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fl tNi1 C!lUl1tJ1Uli'! u.~:: rn~\h:: nf)Ut~f"I ~fltI:: 


tI~::-,jl;j-1Utl~~lI"tu n f'I Iott'bM 


~ru111~ e., t'l~lo.U 1 
lIill l.tJ\4 U1l1"frll lJUUJ >l"' :U~\Jtn'ltl;:n'mUft111U~U~n1WrV'9l n" 1 f'lTUl 

~~,,)1' l~m 
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"f)1U't'U,J1Ulfi n~lI~ih",,1JltJ Agency ~,hu~RtJ1-ti()~ 1t1 m,n,:ah \>• ".li '" 
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<Jillm,liln. rr\1~ 1 
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1'11\JhH~') 
rhH1Jf1 (nrilJ PI 'YI"U fll'rrU~>lf'1,~rll.l.VI'J ""~E)tI,tlu'ilu51J, 
fl1'~tJl YilI.11N"m'tI,::dhJ Rru::t)~n"S'l lJn1" t'I1~flY;illlJlun1' ".Hi ~ 

I'1',U'cN"(11U'Ufl1'lMm:f1 ii:~1' ('U11J.UUf)"1!() u,i>:::\ottlfl~V1 "li 1:J I.UtittI (~.\~~f~ Crr'"u{. I 

{fofm'J"":H
(r~~ ,~ ) V •• "' " 111111 "li::n1V1f'1(\J~n"S'ilJm"li1't11't1'r'1' l'i£)-1 
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\1~mnru,;r1 ~i'lJ"~()"~01UUn1'"ntt1Yi 

t-JH~Uru;;l1l "l 

m,u i'utl1"'Iimi1V1lJt) m~lJll1"lim11lJi'u V1"J1~i'tJl~ul1hj,j()'di\ '""Ii 
~ 

'" '" '1 fJ i'I ::U
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)[J "1i'lN~n'l!ltuMJfJ-1 '1Ufl::I.Ei(JfI~[lJ"'n"e/ru:::1Jm?i('l~ (t or) ~ I~."~C~ :"f.lvi"; 

~fIfl'1;:r.n i-)
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~'\J'uf\h).. . 
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,
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, \Jl1~ r'I'\~~'" 

u"WwJJ (n~lJ "Vi.) ~L i'I:: Cl\.j,\!.111l Il9'lvr.l ~Cl1UYl U1\J1Cl L~",-11 vli 1~1': 

l:r9U\J11.nVl "li~"l\J~ (11U l"I Ul\J1('1 m. l.~nl11'itJ"it''Q1J' 11''ln11I.1Cll Cl1\o11''liijil ;; ,( '0 

(~(iitf; (~1)l.Y1lJ-1 lI.~ijl11"Jl\j"~1Ufhtnv.1'l(n"'.v,",~ " 
Q..,n~,1oi 

PI(\.':::m~n"1I1l1"S~11Jn.Q'VI1J1t1 fl"'1~1'U ~i\!l'n".fn:i 
11t11(J~rr"! 'U'I1En\J11.11 "'. m"Sliim:nfJ~1Jth ::)J1NIl1'i~"'lh::; 'QlJ' L1:I": I 
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.. ... d " _ 
1Inn':-\J1lHI1,l -.31tJ\lg'lm~"111JL~[J.:jmtJU~nl'l,!'UnlYi 

'Hti1V~1'\J mH"'01'\..rmJ1\Jl f1 LLat:nl'nh:::na\Jl~i"IPlC\tJt: (,,~ .) 

Known Facto r Unknown Factor 

(i) i'I{l1lmtllU'C\bJ1~f'l11lJ"',fi'll nu,yrnJDUii1l1lJ u,tn 
Y11.:j n1~'!laij'4 'll' ~tJ'!i::: n£I 'll n\in111~f1 ~~iIIih.j n1, 
~CllU.,'!tJ1\J'" mlJ'YI":i :r~1'!1tTr~ C\~~mUl'j Vl\J'" 

'YU'L Ioct(('G) ~'Uii\Jln1'H:tIi:hJLL":::m :::vi1ill'ln 'H1JI[J 

rn"'.:j~ k:I 1ll'n-l "'rntJ:::Fl111JL~V.:j
""---

~ 

((;(>1 ~1'~1 '" (n'~< ~ 1'11'nJ 
'" 

i~).J "1'\:.1 (ulllJ '" f'!l'lJ 

\~U~J1 ) ~un.i1\mtl '.~) Jifn~ '!i IJrJJ~~lJ~ 

m i:I 'l1l..Wfnul"b.Jt~fl11lJ",rlClJ nUnl'ltJfiu~ <I' 

~1)..1 LL'U1Y11-l fl1'$'U oa'1'l!IIJ1\h:mmJ n\:m-, 1.1.,,::: 

o11L ii",m,a01\J,.,EllU1H ~llJ'Yf'jt:"il't1,,:'CYqJ~ 

a01V\''Il.J1tl1 l'1 Vi .fI . Itxrocm ij-lL;;flnl'~tlltJ\J~:: 

n":i:::yj,~~n~~1JI[J 1 
':::~Uf1111J\l1~thJ .. 

"tl-l01'l Lll1 "lt1-1 LflU-l"j1lJ 

~1LU'U x 

1,mH 
ft01'Ul'Wl\J1Hhit~f1111Jc;ll'1'Y n\Jn1'nJ~u~ \) 

11111J LL\.'1 Yll~n1"!i 'tlF.lEl '4l1!1V1 th ::: nt'l'IJ n\l n1"j 

mlt:.,)l Lil'U 01' r1 rI1ln'i [J 1UI" '1111J 

"I'I"i:::'li·l'!nj'cyqjPii'lrn\J"'j ~J1t.n Cl lUl. Ioct'OCGl 

15.un\Jlm'~"~\.ILL" :::m:::Yh~l'In!l""1J I[J 

fll"'-l~ en.Q 'H::~UI'l11)J\ildJ'U'Ua-3nl"L;hH:1-l 
•- " " n\l n'l'lJJl"'U~EnJ'-'fl n n\J n "l"llJ/"!i 'U~atJ':iiH 

MUST SHOULD 
• m ftOl'Ul'jlJl\J1HbJ1~f111lJ~1f'iry nUn1"!itJfiUii m, ~fl'VI11.L~'U UH ::: '~?lJ'\.l1 nftln 01'''''1-1 

•VlllJ LL '\J1Y11-1 m'l'\l Ela~'li1 (11th::: naunilm':i 11I 1L ij'Uf11'H'I'lUf'!lJ Lfl':iil,h u 

u(l:::~hii'\m'1'l~m'U\'IfJ1U1f\ m1J n1nu('! C'11 '~ 1'i ll1tJ1C1 1,x ~lh;:::1'-1';W1'UYi EJ1U1C'1 

'(j':i ::: ':i 1'ti,j'qjfIT.;j~C'11UY'ItJ1U1f\ "Ii.f'!. i!l<t,i':@ D~1~ '~'1~ d'l~hJ lLC'I::: n1'Stht: n rJU1'lflPlCl tJ:::,.
~hLn~lm')eJ1~1Ju.f\:::m:::"';1~""n!lY1J1tJ m 2JYI n!l\UJ1 fJ ri1\1 1JI'I 1", tJ ~1"11 tJ 'IhuD1C'1 'lC'lii"1':i 

'" 1'0"1')(1.1'1" 
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- ------,-----=-- e .. .. n'In"lI/~\J~E1Ul1f1 n 
VI 

MUST SHOULD 

!>. ~~1\llJl!JI'~1'U 

",nT\.ttu;,\na 111lvij 

01'\!"-CUln1"-~1lJn\J 
, ..:..." 

l'ItJ"l [)~ltJYI ~nlJ1~tl ~ 

m. Ll~"\J't"l~lJ,itJ ;5 

-HEllJa-oTH11':i n1':i 
" . " ""1\i ('l (lu'Utl LVI\! \I':i" 

i1 r1:)'t.n'l!Jl\Jl f1 f)~lJ 

Liitl-l n1'm~"~U1:m~ 
Uat\J'YI~"lY1'rll~llri~ 
,htnaU;;\lm'S m-ru 
~rnlJVlV'lumjjn1'i 

il ,ih.ll1;ElmtYi,tJ ~ 

./.,"'''!l ",.1iD ~~o)\\Jf1111.qt.Ll'-t't1iHC.Jam::'VItlfll1J Balanced Scorecard 

lama I A11"L~". I ..
,----------"-'--' 

~C'ln'::YI\J"tlm'li'tJinl'l n"1uih"'lJl£J CustomerNscr" . 

"01\m(J1t la'UJ1~f'l11lJ~lTi1l! nUr11':i 

unuPi (11111 u.U1Y11.:l01':i'tlflfl'4tylfl 

th:maunvn1'Uattl1Luun,., 
~01\,jt1U1Ula fll1JY1'H:'jl'OLLl1'l!~ 

~01'U"ILl\Jla YU'I. I!::J<tOCM 

~"Ln?l O1'~li:1'ULLi'I:: m::fi,t1 f'I n!l"'1J1l1 
d • ~ 

1TI1"i''''Vl ct' 11I1'1"LL~tJU~"'1"f'l11lJ~"~-l 

~tlJn1'" 
,nl"~~n1" • ,.:: fi'Uth'u'HWI\J~l "j:: ~\J\l" " 

(~'O Jll'ifl4l1ll11tl 1'~ 
i",';") mn~ ILt b ) (~'l ~)

1'IJnl.;1.Inioi) 
, .. .;

Wilt-;;' 1.i,,,na1O " flEnJ'U'-'fll l'iaU'tll-1\1" 
(ftL",5i:J.l) ../ 

~tlUJ.JU\J~~1~fi'I"l11J~~[J~ ~rnU'ViV1U1~n~lJL't11""lJ1V l&l'i'Un1~L~1~::1-ll4~~fHl'i~-l1J1\Jl'Hnu. 
\Jl1lJ~n!l""1J1fJ rhYI'UVi 

~t1U\JuYt'1ii~-,!~WA"l11J~~V-lnl'i~~~ 
Ascncy ~ii~1\JL~U"l,j'a-ll'Un1~n"j::'l'i1n1c,-"'I1-U--+- . . -:'; 'lLLe.J'U U.f1::l'i'lL~'Um1fl1\JrllJ rhnu"--: . -:

"rn1J"'W1U1~ (A~iln) L7uni'uC4mh::ltJ'lIu\J1n "m'J"m1\Jl~ 1~ij1J1'1l"j!rl\JL;j1Jl' J ~ ' l lJ ti 
"f11\J'r'IU1U1ft noQl11.l1tJriT\-1UP\ 



r ~ JJ1~'nl,ila~n1Jn1'i!l\J-,-,:--_'.

1>. fI"j1\:1J11i'~1\limlU"jLI\Jl" \6UjiinT!i1t"HIJl 
, .....,j ..~. 

n1'n1Jn\JVllJ1U~I1JYI~nV1'flfl-l 

Q'I. 	 nflJ'Ulnflln n1,,,,il~LA~v'!hfJJJI'l:rr~ 
~ rl1'Ul'1(J 1U1a Ufl t 011\1,:: n flU h flPi fltj::' 

l\1'lfJ Lfl; E1,h Ufl1ala~f1"SaIn:l''HlJ,!'tJ 

OC. 	 LL~.:J\ht '!l lX:J'Yi·wj -rrfl~'ft,thH111 n1~ 
., 	 oj .. , .. 

lI'I'n'\l '" tl tJ'UtHVl"" "S ~ ~ rntm lll'\J if! n~lJl~ £H 

n1'L~-!J~L \JIr, m\ L~~r,\.JV1,,~l"l ~ l~u ri~ 

\h::flij'\J ilOJ m"j n ,ciJ~{l1'UVi tJ ltJ'" "iin11iJ'1e.l'U 

'VI'"; flm~'Vh~(.o\na"UJ1~ 



~an'i::\JltJ.ntJ -3 'tJ"r~tJ1nfllnu.fI:: n"i~ultJn1"iU-3~\J1'lin!)\uJ1~J 
".ti1V-11tJ 	 n~1J~lJFl '8-3 L~n~Lii~l~u tJ1~[J lVlFlllJIf1u'lbum'L~~ ~1!,,1\.I~Yl1-1m"iu.V'lViV 

mH~011JrltJ1\Jlf1u.fI::nTnh~na1Jhf'ljij~tI~ 

il1"i1-1~ 6) 	 1J'1'l1-1"i::~R11ULaV~,-______ 

T 
Known Factor Unknown Factor 

'" 	 1i~1'a',;v~/m,n,.,h"llJ,il"hJ.,~m.,"1ity 'll" '" 
~lJf1I'j D~L~ nVi' LnV11v1Emir!m Yl~1Ulf1u'lil ~m~L'l~fY 

.; 	 "' vn'1~V1 '" 	 ~1"·u'\mlJ~m11JL~EH 

1Q 	 m 

(~'lU l fll l11 (Llliiij~ "'l1lJ (rill 1'\ ')1lJ ( ..f1~ ~1' 1. 

~~U~~l) JO:unh'Unft1~ ) ~PH~~) (~tJ~~~ll'n) 
i1l 1"n1a/A11~'~V'n1',,!.'. 	 '" 

-I--'=~r" 
G'I I oijD~a" L~[;w'n1·m,:::yj,ffi.tjLi)lJlt1 9111J / 

w'::"'nr'llt\j~~1J~'jD~LflnvilnVll(ijua,~v 
LYlf11tJ1ftii'ril ~01'L~~q[";lJqYl"ln"u.ttYlU 

".". i!><t<t,,_____ 

G'll'1~~ QI 	 m" "LlJVI'inl1't~1Jfll1lJL~[J" 
•,::fiUfl11lJ~1LU'U '::V1\J~1'lJltJ LL1-1 Fi1Al1JJL~th1 

'lJiun1'uth.,d'.., 'IJ e" ~ itO"i::VI U 'l1J;;)'LUtJ x 

~ m ~ m 1~u"'" 	 '" 
G'l 	 ,j(l~a., L~lJlJ/n1"i m tVilvtuiL \JlJ1lJ(Jll 1J / / '0) 

Yi'M 1'!1u'llqiil~lJFl 'ia" L~n~ LnV11~lUa1f1tJ'


LYln1tJ1t! U'!I 'Jtj m ";l L\I~f\!"rt.!qvn"nTmYiYlV 


.,....P'I . Ivct'ltd 


fl1'i1"~ Q'I.G) 'it~UPll11J~1LtiU'IJa~01";1Lll 1''S ::1-1 , 	 ~~-- . . . . 	 • 
n~n''';i~/~lJ~~lJ~fln (1\1 n"JJlitJ~alJ'la.: 

MUST 	 SHOULD 

Iil 	 ia~f)"L~tJlJ/n1'50'5::vilvtbjLUU1U~1~ (0). ~91";IU.l,nVJ1.n 1nu"iin'lru u.~"lh:::'tI l«lJ-nlJ~ ,ja~fI 

'·;"j:::";il 'HUtyt'J.ti~lJfl'jEl-lL~nYiLii~l~vil1 Pft. ';'lun1'jn'l:::yhvlt)1~UJ ~'1i11'l 01'lU.~'lLU1:::U.11 u.~1:: 

l'VIfll 'U1"~"Ii1tJm "j ~~~'lp1t.!~Yll"m'j u.....YlU lUlJ1UG'l lJYfl:: ".ll'flUtycYii \J'VIft~1';11.oj n'jtij .. . ..
rul. ~ct'<t'~ 	 P;1I~1'l t),]l~n ~lnY)191 U ~ , 	 (1 ·1 \.J~ Ul1.J1m.JnI') 01:::Vl1." 

tJ1~tJLVlf'lllJ1"ii'ti1!.J nT'S llMuhJm~n.~~lI1" 
L~1'lP~lJ~111'lm1lL .... ."u 
"'L~L 'V<.ttt'd 
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- .• . - .n~n"~~'UA8'U~~n n'ln"UJ/"1J~ tl'U'HH 

MUST SHOULD 

~. ~·u.ihm1,.m)J,jO(JIna" 

m1lJ~1)Jija (MOV) 

't"rhm'lJinJ\H"~\J 
\Jin1'~tIl1Y1 LLm:n'UJ 

"mJ~1\lflfl't'lLf'I~ n'lt'J 

"\101'n,.>i1vt1lid]"1,1 
1J112Jn!)Y!lmJIJ'I11J 

., ........ 

"'.'".'J(l!'l!.~""''''

.,j ..I... t " 
Lfln'YIln'll ~f1fJfl1f'1fJ 

L'Vl1'l1'Ulau'li1unl"JL~~t\j. , , 
VfU~'Yl1"rr1' LLfi'ylU 


Y1.f'I. ~c:r(ta 


Ql. ~,.'\'i1LU.1\JI.u::U::~' LihJ01' 

f"I1\JfPJ ri,nu 
"111""""\1""1,,.\1,,1,1 

" ".
(£. ""1~~a\J"Um""'J'J'H 

(l rn'UVm1\J1~~'t'l\JoijtJ 

i''''';"lJl."\l~nj1n1' 
______i1~n\1n"'nn~m" 

m'1~~ Q1.kl , toltJPI11lJr,m"mil¥ Jflfl'a:'V!U1I1lJ Balanced Scorecard 

_ 1"n1fl/"11" '~ " ' . -- ------::r-~ I_+-;"',..,I-__ 
~~ n"t'Vl'UIJi'Dcrt'!i'\J~ nT~ n~lJ Lih""lJ1~ Cus tomer/User 1- 0/ 

..I .1 .. ..,j

91",-3t1 r£ \ll1''n ''LL''~''n1'~u·HH1J'UnT~f11tJfjlJFn1).mW.lj 


r ~Nfl1Yi ~1'h~L~'Un~fl1\J~lJPl11lJ L~V-101''t'l~"iVl 
ttln1 iVI'l11 11L~EJ~ nl'i~"nl'i '::~U~1 ,:::...rUti1'U 'j :::fl\J~" 

(l1 flf:l1i).l/1lI1'~ j'~lu 

t_--,~1t.Ln~) 

""H 
........ .. ..I .. 


lJI'lJVfl:::·nUtJryty91'PJf)~£H~c.mvl~nvl 

t~,B1.m"'R1"lftil,b"n1m,!]! 

fT'Uqyn"m,u.n"'tl "U''I, b<t'd::~ 
 i 
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• • 

~ ~ ~ 
~l 'il~"" If: m"1-lu.tJUU'i\lll'lfl11lJ~ ;1 (J -l 

~aUtJl.JU~'VI1 'ifl11lJ ~~~H ~fI111"'j ~lUl~n cilJ ~l11V11.mJ 1~i'u m'i~ih~ ::1-1LL~::fl-1l1~>1lJ1V1 'l ~lU , 
ro,,__________~--~ "-'~U ----_,-----·7'~~~n~VllJ-'-n--~"

;i 1UUUUtfqPlnTHYfI'lllJL~[J-1n1'i"""~tII ~lA1nl,~a~nl.Jnl'iW"~m
" -- _. 	 , 

......... , ...: " - .., 

()'! 	 Agency 'Ul fJ\1'U 'l ~lJ~1ULmJ'l'Um L1(Jn'lU m. -ijtorV;1 LL'U1'V11>1l Jijillin"i ruYfU nl1m ::vil~m\lhi 

tJmJ'itlt1't1tl\11 n~fI1'U"'IfJltJ 1~ LVi tlluun1'l(r\au LUUh.Jm1.n~"::11"!1 ..r'YtY,j~lJfI"'j iN Le1 n~Lii~hlU 
U.YI'Uhml·f~'~m~ "'~aii'li f1-11~ijn1'i1lJo%-lm'ifiuV1lJ m~tJLV1f11lJ l"i":'th f)n1'l L\I~rul'r'l..t1vn-1n1'i UY1", tJ 
~~"\ht1v.,l~\J VUII . ~d:'tt~ 

Iel. 	 Ilil Lij'Un 1'imlJoUfl'1ln~-1f1'nlJ~1lJiiv (t"lOlJ) 

1::YI11-1 n'i)'I~\i\! i"1,~'Uu'1n l1i1'!Jllln U~ :; n'ilJ, , 
Cl"atJ~1'U i'1~h1 LmJ n";i L~i''1'lJ nl 'i f11:::vi·lm!.i Lt. \Jl 'lJ 

(l'1 IlJfl~l\lllJl(Jl'"I1lJ"'j1:;"'j'1't1uryt1!'i.ii ~lJmtJ-,1L~I1~ 
dl \i1hHJ til rt~j L'\'1(0"11 ulfl tioth 1m1 'i l v 5f1! l~'J~\Il1-,1 
m1LL')'lVl~ "(1.1'1. i!:Ittct'cJ 

m. 	~\i1'1';'UtJULLi'I::~;'dj \i. nl'~fl1tJ fJlJ rl1t1'u 
~fI1'Ul'l tllUl~1\1L~t.Ih.Jl>I1lJv1 n!lVllJ 1(Jnl V1lJvl 

.. 	 <l _ ...;"

OC. mTili"1au"!lm\'lvv 'l-,1~fI1'U'r'lmtJl~"VlY11J"lIa 

i'a-,1 L; EJl,j 1~ fJV,1'lJl nl'i~1lJ ti'u nfl-,1 fl!lVlJlfJ 

ct. U"'-1'h::'tIl~'lJ,~it.lfi im;!,,'til1~1"j n1"jLL~'" 

LUltUi:1 Ll~:: 1.JYl·Ml'Y1l; mruCl(ll'U"it ·lt11~ij n1"j 

__________-.1......, n~.vil"'W'tJ~1tJ.,~n!l~m" 
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",ti1 [S 03 1'U nri1J6'1 ~ LC'I~lJ ~~at'l;QJ~1nTnJ1tnau1'i f'lPlatlt na~rofl1'u 'VIE! 1U1~Ufnml'n J1::nou1"i l'I~au::;
, 

~ 	 n1"ufl'tau~t~'1~aaUlana1"i 

C1 01'UlJ nl'~ r;n"n~'ll [Ii'Um"i i'U"i tJ ~ ~tJ ~d\J u.UUA1'll'tmf!:: 

~ [I m"~ \J 1 t n tJUA1'tJ tJ rp IlJlJ1::m llPlrutn~ ~lJn1')i'tJ 1; "1 
..I ... '" ......,j .. " " 
~'a~ Vif! n Lfl ru" fll"j 'i U'i fl ~ ~ [11UlJ 01') PI ntoJl~tJ a~UClJ"U1 

mr,I\!' 
m"ili'lil f!fjij:,,'llJm,)\fI11~atlUfl111J~1~lJ51'U mmn"i 

Uimun1U(;,)llJI.LUU~tlilJvbt\j Ll~ijm'i;uL~tl~l1 
n11l"t>~a-n\j'\ll\J n1'i 'n'li1\1f'1 flUFl111JFI''jlJ[11'u'll iH 

I 	 mn",,~u.hu141J'~'li"J' 14 Lt1U1nU 
• •III 	 n1'~U~ 03Ii103Aw::a~n"i 'nlnl 'li" " 

fl rJtn'li"'li"1Jn1'ii'!J,;j~., iif'i,i~\.LI1i03i~ 
" .1" .... . " ,.JfI (l'/:: tl\jn'li"l1J m"itl,U\fI'n~ u"itUJ'Uit01UU LVI ElYl1\1\J1Y1 

~~''li" ru1um", l'i!91'lltl UfI:: Ifll11i: \h::LlJ\Jf'lfI1lJ\J011;i'nl:n 

QI 	 n11~\ll"HU1~m\Jfhrm 

fH1Jt u'4 n1 'li")J rl1'~" ~Vl\h::"l!1J d::f-n\1'\l''li" rulUUtiAl'llvu'a:: 

...,'"n~ \Jl 'li"'ll iJ03 LL tJ1 fI :: a 01\)11 m1Jffi~;u1JvUY1J'u 

rt1 11'Ii'~a '1-0 'J'l'\J, m'n~\ll"H1Jl LL Uufhl.l tlLLa ::\1,1n~ {1\ "'i 

1:1.ilu1Um""'l.'~1\Jii'i' >1,,01H 
... ... , ... ... 

n11W\l11ru1\1f1nLnru"nl1'nJ'itl03f'ifl1U \J., 

Col, 	 flru::a'1n':i "ilJnl'l., fl\l1'li"Wl(;')llJth::f11i"1 
-,~ .. " ~"' 

mu:::m'nJ0111'!11'll~ " Lltl03 \1amOW'1Im'li"'li"Ulm 

afI1':\JOl'Pi n"nYi!-J~"u(lJ'lG')" ~LL~ f!::1'111i 'Vl nl'vnJ\1I 
.,;,1~\1"'mnCUt1nTHJ'] t ~jj'Ul 1ii fll\It! 

~. flW::£l'4n'i'i1Jfl1'i'" -n\11'li"W1 Ll"1U,;i1JitJ~ fl1'i,j£llJ~Lyj1J 

gim Ll\i~1Vi1 rnuu., 6'1 03",a-n~lt100alJal~lJl;)lJ 
"" Plcu::a'401'llJn1'" \h:ajjuu,atrq\J~~01'1J'lZljj\J 

~~'LIa';a~tlJ::m "jlJ fl111'Ul-i.,.., 

fl1'i l::'-!tJ~fl1'm1~am,r\J bJiJl'li"~JlllJ\1~mnru'P1fl11 


i'\J,a ~f'I(l1u\J" 


tJ ~ fl1'lYi~ "(1.11 \1~ tlfl1Wl"j1 'iiili'\iJtJ'ih l1iJl"j~911lJ fl1 'i 


¥i'iiill'i CU1 ~y~ tll~~1\1 ~m)J,j\Jl11Jvlfl{)V1Jl~J n,...,.u~ 


~, 	rl\'U::n'S'SlJnl'1'!11~YI" i1 \11'li" CU1-rtJ"jtl~ 


~fl1u\Jm';;{n~1 

+ 

Known Factor Unknown Factor 

/ 

1 
/ / 

/ / 

1 



Known Factor Unknown Factor 

cr 	 n1'i'I~\J11J/FI(U:::n"lJn1,.ij1Jfl / 

~C'll.nl\J't~l\.1n':i~1Jnl~1'!11'iiYl i LL~::-W'U1,,!n1':i 


PI rut ",'UJ01 ~1't11;jtl' ""tJ11rvnr~ih)'rm tJ~1\.11 tfJ t ~1~n 


vlr11V1tJ.1 (mrij~a'4'l!1;1tl~~I,rS'~Vrr(;] ",~m~tJ~l1~1\1 

':i1'!1 n1~I>;"nJ, ~ ~ 'Vli"l \I::tJ, ~C'l1'WC'lmu'WnT)iiin"111~VI~'lU 


,,'!un,tijl\J) 


" '.",,,Il',i1~1U1~' 

tl EI nVl,1~~ EI LL~~c.J" n1'~,;;)1OS onh.J V.,'l ~ rn,j\~ nl';j ~n't'!1 


1J11"I~~ 10 tJn'1~C'lC11'Utfl111J~~EJ~ 
~ '" 

tiMiIJ1 fl111. 	 (iM:... fl1111 :~~f\~'""lltJI,'''' '~"'" 	 ,
'~fJuh) ~u~tJ'l\loa')~) L~ l ~~~) Li'lIJ~~~L I") 

Cil 	 nl':i1ii/l"Vjil~1\,i nl'~'1\1aEl1.Jfl1 i1Jm1.JOllJ / 


mnC'il1 bif'l1\..01UIII'l1JLl1.J1.Jl'Itl'illYi1tt.
• 
u.~iim,f\;~;a~H

:.:.::..:'-'---------c
01,.1"l1jflYiu\ll 'Um"H'n11l a flUfl111Jfl'l1.J01tJ'!IB~ /
I~ 
~tlnC11' 'W~t1'U1J1~'~ltJ~iit10U 

~. 

01,1oUi/l flfli: \llu n1'~\ll' (I.n ~~1.JlJf'il'lJB Llfl ~ 	 /'" 
VI~'n"'(I1' bJL\lultJtJnll1Jlm~I'U~rh",u~11' 

'" 
, . 


m"'tt(c.Jfln1'l\Jl"1'\1"'rn~'U 'Wm-3mlJ"I1"mnru,; / 


m,i'u 'tl~ft rn~'J'" 


<t tJ"m,Yi'\lI,ru l Vlj€ln11'1l"T'l~mJ.Jl Wm~~l'llJ /
+ 
n1':iYi~1'H\.Il ~~tlll1r.i1u~nn.!.nmlJ~n{l'\tUJ1tJ 
•O1V1l..f1 

... - ~.. ...I 

1J11"~1"'VI Q'I \Ill':i1~UJYI'n"'':i~'"Uf1111Jla tl~ 


T ':::AUA1111'dl lU U T':i":::ft\lfl"l1111tJ~l"-1J A1f'111s.ni1~N 
~ 1~n1u"11~L~"' '!Itl~n1'nlll':::1~ 'tlEl~'-J~n't'VI1.J '11J~1 L\JtI x .. i 
 l'ULlH'" 	 '" 
(i) 	 n1,.1,j'~~fjih11\,inTllll"l1";)Cltl1.Jfl11~ ~ / ~ 


f'I':i"\J(hw ~flnCl1''Wfl':i'l!liltJIi111Ju.tJ1.J~tl{1J 


~,t:~ u.~iinl~'tJL~mH 


~ 	 m,l'1i'l1ft~oQ~lun1'tJI"l';)aa1.Jf'nl11 / / 

FI~unl'U'tJtl~Lflmn'S 'Uh,jl.J.lJ1tJ1'.2'1\,i 


l 	 +~~tI1n'~ 
•

Q'I 	 m,l,j'VJ~.yj\j~1'Wn1,Yi'l11W1Ll.tJ1Jf)')'tItl I / 

Ll.at"'«n~tJI' uid' jl.J.l1.JmlJlI1lii'~I\4Yi 

riiVlUC11tl' 
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• • 

':.U"1,~~,';J\J ~:::~tJA11lJl\JU'i~1 	A1F1111H~V~ 
It1016:1/A11lJL~V~ 'tIt1~m 'l ~lh'l:::1~ 'lJa~tH\n~:::\'ltJ 'i1lJO.i1dhJ x 

10 In iii 

oc 01'l~t'l!~~m'S'1I'S1~"'rn,jU b.i\J\~-1t;;l1lJ I 

<t 

~an~nru'fim'i~U~t1~~fI1tJ\J"1 
==-'----.~-j--I-

~(\m'S"~'ll'mn VI~ElO1'im1~a vU'ijl I 

b.i(ll'i~(I'11Jn l'i'1'l1'irul ~~al-.1r.jlu~nru'l'1 
(ll'll.)Vin!}'VIlJ1 11 n1,\<\\J1i1 

911"i1 ~~ Q'I.Gl ~tr,.iUfl11lJ.j'ntJ 'U'tIB ~m'SJJl'l d'-1 
... :I " 

.; n'ln"i"i1J/'U 'W ~V\.1\1 an 
'11 lan1a/Fl111JL~tJ.IJ 

MUST 

m 	 nl''il'lJ\\I~~iJ 'l1um''jti'll~rul~L\JUf'11"IJfl ~'I1't-.1iin T')V1tJV11tH~{\t~(iwh 

u{\ t'Y!~'na1l'i b.i~;j\Jl\J\J111Jlnm\iTU~ ~mu.nf11'HJ1 tUj'U01~i'U'H).IJ. 	 
I1fl1U\J" t'AUi111i"1~~i;\Itu, 
O1'SVi~l"j 'u '11,xuf) tJ~~,"1 

flt1JtB'4 n1 'ilJ01'S "1 ~'", 
u ~ ~ u 

VI ~mnW'fIf11"i'i'\..J'S a.IJ afI1UlJ"1 	 tlftJtl1~~1ia1tim'S""'uBc.J{\ 

m'SmT\lafltJ l";m~vmJ 

Lnru"f11~tI1::: LijlJ~,4tlfu 'S m 
~mUU"1

f---i--------,,-------.--+=='---;- 
r;Il 	 ~~m'S~'ll'Srul '\I11a 01'Sm1\)rl!)\J~h 

bJm~m1Jnl')Yj\l1"jru 1 lv;v1-.1~.h'Uln(1J'I'1 	 ~11 1lJ ~n ~ v~ fl 'j \J fl11J't) v~ 

1i1 11JVinl,J'vIlJ1EJ n1'v11NI 	 :.-W n1'i~tln 1 1 'Stl ~t:: nmJ nl'i 

Yf~I'H\n 

m'i1~101" Q'I.19 ')~~rUl"nl111m~'j-1 'ilrl..J(:.Iflm:::Y1\J~llJ I:la lanced Scorecard 

lBn1a/Fl111JL~llol 

(:.I~ n'l:::lo1lJ~an~t:tJ1\J..J1WllUlu Internal Process 

~"'Il1" 
nl'l\1VlnTi 

\i'li)(i'.ilOVti!11rl4 

t\lHI,I.f\i1j 

til, n1'lt'If~~W;J'illl. n ')"j ,;; \I')') ru ')U,lJ\l +---'=-""":::1" ~ EJuoff'l..JJ1;;"'--1--,-+
ri1'll f)Url ~',ol«n'Jm UJllmhJm).) (~~lA'iif) ~ ../ 

lJ1(11'j'5 1 U~fi1 'V1 'U\>lH ..rt:rmllli 
... 	 lf1!J/'!~\I'V'\i~) 

K:I Q'I 'l\J~~H 

I 

. , 
n~m~lJ/'1J'U\'HJlJ~u -1 

SHOULD 

t·rr Y'l ,,,), \) . fi1 "i alUlfJ"Hll l 

atm n"1 l 'Uf11'H~\IT)(1JlnT'j 

i'tJ "Hm1r11\Jt. n1"];;rn'l1 

05'I>Wil'iltJ-11'Un11tl~t1tlJmt>1 
~"'\JvtJ'"01'i\htLii'Uaci1ol 

mafllll>l~a'\.mvitl 

fU1Jtfl'j 11.1 nTJ1'01;;il', .., 

~")f) tJ"jUVI~t1'Y1 U'fI1\J01~ 

'r'h~1\J'UB -1f1 M:: m"llln 1'i 

I'll "l'Dl'l"1 1UnTS'~ 'l T'HU1~ l'l El 
111 'l<~\J 'H}~~m-J'ti., hh,J~bJ 

lUll'J'll'n-ll~i r.l1n'J ll?\:;h.n·~ 

\-1 flY1ti 'il1'Util'';i Yi\11'l un 
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f'lNll1'W flo• 
nl"j"~~nl'~ . ,

It:{llU.' "j":::~\J'llTun~l~
(:"uH"u.vu111::i~ 

(. <l (<1.'::.)
l\ml.un~) 

~. 	n1~"t"llr:J~n1"'1l'1\JiUnU\A 0 thl.l.mn~ 

(§~tU1hi\J1"j ~ Vll1J'Vtcin~nru"n1"~\J 
':-fJn"'~l{Yil.l-: "" 

C1 rl11J'U '" }·n,rf.1\\Rtr"l) .. 	 . . . 
"'. 	 r:J fl nl'~·W\J'l 'H"ul 'Vt~f)fl1" Am.J'Ul~Vl1" (~d)J1~"j1\J(1[)\J~1 b.i(1l,.~m1JfI1 " 

., ~~n'~tN;\.ii-i-t1~l'H"u1 ~yjB1~r.h'ULn(\j<t1 f11 '"~ }"n~f~fl ii'\") 

n!lYllJ1fJfh'Vt'J~ 
 t 

~ tl LLr..i \JU'i"A 11F1111J L~ fJ~ n 11~~Yi1Lnru'tl n 11 \J 'i::: W'Ufl 1'i 1'U'5 f) ~ ~ {l"l tl\J n1'l ~m.l1 

~'llu~\JW_q~nl1W
-

A11)JL~V~nl'i'1~~~ 
m 	 flCl.lt: tl'1n"j 'Ulfl1"i1 'l,rq~ ¥1\j1J1't.1nl'i'1~lWL.l1 

uUU9-;"l.ItJu~ t",cin~VI "j hi ~Utih.J\>IllJ"lht nlV1 

f'lru:::n,.,.1JfI1,.1111'8W' L~tH ",«mnru';fI1'5i'U'jfl~ 

I . I _ )J1V1"in1,.iltl~n'Un1'i"l\l~Vl 
(i). ~11l"';1 check list nl"VI ·n~~t:lU~vn(l l'i Vl«n~l't.1 

\hr. flEU nl1'!JrJ rn"j'rU'i a~(l 'l1"U~1 

~. ~l1lvi1LLUUpil"'!Jf)fI1'j~\)'jf)~(lmU'U11v.Ltl\4 

Q'l. 	 ~t>11Viifl1WI\JYll\JU~t{(>l')lhLnOJ"n1'jth:ai'i't.l 

nl11'\J'H)~~01\j\.I'" 1'Y11i .ffii(;lfl?iihil-un1,) 

Yi'll'jOnt~'~vuYi'111l 
oc. 	 fHU:::fl'1n'l'5lJn1'.i"1 t!~tJtllni'"l,j"tll'Unl'l L~1J tl 

t-Hlfl'1'j(ol'j1 ~(l tiD l-Xm~mlJLnru.nnl'HJ'itW1J ,. 	 ... ... 
Lm)'j"\J"HN~m\J'J"1 

4:. 	Aru:::n~'1.1fl1')··l'tl1'th~ 1 V11J V1'J 'U'i-n1:1J\1niel-l 


~1';iUt11t1 'lltJ -li1tJ n1'j"lHn~1"l \h;:;nmJ m"j 


Yl\i1W . .n 

'no 	 ~V1 tJ \J"j1J\1~ ElYl1JYll 1~nl'nhnl..'tEl ~ 

f'lWt fl"l'llJ n 1'l 1"!11-n't1' 1'Un 111i~1"jnn l14 tln1'j" 

1'U"HNi1fI1u'tm'l"ji'jn\*.n- 1"'~uu hJi.'U\.L1J1Y11~ 

l~)EJ1n'\J u."thili"F'I'~U~'l~m';i1~~1"j [,.J1 

>:I. li Y'- 'l.u. n1"ja1t1')UfI111 JC1 tVlln1 l1Jfl1"j 
';~ 1'jrulfl11i'U'jEFH1rnu'Un1"jPim~1 
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;an':::U1,\N1U 01'-\J~""'1'~1\a'i1V1 
'VIthv·nu m!lJU~""'1'5.n'U,y1ltJ na~~rl1'\mfJlt.lal.4~u::nl''5tl'jtn£lUl, .,;1atl:: 

d 
VI 

Known Factor Unknown Factor 
.... or ..... ... 

II 01"\I~~il\l~\l1~'W~'l 
• ...... ... oJ ... .1' 

Gl.m n1"lm'\.1'\,j(it 'il (j(l::: l£lU 'il "! ru fI n'l.'tru::: ~a-3Yli'l ~'VI \l ~~ tl 

~~il~ 

n':i"jlJ m'iril'VI'UfI'lU~tLijU'IIfjru"'m;['IJ~'tIa~-A'i1~ / 

1~ilf\11lJ lillV1'U"i lUi'! tlauYl'tla~~aYl fill\1'liiYlfil11lJ 

~~ l{\'11Jfi~m., til] laO~\I::; lthJ~til"''Uli'l'n(!a::d)UV1 
1"1 ru~n'tJru::: 'U fH~'i1 101 

Gl.~ n1'H;~1l(] U~"~ 

~'tI1!J/~f\J'~'l~ ~~lJau l'ra Yll~\Jl ') ~11I1lJ '51ua::; lfl [J VI" , / 

PjruifntH'IJt 

I I 
0"5 '-)Jn1'IJI"i1vi'u fl'1\1i'U 1~ EJhijjiillla"i'Um t l~hJ{;'I, 
flru«n't~H'Ut:"tH"'~"'~ (lor) i-fiiY'lL\luLl1tJ.3ym 

/ 

d .. 
IiIl,UVI 10 m'l~~ rI1\i:::fn llJli1L~ 

~ '" .. '" (Li u1 f'l11lJ <.... BEI W)11. (lit! "" T1lJ (LlII'l f'I)11. 

~ri'J~,tl ) u;u·nh.. ni'l"l>!} LntJ_~~~) .;:;tHM1.1n) 
~ 

ffi n"lJm,n1,.,1m,1fJa ::: lDU VI Flru~'m; C'I.I:;'(j D~ ~~~ 1'), , I 

UJiifl11lJl ,)11~lu"i 1ua::; ~BfJVI'tIa,l'Wi'lf1 ";11\idiVl, 
Fl11lJfi~la'1lJ i1~ 01"J!llC'(5~V::; lU'U~nl'l"ueo) 

"ilva::: l a[J flPJruam;N::"lla~"Yi:::• .:;~____-::

l!> tJ"lf.J/~-rU~l~ i1~lJa\Jt'j,,~him-3111 llJ'- l L a:: lDfJeo) / 

~r";n>t(\j. 

IJI m'lJnT'Hll'1\1i'u 9l"i1IiJfulYluhJij,j'mJ" / 

l ~:t"::;lii[JI'1"lw~n\"Jw::;'tJv~~"~ (tor) ~,yVl~~1J 
U1fJ -l'rif) 



•• • 

• • 

• • 

~-

G') 	 n 'nlJn1, tilV'U~1'~l[J i\:;~aEJ flf!ruanlnut 

'tJiH~"fJ W iifl l 111L'li1h 1'U'ltJ~:aBUVllltH 

,i~~ vi1t l.1LnVlf111lJa~Lfl'llJi1~nTnJ5l(f lj 
.,j 	 ~ ". .. ....
YJ\l t LlJ'U~nlV1'J (ol':i 1Vflt LrJ(Jf)flum n~l1U:: 

~D"'~ ~c'--:-___,-----:-__ 
10 a'!Jlu/~o$U~'~ ~'l lJ rJtJ~Z1~hi~lJ-l(;illJ 

, 1[Ji\tLBEJ f)fl lUam.oJ(ut'Um,:r~~ (tor) 

~i<Jf) L \11JLYiU'lYftl
'-'-'-"--- 

Al,,~ii "'.«1 1::: ~\JPll1lJ'~lLtJ lJ"iHnT'lL~h'jti''l 

iii 	 n"UJnl'Hll\11JYl1,ua:aavVlflruanlifU:: 

'tJEl·,n·j "fJ bjiif'l111JL'Illh llJ'ntJ~ ::: d5ufl"'fl'l 

li~ ~ vi,h~\nYlPl11lJa-1La111JO'ln1':itJnL~t5 

~v t LtJu tJn' VI 'UIi)'ntlf! t LD tlf) tl \1Jt1n\iNt 

\D 	 :r1Jlu/J'i'U~':) ~-1 IJ Elt. ~aGl'W~'Hm1J.. 	 "' 
" U"'tLau~fi!ruan'tirut 

In 	 fl"j ·tlJfll"jIJl'l ~'tl {Il'51\ri'ui(;luUJihi'f)1i!rl 

'll fJft t L9l1~l1N~nt'l Ul t'tlrN ,..r" "1 (tor) 

~::.r\JfII'lll1-dl ~tl'U 'ZRUPl111Jl\nL'j-.] fhf't1111L~fl~ 

"iN01,~1l1':::1~ 'tI tH~~n':::\'11J "l11J;llLtlU x 

~ .. .. ., .. .. , \J LLH 

I I 	 m 

I 
+ 

I 

+ 
/ / 

. . 
n\1n"lI/~\JAD'U~fln 

MUST 
" 

L;;cyn"UJ01':i lJl'; I.l~'l 

l'l'Fl111JL'),1\ldi~nnt. 
11 tIi'll: L~ lJf)f!NcrOliN::: 

'Uf)"w,,~Vi '\lti/ilLih"n1':i 
... oX ..... 

'Wl ll!l f.l / \l f)\I ' 'l 


'Jf\J" 1~r1t L5' J\1). . (
fjru~ m:i(Ut 'tl tJ'l 1'H1 "l to r) 

l\1~:: Lflu V1 i~L~\44',~ 
~\J~fJ\m"j"j1Jm"jri1VTtI"1 
"jl tJa:: ~iiU1 flru~n 'l!tru:: 

'tIf)~"1",~y(iji'l111JLoU,to;)1\4 
~~e~~~nft11 

~m.".sl\nlu~::I.~U'" 
flcuan'\ir.l:':1Jij -3."",~nu 

c!u1U/~'i'~~1-1 riEltJn1"j~~ 

lJEltlVlnt)'i'-1 

n"j'UJfl1, ril~'UmltJ~tLefJ~ 

f]ru"m-)r.J:::1J iJ~TI"'vl (to r) 

iIrN vh f1 1 1~L-1)'11'\11 l lJ ntJ 

m 'UJfll ,. \1l ,.l'\1 i'tJ n f)'U~'i1 1 

~lL-u 'U'.nu:lnmru 

. 

n\ln"j 'UJ/ .u'UAOtl'iH 

SHOULD 



M1'1.:j~ en.1n 'S::&i\J"'1'lJllJLL'.:j'!JtH~~m::Y1t,~~Balanced Scorecard 

""n1a!fl11~'~". ..T:l~f.mn"tYl\J";a~1i\J~~1'S n~~ih"'1Jll1 Custome rNser 

R,'S,,,vf r£ \tI'~'-1IJ,"~,m''StI''tui\JnT)f11\JfllJi'l111n~t!'' 
~nul1" 'hth::WlJn1'Sf'l1tJ'11JA1'lJL~mnl'i'tlij~~ 

n1'~V'lnl'J 
(flC)rtl'it1,1/~...~d'~ 

lum,\jnih 

,::i\J~h 'S::fluth1.J 'S::~\Ja" 
,"",• 

n';i'S ~ Jnl''I ri1~UI))'S1 lIfI::~Btl ~ ;

'" ~N~n\".H\J,::'!J D""~~Vl UJijrn1lJ ~,')11\1 ./ 

1\J"lI"::~DlI\il'!Ja'l';'''1ij vi1h,~n\il 

"TllJ'Ci.:j ~(I'11JO" n1"JD~('Iij~OJ:: ~l1u 
". ., ~ 

~ml1\J \il, 111 (I:: ~all \ilfj rufl mj(U::'!J tl-1 

,;'''fl, 
\0 U'tJ,u/c.J'-r\J~'" i'i"'lJfl\J~a~hi~'H.. , Ii ~, riDu'ti1-1~1 U1lJmn" 

fJ!1lJ"U(l::~E3LVI~ruan'tlru::",---__+ .. ~tn' ./ 

n"lJm,,.'S,lij;U VI 'S1\1i'ulf1u\ilij. _. 
'!JD~fI'S'Ufl:: ~au~flw"n'ttru::'tItl" 

,,9111 flVU,j-"~9i1 thUf'f1'-1 
• 

fla,!;'!J'~~-1 

~('I1i1 (tor) vi,r~~\Ju~Yltm"m 

.,j ... ... "' '' • ....... ...
'till mI1J\n...", 1111111 ~,W-1 nl"ahut.Jl,,'tit) n1\1'IJIiI''nUflt ~ fl [J\J'!f!Wi'I n~ru::'lJll"~('I"l 

vi GU ~L \J \J wq~n l"mIfl111J ~~U-1 n1,"l \1 ~~ lJ' ~"Sn1"Stla-1 num'S!I-=-"5:.:W,-_ 
Gl f)'j5lJn1'Jm1'\1;U m 1\l;Ut~v'WiHrmJ"'S'IlJf!t LElV(Ol n1'i 1.1 n1'fh~ 1J\i'i 'S 'I U(1:: l8 tll'l flru~n ~(1,.jr,'lJ a"y1i'1'i1 

~ruant;ru::'tJ8"'~''' 1il (lor) ~ofi'Vl~\lU~flv,wm (tor) 1])8-1 vi1t1l1'1)J~ off 1h~'llHi\Jn"j'lJn 1'~'n\l i\; 

_ _______.L::ri::::" ::::tH~lJ"i1~ihN1'J'1nn "j ~11 
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~iln1:':\J1\H11J E1'4'1!1G1\l"l:::naUnvnTl Ua:::ft1LUUn1'H'I(l1lmll1tn a 


\1-U1l1~1U nalJi'i-1 Li'I'lJ L~~:::lll)lJ\narI1'\JYlU1\J1C1 nv-1"Cl 1'UY'4V1U1~uat:01, ,17:: nBul ' fliii,nJ:::
• 

Known Factor Unknown Factor 

~ ~1\1'\hV:L; lIni\ Jt.JCll,h:::lu'tl 'U1U')::: \111-1 01" 1U'DlJ I 

~f}ml1'\t!"n~1'U m1'i)" lllJ LUn"" O1'i(l1,)1\l\.l"l:::dhJ 

~~a'tl £nJ 'LpJ9; U~::: [1 '1'l!1(l'1 ~~l <i-1af\1 'U't'l fJ 1\J1f! LL"'-11,.,1i 

0'I1'1-1~ III 9I1'1-1?1 111'\J ::: tn1lJL~f, -1 

.. 	 L~1Y,j'1ViL~tIni'lJf..Jflt!1:::lu'tlu11..1'1 :::Wl1-1 01' 

"l1\/ n1Jmni11'l1an;iTU 9'I"n\lflf} \JLElmn~ 01'-

71'H\l\h:::Ul\J n~allaa'4m1ua:::o~f\!l~~~i., 
~ Ol'\J.,~ tll\J1auy.-11,.,li 

L~1V1,j'1~L~ tI n1\JtJ ~ oJ "5 :::l t1 ~j 'U1'U'l ::: OW h-1 n1'l 

'1\J,)1lJL8n"1 'i '1 ~'n.!l "J tJl ,)l'iiJ ~E1\JL8n~1" 

fil1 1J'11'ilU,.:::Lii'U L'~ iJ'!Jf) ilwTa; LL~:::U'Un 11\11. ." 
~'1l;-1\1111'UYi tJ1\J1 C1 U.vi-1t 'VIlj 

I1ITn-1Yl Q'I ,@ "::: I>i'\J t'l111J~1LtJ'4l1 a -1 fil"Lr~T5:::i'-1 

., 	 L~1',nj1v1L~lIni't tJf\\h:::lu'Uu1'U,.:::v.11-1n,.~ 
"l1U"l11J Lona1'l1 an~1U 9'1'1\1\1 a\.namn,. 
01'1j" 1~ \h:::LihJ l '1a~aa~miLLCI:::a'4lY1{;, 

~tfJ~-1 "'tn'UYi tJ1'\J1C1LLvi -11v1i 

~ '"'" 	 '" 
(ihiu. I'Il'~ 1~1"'~tl4 " 1 '11 (~!iL "'11~ I (~~"l '.)111 

Jiu ~.h) LJII~\.l1un~;') liitl~~~ ) .1";Ul~~L 11'1) 

I 

1::';\JtII11JJ~1Lt1u • 
'::~\Jf'l11JJltlU.·H A1A1111 

'lIiNn11 LlJ11::1-.1 lIa-1~an':;:V1U L~U-.1111J 
~1Lti\J x 

0 10 '" ~ 10 '" ~\JLL,)-1 

I I « 

. 

0\1 n'r~·JJ/,j\J\IIil'U\1 ~n 0\1n1'i1l/.cUgJil'U'iil-1 

MUST -41- SHOULD 

n1,);;\ll')ruTO~1i1'i UitJlJ1fJ No Gift Policy 

ij~~1.1~.tl""1J ~lnm')t.fi,,1iV,jl';; 

f1w:::m ')lJ01') u.a:::ij 

f'lru~tl'tmnlnl'nUt. 

~nfi''U n':i tl-.1 rl flUU1U1lJil 

~tJUrtJ1iJ' 
. ~ 

• 
J 




~L!li'\~\gr\tLUUL& A:>!lOd U!9 ON ULf1Ul'1. 'lb 

L.Nj14~r.l..Ur •• 
r.umm~rthlJe~Llm.rltl..UnU\:;tu~\..~'n(W........ ... ... . 


•
Glll!'fn~~"l~:;nl1 \..~~l ~L~.-I.L!?mLt-U.tt" '1iI 

I!itJbher.et\ml[\ne!-'t-etUn~U~nQl 
twrt.!.!.U nl!:;rJblrt~~" t LU(n,tU:;rulof

" 
'\~"~ht"Li\lhB ~h"Lru<"~<LU ·W 

~~~k!.\..un~t-e~!.LUt~Lrt.t 

[t"'tt-~"1n.T'\l..flr.ml..ll ~ t-1I1!l~ 

19l..ruhG~~"~hG(!~I!~' n!!1:;tfl.~u,;tI.U 
tU!UI!' rU:~I.'-M,t.1§ nr..~U.\!KtUWI!'rtttnU 

tr..u t-L~",:; f./tl..nllonl:; t.fl.~~n.!un~,~r..!l \1l~1 '" 
~~~V.t l..Ut-fl~utl..LldtutLU~bMnnn~£ ~ 

" [t\1,tt-~"I:!U1WM.nLll~ 

t:f~~ ~d\:ln.e:; I<!" !ir,thl!B~n' 1. U~ll.rlp~ rU~ r-: f1!-U fl~, tl..U t-a~, rtU_ldrt~ru.~ t- fl~UtLL Id tL",~nnH"{!~ 

/ 

t- I.I<!U~L1. L.tt-l.l1onBk6, . L~ 

';,-,q) (<'\~' '" ~) 
t'~n~:;t t'LIJUnLjllllt::r. Lllnld:::.t• , . 
~~~~u~n~'rt.LLld rtYnLwr.Lu~=r.~L~ 

t-n ..mtLtlJtL",!.rmHmLtL~ ;:P IA.N.tLI6 
~ ~ 

(l.14~PL\I'~'~\j:\ 

ww'nt.I-UIo' , 
l'if,'i)

f ~ on. J 
(\!U:1-"\l.mt 

~~Llf!1A'!!~Ij(!>!) 

tLUItiMLU• 
MLl1ru~ 

y 

f1~1t-~"~Lnl.. fl Mm.lJl'. 

to lD\!l ~!til. fiJnlJ :;\;!11 lt1 rch~ (!I!.t.! M. , 
:: ... --~. 

rl~':;t!1M.t\.(\ tLU tL~U(J'f1al'.~Lt.ttl 

nL~uEl-1.tLI'.U(nrttt.m.ttLut'l..~"~r. 

nt~u/Jl~tfl.l!Hn.~un!l~L'L-\ L!?' 

••~'~LL"/~LU"l 

to!1~1rtLtI,ut'''":;~--:LC:Y-:<L~CUC:'':;l!'::::.::<:;~-;<'CLU::.:-;-14· L!"~L t.LId ;JJ ~~LtLIe 
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http:L~.-I.L!?mLt-U.tt


;1i)O1~tl1'\J ~''\J vi'IN\J1lJ1\l1,~llJ,UlllJl'mllJ1c\ (m'j ~fltJ, ::'1IlIfUlJt£l~n"lJn1'5 '1l11Jn!l~1I1m' lii'1 [J 

~01~"IL1\J1a1f)ru~~hnu/tl'H:: "I./lJ'n1i01') 

'lo1ti1!H ltJ nCllJ~~ li11)iltnnl':i lL~~lJ1J1'; \illJ111f1'i'~ n ENCl 011WlU"nJletU,,,::: O1,th::: nil\;1"lfll;;flU:-:. 	 - 

Known Factor Unknown Factor 

/ 


lll))ij 011L{jn~1Vf;'inVil 'j nfI 'nitI 


It:! n1'lijn~1(HU\J'::)'J1run 1";i~'\1nh~'QlJ'1 di'UPI1111lU'U~1~ / 

,.. 	 '. .. " " ,.... ,. 

m 	 "'~f1'Ul~\WlJ'l'/1fl1'jLnl.l'j€lUfl~ 'flo 'O €l~l~\JtJlJ L'Uil~~ln / 


iim"h:: 1J1(1.Jm'jL~\J~lJlJln n"'h;jl'U1\J~l.vl~1lJ'h::~~ '1 


.. • 	- 1 - "." '" L'Yftl\J1L~'U'1'/1m' '\J'\II~lJl1tJ'U l\"ftlu'n:~V'tl'\4~1\J \JI'U 

911'1~~ III m"~"'rn'U::;f)1'lJl~EN 
10" 	 '" '" hiu11'11'1 l. ,IY;;;;~ 1'I1ll.. (~;.. I'Il"lI (I..Ml'IT1: 

I~'JJ; I) l:i• .rl1+t..nil'l-l) WI ~'~-I: 1;i"~\!U1f1 

L~nn1'tJ'::'qlJ' L~1nill1f11fl1Vil'jdm~~ / 	
~. 

u,piij011 LDmh~Jt1TEl1Y', mn~1\J 


b nl'L{jmhEJ~tJ'h:-:lJlrun1'i~vnh::;'l11J'1 / 


Ln\JPI11lJliJ'U'l~~ 


rn 	 ~>lfi\Jl'S'W~ilJ'i '1'tl rn 'l Ln'U~mJflt: \!:lo ·tm ~ L~ \J[jlJ / 


L~a~'llnii O1,th :::111 ru 01,. (~\J.thJ lnnn'll..j1tn ' 4 


t1L'Ul~llJth~"'lJ' Ll~ ml1(~'41'l'ijnTjltlv.)JtJL1t1'U
"'\ 	 . jL~atJ,:::1~'t1uri1\Jfl\J 

':"\JA11~'1Li'J1l T1::.lUfl111J'ltJlL'H ~1f111SJ 

tla~01'L~h,::::1'~ ~a~~C\n'::\'lu l~tI~111J
V. 

'"fill x 
~ 10 .. 	 .. 

i UUH '" 
" 	 , 

Ci'I 	 LilnnTnJ,t'QlJ '1 L;1ni1L1~1D1l11,iJmv;m / / 
0 '" LL~iin1'Lijn~'UJ"'lEllv.l~m","Il

t---t 	 t-
I!) 	 n1'LDn~1tJ']\JtJ':it1J'lNn1'li~\J':~~' / / 


Ln'UfI111JLu'\J'l;~ 


'~-l Fh~ L~tJi;lJ'1'!1n1, ~rh4~El (J fI t: 100 '1.it:m1'Uu)J / / 
.. 
LiJfJ~\1'lnj1n1l tJ':i ~lJ'lUJnl~L~ '\J~)JlJlnn'i1 

~l\Jl\J~L,jT~llJtJ'MllJ '1 L\4 fJ oJ1L'~tJ";il~Jm1 j1~,,'L~''i"" .iimh"lu_"li1 'J'1l\J 



----

'. 


1"n1O/R11~'~"' 

m 	 ~ann1''JtI'5t 1tlJ '' ~~ln11L")~lV1V:l'5i1mvltl~ 
u.iliiinT'JL,j n~'[J Alm~l"jnfll~1U 

Ol"jL,jmi1u,nJ\J"~1JlfLml"j~V1t1"j:::'t!lJ" 

Ln'Uml).JLts\J~~~ 

m 
4.. 	 _ ... , 
L'Ua ,:j~nn1J01'StI "j~1Jl(u01·n~um.JlJ1nml 

,jlt1 ·ll.~L,j"~11J\h::'q1J -, L';:: v~'L:5'U"'<ij01'5ttJ 

\Il1{U L1t'U Li~ !l\J'.i::lV'ritJ~lU\>11J 
.. . 

V1l'n~fI Gl.m ',i::{»U Fll1l.J \JU.'~1lfl~~"m::YlUf1 11J Balanced Scorecard 

IvnTaJf\111JL~[J4 

r~fln"j:::YIu1ian·H~tJl'U"lW)1E."U Inlernal Process 

lanl~/f'l1111L~U~ 

.. 	 LannTnht''Il1J' L~l n11L1m 
.!/ .. .... .."

-rYlWl''aJm'YlfH U,'U.ln1'lLUn\11t! 

AlfJl"v1'''lmn-l1\J 

Ie 	 n1''JLGn~,tN\JU·HaJ1ru n l,. .j'\i1 

tJ,t'ijlJ , Lnl.. f\1 ·11J L\J 'U~1 " 
,, -	 ... .. ....' 

~n . 	 ~-1 l"1 'UL"1JtJ lJ':il,.m"LmJ·H)fH'I;:: ~o 

'fJ[m~1Ji:i 1J L~fl-1'1ijlnjjn,.nJ,):::lJ1ru 
.. .. '" ... ., ,, 

01"iL-1\JtJ1JlJlnml"Jl\J1U~L'tJl"il1J 

., ... • t
1J'H~'Il1J- LYm\Jll-3"nl't!nT5 tI 

~~\'aiu1J ~~ElL 'j::l~'Utl"'l'U?l'U 

,n' 1Qftn'1 
1::t1UCIl1 

(I1tlM';gVlil-T'lf"l~ .,.,(
1\;-l1U\JrW;} ,

Ii ., 
iii ." / 

I- -- 
" 
~ ,il 

'~ ilfl / 
~- ., .. .,, 

, " 
" / 

.• 
n~n"nl/.v'Uf\iJ1J~~n ii 'iiJn "nJ/,j1J~ltl1J 'HI" 

MUST SHOULD 

/~ 

/ 

- 1 

I 

,. 

1!:ftUth'J milJ~' 

\0-<:("n"'~ i« b) 

, 	 ... ,; 
fo)f]'Utll>lll"l Ul1,lmn:J 

~f)'U·lJ'l>li.l 

"'m.loJl >l~1 t.ll'Umn-l 

" tl1'\..;mn~ 



'. 


~ M ~ 

(iI1"l~Vl If: m~wJ.~'WU·WI1~R11lJl~rJ~ 


~vU~\JU;"'1 1f111 11J l~tH 	 n1 "ifl'lUi'jlJ t11 flU m"i1i~'U~UtJ"i :::lJ1Wri,,,,i'U:;itJl\.J"i::"IPJfl ru:: -altO') "ill m "i 


tJl'llJfl~'VIlJl tn'1v11 EJ '" rnlJ'I'mlUT~hlt'Ut~·H·l'U./tJ"it·IPJ"il'l1f11"i 


l vim1'11JlJllJl'11"ijjllJi'lm'U"t'lU1\JT~
.. 
VI "\Ju.UUl1'l~nl"iruf\111Jl~a~n1"i OJ;~ 	 1Jl~"i nl"iUa~nUn1"i~0J~~ 

"u '"' % ...lflOm,. "it'qlJ"'\ L"i1n11l'l~1B1'V1T,)lJflLYI£J~ <iI. ~U.~AUUCY~IA1UfllJ rilnuhh~l'V1til~ 
U~ii m "i L\J O~, tJ fi l a1Y1 1"i nm~i'U 	 vil,n moUfl'1\J~\J1i?lIlJ"') t LUfJU m t"YI"i 1~nl"i f\{\'~ 

01"i Liin~It. ~\l tJ"itlJlru n1"i :;i'f1l\h t"QlJ""I tl01,JLm'~f)~'f1l 

lihJA') IlJLtJlJlil~ ~ ~ . ~t)~f'r\JUtlJ"l11F11 tJfl '1 f'htlU'l~L~1V{h~ 
1iI.(il U 'j toll ') UJ fl '1"jUlJL1"U'Vl (il"iv ~1~ (1 n~ 1:) ~ (l1 1lJ

• 
"itL,j ~U '1 ~'I ~Jl fJ1lJf'i l\.nru~ 'nrHJ. l'1tJl-1tilm1.u 
tlth~ull'Wtil 'VI' tJ'tn~LAV~lJ l nVi~tJl, 

\£I.v ~jlJL'~'U'l~tl~'1u n"l VU l1~')(1l1l1'.it Lil ~!U fll "i ihJ 

(~'W"t1"1"i rl~'lI"ijnl1 

It;.m 1ii'll~1111'V1~n~lU lfln"'T"i tJ"jt naUf111l-Un'i:')£J 

flti')~ ~n~fl~ fl"i\J{hU LL~ :::fhH:SlJIn[J1'Ul1fl ,) 

virh~..,'WtJl 
1e:I.(C n~1J~')t/ ~\'I11'11iJ"ituuni."Wm~),Ju.~ :::"' "VUVl1t/ 

n') "i fhJl~U'1 tJl"H) ~ "i I 'D n') 'l l~w fl1 'i'Vh~ ,)ll 

L 
~11J n'U "i t VI'l ," ifn?"!J ') n') ';i '" 1~1 1 ru '1 'IJ 

~-rU~vl'!1flUl f1"i "f)')';l -WnlL~111tV"4h.JtJ1V 

ufI :mc..lU UfI ::: n1"j~U"(H WlIlJ ~ n~rH'IHN 

~1~,rl nq)j"1 
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