʦ ʫʛʣʝʜʫ ʥʘ ʥʘʿʙʦˀʫ ʧʨʘʢʩʫ ʫ 

ʢʦʥʢʨʝʪʥʦʿ ʜʝʣʘʪʥʦʩʪʠ. ʇʦʪʨʝʙʘ ʟʘ ʧʨʝʚʘʟʠʣʘʞʝˁʝʤ ˁʝʛʦʚʠʭ ʩʣʘʙʠʭ ʩʪʨʘʥʘ, ʫʧʨʘʚʦ 

ʧʨʝʜʦʜʨʝʹʝʥʦʛ ʜʝʬʠʥʠʩʘˁʘ ʧʨʦʮʝʩʘ, ʜʦʚʦʜʠ ʿʝ ʜʦ ʧʦʿʘʚʝ ʉʠʩʪʝʤʘ ʟʘ ʫʧʨʘʚˀʘˁʝ 

ʧʦʩʣʦʚʥʠʤ ʧʨʦʮʝʩʠʤʘ (ʝʥʛʣ. Business Process Management Systems ï BPMS) (Smith & 

Finga 2003). ʅʦʚʦ ʩʦʬʪʚʝʨʩʢʦ ʨʝʰʝˁʝ ʧʨʫʞʘ ʧʦʜʨʰʢʫ ʩʚʠʤ ʧʦʩʣʦʚʥʠʤ ʧʨʦʮʝʩʠʤʘ 
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ʢʦʥʢʨʝʪʥʦʛ ʧʨʝʜʫʟʝ˂ʘ. ʋʣʘʛʘˁʘ ʫ ˁʝʛʦʚʫ ʧʨʠʤʝʥʫ ʠ ʨʘʟʚʦʿ ʢʘʨʘʢʪʝʨʠʩʪʠʢʘ ʩʫ ʤʦʜʝʨʥʠʭ 

ʧʨʝʜʫʟʝ˂ʘ. ʈʘʜʠ ʩʝ ʦ ʫʣʘʛʘˁʠʤʘ ʫ ʘʧʣʠʢʘʮʠʿʝ ʢʦʿʝ ʩʣʫʞʝ ʢʘʦ ʦʩʣʦʥʘʮ ʧʦʩʣʦʚʥʠʤ 

ʧʨʦʮʝʩʠʤʘ ʧʨʝʜʫʟʝ˂ʘ ʠ ʧʦʩʣʦʚʥʠʤ ʧʨʦʮʝʩʠʤʘ ˁʠʭʦʚʠʭ ʧʘʨʪʥʝʨʘ (Sikavica & Hernaus, 

2011).  

ʉʘ ʧʦʨʘʩʪʦʤ ʟʥʘʯʘʿʘ ʧʨʦʮʝʩʥʦʛ ʧʨʠʩʪʫʧʘ ʠ ʚʝʣʠʢʠʤ ʧʨʦʤʝʥʘʤʘ ʫʩʣʝʜ ʥʘʧʨʝʪʢʘ 

ʠʥʬʦʨʤʘʮʠʦʥʝ ʪʝʭʥʦʣʦʛʠʿʝ, ʨʘʟʚʠʦ ʩʝ ʭʦʣʠʩʪʠʯʢʠ ʢʦʥʮʝʧʪ ʘʨʭʠʪʝʢʪʫʨʝ ʧʨʝʜʫʟʝ˂ʘ 

(ʝʥʛʣ. enterprise architecture) (Koliadis, Ghose & Padmanabhuni, 2008). ʀʥʩʪʠʪʫʪ ʟʘ 

ʨʘʟʚʦʿ ʘʨʭʠʪʝʢʪʫʨʝ ʧʨʝʜʫʟʝ˂ʘ (ʝʥʛʣ. Institute for Enterprise Architecture Developments) 

ʜʝʬʠʥʠʰʝ ʘʨʭʠʪʝʢʪʫʨʫ ʧʨʝʜʫʟʝ˂ʘ ʢʘʦ ʩʭʚʘʪʘˁʝ ʝʣʝʤʝʥʘʪʘ ʢʦʿʠ ʯʠʥʝ ʧʨʝʜʫʟʝ˂ʝ, ʢʘʦ ʠ 

ʦʜʥʦʩʘ ʠ ʚʝʟʘ ʠʟʤʝʹʫ ʪʠʭ ʝʣʝʤʝʥʘʪʘ. ɻʘʨʪʥʝʨ (Gartner) ʠʩʪʠʯʝ ʜʘ ʘʨʭʠʪʝʢʪʫʨʘ ʧʨʝʜʫʟʝ˂ʘ 

ʦʜʨʝʹʫʿʝ ʥʘʯʠʥ ʢʦʨʠʰ˂ʝˁʘ ʪʝʭʥʦʣʦʛʠʿʝ ʫ ʩʚʘʢʦʜʥʝʚʥʦʤ ʧʦʩʣʦʚʘˁʫ (Sikavica & 

Hernaus, 2011). ɸʨʭʠʪʝʢʪʫʨʘ ʧʨʦʮʝʩʘ ʦʩʠʛʫʨʘʚʘ ʜʘ ʩʚʝ ʨʝʣʝʚʘʥʪʥʝ ʠʥʬʦʨʤʘʮʠʿʝ, 

ʩʘʩʪʘʚˀʝʥʝ ʦʜ ʦʩʥʦʚʘ ʠ ʩʤʝʨʥʠʮʘ ʟʘ ʧʨʝʛʣʝʜ ʠ ʫʥʘʧʨʝʹʝˁʝ ʧʨʦʮʝʩʘ, ʙʫʜʫ ʿʘʩʥʝ ʠ 

ʜʦʩʪʫʧʥʝ. ʋʪʠʮʘʿ ʫʥʫʪʨʘʰˁʠʭ ʠ ʝʢʩʪʝʨʥʠʭ ʧʨʦʤʝʥʘ ʙʠʣʦ ʢʦʿʝ ʚʨʩʪʝ ʤʦʞʝ ʩʝ 

ʿʝʜʥʦʩʪʘʚʥʦ ʫʪʚʨʜʠʪʠ. ʄʦʜʝʣ ʘʨʭʠʪʝʢʪʫʨʝ ʧʨʝʜʫʟʝ˂ʘ, ʢʦʿʠ ʧʨʠʢʘʟʫʿʝ ʘʨʭʠʪʝʢʪʫʨʫ 

ʧʨʝʜʫʟʝ˂ʘ ʢʘʦ ʢʦʥʮʝʧʪ, ʧʨʠʤʝˁʫʿʝ ʩʝ ʢʘʦ ʙʘʟʘ ʠʥʠʮʠʨʘˁʘ ʧʨʦʿʝʢʘʪʘ ʢʦʿʝ ʢʘʨʘʢʪʝʨʠʰʝ 

ʧʨʦʮʝʩʥʘ ʦʨʠʿʝʥʪʘʮʠʿʘ.  

ʋ ʮʠˀʫ ʝʣʠʤʠʥʠʩʘˁʘ ʥʝʨʘʟʫʤʝʚʘˁʘ ʠ ʥʝʩʧʦʨʘʟʫʤʘ ʦʜ ʩʪʨʘʥʝ ʟʘʧʦʩʣʝʥʠʭ 

ʫʢˀʫʯʝʥʠʭ ʫ ʢʦʥʢʨʝʪʘʥ ʧʦʩʣʦʚʥʠ ʧʨʦʮʝʩ ʿʘʚˀʘ ʩʝ ʅʦʪʘʮʠʿʘ ʫʧʨʘʚˀʘˁʘ ʧʦʩʣʦʚʥʠʤ 

ʧʨʦʮʝʩʠʤʘ (ʝʥʛʣ. Business Process Modeling Notation ï BPMN) (Aagesen & Krogstie, 

2015). ʆʜ ˁʝʥʝ ʧʦʿʘʚʝ 2004. ʛʦʜʠʥʝ ʙʠʚʘ ʰʠʨʦʢʦ ʧʨʠʭʚʘ˂ʝʥʘ ʫ ʧʨʘʢʩʠ ʠ ʜʘˀʝ 

ʫʩʘʚʨʰʘʚʘʥʘ ʢʨʦʟ ʪʝʦʨʠʿʩʢʠ ʨʘʜ. ʈʘʜʠ ʩʝ ʦ ʩʪʘʥʜʘʨʜʥʦʤ ʿʝʟʠʢʫ ʟʘ ʤʦʜʝʣʦʚʘˁʝ ʧʨʦʮʝʩʘ 

ʢʦʿʠʤ ʩʝ ʧʨʝʤʦʰ˂ʘʚʘ ʿʘʟ ʠʟʤʝʹʫ ʜʠʟʘʿʥʘ ʧʦʩʣʦʚʥʦʛ ʧʨʦʮʝʩʘ ʠ ʠʤʧʣʝʤʝʥʪʘʮʠʿʝ ʧʨʦʮʝʩʘ. 

ʅʦʪʘʮʠʿʘ ʋʇʇ ʜʝʬʠʥʠʰʝ ʜʠʿʘʛʨʘʤ ʧʦʩʣʦʚʥʦʛ ʧʨʦʮʝʩʘ (ʝʥʛʣ. Business Process Diagram ï

BPD) (Aagesen & Krogstie, 2015). ʙʘʟʠʨʘʥ ʥʘ ʪʝʭʥʠʮʠ ʜʠʿʘʛʨʘʤʘ ʪʦʢʘ. ʄʦʜʝʣ ʧʦʩʣʦʚʥʦʛ 

ʧʨʦʮʝʩʘ ʧʦʩʪʘʿʝ ʤʨʝʞʘ ʛʨʘʬʠʯʢʠʭ ʦʙʿʝʢʘʪʘ, ʢʦʿʠ ʧʨʝʜʩʪʘʚˀʘʿʫ ʧʦʿʝʜʠʥʘʯʥʝ ʘʢʪʠʚʥʦʩʪʠ 

ʠ ʪʦʢ, ʢʦʿʠ ʜʝʬʠʥʠʰʝ ʨʝʜʦʩʣʝʜ ˁʠʭʦʚʦʛ ʠʟʚʦʹʝˁʘ. ʅʦʪʘʮʠʿʘ ʋʇʇ ʿʝ ʣʘʢʦ ʨʘʟʫʤˀʠʚʘ 

ʩʚʠʤ ʫʯʝʩʥʠʮʠʤʘ ʫ ʧʦʩʣʦʚʥʦʤ ʧʨʦʮʝʩʫ, ʦʜ ʟʘʧʦʩʣʝʥʠʭ ʢʦʿʠ ʩʫ ʟʘʜʫʞʝʥʠ ʟʘ ʢʨʝʠʨʘˁʝ 

ʧʦʯʝʪʥʦʛ ʥʘʮʨʪʘ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ ʧʨʝʢʦ ʟʘʧʦʩʣʝʥʠʭ ʦʜʛʦʚʦʨʥʠʭ ʟʘ ʠʤʧʣʝʤʝʥʪʘʮʠʿʫ 

ʪʝʭʥʦʣʦʛʠʿʝ ʢʦʿʘ ʧʦʜʨʞʘʚʘ ʨʝʘʣʠʟʘʮʠʿʫ ʪʠʭ ʧʨʦʮʝʩʘ ʜʦ ʦʥʠʭ ʢʦʿʠ ˂ʝ ʫʧʨʘʚˀʘʪʠ ʠ 

ʢʦʥʪʨʦʣʠʩʘʪʠ ʠʟʚʦʹʝˁʝ ʧʨʦʮʝʩʘ. 
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ʀʘʢʦ ʩʫ ʫʦʯˀʠʚʝ ʩʣʘʙʝ ʩʪʨʘʥʝ ʧʨʠʩʪʫʧʘ ʢʦʿʠ ʧʨʝʪʭʦʜʝ ʧʦʿʘʚʠ ʧʨʦʮʝʩʥʦʛ 

ʧʨʠʩʪʫʧʘ, ʢʘʦ ʠ ʧʦʛʨʝʰʥʘ ʫʚʝʨʝˁʘ ʢʦʜ ʥʝʢʠʭ ʨʘʥʠʿʠʭ ʧʨʠʩʪʫʧʘ, ʪʦ ʥʝ ʫʤʘˁʫʿʝ ˁʠʭʦʚ 

ʜʦʧʨʠʥʦʩ ʨʘʟʚʦʿʫ ʧʨʦʮʝʩʥʦʛ ʧʨʠʩʪʫʧʘ. ɳʝʛʦʚ ʨʘʟʚʦʿ ʿʝ ʧʨʦʠʟʘʰʘʦ ʠʟ ʠʩʢʫʩʪʚʘ ʧʦ 

ʦʩʥʦʚʫ ʧʨʠʤʝʥʝ ʢʦʥʮʝʧʘʪʘ ʠʟ ʨʘʥʠʿʠʭ ʬʘʟʘ ʨʘʟʚʦʿʘ, ʩʿʝʜʠˁʘʚʘˁʘ ʧʨʝʪʭʦʜʥʠʭ ʩʘʟʥʘˁʘ, 

ʫʩʚʘʿˁʝʤ ˁʠʭʦʚʠʭ ʜʦʙʨʠʭ ʩʪʨʘʥʘ ʠ ʫʯʝˁʝʤ ʥʘ ˁʠʭʦʚʠʤ ʛʨʝʰʘʢʘ. ʋʧʨʢʦʩ ʪʦʤʝ ʰʪʦ ʠ 

ʜʘʥʘʩ ʥʝʢʘ ʧʨʝʜʫʟʝ˂ʘ ʠʩʢˀʫʯʠʚʦ ʢʦʨʠʩʪʝ ʢʦʥʮʝʧʪʝ ʠʟ ʧʨʝʪʭʦʜʥʠʭ ʬʘʟʘ ʨʘʟʚʦʿʘ 

ʧʨʦʮʝʩʥʝ ʦʨʠʿʝʥʪʘʮʠʿʝ, ʙʫʜʫ˂ʥʦʩʪ ʿʝ ʫ ʠʥʪʝʛʨʘʮʠʿʠ ʜʦʩʪʠʛʥʫ˂ʘ ʠʟ ʧʨʝʪʭʦʜʥʠʭ 

ʢʦʥʮʝʧʘʪʘ ʠ ʩʘʟʥʘˁʘ ʜʦ ʢʦʿʠʭ ʩʚʘʢʦʜʥʝʚʥʦ ʜʦʣʘʟʝ ʥʘʫʯʥʠʮʠ ʠ ʧʨʘʢʪʠʢʘʥʪʠ ʰʠʨʦʤ 

ʩʚʝʪʘ. ʇʨʠʤʝʥʘ ʧʨʦʮʝʩʥʝ ʦʨʠʿʝʥʪʘʮʠʿʝ ʙʠ˂ʝ ʩʚʝ ʨʘʩʧʨʦʩʪʘˁʝʥʠʿʘ, ʿʝʨ ʧʨʝʜʩʪʘʚˀʘ ʦʩʥʦʚ 

ʧʦʚʝ˂ʘˁʘ ʢʦʥʢʫʨʝʥʪʩʢʝ ʧʨʝʜʥʦʩʪʠ, ʢʘʢʦ ʫ ʦʢʚʠʨʫ ʛʨʘʥʠʮʘ ʿʝʜʥʝ ʜʨʞʘʚʝ, ʪʘʢʦ ʠ ʥʘ 

ʛʣʦʙʘʣʥʦʤ ʥʠʚʦʫ (Sikavica & Hernaus, 2011). 

1.4. ʂʘʨʘʢʪʝʨʠʩʪʠʢʝ ʧʨʦʮʝʩʥʝ ʦʨʠʿʝʥʪʘʮʠʿʝ ʧʨʝʜʫʟʝ˂ʘ 

ʊʝʨʤʠʥʝ ʢʦʿʠʤʘ ʩʝ ʦʟʥʘʯʘʚʘ ʫʩʤʝʨʝʥʦʩʪ ʥʘ ʧʦʩʣʦʚʥʝ ʧʨʦʮʝʩʝ ʢʘʨʘʢʪʝʨʠʰʝ 

ʨʘʟʣʠʯʠʪʦʩʪ. ʇʨʝʪʨʘʞʠʚʘˁʝʤ ʣʠʪʝʨʘʪʫʨʝ ʢʦʿʘ ʩʝ ʦʜʥʦʩʠ ʥʘ ʧʨʦʮʝʩʥʫ ʦʨʠʿʝʥʪʘʮʠʿʫ 

ʫʦʯˀʠʚʘ ʿʝ ʧʨʠʤʝʥʘ ʚʠʰʝ ʪʝʨʤʠʥʘ, ʦʜ ʩʪʨʘʥʝ ʨʘʟʣʠʯʠʪʠʭ ʘʫʪʦʨʘ, ʢʦʿʠ ʦʟʥʘʯʘʚʘʿʫ ʠʩʪʠ 

ʧʦʿʘʤ. ʊʝʨʤʠʥʠ ʢʦʿʠ ʩʝ ʢʦʨʠʩʪʝ ʢʘʦ ʩʠʥʦʥʠʤʠ ʧʨʠʢʘʟʘʥʠ ʩʫ ʫ ʪʘʙʝʣʠ 1.5. 

ʇʦʩʤʘʪʨʘˁʝ ʧʨʝʜʫʟʝ˂ʘ ʭʦʨʠʟʦʥʪʘʣʥʦ, ʢʨʦʟ ʧʦʩʣʦʚʥʝ ʧʨʦʮʝʩʝ, ʧʨʝʜʩʪʘʚˀʘ 

ʿʝʜʠʥʠ ʥʘʯʠʥ ʟʘ ʧʦʠʤʘˁʝ ʧʦʩʪʫʧʢʘ ʨʝʘʣʠʟʘʮʠʿʝ ʘʢʪʠʚʥʦʩʪʠ ʠ ʝʣʠʤʠʥʠʩʘˁʘ ʦʥʠʭ 

ʘʢʪʠʚʥʦʩʪʠ ʢʦʿʝ ʥʝ ʜʦʜʘʿʫ ʚʨʝʜʥʦʩʪ. ʈʝʯ ʿʝ ʦ ʝʣʠʤʠʥʠʩʘˁʫ ʘʢʪʠʚʥʦʩʪʠ ʧʦʧʫʪ 

ʧʦʥʘʚˀʘˁʘ ʟʘʜʘʪʘʢʘ, ʢʘʰˁʝˁʘ, ʯʫʚʘˁʘ ʜʘʪʦʪʝʢʘ ʠʣʠ ʨʫʢʦʚʘˁʘ ʠʥʚʝʥʪʘʨʠʤʘ (Hernaus, 

2011). 

ʋʩʧʝʰʥʘ ʠʤʧʣʝʤʝʥʪʘʮʠʿʘ ʧʨʦʮʝʩʥʝ ʦʨʠʿʝʥʪʘʮʠʿʝ ʧʦʜʨʘʟʫʤʝʚʘ ʧʦʟʥʘʚʘˁʝ 

ʦʩʥʦʚʥʠʭ ʢʘʨʘʢʪʝʨʠʩʪʠʢʝ ʩʘʤʦʛ ʢʦʥʮʝʧʪʘ ʧʨʦʮʝʩʥʝ ʦʨʠʿʝʥʪʘʮʠʿʝ. ʅʘʿʚʘʞʥʠʿʝ 

ʢʘʨʘʢʪʝʨʠʩʪʠʢʝ ʧʨʦʮʝʩʥʝ ʦʨʠʿʝʥʪʘʮʠʿʝ, ʧʨʝʤʘ ʈʘʜʦʩʘʚˀʝʚʠ˂ (2016), ʩʫ:  

ü ʠʜʝʥʪʠʬʠʢʦʚʘˁʝ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ, 

ü ʤʘˁʠ ʙʨʦʿ ʭʠʿʝʨʘʨʭʠʿʩʢʠʭ ʥʠʚʦʘ,  

ü ʤʝʹʫʬʫʥʢʮʠʦʥʘʣʥʠ ʧʨʠʩʪʫʧ,  

ü ʚʣʘʩʥʠʢ ʧʨʦʮʝʩʘ,  

ü ʧʨʦʮʝʩʥʠ ʪʠʤʦʚʠ,  

ü ʪʨʝʥʠʥʛ ʟʘʧʦʩʣʝʥʠʭ,  

ü ʜʘʚʘˁʝ ʦʚʣʘʰ˂ʝˁʘ ʟʘʧʦʩʣʝʥʠʤʘ,  
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ü ʥʘʛʨʘʹʠʚʘˁʝ ʟʘʧʦʩʣʝʥʠʭ,  

ü ʬʦʢʫʩ ʥʘ ʢʫʧʮʝ,  

ü ʠʥʬʦʨʤʘʮʠʦʥʘ ʪʝʭʥʦʣʦʛʠʿʘ ʠ  

ü ʦʜʥʦʩʠ ʩʘ ʜʦʙʘʚˀʘʯʠʤʘ. 

 

ʊʘʙʝʣʘ 1.5: ʊʝʨʤʠʥʠ ʢʦʿʠ ʩʝ ʦʜʥʦʩʝ ʥʘ ʧʨʦʮʝʩʥʫ ʦʨʠʿʝʥʪʘʮʠʿʫ 

ʊʝʨʤʠʥʠ ɸʫʪʦʨʠ 

ʍʦʨʠʟʦʥʪʘʣʥʘ ʢʦʨʧʦʨʘʮʠʿʘ ɹʘʨʿʥ (Byrne1993)  

ʇʨʦʮʝʩʥʦ ʮʝʥʪʨʠʨʘʥʘ ʦʨʛʘʥʠʟʘʮʠʿʘ ʍʘʤʝʨ (Hammer, 1996)  

ʇʨʝʜʫʟʝ˂ʝ ʟʘʩʥʦʚʘʥʦ ʥʘ ʧʨʦʮʝʩʠʤʘ 
ʂʦʥʣ, ʇʘʿʢ ʠ ɺʘʿʪʭʝʜ  

(OôConnell, Pyke & Withehead, 2006) 

ʇʨʦʮʝʩʥʦ ʧʨʝʜʫʟʝ˂ʝ ʍʘʤʝʨ ʠ ʉʪʘʥʪʦʥ (Hammer &Stanton), 1999 

ʍʦʨʠʟʦʥʪʘʣʥʘ ʦʨʛʘʥʠʟʘʮʠʿʘ 
ɼʘʬʪ (Daft,  2007);  

ʆʩʪʨʦʬ (Ostroff, 1999)  

ʇʨʦʮʝʩʥʦ ʦʨʠʿʝʥʪʠʩʘʥʦ ʧʨʝʜʫʟʝ˂ʝ 
ʄʝʢʂʦʨʤʘʢ ʠ ɷʦʥʩʦʥ (McCormac & 

Johnson, 2001)  

ʇʨʦʮʝʩʥʦ ʬʦʢʫʩʠʨʘʥʘ ʦʨʛʘʥʠʟʘʮʠʿʘ 
ɼʝʣ ʊʦʨʦ, ʄʝʢʂʝʿʙ (De Toro & McCabe, 

1997); ɻʘʨʜʥʝʨ (Gardner, 2004)  

ʇʨʦʮʝʩʥʦ ʚʦʹʝʥʦ ʧʨʝʜʫʟʝ˂ʝ ʌʠʰʝʨ (Fisher, 2005)  

ʇʨʦʮʝʩʥʘ ʦʨʛʘʥʠʟʦʚʘʥʦʩʪ 
ʂʦʚʘʯʠ˂, ɹʦʩʠˀ-ɺʫʢʰʠ˂  

(Kovaļiļ, Bosilj-Vukġiĺ,2005)  

ʇʨʦʮʝʩʥʦ ʫʧʨʘʚˀʘʥʘ ʦʨʛʘʥʠʟʘʮʠʿʘ 
ʈʘʤʣʘʨ, ʈʝʤʠʘʩ, ʈʘʤʣʘʨ (Rummler, Ramias 

& Rummler, 2006) 

ʇʨʦʮʝʩʥʦ ʮʝʥʪʨʠʨʘʥʘ ʦʨʛʘʥʠʟʘʮʠʿʘ ɱʝʩʪʦʥ ʠ ʅʝʣʠʩ (Jeston & Nelis, 2006) 

ʇʨʦʮʝʩʥʘ ʦʨʛʘʥʠʟʘʮʠʿʘ ʂʦʣʙʘʢʝʨ (Kohlbacher, 2010)  

ʀʟʚʦʨ: ɸʫʪʦʨ 
 

ʀʜʝʥʪʠʬʠʢʦʚʘˁʝ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ ʧʨʝʜʩʪʘʚˀʘ ʦʩʥʦʚʫ ʧʨʦʮʝʩʥʝ ʦʨʠʿʝʥʪʘʮʠʿʝ. 

ʇʨʝʜʫʟʝ˂ʘ ʠʜʝʥʪʠʬʠʢʫʿʫ ʢˀʫʯʥʝ ʧʨʦʮʝʩʝ ʧʨʘʪʝ˂ʠ ʟʘʭʪʝʚʝ ʠʥʪʝʨʥʠʭ ʠ ʝʢʩʪʝʨʥʠʭ 

ʢʦʨʠʩʥʠʢʘ ʨʝʟʫʣʪʘʪʘ. ɱʘʩʥʠ, ʪʨʘʥʩʧʘʨʝʥʪʥʠ ʧʦʩʣʦʚʥʠ ʧʨʦʮʝʩʠ ʩʫ ʪʝʤʝˀ ʩʚʘʢʦʛ 

ʧʨʦʮʝʩʥʦ ʦʨʠʿʝʥʪʠʩʘʥʦʛ ʧʨʝʜʫʟʝ˂ʘ. ʇʨʠ ʪʦʤ, ʥʝʢʘ ʧʨʝʜʫʟʝ˂ʘ ʠʜʝʥʪʠʬʠʢʦʚʘʣʘ ʩʫ ʩʚʝʛʘ 

ʥʝʢʦʣʠʢʦ ʢˀʫʯʥʠʭ ʧʨʦʮʝʩʘ, ʜʦʢ ʩʫ ʜʨʫʛʝ ʧʨʝʢʦ ʩʪʦʪʠʥʫ. ʈʘʟʣʠʢʝ ʠʟʤʝʹʫ ʧʨʝʜʫʟʝ˂ʘ ʫ 

ʧʦʛʣʝʜʫ ʙʨʦʿʘ ʠʜʝʥʪʠʬʠʢʦʚʘʥʠʭ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ ʦʜʨʘʟ ʩʫ, ʧʨʝ ʩʚʝʛʘ, ʧʨʠʭʚʘ˂ʝʥʦʛ 

ʧʨʠʩʪʫʧʘ ʠʜʝʥʪʠʬʠʢʦʚʘˁʘ ʢˀʫʯʥʠʭ ʧʨʦʮʝʩʘ, ʘ ʟʘʪʠʤ, ʚʝʣʠʯʠʥʝ ʠ ʩʣʦʞʝʥʦʩʪʠ 

ʧʨʝʜʫʟʝ˂ʘ.  

ʀʤʧʣʝʤʝʥʪʘʮʠʿʘ ʧʨʦʮʝʩʥʝ ʦʨʠʿʝʥʪʘʮʠʿʝ, ʟʘʩʥʦʚʘʥʝ ʥʘ ʜʝʮʝʥʪʨʘʣʠʟʘʮʠʿʠ, 

ʢʦʤʫʥʠʢʘʮʠʿʠ, ʪʠʤʩʢʦʤ ʨʘʜʫ, ʥʫʞʥʦ ʜʦʚʦʜʠ ʜʦ ʧʨʦʤʝʥʘ ʫ ʦʨʛʘʥʠʟʘʮʠʦʥʦʿ ʩʪʨʫʢʪʫʨʠ. 

ɽʬʝʢʪʠ ʪʠʭ ʧʨʦʤʝʥʘ ʩʝ ʩʘʛʣʝʜʘʚʘʿʫ ʢʨʦʟ ʩʤʘˁʝˁʝ ʙʨʦʿʘ ʭʠʿʝʨʘʨʭʠʿʩʢʠʭ ʥʠʚʦʘ. 

ʇʨʦʮʝʩʥʦ ʦʨʠʿʝʥʪʠʩʘʥʦ ʧʨʝʜʫʟʝ˂ʝ ʜʦʙʠʿʘ ʧʣʠ˂ʫ ʩʪʨʫʢʪʫʨʫ ʨʝʜʠʟʘʿʥʠʨʘˁʝʤ ʠ 
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ʨʝʩʪʨʫʢʪʫʨʠʨʘˁʝʤ ʫʣʦʛʘ ʠ ʝʣʠʤʠʥʘʮʠʿʦʤ ʘʢʪʠʚʥʦʩʪʠ ʢʦʿe ʥʝ ʜʦʜʘʿʫ ʚʨʝʜʥʦʩʪ, 

ʠʥʪʝʛʨʠʩʘˁʝʤ ʨʘʜʥʠʭ ʪʦʢʦʚʘ ʠ ʜʦʧʫʰʪʘˁʝʤ ʜʦʥʦʰʝˁʘ ʦʜʣʫʢʘ ʠ ʥʘ ʥʠʞʠʤ ʥʠʚʦʠʤʘ 

(Hernaus, 2011). 

ʋʢʣʘˁʘˁʝʤ ʛʨʘʥʠʮʘ ʠʟʤʝʹʫ ʧʦʩʣʦʚʥʠʭ ʬʫʥʢʮʠʿʘ ʦʪʚʘʨʘʿʫ ʩʝ ʚʨʘʪʘ 

ʭʦʨʠʟʦʥʪʘʣʥʦʿ ʢʦʤʫʥʠʢʘʮʠʿʠ. ʅʘʚʝʜʝʥʠ ʥʘʯʠʥ ʢʦʤʫʥʠʢʘʮʠʿʝ ʤʥʦʛʦ ʿʝ ʝʬʠʢʘʩʥʠʿʠ ʫ 

ʩʚʘʢʦʜʥʝʚʥʦʤ ʧʦʩʣʦʚʘˁʫ. ʊʠʤʝ ʩʝ ʧʦʚʝ˂ʘʚʘ ʩʘʨʘʜˁʘ ʠʟʤʝʹʫ ʟʘʧʦʩʣʝʥʠʭ ʥʘ ʠʩʪʦʤ 

ʭʠʿʝʨʘʨʭʠʿʩʢʦʤ ʥʠʚʦʫ, ʘʣʠ ʠ ʠʟʤʝʹʫ ʟʘʧʦʩʣʝʥʠʭ ʫ ʦʢʚʠʨʫ ʨʘʟʣʠʯʠʪʠʭ ʦʨʛʘʥʠʟʘʮʠʦʥʠʭ 

ʿʝʜʠʥʠʮʘ ʢʘʦ ʠ ʥʘ ʨʝʣʘʮʠʿʠ ʥʘʜʨʝʹʝʥʠ ï ʧʦʜʨʝʹʝʥʠ. ʋ ʪʦʤ ʩʤʠʩʣʫ, ʜʚʦʩʤʝʨʥʘ 

ʢʦʤʫʥʠʢʘʮʠʿʘ ʠ ʭʦʨʠʟʦʥʪʘʣʥʘ ʩʘʨʘʜˁʘ ʫ ʮʠˀʫ ʧʦʙʦˀʰʘˁʘ ʨʝʘʣʠʟʘʮʠʿʝ ʧʦʩʣʦʚʥʠʭ 

ʧʨʦʮʝʩʘ ʦʩʥʦʚʥʘ ʩʫ ʦʙʝʣʝʞʿʘ ʧʨʦʮʝʩʥʦʛ ʧʨʝʜʫʟʝ˂ʘ. 

ʄʝʹʫʬʫʥʢʮʠʦʥʘʣʥʦʩʪ ʟʥʘʯʘʿʥʦ ʜʦʧʨʠʥʦʩʠ ʚʝ˂ʦʿ ʬʣʝʢʩʠʙʠʣʥʦʩʪʠ ʧʨʝʜʫʟʝ˂ʘ, ʘʣʠ 

ʥʫʜʠ ʠ ʤʥʦʛʝ ʧʨʝʜʥʦʩʪʠ ʢʘʦ ʰʪʦ ʩʫ: ʰʠʨʝˁʝ ʟʥʘˁʘ, ʫʩʤʝʨʝʥʦʩʪ ʥʘ ʢʫʧʮʝ, ʩʘʛʣʝʜʘʚʘˁʝ 

ʰʠʨʝ ʩʣʠʢʝ ï ʢʦ ʨʘʜʠ, ʰʪʘ ʨʘʜʠ..., ʩʧʦʩʦʙʥʦʩʪ ʨʝʰʘʚʘˁʘ ʩʣʦʞʝʥʠʭ ʧʨʦʙʣʝʤʘ, ʙʨʟʠʥʫ 

ʠʪʜ. (Hernaus, 2011). ʇʦʨʝʜ ʩʘʨʘʜˁʝ ʠʟʤʝʹʫ ʧʦʩʣʦʚʥʠʭ ʬʫʥʢʮʠʿʘ, ʧʨʦʮʝʩʥʘ 

ʦʨʠʿʝʥʪʘʮʠʿʘ ʧʦʜʨʘʟʫʤʝʚʘ ʠ ʫʥʘʧʨʝʹʝˁʝ ʢʦʤʫʥʠʢʘʮʠʿʝ ʥʘ ʥʠʚʦʫ ʧʦʿʝʜʠʥʘʯʥʠʭ 

ʬʫʥʢʮʠʿʘ. 

ɼʘ ʙʠ ʩʝ ʠʟʙʝʛʣʘ ʩʫʙʦʧʪʠʤʠʟʘʮʠʿʘ ʥʘʤʝ˂ʝ ʩʝ ʧʦʪʨʝʙʘ ʟʘ ʫʩʧʦʩʪʘʚˀʘˁʝʤ 

ʤʝʥʘ˅ʝʨʩʢʠʭ ʧʦʟʠʮʠʿʘ ʢʦʿʝ ˂ʝ ʙʠʪʠ ʦʜʛʦʚʦʨʥʝ ʟʘ ʦʜʨʝʹʝʥʠ ʧʨʦʮʝʩ.ʊʘʢʦ ʜʦʣʘʟʠ ʜʦ 

ʧʦʿʘʚʝ ʧʦʟʠʮʠʿʝ ʚʣʘʩʥʠʢ ʧʨʦʮʝʩʘ (ʝʥʛʣ. process owner) (Hammer & Stanton, 1999) ʯʠʿʠ ʿʝ 

ʟʘʜʘʪʘʢ ʜʘ ʫʩʢʣʘʜʠ ʧʦʩʣʦʚʘˁʝ ʨʘʟʣʠʯʠʪʠʭ ʦʨʛʘʥʠʟʘʮʠʦʥʠʭ ʿʝʜʠʥʠʮʘ. ʇʨʝʤʘ ɫʫʨʠʯʠʥ ʠ 

ɱʘʥʦʰʝʚʠ˂ʫ (2006), ʥʘʿʚʝ˂ʠ ʥʝʜʦʩʪʘʪʘʢ ʢʣʘʩʠʯʥʦʛ ʩʪʨʫʢʪʫʨʠʨʘˁʘ ʧʨʝʜʫʟʝ˂ʘ, ʧʠʪʘˁʝ 

ʦʜʛʦʚʦʨʥʦʩʪʠ ʠ oʚʣʘʰ˂ʝˁʘ, ʙʠʚʘ ʝʣʠʤʠʥʠʩʘʥ ʫʚʦʹʝˁʝʤ ʚʣʘʩʥʠʢʘ ʧʨʦʮʝʩʘ.  

ɺʣʘʩʥʠʢ ʧʨʦʮʝʩʘ ʢʦʦʨʜʠʥʠʨʘ ʧʨʦʮʝʩʥʝ ʘʢʪʠʚʥʦʩʪʠ ʠ ʫʯʝʩʥʠʢʝ ʧʨʦʮʝʩʘ ʢʦʿʠ 

ʦʙʘʚˀʘʿʫ ʧʨʦʮʝʩʥʝ ʘʢʪʠʚʥʦʩʪʠ, ʜʦʢ ʜʠʨʝʢʪʥʦ ʟʘʧʦʩʣʝʥʠʤʘ ʦʩʪʘʿʝ ʢʦʜ ʬʫʥʢʮʠʦʥʘʣʥʠʭ 

ʤʝʥʘ˅ ʝʨʘ (Dumas, La Rosa, Mendling, & Reijers, 2013). ʇʦʨʝʜ ʪʦʛʘ, ʚʣʘʩʥʠʢ ʧʨʦʮʝʩʘ 

ʦʢʫʧˀʘ ʪʠʤ ʟʘ ʫʧʨʘʚˀʘˁʝ ʧʨʦʮʝʩʠʤʘ ʩʘ ʧʨʝʜʩʪʘʚʥʠʮʠʤʘ ʦʨʛʘʥʠʟʘʮʠʦʥʠʭ ʿʝʜʠʥʠʮʘ 

ʫʢˀʫʯʝʥʠʭ ʫ ʢʦʥʢʨʝʪʘʥ ʧʨʦʮʝʩ. ɸʢʪʠʚʥʦʩʪʠ ʠ ʦʜʛʦʚʦʨʥʦʩʪʠ ʚʣʘʩʥʠʢʘ ʧʨʦʮʝʩʘ ʩʫ 

ʩʣʝʜʝ˂ʝ (Hrabal & Tuļek, 2018): 

ü ʩʘʨʘʜˁʘ ʥʘ ʩʪʨʘʪʝʛʠʿʠ, ʫʧʨʘʚˀʘˁʫ ʠ ʧʨʦʮʝʩʫ ï ʚʣʘʩʥʠʢ ʧʨʦʮʝʩʘ ʩʘ ʪʦʧ 

ʤʝʥʘ˅ʤʝʥʪʦʤ ʫʯʝʩʪʚʫʿʝ ʫ ʜʝʬʠʥʠʩʘˁʫ ʮʠˀʝʚʘ ʠ ʩʪʨʘʪʝʛʠʿʝ ʢʦʿʫ ʧʦʪʦʤ 

ʢʦʤʫʥʠʮʠʨʘʿʫ ʜʫʞ ʧʨʝʜʫʟʝ˂ʘ; ʠʜʝʥʪʠʬʠʢʫʿʝ ʢˀʫʯʥʝ ʧʨʦʮʝʩʝ ʠ ʧʦʪʧʨʦʮʝʩʝ ʠ 

ʟʘʿʝʜʥʦ ʩʘ ʩʚʦʿʠʤ ʧʨʦʮʝʩʥʠʤ ʪʠʤʦʤ ʩʧʨʦʚʦʜʠ ʜʦʜʝˀʝʥʠ ʧʨʦʮʝʩ, 
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ü ʧʦʩʪʘʚˀʘˁʝ ʠ ʩʘʦʧʰʪʘʚʘˁʝ ʮʠˀʝʚʘ ʧʨʦʮʝʩʘ ïʜʝʬʠʥʠʰʝ ʮʠˀʝʚʝ ʠ ʢˀʫʯʥʝ 

ʧʘʨʘʤʝʪʨʝ ʧʝʨʬʦʨʤʘʥʩʠ ʧʨʦʮʝʩʘ; ʜʝʬʠʥʠʩʘʥʝ ʮʠˀʝʚʝ ʩʘʦʧʰʪʘʚʘ 

ʩʪʝʿʢʭʦʣʜʝʨʠʤʘ ʧʨʦʮʝʩʘ, 

ü ʜʠʟʘʿʥʠʨʘˁʝ ʧʨʦʮʝʩʘ ï ʦʜʨʝʹʫʿʝ ʧʘʨʘʤʝʪʨʝ ʫʣʘʟʘ, ʠʟʣʘʟʘ ʠ ʧʨʦʮʝʜʫʨʝ; ʩʘʨʘʹʫʿʝ 

ʩʘ ʧʨʦʮʝʩʥʠʤ ʪʠʤʦʤ ʥʘ ʜʠʟʘʿʥʫ ʠ ʢʨʝʠʨʘˁʫ ʤʦʜʝʣʘ ʧʨʦʮʝʩʘ, 

ü ʫʧʨʘʚˀʘˁʝ ʧʝʨʬʦʨʤʘʥʩʘʤʘ ʧʨʦʮʝʩʘ ʠ ʦʙʝʟʙʝʹʠʚʘˁʝ ʧʦʚʨʘʪʥʠʭ ʠʥʬʦʨʤʘʮʠʿʘ ï ʫ 

ʦʧʠʩʫ ˁʝʛʦʚʦʛ ʧʦʩʣʘ ʿʝ ʧʣʘʥʠʨʘˁʝ, ʢʦʦʨʜʠʥʠʩʘˁʝ ʧʨʦʮʝʩʥʠʭ ʘʢʪʠʚʥʦʩʪʠ, ʠ 

ʤʝʨʝˁʝ ʫʯʠʥʘʢʘ (Sikavica & Hernaus, 2011); ʚʣʘʩʥʠʢ ʧʨʦʮʝʩʘ ʦʙʝʟʙʝʹʫʿʝ ʜʘ 

ʩʘʜʘʰˁʠ ʧʨʦʮʝʩʠ ʧʨʫʞʘʿʫ ʧʦʜʨʰʢʫ ʧʦʩʣʦʚʘˁʫ, ʜʦʢ ʠʩʪʦʚʨʝʤʝʥʦ ʧʨʘʪʠ ʨʘʜ ʥʘ 

ˁʠʭʦʚʦʤ ʩʪʘʣʥʦʤ ʧʦʙʦˀʰʘˁʫ ʢʘʦ ʠ ʨʝʟʫʣʪʘʪʝ ʝʢʩʧʝʨʠʤʝʥʪʘ ʩʘ ʥʦʚʠʤ 

ʧʦʩʣʦʚʥʠʤ ʧʨʦʮʝʩʠʤʘ ʠ ʜʦʩʪʫʧʥʠʤ ʪʝʭʥʦʣʦʛʠʿʘʤʘ (Lofts, 2002). 

ü ʫʧʨʘʚˀʘˁʝ ʠ ʢʦʦʨʜʠʥʘʮʠʿʘ ʬʫʥʢʮʠʦʥʘʣʥʠʭ ʤʝʥʘ˅ʝʨʘ ʫ ʧʨʦʮʝʩʫ ï ʩʘʟʠʚʘ 

ʩʘʩʪʘʥʢʝ ʨʘʜʠ ʨʝʰʘʚʘˁʘ ʧʨʦʙʣʝʤʘ ʧʦʚʝʟʘʥʠʭ ʩʘ ʧʨʦʮʝʩʦʤ ʠ ˁʝʛʦʚʠʤ 

ʧʝʨʬʨʦʤʘʥʩʘʤʘ, 

ü ʥʘʛʨʘʹʠʚʘˁʝ ʧʨʦʮʝʩʥʦʛ ʪʠʤʘ ï ʥʘʛʨʘʹʫʿʝ ʪʠʤ ʠ ʟʘʧʦʩʣʝʥʝ, ʯʣʘʥʦʚʝ ʪʠʤʘ, ʫ 

ʩʢʣʘʜʫ ʩʘ ʦʩʪʚʨʝʥʠʤ ʫʯʠʥʢʦʤ ʧʨʦʮʝʩʘ, 

ü ʩʧʦʥʟʦʨʠʩʘˁʝ ʧʨʦʮʝʩʘ ʫʥʘʧʨʝʹʝˁʘ ʧʨʦʿʝʢʘʪʘ ï ʧʨʫʞʘ ʧʦʜʨʰʢʫ ʤʝʥʘ˅ʝʨʠʤʘ 

ʧʨʦʿʝʢʘʪʘ ʠ ʪʠʤʦʚʠʤʘ ʟʘ ʫʥʘʧʨʝʹʝˁʝ ʧʝʨʬʦʨʤʘʥʩʠ ʧʨʦʮʝʩʘ, 

ü ʠʟʚʝʰʪʘʚʘˁʝ ʪʦʧ ʤʝʥʘ˅ʤʝʥʪʘ ï ʨʝʜʦʚʥʦ ʠʟʚʝʰʪʘʚʘ ʪʦʧ ʤʝʥʘ˅ʤʝʥʪ ʦ 

ʨʝʘʣʠʟʦʚʘʥʠʤ ʧʝʨʬʦʨʤʘʥʩʘʤʘ ʧʨʦʮʝʩʘ. 

ʇʨʦʮʝʩʥʠ ʪʠʤ (ʝʥʛʣ. process team) (Kneģeviĺ, Bojoviĺ, & Veġoviĺ, 2008) 

ʧʨʝʜʩʪʘʚˀʘ ʛʨʫʧʫ ʛʝʥʝʨʘʣʠʩʪʘ ʠ ʩʧʝʮʠʿʘʣʠʩʪʘ ʢʦʿʠ ʜʦʥʦʩʝ ʬʣʝʢʩʠʙʠʣʥʦʩʪ ʫ 

ʟʘʜʦʚʦˀʘʚʘˁʫ ʧʨʦʤʝʥˀʠʚʠʭ ʟʘʭʪʝʚʘ ʢʫʧʘʮʘ ʠ ʪʝʞʝ ʢʘ ʢʨʝʠʨʘˁʫ ʜʦʜʘʪʝ ʚʨʝʜʥʦʩʪʠ. 

ɿʘʧʦʩʣʝʥʠ ʫʥʫʪʘʨ ʧʨʦʮʝʩʥʦʛ ʪʠʤʘ ʠʤʘʿʫ ʿʘʩʥʦ ʜʝʬʠʥʠʩʘʥʝ ʧʨʦʮʝʩʥʝ ʫʣʦʛʝ ʢʦʿʝ ʩʝ 

ʩʘʩʪʦʿʝ ʫ ʥʘʜʛʣʝʜʘˁʫ ʩʦʧʩʪʚʝʥʠʭ ʘʢʪʠʚʥʦʩʪʠ ʠ ʩʚʘʢʦʜʥʝʚʥʦʤ ʦʧʝʨʘʪʠʚʥʦʤ ʦʜʣʫʯʠʚʘˁʫ 

ʫ ʮʠˀʫ ʦʩʠʛʫʨʘˁʘ ʥʝʩʤʝʪʘʥʦʛ ʪʦʢʘ ʧʦʩʣʦʚʘˁʘ (Sikavica & Hernaus, 2011). ɳʠʭʦʚ 

ʛʣʘʚʥʠ ʟʘʜʘʪʘʢ ʦʛʣʝʜʘ ʩʝ ʫ ʩʪʚʘʨʘˁʫ ʚʨʝʜʥʦʩʪʠ ʟʘ ʢʦʨʠʩʥʠʢʝ ʨʝʟʫʣʪʘʪʘ (Kneģeviĺ, 

Bojoviĺ, & Veġoviĺ, 2008). 

ʀʤʧʣʝʤʝʥʪʘʮʠʿʘ ʧʨʦʮʝʩʥʝ ʦʨʠʿʝʥʪʘʮʠʿʝ ʟʘʭʪʝʚʘ ʪʠʤʩʢʠ ʥʘʧʦʨ. ʂʨʦʟ ʪʠʤʩʢʠ ʨʘʜ 

ʧʦʙʦˀʰʘˁʝ ʧʦʩʪʦʿʝ˂ʝ ʧʦʩʣʦʚʥʝ ʧʨʘʢʩʝ ʙʠʚʘ ʦʣʘʢʰʘʥʦ. ʇʨʦʙʣʝʤʝ ʥʘ ʥʠʚʦʫ 

ʦʨʛʘʥʠʟʘʮʠʦʥʠʭ ʿʝʜʠʥʠʮʘ ʢʘʦ ʠ ʧʨʦʙʣʝʤʝ ʢʦʿʠ ʩʝ ʧʨʦʪʝʞʫ ʢʨʦʟ ʚʠʰʝ ʦʨʛʘʥʠʟʘʮʠʦʥʠʭ 

ʿʝʜʠʥʠʮʘ, ʿʝʜʥʦʩʪʘʚʥʠʿʝ ʿʝ ʨʝʰʘʚʘʪʠ ʢʨʦʟ ʪʠʤʩʢʠ ʨʘʜ ʟʘʧʦʩʣʝʥʠʭ. 
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ʊʠʤʩʢʠ ʨʘʜ, ʢʘʦ ʟʥʘʯʘʿʥʦ ʦʙʝʣʝʞʿʝ ʧʨʦʮʝʩʥʝ ʦʨʠʿʝʥʪʘʮʠʿʝ, ʯʝʩʪʦ ʠʟʠʩʢʫʿʝ ʦʜ 

ʟʘʧʦʩʣʝʥʠʭ ʨʘʟʚʦʿ ʥʦʚʠʭ ʚʝʰʪʠʥʘ ʠ ʩʪʠʮʘˁʝ ʥʦʚʠʭ ʟʥʘˁʘ. ʊʨʝʥʠʥʛ ʟʘʧʦʩʣʝʥʠʭ ʿʝ 

ʥʝʦʧʭʦʜʘʥ, ʿʝʨ ʧʨʦʮʝʩʥʘ ʦʨʠʿʝʥʪʘʮʠʿʘ ʟʘʭʪʝʚʘ ʦʜ ʩʪʨʘʥʝ ʟʘʧʦʩʣʝʥʠʭ ʢʦʥʪʠʥʫʠʨʘʥʦ 

ʫʥʘʧʨʝʹʝˁʝ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ ʢʨʦʟ ʫʚʦʹʝˁʝ ʥʦʚʠʭ ʪʝʭʥʦʣʦʛʠʿʘ, ʥʦʚʠʭ ʤʝʪʦʜʘ ʨʘʜʘ. 

ʆʜ ˁʠʭ ʩʝ ʟʘʭʪʝʚʘ ʨʘʟʚʦʿ ʢʘʢʦ ʘʥʘʣʠʪʠʯʢʠʭ, ʪʘʢʦ ʠ ʚʝʰʪʠʥʘ ʟʘ ʠʟʛʨʘʜˁʫ ʙʦˀʠʭ 

ʤʝʹʫˀʫʜʩʢʠʭ ʦʜʥʦʩʘ, ʫʢˀʫʯʫʿʫ˂ʠ ʫʚʘʞʘʚʘˁʝ ʧʦʪʨʝʙʘ ʜʨʫʛʠʭ ʠ ʙʦˀʝ ʨʘʟʫʤʝʚʘˁʝ ʪʦʛʘ 

ʢʘʢʦ ʩʝ ʩʪʚʘʨʠ ʫʢʣʘʧʘʿʫ ʟʘʿʝʜʥʦ (ʈʘʜʦʩʘʚˀʝʚʠ˂, 2016). ʈʝʘʣʠʟʘʮʠʿʘ ʪʨʝʥʠʥʛʘ 

ʟʘʧʦʩʣʝʥʠʭ ʟʘʭʪʝʚʘ ʦʜʨʝʹʝʥ ʚʨʝʤʝʥʩʢʠ ʧʝʨʠʦʜ ʠ ʠʟʚʝʩʪʘʥ ʥʘʧʦʨ ʟʘʧʦʩʣʝʥʠʭ, ʩʪʦʛʘ, 

ʥʝʨʝʪʢʦ, ʥʘʠʣʘʟʠ ʥʘ ˁʠʭʦʚ ʦʪʧʦʨ.  

ʅʫʞʥʘ ʧʦʩʣʝʜʠʮʘ ʫʣʘʛʘˁʘ ʫ ʪʨʝʥʠʛ ʟʘʧʦʩʣʝʥʠʭ ʦʛʣʝʜʘ ʩʝ ʫ ʦʙʝʟʙʝʹʝˁʫ 

ʦʚʣʘʰ˂ʝˁʘ ʧʦʜʨʝʹʝʥʠʭ. ʄʝʥʘ˅ʝʨʠ ʧʦʜʩʪʠʯʫ ʟʘʧʦʩʣʝʥʝ ʥʘ ʠʟʥʦʰʝˁʝ ʠʜʝʿʘ ʠ ʨʘʟʤʝʥʫ 

ʩʫʛʝʩʪʠʿʘ ʠ ʠʥʬʦʨʤʘʮʠʿʘ ʫ ʚʝʟʠ ʩʘ ʥʘʯʠʥʦʤ ʠʟʚʨʰʘʚʘˁʘ ʟʘʜʘʪʘʢʘ ʢʦʿʠ ʩʫ ʠʤ ʧʦʚʝʨʝʥʠ. 

ʊʘʢʦʹʝ, ʤʝʥʘ˅ʝʨʠ ʫʧʦʟʥʘʿʫ ʟʘʧʦʩʣʝʥʝ ʩʘ ʧʦʩʪʘʚˀʝʥʠʤ ʮʠˀʝʚʠʤʘ ʠ ʩʪʨʘʪʝʛʠʿʦʤ, ʨʘʜʠ 

ʧʦʚʝ˂ʘˁʘ ˁʠʭʦʚʝ ʟʘʠʥʪʝʨʝʩʦʚʘʥʦʩʪʠ ʠ ʩʭʚʘʪʘˁʘ ʜʦʧʨʠʥʦʩʘ ʩʚʘʢʦʛ ʦʜ ˁʠʭ ʫʩʧʝʰʥʦʤ 

ʧʦʩʣʦʚʘˁʫ ʧʨʝʜʫʟʝ˂ʘ ʢʘʦ ʮʝʣʠʥʝ. ʄʝʥʘ˅ʝʨʠ ʩʘʜʘ ʥʝ ʧʦʩʤʘʪʨʘʿʫ ʟʘʧʦʩʣʝʥʝ ʢʘʦ 

ʧʦʜʨʝʹʝʥʝ. ɿʘʧʦʩʣʝʥʠ ʩʫ, ʢʦʜ ʧʨʝʜʫʟʝ˂ʘ ʩʘ ʧʨʦʮʝʩʥʦʤ ʦʨʠʿʝʥʪʘʮʠʿʦʤ, ʯʣʘʥʦʚʠ ʪʠʤʘ ʩʘ 

ʢʦʿʠʤʘ ʤʝʥʘ˅ʝʨʠ ʨʘʟʤʝˁʫʿʫ ʩʫʛʝʩʪʠʿʝ ʠ ʠʟʚʝʰʪʘʿʝ ʦ ʨʘʜʫ (ɸʥʹʝʣʢʦʚʠ˂, 2005). 

ʋʚʦʹʝˁʝ ʧʨʦʮʝʩʥʝ ʦʨʠʿʝʥʪʘʮʠʿʝ ʟʘʭʪʝʚʘ ʠʟʤʝʥʝ ʧʦʩʪʦʿʝ˂ʠʭ ʩʠʩʪʝʤʘ 

ʥʘʛʨʘʹʠʚʘˁʘ ʟʘʧʦʩʣʝʥʠʭ. ʅʦʚ ʥʘʯʠʥ ʨʘʟʤʠʰˀʘˁʘ ʢʦʿʠ ʿʝ ʦʙʝʣʝʞʿʝ ʧʨʦʮʝʩʥʦʛ ʧʨʠʩʪʫʧʘ 

ʟʘʭʪʝʚʘ ʟʥʘʯʘʿʥʝ ʧʨʦʤʝʥʝ ʧʦʥʘʰʘˁʘ ʟʘʧʦʩʣʝʥʠʭ. ʂʘʢʦ ʩʝ ʧʦʥʘʚˀʘ ʩʘʤʦ ʦʥʦ ʧʦʥʘʰʘˁʝ 

ʢʦʿʝ ʩʝ ʠ ʥʘʛʨʘʹʫʿʝ, ʘʢʮʝʥʘʪ ʪʨʝʙʘ ʩʪʘʚʠʪʠ ʥʘ ʩʠʩʪʝʤʝ ʥʘʛʨʘʹʠʚʘˁʘ. ʀʟʤʝʥʝ ʫ ʩʠʩʪʝʤʫ 

ʥʘʛʨʘʹʠʚʘˁʘ ʩʘʩʪʦʿʝ ʩʝ ʫ ʥʘʛʨʘʹʠʚʘˁʫ ʟʘʧʦʩʣʝʥʠʭ ʥʘ ʦʩʥʦʚʫ ʜʦʧʨʠʥʦʩʘ ʦʩʪʚʘʨʠʚʘˁʫ 

ʮʠˀʝʚʘ ʧʨʝʜʫʟʝ˂ʘ, ʘ ʥʝ ʥʘ ʙʘʟʠ ʧʦʟʠʮʠʿʝ ʢʦʿʫ ʟʘʫʟʠʤʘʿʫ (ʈʘʜʦʩʘʚˀʝʚʠ˂, 2016). ʇʨʠʪʦʤ, 

ʢʘʢʦ ʩʫ ʟʘʧʦʩʣʝʥʠ ʛʨʫʧʠʩʘʥʠ ʫ ʧʨʦʮʝʩʥʝ ʪʠʤʦʚʝ ʪʦ ʩʠʩʪʝʤ ʥʘʛʨʘʹʠʚʘˁʘ ʪʨʝʙʘ ʙʘʟʠʨʘʪʠ 

ʥʘ ʪʠʤʩʢʦʿ ʫʩʧʝʰʥʦʩʪʠ, ʫʟ ʫʚʘʞʘʚʘˁʝ ʠ ʧʦʿʝʜʠʥʘʯʥʦʛ ʜʦʧʨʠʥʦʩʘ ʩʚʘʢʦʛ ʯʣʘʥʘ ʪʠʤʘ. 

ʇʨʝʜʫʟʝ˂ʘ ʢʦʘʿ ʩʫ ʧʨʦʮʝʩʥʦ ʦʨʠʿʝʥʪʠʩʘʥʘ ʟʘʧʦʩʣʝʥʝ ʥʘʛʨʘʹʫʿʫ ʥʝ ʩʘʤʦ ʧʦ ʦʩʥʦʚʫ 

ʧʨʫʞʘˁʘ ʜʦʧʨʠʥʦʩʘ ʦʩʪʚʘʨʝʥʠʤ ʧʝʨʬʦʨʤʘʥʩʘʤʘ, ʚʝ˂ ʠ ʧʦ ʦʩʥʦʚʫ ʰʠʨʝˁʘ 

ʢʦʤʧʝʪʝʥʮʠʿʘ (Sikavica & Hernaus, 2011). ʇʦʿʘʤ ʧʘʨʘʣʝʣʥʝ ʭʠʿʝʨʘʨʭʠʿʝ ʜʝʬʠʥʠʩʘʣʘ ʿʝ 

ʊʦʤʘʩʢʦ (Tomasko, 1993) ʠ ʧʦ ˁʦʿ ʧʨʝʜʫʟʝ˂ʘ ʤʦʛʫ ʥʘʛʨʘʹʠʚʘʪʠ ʟʘʧʦʩʣʝʥʝ ʥʘ ʦʩʥʦʚʫ 

ʨʘʟʚʦʿʘ ʥʦʚʠʭ ʚʝʰʪʠʥʘ ʠ ʫʩʚʘʿʘˁʘ ʥʦʚʠʭ ʟʥʘˁʘ. ʅʘ ʪʘʿ ʥʘʯʠʥ, ʧʨʝʜʫʟʝ˂ʘ Ăʧʦʜʩʪʠʯʫ 

ʠʥʪʝʨʜʠʮʠʧʣʠʥʘʨʥʦ ʨʘʟʤʠʰˀʘˁʝ ʠ ʩʧʨʝʤʥʦʩʪ ʥʘ ʧʨʦʤʝʥʫ ʚʣʘʩʪʠʪʝ 

ʧʝʨʩʧʝʢʪʠʚʝñ(Sikavica & Hernaus, 2011, ʩʪʨ. 393). 
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ʋʩʚʘʿʘˁʝ ʧʨʦʮʝʩʥʦʛ ʧʨʠʩʪʫʧʘ ʟʥʘʯʠ ʜʘ ʧʨʝʜʫʟʝ˂ʝ ʨʘʜʠ ʦʥʦ ʰʪʦ ʿʝ ʥʝʦʧʭʦʜʥʦ ʫ 

ʮʠˀʫ ʩʪʚʘʨʘˁʘ ʚʨʝʜʥʦʩʪʠ ʟʘ ʢʫʧʮʝ (Davenport, 2000). ʋ ʢʦʥʪʝʢʩʪʫ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ 

ʿʘʚˀʘʿʫ ʩʝ ʠʥʪʝʨʥʠ ʠ ʝʢʩʪʝʨʥʠ ʢʫʧʮʝ ʦʜʥʦʩʥʦ ʢʦʨʠʩʥʠʮʠ (ʈʘʜʦʩʘʚˀʝʚʠ˂, 2016). ʆʜʥʦʩʠ 

ʠʩʧʦʨʫʯʠʣʘʮïʢʦʨʠʩʥʠʢ ʫʩʧʦʩʪʘʚˀʘʿʫ ʩʝ ʜʫʞ ʮʝʣʦʛ ʧʨʝʜʫʟʝ˂ʘ ʠ ʬʦʨʤʠʨʘʿʫ ʣʘʥʘʮ 

ʠʩʧʦʨʫʯʠʣʘʮʘ ʠ ʢʦʨʠʩʥʠʢʘ ʥʘ ʯʠʿʝʤ ʟʘʚʨʰʝʪʢʫ ʿʝ ʢʨʘʿˁʠ ʢʦʨʠʩʥʠʢ. ʅʘʠʤʝ, ʟʘ ʨʘʟʣʠʢʫ 

ʦʜ ʢʨʘʿˁʠʭ ʢʦʨʠʩʥʠʢʘ ï ʢʫʧʘʮʘ ʢʦʿʝ ʧʨʝʜʫʟʝ˂ʝ ʦʧʩʣʫʞʫʿʝ ʥʘ ʝʢʩʪʝʨʥʦʤ ʪʨʞʠʰʪʫ, 

ʠʥʪʝʨʥʠ ʢʦʨʠʩʥʠʮʠ ʩʫ ʩʚʠ ʦʥʠ ʢʦʿʠ ʩʝ ʥʘʣʘʟʝ ʥʠʟʚʦʜʥʦ, ʥʘʢʦʥ ʨʝʘʣʠʟʘʮʠʿʝ ʧʦʩʤʘʪʨʘʥʠʭ 

ʘʢʪʠʚʥʦʩʪʠ, ʢʘʦ ʢʦʨʠʩʥʠʮʠ ʨʝʟʫʣʪʘʪʘ ʧʨʦʮʝʩʘ (ʈʘʜʦʩʘʚˀʝʚʠ˂, 2016). ʅʘ ʦʩʥʦʚʫ ʪʝ 

ʯʠˁʝʥʠʮʝ ʧʦʪʨʝʙʥʦ ʿʝ, ʥʘʿʧʨʝ, ʧʨʝʧʦʟʥʘʪʠ ʢʦʨʠʩʥʠʢʝ ʧʨʦʮʝʩʘ, ʘ ʟʘʪʠʤ ʢʦʥʪʠʥʫʠʨʘʥʦ 

ʧʨʠʢʫʧˀʘʪʠ ʠʥʬʦʨʤʘʮʠʿʝ ʦ ˁʠʭʦʚʠʤ ʟʘʭʪʝʚʠʤʘ ʫ ʮʠˀʫ ʫʥʘʧʨʝʹʝˁʘ ʧʨʦʮʝʩʘ ʠ 

ʦʩʠʛʫʨʘˁʘ ʩʘʪʠʩʬʘʢʮʠʿʝ ʢʦʨʠʩʥʠʢʘ. 

ʇʦʨʝʜ ʪʦʛʘ ʰʪʦ ʧʨʦʮʝʩʥʦ ʧʨʝʜʫʟʝ˂ʝ ʢʦʥʪʠʥʫʠʨʘʥʦ ʚʦʜʠ ʨʘʯʫʥʘ ʦ ʩʘʪʠʩʬʘʢʮʠʿʠ 

ʢʫʧʘʮʘ ʦʥʦ ʫʩʤʝʨʘʚʘ ʧʘʞˁʫ ʠ ʥʘ ʦʜʥʦʩʝ ʩʘ ʜʦʙʘʚˀʘʯʠʤʘ. ɼʦʙʘʚˀʘʯʠ ʩʫ ʚʝʟʘ ʧʨʝʜʫʟʝ˂ʘ 

ʩʘ ʥʝʦʧʭʦʜʥʠʤ ʨʝʩʫʨʩʠʤʘ ʟʘ ʨʝʘʣʠʟʘʮʠʿʫ ʧʨʦʮʝʩʘ. ʇʨʦʮʝʩʥʦ ʧʨʝʜʫʟʝ˂ʝ ʩʭʚʘʪʘ ʜʘ ʥʘ 

ʫʩʧʝʰʥʦʩʪ ʨʝʘʣʠʟʘʮʠʿʝ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ ʫʪʠʯʝ ʢʚʘʣʠʪʝʪ ʦʜʥʦʩʘ ʩʘ ʜʦʙʘʚˀʘʯʠʤʘ, 

ʢʫʧʮʠʤʘ, ʜʠʩʪʨʠʙʫʪʝʨʠʤʘ, ʧʘʨʪʥʝʨʠʤʘ... ɿʙʦʛ ʟʥʘʯʘʿʘ ʧʦʚʝʟʠʚʘˁʘ ʩʘ ʩʪʝʿʢʭʦʣʜʝʨʠʤʘ 

ʈʘʜʦʩʘʚˀʝʚʠ˂ (2016) ʛʦʚʦʨʠ ʦ ʧʨʦʜʫʞʝʥʦʤ ʧʨʝʜʫʟʝ˂ʫ. ʀʟ ʠʩʪʦʛ ʨʘʟʣʦʛʘ ʄʝʢʂʦʨʤʘʢ 

(McCormack,1999) ʠʩʪʠʯʝ ʧʦʪʨʝʙʫ ʧʦʩʤʘʪʨʘˁʘ ʧʨʝʜʫʟʝ˂ʘ ʥʘ ʥʠʚʦʫ ʫʢʫʧʥʦʛ ʣʘʥʮʘ 

ʩʥʘʙʜʝʚʘˁʘ. 

ʉʘ ʨʘʟʚʦʿʝʤ ʠʥʬʦʨʤʘʮʠʦʥʝ ʪʝʭʥʦʣʦʛʠʿʝ ʧʨʦʮʝʩʥʘ ʦʨʠʿʝʥʪʘʮʠʿʝ ʿʝ ʧʦʯʝʣʘ 

ʩʥʘʞʥʠʿʝ ʜʘ ʩʝ ʨʘʟʚʠʿʘ. ʀʥʬʦʨʤʘʮʠʦʥʘ ʪʝʭʥʦʣʦʛʠʿʘ ʩʘʩʪʘʚʥʘ ʿʝ ʢʦʤʧʦʥʝʥʪʘ ʚʝ˂ʠʥʝ 

ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ. ʉʦʬʪʚʝʨʩʢʝ ʘʧʣʠʢʘʮʠʿʝ ʢʦʿʝ ʦʤʦʛʫ˂ʘʚʘʿʫ ʙʨʞʝ ʠ ʧʨʝʮʠʟʥʠʿʝ 

ʠʟʚʨʰʘʚʘˁʝ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ, ʦʣʘʢʰʘʥʦ ʧʨʠʢʫʧˀʘˁʝ, ʩʢʣʘʜʠʰʪʝˁʝ ʠ ʨʘʟʤʝʥʫ 

ʠʥʬʦʨʤʘʮʠʿʘ ʠ ʟʥʘˁʘ ʠʟʤʝʹʫ ʨʘʟʣʠʯʠʪʠʭ ʦʨʛʘʥʠʟʘʮʠʦʥʠʭ ʿʝʜʠʥʠʮʘ, ʢʚʘʣʠʪʝʪʥʠʿʝ 

ʥʘʜʛʣʝʜʘˁʝ ʪʦʢʘ ʧʨʦʮʝʩʘ ʠ ʧʨʘʚʦʚʨʝʤʝʥʝ ʠʥʪʝʨʚʝʥʮʠʿʝ ʥʝʦʧʭʦʜʥʝ ʩʫ ʧʨʦʮʝʩʥʦ 

ʦʨʠʿʝʥʪʠʩʘʥʦʤ ʧʨʝʜʫʟʝ˂ʫ.  

ʇʘʞˀʠʚʠʤ ʨʘʟʤʘʪʨʘˁʝʤ ʢʘʨʘʢʪʝʨʠʩʪʠʢʘ ʧʨʦʮʝʩʥʝ ʦʨʠʿʝʥʪʘʮʠʿʝ ʫʦʯʘʚʘ ʩʝ ʜʘ ʿʝ 

ʨʝʯ ʦ ʧʨʠʩʪʫʧʫ ʢʦʿʠ ʿʝ ʧʦʪʧʫʥʦ ʜʨʫʛʘʯʠʿʠ ʫ ʦʜʥʦʩʫ ʥʘ ʪʨʘʜʠʮʠʦʥʘʣʥʠ. ʇʨʦʮʝʩʥʘ 

ʦʨʠʿʝʥʪʘʮʠʿʘ ʩʘ ʩʚʠʤ ʩʚʦʿʠʤ ʢʘʨʘʢʪʝʨʠʩʪʠʢʘʤʘ ʠʟʛʣʝʜʘ ʨʝʣʘʪʠʚʥʦ ʣʘʢʦ ʨʘʟʫʤˀʠʚʘ, 

ʤʝʹʫʪʠʤ, ˁʝʥʦ ʠʤʧʣʝʤʝʥʪʠʨʘˁʝ ʫ ʩʚʘʢʦʜʥʝʚʥʦ ʧʦʩʣʦʚʘˁʝ ʧʨʝʜʫʟʝ˂ʘ ʠʟʠʩʢʫʿʝ ʧʫʥʦ 

ʚʨʝʤʝʥʘ ʠ ʥʘʧʦʨʘ.  
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1.5. ɿʥʘʯʘʿ ʠ ʧʨʝʜʥʦʩʪʠ ʧʨʦʮʝʩʥʝ ʦʨʠʿʝʥʪʘʮʠʿʝ ʧʨʝʜʫʟʝ˂ʘ 

ʇʨʦʮʝʩʥʘ ʦʨʠʿʝʥʪʘʮʠʿʘ ʿʝ ʧʦʪʝʥʮʠʿʘʣʥʦ ʚʝʦʤʘ ʢʦʨʠʩʥʘ ʫ ʧʦʩʣʦʚʥʦʿ ʧʨʘʢʩʠ 

ʧʨʝʜʫʟʝ˂ʘ. ɳʝʥʘ ʢʦʨʠʩʥʦʩʪ ʙʘʟʠʨʘʥʘ ʿʝ ʥʘ ʠʩʧʦʨʫʯʝʥʦʿ ʚʨʝʜʥʦʩʪʠ ʟʘ ʢʫʧʮʝ. ɹʫʜʫ˂ʠ ʜʘ 

ʿʝ ʧʨʠʤʝˁʠʚ ʫ ʩʚʘʢʦʤ ʧʨʝʜʫʟʝ˂ʫ, ʦʨʛʘʥʠʟʘʮʠʦʥʠ ʜʠʟʘʿʥ ʟʘʩʥʦʚʘʥ ʥʘ ʧʨʦʮʝʩʠʤʘ 

ʧʨʦʮʝˁʫʿʝ ʩʝ ʢʘʦ ʠʩʧʣʘʪʠʚ ʠ ʫ ʧʦʛʣʝʜʫ ʚʨʝʜʥʦʩʪʠ ʠʤʦʚʠʥʝ ʠ ʫ ʧʦʛʣʝʜʫ ʧʝʨʬʦʨʤʘʥʩʠ 

(Hernaus, 2011). 

ʉʪʨʘʪʝʛʠʿʩʢʠ ʟʥʘʯʘʿ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ ʚʠʜˀʠʚ ʿʝ ʠʟ ˁʠʭʦʚʝ ʿʝʜʠʥʩʪʚʝʥʦʩʪʠ. 

ʆʥʠ ʧʨʝʜʩʪʘʚˀʘʿʫ ʠʟʚʦʨ ʦʜʨʞʠʚʝ ʢʦʥʢʫʨʝʥʪʩʢʝ ʧʨʝʜʥʦʩʪʠ. ʇʨʝʜʫʟʝ˂ʝ ʥʘʿʧʨʝ ʜʦʥʦʩʠ 

ʦʜʣʫʢʫ ʦ ʢʦʥʢʫʨʝʥʪʩʢʦʤ ʧʦʣʦʞʘʿʫ ʢʦʿʠ ʧʨʝʪʝʥʜʫʿʝ ʜʘ ʟʘʫʟʤʝ, a ʟʘʪʠʤ ʪʫ ʦʜʣʫʢʫ 

ʧʨʝʪʚʘʨʘ ʫ ʥʠʟ ʮʠˀʝʚʘ. ʊʘʢʦ ʜʝʬʠʥʠʩʘʥʠʤ ʮʠˀʝʚʠʤʘ ʧʨʝʜʫʟʝ˂ʝ ʧʦʪʦʤ ʜʦʧʫʰʪʘ ʜʘ 

ʜʠʢʪʠʨʘʿʫ ʜʠʟʘʿʥ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ (Harmon, 2003). ɿʥʘʯʠ, ʧʨʦʮʝʩʥʘ ʠʥʠʮʠʿʘʪʠʚʘ 

ʪʨʝʙʘ ʜʘ ʩʝ ʦʜʚʠʿʘ ʫ ʢʦʥʪʝʢʩʪʫ ʦʩʪʚʘʨʝˁʘ ʧʦʩʪʘʚˀʝʥʠʭ ʮʠˀʝʚʘ ʥʘ ʥʠʚʦʫ ʧʨʝʜʫʟʝ˂ʘ. 

ɱʘʩʥʦ ʿʝ ʜʘ ʧʨʦʮʝʩʥʘ ʦʨʠʿʝʥʪʘʮʠʿʘ ʧʨʝʜʩʪʘʚˀʘ ʚʝʣʠʢʠ ʠʟʘʟʦʚ, ʘʣʠ ʠ ʥʫʜʠ 

ʧʦʪʝʥʮʠʿʘʣʥʦ ʟʥʘʯʘʿʥʝ ʙʝʥʝʬʠʪʝ. ʆʨʠʿʝʥʪʘʮʠʿʘ ʥʘ ʧʦʩʣʦʚʥʝ ʧʨʦʮʝʩʝ ʢʦʨʠʩʪʠ 

ʦʙʝʟʙʝʹʫʿʝ ʨʘʟʣʠʯʠʪʠʤ ʛʨʫʧʘʤʘ ʩʪʝʿʢʭʦʣʜʝʨʘ, ʥʘ ʩʚʠʤ ʥʠʚʦʠʤʘ ʠ ʩʚʘʢʦʤ ʜʝʣʫ 

ʧʨʝʜʫʟʝ˂ʘ. 

ʅʘʿʟʥʘʯʘʿʥʠʿʘ ʧʨʝʜʥʦʩʪ ʧʨʦʮʝʩʥʝ ʦʨʠʿʝʥʪʘʮʠʿʝ ʦʛʣʝʜʘ ʩʝ ʫ ʧʨʦʤʦʚʠʩʘˁʫ 

ʬʣʝʢʩʠʙʠʣʥʦʩʪʠ ʠ ʙʨʞʝʤ ʦʜʛʦʚʦʨʫ ʥʘ ʟʘʭʪʝʚʝ ʢʫʧʘʮʘ (Daft, 2010). ʇʨʦʮʝʩʥʘ ʧʨʝʜʫʟʝ˂ʘ, 

ʧʨʝʢʦ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ, ʦʙʝʟʙʝʹʫʿʫ ʫʩʧʦʩʪʘʚˀʘˁʝ ʚʝʟʘ ʠ ʢʦʦʨʜʠʥʘʮʠʿʫ ʠʟʤʝʹʫ 

ʨʘʟʣʠʯʠʪʠʭ ʩʚʦʿʠʭ ʜʝʣʦʚʘ. ʇʦʙʦˀʰʘˁʝʤ ʠʥʪʝʨʥʝ ʢʦʦʨʜʠʥʘʮʠʿʝ ʠ ʢʦʤʫʥʠʢʘʮʠʿʝ, 

ʧʨʦʮʝʩʥʘ ʦʨʠʿʝʥʪʘʮʠʿʘ ʜʦʧʨʠʥʦʩʠ ʩʤʘˁʝˁʫ ʚʨʝʤʝʥʘ ʨʘʜʘ ʫ ʦʢʚʠʨʫ ʿʝʜʥʦʛ ʧʦʩʣʦʚʥʦʛ 

ʮʠʢʣʫʩʘ. ʊʘʢʦʹʝ, ʧʨʦʮʝʩʥʦ ʦʨʠʿʝʥʪʠʩʘʥʘ ʧʨʝʜʫʟʝ˂ʘ ʤʦʛʫ ʙʨʞʝ ʨʝʘʛʦʚʘʪʠ ʥʘ ʥʦʚʝ ʰʘʥʩʝ 

ʩʘ ʪʨʞʠʰʪʘ ʧʦʚʝʟʠʚʘˁʝʤ ʠʣʠ ʨʘʟʜʚʘʿʘˁʝʤ ʧʦʩʣʦʚʥʠʭ ʦʜʥʦʩʘ ʫ ʢʘʥʘʣʠʤʘ ʪʨʘʞˁʝ ʠ 

ʩʥʘʙʜʝʚʘˁʘ (Smith & Fingar, 2003). 

ɼʘˀʝ, ʧʨʦʮʝʩʥʘ ʦʨʠʿʝʥʪʘʮʠʿʘ ʜʦʚʦʜʠ ʜʦ ʧʦʚʝ˂ʘˁʘ ʧʘʨʪʠʮʠʧʘʮʠʿʝ ʠ ʦʩʥʘʞʠʚʘˁʘ 

ʟʘʧʦʩʣʝʥʠʭ. ʆʩʥʘʞʠʚʘˁ ʝ ʠ ʜʘʚʘˁʝ ʦʚʣʘʰ˂ʝˁʘ ʧʦʟʠʪʠʚʥʦ ʫʪʠʯʝ ʥʘ ʤʦʪʠʚʘʮʠʿʫ ʠ 

ʝʥʪʫʟʠʿʘʟʘʤ ʟʘʧʦʩʣʝʥʠʭ. ʊʠʤʩʢʠ ʨʘʜ, ʢʦʿʠ ʧʨʦʤʦʚʠʰʝ ʧʨʦʮʝʩʥʘ ʦʨʠʿʝʥʪʘʮʠʿʘ, ʜʦʚʦʜʠ 

ʜʦ ʧʦʟʠʪʠʚʥʝ ʨʘʜʥʝ ʘʪʤʦʩʬʝʨʝ, ʤʘˁʝ ʢʦʥʬʣʠʢʪʥʠʭ ʩʠʪʫʘʮʠʿʘ ʠ ʦʣʘʢʰʘʥʦʛ ʫʯʝˁʘ. ʋ 

ʧʨʦʮʝʩʥʠʤ ʧʨʝʜʫʟʝ˂ʠʤʘ ʙʠʨʦʢʨʘʪʠʿʘ ʿʝ ʟʥʘʯʘʿʥʦ ʩʤʘˁʝʥʘ, ʧʦʩʣʦʚʥʝ ʘʢʪʠʚʥʦʩʪʠ ʩʫ 

ʫʩʢʣʘʹʝʥʝ ʠ ʩʪʘʥʜʘʨʜʠʟʦʚʘʥʝ, ʜʦʢ ʩʝ ʪʝʞʠ ʝʣʠʤʠʥʠʩʘˁʫ ʘʢʪʠʚʥʦʩʪʠ ʢʦʿʝ ʥʝ ʜʦʧʨʠʥʦʩʝ 

ʩʪʚʘʨʘˁʫ ʚʨʝʜʥʦʩʪʠ ʟʘ ʢʦʨʠʩʥʠʢʝ.  
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ʋʦʧʰʪʝʥʦ, ʙʝʥʝʬʠʪʠ ʦʜ ʧʨʦʮʝʩʥʝ ʦʨʠʿʝʥʪʘʮʠʿʝ ʦʛʣʝʜʘʿʫ ʩʝ ʫ ʧʦʚʝ˂ʘˁʫ ʧʨʠʭʦʜʘ 

ʠ ʩʤʘˁʝˁʫ ʪʨʦʰʢʦʚʘ. ʇʨʠʪʦʤ, ʧʦʚʝ˂ʘˁʝ ʧʨʠʭʦʜʘ ʧʨʝʜʩʪʘʚˀʘ ʨʝʟʫʣʪʘʪ ʧʦʚʝ˂ʘˁʘ 

ʧʨʦʜʫʢʪʠʚʥʦʩʪʠ, ʫʥʘʧʨʝʹʝˁʘ ʢʚʘʣʠʪʝʪʘ ʧʨʦʠʟʚʦʜʘ/ʫʩʣʫʛʘ, ʧʦʨʘʩʪʘ ʪʨʞʠʰʥʦʛ ʫʯʝʰ˂ʘ, 

ʧʦʚʝ˂ʘˁʘ ʬʣʝʢʩʠʙʠʣʥʦʩʪʠ ʠ ʩʧʦʩʦʙʥʦʩʪʠ ʠʥʦʚʠʨʘˁʘ, ʰʠʨʝˁʘ ʟʥʘˁʘ, ʰʠʨʝˁʘ ʩʘʨʘʜˁʝ 

ʠʟʤʝʹʫ ʬʫʥʢʮʠʿʘ, ʧʦʚʝ˂ʘˁʘ ʟʘʜʦʚʦˀʩʪʚʘ ʟʘʧʦʩʣʝʥʠʭ, ʫʩʧʦʩʪʘʚˀʘˁʘ ʜʫʛʦʨʦʯʥʠʭ ʦʜʥʦʩʘ 

ʩʘ ʢʫʧʮʠʤʘ, ʩʪʚʘʨʘˁʘ ʧʦʟʠʪʠʚʥʦʛ ʠʤʠ˅ʘ. ʅʘ ʜʨʫʛʦʿ ʩʪʨʘʥʠ, ʩʤʘˁʝˁʝ ʪʨʦʰʢʦʚʘ 

ʧʦʩʣʝʜʠʮʘ ʿʝ ʩʢʨʘ˂ʝˁʘ ʧʦʩʣʦʚʥʠʭ ʮʠʢʣʫʩʘ, ʝʣʠʤʠʥʠʩʘˁʘ ʥʝʧʦʪʨʝʙʥʠʭ ʘʢʪʠʚʥʦʩʪʠ, ʢʘʦ 

ʠ ʘʢʪʠʚʥʦʩʪʠ ʢʦʿʝ ʥʝ ʩʪʚʘʨʘʿʫ ʚʨʝʜʥʦʩʪ, ʩʤʘˁʝˁʘ ʦʪʧʘʜʘʢʘ ʠ ʜʝʬʝʢʘʪʘ, ʙʦˀʝʛ 

ʨʘʟʫʤʝʚʘˁʘ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ ʠ ʚʝ˂ʝ ʪʨʘʥʩʧʘʨʝʥʪʦʩʪʠ, ʙʨʞʝ ʨʘʟʤʝʥʝ ʠʥʬʦʨʤʘʮʠʿʘ, 

ʙʦˀʝ ʢʦʦʨʜʠʥʘʮʠʿʝ ʠʟʤʝʹʫ ʟʘʧʦʩʣʝʥʠʭ (ʈʘʜʦʩʘʚˀʝʚʠ˂, 2016; Sikavica & Hernaus, 2011). 

ʆʙʠʤʥʘ ʣʠʪʝʨʘʪʫʨʘ ʦ ʧʨʦʮʝʩʥʦʿ ʦʨʠʿʝʥʪʘʮʠʿʠ ʧʨʝʜʫʟʝ˂ʘ (Davenport, 1993; 

Harmon, 2003; Ġkrinjar, Stemberger, Hernaus, 2007; ʈʘʜʦʩʘʚˀʝʚʠ˂, 2016; Glavan & 

Vukġiĺ, 2017) ʩʫʛʝʨʠʰʝ ʤʦʛʫ˂ʥʦʩʪ ʧʦʚʝ˂ʘˁʘ ʫʢʫʧʥʠʭ ʧʝʨʬʦʨʤʘʥʩʠ ʧʨʝʜʫʟʝ˂ʘ 

ʫʩʚʘʿʘˁʝʤ ʧʨʦʮʝʩʥʝ ʦʨʠʿʝʥʪʘʮʠʿʝ. ɽʤʧʠʨʠʿʩʢʠ ʨʝʟʫʣʪʘʪʠ ʩʫ ʧʦʪʚʨʜʠʣʠ ʜʘ ʧʨʝʜʫʟʝ˂ʘ ʩʘ 

ʿʘʯʠʤ ʧʨʦʮʝʩʥʠʤ ʬʦʢʫʩʦʤ ʧʦʩʪʠʞʫ ʙʦˀʠ ʫʢʫʧʥʠ ʧʦʩʣʦʚʥʠ ʨʝʟʫʣʪʘʪ (Kohlbacher & 

Reijers, 2013). ʊʘʢʦ, ɹʘʿ ʨʥ (Byrne, 1993) ʥʘʚʦʜʠ ʙʨʦʿʥʝ ʧʨʠʤʝʨʝ ʧʨʝʜʫʟʝ˂ʘ ʫʩʤʝʨʝʥʠʭ ʥʘ 

ʧʦʩʣʦʚʥʝ ʧʨʦʮʝʩʝ, ʢʦʘʿ ʩʫ ʧʦʩʪʠʛʣʘ ʩʤʘˁʝˁʝ ʪʨʦʰʢʦʚʘ ʦʜ 30% ʠʣʠ ʚʠʰʝ. ʄʝʢʂʦʨʤʘʢ ʠ 

ɷʦʥʩʦʥ (2001) ʙʠʣʠ ʩʫ ʤʝʹʫ ʧʨʚʠʤʘ ʢʦʿʠ ʩʫ ʝʤʧʠʨʠʿʩʢʠ ʧʦʪʚʨʜʠʣʠ ʚʝʟʫ ʠʟʤʝʹʫ ʥʠʚʦʘ 

ʧʨʦʮʝʩʥʝ ʦʨʠʿʝʥʪʘʮʠʿʝ ʠ ʦʩʪʚʘʨʝʥʠʭ ʧʝʨʬʦʨʤʘʥʩʠ ʧʨʝʜʫʟʝ˂ʘ. ʅʝʢʦʣʠʢʦ ʘʫʪʦʨʘ 

(Hammer, 2007b; Mu¶oz et al., 2011) ʥʘʚʦʜʠ ʜʘ ʫʩʚʘʿʘˁʝ ʧʨʦʮʝʩʥʦʛ ʧʨʠʩʪʫʧʘ ʚʦʜʠ ʢʘ 

ʙʦˀʠʤ ʬʠʥʘʥʩʠʿʩʢʠʤ ʧʝʨʬʦʨʤʘʥʩʘʤʘ. ʐʢʨʠˁʘʨ ʠ ʢʦʘʫʪʦʨʠ (2007) ʥʘʧʨʘʚʠʣʠ ʩʫ ʢʦʨʘʢ 

ʜʘˀʝ ʠ ʧʦʢʘʟʘʣʠ ʜʘ ʿʝ ʦʨʠʿʝʥʪʘʮʠʿʘ ʥʘ ʧʦʩʣʦʚʥʝ ʧʨʦʮʝʩʝ ʢʦʨʠʩʥʘ ʠ ʜʘ ʦʩʪʚʘʨʫʿʝ ʿʘʯʠ, 

ʜʠʨʝʢʪʘʥ, ʢʨʘʪʢʦʨʦʯʥʠ ʫʪʠʮʘʿ ʥʘ ʥʝʬʠʥʘʥʩʠʿʩʢʝ ʤʝʨʝ ʫʯʠʥʢʘ (ʩʘʪʠʩʬʘʢʮʠʿʘ 

ʟʘʧʦʩʣʝʥʠʭ, ʟʘʜʦʚʦˀʩʪʚʦ ʢʫʧʘʮʘ, ʦʜʥʦʩʠ ʩʘ ʜʦʙʘʚˀʘʯʠʤʘ), ʜʦʢ ʿʝ ʫʪʠʮʘʿ ʥʘ 

ʬʠʥʘʥʩʠʿʩʢʝ ʤʝʨʝ ʫʯʠʥʢʘ ʠʥʜʠʨʝʢʪʘʥ ʠ ʜʫʛʦʪʨʘʿʘʥ.  

ʀʩʪʨʘʞʠʚʘˁʘ ʙʨʦʿʥʠʭ ʘʫʪʦʨʘ (Hammer, 2007b; K¿ng & Hagen, 2007; Hertz, 

Johansson & de Jager, 2001) ʧʦʪʚʨʜʠʣʘ ʩʫ ʧʦʟʠʪʠʚʥʝ ʝʬʝʢʪʝ ʧʨʦʮʝʩʥʝ ʦʨʠʿʝʥʪʘʮʠʿʝ ʥʘ 

ʩʘʪʠʩʬʘʢʮʠʿʫ ʢʫʧʘʮʘ. ʊʘʿ ʝʬʝʢʘʪ ʿʝ ʦʩʪʚʘʨʠʚ ʙʠʣʦ ʧʨʝʢʦ ʫʪʠʮʘʿʘ ʥʘ ʩʢʨʘ˂ʝˁʝ ʚʨʝʤʝʥʘ 

ʨʝʘʣʠʟʘʮʠʿʝ ʧʨʦʮʝʩʘ, ʙʠʣʦ ʧʨʝʢʦ ʧʦʚʝ˂ʘˁʘ ʢʚʘʣʠʪʝʪʘ ʨʝʘʣʠʟʘʮʠʿʝ, ʙʠʣʦ ʧʨʝʢʦ 

ʫʥʘʧʨʝʹʝˁʘ ʧʦʫʟʜʘʥʦʩʪʠ ʠʩʧʦʨʫʢʝ. ʍʘʨʤʦʥ (2018) ʥʘʚʦʜʠ, ʫ ʦʢʚʠʨʫ ʨʝʟʫʣʪʘʪʘ 

ʛʣʦʙʘʣʥʦʛ ʠʩʪʨʘʞʠʚʘˁʘ ʩʪʘˁʘ ʋʇʇ, ʜʘ ʩʝ 65% ʘʥʢʝʪʠʨʘʥʠʭ ʩʣʦʞʠʣʦ ʠʣʠ ʩʝ ʫ 
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ʧʦʪʧʫʥʦʩʪʠ ʩʣʦʞʠʣʦ ʜʘ ʦʨʠʿʝʥʪʘʮʠʿʘ ʥʘ ʧʨʦʮʝʩʝ ʫʟ ʧʨʠʤʝʥʫ ʩʘʚʨʝʤʝʥʝ ʪʝʭʥʦʣʦʛʠʿʝ 

ʜʦʧʨʠʥʦʩʠ ʧʦʙʦˀʰʘˁʫ ʝʬʠʢʘʩʥʦʩʪʠ ʠ ʟʘʜʦʚʦˀʩʪʚʘ ʢʫʧʘʮʘ.  

ʇʨʠʤʝʥʘ ʧʨʦʮʝʩʥʝ ʦʨʠʿʝʥʪʘʮʠʿʝ ʤʦʛʫ˂ʘ ʿʝ ʫ ʩʚʠʤ ʧʨʝʜʫʟʝ˂ʠʤʘ, ʥʝʟʘʚʠʩʥʦ ʦʜ 

ʜʝʣʘʪʥʦʩʪʠ ʠ ʚʝʣʠʯʠʥʝ. ʂʦʣʙʘʢʝʨ (Kohlbacher, 2009) ʝʤʧʨʠʿʩʢʠ ʧʦʪʚʨʹʫʿʝ ʧʦʩʪʘʿʘˁʝ 

ʧʦʟʠʪʠʚʥʠʭ ʝʬʝʢʪʘ ʫʩʚʘʿʘˁʘ ʧʨʦʮʝʩʥʝ ʦʨʠʿʝʥʪʘʮʠʿʝ ʥʘ ʧʝʨʬʦʨʤʘʥʩʝ ʢʘʢʦ ʚʝʣʠʢʠʭ ʪʘʢʦ 

ʠ ʩʨʝʜˁʠʭ ʧʨʝʜʫʟʝ˂ʘ. ʊʨʝʥʫʪʥʦ ʚʝ˂ʠʥʘ ʧʨʠʤʝʨʘ ʠʤʧʣʝʤʝʥʪʘʮʠʿʝ ʧʨʠʩʪʫʧʘ ʟʘʩʥʦʚʘʥʦʛ 

ʥʘ ʧʨʦʮʝʩʠʤʘ ʧʦʪʠʯʝ ʠʟ ʚʠʩʦʢʦʪʝʭʥʦʣʦʰʢʠʭ ʠʥʜʫʩʪʨʠʿʘ, ʪʝʣʝʢʦʤʫʥʠʢʘʮʠʿʘ, ʬʠʥʘʥʩʠʿʘ 

ʠ ʦʩʠʛʫʨʘˁʘ, ʢʘʦ ʠ ʧʨʦʠʟʚʦʜˁʝ, ʢʦʿʘ ʿʝ ʪʨʘʜʠʮʠʦʥʘʣʥʦ ʧʨʦʮʝʩʥʦ ʦʨʠʿʝʥʪʠʩʘʥʘ, ʢʘʦ ʥʘ 

ʧʨʠʤʝʨ. Texas Instruments, Progressive Insurance, American Standard Companies.... 

ʆʚʘʢʚʦ ʩʪʘˁʝ ʥʝ ʟʥʘʯʠ ʜʘ ʧʨʝʜʫʟʝ˂ʘ ʠʟ ʜʨʫʛʠʭ ʜʝʣʘʪʥʦʩʪʠ ʥʠʩʫ ʟʘʠʥʪʝʨʝʩʦʚʘʥʘ ʟʘ 

ʧʨʦʮʝʩʥʫ ʦʨʠʿʝʥʪʘʮʠʿʫ ʠʣʠ ʜʘ ʥʝ ʚʠʜʝ ʢʦʨʠʩʪʠ ˁʝʥʝ ʧʨʠʤʝʥʝ, ʚʝ˂ ʩʧʦʨʦ ʨʝʘʛʫʿʫ ʥʘ ʥʦʚʝ 

ʧʦʩʣʦʚʥʝ ʟʘʭʪʝʚʝ (Hernaus, 2011).  

ɻʣʦʙʘʣʥʦ ʠʩʪʨʘʞʠʚʘˁʝ ʩʧʨʦʚʝʜʝʥʦ 2017. ʛʦʜʠʥʝ (Harmon, 2018) ʠʜʝʥʪʠʬʠʢʫʿʝ 

ʢʘʦ ʛʣʘʚʥʠ ʧʦʢʨʝʪʘʯ ʦʨʠʿʝʥʪʘʮʠʿʝ ʥʘ ʧʦʩʣʦʚʥʝ ʧʨʦʮʝʩʝ ʫʰʪʝʜʫ ʫ ʚʠʜʫ ʩʤʘˁʝˁʘ 

ʪʨʦʰʢʦʚʘ ʠ ʫʥʘʧʨʝʹʝˁʘ ʧʨʦʜʫʢʪʠʚʥʦʩʪʠ. ʋʩʧʝʰʥʦʩʪ ʧʦʩʣʦʚʘˁʘ ʩʘʚʨʝʤʝʥʠʭ ʧʨʝʜʫʟʝ˂ʘ 

ʦʧʨʝʜʝˀʠʚʘ˂ʝ ʥʠʚʦ ˁʠʭʦʚʝ ʧʨʦʮʝʩʥʝ ʦʨʠʿʝʥʪʘʮʠʿʝ, ʤʘʜʘ ʿʝ ʥʝʦʧʭʦʜʥʦ ʠʤʘʪʠ ʫ ʚʠʜʫ ʜʘ 

ʧʨʦʮʝʩʥʘ ʦʨʠʿʝʥʪʘʮʠʿʘ ʥʠʿʝ ʟʘʤʝʥʘ ʟʘ ʢʚʘʣʠʪʝʪʥʝ ʧʨʦʠʟʚʦʜʝ / ʫʩʣʫʛʝ (Hernaus, 2011).  
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2. ʂʆʅʎɽʇʊʋɸʃʅʀ ʆʂɺʀʈ ʋʇʈɸɺɲɸɳɸ ʇʆʉʃʆɺʅʀʄ ʇʈʆʎɽʉʀʄɸ 

ʋʩʚʘʿʘˁʝ ʧʨʦʮʝʩʥʝ ʦʨʠʿʝʥʪʘʮʠʿʝ ʧʦʜʨʘʟʫʤʝʚʘ 

ʧʨʦʤʝʥʫ ʜʦʪʘʜʘʰˁʝʛ ʥʘʯʠʥʘ ʫʧʨʘʚˀʘˁʘ. 

ʋʧʨʘʚˀʘˁʝ ʧʦʩʣʦʚʥʠʤ ʧʨʦʮʝʩʠʤʘ ʢʘʦ ʭʦʣʠʩʪʠʯʢʠ 

ʧʨʠʩʪʫʧ ʫʧʨʘʚˀʘˁʫ ʧʨʠʢʘʟʘʥʦ ʿʝ ʫ ʦʚʦʤ ʧʦʛʣʘʚˀʫ. 

ʇʨʝʟʝʥʪʦʚʘʥʝ ʩʫ ʥʝʦʧʭʦʜʥʝ ʩʧʦʩʦʙʥʦʩʪʠ ʟʘ ʫʩʧʝʰʥʦ 

ʫʧʨʘʚˀʘˁʝ ʧʨʦʮʝʩʠʤʘ, ʥʠʚʦʠ ʫʧʨʘʚˀʘˁʘ ʠ ʮʠˀʝʚʠ. 

ʅʘʚʝʜʝʥʠ ʩʫ ʧʨʠʥʮʠʧʠ ʠ ʧʨʘʚʘʮ ʜʘˀʝʛ ʨʘʟʚʦʿʘ 

ʫʧʨʘʚˀʘˁʘ ʧʨʦʮʝʩʠʤʘ ʩʘʛʣʝʜʘʥ ʿʝ ʩʘ ʩʪʘʥʦʚʠʰʪʘ 

ʨʘʟʚʦʿʘ ʠʥʬʦʨʤʘʮʠʦʥʝ ʪʝʭʥʦʣʦʛʠʿʝ. 

2.1. ʋʧʨʘʚˀʘˁʝ ʧʦʩʣʦʚʥʠʤ ʧʨʦʮʝʩʠʤʘ ï ʭʦʣʠʩʪʠʯʢʠ ʧʨʠʩʪʫʧ ʫʧʨʘʚˀʘˁʫ 

ʂʦʥʢʫʨʝʥʪʥʦ ʛʣʦʙʘʣʥʦ ʪʨʞʠʰʪʝ ʥʦʚʦʛ ʤʠʣʝʥʠʿʫʤʘ ʧʦʜʠʛʣʦ ʿʝ ʩʚʝʩʪ ʦ 

ʧʦʩʣʦʚʥʠʤ ʧʨʦʮʝʩʠʤʘ ʢʘʦ ʥʘʿʚʘʞʥʠʿʦʿ ʧʘʨʘʜʠʛʤʠ ʫʧʨʘʚˀʘˁʘ. ʈʘʥʠʭ 1990-ʠʭ ʛʦʜʠʥʘ 

ʧʘʞˁʫ ʘʢʘʜʝʤʠʢʘ ʠ ʧʨʘʢʪʠʯʘʨʘ ʧʨʠʚʣʘʯʠ ʢʦʥʮʝʧʪ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ ʠ ʧʨʦʮʝʩʥʝ 

ʦʨʠʿʝʥʪʘʮʠʿʝ (Davenport, 1993). ʇʨʝʤʘ ʈʘʜʦʩʘʚˀʝʚʠ˂ (2016) ʋʇʇ ʧʦʜʨʘʟʫʤʝʚʘ ʫʩʚʘʿʘˁʝ 

ʧʨʦʮʝʩʥʦʛ ʧʨʠʩʪʫʧʘ ʢʘʦ ʥʘʯʠʥʘ ʠʟʚʨʰʝˁʘ ʩʚʠʭ ʟʘʜʘʪʘʢʘ ʫ ʧʨʝʜʫʟʝ˂ʫ. 

ʀʥʪʝʨʝʩʦʚʘˁʝ ʟʘ ʋʇʇ ʧʦʣʘʢʦ ʿʝ ʝʚʦʣʫʠʨʘʣʦ (Harmon, 2018). ʇʨʝʤʘ ɻʨʦʚʝʨʫ, 

ʂʝʪʠʥ˅ʝʨʫ ʠ ʊʝʥʛʫ (Grover, Kettinger & Teng, 2000) ʟʥʘʯʘʿ ʧʨʦʮʝʩʥʦʛ ʨʘʟʤʠʰˀʘˁʘ 

ʧʨʝʧʦʟʥʘʪ ʿʝ ʦʜ ʩʪʨʘʥʝ ʚʝ˂ʠʥʝ ʧʨʝʜʫʟʝ˂ʘ. ʇʨʠʪʦʤ, ʥʝʢʘ ʧʨʝʜʫʟʝ˂ʘ ʨʘʟʚʠʿʫ ʧʦʩʣʦʚʥʝ 

ʧʨʦʮʝʩʝ ʥʘ ʩʠʩʪʝʤʘʪʠʯʘʥ ʥʘʯʠʥ, ʘʣʠ ʚʝ˂ʠʥʘ ʧʨʝʜʫʟʝ˂ʘ ʪʦ ʥʝ ʯʠʥʠ (Harmon, 2018). 

ʋʤʝʩʪʦ ʪʦʛʘ, ʫʩʨʝʜʩʨʝʹʝʥʠ ʩʫ ʥʘ ʧʦʿʝʜʠʥʘʯʥʝ ʧʨʦʮʝʩʝ ʠ ʧʦʿʝʜʠʥʘʯʥʘ ʧʨʠʣʘʛʦʹʘʚʘˁʘ 

ʥʦʚʠʤ ʪʝʭʥʦʣʦʛʠʿʘʤʘ ʠ ʢʨʝ˂ʫ ʩʝ ʦʜ ʿʝʜʥʦʛ ʜʦ ʜʨʫʛʦʛ ʥʘʧʦʨʘ ʟʘ ʫʥʘʧʨʝʹʝˁʝ ʧʨʦʮʝʩʘ. 

ʄʥʦʛʘ ʧʨʝʜʫʟʝ˂ʘ ʠʜʝʥʪʠʬʠʢʫʿʫ ʥʝʬʫʥʢʮʠʦʥʘʣʥʦʩʪ ˁʠʭʦʚʠʭ ʜʫʛʦʛʦʜʠʰˁʠʭ ʧʦʩʣʦʚʥʠʭ 

ʤʦʜʝʣʘ ʠ ʪʝʞʝ ʢʘ ʦʪʢʨʠʚʘˁʫ ʥʦʚʠʭ ʫ ʮʠˀʫ ʘʜʘʧʪʠʨʘˁʘ ʨʘʜʠʢʘʣʥʦ ʧʨʦʤʝʥˀʠʚʠʤ 

ʟʘʭʪʝʚʠʤʘ ʢʫʧʘʮʘ. ʋ ʪʦʤ ʢʦʥʪʝʢʩʪʫ ʋʇʇ ʧʦʩʤʘʪʨʘ ʩʝ ʢʘʦ ʧʦʩʣʦʚʥʠ ʠʤʧʝʨʘʪʠʚ ʠ ʥʘʯʠʥ 

ʥʘ ʢʦʿʠ ʩʝ ʟʘʭʪʝʚʠ ʢʫʧʘʮʘ ʧʨʝʪʚʘʨʘʿʫ ʫ ʨʝʘʣʥʝ ʧʨʦʠʟʚʦʜʝ ʠ ʫʩʣʫʛʝ. ʂʦʥʮʝʧʪ ʋʇʇ ʠʤʘ 

ʜʚʘ ʟʥʘʯʘʿʥʘ ʠʥʪʝʣʝʢʪʫʘʣʥʘ ʫʧʦʨʠʰʪʘ (Hammer, vom Brocke & Rosemann, 2015). ɼʝʣʘ 

ʐʫʚʘʨʪʘ ʠ ɼʝʤʠʥʛʘ (Shewhart 1986, Deming 1953) ʦ ʩʪʘʪʠʩʪʠʯʢʦʿ ʢʦʥʪʨʦʣʠ ʧʨʦʮʝʩʘ ʫ 

ʮʠˀʫ ʩʤʘˁʝˁʘ ʚʘʨʠʿʘʮʠʿʘ ʫ ʦʙʘʚˀʘˁʫ ʟʘʜʘʪʘʢʘ, ʧʨʝʜʩʪʘʚˀʘʿʫ ʧʨʚʠ ʠʟʚʦʨ. ɼʨʫʛʠ 

ʠʥʪʝʣʝʢʪʫʘʣʥʠ ʠʟʚʦʨ ʋʇʇ ʿʝʩʫ ʨʘʜʦʚʠ ɼʘʚʝʥʧʦʨʪʘ ʠ ʐʦʨʪʘ (Davenport, Short, 1990), 
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ʍʘʤʝʨʘ (1990) ʠ ʍʘʤʝʨʘ ʠ ʏʘʤʧʠʿʘ (Hammer & Champy, 1993) ʢʦʿʠ ʩʝ ʦʜʥʦʩʝ ʥʘ ʧʦʿʘʚʫ 

ʨʝʠʥʞʝˁʝʨʠʥʛʘ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ.  

ʅʘ ʪʝʤʝˀʠʤʘ ʧʦʤʝʥʫʪʠʭ ʠʟʚʦʨʘ ʥʘʩʪʘʿʝ ʋʧʨʘʚˀʘˁʝ ʧʦʩʣʦʚʥʠʤ ʧʨʦʮʝʩʠʤʘ. ʈʝʯ ʿʝ 

ʦ ʤʣʘʜʦʿ ʥʘʫʯʥʦʿ ʜʠʩʮʠʧʣʠʥʠ. ʋʇʇ ʿʝ, ʟʘʧʨʘʚʦ, ʥʘʫʯʥʘ ʠ ʥʘʩʪʘʚʥʘ ʜʠʩʮʠʧʣʠʥʘ ʢʦʿʘ 

ʢʦʨʠʩʪʠ ʨʘʟʥʝ ʤʝʪʦʜʝ ʟʘ ʦʪʢʨʠʚʘˁʝ, ʤʦʜʝʣʠʨʘˁʝ, ʘʥʘʣʠʟʫ, ʤʝʨʝˁʝ, ʧʦʙʦˀʰʘˁʝ ʠ 

ʦʧʪʠʤʠʟʘʮʠʿʫ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ (Gartner, 2020). ɻʣʘʚʥʘ ʢʘʨʘʢʪʝʨʠʩʪʠʢʘ ʠ ʫʧʨʘʚʦ 

ʧʨʝʜʥʦʩʪ ʦʚʝ ʜʠʩʮʠʧʣʠʥʝ ʿʝ ˁʝʥʘ ʤʫʣʪʠʜʠʩʮʠʧʣʠʥʘʨʥʦʩʪ (Burlton, 2001). ɿʥʘʯʘʿ 

ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ ʟʘ ʫʩʧʝʰʥʦʩʪ ʧʦʩʣʦʚʘˁʘ ʫʦʯʝʥʘ ʿʝ ʥʘʿʧʨʝ ʫ ʧʨʘʢʩʠ, ʘʣʠ ʥʝʜʫʛʦ 

ʟʘʪʠʤ ʨʘʟʣʠʯʠʪʝ ʜʨʫʰʪʚʝʥʝ, ʪʝʭʥʠʯʢʝ, ʠʥʬʦʨʤʘʮʠʦʥʝ ʜʠʩʮʠʧʣʠʥʝ ʧʦʯʠˁʫ ʠʟʫʯʘʚʘʪʠ 

ʧʦʩʣʦʚʥʝ ʧʨʦʮʝʩʝ. ʂʘʜʘ ʿʝ ʨʝʯ ʦ ʥʘʩʪʘʚʥʠʤ ʜʠʩʮʠʧʣʠʥʘʤʘ, ʋʇʇ ʿʝ ʥʘʿʪʝʰˁʝ ʧʦʚʝʟʘʥʦ 

ʩʘ ʋʧʨʘʚˀʘˁʝʤ ʢʚʘʣʠʪʝʪʦʤ, ʋʧʨʘʚˀʘˁʝʤ ʧʨʦʤʝʥʘʤʘ, ʋʧʨʘʚˀʘˁʝʤ ˀʫʜʩʢʠʤ 

ʨʝʩʫʨʩʠʤʘ, ʋʧʨʘʚˀʘˁʝʤ ʠʥʬʦʨʤʘʮʠʦʥʠʤ ʪʝʭʥʦʣʦʛʠʿʘʤʘ, ʋʧʨʘʚˀʘˁʝʤ ʣʘʥʮʝʤ 

ʩʥʘʙʜʝʚʘˁʘ ʠ ʩʣʠʯʥʦ.  

ɿʥʘʯʘʿʥʦ ʦʙʝʣʝʞʿʝ ʋʇʇ ʿʝʩʪʝ ʭʦʣʠʩʪʠʯʢʠ ʧʨʠʩʪʫʧ ʪʝʤʘʪʠʮʠ ʧʨʦʮʝʩʘ ʠ ˁʠʭʦʚʦʤ 

ʫʧʨʘʚˀʘˁʫ. ɼʠʊʦʨʦ ʠ ʄʝʢʂʝʿʙ (DeToro & McCabe, 1997) ʚʠʜʝ ʋʇʇ ʢʘʦ ʥʦʚʠ ʥʘʯʠʥ 

ʫʧʨʘʚˀʘˁʘ ʧʨʝʜʫʟʝ˂ʝʤ, ʜʨʫʛʘʯʠʿʠ ʦʜ ʬʫʥʢʮʠʦʥʘʣʥʦʛ, ʭʠʿʝʨʘʨʭʠʿʩʢʦʛ ʧʨʠʩʪʫʧʘ 

ʫʧʨʘʚˀʘˁʫ. ʇʨʝʤʘ ʦʚʠʤ ʘʫʪʦʨʠʤʘ ʋʇʇ ʧʨʫʞʘ ʩʚʝʦʙʫʭʚʘʪʥʠʿʠ ʥʠʟ ʦʧʮʠʿʘ ʟʘ 

ʫʥʘʧʨʝʹʝˁʝ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ. ʇʨʝʜʫʟʝ˂ʝ ʩʝ ʧʦʩʤʘʪʨʘ ʢʘʦ ʥʠʟ ʤʝʹʫʬʫʥʢʮʠʦʥʘʣʥʠʭ 

ʧʨʦʮʝʩʘ ʟʘ ʯʠʿʫ ʨʝʘʣʠʟʘʮʠʿʫ ʧʦʣʠʪʠʢʘ ʠ ʩʤʝʨʥʠʮʝ ʿʦʰ ʫʚʝʢ ʜʦʣʘʟʝ ʩʘ ʚʨʭʘ ʧʨʝʜʫʟʝ˂ʘ, 

ʘʣʠ ʦʚʣʘʰ˂ʝˁʝ ʟʘ ʠʩʧʠʪʠʚʘˁʝ, ʦʩʧʦʨʘʚʘˁʝ ʠ ʧʨʦʤʝʥʫ ʤʝʪʦʜʝ ʨʘʜʘ ʜʝʣʝʛʠʨʘ ʩʝ 

ʧʨʦʮʝʩʥʦʤ ʪʠʤʫ, ʢʦʿʠ ʠʤʘ ʚʠʰʝ ʬʫʥʢʮʠʿʘ. ʊʠʤʦʚʠ ʩʫ ʩʘʜʘ ʦʜʛʦʚʦʨʥʠ ʟʘ ʠʩʧʫˁʝˁʝ 

ʟʘʭʪʝʚʘ ʢʦʨʠʩʥʠʢʘ, ʩʢʨʘ˂ʝˁʝ ʚʨʝʤʝʥʘ ʦʙʘʚˀʘˁʘ ʟʘʜʘʪʘʢʘ, ʩʤʘˁʝˁʝ ʪʨʦʰʢʦʚʘ ʠ 

ʫʥʘʧʨʝʹʝˁʘ ʢʦʥʟʠʩʪʝʥʪʥʦʩʪʠ ʦʩʪʚʘʨʝʥʠʭ ʨʝʟʫʣʪʘʪʘ. ʈʦʫʟʤʘʥ ʠ ɹʨʦʢ (Rosemann &  

Brocke, 2010) ʪʘʢʦʹʝ ʠʩʪʠʯʫ ʋʇʇ ʢʘʦ ʭʦʣʠʩʪʠʯʢʠ ʧʨʠʩʪʫʧ ʫʧʨʘʚˀʘˁʫ ʢʦʿʠ ʧʨʦʤʦʚʠʰʝ 

ʧʦʩʣʦʚʥʫ ʝʬʝʢʪʠʚʥʦʩʪ ʠ ʝʬʠʢʘʩʥʦʩʪ, ʪʝʞʠ˂ʠ ʠʥʦʚʘʮʠʿʘʤʘ, ʬʣʝʢʩʠʙʠʣʥʦʩʪʠ ʠ 

ʠʥʪʝʛʨʘʮʠʿʠ ʩʘ ʪʝʭʥʦʣʦʛʠʿʦʤ.  

ʋʇʇ ʢʘʦ ʭʦʣʠʩʪʠʯʢʠ ʧʨʠʩʪʫʧ ʫʧʨʘʚˀʘˁʫ ʧʨʦʤʝʥʘʤʘ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ 

ʧʨʝʜʫʟʝ˂ʘ ʧʨʠʩʫʪʥʦ ʿʝ ʠ ʫ ʨʘʜʦʚʠʤʘ ɸʨʤʠʩʪʝʜʘ ʠ ʄʝʿʯʠʥʘ (Armistead & Machin, 1998), 

ʇʨʠʪʯʘʨʜʘ ʠ ɸʨʤʠʩʪʝʜʘ (Pritchard & Armistead, 1999), ʈʦʫʟʤʘʥ ʠ ʩʘʨʘʜʥʠʢʘ (Rosemann, 

De Bruin & Power, 2006). ɱʝʩʪʦʥ ʠ ʅʝʣʩ (Jeston & Nelis, 2008), ʋʇʇ ʜʝʬʠʥʠʰʫ ʢʘʦ 

ʭʦʣʠʩʪʠʯʢʠ ʧʨʠʩʪʫʧ ʧʨʘʢʩʠ ʫʧʨʘʚˀʘˁʘ ʧʨʝʜʫʟʝ˂ʝʤ ʛʜʝ ʩʫ ʬʘʢʪʦʨʠ ʢʘʦ ʰʪʦ ʩʫ: 

ʨʘʟʫʤʝʚʘˁʝ ʠ ʫʢˀʫʯʠʚʘˁʝ ʦʜ ʩʪʨʘʥʝ ʪʦʧ ʤʝʥʘ˅ʤʝʥʪʘ, ʿʘʩʥʦ ʜʝʬʠʥʠʩʘʥʝ ʫʣʦʛʝ, ʪʝʭʥʠʢʝ, 
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ʜʦʙʨʦ ʦʙʫʯʝʥʠ ʟʘʧʦʩʣʝʥʠ ʠ ʘʜʝʢʚʘʪʥʘ ʢʫʣʪʫʨʘ ʦʩʥʦʚʘ ʟʘ ʧʦʩʪʠʟʘˁʝ ʞʝˀʝʥʦʛ ʨʝʟʫʣʪʘʪʘ. 

ʉʣʠʯʥʦ, ɼʝ ʆʣʠʚʝʠʨʘ, ʃʝʜʝʨʘ ʠ ʄʝʢʂʦʨʤʘʢ (De Oliveira, Ladeira & McCormack, 2011) 

ʋʇʇ ʦʜʨʝʹʫʿʫ ʢʘʦ ʭʦʣʠʩʪʠʯʢʠ ʧʨʠʩʪʫʧ ʫʧʨʘʚˀʘˁʫ ʫʩʤʝʨʝʥ ʥʘ ʠʜʝʥʪʠʬʠʢʦʚʘˁʝ, 

ʜʝʬʠʥʠʩʘˁʝ, ʨʝʘʣʠʟʘʮʠʿʫ, ʤʝʨʝˁʝ, ʧʨʘ˂ʝˁʝ, ʘʥʘʣʠʟʫ ʠ ʥʝʧʨʝʢʠʜʥʦ ʧʦʙʦˀʰʘˁʝ 

ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ. ʀʘʢʦ ʩʫ ʤʥʦʛʘ ʧʨʝʜʫʟʝ˂ʘ ʫʢˀʫʯʝʥʘ ʫ ʠʥʠʮʠʿʘʪʠʚʝ ʟʘ ʫʥʘʧʨʝʹʝˁʝ 

ʧʨʦʮʝʩʘ, ʩʘʤʦ ʤʘʣʠ ʙʨʦʿ ˁʠʭ ʩʣʝʜʠ ʭʦʣʠʩʪʠʯʢʫ ʚʠʟʠʿʫ (Neubauer, 2009). 

ʋʇʇ ʿʝ ʧʨʠʩʪʫʧ ʦʜ ʟʥʘʯʘʿʘ ʟʘ ʦʩʪʚʘʨʠʚʘˁʝ ʧʣʘʥʠʨʘʥʠʭ ʧʦʩʣʦʚʥʠʭ ʧʝʨʬʦʨʤʘʥʩʠ 

(Zairi, 1997). ʇʨʝʤʘ ʄʝʢʂʦʨʤʘʢʫ ʠ ʩʘʨʘʜʥʠʮʠʤʘ (McCormack et al, 2009) ʥʘʧʨʝʜʦʚʘˁʝʤ 

ʥʘ ʧʦˀʫ ʋʇʇ ʧʨʝʜʫʟʝ˂ʝ ʦʩʠʛʫʨʘʚʘ ʙʦˀʫ ʢʦʥʪʨʦʣʫ ʥʘʜ ʨʝʟʫʣʪʘʪʠʤʘ, ʢʚʘʣʠʪʝʪʥʠʿʫ 

ʧʨʦʿʝʢʮʠʿʫ ʮʠˀʝʚʘ, ʪʨʦʰʢʦʚʘ ʠ ʧʝʨʬʦʨʤʘʥʩʠ, ʩʪʠʯʝ ʚʝ˂ʫ ʝʬʠʢʘʩʥʦʩʪ ʫ ʦʩʪʚʘʨʠʚʘˁʫ 

ʧʦʩʪʘʚˀʝʥʠʭ ʮʠˀʝʚʘ ʠ ʫʥʘʧʨʝʹʫʿʝ ʩʧʦʩʦʙʥʦʩʪ ʧʨʝʜʣʘʛʘˁʘ ʠʥʦʚʘʮʠʿʘ. ʋ ʩʘʚʨʝʤʝʥʦʤ, 

ʧʨʦʤʝˁʠʚʦʤ ʧʦʩʣʦʚʥʦʤ ʦʢʨʫʞʝˁʫ ʋʇʇ ʧʨʝʜʩʪʘʚˀʘ ʿʝʜʥʦ ʦʜ ʩʨʝʜʩʪʘʚʘ ʟʘ ʦʜʛʦʚʦʨ ʥʘ 

ʠʟʘʟʦʚʝ ʫʥʘʧʨʝʹʝˁʘ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ ʫ ʮʠˀʫ ʦʧʪʠʤʠʟʘʮʠʿʝ ʧʝʨʬʦʨʤʘʥʩʠ (ʊrkman, 

2010). ʋʇʇ ʥʘ ʪʘʿ ʥʘʯʠʥ ʤʦʞʝ ʜʦʧʨʠʥʝʪʠ ʧʦʚʝ˂ʘˁʫ ʢʦʥʢʫʨʝʥʪʥʦʩʪʠ ʥʘ ʨʘʟʣʠʯʠʪʠʤ 

ʪʨʞʠʰʪʠʤʘ ʥʘ ʢʦʿʠʤʘ ʥʘʩʪʫʧʘ ʧʨʝʜʫʟʝ˂ʝ. ʋʇʇ ʧʨʝʤʘ ɱʝʩʪʦʥʫ ʠ ʅʝʣʩʫ (2008):
 
 

ü ʥʠʿʝ ʩʘʤʦ ʩʦʬʪʚʝʨ, 

ü ʥʠʿʝ ʩʘʤʦ ʧʦʙʦˀʰʘˁʝ ʠʣʠ ʨʝʠʥʞʝˁʝʨʠʥʛ ʧʨʦʮʝʩʘ ï ʚʝ˂ ʩʝ ʙʘʚʠ ʠ ʧʨʦʙʣʝʤʦʤ 

ʫʧʨʘʚˀʘˁʘ, 

ü ʩʘʩʪʘʚʥʠ ʿʝ ʜʝʦ ʫʧʨʘʚˀʘˁʘ, 

ü ʚʠʰʝ ʿʝ ʥʝʛʦ ʩʘʤʦ ʤʦʜʝʣʠʨʘˁʝ ï ʪʦ ʿʝ ʠ ʠʤʧʣʝʤʝʥʪʘʮʠʿʘ ʠ ʠʟʚʨʰʝˁʝ ʧʨʦʮʝʩʘ, 

ʢʦʿʝ ʟʘʭʪʝʚʘ ʘʥʘʣʠʟʫ. 

ʋʇʇ ʠʤʘ ʧʨʝʩʫʜʥʫ ʫʣʦʛʫ ʫ ʨʘʟʚʦʿʫ ʧʨʝʜʫʟʝ˂ʘ. ʎʠˀ ʫʧʨʘʚˀʘˁʘ ʧʨʦʮʝʩʠʤʘ ʿʝʩʪʝ 

ʦʧʪʠʤʠʟʘʮʠʿʘ ʿʝʜʥʦʛ, ʚʠʰʝ ʠʣʠ ʩʚʠʭ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ ʧʨʝʜʫʟʝ˂ʘ (Van Looy, De 

Backer & Poels, 2011). ɳʝʛʦʚ ʟʘʜʘʪʘʢ ʥʠʿʝ ʩʘʤʦ ʘʥʘʣʠʟʘ, ʜʠʟʘʿʥʠʨʘˁʝ, ʨʘʟʚʦʿ ʠ 

ʠʟʚʨʰʘʚʘˁʝ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ, ʚʝ˂ ʠ ʨʘʟʤʘʪʨʘˁʝ ʠʥʪʝʨʘʢʮʠʿʝ ʠʟʤʝʹʫ ʧʨʦʮʝʩʘ, 

ʩʧʨʦʚʦʹʝˁʝ ʢʦʥʪʨʦʣʝ, ʘʥʘʣʠʟʝ ʠ ʦʧʪʠʤʠʟʘʮʠʿʝ ʠʩʪʠʭ (Kohlbacher, 2010). ʅʘ ʪʘʿ ʥʘʯʠʥ 

ʋʇʇ ʪʝʞʠ, ʠʟʤʝʹʫ ʦʩʪʘʣʦʛ, ʧʦʩʪʠʟʘˁʫ ʜʫʛʦʨʦʯʥʝ, ʦʜʨʞʠʚʝ ʢʦʥʢʫʨʝʥʪʩʢʝ ʧʨʝʜʥʦʩʪʠ ʠ 

ʫʩʢʣʘʹʝʥʦʩʪʠ ʧʨʝʜʫʟʝ˂ʘ (Hung, 2006; Trkman, 2010).  

2.2. ʂʨʠʪʠʯʥʝ ʩʧʦʩʦʙʥʦʩʪʠ ʫʧʨʘʚˀʘˁʘ ʧʦʩʣʦʚʥʠʤ ʧʨʦʮʝʩʠʤʘ 

ʀʩʢʫʩʪʚʘ ʩʪʦʪʠʥʘ ʧʨʝʜʫʟʝ˂ʘ ʧʦʢʘʟʫʿʫ ʜʘ ʥʠʩʫ ʩʚʘ ʧʦʜʿʝʜʥʘʢʦ ʫʩʧʝʰʥʘ ʫ ʋʇʇ. 

ʋʧʨʢʦʩ ʚʝʣʠʯʠʥʠ ʠ ʩʥʘʟʠ ʤʥʦʛʘ ʧʨʝʜʫʟʝ˂ʘ ʙʝʣʝʞʝ ʧʦʪʝʰʢʦ˂ʝ ʧʨʠ ʠʜʝʥʪʠʬʠʢʦʚʘˁʫ 
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ʧʨʦʮʝʩʘ ʠ ʫʧʨʘʚˀʘˁʫ ˁʠʤʘ. ʍʘʤʝʨ (Hammer, 2015) ʥʘʣʘʟʠ ʜʘ ʢˀʫʯʘʥ ʫʪʠʮʘʿ ʥʘ 

ʫʩʧʝʰʥʦʩʪ ʋʇʇ ʧʨʝʜʫʟʝ˂ʘ ʦʩʪʚʘʨʫʿʫ ʯʝʪʠʨʠ ʢʨʠʪʠʯʥʝ ʩʧʦʩʦʙʥʦʩʪʠ. ʈʝʯ ʿʝ ʩʣʝʜʝ˂ʠʤ 

ʩʧʦʩʦʙʥʦʩʪʠʤʘ:
 
ʣʠʜʝʨʩʪʚʦ, ʢʫʣʪʫʨʘ, ʨʫʢʦʚʦʹʝˁʝ ʠ ʝʢcʧʝʨʪʠʟʘ. 

ʋʩʧʝʰʥʘ ʠʤʧʣʝʤʝʥʪʘʮʠʿʘ ʋʇʇ ʟʘʭʪʝʚʘ ʘʜʝʢʚʘʪʥʦ ʣʠʜʝʨʩʪʚʦ. ʃʠʜʝʨ ï 

ʦʙʨʘʟʦʚʘʥ, ʘʥʛʘʞʦʚʘʥ ʠ ʩʪʨʘʩʪʚʝʥʠ ʟʘʛʦʚʦʨʥʠʢ ʋʇʇ, ʤʦʨʘ ʤʦʪʠʚʠʩʘʪʠ ʟʘʧʦʩʣʝʥʝ ʜʘ ʛʘ 

ʩʣʝʜʝ ʪʦʢʦʤ ʧʨʝʜʫʟʠʤʘˁʘ ʘʢʮʠʿʘ ʫʩʤʝʨʝʥʠʭ ʢʘ ʠʤʧʣʝʤʝʥʪʘʮʠʿʠ ʋʇʇ. ʆʚʘʿ ʢʦʥʮʝʧʪ 

ʟʘʭʪʝʚʘ ʦʜ ʣʠʜʝʨʘ ʜʘ ʨʘʟʤʠʰˀʘʿʫ ʩʠʩʪʝʤʩʢʠ ʠ ʜʝʣʫʿʫ ʩʠʩʪʝʤʘʪʩʢʠ (Spanyi, 2018). 

ʋʚʦʹʝˁʝ ʋʇʇ ʟʥʘʯʠ ʧʨʠʩʪʫʧʘˁʝ ʩʧʨʦʚʦʹʝˁʫ ʚʝʣʠʢʠʭ ʧʨʦʤʝʥʘ, ʨʝʦʨʛʘʥʠʟʘʮʠʿʫ 

ʩʠʩʪʝʤʘ, ʘʫʪʦʨʠʪʝʪʘ, ʥʘʯʠʥʘ ʨʘʜʘ ʠ ʩʣʠʯʥʦ. ʋʧʨʘʚˀʘˁʝ ʧʨʦʮʝʩʠʤʘ ʿʝ ʠʥʠʮʠʿʘʪʠʚʘ 

ʦʜʦʟʛʦ ʥʘʥʠʞʝ (Spanyi, 2018). ʋʣʦʛʘ ʤʝʥʘ˅ʤʝʥʪʘ ʥʘʿʚʠʰʝʛ ʥʠʚʦʘ ʿʝ ʧʦʩʝʙʥʦ ʚʘʞʥʘ. 

ʅʘʧʦʨ ʤʝʥʘ˅ʤʝʥʪʘ ʥʘʿʚʠʰʝʛ ʥʠʚʦʘ, ʩʘ ʘʩʧʝʢʪʘ ʰʠʨʝˁʘ ʠ ʨʘʟʚʠʿʘˁʘ ʧʨʦʮʝʩʥʝ 

ʬʠʣʦʟʦʬʠʿʝ ʫ ʧʨʝʜʫʟʝ˂ʫ, ʠʤʘ ʧʦʩʝʙʥʦ ʠʩʪʘʢʥʫʪʫ ʫʣʦʛʫ ʫ ʦʙʣʠʢʦʚʘˁʫ ʢʫʣʪʫʨʝ 

ʟʘʧʦʩʣʝʥʠʭ ʠ ʧʨʝʚʘʟʠʣʘʞʝˁʫ ʩʚʠʭ ʪʝʰʢʦ˂ʘ ʫ ʚʝʟʠ ʩʘ ʋʇʇ. 

ʇʦʩʣʦʚʘˁʝ ʟʘʩʥʦʚʘʥʦ ʥʘ ʧʨʦʮʝʩʠʤʘ ʟʘʭʪʝʚʘ ʜʘ ʟʘʧʦʩʣʝʥʠ ʠʤʘʿʫ ʘʜʝʢʚʘʪʥʫ 

ʢʫʣʪʫʨʫ ʦʜʥʦʩʥʦ ʜʘ ʧʨʠʭʚʘʪʘʿʫ ʧʨʦʮʝʩʥʝ ʚʨʝʜʥʦʩʪʠ. ʇʨʝ ʩʚʝʛʘ, ʧʦʪʨʝʙʥʦ ʿʝ ʜʘ ʥʘ ʩʚʠʤ 

ʥʠʚʦʠʤʘ ʧʨʝʜʫʟʝ˂ʘ ʥʘʛʣʘʩʘʢ ʙʫʜʝ ʥʘ ʢʫʧʮʝ ʦʜʥʦʩʥʦ ʥʘ ʠʩʧʫˁʝˁʝ ˁʠʭʦʚʠʭ ʟʘʭʪʝʚʘ. 

ʂʫʣʪʫʨʘ ʟʘʧʦʩʣʝʥʠʭ ʦʛʣʝʜʘ ʩʝ ʠ ʫ ˁʠʭʦʚʦʿ ʩʧʨʝʤʥʦʩʪʠ ʜʘ ʧʨʠʭʚʘʪʝ ʧʨʦʤʝʥʝ ʠ ʠʟʛʨʘʜʝ 

ʪʘʢʚʫ ʘʪʤʦʩʬʝʨʫ ʢʦʿʘ ˂ʝ ʨʘʜ ʫ ʪʠʤʦʚʠʤʘ ʫʯʠʥʠʪʠ ʧʨʠʿʘʪʥʠʤ. ʇʨʝʫʟʠʤʘˁʝ ʣʠʯʥʝ 

ʦʜʛʦʚʦʨʥʦʩʪʠ ʟʘ ʦʩʪʚʘʨʝʥʝ ʨʝʟʫʣʪʘʪʝ ʦʜ ʩʪʨʘʥʝ ʟʘʧʦʩʣʝʥʠʭ ʥʘ ʩʚʠʤ ʥʠʚʦʠʤʘ 

ʧʨʝʪʧʦʩʪʘʚʢʘ ʿʝ ʧʨʦʮʝʩʥʦʛ ʧʨʠʩʪʫʧʘ. ɸʢʦ ʢʫʣʪʫʨʘ ʟʘʧʦʩʣʝʥʠʭ ʥʠʿʝ ʫʩʢʣʘʹʝʥʘ ʩʘ 

ʧʦʤʝʥʫʪʠʤ ʚʨʝʜʥʦʩʪʠʤʘ, ʣʠʜʝʨʠ ʨʘʜʝ ʥʘ ˁʝʥʦʿ ʧʨʦʤʝʥʠ. ʇʨʝʣʘʟʘʢ ʥʘ ʋʇʇ ʙʠ˂ʝ 

ʛʫʙˀʝˁʝ ʚʨʝʤʝʥʘ ʠ ʨʝʩʫʨʩʘ ʫʢʦʣʠʢʦ ʩʝ ʪʦʤ ʧʨʠʣʠʢʦʤ ʫʯʝˁʫ ʠ ʢʫʣʪʫʨʦʣʦʰʢʠʤ 

ʧʨʦʤʝʥʘʤʘ ʥʝ ʫʩʤʝʨʠ ʧʘʞˁʘ ʿʝʜʥʘʢʘ ʦʥʦʿ ʢʦʿʘ ʿʝ ʫʩʤʝʨʝʥʘ ʢʘ ʪʝʭʥʦʣʦʛʠʿʠ (Sikavica & 

Hernaus, 2011).  

ɿʘ ʫʩʧʝʰʥʦ ʫʧʨʘʚˀʘˁʝ ʧʨʦʮʝʩʠʤʘ ʥʘ ʜʫʛʠ ʨʦʢ ʥʝʦʧʭʦʜʘʥ ʿʝ ʥʠʟ ʤʝʭʘʥʠʟʘʤʘ 

ʨʫʢʦʚʦʹʝˁʘ. ʈʝʯ ʿʝ ʦ ʤʝʭʘʥʠʟʤʠʤʘ ʟʘ ʜʦʜʝʣʫ ʦʜʛʦʚʘʨʘʿʫ˂ʠʭ ʦʜʛʦʚʦʨʥʦʩʪʠ ʠ ʦʙʝʟʙʝʹʝˁʘ 

ʤʝʹʫʩʦʙʥʝ ʠʥʪʝʛʨʘʮʠʿʝ ʧʨʦʮʝʩʘ. ʇʦʪʨʝʙʥʦ ʿʝ ʜʘ ʧʨʝʜʫʟʝ˂ʝ ʧʦʩʝʜʫʿʝ ʩʪʨʫʯʥʫ 

ʦʨʛʘʥʠʟʘʮʠʦʥʫ ʿʝʜʠʥʠʮʫ ï ʧʨʦʮʝʩʥʫ ʢʘʥʮʝʣʘʨʠʿʫ ʠʣʠ ʢʘʥʮʝʣʘʨʠʿʫ ʟʘ ʋʇʇ (ʝʥʛʣ. BPM 

office), ʫ ʚʠʜʫ ʪʠʤʘ ʠʣʠ ʦʨʛʘʥʠʟʘʮʠʦʥʝ ʿʝʜʠʥʠʮʝ. ʅʘ ʯʝʣʫ ʧʨʦʮʝʩʥʝ ʢʘʥʮʝʣʘʨʠʿʝ ʥʘʣʘʟʠ 

ʩʝ ʠʟʚʨʰʥʠ ʜʠʨʝʢʪʦʨ (ʝʥʛʣ. Chief Process Officer). ʆʥ ʧʣʘʥʠʨʘ ʠ ʥʘʜʛʣʝʜʘ ʫʧʨʘʚˀʘˁʝ 

ʧʨʦʮʝʩʠʤʘ ʢʘʦ ʮʝʣʠʥʫ ʠ ʢʦʦʨʜʠʥʠʨʘ ʧʨʦʮʝʩʥʝ ʥʘʧʦʨʝ. ʇʨʝʜʫʟʝ˂ʘ ʠʤʘʿʫ ʤʦʛʫ˂ʥʦʩʪ 

ʬʦʨʤʠʨʘˁʘ ʠ ʧʨʦʮʝʩʥʦʛ ʦʜʙʦʨʘ (ʝʥʛʣ. Process Council) ʩʘʩʪʘʚˀʝʥʦʛ ʦʜ ʚʣʘʩʥʠʢʘ 
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ʧʨʦʮʝʩʘ, ʥʘʿʚʠʰʠʭ ʤʝʥʘ˅ʝʨʘ ʠ ʤʝʥʘ˅ʝʨʘ ʬʫʥʢʮʠʿʘ ʧʦʜʨʰʢʝ. ʇʨʦʮʝʩʥʠ ʦʜʙʦʨ 

ʧʨʝʜʩʪʘʚˀʘ ʥʘʜʟʦʨʥʦ ʪʝʣʦ ʢʦʿʝ ʫʩʤʝʨʘʚʘ ʮʠˀʝʚʝ ʠ ʧʨʠʦʨʠʪʝʪʝ. ɿʘʜʘʪʘʢ ʧʨʦʮʝʩʥʦʛ 

ʦʜʙʦʨʘ ʦʛʣʝʜʘ ʩʝ ʠ ʫ ʫʩʢʣʘʹʠʚʘˁʫ ʨʝʘʣʠʟʘʮʠʿʝ ʢˀʫʯʥʠʭ ʧʨʦʮʝʩʘ ʠ ʨʝʰʘʚʘˁʫ ʧʨʦʙʣʝʤʘ 

ʠʟʤʝʹʫ ʧʨʦʮʝʩʘ (Hammer, 2015). ɿʘ ʫʩʧʝʭ ʋʇʇ ʚʘʞʥʘ ʿʝ ʠ ʫʣʦʛʘ ʧʨʦʮʝʩʥʠʭ ʪʠʤʦʚʘ 

(ʝʥʛʣ. Process teams) (Spanyi, 2018). ʇʨʦʮʝʩʥʠ ʪʠʤʦʚʠ ʩʫ ʦʜʛʦʚʦʨʥʠ ʟʘ ʨʝʰʘʚʘˁʝ 

ʦʨʛʘʥʠʟʘʮʠʦʥʠʭ ʧʨʦʙʣʝʤʘ ʫ ʚʝʟʠ ʩʘ ʦʜʨʝʹʝʥʠʤ ʧʦʩʣʦʚʥʠʤ ʧʨʦʮʝʩʦʤ ʟʘ ʢʦʿʠ ʩʫ 

ʟʘʜʫʞʝʥʠ. ʅʘʚʝʜʝʥʠ ʤʝʭʘʥʠʟʤʠ ʤʦʨʘʿʫ ʙʠʪʠ ʫʩʧʦʩʪʘʚˀʝʥʠ ʨʘʜʠ ʝʬʠʢʘʩʥʦʛ ʋʇʇ.  

ʀʤʧʣʝʤʝʥʪʘʮʠʿʘ ʋʇʇ ʿʝ ʩʣʦʞʝʥ, ʟʘʭʪʝʚʥʠ ʟʘʜʘʪʘʢ ʢʦʿʠ ʥʝ ʤʦʛʫ ʨʝʘʣʠʟʦʚʘʪʠ 

ʥʝʠʩʢʫʩʥʠ ʠʣʠ ʘʤʘʪʝʨʠ. ɳʝʛʦʚʘ ʫʩʧʝʰʥʘ ʨʝʘʣʠʟʘʮʠʿʘ ʠʟʠʩʢʫʿʝ ʜʦʥʦʰʝˁʝ ʦʜʣʫʢʘ ʦʜ 

ʩʪʨʘʥʝ ʢʘʜʨʦʚʘ ʩʘ ʩʪʨʫʯʥʠʤ ʟʥʘˁʝʤ (ʝʢʩʧʝʨʪʠʟʦʤ) ʠʟ ʦʙʣʘʩʪʠ ʧʨʦʿʝʢʪʦʚʘˁʘ ʠ 

ʠʤʧʣʝʤʝʥʪʘʮʠʿʝ ʧʨʦʮʝʩʘ, ʤʝʪʨʠʢʝ, ʫʧʨʘʚˀʘˁʘ ʧʨʦʤʝʥʘʤʘ, ʧʦʙʦˀʰʘˁʘ ʧʨʦʮʝʩʘ ʠ 

ʧʦʟʥʘʚʘˁʘ ʜʨʫʛʠʭ ʨʝʣʝʚʘʥʪʥʠʭ ʪʝʭʥʠʢʘ. ʀʧʘʢ, ʧʨʝ ʩʚʝʛʘ ʫʩʧʝʰʥʦ ʋʇʇ ʟʘʭʪʝʚʘ 

ʧʦʜʨʰʢʫ ʦʜ ʩʪʨʘʥʝ ʤʝʥʘ˅ʤʝʥʪʘ. ʂʘʦ ʰʪʦ ʠʩʪʠʯʝ ʉʧʘʥʠ (2018) ï ʥʠʢʘʜʘ ʥʠʿʝ ʜʦʚʦˀʥʦ 

ʧʘʞˁʝ ʫʩʤʝʨʝʥʦ ʥʘ ˀʫʜʝ, ʿʝʨ ʧʨʝʤʘ ɷʦʥʫ ɹʨʘʫʥʫ (John Seely Brown, vice president and 

chief scientist of Xerox Corporation) Ăʧʨʦʮʝʩʠ ʥʝ ʨʘʜʝ, ˀʫʜʠ ʨʘʜʝñ (Brown, 2019). 

ɸʜʝʢʚʘʪʥʘ ʨʝʘʣʠʟʘʮʠʿʘ ʧʦʩʪʫʧʘʢʘ ʫʧʨʘʚˀʘˁʘ ʧʨʦʮʝʩʠʤʘ ʟʘʭʪʝʚʘ ʧʦʩʝʜʦʚʘˁʝ 

ʥʘʚʝʜʝʥʠʭ ʩʧʦʩʦʙʥʦʩʪʠ. ʋ ʩʣʫʯʘʿʫ ʠʟʦʩʪʘʥʢʘ ʦʚʝ ʯʝʪʠʨʠ ʩʧʦʩʦʙʥʦʩʪʠ ʥʝʦʧʭʦʜʥʦ ʿʝ 

ʧʨʝʜʫʟʝʪʠ ʦʜʛʦʚʘʨʘʿʫ˂ʝ ʤʝʨʝ ʨʘʜʠ ˁʠʭʦʚʦʛ ʦʙʝʟʙʝʹʝˁʘ (Hammer, 2015). ʈʘʟʚʦʿ 

ʣʠʜʝʨʩʪʚʘ ʧʨʝʜʩʪʘʚˀʘ ʥʘʿʯʝʰ˂ʝ ʥʘʿʚʝ˂ʫ ʧʨʝʧʨʝʢʫ. ʂʘʢʦ ʙʠ ʙʠʣʘ ʧʨʝʜʦʯʝʥʘ ʩʫʰʪʠʥʘ, 

ʧʨʝʜʥʦʩʪʠ ʠ ʢʦʨʠʩʪʠ ʦʜ ʫʚʦʹʝˁʘ ʢʦʥʮʝʧʪʘ ʋʇʇ ʯʝʩʪʦ ʿʝ ʧʦʪʨʝʙʥʦ ʘʥʛʘʞʦʚʘˁʝ ʥʝʢʦʛ 

ʩʪʨʘʩʪʚʝʥʦʛ ʟʘʛʦʚʦʨʥʠʢʘ ʧʨʦʮʝʩʥʦʛ ʧʨʠʩʪʫʧʘ. ʂʘʜʘ ʿʝ ʨʝʯ ʦ ʧʨʦʤʝʥʘʤʘ ʢʫʣʪʫʨʝ 

ʟʘʧʦʩʣʝʥʠʭ, ˁʠʭʦʚʦ ʩʧʨʦʚʦʹʝˁʝ ʟʘʭʪʝʚʘ ʧʫʥʦ ʚʨʝʤʝʥʘ ʠ ʝʥʝʨʛʠʿʝ. ʈʫʢʦʚʦʹʝˁʝ ʠ 

ʝʢʩʧʝʨʪʠʟʘ ʩʫ ʬʘʢʪʦʨʠ ʢʦʿʝ ʿʝ ʿʝʜʥʦʩʪʘʚʥʠʿʝ ʦʙʝʟʙʝʜʠʪʠ, ʘʣʠ ʫʧʨʘʚʦ ʟʘʪʦ ʩʝ ʯʝʩʪʦ 

ʜʝʰʘʚʘ ʜʘ ʠʭ ʧʨʝʜʫʟʝ˂ʘ ʧʨʝʚʠʜʝ. 

2.3. ʋʩʚʘʿʘˁʝ ʫʧʨʘʚˀʘˁʘ ʧʦʩʣʦʚʥʠʤ ʧʨʦʮʝʩʠʤʘ 

ʋʩʚʘʿˁʝ ʋʇʇ ʿʝ ʧʦʪʨʝʙʥʦ ʨʘʟʣʠʢʦʚʘʪʠ ʦʜ ʠʤʧʣʝʤʝʥʪʘʮʠʿʝ ʦʚʦʛ ʢʦʥʮʝʧʪʘ. 

ʀʤʧʣʝʤʝʥʪʘʮʠʿʘ ʋʇʇ ʧʦʜʨʘʟʫʤʝʚʘ ʫʚʦʹʝˁʝ ʢʦʥʮʝʧʪʘ ʋʇʇ (ʥʧʨ. ɺʣʘʩʥʠʢʘ ʧʨʦʮʝʩʘ, 

ʤʦʜʝʣʠʨʘˁʝ ʧʨʦʮʝʩʘ) ʫ ʧʨʝʜʫʟʝ˂ʝ, ʜʦʢ ʿʝ ʫʩʚʘʿʘˁʝ ʋʇʇ ʧʨʠʭʚʘʪʘˁʝ ʪʠʭ ʢʦʥʮʝʧʘʪʘ ʫ 

ʧʨʝʜʫʟʝ˂ʫ. ʋʩʚʘʿʘˁʝ ʥʠʿʝ ʧʦʿʝʜʠʥʘʯʥʠ ʘʢʪ, ʚʝ˂ ʿʝ ʪʦ ʧʨʦʮʝʩ ʢʦʿʠ ʩʝ ʜʝʰʘʚʘ ʚʨʝʤʝʥʦʤ. 

ɱʝʜʥʦʤ ʢʘʜʘ ʩʝ ʠʤʧʣʝʤʝʥʪʠʨʘ ʋʇʇ ʧʦʪʨʝʙʥʦ ʿʝ ʫʣʦʞʠʪʠ ʜʦʜʘʪʥʝ ʥʘʧʦʨʝ ʜʘ ʩʝ ʩʣʝʜʠ 

ʦʚʘʿ ʢʦʥʮʝʧʪ ʠ ʜʘ ʩʝ ʠʩʢʦʨʠʩʪʝ ʧʨʝʜʥʦʩʪʠ ˁʝʛʦʚʝ ʧʨʠʤʝʥʝ. ʇʨʝʜʫʟʝ˂ʝ ʿʝ ʫʩʚʦʿʠʣʦ ʦʚʘʿ 
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ʢʦʥʮʝʧʪ ʢʘʜʘ ʧʦʩʪʦʿʠ ʩʪʨʘʪʝʛʠʿʩʢʘ ʧʦʩʚʝ˂ʝʥʦʩʪ ʋʇʇ, ʟʘʧʦʩʣʝʥʠ ʫʚʘʞʘʚʘʿʫ ʚʣʘʩʥʠʢʝ 

ʧʨʦʮʝʩʘ ʠ ʜʝʣʝ ʟʥʘˁʝ ʦ ʧʨʦʮʝʩʫ, ʫʧʨʘʚˀʘˁʝ ʧʨʦʮʝʩʠʤʘ ʩʝ ʠʥʩʪʠʪʫʮʠʦʥʘʣʠʟʫʿʝ ʫ 

ʧʦʩʣʦʚʥʫ ʧʨʘʢʩʫ ʧʫʪʝʤ ʧʦʣʠʪʠʢʘ ʠ ʩʪʘʥʜʘʨʜʘ ʠ ʩʣʠʯʥʦ. 

ʋ ʮʠˀʫ ʧʦʪʧʫʥʦʛ ʨʘʟʫʤʝʚʘˁʘ ʢʦʥʮʝʧʪʘ ʋʇʇ ʥʝʦʧʭʦʜʥʦ ʿʝ ʩʧʦʤʝʥʫʪʠ ʠ 

ʯʠˁʝʥʠʮʫ ʜʘ ʿʝ ʫʩʚʘʿʘˁʝ ʋʇʇ ʤʦʛʫ˂ʝ ʥʘ ʨʘʟʣʠʯʠʪʠʤ ʥʠʚʦʠʤʘ. ʇʨʝʤʘ ʍʘʤʝʨʫ (2015) 

ʨʘʟʣʠʢʫʿʫ ʩʝ ʥʘ ʪʨʠ ʥʠʚʦʘ ʋʇʇ, a ʪʦ ʩʫ: 

ü ʥʠʚʦ ʧʨʝʜʫʟʝ˂ʘ,  

ü ʥʠʚʦ ʧʦʩʣʦʚʥʦʛ ʧʨʦʮʝʩʘ ʠ  

ü ʥʠʚʦ ʠʤʧʣʝʤʝʥʪʘʮʠʿʝ.  

ʋʇʇ ʥʘ ʥʠʚʦʫ ʧʨʝʜʫʟʝ˂ʘ ʪʝʞʠ ʫʩʢʣʘʹʠʚʘˁʫ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ ʜʫʞ ʧʨʝʜʫʟʝ˂ʘ, 

ˁʠʭʦʚʦʤ ʫʩʢʣʘʹʠʚʘˁʫ ʩʘ ʩʪʨʘʪʝʛʠʿʘʤʘ ʠ ʩʠʩʪʝʤʦʤ ʤʝʨʝˁʘ. ʅʘ ʥʠʚʦʫ ʧʨʦʮʝʩʘ, 

ʧʨʝʜʫʟʝ˂ʘ ʫʧʨʘʚˀʘʿʫ ʿʝʜʥʠʤ ʠʣʠ ʥʝʢʦʣʠʢʦ, ʢˀʫʯʥʠʭ ʧʨʦʮʝʩʘ ʠ ʚʨʰʝ ˁʠʭʦʚʦ ʤʝʨʝˁʝ. 

ʅʘ ʦʚʦʤ ʥʠʚʦʫ ʧʨʝʜʫʟʝ˂ʘ ʠʩʪʨʘʞʫʿʫ ʰʠʨʦʢ ʩʧʝʢʪʘʨ ʥʦʚʠʭ ʧʨʠʩʪʫʧʘ ʘʥʘʣʠʟʠ ʠ 

ʨʝʜʠʟʘʿʥʠʨʘˁʫ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ. ʊʘʢʚʘ ʧʨʘʢʩʘ ʿʝ ʫʦʯˀʠʚʘ ʥʘ ʧʦʯʝʪʢʫ ʫʚʦʹʝˁʘ 

ʧʨʦʮʝʩʥʦʛ ʧʨʠʩʪʫʧʘ. ʅʠʚʦ ʠʤʧʣʝʤʝʥʪʘʮʠʿʝ ʢʘʨʘʢʪʝʨʠʰʝ ʨʘʟʚʠʿʘˁʝ ʨʝʩʫʨʩʘ 

(ʪʝʭʥʦʣʦʰʢʠʭ, ʠʥʬʨʘʩʪʫʢʪʫʨʥʠʭ ʠ ˀʫʜʩʢʠʭ) ʟʘ ʥʝʩʤʝʪʘʥʦ ʦʜʚʠʿʘˁʝ ʧʦʩʣʦʚʥʠʭ 

ʧʨʦʮʝʩʘ. ʋʇʇ ʥʘ ʥʠʚʦʫ ʠʤʧʣʝʤʝʥʪʘʮʠʿʝ ʧʨʝʜʩʪʘʚˀʘ ʩʪʚʘʨʘˁʝ ʦʩʥʦʚʝ ʠ ʫʩʣʦʚʘ ʟʘ 

ʘʜʝʢʚʘʪʥʦ ʫʧʨʘʚˀʘˁʝ ʥʘ ʧʨʝʦʩʪʘʣʘ ʜʚʘ ʥʠʚʦʘ ʋʇʇ.  

ʇʨʝʜʫʟʝ˂ʘ ʩʝ ʥʘʿʧʨʝ ʬʦʢʫʩʠʨʘʿʫ ʥʘ ʿʝʜʘʥ ʥʠʚʦ ʠ ʪʦ ʥʠʚʦ ʧʦʩʣʦʚʥʦʛ ʧʨʦʮʝʩʘ. 

ʄʝʹʫʪʠʤ, ʢʘʢʦ ʧʦʩʪʘʿʫ ʟʨʝʣʠʿʝ ʫ ʧʦʛʣʝʜʫ ʋʇʇ ʧʨʝʜʫʟʝ˂ʘ ʧʨʦʮʝʩʝ ʧʦʩʤʘʪʨʘʿʫ ʩʘ ʩʚʠʭ 

ʥʠʚʦʘ ʠʩʪʦʚʨʝʤʝʥʦ. ʇʦʨʘʩʪ ʟʨʝʣʦʩʪʠ ʫ ʋʇʇ ʦʤʦʛʫ˂ʘʚʘ ʧʨʝʜʫʟʝ˂ʠʤʘ ʣʘʢʰʝ ʫʦʯʘʚʘˁʝ 

ʟʥʘʯʘʿʘ ʧʨʦʮʝʩʥʝ ʦʨʠʿʝʥʪʘʮʠʿʝ ʠ ʧʦʜʩʪʠʯʝ ʩʚʝ ʚʝ˂ʫ ʠʥʪʝʛʨʘʮʠʿʫ ʦʢʦ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ. 

ʅʘ ʪʘʿ ʥʘʯʠʥ ʧʨʝʜʫʟʝ˂ʘ ʧʦʯʠˁʫ ʋʇʇ ʩʘ ʥʘʿʚʠʰʝʛ ʥʠʚʦʘ, ʥʠʚʦʘ ʧʨʝʜʫʟʝ˂ʘ. ʋʧʨʘʚʦ ʥʘ 

ʪʦʤ ʥʠʚʦʫ ʋʇʇ ʧʨʝʜʫʟʝ˂ʘ ʦʩʪʚʘʨʫʿʫ ʥʘʿʚʝ˂ʝ ʢʦʨʠʩʪʠ ʠ ʫʰʪʝʜʝ. ʉʪʦʛʘ ʚʝ˂ʠʥʘ ʧʨʝʜʫʟʝ˂ʘ 

ʪʝʞʠ ʫʧʨʘʚʦ ʢʘ ʋʇʇ ʩʘ ʥʠʚʦʘ ʧʨʝʜʫʟʝ˂ʘ. ʆʚʘʿ ʥʠʚʦ ʤʦʞʝ ʩʝ ʦʟʥʘʯʠʪʠ ʠ ʢʘʦ ʫʧʨʘʚˀʘˁʝ 

ʟʘʩʥʦʚʘʥʦ ʥʘ ʧʨʦʮʝʩʠʤʘ. 

ʋʩʚʘʿʘˁʝ ʋʇʇ ʫʚʦʜʠ ʙʨʦʿʥʝ ʧʨʦʤʝʥʝ ʫ ʧʦʩʣʦʚʘˁʝ ʧʨʝʜʫʟʝ˂ʘ. ʇʨʝ ʩʚʝʛʘ, ʨʝʯ ʿʝ ʦ 

ʩʫʰʪʠʥʩʢʠʤ ʧʨʦʤʝʥʘʤʘ ʢʦʿʝ ʧʦʜʨʘʟʫʤʝʚʘʿʫ ʩʣʝʜʝ˂ʝ (Chang, 2016): 

ü ʪʝʞˁʘ ʢʘ ʧʨʦʮʝʩʥʦʿ ʦʨʛʘʥʠʟʘʮʠʦʥʦʿ ʩʪʨʫʢʪʫʨʠ ï ʫʩʚʘʿʘˁʝ ʋʇʇ ʪʨʝʙʘ ʧʦʩʪʝʧʝʥʦ 

ʜʘ ʜʦʚʝʜʝ ʠ ʜʦ ʩʪʨʫʢʪʫʨʠʨʘˁʘ ʧʨʝʜʫʟʝ˂ʘ ʧʦ ʦʩʥʦʚʫ ʧʨʦʮʝʩʘ,  

ü ʫʚʦʹʝˁʝ ʫʣʦʛʝ ʚʣʘʩʥʠʢʘ ʧʨʦʮʝʩʘ, 
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ü ʫʩʚʘʿʘˁ ʝ ʋʇʇ ʠʥʠʮʠʨʘʪʠ ʦʜ ʩʪʨʘʥʝ ʪʦʧ ʤʝʥʘ˅ʝʨʘ, ʜʦʢ ʨʝʘʣʠʟʘʮʠʿʘ ʪʨʝʙʘ ʜʘ ʩʝ 

ʦʜʚʠʿʘ ʦʜʦʟʜʦ ʥʘʚʠʰʝ, 

ü ʠʤʧʣʝʤʝʥʪʘʮʠʿʫ ʩʘʚʨʝʤʝʥʠʭ ʠʥʬʦʨʤʘʮʠʦʥʦ ï ʪʝʭʥʦʣʦʰʢʠʭ ʩʠʩʪʝʤʘ ʟʘ 

ʥʘʜʛʣʝʜʘˁʝ, ʢʦʥʪʨʦʣʫ, ʘʥʘʣʠʟʠʨʘˁʝ ʠ ʫʥʘʧʨʝʹʝˁʝ ʧʨʦʮʝʩʘ (BPMS), 

ü ʩʘʨʘʜˁʘ ʩʘ ʧʦʩʣʦʚʥʠʤ ʧʘʨʪʥʝʨʠʤʘ ï  ʧʦʜʨʘʟʫʤʝʚʘ ʰʠʨʝˁʝ ʋʇʇ ʠ ʚʘʥ ʧʨʝʜʫʟʝ˂ʘ 

ʫ ʮʠˀʫ ʠʩʧʦʨʫʢʝ ʜʦʜʘʪʝ ʚʨʝʜʥʦʩʪʠ ʢʫʧʮʠʤʘ, 

ü ʢʦʥʪʠʥʫʠʨʘʥʦ ʫʩʘʚʨʰʘʚʘˁʝ ʟʘʧʦʩʣʝʥʠʭ ʠ ʢʦʥʪʠʥʫʠʨʘʥʦ ʧʦʙʦˀʰʘˁʝ ʧʦʩʣʦʚʥʠʭ 

ʧʨʦʮʝʩʘ ï ʫ ʦʢʚʠʨʫ ʋʇʇ ʟʘʧʦʩʣʝʥʠ ʩʝ ʫʧʦʟʥʘʿʫ ʩʘ ʥʦʚʠʤ ʪʝʭʥʦʣʦʛʠʿʘʤʘ ʠ 

ʨʘʜʥʠʤ ʘʢʪʠʚʥʦʩʪʠʤʘ ʩʪʦʛʘ ˁʠʭʦʚʦ ʟʥʘˁʝ ʠ ʚʝʰʪʠʥʝ ʪʨʝʙʘ ʩʪʘʣʥʦ 

ʥʘʜʦʛʨʘʹʠʚʘʪʠ; ʢʦʥʪʠʥʫʠʨʘʥʦ ʫʥʘʧʨʝʹʝˁʝ ʧʦʜʨʘʟʫʤʝʚʘ ʩʪʘʣʥʦ ʧʦʙʦˀʰʘˁʝ 

ʧʨʦʮʝʩʘ ʠ ʟʘʜʘʪʘʢʘ ʠ ʟʘʭʪʝʚʘ ʟʘʧʦʩʣʝʥʝ ʢʦʿʠ ʪʦ ʤʦʛʫ ʠʤʧʣʝʤʝʥʪʠʨʘʪʠ ʥʘ ʥʘʯʠʥ 

ʜʘ ʩʝ ʦʩʪʚʘʨʠ ʝʬʝʢʪʠʚʥʦʩʪ, 

ü ʧʦʩʪʘʚʠʪʠ ʩʠʩʪʝʤ ʥʘʛʨʘʹʠʚʘˁʘ ʫ ʩʢʣʘʜʫ ʩʘ ʜʦʧʨʠʥʦʩʦʤ ʦʩʪʚʘʨʝˁʫ ʧʨʦʮʝʩʥʠʭ 

ʧʝʨʬʦʨʤʘʥʩʠ ï ʪʨʘʜʠʮʠʦʥʘʣʥʠ ʩʠʩʪʝʤ ʥʘʛʨʘʹʠʚʘˁʘ ʧʦʜʨʘʟʫʤʝʚʘ ʙʦʥʫʩʝ ʠ 

ʥʘʛʨʘʜʝ ʧʨʝʤʘ ʦʩʪʚʘʨʝʥʠʤ ʬʫʥʢʮʠʦʥʘʣʥʠʤ ʧʝʨʬʦʤʘʥʩʘʤʘ; ʋʇʇ ʠʤʘ ʜʚʘ ʛʣʘʚʥʘ 

ʮʠˀʘ ʠʩʧʦʨʫʢʘ ʚʨʝʜʥʦʩʪʠ ʢʫʧʮʠʤʘ ʠ ʦʧʪʠʤʠʟʠʨʘˁʝ ʧʝʨʬʦʨʤʘʥʩʠ ʧʨʦʮʝʩʘ, 

ʯʠʿʝʤ ʦʩʪʚʘʨʝˁʫ ʜʦʧʨʠʥʦʩʠ ʥʘʛʨʘʹʠʚʘˁʝ ʟʘʧʦʩʣʝʥʠʭ ʥʘ ʦʩʥʦʚʫ ʦʩʪʚʘʨʝʥʠʭ 

ʧʨʦʮʝʩʥʠʭ ʧʝʨʬʦʨʤʘʥʩʠ, ʿʝʨ ʩʫ ʦʥʠ ʪʘʜʘ ʤʦʪʠʚʠʩʘʥʠ ʜʘ ʩʘʨʘʹʫʿʫ ʩʘ ʟʘʧʦʩʣʝʥʠʤʘ 

ʠʟ ʜʨʫʛʠʭ ʬʫʥʢʮʠʿʘ ʫ ʦʢʚʠʨʫ ʠʩʪʦʛ ʧʨʦʮʝʩʘ; ʪʦ ʜʦʚʦʜʠ ʜʦ ʢʘʩʪʦʤʠʟʘʮʠʿʝ 

ʧʨʦʠʟʚʦʜʘ, ʠʩʧʫˁʝˁʘ ʟʘʭʪʝʚʘ ʢʫʧʘʮʘ  ʠ ʩʭʚʘʪʘˁʘ ʜʦʧʨʠʥʦʩʘ ʦʩʪʚʘʨʝʥʠʤ 

ʨʝʟʫʣʪʘʪʠʤʘ, 

ü ʧʨʠʤʝʥʘ ʠʥʢʨʝʤʝʥʪʘʣʥʝ (Six Sigma, Leané) ʠ ʨʘʜʠʢʘʣʥʠʿʝ (BPR) ʤʝʪʦʜʦʣʦʛʠʿʝ 

ʟʘ ʩʧʨʦʚʦʹʝˁʝ ʫʥʘʧʨʝʹʝˁʘ ʧʨʦʮʝʩʘ. 

ʅʘ ʦʩʥʦʚʫ ʧʨʝʪʭʦʜʥʦ ʥʘʚʝʜʝʥʦʛ ʤʦʞʝ ʩʝ ʟʘʢˀʫʯʠʪʠ ʜʘ ʫʩʚʘʿʘˁʝ ʋʇʇ ʫʚʦʜʠ 

ʩʫʰʪʠʥʩʢʝ ʧʨʦʤʝʥʝ ʫ ʬʫʥʢʮʠʦʥʠʩʘˁʫ ʧʨʝʜʫʟʝ˂ʘ ʫ ʦʜʥʦʩʫ ʥʘ ʨʘʜ ʪʨʘʜʠʮʠʦʥʘʣʥʠʭ 

ʧʨʝʜʫʟʝ˂ʘ. ʊʠʤʝ ʿʝ ʧʦʪʚʨʹʝʥʘ ʭʠʧʦʪʝʟʘ ʋʧʨʘʚˀʘˁʝ ʧʦʩʣʦʚʥʠʤ ʧʨʦʮʝʩʠʤʘ ʫʚʦʜʠ 

ʩʫʰʪʠʥʩʢʝ ʧʨʦʤʝʥʝ ʫ ʬʫʥʢʮʠʦʥʠʩʘˁʫ ʧʨʝʜʫʟʝ˂ʘ.   

2.4. ʎʠˀʝʚʠ ʫʧʨʘʚˀʘˁʘ ʧʦʩʣʦʚʥʠʤ ʧʨʦʮʝʩʠʤʘ 

ʋʇʇ ʧʨʝʜʩʪʘʚˀʘ ʩʪʨʫʢʪʫʨʘʣʥʦ, ʘʥʘʣʠʪʠʯʥʦ, ʤʝʹʫʬʫʥʢʮʠʦʥʘʣʥʦ, ʢʦʥʪʠʥʫʠʨʘʥʦ 

ʧʦʙʦˀʰʘʚʘˁʝ ʧʨʦʮʝʩʘ (Lee & Dale, 1998). ʋʩʚʘʿʘˁʝʤ ʋʇʇ ʧʨʝʜʫʟʝ˂ʝ ʢʨʝʠʨʘ ʧʨʦʮʝʩʝ 

ʚʠʩʦʢʠʭ ʧʝʨʬʦʨʤʘʥʩʠ ʢʦʿʠ ʦʙʝʟʙʝʹʫʿʫ ʥʠʟ ʦʧʝʨʘʪʠʚʥʠʭ ʢʦʨʠʩʪʠ. ʈʝʯ ʿʝ ʦ ʧʨʦʮʝʩʠʤʘ 
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ʢʦʿʠ ʩʝ ʨʝʘʣʠʟʫʿʫ ʩʘ ʟʥʘʪʥʦ ʥʠʞʠʤ ʪʨʦʰʢʦʚʠʤʘ, ʩʘ ʢʨʘ˂ʠʤ ʪʨʘʿʘˁʝʤ, ʦʩʪʚʘʨʫʿʫ ʚʠʰʠ 

ʢʚʘʣʠʪʝʪ ʫʟ ʚʝ˂ʫ ʧʨʝʮʠʟʥʦʩʪ ʠ ʬʣʝʢʩʠʙʠʣʥʦʩʪ. ʇʫʪʝʤ ʋʇʇ ʧʨʝʜʫʟʝ˂ʝ ʿʝ ʩʧʦʩʦʙʥʦ ʜʘ 

ʦʜʨʝʜʠ ʢʘʜʘ ʧʨʦʮʝʩ ʥʝ ʟʘʜʦʚʦˀʘʚʘ ʧʦʪʨʝʙʝ ʢʦʨʠʩʥʠʢʘ, ʘ ʪʠʤʝ ʠ ʧʦʪʨʝʙʝ ʧʨʝʜʫʟʝ˂ʘ, ʪʝ 

ʛʘ ʿʝ ʧʦʪʨʝʙʥʦ ʟʘʤʝʥʠʪʠ. ʇʨʝʜʫʟʝ˂ʘ ʫ ʨʝʞʠʤʫ ʋʇʇ ʦʜʣʠʢʫʿʝ ʙʦˀʝ ʨʝʘʛʦʚʘˁʝ ʫ 

ʧʝʨʠʦʜʠʤʘ ʙʨʟʠʭ ʧʨʦʤʝʥʘ. ʋʇʇ ʧʨʫʞʘ ʠ ʥʠʟ ʩʪʨʘʪʝʛʠʿʩʢʠʭ ʢʦʨʠʩʪʠ, ʿʝʨ ʧʨʝʜʩʪʘʚˀʘ 

Ăʢʠʰʦʙʨʘʥ ʟʘ ʰʠʨʦʢ ʩʧʝʢʪʘʨ ʠʥʠʮʠʿʘʪʠʚʘ ʟʘ ʧʦʙʦˀʰʘˁʝ ʧʝʨʬʦʨʤʘʥʩʠñ (Hammer, 

2015, ʩʪʨ. 8) (ʤʝʨ˅ʝʨʠ ʠ ʘʢʚʠʟʠʮʠʿʝ, ʛʣʦʙʘʣʠʟʘʮʠʿʘ, ʠʤʧʣʝʤʝʥʪʘʮʠʿʘ ʝ-ʧʦʩʣʦʚʘˁʘ...). 

ʎʠˀʝʚʠ ʋʇʇ ʯʝʩʪʦ ʩʫ ʥʝʿʘʩʥʠ, ʰʪʦ ʜʦʚʦʜʠ ʜʦ ʚʠʩʦʢʦʛ ʧʨʦʮʝʥʪʘ ʥʝʫʩʧʝʰʥʠʭ 

ʧʨʦʿʝʢʘʪʘ (Siha & Saad, 2008). ʎʠˀʝʚʝ ʩʧʨʦʚʦʹʝˁʘ ʋʇʇ ʠʩʪʨʘʞʠʚʘʣʦ ʿʝ ʚʠʰʝ ʘʫʪʦʨʘ 

(Weske, 2007; Jeston & Nelis, 2014). ʈʝʟʫʣʪʘʪʠ ʧʦʢʘʟʫʿʫ ʥʠʟ ʮʠˀʝʚʘ, ʢʦʿʠ ʩʝ ʤʦʛʫ 

ʩʠʩʪʝʤʘʪʠʟʦʚʘʪʠ ʥʘ ʩʣʝʜʝ˂ʠ ʥʘʯʠʥ (ʈʘʜʦʩʘʚˀʝʚʠ˂, 2016): 

ü ʧʦʪʧʫʥʠʿʝ ʩʭʚʘʪʘˁʝ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ ï ʥʘʿʚʘʞʥʠʿʠ ʮʠˀ ʋʇʇ ʠ ʧʦʜʨʘʟʫʤʝʚʘ 

ʢʚʘʣʠʪʝʪʥʠʿʝ ʧʦʠʤʘˁʝ ʦʧʝʨʘʮʠʿʘ ʢʦʿʝ ʧʨʝʜʫʟʝ˂ʝ ʦʙʘʚˀʘ ʠ ʦʜʥʦʩʝ ʠʟʤʝʹʫ ˁʠʭ; 

ʝʢʩʧʣʠʮʠʪʥʠʤ ʧʨʠʢʘʟʠʚʘˁʝʤ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ, ʢʨʦʟ ʠʜʝʥʪʠʬʠʢʦʚʘˁʝ 

ʘʢʪʠʚʥʦʩʪʠ ʠ ʦʜʥʦʩʘ ʠʟʤʝʹʫ ˁʠʭ ʠ ˁʠʭʦʚʦ ʧʨʝʜʩʪʘʚˀʘˁʝ ʤʦʜʝʣʠʤʘ ʧʦʩʣʦʚʥʠʭ 

ʧʨʦʮʝʩʘ, ʦʤʦʛʫ˂ʘʚʘ ʩʝ ʩʪʝʿʢʭʦʣʜʝʨʠʤʘ ʧʨʦʮʝʩʘ ʢʦʤʫʥʠʮʠʨʘˁʝ ʦ ʧʨʦʮʝʩʠʤʘ ʥʘ 

ʝʬʠʢʘʩʘʥ ʠ ʝʬʝʢʪʠʚʘʥ ʥʘʯʠʥ, 

ü ʩʧʨʦʚʦʹʝˁʝ ʩʪʨʘʪʝʛʠʿʝ ï ʫʩʧʦʩʪʘʚˀʘˁʝ ʩʢʣʘʜʘ ʠʟʤʝʹʫ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ ʠ 

ʩʪʨʘʪʝʛʠʿʝ ʿʝ ʥʘʯʠʥ ʦʩʪʚʘʨʠʚʘˁʘ ʧʦʩʣʦʚʥʠʭ ʮʠˀʝʚʘ; ʧʦʩʪʘʚˀʝʥʠ ʮʠˀʝʚʠ ʥʘ 

ʥʠʚʦʫ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ ʪʨʝʙʘ ʜʘ ʙʫʜʫ ʫ ʬʫʥʢʮʠʿʠ ʦʩʪʚʘʨʝˁʘ ʮʠˀʝʚʘ 

ʧʨʝʜʫʟʝ˂ʘ, ʩʪʦʛʘ ʩʝ ʨʝʘʣʠʟʘʮʠʿʦʤ ʠ ʋʇʇ ʧʨʫʞʘ ʧʦʜʨʰʢʘ ʠʤʧʣʝʤʝʥʪʘʮʠʿʠ 

ʩʪʨʘʪʝʛʠʿʝ, 

ü ʨʝʧʦʟʠʪʦʨʠʿ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ (ʝʥʛʣ. Business process repository) ï ʿʦʰ ʿʝʜʘʥ ʫ 

ʥʠʟʫ ʮʠˀʝʚʘ ʋʇʇ ʦʙʫʭʚʘʪʘ ʬʦʨʤʠʨʘˁʝ ʙʘʟʝ ʧʦʜʘʪʘʢʘ ʦ ʩʚʠʤ ʧʦʩʣʦʚʥʠʤ 

ʧʨʦʮʝʩʠʤʘ ʢʦʿʝ ʦʙʘʚˀʘ ʧʨʝʜʫʟʝ˂ʝ (ʦ ʚʣʘʩʥʠʢʫ ʧʨʦʮʝʩʘ, ʦʚʣʘʰ˂ʝˁʠʤʘ ʠ 

ʦʜʛʦʚʦʨʥʦʩʪʠʤʘ ʟʘʧʦʩʣʝʥʠʭ, ʧʨʘʚʠʣʠʤʘ ʠ ʢʦʥʪʨʦʣʥʠʤ ʤʝʭʘʥʠʟʤʠʤʘ, 

ʘʥʛʘʞʦʚʘʥʠʤ ʨʝʩʫʨʩʠʤʘ, ʦʩʪʚʘʨʝʥʠʤ ʨʝʟʫʣʪʘʪʠʤʘ ʧʨʦʮʝʩʘ...). ʈʝʧʦʟʠʪʦʨʠʿ 

ʦʣʘʢʰʘʚʘ ʙʝʥʯʤʘʨʢʠʥʛ (ʝʥʛʣ. Benchmarking) ʢʘʢʦ ʠʥʪʝʨʥʠ ʪʘʢʦ ʠ ʝʢʩʪʝʨʥʠ, 

ʜʦʧʨʠʥʦʩʠ ʜʦʥʦʰʝˁʫ ʢʚʘʣʠʪʝʪʥʠʿʠʭ ʧʦʩʣʦʚʥʠʭ ʦʜʣʫʢʘ ʠ ʫʥʘʧʨʝʹʝˁʫ ʧʦʩʣʦʚʥʝ 

ʝʬʠʢʘʩʥʦʩʪʠ ʠ ʝʬʝʢʪʠʚʥʦʩʪʠ (Sikavica & Hernaus, 2011),  

ü ʩʪʘʥʜʘʨʜʠʟʘʮʠʿʘ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ ï ʤʦʜʝʣʠʨʘˁʝ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ ʦʣʘʢʰʘʚʘ 

ʧʦʨʝʹʝˁʝ ʦʩʪʚʘʨʝʥʦʛ ʩʘ ʧʣʘʥʠʨʘʥʠʤ ʠ ʝʣʠʤʠʥʠʩʘˁʝ ʧʦʪʝʥʮʠʿʘʣʥʦʛ ʿʘʟʘ ʢʘʜʘ ʿʝ 
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ʨʝʯ ʦ ʨʝʘʣʠʟʘʮʠʿʠ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ; ʠʥʬʦʨʤʘʮʠʦʥʘ ʪʝʭʥʦʣʦʛʠʿʘ ʜʦʧʨʠʥʦʩʠ 

ʘʫʪʦʤʘʪʠʟʘʮʠʿʠ ʧʨʦʮʝʩʘ ʯʠʤʝ ʩʝ ʪʨʘʩʠʨʘ ʧʫʪ ʧʦʨʘʩʪʫ ʩʪʘʥʜʘʨʜʠʟʘʮʠʿʝ 

ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ, 

ü ʢʦʥʪʠʥʫʠʨʘʥʦ ʧʦʙʦˀʰʘˁʝ ʧʨʦʮʝʩʘ ï ʫʥʘʧʨʝʹʝˁʝʤ ˀʫʜʩʢʠʭ ʨʝʩʫʨʩʘ, ʨʘʟʚʦʿʝʤ 

ʠʥʬʦʨʤʘʮʠʦʥʝ ʪʝʭʥʦʣʦʛʠʿʝ ʦʣʘʢʰʘʥʦ ʿʝ ʧʨʘ˂ʝˁʝ ʧʨʦʮʝʩʘ, ʧʨʠʢʫʧˀʘˁʝ 

ʧʦʜʘʪʘʢʘ, ʘʥʘʣʠʟʘ ʠ ʫʥʘʧʨʝʹʝˁʝ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ ʥʘ ʦʩʥʦʚʫ ʜʦʙʠʿʝʥʠʭ 

ʨʝʟʫʣʪʘʪʘ; ʫʥʘʧʨʝʹʝˁʝ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ ʪʨʝʙʘ ʚʨʰʠʪʠ ʫ ʧʨʘʚʮʫ ʬʦʨʤʠʨʘˁʘ 

ʝʬʝʢʪʠʚʥʠʿʝʛ, ʝʬʠʢʘʩʥʠʿʝʛ ʠ ʧʨʠʣʘʛʦʜˀʠʚʠʿʝʛ ʧʦʩʣʦʚʥʦʛ ʧʨʦʮʝʩʘ, 

ü ʧʨʦʤʝʥʘ ʧʦʥʘʰʘˁʘ ʟʘʧʦʩʣʝʥʠʭ ï ʜʘʚʘˁʝʤ ʦʚʣʘʰ˂ʝˁʘ ʟʘʧʦʩʣʝʥʠʤʘ ʠ 

ʫʚʘʞʘʚʘˁʝʤ ˁʠʭʦʚʠʭ ʠʜʝʿʘ ʩʤʘˁʫʿʝ ʩʝ ʦʪʧʦʨ ʟʘʧʦʩʣʝʥʠʭ ʥʘ ʧʨʦʤʝʥʝ; ʧʨʦʤʝʥʦʤ 

ʩʠʩʪʝʤʘ ʥʘʛʨʘʹʠʚʘˁʘ ʠ ʩʠʩʪʝʤʘ ʥʘʧʨʝʜʦʚʘˁʘ ʫʪʠʯʝ ʩʝ ʥʘ ʧʦʨʘʩʪ ʤʦʪʠʚʠʩʘʥʦʩʪʠ 

ʟʘʧʦʩʣʝʥʠʭ ʟʘ ʢʦʥʪʠʥʫʠʨʘʥʦ ʫʩʘʚʨʰʘʚʘˁʝ, 

ü ʧʦʚʝ˂ʘˁʝ ʬʣʝʢʩʠʙʠʣʥʦʩʪʠ ï ʢˀʫʯʥʠ ʦʧʝʨʘʪʠʚʥʠ ʮʠˀ ʋʇʇ, ʿʝʨ ʋʇʇ ʧʦʜʨʞʘʚʘ 

ʧʨʦʤʝʥʫ ʦʨʛʘʥʠʟʘʮʠʦʥʦʛ ʦʢʨʫʞʝˁʘ ʧʦʩʣʦʚʥʦʛ ʧʨʦʮʝʩʘ, ʪʘʢʦʹʝ, ʦʣʘʢʰʘʚʘ 

ʧʨʦʤʝʥʝ ʫ ʩʦʬʪʚʝʨʩʢʦʤ ʜʝʣʫ ʧʨʦʮʝʩʘ ʙʝʟ ʧʨʦʤʝʥʝ ʫʢʫʧʥʦʛ ʧʦʩʣʦʚʥʦʛ ʧʨʦʮʝʩʘ,  

ü ʧʦʙʦˀʰʘˁʝ ʢʦʤʫʥʠʢʘʮʠʿʝ ï ʫʧʦʪʨʝʙʦʤ ʟʘʿʝʜʥʠʯʢʦʛ ʿʝʟʠʢʘ ʦʩʪʚʘʨʫʿʝ ʩʝ 

ʘʜʝʢʚʘʪʥʘ ʢʦʤʫʥʠʢʘʮʠʿʘ ʟʘʧʦʩʣʝʥʠʭ ʨʘʟʣʠʯʠʪʦʛ ʩʪʨʫʯʥʦʛ ʟʥʘˁʘ ʥʘ ʨʘʟʣʠʯʠʪʠʤ 

ʜʝʣʦʚʠʤʘ ʧʦʩʣʦʚʥʦʛ ʧʨʦʮʝʩʘ ʠ ʨʘʟʣʠʯʠʪʠʤ ʭʠʿʝʨʘʨʭʠʿʩʢʠʤ ʥʠʚʦʠʤʘ; ʧʨʠʤʝʥʦʤ 

ʿʝʜʠʥʩʪʚʝʥʝ ʤʝʪʦʜʦʣʦʛʠʿʝ ʢʨʦʟ, ʥʘʿʯʝʰ˂ʝ, ʛʨʘʬʠʯʢʠ ʧʨʠʢʘʟ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ, 

ʦʣʘʢʰʘʚʘ ʩʝ ʘʥʘʣʠʟʘ ʠ ʜʠʟʘʿʥʠʨʘˁʝ ʧʨʦʮʝʩʘ; ʢʚʘʣʠʪʝʪʥʠʿʘ ʢʦʣʘʙʦʨʘʮʠʿʘ 

ʟʘʧʦʩʣʝʥʠʭ ʠ ʨʘʟʤʝʥʘ ʠʥʬʦʨʤʘʮʠʿʘ ʠ ʠʜʝʿʘ ʫ ʮʠˀʫ ʫʥʘʧʨʝʹʝˁʘ ʧʦʩʣʦʚʥʠʭ 

ʧʨʦʮʝʩʘ ʤʦʛʫ˂ʘ ʿʝ ʫʧʦʪʨʝʙʦʤ ʿʝʜʠʥʩʪʚʝʥʝ ʤʝʪʦʜʦʣʦʛʠʿʝ,  

ü ʘʫʪʩʦʨʮʠʥʛ ï ʚʠʟʫʝʣʠʟʘʮʠʿʦʤ ʧʨʦʮʝʩʘ ʣʘʢʰʝ ʩʝ ʠʜʝʥʪʠʬʠʢʫʿʫ ʠʥʧʫʪʠ ʠ ʘʫʪʧʫʪʠ 

ʢʦʿʠ ʦʜʨʝʹʫʿʫ ʛʨʘʥʠʮʝ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ, ʯʠʤʝ ʿʝ ʦʣʘʢʰʘʥʦ ʠʜʝʥʪʠʬʠʢʦʚʘˁʝ 

ʧʦʩʣʦʚʥʠʭ ʘʢʪʠʚʥʦʩʪʠ ʢʦʿʝ ʤʦʛʫ ʙʠʪʠ ʧʨʝʜʤʝʪ ʘʫʪʩʦʮʠʥʛʘ, ʫʩʣʝʜ ˁʠʭʦʚʝ 

ʥʝʝʬʢʘʩʥʦʩʪʠ.  

ʈʘʿʝʨʩ, ʚʘʥ ɺʝʿʢ, ʄʫʰʪʣʘʨ ʠ ʃʫʨʩ (Reijers, van Wijk, Mutschler, & Leurs, 2010) 

ʩʚʨʩʪʘʚʘʿʫ ʮʠˀʝʚʝ ʋʇʇ ʫ ʜʚʝ ʛʨʫʧʝ. ʆʥʠ ʨʘʟʣʠʢʫʿʫ ʛʨʫʧʫ ʧʦʩʣʦʚʥʠʭ ʮʠˀʝʚʘ, ʢʘʦ ʰʪʦ ʩʫ 

ʫʥʘʧʨʝʹʝˁʝ ʧʦʩʣʦʚʥʠʭ ʧʝʨʬʦʨʤʘʥʩʠ, ʠ ʛʨʫʧʫ ʪʝʭʥʠʯʢʠʭ ʮʠˀʝʚʘ, ʢʘʦ ʰʪʦ ʿʝ 

ʠʤʧʣʝʤʝʥʪʘʮʠʿʘ ʩʠʩʪʝʤʘ ʟʘ ʧʣʘʥʠʨʘˁʝ ʨʝʩʫʨʩʘ ʧʨʝʜʫʟʝ˂ʘ. ʄʝʹʫʪʠʤ, ʥʝʟʘʚʠʩʥʦ ʦʜ ʪʦʛʘ 

ʦ ʢʦʿʦʿ ʛʨʫʧʠ ʮʠˀʝʚʘ ʜʘ ʿʝ ʨʝʯ, ʥʫʞʥʦ ʿʝ ʧʦʩʪʦʿʘˁʝ ʫʩʢʣʘʹʝʥʦʩʪʠ ʩʘ ʩʪʨʘʪʝʛʠʿʦʤ 

ʧʨʝʜʫʟʝ˂ʘ (Rosemann & vom Brocke, 2010). ʉʭʦʜʥʦ ʪʦʤʝ, ʮʠˀʝʚʠ ʋʇʇ ʟʘʚʠʩʝ ʦʜ 
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ʦʜʘʙʨʘʥʦʛ ʩʪʨʘʪʝʛʠʿʩʢʦʛ ʧʨʘʚʮʘ. ʅʘ ʧʨʠʤʝʨ, ʧʨʝʜʫʟʝ˂ʘ ʢʦʿʝ ʩʣʝʜʝ ʩʪʨʘʪʝʛʠʿʫ 

ʦʧʝʨʘʪʠʚʥʝ ʠʟʚʨʩʥʦʩʪʠ ʤʦʛʫ ʠʤʘʪʠ ʮʠˀʝʚʝ ʧʦʧʫʪ ʧʦʚʝ˂ʘˁʘ ʢʦʥʪʨʦʣʝ ʥʘʜ ʧʦʩʣʦʚʘˁʝʤ 

ʧʨʝʜʫʟʝ˂ʘ, ʩʢʨʘ˂ʝˁʘ ʚʨʝʤʝʥʘ ʠʣʠ ʩʤʘˁʝˁʘ ʪʨʦʰʢʦʚʘ. ʉ ʜʨʫʛʝ ʩʪʨʘʥʝ, ʦʥʠ ʢʦʿʠ ʪʝʞʝ 

ʩʘʪʠʩʬʘʢʮʠʿʠ ʢʫʧʘʮʘ ʧʦʩʪʘʚʠʣʠ ʙʠ ʩʚʦʿʝ ʮʠˀʝʚʝ ʋʇʇ ʪʘʢʦ ʜʘ ʪʝʞʝ ʠʩʧʫˁʝˁʫ ʟʘʭʪʝʚʘ 

ʢʫʧʘʮʘ.  

2.5. ʇʨʠʥʮʠʧʠ ʫʧʨʘʚˀʘˁʘ ʧʦʩʣʦʚʥʠʤ ʧʨʦʮʝʩʠʤʘ 

ʋ ʮʠˀʫ ʿʘʯʘˁʘ ʩʘʤʦʛ ʿʝʟʛʨʘ ʋʇʇ, ʦʜʥʦʩʥʦ ʧʦʩʧʝʰʠʚʘˁʘ ʜʘˀʝʛ ʨʘʟʚʦʿʘ ʠ 

ʧʨʠʤʝʥʝ ʫ ʧʨʘʢʩʠ, ʬʦʨʤʫʣʠʩʘʥʠ ʩʫ ʧʨʠʥʮʠʧʠ ʋʇʇ. ʋʩʧʝʰʥʦ ʋʇʇ ʧʦʜʨʘʟʫʤʝʚʘ 

ʧʨʠʤʝʥʫ ʬʦʨʤʫʣʠʩʘʥʠʭ ʧʨʠʥʮʠʧʘ ʫ ʩʚʘʢʦʜʥʝʚʥʦʤ ʧʦʩʣʦʚʘˁʫ ʫ ʚʠʜʫ ʩʤʝʨʥʠʮʘ. 

ʇʨʚʠ ʧʨʠʥʮʠʧʠ ʋʇʇ ʧʦʩʪʘʚˀʝʥʠ ʩʫ ʿʦʰ ʜʦʢ ʿʝ ʋʇʇ ʙʠʦ ʫ ʧʦʚʦʿʫ ï 1996 ʛʦʜʠʥʝ, 

ʦʜ ʩʪʨʘʥʝ ɸʨʤʠʩʪʝʜʘ (Armistead, 1996). ʅʝʢʦʣʠʢʦ ʛʦʜʠʥʘ ʥʘʢʦʥ ʪʦʛʘ ɹʘʨʣʪʦʥ (Burlton, 

2001) ʿʝ, ʪʘʢʦʹʝ, ʧʨʝʜʣʦʞʠʦ ʥʠʟ ʧʨʠʥʮʠʧʘ. ʄʝʹʫʪʠʤ, ʦʚʠ ʧʨʠʥʮʠʧʠ ʥʠʩʫ ʥʘʰʣʠ ʧʫʥʫ 

ʧʨʠʤʝʥʫ ʫ ʧʨʘʢʩʠ ʩ ʦʙʟʠʨʦʤ ʥʘ ʯʠˁʝʥʠʮʫ ʜʘ ʩʝ ʦʜʥʦʩʝ ʥʘ ʧʨʦʤʝʥʫ ʧʦʩʣʦʚʘˁʘ ʠ 

ʦʙʥʘʚˀʘˁʝ ʧʨʦʮʝʩʘ. ʉʘʛʣʝʜʘʚʘˁʝʤ ʪʝʦʨʠʿʩʢʠʭ ʧʨʝʧʦʨʫʢʘ, ʨʝʟʫʣʪʘʪʘ ʠʩʪʨʘʞʠʚʘˁʘ, 

ʤʠʰˀʝˁʘ ʩʪʨʫʯˁʘʢʘ ʠʟ ʦʙʣʘʩʪʠ ʋʇʇ ʫ ʧʨʘʢʩʠ ʠ ʘʢʘʜʝʤʠʢʘ, ʤʦʛʫ˂ʝ ʿʝ ʠʟʜʚʦʿʠʪʠ ʜʝʩʝʪ 

ʧʨʠʥʮʠʧʘ ʋʇʇ (Vom Brocke, Schmiedel, Recker, Trkman, Mertens & Viaene, 2014). ʆʚʠ 

ʧʨʠʥʮʠʧʠ ʧʨʝʜʩʪʘʚˀʘʿʫ ʧʦʜʨʰʢʫ ʪʨʘʥʩʬʦʨʤʘʮʠʿʠ ʠʥʠʮʠʿʘʪʠʚʘ ʚʝʟʘʥʠʭ ʟʘ ʋʇʇ ʫ 

ʢʦʥʢʨʝʪʥʝ ʧʦʩʣʦʚʥʝ ʧʨʘʢʩʝ (ʈʘʜʦʩʘʚˀʝʚʠ˂, 2016). ʉʚʘʢʠ ʦʜ ʜʝʩʝʪ ʧʨʠʥʮʠʧʘ ʋʇʇ 

ʦʙʿʘʰˁʝʥ ʿʝ ʫ ʥʘʩʪʘʚʢʫ. 

ʇʨʠʥʮʠʧ ʫʚʘʞʘʚʘˁʘ ʢʦʥʪʝʢʩʪʘ ʫ ʢʦʤʝ ʧʨʝʜʫʟʝ˂ʝ ʧʦʩʣʫʿʝ ʬʦʨʤʫʣʠʩʘʥ ʿʝ ʫ ʮʠˀʫ 

ʘʧʦʩʪʨʦʬʠʨʘˁʘ ʟʥʘʯʘʿʘ ʫʚʘʞʘʚʘˁʘ ʢʦʥʢʨʝʪʥʦʛ ʧʦʩʣʦʚʥʦʛ ʦʢʨʫʞʝˁʘ ʧʨʝʜʫʟʝ˂ʘ ʨʘʜʠ 

ʫʩʧʝʰʥʦʛ ʋʇʇ. ʂʦʨʠʰ˂ʝˁʝ ʿʝʜʥʦʛ ʠʩʪʦʛ ʧʨʠʩʪʫʧʘ ʩʚʠʤ ʧʦʩʣʦʚʥʠʤ ʧʨʦʮʝʩʠʤʘ ʜʦʚʦʜʠ 

ʜʦ ʥʝʫʩʧʝʭʘ ʋʇʇ, ʜʦ ʨʘʟʦʯʘʨʘˁʘ ʠ ʜʦ ʤʦʛʫ˂ʝ ʥʝʛʘʪʠʚʥʝ ʧʝʨʮʝʧʮʠʿʝ ʋʇʇ. ʋʪʝʤʝˀʝʥ ʫ 

ʪʝʦʨʠʿʠ ʢʦʥʪʠʥʛʝʥʮʠʿʝ (Donaldson, 2001), ʧʨʠʥʮʠʧ ʩʚʝʩʥʦʩʪʠ ʢʦʥʪʝʢʩʪʘ ʧʨʝʪʧʦʩʪʘʚˀʘ 

ʜʘ ʥʝ ʧʦʩʪʦʿʠ ʿʝʜʠʥʩʪʚʝʥ ʥʘʯʠʥ ʋʇʇ, ʚʝ˂ ʜʘ ʋʇʇ ʪʨʝʙʘ ʫʢʣʦʧʠʪʠ ʫ ʧʨʝʜʫʟʝ˂ʝ ʠ 

ʧʨʠʣʘʛʦʜʠʪʠ ʧʨʠʨʦʜʠ ʧʨʦʮʝʩʘ (2014Vom Brocke et al, 2014). ʋʚʘʞʘʚʘˁʝ ʢʦʥʪʝʢʩʪʘ 

ʧʦʩʣʦʚʘˁʘ ʧʦʜʨʘʟʫʤʝʚʘ ʚʦʹʝˁʝ ʨʘʯʫʥʘ ʦ ʬʘʢʪʦʨʠʤʘ ʢʦʿʠ ʫʪʠʯʫ ʥʘ ʦʙʝʟʙʝʹʝˁʝ 

ʨʘʟʣʠʯʠʪʠʭ ʫʩʣʦʚʘ ʠ ʦʢʦʣʥʦʩʪʠ ʧʦʩʣʦʚʘˁʘ ʠʟʤʝʹʫ ʧʨʝʜʫʟʝ˂ʘ ʢʘʦ ʰʪʦ ʩʫ: ʚʝʣʠʯʠʥʘ, 

ʩʪʨʘʪʝʛʠʿʘ, ʜʝʣʘʪʥʦʩʪ, ʪʨʞʠʰʪʝ, ʮʠˀʝʚʠ ʋʇʇ. ʌʘʢʪʦʨʠ, ʩʧʝʮʠʬʠʯʥʠ ʟʘ ʢʦʥʢʨʝʪʥʦ 

ʧʨʝʜʫʟʝ˂ʝ ï ʚʨʩʪʝ ʧʨʦʮʝʩʘ, ʨʘʩʧʦʣʦʞʠʚʠ ʨʝʩʫʨʩʠ, ʠʤʧʣʝʤʝʥʪʠʨʘʥʘ ʠʥʬʦʨʤʘʮʠʦʥʘ 

ʪʝʭʥʦʣʦʛʠʿʘ..., ʪʘʢʦʹʝ ʤʦʨʘʿʫ ʙʠʪʠ ʫʟʝʪʠ ʫ ʦʙʟʠʨ ʧʨʠʣʠʢʦʤ ʋʇʇ. ʅʘ ʧʨʠʤʝʨ, ʤʘʣʘ 
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ʧʨʝʜʫʟʝ˂ʘ ʤʦʛʫ ʠʤʘʪʠ ʤʘˁʝ ʢʘʜʨʦʚʩʢʠʭ ʨʝʩʫʨʩʘ ʟʘ ʋʇʇ ʫ ʦʜʥʦʩʫ ʥʘ ʚʝʣʠʢʝ, ʜʦʢ 

ʩʧʝʮʠʬʠʯʥʠ ʠʥʬʦʨʤʘʮʠʦʥʠ ʩʠʩʪʝʤʠ ʥʝ ʤʦʛʫ ʜʦʚʝʩʪʠ ʜʦ ʧʦʚʝ˂ʘˁʘ ʝʬʠʢʘʩʥʦʩʪʠ ʢʦʜ 

ʩʚʠʭ ʧʨʦʮʝʩʘ ʧʦʜʿʝʜʥʘʢʦ (Vom Brocke et al, 2014). ʇʨʠʥʮʠʧ ʩʚʝʩʥʦʩʪʠ ʢʦʥʪʝʢʩʪʘ 

ʠʜʝʥʪʠʬʠʢʦʚʘʥ ʿʝ ʢʘʦ ʿʝʜʥʘ ʦʜ ʢˀʫʯʥʠʭ ʤʦʛʫ˂ʥʦʩʪʠ ʫʩʧʝʰʥʝ ʠʤʧʣʝʤʝʥʪʘʮʠʿʝ ʋʇʇ 

(Vom Brocke et al, 2014).  

ʇʨʠʥʮʠʧ ʢʦʥʪʠʥʫʠʪʝʪʘ ʋʇʇ ʠʩʪʠʯʝ ʥʝʦʧʭʦʜʥʦʩʪ ʪʨʘʿʥʝ ʧʨʘʢʩʝ ʋʇʇ ʫ ʮʠˀʫ 

ʦʩʪʚʘʨʝˁʘ ʢʦʥʪʠʥʫʠʨʘʥʝ ʝʬʠʢʘʩʥʦʩʪʠ ʠ ʝʬʝʢʪʠʚʥʦʩʪʠ ʧʦʩʣʦʚʘˁʘ. ʅʝʢʘ ʧʨʝʜʫʟʝ˂ʘ 

ʢʦʨʠʩʪʝ ʋʇʇ ʪʝʢ ʢʘʜʘ ʩʝ ʿʘʚʝ ʩʧʝʮʠʬʠʯʥʠ ʧʨʦʙʣʝʤʠ. ʇʨʝʜʫʟʝ˂ʘ ʪʘʜʘ ʢʨʦʟ ʢʨʘʪʢʦʨʦʯʥʝ 

ʧʨʦʿʝʢʪʝ ʥʘʩʪʦʿʝ ʜʘ ʨʝʰʝ ʥʘʩʪʘʣʝ ʧʨʦʙʣʝʤʝ. ʄʝʹʫʪʠʤ, ʋʇʇ ʧʨʝʚʘʟʠʣʘʟʠ ʧʦʿʝʜʠʥʘʯʥʝ 

ʠʥʪʝʨʚʝʥʮʠʿʝ, ʠʘʢʦ ʦʥʝ ʤʦʛʫ ʜʦʚʝʩʪʠ ʜʦ ʢʨʘʪʢʦʨʦʯʥʠʭ ʨʝʟʫʣʪʘʪʘ. ʂʘʢʦ ʥʘʚʦʜʝ ʥʝʢʠ 

ʘʫʪʦʨʠ (Trkman, 2010; Hammer, 2010) ʋʇʇ ʚʦʜʠ ʜʦ ʦʜʨʞʠʚʝ ʢʦʥʢʫʨʝʥʪʩʢʝ ʧʨʝʜʥʦʩʪʠ 

ʿʝʜʠʥʦ ʫʢʦʣʠʢʦ ʩʝ ʩʧʨʦʚʦʜʠ ʢʦʥʪʠʥʫʠʨʘʥʦ ʧʦʙʦˀʰʘˁʝ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ. ɿʘ 

ʠʩʢʦʨʝˁʠʚʘˁʝ ʧʨʘʢʩʝ ʧʨʠʤʝʥʝ ʋʇʇ ʟʘ ʨʝʰʘʚʘˁʝ ʢʨʘʪʢʦʨʦʯʥʠʭ ʧʨʦʙʣʝʤʘ ʧʦʪʨʝʙʥʘ ʿʝ 

ʘʜʝʢʚʘʪʥʘ ʧʦʩʣʦʚʥʘ ʢʫʣʪʫʨʘ (Schmiedel et al., 2013). ʇʫʪʝʤ ʫʥʘʧʨʝʹʝˁʘ ʢʦʤʫʥʠʢʘʮʠʿʝ, 

ʦʚʣʘʰ˂ʠʚʘˁʘ ʟʘʧʦʩʣʝʥʠʭ, ʫʩʢʣʘʹʠʚʘˁʘ ʩʠʩʪʝʤʘ ʥʘʛʨʘʹʠʚʘˁʘ, ʜʦ˂ʠ ˂ʝ ʜʦ ʧʨʦʤʝʥʘ ʫ 

ʧʦʩʣʦʚʥʦʿ ʢʫʣʪʫʨʠ ʟʘʧʦʩʣʝʥʠʭ ʥʘ ʥʘʯʠʥ ʜʘ ʋʇʇ ʧʦʩʪʘʥʝ ʩʘʩʪʘʚʥʠ ʜʝʦ ʩʚʘʢʦʜʥʝʚʥʦʛ 

ʨʘʜʘ. 

ʇʨʠʥʮʠʧ ʨʘʟʚʠʿʘˁʘ ʩʧʦʩʦʙʥʦʩʪʠ ʋʇʇ ʥʘʛʣʘʰʘʚʘ ʧʦʪʨʝʙʫ ʨʘʟʚʠʿʘˁʘ 

ʧʦʿʝʜʠʥʘʯʥʠʭ ʠ ʧʦʩʣʦʚʥʠʭ ʩʧʦʩʦʙʥʦʩʪʠ ʋʇʇ. ʀʩʪʨʘʞʠʚʘˁʝ (Muller, Schmiedel, 

Gorbacheva & vom Brocke, 2013) ʿʝ ʧʦʢʘʟʘʣʦ ʜʘ ʿʝ ʨʘʟʚʦʿ ʧʦʩʣʦʚʥʠʭ ʩʧʦʩʦʙʥʦʩʪʠ ʋʇʇ 

ʧʦʚʝʟʘʥ ʩʘ ʰʠʨʠʥʦʤ ʣʠʯʥʠʭ ʢʦʤʧʝʪʝʥʮʠʿʘ ʢˀʫʯʥʠʭ ʟʘʧʦʩʣʝʥʠʭ ʥʘ ʋʇʇ. ɺʘʞʥʦ ʿʝ 

ʥʘʛʣʘʩʠʪʠ ʧʦʪʨʝʙʫ ʟʘ ʜʫʛʦʨʦʯʥʦʤ ʜʠʤʝʥʟʠʿʦʤ ʫ ʧʦʛʣʝʜʫ ʨʘʟʚʠʿʘˁʘ ʩʧʦʩʦʙʥʦʩʪʠ ʋʇʇ. 

ʅʘʠʤʝ, ʧʨʝʜʫʟʝ˂ʘ ʢʦʿʘ ʢʦʨʠʩʪʝ ʋʇʇ ʟʘ ʨʝʰʘʚʘˁʝ ʧʦʿʝʜʠʥʘʯʥʠʭ ʧʨʦʙʣʝʤʘ ʠ ʧʦʩʪʠʟʘˁʝ 

ʢʨʘʪʢʦʨʦʯʥʠʭ ʨʝʟʫʣʪʘʪʘ, ʥʝʨʝʪʢʦ ʘʥʛʘʞʫʿʫ ʝʢʩʪʝʨʥʝ ʢʦʥʩʫʣʪʘʥʪʝ ʫ ʪʫ ʩʚʨʭʫ. ʅʘ ʪʘʿ 

ʥʘʯʠʥ, ʜʦʙʠʿʘʿʫ ʢʚʘʣʠʪʝʪʥʦ ʨʝʰʝˁʝ ʟʘ ʢʦʥʢʨʝʪʘʥ ʧʨʦʙʣʝʤ, ʘʣʠ ʪʠʤʝ ʥʝ ʨʘʟʚʠʿʘʿʫ 

ʧʦʿʝʜʠʥʘʯʥʝ ʩʧʦʩʦʙʥʦʩʪʠ ʟʘʧʦʩʣʝʥʠʭ ʠ ʢʦʜ ʧʦʿʘʚʝ ʥʘʨʝʜʥʦʛ ʧʨʦʙʣʝʤʘ ʙʠ˂ʝ ʦʧʝʪ 

ʧʦʪʨʝʙʝ ʟʘ ʘʥʛʘʞʦʚʘˁʝʤ ʝʢʩʪʝʨʥʠʭ ʩʪʨʫʯˁʘʢʘ. ʉʣʠʯʥʦ, ʫʢʦʣʠʢʦ ʧʨʝʜʫʟʝ˂ʝ ʧʦʢʫʰʘʚʘ 

ʜʘ ʨʝʰʠ ʩʧʝʮʠʬʠʯʘʥ ʧʨʦʙʣʝʤ ʥʘʙʘʚʢʦʤ ʠʥʬʦʨʤʘʮʠʦʥʝ ʪʝʭʥʦʣʦʛʠʿʝ ʨʠʟʠʢʫʿʝ ʜʘ ʥʘʙʘʚʠ 

ʘʣʘʪʝ ʢʦʿʝ ʥʝ˂ʝ ʤʦ˂ʠ ʜʘ ʠʩʢʦʨʠʩʪʠ ʫ ʧʦʪʧʫʥʦʩʪʠ ʟʘ ʦʩʪʚʘʨʝˁʝ ʧʦʩʪʘʚˀʝʥʠʭ ʮʠˀʝʚʘ, 

ʫʩʣʝʜ ʥʝʘʜʝʢʚʘʪʥʠʭ ʠʣʠ ʥʝʨʘʟʚʠʿʝʥʠʭ ʩʧʦʩʦʙʥʦʩʪʠ ʟʘʧʦʩʣʝʥʠʭ. ʇʨʝʤʘ ʪʦʤʝ, ʫʩʧʝʰʥʦ 

ʨʝʘʛʦʚʘˁʝ ʥʘ ʥʝʧʨʝʜʚʠʹʝʥʝ ʩʠʪʫʘʮʠʿʝ ʫ ʙʫʜʫ˂ʥʦʩʪʠ ʟʘʭʪʝʚʘ ʥʘʧʦʨ ʢʘ ʨʘʟʚʦʿʫ 

ʜʠʥʘʤʠʯʥʠʭ ʩʧʦʩʦʙʥʦʩʪʠ ʟʘʧʦʩʣʝʥʠʭ.  
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ʇʨʠʥʮʠʧ ʭʦʣʠʩʪʠʯʢʦʛ ʧʨʠʩʪʫʧʘ ʧʦʜʨʘʟʫʤʝʚʘ ʧʦʤʝʨʘˁʝ ʬʦʢʫʩʘ ʩʘ ʢʦʥʢʨʝʪʥʠʭ 

ʧʦʩʣʦʚʥʠʭ ʩʝʛʤʝʥʘʪʘ, ʦʜʥʦʩʥʦ ʩʘ ʦʨʛʘʥʠʟʘʮʠʦʥʠʭ ʿʝʜʠʥʠʮʘ, ʧʦʩʣʦʚʥʠʭ ʬʫʥʢʮʠʿʘ ʠ 

ʩʣʠʯʥʦ ʥʘ ʮʝʣʦʢʫʧʥʦ ʧʨʝʜʫʟʝ˂ʘ ʠ ˁʝʥʦ ʦʢʨʫʞʝˁʝ. ʌʦʢʫʩ ʤʝʥʘ˅ʤʝʥʪʘ ʥʘ ʧʦʿʝʜʠʥʘʯʘʥ 

ʧʨʦʮʝʩ ʜʦʚʦʜʠ ʜʦ ʦʛʨʘʥʠʯʝʥʦʛ ʫʪʠʮʘʿʘ ʥʘ ʧʝʨʬʦʨʤʘʥʩʝ ʧʨʝʜʫʟʝ˂ʘ, ʜʦʢ ʩʝ ʫʩʚʘʿʘˁʝʤ 

ʭʦʣʠʩʪʠʯʢʦʛ ʧʨʠʩʪʫʧʘ ʧʦʩʣʦʚʥʠʤ ʧʨʦʮʝʩʠʤʘ ʦʩʠʛʫʨʘʚʘ ʧʦʟʠʪʠʚʘʥ ʜʦʧʨʠʥʦʩ ʧʦʩʣʦʚʥʦʤ 

ʫʯʠʥʢʫ. ʊʘʢʦʹʝ, ʋʇʇ, ʢʘʦ ʭʦʣʠʩʪʠʯʢʠ ʧʨʠʩʪʫʧ, ʪʨʝʙʘ ʜʘ ʦʙʫʭʚʘʪʠ ʠ ʩʪʨʘʪʝʛʠʿʩʢʝ, 

ʤʝʪʦʜʦʣʦʰʢʝ, ʪʝʭʥʠʯʢʝ ʠ ʩʦʮʠʿʘʣʥʝ ʘʩʧʝʢʪʝ, ʘ ʥʝ ʜʘ ʙʫʜʝ ʫʩʤʝʨʝʥʦ ʩʘʤʦ ʥʘ ʿʝʜʘʥ 

ʩʧʝʮʠʬʠʯʘʥ ʘʩʧʝʢʪ. ʆʚʘʿ ʧʨʠʥʮʠʧ ʟʘʭʪʝʚʘ ʜʘ ʧʨʝʜʫʟʝ˂ʝ ʜʝʬʠʥʠʰʝ ʩʚʝʦʙʫʭʚʘʪʥʠ ʦʙʠʤ 

ʋʇʇ ʢʦʿʠ ʠʥʪʝʛʨʠʰʝ ʬʘʢʪʦʨʝ ʋʇʇ ʜʫʞ ʮʝʣʦʛ ʧʨʝʜʫʟʝ˂ʘ (Hammer, 2007). 

ʇʨʠʥʮʠʧ ʠʥʩʪʠʪʫʮʠʦʥʘʣʠʟʘʮʠʿʝ ʋʇʇ ʟʘʭʪʝʚʘ ʧʨʝʮʠʟʠʨʘˁʝ ʫʣʦʛʘ ʠ 

ʦʜʛʦʚʦʨʥʦʩʪʠ ʟʘʧʦʩʣʝʥʠʭ ʫ ʦʢʚʠʨʫ ʋʇʇ. ʆʚʘʿ ʧʨʠʥʮʠʧ ʟʘʭʪʝʚʘ ʭʦʨʠʟʦʥʪʘʣʥʦ 

ʧʦʚʝʟʠʚʘˁʝ ʧʦʩʣʦʚʥʠʭ ʬʫʥʢʮʠʿʘ ʠ ʠʜʝʥʪʠʬʠʢʦʚʘˁʝ ʤʝʥʘ˅ʝʨʘ ʢʦʿʠ ˂ʝ ʙʠʪʠ ʦʜʛʦʚʦʨʥʠ 

ʟʘ ʢʦʥʢʨʝʪʥʝ ʧʨʦʮʝʩʝ. ʋʣʦʛʘ ʚʣʘʩʥʠʢʘ ʧʨʦʮʝʩʘ, ʩʘ ʩʪʚʘʨʥʦʤ ʦʜʛʦʚʦʨʥʦʰ˂ʫ ʠ 

ʘʫʪʦʨʠʪʝʪʦʤ, ʢˀʫʯʥʘ ʿʝ ʫ ʩʧʨʝʯʘʚʘˁʫ ad hoc ʦʜʛʦʚʦʨʥʦʩʪʠ ʧʦ ʦʩʥʦʚʫ ʋʇʇ (Power, 

2011). ʉʧʨʦʚʦʹʝˁʫ ʦʚʦʛ ʧʨʠʥʮʠʧʘ ʤʦʞʝ ʜʦʧʨʠʥʝʪʠ ʠ ʩʪʚʘʨʘˁʝ ʦʜʛʦʚʘʨʘʿʫ˂ʝ 

ʜʦʢʫʤʝʥʪʘʮʠʿʩʢʝ ʙʘʟʝ, ʩʘ ʦʜʛʦʚʘʨʘʿʫ˂ʠʤ ʧʨʦʮʝʜʫʨʘʤʘ ʠ ʧʨʠʥʮʠʧʠʤʘ. 

ʇʨʠʥʮʠʧ ʫʢˀʫʯʝʥʦʩʪʠ ʩʪʝʿʢʭʦʣʜʝʨʘ ʫ ʋʇʇ ʥʘʛʣʘʰʘʚʘ ʧʦʪʨʝʙʫ ʘʥʛʘʞʦʚʘˁʘ ʩʚʠʭ 

ʟʘʠʥʪʝʨʝʩʦʚʘʥʠʭ ʩʪʨʘʥʘ ʧʨʦʮʝʩʘ, ʦʜ ʥʝʧʦʩʨʝʜʥʠʭ ʠʟʚʨʰʠʣʘʮʘ, ʧʨʝʢʦ ʜʦʙʘʚˀʘʯʘ 

ʧʨʦʮʝʩʘ ʜʦ ʢʦʨʠʩʥʠʢʘ ʨʝʟʫʣʪʘʪʘ ʧʨʦʮʝʩʘ. ʋʢˀʫʯʠʚʘˁʝ ʩʚʠʭ ʟʘʧʦʩʣʝʥʠʭ ʫ ʋʇʇ ʿʝ 

ʥʘʨʦʯʠʪʦ ʩʣʦʞʝʥ ʟʘʜʘʪʘʢ. ʀʤʧʣʝʤʝʥʪʘʮʠʿʘ ʋʇʇ ʦʙʠʯʥʦ ʜʦʚʦʜʠ ʜʦ ʧʨʦʤʝʥʘ ʤʥʦʛʠʭ 

ʟʘʜʘʪʘʢʘ ʠ ʘʢʪʠʚʥʦʩʪʠ, ʩʪʦʛʘ ʯʝʩʪʦ ʧʦʢʨʝ˂ʝ ʦʪʧʦʨ ʟʘʧʦʩʣʝʥʠʭ. ʆʪʧʦʨ ʟʘʧʦʩʣʝʥʠʭ ʿʝ 

ʥʘʨʦʯʠʪʦ ʠʟʨʘʞʝʥ ʢʘʜʘ ʦʥʠ ʥʠʩʫ ʫʢˀʫʯʝʥʠ ʫ ʜʦʛʦʚʦʨʝ ʚʝʟʘʥʦ ʟʘ ʧʨʦʤʝʥʝ ʠʣʠ ʨʝʜʠʟʘʿʥ 

ʧʨʦʮʝʩʘ. ɳʠʭʦʚʦ ʘʜʝʢʚʘʪʥʦ ʫʯʝʰ˂ʝ ʫ ʜʠʟʘʿʥʠʨʘˁʫ ʠʣʠ ʨʝʜʠʟʘʿʥʠʨʘˁʫ ʧʨʦʮʝʩʘ ʧʦʩʪʠʞʝ 

ʩʝ ʧʨʝʢʦ ʠʥʪʝʨʘʢʪʠʚʥʠʭ ʩʝʩʠʿʘ, ʧʦʚʨʘʪʥʠʭ ʠʥʬʦʨʤʘʮʠʿʘ, ʢʫʪʠʿʝ ʠʜʝʿʘ ʠ ʢʦʣʘʙʦʨʘʪʠʚʥʦʛ 

ʤʦʜʝʣʠʨʘˁʘ ʧʨʦʮʝʩʘ ʠ ʩʣʠʯʥʦ, ʯʠʤʝ ʩʝ ʦʥʝʤʦʛʫ˂ʫʿʝ ʿʝʜʥʦʩʪʨʘʥʠ ʨʝʜʠʟʘʿʥ ʧʨʦʮʝʩʘ ʦʜ 

ʩʪʨʘʥʝ ʝʢʩʧʝʨʘʪʘ (Rosemann, 2006a). ɸʢʪʠʚʥʦ ʫʯʝʰ˂ʝ ʩʚʠʭ ʩʪʝʿʢʭʦʣʜʝʨʘ ʧʨʦʮʝʩʘ ʠ 

ˁʠʭʦʚʘ ʠʩʪʠʥʩʢʘ ʧʦʩʚʝ˂ʝʥʦʩʪ ʟʥʘʯʘʿʘʥ ʩʫ ʬʘʢʪʦʨ ʫʩʧʝʭʘ ʋʇʇ.  

ʇʨʠʥʮʠʧ ʿʝʜʠʥʩʪʚʝʥʝ ʪʝʨʤʠʥʦʣʦʛʠʿʝ ʋʇʇ ʿʝ ʿʦʰ ʿʝʜʘʥ ʦʜ ʧʨʠʥʮʠʧʘ ʯʠʿʘ 

ʧʨʠʤʝʥʘ ʪʨʝʙʘ ʜʘ ʦʩʠʛʫʨʘ ʜʦʙʨʫ ʧʨʘʢʩʫ ʋʇʇ. ʈʘʜʠ ʩʝ ʦ ʦʩʠʛʫʨʘˁʫ ʨʘʟʫʤʝʚʘˁʘ ʩʚʠʭ 

ʟʘʧʦʩʣʝʥʠʭ, ʢʨʦʟ ʧʨʠʤʝʥʫ ʿʝʜʠʥʩʪʚʝʥʝ ʪʝʨʤʠʥʦʣʦʛʠʿʝ ʋʇʇ. ɹʠʪʥʦ ʿʝ ʜʘ ʦʥʠ ʠʤʘʿʫ 

ʟʘʿʝʜʥʠʯʢʦ ʨʘʟʫʤʝʚʘˁʝ ʧʨʦʮʝʩʘ ʠ ʥʘʯʠʥʘ ˁʝʛʦʚʦʛ ʧʦʙʦˀʰʘˁʘ. ʋʧʦʪʨʝʙʦʤ ʠʩʪʝ 

ʪʝʨʤʠʥʦʣʦʛʠʿʝ ʦʜ ʩʪʨʘʥʝ ʩʚʠʭ ʟʘʧʦʩʣʝʥʠʭ ʠʟʙʝʛʘʚʘʿʫ ʩʝ ʥʝʩʧʦʨʘʟʫʤʠ. ʅʘʿʯʝʰ˂ʝ ʩʝ 
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ʩʪʚʘʨʘˁʝ ʟʘʿʝʜʥʠʯʢʝ ʪʝʨʤʠʥʦʣʦʛʠʿʝ ʚʝʟʫʿʝ ʟʘ ʤʦʜʝʣʠʨʘˁʝ ʧʨʦʮʝʩʘ, ʢʦʿʝ ʢʦʨʠʩʪʠ 

ʛʨʘʬʠʯʢʠ ʿʝʟʠʢ ʟʘ ʦʧʠʩʠʚʘˁʝ, ʢʦʤʫʥʠʮʠʨʘˁʝ ʠ ʘʥʘʣʠʟʫ ʧʨʦʮʝʩʘ. ʂʘʢʦ ʧʨʦʮʝʩʥʠ ʤʦʜʝʣʠ 

ʥʝ ʙʠ ʦʩʪʘʣʠ ʥʝʿʘʩʥʠ ʟʘʧʦʩʣʝʥʠʤʘ, ʧʦʪʨʝʙʥʦ ʿʝ ʩʤʘˁʝˁʝ ˁʠʭʦʚʝ ʩʣʦʞʝʥʦʩʪʠ ʧʨʘ˂ʝˁʝʤ 

ʦʜʨʝʹʝʥʠʭ ʩʤʝʨʥʠʮʘ (Recker, 2013). 

ʇʨʠʥʮʠʧ ʩʚʨʩʠʩʭʦʜʥʦʩʪʠ ʋʇʇ ʥʘʠʟʛʣʝʜ ʦʯʠʛʣʝʜʘʥ, ʘʣʠ ʠʧʘʢ ʟʥʘʯʘʿʘʥ ʩ ʦʙʟʠʨʦʤ 

ʜʘ ʩʝ ʫ ʧʨʘʢʩʠ ʯʝʩʪʦ ʟʘʙʦʨʘʚˀʘ. ʆʚʘʿ ʧʨʠʥʮʠʧ ʫʢʘʟʫʿʝ ʜʘ ʋʇʇ ʥʠʿʝ ʩʘʤʦ ʩʝʙʠ ʮʠˀ, ʚʝ˂ 

ʿʝ ʦʧʨʘʚʜʘʥʦ ʿʝʜʠʥʦ ʘʢʦ ʦʩʪʚʘʨʫʿʝ ʧʨʝʜʚʠʹʝʥʝ ʧʝʨʬʦʨʤʘʥʩʝ. ʋ ʮʠˀʫ ʩʚʨʩʠʩʭʦʜʥʦʩʪʠ 

ʋʇʇ ʥʝʦʧʭʦʜʥʦ ʿʝ ʜʘ ʘʣʘʪʠ, ʤʝʪʦʜʝ ʠ ʧʨʦʮʝʜʫʨʝ ʢʦʿʝ ʩʝ ʢʦʨʠʩʪʝ ʙʫʜʫ ʰʪʦ 

ʿʝʜʥʦʩʪʘʚʥʠʿʝ ʢʦʥʮʠʧʠʨʘʥʝ. ʇʨʠʥʮʠʧ ʩʚʨʩʠʩʭʦʜʥʦʩʪʠ ʥʘʛʣʘʰʘʚʘ ʫʣʦʛʫ ʋʇʇ ʢʘʦ 

ʤʝʪʦʜʘ ʫʧʨʘʚˀʘˁʘ, ʨʘʜʠ ʩʧʨʦʚʦʹʝˁʘ ʧʦʩʣʦʚʥʠʭ ʧʨʦʤʝʥʘ ʠ ʢʨʝʠʨʘˁʘ ʚʨʝʜʥʦʩʪʠ. ʊʦ 

ʫʢʘʟʫʿʝ ʥʘ ʧʦʪʨʝʙʫ ʫʩʢʣʘʹʠʚʘˁʘ ʋʇʇ ʩʘ ʩʪʨʘʪʝʛʠʿʩʢʦʤ ʤʠʩʠʿʦʤ ʠ ʮʠˀʝʚʠʤʘ. ʉʪʫʜʠʿʝ 

ʩʣʫʯʘʿʘ ʧʦʢʘʟʫʿʫ ʜʘ ʋʇʇ ʠʤʘ ʧʦʪʝʥʮʠʿʘʣʘ ʜʘ ʦʩʪʚʘʨʫʿʝ ʨʘʟʣʠʯʠʪʝ ʩʚʨʭʝ (Bandara, 

Guillemain & Coogans, 2010b). ʄʝʹʫʪʠʤ, ʟʘʥʝʤʘʨʠʚʘˁʝʤ ʠ ʥʝʠʩʧʫˁʘʚʘˁʝʤ ʠʩʪʠʥʩʢʝ 

ʩʚʨʭʝ ʋʇʇ (ʩʪʚʘʨʘˁʝ ʪʘʢʚʦʛ ʩʠʩʪʝʤʘ ʚʨʝʜʥʦʩʪʠ ʋʇʇ ʢʦʿʠ ʦʤʦʛʫ˂ʘʚʘ ʧʨʦʥʘʣʘʞʝˁʝ 

ʤʦʛʫ˂ʥʦʩʪʠ ʟʘ ʧʦʙʦˀʰʘˁʝ ʧʨʦʮʝʩʘ) ʤʦʞʝ ʜʦ˂ʠ ʜʦ ʥʝʟʘʜʦʚʦˀʩʪʚʘ ʠ ʧʨʝʢʠʜʘ ʋʇʇ. 

ʇʨʠʥʮʠʧ ʿʝʜʥʦʩʪʘʚʥʦʩʪʠ ʋʇʇ ʫʢʘʟʫʿʝ ʥʘ ʧʦʪʨʝʙʫ ʝʢʦʥʦʤʠʯʥʦʛ ʪʨʦʰʝˁʘ 

ʩʨʝʜʩʪʘʚʘ ʫʣʦʞʝʥʠʭ ʫ ʋʇʇ. ʅʘʠʤʝ, ʧʨʘʢʩʘ ʋʇʇ ʤʦʞʝ ʟʘʭʪʝʚʘʪʠ ʧʦʪʨʦʰˁʫ ʦʛʨʦʤʥʝ 

ʢʦʣʠʯʠʥʝ ʨʝʩʫʨʩʘ (ʥʘʧʦʨ, ʚʨʝʤʝ, ʥʦʚʘʮ). ʇʨʠʥʮʠʧ ʿʝʜʥʦʩʪʘʚʥʦʩʪʠ ʟʘʭʪʝʚʘ ʙʘʣʘʩʠʨʘˁʝ 

ʠʥʧʫʪʘ ʠ ʘʫʪʧʫʪʘ ʧʨʦʮʝʩʘ. ʆʙʝʟʙʝʹʝˁʝ ʝʬʠʢʘʩʥʠʿʠʭ ʠ ʝʬʝʢʪʠʚʥʠʿʠʭ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ 

ʪʨʝʙʘ ʦʩʠʛʫʨʘʪʠ ʫʟ ʰʪʦ ʤʘˁʫ ʧʦʪʨʦʰˁʫ ʨʝʩʫʨʩʘ. ʊʘʢʦʹʝ, ʧʦʪʨʝʙʥʦ ʿʝ ʜʘ ʧʨʝʜʫʟʝ˂ʝ 

ʧʘʞˀʠʚʦ ʨʘʟʤʦʪʨʠ ʢʦʿʠ ʦʜ ʧʨʦʮʝʩʘ ʟʘʭʪʝʚʘʿʫ ʩʪʨʘʪʝʛʠʿʩʢʠ ʥʠʚʦ ʧʘʞˁʝ, ʘ ʢʦʿʠ 

ʪʝʭʥʠʯʢʠ, ʢʘʜʨʦʚʩʢʠ ʠ ʩʣʠʯʥʦ.  

ʇʨʠʥʮʠʧ ʧʨʠʤʝʥʝ ʪʝʭʥʦʣʦʰʢʠʭ ʨʝʰʝˁʘ ʫ ʋʇʇ ʦʛʣʝʜʘ ʩʝ ʫ ʩʚʝʦʙʫʭʚʘʪʥʦʿ ʠ 

ʢʦʥʪʠʥʫʠʨʘʥʦʿ ʧʨʠʤʝʥʠ ʪʝʭʥʦʣʦʛʠʿʝ. ʇʦʩʝʙʥʦ ʟʥʘʯʘʿʥʘ ʿʝ ʧʨʠʤʝʥʘ ʠʥʬʦʨʤʘʮʠʦʥʝ 

ʪʝʭʥʦʣʦʛʠʿʝ ʫ ʦʢʚʠʨʫ ʋʇʇ. ɹʨʦʿʥʘ ʠʥʬʦʨʤʘʮʠʦʥʘ ʨʝʰʝˁʘ ʤʦʛʫ ʩʝ ʢʦʨʠʩʪʠʪʠ ʟʘ 

ʧʦʜʩʪʠʮʘˁʝ ʝʬʠʢʘʩʥʦʩʪʠ ʠ ʝʬʠʢʘʩʥʦʩʪʠ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ. ʉʝʣʝʢʮʠʿʘ, ʫʩʚʘʿʘˁʝ ʠ 

ʝʢʩʧʣʦʘʪʘʮʠʿʘ ʠʥʬʦʨʤʘʮʠʦʥʝ ʪʝʭʥʦʣʦʛʠʿʝ ʪʨʝʙʘ ʜʘ ʙʫʜʝ ʩʚʦʿʩʪʚʝʥʘ ʋʇʇ. 

ʀʥʬʦʨʤʘʮʠʦʥʘ ʪʝʭʥʦʣʦʛʠʿʘ ʠ ʋʇʇ ʪʨʝʙʘ ʜʘ ʟʘʿʝʜʥʠʯʢʠ ʜʦʧʨʠʥʦʩʝ ʦʩʪʚʘʨʠʚʘˁʫ 

ʚʨʝʜʥʦʩʪʠ ʧʨʝʜʫʟʝ˂ʘ ʢʘʦ ʮʝʣʠʥʝ, ʘ ʥʝ ʧʦʿʝʜʠʥʘʯʥʠʭ, ʬʫʥʢʮʠʦʥʘʣʥʠʭ ʚʨʝʜʥʦʩʪʠ 

(Viaene, Hertogh & Jolyon, 2011). ʇʨʠʤʝʥʘ ʠʥʬʦʨʤʘʮʠʦʥʝ ʪʝʭʥʦʣʦʛʠʿʝ ʥʝ ʪʨʝʙʘ ʜʘ ʙʫʜʝ 

ʧʦʜʨʰʢʘ ʩʘʤʦ ʧʦʿʝʜʠʥʠʤ ʦʨʛʘʥʠʟʘʮʠʦʥʠʤ ʿʝʜʠʥʠʮʘʤʘ ʠʣʠ ʧʦʩʣʦʚʥʠʤ ʬʫʥʢʮʠʿʘʤʘ, ʚʝ˂ 

ʜʘ ʧʨʝʜʩʪʘʚˀʘ ʦʩʣʦʥʘʮ ʯʠʪʘʚʦʤ ʧʨʝʜʫʟʝ˂ʫ.  
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ʋʩʚʘʿʘˁʝʤ ʧʦʤʝʥʫʪʠʭ ʧʨʠʥʮʠʧʘ ʋʇʇ ʩʪʚʘʨʘ ʩʝ ʦʜʛʦʚʘʨʘʿʫ˂ʠ ʦʙʫʭʚʘʪ ʋʇʇ. 

ʂʨʝʠʨʘˁʝʤ ʪʟʚ. ʏʝʢ-ʣʠʩʪʠ ʤʦʛʫ˂ʝ ʿʝ ʧʨʘ˂ʝˁʝ ʥʘʯʠʥʘ ʧʨʠʤʝʥʝ ʥʘʚʝʜʝʥʠʭ ʧʨʠʥʮʠʧʘ. 

ʇʨʘ˂ʝˁʝ ʧʨʠʥʮʠʧʘ ʋʇʇ ʜʦʧʨʠʥʝ˂ʝ ʧʦʚʝ˂ʘˁʫ ʢʚʘʣʠʪʝʪʘ ʧʨʘʢʩʝ ʋʇʇ. ʇʨʠʪʦʤ, ʚʘʞʥʦ ʿʝ 

ʥʘʛʣʘʩʠʪʠ ʜʘ ʥʘʚʝʜʝʥʝ ʧʨʠʥʮʠʧʝ ʥʝ ʪʨʝʙʘ ʧʦʩʤʘʪʨʘʪʠ ʢʘʦ ʦʙʘʚʝʟʥʝ, ʚʝ˂ ʿʝ ʧʦʪʨʝʙʥʦ 

ˁʠʭʦʚʦ ʧʨʠʣʘʛʦʹʘʚʘˁʝ ʩʧʝʮʠʬʠʯʥʠʤ ʧʨʦʛʨʘʤʠʤʘ ʋʇʇ.  

2.6. ɼʘˀʠ ʨʘʟʚʦʿ ʫʧʨʘʚˀʘˁʘ ʧʦʩʣʦʚʥʠʤ ʧʨʦʮʝʩʠʤʘ 

ʋ ʧʨʦʪʝʢʣʠʭ ʪʨʠʜʝʩʝʪʘʢ ʛʦʜʠʥʘ ʨʘʩʪʝ ʠʥʪʝʨʝʩʦʚʘˁʝ ʟʘ ʋʇʇ. ʐʠʨʠ ʩʝ ʛʨʫʧʘ 

ʟʘʠʥʪʝʨʝʩʦʚʘʥʠʭ ʤʝʥʘ˅ʝʨʘ, ʢʨʘʿˁʠʭ ʢʦʨʠʩʥʠʢʘ, ʢʦʥʩʫʣʪʘʥʘʪʘ, ʘʥʘʣʠʪʠʯʘʨʘ, ʘʢʘʜʝʤʠʢʘ. 

ʆʚʘʿ ʧʦʨʘʩʪ ʠʥʪʝʨʝʩʦʚʘˁʘ ʚʠʜˀʠʚ ʿʝ ʢʨʦʟ ʧʨʦʜʫʙˀʠʚʘˁʝ ʟʥʘˁʘ, ʰʠʨʝˁʝ ʦʙʠʤʘ, ʥʠʟʘ 

ʤʝʪʦʜʦʣʦʛʠʿʘ, ʘʣʘʪʘ ʠ ʪʝʭʥʠʢʘ. ɿʘʛʦʚʦʨʥʠʮʠ ʦʚʦʛ ʧʨʠʩʪʫʧʘ ʠʩʪʠʯʫ ʜʘ ʿʝ ʫ ʧʠʪʘˁʫ 

ʢʦʥʮʝʧʪ ʢʦʿʠ ʫ ʧʨʚʠ ʧʣʘʥ ʩʪʘʚˀʘ ʧʦʩʪʝʧʝʥʦ ʠ ʢʦʥʪʠʥʫʠʨʘʥʦ ʧʦʙʦˀʰʘˁʝ ʧʦʩʣʦʚʥʠʭ 

ʧʨʦʮʝʩʘ (Zairi, 1997). ʄʝʹʫʪʠʤ, ʢʨʠʪʠʯʘʨʠ ʦʚʦʛ ʧʨʠʩʪʫʧʘ ʪʚʨʜʝ ʜʘ ʧʨʝʜʩʪʘʚʥʠʮʠ ʋʇʇ 

ʧʨʝʟʝʥʪʫʿʫ ʚʝ˂ ʧʦʩʪʦʿʝ˂ʝ ʢʦʥʮʝʧʪʝ, ʘʣʠ ʨʝʧʦʟʠʮʠʦʥʠʨʘʥʝ ʫ ʩʢʣʘʜʫ ʩʘ ʪʨʝʥʫʪʥʠʤ 

ʚʠʟʠʿʘʤʘ ʦʨʛʘʥʠʟʦʚʘˁʘ (Newell, Swan & Galliers, 2000). ʄʝʹʫ ʢʨʠʪʠʯʘʨʠʤʘ ʠʤʘ ʠ ʦʥʠʭ 

ʢʦʿʠ ʩʝ ʩʣʘʞʫ ʜʘ ʧʦʩʪʦʿʠ ʠʥʪʝʥʟʠʚʘʥ ʝʥʪʫʟʠʿʘʟʘʤ ʟʘ ʢʦʥʮʝʧʪ ʋʇʇ, ʘʣʠ ʥʘʚʦʜʝ ˁʝʛʦʚʫ 

ʢʨʘʪʢʦʪʨʘʿʥʦʩʪ ʢʘʦ ʛʣʘʚʥʫ ʜʠʤʝʥʟʠʿʫ (Steininger, Riedl, Roithmayr & Mertens, 2009). 

ʀʩʪʠ ʘʫʪʦʨʠ ʜʘˀʝ ʥʘʚʦʜʝ ʜʘ ʫʧʨʢʦʩ ʟʥʘʯʘʿʥʦʤ ʥʠʚʦʫ ʧʘʞˁʝ ʢʦʿʘ ʩʝ ʧʦʢʣʘˁʘ ʦʚʦʤ 

ʢʦʥʮʝʧʪʫ, ʨʘʜʦʚʠ ʠʟ ʦʚʝ ʦʙʣʘʩʪʠ ʫʛʣʘʚʥʦʤ ʦʧʠʩʫʿʫ ʰʪʘ ʟʥʘʯʠ ʋʇʇ, ʢʦʿʠ ʩʫ ʝʬʝʢʪʠ, 

ʢʘʢʦ ʪʨʝʙʘ ʜʘ ʙʫʜʝ ʢʦʨʠʰ˂ʝʥ ʠ ʪʘʢʦ ʜʘˀʝ. ʂʦʥʮʝʧʪ ʋʇʇ ʦʙʫʭʚʘʪʘ ʰʠʨʦʢ ʩʧʝʢʪʘʨ 

ʧʨʘʢʩʠ, ʘʣʠ ʩʝ ʤʘˁʘʢ ʩʤʝʨʥʠʮʘ ʟʘ ˁʠʭʦʚʫ ʠʤʧʣʝʤʝʥʪʘʮʠʿʫ ʥʘʚʦʜʠ ʢʘʦ ʢˀʫʯʥʠ 

ʥʝʜʦʩʪʘʪʘʢ (Rohloff, 2009). 

ʂʘʜʘ ʿʝ ʨʝʯ ʦ ʜʘˀʝʤ ʥʘʧʨʝʪʢʫ ʥʘ ʧʦˀʫ ʋʇʇ ʤʦʛʫ˂ʝ ʿʝ ʫʦʯʠʪʠ ʥʝʢʝ ʪʨʝʥʜʦʚʝ. 

ʋʥʘʧʨʝʹʝˁʝ ʋʇʇ ʥʫʞʥʦ ʧʨʘʪʠ ʨʘʟʚʦʿʥʝ ʧʨʦʤʝʥʝ ʫ ʧʨʝʜʫʟʝ˂ʠʤʘ ʠ ˁʠʭʦʚʦʤ ʦʢʨʫʞʝˁʫ. 

ɱʝʜʥʘ ʩʪʫʜʠʿʘ (Kerpedzhiev, Lehnert & Roeglinger, 2016) ʙʘʚʠʣʘ ʩʝ ʠʩʪʨʘʞʠʚʘˁʝʤ 

ʧʨʘʚaʮʘ ʜʘˀʝʛ ʨʘʟʚʦʿʘ ʋʇʇ, ʧʦʣʘʟʝ˂ʠ ʦʜ ʦʢʚʠʨʘ ʋʇʇ ʈʦʫʟʤʘʥ ʠ ʬʦʤ ɹʨʦʢʘ (2015). 

ʈʝʟʫʣʪʘʪʠ ʧʦʢʘʟʫʿʫ ʜʘ ʧʨʦʮʝʩʠ ʧʦʩʪʘʿʫ ʩʚʝ ʘʛʠʣʥʠʿʠ, ʩʚʝ ʚʠʰʝ ʪʝʤʝˀʝʥʠ ʥʘ ʟʥʘˁʫ ʠ 

ʧʦʜʘʮʠʤʘ ʰʪʦ ʋʇʇ ʫ ʙʫʜʫ˂ʥʦʩʪʠ ʤʦʨʘ ʜʘ ʫʚʘʞʠ. ʇʦʩʣʦʚʘˁʝ ʧʨʝʜʫʟʝ˂ʘ ʫ ʙʫʜʫ˂ʥʦʩʪʠ 

ʧʨʘʪʠ˂ʝ ʯʝʩʪʝ ʧʨʦʤʝʥʝ ʪʠʤʦʚʘ, ʟʘʜʘʪʘʢʘ ʠ ʮʠˀʝʚʘ. ʅʘʜʘˀʝ, ʧʨʝʜʫʟʝ˂ʘ ˂ʝ ʩʚʝ ʚʠʰʝ 

ʧʨʠʤʝˁʠʚʘʪʠ ʪʨʞʠʰʥʝ ʧʨʠʥʮʠʧʝ, ʩʥʠʞʘʚʘʪʠ ʭʠʿʝʨʘʭʠʿʫ ʠ ʜʝʮʝʥʪʘʣʠʟʦʚʘʪʠ ʘʫʪʦʨʠʪʝʪʝ 

ʟʘ ʦʜʣʫʯʠʚʘˁʝ. ʇʨʠʣʘʛʦʹʘʚʘˁʝ ʥʦʚʠʤ ʨʘʟʚʦʿʥʠʤ ʟʘʭʪʝʚʠʤʘ ʧʦʜʨʘʟʫʤʝʚʘ ʨʘʟʚʦʿ ʠ 

ʫʥʘʧʨʝʹʝˁʝ ʋʇʇ. ʆʙʝʟʙʝʹʠʚʘˁʝ ʥʝʩʤʝʪʘʥʦʛ ʬʫʥʢʮʠʦʥʠʩʘˁʘ ʧʨʦʮʝʩʘ ʩʫʦʯʝʥʠʭ ʩʘ 
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ʠʟʨʘʞʝʥʦʤ ʥʝʩʪʘʙʠʣʥʦʰ˂ʫ ʫ ʪʠʤʦʚʠʤʘ ʢʘʦ ʠ ʦʩʠʛʫʨʘˁʝ ʥʝʩʤʝʪʘʥʝ ʠʥʪʝʛʨʘʮʠʿʝ 

ʝʢʩʪʝʨʥʠʭ ʧʘʨʪʥʝʨʘ ʢʨʦʟ ʤʨʝʞʝ ʚʠʩʦʢʝ ʚʨʝʜʥʦʩʪʠ ʙʠ˂ʝ ʛʣʘʚʥʠ ʟʘʜʘʮʠ ʋʇʇ, ʧʨʝʤʘ 

ʨʝʟʫʣʘʪʠʤʘ ʩʪʫʜʠʿʝ ʂʨʧ˅ʠʿʝʚʘ, ʃʠʥʝʪʘ ʠ ʈʦʛʣʠʥʝʨʘ (Kerpedzhiev, Lehnert & Roeglinger, 

2016). 

ʅʘʧʨʝʜʘʢ ʠʥʬʦʨʤʘʮʠʦʥʝ ʪʝʭʥʦʣʦʛʠʿʝ ʦʩʪʚʘʨʫʿʝ ʫʪʠʮʘʿ ʥʘ ʩʚʝ ʦʙʣʘʩʪʠ ʞʠʚʦʪʘ ʠ 

ʧʨʠʚʨʝʜʝ, ʘ ˁʝʥʘ ʫʣʦʛʘ ʿʝ ʟʥʘʯʘʿʥʘ ʠ ʫ ʦʙʣʘʩʪʠ ʋʇʇ. ʇʝʨʠʦʜ ʫʙʨʟʘʥʦʛ ʨʘʟʚʦʿʘ 

ʠʥʬʦʨʤʘʮʠʦʥʝ ʪʝʭʥʦʣʦʛʠʿʝ ʦʟʥʘʯʠʦ ʿʝ ʧʝʨʠʦʜ ʩʥʘʞʥʠʿʝʛ ʥʘʧʨʝʪʢʘ ʫ ʦʙʣʘʩʪʠ ʋʇʇ. 

ʀʥʬʦʨʤʘʮʠʦʥʠ ʩʠʩʪʝʤʠ ʠ ʩʦʬʪʚʝʨʩʢʘ ʨʝʰʝˁʘ ʧʨʫʞʘʿʫ ʤʦʛʫ˂ʥʦʩʪ ʟʘ ʧʦʪʧʫʥʠʿʝ 

ʢʦʨʠʰ˂ʝˁʝ ʧʦʪʝʥʮʠʿʘʣʘ ʢʦʿʝ ʥʫʜʠ ʦʨʠʿʝʥʪʘʮʠʿʘ ʥʘ ʧʦʩʣʦʚʥʝ ʧʨʦʮʝʩʝ. ʀʥʬʦʨʤʘʮʠʦʥʘ 

ʪʝʭʥʦʣʦʛʠʿʘ ʜʦʧʨʠʥʦʩʠ ʙʨʞʝʤ ʠʟʚʦʹʝˁʫ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ ʠ ʙʦˀʦʿ ʧʨʦʮʝʩʥʦʿ ʧʨʘʢʩʠ 

ʢʨʦʟ ʧʨʠʤʝʥʫ ʨʘʟʣʠʯʠʪʠʭ ʘʣʘʪʘ ʟʘ ʘʫʪʦʤʘʪʠʟʘʮʠʿʫ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ. ʀʟʛʨʘʜˁʘ ʚʝʟʘ 

ʠʟʤʝʹʫ ʪʝʭʥʦʣʦʛʠʿʘ ʠ ʟʘʧʦʩʣʝʥʠʭ ʧʦʩʪʘʿʝ ʢˀʫʯʥʠ ʧʨʠʦʨʠʪʝʪ. 

ʅʘʧʨʝʜʘʢ ʠʥʬʦʨʤʘʮʠʦʥʝ ʪʝʭʥʦʣʦʛʠʿʝ ʠ ʜʠʛʠʪʘʣʥʝ ʤʦʛʫ˂ʥʦʩʪʠ ʟʘʭʪʝʚʘʿʫ ʙʨʟʫ ʠ 

ʜʘʣʝʢʦʩʝʞʥʫ ʨʝʦʨʛʘʥʠʟʘʮʠʿʫ ʧʨʦʮʝʩʘ. ʇʨʝʜ ʋʇʇ ʥʘʤʝ˂ʝ ʩʝ ʠ ʥʝʦʧʭʦʜʥʦʩʪ ʧʨʠʤʝʥʝ 

ʨʘʩʪʫ˂ʝʛ ʧʦʪʝʥʮʠʿʘʣʘ ʜʠʛʠʪʘʣʥʠʭ ʪʝʭʥʦʣʦʛʠʿʘ ʫ ʧʦʛʣʝʜʫ ʜʦʧʫʥʝ ˀʫʜʩʢʦʛ ʫʯʝʰ˂ʘ ʫ 

ʧʦʩʣʦʚʥʠʤ ʧʨʦʮʝʩʠʤʘ ʠ ʢʦʨʠʰ˂ʝˁʘ ʧʨʦʮʝʩʥʠʭ ʧʦʜʘʪʢʘ ʟʘ ʠʥʦʚʘʮʠʿʝ. 

ʅʘʿʥʦʚʠ ʪʨʝʥʜ ʫ ʦʙʣʘʩʪʠ ʘʫʪʦʤʘʪʠʟʘʮʠʿʝ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ ʿʝ ʫʚʦʹʝˁʝ ʙʦʪʦʚʘ 

(ʝʥʛʣ. Bots) (Kissflow, 2018) ï ʩʦʬʪʚʝʨʩʢʠʭ ʨʦʙʦʪʘ, ʠʥʪʝʣʠʛʝʥʪʥʠʭ ʩʦʬʪʚʝʨʩʢʠʭ ʘʛʝʥʘʪʘ 

ʢʦʿʠ ʩʫ ʩʧʦʩʦʙʥʠ ʜʘ ʨʝʧʣʠʮʠʨʘʿʫ ˀʫʜʩʢʝ ʘʢʪʠʚʥʦʩʪʠ. ʐʪʘʚʠʰʝ, ʦʥʠ ʟʘʜʘʪʢʝ ʠʟʚʨʰʘʚʘʿʫ 

ʙʝʟ ʛʨʝʰʢʝ. ʅʝʢʠ ʦʚʘʿ ʪʨʝʥʜ ʧʨʝʜʩʪʘʚˀʘʿʫ ʢʘʦ ʜʨʫʛʠ ʜʦʣʘʟʘʢ ʋʇʇ.  

ɸʜʘʧʪʠʚʥʦ ʫʧʨʘʚˀʘˁʝ ʧʨʝʜʤʝʪʠʤʘ, ʜʦʢʫʤʝʥʪʠʤʘ, ʩʧʠʩʠʤʘ, ʜʦʛʘʹʘʿʠʤʘ (ʝʥʛʣ. 

Adaptive Case Management ï ACM) (Kissflow, 2018) ʧʨʝʜʩʪʘʚˀʘ ʿʦʰ ʿʝʜʘʥ ʪʨʝʥʜ ʫ ʋʇʇ. 

ʋʧʨʘʚˀʘˁʝ ʧʨʦʮʝʩʠʤʘ ʪʝʞʠ ʢʘ ʚʝ˂ʦʿ ʝʬʠʢʘʩʥʦʩʪʠ ʧʨʝʜʚʠʜʠʚʠʭ ʟʘʜʘʪʘʢʘ, ʢʦʿʠ 

ʬʦʨʤʠʨʘʿʫ ʩʪʨʫʢʪʫʨʠʨʘʥʝ ʧʨʦʮʝʩʝ. ʄʝʹʫʪʠʤ, ʤʥʦʛʠ ʟʘʧʦʩʣʝʥʠ ʦʙʘʚˀʘʿʫ ʟʘʜʘʪʢʝ ʢʦʜ 

ʢʦʿʠʭ ʿʝ ʧʦʟʥʘʪ ʢʨʘʿ, ʘʣʠ ʧʫʪʘˁʘ ʤʦʞʝ ʚʘʨʠʨʘʪʠ ʫʩʣʝʜ ʜʝʣʦʚʘˁʘ ʥʝʧʨʝʜʚʠʜʠʚʠʭ ʨʘʜʥʠʭ 

ʦʙʨʘʟʘʮʘ. ɱʝʜʠʥʦ ʨʝʰʝˁʝ ʜʦ ʩʘʜʘ ʿʝ ʙʠʣʦ ʜʘ ʩʝ ad hoc ʨʝʘʛʫʿʝ ʥʘ ʩʚʘʢʠ ʥʝʧʣʘʥʠʨʘʥ 

ʜʦʛʘʹʘʿ. ʄʝʹʫʪʠʤ, ʫʢˀʫʯʠʚʘˁʝʤ ʘʜʘʧʪʠʚʥʦʛ ʫʧʨʘʚˀʘˁʘ ʜʦʛʘʹʘʿʠʤʘ (ʠʥʪʝʣʠʛʝʥʪʥʠ 

ʩʠʩʪʝʤ ʟʘ ʋʇʇ)
3
 ʣʘʢʰʝ ʩʝ ʩʘʚʣʘʜʘʚʘʿʫ ʥʝʧʣʘʥʠʨʘʥʝ ʧʨʝʧʨʝʢʝ ʧʨʠ ʨʝʘʣʠʟʘʮʠʿʠ 

ʢʦʥʢʨʝʪʥʠʭ ʟʘʜʘʪʘʢʘ. ʉʠʩʪʝʤʠ ʩʘ ʥʠʩʢʠʤ ʢʦʜʦʤ (ʝʥʛʣ. Low-cod systems) (Kissflow, 

                                                 
3
 ɻʘʨʪʥʝʨ ʜʝʬʠʥʠʰʝ ʠʥʪʝʣʠʛʝʥʪʥʠ ʩʠʩʪʝʤ ʟʘ ʋʇʇ ʢʘʦ ʠʥʪʝʛʨʠʩʘʥʠ ʩʢʫʧ ʪʝʭʥʦʣʦʛʠʿʘ ʢʦʿʠ ʢʦʦʨʜʠʥʠʨʘ 

ˀʫʜʝ, ʤʘʰʠʥʝ ʠ ʩʪʚʘʨʠ.  
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2018) ʧʨʝʜʩʪʘʚˀʘʿʫ ʘʜʝʢʚʘʪʥʦ ʩʦʬʪʚʝʨʩʢʦ ʨʝʰʝˁʝ ʟʘ ʧʨʝʜʫʟʝ˂ʘ ʢʦʿʘ ʪʝʞʝ 

ʘʫʪʦʤʘʪʠʟʘʮʠʿʠ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ ʫ ʰʪʦ ʢʨʘ˂ʝʤ ʨʦʢʫ.  

ʇʦʚʝ˂ʘʥʘ ʢʦʣʘʙʦʨʘʮʠʿʘ ʫ ʦʢʚʠʨʫ ʨʘʜʥʝ ʛʨʫʧʝ (ʝʥʛʣ. WorkforceChat) ʠ ʨʘʟʤʝʥʘ 

ʧʦʜʘʪʘʢʘ ʜʘʥʘʩ ʩʫ ʧʨʝʩʫʜʥʠ ʟʘ ʝʬʠʢʘʩʥʦ ʚʦʹʝˁʝ ʧʦʩʣʦʚʘˁʘ (Kissflow, 2018). 

ɻʘʨʪʥʝʨʦʚʦ ʠʩʪʨʘʞʠʚʘˁʝ ʿʦʰ 2011. ʛʦʜʠʥʝ ʿʝ ʧʨʝʜʚʠʜʝʣʦ ʫʪʠʮʘʿ chatbots-ʘ ʥʘ 

ʧʦʩʣʦʚʘˁʝ ʧʨʝʜʫʟʝ˂ʘ (Gartner Inc., 2011). ɳʠʭʦʚʦ ʧʨʝʜʚʠʹʘˁʝ, ʜʘ ˂ʝ ʩʝ ʦʢʦ 85% 

ʢʦʤʫʥʠʢʘʮʠʿʝ ʠʟʤʝʹʫ ʧʨʝʜʫʟʝ˂ʘ ʠ ʢʫʧʘʮʘ ʦʜʚʠʿʘʪʠ ʙʝʟ ʫʢˀʫʯʠʚʘˁʘ ʿʝʜʥʦʛ ʯʦʚʝʢʘ, 

ʧʦʩʪʝʧʝʥʦ ʧʦʩʪʘʿʝ ʨʝʘʣʥʦʩʪ. ʉʧʘʿʘˁʝ ʫʩʣʫʛʝ ˂ʘʩʢʘˁʘ (chat) ʩʘ ʋʇʇ ʧʨʝʜʩʪʘʚˀʘ 

ʨʝʰʝˁʝ ʢʦʿʝ ʝʣʠʤʠʥʠʰʝ ʩʚʝʦʙʫʭʚʘʪʥʝ ʨʘʟʛʦʚʦʨʝ ʨʘʜʠ ʫʧʦʟʥʘʚʘˁʘ ʧʨʝʜʫʟʝ˂ʘ ʩʘ 

ʟʘʭʪʝʚʠʤʘ ʢʫʧʘʮʘ ʠ ʩʣʠʯʥʦ.  

ʅʘʿʥʦʚʠʿʠ ʨʘʜʦʚʠ ʠʟ ʦʙʣʘʩʪʠ ʋʇʇ ʠʜʫ ʯʘʢ ʢʦʨʘʢ ʜʘˀʝ ʠ ʛʦʚʦʨʝ ʦ ʜʨʘʤʘʪʠʯʥʠʤ 

ʧʨʦʤʝʥʘʤʘ ʫ ʜʠʛʠʪʘʣʥʦʿ ʝʢʦʥʦʤʠʿʠ ʠ ˁʠʭʦʚʦʤ ʫʪʠʮʘʿʫ ʥʘ ʦʧʩʪʘʥʘʢ ʋʇʇ ʫ ʦʙʣʠʢʫ ʫ 

ʢʦʤʝ ʜʘʥʘʩ ʧʦʩʪʦʿʠ (Jesus & Rosemann, 2017). ɼʠʛʠʪʘʣʥʘ ʧʨʝʜʫʟʝ˂ʘ (Apple, Alphabet, 

Amzon, Microsoft, Facebook) ʩʫ ʥʝʢʦʣʠʢʦ ʛʦʜʠʥʘ ʫʥʘʟʘʜ ʥʘʿʚʨʝʜʥʠʿʘ ʧʨʝʜʫʟʝ˂ʘ ʥʘ ʩʚʝʪʫ 

(Richter, 2016). ʆʚʘ ʧʨʝʜʫʟʝ˂ʘ ʢʘʨʘʢʪʝʨʠʰʫ ʥʝʧʨʝʢʠʜʥʝ ʧʨʦʤʝʥʝ ʠ ʧʨʠʤʝʥʘ ʚʨʣʦ 

ʨʘʟʣʠʯʠʪʠʭ ʧʨʠʩʪʫʧʘ ʫʧʨʘʚˀʘˁʫ. ɿʘ ʦʧʩʪʘʥʘʢ ʋʇʇ ʫ ʜʠʛʠʪʘʣʥʦʿ ʝʢʦʥʦʤʠʿʠ 

ʧʨʝʜʣʦʞʝʥʝ ʩʫ ʦʜʨʝʹʝʥʝ ʤʝʨʝ (Jesus & Rosemann, 2017): 

ü ʧʦʪʨʝʙʥʦ ʿʝ ʨʘʟʫʤʝʪʠ ʧʨʦʮʝʩʝ ʫ ʜʠʛʠʪʘʣʥʦʿ ʝʢʦʥʦʤʠʿʠ ï ʜʦʣʘʟʠ ʜʦ ʧʨʝʣʘʩʢʘ ʩʘ 

ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ ʥʘ ʧʨʦʮʝʩʝ ʟʘ ʢʦʨʠʩʥʠʢʝ, 

ü ʧʨʦʮʝʩʠ ʫ ʜʠʛʠʪʘʣʥʦʿ ʝʨʠ ʩʫ ʜʠʥʘʤʠʯʢʠ, ʝʚʦʣʫʠʨʘʿʫ˂ʠ ʧʨʦʮʝʩʠ ʫ ʢʦʿʠʤʘ ˂ʝ ʩʝ 

ʧʦʩʣʦʚʥʝ ʘʢʪʠʚʥʦʩʪʠ ʜʝʬʠʥʠʩʘʪʠ ʫ ʩʪʚʘʨʥʦʤ ʚʨʝʤʝʥʫ, ʫ ʢʦʥʪʝʢʩʪʫ ʧʨʦʤʝʥʘ 

ʧʦʪʨʝʙʘ ʢʦʨʠʩʥʠʢʘ,  

ü  ʟʘ ʫʧʨʘʚˀʘˁʝ ʝʚʦʣʫʠʨʘʿʫ˂ʠʤ ʧʨʦʮʝʩʠʤʘ ʧʦʪʨʝʙʥʠ ʩʫ ʦʩʥʘʞʝʥʠ ˀʫʜʠ ʩʘ 

ʚʠʩʦʢʠʤ ʥʠʚʦʦʤ ʜʠʛʠʪʘʣʥʝ ʧʠʩʤʝʥʦʩʪʠ, ʨʦʙʦʪʩʢʠ ʘʣʛʦʨʠʪʤʠ ʠʣʠ ˁʠʭʦʚʘ 

ʢʦʤʙʠʥʘʮʠʿʘ; ʫ ʩʚʘ ʪʨʠ ʩʣʫʯʘʿʘ, ʫʧʨʘʚˀʘˁʝ ʧʨʦʮʝʩʠʤʘ ʧʦʩʪʘʿʝ ʥʝʰʪʦ ʧʦʪʧʫʥʦ 

ʜʨʫʛʘʯʠʿʝ, 

ü ʤʦʛʫ˂ʥʦʩʪʠ ʜʠʛʠʪʘʣʥʠʭ ʪʝʭʥʦʣʦʛʠʿʘ ʦʣʘʢʰʘ˂ʝ ʧʨʝʣʘʟʘʢ ʩʘ ʋʇʇ ʫʩʨʝʜʩʨʝʹʝʥʦʛ 

ʥʘ ʧʨʦʙʣʝʤʝ ʢʘ ʋʇʇ ʫʩʤʝʨʝʥʦʤ ʥʘ ʧʨʠʣʠʢʝ; ʩʭʦʜʥʦ ʪʦʤʝ, ʩʣʝʜʠ ʧʨʝʣʘʟʘʢ ʩʘ 

ʧʠʪʘˁʘ Ăʰʪʘ ʿʝ ʧʦʢʚʘʨʝʥʦ ʠ ʟʘʰʪʦ?ñ ʥʘ ʠʩʪʨʘʞʠʚʘˁʝ Ăʰʪʘ ʿʝ ʜʨʫʛʦ ʤʦʛʫ˂ʝñ,  

ü ʧʨʦʘʢʪʠʚʥʘ, ʜʠʛʠʪʘʣʥʘ ʧʨʝʜʫʟʝ˂ʘ ʤʦʨʘ˂ʝ ʜʘ ʧʨʝʜʚʠʜʝ ʧʦʪʨʝʙʝ ʢʫʧʘʮʘ; ʥʘʠʤʝ, 

ʧʨʦʮʝʩʝ ˂ʝ ʧʦʢʨʝʥʫʪʠ ʞʠʚʦʪʥʠ ʜʦʛʘʹʘʿʠ ʢʫʧʘʮʘ ʢʦʿʠ ʩʫ ʚʦˀʥʠ ʜʘ ʧʫʪʝʤ 

ʟʘʰʪʠ˂ʝʥʠʭ ʢʘʥʘʣʘ ʜʝʣʝ ʧʨʠʚʘʪʥʝ ʧʦʜʘʪʢʝ ʩʚʦʛ ʜʠʛʠʪʘʣʥʦʛ ʠʜʝʥʪʠʪʝʪʘ ʩʘ 
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ʧʦʫʟʜʘʥʠʤ ʧʨʦʚʘʿʜʝʨʠʤʘ; ʫ ʪʘʢʚʠʤ ʫʩʣʦʚʠʤʘ ʚʨʝʤʝ ʧʦʪʨʝʙʥʦ ʟʘ ʧʦʢʨʝʪʘˁʝ 

ʧʨʦʮʝʩʘ ʤʦʛʣʦ ʙʠ ʧʦʩʪʘʪʠ ʟʥʘʯʘʿʥʠʿʝ ʟʘ ʩʪʠʮʘˁʝ ʢʦʥʢʫʨʝʥʪʩʢʝ ʧʨʝʜʥʦʩʪʠ ʫ 

ʦʜʥʦʩʫ ʢʘʦ ʜʦ ʩʘʜʘ, ʥʘ ʚʨʝʤʝ ʠʟʚʨʰʝˁʘ, 

ü ʧʨʝʜʫʟʝ˂ʘ 21. ʚʝʢʘ ʤʦʨʘʿʫ ʜʘ ʫʩʚʦʿʝ design-by-doing ʧʨʠʩʪʫʧ ʩʘ ʫʟʘʩʪʦʧʥʠʤ 

ʠʥʪʝʨʘʮʠʿʘʤʘ ʟʘʩʥʦʚʘʥʠʤ ʥʘ ʝʢʩʧʝʨʠʤʝʥʪʠʩʘˁʫ, ʰʪʦ ʜʦʚʦʜʠ ʜʦ ʧʨʦʤʝʥʘ 

ʪʠʧʠʯʥʦʛ ʞʠʚʦʪʥʦʛ ʮʠʢʣʫʩʘ ʋʇʇ; ʨʘʜʠ ʩʝ ʦ ʫʯʝˁʫ ʦʜ ʢʫʧʘʮʘ ʰʪʦ ʿʝ ʧʨʝ ʤʦʛʫ˂ʝ 

ʧʨʦʪʦʪʠʧʦʚʠʤʘ ʠ ʙʝʪʘ ʚʝʨʟʠʿʘʤʘ ʧʨʦʮʝʩʘ; ʘʢʦ ʧʦʨʘʩʪʝ ʪʨʘʞˁʘ ʟʘ ʪʘʢʚʠʤ 

ʧʨʠʩʪʫʧʦʤ, ʜʘʥʘʰˁʠ ʧʨʦʬʝʩʠʦʥʘʣʮʠ ʋʇʇ ʤʦʨʘ˂ʝ ʜʘ ʨʘʟʚʠʿʫ ʧʨʝʜʫʟʝʪʥʠʯʢʠ 

ʥʘʯʠʥ ʨʘʟʤʠʰˀʘˁʘ ʠ ʟʘʧʦʯʥʫ ʩʘ ʪʨʝʪʠʨʘˁʝʤ ʥʦʚʠʭ ʧʨʦʮʝʩʘ ʢʘʦ ʧʦʯʝʪʥʠʭ 

ʤʦʛʫ˂ʥʦʩʪʠ,  

ü ʧʨʝʜʫʟʝ˂ʝ ʩʘ ʿʘʩʥʦ ʜʝʬʠʥʠʩʘʥʦʤ ʩʚʨʭʦʤ ʢʦʿʝ ʧʦʩʪʘʚˀʘ ʠ ʦʧʨʘʚʜʘʚʘ ʩʚʦʿ 

ʜʦʧʨʠʥʦʩ ʜʨʫʰʪʚʫ ʧʦʩʪʘʿʝ ʩʚʝ ʘʪʨʘʢʪʠʚʥʠʿʝ, ʩʪʦʛʘ, ʢʣʘʩʠʯʥʘ ʦʧʪʠʤʠʟʘʮʠʿʘ 

ʧʨʦʮʝʩʘ ʚʨʝʤʝ-ʪʨʦʰʢʦʚʠ-ʢʚʘʣʠʪʝʪ ʚʠʰʝ ʥʠʿʝ ʜʦʚʦˀʥʘ; ʫʤʝʩʪʦ ʪʦʛʘ, ʧʦʪʨʝʙʥʦ ʿʝ 

ʥʝʛʦʚʘˁʝ ʥʘʤʝʥʩʢʠ ʚʦʹʝʥʦʛ ʋʇʇ.  

ɺʠʰʝ ʥʝ˂ʝ ʙʠʪʠ ʤʝʩʪʘ ʟʘ ʨʘʟʥʦʚʨʩʥʝ ʩʪʨʫʯˁʘʢʝ ʦʜ ʧʦʩʪʘʚˀʘˁʘ ʩʪʨʘʪʝʛʠʿʝ ʜʦ 

ˁʝʥʝ ʨʝʘʣʠʟʘʮʠʿʝ. ʅʘ ʩʮʝʥʫ ʩʪʫʧʘʿʫ ʟʘʧʦʩʣʝʥʠ ʫ ʧʨʝʜʫʟʝ˂ʫ ʢʦʿʠ ʠʤʘʿʫ ʧʨʝʜʫʟʝʪʥʠʯʢʠ 

ʜʫʭ ʠ ʚʣʘʩʪʠʪʫ ʠʥʠʮʠʿʘʪʠʚʫ. ʆʥʠ ʩʫ ʢˀʫʯʥʠ ʧʦʢʨʝʪʘʯʠ ʨʘʩʪʘ ʠ ʫ ʚʝʣʠʢʠʤ ʠ ʫ ʤʘʣʠʤ 

ʧʨʝʜʫʟʝ˂ʠʤʘ. ɿʘʧʦʩʣʝʥʠ ʩʘ ʦʚʘʢʚʠʤ ʢʘʨʘʢʪʝʨʠʩʪʠʢʘʤʘ ʩʫ ʧʦʪʨʝʙʥʠ ʧʨʝʜʫʟʝ˂ʫ, ʿʝʨ ʩʚʦʿ 

ʜʫʭ ʠ ʠʥʠʮʠʿʘʪʠʚʫ ʢʦʨʠʩʪʝ ʟʘ ʪʨʘʞʝˁʝ ʠ ʨʝʰʘʚʘˁʝ ʧʨʦʙʣʝʤʘ ʧʨʝʜʫʟʝ˂ʘ ʠ ʩʪʚʘʨʘˁʝ 

ʥʘʯʠʥʘ ʟʘ ʫʩʧʝʰʘʥ ʠʟʣʘʟʘʢ ʥʘ ʥʦʚʘ ʪʨʞʠʰʪʘ.ʆʥʠ ˂ʝ ʩʝ ʚʝʨʦʚʘʪʥʦ ʿʘʚʠʪʠ ʫ ʨʘʟʣʠʯʠʪʠʤ 

ʧʦʩʣʦʚʥʠʤ ʬʫʥʢʮʠʿʘʤʘ.  

ʄʫʣʪʠʬʫʥʢʮʠʦʥʘʣʥʦʩʪ ʿʝ ʥʘʨʦʯʠʪʦ ʟʥʘʯʘʿʥʘ ʫ ʫʩʣʦʚʠʤʘ ʥʝʩʠʛʫʨʥʦʩʪʠ, 

ʥʝʧʨʝʜʚʠʜʠʚʦʩʪʠ ʠ ʙʨʟʦ ʨʘʩʪʫ˂ʠʭ ʪʝʭʥʦʣʦʛʠʿʘ. ʂʘʜʘ ʩʝ ʧʨʠʩʪʫʧʘ ʧʦʩʣʦʚʥʦʿ 

ʪʨʘʥʩʬʦʨʤʘʮʠʿʠ ʟʘ ʜʠʛʠʪʘʣʥʠ ʩʚʝʪ ʙʠ˂ʝ ʧʦʪʨʝʙʥʦ ʠʜʝʥʪʠʬʠʢʦʚʘʪʠ ʠ ʤʝʹʫʩʦʙʥʦ 

ʫʩʢʣʘʜʠʪʠ ʨʘʟʣʠʯʠʪʝ ʜʦʤʝʥʝ ʟʥʘˁʘ. ʉʧʦʩʦʙʥʦʩʪ ʦʨʛʘʥʠʟʦʚʘˁʘ ʩʚʦʿʩʪʚʝʥʘ ʋʇʇ ʿʝ ʦʜ 

ʢˀʫʯʥʦʛ ʟʥʘʯʘʿʘ. ʆʛʣʝʜʘ ʩʝ ʫ ʩʧʦʩʦʙʥʦʩʪʠ ʠʥʪʝʛʨʠʩʘˁʘ ʠ ʦʜʨʞʘˁʘ ʢʦʭʝʨʝʥʮʠʿʝ ʠʟʤʝʹʫ 

ʚʠʰʝʩʪʨʫʢʠʭ ʜʠʤʝʥʟʠʿʘ ʢʦʿʝ ʦʙʫʭʚʘʪʘʿʫ ʝʢʦʥʦʤʩʢʝ, ʜʨʫʰʪʚʝʥʝ, ʝʢʦʣʦʰʢʝ, ʪʝʭʥʦʣʦʰʢʝ 

ʠ ʧʨʘʚʥʝ ʧʦʛʣʝʜʝ ʥʘ ʧʨʦʮʝʩ (Jesus & Rosemann, 2017). ʋʇʇ ʤʦʞʝ ʙʠʪʠ ʢʦʥʩʦʣʠʜʘʪʦʨ 

ʥʘʚʝʜʝʥʠʭ ʜʠʤʝʥʟʠʿʘ ʠ ʢʘʦ ʪʘʢʘʚ ʮʝˁʝʥ ʢʦʥʮʝʧʪ ʟʘ ʫʧʨʘʚˀʘˁʝ ʩʣʦʞʝʥʦʰ˂ʫ ʧʦʚʝʟʘʥʦʤ 

ʩʘ ʧʦʪʨʝʙʘʤʘ ʢʫʧʘʮʘ. 
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3. ʇʈʆʎɽʅɸ ʅʀɺʆɸ ɿʈɽʃʆʉʊʀ ʋʇʈɸɺɲɸɳɸ ʇʆʉʃʆɺʅʀʄ 

ʇʈʆʎɽʉʀʄɸ 

ʋʩʚʘʿʘˁʝ ʧʨʦʮʝʩʥʝ ʦʨʠʿʝʥʪʘʮʠʿʝ ʧʦʜʨʘʟʫʤʝʚʘ 

ʧʨʦʣʘʟʘʢ ʧʨʝʜʫʟʝ˂ʘ ʢʨʦʟ ʨʘʟʣʠʯʠʪʘ ʩʪʘˁʘ ʟʨʝʣʦʩʪʠ 

ʋʇʇ. ʋ ʦʚʦʤ ʧʦʛʣʘʚˀʫ ʬʦʢʫʩ ʿʝ ʥʘ ʥʘʯʠʥʝ ʧʨʦʮʝʥʝ 

ʜʦʩʪʠʛʥʫʪʦʛ ʥʠʚʦʘ ʟʨʝʣʦʩʪʠ ʫʧʨʘʚˀʘˁʘ ʧʨʦʮʝʩʠʤʘ, 

ʢʨʦʟ ʧʨʠʢʘʟ ʤʦʜʝʣʘ ʟʨʝʣʦʩʪʠ. ʆʜʘʙʘʨʘʥʠ ʤʦʜʝʣʠ 

ʜʝʪʘˀʥʦ ʩʫ ʘʥʘʣʠʟʠʨʘʥʠ ʠ ʫʧʦʨʝʹʝʥʠ. ʅʘʚʝʜʥʘ ʩʫ 

ˁʠʭʦʚʘ ʦʛʨʘʥʠʯʝˁʘ.   

3.1. ɿʨʝʣʦʩʪ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ 

ʊʝʨʤʠʥ ʟʨʝʣʦʩʪ (ʝʥʛʣ. maturity) ʢʦʨʠʩʪʠ ʩʝ ʜʘ ʦʙʿʘʩʥʠ Ăʩʪʘˁʝ ʥʝʯʝʛʘ ʰʪʦ 

ʧʦʩʪʘʿʝ ʢʦʤʧʣʝʪʥʦ, ʩʘʚʨʰʝʥʦ ʠʣʠ ʩʧʨʝʤʥʦñ (Oxford English Dictionary, 2004). ʇʦʿʘʤ 

ʟʨʝʣʦʩʪ ʧʦʜʨʘʟʫʤʝʚʘ ʠ ʩʪʘˁʝ ʠʣʠ ʢʚʘʣʠʪʝʪ ʥʝʯʝʛʘ ʰʪʦ ʿʝ ʨʘʟʚʠʿʝʥʦ ʫ ʧʦʪʧʫʥʦʩʪʠ 

(Merriam-webster dictionary, 2019), ʦʜʥʦʩʥʦ ʚʨʣʦ ʥʘʧʨʝʜʥʠ ʠʣʠ ʨʘʟʚʠʿʝʥʠ ʦʙʣʠʢ ʠʣʠ 

ʩʪʘˁʝ ʥʝʯʝʛʘ (Cambridge dictionary, 2019). ʂʘʦ ʩʠʥʦʥʠʤʠ ʟʘ ʦʚʘʿ ʧʦʿʘʤ ʫ ʫʧʦʪʨʝʙʠ ʩʫ: 

ʩʦʬʠʩʪʠʮʠʨʘʥʦʩʪ, ʩʧʦʩʦʙʥʦʩʪ, ʩʘʚʨʰʝʥʩʪʚʦ, ʢʦʤʧʝʪʝʥʪʥʦʩʪ...  

ɿʨʝʣʦʩʪ ʿʝ ʯʝʩʪʦ ʢʦʨʠʰ˂ʝʥ ʪʝʨʤʠʥ ʥʘ ʧʦˀʫ ʋʇʇ ʠ ʧʨʦʮʝʩʥʝ ʦʨʠʿʝʥʪʘʮʠʿʝ. 

ʇʨʠʤʝʥʫ ʪʝʨʤʠʥʘ ʟʨʝʣʦʩʪʠ ʧʨʚʠ ʿʝ ʧʨʝʜʣʦʞʠʦ ʂʨʦʩʙʠ (Crosby B. Philip), 1979. ʛʦʜʠʥʝ, 

ʫ ʢˁʠʟʠ ʂʚʘʣʠʪʝʪ ʿʝ ʙʝʩʧʣʘʪʘʥ (ʝʥʛʣ. Quality Is Free).  

ʋʧʦʪʨʝʙʘ ʪʝʨʤʠʥʘ ʟʨʝʣʦʩʪʠ ʥʘ ʧʦˀʫ ʫʧʨʘʚˀʘˁʘ ʿʝ ʤʦʛʫ˂ʘ ʫ ʩʤʠʩʣʫ ʟʨʝʣʦʩʪʠ 

ʦʩʦʙʘ, ʧʨʝʜʤʝʪʘ ʠ ʩʠʩʪʝʤʘ (Kohlegger, Maier & Thalmann, 2009). ʂʘʜʘ ʿʝ ʨʝʯ ʦ ʟʨʝʣʦʩʪʠ 

ʟʘʧʦʩʣʝʥʠʭ ʨʘʜʠ ʩʝ ʦ ʧʨʘ˂ʝˁʫ ˁʠʭʦʚʠʭ ʩʧʦʩʦʙʥʦʩʪʠ ʟʘ ʦʙʘʚˀʘˁʝ ʢʦʥʢʨʝʪʥʦʛ ʧʦʩʣʘ. 

ɿʨʝʣʦʩʪ ʧʨʝʜʤʝʪʘ ʧʦʜʨʘʟʫʤʝʚʘ ʧʨʘ˂ʝˁʝ ʟʨʝʣʦʩʪʠ ʧʨʦʠʟʚʦʜʘ/ʫʩʣʫʛʘ, ʠʥʬʨʘʩʪʨʫʢʪʫʨʝ ʠ 

ʜʦʢʫʤʝʥʪʘʮʠʿʝ. ʇʨʘ˂ʝˁʝ ʟʨʝʣʦʩʪʠ ʧʨʦʮʝʩʘ, ʪʠʤʘ, ʩʪʨʫʢʪʫʨʘ, ʧʨʝʜʫʟʝ˂ʘ ʦʜʥʦʩʠ ʩʝ ʥʘ 

ʟʨʝʣʦʩʪ ʩʠʩʪʝʤʘ. 

ɿʨʝʣʦʩʪ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ (ʝʥʛʣ. Business Process Maturity) (Hammer, 2007) 

ʧʦʜʨʘʟʫʤʝʚʘ ʩʧʦʩʦʙʥʦʩʪ ʧʨʦʮʝʩʘ ʜʘ ʩʠʩʪʝʤʘʪʩʢʠ, ʥʝʧʨʝʢʠʜʥʦ ʦʙʝʟʙʝʹʫʿʫ ʙʦˀʝ 

ʨʝʟʫʣʪʘʪʝ ʧʦʩʣʦʚʘˁʘ. ɺʠʰʠ ʥʠʚʦ ʟʨʝʣʦʩʪʠ ʩʚʘʢʦʛ ʧʦʩʣʦʚʥʦʛ ʧʨʦʮʝʩʘ ʜʦʧʨʠʥʦʩʠ 

(McCormack ʝt al, 2009): ʙʦˀʦʿ ʢʦʥʪʨʦʣʠ ʨʝʟʫʣʪʘʪʘ, ʫʥʘʧʨʝʹʝˁʫ ʧʨʝʜʚʠʹʘˁʘ ʮʠˀʝʚʘ, 
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ʪʨʦʰʢʦʚʘ ʠ ʧʝʨʬʦʨʤʘʥʩʠ, ʚʝ˂oj ʝʬʠʢʘʩʥʦʩʪʠ ʫ ʧʦʩʪʠʟʘˁʫ ʧʦʩʪʘʚˀʝʥʠʭ ʮʠˀʝʚʘ ʠ 

oʩʥʘʞʠʚʘˁe ʩʧʦʩʦʙʥʦʩʪʠ ʣʠʜʝʨʘ ʜʘ ʧʨʝʜʣʦʞʝ ʥʦʚʝ ʠ ʚʠʰʝ ʮʠˀʝʚʝ ʟʘ ʧʝʨʬʦʨʤʘʥʩʝ. 

ʇʨʠʪʦʤ, ʥʝʢʠ ʘʫʪʦʨʠ (Smith & Fingar, 2004; Hammer, 2007; Rosemann & VomBrocke, 

2010) ʧʨʘʚʝ ʨʘʟʣʠʢʫ ʠʟʤʝʹʫ ʟʨʝʣʦʩʪʠ ʧʨʦʮʝʩʘ ʠ ʟʨʝʣʦʩʪʠ ʋʇʇ. ɿʨʝʣʦʩʪ ʧʨʦʮʝʩʘ 

ʧʦʜʨʘʟʫʤʝʚʘ ʧʨʘ˂ʝˁʝ ʩʪʘˁʘ ʟʨʝʣʦʩʪʠ ʢʦʥʢʨʝʪʥʦʛ ʧʨʦʮʝʩʘ (Hammer, 2007). ɿʨʝʣʦʩʪ 

ʋʇʇ ʦʜʥʦʩʠ ʩʝ ʥʘ ʧʦʩʤʘʪʨʘˁʝ ʥʠʚʦʘ ʩʧʦʩʦʙʥʦʩʪʠ ʧʨʝʜʫʟʝ˂ʘ ʫ ʧʦʛʣʝʜʫ ʋʇʇ 

(Rosemann, De Bruin, 2005b). ɼʦʩʪʠʛʥʫʪʠ ʥʠʚʦ ʢʚʘʣʠʪʝʪʘ ʨʝʘʣʠʟʘʮʠʿʝ ʧʦʩʣʦʚʥʠʭ 

ʧʨʦʮʝʩʘ ʠ ʢʚʘʣʠʪʝʪʘ ˁʠʭʦʚʠʭ ʘʫʪʧʫʪʘ ʧʨʝʜʩʪʘʚˀʘ ʫʩʣʦʚ ʜʦʩʪʠʟʘˁʘ ʦʜʨʝʹʝʥʦʛ ʥʠʚʦʘ 

ʟʨʝʣʦʩʪʠ ʋʇʇ (ʈʘʜʦʩʘʚˀʝʚʠ˂, 2016). ʀʟʚʝʩʥʠ ʘʫʪʦʨʠ (Rºglinger, PºppelbuÇ & Becker, 

2012) ʠʧʘʢ ʩʤʘʪʨʘʿʫ ʜʘ ʥʘʚʝʜʝʥʘ ʨʘʟʣʠʢʘ ʥʠʿʝ ʩʘʩʚʠʤ ʧʨʝʮʠʟʥʘ. 

ʉʘʟʨʝʚʘˁʝ ʦʜʥʦʩʥʦ ʧʦʨʘʩʪ ʥʠʚʦʘ ʟʨʝʣʦʩʪʠ ʧʨʝʜʩʪʘʚˀʘ ʥʘʧʨʝʜʘʢ ʢʦʿʠ ʧʨʝʜʫʟʝ˂ʝ 

ʦʩʪʚʘʨʫʿʝ ʥʘʢʦʥ ʠʥʠʮʠʨʘˁʘ ʧʨʦʮʝʩʥʝ ʦʨʠʿʝʥʪʘʮʠʿʝ (ʈʘʜʦʩʘʚˀʝʚʠ˂, 2016). ʅʘʧʨʝʜʦʚʘˁʝ 

ʩʘ ʥʠʞʝʛ ʥʘ ʚʠʰʠ ʥʠʚʦ ʟʨʝʣʦʩʪʠ ʋʇʇ ʧʦʜʨʘʟʫʤʝʚʘ ʧʦʙʦˀʰʘˁʘ ʩʘ ʘʩʧʝʢʪʘ ʦʙʫʭʚʘʪʘ 

(ʝʥʛʣ. coverage) ʠ ʩʘ ʘʩʧʝʢʪʘ ʩʧʨʝʪʥʦʩʪʠ (ʝʥʛʣ. proficiency) ʦʜʥʦʩʥʦ ʩʘ ʩʪʘʥʦʚʠʰʪʘ 

ʝʬʝʢʪʠʚʥʦʩʪʠ ʠ ʩʘ ʩʪʘʥʦʚʠʰʪʘ ʝʬʠʢʘʩʥʦʩʪʠ (Rosemann & De Bruin, 2005ʘ). ʆʙʫʭʚʘʪ 

ʠʣʠ ʝʬʝʢʪʠʚʥʦʩʪ ʧʦʜʨʘʟʫʤʝʚʘ ʧʨʘ˂ʝˁʝ ʰʠʨʝˁʘ ʘʢʪʠʚʥʦʩʪʠ ʋʇʇ ʫʥʫʪʘʨ ʧʨʝʜʫʟʝ˂ʘ, ʜʦʢ 

ʩʝ ʩʧʨʝʪʥʦʩʪ ʠʣʠ ʝʬʠʢʘʩʥʦʩʪ ʦʜʥʦʩʠ ʥʘ ʢʚʘʣʠʪʝʪ ʩʧʨʦʚʦʹʝˁʘ ʘʢʪʠʚʥʦʩʪʠ ʋʇʇ ʫʥʫʪʘʨ 

ʧʨʝʜʫʟʝ˂ʘ.  

ʂʘʢʦ ʧʨʠʭʚʘʪʘˁʝ ʧʨʦʮʝʩʥʦʛ ʧʨʠʩʪʫʧʘ ʧʦʜʨʘʟʫʤʝʚʘ ʙʦˀʫ ʠʥʪʝʛʨʘʮʠʿʫ ʠ ʩʘʨʘʜˁʫ 

ʩʘ ʜʦʙʘʚˀʘʯʠʤʘ, ʢʫʧʮʠʤʘ ʠ ʦʩʪʘʣʠʤ ʝʢʩʪʝʨʥʠʤ ʩʪʝʿʢʭʦʣʜʝʨʠʤʘ, ʪʦ ʩʝ, ʫʟ ʟʨʝʣʦʩʪ 

ʧʨʦʮʝʩʘ ʠ ʟʨʝʣʦʩʪ ʋʇʇ, ʤʦʞʝ ʛʦʚʦʨʠʪʠ ʠ ʦ ʟʨʝʣʦʩʪʠ ʥʘ ʥʠʚʦʫ ʣʘʥʮʘ ʩʥʘʙʜʝʚʘˁʘ (De 

Oliveira, Ladeira & McCormack, 2011). ʂʘʢʦ ʠʩʪʠʯʝ ʈʘʜʦʩʘʚˀʝʚʠ˂ (2016), ʪʠʤʝ ʩʝ 

ʦʪʚʘʨʘ ʥʦʚʦ ʧʦˀʝ ʢʦʿʝ ʿʝ ʧʦʪʨʝʙʥʦ ʠʩʪʨʘʞʠʚʘʪʠ ʠ ʨʘʟʚʠʿʘʪʠ. 

3.2. ʄʦʜʝʣʠ ʟʨʝʣʦʩʪʠ ʫʧʨʘʚˀʘˁʘ ʧʦʩʣʦʚʥʠʤ ʧʨʦʮʝʩʠʤʘ 

ɿʨʝʣʦʩʪ ʋʇʇ ʧʨʝʜʩʪʘʚˀʘ ʢʦʥʮʝʧʪ ʢʦʿʠ ʦʤʦʛʫ˂ʘʚʘ ʧʨʘ˂ʝˁʝ ʫʩʧʝʰʥʦʩʪʠ 

ʠʤʧʣʝʤʝʥʪʘʮʠʿʝ ʧʨʦʮʝʩʥʝ ʦʨʠʿʝʥʪʘʮʠʿʝ. ʉʫʰʪʠʥʩʢʠ ʢʦʥʮʝʧʪ ʟʨʝʣʦʩʪʠ ʧʦʜʨʘʟʫʤʝʚʘ ʜʘ 

ʟʨʝʣʘ ʧʨʝʜʫʟʝ˂ʘ ʩʠʩʪʝʤʘʪʩʢʠ ʨʝʘʣʠʟʫʿʫ ʧʦʩʣʦʚʥʝ ʧʨʦʮʝʩʝ, ʜʦʢ ʥʝʟʨʝʣʘ ʧʨʝʜʫʟʝ˂ʘ 

ʦʩʪʚʘʨʫʿʫ ʜʦʙʨʝ ʨʝʟʫʣʪʘʪʝ ʿʝʜʠʥʦ ʭʝʨʦʿʩʢʠʤ ʥʘʧʦʨʦʤ ʧʦʿʝʜʠʥʘʮʘ, ʢʦʿʠ ʩʝ ʤʘˁʝ ʠʣʠ 

ʚʠʰʝ ʩʧʦʥʪʘʥʦ ʦʩʣʘˁʘʿʫ ʥʘ ʦʜʨʝʹʝʥʝ ʧʨʠʩʪʫʧʝ (Harmon, 2004).  

ʉʣʦʞʝʥʦʩʪ ʋʇʇ ʤʦʞʝ ʧʨʝʜʩʪʘʚˀʘʪʠ ʙʘʨʠʿʝʨʫ ʦʩʪʚʘʨʝˁʘ ʞʝˀʝʥʠʭ ʙʝʥʝʬʠʪʘ ʧʦ 

ʦʩʥʦʚʫ ʠʤʧʣʝʤʝʥʪʘʮʠʿʝ ʧʨʦʮʝʩʥʝ ʦʨʠʿʝʥʪʘʮʠʿʝ. ʋ ʮʠˀʫ ʧʨʫʞʘˁʘ ʧʨʝʜʫʟʝ˂ʠʤʘ 



ʈʘʟʚʦʿ ʦʢʚʠʨʘ ʟʘ ʧʦʚʝ˂ʘˁʝ ʧʨʦʮʝʩʥʝ ʟʨʝʣʦʩʪʠ ʧʨʝʜʫʟʝ˂ʘ 

ɸʣʝʢʩʘʥʜʨʘ ʉʪʦʠˀʢʦʚʠ˂ ʈʘʥʹʝʣʦʚʠ˂ 

 

60 

ʿʝʜʥʦʩʪʘʚʥʝ ʠ ʝʬʠʢʘʩʥʝ ʦʩʥʦʚʝ ʟʘ ʧʨʦʮʝʥʫ ʜʦʩʪʠʛʥʫʪʦʛ ʥʠʚʦʘ ʟʨʝʣʦʩʪʠ ʫ 

ʠʤʧʣʝʤʝʥʪʘʮʠʿʠ ʧʨʦʮʝʩʥʦʛ ʧʨʠʩʪʫʧʘ ʿʘʚˀʘʿʫ ʩʝ ʨʘʟʣʠʯʠʪʠ ʤʦʜʝʣʠ ʟʨʝʣʦʩʪʠ. ʆʥʠ ʩʫ 

ʜʠʟʘʿʥʠʨʘʥʠ ʜʘ ʧʨʦʮʝʥʝ ʟʨʝʣʦʩʪ ʠʟʘʙʨʘʥʦʛ ʜʦʤʝʥʘ, ʟʘʩʥʦʚʘʥ ʥʘ ʚʠʰʝ ʠʣʠ ʤʘˁʝ 

ʩʚʝʦʙʫʭʚʘʪʥʦʤ ʩʢʫʧʫ ʢʨʠʪʝʨʠʿʫʤʘ.  

ʀʟʚʝʩʥʠ ʘʫʪʦʨʠ ʩʫ ʧʦʢʫʰʘʣʠ ʜʘ ʧʨʝʮʠʟʥʠʿʝ ʦʜʨʝʜʝ ʧʦʿʘʤ ʤʦʜʝʣʘ ʟʨʝʣʦʩʪʠ. 

ʊʘʢʦ, ʂʦʭʣʝʛʘʨ, ʄʝʿʝʨ ʠ ʊʘʣʤʘʥ (Kohlegger et al., 2009) ʥʘʚʦʜʝ ʜʘ ʤʦʜʝʣ ʟʨʝʣʦʩʪʠ 

ʧʨʠʢʘʟʫʿʝ ʬʘʟʝ ʧʦʚʝ˂ʘˁʘ ʢʚʘʥʪʠʪʘʪʠʚʥʠʭ ʠʣʠ ʢʚʘʣʠʪʘʪʠʚʥʠʭ ʧʨʦʤʝʥʘ ʩʧʦʩʦʙʥʦʩʪʠ ʢʦʜ 

ʝʣʝʤʝʥʪʘ ʯʠʿʝ ʩʝ ʩʘʟʨʝʚʘˁʝ ʧʨʘʪʠ (ʝʣʝʤʝʥʪ ʟʨʝʣʦʩʪʠ), ʢʘʢʦ ʙʠ ʩʝ ʧʨʦʮʝʥʠʦ ˁʝʛʦʚ 

ʥʘʧʨʝʜʘʢ ʫ ʦʜʥʦʩʫ ʥʘ ʦʜʨʝʹʝʥʘ ʧʦʜʨʫʯʿʘ ʬʦʢʫʩʘ. ʂʚʝʥʢʘ, ɹʦʟʘ, ɽʿʣʤʝʥʠ ʠ ʊʨʘʿʝʥʠʢʝʥʩ 

(Cuenca, Boza, Alemany, Trienekens, 2013)
 
ʠʩʪʠʯʫ ʜʘ ʤʦʜʝʣʠ ʟʨʝʣʦʩʪʠ Ăʦʧʠʩʫʿʫ ʨʘʟʚʦʿ 

ʝʥʪʠʪʝʪʘ ʪʦʢʦʤ ʚʨʝʤʝʥʘñ (ʩʪʨ. 898). ʇʨʠ ʯʝʤʫ, ʦʚʘʿ ʝʥʪʠʪʝʪ ʤʦʞʝ ʙʠʪʠ: ˀʫʜʩʢʦ ʙʠ˂ʝ, 

ʦʨʛʘʥʠʟʘʮʠʦʥʘ ʿʝʜʠʥʠʮʘ ʠ ʪʘʢʦ ʜʘˀʝ. ɹʠʪʠʯʠ, ɻʘʨʝʥʛʦ, ɸʪʝʩ ʠ ʅʫʜʫʨʫʧʘʪʠ ʠ (Bititci, 

Garengo, Ates, Nudurupati, 2015) ʥʘ ʤʦʜʝʣ ʟʨʝʣʦʩʪʠ ʛʣʝʜʘʿʫ ʢʘʦ ʥʘ: Ăʤʘʪʨʠʮʫ ʧʨʘʢʩʠ 

ʢʦʿʘ ʟʘ ʩʚʘʢʫ ʧʦʩʣʦʚʥʫ ʦʙʣʘʩʪ ʜʝʬʠʥʠʰʝ ʩʪʝʧʝʥ ʬʦʨʤʘʣʥʦʩʪʠ, ʩʦʬʠʩʪʠʮʠʨʘʥʦʩʪʠ ʠ 

ʫʛʨʘʹʝʥʦʩʪʠ ʧʨʘʢʩʝ ʦʜ ad hoc ʜʦ ʦʧʪʠʤʠʟʘʮʠʿʝñ (ʩʪʨ. 3065). ʄʦʜʝʣʠ ʟʨʝʣʦʩʪʠ 

ʧʨʝʜʩʪʘʚˀʘʿʫ ʪʝʦʨʠʿʝ ʦ ʪʦʤʝ ʢʘʢʦ ʩʝ ʩʧʦʩʦʙʥʦʩʪʠ ʧʨʝʜʫʟʝ˂ʘ ʨʘʟʚʠʿʘʿʫ ʢʦʨʘʢ ʧʦ ʢʦʨʘʢ 

ʜʫʞ ʦʯʝʢʠʚʘʥʝ, ʞʝˀʝʥʝ ʧʫʪʘˁʝ (Gottschalk, 2009). ʄʦʜʝʣʠ ʟʨʝʣʦʩʪʠ ʥʫʜʝ ʨʝʮʝʧʪʝ ʢʦʨʘʢ 

ʧʦ ʢʦʨʘʢ, ʢʦʿʠ ʦʧʠʩʫʿʫ ʨʝʜʦʩʣʝʜ ʢʦʿʠʤ ʩʝ ʢʦʤʧʦʥʝʥʪʝ ʟʨʝʣʦʩʪʠ ʤʦʨʘʿʫ ʠʤʧʣʝʤʝʥʪʠʨʘʪʠ 

ʜʘ ʙʠ ʩʝ ʧʦʩʪʠʛʘʦ ʫʩʧʝʭ (McCormack et al, 2009). ʊʘʧʠʘ, ɼʘʥʠʚʘ, ʚʘʥ ɽʢ ʠ ɺʝʨʠʥʛʘ 

(Tapia, Daneva, van Eck, & Wieringa, 2008) ʥʫʜʝ ʦʧʰʪʫ ʜʝʬʠʥʠʮʠʿʫ ʤʦʜʝʣʘ ʟʨʝʣʦʩʪʠ ʟʘ 

ʢʦʿʝ ʩʤʘʪʨʘʿʫ ʜʘ Ăʩʫ ʨʘʟʚʠʿʝʥʠ ʟʘ ʧʨʦʮʝʥʫ ʦʜʨʝʹʝʥʠʭ ʦʙʣʘʩʪʠ ʧʨʝʤʘ ʥʦʨʤʘʤʘ, ʜʦʢ ʥʘ 

ʦʩʥʦʚʫ ʧʨʦʮʝʥʝ ʟʨʝʣʦʩʪʠ, ʧʨʝʜʫʟʝ˂ʘ ʟʥʘʿʫ ʫ ʢʦʿʦʿ ʩʫ ʤʝʨʠ ʘʢʪʠʚʥʦʩʪʠ ʫ ʪʘʢʚʠʤ 

ʦʙʣʘʩʪʠʤʘ ʧʨʝʜʚʠʜˀʠʚʝñ (ʩʪʨ. 71). ʄʦʜʝʣʠ ʟʨʝʣʦʩʪʠ ʫʢˀʫʯʫʿʫ ʥʠʟ ʥʠʚʦʘ (ʠʣʠ ʬʘʟʘ) 

ʢʦʿʠ ʬʦʨʤʠʨʘʿʫ ʧʨʝʜʚʠʹʝʥʠ, ʞʝˀʝʥʠ ʠʣʠ ʣʦʛʠʯʢʠ ʧʫʪ ʦʜ ʧʦʯʝʪʥʦʛ ʩʪʘˁʘ ʜʦ ʟʨʝʣʦʩʪʠ 

(Becker, Knackstedt & PºppelbuÇ, 2009). ʆʥʠ ʧʨʝʜʩʪʘʚˀʘʿʫ ʢʦʥʮʝʧʪʫʘʣʥʝ ʤʦʜʝʣʝ 

ʩʘʩʪʘʚˀʝʥʝ ʦʜ ʥʠʟʘ ʥʠʚʦʘ ʟʨʝʣʦʩʪʠ ʟʘ ʢʣʘʩʫ ʧʨʦʮʝʩʘ, ʫ ʿʝʜʥʦʤ ʠʣʠ ʚʠʰʝ ʧʦʩʣʦʚʥʠʭ 

ʜʦʤʝʥʘ, ʠ ʧʨʝʟʝʥʪʫʿʫ ʦʯʝʢʠʚʘʥʫ, ʞʝˀʝʥʫ ʠʣʠ ʪʠʧʠʯʥʫ ʝʚʦʣʫʮʠʦʥʫ ʧʫʪʘˁʫ ʟʘ ʦʚʝ 

ʧʨʦʮʝʩʝ (Becker et al, 2009). ʉʭʦʜʥʦ ʪʦʤʝ, ʯʝʩʪʦ ʩʝ ʥʘʟʠʚʘʿʫ ʤʦʜʝʣʠ ʬʘʟʝ ʨʘʩʪʘ, 

ʩʮʝʥʩʢʠ ʤʦʜʝʣʠ ʠʣʠ ʬʘʟʝ ʪʝʦʨʠʿʝ (Prananto, Mckay & Marshall, 2003). 

ʆʩʥʦʚʥʘ ʩʚʨʭʘ ʤʦʜʝʣʘ ʟʨʝʣʦʩʪʠ ʿʝ ʧʨʠʢʘʟʠʚʘˁʝ ʥʠʚʦʘ ʟʨʝʣʦʩʪʠ ʥʘ ʩʪʘʟʠ 

ʩʘʟʨʝʚʘˁʘ. ʊʨʝʥʫʪʥʠ ʥʠʚʦ ʟʨʝʣʦʩʪʠ ʧʨʝʜʫʟʝ˂ʘ ʧʨʝʜʩʪʘʚˀʘ ˁʝʛʦʚʝ ʩʧʦʩʦʙʥʦʩʪʠ ʫ 

ʧʦʛʣʝʜʫ ʩʧʝʮʠʬʠʯʥʝ ʢʣʘʩʝ ʦʙʿʝʢʘʪʘ ʠ ʜʦʤʝʥʘ ʧʨʠʤʝʥʝ (Rosemann & De Bruin, 2005). 



ʈʘʟʚʦʿ ʦʢʚʠʨʘ ʟʘ ʧʦʚʝ˂ʘˁʝ ʧʨʦʮʝʩʥʝ ʟʨʝʣʦʩʪʠ ʧʨʝʜʫʟʝ˂ʘ 

ɸʣʝʢʩʘʥʜʨʘ ʉʪʦʠˀʢʦʚʠ˂ ʈʘʥʹʝʣʦʚʠ˂ 

 

61 

ʇʦʨʝʜ ʦʮʝʥʝ ʜʦʩʪʠʛʥʫʪʦʛ ʥʠʚʦʘ ʟʨʝʣʦʩʪʠ ʦʚʠ ʤʦʜʝʣʠ ʦʤʦʛʫ˂ʘʚʘʿʫ ʠ ʧʨʦʥʘʣʘʞʝˁʝ 

ʘʜʝʢʚʘʪʥʠʭ ʥʘʯʠʥʘ ʟʘ ʧʦʨʘʩʪ ʥʠʚʦʘ ʟʨʝʣʦʩʪʠ. ʌʠʰʝʨ (2004), ʍʘʨʤʦʥ (2004) ʠ ʉʧʘʥʠ 

(2004) ʥʘʚʦʜʝ ʜʘ ʩʝ ʤʦʜʝʣʠ ʟʨʝʣʦʩʪʠ ʢʦʨʠʩʪʝ ʢʘʦ ʝʚʘʣʫʘʪʠʚʥʘ ʠ ʫʧʦʨʝʜʥʘ ʦʩʥʦʚʘ ʟʘ 

ʧʦʙʦˀʰʘˁʝ. ʄʝʹʫʪʠʤ, ʥʝʢʠ ʘʫʪʦʨʠ ʥʘʚʦʜʝ ʜʘ ʧʨʝʜʫʟʝ˂ʘ ʪʨʝʙʘ ʜʘ ʙʫʜʫ ʧʦʩʝʙʥʦ 

ʦʧʨʝʟʥʘ, ʿʝʨ ñʚʝ˂ʠʥʘ ʤʦʜʝʣʘ ʟʨʝʣʦʩʪʠ ʜʘʿʝ ʤʘʣʦ ʩʤʝʨʥʠʮʘ ʦ ʢʦʥʢʨʝʪʥʠʤ ʢʦʨʘʮʠʤʘ ʢʦʿʝ 

ʪʨʝʙʘ ʧʨʝʜʫʟʝʪʠ ʢʘʢʦ ʙʠ ʩʝ ʧʦʙʦˀʰʘʣʦ ˁʠʭʦʚʦ ʧʦʩʣʦʚʘˁʝ, ʦʜʥʦʩʥʦ ʢʘʢʦ ʙʠ ʧʨʝʰʣʠ ʩʘ 

ʥʠʞʝʛ ʥʘ ʚʠʰʠ ʥʠʚʦ ʟʨʝʣʦʩʪʠ (Curtis & Alden, 2007, ʩʪʨ. 4). 

3.2.1. ʆʩʥʦʚʝ ʤʦʜʝʣʘ ʟʨʝʣʦʩʪʠ ʫʧʨʘʚˀʘˁʘ ʧʦʩʣʦʚʥʠʤ ʧʨʦʮʝʩʠʤʘ 

ʊʦʢʦʤ ʧʦʩʣʝʜˁʝ ʜʚʝ ʜʝʮʝʥʠʿʝ ʙʨʦʿ ʘʫʪʦʨʘ ʠ ʨʘʜʦʚʘ ʥʘ ʪʝʤʫ ʤʦʜʝʣʘ ʟʨʝʣʦʩʪʠ 

ʢʦʥʩʪʘʥʪʥʦ ʨʘʩʪʝ (Fisher 2004; Rosemann, de Bruin & Hueffner, T., 2004; Rosemann & De 

Bruin, 2005b; Curtis & Alden 2007; Hamer 2007; Van Looy, De Backer & Poels 2011; 

Rºglinger, PºppelbuÇ & Becker 2012, ʈʘʜʦʩʘʚˀʝʚʠ˂, 2016). ʄʦʜʝʣʠ ʟʨʝʣʦʩʪʠ ʠʤʘʿʫ 

ʟʥʘʯʘʿʥʫ ʫʣʦʛʫ ʧʨʠ ʧʨʦʮʝʥʠ ʜʦʩʪʠʛʥʫʪʦʛ ʥʠʚʦʘ ʟʨʝʣʦʩʪʠ ʫ ʧʦʛʣʝʜʫ ʠʤʧʣʝʤʝʥʪʘʮʠʿʝ 

ʋʇʇ. ʀʜʝʿʘ ʟʘ ʫʧʦʨʝʹʠʚʘˁʝ ʥʠʩʢʦʛ ʠ ʚʠʩʦʢʦʛ ʥʠʚʦʘ ʟʨʝʣʦʩʪʠ ʧʦʪʠʯʝ ʦʜ ʇʦʣʢʘ, ʂʫʨʪʠʩ, 

ʂʨʠʩʠʩ ʠ ɺʝʙʝʨ (Paulk, Curtis, Chrissis & Weber, 1993), ʢʦʿʠ ʩʫ ʧʨʝʜʩʪʘʚʠʣʠ ʪʘʢʚʦ 

ʧʦʨʝʹʝˁʝ ʜʘ ʙʠ ʦʣʘʢʰʘʣʠ ʨʘʟʫʤʝʚʘˁʝ ʢʦʥʮʝʧʪʘ ʟʨʝʣʦʩʪʠ ʧʨʦʮʝʩʘ. ʄʦʜʝʣʠ ʟʨʝʣʦʩʪʠ 

ʫʧʨʘʚˀʘˁʘ ʧʨʦʮʝʩʠʤʘ ʧʨʠʢʘʟʫʿʫ ʢʘʨʘʢʪʝʨʠʩʪʠʢʝ ʩʚʘʢʦʛ ʦʜ ʥʠʚʦʘ ʟʨʝʣʦʩʪʠ ʢʨʦʟ ʢʦʿʝ 

ʧʨʝʜʫʟʝ˂ʘ ʧʨʦʣʘʟʝ ʥʘ ʩʪʘʟʠ ʩʘʟʨʝʚʘˁʘ, ʢʘʦ ʠ ʦʜʥʦʩʝ ʠʟʤʝʹʫ ˁʠʭ. 

ʍʘʨʤʦʥ (2004) ʥʘʚʦʜʠ ʜʚʘ ʧʨʠʩʪʫʧʘ ʢʦʿʠ ʩʝ ʦʜʥʦʩʝ ʥʘ ʧʨʠʤʝʥʫ ʤʦʜʝʣʘ ʟʨʝʣʦʩʪʠ. 

ɱʝʜʘʥ ʧʨʠʩʪʫʧ ʩʝ ʟʘʩʥʠʚʘ ʥʘ ʥʠʚʦʠʤʘ ʠʣʠ ʬʘʟʘʤʘ. ʆʚʘʿ ʧʨʠʩʪʫʧ ʧʦʣʘʟʠ ʦʜ ʪʦʛʘ ʜʘ ʩʝ 

ʩʢʫʧʦʚʠ ʧʦʚʝʟʘʥʠʭ ʩʧʦʩʦʙʥʦʩʪʠ ʧʦʩʪʠʞʫ ʚʠʰʝ ʠʣʠ ʤʘˁʝ ʟʘʿʝʜʥʦ, ʩ ʪʠʤ ʰʪʦ ʩʝ ʿʝʜʘʥ 

ʩʢʫʧ ʩʧʦʩʦʙʥʦʩʪʠ ʧʦʩʪʠʞʝ ʧʨʝ ʜʨʫʛʦʛ. ʉʪʦʛʘ ʩʝ ʜʝʬʠʥʠʰʫ ʥʠʚʦʠ ʟʨʝʣʦʩʪʠ ʠ ʧʨʝʜʫʟʝ˂ʝ 

ʤʦʞʝ ʙʠʪʠ ʥʘ ʥʝʢʦʤ ʦʜ ʧʦʥʫʹʝʥʠʭ ʥʠʚʦʘ ʟʨʝʣʦʩʪʠ, ʠʣʠ ʫ ʬʘʟʠ ʧʨʝʣʘʩʢʘ ʩʘ ʿʝʜʥʦʛ ʥʠʚʦʘ 

ʥʘ ʜʨʫʛʠ. ɸʣʪʝʨʥʘʪʠʚʥʠ ʧʨʠʩʪʫʧ ʩʝ ʦʟʥʘʯʘʚʘ ʢʘʦ ʢʦʥʪʠʥʫʠʨʘʥʠ ʧʨʠʩʪʫʧ. ʉʫʰʪʠʥʘ ʦʚʦʛ 

ʧʨʠʩʪʫʧʘ ʿʝ ʫ ʬʦʢʫʩʫ ʥʘ ʩʧʝʮʠʬʠʯʥʝ ʩʧʦʩʦʙʥʦʩʪʠ ʢʦʿʝ ʢʘʨʘʢʪʝʨʠʰʫ ʧʨʝʜʫʟʝ˂ʝ. ʅʘʠʤʝ, 

ʧʨʝʜʫʟʝ˂ʘ ʯʝʩʪʦ ʧʦʢʘʟʫʿʫ ʢʦʤʙʠʥʘʮʠʿʫ ʢʘʨʘʢʪʝʨʠʩʪʠʢʘ ʪʠʧʠʯʥʠʭ ʟʘ ʨʘʟʣʠʯʠʪʝ ʥʠʚʦʝ.  

ʉʪʚʘʨʥʦʩʪ ʿʝ ʿʦʰ ʩʣʦʞʝʥʠʿʘ, ʨʘʟʣʠʯʠʪʠ ʜʝʣʦʚʠ ʿʝʜʥʦʛ ʧʨʝʜʫʟʝ˂ʘ ʤʦʛʫ ʙʠʪʠ ʥʘ 

ʨʘʟʣʠʯʠʪʠʤ ʥʠʚʦʠʤʘ. ʋ ʧʨʘʢʩʠ ʩʝ ʦʙʠʯʥʦ ʧʨʠʤʝˁʫʿʝ ʧʨʠʩʪʫʧ ʧʦ ʥʠʚʦʠʤʘ ʠʘʢʦ ʩʫ 

ʫʦʯʝʥʠ ʧʨʦʙʣʝʤʠ ʚʝʟʘʥʠ ʟʘ ʦʚʘʿ ʧʨʠʩʪʫʧ. ʇʨʝʜʥʦʩʪ ʧʨʠʤʝʥʝ ʦʚʦʛ ʧʨʠʩʪʫʧʘ ʫ ʧʨʘʢʩʠ 

ʨʝʟʫʣʪʘʪ ʿʝ ʧʦʪʚʨʜʝ ʜʘ ʩʫ ʧʨʝʜʫʟʝ˂ʘ ʙʦˀʝ ʤʦʪʠʚʠʩʘʥʘ ʘʢʦ ʠʤʘʿʫ ʿʘʩʥʝ ʮʠˀʝʚʝ, ʰʪʦ ʠʤ 
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ʦʣʘʢʰʘʚʘ ʢʘʨʘʢʪʝʨʠʟʘʮʠʿʘ ʧʦ ʥʠʚʦʠʤʘ ʟʨʝʣʦʩʪʠ. ɼʘʢʣʝ, ʧʨʝʜʫʟʝ˂ʘ ʩʝ ʥʘʿʯʝʰ˂ʝ 

ʧʨʦʮʝˁʫʿʫ ʧʦʣʘʟʝ˂ʠ ʦʜ ʧʨʠʩʪʫʧʘ ʧʦ ʥʠʚʦʠʤʘ (Harmon, 2004). 

 

ʊʘʙʝʣʘ 3.1: ʇʦʨʝʹʝˁʝ ʥʠʩʢʦʛ ʠ ʚʠʩʦʢʦʛ ʥʠʚʦʘ ʟʨʝʣʦʩʪʠ ʫ ʧʨʝʜʫʟʝ˂ʫ 

ʅʠʟʘʢ ʥʠʚʦ ʟʨʝʣʦʩʪʠ ɺʠʩʦʢ ʥʠʚʦ ʟʨʝʣʦʩʪʠ 

ʀʟʦʣʦʚʘʥʠ ʧʨʦʿʝʢʪʠ ʋʩʢʣʘʹʝʥʝ ʘʢʪʠʚʥʦʩʪʠ ʋʇʇ 

ʉʣʘʙʝ ʚʝʰʪʠʥʝ ʋʇʇ ɺʠʩʦʢʘ ʩʪʨʫʯʥʦʩʪ ʋʇʇ 

ʈʝʘʢʪʠʚʥʦʩʪ ʇʨʦʘʢʪʠʚʥʦʩʪ 

ʄʘʥʫʘʣʥʦʩʪ ɸʫʪʦʤʘʪʠʟʘʮʠʿʘ 

ʌʦʢʫʩ ʥʘ ʩʝʙʝ ʇʨʦʰʠʨʝʥʦ ʧʨʝʜʫʟʝ˂ʝ 

ʉʪʘʪʠʯʥʦʩʪ ʀʥʦʚʘʪʠʚʥʦʩʪ 

ʀʟʚʦʨ: Rosemann, M. & de Bruin, T. (2005a). Application of a Holistic Model forDeterminging BPM 

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

(10.10.201). 

 

ʉʦʬʪʚʝʨʩʢʠ ʠʥʞʝˁʝʨʠʥʛ ʧʨʝʜʩʪʘʚˀʘ ʧʦʜʨʫʯʿʝ ʟʘʯʝʪʢʘ ʧʨʠʤʝʥʝ ʤʦʜʝʣʘ 

ʟʨʝʣʦʩʪʠ. ʅʘʿʚʝ˂ʠ ʙʨʦʿ ʧʨʝʜʣʦʞʝʥʠʭ ʠ ʧʨʠʤʝˁʝʥʠʭ ʤʦʜʝʣʘ ʟʨʝʣʦʩʪʠ ʥʘʣʘʟʠ ʩʝ ʫʧʨʘʚʦ ʫ 

ʦʚʦʿ ʦʙʣʘʩʪʠ. ʋʩʧʝʭ ʧʨʚʦʛ ʤʦʜʝʣʘ ʟʨʝʣʦʩʪʠ ʫ ʦʙʣʘʩʪʠ ʩʦʬʪʚʝʨʩʢʦʛ ʠʥʞʝˁʝʨʠʥʛʘ, 

ʦʜʥʦʩʥʦ ʄʦʜʝʣʘ ʟʨʝʣʦʩʪʠ ʩʧʦʩʦʙʥʦʩʪʠ, ʫʪʠʮʘʦ ʿʝ ʥʘ ʰʠʨʝˁʝ ʧʦˀʘ ʧʨʠʤʝʥʝ ʤʦʜʝʣʘ 

ʟʨʝʣʦʩʪʠ ʠ ˁʠʭʦʚʦ ʠʩʪʨʘʞʠʚʘˁʝ ʫʯʠʥʠʦ ʟʥʘʯʘʿʥʠʿʠʤ. ɺʝʥʜʣʝʨ (Wendler, 2012) ʥʘʣʘʟʠ 

ʫʧʦʪʨʝʙʫ ʤʦʜʝʣʘ ʟʨʝʣʦʩʪʠ ʫ ʚʠʰʝ ʦʜ 20 ʨʘʟʣʠʯʠʪʠʭ ʦʙʣʘʩʪʠ, ʠʟʤʝʹʫ ʦʩʪʘʣʠʭ: 

ʫʧʨʘʚˀʘˁʝ ʨʠʟʠʢʦʤ, ʫʧʨʘʚˀʘˁʝ ʧʨʦʿʝʢʪʠʤʘ, ʨʘʟʚʦʿ ʥʦʚʠʭ ʧʨʦʠʟʚʦʜʘ, ʫʧʨʘʚˀʘˁʝ 

ˀʫʜʩʢʠʤ ʨʝʩʫʨʩʠʤʘ, ʫʧʨʘʚˀʘˁʝ ʧʨʦʮʝʩʠʤʘ ʠ ʫʧʨʘʚˀʘˁʝ ʣʘʥʮʠʤʘ ʩʥʘʙʜʝʚʘˁʘ. ʄʦʜʝʣʠ 

ʟʨʝʣʦʩʪʠ ʩʫ ʪʘʢʦʹʝ ʧʨʠʩʫʪʥʠ ʫ ʪʝʤʘʤʘ ʢʦʿʝ ʩʝ ʦʜʥʦʩʝ ʥʘ ʝʢʦʣʦʛʠʿʫ ʠ ʦʜʨʞʠʚʦʩʪ. ʄʝʹʫ 

ʧʦˀʠʤʘ ʧʨʠʤʝʥʝ ʤʦʜʝʣʘ ʟʨʝʣʦʩʪʠ ʥʘʣʘʟʠ ʩʝ ʠ ʦʙʣʘʩʪ ʋʇʇ.  

ʋʧʨʢʦʩ ʙʨʦʿʥʦʩʪʠ, ʢʦʨʠʰ˂ʝˁʝ ʤʦʜʝʣʘ ʟʨʝʣʦʩʪʠ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ ʿʦʰ ʫʚʝʢ 

ʥʠʿʝ ʧʦʩʪʘʣʦ ʰʠʨʦʢʦ ʧʨʠʭʚʘ˂ʝʥʦ ʫ ʧʨʘʢʩʠ ʋʇʇ. ʆʩʥʦʚʥʠ ʠʟʘʟʦʚʠ ʫʢˀʫʯʫʿʫ (Wolf & 

Harmon, 2016): 

ü ʦʩʢʫʜʠʮʫ ʝʤʧʠʨʠʿʩʢʠʭ ʨʘʜʦʚʘ ʢʦʿʠ ʧʦʪʚʨʹʫʿʫ ʚʘʣʠʜʥʦʩʪ ʠ ʢʦʨʠʩʥʦʩʪ ʤʦʜʝʣʘ,  

ü ʦʛʨʘʥʠʯʝʥ ʦʙʠʤ ʧʨʦʧʠʩʘʥʠʭ ʦʩʦʙʠʥʘ ʤʦʜʝʣʘ ʢʦʿʠ ʩʫ ʧʨʝʧʨʝʢʘ ˁʠʭʦʚʦʿ 

ʧʨʠʤʝʥʠ,  

ü ʥʝʜʦʩʪʘʪʘʢ ʿʘʩʥʝ ʨʘʟʣʠʢʝ ʠʟʤʝʹʫ ʤʦʜʝʣʘ ʟʨʝʣʦʩʪʠ ʠ ʤʦʜʝʣʘ ʧʨʦʮʝʥʝ ʢʦʿʠ ʩʝ 

ʧʨʠʤʝˁʫʿʝ ʟʘ ʧʨʦʮʝʥʫ ʥʠʚʦʘ ʟʨʝʣʦʩʪʠ, ʠ  

http://bpm-training.com/wp-content/uploads/2010/04/applicationholistic.pd
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ü ʥʝʜʦʩʪʘʪʘʢ ʧʨʘʢʪʠʯʥʠʭ ʩʤʝʨʥʠʮʘ ʠ ʧʨʘʪʝ˂ʠʭ ʘʣʘʪʘ ʟʘ ʤʦʪʠʚʠʩʘˁʝ ʧʨʦʮʝʥʘ ʠ 

ʧʦʙʦˀʰʘˁʘ ʧʦʩʣʦʚʥʦʛ ʧʨʦʮʝʩʘ. 

ʇʦʪʝʥʮʠʿʘʣʥʠ ʫʩʚʦʿʠʦʮʠ ʤʦʜʝʣʘ ʟʨʝʣʦʩʪʠ ʫ ʧʨʘʢʩʠ ʠ ʜʘˀʝ ʩʝ ʩʫʩʨʝ˂ʫ ʩʘ 

ʚʠʩʦʢʠʤ ʥʠʚʦʦʤ ʥʝʠʟʚʝʩʥʦʩʪʠ. ʇʨʝʜʫʟʝ˂ʘ ʢʦʘʿ ʪʨʘʛʘʿʫ ʟʘ ʘʜʝʢʚʘʪʥʠʤ ʤʦʜʝʣʦʤ ʟʨʝʣʦʩʪʠ 

ʋʇʇ ʤʦʨʘʿʫ ʙʠʪʠ ʩʚʝʩʥʘ ʩʚʨʭʝ ʫʧʦʪʨʝʙʝ ʠ ʦʧʩʝʛʘ ʫ ʢʦʿʝʤ ʥʘʤʝʨʘʚʘʿʫ ʜʘ ʧʨʠʤʝʥʝ 

ʠʟʘʙʨʘʥʠ ʤʦʜʝʣ ʟʨʝʣʦʩʪʠ.  

ʇʦʧʝʣʙʝʨʩ ʠ ʈʦʛʣʠʥʛʝʨ (PºppelbuÇ & Rºglinger, 2011)
 
ʥʘʚʦʜʝ ʪʨʠ ʛʨʫʧʝ 

ʧʨʠʥʮʠʧʘ ʢʦʿʝ ʪʨʝʙʘ ʜʘ ʢʘʨʘʢʪʝʨʠʰʝ ʜʠʟʘʿʥ ʤʦʜʝʣʘ ʟʨʝʣʦʩʪʠ, ʘ ʢʦʿʝ ʩʝ ʤʦʛʫ ʢʦʨʠʩʪʠʪʠ 

ʢʘʦ ʦʩʥʦʚʥʠ ʘʥʘʣʠʪʠʯʢʠ ʢʨʠʪʝʨʠʿʫʤ ʟʘ ʧʨʦʮʝʥʫ ʤʦʜʝʣʘ ʟʨʝʣʦʩʪʠ ʫ ʧʦʛʣʝʜʫ ˁʝʛʦʚʝ 

ʧʨʠʤʝˁʠʚʦʩʪʠ ʠ ʢʦʨʠʩʥʦʩʪʠ. ʈʝʯ ʿʝ ʦ ʦʩʥʦʚʥʠʤ ʧʨʠʥʮʠʧʠʤʘ, ʧʨʠʥʮʠʧʠʤʘ ʟʘ 

ʜʝʩʢʨʠʧʪʠʚʥʫ ʠ ʧʨʠʥʮʠʧʠʤʘ ʟʘ ʧʨʝʩʢʨʠʧʪʠʚʥʫ ʩʚʨʭʫ ʫʧʦʪʨʝʙʝ. ʆʩʥʦʚʥʠ ʧʨʠʥʮʠʧʠ 

ʧʦʜʨʘʟʫʤʝʚʘʿʫ ʜʘ ʜʦʢʫʤʝʥʪʘʮʠʿʘ ʤʦʜʝʣʘ ʟʨʝʣʦʩʪʠ ʪʨʝʙʘ ʜʘ ʩʘʜʨʞʠ ʠʥʬʦʨʤʘʮʠʿʝ ʦ 

ʦʙʣʘʩʪʠ ʧʨʠʤʝʥʝ ʤʦʜʝʣʘ ʟʨʝʣʦʩʪʠ, ʧʨʝʜʫʩʣʦʚʠʤʘ ʠ ʦʛʨʘʥʠʯʝˁʠʤʘ ʧʨʠʤʝʥʝ, ʩʚʨʩʠ 

ʫʧʦʪʨʝʙʝ, ʮʠˀʥʦʿ ʛʨʫʧʠ, ʢʣʘʩʠ ʝʣʝʤʝʥʘʪʘ ʟʨʝʣʦʩʪʠ, ʨʘʟʣʠʢʘʤʘ ʫ ʦʜʥʦʩʫ ʥʘ ʩʨʦʜʥʝ 

ʤʦʜʝʣʝ ʠ ʩʪʝʧʝʥʫ ʝʤʧʠʨʠʿʩʢʝ ʚʘʣʠʜʘʮʠʿʝ. ʆʚʠ ʧʨʠʥʮʠʧʠ ʧʦʜʨʘʟʫʤʝʚʘʿʫ ʜʘ 

ʜʦʢʫʤʝʥʪʘʮʠʿʘ ʤʦʜʝʣʘ ʟʨʝʣʦʩʪʠ ʙʫʜʝ ʜʦʩʪʫʧʥʘ ʠ ʨʘʟʫʤˀʠʚʘ ʮʠˀʥʦʿ ʛʨʫʧʠ. ʇʨʠʥʮʠʧʠ 

ʟʘ ʜʝʩʢʨʠʧʪʠʚʥʫ ʩʚʨʭʫ ʫʧʦʪʨʝʙʝ ʦʜʥʦʩʝ ʩʝ ʥʘ ʦʜʘʙʠʨ ʢʨʠʪʝʨʠʿʫʤʘ ʠ ʤʝʪʦʜʦʣʦʛʠʿʝ 

ʧʨʦʮʝʥʝ ʠ ʧʨʦʮʝʥʫ ʩʚʘʢʝ ʬʘʟʝ ʟʨʝʣʦʩʪʠ. ʂʘʜʘ ʿʝ ʨʝʯ ʦ ʧʨʠʥʮʠʧʠʤʘ ʟʘ ʧʨʝʩʢʨʠʧʪʠʚʥʫ 

ʩʚʨʭʫ ʫʧʦʪʨʝʙʝ ʦʥʠ ʟʘʭʪʝʚʘʿʫ ʦʜ ʤʦʜʝʣʘ ʟʨʝʣʦʩʪʠ ʜʘ ʩʘʜʨʞʝ ʤʝʨʝ ʟʘ ʧʦʙʦˀʰʘˁʝ, 

ʦʜʥʦʩʥʦ ʥʘʿʙʦˀʫ ʧʨʘʢʩʫ ʟʘ ʩʚʘʢʫ ʬʘʟʫ ʫʟ ʩʘʚʝʪʝ ʟʘ ˁʠʭʦʚʦ ʧʨʠʣʘʛʦʹʘʚʘˁʝ. ʋ 

ʩʧʨʦʚʝʜʝʥʦʿ ʧʨʦʮʝʥʠ ʚʦʜʝ˂ʠʭ ʤʦʜʝʣʘ ʟʨʝʣʦʩʪʠ ʥʘ ʧʦˀʫ ʋʇʇ, ʈʦʛʣʠʥʛʝʨ ʠ ʢʦʘʫʪʦʨʠ 

(Rºglinger et al., 2012) ʜʦʣʘʟʝ ʜʦ ʟʘʢˀʫʯʢʘ ʜʘ ʩʫ ʧʨʚʝ ʜʚʝ ʛʨʫʧʝ ʧʨʠʥʮʠʧʘ ʜʦʙʨʦ 

ʧʦʢʨʠʚʝʥʝ ʢʦʜ ʚʝ˂ʠʥʝ ʚʦʜʝ˂ʠʭ ʤʦʜʝʣʘ ʟʨʝʣʦʩʪʠ ʋʇʇ, ʜʦʢ ʩʫ ʧʨʠʥʮʠʧʠ ʢʦʿʠ ʩʝ ʦʜʥʦʩʝ 

ʥʘ ʧʨʝʩʢʨʠʧʪʠʚʥʫ ʧʨʠʤʝʥʫ ʤʦʜʝʣʘ ʟʨʝʣʦʩʪʠ ʩʣʘʙʦ ʧʨʠʤʝˁʝʥʠ ʢʦʜ ʚʦʜʝ˂ʠʭ ʤʦʜʝʣʘ, ʿʝʨ 

ʿʝ ʚʝʦʤʘ ʤʘʣʦ ʩʤʝʨʥʠʮʘ ʟʘ ʧʨʝʜʫʟʠʤʘˁʝ ʧʦʙʦˀʰʘˁʘ ʠ ʧʨʝʣʘʟʘʢ ʩʘ ʥʠʞʝʛ ʥʘ ʚʠʰʠ ʥʠʚʦ 

ʟʨʝʣʦʩʪʠ. 

3.2.2.  ʇʨʝʛʣʝʜ ʠ ʢʦʤʧʘʨʘʮʠʿʘ ʤʦʜʝʣʘ ʟʨʝʣʦʩʪʠ ʫʧʨʘʚˀʘˁʘ ʧʦʩʣʦʚʥʠʤ ʧʨʦʮʝʩʠʤʘ 

ɹʨʦʿ ʤʦʜʝʣʘ ʟʨʝʣʦʩʪʠ ʢʦʿʠ ʩʝ ʦʜʥʦʩʝ ʥʘ ʧʦˀʝ ʋʇʇ ʪʦʣʠʢʦ ʿʝ ʚʝʣʠʢʠ ʜʘ ʥʝʢʠ 

ʘʫʪʦʨʠ (Rosemann & VomBrocke, 2010) ʥʘʛʣʘʰʘʚʘʿʫ ʧʦʩʪʦʿʘˁʝ ʨʠʟʠʢʘ ʜʘ ʧʨʘʢʪʠʯʘʨʠ ʠ 

ʥʘʫʯʥʠʮʠ ʠʩʧʫʩʪʝ ʢʦʨʤʠʣʦ. ɹʨʝʪ ʏʝʤʧʣʠʥ (Brett Champlin), ʧʨʝʜʩʝʜʥʠʢ ʋʜʨʫʞʝˁʘ 

ʧʨʦʬʝʩʠʦʥʘʣʘʮʘ ʟʘ ʫʧʨʘʚˀʘˁʝ ʧʦʩʣʦʚʥʠʤ ʧʨʦʮʝʩʠʤʘ (ʝʥʛʣ. Association of Business 
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Process Management Professionals ï ABPMP) 2008. ʛʦʜʠʥʝ ʥʘʚʦʜʠ ʧʦʩʪʦʿʘˁʝ ʧʨʝʢʦ 200 

ʪʘʢʚʠʭ ʤʦʜʝʣʘ (Business Process Maturity Model OMG, 2008). ʅʝʢʠ ʤʦʜʝʣʠ ʟʨʝʣʦʩʪʠ 

ʥʠʩʫ ʿʘʚʥʦ ʜʦʩʪʫʧʥʠ ʫ ˁʠʭʦʚʦʿ ʧʦʪʧʫʥʦʿ ʚʝʨʟʠʿʠ (ʠʤʘʿʫ˂ʠ ʫ ʚʠʜʫ ʜʝʪʘˀʥʝ ʢʨʠʪʝʨʠʿʫʤʝ 

ʧʨʦʮʝʥʝ ʠ ʩʤʝʨʥʠʮʝ). ʆʚʦ ʿʝ ʧʦʩʝʙʥʦ ʩʣʫʯʘʿ ʩʘ ʤʦʜʝʣʠʤʘ ʟʨʝʣʦʩʪʠ ʢʦʿʠ ʩʝ ʩʤʘʪʨʘʿʫ 

ʠʥʪʝʣʝʢʪʫʘʣʥʦʤ ʩʚʦʿʠʥʦʤ ʦʜ ʩʪʨʘʥʝ ʢʦʥʩʫʣʪʘʥʪʩʢʠʭ ʧʨʝʜʫʟʝ˂ʘ ʠ ʠʩʪʨʘʞʠʚʘʯʢʠʭ 

ʠʥʩʪʠʪʫʪʘ ʢʦʿʠ ʧʨʝʜʫʟʝ˂ʠʤʘ ʧʨʫʞʘʿʫ ʫʩʣʫʛʝ ʧʨʦʮʝʥʝ ʟʨʝʣʦʩʪ (Willaert, Van den Bergh, 

Willems & Deschoolmeester, 2007). ʄʝʹʫʪʠʤ, ʚʝ˂ʠʥʘ ʪʠʭ ʤʦʜʝʣʘ, ʠ ʧʦʨʝʜ ʜʦʙʨʝ ʥʘʤʝʨʝ 

ˁʠʭʦʚʠʭ ʘʫʪʦʨʘ, ʤʝʭʘʥʠʯʢʘ ʿʝ ʠ ʥʝ ʧʨʠʚʣʘʯʠ ʧʘʞˁʫ ʥʘʿʚʠʰʝʛ ʨʫʢʦʚʦʜʩʪʚʘ ʧʨʝʜʫʟʝ˂ʘ. 

ʀʟʛʨʘʜˁʘ ʮʝʣʦʚʠʪʦʛ ʤʦʜʝʣʘ ʟʨʝʣʦʩʪʠ ʿʝ ʦʙʠʤʘʥ, ʧʨʠʣʠʯʥʦ ʩʢʫʧ ʠ ʜʫʛʦʪʨʘʿʘʥ 

ʧʦʩʘʦ. ʂʘʜʘ ʠʩʢʫʩʥʠ ʩʪʨʫʯʘˁʘʮʠ ʛʨʘʜʝ ʤʦʜʝʣ ʟʨʝʣʦʩʪʠ ʧʦʪʨʝʙʥʦ ʿʝ ʛʦʜʠʥʘ ʜʦ ʜʚʝ ʟʘ 

ʠʟʛʨʘʜˁʫ ʠ ʚʠʰʝ ʦʜ ʤʠʣʠʦʥ ʜʦʣʘʨʘ. ʊʨʦʰʢʦʚʠ ʨʘʩʪʫ ʢʘʜʘ ʤʦʜʝʣʝ ʟʨʝʣʦʩʪʠ ʨʘʟʚʠʿʘʿʫ 

ʢʘʜʨʦʚʠ ʩʘ ʥʝʟʥʘʪʥʠʤ ʠʩʢʫʩʪʚʦʤ, ʯʘʢ ʠ ʘʢʦ ʩʫ ʩʪʨʫʯˁʘʮʠ ʦʜʨʝʹʝʥʝ ʦʙʣʘʩʪʠ. ʉʪʦʛʘ ʿʝ 

ʙʦˀʝ ʨʘʜʠʪʠ ʥʘ ʧʨʦʰʠʨʝˁʫ ʧʦʩʪʦʿʝ˂ʠʭ ʤʦʜʝʣʘ ʟʨʝʣʦʩʪʠ ʫʤʝʩʪʦ ʧʦʢʫʰʘʿʘ ʨʘʟʚʠʿʘˁʘ 

ʮʝʣʦʚʠʪʦʛ ʤʦʜʝʣʘ ʟʨʝʣʦʩʪʠ (Curtis & Alden, 2007).  

ʅʘʿʧʦʟʥʘʪʠʿʠ ʤʦʜʝʣ ʥʘ ʧʦʜʨʫʯʿʫ ʋʇʇ ʿʝ ʄʦʜʝʣ ʟʨʝʣʦʩʪʠ ʩʧʦʩʦʙʥʦʩʪʠ. ʆʚʘʿ 

ʄʦʜʝʣ ʯʠʥʠ ʙʘʟʫ ʚʝ˂ʠʥʝ ʤʦʜʝʣʘ ʟʨʝʣʦʩʪʠ. ʀʟʤʝʹʫ ʦʩʪʘʣʠʭ, ʍʘʨʤʦʥ (2004) ʿʝ ʨʘʟʚʠʦ 

ʄʦʜʝʣ ʟʨʝʣʦʩʪʠ ʋʇʇ ʟʘʩʥʦʚʘʥ ʥʘ ʄʦʜʝʣʫ ʟʨʝʣʦʩʪʠ ʩʧʦʩʦʙʥʦʩʪʠ. ʉʣʠʯʥʦ, ʌʠʰʝʨ 

(2004) ʿʝ ʢʦʤʙʠʥʦʚʘʦ ʧʝʪ ʧʦʣʫʛʘ ʧʨʦʤʝʥʝ ʩʘ ʧʝʪ ʩʪʘˁʘ ʟʨʝʣʦʩʪʠ ʠ ʧʦʥʫʜʠʦ ʥʦʚʠ ʤʦʜʝʣ 

ʟʨʝʣʦʩʪʠ. ʇʨʝʟʝʥʪʦʚʘʥ ʦʜ ʩʪʨʘʥʝ ɻʨʫʧʝ ʟʘ ʫʧʨʘʚˀʘˁʝ ʧʦʩʣʦʚʥʠʤ ʧʨʦʮʝʩʠʤʘ (ʝʥʛʣ. 

Business Process Management Group) ʄʦʜʝʣ ʟʨʝʣʦʩʪʠ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ ʢʘʦ ʠ ʄʦʜʝʣ 

ʟʨʝʣʦʩʪʠ ʫʧʨʘʚˀʘˁʘ ʧʦʩʣʦʚʥʠʤ ʧʨʦʮʝʩʠʤʘ ʨʘʟʚʠʿʝʥ ʦʜ ʩʪʨʘʥʝ ʈʦʫʟʤʘʥ ʠ ɼʠ ɹʨʫʠʥ 

ʪʘʢʦʹʝ, ʠʤʘʿʫ ʦʩʥʦʚʫ ʫ ʄʦʜʝʣʫ ʟʨʝʣʦʩʪʠ ʩʧʦʩʦʙʥʦʩʪʠ. 

ʇʦʨʝʜ ʤʦʜʝʣʘ ʟʨʝʣʦʩʪʠ ʧʦʩʚʝ˂ʝʥʠʭ ʋʇʇ, ʧʨʝʜʣʦʞʝʥʠ ʩʫ ʙʨʦʿʥʠ ʤʦʜʝʣʠ ʢʦʿʠ 

ʧʨʦʫʯʘʚʘʿʫ ʧʦʿʝʜʠʥʝ ʘʩʧʝʢʪʝ ʋʇʇ. ʊʘʢʦ ʃʫʬʪʤʘʥ (Luftman, 2003) ʥʫʜʠ ʄʦʜʝʣ ʟʨʝʣʦʩʪʠ 

ʟʘ ʩʪʨʘʪʝʛʠʿʩʢʦ ʫʩʢʣʘʹʠʚʘˁʝ, ʜʦʢ ʄʝʢʂʦʨʤʘʢ (McCormack, 1999) ʧʨʝʟʝʥʪʫʿʝ ʄʦʜʝʣ 

ʟʨʝʣʦʩʪʠ ʟʘ ʧʨʦʮʝʩʥʫ ʦʨʠʿʝʥʪʘʮʠʿʫ ʢʦʿʠ ʩʝ ʬʦʢʫʩʠʨʘ ʥʘ ʧʝʨʬʦʨʤʘʥʩʝ ʧʨʦʮʝʩʘ. 

ɹʠʪʥʦ ʦʙʝʣʝʞʿʝ ʤʦʜʝʣʘ ʟʨʝʣʦʩʪʠ ʋʇʇ ʿʝ ˁʠʭʦʚʘ ʤʝʹʫʩʦʙʥʘ ʢʦʤʧʘʪʠʙʠʣʥʦʩʪ, 

ʘʣʠ ʠ ʠʟʨʘʞʝʥʘ ʤʦʛʫ˂ʥʦʩʪ ʧʦʚʝʟʠʚʘˁʘ ʩʘ ʜʨʫʛʠʤ ʫʧʨʘʚˀʘʯʢʠʤ ʧʨʠʩʪʫʧʠʤʘ ʠ 

ʩʪʘʥʜʘʨʜʠʤʘ. ʄʦʜʝʣʠ ʟʨʝʣʦʩʪʠ ʩʫ ʜʠʟʘʿʥʠʨʘʥʠ ʪʘʢʦ ʜʘ ʧʦʜʨʞʘʚʘʿʫ ʜʦʧʫʥʫ ʠʣʠ ʟʘʤʝʥʫ 

ʧʨʦʮʝʩʥʠʭ ʦʙʣʘʩʪʠ ʦʥʠʤʘ ʢʦʝʿ ʩʘʜʨʞʝ ʥʘʿʙʦˀʝ ʧʨʘʢʩʝ ʠʟ ʜʨʫʛʠʭ ʦʙʣʘʩʪʠ (Curtis & 

Alden, 2007). 
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ʀʟʙʦʨ ʤʦʜʝʣʘ ʟʨʝʣʦʩʪʠ ʋʇʇ, ʢʦʿʠ ʿʝ ʧʨʠʢʘʟʘʥ ʫ ʪʘʙʝʣʠ 3.2, ʠʟʚʨʰʝʥ ʿʝ ʥʘ 

ʦʩʥʦʚʫ ʨʘʜʦʚʘ ʠʩʪʘʢʥʫʪʠʭ ʘʫʪʦʨʘ ʠʟ ʦʚʝ ʦʙʣʘʩʪʠ, ʫʟ ʜʦʜʘʪʥʦ ʢʘʙʠʥʝʪʩʢʦ ʠʩʪʨʘʞʠʚʘˁʝ. 

ʅʘʠʤʝ, ʫʚʘʞʝʥ ʿʝ ʧʨʝʛʣʝʜ ʤʦʜʝʣʘ ʟʨʝʣʦʩʪʠ ʢʦʿʝ ʿʝ ʧʦʥʫʜʠʦ ʍʘʨʤʦʥ (2009), ʣʠʩʪʘ ʦʜ 

ʜʝʚʝʪ ʤʦʜʝʣʘ ʢʦʿʫ ʩʫ ʩʘʩʪʘʚʠʣʠ ʈʦʫʟʤʘʥ ʠ ʬʦʤ ɹʨʦʢ (2010), ʧʨʠʢʘʟ ʜʝʩʝʪ ʤʦʜʝʣʘ 

ʟʨʝʣʦʩʪʠ ʦʜ ʩʪʨʘʥʝ ʈʦʛʣʠʥʛeʨʘ ʠ ʩʘʨʘʜʥʠʢʘ (Rºglinger et al, 201 2). ʇʦʨʝʜ ʪʦʛʘ, 

ʩʧʨʦʚʝʜʝʥʘ ʿʝ ʠʥʪʝʨʥʝʪ ʧʨʝʪʨʘʛʘ ʢʦʨʠʩʪʝ˂ʠ Ăbusiness process maturity managementò ʢʘʦ 

ʧʦʿʘʤ ʟʘ ʧʨʝʪʨʘʞʠʚʘˁʝ ʥʘ Google Scholar-ʫ (http://scholar.google.com). 

ʂʘʦ ʥʘʿʚʝ˂ʠ ʥʝʜʦʩʪʘʪʘʢ ʥʘʚʝʜʝʥʠʭ ʤʦʜʝʣʘ ʟʨʝʣʦʩʪʠ ʠʜʝʥʪʠʬʠʢʦʚʘʥ ʿʝ ˁʠʭʦʚ 

ʬʦʢʫʩ ʥʘ ʩʘʤ ʨʘʟʚʦʿ ʤʦʜʝʣʘ, ʫʟ ʠʟʦʩʪʘʥʘʢ ʬʦʢʫʩʘ ʥʘ ˁʝʛʦʚʫ ʠʤʧʣʝʤʝʥʪʘʮʠʿʫ. 

ʄʝʢʂʦʨʤʘʢʦʚ ʤʦʜʝʣ ʟʨʝʣʦʩʪʠ ʦʨʠʿʝʥʪʘʮʠʿʝ ʥʘ ʧʦʩʣʦʚʥʝ ʧʨʦʮʝʩʝ ʠ Moʜʝʣ ʟʨʝʣʦʩʪʠ 

ʋʇʇ ʈʦʫʟʤʘʥ ʠ ʜʝɹʝʨʫʠʥ ʩʫ ʿʝʜʠʥʠ ʤʦʜʝʣʠ ʢʦʿʫ ʩʫ ʧʦʜʨʞʘʥʠ ʠʩʪʨʘʞʠʚʘˁʠʤʘ ʢʦʿʝ ʩʝ 

ʦʜʥʦʩʝ ʥʘ ˁʠʭʦʚʫ ʧʨʠʤʝʥʫ ʠ ʚʘʣʠʜʘʮʠʿʫ. ʉ ʜʨʫʛʝ ʩʪʨʘʥʝ, ʌʠʰʝʨʦʚ ʄʦʜʝʣ ʟʨʝʣʦʩʪʠ 

ʋʇʇ ʠ ʍʘʨʤʦʥʦʚ ʄʦʜʝʣ ʋʇʇ ʩʫ ʜʚʘ ʚʦʜʝ˂ʘ ʤʦʜʝʣʘ ʢʦʿʘ ʩʫ ʧʨʝʜʤʝʪ ʜʝʪʘˀʥʠʭ ʘʥʘʣʠʟʘ 

ʦʜ ʩʪʨʘʥʝ ʨʘʟʣʠʯʠʪʠʭ ʘʫʪʦʨʘ, ʘʣʠ ʥʝʤʘ ʝʤʧʠʨʠʿʩʢʠʭ ʩʪʫʜʠʿʘ ʦ ˁʠʭʦʚʦʤ ʨʘʟʚʦʿʫ, 

ʧʨʠʤʝʥʠ ʠʣʠ ʚʘʣʠʜʘʮʠʿʠ. ʄʦʜʝʣʠ ʢʦʿʠ ʩʫ ʦʙʨʘʹʝʥʠ ʫ ʥʘʿʚʝ˂ʝʤ ʙʨʦʿʫ ʯʣʘʥʘʢʘ ʠ ʦ ʢʦʿʠʤʘ 

ʩʝ ʥʘʿʯʝʰ˂ʝ ʛʦʚʦʨʠ ʫ ʘʢʘʜʝʤʩʢʦʿ ʿʘʚʥʦʩʪʠ ʩʫ ʈʦʫʟʤʘʥ ʠ ɼʠ ɹʨʫʠʥʦʚ ʄʦʜʝʣ ʋʇʇ, 

ʄʝʢʂʦʨʤʘʢʦʚ ʄʦʜʝʣ ʟʨʝʣʦʩʪʠ ʦʨʠʿʝʥʪʘʮʠʿʝ ʥʘ ʧʦʩʣʦʚʥʝ ʧʨʦʮʝʩʝ ʠ OMG-ʝʚ ʄʦʜʝʣ 

ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ (Tarhan, Turetken & Ilisulu, 2015).  

ʂʘʢʦ ʄʦʜʝʣ ʟʨʝʣʦʩʪʠ ʩʧʦʩʦʙʥʦʩʪʠ, ʢʦʿʠ ʩʝ ʿʘʚˀʘ ʫ ʦʙʣʘʩʪʠ ʩʦʬʪʚʝʨʩʢʦʛ 

ʠʥʞʝˁʝʨʠʥʛʘ, ʧʨʝʜʩʪʘʚˀʘ ʦʩʥʦʚʫ ʟʘ ʨʘʟʚʦʿ ʩʚʠʭ ʦʩʪʘʣʠʭ ʤʦʜʝʣʘ ʟʨʝʣʦʩʪʠ ʧʦʪʨʝʙʥʦ ʿʝ 

ʦʚʘʿ ʤʦʜʝʣ ʜʝʪʘˀʥʠʿʝ ʧʨʠʢʘʟʘʪʠ. ʂʘʦ ʨʝʧʨʝʟʝʥʪʘʪʠʚʥʠ ʠ ʥʘʿʯʝʰ˂ʝ ʦʙʨʘʹʠʚʘʥʠ ʙʠ˂ʝ 

ʧʨʠʢʘʟʘʥʠ ʜʝʪʘˀʥʠʿʝ ʠ ʄʦʜʝʣ ʟʨʝʣʦʩʪʠ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ ʢʦʿʠ ʿʝ ʧʨʦʜʫʢʫʿʝ ʢʦʤʧʘʥʠʿʘ 

OMG ʠ ʄʦʜʝʣ ʟʨʝʣʦʩʪʠ ʋʇʇ ʢʦʿʠ ʩʫ ʬʦʨʤʫʣʠʩʘʣʠ ʈʦʫʟʤʘʥ ʠ ɼʠ ɹʨʫʠʥ 
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ʊʘʙʝʣʘ 3.2: ʇʨʝʛʣʝʜ ʤʦʜʝʣʘ ʟʨʝʣʦʩʪʠ ʋʇʇ 

ʨ.ʙ ʅʘʟʠʚ ʤʦʜʝʣʘ ʟʨʝʣʦʩʪʠ ɸʢʨʦʥʠʤ ʇʨʠʤʘʨʥʠ ʠʟʚʦʨ: 

1. ʄʦʜʝʣ ʟʨʝʣʦʩʪʠ ʩʧʦʩʦʙʥʦʩʪʠ (ʝʥʛʣ. Capability 

Maturity Model) 
CMM Humphrey (1987) 

2. ʄʦʜʝʣ ʟʨʝʣʦʩʪʠ ʦʨʠʿʝʥʪʘʮʠʿʝ ʥʘ ʧʦʩʣʦʚʥʝ 

ʧʨʦʮʝʩʝ  

(ʝʥʛʣ. Business Process Orientation Maturity 

Model) 

BPO-MM 
McCormack & W. 

Johnson (2001) 

3. ʄʦʜʝʣ ʟʨʝʣʦʩʪʠ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ (ʝʥʛʣ. 

Business Process Maturity Model) 
BPMM-F Fisher, D.M. (2004) 

4. ʀʥʜʝʢʩ ʧʝʨʬʨʦʤʘʥʩʠ ʧʨʦʮʝʩʘ (ʝʥʛʣ. Process 

Performance Index) 
PPI 

Rummler, G. & Brache, 

A. (1990) 

5. ʄʦʜʝʣ ʟʨʝʣʦʩʪʠ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ  

(ʝʥʛʣ. Business Process Maturity Model) 

BPMM-

HR 
Harmon, P. (2004) 

6. ʄʦʜʝʣ ʢʦʤʧʝʥʪʝʥʮʠʿʝ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ  

(ʝʥʛʣ. Business Process Competence Model) 
BPCM Spanyi, A. (2004) 

7. 
ʄʦʜʝʣ ʟʨʝʣʦʩʪʠ ʋʇʇ  

(ʝʥʛʣ. Business Process Management maturity 

model) 

BPMʄʄ-

RdB 

Rosemann, M. & de 

Bruin T. (2005); de 

Bruin, T. & Doebeli, G. 

(2010) 

8. ʆʢʚʠʨ ʟʨʝʣʦʩʪʠ ʦʨʠʿʝʥʪʘʮʠʿʝ ʥʘ ʧʦʩʣʦʚʥʝ 

ʧʨʦʮʝʩʝ  

(ʝʥʛʣ. Business Process Orientation Maturity 

Framework) 

BPO-MF 
Willaert, J. & Van Den 

Bergh (2007) 

9. ʄʦʜʝʣ ʟʨʝʣʦʩʪʠ ʧʨʝʜʫʟʝʘ˂ ʠ ʧʨʦʮʝʩʘ  

(ʝʥʛʣ. Process and Enterprise Maturity Model) 
PEMM Hammer, M. (2007) 

10. ʄʦʜʝʣ ʟʨʝʣʦʩʪʠ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ  

(ʝʥʛʣ. Business Process Maturity Model) 

BPMMLe

e 

Lee, J., Lee, D & 

Sungwon, K. (2007) 

11. SOA ʤʦʜʝʣ ʟʨʝʣʦʩʪʠ (ʝʥʛʣ. SOA Maturity 

Model) 
SOAMM 

Inaganti, S. & 

Aravamudan, S. (2007) 

12. ʄʦʜʝʣ ʟʨʝʣʦʩʪʠ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ (ʝʥʛʣ. 

Business Process Maturity Model) 

BPMMO

MG 
OMG (2008) 

13. ʇʨʦʮʝʥʘ ʟʨʝʣʦʩʪʠ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ 
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3.2.2.1. ʄʦʜʝʣ ʟʨʝʣʦʩʪʠ ʩʧʦʩʦʙʥʦʩʪʠ  

ʆʢʚʠʨ ʢʦʿʠ ʿʝ ʰʠʨʦʢʦ ʧʨʠʭʚʘ˂ʝʥ ʫ ʧʨʘʢʩʠ ʿʝ ʄʦʜʝʣ ʟʨʝʣʦʩʪʠ ʩʧʦʩʦʙʥʦʩʪʠ (ʝʥʛʣ. 

Capability Maturity Model ï CMM) (Humphrey, 1987). ʍʘʤʬʨʠ ʿʝ ʄʦʜʝʣ ʦʧʠʩʘʦ ʫ ʢˁʠʟʠ 

ʋʧʨʘʚˀʘˁʝ ʩʦʬʪʚʝʨʩʢʠʤ ʧʨʦʮʝʩʦʤ (ʝʥʛʣ. Managing the Software Process) ʦʙʿʘʚˀʝʥʦʿ 

1989. ʛʦʜʠʥʝ. ʆʩʥʦʚʫ ʟʘ ˁʝʛʦʚ ʨʘʟʚʦʿ ʥʘʣʘʟʠ ʫ ʨʘʥʠʿʝʤ ʨʘʜʫ ʂʨʦʩʙʠʿʘ ʠ ˁʝʛʦʚʦʿ Mʨʝʞʠ 

ʟʨʝʣʦʩʪʠ ʫʧʨʘʚˀʘˁʘ ʢʚʘʣʠʪʝʪʦʤ (ʝʥʛʣ. Quality Management Maturity Grid ï QMMG) ʯʠʿʠ 

ʿʝ ʟʘʜʘʪʘʢ ʧʨʦʮʝʥʘ ʟʨʝʣʦʩʪʠ ʫʧʨʘʚˀʘˁʘ ʢʚʘʣʠʪʝʪʦʤ.  

ʇʦʿʘʚʫ ʄʦʜʝʣʘ ʟʨʝʣʦʩʪʠ ʩʧʦʩʦʙʥʦʩʪʠ ʠʥʠʮʠʨʘʦ ʿʝ ʪʝʭʥʦʣʦʰʢʠ ʥʘʧʨʝʜʘʢ ʠ 

ʫʩʚʘʿʘˁʝ ʠʥʬʦʨʤʘʮʠʦʥʠʭ ʩʠʩʪʝʤʘ ʫ ʩʚʝ ʚʝ˂ʝʤ ʙʨʦʿʫ ʧʨʝʜʫʟʝ˂ʘ. ʄʝʹʫʪʠʤ, ʧʦʜʨʫʯʿʝ 

ʨʘʟʚʦʿʘ ʩʦʬʪʚʝʨʘ ʿʝ ʪʠʭ, ʩʝʜʘʤʜʝʩʝʪʠʭ ʛʦʜʠʥʘ ʧʨʦʰʣʦʛ ʚʝʢʘ, ʙʠʣʦ ʿʦʰ ʫʚʝʢ ʫ ʧʦʚʦʿʫ, ʘ 

ʧʨʦʿʝʢʪʠ ʢʦʿʝ ʩʫ ʨʝʘʣʠʟʦʚʘʣʠ ʧʦʩʪʘʿʘʣʠ ʩʫ ʩʣʦʞʝʥʠʿʠ ʠ ʟʘʭʪʝʚʥʠʿʠ. ʊʦ ʿʝ ʜʦʚʝʣʦ ʜʦ 

ʧʦʿʘʚʝ ʧʨʦʜʫʢʮʠʿʝ ʩʦʬʪʚʝʨʩʢʠʭ ʘʧʣʠʢʘʮʠʿʘ ʥʝʫʿʝʜʥʘʯʝʥʦʛ ʢʚʘʣʠʪʝʪʘ ʦʜ ʩʪʨʘʥʝ 

ʩʦʬʪʚʝʨʩʢʠʭ ʧʨʝʜʫʟʝ˂ʘ. ʋʩʣʝʜ ʪʘʢʚʠʭ ʧʨʦʙʣʝʤʘ ʩʘ ʜʦʙʘʚˀʘʯʠʤʘ ɸʤʝʨʠʯʢʦ 

ʤʠʥʠʩʪʘʨʩʪʚʦ ʦʜʙʨʘʥʝ (ʝʥʛʣ. US Department of Defense) ʠʥʠʮʠʨʘ ʥʘʧʦʨ ʢʘ ʨʘʟʚʦʿʫ 

ʢʦʥʢʨʝʪʥʦʛ ʥʘʯʠʥʘ ʝʚʘʣʫʘʮʠʿʝ ʩʦʬʪʚʝʨʩʢʠʭ ʧʨʝʜʫʟʝ˂ʘ. ʎʠˀ ʿʝ ʙʠʦ ʫʪʚʨʜʠʪʠ ʫ ʢʦʿʦʿ 

ʤʝʨʠ ʜʦʙʘʚˀʘʯʠ ʩʦʬʪʚʝʨʘ ʠʩʧʫˁʘʚʘʿʫ ʫʛʦʚʦʨʦʤ ʧʨʝʫʟʝʪʝ ʦʙʘʚʝʟʝ, ʠʤʘ ʣʠ ʢʘʰˁʝˁʘ ʠ 

ʧʨʦʙʠʿʘˁʘ ʧʨʝʜʚʠʹʝʥʦʛ ʙʫ˅ʝʪʘ. ɸʢʪʠʚʥʠ ʨʘʟʚʦʿ ʤʦʜʝʣʘ ʦʜ ʩʪʨʘʥʝ ʀʥʩʪʠʪʫʪʘ ʟʘ 

ʩʦʬʚʪʚʝʨʩʢʠ ʠʥʞʝˁʝʨʠʥʛ (ʝʥʛʣ. Software Engineering Institute ï SEI) ʥʘ ʋʥʠʚʝʟʠʪʝʪʫ 

ʂʘʨʥʝʛʠ ʄʝʣʦʥ (ʝʥʛʣ. Carnegie Mellon) ʧʦʯʝʦ ʿʝ 1986. ʛʦʜʠʥʝ. ɿʘʜʘʪʘʢ ʜʘ ʨʘʟʚʠʿʫ ʤʦʜʝʣ 

ʟʨʝʣʦʩʪʠ ʜʦʙʠʣʠ ʩʫ ʍʘʤʬʨʠ ʠ ˁʝʛʦʚʝ ʢʦʣʝʛʝ (Edward Yourdon, Larry Constantine, 

Gerald Weinberg, Tom DeMarco ʠ David Parnas). ʆʥʠ ʩʫ ʠʟʛʨʘʜʠʣʠ ʄʦʜʝʣ ʟʨʝʣʦʩʪʠ 

ʩʧʦʩʦʙʥʦʩʪʠ ʠ ʜʝʬʠʥʠʩʘʣʠ ʥʠʟ ʢʦʨʘʢʘ ʢʦʿʝ ʧʨʝʜʫʟʝ˂ʘ ʧʨʦʣʘʟʝ ʜʦʢ ʧʦʩʪʘʿʫ 

ʩʦʬʠʩʪʠʮʠʨʘʥʠʿʘ ʫ ʫʧʨʘʚˀʘˁʫ ʩʦʬʪʚʝʨʩʢʠʤ ʧʨʦʮʝʩʦʤ (Humphrey, 1987, ʩʪʨ. 1-13). 

ʄʦʜʝʣ ʟʨʝʣʦʩʪʠ ʩʧʦʩʦʙʥʦʩʪʠ ʿʝ ʥʘʯʠʥ ʟʘ ʧʦʙʦˀʰʘˁʝ ʠ ʨʘʟʚʦʿ ʧʨʦʮʝʩʘ 

ʧʨʝʜʫʟʝ˂ʘ. ʂʦʥʪʠʥʫʠʨʘʥʦ ʧʦʙʦˀʰʘˁʝ ʧʨʦʮʝʩʘ ʟʘʩʥʠʚʘ ʩʝ ʥʘ ʤʥʦʛʠʤ ʤʘʣʠʤ, 

ʝʚʦʣʫʮʠʦʥʠʤ ʢʦʨʘʮʠʤʘ, ʘ ʥʝ ʥʘ ʨʝʚʦʣʫʮʠʦʥʘʨʥʠʤ ʠʥʦʚʘʮʠʿʘʤʘ. ʆʩʥʦʚʫ ʦʚʦʛ ʤʦʜʝʣʘ 

ʯʠʥʠ ʧʨʦʮʝʩʥʠ ʤʦʜʝʣ. ʈʝʯ ʿʝ ʦ ʩʪʨʫʢʪʫʨʠʨʘʥʦʿ ʟʙʠʨʮʠ ʧʨʘʢʩʠ ʧʨʦʠʟʘʰʣʠʭ ʠʭ ʠʩʢʫʩʪʚʘ. 

ɳʠʤʘ ʩʫ ʦʧʠʩʘʥʝ ʢʘʨʘʢʪʝʨʠʩʪʠʢʝ ʝʬʠʢʘʩʥʠʭ ʧʨʦʮʝʩʘ ʢʦʿʠ ʧʨʝʜʩʪʘʚˀʘʿʫ ʩʪʘʥʜʘʨʜ ʟʘ 

ʝʚʘʣʫʘʮʠʿʫ ʧʨʦʮʝʩʘ ʫ ʦʙʣʘʩʪʠ ʩʦʬʪʚʝʨʩʢʦʛ ʠʥʞʝˁʝʨʠʥʛʘ.  

ʄʦʜʝʣ ʨʘʩʧʦʜʝˀʫʿʝ ʧʦʩʣʦʚʥʝ ʧʨʦʮʝʩʝ ʫ ʧʝʪ ʥʠʚʦʘ ʟʨʝʣʦʩʪʠ, ʢʦʿʠ ʩʫ ʧʦʩʪʘʣʠ 

ʩʪʘʥʜʘʨʜʥʠ ʦʢʚʠʨ ʟʘ ʢʣʘʩʠʬʠʢʘʮʠʿʫ ʟʨʝʣʦʩʪʠ ʧʨʦʮʝʩʘ. ʅʘ ʩʚʘʢʦʤ ʦʜ ʦʚʠʭ ʥʠʚʦʘ 

ʟʨʝʣʦʩʪʠ ʠʜʝʥʪʠʬʠʢʦʚʘʥʝ ʩʫ ʢˀʫʯʥʝ ʧʨʦʮʝʩʥʝ ʦʙʣʘʩʪʠ (ʝʥʛʣ. Key Process Areas - KPAs) 
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ʢʦʝʿ ʢʘʨʘʢʪʝʨʠʰʫ ʪʘʿ ʥʠʚʦ. ʉʚʘʢʫ ʢˀʫʯʥʫ ʧʨʦʮʝʩʥʫ ʦʙʣʘʩʪ ʦʜʨʝʹʫʿʫ: ʮʠˀʝʚʠ, 

ʧʦʩʚʝ˂ʝʥʦʩʪ, ʩʧʦʩʦʙʥʦʩʪ, ʤʝʨʝˁʝ, ʚʝʨʠʬʠʢʘʮʠʿʘ. ʇʨʦʮʝʥʫ ʜʦʩʪʠʛʥʠʪʦʛ ʥʠʚʦʘ ʟʨʝʣʦʩʪʠ 

ʚʨʰʠ ʦʚʣʘʰ˂ʝʥʦ ʣʠʮʝ. ɱʝʜʘʥ ʦʜ ʥʘʯʠʥʘ ʧʨʠʤʝʥʝ ʦʚʦʛ ʤʦʜʝʣʘ ʧʦʜʨʘʟʫʤʝʚʘ ʥʘʿʧʨʝ, 

ʧʨʦʮʝʥʫ ʥʠʚʦʘ ʟʨʝʣʦʩʪʠ, ʘ ʟʘʪʠʤ ʠʟʨʘʜʫ ʢʦʥʢʨʝʪʥʦʛ ʧʣʘʥʘ ʟʘ ʧʨʝʣʘʟʘʢ ʥʘ ʥʘʨʝʜʥʠ ʥʠʚʦ. 

ʇʨʝʪʭʦʜʥʠ ʥʠʚʦ ʧʨʝʜʩʪʘʚˀʘ ʦʩʥʦʚʫ ʟʘ ʧʨʝʣʘʟʘʢ ʥʘ ʥʘʨʝʜʥʠ, ʪʘʢʦ ʜʘ ʧʨʝʩʢʘʢʘˁʝ ʥʠʚʦʘ 

ʥʠʿʝ ʜʦʟʚʦˀʝʥʦ. ʄʦʜʝʣ ʟʨʝʣʦʩʪʠ ʩʧʦʩʦʙʥʦʩʪʠ ʨʘʟʣʠʢʫʿʝ ʩʣʝʜʝ˂ʝ ʥʠʚʦʝ ʟʨʝʣʦʩʪʠ (Curtis, 

Hefley, Miller, 2001):  

ü ʧʦʯʝʪʥʠ (ʭʘʦʪʠʯʘʥ, ad hoc) ï ʠʜʝʥʪʠʬʠʢʦʚʘʥʠ ʩʫ ʢˀʫʯʥʠ ʧʦʩʣʦʚʥʠ ʧʨʦʮʝʩʠ, 

ʘʣʠ ʥʠʩʫ ʜʦʢʫʤʝʥʪʦʚʘʥʠ, ʧʨʝʜʫʟʝ˂ʝ ʬʦʨʤʘʣʥʦ ʥʝ ʫʧʨʘʚˀʘ ʧʨʦʮʝʩʠʤʘ, ʥʝʤʘ 

ʜʝʬʠʥʠʩʘʥʠʭ ʦʜʛʦʚʦʨʥʦʩʪʠ, ʤʝʨʠʣʘ ʠ ʢʦʥʪʨʦʣʝ ʠʟʚʨʰʝˁʘ,  

ü ʧʦʥʦʚˀʠʚ ï ʧʨʦʮʝʩʠ ʩʫ ʜʦʢʫʤʝʥʪʦʚʘʥʠ, ʠʤʝʥʦʚʘʥ ʚʣʘʩʥʠʢ ʧʨʦʮʝʩʘ, ʩʧʨʦʚʦʜʠ 

ʩʝ ʩʪʘʪʠʩʪʠʯʢʘ ʢʦʥʪʨʦʣʘ ʨʘʜʠ ʧʨʘ˂ʝˁʘ ʝʬʠʢʘʩʥʦʩʪʠ ʧʨʦʮʝʩʘ, ʪʝ ʝʿ ʦʤʦʛʫ˂ʝʥʦ 

ʧʦʥʘʚˀʘˁʝ ʠʩʪʠʭ ʘʢʪʠʚʥʦʩʪʠ, ʦʜʥʦʩʥʦ ʨʝʘʣʠʟʘʮʠʿʘ ʧʨʦʮʝʩʘ ʩʚʘʢʠ ʧʫʪ ʥʘ 

ʠʩʪʠ ʥʘʯʠʥ, 

ü ʩʪʘʥʜʘʨʜʠʟʦʚʘʥ ï ʧʨʦʮʝʩʠ ʩʫ ʜʝʬʠʥʠʩʘʥʠ, ʦʜʥʦʩʥʦ ʠʜʝʥʪʠʬʠʢʦʚʘʥʘ ʿʝ 

ʥʘʿʙʦˀʘ ʧʨʘʢʩʘ ʪʦʢʦʤ ʧʦʥʘʚˀʘˁʘ ʧʨʦʮʝʩʘ ʠ ʦʥʘ ʿʝ ʫʟʝʪʘ ʢʘʦ ʩʪʘʥʜʘʨʜ ʪʝ ʩʘʤ 

ʨʝʟʫʣʪʘʪ ʧʨʦʮʝʩʘ ʧʦʩʪʘʿʝ ʢʦʥʟʠʩʪʝʥʪʘʥ, 

ü ʫʧʨʘʚˀʠʚ ï ʧʨʦʮʝʩʠʤʘ ʩʝ ʢʚʘʥʪʠʪʘʪʠʚʥʦ ʫʧʨʘʚˀʘ ʫ ʩʢʣʘʜʫ ʩʘ ʜʦʛʦʚʦʨʝʥʠʤ 

ʤʝʨʘʤʘ (ʩʪʘʪʠʩʪʠʯʢʠ ʤʝʪʦʜʠ), ʥʘ ʙʘʟʠ ʢʦʿʠʭ ʩʝ ʚʨʰʠ ʧʨʝʜʚʠʹʘˁʝ ʧʨʦʮʝʩʘ, 

ü ʦʧʪʠʤʠʟʠʨʘʥ ï ʧʨʠʤʝʥʘ ʢʚʘʥʪʠʪʘʪʠʚʥʠʭ ʤʝʪʦʜʘ ʫ ʫʧʨʘʚˀʘˁʫ ʧʨʦʮʝʩʠʤʘ 

ʩʪʚʘʨʘ ʦʩʥʦʚʫ ʟʘ ʢʦʥʪʠʥʫʠʨʘʥʦ ʧʦʙʦˀʰʘˁʝ ʠ ʦʧʪʠʤʠʟʘʮʠʿʫ ʧʨʝʜʚʠʜʠʚʠʭ 

ʧʨʦʮʝʩʘ. 

ɻʦʜʠʥʝ 2000. ʬʦʨʤʠʨʘʥ ʿʝ ʀʥʪʝʛʨʠʩʘʥʠ ʤʦʜʝʣ ʟʨʝʣʦʩʪʠ ʩʧʦʩʦʙʥʦʩʪʠ (ʝʥʛʣ. 

Capability Maturity Model Integration ï CMMI) (CMMI Product Team, 2006). 

ʀʥʪʝʛʨʠʩʘʥʠ ʤʦʜʝʣ ʨʘʟʚʠʣʠ ʩʫ ʯʣʘʥʦʚʠ ɸʤʝʨʠʯʢʝ ʚʣʘʜʝ, ʀʥʩʪʠʪʫʪʘ ʟʘ ʩʦʬʪʚʝʨʩʢʠ 

ʠʥʞʝˁʝʨʠʥʛ ʠ ʧʨʝʜʩʪʘʚʥʠʮʠ ʠʥʜʫʩʪʨʠʿʝ. ʀʥʪʝʛʨʠʩʘʥʠ ʤʦʜʝʣ ʧʨʝʜʩʪʘʚˀʘ ʢʦʤʙʠʥʘʮʠʿʫ 

ʪʨʠ ʤʦʜʝʣʘ (CMMI Product Team, 2006): ʄʦʜʝʣ ʟʨʝʣʦʩʪʠ ʩʧʦʩʦʙʥʦʩʪʠ ʟʘ ʩʦʬʪʚʝʨ (ʝʥʛʣ. 

Capability Maturity Model for Software), ʄʦʜʝʣ ʩʧʦʩʦʙʥʦʩʪʠ ʩʠʩʪʝʤʘ ʟʘ ʠʥʞʝˁʝʨʠʥʛ 

(ʝʥʛʣ. Systems Engineering Capability Model), ʄʦʜʝʣ ʟʨʝʣʦʩʪʠ ʩʧʦʩʦʙʥʦʩʪʠ 

ʠʥʪʝʛʨʠʩʘʥʦʛ ʧʨʦʠʟʚʦʜʘ (ʝʥʛʣ. Integrated Product Development Capability Maturity 

Model). ʇʦʩʪʦʿʝ ʪʨʠ ʀʥʪʝʛʨʠʩʘʥʘ ʤʦʜʝʣʘ (CMMI Product Team, 2010): ʀʥʪʝʛʨʠʩʘʥʠ 

ʤʦʜʝʣ ʟʘ ʨʘʟʚʦʿ (CMMI-DEV), ʀʥʪʝʛʨʠʩʘʥʠ ʤʦʜʝʣ ʟʘ ʘʢʚʠʟʠʮʠʿʫ (CMMI-ACQ) ʠ 
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ʀʥʪʝʛʨʠʩʘʥʠ ʤʦʜʝʣ ʟʘ ʫʩʣʫʛʝ (CMMI-SVC). ʀʥʪʝʛʨʠʩʘʥʠ ʤʦʜʝʣ ʟʘ ʨʘʟʚʦʿ ʧʨʫʞʘ 

ʩʤʝʨʥʠʮʝ ʟʘ ʧʨʠʤʝʥʫ ʥʘʿʙʦˀʠʭ ʧʨʘʢʩʠ ʟʘ ʨʘʟʚʦʿ ʢʚʘʣʠʪʝʪʥʠʭ ʧʨʦʠʟʚʦʜʘ ʠ ʫʩʣʫʛʘ. 

ʀʥʪʝʛʨʠʩʘʥʠ ʤʦʜʝʣ ʟʘ ʘʢʚʠʟʠʮʠʿʫ ʧʨʫʞʘ ʩʚʝʦʙʫʭʚʘʪʘʥ ʠʥʪʝʛʨʠʩʘʥʠ ʩʝʪ ʩʤʝʨʥʠʮʘ ʟʘ ʨʘʜ 

ʩʘ ʜʦʙʘʚˀʘʯʠʤʘ ʥʘ ʩʘʩʪʘʚˀʘˁʫ ʧʨʦʠʟʚʦʜʘ ʠʣʠ ʧʨʫʞʘˁʫ ʫʩʣʫʛʘ ʨʘʜʠ ʟʘʜʦʚʦˀʝˁʘ 

ʧʦʪʨʝʙʘ ʢʨʘʿˁʠʭ ʢʦʨʠʩʥʠʢʘ. ʀʥʪʝʛʨʠʩʘʥʠ ʤʦʜʝʣ ʟʘ ʫʩʣʫʛʝ ʧʨʫʞʘ ʩʚʝʦʙʫʭʚʘʪʘʥ ʩʝʪ 

ʥʘʿʙʦˀʠʭ ʧʨʘʢʩʠ ʟʘ ʧʨʫʞʘˁʝ ʫʩʣʫʛʘ. ʆʚʘʿ ʤʦʜʝʣ ʩʝ ʜʝʪʘˀʥʦ ʙʘʚʠ ʧʣʘʥʠʨʘˁʝʤ ʠ 

ʫʧʨʘʚˀʘˁʝʤ ʢʘʧʘʮʠʪʝʪʠʤʘ ʠ ʜʦʩʪʫʧʥʦʰ˂ʫ ʫʩʣʫʛʘ, ʨʝʰʘʚʘˁʝʤ ʞʘʣʙʠ ʠ ʧʨʦʙʣʝʤʘ 

(Phillips & Shrum, 2011).  

ʀʥʪʝʛʨʠʩʘʥ ʤʦʜʝʣ ʟʨʝʣʦʩʪʠ ʩʧʦʩʦʙʥʦʩʪʠ ʿʝ ʤʦʜʝʣ ʢʦʿʠ ʧʨʫʞʘ ʩʤʝʨʥʠʮʝ ʟʘ ʨʘʟʚʦʿ 

ʠʣʠ ʧʦʙʦˀʰʘˁʝ ʧʨʦʮʝʩʘ ʢʦʿʠ ʩʫ ʦʩʥʦʚ ʦʩʪʚʘʨʝˁʘ ʧʦʩʣʦʚʥʠʭ ʮʠˀʝʚʘ ʧʨʝʜʫʟʝ˂ʘ. 

ʀʥʪʝʛʨʠʩʘʥʠ ʤʦʜʝʣ (Chrissis, Konrad & Shrum, 2006; Hofmann, Yedlin, Mishler & 

Kushner, 2007) ʧʨʝʜʫʟʝ˂ʠʤʘ ʧʨʫʞʘ ʦʩʥʦʚʥʝ ʝʣʝʤʝʥʪʝ ʝʬʠʢʘʩʥʠʭ ʧʨʦʮʝʩʘ ʠ ʦʧʠʩʫʿe 

ʝʚʦʣʫʪʠʚʥʠ ʧʫʪ ʧʦʙʦˀʰʘˁʘ ʦʜ ʥʝʟʨʝʣʠʭ ʧʨʦʮʝʩʘ ʜʦ ʜʠʩʮʠʧʣʠʥʦʚʘʥʠʭ, ʟʨʝʣʠʭ ʧʨʦʮʝʩʘ 

ʩʘ ʧʦʙʦˀʰʘʥʠʤ ʢʚʘʣʠʪʝʪʦʤ ʠ ʝʬʠʢʘʩʥʦʰ˂ʫ. ʀʥʪʝʛʨʠʩʘʥʠ ʤʦʜʝʣ ʜʘʿʝ ʩʤʝʨʥʠʮʝ ʥʘ 

ʩʪʘʟʠ ʩʘʟʨʝʚʘˁʘ ʧʨʦʮʝʩʘ. ʉʘʜʨʞʠ 22 ʦʙʣʘʩʪʠ ʧʨʦʮʝʥʝ ʥʠʚʦʘ ʟʨʝʣʦʩʪʠ ʠʣʠ ʩʧʦʩʦʙʥʦʩʪʠ. 

ʇʨʠʤʝʥʘ ʫ ʢʦʥʢʨʝʪʥʦʤ ʧʨʝʜʫʟʝ˂ʫ ʟʘʭʪʝʚʘ ʧʨʠʣʘʛʦʹʘʚʘˁʝ ʄʦʜʝʣʘ ʫʟ ʫʚʘʞʘʚʘˁʝ 

ʦʙʣʘʩʪʠ ʧʨʠʤʝʥʝ, ʚʝʣʠʯʠʥʝ ʧʨʝʜʫʟʝ˂ʘ, ʦʨʛʘʥʠʟʘʮʠʦʥʝ ʩʪʨʫʢʪʫʨʝ ʠ ʩʣʠʯʥʦ. 

ʇʨʚʠ ʦʙʣʠʢ ʄʦʜʝʣʘ ʟʨʝʣʦʩʪʠ ʩʧʦʩʦʙʥʦʩʪʠ ʠʤʘ ʧʨʠʤʝʥʫ ʩʘʤʦ ʫ ʩʦʬʪʚʝʨʩʢʦʿ 

ʠʥʜʫʩʪʨʠʿʠ, ʜʦʢ ʀʥʪʝʛʨʠʩʘʥʠ ʤʦʜʝʣ ʜʘʿʝ ʤʦʛʫ˂ʥʦʩʪ ʝʚʘʣʫʘʮʠʿʝ ʧʨʦʮʝʩʘ ʫ ʨʘʟʥʦʚʨʩʥʠʤ 

ʦʙʣʘʩʪʠʤʘ, ʢʘʦ ʰʪʦ ʩʫ (CMMI Product Team, 2006): ʩʠʩʪʝʤʩʢʠ ʠʥʞʝˁʝʨʠʥʛ, ʫʧʨʘʚˀʘˁʝ 

ʧʨʦʿʝʢʪʠʤʘ, ʫʧʨʘʚˀʘˁʝ ʨʠʟʠʮʠʤʘ, ʘʢʚʠʟʠʮʠʿʘ ʩʠʩʪʝʤʘ, ʫʩʣʫʛʝ ʠʥʬʦʨʤʘʮʠʦʥʝ 

ʪʝʭʥʦʣʦʛʠʿʝ ʠ ʫʧʨʘʚˀʘˁʝ ʟʘʧʦʩʣʝʥʠʤʘ.  

ɺʨʝʜʥʦʩʪ ʀʥʪʝʛʨʠʩʘʥʦʛ ʤʦʜʝʣʘ ʧʦʪʚʨʹʝʥʘ ʿʝ ʪʦʢʦʤ ʚʨʝʤʝʥʘ. ʇʨʝʜʫʟʝ˂ʘ ʢʦʘʿ ʩʫ 

ʧʨʠʤʝʥʠʣʘ ʦʚʘʿ ʤʦʜʝʣ ʟʨʝʣʦʩʪʠ ʠʩʢʫʩʠʣʘ ʩʫ ʧʦʚʝ˂ʘʥʫ ʧʨʦʜʫʢʪʠʚʥʦʩʪ, ʫʥʘʧʨʝʜʠʣʘ 

ʢʚʘʣʠʪʝʪ, ʩʢʨʘʪʠʣʘ ʚʨʝʤʝ ʧʨʦʠʟʚʦʜʥʦʛ ʮʠʢʣʫʩʘ ʠ ʠʟʛʨʘʜʠʣʘ ʧʨʝʮʠʟʥʠʿʝ ʠ 

ʧʨʝʜʚʠʜˀʠʚʠʿʝ ʙʫ˅ʝʪʝ (Gibson, Goldenson & Kost, 2006). ʇʨʝʜʫʟʝ˂ʘ ʢʦʿʘ ʢʦʨʠʩʪʝ 

ʀʥʪʝʛʨʠʩʘʥʠ ʤʦʜʝʣ ʥʘʣʘʟʝ ʩʝ ʫ ʧʨʝʢʦ 70 ʟʝʤʘˀʘ ʰʠʨʦʤ ʩʚʝʪʘ, ʫʢˀʫʯʫʿʫ˂ʠ ʉɸɼ, 

ʅʝʤʘʯʢʫ, ʀʪʘʣʠʿʫ, ʏʠʣʝ, ʀʥʜʠʿʫ, ɸʫʩʪʨʘʣʠʿʫ, ɽʛʠʧʘʪ, ʊʫʨʩʢʫ ʠ ʈʫʩʠʿʫ. ʇʨʠʤʝˁʝʥ ʿʝ ʫ 

ʧʨʝʢʦ 5000 ʧʨʝʜʫʟʝ˂ʘ ʫ ʧʨʦʠʟʚʦʜˁʠ, ʘʫʪʦʤʦʙʠʣʩʢʦʿ, ʬʠʥʘʥʩʠʿʩʢʦʿ ʠ ʚʘʟʜʫʭʦʧʣʦʚʥʦʿ 

ʜʝʣʘʪʥʦʩʪʠ. ʄʦʜʝʣ ʿʝ ʚʝʦʤʘ ʧʦʧʫʣʘʨʘʥ ʫ ɸʤʝʨʠʮʠ, ʀʥʜʠʿʠ, ʂʠʥʠ, ʢʘʦ ʠ ʢʦʜ ʚʝʣʠʢʠʭ 

ʥʝʤʘʯʢʠʭ ʢʦʤʧʘʥʠʿʘ ɹʦʰ (Bosch) ʠ ʉʠʤʝʥʩ (Siemens).  
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ɿʘʭʚʘˀʫʿʫ˂ʠ ʪʦʤʝ ʚʝʣʠʢʠ ʙʨʦʿ ʤʦʜʝʣʘ ʟʨʝʣʦʩʪʠ ʢʦʨʠʩʪʠ ʢʘʦ ʙʘʟʫ ʀʥʪʝʛʨʠʩʘʥʠ 

ʤʦʜʝʣ. ʂʦʨʠʰ˂ʝʥ ʿʝ ʢʘʦ ʦʩʥʦʚʘ ʟʘ ʨʘʟʚʦʿ ʤʦʜʝʣʘ ʟʨʝʣʦʩʪʠ ʫ ʨʘʟʣʠʯʠʪʠʤ ʦʙʣʘʩʪʠʤʘ, ʢʘʦ 

ʰʪʦ ʩʫ: ʫʧʨʘʚˀʘˁʝ ʠʥʬʦʨʤʘʮʠʦʥʦ ʪʝʭʥʦʣʦʰʢʦʤ ʠʥʬʨʘʩʪʨʫʢʪʫʨʦʤ, ʫʧʨʘʚˀʘˁʝ 

ʘʨʭʠʪʝʢʪʫʨʦʤ ʧʨʝʜʫʟʝ˂ʘ ʠ ʫʧʨʘʚˀʘˁʝ ʟʥʘˁʝʤ.  

ʀʘʢʦ ʿʝ ʨʝʯ ʦ ʫʥʘʧʨʝʹʝʥʦʤ ʤʦʜʝʣʫ ʟʨʝʣʦʩʪʠ ʩʧʦʩʦʙʥʦʩʪʠ, ʀʥʪʝʛʠʩʘʥʠ ʤʦʜʝʣ, 

ʥʠʿʝ ʙʝʟ ʥʝʜʦʩʪʘʪʘʢʘ. ʌʦʢʫʩ ʥʘ ʧʨʦʮʝʩʝ ʢʦʿʝ ʪʨʝʙʘ ʠʤʧʣʝʤʝʥʪʠʨʘʪʠ ʙʝʟ ʥʘʚʦʹʝˁʘ 

ʥʘʯʠʥʘ ˁʠʭʦʚʝ ʠʤʧʣʝʤʝʥʪʘʮʠʿʝ ʛʣʘʚʥʠ ʿʝ ʥʝʜʦʩʪʘʪʘʢ ʀʥʪʝʛʨʠʩʘʥʦʛ ʤʦʜʝʣʘ. ʆʪʫʜʘ ʥʠʿʝ 

ʤʦʛʫ˂ʝ ʛʘʨʘʥʪʦʚʘˁʝ ʧʦʚʝ˂ʘˁʘ ʧʝʨʬʦʨʤʘʥʩʠ ʫ ʩʚʘʢʦʤ ʧʨʝʜʫʟʝ˂ʫ ʢʦʝʿ ʧʨʠʤʝʥʠ ʦʚʘʿ 

ʤʦʜʝʣ. ʊʘʢʦʹʝ, ʠʤʧʣʝʤʝʥʪʘʮʠʿʘ ʀʥʪʝʛʨʠʩʘʥʦʛ ʤʦʜʝʣʘ ʟʘʭʪʝʚʘ ʚʝʣʠʢʘ ʬʠʥʘʥʩʠʿʩʢʘ 

ʩʨʝʜʩʪʚʘ, ʪʝ ʿʝ ʤʘʣʦ ʚʝʨʦʚʘʪʥʦ ʜʘ ˂ʝ ʧʨʝʜʫʟʝ˂ʘ ʢʦʘʿ ʨʘʩʧʦʣʘʞʫ ʩʘ ʤʘʣʦ ʩʨʝʜʩʪʘʚʘ 

ʧʨʠʤʝʥʠʪʠ ʦʚʘʿ ʤʦʜʝʣ. 

3.2.1.2.ʄʦʜʝʣ ʟʨʝʣʦʩʪʠ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ  

ʇʨʠʤʝʥʘ ʄʦʜʝʣʘ ʟʨʝʣʦʩʪʠ ʩʧʦʩʦʙʥʦʩʪʠ ʫ ʦʢʚʠʨʫ ʧʨʦʮʝʩʘ ʨʘʟʚʦʿʘ ʩʦʬʪʚʝʨʘ 

ʜʦʚʝʣʘ ʿʝ ʜʦ ʟʘʧʘʞʝʥʠʭ ʨʝʟʫʣʪʘʪʘ. ʊʦ ʿʝ ʧʨʫʞʠʣʦ ʧʦʜʩʪʨʝʢ ʧʨʘʢʪʠʯʘʨʠʤʘ ʠʟ ʜʨʫʛʠʭ 

ʦʙʣʘʩʪʠ ʜʘ ʧʨʠʩʪʫʧʝ ʠʤʧʣʝʤʝʥʪʘʮʠʿʠ ʄʦʜʝʣʘ ʟʨʝʣʦʩʪʠ ʩʧʦʩʦʙʥʦʩʪʠ. ʀʟʚʨʰʥʠ 

ʜʠʨʝʢʪʦʨ ʅʝʜʙʘʥʢʝ (ʝʥʛʣ. Nedbank Limited Technology and Operations ï T&O) ʫ ɱʫʞʥʦʿ 

ɸʬʨʠʮʠ, ɹʝʨʠ ʍʦʨ (Barry Hore), ʩʭʚʘʪʠʦ ʜʘ ʩʝ ʧʨʠʤʝʥʦʤ ʄʦʜʝʣʘ ʟʨʝʣʦʩʪʠ ʩʧʦʩʦʙʥʦʩʪʠ 

ʠʩʪʠ ʨʝʟʫʣʪʘʪʠ ʤʦʛʫ ʧʦʩʪʠ˂ʠ ʠ ʫ ʦʙʣʘʩʪʠ ʙʘʥʢʘʨʩʢʦʛ ʧʦʩʣʦʚʘˁʘ, ʫʟ ʧʦʪʨʝʙʥʘ 

ʧʨʠʣʘʛʦʹʘʚʘˁʘ ʤʦʜʝʣʘ. ʊʘʢʦ ʿʝ 2002. ʛʦʜʠʥʝ ʨʘʟʚʠʿʝʥ ʤʦʜʝʣ ʜʦʩʪʫʧʘʥ ʰʠʨʦʿ 

ʤʝʹʫʥʘʨʦʜʥʦʿ ʟʘʿʝʜʥʠʮʠ, ʄʦʜʝʣ ʟʨʝʣʦʩʪʠ ʩʧʦʩʦʙʥʦʩʪʠ ʫʩʣʫʞʥʠʭ ʦʧʝʨʘʮʠʿʘ (ʝʥʛʣ. 

Service Operations CMM). ʅʘʨʝʜʥʠʭ ʛʦʜʠʥʘ ʦʚʘʿ ʄʦʜʝʣ ʧʨʠʤʝʥʠʣʦ ʿʝ ʥʝʢʦʣʠʢʦ 

ʧʨʝʜʫʟʝ˂ʘ ʠʟ ʨʘʟʣʠʯʠʪʠʭ ʜʝʣʘʪʥʦʩʪʠ. ʀʩʢʫʩʪʚʘ ʧʦʢʘʟʫʿʫ ʜʘ ʩʫ ˁʝʛʦʚʝ ʧʨʘʢʩʝ ʚʝʦʤʘ 

ʩʣʠʯʥʝ ʧʨʘʢʩʘʤʘ ʢʦʿʝ ʩʝ ʧʨʠʤʝˁʫʿʫ ʢʦʜ ʦʧʰʪʠʭ ʧʨʦʙʣʝʤʘ ʨʘʟʚʠʿʘˁʘ, ʧʨʠʧʨʝʤʘˁʘ, 

ʠʤʧʣʝʤʝʥʪʘʮʠʿʝ, ʫʧʨʘʚˀʘˁʘ ʠ ʧʦʜʨʞʘʚʘˁʘ ʧʨʦʠʟʚʦʜʘ ʠ ʫʩʣʫʛʘ ʫ ʦʢʚʠʨʫ ʙʠʣʦ ʢʦʿʝ 

ʜʝʣʘʪʥʦʩʪʠ (Object Management Group, 2008). ɼʘˀʠʤ ʫʥʘʧʨʝʹʠʚʘˁʝʤ ʥʘʚʝʜʝʥʠ ʤʦʜʝʣ ʿʝ 

ʝʚʦʣʫʠʨʘʦ ʫ ʄʦʜʝʣ ʟʨʝʣʦʩʪʠ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ (Business Process Maturity Model ï 

BPMM) ʦʙʿʘʚˀʝʥ 2007. ʛʦʜʠʥʝ. ʋ ʨʘʟʚʦʿʫ ʦʚʦʛ ʄʦʜʝʣʘ ʟʨʝʣʦʩʪʠ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ 

ʫʯʝʩʪʦʚʘʣʠ ʩʫ ʯʣʘʥʦʚʠ ɻʨʫʧʘʮʠʿʝ ʟʘ ʫʧʨʘʚˀʘˁʝ ʦʙʿʝʢʪʠʤʘ (Object Management Group ï 

OMG). ʄʦʜʝʣ ʩʪʨʦʛʦ ʧʨʘʪʠ ʧʨʠʥʮʠʧʝ ʨʘʟʨʘʹʝʥʦʛ ʍʘʤʬʨʠʿʝʚʦʛ ʄʦʜʝʣʘ ʟʨʝʣʦʩʪʠ 

ʩʧʦʩʦʙʥʦʩʪʠ ʠ ʀʥʪʝʛʨʠʩʘʥʦʛ ʤʦʜʝʣʘ ʟʨʝʣʦʩʪʠ ʩʧʦʩʦʙʥʦʩʪʠ. ɸʣʠ, ʟʘ ʨʘʟʣʠʢʫ ʦʜ 

ʦʛʨʘʥʠʯʝʥʝ ʧʨʦʿʝʢʪʥʝ ʦʨʠʿʝʥʪʘʮʠʿʝ ʀʥʪʝʛʨʠʩʘʥʦʛ ʤʦʜʝʣʘ, ʄʦʜʝʣ ʟʨʝʣʦʩʪʠ ʧʦʩʣʦʚʥʠʭ 
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ʧʨʦʮʝʩʘ ʫʩʤʝʨʝʥ ʿʝ ʢʘ ʦʥʠʤ ʧʦʩʣʦʚʥʠʤ ʧʨʦʮʝʩʠʤʘ ʢʦʿʠ ʩʫ ʪʨʘʥʩʘʢʮʠʦʥʠ ʠ ʢʦʿʠ ʩʝ 

ʧʨʦʪʝʞʫ ʚʘʥ ʛʨʘʥʠʮʘ ʦʨʛʘʥʠʟʘʮʠʦʥʠʭ ʿʝʜʠʥʠʮʘ. 

ʂʦʥʪʠʥʫʠʨʘʥʦ ʫʥʘʧʨʝʹʝˁʝ ʧʨʦʮʝʩʘ, ʧʨʝʤʘ ʦʚʦʤ ʄʦʜʝʣʫ, ʟʘʩʥʠʚʘ ʩʝ ʥʘ 

ʧʨʝʜʫʟʠʤʘˁʫ ʤʘʣʠʭ, ʘʣʠ ʨʘʟʚʦʿʥʠʭ ʠ ʠʥʦʚʘʪʠʚʥʠʭ ʢʦʨʘʢʘ, ʦʨʛʘʥʠʟʦʚʘʥʠʭ ʧʨʝʢʦ 

ʨʝʬʝʨʝʥʪʥʦʛ ʦʢʚʠʨʘ (ʝʥʛʣ. Process Maturity Framework). ʆʢʚʠʨ ʿʝ ʧʦʜʝˀʝʥ ʥʘ ʧʝʪ ʥʠʚʦʘ 

ʟʨʝʣʦʩʪʠ ʢʘʦ ʨʘʟʣʠʯʠʪʠʭ ʩʪʘˁʘ ʢʦʿʘ ʧʨʝʜʫʟʝ˂ʝ ʧʨʦʣʘʟʠ ʫʩʣʝʜ ʫʥʘʧʨʝʹʝˁʘ ʧʨʦʮʝʩʘ ʠ 

ʩʧʦʩʦʙʥʦʩʪʠ. ʉʚʘʢʠ ʥʠʚʦ ʟʨʝʣʦʩʪʠ ʩʝ ʩʘʩʪʦʿʠ ʦʜ ʩʢʫʧʘ ʧʨʦʮʝʩʥʠʭ ʦʙʣʘʩʪʠ (ʫʢʫʧʥʦ 30 ï 

ʜʝʚʝʪ ʟʘ ʜʨʫʛʠ ʥʠʚʦ, ʜʝʩʝʪ ʟʘ ʪʨʝ˂ʠ ʥʠʚʦ, ʧʝʪ ʟʘ ʥʠʚʦ ʯʝʪʠʨʠ ʠ ʰʝʩʪ ʟʘ ʧʝʪ ʥʠʚʦ), ʜʦʢ 

ʩʚʘʢʘ ʦʜ ˁʠʭ ʩʘʜʨʞʠ ʛʨʫʧʫ ʩʨʦʜʥʠʭ ʧʨʘʢʩʠ. ʈʝʘʣʠʟʘʮʠʿʘ ʦʚʠʭ ʧʨʘʢʩʠ ʦʩʠʛʫʨʘʚʘ 

ʧʨʦʮʝʩʥʫ ʩʧʦʩʦʙʥʦʩʪ, ʢʘʦ ʚʘʞʥʫ ʢʦʤʧʦʥʝʥʪʫ ʢʦʥʢʨʝʪʥʦʛ ʥʠʚʦʘ ʟʨʝʣʦʩʪʠ. ʉʚʘʢʘ 

ʧʨʦʮʝʩʥʘ ʦʙʣʘʩʪ ʩʘʜʨʞʠ ʧʨʘʢʪʠʯʥʝ ʩʤʝʨʥʠʮʝ ʟʘ ʦʜʘʙʨʘʥʝ ʧʨʘʢʩʝ, ʢʘʦ ʰʪʦ ʩʫ ʩʤʝʨʥʠʮʝ 

ʟʘ ʤʝʨʝˁʝ ʠ ʘʥʘʣʠʟʫ (Object Management Group, 2008). 

ʅʠʚʦʠ ʢʦʿʝ ʧʨʦʣʘʟʠ ʧʨʝʜʫʟʝ˂ʝ ʥʘ ʩʪʘʟʠ ʩʘʟʨʝʚʘˁʘ ʧʨʝʤʘ ʄʦʜʝʣʫ ʟʨʝʣʦʩʪʠ 

ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ ʩʫ ʩʣʝʜʝ˂ʠ (Object Management Group, 2008): 

ü ʧʦʯʝʪʥʠ ï ʥʘ ʦʚʦʤ ʥʠʚʦʫ ʧʦʩʣʦʚʥʠ ʧʨʦʮʝʩʠ ʩʝ ʦʙʘʚˀʘʿʫ ʥʝʢʦʥʟʠʩʪʝʥʪʥʦ, ʘ 

ʨʝʟʫʣʪʘʪʝ ʧʨʦʮʝʩʘ ʿʝ ʪʝʰʢʦ ʧʨʝʜʚʠʜʝʪʠ; ʫʩʧʝʭ ʥʝʢʠʭ ʧʨʦʮʝʩʘ ʿʝ ʤʦʛʫ˂, ʘʣʠ ʙʝʟ 

ʧʦʜʘʪʘʢʘ ʦ ʪʦʤʝ ʢʘʢʦ ʩʝ ʜʦʣʘʟʠ ʜʦ ʧʦʟʠʪʠʚʥʠʭ ʨʝʟʫʣʪʘʪʘ; ʚʝ˂ʠʥʘ ʧʨʦʮʝʩʘ ʩʝ 

ʨʝʘʣʠʟʫʿʝ ʥʝʫʩʧʝʰʥʦ; ʥʘ ʦʚʦʤ ʥʠʚʦʫ ʥʝʤʘ ʜʝʬʠʥʠʩʘʥʠʭ ʧʨʦʮʝʩʥʠʭ ʦʙʣʘʩʪʠ, 

ü ʫʧʨʘʚˀʠʚ ï ʥʘ ʦʚʦʤ ʥʠʚʦʫ ʤʝʥʘ˅ʤʝʥʪ ʩʪʘʙʠʣʠʟʫʿʝ ʨʘʜ ʫʥʫʪʘʨ ʨʘʜʥʠʭ ʿʝʜʠʥʠʮʘ4
 

ʠʣʠ ʧʨʦʿʝʢʘʪʘ; ʥʘ ʪʘʿ ʥʘʯʠʥ ʩʝ ʦʩʠʛʫʨʘʚʘ ˁʝʛʦʚʦ ʧʦʥʘʚˀʘˁʝ ʥʘ ʥʘʯʠʥ ʢʦʿʠ 

ʟʘʜʦʚʦˀʘʚʘ ʠʩʧʫˁʝˁʝ ʧʨʠʤʘʨʥʠʭ ʦʙʘʚʝʟʘ ʨʘʜʥʝ ʿʝʜʠʥʠʮʝ; ʥʘ ʦʚʦʤ ʥʠʚʦʫ 

ʧʨʝʜʫʟʝ˂ʝ ʢʨʦʟ ʩʚʦʿʝ ʿʝʜʠʥʠʮʝ ʨʘʜʘ ʧʦʩʪʠʞʝ ʦʯʝʢʠʚʘʥʝ ʨʝʟʫʣʪʘʪʝ ʫ ʧʦʛʣʝʜʫ 

ʧʨʦʠʟʚʦʜʘ/ʫʩʣʫʛʝ, ʢʘʦ ʠ ʫ ʧʦʛʣʝʜʫ ʧʣʘʥʠʨʘʥʦʛ ʨʘʩʧʦʨʝʜʘ ʠ ʙʫ˅ʝʪʘ ʠ ʫ ʩʢʣʘʜʫ ʩʘ 

ʟʘʭʪʝʚʠʤʘ; ʤʝʹʫʪʠʤ, ʨʘʜʥʝ ʿʝʜʠʥʠʮʝ ʢʦʿʝ ʦʙʘʚˀʘʿʫ ʩʣʠʯʥʝ ʟʘʜʘʪʢʝ ʤʦʛʫ 

ʢʦʨʠʩʪʠʪʠ ʨʘʟʣʠʯʠʪʝ ʧʨʦʮʝʜʫʨʝ, 

ü ʩʪʘʥʜʘʨʜʠʟʦʚʘʥ ï ʥʘ ʦʚʦʤ ʥʠʚʦʫ ʟʨʝʣʦʩʪʠ ʩʪʘʥʜʘʨʜʥʠ ʧʨʦʮʝʩʠ ʩʫ ʦʜʘʙʨʘʥʠ ʠʟ 

ʥʘʿʙʦˀʠʭ ʧʨʘʢʩʠ, ʠʜʝʥʪʠʬʠʢʦʚʘʥʠʭ ʫ ʦʢʚʠʨʫ ʨʘʜʥʠʭ ʿʝʜʠʥʠʮʘ; ʮʠˀ 

ʜʦʢʫʤʝʥʪʘʮʠʿʝ ʩʪʘʥʜʘʨʜʥʠʭ ʧʨʦʮʝʩʘ ʿʝ ˁʠʭʦʚʘ ʧʨʠʤʝʥʘ ʟʘ ʧʨʠʧʨʝʤʫ, 

ʜʠʩʪʨʠʙʫʮʠʿʫ, ʠʟʚʦʹʝˁʝ ʠ ʧʦʜʨʰʢʫ ʧʨʦʠʟʚʦʜʘ/ʫʩʣʫʛʘ ʫ ʮʝʣʦʤ ʧʨʝʜʫʟʝ˂ʫ; ʦʚʠ 

                                                 
4
ʈʘʜʥʘ ʿʝʜʠʥʠʮʘ ï ʩʢʫʧ ˀʫʜʠ ʢʦʿʠ ʨʘʜʝ ʟʘʿʝʜʥʦ ʥʘ ʟʘʜʘʮʠʤʘ ʨʘʟʚʦʿʘ, ʧʨʠʧʨʝʤʝ, ʧʦʜʨʰʢʝ, ʦʜʨʞʘʚʘˁʘ ʠ 

ʠʩʧʦʨʫʢʝ ʧʨʦʠʟʚʦʜʘ/ʫʩʣʫʛʘ ʠʣʠ ʦʙʘʚˀʘʿʫ ʠʥʪʝʨʥʝ ʧʦʩʣʦʚʥʝ ʬʫʥʢʮʠʿʝ, ʢʦʿʦʤ ʩʝ ʫʧʨʘʚˀʘ ʢʘʦ 

ʿʝʜʠʥʩʪʚʝʥʦʤ ʿʝʜʠʥʠʮʦʤ ʫʥʫʪʘʨ ʧʨʝʜʫʟʝ˂ʘ.  
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ʧʨʦʮʝʩʠ ʦʙʝʟʙʝʹʫʿʫ ʝʢʦʥʦʤʠʿʫ ʦʙʠʤʘ ʠ ʦʩʥʦʚʫ ʟʘ ʫʯʝˁʝ ʥʘ ʦʩʥʦʚʫ ʟʘʿʝʜʥʠʯʢʠʭ 

ʤʝʨʘ ʠ ʠʩʢʫʩʪʘʚʘ, 

ü ʧʨʝʜʚʠʜʠʚ ï ʦʚʘʿ ʥʠʚʦ ʢʘʨʘʢʪʝʨʠʰʝ ʪʦ ʜʘ ʩʝ ʤʦʛʫ˂ʥʦʩʪʠ ʢʦʿʝ ʧʨʫʞʘʿʫ 

ʩʪʘʥʘʜʘʨʜʠʟʦʚʘʥʠ ʧʨʦʮʝʩʠ ʝʢʩʧʣʦʘʪʠʰʫ ʠ ʚʨʘ˂ʘʿʫ ʥʘʪʨʘʛ ʫ ʨʘʜʥʝ ʿʝʜʠʥʠʮʝ; 

ʧʝʨʬʦʨʤʘʥʩʘʤʘ ʧʨʦʮʝʩʘ ʩʝ ʩʪʘʪʠʩʪʠʯʢʠ ʫʧʨʘʚˀʘ ʪʦʢʦʤ ʮʝʣʦʢʫʧʥʦʛ ʪʦʢʘ ʨʘʜʘ, ʫ 

ʮʠˀʫ ʨʘʟʫʤʝʚʘˁʘ ʠ ʢʦʥʪʨʦʣʝ ʚʘʨʠʿʘʮʠʿʘ, ʪʘʢʦ ʜʘ ʩʝ ʨʝʟʫʣʪʘʪʠ ʧʨʦʮʝʩʘ ʤʦʛʫ 

ʧʨʝʜʚʠʜʝʪʠ, 

ü ʥʠʚʦ ʠʥʦʚʠʨʘˁʘ ï ʥʘ ʦʚʦʤ ʥʠʚʦʫ ʟʨʝʣʦʩʪʠ ʠ ʘʢʪʠʚʥʦʩʪʠ ʧʨʦʘʢʪʠʚʥʦʛ ʠ 

ʦʧʦʨʪʫʥʠʩʪʠʯʢʦʛ ʧʦʙʦˀʰʘˁʘ ʪʨʘʞʝ ʠʥʦʚʘʮʠʿʝ ʢʦʿʝ ʤʦʛʫ ʠʩʧʫʥʠʪʠ ʿʘʟ ʠʟʤʝʹʫ 

ʪʨʝʥʫʪʥʝ ʩʧʦʩʦʙʥʦʩʪʠ ʧʨʝʜʫʟʝ˂ʘ ʠ ʩʧʦʩʦʙʥʦʩʪʠ ʧʦʪʨʝʙʥʝ ʟʘ ʧʦʩʪʠʟʘˁʝ 

ʧʦʩʪʘʚˀʝʥʠʭ ʧʦʩʣʦʚʥʠʭ ʮʠˀʝʚʘ; ʧʨʝʜʫʟʝ˂ʝ ʠʤʘ ʩʘʟʥʘˁʘ ʦ ʢʨʠʪʠʯʥʠʤ 

ʧʦʜʨʫʯʿʠʤʘ, ʥʘ ʧʨʠʤʝʨ, ʦ ʥʠʚʦʫ ʢʦʥʢʫʨʝʥʪʥʦʩʪʠ, ʠ ʧʦʩʪʘʚˀʘ ʢʚʘʥʪʠʪʘʪʠʚʥʝ 

ʮʠˀʝʚʝ ʧʦʙʦˀʰʘˁʘ ʢʘʢʦ ʙʠ ʠʭ ʨʝʰʠʣʘ; ʛʣʘʚʥʠ ʮʠˀ ʥʘ ʦʚʦʤ ʥʠʚʦʫ ʿʝ ʩʪʘʣʥʦ 

ʧʦʙʦˀʰʘˁʝ ʧʨʦʮʝʩʘ ʦʨʛʘʥʠʟʘʮʠʿʝ, ʢʨʦʟ ʧʨʝʚʝʥʮʠʿʫ ʧʨʦʙʣʝʤʘ ʠ ʜʝʬʝʢʘʪʘ, 

ʢʦʥʪʠʥʫʠʨʘʥʠ ʢʘʧʘʮʠʪʝʪ ʠ ʠʥʦʚʠʨʘˁʝ ʧʣʘʥʠʨʘʥʠʭ ʧʦʙʦˀʰʘˁʘ. 

ʄʦʜʝʣ ʟʨʝʣʦʩʪʠ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ ʿʝ ʤʦʛʫ˂ʝ ʧʨʠʤʝʥʠʪʠ ʥʘ ʯʝʪʠʨʠ ʥʘʯʠʥʘ ʢʘʢʦ 

ʥʘʚʦʜʝ ɸʣʜʝʥ ʠ ʂʫʨʪʠʩ (2007). ɳʝʛʦʚʘ ʥʘʿʯʝʰ˂ʘ ʫʧʦʪʨʝʙʘ ʿʝ ʫ ʚʠʜʫ ʚʦʜʠʯʘ ʟʘ ʧʨʦʛʨʘʤ 

ʧʦʙʦˀʰʘˁʘ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ ʠ ʟʘʧʦʯʠˁʝ ʦʮʝʥʦʤ ʪʨʝʥʫʪʥʠʭ ʩʥʘʛʘ ʠ ʩʣʘʙʦʩʪʠ 

ʧʨʝʜʫʟʝ˂ʘ. ʇʨʘʪʝ˂ʠ ʢʦʨʘʢʝ ʜʝʬʠʥʠʩʘʥʝ ʟʘ ʩʚʘʢʠ ʥʠʚʦ ʟʨʝʣʦʩʪʠ, ʧʨʝʜʫʟʝ˂ʝ ʤʦʞʝ ʧʨʦ˂ʠ 

ʧʫʪ ʠʟʤʝʹʫ ad hoc ʜʝʬʠʥʠʩʘʥʠʭ ʧʨʦʮʝʩʘ ʠ ʢʦʥʪʠʥʫʠʨʘʥʦʛ ʧʦʙʦˀʰʘˁʘ. ʉʣʝʜʝ˂ʠ ʥʘʯʠʥ 

ʧʨʠʤʝʥʝ ʧʦʜʨʘʟʫʤʝʚʘ ˁʝʛʦʚʫ ʫʣʦʛʫ ʢʘʦ ʩʚʝʦʙʫʭʚʘʪʥʦʛ ʠ ʧʨʠʥʮʠʧʠʿʝʣʥʦʛ ʤʝʪʦʜʘ ʧʨʠ 

ʧʨʦʮʝʥʠ ʨʠʟʠʢʘ ʫʩʧʝʰʥʦʩʪʠ ʠʤʧʣʝʤʝʥʪʘʮʠʿʝ ʧʦʩʣʦʚʥʠʭ ʩʠʩʪʝʤʘ ʠ ʜʘʚʘˁʝ ʩʤʝʨʥʠʮʘ ʟʘ 

ʧʨʝʜʫʟʠʤʘˁʝ ʘʢʮʠʿʘ ʫ ʮʠˀʫ ˁʠʭʦʚʦʛ ʫʥʘʧʨʝʹʝˁʘ. ɺʨʝʜʥʦʚʘˁʝ ʩʧʦʩʦʙʥʦʩʪʠ ʜʦʙʘʚˀʘʯʘ 

ʿʝ ʩʣʝʜʝ˂ʠ ʥʘʯʠʥ ʧʨʠʤʝʥʝ, ʛʜʝ ʤʦʜʝʣ ʧʨʫʞʘ ʧʦʫʟʜʘʥ ʩʪʘʥʜʘʨʜ ʟʘ ʧʨʦʮʝʥʫ ʩʧʦʩʦʙʥʦʩʪʠ 

ʜʦʙʘʚˀʘʯʘ ʜʘ ʠʩʧʫʥʝ ʧʨʝʫʟʝʪʝ ʦʙʘʚʝʟʝ ʫ ʧʦʛʣʝʜʫ ʥʠʚʦʘ ʫʩʣʫʛʘ, ʢʚʘʣʠʪʝʪʘ, ʮʝʥʝ ʠ 

ʬʫʥʢʮʠʦʥʘʣʥʦʩʪʠ. ʋʢʦʣʠʢʦ ʤʝʥʘ˅ʤʝʥʪ ʞʝʣʠ ʜʘ ʫʧʦʨʝʜʠ ʟʨʝʣʦʩʪ ʧʨʝʜʫʟʝ˂ʘ ʩʘ 

ʪʨʝʥʫʪʥʦʤ ʟʨʝʣʦʰ˂ʫ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ ʫ ʢʦʥʢʨʝʪʥʦʤ ʠʥʜʫʩʪʨʠʿʩʢʦʤ ʩʝʛʤʝʥʪʫ, ʦʥʜʘ 

ʩʝ ʄʦʜʝʣ ʢʦʨʠʩʪʠ ʫ ʩʚʨʭʫ ʙʝʥʯʤʘʨʢʠʥʛʘ. 

ʇʨʝʜʫʟʝ˂ʘ ʩʘ ʠʤʧʣʝʤʝʥʪʠʨʘʥʠʤ ʄʦʜʝʣʦʤ ʟʨʝʣʦʩʪʠ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ ʤʦʛʫ 

ʦʯʝʢʠʚʘʪʠ ʦʩʪʚʘʨʠʚʘˁʝ ʩʣʝʜʝ˂ʠʭ ʧʨʝʜʥʦʩʪʠ (OMG, 2008): 

ü ʩʪʘʥʜʘʨʜʠʟʘʮʠʿʫ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ ʠ ʥʘʿʙʦˀʠʭ ʧʨʘʢʩʠ, ʢʘʦ ʠ ʰʠʨʠ ʦʙʠʤ ʟʥʘˁʘ 

ʠ ʙʦˀʫ ʢʦʥʪʨʦʣʫ ʧʨʦʮʝʩʘ, 
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ü ʧʨʠʢʫʧˀʘˁʝ ʧʦʜʘʪʢʘ ʦ ʜʦʙʨʠʤ ʧʨʘʢʩʘʤʘ ʠ ʠʜʝʥʪʠʬʠʢʦʚʘʥʠʤ ʧʨʦʙʣʝʤʠʤʘ, ʥʘ 

ʢʦʿʠʤʘ ʩʝ ʙʘʟʠʨʘʿʫ ʧʦʙʦˀʰʘˁʘ ʢʦʜ ʙʫʜʫ˂ʠʭ, ʥʦʚʠʭ ʧʨʦʮʝʩʘ, ʰʪʦ ʦʤʦʛʫ˂ʘʚʘ 

ʥʘʧʨʝʜʘʢ ʩʘ ʢʦʥʢʨʝʪʥʦʛ ʥʠʚʦʘ ʟʨʝʣʦʩʪʠ,  

ü ʧʨʝʛʣʝʜ ʢʚʘʣʠʪʘʪʠʚʥʠʭ ʠ ʢʚʘʥʪʠʪʘʪʠʚʥʠʭ ʧʦʜʘʪʘʢʘ ʦ ʠʟʚʨʰʝʥʠʤ ʧʨʦʮʝʩʠʤʘ, 

ʯʠʤʝ ʩʝ ʦʣʘʢʰʘʚʘ ʜʝʬʠʥʠʩʘˁʝ ʧʦʙʦˀʰʘˁʘ ʠ ʦʤʦʛʫ˂ʘʚʘ ʧʨʦʮʝʥʘ ʫʪʠʮʘʿʘ 

ʠʟʚʨʰʝʥʠʭ ʧʨʦʤʝʥʘ ʠ ʦʩʪʚʘʨʝʥʠʭ ʧʦʙʦˀʰʘˁʘ. 

3.2.1.3. ʄʦʜʝʣ ʟʨʝʣʦʩʪʠ ʫʧʨʘʚˀʘˁʘ ʧʦʩʣʦʚʥʠʤ ʧʨʦʮʝʩʠʤʘ  

ʇʦʜʩʪʘʢʥʫʪʠ ʫʦʯʝʥʦʤ ʧʦʪʨʝʙʦʤ ʟʘ ʧʨʦʰʠʨʝˁʝʤ ʙʘʟʝ ʟʥʘˁʘ ʋʇʇ, ʘ ʧʦʩʝʙʥʦ 

ʜʝʣʘ ʢʦʿʠ ʩʝ ʦʜʥʦʩʠ ʥʘ ʟʨʝʣʦʩʪ ʋʇʇ, ʈʦʫʟʤʘʥ ʠ ɼʠ ɹʨʫʠʥ (2005ʘ) ʩʫ ʬʦʨʤʫʣʠʩʘʣʠ 

ʄʦʜʝʣ ʟʨʝʣʦʩʪʠ ʫʧʨʘʚˀʘˁʘ ʧʦʩʣʦʚʥʠʤ ʧʨʦʮʝʩʠʤʘ (ʝʥʛʣ. Business Process Management 

Matuirty Model ï BPMMM). ʎʠˀ ʿʝ ʜʘ ʩʝ ʢʨʦʟ ʨʘʟʚʦʿ ʠ ʧʨʠʤʝʥʫ ʦʚʦʛ ʤʦʜʝʣʘ ʦʣʘʢʰʘ 

ʠʤʧʣʝʤʝʥʪʘʮʠʿʘ ʋʇʇ ʠ ʦʩʪʚʘʨʝˁʝ ʢʦʨʠʩʪʠ ʧʦ ʪʦʤ ʦʩʥʦʚʫ.  

ɺʘʞʥʦ ʿʝ ʠʩʪʘ˂ʠ ʜʘ ʘʫʪʦʨʠ ʤʦʜʝʣʘ ʥʘʣʘʟʝ ʜʘ ʥʝ˂ʝ ʩʚʘ ʧʨʝʜʫʟʝ˂ʘ ʥʫʞʥʦ ʠʤʘʪʠ ʟʘ 

ʮʠˀ ʤʘʢʩʠʤʠʟʠʨʘˁʝ ʟʨʝʣʦʩʪʠ ʋʇʇ. ɸʫʪʦʨʠ ʠʩʪʠʯʫ ʜʘ ʥʝʢʘ ʧʨʝʜʫʟʝ˂ʘ ʤʦʛʫ ʪʝʞʠʪʠ 

ʤʘʢʩʠʤʠʟʠʨʘˁʫ ʝʬʠʢʘʩʥʦʩʪʠ ʋʇʇ.  

ɹʘʟʫ ʦʚʦʛ ʤʦʜʝʣʘ ʟʨʝʣʦʩʪʠ ʯʠʥʠ ʄʦʜʝʣ ʟʨʝʣʦʩʪʠ ʩʧʦʩʦʙʥʦʩʪʠ, ʩʪʦʛʘ ʩʫ ˁʠʭʦʚʠ 

ʥʠʚʦʠ ʟʨʝʣʦʩʪʠ ʠʜʝʥʪʠʯʥʠ. ʀʜʝʥʪʠʬʠʢʦʚʘʥʦ ʿʝ ʧʝʪ ʥʠʚʦʘ ʟʨʝʣʦʩʪʠ ʋʇʇ, ʠ ʪʦ: 

ʧʦʯʝʪʥʠ, ʧʦʥʦʚˀʠʚ, ʜʝʬʠʥʠʩʘʥ, ʫʧʨʘʚˀʠʚ ʠ ʦʧʪʠʤʠʟʠʨʘʥ. ʀ ʢʦʜ ʦʚʦʛ ʤʦʜʝʣʘ 

ʧʨʠʭʚʘ˂ʝʥ ʿʝ ʬʘʟʥʠ ʧʨʠʩʪʫʧ, ʦʜʥʦʩʥʦ ʧʨʝʜʫʩʣʦʚ ʧʨʝʣʘʩʢʘ ʥʘ ʚʠʰʫ ʬʘʟʫ ʟʨʝʣʦʩʪʠ ʿʝ 

ʠʩʧʫˁʝˁʝ ʟʘʭʪʝʚʘ ʥʠʞʠʭ ʬʘʟʘ. ɼʫʙˀʝ ʨʘʟʫʤʝʚʘˁʝ ʨʘʟʣʠʯʠʪʠʭ ʬʘʟʘ ʟʨʝʣʦʩʪʠ ʄʦʜʝʣ 

ʟʨʝʣʦʩʪʠ ʋʇʇ ʦʤʦʛʫ˂ʘʚʘ ʪʠʤʝ ʰʪʦ ʧʨʠʢʘʟʫʿʝ ʨʘʟʣʠʯʠʪʝ ʥʠʚʦʝ ʟʨʝʣʦʩʪʠ ʟʘ ʨʘʟʣʠʯʠʪʝ 

ʜʠʤʝʥʟʠʿʝ ʋʇʇ. ʆʩʥʦʚʥʘ ʧʨʝʪʧʦʩʪʘʚʢʘ ʿʝ ʜʘ ʧʦʚʝ˂ʘʥʘ ʟʨʝʣʦʩʪ ʫ ʠʜʝʥʪʠʬʠʢʦʚʘʥʠʤ 

ʜʠʤʝʥʟʠʿʘʤʘ ʦʩʪʚʘʨʫʿʝ ʧʦʟʠʪʠʚʘʥ ʫʪʠʮʘʿ ʥʘ ʦʩʪʚʘʨʝʥʝ ʧʝʨʬʦʨʤʘʥʩʝ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ 

(ʪʨʦʰʢʦʚʝ, ʢʚʘʣʠʪʝʪ, ʩʘʪʠʩʬʘʢʮʠʿʫ ʢʫʧʘʮʘ, ʬʠʥʘʥʩʠʿʩʢʠ ʨʝʟʫʣʪʘʪ...). 

ʄʦʜʝʣ ʋʇʇ ʩʘʩʪʦʿʠ ʩʝ ʦʜ ʦʜʨʝʹʝʥʠʭ ʝʣʝʤʝʥʘʪʘ. ɻʣʘʚʥʝ ʢʦʤʧʦʥʝʥʪʝ ʄʦʜʝʣʘ 

ʟʨʝʣʦʩʪʠ ʋʇʇ ʩʫ (Rosemann, de Bruin & Hueffner, 2004): ʥʠʚʦʠ ʟʨʝʣʦʩʪʠ, ʬʘʢʪʦʨʠ, 

ʧʝʨʩʧʝʢʪʠʚʝ, ʦʧʩʝʛ ʦʨʛʘʥʠʟʦʚʘˁʘ ʠ ʚʨʝʤʝ.  

ɿʨʝʣʦʩʪ ʋʇʇ ʫ ʦʢʚʠʨʫ ʦʚʦʛ ʤʦʜʝʣʘ ʿʝ ʜʝʬʠʥʠʩʘʥʘ ʢʘʦ ʢʦʤʙʠʥʘʮʠʿʘ ʦʙʫʭʚʘʪʘ ʠ 

ʩʧʦʩʦʙʥʦʩʪʠ. ʇʨʝʣʘʟʘʢ ʥʘ ʚʠʰʠ ʥʠʚʦ ʟʨʝʣʦʩʪʠ ʧʦʜʨʘʟʫʤʝʚʘ ʫʥʘʧʨʝʹʝˁʘ ʠ ʦʙʫʭʚʘʪʘ ʠ 

ʩʧʦʩʦʙʥʦʩʪʠ. ʄʦʜʝʣ ʜʝʬʠʥʠʰʝ ʩʢʫʧ ʢʨʠʪʝʨʠʿʫʤʘ ʟʘ ʤʝʨʝˁʝ ʦʙʫʭʚʘʪʘ ʋʇʇ:  
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ü ʙʨʦʿ ʧʨʦʮʝʩʘ ʫʢˀʫʯʝʥʠʭ ʫ ʧʨʘʢʩʘʤʘ ʋʇʇ, 

ü  ʘʥʛʘʞʦʚʘʥʦʩʪ ʟʘʧʦʩʣʝʥʠʭ ʥʘ ʘʢʪʠʚʥʦʩʪʠʤʘ ʋʇʇ, 

ü ʧʦʚʝʟʘʥʦʩʪ ʩʘ ʜʨʫʛʠʤ ʘʣʘʪʠʤʘ ʟʘ ʫʧʨʘʚˀʘˁʝ (ʢʘʦ ʰʪʦ ʩʫ ʙʫ˅ʝʪʠ, ʧʦʩʣʦʚʥʠ 

ʛʨʘʬʠʢʦʥʠ ...). 

ɼʝʬʠʥʠʩʘʥʘ ʩʫ ʠ ʪʨʠ ʢʨʠʪʝʨʠʿʫʤʘ ʟʘ ʤʝʨʝˁʝ ʥʠʚʦʘ ʩʧʦʩʦʙʥʦʩʪʠ ʋʇʇ ʫ 

ʧʨʝʜʫʟʝ˂ʫ. ʈʘʜʠ ʩʝ ʦ ʩʣʝʜʝ˂ʠʤ ʢʨʠʪʝʨʠʿʫʤʠʤʘ: 

ü ʦʜʛʦʚʦʨ ʥʘ ʠʟʘʟʦʚʝ ʠ ʠʥʠʮʠʿʘʪʠʚʝ ʋʇʇ, 

ü ʫʯʝʩʪʘʣʦʩʪ ʩʧʨʦʚʦʹʝˁʘ ʘʢʪʠʚʥʦʩʪʠ ʠ ʠʥʠʮʠʿʘʪʠʚʘ ʋʇʇ, 

ü ʧʦʜʦʙʥʦʩʪ ʘʣʘʪʘ, ʨʝʩʫʨʩʘ ʠ ʧʨʘʢʩʠ ʋʇʇ. 

ʂʘʦ ʢʦʤʧʦʥʝʥʪʘ ʤʦʜʝʣʘ ʬʘʢʪʦʨ ʿʝ ʜʝʬʠʥʠʩʘʥ ʢʘʦ Ăʩʧʝʮʠʬʠʯʘʥ, ʤʝʨˀʠʚ ʠ 

ʥʝʟʘʚʠʩʘʥ ʝʣʝʤʝʥʪ ʢʦʿʠ ʦʜʨʘʞʘʚʘ ʦʩʥʦʚʥʫ ʠ ʧʦʩʝʙʥʫ ʢʘʨʘʢʪʝʨʠʩʪʠʢʫ ʫʧʨʘʚˀʘˁʘ 

ʧʨʦʮʝʩʠʤʘñ (Rosemann & De Bruin, 2005a, ʩʪʨ. 5). ʀʜʝʥʪʠʬʠʢʦʚʘʥʦ ʿʝ ʧʝʪ ʢʨʠʪʠʯʥʠʭ 

ʬʘʢʪʦʨʘ ʫʩʧʝʰʥʝ ʠʤʧʣʝʤʝʥʪʘʮʠʿʝ ʋʇʇ ʥʘ ʦʩʥʦʚʫ ɼʝʣʬʠ (Delphi) ʩʪʫʜʠʿʝ ʩʧʨʦʚʝʜʝʥʝ 

ʦʜ ʩʪʨʘʥʝ ʈʦʫʟʤʘʥ ʠ ɼʠ ɹʨʫʠʥ (2005ʘ): 

ü ʠʥʬʦʨʤʘʮʠʦʥʘ ʪʝʭʦʣʦʛʠʿʘ ï ʜʘ ʣʠ ʧʨʝʜʫʟʝ˂ʝ ʢʦʨʠʩʪʠ ʠʥʬʦʨʤʘʮʠʦʥʦ-ʪʝʥʦʣʦʰʢʝ 

ʨʝʩʫʨʩʝ ʧʨʠ ʠʤʧʣʝʤʝʥʪʘʮʠʿʠ ʠ ʩʧʨʦʚʦʹʝˁʫ ʧʨʘʢʩʝ ʋʇʇ, 

ü ʢʫʣʪʫʨʘ ï ʜʘ ʣʠ ʿʝ ʧʨʠʭʚʘ˂ʝʥʦ ʋʇʇ ʦʜ ʩʪʨʘʥʝ ʟʘʧʦʩʣʝʥʠʭ, ʫ ʢʦʿʦʿ ʤʝʨʠ ʩʝ 

ʧʨʘʢʪʠʢʫʿʝ ʠ ʜʘ ʣʠ ʩʝ ʧʨʦʤʦʚʠʰʝ,  

ü ʦʜʛʦʚʦʨʥʦʩʪ ï ʜʘ ʣʠ ʿʝ ʠʟʚʨʰʝʥʘ ʨʘʩʧʦʜʝʣʘ ʦʜʛʦʚʦʨʥʦʩʪʠ ʟʘ ʘʢʪʠʚʥʦʩʪʠ ʋʇʇ 

ʟʘʧʦʩʣʝʥʠʤʘ ʧʦʚʝʟʘʥʠʤ ʩʘ ʧʦʩʣʦʚʥʠʤ ʧʨʦʮʝʩʠʤʘ,  

ü ʤʝʪʦʜʦʣʦʛʠʿʘ ï ʜʘ ʣʠ ʿʝ ʫʩʚʦʿʝʥʘ ʬʦʨʤʘʣʥʘ ʤʝʪʦʜʦʣʦʛʠʿʘ ʟʘ ʩʧʨʦʚʦʹʝˁʝ ʋʇʇ, ʠ  

ü ʧʝʨʬʦʨʤʘʥʩʝ ï ʜʘ ʣʠ ʩʝ ʩʧʨʦʚʦʜʠ ʤʝʨʝˁʝ ʠ ʧʨʦʮʝʥʘ ʫʯʠʥʘʢʘ ʧʦ ʦʩʥʦʚʫ ʋʇʇ, 

ʫʢˀʫʯʫʿʫ˂ʠ ʧʦʿʝʜʠʥʘʯʥʝ ʧʨʦʮʝʩʝ ʠ ʟʘʧʦʩʣʝʥʝ ʧʦʚʝʟʘʥʝ ʩʘ ʧʨʦʮʝʩʠʤʘ ʧʨʝʜʫʟʝ˂ʘ. 

ɿʘ ʩʚʘʢʠ ʦʜ ʬʘʢʪʦʨʘ ʟʨʝʣʦʩʪʠ ʥʘʚʝʜʝʥʝ ʩʫ ʟʘʩʝʙʥʝ ʬʘʟʝ ʟʨʝʣʦʩʪʠ. ɳʠʭʦʚ ʧʨʠʢʘʟ 

ʿʝ ʜʘʪ ʫ ʦʢʚʠʨʫ ʤʘʪʨʠʮʝ ʢʦʿʘ ʯʠʥʠ ʦʩʥʦʚʫ ʄʦʜʝʣʘ. 

ʇʝʨʩʧʝʢʪʠʚʘ, ʢʘʦ ʜʠʤʝʥʟʠʿʘ ʄʦʜʝʣʘ, ʧʨʝʜʩʪʘʚˀʘ ʬʘʟʫ ʢʦʿʘ ʿʝ ʧʦʥʦʚˀʠʚʘ ʠ ʤʦʞʝ 

ʧʦʜʨʘʟʫʤʝʚʘʪʠ ʦʙʣʘʩʪ ʝʢʩʧʝʨʪʠʟʝ ʠʣʠ ʧʦʩʪʦʿʝ˂ʝ ʦʜʛʦʚʦʨʥʦʩʪʠ ʫ ʧʨʝʜʫʟʝ˂ʫ. ʇʨʠʤʝʥʫ 

ʥʘʣʘʟʠ ʠ ʢʦʜ ʧʦʿʝʜʠʥʘʯʥʠʭ ʧʨʦʮʝʩʘ ʠ ʢʦʜ ʫʧʨʘʚˀʘˁʘ ʧʨʦʮʝʩʠʤʘ. ʇʝʨʩʧʝʢʪʠʚʝ ʫ ʦʢʚʠʨʫ 

ʄʦʜʝʣʘ ʩʫ: ʫʩʢʣʘʹʠʚʘˁʝ (ʝʥʛʣ. align), ʜʠʟʘʿʥʠʨʘˁʝ (ʝʥʛʣ. design), ʠʟʚʨʰʘʚʘˁʝ (ʝʥʛʣ. 

execute), ʢʦʥʪʨʦʣʘ (ʝʥʛʣ. control) ʠ ʧʦʙʦˀʰʘˁʝ (ʝʥʛʣ. improve) ʠ ʠʟʚʝʜʝʥʝ ʩʫ ʠʟ ʬʘʟʘ 

ʞʠʚʦʪʥʦʛ ʮʠʢʣʫʩʘ (Rosemann et al., 2006).  
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ʆʧʩʝʛ ʧʨʝʜʫʟʝ˂ʘ ʫ ʦʢʚʠʨʫ ʤʦʜʝʣʘ ʿʝ ʩʭʚʘ˂ʝʥ ʢʘʦ ʝʥʪʠʪʝʪ ʥʘ ʢʦʿʠ ʩʝ ʤʦʜʝʣ 

ʧʨʠʤʝˁʫʿʝ. ʆʧʩʝʛ ʤʦʞʝ ʧʨʝʜʩʪʘʚˀʘʪʠ ʧʨʝʜʫʟʝ˂ʝ ʢʘʦ ʮʝʣʠʥʘ ʠʣʠ ʥʝʢʠ ʜʝʦ ʧʨʝʜʫʟʝ˂ʘ.  

ʋ ʦʢʚʠʨʫ ʤʦʜʝʣʘ ʩʣʝʜʝ˂ʘ ʜʠʤʝʥʟʠʿʘ ʿʝ ʚʨʝʤʝ. ʆʜʥʦʩʠ ʩʝ ʩʪʚʘʨʥʫ ʪʘʯʢʫ ʫ ʚʨʝʤʝʥʫ 

ʫ ʢʦʿʦʿ ʩʝ ʧʨʠʤʝˁʫʿʝ ʤʦʜʝʣ. ʅʘʿʧʨʝ ʩʝ ʝʚʘʣʫʠʨʘ ʪʨʝʥʫʪʥʘ ʟʨʝʣʦʩʪ ʋʇʇ, ʟʘʪʠʤ ʩʝ ʤʦʞʝ 

ʫʪʚʨʜʠʪʠ ʞʝˀʝʥʠ ʥʠʚʦ ʟʨʝʣʦʩʪʠ ʠ ʩʘʩʪʘʚʠʪʠ ʧʣʘʥ ʧʦʙʦˀʰʘˁʘ ʨʘʜʠ ˁʝʛʦʚʦʛ ʜʦʩʪʠʟʘˁʘ. 

ʅʘʢʦʥ ʨʝʘʣʠʟʦʚʘʥʠʭ ʧʦʙʦˀʰʘˁʘ ʤʦʜʝʣ ʩʝ ʤʦʞʝ ʧʦʥʦʚʦ ʧʨʠʤʝʥʠʪʠ. ʈʝʟʫʣʪʘʪʠ 

ʜʦʙʠʿʝʥʠ ʪʦʢʦʤ ʚʨʝʤʝʥʘ ʩʝ ʤʦʛʫ ʫʧʦʨʝʹʠʚʘʪʠ, ʯʠʤʝ ʩʝ ʦʤʦʛʫ˂ʫʿʝ ʦʮʝʥʘ ʫʩʧʝʭʘ 

ʦʜʘʙʨʘʥʠʭ ʩʪʨʘʪʝʛʠʿʘ (De Bruin, Freeze, Kaulkarni & Rosemann, 2005). 

ʂʦʤʙʠʥʘʮʠʿʦʤ ʛʣʘʚʥʠʭ ʜʠʤʝʥʟʠʿʘ ʜʦʣʘʟʠ ʩʝ ʜʦ ʄʦʜʝʣʘ ʟʨʝʣʦʩʪʠ ʋʇʇ ʢʘʦ 

ʚʠʰʝʜʠʤʝʥʟʠʦʥʘʣʥʦʛ ʤʦʜʝʣʘ. ʄʦʜʝʣ ʿʝ ʜʘʪ ʫ ʦʙʣʠʢʫ ʢʦʮʢʝ ʩʘ 25 ʧʦˀʘ ʧʨʦʮʝʥʝ, ʛʜʝ 

ʧʨʦʮʝʥʘ ʟʨʝʣʦʩʪʠ ʩʚʘʢʦʛ ʧʦˀʘ ʜʦʚʦʜʠ ʜʦ ʪʨʝʥʫʪʥʝ ʟʨʝʣʦʩʪʠ ʋʇʇ ʧʨʝʜʫʟʝ˂ʘ.  

ʊʦʢʦʤ ʛʦʜʠʥʘ ʠʩʪʨʘʞʠʚʘˁʘ ʠ ʥʘ ʦʩʥʦʚʫ ʜʦʙʠʿʝʥʠʭ ʨʝʟʫʣʪʘʪʘ ʘʫʪʦʨʠ ʩʫ 

ʫʥʘʧʨʝʜʠʣʠ ʄʦʜʝʣ. ʋʧʦʪʨʝʙʘ ʇʝʨʩʧʝʢʪʠʚʝ ʫ ʥʝʢʠʤ ʩʣʫʯʘʿʝʚʠʤʘ ʜʦʚʦʜʠ ʜʦ ʢʦʥʬʫʟʠʿʝ, 

ʿʝʨ ʥʝʢʠ ʢʦʨʠʩʥʠʮʠ ʥʠʩʫ ʧʦʚʝʟʘʣʠ ʞʠʚʦʪʥʠ ʮʠʢʣʫʩ ʩʘ ʭʦʣʠʩʪʠʯʠʤ ʧʨʠʩʪʫʧʦʤ ʋʇʇ, ʚʝ˂ 

ʩʘ ʧʦʿʝʜʠʥʘʯʥʠʤ ʧʨʦʮʝʩʠʤʘ. ʉʪʦʛʘ ʿʝ ʦʥʘ ʟʘʤʝˁʝʥʘ ʅʠʚʦʠʤʘ ʟʨʝʣʦʩʪʠ. ʆʩʪʘʣʝ ʠʟʤʝʥʝ ʫ 

ʄʦʜʝʣʫ ʦʜʥʦʩʝ ʩʝ ʥʘ ʧʨʦʤʝʥʝ ʬʘʢʪʦʨʘ ʟʨʝʣʦʩʪʠ. ʋʚʦʜʠ ʩʝ ʬʘʢʪʦʨ ʂʦʤʧʘʪʠʙʠʣʥʦʩʪ ʩʘ 

ʩʪʨʘʪʝʛʠʿʦʤ ʫʤʝʩʪʦ ʇʝʨʬʦʨʤʘʥʩʠ, ʨʘʜʠ ʫʩʢʣʘʹʠʚʘˁʘ ʫ ʰʠʨʝʤ ʢʦʥʪʝʢʩʪʫ ʫʧʨʘʚˀʘˁʘ 

ʧʨʦʮʝʩʠʤʘ. ʀʟ ʬʘʢʪʦʨʘ ʇʦʩʣʦʚʥʘ ʢʫʣʪʫʨʘ ʠʟʜʚʦʿʝʥʦ ʿʝ ʋʧʨʘʚˀʘˁʝ ˀʫʜʩʢʠʤ ʨʝʩʫʨʩʠʤʘ 

ʢʘʦ ʧʦʩʝʙʘʥ ʬʘʢʪʦʨ, ʪʘʢʦ ʜʘ ʢʦʨʠʛʦʚʘʥʠ ʄʦʜʝʣ ʩʘʜʨʞʠ ʰʝʩʪ ʬʘʢʪʦʨʘ. ʇʦʩʣʦʚʥʘ 

ʢʫʣʪʫʨʘ ʢʘʦ ʬʘʢʪʦʨ ʄʦʜʝʣʘ ʩʘʜʘ ʫʢˀʫʯʫʿʝ ʩʪʘʚʦʚʝ, ʚʨʝʜʥʦʩʪʠ, ʥʘʯʠʥ ʧʦʥʘʰʘˁʘ, ʘ 

ʋʧʨʘʚˀʘˁʝ ˀʫʜʩʢʠʤ ʨʝʩʫʨʩʠʤʘ ʫʢˀʫʯʫʿʝ ʟʥʘˁʝ, ʚʝʰʪʠʥʝ, ʩʧʦʩʦʙʥʦʩʪʠ ʟʘʧʦʩʣʝʥʠʭ. 

ʌʘʢʪʦʨ ʆʜʛʦʚʦʨʥʦʩʪ ʿʝ ʟʘʤʝˁʝʥ ʇʨʦʮʝʩʥʠʤ ʣʠʜʝʨʩʪʚʦʤ, ʢʘʦ ʦʙʫʭʚʘʪʥʠʿʠʤ. ʋʚʝʜʝʥ ʿʝ 

ʬʘʢʪʦʨ ɸʣʘʪʠ ʧʨʦʮʝʩʥʦʛ ʤʝʥʘ˅ʤʝʥʪʘ ʫʤʝʩʪʦ ʜʦʩʘʜʘʰˁʝʛ ʬʘʢʪʦʨʘ ʄʝʪʦʜʦʣʦʛʠʿʝ, ʿʝʨ 

ʩʝ ʥʘ ʪʘʿ ʥʘʯʠʥ ʤʝʥʘ˅ʝʨʠ ʥʝ ʦʛʨʘʥʠʯʘʚʘʿʫ ʦʜʘʙʠʨʦʤ ʤʝʪʦʜʦʣʦʛʠʿʝ (De Bruin, Freeze, 

Kaulkarni & Rosemann, 2005).
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ʉʣʠʢʘ 3.1: ʄʦʜʝʣ ʟʨʝʣʦʩʪʠ ʫʧʨʘʚˀʘˁʘ ʧʦʩʣʦʚʥʠʤ ʧʨʦʮʝʩʠʤʘ 

ʀʟʚʦʨ: ʇʨʠʣʘʛʦʹʝʥʦ ʧʨʝʤʘ Rosemann, M. & De Bruin, T. (2005a) Application of a Holistic Model 

for Determining BPM Maturity.BPTrends, ʩʪʨ. 1-20. ʇʨʝʫʟʝʪʦ ʩʘ https://www.bptrends.com/bpt/wp-

content/publicationfiles/02-05%20WP%20Application%20of%20a%20Holistic%20Model-

%20Rosemann-Bruin%20-%E2%80%A6.pdf (25.12.2019) 

 

ʄʦʜʝʣ ʟʨʝʣʦʩʪʠ ʋʇʇ ʤʦʛʫ˂ʝ ʿʝ ʧʨʠʤʝʥʠʪʠ ʥʘ ʥʠʚʦʫ ʧʨʝʜʫʟʝ˂ʘ, ʥʘ ʥʠʚʦʫ 

ʦʨʛʘʥʠʟʘʮʠʦʥʠʭ ʿʝʜʠʥʠʮʘ, ʧʨʦʿʝʢʘʪʘ ʠʣʠ ʧʦʿʝʜʥʠʥʘʯʥʠʭ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ. ʋʧʨʘʚʦ 

ʤʝʨʝˁʝ ʟʨʝʣʦʩʪʠ ʋʇʇ ʨʘʟʣʠʯʠʪʠʭ ʿʝʜʠʥʠʮʘ ʜʘʿʝ ʚʘʞʥʝ ʠʥʬʦʨʤʘʮʠʿʝ ʦ ʠʥʪʝʨʥʦʿ ʧʨʘʢʩʠ 

ʪʝ ʦʤʦʛʫ˂ʘʚʘ ʧʦʨʝʹʝˁʝ  ʠʟʤʝʹʫ ʪʠʭ ʿʝʜʠʥʠʮʘ ʫ ʨʘʟʣʠʯʠʪʠʤ ʚʨʝʤʝʥʩʢʠʤ ʨʘʟʤʘʮʠʤʘ, h ʪʦ 

ʧʨʝʜʩʪʘʚˀʘ ʧʨʚʠ ʢʦʨʘʢ ʫ ʩʪʘʥʜʘʨʜʠʟʘʮʠʿʠ ʋʇʇ ʫʥʫʪʘʨ ʧʨʝʜʫʟʝ˂ʘ.  

ʅʘʚʝʜʝʥʠ ʤʦʜʝʣ ʟʨʝʣʦʩʪʠ ʦʣʘʢʰʘʚʘ ʨʘʟʚʦʿ ʠ ʠʤʧʣʝʤʝʥʪʘʮʠʿʫ ʋʇʇ. ʄʦʜʝʣ ʿʝ 

ʩʚʝʦʙʫʭʚʘʪʘʥ ʠ ʿʝʜʘʥ ʿʝ ʦʜ ʨʝʪʢʠʭ ʢʦʿʠ ʩʫ ʪʝʩʪʠʨʘʥʠ ʫ ʦʢʚʠʨʠʤʘ ʩʪʫʜʠʿʘ ʩʣʫʯʘʿʘ. 

ʄʝʹʫʪʠʤ, ʤʦʜʝʣ ʥʝ ʜʘʿʝ ʤʝʪʦʜʦʣʦʛʠʿʫ ʢʦʿʫ ʙʠ ʧʨʠʤʝʥʠʣʘ ʧʨʝʜʫʟʝ˂ʘ ʟʘ ʧʨʝʣʘʟʘʢ ʩʘ 

ʩʪʚʘʨʥʦʛ ʥʘ ʞʝˀʝʥʦ ʩʪʘˁʝ. ʊʠʤʝ ʰʪʦ ʩʝ ʫ ʦʢʚʠʨʫ ʤʦʜʝʣʘ ʥʘʚʦʜʝ ʧʨʝʜʥʦʩʪʠ ʠ 

ʧʦʪʝʥʮʠʿʘʣʥʝ ʢʦʨʠʩʪʠ ʩʚʘʢʦʛ ʦʜ ʥʠʚʦʘ ʟʨʝʣʦʩʪʠ ʥʝʦʩʧʦʨʥʘ ʿʝ ˁʝʛʦʚʘ ʤʦʪʠʚʘʮʠʦʥʘ ʠ 

ʫʩʤʝʨʘʚʘʿʫ˂ʘ ʫʣʦʛʘ (ʈʘʜʦʩʘʚˀʝʚʠ˂, 2016).  

5.ʦʧʪʠʤʠʟʠʨʘʥ       

4. ʫʧʨʘʚˀʠʚ       

3.ʜʝʬʠʥʠʩʘʥ       

2. ʧʦʥʦʚˀʠʚ       

1.ʧʦʯʝʪʥʠ        
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3.3.  ʅʠʚʦʠ ʟʨʝʣʦʩʪʠ ʫʧʨʘʚˀʘˁʘ ʧʦʩʣʦʚʥʠʤ ʧʨʦʮʝʩʠʤʘ 

ʂʘʦ ʰʪʦ ʿʝ ʠʩʪʘʢʥʫʪʦ ʥʘ ʧʫʪʫ ʢʘ ʧʦʪʧʫʥʦʿ ʠʤʧʣʝʤʝʥʪʘʮʠʿʠ ʧʨʦʮʝʩʥʦʛ ʧʨʠʩʪʫʧʘ 

ʧʨʝʜʫʟʝ˂ʘ ʧʨʦʣʘʟʝ ʢʨʦʟ ʦʜʨʝʹʝʥʝ ʥʠʚʦʝ ʟʨʝʣʦʩʪʠ (AnĽelkoviĺ Peġiĺ, 2009; 

ʈʘʜʦʩʘʚˀʝʚʠ˂, 2016). ʇʨʦʮʝʥʘ ʜʦʩʪʠʛʥʫʪʦʛ ʥʠʚʦʘ ʟʨʝʣʦʩʪʠ ʧʨʦʮʝʩʘ ʚʨʰʠ ʩʝ ʨʘʜʠ 

ʧʨʦʮʝʥʝ ʩʥʘʛʘ ʠ ʩʣʘʙʦʩʪʠ ʧʨʝʜʫʟʝ˂ʘ ʠ ʩʘʟʥʘˁʘ ʦ ʪʨʝʥʫʪʥʦʤ ʥʠʚʦʫ ʟʨʝʣʦʩʪʠ ʧʨʝʜʫʟʝ˂ʘ 

(Ibbs & Kwak, 2000). ɼʘ ʙʠ ʧʨʝʰʣʦ ʩʘ ʪʨʝʥʫʪʥʦʛ, ʥʠʞʝʛ ʥʘ ʚʠʰʠ ʥʠʚʦ ʟʨʝʣʦʩʪʠ, 

ʧʨʝʜʫʟʝ˂ʝ ʪʨʝʙʘ ʜʘ ʧʦʩʝʜʫʿʝ ʦʜʨʝʹʝʥʝ ʢʘʨʘʢʪʝʨʠʩʪʠʢʝ ʢˀʫʯʥʝ ʟʘ ʪʘʿ ʥʠʚʦ ʟʨʝʣʦʩʪʠ.  

ʇʨʝʣʘʟ ʠʟʤʝʹʫ ʨʘʟʣʠʯʠʪʠʭ ʬʘʟʘ ʟʨʝʣʦʩʪʠ ʦʧʠʩʘʥ ʿʝ ʢʨʦʟ ʥʠʚʦʝ ʟʨʝʣʦʩʪʠ. ʂʘʢʦ 

ʥʘʚʦʜʝ ʂʦʭʣʝʛʘʨ ʠ ʩʘʨʘʜʥʠʮʠ (Kohlegger et al, 2009) ʙʨʦʿ ʥʠʚʦʘ ʢʦʜ ʤʦʜʝʣʘ ʟʨʝʣʦʩʪʠ ʩʝ 

ʢʨʝ˂ʝ ʦʜ ʪʨʠ ʜʦ ʩʝʜʘʤ, ʘʣʠ ʧʨʦʩʝʯʘʥ ʙʨʦʿ ʥʠʚʦʘ ʿʝ ʧʝʪ. ʅʘʿʧʦʧʫʣʘʨʥʠʿʠ ʥʘʯʠʥ ʧʨʦʮʝʥʝ 

ʟʨʝʣʦʩʪʠ ʧʦʜʨʘʟʫʤʝʚʘ ʧʨʠʤʝʥʫ ʃʠʢʝʨʪʦʚʝ ʩʢʘʣʝ ʩʘ ʧʝʪ ʪʘʯʘʢʘ, ʛʜʝ ʧʝʪʘ ʪʘʯʢʘ 

ʧʨʝʜʩʪʘʚˀʘ ʥʘʿʚʠʰʠ ʥʠʚʦ ʟʨʝʣʦʩʪʠ. ʅʠʿʝ ʥʝʧʦʟʥʘʥʠʮʘ ʜʘ ʤʦʜʝʣʠ ʟʨʝʣʦʩʪʠ ʠʤʘʿʫ ʥʝʢʫ 

ʚʨʩʪʫ ʧʨʝʜʬʘʟʝ, ʫ ʢʦʿʦʿ ʤʝʥʘ˅ʝʨʠ ʿʦʰ ʫʚʝʢ ʥʠʩʫ ʩʚʝʩʥʠ ʧʦʪʨʝʙʝ ʫʧʨʘʚˀʘˁʘ ʠ 

ʫʥʘʧʨʝʹʝˁʘ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ (Spanyi, 2004). ʆʚʘ ʧʨʝʜʬʘʟʘ ʧʨʝʜʩʪʘʚˀʘ ʫʣʘʟʘʢ 

ʧʨʝʜʫʟʝ˂ʘ ʫ ʧʨʦʮʝʩ ʩʘʟʨʝʚʘˁʘ (ʈʘʜʦʩʘʚˀʝʚʠ˂, 2016).  

ʄʦʜʝʣ ʟʨʝʣʦʩʪʠ ʩʧʦʩʦʙʥʦʩʪʠ, ʢʘʦ ʠʥʠʮʠʿʘʣʥʠ ʤʦʜʝʣ ʟʨʝʣʦʩʪʠ, ʦʙʫʭʚʘʪʘ ʧʝʪ 

ʬʘʟʘ, ʦʜʥʦʩʥʦ ʥʠʚʦʘ ʟʨʝʣʦʩʪʠ (ʉʣʠʢʘ 2.2). ɺʝ˂ʠʥʘ ʚʦʜʝ˂ʠʭ ʤʦʜʝʣʘ ʟʨʝʣʦʩʪʠ ʿʝ 

ʧʨʠʭʚʘʪʠʣʘ ʧʨʠʢʘʟ ʦʜ ʧʝʪ ʥʠʚʦʘ ʟʨʝʣʦʩʪʠ. ʅʝʢʠ ʘʫʪʦʨʠ ʥʘʚʦʜʝ ʧʦʪʨʝʙʫ ʟʘ ʜʦʜʘʚʘˁʝʤ 

ʿʦʰ ʿʝʜʥʦʛ ʥʠʚʦʘ, ʪʟʚ. ʧʨʦʰʠʨʝʥʠ ʥʠʚʦ, ʢʦʿʠ ˂ʝ ʙʠʪʠ ʦʢʨʝʥʫʪ ʢʘ ʫʩʧʦʩʪʘʚˀʘˁʫ ʤʨʝʞʝ 

ʣʘʥʮʘ ʩʥʘʙʜʝʚʘˁʘ (Lockamy & McCormack, 2004a). ʂʨʝʪʘˁʝ ʧʨʝʜʫʟʝ˂ʘ ʜʫʞ ʬʘʟʘ 

ʟʨʝʣʦʩʪʠ ʟʘʭʪʝʚʘ ʦʜʨʝʹʝʥʠ ʢʦʥʪʠʥʫʠʪʝʪ. ʅʝ ʧʦʩʪʦʿʠ ʤʦʛʫ˂ʥʦʩʪ ʧʨʝʩʢʘʢʘˁʘ ʥʠʚʦʘ, ʚʝ˂ 

ʿʝ ʥʝʦʧʭʦʜʥʦ ʠʩʧʫˁʝˁʝ ʟʘʭʪʝʚʘ ʩʘ ʥʠʞʝʛ ʥʠʚʦʘ ʜʘ ʙʠ ʩʝ ʧʦʯʝʣʦ ʩʘ ʨʘʜʦʤ ʟʘ ʧʨʝʣʘʟʘʢ ʥʘ 

ʚʠʰʠ ʥʠʚʦ. ɼʦʩʪʠʟʘˁʝ ʥʘʿʚʠʰʝʛ ʥʠʚʦʘ ʟʨʝʣʦʩʪʠ ʥʝ ʤʦʨʘ ʜʘ ʙʫʜʝ ʮʠˀ ʩʚʘʢʦʛ ʧʨʝʜʫʟʝ˂ʘ. 

ʇʨʝʜʫʟʝ˂ʝ ʪʨʝʙʘ ʜʘ ʪʝʞʠ ʢʘ ʜʦʩʪʠʟʘˁʫ ʦʥʦʛ ʥʠʚʦʘ ʟʨʝʣʦʩʪʠ ʢʦʿʠ ʿʝ ʥʘʿʘʜʝʢʚʘʪʥʠʿʠ ʫ 

ʧʦʛʣʝʜʫ ʦʩʪʚʘʨʝˁʘ ʧʦʩʪʘʚˀʝʥʠʭ ʮʠˀʝʚʘ, ʰʪʦ ʥʝ ʤʦʨʘ ʥʫʞʥʦ ʙʠʪʠ ʥʘʿʚʠʰʠ ʥʠʚʦ 

ʟʨʝʣʦʩʪʠ. ɼʨʫʛʠʤ ʨʝʯʠʤʘ, ʧʨʝʜʫʟʝ˂ʝ ˂ʝ ʠʤʘʪʠ ʟʘ ʮʠˀ ʧʦʩʪʠʟʘˁʝ ʬʘʟʝ ʟʨʝʣʦʩʪʠ ʢʦʿʘ ʿʝ 

ʥʘʿʧʨʠʢʣʘʜʥʠʿʘ ʟʘ ʨʝʘʣʠʟʘʮʠʿʫ ʧʦʩʪʘʚˀʝʥʠʭ ʮʠˀʝʚʘ (Roseman & De Bruin, 2005a). 



ʈʘʟʚʦʿ ʦʢʚʠʨʘ ʟʘ ʧʦʚʝ˂ʘˁʝ ʧʨʦʮʝʩʥʝ ʟʨʝʣʦʩʪʠ ʧʨʝʜʫʟʝ˂ʘ 

78 

 

 

 

ʉʣʠʢʘ 3.2: ʅʠʚʦʠ ʟʨʝʣʦʩʪʠ 

ʀʟʚʦʨ: ʇʨʠʣʘʛʦʹʝʥʦ ʧʨʝʤʘ AnĽelkoviĺ Peġiĺ, M. (2009). Business Process Management 

Maturity Model and Six Sigma: An Integrated Approach for Easier Networking. Editor: Josef 

Windsperger. 4th International Conference ĂEconomics and Management of Networksñ. 

September 3-5. Sarajevo. ʇʨʝʫʟʝʪʦ ʩʘ: http://emnet.univie.ac.at/uploads/ media/Andjelkovic-

Pesic_01.pdf (20.07.2019.) 
 

ʄʦʜʝʣ ʟʨʝʣʦʩʪʠ ʋʇʇ ʫʢˀʫʯʫʿʝ ʧʝʪ ʥʠʚʦʘ ʟʨʝʣʦʩʪʠ, ʦʜʥʦʩʥʦ ʥʠʚʦʘ ʫʥʘʧʨʝʹʝˁʘ 

ʫʧʨʘʚˀʘˁʘ ʧʨʦʮʝʩʠʤʘ (ʩʣʠʢʘ 3.2). ʅʘ ʩʚʘʢʦʤ ʥʠʚʦʫ ʧʨʝʜʫʟʝ˂ʘ ʨʘʟʚʠʿʘʿʫ ʥʦʚʝ ʧʦʩʣʦʚʥʝ 

ʚʝʰʪʠʥʝ, ʠʤʣʝʤʝʥʪʠʨʘʿʫ ʥʦʚʫ ʪʝʭʥʦʣʦʛʠʿʫ, ʧʦʢʘʟʫʿʫ ʨʘʟʣʠʯʠʪ ʥʠʚʦ ʧʦʩʣʦʚʥʝ ʢʫʣʪʫʨʝ 

ʩʪʚʘʨʘʿʫ˂ʠ ʦʩʥʦʚʫ ʟʘ ʧʨʝʣʘʟʘʢ ʥʘ ʚʠʰʠ ʥʠʚʦ ʟʨʝʣʦʩʪʠ. ʇʦʤʝʥʫʪʠ ʥʠʚʦʠ ʩʝ ʿʘʚˀʘʿʫ ʧʦʜ 

ʨʘʟʣʠʯʠʪʠʤ ʥʘʟʠʚʠʤʘ. ʇʨʠʭʚʘ˂ʝʥʘ ʿʝ ʩʣʝʜʝ˂ʘ ʩʠʩʪʝʤʘʪʠʟʘʮʠʿʘ ʥʠʚʦʘ ʟʨʝʣʦʩʪʠ 

(ʈʘʜʦʩʘʚˀʝʚʠ˂, 2016; AnĽelkoviĺ Peġiĺ, Jankoviĺ-Miliĺ, AnĽelkoviĺ, 2012; AnĽelkoviĺ 

Peġiĺ, 2009): 

ü ʧʦʯʝʪʥʠ ʥʠʚʦ, 

ü ʧʦʥʦʚˀʠʚ ʥʠʚʦ, 

ü ʩʪʘʥʜʘʨʜʠʟʦʚʘʥ ʥʠʚʦ,  

ü ʢʚʘʥʪʠʪʘʪʠʚʥʦ ʫʧʨʘʚˀʠʚ ʥʠʚʦ,  

ü ʥʠʚʦ ʢʦʥʪʠʥʫʠʨʘʥʦʛ ʫʥʘʧʨʝʹʝˁʘ. 

ʅʘʿʟʥʘʯʘʿʥʠʿʝ ʢʘʨʘʢʪʝʨʠʩʪʠʢʝ ʥʘʚʝʜʝʥʠ ʥʠʚʦʘ ʟʨʝʣʦʩʪʠ ʋʇʇ ʜʝʪʘˀʥʦ ʩʫ 

ʧʨʠʢʘʟʘʥʝ ʫ ʥʘʩʪʘʚʢʫ. 

 

 

ʇʦʯʝʪʥʠ 
ʥʠʚʦ 

ʇʦʥʦʚˀʠʚ 
ʥʠʚʦ 

ʉʪʘʥʜʘʨʜʠʟʦʚʘʥ 
ʥʠʚʦ 

ʂʚʘʥʪʠʪʘʪʠʚʥʦ 
ʫʧʨʘʚˀʠʚ ʥʠʚʦ 

ʅʠʚʦ 
ʢʦʥʪʠʥʫʠʨʘʥʦʛ  
ʫʧʨʘʚˀʘˁʘ 
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3.3.1.  ʇʦʯʝʪʥʠ ʥʠʚʦ ʟʨʝʣʦʩʪʠ  

ʂʦʥʩʪʘʥʪʥʠ ʥʘʧʦʨ ʢʘ ʧʦʚʝ˂ʘˁʫ ʧʦʩʣʦʚʥʠʭ ʧʝʨʬʦʨʤʘʥʩʠ ʿʝ ʧʫʪ ʢʘ ʦʩʪʚʘʨʝˁʫ 

ʥʘʧʨʝʪʢʘ ʩʚʘʢʦʛ ʧʨʝʜʫʟʝ˂ʘ. ʈʘʜʠ ʩʝ ʦ ʥʘʧʦʨʫ ʪʦʧ ʤʝʥʘ˅ʤʝʥʪʘ ʢʦʿʠ ʩʝ ʦʛʣʝʜʘ ʫ 

ʧʦʢʨʝʪʘˁʫ ʧʨʦʤʝʥʘ. ʅʘʠʤʝ, ʢʘʜʘ ʤʝʥʘ˅ʝʨʠ ʧʦʩʪʘʥʫ ʩʚʝʩʥʠ ʟʥʘʯʘʿʘ ʧʨʦʮʝʩʥʝ 

ʦʨʠʿʝʥʪʘʮʠʿʝ ʜʦʣʘʟʠ ʜʦ ʠʥʠʮʠʨʘˁʘ ˁʝʥʝ ʠʤʧʣʝʤʝʥʪʘʮʠʿʝ. ʅʘ ʪʘʿ ʥʘʯʠʥ ʧʨʝʜʫʟʝ˂ʝ ʫʣʘʟʠ 

ʫ ʧʦʯʝʪʥʠ ʥʠʚʦ ʟʨʝʣʦʩʪʠ. 

ʆʥʦ ʰʪʦ ʢʘʨʘʢʪʝʨʠʰʝ ʧʨʝʜʫʟʝ˂ʘ ʥʘ ʦʚʦʤ ʥʠʚʦʫ ʟʨʝʣʦʩʪʠ ʩʫ ʿʦʰ ʫʚʝʢ 

ʥʝʜʝʬʠʥʠʩʘʥʠ ʧʦʩʣʦʚʥʠ ʧʨʦʮʝʩʠ. ʉʧʦʨʘʜʠʯʥʦ ʤʝʨʝˁʝ ʧʝʨʬʦʨʤʘʥʩʠ ʠ ʥʝʧʦʩʪʦʿʘˁʝ 

ʦʨʛʘʥʠʟʦʚʘʥʦʛ ʋʇʇ ʦʙʝʣʝʞʿʘ ʩʫ ʧʦʯʝʪʥʦʛ ʥʠʚʦʘ ʟʨʝʣʦʩʪʠ. ʉʪʦʛʘ, ʧʨʝʜʫʟʝ˂ʘ ʥʝ 

ʦʩʪʚʘʨʫʿʫ ʢʦʥʟʠʩʪʝʥʪʥʫ ʨʝʘʣʠʟʘʮʠʿʫ ʧʨʦʮʝʩʘ, ʿʘʚˀʘ ʩʝ ʯʝʩʪʦ ʜʫʧʣʠʨʘˁʝ ʥʘʧʦʨʘ 

ʫʩʤʝʨʝʥʠʭ ʢʘ ʨʝʘʣʠʟʘʮʠʿʠ ʧʦʩʪʘʚˀʝʥʠʭ ʮʠˀʝʚʘ. ʊʘʢʦʹʝ, ʤʝʥʘ˅ʝʨʠ ʥʝ ʫʩʧʝʚʘʿʫ ʜʘ 

ʦʙʝʟʙʝʜʝ ʩʪʘʙʠʣʥʦ ʧʦʩʣʦʚʥʦ ʦʢʨʫʞʝˁʝ ʟʘ ʜʠʩʮʠʧʣʠʥʦʚʘʥʦ ʠ ʢʦʥʟʠʩʪʝʥʪʥʦ ʠʟʚʨʰʘʚʘˁʝ 

ʟʘʜʘʪʘʢʘ ʦʜ ʩʪʨʘʥʝ ʟʘʧʦʩʣʝʥʠʭ. ʅʝʨʝʪʢʦ ʜʦʣʘʟʠ ʜʦ ʧʨʝʤʘʰʠʚʘˁʘ ʧʣʘʥʠʨʘʥʦʛ ʥʠʚʦʘ 

ʪʨʦʰʢʦʚʘ. ʄʝʹʫʪʠʤ, ʤʦʛʫ˂ʝ ʿʝ ʜʘ ʧʨʝʜʫʟʝ˂ʝ, ʠ ʧʦʨʝʜ ʩʚʝʛʘ, ʦʩʪʚʘʨʠ ʫʩʧʝʭ ʫ 

ʧʨʦʠʟʚʦʜˁʠ ʧʨʦʠʟʚʦʜʘ ʠ ʧʨʫʞʘˁʫ ʫʩʣʫʛʘ. ʊʘʿ ʫʩʧʝʭ ʥʘʿʯʝʰ˂ʝ ʿʝ ʨʝʟʫʣʘʪ ʨʘʜʘ ʩʪʨʫʯʥʠʭ 

ʧʦʿʝʜʠʥʘʮʘ ʠʟ ʨʝʜʦʚʘ ʤʝʥʘ˅ʝʨʘ ʠʣʠ ʟʘʧʦʩʣʝʥʠʭ ʫʦʧʰʪʝ ʠ ʢʘʦ ʪʘʢʘʚ ʥʠʿʝ ʦʜʨʞʠʚ. 

ʇʨʝʜʫʟʝ˂ʘ ʥʘ ʦʚʦʤ ʥʠʚʦʫ ʥʠʩʫ ʫ ʩʪʘˁʫ ʜʘ ʧʦʥʦʚʝ ʨʘʥʠʿʝ ʫʩʧʝʰʥʝ ʧʨʘʢʩʝ. 

ʇʨʝʤʘ ʪʦʤʝ, ʥʠʚʦ ʠʥʠʮʠʨʘˁʘ ʦʙʝʣʝʞʘʚʘ ʥʝʜʦʩʣʝʜʥʦʩʪ ʢʘʢʦ ʫ ʦʩʪʚʘʨʝʥʠʤ 

ʨʝʟʫʣʪʘʪʠʤʘ ʪʘʢʦ ʠ ʫ ʨʝʘʣʠʟʦʚʘʥʠʤ ʧʨʦʮʝʩʠʤʘ. ʆʚʘʿ ʥʠʚʦ ʦʟʥʘʯʘʚʘ ʩʝ ʠ ʢʘʦ ʩʪʘˁʝ 

ʩʠʣʦʩʘ (Fisher, 2004). ʅʘ ʧʦʯʝʪʥʦʤ ʥʠʚʦʫ ʟʨʝʣʦʩʪʠ ʧʨʝʜʫʟʝ˂ʝ ʿʝ ʩʪʨʫʢʪʫʨʠʨʘʥʦ ʫ 

ʬʫʥʢʮʠʦʥʘʣʥʝ ʩʠʣʦʩʝ ʠʣʠ ʦʜʝˀʝˁʘ, ʛʜʝ ʩʫ ʟʘʧʦʩʣʝʥʠ ʩʢʣʦʥʠ ʜʘ ʩʝ ʬʦʢʫʩʠʨʘʿʫ ʥʘ 

ʫʥʘʧʨʝʹʝˁʝ ʧʝʨʬʦʨʤʘʥʩʠ ʩʚʦʛ ʦʜʝˀʝˁʘ. ʀʥʬʦʨʤʘʮʠʦʥʠ ʩʠʩʪʝʤʠ ʫʥʫʪʘʨ ʦʜʝˀʝˁʘ ʩʫ 

ʦʙʠʯʥʦ ʥʘʩʣʝʹʝʥʠ ʩʠʩʪʝʤʠ ʠ ʛʝʥʝʨʘʣʥʦ ʩʝ ʜʦʞʠʚˀʘʚʘʿʫ ʢʘʦ ʪʨʦʰʘʢ ʠʣʠ ʪʝʨʝʪ 

ʧʦʩʣʦʚʘˁʘ. ʀʟʦʩʪʘʿʝ ʫʩʢʣʘʹʝʥʦʩʪ ʩʪʨʘʪʝʛʠʿʝ ʠ ʫʧʨʘʚˀʘˁʘ ʧʨʝʜʫʟʝ˂ʝʤ ʪʝ ʿʝ ʥʝʤʦʛʫ˂ʝ 

ʦʩʠʛʫʨʘʪʠ ʝʬʝʢʪʠʚʥʘ ʨʝʰʝˁʘ. ʉʚʝ ʪʦ ʜʦʜʘʪʥʦ ʜʦʧʨʠʥʦʩʠ ʩʧʦʨʦʤ ʦʜʘʟʠʚʫ ʥʘ ʧʨʦʤʝʥʝ ʫ 

ʥʝʩʪʘʙʠʣʥʦʤ ʦʢʨʫʞʝˁʫ. 

3.3.2. ʇʦʥʦʚˀʠʚ ʥʠʚʦ ʟʨʝʣʦʩʪʠ 

ʅʘʢʦʥ ʠʥʠʮʠʨʘˁʘ ʧʦʩʣʦʚʥʝ ʦʨʠʿʝʥʪʘʮʠʿʝ ʧʨʝʜʫʟʝ˂ʝ ʧʨʝʣʘʟʠ ʥʘ ʜʨʫʛʠ ʥʠʚʦ 

ʟʨʝʣʦʩʪʠ. ʅʘ ʦʚʦʤ ʥʠʚʦʫ ʟʨʝʣʦʩʪʠ ʧʨʝʜʫʟʝ˂ʝ ʩʝ ʬʦʢʫʩʠʨʘ ʥʘ ʧʦʩʣʦʚʥʝ ʧʨʦʮʝʩʝ ʠ 

ʜʝʬʠʥʠʰʝ ʿʝʜʘʥ ʠʣʠ ʚʠʰʝ ʢˀʫʯʥʠʭ ʧʨʦʮʝʩʘ. ʊʝʢ ʪʘʜʘ ʧʨʝʜʫʟʝ˂ʝ ʧʦʯʠˁʝ ʩʘ 

ʥʘʧʨʝʜʦʚʘˁʝʤ ʥʘ ʣʝʩʪʚʠʮʠ ʟʨʝʣʦʩʪʠ. ɼʝʬʠʥʠʩʘʥʝ ʩʫ ʦʜʛʦʚʦʨʥʦʩʪʠ ʤʝʥʘ˅ʝʨʘ ʠ ʧʘʞˁʘ 
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ʩʝ ʫʩʤʝʨʘʚʘ ʥʘ ʨʝʰʘʚʘˁʝ ʧʨʦʙʣʝʤʘ ʫ ʚʝʟʠ ʩʘ ʨʝʘʣʠʟʘʮʠʿʦʤ ʧʨʦʮʝʩʘ. ʇʨʝʜʫʟʝ˂ʝ 

ʜʝʬʠʥʠʰʝ ʮʝʣʦʢʫʧʥʠ ʧʨʦʮʝʩ, ʘʣʠ ʙʝʟ ʜʝʪʘˀʥʦ ʜʝʬʠʥʠʩʘʥʠʭ ʧʦʜʧʨʦʮʝʩʘ ʠʣʠ 

ʘʢʪʠʚʥʦʩʪʠ (ʍʘʨʤʦʥ, 2004). ʀʜʝʥʪʠʬʠʢʦʚʘʥʠ ʩʫ ʠʥʧʫʪʠ ʠ ʘʫʪʧʫʪʠ ʢˀʫʯʥʠʭ ʧʨʦʮʝʩʘ ʠ 

ˁʝʛʦʚʝ ʢʨʠʪʠʯʥʝ ʧʨʝʢʨʝʪʥʠʮʝ, ʰʪʦ ʯʠʥʠ ʚʠʜˀʠʚʠʤ ʩʪʘʪʫʩ ʧʨʦʮʝʩʘ. ʇʨʝʜʫʟʝ˂ʘ ʤʦʛʫ ʟʘ 

ʢˀ ʫʯʥʝ ʧʨʦʮʝʩʝ ʧʨʘʪʠʪʠ ʪʨʦʰʢʦʚʝ, ʨʘʩʧʦʨʝʜ, ʬʫʥʢʮʠʦʥʘʣʥʦʩʪ... ʂʘʢʦ ʿʝ ʧʦʩʪʠʛʥʫʪʠ 

ʫʩʧʝʭ ʠ ʧʦʩʪʦʿʝ˂ʝ ʝʬʠʢʘʩʥʝ ʧʨʘʢʩʝ ʥʘ ʦʚʦʤ ʥʠʚʦʫ ʟʨʝʣʦʩʪʠ ʤʦʛʫ˂ʝ ʫʯʠʥʠʪʠ ʧʦʥʦʚʦ ʦʚʘʿ 

ʥʠʚʦ ʿʝ ʦʟʥʘʯʝʥ ʢʘʦ ʧʦʥʦʚˀʠʚ.  

ʋʧʨʘʚˀʘˁʝ ʧʨʦʮʝʩʠʤʘ ʥʘ ʦʚʦʤ ʥʠʚʦʫ ʩʝ ʩʧʨʦʚʦʜʠ ʥʘ ʥʠʚʦʫ ʧʦʿʝʜʠʥʘʯʥʠʭ 

ʧʨʦʮʝʩʘ ʠʣʠ ʜʝʣʦʚʘ ʧʨʦʮʝʩʘ. ɺʨʰʠ ʩʝ ʢʦʥʪʨʦʣʘ ʧʦʿʝʜʠʥʠʭ ʠʟʚʨʰʝʥʠʭ ʘʢʪʠʚʥʦʩʪʠ ʰʪʦ 

ʨʝʟʫʣʪʠʨʘ ʥʝʘʜʝʢʚʘʪʥʠʤ, ʥʝʜʦʚʦˀʥʠʤ ʧʦʜʘʮʠʤʘ ʟʘ ʫʥʘʧʨʝʹʝˁʝ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ. 

ʂʘʢʦ ʥʝʤʘ ʫʧʨʘʚˀʘˁʘ ʧʨʦʮʝʩʠʤʘ ʥʘ ʥʠʚʦʫ ʮʝʣʦʢʫʧʥʦʛ ʧʨʝʜʫʟʝ˂ʘ, ʿʦʰ ʫʚʝʢ ʿʝ ʚʠʩʦʢ 

ʥʠʚʦ ʨʠʟʠʢʘ ʦʜ ʥʘʜʤʘʰʠʚʘˁʘ ʧʨʦʮʝˁʝʥʦʛ ʥʠʚʦʘ ʪʨʦʰʢʦʚʘ ʠ ʚʨʝʤʝʥʘ. 

ɿʘ ʧʨʝʜʫʟʝ˂ʘ ʥʘ ʦʚʦʤ ʥʠʚʦʫ ʟʨʝʣʦʩʪʠ ʢʘʞʝ ʩʝ ʜʘ ʩʫ ʫ ʩʪʘˁʫ ʪʘʢʪʠʯʢʝ 

ʠʥʪʝʛʨʘʮʠʿʝ (AnĽelkoviĺ Peġiĺ, 2009), ʿʝʨ ʫʣʘʞʫ ʥʘʧʦʨ ʢʘ ʠʥʪʝʛʨʠʩʘˁʫ ʧʨʝʜʫʟʝ˂ʘ 

ʦʜʥʦʩʥʦ ʧʦʿʝʜʠʥʠʭ ˁʝʛʦʚʠʭ ʜʝʣʦʚʘ. ʋ ʬʦʢʫʩʫ ʦʚʦʛ ʥʠʚʦʘ ʟʨʝʣʦʩʪʠ ʥʘʣʘʟʠ ʩʝ ʧʨʦʙʠʿʘˁʝ 

ʛʨʘʥʠʮʘ ʦʨʛʘʥʠʟʘʮʠʦʥʠʭ ʿʝʜʠʥʠʮʘ ʠ ʧʦʩʣʦʚʥʠʭ ʬʫʥʢʮʠʿʘ. ʅʘ ʪʘʿ ʥʘʯʠʥ, ʦʤʦʛʫ˂ʘʚʘ ʩʝ 

ʨʘʟʤʝʥʘ ʠʥʬʦʨʤʘʮʠʿʘ ʠʟʤʝʹʫ ʦʨʛʘʥʠʟʘʮʠʦʥʠʭ ʿʝʜʠʥʠʮʘ ʦʜʥʦʩʥʦ ʧʦʩʣʦʚʥʠʭ ʬʫʥʢʮʠʿʘ. 

ʆʜʝˀʝˁʝ ʠʥʬʦʨʤʘʮʠʦʥʝ ʪʝʭʥʦʣʦʛʠʿʝ ʠʤʘ ʫʣʦʛʫ ʚʦʹʝ ʫ ʦʚʦʿ ʚʨʩʪʠ ʠʥʮʠʿʘʪʠʚʝ. ɳʝʛʦʚʘ 

ʫʣʦʛʘ ʿʝ ʢʨʠʪʠʯʥʘ ʫ ʫʥʘʧʨʝʹʝˁʫ ʤʝʹʫʬʫʥʢʮʠʦʥʘʣʥʝ ʝʬʠʢʘʩʥʦʩʪʠ. ʆʚʦ ʦʜʝˀʝˁʝ 

ʨʫʢʦʚʦʜʠ ʠʤʧʣʝʤʝʥʪʘʮʠʿʦʤ ʩʠʩʪʝʤʘ ʟʘ ʠʥʪʝʛʨʘʮʠʿʫ ʠʥʬʦʨʤʘʮʠʿʘ ʠ ʧʨʦʮʝʩʥʠʭ 

ʩʪʘʥʜʘʨʜʘ. ʀʤʧʣʝʤʝʥʪʘʮʠʿʦʤ ʦʚʦʛ ʩʠʩʪʝʤʘ ʧʨʝʜʫʟʝ˂ʘ ʧʨʠʢʫʧˀʘʿʫ ʠ ʙʨʞʝ ʦʙʨʘʹʫʿʫ 

ʧʦʜʘʪʢʝ ʠ ʜʦʥʦʩʝ ʢʚʘʣʠʪʝʪʥʠʿʝ ʦʜʣʫʢʝ. ʆʜʝˀʝˁʝ ʠʥʬʦʨʤʘʮʠʦʥʝ ʪʝʭʥʦʣʦʛʠʿʝ ʧʦʢʫʰʘʚʘ 

ʜʘ ʥʘʤʝʪʥʝ ʦʩʪʘʣʠʤ ʦʨʛʘʥʠʟʘʮʠʦʥʠʤ ʿʝʜʠʥʠʮʘʤʘ ʠʟʤʝʥʫ ʧʦʩʪʦʿʝ˂ʠʭ ʧʨʦʮʝʩʘ, ʘʣʠ ʯʝʩʪʦ 

ʥʘʠʣʘʟʠ ʥʘ ˁʠʭʦʚ ʦʪʧʦʨ. ɿʘʧʦʩʣʝʥʠ ʫʥʫʪʘʨ ʦʨʛʘʥʠʟʘʮʠʦʥʠʭ ʿʝʜʠʥʠʮʘ ʠ ʜʘˀʝ ʪʝʞʝ ʢʘ 

ʦʧʪʠʤʠʟʘʮʠʿʠ ʧʦʩʣʦʚʘˁʘ ʿʝʜʠʥʠʮʝ ʫ ʢʦʿʦʿ ʨʘʜʝ. ʆʥʠ ʪʝʞʝ ʢʘ ʝʬʠʢʘʩʥʦʩʪʠ ʩʚʦʿʝ 

ʦʨʛʘʥʠʟʘʮʠʦʥʝ ʿʝʜʠʥʠʮʝ ʥʝ ʚʦʜʝ˂ʠ ʨʘʯʫʥʘ ʦ ʝʬʠʢʘʩʥʦʩʪʠ ʮʝʣʦʢʫʧʥʦʛ ʧʦʩʣʦʚʥʦʛ 

ʧʨʦʮʝʩʘ. ʉʪʦʛʘ ʿʝ ʘʥʛʘʞʦʚʘˁʝ ʥʘ ʧʨʦʤʝʥʠ ʢʫʣʪʫʨʝ ʟʘʧʦʩʣʝʥʠʭ ʫ ʧʨʘʚʮʫ ʧʨʠʭʚʘʪʘˁʘ 

ʧʨʦʤʝʥʘ ʠ ʧʨʦʮʝʩʥʦʛ ʥʘʯʠʥʘ ʨʘʟʤʠʰˀʘˁʘ ʚʨʣʦ ʟʥʘʯʘʿʘʥʦ. 

ʄʝʹʫʪʠʤ, ʠʘʢʦ ʩʪʘˁʝ ʪʘʢʪʠʯʢʝ ʠʥʪʝʛʨʘʮʠʿʝ ʧʨʝʜʩʪʘʚˀʘ ʟʥʘʯʘʿʘʥ ʥʘʧʨʝʜʘʢ ʫ 

ʦʜʥʦʩʫ ʥʘ ʧʨʝʪʭʦʜʥʦ ʩʪʘˁʝ, ʩʪʘˁʝ ʩʠʣʦʩʘ, ʧʨʝʜʫʟʝ˂ʘ ʥʘ ʦʚʦʤ ʥʠʚʦʫ ʠ ʜʘˀʝ ʥʝ ʫʩʧʝʚʘʿʫ 

ʜʘ ʫʩʘʛʣʘʩʝ ʦʜ ʧʦʯʝʪʢʘ ʜʦ ʢʨʘʿʘ ʧʨʦʮʝʩʝ ʢʦʿʠ ʩʫ ʢˀʫʯʥʠ ʟʘ ʦʩʪʚʘʨʠʚʘˁʝ ʦʧʪʠʤʘʣʥʠʭ 

ʧʝʨʬʦʨʤʘʥʩʠ. ʅʘ ʦʚʦʤ ʥʠʚʦʫ ʟʨʝʣʦʩʪʠ, ʢʨʦʟ ʫʩʤʝʨʘʚʘˁʝ ʥʘ ʢˀʫʯʥʝ ʧʦʩʣʦʚʥʝ ʧʨʦʮʝʩʝ, 
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ʧʨʝʜʫʟʝ˂ʝ ʟʘʧʦʯʠˁʝ ʪʨʘʥʩʬʦʨʤʘʮʠʿʫ ʩʚʦʿʝ ʦʨʛʘʥʠʟʘʮʠʦʥʝ ʩʪʨʫʢʪʫʨʝ ʢʘ ʭʦʨʠʟʦʥʪʘʣʥʦʿ. 

ʄʝʪʦʜʝ ʠ ʩʪʘʥʜʘʨʜʠ ʧʨʦʮʝʩʥʝ ʘʨʭʠʪʝʢʪʫʨʝ ʿʘʚˀʘʿʫ ʩʝ ʢʘʦ ʚʘʞʘʥ ʧʦʢʨʝʪʘʯ ʝʚʦʣʫʮʠʿʝ 

ʧʨʝʜʫʟʝ˂ʘ ʢʘ ʧʨʫʞʘˁʫ ʧʦʜʨʰʢʝ ʚʠʜˀʠʚʦʩʪʠ, ʧʦʫʟʜʘʥʦʩʪʠ ʠ ʬʣʝʢʩʠʙʠʣʥʦʩʪʠ (Hiemstra 

et al, 2009). 

3.3.3. ʉʪʘʥʜʘʨʜʠʟʦʚʘʥ ʥʠʚʦ ʟʨʝʣʦʩʪʠ  

ʇʨʝʣʘʟʘʢ ʧʨʝʜʫʟʝ˂ʘ ʥʘ ʪʨʝ˂ʠ ʥʠʚʦ ʟʨʝʣʦʩʪʠ ʟʘʭʪʝʚʘ ʧʦʩʪʦʿʘˁʝ ʩʚʦʿʝʚʨʩʥʦʛ 

ʪʝʤʝˀʘ, ʠʟʛʨʘʹʝʥʦʛ ʧʨʦʣʘʩʢʦʤ ʢʨʦʟ ʧʨʝʪʭʦʜʥʘ ʜʚʘ ʥʠʚʦʘ ʟʨʝʣʦʩʪʠ. ʉʘʤ ʧʨʝʣʘʟʘʢ ʩʘ 

ʜʨʫʛʦʛ ʥʘ ʪʨʝ˂ʠ ʥʠʚʦ ʟʨʝʣʦʩʪʠ ʧʨʝʜʩʪʘʚˀʘ ʚʝʣʠʢʠ ʠʟʘʟʦʚ. ʀʩʪʨʘʞʠʚʘʘˁ ʧʦʢʘʟʫʿʫ ʜʘ ʿʝ 

ʚʝ˂ʠʥʘ ʧʨʝʜʫʟʝ˂ʘ ʠʟʤʝʹʫ ʦʚʘ ʜʚʘ ʥʠʚʦʘ, ʥʘ ʪʦʤ ʧʫʪʫ ʧʫʥʦʤ ʧʨʝʧʨʝʢʘ. ʈʘʟʣʠʢʘ ʠʟʤʝʹʫ 

ʜʨʫʛʦʛ ʠ ʪʨʝ˂ʝʛ ʥʠʚʦʘ ʿʝ ʦʙʠʯʥʦ ʿʝʜʥʦʩʪʘʚʥʦ ʫʦʯˀʠʚʘ. ʊʦ ʟʥʘʯʠ ʜʘ ʩʫ ʧʨʝʜʫʟʝ˂ʘ ʥʘ 

ʜʨʫʛʦʤ ʥʠʚʦʫ ʟʨʝʣʦʩʪʠ ʜʝʬʠʥʠʩʘʣʘ ʥʝʢʝ ʦʜ ʢˀʫʯʥʠʭ ʧʨʦʮʝʩʘ, ʘʣʠ ʥʝ ʩʭʚʘʪʘʿʫ 

ʠʥʪʝʨʬʝʿʩ ʠʜʝʥʪʠʬʠʢʦʚʘʥʠʭ ʧʨʦʮʝʩʘ (ʍʘʨʤʦʥ, 2004). 

ʅʘ ʪʨʝʝ˂ʤ ʥʠʚʦʫ ʟʨʝʣʦʩʪʠ ʫʩʧʦʩʪʘʚˀʝʥʘ ʿʝ ʢʦʥʪʨʦʣʘ ʧʨʦʮʝʩʘ ʫ ʦʜʨʝʹʝʥʦʿ ʤʝʨʠ. 

ʊʠʤʝ ʿʝ ʠʟʛʨʘʹʝʥʘ ʦʩʥʦʚʘ ʟʘ ʧʨʠʢʫʧˀʘˁʝ ʧʦʜʘʪʘʢʘ ʠ ˁʠʭʦʚʫ ʧʨʠʤʝʥʫ ʢʘʦ ʚʠʜ ʧʦʜʨʰʢʝ 

ʫʧʨʘʚˀʘˁʫ ʧʨʦʮʝʩʠʤʘ. ʋʩʧʦʩʪʘʚˀʘˁʝʤ ʩʪʘʙʠʣʥʠʭ ʨʘʜʥʠʭ ʿʝʜʠʥʠʮʘ, ʧʨʝʜʫʟʝ˂ʝ 

ʫʧʨʘʚˀʘ ʦʙʘʚʝʟʘʤʘ ʥʘ ʣʦʢʘʣʥʦʤ ʥʠʚʦʫ ʠ ʩʧʨʝʤʥʦ ʿʝ ʜʘ ʧʦʩʣʦʚʥʠ ʧʨʦʮʝʩ ʩʪʘʥʜʘʨʜʠʟʫʿʝ 

ʥʘ ʩʚʠʤ ʥʠʚʦʠʤʘ. ʉʪʘʥʜʘʨʜʠʟʘʮʠʿʘ ʩʝ ʧʦʩʪʠʞʝ ʢʨʦʟ ʠʜʝʥʪʠʬʠʢʘʮʠʿʫ ʥʘʿʙʦˀʝ ʧʨʘʢʩʝ ʫ 

ʨʝʘʣʠʟʘʮʠʿʠ ʧʨʦʮʝʩʘ ʠʟ ʣʦʢʘʣʥʠʭ ʤʝʪʦʜʘ ʠ ʧʦʩʪʫʧʘʢʘ, ʫʟ ʠʜʝʥʪʠʬʠʢʘʮʠʿʫ ʠ ʥʘʿʙʦˀʝ 

ʧʨʘʢʩʝ ʠʟ ʦʢʨʫʞʝˁʘ ʠ ˁʝʥʫ ʧʨʠʤʝʥʫ ʥʘ ʦʩʪʘʣʝ ʧʦʩʣʦʚʥʝ ʧʨʦʮʝʩʝ. ʆʪʫʜʘ ʥʘʟʠʚ ʦʚʦʛ 

ʥʠʚʦʘ ʩʪʘʥʜʘʨʜʠʟʦʚʘʥ. 

ʀʤʧʣʝʤʝʥʪʘʮʠʿʘ ʩʪʘʥʜʘʨʜʠʟʦʚʘʥʠʭ ʧʨʦʮʝʩʘ ʧʦʜʨʘʟʫʤʝʚʘ ʫʩʧʦʩʪʘʚˀʘˁʝ 

ʿʝʜʠʥʩʪʚʝʥʦʛ ʩʠʩʪʝʤʘ ʤʝʨʠʣʘ ʥʘ ʥʠʚʦʫ ʧʨʦʮʝʩʘ. ʅʘ ʪʘʿ ʥʘʯʠʥ, ʧʨʝʜʫʟʝ˂ʝ ʧʨʠʢʫʧˀʘ ʠ 

ʨʘʟʤʝˁʫʿʝ ʩʪʝʯʝʥʘ ʟʥʘˁʘ, ʚʝʰʪʠʥʝ ʠ ʨʘʟʚʠʿʘ ʟʘʿʝʜʥʠʯʢʝ ʢʦʤʧʝʪʝʥʮʠʿʝ ʠ ʧʦʜʩʪʠʯʝ ʫʯʝˁʝ 

ʠʟ ʠʩʢʫʩʪʚʘ. ʅʘ ʦʩʥʦʚʫ ʩʪʝʯʝʥʦʛ ʠʩʢʫʩʪʚʘ ʧʨʝʜʫʟʝ˂ʘ ʫʩʧʦʩʪʘʚˀʘʿʫ ʩʤʝʨʥʠʮʝ ʟʘ 

ʧʨʠʣʘʛʦʹʘʚʘˁʝ ʩʪʘʥʜʘʨʜʠʟʦʚʘʥʦʛ ʧʨʦʮʝʩʘ ʠ ˁʝʛʦʚʝ ʧʨʠʤʝʥʝ ʫ ʨʘʟʣʠʯʠʪʠʤ 

ʦʢʦʣʥʦʩʪʠʤʘ.  

ʋʣʦʛʘ ʦʜʝˀʝˁʘ ʠʥʬʦʨʤʘʮʠʦʥʝ ʪʝʭʥʦʣʦʛʠʿʝ ʥʠʿʝ ʟʥʘʯʘʿʥʘ ʧʨʠ ʧʨʝʣʘʩʢʫ ʩʘ ʜʨʫʛʦʛ 

ʥʘ ʪʨʝ˂ʠ ʥʠʚʦ ʟʨʝʣʦʩʪʠ, ʠʘʢʦ ʠʤʘ ʢˀʫʯʥʫ ʫʣʦʛʫ ʧʨʠ ʧʨʝʣʘʩʢʫ ʩʘ ʩʪʘˁʘ ʩʠʣʦʩʘ ʫ ʩʪʘˁʝ 

ʪʘʢʪʠʯʢʝ ʠʥʪʝʛʨʘʮʠʿʝ. ʂʘʦ ʪʝʭʥʠʯʢʠ ʪʠʤ ʫ ʦʨʛʘʥʠʟʘʮʠʦʥʦʿ ʩʪʨʫʢʪʫʨʠ, ʫ ʧʦʢʫʰʘʿʫ ʜʘ 

ʥʘʤʝʪʥʝ ʦʜʨʝʹʝʥʠ ʥʘʯʠʥ ʧʦʢʨʝʪʘˁʘ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ, ʥʘʠʣʘʟʠ ʥʘ ʿʘʢ ʦʪʧʦʨ ʦʜ ʩʪʨʘʥʝ 

ʧʦʩʣʦʚʥʠʭ, ʝʢʦʥʦʤʩʢʠʭ ʪʠʤʦʚʘ. ʇʨʝʤʘ ʪʦʤʝ, ʥʝʦʧʭʦʜʘʥ ʿʝ ʥʦʚʠ ʦʨʛʘʥʠʟʘʮʠʦʥʠ ʝʥʪʠʪʝʪ 
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ʢʦʿʠ ˂ʝ ʧʦʤʦ˂ʠ ʧʨʝʜʫʟʝ˂ʫ ʢʘ ʜʦʩʪʠʟʘˁʫ ʚʠʰʠʭ ʥʠʚʦʘ ʟʨʝʣʦʩʪʠ (Hiemstra, Ravesteyn & 

Versendaal, 2009). 

ʋʇʇ ʿʝ ʛʣʘʚʥʦ ʦʙʝʣʝʞʿʝ ʧʨʝʜʫʟʝ˂ʘ ʥʘ ʪʨʝ˂ʝʤ ʥʠʚʦʫ ʟʨʝʣʦʩʪʠ. ʋʧʨʘʚʦ ʩʝ ʟʘʪʦ 

ʦʟʥʘʯʘʚʘ ʠ ʢʘʦ ʩʪʘˁʝ ʧʨʦʮʝʩʥʝ ʦʨʠʿʝʥʪʘʮʠʿʝ (ʈʘʜʦʩʘʚˀʝʚʠ˂, 2016). ʆʥʦ ʧʦʜʨʘʟʫʤʝʚʘ 

ʧʨʦʤʝʥʫ ʥʘʯʠʥʘ ʤʠʰˀʝˁʘ ʟʘʧʦʩʣʝʥʠʭ, ʫʚʘʞʘʚʘˁʝ ʦʜʣʫʢʘ ʤʝʥʘ˅ʤʝʥʪʘ, ʫʩʧʦʩʪʘʚˀʘˁʝ 

ʩʘʨʘʜˁʝ ʠʟʤʝʹʫ ʧʦʩʣʦʚʥʠʭ ʬʫʥʢʮʠʿʘ. ʋ ʦʚʦʤ ʩʪʘˁʫ ʟʨʝʣʦʩʪʠ ʥʝʦʧʭʦʜʥʦ ʿʝ ʬʦʨʤʠʨʘˁʝ 

ʪʠʤʘ ʣʠʜʝʨʘ. ʈʝʯ ʿʝ ʦ ʪʠʤʫ ʦʜʛʦʚʦʨʥʦʤ ʟʘ ʧʦʩʪʠʟʘˁʝ ʦʧʪʠʤʠʟʘʮʠʿʝ ʦʜ ʧʦʯʝʪʢʘ ʜʦ ʢʨʘʿʘ 

ʧʨʦʮʝʩʘ. ʆʜʣʫʢʝ ʢʦʿʝ ʜʦʥʦʩʠ ʪʠʤ ʣʠʜʝʨʘ ʯʝʩʪʦ ʥʘʠʣʘʟʝ ʥʘ ʦʪʧʦʨ ʦʜ ʩʪʨʘʥʝ ʟʘʧʦʩʣʝʥʠʭ ʫ 

ʧʦʿʝʜʠʥʠʤ ʦʨʛʘʥʠʟʘʮʠʦʥʠʤ ʿʝʜʠʥʠʮʘʤʘ. ʈʘʟʣʦʛ ʿʝ ʦʜʫʟʠʤʘˁʝ ʜʝʣʘ ʘʫʪʦʨʠʪʝʪʘ ʠ 

ʥʘʜʣʝʞʥʦʩʪʠ ʧʨʝʜʩʪʘʚʥʠʮʠʤʘ ʧʦʩʣʦʚʥʠʭ ʬʫʥʢʮʠʿʘ, ʧʨʠ ʫʩʪʫʧʘˁʫ ʧʨʝʜʥʦʩʪʠ ʧʨʦʮʝʩʫ 

ʢʘʦ ʮʝʣʠʥʠ ʫ ʦʜʥʦʩʫ ʥʘ ˁʝʛʦʚʝ ʜʝʣʦʚʝ. ʉʪʦʛʘ ʿʝ ʥʫʞʥʦ ʥʘʩʪʘʚʠʪʠ ʩʘ ʫʥʘʧʨʝʹʝˁʝʤ 

ʧʦʩʣʦʚʥʝ ʢʫʣʪʫʨʝ ʫ ʦʢʚʠʨʫ ʧʨʝʜʫʟʝ˂ʘ. ʉʪʘʥʜʘʨʜʠʟʦʚʘʥʠ ʧʨʦʮʝʩʠ ʠ ʤʦʛʫ˂ʥʦʩʪʠ ʢʦʿʝ ʠʟ 

ˁʠʭ ʧʨʦʠʟʠʣʘʟʝ, ʯʠʥʝ ʦʩʥʦʚʫ ʟʘ ʫʥʘʧʨʝʹʝˁʝ ʧʦʩʣʦʚʥʝ ʢʫʣʪʫʨʝ. ʄʝʹʫʪʠ, ʠʧʘʢ ʿʝ 

ʥʝʦʧʭʦʜʘʥ ʟʥʘʯʘʿʘʥ ʥʘʧʦʨ ʩʘ ʚʨʭʘ ʧʨʝʜʫʟʝ˂ʘ ʟʘ ʧʨʝʚʘʟʠʣʘʞʝˁʝ ʦʚʝ ʙʘʨʠʿʝʨʝ ʥʘ ʧʫʪʫ ʢʘ 

ʟʨʝʣʦʤ ʋʇʇ. 

3.3.4.  ʂʚʘʥʪʠʪʘʪʠʚʥʦ ʫʧʨʘʚˀʠʚ ʥʠʚʦ ʟʨʝʣʦʩʪʠ  

ʅʘ ʯʝʪʚʨʪʦʤ ʥʠʚʦʫ ʟʨʝʣʦʩʪʠ ʧʨʝʜʫʟʝ˂ʝ ʩʚʫ ʧʘʞˁʫ ʫʩʤʝʨʘʚʘ ʥʘ ʋʇʇ. ʅʘ 

ʢʚʘʥʪʠʪʘʪʠʚʥʦ ʫʧʨʘʚˀʠʚʦʤ ʥʠʚʦʫ ʟʥʘʯʘʿʥʫ ʫʣʦʛʫ ʠʤʘ ʧʨʠʤʝʥʘ ʩʪʘʪʠʩʪʠʯʢʠʭ ʤʝʨʠʣʘ ʠ 

ʠʥʩʪʨʫʤʝʥʘʪʘ. ʌʦʨʤʠʨʘˁʝ ʿʝʜʠʥʩʪʚʝʥʦʛ ʩʠʩʪʝʤʘ ʤʝʨʠʣʘ ʿʝ ʧʨʝʜʫʩʣʦʚ ʢʚʘʥʪʠʪʘʪʠʚʥʦʛ 

ʋʇʇ ʧʨʝʜʫʟʝ˂ʘ.  

ʉʠʩʪʝʤʘʪʩʢʦ ʧʨʠʢʫʧˀʘˁʝ ʠ ʘʥʘʣʠʟʘ ʧʦʜʘʪʘʢʘ ʜʦʙʠʿʝʥʠʭ ʤʝʨʝˁʝʤ ʧʝʨʬʦʨʤʘʥʩʠ 

ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ, ʦʜʥʦʩʥʦ ʧʨʝʜʚʠʹʘˁʝ ʢˀʫʯʥʠʭ ʧʘʨʘʤʝʪʘʨʘ ʥʝʦʧʭʦʜʥʠ ʩʫ ʜʘ ʙʠ 

ʧʨʝʜʫʟʝ˂ʝ ʜʦʩʪʠʛʣʦ ʯʝʪʚʨʪʠ ʥʠʚʦ ʟʨʝʣʦʩʪʠ. ʉʫʰʪʠʥʘ ʧʨʝʜʚʠʜʠʚʦʩʪʠ ʢˀʫʯʥʠʭ 

ʧʘʨʘʤʝʪʘʨʘ ʥʘ ʢʚʘʥʪʠʪʘʪʠʚʥʦ ʫʧʨʘʚˀʠʚʦʤ ʥʠʚʦʫ ʦʛʣʝʜʘ ʩʝ ʫ ʩʧʦʩʦʙʥʦʩʪʠ ʧʨʝʜʚʠʹʘˁʘ 

ʨʝʟʫʣʪʘʪʘ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ ʦʜ ʧʦʯʝʪʢʘ ʜʦ ʢʨʘʿʘ, ʥʘ ʩʚʠʤ ʢʨʠʪʠʯʥʠʤ, ʢʦʥʪʨʦʣʥʠʤ 

ʪʘʯʢʘʤʘ. ʋ ʮʠˀʫ ʧʦʩʪʠʟʘˁʘ ʪʝ ʧʨʝʜʚʠʜʠʚʦʩʪʠ ʧʨʝʜʫʟʝ˂ʝ ʤʦʨʘ ʜʘ ʫʩʧʦʩʪʘʚʠ 

ʩʪʘʪʠʩʪʠʯʢʠ ʩʪʘʙʠʣʥʝ ʧʨʦʮʝʩʝ. ɱʝʜʠʥʦ ʪʘʢʚʠ ʧʨʦʮʝʩʠ ʦʩʠʛʫʨʘʚʘʿʫ ʨʝʟʫʣʪʘʪʝ ʢʦʿʠ ʤʦʛʫ 

ʧʦʩʣʫʞʠʪʠ ʢʘʦ ʜʦʙʨʘ ʦʩʥʦʚʘ ʟʘ ʧʨʝʜʚʠʹʘˁʝ ʢʨʘʿˁʠʭ ʨʝʟʫʣʘʪʘ. ʉʪʦʛʘ ʿʝ ʥʝʦʧʭʦʜʥʦ 

ʧʨʘʪʠʪʠ ʨʝʘʣʠʟʘʮʠʿʫ ʧʨʦʮʝʩʘ, ʩʘ ʮʠˀʝʤ ʨʘʟʫʤʝʚʘˁʘ ʩʘʤʠʭ ʧʨʦʮʝʩʘ ʠ ʩʧʨʦʚʦʹʝˁʘ 

ʢʦʥʪʨʦʣʝ ʚʘʨʠʿʘʮʠʿʘ ʫ ˁʠʤʘ, ʘ ʟʘʪʠʤ ʢʦʨʠʰ˂ʝˁʝ ʩʨʝʜˁʠʭ ʚʨʝʜʥʦʩʪʠ ʨʝʟʫʣʪʘʪʘ ʢʘʢʦ ʙʠ 

ʩʝ ʧʨʝʜʚʠʜʝʣʝ ʧʦʩʣʦʚʥʝ ʧʝʨʬʦʨʤʘʥʩʝ.  
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ʅʘ ʦʚʦʤ ʥʠʚʦʫ ʟʨʝʣʦʩʪʠ ʧʨʦʮʝʩʠ ʩʝ ʜʝʬʠʥʠʰʫ ʠʟ ʧʝʨʩʧʝʢʪʠʚʝ ʬʫʥʢʮʠʦʥʘʣʥʝ 

ʩʧʝʮʠʿʘʣʥʦʩʪʠ. ʅʘ ʪʘʿ ʥʘʯʠʥ ʿʝ ʥʘ ʯʝʪʚʨʪʦʤ ʥʠʚʦʫ ʟʨʝʣʦʩʪʠ ʤʦʛʫ˂ʘ ʠʥʪʝʛʨʘʮʠʿʘ 

ʤʝʹʫʬʫʥʢʮʠʦʥʘʣʥʠʭ ʧʨʦʮʝʩʘ ʫ ʿʝʜʠʥʩʪʚʝʥʠ ʧʨʦʮʝʩ ʢʦʿʠ ʩʝ ʧʨʦʪʝʞʝ ʜʫʞ ʮʝʣʦʛ 

ʧʨʝʜʫʟʝ˂ʘ. ʅʘ ʦʚʘʿ ʥʘʯʠʥ ʩʝ ʩʪʚʘʨʘʿʫ ʠʟʚʘʥʨʝʜʥʝ ʤʦʛʫ˂ʥʦʩʪʠ ʫʥʘʧʨʝʹʝˁʘ ʝʬʠʢʘʩʥʦʩʪʠ 

ʠ ʢʚʘʣʠʪʝʪʘ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ. 

ʂʘʢʦ ʧʨʝʜʫʟʝ˂ʝ ʚʨʠh ʧʦʚʝʟʠʚʘˁʝ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ ʪʦ ʜʦʚʦʜʠ ʜʦ ʬʦʨʤʠʨʘˁʘ 

ʤʨʝʞʝ ʧʨʦʮʝʩʘ ʦʜʘʢʣʝ ʩʝ ʧʨʝʜʫʟʝ˂ʘ ʥʘ ʦʚʦʤ ʥʠʚʦʫ ʦʟʥʘʯʘʚʘʿʫ ʢʘʦ ʦʧʪʠʤʠʟʠʨʘʥʘ 

(AnĽelkoviĺ Peġiĺ, 2009; Fisher, 2004 ). ʊʘʢʚʘ ʧʨʝʜʫʟʝ˂ʘ ʩʫ ʬʦʢʫʩʠʨʘʥʘ ʥʘ ʩʪʘʣʥʘ 

ʫʥʘʧʨʝʹʝˁʘ ʢʦʨʠʩʪʝ˂ʠ ʤʝʪʨʠʢʝ ʢʦʿʝ ʩʫ ʦʨʠʿʝʥʪʠʩʘʥʝ ʥʘ ʜʦʩʪʠʟʘˁʝ ʚʠʰʠʭ ʥʠʚʦʘ 

ʝʬʠʢʘʩʥʦʩʪʠ ʠ ʝʬʝʢʪʠʚʥʦʩʪʠ. ʅʘʛʣʘʩʘʢ ʥʘ ʧʦʩʣʦʚʥʝ ʧʨʦʮʝʩʝ ʥʘ ʦʚʦʤ ʥʠʚʦʫ ʟʨʝʣʦʩʪʠ ʿʝ 

ʧʨʠʩʫʪʘʥ ʫ ʯʠʪʘʚʦʤ ʧʨʝʜʫʟʝ˂ʫ. ʉʚʝ ʿʝ ʤʘˁʝ ʧʨʠʩʫʪʘʥ ʦʪʧʦʨ ʟʘʧʦʩʣʝʥʠʭ ʥʘ ʧʨʦʤʝʥʝ. 

ʊʘʢʦʹʝ, ʰʠʨʠ ʩʝ ʦʙʫʭʚʘʪ ʘʥʘʣʠʟʝ ʧʨʦʮʝʩʘ. ʋʤʝʩʪʦ ʜʦʪʘʜʘʰˁʝʛ ʧʦʩʤʘʪʨʘˁʘ ʧʨʦʮʝʩʘ ʦʜ 

ʥʘʨʫ˅ʙʠʥʝ ʜʦ ʥʘʧʣʘʪʝ, ʦʧʪʠʤʠʟʠʨʘʥʦ ʧʨʝʜʫʟʝ˂ʝ ʧʦʩʤʘʪʨʘ ʠ ʘʥʘʣʠʟʠʨʘ ʧʨʦʮʝʩ ʦʜ 

ʧʦʥʫʜʝ ʢʫʧʮʫ ʜʦ ʥʘʧʣʘʪʝ. ʇʨʘʚʦʚʨʝʤʝʥʘ ʠʤʧʣʝʤʝʥʪʘʮʠʿʘ ʘʜʝʢʚʘʪʥʦʛ ʠʥʬʦʨʤʘʮʠʦʥʦʛ 

ʩʠʩʪʝʤʘ ʟʘ ʧʨʘ˂ʝˁʝ ʨʝʘʣʠʟʘʮʠʿʝ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ ʚʘʞʥʘ ʿʝ ʥʘ ʧʨʝʣʘʟʫ ʠʟ ʪʨʝ˂ʝʛ ʥʘ 

ʯʝʪʚʨʪʠ ʥʠʚʦ ʟʨʝʣʦʩʪʠ 

ʋ ʩʫʰʪʠʥʠ, ʦʧʪʠʤʠʟʘʮʠʿʘ ʩʝ ʜʝʰʘʚʘ ʢʘʜʘ ʤʝʥʘ˅ʝʨ ʨʘʜʠ ʩʘ ˀʫʜʠʤʘ ʢʦʿʠ ʩʫ 

ʫʢˀʫʯʝʥʠ ʫ ʧʨʦʮʝʩ ʨʘʜʠ ʧʨʦʥʘʣʘʞʝˁʘ ʥʘʯʠʥʘ ʟʘ ʜʘˀʘ ʧʦʙʦˀʰʘˁʘ ʧʨʦʮʝʩʘ. ʇʦʩʪʦʿʠ 

ʤʥʦʛʦ ʨʘʟʣʠʯʠʪʠʭ ʥʘʯʠʥʘ ʜʘ ʩʝ ʪʦ ʧʦʩʪʠʛʥʝ, ʘʣʠ ʥʘʿʧʦʟʥʘʪʠʿʠ ʧʨʠʩʪʫʧ ʿʝ ʜʝʬʠʥʠʩʘʥ 

ʢʦʥʮʝʧʪʦʤ Six Sigmʘ (AnĽelkoviĺ Peġiĺ, 2009). ɸʢʦ ʧʨʝʜʫʟʝ˂ʝ ʠʤʘ ʧʨʝʮʠʟʥʦ ʜʝʬʠʥʠʩʘʥ, 

ʩʠʩʪʝʤʘʪʩʢʠ ʤʝʨʝʥ ʠ ʜʦʙʨʦ ʚʦʹʝʥ ʧʨʦʮʝʩ, ʘ ʟʘʧʦʩʣʝʥʠ ʥʘ ʪʦʤ ʧʨʦʮʝʩʫ, ʫʯʝʩʪʚʫʿʫ ʫ 

ʢʦʥʪʠʥʫʠʨʘʥʠʤ ʥʘʧʦʨʠʤʘ ʜʘ ʙʠ ʜʘˀʝ ʫʥʘʧʨʝʜʠʣʠ ʧʨʦʮʝʩ, ʪʘʜʘ ʩʝ ʤʦʞʝ ʨʝ˂ʠ ʜʘ 

ʧʨʝʜʫʟʝ˂ʝ ʠʤʘ ʦʧʪʠʤʠʟʠʨʘʥ ʧʨʦʮʝʩ. 

3.3.5. ʅʠʚʦ ʢʦʥʪʠʥʫʠʨʥʦʛ ʫʥʘʧʨʝʹʝˁʘ 

ʂʘʢʦ ʙʠ ʩʝ ʟʘʪʚʦʨʠʣʝ ʧʨʘʟʥʠʥʝ ʠʟʤʝʹʫ ʪʨʝʥʫʪʥʝ ʩʧʦʩʦʙʥʦʩʪʠ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ 

ʠ ʩʧʦʩʦʙʥʦʩʪʠ ʧʦʪʨʝʙʥʝ ʟʘ ʧʦʩʪʠʟʘˁʝ ʧʦʩʣʦʚʥʠʭ ʮʠˀʝʚʘ, ʪʦʧ ʤʝʥʘ˅ʤʝʥʪ ʪʝʞʠ 

ʧʨʦʘʢʪʠʚʥʦʤ ʧʦʙʦˀʰʘˁʫ ʘʢʪʠʚʥʦʩʪʠ. ʇʨʦʘʢʪʠʚʥʦ ʧʦʙʦˀʰʘˁʝ ʘʢʪʠʚʥʦʩʪʠ ʤʦʞʝ 

ʫʢˀʫʯʠʚʘʪʠ ʘʫʪʦʤʘʪʠʟʘʮʠʿʫ, ʠʥʞʝˁʝʨʠʥʛ ʧʨʦʮʝʩʘ, ʧʦʙʦˀʰʘʥʫ ʦʙʫʢʫ, ʠʩʪʨʘʞʠʚʘˁʝ ʠ 

ʨʘʟʚʦʿ, ʧʨʦʿʝʢʪʝ ʠ ʜʨʫʛʦ. ʅʘ ʪʘʿ ʥʘʯʠʥ ʧʨʝʜʫʟʝ˂ʝ ʦʙʝʟʙʝʹʫʿʝ ʧʦʪʝʥʮʠʿʘʣʝ ʥʝʦʭʦʜʥʝ ʟʘ 

ʨʝʘʣʠʟʘʮʠʿʫ ʧʦʩʪʘʚˀʝʥʠʭ ʧʦʩʣʦʚʥʠʭ ʮʠˀʝʚʘ.  
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ʄʘʣʠ ʙʨʦʿ ʧʨʝʜʫʟʝ˂ʘ ʿʝ ʥʘ ʧʝʪʦʤ ʥʠʚʦʫ ʟʨʝʣʦʩʪʠ (CMMI Adoption Trends, 2019). 

ʂʦʥʪʠʥʫʠʨʘʥʘ ʧʦʙʦˀʰʘˁʘ ʢʦʿʘ ʩʧʨʦʚʦʜʝ ʧʨʝʜʫʟʝ˂ʘ ʥʘ ʦʚʦʤ ʥʠʚʦʫ ʟʨʝʣʦʩʪʠ ʚʦʜʝ ʠʭ 

ʜʘˀʝʤ ʥʘʧʨʝʜʦʚʘˁʫ ʫ ʧʦʛʣʝʜʫ ʟʨʝʣʦʩʪʠ ʋʇʇ. ʈʝʯ ʿʝ ʦ ʥʘʿʚʠʰʝʤ ʥʠʚʦʫ ʟʨʝʣʦʩʪʠ ʢʦʿʠ ʩʝ 

ʥʘʟʠʚʘ ʠʥʪʝʣʠʛʝʥʪʥʘ ʤʨʝʞʘ (ʈʘʜʦʩʘʚˀʝʚʠ˂, 2016). ʆʚʦ ʩʪʘˁʝ ʧʦʜʨʘʟʫʤʝʚʘ 

ʠʩʧʨʝʧʣʝʪʘʥʦʩʪ ʩʪʨʘʪʝʛʠʿʝ, ʟʘʧʦʩʣʝʥʠʭ, ʧʨʦʮʝʩʘ ʠ ʪʝʭʥʦʣʦʛʠʿʝ ʥʘ ʥʘʯʠʥ ʜʘ ʩʝ ʦʙʝʟʙʝʜʠ 

ʦʧʪʠʤʫʤ ʫ ʮʝʣʦʢʫʧʥʦʤ ʣʘʥʮʫ ʚʨʝʜʥʦʩʪʠ. ʈʝʟʫʣʪʘʪ ʪʘʢʚʝ ʧʦʚʝʟʘʥʦʩʪʠ ʿʝ ʦʩʪʚʘʨʝˁʝ 

ʝʬʠʢʘʩʥʦʩʪʠ ʩʚʘʢʦʛ ʧʘʨʪʥʝʨʘ ʫʢˀʫʯʝʥʦʛ ʫ ʦʚʫ ʤʨʝʞʫ ʧʨʝʜʫʟʝ˂ʘ. ʆʚʘʢʘʚ ʩʪʝʧʝʥ 

ʧʦʚʝʟʘʥʦʩʪʠ ʦʩʪʘʚˀʘ ʦʪʚʦʨʝʥ ʧʫʪ ʩʣʦʙʦʜʥʦʤ ʢʨʝʪʘˁʫ ʠʥʬʦʨʤʘʮʠʿʘ ʫ ʨʝʘʣʥʦʤ ʚʨʝʤʝʥʫ 

ʰʪʦ ʧʨʫʞʘ ʤʦʛʫ˂ʥʦʩʪ ʧʨʝʜʚʠʹʘˁʘ ʧʨʦʤʝʥʘ ʪʨʞʠʰʥʠʭ ʫʩʣʦʚʘ ʠ ʧʨʠʣʘʛʦʹʘʚʘˁʘ ʧʨʝ 

ʧʦʿʘʚʝ ʥʝʛʘʪʠʚʥʠʭ ʫʪʠʮʘʿʘ ʥʘ ʧʦʩʣʦʚʘˁʝ. ʋʣʦʛʘ ʪʝʭʥʦʣʦʛʠʿʝ ʿʝ ʦʜ ʢˀʫʯʥʝ ʚʘʞʥʦʩʪʠ ʟʘ 

ʧʦʩʪʠʟʘˁʝ ʦʚʦʛ ʩʪʘˁʘ ʟʨʝʣʦʩʪʠ. ɳʝʥ ʟʥʘʯʘʿ ʫʦʯˀʠʚ ʿʝ ʧʦʩʝʙʥʦ ʢʦʜ ʨʘʟʤʝʥʝ 

ʠʥʬʦʨʤʘʮʠʿʘ ʠ ʫʩʧʦʩʪʘʚˀʘˁʘ ʠ ʫʥʘʧʨʝʹʝˁʘ ʩʘʨʘʜˁʝ ʧʨʝʜʫʟʝ˂ʘ ʢʦʿʘ ʯʠʥʝ ʠʥʪʝʣʠʛʝʥʪʥʫ 

ʤʨʝʞʫ. ʅʘ ʦʚʦʤ ʥʠʚʦʫ ʟʨʝʣʦʩʪʠ ʟʥʘʯʘʿʥʘ ʿʝ ʠ ʫʣʦʛʘ ʩʪʨʘʪʝʛʠʿʝ ʢʘʦ ʬʘʢʪʦʨʘ (AnĽelkoviĺ 

Peġiĺ, 2009). ɼʦʩʪʠʟʘˁʝ ʦʚʦʛ ʥʠʚʦʘ ʧʨʝʪʧʦʩʪʘʚˀʘ ʜʝʬʠʥʠʩʘˁʝ ʧʨʦʮʝʩʘ ʧʦʣʘʟʝ˂ʠ ʦʜ 

ʩʪʨʘʪʝʛʠʿʝ, ʿʝʨ ʩʝ ʥʘ ʪʘʿ ʥʘʯʠʥ ʦʩʠʛʫʨʘʚʘ ʬʦʢʫʩ ʥʘ ˁʝʥʫ ʠʤʧʣʝʤʘʥʪʘʮʠʿʫ.  

3.4. ʂʦʤʧʘʪʠʙʠʣʥʦʩʪ ʤʦʜʝʣʘ ʟʨʝʣʦʩʪʠ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ 

ʄʦʜʝʣʠ ʟʨʝʣʦʩʪʠ ʋʇʇ ʫʦʧʰʪʝʥʦ ʩʝ ʤʦʛʫ ʧʨʝʜʩʪʘʚʠʪʠ ʢʘʦ ʦʢʚʠʨʠ ʠʣʠ 

ʨʝʬʝʨʝʥʪʥʠ ʤʦʜʝʣʠ ʩʘ ʥʠʟʦʤ ʧʦʜʨʞʘʚʘʿʫ˂ʠʭ ʠ ʫʧʨʘʚˀʘʯʢʠʭ ʧʨʘʢʩʠ ʧʦʪʨʝʙʥʠʭ ʟʘ 

ʦʙʝʟʙʝʹʝˁʝ ʦʧʝʨʘʪʠʚʥʝ ʝʬʠʢʘʩʥʦʩʪʠ, ʢʘʢʦ ʧʨʦʮʝʩʘ, ʪʘʢʦ ʠ ʧʨʝʜʫʟʝ˂ʘ ʫ ʮʝʣʠʥʠ. ʄʦʜʝʣʠ 

ʟʨʝʣʦʩʪʠ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ ʥʫʜʝ ʧʨʝʮʠʟʥʝ ʜʝʬʠʥʠʮʠʿʝ ʧʨʦʮʝʩʘ, ʧʦʥʦʚˀʠʚʝ ʧʨʦʮʝʥʝ 

ʦʧʝʨʘʮʠʿʘ, ʠʥʪʝʛʨʘʮʠʿʫ ʠ ʠʥʪʝʨʘʢʮʠʿʫ ʧʦʚʝʟʘʥʠʭ ʧʨʦʮʝʩʘ, ʢʘʦ ʠ ʤʝʨˀʠʚʦʩʪ ʠ ʢʦʥʪʨʦʣʫ 

ʪʦʢʘ ʧʨʦʮʝʩʘ (McCormack & Lockamy, 2004). ʅʝʢʠ ʘʫʪʦʨʠ ʥʘʚʦʜʝ ʜʘ ʫʩʧʝʰʥʘ ʧʨʠʤʝʥʘ 

ʤʦʜʝʣʘ ʟʨʝʣʦʩʪʠ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ ʙʘʟʠʨʘ ʥʘ ʩʣʝʜʝ˂ʠʤ ʧʨʘʚʠʣʠʤʘ (Curtis & Alden, 

2007): 

ü ʦʮʝʥʘ ʧʝʨʬʦʨʤʘʥʩʠ ʧʨʦʮʝʩʘ ʿʝ ʫʩʣʦʚ ʠʜʝʥʪʠʬʠʢʦʚʘˁʘ ˁʠʭʦʚʦʛ ʧʦʪʝʥʮʠʿʘʣʘ ʫ 

ʧʦʛʣʝʜʫ ʜʦʧʨʠʥʦʩʘ ʨʝʘʣʠʟʘʮʠʿʠ ʮʠˀʝʚʘ ʧʨʝʜʫʟʝ˂ʘ, 

ü ʧʦʨʝʜ ʟʨʝʣʦʩʪʠ ʠʥʜʠʚʠʜʫʘʣʥʠʭ ʧʨʦʮʝʩʘ ʧʦʪʨʝʙʥʦ ʿʝ ʧʨʘʪʠ ʠ ʟʨʝʣʦʩʪ ʮʝʣʦʢʫʧʥʦʛ 

ʧʨʝʜʫʟʝ˂ʘ, 

ü ʧʦʙʦˀʰʘˁʝ ʧʨʦʮʝʩʘ ʪʨʝʙʘ ʜʘ ʧʨʘʪʝ ʦʨʛʘʥʠʟʘʮʠʦʥʝ ʧʨʦʤʝʥʝ ʠ ʧʨʦʤʝʥʝ ʥʘʯʠʥʘ 

ʫʧʨʘʚˀʘˁʘ, 

ü ʜʦʩʪʠʛʥʫʪʠ ʥʠʚʦ ʟʨʝʣʦʩʪʠ ʩʣʫʞʠ ʢʘʦ ʪʝʤʝˀ ʟʘ ʜʘˀʘ ʫʥʘʧʨʝʹʝˁʘ 



ʈʘʟʚʦʿ ʦʢʚʠʨʘ ʟʘ ʧʦʚʝ˂ʘˁʝ ʧʨʦʮʝʩʥʝ ʟʨʝʣʦʩʪʠ ʧʨʝʜʫʟʝ˂ʘ 

85 

 

ʋ ʧʨʝʪʭʦʜʥʠʤ ʧʦʜʥʘʩʣʦʚʠʤʘ ʧʨʝʜʩʪʘʚˀʝʥʠ ʤʦʜʝʣʠ ʟʨʝʣʦʩʪʠ (ʄʦʜʝʣ ʟʨʝʣʦʩʪʠ 

ʩʧʦʩʦʙʥʦʩʪʠ, ʄʦʜʝʣ ʟʨʝʣʦʩʪʠ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ ʠ ʄʦʜʝʣ ʟʨʝʣʦʩʪʠ ʋʇʇ) ʧʦʢʘʟʫʿʫ 

ʧʦʩʪʦʿʘˁʝ ʤʝʹʫʩʦʙʥʝ ʩʣʠʯʥʦʩʪʠ ʠ ʧʦʚʝʟʘʥʦʩʪʠ. ʋ ʮʠˀʫ ʧʦʪʚʨʜʝ ʥʘʚʝʜʝʥʝ ʪʚʨʜˁʝ ʠ 

ʧʨʝʛʣʝʜʥʠʿʝʛ ʧʦʨʝʹʝˁʘ ʥʘʚʝʜʝʥʠʭ ʤʦʜʝʣʘ ʟʨʝʣʦʩʪʠ ʬʦʨʤʠʨʘʥʘ ʿʝ ʪʘʙʝʣʘ 3.3.  

ʄʦʜʝʣ ʟʨʝʣʦʩʪʠ ʩʧʦʩʦʙʥʦʩʪʠ ʿʝ ʧʨʚʠ ʤʦʜʝʣ ʠ ʢʘʦ ʪʘʢʘʚ ʧʨʝʜʩʪʘʚˀʘ ʦʩʥʦʚʫ ʟʘ 

ʠʟʛʨʘʜˁʫ ʦʩʪʘʣʠʭ ʤʦʜʝʣʘ ʟʨʝʣʦʩʪʠ. ʎʠˀ ʄʦʜʝʣʘ ʟʨʝʣʦʩʪʠ ʩʧʦʩʦʙʥʦʩʪʠ ʿʝʩʪʝ ʧʨʦʮʝʥʘ 

ʥʠʚʦʘ ʩʧʦʩʦʙʥʦʩʪʠ ʧʨʦʮʝʩʘ ʫ ʩʦʬʪʚʝʨʩʢʦʿ ʠʥʜʫʩʪʨʠʿʠ, ʜʦʢ ʿʝ ʄʦʜʝʣ ʟʨʝʣʦʩʪʠ 

ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ ʧʨʠʤʝˁʠʚ ʟʘ ʧʨʦʮʝʥʫ ʟʨʝʣʦʩʪʠ ʧʨʦʮʝʩʘ ʫ ʨʘʟʣʠʯʠʪʠʤ 

ʜʝʣʘʪʥʦʩʪʠʤʘ. ʄʦʜʝʣ ʟʨʝʣʦʩʪʠ ʋʇʇ ʿʝ ʰʠʨʠ, ʫ ʩʤʠʩʣʫ ʜʘ ʿʝ ʧʦʛʦʜʘʥ ʠ ʟʘ ʧʨʦʮʝʥʫ 

ʜʦʩʪʠʛʥʫʪʦʛ ʥʠʚʦʘ ʟʨʝʣʦʩʪʠ ʋʇʇ.  

ɿʘʿʝʜʥʠʯʢʘ ʟʘ ʩʚʘ ʪʨʠ ʤʦʜʝʣʘ ʟʨʝʣʦʩʪʠ ʿʝ ʯʠˁʝʥʠʮʘ ʜʘ ʩʫʛʝʨʠʰʫ ʬʘʟʥʠ ʨʘʟʚʦʿ 

ʧʨʘʢʩʝ ʫʧʨʘʚˀʘˁʘ ʧʨʦʮʝʩʠʤʘ. ʆʥʠ ʦʧʠʩʫʿʫ ʢʦʨʘʢ ʧʦ ʢʦʨʘʢ ʥʘʧʨʝʜʦʚʘˁʝ ʧʦʩʣʦʚʥʠʭ 

ʧʨʦʮʝʩʘ ʜʫʞ ʢʦʥʪʠʥʫʫʤʘ ʟʨʝʣʦʩʪʠ (ʢʨʦʟ ʥʠʚʦʝ ʟʨʝʣʦʩʪʠ). ʉʚʘʢʠ ʢʦʨʘʢ ʩʝ ʟʘʩʥʠʚʘ ʥʘ 

ʠʩʧʫˁʝˁʫ ʧʨʝʪʭʦʜʥʠʭ ʢʦʨʘʢʘ, ʢʘʢʦ ʙʠ ʩʝ ʧʨʠʤʝʥʠʣʝ ʩʪʨʘʪʝʛʠʿʝ ʧʦʙʦˀʰʘˁʘ, 

ʦʜʛʦʚʘʨʘʿʫ˂ʝ ʪʨʝʥʫʪʥʦʤ ʥʠʚʦʫ ʟʨʝʣʦʩʪʠ. ɺʘʞʥʦ ʿʝ ʥʘʛʣʘʩʠʪʠ ʥʝʦʧʭʦʜʥʦʩʪ ʬʘʟʥʦʛ 

ʧʨʠʩʪʫʧʘ, ʿʝʨ ʩʚʘʢʠ ʧʨʝʪʭʦʜʥʠ ʥʠʚʦ ʧʨʝʜʩʪʘʚˀʘ ʙʘʟʫ ʥʘ ʢʦʿʦʿ ʩʝ ʛʨʘʜʠ ʩʣʝʜʝ˂ʠ ʥʠʚʦ. 

ʇʨʝʜʫʟʝ˂ʝ ʤʦʨʘ ʝʚʦʣʫʠʨʘʪʠ ʢʨʦʟ ʦʚʝ ʥʠʚʦʝ ʢʘʢʦ ʙʠ ʫʩʧʦʩʪʘʚʠʣʦ ʢʫʣʪʫʨʫ ʠʟʚʨʩʥʦʩʪʠ 

ʧʨʦʮʝʩʘ.  

ʉʚʘʢʠ ʦʜ ʫʧʦʨʝʹʝʥʠʭ ʤʦʜʝʣʘ ʢʘʨʘʢʪʝʨʠʰʝ ʠʩʪʠ ʙʨʦʿ ʥʠʚʦʘ ʟʨʝʣʦʩʪʠ (ʧʝʪ). 

ʇʨʠʩʫʪʥʘ ʿʝ ʩʣʠʯʥʦʩʪ ʠ ʫ ʧʦʛʣʝʜʫ ʦʧʠʩʘ ʦʙʝʣʝʞʿʘ ʩʚʘʢʦʛ ʥʠʚʦʘ ʟʨʝʣʦʩʪʠ. ʅʘʨʦʯʠʪʦ ʿʝ 

ʠʟʨʘʞʝʥʘ ʢʦʤʘʧʪʠʙʠʣʥʦʩʪ ʤʦʜʝʣʘ ʢʦʜ ʧʦʨʝʹʝˁʘ ʦʧʠʩʘ ʧʨʚʦʛ ʠ ʥʘʿʚʠʰʝʛ ʥʠʚʦʘ 

ʟʨʝʣʦʩʪʠ, ʛʜʝ ʥʘ ʧʨʚʦʤ ʥʠʚʦʫ ʟʨʝʣʦʩʪʠ ʥʝʤʘ ʜʦʢʫʤʝʥʪʦʚʘʥʠʭ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʠʤʘ, 

ʜʦʢ ʥʘʿʚʠʰʠ ʥʠʚʦ ʟʨʝʣʦʩʪʠ ʢʘʨʘʢʪʝʨʠʰʝ ʫʩʤʝʨʝʥʦʩʪ ʥʘ ʢʦʥʪʠʥʫʠʨʘʥʘ ʫʥʘʧʨʝʹʝˁʘ 

ʧʨʦʮʝʩʘ ʫʟ ʧʨʠʤʝʥʫ ʢʚʘʥʪʠʪʘʪʠʚʥʠʭ ʤʝʪʦʜʘ.  

ʄʦʜʝʣ ʟʨʝʣʦʩʪʠ ʋʇʇ ʧʦʣʘʟʠ ʦʜ ʬʘʢʪʦʨʘ ʋʇʇ ʯʠʿʫ ʟʨʝʣʦʩʪʠ ʦʮʝˁʫʿʝ ʠ 

ʫʩʤʝʨʘʚʘ. ʌʘʢʪʦʨʠ ʟʨʝʣʦʩʪʠ ʥʠʩʫ ʧʨʠʩʫʪʥʠ ʝʢʩʧʣʠʮʠʪʥʦ ʢʦʜ ʄʦʜʝʣʘ ʟʨʝʣʦʩʪʠ 

ʩʧʦʩʦʙʥʦʩʪʠ ʠ ʄʦʜʝʣʘ ʟʨʝʣʦʩʪʠ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ. ʆʥʠ ʧʨʠʢʘʟʫʿʫ ʥʘ ʩʚʘʢʦʤ ʥʠʚʦʫ 

ʟʨʝʣʦʩʪʠ ʩʢʫʧ ʧʨʦʮʝʩʥʠʭ ʧʦʜʨʫʯʿʘ. ʄʝʹʫʪʠʤ, ʢʦʜ ʦʚʠʭ ʤʦʜʝʣʘ ʟʨʝʣʦʩʪʠ ʬʘʢʪʦʨʠ 

(ʧʦʩʣʦʚʥʘ ʢʫʣʪʫʨʘ, ʧʨʦʮʝʩʥʦ ʣʠʜʝʨʩʪʚʦ...) ʩʝ ʪʨʝʪʠʨʘʿʫ ʢʘʦ ʠʩʭʦʜ ʢʦʿʠ ʥʘʩʪʘʿʝ 

ʨʝʘʣʠʟʘʮʠʿʦʤ ʩʢʫʧʘ ʦʜʨʝʹʝʥʠʭ ʧʨʘʢʩʠ (Kolukēsa ï Tarhan & Turetken, 2016). 
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ʊʘʙʝʣʘ 3.3: ʇʦʨʝʹʝˁʝ ʤʦʜʝʣʘ ʟʨʝʣʦʩʪʠ 

ʄʦʜʝʣʠ 

ʟʨʝʣʦʩʪʠ 

ʄʦʜʝʣ ʟʨʝʣʦʩʪʠ 

ʩʧʦʩʦʙʥʦʩʪʠ 

ʄʦʜʝʣ ʟʨʝʣʦʩʪʠ 

ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ 

ʄʦʜʝʣ ʟʨʝʣʦʩʪʠ ʫʧʨʘʚˀʘˁʘ 

ʧʦʩʣʦʚʥʠʤ ʧʨʦʮʝʩʠʤʘ 

ʎʠ  ˀ

ɽʚʘʣʫʘʮʠʿʘ ʥʠʚʦʘ 

ʩʧʦʩʦʙʥʦʩʪʠ (ʟʨʝʣʦʩʪʠ) 

ʧʨʦʮʝʩʘ ʫ ʩʦʬʪʚʝʨʩʢʦʿ 

ʠʥʜʫʩʪʨʠʿʠ 

ɽʚʘʣʫʘʮʠʿʘ ʥʠʚʦʘ ʟʨʝʣʦʩʪʠ 

ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ ʫ 

ʨʘʟʣʠʯʠʪʠʤ ʠʥʜʫʩʪʨʠʿʘʤʘ 

ɽʚʘʣʫʘʮʠʿʘ ʥʠʚʦʘ ʟʨʝʣʦʩʪʠ 

ʫʧʨʘʚˀʘˁʘ ʧʦʩʣʦʚʥʠʤ 

ʧʨʦʮʝʩʠʤʘ 

ɹʨʦʿ ʥʠʚʦʘ 

ʟʨʝʣʦʩʪʠ 
ʇʝʪ ʇʝʪ ʇʝʪ 

ʅʘʿʥʠʞʠ 

ʥʠʚʦ 

ʟʨʝʣʦʩʪʠ 

ʀʜʝʥʪʠʬʠʢʦʚʘʥʠ ʩʫ ʢˀʫʯʥʠ 

ʧʨʦʮʝʩʠ, ʘʣʠ ʥʠʩʫ 

ʜʦʢʫʤʝʥʪʦʚʘʥʠ 

ʅʝʢʦʥʟʠʩʪʝʥʪʥʘ 

ʨʝʘʣʠʟʘʮʠʿʘ ʧʦʩʣʦʚʥʠʭ 

ʧʨʦʮʝʩʘ 

 

ʇʦʢʫʰʘʿʠ ʫʧʨʘʚˀʘˁʘ 

ʧʦʩʣʦʚʥʠʤ ʧʨʦʮʝʩʠʤʘ ʥʝ ʧʦʩʪʦʿʝ 

ʠʣʠ ʩʫ ʫ ʧʦʪʧʫʥʦʩʪʠ 

ʥʝʫʩʢʣʘʹʝʥʠ 

 

ʅʘʿʚʠʰʠ 

ʥʠʚʦ 

ʟʨʝʣʦʩʪʠ 

ʂʦʥʪʠʥʫʠʨʘʥʦ ʧʦʙʦˀʰʘˁʝ ʠ 

ʦʧʪʠʤʠʟʘʮʠʿʘ ʧʨʝʜʚʠʜʠʚʠʭ 

ʧʨʦʮʝʩʘ ʢʨʦʟ ʧʨʠʤʝʥʫ 

ʢʚʘʥʪʠʪʘʪʠʚʥʠʭ ʤʝʪʦʜʘ ʫ 

ʫʧʨʘʚˀʘˁʫ 

ʂʦʥʪʠʥʫʠʨʘʥʦ ʧʦʙʦˀʰʘˁʝ 

ʧʨʦʮʝʩʘ ʧʨʝʜʫʟʝ˂ʘ ʢʨʦʟ 

ʧʨʝʚʝʥʮʠʿʫ ʧʨʦʙʣʝʤʘ ʠ 

ʠʥʦʚʠʨʘˁʝ 

ʋʧʨʘʚˀʘˁʝ ʧʦʩʣʦʚʥʠʤ 

ʧʨʦʮʝʩʠʤʘ ʿʝ ʢʨʠʪʠʯʘʥ ʜʝʦ 

ʩʪʨʘʪʝʛʠʿʩʢʦʛ ʠ  ʦʧʝʨʘʮʠʦʥʦʛ 

ʤʝʥʘ˅ʤʝʥʪʘ ʫʥʫʪʘʨ ʧʨʝʜʫʟʝ˂ʘ 

 

ʌʘʢʪʦʨʠ 

ʇʦʢʨʠʚʘ ʧʨʦʮʝʩʥʘ ʧʦʜʨʫʯʿʘ 

ʢʦʿʘ ʩʝ ʧʨʝʢʣʘʧʘʿʫ ʩʘ 

ʢˀʫʯʥʠʤ ʬʘʢʪʦʨʠʤʘ ʋʇʇ 

ʇʦʢʨʠʚʘ ʧʨʦʮʝʩʥʘ 

ʧʦʜʨʫʯʿʘ ʢʦʿʘ ʩʝ 

ʧʨʝʢʣʘʧʘʿʫ ʩʘ ʢˀʫʯʥʠʤ 

ʬʘʢʪʦʨʠʤʘ ʋʇʇ 

ʂʦʤʧʘʪʠʙʠʣʥʦʩʪ ʩʘ ʩʪʨʘʪʝʛʠʿʦʤ, 

ʇʦʩʣʦʚʥʘ ʢʫʣʪʫʨʘ, 

ʋʧʨʘʚˀʘˁʝ ˀʫʜʩʢʠʤ ʨʝʩʫʨʩʠʤʘ, 

ɸʣʘʪʠ ʧʨʦʮʝʩʥʦʛ ʤʝʥʘ˅ʤʝʥʪʘ, 

ʇʨʦʮʝʩʥʦ ʣʠʜʝʨʩʪʚʦ, 

ʀʥʬʦʨʤʘʮʠʦʥʘ ʪʝʭʥʦʣʦʛʠʿʘ 

ʀʟʚʦʨ: ɸʫʪʦʨ 

 

ʄʦʜʝʣ ʟʨʝʣʦʩʪʠ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ ʠ ʄʦʜʝʣ ʟʨʝʣʦʩʪʠ ʋʇʇ ʥʘʩʪʘʣʠ ʩʫ ʢʘʦ 

ʨʝʟʫʣʘʪ ʫʥʘʧʨʝʹʝˁʘ ʄʦʜʝʣʘ ʟʨʝʣʦʩʪʠ ʩʧʦʩʦʙʥʦʩʪʠ. ʇʦʣʘʟʝ˂ʠ ʦʜ ʪʦʛʘ ʠ ʥʘ ʦʩʥʦʚʫ 

ʠʟʚʨʰʝʥʦʛ ʧʦʨʝʹʝˁʘ ʤʦʜʝʣʘ ʟʨʝʣʦʩʪʠ ʝʚʠʜʝʥʪʥʘ ʿʝ ʢʦʤʧʘʪʠʙʠʣʥʦʩʪ ʥʘʚʝʜʝʥʠʭ ʤʦʜʝʣʘ 

ʟʨʝʣʦʩʪʠ. ʅʘ ʦʩʥʦʚʫ ʩʚʝʛʘ ʠʟʣʦʞʝʥʦʛ ʭʠʧʦʪʝʟʘ ʄʦʜʝʣʠ ʟʨʝʣʦʩʪʠ ʫʧʨʘʚˀʘˁʘ ʧʦʩʣʦʚʥʠʤ 

ʧʨʦʮʝʩʠʤʘ ʤʝʹʫʩʦʙʥʦ ʩʫ ʢʦʤʧʘʪʠʙʠʣʥʠ ʿʝ ʧʦʪʚʨʹʝʥʘ. 

3.5. ʆʛʨʘʥʠʯʝˁʘ ʤʦʜʝʣʘ ʟʨʝʣʦʩʪʠ ʫʧʨʘʚˀʘˁʘ ʧʦʩʣʦʚʥʠʤ ʧʨʦʮʝʩʠʤʘ 

ʀʩʪʘʢʥʫʪʠ ʤʦʜʝʣʠ ʟʨʝʣʦʩʪʠ ʠʤʘʿʫ ʩʣʠʯʥʫ ʩʚʨʭʫ ʠ ʮʠˀʝʚʝ. ʄʦʜʝʣ ʟʨʝʣʦʩʪʠ 

ʩʧʦʩʦʙʥʦʩʪʠ ʧʦʤʘʞʝ ʧʨʝʜʫʟʝ˂ʠʤʘ ʧʨʠ ʜʝʬʠʥʠʩʘˁʫ ʤʠʩʠʿʝ ʠ ʩʪʨʘʪʝʛʠʿʩʢʠʭ ʮʠˀʝʚʘ, 

ʦʤʦʛʫ˂ʘʚʘ ʙʦˀʝ ʫʩʢʣʘʹʠʚʘˁʝ ʟʘʧʦʩʣʝʥʠʭ ʠ ʧʨʦʮʝʩʘ, ʩ ʿʝʜʥʝ ʩʪʨʘʥʝ, ʢʘʦ ʠ 

ʧʨʦʠʟʚʦʜʘ/ʫʩʣʫʛʘ ʠ ʧʦʪʨʝʙʘ ʢʫʧʘʮʘ, ʩ ʜʨʫʛʝ ʩʪʨʘʥʝ. ʀʥʪʝʛʨʠʩʘʥʠ ʤʦʜʝʣ ʟʨʝʣʦʩʪʠ 

ʩʧʦʩʦʙʥʦʩʪʠ ʠʤʘ ʟʘ ʮʠˀ ʜʦʩʪʠʟʘˁʝ ʥʘʿʚʠʰʝʛ ʥʠʚʦʘ ʟʨʝʣʦʩʪʠ, ʢʦʿʠ ʧʦʜʨʘʟʫʤʝʚʘ 

ʥʝʧʨʝʢʠʜʥʦ ʧʦʙʦˀʰʘˁʝ ʠ ʨʘʟʚʦʿ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ. ʄʦʜʝʣ ʟʨʝʣʦʩʪʠ ʧʦʩʣʦʚʥʠʭ 

ʧʨʦʮʝʩʘ ʠʤʘ ʟʘ ʮʠˀ ʧʨʦʮʝʥʫ ʟʨʝʣʦʩʪʠ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ. ʄʦʜʝʣ ʟʨʝʣʦʩʪʠ ʫʧʨʘʚˀʘˁʘ 
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ʧʦʩʣʦʚʥʠʤ ʧʨʦʮʝʩʠʤʘ ʪʝʞʠ ʢʘ ʝʚʘʣʫʘʮʠʿʠ ʜʦʩʪʠʛʥʫʪʦʛ ʥʠʚʦʘ ʟʨʝʣʦʩʪʠ ʋʇʇ ʠ 

ʦʣʘʢʰʘʚʘ ʠʤʣʝʤʝʥʪʘʮʠʿʫ ʠ ʫʥʘʧʨʝʹʝˁʝ ʋʇʇ. 

ʄʦʜʝʣʠ ʟʨʝʣʦʩʪʠ ʧʦʨʝʜ ʫʦʯʝʥʠʭ ʟʥʘʯʘʿʥʠʭ ʢʦʨʠʩʪʠ ʢʦʿʝ ʧʦʪʝʥʮʠʿʘʣʥʦ ʥʫʜʝ 

ʧʨʝʜʫʟʝ˂ʠʤʘ ʥʘ ʧʫʪʫ ʩʘʟʨʝʚʘˁʘ, ʧʦʩʝʜʫʿʫ ʠ ʥʝʢʘ ʦʛʨʘʥʠʯʝˁʘ. ʂʘʦ ʪʘʢʚʠ ʤʦʜʝʣʠ 

ʟʨʝʣʦʩʪʠ ʧʨʝʜʤʝʪ ʩʫ ʢʨʠʪʠʢʝ. ʏʝʩʪʦ ʥʘʚʦʹʝʥʘ ʢʨʠʪʠʢʘ ʦʟʥʘʯʘʚʘ ʤʦʜʝʣʝ ʟʨʝʣʦʩʪʠ ʢʘʦ 

ʨʝʮʝʧʪʝ ʧʦ ʢʦʨʘʮʠʤʘ, ʢʦʿʠ ʥʠʩʫ ʨʝʘʣʥʠ, ʿʝʨ ʚʝ˂ʠʥʠ ʥʝʜʦʩʪʘʿʫ ʝʤʧʠʨʠʿʩʢʝ ʦʩʥʦʚʝ (di 

Bruin et al, 2005; MekKormak et al, 2009). ʊʘʢʦʹʝ, ʥʘʚʦʜʠ ʩʝ ʜʘ ʤʦʜʝʣʠ ʟʨʝʣʦʩʪʠ 

ʟʘʥʝʤʘʨʫʿʫ ʧʦʩʪʦʿʘˁʝ ʠ ʜʨʫʛʠʭ, ʧʦʪʝʥʮʠʿʘʣʥʦ ʝʬʠʢʘʩʥʠʿʠʭ, ʧʫʪʘˁʘ ʩʘʟʨʝʚʘˁʘ (Teo & 

King, 1997). ʂʘʢʦ ʫʥʫʪʨʘʰˁʝ ʠ ʩʧʦˀʘʰˁʝ ʢʘʨʘʢʪʝʨʠʩʪʠʢʝ ʤʦʛʫ ʦʛʨʘʥʠʯʠʪʠ 

ʧʨʠʤʝʥˀʠʚʦʩʪ ʤʦʜʝʣʘ ʟʨʝʣʦʩʪʠ ʫ ˁʠʭʦʚʦʿ ʩʪʘʥʜʘʨʜʥʦʿ ʚʝʨʟʠʿʠ, ʄʝʪʣʝʨ ʠ ʈʦʥʝʨ 

(Mettler & Rohner, 2009) ʟʘʭʪʝʚʘʿʫ ʢʦʥʬʠʛʫʨʘʙʠʣʥʦʩʪ ʤʦʜʝʣʘ ʟʨʝʣʦʩʪʠ. ʅʝʢʠ ʘʫʪʦʨʠ 

ʢʨʠʪʠʢʫʿʫ ʯʠˁʝʥʠʮʫ ʜʘ ʩʝ ʚʝ˂ʠʥʘ ʤʦʜʝʣʘ ʟʨʝʣʦʩʪʠ ʬʦʢʫʩʠʨʘ ʥʘ ʥʠʟ ʥʠʚʦʘ, ʧʨʝʤʘ 

ʫʥʘʧʨʝʜ ʜʝʬʠʥʠʩʘʥʠʤ ʢʨʘʿˁʠʤ ʩʪʘˁʠʤʘ, ʫʤʝʩʪʦ ʥʘ ʬʘʢʪʦʨʝ ʢʦʿʠ ʩʪʚʘʨʥʦ ʫʪʠʯʫ ʥʘ 

ʝʚʦʣʫʮʠʿʫ ʠ ʧʨʦʤʝʥʝ. ʂʦʥʘʯʥʦ, ʢʨʠʪʠʢʫʿʝ ʩʝ ʧʦʩʪʦʿʘˁʝ ʤʥʦʰʪʚʘ ʩʨʦʜʥʠʭ ʤʦʜʝʣʘ 

ʟʨʝʣʦʩʪʠ, ʥʝʘʜʝʢʚʘʪʥʘ ʜʦʢʫʤʝʥʪʘʮʠʿʘ, ʥʝʜʦʩʪʘʿʫ˂ʘ ʝʢʦʥʦʤʩʢʘ ʦʩʥʦʚʘ (Becker, Niehaves, 

PºppelbuÇ & Simons, 2010; Smith & Fingar, 2004). ɼʘ ʙʠ ʩʝ ʫʙʣʘʞʠʣʘ ʥʝʢʘ ʦʜ 

ʦʛʨʘʥʠʯʝˁʘ ʚʠʰʝ ʧʘʞˁʝ ʪʨʝʙʘ ʧʦʩʚʝʪʠʪʠ ʘʥʘʣʠʟʠ ʬʘʢʪʦʨʘ ʢʦʿʠ ʜʝʪʝʨʤʠʥʠʰʫ ʥʠʚʦ 

ʟʨʝʣʦʩʪʠ ʋʇʇ, ʢʘʦ ʠ ʢʦʤʧʘʪʠʙʠʣʥʦʩʪʠ ʩʘ ʧʦʩʪʦʿʝ˂ʠʤ, ʩʘʚʨʝʤʝʥʠʤ ʧʦʩʣʦʚʥʠʤ 

ʢʦʥʮʝʧʪʠʤʘ.  
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4. ʀʅʊɽɻʈʀʉɸʅʆ ʋʇʈɸɺɲɸɳɽ ʇʆʉʃʆɺʅʀʄ ʇʈʆʎɽʉʀʄɸ 

ʀʥʪʝʛʨʠʩʘʥʦ ʋʇʇ ʧʦʜʨʘʟʫʤʝʚʘ ʠʜʝʥʪʠʬʠʢʦʚʘˁʝ 

ʤʦʛʫ˂ʥʦʩʪʠ ʟʘ ʧʦʚʝʟʠʚʘˁʝ ʩʘ ʜʨʫʛʠʤ ʧʦʩʣʦʚʥʠʤ 

ʢʦʥʮʝʧʪʠʤʘ. ʆʜʘʙʨʘʥʠ ʢʦʥʮʝʧʪʠ ʧʦʩʣʦʚʘˁʘ 

ʧʨʝʜʩʪʘʚˀʝʥʠ ʩʫ ʫ ʦʢʚʠʨʫ ʦʚʦʛ ʧʦʛʣʘʚˀʘ. ʇʦʨʝʜ 

ʪʦʛʘ, ʠʟʚʨʰʝʥʘ ʿʝ ʘʥʘʣʠʟʘ ʧʦʚʝʟʘʥʦʩʪʠ ʋʇʇ ʩʘ 

ʩʚʘʢʠʤ ʦʜ ʧʨʝʟʝʥʪʦʚʘʥʠʭ ʢʦʥʮʝʧʘʪʘ ʧʦʥʘʦʩʦʙ. 

ʈʝʟʫʣʪʘʪʠ ʘʥʘʣʠʟʝ ʧʦʪʚʨʹʫʿʫ ʫʪʝʤʝˀʝʥʦʩʪ 

ʩʘʚʨʝʤʝʥʠʭ ʧʦʩʣʦʚʥʠʭ ʢʦʥʮʝʧʘʪʘ ʫ ʋʇʇ.  

4.1. ɸʥʘʣʠʟʘ ʧʦʚʝʟʘʥʦʩʪʠ ʫʧʨʘʚˀʘˁʘ ʧʦʩʣʦʚʥʠʤ ʧʨʦʮʝʩʠʤʘ ʠ ʩʘʚʨʝʤʝʥʠʭ 

ʧʦʩʣʦʚʥʠʭ ʢʦʥʮʝʧʘʪʘ 

ʋʇʇ ʧʨʠʩʫʪʥʦ ʿʝ ʫ ʧʨʘʢʩʠ ʧʦʩʣʦʚʘˁʘ ʧʨʝʜʫʟʝ˂ʘ ʜʫʛʠ ʥʠʟ ʛʦʜʠʥʘ. ʋʧʦʨʝʜʦ ʩʘ 

ʨʘʟʚʦʿʝʤ ʋʇʇ ʨʘʟʚʠʿʘʣʠ ʩʫ ʩʝ ʠ ʢʦʥʮʝʧʪʠ ʢʦʿʠ ʧʨʦʤʦʚʠʰʫ ʧʨʦʮʝʩʥʠ ʧʨʠʩʪʫʧ. 

ʄʝʹʫʪʠʤ, ˁʠʭʦʚ ʨʘʟʚʦʿ ʦʜʚʠʿʘʦ ʩʝ ʫ ʨʘʟʣʠʯʠʪʠʤ ʧʨʘʚʮʠʤʘ. ʇʨʝʟʝʥʪʦʚʘˁʝ ˁʠʭʦʚʠʭ 

ʧʨʘʚʘʮʘ ʨʘʟʚʦʿʘ ʟʥʘʯʘʿʥʦ ʿʝ ʩʘ ʩʪʘʥʦʚʠʰʪʘ ʜʦʧʨʠʥʦʩʘ ʫʩʧʝʰʥʦʩʪʠ ʋʇʇ. ʆʪʫʜʘ ʧʦʪʨʝʙʘ 

ʟʘ ˁʠʭʦʚʠʤ ʧʨʝʟʝʥʪʦʚʘˁʝʤ ʧʦʣʘʟʝ˂ʠ ʦʜ ʦʜʥʦʩʘ ʩʘ ʋʇʇ.  

ʉʘʚʨʝʤʝʥʦ ʧʦʩʣʦʚʘˁʝ ʢʘʨʘʢʪʝʨʠʰʝ ʧʦʿʘʚʘ ʠ ʨʘʟʚʦʿ ʙʨʦʿʥʠʭ ʧʦʩʣʦʚʥʠʭ 

ʢʦʥʮʝʧʘʪʘ. ʅʝʢʠ ʦʜ ʧʦʩʣʦʚʥʠʭ ʢʦʥʮʝʧʘʪʘ ʩʫ ʙʘʟʠʨʘʥʠ ʥʘ ʋʇʇ, ʜʦʢ ʩʫ ʜʨʫʛʠ ʧʨʦʤʦʪʝʨʠ 

ʠ ʦʩʣʦʥʘʮ ʧʨʦʮʝʩʥʦʿ ʦʨʠʿʝʥʪʘʮʠʿʠ. ʉ ʦʙʟʠʨʦʤ ʥʘ ʨʘʟʣʠʯʠʪʦʩʪ ˁʠʭʦʚʠʭ ʫʣʦʛʘ ʫ 

ʦʢʚʠʨʠʤʘ ʋʇʇ ʩʘʯʠˁʝʥʝ ʩʫ ʜʚʝ ʛʨʫʧʝ ʧʦʩʣʦʚʥʠʭ ʢʦʥʮʝʧʘʪʘ. ʋ ʧʨʚʫ ʛʨʫʧʫ ʩʫ ʫʢˀʫʯʝʥʠ 

ʩʣʝʜʝ˂ʠ ʢʦʥʮʝʧʪʠ: 

ü ɹʘʣʘʥʩʥʘ ʢʘʨʪʘ, 

ü ʇʨʠʟʤʘ ʧʝʨʬʦʨʤʘʥʩʠ, 

ü Lean ʢʦʥʮʝʧʪ, 

ü Six Sigma, 

ü ʋʧʨʘʚˀʘˁʝ ʦʜʥʦʩʠʤʘ ʩʘ ʢʫʧʮʠʤʘ, 

ü ʋʧʨʘʚˀʘˁʝ ʣʘʥʮʝʤ ʩʥʘʙʜʝʚʘˁʘ, 

ü ʋʧʨʘʚˀʘˁʝ ʦʜʥʦʩʠʤʘ ʩʘ ʜʦʙʘʚˀʘʯʠʤʘ. 

ʋʇʇ ʿʝ ʩʣʦʞʝʥ ʢʦʥʮʝʧʪ ʢʦʿʠ ʟʘʭʪʝʚʘ ʘʜʝʢʚʘʪʥʫ ʧʦʜʨʰʢʫ. ʋ ʪʦʤ ʩʤʠʩʣʫ, ʜʨʫʛʫ 

ʛʨʫʧʫ ʢʦʥʮʝʧʘʪʘ ʯʠʥʝ ʥʝʢʠ ʦʜ ʩʘʚʨʝʤʝʥʠʭ ʢʦʥʮʝʧʘʪʘ ʢʦʿʠ ʧʨʝʜʩʪʘʚˀʘʿʫ ʦʩʣʦʥʘʮ ʋʇʇ: 
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ü ʇʣʘʥʠʨʘˁʝ ʨʝʩʫʨʩʘ ʧʨʝʜʫʟʝ˂ʘ, 

ü ʋʧʨʘʚˀʘˁʝ ʟʥʘˁʝʤ, 

ü ʋʧʨʘʚˀʘˁʝ ʧʦʩʣʦʚʥʠʤ ʪʦʢʦʚʠʤʘ, 

ü ɸʨʭʠʪʝʢʪʫʨʘ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ, 

ü ʂʦʥʪʝʢʩʪʥʠ ʦʢʚʠʨ ʋʇʇ, 

ü ɾʠʚʦʪʥʠ ʮʠʢʣʫʩ ʋʇʇ. 

ʋ ʦʢʚʠʨʫ ʥʘʨʝʜʥʠʭ ʧʦʜʥʘʩʣʦʚʘ ʜʘʪ ʿʝ ʧʨʠʢʘʟ ʩʫʰʪʠʥʝ ʥʘʚʝʜʝʥʠʭ ʧʦʩʣʦʚʥʠʭ 

ʢʦʥʮʝʧʘʪʘ. ʊʘʢʦʹʝ, ʠʟʚʨʰʝʥʘ ʿʝ ʠ ʘʥʘʣʠʟʘ ʧʨʝʟʝʥʪʦʚʘʥʠʭ ʩʘʚʨʝʤʝʥʠʭ ʢʦʥʮʝʧʘʪʘ ʩʘ 

ʘʩʧʝʢʪʘ ˁʠʭʦʚe ʧʦʚʝʟaʥʦʩʪʠ ʩʘ ʋʇʇ.  

4.1.1. ɹʘʣʘʥʩʥʘ ʢʘʨʪʘ  

ʂʨʦʟ ʋʇʇ ʧʨʝʜʫʟʝ˂ʝ ʦʩʠʛʫʨʘʚʘ ʜʦʩʣʝʜʥʫ ʨʝʘʣʠʟʘʮʠʿʫ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ. 

ʋʧʨʘʚˀʘʿʫ˂ʠ ʧʦʩʣʦʚʥʠʤ ʧʨʦʮʝʩʠʤʘ ʧʨʝʜʫʟʝ˂ʝ ʩʪʠʯʝ ʫʚʠʜ ʫ ʢʚʘʣʠʪʝʪ ʧʦʩʣʦʚʥʠʭ 

ʧʨʦʮʝʩʘ ʠ ʧʦʪʨʝʙʫ ʟʘ ˁʠʭʦʚʠʤ ʧʦʙʦˀʰʘˁʝʤ. ʋʥʘʧʨʝʹʝˁʝ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ 

ʧʨʝʪʧʦʩʪʘʚˀʘ ʧʦʠʤʘˁʝ ʟʥʘʯʘʿʘ ʧʨʠʢʫʧˀʘˁʘ ʠ ʦʙʨʘʜʝ ʨʘʟʣʠʯʠʪʠʭ ʦʙʣʠʢʘ ʠʥʬʦʨʤʘʮʠʿʘ 

ʠʟ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ. ʉ ʪʠʤ ʰʪʦ ʩʫ, ʟʘ ʫʩʧʝʰʥʦ ʫʥʘʧʨʝʹʝˁʝ ʧʨʦʮʝʩʘ, ʧʦʩʝʙʥʦ ʚʘʞʥʝ 

ʧʦʚʨʘʪʥʝ ʠʥʬʦʨʤʘʮʠʿʝ. ʋʧʨʘʚˀʘʯʢʠ ʘʣʘʪ ʧʦʛʦʜʘʥ ʟʘ ʧʨʦʮʝʥʫ ʧʝʨʬʦʨʤʘʥʩʠ ʠ ʚʨʩʪʘ 

ʧʦʚʨʘʪʥʠʭ ʠʥʬʦʨʤʘʮʠʿʘ ʥʝʧʦʭʦʜʥʠʭ ʟʘ ʢʦʥʪʠʥʫʠʨʘʥʦ ʧʦʙʦˀʰʘˁʝ ʧʨʝʜʩʪʘʚˀʘ 

ʙʘʣʘʥʩʥʘ ʢʘʨʪʘ (ʝʥʛʣ. Balanced Scorecard - BSC) (Kaplan & Norton, 1996). ʆʚʘʿ ʘʣʘʪ ʟʘ 

ʫʧʨʘʚˀʘˁʝ ʧʨʠʤʝˁʫʿʝ ʟʥʘʯʘʿʘʥ ʙʨʦʿ ʧʨʝʜʫʟʝ˂ʘ. ʂʘʢʦ ʧʦʢʘʟʫʿʫ ʨʝʟʫʣʪʘʪʠ ʠʩʪʨʘʞʠʚʘˁʘ 

(Banchieri & S§nchez, 2011) 2008. ʛʦʜʠʥʝ ɹʘʣʘʥʩʥʘ ʢʘʨʪʘ ʿʝ ʧʦʩʪʘʣʘ ʰʝʩʪʠ ʘʣʘʪ ʧʦ 

ʟʘʩʪʫʧˀʝʥʦʩʪʠ.  

ʂʦʥʮʝʧʪ ʿʝ ʧʨʚʦʙʠʪʥʦ ʧʦʩʪʘʚˀʝʥ ʢʘʦ ʢʦʥʪʨʦʣʥʠ ʩʠʩʪʝʤ ʟʘ ʤʝʨʝˁʝ ʧʝʨʬʦʨʤʘʥʩʠ 

ʧʨʝʜʫʟʝ˂ʘ ʢʦʿʠ ʦʙʿʝʜʠˁʫʿʝ ʬʠʥʘʥʩʠʿʩʢʝ ʤʝʨʝ ʧʨʦʰʣʠʭ (ʦʩʪʚʘʨʝʥʠʭ) ʧʝʨʬʦʨʤʘʥʩʠ ʩʘ 

ʧʦʢʨʝʪʘʯʠʤʘ ʙʫʜʫ˂ʠʭ ʧʝʨʬʦʨʤʘʥʩʠ ï ʧʦʧʫʪ ʟʘʜʦʚʦˀʩʪʚʘ ʟʘʧʦʩʣʝʥʠʭ, ʟʘʜʦʚʦˀʩʪʚʘ 

ʢʫʧʮʘ ʠ ʢʚʘʣʠʪʝʪʘ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ. ʊʚʦʨʮʠ ʦʚʦʛ ʢʦʥʮʝʧʪʘ (Kaplan & Norton) ʩʫ ʥʘ 

ʧʦʯʝʪʢʫ ʧʨʝʜʣʦʞʠʣʠ ʰʠʨʫ ʣʠʩʪʫ, ʩʘʩʪʘʚˀʝʥʫ ʦʜ 35 ʤʝʨʥʠʭ ʧʦʢʘʟʘʪʝˀʘ. ʄʝʹʫʪʠʤ, 

ʫʦʯʘʚʘˁʝʤ ʦʪʝʞʘʥʦʛ ʧʨʘ˂ʝˁʘ ʝʬʠʢʘʩʥʦʩʪʠ ʩʚʘʢʦʛ ʧʦʢʘʟʘʪʝˀʘ ʧʦʿʝʜʠʥʘʯʥʦ, ʧʨʝʜʣʦʞʥʦ 

ʿʝ ʬʦʨʤʠʨʘˁʝ ʣʠʩʪʝ ʢˀʫʯʥʠʭ ʤʝʨʠʣʘ ʧʝʨʬʦʨʤʘʥʩʠ (15-20 ʤʝʨʥʠʭ ʧʦʢʘʟʘʪʝˀʘ).  

ɺʨʝʤʝʥʦʤ ʢʦʥʮʝʧʪ ɹʘʣʘʥʩʥʘ ʢʘʨʪʘ ʿʝ ʝʚʦʣʫʠʨʘʦ ʫ ʫʧʨʘʚˀʘʯʢʠ ʘʣʘʪ. ɹʘʣʘʥʩʥʘ 

ʢʘʨʪʘ ʧʨʝʜʩʪʘʚˀʘ ʘʣʘʪ ʟʘ ʦʧʠʩʠʚʘˁʝ, ʠʤʧʣʝʤʝʥʪʘʮʠʿʫ ʠ ʫʧʨʘʚˀʘˁʝ ʩʪʨʘʪʝʛʠʿʦʤ ʥʘ 

ʩʚʠʤ ʥʠʚʦʠʤʘ. ʇʨʝʤʘ, ʅʠʚʝʥʫ (Niven, 2002) ɹʘʣʘʥʩʥʘ ʢʘʨʪʘ ʧʨʝʜʩʪʘʚˀʘ ʢʦʤʙʠʥʘʮʠʿʫ 
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ʤʝʨʥʦʛ ʩʠʩʪʝʤʘ, ʩʪʨʘʪʝʛʠʿʩʢʦʛ ʩʠʩʪʝʤʘ ʫʧʨʘʚˀʘˁʘ ʠ ʢʦʤʫʥʠʢʘʮʠʦʥʦʛ ʘʣʘʪʘ. ɹʘʣʘʥʩʥʘ 

ʢʘʨʪʘ ʧʨʝʜʩʪʘʚˀʘ ʦʩʣʦʥʘʮ ʤʝʥʘ˅ʝʨʠʤʘ ʧʨʠ ʜʝʬʠʥʠʩʘˁʫ ʮʠˀʝʚʘ, ʤʝʨʘ ʠ ʚʝʟʘ ʠʟʤʝʹʫ 

ˁʠʭ (AnĽelkoviĺ Peġiĺ & Dahlgaard, 2013). ʇʨʠʤʝʥʦʤ ɹʘʣʘʥʩʥʝ ʢʘʨʪʝ ʤʠʩʠʿʘ ʠ 

ʩʪʨʘʪʝʛʠʿʘ ʧʨʝʜʫʟʝ˂ʘ ʧʨʝʚʦʜʝ ʩʝ ʫ ʩʝʪ ʤʝʨʘ ʧʦʤʦ˂ʫ ʢʦʿʠʭ ʩʝ ʤʦʞʝ ʫʧʨʘʚˀʘʪʠ ˁʝʥʠʤ 

ʧʝʨʬʦʨʤʘʥʩʘʤʘ (Kaplan & Norton, 2007). ɼʦʢ, ʢʘʦ ʢʦʤʫʥʠʢʘʮʠʦʥʠ ʘʣʘʪ ɹʘʣʘʥʩʥʘ ʢʘʨʪʘ 

ʜʦʧʨʠʥʦʩʠ ï ʨʘʟʿʘʰˁʘʚʘˁʫ ʠ ʩʭʚʘʪʘˁʫ ʩʪʨʘʪʝʛʠʿʝ ʦʜ ʩʪʨʘʥʝ ʩʚʘʢʦʛ ʟʘʧʦʩʣʝʥʦʛ, ʿʝʨ ʩʘʤʦ 

ʟʘʧʦʩʣʝʥʠ ʢʦʿʠ ʩʫ ʩʚʝʩʥʠ ʩʪʨʘʪʝʛʠʿʝ ʜʦʧʨʠʥʦʩʝ ʫʩʧʝʭʫ ʧʨʝʜʫʟʝ˂ʘ. ʇʨʠʪʦʤ, ʦʚʘʿ ʘʣʘʪ ʿʝ 

ʥʝʦʧʭʦʜʘʥ ʫ ʦʢʚʠʨʫ ʢʦʥʮʝʧʪʘ ʋʇʇ, ʛʜʝ ʿʝ ʧʦʩʝʙʥʘ ʧʘʞˁʘ ʫʩʤʝʨʝʥʘ ʥʘ ʧʨʘ˂ʝˁʝ, 

ʘʥʘʣʠʟʫ ʠ ʫʥʘʧʨʝʹʝˁʝ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ ʢʨʠʪʠʯʥʠʭ ʟʘ ʫʩʧʝʰʥʫ ʨʝʘʣʠʟʘʮʠʿʫ 

ʩʪʨʘʪʝʛʠʿʝ ʧʨʝʜʫʟʝ˂ʘ.   

ɻʝʥʝʨʘʣʥʦ, ɹʘʣʘʥʩʥʘ ʢʘʨʪʘ ʩʝ ʢʦʨʠʩʪʠ ʟʘ ʨʘʟʿʘʰˁʘʚʘˁʝ ʠ ʘʞʫʨʠʨʘˁʝ ʧʦʩʣʦʚʥʝ 

ʩʪʨʘʪʝʛʠʿʝ, ʧʦʚʝʟʠʚʘˁʝ ʮʠˀʝʚʘ ʧʨʝʜʫʟʝ˂ʘ ʩʘ ʙʫ˅ʝʪʦʤ, ʩʧʨʦʚʦʹʝˁʝ ʧʦʩʣʦʚʥʠʭ ʧʨʦʤʝʥʘ 

ʠ ʩʭʚʘʪʘˁʝ ʠ ʰʠʨʝˁʝ ʚʠʟʠʿʝ ʠ ʤʠʩʠʿʝ ʜʫʞ ʮʝʣʦʢʫʧʥʦʛ ʧʨʝʜʫʟʝ˂ʘ. ʅʘʚʝʜʝʥʦ ʩʝ ʧʦʩʪʠʞʝ 

ʢʨʦʟ ʯʝʪʠʨʠ ʨʘʟʣʠʯʠʪʝ ʧʝʨʩʧʝʢʪʠʚʝ (Kaplan & Norton, 2007): ʬʠʥʘʥʩʠʿʩʢʝ, 

ʧʝʨʩʧʝʢʪʠʚʝ ʢʫʧʘʮʘ, ʧʝʨʩʧʝʢʪʠʚʝ ʠʥʪʝʨʥʠʭ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ ʠ ʧʝʨʩʧʝʢʪʠʚʝ ʫʯʝˁʘ ʠ 

ʨʘʩʪʘ. ɿʘ ʩʚʘʢʫ ʧʝʨʩʧʝʢʪʠʚʫ ʧʨʘʪʝ ʩʝ ʮʠˀʝʚʠ ʢʦʿʝ ʪʨʝʙʘ ʠʩʧʫʥʠʪʠ, ʘʢʪʠʚʥʦʩʪʠ ʟʘ 

ˁʠʭʦʚʦ ʦʩʪʚʘʨʝˁʝ, ʤʝʨʠʣʘ ʧʝʨʬʦʨʤʘʥʩʠ ʢʦʿʠʤʘ ʩʝ ʧʨʘʪʠ ʥʘʧʨʝʜʘʢ ʢʘ ʦʩʪʚʘʨʝˁʫ 

ʮʠˀʝʚʘ ʠ ʩʧʝʮʠʬʠʯʥʝ ʮʠˀʥʝ ʚʨʝʜʥʦʩʪʠ ʟʘ ʤʝʨʠʣʘ. 

ʆʥʦ ʰʪʦ ʥʘ ʧʨʚʠ ʧʦʛʣʝʜ ʥʠʿʝ ʦʯʠʛʣʝʜʥʦ, ʘ ʟʘʿʝʜʥʠʯʢʦ ʿʝ ʟʘ ʢʦʥʮʝʧʪʝ ɹʘʣʘʥʩʥʘ 

ʢʘʨʪʘ ʠ ʋʇʇ, ʿʝ ʠ ʠʩʪʠʮʘˁʝ ʚʘʞʥʦʩʪʠ ʣʠʜʝʨʘ, ʦʜʥʦʩʥʦ ʧʦʩʚʝ˂ʝʥʦʩʪʠ ʣʠʜʝʨʘ 

ʧʨʦʤʦʚʠʩʘˁʫ ʠ ʧʨʠʤʝʥʠ ʢʦʜ ʦʙʘ ʢʦʥʮʝʧʪʘ. ʅʘʠʤʝ, ʂʘʧʣʘʥ (2010) ʘʥʘʣʠʟʠʨʘ ʧʨʠʤʝʥʫ 

ɹʘʣʘʥʩʥʝ ʢʘʨʪʝ ʪʦʢʦʤ ʧʝʨʠʦʜʘ ʦʜ 15 ʛʦʜʠʥʘ. ʅʘʚʦʜʠ ʜʘ ʩʫ ʭʠˀʘʜʝ ʧʨʝʜʫʟʝ˂ʘ, 

ʧʨʠʚʘʪʥʠʭ, ʿʘʚʥʠʭ ʠ ʥʝʧʨʦʬʠʪʥʠʭ, ʰʠʨʦʤ ʩʚʝʪʘ ʧʨʠʤʝʥʠʣʝ ʢʦʥʮʝʧʪ ɹʘʣʘʥʩʥʝ ʢʘʨʪʝ. 

ʈʘʥʠ ʫʩʚʘʿʘʯʠ ʦʚʦʛ ʢʦʥʮʝʧʘ ï Rockwater, FMC, Mobil, Chemical Bank, Cigna P&C, AT&T 

Canada, Wells Fargo Online Services, City of Charlotte, ʠʤʘʣʠ ʩʫ ʚʨʭʫʥʩʢʝ ʣʠʜʝʨʝ. 

ʋʚʠʜʦʤ ʫ ʝʤʧʠʨʠʿʩʢʝ ʜʦʢʘʟʝ ʂʘʧʣʘʥ ʠʟʥʦʩʠ ʟʘʢˀʫʯʘʢ ʜʘ ʿʝ ʣʠʜʝʨʩʪʚʦ ʢˀʫʯʥʘ 

ʧʨʦʤʝʥˀʠʚʘ ʫʩʧʝʭʘ ʠ ʥʝʫʩʧʝʭʘ ʧʨʠʤʝʥʝ ʦʚʦʛ ʢʦʥʮʝʧʪʘ, ʤʦʞʜʘ ʯʘʢ ʠ ʜʦʚʦˀʥʘ. ʂʦʜ 

ʋʇʇ, ʢʘʢʦ ʥʘʚʦʜʠ ʍʘʤʝʨ (2015) ʣʠʜʝʨʩʪʚʦ ʿʝ ʿʝʜʥʘ ʦʜ ʢʨʠʪʠʯʥʠʭ ʩʧʦʩʦʙʥʦʩʪʠ ʢʦʿʘ 

ʦʧʨʝʜʝˀʫʿʝ ˁʝʛʦʚʫ ʫʩʧʝʰʥʦʩʪ. 

ɱʝʜʘʥ ʦʜ ʢʦʥʮʝʧʪʫʘʣʥʠʭ ʧʨʠʥʮʠʧʘ ʋʇʇ ʦʜʥʦʩʠ ʩʝ ʥʘ ʧʨʠʤʝʥʫ ʤʝʨʠʣʘ 

ʧʝʨʬʦʨʤʘʥʩʠ ʨʘʜʠ ʠʜʝʥʪʠʬʠʢʦʚʘˁʘ ʝʬʠʢʘʩʥʦʩʪʠ ʠ ʝʬʝʢʪʠʚʥʦʩʪʠ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ. 

ɹʘʣʘʥʩʥʘ ʢʘʨʪʘ ʢʘʦ ʤʝʨʥʠ ʦʢʚʠʨ ʿʝʜʥʦʩʪʘʚʥʘ ʿʝ ʟʘ ʧʨʠʤʝʥʫ ʠ ʤʝʥʘ˅ʝʨʠʤʘ ʦʤʦʛʫ˂ʘʚʘ 
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ʣʘʢʫ ʠʜʝʥʪʠʬʠʢʘʮʠʿʫ ʜʝʣʦʚʘ ʧʨʝʜʫʟʝ˂ʘ ʢʦʿʠ ʥʠʩʫ ʫʩʧʝʰʥʠ ʦʜʥʦʩʥʦ ʥʝ ʨʘʜʝ ʫ ʩʢʣʘʜʫ ʩʘ 

ʧʦʩʪʘʚˀʝʥʦʤ ʩʪʨʘʪʝʛʠʿʦʤ. ʂʘʢʦ ʥʘʚʦʜʠ ʂʘʧʣʘʥ, ɹʘʣʘʥʩʥʘ ʢʘʨʪʘ ʧʨʝʜʩʪʘʚˀʘ 

ʫʩʤʝʨʘʚʘʿʫ˂ʠ ʠʥʩʪʨʫʤʝʥʪ, ʥʝʦʧʭʦʜʘʥ ʤʝʥʘ˅ʝʨʠʤʘ ʥʘ ʧʫʪʫ ʜʦ ʫʩʧʝʭʘ.  

ʅʝʜʦʩʪʘʪʘʢ ɹʘʣʘʥʩʥʝ ʢʘʨʪʝ ʦʛʣʝʜʘ ʩʝ ʫ ˁʝʥʦʤ ʬʦʢʫʩʫ ʥʘ ʦʨʛʘʥʠʟʘʮʠʦʥʝ 

ʿʝʜʠʥʠʮʝ, a ʥʝ ʥʘ ʧʦʩʣʦʚʥʝ ʧʨʦʮʝʩʝ ʠ ʟʘʥʝʤʘʨʠʚʘˁʫ ʠʥʪʝʨʝʩʘ ʩʚʠʭ ʩʪʝʿʢʭʦʣʜʝʨʘ. ʉʪʦʛʘ, 

ʥʝʢʠ ʘʫʪʦʨʠ ʧʨʝʜʣʘʞʫ ʫʚʦʹʝˁʝ ʿʦʰ ʜʚʝ ʧʝʨʩʧʝʢʪʠʚʝ ʠ ʪʦ (Parmenter, 2010): 

ʟʘʜʦʚʦˀʩʪʚʦ ʟʘʧʦʩʣʝʥʠʭ ʠ ʟʘʿʝʜʥʠʮʘ ʠ ʦʢʨʫʞʝˁʝ. ʉʘ ʘʩʧʝʢʪʘ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ, 

ʥʝʜʦʩʪʘʪʘʢ ɹʘʣʘʥʩʥʝ ʢʘʨʪʝ ʧʨʝʜʩʪʘʚˀʘ ʠʟʦʩʪʘʿʘˁʝ ʝʢʩʧʣʠʮʠʪʥʝ ʚʝʟʝ ʝʬʠʢʘʩʥʦʩʪʠ 

ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ ʠ ʩʘʪʠʩʬʘʢʮʠʿʝ ʢʫʧʘʮʘ. ʌʦʢʫʩʦʤ ʥʘ ʚʝʨʪʠʢʘʣʥʦ ʫʩʢʣʘʹʠʚʘˁʝ 

ɹʘʣʘʥʩʥʘ ʢʘʨʪʘ ʟʘʥʝʤʘʨʫʿʝ ʫʩʧʦʩʪʘʚˀʘˁʝ ʭʦʨʠʟʦʥʪʘʣʥʝ ʧʦʚʝʟʘʥʦʩʪʠ. ʆʯʠʛʣʝʜʥʦ, ʫʣʦʛʘ 

ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ ʫ ʫʩʧʦʩʪʘʚˀʘˁʫ ʩʢʣʘʜʘ ʠʟʤʝʹʫ ʧʦʩʣʦʚʘˁʘ ʧʨʝʜʫʟʝ˂ʘ ʠ ʧʦʩʣʦʚʥʝ 

ʩʪʨʘʪʝʛʠʿʝ ʥʠʿʝ ʘʜʝʚʘʪʥʦ ʠʩʪʘʢʥʫʪʘ. 

4.1.2. ʇʨʠʟʤʘ ʧʝʨʬʦʨʤʘʥʩʠ  

ʋ ʛʨʫʧʠ ʤʝʨʥʠʭ ʦʢʚʠʨʘ ʜʨʫʛʝ ʛʝʥʝʨʘʮʠʿʝ ʠʟʜʚʘʿʘ ʩʝ ʇʨʠʟʤʘ ʧʝʨʬʦʨʤʘʥʩʠ (ʝʥʛʣ. 

Performance Prism) (Neely & Adams, 2000). ʇʨʝʜʩʪʘʚˀʘ ʿʝʜʘʥ ʩʚʝʦʙʫʭʚʘʪʘʥ ʦʢʚʠʨ 

ʤʝʨʠʣʘ ʧʝʨʬʦʨʤʘʥʩʠ, ʢʦʿʠ ʿʝ ʦʜ ʢʦʨʠʩʪʠ ʋʇʇ ʧʨʠ ʦʜʘʙʠʨʫ ʘʜʝʢʚʘʪʥʠʭ ʤʝʨʠʣʘ 

ʧʝʨʬʦʨʤʘʥʩʠ. ʀʟʙʘʨʘʥʘ ʤʝʨʠʣʘ ʧʝʨʬʦʨʤʘʥʩʠ ʧʨʠʤʝˁʫʿʫ ʩʝ ʟʘ ʧʨʘ˂ʝˁʝ ʩʣʦʞʝʥʠʭ 

ʦʜʥʦʩʘ ʩʪʝʿʢʭʦʣʜʝʨʘ ʠ ʦʮʝʥʫ ʩʪʨʘʪʝʛʠʿʝ, ʢʦʿʫ ʿʝ ʧʨʝʜʫʟʝ˂ʝ ʧʨʠʧʨʝʤʠʣʦ ʟʘ 

ʠʤʧʣʝʤʝʥʪʘʮʠʿʫ (Krstiĺ & AnĽelkoviĺ Peġiĺ, 2011).  

ɿʘ ʨʘʟʣʠʢʫ ʦʜ ʜʨʫʛʠʭ ʤʝʨʥʠʭ ʦʢʚʠʨʘ, ʇʨʠʟʤʘ ʧʝʨʬʦʨʤʘʥʩʠ ʥʘʤʝ˂ʝ ʤʝʥʘ˅ʝʨʠʤʘ 

ʦʙʘʚʝʟʫ ʫʩʧʦʩʪʘʚˀʘˁʘ ʚʝʟʘ ʠʟʤʝʹʫ ʤʝʨʠʣʘ ʧʝʨʬʦʨʤʘʥʩʠ ʢʨʦʟ ʧʦʩʪʘʚˀʘˁʝ ʢˀʫʯʥʠʭ 

ʧʠʪʘˁʘ. ʇʨʠʟʤʘ ʧʝʨʬʦʨʤʘʥʩʠ ʩʝ ʢʦʨʠʩʪʠ ʢʘʦ ʘʣʘʪ ʢʦʿʠ ʤʝʥʘ˅ʤʝʥʪ ʪʠʤʦʚʠ ʧʨʠʤʝˁʫʿʫ ʫ 

ʮʠˀʫ ʫʦʯʘʚʘˁʘ ʢˀʫʯʥʠʭ ʧʠʪʘˁʘ, ʥʘ ʢʦʿʘ ʪʨʝʙʘ ʜʘ ʜʘʿʫ ʦʜʛʦʚʦʨʝ, ʢʘʜʘ ʞʝʣʝ ʜʘ ʫʩʧʝʰʥʦ 

ʫʧʨʘʚˀʘʿʫ ʧʦʩʣʦʚʘˁʝʤ. 

ʇʨʠʟʤʘ ʧʝʨʬʦʨʤʘʥʩʠ ʩʘʩʪʦʿʠ ʩʝ ʦʜ ʧʝʪ ʤʝʹʫʩʦʙʥʦ ʧʦʚʝʟʘʥʠʭ ʧʝʨʩʧʝʢʪʠʚʘ. ʈʝʯ 

ʿʝ ʦ ʩʣʝʜʝ˂ʠʤ ʧʝʨʩʧʝʢʪʠʚʘʤʘ (Neely, Adams, & Crowe, 2001): ʩʘʪʠʩʬʘʢʮʠʿʘ 

ʩʪʝʿʢʭʦʣʜʝʨʘ, ʩʪʨʘʪʝʛʠʿʝ, ʧʨʦʮʝʩʠ, ʩʧʦʩʦʙʥʦʩʪʠ, ʜʦʧʨʠʥʦʩ ʩʪʝʿʢʭʦʣʜʝʨʘ.  
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ʉʣʠʢʘ 4.1: ʇʨʠʟʤʘ ʧʝʨʬʦʨʤʘʥʩʠ 

ʀʟʚʦʨ: Neely, A., Adams, C. & Crowe P. (2001) The performance prism in practice. Measuring 

Business Excellence. Vol. 5. Iss: 2, pp. 6 ï 13. 

 

ʉʘʪʠʩʬʘʢʮʠʿʘ ʩʪʝʿʢʭʦʣʜʝʨʘ, ʢʘʦ ʧʨʚʘ ʜʠʤʝʥʟʠʿʘ ʧʨʠʟʤʝ ʧʝʨʬʦʨʤʘʥʩʠ, 

ʧʦʩʪʘʚˀʘ ʧʠʪʘˁʝ: - ʢʦ ʩʫ ʩʪʝʿʢʭʦʣʜʝʨʠ ʧʨʝʜʫʟʝ˂ʘ ʠ ʰʪʘ ʦʥʠ ʞʝʣʝ? ʇʦʣʘʟʝ˂ʠ ʦʜ 

ˁʠʭʦʚʦʛ ʫʪʠʮʘʿʘ ʥʘ ʧʝʨʬʦʨʤʘʥʩʝ ʠ ʫʩʧʝʭ ʧʨʝʜʫʟʝ˂ʘ, ʇʨʠʟʤʘ ʧʝʨʬʦʨʤʘʥʩʠ ʥʫʜʠ ʰʠʨʦʢ 

ʦʙʫʭʚʘʪ ʩʪʝʿʢʭʦʣʜʝʨʘ ʠ ʪʦ: ʘʢʮʠʦʥʘʨʝ, ʢʫʧʮʝ, ʟʘʧʦʩʣʝʥʝ, ʜʦʙʘʚˀʘʯʝ, ʧʘʨʪʥʝʨʝ ʠʟ 

ʘʣʠʿʘʥʩʝ, ʧʦʩʨʝʜʥʠʢʝ, ʨʝʛʫʣʘʪʦʨʝ ʠ ʣʦʢʘʣʥʫ ʟʘʿʝʜʥʠʮʫ (Frederico & Francisco, 2009). 

ɼʨʫʛʘ ʜʠʤʝʥʟʠʿʘ ʇʨʠʟʤʝ ʧʝʨʬʦʨʤʘʥʩʠ ʢʦʥʮʝʥʪʨʠʰʝ ʩʝ ʥʘ ʩʪʨʘʪʝʛʠʿʝ ʦʜʥʦʩʥʦ ʦʮʝʥʫ 

ʠʟʙʦʨʘ ʧʨʘʚʠʭ ʩʪʨʘʪʝʛʠʿʘ. ʆʜʘʙʨʘʥʘ ʩʪʨʘʪʝʛʠʿʘ ʪʨʝʙʘ ʜʘ ʦʤʦʛʫ˂ʠ ʟʘʜʦʚʦˀʝˁʝ ʧʦʪʨʝʙʘ 

ʩʪʝʿʢʭʦʣʜʝʨʘ ʠ ʙʫʜʝ ʫ ʩʢʣʘʜʫ ʩʘ ʧʦʩʣʦʚʥʦʤ ʩʪʨʘʪʝʛʠʿʦʤ. ʉʣʝʜʝ˂ʘ ʧʝʨʩʧʝʢʪʠʚʘ ʦʚʦʛ 

ʢʦʥʮʝʧʪʘ ʦʜʥʦʩʠ ʩʝ ʥʘ ʧʨʦʮʝʩʝ. ʅʝʫʩʘʛʣʘʰʝʥʦʩʪ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ ʠ ʩʪʨʘʪʝʛʠʿʝ 

ʧʨʝʜʩʪʘʚˀʘ ʛʣʘʚʥʠ ʫʟʨʦʢ ʥʝʫʩʧʝʭʘ ʩʪʨʘʪʝʛʠʿʝ, ʿʝʨ ʩʝ ʩʪʨʘʪʝʛʠʿʘ ʨʝʘʣʠʟʫʿʝ ʢʨʦʟ ʧʦʩʣʦʚʥʝ 

ʧʨʦʮʝʩʝ. ʇʠʪʘˁʝ ʢʦʿʝ ʩʝ ʦʚʜʝ ʧʦʩʪʘʚˀʘ ʿʝ: - ʢʦʿʝ ʧʨʦʮʝʩʝ ʪʨʝʙʘ ʫʩʧʦʩʪʘʚʠʪʠ ʜʘ ʙʠ ʩʝ 

ʧʨʫʞʠʣʘ ʧʦʜʨʰʢʘ ʨʝʘʣʠʟʘʮʠʿʠ ʦʜʘʙʨʘʥʝ ʩʪʨʘʪʝʛʠʿʝ? ʆʚʜʝ ʩʝ ʛʦʚʦʨʠ ʦ ʧʨʦʮʝʩʠʤʘ ʢʦʿʠ 

ʩʫ ʟʘʿʝʜʥʠʯʢʠ ʟʘ ʚʝ˂ʠʥʫ ʧʨʝʜʫʟʝ˂ʘ: ʨʘʟʚʠʿʘˁʝ ʥʦʚʠʭ ʧʨʦʠʟʚʦʜʘ/ʫʩʣʫʛʘ, ʩʪʚʘʨʘˁʝ 

ʪʨʘʞˁʝ, ʠʩʧʫˁʝˁʝ ʪʨʘʞˁʝ, ʧʣʘʥʠʨʘˁʝ ʠ ʫʧʨʘʚˀʘˁʝ ʧʨʝʜʫʟʝ˂ʝʤ. ɿʘ ʩʚʘʢʠ ʦʜ ʦʚʠʭ 

ʧʨʦʮʝʩʘ ʪʨʝʙʘ ʠʜʝʥʪʠʬʠʢʦʚʘʪʠ ʩʧʝʮʠʬʠʯʥʝ ʤʝʨʝ, ʢʘʢʦ ʙʠ ʤʝʥʘ˅ʤʝʥʪ ʧʨʘʪʠʦ 

ʝʬʝʢʪʠʚʥʦʩʪ ʧʨʦʮʝʩʘ. ʉʧʦʩʦʙʥʦʩʪʠ ʧʨʝʜʩʪʘʚˀʘʿʫ ʯʝʪʚʨʪʫ ʧʝʨʩʧʝʢʪʠʚʫ ʇʨʠʟʤʝ 

ʧʝʨʬʦʨʤʘʥʩʠ, ʢʘʦ ʢʦʤʙʠʥʘʮʠʿʘ ˀʫʜʠ, ʧʨʘʢʩʝ, ʪʝʭʥʦʣʦʛʠʿʝ ʠ ʠʥʬʨʘʩʪʨʫʢʪʫʨʝ ʢʦʿʘ 

ʦʤʦʛʫ˂ʘʚʘ ʠʟʚʨʰʝˁʝ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ ʧʨʝʜʫʟʝ˂ʘ. ɹʝʟ ˁʠʭ ʥʠʿʝ ʤʦʛʫ˂ʝ ʨʝʘʣʠʟʦʚʘʪʠ 

ʠʣʠ ʧʦʙʦˀʰʘʪʠ ʧʨʦʮʝʩʝ. ʂˀʫʯʥʦ ʧʠʪʘˁʝ ʚʝʟʘʥʦ ʟʘ ʦʚʫ ʧʝʨʩʧʝʢʪʠʚʫ ʿʝ: - ʢʦʿʝ 

ʩʧʦʩʦʙʥʦʩʪʠ ʩʫ ʥʝʦʧʭʦʜʥʝ ʟʘ ʨʝʘʣʠʟʘʮʠʿʫ ʧʨʦʮʝʩʘ? ʉʘʟʥʘˁʝ ʥʝʦʧʭʦʜʥʠʭ ʩʧʦʩʦʙʥʦʩʪʠ 

ʚʦʜʠ ʢʘ ʠʜʝʥʪʠʬʠʢʘʮʠʿʠ ʩʧʝʮʠʬʠʯʥʠʭ ʤʝʨʘ ʟʘ ʧʨʦʮʝʥʫ ʧʦʩʪʦʿʘˁʘ ʥʝʦʧʭʦʜʥʠʭ 



ʈʘʟʚʦʿ ʦʢʚʠʨʘ ʟʘ ʧʦʚʝ˂ʘˁʝ ʧʨʦʮʝʩʥʝ ʟʨʝʣʦʩʪʠ ʧʨʝʜʫʟʝ˂ʘ 

93 

 

ʩʧʦʩʦʙʥʦʩʪʠ ʠʣʠ ʧʣʘʥʦʚʘ ˁʠʭʦʚʝ ʠʤʧʣʝʤʝʥʪʘʮʠʿʝ. ʇʦʩʣʝʜˁʘ ʜʠʤʝʥʟʠʿʝ ʇʨʠʟʤʝ 

ʧʝʨʬʦʨʤʘʥʩʠ ʧʨʝʧʦʟʥʘʿʝ ʯʠˁʝʥʠʮʫ ʜʘ ʩʪʝʿʢʭʦʣʜʝʨʠ ʧʨʝʜʫʟʝ˂ʘ ʪʨʝʙʘ ʜʘ ʜʘʿʫ ʩʚʦʿ 

ʜʦʧʨʠʥʦʩ ʧʨʝʜʫʟʝ˂ʫ. ʊʘʢʦ, ʥʘ ʧʨʠʤʝʨ. ʟʘʧʦʩʣʝʥʠ ʦʯʝʢʫʿʫ ʦʜ ʧʨʝʜʫʟʝ˂ʘ ʟʘʰʪʠʪʫ ʠ 

ʩʠʛʫʨʥʦʩʪ ʥʘ ʨʘʜʫ, ʫʩʘʚʨʰʘʚʘˁʝ ʠ ʧʨʠʩʪʦʿʥʫ ʧʣʘʪʫ. ɿʘʫʟʚʨʘʪ, ʧʨʝʜʫʟʝ˂ʝ ʞʝʣʠ ʜʘ 

ʟʘʧʦʩʣʝʥʠ ʜʦʧʨʠʥʦʩʝ ʧʦʩʣʦʚʘˁʫ, ʜʘ ʧʦʥʫʜʝ ʠʜʝʿʝ ʠ ʩʫʛʝʩʪʠʿʝ, ʜʘ ʙʫʜʫ ʧʨʝʜʘʥʠ ʧʦʩʣʫ, 

ʜʘ ʨʘʟʚʠʿʫ ʩʪʨʫʯʥʦʩʪ, ʜʘ ʦʩʪʘʥʫ ʣʦʿʘʣʥʠ ʧʨʝʜʫʟʝ˂ʫ. ʆʚʘʢʘʚ ʩʠʤʙʠʦʪʩʢʠ ʦʜʥʦʩ 

ʧʨʝʜʫʟʝ˂ʘ ʠ ʟʘʧʦʩʣʝʥʠʭ ʪʨʝʙʘ ʜʘ ʩʝ ʫʩʧʦʩʪʘʚʠ ʩʘ ʩʚʠʤ ʩʪʝʿʢʭʦʣʜʝʨʠʤʘ.  

ʌʦʢʫʩ ʇʨʠʟʤʝ ʧʝʨʬʦʨʤʘʥʩʠ ʥʘ ʩʘʪʠʩʬʘʢʮʠʿʫ ʢʫʧʘʮʘ ʦʜ ʟʥʘʯʘʿʘ ʿʝ ʟʘ ʋʇʇ ʢʦʿʝ 

ʪʝʞʠ ʫʥʘʧʨʝʹʝˁʫ ʧʨʦʮʝʩʘ ʫ ʮʠˀʫ ʠʩʧʦʨʫʢʝ ʚʨʝʜʥʦʩʪʠ ʢʫʧʮʠʤʘ. ɿʘ ʨʘʟʣʠʢʫ ʦʜ 

ɹʘʣʘʥʩʥʝ ʢʘʨʪʝ, ʢʦʥʮʝʧʪ ʇʨʠʟʤʘ ʧʝʨʬʦʤʘʥʩʠ ʩʝ ʬʦʢʫʩʠʨʘ ʥʘ ʦʜʘʙʠʨ ʧʦʩʣʦʚʥʠʭ 

ʧʨʦʮʝʩʘ ʢʦʿʠ ʩʫ ʢʨʠʪʠʯʥʠ ʟʘ ʫʩʧʝʰʥʫ ʨʝʘʣʠʟʘʮʠʿʫ ʩʪʨʘʪʝʛʠʿʝ. ʇʨʘ˂ʝˁʝ ʠ ʤʝʨʝˁʝ 

ʝʬʠʢʘʩʥʦʩʪʠ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ ʠ ʥʝʦʧʭʦʜʥʦʩʪ ˁʠʭʦʚʝ ʫʩʢʣʘʹʝʥʦʩʪʠ ʩʘ ʩʪʨʘʪʝʛʠʿʦʤ 

ʩʫʰʪʠʥʘ ʿʝ ʢʦʥʮʝʧʪʘ ʇʨʠʟʤʘ ʧʝʨʬʦʨʤʘʥʩʠ ʠ ʋʇʇ. ʆʩʥʘʞʠʚʘˁʝ ʟʘʧʦʩʣʝʥʠʭ, ʦʙʫʢʘ ʠ 

ʫʩʘʚʨʰʘʚʘˁʝ, ʜʚʦʩʤʝʨʥʘ ʢʦʤʫʥʠʢʘʮʠʿʘ ʫ ʮʠˀʫ ʧʦʜʩʪʠʮʘˁʘ ʟʘʧʦʩʣʝʥʠʭ ʥʘ ʫʥʘʧʨʝʹʝˁʝ 

ʩʦʧʩʪʚʝʥʠʭ ʘʢʪʠʚʥʦʩʪʠ ʠ ʜʦʧʨʠʥʦʩʘ ʫʩʧʝʭʫ ʮʝʣʦʢʫʥʦʛ ʧʦʩʣʦʚʥʦʛ ʧʨʦʮʝʩʘ, ʢʘʦ 

ʝʣʝʤʝʥʪʠ ʿʝʜʥʝ ʦʜ ʧʝʨʩʧʝʢʪʠʚʘ ʇʨʠʟʤʘ ʧʝʨʬʦʨʤʘʥʩʠ, ʧʨʝʜʩʪʘʚˀʘʿʫ ʠ ʬʘʢʪʦʨʝ 

ʫʥʘʧʨʝʹʝˁʘ ʋʇʇ. ʇʨʝʤʘ ʪʦʤʝ, ʢʦʥʮʝʧʪ ʇʨʠʟʤʘ ʧʝʨʬʦʨʤʘʥʩʠ ʙʘʟʠʨʘʥ ʿʝ ʥʘ ʋʇʇ. 

4.1.3.  Lean ʢʦʥʮʝʧʪ  

ʊʨʘʜʠʮʠʦʥʘʣʥʝ ʤʝʪʦʜʝ ʦʩʠʛʫʨʘˁʘ ʢʚʘʣʠʪʝʪʘ, ʢʘʦ ʥʘ ʧʨʠʤʝʨ ʢʦʥʪʨʦʣʘ ʢʚʘʣʠʪʝʪʘ 

ʧʨʦʠʟʚʦʜʘ ʧʦʩʣʝ ʟʘʚʨʰʝʥʦʛ ʧʨʦʮʝʩʘ ʧʨʦʠʟʚʦʜˁʝ, ʢʘʨʘʢʪʝʨʠʰʫ ʦʜʨʝʹʝʥʠ ʥʝʜʦʩʪʘʮʠ. 

ʅʝʝʬʠʢʘʩʥʦʩʪ ʫ ʧʨʦʥʘʣʘʞʝˁʫ ʫʟʨʦʢʘ ʥʝʫʿʝʜʥʘʯʝʥʦʛ ʢʚʘʣʠʪʝʪʘ ʧʨʦʠʟʚʦʜʘ ʪʦʢʦʤ 

ʧʨʦʮʝʩʘ ʧʨʦʠʟʚʦʜˁʝ, ʧʨʝʜʩʪʘʚˀʘ ʿʝʜʥʦʛ ʦʜ ˁʠʭ. ʉʪʦʛʘ ʩʫ ʦʚʝ ʤʝʪʦʜʝ ʟʘʤʝˁʝʥʝ 

ʩʘʚʨʝʤʝʥʠʤ ʧʨʠʩʪʫʧʠʤʘ ʢʚʘʣʠʪʝʪʫ ʧʨʦʠʟʚʦʜˁʝ. ɱʝʜʘʥ ʦʜ ʥʘʿʯʝʰ˂ʝ ʢʦʨʠʰ˂ʝʥʠʭ ʿʝ 

Lean ʢʦʥʮʝʧʪ (ʝʥʛʣ. Lean management ï LM) ʨʘʟʚʠʿʝʥ ʢʨʘʿʝʤ ʦʩʘʤʜʝʩʝʪʠʭ ʠ ʧʦʯʝʪʢʦʤ 

ʜʝʚʝʜʝʩʝʪʠʭ ʛʦʜʠʥʘ 20. ʚʝʢʘ ʦʜ ʩʪʨʘʥʝ ɽʥʦʘ ʠ ʐʠʥʛʘ (ʝʥʛʣ. Eno & Shingo) ï ʠʥʞʝˁʝʨʘ 

ʠ ʣʠʜʝʨʘ ʿʘʧʘʥʩʢʦʛ ʧʨʝʜʫʟʝ˂ʘ Tojaota (ʝʥʛʣ. Toyota Motor Corporation, or Toyota 

Production System (TPS)). ʂʦʥʮʝʧʪ Lean ʥʠʿʝ ʧʨʦʠʟʘʰʘʦ ʠʟ ʪʝʦʨʠʿʝ. ʈʝʟʫʣʪʘʪ ʿʝ ʧʨʘʢʩʝ 

ʧʦʩʤʘʪʨʘˁʘ ʫ ʊʦʿʦʪʠ, ʢʦʿʘ ʿʝ ʦʩʪʚʘʨʠʣʘ ʩʫʧʝʨʠʦʨʥʝ ʧʝʨʬʦʨʤʘʥʩʝ ʫ ʧʦʛʣʝʜʫ ʢʚʘʣʠʪʝʪʘ 

ʧʨʦʠʟʚʦʜʘ, ʝʬʠʢʘʩʥʦʩʪʠ (ʩʘʪʠ ʧʦ ʘʫʪʦʤʦʙʠʣʫ) ʠ ʚʨʝʤʝʥʘ ʠʩʧʦʨʫʢʝ ʥʦʚʠʭ ʧʨʦʠʟʚʦʜʘ. 

Lean ʿʝ ʥʘʩʪʘʦ ʢʘʦ ʨʝʰʝˁʝ ʊʦʿʦʪʝ ʟʘ ʧʨʦʙʣʝʤʝ ʩ ʢʦʿʠʤʘ ʩʫ ʩʝ ʿʘʧʘʥʩʢa ʧʨʝʜʫʟʝ˂ʘ 

ʩʫʦʯʠʣʘ ʥʘʢʦʥ ɼʨʫʛʦʛ ʩʚʝʪʩʢʦʛ ʨʘʪʘ (ʦʩʢʫʜʥʠ ʨʝʩʫʨʩʠ ʠ ʪʝʰʢʠ ʝʢʦʥʦʤʩʢʠ ʫʩʣʦʚʠ). 
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ʊʚʦʨʘʮ ʪʝʨʤʠʥʘ Lean ʿʝ ɷʝʿʤʩ ɺʦʤʘʢ (James Womack). Lean ʩʝ ʦʜʥʦʩʠ ʥʘ 

ʧʨʠʩʪʫʧʝ ʫʧʨʘʚˀʘˁʘ ʧʨʦʠʟʚʦʜˁʦʤ ʠ ʠʩʧʫˁʝˁʝ ʫʧʨʘʚʦ ʦʥʦʛ ʰʪʦ ʢʫʧʮʠ ʟʘʭʪʝʚʘʿʫ, ʫʟ 

ʤʠʥʠʤʘʣʥʝ ʪʨʦʰʢʦʚʝ, ʙʝʟ ʛʫʙʠʪʘʢʘ ʠ ʦʪʧʘʜʘ (McCarron & Brendan, 2006). ʉʚʘʢʠ 

ʧʨʦʠʟʚʦʹʘʯ ʫ ʩʠʩʪʝʤʫ ʚʨʝʜʥʦʩʪʠ ʪʨʝʙʘʣʦ ʙʠ ʜʘ ʩʝ ʦʩʣʘˁʘ ʥʘ ʧʦʪʨʝʙʝ ʩʚʦʿʠʭ ʢʫʧʘʮʘ 

(Lean ï ʝʥʛʣ: ʦʩʣʦʥʠʪʠ ʩʝ, ʥʘʩʣʦʥʠʪʠ ʩʝ) (Barac, Milovanoviĺ & AnĽelkoviĺ, 2012). 

ɹʨʦʿʥʠ ʘʫʪʦʨʠ ʧʦʢʫʰʘʣʠ ʩʫ ʜʘ ʜʝʬʠʥʠʰʫ Lean ʢʦʥʮʝʧʪ. ʄʝʹʫʪʠʤ, ʥʝʢʠ ʘʫʪʦʨʠ 

ʠʩʪʠʯʫ ʥʝ ʧʦʩʪʦʿʘˁʝ ˁʝʛʦʚʝ ʿʘʩʥʝ ʜʝʬʠʥʠʮʠʿʝ (Pettersen, 2009). ʄʝʹʫʪʠʤ, ʚʝ˂ʠʥʘ 

ʘʫʪʦʨʘ ʩʝ ʩʣʘʞʝ ʜʘ ʿʝ Lean ʢʦʤʙʠʥʘʮʠʿʘ ʘʣʘʪʘ ʠ ʥʘʯʠʥʘ ʨʘʟʤʠʰˀʘˁʘ (ʬʠʣʦʟʦʬʠʿʝ). 

ʅʘʠʤʝ, ʚʠʜˀʠʚʠ ʜʝʦ Lean ʢʦʥʮʝʧʪʘ ʫʢˀʫʯʫʿʝ ʧʨʦʮʝʜʫʨʝ, ʘʣʘʪʝ ʠ ʧʨʠʥʮʠʧʝ, ʘ ʜʝʦ ʢʦʿʠ 

ʥʠʿʝ ʚʠʜˀʠʚ ʫʢˀʫʯʫʿʝ ʦʜʨʝʹʝʥʝ ʠʜʝʿʝ, ʬʠʣʦʟʦʬʩʢʝ ʢʘʨʘʢʪʝʨʠʩʪʠʢʝ ʦʚʦʛ ʢʦʥʮʝʧʪʘ 

(Rother, 2010) (ʣʠʜʝʨʠ ʤʦʨʘʿʫ ʚʝʨʦʚʘʪʠ ʜʘ ʪʨʝʙʘ ʜʘ ʧʦʩʪʦʿʠ ʤʦʛʫ˂ʥʦʩʪ ʧʦʙʦˀʰʘˁʘ, ʯʘʢ 

ʠʘʢʦ ʪʦ ʥʠʿʝ ʦʯʠʛʣʝʜʥʦ). ʂʘʢʦ ʿʝ ʫ ʧʨʝʜʫʟʝ˂ʠʤʘ ʧʨʠʩʫʪʘʥ ʨʘʜ ʥʘ ʧʨʦʤʝʥʠ ʧʦʩʣʦʚʥʝ 

ʢʫʣʪʫʨʝ ʠ ʚʝ˂ʘ ʫʩʤʝʨʝʥʦʩʪ ʥʘ ʧʦʪʨʝʙʝ ʢʫʧʘʮʘ Lean ʢʦʥʮʝʧʪ ʩʝ ʤʦʞʝ ʜʝʬʠʥʠʩʘʪʠ ʩʘ 

ʩʪʘʥʦʚʠʰʪʘ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ, ʢʘʦ ʢʦʥʮʝʧʪ ʫʩʤʝʨʝʥ ʥʘ ʦʪʢʨʠʚʘˁʝ ʠ ʝʣʠʤʠʥʠʩʘˁʝ 

ʦʥʠʭ ʘʢʪʠʚʥʦʩʪʠ ʢʦʿʝ ʥʝ ʜʦʧʨʠʥʦʩʝ ʩʪʚʘʨʘˁʫ ʜʦʜʘʪʥʝ ʚʨʝʜʥʦʩʪ ʫ ʧʦʩʣʦʚʥʠʤ ʧʨʦʮʝʩʠʤʘ 

(Radosavljeviĺ, Boġkoviĺ & Mihajloviĺ, 2015). 

Lean ʢʦʥʮʝʧʪ ʧʨʝʧʦʨʫʯʫʿʝ ʥʝʢʦʣʠʢʦ ʢˀʫʯʥʠʭ ʧʨʠʥʮʠʧʘ, ʯʠʿʘ ʿʝ ʧʨʠʤʝʥʘ ʤʦʛʫ˂ʘ 

ʫ ʩʚʘʢʦʤ ʧʨʝʜʫʟʝ˂ʫ ʠʣʠ ʧʨʦʿʝʢʪʫ (Nikiforova & Bicevska, 2018): 

ü ʠʜʝʥʪʠʬʠʢʦʚʘˁʝ ʚʨʝʜʥʦʩʪʠ, 

ü ʤʘʧʠʨʘˁʝ ʪʦʢʘ ʚʨʝʜʥʦʩʪʠ (ʚʠʟʫʝʣʠʟʘʮʠʿʘ ʘʢʪʠʚʥʦʩʪʠ ʠ ʧʨʦʮʝʩʘ), 

ü ʠʜʝʥʪʠʬʠʢʦʚʘˁʝ ʛʫʙʠʪʘʢʘ (ʯʝʢʘˁʝ, ʟʘʣʠʭʝ, ʧʨʝʢʦʤʝʨʥʘ ʧʨʦʠʟʚʦʜˁʘ, ʩʫʚʠʰʘʥ 

ʪʨʘʥʩʧʦʨʪ, ʥʝʝʬʠʢʘʩʘʥ ʧʨʦʮʝʩ, ʜʝʬʝʢʪʠ, ʩʫʚʠʰʥʦ ʢʨʝʪʘˁʝ, ʥʝʠʩʢʦʨʠʰ˂ʝʥʝ 

ʤʦʛʫ˂ʥʦʩʪʠ, ʦʜʩʫʩʪʚʦ ʟʘʧʦʩʣʝʥʠʭ (Radosavljeviĺ i saradnici, 2015)), 

ü ʝʣʠʤʠʥʠʩʘˁʝ ʛʫʙʠʪʘʢʘ (ʧʨʠʤʝʥʦʤ ʥʝʢʦʛ ʦʜ ʘʣʘʪʘ ʠʣʠ ʪʝʭʠʢʘ ï just-in-time, 

SMED (ʝʥʛʣ. Single-Minute Exchange ʦf Dies), ʧʨʝʚʝʥʪʠʚʥʦ ʦʜʨʞʘʚʘˁʝ, 

ʧʨʦʠʟʚʦʜˁʘ ʙʝʟ ʚʘʨʠʨʘˁʘ...),  

ü ʪʝʞˁʘ ʢʘ ʩʘʚʨʰʝʥʩʪʚʫ ʧʨʝʢʦ ʢʦʥʪʠʥʫʠʨʘʥʭ ʧʦʙʦˀʰʘʚʘ ʯʘʢ ʠ ʫ ʩʣʫʯʘʿʫ ʫʩʧʝʭʘ.  

ʇʨʝʜʥʦʩʪʠ ʧʨʠʤʝʥʝ Lean ʢʦʥʮʝʧʪʘ ʦʛʣʝʜʘʿʫ ʩʝ ʫ ʧʦʨʘʩʪʫ ʧʨʦʜʫʢʪʠʚʥʦʩʪʠ, 

ʫʥʘʧʨʝʹʝˁʫ ʢʚʘʣʠʪʝʪʘ, ʩʢʨʘ˂ʝˁʫ ʚʨʝʤʝʥʘ ʮʠʢʣʫʩʘ ʧʨʦʠʟʚʦʜˁʝ ʠ ʩʤʘˁʝˁʫ ʪʨʦʰʢʦʚʘ 

ʧʨʦʠʟʚʦʜˁʝ. ɽʬʝʢʪʠ Lean ʢʦʥʮʝʧʪʘ ʟʘʭʪʝʚʘʿʫ ʝʤʧʠʨʠʿʩʢʫ ʧʦʜʨʰʢʫ (Stoġiĺ, AnĽelkoviĺ 

& Radosavljeviĺ, 2016), ʘʣʠ ʩʚʘʢʘʢʦ ʧʦʩʪʫʧʘˁʝ ʧʦ ʥʘʚʝʜʝʥʠʤ ʧʨʠʥʮʠʧʠʤʘ ʜʦʚʦʜʠ ʜʦ 
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ʧʦʚʝ˂ʘˁʘ ʝʬʠʢʘʩʥʦʩʪʠ, ʰʪʦ ʿʝ ʦʩʥʦʚʘ ʟʘ ʫʪʠʮʘʿ Lean ʢʦʥʮʝʧʪʘ ʥʘ ʬʠʥʘʥʩʠʿʩʢʝ 

ʧʝʨʬʦʨʤʘʥʩʝ (Hofer, Eroglu & Hofer, 2012).  

ʉʫʰʪʠʥʘ Lean ʬʠʣʦʟʦʬʠʿʝ ʥʠʿʝ ʩʘʤʦ ʫ ʫʢʣʘˁʘˁʫ ʛʫʙʠʪʘʢʘ, ʚʝ˂ ʠ ʫ ʥʘʧʦʨʫ ʢʘ 

ʢʦʥʪʠʥʫʠʨʘʥʠʤ ʧʦʙʦˀʰʘˁʝʤ (AnĽelkoviĺ, Radosavljeviĺ & Stoġiĺ, 2016). Lean ʢʦʥʮʝʧʪ 

ʠʤʘ ʟʘ ʮʠˀ ʧʦʙʦˀʰʘˁʝ ʢʚʘʣʠʪʝʪʘ ʧʨʝʢʦ ʩʤʘˁʝˁʘ ʛʫʙʠʪʘʢʘ. ʇʨʠʤʝʥˀʠʚ ʿʝ ʥʘ ʩʚʝ 

ʘʩʧʝʢʪʝ ʘʢʪʠʚʥʦʩʪʠ ʦʜ ʜʠʟʘʿʥʠʨʘˁʘ ʠ ʧʨʦʠʟʚʦʜˁʝ ʜʦ ʤʘʨʢʝʪʠʥʛʘ. Lean ʢʦʥʮʝʧʪ ʠʤʘ ʪʨʠ 

ʧʨʠʤʘʨʥʘ ʧʦʢʨʝʪʘʯʘ: ˀʫʜʝ, ʧʨʦʮʝʩʝ ʠ ʪʝʭʥʦʣʦʛʠʿʫ. ʊʦ ʟʥʘʯʠ ʜʘ Lean ʧʦʢʨʝ˂ʫ (Saffar, 

2008): 

ü Lean ʥʘʯʠʥ ʨʘʟʤʠʰˀʘˁʘ ʠ ʘʥʛʘʞʦʚʘˁʝ ʟʘʧʦʩʣʝʥʠʭ,  

ü ʢʦʥʪʠʥʫʠʨʘʥʠ ʧʨʦʮʝʩʠ ʠ ʝʣʠʤʠʥʘʮʠʿʘ ʛʫʙʠʪʘʢʘ,  

ü ʧʨʠʤʝʥʘ ʪʝʭʥʦʣʦʛʠʿʝ, ʢʘʦ ʘʣʘʪʘ ʫ ʩʣʫʞʙʠ ˀʫʜʠ ʠ ʧʨʦʮʝʩʘ.  

ʆʚʠ ʧʦʢʨʝʪʘʯʠ ʜʝʣʫʿʫ ʫ ʠʩʪʦʤ ʧʨʘʚʮʫ. ʊʘʿ ʧʨʘʚʘʮ ˁʠʭʦʚʦʛ ʜʝʣʦʚʘˁʘ ʦʜʨʝʹʝʥ ʿʝ 

ʬʦʢʫʩʦʤ ʥʘ ʟʘʜʦʚʦˀʩʪʚʦ ʢʫʧʘʮʘ.  

ʀʤʧʣʝʤʝʥʪʘʮʠʿʘ Lean ʢʦʥʮʝʧʪʘ ʥʝ ʤʦʞʝ ʠʤʘʪʠ ʿʝʜʥʦʢʨʘʪʥʠ ʢʘʨʘʢʪʝʨ. 

ʀʤʧʣʝʤʝʥʪʘʮʠʿʘ ʦʚʦʛ ʢʦʥʮʝʧʪʘ ʟʘʭʪʝʚʘ ʩʪʘʣʥʦ ʫʥʘʧʨʝʹʝˁʝ ʧʨʦʮʝʩʘ ʫ ʮʠˀʫ 

ʧʨʦʥʘʣʘʞʝˁʘ ʠ ʝʣʠʤʠʥʠʩʘˁʘ ʛʫʙʠʪʘʢʘ (Harrington et al, 1997). ʋʢʦʣʠʢʦ ʩʝ Lean ʩʭʚʘʪʠ 

ʢʘʦ ʧʨʦʮʝʩ ʢʦʥʪʠʥʫʠʨʘʥʦʛ ʫʥʘʧʨʝʹʝˁʘ ʦʥ ʤʦʞʝ ʟʥʘʯʘʿʥʦ ʜʦʧʨʠʥʝʪʠ ʧʦʨʘʩʪʫ 

ʢʦʥʢʫʨʝʥʪʥʦʩʪʠ ʧʨʝʜʫʟʝ˂ʘ. Lean ʧʨʝʜʩʪʘʚˀʘ ʩʪʨʘʪʝʛʠʿʩʢʠ ʘʣʘʪ ʟʘ ʨʝʰʘʚʘˁʝ ʨʘʟʣʠʯʠʪʠʭ 

ʧʨʦʙʣʝʤʘ ʧʨʝʜʫʟʝ˂ʘ ʠ ʤʦʞʝ ʜʘ ʧʨʦʤʝʥʠ ʪʝʢʫ˂ʝ ʧʨʠʦʨʠʪʝʪʝ ʧʦʩʣʦʚʥʦʛ ʦʢʨʫʞʝˁʘ 

(Harrington et al, 1997). ʂʘʦ ʪʘʢʘʚ ʟʥʘʯʘʿʘʥ ʿʝ ʘʣʘʪ ʫ ʨʫʢʘʤʘ ʤʝʥʘ˅ʝʨʘ ʧʨʦʮʝʩʥʦ 

ʦʨʠʿʝʥʪʠʩʘʥʠʭ ʧʨʝʜʫʟʝ˂ʘ.  

Lean ʢʦʥʮʝʧʪ ʢʘʦ ʠ ʋʇʇ ʢʘʨʘʢʪʝʨʠʰʝ ʭʦʣʠʩʪʠʯʢʠ ʠ ʩʠʩʪʝʤʩʢʠ ʧʨʠʩʪʫʧ. ʋʧʨʘʚʦ 

ʬʦʢʫʩ ʥʘ ʧʦʪʨʝʙʝ ʢʫʧʘʮʘ ʠ ʫʥʘʧʨʝʹʝˁʝ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ ʢʨʦʟ ʝʣʠʤʠʥʠʩʘˁʝ ʛʫʙʠʪʘʢʘ, 

ʫʟ ʥʘʩʪʦʿʘˁʝ ʜʘ ʩʝ ʧʦʚʝ˂ʘ ʟʘʜʦʚʦˀʩʪʚʦ ʢʫʧʘʮʘ, ʧʨʫʞʘˁʝʤ ʢʚʘʣʠʪʝʪʥʠʭ ʠ 

ʧʨʘʚʦʚʨʝʤʝʥʠʭ ʧʨʦʠʟʚʦʜʘ/ʫʩʣʫʛʘ ʿʝʩʪʝ ʦʥʦ ʯʝʤʫ ʪʝʞʠ ʠ ʋʇʇ. Lean ʢʦʥʮʝʧʪ ʟʘʭʪʝʚʘ 

ʋʇʇ, ʿʝʨ ˁʝʛʦʚʘ ʧʨʠʤʝʥʘ ʧʦʜʨʘʟʫʤʝʚʘ ʧʦʚʝʟʘʥʦʩʪ ʧʦʩʣʦʚʥʠʭ ʬʫʥʢʮʠʿʘ ʢʦʿʝ ʩʫ ʜʝʦ 

ʠʩʪʦʛ ʧʦʩʣʦʚʥʦʛ ʧʨʦʮʝʩʘ. ʊʠʤʝ Lean ʢʦʥʮʝʧʪ ʧʨʦʤʦʚʠʰʝ ʦʧʪʠʤʫʤ ʥʘ ʥʠʚʦʫ ʧʨʦʮʝʩʘ, ʘ 

ʥʝ ʥʘ ʥʠʚʦʫ ʧʦʩʣʦʚʥʠʭ ʬʫʥʢʮʠʿʘ. 

ʄʥʦʛʝ ʧʨʠʥʮʠʧʝ ʿʝ Lean ʢʦʥʮʝʧʪ ʘʧʩʦʨʙʦʚʘʦ ʦʜ ʩʪʨʘʥʝ ʋʇʇ. ʉʪʦʛʘ ʿʝ ʢʦʥʮʝʧʪ 

ʋʇʇ ʦʙʫʭʚʘʪʥʠʿʠ ʦʜ Lean ʢʦʥʮʝʧʪʘ ʠ ʧʨʝʜʩʪʘʚˀʘ ʦʩʥʦʚʫ ʟʘ ˁʝʛʦʚ ʜʘˀʠ ʨʘʟʚʦʿ. ɿʘ 
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ʨʘʟʣʠʢʫ ʦʜ Lean ʢʦʥʮʝʧʪʘ, ʋʇʇ ʩʪʘʚˀʘ ʚʝ˂ʠ ʥʘʛʣʘʩʘʢ ʥʘ ʧʨʠʤʝʥʫ ʠʥʬʦʤʘʮʠʦʥʝ 

ʪʝʭʥʦʣʦʛʠʿʝ ʢʘʦ ʘʣʘʪʘ ʟʘ ʫʥʘʧʨʝʹʝˁʝ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ. 

ʍʘʨʤʦʥ ʥʘʚʦʜʠ ʜʘ ʬʦʢʫʩ Lean ʧʨʠʩʪʫʧʘ ʥʘ ʝʣʠʤʠʥʠʩʘˁʝ ʛʫʙʠʪʘʢʘ ʠʤʘ ʩʤʠʩʣʘ ʠ 

ʜʘ ʿʝ ʦʚʘ ʪʝʭʥʠʢʘ ʧʦʩʝʙʥʦ ʧʨʠʢʣʘʜʥʘ ʟʘ ʧʨʦʮʝʩʥʦ ʦʨʠʿʝʥʪʠʩʥʘ ʧʨʝʜʫʟʝ˂ʘ. ʅʘʨʦʯʠʪʦ 

ʠʩʪʠʯʝ ˁʠʭʦʚʫ ʧʦʜʦʙʥʦʩʪ ʟʘ ʧʨʝʜʫʟʝ˂ʘ ʢʦʿʝ ʩʝ ʥʘʣʘʟʝ ʠʟʤʝʹʫ ʜʨʫʛʦʛ ʠ ʪʨʝ˂ʝʛ ʥʠʚʦʘ 

ʟʨʝʣʦʩʪʠ ʧʨʝʤʘ ʄʦʜʝʣʫ ʟʨʝʣʦʩʪʠ ʩʧʦʩʦʙʥʦʩʪʠ, ʛʜʝ ʩʝ ʚʝ˂ʠʥʘ ʧʨʝʜʫʟʝ˂ʘ ʰʠʨʦʤ ʩʚʝʪʘ 

ʥʘʣʘʟʠ. 

4.1.4. Six Sigma ʢʦʥʮʝʧʪ 

Six Sigma ʿʝ ʢʦʥʮʝʧʪ ʫʩʤʝʨʝʥ ʢʘ ʧʦʙʦˀʰʘˁʫ ʢʚʘʣʠʪʝʪʘ, ʢʨʦʟ ʬʦʢʫʩ ʥʘ ʢʫʧʮʝ ʠ 

ʧʨʠʤʝʥʫ ʩʪʘʪʠʩʪʠʯʢʠʭ ʠʥʩʪʨʫʤʝʥʘʪʘ ʟʘ ʨʝʰʘʚʘˁʝ ʧʨʦʙʣʝʤʘ ʫ ʧʨʝʜʫʟʝ˂ʠʤʘ. ʌʦʢʫʩ ʿʝ ʥʘ 

ʫʥʘʧʨʝʹʝˁʫ ʧʨʦʬʠʪʘʙʠʣʥʦʩʪʠ ʧʨʝʜʫʟʝ˂ʘ ʢʨʦʟ ʧʦʙʦˀʰʘˁʝ ʢʚʘʣʠʪʝʪʘ ˁʝʛʦʚʦʛ 

ʧʦʩʣʦʚʘˁʘ (Alexander, 2001). ʇʨʝʤʘ ʈʘʜʦʩʘʚˀʝʚʠ˂ (2016, ʩʪʨ. 33) Six Sigma ʧʨʝʜʩʪʘʚˀʘ 

ʢʦʥʮʝʧʪ Ăʟʘʩʥʦʚʘʥ ʥʘ ʧʨʦʮʝʩʠʤʘ, ʦʨʛʘʥʠʟʘʮʠʦʥʠʤ ʠ ʪʝʭʥʠʯʢʠʤ ʧʨʦʤʝʥʘʤʘ ʢʦʿʠ, ʧʨʝʢʦ 

ʧʦʚʝ˂ʘˁʘ ʜʦʜʘʪʝ ʚʨʝʜʥʦʩʪʠ ʠ ʩʤʘˁʝˁʘ ʪʨʦʰʢʦʚʘ, ʦʙʝʟʙʝʹʫʿʝ ʢʦʥʢʫʨʝʥʪʩʢʫ ʧʨʝʜʥʦʩʪ ʠ 

ʦʩʪʚʘʨʝˁʝ ʮʠˀʝʚʘ ʩʪʝʿʢʭʦʣʜʝʨʘñ.  

Six sigma ʢʦʥʮʝʧʪ ʧʦʜʨʘʟʫʤʝʚʘ ʪʝʞˁʫ ʢʘ ʪʦʤʝ ʜʘ ʩʝ ʜʝʬʝʢʪ ʩʚʝʜʫ ʥʘ ʥʘʿʤʘˁʫ 

ʤʦʛʫ˂ʫ ʚʨʝʜʥʦʩʪ, ʦʜʥʦʩʥʦ ʥʘ ʩʘʤʦ 3,4 ʜʝʬʝʢʪʘ ʥʘ ʤʠʣʠʦʥ ʨʝʘʣʠʟʦʚʘʥʠʭ ʨʝʟʫʣʪʘʪʘ 

ʧʨʦʮʝʩʘ. ʉʫʰʪʠʥʘ ʿʝ ʫ ʫʥʘʧʨʝʹʝˁʫ ʢʚʘʣʠʪʝʪʘ ʧʨʝʢʦ ʧʨʦʥʘʣʘʞʝˁʘ ʫʟʨʦʢʘ ʜʝʬʝʢʘʪʘ ʠ 

ʨʘʜʫ ʥʘ ˁʠʭʦʚʦʤ ʩʤʘˁʠʚʘˁʫ ʠ ʝʣʠʤʠʥʠʩʘˁʫ. ʂʘʦ ʪʘʢʘʚ ʢʦʥʮʝʧʪ Six Sigma ʫʢˀʫʯʫʿʝ 

ʪʨʠ ʥʠʚʦʘ ʘʢʪʠʚʥʦʩʪʠ (Heuring, 2004):
 
 

ü ʤʝʪʨʠʢʘ ï ʩʪʘʪʠʩʪʠʯʢʠ ʬʦʢʫʩ ʨʘʜʠ ʦʩʪʚʘʨʠʚʘˁʘ 99,9997% ʨʝʟʫʣʪʘʪʘ ʧʨʦʮʝʩʘ ʙʝʟ 

ʜʝʬʝʢʘʪʘ;  

ü ʤʝʪʦʜʦʣʦʛʠʿʘ ï ʩʪʨʫʢʪʫʨʠʨʘʥʠ ʧʨʠʩʪʫʧ ʨʝʰʘʚʘˁʫ ʧʨʦʙʣʝʤʘ ʢʦʿʠ ʧʦʜʨʘʟʫʤʝʚʘ 

ʧʨʠʤʝʥʫ ʩʧʝʮʠʬʠʯʥʠʭ ʘʣʘʪʘ ʠ ʤʘʧʠʨʘˁʝ ʧʨʦʮʝʩʘ ʨʘʜʠ ʦʩʪʚʘʨʝˁʘ ʤʝʪʨʠʯʢʦʛ 

ʮʠˀʘ; 

ü ʬʠʣʦʟʦʬʠʿʘ ï ʧʨʠʭʚʘʪʘˁʝ ʩʤʘˁʝˁʘ ʜʝʬʝʢʘʪʘ ʥʘ ʥʠʚʦʫ ʧʨʝʜʫʟʝ˂ʘ, ʫʟ ʦʜʣʫʯʠʚʘˁʝ 

ʥʘ ʙʘʟʠ ʯʠˁʝʥʠʮʘ ʠ ʬʦʢʫʩʘ ʥʘ ʢʫʧʮʝ. 

Six Sigma ʢʦʥʮʝʧʪ ʥʝ ʦʧʨʘʚʜʘʚʘ ʥʝʫʩʧʝʭ. ʆʚʘʿ ʢʦʥʮʝʧʪ ʥʘʤʝ˂ʝ ʤʝʨʝˁʝ, ʘʥʘʣʠʟʫ 

ʠ ʫʥʘʧʨʝʹʝˁʝ ʧʨʦʮʝʩʘ ʢʘʦ ʩʚʘʢʦʜʥʝʚʥʫ ʦʜʛʦʚʦʨʥʦʩʪ ʩʚʠʭ ʟʘʧʦʩʣʝʥʠʭ. Six sigma 

ʧʦʜʨʘʟʫʤʝʚʘ ʧʨʦʮʝʥʫ ʩʧʦʩʦʙʥʦʩʪʠ ʧʨʦʮʝʩʘ ʫ ʧʦʛʣʝʜʫ ʦʩʪʚʘʨʝˁʘ ʦʧʪʠʤʘʣʥʦʛ 
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ʢʚʘʣʠʪʝʪʘ ʫʟ ʤʠʥʠʤʘʣʥʘ ʩʪʘʥʜʘʨʜʥʘ ʦʜʩʪʫʧʘˁʘ ʧʦʩʤʘʪʨʘʥʦ ʫ ʦʜʥʦʩʫ ʥʘ ʧʦʩʪʘʚˀʝʥʝ 

ʮʠˀʝʚʝ. ʋ ʪʦʤ ʮʠˀʫ, ʧʦʪʨʝʙʥʘ ʿʝ ʦʙʫʢʘ ʠ ʪʨʝʥʠʥʛ ʟʘʧʦʩʣʝʥʠʭ, ʢʦʥʪʠʥʫʠʨʘʥʦ 

ʧʨʠʢʫʧˀʘˁʝ ʠʥʬʦʨʤʘʮʠʿʘ ʠ ʜʝʬʠʥʠʩʘʥ ʤʝʨʥʠ ʩʠʩʪʝʤ.  

ʇʨʝʤʘ ʂeʣʝʨʫ (Keller, 2005) Six Sigmʘ ʢʦʥʮʝʧʪ ʢʦʨʠʩʪʠ ʙʨʦʿʥʝ ʘʣʘʪʝ ï 

ʭʠʩʪʦʛʨʘʤʝ (ʝʥʛʣ. Histograms), ʧʘʨʝʪʦ ʜʠʿʘʛʨʘʤʝ (ʝʥʛʣ. Pareto Charts), ʩʪʘʪʠʩʪʠʯʢʫ 

ʢʦʥʪʨʦʣʫ ʧʨʦʮʝʩʘ (ʝʥʛʣ. Statistical proces control - SPC), ʘʥʘʣʠʟʫ ʚʘʨʠʿʘʥʩʝ (ʝʥʛʣ. 

Analysis of variance). ʆʩʥʦʚʫ Six Sigmʘ ʢʦʥʮʝʧʪʘ ʯʠʥʠ DMAIC ʠ PIDOV ʤʝʪʦʜʦʣʦʛʠʿʘ 

(Andjelkoviĺ Peġiĺ, 2006). DMAIC ʤʝʪʦʜ ʧʦʜʨʘʟʫʤʝʚʘ ʜʝʬʠʥʠʩʘˁʝ, ʤʝʨʝˁʝ, ʘʥʘʣʠʟʫ, 

ʧʦʙʦˀʰʘˁʝ ʠ ʢʦʥʪʨʦʣʫ, ʦʜʥʦʩʥʦ ʟʘʩʥʠʚʘ ʩʝ ʥʘ  ʜʝʬʠʥʠʩʘˁʫ ʧʨʦʙʣʝʤʘ, ʤʝʨʝˁʫ 

ʫʪʠʮʘʿʘ ʜʝʬʠʥʠʩʘʥʠʭ ʧʨʦʙʣʝʤʘ, ʫʪʚʨʹʠʚʘˁʝ ʫʟʦʨʢʘ ʧʨʦʙʣʝʤʘ ʠ ʧʨʝʜʣʘʛʘˁʫ ʥʘʯʠʥʘ 

ʨʝʰʘʚʘˁʘ ʧʨʦʙʣʝʤʘ. ʇʦʛʦʜʘʥ ʿʝ ʟʘ ʧʦʩʪʦʿʝ˂ʝ ʧʨʦʮʝʩʝ ʠ ʫʩʨʝʜʩʨʝʹʝʥ ʥʘ ʤʠʥʠʤʠʟʠʨʘˁʝ 

ʠʣʠ ʝʣʠʤʠʥʠʩʘˁʝ ʫ ʧʦʪʧʫʥʦʩʪʠ ʚʘʨʠʿʘʮʠʿʘ. PIDOV ʤʝʪʦʜ ʿʝ ʬʦʢʫʩʠʨʘʥ ʥʘ ʩʧʝʯʘʚʘˁʝ 

ʧʨʦʙʣʝʤʘ ʢʨʦʟ ʩʪʨʫʢʪʫʨʠʨʘˁʝ ʧʨʦʮʝʩʘ ʫ ʮʠˀʫ ʝʣʠʤʠʥʘʮʠʿʝ ʘʢʪʠʚʥʦʩʪʠ ʢʦʿʝ ʥʝ ʜʦʜʘʿʫ 

ʚʨʝʜʥʦʩʪ ʠʣʠ ʫʢˀʫʯʠʚʘˁʝ ʥʦʚʠʭ ʘʢʪʠʚʥʦʩʪʠ ʢʦʿʝ ʜʦʜʘʿʫ ʚʨʝʜʥʦʩʪ. ʇʨʝʤʘ ʪʦʤʝ, 

DMAIC ʿʝ ʬʦʢʫʩʠʨʘʥ ʥʘ ʝʬʠʢaʩʥʦʩʪ ʧʨʦʮʝʩʘ ʠ ˁʝʛʦʚʦ ʧʦʚʝ˂ʘˁʝ, ʘ PIDOV ʥʘ ʧʦʚʝ˂ʘˁʝ 

ʝʬʝʢʪʠʚʥʦʩʪʠ ʧʨʦʮʝʩʘ (ɸʥʹʝʣʢʦʚʠ˂ ʇʝʰʠ˂, 2010). 

ʂʦʥʪʠʥʫʠʨʘʥʠʤ ʫʥʘʧʨʝʹʝˁʝʤ ʧʨʦʮʝʩʘ ʝʣʠʤʠʥʠʰʫ ʩʝ ʤʦʛʫ˂ʥʦʩʪʠ ʟʘ ʧʦʿʘʚʫ 

ʜʝʬʝʢʘʪʘ ʧʨʠ ʦʙʘʚˀʘˁʫ ʩʚʘʢʦʜʥʝʚʥʠʭ ʘʢʪʠʚʥʦʩʪʠ. ʇʦʣʘʟʝ˂ʠ ʦʜ ʪʦʛʘ ʜʘ ʩʫ ʜʝʬʝʢʪʥʠ 

ʧʨʦʠʟʚʦʜʠ ʩʢʫʧʠ, ʪʝʞʠ ʩʝ ʩʤʘˁʠʚʘˁʫ ʙʨʦʿʘ ʪʘʢʚʠʭ ʧʨʦʠʟʚʦʜʘ, ʰʪʦ ʜʦʚʦʜʠ ʜʦ 

ʝʣʠʤʠʥʠʩʘˁʘ ʥʝʧʦʪʨʝʙʥʠʭ ʪʨʦʰʢʦʚʘ ʠ, ʥʘ ʢʨʘʿʫ, ʜʦ ʩʪʚʘʨʘˁʘ ʙʘʟʝ ʟʘʜʦʚʦˀʥʠʭ ʢʫʧʘʮʘ 

(ɸʥʹʝʣʢʦʚʠ˂ ʇʝʰʠ˂, 2010). ʉ ʜʨʫʛʝ ʩʪʨʘʥʝ, ʧʨʠʤʝʥʘ Six Sigma ʢʦʥʮʝʧʪʘ ʦʤʦʛʫ˂ʘʚʘ 

ʦʙʝʟʙʝʹʝˁʝ ʢʦʥʢʫʨʝʥʪʥʦʩʪʠ ʧʨʝʢʦ ʩʤʘˁʝˁʘ ʜʝʬʝʢʘʪʘ ʧʨʠ ʨʝʘʣʠʟʘʮʠʿʠ ʧʨʦʮʝʩʘ 

(AnĽelkoviĺ-Peġiĺ, 2007). ʆʚʘʿ ʢʦʥʮʝʧʪ ʢʦʨʠʩʪʠ ʋʇʇ ʢʘʦ ʪʝʤʝˀ, ʿʝʨ ʝʣʠʤʠʥʠʩʘˁʝ 

ʜʝʬʝʢʘʪʘ ʧʨʠ ʠʟʚʨʰʘʚʘˁʫ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ ʠʤʘ ʩʤʠʩʣʘ ʫʢʦʣʠʢʦ ʧʨʝʜʫʟʝ˂ʝ ʠʤʘ 

ʠʜʝʥʪʠʬʠʢʦʚʘʥʝ ʢˀʫʯʥʝ ʧʦʩʣʦʚʥʝ ʧʨʦʮʝʩʝ ʠ ʫʧʨʘʚˀʘ ˁʠʤʘ. ʇʨʠʤʝʥʦʤ Six Sigma 

ʢʦʥʮʝʧʪʘ ʦʩʪʚʘʨʫʿʫ ʩʝ ʝʬʠʢʘʩʥʠ ʠ ʝʬʝʢʪʠʚʥʠ ʧʦʩʣʦʚʥʠ ʧʨʦʮʝʩʠ.  

4.1.5. ʋʧʨʘʚˀʘˁʝ ʣʘʥʮʝʤ ʩʥaʙʜʝʚʘˁʘ  

ʀʟʦʣʦʚʘʥʦ ʧʦʩʣʦʚʘˁʝ ʧʨʝʜʫʟʝ˂ʘ ʥʝ ʦʩʪʘʚˀʘ ʤʥʦʛʦ ʧʨʦʩʪʦʨʘ ʟʘ ʫʩʧʝʭ ʫ 

ʩʘʚʨʝʤʝʥʦʤ ʦʢʨʫʞʝˁʫ. ʉʪʦʛʘ ʿʝ ʩʚʝ ʧʨʠʩʫʪʥʠʿʝ ˁʠʭʦʚʦ ʧʦʚʝʟʠʚʘˁʝ ʠ ʬʦʨʤʠʨʘˁʝ 

ʣʘʥʘʮʘ ʩʥʘʙʜʝʚʘˁʘ, ʛʜʝ ʩʝ ʫʩʧʦʩʪʘʚˀʘʿʫ ʧʘʨʪʥʝʨʩʢʠ ʦʜʥʦʩʠ ʧʨʠʟʚʦʹʘʯʘ ʩʘ ʢʫʧʮʠʤʘ, 

ʜʦʙʘʚˀʘʯʠʤʘ, ʪʨʘʥʩʧʦʨʪʥʠʤ ʧʨʝʜʫʟʝ˂ʠʤʘ, ʩʢʣʘʜʠʰʪʠʤʘ, ʪʨʛʦʚʮʠʤʘ ʠ ʦʩʪʘʣʠʤ 
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ʧʦʩʣʦʚʥʠʤ ʧʘʨʪʥʝʨʠʤʘ. ʋʧʨʘʚˀʘˁʝ ʣʘʥʮʝʤ ʩʥʘʙʜʝʚʘˁʘ (ʝʥʛʣ. Supply Chain 

Management ï SCM) (Radosavljeviĺ, 2015) ʿʝʜʘʥ ʿʝ ʦʜ ʥʘʿʧʦʧʫʣʘʨʥʠʿʠʭ ʢʦʥʮʝʧʘʪʘ ʟʘ 

ʫʥʘʧʨʝʹʝˁʝ ʢʦʥʢʫʨʝʥʪʥʦʩʪʠ ʫ 21. ʚʝʢʫ, ʥʘʨʦʯʠʪʦ ʘʢʦ ʩʝ ʫʚʘʞʠ ʯʠˁʝʥʠʮʘ ʜʘ ʩʝ ʫ 

ʩʘʚʨʝʤʝʥʠʤ ʫʩʣʦʚʠʤʘ ʧʦʩʣʦʚʘˁʘ ʢʦʥʢʫʨʝʥʪʩʢʘ ʧʨʝʜʥʦʩʪ ʩʚʝ ʚʠʰʝ ʦʩʪʚʘʨʫʿʝ 

ʦʜʛʦʚʘʨʘʿʫ˂ʦʤ ʧʦʚʝʟʘʥʦʰ˂ʫ ʠ ʢʦʦʧʝʨʘʮʠʿʦʤ ʧʨʝʜʫʟʝ˂ʘ ʠ ˁʝʛʦʚʠʭ ʧʘʨʪʥʝʨʘ ʫ ʦʢʚʠʨʫ 

ʣʘʥʘʮʘ ʩʥʘʙʜʝʚʘˁʘ. 

ʃʘʥʘʮ ʩʥʘʙʜʝʚʘˁʘ ʧʨʝʜʩʪʘʚˀʘ ʤʨʝʞʫ ʧʦʚʝʟʘʥʠʭ ʠ ʤʝʹʫʟʘʚʠʩʥʠʭ ʧʨʝʜʫʟʝ˂ʘ, ʢʦʿʝ 

ʢʦʦʧʝʨʘʪʠʚʥʦ ʨʘʜʝ ʥʘ ʢʦʥʪʨʦʣʠ, ʫʧʨʘʚˀʘˁʫ ʠ ʧʦʙʦˀʰʘˁʫ ʧʨʦʪʦʢʘ ʤʘʪʝʨʠʿʘʣʘ ʠ 

ʠʥʬʦʨʤʘʮʠʿʘ ʦʜ ʜʦʙʘʚˀʘʯʘ ʜʦ ʢʨʘʿˁʠʭ ʢʦʨʠʩʥʠʢʘ (Supply Chain Council). ʃʘʥʘʮ 

ʩʥʘʙʜʝʚʘˁʘ ʧʨʝʜʩʪʘʚˀʘ ʿʝʜʠʥʩʪʚʝʥʠ ʧʦʩʣʦʚʥʠ ʧʨʦʮʝʩ ʙʝʟ ʤʝʹʫʜʨʞʘʚʥʠʭ ʛʨʘʥʠʮʘ, ʢʦʛʘ 

ʢʘʨʘʢʪʝʨʠʰʝ ʜʚʦʩʤʝʨʥʠ ʪʦʢ ʩʠʨʦʚʠʥʘ, ʛʦʪʦʚʠʭ ʧʨʦʠʟʚʦʜʘ, ʥʦʚʮʘ ʠ ʠʥʬʦʨʤʘʮʠʿʘ ʠ ʛʜʝ 

ʿʝ ʩʚʘʢʦ ʧʨʝʜʫʟʝ˂ʝ ʩʘʤʦ ʢʘʨʠʢʘ ʫ ʣʘʥʮʫ (Barac & AnĽelkoviĺ, 2012). ʂʘʪʝʛʦʨʠʟʘʮʠʿʘ 

ʣʘʥʘʮʘ ʩʥʘʙʜʝʚʘˁʘ ʚʨʰʠ ʩʝ ʧʨʝʤʘ ʨʘʟʣʠʯʠʪʠʤ ʦʩʥʦʚʘʤʘ (ʢʘʨʘʢʪʝʨʠʩʪʠʢʘʤʘ ʧʨʦʠʟʚʦʜʘ, 

ʬʘʟʠ ʞʠʚʦʪʥʦʛ ʮʠʢʣʫʩʘ...). ʅʘʿʯʝʰ˂ʠ ʪʠʧʦʚʠ ʣʘʥʘʮʘ ʩʥʘʙʜʝʚʘˁʘ ʩʫ (Jaklic, Trkman, 

Groznik, & Indihar Stemberger, 2006): lean ʣʘʥʘʮ ʩʥʘʙʜʝʚʘˁʘ (ʝʥʛʣ. lean supply chain), 

ʘʛʠʣʘʥ ʣʘʥʘʮ ʩʥʘʙʜʝʚʘˁʘ (ʝʥʛʣ. agile supply chain) ʠ ʭʠʙʨʠʜʥʠ ʣʘʥʘʮ ʩʥʘʙʜʝʚʘˁʘ (ʝʥʛʣ. 

hybrid supply chain).  

ɹʨʦʿʥʠ ʘʫʪʦʨʠ ʜʘʿʫ ʜʝʬʠʥʠʮʠʿʝ ʋʧʨʘʚˀʘˁʘ ʣʘʥʮʝʤ ʩʥʘʙʜʝʚʘˁʘ ʩʘ ʘʩʧʝʢʘʪʘ 

ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ. ʌʨʦʭʣʠʯ ʠ ɺʝʩʪʙʫʢ (Frohlich & Westbook, 2001) ʦʜʨʝʹʫʿʫ 

ʋʧʨʘʚˀʘˁʝ ʣʘʥʮʝʤ ʩʥʘʙʜʝʚʘˁʘ ʢʘʦ ʩʢʫʧ ʘʢʪʠʚʥʦʩʪʠ ʢʦʿʝ ʧʨʝʜʫʟʝ˂ʘ ʢʦʨʠʩʪʝ ʟʘ 

ʠʥʪʝʛʨʘʮʠʿʫ ʩʚʠʭ ʩʚʦʿʠʭ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ ʠ ʦʧʝʨʘʮʠʿʘ, ʫʢˀʫʯʫʿʫ˂ʠ ʜʦʙʘʚˀʘʯʝ, 

ʧʘʨʪʥʝʨʝ ʠ ʢʫʧʮʝ, ʫ ʤʝʛʘ ʧʨʦʮʝʩʝ. ʈʝʯ ʿʝ ʦ ʘʢʪʠʚʥʦʩʪʠʤʘ ʢʦʿʝ ʧʦʜʨʘʟʫʤʝʚʘʿʫ ʫʧʦʪʨʝʙʫ 

ʠʥʬʦʨʤʘʮʠʦʥʦʛ ʩʠʩʪʝʤʘ, ʢʦʤʫʥʠʢʘʮʠʦʥʝ ʪʝʭʥʦʣʦʛʠʿʝ ʠ ʚʝʙ ʣʘʥʘʮʘ ʟʥʘˁʘ. ʋʧʨʘʚˀʘˁʝ 

ʣʘʥʮʝʤ ʩʥʘʙʜʝʚʘˁʘ ʿʝ ʧʨʠʩʪʫʧ ʧʨʦʿʝʢʪʦʚʘˁʫ, ʦʨʛʘʥʠʟʦʚʘˁʫ ʠ ʠʟʚʨʰʘʚʘˁʫ ʧʨʦʮʝʩʘ ʫ 

ʣʘʥʮʫ ʩʥʘʙʜʝʚʘˁʘ (Vonderembse, Uppal, Huang & Dismukes, 2006). ɺʠʣʠʿʘʤʩʦʥ ʠ ʦʩʪʘʣʠ 

(Williamson et al., 2004) ʜʝʬʠʥʠʰʫ ʋʧʨʘʚˀʘˁʝ ʣʘʥʮʝʤ ʩʥʘʙʜʝʚʘˁʘ ʢʘʦ ʫʧʨʘʚˀʘˁʝ 

ʠʥʪʝʨʢʦʥʝʢʮʠʿʦʤ ʧʨʝʜʫʟʝ˂ʘ, ʛʜʝ ʠʥʪʝʨʢʦʥʝʢʮʠʿʘ ʧʦʜʨʘʟʫʤʝʚʘ ʧʦʚʝʟʠʚʘˁʝ ʧʨʝʜʫʟʝ˂ʘ 

ʧʫʪʝʤ ʫʟʚʦʜʥʠʭ ʠ ʥʠʟʚʦʜʥʠʭ ʚʝʟʘ ʠʟʤʝʹʫ ʨʘʟʣʠʯʠʪʠʭ ʧʨʦʮʝʩʘ, ʢʦʿʠ ʩʪʚʘʨʘʿʫ ʚʨʝʜʥʦʩʪ ʫ 

ʦʙʣʠʢʫ ʧʨʦʠʟʚʦʜʘ ʠ ʫʩʣʫʛʘ ʢʨʘʿˁʝʤ ʢʦʨʠʩʥʠʢʫ. ʂʘʦ ʰʪʦ ʩʝ ʤʦʞʝ ʚʠʜʝʪʠ ʠʟ ʥʘʚʝʜʝʥʠʭ 

ʜʝʬʠʥʠʮʠʿʘ, ʠʥʪʝʛʨʘʮʠʿʘ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ ʫ ʣʘʥʮʫ ʩʥʘʙʜʝʚʘˁʘ ʿʝ ʿʝʜʥʘ ʦʜ ʛʣʘʚʥʠʭ 

ʢʘʨʘʢʪʝʨʠʩʪʠʢʘ ʋʧʨʘʚˀʘˁʘ ʣʘʥʮʝʤ ʩʥʘʙʜʝʚʘˁʘ. 
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ʋʧʨʘʚˀʘˁʝ ʣʘʥʮʝʤ ʩʥʘʙʜʝʚʘˁʘ ʫ ʩʚʦʤ ʨʘʟʚʦʿʫ ʧʨʦʣʘʟʠ ʢʨʦʟ ʦʜʨʝʹʝʥʝ ʬʘʟʝ 

ʟʨʝʣʦʩʪʠ. ʇʨʝʤʘ ɽʚʨʦʧʩʢʦʿ ʬʦʥʜʘʮʠʿʠ ʟʘ ʫʧʨʘʚˀʘˁʝ ʢʚʘʣʠʪʝʪʦʤ (ʝʥʛʣ. European 

Foundation for Quality Management ï EFQM) ʫʧʨʘʚˀʘˁʝ ʣʘʥʮʝʤ ʩʥʘʙʜʝʚʘˁʘ ʧʨʦʣʘʟʠ 

ʢʨʦʟ ʯʝʪʠʨʠ ʥʠʚʦʘ ʟʨʝʣʦʩʪʠ (EFQM, 2004). ʆʩʪʘʣʠ ʥʠʚʦʠ ʩʫ ʧʨʝʟʝʥʪʦʚʘʥʠ ʫ ʚʠʜʫ 

ʧʨʝʣʘʟʥʠʭ ʩʪʘˁʘ, ʩʘ ʥʠʞʝʛ ʥʘ ʚʠʰʠ ʥʠʚʦ. ʈʘʜʠ ʩʝ ʦ ʩʣʝʜʝ˂ʠʤ ʥʠʚʦʠʤʘ ʟʨʝʣʦʩʪʠ 

(EFQM, 2004):  

ü ʧʨʚʠ ʥʠʚʦ ʩʝ ʦʟʥʘʯʘʚʘ ʢʘʦ ʥʝʬʦʨʤʘʣʥʠ; ʧʨʝʜʫʟʝ˂ʝ ʧʦʩʣʫʿʝ ʙʝʟ ʬʦʨʤʘʣʥʠʭ 

ʧʦʣʠʪʠʢʘ ʠʣʠ ʧʨʦʮʝʩʘ,  

ü ʯʝʪʚʨʪʠ ʥʠʚʦ ʩʝ ʦʜʨʝʹʫʿʝ ʢʘʦ ʬʫʥʢʮʠʦʥʘʣʥʠ; ʧʨʝʜʫʟʝ˂ʝ ʨʘʜʠ ʥʘ ʦʧʪʠʤʠʟʘʮʠʿʠ 

ʩʚʘʢʝ ʧʦʩʣʦʚʥʝ ʬʫʥʢʮʠʿʝ, ʥʝ ʚʦʜʝ˂ʠ ʨʘʯʫʥʘ ʦ ʜʝʰʘʚʘˁʠʤʘ ʫ ʜʨʫʛʠʤ 

ʬʫʥʢʮʠʿʘʤʘ; ʧʨʦʮʝʩʠ ʩʝ ʨʝʘʣʠʟʫʿʫ ʧʦ ʨʝʜʦʩʣʝʜʫ, ʘʣʠ ʙʝʟ ʜʠʨʝʢʪʥʝ 

ʢʦʤʫʥʠʢʘʮʠʿʝ ʠʟʤʝʹʫ ʦʨʛʘʥʠʟʘʮʠʦʥʠʭ ʿʝʜʠʥʠʮʘ,  

ü ʩʝʜʤʠ ʥʠʚʦ ʝʿʩʪʝ ʠʥʪʝʛʨʠʩʘʥʠ ʣʘʥʘʮ ʩʥʘʙʜʝʚʘˁʘ; ʨʝʘʣʠʟʘʮʠʿʘ ʧʨʦʮʝʩʘ ʦʜʚʠʿʘ 

ʩʝ ʧʘʨʘʣʝʣʥʦ, ʘ ʨʘʟʤʝʥʘ ʠʥʬʦʨʤʘʮʠʿʘ ʧʦʜʨʘʟʫʤʝʚʘ ʩʣʦʙʦʜʘʥ ʧʨʦʪʦʢ ʜʫʞ 

ʮʝʣʦʛ ʧʨʝʜʫʟʝ˂ʘ; ʠʤʘ ʦʜʨʝʹʝʥʠʭ ʦʙʣʠʢʘ ʧʦʚʝʟʠʚʘˁʘ ʩʘ ʢˀʫʯʥʠʤ ʢʫʧʮʠʤʘ ʠ 

ʜʦʙʘʚˀʘʯʠʤʘ; ʫʩʧʦʩʪʘʚˀʝʥʘ ʿʝ ʠʥʪʝʛʨʘʮʠʿʘ ʦʧʝʨʘʪʠʚʥʠʭ ʧʨʦʮʝʩʘ, 

ü ʜʝʩʝʪʠ ʥʠʚʦ ʿʝ ʜʝʬʠʥʠʩʘʥ ʢʘʦ ʧʨʦʰʠʨʝʥʦ ʧʨʝʜʫʟʝ˂ʝ; ʧʨʝʜʫʟʝ˂ʝ ʿʝ ʥʘ ʦʚʦʤ 

ʥʠʚʦʫ ʣʠʜʝʨ ʫ ʠʥʦʚʘʮʠʿʘʤʘ; ʢʘʨʘʢʪʝʨʠʰʝ ʛʘ ʰʠʨʘ ʧʦʚʝʟʘʥʦʩʪ, ʠ ʪʦ 

ʧʦʚʝʟʘʥʦʩʪ ʧʦʯʝʚ ʦʜ ʜʦʙʘʚˀʘʯʝʚʠʭ ʜʦʙʘʚˀʘʯʘ ʜʦ ʢʫʧʯʝʚʠʭ ʢʫʧʘʮʘ; 

ʤʝʹʫʬʫʥʢʮʠʿʩʢʘ ʠ ʤʝʹʫʦʨʛʘʥʠʟʘʮʠʿʩʢʘ ʠʥʪʝʛʨʠʿʘ ʧʨʦʮʝʩʘ, ʫʟ ʦʨʠʿʝʥʪʮʠʿʫ ʥʘ 

ʢʫʧʮʝ.  

ʋʧʨʘʚˀʘˁʝ ʣʘʥʮʝʤ ʩʥʘʙʜʝʚʘˁʘ ʥʠʿʝ ʿʝʜʥʦʢʨʘʪʥʠ ʧʨʦʿʝʢʘʪ, ʚʝ˂ ʿʝ ʧʦʪʨʝʙʥʦ 

ʩʪʘʣʥʦ ʤʝʨʝˁʝ ʧʝʨʬʦʨʤʘʥʩʠ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ ʣʘʥʮʘ ʩʥʘʙʜʝʚʘˁʘ, ʘʥʘʣʠʟʠʨʘˁʝ 

ʜʦʙʠʿʝʥʠʭ ʨʝʟʫʣʪʘʪʘ ʠ ʥʘ ʦʩʥʦʚʫ ˁʠʭ ʩʧʨʦʚʦʹʝˁʝ ʢʦʥʪʠʥʫʠʨʘʥʦʛ ʧʦʙʦˀʰʘˁʘ (Jaklic et 

al, 2006). ʈʝʟʫʣʪʘʪ ʪʘʢʚʦʛ ʧʨʠʩʪʫʧʘ ʦʛʣʝʜʘ ʩʝ ʫ ʫʥʘʧʨʝʹʝˁʫ ʧʝʨʬʦʨʤʘʥʩʠ ʋʧʨʘʚˀʘˁʘ 

ʣʘʥʮʝʤ ʩʥʘʙʜʝʚʘˁʘ ʠ ʧʦʚʝ˂ʘˁ ʫ ʟʨʝʣʦʩʪʠ ʧʨʦʮʝʩʘ ʫ ʣʘʥʮʫ ʩʥʘʙʜʝʚʘˁʘ. ʈʘʜʠ ʜʦʩʪʠʟʘˁʘ 

ʚʠʰʝʛ ʥʠʚʦʘ ʟʨʝʣʦʩʪʠ ʫʧʨʘʚˀʘˁʘ ʣʘʥʮʝʤ ʩʥʘʙʜʝʚʘˁʘ ʧʨʝʜʫʟʝ˂ʘ ʢʦʿʘ ʯʠʥʝ ʣʘʥʘʮ ʤʦʨʘʿʫ 

ʪʠʤʩʢʠ ʧʨʠʩʪʫʧʘʪʠ ʨʝʘʣʠʟʘʮʠʿʠ ʘʢʪʠʚʥʦʩʪʠ, ʠʥʪʝʛʨʠʩʘʥʠʭ ʢʨʦʟ ʤʝʹʫʬʫʥʢʮʠʦʥʘʣʥʝ ʠ 

ʤʝʹʫʦʨʛʘʥʠʟʘʮʠʦʥʝ ʧʦʩʣʦʚʥʝ ʧʨʦʮʝʩʝ (Radosavljeviĺ, 2015).  

ɼʘʥʘʩ ʿʝ ʥʘʿʧʝʨʩʧʝʢʪʠʚʥʠʿʠ ʥʘʯʠʥ ʟʘ ʫʥʘʧʨʝʹʝˁʝ ʧʨʦʮʝʩʘ ʣʘʥʮʘ ʩʥʘʙʜʝʚʘˁʘ 

ʫʧʨʘʚʦ ʋʇʇ. ʆʚʘʿ ʢʦʥʮʝʧʪ ʢʦʤʙʠʥʫʿʝ ʨʝʜʠʟʘʿʥ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ ʩʘ ʘʫʪʦʤʘʪʠʟʘʮʠʿʦʤ 

ʘʢʪʠʚʥʦʩʪʠ ʠ ʉʠʩʪʝʤʦʤ ʫʧʨʘʚˀʘˁʘ ʧʦʩʣʦʚʥʠʤ ʪʦʢʦʤ. ʈʝʟʫʣʪʘʪʠ ʩʧʨʦʚʝʜʝʥʠʭ 
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ʠʩʪʨʘʞʠʚʘˁʘ (Jaklic et al, 2006) ʧʦʢʘʟʫʿʫ ʜʘ ʫʥʘʧʨʝʹʝˁʝ ʠʥʪʝʛʨʘʮʠʿʝ ʠʥʬʦʨʤʘʮʠʦʥʦʛ 

ʩʠʩʪʝʤʘ, ʦʜʥʦʩʥʦ ʙʦˀʠ ʧʨʦʪʦʢ ʠʥʬʦʨʤʘʮʠʿʘ ʥʘ ʥʠʚʦʫ ʣʘʥʮʘ ʩʥʘʙʜʝʚʘˁʘ, ʜʘʿʝ ʤʘʣʠ 

ʜʦʧʨʠʥʦʩ ʫʥʘʧʨʝʹʝˁʫ ʫʩʧʝʰʥʦʩʪʠ ʋʧʨʘʚˀʘˁʘ ʣʘʥʮʝʤ ʩʥʘʙʜʝʚʘˁʘ. ʉʧʨʦʚʝʜʝʥʘ ʩʪʫʜʠʿʘ 

ʩʣʫʯʘʿʘ ʧʦʢʘʟʫʿʝ ʜʘ ʩʝ ʩʚʝ ʧʨʘʢʩʝ ʠ ʝʣʝʤʝʥʪʠ ʋʇʇ (ʘʥʘʣʠʟʘ ʠ ʤʦʜʝʣʦʚʘˁʝ ʧʦʩʣʦʚʥʠʭ 

ʧʨʦʮʝʩʘ, ʠʤʧʣʝʤʝʥʪʘʮʠʿʘ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ ʫʟ ʧʦʜʨʰʢʫ ʠʥʬʦʨʤʘʮʠʦʥʝ ʪʝʭʥʦʣʦʛʠʿʝ, 

ʠʟʚʨʰʝˁʝ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ, ʤʦʥʠʪʦʨʠʥʛ ʠ ʢʦʥʪʨʦʣʘ, ʫʧʨʘʚˀʘˁʝ ʧʨʦʤʝʥʘʤʘ) ʤʦʨʘʿʫ 

ʫʥʘʧʨʝʜʠʪʠ ʫ ʮʠˀʫ ʟʥʘʯʘʿʥʦʛ ʧʦʚʝ˂ʘˁʘ ʥʠʚʦʘ ʟʨʝʣʦʩʪʠ ʣʘʥʮʘ ʩʥʘʙʜʝʚʘˁʘ.  

4.1.6. ʋʧʨʘʚˀʘˁʝ ʦʜʥʦʩʠʤʘ ʩʘ ʢʫʧʮʠʤʘ  

ʅʝ ʪʘʢʦ ʜʘʚʥʦ ʫʩʧʝʭ ʧʨʝʜʫʟʝ˂ʘ ʦʧʨʝʜʝˀʠʚʘʣʦ ʿʝ ʨʘʩʧʦʣʘʛʘˁʝ ʟʥʘʯʘʿʥʠʤ 

ʨʝʩʫʨʩʠʤʘ ʠ ʝʬʠʢʘʩʥʦ ʢʦʨʠʰ˂ʝˁʝ ʢʘʧʘʮʠʪʝʪʘ. ʇʨʝʜʫʟʝ˂ʘ ʩʫ ʩʪʘʥʜʘʨʜʠʟʦʚʘʥʠʤ 

ʧʨʦʠʟʚʦʜʠʤʘ ʫʩʧʝʰʥʦ ʟʘʜʦʚʦˀʘʚʘʣʘ ʧʦʪʨʝʙʝ ʢʫʧʘʮʘ. ʄʝʹʫʪʠʤ, ʫ ʫʩʣʦʚʠʤʘ ʧʦʿʘʯʘʥʝ 

ʢʦʥʢʫʨʝʥʮʠʿʝ, ʥʠʿʝ ʚʠʰʝ ʙʠʣʦ ʿʝʜʥʦʩʪʘʚʥʦ ʜʘ ʩʝ ʧʨʦʜʘ ʦʥʦ ʰʪʦ ʿʝ ʚʝ˂ ʧʨʦʠʟʚʝʜʝʥʦ. 

ʇʨʝʜʫʟʝ˂ʘ ʪʝʞʝ ʢʘ ʧʨʠʚʣʘʯʝˁʫ ʢʫʧʘʮʘ ʠ ʦʩʠʛʫʨʘˁʫ ˁʠʭʦʚʝ ʩʘʪʠʩʬʘʢʮʠʿʝ ʩʧʨʦʚʦʜʝ˂ʠ 

ʢʘʩʪʦʤʠʟʘʮʠʿʫ ʩʚʦʿʠʭ ʧʨʦʠʟʚʦʜʘ. ɿʘʭʪʝʚʠ ʢʫʧʘʮʘ ʩʝ ʥʝʧʨʝʢʠʜʥʦ ʧʦʚʝ˂ʘʚʘʿʫ, ʙʠʚʘʿʫ˂ʠ 

ʩʚʝ ʠʩʪʘʥʯʘʥʠʿʠ. ʇʨʠʣʘʛʦʹʘʚʘˁʝ ʧʦʥʫʜʝ ʧʨʝʜʫʟʝ˂ʘ ʩʧʨʦʚʦʜʝ ʫʟ ʫʚʘʞʘʚʘˁʝ 

ʨʘʟʣʠʯʠʪʦʩʪʠ ʢʫʧʘʮʘ ʫ ʧʦʛʣʝʜʫ ʧʦʪʨʝʙʘ, ʧʨʝʬʝʨʝʥʮʠʿʘ, ʦʩʝʪˀʠʚʦʩʪʠ ʥʘ ʮʝʥʝ ʠ ʩʣʠʯʥʦ. 

ɿʘ ʦʩʪʚʘʨʝʥʠ ʧʦʩʣʦʚʥʠ ʫʩʧʝʭ ʠ ʢʦʥʢʫʨʝʥʪʥʦʩʪ ʧʨʝʜʫʟʝ˂ʘ ʟʥʘʯʘʿʘʥʘ ʿʝ ʫʣʦʛʘ ʋʧʨʘʚˀʘˁʘ 

ʦʜʥʦʩʠʤʘ ʩʘ ʢʫʧʮʠʤʘ (ʝʥʛʣ. Customer relationship management ï CRM) (ʉʪʘʥʢʦʚʠ˂ & 

ɫʫʢʠ˂, 2013) ʢʦʿʠ ʧʨʝʜʩʪʘʚˀʘ ʧʨʦʮʝʩ, ʩʪʨʘʪʝʛʠʿʫ, ʬʠʣʦʟʦʬʠʿʫ, ʪʝʭʥʦʣʦʛʠʿʫ ʠ 

ʩʧʦʩʦʙʥʦʩʪ. ʆʩʥʦʚʫ ʢʦʥʮʝʧʪʘ ʯʠʥʠ ʧʨʠʩʪʫʧʘˁʝ ʢʫʧʮʠʤʘ ʥʘ ʧʨʠʣʘʛʦʹʝʥ ʥʘʯʠʥ ʠ ʥʘ 

ʦʩʥʦʚʫ ʧʨʠʢʫʧˀʝʥʠʭ ʠʥʬʦʨʤʘʮʠʿʘ ʫʩʤʝʨʝʥʦʩʪ ʥʘ ʟʘʜʨʞʘʚʘˁʝ ʚʠʩʢʦ ʚʨʝʜʥʠʭ ʢʫʧʘʮʘ, ʩʘ 

ʘʩʧʝʢʪʘ ʧʦʚʝ˂ʘˁʘ ʧʨʦʬʠʪʘ (ʉʪʘʥʢʦʚʠ˂ & ɫʫʢʠ˂, 2013). ʋʧʨʘʚˀʘˁʝ ʦʜʥʦʩʠʤʘ ʩʘ 

ʢʫʧʮʠʤʘ ʫʩʤʝʨʝʥʦ ʿʝ ʥʘ ʫʧʨʘʚˀʘˁʝ ʦʜʥʦʩʠʤʘ ʩʘ ʩʪʨʘʪʝʛʠʿʩʢʠ ʟʥʘʯʘʿʥʠʤ ʢʫʧʮʠʤʘ 

(Zablah, Bellenger, & Johnston, 2004).  

ʋʧʨʘʚˀʘˁʝ ʦʜʥʦʩʠʤʘ ʩʘ ʢʫʧʮʠʤʘ ʧʨʝʜʩʪʘʚˀʘ ʚʘʞʘʥ ʬʘʢʪʦʨ ʫ ʦʜʚʠʿʘˁʫ 

ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ ï ʫ ʧʦʛʣʝʜʫ ʤʘʨʢʝʪʠʥʛʘ, ʧʨʦʜʘʿʝ, ʠʩʧʦʨʫʢʝ, ʦʜʨʞʘʚʘˁʘ, ʪʝʭʥʠʯʢʝ 

ʧʦʜʨʰʢʝ ʠ ʫʧʨʘʚˀʘˁʘ ʢʦʨʠʩʥʠʯʢʠʤ ʫʩʣʫʛʘʤʘ (Dukiĺ & Gale, 2015). ʋʧʨʘʚˀʘˁʘ 

ʦʜʥʦʩʠʤʘ ʩʘ ʢʫʧʮʠʤʘ ʢʘʦ ʧʨʦʮʝʩ ʦʙʫʭʚʘʪʘ ʩʪʨʘʪʝʛʠʿʩʢʠ ʠ ʦʧʝʨʘʪʠʚʥʠ ʧʨʦʮʝʩ. 

ʉʪʨʘʪʝʛʠʿʩʢʠ ʧʨʦʮʝʩ ʚʦʜʝ ʪʦʧ ʤʝʥʘ˅ʝʨʠ ʠ ʦʥʠ ʩʫ ʦʜʛʦʚʦʨʥʠ ʟʘ ʫʪʚʨʹʠʚʘˁʝ ʢʫʧʘʮʘ 

ʢˀʫʯʥʠʭ ʟʘ ʫʩʧʝʭ ʧʨʝʜʫʟʝ˂ʘ ʠ ʨʘʟʚʠʿʘˁʝ ʦʜʥʦʩʘ ʩʘ ˁʠʤʘ. ʅʘ ʦʧʝʨʘʪʠʚʥʦʤ ʥʠʚʦʫ, 

ʧʦʩʪʦʿʠ ʪʠʤ ʟʘ ʩʚʘʢʠ ʢˀʫʯʥʠ ʩʝʛʤʝʥʪ ʢʫʧʘʮʘ ʠ ʟʘ ʦʩʪʘʣʝ ʩʝʛʤʝʥʪʝ ʢʫʧʘʮʘ. ʎʠˀ ʿʝ 
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ʧʦʚʝ˂ʘˁʝ ʣʦʿʘʣʥʦʩʪʠ ʠ ʤʘʢʩʠʤʠʟʠʨʘˁʝ ʚʨʝʜʥʦʩʪʠ ʪʦʢʦʤ ʚʨʝʤʝʥʘ, ʧʨʫʞʘˁʝʤ 

ʧʨʠʣʘʛʦʹʝʥʠʭ ʧʨʦʠʟʚʦʜʘ ʠ ʫʩʣʫʛʘ (Lambert, 2009).  

ɿʘ ʨʘʟʚʦʿ ʫʧʨʘʚˀʘˁʘ ʦʜʥʦʩʠʤʘ ʩʘ ʢʫʧʮʠʤʘ ʥʝʦʧʭʦʜʥʘ ʿʝ ʘʜʝʢʚʘʪʥʘ 

ʠʥʬʦʨʤʘʮʠʦʥʘ ʪʝʭʥʦʣʦʛʠʿʘ ʠ ʤʝʥʘ˅ʤʝʥʪ ʢʦʿʠ ʧʦʩʝʜʫʿʝ ʩʧʨʝʤʥʦʩʪ ʠ ʩʧʦʩʦʙʥʦʩʪ ʟʘ 

ʫʥʘʧʨʝʹʝˁʝ ʦʜʥʦʩʘ ʩʘ ʠʥʜʠʚʠʜʫʘʣʥʠʤ ʢʫʧʮʠʤʘ. ʋʧʨʘʚˀʘˁʝ ʦʜʥʦʩʠʤʘ ʩʘ ʢʫʧʮʠʤʘ ʪʝʞʠ 

ʫʧʦʟʥʘʚʘˁʫ ʧʦʿʝʜʠʥʘʯʥʦʛ ʢʫʧʮʘ ʢʨʦʟ ʨʘʟʚʠʿʝʥʫ ʜʚʦʩʤʝʨʥʫ ʢʦʤʫʥʠʢʘʮʠʿʫ ʥʘ ʦʩʥʦʚʫ 

ʢʦʿʝ ʩʝ ʪʨʘʥʩʬʦʨʤʠʰʝ ʦʜ ʘʥʦʥʠʤʥʝ ʿʝʜʠʥʢʝ ʫ ʧʝʨʩʦʥʘʣʠʟʦʚʘʥʫ ʿʝʜʠʥʢʫ ʩʘ ʢʦʿʦʤ ʩʝ 

ʩʠʩʠʪʝʤʘʪʩʢʠ ʨʘʟʤʝˁʫʿʫ ʠʥʬʦʨʤʘʮʠʿʝ. ʈʝʯ ʿʝ ʦ ʧʨʫʞʘˁʫ ʥʝʦʧʭʦʜʥʠʭ ʠʥʬʦʨʤʘʮʠʿʘ 

ʢʫʧʮʠʤʘ, ʘʣʠ ʠ ʧʨʠʢʫʧˀʘˁʫ ʥʝ ʩʘʤʦ ʠʥʬʦʨʤʘʮʠʿʘ ʦ ʢʫʧʮʠʤʘ (ʟʥʘˁʝ ʦ ʢʫʧʮʠʤʘ), ʚʝ˂ ʠ 

ʠʥʬʦʨʤʘʮʠʿʘ ʦ ʠʩʢʫʩʪʚʫ ʢʫʧʘʮʘ ʫ ʢʫʧʦʚʠʥʠ ʠ ʫʧʦʪʨʝʙʠ ʧʨʦʠʟʚʦʜʘ (ʟʥʘˁʝ ʢʫʧʘʮʘ). ʅʘ 

ʦʩʥʦʚʫ ʢʨʠʪʠʢʘ, ʧʨʝʜʣʦʛʘ, ʩʫʛʝʩʪʠʿʘ, ʠʟʥʦʰʝˁʘ ʠʜʝʿʘ ʟʘ ʫʥʘʧʨʝʹʝˁʝ ʧʨʦʠʟʚʦʜʘ ʠʣʠ 

ʥʦʚʦʛ ʥʘʯʠʥʘ ʢʦʨʠʰ˂ʝˁʘ ʧʨʦʠʟʚʦʜʘ ʠ ʩʣʠʯʥʦ, ʢʫʧʮʠ ʧʦʩʪʘʿʫ ʢʦʢʨʝʘʪʦʨʠ ʚʨʝʜʥʦʩʪʠ ʫ 

ʧʨʝʜʫʟʝ˂ʫ (ʇʦʧʦʚʠ˂, 2011). ʄʝʹʫʪʠʤ, ʫʢˀʫʯʠʚʘˁʝ ʢʫʧʘʮʘ ʫ ʧʦʩʣʦʚʥʝ ʧʨʦʮʝʩʝ 

ʧʨʝʜʫʟʝ˂ʘ ʧʦʜʨʘʟʫʤʝʚʘ ʠ ʧʨʝʫʟʠʤʘˁʝ ʜʝʣʘ ʦʜʛʦʚʦʨʥʦʩʪʠ ʟʘ ʩʦʧʩʪʚʝʥʫ ʩʘʪʠʩʬʘʢʮʠʿʫ ʦʜ 

ʩʪʨʘʥʝ ʢʫʧʘʮʘ (Stankoviĺ & ņukiĺ, 2006). ʇʨʝʤʘ ʪʦʤʝ, ʟʥʘˁʝ ʢʫʧʘʮʘ ʿʝ ʟʥʘʯʘʿʘʥ ʨʝʩʫʨʩ 

ʯʠʿʝ ʧʨʘʚʦʚʨʝʤʝʥʦ ʫʢˀʫʯʠʚʘˁʝ ʫ ʧʦʩʣʦʚʥʝ ʧʨʦʮʝʩʝ ʦʩʠʛʫʨʘʚʘ ʟʘʜʦʚʦˀʩʪʚʦ ʢʫʧʘʮʘ ʠ 

ʧʨʦʬʠʪʘʙʠʣʥʦʩʪ ʧʨʝʜʫʟʝ˂ʘ.  

ʋʧʨʘʚˀʘˁʝ ʦʜʥʦʩʠʤʘ ʩʘ ʢʫʧʮʠʤʘ ʧʦʩʤʘʪʨʘʥ ʢʘʦ ʩʠʩʪʝʤ ʫʩʘʚʨʰʘʚʘ ʩʝ ʩʘ 

ʨʘʟʚʦʿʝʤ ʥʘ ʧʦˀʫ ʠʥʬʦʨʤʘʮʠʦʥʝ ʪʝʭʥʦʣʦʛʠʿʝ. ɼʦʩʘʜʘʰˁʝ ʨʝʰʝˁʝ ʦʚʦʛ ʩʠʩʪʝʤʘ 

ʧʨʦʠʟʠʣʘʟʠ ʠʟ ʘʧʣʠʢʘʮʠʿʝ ʟʘʩʥʦʚʘʥʝ ʥʘ ʙʘʟʠ ʧʦʜʘʪʘʢʘ, ʢʦʿʘ ʦʛʨʘʥʠʯʘʚʘ ʬʣʝʢʩʠʙʠʣʥʦʩʪ 

ʠ ʤʦʛʫ˂ʥʦʩʪ ʫʢˀʫʯʠʚʘˁʘ ʧʦʩʣʦʚʥʠʭ ʧʨʦʤʝʥʘ. ʉʠʩʪʝʤ ʟʘ ʫʧʨʘʚˀʘˁʝ ʦʜʥʦʩʠʤʘ ʩʘ 

ʢʫʧʮʠʤʘ ʥʠʿʝ ʚʠʜˀʠʚ ʫ ʚʝ˂ʠʥʠ ʧʨʦʮʝʩʘ ʠ ʧʦʜʧʨʦʮʝʩʘ ʢʦʿʠ ʩʝ ʦʜʥʦʩʝ ʥʘ ʢʫʧʮʝ ʠ ʥʠʿʝ 

ʤʦʛʫ˂ʝ ʫʧʨʘʚˀʘʪʠ ʠʥʪʝʨʘʢʮʠʿʘʤʘ ʠʟʤʝʹʫ ˁʠʭ. ʆʚʘʿ ʧʨʦʮʝʩʥʠ ʿʘʟ ʧʨʦʫʟʨʦʢʦʚʘʥ ʿʝ ʪʠʤʝ 

ʰʪʦ ʿʝ ʪʠʧʠʯʘʥ ʩʠʩʪʝʤ ʫʧʨʘʚˀʘˁʘ ʦʜʥʦʩʠʤʘ ʩʘ ʢʫʧʮʠʤʘ ʜʠʟʘʿʥʠʨʘʥ ʜʘ ʩʝ ʙʘʚʠ ʩʘʤʦ 

ʿʝʜʥʠʤ ʜʝʣʦʤ ʤʥʦʛʠʭ ʧʦʪʨʝʙʥʠʭ ʟʘʜʘʪʘʢʘ, ʙʫʜʫ˂ʠ ʜʘ ʩʝ ʦʙʠʯʥʦ ʠʤʧʣʝʤʝʥʪʠʨʘʿʫ ʥʘ 

ʥʠʚʦʫ ʛʨʫʧʝ, ʿʝʜʠʥʠʮʝ ʠʣʠ ʦʜʝˀʝˁʘ ʠ ʨʘʜʝ ʩʘ ʜʨʫʛʠʤ ʩʠʩʪʝʤʠʤʘ ʧʨʝʜʫʟʝ˂ʘ. ʋ ʥʘʤʝʨʠ 

ʜʘ ʧʨʝʚʘʟʠʹʫ ʥʘʚʝʜʝʥʘ ʦʛʨʘʥʠʯʝˁʘ, ʧʨʦʠʟʚʦʹʘʯʠ ʦʚʦʛ ʩʦʬʪʚʝʨʘ (Oracle, SAP, 

PeopleSoft, Clarify, SAS, Siebel) ʬʦʢʫʩʠʨʘʥʠ ʩʫ ʩʝ ʥʘ ʠʟʛʨʘʜˁʫ ʩʦʬʪʚʝʨʩʢʠʭ ʨʝʰʝˁʘ 

ʟʘʩʥʦʚʘʥʠʭ ʥʘ ʧʦʩʣʦʚʥʠʤ ʧʨʦʮʝʩʠʤʘ. ʋʚʦʹʝˁʝʤ ʩʠʩʪʝʤʘ ʟʘ ʫʧʨʘʚˀʘˁʝ ʦʜʥʦʩʠʤʘ ʩʘ 

ʢʫʧʮʠʤʘ ʫʩʤʝʨʝʥʦʛ ʥʘ ʧʨʦʮʝʩʝ, ʧʨʝʜʫʟʝ˂ʘ ʦʩʪʚʘʨʫʿʫ ʠʥʪʝʛʨʘʮʠʿʫ ʧʦʩʣʦʚʥʠʭ ʬʫʥʢʮʠʿʘ 

(ʧʨʦʜʘʿʘ, ʤʘʨʢʝʪʠʥʛ ʠ ʢʦʨʠʩʥʠʯʢʝ ʫʩʣʫʛʝ) ʥʘ ʥʠʚʦʫ ʨʝʣʘʮʠʦʥʝ ʙʘʟʝ ʧʦʜʘʪʘʢʘ. ʊʦ 

ʦʤʦʛʫ˂ʘʚʘ ʢʦʥʪʨʦʣʠʩʘˁʝ ʪʦʢʘ ʧʨʦʮʝʩʘ ʫʥʫʪʘʨ ʧʨʝʜʫʟʝ˂ʘ ʠ ʫʥʫʪʘʨ ʜʨʫʛʠʭ 
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ʠʤʧʣʝʤʝʥʪʠʨʘʥʠʭ ʩʠʩʪʝʤʘ. ʉʘʚʨʝʤʝʥʘ ʧʨʝʜʫʟʝ˂ʘ ʧʦʨʝʜ ʧʨʦʮʝʩʥʦʛ ʩʦʬʪʚʝʨʘ ʟʘ 

ʫʧʨʘʚˀʘˁʝ ʦʜʥʦʩʠʤʘ ʩʘ ʢʫʧʮʠʤʘ ʩʚʝ ʯʝʰ˂ʝ ʠʤʧʣʝʤʝʥʪʠʨʘʿʫ ʀʥʪʝʛʨʠʩʘʥʠ ʩʦʬʪʚʝʨ 

ʫʧʨʘʚˀʘˁʘ (Davis, 2002). ʆʚʘʿ ʩʦʬʪʚʝʨ ʧʦʤʘʞʝ ʧʨʠ ʘʫʪʦʤʘʪʠʟʘʮʠʿʠ, ʫʧʨʘʚˀʘˁʫ, 

ʧʨʘ˂ʝˁʫ ʠ ʤʝʨʝˁʫ ʢˀʫʯʥʠʭ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ.  

ʇʦʩʣʝʜˁʠʭ ʛʦʜʠʥʘ ʧʨʝʜʫʟʝ˂ʘ ʩʭʚʘʪʘʿʫ ʜʘ, ʫ ʮʠˀʫ ʢʦʥʢʫʨʝʥʪʥʦʩʪʠ ʠ 

ʤʘʢʩʠʤʘʣʥʦʛ ʫʯʠʥʢʘ ʠʥʬʦʨʤʘʮʠʦʥʝ ʪʝʭʥʦʣʦʛʠʿʝ, ʤʦʨʘʿʫ ʜʘ ʠʥʪʝʛʨʠʰʫ ʩʠʩʪʝʤʝ ʟʘ 

ʫʧʨʘʚˀʘˁʝ ʦʜʥʦʩʠʤʘ ʩʘ ʢʫʮʠʤʘ ʩʘ ʜʨʫʛʠʤ ʩʠʩʪʝʤʠʤʘ ʧʨʝʜʫʟʝ˂ʘ, ʧʨʝ ʩʚʝʛʘ ʩʘ ʉʠʩʪʝʤʦʤ 

ʟʘ ʧʣʘʥʠʨʘˁʝ ʨʝʩʫʨʩʘ ʧʨʝʜʫʟʝ˂ʘ ʠ ʉʠʩʪʝʤʦʤ ʋʇʇ. ʀʤʘʿʫ˂ʠ ʫ ʚʠʜʫ ʜʘ ʿʝ ʧʨʠʩʪʫʧ ʋʇʇ 

ʫʩʤʝʨʝʥ ʥʘ ʢʫʧʮʝ ʠ ʩʠʩʪʝʤʘʪʩʢʦ ʫʧʨʘʚˀʘˁʝ, ʤʝʨʝˁʝ ʠ ʧʦʙʦˀʰʘˁʝ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ, 

ʢʨʦʟ ʪʠʤʩʢʠ ʨʘʜ ʠ ʦʩʥʘʞʠʚʘˁʝ ʟʘʧʦʩʣʝʥʠʭ (DeToro & McCabe, 1997) ʨʘʟʫʤˀʠʚʘ ʿʝ 

ʧʦʪʨʝʙʘ ʟʘ ʠʥʪʝʛʨʘʮʠʿʦʤ ʩʘ ʋʧʨʘʚˀʘˁʝʤ ʦʜʥʦʩʠʤʘ ʩʘ ʢʫʧʮʠʤʘ. ʉʘʚʨʝʤʝʥʠʤ 

ʧʨʝʜʫʟʝ˂ʠʤʘ ʩʝ ʧʨʝʜʣʘʞʝ ʢʦʥʚʝʨʛʝʥʮʠʿʘ ʋʧʨʘʚˀʘˁʘ ʦʜʥʦʩʠʤʘ ʩʘ ʢʫʧʮʠʤʘ ʠ ʋʇʇ ʟʙʦʛ 

ʥʠʟʘ ʧʦʟʠʪʠʚʥʠʭ ʝʬʝʢʘʪʘ. ʅʘʿʟʥʘʯʘʿʥʠʿʠ ʧʦʟʠʪʠʚʥʠ ʝʬʝʢʪʠ ʦʚʘʢʚʝ ʢʦʥʚʝʨʛʝʥʮʠʿʝ 

ʦʛʣʝʜʘʿʫ ʩʝ ʫ ʧʦʨʘʩʪʫ ʙʨʟʠʥʝ, ʝʢʦʥʦʤʠʯʥʦʩʪʠ ʠ ʫʧʨʘʚˀʠʚʦʩʪʠ, ʯʠʤʝ ʩʝ ʜʦʧʨʠʥʦʩʠ 

ʦʩʪʚʘʨʝˁʫ ʦʧʪʠʤʘʣʥʠʭ ʨʝʟʫʣʪʘʪʘ. ʇʨʝʜʫʟʝ˂ʘ ʤʦʛʫ ʦʧʪʠʤʠʟʠʨʘʪʠ ʩʣʦʞʝʥʝ ʧʨʦʮʝʩʝ, ʢʦʿʠ 

ʩʝʞʫ ʜʫʙʦʢʦ ʫ ʋʧʨʘʚˀʘˁʝ ʦʜʥʦʩʠʤʘ ʩʘ ʢʫʧʮʠʤʘ ʠ ʧʨʦʪʝʞʫ ʩʝ ʢʨʦʟ ʚʠʰʝ 

ʦʨʛʘʥʠʟʘʮʠʦʥʠʭ ʿʝʜʠʥʠʮʘ, ʧʦʜʨʞʘʚʘʿʫ˂ʠ ʩʪʘʣʥʝ ʧʨʦʤʝʥʝ ʠ ʧʦʩʣʦʚʥʫ ʘʛʠʣʥʦʩʪ (Fingar, 

2005). ʂʦʥʚʝʨʛʝʥʪʥʠ ʧʨʠʩʪʫʧ ʦʤʦʛʫ˂ʘʚʘ ʢʦʥʪʠʥʫʠʨʘʥʦ ʧʦʙʦˀʰʘˁʝ ʧʨʦʮʝʩʘ. ʂʦʨʠʩʪʠ 

ʩʝ ʦʛʣʝʜʘʿʫ ʠ ʫ ʩʣʝʜʝ˂ʝʤ (Onix, 2005): ʩʢʨʘ˂ʝˁʝ ʚʨʝʤʝʥʘ ʮʠʢʣʫʩʘ, ʨʘʥʠʿʝ ʫʧʦʟʦʨʝˁʝ ʦ 

ʤʦʛʫ˂ʠʤ ʧʨʦʙʣʝʤʠʤʘ, ʧʨʝʧʨʝʢʝ ʟʘ ʧʦʙʦˀʰʘˁʝ ʧʨʦʮʝʩʘ ʩʝ ʝʣʠʤʠʥʠʰʫ ʠ ʧʦʩʣʦʚʥʠ 

ʧʨʠʦʨʠʪʝʪʠ ʧʦʩʪʘʿʫ ʚʠʜˀʠʚʠ ʫ ʩʚʘʢʦʤ ʜʝʣʫ ʧʨʝʜʫʟʝ˂ʘ.  

4.1.7.  ʋʧʨʘʚˀʘˁʝ ʦʜʥʦʩʠʤʘ ʩʘ ʜʦʙʘʚˀʘʯʠʤʘ 

ʋʩʧʦʩʪʘʚˀʘˁʝ ʠ ʫʥʘʧʨʝʹʝˁʝ ʩʘʨʘʜˁʝ ʩʘ ʧʦʩʣʦʚʥʠʤ ʧʘʨʪʥʝʨʠʤʘ ʩʘʩʪʘʚʥʠ ʿʝ ʜʝʦ 

ʧʦʩʣʦʚʘˁʘ ʧʨʝʜʫʟʝ˂ʘ ʫ ʩʘʚʨʝʤʝʥʠʤ ʫʩʣʦʚʠʤʘ. ʋʧʨʘʚˀʘˁʝ ʦʜʥʦʩʠʤʘ ʩʘ ʜʦʙʘʚˀʘʯʠʤʘ 

(ʝʥʛʣ. Supplier relationship management ï SRM) (Choy, Lee, & Lo, 2003) ʧʨʝʜʩʪʘʚˀʘ ʩʢʫʧ 

ʧʨʠʥʮʠʧʘ, ʧʨʦʮʝʩʘ ʠ ʘʣʘʪʘ ʢʦʿʠ ʤʦʛʫ ʧʦʤʦ˂ʠ ʧʨʝʜʫʟʝ˂ʫ ʜʘ ʤʘʢʩʠʤʠʟʠʨʘʿʫ ʚʨʝʜʥʦʩʪ 

ʦʜʥʦʩʘ ʩʘ ʜʦʙʘʚˀʘʯʠʤʘ. ʋʧʨʘʚˀʘˁʝ ʦʜʥʦʩʠʤʘ ʩʘ ʜʦʙʘʚˀʘʯʠʤʘ ʧʦʜʨʘʟʫʤʝʚʘ 

ʧʣʘʥʠʨʘˁʝ, ʠʤʧʣʝʤʝʥʪʘʮʠʿʫ, ʨʘʟʚʦʿ ʠ ʧʨʘ˂ʝˁʝ ʦʜʥʦʩʘ ʧʨʝʜʫʟʝ˂ʘ ʠ ʩʘʜʘʰˁʠʭ ʠ 

ʧʦʪʝʥʮʠʿʘʣʥʠʭ ʜʦʙʘʚˀʘʯʘ (Akamp & M¿ller, 2013).
 
ʉʚʨʭʘ ʦʚʦʛ ʧʨʠʩʪʫʧʘ ʿʝ 

ʢʦʥʪʠʥʫʠʨʘʥʦ ʧʦʚʝ˂ʘʚʘˁʝ ʝʬʠʢʘʩʥʦʩʪʠ ʠ ʢʦʣʘʙʦʨʘʮʠʿʝ ʠ ʠʩʪʦʚʨʝʤʝʥʦ ʫʥʘʧʨʝʹʝˁʝ 

ʢʚʘʣʠʪʝʪʘ, ʙʝʟʙʝʜʥʦʩʪʠ ʠ ʠʥʦʚʘʮʠʿʘ (Mettler & Rohner, 2009). ʄʦʣʘʨ ʠ ʩʘʨʘʜʥʠʮʠ (2006) 
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ʦʧʠʩʘʣʠ ʩʫ ʙʝʥʝʬʠʪʝ ʧʦ ʦʩʥʦʚʫ ʋʧʨʘʚˀʘˁʘ ʦʜʥʦʩʠʤʘ ʩʘ ʜʦʙʘʚˀʘʯʠʤʘ ʫ ʚʠʜʫ 

ʢʚʘʣʠʪʝʪʥʠʿʝ ʙʘʟʝ ʜʦʙʘʚˀʘʯʘ, ʣʘʢʰʝʛ ʩʫʦʯʘʚʘˁʘ ʩʘ ʟʥʘʯʘʿʥʠʤ ʧʨʦʙʣʝʤʠʤʘ, ʙʦˀʝ 

ʢʦʦʨʜʠʥʘʮʠʿʝ ʠ ʧʦʚʝ˂ʘˁʘ ʚʨʝʜʥʦʩʪʠ ʟʘ ʢʫʧʮʝ. ʊʦ ʿʝ ʧʨʦʮʝʩ ʧʦʢʨʝʪʘˁʘ ʘʢʪʠʚʥʦʩʪʠ 

ʫʩʧʦʩʪʘʚˀʘˁʘ, ʨʘʟʚʦʿʘ, ʩʪʘʙʠʣʠʟʘʮʠʿʝ ʠ ʧʨʝʢʠʜʘˁʘ ʦʜʥʦʩʘ ʩʘ ʜʦʙʘʚˀʘʯʠʤʘ, ʢʘʦ ʠ 

ʧʦʩʤʘʪʨʘˁʝ ʜʦʙʘʚˀʘʯʘ ʫ ʮʠˀʫ ʩʪʚʘʨʘˁʘ ʠ ʧʦʚʝ˂ʘˁʘ ʚʨʝʜʥʦʩʪʠ ʫ ʤʝʹʫʩʦʙʥʠʤ 

ʦʜʥʦʩʠʤʘ (Benoit, (n®e Moeller), Fassnacht & Klose, 2006). ʈʝʯ ʿʝ ʦ ʩʚʝʦʙʫʭʚʘʪʥʦʤ 

ʧʨʠʩʪʫʧʫ ʢʦʿʠ ʝʬʝʢʪʝ ʧʨʦʠʟʚʦʜʠ ʥʘ ʥʠʚʦʫ ʧʦʩʣʦʚʥʦʛ ʦʜʥʦʩʘ, ʥʘ ʥʠʚʦʫ ʧʨʦʮʝʩʘ ʠ ʥʠʚʦʫ 

ʠʥʬʦʨʤʘʮʠʦʥʦʛ ʩʠʩʪʝʤʘ. ʅʘʿʧʨʝ, ʜʦʧʨʠʥʦʩʠ ʧʦʙʦˀʰʘˁʫ ʩʘʨʘʜˁʝ ʥʘ ʥʠʚʦʫ ʧʦʩʣʦʚʥʦʛ 

ʦʜʥʦʩʘ, ʟʘʪʠʤ, ʫʥʘʧʨʝʹʫʿʝ ʢʦʦʨʜʠʥʘʮʠʿʫ ʥʘ ʧʨʦʮʝʩʥʦʤ ʥʠʚʦʫ ʠ ʧʦʩʧʝʰʫʿʝ 

ʢʦʤʫʥʠʢʘʮʠʿʫ ʠʟʤʝʹʫ ʧʨʝʜʫʟʝ˂ʘ ʠ ˁʝʛʦʚʠʭ ʜʦʙʘʚˀʘʯʘ ʥʘ ʥʠʚʦʫ ʠʥʬʦʨʤʘʮʠʦʥʠʭ 

ʩʠʩʪʝʤʘ.  

ɻʣʘʚʥʝ ʘʢʪʠʚʥʦʩʪʠ ʫʧʨʘʚˀʘˁʘ ʜʦʙʘʚˀʘʯʠʤʘ ʩʫ ʠʟʙʦʨ ʠ ʧʨʦʮʝʥʘ ʜʦʙʘʚˀʘʯʘ, 

ʧʨʘ˂ʝˁʝ ʜʦʙʘʚˀʘʯʘ, ʨʘʟʚʦʿ ʜʦʙʘʚˀʘʯʘ ʠ ʠʥʪʝʛʨʘʮʠʿʘ ʜʦʙʘʚˀʘʯʘ. ʀʟʙʦʨ ʜʦʙʘʚˀʘʯʘ 

ʩʤʘʪʨʘ ʩʝ ʙʘʟʦʤ ʫʩʧʝʰʥʦʛ ʫʧʨʘʚˀʘˁʘ ʥʘʙʘʚʢʦʤ ʠ ʩʥʘʙʜʝʚʘˁʝʤ, ʘʣʠ ʠ ʦʜʨʞʘʚʘˁʝʤ ʠ 

ʫʥʘʧʨʝʹʝˁʝʤ ʢʦʥʢʫʨʝʥʪʥʦʩʪʠ. ʈʘʟʣʠʯʠʪʠ ʜʦʙʘʚˀʘʯʠ ʠʤʘʿʫ ʜʨʫʛʘʯʠʿʝ ʧʦʪʝʥʮʠʿʘʣʝ ʟʘ 

ʢʨʝʠʨʘˁʝ ʠ ʧʦʚʝ˂ʘˁʝ ʚʨʝʜʥʦʩʪʠ ʠ ʩʪʦʛʘ ʠʭ ʿʝ ʧʦʪʨʝʙʥʦ ʨʘʟʣʠʯʠʪʦ ʪʨʝʪʠʨʘʪʠ (Gupta, 

Lehmann & Stuart, 2004). ʀʟʙʦʨ ʜʦʙʘʚˀʘʯʘ ʟʥʘʯʘʿʥʦ ʫʪʠʯʝ ʥʘ ʧʦʩʣʦʚʘˁʝ ʧʨʝʜʫʟʝ˂ʘ ʫ 

ʙʫʜʫ˂ʥʦʩʪʠ. ʇʨʝ ʩʚʝʛʘ, ʤʦʞʝ ʜʦʧʨʠʥʝʪʠ ʩʤʘˁʝˁʫ ʦʧʝʨʘʪʠʚʥʠʭ ʪʨʦʰʢʦʚʘ ʠ ʫʥʘʧʨʝʹʝˁʫ 

ʢʚʘʣʠʪʝʪʘ ʩʦʧʩʪʚʝʥʠʭ ʧʨʦʠʟʚʦʜʘ ʠ ʧʦʙʦˀʰʘʪʠ ʙʨʟʠʥʫ ʨeʘʢʮʠʿʝ ʥʘ ʟʘʭʪʝʚʝ ʠ ʪʨʘʞˁʫ 

ʢʫʧʘʮʘ (Abdollahi, Arvan & Razmi, 2015).  

ɹʨʦʿʥʝ ʩʪʫʜʠʿʝ ʙʘʚʝ ʩʝ ʧʠʪʘˁʝʤ ʦʜʘʙʠʨʘ ʜʦʙʘʚˀʘʯʘ. ʈʝʟʫʣʪʘʪʠ ʥʘʿʯʝʰ˂ʝ 

ʧʦʢʘʟʫʿʫ ʜʘ ʿʝ ʦʜʣʫʯʫʿʫ˂ʠ ʬʘʢʪʦʨ ʧʨʠ ʦʜʘʙʠʨʫ ʜʦʙʘʚˀʘʯʘ ʢʚʘʣʠʪʝʪ, ʟʘʪʠʤ ʩʣʝʜʝ, 

ʠʩʧʦʨʫʢʘ, ʮʝʥʘ, ʧʨʦʠʟʚʦʜʥʘ ʩʧʦʩʦʙʥʦʩʪ, ʫʩʣʫʛʘ, ʫʧʨʘʚˀʘˁʝ, ʠʩʪʨʘʞʠʚʘˁʝ ʠ ʨʘʟʚʦʿ, 

ʬʠʥʘʥʩʠʿʝ, ʬʣʝʢʩʠʙʠʣʥʦʩʪ, ʨʝʧʫʪʘʮʠʿʘ, ʦʜʥʦʩ, ʨʠʟʠʢ ʠ ʩʠʛʫʨʥʦʩʪ ʠ ʦʢʨʫʞʝˁʝ (Thakur, 

Anbanandam, 2015). 

ʅʘ ʙʘʟʠ ʢʚʘʣʠʪʘʪʠʚʥʦʛ ʠʩʪʨʘʞʠʚʘˁʘ ʫʧʨʘʚˀʘˁʘ ʦʜʥʦʩʠʤʘ ʩ ʢˀʫʯʥʠʤ 

ʜʦʙʘʚˀʘʯʠʤʘ, ɺʘʛʥʝʨ ʠ ɷʦʥʩʦʥ (Wagner & Johnson, 2004) ʥʘʚʦʜʝ ʪʨʠ ʢˀʫʯʥʝ ʬʘʟʝ ʦʚʦʛ 

ʢʦʥʮʝʧʪʘ:
 
 

ü ʧʣʘʥʠʨʘˁʝ ʦʜʥʦʩʘ ʩ ʜʦʙʘʚˀʘʯʠʤʘ, 

ü ʨʝʘʣʠʟʘʮʠʿʘ ʧʨʦʛʨʘʤʘ ʦʜʥʦʩʘ ʩʘ ʜʦʙʘʚˀʘʯʠʤʘ ʢʦʿʠ ʦʙʫʭʚʘʪʘ ʢʦʥʬʠʛʫʨʘʮʠʿʫ ʙʘʟʝ 

ʜʦʙʘʚˀʘʯʘ, ʨʘʟʚʦʿ ʜʦʙʘʚˀʘʯʘ, ʠʥʪʝʛʨʘʮʠʿʫ ʩ ʜʦʙʘʚˀʘʯʠʤʘ, 

ü ʢʦʥʪʨʦʣʘ ʠ ʧʨʘ˂ʝˁʝ ʦʜʥʦʩʘ ʩʘ ʜʦʙʘʚˀʘʯʠʤʘ. 
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ʎʠˀ ʋʧʨʘʚˀʘˁʘ ʦʜʥʦʩʠʤʘ ʩʘ ʜʦʙʘʚˀʘʯʠʤʘ ʿʝ ʦʧʪʠʤʠʟʘʮʠʿʘ ʧʦʩʪʦʿʝ˂ʝʛ 

ʧʦʨʪʬʝˀʘ ʜʦʙʘʚˀʘʯʘ. ʋʧʨʘʚˀʘˁʝ ʧʦʩʪʦʿʝ˂ʠʤ ʜʦʙʘʚˀʘʯʠʤʘ ʧʦʜʨʘʟʫʤʝʚʘ ʠʟʛʨʘʜˁʫ ʠ 

ʦʜʨʞʘʚʘˁʝ ʦʜʥʦʩʘ ʩʘ ˁʠʤʘ ʨʘʜʠ ʫʥʘʧʨʝʹʝˁʘ ʢʨʝʠʨʘʥʝ ʚʨʝʜʥʦʩʪʠ. ʊʦ ʟʥʘʯʠ, 

ʠʩʢˀʫʯʠʚʘˁʝ ʦʥʠʭ ʜʦʙʘʚˀʘʯʘ ʢʦʿʠ ʥʝ ʟʘʜʦʚʦˀʘʚʘʿʫ ʧʦʪʨʝʙʝ ʧʨʝʜʫʟʝ˂ʘ ʠ ʘʥʛʘʞʦʚʘˁʝ 

ʜʨʫʛʠʭ. ʇʦʪʝʥʮʠʿʘʣʥʝ ʜʦʙʘʚˀʘʯʝ, ʦʜʥʦʩʥʦ ʦʥʝ ʩʘ ʢʦʿʠʤʘ ʧʨʝʜʫʟʝ˂ʝ ʿʦʰ ʥʠʿʝ 

ʫʩʧʦʩʪʘʚʠʣʦ ʩʘʨʘʜˁʫ, ʧʦʞʝˀʥʦ ʿʝ ʧʨʘʪʠʪʠ, ʥʘʨʦʯʠʪʦ ʫʢʦʣʠʢʦ ʩʝ ʨʘʜʠ ʦ ʧʦʞʝˀʥʠʤ 

ʜʦʙʘʚˀʘʯʠʤʘ. ʈʘʟʤʝʥʘ ʠʥʬʦʨʤʘʮʠʿʘ ʩʘ ʜʦʙʘʚˀʘʯʠʤʘ ʟʘʭʪʝʚʘ ʘʜʝʢʚʘʪʥʫ ʠʥʬʦʨʤʘʮʠʦʥʫ 

ʪʝʭʥʦʣʦʛʠʿʫ. ʀʤʧʣʝʤʝʥʪʘʮʠʿʘ ʩʠʩʪʝʤʘ ʟʘ ʫʧʨʘʚˀʘˁʝ ʦʜʥʦʩʠʤʘ ʩʘ ʜʦʙʘʚˀʘʯʠʤʘ ʠʤʘ 

ʚʘʞʥʫ ʫʣʦʛʫ ʫ ʠʥʪʝʛʨʘʮʠʿʠ ʩʘ ʥʘʿʚʨʝʜʥʠʿʠʤ ʜʦʙʘʚˀʘʯʠʤʘ. 

ɼʦʙʨʦ ʫʧʨʘʚˀʘˁʝ ʦʜʥʦʩʠʤʘ ʩʘ ʜʦʙʘʚˀʘʯʠʤʘ ʿʝ ʝʬʠʢʘʩʥʘ ʧʨʘʢʩʘ ʢʦʿʘ ˂ʝ 

ʦʤʦʛʫ˂ʠʪʠ ʥʠʟ ʧʨʝʜʥʦʩʪʠ ʋʇʇ ʫ ʧʨʝʜʫʟʝ˂ʫ. ʆʚʘʿ ʢʦʥʮʝʧʪ ʜʦʧʨʠʥʦʩʠ ʠʜʝʥʪʠʬʠʢʦʚʘˁʫ 

ʩʪʨʘʪʝʛʠʿʩʢʠʭ ʜʦʙʘʚˀʘʯʘ ʥʘ ʦʩʥʦʚʫ ʨʝʣʘʪʠʚʥʝ ʚʘʞʥʦʩʪʠ, ʜʝʬʠʥʠʩʘˁʫ ʦʧʝʨʘʪʠʚʥʠʭ 

ʦʯʝʢʠʚʘˁʘ ʠ ʧʨʠʣʘʛʦʹʘʚʘˁʫ  ʫʧʨʘʚˀʘʯʢʝ ʩʪʨʫʢʪʫʨʝ ʠ ʩʪʨʫʢʪʫʨʝ ʧʨʦʮʝʩʘ ʟʘ ʠʥʪʝʨʘʢʮʠʿʝ 

ʩʘ ʜʦʙʘʚˀʘʯʠʤʘ ʪʦʢʦʤ ʞʠʚʦʪʥʦʛ ʮʠʢʣʫʩʘ ʦʜʥʦʩʘ ʩʘ ʜʦʙʘʚˀʘʯʠʤʘ, ʜʝʬʠʥʠʩʘˁʝ 

ʬʦʨʤʘʣʥʠʭ ʧʨʦʮʝʩʘ ʨʘʜʠ ʫʢˀʫʯʠʚʘˁʘ ʤʝʥʘ˅ʤʝʥʪʘ, ʧʦʿʘʰˁʝˁʝ ʫʥʫʪʨʘʰˁʠʭ ʫʣʦʛʘ ʠ 

ʦʜʛʦʚʦʨʥʦʩʪʠ, ʫʩʧʦʩʪʘʚˀʘˁʝ ʧʨʦʮʝʩʘ ʟʘ ʝʬʠʢʘʩʥʦ ʫʧʨʘʚˀʘˁʝ ʧʝʨʬʨʤʘʥʩʘʤʘ 

ʧʨʝʜʫʟʝ˂ʘ. ʉʪʦʛʘ ʿʝ ʦʚʘʿ ʢʦʥʮʝʧʪ ʟʥʘʯʘʿʥʘ ʧʦʜʨʰʢʘ ʠʥʪʝʛʨʘʮʠʿʠ ʧʨʦʮʝʩʘ ʠ ʋʇʇ.  

4.1.8.  ʇʣʘʥʠʨʘˁʝ ʨʝʩʫʨʩʘ ʧʨʝʜʫʟʝ˂ʘ  

ʀʤʧʣʝʤʝʥʪʘʮʠʿʘ ʩʘʚʨʝʤʝʥʝ ʠʥʬʦʨʤʘʮʠʦʥʝ ʪʝʭʥʦʣʦʛʠʿʝ ʠ ʨʘʟʣʠʯʠʪʠʭ 

ʩʦʬʪʚʝʨʩʢʠʭ ʧʘʢʝʪʘ ʨʝʟʫʣʪʘʪ ʿʝ ʪʝʞˁʝ ʧʨʝʜʫʟʝ˂ʘ ʢʘ ʫʥʘʧʨʝʹʝˁʫ ʧʨʦʮʝʩʘ, ʩʤʘˁʝˁʫ 

ʪʨʦʰʢʦʚʘ, ʧʦʙʦˀʰʘˁʫ ʦʜʥʦʩʘ ʩʘ ʢʫʧʮʠʤʘ, ʜʦʙʘʚˀʘʯʠʤʘ, ʧʦʩʣʦʚʥʠʤ ʧʘʨʪʥʝʨʠʤʘ. 

ʄʥʦʛʘ ʧʨʝʜʫʟʝ˂ʘ ʩʫ ʠʤʧʣʝʤʝʥʪʠʨʘʣʘ ʇʣʘʥʠʨʘˁʝ ʨʝʩʫʨʩʘ ʧʨʝʜʫʟʝ˂ʘ (eʥʛʣ. Enterprise 

Resource Planning ï ERP) ʨʘʜʠ ʩʪʠʮʘˁʘ ʢʦʨʠʩʪʠ ʠ ʫʩʧʝʰʥʦʛ ʧʦʩʣʦʚʘˁʘ ʫ ʢʦʥʢʫʨʝʥʪʥʦʤ 

ʦʢʨʫʞʝˁʫ. ʉʠʩʪʝʤ ʟʘ ʧʣʘʥʠʨʘˁʝ ʨʝʩʫʨʩʘ ʧʨʝʜʫʟʝ˂ʘ ʿʝ ʠʥʬʦʨʤʘʮʠʦʥʠ ʩʠʩʪʝʤ 

ʜʠʟʘʿʥʠʨʘʥ ʜʘ ʠʥʪʝʛʨʠʰʝ ʠ ʦʧʪʠʤʠʟʠʨʘ ʧʦʩʣʦʚʥʝ ʧʨʦʮʝʩʝ ʠ ʪʨʘʥʩʘʢʮʠʿʝ ʫ ʧʨʝʜʫʟʝ˂ʫ 

(Moon, 2007). ʇʣʘʥʠʨʘˁʝ ʨʝʩʫʨʩʘ ʧʨʝʜʫʟʝ˂ʘ, ʢʘʜʘ ʿʝ ʫʩʧʝʰʥʦ ʠʤʧʣʝʤʝʥʪʠʨʘʥʦ, 

ʧʦʚʝʟʫʿʝ ʩʚʝ ʜʝʣʦʚʝ ʧʨʝʜʫʟʝ˂ʘ, ʫʢˀʫʯʫʿʫ˂ʠ ʤʝʥʘ˅ʤʝʥʪ, ʧʨʦʠʟʚʦʜˁʫ, ˀʫʜʩʢʝ ʨʝʩʫʨʩʝ, 

ʬʠʥʘʥʩʠʿʩʢʠ ʩʠʩʪʝʤ, ʜʠʩʪʨʠʙʫʮʠʿʫ ʩʘ ʜʦʙʘʚˀʘʯʠʤʘ ʠ ʢʫʧʮʠʤʘ ʫ ʿʝʜʘʥ ʯʚʨʩʪ ʩʠʩʪʝʤ ʩʘ 

ʨʘʟʤʝʥʦʤ ʧʦʜʘʪʘʢʘ (Chen, 2001). 

ʈʦʫʟʤʘʥ ʠ ʩʘʨʘʜʥʠʮʠ (Rosemann et al., 2000) ʜʝʬʠʥʠʰʫ ʉʠʩʪʝʤ ʟʘ ʧʣʘʥʠʨʘˁʝ 

ʨʝʩʫʨʩʘ ʧʨʝʜʫʟʝ˂ʘ ʢʘʦ ʧʨʠʣʘʛʦʜˀʠʚ, ʩʪʘʥʜʘʨʜʥʠ ʘʧʣʠʢʘʮʠʿʩʢʠ ʩʦʬʪʚʝʨ ʢʦʿʠ ʫʢˀʫʯʫʿʝ 
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ʠʥʪʝʛʨʠʩʘʥʘ ʧʦʩʣʦʚʥʘ ʨʝʰʝˁʘ ʟʘ ʢˀʫʯʥʝ ʧʦʩʣʦʚʥʝ ʧʨʦʮʝʩʝ (ʥʧʨ. ʧʣʘʥʠʨʘˁʝ ʠ 

ʫʧʨʘʚˀʘˁʝ ʧʨʦʠʟʚʦʜˁʦʤ, ʫʧʨʘʚˀʘˁʝ ʩʢʣʘʜʠʰʪʝʤ) ʠ ʛʣʘʚʥʝ ʘʜʤʠʥʠʩʪʨʘʪʠʚʥʝ 

ʬʫʥʢʮʠʿʝ (ʥʧʨ. ʨʘʯʫʥʦʚʦʜʩʪʚʦ, ˀʫʜʩʢʠ ʨʝʩʫʨʩʠ). ʄʘʨʢʫʩ, ʊʘʥʠʩ ʠ ʌʝʥʝʤʘ (Markus, 

Tanis & Fenema, 2000) ʥʘʚʦʜʝ ʜʘ ʉʠʩʪʝʤ ʟʘ ʧʣʘʥʠʨʘˁʝ ʨʝʩʫʨʩʘ ʧʨʝʜʫʟʝ˂ʘ ʫ ʦʩʥʦʚʠ ʨʘʜʝ 

ʥʘ ʠʥʪʝʛʨʠʩʘˁʫ ʧʦʜʘʪʘʢʘ ʦ ʠʥʚʝʥʪʘʨʫ ʩʘ ʬʠʥʘʥʩʠʿʩʢʠʤ ʧʦʜʘʮʠʤʘ, ʧʦʜʘʮʠʤʘ ʦ ʧʨʦʜʘʿʠ 

ʠ ˀʫʜʩʢʠʤ ʨʝʩʫʨʩʠʤʘ, ʦʤʦʛʫ˂ʘʚʘʿʫ˂ʠ ʧʨʝʜʫʟʝ˂ʠʤʘ ʜʘ ʚʨʝʜʥʫʿʫ ʩʚʦʿʝ ʧʨʦʠʟʚʦʜʝ, 

ʩʘʩʪʘʚˀʘʿʫ ʬʠʥʘʥʩʠʿʩʢʝ ʠʟʚʝʰʪʘʿʝ ʠ ʝʬʠʢʘʩʥʦ ʫʧʨʘʚˀʘʿʫ ʩʚʦʿʠʤ ʨʝʩʫʨʩʠʤʘ.  

ɽʚʦʣʫʮʠʿʘ ʇʣʘʥʠʨʘˁʘ ʨʝʩʫʨʩʘ ʧʨʝʜʫʟʝ˂ʘ ʧʦʯʠˁʝ ʩʘ ʇʣʘʥʠʨʘˁʝʤ ʟʘʭʪʝʚʘ ʟʘ 

ʤʘʪʝʨʠʿʘʣʦʤ (ʝʥʛʣ. Material Requirement Planning ï MRP) (Jacobs & Weston, 2007) ʢʦʿʠ 

ʿʝ ʧʨʝʜʫʟʝ˂ʫ ʦʤʦʛʫ˂ʠʦ ʜʘ ʥʘʙʘʚˀʘ, ʧʨʝʜʚʠʹʘ ʠ ʧʣʘʥʠʨʘ ʧʨʦʠʟʚʦʜˁʫ. ʇʦʪʦʤ, ʩʘ ʩʚʝ 

ʚʝ˂ʦʤ ʧʨʠʤʝʥʦʤ ʧʦʩʣʦʚʥʠʭ ʘʧʣʠʢʘʮʠʿʘ ʫ ʦʧʝʨʘʪʠʚʥʦʤ ʦʜʣʫʯʠʚʘˁʫ ʨʘʜʠ ʧʨʘ˂ʝˁʘ 

ʥʠʚʦʘ ʟʘʣʠʭʘ ʠ ʧʨʦʠʟʚʦʜˁʝ ʿʘʚˀʘ ʩʝ ʇʣʘʥʠʨʘˁʝ ʧʨʦʠʟʚʦʜʥʠʭ ʨʝʩʫʨʩʘ (ʝʥʛʣ. 

Manufacturing Resource Planning ï MRP II) (Razzhivina, Yakimovich, & Korshunov, 

2015). ʅʦʚʝ ʛʝʥʝʨʘʮʠʿʝ ʧʣʘʥʠʨʘˁʘ ʨʝʩʫʨʩʘ ʧʨʝʜʫʟʝ˂ʘ (Bhuiyan, Chowdhury & Ferdous, 

2014) ʢʦʿʝ ʧʦʜʨʘʟʫʤʝʚʘʿʫ ʧʦʚʝʟʠʚʘˁʝ ʦʧʝʨʘʪʠʚʥʦʛ ʜʝʣʘ ʧʨʝʜʫʟʝ˂ʘ ʩʘ ʨʘʯʫʥʦʚʦʜʩʪʚʝʥʠʤ 

ʿʘʚˀʘʿʫ ʩʝ 2000. ʛʦʜʠʥʝ. ɳʠʭʦʚʦ ʜʘˀʝ ʫʥʘʧʨʝʹʠʚʘˁʝ ʧʦʜʨʘʟʫʤʝʚʘ ʠʥʪʝʛʨʠʩʘʥ ʢʦʥʮʝʧʪ 

ʋʧʨʘʚˀʘˁʘ ʣʘʥʮʝʤ ʩʥʘʙʜʝʚʘˁʘ, ʢʦʿʠ ʧʨʦʰʠʨʫʿʝ ʢʦʥʮʝʧʪ ʇʣʘʥʨʘˁʘ ʨʝʩʫʨʩʘ ʥʘ 

ʧʘʨʪʥʝʨʝ (Goldston, 2020). 

ʉʠʩʪʝʤ ʟʘ ʧʣʘʥʠʨʘˁʝ ʨʝʩʫʨʩʘ ʧʨʝʜʫʟʝ˂ʘ ʦʤʦʛʫ˂ʘʚʘʿʫ ʧʨʠʢʫʧˀʘˁʝ ʧʦʜʘʪʘʢʘ, ʙʝʟ 

ʦʤʝʪʘˁʘ ʧʦʩʣʦʚʘˁʘ, ʫ ʿʝʜʘʥ ʩʦʬʪʚʝʨʩʢʠ ʧʘʢʝʪ, ʩʘ ʩʚʠʤ ʠʥʬʦʨʤʘʮʠʿʘʤʘ ʦʜ ʩʠʨʦʚʠʥʝ ʜʦ 

ʢʫʧʘʮʘ. ʆʩʥʦʚʥʘ ʘʨʭʠʪʝʢʪʫʨʘ ʉʠʩʪʝʤʘ ʟʘ ʧʣʘʥʠʨʘˁʝ ʨʝʩʫʨʩʘ ʧʨʝʜʫʟʝ˂ʘ ʟʘʩʥʠʚʘ ʩʝ ʥʘ 

ʿʝʜʥʦʿ ʙʘʟʠ ʧʦʜʘʪʘʢʘ, ʿʝʜʥʦʿ ʘʧʣʠʢʘʮʠʿʠ ʠ ʿʝʜʠʥʩʪʚʝʥʦʤ ʠʥʪʝʨʬʝʿʩʫ ʜʫʞ ʮʝʣʦʢʫʧʥʦʛ 

ʧʨʝʜʫʟʝ˂ʘ. ʅʘ ʪʨʞʠʰʪʫ ʩʦʬʪʚʝʨʘ ERP ʩʦʬʪʚʝʨ ʿʝ ʙʠʦ ʥʘʿʙʨʞʝ ʨʘʩʪʫ˂ʝ ʪʨʞʠʰʪʝ ʥʘ 

ʢʨʘʿʫ 20. ʚʝʢʘ (Bingi, Sharma & Godla, 1999). SAP, Oracle, People Soft ʩʫ ʥʘʿʧʦʟʥʘʪʠʿʠ 

ʜʦʙʘʚˀʘʯʠ ʧʘʢʝʪʘ ʉʠʩʪʝʤʘ ʟʘ ʧʣʘʥʠʨʘˁʝ ʨʝʩʫʨʩʘ ʧʨʝʜʫʟʝ˂ʘ. ʆʚʠ ʧʘʢʝʪʠ ʠʛʨʘʿʫ ʚʠʪʘʣʥʫ 

ʫʣʦʛʫ ʫ ʧʨʝʜʫʟʝ˂ʫ ʟʘ ʩʤʘˁʝˁʝ ʧʨʝʚʘʨʝ ʠʣʠ ʝ-ʨʠʟʠʢʘ ʠʟ ˁʠʭʦʚʠʭ ʣʘʥʘʮʘ ʩʥʘʙʜʝʚʘˁʘ 

(Varma, Khan & Danish, 2014). 

ʇʣʘʥʠʨʘˁʝ ʨʝʩʫʨʩʘ ʧʨʝʜʫʟʝ˂ʘ ʧʦʚʝʟʘʥʦ ʿʝ ʩʘ ʙʨʦʿʥʠʤ ʧʨʝʜʥʦʩʪʠʤʘ ʢʦʿʝ ʤʦʛʫ 

ʜʦʚʝʩʪʠ ʜʦ ʧʦʚʝ˂ʘʥʝ ʝʬʠʢʘʩʥʦʩʪʠ ʠ ʩʪʠʮʘˁʘ ʢʦʥʢʫʨʝʥʪʩʢʝ ʧʨʝʜʥʦʩʪʠ ʥʘ ʛʣʦʙʘʣʥʦʤ 

ʪʨʞʠʰʪʫ. ʐʘʥʛ ʠ ʉʝʜʦʥ (Shang & Seddon, 2000) ʛʨʫʧʠʰʫ ʧʨʝʜʥʦʩʪʠ ʉʠʩʪʝʤ ʟʘ 

ʧʣʘʥʠʨʘˁʝ ʨʝʩʫʨʩʘ ʧʨʝʜʫʟʝ˂ʘ, ʥʘ ʩʣʝʜʝ˂ʠ ʥʘʯʠʥ:
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ü ʦʧʝʨʘʪʠʚʥʝ ï ʦʜʥʦʩʝ ʩʝ ʥʘ ʩʤʘˁʝˁʝ ʪʨʦʰʢʦʚʘ, ʩʢʨʘ˂ʝˁʝ ʮʠʢʣʫʩʘ ʚʨʝʤʝʥʘ, 

ʧʦʨʘʩʪ ʧʨʦʜʫʢʪʠʚʥʦʩʪʠ, ʫʥʘʧʨʝʹʝˁʝ ʢʚʘʣʠʪʝʪʘ ʠ ʫʥʘʨʝʹʝˁʝ ʫʩʣʫʛʘ, 

ü ʫʧʨʘʚˀʘʯʢʝ ï ʦʜʥʦʩʝ ʩʝ ʥʘ ʙʦˀʝ ʫʧʨʘʚˀʘˁʝ ʨʝʩʫʨʩʠʤʘ, ʝʬʠʢʘʩʥʠʿʝ ʦʜʣʫʯʠʚʘˁʝ 

ʠ ʧʣʘʥʠʨʘˁʝ ʠ ʧʦʚʝ˂ʘˁʝ ʧʝʨʬʦʨʤʘʥʩʠ, 

ü ʩʪʨʘʪʝʛʠʿʩʢʝ ï ʦʜʥʦʩʝ ʩʝ ʥʘ ʧʦʜʨʰʢʫ ʧʦʩʣʦʚʥʦʤ ʨʘʩʪʫ, ʧʦʜʨʞʘʚʘˁʝ ʧʦʩʣʦʚʥʠʭ 

ʩʘʚʝʟʘ, ʩʪʚʘʨʘˁʝ ʧʦʩʣʦʚʥʠʭ ʠʥʦʚʘʮʠʿʘ, ʛʝʥʝʨʠʩʘˁʝ ʜʠʬʝʨʝʥʮʠʿʘʮʠʿʝ ʧʨʦʠʟʚʦʜʘ 

ʠ ʠʟʛʨʘʜˁʫ ʝʢʩʪʝʨʥʠʭ ʚʝʟʘ ʠ ʦʜʥʦʩʘ, 

ü ʠʥʬʦʨʤʘʮʠʦʥʦ-ʪʝʭʥʦʣʦʰʢʝ ï ʧʦʜʨʘʟʫʤʝʚʘ ʠʟʛʨʘʜˁʫ ʧʦʩʣʦʚʥʝ ʬʣʝʢʩʠʙʠʣʥʦʩʪʠ, 

ʩʤʘˁʝˁʝ ʪʨʦʰʢʦʚʘ ʠʥʬʦʨʤʘʮʠʦʥʝ ʪʝʭʥʦʣʦʛʠʿʝ ʠ ʧʦʨʘʩʪ ʩʧʦʩʦʙʥʦʩʪʠ 

ʠʥʬʦʨʤʘʮʠʦʥʦ ʪʝʭʥʦʣʦʰʢʝ ʠʥʬʨʘʩʪʨʫʢʪʫʨʝ, 

ü ʦʨʛʘʥʠʟʘʮʠʦʥʝ ï ʦʜʥʦʩʝ ʩʝ ʥʘ ʧʦʜʨʰʢʫ ʦʨʛʘʥʠʟʘʮʠʦʥʠʤ ʧʨʦʤʝʥʘʤʘ, ʦʣʘʢʰʘʚʘˁʝ 

ʦʨʛʘʥʠʟʘʮʠʦʥʦʛ ʫʯʝˁʘ, ʦʩʥʘʞʠʚʘˁʝ ʠ ʠʟʛʨʘʜˁʫ ʟʘʿʝʜʥʠʯʢʠʭ ʚʠʟʠʿʘ. 

ɼʘ ʙʠ ʩʝ ʫ ʧʦʪʧʫʥʦʩʪʠ ʠʩʢʦʨʠʩʪʠʣʠ ʙʝʥʝʬʠʪʠ ʧʦ ʦʩʥʦʚʫ ʇʣʘʥʠʨʘˁʘ ʨʝʩʫʨʩʘ 

ʧʨʝʜʫʟʝ˂ʘ, ʧʦʪʨʝʙʥʦ ʿʝ ʫʩʧʦʩʪʘʚʠʪʠ ʤʝʭʘʥʠʟʘʤ ʫʩʢʣʘʹʠʚʘˁʘ ʪʝʭʥʠʯʢʠʭ ʠ 

ʦʨʛʘʥʠʟʘʮʠʦʥʠʭ ʟʘʭʪʝʚʘ ʟʘʩʥʦʚʘʥʠʭ ʥʘ ʧʨʠʥʮʠʧʠʤʘ ʧʨʦʮʝʩʥʝ ʦʨʠʿʝʥʪʘʮʠʿʝ. ɹʠʪʥʝ 

ʢʘʨʘʢʪʝʨʠʩʪʠʢʝ ʉʠʩʪʝʤʘ ʟʘ ʧʣʘʥʠʨʘˁʝ ʨʝʩʫʨʩʘ ʧʨʝʜʫʟʝ˂ʘ ʨʘʟʚʠʿʘʿʫ ʩʝ ʥʘ ʧʨʠʥʮʠʧʠʤʘ 

ʋʇʇ. ʊʦ ʠʣʫʩʪʨʫʿʝ ʜʘ ʩʝ ʢʦʨʠʩʪʠ ʦʜ ʦʚʦʛ ʩʠʩʪʝʤʘ ʦʩʪʚʘʨʫʿʫ ʥʘʢʦʥ ʠʟʛʨʘʜˁʝ ʯʚʨʩʪʝ ʚʝʟʝ 

ʠʟʤʝʹʫ ʠʤʧʣʝʤʝʥʪʘʮʠʿʝ ʧʨʦʮʝʩʥʦʛ ʧʨʠʩʪʫʧʘ ʠ ʤʝʨʝˁʘ ʫʩʧʝʰʥʦʩʪʠ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ. 

ʋʧʨʢʦʩ ʥʠʟʫ ʟʥʘʯʘʿʥʠʭ ʧʨʝʜʥʦʩʪʠ ʢʦʿʝ ʩʦʬʪʚʝʨʩʢʠ ʧʘʢʝʪʠ ʟʘ ʧʣʘʥʠʨʘˁʝ ʨʝʩʫʨʩʘ 

ʧʨʝʜʫʟʝ˂ʘ ʧʨʫʞʘʿʫ ʫ ʫʧʨʘʚˀʘˁʫ ʠ ʠʥʪʝʛʨʘʮʠʿʠ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ ʜʫʞ ʮʝʣʦʛ 

ʧʨʝʜʫʟʝ˂ʘ, ʦʥʠ ʩʫ ʯʝʩʪʦ ʩʣʦʞʝʥʠ ʠ ʧʨʝʩʢʫʧʠ ʟʘ ʠʤʧʣʝʤʝʥʪʘʮʠʿʫ ʠ ʯʘʢ ʤʦʛʫ ʨʝʟʫʣʪʠʨʘʪʠ 

ʦʛʨʘʥʠʯʘʚʘʿʫ˂ʠʤ ʧʦʩʣʦʚʥʠʤ ʧʨʦʤʝʥʘʤʘ. ʀʟʙʝʛʘʚʘˁʝ ʥʝʫʩʧʝʭʘ ʉʠʩʪʝʤʘ ʟʘ ʧʣʘʥʠʨʘˁʝ 

ʨʝʩʫʨʩʘ ʧʨʝʜʫʟʝ˂ʘ ʤʦʛʫ˂ʝ ʿʝ ʫʟ ʢʦʥʩʫʣʪʦʚʘˁʝ ʠ ʘʥʛʘʞʦʚʘˁʝ ʩʪʨʫʯˁʘʢʘ ʪʦʢʦʤ ʧʨʦʮʝʩʘ 

ʧʨʠʤʝʥʝ.  

4.1.9.  ʋʧʨʘʚˀʘˁʝ ʟʥʘˁʝʤ  

ʋʇʇ ʜʘʥʘʩ ʩʝ ʩʫʦʯʘʚʘ ʩʘ ʨʘʟʥʦʚʨʩʥʠʤ ʧʦʩʣʦʚʥʠʤ ʧʨʦʮʝʩʠʤʘ, ʧʦʯʝʚʰʠ ʦʜ 

ʘʫʪʦʤʘʪʠʟʦʚʘʥʠʭ ʠ ʤʘʩʦʚʥʦ ʧʨʠʣʘʛʦʹʝʥʠʭ (Feitzinger & Lee, 1997) ʜʦ ʫʤʝʪʥʠʯʢʠʭ ʠ 

ʢʨʝʘʪʠʚʥʠʭ ʧʨʦʮʝʩʘ (Hall & Johnson, 2009). ʅʘʠʤʝ, ʧʨʦʮʝʩʠ ʩʝ ʤʦʛʫ ʨʘʟʣʠʢʦʚʘʪʠ ʫ 

ʧʦʛʣʝʜʫ ʥʠʚʦʘ ʢʨʝʘʪʠʚʥʦʩʪʠ (Seidel, Shortland, Court, & Elzinga, 2015). ʅʘ ʧʨʠʤʝʨ, 

ʧʨʦʮʝʩʠ ʢʘʦ ʰʪʦ ʩʫ ʨʘʟʚʦʿ ʥʦʚʦʛ ʧʨʦʠʟʚʦʜʘ ʠʣʠ ʢʨʝʠʨʘˁʝ ʤʘʨʢʝʪʠʥʰʢʠʭ ʢʘʤʧʘˁʘ 

ʟʘʭʪʝʚʘʿʫ ʚʠʰʝ ʢʨʝʘʪʠʚʥʦʩʪʠ ʫ ʦʜʥʦʩʫ ʥʘ ʪʨʘʥʩʘʢʮʠʦʥʝ ʠʣʠ ʘʜʤʠʥʠʩʪʨʘʪʠʚʥʝ ʧʨʦʮʝʩʝ. 
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ʂʨʝʘʪʠʚʥʠ ʧʨʦʮʝʩʠ ʟʘʭʪʝʚʘʿʫ ʚʝ˂ʫ ʬʣʝʢʩʠʙʠʣʥʦʩʪ, ʘʫʪʦʥʦʤʠʿʫ, ʣʠʯʥʦ ʧʨʦʤʠʰˀʘˁʝ ʠ 

ʥʠʟʘʢ ʥʠʚʦ ʩʪʨʫʢʪʫʨʝ. ʉʭʦʜʥʦ ʪʦʤʝ, ʫʧʨʘʚˀʘˁʝ ʧʨʦʮʝʩʠʤʘ ʠ ʧʨʘʪʝ˂ʫ ʠʥʬʦʨʤʘʮʠʦʥʫ 

ʪʝʭʥʦʣʦʛʠʿʫ (ʥʧʨ. ʉʠʩʪʝʤ ʟʘ ʧʣʘʥʠʨʘˁʝ ʨʝʩʫʨʩʘ ʧʨʝʜʫʟʝ˂ʘ, ʉʠʩʪʝʤ ʟʘ ʫʧʨʘʚˀʘˁʝ 

ʦʜʥʦʩʠʤʘ ʩʘ ʢʫʧʮʠʤʘ) ʪʨʝʙʘ ʧʨʠʣʘʛʦʜʠʪʠ ʩʧʝʮʠʬʠʯʥʠʤ ʢʘʨʘʢʪʝʨʠʩʪʠʢʘʤʘ ʧʨʦʮʝʩʘ.  

ʅʝʢʠ ʘʫʪʦʨʠ ʥʘʚʦʜʝ ʜʘ ʿʝ ʋʇʇ ʧʨʝʫʩʤʝʨʠʣʦ ʩʚʦʿ ʬʦʢʫʩ ʩʘ ʦʧʪʠʤʠʟʘʮʠʿʝ 

ʩʪʨʫʢʪʫʨʠʨʘʥʠʭ, ʪʨʘʥʩʘʢʮʠʿʩʢʠʭ ʧʨʦʮʝʩʘ ʥʘ ʭʫʤʘʥʝ ʧʨʦʮʝʩʝ ʠʣʠ ʧʨʦʮʝʩʝ ʟʥʘˁʘ 

(Davenport, 2013b) ɼʘʥʘʩ ʩʫ ʦʙʣʘʩʪʠ ʧʨʠʤʝʥʝ ʋʇʇ ʧʨʦʰʠʨʝʥʝ ʪʘʢʦ ʜʘ ʫʢˀʫʯʫʿʫ ʧʦʨʝʜ 

ʩʪʨʫʢʪʫʨʠʨʘʥʠʭ ʠʣʠ ʧʦʣʫʩʪʨʫʢʪʫʨʠʨʘʥʠʭ ʧʨʦʮʝʩʘ ʠ ʥʝʩʪʨʫʢʪʫʨʠʨʘʥʝ ʧʨʦʮʝʩʝ, ʢʦʿʝ 

ʢʘʨʘʢʪʝʨʠʰʝ ʠʥʪʝʥʟʠʚʥʘ ʫʧʦʪʨʝʙʘ ʟʥʘˁʘ (Davenport, 2015). ʋʇʇ ʫ ʤʦʜʝʨʥʠʤ 

ʧʨʝʜʫʟʝ˂ʠʤʘ ʪʝʞʠ ʥʝ ʩʘʤʦ ʩʪʘʥʜʘʨʜʠʟʦʚʘˁʫ ʠ ʘʫʪʦʤʘʪʠʟʦʚʘˁʫ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ, 

ʥʝʛʦ ʠ ˁʠʭʦʚʦʤ ʠʥʦʚʠʨʘˁʫ (vom Brocke, Seidel & Tumbas, 2015). ɼʘʚʝʥʧʦʨʪ (2015) 

ʠʩʪʠʯʝ ʜʘ ʿʝ ʟʘ ʧʨʦʮʝʩʝ ʢʦʿʠ ʩʫ ʟʘʩʥʦʚʘʥʠ ʥʘ ʟʥʘˁʫ ʧʦʪʨʝʙʘʥ ʩʧʝʮʠʬʠʯʘʥ ʧʨʠʩʪʫʧ 

ʫʧʨʘʚˀʘˁʫ, ʟʘ ʨʘʟʣʠʢʫ ʦʜ ʬʦʨʤʘʣʠʟʦʚʘʥʠʭ ʧʨʦʮʝʩʘ ʢʦʿʠ ʥʝ ʠʟʠʩʢʫʿʫ ʘʢʪʠʚʥʦ 

ʢʦʨʠʰ˂ʝˁʝ ʜʫʙʦʢʦʛ ʟʥʘˁʘ. ʉʪʦʛʘ ʩʫ ʧʨʝʜʫʟʝ˂ʠʤʘ ʧʦʪʨʝʙʥʠ ʘʛʠʣʥʠ ʧʨʠʩʪʫʧʠ 

ʫʧʨʘʚˀʘˁʫ ʢʦʿʠ ʫʢˀʫʯʫʿʫ ˀʫʜʝ ʠ ʧʨʘʢʩʝ ʫʧʨʘʚˀʘˁʘ ʟʥʘˁʝʤ (Davenport, 2015). 

ɿʥʘˁʝ ʧʨʝʜʩʪʘʚˀʘ ʩʪʨʫʢʪʫʨʠʨʘʥʫ ʘʢʫʤʫʣʘʮʠʿʫ ʠʥʬʦʨʤʘʮʠʿʘ. ɿʥʘˁʝ ʩʝ ʦʜ 

ʠʥʬʦʨʤʘʮʠʿʘ ʨʘʟʣʠʢʫʿʝ ʫ ʪʦʤʝ ʰʪʦ ʧʦʩʪʦʿʠ ʝʣʝʤʝʥʪ ʩʪʨʫʯʥʝ ʨʝʚʠʟʠʿʝ ʠ ʧʨʝʯʠʰ˂ʘʚʘˁʘ. 

ʀʤʘ ʚʘʞʥʫ ʫʣʦʛʫ ʫ ʫʩʧʦʩʪʘʚˀʘˁʫ ʩʧʝʮʠʬʠʯʥʠʭ ʩʧʦʩʦʙʥʦʩʪʠ ʢʦʿʝ ʦʤʦʛʫ˂ʘʚʘʿʫ ʨʘʟʚʦʿ 

ʨʝʰʝˁʘ, ʜʦʥʦʰʝˁʝ ʦʜʣʫʢʘ, ʫʯʝˁʝ ʠ ʧʦʜʫʯʘʚʘˁʝ, ʧʨʫʞʘʿʫ˂ʠ ʤʦʛʫ˂ʥʦʩʪ ʧʨʝʜʫʟʝ˂ʫ ʜʘ 

ʢʨʝʠʨʘ, ʟʘʜʨʞʠ ʠ ʦʩʠʛʫʨʘ ʚʨʝʜʥʦʩʪ, ʠ ʪʠʤʝ ʦʩʪʘʥʝ ʜʫʛʦʨʦʯʥʦ ʢʦʥʫʨʝʥʪʥʦ (Schulze, 

2001). ɿʥʘˁʝ ʩʝ ʤʦʞʝ, ʩʘ ʦʨʛʘʥʠʟʘʮʠʦʥʦʛ ʘʩʧʝʢʪʘ, ʧʦʜʝʣʠʪʠ ʥʘ (Zack & Serino, 1998): 

ü ʠʤʧʣʠʮʠʪʥʦ ʠʣʠ ʧʨʝ˂ʫʪʥʦ ʟʥʘˁʝ ï ʣʠʯʥʦ ʠ ʪʝʰʢʦ ʟʘ ʬʦʨʤʘʣʠʟʦʚʘˁʝ ʠ 

ʢʦʤʫʥʠʮʠʨʘˁʝ, ʠ  

ü ʝʢʩʧʣʠʮʠʪʥʦ ʠʣʠ ʢʦʜʠʬʠʢʦʚʘʥʦ ʟʥʘˁʝ ï ʧʨʝʥʦʩʠʚʦ ʥʘ ʩʠʩʪʝʤʘʪʩʢʠ ʠ ʬʦʨʤʘʣʥʠ 

ʿʝʟʠʢ ʤʝʹʫ ʧʦʿʝʜʠʥʮʠʤʘ ʠʣʠ ʛʨʫʧʘʤʘ. 

ʇʨʝ ʚʠʰʝ ʦʜ ʜʚʝ ʜʝʮʝʥʠʿʝ, ʋʧʨʘʚˀʘˁʝ ʟʥʘˁʝʤ (ʝʥʛʣ. Knowledge management ï 

KM) (Jennex, 2005) ʧʦʿʘʚʠʣʦ ʩʝ ʢʘʦ ʢʦʥʮʝʧʪ ʫʩʤʝʨʝʥ ʢʘ ʦʪʢʨʠʚʘˁʫ ʠ ʧʨʠʤʝʥʠ 

ʠʤʧʣʠʮʠʪʥʦʛ ʟʥʘˁʘ ʟʘʧʦʩʣʝʥʠʭ ʫ ʮʠˀʫ ʧʦʢʨʝʪʘˁʘ ʠʥʦʚʘʮʠʿʘ ʠ ʧʦʨʘʩʪʘ 

ʧʨʦʜʫʢʪʠʚʥʦʩʪʠ. ʋʧʨʘʚˀʘˁʝ ʟʥʘˁʝʤ ʧʨʝʜʩʪʘʚˀʘ ʩʠʩʪʝʤʘʪʩʢʠ ʠ ʫʩʤʝʨʝʥ ʥʘʧʦʨ 

ʧʨʝʜʫʟʝ˂ʘ ʜʘ ʧʨʦʰʠʨʠ, ʥʝʛʫʿʝ ʠ ʧʨʠʤʝˁʫʿʝ ʜʦʩʪʫʧʥʦ ʟʥʘˁʝ ʥʘ ʥʘʯʠʥʝ ʢʦʿʠ ʧʨʝʜʫʟʝ˂ʫ 

ʦʩʠʛʫʨʘʚʘʿʫ ʜʦʜʘʪʥʫ ʚʨʝʜʥʦʩʪ ʫ ʩʤʠʩʣʫ ʧʦʟʠʪʠʚʥʠʭ ʨʝʟʫʣʪʘʪʘ ʫ ʧʦʩʪʠʟʘˁʫ ˁʝʛʦʚʠʭ 

ʮʠˀʝʚʘ ʠʣʠ ʠʩʧʫˁʘʚʘˁʫ ˁʝʛʦʚʝ ʩʚʨʭʝ (Holsapple & Joshi, 2004). ʈʝʯ ʿʝ ʦ ʥʝʧʨʝʢʠʜʥʦʤ 
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ʫʩʤʝʨʘʚʘˁʫ ʨʘʟʣʠʯʠʪʠʭ ʚʨʩʪʘ ʟʥʘˁʘ (ʠʥʜʠʚʠʜʫʘʣʥʦʛ, ʛʨʫʧʥʦʛ, ʪʠʤʩʢʦʛ, 

ʦʨʛʘʥʠʟʘʮʠʦʥʦʛ) ʫ ʮʠˀʫ ʠʩʧʫˁʝˁʘ ʩʘʜʘʰˁʠʭ ʠ ʙʫʜʫ˂ʠʭ ʟʘʭʪʝʚʘ ʟʘ ˁʠʤ (ʂʨʩʪʠ˂, 2009, 

ʩʪʨ. 99). ʉ ʜʨʫʛʝ ʩʪʨʘʥʝ, ʪʦ ʿʝ ʦʤʦʛʫ˂ʠʣʦ ʝʚʦʣʫʮʠʿʫ ʦʨʛʘʥʠʟʘʮʠʿʝ ʢʦʿʘ ʫʯʠ ʢʦʜ ʢʦʿʝ ʿʝ 

ʦʨʛʘʥʠʟʘʮʠʦʥʦ (ʝʢʩʧʣʠʮʠʪʥʦ) ʟʥʘˁʝ ʝʚʦʣʫʠʨʘʣʦ ʠ ʧʦʩʪʘʣʦ ʜʦʩʪʫʧʥʦ ʟʘʧʦʩʣʝʥʠʤʘ ʢʦʿʠ 

ʞʝʣʝ ʜʘ ʥʘʫʯʝ ʠ ʧʨʠʤʝʥʝ ʦʚʝ ʦʨʛʘʥʠʟʘʮʠʦʥʝ ʪʘʿʥʝ. ʂʦʥʚʝʨʟʠʿʘ ʠʥʜʠʚʠʜʫʘʣʥʦʛ ʟʥʘˁʘ ʫ 

ʦʨʛʘʥʠʟʘʮʠʦʥʦ ʧʨʝʜʩʪʘʚˀʘ ʧʨʦʮʝʩ ʦʨʛʘʥʠʟʘʮʠʦʥʦʛ ʫʯʝˁʘ (Janiĺijeviĺ, 2008).  

ʇʨʦʮʝʩ ʨʘʟʚʦʿʘ ʧʨʦʠʟʚʦʜʘ ʦʜ ʧʦʯʝʪʢʘ ʜʦ ʢʨʘʿʘ ʧʦʜʨʘʟʫʤʝʚʘ ʜʘ ʩʚʘʢʘ ʚʨʩʪʘ 

ʧʨʦʮʝʩʘ ʠ ʧʦʜʧʨʦʮʝʩʘ ʤʦʨʘ ʩʘʜʨʞʘʪʠ ʠ ʜʠʤʝʥʟʠʿʫ ʋʧʨʘʚˀʘˁʘ ʟʥʘˁʝʤ. ʅʝ ʩʘʤʦ ʜʘ ʿʝ 

ʧʦʪʨʝʙʥʦ ʨʘʟʤʦʪʨʠʪʠ ʧʨʦʮʝʩʥʝ ʪʦʢʦʚʝ ʠ ʢʦʨʘʢʝ, ʚʝ˂ ʿʝ ʥʝʦʧʭʦʜʥʦ ʠ ʧʦʪʧʫʥʦ 

ʨʘʟʫʤʝʚʘˁʝ ʠ ʜʠʟʘʿʥʠʨʘˁʝ ʩʪʨʫʢʪʫʨʝ ʠ ʩʪʘˁʘ ʟʥʘˁʘ, ʢʦʿʝ ˂ʝ ʙʠʪʠ ʧʦʪʨʝʙʥʦ ʟʘ 

ʠʟʚʨʰʝˁʝ ʧʨʦʮʝʩʘ. ʆʪʫʜʘ ʧʦʪʨʝʙʘ ʟʘ ʬʫʟʠʿʦʤ ʋʇʇ ʠ ʋʧʨʘʚˀʘˁʘ ʟʥʘˁʝʤ. ɼʘ ʙʠ 

ʦʩʪʚʘʨʠʣʦ ʧʦʤʝʥʫʪʦ ʩʧʘʿʘˁʝ, ʤʝʪʦʜʦʣʦʛʠʿʝ ʠ ʘʣʘʪʠ ʟʘ ʠʤʧʣʝʤʝʥʪʘʮʠʿʫ ʤʦʨʘʿʫ ʩʝ 

ʦʜʥʦʩʠʪʠ ʥʘ ʧʦʪʨʝʙʥʝ ʩʧʦʩʦʙʥʦʩʪʠ ʦʙʘ. ʉʘ ʩʪʨʘʥʝ ʋʇʇ ʫʢˀʫʯʫʿʫ ʘʫʪʦʤʘʪʠʟʘʮʠʿʫ, 

ʧʝʨʬʦʨʤʘʥʩʝ ʠ ʬʣʝʢʩʠʙʠʣʥʦʩʪ, ʩʘ ʩʪʨʘʥʝ ʋʧʨʘʚˀʘˁʘ ʟʥʘˁʝʤ ʩʘʨʘʜˁʫ, ʧʨʝʪʨʘʞʠʚʘˁʝ ʠ 

ʧʨʦʥʘʣʘʞʝˁʝ ʠ ʪʘʢʩʦʥʦʤʠʿʫ.  

 

 

 

 

 

 

ʉʣʠʢʘ 4.2: ʌʫʟʠʿʘ ʋʧʨʘʚˀʘˁʘ ʟʥʘˁʝʤ ʠ ʋʧʨʘʚˀʘˁʘ ʧʦʩʣʦʚʥʠʤ ʧʨʦʮʝʩʠʤʘ 

ʀʟʚʦʨ: Records, R. (2005). The Fusion of Process and Knowledge Management. BPTrends ʧʨʝʫʟʝʪʦ 

ʩʘ https://www.bptrends.com/publicationfiles/09-05%20WP%20Fusion%20Process%20KM%20-

%20Records.pdf (25.09.2020.) 

 

ʆʩʪʚʘʨʝˁʝ ʬʫʟʠʿʝ ʦʚʘ ʜʚʘ ʢʦʥʮʝʧʪʘ ʟʥʘʯʘʿʥʦ ˂ʝ ʧʦʚʝ˂ʘʪʠ ʧʨʦʜʫʢʪʠʚʥʦʩʪ ʠ 

ʝʬʠʢʘʩʥʦʩʪ ʜʦʥʦʰʝˁʘ ʦʜʣʫʢʘ (Records, 2005). ʄʝʪʦʜʦʣʦʛʠʿʘ ʋʇʇ ʧʨʫʞʘ ʧʦʜʨʰʢʫ ʟʘ 

ʩʣʝʜʝ˂ʝ ʢʦʨʘʢʝ ʋʧʨʘʚˀʘˁʘ ʟʥʘˁʝʤ (Melo, Aparecida Cavalcanti Netto, Martins Ferreira 

Filho, & Fernandes, 2010): 

ü ʩʦʮʠʿʘʣʠʟʘʮʠʿʫ, ʠʜʝʥʪʠʬʠʢʦʚʘˁʝ ʧʨʦʙʣʝʤʘ ʠ ʤʦʛʫ˂ʥʦʩʪʠ ʟʘ ʢʘʩʥʠʿʫ ʘʥʘʣʠʟʫ, 

ʋʧʨʘʚˀʘˁʝ 

ʧʦʩʣʦʚʥʠʤ 

ʧʨʦʮʝʩʠʤʘ 

ʋʧʨʘʚˀʘˁʝ 

ʟʥʘˁʝʤ 
ʌʫʟʠʿʘ 

ɸʫʪʦʤʘʪʠʟʘʮʠʿʘ 

ʧʝʨʬʦʨʤʘʥʩʝ ʠ 

ʬʣʝʢʩʠʙʠʣʥʦʩʪ 

ʉʘʨʘʜˁʘ, 

ʧʨʝʪʨʘʞʠʚʘˁʝ, 

ʧʨʦʥʘʣʘʞʝˁʝ, 

ʪʘʢʩʦʥʦʤʠʿʘ 

https://www.bptrends.com/publicationfiles/09-05%20WP%20Fusion%20Process%20KM%20-%20Records.pdf
https://www.bptrends.com/publicationfiles/09-05%20WP%20Fusion%20Process%20KM%20-%20Records.pdf
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ü ʝʢʩʪʝʨʥʘʣʠʟʘʮʠʿʫ, ʢʦʿʘ ʧʦʤʘʞʝ ʫ ʜʠʿʘʛʥʦʩʪʠʢʦʚʘˁʫ ʩʪʘˁʘ ʧʦʩʪʦʿʝ˂ʝʛ ʧʨʦʮʝʩʘ, 

ʧʨʠʤʝʥʠ ʧʨʠʨʫʯʥʠʢʘ ʟʘ ʨʘʜ ʠ ʫʧʫʪʩʪʘʚʘ ʟʘ ʨʘʜ, ʨʘʜʠ ʦʣʘʢʰʘʚʘˁʘ ʟʘʿʝʜʥʠʯʢʦʛ 

ʨʘʜʘ, 

ü ʢʦʤʙʠʥʘʮʠʿʫ, ʪʦʢʦʤ ʫʧʨʘʚˀʘˁʘ ʚʝʨʟʠʿʘʤʘ ʦʧʝʨʘʪʠʚʥʠʭ ʧʨʦʮʝʩʘ ʫ ʥʝʧʨʝʢʠʜʥʦʤ 

ʨʘʟʚʦʿʫ (ʧʨʘʚʠʣʘ, ʪʦʢʦʚʠ ʘʢʪʠʚʥʦʩʪʠ, ʦʧʝʨʘʪʦʨʠ ʠ ʪʝʭʥʦʣʦʛʠʿʝ), ʠ  

ü ʠʥʪʝʨʥʘʣʠʟʘʮʠʿʫ, ʢʨʦʟ ʠʜʝʥʪʠʬʠʢʦʚʘˁʝ ʧʨʦʤʝʥʘ, ʠʟʫʟʝʪʘʢʘ ʠ ʫʩʢʠʭ ʛʨʣʘ ʠ 

ʠʟʚʨʰʘʚʘˁʝʤ ʩʠʤʫʣʘʮʠʿʘ ʢʘʢʦ ʙʠ ʩʝ ʜʝʬʠʥʠʩʘʣʠ ʢʨʠʪʠʯʥʠ ʧʫʪʝʚʠ (ʨʝʘʢʪʠʚʥʝ 

ʬʫʥʢʮʠʦʥʘʣʥʦʩʪʠ). 

ʂʦʥʮʝʧʪ ʋʧʨʘʚˀʘˁʘ ʟʥʘˁʝʤ ʥʫʜʠ ʟʥʘʯʘʿʥʝ ʧʦʪʝʥʮʠʿʘʣʥʝ ʢʦʨʠʩʪʠ ʟʘ ʢʦʥʮʝʧʪ 

ʋʇʇ. ʈʘʜʠ ʩʝ ʦ ʩʣʝʜʝ˂ʠʤ ʙʝʥʝʬʠʪʠʤʘ (Melo et al, 2010): 

ü ʩʪʚʘʨʘˁʝ ʦʜʨʝʜʙʠ ʟʘ ʢʦʥʪʠʥʫʠʨʘʥʦ ʠ ʩʠʩʪʝʤʘʪʩʢʦ ʧʦʙʦˀʰʘˁʝ ʧʨʦʮʝʩʘ ʥʘ 

ʦʩʥʦʚʫ ʩʪʨʘʪʝʛʠʿʘ ʢʘʧʠʪʘʣʠʟʘʮʠʿʝ ʟʥʘˁʘ, ʰʠʨʝˁʘ ʢʫʣʪʫʨʝ ʠʥʦʚʘʮʠʿʘ ʠ 

ʬʣʝʢʩʠʙʠʣʥʦʩʪʠ,  

ü ʩʪʚʘʨʘˁʝ ʢʘʥʘʣʘ ʢʦʤʫʥʠʢʘʮʠʿʝ ʠ ʜʝʬʠʥʠʩʘˁʝ ʩʨʦʜʥʠʭ ʪʝʭʥʦʣʦʛʠʿʘ ʢʦʿʝ 

ʦʤʦʛʫ˂ʘʚʘʿʫ ʨʘʟʤʝʥʫ ʠʥʬʦʨʤʘʮʠʿʘ ʠʟʤʝʹʫ ʫʢˀʫʯʝʥʠʭ ʧʦʜʨʫʯʿʘ ʧʨʝʜʫʟʝ˂ʘ ʠ 

ʠʟʤʝʹʫ ˁʠʭ ʠ ʪʨʞʠʰʪʘ (ʜʦʙʘʚˀʘʯʠ, ʧʘʨʪʥʝʨʠ, ʘʢʮʠʦʥʘʨʠ, ʢʫʧʮʠ) ʠ  

ü ʠʜʝʥʪʠʬʠʢʦʚʘˁʝ ʥʦʚʠʭ ʪʨʞʠʰʥʠʭ ʤʦʛʫ˂ʥʦʩʪʠ, ʜʝʬʠʥʠʩʘˁʝʤ ʢʦʤʫʥʠʢʘʮʠʿʝ ʩʘ 

ʢʫʧʮʠʤʘ ʠ ʦʜʨʝʜʘʙʘ ʟʘ ʧʨʦʮʝʥʫ ʫʯʠʥʘʢʘ ʧʦʥʫʹʝʥʠʭ ʫʩʣʫʛʘ. 

ʉʪʦʛʘ, ʘʜʝʢʚʘʪʥʦ ʋʧʨʘʚˀʘˁʝ ʟʥʘˁʝʤ ʠ ʋʇʇ ʥʫʜʠ ʧʦʪʝʥʮʠʿʘʣʥʦ ʟʥʘʯʘʿʥʝ, 

ʩʠʥʝʨʛʠʿʩʢʝ ʧʦʟʠʪʠʚʥʝ ʝʬʝʢʪʝ ʥʘ ʧʦʩʣʦʚʘˁʝ (Brocke, Zelt, & Schmiedel, 2015). 

4.1.10. ʋʧʨʘʚˀʘˁʝ ʧʦʩʣʦʚʥʠʤ ʪʦʢʦʚʠʤʘ  

ʋʚʦʹʝˁʝ ʠʥʬʦʨʤʘʮʠʦʥʦʛ ʩʠʩʪʝʤʘ ʫ ʧʨʝʜʫʟʝ˂ʘ ʰʠʨʦʤ ʩʚʝʪʘ ʠʤʘ ʟʘ ʮʠˀ 

ʘʫʪʦʤʘʪʠʟʘʮʠʿʫ ʨʘʜʘ, ʨʘʮʠʦʥʘʣʠʟʘʮʠʿʫ ʧʦʩʣʦʚʘˁʘ ʠ ʫʥʘʧʨʝʹʝˁʝ ʧʨʦʠʟʚʦʜʘ/ʫʩʣʫʛʘ. 

ʇʦʩʣʦʚʥʠ ʪʦʢ, ʢʦʿʠ ʩʝ ʧʦʥʝʢʘʜ ʢʦʨʠʩʪʠ ʢʘʦ ʩʠʥʦʥʠʤ ʟʘ ʧʦʩʣʦʚʥʠ ʧʨʦʮʝʩ, ʦʙʫʭʚʘʪʘ ʥʠʟ 

ʟʘʜʘʪʘʢʘ (ʘʢʪʠʚʥʦʩʪʠ) ʢʨʦʟ ʢʦʿʝ ʩʝ ʫʩʤʝʨʘʚʘʿʫ ʦʧʝʨʘʮʠʿʝ ʥʘ ʝʢʦʥʦʤʩʢʠ ʨʝʣʝʚʘʥʪʥʠʤ 

ʦʙʿʝʢʪʠʤʘ. ʉʚʘʢʠ ʧʦʩʣʦʚʥʠ ʪʦʢ ʙʘʟʠʨʘʥ ʿʝ ʥʘ ʧʨʦʮʝʩʥʦʤ ʤʦʜʝʣʫ, ʫʥʘʧʨʝʹʝʥʦʤ 

ʜʦʜʘʪʥʠʤ ʘʪʨʠʙʫʪʠʤʘ ʢʦʿʠ ʧʦʜʨʞʘʚʘʿʫ ˁʝʛʦʚʫ ʘʫʪʦʤʘʪʠʟʘʮʠʿʫ, ʪʟʚ. ʉʠʩʪʝʤʫ ʟʘ 

ʫʧʨʘʚˀʘˁʝ ʧʦʩʣʦʚʥʠʤ ʪʦʢʦʚʠʤʘ (ʝʥʛʣ. Business Process Management Systems ï BPMS). 

ʈʝʯ ʿʝ ʦ ʠʥʬʦʨʤʘʮʠʦʥʦʤ ʩʠʩʪʝʤʫ, ʢʦʿʠ ʧʦʜʨʞʘʚʘ ʠʟʚʨʰʝˁʝ ʤʦʜʝʣʘ ʧʦʩʣʦʚʥʦʛ ʪʦʢʘ. 

ʉʫʰʪʠʥʘ ʉʠʩʪʝʤʘ ʟʘ ʫʧʨʘʚˀʘˁʝ ʧʦʩʣʦʚʥʠʤ ʪʦʢʦʚʠʤʘ ʦʛʣʝʜʘ ʩʝ ʫ ʢʦʦʨʜʠʥʠʩʘˁʫ ʠ 
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ʧʦʿʝʜʥʦʩʪʘʚˀʠʚʘˁʫ ʧʦʩʣʦʚʥʦʛ ʧʨʦʮʝʩʘ ʠ ˁʝʛʦʚʠʭ ʘʢʪʠʚʥʦʩʪʠ, ʨʘʜʠ ʧʦʚʝ˂ʘˁʘ 

ʝʬʠʢʘʩʥʦʩʪʠ ʠ ʝʬʝʢʪʠʚʥʦʩʪʠ.  

ʋʧʨʘʚˀʘˁʝ ʧʦʩʣʦʚʥʠʤ ʪʦʢʦʤ ʧʨʫʞʘ ʘʫʪʦʤʘʪʩʢʫ ʧʦʜʨʰʢʫ ʧʦʩʣʦʚʥʠʤ ʧʨʦʮʝʩʠʤʘ 

(Ouyang, 2010). ʋʧʨʘʚˀʘˁʝʤ ʧʦʩʣʦʚʥʠʤ ʪʦʢʦʚʠʤʘ ʩʪʚʘʨʘ ʩʝ ʧʦʪʝʥʮʠʿʘʣ ʟʘ ʫʰʪʝʜʫ ʫ 

ʩʤʠʩʣʫ ʚʨʝʤʝʥʘ ʠ ʬʠʥʘʥʩʠʿʩʢʠʭ ʨʝʩʫʨʩʘ, ʘʣʠ ʠ ʥʠʟ ʜʫʛʠʭ ʧʨʝʜʥʦʩʪʠ. ɳʝʛʦʚʦʤ 

ʠʤʧʣʝʤʝʥʪʘʮʠʿʦʤ ʧʨʦʤʝʥʘ ʧʦʩʣʦʚʥʦʛ ʪʦʢʘ ʩʝ ʣʘʢʰʝ ʨʝʘʣʠʟʫʿʝ ʠ ʩʪʦʛʘ ʧʨʝʜʫʟʝ˂ʝ ʢʦʿʘ ʿʝ 

ʘʫʪʦʤʘʪʠʟʦʚʘʣʦ ʩʚʦʿʝ ʧʨʦʮʝʩʝ ʧʦʤʦ˂ʫ ʉʠʩʪʝʤʘ ʟʘ ʫʧʨʘʚˀʘˁʝ ʪʦʢʦʤ ʧʨʦʮʝʩʘ, ʙʨʞʝ 

ʨʝʘʛʫʿʝ ʥʘ ʧʨʦʤʝʥʝ ʫ ʦʢʨʫʞʝˁʫ, ʧʨʦʤʝʥʝ ʟʘʢʦʥʘ ʠʣʠ ʧʨʦʤʝʥʝ ʪʨʞʠʰʥʠʭ ʫʩʣʦʚʘ. ʂʘʢʦ 

ʉʠʩʪʝʤʠ ʟʘ ʫʧʨʘʚˀʘˁʝ ʧʦʩʣʦʚʥʠʤ ʪʦʢʦʤ ʝʚʠʜʝʥʪʠʨʘʿʫ ʜʦʛʘʹʘʿʝ ʢʦʿʠ ʩʝ ʦʜʥʦʩʝ ʥʘ 

ʧʦʩʣʦʚʥʝ ʧʨʦʮʝʩʝ, ʝʚʠʜʝʥʮʠʿʝ ʧʦʩʣʦʚʥʠʭ ʪʦʢʦʚʘ ʤʦʛʫ ʩʝ ʧʨʠʤʝʥʠʪʠ ʧʨʠ ʠʩʪʨʘʞʠʚʘˁʫ 

ʫʩʢʣʘʹʝʥʦʩʪʠ ʩʘ ʥʘʿʙʦˀʦʤ ʧʨʘʢʩʦʤ ʠʣʠ ʩʘ ʧʦʩʪʦʿʝ˂ʠʤ ʟʘʢʦʥʦʜʘʚʩʪʚʦʤ. 

ʂʘʢʦ ʩʝ ʋʧʨʘʚˀʘˁʝ ʧʦʩʣʦʚʥʠʤ ʪʦʢʦʤ ʫʛʣʘʚʥʦʤ ʙʘʚʠ ʢʦʦʨʜʠʥʘʮʠʦʥʠʤ 

ʘʩʧʝʢʪʠʤʘ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ, ʬʫʥʢʮʠʦʥʘʣʥʦʩʪ ʧʦʩʣʦʚʥʦʛ ʪʦʢʘ ʤʦʞʝ ʩʝ ʧʦʜʝʣʠʪʠ ʥʘ 

ʨʘʟʣʠʯʠʪʝ ʢʦʦʨʜʠʥʘʮʠʦʥʝ ʠ ʢʦʥʪʨʦʣʥʝ ʤʝʭʘʥʠʟʤʝ. ʇʦʣʘʟʝ˂ʠ ʦʜ ʦʩʥʦʚʠʭ ʮʠˀʝʚʘ ʋʇʇ 

(ʝʬʠʢʘʩʥʦʩʪ ʧʨʦʮʝʩʘ, ʨʝʩʫʨʩʘ, ʪʨʞʠʰʪʘ, ʜʝʣʝʛʠʨʘˁʘ, ʤʦʪʠʚʘʮʠʿʝ) ʠ ʢʦʦʨʜʠʥʘʮʠʦʥʠʭ 

ʘʩʧʝʢʘʪʘ ʧʦʩʣʦʚʥʦʛ ʪʦʢʘ, ɹʝʢʝʨ ʠ ʩʘʨʘʜʥʠʮʠ (Becker et al., 1999) ʧʨʠʢʘʟʫʿʫ ˁʠʭʦʚ ʦʜʥʦʩ 

ʠ ʧʦʪʝʥʮʠʿʘʣ ʧʦʩʣʦʚʥʦʛ ʪʦʢʘ (ʊʘʙʝʣʘ 4.1). 

ɼʘ ʙʠ ʩʝ ʧʦʩʪʠʛʣʠ ʤʦʛʫ˂ʠ ʧʦʟʠʪʠʚʥʠ ʫʪʠʮʘʿʠ ʉʠʩʪʝʤʘ ʧʦʩʣʦʚʥʦʛ ʪʦʢʘ ʥʘ 

ʧʦʩʣʦʚʘˁʝ, ʧʨʦʿʝʢʘʪ ʢʦʿʠʤ ʩʝ ʫʚʦʜʠ ʪʨʝʙʘ ʧʘʞˀʠʚʦ ʠʟʚʨʰʠʪʠ ʠ ʫʧʨʘʚˀʘʪʠ. ʇʘʨʢʩ 

(Parkes, 2002) ʥʘʚʦʜʠ ʦʩʘʤ ʢʨʠʪʠʯʥʠʭ ʬʘʢʪʦʨʘ ʟʘ ʫʩʧʝʰʥʫ ʠʤʧʣʝʤʝʥʪʘʮʠʿʫ ʉʠʩʪʝʤʘ 

ʧʦʩʣʦʚʥʦʛ ʪʦʢʘ, ʤʝʹʫ ʢʦʿʠʤʘ ʩʫ ʥʘʿʚʘʞʥʠʿʠ: ʧʦʩʚʝ˂ʝʥʦʩʪ ʤʝʥʘ˅ʤʝʥʪʘ, ʢʦʤʫʥʠʢʘʮʠʿʘ ʠ 

ʫʢˀʫʯʠʚʘˁʝ ʢʨʘʿˁʝʛ ʢʦʨʠʩʥʠʢʘ. 
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ʊʘʙʝʣʘ 4.1: ʆʜʥʦʩ ʠʟʤʝʹʫ ʢʦʦʨʜʠʥʘʮʠʦʥʠʭ ʬʫʥʢʮʠʿʘ ʉʠʩʪʝʤʘ ʟʘ ʫʧʨʘʚˀʘˁʝ 

ʧʦʩʣʦʚʥʠʤ ʪʦʢʦʚʠʤʘ ʠ ʮʠˀʝʚʘ ʋʇʇ 

ʎʠˀʝʚʠ ʋʇʇ 

/ʢʦʦʨʜʠʥʘʮʠʦʥʠ 

ʘʩʧʝʢʪʠ WhM 

ɽʬʠʢʘʩʥʦʩʪ 

ʧʨʦʮʝʩʘ 

 

ɽʬʠʢʘʩʥʦʩʪ 

ʨʝʩʫʨʩʘ 

 

ɽʬʠʢʘʩʥʦʩʪ 

ʪʨʞʠʰʪʘ 

 

ɽʬʠʢʘʩʥʦʩʪ 

ʜʝʣʝʛʠʨʘˁʘ 

 

ʄʦʪʠʚʘʮʠʦʥʘ 

ʝʬʠʢʘʩʥʦʩʪ 

ʂʦʦʨʜʠʥʘʮʠʿʘ 

ʘʢʪʠʚʥʦʩʪʠ 

-ʇʨʦʮʝʩʥʦ 

ʦʨʠʿʝʥʪʠʩʘʥʘ 

ʨʝʘʣʠʟʘʮʠʿʘ 

ʘʢʪʠʚʥʦʩʪʠ 

-ʉʢʨʘ˂ʝˁʝ 

ʚʨʝʤʝʥʘ ʦʙʨʘʜʝ 

-ʉʪʘʥʜʘʨʜʠʟʘʮʠʿʘ 

ʧʨʦʮʝʩʘ 

-ʊʨʘʥʩʧʘʨʝʥʪʥʦʩʪ 

-ɿʘʜʘʮʠ ʚʝʟʘʥʠ ʟʘ 

ʧʨʦʮʝʩʝ 

-ʉʤʘˁʝˁʝ 

ʘʢʪʠʚʥʦʩʪʠ 

ʧʨʝʪʨʘʞʠʚʘˁʘ 

-ɽʬʝʢʪʠ ʫʯʝˁʘ 

ʊʨʘʥʩʧʘʨʝʥʪʥʦʩʪ 

-ʇʣʘʥʠʨʘʥʠ 

ʜʘʪʫʤʠ ʠʩʧʦʨʫʢʝ 

-ʌʣʝʢʩʠʙʠʣʥʘ 

ʨʝʘʢʮʠʿʘ ʥʘ 

ʠʥʧʫʪ ʢʦʨʠʩʥʠʢʘ 

-ʇʨʦʮʝʩ 

ʧʦʢʨʝʥʫʪ ʢʫʧʮʝʤ 

ʊʨʘʥʩʧʘʨʝʥʪʥʦʩʪ 

-ʊʨʘʥʩʧʘʨʝʥʪʥʦʩʪ 

-ɼʝʣʝʛʠʨʘˁʝ 

ʢʦʤʧʣʝʪʥʠʭ 

ʟʘʜʘʪʘʢʘ 

-ɼʝʣʝʛʠʨʘˁʝ 

ʢʦʤʧʣʝʪʥʠʭ 

ʧʦʩʣʦʚʥʠʭ 

ʧʨʦʮʝʩʘ 

-ʄʘˁʝ ʨʫʪʠʥʩʢʦʛ 

ʨʘʜʘ 

-ʊʨʘʥʩʧʘʨʝʥʪʥʦʩʪ 

-ɺʠʰʝ 

ʩʦʬʠʩʪʠʮʠʨʘʥʠʭ 

ʟʘʜʘʪʘʢʘ 

-ʇʨʦʮʝʩʥʘ 

ʦʨʠʿʝʥʪʘʮʠʿʘ 

ʂʦʦʨʜʠʥʘʮʠʿʘ 

ʘʢʪʝʨʘ 

-ʇʨʦʮʝʩʥʦ 

ʦʨʠʿʝʥʪʠʩʘʥʘ 

ʩʘʨʘʜˁʘ 

-ʇʘʨʘʣʝʣʥʦ 

ʠʟʚʨʰʘʚʘˁʝ 

ʘʢʪʠʚʥʦʩʪʠ 

-ʈʘʜʥʘ ʣʠʩʪʘ 

ʩʣʫʞʠ ʢʘʦ 

ʧʦʜʩʝʪʥʠʢ 

-ɿʘʜʘʮʠ ʚʝʟʘʥʠ ʟʘ 

ʧʨʦʮʝʩʝ 

-ʇʘʨʘʣʝʣʥʦ 

ʠʟʚʨʰʘʚʘˁʝ 

ʘʢʪʠʚʥʦʩʪʠ 

-ɹʘʣʘʥʩʠʨʘˁʝ 

ʦʧʪʝʨʝ˂ʝˁʘ 

-ʋʧʨʘʚˀʘˁʝ 

ʨʘʜʥʠʤ ʣʠʩʪʘʤʘ 

-ʊʨʦʰʢʦʚʠ 

-ʀʥʪʝʛʨʘʮʠʿʘ 

ʧʦʩʣʦʚʥʠʭ 

ʧʘʨʪʥʝʨʘ ʫ 

ʦʢʚʠʨʫ ʧʨʦʮʝʩʘ 

ʨʘʜʘ 

-ɱʝʜʥʦ ʣʠʮʝ 

ʧʨʝʤʘ ʢʫʧʮʠʤʘ 

-ʋʩʤʝʨʘʚʘˁʝ 

ʟʘʜʘʪʘʢʘ ʧʨʝʤʘ 

ʥʘʜʣʝʞʥʦʩʪʠʤʘ 

-ɸʜʝʢʚʘʪʥʦ 

ʦʨʛʘʥʠʟʘʮʠʦʥʦ 

ʟʥʘˁʝ 

 

-ʄʘˁʝ ʨʫʪʠʥʩʢʦʛ 

ʨʘʜʘ 

-ɺʠʰʝ 

ʩʦʬʠʩʪʠʮʠʨʘʥʠʭ 

ʟʘʜʘʪʘʢʘ 

-ɹʘʣʘʥʩʠʨʘˁʝ 

ʦʧʪʝʨʝ˂ʝˁʘ 

ʇʦʙʦˀʰʘʥʘ 

ʩʘʤʦʦʨʛʘʥʠʟʘʮʠʿʘ 

ʢʨʦʟ ʨʘʜʥʝ ʣʠʩʪʝ 

ʂʦʦʨʜʠʥʘʮʠʿʘ 

ʩʠʩʪʝʤʘ 

ʘʧʣʠʢʘʮʠʿʘ 

-ɼʠʨʝʢʪʥʦ 

ʦʙʝʟʙʝʹʝˁʝ 

ʩʠʩʪʝʤʘ 

ʘʧʣʠʢʘʮʠʿʘ 

-ɱʝʜʥʦʩʪʘʚʥʦʩʪ 

ʧʨʠʤʝʥʝ 
 

-ɱʝʜʥʦʩʪʘʚʥʦʩʪ 

ʧʨʠʤʝʥʝ 

-ɱʝʜʥʦʩʪʘʚʥʦʩʪ 

ʧʨʠʤʝʥʝ 

ʂʦʦʨʜʠʥʘʮʠʿʘ 

ʧʦʜʘʪʘʢʘ 

-ʇʨʝʥʦʩ ʧʦʜʘʪʘʢʘ 

ʧʨʦʮʝʩʥʦ 

ʦʨʠʿʝʥʪʠʩʘʥ 

-ʇʦʪʧʫʥʦʩʪ 

-ɼʠʩʢʦʥʪʠʥʫʠʨʘʥʠ 

ʤʝʜʠʿʠ 

-ɺʨʝʤʝ ʨʫʢʦʚʘˁʘ 

-ɺʨʝʤʝ ʯʝʢʘˁʘ 

-ɼʦʩʣʝʜʥʦʩʪ/ 

ʠʥʪʝʛʨʠʪʝʪ 

-ɹʝʟʙʝʜʥʦʩʪ 

-ʉʪʦʧʘ ʛʨʝʰʢʝ 

-ʃʘʢʰʠ ʧʨʝʥʦʩ 

-ɺʨʝʤʝ ʨʫʢʦʚʘˁʘ 

-ɺʨʝʤʝ ʯʘʢʘˁʘ 

-ʋʰʪʝʜʘ ʧʘʧʠʨʘ 

-ʄʦʛʫ˂ʥʦʩʪ 

ʫʧʠʪʘ ʪʨʝʥʫʪʥʦʛ 

ʩʪʘʪʫʩʘ ʧʨʦʮʝʩʘ 

-

ɼʝʮʝʥʪʘʨʣʠʟʦʚʘʥʘ 

ʜʦʩʪʫʧʥʦʩʪ 

 

ʄʦʥʠʪʦʨʠʥʛ ʠ 

ʢʦʥʪʨʦʣʘ 

ʧʨʦʮʝʩʥʠʭ 

ʠʥʩʪʘʥʮʠ 

-ʊʨʘʥʩʧʘʨʝʥʪʥʦʩʪ 

-ʉʠʛʫʨʥʦʩʪ 

ʧʨʦʮʝʩʘ 

-ʉʪʦʧʘ ʛʨʝʰʢʝ 

-ʇʦʰʪʦʚʘˁʝ 

ʨʦʢʦʚʘ 

-ʆʧʪʝʨʝ˂ʝˁʘ 

-ʉʪʦʧʘ ʛʨʝʰʢʝ 

-ʂʦʨʠʩʪʠ ʩʝ ʟʘ 

ISOCertification 

-ʂʚʘʣʠʪʝʪ 

ʧʨʦʠʟʚʦʜʘ 

-ISOCertification 

-ʄʦʛʫ˂ʥʦʩʪ 

ʫʧʠʪʘ ʪʨʝʥʫʪʥʦʛ 

ʩʪʘʪʫʩʘ ʧʨʦʮʝʩʘ 

-ʀʩʧʫˁʘʚʘˁʝ 

ʨʦʢʦʚʘ 

-ʋʧʨʘʚˀʘˁʝ 

ʠʥʬʦʨʤʘʮʠʦʥʠʤ 

ʩʠʩʪʝʤʠʤʘ 

-ʆʩʢʫʜʥʝ 

ʧʦʚʨʘʪʥʝ 

ʠʥʬʦʨʤʘʮʠʿʝ 

ʢʦʥʪʨʦʣʥʦʛ ʢʨʫʛʘ 

-ʀʩʧʣʘʪʘ ʧʦ 

ʫʯʠʥʢʫ 

ʀʟʚʦʨ: Becker, J., von Uthmann, C., zur Muehlen M. & Rosemann, M. (1999). Identifying the 

Workflow Potential of Business Processes. ʩʪʨ. 5. ʇʨʝʫʟʝʪʦ ʩʘ 

http://citeseerx.ist.psu.edu/viewdoc/download?doi=10.1.1.122.1254&rep=rep1&type=pdf (20. 

08.2020) 

http://citeseerx.ist.psu.edu/viewdoc/download?doi=10.1.1.122.1254&rep=rep1&type=pdf
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ʄʫʪʰʣʘʨ ʠ ʦʩʪʘʣʠ (Mutschler et al., 2008) ʩʫ ʪʘʢʦʹʝ ʠʩʪʨʘʞʠʚʘʣʠ ʢʨʠʪʠʯʥʝ 

ʬʘʢʪʦʨʝ ʫʩʧʝʭʘ ʋʧʨʘʚˀʘˁʘ ʧʦʩʣʦʚʥʠʤ ʪʦʢʦʚʠʤʘ. ʆʥʠ ʨʘʟʣʠʢʫʿʫ ʢʨʠʪʠʯʥʝ ʬʘʢʪʦʨʝ 

ʫʩʧʝʭʘ ʩʧʝʮʠʬʠʯʥʝ ʟʘ ʦʜʨʝʹʝʥʦ ʧʨʝʜʫʟʝ˂ʝ ʠ ʢʘʨʘʢʪʝʨʠʩʪʠʯʥʝ ʟʘ ʧʨʦʿʝʢʪ. ʈʝʟʫʣʪʘʪʠ 

ʧʦʢʘʟʫʿʝ ʜʘ ʩʫ ʢˀʫʯʥʠ ʬʘʢʪʦʨʠ ʩʧʝʮʠʬʠʯʥʠ ʟʘ ʢʦʥʢʨʝʪʥʦ ʧʨʝʜʫʟʝ˂ʝ: ʫʢˀʫʯʠʚʘˁʝ 

ʢʨʘʿˁʝʛ ʢʦʨʠʩʥʠʢʘ ʠ ʧʨʠʩʪʫʧ ʪʨʘʞʝʥʠʤ ʠʥʬʦʨʤʘʮʠʿʘʤʘ. ʇʦʩʚʝ˂ʝʥʦʩʪ ʤʝʥʘ˅ʤʝʥʪʘ ʠ 

ʢʦʤʫʥʠʢʘʮʠʿʘ ʩʘ ʢʨʘʿˁʠʤ ʢʦʨʠʩʥʠʮʠʤʘ ʩʫ ʩʫʰʪʠʥʩʢʠ ʩʧʝʮʠʬʠʯʥʠ ʬʘʢʪʦʨʠ ʧʨʦʿʝʢʪʘ. 

ʈʝʘʣʠʟʮʠʿʘ ʧʦʟʠʪʠʚʥʠʭ ʝʬʝʢʘʪʘ ʥʘ ʧʦʩʣʦʚʘˁʝ ʧʨʝʜʫʟʝ˂ʘ ʦʩʠʛʫʨʘʥʘ ʿʝ ʫʩʧʝʰʥʦʤ 

ʠʤʧʣʝʤʝʥʪʘʮʠʿʦʤ ʋʧʨʘʚˀʘˁʘ ʧʦʩʣʦʚʥʠʤ ʪʦʢʦʚʠʤʘ ʠ ʫʧʨʘʚˀʘˁʝʤ ʢʨʠʪʠʯʥʠʤ 

ʬʘʢʪʦʨʠʤʘ ʪʦʢʦʤ ʧʨʠʤʝʥʝ ʦʚʦʛ ʢʦʥʮʝʧʪʘ.  

4.1.11. ɸʨʭʠʪʝʢʪʫʨʘ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ 

ʉʘʚʨʝʤʝʥʘ ʧʨʝʜʫʟʝ˂ʘ, ʫ ʮʠˀʫ ʦʯʫʚʘˁʘ ʢʦʥʢʫʨʝʥʪʥʦʩʪʠ, ʢʦʥʪʠʥʫʠʨʘʥʦ ʩʫ 

ʬʦʢʫʩʠʨʘʥʘ ʥʘ ʩʪʚʘʨʘˁʝ ʚʨʝʜʥʦʩʪʠ ʠ ʫʥʘʧʨʝʹʝˁʝ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ. ʇʦʣʘʟʥʘ ʪʘʯʢʘ 

ʢʦʥʪʠʥʫʠʨʘʥʠʭ ʧʦʙʦˀʰʘˁʘ ʿʝʩʪʝ ʠʜʝʥʪʠʬʠʢʦʚʘˁʝ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ, ˁʠʭʦʚʦʛ 

ʧʦʯʝʪʢʘ ʠ ʟʘʚʨʰʝʪʢʘ ʠ ʧʨʦʥʘʣʘʞʝˁʝ ʘʜʝʢʚʘʪʥʦʛ ʥʠʚʦʘ ʤʦʜʝʣʠʨʘˁʘ ʧʨʦʮʝʩʘ. ʅʝʢʠ 

ʘʫʪʦʨʠ (Green & Ould, 2005; Scheer  & N¿ttgens, 2000) ʧʨʝʜʣʘʞʫ ʧʨʠʤʝʥʫ ɸʨʭʠʪʝʢʪʫʨʝ 

ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ (ʝʥʛʣ. Business Process Architectures ï BPA) (Dijkman, Vanderfeesten 

& Reijers, 2011) ʫ ʮʠˀʫ ʜʦʣʘʩʢʘ ʜʦ ʧʦʪʨʝʙʥʠʭ ʩʘʟʥʘˁʘ ʦ ʧʨʦʮʝʩʠʤʘ. ɼʘʿʢʤʘʥ ʠ 

ʩʘʨʘʜʥʠʮʠ (Dijkman et al., 2011) ʜʝʬʠʥʠʰʫ ɸʨʭʠʪʝʢʪʫʨʫ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ ʢʘʦ 

ʦʨʛʘʥʠʟʦʚʘʥʠ ʧʨʝʛʣʝʜ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ ʩʘ ʪʘʯʥʦ ʥʘʚʝʜʝʥʠʤ ʧʨʠʢʘʟʦʤ ˁʠʭʦʚʠʭ 

ʦʜʥʦʩʘ, ʢʦʿʠ ʩʝ ʧʨʘʪʠ ʩʤʝʨʥʠʮʘʤʘ, ʢʦʿʠʤʘ ʿʝ ʦʜʨʝʹʝʥ ʥʘʯʠʥ ʦʨʛʘʥʠʟʦʚʘˁʘ ʪʠʭ ʧʨʦʮʝʩʘ. 

ɸʨʭʠʪʝʢʪʫʨʫ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ ʿʝ ʧʦʪʨʝʙʥʦ ʘʞʫʨʠʨʘʪʠ ʫ ʩʢʣʘʜʫ ʩʘ ʧʨʦʤʝʥʘʤʘ 

ʧʦʿʝʜʠʥʠʭ ʧʨʦʮʝʩʘ ʢʘʢʦ ʙʠ ʧʨʝʜʩʪʘʚˀʘʣʘ ʧʨʝʛʣʝʜ ʩʚʠʭ ʧʨʦʮʝʩʘ ʢʦʿʠ ʧʦʩʪʦʿʝ ʫ 

ʧʨʝʜʫʟʝ˂ʫ (Dijkman et al., 2016). 

ɼʠʟʘʿʥʠʨʘˁʝ ʘʨʭʠʪʝʢʪʫʨʝ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ ʧʦʜʨʘʟʫʤʝʚʘ ʧʨʫʞʘˁʝ ʦʜʛʦʚʦʨʘ ʥʘ 

ʧʠʪʘˁʝ ʥʘ ʦʩʥʦʚʫ ʯʝʛʘ ʩʫ ʫʪʚʨʹʝʥʠ ʧʦʩʣʦʚʥʠ ʧʨʦʮʝʩʠ ʠ ʦʜʥʦʩʠ ʠʟʤʝʹʫ ˁʠʭ. ʇʦʩʪʦʿʠ 

ʚʝʣʠʢʠ ʙʨʦʿ ʧʨʠʩʪʫʧʘ ʜʠʟʘʿʥʠʨʘˁʫ ʘʨʭʠʪʝʢʪʫʨʝ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ. ʇʨʝʛʣʝʜʦʤ 

ʣʠʪʝʪʨʘʪʫʨʝ ʠʟʜʚʦʿʝʥʦ ʿʝ ʧʝʪ ʧʨʠʩʪʫʧʘ ʜʠʟʘʿʥʠʨʘˁʫ ʘʨʭʠʪʝʢʪʫʨʝ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ 

(Dijkman et al, 2016): 

ü ʥʘ ʙʘʟʠ ʮʠˀʝʚʘ,  

ü ʥʘ ʙʘʟʠ ʘʢʮʠʿʘ,  

ü ʥʘ ʙʘʟʠ ʦʙʿʝʢʘʪʘ,  
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ü ʥʘ ʙʘʟʠ ʨʝʬʝʨʝʥʪʥʠʭ ʤʦʜʝʣʘ ʠ  

ü ʥʘ ʙʘʟʠ ʬʫʥʢʮʠʿʘ.  

ʇʨʠʩʪʫʧʠ ʜʠʟʘʿʥʠʨʘˁʫ ʘʨʭʠʪʝʢʪʫʨʝ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ ʥʠʩʫ ʥʫʞʥʦ ʤʝʹʫʩʦʙʥʦ 

ʠʩʢˀʫʯʠʚʠ. ʄʦʛʫ˂ʝ ʿʝ ʜʘ ʧʨʠʩʪʫʧ ʟʘʩʥʦʚʘʥ ʥʘ ʨʝʬʝʨʝʥʪʥʦʤ ʤʦʜʝʣʫ ʛʨʫʧʠʰʝ ʧʦʩʣʦʚʥʝ 

ʧʨʦʮʝʩʝ ʫ ʩʢʣʘʜʫ ʩʘ ʧʦʩʣʦʚʥʠʤ ʬʫʥʢʮʠʿʘʤʘ ʢʦʿʝ ʩʝ ʠʤʧʣʝʤʝʥʪʠʨʘʿʫ. ʇʨʝʤʘ ʪʦʤʝ, ʦʥ ʫ 

ʩʫʰʪʠʥʠ ʢʦʤʙʠʥʫʿʝ ʧʨʠʩʪʫʧ ʟʘʩʥʦʚʘʥ ʥʘ ʨʝʬʝʨʝʥʪʥʦʤ ʤʦʜʝʣʫ ʠ ʬʫʥʢʮʠʦʥʘʣʥʠ 

ʧʨʠʩʪʫʧ. ʅʝʢʠ ʘʫʪʦʨʠ (Damij &  Damij, 2009) ʧʨʝʜʣʘʞʫ ʢʦʤʙʠʥʘʮʠʿʫ ʨʘʟʣʠʯʠʪʠʭ 

ʩʪʨʫʢʪʫʨʘ, ʢʘʦ ʧʦʣʘʟʥʝ ʪʘʯʢʝ ʟʘ ʠʜʝʥʪʠʬʠʢʘʮʠʿʫ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ.  

ʇʨʠʩʪʫʧ ʟʘʩʥʦʚʘʥ ʥʘ ʮʠˀʝʚʠʤʘ ʧʦʣʘʟʠ ʦʜ ʦʩʤʠʰˀʘʚʘˁʘ ʩʪʨʫʢʪʫʨʝ ʮʠˀʝʚʘ 

(ʧʦʩʣʦʚʥʠ ʮʠˀʝʚʠ ʠ ʦʜʥʦʩʠ ʠʟʤʝʹʫ ˁʠʭ). ʅʘʢʦʥ ʪʦʛʘ ʩʝ ʘʨʭʠʪʝʢʪʫʨʘ ʧʦʩʣʦʚʥʦʛ 

ʧʨʦʮʝʩʘ ʠʟʚʦʜʠ ʠʟ ʩʪʨʫʢʪʫʨʝ ʮʠˀʝʚʘ, ʧʦʩʤʘʪʨʘʿʫ˂ʠ ʧʦʩʣʦʚʥʠ ʧʨʦʮʝʩ, ʢʘʦ ʩʢʫʧ 

ʧʦʚʝʟʘʥʠʭ ʘʢʪʠʚʥʦʩʪʠ ʟʘ ʧʦʩʪʠʟʘˁʝ ʢʦʥʢʨʝʪʥʦʛ ʮʠˀʘ. ʇʦʚʝʟʠʚʘˁʝ ʮʠˀʝʚʘ ʩʘ 

ʧʨʦʮʝʩʠʤʘ ʧʦʤʘʞʝ ʜʘ ʩʝ ʫʪʚʨʜʠ ʟʘʰʪʦ ʩʫ ʦʜʨʝʹʝʥʠ ʧʨʦʮʝʩʠ ʚʘʞʥʠ ʠʣʠ ʫʦʧʰʪʝ 

ʧʦʪʨʝʙʥʠ ʧʨʝʜʫʟʝ˂ʫ. 

ʉʣʝʜʝ˂ʠ ʧʨʠʩʪʫʧ ʫʩʤʝʨʝʥ ʿʝ ʥʘ ʧʦʩʣʦʚʥʫ ʘʢʮʠʿʫ, ʧʨʠ ʯʝʤʫ ʦʥʘ ʧʨʝʜʩʪʘʚˀʘ ʧʝʪˀʫ 

ʘʢʪʠʚʥʦʩʪʠ ʫ ʢʦʿʦʿ ʩʝ ʟʘʚʨʰʘʚʘ ʥʝʢʠ ʧʦʩʘʦ ʟʘ ʠʥʪʝʨʥʦʛ ʠʣʠ ʝʢʩʪʝʨʥʦʛ ʢʦʨʠʩʥʠʢʘ. 

ʇʨʠʩʪʫʧ ʟʘʩʥʦʚʘʥ ʥʘ ʘʢʮʠʿʠ ʧʦʜʨʘʟʫʤʝʚʘ ʥʘʿʧʨʝ ʦʩʤʠʰˀʘʚʘˁʝ ʩʪʨʫʢʪʫʨʝ ʘʢʮʠʿʘ 

(ʧʦʩʣʦʚʥʝ ʘʢʪʠʚʥʦʩʪʠ ʠ ʦʜʥʦʩʠ ʠʟʤʝʹʫ ˁʠʭ), ʧʦʪʦʤ ʩʝ ʠʟ ˁʝ ʤʦʞʝ ʠʟʚʝʩʪʠ ʘʨʭʠʪʝʢʪʫʨʘ 

ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ ʥʘ ʦʩʥʦʚʫ ʿʘʢʝ ʩʣʠʯʥʦʩʪʠ ʠʟʤʝʹʫ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ ʠ ʧʦʩʣʦʚʥʠʭ 

ʘʢʮʠʿʘ. 

ʂʦʜ ʧʨʠʩʪʫʧʘ ʟʘʩʥʦʚʘʥʦʛ ʥʘ ʦʙʿʝʢʪʫ, ʜʠʟʘʿʥʠʨʘʥ ʿʝ ʧʨʚʦ ʤʦʜʝʣ ʧʦʩʣʦʚʥʦʛ 

ʦʙʿʝʢʪʘ, ʘ ʢʘʩʥʠʿʝ, ʩʝ ʧʨʠʩʪʫʧʘ ʦʩʤʠʰˀʘʚʘˁʫ ʘʨʭʠʪʝʢʪʫʨʝ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ ʥʘ ʥʘʯʠʥ 

ʜʘ ʧʨʦʫʯʘʚʘ ʧʦʩʣʦʚʥʝ ʦʙʿʝʢʪʝ ʢʦʿʠ ʧʦʩʪʦʿʝ ʫ ʧʨʝʜʫʟʝ˂ʫ, ʢʘʦ ʠ ˁʠʭʦʚʝ ʤʝʹʫʩʦʙʥʝ 

ʦʜʥʦʩʝ. ʆʚʘʿ ʧʨʠʩʪʫʧ ʨʘʟʤʘʪʨʘ ʪʨʠ ʪʠʧʘ ʧʦʩʣʦʚʥʠʭ ʦʙʿʝʢʘʪʘ: ʩʪʘʣʥʠ ʦʙʿʝʢʪʠ, ʩʣʫʯʘʿʥʠ 

ʦʙʿʝʢʪʠ ʠ ʜʨʫʛʠ ʦʙʿʝʢʪʠ (Dijkman et al., 2011). ʆʜʥʦʩ ʠʟʤʝʹʫ ʩʪʘˁʘ ʿʝʜʥʦʛ ʠʣʠ ʚʠʰʝ 

ʧʦʩʣʦʚʥʠʭ ʦʙʿʝʢʘʪʘ ʤʦʞʝ ʩʝ ʢʦʨʠʩʪʠʪʠ ʟʘ ʦʛʨʘʥʠʯʘʚʘˁʝ ʠʣʠ ʧʦʚʝʟʠʚʘˁʝ ʧʦʩʣʦʚʥʠʭ 

ʧʨʦʮʝʩʘ. ʈʝʣʘʮʠʿʘ ʜʝʢʦʤʧʦʟʠʮʠʿʝ ʠʟʤʝʹʫ ʦʙʿʝʢʘʪʘ ʤʦʞʝ ʩʝ ʢʦʨʠʩʪʠʪʠ ʟʘ 

ʠʜʝʥʪʠʬʠʢʘʮʠʿʫ ʦʜʥʦʩʘ ʜʝʢʦʤʧʦʟʠʮʠʿʝ ʠʟʤʝʹʫ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ. ʂʦʥʘʯʥʦ, 

ʛʝʥʝʨʘʣʠʟʘʮʠʦʥʠ ʦʜʥʦʩ ʤʦʞʝ ʩʝ ʢʦʨʠʩʪʠʪʠ ʟʘ ʠʜʝʥʪʠʬʠʢʘʮʠʿʫ ʣʦʛʠʯʢʠ ʧʦʚʝʟʘʥʝ ʛʨʫʧʝ 

ʧʨʦʮʝʩʘ. 
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ʇʨʠʩʪʫʧ ʟʘʩʥʦʚʘʥʠ ʥʘ ʨʝʬʝʨʝʥʪʥʠʤ ʤʦʜʝʣʠʤʘ ʧʦʣʘʟʠ ʦʜ ʫʥʠʚʝʨʟʘʣʥʦʛ ʧʨʠʢʘʟʘ 

ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ (ʨʝʬʝʨʝʥʪʥʠ ʤʦʜʝʣ), ʢʦʿʠ ʩʝ, ʧʦʪʦʤ, ʢʦʨʠʩʪʠ ʧʨʠ ʜʠʟʘʿʥʠʨʘˁʫ 

ʘʨʭʠʪʝʢʪʫʨʝ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ. ʇʨʝʜʥʦʩʪ ʦʚʦʛ ʧʨʠʩʪʫʧʘ ʿʝʩʪʝ ʫ ʫʰʪʝʜʠ ʚʨʝʤʝʥʘ, ʢʘʦ ʠ 

ʢʚʘʣʠʪʝʪʥʠʿʝʤ ʜʠʟʘʿʥʫɸʨʭʠʪʝʢʪʫʨʝ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ, ʿʝʨ ʨʝʬʝʨʝʥʪʥʠ ʤʦʜʝʣ 

ʧʨʝʜʩʪʘʚˀʘ ʥʘʿʙʦˀʫ ʧʨʘʢʩʫ. 

ʇʦʩʪʦʿʠ ʚʝʣʠʢʠ ʙʨʦʿ ʨʝʬʝʨʝʥʪʥʠʭ ʤʦʜʝʣʘ. ɳʠʭʦʚ ʧʨʝʛʣʝʜ ʿʝ ʜʘʪ ʫ ʂʘʪʘʣʦʛʫ 

ʨʝʬʝʨʝʥʪʥʠʭ ʤʦʜʝʣʘ (ʝʥʛʣ. Reference Modeling Catalogue) ʀʥʩʪʠʪʫʪʘ ʟʘ ʠʥʬʦʨʤʘʮʠʦʥʝ 

ʩʠʩʪʝʤʝ (ʝʥʛʣ. Institute for Information Systems (IWi), DFKI and Saarland University, 

SaarbruÌcken). ʆʜʘʙʠʨ ʨʝʬʝʨʝʥʪʥʦʛ ʤʦʜʝʣʘ ʪʨʝʙʘ ʠʟʚʨʰʠʪʠ ʧʘʞˀʠʚʦ. ʅʝʢʠ ʦʜ 

ʧʦʥʫʹʝʥʠʭ ʤʦʜʝʣʘ ʩʫ ʟʘʩʪʘʨʝʣʠ ʠ ʥʝʘʞʫʨʠʨʘʥʠ, ʪʝ ʫʤʝʩʪʦ ʥʘʿʙʦˀʝ ʧʨʘʢʩʝ ʥʫʜʝ ʧʨʦʰʣʫ 

ʧʨʘʢʩʫ (Sikavica & Hernaus, 2011). 

ʋ ʢʦʥʪʝʢʩʪʫ ʨʝʬʝʨʝʥʪʥʠʭ ʤʦʜʝʣʘ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ, ɸʨʭʠʪʝʢʪʫʨʘ ʧʦʩʣʦʚʥʠʭ 

ʧʨʦʮʝʩʘ ʩʝ ʯʝʩʪʦ ʥʘʟʠʚʘ ʆʢʚʠʨʦʤ ʧʦʩʣʦʚʥʦʛ ʧʨʦʮʝʩʘ (ʝʥʛʣ. business process framework) 

(Koliadis et al, 2008) ʠ ʧʦʧʨʠʤʘ ʦʙʣʠʢ ʢʣʘʩʠʬʠʢʘʮʠʿʝ. ʌʝʪʢʝ ʠ ʩʘʨʘʜʥʠʮʠ (Fettke, Loos 

& Zwicker, 2006) ʥʘʚʦʜʝ ʜʘ ʩʝ ʟʘ ʢʣʘʩʠʬʠʢʘʮʠʿʫ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ ʫ ɸʨʭʠʪʝʢʪʫʨʠ 

ʧʦʩʣʦʚʥʦʛ ʧʨʦʮʝʩʘ ʥʘʿʯʝʰ˂ʝ ʢʦʨʠʩʪʝ ʢʦʥʮʝʧʪʠ ʧʦʩʣʦʚʥʘ ʬʫʥʢʮʠʿʘ ʠ ʩʝʛʤʝʥʪ 

ʜʝʣʘʪʥʦʩʪʠ. ʇʦʨʝʜ ʪʦʛʘ, ʢʣʘʩʠʬʠʢʘʮʠʿʘ ʩʝ ʤʦʞʝ ʠʟʚʨʰʠʪʠ ʥʘ ʦʩʥʦʚʫ ʫʥʘʧʨʝʜ ʫʪʚʨʹʝʥʦʛ 

ʦʢʚʠʨʘ ʟʘ ʢʣʘʩʠʬʠʢʘʮʠʿʫ, ʢʦʿʠ ʩʝ ʟʘʩʥʠʚʘ ʥʘ ʢʦʥʩʝʥʟʫʩʫ ʚʠʰʝ ʢʦʥʮʝʧʘʪʘ. ɸʤʝʨʠʯʢʠ 

ʮʝʥʪʘʨ ʟʘ ʧʨʦʜʫʢʪʠʚʥʦʩʪ ʠ ʢʚʘʣʠʪʝʪ (ʝʥʛʣ. American Productivity Quality Center ï 

APQC) ʨʘʟʚʠʦ ʿʝ ʦʢʚʠʨ ʟʘ ʢʣʘʩʠʬʠʢʘʮʠʿʫ ʧʨʦʮʝʩʘ (APQC, 2014) (ʪʘʙʝʣʘ 4.2). ʆʚʘʿ ʦʢʚʠʨ 

ʩʘʜʨʞʠ ʩʚʝʦʙʫʭʚʘʪʥʫ ʪʘʢʩʦʥʦʤʠʿʫ ʟʘ ʦʧʝʨʘʪʠʚʥʝ, ʫʧʨʘʚˀʘʯʢʝ ʧʨʦʮʝʩʝ ʠ ʧʨʦʮʝʩʝ 

ʧʦʜʨʰʢʝ. ʉʘʜʘʰˁʘ ʚʝʨʟʠʿʘ 6.1.0 ʩʘʜʨʞʠ ʚʠʰʝ ʦʜ 1.000 ʨʝʣʝʚʘʥʪʥʠʭ ʧʦʩʣʦʚʥʠʭ 

ʧʨʦʮʝʩʘ. 

ʇʨʠʢʘʟʘʥʠ ʦʢʚʠʨ ʦʤʦʛʫ˂ʘʚʘ ʙʝʥʯʤʘʨʢʠʥʛ ʧʝʨʬʦʨʤʘʥʩʠ ʫʥʫʪʘʨ ʿʝʜʥʦʛ ʠʣʠ 

ʠʟʤʝʹʫ ʚʠʰʝ ʧʨʝʜʫʟʝ˂ʘ. ʥʝʟʘʚʠʩʥʦ ʦʜ ʜʝʣʘʪʥʦʩʪʠ, ʚʝʣʠʯʠʥʝ ʠʣʠ ʣʦʢʘʮʠʿʝ ʧʦʨʝʹʝʥʠʭ 

ʧʨʝʜʫʟʝ˂ʘ. ɹʝʥʯʤʘʨʢʠʥʛ ʩʝ ʩʧʨʦʚʦʜʠ ʧʦʤʦ˂ʫ ʟʘʿʝʜʥʠʯʢʝ ʪʝʨʤʠʥʦʣʦʛʠʿʝ ʟʘ ʦʧʠʩʠʚʘˁʝ ʠ 

ʫʧʦʨʝʹʠʚʘˁʝ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ. ʇʦʨʝʜ ʪʦʛʘ ʨʘʟʚʠʿʝʥʝ ʩʫ ʠ ʩʧʝʮʠʬʠʯʥʝ ʚʝʨʟʠʿʝ ʦʚʦʛ 

ʦʢʚʠʨʘ ʟʘ ʤʘʣʦʧʨʦʜʘʿʫ, ʘʫʪʦʤʦʙʠʣʩʢʫ ʠʥʜʫʩʪʨʠʿʫ, ʪʝʣʝʢʦʤʫʥʠʢʘʮʠʿʝ, ʦʙʨʘʟʦʚʘˁʝ ʠ 

ʪʘʢʦ ʜʘˀʝ. 
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ʊʘʙʝʣʘ 4.2: APQC ʦʢʚʠʨ ʟʘ ʢʣʘʩʠʬʠʢʘʮʠʿʫ ʧʨʦʮʝʩʘ 

ʆʧʝʨʘʮʠʦʥʠ ʧʨʦʮʝʩʠ:  

ʈʘʟʚʦʿ ʚʠʟʠʿʝ ʠ ʩʪʨʘʪʝʛʠʿʝ 

ɼʠʟʘʿʥ ʠ ʫʧʨʘʚˀʘˁʝ ʧʨʦʠʟʚʦʜʠʤʘ ʠ ʫʩʣʫʛʘʤʘ 

ɸʥʘʣʠʟʘ ʪʨʞʠʰʪʘ ʠ ʧʨʦʜʘʿʘ ʧʨʦʠʟʚʦʜʘ ʠ ʫʩʣʫʛʘ 

ɼʦʩʪʘʚʘ ʧʨʦʠʟʚʦʜʘ ʠ ʫʩʣʫʛʘ 

ʋʧʨʘʚˀʘˁʝ ʢʦʨʠʩʥʠʯʢʠʤ ʩʝʨʚʠʩʦʤ 

ʋʧʨʘʚˀʘʯʢʠ ʠ ʧʦʜʨʞʘʚʘʿʫ˂ʠ ʧʨʦʮʝʩʠ: 

ʈʘʟʚʦʿ ʠ ʫʧʨʘʚˀʘˁʝ ʭʫʤʘʥʠʤ ʢʘʧʠʪʘʣʦʤ 

ʋʧʨʘʚˀʘˁʝ ʠʥʬʦʨʤʘʮʠʦʥʦʤ ʪʝʭʥʦʣʦʛʠʿʦʤ 

ʋʧʨʘʚˀʘˁʝ ʬʠʥʘʥʩʠʩʿʢʠʤ ʨʝʩʫʨʩʠʤʘ 

ʉʪʠʮʘˁʝ, ʠʟʛʨʘʜˁʘ ʠ ʫʧʨʘʚˀʘˁʝ ʠʤʦʚʠʥʦʤ 

ʋʧʨʘʚˀʘˁʝ ʨʠʟʠʮʠʤʘ ʫ ʧʨʝʜʫʟʝ˂ʫ, ʫʩʢʣʘʹʝʥʦʩʪ, ʩʘʥʘʮʠʿʘ ʠ ʦʪʧʦʨʥʦʩʪ 

ʋʧʨʘʚˀʘˁʝ ʦʜʥʦʩʠʤʘ ʩʘ ʦʢʨʫʞʝˁʝʤ  

ʈʘʟʚʦʿ ʠ ʫʧʨʘʚˀʘˁʝ ʧʦʩʣʦʚʥʠʤ ʩʧʦʩʦʙʥʦʩʪʠʤʘ 

ʀʟʚʦʨ: APQC (2014). APQC Process Classification Framework (PCF). Version 6.1.0. Technical 

report. Houston. TX: APQC ʩʪʨ 2 

 

ɱʦʰ ʿʝʜʘʥ ʰʠʨʦʢʦ ʧʨʠʤʝʥˀʠʚ ʨʝʬʝʨʝʥʪʥʠ ʤʦʜʝʣ ʨʘʟʚʠʦ ʿʝ ʉʘʚʝʪ ʟʘ ʫʧʨʘʚˀʘˁʝ 

ʣʘʥʮʠʤʘ ʩʥʘʙʜʝʚʘˁʘ (ʝʥʛʣ. Supply Chain Council) ʧʦʜ ʥʘʟʠʚʦʤ SCOR ʤʦʜʝʣ (ʝʥʛʣ. 

Supply Chain Operations Reference ï SCOR). ʅʘʢʦʥ ʚʠʰʝ ʨʝʚʠʟʠʿʘ ʦʚʘʿ ʨʝʬʝʨʝʥʪʥʠ 

ʤʦʜʝʣ ʿʝ ʜʦʩʪʫʧʘʥ ʫ ʚʝʨʟʠʿʠ 12. SCOR - ʨʝʬʝʨʝʥʪʥʠ ʤʦʜʝʣ ʦʧʝʨʘʮʠʿʘ ʣʘʥʮʘ ʩʥʘʙʜʝʚʘˁʘ. 

ʄʦʜʝʣ ʿʝ ʿʝʜʠʥʩʪʚʝʥ ʧʦ ʪʦʤʝ ʰʪʦ ʧʦʚʝʟʫʿʝ ʧʦʩʣʦʚʥʝ ʧʨʦʮʝʩʝ, ʤʝʨʠʣʘ ʧʝʨʬʦʨʤʘʥʩʠ, 

ʧʨʘʢʩʝ ʠ ʚʝʰʪʠʥʝ ˀʫʜʠ ʫ ʿʝʜʠʥʩʪʚʝʥʫ ʩʪʨʫʢʪʫʨʫ. ʇʦ ʧʨʠʨʦʜʠ ʿʝ ʭʠʿʝʨʘʨʭʠʿʩʢʠ, 

ʠʥʪʝʨʘʢʪʠʚʘʥ ʠ ʤʝʹʫʩʦʙʥʦ ʫʩʢʣʘʹʝʥ (Apics, 2020). SCOR ʤʦʜʝʣ ʜʝʬʠʥʠʰʝ ʧʝʪ 

ʨʘʟʣʠʯʠʪʠʭ ʪʠʧʦʚʘ ʧʨʦʮʝʩʘ ʫ ʧʨʝʜʫʟʝ˂ʠʤʘ. ʆʜʥʦʩʠ ʠʟʤʝʹʫ ˁʠʭ ʩʝ ʚʠʟʫʘʣʠʟʠʨʘʿʫ ʧʨʝʢʦ 

ʣʘʥʮʘ ʩʥʘʙʜʝʚʘˁʘ ʫ ʚʠʰʝ ʥʠʚʦʘ (Houy, Fettke & Loos, 2015). 

ʅʠʟ ʩʪʫʜʠʿʘ ʧʦʪʚʨʹʫʿʝ ʧʦʟʠʪʠʚʥʝ ʝʬʝʢʪʥʝ ʧʨʠʤʝʥʝ ʦʚʦʛ ʨʝʬʝʨʝʥʪʥʦʛ ʤʦʜʝʣʘ 

(Bolstorff et al., 2007; Li et al., 2011; Zhou et al., 2011). ʅʘʿʟʥʘʯʘʿʥʠʿʠ ʝʬʝʢʪʠ ʩʫ 

ʩʘʜʨʞʘʥʠ ʫ ʩʤʘˁʝˁʫ ʪʨʦʰʢʦʚʘ ʠ ʧʦʙʦˀʰʘˁʫ ʫʩʣʫʛʘ ʢʦʨʠʩʥʠʮʠʤʘ, ʰʪʦ ʨʝʟʫʣʪʠʨʘ 

ʧʦʚʝ˂ʘˁʝʤ ʫʢʫʧʥʦʛ ʧʨʠʭʦʜʘ, ʥʠʞʠʤ ʦʧʝʨʘʪʠʚʥʠʤ ʪʨʦʰʢʦʚʠʤʘ ʠʥʬʦʨʤʘʮʠʦʥʝ 

ʪʝʭʥʦʣʦʛʠʿʝ, ʧʦʚʝ˂ʘˁʫ ʛʦʜʠʰˁʝʛ ʦʧʝʨʘʪʠʚʥʦʛ ʧʨʦʬʠʪʘ, ʧʦʟʠʪʠʚʥʦʤ ʫʪʠʮʘʿʫ ʥʘ 

ʧʝʨʬʦʨʤʘʥʩʝ ʣʘʥʮʘ ʩʥʘʙʜʝʚʘˁʘ ʩʘ ʢʦʿʠʤʘ ʩʝ ʩʫʦʯʘʚʘʿʫ ʢʣʠʿʝʥʪʠ ʠ ʠʥʪʝʨʥʘʣʠʟʘʮʠʿʘ 

ʧʦʩʣʦʚʥʠʭ ʧʝʨʬʦʨʤʘʥʩʠ. 
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ʇʦʩʣʝʜˁʠ ʧʨʠʩʪʫʧ ʜʠʟʘʿʥʠʨʘˁʫ ʘʨʭʠʪʝʢʪʫʨʝ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ ʟʘʩʥʦʚʘʥ ʿʝ ʥʘ 

ʬʫʥʢʮʠʿʘʤʘ. ʅʘʠʤʝ, ʦʩʤʠʰˀʝʥʘ ʿʝ ʭʠʿʝʨʘʨʭʠʿʘ ʬʫʥʢʮʠʿʘ ʫ ʚʠʜʫ ʜʝʢʦʤʧʦʟʠʮʠʿʝ 

ʧʦʩʣʦʚʥʠʭ ʬʫʥʢʮʠʿʘ ʫ ʜʝʪʘˀʥʠʿʝ ʧʦʩʣʦʚʥʝ ʬʫʥʢʮʠʿʝ. ɹʝʥʝʬʠʪ ʦʜ ʢʦʨʠʰ˂ʝˁʘ 

ʧʦʩʣʦʚʥʠʭ ʬʫʥʢʮʠʿʘ ʟʘ ʠʜʝʥʪʠʬʠʢʘʮʠʿʫ ʧʨʦʮʝʩʘ ʿʝ ʫ ʪʦʤʝ ʰʪʦ ʩʫ ʨʝʣʘʪʠʚʥʦ 

ʿʝʜʥʦʩʪʘʚʥʝ ʟʘ ʠʜʝʥʪʠʬʠʢʘʮʠʿʫ, ʩʪʘʙʠʣʥʝ ʠ ʬʦʢʫʩʠʨʘʿʫ ʩʝ ʥʘ ʦʥʦ ʰʪʦ ʧʨʝʜʫʟʝ˂ʝ ʨʘʜʠ, ʘ 

ʥʝ ʥʘ ʪʦ ʢʘʢʦ ʧʨʝʜʫʟʝ˂ʝ ʪʦ ʧʦʩʪʠʞʝ (Dijkman et al., 2011). ɸʨʭʠʪʝʢʪʫʨʘ ʧʨʦʮʝʩʘ ʩʝ 

ʠʟʚʦʜʠ ʠʟ ʭʠʿʝʨʘʨʭʠʿʝ ʬʫʥʢʮʠʿʘ: ʨʘʟʤʘʪʨʘˁʝʤ ʬʫʥʢʮʠʿʘ ʥʘ ʦʜʨʝʹʝʥʦʤ ʥʠʚʦʫ ʫ 

ʭʠʿʝʨʘʨʭʠʿʠ ʢʘʦ ʧʨʦʮʝʩʘ, ʨʘʟʤʘʪʨʘˁʝʤ ʬʫʥʢʮʠʿʘ ʠ ʧʨʦʮʝʩʘ ʢʘʦ ʦʨʪʦʛʦʥʘʣʥʠʭ ʠ 

ʢʦʨʠʰ˂ʝˁʝʤ ʧʨʦʮʝʩʘ ʟʘ ʧʨʝʜʩʪʘʚˀʘˁʝ ʦʜʥʦʩʘ ʪʦʢʘ ʠʟʤʝʹʫ ʬʫʥʢʮʠʿʘ. 

ɼʠʟʘʿʥʠʨʘˁʝ ʘʨʭʠʪʝʢʪʫʨʝ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ ʿʝ ʟʘʭʪʝʚʘʥ ʟʘʜʘʪʘʢ. ʇʨʠ 

ʜʠʟʘʿʥʠʨʘˁʫ ʧʦʞʝˀʥʦ ʿʝ ʢʦʤʙʠʥʦʚʘʪʠ ʨʘʟʣʠʯʠʪʝ ʧʨʠʩʪʫʧʝ. ʋ ʪʦʤ ʩʤʠʩʣʫ ʤʦʞʝ ʩʝ ʨʝ˂ʠ 

ʜʘ ʿʝ ʦʙʝʣʝʞʿʝ ʩʚʘʢʦʛ ʧʨʝʜʫʟʝ˂ʘ ʩʧʝʮʠʬʠʯʥʘ ʘʨʭʠʪʝʢʪʫʨʘ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ. ɳʝʥ 

ʨʘʟʚʦʿ ʢʘʨʘʢʪʝʨʠʰʝ ʜʫʛʦʨʦʯʥʦʩʪ. ʂʘʦ ʪʘʢʘʚ, ʟʘʭʪʝʚʘ ʘʥʛʘʞʦʚʘˁʝ ʤʝʥʘ˅ʝʨʘ, ʩʪʨʫʯˁʘʢʘ 

ʟʘ ʫʧʨʘʚˀʘˁʝ ʧʨʦʮʝʩʠʤʘ, ʩʪʨʫʯˁʘʢʘ ʠʟ ʦʙʣʘʩʪʠ ʠʥʬʦʨʤʘʮʠʦʥʝ ʪʝʭʥʦʣʦʛʠʿʝ ʠ ʩʚʠʭ 

ʟʘʧʦʩʣʝʥʠʭ. ɸʨʭʠʪʝʢʪʫʨʘ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ ʧʨʫʞʘ ʟʥʘʯʘʿʥʫ ʧʦʜʨʰʢʫ ʧʨʠ 

ʠʤʧʣʝʤʝʥʪʠʨʘˁʫ ʧʨʘʢʩʝ ʋʇʇ ʫ ʧʨʝʜʫʟʝ˂ʫ. ʆʥʘ ʧʨʠʢʘʟʫʿʝ ʤʦʛʫ˂ʥʦʩʪ ʩʪʨʫʢʪʫʨʠʨʘˁʘ 

ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ ʭʦʨʠʟʦʥʪʘʣʥʦ (ʧʦʜʝʣʦʤ ʤʦʜʝʣʘ ʥʘ ʜʝʣʦʚʝ ʢʦʿʠʤʘ ʩʝ ʤʦʞʝ 

ʫʧʨʘʚˀʘʪʠ) ʠ ʚʝʨʪʠʢʘʣʥʦ (ʩʚʘʢʠ ʤʦʜʝʣ ʩʝ ʤʦʞʝ ʨʘʰʯʣʘʥʠʪʠ ʥʘ ʜʝʪʘˀʥʠʿʠ, ʥʠʞʠ ʥʠʚʦ) 

(Sikavica & Hernaus, 2011). 

4.1.12. ʂʦʥʪʝʢʩʪʥʠ ʦʢʚʠʨ ʫʧʨʘʚˀʘˁʘ ʧʦʩʣʦʚʥʠʤ ʧʨʦʮʝʩʠʤʘ 

ʂʦʥʪʝʢʩʪ ʿʝ ʜʝʬʠʥʠʩʘʥ ʢʘʦ ʩʚʘʢʘ ʠʥʬʦʨʤʘʮʠʿʘ ʢʦʿʘ ʿʝ ʨʝʣʝʚʘʥʪʥʘ ʠ ʢʦʿʘ ʤʦʞʝ 

ʫʪʠʮʘʪʠ ʥʘ ʠʟʚʨʰʝˁʝ ʧʦʩʣʦʚʥʦʛ ʧʨʦʮʝʩʘ (Krºschel, 2010). ʂʦʥʪʝʢʩʪʥʠ ʦʢʚʠʨ 

ʧʦʜʨʘʟʫʤʝʚʘ ʬʘʢʪʦʨʝ ʠʟ ʦʢʨʫʞʝˁʘ ʠ ʢʦʨʠʩʪʠ ʩʝ ʟʘ ʦʟʥʘʯʘʚʘˁʝ ʨʘʟʣʠʯʠʪʠʭ ʧʨʠʩʪʫʧʘ 

ʩʠʩʪʝʤʘʪʠʟʘʮʠʿʠ ʋʇʇ, ˁʠʭʦʚʠʭ ʤʝʪʦʜʘ ʠ ʪʝʭʥʠʢʘ ʠʪʜ. (Houy et al, 2015). ʂʦʥʪʝʢʩʪʥʠ 

ʦʢʚʠʨ ʋʇʇ (ʝʥʛʣ. BPM Context Framework) (Johns, 2006) ʧʨʝʜʩʪʘʚˀʘ ʩʧʝʮʠʬʠʯʥʫ 

ʢʦʥʬʠʛʫʨʘʮʠʿʫ ʢʦʥʪʝʢʩʪʥʠʭ ʬʘʢʪʦʨʘ ʠ ʧʨʫʞʘ ʤʦʛʫ˂ʥʦʩʪ ʟʘ ʜʦʙʠʿʘˁʝ ʢʦʨʠʩʥʠʭ ʧʦʫʢʘ 

ʦʜ ʠʟʦʣʦʚʘʥʠʭ ʟʘʧʘʞʘˁʘ, ʢʘʜʘ ʿʝ ʨʝʯ ʦ ʋʇʇ.  

ɼʘ ʙʠ ʫʩʧʝʰʥʦ ʦʜʛʦʚʦʨʠʣʦ ʥʘ ʩʘʚʨʝʤʝʥʝ ʠʟʘʟʦʚʝ, ʋʇʇ ʤʦʨʘ ʙʠʪʠ ʦʩʝʪˀʠʚʠʿʝ ʥʘ 

ʨʝʣʝʚʘʥʪʥʠ ʢʦʥʪʝʢʩʪ ˁʝʛʦʚʝ ʧʨʠʤʝʥʝ. ʈʘʟʚʠʿʝʥʠ ʂʦʥʪʝʢʩʪʥʠ ʦʢʚʠʨ ʋʇʇ ʧʨʫʞʘ 

ʧʦʜʨʰʢʫ ʧʨʠ ʠʜʝʥʪʠʬʠʢʘʮʠʿʠ ʠ ʘʥʘʣʠʟʠ ʨʝʣʝʚʘʥʪʥʠʭ ʢʦʥʪʝʢʩʪʥʠʭ ʬʘʢʪʦʨʘ ʠ ʨʘʟʚʠʿʘˁʫ 

ʚʝʰʪʠʥʘ ʠ ʤʝʪʦʜʘ ʦʩʝʪˀʠʚʠʭ ʥʘ ʦʚʘʿ ʢʦʥʪʝʢʩʪ. ʅʘʚʝʜʝʥʠ ʦʢʚʠʨ ʩʘʜʨʞʠ ʬʘʢʪʦʨʝ ʢʦʿʠ ʩʝ 
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ʨʘʟʣʠʢʫʿʫ ʢʘʢʦ ʠʟʤʝʹʫ ʧʨʝʜʫʟʝ˂ʘ (ʢʘʦ ʰʪʦ ʩʫ ʚʝʣʠʯʠʥʘ, ʜʝʣʘʪʥʦʩʪ ʠ ʪʨʞʠʰʪʝ) ʪʘʢʦ ʠ 

ʫʥʫʪʘʨ ʧʨʝʜʫʟʝ˂ʘ (ʢʘʦ ʰʪʦ ʿʝ ʪʠʧ ʧʨʦʮʝʩʘ) (vom Brocke et al., 2016). ʈʘʟʫʤʝʚʘˁʝ 

ʢʦʥʪʝʢʩʪʥʦʛ ʦʢʚʠʨʘ ʦʤʦʛʫ˂ʘʚʘ ʧʨʠʣʘʛʦʹʘʚʘˁʝ ʠʥʠʮʠʿʘʪʠʚʝ ʋʇʇ ʢʦʥʢʨʝʪʥʦʿ ʩʠʪʫʘʮʠʿʠ 

ʠ ʩʪʚʘʨʘˁʝ ʚʨʝʜʥʦʩʪʠ, ʝʬʝʢʪʠʚʥʦʩʪʠ ʠ ʝʬʠʢʘʩʥʦʩʪʠ. ʋʢˀʫʯʠʚʘˁʝ ʢʦʥʪʝʢʩʪʥʝ 

ʧʝʨʩʧʝʢʪʠʚʝ ʫ ʫʧʨʘʚˀʘˁʫ ʧʨʦʮʝʩʠʤʘ ʜʦʧʨʠʥʦʩʠ ʥʘʧʨʝʜʦʚʘˁʫ ʠʥʠʮʠʿʘʪʠʚʝ ʋʇʇ ʫ 

ʧʨʝʜʫʟʝ˂ʫ. 

ʇʨʚʠ ʢʦʥʪʝʢʩʪʥʠ ʬʘʢʪʦʨ, ʢʨʠʪʠʯʘʥ ʟʘ ʋʇʇ, ʿʝʩʪʝ ʮʠˀ ʦʜʥʦʩʥʦ ʮʠˀʝʚʠ ʢʦʿʝ 

ʧʨʝʜʫʟʝ˂ʝ ʠʤʘ ʢʘʜʘ ʠʤʧʣʝʤʝʥʪʠʨʘ ʧʨʘʢʩʝ ʫʧʨʘʚˀʘˁʘ ʧʨʦʮʝʩʠʤʘ. ʇʦʩʪʘʚˀʝʥʠ ʮʠˀʝʚʠ 

ʋʇʇ ʜʠʨʝʢʪʥʦ ʫʪʠʯʫ ʥʘ ʥʘʯʠʥ ʠʤʧʣʝʤʝʥʪʘʮʠʿʝ ʋʇʇ ʠ ʥʘ ʦʜʘʙʠʨ ʧʨʠʤʝˁʝʥʠʭ ʘʣʘʪʘ ʠ 

ʪʝʭʥʠʢʘ. ʅʘ ʧʨʠʤʝʨ, ʥʝʢʦʣʠʢʦ ʘʫʪʦʨʘ (Rosemann, 2014; Benner & Tushman, 2003) ʿʝ 

ʨʘʟʣʠʢʦʚʘʣʦ ʝʢʩʧʣʦʘʪʘʮʠʿʫ ʠ ʠʩʪʨʘʞʠʚʘˁʝ, ʢʘʦ ʜʚʘ ʨʘʟʣʠʯʠʪʘ ʮʠˀʘ ʋʇʇ, ʛʜʝ ʧʨʚʠ 

ʧʦʜʩʪʠʯʝ ʦʧʪʠʤʠʟʘʮʠʿʫ, ʘ ʜʨʫʛʠ ʠʥʦʚʘʮʠʿʝ. ɽʢʩʧʣʦʘʪʘʮʠʿʘ ʩʝ ʦʜʥʦʩʠ ʥʘ ʧʦʢʫʰʘʿʝ 

ʧʦʚʝ˂ʘˁʘ ʝʬʠʢʘʩʥʦʩʪʠ ʠ ʝʬʠʢʘʩʥʦʩʪʠ ʧʨʦʮʝʩʘ ʢʦʨʠʰ˂ʝˁʝʤ ʧʦʟʥʘʪʠʭ ʘʣʘʪʘ, 

ʫʧʨʘʚˀʘʯʢʠʭ ʧʨʠʩʪʫʧʘ ʠ ʪʝʭʥʠʢʘ ʫʧʨʘʚˀʘˁʘ ʧʨʦʮʝʩʠʤʘ. ʋ ʦʚʦʤ ʩʣʫʯʘʿʫ, ʋʇʇ ʩʝ 

ʧʨʠʤʝˁʫʿʝ ʨʘʜʠ ʦʩʪʚʘʨʝˁʘ ʦʧʝʨʘʮʠʦʥʝ ʠʟʚʨʩʥʦʩʪʠ ʠ ʦʩʪʚʘʨʝˁʘ ʠʥʢʨʝʤʝʥʪʘʣʥʠʭ 

ʧʦʙʦˀʰʘˁʘ. ʇʨʠʩʪʫʧʠ ʫʧʨʘʚˀʘˁʘ ʢʚʘʣʠʪʝʪʦʤ, ʨʝʬʝʨʝʥʪʥʠ ʤʦʜʝʣʠ, ʠʥʪʝʛʨʘʮʠʿʘ 

ʧʨʦʮʝʩʘ ʠ ʫʩʢʣʘʹʝʥʦʩʪ ʩʝ ʧʨʠʤʝˁʫʿʫ ʨʘʜʠ ʦʩʪʚʘʨʝˁʘ ʮʠˀʘ ʢʦʿʠ ʿʝ ʦʨʠʿʝʥʪʠʩʘʥ ʥʘ 

ʝʢʩʧʣʦʘʪʘʮʠʿʫ. ʀʩʪʨʘʞʠʚʘʯʢʦ ʋʇʇ ʪʝʞʠ ʠʥʦʚʠʨʘˁʫ ʧʨʦʮʝʩʘ, ʫʩʣʫʛʘ, ʧʨʦʠʟʚʦʜʘ ʠ 

ʧʦʩʣʦʚʥʠʭ ʤʦʜʝʣʘ. ʇʨʠʪʦʤ ʢʦʨʠʩʪʠ ʥʦʚʝ ʪʝʭʥʦʣʦʛʠʿʝ, ʢʨʝʘʪʠʚʥʝ ʪʝʭʥʠʢʝ, ʜʠʟʘʿʥ ʠ 

ʢʦʤʫʥʠʢʘʮʠʿʫ (Rosemann, 2014). ʀʘʢʦ ʩʫ ʠ ʧʦʙʦˀʰʘˁʘ ʠ ʠʥʦʚʘʮʠʿʝ ʚʘʞʥʝ ʟʘ ʧʨʘʢʩʫ, 

ʋʇʇ ʦʙʠʯʥʦ ʩʝ ʬʦʢʫʩʠʨʘ ʥʘ ʿʝʜʘʥ ʦʜ ʥʘʚʝʜʝʥʠʭ ʮʠˀʝʚʘ (ʚʝ˂ʠʤ ʜʝʣʦʤ ʥʘ ʧʦʙʦˀʰʘˁʝ 

ʧʨʦʮʝʩʘ) (Sadiq, Governatori & Namiri, 2007). ʄʝʥʘ˅ʝʨʠ ʧʨʦʮʝʩʘ ʤʦʨʘʿʫ ʦʜʘʙʨʘʪʠ ʠ 

ʧʨʠʣʘʛʦʜʠʪʠ ʩʚʦʿ ʧʨʠʩʪʫʧ ʫʧʨʘʚˀʘˁʫ ʫ ʟʘʚʠʩʥʦʩʪʠ ʦʜ ʩʚʦʛ ʮʠˀʘ. 

ʉʣʝʜʝ˂ʠ ʢʦʥʪʝʢʩʪʥʠ ʬʘʢʪʦʨ ʧʨʝʜʩʪʘʚˀʘ ʧʨʦʮʝʩʥʘ ʜʠʤʝʥʟʠʿʘ. ʅʘʯʠʥʠ ʫʧʨʘʚˀʘˁʘ 

ʨʘʟʣʠʯʠʪʠʤ ʧʦʩʣʦʚʥʠʤ ʧʨʦʮʝʩʠʤʘ, ʢʘʨʘʢʪʝʨʠʩʪʠʢʝ ʧʨʦʮʝʩʘ (ʠʥʪʝʥʟʠʪʝʪ ʟʥʘˁʘ, 

ʩʣʦʞʝʥʦʩʪ, ʢʨʝʘʪʠʚʥʦʩʪ ʠ ʚʘʨʠʿʘʙʠʣʥʦʩʪ) ʠ ʩʣʠʯʥʦ ʫʪʠʯʫ ʥʘ ʦʜʘʙʠʨ ʤʝʪʦʜʦʣʦʛʠʿʝ ʋʇʇ.  

ɼʠʤʝʥʟʠʿʘ ʧʨʝʜʫʟʝ˂ʘ ʫʣʘʟʠ ʫ ʛʨʫʧʫ ʢʦʥʪʝʢʩʪʥʠʭ ʬʘʢʪʦʨʘ ʩ ʦʙʟʠʨʦʤ ʥʘ ʯʠˁʝʥʠʮʫ 

ʜʘ ʩʝ ʋʇʇ ʤʦʞʝ ʧʨʠʤʝʥʠʪʠ ʫ ʨʘʟʣʠʯʠʪʠʤ ʧʨʝʜʫʟʝ˂ʠʤʘ. ɸʜʝʢʚʘʪʥʠ ʧʨʠʩʪʫʧ ʋʇʇ ʫ 

ʢʦʥʢʨʝʪʥʦʤ ʧʨʝʜʫʟʝ˂ʫ ʦʜʨʝʹʫʿʫ ˁʝʛʦʚʝ ʢʘʨʘʢʪʝʨʠʩʪʠʢʝ. ʋ ʦʚʝ ʬʘʢʪʦʨʝ ʩʝ ʫʙʨʘʿʘʿʫ 

ʜʝʣʘʪʥʦʩʪ, ʚʝʣʠʯʠʥʘ ʠ ʧʦʩʣʦʚʥʘ ʢʫʣʪʫʨʘ. 

ʂʘʢʦ ʩʝ ʋʇʇ ʨʝʘʣʠʟʫʿʝ ʫ ʨʘʟʣʠʯʠʪʠʤ ʦʢʨʫʞʝˁʠʤʘ, ʂʦʥʪʝʢʩʥʠ ʦʢʚʠʨ ʫʢˀʫʯʫʿʝ ʠ 

ʜʠʤʝʥʟʠʿʫ ʦʢʨʫʞʝˁʝ. ɻʣʘʚʥʝ ʢʘʨʘʢʪʝʨʠʩʪʠʢʝ ʦʢʨʫʞʝˁʘ ʫ ʢʦʿʝʤ ʧʦʩʣʫʿʝ ʧʨʝʜʫʟʝ˂ʝ ʩʫ 
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ʨʘʟʣʠʯʠʪʠ ʥʠʚʦʠ ʢʦʥʢʫʨʝʥʪʥʦʩʪʠ ʠ ʥʝʠʟʚʝʩʥʦʩʪʠ. ʈʘʟʤʘʪʨʘˁʝ ʜʠʥʘʤʠʢʝ ʦʢʨʫʞʝˁʘ ʿʝ 

ʚʘʞʥʦ ʧʨʠ ʜʝʬʠʥʠʩʘˁʫ ʠ ʧʦʟʠʮʠʦʥʠʨʘˁʫ ʠʥʠʮʠʿʘʪʠʚʝ ʋʇʇ. 

ɽʬʠʢʘʩʘʥʦ ʋʇʇ ʟʘʭʪʝʚʘ ʫʟʠʤʘˁʝ ʫ ʦʙʟʠʨ ʬʘʢʪʦʨʘ ʢʦʥʪʝʢʩʪʘ. ʇʨʚʠ ʢʦʨʘʢ ʫ 

ʩʚʘʢʦʿ ʠʥʠʮʠʿʘʪʠʚʠ ʋʇʇ ʪʨʝʙʘ ʜʘ ʙʫʜʝ ʠʜʝʥʪʠʬʠʢʘʮʠʿʘ ʢʦʥʪʝʢʩʪʘ ʫ ʢʦʿʝʤ ˂ʝ ʩʝ ʋʇʇ 

ʧʨʠʤʝˁʠʚʘʪʠ (vom Brocke, Schmiedel, Recker, Trkman, Mertens & Viaene, 2014). 

ʂʦʥʪʝʢʩʪʥʠ ʦʢʚʠʨ ʫʚʦʜʠ ʢʦʥʪʝʢʩʪʥʝ ʬʘʢʪʦʨʝ ʠ ʤʦʞʝ ʧʦʤʦ˂ʠ ʫ ʩʪʨʫʢʪʫʨʠʨʘˁʫ 

ʜʠʩʢʫʩʠʿʘ ʠ ʠʜʝʥʪʠʬʠʢʘʮʠʿʠ ʢʨʠʪʠʯʥʠʭ ʢʦʥʪʝʢʩʪʥʠʭ ʬʘʢʪʦʨʘ. ʂʘʜʘ ʩʝ ʩʠʪʫʘʮʠʿʘ 

ʩʭʚʘʪʠ, ʪʨʝʙʘ ʦʜʘʙʨʘʪʠ ʠ ʧʨʠʤʝʥʠʪʠ ʢʦʥʪʝʢʩʪʥʦ ʦʩʝʪˀʠʚʝ ʧʨʘʢʩʝ ʋʇʇ.  

ʂʘʢʦ ʩʝ ʢʦʥʪʝʢʩʪʥʠ ʬʘʢʪʦʨʠ ʤʝˁʘʿʫ ʧʨʦʪʦʢʦʤ ʚʨʝʤʝʥʘ, ʪʝ ʧʨʦʤʝʥʝ ʤʦʨʘ ʜʘ 

ʧʨʘʪʠ ʠʥʠʮʠʿʘʪʠʚʘ ʋʇʇ. ʅʝʦʧʭʦʜʥʘ ʿʝ ˁʝʥʘ ʢʦʥʪʠʥʫʠʨʘʥʘ ʘʜʘʧʪʘʮʠʿʘ ʫ ʜʘʪʦʤ 

ʢʦʥʪʝʢʩʪʫ ʪʦʢʦʤ ʚʨʝʤʝʥʘ. ʅʘ ʧʨʠʤʝʨ, ʤʦʞʝ ʜʦ˂ʠ ʜʦ ʧʨʦʤʝʥʝ ʚʝʣʠʯʠʥʝ ʧʨʝʜʫʟʝ˂ʘ ʪʦʢʦʤ 

ʚʨʝʤʝʥʘ ʠ ʥʘ ʪʘʿ ʥʘʯʠʥ ʧʨʦʤʝʥʠʪʠ ʩʠʪʫʘʮʠʿʫ ʟʘ ʠʥʠʮʠʿʘʪʠʚʫ ʋʇʇ ʫ ʧʨʝʜʫʟʝ˂ʫ (vom 

Brocke et al., 2014).  

ʅʝʢʠ ʦʜ ʥʝʜʦʩʪʘʪʘʢʘ ʂʦʥʪʝʢʩʪʥʦʛ ʦʢʚʠʨʘ ʦʛʣʝʜʘʿʫ ʩʝ ʫ ʯʠˁʝʥʠʮʠ ʜʘ ʩʫ ʥʘʚʝʜʝʥʠ 

ʢʦʥʪʝʢʩʪʥʠ ʬʘʢʪʦʨʠ ʠʟʚʝʜʝʥʠ ʠʟ ʢʦʥʪʝʢʩʪʥʠʭ ʬʘʢʪʦʨʘ ʠʟ ʦʙʣʘʩʪʠ ʩʨʦʜʥʠʭ ʋʇʇ, ʢʘʦ 

ʰʪʦ ʿʝ ʋʧʨʘʚˀʘˁʝ ʫʢʫʧʥʠʤ ʢʚʘʣʠʪʝʪʦʤ. ʊʘʢʦʹʝ, ʫ ʦʢʚʠʨʫ ʥʘʚʝʜʝʥʦʛ ʂʦʥʪʝʢʩʪʥʦʛ 

ʦʢʚʠʨʘ ʥʠʩʫ ʨʘʟʤʘʪʨʘʥʠ ʤʝʹʫʩʦʙʥʠ ʦʜʥʦʩʠ ʢʦʥʪʝʢʩʪʥʠʭ ʬʘʢʪʦʨʘ. ʆʚʠ ʬʘʢʪʦʨʠ ʩʫ, 

ʤʝʹʫʪʠʤ, ʤʝʹʫʩʦʙʥʦ ʟʘʚʠʩʥʠ. ʂʘʦ ʧʨʠʤʝʨ, ʐʘʭ ʠ ɺʦʨʜ (Shah, Ward, 2003) ʥʘʚʦʜʝ ʜʘ 

ʚʝʣʠʯʠʥʘ ʧʨʝʜʫʟʝ˂ʘ ʫʪʠʯʝ ʥʘ ʦʨʛʘʥʠʟʘʮʠʦʥʝ ʨʝʩʫʨʩʝ, ʜʦʢ ɱʘʠʨʠʤ ʠ ʦʩʪʘʣʠ (Jayaram et 

al., 2010)
 
ʫʪʚʨʹʫʿʫ ʜʘ ʪʠʧ ʜʝʣʘʪʥʦʩʪʠ ʫʪʠʯʝ ʥʘ ʢʘʨʘʢʪʝʨʠʩʪʠʢʝ ʧʨʝʜʫʟʝ˂ʘ ʠ ʧʦʩʣʦʚʥʠʭ 

ʧʨʦʮʝʩʘ. ʄʝʹʫʪʠʤ, ʥʘʚʝʜʝʥʠ ʥʝʜʦʩʪʘʮʠ ʠ ʧʦʩʪʦʿʘˁʝ ʧʨʦʩʪʦʨʘ ʟʘ ʜʘˀʝ ʫʥʘʧʨʝʹʝˁʝ 

ʥʘʚʝʜʝʥʦʛ ʂʦʥʪʝʢʩʪʥʦʛ ʦʢʚʠʨʘ ʥʝ ʫʤʘˁʫʿʫ ˁʝʛʦʚ ʟʥʘʯʘʿ. ʅʝʫʚʘʞʘʚʘˁʝ ʢʦʥʪʝʢʩʪʥʠʭ 

ʬʘʢʪʦʨʘ ʟʘ ʋʇʇ ʩʤʘʪʨʘ ʩʝ ʿʝʜʥʠʤ ʦʜ ʛʣʘʚʥʠʭ ʨʘʟʣʦʛʘ ʥʝʫʩʧʝʭʘ ʠʥʠʮʠʿʘʪʠʚʘ ʋʇʇ.  

4.1.13. ɾʠʚʦʪʥʠ ʮʠʢʣʫʩ ʫʧʨʘʚˀʘˁʘ ʧʦʩʣʦʚʥʠʤ ʧʨʦʮʝʩʠʤʘ 

ʂʦʥʮʝʧʪ ʋʇʇ ʧʨʦʠʟʠʣʘʟʠ ʠʟ ʩʭʚʘʪʘˁʘ ʜʘ ʧʨʦʮʝʩʠ ʠʤʘʿʫ ʞʠʚʦʪʥʝ ʮʠʢʣʫʩʝ 

ʦʜʥʦʩʥʦ ʨʘʟʚʦʿʥʝ ʬʘʟʝ. ʄʦʜʝʣ ʞʠʚʦʪʥʦʛ ʮʠʢʣʫʩʘ ʋʇʇ (ʝʥʛʣ. Business process 

management life cycle model) ʦʤʦʛʫ˂ʘʚʘ ʧʨʝʜʫʟʝ˂ʠʤʘ ʜʘ ʚʠʜʝ ʰʠʨʫ ʩʣʠʢʫ ʩʠʪʫʘʮʠʿʝ ʠ ʜʘ 

ʠʟʚʨʰʝ ʧʨʝʮʠʟʥʠʿʝ ʧʨʦʮʝʥʝ.  

ʄʦʜʝʣ ʞʠʚʦʪʥʦʛ ʮʠʢʣʫʩʘ ʋʇʇ ʦʧʠʩʫʿʝ ʬʘʟʝ ʋʇʇ ʠ ʠʣʫʩʪʨʫʿʝ ʨʘʟʣʠʯʠʪʝ ʥʘʯʠʥʝ 

ʦʨʛʘʥʠʟʦʚʘˁʘ ʧʨʦʮʝʩʘ ʨʘʜʠ ˁʠʭʦʚʦʛ ʧʦʙʦˀʰʘˁʘ (Brocke & Mendling, 2018). ɼʚʝ 
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ʢˀʫʯʥʝ ʫʣʦʛʝ ʫ ʞʠʚʦʪʥʦʤ ʮʠʢʣʫʩʫ ʫʧʨʘʚˀʘˁʘ ʧʨʦʮʝʩʠʤʘ ʧʨʠʧʘʜʘʿʫ: ʧʦʩʣʦʚʥʦʤ 

ʘʥʘʣʠʪʠʯʘʨʫ ʠʣʠ ʧʦʩʣʦʚʥʦʤ ʤʝʥʘ˅ʝʨʫ ï ʟʘʜʫʞʝʥʦʤ ʟʘ ʢʨʝʠʨʘˁʝ ʤʦʜʝʣʘ ʧʨʦʮʝʩʘ ʠ 

ʘʥʘʣʠʟʠʨʘˁʝ ʧʨʦʮʝʩʥʠʭ ʤʦʜʝʣʘ ʠʟ ʫʛʣʘ ʧʦʩʣʦʚʘˁʘ, ʠ ʠʥʞʝˁʝʨʠʤʘ ʠʥʬʦʨʤʘʮʠʦʥʝ 

ʪʝʭʥʦʣʦʛʠʿʝ ï ʘʥʛʘʞʦʚʘʥʠʤ ʫ ʬʘʟʠ ʠʤʧʣʝʤʝʥʪʘʮʠʿʝ ʠ ʠʟʚʨʰʝˁʘ ʧʨʦʮʝʩʘ.  

ʈʘʟʣʠʯʠʪʠ ʘʫʪʦʨʠ ʥʘʚʦʜʝ ʜʨʫʛʘʯʠʿʠ ʥʠʚʦ ʜʝʪʘˀʥʦʩʪʠ ʠ ʩʪʨʫʢʪʫʨʝ ʫʥʫʪʘʨ 

ʞʠʚʦʪʥʦʛ ʮʠʢʣʫʩʘ ʫʧʨʘʚˀʘˁʘ ʧʦʩʣʦʚʥʠʤ ʧʨʦʮʝʩʠʤʘ. ʇʨʠʢʘʟʘʥʠ ʩʫ ʥʘʿʯʝʰ˂ʝ 

ʨʘʟʤʘʪʨʘʥʠ ʧʨʝʜʣʦʟʠ ʬʘʟʘ ʞʠʚʦʪʥʦʛ ʮʠʣʫʩʘ ʫʧʨʘʚˀʘˁʘ ʧʨʦʮʝʩʠʤʘ.  

 

ʊʘʙʝʣʘ 4.3: ʌʘʟʝ ʞʠʚʦʪʥʦʛ ʮʠʢʣʫʩʘ ʫʧʨʘʚˀʘˁʘ ʧʦʩʣʦʚʥʠʤ ʧʨʦʮʝʩʠʤʘ 

ʌʘʟʝ ʫ ʞʠʚʦʪʥʦʤ ʮʠʢʣʫʩʫ ʫ.ʧ.ʧ. / 
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Van der Aalst (2004a)     *  *  *   *  

Netjes, Reijers & Van der Aalst(2006)     *  *  *  *  *  

Weske (2007)     *  *  *   *  

Verma (2009) *   *   *  *  *  *   

Dumas, La Rosa,  Mendling & Reijers 

(2016) 
*  *   *  *   *  *   

ʀʟʚʦʨ: ɸʫʪʦʨ 

 

ʅʘ ʦʩʥʦʚʫ ʧʨʝʛʣʝʜʘ ʧʦʥʫʹʝʥʠʭ ʬʘʟʘ ʦʜ ʩʪʨʘʥʝ ʨʘʟʣʠʯʠʪʠʭ ʘʫʪʦʨʘ ʫʦʯˀʠʚʦ ʿʝ ʜʘ 

ʩʫ ʥʘʿʯʝʰ˂ʝ ʥʘʚʦʹʝʥʝ ʬʘʟʝ ʞʠʚʦʪʥʦʛ ʮʠʢʫʩʘ ʋʇʇ: 

ü ʜʠʟʘʿʥ ʧʨʦʮʝʩ ï ʦʙʫʭʚʘʪʘ ʠʜʝʥʪʠʬʠʢʘʮʠʿʫ ʧʨʦʮʝʩʘ, ʜʝʬʠʥʠʩʘˁʝ ʩʪʨʫʢʪʫʨʝ ʠ 

ʧʨʦʮʝʥʫ, 

ü ʢʦʥʬʠʛʫʨʘʮʠʿʘ ï ʧʦʜʨʘʟʫʤʝʚʘ ʧʨʠʧʨʝʤʫ ʠʟʚʨʰʥʠʭ ʩʠʩʪʝʤʘ ʟʘ ʧʨʠʤʝʥʫ 

ʢʦʥʩʪʨʫʠʩʘʥʠʭ ʜʠʟʘʿʥʘ ʧʨʦʮʝʩʘ, 

ü ʠʟʚʨʰʝˁʝ ï ʧʦʜʨʘʟʫʤʝʚʘ ʨʝʘʣʠʟʘʮʠʿʫ ʧʨʦʮʝʩʘ, 

ü ʜʠʿʘʛʥʦʟʘ ï ʫʢˀʫʯʫʿʝ ʥʘʜʛʣʝʜʘˁʝ ʠ ʘʥʘʣʠʟʫ ʨʝʘʣʠʟʦʚʘʥʠʭ ʧʨʦʮʝʩʘ ʨʘʜʠ 

ʦʪʢʨʠʚʘˁʘ ʧʨʦʙʣʝʤʘ ʠ ʤʦʛʫ˂ʥʦʩʪʠ ʟʘ ʫʥʘʧʨʝʹʝˁʝ. 

ʂʘʢʦ ʿʝ ʦʢʨʫʞʝˁʝ ʩʘʚʨʝʤʝʥʠʭ ʧʨʝʜʫʟʝ˂ʘ ʧʦʜʣʦʞʥʦ ʥʝʧʨʝʢʠʜʥʠʤ ʧʨʦʤʝʥʘʤʘ, 

ʧʨʠʩʪʫʧ ʋʧʨʘʚˀʘˁʘ ʧʨʦʮʝʩʠʤʘ ʠ ˁʝʛʦʚ ʞʠʚʦʪʥʠ ʮʠʢʣʫʩ ʧʦʜʣʦʞʥʠ ʩʫ ʩʪʘʣʥʠʤ 
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ʧʨʦʤʝʥʘʤʘ. ʉʪʦʛʘ, ʥʝʢʠ ʘʫʪʦʨʠ ʥʘʚʦʜʝ ʧʦʩʪʦʿʘˁʝ ɼʠʥʘʤʠʯʢʦʛ ʤʦʜʝʣʘ ʞʠʚʦʪʥʦʛ 

ʮʠʢʣʫʩʘ ʫʧʨʘʚˀʘˁʘ ʧʨʦʮʝʩʠʤʘ (Dumas, et al., 2016; SzelŃgowski, 2018). ʈʝʯ ʿʝ ʦ ʤʦʜʝʣʫ 

ʢʦʛʘ ʢʘʨʘʢʪʝʨʠʰʝ ʧʨʠʣʘʛʦʹʘʚʘˁʝ ʧʨʦʤʝʥʘʤʘ ʫ ʧʦʩʣʦʚʘˁʫ ʧʨʝʜʫʟʝ˂ʘ ʠ ʧʨʠʤʝʥʘ 

ʩʘʚʨʝʤʝʥʠʭ ʜʦʩʪʠʛʥʫ˂ʘ ʠʥʬʦʨʤʘʮʠʦʥʝ ʪʝʭʥʦʣʦʛʠʿʝ. 

ʅʘʠʤʝ, ʫ ʪʦʢʫ ʠʟʚʦʹʝˁʘ ʧʨʦʮʝʩʘ ʥʝ ʧʦʩʪʦʿʠ ʤʦʛʫ˂ʥʦʩʪ ʟʘ ˁʝʛʦʚʘ ʧʦʙʦˀʰʘˁʘ. ʊʘ 

ʤʦʛʫ˂ʥʦʩʪ ʿʝ ʜʘʪʘ ʪʝʢ ʥʘʢʦʥ ʟʘʚʨʰʝʪʢʘ ʧʨʦʮʝʩʘ ʠ ʘʥʘʣʠʟʝ ʧʨʠʢʫʧˀʝʥʠʭ ʧʦʜʘʪʘʢʘ. 

ɺʝ˂ʠʥʘ ʩʠʩʪʝʤʘ ʦʨʠʿʝʥʪʠʩʘʥʠʭ ʥʘ ʧʦʩʣʦʚʥʝ ʧʨʦʮʝʩʝ ʦʜʚʠʿʘ ʩʝ ʧʦ ʧʨʠʥʮʠʧʫ ʜʘ ʠʟʚʦʹʘʯʠ 

ʨʝʘʣʠʟʫʿʫ ʧʦʩʣʦʚʥʠ ʧʨʦʮʝʩ ʧʦ ʘʣʛʦʨʠʪʤʫ ʧʨʠʧʨʝʤˀʝʥʦʤ ʧʨʝ ʩʘʤʦʛ ʧʦʢʨʝʪʘˁʘ 

ʠʟʚʨʰʝˁʘ. ɿʘʧʦʩʣʝʥʠ ʘʥʛʘʞʦʚʘʥʠ ʥʘ ʨʝʘʣʠʟʘʮʠʿʠ ʧʨʦʮʝʩʘ ʥʘʿʯʝʰ˂ʝ ʥʝʤʘʿʫ ʦʚʣʘʰ˂ʝˁʘ 

ʜʘ ʫʚʦʜʝ ʧʨʦʤʝʥʝ ʫ ʪʦʢʫ ʩʘʤʦʛ ʠʟʚʦʹʝˁʘ ʧʨʦʮʝʩʘ ʥʘ ʦʩʥʦʚʫ ʘʥʘʣʠʟʝ ʠʥʬʦʨʤʘʮʠʿʘ 

ʜʦʙʠʿʝʥʠʭ ʪʦʢʦʤ ˁʝʛʦʚʦʛ ʠʟʚʦʹʝˁʘ ʠ ʙʨʟʝ ʧʨʠʤʝʥʝ ʩʪʝʯʝʥʦʛ ʟʥʘˁʘ ʪʦʢʦʤ ʠʟʚʦʹʝˁʘ. 

ʆʚʦ ʩʝ ʧʦʩʝʙʥʦ ʦʜʥʦʩʠ ʥʘ ʝʩʝʥʮʠʿʘʣʥʝ ʧʨʦʮʝʩʝ ʫ ʢʦʿʠʤʘ ʩʝ ʟʥʘˁʝ ʩʪʘʣʥʦ ʩʪʚʘʨʘ ʠ 

ʚʝʨʠʬʠʢʫʿʝ (ʥʘ ʧʨʠʤʝʨ ʧʨʦʮʝʩʠ ʠʩʪʨʘʞʠʚʘˁʘ ʠ ʨʘʟʚʦʿʘ, ʧʝʨʩʦʥʘʣʠʟʦʚʘʥʝ ʫʩʣʫʛʝ...). 

ɿʥʘʯʘʿʥʫ ʢʚʘʣʠʪʘʪʠʚʥʫ ʧʨʦʤʝʥʫ, ʫ ʪʦʤ ʩʤʠʩʣʫ, ʿʝ ʫʚʦʹʝˁʝ ʜʦʜʘʪʥʠʭ ʧʝʪˀʠ ʫ ʮʠˀʫ 

ʧʨʝʚʘʟʠʣʘʟʝˁʘ ʥʘʚʝʜʝʥʠʭ ʩʣʘʙʦʩʪʠ ʧʦʩʪʦʿʝ˂ʠʭ ʤʦʜʝʣʘ ʞʠʚʦʪʥʦʛ ʮʠʣʢʫʩʘ ʫʧʨʘʚˀʘˁʘ 

ʧʦʩʣʦʚʥʠʤ ʧʨʦʮʝʩʠʤʘ (Process Mining Manifesto, 2012).
  

 

 

 

 

 

 

 

 

 

ʉʣʠʢʘ 4.3: ɼʠʥʘʤʠʯʢʠ ʤʦʜʝʣ ʞʠʚʦʪʥʦʛ ʮʠʢʣʫʩʘ ʫʧʨʘʚˀʘˁʘ ʧʦʩʣʦʚʥʠʤ ʧʨʦʮʝʩʠʤ 

ʀʟʚʦʨ: ʇʨʠʣʘʛʦʹʝʥʦ ʧʨʝʤʘ SzelŃgowski, M. (2018). Evolution of the BPM Lifecycle. Conference: 

Federated Conference on Computer Science and Information Systems. 205-211.   

2. ʇʨʠʧʨʝʤʘ 

ʧʨʦʿʝʢʘʪʘ 

6. ʌʘʟʘ ʘʥʘʣʠʟʝ 

ʠ ʜʠʿʘʛʥʦʟʝ 

3. ʌʘʟʘ 

ʨʝʜʠʟʘʿʥʘ 

5.ʌʘʟʘ 

ʠʟʚʨʰʝˁʘ ʠ 

ʥʘʜʛʣʝʜʘˁʘ ʂʦʤʫʥʠʢʘʮʠʿʘ 

ʠ ʩʘʨʘʜˁʘ 

4. ʌʘʟʘ 

ʠʤʧʣʝʤʝʥʪʘʮʠʿʝ ʠ 

ʧʨʠʣʘʛʦʹʘʚʘˁʘ 

ʇʦʢʫʰʘʿʠ 

ʧʦʙʦˀʰʘˁʘ 

1. ɼʝʬʠʥʠʩʘˁʝ 

ʮʠˀʝʚʘ
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ʋ ʩʢʣʘʜʫ ʩʘ ʢʦʥʮʝʧʪʦʤ ʜʠʥʘʤʠʯʢʦʛ ʋʇʇ ʫʥʘʧʨʝʹʝʥ ʿʝ ʄʦʜʝʣ ʞʠʚʦʪʥʦʛ ʮʠʢʣʫʩʘ 

ʋʇʇ (ʉʣʠʢʘ 4.3). ʊʘʢʦ ʬʦʨʤʠʨʘʥ ɼʠʥʘʤʠʯʢʠ ʤʦʜʝʣ ʞʠʚʦʪʥʦʛ ʮʠʢʣʫʩʘ ʦʙʫʭʚʘʪʘ 

ʩʣʝʜʝ˂ʝ ʢʦʨʘʢʝ (SzelŃgowski, 2018): 

ü ʜʝʬʠʥʠʩʘˁʝ ʮʠˀʝʚʘ: ʫ ʦʚʦʿ ʬʘʟʠ ʮʠˀʝʚʠ ʠ ʧʨʠʥʮʠʧʠ ʠʤʧʣʝʤʝʥʪʘʮʠʿʝ 

ʫʧʨʘʚˀʘˁʘ ʧʦʩʣʦʚʥʠʤ ʧʨʦʮʝʩʠʤʘ ʩʝ ʜʝʬʠʥʠʰʫ, 

ü ʧʨʠʧʨʝʤʘ ʧʨʦʿʝʢʪʘ: ʮʠˀ ʦʚʝ ʬʘʟʝ ʿʝ ʧʨʠʧʨʝʤʘ ʧʨʝʜʫʟʝ˂ʘ ʟʘ ʠʤʧʣʝʤʝʥʪʘʮʠʿʫ 

ʫʧʨʘʚˀʘˁʘ ʧʨʦʮʝʩʦʤ: 

ü ʜʝʬʠʥʠʩʘˁʝ ʠʣʠ ʚʝʨʠʬʠʢʘʮʠʿʘ ʥʠʚʦʘ ʟʨʝʣʦʩʪʠ ʧʨʝʜʫʟʝ˂ʘ, 

ü ʨʘʟʚʠʿʘˁʝ ʤʝʪʦʜʝ ʦʧʠʩʘ ʠ ʢʦʤʫʥʠʢʘʮʠʿʝ ʧʨʦʮʝʩʘ ʢʦʿʠ ʥʘʿʚʠʰʝ 

ʦʜʛʦʚʘʨʘ ʢʘʨʘʢʪʝʨʫ ʜʝʬʠʥʠʩʘʥʠʭ ʧʨʦʮʝʩʘ, 

ü ʩʧʨʦʚʦʹʝˁʝ ʪʨʝʥʠʥʛʘ ʟʘ ʨʫʢʦʚʦʜʩʪʚʦ ʧʨʝʜʫʟʝ˂ʘ ʠ ʟʘʧʦʩʣʝʥʝ, 

ü ʬʘʟʘ (ʨʝ)ʜʠʟʘʿʥʘ: ʫ ʦʚʦʿ ʬʘʟʠ ʩʝ ʜʘʿʫ ʦʧʠʩʠ ʧʨʦʮʝʩʘ ʠ ʠʟʥʦʩʝ ʧʦʜʘʮʠ; ʢʦʜ 

ʩʪʘʪʠʯʢʠʭ ʧʨʦʮʝʩʘ ʜʝʪʘˀʥʠ ʦʧʠʩʠ ʩʫ ʜʘʪʠ ʧʨʠʤʝʥʦʤ ʜʠʿʘʛʨʘʤʘ ʧʨʦʮʝʩʘ, ʜʦʢ ʢʦʜ 

ʜʠʥʘʤʠʯʢʠʭ ʧʨʦʮʝʩʘ ʦʥʠ ʩʫ ʫ ʦʙʣʠʢʫ ʤʦʜʝʣʘ ʢʦʿʠ ʩʘʜʨʞʝ ʜʠʿʘʛʨʘʤʝ ʧʨʦʮʝʩʘ 

ʠ/ʠʣʠ ʟʙʠʨʢʝ ʟʘʜʘʪʘʢʘ ʢʦʿʝ ʿʝ ʧʦʪʨʝʙʥʦ ʠʟʚʨʰʠʪʠ ʪʦʢʦʤ ʠʟʚʦʹʝˁʘ ʧʨʦʮʝʩʘ, ʢʘʦ ʠ 

ʧʦʜʘʪʢʝ ʧʦʪʨʝʙʥʝ ʪʦʢʦʤ ʧʨʦʮʝʩʘ ʜʦʥʦʰʝˁʘ ʦʜʣʫʢʘ ʠ ʫ ʬʘʟʠ ʜʦʢʫʤʝʥʪʘʮʠʿʝ; ʫ 

ʬʘʟʠ (ʨʝ)ʜʠʟʘʿʥʘ ʘʢʮʝʥʘʪ ʿʝ ʥʘ ʢʦʤʫʥʠʢʘʮʠʿʠ ʠ ʩʘʨʘʜˁʠ,  

ü  ʬʘʟʘ ʠʤʧʣʝʤʝʥʪʘʮʠʿʝ ʠ ʧʨʠʣʘʛʦʹʘʚʘˁʘ: ʫ ʦʚʦʿ ʬʘʟʠ ʚʨʰʠ ʩʝ ʧʨʠʤʝʥʘ ʦʧʠʩʘ 

ʧʨʦʮʝʩʘ, ʫʟ ʧʦʪʨʝʙʥʘ ʧʨʠʣʘʛʦʹʘʚʘ ʟʘʭʪʝʚʠʤʘ ʫʪʚʨʹʝʥʠʤ ʪʦʢʦʤ ʧʨʠʤʝʥʝ; ʘʢʦ ʩʝ 

ʠʩʧʦʩʪʘʚʠ ʜʘ ʜʠʟʘʿʥʠʨʘʥʠ ʧʨʦʮʝʩ ʥʝ ʟʘʜʦʚʦˀʘʚʘ ʦʯʝʢʠʚʘˁʘ ʢʦʨʠʩʥʠʢʘ ʤʦʛʫ˂ ʿʝ 

ʧʦʚʨʘʪʘʢ ʥʘ ʬʘʟʫ (ʨʝ)ʜʠʟʘʿʥʘ ʢʘʢʦ ʙʠ ʩʝ ʿʦʰ ʿʝʜʥʦʤ ʧʨʠʧʨʝʤʠʣʠ ʦʧʠʩʠ ʧʨʦʮʝʩʘ, 

ü ʬʘʟʘ ʠʟʚʨʰʝˁʘ ʠ ʥʘʜʛʣʝʜʘˁʘ: ʫ ʦʚʦʿ ʬʘʟʠ ʚʨʰʠ ʩʝ ʨʝʘʣʠʟʘʮʠʿʘ ʧʦʩʣʦʚʥʠʭ 

ʧʨʦʮʝʩʘ ʠ ʢʦʥʪʠʥʫʠʨʘʥʦ ʩʝ ʧʨʠʢʫʧˀʘʿʫ ʧʦʜʘʮʠ ʦ ˁʠʭʦʚʦʤ ʫʯʠʥʢʫ; ʟʘʧʦʩʣʝʥʠ 

ʯʠʿʠ ʩʝ ʨʘʜ ʟʘʩʥʠʚʘ ʥʘ ʟʥʘˁʫ ʠʤʘʿʫ ʤʦʛʫ˂ʥʦʩʪ ʩʪʚʘʨʘˁʘ ʠʣʠ ʧʨʠʣʘʛʦʹʘʚʘˁʘ 

ʦʧʠʩʘʥʠʭ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ ʧʨʦʤʝʥʘʤʘ ʦʧʰʪʠʭ ʫʩʣʦʚʘ ʠʟʚʦʹʝˁʘ ʧʨʦʮʝʩʘ (ʥʧʨ. 

ʧʨʦʤʝʥʘ ʪʝʭʥʦʣʦʛʠʿʘ, ʧʨʠʥʮʠʧʘ ʪʘʢʤʠʯʝˁʘ ʠʣʠ ʧʦʿʝʜʠʥʘʯʥʠ, ʥʝʧʨʝʜʚʠʜʠʚ 

ʢʦʥʪʝʢʩʪ ʠʟʚʦʹʝˁʘ); ʘʢʮʝʥʘʪ ʿʝ ʥʘ ʢʦʥʪʠʥʫʠʨʘʥʠʤ ʧʦʢʫʰʘʿʠʤʘ ʧʦʙʦˀʰʘˁʘ, 

ü ʬʘʟʘ ʘʥʘʣʠʟʝ ʠ ʜʠʿʘʛʥʦʟʝ: ʧʦʨʝʜ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ ʢʦʿʠ ʩʝ ʧʨʘʪʝ ʫ ʬʘʟʠ 

ʠʟʚʨʰʝˁʘ ʠ ʥʘʜʛʣʝʜʘˁʘ, ʧʦʩʣʦʚʥʠ ʧʨʦʮʝʩʠ ʩʝ ʥʘʢʥʘʜʥʦ ʝʚʘʣʫʠʨʘʿʫ ʧʦʤʦ˂ʫ:  

ü ʩʪʘʥʜʘʨʜʥʝ ʢʦʥʪʨʦʣʥʝ ʘʢʮʠʿʝ, ʫʢˀʫʯʫʿʫ˂ʠ ʢʦʥʪʨʦʣʫ ʝʬʠʢʘʩʥʦʩʪʠ ʧʨʦʮʝʩʘ, 

ʪʨʘʿʘˁʝ, ʪʨʦʰʢʦʚʝ, ʢʦʨʠʰ˂ʝʥʝ ʨʝʩʫʨʩʝ, ʧʦʚʝʟʘʥʝ ʨʠʟʠʢʝ ʠ ʩʣʠʯʥʦ,  
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ü ʦʪʢʨʠʚʘˁʘ ʩʪʚʘʨʥʦʛ ʪʦʢʘ ʠʟʚʝʜʝʥʠʭ ʧʨʦʮʝʩʘ ʠ ʧʨʦʮʝʥʘ ʨʝʟʫʣʪʘʪʘ 

ʦʩʪʚʘʨʝʥʠʭ ʧʦʙʦˀʰʘˁʘ; ʟʥʘˁʝ ʩʪʝʯʝʥʦ ʫ ʦʚʦʿ ʬʘʟʠ ʪʨʝʙʘ ʜʘ ʙʫʜʝ 

ʩʠʩʪʝʤʘʪʩʢʠ ʢʦʤʫʥʠʮʠʨʘʥʦ ʩʘ ʟʘʧʦʩʣʝʥʠʤʘ, ʩʘ ʧʦʩʝʙʥʠʤ ʬʦʢʫʩʦʤ ʥʘ 

ʟʘʧʦʩʣʝʥʝ ʢʦʿʠ ʩʫ ʜʠʨʝʢʪʥʦ ʦʜʛʦʚʦʨʥʠ ʟʘ ʧʝʨʬʦʨʤʘʥʩʝ ʧʨʦʮʝʩʘ, ʘ ʢʦʿʠʤʘ ʩʫ 

ʥʦʚʘ ʚʝʨʠʬʠʢʦʚʘʥʘ ʟʥʘˁʘ ʟʥʘʯʘʿʥʘ (ʫ ʬʘʟʠ ʠʟʚʨʰʝˁʘ ʠ ʥʘʜʛʣʝʜʘˁʘ). 

ʅʘʚʝʜʝʥʝ ʧʨʦʤʝʥʝ ʫ ʩʪʨʫʢʪʫʨʠ ʞʠʚʦʪʥʦʛ ʮʠʢʣʫʩʘ ʧʨʦʮʝʩʘ ʦʤʦʛʫ˂ʘʚʘʿʫ 

ʜʠʥʘʤʠʯʢʦ ʋʇʇ. ʇʨʫʞʘˁʝ ʤʦʛʫ˂ʥʦʩʪʠ ʟʘ ʫʥʘʧʨʝʹʝˁʝ ʧʨʦʮʝʩʘ ʫ ʪʦʢʫ ˁʝʛʦʚʝ 

ʨʝʘʣʠʟʘʮʠʿʝ ʫ ʚʠʜʫ ʧʦʧʨʘʚʢʠ, ʘʞʫʨʠʨʘˁʘ, ʧʨʠʣʘʛʦʹʘʚʘˁʘ ʜʦʧʨʠʥʦʩʠ ʚʝʨʠʬʠʢʦʚʘˁʫ ʠ 

ʢʨʝʠʨʘˁʫ ʥʦʚʠʭ ʟʥʘˁʘ ʫ ʪʦʢʫ ʨʘʜʘ. ʀʩʪʦʚʨʝʤʝʥʦ, ʘʥʘʣʠʟʘ ʧʝʨʬʦʨʤʘʥʩʠ ʧʨʦʮʝʩʘ ʫ ʬʘʟʠ 

(ʨʝ)ʜʠʟʘʿʥʘ ʦʤʦʛʫ˂ʘʚʘ ʦʪʢʨʠʚʘˁʝ ʟʥʘˁʘ. ʋʧʨʘʚˀʘˁʝʤ ʦʪʢʨʠʚʝʥʠʤ ʟʥʘˁʝʤ ʧʫʪʝʤ 

ʩʠʩʪʝʤʩʢʝ ʢʦʤʙʠʥʘʮʠʿʝ ʦʪʢʨʠʚʘˁʘ ʟʥʘˁʘ ʩʘ ˁʝʥʦʤ ʧʨʦʮʝʥʦʤ ʠ ʜʠʩʪʨʠʙʫʮʠʿʦʤ ʧʦʩʪʠʞʝ 

ʩʝ ʧʦʪʧʫʥʘ ʫʩʢʣʘʹʝʥʦʩʪ ʩʘ ʢʦʥʮʝʧʪʦʤ ʜʠʥʘʤʠʯʢʦʛ ʋʇʇ.  

4.2. ʋʧʨʘʚˀʘˁʝ ʧʦʩʣʦʚʥʠʤ ʧʨʦʮʝʩʠʤʘ ʢʘʦ ʦʩʥʦʚʘ ʠʤʧʣʝʤʝʥʪʘʮʠʿʝ 

ʩʘʚʨʝʤʝʥʠʭ ʧʦʩʣʦʚʥʠʭ ʢʦʥʮʝʧʘʪʘ 

ʇʨʝʜʫʟʝ˂ʝ ʩʧʨʦʚʦʜʠ ʋʇʇ ʫ ʧʨʘʚʮʫ ʨʝʘʣʠʟʘʮʠʿʝ ʮʠˀʝʚʘ ʧʦʩʪʘʚˀʝʥʠʭ ʥʘ ʙʘʟʠ 

ʧʦʩʣʦʚʥʝ ʩʪʨʘʪʝʛʠʿʝ. ʋʩʚʘʿʘˁʝ ʢʦʥʮʝʧʪʘ ʋʇʇ ʫ ʧʨʝʜʫʟʝ˂ʫ ʧʨʝʜʩʪʘʚˀʘ ʦʩʥʦʚʫ 

ʠʤʧʣʝʤʝʥʪʘʮʠʿʝ ʢʦʥʮʝʧʪʘ ɹʘʣʘʥʩʥʝ ʢʘʨʪʝ. ʆʚʘʿ ʢʦʥʮʝʧʪ ʿʝ ʫʩʤʝʨʝʥ ʥʘ ʨʝʘʣʠʟʘʮʠʿʫ 

ʩʪʨʘʪʝʛʠʿʝ, ˁʝʥʦ ʧʨʝʚʦʹʝˁʝ ʫ ʩʝʪ ʤʝʨʘ ʨʘʜʠ ʫʪʠʮʘʿʘ ʥʘ ʦʩʪʚʘʨʝʥʝ ʧʝʨʬʦʨʤʘʥʩʝ, ʢʘʦ ʠ ʢʘ 

ʨʘʟʿʘʰˁʘʚʘˁʫ ʠ ʧʦʠʤʘˁʫ ʩʪʨʘʪʝʛʠʿʝ ʦʜ ʩʪʨʘʥʝ ʩʚʘʢʦʛ ʟʘʧʦʩʣʝʥʦʛ. ʂʘʦ ʪʘʢʘʚ ʟʘʭʪʝʚʘ 

ʜʦʙʨʦ ʦʙʫʯʝʥʝ ʟʘʧʦʩʣʝʥʝ ʩʘ ʫʩʚʦʿʝʥʠʤ ʩʠʩʪʝʤʦʤ ʚʨʝʜʥʦʩʪʠ ʢʦʿʠ ʧʦʜʨʞʘʚʘ 

ʢʦʥʪʠʥʫʠʨʘʥʘ ʧʦʙʦˀʰʘˁʘ. ɸʜʝʢʚʘʪʘʥ ʤʝʨʥʠ ʩʠʩʪʝʤ ʠ ʧʨʠʤʝʥʘ ʩʘʚʨʝʤʝʥʝ 

ʠʥʬʦʨʤʘʮʠʦʥʝ ʪʝʭʥʦʣʦʛʠʿʝ ʥʝʦʧʭʦʜʥʠ ʩʫ ʟʘ ʫʩʧʝʰʥʫ ʧʨʠʤʝʥʫ ʦʚʦʛ ʢʦʥʮʝʧʪʘ. ʉʪʦʛʘ 

ʋʇʇ ʫʩʧʦʩʪʘʚˀʘˁʝʤ ʤʝʨʥʦʛ ʩʠʩʪʝʤʘ, ʰʠʨʝˁʝʤ ʧʦʩʣʦʚʥʝ ʢʫʣʪʫʨʝ, ʫʣʘʛʘˁʝʤ ʫ 

ʠʥʩʪʘʣʠʨʘˁʝ ʪʝʭʥʦʣʦʛʠʿʝ, ʦʙʫʯʘʚʘˁʝʤ ʟʘʧʦʩʣʝʥʠʭ ʩʪʚʘʨʘ ʜʦʙʨʫ ʙʘʟʫ ʟʘ ʧʨʠʤʝʥʫ 

ɹʘʣʘʥʩʥʝ ʢʘʨʪʝ.  

ʋʇʇ ʧʨʝʜʩʪʘʚˀʘ ʪʝʤʝˀ ʟʘ ʧʨʠʤʝʥʫ ʇʨʠʟʤʝ ʧʝʨʬʦʨʤʘʥʩʠ. ʉʫʰʪʠʥʘ ʢʦʥʮʝʧʪʘ 

ʩʘʩʪʦʿʠ ʿʝ ʫ ʥʠʟʫ ʢʨʠʪʠʯʥʠʭ ʧʠʪʘˁʘ ʢʦʿʘ ʩʝ ʦʜʥʦʩʝ ʥʘ ʩʪʝʿʢʭʦʣʜʝʨʝ, ʧʨʦʮʝʩʝ, 

ʩʧʦʩʦʙʥʦʩʪʠ ʠ ʩʪʨʘʪʝʛʠʿʫ. ʋʇʇ ʢʨʦʟ ʬʦʢʫʩ ʥʘ ʧʦʩʣʦʚʥʝ ʧʨʦʮʝʩʝ ʠ ʫʩʧʦʩʪʘʚˀʘˁʝ 

ʯʚʨʰ˂ʠʭ ʚʝʟʘ ʩʘ ʩʪʝʿʢʦʭʣʜʝʨʠʤʘ ʦʙʝʟʙʝʹʫʿʝ ʧʨʦʩʪʦʨ ʟʘ ʧʨʠʤʝʥʫ ʇʨʠʟʤʝ ʧʝʨʬʦʨʤʘʥʩʠ. 

ɼʚʦʩʤʝʨʥʘ ʢʦʤʫʥʠʢʘʮʠʿʘ ʢʦʿʫ ʨʘʟʚʠʿʘ ʋʇʇ ʫʟ ʧʨʠʤʝʥʫ ʠʥʬʦʨʤʘʮʠʦʥʝ ʪʝʭʥʦʣʦʛʠʿʝ 
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ʧʨʦʜʫʢʫʿʝ ʥʝʦʧʭʦʜʥʝ ʠʥʬʦʨʤʘʮʠʿʝ ʟʘ ʧʨʦʮʝʥʫ ʩʧʦʩʦʙʥʦʩʪʠ ʨʝʘʣʠʟʘʮʠʿʝ ʩʪʨʘʪʝʛʠʿʝ 

ʧʨʠʤʝʥʦʤ ʇʨʠʟʤʝ ʧʝʨʬʦʨʤʘʥʩʠ.  

ʋʇʇ ʙʘʟʠʨʘʥʦ ʿʝ ʥʘ ʫʥʘʧʨʝʹʝˁʫ ʧʨʦʮʝʩʘ ʫ ʮʠˀʫ ʠʩʧʦʨʫʢʝ ʦʯʝʢʠʚʘʥʝ ʚʨʝʜʥʦʩʪʠ 

ʢʫʧʮʠʤʘ. ʂʦʥʮʝʧʪ ʫʧʨʘʚˀʘˁʘ ʦʜʥʦʩʠʤʘ ʩʘ ʢʫʧʮʠʤʘ ʫʩʤʝʨʝʥ ʿʝ ʥʘ ʧʦʪʨʝʙʝ ʢʫʧʘʮʘ ʠ 

ˁʠʭʦʚʫ ʩʘʪʠʩʬʘʢʮʠʿʫ, ʢʨʦʟ ʨʝʘʣʠʟʘʮʠʿʫ ʩʘʤʦ ʦʥʠʭ ʘʢʪʠʚʥʦʩʪʠ ʢʦʿʝ ʜʦʧʨʠʥʦʩʝ 

ʟʘʜʦʚʦˀʩʪʚʫ ʢʫʧʘʮʘ. ɿʘ ʠʤʧʣʝʤʝʥʪʘʮʠʿʫ ʦʚʦʛ ʢʦʥʮʝʧʪʘ ʧʨʝʩʫʜʘʥ ʿʝ ʩʪʘʚ ʤʝʥʘ˅ʤʝʥʪʘ ʠ 

ˁʠʭʦʚʘ ʩʧʨʝʤʥʦʩʪ ʟʘ ʨʘʟʚʠʿʘˁʝ ʢʦʤʫʥʠʢʘʮʠʿʝ ʠ ʢʦʣʘʙʦʨʘʮʠʿʝ ʩʘ ʢʫʧʮʠʤʘ. ʊʘʢʦʹʝ, 

ʧʦʪʨʝʙʥʠ ʩʫ ʠ ʟʘʧʦʩʣʝʥʠ ʦʨʠʿʝʥʪʠʩʘʥʠ ʥʘ ʟʘʭʪʝʚʝ ʢʫʧʘʮʘ ʠ ʦʙʫʯʝʥʠ ʟʘ ʧʨʠʤʝʥʫ 

ʠʥʬʦʨʤʘʮʠʦʥʝ ʪʝʭʥʦʣʦʛʠʿʝ ʨʘʜʠ ʧʨʠʢʫʧˀʘˁʘ ʠʥʬʦʨʤʘʮʠʿʘ ʦ ʢʫʧʮʠʤʘ. ʋʧʨʘʚʦ 

ʠʤʧʣʝʤʝʥʪʘʮʠʿʘ ʢʦʥʮʝʧʪʘ ʋʇʇ ʛʨʘʜʠ ʜʦʙʨʫ ʦʩʥʦʚʫ ʟʘ ʧʨʠʤʝʥʫ ʢʦʥʮʝʧʪʘ ʫʧʨʘʚˀʘˁʘ 

ʦʜʥʦʩʠʤʘ ʩʘ ʢʫʧʘʮʠʤʘ. ʉʘʚʨʝʤʝʥʘ ʧʨʝʜʫʟʝ˂ʘ ʩʧʨʦʚʦʜʝ ʢʦʥʚʝʨʛʝʥʪʥʫ ʠʤʧʣʝʤʝʥʪʘʮʠʿʫ 

ʋʇʇ ʠ ʋʧʨʘʚˀʘˁʘ ʦʜʥʦʩʠʤʘ ʩʘ ʢʫʧʮʠʤʘ, ʯʠʤʝ ʩʝ ʧʦʚʝ˂ʘʚʘ ʝʬʠʢʘʩʥʦʩʪ ʧʨʦʮʝʩʘ. ʊʠʤʝ 

ʧʨʝʜʫʟʝ˂ʝ ʧʦʩʪʘʿʝ ʩʧʦʩʦʙʥʦ ʜʘ ʩʝ ʧʨʠʣʘʛʦʜʠ ʠ ʧʦʙʦˀʰʘ ʩʚʦʿʝ ʧʨʦʠʟʚʦʜʝ/ʫʩʣʫʛʝ, ʫ ʮʠˀʫ 

ʠʩʧʫˁʝˁʘ ʧʨʦʤʝˁʠʚʠʭ ʟʘʭʪʝʚʘ ʢʫʧʘʮʘ, ʥʝʦʧʭʦʜʥʠʭ ʟʘ ʩʪʠʮʘˁʝ, ʩʘʪʠʩʬʘʢʮʠʿʫ ʠ 

ʣʦʿʘʣʥʦʩʪ ʢʫʧʘʮʘ. 

ʋʧʨʘʚˀʘˁʝ ʦʜʥʦʩʠʤʘ ʩʘ ʜʦʙʘʚˀʘʯʠʤʘ, ʢʨʦʟ ʠʟʙʦʨ ʥʘʿʚʨʝʜʥʠʿʠʭ ʜʦʙʘʚˀʘʯʘ, 

ʜʦʧʨʠʥʦʩʠ ʩʤʘˁʝˁʫ ʪʨʦʰʢʦʚʘ ʠ ʫʥʘʧʨʝʹʝˁʫ ʢʚʘʣʠʪʝʪʘ ʧʨʦʠʟʚʦʜʘ. ʇʦʜʨʘʟʫʤʝʚʘ 

ʧʨʠʤʝʥʫ ʠʥʬʦʨʤʘʮʠʦʥʝ ʪʝʭʥʦʣʦʛʠʿʝ ʨʘʜʠ ʧʨʠʢʫʧˀʘˁʘ ʠ ʦʙʨʘʜʝ ʧʦʜʘʪʘʢʘ ʦ 

ʜʦʙʘʚˀʘʯʠʤʘ. ʋʇʇ ʢʨʦʟ ʦʨʛʘʥʠʟʘʮʠʦʥʦ ʰʠʨʝˁʝ ʟʘʣʘʞʝ ʩʝ ʟʘ ʫʩʧʦʩʪʘʚˀʘˁʝ ʦʜʥʦʩʘ ʩʘ 

ʩʚʠʤ ʩʪʝʿʢʭʦʣʜʝʨʠʤʘ, ʘ ʥʘʨʦʯʠʪʦ ʩʘ ʜʦʙʘʚˀʘʯʠʤʘ. ʈʘʟʚʠʿʘˁʝ ʢʦʤʫʥʠʢʘʮʠʿʝ ʩʘ 

ʜʦʙʘʚˀʘʯʠʤʘ ʠ ʦʙʝʟʙʝʹʝˁʝ ʧʦʚʨʘʪʥʠʭ ʠʥʬʦʨʤʘʮʠʿʘ ʦ ʢʘʨʘʢʪʝʨʠʩʪʠʢʘʤʘ, ʢʚʘʣʠʪʝʪʫ 

ʜʦʙʘʚˀʘʯʘ ʯʠʥʠ ʋʇʇ ʜʦʙʨʦʤ ʦʩʥʦʚʦʤ ʟʘ ʫʧʨʘʚˀʘˁʝ ʦʜʥʦʩʠʤʘ ʩʘ ʜʦʙʘʚˀʘʯʠʤʘ.  

ʋʇʇ ʫʩʤʝʨʝʥʦ ʢʘ ʩʪʘʣʥʠʤ ʧʦʙʦˀʰʘˁʠʤʘ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ ʧʨʝʜʩʪʘʚˀʘ ʪʝʤʝˀ 

ʟʘ ʧʨʠʤʝʥʫ Lean ʠ Six Sigma ʢʦʥʮʝʧʪʘ. ʌʦʢʫʩʦʤ ʢʘ ʢʦʥʪʠʥʫʠʨʘʥʦʤ ʫʥʘʧʨʝʹʝˁʫ 

ʢʚʘʣʠʪʝʪʘ ʧʨʝʢʦ ʝʣʠʤʠʥʠʩʘˁʘ ʛʫʙʠʪʘʢʘ Lean ʿʝ ʧʨʠʤʝʥˀʠʚ ʥʘ ʩʚʝ ʧʦʩʣʦʚʥʝ ʧʨʦʮʝʩʝ. 

ʉʪʦʛʘ, ʧʦʩʤʘʪʨʘˁʝ ʧʨʝʜʫʟʝ˂ʘ ʢʘʦ ʤʨʝʞʝ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ ʩʘ ʮʠˀʝʤ ˁʠʭʦʚʦʛ 

ʢʦʥʪʠʥʫʠʨʘʥʦʛ ʫʥʘʧʨʝʹʝˁʘ ʥʝʦʧʭʦʜʥʘ ʿʝ ʦʩʥʦʚʘ ʟʘ ʧʨʠʤʝʥʫ ʦʚʦʛ ʢʦʥʮʝʧʪʘ. ʂʦʥʮʝʧʪ Six 

Sigma ʿʝ ʪʘʢʦʹʝ ʫʩʤʝʨʝʥ ʥʘ ʫʥʘʧʨʝʹʝˁʝ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ ʢʨʦʟ ʝʣʠʤʠʥʠʩʘˁʝ 

ʘʢʪʠʚʥʦʩʪʠ ʢʦʿʝ ʥʝ ʜʦʜʘʿʫ ʚʨʝʜʥʦʩʪ ʧʨʠʤʝʥʦʤ ʘʜʝʢʚʘʥʠʭ ʘʣʘʪʘ ʠ ʪʝʭʥʠʢʘ. ʋʩʧʝʰʥʘ 

ʧʨʠʤʝʥʘ ʢʦʥʮʝʧʪʘ Six Sigmʝ ʧʦʜʨʘʟʫʤʝʚʘ ʋʇʇ, ʦʜʥʦʩʥʦ ʠʩʧʫˁʝˁʝ ʩʣʝʜʝ˂ʠʭ 

ʧʨʝʜʫʩʣʦʚʘ: 

ü ʩʪʘʚˀʘˁʝ ʩʘʪʠʩʬʘʢʮʠʿʝ ʢʫʧʘʮʘ ʫ ʧʨʚʠ ʧʣʘʥ, 
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ü ʫʧʨʘʚˀʘˁʝ ʟʘʩʥʦʚʘʥʦ ʥʘ ʯʠˁʝʥʠʮʘʤʘ ʠ ʝʬʠʢʘʩʥʦʤ ʤʝʨʥʦʤ ʩʠʩʠʪʝʤʫ, 

ü ʬʦʢʫʩ ʥʘ ʧʨʦʮʝʩʝ, ʫʧʨʘʚˀʘˁʝ ʧʨʦʮʝʩʠʤʘ ʠ ˁʠʭʦʚʦ ʫʥʘʧʨʝʹʝˁʝ, 

ü ʢʦʣʘʙʦʨʘʮʠʿʘ ʩʚʠʭ ʠʥʪʝʨʥʠʭ ʯʣʘʥʦʚʘ ʧʨʝʜʫʟʝ˂ʘ, ʘʣʠ, ʠ, ʝʢʪʝʨʥʠʭ ʘʢʪʝʨʘ 

ʧʦʚʝʟʘʥʠʭ ʩʘ ʧʨʝʜʫʟʝ˂ʝʤ, 

ü ʪʝʞˁʘ ʢʘ ʩʘʚʨʰʝʥʩʪʚʫ, ʢʨʦʟ ʧʨʫʞʘˁʝ ʩʣʦʙʦʜʝ ʟʘʧʦʩʣʝʥʠʤʘ ʜʘ ʧʦʥʫʜʝ ʠ 

ʪʝʩʪʠʨʘʿʫ ʥʦʚʝ ʥʘʯʠʥʝ ʧʦʙʦˀʰʘˁʘ ʯʘʢ ʠ ʢʘʜʘ ʦʥʠ ʥʦʩʝ ʦʜʨʝʹʝʥʠ ʨʠʟʠʢ. 

ʋʧʨʘʚˀʘˁʝ ʣʘʥʮʝʤ ʩʥʘʙʜʝʚʘˁʘ ʠ ʋʇʇ ʩʫ ʜʚʘ ʪʝʩʥʦ ʧʦʚʝʟʘʥʘ ʢʦʥʮʝʧʪʘ. 

ʋʧʨʘʚˀʘˁʝ ʣʘʥʮʝʤ ʩʥʘʙʜʝʚʘˁʘ ʙʘʟʠʨʘʥʦ ʿʝ ʥʘ ʠʥʪʝʨʥʦʿ ʠ ʝʢʩʪʝʨʥʦʿ ʠʥʪʝʛʨʘʮʠʿʠ 

ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ ʜʫʞ ʣʘʥʮʘ ʩʥʘʙʜʝʚʘˁʘ. ʊʘʢʚʘ ʠʥʪʝʛʨʘʮʠʿʘ ʧʨʝʜʩʪʘʚˀʘ ʧʨʝʜʫʩʣʦʚ 

ʋʇʇ ʥʘ ʥʠʚʦʫ ʣʘʥʮʘ ʩʥʘʙʜʝʚʘˁʘ. ʉ ʜʨʫʛʝ ʩʪʨʘʥʝ, ʧʨʦʮʝʩʥʠ ʧʨʠʩʪʫʧ ʠ ʠʤʣʝʤʝʥʪʘʮʠʿʘ 

ʋʇʇ ʥʘ ʥʠʚʦʫ ʧʨʝʜʫʟʝ˂ʘ ʯʣʘʥʠʮʝ ʣʘʥʮʘ ʦʩʥʦʚʘ ʿʝ ʟʘ ʠʜʝʥʪʠʬʠʢʘʮʠʿʫ, ʘʥʘʣʠʟʫ, 

ʫʥʘʧʨʝʹʝˁʝ ʧʦʩʣʦʚʠʭ ʧʨʦʮʝʩʘ ʥʘ ʥʠʚʦʫ ʣʘʥʮʘ. ʀʥʬʦʨʤʘʮʠʦʥʘ ʪʝʭʥʦʣʦʛʠʿʘ, ʢʘʦ ʠ 

ʢʦʜʋʇʇ, ʠʛʨʘ ʚʘʞʥʫ ʫʣʦʛʫ ʠ ʢʦʜ ʋʧʨʘʚˀʘˁʘ ʣʘʥʮʝʤ ʩʥʘʙʜʝʚʘˁʘ. ʀʤʧʣʝʤʝʥʪʘʮʠʿʘ 

ʤʝʹʫʦʨʛʘʥʠʟʘʮʠʿʩʢʦʛ ʠʥʬʦʨʤʘʮʠʦʥʦʛ ʩʠʩʪʝʤʘ ʦʤʦʛʫ˂ʘʚʘ ʜʝˀʝˁʝ ʠʥʬʦʨʤʘʮʠʿʘ ʜʫʞ 

ʣʘʥʮʘ ʩʥʘʙʜʝʚʘˁʘ ʜʦʧʨʠʥʦʩʝ˂ʠ ʧʨʦʤʝʥʘʤʘ ʦʜʛʦʚʦʨʥʦʩʪʠ ʧʨʝʜʫʟʝ˂ʘ ʯʣʘʥʠʮʘ, ʧʦʜʠʟʘˁʫ 

ʢʚʘʣʠʪʝʪʘ ʫʩʣʫʛʘ ʢʫʧʘʮʠʤʘ, ʩʢʨʘ˂ʠʚʘˁʫ ʚʨʝʤʝʥʘ ʮʠʢʣʫʩʘ ʧʨʦʮʝʩʘ, ʩʤʘˁʝˁʫ 

ʢʦʨʠʰ˂ʝˁʘ ʨʝʩʫʨʩʘ, ʩʤʘˁʝˁʫ ʝʬʝʢʪʘ ʙʠʯʘ, ʧʦʙʦˀʰʘˁʫ ʜʦʥʦʰʝˁʘ ʦʜʣʫʢʘ, ʙʨʞʦʿ 

ʨʝʘʢʮʠʿʠ ʥʘ ʧʨʦʤʝʥʝ ʫ ʦʢʨʫʞʝˁʫ...(Trkman,  Indihar Stemberger & Jaklic, 2005).  

ʇʨʠʤʝʥʦʤ ʩʘʚʨʝʤʝʥʠʭ ʢʦʥʮʝʧʘʪʘ ʠ ʫʩʧʦʩʪʘʚˀʘˁʝʤ ʯʚʨʩʪʠʭ ʤʝʹʫʩʦʙʥʠʭ 

ʢʦʨʝʣʘʮʠʿʘ, ʋʇʇ ʦʩʠʛʫʨʘʚʘ ʫʩʧʝʰʥʫ ʨʝʘʣʠʟʘʮʠʿʫ ʧʦʩʪʘʚˀʝʥʠʭ ʮʠˀʝʚʘ ʧʨʝʜʫʟʝ˂ʘ. 

ɹʘʣʘʥʩʥʘ ʢʘʨʪʘ, ʇʨʠʟʤʘ ʧʝʨʬʦʨʤʘʥʩʠ, ʋʧʨʘʚˀʘˁʝ ʦʜʥʦʩʠʤʘ ʩʘ ʢʫʧʮʤʘ, ʋʧʨʘʚˀʘˁʝ 

ʦʜʥʦʩʠʤʘ ʩʘ ʜʦʙʘʚˀʘʯʠʤʘ, ʋʧʨʘʚˀʘˁʝ ʣʘʥʮʝʤ ʩʥʘʙʜʝʚʘˁʘ, Lean ʠ Six Sigma ʟʘʭʪʝʚʘʿʫ 

ʋʇʇ ʢʘʦ ʘʜʝʢʚʘʪʥʫ ʦʩʥʦʚʫ ʟʘ ʩʚʦʿʫ ʠʤʧʧʣʝʤʝʥʪʘʮʠʿʫ. ʇʨʝʤʘ ʩʚʝʤʫ ʥʘʚʝʜʝʥʦʤ ʩʣʝʜʠ ʜʘ 

ʪʨʝʙʘ ʧʨʠʭʚʘʪʠʪʠ ʭʠʧʦʪʝʟʫ ʜʘ ʋʧʨʘʚˀʘˁʝ ʧʦʩʣʦʚʥʠʤ ʧʨʦʮʝʩʠʤʘ ʧʨʝʜʩʪʘʚˀʘ ʪʝʤʝˀ 

ʠʤʧʣʝʤʝʥʪʘʮʠʿʝ ʩʘʚʨʝʤʝʥʠʭ ʧʦʩʣʦʚʥʠʭ ʢʦʥʮʝʧʘʪʘ. 

4.3. ʉʘʚʨʝʤʝʥʠ ʧʦʩʣʦʚʥʠ ʢʦʥʮʝʧʪʠ ʢʘʦ ʦʩʣʦʥʘʮ ʫʥʘʧʨʝʹʝˁʘ ʫʧʨʘʚˀʘˁʘ 

ʧʦʩʣʦʚʥʠʤ ʧʨʦʮʝʩʠʤʘ 

ʇʦʿʘʚʫ ʠ ʨʘʟʚʦʿ ʋʇʇ ʦʤʦʛʫ˂ʠʦ ʿʝ ʙʨʟʠ ʨʘʟʚʦʿ ʠʥʬʦʨʤʘʮʠʦʥʝ ʪʝʭʥʦʣʦʛʠʿʝ. 

ʈʘʟʣʠʯʠʪʠ ʩʦʬʪʚʝʨʩʢʠ ʧʘʢʝʪʠ ʧʨʠʤʝˁʝʥʠ ʫ ʦʢʚʠʨʠʤʘ ʋʇʇ ʜʦʧʨʠʥʦʩʝ ʦʣʘʢʰʘʥʦʿ 

ʠʜʝʥʪʠʬʠʢʘʮʠʿʠ ʧʨʦʮʝʩʘ, ˁʠʭʦʚʦʿ ʘʫʪʦʤʘʪʠʟʘʮʠʿʠ ʠ ʩʪʘʥʜʘʨʜʠʟʘʮʠʿʠ, ʠʜʝʥʪʠʬʠʢʦʚʘˁʫ 

ʧʦʪʨʝʙʘ ʢʫʧʘʮʘ, ʧʨʠʢʫʧˀʘˁʫ ʧʦʜʘʪʘʢʘ, ʦʙʝʟʙʝʹʫʿʫ ʫʰʪʝʜʫ ʚʨʝʤʝʥʘ ʠ ʨʝʩʫʨʩʘ, ʙʨʞʝ 
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ʨʝʘʛʦʚʘˁʝ ʥʘ ʧʨʦʤʝʥʝ ʠʪʜ. ʀʤʧʣʝʤʝʥʪʘʮʠʿʘ ʩʦʬʪʚʝʨʘ ʇʣʘʥʠʨʘˁʝ ʨʝʩʫʨʩʘ ʧʨʝʜʫʟʝ˂ʘ 

ʦʩʠʛʫʨʘʚʘ ʧʦʚʝʟʘʥʦʩʪ ʩʚʠʭ ʜʝʣʦʚʘ ʧʨʝʜʫʟʝ˂ʘ ʫ ʿʝʜʘʥ ʩʠʩʪʝʤ ʟʘ ʨʘʟʤʝʥʫ ʠʥʬʦʨʤʘʮʠʿʘ. 

ʅʦʚʘ ʛʝʥʝʨʘʮʠʿʘ ʩʦʬʪʚʝʨʩʢʠʭ ʨʝʰʝˁʘ ʪʝʞʠ ʠʥʪʝʛʨʘʮʠʿʠ ʨʘʟʣʠʯʠʪʠʭ ʩʠʩʪʝʤʘ. ʊʘʢʦ 

ʩʦʬʪʚʝʨ ʇʣʘʥʠʨʘˁʝ ʨʝʩʫʨʩʘ ʧʨʝʜʫʟʝ˂ʘ ʫʢˀʫʯʫʿʝ ʋʧʨʘʚˀʘˁʝ ʣʘʥʮʝʤ ʩʥʘʙʜʝʚʘˁʘ ʠ 

ʧʦʜʨʘʟʫʤʝʚʘ ʧʨʘ˂ʝˁʝ ʩʚʠʭ ʨʝʩʫʨʩʘ ʢʨʦʟ ʤʝʹʫʦʨʛʘʥʠʟʘʮʠʦʥʝ ʧʦʩʣʦʚʥʝ ʧʨʦʮʝʩʝ, ʯʠʤʝ ʩʝ 

ʧʦʩʪʠʞʝ ʝʬʠʢʘʩʥʦʩʪ ʧʨʦʮʝʩʘ ʥʘ ʥʠʚʦʫ ʣʘʥʘʮʘ. ʉʠʩʪʝʤ ʟʘ ʫʧʨʘʚˀʘˁʝ ʧʦʩʣʦʚʥʠʤ ʪʦʢʦʤ 

ʦʙʝʟʙʝʹʫʿʝ ʜʘ ʧʨʘʚʝ ʠʥʬʦʨʤʘʮʠʿʝ ʩʪʠʛʥʫ ʜʦ ʧʨʘʚʦʛ ʢʦʨʠʩʥʠʢʘ ʫ ʧʨʘʚʦ ʚʨʝʤʝ. ʊʠʤʝ ʩʝ 

ʦʩʠʛʫʨʘʚʘ ʙʦʘˀ ʢʦʦʨʜʠʥʘʮʠʿʘ ʠ ʿʝʜʥʦʩʪʘʚʥʦʩʪ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ. ʅʘ ʪʘʿ  ʥʘʯʠʥ 

ʇʣʘʥʠʨʘˁʝ ʨʝʩʫʨʩʘ ʧʨʝʜʫʟʝ˂ʘ ʧʨʝʜʩʪʘʚˀʘ ʧʦʜʨʰʢʫ ʨʝʘʣʠʟʘʮʠʿʠ ʠ ʫʥʘʧʨʝʹʝˁʫʋʇʇ.  

ʇʨʦʮʝʩʠ ʩʫ ʥʘʯʠʥ ʟʘ ʧʨʝʪʚʘʨʘˁʝ ʨʝʩʫʨʩʘ ʫ ʧʨʦʠʟʚʦʜʝ/ʫʩʣʫʛʝ ʢʦʿʠ ʪʨʝʙʘ ʜʘ 

ʟʘʜʦʚʦˀʝ ʦʯʝʢʠʚʘˁʘ ʢʫʧʘʮʘ ʠ ʧʦʜʨʞʝ ʮʠˀʝʚʝ ʧʨʝʜʫʟʝ˂ʘ. ʋʩʧʝʰʥʦ ʋʇʇ ʧʦʣʘʟʠ ʦʜ 

ʦʨʛʘʥʠʟʦʚʘʥʦʛ ʧʨʝʛʣʝʜʘ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ. ʋʩʧʝʰʥʦ ʢʨʝʠʨʘˁʝ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ, ʫ 

ʚʠʜʫ ʪʘʯʥʦ ʥʘʚʝʜʝʥʠʭ ʧʨʠʢʘʟʘ ʦʜʥʦʩʘ ʠʟʤʝʹʫ ʧʨʦʮʝʩʘ, ʚʘʞʥʘ ʿʝ ʧʦʜʨʰʢʘ ʋʇʇ.    

ʋʇʇ ʦʜʥʦʩʠ ʩʝ ʥʘ ʨʘʟʣʠʯʠʪʝ ʚʨʩʪʝ ʧʨʦʮʝʩʘ ʠ ʧʦʜʨʘʟʫʤʝʚʘ ʨʘʟʫʤʝʚʘˁʝ ʩʚʠʭ 

ʢʦʨʘʢʘ ʧʦʩʣʦʚʥʦʛ ʪʦʢʘ. ʉʪʦʛʘ ʿʝ ʟʘ ʫʧʨʘʚˀʘˁʝ ʧʨʦʮʝʩʠʤʘ ʥʝʦʧʭʦʜʥʦ ʠ ʫʪʚʨʹʠʚʘˁʝ 

ʩʪʘˁʘ ʟʥʘˁʘ ʫ ʧʨʝʜʫʟʝ˂ʫ ʢʘʦ ʠ ʧʦʪʨʝʙʥʦʛ ʧʨʠʢʫʧˀʘˁʘ ʠ ʰʠʨʝˁʘ ʥʦʚʦʛ ʟʥʘˁʘ ʨʘʜʠ 

ˁʝʛʦʚʝ ʝʬʠʢʘʩʥʝ ʧʨʠʤʝʥʝ ʫ ʨʝʘʣʠʟʘʮʠʿʠ ʧʦʩʣʦʚʥʠʭ ʧʨʦʮʝʩʘ. ʋʧʨʘʚˀʘˁʝ ʟʥʘˁʝʤ ʿʝ ʫ 

ʪʦʤ ʩʤʠʩʣʫ ʟʥʘʯʘʿʘʥ ʦʩʣʦʥʘʮ ʫʥʘʧʨʝʹʝˁʫ ʋʇʇ. 

ʂʦʥʮʝʧʪ ʋʇʇ, ʢʘʦ ʭʦʣʠʩʪʠʯʢʠ ʧʨʠʩʪʫʧ, ʫʚʘʞʘʚʘ ʜʝʣʦʚʘˁʝ ʠ ʠʥʪʝʨʥʠʭ ʠ 

ʝʢʩʪʝʨʥʠʭ ʬʘʢʪʦʨʘ. ʈʘʟʫʤʝʚʘˁʝ ʂʦʥʪʝʢʩʪʥʦʛ ʦʢʚʠʨʘ ʦʤʦʛʫ˂ʘʚʘ ʧʨʠʣʘʛʦʹʘʚʘˁʝ 

ʠʥʠʮʠʿʘʪʠʚʝ ʋʇʇ ʢʦʥʢʨʝʪʥʦʿ ʩʠʪʫʘʮʠʿʠ ʠ ʩʪʚʘʨʘˁʝ ʚʨʝʜʥʦʩʪʠ, ʝʬʝʢʪʠʚʥʦʩʪʠ ʠ 

ʝʬʠʢʘʩʥʦʩʪʠ. ʅʝʫʚʘʞʘʚʘˁʝ ʢʦʥʪʝʢʩʪʥʠʭ ʬʘʢʪʦʨʘ ʿʝ ʿʝʜʘʥ ʦʜ ʥʘʿʯʝʰ˂ʠʭ ʫʟʨʦʢʘ 

ʥʝʫʩʧʝʭʘ ʠʥʮʠʿʘʪʠʚʘ ʋʇʇ.  

ʄʦʜʝʣ ʞʠʚʦʪʥʦʛ ʮʠʢʣʫʩʘ ʋʇʇ ʦʛʣʝʜʘ ʩʝ ʫ ʧʨʝʟʝʥʪʦʚʘˁʫ ʩʚʦʿʝʚʨʩʥʝ ʤʘʧʝ ʋʇʇ. 

ɾʠʚʦʪʥʠ ʮʠʢʣʫʩ ʧʨʦʮʝʩʘ ʩʠʩʪʝʤʘʪʠʟʫʿʝ ʥʘʯʠʥ ʩʧʨʦʚʦʹʝˁʘ ʋʇʇ. ʋʩʣʝʜ ʩʪʘʣʥʠʭ 

ʧʨʦʤʝʥʘ ʫ ʦʢʨʫʞʝˁʫ ʠ ʥʝʧʨʝʢʠʜʥʦʤ ʥʘʧʨʝʪʢʫ ʪʝʭʥʦʣʦʛʠʿʝ ʞʠʚʦʪʥʠ ʮʠʢʣʫʩ ʧʨʦʮʝʩʘ 

ʧʦʜʣʦʞʘʥ ʿʝ ʧʨʦʤʝʥʘʤʘ. ʉʪʦʛʘ ʿʝ ʧʨʝʜʣʦʞʝʥ ʤʦʜʝʣ ʞʠʚʦʪʥʦʛ ʮʠʢʣʫʩʘ ʢʦʿʠ ʫʚʘʞʘʚʘ 

ʧʨʦʤʝʥʝ ʫ ʦʢʨʫʞʝˁʫ ʠ ʧʨʠʤʝʥʝ ʥʦʚʠʭ ʨʝʰʝˁʘ. ʈʝʯ ʿʝ ʦ ʜʠʥʘʤʠʯʢʦʤ ʤʦʜʝʣʫ ʞʠʚʦʪʥʦʛ 

ʮʠʢʣʫʩʘ ʋʇʇ. ʆʚʘʢʘʚ ʤʦʜʝʣ ʧʦʜʨʘʟʫʤʝʚʘ ʤʦʛʫ˂ʥʦʩʪ ʠʟʤʝʥʝ ʥʘ ʧʦʩʣʦʚʥʦʤ ʧʨʦʮʝʩʫ ʠ ʫ 

ʪʦʢʫ ˁʝʛʦʚʝ ʨʝʘʣʠʟʘʮʠʿʝ ʫʢʦʣʠʢʦ ʩʫ ʫʦʯʝʥʝ ʥʝʧʨʘʚʠʣʥʦʩʪʠ ʠʣʠ ʤʦʛʫ˂ʥʦʩʪʠ 

ʫʥʘʧʨʝʹʝˁʘ. ʂʘʦ ʪʘʢʘʚ ʧʨʫʞʘ ʟʥʘʯʘʿʥʫ ʧʦʪʧʦʨʫ ʋʇʇ ʠ ˁʝʛʦʚʦʿ ʪʝʞˁʠ ʢʘ 

ʢʦʥʪʠʥʫʠʨʘʥʦʤ ʫʥʘʧʨʝʹʝˁʫ ʧʨʦʮʝʩʘ. 
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ʅʘ ʦʩʥʦʚʫ ʧʨʝʪʭʦʜʥʦʛ ʤʦʞʝ ʩʝ ʫʦʯʠʪʠ ʜʘ ʥʘʚʝʜʝʥʠ ʩʘʚʨʝʤʝʥʠ ʤʦʜʝʣʠ 

ʧʨʝʜʩʪʘʚˀʘʿʫ ʧʦʜʨʰʢʫ ʨʝʘʣʠʟʘʮʠʿʠ ʢʦʥʮʝʧʪʘ ʋʇʇ. ʋ ʪʦʤ ʩʤʠʩʣʫ, ʧʨʝʜʫʟʝ˂ʘ ʢʦʿʘ ʚʝ˂ 

ʧʨʠʤʝˁʫʿʫ ʥʝʢʠ ʦʜ ʥʘʚʝʜʝʥʠʭ ʤʦʜʝʣʘ ʥʘ ʢʦʨʘʢ ʩʫ ʙʣʠʞʝ ʫʩʧʝʰʥʦʿ ʠʤʧʣʝʤʝʥʪʘʮʠʿʠ 

ʋʇʇ. 
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5. ʌɸʂʊʆʈʀ ɿʈɽʃʆʉʊʀ ʋʇʈɸɺɲɸɳɸ ʇʆʉʃʆɺʅʀʄ ʇʈʆʎɽʉʀʄɸ 

ɽʣʝʤʝʥʪʠ ʤʦʜʝʣʘ ʟʨʝʣʦʩʪʠ ʠʤʘʿʫ ʫʣʦʛʫ ʬʘʢʪʦʨʘ 

ʢˀʫʯʥʠʭ ʟʘ ʫʩʧʝʰʥʫ ʠʤʧʣʝʤʝʥʪʘʮʠʿʫ ʋʇʇ. ʂʘʦ 

ʪʘʢʚʠ ʦʥʠ ʜʝʪʝʨʤʠʥʠʰʫ ʥʠʚʦ ʟʨʝʣʦʩʪʠ ʋʇʇ. ɼʘ ʙʠ 

ʦʩʠʛʫʨʘʣʦ ʧʨʝʣʘʟʘʢ ʩʘ ʥʠʞʝʛ ʥʘ ʚʠʰʠ ʥʠʚʦ 

ʟʨʝʣʦʩʪʠ, ʧʨʝʜʫʟʝ˂ʝ ʪʨʝʙʘ ʜʘ ʩʪʘʚʠ ʥʘʛʣʘʩʘʢ ʥʘ 

ʨʘʟʚʦʿ ʦʥʠʭ ʬʘʢʪʦʨʘ ʢʦʿʠ ʩʫ ʢʨʠʪʠʯʥʠ ʟʘ 

ʦʜʛʦʚʘʨʘʿʫ˂ʠ ʥʠʚʦ ʟʨʝʣʦʩʪʠ ʋʇʇ. ʋ ʦʚʦʤ ʜʝʣʫ ʨʘʜʘ 

ʘʥʘʣʠʟʠʨʘʿʫ ʩʝ ʬʘʢʪʦʨʠ ʋʇʇ ʠ ˁʠʭʦʚʘ 

ʤʝʹʫʟʘʚʠʩʥʦʩʪ. 

5.1.  ɽʣʝʤʝʥʪʠ ʤʦʜʝʣʘ ʫʧʨʘʚˀʘˁʘ ʧʦʩʣʦʚʥʠʤ ʧʨʦʮʝʩʠʤʘ ʠ ˁʠʭʦʚʘ ʧʦʚʝʟʘʥʦʩʪ 

ʩʘ ʝʣʝʤʝʥʪʠʤʘ ʧʨʝʜʫʟʝ˂ʘ 

ʇʨʝʜʫʟʝ˂ʝ ʧʨʝʜʩʪʘʚˀʘ ʩʠʩʪʝʤ ʩʘʩʪʘʚˀʝʥ ʦʜ ʝʣʝʤʝʥʘʪʘ ʠ ʦʜʥoʩʘ ʠʟʤʝʹʫ ˁʠʭ. 

ʇʦʩʤʘʪʨʘˁʝ ʧʨʝʜʫʟʝ˂ʘ ʥʘ ʪʘʿ ʥʘʯʠʥ ʿʝ ʯʝʩʪʦ ʧʨʠʩʫʪʥʦ ʫ ʣʠʪʝʨʘʪʫʨʠ. ʉʠʩʪʝʤʩʢʦ 

ʩʪʘʥʦʚʠʰʪʝ ʧʨʫʞʘ ʦʩʥʦʚʫ ʟʘ ʧʨʠʤʝʥʫ ʨʘʟʣʠʯʠʪʠʭ ʤʦʜʝʣʘ, ʧʨʠ ʢʨʝʠʨʘˁʫ ʠ ʧʨʦʫʯʘʚʘˁʫ 

ʧʨʝʜʫʟʝ˂ʘ. ʄʦʜʝʣʠ ʩʝ ʢʦʨʠʩʪʝ ʜʘ ʙʠ ʩʝ ʦʙʿʘʩʥʠʦ ʩʘʩʪʘʚ ʠʣʠ ʧʨʝʜʚʠʜʝʣʦ ʧʦʥʘʰʘˁʝ 

ʩʠʩʪʝʤʘ, ʙʝʟ ʥʝʧʦʩʨʝʜʥʝ ʫʧʦʪʨʝʙʝ ˁʝʛʦʚʠʭ ʝʣʝʤʝʥʘʪʘ ʠʣʠ ʮʝʣʠʥʝ. ʅʘʫʯʥʠ ʤʦʜʝʣʠ ʩʝ 

ʢʦʨʠʩʪʝ ʟʘ ʦʙʿʘʰˁʝˁʝ ʠ ʧʨʝʜʚʠʹʘˁʝ ʧʦʥʘʰʘˁʘ ʩʪʚʘʨʥʠʭ ʦʙʿʝʢʘʪʘ ʠʣʠ ʩʠʩʪʝʤʘ ʠ ʥʘʣʘʟʝ 

ʧʨʠʤʝʥʫ ʫ ʨʘʟʣʠʯʠʪʠʤ ʥʘʫʯʥʠʤ ʜʠʩʮʠʧʣʠʥʘʤʘ. ʄʦʜʝʣʠ ʩʫ ʫ ʥʘʿʙʦˀʝʤ ʩʣʫʯʘʿʫ 

ʘʧʨʦʢʩʠʤʘʮʠʿʝ ʦʙʿʝʢʘʪʘ ʠ ʩʠʩʪʝʤʘ ʢʦʿʝ ʨʝʧʨʝʟʝʥʪʫʿʫ ï ʦʥʠ ʥʠʩʫ ʧʨʝʮʠʟʥʝ ʨʝʧʣʠʢʝ. 

ʉʪʦʛʘ, ʥʘʫʯʥʠʮʠ ʩʪʘʣʥʦ ʨʘʜʝ ʥʘ ʧʦʙʦˀʰʘˁʫ ʠ ʫʥʘʧʨʝʹʠʚʘˁʫ ʤʦʜʝʣʘ (Britannica, 2020). 

ʄʦʜʝʣʠ ʯʝʩʪʦ ʠʜʝʥʪʠʬʠʢʫʿʫ ʢˀʫʯʥʝ ʝʣʝʤʝʥʪʝ ʧʨʝʜʫʟʝ˂ʘ ʠ ʧʨʠʢʘʟʫʿʫ ʧʨʠʨʦʜʫ 

ʦʜʥʦʩʘ ʠʟʤʝʹʫ ˁʠʭ (ʥʧʨ. ʢʘʢʦ ʿʝʜʘʥ ʝʣʝʤʝʥʪ ʫʪʠʯʝ ʥʘ ʜʨʫʛʠ). ʇʦʚʝʟʘʥʦʩʪ ʝʣʝʤʝʥʪʘ 

ʧʨʝʜʫʟʝ˂ʘ ʠ ʬʘʢʪʦʨʘ (ʝʣʝʤʝʥʘʪʘ) ʟʨʝʣʦʩʪʠ ʋʇʇ ʤʦʛʫ˂ʝ ʿʝ ʠʩʪʨʘʞʠʚʘʪʠ ʫʧʦʪʨʝʙʦʤ 

ʤʦʜʝʣʘ ʧʨʝʜʫʟʝ˂ʘ. ʆʚʠ ʤʦʜʝʣʠ ʨʘʟʣʠʢʫʿʫ ʩʝ ʧʨʝʤʘ ʙʨʦʿʫ ʝʣʝʤʝʥʘʪʘ ʧʨʝʜʫʟʝ˂ʘ ʠ ʧʨʝʤʘ 

ˁʠʭʦʚʦʤ ʩʘʜʨʞʘʿʫ. ʋ ʨʘʥʠʤ ʤʦʜʝʣʠʤʘ ʝʣʝʤʝʥʪʠ ʩʫ ʧʨʠʢʘʟʘʥʠ ʨʝʣʘʪʠʚʥʦ ʰʠʨʦʢʦ ʠ 

ʥʝʜʝʬʠʥʠʩʘʥʦ, ʜʦʢ ʿʝ ʢʦʜ ʥʦʚʠʿʠʭ ʤʦʜʝʣʘ ʫʦʯˀʠʚ ʿʘʩʘʥʠʿʠ, ʜʝʬʠʥʠʩʘʥ ʧʨʠʢʘʟ 

ʝʣʝʤʝʥʘʪʘ ʤʦʜʝʣʘ. ʊʘʢʦʹʝ, ʤʦʜʝʣʠ ʧʨʝʜʫʟʝ˂ʘ ʩʝ ʨʘʟʣʠʢʫʿʫ ʠ ʫ ʧʦʛʣʝʜʫ ʛʣʘʚʥʦʛ 

ʝʣʝʤʝʥʪʘ, ʦʥʦʛ ʯʠʿʝ ʿʝ ʜʝʿʩʪʚʦ ʢˀʫʯʥʦ ʟʘ ʝʬʠʢʘʩʥʦʩʪ ʧʨʝʜʫʟʝ˂ʘ. ʆʜʘʙʨʘʥʠ ʤʦʜʝʣʠ 

ʧʨʝʜʩʪʘʚˀʝʥʠ ʩʫ ʨʝʜʦʩʣʝʜʦʤ ʧʦʿʘʚˀʠʚʘˁʘ ʫ ʣʠʪʝʨʘʪʫʨʠ: 
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ü ʃʝʚʠʪʦʚ ʤʦʜʝʣ (ʝʥʛʣ. Leavittôs Model, 1965), 

ü ɺʝʠʩʙʦʨʜʦʚ ʤʦʜʝʣ ʰʝʩʪ ʢʫʪʠʿʘ (ʝʥʛʣ. Weisbordôs Six-Box Model, 1976), 

ü 7ʉ ʤʦʜʝʣ (ʝʥʛʣ. McKinsey Framework, 1980), 

ü ʄʦʜʝʣ ʟʚʝʟʜʘ (ʝʥʛʣ. Galbrathôs STAR Model,1982), 

ü ʄʦʜʝʣ ʦʨʛʘʥʠʟʘʮʠʦʥʝ ʠʥʪʝʣʠʛʝʥʮʠʿʝ (ʝʥʛʣ. Fallettaôs Organizational Intelligence 

Model, 2008). 

ʃʝʚʠʪ (Leavitt, 1965) ʿʝ ʬʦʨʤʫʣʠʩʘʦ ʿʝʜʘʥ ʨʝʣʘʪʠʚʥʦ ʿʝʜʥʦʩʪʘʚʘʥ ʤʦʜʝʣ ʢʦʿʠ 

ʫʢˀʫʯʫʿʝ ʯʝʪʠʨʠ ʝʣʝʤʝʥʪʘ: ʩʪʨʫʢʪʫʨʫ, ʟʘʜʘʪʢʝ, ʪʝʭʥʦʣʦʛʠʿʫ ʠ ʟʘʧʦʩʣʝʥʝ. ʇʨʠʢʘʟʘʥʠ ʩʫ 

ʫ ʦʙʣʠʢʫ ʜʠʿʘʤʘʥʪʘ ʠ ʧʦʚʝʟʘʥʠ ʩʪʨʝʣʠʮʘʤʘ ʰʪʦ ʫʢʘʟʫʿʝ ʥʘ ˁʠʭʦʚʦ ʜʚʦʩʤʝʨʥʦ ʜʝʿʩʪʚʦ. 

ʇʨʦʤʝʥʘ ʿʝʜʥʦʛ ʦʜ ʝʣʝʤʝʥʪʘ ʫʪʠʮʘ˂ʝ ʥʘ ʧʨʦʤʝʥʝ ʢʦʜ ʦʩʪʘʣʠʭ ʝʣʝʤʝʥʘʪʘ (ʥʘ ʧʨʠʤʝʨ, 

ʜʘʚʘˁʝ ʦʚʣʘʰ˂ʝˁʘ ʠ ʦʩʥʘʞʠʚʘˁʝ ʟʘʧʦʩʣʝʥʠʭ ʫʩʣʦʚʠ˂ʝ ʩʤʘˁʝˁʝ ʭʠʿʝʨʘʨʭʠʿʩʢʠʭ ʥʠʚʦʘ, 

ʫʪʠʮʘʪʠ ʥʘ ʫʥʘʧʨʝʹʝˁʝ ʥʘʯʠʥʘ ʨʝʘʣʠʟʘʮʠʿʝ ʟʘʜʘʪʘʢʘ ʫʟ ʧʨʠʤʝʥʫ ʘʜʝʢʚʘʪʥʝ 

ʪʝʭʥʦʣʦʛʠʿʝ).  

 

ʩʪʨʫʢʪʫʨʘ 

ʟʘʜʘʮʠ                                             ʪʝʭʥʦʣʦʛʠʿʘ 

 

                                                                

                                                                ʟʘʧʦʩʣʝʥʠ 

ʉʣʠʢʘ 5.1: ʃʝʚʠʪʦʚ ʤʦʜʝʣ 

ʀʟʚʦʨ: Falletta, S. (2018). The Organizational Intelligence Model in Context. ʇʨʝʫʟʝʪʦ ʩʘ 

https://www.researchgate.net/publication/340037281_The_Organizational_Intelligence_Model_in_Co

ntext (15.09.2020). 
 

ʅʘʚʝʜʝʥʠ ʝʣʝʤʝʥʪʠ ʠʤʘʿʫ ʚʘʞʥʫ ʫʣʦʛʫ ʫ ʧʦʩʣʦʚʘˁʫ ʧʨʝʜʫʟʝ˂ʘ ʠ ʫ ʨʘʜʦʚʠʤʘ 

ʨʘʟʣʠʯʠʪʠʭ ʘʫʪʦʨʘ ʩʚʘʢʠ ʦʜ ˁʠʭ ʿʝ ʧʦʩʤʘʪʨʘʥ ʢʘʦ ʢˀʫʯʥʠ ʝʣʝʤʝʥʪ ʧʨʝʜʫʟʝ˂ʘ (Scott, 

2008). ʄʝʹʫʪʠʤ, ʧʨʠʢʘʟʘʥʠ ʤʦʜʝʣ ʥʝ ʫʚʘʞʘʚʘ ʫʪʠʮʘʿ ʦʢʨʫʞʝˁʘ ʥʘ ʧʦʩʣʦʚʘˁʝ 

ʧʨʝʜʫʟʝ˂ʘ.  

ɺʝʠʩʙʦʨʜ (Weisbord, 1976) ʫ ʩʚʦʤ ʄʦʜʝʣʫ ʰʝʩʪ ʢʫʪʠʿʘ ʧʨʝʜʣʘʞʝ ʰʝʩʪ 

ʝʣʝʤʝʥʘʪʘ, ʰʠʨʦʢʦ ʧʦʩʪʘʚˀʝʥʠʭ. ɽʣʝʤʝʥʪʠ ʩʫ ʧʨʠʢʘʟʘʥʠ ʫ ʢʫʪʠʿʠ ʠ ʟʘ ʩʚʘʢʠ ʩʝ 

ʧʦʩʪʘʚˀʘʿʫ ʜʠʿʘʛʥʦʩʪʠʯʢʘ ʧʠʪʘˁʘ (Falletta, 2005): 

https://www.researchgate.net/publication/340037281_The_Organizational_Intelligence_Model_in_Context
https://www.researchgate.net/publication/340037281_The_Organizational_Intelligence_Model_in_Context
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ü ʩʚʨʭʘ (ʩʪʨʘʪʝʛʠʿʘ) ï ʜʘ ʣʠ ʟʘʧʦʩʣʝʥʠ ʧʨʠʭʚʘʪʘʿʫ ʠ ʧʦʜʨʞʘʚʘʿʫ ʤʠʩʠʿʫ ʠ ʮʠˀʝʚʝ 

ʧʨʝʜʫʟʝ˂ʘ? 

ü ʩʪʨʫʢʪʫʨʘ ï ʧʦʩʪʦʿʠ ʣʠ ʩʢʣʘʜ ʠʟʤʝʹʫ ʥʘʯʠʥʘ ʦʨʛʘʥʠʟʦʚʘˁʘ ʧʨʝʜʫʟʝ˂ʘ ʠ ʤʠʩʠʿʝ? 

ü ʦʜʥʦʩʠ ï ʢʦʿʝ ʚʨʩʪʝ ʠʥʪʝʨʘʢʮʠʿʘ ʟʘʧʦʩʣʝʥʠʭ ʠ ʠʟʤʝʹʫ ʦʨʛʘʥʠʟʘʮʠʦʥʠʭ ʿʝʜʠʥʠʮʘ 

ʧʦʩʪʦʿʝ? 

ü ʨʫʢʦʚʦʹʝˁʝ ï ʢʦʿʠ ʿʝ ʩʪʠʣ ʨʫʢʦʚʦʹʝˁʘ, ʜʘ ʣʠ ʣʠʜʝʨʠ ʧʦʩʪʘʚˀʘʿʫ ʠ ʧʨʠʜʨʘʞʘʚʘʿʫ 

ʩʝ ʤʠʩʠʿʝ ʧʨʝʜʫʟʝ˂ʘ  ʩʚʦʤ ʨʘʜʫ? 

ü ʥʘʛʨʘʜʝ ï ʰʪʘ ʧʨʝʜʫʟʝ˂ʝ ʥʘʛʨʘʹʫʿʝ? ʠ  

ü ʧʦʤʦ˂ʥʠ ʤʝʭʘʥʠʟʤʠ ï ʢʘʢʦ ʧʣʘʥʠʨʘˁʝ, ʢʦʥʪʨʦʣʘ, ʙʫ˅ʝʪʠʨʘˁʝ ʠ ʠʥʬʦʨʤʘʮʠʦʥʠ 

ʩʠʩʪʝʤʠ ʜʦʧʨʠʥʦʩʝ ʠʣʠ ʦʤʝʪʘʿʫ ʦʩʪʚʘʨʝˁʝ ʮʠˀʝʚʘ ʧʨʝʜʫʟʝ˂ʘ?  

ɺʝʠʩʙʦʨʜʦʚ ʤʦʜʝʣ ʿʝ ʬʦʢʫʩʠʨʘʥ ʥʘ ʠʥʪʝʨʥʘ ʧʠʪʘˁʘ, ʙʝʟ ʤʦʛʫ˂ʥʦʩʪʠ 

ʧʨʝʜʚʠʹʘˁʘ. ʋ ʤʦʜʝʣʫ ʩʫ ʠʟʦʩʪʘʚˀʝʥʝ ʚʝʟʝ ʠʟʤʝʹʫ ʝʣʝʤʝʥʘʪʘ, ʜʦʢ ʿʝ ʝʢʩʪʝʨʥʦ 

ʦʢʨʫʞʝˁʝ ʧʨʠʢʘʟʘʥʦ ʫ ʤʦʜʝʣʫ, ʘʣʠ ʥʠʿʝ ʧʨʝʜʩʪʘʚˀʝʥʦ ʢʘʦ ʢʫʪʠʿʘ. 

ʄʦʜʝʣ 7S ʬʦʨʤʫʣʠʩʘʥ ʿʝ ʦʜ ʩʪʨʘʥʝ ʢʦʥʩʫʣʪʘʥʘʪʘ ʧʨʝʜʫʟʝ˂ʘ McKinsey and 

Company, ʘ ʫ ʮʠˀʫ ʙʦˀʝʛ ʨʘʟʫʤʝʚʘˁʘ ʧʨʝʜʫʟʝ˂ʘ ʠ ʫʥʘʧʨʝʹʝˁʘ ˁʝʛʦʚʝ ʝʬʠʢʘʩʥʦʩʪʠ 

(ʩʣʠʢʘ 5.2). ʅʘʠʤʝ, ʛʨʫʧʘ ʥʘʫʯʥʠʢʘ ʠ ʢʦʥʫʣʪʘʥʘʪʘ ʧʨʝʜʫʟʝ˂ʘ McKinsey, ʧʦʯʝʪʢʦʤ 

ʦʩʘʤʜʝʩʝʪʠʭ ʛʦʜʠʥʝ 20. ʚʝʢʘ, ʩʧʨʦʚʝʣʘ ʿʝ ʠʩʪʨʘʞʠʚʘˁʘ ʥʘ ʪʝʤʫ ʝʬʠʢʘʩʥʦʩʪʠ ʧʨʝʜʫʟʝ˂ʘ. 

ʀʩʪʨʘʞʠʚʘˁʝ ʿʝ ʦʙʫʭʚʘʪʘʣʦ ʠʥʪʝʨʚʿʫʝ ʩʘ ʤʘʥʘ˅ʝʨʠʤʘ ʰʠʨʦʤ ʩʚʝʪʘ ʫ ʮʠˀʫ 

ʠʜʝʥʪʠʬʠʢʦʚʘˁʘ ʬʘʢʪʦʨʘ ʝʬʠʢʘʩʥʦʩʪʠ ʧʨʝʜʫʟʝ˂ʘ.  

ʈʝʟʫʣʪʘʪʠ ʩʧʨʦʚʝʜʝʥʦʛ ʠʩʪʨʘʞʠʚʘˁʘ ʦʤʦʛʫ˂ʠʣʠ ʩʫ ʠʜʝʥʪʠʬʠʢʦʚʘˁʝ ʚʠʰʝ 

ʬʘʢʪʦʨʘ ʝʬʠʢʘʩʥʦʩʪʠ ʧʦʩʣʦʚʘˁʘ, ʘʣʠ ʿʝ ʦʜʘʙʨʘʥʦ ʩʝʜʘʤ ʛʣʘʚʥʠʭ. ʆʪʫʜʘ ʿʝ ʧʨʝʜʣʦʞʝʥ 

ʤʦʜʝʣ ʢʦʿʠ ʿʝ ʦʙʫʭʚʘʪʠʦ ʩʝʜʘʤ ʝʣʝʤʝʥʪʘ. ʈʘʜʠ ʩʝ ʦ ʝʣʝʤʝʥʪʠʤʘ ʢʦʿʠ ʤʦʨʘʿʫ ʙʠʪʠ 

ʫʚʘʞʝʥʠ ʠ ʘʜʘʧʪʠʨʘʥʠ ʢʘʢʦ ʙʠ ʜʦʰʣʦ ʜʦ ʧʦʙʦˀʰʘˁʘ ʢʦʥʢʫʨʝʥʪʩʢʝ ʧʦʟʠʮʠʿʝ ʧʨʝʜʫʟʝ˂ʘ. 

ʅʘʟʠʚʠ ʝʣʝʤʝʥʘʪʘ ʧʨʝʜʣʦʞʝʥʦʛ ʤʦʜʝʣʘ ʥʘ ʝʥʛʣʝʩʢʦʤ ʿʝʟʠʢʫ ʧʦʯʠˁʫ ʩʣʦʚʦʤ S, ʪʝ ʿʝ 

ʩʪʦʛʘ ʤʦʜʝʣ ʜʦʙʠʦ ʥʘʟʠʚ ʄʦʜʝʣ 7S (ʈʘʜʦʩʘʚˀʝʚʠ˂, 2016):
 
ʩʪʨʫʢʪʫʨʘ ï structure, 

ʩʪʨʘʪʝʛʠʿʘ ï strategy, ʩʠʩʪʝʤʠ ï systems, ʚʝʰʪʠʥʝ ï skills, ʩʪʠʣ ï style, ʟʘʧʦʩʣʝʥʠ ï staff, 

ʟʘʿʝʜʥʠʯʢʝ ʚʨʝʜʥʦʩʪʠ ï shared values. ʄʦʜʝʣ 7S ʿʝ ʧʨʚʠ ʫʢʘʟʘʦ ʥʘ ʟʥʘʯʘʿ ʦʚʠʭ ʚʘʨʠʿʘʙʣʠ 

ʟʘ ʫʩʧʝʭ ʧʨʝʜʫʟʝ˂ʘ, ʥʘʢʦʥ ʰʪʦ ʩʫ ʦʥʝ ʜʫʛʦ ʙʠʣʝ ʩʤʘʪʨʘʥʝ ʥʝʚʘʞʥʠʤ. 

ʇʨʝʤʘ ʤʦʜʝʣʫ 7S ʝʬʠʢʘʩʥʦʩʪ ʧʨʝʜʫʟʝ˂ʘ ʟʘʚʠʩʠ ʦʜ ʩʚʠʭ ʩʝʜʘʤ ʝʣʝʤʝʥʘʪʘ ʠ 

ˁʠʭʦʚʝ ʤʝʹʫʩʦʙʥʝ ʫʩʢʣʘʹʝʥʦʩʪʠ ʠ ʧʦʜʨʞʘʚʘˁʘ. ʋʩʧʝʰʥʦ ʩʧʨʦʚʦʹʝˁʝ ʧʦʩʣʦʚʥʠʭ 

ʧʨʦʤʝʥʘ (ʫʚʦʹʝˁʝ ʥʦʚʠʭ ʧʨʦʮʝʩʘ, ʥʦʚʠʭ ʩʠʩʪʝʤʘ, ʧʨʦʤʝʥʘ ʤʘʥʘ˅ʝʨʘ....) ʟʘʭʪʝʚʘ 

ʫʚʘʞʘʚʘˁʝ ʩʚʠʭ ʘʩʧʝʢʘʪʘ ʧʦʩʣʦʚʘˁʘ ʦʜʥʦʩʥʦ ʩʚʠʭ ʩʝʜʘʤ ʝʣʝʤʝʥʘʪʘ ʧʦ ʤʦʜʝʣʫ. ʇʨʠʪʦʤ, 
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ʢʨʠʪʠʯʥʠ ʬʘʢʪʦʨ ʟʘ ʫʩʧʝʰʥʫ ʨʝʘʣʠʟʘʮʠʿʫ ʢʦʥʢʨʝʪʥʝ ʧʨʦʤʝʥʝ ʤʦʞʝ ʙʠʪʠ ʩʪʨʘʪʝʛʠʿʘ, ʜʦʢ 

˂ʝ ʢʦʜ ʥʝʢʝ ʜʨʫʛʝ ʧʨʦʤʝʥʝ ʪʫ ʫʣʦʛʫ ʠʤʘʪʠ ʥʝʢʠ ʜʨʫʛʠ ʝʣʝʤʝʥʪ ʤʦʜʝʣʘ. ʉʪʦʛʘ ʿʝ 

ʨʘʟʫʤˀʠʚʦ ʜʘ ʠʟʤʝʹʫ ʝʣʝʤʝʥʘʪʘ ʤʦʜʝʣʘ ʥʠʿʝ ʠʟʛʨʘʹʝʥʘ ʭʠʿʝʨʘʨʭʠʿʘ. ʂʨʝʘʪʦʨʠ ʤʦʜʝʣʘ 

ʠʩʪʠʯʫ ʜʘ ʟʘ ʦʩʪʚʘʨʝˁʝ ʜʫʛʦʨʦʯʥʝ ʢʦʨʠʩʪʠ ʥʠʿʝ ʜʦʚʦˀʥʦ ʫʥʘʧʨʝʹʝˁʝ ʿʝʜʥʦʛ ʠʣʠ ʜʚʘ 

ʝʣʝʤʝʥʪʘ, ʚʝ˂ ʙʠ ʝʣʝʤʝʥʪʝ ʪʨʝʙʘʣʦ ʤʝˁʘʪʠ ʫ ʧʨʘʚʮʫ ʧʦʚʝ˂ʘˁʘ ʩʢʣʘʜʘ ʠʟʤʝʹʫ ˁʠʭ.   

 

 

ʉʣʠʢʘ 5.2: 7S ʤʦʜʝʣ 

ʀʟʚʦʨ: ʈʘʜʦʩʘʚˀʝʚʠ˂, ʄ. (2016). ʋʧʨʘʚˀʘˁʝ ʧʦʩʣʦʚʥʠʤ ʧʨʦʮʝʩʠʤʘ ʧʨʠʤʝʥʦʤ ʤʦʜʝʣʘ ʟʨʝʣʦʩʪʠ. 

ɽʢʦʥʦʤʩʢʠ ʬʘʢʫʣʪʝʪ. ʅʠ h 

 

ʉʣʝʜʝ˂ʠ ʤʦʜʝʣ ʿʝ ʥʘʩʪʘʦ ʠʟ ʢʦʥʩʫʣʪʘʥʪʩʢʝ ʧʨʘʢʩʝ ʠ ʥʘʫʯʥʦʠʩʪʨʘʞʠʚʘʯʢʦʛ ʨʘʜʘ 

ʘʫʪʦʨʘ. ʂʘʦ ʪʘʢʘʚ ʙʠʦ ʿʝ ʧʨʝʜʤʝʪ ʯʝʩʪʠʭ ʤʦʜʠʬʠʢʘʮʠʿʘ ʪʦʢʦʤ ʛʦʜʠʥʘ. ʈʝʯ ʿʝ ʤʦʜʝʣʫ 

ɿʚʝʟʜʘ (engl. Star Model) (Galbraith, 2005). ʅʘʟʠʚ ʤʦʜʝʣʘ ʧʦʪʠʯʝ ʦʜ ʚʠʟʫʝʣʥʦʛ ʧʨʠʢʘʟʘ 

ʝʣʝʤʝʥʘʪʘ ʢʦʿʝ ʠʥʢʦʨʧʦʨʠʨʘ, ʫ ʚʠʜʫ ʟʚʝʟʜʝ. 

ʄʦʜʝʣ ɿʚʝʟʜʘ ʦʙʫʭʚʘʪʘ ʧʝʪ ʝʣʝʤʝʥʘʪʘ ï ʩʪʨʘʪʝʛʠʿʘ, ʩʪʨʫʢʪʫʨʘ, ʧʨʦʮʝʩʠ, 

ʟʘʧʦʩʣʝʥʠ ʠ ʥʘʛʨʘʹʠʚʘˁʝ. ʉʪʨʘʪʝʛʠʿʘ ʿʝ ʧʨʚʘ ʧʦʣʠʪʠʢʘ ʜʠʟʘʿʥʘ ʢʦʿʘ ʦʜʨʝʹʫʿʝ ʧʨʘʚʘʮ. 

ɼʨʫʛʘ ʿʝ ʩʪʨʫʢʪʫʨʘ, ʢʦʿʘ ʦʜʨʝʹʫʿʝ ʣʦʢʘʮʠʿʫ ʤʦ˂ʠ ʦʜʣʫʯʠʚʘˁʘ, ʜʦʢ ʧʨʦʮʝʩʠ, ʢʘʦ ʪʨʝ˂ʘ 

ʧʦʣʠʪʠʢʘ ʜʠʟʘʿʥʘ, ʧʨʝʜʩʪʘʚˀʘʿʫ ʩʨʝʜʩʪʚʦ ʟʘ ʨʝʘʛʦʚʘˁʝ ʥʘ ʠʥʬʦʨʤʘʮʠʦʥʫ ʪʝʭʥʦʣʦʛʠʿʫ. 

ʅʘʛʨʘʹʠʚʘˁʝ ʫʪʠʯʝ ʥʘ ʤʦʪʠʚʘʮʠʿʫ ʟʘʧʦʩʣʝʥʠʭ ʟʘ ʦʙʘʚˀʘˁʝ ʟʘʜʘʪʘʢʘ ʠ ʨʝʘʣʠʟʘʮʠʿʫ 

ʧʦʩʪʘʚˀʝʥʠʭ ʮʠˀʝʚʘ. ʇʦʣʠʪʠʢʘ ʜʠʟʘʿʥʘ ʢʦʿʘ ʩʝ ʦʜʥʦʩʠ ʥʘ ʟʘʧʦʩʣʝʥʝ ʫʪʠʯʝ ʠ ʯʝʩʪʦ 

ʜʝʬʠʥʠʰʝ ʤʠʰˀʝˁʝ ʠ ʚʝʰʪʠʥʝ ʟʘʧʦʩʣʝʥʠʭ. 

7S  
ʤʦʜʝʣ 

ʩʪʨʫʢʪʫʨʘ 

ʩʪʨʘʪʝʛʠʿʘ 

ʩʠʩʪʝʤʠ 

ʚʝʰʪʠʥʝ ʩʪʠʣ 

ʟʘʧʦʩʣʝʥʠ 

ʟʘʿʝʜʥʠʯʢʝ 
ʚʨʝʜʥʦʩʪʠ 
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ʉʣʠʢʘ 5.3: ʄʦʜʝʣ ʟʚʝʟʜʘ 

ʀʟʚʦʨ: Galbraith, J.R. (2005). The Star Model. ʩʪʨ. 1. ʇʨʝʫʟʝʪʦ ʩʘ 

https://www.jaygalbraith.com/images/pdfs/StarModel.pdf (10.03.2020) 

 

ʂʦʜ ʤʦʜʝʣʘ ʟʚʝʟʜʘ, ʢʘʦ ʠ ʢʦʜ ʧʨʝʪʭʦʜʥʦʛ ʤʦʜʝʣʘ, ʩʚʠ ʝʣʝʤʝʥʪʠ ʩʫ ʤʝʹʫʩʦʙʥʦ 

ʧʦʚʝʟʘʥʠ, ʫʩʣʦʚˀʘʚʘʿʫ ʿʝʜʥʠ ʜʨʫʛʝ ʠ ʧʨʫʞʘʿʫ ʧʦʜʨʰʢʫ ʿʝʜʥʠ ʜʨʫʛʠʤʘ. ɿʘ ʨʘʟʣʠʢʫ ʦʜ 

ʤʦʜʝʣʘ 7S ʦʚʜʝ ʿʝ ʠʟʛʨʘʹʝʥʘ ʩʚʦʿʝʚʨʩʥʘ ʭʠʿʝʨʘʨʭʠʿʘ. ʂʘʦ ʧʦʣʘʟʥʘ ʪʘʯʢʘ ʫ ʧʦʩʪʫʧʢʫ 

ʜʠʟʘʿʥʠʨʘˁʘ ʧʨʝʜʫʟʝ˂ʘ ʢʦʜ ʦʚʦʛ ʤʦʜʝʣ ʥʘʚʦʜʠ ʩʝ ʩʪʨʘʪʝʛʠʿʘ, ʢʦʿʘ ʩʘʜʨʞʠ ʧʨʠʢʘʟ 

ʘʢʪʠʚʥʦʩʪʠ ʢʦʿʠʤʘ ʿʝ ʦʜʨʝʹʝʥ ʧʨʘʚʘʮ ʜʝʣʦʚʘˁʘ ʧʨʝʜʫʟʝ˂ʘ (ʬʦʨʤʫʣʘ ʫʩʧʝʭʘ). ʉʚʠ 

ʝʣʝʤʝʥʪʠ ʤʦʨʘʿʫ ʙʠʪʠ ʫʩʢʣʘʹʝʥʠ ʩʘ ʩʪʨʘʪʝʛʠʿʦʤ. ʇʦʩʪʘʚˀʝʥʘ ʩʪʨʘʪʝʛʠʿʘ ʟʘʭʪʝʚʘ 

ʦʜʨʝʹʝʥʝ ʩʧʦʩʦʙʥʦʩʪʠ ʠ ʠʤʘ ʦʜʣʫʯʫʿʫ˂ʠ ʫʪʠʮʘʿ ʥʘ ʦʜʘʙʠʨ ʦʨʛʘʥʠʟʘʮʠʦʥʝ ʩʪʨʫʢʪʫʨʝ. 

ʆʜʘʙʠʨ ʠ ʨʘʟʚʦʿ ʟʘʧʦʩʣʝʥʠʭ, ʨʝʘʣʠʟʘʮʠʿʘ ʧʨʦʮʝʩʘ, ʧʦʜʝʣʘ ʫʣʦʛʘ ʠ ʦʜʛʦʚʦʨʥʦʩʪʠ ʠʟʤʝʹʫ 

ʯʣʘʥʦʚʘ ʠʩʪʦʛ ʧʨʦʮʝʩʘ, ʫʟ ʘʜʝʢʚʘʪʥʦ ʥʘʛʨʘʹʠʚʘˁʝ, ʚʨʰʠ ʩʝ ʫ ʮʠˀʫ ʫʩʧʝʰʥʝ 

ʨʝʘʣʠʟʘʮʠʿʝ ʧʦʩʪʘʚˀʝʥʝ ʩʪʘʪʝʛʠʿʝ. ʄʦʜʝʣ ʟʚʝʟʜʘ ʧʦʯʠʚʘ ʥʘ ʩʪʘʥʦʚʠʰʪʫ ʜʘ ʿʝ ʦʜ ʚʝʣʠʢʦʛ 

ʟʥʘʯʘʿʘ ʩʪʨʘʪʝʛʠʿʩʢʦ ʫʩʢʣʘʹʠʚʘˁʝ, ʿʝʨ ʿʝ ʣʘʢʰʝ ʜʘ ʣʠʜʝʨʠ, ʫ ʩʣʫʯʘʿʫ ʧʨʦʤʝʥʘ ʫ 

ʦʢʨʫʞʝˁʫ, ʩʧʨʦʚʝʜʫ ʠʟʤʝʥʝ ʩʪʨʘʪʝʛʠʿʝ ʥʝʛʦ ʣʠ ʜʘ ʤʝˁʘʿʫ ʦʨʛʘʥʠʟʘʮʠʦʥʫ ʩʪʨʫʢʪʫʨʫ. ʉ 

ʪʠʤ ʰʪʦ, ʩʪʨʘʪʝʛʠʿʩʢʦ ʫʩʢʣʘʹʠʚʘˁʝ ʥʝʤʘ ʿʝʜʥʦʢʨʘʪʥʠ ʢʘʨʘʢʪʝʨ, ʚʝ˂ ʪʨʝʙʘ ʜʘ ʩʝ ʦʜʚʠʿʘ 

ʢʦʥʪʠʥʫʠʨʘʥʦ (Kates & Galbraith, 2007). 

ʅʘʛʨʘʹʠʚʘˁʝ 

ʉʪʨʘʪʝʛʠʿʘ 

ʉʪʨʫʢʪʫʨʘ 

ʇʨʦʮʝʩʠ ɿʘʧʦʩʣʝʥʠ 

https://www.jaygalbraith.com/images/pdfs/StarModel.pdf
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ʄʦʜʝʣ ʦʨʛʘʥʠʟʘʮʠʦʥʝ ʠʥʪʝʣʠʛʝʥʮʠʿʝ ʧʨʚʦʙʠʪʥʦ ʿʝ ʨʘʟʚʠʦ ʌʘʣʝʪʘ (Falletta) 2004. 

ʛʦʜʠʥʝ, ʘ ʢʘʩʥʠʿʝ ʿʝ ʧʨʝʨʘʜʠʦ ʠ ʦʙʿʘʚʠʦ (Falletta, 2008a; Falletta, 2008b). ʄʦʜʝʣ 

ʫʢˀʫʯʫʿʝ 11 ʝʣʝʤʝʥʘʪʘ ʧʨʠʢʘʟʘʥʠʭ ʫ ʚʠʜʫ ʫʟʨʦʯʥʦʛ ʣʘʥʮʘ ʦʜʦʟʛʦ ʥʘʜʦʣʝ, ʠʟʥʦʩʝ˂ʠ 

ʪʚʨʜˁʝ ʫ ʚʝʟʠ ʩʘ ʫʟʨʦʢʦʤ ʠ ʧʦʩʣʝʜʠʮʦʤ. ɽʣʝʤʝʥʪʠ ʫ ʛʦʨˁʝʤ ʜʝʣʫ ʤʦʜʝʣʘ, ʢʘʦ ʰʪʦ ʩʫ 

ʠʥʧʫʪʠ ʠʟ ʦʢʨʫʞʝˁʘ, ʫʪʠʯʫ ʥʘ ʧʨʝʜʫʟʝ˂ʝ ʩʧʦˀʘ. ʋʥʫʪʘʨ ʧʨʝʜʫʟʝ˂ʘ ʩʫ: ʃʠʜʝʨʩʪʚʦ, 

ʉʪʨʘʪʝʛʠʿʘ ʠ ʂʫʣʪʫʨʘ ʉʘ ʜʝʿʩʪʚʦʤ ʥʘ ʢˀʫʯʥʝ ʠʥʜʝʢʩʝ ʢʦʿʠ ʧʨʝʜʩʪʘʚˀʘʿʫ ʧʦʩʣʦʚʥʫ 

ʩʧʦʩʦʙʥʦʩʪ ʠ ʠʟʚʨʰʝˁʝ. ʉʪʨʫʢʪʫʨʘ ʠ ʧʨʘʚʘ ʦʜʣʫʯʠʚʘˁʘ, ʀʥʬʦʨʤʘʮʠʿʝ ʠ ʪʝʭʥʦʣʦʛʠʿʘ, 

ɼʠʨʝʢʪʥʠ ʤʝʥʘ˅ʤʝʥʪ, ʄʝʨʝ ʠ ʥʘʛʨʘʜʝ ʠ ʤʦʛʫ˂ʥʦʩʪʠ ʟʘ ʈʘʩʪ ʠ ʨʘʟʚʦʿ ʧʨʝʜʩʪʘʚˀʘʿʫ ʧʝʪ 

ʢˀʫʯʥʠʭ ʝʣʝʤʝʥʘʪʘ. ʂˀʫʯʥʠ ʝʣʝʤʝʥʪʠ ʩʣʫʞʝ ʢʘʦ ʧʨʠʤʘʨʥʠ ʧʦʢʨʝʪʘʯʠ ɸʥʛʘʞʦʚʘˁʘ ʠ 

ʫʯʠʥʘʢʘ ʟʘʧʦʩʣʝʥʠʭ. ʅʘ ʢʨʘʿʫ, ʝʣʝʤʝʥʪ ʆʩʪʚʘʨʝʥʝ ʧʝʨʬʦʨʤʘʥʩʝ ʫʪʠʯʝ ʥʘ ʝʣʝʤʝʥʪ 

ʆʢʨʫʞʝˁʝ ʠ ʦʙʨʥʫʪʦ. ɻʣʘʚʥʠ ʝʣʝʤʝʥʪ ʤʦʜʝʣʘ ʿʝ ɸʥʛʘʞʦʚʘˁʝ ʟʘʧʦʩʣʝʥʠʭ ʢʦʿʝ ʫʢˀʫʯʫʿʝ 

ʢʦʛʥʠʪʠʚʥʠ, ʝʤʦʮʠʦʥʘʣʥʠ ʠ ʙʠʭʝʿʚʠʦʨʘʣʥʠ ʦʜʥʦʩ ʢʦʿʠ ʟʘʧʦʩʣʝʥʠ ʠʤʘʿʫ ʧʨʝʤʘ 

ʘʢʪʠʚʥʦʩʪʠʤʘ ʢʦʿʝ ʦʙʘʚˀʘʿʫ ʠ ʧʨʝʤʘ ʧʨʝʜʫʟʝ˂ʫ ʢʘʦ ʮʝʣʠʥʠ, ʢʘʦ ʠ ʪʨʫʜ ʠ ʝʥʪʫʟʠʿʘʟʘʤ 

ʢʦʿʠ ʫʣʘʞʫ ʫ ʩʚʦʿ ʩʚʘʢʦʜʥʝʚʥʠ ʨʘʜ. 

ʋ ʥʘʨʝʜʥʦʿ ʪʘʙʝʣʠ (ʪʘʙʝʣʘ 5.1) ʠʟʚʨʰʝʥʘ ʿʝ ʢʦʤʧʘʨʘʮʠʿʘ ʧʨʝʜʩʪʘʚˀʝʥʠʭ 

ʝʣʝʤʝʥʘʪʘ ʧʨʝʜʫʟʝ˂ʘ ʩʘ ʨʘʥʠʿʝ ʥʘʚʝʜʝʥʠʤ ʝʣʝʤʝʥʪʠʤʘ ʤʦʜʝʣʘ ʟʨʝʣʦʩʪʠ ʋʇʇ. ʅʘ ʦʩʥʦʚʫ 

ʪʘʙʝʣʘʨʥʦʛ ʧʨʠʢʘʟʘ ʫʦʯʘʚʘ ʩʝ ʜʘ ʩʫ ʝʣʝʤʝʥʪʠ ʧʦʜ ʥʘʟʠʚʦʤ ʉʪʨʘʪʝʛʠʿʘ ʠ ɿʘʧʦʩʣʝʥʠ 

ʧʨʠʩʫʪʥʠ ʫ ʩʚʠʤ ʤʦʜʝʣʠʤʘ, ʩ ʪʠʤ ʰʪʦ ʩʫ ˁʠʭʦʚʠ ʥʘʟʠʚʠ ʢʦʜ ʤʦʜʝʣʘ ʋʇʇ 

ʂʦʤʧʘʪʠʙʠʣʥʦʩʪ ʩʘ ʩʪʨʘʪʝʛʠʿʦʤ ʠ ʋʧʨʘʚˀʘˁʝ ˀʫʜʩʢʠʤ ʨʝʩʫʨʩʠʤʘ. ɽʣʝʤʝʥʪ ʇʨʦʮʝʩʥʦ 

ʣʠʜʝʨʩʪʚʦ ʧʨʠʩʫʪʘʥ ʢʦʜ ʤʦʜʝʣʘ ʟʨʝʣʦʩʪʠ ʋʇʇ, ʢʦʜ ʄʦʜʝʣʘ ʰʝʩʪ ʢʫʪʠʿʘ ʥʘʣʘʟʠ ʩʝ ʧʦʜ 

ʥʘʟʠʚʦʤ ʈʫʢʦʚʦʹʝˁʝ. ʂʦʜ ʄʦʜʝʣʘ 7S ʝʣʝʤʝʥʪ ʥʘʣʘʟʠ ʩʝ ʝʣʝʤʝʥʪ ʉʪʠʣ ʢʦʿʠ ʿʝ ʜʝʦ 

ʇʨʦʮʝʩʥʦʛ ʣʠʜʝʨʩʪʚʘ, ʜʦʢ ʩʫ ʢʦʜ ʄʦʜʝʣʘ ʦʨʛʘʥʠʟʘʮʠʥʝ ʠʥʪʝʣʠʛʝʥʮʠʿʝ ʧʨʠʩʫʪʥʠ 

ʝʣʝʤʝʥʪʠ ʃʠʜʝʨʩʪʚʦ ʠ ɼʠʨʝʢʪʥʠ ʤʝʥʘ˅ʤʝʥʪ. 

ʆʜʨʝʹʝʥʘ ʩʣʠʯʥʦʩʪ ʧʨʠʩʫʪʥʘ ʿʝ ʠ ʢʦʜ ʝʣʝʤʝʥʪʘ ʢʦʿʠ ʩʝ ʫ ʦʢʚʠʨʫ ʤʦʜʝʣʘ ʟʨʝʣʦʩʪʠ 

ʋʇʇ ʦʟʥʘʯʘʚʘ ʢʘʦ ʇʦʩʣʦʚʥʘ ʢʫʣʪʫʨʘ. ʇʦʩʣʦʚʥʘ ʢʫʣʪʫʨʘ ʩʘʩʪʦʿʠ ʩʝ ʦʜ ʟʘʿʝʜʥʠʯʢʠʭ 

ʚʨʝʜʥʦʩʪʠ, ʨʘʟʤʠʰˀʘˁʘ ʠ ʥʦʨʤʠ ʧʦʥʘʰʘˁʘ ʢʦʿʝ ʩʫ ʩʝ ʧʦʿʘʚʠʣʝ ʪʦʢʦʤ ʚʨʝʤʝʥʘ ʠ ʢʦʿʝ 

ʚʝ˂ʠʥʘ ʟʘʧʦʩʣʝʥʠʭ ʜʝʣʠ. ʇʦʩʣʦʚʥʘ ʢʫʣʪʫʨʘ ʿʝ ʢʦʜ ʤʦʜʝʣʘ ʦʨʛʘʥʠʟʘʮʠʦʥʝ ʠʥʪʝʣʠʛʝʥʮʠʿʝ 

ʥʘʚʝʜʝʥʘ ʢʘʦ ʧʦʩʝʙʘʥ ʝʣʝʤʝʥʪ ʫ ʦʢʚʠʨʫ ʩʪʨʘʪʝʛʠʿʩʢʠʭ ʧʦʢʨʝʪʘʯʘ ʧʦʩʣʦʚʥʝ ʩʧʦʩʦʙʥʦʩʪʠ 

ʠ ʠʟʚʨʰʝˁʘ. ʂʦʜ ʤʦʜʝʣʘ 7S ʝʣʝʤʝʥʪ ɿʘʿʝʜʥʠʯʢʝ ʚʨʝʜʥʦʩʪʠ ʿʝ ʟʘʧʨʘʚʦ ʜʝʦ ʝʣʝʤʝʥʪʘ 

ʇʦʩʣʦʚʥʘ ʢʫʣʪʫʨʘ. ʄʦʜʝʣ ʟʚʝʟʜʘ ʫʚʘʞʘʚʘ ʇʦʩʣʦʚʥʫ ʢʫʣʪʫʨʫ ʢʘʦ ʩʫʰʪʠʥʩʢʠ ʜʝʦ 

ʧʦʩʣʦʚʘˁʘ, ʘʣʠ ʥʠʿʝ ʥʘʚʝʜʝʥʘ ʢʘʦ ʿʝʜʘʥ ʦʜ ʝʣʝʤʝʥʘʪʘ ʤʦʜʝʣʘ. ʇʦʩʣʦʚʥʘ ʢʫʣʪʫʨʘ ʿʝ 

ʨʝʟʫʣʪʘʪ ʢʫʤʫʣʘʪʠʚʥʠʭ ʜʠʟʘʿʥʝʨʩʢʠʭ ʦʜʣʫʢʘ ʜʦʥʦʰʝʥʠʭ ʫ ʧʨʦʰʣʦʩʪʠ ʠ ʣʠʜʝʨʩʪʚʘ ʠ 
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ʧʦʥʘʰʘˁʘ ʤʝʥʘ˅ʝʨʘ ʢʦʿʘ ʧʨʦʠʟʠʣʘʟʝ ʠʟ ʪʠʭ ʦʜʣʫʢʘ. ʇʨʝʤʘ ʪʦʤʝ, ʄʦʜʝʣ ʟʚʝʟʜʘ ʧʦʣʘʟʠ 

ʦʜ ʪʦʛʘ ʜʘ ʣʠʜʝʨ ʥʝ ʤʦʞʝ ʜʠʨʝʢʪʥʦ ʜʠʟʘʿʥʠʨʘʪʠ ʧʦʩʣʦʚʥʫ ʢʫʣʪʫʨʫ.  

 

ʊʘʙʝʣʘ 5.1: ʂʦʤʧʘʨʘʪʠʚʥʠ ʧʨʠʢʘʟ ʝʣʝʤʝʥʘʪʘ ʤʦʜʝʣʘ ʟʨʝʣʦʩʪʠ ʠ ʤʦʜʝʣʘ ʧʦʩʣʦʚʘˁʘ 

ʧʨʝʜʫʟʝ˂ʘ 

ʄʦʜʝʣ ʟʨʝʣʦʩʪʠ 

ʋʇʇ 

ʃʝʚʠʪʦʚ 

ʤʦʜʝʣ 

ʄʦʜʝʣ ʰʝʩʪ 

ʢʫʪʠʿʘ 
ʄʦʜʝʣ 7S 

ʄʦʜʝʣ 

ʟʚʝʟʜʘ 

ʄʦʜʝʣ 

ʦʨʛʘʥʠʟʘʮʠʦʥʝ 

ʠʥʪʝʣʠʛʝʥʮʠʿʝ 

ʂʦʤʧʘʪʠʙʠʣʥʦʩʪ 

ʩʘ ʩʪʨʘʪʝʛʠʿʦʤ 
ʉʪʨʘʪʝʛʠʿʘ ʉʪʨʘʪʝʛʠʿʘ ʉʪʨʘʪʝʛʠʿʘ ʉʪʨʘʪʝʛʠʿʘ ʉʪʨʘʪʝʛʠʿʘ 

ʀʥʬʦʨʤʘʮʠʦʥʘ 

ʪʝʭʥʦʣʦʛʠʿʘ 
ʊʝʭʥʦʣʦʛʠʿʘ ʉʪʨʫʢʪʫʨʘ ʉʪʨʫʢʪʫʨʘ ʉʪʨʫʢʪʫʨʘ ʃʠʜʝʨʩʪʚʦ 

ʇʨʦʮʝʩʥʦ 

ʣʠʜʝʨʩʪʚʦ 
ɿʘʜʘʮʠ 

ʆʜʥʦʩʠ 

ʠʟʤʝʹʫ 

ʟʘʧʦʩʣʝʥʠʭ 

ʉʠʩʪʝʤʠ ʇʨʦʮʝʩʠ ʂʫʣʪʫʨʘ 

ʋʧʨʘʚˀʘˁʝ 

ˀʫʜʩʢʠʤ 

ʨʝʩʫʨʩʠʤʘ 

ɿʘʧʦʩʣʝʥʠ ʅʘʛʨʘʹʠʚʘˁʝ ɿʘʧʦʩʣʝʥʠ ɿʘʧʦʩʣʝʥʠ 
ɸʥʛʘʞʦʚʘˁʝ 

ʟʘʧʦʩʣʝʥʠʭ 

ʇʦʩʣʦʚʥʘ 

ʢʫʣʪʫʨʘ 
 

ʇʦʤʦ˂ʥʠ 

ʤʝʭʘʥʠʟʤʠ 
ɺʨʝʜʥʦʩʪʠ ʅʘʛʨʘʹʠʚʘˁʝ 

ʀʥʬʦʨʤʘʮʠʿʝ ʠ 

ʪʝʭʥʦʣʦʛʠʿʘ 

ɸʣʘʪʠ ʧʨʦʮʝʩʥʦʛ 

ʤʝʥʘ˅ʤʝʥʪʘ 
 ʈʫʢʦʚʦʹʝˁʝ ɺʝʰʪʠʥʝ ʉʧʦʩʦʙʥʦʩʪʠ 

ɼʠʨʝʢʪʥʠ 

ʤʝʥʘ˅ʤʝʥʪ 

   ʉʪʠʣ  
ʄʝʨʝ ʠ 

ʥʘʛʨʘʹʠʚʘˁʝ 

     ʈʘʩʪ ʠ ʨʘʟʚʦʿ 

     
ʆʩʪʚʘʨʝʥʝ 

ʧʝʨʬʦʨʤʘʥʩʝ 

     

ʆʢʨʫʞʝˁʝ 

(ʢʫʧʮʠ, 

ʜʦʙʘʚˀʘʯʠ....) 

ʀʟʚʦʨ: ɸʫʪʦʨ 

 

ʆʚʘʿ ʤʦʜʝʣ ʦʙʫʭʚʘʪʘ ʝʣʝʤʝʥʪ ʅʘʛʨʘʹʠʚʘˁʝ ʟʘʧʦʩʣʝʥʠʭ ʧʨʝʤʘ ʦʩʪʚʘʨʝʥʠʤ 

ʨʝʟʫʣʪʘʪʠʤʘ, ʢʦʿʠ ʧʨʝʜʩʪʘʚˀʘ ʿʝʜʘʥ ʦʜ ʘʩʧʝʢʘʪʘ ʝʣʝʤʝʥʪʘ ʇʦʩʣʦʚʥʘ ʢʫʣʪʫʨʘ. ɽʣʝʤʝʥʪ 

ʅʘʛʨʘʹʠʚʘˁʝ ʧʨʠʩʫʪʘʥ ʿʝ ʠ ʢʦʜ ʄʦʜʝʣʘ ʦʨʛʘʥʠʟʘʮʠʦʥʝ ʠʥʪʝʣʠʛʝʥʮʠʿʝ ʠ ʄʦʜʝʣʘ ʰʝʩʪ 

ʢʫʪʠʿʘ. ʅʘ ʦʩʥʦʚʫ ʪʦʛʘ, ʥʘʤʝ˂ʝ ʩʝ ʟʘʢˀʫʯʘʢ ʜʘ ʿʝ ʠ ʇʦʩʣʦʚʥʘ ʢʫʣʪʫʨʘ ʝʣʝʤʝʥʪ 

ʟʘʿʝʜʥʠʯʢʠ ʟʘ ʥʘʚʝʜʥʝ ʤʦʜʝʣʝ. ɽʣʝʤʝʥʪ ɺʝʰʪʠʥʝ ʫ ʦʢʚʠʨʫ ʄʦʜʝʣʘ 7S ʥʘʚʝʜʝʥ ʿʝ ʢʘʦ 

ʧʦʿʝʜʠʥʘʯʥʠ ʝʣʝʤʝʥʪ, ʜʦʢ ʿʝ ʢʦʜ ʦʩʪʘʣʠʭ ʤʦʜʝʣʘ ʦʚʘʿ ʝʣʝʤʝʥʪ ʦʙʫʭʚʘ˂ʝʥ ʝʣʝʤʝʥʪʦʤ 

ɿʘʧʦʩʣʝʥʠ. ɽʣʝʤʝʥʪ ʀʥʬʦʨʤʘʮʠʦʥʘ ʪʝʭʥʦʣʦʛʠʿʘ ʥʘʚʝʜʝʥ ʿʝ ʢʦʜ ʃʝʚʠʪʦʚʦʛ ʤʦʜʝʣʘ ʠ 

ʄʦʜʝʣʘ ʦʨʛʘʥʠʟʘʮʠʦʥʝ ʠʥʪʝʣʠʛʝʥʮʠʿʝ, ʜʦʢ ʿʝ ʢʦʜ ʄʦʜʝʣʘ ʰʝʩʪ ʢʫʪʠʿʘ ʩʘʜʨʞʘʥ ʫ 

ʝʣʝʤʝʥʪʫ ʇʦʤʦ˂ʥʠ ʤʝʭʘʥʠʟʤʠ. ɸʣʘʪʠ ʧʨʦʮʝʩʥʦʛ ʤʝʥʘ˅ʤʝʥʪʘ ʢʘʦ ʝʣʝʤʝʥʪ ʤʦʜʝʣʘ 
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ʟʨʝʣʦʩʪʠ ʋʇʇ ʧʨʠʩʫʪʘʥ ʿʝ ʿʝʜʠʥʦ ʢʦʜ ʄʦʜʝʣʘ ʦʨʛʘʥʠʟʘʮʠʦʥʝ ʠʥʪʝʣʠʛʝʥʮʠʿʝ ʠ ʪʦ ʧʦʜ 

ʥʘʟʠʚʦʤ ʄʝʨʝ ʠ ʥʘʛʨʘʹʠʚʘˁʝ. 

ʇʨʝʤʘ ʪʦʤʝ, ʝʣʝʤʝʥʪʠ ʢʦʿʠ ʯʠʥʝ ʤʦʜʝʣ ʟʨʝʣʦʩʪʠ ʋʇʇ ʧʨʝʢʣʘʧʘʿʫ ʩʝ ʩʘ 

ʝʣʝʤʝʥʪʠʤʘ ʧʨʝʜʫʟʝ˂ʘ ʧʦ ʧʨʠʢʘʟʘʥʠʤ ʤʦʜʝʣʠʤʘ. ʂʦʜ ʤʦʜʝʣʘ ʟʨʝʣʦʩʪʠ ʋʇʇ ʩʚʘʢʠ 

ʬʘʢʪʦʨ ʧʨʝʜʩʪʘʚˀʘ ʦʩʣʦʥʘʮ ʠ ʧʦʜʨʰʢʫ ʦʩʪʘʣʠʤ ʝʣʝʤʝʥʪʠʤʘ, ʦʜʥʦʩʥʦ ʧʨʠʩʫʪʥʘ 

ʧʦʚʝʟʘʥʦʩʪ ʠ ʫʩʣʦʚˀʝʥʦʩʪ ʬʘʢʪʦʨʘ ʜʦʧʨʠʥʦʩʠ ʧʦʚʝ˂ʘˁʫ ʟʨʝʣʦʩʪʠ ʋʇʇ. ʂʦʜ ʚʝ˂ʠʥʝ 

ʤʦʜʝʣʘ ʧʨʝʜʫʟʝ˂ʘ ʪʘʢʦʹʝ, ʿʝ ʧʨʠʩʫʪʥʘ ʧʦʚʝʟʘʥʦʩʪ ʠʟʤʝʹʫ ʝʣʝʤʝʥʘʪʘ (ʃʝʚʠʪʦʚ ʤʦʜʝʣ, 

ʄʦʜʝʣ ɿʚʝʟʜʘ, ʄʦʜʝʣ 7S, ʄʦʜʝʣ ʦʨʛʘʥʠʟʘʮʠʦʥʝ ʠʥʪʝʣʠʛʝʥʮʠʿʝ). ʂʦʜ ʄʦʜʝʣʘ ʟʨʝʣʦʩʪʠ 

ʥʠʿʝʜʘʥ ʦʜ ʝʣʝʤʝʥʘʪʘ ʥʝʤʘ ʢˀʫʯʥʫ ʫʣʦʛʫ ʥʘ ʩʚʠʤ ʥʠʚʦʠʤʘ ʟʨʝʣʦʩʪʠ, ʚʝ˂ ʩʝ ʥʘʚʦʜʠ 

ʢʨʠʪʠʯʥʘ ʫʣʦʛʘ ʦʜʨʝʹʝʥʠʭ ʝʣʝʤʝʥʘʪʘ ʟʘ ʧʨʝʣʘʟʘʢ ʥʘ ʚʠʰʠ ʥʠʚʦ ʟʨʝʣʦʩʪʠ. ɺʝ˂ʠʥʘ 

ʧʨʠʢʘʟʘʥʠʭ ʤʦʜʝʣʘ (ʃʝʚʠʪʦʚ ʤʦʜʝʣ, ʄʦʜʝʣʘ ʰʝʩʪ ʢʫʪʠʿʘ ʠ ʄʦʜʝʣ 7S) ʪʘʢʦʹʝ, ʥʝ ʠʟʜʚʘʿʘ 

ʥʠʿʝʜʘʥ ʝʣʝʤʝʥʪ ʢʘʦ ʢʨʠʪʠʯʘʥ ʟʘ ʫʩʧʝʭ ʧʨʝʜʫʟʝ˂ʘ. ʄʦʜʝʣʠ ʩʫ ʧʨʠʤʝˁʠʚʠ ʫ ʩʚʠʤ 

ʧʨʝʜʫʟʝ˂ʠʤʘ ʠ ʥʠʿʝʜʘʥ ʥʠʿʝ ʩʫʧʝʨʠʦʨʥʠʿʠ ʦʜ ʜʨʫʛʠʭ. ʆʜʘʙʨʘʥʠ ʤʦʜʝʣ ʪʨʝʙʘ 

ʧʨʠʣʘʛʦʜʠʪʠ ʫ ʮʠˀʫ ʟʘʜʦʚʦˀʝˁʘ ʩʧʝʮʠʬʠʮʥʠʭ ʧʦʪʨʝʙʘ ʢʦʥʢʨʝʪʦʛ ʧʨʝʜʫʟʝ˂ʘ. 

5.2.  ʌʘʢʪʦʨʠ ʟʨʝʣʦʩʪʠ ʫʧʨʘʚˀʘˁʘ ʧʦʩʣʦʚʥʠʤ ʧʨʦʮʝʩʠʤʘ 

ʂʨʠʪʠʯʥʠ ʬʘʢʪʦʨʠ ʫʩʧʝʭʘ ʫʦʧʰʪʝ ʩʫ ʿʝʜʥʘ ʦʜ ʥʘʿʨʘʥʠʿʠʭ ʠ ʥʘʿʘʢʪʠʚʥʠʿʝ 

ʠʩʪʨʘʞʠʚʘʥʠʭ ʪʝʤʘ. ʊʨʢʤʘʥ (Trkman, 2010) ʠʭ ʜʝʬʠʥʠʰʝ ʢʘʦ ʦʛʨʘʥʠʯʝʥ ʙʨʦʿ ʦʙʣʘʩʪʠ 

ʯʠʿʠ ˂ʝ ʨʝʟʫʣʪʘʪʠ, ʫʢʦʣʠʢʦ ʙʫʜʫ ʟʘʜʦʚʦˀʘʚʘʿʫ˂ʠ, ʦʩʠʛʫʨʘʪʠ ʫʩʧʝʰʥʝ ʧʝʨʬʦʨʤʘʥʩʝ 

(Trkman, 2009). ʇʦʣʘʟʝ˂ʠ ʦʜ ʦʚʝ ʜʝʬʠʥʠʮʠʿʝ ʟʘ ʫʩʧʝʰʥʦ ʋʇʇ ʧʦʪʨʝʙʥʦ ʿʝ ʜʝʬʠʥʠʩʘʪʠ 

ʛʨʫʧʝ ʢʨʠʪʠʯʥʠʭ ʬʘʢʪʦʨʘ.  

ɽʣʝʤʝʥʪʠ ʄʦʜʝʣʘ ʟʨʝʣʦʩʪʠ ʋʇʇ ʧʨʝʜʩʪʘʚˀʘʿʫ ʢˀʫʯʥʝ ʬʘʢʪʦʨʝ ʜʦʩʪʠʛʥʫʪʦʛ 

ʥʠʚʦʘ ʟʨʝʣʦʩʪʠ ʧʨʝʜʫʟʝ˂ʘ. ɼʦʩʪʠʛʥʫʪʠ ʥʠʚʦ ʟʨʝʣʦʩʪʠ ʧʦʿʝʜʠʥʠʭ ʝʣʝʤʝʥʘʪʘ ʤʦʜʝʣʘ 

ʟʨʝʣʦʩʪʠ, ʯʝʩʪʦ, ʥʠʿʝ ʠʩʪʠ, ʦʜʥʦʩʥʦ ʧʦʿʝʜʠʥʘʯʥʦ ʝʣʝʤʝʥʪʠ ʟʨʝʣʦʩʪʠ ʥʠʩʫ ʥʘ ʠʩʪʦʤ 

ʥʠʚʦʫ ʟʨʝʣʦʩʪʠ. ʅʘʧʨʝʜʘʢ ʝʣʝʤʝʥʘʪʘ ʟʨʝʣʦʩʪʠ ʥʘ ʩʪʘʟʠ ʩʘʟʨʝʚʘˁʘ, ʫ ʩʤʠʩʣʫ ˁʠʭʦʚʦʛ 

ʫʥʘʧʨʝʹʝˁʘ, ʩʧʨʦʚʦʜʠ ʩʝ ʦʜʛʦʚʘʨʘʿʫ˂ʠʤ ʘʢʪʠʚʥʦʩʪʠʤʘ ʤʝʥʘ˅ʤʝʥʪʘ ʧʨʝʜʫʟʝ˂ʘ. 

ɹʨʦʿʥʘ ʠʩʪʨʘʞʠʚʘˁʘ ʩʧʨʦʚʝʜʝʥʘ ʩʫ ʫ ʦʙʣʘʩʪʠ ʝʣʝʤʝʥʘʪʘ ʟʨʝʣʦʩʪʠ ʋʇʇ ʠ 

ʠʜʝʥʪʠʬʠʢʦʚʘʥʠ ʩʫ ʙʨʦʿʥʠ ʬʘʢʪʦʨʠ ʟʨʝʣʦʩʪʠ ʋʇʇ (Bandara et al, 2009; Trkman, 2010; 

Bai & Sarkis, 2013). ʇʨʝʛʣʝʜʦʤ ʨʝʣʝʚʘʥʪʥʝ ʣʠʪʝʨʘʪʫʨʝ ʥʘʠʣʘʟʠ ʩʝ ʥʘ 6 ʜʦ 16 ʬʘʢʪʦʨʘ 

ʟʨʝʣʦʩʪʠ ʋʇʇ. ʀʟʚʝʩʥʠ ʘʫʪʦʨʠ (Bandara et al., 2009) ʥʘʚʦʜʝ ʜʝʚʝʪ ʢˀʫʯʥʠʭ ʬʘʢʪʦʨʘ 

ʟʨʝʣʦʩʪʠ ï ʂʫʣʪʫʨʘ, ʃʠʜʝʨʩʪʚʦ, ʂʦʤʫʥʠʢʘʮʠʿʘ, ʀʥʬʦʨʤʘʮʠʦʥʘ ʪʝʭʥʦʣʦʛʠʿʘ, 

ʉʪʨʘʪʝʛʠʿʩʢʦ ʫʩʢʣʘʹʠʚʘˁʝ, ɿʘʧʦʩʣʝʥʠ, ʇʨʦʿʝʢʪʥʠ ʤʝʥʘ˅ʤʝʥʪ, ʄʝʨʝˁʝ ʧʝʨʬʦʨʤʘʥʩʠ ʠ 




















































































































































































































































