
a/sA lAilt cat;lS.b , a7a-*ll a;ulLll
ca*i;r,ll 

Ug ,r4:.."oll ff..^All
' $tlil *t +r,.1 rp Jlji

JLll,)l lJ--Jtr ',Jpill ) '- l^tJ (rull Forces)

/ eh)l c.,,1 ..t l / ot ,t J1 i.,#t,."lt / .',,,J.11tr

l{ ,\r.i ..'. $_illr . ( &ll cry / aJ:.1 alt.&

/ dL-?jll) (Push Forces ) i-t ul csrdl "t+..,

/ A---.rU"tt I Or--St d-DLcl ir, / .u-t .. ll

i-l#,Ji , ( orJut 6tr*yt i.,jt,ill tJ+Jlslt

qrjr. i--^LiJ! a-!-^tt Lut iiriltr i.dt
, i,-.^le- Jl i^L:" i-J.l-ll iJrS3 el Ll dli e c;
,/, , L-,.13 rl '.ilJ Ors ;l Ll ,9;l ;_,,t++ gi
a-"J.r^ll t++ ;; 

":tt 
iL;r ll .,,--_r o:nlul Els

6rl-ll crl3:)l ..1. lr-lj Learning C,:tt _,,+,+

,l ,rl li, 4--+Jlll i*"itnll :il- i-liJl JriJ
Jjl '"'ll .--l' 4it+Yl .pi 6Jrill Q ;sie pLxl

c----o3 f i----a.Li"S <-, 'y; ljt^, , g-9,r-1.-)l

ei.-,p\, ,rl ;i .:;cl) .+ g:15.';ll A,iJill 
-.,p 35

6l-erl a,'r', ...'.,ji-,t-.! t+-L-r . ( dLil!
Bench 4--9-r_./l :.iJtiJl J'l_, r ij&i- c1-lr"_,

i-,|_.p ,rs .:rl_9:Yl o.la -.;-,pl g" ;r-13 marking

c.,-Jill etniY (6iljl) t-lr"i-il 6ti+inll LjJ.i- r
/ :, .,t,:lt 6 

.u.]t dri.jl l;- ..i.,,-,11,:tlt 4!+lt .+
et+, pE l- JS.,Jc lrlt',...I-r -i..*ll ag-Jl

: oSYl tirc" ' '''-lll hA

iiJti.ll ,.-J"^lJ er<*,rL e jr;ll L$..',.

!n-Jl 0g........-=rll cJl! & at:k:;=rJt
. Continuous Improvement

: LLll
. 6l 'J-ii.ll .,SJ-l tjJl . u-oL-Jl l.iJl.c' =j
I oo c 6l -l-r ll L___+l-i r C.rtilJl ,,lil .i.-, Jl

, i--ilS ;,, -. Yl ,r.lo ic.rt ...',., 4J.l_E d.,!\j

, eij,till , i,rL-3lrl . A:nUJ,^ll , aJ+Jds3Jl

61 l^i ll o:l o^.,, qiJ . |5}lri3 lr rlilJ lrl- o

3l ;:-1, .ii- JL". Oo ,',-tll r-r -rr) lai;l3J
: i-iYl ,-ilraYl g. _,)tSl

.J-_Jl: (.}Jst6:.""1t ) ,lt,jlt .3LcJ rl nrl -

. k+br k L:_j &
t3d )r-: 4J.lllrlr i.,Lll r;rJl i:l-3 -

4-Jlc e---l.L--J L jo j t4jl r,,;-', ,JSl .JJlJl

. (_;r.;ll J-l .+!l-,)
la:Ll g)S 8-,Jl cs:s &tn,JL-i...lr JCs: -

' ( O".":t rl -'al)

6l-ol_41 eli6Yl p:c (+JeJ . ar6 L ,iil *S:
t-ail3 r ., , . .-i i.i-i.lll r:11J1 4-,ilnll 

",j
, .# 4+-t- il.,...) i;L,llJ i.J^Lll tLJ u.^J
! d----lc. 'r,o. f<_l I dg,lilill .Jlg 6rff._i5
6jr-" )) i--..^!j,.tl O_F Oi+ LJB.ii iJt.r-yl .rar
\i-, . .1 Competitive Advantage ((JiSl Jl 4t^.rE

i..ilil (,rill tcr.;.qJg'^+b_f &

i-,ls - dlt^eyl 6Jrl l.i c'.4j- J - dL.eyl 6Jri lti-i .
:J.J ,.,*-I ir-t+l - i,-i!!lJ 6Jlt)l

Lrtryt aJL! lnbrJt iJ.-t f ,, t (t)J-rrt (t)+



frl lPill) ((q'.ytt tuJllll )) 4r^-,i 4+lo JJtt
L .r Jl .rl :nD) oL-l u,:,ilr, (199S ,

_pl.-]t) o+L t.iltt g_1_)i3 ( t99s ,,rilt).(
+-id 1997 . g.rtCl r+9 )(tuJtill ,e-,ljil

,JL-..) ((".1r- rprti"i tuJlLI )) *+ ,r.'
((,,Jct U. Ltit ) vr.. :t ,-y :r . (s , 1998 .

.( t 11v r .-,:.^.',) r

trrV (( r++ytt tuJlill )) i.r.il dsLJt Jbrr
6l:Yl o\ I ;l5aj q!.-yl 6- t!l'iil3 AJy: ;is)l

. crLrll,:., r_ilra 11 6 *i^S

lrnYt . 1.:xr-ll .;LUf r i,r-.d fujli,.Jl(\)

L---.i.,. -Ji3 c.,YY.r txJ 'l+-rll i.:_lti.ll ;i!;i;isi
aLi "__-i. ;.Bl ,.uill +t+ q+ . L 1y Lar!
:-....-l_;r g;ISt *cli- -;o3 Francis. Lowell

i-+-l.ll &l - cl-il es iplt ll q+JLyl

,,j----r lln 6l;Jjl.,tl -!sl Jt d:-:ll 4,,tu+J+ll

L I ,r J.i Henry Ford ptJ clJSj . dli Jl ha
't___L 

s-Li.. .,,rJ,.itS Assembly Line 6;.jJl
JL-ir)l e+ Cly qf Ar- ati Lr:c. l9l3 rl,
JL-iJ)l dE _.rry,-JLl .LY +- jctS+",it'

. a9J-iY a.L- g ISJS3. ..;,USf :;L- ,rer
Z JtEll i-__J^lLIl 9 Jl .ril._, r (Evans, 1997)

LjJLiJl .J J.*,1 6-Jt ir_- cj:l uL.llt J,!,6
drt+--."-sll 4___Jl+ qf C-,,jU.i,Jlc ++-rlt
slL;', ..lJ 6lll- u cL3ul 

e-+.1 l9.l! I o,,r-

6lSJd iiKJl 
a6:l-.fu-,1 el-it drt+&llr Jtsi)l

(Fr'o*+J^ 4j..nll crA asj Ol J,6l . i:s;J,.Yl

--Jg J --.lt $ f6srA ,JtSe . LlLeyl o,J.ti
c.,l til', gn o3Jat-i L , :j.<.,r ;,JnllJ ii-,,-ll

;.'ol:Yl oja al 
rr',...l i.rit5.[., , ;,ar,t1, r:orJl .

a+3 & ki" +pl-"ll; Lr,"c crLJij,Jl a].i

.iti+.L:lt i"-ti. leclrl i,+"J ,uf .TFJF-ill

' i h:. ,+-iJ lj.ltcJ l^rli- l, llt- , 'o-'r;.11

. dr)t+..ll

t.JL.- *f i- r:', Jl ql. ,l;!1, al;JjL',ll 'oL(l - o o

l-J-c 'n---.Jl C*-Jl-, l-.,^i. e!ttl
aiJEJl Zyy d C-r,ll :.,:)l ,tl -,,1&i+

L-<+.r".9, e<+ r.t l.r_pr" qJljY C,+!l
o- Lr_,,I-6'l+ abyl o.IA (J.b j$JIl ,s>l
i.Ll .'"ll ;: Cl e_21:l Obi.,,rl r-"L)l _.,rrr-t

c/t-+t+il 4-+Cl .r+ l. I dillr TeM
I 

"/\Jlj,,.L ( KAIZEN ,.*".tll)
l-C ,- ,-JS 4J,aJ,ii at,-,; ;r-13 ilJ g[.r,
, i..g-,lillj 4+tiillJ :,Jct i-Jl ;r...-yl ,rJc

,r+ Jn: r r-9rr i.r-_j.rl i_l! ;Cir. t +.,_6-r

.'o!\ iF.,lr: iiti.1 . &t i g_Ai
,',-ill 

:. iiL:"ll JlSryl C.,,1} cp {J+{j. ,,,i nL

-: i;)l d.rlJiill J&i ..

. lb JLI : 4+r.JrJl fu_1ti.ll :"y31

'eb*r.,ffi,.ff

* Jlbl : 19s.r,11 ij1,ti.Jl :,tgt

e-_t)l e* ; ini. Benchmarking i-ts &l
(Slack, ;_11 'J :l iJ- u,-i.i; J .r-i ,,,r-
6 .-S et,al,l 998), land survying where a mark

,€.tt LtA , ilY.r :l a++-x al"iS

oa,qll I . erdJt l{+ i,.-U,ll 6!-.611 .-,;hrt

f (t) r-r.l (t) +
LJJyt N,Ltii- btt iJyJt



Kajew ) (( a-J.^ll oJul elrYl i8.,.1 4J+

.(ski,1ee6

i'--r.lt. ll ,r--r drtildil cEil ,tc ,''-rll )) .
.r .--i: o:ll3 ( Superior Practices in Industry

(uarttand, 1995 ) (( ,,Jc)l ,b)l !l
C:-ri .r:l..lt, .3.r1 ll -.priillj -,J+,Xl la-',l )) .
.(wattrtu, 1995 ) ((J6Jl .r,-,ll _p.l+.3

- 1 ,'iL.., Jl .:rL.......I r.-l ,',1 ,'* sirll 4J )) .lv-rl

6l :jjL',ll 
e------ 

ijJfll cD__.- 5" tr;,;-',

. (Camp,lese) (( L.11 rl i J;iYl
L---rcl:l i--i_rti. ar" i-.tr^ll ,Jfu.-,JLl )) .

;rt . ^ ."-lc &l---n .Jrl o+."b. -rUt-+
. (wild,lees ) (( dJl,i+"Jl

a----.nE.Jl CJ-r 6tJ ":-,"J ,n^" ,'!:.i )) .

D-i 
"* qdti+l a+--i sa-r c!l-p) I ;^;

. (Hix,lee6 ) (( .r;vt J. #l
l( ri, r- ' llr'"rill lli: Ll' i-till d,- )) .
qal ^\^r-ll (,\ l, :-.. llJ..Jill J.liij fuJtL

(( ^--+.t---; gill 3l L;ll s-r;uljl
. (Evans,t997)

i+--.,sEJl cr. I d.:i)l L^tll go ,',-rll )) .
L Jl 4Jc' cJJsJ L atSl- I 4j+.!lJi^"I Jjr,iJ
G--lcl .Lj,Jc &,--X dpii.Jl ,Js dt-bsYl

. (rsss , o-t-,tr ) (( +:+

J--:rl ;-Jill O-:'--S q.,Y $.ll s-Jl )) .

.-_3 (Jr+.-Fl:ll ) = 
el-e l- 95 g-+ll

. (1997 frkll r+'). ((l+l+lil a"lnll

elJl ajJl,Lr c,"l:il r,"3,r. alaLi-::Lc )) .
L-^Li. q---r r;_,11:Yl .:.,L_.,1LJIJ drl-.rill J

e{_:t+:n" tl.-+l ,J laic :E1-)13 a{+.-J.-rl
st+r-ll r---+l+-: dJl',I."ll 4i1+., J ae3lJs+r

.J:1. &l .JJ: . ( telS , g;_el;p.ill O. JJ,-ti
( lust tn Time : JIT) dl al l:i rr dlli .,lc

cx}-i !,.......- (otrno )._,r_A 6:tt (;Yt 'u<+tt)

.it--J)!l qr-r 4-+5JJl Lrlj-,Yl ri"*il 43JlJj

r-i it+jll 6l.,ll^ .. ,- ... i+is,r a:-rsJ.)l .. ,'-', ll

',- i .ilJ a,rF ! JLll Ct"tt Cr. :j;3Jl elanl

Gll ,JJL)I ha c.,';JiL', ,-,t't,l i . 6lJ,-)l dl5

aS r--.i '+---j,j 
,'i- . 1JSU.Y | '. '-1 ll 6lr,Y-.,J1

i_:,EJl L--*.,JJlr;sl;ill (uS-::j ) Xeorx

cjjr!5- dlls J"i,i,jlr . 1979 ?V cXrJ +-!l
C'....- rl r-i J 6l trtl-ll a;b, O. a;rjJl t rJ3l

4--+l+ s-e s-,il3l le -i:^ a+"-X l1:tsi

' (H;tt, teeo ) rilr;' 'rl1

6''":,"J1 ,,ilLYl U. lsl3,--rjLYl l.ra $tl L"S

3;)l ar3,;.Jl i..t'l) lJlll 4i,-lj"ll 
"* 

.JS ,,+

, iJ^L--ill ;.: .----+ll 'o_.irl al \^t s-r3 9000

Li-) e-;ri........."r TQM ( Krajewski, 1996,)

-:j-...-',)l g" 1.)S: (-..e!-,)l ) ib)l "u O+ idJl
. TQM Jr 9000

r_,13 r ii 4J'+Jll :,iJliJl aJ+i" 
,'f . .,lc l-l

crt^r,6......-3 ...1,r1-t+.J+;., _,pl Jl ir. +il1 .f
ir,__- 'DJdl c.rl-olSll al 

,'r-,...1 .,i a{+ lriEil Olr

ill Jl :-13 ,os o-th t '*.+ t+l Yl fj+ill lra

: taol_,;i i:.,-.ll C+l!l Jl lrls-l jYl rr,"

,-I -\^1.r1 jLjj :J.t<' d.:syl Fdll qrJl )) .
1€ -. a-iJtiJlr l(1L.i.',! (.!'e^r.ll ) tiljl

L;,btt ,iW Li. l4tl itytt r,, t (t) r-"Jt (t) +



General Electric iS_$, 'o ' Cl g1l,i;1, , 
, 'JILI

Markland,) . nJLl Jl .=,_:Ji glt--" o-i Ford

O->s:l ots,__.i,lt jrL+ J^)l irt &. (1995

DL-i i- drJL a_8 . ajJUl i."rE^ll olr'ic
r g)3r rl clE dB"i CUI cf isJ.i (100 ) dtil

. exr e..-3; (l) dr+lt
..-,rL.....k al,+!l ijJtiJl iJ.Al e.:x dil t4"

: o.Yl r_Di ,-1r -r;-,,J| .t:r-,Jl ;1.:13

;....- dlir O! .j-,,;'r+ e-:l;. e..dn, ,, , &l .

ll t.-i'--i c.rl < ol:-, , el:yl ,r! O^l ,o
. elu .l c.,Al el 1!-,1.t rt i-h.

,:-_c 'n .,ll Jl &U.ill+ elr*, c,ill es.' g{-. .
. J:"itnJl JFr drt-itjJl

O.---- ,J----iYl gLJlJl tsle iJS nll itiri.
. ur,-

6l-2r :ll, , ,,-jll 
e.....- ii-its.]l ..rjL.-l .

.6uts..ylr

. 'o '!&llr 4JJlSi") | 6tiJ+.tillr _.1tSi) I dji .
Dli ar. te+ o$Ul_r iJiJl drtJi- Cr.,i.

.:JlJl.d-ll .f .J".5l ilii d"l.sl_r i-iJr-ll J+",5

. dEiYt C- ijJtilt le -tr.;lt_1
. ,: .it:ll 6j9.ll driril r,i_.,p r_r &l o

ebYl o-! qrlul (, ilt Jt dr--ll j-,..
'Dj:L-.-3^,ll !il;J:.L',ll ic. rt Jl 615l- -tl 1-}i 0.

. -.iljlr
(3lj 6liljL-,tl . rn<1 at,lS.y .o r:,,r .!Li'[ gli o

drt l^r ll 6.:31_.1 c.rl l^r d Lbiyl c, JlJl
. 9.stj6ll: fuJtill ,ri iplJll

oj'or ',1_.1 .951 i-&i.,;f l+UJ;i i+-
''l lr 

e Jl I .l-ft -J n+ll ;?":n rgJl l"Liill

((Or-tr^tt 4IiJ ll 4LLj, i..,-j1 ,ras , -LL:,ilt

. (trs . ..,it-" )

di.r-.ll i---3J.- & A-!i.it nfu,J. JLt )) .
((-llntt.9 O-Jl r,ri Or-,dnll a+ -r:*. grll

. (1995 , tfrl-$Jt I ,

dF-Xl .;or.- c.rl e$ t" dS u. drst+ll crJl-J

,r--lc ;!.! 4JSJ.I+ ai_.,-i +lLl .,.IL-u ,-:.Jt

_2-"ill3 a,rrrl.rl .oJl3;.gtill dEil rJJ_
(iJ.-;t ) cl.-t:c s-r i"ill ,& a+;Jt_: pl.i"

ure+iii ( +"iil 4E.J,- , i:gJl ) alLll Cl+ill
. J+--^"ilnlt .jl3lr'l_.., i_jJli. ( e_l ... a_isl
e tlul ta-_eo- .sl rl Lill clh slc i-Eit- JIJ

Ll:|1 r;;l;X^,Ylj i-e,,iJl ;LSul e.{j," rLnci+

. JGiYI C- LiUJI qJ 4JJl_pJ-yl cIE d+o:3
j_>+l +...-'o r rl: d 4++J.ll fuJl,iJl Jl,lJ
'l:-13 gjS i .,ltXL,r.J i,S.,.l+Jl 4JJJill ,_+tl-,yl

a-..-Jlll cL-)l el_.13:j.tsllJ Ll.dl .J. t,-)l &
. i.-J-ltJl r-,itill rl- .rJc crlS Jl;-$l_,fl3

4S_F--i ).:"s . iili^ll 6L-t . -,:)l d.i- ,/r
( 4i,'iJl ) L---i-ll drLllJl LI-- si Sony

L+Jrj63 .Jl*- .t' IT i5J"ir Miniaturization

dlflJu-Jl ,J1*- *f Torring iS_.p.i3 .at- &ll
,-.1j,,j1 "E-j ,J .t-- qrE Xerox iS_.,1.i3 . 6t+.,1ll-t
. i :r,+JJl A.iJtiJl ,.+.L....-l ll \ri...tJ 6rLjlJ
6))le c.rl ,' - ll fulr,- ,J .L.. ,ri Disney iS-.;,i3

&.--nll JL--+- if procter,Gamble E;E_r ,

dL-+ .,---s AT&T, IBM , Motorola .Kj_r

alAt ,s'ut i;trat iaa

- t. -

f ,. t (t) r-rJt (t) lt



I e $,rr,;-,r, gjl Le i, cEi)l O:.".lll 4l!

6-lyll .11 ;;Un+3 el:)l o.i i*".:X;)ir"
r ISO 9000 Jl sj 4+lrJl ir"!il| Ai,:t!t ,sa

_iS)l uGlnll rl d#Inll c,li i."h^ll Ol OJ- cp
. ,9,+_rll ii_lti.Jl 

al 
,'rr ..l ,J FJJI en l-;;

TQM Jlr Lr'+!l LjJliJl O----f ai)Jl t l

. i- ^ll, J ",,-ill G.-lJi +s: Jl gGq; L"r)lSi

o,-- j^a!l a.l."dnll C- il)-.lt .:ii ilJiJt irj
TQM dl c..rl 

I -e ,ji LDI-iiYlJ , dtu".rll J-l

au,"-XJ 4il5.-, i.Ll<', ii-,li-l , o++l n "l di.r.
q+lLt ,..!";,JAl 4J,.-!l ii;l.iJl ;l .l,,rs
(Y) JSJI a-:;jr L hAr TQM LJ ;rri (,JSl

. il"LJl ;rJ+ll 6_,11:l i.L...r ct'^,J L Jc J+Jl
r r.3-*Jl o:-,Jl ..,1t;-..,, L+_6 a!-! L<" O.,t

CJ+-,.i , s--.-lJll .Jiill ,r^ i-r.,Ll <rl_.,[rLc l-r

JSL.iJl rJ--lc Cljn)l , 'r-"3llr 3hil13 +,ri:ll

. ( Uanate , 1995 ) ''r ritl ttSiY l-r

:b1l.n;,1 4,*lj i#fJl iiltiLll ayLl4ly)

.Ll '-1 &)L- JS dtlil e...n +-!t tuJtiJt

Fi .:.,Yl+-Jl .:a5 lail:rl3 l+Stl-r-r 61 l^t.ll

l:L : 3,r 3 . u,- --iil l-ra .rs a.rJt Jli-Jl 4+l+l

What do , You Benchmark ? S '!';1," s_1[n

I '4)At leril a;'s!t tuJl,iJt Jt+- J3s1 .:ii

rU;/ a;Jt 6,us / e+^lt i.Ji:t / u3plt Lri
/ !-+rll 6Jlrl / !J-j,+ll r-2t.eJr ;_,/:t / 6;jCl
,-ptt *-lr iul / ,J. r#ll i+lt- / iilsll ,_i+iii

/ L++rrr$ll d--n/ Ct .ur L crLri / JlJt

Li---,1- i !+lL-l / ,.,;,3t-,.jll g;3lS---J iJLt-,yl

H &t b.yl i;tti.tt Orr iist ] (y)

. reM Jb e000 rii,t
Jtlr 4+-!l i:-llLll ;;; aUJ g:;j LF-,

Di J. TQM cJl3 ry)lr'or Cl -o_.11:l plJii g.
''-i i t!L.6. JIJ Le r:i ei):i)lj eli3lll r3l ,.!"
rl L-Y . Quality '.iJ+ll *^-: a:..olslt dJ!i+) |

)9 e--bj. (l ) dsJlr , i.i)Jl .\l .1.c1 ;.I1r

:j---)l C- iD-ll d ++JJl fuJtill i-at,-r

,---a e"L.--Yl crl .L)tj.'i- r TeM dlr 9000

rl 5'S) Jl-+,,-.+ L e--- (( -."3J1 Op--Xl))

lJrJ ai,-t!t 6lill^i gl L"s r (KAIZEN Jl

Jl ,Jr-:I o:_Br+ ALJ..a (tSO 9000 ) cjl

.+---3r, (TQMS) il.ul ;.rj,-ll ;_21:l .t)"r.irL
s.--.-s eS;l:l oa i-,'-r.j1 fuJtiJl ;ti dli LE

l+--l. i ill^t ll e+."Yl+:.L^ a$ijl CJl^L3jl

ISO 9000 c.r- cJS: (falzeN ) crLyl .+.;r.-

. TQM cJl-r

ISO Jl_: i l,+yll i:lliJl ;p etitJyt -tli: ..11

ISO 9000 glL-i r-:-,iiJl '4i.u L"a)S Ol 9000

rtlij d. i-.ti^ll o.i \i .ry;j- L fu-.;ti. o-.,pj;

ul+_r a:."I+dl tulrJl 4i.-l/l ot-rlln- 6.;:.+ll
..1'-4 Size and Kind of gap '..--+ill t-ru e+-

-i'e i ilCl ii.-tJFll Gl.,ll^i-r sfill dJl
l\ (ej , cl:i) | cl:Yl 6ri.i3 -" +ill dli 1+ll--

el:l e-2U: s'F! i-+!l LjJGJI e^ dtJl

;,-Yl 6aJ*rll J JEiyl cr,,slnll ea, Lt ll

i.....-..-ul ("trU ) ;3t d Jiilt t:r C-: +r^"r

a1,,. diJ. : *Jl a+.,,-ilt'r

L.Jtryl N&Jt lplJ,Jl iJr-l r,, t (t) r-rrt (t) U

- t'\ -



| 4f-ylt i:1OAtg[yl(t)

---jJ dE ill (-D.- dr" gl-e;Yl o.ra ,j-tr.i OS4

.+, (r) is^:,il sr e-r. L -lc l:1ii-13 . (r)

.:.,1 :l-Jl-r 6tji) I ;_,1lrl ,-iarl ,rs cl+ L e .;
( Krajewski,1996 ), ( evans, 199i ) a1.,-l+ll

: ;)! r++-/l i:;tiJl gl;l cjr ^rl ,'S+

Externat i-'!..Jti|l 4/ll IJJUI (
: Benchmarking

ig--;UJl ,. g[sYl 'r+-.,J| tu.1ti^ll a*.::i3

rl i-.-Lill c}.-"c JL" u'.il .,.i u+.rli,Jl JEir

: L!.,ii3 Jii dl-:-.

Competitive i: 'il.,A.ll i--:,+JJl i-i-.ltiJl .
i-jJUJl o,1 .l slc p:ts: Benchmarking

ur---.s ,', -,,\l &s) I Ju.,itnJl C- 
"oJ,itdl

i--jJliJl, !5^--J 4-+ J , cJ ' i)l ol:)l

Performance rb)l g-i: :'+-*ll
. Benchmarking

Functional : jir\^jl i__t +JJl 4j:iiJl .
L---iJliJl til5l,r--.,:J Benchmarking

6YL--- i_jJtL c1,,L-l .-Jo e:6: a:"+-rll

dj. ('. .' 1jl ) ;-'r,l"i"tt cJ^h.ll e i'i5-

.C-. I .l+l"r . OiLjl Lr- r i-;h)l c,r)!-

Internal I 4JilJJl I F.).Jl iiJlS.ll (+
:Benchmarking

'!+.&" clll r:lr a+.rt-i: c.rh-; rL;cl a*;,'r,
el:l e-. fuJG-l! u"l-its taJlncl3 iJi,-ll cjils

.;>.:ll e+ L'-r,.-Jl IJA ir. rsJi)l dJ.:.Jl

)3 a;;r----s)l aItnJl i-l1t!C crQJ"rll j;sl
i.rJti. dIIi g[i. ir.tr. ll c]dr (J-i d,F Ol t n4

(199S , 631,p-lll 0,..-i !^-ii ) . aL3lJl
. (oaHweN, rro )

.# CE tujiJl d,Yt+" Ol ,J-ill i,fu de 1-

: s+: ir"i. J drEi

:.-J.Sll / i-J- lJl 6l-l'-.ll r-.3'i fu-,1tL .

JLjJI Ll+u" .,Jo Ld" Financial parameter

Sales / 6L+.ll ids I sV - '-Jl , *J- r
i-......-Sl i--iiS / $t---- - Cost/ revenue

aiK -$Ilc -Service Cost/ revenue CJrl})l

- Distribution Cost/ revenue HjCl
Manpower ;,.l.l Jl ol.J (.,' .") c,):*

a ,, -!-:Jl i .' -Jl ii,lS - performance ratio

crl: .--+.jJl , --lo r51-'ll Cost per - unit

crl . -C iJJill ir^,,jll - Return on assets

- Percentage of rejected products i; .i_.dl

Percentage i ' 3sJJl ,lj5)J a+Jill iJl
AJLi-")l ,-, a, jr." - of rejected parts

,-, i-r .J.,- - Service response time c,tljll
....Rate of on time delivery p;Lnll

l( to r.-JirLJl 6)l r Jl \ -,ij &tj-,1ti. o

Customer,jL---+jll elJ,j drtr-jL.-".

dTLJLJ 6!- -i t+iLl - satisfaction levels

-J..-l 
,, !ll-,1 - c.rlc,l.r)l o+lL rf -

-J"i: i.j-:: !Hs,6J.,'Jli- 6t+3i.ll

... i,ALll 6lJk- 4+"!r

A-jJlLll 6YL----+" .Jt-+l CS+ rJ:-Yl .Js.t'r

o- r-;;9fSYl ;gsJYl .rJc :1..3cY! i;'+-Fll

(I) drslJ

L)lryt NW AtJrJt iJ,.l

- tY -

r (t))-bt (t)+



Strategic 1!!J-)Jf-,'Jl lg+JAJI iiJ1il (g

:Benchmarking

U,-c .',-jllJ r U,olnn 6t^Lill gl . ;J( eil,',...',

o---s 6L--+:.ll tl :3i: .pt Ll:iYl d,tr.,n1 nJl

a- :6r.:13 JJJ , 4+."iL6ll 'ojJl ,'gi-3J 6JJl

o-----a 1ct hA i..J'i sill 4!ul .L"l-r ll jJ.ll

.(Evans, 1997) AT&T aSJ'.i

4tJ.o rn 4 ) b.-.Jt iiltut gl.x (')
: (ij1Li.Jl

3(Slack , et, a!, 1998,682) i,....- dl 64
3 (wild, 1995, 417) j (Dhawan, 1996, 99)

3 (Markland, 1995,694) j (Evans, 1997,448)

ajJEJl Jr-lJ. ..11 .r.lc , (Krajewski, 1996, 156)

ell rq 
c.rl .', J- (") dEJl qr t S,r^ :.J"+!l

.Maturity e .;iI al=J- Jl ,f.y.J-l-,,. (i)

1 1.' jtl jJ , 4+-tl cJ-l-r^ cr arn L eJr.a qjs:

lrA 11...<. 
-,l3 oL;-ll atJi: ,l i:_,1l.iJl qllr gl

: ;Yl -LJj l,cjll JLi.ll Jnlll ,Jo JEJI

a)r } rt \ :,.rs3 a+ L6+ : .bliill .&y-\

,r---l', trlJl ;-,;lJYl d+ dr 4i|,s: ,: llLJl
("*t--i.tt ) i---hJl Jt--nil +.41i u"l,"l

t ';l loj l('-" fuJtLll crJ+3- Cl dt:sYl

.l-ti,lt- -!,..r, Ll-ll ,.,,.,,'o ,liJl -rr.:.:.: .5"r+ e. - t-

. 6L-ri ll

L,L+.-+ l+-J : ay$l|g 1fiJl ilr,y-t
6li i--.ul d 6L+-ll ;U; qLc 6 n"

. di^:iYl i."itjll i-lillr ii)Jl
6---+1.,r +3I-)l l\ ^ alsi-l ..le glJ")l i,. +jJ '

( 1995 . (];rl-)+.!l)

L-Jlryl p,LJ! iit4t 14.tt

- tr -

f ,, t

L!IJ.. ll drL \:. j g.rl.J;.ir,..,.11 ,rf .r;_xJl cJtfl.,..,t

. '"jB"3ll drtiill (5s 
"Diljl

J--" J,J , t6Jl ,l.r tl cJYl+Jl r-r. gi -r$iY3
: jYl l-o_.1-,1,1 a. {:,+JJl ;;rt:J i 'O'-

. ( tees . g3l;*.5J1 Or ,-i u-!)

,lJ+L+ n+tl-,rll-r ;.i)Jl c.rli 4'\:t ll {1,.!11

J-l+J . 4'u;Jl ,:.J*li"ll 4- i.i-,;liJl .:r
i--rl.c ,-r J-,1 al 

rri .J o"- --Jl IJA #
Analytical Hierarchy (aUnl .,-;t ,,t t-:tt

' (*) pto""tt

ClJl+ ULiJl +.-!l ajJUJl elll iils.
. t<i" iii.:.tt

ir--+ Kind fCl3 Size FJI d+' g'.6 r+ill o

2----c 2l a-----^"s1nll i-LiJl: Li,Jl a-J...ll

. t{.,-'t-i!l fu_jiJl .'-r3c_.,;Jl i-,ilnll

. turtiJl i."l_.pl! 6j)Jl: 6J;:JI drijl .
,J!.......r, l(l':J i^l:-ll cal ir- r:L:ll 11,.'l .

. ,4-- aJl; L a'"*iJl or;;AYl c;J oL

i---+,+!l ajJUJl ct -ts-,| l.it! !--i']r
0'-.....-.- (Investigation List for Benchmarking)

Jl .Jl ,J d.,+"Jl dti.3 d iiAl ...^tl nlrr)l

-t) 

(1) ds.Lllr, i+'+!l tu';l-iJJ e;liJl
..5-r "b )-iy 4tLc cJ- ---+ ajtill .ld e iJ l

. ai)Jl 6tr : Ll ll altd,l Ctj

(t) r-rJt (t) +



Create a i--,11.c c.rl_F ri & dJ;s c[S,ji.
Powerful team

i-l-Jl i.lul C--:;lJ,.]l (slc j$_ill .
Focus on the right issues

Focus on the right (J,iil t ll ,rL j$-ill .
partners

Be willing to -.,;tg;iJl .rJc 'l_pt!j "lr':.". ,f .
change

aS.--.i, el y-j ,' -l y+,,----!l -d j,
ri_r r++>Jl aiJGJl ,Jt - ,.+;.r31_.,!l Xeorx

tr;/l lra # Cl+ll C+LL Jl Roger segden

: (t9ls , g:l-pilt ) .,-',)ts,

at i', sl .JF , ii+ dES-"",;f cJ+L'll i+6.
' iprYt+ 'rl ';r fu-.,ti..rJc

6Li1+ e:.+ ,J+ fu-,,EJl crl_.,;t r_.1 e l_.;,1 arc o

i....- si---X.l . tdJrjr u,JAyl drtsJJl rrtr

. l( t. .^il

drls !-Jl C-...- cJl.^ &ll iJ:Li. i-ri-,; :r-, .

. t{.'.^ fuJG-ll Lo_.,;ti,rt p o11

i.....- d-=rYl 6lSJ",ill olJ3 t.. q.,1- el>-l .
..LJ,-

,'-Jf"c 
.,s J.Li.i .Js qF crLUt dllJ-il Jl;it .

ull i..--l_.,J| i--LJ. .,s 4;,-rrl fuJtiJl

. cEl a-j\ li \n+ i."lJil r,l a{SlJ,,.il

jll_dl cj-t .,,...-. el:'lll .L lS;i.ll prc .
oi ^ Jl gr$ cJl 6l+LJlr c,+lL)l .,lc

.dHr
6J,.i.,J. OrSi ul .,,iJ rJ,+!l ijjiJl ill^. .

. J+-,itjJl .9J !n,- r-;,: d[il 
61.: L

L.... e q; qf ;rry6llJ JLrnX g htl rl.r,:-,)l .
. iJ.+Jll tuJtiJl 4JLe ,rF 4Jl &Cl i

Lrtryt pb! in- L,Jt i4.Jt f ,, t (t) rtl (t) +

.iriil ,.rls- \rd I iiJlit{lJ &lsill iJ.JL-y

LiJtLl+'l-1r",.t1"i q/ &iyl a-l;jJl ,J

ci-rr. ailJl ali LLill or ll-Lll ,-,ir+

i9.r3j r:t-,lr "_l cJ.Ll +r-3 iLll 
'rA

ul LI--.-sYl i-Lill el:l 19rt"" Jl Jr"-.9Jl

' "i:l+i C

6r -:i Jl rt.lii ;;3.ln e+ k+ : |ftll iJrJL4-r

. db,-ll allill 6#lnr
a,-f.iJl e q.:Xl iL! d",.-Jl Ci: t^" e.+r
.il: L-^Lill 

"--S+ 
gij -.F-r.rL Jr.--lLr

.!i-: r,-, LL:i)l 6LJJ ll rui dHln LF ai)Jl

. ')cl d-l!l
(o) cJS-:tt ..'. (\ .-l ) ,y 

"t "utt, glJiilt Ll

d.....- JlSl & +:Ll i*,,I_.,p ,,,_11; iU-- ,,{.s

i* 4J,+JJ| tuJEJl Jli i iitJ i-!i" (i y)

Westinghouse, Citibank, Hewlett- l-A jll
packard , AT,T, Xeorx, Sunbeam , Ford,

-o ti,ll ,', Jt Lln U c.rrcl . lalo3 L.L.Bean

/ ;.r..ll dL-+- q-r i1'+-*!l fuJli^ll JrJl
Productivity & Quality centers L..----stiJ)l

Intemation Benchmarking clearing house .

4-iJt lt Cl-,,Jl olJ_h:l\\)
t.il-Ai.ll d lfl+i aUjik,uJ

e+Jl nl *l.Jt Jt (DHAWAN,1996) JJ-i
: ,riLl "l.ii3 1J,-!l fuJti^X

Link to 4---liJl aJ ."J{ i-iJli^ll L rJ.
Corporatemission

Set measurable ul+I A,;li c-il.ul slrcl o

objectives

Gain 'o1l:)l 
,----c.:3 ;l 'n-ll .,-lc. &"-.ll .

management commitment



;-:;rc jL- dJYL-:)lJ 6I-JLJI ;_,r-i dE

: oiYl -r-Jl.'--J"t JUJI dE,-.1' ta--

^rl 
ill ;.------r,s ,Jl aj )ti^ll ..&Jl -' {.ll ,''Ji -t'

'o ' -',Jl otr-YjJl os; '_rrtlj q1t]j)l ;S;rl
. i..,S" -yyl

. 4jllJl iiljl c,k+ >-.rlE -

'!-'rbXl 'i- ll -

. c.,l"}"r^llJ .-i Jl 6t..'.."^ erEr -

d 6l l^iJl qJ;il .p ir.-rll riLc)-ta-Yl -

. iiiJl 6tc.lLill

d,j. r.-+JUl ;r-r-Jl -r,l-9+,rL dp_lUl -

'ojil---r . ,,1r.;: rll+ , €!1+ Jrsll- 6jik)

,dr ''.,,1ll+ , a;9.13Y1 6jt+ll , 4rt-JY I lrJLiti

. 4#-"ll -ltt6)ll ''i- .rJc

d JllJ i ,.1t. ll c.rlrl-.:)l 611 "-ii. -

. a+-rt+:ll

. dJ,liJl /+t+^tt .llJt;jll / slcl il .)l -
. ,:^l:lS)l oLlJJlr &l--,)l -

-rjljrll U.--r 'oll ll i.r- ";Jl ol-, ",j,iJl -

. ol ".-Cl-r

. 4+-F'1^ll lp;ll a J+Jl, L+Jhll "o ''c+l -

;.__,tL- Jlr +J. r:Jl crl_.)Lii-,Yl _,Sl_,,^: el ),,ill -

. i,=lill-l

. ,''rr;)l -

6l< ,.ll , .x'x--+-ll , G)-llll ) Aql -

. Ll-ll

+ i-----r,*!l turLAJL i..-.-i,i..:rt{+ -

cfu ''1.

go-J / l_'u..-.o.tl crllii-ll ,rc.lr. ll 5_/l .
Manufacturing Center of EX cellence

LrbYl pbJl UJ.JI iJ..i

i.--iJu.ll ,Ji.- *f crt- J'-llr d,ut J C-+(V)

: L..+_/l

c.,l iJil^lll ,:+ i-r.iJt^ll 6l-jJlJ c,ElJill

s--! iJ ...LYl i-*,,lJl _t-r)l d,. ',cJ 
j;i)l

, Jc 6 , '' ;ll , Jin t{j rr, :l , i-,.-;Jl fu-lliJlll EJ

l:, j ;+ .11 t-ilc-1 . fuJtill o:r .;^'o:lii-,!l

: ;,..,r- Yl r;-L) | JJ.Y I a+ cJ-.^-ill

I 'A-i,e. ) t r.o *., ,ffi oLjJ'-_9 crLil;.,, .t - I \-J

iiJtiJl (.-il , rl /a-l+- l'a-t; lAi*,
. 1+'+-rll

dt---biYl i-"l.r.ll+ .!l.s c.lL J-"3 drLil;g o

ol r--+l .,, i; sill L"iljJl Jrc Jl i-ib^ll

. k -+-!ttuJliJt
c.,L----rl;ill ,.r--le d-L..-sll , 

, lll . .1, -1t-,a r

a-jJli^ll or"lJ,jY 4--+ JlJl drL..-rLllr

dJl < ljl a+lb ,, ,.",i 6i.:l .r J , 4J,+_Fll

.-.{ t- .,Jo i-31-i,-ilJ,t)l ,-.g1 
j.t,:I ,.p,ii

Collaborative i :!L:ll ';'+>ll i.:_,rElt+

Ot 1.j_n dLflt ir,. :,^1r5 la-,,) benckmarking

i....-l_J _/ , L,--!-.ill ,-ti:i!'t_2' OtS

JGil ,',1 , ----.u-r l\ I t,'qeJl U,. U,"itil- vP -

Ol # oLJJlr dii+ll C-+l aJ+JilJi-,I

O+--".Xt J---+l o" .;J.i: e!1+ .!ti.Jl q,;3r

..pil r.ll .,lc:, al.';ll U"JJ d n^illJ dhll

(5s.4Jl JljJl 
"sl, 

. ( DAHWAN, 1996)

g *."il.i..ll 4-s_.r rl liL jl . u-.-Jl lrA

,r-lc JJ-.J ol*;-r -*-i .,s lSJLiJl

s----ir dlba Ol drdl i,6+ r"L)lr f 6El++ll

- to -

r (t) r-brt (,) 4



n- i-n- t.t!l Cambrige 1Si ;jrt u"L- cr,,ir t't4t j"J (.)
i-+JlrYl l:lu----.lillr ciLJ]illl J*i CJt uAt Jl rJt:t O- &lJ

l5y, un ( rljlst ) ii-lir !- e Ji,

L--+,+JJI fuJliJl s-Lll drl^ jrr jSJ..
Waterhouse's Global O"r.Tflrfl::

-!-.,1 ) i r-lul dJL-lJnll q!-:il 'orct3 o

Arthur Anderson's Global nest (ctr--.ril
practices knowledge Base

;:l-,aj aL.5- '.i,3':-lUl OIS-1,3,ll t_l-p -

aYl crls;r,ill oEl;,

fb $rn: ful;g,-.111 -'lJrE

rr# "n-.ll ,'+-Jl LIJ-td,j+ilI ,J,!

61j l-Jl j +j . \.-l-ic3 eir-r crl J"iJ
;i .,"r ul .-,,- . -!Lj^ill e+r+ 4 ,:.._,rl 

-F:rl
i---rllt (Kaizen L1,rjtS ) )"rJl Og.ll Jrr"
.-J-;lq pt-i g dllir Ot+t+X rF , in- t+LJ- I

1946 ?l--^ Toshiba iS_,,- ,.f ar. orr .i,- lJ iriJ.3

r 1950 pL--.c Matsushita Electric iS3j o!3 ,

, (Evan , 1997) 1951 pL-c 16y616 AS_p ,.+_r

: iul A.-t-ni ii-Jill ou c.r_2 &: c3JJ $r

-''#lr ceri3l J1gll$l L6+ J'.4 Cl i)J,-bllr
. (1998 , Jll! ) {/ul ,3t3*.'Yl os

.\ r (Imai , Masaki) ..Fl .U 19L^l-l !r.-JJ

(( .rrt,:ott qf Ol+t;il Cl+: _x )) t<-,t 
"J. 

rilitt
_"-ri lnJl 

"Jl 
)) Jl ij-Jill .- u,iir (.)

L--+.,,1,.l1;_.;uJl c!.i)l elrl .,r+: *sll ..*..r:ll

(( ,l-DlJ Lj---lcl 6tr-rl-" d+i.rr Llilr clEil
-o_.,!:l iiJi l( ljG: ai-,Hl ,.ra . (tef c,:;)
;r -', ll .:.,L_+)Jl qrj TeM il^l ,-ll ;s-pJl

1r_* Llr; u;,-,ltr . (Uanat, lelS,t) . 
r<r-ryl

3l.t-.....-,)l iJl ,rlli . Innovation gl-r.)13 (.r,-_jsl)

.i+i=i eire i L__+-,rll 6_.11:)l _.1.lS_.; 
il.;r 9

.13:-e , .:-.!l '' t-; / l-L / r_xS crt:+
f ,, t (t) r-rJt (t)+LrlrYl pl,JJ ,4iLtJl iJil

dJtdr^ll ,Jlc to;s-i: , l"(+i -.j+& l$Jl a_)bYl

rL-lI) FMS, MRP (J-l.Li l(1r.ol a.J drLIJlr

(Oylt e+;tt pU"r3 r i-,':.Ir. ll r-i/ L:Lr',

llrr)l os4:+ri.iSillrq.lul ol';1.X-Yl 6l l.S

tell tj "il Cl 6ti^-l!tr gl:rYl-e , +ltr O:S
i--JSJJ"yl '"''-lJl 6_L)jll ,/ t6+ dq,)cl

f-rL;Jl i,-Jl )elL,.=."
. (lmprovement) ( Breakthrough

r -ir.r r (i,J lt$l ) ,.i,.,^ll i,-'.,a3.l1 ,l .r- e
, J--+)l 4+Jt , 4--J+tJr., Or-"s3 d.rl "li
g---:^+ qt ilrLulr 6;l.rYl 6]^,in k+ a-aL,*llr

. (e :,.1 ill 8-,,1 .'-^tl ) s-',+ hAr crL-J3"d

.r."--, U A.iJ"- Jt ,rJl Lr ein 6llJ..-',llJ

crtJLJl .,lg JS_.,J| gi (Knowhow 4k-ll J"-)

Result 6-:l ',ttl ,rj "--J-l 
Process oriented

r5rJrSillj qJUl r:l-1l-in-Yl ..11 L"S , oriented

.JL+" s-- o+b 
"o 

t-. 
'iS+ "El 

:_r\ O:S

. (gtq)l )g;L;Jl ii-.-xl
LH cj-----+ $ tlrill ul JrAl e!i,- a$i L.
ti6.o.,3, ,JSll c-,+l-9. (;*i,".tt {fc*Jt ) a;lSlt

nF-5Xl O....- &l oje otirJdl jll e.:: Ol

aU.......,"X13 Continuous Improvement !&-Jl

r-r I ^< Breakthrough Improv ... f _.lL--;Jl

fl--el ssl_-t- ,_l.i i._(+r ,-t .5 (f) cJ-9+ft

. (Imai.M)



. e-l . #Jlr)l i--1il J^ iLlS. AjJ- ,: )) .
jl r-,1; dSl .:.-tt L!t: c.,lrl.rl .cL.-Jl

. (\ 1ro. qr"Llt ) ((.:,lJlJ,ilt

,,, ..,- dL-Jl Jt+- J^,1"-y grJl J+"=jll )) .

s---!J.C-3+ll .,::jll r i-r,-iJl 6l:-ll cFl-r

.r;LlJl sl_.pYl €"+ a:J:3..,, r# L)-Jl Jli .

. (Logothetis, 1997) ((drlj.3Jl . :hr - ,j
Jr+ d-rr_e qr-:: (!*+ ) a+"lJ.j 4+Lc .
dl-lj.._i c.xL)l: , clr)l ,91;:.r[5; ,.,,r1_1

.J.+ fb LtilJ JJi-ll ,,lh .:J+J d," lEJl
- 'o-+* 

S"-S 6 \ J\ r.1l-r c]-.,r.o ar-: +lrt+
. (waurru, l99s ), ((,h)l

,J ;L3t r_i.:a l,o:tjt C^+ i..&:." Llit )) .
Jl i,.lr. l(ij;-i, ,rlrJl dlu)l i-Jt!,rl-,,
,',-ill: , "lrc L.rlii. p-59J1 ol,ll*-_l alJl<.,,,|

dll i',tJl (,--.i .;1_SnX 
-.r___:r+ .Jilr. il,

e il i J-_+JL ,,_ira-r r:rl;j,-Jl3 dils.iJlJ
ei\ I irl-.,pll3 , 4lS CUI r...,j LIJ -o!li

j._+iJ le r";:tii-)t lig +r (at ,Jlnlt

(( o-;Ut L____{Ct drl *:lt .J!;,u,,rt
( telz , ,',r.".')

o'r r. L--roll UJij,-,.r:_ftn u. eS L cJS ..r
-: gyl rt*")l cDi u. ai_Ejl

OL3Ay ,.11 .i"- 31:r)13 J*tJl ni-,.X1 )) .
f -, :+ g-11 .--:ll .i:i.: ,_1c iJ r...". ;-.,11r)1,

, a-,iEJl os:."1i^11 6l+,1 oli+l atA LaXJ
g!-A^a! (.rrtSt ; ..rl Le ui r-iDJl 'p313
t# Process-oriented c.rL-+IJl J-i 4+J.,ll

,''J--Jl gl oa , Lta 4i$- Jl u,-lij e$ t.
L+Lc rl J"ti; gi Ol+ i)._! ejtir tu "U *,*tt

-rt--n J\ oc!,6(aaaValue) L;6, :j'1)
cJS cl. dA ,.,11 rr) +;.lc_5 .r_.,113J13 ,",.-:Jl3 :ya-X

'o ''r------r 6lisi,.J *L+ yr 4+, qr. j y ) ,..J

'( q;L,,
: --1.4a1 dr_-ttl fA\l

(tt-,rlKl 1 !n*Jl ,'',t-.s3['oJr';1. . i:Jl'j- 6rJJ

: .j)l lai.

a-l"nJFll &lCl irtsl .-iirEy 6ltj.,-1 )) .
&-i.,-r 6t+J*;l dilill rlJ_.r: 4rI"*+

rl "Jlj drl '!F+ill3,n.r$l O*-"Jl ha

,(( a$L-,tt 6l$rL...-,clrtr LLJ| ci3tlr
. (teea 

"ir',.--)
f-:i] ,.j gS.; Wayof llfs lll-ll .-. -rLl )) .
, Llr\ll r iiISIt &. 4Jt iJ..i;)t 6:-+

=.-ill 
, dL--.-,ll drt!)-c , 6lJt6-ll , dl-,ill
. (Evans,l993). (( a-!,il| '.:_r.- jF

a*l s-_31 ;j l.lll sc ,.3J1 .',-rll )).
dJl iJiL-,lL a--iJliJl a*-:ij DraJ dr'J. uJl

:l_t-iYl .9.rJ oo:llt JJ*^,,i| ;.;,oj:J i 't i-ll
Krajewski,) (( ot ,t -tt, a!.iDl e$Sl"+

. (1ee6

i+:_F nl Y ."-.etlY i,.h.lt .+t )) .
jr_+Gl dillr eti.r)lr c.,t,J"Jl o.i @l+l-r

. (trz,r,-t,l.1 ((,ate",..Jl L:_r

r---+_/l C'....- -ji-ll slliJl a+;X.taLJ )) .
i-++.rj: ili.rl" lrl ',.1 f \jlill s.slJt
. (Varttana, 1995) (( _x3Jl rrJ.:lt r',;

LltUt ,j,lll lrttt lt i44 f (t) r.rJt (t) ,ti



il-jJl . -r 4:. .1ll ,'. .'i, ellYl ,'J ,'urt! / v -L

. Result-oriented

"L;.r ', Lt-ll J.,1il .913,.,". J,"3.".11 Oi-.il| .

;!l j6s Ag'.. g,tl:l g;.f.". .,lc lJr-- U,9lJ

. ABLlJlr eJll>tl iLt :, r;cL; +J- 5j,".

t' J,.i+ll r^-L,ll ;: ++ O,.i'r r,{i.-Jl ;'}-dll o

. -i-ll . i-----Lill 'o: .s. ,',Li , r;-'' J , crll
\:J J 

''

. ;J.-Jt, OU,i+
j.4 d----+)l 4:t at3t '":.".ll ,_u.".ill r

dr)L-+ll j3 
- JnllJ r,r -;:ll &h-l

. el+-]tr i"Li^ll qf ali)lr
tti-ilJ,rll6i ...-ll I .'_.1 $ i,'"Jl A"-!c.

1- &ii: C &l:ll aJtJ dlli jll+,: {l+o-,r

4----+-ill ,;..1i I! 4JcJ . ,-,ll(',... Jl d-trJ
. driven{onsumer ,:ll6i,"^!l ..:

t.Jl* *f r.r.i cJS:'i,fi oi, qlr3i ii-Ji o

,r--lc i-,rf-a)J ,;."" 6:A C-j- g LlJl

.F+ &: t q-ss->'z.r-r+l- L ,Jn . irilr-
. gL;il qJii,r oelrl

s.cj e).Jl O,. J+i iJ-liJl ;L O., iill .

e-.l.,-il e$-ill dl-.! rl jl+jl ,rg -6-!
Do the right thing qhJl ri. LJ.-- 4ijA

right first time ?

"SJ-"_l 
(JJSs J*$6 &1.:rl ,r.ll r*ir6-r iiJi o

d,k-:+C'l iJ;-', OgLUI :llYl c,l_.:k-_r

t+-l-6 O-. .,;,SI "tpt-+ q;3,. i-e.r.' 1!lj
. ,rJo)l i.--,11:Yl 6L.J3JI 11a *5_1*-a

L-Jd 'o-j*-i.ll lrl :;ll1 o....-1,: iLJi .
. Outstanding Leadership

LJryt ?lbJJ ii- tJrJt i4,Jt r (t) rrJt (t) +

l-c g_s.--s5 rl:-----sl 4;-+ll gl 11.9 i.iJi o

r'r..., LL-l ,'r J'iu .-i r.,. :.ELii drtJ n .'.Jv(

dl,tll hA 1l+-, dlil: . et.ti)13 6ljLj-yl

,*+l'3il ,Jc ;'pti i-lr.,atq dt.rC^ arJ$U

. 'nJl dB.".1llJ

: "-:*;ll ,luill eiJF;J AIA\I
i.iJi _.iSil ;li ;Jl #'-.ill 6l J.i.,Jt -,,/
l-r-.,y-.p1j Deming eli";.: -.;lSil e str (.rrtSt 

1

6-.+ t- tl Deming cycle dL";:'o-,,13ri ,r-.^,,r L

. (Plan, Do, Check, Act) (Roca )dt ;_.1r'' ,,

. (1) ,Js,ill i i';i^llr
6J-e\ i r q-...aiJl 6-:,;r dF-J (1) LIS.,i.lI rr.

:d)ts (PDCA C-..- Fl-.r rii Lt^r)

. (Evans, 1997) , (Krajewski, 1996)

LJSI .'"-ll J-- 6rj e.9i; 
,',J- : plan .LLi o

LIli d1" +S-r, r+-r l+"-:lt 1:;r. :l+il+

d-+lJl J_rtr &Lr rl$i-t-., (:JUlJJl dLLl

L L:. , Check- list ,.,-=iI ClJs ) iiii-Jl
6l r _.;r.ll , Cause- efGct -ljYl - .i+Jl

Pareto .* J-r -Lli; rHistograrns q_21 
'3ll

,' i.'ill -LLi-o,Graphs i;r' :rll cilS.iYl rchart

r-ilul rrr-', i ir_r, (ell ... Scatter chart

q!---:l.u ,r.lc. 4,ijill it-1.Jlr qi.lSllJ d+"i:ll
,i!-i;:i il.r -P+ ai , c-irhaYl dlb Jri-j

. d,r:*Jle.S J#L.
i_Li \J;.:.j rJlJ dSL:"Jl d- (JJj :Do lij.
l.G-----*"+ f3J dJElJjllJ l{ - \i', aJilJ^J i,+us3!l

:,-L'll ,ri 6b.--stll L),l:it ri.- dS&



(a:-ll l-r: "lt) 4jtr cu.-J e.€& oJrt lrxl

iSll cf 
-o:gJl 

atJ.i gl .ri,g grll3'sixsigma'

Oj+L JSI (i+,.'-;:=5 ) .* (:.+)..., E C-.+

allowing at most (3.4)defects per millionr 'o:=j

units. (Evans, 1997 )

; -';'-'ll ;*'.sill 1al-l'c (f)
,(,'p jl <ll ) *..-tt ,'r,.".:Jl ,il iitr- er tDtLl

\v.J I J

")s.i3 
;,.,-)l Jrj c,l-rrd,3ll 't;s! at;Olt o:+

I ;lj 1l-)----g r-F a--) dXi ;G , 1:+3 &l-:r..

,rJc "l:La-l 
";-+il 

ta:r1 , i,J-,l-,l u-Ec Glc

Ll&llr U.;5-tt .ell l"-.,Frt+ ut,ul :.i,"lr

kjl-r ir-"'.r.ni.^" 4+,- 
"*:U .L 4lil-J!

o\ e ,_p-i,Elj, i+Jl -iY) 6r6Jl l.{:Jl .' -J
jL---r"3 k-rl d,p , ((5'S)) e s^r L.i Jl.-l&ll

6t!l .:1 q,-,r (S) .i> i.r$ futr.t+ drtls (5)

a_E"i-.ll i_.ils 3\ -. )l ,JsJ 4J.Cl ,ju-Jl
,(gJl ...i."!.'oll , i.-Jill . ,',:rll , e;+-lL)
. Jp.-LJl oi-o g).r,.ol i:, o:-- (t) .J-9+Jl-r

(t998 . -rts J," dJ"-q)

: 
",r 

(s$Jt 
"l e* (t) Jr+ll o.

..rri JSI i's-r.s-.-o -o; r.-a .rlo'f ' 'ij''i3 ,-r.r,. '
- ,.'4r, --+ni al .-!i t{--il ' i--Ei.ll ct'

t6jl ' i-ti^il i.rl.lJl :.i1jll aiur ,-Jr A-Eil--Jlr

q'-----ru dJL t{jl ' +ltril 6l \:t Jl & -,4-*

C+,. aE-i,J,-'iiL lil r JrLlJl ,JSl ,#lJ^-6

.5ll -l -'-'' ' C+* u"SJlJ +LJ. -t t4+Eri

le il ' nlrk cf re.uJ-r,jlLll ;gLul ul-Jl

J-iill rl ?lr,Jr; -,,t}tt e!.il1 .lJ:nll qi,n

o,,+1 '.',tl qJ_i:ll ;,..-. ),' r Lateral dL.Jt

^ J.L-iJ i--+lt-: J|--,L3J -1d..+ Sequantial

ia.lttlt pll taitl*lt 117-lt f ,, t (t) r-'tt (t) +

gl r-rY lc :i.:,1 'F 4ilj Ll. lJl L;ul
. i-lJl c.rc.r lil t{-, JJ,,ll rL.lr , cii-1,

,Aj iL/,JA oi:Check (.9.) ett.
l{--+ i p crElll .U.:+ a;* dst ill J-
qs.r-. .rJc .ilC , ((Oo s: )) I J"rll ,.'i
-or' - ll: oiJi-rll eil.u)l a#.3 u" e<+-ls

i-JL' o-s-r . ((ttan t^t^. )) e J.ill ,,,rr,4

er". :t; ..rl + X , s q,-A 5l ,.)L qi .r3--,

' t{+ cllJl 'iLiJl rl i.till
I . iL.o.3^. 11 e.jtirll r51S lrl :Act 6.r,a o

dllll+ JLll qn iPl &-p Ol" i-+E.ii3

A -lL- ll i*---,-:ul 1JJL:;ln-ll dl3jllr
,-i.,,-tilt ..,11 . ("!-rl+-" ) "Lt+ el-.,1,1l e+.-3r
l{ -.' } JsJl 4ni i*,,-,1Y1 crl J+1t., i.iLill

. (v) ,Js,ijt

rl-il :iii , ynJl , l,."Jl e jj^i+ ,jLi t t-l\-

: .iYlS c)-l;r (^) il"-:+r (Tenner,l992) tJl

.4+-s.i ? JL t- dtl- 0-; ilS.,j,^ll r-i:p o

i-J^,lL ,i l'i I rJS dll , q\ r rr o

. n*".:! i.;till
.,rJLJl ohYl u"!! .

a*-,-lll A-';tJl I tl--tl jFn lilJ #.
. 'UlL el'oa grll rJs-,lL

.161.' il JIJ'.rL *, ol+ jA _,,rL.

r -i'5 r .rrill 'Jl-Jl .1" :..'. ;Jl 6-iE:Jl p3i r

. O:t--3ll

. JnJl nr""Jl e+- alJill .
d,tS .--:ll ,_r........-n r-.rrJl rti qll -2Li"Jl Cjdl Ol

Motorola (rj kJ,": ''JAt+ e,t3j 6EC.3l +llJl



;_)b)l .;'3 t{jl i dJL}n.I 4+lJi C dtn')l
d .--1l gi Outstanding Management 'o_g&ll

tL3AYl 
l +t+-Yti;_jr)l .,Jl ertiIL'oJrYl rJ,.

. e)-ll .r "Y+ CliJ!
6q:c .,,;lt-1, crl3:l rt-iel is+ 5'S d J#L:lr
: r---aJl ,-*l- J dl-j.ll ulr+.....- .r--lr t, ,,

. (teeA, g_,rl:_;'Jl ), (Goetsch,l997)

Cause - . l3l< * 'v JiYl - .'+Jl -t.ti-o .
Effect chart

Quality - Control . 'o' *-:ll L+.' c.rk3J o

chart

Brain Storming . q+!l , .". Jl .

How, How chart. (t .+ ) fulill LLr 1

Graphs . i..,itull c.rlJ..ti.Jl .

Quality circles . ;: Cl otiL .

Time disciplin . 63Jl Li ' .

Team work . J-Jl 6:s .

ahliiall :'Lfi

JL---j,S;:3Jl i^;;F os rlJl uJll ..,J1 . \

4-L-lYl a-r. jl , ihi r qF ' ,,3 dul- Jl
Jtli.ir r-hJ di.r Jrt^ &_r nllJl
6-+i-3J e.i+Jl a$iJ _.,;jlnl _p- s+"ilJi-l

. :: "il3l ;;r:^ll

-. J,j-llr u+ftX g5!l jla;,Jl J3r Lb.6.Y

: r.r:- Yl cr)$-Jl ,;f 4JgCl

;: --+ll i--r.rL +UU a,riJ-,n3 dJ-- dLn -
a--rLll i-"iLJl ',-. . -le . -.,31 ,i- -)."Se ti?' - r (-

. i:,"llJl-r eJ+t6!tr

L-Jtryt NLJr irttJrJl l+.tt r (t)r."rt (t)+

f- .uta!! ,.]goi:tt, ,-.,. -rstt crlJ" t-s a;!3 -

, (ol -.lrll ) i.-hllJ;.--,.LJl ''llJ*ll

,=-.--.ei.I ',_<;t) , (L.JLjn-yt jstll)
,+...-.ill js!l) , (g_.rlrYl 2 Jn]l-e L:Lr',ll

*+. (a:l+ltr 4el-iJl ,-i, ) , ( ol-,,lJl

dL-.-- ,.+ a:Jsll cJihJl+ aJ,- u. 4l L JS

i nU' .'.tt ir.-;,ll ;_21:l au"i ")t:,. / ;:j,;Jl

. ISO 9000 Lll 6'i. lr^

elji-Iilr i,rt- Jl 4J*,tlill 6ti,-llL tl lnyl -

&----;-r;:3Jl .}is: et' u,L-Yt l+-6 t<+

,j-+J.,: ,r---L d.o*Jl "l 
.'.,, -r . g,rb:ll c.,lrl+.,!l

:,---..,lJill ai.-lJp.ll 6l,ll"i" 6iJ ;:3;Jl iJ"rl

. rso 9000

.,--r,r_iCl3 s--il C,JJ +-l+ +-ill -

L-*_r a;-L)l l,':L--Y! ,,:lL)l 
al 

,'r',...1

, JiYl - ,,,j...11 LLi ^ ) & ;rj;t l-,.' t

'..:.-+ll Lil.)*.l,l|5 , a;Lnl 6, ':iJl LLr

L L:.o. i._$. lll 6l LLr Jl , 4"nt --yl
6LjL , a9_.,11_.fiJl 4.-jrJl c.t+-*., F-_,r!

. (gJ ... ;:r+lt

jQJl dr)S,ji ,'*; 4J^,&n ir-, &l.u:-l -
ir ...'.,-,-i +Ct -. J+Jlr d+JilX g.[JJt
drAL-rX Iso 9000 ;:.-+ll a_.j:l ---lr r*
'ol c----rSJ r ;r Cl iJ:l ,jts.l3 ,=.lc 

-,--,.r;:iJl3
gr. -ll l+l a.-it_ J rt;cl ola;, et i.i)

c,.,1 < ol.:p National Accereditation Boards

tl Lt) rl (.Jtptttl! ) s-;s-.ilJ.ii+
4-<+ OF,_yl j^:i1 d,,t+ll Ol 'LL ( cFt'



Lr"-+Jiil 19jr-lJp.ll _,rk+ll .x i-6\ll c!-6.o
'.JHjJl +!l atildl C- !'Cl -.Jt+Jtr

. .l+'Ejl, .--,r_.,1S,ll_e c-rl:Sll s)it-'r: ,Jt - *f
.I--+- c+ 4ilrJl .-flll ,Jc. CEijYI C+;.t
i'B-iJlr I .3.oc L.''"',-ll d_dt .*.i;r_es.lt

i- 6rli', ..)U r 9,o.,.oJl a+-l ,rlr t+-r"

.j l^Jl "',', .l_r k-:_rL', .Els-lr tdtixln

: clli o)t+- u 3 ajrlll i-i!l
i 

J ^,,Ii)l irl .--.3jJl .J___r 4SJt i,Jl CJ+.11 -

,,-lc J ".-JlJ 'ell.J-r .r.r:l r.+ -ll 4*_"ll:

.k-p+
6l r..1; ll 6sLl drLal. 1rl_r.:.,t!G Jt iL"l -

i.--+Lll 4+F 1-pi ..,1. g,- --ill lra Gs

J-j , .,,r,_,1Sll3 . C.rlJ3.rll ril'oEK a-"1 ''J ll

L-Fl &lS 6+t++ (#J t- e: dst .'" tt

aiEiAll 6Ljl. lryl 
..19, e-+ll ,rJc;:,^.,-Jl

i---r.r,- 6: r---+ JSI .: 
" &, &j a<+-r,ll_t

. :!LJl a;+,-+_r

I :Ul c..,Ll_!l g:-rtll_r LJ:LJ:lrol e+.i3 -

a___jJtilt ) t+"-r airj:-tt ar ct cr)[- os

----h il*L . LLJI :,-,riA erl-el , i++-pll

. (lso eooo) i:.+ll ;11.:l

uJ'[-sl elLi< e-FA: a+Ldl .;.1$:;lsL- -

t*-----+:l;.9 itrLrll :,_u-._liJl qt' u,J:S ,ritrul

. \rrl AljJ!

o-- i-r;i ' jlj.l.,;3-l 6l-eli. ,rlr ,'r,<i:lt .V

H {----J*+JJ| fuJEll yl+- l(l-ir dlll
l--.4 jll .;o3 r LJ- 3r5 lt :tal3 !u_p la-D _1il

( L hr Jl tl Lill ) ;* q-'t3Jl :kcyl
. JlJt ,t. -tt . ; Jilrit +ir*:,1+-,y

r-*-,r---s ("-:reyE ) A.y e-tj.,;,r &lsi-l -

o-11-.6c13;.rsll iyrl o-:lt _,rS ublJi)
Jt-'r, ...1 dJ't+ll dlJ, i+tJl r:r!ir-)l .t
.i1< rll c- cL-;ll iir < 4.,31 . 

. ;tl 6ljl'll -.t_.,i

s-J3- YIJ e,.r.-ll.ll ''J.. ll .,lg, 4J:-J|J 4JJll

. u:Jrill l\l sJLllr
'- J"ijl3 L,Lr',ll *r!Jl _f!l _13: gl,r,.6.f

:l ' .l .,-.i 4;'+-rll qJl ._,;Lrrct., g;hYl

rr1:>: i{+L-"Sii &Ll Jl L}+a'E3 ertill

e-l ,Ji a_,)lrt-r:. lill cJlS.LJIJ d_.llJl+

i......^-lill drl JLIJI glJj, il.Li,ll ..Jdl

+-----i 
,',rrJlr r ISO 9000 4J- rJl ,; l/L

i---jJtiJl ;l:l ta:"3 ir Cl eira L)i JL>-

aJ,+JJl

6l_t'-X ..il ', -l c,* _r)l lra qll3J L ) .

.lslx-ll /*-_.,sll / -,1it_r.:t Cr,/ +y-r
)1jln l)lrj,Jll rLxl # asJr .'"Jl/:+"rLlll

. (ol.-_ril.Ui;
l+{-J l;<j .J L-J,I,*J t+L clL"rYl-r at '.^y1 .

. iJlJl :J+liiil akll clrl 6el,iS 4i-.r o

Jt /*-r-Utt ) i+,r c.,l:,-3 6l_e:l al 'rr..J o

( 6L JJt drl.I / cEct y'r: i,JL;yr
ir.-- 4+_il 4i$Xl r{r!r;}L &l ,'-',...1 rJ:. t
615 ,.--ill L-n- hll 6lJr_ill J,sn-. r 4-,il:^ll

. 4$l-"ll

L-JlrYl aJtJ,Jl +itJil i!,lt (t) r.bJt (t) ltf.,t



J, r--in ( rlri.r . LJLr'.ll 13rd dr)l J"33Jl

. \11A. (JjEll

iLl .'"ll 6rj-ll ;_.11:l )) , s____ls . sJl-y
,t, )-F JIJ ((9ooo rjb')J }ALJ c.,,Llln r

. 1995 , 'o ptill . ,., ) ill r "illJ ic'l jLll

J-+l"il s-Ul Jglil )) , ,J.,t- , 931;siJl-r
1_-r-"ll aSJ,-ill , (( 4Lt---ill 'or Cl iJhl

. 1995 ,;-.,pliJl '3L.i" ,r-Ul J.c)J
J-+- )) . t3-p---+ , $iti, 41lj r 6r""-!
'o;l ;ll ,r---.elJl qprll r TQM iLLi,ll ''JJ+ll

, (( nU, .'",t ;'.--l i-.jrl .]l6J drrJ*J"Ir

, \-t r t J -ll +c i3.os-o. ,r---.1,o r i,-;;

. p--iYlr J----j.ill iyJUl glr.,)l .!til _;l:

.1997 t LJy-Jl +!l 4SIJI

: 4J-lidl -,,1gl - ^ll )) , .r, , grlall r.rc-c

Jr j{l , (( s--]^J! 6' d"ix &lsl ablJl

i---.tJl rJ.--r ri----€: 4+L-s 6J,,j.j .'.JllYl

. 1997 t Jbj . 18 .u.Jl r a;-11.:Yl :.1_,!l

-o-11:l Jl d--i..l,"ll )) . *, ,pu, r ;l$-1
_.11r . ,l J. , (( 9000 lj---yl-l il.tJl ; ,, Cl

. 1998 r ri^irar r rL-Jl

o"rLr4 i-iJti^ll )) . "* .r^-t . jLa.-V
Jl irl , ((,JJt.Yt el:Yl r-: &j o-r3.i
L..^Li"ll O.-------r, tLar i.J.ai'o "i; . '.JllYl

)bl 22,21 ,.j::-Jl r L.'!rYl q.nll 4#!l

er.-+ll ;;lrl )) , el -tt , J-!-A
L.-l.! . ..:.:_tYl u--Jl ltJ.ilt os iJ.t-:,ll

, 6l rtj-.,;iSly'l , 6:-,ill r ,';.-.Jl i-eti,-

. 6!:1+^5:-i.1. | , ai_r:Yl , 4J:lill .:,j,r"jl

i Jlr\ll LrlJl: il.ul ;r3;.Jl 6;rLi" 6l-.,p1 .,t

---rl'Xl g-lJ U,.,.Ja i-a.aiLr L-l-.p rl *S

;:.-+ll gY r r-jL--.-.i33 4Ll-.,r.o &1S .,s

l\l sclJ q!.,- .rl.r) 6lr-ll cj+tj. dlS dl.,ji

d J e+.-l g.Jl jul3 69_.)o3;.ll clir"ll

JEi)l G .---Lll 4JUJI 6rlt.Jl cE i ilrl*

'qj"
g;'!J',..l| jt{--ill 4 ri4J^Al ,r.!c +S1$.1

a-)l.,o z--...,. ,-.i a.,,c r.tll '" AJIJ U"J+i3It-\P

lajli-,i ;ilL^ll crl l-tJIJ 6tS 
'.ill'oJ Cl

.i+jlJl 6l;. lr,.l]

,;c -oll 1 ll ;j<-)l C- aCLJ dJ'n .1.

,', js: U;l !-i) ;rl r-.,r;_,!l rf-. ll

. ,r-, .oJ*,

4;.....-t1ill ,:l i lJ,.ll .2+ '. .+ill i.,U: .I 1

;r "-+ll .l.,,Sj-: fjii s3'. '&"Jl dlEJ 4+tJl

s-_Jt JEL.r lc lll--, Gj-,il ISO 9000

. ,r't,rr.JSi1 t<-.-, -rl L.i*rxl

REFERENCES el).ll
: -usJl 62l.yll :'ljl

. J+ll r 1d-,1 r:i Jl rp _.rly . g,ll:-xll-l

,Fj)l /,.,', .ll 
/,'r',...1 )) r c--rl!.2rll .r."-

o--Lt:ll ol.3sJFll c-rl.,-l J1.LSJ 
",-$,J

61 i 6r^l LIJI 6t:,ilt d it;JrL'. a-,lJ.j :

.r i-,',-.,.(( eiJt q+lJt Cr*/ LrlJIJt

L2tlt ,j*ll t ttt ll il-t1 f ,, t (t) r-rrt (,) +



Management )) ,2'd, ed, pitman publishing,
1998.

13- Tenner, A.R. Detoro, I.J., (( Total
Qulity Management: Three Steps to
Continuous Improvement )) , Addison-
weseley, I 992 .

14- Wakhlu, B., (( Total Quality
Excellence through Organization - wide
Transformation )), Ist, Reprint , New
Delhi, wheeler publishing, 1995 .

l5- Wild, R., (( The Essential of Production
Operations Management, Text and cases )).
4th, ed, 1995 .

: Qgll62,t/ : "tut
l- Camp,R.C, (( Benchmarking: The Search

for Industry best practices that lead to
Superior Performance )) Quality Progress,
April; 1989 .

2- Dhawam, R. (( Benchmarking :

Coverstory)) , Business Today VOL.5,NO.
13, July, 1996 >

3- Evans, J R., (( Applied production and
operations Management)) 4th, ed, New
York, West publishing , 1993 .

4- Evans, J.R., ( Production / operations
Management Quality' performance, and
Value)) 5th, ed, New York, West
publishing, 1997 .

5- Goetsch, D.L., Davis, S.8., (( Introduction
to Total Quality Management for
production, processing and Services )) ,2'd,
ed, prentic-Hall, 1997 .

6- Hill, T., (( The Essence of Operations
Management)), 3'd, ed New Delhi, prentice-
Hall , 1996 .

7- Krajewski, L.J., Ritzman, L.P.,
((Operations Management : Strategy and
Analysis)) 4th, ed, USA, Addison-wiesley
publishing Co. 1996 .

8- Logothetis , N., ( Managing for Total
Quality From Deming to Taguchi and
SPC)) 4th, ed , New Delhi, prentice - Hall .

t997.
9- Kotabe, M. Helsen, K., (( Global Marketing

Management)) , New York, John wiley,
Sons, INC, 1998 .

l0- Mandt, C.E., ( Concepts of Total
Quality Management and The Relationship
To ISO 9000 )) , Regional Seminar,
January, Beirut, 1995 .

I l- Markland, R.E., Vickery, S.K. Davis,
R.A. (( Operations Management Concepts
in Manufacturing and Services )) West
publishing Co., 1995 .

12- Slack, N. Chambers, S. Harland, C.
Harrison, A. Johnston. R.(( Operations

LrlrYl NW dttl-rJt iJ+.Jl r (t) rtJl (t) !./

i-.....'-1-. , .l_zjisr i--j-.,$l . (( fu_)tL a,,ihy

. 1997 , rL;6)l-e;;lr)l qlS , rl-ri-r



1997 1990 1970 4I.jI c,,l

16 8
Ot-.,.t+X

4,1 33 45 64 ;J.rJ dir)JJl

13 12 13 tlLJl

l3 l0 12 3 t-iJi

5 J 3 2 l-,r.+r-

4 J 5 4 l"Jrn

4 8 7 9 SUq:
4 4 4 J llu
4 2 0 0 r*r.+tt !-$
1 1 1 0 ,rt....< ll

I I I 0 \r-.r!
0 2 0 0 tnL,-l

0 2 0 0 +}Jl
0 1 1 0 lSt+li

0 I 1 0 .!jlJ+ll

0 1 0 0 L*TI

0 I 0 0 lrili

0 1 0 0 l-,i,jl .:_r,+

0 0 I 1 uIj-l
102 t02 102

e.r"+'ll

dul qr J1sJI t. . dl c,,lsr,ul ilJ,,Jf J*rIl (l) t'r rb+

Source : KOTABE, M, HELSEN, K, (( Global Marketing Management
Johnwiley ,.Sons, INC, New York, 1998, P.3.

LlrYl p,JrJl dPl.,rlt i.lylt r (t) r'rl (t) +

1980

29 8

8

102



wCM ( World class

Manufacturing )

rso 9000

ts(., 90uu , !.,11.11 plJei3 i--J.i fuli.ll irJi 41)rll (t ) &r.ll

TeM 4|t-.i.ll 6rjeJl 6,jrt ptE!3

( 230 , 1998 . :l"i .-," ei --:. ) : .,p..a...Jl

4+ li.lr.lt i.:.)ti^It 6rJrr if.Lal ;rj,+I 6JlJ il+r (r) ,Js,.t$

TQM wheel.

Source :- Krajewski L.J, Ritzman L.P. ((Operations Management strategy and Analysis )) , 46 , ed , Addison - wesley
publishing Co.,1996

GriiJ /
LS p..-:

&l.!
Jnrd

4Jr.il
(drjl.J)
&Ltr!

lJ-i fir..-t

{r.+#tl ljJE ll

,l}!

LJlr:l rJ&! 4+l!l ila-i (\ )lldl (\) ,.1-

6rJ+Jl ;Jl.rl

TQM 4l"Ll$

gr&i di,all

1;.a.Jil iiJli.Jl
Benclcnarking

J.:,.,,.JI O..a!l 5'S (KAIZEN) r.r"t*.,)l

li1
dr.l(ryt



el-lillA bsenteeism

ipl--Accounting

O)-cYlAdvertising

'o Jl JlAsset Management

crl.r .+.rJl

,'erlii-ll aiUrEm Dlivee benefits

Lr. \.i .Jl dll-.:,J,lEmployee involvemenl

OJ.\il.. ll GLl-riilBmplsyss 5uggestions

;_,,psJl iJtlf xpsrt 5ys1sm5

ata,ill .U..!Kanban

6 rl,,riJlLead e rss h io

6-.li.tlMaintenance Management

L1-r,4ll

,,Jr..ill clrlrjNetwo rki ns Analvsis

ij ,tLllBenchmarkinq

A_c-r !.ll

/-SlClBitling & coitection

l'll..'ill
tujlJJlBudgeting

c,!r*lll 6 rlllFacilitv Man asem en t

Lli.ill L!l::Failure analysis

clr-rillFinance

ijjt!tFtexibitity

, ,1< -! i rlJoffi Manasement

(-ril.r ,llpav roll

eiiiJl -.!- iJlrProduct L.c

.rg:tilY lprod uct ivity

{rlJYl 6L"J-.llPrototyping

,rJ iiYrllvendor Relations

/,J'.{!.lll

; rlJlCaoital Manas ement

.tt-I , ,i ,

6-rlilshnngs I\4312gsrnsn1

.)-llJ,-iJl

6)Lai) lCommunication

6l . J -llQempgn531i6n

:SLiJlContracting

,rJa jrS-JiQu51srng1 F6gu5

oJ.li!l
". Jl JlCredit Management

ol-ij)l

. rU..€ll F'.,..illlndustrialdesisn

c.rLj'Jl ;-.tl.rllnformation Management

1l.r)ll66y61isn

U-Fll ;Jlil1nysn1ery management

r.P)llso 9000

iJ-rtiJllnterviewing

ary.iiJl 6Jl:llnys5ls1 rn2nsgsmgnl

6.1 rrllOualitv

r &3Jl r r.irrllR&D

d.Jl i-riA !.rLc,lRggngingsllng

:J"Jl i-.tl:lRisk Management

Warehousin

$liJl iJl:!Vy'351s Management

(.rLrL-llWananties

LI^JI ;jWorkforce

4i+J.ll fuJtLI c,yL+" (y) d_,rcJs+Jl

Source :- DttrAW AN. R- (( Benchmarking : Cover story )) , Business Today , Vol 5, No 13, July, 1996,p.96

L.-rlrYt a.d,J +,'itytt ;.s-lt (!)l.'ljl (t)J+r

irl-:llDe I ive rv

eillDistribution
.L5:Document Control

(}lJjll

L "!ll I rl r..Jl .LrEiiHR plannins

a; .i,.ll :-1l3Jl rJlrlH( mnn6gsrnsnl

,f .i,.all r-r.g,llZe ro defect

&t!+.llSales

L,irlltax
glJl dJiTeamwork

!+jl aS:llTechnology



L'^.. JNI {;ls. Jil iJJli.Jl
External Benchmarking

Source:- DHAWAN. & op,cit, P.102

4J;lrl Us.J'.] lrli.Jt
Internal Benchmarking

ori#Ifll di;lt i-$l-.l r,:!ct : O:'..,,.9Li.c.ll

Best Practices Similar Industries Your Competitors

i,Jii. gi
Any organi

'4r-8 - ,.t1

Cr" qi

Any location

Any lndustry

lif,; 61 .l^i"
Different organiz,tions

,i-,.i
IJ Y

Any location

^!Jl ,-n
Same location

en rtl
Any location

ullt ol gt-L,3

Your Business

ir.il c,"rl
Same location

crJ-l ilJ.
Other location

4iEn dLel

i^li-ll ,_*il
Different business ,

Same Company

Lrt:lt 1.J.I l+t-rtt i.t-.tt (t)ldl (t)ii.

4+'+-.1lll fuJti.ll elJjl (r) dt cJs-,I



1-lrjls lJ.Jt cl.rt i,_.p. ! 
"rtt_r 

(JrJ,',. .rS. 44_lt s^l_ lJr-iliJL ijJti. U:Lsr tnlr:i. qiir. L e 9 crL:i. ; # rrn ItLr frriU eo _ . 
I

I

:! Jl 6)a cl.:l .r!:.1-r cusl ,r.t l- r f Ji.:il (-JS.L rrr J1 crr} dll (il -l-t ll c+ [. t
! JEiYI i-!il| 6-,-.r_rLj:j cl.rj, rs a t iA. Ji.:!l a- J.:j o, ,,,. ,',," .f

2

+*L! ai, ;r<, p61rl ei,r.r..,-! ctr)l 9L . t &:iyl i-!:Jt fx.r.rg (Jjll 4XLJI +lJl (,nL
S i,I"Jl .ra ctrt u. a{j+ 19Jl L *

4! ;.snl .rA u"ti LiS . ! lii Lr.J rj.ai)t i_!i.tt cl.rl .Jg+ 6Fll crr. L r
e [i.j,JXl :Li.tYl 

,r.o L i f lirrt.c ,rl, 6Jrii l{,l+I"" J-]l dll ujl rtl rr^ L r

' c.l'aiYl :Ji"lt i!-l LBL"I .r+i: Jt

tr l- C ct.r)t ,rlr; +rsj -ortcl ,;+ JA . t ltrrl oc a)}.^j Jl a{i}t^- ii !i, qrjn , ;J< r
irrl C-..\ J:$ Jl gE Cl 6y1r lt .,o l- . f rEi)t i-lilr o.i 4+lJL., r.jJU.

)

f lii Lir

.4-tJliJl r:ll 'lijll ,-!+1": dF-J, ;J< a f Ll;lyt i-.L^tt ;- 6lt l-r fJl Lr r

4++ll fuJti.ll pl. '61w1 i4j[6 (4) ds-,ll

6

4._.,JlrYl ajlr! r;tylt i.U.f f

(t )r&lt (,t) J+.

Analyze

Modify



1- ldentify benckmark outputs

3- Deternrine data collection method

4- Deternrine cunent contpetitive gap

5- Project future perlormance levels

6- Establish functior.ral goals

iL-* #,:,. - J*.,-aliill

;rt+ (-S-x ) er. *L J.r-..tt .
iaLel !:.,!:J.Ll\ii iJ"Jl &'s3 .

d.r,l-*ll

2- Identify best Competitor

Communication
Of data

Acceptance of
Analysis

7- Develop tirnctional action plans

8- In.rplement specifications

9- N4onitor resuits/ Report prograss

l0- Ilecalibrate bcnckntarks

o Leadership position obtained
. Process lirllv integrated in or"rr

practices

i;rsJ"ll 4.r,,;Litall drt;r (5) LJsiJr

L ,lr!l , ol'tt Lll "ll iL-ll Y..\ (t)uJ (\) ,l+.

dL-rl

crLlJl

i-ri.r!- -r r- :al .:l:el -1

ijJtiJlr &tsll
Integration

4i1L.5 3.,i:: LLr tuU,- -v

6lolJ+)l :ii -A

,, ,liill , Di , * ;Ell .lll , -1

GrJl erfrl tuJtiJl elll ;rLcl -\ .

ij;tiJl eJ*:j. rr' -1

,',1-iLl1 &!i1 rl: -r

drLlrill C^+ dJ't ::.r -f

4JLll :*iUJl "..r+i rr: -{,
o"Wr JdJt

Aralysis

i.rLiiJl ph)l rit Ji* rlrcl -o

Jr+

, l,\-lll

z sll
Maturity



.":.Jl C'l*rjjl
Continuous lmprovement

Breakthrough tJL^.6rll O+,,,riJl

Improvement i+ii:ll Jl ii..;r-tl #
d#.tilll

o+:-.)lE :-Yl g]..l] (+-.,r. ) ju / .:-Yt u;
(;5 ot.,*x ) 

..J+6 c,l ..Li Scope Jtll
(qellJ: J+ ) +i1- Time Frame - rs--iJl cgJl

Change *rill
(+r+.tt ) .,;.+ll -rt-r.l Involvement rt_Ftl .i tl

,r-lij Jnr. , i'tsj )J{+ . +l-+ll ir-5rs- i-c3 -:- 31 1-r-! _.,fSrl , 1.r_,1iJl Approach c)'rJl

,lrrr ..'l ,'sij , i__j&Jl JJ,#l

+-Jlr

. ;' lrr oL--c.l.Jiil . L++rJ]S: cJlln
-.+r+ cjljij

Stimulus (6.ilJl ) i+ll

i--Ji.ls. 6r,rL--.i"..;, - ) i_i_,a"

(*t>^,
(;.st, iL ./ d-$l Js ) 

-.jsr" Risk '.;.tl r !l

;J+__( JI-r :,!]! 6lJt&_t 
e li5i

l-+t. iIiLJlJ t{jj1r. !

".rjr----.s- t.{___+,J ; ,J_+ 6lJLil-l 
Cl_:si

I 
{ Jl- ilil - !t J \jjLrEl

q.lJl crl-Jl':Jl
Practical requirement

, < ".iJl --iJl ,( l !l a->.l,

Effortorientation

Zu r)l , tl!.r-rl ,lrLri
l: ! .6ll *L-

(s) ds+

!;U.ll iH,.,,rillJ J.i..,,.11 O*,..,,rill O# rjl$tjiyl

Source :- Slack, N,et,al, (( operations Management )),2"d, ed. pitrnan publishing, London, 199g,
694

4:.JlrYl rJ&I 4+lJdl i.lr.Jt

Effect -i)l
(; ,ri- drl rx ) ; +,. ot .ti

lJ+rrtslll

i^l e,til .r_4r1 6LrLc

(r)l.'rjl (t)!+.



elr)l
Performance

f:..,-ll O#.allt+ t{jlyeJ r:li.rr 6}r.t (0) clS-,lt

O+..:5ll Jt *.

J.3..,.11

I tme !$9t

drl &ill

A+"Jl u-j rr'( \ )

a-i*jJlr 4+r'!l 6rLr.Ll 
t^t-r ('( )

: t< '" Jl :r-(Y)

-i)l - ,,', 'tl ct+ i6:tJt(t)

6trLlll-J &L3r e-+(o)
ilsi^ll crt+-l JJ\. .JL+l(1)

.JlJr ,i^,.i:(Y)

dlJl JE'i i.'-l ,--r r,--!(A)

(;:;'i ) 4l Lti- L"s JiYl dls tjl(t)

({); J.Jl ill '.rdl dlh.il+r

+r+ eU;i .:., '' -.. I (\ . 
)

Plan (P) uur

Do (D) st

Check (C) 6+l;

Act (A)e-...-

.4r-JJ isi3..jll Jri.,,.ll O#.r1ll drlJLi (z) ds-,lt

I

(r)l.bj (r)r+.LJtNt rJ&! 4]it-rl a.s.tt



c,,El dDL:i (+_ltSt ) -y,r.,*tt o*,,"rtll ,,-Uc (+) c!s+
oYl-rrll_9 .til3ill ss 4It+t+tt 4+-rll Ljrts,,yl (rJ:-Uat ) 63:-.tt dl

SEIRI a,i,3ll Clearing up I

'-l i-tl Jl ij.{-".r Jr,-Jl

iL;ll (:lijl JHEj iJJr .lt
. ctr---.i- )l !.---i .', - ill qr-r

.,1sl -lJ L*i +r-: \pY[- r
. cJ!-Jt +-ir JcJ,iXl

,:,i. n--Jl

(+dr)
ClJj.i-)l il ..- -

als:-Yt iJ..- -

ol5Jl !-iil ;i!l aJ .{- -

2

4,......c e6Ull .:Wl LltD ,,,r.:

Il :-rl.r e-,-!1 rlll jji:
: kJl+-3 t<+_,,^t+t \:ir .l'
/ 1l-6=.ll ,tlyt / rj{.r. yl

;-x----+)l / crt:hJl / a4,-tiJl

.5w's la:)t--_, , i-t ..-tl

SEISO ,:,Liitl Cleaning (-Lll .l -Jl L-....rill -

' o!'iYl

Ljllijll ,r___L i.EiL,lt -

. i---btr ilL.r

3

.. 
-.,: 

L _t_Fl rl-lYl ;:cL*
L--4+i+ fJ+ l-:ic 4Lc N+
L:.,c. Jl iJ,li ii3;,}'1 L ,qr-i

ii fi d.. d Ji dlua JF
. it:i ,l

SEIKETSU
L-____+iJl

J---+'r)
sJ..L-l

(er

Standarizing 4

..:llJ J-------.c. ;y ,.1c. iJiilJl

d3r* C-iJr . i.lte ietiS

:.----6Jl u"J,___jJ Gl Jt{_ll
i__.Lil.ltr o.iilLr jl Jic)lr

. tlJpll Gls

SHITSUKE ,,, lJ$l Training and
discipline

"6.L ._.,, L 6:^+ &+l .,+-,,J1

;L;Yl cl3lJl .rr ;rLS

5

L--lt.r!t ,3ldt a.rotyl i.tr..I

'1Y

(t)ll'll (t)J+.

,Jar--il i-l$l ilij jli.r
i-l - tl ;,s.ior +iJl JSI .'. ll

t*...-.,Y1-r . Jt---Jl ir" qf

/61 
-------ll 

) ,.J.. l.

/crlc: ;--Jl /+S^ty.i;-r,lt

1a-,rr .. lr Jri LrsL)l

c!-----iYl J--+ J-ill -

)#J i.......-J1ll

.!-.uJl

JBi cL.i. )l ;" "-L:ll 
-

,!r-JJ 'rl
i_+_,,.r dl c!.iYl t.-:r -

, ,tLtl , -.-.i

SEITON Organizing

:-,11 t- 6;.+J ril:. ll5 i.!,slsll

.)-gl


