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Ȳɂɭʶᶼ 

 

Ỉ̱Ʉʒʤɂ ̩Ɋȵ ̩Ɋ ὂỰɕʍɂ̋ ̩hɄɉɰ rʫ ˂Ỉȹ 

ɑˈʤɄʒʤɂ ˌʫȵ ˌɔɄˈɥ ʨɥɂɱʫ ɑʕɄʞ ˍ┤ ˍỈɄˈʦʤɂ ɱʸɵ ʳʫ ˂Ỉȹ 

Ȳɂɳʍz ̩ɔ̒ɩȹ 
ᴮ
ɂṔḛɋʝ 
ᴮ
Ʉɋɥ ʭẛṤɥȵ rʫ ˂Ỉȹ 

ȲɄɋɥz ὃỮʚʕɰ̋ ̩Ƚᶚʫɲ ˂Ỉȹ 

ȵ Ȳᶗȸʶ ʨʞ ˂Ỉȹ... ʏʁɂʻɕᶽɂ ὃữɦɇ ˃ɭʶ 
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ɱʟɹ ɱ˄ɭʚɓʺ 

 ʢ̒ʚ˄  ʂ ᴂɳʍ ᶚʍʺ ̱┤ ʹɇɄɕʝ ʭˆɱʟʤɂ Ʉʫʺ" ʭʟɇ ʳʫ ɑʬʎʰ ʳʬʕ  ʂ".......... 

ʘɭɽ  ʂʭˈʊʎʤɂ ɑ˄ᶺ) 53 ʳʫ ɐɰ̒ɵ (ʨɦʱʤɂ. 

ɏˈʆ˄ ̱Ỉ  
ᴮ
ɄʯɄʕɱʍ ʨˈʬᾒήɄɇ ʮȵ ʪɭʚɓȵ ʨˆɳɡɇ ɱʟɺʤɂ ʮɄʱɕʫᶸʺ ˂Ỉȹ ʨʞ ʳʫ ʗʙʺ ὃửʯɄɟ ʢᶚɩ ɐṔḘʕ ɲɄɡʯȹ ὃữɦɇ ɂɯʶ ɿɩȵʺ ɇɱʝɯʤɄ 

˃ɮɄɕɵȵ ᵷʭˆɱʟʤɂ ʳʫ ʔɱɹȵ ˂Ịʍ ὃữɦɇ  ɰ̒ɕʝɭʤɂ ʳʎʫ ˌhɂɰ̒ᾚήɂᵷ ˃ɯʤɂ ʭʤ ʨɪɋ˄ ˍỊʍ ʹɦȼɄɾʱɇ ɓ́ɂɬɄɹɰ̋  ̍Hʚʤɂɑʬ ɐɭʍɄɶᶽɂʺ 

˂Ịʍ .ʪɂʺɭʤɂ 

Ʉʬʝ ˌʰȵ ɿɩȵ ɱʟɺʤɄɇ ɑʎʫɄᾒήɂ ɑˈʁɂṔḘʕᶸ ɑ̂ɰ̒ɶʤɂ ȲɄʂʍȵʺ ɑȾˈʸʤɂ ɑ̍ɶ̌ɰɭɕʤɂ ʨʫɄʠʤɄɇ Ʉᶽ ʭɓ ʹʬ˄ɭʚɓ ʳʫ ɒᶚˈʸɶɔ ʭʍɬʺ ̱┤ 

ʢɄɡʫ ɑɵɂɰɭʤɂ ̱┤ Ʉᾒήɂ.ɑʎʫ 

ʪɭʚɓȵ̋ ɱ˄ɭʚɕʤɄɇ ʮɄʱɕʫᶸʺ ɑʱᾒίʤ ɑɺʙɄʱᶽɂ ʭˈʟɦɕʤɂʺ ʨʁɄʕᶻ ʳ˄ɯʤɂ ˌʰʻʕɱɹ ʭʁɰ̒ʂɦɇ ʭẛẁɄʊɥᶚʫʺ ɑʬˈʚʤɂ .ɐɭˈʖᶽɂʺ 

Ʉʬʝ ȵɱʟɹ ɐɰɂɬȹ ɑʝɱɹ ɐɭɦɕᶽɂ ɒɄʍɄʱɾʦʤ ɑ̍ȼɂ̋ɭʤɂ  ʮḚɹ ʏ̍ɉɰ ɭʬɥȵ ɰ̒ɕʝɭʤɂ ɑHɽɄɩ̋ɄʁɰɬɄʞ̋ ˃ɯʤɂ ɂʻʫɭʙ ̱Ỉ ɒᶚˈʸɶɖʤɂ 

ʭʍɭʤɂʺ ̱┤ ʨˈɌɵ ʛˈʚɦɓ ɂɯʶ ɝɦɋʤɂ ɇ ɿɩȵʺ ɱʝɯʤɄ ɑ̍ȼɄ̍ʬ̍ʟʤɂ̋ ʮɄʬHɶʤɂ Ʉ̍ʤɂɬ ɑ̍ʯᶗɭ̍ɾʤɂɑɺȽɄʍ  ɰɄəȳ ɑ̍ȼɄ̍ʬ̍ʟʤɂ̋ ʭĤɱʝ

 ˃ɰɬɄʚʤɂ. 

 ʢ̒ʙȵ̋  
ᴮ
ɂɱʟɹ ʨʠʤ ʳʫ ʭʶɄɵ ̱┤ ɲɄɡʯȹ ɤɄɡʯ̋ Ẻ̱̋ɱɺʫ ɂɯʶ ʨʞʺ ʳʫ ʪɭʙ ̱Ỉ ɭ˄  ʮ̒ʎʤɂ ᵷɄẛṨʕ ˃ȵʺ ʛ˄ɭɽ ̋ȵ ʨ̍ʫɲ ˌhɰɲȳ .ʡʤɯɇ 

˂Ỉ ʺ ʨʞ ʳ˄ɯʤɂ ɂʺȲɄɵȵ ̱Ỉȹ.  

 
ᴮ
ɂɱʟɹ ʭʟʤ ...

ᴮ
Ʉʎ̍ʬɟ 
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ʭʟᾚήɂ ɑʱᾒή ɑɦʖɽ 
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ɿᾟίʫ ɝɦɋʤɂ 

Ẅ ɐɬ̒ᾒήɂ ɐɰɂɬȹ ʪɄʊʯ ʛ̍ɋʆɓ ɱəȵ ɴɄ̍ʙ ˂Ỉȹ ɝɦɋʤɂ ɂɯʁ ʔɭẛISO 9001:2015 ʞɱɺʤɂ Ȳɂɬȵ ˂ỊʍɒɄ  ʳʫ ˌȽɂʺɭʤɂ ʌɄʆʚʤɂ ˍ☿

 ʛˈɋʆɓ ʏʕɄʱʬɇ ɱəȶɕʤɂ ʼɭʫ ʔɄɺɖʝɂ ɱəᶻ ɂɯʶ ɴɄˈʙ ʳʫ ʔɭʸʤɂʺ ᵷʵɭʎɊʺ ʪɄʊʱʤɂ ʛˈɋʆɓ ʨɋʙ ɑʝɱɺʤɂ Ȳɂɬȵ ɒɂɱɹȸʫ ɴɄˈʙ ʢᶚɩ

ʔɭẛẁ Ʉʬʝ ᵷɐɬ̒ᾒήɂ ɐɰɂɬȹ ʪɄʊʯ  
ᴲ
ɂʑ ɐɬ̒ᾒήɂ ɐɰɂɬȹ ʪɄʊʯ ̱☿ ʗʎʂʤɂ̋ ɐ̒ʚʤɂ ʏʁɂ̒ʫ ʔɄɺɖʝɂ ˂Ỉȹ ᴂɋʆ ʄɄʚʯ ɳˆɳʎɕʤ ʡʤɮʺ ɑʝɱɺʤɂ ˍ☿ ʛ

.ɑʝɱɺʦʤ ὃỲḳʕɄʱɕʤɂ ʏʁʻʤɂ ʮḛɶɦɓ ˂Ịʍ ʨʬʎʤɂʺ ᵷʹʤ ɱʬɕɶʫ ʮḛɶɦɓ Ȳɂɱɟ ʺ ʗʎʂʤɂ ʄɄʚʯ ɑᾒήɄʎʫʺ ɐʻʚʤɂ  ɝɥɄɋʤɂ ɴɰɬ ɝ̍ɥ

 Ȳɂɬᶻʺ ᵷɣɕʱᶽɂ ɐɬʻɟ :ɒɂɱɹȸᶽɂˍỊˈʒɺɖʤɂɄʁɰ̋ ᵷ ʤɂ Ȳɂɬz  ̋ᵷʮ̒ɉɳʤɂ .ˍỈɄᶽɂ Ȳɂɬᶻʺ ᵷˌʚˆʻɶɖ ɐɬʻɟʻᶽɂ ɒɄʯɄˈɋʤɂ ˂Ịʍ ɝɥɄɋʤɂ ɭʬɕʍɂ

 ɣʫɄʯɱɇ ɝɥɄɋʤɂ ʪɭɪɕɵɂ̋ ᵷʪɄɶʙz ȲɄɵȷɰ̋ ɼɄᾟὉz  ʏʫ ɒᶚɇɄʚʑɂ ˂Ỉȹ ɑʕɄʁɟɄɇ ɑʝɱɺʤɂ ̓ɭʤ ɐɬ̒ɟ̒ʑɂ ɞɮɄʬɦʤɂ̋ ɒᶚᾒὈʤɂ rʬʁ

SPSS  .ɒɄʯɄˈɋʤɂ ʀɱʍʺ ʨˈʦɦɓ ˍ☿ḛɶɦɓ ̱☿ ɱəȵ ɐɬ̒ᾒήɂ ɐɰɂɬȹ ʪɄʊʯ ʛ̍ɋʆɕʤ ᴂʮȵ ɣȼɄɕɦʤɂ ɒɱyʉȵ ɑʝɱɺʤɂ ɑ̍ʤɄʎʕ̋ ɣɕɦʑɂ ɐɬ̒ɟ ʏʕɰ̋ ʮ

ɄẛẁȲɄʖʝʺ ɱyʊɓ ʭʤ ʮḛɥ ̱☿ ᵷɑʝɱɺʤɄɇ ɼɄᾟήɂ ̱ỈɄʑɂ Ȳɂɬz ʮḛɶɦɓ̋ ᵷɄyʤ ɑ̍ʙ̒ɶʤɂ ɑɾᾚήɂ ɐɬɄ̂ɲ̋ ʮ̒ɉɳʤɂ Ʉʁɰ ɳ̂ɳʎɔ ˂Ỉȹ ɑʕɄʁɟɄɇ ᵷ

.ɐɭ˄ɭᾒήɂ ʘɂ̒ɵz ˂Ỉȹ ʢ̒ɩɭʤɂ̋ ʮ̒ɉɳʤɂ Ȳᶗ̋̋ ᵷɑʝɱɺʤɂ ɑ̍ɟɄɕʯȹ rʫ Dʨʞ ˂Ịʍ ʪɄʊɦʤɂ ʛ̍ɋʆɕʤ 
ᴮ
ɄᾚὟɂ̋ ɱəȵ ɣȼɄɕɦʤɂ 

ʦʬɹ ᵷɄ̍ʦʎʤɂ ɐɰɂɬɡʤ ɱ̂ɰɄʚɕʤɂ ʏʕɰ̋ ɑ̍ʤɄʎʕ Ṕḙʝȵ ɒɄʯɄ̍ɇ ʨ̍ʦɦɓ ʘɱʆʤ ɑʝɱɺʤɂ ɬɄʬɕʍɂ ˂Ịʍ ɒɄ̍ɽ̒ɕʤɂ ʭʁȵ ɗ ˂Ịʍ ʨʬʎʤɂ

 ̋ ʏ̍ɇ ɑ̍ʦʬʍ ʨʞ ʨɋʙ ʮ̒ɉɳʤɂ ɒɄɋʦʆɕʫ ɭ˄ɭɦɓ ˂Ịʍ ʨʬʎʤɂ ᵷ˃ɰɯɟ ʨʠɺɈ ʮ̒ɉɳʤɂ ̓̋Ʉʠɹ ɑᾒήɄʎʫ ̋  ɴɄˈʚʤ ʪɄʊʯ ɘɂɭɦɕɵɂ ɑʎɈɄɕʫ

.́ʤ ʢ̋z  ʨʫɄʎɕʤɂ ɭʎɈ ʮ̒ɉɳʤɂ Ʉʁɱʤ ɒɄʎ̍ɋʑɂ ʭɶʙ  ɲʤɂ ʢᶚɩ ʳʫ ɑʝɱɺʤɂ ɑˈɟɄɕʯȹ ɐɬɄˆ ̒ ɕ ɐɬɄ̂ɲ .ɑ̂ɰ̒ɶʤɂ ɒɄʊʕɄᾚᾇɂ ̱☿ ὃỲṌɱʎʤɂ ʏɵ

 .ʮɄ̍ɕʍᴜ ɑ̍ʦʬʍ ̱☿ ɑ̍ɵɄ̍ʚʤɂ ɒɄʖɽɂ̒ʑɂ ˂Ịʍ ɬɄʬɕʍᴜ  ̋˄rɬɰ̒ʑɂ ʭ̍̍ʚɓ̋ ɰɄ̍ɕɩɂ ɑ̍ʦʬʍ ɑ̍ʤɄʎʕ ʢᶚɩ rʫ ɑʝɱɺʤɂ ɐȲɄʖʝ ʏʕɰ

ɂ ɐȲɄʖʝ ʏʕɱʤ ɑ̍Ɍ̂ɰɭɓ ɒɂɰ̋ɬ Ṕḛʕ̒ɓ̋ ɑɋɵ̒ᾚήɂ̋ ɒɄʫ̒ʦʎʑɂ ɑʯɄʚɓ ˂Ịʍ ɬɄʬɕʍᴜ .ɑʝɱɺʤɂ ˍ☿ ʮḛʦʫɄʎʤɂʺ ʮḛʖʉʻᶽ 

 

ʠʤɂɄʬʦɒ ɑˈɥɄɕʖᶽɂ 
ɐɬ̒ᾒήɂ ɐɰɂɬȵ ʪɄʊʯ: Quality Management SystemɑˈɵɄɵᶻ Ȳɂɬᶻ ɒɂɱɹȸʫ ᵷ: Key Performance Indicators (KPIs) Ȳɂɬȵ ᵷ

ɑʝɱɺʤɂ: Business Performance ̋ɳ˄ȳ ᵷ: ISO. 
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ᾝίʆɾᶽɂ ʗˆɱʎɕʤɂ 

 ɑʬʊʱᶽɂ 
 ɒɄʙᶚʎʤɂ̋ ɒɄʆʦɶʤɂ̋ ɒɄ̍ʤ̋ȸɶʑɂ ʏʫ ɑɽɄᾟήɂ Ʉẛṥʖ̍ʉ̋ Ʉyʤ ɼɄᾟὉz  rʫ ɑʍ̒ʬɡʫ ̋ȵ ɿᾟὉ

Ʉʸʕɂɭʶȵ ʛˈʚɦɕʤ 

ɐɬʻᾒήɂ Ữʤɂ ɑɟɰɭʤɂɒɄɋʦʆɕʬʦʤ ɑʦɽȶɕᶽɂ ɼɂʻᾟήɂ ʳʫ ɑʍʻʬɡʫ ɑˈɋʦɓ Ʉʸʦɾɓ ὃ 

ʪɄʊʱʤɂ Ʉẛṧˈɇ Ʉʬˈʕ ɑʦʍɄʖɕᶽɂ ʺȵ ɑʆɇɂṔḘᶽɂ ɱɽɄʱʎʤɂ ʳʫ ɑʍʻʬɡʫ 

ɐɰɂɬʐ ɑʬʊʱᶽɂ ʭˈʊʱɓʺ ʹˈɟʻɕʤ ɑʚɶʲʫ ɑʆɺʰȵ 

 ɐɬ̒ᾒήɂ ɐɰɂɬȹ ʪɄʊʯ  ɐɬ̒ᾒήɄɇ ʛʦʎɕ˄ ɐɰɂɬʐ ʪɄʊʯ rʫ Ȳɳɟ 

 ɏʦʆɕʫ ȵ ɑˈʱʬʁ ᵷ Ʉʶɱʝɮ ʭɓ ὃỮʤɂ ʏʙʻɕʤɂ ʺȵ ɑɟɄᾚήɂʪɄʍ ʨʠɺɈ ɑˈʫɂɳʤȹ ʺ 

 ɑʚɇɄʆᶽɂ ʪɭʍ  ɏʦʆɕʫ ɑˈɋʦɓ ʪɭʍ 

 Ȳɂɬᶻ  ɴɄˈʚʦʤ ɑʦɇɄʙ ɑɡˈɖʯ 

 ʮ̒ɉɳʤɂ Ʉʁɰ  ὃỲḳᾚήɂ ʜɂɰɬʐ ʮ̒ɉɳʦʤ ɓ́Ʉɋʦʆɕʬɇ ȲɄʕ̒ʤɂ Ʉʁɭɦʍ ʭɓ ὃỮʤɂ ɑɟɰɭʤɄɇ 
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1 .ʨɾʖʤɂ :ʢ̋z ɰɄʅᶼ ʪɄʎʤɂ ɑɵɂɰɭʦʤ 

1.1 ɑʫɭʚʫ  

ʀɱʖɓ ʄ̋ɱɹ ʨʬʎʤɂ ɐɭ˄ɭᾒήɂ ὃỮʤɂ  ʮ̒ʠɓ ɄẛṨʕ ɒɄʫʻʦʎᶽɂ ʭʶȵ  Eʫɬɰ̒ ɬɭɡɕƎʫ ɒɄɉɰɄʚʫ ɐɭ˄ɭɟ ̱☿ ɴɄˈʙ Ȳɂɬȵ ᵷɒɄʬʊʱᶽɂ ɒɂɮ 

ɑʦɾʤɂ ʪɄʊʱɇ ɴɄˈʙ Ȳɂɬᶻ ˃ɭˈʦʚɕʤɂ ˃ɯʤɂ  
ᴱ
ʅ ̒ᴂ ɰ ɒɂɱɹȸʫ  ̍ᴂʤɄʫɑ ɑˈɌɵɄɦʫʺ .ɐɭɥɂʺ ʳʫ ɘɭɥȵ ᾘᾊɄʱᶽɂ Ṕḛɺɔ ˂Ỉȹ ɴɄˈʙ Ȳɂɬȵ ɒɄʬʊʱᶽɂ 

ɑˈɵɄɵᶻ Ȳɂɬᶻ ɒɂɱɹȸʫ Ṕḗʍ )KPI( .ɑˈɵɄɵᶻ Ȳɂɬᶻ ɒɂɱɹȸʫ )KPI (ɐɰɄɋʍ ʳʍ ɷˉ˄Ʉʚʫ ɑˈʤɄʫ Ṕḛʑʺ ɑˈʤɄʫ Ʉʸʫɭɪɕɶɔ ɒɄʬʊʱᶽɂ 

ʗɺʟʦʤ ʳʍ ʼɭʫ ɄʸɥɄɡʯ ̱☿ ʛˈʚɦɓ ʔɂɭʶȵ ɑʦˆʻʅ ɭʫᶻ .ʳʫ ʨɟȵ ʨˈʟɺɔ ʪɄʊʯ ʢɄʎʕ ɴɄˈʚʤ ɂɬᶻᵷȲ ʳʫ ʭʸᶽɂ ɑ˄Ʉʒʦʤ ɭ˄ɭɦɓ 

ɭˈɥʻɓʺ ʏˈʬɟ ɒɄˈʦʬʎʤɂ ʨɩɂɬ ɑʬʊʱᶽɂ. 

ɭʙʺ  ᴂʭɓ Ȳɂɱɟȹ ɝɦɋʤɂ ̱☿ ʪɄʍ 2018ᵷ ʳʬʁ ɑʝɱɹ ɐɭɦɕᶽɂ ɒɄʍɄʱɾʦʤ ɑˈȼɂʺɭʤɂ )Allied Pharmaceutical Industries(. 

ʭɕˉɵʺ ʮɄˈɌɓ ɱəȵ ʛˈɋʆɓ ʪɄʊʯ ɐɰɂɬȹ ɐɬʻᾒήɂ ISO 9001:2015 ˂Ịʍ ɴɄɵȵ ɒɄʯɄˈɇ ʫʺ ɱɹȸɒɂ Ȳɂɬᶻ  ̒ ɟʻᶽɂɐɬ ̱☿ ɑʝɱɺʤɂ. ɭʱʍ ɝɦɋʤɂ 

ʳʍ ʮɄʞ ᵷʡʤɮ  
ᴮ
Ʉʬɕyʫ ɝɥɄɋʤɂ ɝɦɋʤɄɇ Ʉʬʍ ɂɮȹ ɗʯɄʞ ɐɬʻɟ ɣɕʱᶽɂ ᵷʳɶɦɕɓ  ʜɄʱʶ ɂɮ ʺʳɶɦɓ  ɑɋɶʲɇɄʁɰ ʳȼɄɉɳʤɂ ᵷʭẛṿᶗ̋̋ Ʉʫʺ ɂɮȹ 

ʮɄʞ ʜɄʱʶ  ɑʝɱɺʤɂ ɑ̍ʤɄʎʕ ̱☿ ɐɬɄ̂ɲɄẛẁȲɄʖʝʺ ɄẛṥˈɟɄɕʯ ʺᵷ Ʉʫʺ ɂɮȹ  ɭʙ ɑʝɱɺʦʤ ɑˈʙʻɶʤɂ ɑɾᾚήɂ ɗʯɄʞɒɬɂɬɲɂᵷ  ̋Ʉʫ ɂɮȹ ʮɄʞ ʜɄʱʶ ̂ɲɐɬɄ 

ˍ☿  ȲɂɬᶻˍỈɄᶽɂ.  

2.1 ʔɂɭʶȵ :ɝɦɋʤɂ  

Ẅʔɭẛ ɂɯʶ ɝɦɋʤɂ ˂Ỉȹ ɴɄˈʙ ɱəȵ ʛˈɋʆɓ ʪɄʊʯ ɐɰɂɬȹ ɐɬʻᾒήɂ ISO 9001:2015 ˂Ịʍ Ȳɂɬȵ ɑʝɱɺʤɂ ̱☿ ʌɄʆʚʤɂ ˌȽɂʺɭʤɂ ʳʫ 

ʢᶚɩ ɴɄˈʙ ɒɂɱɹȸʫ Ȳɂɬȵ ᵷɑʝɱɺʤɂ ʔɭʸʤɂʺ ʳʫ ɴɄˈʙ ɂɯʶ ɱəᶻ ʔɄɺɖʝɂ ʼɭʫ ɱəȶɕʤɂ ʏʕɄʱʬɇ ʛˈɋʆɓ ʪɄʊʯ ɐɰɂɬȹ ᵷɐɬʻᾒήɂ Ʉʬʝ 

ɭẛẁʔ ˂Ỉȹ ʔɄɺɖʝɂ ʏʁɂʻʫ ɐʻʚʤɂ ʗʎʂʤɂʺ ̱☿ ʪɄʊʯ ɐɰɂɬȹ ɐɬʻᾒήɂ ʛɋʆᶽɂ ʡʤɮʺ ɳˆɳʎɕʤ ʄɄʚʯ ɐʻʚʤɂ ɑᾒήɄʎʫʺ ʄɄʚʯ ʗʎʂʤɂ Ȳɂɱɟ ʺ 

ʮḛɶɦɓ ɱʬɕɶʫ ᵷʹʤ ʨʬʎʤɂʺ ˂Ịʍ ȲɄʱɇ ɑʚə ʳȼɄɉɳʤɂ ̱☿ ɒɄɡɕʱᶽɂ ὃỮʤɂ Ʉʸʫɭʚɓ ɑʝɱɺʤɂ (ʨʬʎᶽɂ) ʳʫ ʨɟȵ  ʢ̒ɽ̒ʤɂ ˂Ỉȹ ɣȼɄɕʯ ɒɄˈɽʻɓʺ 

ɭʍɄɶɔ ˂Ịʍ ʮḛɶɦɓ ʏʁʻʤɂ ὃỲḳʕɄʱɕʤɂ .ɑʝɱɺʦʤ 

3.1 ɑˈʬʶȵ :ɝɦɋʤɂ  

Ṕḗɕʎ˅ Ʉʁɰ  ʮ̒ɉɳʤɂ ʢɄʬɵȵɰ ɑʝɱɺʤɂ Ṕḗɕʎɔʺ ɐɬʻɟ ɑʫɭᾟήɂ ʳʫ ʭʶȵ ɒɄˈɵɄɵᶻ ̱☿ ɑʝɱɺʤɂ  ʢ̒ɾᾚίʤ ˂Ịʍ ɂɯʶ Ʉʁɱʤɂ ɝˈɥ 

ʮȵ ɑʝɱɺʤɂ ˂ẻɶɔ ˂Ỉȹ ʛˈʚɦɓ Ʉʁɰ ʳȼɄɉɳʤɂ ʳʫ ʢᶚɩ ṕḛʬɕʤɂ ̱☿ ʭ˄ɭʚɓ ɄẛẁɄʫɭɩ ɄẛẁɄɡɕʱʫʺ ʮᶟ ʪɭʍ ʛˈʚɦɓ Ʉʁɱʤɂ ʳȼɄɉɳʦʤ ʔʻɵ ʨʠɺ˅ 

ʗʙɂʻʫ ɑˈɋʦɵ ʵɄɡɓ ɑʝɱɺʤɂ ɒɄɡɕʱᶽɂʺ ὃỮʤɂ Ʉʸʫɭʚɓ ʳʤʺ  ɰɱʟɕ˄ ʨʫɄʎɕʤɂ Ʉʸʎʫ ʭʸʎʕɭˆʺ ˂Ỉȹ ɝɦɋʤɂ ʳʍ ɑʝɱɹ ȵ.̓ɱɩ  

 ʢ̋Ʉɦɓ ʵɯʶ ɑɵɂɰɭʤɂ ʔɄɺɖʝɂ ʼɭʫ əȶɓḛṔ ʛˈɋʆɓ ʪɄʊʯ ɐɰɂɬȹ ɐɬʻᾒήɂ ˂Ịʍ Ȳɂɬȵ ɑʝɱɺʤɂ ˌʖˈʉʻʤɂ ɑʝɱɺʤ ʳʬʁ ʌɄʆʚʤɂ 

ᵷˌȽɂʺɭʤɂ ʡʤɮʺ ʳʫ ʢᶚɩ ʀɂɱʎɕɵɂ ɬɭʎʤ ʳʫ ɒɂɱɹȸʫ Ȳɂɬᶻ ɑˈʦɩɂɭʤɂ Ʉᾟήɂʺɑ̍ɟɰ ɑʝɱɺʦʤ ʏʁʻʫ ɑɵɂɰɭʤɂ ʨɋʙ ɭʎɊʺ ʛˈɋʆɓ ʪɄʊʯ 

ɐɰɂɬȹ ɐɬʻᾒήɂ ISO 9001:2015 ʡʤɮʺ ʔɭẛẀ ɑˈɋʦɓ ɭɥᶟ ȻɬɄɋʫ ɐɰɂɬȹ ɐɬʻᾒήɂ ᶗȵ ʻʶʺ ʮḛɶɦɕʤɂ ʨɽɂʻɕᶽɂ Ȳɂɬᶟ ɑʝɱɺʤɂ.  

4.1 ɑʦʠɺʫ :ɝɦɋʤɂ  

Ṕḗɕʎ˅ Ʉʁɰ  ʮ̒ɉɳʤɂ ʢɄʬɵȵɰ ɒɄʞɱɺʤɂ Ṕḗɕʎɔʺ ɐɬʻɟ ɒɄɡɕʱᶽɂ ʳʫ ʭʶȵ ɒɄˈɵɄɵᶻ ̱☿ ɂɑʝɱɺʤ  ʢ̒ɾᾚίʤ ˂Ịʍ ɂɯʶ Ʉʁɱʤɂ ɝˈɥ 

ʮȵ ɂɑʝɱɺʤ ɔ˂ẻɶ ˂Ỉȹ ʛˈʚɦɓ Ʉʁɰ ʳȼɄɉɳʤɂ ʳʫ ʢᶚɩ ṕḛʬɕʤɂ ̱☿ ʭ˄ɭʚɓ ɄẛẁɄɡɕʱʫ ʮᶟ ʪɭʍ ʛˈʚɦɓ Ʉʁɱʤɂ ʤʳȼɄɉɳʦ ʔʻɵ ʨʠɺ˅ ʗʙɂʻʫ 

ɑˈɋʦɵ ʵɄɡɓ ɂɑʝɱɺʤ  ̋ɒɄɡɕʱᶽɂ ὃỮʤɂ ɓɄʸʫɭʚ ʳʤʺ ʭɕ˄  ɱʟɓɂɰ ʨʫɄʎɕʤɂ ʸʎʫɄ ʭʸʎʕɭˆʺ ˂Ỉȹ ɝɦɋʤɂ ʳʍ ɑʝɱɹ ȵ ɱɩ.̓ 
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ˍỈɄɕʤɄɉʺ ʨɛʬɕɓ ɑʦʠɺʫ ɦɋʤɂɝ ̱☿ ɤɱʅ  ʢȷɄɶɖʤɂ ˍỈɄɕʤɂ: Ʉʫ ̒ʁ əȶɓḛṔ ʛˈɋʆɓ ʪɄʊʯ ɐɰɂɬȹ ɐɬʻᾒήɂ ˂Ịʍ Ȳɂɬȵ ɑʝɱɺʤɂ ˌʖˈʉʻʤɂ ̱☿ 

ɑʝɱɺʤɂ ʏʁʻʫ ɝɦɋʤɂ Ʉʬˈʕ ʛʦʎɕ˄ ɇɒɂɱɹȸʬ Ȳɂɬᶻ ɑˈʦɩɂɭʤɂ ɑ̍ɟɰɄᾟήɂ̋ ɑʝɱɺʦʤ ʨɋʙ ɭʎɊʺ ʛˈɋʆɓ ʪɄʊʯ ɐɰɂɬȹ ɐɬʻᾒήɂ ISO 

9001:2015 ʡʤɮʺ ʔɭẛẀ ɑˈɋʦɓ ɭɥᶟ ȻɬɄɋʫ ɐɰɂɬȹ ɐɬʻᾒήɂ ᶗȵ ʻʶʺ ɕʤɂʮḛɶɦ ʨɽɂʻɕᶽɂ Ȳɂɬᶟ ɑʝɱɺʤɂ.  

 ɒɰ̒ʦɋɓ ɑʦʠɺʫ ɝɦɋʤɂ ʳʫ ʢᶚɩ ɒᶗȷɄɶɖʤɂ ὃỮʤɂ ʭɕẛẄ ɝɥɄɋʤɂ ɑɇɄɟᶡɄɇ ɄẛṨʦʍ ˍỘʺ: 

1- ʨʶ ʜɄʱʶ ɑˈʤɄʎʕ ʪɄʊʱʤ ɐɰɂɬȹ ɐɬʻᾒήɂ Ʉʬˈʕ ɿɪ˄ ɐɬʻɟ ɒɄɡɕʱᶽɂ ɑʫɭʚᶽɂ ʳȼɄɉɳʤ ɑʝɱɺʤɂᵺ 

2- ʨʶ ʜɄʱʶ ɑˈʤɄʎʕ ʪɄʊʱʤ ɐɰɂɬȹ ɐɬʻᾒήɂ Ʉʬˈʕ ɿɪ˄  ˍỊˈʒɺɖʤɂ Ȳɂɬᶻᵺɑʝɱɺʦʤ 

3- ʨʶ ɦʁʜɄ ɑˈʤɄʎʕ ʪɄʊʱʤ ɐɰɂɬȹ ɐɬʻᾒήɂ Ʉʬˈʕ ɿɪ˄ Ʉʁɰ ᵺʮ̒ɉɳʤɂ 

4- ʨʶ ʜɄʱʶ ɑˈʤɄʎʕ ʪɄʊʱʤ ɐɰɂɬȹ ɐɬʻᾒήɂ Ʉʬˈʕ ɿɪ˄  ᵺʘ̒ɶʤɂ ̱☿ Ȳɂɬz  

5- ʨʶ ʜɄʱʶ ɑˈʤɄʎʕ ʪɄʊʱʤ ɐɰɂɬȹ ɐɬʻᾒήɂ Ʉʬˈʕ ɿɪ˄ ɑʝɱɺʦʤ ˍỈɄᶽɂ Ȳɂɬᶻᵺ 

5.1 ɑˈᾒᾎʱʫ :ɝɦɋʤɂ  

ʏɋɖ˄ ɝɥɄɋʤɂ ̱☿ ɂɯʶ ɝɦɋʤɂ Ɇʻʦɵᶻ ˌʖɽʻʤɂ ̱☿ ʏʬɟ ɒɄʯɄˈɋʤɂ ̍ʑɂɑˈʯɂɭ Ʉʸʦˈʦɦɓʺᵷ ɝˈɥ ʭɕˉɵ ʏʬɟ ɒɄʯɄˈɋʤɂ  ᶗɄɇɬɄʬɕʍ 

˂Ịʍ ɏɕʟʤɂ ʏɟɂɱᶽɂʺ ɒɄɵɂɰɭʤɂ̋ ɑʚɇɄɶʤɂ ὃỮʤɂ Ʉʸʤ ɑʙᶚʍ ɐɱɹɄɋʫ ʌʻʁʻʬɇ ɑɵɂɰɭʤɂ ɑʕɄʁᶡɄɇ ˂Ỉȹ ɒɄʫʻʦʎᶽɂ ɑʚ
ᴴ
ə̒ʑɂ ʛȼɄəʻʤɂ) 

ɒᶚᾒὈʤɂʺ( ɐɬʻɟʻᶽɂ ʼɭʤ ɑʝɱɺʤɂ ɭˈʙ ɑɵɂɰɭʤɂ ɐɭɦɕᶽɂ) ɒɄʍɄʱɾʦʤ (ɑˈȼɂʺɭʤɂ ̱☿ ὃỮʦɥɱʫ ʨɋʙ ʛˈɋʆɓ Ʉʊʯʪ ɐɰɂɬȹ ɐɬʻᾒήɂ .ʵɭʎɊʺ 

6.1 ʏʬɕɡʫ ɑʱˈʍʺ ʌʻʯʺ :ɝɦɋʤɂ  

ʏʬɕɡʫ :ɝɦɋʤɂ ʻʶ ɑʝɱɹ ɐɭɦɕᶽɂ ɒɄʍɄʱɾʦʤ ɑˈȼɂʺɭʤɂ ʦɽɄᾚήɂɑ ˂Ịʍ ɐɬɄʸɹ ɑʚɇɄʆᶽɂ ʑɑʖɽɂʻ  ɐɬ̒ᾒήɂ ɐɰɂɬȹ ʪɄʊʯᴬʤɂ ISO 9001: 

2015. 

ɑʱˈʍ ɦɋʤɂ:ɝ ɑʝɱɹ ɐɭɦɕᶽɂ ɒɄʍɄʱɾʦʤ ɑˈȼɂʺɭʤɂ  ʳȼɄɉɳʤɂʺʳ˄ɯʤɂ  ̋ ɬɄʖɕɵɂɂ ʳʫ ẛẁɄɡɕʱʫɄ ʨɋʙ Ɋʺɭʎ ʛˈɋʆɓ ʪɄʊʯ ɐɰɂɬȹ ɐɬʻᾒήɂ ISO 

9001:2015. 

 :ɝɦɋʤɂ ʌʻʯˍ☿Ʉɺʟɕɵɂ  .̩ʖɽ̋ʺ 
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2 .ʨɾʖʤɂ :ˌʰɄɛʤɂ ɰɄʅᶼ  ˃ɱʊɦʤɂ ɝɦɋʦʤ  

1.2 ɑʫɭʚʫ ɑ̍ɪ̂ɰɄɓ: 

ɐɬʻᾒήɂ ̱Ộ ɑʬʦʞ ɑʚɕɺʫ ʳʫ ɑʬʦʠʤɂ ɑˈʲˈɓᶚʤɂ Qualitas ) ʳʫ ˃ȵ ʌʻʱʤɂ ( ʭɓʺ Ʉʸʫɂɭɪɕɵɂ ɐɱʬʦʤ ᵷ˂Ỉʺᶻ ɭʚʤʺ ȵ̓ɰ ʃʎɈ ɆɄɕʟʤɂ ʮȵ 

ɐɬʻᾒήɂ ɗᴬɶˉʤ ɐɭᴬˈʤʺ ɱᴬɾʍ ɑʍɄʱᴬɾʤɂ ̋ ɐɰ̒Aɛʤɂ ᵷɑˈʍɄʱᴬɾʤɂ ʨᴬɇ ʮȵ Ʉʁɰ̋ɯAɟ ɭᴬɕʬɓ ˂Ỉȹ  ʮɱʚʤɂ ʳʫɄɛʤɂ ɱɺʍ ʨɋʙ ᵷɬᶚˈᶽɂ ʡʤɯʝ Ʉʫ  Ǝʍʔɱ 

ʳʍ ɑʱʍɂɱʖʤɂ ʳʫ ɑʙɬ ʮɄʚɓ ʺ ʨʬʎʤɂ ̱☿ ȲɄʱɇ ʭʶɭɇɄʎʫ ̋ Ʉʫ ɂʻᴬʝɱɓ ʳᴬʫ ɭʶɂʻɹ ɑˈʙɄɇ ὂỮɥ Ʉʯɱɾʍ ᵷɂɯʶ ̋ ˂Ịʍ ʭʑɱʤɂ ʳʫ ʮȵ ɐɬʻᾒήɂ 

ɑʦʑʻʫ ̱☿ ʪɭʚʤɂ Ʉʬʝ ᵷʗʦɵ ᶗȹ ȵ́ʯ ὂỮɥ Ʉʯɱɾʍ ɂɯʶ ᶗ ɭɟʻ˄ ʮɄʚɓȹ ˍỊʝ  ʢ̒ɥ ʪʻʸʖʫ ɭɥʻʫ ᵷɐɬʻᾒίʤ ɮȹ ɬɭʎɕɓ ʭˈʶɄᴬʖᶽɂ ɏᴬɶɦɇ 

ʌɄᴬʆʚʤɂ ˃ɯᴬʤɂ ˌᴬʬɕʲɓ ʹᴬˈʤȹ ˌᴬʝʺ ʳʟʬɕᴬʯ ʳᴬʫ ʭᴬʸʕ ὂỰᴬʎʫ ᵸɐɬʻᴬᾒήɂ ɭᴬɇᶗ ʮȵ ʔɱᴬʎɕʯ ˁᴬʦʍ ɑᴬˈʶɄʫ ɐɬʻᴬᾒήɂ ʨᴬʦɦʯʺ ɄᴬʸʬˈʶɄʖʫ ɐɬɭᴬʎɕᶽɂ ʨᴬɾʱʤ 

˂Ỉȹ ʗᴬˆɱʎɔ ᾝὟɂʺ ɐɬʻᾒίʤ. 

2.2 ʪʻʸʖʫ ɐɬʻᾒήɂ Ʉʁɰ̒ʆɓ̋ ấ̱̂ɰɄɕʤɂ 

1.2.2 ʪʻʸʖʫ ɐɬʻᾒήɂ: 

ʭʑɱʤɄɇ ʳʫ ʪɄᴬʬɕʶᶸ ɭᴬ˄ɂṕḘᶽɂ ʌʻᴬʁʻʬɇ ɐɬʻᴬᾒήɂ ᶗȹ ʮȵ ʋᴬɥᶚᶽɂ ʮȵ ʜɄᴬʱʶ ɒɄᴬʕᶚɕɩɂ ̱☿ ʗᴬˆɱʎɔ ɐɬʻᴬᾒήɂ  
ᴮ
ɄAʚʕ̋ ʔᶚɕᴬɩᶗ ɒɄᴬʸɟʺ ɱᴬʊʱʤɂ 

ɒɄᴬɇɄɕʟʦʤ ̱☿ ɂɯᴬʶ ᵷʌʻᴬʁʻᶽɂ ɱʸʊˈᴬɵʺ ʡᴬʤɮ ɤʻᴬʁʻɇ ʳᴬʫ ʢᶚᴬɩ ɑᴬʍʻʬɡʫ ɒɄᴬʖˆɱʎɕʤɂ ὃỮᴬʤɂ ɵɦɄʁɬɰ̒ ̱☿ ɂɯʶ Ȳɳᾒήɂ: 

-  ̓ɱ˄ ὃửɵ̋ɱʝ )Crosby( ʮȵ ɐɬʻᴬᴬᾒήɂ ˌᴬᴬʶ: " ɑᴬᴬʚɇɄʆᶽɂ ɒɄʖᴬᴬɽɂʻʬʦʤ  ̋ʮȶAAɇ ʢ̒AʚÂ ɐɬʻᴬᴬᾒήɂ ˌᴬᴬʶ ɑ̍ʤ̋ȸAAɶʫ ʏˈʬᾒήɂᵷ  ̋ʡʦẛṥɶʑɂ ɒɄɋʑɰ 

ˍỘ ɴɄɵȵ ʭˈʬɾɕʤɂ." 

-  Ʉʫȵ ɣʱʬ˄ɬ )Deming(  ̓Ṕḛʕ ʮȵ " ɐɬʻᾒήɂ ʹɟʻɓ ˂Ỉȹ ɒɄɟɄˈɕɥɂ ʡʦẛṥɶᶽɂ ɑˈʤɄᾚήɂ  ̋ɑˈʦɋʚɕɶᶽɂ." 

-  ̋ ̓ɱ̂)Juran( ʮȵ " ɐɬʻᴬᾒήɂ ˌᴬʶ ʌʻᴬʬɡʫ ɒɄʖᴬɾʤɂ ɿȼɄᴬɾᾟήɂʺ ɑʎʦᴬɶʦʤ ̋ȵ ɑᴬʫɭᾟήɂ ὃỮᴬʤɂ ˃ɬȸᴬɓ ˂Ỉȹ ɭᴬʙẛẁɰɄ ˁᴬʦʍ ʛᴬˈʚɦɓ ɒɄAɋʑɰ 

ɑᴬʱʦʎʫ ̋ȵ ɑʁṔḘʖʫ." 

- ʗᴬˆɱʎɔ Taguchi: ȶɇẛẃɄ ˃ɬɄᴬʖɓ ɐɰɄAɶᾟήɂ ὃỮᴬʤɂ ɄẛṤɋᴬɶ˅ ɣɕᴬʱᶽɂ ʏᴬʬɕɡʬʦʤ ɭᴬʎɈ ɄyʤɄAɵɰȹ .ʨʬʎɕᴬɶʬʦʤ ʳʬᴬʂɕˆʺ ʡᴬʤɮ ɱȼɄᴬᴬɶᾟήɂ ɑᴬᴬɡɓɄʱʤɂ 

ʳᴬᴬʍ ɂʨᴬᴬɺʖʤ ̱☿ ɑᴬᴬˈɋʦɓ ɿȼɄᴬᴬɾɩ Ȳɂɬᶻ ɒɂṔḛəȶᴬᴬɕʤɂʺ ɑᴬᴬˈɌʯɄᾒήɂ ɑᴬᴬʬɟɄʱʤɂ ʳᴬᴬʍ ɣɕᴬᴬʱᶽɂ ɘʻʦɕʤɄᴬᴬʝ ɣˈɡᴬᴬʂʤɂʺ  ̋ɄʶṔḛʑ. 

- Ʉʫȵ ɑʬʊʱᶽɂ ɑˈʤʺɭʤɂ ɒɄʖɽɂʻʬʦʤ Aʤɂ ISO ɗʕHɱʎʕ ɐɬʻᾒήɂ ɄẛHẃȶɇ: " ̋ȵ ʼɭʫ ɑˈɋʦɓ ɒɄɋʦʆɕᶽɂ ʳʫ ʨɋʙ ɑʍʻʬɡʫ ɿȼɄɾɩ ʳȼɄʠʤɂ 

."ɑʦɽȶɕᶽɂ 

2.2.2  ɰ̒ʆɕʤɂ ấ̱̂ɰɄɕʤɂ ίʤɐɬʻᾒ 

ʳʟʬ˄ ʗˈʲɾɓ  ɰ̒ʆɕʤɂ ˃ɯʤɂ ɒɱʫ ́ɇ ɐɬʻᾒήɂ ˂Ỉȹ ɑʎɊɰȵ ʨɥɂɱʫ: 

ɑʦɥɱᶽɂ  z˂Ỉʺ: ɻˉɕʖɕʤɂ: ɑ˄ɂɭɇ ɐɰ̒ɛʤɂ ɑˈʍɄʱɾʤɂ 1940 

¶ ɗʯɄʞ ɒɄ˄ɂɭɇ ɑɇɄʙɱʤɂ ˂Ịʍ ɐɬʻᾒήɂ ̱Ộ ʨʫɄʎʤɂ ᵷʹɶʖʯ ɮȹ ʮɄʞ ˍ☿ɱᾚήɂ ʪʻʚ˄ ʹɶʖʱɇ ɿɦʖɇ ʹɟɄɕʯȹ ˃ɯʤɂ ᵷʹɡɕʲ˄ ʡʤɯɉʺ 

ɗʯɄʞ ɑˈʦʬʍ ɑɇɄʙɱʤɂ ˂Ịʍ ɐɬʻᾒήɂ ɑʫɳʦʫ ʨʬʎʦʤ ɂˍẻˈʲɾɕʤ ˍ☿ɱᾚήɂ. ɝˈɥ ʮɄʞ ʨʫɄʎʤɂ ɶʫ ̋ȸ 
ᴮ
ᶗ ʳʍ ʏˈʲɾɓ ɣɕʱᶽɂ ʹʦʬʝȶɇ. 

¶  ̋ʏʫ ɒɂɰ̒ʆɕʤɂ ɑʦɽɄᾚήɂ ̱☿ ɒɄˈʦʬʍ  ʐɞɄɕʯ  ʢ̒ɦɓ Ɇʻʦɵȵ ɑɇɄʙɱʤɂ ˂Ịʍ ɐɬʻᾒήɂ ˂Ỉȹ Ɇʻʦɵȵ ɻˉɕʖɕʤɂ )Inspection( ɮȹ ʏɶɔɂ 

ʄɄɺʰ ɻˉɕʖɕʤɂ ᶚɩʢ ɒɂʻʱɶʤɂ )1920 - 1930( ɭʎɈ ʮȵ ɗɦɋɽȵ ʭʊʯ ʏˈʲɾɕʤɂ Ṕḙʝȵ  
ᴮ
ɂɭ̍ʚʎɔ ᶚɩʢ ήɂɆɱᾚ ɑˈᶽɄʎʤɂ  ˂zỈʺ 
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ɗʦʬɕɹɂʺ ˂Ịʍ ɬɭʍ Ṕḛɋʝ ʳʫ ʢɄʬʎʤɂ  ᵷ(ɄʁṔḛʑ̋ ɑᾚίɵz) ɒɄɡɕɦʑɂ rʫ ɐṔḛʝ ɒɄ̍ʬʝ ʮ̒ɡɕ̡˄ r˄ɯʤɂɝˈɥ  ʻʶ ɻˉɕʖɕʤɂ ʮȵ

 ɭˈɥʻʤɂ ʮɄʬʂʤɂʜɂɯʯȳ  .Ʉʸɽɂʻɩ ὃửʦɕɵ ɒɄɡɕʱᶽɂ ʮȶɇ 

ɑʦɥɱᶽɂ ɑˈʯɄɛʤɂ: ʇɋʁ ɐɬʻᾒήɂ  
ᴮ
Ʉ̍ȼɄɾɥȹ )1940 æ 1960( 

¶ ɒɭʸɹ ʵɯʶ ɑʦɥɱᶽɂ  ʢ̒ɦɓ  
ᴮ
ɄʬɵɄɥ ʨɛʬɓ ʪɂɭɪɕɵɄɇ ʭʦʍ  ʐȲɄɾɥ ̱☿ ɑɇɄʙɱʤɂ ˂Ịʍ ɐɬʻᾒήɂᵷ ɭʚʕ ɗʝɰɬȵ ɒɄʞɱɺʤɂ ɑˈʍɄʱɾʤɂ 

ɇȶʮ ʪɄˈʚʤɂ ʄɄɺʲɇ ɿɦʖʤɂ ȵɧɋɽ Ṕḛʑ ʔɄʞᵷ Ʉʬʯ ʺ ɄẛṨʦʍ ɝɦɋʤɂ ʳʍ ɏˈʤɄɵȵ ȵṔḙʝ  
ᴮ
ɂṔḛəȶɓ ɧɋɾˈʤ ɣɕʱᶽɂ  ̓̒ɕɶʬɇ ɐɬʻᾒήɂ 

Ɇʻʑɱᶽɂ. ʮɄʠʕ Ṕḛˈʒɕʤɂ ʵɄɡɓɄɇ ɐɱʆˈɶʤɂ ˂Ịʍ ɐɬʻᾒήɂ  
ᴮ
Ʉ̍ȼɄɾɥȹ  ɲƎ̋ ̋GH Eɬ ɿɥɄʖʤɂ ɒɂʺɬȶɇ ɏˈʤɄɵȵʺ ɑˈȼɄɾɥȹ ʨɛʫ  ɒɄʆʆɪʫ

 ʇɋʂʤɂControl Charts ɒɄʱˈʍʺ  ʢ̒ɋʚʤɂ Acceptance Samples ʢɭɇ ʳʫ ɿɦʖʤɂ ᵷʨʫɄɺʤɂ ʨˈʦɦɕʤ ɑˈʦʬʍ ʨˈʒɺɖʤɂ 

ɄẛẁɄɟɱɪʫʺᵷ ʡʤɯɉʺ  ̒ᴂɦɓ ʢ ɿɦʖʤɂ ˂Ỉȹ  ɰ̋ɬ ṕḛʬʫ ȵṔḙʝ  
ᴮ
ɐȲɄʖʝ. 

ɑʦɥɱᶽɂ ɑɛʤɄɛʤɂ: ʮɄʬʁ ɐɬʻᾒήɂ )1960 æ 1980(  

¶ ̱☿ʺ ʵɯʶ ɑʦɥɱᶽɂ ȵɧɋɽ ʛˈʚɦɓ ɐɬʻᾒήɂ ɑˈʤɄʎʤɂ ɕʱʬʦʤɒɄɡ ̒ʁ Ʉʫ ˂ẻɶɔ ʹˈʤȹ ʏˈʬɟ ɒɄʬʊʱᶽɂ ᵷɑˈʍɄʱɾʤɂ ʛˈʚɦɕʕ ɑʚɛʤɂ 

ʮȶɇ ʨʞ ȲὃỲḴ ɧˈᾚὛ ʢɄɩʺ ʳʫ Ɇʻˈʎʤɂᵷ ̱Ộ ɐṕḛᶽɂ ὃỮʤɂ ʏɕʬɕ˄ ɄẛẀ Ɇʻʦɵȵ ʨʬʍ ɒɄʬʊʱᶽɂ  
ᴮ
Ʉʎɋɓ ȵɭɋᶽ Ɇʻˈʎʤɂ ˆɱʖɾʤɂɑ Zero 

Defect ˃ɯʤɂ ʹʚʦʅȵ ʹʫɭɪɕɵȵʺ Crosby ʨʠɺɈ ʏɵɂʺ. 

¶ ȹʮ  ɰ̒ʆɕʤɂ ̱☿ ʪʻʸʖʫ ɐɬʻᾒήɂ ʳʬʂ˄ ɂʈɄʖᾚή ˂Ịʍ  ̓̒ɕɶʫ ɐɬʻᾒήɂ ɑɉʻʦʆᶽɂ ˃ɯʤɂ ɣɕʯ ʹʱʍ  ɰ̒ʆɓ ɭ˄ɭɟ ̱☿ ɐɬʻᾒήɂ ʛʦʅȵ 

ɄẛṨʦʍ ʮɄʬʁ ɐɬʻᾒήɂ )Quality Assurance( ʖɽʻɇ ́ʏˈʬɟ  ʐɒɂȲɂɱɟ ɑʆʆᾟᾇɂ ɑˈᾒᾎʱᶽɂʺ  ᶚʤɂɑʫɲ  ɟȲɄʆʍ ɑʚɛʤɂ ʮȶɇ 

ɑʎʦɶʤɂ ̋ȵ ɑˈʦʬʎʤɂ ̋ȵ ɑʫɭᾟήɂ ɐɂɬȸᶽɂ ʔʻɵ ˍ☿ʻɕɶɔ ɒɄɋʦʆɕʫ ɐɬʻᾒήɂ. 

 ɑʦɥɱᶽɂ ɑʎɈɂɱʤɂ: ɂɬȹɐɰ ɐɬʻᾒήɂ ɑʦʫɄɺʤɂ )1980 æ 2020( 

¶ ɒɱʸʉ ɐɰɂɬȹ ɐɬʻᾒήɂ ɑʦʫɄɺʤɂ ʨɩɭʬʝ  ˃ɰɂɬȹ ɳʝɱ˄ ˂Ịʍ ɐɬʻᾒήɂ ὃỮʤɂ ɭʬɕʎɔ ˂Ịʍ ɑʬʶɄɶʫ ʏˈʬɟ ɬɂɱʕȵ ɑʬʊʱᶽɂ ʛˈʚɦɕʤ 

ɤɄɡʱʤɂ ʨˆʻʅ ɭᶽɂ ʳʫ ʨʦɩ ʛˈʚɦɓ Ʉʁɰ  ʮ̒ɉɳʤɂ ʛˈʚɦɓʺ ʏʕɄʱᶽɂ ʏˈʬᾒή Ʉʶɬɂɱʕȵ ʏʬɕɡʬʦʤʺ. 

¶ ˂Ỉȹ ɏʯɄɟ  ᴜʪɄʬɕʶ Ṕḛɋʟʤɂ ̱☿ ʇʬʯ  ʐɐɰɂɬ ήɂᵷɑɛ˄ɭᾚ ɒɭʸɹ ʵɯʶ ɑʦɥɱᶽɂ  ɰ̒ʆɓ ɒɄʖɽɂʻᶽɂ ɑˈᶽɄʎʤɂ Ʉʬɇ ʳʬʂ˄ ʛˈʚɦɓ ˂Ịʍȵ 

ɒɄɟɰɬ ɑʚɇɄʆᶽɂ ɒɄʖɽɂʻʬʦʤ ɑɉʻʦʆᶽɂ ᵷʮ̒ɉɳʦʤ  zɱʫ ˃ɯʤɂ  ᴂɥ̋ɭ ɒɄʖɽɂʻᶽɂ ɑˈʱʅʻʤɂ ̱☿  ʢ̋ɬ ʭʤɄʎʤɂ ɑʕɄʞ ɞ̋ɱᾟίʤ 

ɑʖɽɂʻʬɇ ɑˈᶽɄʍ  Ǝʫ ᴂɥ̒ɐɭ ɒɂɮ ɐɬɄʸɹ ʮɄʬʂʤ ɐɬʻᾒήɂ ʛʦʅȵ ɄẛṨʦʍ ɑʦɶʦɵ ɒɄʖɽɂʻʫ Aʤɂ ISOᵷ ʵɯʸʕ ɒɄʖɽɂʻᶽɂᵷ ˂Ịʍʺ 

Ʉyɵȵɰ ɑʖɽɂʻᶽɂ ɑˈɵɄˈʚʤɂ ɑˈʤʺɭʤɂ ISO 9001:2015ᵷ ɗɦɋɽȵ  
ᴮ
Ʉʅɱɹ  

ᴮ
Ʉʬyʫ  

ᴮ
Ʉ̍ɵɄɵȵ̋ ̱☿ ɒɄˈʦʬʍ ʢɬɄɋɕʤɂ  ˃ɰɄɡɕʤɂ ˍỈʺɭʤɂ 

ɐɰ̋ɱʁ̋ ʳʫ ɒɂɰ̋ɱʁ ʪɂɱɇȹ ɬʻʚʎʤɂ )ɑ̂ɰɄɡɕʤɂ ʮḛɇ ɒɄʬʊʱᶽɂ ̱☿ ɑʕɄʞ  ʢ̋ɬ ʭʤɄʎʤɂ.(  

3.2 ɑˈʬʶȵ ɐɬʻᾒήɂ: 

ɐɬʻᴬᾒίʤ ɑᴬˈʬʶȵ ɑˈɡˈɓɂṔḘɵɂ ɐṔḛᴬɋʝ Ȳɂʻᴬɵ ˁᴬʦʍ  ̓̒ɕAɶʫ ʮḛʟʦẛṥᴬɶᶽɂ ̋ȵ  ̓̒ɕAɶʫ ɒɄʬʊʱᶽɂ ˁᴬʦʍ ʔᶚɕᴬɩɂ Ʉẛṥʆᴬɺʰȵ ̋ȵ ˁᴬᴬʦʍ  ̓̒ɕAAɶʫ 

ὃỰʅʻᴬᴬʤɂ ᵷɬᶚɋᴬᴬʦʤ ɮȹ ȵẛHẃɄᴬᴬ ʨᴬᴬɛʬɓ ɭᴬᴬɥȵ ʭᴬᴬʶȵ ʨᴬᴬʫɂʻʎʤɂ ɑˈᴬᴬɵɄɵᶻ ὃỮᴬᴬʤɂ ɬɭᴬᴬɦɓ ʭᴬᴬᾒᾙ ɏᴬᴬʦʆʤɂ ˁᴬᴬʦʍ ɒɄᴬᴬɡɕʱʫ ɑʬʊʱᶽɂ ʳʟʬˆʺ  ʢ̋Ʉɦɓ ʵɯʶ 

ɑˈʬʶᶻ ʤɄʞˍỈɄɕ: 

м( ɑʎʬɵ :ɑʬʊʱᶽɂ ɭʬɕᴬɶɔ ɑʬʊʱᶽɂ  ɱʸᴬɹẛẁɄ ʳᴬʫ  ̓̒ɕAɶʫ ɐɬʻᴬɟ ɄɡɕʱʫẛẁᵷɄ ɑᴬʤʺɄɦʫʺ ʭ˄ɭᴬʚɓ ɒɄᴬɡɕʱʫ ὃửᴬʦɓ ɒɄAɋʑɰ ɒɄɟɄɥʺ 

ȼrɄɉɲ ɑʬʊʱᶽɂ. ɂɮȺᴬʕ Ʉᴬʫ ɗᴬʯɄʞ ɒɄᴬɡɕʱʫ ɑʬʊʱᶽɂ ɒɂɮ ɐɬʻᴬɟ ɑᴬʂʖɪʱʫ ʳʟʬˈᴬʕ ʮḛᴬɶɦɓ ʵɯᴬʶ ɐɬʻᴬᾒήɂ ˌᴬʟʤ ʛᴬʚɦɓ ɑʬʊʱᶽɂ 
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ɐɱʸᴬɺʤɂ ɑʎʬɶʤɂʺ ɑʎɵɂʻʤɂ ὃỮʤɂʺ Ʉẛṧʟʬɓ ʳʫ ɷʕɄʱɕʤɂ ʏʫ ʬʊʱᶽɂɒɄ ɑʦəɄʬᶽɂ ̱☿ ɑʍɄʱɾʤɂ ̋ȵ ʌɄʆʚʤɂ ˃ɯʤɂ ὃḒɕʲɓ ʹˈʤȹ 

ɑʬʊʱᶽɂ. 

н( ɑ̍ʤ̋ȸɶʑɂ ɑˈʯʻʯɄʚʤɂ ɐɬʻᾒίʤ: ɭ˄ɂɳɓ ɰɂɱʬɕɵɄɇ ɬɭᴬʍ ʭʝɄᴬᾚᾇɂ ὃỮᴬʤɂ ˂Ỉʻᴬɕɓ ɱᴬʊʱʤɂ ̱☿ ʭᴬʟᾚήɂ ̱☿ Ʉ˄Ʉᴬʂʙ  ɑʬʊʱʫʪʻᴬʚɓ ʭˈʬɾɕɇ 

ɒɄɡɕʱʫ ̋ȵ ʭ˄ɭʚɓ ɒɄʫɭɩ Ṕḛʑ ɐɭˈɟ ̱☿ ɄʸɟɄɕʯȹ ̋ȵ Ʉyʎ̌ɲ̒ɓ. 

о(  ɑᴬᴬɶʕɄʱᶽɂ ɑᴬᴬˈᶽɄʎʤɂ: ɶɖʟɓɏᴬᴬ ɐɬʻᴬᴬᾒήɂ ɑᴬᴬˈʬʶȵ ɐɳᴬᴬˈʬɕʫ ɮȹ ˂ẻᴬᴬɶɔ ʨᴬᴬʝ ʳᴬᴬʫ ɑʬʊʱᶽɂ  ̋ᾒᾇɂʏᴬᴬʬɕ ˂Ỉȹ Ʉᴬᴬʸʚˈʚɦɓ ẛẀʔɭ ʳʟʬɕᴬʤɂ ʳᴬʫ 

ʛᴬˈʚɦɓ ᵷɑᴬɶʕɄʱᶽɂ Ʉʬʦʠʕ ʃᴬʖɪʯɂ  ̓̒ɕAɶʫ ɐɬʻᴬᾒήɂ ̱☿ ɒɄᴬɡɕʱʫ ɑʬʊʱᶽɂ ʼɬȵ ʡᴬʤɮ ˂Ỉȹ ʘɄᴬᾚήȹ  ɰɱAʂʤɂ ɤɄɉɰȶɇ ɑʬʊʱᶽɂ. 

п( ɑᴬᴬ˄Ʉʬɥ ʡʦẛṥᴬᴬɶᶽɂ: Ʉʫɭᴬᴬʱʍ  ʮ̒AʟA˄  ̓̒ɕAAɶʫ ᴬᴬᾒήɂɐɬʻ  
ᴮ
ɄAAʂʖɪɦʫ ˃ɮȸᴬᴬ˄ ʡᴬᴬʤɮ ˂Ỉȹ ʪɄᴬᴬᾒᾙȹ ʡʦẛṥᴬᴬɶᶽɂ ʳᴬᴬʍ Ȳɂɱᴬᴬɹ ɒɄᴬɡɕʱʫ ɑʬʊʱᶽɂ. 

ʮȹ ʪɭᴬʍ ɄAʁɰ ʡʦẛṥᴬɶᶽɂ ʻᴬʶ ʨᴬɺʕ ɣɕᴬʱᶽɂ ˃ɯᴬʤɂ ʪʻᴬʚ˄ ᵷʹȼɂɱɺɈ ɏɌᴬɶɊʺ ʀɄᴬʖɪʯɂ ɐɬʻᴬᾒήɂ ̋ȵ ʪɭᴬᴬʍ ɐɬʻᴬᴬɟ ɒɄʖᴬᴬɽɂʻᶽɂ 

ʍʻᴬᴬʁʻᶽɂɑ ɒɱᴬᴬʸʉ ɒɄᴬᴬʍɄʬɟ ɑᴬᴬ˄Ʉʬɥ ʡʦẛṥᴬᴬɶᶽɂ  ʨɟȵ ʳʫʹᴬᴬɕ˄Ʉʬɥ ɹɰ̋ʵɬɄᴬᴬ ˂Ỉȹ ʨᴬᴬʂʕȵ ɒɄᴬᴬɡɕʱᶽɂ ήɂ ɒɂɮɐɬʻᾒ ɑˈʤɄʎʤɂ  ̋Ṕḙʝᶻ 

 
ᴮ
ɄʯɄʫȵ. 

р( ʗˈʤɄᴬʟɕʤɂ ɑᴬɾɥʺ  ʘ̒ɶAʤɂ: ɯᴬˈʖʱɓ ɐɬʻᴬᾒήɂ ɑᴬɉʻʦʆᶽɂ ʏᴬˈʬᾒή ɒɄᴬˈʦʬʍ ʨᴬɥɂɱʫʺ ɞɄᴬɕʯᶼ ʳᴬʫ ʹʯȶᴬɹ ʮȵ ɖ˄ɧˈ ɼɱᴬʖʤɂ ʔɄᴬɺɖʝᶗ 

ȲɄᴬʆɩᶻ  ᶚɓʺʕɄᴬẛṨ ɏᴬʱɡɕʤ ʨᴬʬɦɓ ɑᴬʖʦʞ ɑˈʕɄᴬʁȹ ˂Ỉȹ ɐɬɄʖɕᴬɵᶸ  ̓̒ɾAʚʤɂ ʳᴬʫ ʳAʫɲ ɒᶗᶺ ʳᴬʍ ʛᴬˆɱʅ ʫrɲ  ʗʙʻɕʤɂ

)Downtime (ʳʍ ɞɄɕʯᶼ ˍỈɄɕʤɄɉʺ ʃˈʖɪɓ ɑʖʦʠʤɂ ɐɬɄ̂ɲ̋ ɧɉɰ ɑʬʊʱᶽɂ. 

4.2 ɆɄɋɵȵ ʪɄʬɕʶᶸ ɐɬʻᾒήɄɇ: 

ʜɄᴬʱʶ ɐɭᴬʍ ʨᴬʫɂʻʍ ɆɄɋᴬɵȵʺ ὃỮᴬʤɂ ɬʻᴬʚɓ ɑʬʊʱᶽɂ ˂Ỉȹ ʪɄᴬʬɕʶᶸ ɐɬʻᾒήɄᴬɇ ˍẻᴬɶʤɂʺ ʻᴬɦʯ Ʉᴬʸʚˈɋʆɓ ˁᴬʦɡɕɓʺ ɐɰ̋ɱAʁ ɐɬʻᴬᾒήɂ Ʉʬˈʕ ̱Ị˄: 

1(  ɐɰ̋ɱAAʂʤɂ ɂɑᴬˈʤɄᶽ: ʮȹ Ɇʻᴬˈʎʤɂ ȲɄᴬʆɩᶻʺ ̱☿ ɐɬʻᴬɟ ɒɄᴬɡɕʱᶽɂ ˃ɬȸᴬɓ ʡʦẛṥᴬɶᶽɄɇ  ̋ɑʬʊʱᶽɂᵷ ˂Ỉȹ ʨᴬʬɦɓ ʗˈʤɄᴬʟɓ ɑʊʶɄɇ ʨɛʬɕɓ 

ɄᴬɵɄɵȵ ̱☿ ʗˈʤɄᴬʟɓ ɤᶚᴬɽȹ ɣɕᴬʱᶽɂ ᵷɏᴬˈʎᶽɂ ʗˈʤɄᴬʟɓʺ  ɰ̒Aɟȵ ᵷʢɄᴬʬʎʤɂ  BȲɄAɦɉ̋ ˁᴬʦʍ ɱ˄ɭᴬʚɓ ȲɂṔḗᴬᾟήɂ ̱☿ ʭᴬʶȵ  ʢ̋ɭAʤɂ ɑˈʍɄʱᴬɾʤɂ ɑA̍ɉ̋ɰ̋z 

ʮȺᴬʕ ɱᴬɛʝȵ ʳᴬʫ % 10 ʳᴬʫ ɣɓɄᴬʱʤɂ ʪɄᴬᾟήɂ ʨᴬɛʬ˄  
ᴮ
ɄʍɄ̍Aʁ  

ᴮ
ɂɱ˄ɯAɋɓ̋ ̱☿ ɬɂʻᴬᶽɂ ɑᴬˈʤʺᶻ ɒɄᴬɡɕʱᶽɂʺ ᵷɑʎʱᴬɾᶽɂ ᵷɑᴬʙɄʆʤɂʺ  ̋ɗʙ̋ ᵷʨʬʎʤɂ 

ɂɯᴬʶʺ Ʉʯɬʻʚ˄ ʤ ʢ̒Aʚʦ ʮȵ ȲɄᴬʆɩȵ ɐɬʻᴬᾒήɂ Ṕḗᴬʎɔ ʳᴬʍ ɱ˄ɯᴬɋɓ ˃ɬȸᴬ˄ ˂Ỉȹ ʌɄAʖɓɰɂ ɱʎɵ ɑʖʦʠɕʤɂ ʀɄʖɪʯɂʺ ɤɄɉɰz ɑɶʕɄʱᶽɂʺ ɑɶɵȸʬʦʤ. 

2(  ɐɰ̋ɱAAʂʤɂ ɑÂAɰɄɡɕʤɂ:  ̒ ᴬᴬᾒήɂɐɬ Ṕḗᴬᴬɕʎɔ ɴɄᴬᴬɵȵ ɐɰɭAAʚʤɂ ᵷɑˈɶʕɄʱɕʤɂ  
ᴮ
ɄAAɽ̒ɾɩ  ᴂʮȵ̋ ɑʍɄʱᴬᴬɾʤɂ ɱᴬᴬʬɓ ʨᴬᴬɥɂɱʬɇ ᵷɑᴬᴬʫɄʶ ʌɄAAʖɓɰɄʕ ɰɄʎɵȵ 

ɑʙɄʆʤɂ ɬɂʻᶽɂʺ ɑˈʤʺᶻ ɐɬɄÂɲ ˁᴬʦʍ ɑᴬɶʕɄʱʫ ɒɄᴬɡɕʱᶽɂ ɑᴬˈɌʱɟᶻ  ̋ ʘ̒ɶAʤɂ ɒɄAɋʦʆɕʫ ᵷɑᴬˈʤʺɭʤɂ ɑᴬɟɄᾚήɂʺ ɑᴬɵɄᶽɂ ʏʕɱʤ ᵷɒɂɰɬɄɾʤɂ ʨʞ 

ʵɯʶ ʨʫɂʻʎʤɂ ʨʎɡɓ ɑʬʊʱᶽɂ ̱☿  ̋ɑˈʎʁ ᵷɑɟɱɥ ʳʫ Ʉʱʶ ɿʦɪɕɶʰ  ᴂʮȵ ɐɄˈɥ ɑʬʊʱᶽɂ ɑᴬʆɋɓɱʫ ʮḛᴬɶɦɕɇ Ʉᴬẛṥ˄ɬʺɬɱᴬʫ  ̋ ɄẛẁɰɭAʙ

ɑˈᴬɶʕɄʱɕʤɂᵷ Ʉʫȵ ʳᴬʫ ɑᴬʸɟʺ ʡʦẛṥᴬɶᶽɂ ̋ȵ  ɳʤɂɉᵷʮ̒ ʵɯᴬʶ ɑᴬɶʕɄʱᶽɂ ʭɟṔḘᴬɓ ʳᴬʍ ʛᴬˆɱʅ ʨʂʕȵ ɑʙᶚʍ ɐɬʻɟ / ɱʎɵᵷ ʏʫ ʪɂṔḘɥɂ ʢɄɟȳ 

ʭˈʦɶɖʤɂ. 

3( ɐɰ̋ɱʂʤɂ ɑᴬˈʱʚɕʤɂ: ʮȹ  ɰ̒Aʆɕʤɂ ʨɽɂʻɕᶽɂ ̱☿ ɒɄᴬˈʱʚɕʤɂ ˃ɬȸᴬ˄ ˂Ỉȹ ʛᴬʦɩ ɒɄᴬɡɕʱʫ ɒɂɮ Ȳɂɬȵ ˍỈɄʍᵷ  ̋ ᴂʮɑᴬˈʱʚɕʤɂ ʮḛᴬɶɦɓ ɧʬᴬɶ˅ 

ʨᴬʎɡɇ ʢɄᴬʬʍȵ ɒɄᴬɡɕʱᶽɂ Ṕḗᴬʝȵ ʳᴬʫ ɣȼɄᴬɕʱʤɂ ɑᴬʚʚᾚᾇɂ ʭʶɄᴬɶˇʺ ̱☿ ʨᴬʂʕȵ ὃỰᴬɋɓ ʮḛᴬɶɦɓʺ ɿȼɄɾɩ ɣɕʱᶽɂ ɑᴬʆɋɓɱᶽɂ ᵷʹʤɄʬʎɕɵɄɇ 

ɐɬʻᾒήɄʕ ʭʶɄɶɔ ̱☿ ʭʟɦɕʤɂ ɭˈᾒήɂ ̱☿ ɒɄˈʱʚɕʤɂ ʡʤɮʺ ɭᴬˈɥʻɕɇ  ʘɱAʅ ʏˈʲᴬɾɕʤɂ ɶɦɓʺʮḛᴬ ɏˈʤɄᴬɵᶻ  ̋ɒɂȲɂɱɟ ɑɋʙɂɱᶽɂ. 

5.2 ʗˆɱʎɔ ɐɰɂɬȹ ɐɬʻᾒήɂ Ʉẛṥˈʬʶȵʺ: 

1.5.2 ʗˆɱʎɔ ɐɰɂɬȹ ɐɬʻᾒήɂ  

ɭʎɔ ɐɰɂɬȹ ɐɬʻᾒήɂ ʳʫ Ṕḙʝȵ ʭˈʶɄʖᶽɂ ɑˆɱʟʖʤɂ ɑˈʖɶʦʖʤɂʺ ɐɭȼɂɱʤɂ ὃỮʤɂ ɮʻɦɕɵɂɒ ˂Ịʍ ʪɄʬɕʶᶸ ʏɵɂʻʤɂ ʳʫ ʨɋʙ 

 ᴜʮḛˈɽɄɾɕɩ ʮḛɛɥɄɋʤɂʺ  ʐ ʺʮḛ̂ɰɂɬ ᶻʺʮḛˈʬ˄ɬɄʞ ʳ˄ɯʤɂ  ʮ̒ʬHɕẛẄ ʨʠɺɈ ɼɄɩ ̱☿ ɱˆʻʆɓ ʮḛɶɦɓʺ  zȲɂɬ  ʐˍẠɄɕʯ ˌʫɭᾟήɂʺ ̱☿ ʗʦɕɪʫ 
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ɒɄʬʊʱᶽɂ.  ̓ɳʎɔ̋ ɒɄɥɄɡʱʤɂ ɐṔḛɋʟʤɂ ̱☿ ɒɄʍɄʱɾʤɂ ɑˈʯɄɇɄˈʤɂ ˂Ỉȹ ɒɄʚˈɋʆɓ ɐɰɂɬȹ ɐɬʻᾒήɂ ὃỮʤɂ ʔɱʎɔ  
ᴮ
ɄʯɄ̍ɥȵ ʇɋʂɇ ɐɬʻᾒήɂ ˂Ịʍ 

 ̓̒ɕɶʫ ɑʝɱɺʤɂ ʨʠʝ )Company Wide Quality Control.( 

ʪɭɪɕɵɂ ᾝίʆɾʫ ɐɰɂɬɂ ɐɬʻᾒήɂ Quality Management  ʢ̋ɜ ɐɱʫ ʪɄʍ 1985 ʳʫ ʨɋʙ ʮɂṔḛʆʤɂ ̱☿ ɑˆɱɦɋʤɂ ʫᶻɑˈʟˆɱ ʗɾ˄ ʹˈʕ 

ʛˆɱʆʤɂ ˂Ỉȹ ʮḛɶɦɓ ɐɬʻᾒήɂ  ɜ ɄɇɆʻʦɵ ˌʰɄɇɄˈʤɂ  ɡ ʤᵷɐɰɂɬ ˍỘʺ ɑʚˆɱʅ ʛˈʚɦɕʤ ɒɄɥɄɡʯ ɐɱʬɕɶʫ ɐṔḛʒɽʺ ɑʦɽɂʻɕʫʺ ˂Ịʍ ʼɭᶽɂ ɭˈʎɋʤɂ 

ʳʫ ᶚɩʢ ʛˈʚɦɓ Ʉʁɰ  ʮ̒ɉɳʤɂ. 

4( ʔɱʎɔ ɑʬʊʱʫ ɷˉˈʚɕʤɂ ɑˈᶽɄʎʤɂ ȹɐɰɂɬ ɐɬʻᾒήɂ:  EẃȶɇẛɄ  ʐ ʏʁ̋ ʨʬɺɔ ʮȵ rʟʬ˄ ὃỮʤɂ̋ ᵷɐɬ̒ᾒήɄɇ ʛʦʎɕɓ ὃỮʤɂ ɐɰɂɬ

) ɒɄɵɄˈɵ ȲɄɺʰ ʺPolices) ʔɂɭʶȵʺ (Objectives) ɒɄˈʦʬʎʤɂʺ ᵷɐɬʻᾒήɂ (Processes ʳʫ ( ʵɯʶ ʛˈʚɦɓ ʨɟȵ

) ɐɬʻᾒήɂ ʇˈʆɪɓ ʢᶚɩ ʳʫ ʔɂɭʶᶻQuality Planning) ɐɬʻᾒήɂ ʮɄʬʁ ᵷ(Quality Assurance ʇɋʁ ᵷ(

) ɐɬʻᾒήɂQuality Control ̋  () ɐɬʻᾒήɂ ʮḛɶɦɓQuality Improvement.( 

5( ɄyʕHɱʍ ˌʠɶʰʻʦɇɄɟ )Joseph R. Jablonski( ɄẛHẃȶɇ: ʨʠɹ" ˌʰʺɄʎɔ Ȳɂɬᶟ ʨʬʎʤɂ ɭʬɕʎ˅ ˂Ịʍ ɒɂɰɭʚʤɂ ɑʝṔḘɺᶽɂ ʨʠʤ 

ʳʫ ɐɰɂɬʐ ᵷʮḛʦʫɄʎʤɂʺ ʔɭẛẀ ʮḛɶɦɓ ɐɬɄ̂ɲ̋ ɑˈɟɄɕʯᶼ ɑʖɾɇ ɐɱʬɕɶʫ ʳʫ ʢᶚɩ ʛˆɱʕ ."ʨʬʎʤɂ 

6( ̋Ṕḛɩᶻ ˍ☿ ʳᴬʟʬ˄ Ʉᴬʸʖˆɱʎɔ ˁᴬʦʍ ẛHẃȵɄ "ɑʖᴬɶʦʕ ɑÂɰɂɬȹ ɑᴬʦʫɄʠɕʫ ʳᴬʟʬ˄ ʳᴬʫ Ʉᴬʸʤᶚɩ ɐɰɂɬȹ ɑʬʊʱᶽɂ ɑᴬʚˆɱʆɇ ᵷʨᴬʂʕȵ 

ʭ˄ɭʚɓʺ ɣɕʱʫ ̋ȵ ɑʫɭɩ ʨʠɺɈ ʳʬʂ˄ ʛʚɦˆʺ Ʉʁɰ ʳȼɄɉɳʤɂ ɝˈɦɇ ʭɕ˄ ɰɄʬɛɖɵɂ ɒɄˈʯɄʠʫᶼ ɬɰɂ̒ʑɂ̋ ɑɥɄɕᶽɂ 

ʨʠɺʤɄɇ .ʨɛʫᶻ  

 

2.5.2 .ɑˈʬʶȵ  ɐɰɂɬȹɐɬʻᾒήɂ: 

ʳʟʬ˄  ʢ̒ʚʤɂ  ᴂʮȵ ɐɰɂɬȹ ɐɬʻᾒήɂ ɐɰɄɋʍ ʳʍ ɑʖɶʦʕ  ̋ʄʻʆɩ ɑʂˆɱʍ ȻɬɄɋʫʺ ʢɭɓ ɭɹɱɓʺ ɑʬʊʱᶽɂ ʛˈʚɦɕʤ ʮḛɶɦɓʺ ᵷɱʬɕɶʫ 

ɝˈɦɇ ɭʎɔ ɑʬʸʫ ɑˈɵɄɵȵ ʨʠʤ  zɬɂɱʕ ʮḛʦʫɄʎʤɂ ̱☿ ᵷɑʬʊʱᶽɂ ɑˈʒɈ ʛʦɩ ɑʬˈʙ ɑʕɄʂʫ ʛˈʚɦɕʤ Ʉʁɰ ɄẛṧȼɄɉɲ ʮḛʦɩɂɭʤɂ ʮḛɟɰɄᾟήɂ̋ ʳʫ 

ʨʦɩ ʭ˄ɭʚɓ Ʉʫ ʹʯʻʎʙʻɕ˄ ̋ȵ Ʉʫ  ʘ̒ʖ˄ ʭẛẁɄʎʙʻɓ ʳʫ Ʉʱʶ ᾝὠɕɓ ɑˈʬʶȵ ɐɰɂɬȹ ɐɬʻᾒήɂ. 

ɂɯʤ  ᴂʮȶʕ ɑˈʬʶȵ ɐɰɂɬȹ ɐɬʻᾒήɂ ɔȶɓ ̩ʳʫ Ʉẛẃʻʞ ᾘᾎʱʫ ʨʫɄɹ Ṕḛˈʒɕʦʤ ɭʎɈȵ ʳʫ ʹʯʻʞ  
ᴱ
ɄʫɄʊʯ ʏɋɖ˄ ɏˈʤɄɵȵ ʹʯʺɭʫ ʨʠɺɈ ɒɂȲɂɱɟȹ 

ɒɂɰɂɱʙ̋  ̋ʮ ᴜʪɂṕḘʤ ʳʫ ʨɋʙ ɑ˄ȵ ɑʬʊʱʫ ὃỰʎ˅ ʹɕˈʦɇɄʙ ˂Ịʍ Ṕḛˈʒɔ ɒɄˈʝʻʦɵ Ʉʶɬɂɱʕȵ ʵɄɡɓ ʪʻʸʖʫ ᵷɐɬʻᾒήɂ ʳʫʺ ʭə ʹʚˈɋʆɓ  ɂɯʶʺὃỰʎ˅ 

 ᴂʮȵ ɑʬʊʱᶽɂ ɗɓɄɇ ɱʊʱɓ ˂Ỉȹ Ʉẛṥʆɺʰȵ ʨʠʝ ʨʫɄʠɕʫ ɝˈɦɇ ʗʤȸɓ ɐɬʻᾒήɂ ɑʦɾᾚᾇɂ ɑˈȼɄẛṧʤɂ ɬʻʸᾒᾇ  ʮ̋Ʉʎɔ̋ ʳȼɄɉɳʤɂ ʮḛʦɩɂɭʤɂ ʮḛɟɰɄᾟήɂ̋. 

Ʉʬʝ ʮȵ ʹɕˈʬʶȵ ᶗ ɷʟʎʱɓ ˂Ịʍ ʮḛɶɦɓ ᶚʎʤɂʙɒɄ ɑʤɬɄɋɕᶽɂ ʮḛɇ ʳ˄ɬɰ̒ʑɂ ʮḛɡɕʱᶽɂʺ ᵷɏɶɦʕ  ̋Ʉʬʯ ˂Ịʍ ʮḛɶɦɓ ɤ̋ɱʤɂ ɑˆʻʱʎᶽɂ ʮḛɇ 

ʮḛʦʫɄʎʤɂ ɑˈʬʱɓʺ ɤ̋ɰ ʛˆɱʖʤɂ  ʐ ʺɴɄɶɥ ɱɪʖʤɄɇ  ᴜ ʺɲɂṕḘʍᵷ Ʉʬʱˈɥ ʳɶɦɕɓ ɑʎʬɵ ɑʬʊʱᶽɂᵷ ʹˈʦʍʺ  ̓ɱʯ ʮȵ ɐɬʻᾒήɂ ̱Ộ ʔɭʶ 

ˍạˈɓɂṔḘɵɂ .ὂỰʎʬɇ ᵷɱɩȳ ɏɡ˄ ʮȵ ʭɕ˄ ɴɄˈʙ ɐɬʻᾒήɂ ʭʟᾚήɂʺ ʨʠɺɈ ˍạˈɓɂṔḘɵɂ ʡʤɮʺ Ʉʁɰ̋ɭʤ ʓʤɄɋʤɂ ɑˈʬʶᶻ ʨɛʬɕᶽɂ Ʉẛẁɰɭʚɇ ˂Ịʍ 

 ʢ̒ɾᾚήɂ ˂Ịʍ Ȳɂɬȵ  ̓̒ɕɶʬɇ ˍỈɄʍ ˂Ịʍ ɑʕɄʞ ɐɭʎɽᶻ ɒɄˆʻɕɶᶽɂʺ. 

6.2 ʗˆɱʎɔ :̋ɳ˄ʌ 

ˍỘ ɑʬʊʱᶽɂ ɂɑˈʤʺɭʤ ɭˈɥʻɕʦʤ ᵷὃỲḲɄˈʚʤɂ ˍỘʺ Ṕḗʝȵ ɑʬʊʱʫ ɑˈʤʺɬ ɑɾɾɪɕʫ ̱☿ ȲɄɺʰȹ ɰɂɭɽ ʺ ɽɂʻᶽɂɄʖɒ ᵷɑˈʤʺɭʤɂ ˍỘʺ ɬɄɦɓɂ ὃḒʤɄʍ 

ʵɱʚʫ ̱☿ ʗˈʱɟ ʭʂˆʺ ̱☿ ʹɕˆʻʂʍ Ṕḙʝȵ ʳʫ 160 ɑȾˈʶ ɷˉ˄Ʉʚʫ ɑˈʱʅʺ. 

7.2 ɑʦȼɄʍ ɒɄʖɽɂʻʫ ISO 9000  ɰɂɭɽᶼ ɏɶɥ:Ṕḛɩᶻ 

1.7.2 ɑʖɽɂʻᶽɂ ɑˈɵɄˈʚʤɂ ISO 9000 ɑʬʊʯᶟ ɐɰɂɬȹ ɂɐɬʻᾒή æ ɒɄˈɵɄɵᶻ ɒɄᾚίʆɾᶽɂʺ 
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ʳʫȸɓ ʵɯʶ ɑʖɽɂʻᶽɂ ɑˈʖʦᾟήɂ ɑˈɵɄɵᶻ ʭʸʖʦʤ ʛˈɋʆɕʤɂʺ ʮḛɋɵɄʱᶽɂ ʤɑʖɽɂʻʬʦ ɑˈɵɄˈʙ ʢɂISO 9001. Ʉẛẃȹ ɦɓɕ ˃̒ ˂Ịʍ ʨˈɽɄʖɓ 

ɬɄɋᶽȻ ɐɰɂɬȹ ɐɬʻᾒήɂᵷ ὃỮʤɂʺ ˂Ịʍ ʭʑɱʤɂ ʳʫ Ʉẛẃȵ ɗɶˉʤ ɒɄɋʦʆɕʫ ɭɦɇ Ʉẛẁɂɮᵷ ᶗȹ Ʉẛẃȵ ʳʫȸɓ ɭʍɂʻʚʤɂ ɑʫɲᶚʤɂ ɑˈʦʬʎʤ ɱˆʻʆɓ ʑɂɂʻɑʖɽ 

ʤɂɑˈɵɄˈʚ ISO 9001. 

2.7.2 ɑʖɽɂʻᶽɂ ɑˈɵɄˈʚʤɂ ISO 9001 ɑʬʊʯᶟ ɐɰɂɬȹ ɐɬʻᾒήɂ - ɒɄɋʦʆɕᶽɂ 

ʀɱʎɔ ʵɯʶ ɑʖɽɂʻᶽɂ ɑˈɵɄˈʚʤɂ ɒɄɋʦʆɕʫ ȵʬʊʯɑ ɐɰɂɬȹ ɐɬʻɟ ὃỮʤɂ ẁʔɭẛ ʨʠɺɈ ὃỲḲɄɵȵ ɧʱᶽ ɑʚɛʤɂ ̱☿ ɒɄɡɕʱᶽɂ ɒɄʫɭᾟήɂʺ ὃỮʤɂ 

Ʉʸʫɭʚɓ ɑʬʊʱᶽɂ ɂɯẛẀʺ ʭɕ˄ ɓɶɦʮḛ  ̓̒ɕɶʫ Ʉʁɰ .ʳȼɄɉɳʤɂ ʳʫ  ̒ ɕᶽɂʏʙ ʮȵ ʭʶɄɶ˅ ɯˈʖʱɓ ɒɄɋʦʆɕᶽɂ ̱☿ ɏʦɟ ɭȼɂʻʖʤɂ ʤɂʬˈʊʱɕɑ̍ ʨɛʫ 

ʮḛɶɦɓ ʨɽɂʻɕʤɂ ᵷˍỊɩɂɭʤɂ ʭʸʕ ʇɋʁʺ ʳ˄ɭˈɟ ʤɒɄˈʦʬʎ ᵷɑʬʊʱᶽɂ ʃˈʖɪɓʺ ̱☿ Ɇʻˈʎʤɂ ɰɭʸʤɂʺ. 

3.7.2 .ɑʖɽɂʻᶽɂ ɑˈɵɄˈʚʤɂ ISO 9004 ɐɰɂɬȹ ɤɄɡʱʤɂ ʪɂɭɕɶᶽɂ ʤʦɑʬʊʱʬ - ᾘᾎʱʫ  ɟɐɰɂɬ ɐɬʻᾒήɂ: 

ʳʫȸ˄ ȹ 
ᴮ
ɂɬɄɹɰ ɑʬʊʱʬʦʤ ʛˈʚɦɕʤ ɂɄɡʱʤɤ .ʪɂɭɕɶᶽɂ ʔɱʎƎ˅ ɤɄɡʱʤɂ ʪɂɭɕɶᶽɂ ˂Ịʍ ́ʯȵ ʤɂɑˈɋʦɕ ɑʦɽɂʻɕᶽɂ ɒɄɟɄᾚή ɒɄʎʙʻɓʺ ʔɂɱʅᶻ 

ᵷɑʬɕʸᶽɂ ɑʚˆɱʆɇ ᵷɑʯɲɂ̒ɕʫ ˂Ịʍʺ ʼɭᶽɂ .ɭˈʎɋʤɂ ʭɓ ɱˆʻʆɓ ɑʖɽɂʻᶽɂ ɑˈɵɄˈʚʤɂ ISO 9004 ʈɄʖᾚίʤ ˂Ịʍ ɄʸʫɄᾒὈʰɂ ʏʫ ɑʖɽɂʻᶽɂ 

ɑˈɵɄˈʚʤɂ ISO 9001  ̋ʈɄʖᾚήɂ ˂Ịʍ Ʉʸʚʕɂʻɓ ʏʫ ɒɄʖɽɂʻᶽɂ ɑˈɵɄˈʚʤɂ  z ̓ɱɩ  ɜʬʊʯɑ .ɐɰɂɬʐ ʨʬʟɓ ʨɛʫ ʵɯʶ ɒɄʖɽɂʻᶽɂ ɑˈɵɄˈʚʤɂ 

ɄʸʂʎɈ ʃʎɋʤɂ  ̋Ʉẛṧʟʤ ʳʫ ʳʟʬᶽɂ ʮȵ ʪɭɪɕɶɔ ɇɐɰ̒ɾ ʦʚɕɶʫ.ɑ 

8.2 ɑᾚᾇ ɑHʫɄʍ ʳʍ ɑʖɽɂʻᶽɂ ISO 9001:  

Ṕḗɕʎɔ ɑʖɽɂʻᶽɂ ISO 9001 ʳʫ ʭʶȵ ɒɄʖɽɂʻᶽɂ ɑʕ̋ɱʎʑɂ ὃỮʤɂ Ʉẛẁɰɭɽȵ ɑʬʊʱᶽɂ ɑˈᶽɄʎʤɂ ɷˉˈʚɕʦʤ ISO ˍỘʺ ὃḒɕʲɓ ɑʦȼɄʎʤ ʑɂɒɄʖɽɂʻ 

ISO 9000 ɭʍɄɶɔʺ ʵɯʶ ɑʖɽɂʻᶽɂ ISO 9001 ˂Ịʍ ʛˈɋʆɓ ʪɄʊʯ ɐɰɂɬȹ ɐɬʻᾒήɂ ˃ȵ Ʉʫ ɏɡ˄ ʮȵ ʹʦʎʖɓ ɑʬʊʱᶽɂ ʤ:GA 

1- ɳˆɳʎɔ Ʉʁɰ .ʮ̒ɉɳʤɂ  

2- ʛˈʚɦɓ ʮḛɶɦɕʤɂ ʨɽɂʻɕᶽɂ .Ȳɂɬᶠʤ 

ʳʟʬ˄ ʛˈɋʆɓ ʵɯʶ ɑʖɽɂʻᶽɂ ̱☿ ˃ȵ ɑʬʊʱʫ Ȳɂʻɵ ɗʯɄʞ ɐṔḛʒɽ ̋ȵ ɐṔḛɋʝ Ʉʬʸʫʺ ɗʯɄʞ ɄẛẁɄɡɕʱʫ ̋ȵ ɄẛẁɄʫɭɩ ɝˈɥ Ʉẛẃȵ ɑʦɇɄʙ ʛˈɋʆɕʦʤ 

ʏˈʬᾒή ɒɄʅɄɺʲʤɂ Ʉʬʸʫʺ ʮɄʞ ʔɭʶ ʄɄɺʲʤɂ  BȲɂ̒ɵ ʮɄʞ ʄɄɺʰ ᵷˌʫʻʠɥ ʏʬɕɡʫ ᵷˌʰɭʫ ʄɄɺʰ  ˃Ṕḛɩ ᶗ ʔɭẛẄ ʛˈʚɦɕʤ ɧɉɱʤɂ ̋ȵ 

ɒɄʞɱɹ ʢɄʬʍᶻ ɑʖʦɕᾟᾇɂ )ISO 9001:2015.( 

 
ᴮ
Ʉʬʦʍ ́ʯȵ ᶗ ὃỰʎ˅  ʢ̒ɾᾚήɂ ˂Ịʍ ɐɬɄʸɹ ɑʖɽɂʻʫ ISO 9001 ʢɄʬʟʤɂ ʨɇ ὃỰʎ˅ ȵ ᴂʮ ʏˈʬɟ ʢɄʬʍᶻ ɒɂȲɂɱɟᶼʺ ʤɂὃỮ  

ᴲ
ʯ GHʖ 
ᴱ
ɯɒ ˃ɬȸɓ ̱☿ ɑ˄Ʉẛṧʤɂ 

˂Ỉȹ ɞɄɕʯȹ ʏʦɵ ̋ȵ ɑʫɭɩ ʛʕʺ Ȳɂɱɟȹ ʮḛʎʫ ʛ
ᴴ
ə̒ʫ ɏʙɂɱʫʺ ʛɋʆʫʺ ʨʠɺɈ ʢɄʎʕ ˍỈɄɕʤɄɉʺ ʮȺʕ ɑʎɟɂɱʫ ʵɯʶ ɒɄˈʦʬʎʤɂ ʨʠɺɈ ɱʬɕɶʫ 

ɭʍɄɶ˅ ̱☿ ɱˆʻʆɓ ɑʆɺʰᶻ ɑʬʊʯᶻʺ ὃỮʤɂ ɱəȸɕɵ ˂Ịʍ ɐɬʻɟ ɣɕʱᶽɂ ɑˈȼɄẛṧʤɂ.  

9.2 ʪɄʊʯ ɐɰɂɬȹ ɐɬʻᾒήɂ ɏɶɦɇ 9001:2015:  

1.9.2 Ʉʚʫɑʯɰ ʮḛɇ ʭʊʯ ɐɰɂɬȹ ɐɬʻᾒήɂ ISO 9001 ʮḛɇ  ˃ɰɂɭɽȹ 2015 ̋ 2008: 

ɗʯɄʞ ɱɩȳ ɑʎɟɂɱʫ ɑ̍ɶ̄ȼɰ ɒɄɋʦʆɕʬʦʤ ̱☿ ʪɄʍ 2000 Ʉʫɭʱʍ ʭɓ Ṕḛˈʒɔ ʨʠˈʸʤɂ ʭɓʺ ʢɄɩɬȹ ȻɬɄɋʫ ɐɰɂɬȹ ɐɬʻᾒήɂ ɑˈʯɄʬɛʤɂ. ʮɄʞ 

ɭɥȵ ȻɬɄɋᶽɂᵷ ᾘᾎʯ ɑˈʦʬʎʤɂᵷ  ʮɄʞ ˃ɯʤɂʹʤ Ṕḛəȶɓ Ṕḛɋʝ ˂Ịʍ ɑʚˆɱʅ Ṕḛɋʎɕʤɂ ʳʍ ɒɄɋʦʆɕᶽɂ. ɗᾚHᾛὛ̋ ɑʎɟɂɱᶽɂ ɑʆˈɵʻʤɂ ̱☿ ʪɄʍ 2008 

ȲɄʆɩᶻ ɗᾚHὟ̋ʺ ɿʱʤɂ  ˃ɰɄ̍ʎʑɂ ˌʫᶚʍᶼʺᵷ ʡʤɯʤ ʭʤ ʳʟ˄ ʜɄʱʶ ɝ˄ɭɦɓ ˌʚˈʚɥ ɐɭᶽ 15 ʫɄʍ 
ᴮ
Ʉᵷ ˍỈɄɕʤɄɉʺ ʮɄʞ ʳʫ  ɰɱʚʑɂ Ȳɂɱɟȹ 

ɑʎɟɂɱʫ ɐṔḛɋʝ ʮᶟ ʭʤɄʎʤɂ ɭʙ Ṕḛʒɔ  Ṕḛɛʝ 
ᴮ
ɂ. 
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ˍ☿ ʪɄʍ 2015ᵷ ɒɰɭɽȵ ɑʬʊʱʫ Aʤɂ ISO ʁɱʍ 
ᴮ
Ʉ ʪɭʙ ʹˈʕ ɑɶʬɩ ɆɄɋɵȵ ɐɰ̋ɱʂʤ Ṕḛˈʒɔ ʑɂɑʖɽɂʻ ˍỘʺ ˍỈɄɕʤɄʞ: 

1- ʗˈʟɕʦʤ ʭʦʙȶɕʤɂʺ ʏʫ ʭʤɄʍ Ṕḛʒɕʫ.  

2- ɷʟʎɕʤ ɒɄȾˉɋʤɂ ɐɭʚʎᶽɂ ὃỮʤɂ ʨʬʎɔ ɄẛṨʕ ɒɄʬʊʱᶽɂ.  

3- Ṕḛʕʻɕʤ ɴɄɵȵ ɗɇɄə ʨɋʚɕɶʬʦʤ.  

4- ʮɄʬʂʤ ʮȵ ɑʖɽɂʻᶽɂ ɭ˄ɭᾒήɂɐ ɷʟʎ˅ ɒɄɟɄˈɕɥɂ ʏˈʬɟ ʔɂɱʅᶻ ɑˈʱʎᶽɂ ɒɂɮ ɑʦɾʤɂ. 

5- ʮɄʬʂʤ ʛʕɂʻɕʤɂ ʏʫ Ṕḛ˄Ʉʎʫ ʪɄʊʯ ɐɰɂɬʐ  ̓ɱɩz.  

2.9.2 ȻɬɄɋʫ ɐɰɂɬȹ :ɐɬʻᾒήɂ  

ɭʱɖɶɔ ɑʦȼɄʍ ɒɄʖɽɂʻᶽɂ ɑˈɵɄˈʚʤɂ ISO 9000 ˂Ịʍ ɑʎɋɵ ȻɬɄɋʫ ɐɰɂɬɟ ɐɬʻᾒήɂ 

ɭʚʤ ʭɓ ɱˆʻʆɓ ʵɯʶ ȻɬɄɋᶽɂ ʪɂɭɪɕɵᶚʤ ʳʫ ʨɋʙ ɐɰɂɬʐ Ʉˈʦʎʤɂ ɬʻʚɕʤ ɑʬʊʱᶽɂ ʻɦʯ ʮḛɶɦɓ .Ȳɂɬᶻ ɭʙ ʪʻʚɓ ɐɰɂɬʐ Ʉˈʦʎʤɂ ɱˆʻʆɕɇ 

ɑʕɄʚə ʨʬʍ ɭʱɖɵ ˂Ịʍ ȻɬɄɋᶽɂ ɑʎɋɶʤɂ Ṕḗʍ ɑʬʊʱᶽɂ 

1- ḛʝṔḘʤɂṕ ˂Ịʍ  ʮ̒ɉɳʤɂ Customer Focus:  

ʮȹ ɑɟɄᾚήɂ ʭʸʖʤ ɒɄɋʑɰ  ʮ̒ɉɳʤɂ ɑˈʤɄᾚήɂ ɑˈʦɋʚɕɶᶽɂʺ ɑˈɋʦɓʺ ʵɯʶ ɒɄɋʑɱʤɂ  ɲ̋Ʉɡɓ̋ ᵷɒɄʎʙʻɕʤɂ ̒ʁ ɱʶʻɟ ɑʖɽɂʻᶽɂ Ʉẛṥʬɵʺ 

ɑʚɶɖᶽɂ ˂Ịʍ ʨʫɄʞ .Ʉʶɬɂɭɕʫɂ Ʉẛẃȹ ɑˈʲɋʫ ˂Ịʍ ɑʚˈʚɥ ʮȵ ɒɄʬʊʱᶽɂ ɭʬɕʎɔ ˂Ịʍ .ɄẛṧȼɄɉɲ ʛʚɦɕ˄ ɤɄɡʱʤɂ ʪɂɭɕɶᶽɂ Ʉʫɭʱʍ 

Ɇɯɕɡɓ ʊʱᶽɂɑʬ ʳȼɄɉɳʤɂ ʋʕɄɦɓʺ ˂Ịʍ ʭẛṥʚə ɑʚəʺ ɒɄʸᾒήɂ ɑʬɕʸᶽɂ  ̓ɱɩz ὃỮʤɂ ɱəȶɕɓ ɑʬʊʱᶽɂ .ɄẛẀ ˌʆʎ˅ ʨʞ ɱʸʊʫ rʫ 

ɱʶɄʊʫ ʨʍɄʖɕʤɂ ʏʫ  ʮ̒ɉɳʤɂ  
ᴮ
Ʉɽɱʕ ʛʦᾟή ɑʬˈʙ Ṕḗʝȵ .ʮ̒ɉɳʦʤ ʭʶɄɶ˅ ʭʸʕ ɒɄɋʑɱʤɂ ɑˈʤɄᾚήɂ ɑˈʦɋʚɕɶᶽɂʺ  ʮ̒ɉɳʦʤ ɒɄʸᾒήɂʺ 

ɑʬɕʸᶽɂ ̱☿ ɤɄɡʱʤɂ ʪɂɭɕɶᶽɂ .ɑʬʊʱʬʦʤ  

 

2- ɐɬɄˈʚʤɂ Leadership 

ˍỘ ɬʻʸᾒήɂ ɭˈɥʻɓ  ʢ̒ɽ̒ʦʤ ˂Ỉȹ .ʔɂɭʶᶻ ʛɋʆ˄ ɂɯʶ ȵɭɋᶽɂ ˂Ịʍ ɐɬɄʚʤɂ ɭʱʍ ʨʞ ɒɄˆʻɕɶᶽɂ ˍ☿ʺ ȲɄɟɰȵ .ɑʬʊʱᶽɂ ɑ˄Ʉʒʤɂ ʳʫ 

ɐɬɄˈʚʤɂ ̱Ộ ɭʝȶɕʤɂ ʳʫ ɐɭɥʺ ɑ˄Ʉʒʤɂ ʵɄɡɓᶸʺ ʜɂɱɹ ʺ ɬɂɱʕᶻ ɤɄʬɶʦʤ ʹˈɟʻɕɇ ᵷɒɄˈɡˈɓɂṔḘɵᶸ ᵷɒɄɵɄˈɶʤɂ ɒɄˈʦʬʎʤɂ 

ɬɰɂ̒ʑɂ̋ ʛˈʚɦɕʤ ʔɂɭʶȵ ɒɄ˄Ʉʑʺ ʀɂɱʑȵʺ ɦʑɂ.ɑʬʊ ʏʂ˄ ɐɬɄʚʤɂ ɒɄ˄Ʉʒʤɂ ɐɭɥʻᶽɂ ɑʬʊʱʬʦʤ .ɄẛẁɄʸɟʻɓʺ  

3- ɑʝɰɄɺʫ ʮḛʦʫɄʎʤɂ Engagement of People 

Ʉʬɇ ʮȵ ɤɄɡʯ ɑʬʊʱᶽɂ ɭʬɕʎɔ ɐɰ̒ɾɇ ɐṔḛɋʝ ˂Ịʍ ᵷʮḛʦʫɄʎʤɂ ɂɯʤ ɏɡ˄ ʮȵ  ʮ̒ʠ˄  ʮ̒ʦʫɄʎʤɂ ȲɄʖʝȵ ɆɄᾚὛȵʺ ɰɂɱʙ  ʮ̒ʞṔḘɺʫ̋ ̱☿ 

ʏʱɽ ɑʬˈʚʤɂ ɳˆɳʎɕʤ ɐɰɭʙ ɑʬʊʱᶽɂ ˂Ịʍ ʛʦɩ ɑʬˈʙ ᴂʮȵ ɝ̍ɥ ᵷ ˍẽɋʲ˄ ʔɂɭʶᶻ ʏʁʺ ˍ☿ ʮḛʦʫɄʎʤɂ ʜɱɺɔ ʮȵ ɑʬʊʱᶽɂ ˂Ịʍ

ʭʸʫɄɶʙȶɇ ɑɽɄᾟήɂ ɒɂȲɂɱɟᶼʺ. ʻʍɭɓ ɑʖɽɂʻᶽɂ ɑˈɵɄˈʚʤɂ Ɇʻɟʻʤ ʪɂṔḘɥɂ ɼɄᾟὉᶻ ʭẛṥʦʫɄʎʫʺ ɬɂɱʕȶʞ ʭʸʤ .ʭẛẃɄˈʝ ʮȹ 

ɱ˄ɭʚɓ ʃˆʻʖɓʺ ɳˆɳʎɔʺ ɒɂɰɄyʑɂ ʔɰɄʎʑɂ̋ ʨʸɶ˅ ɑʝɰɄɺʫ ɬɂɱʕᶻ ̱☿  ʢ̒ɽ̒ʤɂ ˂Ỉȹ ʔɂɭʶȵ .ɑʬʊʱᶽɂ  

 

4- ᾘᾎʱʫ ɑˈʦʬʎʤɂ Process Approach:  

ʳʟʬ˄ ʛˈʚɦɓ ɣȼɄɕʱʤɂ ɑʎʙʻɕᶽɂ ɑʚɶɖᶽɂʺ ɑˈʤɄʎʖɇ ɐȲɄʖʝʺ ʳ˄Ṕḛɋʝ Ʉʫɭʱʍ  ʮ̒ʠɓ ɬɰɂ̒ʑɂ ɑʆɺʰᶻʺ ɑʫʻʸʖʫ ɐɰɂɭʫ̋ ɒɄˈʦʬʎʝ 

ɑʆɇɂṔḘʫ ʨʬʎɔ ʛʕʺ ʪɄʊʯ .ʡɵɄʬɕʫ ʗʤȶɕ˄ ʪɄʊʯ ɐɰɂɬȹ ɐɬʻᾒήɂ ʳʫ ɒɄˈʦʬʍ .ɑʆɇɂṔḘʫ ʮȹ ʭʸʕ ɑˈʖˈʝ  ʢ̒ɾᾚήɂ ˂Ịʍ ɣȼɄɕʱʤɂ 

ˍ☿ ɂɯʶ ʪɄʊʱʤɂ  
ᴮ
Ʉɦʬʂɕʫ ʨʞ ˈʦʬʍɄẛẁɄ Ʉʁɬɰɂ̒ʫ̋ Ʉʸʆɇɂʻʁʺ ɄẛẁᶚʍɄʖɓʺ ɧʬɶ˅ ɑʬʊʱʬʦʤ ʨʎɡɇ Ʉẛṿɂɬȵ  

ᴮ
Ʉ̍ɟɮ̒ʬʯ. 
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5- ʮḛɶɦɕʤɂ Improvement 

ṕḛʬɕɓ ɒɄʬʊʱᶽɂ ɑᾚᾐɄʱʤɂ ɄʶṕḛʝṔḘɇ ɱʬɕɶᶽɂ ˂Ịʍ .ʮḛɶɦɕʤɂ Ṕḗɕʎ˅ ʮḛɶɦɕʤɂ  
ᴮ
ɂɱʫȵ  

ᴮ
Ʉ̍ɵɄɵȵ ̱☿ ɑʬʊʱᶽɂ ʈɄʖᾚίʤ ˂Ịʍ ɒɄˆʻɕɶʫ 

Ȳɂɬᶻ ᵷɑˈʤɄᾚήɂ ʨʍɄʖɕʦʤʺ ʏʫ ɒɂṔḛˈʒɕʤɂ ̱☿ Ʉyʕ̋ɱʉ ɑˈʦɩɂɭʤɂ ᵷɑ̍ɟɰɄᾟήɂ̋ ʛʦᾟήʺ ɼɱʕ .ɐɭ˄ɭɟ 

  

6- ɮɄɪɓɂ ɰɂɱʚʤɂ ὃỰɋᶽɂ ˂Ịʍ ʨˈʤɭʤɂ Evidence Based Decision Making 

Ṕḗɕʎɔ ɒɂɰɂɱʚʤɂ ɐɭʱɖɶᶽɂ ˂Ỉȹ ʨˈʦɦɓ ʭˈˈʚɓʺ ɒɄʯɄˈɋʤɂ Ṕḙʝȵ ɑˈʦɇɄʙ ȲɄʆʍᶡ ɣȼɄɕʱʤɂ .ɑɉʻʑɱᶽɂ ɭʙ  ʮ̒ʠɓ ɑˈʦʬʍ ʏʱɽ ɰɂɱʚʤɂ 

ᵷɐɭʚʎʫ  
ᴮ
Ʉʬȼɂɬ̋ Ʉʫ ʳʬʂɕɓ  

ᴮ
ɄʂʎɈ ʳʫ .ʡɺʤɂ Ʉẛẃȹ ʳʬʂɕɓ ʍ˂Ị ɏʦʑᶻ ɐɭʍ ʄɄʬʯȵ ɰɬɄɾʫʺ ᵷɒᶚɩɭʬʦʤ ɑʕɄʁᶡɄɇ ˂Ỉȹ 

ɄẛẁɂṔḛɶʖɓ ὃỮʤɂ ʳʫ ʳʟʬᶽɂ ʮȵ  ʮ̒ʠɓ Ṕḛʑ .ɑˈʍʻʁʻʫ ʳʫ ʭʸᶽɂ ʜɂɰɬȹ ɒɄʙᶚʎʤɂ Ʉʫ ʮḛɇ ɏɌɶʤɂ ɱəᶻʺ ɑˈʤɄʬɕɥɂʺ  ɰ̒yʉ 

ɏʙɂʻʎʤɂ Ṕḛʑ .ɐɬʻɾʚᶽɂ ɬʻʚɓ ʛȼɄʚᾚήɂ ɑʤɬᶻʺ ʨˈʦɦɓʺ ɒɄʯɄˈɋʤɂ ʻɦʯ ɑˈʍʻʁʻʫ Ṕḙʝȵ ɑʚəʺ Ṕḗʝȵ ̱☿ ɒɂɰɂɱʚʤɂ ʑɂ.ɐɯɪɕ  

 

7- ɐɰɂɬȹ ɒɄʙᶚʎʤɂ Relationship Management 

ʛˈʚɦɕʤ ɤɄɡʱʤɂ ʪɂɭɕɶᶽɂᵷ ʮȺʕ ˂Ịʍ ɒɄʬʊʱᶽɂ ʮȵ ɱ˄ɭɓ ɄẛẁɄʙᶚʍ ʏʫ ɒɄʸᾒήɂ ɑʬɕʸᶽɂ ʨɛʫ ʳ˄ɬɰ̒ʑɂ ʳȼɄɉɳʤɂʺ. ɱəȸɓ ɒɄʸᾒήɂ 

ɑʬɕʸᶽɂ ˂Ịʍ Ȳɂɬȵ ɑʬʊʱᶽɂ. ɬɂɬɳɓʺ ɑˈʤɄʬɕɥɂ ʛˈʚɦɓ ɤɄɡʱʤɂ ʪɂɭɕɶᶽɂ Ʉʫɭʱʍ ɱ˄ɭɓ ɑʬʊʱᶽɂ ɄẛẁɄʙᶚʍ ʏʫ ᾒήɂɒɄʸ ɑʬɕʸᶽɂ 

ʨʎᾒή ɄẛẁɂṔḛəȶɓ ˂Ịʍ Ȳɂɬȵ ɑʬʊʱᶽɂ  
ᴮ
Ʉ̍ɟɮ̒ʬʯ  

ᴮ
ɂɱʚɕɶʫ) .(

ᴮ
Ʉʕ̋ɱʎʫ̋ ʮȹ ɐɰɂɬȹ ɒɄʙᶚʎʤɂ ʏʫ ʳ˄ɬɰ̒ʑɂ ɑʟɋɹʺ ȲɄʞɱɺʤɂ  

ᴮ
ɄɋʤɄʑ Ʉʫ 

ʗɾɕɓ Ʉẛẃȶɇ ɒɂɮ ɑˈʬʶȵ .ɑɽɄɩ  

ήɂ ʢ̋ɭᾒ 2 - 1: ʫ̩Ʉʍ ɰɂɭɽȹ ʮḛɇ ɐɬ̒ᾒήɂ ɐɰɂɬȹ ʪɄʊɦʤ ɐɬ̒ᾒήɂ ɐɰɂɬȹ ȻɬɄɋʫ ɑʯɰɄʚʫ 2008 vs 2015 

ISO 9000:2015 ISO 9000:2008 

ṕḛʝṔḘʤɂ ˂Ịʍ  ʮ̒ɉɳʤɂ Customer Focus ṕḛʝṔḘʤɂ ˂Ịʍ  ʮ̒ɉɳʤɂ Customer Focus 

ɐɬɄˈʚʤɂ Leadership ɐɬɄˈʚʤɂ Leadership 

ʜɂɱɹȹ ʮḛʦʫɄʎʤɂ Engagement of People ʜɂɱɹȹ ʮḛʦʫɄʎʤɂ Involvement of People 

ᾘᾎʱʫ ɑˈʦʬʎʤɂ Process Approach ʫᾘᾎʱ ɑˈʦʬʎʤɂ Process Approach 

 
ᾘᾎʱᶽɂ ὃḒʊʱʤɂ ɐɰɂɬɡʤ 

System Approach to Management 

ʮḛɶɦɕʤɂ Improvement ʨɽɂʻɕᶽɂ ʮḛɶɦɕʤɂ Continual Improvement  

ɮɄɪɓɂ ʨˈʤɭʤɂ ˂Ịʍ ὃỰɋᶽɂ ɰɂɱʚʤɂ 

Evidence Based Decision Making 

ᾘᾎʱʤɂ ˍẻʙɂʻʤɂ ̱☿ ɮɄɪɓɂ ɰɂɱʚʤɂ 

Factual Approach Decision Making 

ɒɄʙᶚʎʤɂ ɐɰɂɬȹ 

Relationship Management 

ʳ˄ɬɰ̒ʑɂ ʏʫ ɑʤɬɄɋɕʑɂ ɑʎʖɦʑɂ ɒɄʙᶚʍ 

Mutually beneficial supplier relationships 
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3.9.2 .ɒɂṔḛʒɕʤɂ ɑʦɽɄᾚήɂ ˂Ịʍ ɑʖɽɂʻᶽɂ ɐɭ˄ɭᾒήɂ æ  ὃỮʤɂ)ʕɯɥ(ɗ: 

1.3.9.2 .ʛˈəʻɓ ʪɄʊʯ ɐɰɂɬȹ :ɐɬʻᾒήɂ Documentation of QMS  

ɯʱʫ Ʉẛẁȶɺʰᵷ ɗɋʦʆɓ ISO 9001 ʛˈəʻɓ ʪɄʊʯ ɐɰɂɬȹ ᵷɐɬʻᾒήɂ ʳʟʤʺ ʭɓ ɑʤɂɲȹ ɂɯʶ ɏʦʆᶽɂ ʮᶺ. ʏʫʺ ᵷʡʤɮ ʮȺʕ ɰɄˈɕɩɂ ɑʬʊʱᶽɂ 

ʛˈəʻɕʤ ʪɄʊʯ ɐɰɂɬȹ ɐɬʻᾒήɂ ɼɄᾟήɂ ɄẛẀ ̋ȵ ˃ȵ Ȳɳɟ ʹʱʫ ʏʂɪ˄ ʮᶺ ɱ˄ɭʚɕʤ Ʉẛẁɰɂɬȹ. ʜɄʱʶ ɒɂȲɄʱɜɕɵɂ ʭɕ˄ ɄẛṨʕ ʛˈəʻɓ ɑʆɺʰᶻ 

ɣȼɄɕʱʤɂʺ ᵷɐɬɭᾚᾇɂ ʳʟʤʺ ɑʖɾɇ ᵷɑʫɄʍ ʕʮȺ ʛȼɄəʻʤɂ ɐɭˈɥʻʤɂ ɑɉʻʦʆᶽɂ ̱Ộ ὃỮʤɂ Ʉʶɬɭɦɓ ɑʬʊʱᶽɂ ˂Ịʍ Ʉẛẃȵ ɑ̂ɰ̋ɱʁ ɑˈʤɄʎʖʤ ʪɄʊʯ ɐɰɂɬȹ 

ɐɬʻᾒήɂ. 

2.3.9.2 .ʨˈʤɬ :ɐɬʻᾒήɂ Quality Manual 

ʭɓ ʭ˄ɭʚɓ ʄɱɹ ɰɂɭɽȹ ʨˈʤɬ ɐɬʻᾒήɂ ̱☿ ɰɂɭɽȹ ʪɄʍ 1987ᵷ ʹʱʟʤʺ ʮɄʞ ɄBɉ̒ʦʆʫ ʇʚʕ ɭʱʍ ʵɱʝɮ ɏʦʆɕʬʝ ʳʫ ʳȼɄɉɳʤɂ. ̱☿ 

ɰɂɭɽȹ 1994ᵷ ɧɋɽȵ  BɋʦʆɕʫɄ ɄBʫɄʍ ʮɄʞʺ ɄBɉ̒ʦʆʫ ɑˈʆʒɕʤ ɒɄɋʦʆɕʫ ɰɄˈʎᶽɂ. ʮɄʞ ɂɯʶ ɏʦʆᶽɂ ̒ʁ ˃ɯʤɂ ʛʦɩ ɏʤɄʚʤɂ ˃ɯʤɂ ʳʫ ʹʦɟȵ 

ʭɕ˄ ȲɄʚʤȹ ʏˈʬɟ ɑʤɬȵ ɐɬʻᾒήɂ. ʮɄʞ ɂɯʶ ʄɱɺʤɂ ˃ɯʤɂ Ɇɱʍȵ ʳʍ ʀɱʒʤɂ ʳʫ ʨˈʤɬ ɐɬʻᾒήɂ. ɭʙʺ ɒɭʬʍ ɑˈɋʤɄʒʤɂ ὂḒʊʎʤɂ ʳʫ ɑʤɬȵ 

ɐɬʻᾒήɂ ˂Ỉȹ ɐɬɄʍȹ ɑʑɄˈɽ ɒɄɋʦʆɕʫ ɰɄˈʎᶽɂ ɗʱʬʂɓʺ ɑɵɄˈɵ ɂɐɬʻᾒή ʔɂɭʶȵʺ ɐɬʻᾒήɂ ɒɂȲɂɱɟ ʺ ɐɬʻᾒήɂ ɄʶṔḛʑʺ ʳʫ ɒɄʬˈʦʎɕʤɂ 

ɞɮɄʬʱʤɂʺ ɒᶚᾒὈʤɂʺ ɒɂɮ ɑʦɾʤɂ Ʉʬʝ Ʉʁɰ̒ɾ˄ ʤɂʨʠˈʸ ʫɱʸʤɂ ̩ʦʤʛˈəʻɕ.  

ɗˈʚɇ ɒɄɋʦʆɕᶽɂ ̱☿ ɰɂɭɽȹ ʪɄʍ 2008ᵷ ˂Ịʍ ʭʑɱʤɂ ʳʫ ́ʯȵ ʭɓ  ʃʎɈ ʨ˄ɭʎɔʳʫ ʨˈʤɬ ɐɬʻᾒήɂᵷ ᶗȹ ʮȵ ɑʖɽɂʻᶽɂ ᶗ ɓʢɂɳ 

ɓʳʬʂɕ ʤɂʨʠˈʸ ʫɱʸʤɂ ̩ʦʤʛˈəʻɕ нʏʫʺ ʡʤɮᵷ ʭɓ Ṕḛˈʒɔ  ɰ̋ɬ ɒɂȲɂɱɟᶼ ɑʚəʻᶽɂ ʳʫ ʗɽʺ ɑʆɺʰȵ ɒɂɭɥʻʤɂ ɑˈʖˈʉʻʤɂ ɑ˄ɬɱʖʤɂ ɑʫɲᶚʤɂ 

ɯˈʖʱɕʤ ɱɽɄʱʍ ʪɄʊʯ ɐɬʻᾒήɂ ʗɽʻʤ ɒɄˈʦʬʎʤɂ ɑʆɇɂṔḘᶽɂ ɑʆɺʰᶻʺ ɑɉʻʦʆᶽɂ ɯˈʖʱɕʤ ʪɄʊʯ ɐɰɂɬȹ ɐɬʻᾒήɂ. 

ˍ☿ ɰɂɭɽȹ 2015ᵷ ᶗ ɭɟʻɓ ɐɰɄɹȹ ˂Ỉȹ ʨˈʤɬ ɐɬʻᾒήɂᵷ ʭɕˆʺ ʢɂɭɋɖɵɂ ɒɄɋʦʆɕᶽɂ ɑʚɇɄɶʤɂ ʆɕʬɇɒɄɋʦ ʪɄʊʯ ɐɰɂɬȹ ɐɬʻᾒήɂ 

ʨʬɺɖʤ "ɒɄʫʻʦʎᶽɂ ɑʚəʻᶽɂ ὃỮʤɂ Ʉʶɬɭɦɓ ɑʬʊʱᶽɂ ɄʁɰɄɋɕʍɄɇ ɑ̂ɰ̋ɱʁ ɑˈʤɄʎʖʤ ʪɄʊʯ ɐɰɂɬȹ ɐɬʻᾒήɂ." ʳʫʺ ʭəᵷ ʹʯȺʕ ɏɶɥ ɱ˄ɭʚɓ 

ᵷɑʬʊʱᶽɂ Ʉʫ ɂɮȹ ɗʯɄʞ ɞɄɕɦɓ ˂Ỉȹ ɑʚˈəʺ ɏʑɱɓ ̱☿ Ʉʸʖˈʲɾɓ ʨˈʤɭʝ ɐɬʻᾒίʤ. ˌʚɇ ᾝίʆɾᶽɂ "ʨˈʤɬ ɐɬʻɟ" ̱☿ ɑʖɽɂʻᶽɂ ɑˈɵɄˈʚʤɂ ɑˈʤʺɭʤɂ 

ISO 9000: 2015ᵷ ʳʟʤ ʹʖˆɱʎɔ ɭʙ  HḛʒɔṔ ˍỘʺ ʔɱʎɔ ʮᶺ Ʉẛẃȶɇ "ɒɄʖɽɂʻʫ ʪɄʊʱʤ ɐɰɂɬȹ ɐɬʻᾒήɂ ̱☿ ˃ȵ ɑʬʊʱʫ"ᵷ ɝˈɥ ʭɕ˄ ʗˆɱʎɔ 

ɒɄʖɽɂʻᶽɂ Ʉẛẃȶɇ "ɒɂɭʱɖɶᶽɂ  ὃỮʤɂ ʛȼɄəʻʤɂ ʺȵɿʱɓ ˂Ịʍ ɒɄɋʦʆɕʫ ." ʡʤɯʤᵷ ʭʤ ɭʎ˅ ʨˈʤɬ ɐɬʻᾒήɂ ʗɾ˄ ɑˈʖˈʝ ʨʬʍ ᵷɑʬʊʱᶽɂ ʹʱʟʤʺ 

ɬɭɦ˄ ɿȼɄɾɩ ̋ȵ ɒɄɋʦʆɕʫ ʪɄʊʯ ȹɐɰɂɬ ɐɬʻᾒήɂ. 

3.3.9.2 .ɒɂȲɂɱɟᶼ :ɑʚəʻᶽɂ Documented Information 

Ʉʬʝ ̒ʁ ʢɄᾚήɂ ʏʫ ʨˈʤɬ ɐɬʻᾒήɂᵷ ʳɦʯ ɑɟɄɦɇ ˂Ỉȹ ɑɵɂɰɬ ʀɱʒʤɂ ʳʫ ɒɂȲɂɱɟᶼ ɒɂȲɂɱɟᶼʺ ɑʚəʻᶽɂ ˂Ịʍ ʹɟʺ ɼʻɾᾟήɂ. 

ʭɕ˄ ʗˆɱʎɔ Ȳɂɱɟᶼ ̱☿ ɑʖɽɂʻᶽɂ ɑˈɵɄˈʚʤɂ ISO 9000: 2015 "ɑʚˆɱʆʝ ɐɬɭɦʫ ɯˈʖʱɕʤ ʄɄɺʰ ̋ȵ ɑˈʦʬʍ"ᵷ ɝˈɥ ὃỰʎɔ ɑʬʦʠʤɂ ɐɬɭᾚᾇɂ 

"ɑɥɂɱɽᵷ ɤʻʁʻɇ ʨʠɺɊʺ ɧˆɱɽ" )ISO Glossary, 2016( ˍỈɄɕʤɄɉʺ ˃ȵ ʄɄɺʰ Ɇʻʦʆʫ ʭɕˈʤ Ʉʶɯˈʖʱɓ ɑʚˆɱʆɇ ɑʱˈʎʫ ̒ʁ ᾝὉɱʫ 

Ȳɂɱɟᶡ. ɂɮȹ ʮɄʞ ʳʫ  ˃ɰ̋ɱʂʤɂ ʛˈəʻɓ Ȳɂɱɟᶼ ʹʯᶟ ɭʚʎʫ ɂBɭɟ ɝˈɦɇ ᶗ ɧɋɾ˄  
ᴮ
ɐɬɄʍᵷ ̋ȵ ʏʙʻɕ˄ ʳʫ ɼɄᾟὉᶻ ʹʊʖɥ ̋ȵ ʹȼɄʆʍȹ ɂBɰɭʙ 

ɂBṔḛɋʝ ʳʫ ɱʆᾟήɂ ɬɄʬɕʍᶚʤ ˂Ịʍ ɐɱʝɂɯʤɂᵷ ɭʚʕ  ʮ̒ʠ˄ Ȳɂɱɟᶼ ʛəʻᶽɂ ɄB̂ɰ̋ɱʁ. ʡʤɯʤʺᵷ ʮȺʕ ɑʤɂɲȹ ʄɱɺʤɂ ʳʫ ISO 9001 ɒɂȲɂɱɟɡ ʤ 

ɑʚəʻᶽɂ ᶗ ʨˆɳ˄ ɑɟɄᾚήɂ ɄẛṨʤȹ. 
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4.3.9.2 .ʨɛʬʫ :ɐɰɂɬʐ Management Representative 

 ɑʖɽɂʻᶽɂ ʳʬʂɕɓ ʭʤISO 9001  ʪɄʎʤ ɄʁɰɂɭɽȺɇ2015 ᵷɐɰɂɬʐ ʨɛʬʫ ˂Ỉȹ ɐɰɄɹȹ  ɑʖɽɂʻᶽɂ ʮȵ ˂Ỉȹ ʡʤɮ ˍ☿ ɏɌɶʤɂ ɬʻʎˇʺ

 Ʉẛẁɰɭʚʫ ɲɂɱɇɟ Ʉyʎɵ ̱☿ ʡʤɮ̋ ᵷɐɬ̒ᾒήɂ ɐɰɂɬȹ ʪɄʊʯ ʛ̍ɋʆɓ ɐȲɄʖʝ rʍ ɑʤȲɄɶʑɂ ɄyʚɓɄʍ ˂Ịʍ ɯɩȶɓ Hʮȶɇ Ʉ̍ʦʎʤɂ ɐɰɂɬʐ ɗʫɳʤȵ ɭʙ ɐɭ˄ɭᾒήɂ

) ɄʸʫɂṕḘʤɂʺ ɑ˄ɬɄˈʚʤɂISO 9001:2015 ɒɄʬʊɦʑɂ ̱☿ ɐɰɂɬɡʤ ʨɛʬʫ ɬ̒ɟ̋ ᴂʮȵ 
ᴴ
ᶗȹ .( ̋  ʪɄʸᶽɂ ʃʎɋʤ ʹʬʦɶɔʺ ɑʤɄɦʝ ɭʎ˅ ᶗ ɒɄ̍ʤ̋ȸɶʑɂ

.ɑʚɇɄʆʫ ʪɭʍ 

5.3.9.2 .ʨʎʖʤɂ :ˌȽɄʙʻʤɂ Preventive Action  

ᶗ ɓʳʬʂɕ ʦʠˈʸʤɂɑˈ ɑˈʤɄʍ  ̓̒ɕɶʑɂ )High-level Structure( ȵ̋ ɿʱʤɂ ɬʻɟʻᶽɂ ̱☿ ɑʖɽɂʻᶽɂ ˃ȵ ɐɱʚʕ ʳʬʂɕɓ  
ᴮ
Ʉʅ̋ɱɹ 

ɐɬɭɦʫ "ʨʬʎʦʤ ˌȽɄʙʻʤɂ." ʏɟɱˆʺ ʡʤɮ ˂Ỉȹ ʮȵ ɭɥȵ ʀɂɱʑᶻ ɑˈɶˉȼɱʤɂ ʪɄʊʱʤ ɐɰɂɬȹ ɭ˄ɭᾒήɂ ɐɬʻᾒήɂ ̒ʁ ʨʬʎʤɂ ɐɂɬȶʞ ɑˈȼɄʙʺ. ˍỈɄɕʤɄɉʺᵷ 

ɱʝɯɓ ɑʖɽɂʻᶽɂ ɑˈɵɄˈʚʤɂ ɑˈʤʺɭʤɂ ́
ᴴ
ʯȵ ˂Ịʍ ɑʬʊʱᶽɂ  Hʮȵ  ˃ɱɡɓ  

ᴮ
Ʉʬ̍̍ʚɓ "ʦʤɄ˄Ʉʂʚ ɑ̍ɟɰɄᾟήɂ ɑˈʦɩɂɭʤɂʺ ɑʬʊʱʬʦʤ ɒɂɮ ɑʦɾʤɂ ɄʸʕɭẛẀ 

ὃỮʤɂʺ ɱəȸɓ ˂Ịʍ Ʉẛẁɰɭʙ ˂Ịʍ ʛˈʚɦɓ ɑɡˈɖʱʤɂ )ɣȼɄɕʱʤɂ( ɐɬʻɾʚᶽɂ" ɐɬɰɂ̒ʤɂ ̱☿ ɭʱɋʤɂ 4.1ᵷ ̋ "ɭ˄ɭɦɓ ɱʅɄᾟᾇɂ ɼɱʖʤɂʺ ὃỮʤɂ ɞɄɕɦɓ ɄẛṨʤȹ 

ɑʸɟʻʫ ˂Ỉȹ: ɭʝȶɕʤɂ ʳʫ ʮȵ ʪɄʊʯ ɐɰɂɬȹ ɑʝɱɹ Ʉʫ ʳʟʬ˄ ʮȵ ʛʚɦ˄ ɑɡˈɖʱʤɂ )ɣȼɄɕʱʤɂ( ɐɬʻɺʲᶽɂ нʏʱʫ ̋ȵ ʨˈʦʚɓ ɒɂṔḛəȶɕʤɂ Ṕḛʑ ɑɉʻʑɱᶽɂ н

ʛˈʚɦɓ ʳɶɦɓ ɱʬɕɶʫ. "̱☿ ɭʱɋʤɂ 6.1. ʭɕ˄ ɰɄɋɕʍɂ ʮḛɓɄʶ ʮḛɕʍʻʬᾒᾇɂ ʳʫ ɒɄɋʦʆɕᶽɂ ɑˈʆʒɕʤ ʪʻʸʖʫ "Ȳɂɱɟᶼ ˌȽɄʙʻʤɂ"ᵷ ʡʤɯʝʺ ɮɄɪɓɂ 

ɑ̂ȷɰ ʏɵʺȵ ɝɦɋɓ ̱☿ ɱʅɄᾟᾇɂ ɼɱʖʤɂʺ. 

4.9.2 . ʭʶȵɒɂṔḛʒɕʤɂ ɑʦɽɄᾚήɂ ˂Ịʍ ɑʖɽɂʻᶽɂ ɐɭ˄ɭᾒήɂ æ :ɑʕɄʁȹ 

1.4.9.2 .ʛᾚίᶽɂ SL 

 
ᴮ
ɂɰɄɋɕʍɂ ʳʫ ʪɄʍ 2015ᵷ ʮɄʞ ɉʻʦʆʫ 

ᴮ
Ʉ ʳʫ ʏˈʬɟ Ṕḛ˄Ʉʎʫ ʪɄʊʯ ɐɰɂɬʐ ʮȵ ʛʕɂʻɕɓ ʏʫ ʛᾚίᶽɂ SL ʳʫ ɒɄẛṨɟʻɓ (ISO/IEC, 

2015) .ʳʫ ɑ˄Ʉʒʤɂ Annex SLᵷ  ʛʕɂʻɕʤɂ ʻɦʯ ˍẻɶʤɂ ʻʶʪɄᾒὈʰᶸʺ  ɭ̍ɥ̒ɓ ˂Ỉȹ ˂ẻɶɔ ὃ♫ʕ .ɐɰɂɬʐ ʭʊɦʤ ɑ̍ɵɄ̍ʚʤɂ ɒɄʖɽɂ̒ʑɂ ʏ̍ʬᾒή

 ɑˈʦʠˈʸʤɂᵷɑˈɵɄɵᶻ ɾɕʤɂ ʭˈʬᵷɑʑɄˈɾʤɂʺ ʃʙɄʱɕʤɂ ɏʱɡ˄ Ʉʬʫ ᵷᵷɰɂɱʟɕʤɂ  ̒ ʬʦʤ ʭʸʖʤɂ ȲʻɵʺɑʚɇɄɶʤɂ ɒɄʖɽɂ  ˍ☿ ʛɋɵ Ʉʫ ʭʶɄɶ˅

 ̋ ɐɰɂɬʐ ʭʊʯ ̩ʚɋʆʫ̋ ɑ̍ɵɄ̍ʚʤɂ ɒɄʖɽɂ̒ʑɂ ˃ɰ̒ʆʫ ʨʬʍ ʨ̍yɶɔɑɡʫɭᶽɂ ɑʬʊʯᶻ ὃḒʬɾʫ Integrated Management Systems 

.ʮḛʚʙɭᶽɂʺ 

 ʛᾚίᶽɂ ʗɾ˄Annex SL  ɐɰɂɬʐ ʪɄʊɦʤ ʨʬʎʤɂ ɰɄʅȹ.ʪɄʎʤɂ  ɑɽɄɩ ɒɄɋʦʆɕʫ ɑʕɄʁᶡ ɑɟɄɥ ʜɄʱʶ ʮȵ ʳʫ ʭʑɱʤɂ ˂Ịʍ

 ʨɛʫ ɐɰɂɬʐ ʭʊɦʤ ɑ̍ʖ̍ʉ̒ʤɂ Ṕḛ˄ɄʎʑɄɇ ɑʚʦʎɕʑɂ ʏ̍ʁɂ̒ʑɂ ɑʕɄʞ ɑ̍ʆʒɔ rʫ rʟʬɕʦʤᵷɐɬʻᾒήɂ ᵷɑȾˉɋʤɂ  ɰɂɬȹ ɐᵷɑʫɭᾟήɂ  ɑʫᶚɵᵷȲɂɯʒʤɂ 

 ɑ̂ɰɂɱʬɕɵɂʬʎʤɂᵷʨ  ᵷɑʙɄʆʤɂ ɐɰɂɬ̋ ɒɄʫ̒ʦʎʑɂ rʫȵ ɐɬɄᶽɂ ˍ☿ ɳʝṔḘɕɵ8 .(ʨˈʒɺɖʤɂ) 

 ɑʕɄʁȹ ɑ̍ʯɄʠʫȹ rʫ ʭʑɱʤɂ ˂Ịʍ ᵷṔḛʒɕɓ ʮȵ rʟʬ˄ ᶗ̋ ɑɕɇɄə (r̂ Ʉ̋ɦʎʤɂ̋ ɑ̍ɶ̄ȼɱʤɂ ɬɂ̒ʑɂ ʪɄʙɰȶʞ) ̱ỈɄʎʤɂ ̓̒ɕɶʑɂ ɒɂɮ ɑ̍ʦʠ̍yʤɂ

.ɑˈʕɄʁȹ ɒɂɱʚʕʺ ɬʻʱɇ 

ήɂ ʢ̋ɭᾒ 2-2:  ɑʖɽɂ̒ʑɂ ɬɂ̒ʫ ɑʯɰɄʚʫISO 9001  ˌʫɄʍ ɰɂɭɽȹ ʮḛɇ2008 vs 2015 

 ISO 9001:2015  ISO 9001:2008 

0.  ɑʫɭʚʫ Introduction 0.  ɑʫɭʚʫ Introduction 
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1.  ʢɄᾒᾇɂ Scope 1.  ʢɄᾒᾇɂ Scope 

2.  ʏɟɂɱᶽɂ ɑ̂ɰɄ̍ʎʑɂ Normative References 2.  ʏɟɂɱᶽɂ ɑ̂ɰɄ̍ʎʑɂ Normative References 

3.  ɒɄᾚίʆɾᶽɂ ʗ̂ɰɄʎɕʤɂ̋ Terms and Definitions 3.  ɒɄᾚίʆɾᶽɂ ʗ̂ɰɄʎɕʤɂ̋ Terms and Definitions 

4.  ʘɄˈɵ ɑʬʊʱᶽɂ Context of the organization  4.  ʪɄʊʯ ɐɰɂɬȹ ɐɬʻᾒήɂ Quality Management System 

5.  ɐɬɄˈʚʤɂ Leadership 5.  ɑ̍ʤ̋ȸɶʫ ɐɰɂɬʐ Management Responsibility 

6.    ʇˈʆɪɕʤɂPlanning 6.   ɬɰɂ̒ʑɂ ɐɰɂɬȹResource Management  

7.    ʭʍɭʤɂSupport 7.   ɣɕʱᶽɂ ʛˈʚɦɓProduct Realization  

8.   ɒɄˈʦʬʎʤɂOperation  8.  
 ʮḛɶɦɕʤɂʺ ʨˈʦɦɕʤɂ ᵷɴɄˈʚʤɂMeasurement, 

Analysis and Improvement  

9.    Ȳɂɬᶻ ʭˈˈʚɓPerformance Evaluation    

10.   ʮḛɶɦɕʤɂImprovement   

 

2.4.9.2 .ʭʸʕ ʘɄˈɵ :ɑʬʊʱᶽɂ Understanding of the Context of Organization 

Ṕḗɕʎ˅ ʭʸʕ ʘɄˈɵ ɑʬʊʱᶽɂ ʮᶺ ɄBɋʦʆʫ ɄB̂ɰɄ̍ʎʫ. ́ʯȹ ɷˉʤ ɄBʫ̒yʖʫ ɂBɭ˄ɭɟ ʳʟʤʺ ʭɓ ʵɬɄʬɕʍɂ ʳʫ ʨɋʙ ɰɄˈʎʫ ISO 9001: 2015ᵷ 

ɭʱʍʺ ɱˆʻʆɓ ʪɄʊʯ ɐɰɂɬȹ ɐɬʻᾒήɂ )QMS(ᵷ ʹʯȺʕ Ɇʻʦʆʫ ɭ˄ɭɦɓ ʨˈʦɦɓʺ ʭʸʕʺ ɑȾˉɇ ʢɄʬʍᶻ ὃỮʤɂ  ˃ɱɡɓ ɄẛṨʕ ɑʬʊʱᶽɂ ɄʸʤɄʬʍȵ.  ̋ʛʚɦˆ 

Ʉʸɡɕʱʫ. 

˃ȵ ɑʬʊʱʫ ̱Ộ ɐɰɄɋʍ ʳʍ ɑʍʻʬɡʫ ʳʫ ɒɄʯɄˈʝ ʢɄʬʍᶻ ɑʖʦɕᾟᾇɂ )ʗȼɄʉʺ ̋ȵ ɑʬʊʯȵ - ɑˈʦɩɂɬ ̋ȵ ɑ̍ɟɰɄɩ( ʇɋɓɱɓ ʨʍɄʖɕɓʺ 

Ʉʬˈʕ Ʉẛṧˈɇ ʢɬɄɋɓʺ ɒɄʫʻʦʎᶽɂ ɬɂʻᶽɂʺ. ʮȹ ʘɄˈɵ ɑʬʊʱᶽɂ ̒ʁ ʇʆɪʫ ˍỊˈɾʖɓ ʨʫɄʠɕʤ ɣʫɬʺ ʵɯʶ ɒɄʯɄˈʟʤɂ ɑ̂ɰɄɡɕʤɂ. ẃȹɄẛ ɑʍʻʬɡʫ rʫ 

ʗȼɄʉʻʤɂᵷ ʨʫɂʻʎʤɂᵷ ɒɄˈʦʬʎʤɂᵷ ɒᶚɩɭᶽɂ ɒɄɟɱᾟᾇɂʺᵷ ʔ̋ɱʊʤɂ̋ ɬʻˈʚʤɂʺ ὃỮʤɂ ʛʦɪɓ ɑȾˉɇ ʢɄʬʍᶻ ̱☿ ɑʬʊʱᶽɂ - ὃỮʤɂʺ ʨʬɺɔ ᶚʝ rʫ 

Ʉ˄Ʉʂʚʤɂ ɑˈʦɩɂɭʤɂ ɑ̍ɟɰɄᾟήɂ̋. ʵɯʶ Ʉ˄Ʉʂʚʤɂ Ʉʸʤ Ṕḛəȶɓ ˂Ịʍ ɐɰɭʙ ɑʬʊʱᶽɂ ˂Ịʍ Ṕḛʕʻɓ ɣɕʱᶽɂ ˍỈɄɕʤɄɉʺ ɭ˄ɭɦɓ ʔɂɭʶȵ ʔɂɭʶȵʺ ɑʬʊʱᶽɂ.  

ɬɄʍɐ Ʉʫ  ʮ̒ʠ˄ ʼɭʤ ɒɄʬʊʱᶽɂ ɭ˄ɭʎʤɂ ʳʫ ɒɄˈɡˈɓɂṔḘɵᶸ ̋ȵ ʭˈʶɄʖᶽɂ ̱☿ ʗʦɕɪʫ ɒᶗɄᾒᾇɂ ɒᶗɄᾒᾇɂʺ ὃỮʤɂ ˍỊʬɓ ʹˈɟʻɓ 

ɑʬʊʱᶽɂ: ɑˈɡˈɓɂṔḘɵᶸ ɑˈʤɄᶽɂᵷ ɑˈɡˈɓɂṔḘɵɂʺ ɒɄʎˈɋᶽɂ ʛˆʻɶɖʤɂʺᵷ ɑˈɡˈɓɂṔḘɵɂʺ Ȳɂɱɺʤɂᵷ ʪʻʸʖʫʺ Ʉˈɟʻʤʻʱʟɓ ɒɄʫʻʦʎᶽɂᵷ Ʉʫʺ ˂Ỉȹ ʡʤɮ. 

ʔɭʶ ɭɥɂʺ ᾝὟɂʺ ɭ˄ɭɦɕʤ ʘɄˈɵ ɦʑɂɑʬʊ ̒ʁ ʛˈɶʲɓ ʵɯʶ ɒɄˈɡˈɓɂṔḘɵᶸ ʭˈʶɄʖᶽɂʺ ɑʖʦɕᾟᾇɂ. ʳʫ ʢᶚɩ ɭ˄ɭɦɓ ʘɄˈɵ ɑʬʊʱᶽɂᵷ 

ɬɭɦɓ ɑʬʊʱᶽɂ ʘɄʆʯ ɬʺɭɥʺ Ʉẛṥʆɺʰȵ ὃỮʤɂ ʭɕˉɵ ɐɬɄʍȹ Ʉʸʬˈʊʱɓ ̱☿ ʪɄʊʯ ɐɰɂɬȹ ɐɬʻᾒήɂ. ʳʫ ʘɄˈɵ ɑʬʊʱᶽɂ ɭʬɕɶʰ ʔɂɭʶȵ ɒɄ˄Ʉʑʺ 

ʪɄʊʯ ɐɰɂɬȹ ɐɬʻᾒήɂ. ɭʎɈ  ɰ̒ʂɥ ʵɯʶ ᵷʄɄʚʱʤɂ ɏɡ˄ ʮȵ  ʮ̒ʠ˄ ʜɄʱʶ ɐɰ̒ɽ ɂʺɑᾚὟ ɑȾˉɋʤ ʢɄʬʍᶻ ὃỮʤɂ ʇɺʲɓ ɄẛṨʕ ɑʬʊʱᶽɂ  ʮ̒ʠɕɵ̋ 

ˍ☿ ʏʁʻʤɂ ɏɵɄʱᶽɂ ʇˈʆɪɕʤ ᾘᾎʯʺ ʪɄʊʯ ɐɰɂɬȹ ɐɬʻᾒήɂ ɼɄᾟήɂ ɑʬʊʱᶽɄɇ ʸʕɂɭʶȵʺɄ. 

3.4.9.2 .Ʉ˄Ʉʂʚʤɂ ˈʦɩɂɭʤɂɑ ɑ̍ɟɰɄᾟήɂ̋ Internal & External Issues 

ʔɭʸʤɂ Ỳḳˉȼɱʤɂὃ ʭʸʖʤ ʘɄˈɵ ɑʬʊʱᶽɂ ̒ʁ ɭ˄ɭɦɓ Ʉ˄Ʉʂʚʤɂ ɑ̍ɟɰɄᾟήɂ ɑˈʦɩɂɭʤɂʺ ɒɂɮ ɂɑʦɾʤ ʀɱʒʤɄɇ ʳʫ ɑʬʊʱᶽɂ. Ʉ˄Ʉʂʚʤɂ 

ɑˈʬˈʊʱɕʤɂ ̱Ộ ʨʫɂʻʍ ̋ȵ ʔ̋ɱʉ ̋ȵ ɒᶗɄɥ ̋ȵ ʨʫɂʻʍ ̋ȵ ɘɂɭɥȵ Ʉʸʤ Ṕḛəȶɓ ˂Ịʍ ʪɄʊʯ ɐɰɂɬȹ ᵷɐɬʻᾒήɂ ɱəȸɕɵʺ ˂Ịʍ ɐɰɭʙ ɑʬʊʱᶽɂ ˂Ịʍ 

ʛˈʚɦɓ Ʉʸʕɂɭʶȵ ɣȼɄɕʱʤɂʺ ɐʻɟɱᶽɂ. ɭʙ  ʮ̒ʠɓ ɒᶚʟɺᶽɂ ὃỮʤɂ ʭɕ˄ Ʉʸɥɱʅ ̋ȵ ɒɄẛṨɟʻɓ ʔɂɱʅᶻ ɑˈʱʎᶽɂ ɒɂɮ Ṕḛəȶɓ ˂Ịʍ ɦʑɂɑʬʊᵷ ʨɛʫ 

ʳˆɱʬɛɖɶᶽɂ ʮḛʖʉʻᶽɂʺ ʮḛɶʕɄʱᶽɂʺ ʳ˄ɬɰ̒ʑɂ̋ ɒɄȾˈʸʤɂʺ ɑˈʬˈʊʱɕʤɂ ʳȼɄɉɳʤɂʺ. 
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 ᴂʮȹ ʨʞ ʢɄɡʫ ʳʫ ɒᶗɄɡʫ ᵷɐṔḗᾟήɂ ̋ȵ ᵷʌɄʆʚʤɂ ̋ȵ ᵷʘ̒ɶʤɂ ̋ȵ ɑʦȼɄʍ ɒɄɡɕʱᶽɂᵷ ̋ȵ ɄʶṔḛʑ ʳʫ ɒɄʍɄʆʙ ʢɄʬʍᶻᵷ Ʉʸʤ Ʉẛẁᶚʟɺʫ 

ɑɽɄᾟήɂ ὃỮʤɂ ɱəȸɓ ˂Ịʍ ʘɄˈɶʤɂ ὃḒˈʊʱɕʤɂ. Ʉ˄Ʉʂʚʤɂ ɑ̍ɟɰɄᾟήɂ ̋ȵ ʦɩɂɭʤɂɑˈ ɭʙ ʨʬɺɔ:  

¶ ɒɄʎʙʻɓ ʔɂɱʅᶻ ɑˈʱʎᶽɂ.  

¶ ɒɄɡɕʱᶽɂ ɑˈɶˉȼɱʤɂ ὃỮʤɂ ɱʕʻɓ ˂Ịʍȵ ɑʬˈʙ Ʉʸʕɂɱʅᶟ ɑʬɕʸᶽɂ.  

¶ ɒɄˈʦʬʎʤɂ ɑʆɺʰᶻʺ ɑʫɲᶚʤɂ ɑˈɋʦɕʤ ɒɄʖɽɂʻʫ ɒɄʎʙʻɓʺ ʔɂɱʅᶻ ɑˈʱʎᶽɂ.  

¶ Ṕḛəȶɓ ɑȾˉɇ ʢɄʬʍᶻ ὃỮʤɂ ʇɺʲɓ ɄẛṨʕ ɑʬʊʱᶽɂ.  

¶ ɱʕɂʻɓ ɬɰɂ̒ʑɂ ɑʫɲᶚʤɂ ʛˈʚɦɕʤ ɑʬʊʱᶽɂ ɄẛẁɄɡɕʱʫ ̋ȵ ɩ.ɄẛẁɄʫɭ  

¶ ɐȲɄʖʝ ɬɰɂ̒ʑɂ ɑˆɱɺɌʤɂ.  

¶ ɒɄɋʦʆɕᶽɂ ɑˈʯʻʯɄʚʤɂ .ɑˈʎˇɱɺɖʤɂʺ  

4.4.9.2 .ɒɄʸᾒήɂ  Hʬɕyʑɂɑ: Interested Parties 

ʮȹ ʭʸʕ ɒɄɟɄˈɕɥɂ ɒɄʎʙʻɓʺ ʔɂɱʅᶻ ɑˈʱʎᶽɂ ̒ʁ ɐʻʆᾟήɂ ˂Ỉʺᶻ ̱☿ ɱˆʻʆɓ ʪɄʊʯ ɐɰɂɬȹ ɐɬʻᾒήɂ ɴɄɵᶻʺ ɭ˄ɭɦɕʤ ʹʙɄʆʯᵷ 

ʌɄʕɭʤɂʺ ʳʍ ʔɂɭʶȵ ɐɬʻᾒήɂ ɒɂɮ ɑʦɾʤɂᵷ  ̒ ʆɓʺɱˆ ɑʆɺʰȵ ɐɬʻᾒήɂ Ʉʸʚˈʚɦɕʤ. ɭʎɈ ʮȵ ʭʸʖɓ ɱʕʺȵ ʘɄˈɵ ɑʬʊʱᶽɂᵷ ɏɡ˄ ʮȵ ɬɭɦɓ ʳʫ 

ʭʶ ʔɂɱʅᶻ ɑˈʱʎᶽɂ Ʉʫʺ ̱Ộ ʭẛẁɄɟɄˈɕɥɂ ʭẛẁɄʎʙʻɓʺ. ʔɂɱʅᶻ ɑʬɕʸᶽɂ ̱Ộ "ɬɂɱʕȵ ɒɄʯɄˈʝʺ ʢɄʬʍȵ  ̓ɱɩȵ ɱəȸɓ ̋ȵ ɱəȶɕɓ ̋ȵ Ṕḗɕʎɔ Ʉʸɶʖʯ 

ɐɱəȶɕʫ ɣɕʱᶽɄɇ ̋ȵ) (ɑʫɭᾟήɂ ὃỮʤɂ ʹʫɭʚɓ ɑʬʊʱᶽɂ ɄBʚʕ̋ ɒɄʖɽɂʻʬʦʤ ɐɬɭᾚᾇɂ" )ISO 9000:2015(. ʮȹ ʭʸʕ ʭẛẁɄɟɄˈɕɥɂ ʭẛẁɄʎʙʻɓʺ 

ʛʦɪˈɵ ʔ̋ɱʉ ɐɰɂɬȹ ɐɬʻᾒήɂ ɑˈʬˈʊʱɕʤɂ ʳʫ ʨɟȵ ɑˈɋʦɓ ʡʦɓ ɒɄɟɄˈɕɥᶸ ɒɄʎʙʻɕʤɂʺ ˂Ịʍ ʼɭᶽɂ ʨˆʻʆʤɂ ʳʟʬˈɵʺ ɑʬʊʱᶽɂ rʫ 

ʛˈʚɦɓ Ʉʸʕɂɭʶȵ. ʳʟʬ˄ ʮȵ ʨʬɺɔ ɒɄʸᾒήɂ ɑHʬɕyʑɂ ʳʟʤʺ) ɷˉʤ (
ᴮ
ɂɱʟɥ :˂Ịʍ 

¶ .ʳȼɄɉɳʤɂ ¶ ʮḛʬʶɄɶᶽɂ .ʮḛʟʤɄᶽɂʺ 

¶ .ʮḛʖʉʻᶽɂ ¶ ɒɄʸᾒήɂ ɑˈȼɄɽʻʤɂ . 

¶ ɐɰɂɬʐ ¶ .ʮ̒ɶʕɄɦʑɂ 

 

ˍẽɋʲ˄ ˂Ịʍ ɑʬʊʱᶽɂ ʮȵ ʪʻʚɓ ɭ˄ɭɦɕɇ ɒɄɋʦʆɕʫ ɒɄʎʙʻɓʺ ɒɄʸᾒήɂ ɑʬɕʸᶽɂ ɒɂɮ ɑʦɾʤɂ .Ʉẛṥʬʊʱʬɇ ʗʦɕɪɓ ʔɂɱʅᶻ ɑʬɕʸᶽɂ 

ʳʫ ɄʸʂʎɈ ʃʎɋʤɂ ˍỈɄɕʤɄɉʺ ɄẛẄɭʤ ɒɄɟɄˈɕɥɂ ɒɄʎʙʻɓʺ ɑʖʦɕɪʫ. ˂Ịʍ ʨˈɌɵ ʢɄɛᶽɂᵷ ɏʑɱ˄ ʮ̋ɱʬɛɖɶʑɂ ̱☿ ʮḛʫȶɓ ɂʭẛẁɂɰɄʬɛɖɵ ɭȼɄʍʺ 

ɭˈɟᵷ ̱☿ ʮḛɥ ʏʙʻɕ˄  ʳȼɄɉɳʤɂ ʢ̒ɾᾚήɂ ˂Ịʍ ɣɕʱʫ ὃửʦ˄ ʭẛẁɄɟɄˈɕɥɂ ɑʚˆɱʆɇ Ṕḙʝȵ ɑˈʤɄʎʕ.  

5.4.9.2 .Ṕḛʟʖɕʤɂ ὃỰɋᶽɂ ˂Ịʍ ɱʅɄᾟᾇɂ: Risk Based Thinking 

ɱʅɄᾟᾇɂ ̱Ộ Ṕḛəȶɓ ʡɺʤɂ ˂Ịʍ ɑɡˈɖʯ ɑʎʙʻɕʫ )ISO 9000:2015(ᵷ ʪʻʸʖʫʺ Ṕḛʟʖɕʤɂ ɳʟɓɱᶽɂ ˂Ịʍ ɱʅɄᾟᾇɂ ʮɄʞ  
ᴮ
Ʉɦʬʂɕʫ  

ᴮ
Ʉʫ̋ɬ 

ˍ☿ ɑʖɽɂʻᶽɂ ɑˈɵɄˈʚʤɂ ISO 9001:2015. ʏʫ ʡʤɮ ʪɄʙ ɰɂɭɽȹ 2015 ʵɯʸʤ ɑʖɽɂʻᶽɂ ʨʎɡɇ Ṕḛʟʖɕʤɂ ɳʟɓɱᶽɂ ˂Ịʍ ɱʅɄᾟᾇɂ Ṕḙʝȵ 

 
ᴮ
Ʉɥ̒ʁ̋ ʹɕʱʬʁʺ ̱☿ ɒɄɋʦʆɕᶽɂ ɑɽɄᾟήɂ ɷˉɵȶɕɇ ɯˈʖʱɓʺ ɑʯɄˈɽʺ ʮḛɶɦɕʤɂʺ ʨɽɂʻɕᶽɂ ʪɄʊʱʤ ɐɰɂɬȹ ɐɬʻᾒήɂ. 

ɱʫᶻ ɭȼɄʍ ɑʬʊʱʬʦʤ ɰɄɕɪɕʤ ʮȵ  ɰ̒ʆɓ Ʉʸᾒᾎʱʫ ʟɓɱᶽɂɳ ˂Ịʍ ɱʅɄᾟᾇɂ ɐɰ̒ɾɇ Ṕḙʝȵ  
ᴮ
Ʉʎɵ̒ɓ Ʉʬʫ ʹɋʦʆɓ ɑʖɽɂʻᶽɂ ɑˈɵɄˈʚʤɂ ISO 

9001:2015 ɑʖɽɂʻᶽɂʺ ɑˈɵɄˈʚʤɂ ISO 3100 ὃỮʤɂ ʳʫȸɓ  
ᴮ
ᶚ̍ʤɬ  

ᴮ
Ʉ̍ẛṨɟ̒ɓ ɐɰɂɬɟ ɱʅɄᾟᾇɂ ɑʬȼᶚᶽɂ ʘɄˈɶʤ ὃḒˈʊʱɓ ʮḛʎʫ.  



22 
 

ᶗ ʳʬʂɕɓ ʨʞ ɒɄˈʦʬʍ ʪɄʊʯ ɐɰɂɬȹ ɐɬʻᾒήɂ ɷʖʯ  ̓̒ɕɶʫ ɱʅɄᾟᾇɂ ʳʫ ɝˈɥ ɐɰɭʙ ɑʬʊʱᶽɂ ˂Ịʍ ɑˈɋʦɓ ᵷɄʸʕɂɭʶȵ ɏʙɂʻʍʺ 

ʪɭʍ ɑʚɇɄʆʫ ɒɄˈʦʬʎʤɂ ̋ȵ ɒɄɡɕʱᶽɂ ̋ȵ ɒɄʫɭᾟήɂ ̋ȵ ʪɄʊʱʤɂ ɗɶˉʤ ɑẛẀɄɺɖʫ ɑɋɶʲʤɄɇ ʨʠʤ .ɒɄʬʊʱᶽɂ ɑɋɶʲʤɄɇ ʃʎɋʤ ɒɄʬʊʱᶽɂ ɭʙ 

 ʮ̒ʠɓ ɏʙɂʻʍ ʭ˄ɭʚɓ ɒɄɡɕʱʫ ̋ȵ ɒɄʫɭɩ Ṕḛʑ ɑʚɇɄʆʫ ɏɌɶɔ  
ᴮ
ɄɟɄʍɲȹ  

ᴮ
Ʉʖ̍ʖʅ ᵷʳȼɄɉɳʦʤ ʳʟʤʺ ɑɋɶʲʤɄɇ ʃʎɋʦʤ ɱɩᶺ ɭʙ  ʮ̒ʠɓ 

ɏʙɂʻʎʤɂ ɐɭˈʎɈ ʼɭᶽɂ ̋ȵ ὂỮɥ ɑ̍əɰɄʞ. ɂɯʤ ʮȺʕ ɬʻɾʚᶽɂ Aɇ Ṕḛʟʖɕʤɂ" ɳʟɓɱᶽɂ ˂Ịʍ "ɱʅɄᾟᾇɂ ̒ʁ ɯɩȵ ɱʅɄᾟᾇɂ ʮḛʎɈ ɰɄɋɕʍᶸ  
ᴮ
Ʉʬʝ  

ᴮ
Ʉʍ̒ʯ̋ 

 
ᴮ
Ʉʎɋɓ ʘɄˈɶʤ ᵷɑʬʊʱᶽɂ ʡʤɮʺ ɭʱʍ ˄ɭɦɓɭ ʼɭʫ ɑʫɂɱɽ ɑɟɰɬ̋ ɑˈʬɵɱʤɂ ɑɉʻʦʆᶽɂ ̱☿ ʇˈʆɪɓ ʇɋʁʺ ʪɄʊʯ ɐɰɂɬȹ ᵷɐɬʻᾒήɂ ɑʕɄʁᶡɄɇ ˂Ỉȹ 

ɒɄˈʦʬʍ ɑʆɺʰȵʺ ɄẛẁɄʯʻʠʫ.  

6.4.9.2 .ᶽɂɑʕɱʎ :ɑˈʬˈʊʱɕʤɂ Organizational Knowledge 

ɂɯʶ ̒ʁ ɭʱɇ ɭ˄ɭɟ ̱☿ ISO 9001 ʭʤ ʭɕ˄ ʹʬ˄ɭʚɓ ʳʫ ʢᶚɩ ʛᾚίᶽɂ SL. ʻʶʺ ʔṔḘʎ˅ ʮȶɇ ɑʕɱʎᶽɂ ɰɭɾʫ  ̋ɱʫȵ  ˃̒ɥ̍ ɤɄɡʱʦʤᵷ 

ʡʤɯʤʺ ʳʫ ʭʸᶽɂ ʮɄʬʁ ɬʻɟʺ ɒɂɬɂɭʫȹ ɑˈʕɄʞ ʹʱʫ.  ᴂʮȹ ʪɂɭɪɕɵɂ ɑʕɱʎᶽɂ ɰɭɾʬʝ ɭ˄ɭɦɓʺ ɑʕɱʎʫ ɑʬʊʱᶽɂ ̱☿ ɐɭʍɄʙ ɑʕɱʎᶽɂ 

ɤɄʬɶʤɂʺ  ʢ̒ɽ̒ʤɄɇ ˂Ỉȹ ʔɂɱʅᶻ ɑˈʱʎᶽɂ - ʵɯʶ ̱Ộ ɑʤɄɵɱʤɂ ɑˈɶˉȼɱʤɂ ɐɱʚʖʦʤ 7.1.6 æ ɑʕɱʎᶽɂ ɑˈʬˈʊʱɕʤɂ. ɰɄˈʎʫ ISO )ɂBṔḛɩȵ( ˌʆʎ˅ 

ɑˈʬʶȵ ɑʚɦɕɶʫ ɑʕɱʎʬʦʤ. ̱☿ ɱʊʯ ɐɰɂɬȹ ɐɬʻᾒήɂᵷ  ɲɳʎɔ ɑʕɱʎᶽɂ ʔɭʸʤɂ ὃỲḳˉȼɱʤɂ: ʮḛɶɦɓ ɒɄˈʦʬʎʤɂ ʳʫ ʢᶚɩ ȸɋʲɕʤɂᵷ ʏʱʫʺᵷ ɏʱɡɓʺ 

ʪɭʍ ɑʚɇɄʆᶽɂ ʈɄʖᾚήɂʺ ˂Ịʍ Ʉʁɰ  ʳȼɄɉɳʤɂʳʫ ʢᶚɩ ʪɂɭɪɕɵɂ ɑʕɱʎᶽɂ. ɂɯʶ ̒ʁ ʪʻʸʖʫ ɭ˄ɭɟ ɰɄˈʎᶽ ISO 9001 нὂỮɥ ʮᶺᵷ ʮɄʞ 

Ɇʻʦʆᶽɂ ʡʱʫ "ʇʚʕ" ɭ˄ɭɦɕʤ ɬɰɂ̒ʑɂ ɑʫɲᶚʤɂ ʈɄʖᾚίʤ ˂Ịʍ ʪɄʊʯ ɐɰɂɬȹ ɐɬʻᾒήɂ ʨʠɺɈ ʢɄʎʕ. 

Ṕḗɕʎɔ ɑʕɱʎᶽɂ ɑɉʻʦʆᶽɂ ʛˈʚɦɕʤ ɣɕʱᶽɂ ɬɰ̒ʬʝ. Ṕḛɺɔ ɑʖɽɂʻᶽɂ ɑˈɵɄˈʚʤɂ ISO 9001: 2015 ˂Ỉȹ ɑʕɱʎᶽɂ ɬɰ̒ʬʝ ὃỲḲɄɵȵᵷ 

ɏʦʆɕɓʺ ɂBɭ˄ɭɦɓ ɄBᾚὟɂ̋ ɒɄˈʦʬʎʦʤ ̋ȵ ɒɂȲɂɱɟᶼ ɑʫɲᶚʤɂ ɭ˄ɭɦɕʤᵷ  ʢ̒ɾᾚήɂ̋ᵷ ɑʝɰɄɺᶽɂʺᵷ ɑ˄Ʉʬᾚήɂʺᵷ ʈɄʖᾚήɂʺ ˂Ịʍ ɑʕɱʎᶽɂ 

ɑ̂ɰ̋ɱʂʤɂ ʨˈʒɺɖʦʤ ʢɄʎʖʤɂ ɒɄˈʦʬʎʦʤ Ʉʸʦʎɟʺ ̱☿  ʢ̋Ʉɦɕʫ ʔɂɱʅᶻ ɑɋɵɄʱᶽɂ ̱☿ ɗʙʻʤɂ ʮɄʠᶽɂʺ ʮḛɋɵɄʱᶽɂ. ʵɯʶ ɒɂȲɂɱɟᶼ ɏɡ˄ ʮȵ 

ʳʟʬɓ ɂɬȹɐɰ ɑʕɱʎᶽɂ. ʛʕɂʻɕɕʤ ʏʫ Ṕḛ˄Ʉʎʫ ISO 9001: 2015ᵷ ɞɄɕɦɕɵ ɒɄʬʊʱᶽɂ ʮᶺ ˂Ỉȹ ʡʤɮ:  

¶ ɭ˄ɭɦɓ ʈɄʖᾚήɂʺ ˂Ịʍ ɑʕɱʎᶽɂ ɑʫɲᶚʤɂ ʨˈʒɺɖʤ ɄẛẁɄˈʦʬʍ ʛˈʚɦɓʺ ɑʚɇɄʆᶽɂ ɒɄɡɕʱʬʦʤ ɒɄʫɭᾟήɂʺ. 

¶ ɭ˄ɭɦɓ ɑˈʖˈʝ  ʢ̒ɾᾚήɂ ˂Ịʍ ̋ȵ  ʢ̒ɽ̒ʤɂ ˂Ỉȹ ˃ȵ ɒɄʫʻʦʎʫ ɑˈʕɄʁȹ ɑ̂ɰ̋ɱʁ ɒɄɛ˄ɭɦɕʤɂʺ ɑɉʻʦʆᶽɂ.  

5.9.2 .ʭʶȵ ɒɂṔḛʒɕʤɂ ɑʦɽɄᾚήɂ ˂Ịʍ ɑʖɽɂʻᶽɂ ɐɭ˄ɭᾒήɂ æ :ʨ˄ɭʎɔ 

1.5.9.2 .ɐɬɄˈʚʤɂ Leadership  

ɗʯɄʞ ʵɯʶ ɐɬɄᶽɂ ̱☿ ɰɂɭɽᶼ ʛɇɄɶʤɂ ɑʖɽɂʻʬʦʤ ɑˈɵɄˈʚʤɂ ISO 9001:2008 ɐɬʻɟʻʫ ɗɦɓ ʮɂʻʱʍ ʪɂṕḘʤɂ" ."ɐɰɂɬʐ  
ᴴ
ᶗȹ  ᴂʮȵ 

Ṕḛʒɔ ɑʬʦʠʤɂ ˂Ỉȹ "ɐɬɄˈʚʤɂ" ɷʟʎɔ ʀɱʒʤɂ ʳʫ ɰɄʸʉȹ ʪɂṕḘʤᶸ ʏʫ ʪɄʊʯ ɐɰɂɬȹ ɐɬʻᾒήɂ )QMS(ᵷ Ʉʬʝ ɄẛHẃȵ ʛʕɂʻɕɓ ʨʠɺɈ ʨʂʕȵ ʏʫ ȵɭɋʫ 

ɐɰɂɬȹ ɐɬʻᾒήɂ ˌʰɄɛʤɂ. 

ɝˈɥ ˍẽɋʲ˄ ˂Ịʍ ɐɰɂɬʐ Ʉˈʦʎʤɂ ʮȵ ɲṔḗɓ Ʉẛẁɰɭʚʫ ɑ˄ɬɄˈʚʤɂ ɄʸʫɂṕḘʤɂʺ ʪɄʊʱɇ ɐɰɂɬȹ ɐɬʻᾒήɂ ʳʫ ʢᶚɩ ɬɭʍ ʳʫ ɒɄɋʦʆɕᶽɂ ɱʝɯʯ 

:Ʉẛṧʫ Ʉʸʦʬɦɓ ɑʤȲɄɶᶽɂ  ʢ̒ɥ ɑˈʤɄʎʕ ʪɄʊʯ ɐɰɂɬȹ ɐɬʻᾒήɂ ʛHɋʆ
ᴲ
ɂʑ ̱☿ ᵷɑʬʊʱᶽɂ ɑʕɄʁᶡɄɇ ˂Ỉȹ ɣʫɬ ɒɄɋʦʆɕʫ ʪɄʊʯ ɐɰɂɬȹ ɐɬʻᾒήɂ ʏʫ 

ɒɄˈʦʬʍ ɑʝɱɺʤɂ ʳʫ ᵷɑʸɟ ɣˆʺṔḘʤɂ ʪɂɭɪɕɵᶗ ᾘᾎʱʫ ɑˈʦʬʎʤɂ Ṕḛʟʖɕʤɂʺ ὃỰɋᶽɂ ˂Ịʍ ɱʅɄᾟᾇɂ ʳʫ ɑʸɟ .̓ɱɩȵ Ʉʬʝ Ʉẛṧʟʬ˄ ʮȵ ʪʻʚɓ ʡʤɯɇ 

ʳʫ ʢᶚɩ ʓˈʦɋɓ ɑˈʬʶȵ ɬʻɟʺ ʪɄʊʯ ɐɰɂɬȹ ɐɬʻɟ ᵷʢɄHʎʕ ɑʕɄʁᶡɄɇ ˂Ỉȹ ɰɄʸʉȹ Ʉʸʬʍɬ ʡȾʤʺᶟ ʳ˄ɯʤɂ  ʮ̒ʬʁɄɶ˅ ̱☿ ɑˈʤɄʎʕ ʪɄʊʯ ɐɰɂɬȹ 

.ɐɬʻᾒήɂ 
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2.5.9.2 .ɬɰɂ̒ʑɂ  ɑˆɱɺɌʤɂHuman Resources  

 .ʨɟz ʨ̂̒ʅ ɰɄʬɛɖɵɂ ɻɰɄɋɕʍɂ ˂Ịʍ ᵷɑ̂̒ ɥ̍̋ ɑ̍ʤɄʎʕ Ṕḙʝz  ̋Ṕḗʝz ɑʝɱɺʤɂ ʢɄʫ ɴȵɰ ̱Ộ ɑ̂ɱɺɌʤɂ ɬɰɂ̒ʑɂ Ṕḗɕʎɔʭɕɓ ɑᾒήɄʎʫ 

ɒɄɋʦʆɕᶽɂ ɑʚʦʎɕᶽɂ ɬɰɂ̒ʑɄɇ ɑˆɱɺɌʤɂ ɗɦɓ ʳˆʺɄʱʍ ɐȲɄʖʟʤɂ ˍẺʻʤɂʺ ɑȾˉɋʤɂʺ ʤʨˈʒɺɖ ɒɄˈʦʬʎʤɂ. ˁʚɋɓ ɭ˄ɭʎʤɂ ʳʫ ɒɄɋʦʆɕʫ ɰɂɭɽȹ 

2008 ʨʠɺɈ ̋ȵ ɱɩȴɇᵷ ʳʟʤʺ ʛʕɂʻɕɕʤ ʏʫ ISO 9001: 2015ᵷ ɏɡ˄ ˂Ịʍ ʮḛʖʉʻᶽɂ ɗɦɓ ɐɱʆˈɵ ɑʬʊʱᶽɂ ʮᶺ ʮȵ ɂʻʯʻʠ˄ ʮḛʝɰɭʫ ɰɄəᶝ 

ʪɭʍ ʛʕɂʻɕʤɂ ʏʫ ɒɄɋʦʆɕʫ ʪɄʊʯ ɐɰɂɬȹ ɐɬʻᾒήɂ. 

3.5.9.2 .ɑȾˉɇ ʨˈʒɺɔ ɒɄˈʦʬʎʤɂ Environment for the operation of processes 

 ʮ̒ʠɕɓ ɑȾˉɇ ʨˈʒɺɔ ɒɄˈʦʬʎʤɂ )̱☿ ɑˈɵɄˈʚʤɂ ɑʖɽɂʻᶽɂ ISO 9001: 2008 ɬɭᾚᾇɂ ɑȾˉɋʝ ʨʬʍ (ʳʫ ˌʰɄɋᶽɂ ʏʙɂʻᶽɂʺ ὃỮʤɂ ʭɕ˄ 

ɄẛṨʕ ɯˈʖʱɓ ɑʆɺʰᶻ ɑʚʦʎɕᶽɂ ɑˈʦʬʎʤɄɇ )ʳʫ ʨɋʙ ʮḛʖʉʻᶽɂ ʪȵ ᶗ .(ɵɰɄɺˉ ɄẛṨʤȹ ʳʫ ʮᶺ ɂɭʍɄɾʕ Ʉẛẃȶɇ "ɑȾˉɇ ɑˈʦʬʍ ."ʳʫ ʀṔḘʖᶽɂ ʮȵ 

ɱʕʻɓ ɇɑȾˉ ɑˈʦʬʍ ʏˈʲɾɕʤɂ ɑʝɱɺʦʤ ɑʎʱɾᶽɂ ̋ȵ ɬ̋ɳʫ ɑʫɭᾟήɂ ʔ̋ɱʊʤɂ ˂Ịɛᶽɂ ɒɄˈʦʬʎʤ ɞɄɕʯᶼ ˍỈɄɕʤɄɉʺ Ʉʸʤ Ṕḛəȶɓ ɱɹɄɋʫ ˂Ịʍ ɒɄɡɕʱᶽɂ 

ʺȵ ɒɄʫɭᾟήɂ .ᶗ ʨʬɕɺɔ ɑȾˉɇ ɒɄˈʦʬʎʤɂ ˂Ịʍ ʏʙɂʻᶽɂ ɑˈʦʎʖʤɂ ᵷɏɶɦʕ ʨɇ ɄBʂ˄ȵ ˂Ịʍ Ṕḛəȶɓ ɒɂɭʎᶽɂ ̋ȵ ɬɂʻᶽɂ ɑʫɭɪɕɶᶽɂ ȲɄʱəȵ ɒɄˈʦʬʍ 

ɯˈʖʱɕʤɂ .ʨɛʬɕ˄ ɭʸʤɂʔ ʳʫ ʭʟɦɕʤɂ ̱☿ ɑȾˉɇ ɒɄˈʦʬʎʤɂ ̱☿ ɭ˄ɭɦɓ ʄ̋ɱɹ ɑȾˉɇ ɑˈʦʬʎʤɂ Ʉʸʖˆɱʎɔʺ ɄʸẛṨɟʻɓʺ Ʉẛṥɋʙɂɱʫʺ Ʉʸʬˈʊʱɓʺ Ʉʸʚˈɶʲɓʺ 

ɭʱʍʺ ɐɰ̋ɱʂʤɂ .ʭɕˉɵʺ ʡʤɮ ʳʍ ʛˆɱʅ ʢɄɩɬȹ ɑȾˉɋʤɂ ɑʆɺʰᶟ ʇɇɂʻʁʺ ɑʚɋɶʫ .ˌʆʒɔ ɑʆɺʰᶻ ʛʅɄʱʫ ᵷɐɬɭɦʫ ɏɶɦ
ᴲ
ɓ̋ ɄẛẁɄʬʦʎʫ 

˂Ỉȹ ɬʺɭɥ ̋ȵ ɒɄʖˆɱʎɔ ɐɬɭɦʫ. 

 ʮ̒ʠɕɓ ɑȾˉɋʤɂ ʫɲᶚʤɂɑ ʨˈʒɺɖʤ ɒɄˈʦʬʎʤɂ ̱Ộ  ɑʍʻʬɡʫɑˆɱɺɌʤɂ Ṕḛʑʺ ɑˆɱɺɌʤɂ ʨʫɂʻʎʤɂ ʳʫ ʳʫ: 

7(  ɑˆɱɾʱʎʤɂ ɑʙɱʖɕʤɂ ʪɭʍ) ɑˈʍɄʬɕɟᶸ ʨʫɂʻʎʤɂæ  Ȳʺɭʸʤɂæ .(ɑẛẀɄᾒᾇɂ ʪɭʍ 

8(  ɑˈʖʅɄʎʤɂ ɑ˄Ʉʬᾚήɂ) ɑˈɶʖʱʤɂ ʨʫɂʻʎʤɂæ  ʇʒʂʤɂ ʳʫ ʨˈʦʚɕʤɂæ .(ȲɄˈʍᶼ ʏʱʫ 

9(  ɑɉʻʅɱʤɂ) ɑˈȼɄ˄ṕḛʖʤɂ ʨʫɂʻʎʤɂæ  ɐɰɂɱᾚήɂæ  ɣˈᾒὠʤɂæ ɐȲɄʁᶼ æ  ɑʕɄʊʱʤɂæ  .(Ȳɂʻʸʤɂ ʛʕɭɓ 

4.5.9.2 .ɣʫɄʯɱɇ ʛˈʚɦɕʤ ʔɂɭʶȵ ɐɬʻᾒήɂ Planning to Achieve Quality Objectives 

ʔɂɭʶȵ ɐɬʻᾒήɂ Ʉʸʤ  ɰ̋ɬ ˍạˈɓɂṔḘɵɂ ɯˈʖʱɕʤ ɑɵɄˈɵ ɐɬʻᾒήɂ Ʉʶɯˈʖʱɓʺ ʳʫ ʢᶚɩ ʪɄʊʯ ɐɰɂɬȹ ɐɬʻᾒήɂ )QMS (Ṕḛʕʻɓʺ ɑʦˈɵʺ 

ʭˈˈʚɕʤ Ʉʫ ɂɮȹ ʮɄʞ ʪɄʊʯ ɐɰɂɬȹ ɐɬʻᾒήɂ ʛʚɦ˄ ʹʕɂɭʶȵ. ɭʬɕʎɔ ɑˈʤɄʎʕ ʪɄʊʯ ɐɰɂɬȹ ɐɬʻᾒήɂ ˂Ịʍ ʼɭʫ ʛˈʚɦɓ ʔɂɭʶȵ ɐɬʻᾒήɂ .ɐɰɄɋʎɊ̋ 

ᵷ̓ɱɩȵ Ṕḛɺɔ ʔɂɭʶȵ ɐɬʻᾒήɂ ˂Ỉȹ ɑʤɄɥ ɑˈʤɄʎʕ ʪɄʊʯ ɐɰɂɬȹ ɐɬʻᾒήɂ . ʮ̋ɭɇ ʔɂɭʶȵ ᵷɐɬʻᾒήɂ ᶗ ʏˈʆɕɶɔ ɑʬʊʱᶽɂ ɣˆʺṔḘʤɂ ʃʎɋʤ 

ʔɂɭʶᶻ ɑˈɵɄɵᶻ ɑˈɵɄˈʚʤɂ ISO 9001 :ɑˈɋʦɓ ɒɄɋʦʆɕʫ ᵷʳȼɄɉɳʤɂ ʛˈʚɦɓʺ ʮḛɶɦɓ ʪɄʊʯ ɬȹɐɰɂ ɐɬʻᾒήɂ ᵷʹɓɄɡɕʱʫʺ ɳˆɳʎɔʺ Ʉʁɰ 

ʳȼɄɉɳʤɂ . .ɑʬʊʱᶽɂ ʛʅɄʱʫʺ ʪɄɶʙȵ ʏˈʬɟ ʨʬɺ˅ ɏʦʆɕᶽɂ ɂɯʶ 

 :ʨʬɺɔ ʔɂɭʁz  ɻɯʁ ʛ̍ʚɦɕʤ ɣʫɄʯɱɇ ̋ȵ ʇʆɪʫ ʏʁ̋ ɑʬʊɦʑɂ ˂Ịʍ ɏɟ̒ɕ˄ ɏʦʆɕʑɂ ɂɯyʤ 
ᴮ
Ʉʎɋɓ 

1-  .ɻɲɄɡʯȹ ʭɕ̄ɵ ˃ɯʤɂ Ʉʫ 

2-  .ɑɉ̒ʦʆʑɂ ɬɰɂ̒ʑɂ ̱Ộ Ʉʫ 

3-  .ɑʎɈɄɕʑɂ̋ ɯ̍ʖɦɓ ɻɯʁ rʍ ʢ̋ȸɶʑɂ ̒ʁ rʫ 

4-  ̒ ʫ .ʔɭʸʤɂ ɲɄɡʯȹ ʺȵ ʛˈʚɦɓ ɭʍ 

5-  .ɣȼɄɕʱʤɂ ʭˈˈʚɓ ʭɕˉɵ ʗˈʝ 



24 
 

5.5.9.2ɓ .ɒɂṔḛˈʒɕʤɂ ʇˈʆɪ Planning of Changes 

ˍ☿  ˃ɰɯᾒήɂ Ṕḛ̍ʒɕʤɂ ᵷ˃ɰɂɬʐ  ʢ̒ʚ˄ ʮɂɰ̒ɟ" :ʨʞ ʄɄɺʰ  ˃ɰɂɬʐ ʹɟʻʫ Ʉʫȹ ˂Ỉȹ Ṕḛˈʒɕʤɂ ̋ȵ ɐɱʆˈɵ ʭʟɦɕʤɂʺ .Ȳɂɰɭʑɂ  ʮ̒ʤ̒ʒɺʫ 

ʪɄˈʚʤɄɇ ɇ ᶗ̋ 
ᴮ
Ʉʎʫ ʮḛȾ̄ɺʤɄȲὃỲḴ ɱɩȳ é)ᵷʮɂɰ̒ɟ 1964.( ̱☿ ɂɯʶ ᵷʘɄˈɶʤɂ ʔɱʍ Juran ʭʟɦɕʤɂ  ˃ɰɯᾒήɂ Ṕḛ̍ʒɕʤɂ̋ ʨɶʦɶɖʝ ʭʊʱʫ 

ɑʆɺʰᶠʤ ὃỮʤɂ ʳʫ Ʉʸʤᶚɩ ʏʱʬɓ ɒɄʬʊʱᶽɂ Ṕḛˈʒɕʤɂ ̋ȵ ʛʚɦɓ ᵷṔḛˈʒɕʤɂ ʍ˂Ị ˍỈɂʻɕʤɂ. 

ɱʬɕɶʫ Ṕḛˈʒɕʤɂ . 
ᴴ
ʯȹ́ ɬʻɟʻʫ ̱☿ ʨʞ ȲὃỲḴ ɣɕʲˆʺ ʳʍ  ̓̒ʚʤɂ ɑ˄ɬɄᶽɂ ̋ȵ ɑˈʍɄʬɕɟᶸ ̋ȵ ɑ˄ɬɄɾɕʙᶸ .ʳʟʬ˄ ʮȵ  ʮ̒ʠɓ ɰɻɄəȳ ɑɉʻʑɱʫ ̋ȵ 

ɕɦʫɑʦʬ ̋ȵ Ṕḛʑ Ɇʻʑɱʫ ɄẛṨʕ .Ṕḛˈʒɕʤɂ Ɇʻʑɱᶽɂ ʹˈʕ ̒ʁ Ṕḛˈʒɕʤɂ ˃ɯʤɂ ɏʦɡ˄ ʏʕɄʱʫ ɑˈɇɄɡ˄ȹ ɑɶɵȸʬʦʤ ɣɕʲˆʺ ʹʱʍ ʮḛɶɦɓ .Ṕḛˈʒɕʤɂ 

ʨɇɄʚʤɂ ɧʫɄɶɖʦʤ ̒ʁ Ṕḛˈʒɕʤɂ ˃ɯʤɂ ᶗ ɱʖʫ ʹʱʫ ᶗʺ ɣɕʲ˄ ʹʱʍ ɐɭȼɄʕ ̋ȵ ɭʙ  ʮ̒ʠ˄ ́ʤ ɒɂṔḛəȶɓ Ṕḛʑ Ɇʻʑɱʫ ɄẛṨʕ Ʉʫɭʱʍ ʭɕ˄ ʭʟɦɕʤɂ ɄẛṨʕ 

ɑʚˆɱʆɇ Ṕḛʑ ɑʬˈʦɵ .ʨɛʬɕˆʺ ˃ɭɦɕʤɂ ̱☿ ɘɂɭɥȹ Ṕḛˈʒɔ Ɇʻʑɱʫ ʹˈʕ ȲɄʂʚʤɂʺ ˂Ịʍ Ṕḛˈʒɕʤɂ Ṕḛʑ Ɇʻʑɱᶽɂ ʹˈʕ ̋ȵ ɭᾚήɂ ʹʱʫ ̋ȵ ʭʟɦɕʤɂ 

ʹˈʕ ɝˈɦɇ ɧɋɾ˄ ɂBṔḛ̍ʒɔ  
ᴮ
ᶗ̒ɋʚʫ . 

 ɝˈɥ .ɑˈɵɄˈʚʤɂ ɑʖɽɂʻᶽɂ ˂Ịʍ ɒȵɱʅ ὃỮʤɂ ɐɭ˄ɭᾒήɂ ɒɂṔḛʒɕʤɂ ʳʫ ɏʦʆɕᶽɂ ɂɯʶ Ṕḗɕʎ˅ʭɕ˄ Ṕḛɋʎɕʤɂ ʳʍ ɏʦʆɕᶽɂ ʳʫ ɝˈɥ 

ὂỮʫ ʭɓ ɭ˄ɭɦɓ ɑɟɄᾚήɂ ˂Ỉȹ ˈʒɕʤɂᵷṔḛ Ʉʬʫ ὃỰʎ˅ ʮȵ ɑɟɄᾚήɂ ɑɡɓɄʯ ɞɱɪʬʝ ʳʍ ɒɄˈʦʬʍ  ̓ɱɩȵ .ɭʙ  ʮ̒ʠ˄ Ʉʫȹ ɑɡˈɖʯ ʭˈˈʚɕʤ ɑˈʤɄʎʕ ʪɄʊʯ 

ɐɰɂɬȹ ᵷɐɬʻᾒήɂ ɑɡˈɖʯ ɑʎɟɂɱʫ ɐɰɂɬʐ ̋ȵ ʮḛɶɦɕʦʤ ɑɽɱʕ. 

ɑʬʊɦʑɂ ˂Ịʍ ɏɟ̒ɕ˄ ɏʦʆɕʑɂ ɂɯyʤ 
ᴮ
Ʉʎɋɓ ɭ˄ɭɦɓ  ɐɬɄʍȹ ̋ȵ ʮḛ̍ʎɔ̋ ᵷ́ɇ ʪɄ̍ʚʦʤ ɑʫɲᶚʤɂ ɬɰɂ̒ʑɂ Ṕḛʕ̒ɓ̋ ᵷṔḛ̍ʒɕʤɂ rʫ ʔɭyʤɂ

ʮḛˈʎɔ  .ɐɬ̒ᾒήɂ ɐɰɂɬȹ ʪɄʊʯ ɑʁɂɳʯ ʮɄʬʁ ˂Ỉȹ ɑʕɄʁɟɄɇ ᵷɬɭɟ ɼɄᾟὉȵ ̋ȵ ɬɂɱʕȵ ˃ȵ 

6.5.9.2 .ˈʒɔḛʃʎɈ ˍ┤ Ṕ ɒɄᾚίʆɾᶽɂ Terms and definitions 

 ᴂʭɓ ʗˆɱʎɔ ɑʎɊɰȵ  ʮ̒ʯɄʬə̋ ᾚίʆɾʫ 
ᴮ
Ʉ ̱☿ ɑʖɽɂʻᶽɂ ɑˈɵɄˈʚʤɂ ɑˈʤʺɭʤɂ ISO 9000: 2005ᵷ  Ʉʬʱˉɇˍ☿  ɑˈɵɄˈʚʤɂ ɑʖɽɂʻᶽɂ

 ɑˈʤʺɭʤɂISO 9000: 2015 ʜɄʱʶ 146 .ʳʫʺ ʮḛɇ 62 ᾚίʆɾʫ 
ᴮ
Ʉ ɭ˄ɭɟ 

ᴮ
ɂᵷ  ᴂʭɓ ʪɂɭɪɕɵɂ 24 ᾚίʆɾʫ 

ᴴ
Ʉ ʇʚʕ ̱☿ ISO 9001ᵷ ˍỘʺ ˍỈɄɕʤɄʞ: 

ήɂ ʢ̋ɭᾒ 2 - 3:  ˍ┤ ɑʫɭɪɕɶᶽɂ ɐɭ˄ɭᾒήɂ ɒɄᾚίʆɾᶽɂISO 9001:2015 

ʄɄɺʰ 

Activity 

ɑʝɰɄɺʫ 

Engagement 

ɴɄˈʙ 

Measurement 

ɑɵɄˈɵ 

Policy 

 ̓̒ʠɹ 

Complaint 

ɩ ɬ̋ɳʫẠ̱ɰɄ 

External Provider 

ɑɋʙɂɱʫ 

Monitoring 

 ɑˈʯʻʯɄʙ ɒɄɋʦʆɕʫ

Regulatory 

requirement 

ɑʬʊʱᶽɂ ʘɄˈɵ 

Context of the 

organization 

 ɑʎɟɂɰ ɑ˄ɯʒɔFeedback 
ʔɭʶ 

Objective 

ɱʆɩ 

Risk 

ɒɄʯɄˈɇ 

Date 

ʮḛɶɦɓ 

Improvement 

ɞEɱɪƎʫ 

Output 
 

ɭ˄ɭɦɓ 

Determination 
ʌɂṔḘɩɂ Innovation 

ɭ̂̋ɳɓ  ̱ẠɰɄᾟήɂ

Outsource 
 

ɑʚəʻᶽɂ ɒɄʫʻʦʎᶽɂ ʜɂɱɹȹ Ȳɂɬᶻ  
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Documented 

Information 

Involvement Performance 

 

6.9.2 .ʪʻʸʖʫ ᾘᾎʱʫ ɑˈʦʬʎʤɂ: Process Approach 

ˌʠʤ ˃ɬȸɓ ɑʬʊʱᶽɂ ɄʸʖȼɄʉʺ ɑˈʦʍɄʖɇ ˂Ịʍ ɐɰɂɬʐ ʮȵ ɬɭɦɓ ʛɶʲɓʺ ʮḛɇ ɑʍʻʬɡʫ ɑʆɺʰȵ ɑʦɾɕʫ ʳʟʬˆʺ ɰɄɋɕʍɂ ɑˈʦʬʎʤɂ ˃ȵ 

ʄɄɺʰ ɯɩȶ˄ "ɒᶚɩɭʫ" Ʉʸʤʻɦˆʺ ˂Ỉȹ ""ɒɄɟɱɪʫ  
ᴮ
ɄɋʤɄʑ̋ Ʉʫ  ʮ̒ʠɓ ɒɄɟɱɪʫ ɑˈʦʬʍ Ʉʫ ɒᶚɩɭʫ ɑˈʦʬʎʤ  ̓ɱɩȵ. 

ᾘᾎʱʫʺ ɒɄˈʦʬʎʤɂ ̒ʁ ɭ˄ɭɦɓ ɐɰɂɬ̋ ʵɯʶ ɑʆɺʰᶻ ʡʤɯʝʺ ɒᶚʍɄʖɕʤɂ ᵷɄẛṧˈɇ ɱʕʻˆʺ ʪɂɭɪɕɵᶸ 
ɧˈᾚὝʤɂ ᾘᾎʱᶽ ɒɄˈʦʬʎʤɂ ʇɋʂʤɂ ˌʰᶺ ɒɄˈʦʬʎʦʤ ɄẛṨʚˈɶʲɓʺ ʨʍɄʖɕʤɂʺ Ʉẛṧˈɇ ᵷɱʸʊˆʺ ʨʠɺʤɂ ʭʙɰ )1(  ɰ̋ɭʤɂ ὃỲḳˉȼɱʤɂ ˃ɯʤɂ ʹɋʎʦ˄ 

 ɳʤɂɉ ʮ̒ ̱☿ ɭ˄ɭɦɓ ɒɄɋʦʆɕᶽɂ ɒᶚɩɭʬʝ 

ʳʫʺ ʢᶚɩ ᾘᾎʱʫ ɑˈʦʬʎʤɂ ʢɄɡʫʺ ɒɄɋʦʆɕʫ ɑʖɽɂʻᶽɂ ɱʸʊ˄ Ʉʱʤ ʳˆɱɾʱʎʤɂ ʮḛɵɄɵᶻ Ʉʬʶʺ:  

V ʏʁʺ  ʮ̒ɉɳʤɂ ̱☿ ɐɰȸɇ ʪɄʬɕʶᶸ ɝˈɥ ɏʎʦ˄  ɰ̋ɭʤɂ ὃỲḳˉȼɱʤɂ ̱☿ ɭ˄ɭɦɓ ɒɄɋʦʆɕᶽɂ ɒᶚɩɭʬʝ. 

V ʮḛɶɦɕʤɂ ᵷɱʬɕɶᶽɂ ɑɟɄᾚήɂ ɐɱʬɕɶᶽɂ ʤʮḛɶɦɕ ʪɄʊʯ ɐɬʻᾒήɂ. 

Ʉʬʝ ʮȵ ᾘᾎʱʫ ɑˈʦʬʎʤɂ ὃỰɋʫ ˂Ịʍ Ʉʫ ʔɱʎ˅ ɑʚʦɦɇ ʮḛɶɦɕʤɂ ɱʬɕɶᶽɂ ɐɱȼɂɬ) (ʓʱʬ˄ɬ ̋ȵ ɑʚʦɥ PDCA ˍỘʺ ὃỰʎɔ ˍỊ˄ Ʉʫ: " ʇʆɩ æ ɯʖʯ æ 

ʛʚɦɓ æ ʨʎʕɂ" ɑᾚὟʻᶽɂ ʨʠɺʤɄɇ ʭʙɰ )2.( 

БГ϶:  

ʨʠɺʤɂ 2 - 1: ɑ̍ʦʬʎʤɂ ˂Ịʍ ὃỰɋʑɂ ɐɬ̒ᾒήɂ ɐɰɂɬȹ ʪɄʊʯ ɞɮ̒ʬʯ 
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ɷɵȵ ɑɵɄˈɵ ᵷɐɬʻᾒήɂ ᵷʔɂɭʶᶻ ᵷʇɇɂʻʂʤɂ ɒɄˈʦʬʎʤɂ ɒɂȲɂɱɟᶼʺ ʔɭẛẀ  ʢ̒ɾᾚήɂ ˂Ịʍ ɣȼɄɕʯ ɑʚʕɂʻɕʫ ʏʫ ɒɄɵɄˈɶʤɂ ɑʦʫɄɺʤɂ 

ɑʬʊʱʬʦʤ ʇʆɩʺ .ʨʬʎʤɂ  

:ϻУж  

ɯʖʯ ʛɋʅʺ ɑɵɄˈɵ ɐɬʻᾒήɂ ɒɄˈɡˈɓɂṔḘɵᶸʺ ɒɂȲɂɱɟᶼʺ.  

:ϟЦϜϼ 

ɏʙɂɰ ʏɟɂɰ̋ Ȳɂɬᶻ ʛʦʎɕᶽɂ ɑɵɄˈɶɈ ɐɬʻᾒήɂ ᵷʔɂɭʶᶻʺ ʏʕɰɂ̋ ɱ̂ɰɄʚɕʤɂ ɣȼɄɕʱʤɄɇ ɐɰɂɬɡʤ ̩ʞ ʭɕɓ .Ʉẛṥʎɟɂɱʫ Ʉʁɰ̋ɭɉ̋ ʏʙʻɕ˄ ʳʫ ɐɰɂɬʐ 

Ʉˈʦʎʤɂ ɑʬʊʱʬʦʤ ʮȵ ɦɓɬɭ  ɰɱʚɓ̋ ʢɄʎʕᶻ ɑʫɲᶚʤɂ ɑᾒήɄʎʬʦʤ ʮḛɶɦɕʤɂʺ.  

:ЭЛТϜ  

ʳɽ ʳɶɥʺ ʪɄʊʯ ɐɰɂɬȹ ɐɬʻᾒήɂ ɮɄɪɓɄɇ ʢɄʎʕᶻ ɑˈɦˈᾚὝɕʤɂ ɑˈȼɄʙʻʤɂʺ  BȲɄɦɇ ˂Ịʍ ɣȼɄɕʯ ɑʎɟɂɱʫ ɐɰɂɬʐ ʭʙʺ ɐɬɄʍȺɇ ʭˈˈʚɓ ʢɄɡʫ ʪɄʊʯ 

ɐɰɂɬȹ ɐɬʻᾒήɂ  
ᴮ
Ʉɦʬʂɕʫ ɑɵɄˈɵ ɐɬʻᾒήɂ ʔɂɭʶᶻʺ.  

ɂɯʤ ᶗ ɧɋɾɓ ɐɰɂɬȹ ɐɬʻᾒήɂ ɬɱɡʫ ɑʖˈʉʺ ʙɰɑˈɇɄ ᵷɑʦɾʖʱʫ Ʉʬʯ ʺ Ȳɳɟ ʨʫɄʠɕʫ ʏʫ ɐɰɂɬȹ ʨʬʎʤɂ ʮᶟ ɄẛẄɭʤ ɐɰɭʚʤɂ ˂Ịʍ Ṕḛəȶɕʤɂ ̱☿ ɣȼɄɕʱʤɂ 

.ɒɄɟɱᾟᾇɂʺ  

7.9.2 .ɑˈʬʶȵ ɑɋʙɂɱᶽɂ ɴɄˈʚʤɂʺ ʨˈʦɦɕʤɂʺ ʭˈˈʚɕʤɂʺ  
ᴮ
Ʉʎɋɓ ʦʤ AISO 9001:2015: 

ɭʎ˅ ɴɄˈʚʤɂ ɑɋʙɂɱᶽɂʺ ʨˈʦɦɕʤɂʺ ʭˈˈʚɕʤɂʺ  ɱʫȵ 
ᴮ
ɂ ɰ̂̋ɱʁ 

ᴮ
Ʉ ʭˈˈʚɕʤ Ȳɂɬȵ ʪɄʊʯ ɐɰɂɬȹ ɐɬʻᾒήɂ )QMS.( ʔɭʸʤɂ ̒ʁ ʭˈˈʚɓ Ȳɂɬᶻ 

 
ᴮ
Ʉ̍ʬʝ  

ᴮ
Ʉ̍ʍ̒ʯ̋ ʪɄʊʱʤ ɐɰɂɬȹ ɐɬʻᾒήɂ )QMS( ʐᶚɇᶼʺ ʳʍ ɑɟɰɭʤɂ ὃỮʤɂ ʛʚɦɓ ɄẛẀ ɒɄˈʦʬʎʤɂ Ʉʸʕɂɭʶȵ ɑʱʦʎᶽɂ.  

ᴱ
ɔ ɑʖɽɂʻᶽɂ ṔḗɕʎISO 

9001:2015 ɂɯʶ ʄɄɺʲʤɂ ɭɥȶʞ ɒɂʺɬᶻ ὃỮʤɂ  
ᴲ
ɔ ɲɳʎ ʮḛɶɦɓ ʪɄʊʯ ɐɰɂɬȹ ɐɬʻᾒήɂ )QMS.(  

ʨʠɺʤɂ 2 - 2:  ʨɽɂʻɕᶽɂ ʮḛɶɦɕʤɂ ɑʚʦɥPDCA 
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 ᴂʮȹ ʔɭʶ ɑɋʙɂɱᶽɂ ɴɄˈʚʤɂʺ ʨˈʦɦɕʤɂʺ ʭˈˈʚɕʤɂʺ ̒ʁ ɭ̂̋ɳɓ ˍẻʰɄɽ ɰɂɱʚʤɂ ɇ ̋  ɒɄʫʻʦʎʬɒɄʯɄˈɉ ʳʫ ʢᶚɩ ʚɓɄɱ̂ɰ ɑʤɄɥ ʮȶɺɈ 

Ȳɂɬȵ ɒɄˈʦʬʎʤɂ ɏȼɄɾʤɂ ɰɂɱʚʤɂ ɮɄɪɓɂ ʳʫ ʹʱʟʬɓ. ɏɡ˄ ʮȵ ʇɋɓɱɓ ɒɄʯɄˈɋʤɂ ὃỮʤɂ ɓɄʶɱʕʻ  ɒɄˈʦʬʍɑɋʙɂɱᶽɂ ɴɄˈʚʤɂʺ ʨˈʦɦɕʤɂʺ ʭˈˈʚɕʤɂʺ 

 
ᴮ
ɐɱɹɄɋʫ ʇɇɂʻʂʤɄɇ ὃỮʤɂ ɓɄʸɥṔḘʚ  ᴬʤɂ ɑˈʤʺɭʤɂ ɑˈɵɄˈʚʤɂ ɑʖɽɂʻᶽɂISO 9001:2015 ʨɛʫ ʭˈˈʚɓ ʳ˄ɬɰ̒ʑɂ ̋ȵ ʇɋʁ ɒɄɡɕʱᶽɂ Ṕḛʑ 

ɑʚɇɄʆᶽɂ. ɏɡ˄ ʮȵ Ṕḛɺɔ ʡʦɓ zɑʆɺʰ ˂Ỉȹ ɑˈʤɄʎʕ ʪɄʊʯ ɐɰɂɬȹ ɐɬʻᾒήɂ )QMS( ʼɭʫʺ ʛˈʚɦɓ ʪɄʊʯ ɐɰɂɬȹ ɐɬʻᾒήɂ )QMS( ʔɂɭʶᶟ 

ɐɬʻᾒήɂ ɑɽɄᾟήɂ ́ɇ. ɏɡ˄ ʮȵ ɱʕʻ˄ ɂɯʶ ʌʻʱʤɂ ʳʫ ɱ̂ɰɄʚɕʤɂ ʪɄʊɕʯɄɇ ɒɄʯɄˈɇ ɒɄʫʻʦʎʫʺ ʳʍ ɒɂɭɥʻʤɂ ˈʬˈʊʱɕʤɂɑ ɑʖʦɕᾟᾇɂ ɑʚʦʎɕᶽɂ 

Ʉ˄Ʉʂʚɇ ɐɬʻᾒήɂ. Ʉʬʝ ɏɡ˄ ʮȵ  ʮ̒ʠɓ ɑʕ̋ɱʎʫ ɑɥɄɕʫʺ ʳʫ ʢᶚɩ ɒɄɟɱɪʫ ᾘᾎʱʫ ɑˈʦʬʎʤɂ - ˃ȵ ɒɄˈʦʬʎʤɂ ὃỮʤɂ ɏɡ˄ ɄʸɵɄˈʙ ʳʫ ʨɟȵ 

ʭʟɦɕʤɂ ̱☿ Ʉẛṿɂɬȵ ʛʚɦɕʤɂʺ ʳʫ ɄẛṥʚɇɄʆʫ.  

ὂỰʎʬɇ ɱɩȳᵷ ɑɋɶʲʤɄɇ ʨʠʤ ɑˈʦʬʍᵷ ʏʫ ɬʻɟʺ ɒɄɟɱɪʫ Ʉʸʤ ɱ
ᴴ
əȸɓ ˂Ịʍ ɐɬʻɟ ɣɕʱᶽɂ )̋ȵ ɑʫɭᾟήɂ(ᵷ ɏɡ˄ ʇˈʆɪɓ ʛˈɋʆɓʺ 

ɑʚˆɱʅ ɑɋɵɄʱʫ ɴɄˈʚʦʤ ɑɋʙɂɱᶽɂʺ. ɏɡ˄ ʇˈʆɪɕʤɂ ɑʚˆɱʆʦʤ  
ᴮ
Ʉʚʕ̋ ɑʎˈɋʆʤ ɑˈʦʬʎʤɂ ɑʎˈɋʅʺ ɄẛẁɄɟɱɪʫ. Ʉʬˈʕ ʛʦʎɕ˄ ʔɂɭʶȶɇ ɐɬʻᾒήɂᵷ 

ʭɕ˄ ʛʚɦɕʤɂ ʳʫ ʔɂɭʶȵ ɐɬʻᾒήɂ ɒɂɮ ɑʦɾʤɂ ʨʠʤ Ȳɳɟ ̱☿ ʪɄʊʯ ɐɰɂɬȹ ɐɬʻᾒήɂ. ˍẽɋʲ˄ ʮȵ ʛʦʎɕɓ ɑˈʦʬʍ ɭ˄ɭɦɓ ʔɂɭʶȵ ɐɬʻᾒήɂ ɇʛˈʚɦɕ 

ɑʆɺʰȵ ɒɂɮ ɂʻʫɒɄʖɽ ɐɬɭɦʫ. ᵷʮᶺ  ɬɭɦʯ ʮȵ 
ᴮ
Ʉɋʦʆɕʫ ɧɋɽȵɑˈʖˈʝ ɑɋʙɂɱʫ ʔɂɭʶȵ ɐɬʻᾒήɂ ᵷʵɯʶ ̋ȵ ɐɰɄɋʎɈ ᵷ̓ɱɩȵ ʭˈɶʚɕʤ ʔɂɭʶȵ 

ɐɬʻᾒήɂ ˂Ỉȹ ɒɄɵɄˈʙ ɑˈʦˈʒɺɔ ɑˈɓɄˈʦʬʍʺ. 

ɱʊʱʤɄɉʺ ʢȹ ɑˈʬʶȵ ɒɄˈʦʬʍ ɑɋʙɂɱᶽɂ ɴɄˈʚʤɂʺ ʨˈʦɦɕʤɂʺ ʭˈˈʚɕʤɂʺ ɭɡʯ  ᴂʮȵ Ʉʸʤ ɭȼɂʻʕ ˂Ịɡɕɓ Ʉʬˈʕ :ˍỊ˄  

1- ʛˈɋʆɓ  ̋ɯˈʖʱɓ ʇɋʁ ʭʟɦɓʺ ɦʫʭʊɕ ˂Ịʍ ɒɄˈʦʬʍ ʛˈʚɦɓ ɣɕʱᶽɂ .(ɑʫɭᾟήɂ)  

2- ɭ˄ɭɦɓ ɒɄʕɂɱɦʯᶸ ̱☿ ɗʙʻʤɂ ɏɵɄʱᶽɂ Ʉʸʬ˄ɭʚɓʺ ˂Ỉȹ ɑˈʦʬʍ ɑɋʙɂɱʫ ɞᶚʎʦʤ. 

3- ɤɄʬɶʤɂ ˌʫɭɪɕɶᶽ ʪɄʊʯ ɐɰɂɬȹ ɐɬʻᾒήɂ ɮɄɪɓɄɇ ɒɂɰɂɱʚʤɂ ɑʚʦʎɕᶽɂ ɣȼɄɕʲɇ ɒɄˈʦʬʎʤɂ. 

4- ɤɄʬɶʤɂ ˌʫɭɪɕɶᶽ ʪɄʊʯ ɐɰɂɬȹ ɐɬʻᾒήɂ )QMS( ʏʱʬɇ ɒᶗɄɥ ʪɭʍ ɑʚɇɄʆᶽɂ ʳʫ ʢᶚɩ ɓɭ˄ɭɦ ɒɂʻɡʖʤɂ ̱☿ ɑˈʦʬʍ Ʉʫ 

ʏʱʫʺ ʢɄʚɕʯɂ ᾇɂɒɄɟɱᾟ Ṕḛʑ ɑʚɇɄʆᶽɂ ˂Ỉȹ ɑˈʦʬʎʤɂ ɑˈʤɄɕʤɂ.  

5- ɭ˄ɭɦɓ ɑˈʤɄʎʕ ɐȲɄʖʝʺ ɒɄˈʦʬʎʤɂ.  

6- ʪɂɭɪɕɵɂ ɑɋʙɂɱᶽɂ ɴɄˈʚʤɂʺ ʨˈʦɦɕʤɂʺ ʭˈˈʚɕʤɂʺ ɑʦˈɵʻʞ ʮḛɶɦɕʦʤ .ʨɽɂʻɕᶽɂ 

7- ɳˆɳʎɔ ʛˈʚɦɓ ʔɂɭʶȵ ɐɬʻᾒήɂ rʫ ʢᶚɩ ɒɂɱɹȸʫ ɑˈʦʬʍ ɑ̍ɶ̄ȼɰ ɒɂɮ ɑʦɽ ʔɂɭʶȶɇ ɑʬʊʱᶽɂ.  

8.9.2 .ɒɂɱɹȸʫ Ȳɂɬᶻ :ɑˈɵɄɵᶻ Key Performance Indicators  

˂Ịʍ ʭʑɱʤɂ ʳʫ ʮȵ ɑʖɽɂʻᶽɂ ɑˈɵɄˈʚʤɂ ɑˈʤʺɭʤɂ ISO 9001:2015 ᶗ ɔṔḛɺ  
ᴮ
ɂɭ˄ɭɦɓ ˂Ỉȹ ɑʤȶɶʫ ɒɂɱɹȸʫ Ȳɂɬᶻ ɑˈɶˉȼɱʤɂ 

)KPIs(ᵷ ᶗȹ ʮȵ  
ᴮ
ɂɱʊʯ ʅ́Ʉɋɓɰᶗ ɱɹɄɋᶽɂ ɒɄˈʦʬʎɈ ɑɋʙɂɱʫ ɴɄˈʙʺ ʨˈʦɦɓʺ ʭˈˈʚɓʺ ɑʆɺʰᶻ ɑ̂ɰɄɡɕʤɂ ɒɄˈʦʬʎʤɂʺ ʳʟʬˆʺ ʹʫɂɭɪɕɵɂ 

ʞɐɂɬȶ ɑʤɄʎʕ ɯˈʖʱɕʤ ɒɄɋʦʆɕʫ ɐɱʚʖʤɂ 9.1 ʳʫ .ɑʖɽɂʻᶽɂ 

ɱɹȸʫ Ȳɂɬᶻ ὃỲḳˉȼɱʤɂ ̒ʁ ȲὃỲḴ ʳʟʬ˄ ʵɭʍ ɕ́ʯɰɄʚʫ̋ н˄ ʻʶʺɱʕʻ  
ᴮ
ᶚ̍ʤɬ ˂Ịʍ ɑɟɰɭʤɂ ὃỮʤɂ ʭɕ˄ ʛˈʚɦɓ ʔɭʶ ʢᶚɩ ɐṔḘʕ ɑ̍ɦʫɲ 

ɐɬɭɦʫ ɭʸʎʫ) ɒɄʙɄʆɇ Ȳɂɬᶻ ᵷʮɲɂ̒ɕʑɂ 2017(. ɒɂɱɹȸʫ Ȳɂɬᶻ ɑˈɶˉȼɱʤɂ ̱Ộ ɄˈʙɒɄɵ Ȳɂɬᶻ ɒɄˈʦʬʎʦʤ ̋ȵ ɑʆɺʰᶻ ̱☿ ɑʬʊʱᶽɂ 

ɑʫɭɪɕɶᶽɂ ʭˈˈʚɕʤ ɑˈʤɄʎʕ ʪɄʊʱʤɂ. ʪɭʚ˄ ɑɋʙɂɱʫ ɴɄˈʙʺ ɒɂɱɹȸʫ Ȳɂɬᶻ ɑˈɶˉȼɱʤɂ  ʢ̒ɥ ɒɄʫ̒ʦʎʫ Ȳɂɬȵ ɒɄˈʦʬʎʤɂ ɑʆɺʰᶻʺ ɑʚʦʎɕᶽɂ 

ɒɂɱɹȸʬɇ Ȳɂɬᶻ ɑˈɶˉȼɱʤɂ ʵɯʶ. ʭɕ˄ ɭ˄ɭɦɓ ɑˈʤɄʎʖʤɂ ʳʫ ʢᶚɩ ɴɄˈʙ ʨʫɂʻʎʤɂ ὃỮʤɂ ɱəȸɓ ̱☿ ʡʦɓ ɒɄˈʦʬʎʤɂ ̋ȵ ɑʆɺʰᶻ. ̱☿ ʵɯʶ 



28 
 

ʨʫɂʻʎʤɂ ɭʙ ȵɭɋɓ ɒɂṔḛˈʒɕʤɂ ̱☿ ʪɄʊʯ ɐɰɂɬȹ ɐɬʻᾒήɂ. Ʉʫɭʱʍ ᶗ ʛʕɂʻɕɓ ɒɄʯɄˈɋʤɂ ɒɄʫʻʦʎᶽɂʺ ʏʫ Ʉʸʕɂɭʶȵᵷ ɭʙ ʪʻʚɓ ɑʬʊʱᶽɂ ʛˈɋʆɕɇ 

ɒɂṔḛˈʒɔ ˂Ịʍ ʪɄʊʯ ɐɰɂɬȹ ɐɬʻᾒήɂ ɿˈɾɪɓʺ ɬɰɂ̒ʑɂ ʨʠɺɈ ʨʂʕȵ  ̋ʤɂȲɭɋ ɒɂȲɂɱɟȹ ɑˈɦˈᾚὝɓ ̋ȵ ɒɂȲɂɱɟȹ ɑˈȼɄʙʺ ̋ȵ ɒɄʱˉɶɦɓ.  

1.8.9.2 .ɾɩɑˈɵɄɵᶻ Ȳɂɬᶻ ɒɂɱɹȸʫ ɿȼɄ )Badawy et al, 2016( : 

ɭʱʍ ɰɄˈɕɩɂ KPIᵷ ɏɡ˄ ˂Ịʍ ɑʬʊʱᶽɂ ɱʊʱʤɂ ̱☿ Ʉ˄Ʉʂʚʤɂ ɑˈʤɄɕʤɂ: 

¶ ɏɡ˄ ʮȵ  ʮ̒ʠɓ ɒɂɱɹȸʫ Ȳɂɬᶻ ɑˈɶˉȼɱʤɂ ɑʆɋɓɱʫ ɒɄɟɄˈɕɥɄɇ ɒɄʎʙʻɓʺ ʔɂɱʅᶻ ɑˈʱʎᶽɂᵷ ˂Ịʍ ʨˈɌɵ ʢɄɛᶽɂᵷ ɭʙ  ʮ̒ʠɓ 

ɒɂɱɹȸʫ Ȳɂɬᶻ ɑˈɶˉȼɱʤɂ  
ᴮ
ɂȲɳɟ ʳʫ Ʉʁɰ  ʮ̒ɉɳʤɂ ̋ȵ ʔɭʶ Ȳɂɬȵ ɣɕʱᶽɂ. 

¶ ɏɡ˄ ʮȵ ʭɕɓ ɑʚɇɄʆʫ ɒɂɱɹȸʫ Ȳɂɬᶻ ɑˈɶˉȼɱʤɂ ʏʫ ɒɄˈɡˈɓɂṔḘɵᶸ ɑˈʬˈʊʱɕʤɂ ʏʕɬʺ ɑʬʊʱᶽɂ ʛˈʚɦɕʤ ʔɂɭʶȵ ɐɬʻᾒήɂ 

ɑɽɄᾟήɂ ɄẛẀᵷ ˂Ịʍ ʨˈɌɵ ʢɄɛᶽɂᵷ ɏɡ˄ ʮȵ ʛʦʎɕɓ ɒɂɱɹȸʫ Ȳɂɬᶻ ɑˈɶˉȼɱʤɂ ɒɄˈʬʟɇ ʪɭʍ ɑʚɇɄʆᶽɂ ̋ȵ  ̓̒ɕɶʫ Ʉʁɰ 

 ʮ̒ɉɳʤɂ. 

¶ ɏɡ˄ ʮȵ ɳʝɱɓ ɒɂɱɹȸʫ Ȳɂɬᶻ ɶˉȼɱʤɂɑˈ ˂Ịʍ ɬɭʍ ʨˈʦʙ ʳʫ ɑʆɺʰᶻ ɒɂɮ ɑʬˈʚʤɂ ɑˈʤɄʎʤɂ ὃỮʤɂ ɷʟʎɔ ɑˈʤɄʎʕ ɑˈʦʬʎʤɂ 

ὃỮʤɂʺ ɱʕʻɕɵ Ṕḙʝȵ ɒɄʯɄˈɋʤɂ ɑʫȲᶚʫ. 

¶ ɏɡ˄ ˂Ịʍ ɒɂɱɹȸʫ Ȳɂɬᶻ ɑˈɶˉȼɱʤɂ Ṕḛʕʻɓ ɒɄʫʻʦʎᶽɂ ɒɄʯɄˈɋʤɂʺ ɑʫɄʸʤɂ. ɐɰɄɋʎɊ̋  ̓ɱɩȵᵷ ʮȺʕ ɒɂṔḛˈʒɕʤɂ ὃỮʤɂ ɭʱɖɶɖɵ ˂Ỉȹ 

ɣȼɄɕʯ ɑɋʙɂɱʫ ɴɄˈʙʺ ɱɹȸʫ Ȳɂɬᶻ ὃỲḳˉȼɱʤɂ ɦɕɵʀɱ ɒɂṔḛˈʒɕʤɂ ɬ̋ɬɰ̋ ʨʎʖʤɂ ˂Ịʍ ɑʬʊʱᶽɂ. 

¶ ɭʙ ɭʱɖɶɔ ɒɂɱɹȸʫ Ȳɂɬᶻ ɑˈɶˉȼɱʤɂ ˂Ỉȹ ɒɄʖˆɱʎɔ ɭʍɂʻʙʺ ɒɄɇɄɶɥʺ ɑ̂ɰɄ̍ʎʫ ʳʫ ʨɟȵ ʮḛʟʬɓ ʨˈʦɦɓ ʨʂʕȵ ɒɄʯɄˈɋʦʤ 

ὃỮʤɂ Ʉʶɱʕʻɓ.  

¶ ɑɋɶʲʤɄɇ ʨʠʤ KPIᵷ  ʮ̒ʠ˄ ɬɱʖʤɂ ̋ȵ ɑʍʻʬᾒᾇɂ ̋ȵ ɿᾟὉ ʮḛʎʫ  
ᴮ
ᶗ̋ȸɶʫᵷ ˂Ịʍ ʨˈɌɵ ʢɄɛᶽɂᵷ  ɷ̄ȼɰ.ʭɶʚʤɂ  

¶ ɏɡ˄ ʮȵ  ʮ̒ʠɓ ʫɒɂɱɹȸ Ȳɂɬᶻ ɑˈɶˉȼɱʤɂ ɑˈʦʬʍᵷ Ʉʬʫ ὃỰʎ˅ ́ʯȵ  ʮ̒ʠ̍ɵ ʳʫ ʳʟʬᶽɂ ɼᶚɪɕɵɂ ɒɄɟɄɕʲɕɵɂ ʳʫ 

ɒɄʯɄˈɋʤɂ ὃỮʤɂ ʭɕ˄ Ʉʸʬˈʦɶɔ. 

¶ ɏɡ˄ ʮȵ ʇɋɓɱɓ ɒɂɱɹȸʫ Ȳɂɬᶻ ɑˈɶˉȼɱʤɂ ɑʆɺʰȶɇ ɒɄˈʦʬʍʺ ʪɄʊʯ ɐɰɂɬȹ ɐɬʻᾒήɂᵷ  ɧˈʁʻɓʺʤ ɒɄʫʻʦʎᶽɂ ʵɯʶ ʮ̒ʖʉ̒ʬʦ 

 ʮ̒̍ ʎɦʑɂ ʭʶɭʍɄɶɔ ʮȵ Ȳɂɬᶻ ɒɂɱɹȸᶽ ʳʟʬ˄ ʗˈʝ ʮɄˈɌɓʺ. 

¶ ɏɡ˄ ʮȵ Ṕḛɺɔ ɒɂɱɹȸʫ Ȳɂɬᶻ ɑˈɶˉȼɱʤɂ ˂Ỉȹ ʄɄʚʱʤɂ ɘɂɭɥᶻʺ ̱☿ ɑˈʦʬʍ ɏɡ˄ Ʉʸʦˈʦɦɓ Ʉʸʬˈˈʚɓʺ. 

¶ ɏɡ˄ ʮȵ ʇɋɓɱɓ ɒɂɱɹȸʫ Ȳɂɬᶻ ɑˈɶˉȼɱʤɂ ɑʆɺʰȶɇ ᵷʢɄʬʍᶻ ɧˈɖɕɵʺ ʮḛʖʉʻʬʦʤ ɑʕɱʎʫ ɭ˄ɭɦɓʺ ὂỮʫ  ʮ̒ʠ˄ ʨɩɭɕʤɂ 

ɉʻʦʆʫ 
ᴮ
Ʉ ɭʱʍ ʔɄɺɖʝɂ ʪɭʍ .ɑʚɇɄʆᶽɂ  

¶ ɏɡ˄ ʮȵ  ɲɳʎɔ ɒɂɱɹȸʫ Ȳɂɬᶻ ɑˈɶˉȼɱʤɂ ᾇɂɑʖʦɕᾟ ɄʸʂʎɈ ʃʎɋʤɂ ᶗʺ ɷʕɄʱɖɓ ̋ȵ ʃʙɄʱɖɓ ̋ȵ Ṕḛɛɓ ɒɄʕᶚᾟήɂ ʏʫ 

ɒɂɱɹȸʫ Ȳɂɬᶻ ɑˈɶˉȼɱʤɂ  ̓ɱɩz. 

ʭɓ ɭ˄ɭɦɓ ɴɄˈʙ Ȳɂɬᶻ ɑʤȶɶʬʝ ɑ̍ɶ̄ȼɰ ɐɰɂɬɟ ɐɬʻᾒήɂ. ɭʝȸ˄ ɭ˄ɭʎʤɂ ʳʫ ʮḛʖʤȸᶽɂ )Lordsleem JR., 2002; Dambrin et al, 2011; 

Souza, 2005( ˂Ịʍ ɑˈʬʶȵ ɴɄˈʙ Ȳɂɬᶻ ʳʫ ʢᶚɩ ɂɱɹȸʫɒ ʛˈʚɦɕʤ ɐȲɄʖʟʤɂ ɑˈʤɄʎʖʤɂʺ ̱☿ ʗʦɕɪʫ ɒɄˈʦʬʎʤɂ ὃỮʤɂ ʨʠɺɔ ʪɄʊʯ ɞɄɕʯȹ 

ɒɄʞɱɺʤɂ. 
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ʭɓ ʗˈɛʟɓ ʪɄʬɕʶᶸ ɯˈʖʱɖɇ ɑʬʊʯȵ ɴɄˈʚʤɂ ̱☿ ʢɄɡʫ ʨʬʍ ɒɄʬʊʱᶽɂ ʳʫ ʢᶚɩ ɣʫɂɱɇ ɐɬʻᾒήɂ ˂Ịʍ ɴɄɵȵ ɒɄɋʦʆɕʫ Ṕḛ˄Ʉʎʫ  ɑʖɽɂʻᶽɂ

ISO 9001:2015. ʨʠɺɊʺ ɼɄɩᵷ ʮȺʕ ʔɂɭʶȵ ɐɬʻᾒήɂ ɑɵɄʚᶽɂ ɑʬᴂʬʟʑɂ̋ ʳʫ ᶚɩʢ ɒɂɱɹȸᶽɂᵷ ɧʬɶɔ ṔḛɋʎɕʤɄɇ ʳʍ  ɰ̒ʆɓ ɑˈʦʬʍ ̋ȵ 

ɣɕʱʫ ̋ȵ ʨʬʍ ɑʝɱɺʦʤᵷ Ʉẛẃʻʞ ɑˈɵɄɵȵ ɑɋʙɂɱᶽ ʪɄʊʯ ɐɰɂɬȹ ɐɬʻᾒήɂ - QMSᵷ ˍỈɄɕʤɄɉʺᵷ ʳʫ ʨɟȵ ʪɭʚɓ ɑʝɱɺʤɂ. 

ɬɭɦ˄ )Souza et al. 2005( ɒɂɱɹȸᶽɂ ˂Ịʍ Ʉẛẃȵ ɒɂṔḛɋʎɔ ɑˈʬʝ ʨɛʬɓ ɒɄʫʻʦʎʫ ɐɬɭɦʫᵷ ʳʫ ɴɄˈʙ ʭˈˈʚɓʺ ʨʠˈʶ ɞɄɕʯᶼᵷ ̋ / ̋ȵ 

ʦʬʎʤɂɒɄˈ ̋ / ̋ȵ ɒɄɡɕʱᶽɂ ɑɡɓɄʱʤɂ. 

ɏɡ˄ ʮȵ ʏɕʬɕɓ ɒɂɱɹȸᶽɂ ɑˈʙɂɭɾᶽɄɇ ᵷɑˈʙʻəʻᶽɂʺ ʮȵʺ  ʮ̒ʠɓ ɐɬɭɦʫ ʨʠɺɈ ɭˈɟᵷ ʮȵʺ ʭɕ˄ Ʉʶɱɺʰ ʨʠɺɈ ɧˈᾚὛ Ʉʸʦˈʦɦɓʺ ʨʠɺɈ 

ˍạẛṧʫ ɝˈɦɇ ʳʟʬ˄ Ʉʸʤʻɋʙ ɧɋɾɓʺ  
ᴮ
Ʉʬʍɬ  

ᴮ
Ʉʬ̍ʙ ɮɄɪɓᶗ ɰɂɱʚʤɂ. ɏɡ˄ Ʉʸɶˉɵȶɓ ʳʫ ʨɟȵ ɴɄˈʙ ɷˉʤ ʇʚʕ ʨɥɂɱʫ ɐɬɭɦʫ ʳʫ ɑˈʦʬʎʤɂᵷ 

ʳʟʤʺ ˄ȵ 
ᴮ
Ʉʂ ʭˈˈʚɕʤ Ȳɂɬᶻ ˍỊʟʤɂ .ɑʝɱɺʦʤ  

Ʉʚʕʺ  AGʤ )Dambrin et al, 2011(ᵷ ʮȺʕ ʌɄʆʚʤɂ ᵷˌȽɂʺɭʤɂ ʔṔḘʎ˅ ʨʎʖʤɄɇ ɑˈʬʶȶɇ ɯˈʖʱɓ ʭʊʯ ɴɄˈʚʤ Ȳɂɬᶻ. ʏʫʺ ʡʤɮᵷ ʮȺʕ ʪɂɭɪɕɵɂ 

ɒɂɱɹȸʫ Ȳɂɬᶻ ̱☿ ʌɄʆʚʤɂ ˌȽɂʺɭʤɂ  
ᴮ
ɂɬ̋ɭɦʫ ɏɌɶɈ ɭ˄ɭʎʤɂ ʳʫ ʨʫɂʻʎʤɂᵷ ʨɛʫ: ɑɉʻʎɽ ̱☿ ɭ˄ɭɦɓ ɧˈʁʻɓʺ ʔɂɭʶᶻᵷ ɭɪɕɵɂʺʪɂ 

Ṕḛɇɂɭɕʤɂ Ṕḛʑ ɑʬȼᶚᶽɂᵷ ɑɟɰɬ̋ ʪɂṕḘʤɂ ɑʝɱɺʤɂ ʮḛɶɦɕʤ ᵷɐɬʻᾒήɂ ʳʫ ʮḛɇ  ɰ̒ʫȵ  ̓ɱɩȵ. 

2.8.9.2 . ɰ̋ɬ ɑˈʬʶȵʺ ɴɄˈʙ Ȳɂɬᶻ ὃḒˈʊʱɕʤɂ Ṕḗʍ KPI:  

ɭʎɔ ɑˈʦʬʍ ʭˈʊʱɕʤɂ ɑᾚὟʻᶽɂ ɄBʚɋɶʫ ɐɭʍɄʙ ɑ̂ɰ̋ɱʁ ɭ˄ɭɦɕʤ KPI. ɂɯʶ ʪɄʊʱʤɂ ʳʫ ɑʆɺʰᶻ ɐɭɥʻᶽɂ ɧʬɶ˅ ɴɄˈʚɇ ɏɵɄʱʫ 

Ȳɂɬᶠʤ. ɑˈʬʶȵ ɴɄˈʚʤɂ ɐṔḛɋʝ. ɭʎ˅ ɴɄˈʚʤɂ ɱʬɕɶᶽɂ ɄBɵɄɵȵ ɒɄʱˉɶɦɕʦʤ ɐɱʬɕɶᶽɂ Ȳɂɬᶟ ɑʬʊʱᶽɂ ὃỮʤɂ ɭʎɔ ɐɭɥɂʺ ʳʫ ʭʶȵ ȻɬɄɋʫ 

ɐɰɂɬʐ. ɭʙ ɭɡʯ ɭɥȵ ɑʦɛʫᶻ ̱☿ Ɇɬᶻ: öɂɮȹ ɗʱʝ ɏʑɱɓ ̱☿ ʮḛɶɦɓ ȲὃỲḴ Ʉʫᵷ ʡˈʦʎʕ ʹɵɄˈʙ" )±ŜƭƛƳƛǊƻǾƛŏΣ ±ŜƭƛƳƛǊƻǾƛŏ ϧ 

{ǘŀƴƪƻǾƛŏ, 2011(.  

ʈɄʖᾚίʤ ˂Ịʍ ɐɰɭʚʤɂ ɑˈɶʕɄʱɕʤɂᵷ ɏɡ˄ ʮȵ ɱ˄ɭɓ ɑʬʊʱᶽɂ  ɄẛẁɄʙᶚʍʏʫ ʮḛʖʉʻᶽɂᵷ ɒɄˈʦʬʎʤɂʺᵷ ɑʆɺʰᶻʺ ʇʆᾟᾇɂ Ʉʸʤᵷ ɒɄʙʺȵʺ  ʗʙʻɓ

) ɞɄɕʯᶼ ʄʻʆɩDowntime(ᵷ  ̋ʳ˄ɬɰ̒ʑɂᵷ Ȳɂɳɟȵʺ  ̓ɱɩȵ ʳʫ ʨʬʎʤɂ. ʪɭɪɕɶƎ˅ ʪɄʊʯ ɴɄˈʚʤɂ ʢɄʎʖʤɂ Ȳɂɬᶠʤ ʭʸʖʤ ʢɄʬʍᶻ Ʉʸʦ˄ɭʎɔʺ 

Ʉẛṧˈɶɦɓʺ ̱☿ ʏˈʬɟ ʪɄɶʙȵ ɑʬʊʱᶽɂ )Striteska & Spickova ,2012.( 

ὃỰʎˇʺ ɴɄˈʙ Ȳɂɬȵ ɑʬʊʱᶽɂ Ṕḛɋʎɕʤɂ ˍẺʻʱʤɂ ὃḒʟʤɂʺ ʃʎɋʤ ɣȼɄɕʱʤɂ ʳʫ ʢᶚɩ ɒɂɱɹȸᶽɂ ɐɰɄɕᾟᾇɂ. ɧˈɖ˄ ɴɄˈʙ Ȳɂɬᶻ ɒɄʬʊʱʬʦʤ ɑʤɄʎʖʤɂ 

Ṕḛɋʎɕʦʤ ʳʍ ɄʸɥɄɡʯ ʪɄʙɰɜɄɇ. ɰɄˈɕɩɂ ɒɂɱɹȸᶽɂ ɑɋɵɄʱᶽɂ ὃỮʤɂ ʭɕˉɵ Ʉʸʫɂɭɪɕɵɂ ɴɄˈʚʤ ʭˈˈʚɓʺ Ȳɂɬᶻ ̒ʁ ʄɄɺʰ ʭʸʫ ɑ˄Ʉʒʦʤ. ʳʫ ʮḛɇ 

ʏˈʬɟ ɒɄʫʻʦʎᶽɂ ὃỮʤɂ ʳʟʬ˄  ʢ̒ɾᾚήɂ ɄẛṨʦʍ ʳʫ  ˃ɰ̋ɱʂʤɂ ɰɄˈɕɩɂ ʃʎɈ ɑˈʬʟʤɂ ɑɟɱᾚήɂ ὃỮʤɂ ʨɛʬɓ ˂Ịʍ ʨʂʕȵ ʹɟʺ ʨʬʎʤɂ ʹʦʞ. 

ɑʕɄʁᶡɄɇ ˂Ỉȹ ɒɂɱɹȸʫ Ȳɂɬȵ ʗȼɄʉʺ ɑɋʙɂɱᶽɂᵷ ʜɄʱʶ ʮɄɕʖˈʉʺ ʮɄɕˈʤɄɓ: 

¶ ɱˆʻʆɓ ʹˈɟʻɓʺ ɑʖˈʉʻʤɂ - Ʉẛẃᶟ ʪɭʚɓ ɐɭʍɄʙ ɑʑɄˈɾʤ ɯˈʖʱɓʺ ɑˈɡˈɓɂṔḘɵɂ ɑʬʊʱᶽɂᵷ 

¶ ɑʖˈʉʺ ṕḛʖɦɕʤɂ - ɝɥ ɐɰɂɬʐ ˂Ịʍ ʛˈʚɦɓ ʔɂɭʶᶻ ṕḛʖɦɓʺ ʏˈʬɟ ɆɄᾚὛȵ ɑᾚίɾᶽɂ ˂Ịʍ ʛˈʚɦɓ ʵɯʶ ʔɂɭʶᶻ ˂Ịʍʺ  ̓̒ɕɶʫ 

˂Ịʍȵ )Stamatoviĳ & Zakiĳ, 2010.( 

ˍ☿ ʏˈʬɟ ɒɄʬʊʱᶽɂᵷ ʔɱʎ˅ ʗʉʻᶽɂ ʮȵ ʜɄʱʶ ɑʆɺʰȵ ɑʬʸʫ  
ᴮ
ɂɭɟ ʛˆɱʖʤ ɐɰɂɬʐ. ̱☿ ὂỰʎʫ ɭ˄ɭɦɓ ɑʍʻʬɡʫ ʳʫ ɒɂɱɹȸᶽɂ ὃỮʤɂ ʨɛʬɓ 

ɤɄɡʯ ʃʎɈ ɒɂɰ̒ɾɕʤɂ ɑ̂ɰɄɡɕʤɂ ɂɱɹȸᶽɒ Ȳɂɬᶻ ɑˈɶˉȼɱʤɂ. ɒɂɱɹȸʫ Ȳɂɬᶻ ɑˈɶˉȼɱʤɂ )KPI( ̱Ộ ɒɂɱɹȸʫ ɑˈʤɄʫ Ṕḛʑʺ ɑˈʤɄʫ 

Ʉʸʫɭɪɕɶɔ ɑʬʊʱᶽɂ Ȳᶗɬᶢʤ ɐɬɄʸɺɈ ʼɭʫ ɄʸɥɄɡʯ ̱☿ ʛˈʚɦɓ ʔɂɭʶȵ ɑʦˆʻʅ .ɭʫᶻ 
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ʮȹ ɒɂɱɹȸʫ Ȳɂɬᶻ KPI ̱Ộ ɒɂɱɹȸʫ ɑɕɇɄə ɐɱʚɕɶʫʺ ʨʬɦɓ ὂỰʎʫ Ṕḗʝȵ ɭʱʍ ɑʯɰɄʚʫ ɒɄʫʻʦʎᶽɂ. ὃ♫ʕ ɭʍɄɶɔ ˂Ịʍ ɑʤɂɲȹ ɑʖʅɄʎʤɂ  
ᴮ
ɂɭ̍ʎɈ 

ʳʍ ʔɭʶ ʨʬʎʤɂᵷ ɳʝɱɓʺ ˂Ịʍ ȲὃỲḵʤɂ ˃ɯʤɂ ʛʦʎɕ˄ ́ɇ ʨʬʎʤɂ ʨʎʖʤɄɇᵷ ʻʶʺ ʛˈʚɦɓ ɧɉɱʤɂ. 

9.9.2 .ɑᾚᾇ ʳʍ ɒɂɱɹȸᶽɂ ɑʫɭɪɕɶᶽɂ ̱┤ .ɑɵɂɰɭʤɂ 

1.9.9.2 . ɣɕʱᶽɂ ɐɬʻɟQuality of Products 

ɐɬʻᾒήɂ ̱Ộ ɤɄɕʖʫ ɤɄɡʯ ʨʞ ɑɶɵȸʫ. ᵷʪʻˈʤɂʺ ɏʤɄʆ˄ ʳȼɄɉɳʤɂ ɒɄɡɕʱʬɇ ɑˈʤɄʍ ᵷɐɬʻᾒήɂ Ʉʬʝ ʮȵ ʊʱᶽɂ ɒɄʬὃỮʤɂ ʏˈʆɕɶɔ 

ɞɄɕʯȹ ɒɄɡɕʱʫ ɑˈʤɄʍ ɐɬʻᾒήɂ ɑʖʦʠɕɇ ʨʙȵ ɧɉɱʤɂ ʛʚɦɓ ὃỮʤɂ ˍỘ ɱʕʺᶻ. ʭɕ˄ ʛʚɦɕʤɂ ʳʫ ɐɬʻᾒήɂ ʨʠɺɈ ὃỲḳ̄ȼɰ ɭʱʍ ɒɄˆʻɕɶʫ ᵷɑɛʤɄə 

ɒᶚɩɭᶽɂ ɒɄɟɱᾟᾇɂʺ ̋ȵ ɐɬʻɟ ɑˈʦʬʎʤɂ. ɳʝɱɓ ʭʊʎʫ ɒɄʬʊʱᶽɂ ˂Ịʍ ɐɬʻᾒήɂ Ʉẛẃᶟ ɗʫɭʙ ɬʻʍʺ ɄẛṧȼɄɉɳʤ ʮȶɺɈ ɐɬʻɟ ɄẛẁɄʫɭɩ 

ɄẛẁɄɡɕʱʫʺ )Heckl and Moormann 2010 нBadri et al. 1994.( ɭʚʤ ɻʙɄʯ (White ,1996) ɑˈʯɄʬə ɬɄʎɈȵ ɐɬʻᾒίʤ ̱Ộ: ᵷɒɂṕḛᶽɂ 

ᵷɑˈʙʻəʻᶽɂʺ ᵷɑʚɇɄʆᶽɂʺ ᵷɑʯɄɕᶽɂʺ ɑˈʯɄʠʫ ʺ ᵷɑʫɭᾟήɂ ɣɕʱᶽɂ ʀɱʍʺ ʭ˄ɭʚɓ ɑˈʤɄʬɟʺᵷ ɐɬʻᾒήɂʺ ɑʝɰɭᶽɂ. ʮḛɇ ʵɯʶ ɬɄʎɈᶻᵷ ʡʦɕʬ˄ 

ɑʚɇɄʆᶽɂ ʨˈʤɭʤɂ ʭʶᶻ ɐɬʻᾒήɄɇ. ɻʙɄʯ )Gosselin, 2005(ᵷ Ʉʁɰ  ʳȼɄɉɳʤɂɐɬʻɟʺ ɒᶚɩɭᶽɂ ɐɬʻɟʺ ɒɄɟɱᾟᾇɂ ɐɬʻɟʺ ɑʖʦʠɕʤɂ ɬɭʍʺ 

 ̓̋Ʉʠɹ ʳȼɄɉɳʤɂ ɒɄɵɄˈʚʝ ɐɬʻᾒίʤ. ɻʙɄʯ )De Toni and Tonchia, 2001( ɑˈʙʻəʻʫ ɒᶗᶺᵷ ɐɬɄʍ ʺ ʨʬʎʤɂᵷ ʗˈʤɄʠɓʺ ʪɄʊʯ 

ɐɬʻᾒήɂᵷ Ʉʁɰ̋ ʳȼɄɉɳʤɂᵷ ʏȽɄʂɋʤɂʺ ɑʎɡɓɱᶽɂᵷ ɐɬʻɟʺ ɒᶚɩɭᶽɂ ɒɄɟɱᾟᾇɂʺᵷ ɑˈʙʻəʻʫʺ ʑɂɣɕʱᵷ ɑˈʙʻəʻʫʺ ɑʱˈʝɄᶽɂ ɷˉ˄Ʉʚʬʝ ɐɬʻᾒήɂ. 

 
ᴮ
Ʉʚʕ̋ Aʤ (Neely and Platts, 2005)  ᴂʮȺʕ zȲɂɬᵷ ɒɂṕḛᶽɂʺᵷ ɑˈʙʻəʻᶽɂʺ ᵷ ̋ɑʚɇɄʆᶽɂᵷ ɑʯɄɕᶽɂʺ ɑˈʱʚɕʤɂᵷ ɑʫɭᾟήɂʺᵷ  ʭ˄ɭʚɓ ɑˈʤɄʬɟʺ

 ʀɱʍʺᵷɣɕʱᶽɂ ɐɬʻᾒήɂʺ ɑʝɰɭᶽɂᵷ ɑʬˈʚʤɂʺ ̱Ộ ɷˉ˄Ʉʚʫ ɐɬʻᾒήɂ. 
 

2.9.9.2.  ˍỊˈʒɺɖʤɂ ȲɂɬᶻOperational Performance 

1.2.9.9.2.  ɑˈɟɄɕʯȹ ɑʝɱɺʤɂProductivityCorporate  

ɑˈɟɄɕʯᶼ ̱Ộ ɐɭɥɂʺ ʳʫ ɒɄʫɄʬɕʶᶸ ɑˈɶˉȼɱʤɂ ɐɰɂɬɟ ʢɄʬʍᶻ ɑɵɭʱʸʤɂʺ .ɭ˄ɭʎʤɂ ʳʫ ɒɄʞɱɺʤɂ ɄẛẄɭʤ ɣʫɂɱɇ 

ɑ̍ʬɵɰ ʮḛɶɦɕʤ ɑˈɟɄɕʯᶼ ᵷɰɂɱʬɕɵɄɇ ʨɛʫ ɣʫɄʯɱɇ ʮɄʬʁ ɞɄɕʯᶼ .Ȳɂʻɵ ʮɄʞ ẛẄɭʤɄ ɣʫɄʯɱɇ ὃḒɵɰ ʪȵ ᵷᶗ ɝɦɋɓ ɒɄʞɱɺʤɂ 

ɕɵɄɇɰɂɱʬ ʳʍ  ʘɱʅ ʮḛɶɦɕʤ ɐɬʻᾒήɂ ʨˈʦʚɓʺ ɗʙʺ ʗʙʻɕʤɂ ʳʍ ʨʬʎʤɂᵷ ɒᶚɩɭʫʺ ʨʬʎʤɂ ɬɂʻᶽɂʺ ɑʙɄʆʤɂʺ ɒɄʫɭᾟήɂʺ 

ɐɂṔḘɺᶽɂ . 
ᴮ
ɄɋʤɄʑ Ʉʫ ˃ɬȸɓ ɒɂṔḛˈʒɕʤɂ ɑʆˈɶɌʤɂ ̱☿ ɏˈʤɄɵȵ ʨˈʒɺɖʤɂ ̋ȵ ɒɄˈʦʬʎʤɂ ˂Ỉȹ ɐɬɄ̂ɲ ᵷɑˈɟɄɕʯᶼ ʳʟʤʺ Ṕḗʝȵ ɏɵɄʠᶽɂ 

ɐɬɄʍ Ʉʫ  ʮ̒ʠɓ ʳʫ ɬɄʬɕʍɂ ɒɄˈɟʻʤʻʱʟɓ ᵷɐɭ˄ɭɟ ὃỮʤɂʺ ɭʙ ɓɏʦʆɕ ɒɄʚʖʯ ɑ̍ʤɄʬɵȵɰ ɒɂɭʎᶽ ɐɭ˄ɭɟ ̋ȵ ɐɳʸɟȵ ɱɓʻˈɋʬʝ ̋ȵ 

ɣʫɂɱɇ .ʳ˄ɭɓ ʪʻʦʎʤɂ ɑˈɟɄɕʯᶼ ɑɛ˄ɭᾚήɂ ṔḛɛʟʤɄɇ ˂Ỉȹ ɒɄʚˈʚɦɕʤɂ ɑˈʬɵɱʤɂ ɑʆɋɓɱᶽɂ ɐɰɂɬɟɄɇ ɑˈʬʦʎʤɂ. ˂Ịʍ ʭʑɱʤɂ ʳʫ ́ʯȵ rʫ 

 ɰ̒ʊɦʫ ɐɰɂɬʐ ᵷɑ˄ɬɱʖʤɂ ɭʙ ʪʻʚ˄  ʮ̒ʖʉ̒ʑɂ Ȳɂɬȶɇ ʭʸʖȼɄʉʺ ʨʠɺɈ ɭˈɟ ʏʫʺ ɒɄˆʻɕɶʫ ɑˈʤɄʍ ʳʫ ɕʯᶼɑˈɟɄ ᵷɑ˄ɬɱʖʤɂ ʳʫ 

 ɰ̒ʊɦʫ ὃḒˈʊʱɓ ɭʙ  ʮ̒ʠɓ ʭẛṥˈɟɄɕʯȹ ̱☿ ʏʙɂʻʤɂ ɂBɱʖɽ ̋ȵ ɑˈɋʦɵ ɂɮȹ ɗʯɄʞ ɑɾɾɪʫ ɑʆɺʰᶟ  ʳʫ ʨʦʚɓɑʬˈʚʤɂ  ɑʕɄʂᶽɂ

)Fuller, 2016( .ˍ☿ ʑɂˌʰɄɋ  ɑ̂ɰɂɬʐɒɄʞɱɺʤɂʺ ὃỮʤɂ  ɰ̒ɦʬɕɓ  ʢ̒ɥ ᵷɒɄʫɭᾟήɂ ɱəȶɕɓ ɑˈɟɄɕʯᶼ ʨʠɺɈ Ṕḗʝȵ ɱəȶɕɓʺ ɒɄɡɕʱᶽɄɇ 

ɑˆʻʯɄɛʤɂ ɑˈʦˈʒɺɖʤɂ æ ɟᶸɒɄʍɄʬɕ )Parlow, Hadley & Eun, 2017( .ɒɭʸɹ ɒɂʻʱɶʤɂ ɑʦˈʦʚʤɂ ɑˈʁɄᶽɂ ɐɬɄ̂ɲ ɑˈɇɄɡ˄ȹ ̱☿ 

ɬɭʍ  ʢ̒ʦᾚήɂ ɑˈɡʫṔḗʤɂ ὃỮʤɂ ɳʝɱɓ ˂Ịʍ ʮḛɶɦɓ ɑˈɟɄɕʯȹ ɏɓɄʠᶽɂ ɑ̍ʫɭᾟήɂ̋ ɑ̂ɰɂɬʐ .ˍ☿ ᵷɑʚˈʚᾚήɂ ʳʫ ᾝᾐɱᶽɂ ʮȵ ɭʍɄɶ˅ 

ʇˈʆɪɕʤɂ ɒɂȲɂɱɟᶼʺ ɑɋɵɄʱᶽɂ Ṕḙʝȵ ʳʫ ˃ȵ ȲὃỲḴ ɱɩȳ . 

 

2.2.9.9.2.  ɑʝɱɺʤɂ ɑˈʤɄʎʕporate EfficiencyCor 
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ᾝὟʻɓ ɑʬʦʞ ɑH̍ʤɄʎʖʤɂ Ʉʬʝ Ʉʶɬɭɥ ɴʻʫɄʙ ɬɰ̒ʖɶʝȵ Ʉʫ ̱Ị˄" : ɑH̍ʤɄʎʖʤɂ ̱Ộ ɲɄɡʯȹ ̋ȵ ɐɰɭʚʤɂ ˂Ịʍ ɲɄɡʯȹ ɑʖˈʉʺ 

ʨʙȶɇ ɗʙʻʤɂ ʳʫ ɑˈʬʝ ɭʸᾒήɂʺ" )Oxford dictionary, 2017 ɴʻʫɄʙ Ʉʸʕɱʎ˅ Ʉʬʝ .(merriam-webster " Ʉẛẃȶɇ ɑʯɰɄʚʫ 

ɞɄɕʯᶼ ʏʫ ɑʖʦʠɕʤɂ )Ʉʬʝ ̱☿ ɑʙɄʆʤɂ ʤɂʺɗʙʻ ʢɄᶽɂʺ (ˍỘ ʺȵ :ɑɋɶʰ ɑʙɄʆʤɂ ɐɭˈʖᶽɂ ὃỮʤɂ Ʉʸʬʦɶ˅ ʪɄʊʯ ˌʠˈʫɄʱ˄ɬ ˂Ỉȹ ɑʙɄʆʤɂ 

ɐɬɰ̒ʑɂ ) " ʹˈʤȹmerriam-webster,2018ɭʎ˅ .( ʛɇɄʆɕʤɂʺ ʢɄɛɕʫᶸ ʏˇɱɶʤɂʺ ʛˈʙɭʤɂ ɑˈʦʬʎʤ ̋ȵ Ȳɂɱɟȹ ʪɄʊʱʤɂ  
ᴮ
ɄɵɄ̍ʚʫ 

ɐȲɄʖʟʦʤ .Ṕḛʕʻɓ ʭᾒᾙ ɐɬʻɟʺ ɑʫɭɩ ɐɬɭɦʫ ˁʰɬȶɇ  ̓̒ɕɶʫ ʳʫ ɬɰɂ̒ʑɂ ɐɰɬɄʚʤɂ ˂Ịʍ ʦɓɑˈɋ ʵɯʶ ɒɄʖɽɂʻᶽɂ ɷˉ˄Ʉʚʫʺ Ȳɂɬᶻ ̋ȵ 

ɒɂɱɹȸᶽɂ ɑɉʻʦʆᶽɂ .ʨʬɺɔʺ ʵɯʶ Ṕḛɇɂɭɕʤɂ ᵷɑˈɟɄɕʯᶼ ɴɄˈʙ ɐɭɥ̋̋ ʭᾒᾙ ɑʫɭᾟήɂ ᾢήɂ .ʵɯʶ Ṕḛɇɂɭɕʤɂ ɭʍɄɶɔ ̱☿ ɭᾚήɂ rʫ 

ɬɰɂ̒ʑɂ ̱☿ ʛˈʚɦɓ ʔɂɭʶᶻ ɑˈʬˈʊʱɕʤɂ.  :ˍỈɄɕʤɂ ɑʤɬɄʎᶽɂ ʢᶚɩ ʳʫ ɏɶɦɓʺ 

 
 

3.2.9.9.2 . ɒɄˈʦʬʎʤɂ ɐȲɄʖʝOperationsEffectiveness of  

ʨʠɺɈ ᵷʪɄʍ ᵷɐȲɄʖʟʤɂ ʼɭʫ ʳʍ Ṕḗʎɔ ɑˈɋʦɓ ʔɂɭʶᶻ  ᴬʤɂ ɑʬʊʱʫ ʔɱʎɔ ᵷɐɬɭᾚᾇɂISO ɐȲɄʖʟʤɂ ʼɭʫ" ʛˈʚɦɓ 

ɑʆɺʰᶻ ʇʆᾟᾇɂ Ʉʸʤ ʛˈʚɦɓʺ ɣȼɄɕʱʤɂ ʇʆᾟᾇɂ ) "ɄʸʤISO 9000:2015ʼɭʫ Ʉẛẃȵ ˃ȵ ( ʛʚɦɓ ɑɵɄˈɶʤɂ Ʉʫ ʪṕḘʎɔ ʹʚˈʚɦɓ .

ʔɭʸʤɂ ʳʟʬ˄ ʮȵ  ʮ̒ʠ˄ ʏɵɂʺ Ʉʬʝ ̋ȵ ʛˈʁ Ʉʬʝ ʵɂɱɓ ʝɱɺʤɂᵷ
ᴮ
ɄɋɵɄɦʫ ɑ  

ᴮ
ɂȲɭɇ ʳʫ ʛˈʚɦɓ ɣɓɂʻʯ ɐɬɭɦʫ  

ᴮ
ɂɭɟ )ʨɛʫ "  ʃˈʖɪɓ

ɐɬʻᾒήɂ ʮɄʬʁ ʭɶʚɇ ɑʚʦʎɕᶽɂ ɑʚʤɄʆᶽɂ ʪɭʍ ɒᶗɄɥ ɬɭʍ ('˂Ỉȹ ɣȼɄɕʯ ɑʫɄʍ  
ᴮ
ɂɭɟ )ʨɛʫ "ʳɶɦɓ ɑȾˉɋʤɂ "̋ȵ ὂỮɥ "ʮḛɶɦɓ 

ɒɄˆʻɕɶʫ ɑɺˉʎᶽɂ ɑˈʎʬɕᾒᾇɂ.(" 
 

 ɰɭʸʤɂʔɂɱɦʯᶸʺ Deviation & Squandering 

ɰɭʸʤɂ ʨʎɡ˄ ɒɄʬʊʱᶽɂ ʨʙȵ ɭʙɐɰ ˂Ịʍ ʛˈʚɦɓ ᵸɄʸʕɂɭʶȵ ʪɭɪɕɶ˅ ɬɰɂ̒ʫ ɐɬʺɭɦʫ  ʘɱʆɇ ᶗ ʭʶɄɶɔ ̱☿ ʔɂɭʶᶻ ɑʫɄʎʤɂ 

ɑɶɵȸʬʦʤ .ʮȹ ʭˈʦʎɔ ʮḛʖʉʻᶽɂ ʗˈʚɛɓ ʺȵ ɑˈʍʻɓʺ  ʢ̒ɥ ʮḛʦʫɄʎʤɂ̋ ɰɬɄɾʫ ɰɭʸʤɂ ɑˈʯɄʬɛʤɂ Ȳɂɱɟ ʺ ɒɄʎɟɂɱʫ  ɒɄʍʻʬɡʫ ʨʠɹ ˂Ịʍ

ɒɄˈʦʬʎʦʤ ɝɦɋʦʤ ʡʤɮʺ ɑʝɱɺʤɄɇ ɑɽɄᾟήɂ Ʉẛṧʍ ɄʸɦˈᾚὝɓʺ ʳʟʬ˄ ʮȵ ʛʚɦ˄ ɭȼɂʻʕ ɐṔḛɋʝ )Lian, Van Landeghem,2007 .( 

 ɑˈʯɄʬɛʤɂ ɰɭʸʤɂ ɰɬɄɾʫ ʮȹ)Rother & Shook, 1999 () Ɇʻˈʎʤɂ ˍỘDefects) ʨʬʎʤɂ ɐɬɄʍȹ ᵷ(Rework ɧˈᾚὝɕʤɂʺ (

)Correction) ɻˉɕʖɕʤɂ ᵷ(Inspection) ʛʚɦɕʤɂʺ (Checking) ɰɄʊɕʯᶸ ᵷ(Waiting) ʳˆɳɪɕʤɂ ᵷ(Inventory) ʭʝɂṔḘʤɂ ʺȵ (Blockage ᵷ(

) ʨʚʱʤɂTransport) ɑᾒήɄʎᶽɂ / ʏˈʲɾɕʤɂ ˍ☿ ʄɂɱʕᶼ ᵷ(Over-processing ɬɂɱʕz ɒɂɰɭʚʤ ʨɛʫz ʪɂɭɪɕɵɂ ɿʚʯ̋ (

)Underutilizing peopleês abilities .( 

1( Ɇʻˈʎʤɂ: ʳʫ ɑˈɥɄʱʤɂ ᵷɑˈʤɄɛᶽɂ ̱☿ ˃ȵ ᵷɑˈʦʬʍ ʭɕ˄ ɯˈʖʱɓ ʨʬʎʤɂ ʨʠɺɈ ɧˈᾚὛ ̱☿ ɐɱᶽɂ ˂Ỉʺᶻ .ɘɭɦɓ Ʉʫɭʱʍ Ɇʻˈʎʤɂ ʭɕ˄ 

ʢɄɵɰȹ ʨʬʍ Ṕḛʑ ɧˈᾚὛ ̋ȵ Ṕḛʑ ʨʫɄʞ ˂Ỉȹ ɐʻʆᾟήɂ ɑˈʤɄɕʤɂ ̱☿ ɑˈʦʬʎʤɂ ̋ȵ ˂Ỉȹ  ʮ̒ɉɳʤɂ .ȵɭɋ˄ ɏʱɡɓ Ɇʻˈʎʤɂ ʭʸʖɇ ʗˆɱʎɔ 

ɐɬ̒ᾒή ʮ̒ɉɳʤɂ ɑʫɭᾟήɂ. 
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2( ɐɬɄʍȹ ʨʬʎʤɂ ɧˈᾚὝɕʤɂʺ .ʌʻʱʤɂ ˌʰɄɛʤɂ ʳʫ ᵷɒɄ˄Ʉʖʱʤɂ ɐɬɄʍ ʺ ʨʬʎʤɂ ᵷɧˈᾚὝɕʤɂʺ ʇɋɓɱ˄ Ʉ
ᴮ
ʅɄɋɓɰɂ ɄBʚ̍ə̋ ɆʻˈʎʤɄɇ ɂBɱʊʯ 

ʮᶟ ɏˈʎʤɂ  
ᴮ
ɄɋʤɄʑ Ʉʫ ɏʦʆɕ˄ ɄBɦ̍ᾚὝɓ .ʳʬʂɕɓ ȹɐɬɄʍ ʨʬʎʤɂ ɄBʂ˄ȵ ɰɂɱʟɓ ɐʻʆɩ ɑˈʦʬʍ  ʮ̋ɭɇ ʌɂɬ - ˂Ịʍ ʨˈɌɵ ᵷʢɄɛᶽɂ 

ȲɄɺʰȹ ᾢὈʰ ɐɬɭʎɕʫ ʳʫ ɷʖʯ ɞɮʻʬʱʤɂ ̋ȵ ʢɄɩɬȹ ɷʖʯ ɒɄʯɄˈɋʤɂ ̱☿ ɑʬʊʯȵ ɑʖʦɕɪʫ. 

 

3( ɻˉɕʖɕʤɂ ʛʚɦɕʤɂʺ: ɏɡ˄ ʮȵ ˃ɬȸɓ ɑˈʦʬʎʤɂ ˂Ỉȹ ɣȼɄɕʯ ɑʙʻəʻʫ ɭʱʍ Ȳɂɱɟȹ  ʢ̋ȵ ʨʬʍ .Ṕḗɕʎ˅ ʡʤɯʤ ɻˉɕʖɕʤɂ ̋ȵ ɿɦʖʤɂ 

ɞʺɬɳᶽɂ )̋ȵ ʛʚɦɕʤɂ ʤɂˌɚᶚɛ ̋ȵ ˍẺɄɉɱʤɂ ( 
ᴮ
ᶚʟɹ  

ᴮ
ᶚʬɕɦʫ rʫ ɰɭʸʤɂ .˂Ịʍ ʨˈɌɵ ᵷʢɄɛᶽɂ ʳʫ ʨʬɕᾚᾇɂ ʮȵ ɏʦʆɕ˄ ɱʫᶻ ɬʻɟʺ 

ɑʎɊɰȵ ɒɄʎˈʙʻɓ ɑʚʕɂʻʬʦʤ ˂Ịʍ ɑˈʦʬʍ Ȳɂɱɹ ɑ̡̍ ɓ̍̋ɰ Ṕḙʝȵ ʳʫ ɝˈɥ ɑʖʦʠɕʤɂ  
ᴮ
ɑʯɰɄʚʫ ʛʦɪɇ ɑˈʦʬʎʤɂ ɷʖʯ ɑʬˈʚʦʤ 

ᵷɑʕɄʂᶽɂ ʨɇ ɭʙʺ ˃ɬȸ˄ ʡʤɮ ˂Ỉȹ Ṕḛʫɭɓ ɑʬˈʚʤɂ . 

 

4( ɰɄʊɕʯɂ .ɰɄʊɕʯᶸ ̒ʁ ɗʙʺ  ʢ̒ʬᾟήɂ ˃ɯʤɂ ʭɕ˄ ʵȷɄɺʰȹ Ʉʫɭʱʍ ɱʊɕʲ˄  ʮ̒ʖʉ̒ʑɂ ᵷṔḛɓɂʻʖʤɂ ɒᶗȳʺ ᵷᾢὈʲʤɂ ʏʆʙʺ ᵷɰɄˈʒʤɂ 

ᵷɬɂʻᶽɂʺ ᵷɒᶗᶺʺ ɒɄʫʻʦʎᶽɂʺ ʳʫ ʭẛṿᶚʫɲ ̱☿ ᵷʨʬʎʤɂ ᵷɐɭʍɄɶᶽɂʺ Ʉʫʺ ˂Ỉȹ ʡʤɮ . ̋ ʢ̒ɦɕ̂ ɗʙʺ ɰɄʊɕʯᶸ ˂Ỉȹ ɗʙʺ ʗʙʻɕʤɂ 

Ʉʫɭʱʍ ᶗ ʪʻʚ˄ ɼɄᾟὉᶻ ɒɂɭʎᶽɂʺ ȲɄɺʰȺɇ  ˃ȵɑʬˈʙ ɑʕɄʂʫ .ʃʎɈ ɆɄɋɵᶻ ɂɑʦʬɕᾚᾇ ɰɄʊɕʯᶚʤ ʳʬʂɕɓ Ȳɏʍ ʨʬʎʤɂ 

Ṕḛʑ  ʮɲɂ̒ɕʑɂ ʮḛɇ ᵷʮḛʖʉʻᶽɂ ɬɭʍʺ ʨˈʦʙ ɂBɭɟ ʳʫ ɐɳʸɟᶻ ɑˈɌɕʟᶽɂ. 

 

5( ʮ̋ɳᾟᾇɂ  /ʭʝɂṔḘʤɂ: ̱☿ ɑˈʦʬʍ ᵷɑ̂ɰɂɬȹ Ṕḗɕʎ˅ ʌʻʬɡʫ ɑʕɄʞ ʪɄʸᶽɂ ὃỮʤɂ ɱʊɕʲɓ ɄẛṥᾒήɄʎʫ  
ᴮ
Ʉʯ̋ɳɪʫ ̋ȵ  

ᴮ
Ʉʬʝɂɱɓ .ɭɥȵ ɆɄɋɵᶻ 

ɑˈɶˉȼɱʤɂ ʮ̋ɳɪʬʦʤ ̋ȵ ʢɄʬʍᶻ ɑʬʝɂṔḘᶽɂ ̒ʁ  ɲɂʻɕʤɂ ʮ ʗˈʎʂʤɂ ʢɄʬɥᶟ ᵷʨʬʎʤɂ ᶗ Ʉʬˈɵ ɭʱʍ ɑᾒήɄʎʫ ʨʬʎʤɂ ˂Ịʍ 

ɒɄʎʕɬ ɐṔḛɋʝ .Ʉʫɭʱʍ ɱʊɕʲ˄ ʨʫɄʎʤɂ ɑˈʬʝ ɐṔḛɋʝ ʳʫ ʨʬʎʤɂ ὂỮɥ ʭʝɂṔḘɓ ʨɋʙ ᵷʹɕᾒήɄʎʫ ʮȺʕ ʛʕɭɓ ɑˈʦʬʎʤɂ ʗʙʻɕ˄ 

 
ᴮ
Ʉ̍ɡ̂ɰɭɓ .ʨʬɺɔʺ ɆɄɋɵᶻ  ̓ɱɩz ɒɄʠʦɕʬʑɂ ɐɰɂɬȹ ̒ʁ  ʮ̋ɬ  ̓̒ɕɶʑɂ ʨɛʫᶻ )˂Ịʍ ʨˈɌɵ ᵷʢɄɛᶽɂ Ȳʻɵ ʋʖɥ ɒɄʖʦᶽɂ ̋ȵ 

ʋʖɥ ᵷɒᶚᾒὈʤɂ ̋ȵ ʮɂɭʚʕ ɒɂɭʱɖɶᶽɂ (ʪɭʍʺ ɑ˄Ʉʖʝ  .ʢɄɾɓᶸ 

 

6( ʨʚʱʤɂ: ʮȹ ʨʚʯ ˃ȵ ȲὃỲḴ ᶗ ʗˈʂ˄ ɑʬˈʙ ɐɱɹɄɋʫ ˂Ỉȹ ɣɕʱʫ ̋ȵ ɑʫɭɩ ɑˈȼɄẛẃ ̒ʁ ʨʠɹ ɱɩȳ ʳʫ ʢɄʠɹȵ ɒɄ˄Ʉʖʱʤɂ .ɂɯʶʺ ᶗ 

ʨʬɺ˅ ʇʚʕ ɒɂɭʱɖɶᶽɂ ᵷɬɂʻᶽɂʺ ʳʟʤʺ  
ᴮ
Ʉʂ˄ȵ ɓʨʚʱ  ʮḛɇ ʮḛʦʫɄʎʤɂɏɓɄʠʫ ɑʖʦɕɪʫ ʢɄʬʝᶡ ɑˈʦʬʎʤɂ. 

 

7( ʄɂɱʕᶼ ̱┤ ɑᾒήɄʎᶽɂ/ʏˈʲɾɕʤɂ .ɣɕʲ˄ ɂɯʶ ʌʻʱʤɂ ʳʫ ɒɄ˄Ʉʖʱʤɂ Ʉʫɭʱʍ ʭɕ˄ ʏˈʲɾɓ ɣɕʱʫ ɒɄˈʬʟɇ Ṕḗʝȵ ʳʫ ʪɲᶚʤɂ .ʨʬɺɔ 

ɆɄɋɵᶻ ɑˈɵɄɵᶻ ʄɂɱʕᶢʤ ̱☿ ɑᾒήɄʎᶽɂ ʭʸʕ ʗˈʎʁ ɒɄɋʦʆɕʬʦʤ ɑˈʚˈʚᾚήɂ ᵷʮ̒ɉɳʦʤ ʨɺʖʤɂʺ ̱☿ ʨˈɽʻɓ ɒɄɋʦʆɕʫ 

 ʮ̒ɉɳʤɂ ˂Ỉȹ ᵷʮḛʦʫɄʎʤɂʺ ʮḛʖʉʻᶽɂ ̋ȵ ʪɭʍ ʭˈʬɾɓ ɒɄɡɕʱʫ ɑˈʦʬʍ ʛʕɂʻɕɓ ʏʫ ɒɄɋʦʆɕʫ  ʮ̒ɉɳʤɂ .ʳʫʺ ɑʦɛʫᶻ ɑʎȽɄɺʤɂ 

˂Ịʍ ʡʤɮ ɱ̂ɰɄʚɕʤɂ ɑʅɱʖᶽɂ ɞɄɕʯᶼ )ɑʦˆʻʅ ɂBɭɟ ɑʦɾʖʫʺ ɑ˄Ʉʒʦʤ(. 

 

8( ʔɂṕḚɕɵɂ ɒɂɰɭʙ ɴɄʱʤɂ: ɂɯʶ ʌʻʱʤɂ ʳʫ ɒɄ˄Ʉʖʱʤɂ ̒ʁ ʪɭʍ ɐɬɄʖɕɵᶸ ɑʦʫɄʠʤɂ ʳʫ ɑʕɱʎʫ ʮḛʖʉʻᶽɂ ʭẛẁɂɰɄyʫ̋ 

ʭẛẁɂɰɭʙ̋ .ʢɄɛᶽɂ Ṕḙʝᶻ ɑˈɵɄɵȵ ̒ʁ ʪɂɭɪɕɵɂ ʮḛˈʱʸᶽɂ ʮḛɉɰɭʑɂ  
ᴮ
Ʉɋ̂ɰɭɓ  

ᴮ
Ʉ̍ʤɄʍ ɯˈʖʱɕʤ ʪɄʸᶽɂ ὃỮʤɂ ʳʟʬ˄ ʪɄˈʚʤɂ ɄẛẀ ʳʫ 

ʨɋʙ ɿᾟὉ ʨʙȵ ɄBɋ̂ɰɭɓ .ʳʫʺ ɑʦɛʫᶻ ˂Ịʍ  ʪɄyʬɇ ʪɄ̍ʚʤɄɇ ɑ̍ʤɄʎʤɂ ɒɂȲɄʖʟʤɂ̋ ɐɰɄʑɂ ˃̋ɮ rʫ ɼɄᾟὉz  ʃʎɈ ʭ̍ʙ ʡʤɮ

ɑ̂ɰɂɬȹ ʳʟʬ˄ ʮȵ ʪʻʚ˄ ɄẛẀ  ʮ̒ʖʉ̒ʫ  ʮ̒˄ɬɄʍ. 
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3.9.9.2 .Ʉʁɰ  ʮ̒ɉɳʤɂ Customer Satisfaction 

1.3.9.9.2.  ʮ̒ɉɳʤɂ Ʉʁɰ ɑɋɶhPercentageustomer Satisfaction C 

 ʮ̒ɉɳʤɂ Ʉʁɰ ɏɶɖʟ˄ȵ ʮȹ ɮȹ ᵷ́ɵɄ̍ʙ ʘ̒ɶʤɂ ̱☿ ̒ʬɦʤɂ̋ ɰɂɱʬɕɵᴜ ʛ̍ʚɦɓ ̱☿ ɑɋʑɂɱʤɂ ɒɄʬʊɦʑɂ ʏ̍ʬɟ ɞɄɕɦɓ ɂɯʤ ɐṔḛɋʝ ɑ̍ʬʁ

 ̱☿ ɤɄɡɦʤɂ ʛ̍ʚɦɕʤ ɑ̍ʬʁz  ʓʤɄɇ ʌ̒ʁ̒ʫ ̒ʁ rȼɄɉɳʤɂ Ʉʁɰ ʗʦɕɪʫ ɑ˄ɭˈʦʚɕʤɂ Ȳɂʻɵ ʢɄʬʍᶻ Ʉẛṧʫ ʺȵ ὃỮʤɂ ʡʦɓ ɗʯṔḘʯᶼ Ṕḗʍ

)Abdul Kadir, 2011, 1 ( ɲṔḗɓʺȵ Ʉʁɰ ɴɄ̍ʙ ɑ̍ʬʁ ʢᶚɩ rʫ ʮ̒ɉɳʤɂᶺ̩ɔ: 

9(  ʮ̒ɉɳʤɂ Ʉʁɰ ̓ɭʫ ɭ˄ɭɦɓ ˂Ịʍ ʔ̒ʙ̒ʦʤ. 

10( ȲɄʞɱɺʦʤ ɣȼɄɕʱʤɂ ʭ˄ɭʚɓ ʮḛʬʶɄɶᶽɂʺ ʮḛʤʻʬᶽɂ ʏˈʬɟ ᶚɛʫ ʭẛṧʫʺ ɑʬʊʱʫ ˃ȵ ˍ☿. 

11(  .ɒɄʬʊʱᶽɂ ʔɂɭʶȵ ʛˈʚɦɓ ʪɭʍ ɆɄɋɵȵ ɿˈᾟὊɔ ˍ☿ ɭʍɄɶ˅ 

12(  ɑʕɱʎʫɂɮȹ Ʉʬˈʕ  ɒɬɄʖɕɵɂɂ ʳʫ ɑʕɭẛṥɶᶽɂ ɑȾʖʤɂɑʫɭʚᶽɂ ɒɄɡɕʱᶽ Ʉʸʤ. 

13( ɑʬʊʱᶽɂ Ʉʸʫɭʚɓ ʔʻɵ ὃỮʤɂ ɒɄɡɕʱᶽɂʺ ɑʆɺʰᶻ ˍ☿ ȲɄʆɩᶻ ɷʖʯ ɰɂɱʟɓ ɏʱɡɓ. 

 

ɭˆɳ˄ Ʉʁɰ ʳȼɄɉɳʤɂ ʳʫ Ȳɂɬᶻ ˍỈɄᶽɂ  ʢᶚɩ ʳʫɐɬɄ̂ɲ Ȳᶗʺ ʳȼɄɉɳʤɂ ʮḛˈʤɄᾚήɂᵷ Ʉʬʫ ʨʦʚ˄ ʳʫ ʌɄʖɓɰɂ ɰɄʎɵᶻᵷ ʃʖɪˆʺ ʗˈʤɄʠɓ 

ʛˆʻɶɖʤɂ ʳʫ ʢᶚɩ ʮᶚʍᶼ ὃ♫ʖɺʤɂ ˌɊɄɡ˄ᶼ ʙɄʱɓ ʭɕ˄ ˃ɯʤɂʹʦᵷ ɳˆɳʎɔʺ ɑʎʬɵ ɑʬʊʱᶽɂ )Ittner 1998 and Neely and Platts 

2005(. ɄBʚʕ̋ Parmenter ,2009)(ᵷ ɤɄɉɰz ɑʚʚᾚᾇɂ ʳʫ ɰɄɋʝ ʳȼɄɉɳʤɂ ʢᶚɩ ʌʻɋɵȵᵷ ɬɭʍ  ̓̋Ʉʠɺʤɂᵷ ɱɹȸʫ Ȳᶗʺ ʳȼɄɉɳʤɂᵷ  ʮ̒ɉɳʤɂ 

ɬʻʚʖᶽɂᵷ ʳȼɄɉɳʤɂ ɬɭᾒήɂᵷ ɬɭʍ ɒᶗɄɥᶼ ᵷʳȼɄɉɳʦʤ ɑɾɥ  ʘ̒ɶʤɂ ʳʫ ɝˈɥ ʳȼɄɉɳʤɂᵷ ʭˈʦɶɖʤɂ ̱☿ ɗʙʻʤɂ ɬɭᾚᾇɂᵷ ɐɬʻɟ ɣɕʱᶽɂᵷ ɬɭʍ 

 ʺȵ ɒɄɡɕʱʬʦʤ ɒᶗɄʖʟʤɂʫɭᾟήɂɒɄ ɑʫɭʚᶽɂ ɑ̂ɰɂɱʟɓ̋ ɑˈɋʦʆʤɂ ̱Ộ ɷˉ˄Ʉʚʫ Ʉʁɰ ʳȼɄɉɳʤɂ. 

 

2.3.9.9.2.  ʮ̒ɉɳʤɂ Ȳᶗ̋Customer Loyalty  

 ɐɱʬɕɶʫ ɒɄʙᶚʍ ʢᶚɩ ʳʫ ɭˈʎɋʤɂ ʼɭᶽɂ ˂Ịʍ ɄʸᾚήɄɾʫ ɑ˄Ʉʬɦɇ ᵷɐɬɄɥ ɑˈɶʕɄʱɓ ɑȾˉɇ ʨʉ ˍ☿ ɻˉʎɔ ὃỮʤɂ ɒɄʬʊʱᶽɂ ɗʦʬʍ

 ̒ʚɓ ɄẛṧȼɄɉɲ ʏʫ) ɑʙ̒ʖɕʫ ɑ̍ɦɉɰ Ʉyʤ rʬʂ˄ ʮ̒ɉɳʤɂ Ȳᶗ̋ ɴɄɵȵ ˂Ịʍ ʪPleshko & Heiens, 2015 ́̍ɟ̒ɕɇ 
ᴮ
ɂṔḛɺɈ ʮɄʞ ʡʤɮ ʨʎʤ̋ ᵷ(

 ᵷȲᶗ̒ʤɂ ˂Ịʍ ʪ̒ʚɓ ʮ̒ɉɲ ɐɭʍɄʙ ȲɄɦɋʤ ᵷɒɄʫɭᾟήɂ ɐɰɂɬȹ rʍ 
ᴮ
ᶚʂʕ ᵷʮ̒ɉɳʤɂ ʜ̒ʦɵ̋ ʛ̂̒ɶɖʤɂ ʢɄɡʫ ̱☿ ʮḛɾɕᾟᾇɂ ʨɋʙ rʫ ɭ˄ɂṕḘʫ ʪɄʬɕʁɂ

) ̒ʬɦʤɂ̋ ȲɄʚɋʦʤ 
ᴮ
Ʉ̍ɵɄɵȵ 

ᴮ
ɂɰɭɾʫ ʮ̒ʠɓ̋Kuusik, 2007 ɭʙ̋ ʛ̂̒ɶɖʤɂ ʭɟɄʎʫ ̱☿ ɐɰ̒yɺʑɂ ɒɄʬʦʠʤɂ Ṕḙʝȵ rʫ Ṕḗɕʎ˅ ᾝίʆɾʬʝ Ȳᶗ̒ʤɄʕ (

) ʮḛɛɥɄɋʤɂ ʔᶚɕɩɄɇ ɑʍ̒ɦɕʫ ʨɩɂɭʫ rʫ ɴɰɭ̂̋ ᵷɐɬɭʎɕʫ ʛȼɂɱʆɇ ɱɶʖ˄Baloglu, 2002, Compton,2005 ʳʫ ʭʑɱʤɄɉʺ .(

 
ᴴ
ʯȵ ᶗȹ ᵷʪɄʍ ɑȾʫ rʫ Ṕḙʝȵ ˂Ỉȹ ʏɟɱ˄ ́ʯȵ ɗ̡ɉ̍̋ ᵷȲᶗ̒ʤɂ ʌ̒ʁ̒ʫ ɗʤ̋Ʉɦɓ ὃỮʤɂ ɒɄɵɂɰɭʤɂ ɒɄɵɂɰɭʤɂ̋ ɘ̒ɦɋʤɂ ̱☿ ɝ˄ɭɥ ʌ̒ʁ̒ʫ ˁʚɋ˄ ́

) ʮ̒ɉɳʤɂ ʜ̒ʦɵ ʢɄɡʫ ̱☿ 
ᴮ
Ʉɽ̒ɾɩ̋ ɑɛ˄ɭᾚήɂ ɑ̍ʚ̂̒ɶɖʤɂChen et al., 2009 .( 

) ́ʫɭʙ Ʉʫ ʮ̒ɉɳʤɂ Ȳᶗ̒ʤ ɒɄʖ̂ɱʎɕʤɂ ʪɭʙȵ rʫ ʨʎʤ ᵷ́ɕ̍ʬʁȵ ˂Ịʍ ʢɭɓ ɐɭ˄ɭʍ ʭ̍ʁɄʖʫ̋ ʗ̂ɰɄʎɔ ɒɬɰ̋ ɭʙ̋Day, 1969 ɝˈɥ (

" ́
ᴴ
ʯȶɇ ʮ̒ɉɳʤɂ Ȳᶗ̒ʤɂ ʔHɱʍɑɇɄɡɕɵᶸ  ɑˈʝʻʦɶʤɂ ɑʤɂɬ ̱Ộ̋ Ṕḙʝȵ ̋ȵ ʨ˄ɭɇ ɬ̒ɟ̋ rʫ ʭʑɱʤɄɇ ɱʬɕɶʫ ʨʠɺɈ Ʉẛṧʍ Ṕḗʎ˅ ὃỮʤɂ̋ ɐɲɄɦɦʑɂ

) "ɑˈɶʖʱʤɂ ɒɄˈʦʬʎʦʤChen et, al., 2009 ɐɬɄʍȹ ̋ȵ Ȳɂɱɺʤɂ ɐɬɄʍȺɇ ʪɂṕḘʤᴜ" ́
ᴴ
ʯȶɇ ʔGHɱƎʍ Ʉʬʝ .(ȲɄʱɕʙɂ  ʨʠɺɈ ɑʦʂʖᶽɂ ɑʫɭᾟήɂ ʺȵ ɣɕʱᶽɂ

ʫˆʻɶɖʤɂ ɬʻʸᾒήɂʺ ʨʫɂʻʎʤɂ Ṕḛəȶɓ ʳʫ ʭʑɱʤɄɇ ʨɋʚɕɶᶽɂ ˍ☿ ɱʬɕɶ) ɑˈʚFournie & Yao, 2017.( 
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Ȳᶗ̋ ᴂʮȶɇ ʢ̒ʚʤɂ Ʉɦɦʟʬ˄ ̱ỈɄɕʤɄɉ̋  ʮ̒ɉɳʤɂ ̒ʁ ʅ́Ʉɋɓɰɂ ̋ȵ ʹʫɂṕḘʤɂ ɑʫᶚʎɈ ɑ̂ɰɄɡɓ ̋ȵ ɑʝɱɺɈ ʱˈʎʫɑᵷ ˃ȵ  ᴂʯȵ́ ̒ʁ ɑɋʑɱʤɂ ̱☿ ʨʫɄʎɕʤɂ 

ʏʫ ɑʬʊʱʫ ɑʱˈʎʫ  ʮ̋ɬ ɒɄʬʊʱᶽɂ ᵷɑɶʕɄʱᶽɂ Ʉʱʶʺ ˂Ịʍ ɑʬʊʱᶽɂ ʮȵ ˍẺɂɱɓ ȵɭɋʫ ʗˈʤɄʠɕʤɂ ὃỮʤɂ Ʉʶɱʬɛɖɶɔ ɑˆʻʚɕʤ Ȳᶗʺ  ɳʤɂ ʮ̒ɉ Ʉʸʤ. 

4.9.9.2 .ʤɂ Ȳɂɬᶻɖ ̒ ɶʚ̩̂ Market Performance 

1.4.9.9.2 .ɑɾᾚήɂ :ɑˈʙʻɶʤɂ  

ɑɾᾚήɂ ɑˈʙʻɶʤɂ ̱Ộ ɑɋɶʰ Ṕḗʎɔ ʳʍ ɏˉɾʯ ɑʬʊʱᶽɂ ʳʫ ᵷɑʍɄʱɾʤɂ Ṕḗʎɔʺ ʡʤɯʝ ʳʍ ʼɭʫ ɐȲɄʖʝ ɄẛẁɄʅɄɺʰ ɑˈʚˆʻɶɖʤɂ ὃỮʤɂʺ ɷʟʎʱ˄ 

Ʉʶɱəȵ ˂Ịʍ ʭᾒᾙ ɄẛẁɄʎˈɋʫ ̱☿ ɑʍɄʱɾʤɂ ɑʯɰɄʚʫ ʏʫ ɒɄʎˈɋᶽɂ ɑˈʦʠʤɂ ɷʖʱʤ ɂɑʍɄʱɾʤ )Cooper & Nakanishi, 2010(ᵷ Ṕḗɕʎɔʺ ɑʬʊʱᶽɂ 

ὃỮʤɂ ʨɾɦɓ ˂Ịʍ Ṕḗʝȵ ɑɾɥ ɑˈʙʻɵ ɑɶɵȸʫ ɐɭȼɂɰ ɬʻʚɓ ˂Ỉȹ ɒɂṔḛˈʒɔ ̱☿ ɰɄʎɵᶻ ̋ȵ ʭ˄ɭʚɓ ɒɄɡɕʱʫ ɐɭ˄ɭɟ ̋ȵ ʢɄɩɬȹ Ʉˈɟʻʤʻʱʟɓ 

ɑɛ˄ɭɥ ˂Ỉȹ ᵷʘ̒ɶʤɂ ʛˈʚɦɓʺ ɑˈʆʒɔ ɑˈʙʻɵ ɑɋɵɄʱʫ ᵷɄẛẁɄɡɕʱᶽ Ʉʸʤʺ ɰɄɺɖʯɂ ʄɄɺʰʺ ạ̱̋̂ɱɓ ʭȼᶚʫ ʛʚɦ˄ Ʉʸʤ ʁȵᵷɄʸʕɂɭ ɂɯʸʤʺ ɏʦʆɕ˄ 

ʳʫ ɑʬʊʱᶽɂ ὃỮʤɂ ɧʬʆɓ ̱☿ ɑˈʬʱɓ Ʉẛṥɾɥ ɑˈʙʻɶʤɂ ʮȵ ɭɡɓ ɑʦˈɵʺ ɑʬȼᶚʫ ʛʚɦɓ Ʉʸʤ ʏɵʻɕʤɂ ̱☿ ʭᾒᾙ ʘɂʻɵᶻ ɑˈʤɄʬɟᶼ ɑ˄Ʉʬɥʺ 

Ȳɳᾒήɂ ˍỈɄᾚήɂ Ʉʸʤ ̱☿ ᵷʘ̒ɶʤɂ ʳʫʺ ʮḛɇ ʨȼɄɵʻʤɂ ʌɄɋɓȹ ɑʬʊʱᶽɂ ɒɄˈɡˈɓɂṔḘɵɂ ṕḛˈʬɕʤɂ ὃỮʤɂ ʛʚɦɓ Ʉʸʤ ɑ˄Ʉʬᾚήɂ ʌɄʕɭʤɂʺ ʳʍ Ʉʸɶʖʯ ʳʍʺ 

ʸɡɕʱʫ.Ʉ 

ɝˈɥ ɏʦʆɕ˄ ʳʫ  ɒɄʬʊʱᶽɂɑˈʍɄʱɾʤɂ ɑɶʕɄʱɕᶽɂ Ʉʬˈʕ Ʉẛṧˈɇ ὃỮʤɂʺ ˂ẻɶɔ ʨʞ ɐɭɥɂʺ Ʉẛṧʫ ˂Ịʍ ɐɬɄ̂ɲ Ʉẛṥɾɥ ɑˈʙʻɶʤɂ ɐɬɄ̂ɲ ʭᾒᾙ 

 ʘ̒ɶʤɂ ʳʫ ʢᶚɩ ʭ˄ɭʚɓ ʔɄʱɽȵ ʢɄʠɹȵʺ ɐɭ˄ɭɟ ʳʫ ɒɄɡɕʱᶽɂ ὃửʦɓ ɒɄɋʑɰ ɒɄɟɄɥʺ ʳȼɄɉɳʤɂ ʮḛˈʤɄᾚήɂ )Rego, Morgan & Fornell, 

2013)ᵷ ʡʤɯʝʺ ɣˆʺṔḘʤɂ ʏɵɂʻʤɂ ʤɂʺȲʗʟ ɄẛẁɄɡɕʱᶽ Ɇɯᾒή ʳȼɄɉɳʤɂ ɬɭᾒήɂ ʭʸʎʕɬʺ ˂Ỉȹ ɰɂɱʟɓ Ʉʸʫɂɭɪɕɵɂ ʳʫ ʢᶚɩ ɭˈʝȶɕʤɂ ˂Ịʍ ɐɬʻɟ 

.ɄẛẁɄɡɕʱʫ Ʉʬʦʞʺ ɗʯɄʞ ɒɄɡɕʱᶽɂ ὃỮʤɂ Ʉʸʫɭʚɓ ɑʬʊʱᶽɂ ʨʙȵ ɑˈɇɮɄɟ ʀɂṔḘʕɄɇ  ˃̋Ʉɶɔ  ɰ̒ʫz  ̓ɱɩz Ʉʬʦʞ ɗʖʎʁ Ʉẛṥɾɥ ʳʫ  ʘ̒ɶʤɂ. 

Ṕḗɕʎ˅ ɏˉɾʯ ɑʬʊʱᶽɂ ʳʫ ɒɄʎˈɋʫ  ʘ̒ɶʤɂ Ʉẛṥɾɥ) (ɑˈʙʻɶʤɂ ɭɥȵ ɂɒɂɱɹȸᶽ ɐɭˈᾒήɂ ʭʟᾚίʤ ˂Ịʍ ɄẛṥˈɶʕɄʱɓ ʼɭʫʺ Ʉʸʚˈʚɦɓ ʔɂɭʶᶟ 

ʻʬʱʤɂ .ɰɂɱʬɕɵᶸʺ ɭʙʺ ˂ẻɶɔ ʨʞ  ɒɄʬʊʱᶽɂ˂Ỉȹ  ʢ̒ɾᾚήɂ ˂Ịʍ ɏˉɾʯ ʮḛʎʫ ʳʫ ɒɄʎˈɋʫ  ʘ̒ɶʤɂ ˃ɯʤɂ ʨʬʎɔ ᵷʹˈʕ ɝˈɥ  ʮ̒ʠ˄ ɂɯʶ 

ʔɭʸʤɂ  
ᴮ
Ʉʬȼᶚʫ ɂɮȹ ʮɄʞ  ʘ̒ɶʤɂ ʻʬʱ˄ ɗʯɄʞʺ ʜɄʱʶ Ʉɽɱʕ ɑˈʦɋʚɕɶʫ ˂ẻɶɔ ˂Ỉȹ ɄʸʫɄʱɕʑɂ. 

5.9.9.2 .ɂɱɹȸᶽɂɑˈʤɄᶽɂ ɒ 

 
ᴲ
ɔ ɑ̍ɦɉɱʤɂ ɑɵɂɰɬỰʎὂ  ɄẛẀ ɗʫɄʙ ὃỮʤɂ ɒɄ̍ʦʬʎʤɂ ɲɄɡʯȹ ɄẛẀ ʗɾɓɂ ὃỮʤɂ ɐȲɄʖʟʤɂ ɑɟɰɬ ʮHḛɋɓ ̱Ộ̋ ɑ̍Ɍɶʟʤɂ ˂Ịʍ ɑʝɱɺʤɂ ɐɰɭʚʫ ɴɄ̍ʚɇ

 ᴂʮɜ ɬɭᾒήɂ r̂ɱʬɛɖɶʑɂ̋ (ʮḛʬʁɄɶʑɂ) ʮḛʟʤɄʑɂ ʨɋʙ rʫ ɑHɽɄɩ̋ 
ᴮ
ɂɭ˄ɂṕḘʫ 

ᴮ
ɄʫɄʬɕʁɂ ɑ̍ɦɉɱʤɂ ɱɹȸʫ ˁʚʦ̂̋ .ɑɦ̍ʎʫ ɑ̍ɦʫɲ ɐṔḘʕ ʢᶚɩ

ɋɓ ɑˈɦɉɱʤɂɬ˃Ʉɾɕʙɂ ˃ɰɄʬɛɖɵɂ ʄɄɺh ˃ȵ ɒɄ̂̒ʤ̋ȵ rʬʁ ˁʚ )Matar & Eneizan,2018( . 

 ʢᶚɩ rʫ ɤɄɉɰz ɭ̍ʤ̒ɓ ˂Ịʍ ɑʝɱɺʤɂ ɐɰɭʚʫ ɑʕɱʎʫ ˂Ỉȹ (ɐȶɺ̡ʬʦʤ ɑ˄ɬɂɱ˄ʐ ɐ̒ʚʤɂ) 
ᴮ
ɄʯɄ̍ɥȵ ὂḒɶɔ Ʉʬʝ ̋ȵ ɒɄʎ̍ɋʑɂ ɑ̍ɦɉɰ ɑɵɂɰɬ ʔɭẛẁ

 ɒɄʎˈɋᶽɂ)Mirza & Javed, 2013 (ɏɶ̡ʤɂ ʢᶚɩ rʫ ɒɄʎ̍ɋʑɂ ɑ̍ɦɉɰ ɑɵɂɰɬ ʭɕɓ̋  :ɑˈʤɄɕʤɂ 

1.5.9.9.2. ̂ɲ:ɒɄʎˈɋᶽɂ ɐɬɄ 

 Ʉyʫɭʚɓ̋ Ʉyʕɂɭʁɜ ɑʝɱɺʤɂ ʛ̍ʚɦɓ ̓ɭʫ rʍ ɐɭ̍ɟ̋ ɑHʫɄʍ ɐɱʟʕ ɑɋɶ̡ʤɂ ɻɯʁ ̩ʆʎɔ :ɑˈʤɄɕʤɂ ɑʤɬɄʎᶽɂ ʢᶚɩ ʳʫ ɏɶɦɓʺ 
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2.5.9.9.2      . :ɧɉɱʤɂ ˍ☿Ʉɽ 

ɯɻʁ ɗʎʖɓɰɂ Ʉʬʦʞ̋ ᵷɤɄɉɰz ʨʬɡʫ (ɭ̍ʤ̒ɓ) ʛʦɩ ˂Ịʍ ɒɄʎ̍ɋʑɂ rʫ ɐɭɥɂ̒ʤɂ ɐṔḛʦʤɂ ɐɰɭʚʫ ɑɋɶ̡ʤɂ ɻɯʁ ɱyʊɓ  
ᴮ
ɂɱɹȸʫ ʡʤɮ Ṕḗɕʍɂ ɑɋɶ̡ʤɂ

ɐȶɺ̡ʬʦʤ 
ᴮ
Ʉ̍ɇɄɡ˄ȹ )Husna & Desiyanti, 2016( ʏʫ ɑʯɰɄʚʑɂ ɭɦʍ ɑHɽɄɩ̋ Ȳɂɬz ʭ̂̒ʚɕʤ ʨʂʕȵ̋ ɑʤᶗɬ Ṕḙʝȵ ɑɋɶ̡ʤɂ ɻɯʁ Ṕḗɕʎɔ̋ ᵷ

 .ɐȶɺ̡ʬʦʤ ὃỲḲɄɵz ̱Ị̍ʒɺɖʤɂ ʄɄɺ̡ʤɂ ɑɡ̍ɖʯ rʍ ṔHḗʎɔ ɄẛHẃɜ ɑʦəɄʬʑɂ ɒȴɺ̡ʑɂ 
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ήɂ ʢ̋ɭᾒ 2 - 4: Ʉʸʤ ɑʬʍɂɭʤɂ ɘɄɦɇᶻʺ ɑʫɭɪɕɶᶽɂ Ȳɂɬᶻ ɒɂɱɹȸʫ 

Ȳɂɬᶻ ɒɂɱɹȸʫ  ɘɄɦɇᶻ ȸɓ ὃỮʤɂɭʝ 

ɣɕʱᶽɂ ɐɬʻɟ 

ɣɕʱᶽɂ Ȳɂɬȵ ɐɬʻɟ 

Zoga & Pano, (2016), Kiew, Ismai, Yusof. (2016), Tunjic, 
Kozina & Primorac, (2016), Su et al. (2008), Chi et al. (2009), 
Avella and Vazquez-Bustelo )2010̪(  Agues and Hajinoor 
(2012), Monareng, Mulaba-Bafubiandi & Agwa-Ejon, (2016) 

ɒɄʖɽɂʻᶽɂ ʏʫ ɣɕʱᶽɂ ɑʚɇɄʆʫ 
Gonzalez-Benito (2005), Kathuria et al. (2010a, b), Agues 
and Hajinoor (2012) Monareng, Mulaba-Bafubiandi & Agwa-
Ejon, (2016) 

ɒɄɡɕʱʫ ɑʚɶɖʫ ʫʺɑʙʻəʻ 
Su et al. (2008), Chi et al. (2009), Avella and Vazquez-
Bustelo (2010), Agues and Hajinoor (2012), Zoga & Pano 
(2016), Kiew, Ismail, Yusof. (2016), 

ˍỊˈʒɺɖʤɂ Ȳɂɬᶻ 

ɑʝɱɺʤɂ ɑˈɟɄɕʯȹ Feng et al. (2007), Salaheldin (2009), Kohlbacher (2010), 
Ngoh Kiew, Ismai & Yusof, (2016).  

ɑʝɱɺʤɂ ɑˈʤɄʎʕ 
Wang et al. (2004), Kathuria et al. (2010a, b), Khanai and 
Bharmanaikar, (2017), Psomas & Pantouvakis, (2015), 
Neyestani, (2016). 

ɒɄˈʦʬʎʤɂ ɐȲɄʖʝ Carmignani (2008), Sharma and Kodali (2008), Salaheldin 
(2009), Njobo, (2016), Psomas & Pantouvakis, (2015) 

 ʮ̒ɉɳʤɂ Ʉʁɰ 

ʏ̍ɋʤɂ ɭʎɈ Ʉʫ ɒɄʫɭɩ rʫ ʮ̒ɉɳʤɂ Ʉʁɰ 
Tunjic, Kozina & Primorac, (2016), Monareng, Mulaba-
Bafubiandi & Agwa-Ejon, (2016), Lofgren et al. (2008), Chen 
(2009), Musa et al. (2010), Neyestani, (2016). 

ʫr ʮ̒ɉɳʤɂ Ʉʁɰ ɣɕʱᶽɂ ɿȼɄɾɩ 
Tunjic, Kozina & Primorac, (2016), Monareng, Mulaba-
Bafubiandi & Agwa-Ejon, (2016), Lofgren et al. (2008), Chen 
(2009), Musa et al. (2010), Chiarini (2011) 

 ʮ̒ɉɳʤɂ Ȳᶗ̋ Tracey et al. (2005), Lofgren et al. (2008), Sheng and Liu 
(2010) 

Ȳɂɬᶻ ˌʚˆʻɶɖʤɂ 

ɑˈʙʻɶʤɂ ɑɾᾚήɂ 

Skrinjar et al. (2008), Chi et al. (2009), Avella and 
VazquezBustelo (2010), Ho et al. (2010), Agues and Hajinoor 
(2012), Psomas & Pantouvakis, (2015), Kharub & Sharma, 
(2018),  

ɐɭ˄ɭɟ ʘɂ̒ɵȵ ˂Ỉȹ ʢ̒ɩɭʤɂ Skrinjar et al. (2008), Chi et al. (2009), Ho et al. (2010), 
Tunjic, Kozina & Primorac, (2016) 

ˍỈɄᶽɂ Ȳɂɬᶻ 

ɒɄʎ̍ɋʑɂ ɐɬɄ̂ɲ 
Prieto and Revilla (2006), Rajaguru and Matanda (2009), Chi 
et al. (2009), Ho et al. (2010), Avella and Vazquez-Bustelo 
(2010), Khanai and Bharmanaikar, 2017 

ɧɉɱʤɂ ˍ┤Ʉɽ 

Chi et al. (2009), Rajaguru and Matanda (2009), Avella and 
Vazquez-Bustelo (2010), Ho et al. (2010), Moneva and Ortas 
(2010), Zoga & Pano, (2016), Stoyanova, 2016, Psomas & 
Pantouvakis, 2015 

.
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3. ʨɾʖʤɂ :ɝʤɄɛʤɂ ɒɄɵɂɰɭʤɂ ɑˈʎɟɱᶽɂ Literature Review 

1.3  ɑʚɇɄɶʤɂ ɒɄɵɂɰɭʤɂ 

ˍ☿ʺ ɂɯʶ Ȳɳᾒήɂ ʪʻʚˈɵ ɝɥɄɋʤɂ ʀɂɱʎɕɵɄɇ ʭʶɂ ɒɄɵɂɰɭʤɂ ɑʚɇɄɶʤɂ ɒɂɮ ɑʚʤɄʎʤɂ ʌʻʁʻʬɇ ɑɵɂɰɭʤɂ ᵷɑˈʤɄᾚήɂ  

ɑɵɂɰɭʤɂ  :˂Ỉʺᶻ( 

 

ʔɭẛẄ ɝɦɋʤɂ :˂Ỉȹ ɑɵɂɰɬ ʼɭʫ Ṕḛəȶɓ ʪɄʊʯ ɐɰɂɬȹ ɐɬʻᾒήɂ ɄBʚʕ̋ Aʤ ISO 9001:2015 ˂Ịʍ ʮḛɶɦɓ  ʮ̋Ʉʎɕʤɂ ̱☿ ɑʦɶʦɵ ɭ̂ɰ̒ɕʤɂ ʳʫ ɑʸɟʺ 

ɱʊʯ ɒɄʬʊʱᶽɂ ɐṔḛʒɾʤɂ ɑʆɵʻɕᶽɂʺ. 

ɑˈᾒᾎʱᶽɂ ɑʚˆɱʅʺ :ɝɦɋʤɂ ɗˆɱɟȵ ɑɵɂɰɭʤɂ ̱☿  ɱʸɹ ˃ ɰɂɮȳ ʮɄɶˉʯʺ ʳʫ ʪɄʍ 2014 ʪɂɭɪɕɵɄɇ ᾝὈʫ ὃỰʚɓ ˂Ịʍ ɗʯṔḘʯᶼ. ɗʦɵɰȵ 

ɒɄɵɂɰɭʤɂ ɑˈȼɄɾʚɕɵᶸ ɑʍʻʬᾒᾇ ʳʫ 150 ɑʬʊʱʫ ɐṔḛʒɽ ɑʆɵʻɕʫʺ ʭᾒᾛήɂ ʪʻʚɓ Ʉẛṥʆɺʰȶɇ ̱☿ Ɇʻʱɟ ɂɭʱʤʻɇ. ʭɓʺ ɬɂɬṔḘɵɂ 30 

ᾝὈʫ ɒɄʯɄˈɌɕɵɂ ὃ♫ɕʱʫ ʨʫɄʞʺ ʨʠɺɈ ɧˈᾚὛ. ̱☿ ɑʍʻʬɡʫ ɑɵɂɰɭʤɂ ʮɄʞ ʜɄʱʶ 12 ɑʬʊʱʫ ɐṔḛʒɽ ̋18 ɦʫɑʬʊ ɑʆɵʻɕʫ ʭᾒᾛήɂ. 

ɗʯɄʞʺ ɣȼɄɕʯ ɝɦɋʤɂ ˂Ịʍ ʨʠɺʤɂ :ˍỈɄɕʤɂ 

ü  ᴂʮȹ ɯˈʖʱɓ Aʤɂ ISO 9001:2015 ́ʤ Ṕḛəȶɓ ˌɊɄɡ˄ȹ ˂Ịʍ ʮḛɶɦɓ ʭʊʎʫ ɏʯɂʻᾒήɂ ɑʚʦʎɕᶽɂ ɭˈʅʻɕɇ ɒɄʙᶚʎʤɂ ʏʫ .r˄ɬɰ̒ʑɂ 

ü ʭˈʙ  ʮ̒ɋ̍ɡɕɶʑɂ ɐɭɺɈ Ṕḛəȶɓ ʪɄʊʱʤɂ ɭɥʻᶽɂ ʮḛɶɦɕʤ ɒɂȲɂɱɟᶼ ʭʍɭʤ  ʮ̋Ʉʎɕʤɂ ʏʫ .r˄ɬɰ̒ʑɂ  

ɑɵɂɰɭʤɂ Ʉɛʤɂ:ɑˈʯ ( 

 

ʔɭẛẄ ɝɦɋʤɂ :˂Ỉȹ ʭˈˈʚɓ ɱəȵ ʛˈɋʆɓ ISO 9001: 2015 ˂Ịʍ Ȳɂɬᶻ ˌʖˈʉʻʤɂ ʮḛʦʫɄʎʦʤ ̱☿ ɐɬɄʬʍ ɑʎʫɄᾒήɂ ˆʻʆɕʦʤɱ ɐɬʻᾒήɂʺ - ɑʎʫɄɟ 

ʮɂɱɡʯ )VPDQ-NU(. 

ɑˈᾒᾎʱᶽɂ ɑʚˆɱʅʺ :ɝɦɋʤɂ ʪɭɪɕɵɂ  ʮ̒ɛɥɄɋʤɂ ɑʚˆɱʅ ʹɋɹ ɑˈɌˆɱɡɓ ɑ̍ʖɽ̋ʺ. ɑɋɶʲʤɄɇ ɑʚˆɱʆʤ ʹɋɹ ᵷɑˈɌˆɱɡɕʤɂ ʮɄʞ ʭᾒᾙ ɑʱˈʎʤɂ 

ˍỈɄʬɟᶼ )15 ʗʉʻʫ( ̒ʁ ˃ɯʤɂ ˌʚɇ ̱☿ ʨʬʎʤɂ ɐɭᶽ ʮḛɕʲɵ ʮḛɕˈʤɄɕɕʫ )2013/2014ᵷ 2014/2015( ˁʚʦɓʺ ʹʬˈˈʚɓ Ȳɂɬᶟ ɑʖˈʉʻʤɂ ʳʫ 

VPDQ-NU. ɑɋɶʲʤɄɇ ɑʚˆɱʆʦʤ ɑˈʖɽʻʤɂᵷ ʪɭɪɕɵɂ  ʮ̒ɛɥɄɋʤɂ ɣȼɄɕʯ ɒᶚᾒὅ ɒɂȲɂɱɟȹ ʛˈʙɭɕʤɂ ˍỊɩɂɭʤɂ ɂʻʬʬɽʺ  
ᴮ
ɄʯɄ̍Ɍɕɵɂ ʛˈʚɦɕʤ 

ʔɂɭʶȵ ɝɦɋʤɂ. ʮɄʱəɂ ʮ̋ɱɺʍ̋  
ᴮ
Ʉʖʉ̒ʫ ̱☿ VPDQ-NU ɂ̋ɬɰ ˂Ịʍ .ʮɄˈɌɕɵᶸ  

ɗʯɄʞʺ ɣȼɄɕʯ ɝɦɋʤɂ ˂Ịʍ ʨʠɺʤɂ :ˍỈɄɕʤɂ 

ü ɱyʊƎ˄ ʮȵ ʜɄʱʶ ɑˈʤɄʎʕ ɑˈɇɄɡ˄ȹ Aʤ ISO 9001: 2015 ʮḛɶɦɕʤ Ȳɂɬᶻ ˌʖˈʉʻʤɂ ʮḛʖʉʻʬʦʤ ̱☿ VPDQ-NU.  BȲɄɦɇ ˂Ịʍ ɂɯʶ 

.ɝɦɋʤɂ 
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ü ʨɛʬɕɓ ʼɭɥȹ ɒɄˈɽʻɕʤɂ ɑˈɶˉȼɱʤɂ ̱☿ ʛˈɋʆɕʤɂ ɭȼɄɶʤɂ ʪɄʊʱʤ ɐɰɂɬȹ ɐɬʻᾒήɂ )ISO 9001: 2015( ̱☿ ʏˈʬɟ ɒɂɰɂɬʐ 

ʪɄɶʙᶻʺ ̱☿ ɑʎʫɄɟ ʮɂɱɡʯ ʮɄʬʂʤ ʮḛɶɦɕʤɂ ɱʬɕɶᶽɂ Ȳɂɬᶠʤ ˌʖˈʉʻʤɂ ʮḛʖʉʻʬʦʤ. 

ü ʮḛɶɦɕʤ Ȳɂɬᶻ ʤɂˌʖˈʉʻ ʮḛʖʉʻʬʦʤᵷ ɏɡ˄ ˂Ịʍ ɒɄɶɵȸʫ ʭˈʦʎɕʤɂ ˍỈɄʎʤɂ ʮȵ ˍỈʻɓ ʫɄʬɕʶɂ 
ᴮ
Ʉ  

ᴮ
ɂɱʬɕɶʫ ʏˈʬᾒή ɒɄɵɰɄʬʫ ɐɰɂɬȹ 

ɐɬʻᾒήɂ ʳʫ ʨɟȵ ʮḛɶɦɓ ʏˈʬɟ ɬɄʎɈȵ .ɐɬʻᾒήɂ  

ɑɵɂɰɭʤɂ :ɑɛʤɄɛʤɂ  

ʔɭẛẄ ɝɦɋʤɂ :˂Ỉȹ ʮɄʞ ʔɭʸʤɂ ὃỲḳˉȼɱʤɂ ʳʫ ɑɵɂɰɭʤɂ ̒ʁ ɭ˄ɭɦɓ Ṕḛəȶɓ ɑʬʊʯȵ ɐɰɂɬȹ ɐɬʻᾒήɂ Aʤɂ ISO 9001:2015 ˂Ịʍ ʨʬʍ ɒɄʬʊʱʫ 

ɣˈɶʲʤɂ ɑʆɵʻɕᶽɂ .ɐṔḛʒɾʤɂʺ 

ɑˈᾒᾎʱᶽɂ ɑʚˆɱʅʺ :ɝɦɋʤɂ ʭɓ Ȳɂɱɟȹ ɝɦɇ ὃửˆɱɡɓ ʳʫ ʨɋʙ ʮḛʖʤȸᶽɂ ̱☿ ʪɄʍ 2017 ˂Ịʍ ɑʍʻʬɡʫ ʳʫ ɒɄʞɱɺʤɂ ɐṔḛʒɾʤɂ ɑʆɵʻɕᶽɂʺ 

ɑʦʫɄʎʤɂ ̱☿ ɑʍɄʱɽ ɣˈɶʲʤɂ ̱☿ ɂɭʱʤʻɇ ɄˈʝɄʕʻʦɵʺ 

ɗʯɄʞʺ ɣȼɄɕʯ ɝɦɋʤɂ ˂Ịʍ ʨʠɺʤɂ :ˍỈɄɕʤɂ 

ü ʳʬʂɕɓ ɒɄɋʦʆɕᶽɂ ɑˈɵɄɵᶻ ɒɄɶɵȸᶽ ɣˈɶʲʤɂ ʛˈɋʆɕʤ ɑʬʊʯȵ ɐɰɂɬȹ ɐɬʻᾒήɂ ʨʫɂʻʍ ɑˈʦɩɂɬ ʭʸɶɔ ̱☿ ʮḛɶɦɓ ɐɰɂɬȹ 

ʳȼɄɉɳʤɂ ɒɄˈʦʬʍʺ ɐɰɂɬȹ .ʳȼɄɉɳʤɂ 

ü ɑʬʊʯȵ ɐɰɂɬȹ ɐɬʻᾒήɂ ɑˈɵɄˈʚʤɂ Ʉʸʤ Ṕḛəȶɓ Ṕḛɋʝ  
ᴮ
Ʉ̍Ɍɶh ˂Ịʍ ʮḛɶɦɓ ɒɄˈʦʬʎʤɂ ɑˈɶˉȼɱʤɂ ̱☿ .ɒɄʞɱɺʤɂ  

ɑɵɂɰɭʤɂ :ɑʎɈɂɱʤɂ   

ʔɭẛẄ ɝɦɋʤɂ: ˂Ỉȹ ʛʚɦɕʤɂ ʨʠɺɈ ˍỊʬʍ ʳʫ ɑˈʲɋʤɂ ɑˆɱʊʱʤɂ ɑˈʤɄʎʖʤ ʪɄʊʯ ɐɰɂɬȹ ɐɬʻᾒήɂ QMS ISO 9001:2015 ̱☿ ɒɄʞɱɹ ʏˈʲɾɕʤɂ 

ᵷ
ᴮ
Ʉ̍ʯɄə̋ ɭ˄ɭɦɕʤ ʨʫɂʻʎʤɂ ɑʬɵɄᾚήɂ ὃỮʤɂ Ʉʸʤ Ṕḛəȶɓ Ṕḛɋʝ ˂Ịʍ ɑˈʤɄʎʕ ʪɄʊʯ ɐɰɂɬȹ .ɐɬʻᾒήɂ  

ɑˈᾒᾎʱᶽɂ ɑʱˈʍʺ :ɝɦɋʤɂ ɗˆɱɟȵ ɑɵɂɰɭʤɂ ɑˈɛɦɇ ʳʫ ʢᶚɩ ɌɕɵɂʮɄˈ ʭʊʱʫ ̱☿ ɑʱˈʍ ʳʫ 163 ɑʝɱɹ ɑˈʯɄʯʻ˄ ɑʦɽɄɥ ˂Ịʍ ɐɬɄʸɹ ISO 

9001:2015.  ᴂʭɓ ʛˈɋʆɓ ɒᶚˈʦɦɓ ʨʫɂʻʎʤɂ ɑˈʕɄɺʟɕɵᶸ ɑʚɇɄʆᶽɂʺ ɞɂɱɪɕɵᶗ ὂỰɋʤɂ ɑʱʫɄʠʤɂ ʛʚɦɕʤɂʺ Ʉẛṧʫᵷ ̱☿ ʮḛɥ ʭɕ˄ ɭ˄ɭɦɓ 

ɄẛẁɄʙᶚʍ ʳʫ ʢᶚɩ ɑɟɯʬʯ ɑʤɬɄʎᶽɂ .ɑˈʦʠˈʸʤɂ  

ɗʯɄʞʺ ɣȼɄɕʯ ɝɦɋʤɂ ˂Ịʍ ʨʠɺʤɂ :ˍỈɄɕʤɂ 

ü ɭʝȸɓ ɂɒᶚˈʦɦɕʤ ɑˈʲɋʤɂ ɑˈɦˈᾚὝɕʤɂ ɑˈʬˈʶɄʖᶽɂ ɑˈʤɄʎʖʤ ʪɄʊʯ ɐɰɂɬȹ ɐɬʻᾒήɂ ISO 9001:2015 ὃỮʤɂʺ  ʮ̒ʠɕɓ ʳʫ ɑəᶚə ɬɄʎɈȵ 

- ʔɂɭʶȵ ISO 9001:2015 )ʏʱʫ ʪɭʍ ɑʚɇɄʆᶽɂ ʮḛɶɦɕʤɂʺ ɱʬɕɶᶽɂ ṕḛʝɱɓʺ ˂Ịʍ Ʉʁɰ ʳȼɄɉɳʤɂ.( ɭʝȸ˄ ʨˈʦɦɕʤɂ  
ᴮ
Ʉʂ˄ȵ ˂Ịʍ 

ɬɄʎɈᶻ ɑɶʬᾟήɂ ʨʫɂʻʎʦʤ ɑʬɵɄᾚήɂ ɑˈʤɄʎʖʤ ʪɄʊʯ ɂɬȹɐɰ ɐɬʻᾒήɂ ISO 9001:2015 ɐɬɭᾚᾇɂ ̱☿ ɒɄˈɇɬᶻ )ʏʕɂʺɭʤɂ ᵷɑˈʦɩɂɭʤɂ 

ʇʒʁʺ ɑȾˉɋʤɂ ᵷɑ̍ɟɰɄᾟήɂ ɒɄʬɵʺ ᵷɑʝɱɺʤɂ ɒɄʬɵʺ ᵷʗʉʻᶽɂ ɒɄʬɵʺ ʪɄʊʯ ɐɬʻᾒήɂ.( 



39 
 

ü ʇʚʕ ʏʕɂɭʤɂ ˍỊɩɂɭʤɂ ᵷɑʝɱɺʦʤ ɒɄʬɵʺ ᵷɑʝɱɺʤɂ ɒɄʬɵʺ ʮḛʖʉʻᶽɂ Ʉʸʤ Ṕḛəȶɓ Ṕḛɋʝ ˂Ịʍ ɑˈʤɄʎʕ ʪɄʊʯ ɐɰɂɬȹ ɐɬʻᾒήɂ ISO 

9001:2015. 

ɑɵɂɰɭʤɂ ɑɶʫɄᾟήɂ: ( 

ʔɭẛẄ ɝɦɋʤɂ: ˂Ỉȹ  ɐɬ̒ᾒήɂ ɐɰɂɬȹ ʪɄʊʯ ʛ̍ɋʆɓ ʭ̍̍ʚɓQMS  ᵷᶚ̍ʯɄʫ ʘɄʖʯȵ ̋ṔḘʫ ̱☿ ȲɄɦɋʤɂ ʏ̌ɰɄɺʫ ̱☿ ɑ̍ɵɄɵz ʨʫɂ̒ʎʤɂ ˂Ịʍʮḛɋˈʦˈʖʤɂ.  

ɑˈᾒᾎʱᶽɂ ɑʱˈʍʺ :ɝɦɋʤɂ ɗˆɱɟȵ ɟɂɱʫɹ ɑʚɇɄɶʤɂ ɒɄˈɇɬᶠʤ ʀɂɱʎɕɵɂʺ ɑʚˈʬʍ ɑʎʬɑ̍ʯ̋ṔḘʟʤɂ ʏʙɂ̒ʫ̋ ɒᶗɄʚʫ ᵷ
ᴮ
Ʉɋɕʝ ɗʦ  ʨɟȵ ʳʫ

 ʢ̒ɥ ɑʚɇɄɶʤɂ ɒɄɵɂɰɭʤɂ ɣȼɄɕʯ̋ ȲɄɦɋʤɂ ʏ̌ɰɄɺʫ ʨʫɂ̒ʎʤ ɑ̍ɵɄɵz ɿȼɄɾᾟήɂ ɭ˄ɭɦɓ̋ ᵷɐɬ̒ᾒήɂ ɐɰɂɬȹ ʪɄʊɦʤ ʛHʬʎʫ̋ ʏɵɂ̋ ʭyʕ

ʎ́̌ɲ̒ɓ̋ ɑʚɇɄɶʤɂ ɑ̍ʎɟɱʑɂ ɒɄɵɂɰɭʤɂ ˂Ịʍ BȲɄɦɇ ʮɄ̍Ɍɕɵɂ ʭ̍ʬɾɓ ʭɓ .ʌ̒ʁ̒ ɂʑ  ˂Ịʍ 
ᴮ
Ʉ̍ȼɂ̒ɺʍ37  ȲɄɾɥʐ ɝɥɄɋʤɂ ʪɭɪɕɵɂ̋ .

ᴮ
ɂɱ˄ɭʫ

ɒɄʯɄˈɋʤɂ ʨˈʦɦɕʤ ɑʚˆɱʆʝ ˌʖɽʻʤɂ.  

ɗʯɄʞʺ ɣȼɄɕʯ ɝɦɋʤɂ ˂Ịʍ ʨʠɺʤɂ :ˍỈɄɕʤɂ 

ü ʮȵ ʪɄʊʯ ɐɰɂɬȹ ɐɬʻᾒήɂ ʳʟʬ˄ ʮȵ ɱəȸɓ ̱☿ ɏʤɄʒʤɂ ˂Ịʍ Ʉʁɰ ʳȼɄɉɳʤɂ ɗʙʻʤɂʺ ɑʖʦʠɕʤɂ ʹˈʦ˄ ᵷɏˉɓṔḘʤɂ ˂Ịʍ. 

ü ̱☿ ʮḛɥ ʮȵ ʨʙȵ Ṕḛəȶɓ ʪɄʊʱʤ ɐɰɂɬȹ ɐɬʻᾒήɂ ̒ʁ ˂Ịʍ ʢɄᾒᾇɂ  ɐɬ̒ᾒήɂ ɐɰɂɬȹ ʪɄʊʯ ʛ̍ɋʆɓ ʢᶚɩ rʫ (ɐɬ̒ᾒήɂ)QMS . 

ɑɵɂɰɭʤɂ ɑɵɬɄɶʤɂ: )( 

ʔɭẛẄ ɝɦɋʤɂ: ʭˈˈʚɓ ɞɄʫɭʯɂ ʪɄʊʯ ɐɰɂɬȹ ɐɬʻᾒήɂ ̱☿ ɑʍɄʱɽ ȲɄʱɋʤɂ ɑ˄ṕḛʤɄᶽɂ ʳʫ ᶚɩʢ ɑɵɂɰɬ ɱəȵ ʛˈɋʆɓ ʪɄʊʯ ɐɰɂɬȹ ɐɬʻᾒήɂ Aʤɂ ISO 

9001:2015.  

ɗʯɄʞʺ ɣȼɄɕʯ ɝɦɋʤɂ ˂Ịʍ ʨʠɺʤɂ :ˍỈɄɕʤɂ 

ü ˃ɬȸ˄ ʛˈɋʆɓ ʪɄʊʯ ɐɰɂɬȹ ɐɬʻᾒήɂ Aʤɂ ISO 9001:2015 ˂Ỉȹ ʮḛɶɦɓ ɐɰ̒ɽ ɑʝɱɺʤɂ ̱☿ ɑʍɄʱɽ ᵷȲɄʱɋʤɂ ʮḛɶɦɓʺ ɐȲɄʖʝ ɑʝɱɺʤɂ 

ᵷɄẛẁɰɂɬ̋ ʨɥʺ ʨʞɄɺʫ ʗʎʁ ɐɬʻɟ ̱☿ ɒɄˈʦʬʍ ȲɄʱɋʤɂ ᵷɑȾɹɄʱʤɂ ɩʺʃʖ ʗˈʤɄʠɓ ʨɺʖʤɂ ɱʅɄɪʫʺ ᵷɑ̍ʤ̋ȸɶʑɂ ȲɄʕʻʤɂʺ 

ɒɄɋʦʆɕᶽɄɇ ᵷɑˈʫʻʠᾚήɂ ɑˈɋʦɓʺ ɏʤɄʆʫ ɄẛẀɄᾚὛȵ / .ʳȼɄɉɳʤɂ 

ɑɵɂɰɭʤɂ ɑʎɈɄɶʤɂ: )( 

 

ʔɭẛẄ ɝɦɋʤɂ: ʔɄɺʟɕɵɂ Ṕḛəȶɓ  ʢ̒ɾᾚήɂ ˂Ịʍ ɐɬɄʸɹ ISO 9001 ˂Ịʍ Ȳɂɬᶻ ᵷˍỈɄᶽɂ ɐȲɄʖʟʤɂ ᵷɑˈʦˈʒɺɖʤɂ ɰɂɱʚɕɵᶸ ˍỈɄᶽɂ .ɑˈɦɉɱʤɂʺ 

ɑˈᾒᾎʱᶽɂ ɑʱˈʍʺ :ɝɦɋʤɂ ʭɕ˄ ɰɄˈɕɩɂ ɑʬʊʱʫ ɐɬɭɦʫ ʨˈʦɦɕʤ Ṕḛəȶɓ ɐɬɄʸɹ Aʤɂ ISO ˂Ịʍ Ȳɂɬᶻ ˍỈɄᶽɂ. ʭɕ˄ ʪɂɭɪɕɵɂ ʨʞ ʳʫ ɒɄʯɄˈɋʤɂ 

ɑˈɵɄɵᶻ ɑˆʻʯɄɛʤɂʺ ɑɵɂɰɭʦʤ. ʭɕ˄ Ȳɂɱɟȹ ɒᶚʍɄʖɕʤɂ ɑˈɾᾟὊʤɂ ʏʫ ʳˆɱ˄ɭᶽɂ ʮḛ˄ɯˈʖʱɕʤɂ ȲɄɵȷɰ̋ ʪɄɶʙᶻ ʏʬᾒή ɒɄʯɄˈɋʤɂ ɑˈʤʺᶻ ʭɕˆʺ 

ʪɂɭɪɕɵɂ ɱ̂ɰɄʚɕʤɂ ɑˆʻʱɶʤɂ ɑʝɱɺʦʤ ɒɄʯɄˈɋʝ ɑˆʻʯɄə ʨˈʦɦɕʤ Ȳɂɬᶻ ˍỈɄᶽɂ ɑʝɱɺʦʤ ʨɋʙ ɭʎɊʺ ɐɬɄʸɹ ISO. ʪɭɪɕɶˇʺ ʨˈʦɦɓ ɑɋɶʲʤɂ 
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Ratio Analysis ɑʯɰɄʚʑ ˈɋʤɂɒɄʯɄ ɑˈʤɄᶽɂ ʨɋʙ ɭʎɊʺ ɐɬɄʸɹ Aʤɂ ISOᵷ  ̋ʭɕˆ ʪɂɭɪɕɵɂ ɣʫɂɱɇ Excel ɣʫɄʯɱɉʺ SPSS ʨˈʦɦɕʤ ɒɄʯɄˈɋʤɂ 

ɐɰ̒ɺ̡ʑɂ ɐɱʕʻɕᶽɂ ̱☿ ɱ̂ɰɄʚɕʤɂ ɑˆʻʱɶʤɂ. ʀɱʒʤ ɰɄɋɕɩɂ ɒɄˈʁɱʕ ʭɕ˄ ʪɂɭɪɕɵɂ ɰɄɋɕɩɂ Z. 

ɗʯɄʞʺ ɣȼɄɕʯ ɝɦɋʤɂ ˂Ịʍ ʨʠɺʤɂ :ˍỈɄɕʤɂ 

ü ʔʻɵ ɭˈʖɕɶɔ ɒɄʬʊʱᶽɂ ɷˉʤ ʇʚʕ ʳʫ ɞɰɄᾟήɂ ʳʟʤʺ  
ᴮ
Ʉʂ˄ȵ  

ᴮ
Ʉ̍ʦɩɂɬ ɭʎɈ ʛˈɋʆɓ ʪɄʊʯ ɐɰɂɬȹ ɐɬʻᾒήɂ Aʤɂ ISO 9001: 2015ᵷ 

ü ɄBɦɶɦɓ Ʉ
ᴮ
ʉ̒ᾚίʫ ̱☿ ʨʫɂʻʎʤɂ ɑˈʦɩɂɭʤɂ ʨɛʫ ɐȲɄʖʝ ɑʝɱɺʤɂ Ȳɂɬᶻʺ ˍỈɄᶽɂ ɰɂɱʚɕɵᶸʺ ˍỈɄᶽɂ ɑˈɦɉɱʤɂʺ.  

ü ɗɖɋəȵ ɑɵɂɰɭʤɂ ʮȵ ʛˈɋʆɓ ɐɬɄʸɹ ʪɄʊʯ ɐɰɂɬȹ ɐɬʻᾒήɂ ISO 9001: 2015 ʳʟʬ˄ ʮȵ ɱəȸ˄ ʨʠɺɈ Ṕḛɋʝ ˂Ịʍ Ȳɂɬᶻ ˍỈɄᶽɂ 

 ʐˍỈɄʬɟ .ʢɄʬʍᶠʤ 

ɑɵɂɰɭʤɂ ɑʱʫɄɛʤɂ: )( 

ʔɭẛẄ ɝɦɋʤɂ: Ṕḛəȶɓ ʪɄʊʯ ɐɰɂɬȹ ɐɬʻᾒήɂ )QMS) Ịʍ ˂ʭ˄ɭʚɓ ɒɄʫɭᾟήɂ ʨʠɺɈ ʢɄʎʕ ̱☿ ɒɄʞɱɹ ɒɄʫɭɩ ʇʖʱʤɂ ɲɄʒʤɂʺ ̱☿ ʃʎɈ 

ɒɄʞɱɺʤɂ ɐɰɄɕᾟᾇɂ ̱☿ ɒɰ̒ɇ ᵷɒɰ̒ʞɰɄʁ .Ʉ˄Ṕḛɡˈʯ 

ɑˈᾒᾎʱᶽɂ ɑʱˈʍʺ :ɝɦɋʤɂ ɗʦʬɹ ɑʱˈʎʤɂ ȵ˃ɰ 50  
ᴮ
Ʉɋ̍ɡɕɶʫ ʪɂɭɪɕɵɄɇ ɒɄʯɄˈɌɕɵɂ ɒᶚɇɄʚᶽɂʺ ɑʕɄʁᶡɄɇ ˂Ỉȹ ɑʊɥᶚʫ ʳʫ ɒᶚᾒᾇɂ 

ɼʻɾʱʤɂʺ ʳʫ ʨɟȵ ɿɦʕ ʪɄʊʯ ɐɰɂɬȹ ɐɬʻᾒήɂ )QMS( ɼɄᾟήɂ ɒɄʞɱɺʤɄɇ ɐɰɄɕᾟᾇɂ.  ᴂʭɓ ʪɂɭɪɕɵɂ ɏɶʲʤɂ ɑʆˈɶɌʤɂ simple 

percentage ɰɄɋɕɩɂʺ ˃Ʉʞ ʏɊɱʫ )Chi æ Square( X2ᵷ ɬɭɥ ɝɦɋʤɂ  
ᴮ
Ʉʫɂɭɪɕɵɂ  

ᴮ
ɂɭʬɕʎʫ ɐɂɬᶟ ʨˈʦɦɓ ʏʁʺ ʨɺʖʤɂ ʨˈʦɦɕʤɂʺ )FMEA( 

ɐɰɬɄɋʬʝ ʮḛɶɦɕʦʤ ɱʬɕɶᶽɂ ɐɬʻᾒίʤ. 

ɗʯɄʞʺ ɣȼɄɕʯ ɝɦɋʤɂ ˂Ịʍ ʨʠɺʤɂ :ˍỈɄɕʤɂ 

ü ɏɌɶʤɂ ὃỲḳˉȼɱʤɂ ʛˈɋʆɕʤ ɒɄɵɰɄʬʫ ɐɰɂɬȹ ɐɬʻᾒήɂ ̱☿ ɒɄʞɱɹ ɒɄʫɭɩ ʇʖʱʤɂ ɲɄʒʤɂʺ ̒ʁ Ʉʁɱʤ ᵷʳȼɄɉɳʤɂ 

ü ʮȹ ɑʆɺʰᶻ ὃỮʤɂ  ˃̒ʆɦ˄ ɄẛṨʦʍ ɯˈʖʱɕʤɂ ʛˈɋʆɕʤɂʺ ʭˈʦɶʤɂ ɒɄɵɰɄʬʑ ɐɬʻᾒήɂ ̱☿ ɒɄʞɱɹ ɒɄʫɭɩ ʇʖʱʤɂ ɲɄʒʤɂʺ ɗɶˉʤ ʇʚʕ 

ɑ̍ʤ̋ȸɶʫ ʃʎɈ ᵷɬɂɱʕᶻ ʨɇ ̱Ộ ɑ̍ʤ̋ȸɶʫ ʏˈʬɟ ȲɄʂʍᶻ ʮḛʦʫɄʎʤɂʺ ̱☿ ɑʬʊʱᶽɂ. 

ü ʀɱʒʤ ʖʤɂɑˈʤɄʎ ̱☿ ᵷȲɂɬᶻ ˍẽɋʲ˄ ˂Ịʍ ʏˈʬɟ ʮḛʖʉʻᶽɂ ȲɄʱəȵ ɑ˄ɬȶɓ ɒɄ̍ʤ̋ȸɶʑɂ ɒɄɋɟɂʻʤɂʺ ɑʅʻʱᶽɂ ᵷʭẛẀ ʪɂṕḘʤᶸ ɒɄˈʦʬʎɈ 

ɒɂȲɂɱɟ ʺ ɒɄʬˈʦʎɔʺ ʨʬʎʤɂ .ɐɭʬɕʎᶽɂ 

ü ᶗ ʢɂɳɓ ɒɄʖɽɂʻʫ ʨʬʎʤɂ ʳʫ ʳȼɄɉɳʤɂ ɒɂɮ ɑˈʬʶȵ  ̓̒ɾʙ ̱☿ ʮɄʶɮȵ ˌʫɭʚʫ ɒɄʫɭᾟήɂ ᶗʺ ˍẽɋʲ˄ ɄʶṔḛˈʒɔ ˃ᶟ ɏɌɵ rʫ 

ɆɄɋɵᶻ  ʮ̋ɬ  ʢ̒ɾᾚήɂ ˂Ịʍ ʮɮȹ ʳʫ .ʮ̒ɉɳʤɂ  

ɑɵɂɰɭʤɂ ɑʎɵɄɕʤɂ: )(  

 

ʔɭẛẄ ɝɦɋʤɂ: ̒ʁ ɭ˄ɭɦɓ ɰɄəȳ ɒɄɵɰɄʬʫ ɐɰɂɬȹ ɐɬʻᾒήɂ ˂Ịʍ Ȳɂɬȵ ɒɄʎʫɄᾒήɂ .ɑˈʲˈʟʤɂ 
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ɑˈᾒᾎʱᶽɂ ɑʱˈʍʺ :ɝɦɋʤɂ ɒɭʬɕʍɂ ɂɰɭʤɂɑɵ ʭˈʬɾɓ ɘɄɦɇȵ ᾝὈᶽɂ ˍảˈʁʻɕʤɂ. ɗʯɄʞ ɑȾʖʤɂ ɑʕɭẛṥɶᶽɂ ̱Ộ  ʮ̒ʖʉ̒ʑɂ ̱☿ ɒɄʎʫɄᾒήɂ 

ɑʫɄʎʤɂ ᵷɑɽɄᾟήɂʺ ɝˈɥ ʭɓ ɰɄˈɕɩɂ 321  
ᴮ
Ʉɋ̍ɡɕɶʫ ʪɂɭɪɕɵɄɇ ɒɄˈʱʚɓ ɑʱˈʎʤɂ ɑˈȼɂʻɺʎʤɂ ɑˈʚɋʆʤɂ. ʭɓ ʨˈʦɦɓ ɒɄʯɄˈɋʤɂ ʪɂɭɪɕɵɄɇ 

ȲɄɾɥᶼ ˌʖɽʻʤɂ Descriptive Statistics ʨʫɄʎʫ ʄɄɋɓɰɂ  ʮ̒ɵṔḛɇ Pearson correlation factor ɑɟɯʬʯʺ ɑʤɬɄʎᶽɂ ɑˈʦʠˈʸʤɂ 

Structural Equation Modelling. 

ɗʯɄʞʺ ɣȼɄɕʯ ɝɦɋʤɂ ˂Ịʍ ʨʠɺʤɂ :ˍỈɄɕʤɂ 

ü  ᴂʮȹ ɑʝɰɄɺʫ ʗʉʻᶽɂ ̱☿ ɑʆɺʰȵ ɑʎʫɄᾒήɂ ʪɂṕḘʤɂʺ ɐɬɄˈʚʤɂ ʮḛɶɦɕʤɂʺ ɱʬɕɶᶽɂ ṕḛʝṔḘʤɂʺ ˂Ịʍ  ʮ̒ɉɳʤɂ Ʉʸʤ Ṕḛəȶɓ Ṕḛɋʝ ˂Ịʍ Ȳɂɬȵ 

ɑʎʫɄᾒήɂ. ɏɡ˄ ʮȵ ɱɶˉɓ ɐɰɂɬʐ ˈʦʎʤɂɄ ʮḛʖʉʻᶽɂ ˃ᶟ ɯˈʖʱɓ ᾝᾐɄʯ ɒɄɵɰɄʬʑ ɐɰɂɬȹ .ɐɬʻᾒήɂ

ü ɗɽʺȵ ɑɵɂɰɭʤɂ ɐɰ̋ɱʂɇ ʮȵ ʳʂɕɦɓ ɒɄʎʫɄᾒήɂ ɑʦʫɄʎʤɂ ̱☿ Ʉˈʲˈʝ ʪɄʊʯ ɐɰɂɬȹ ɐɬʻᾒήɂ ʮḛɶɦɕʤ .Ʉẛṿɂɬȵ 

ɑɵɂɰɭʤɂ ɐɱɹɄʎʤɂ: )(  

 

ʔɭẛẄ ɝɦɋʤɂ: ˂Ỉȹ Ʉʫ :ˍỊ˄  

Á ʔɄɺʟɕɵɂ ɱɽɄʱʍ ʭʊʯ ɐɰɂɬȹ ɐɬʻᾒήɂ ̱☿  ɒɄʬʊʱᶽɂʹɋɹ ɑˈʫʻʠᾚήɂ ̱☿  ˃̒ɇɄɋʫɲ. 

Á ʨˈʦɦɓ ʨʫɂʻʎʤɂ ɑʫɲᶚʤɂ ɯˈʖʱɕʤ ʪɄʊʯ ɐɰɂɬȹ ɐɬʻᾒήɂ ̱☿ ɑʆɦʫ ɭˈʤʻɓ ȲɄɉɱʸʟʤɂ ZPC Munyati. 

Á ɂɰɬɑɵ Ṕḛəȶɓ ʪɄʊʯ ɐɰɂɬȹ ɐɬʻᾒήɂ ˂Ịʍ Ȳɂɬȵ ɑʆɦʫ ɭˈʤʻɓ ɑʙɄʆʤɂ ZPC Munyati. 

Á ʭˈˈʚɓ ʨʫɂʻʎʤɂ ὃỮʤɂ  ʘ̒ʎɔ ɯˈʖʱɓ ʪɄʊʯ ɐɰɂɬȹ ɐɬʻᾒήɂ ̱☿ ɑʆɦʫ ɭˈʤʻɓ ȲɄɉɱʸʟʤɂ ZPC Munyati. 

Á ʭ˄ɭʚɓ ɒɄˈɽʻɓ ɳˆɳʎɕʤ ɯˈʖʱɓ ʪɄʊʯ ɐɰɂɬȹ ɐɬʻᾒήɂ ̱☿  ɒɄʬʊʱᶽɂʹɋɹ ɑˈʫʻʠᾚήɂ ̱☿ .˃̒ɇɄɋʫɲ 

Á ɑɵɂɰɬ ʨʫɂʻʎʤɂ ὃỮʤɂ ʨʎɡɓ ʪɄʊʯ ɐɰɂɬȹ ɐɬʻᾒήɂ ɄBᾚᾐɄʯ ̱☿ ɒɄʯɄˈʟʤɂ ɑɽɄᾟήɂ ʪɂɭɪɕɵɄɇ BETA Holdings ᾝὈʬʝ .ὃỲṌɱʍ 

ɑˈᾒᾎʱᶽɂ ɑʱˈʍʺ :ɝɦɋʤɂ ʪɭɪɕɵɂ ɝɥɄɋʤɂ ɏˈʤɄɵᶻ ɑˈʬʟʤɂ ɑˈʍʻʱʤɂʺ ʏʬᾒή ɒɄʯɄˈɋʤɂ ɝˈɥ ʪɭɪɕɵɂ ɒɄʯɄˈɌɕɵɂ ɑʬʊʱʫ ɑʦȾɵȵʺ 

ɑʦɇɄʚʫ Ṕḛʑ ɑʬʊʱʫ  ʢ̒ɾᾚίʤ ˂Ịʍ ɒɄʯɄˈɋʤɂ ὃỮʤɂ ɗʯɄʞ ʛʚɦɕɵ ʔɂɭʶȵ ɝɦɋʤɂ  ɰɭʤɂὃỲḲɂ ʨɛʫ ʔɄɺʟɕɵɂ ɱɽɄʱʎʤɂ ɑˈʯɄʠʫ ʺ ʛˈɋʆɓ 

ɑʬʊʯȵ ɐɰɂɬȹ ɐɬʻᾒήɂ ̱☿  ɒɄʬʊʱᶽɂʹɋɹ ɑˈʫʻʠᾚήɂ ̱☿ ᵷ˃̒ɇɄɋʫɲ ʨˈʦɦɓʺ ʨʫɂʻʎʤɂ ʛˈɋʆɕʤ ɐɰɂɬȹ ᵷɐɬʻᾒήɂ ʭˈˈʚɕʤ ʨʫɂʻʎʤɂ ὃỮʤɂ  ʘ̒ʎɔ 

ɯˈʖʱɓ ʭʊʯ ɐɰɂɬȹ ɐɬʻᾒήɂ ʭ˄ɭʚɓʺ ɒɄˈɽʻɓ ɳˆɳʎɕʤ ɯˈʖʱɓ ʭʊʯ ɐɰɂɬȹ ɐɬʻᾒήɂ ̱☿  ɒɄʬʊʱᶽɂʹɋɹ ɑˈʫʻʠᾚήɂ ̱☿ ɇɄɋʫɲ ˃̒. 

ɗʯɄʞʺ ɣȼɄɕʯ ɝɦɋʤɂ ˂Ịʍ ʨʠɺʤɂ :ˍỈɄɕʤɂ 

ü  Hʮȹ ʪɄʊʯ ɐɰɂɬȹ ɐɬʻᾒήɂ ʨɇɄʙ ʛˈɋʆɕʦʤ ☿̱  ɒɄʬʊʱᶽɂʹɋɹ ɑˈʫʻʠᾚήɂ ̱☿  ˃̒ɇɄɋʫɲ.

ü  Hʮȹ ʪɄʊʯ ɐɰɂɬȹ ɐɬʻᾒήɂ ́ʤ  
ᴮ
ɂṔḛəȶɓ  

ᴮ
Ʉ̍ɇɄɡ˄ȹ ɰɭʚɇ Ʉʫ ˃ɬȸ˄ ˂Ỉȹ ʮḛɶɦɓ Ȳɂɬȵ .ʮḛʖʉʻᶽɂ

ü ᶗ ʛʚɦɕɓ ʨʠɺɈ ʨʫɄʞ ɭȼɂʻʖʤɂ ɑɋɓṔḘᶽɂ ˂Ịʍ ɑʬʊʯȵ ɐɰɂɬȹ ɐɬʻᾒήɂᵷ ʨɛʫ Ʉʁɰ ʳȼɄɉɳʤɂ ὃỮʤɂʺ ˌɔȶɓ ɑɡˈɖʯ ʛˈɶʲɕʦʤ ʨʫɄʠʤɂ ȻɬɄɋᶽ 

ɑʬʊʯȵ ɐɰɂɬȹ ɐɬʻᾒήɂ ὃỮʤɂʺ Ʉʸʤ Ṕḛəȶɓ ɱɹɄɋʫ ˂Ịʍ ɐȲɄʖʝ ɑˈʤɄʎʕʺ ˃ȵ ᵷɑʬʊʱʫ ʡʤɮʺ ɏɌɶɈ ʨɩɭɓ ɑˈʅɂɱʙʺṔḛɋʤɂ ̱☿ ʏʱɽ 

ɰɂɱʚʤɂ ʳʫ  ɒɄʬʊʱᶽɂʹɋɹ ɑˈʫʻʠᾚήɂ ˂Ịʍ  ̓̒ɕɶʑɂ .ˍỊˈʒɺɖʤɂ 
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ɑɵɂɰɭʤɂ ɑ˄ɬɄᾚήɂ ɐɱɺʍ: )  , ( 

ʔɭẛẄ ɝɦɋʤɂ: ʛʚɦɕʤɂ ʳʫ ɑᾚὛ ʭˈˈʚɓʺ ɬɄʎɈȵ Ȳɂɬᶻ ὃỮʤɂ ɷʟʎɔ Ʉ˄ɂɳʫ ISO 9001:2015 ̱☿ ɒɄʞɱɹ ɒɄʫɭᾟήɂ ɭ˄ɭɦɓʺ .ɄẛẁɄʙᶚʍ 

ɑˈᾒᾎʱᶽɂ ɑʱˈʍʺ :ɝɦɋʤɂ ɗˆɱɟȵ ɑɵɂɰɬ ɑˈɛɦɇ Aʤ 198 ɑʝɱɹ ʳʫ ɒɄʞɱɹ ɒɄʫɭᾟήɂ ɑˈʯɄʯʻˈʤɂ ɑʦɽɄᾚήɂ ˂Ịʍ ɐɬɄʸɹ ɑʚɇɄʆᶽɂ ʏʫ 

ɑʖɽɂʻᶽɂ ISO 9001:2015ᵷ  ̋ ᴂʭɓ  ʢ̒ɾᾚήɂ ˂Ịʍ ɒɄʯɄˈɋʤɂ ʳʫ ʢᶚɩ ʮɄˈɌɕɵɂ ʭʊʱʫ ʭɓʺ Ʉʸʦˈʦɦɓ ɑʆɵɂʻɇ ɒᶚˈʦɦɓ ʨʫɂʻʎʤɂ 

ɑˈʕɄɺʟɕɵᶸ ɒɂɭˈʝȶɕʤɂʺ. 

ɗʯɄʞʺ ɣȼɄɕʯ ɝɦɋʤɂ ˂Ịʍ ʨʠɺʤɂ :ˍỈɄɕʤɂ 

ü ʮȹ ɬɄʎɈȵ Ȳɂɬᶻ ὃỮʤɂ ɷʟʎɔ ʏʕɄʱʫ ISO 9001 ɒɄʞɱɺʤ ɒɄʫɭᾟήɂ ɒɂɮ ɑʦɾʤɂ ɐɬʻɡɇ ɣɕʱᶽɂ / ɑʫɭᾟήɂ Ȳɂɬᶻʺ ˍỊˈʒɺɖʤɂ 

ˍ♀ʻɶʤɂʺ ˍỈɄᶽɂʺ ʭɕ˄ ʛʚɦɕʤɂ Ʉẛṧʫ ɐʻʚɇ Ʉʸʬʍɬʺ ʳʫ ʢᶚɩ ɰɄʅᶼ ɤṔḘʚᶽɂ ̱☿ ɑɵɂɰɭʤɂ .ɑˈʤɄᾚήɂ

ɑɵɂɰɭʤɂ ɑˈʯɄɛʤɂ ɐɱɺʍ: )( 

ʔɭẛẄ ɝɦɋʤɂ: ɝɦɋɓ ʵɯʶ ɑɵɂɰɭʤɂ ̱☿ ɑʙᶚʎʤɂ ʮḛɇ ɒɄɵɰɄʬʫ ɐɰɂɬȹ ɐɬʻᾒήɂ )QMPᵷ( ʪɄʊʯʺ ɐɰɂɬȹ ɐɬʻᾒήɂ )QMSᵷ( Ȳɂɬȵʺ ɑʝɱɺʤɂ 

ʏʙʻᶽɂʺ ὃỲḳʕɄʱɕʤɂ ̱☿ ʘɄˈɵ ʏ̌ɰɄɺʑɂ ɑʆɵʻɕᶽɂ  ̓ɱʒɾʤɂ̋ ɑˈʶɄʱɕᶽɂʺ ̱☿ ɱʒɾʤɂ )MSMEs(.  

ɑˈᾒᾎʱᶽɂ ɑʱˈʍʺ :ɝɦɋʤɂ  Hʭɓ ȲɄʱɇ ɞɮʻʬʯ ˍỊʟˈʶ ᾝὟʻ˄ ɑˈʖˈʝ ʇɵʻɓ ʪɄʊʯ ɐɰɂɬȹ ɐɬʻᾒήɂ ɑʙᶚʎʦʤ ʮḛɇ ɒɄɵɰɄʬʫ ɐɰɂɬȹ ɐɬʻᾒήɂ 

)QMP( Ȳɂɬȵʺ ɑʝɱɺʤɂ ɭˆɳʫʺ ʳʫ ʨʫɄʠɕʤɂ ʏʫ ɞɮʻʬʱʤɂ ʛʚɦɕʦʤ ʳʫ Ṕḛəȶɓ Ȳɂɬȵ ɑʝɱɺʤɂ ˂Ịʍ ʏʙɂʻᶽɂ ɑˈɶʕɄʱɕʤɂ. 

ɗʯɄʞʺ ɣȼɄɕʯ ɝɦɋʤɂ ˂Ịʍ ʨʠɺʤɂ :ˍỈɄɕʤɂ 

ü ʜɄʱʶ ɑʙᶚʍ ɐɱɹɄɋʫ ɐṔḛɋʝ ʮḛɇ ɒɄɵɰɄʬʫ  ɰɂɬȹɐ ɐɬʻᾒήɂ ɑˈɡˈɓɂṔḘɵᶸ ɑˈʟˈɕʟɕʤɂʺ ɑˈʦˈʒɺɖʤɂʺ Ȳɂɬȵʺ ᵷɑʝɱɺʤɂ ɝˈɥ ʮȵ 

ɑʙᶚʎʤɂ  ʮ̒ʠɓ  ̓̒ʙȵ ̱☿ ɬʻɟʺ ʪɄʊʯ ɐɰɂɬȹ ɐɬʻᾒήɂ.

ü Ṕḛɺɔ ɣȼɄɕʱʤɂ ʡʤɯʝ ˂Ỉȹ ́ʯȵ ˂Ịʍ ʭʑɱʤɂ ʳʫ ʮȵ ʪɄʊʯ ɐɰɂɬȹ ɐɬʻᾒήɂ ᶗ ɱəȸ˄ ʨʠɺɈ ɱɹɄɋʫ ˂Ịʍ ɑˈʎʁʺ ᵷɑˈɶʕɄʱɕʤɂ ʹʯȺʕ ʪʻʚ˄ 

ʡʤɯɇ ʨʠɺɈ Ṕḛʑ ɱɹɄɋʫ ʳʍ ʛˆɱʅ ʮḛɶɦɓ Ȳɂɬȵ ɑʝɱɺʤɂ.

ü ʮȹ ɯˈʖʱɓ ʇʆɩ ɐɰɂɬȹ ɐɬʻᾒήɂ )QMP(ᵷ ˂Ỉȹ ɏʯɄɟ  ʢ̒ɾᾚήɂ ˂Ịʍ ɐɬɄʸɹ ʪɄʊʯ ɐɰɂɬȹ ɐɬʻᾒήɂ )QMS( ɱʕʻɓ ʭʊʎʫ ɒɂɲɄ̍ɕʫᴜ 

ɑʚʦʎɕᶽɂ Ȳɂɬȶɇ ɑʝɱɺʤɂ. ɐʺᶚʍ ˂Ịʍ .ʡʤɮ 

ü ṕḛʝṔḘʤɂ ˂Ịʍ ɑʖʦʠɕʤɂ ɐɬʻᾒήɂʺ ɑʯ̋ɱʑɂ̋ ʭˈʦɶɖʤɂʺ ȲɄʁɰɟ ʳȼɄɉɳʤɂ ɱʕʻ˄ ɑʦˈɵʺ ʳʟʬ˄ ʳʫ Ʉʸʤᶚɩ ɒɄɶɵȸʬʦʤ ɐṔḛʒɾʤɂ 

ɵʻɕᶽɂʺɑʆ ʭᾒᾛήɂ ʈɄʖᾚήɂ ˂Ịʍ ɐṕḛᶽɂ .ɑˈɶʕɄʱɕʤɂ 

ɑɵɂɰɭʤɂ ɑɛʤɄɛʤɂ ɐɱɺʍ: )( 
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ʔɭẛẄ ɝɦɋʤɂ :˂Ỉȹ ɑɵɂɰɬ Ṕḛəȶɓ ɯˈʖʱɓ Ṕḛ˄Ʉʎʫ Aʤɂ ISO ̱☿ ɒɄʞɱɺʤɂ ᵷɑˈʯɄɋʤᶻ ʳʫ ʢᶚɩ ɒɄɋəȹ ɭȼɂʻʖʤɂ ɑʎʙʻɕᶽɂ ɂʻʖʤɂʺɭȼ ɑˈʦʎʖʤɂ ̱☿ 

ɰɄʅȹ ɑʝɱɺʤɂ. 

ɑˈᾒᾎʱᶽɂ ɑʱˈʍʺ :ɝɦɋʤɂ ɗˆɱɟȵ ɑɵɂɰɭʤɂ ˂Ịʍ 50 ɑʝɱɹ ɑʦɽɄɥ ˂Ịʍ ɐɬɄʸɹ ɑʚɇɄʆᶽɂ ISO 9001:2015ᵷ ʭɓʺ ʪɂɭɪɕɵɂ ʮɄˈɌɕɵᶸ 

ʗʤȸᶽɂ ʳʫ ɘᶚə ʪɄɶʙȵ ɗʦʬɹ ʗʦʫ ɑʝɱɺʤɂ ˃ȵʺ ɒᶚ˄ɭʎɔ ɑʦʬɕɦʫ ʢᶚɩ ɐṔḘʕ ᵷʛˈɋʆɕʤɂ Ʉʬʱˉɇ ʮɄʞ ʭɶʚʤɂ ˌʰɄɛʤɂ  ʢ̒ɥ ʗɺʝ 

ʭˈˈʚɓʺ ʫɂʻʎʤɂʨ ὃỮʤɂ ɳʖɦɓ ɒɄʞɱɺʤɂ ʻɦʯ  ʢ̒ɾᾚήɂ ˂Ịʍ ᵷɐɬɄʸɺʤɂ ʡʤɯʝʺ ɣȼɄɕʱʤɂ ɑʎʙʻɕᶽɂ ʳʫ ʵɯʶ ᵷɑˈʦʬʎʤɂ ʭɓ ʭˈʬɾɓ ʭɶʚʤɂ 

ɝʤɄɛʤɂ  ɰ̒ɾɕ̍ʤ ɐɱɹɄɋʫ ɯˈʖʱɓ ʪɄʊʯ ISOᵷ ʳʫ ɑʸɟʺ ɱʊʯ ɑˈʦˈʒɺɖʤɂ ᵷɑˈʤɄᶽɂʺ ʳʫ ɰɄəȳ ɐɰɂɬȹ ɬɰɂ̒ʑɂ ᵷɑˆɱɺɌʤɂ ʮḛʟʬɓʺ ɑʯɰɄʚʑɂ 

ɑʎʙʻɕᶽɂ ʏʫ ɭȼɂʻʖʤɂ ɑˈʦʎʖʤɂ ʳʫ ɯˈʖʱɓ Ʉʊʱʤɂᵷʪ ʔɭẛẄʺ ʭɶʚʤɂ ɝʤɄɛʤɂ ʳʫ ʮɄˈɌɕɵᶸ ˂Ỉȹ ʭˈˈʚɓ ʼɭʫ ɐɬʻɟ ɯˈʖʱɓ ʪɄʊʱʤɂ ɑʚˆɱʅʺ 

ʹʦʬʍ ̱☿ ᵷɑʝɱɺʤɂ ʏʫ ɯɩᶻ ̱☿ ɰɄɋɕʍᶸ ɒɄɉʻʎɾʤɂ ɬʻˈʚʤɂʺ ὃỮʤɂ Ʉʸʸɟɂʻɓ ɑʝɱɺʤɂ. 

ɗʯɄʞʺ ɣȼɄɕʯ ɝɦɋʤɂ ˂Ịʍ ʨʠɺʤɂ :ˍỈɄɕʤɂ 

ü ʭɓ ṕḛʖɦɓ ɒɄʞɱɺʤɂ ɑˈʯɄɋʤᶻ ʨʠɺɈ ὃỲḳ̄ȼɰ ʳʫ ʨʫɂʻʎʤɂ ɑ̍ɟɰɄᾟήɂ ʪɭʚɕʦʤ  ʢ̒ɾᾚίʤ ˂Ịʍ ɐɬɄʸɺʤɂ ISO 9001  ʢ̒ɾᾚήɂ̋ 

ɄẛṨʦʍ ɤɄɡʱɇ.  ᴂʭɓ̋ ʗˈʲɾɓ ʨʫɂʻʎʤɂ ɑˈʦɩɂɭʤɂ ̱☿ ɑʬȼɄʚʤɂ. 

ü rʫ ʮḛɇ ʨʫɂʻʍ ṕḛʖɦɕʤɂ ᵷɑ̍ɟɰɄᾟήɂ ˂Ịʍ  ̓̒ɕɶʑɂ ʹɶʖʯ ᵷ
ᴮ
Ʉɋ̂ɱʚɓ ʭɕ˄ ʗˈʲɾɓ ɐɬɄʸɺʤɂ ʄɱɺʝ ɑʝɰɄɺʬʦʤ ̱☿ ɒɂȲɂɱɟȹ 

ɒɄ˄ṔḘɺᶽɂ ᵷɑʫɄʎʤɂ Ʉʬʫ ˃ɬȸ˄ ɰɻ̋ɭɇ ˂Ỉȹ ɐɬɄ̂ɲ ɑʎˇɱɵ ̱☿ ɒɄʎˈɋᶽɂ ɤɄɉɰz̋. ɂɐɬɄʸɺʤ ɐɰ̋ɱʂʝ .ɱ˄ɭɾɕʦʤ 

ü ʇɋɓɱ˄ ʛˈɋʆɓ ɰɄˈʎʫ ISO ɭʬɕɶᶽɂ ɏɶɥ ɑɟɄᾚήɂ ʳʫ ʨʫɂʻʎʤɂ ɑˈʦɩɂɭʤɂ ʨʠɺɈ ὃỲḳ̄ȼɰ ʮḛɶɦɕɇ ʨˈʒɺɖʤɂ ʃʖɩʺ 

ʗˈʤɄʠɕʤɂ ʨˈʦʚɓʺ  ɒᶗɄɥʪɭʍ ɑʚɇɄʆᶽɂ. ʮḛɶɦɓ ɐɰ̒ɾʤɂ Ʉẛṥʎʬɵʺ ̒ʁ ʨʫɄʎʤɂ ʨʙᶻ ᵷ
ᴮ
ɂṔḛəȶɓ ɏɶɥ ɑʸɟʺ ɱʊʯ ɒɄʞɱɺʤɂ 

.ɑˈʯɄɋʤᶻ 

ü ɒɄʞɱɺʤɂ ὃỮʤɂ ɄẛẄɭʤ ʻʬʯ ɋᶽɂɒɄʎˈ ɏɌɶɈ ɐɬɄ̂ɲ ɑʝɰɄɺᶽɂ ̱☿ ɒɄɾʙɄʱᶽɂ ɑʫɄʎʤɂ ɏɌɶɊʺ  ʢ̒ɩɭʤɂ ̱☿ ʘɂʻɵȵ ɱ˄ɭɾɕʤɂ ɭʝȸɓ 

ɭȼɂʻʕ ɑˈʤɄʫ ɑˈʚˆʻɶɔʺ ʳʫ ɰɂɭɽȹ .ɒɂɬɄʸɺʤɂ 

ü ɒɄʞɱɺʤɂ ὃỮʤɂ ɒȵɭɇ ɑˈʦʬʎʤɂ ɒɯʖʯʺ ʪɄʊʯ ISO ʏʫ ɒɄʎʙʻɕʤɂ ʮḛɶɦɕɇ ɐɬʻɟ ᵷɑʫɭᾟήɂ ɒɄɟɄˈɕɥɂʺ ʛˆʻɶɖʤɂ ɐɰ̒ɽ̋ 

ʨʂʕȵ ᵷɑʝɱɺʦʤ ɭʝȸɓ ʛˈʚɦɓ ʨɛʫ ʵɯʶ Ʉ˄ɂɳᶽɂᵷ Ʉẛṧʟʤ ᶗ ɗɌɛɓ ʀɄʖɪʯɂ ᵷʗˈʤɄʠɕʤɂ ̋/̋ȵ ɣȼɄɕʱʤɂ ɑˈʤɄᶽɂ Ʉʬʝ ̒ʁ .ʏʙʻɕʫ 

ü ɑʝɰɄɺʫ ɬɂɱʕᶻ ̒ʁ ɱʫȵ  ˃̒ɥ̍ ɤɄɡʱʦʤ ̱☿ ɯˈʖʱɓ ʨˈʒɺɔʺ ʪɄʊʯ ɐɰɂɬȹ ɐɬʻᾒήɂ. ʪɂṕḘʤɂ ɐɰɂɬʐ Ʉˈʦʎʤɂ ɱʫȵ  ˃̒ɥ̍. 

 

 

 

 

ɑɵɂɰɭʤɂ ɑʎɈɂɱʤɂ ɐɱɺʍ: )( 
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ʔɭẛẄ ɝɦɋʤɂ :˂Ỉȹ ɓʭ˄ɭʚ ɑʚˆɱʅ ʭˈˈʚɕʦʤ ɭʱɖɶɔ ˂Ỉȹ  ̓̒ɕɶʫ Ʉʁɰ ʳȼɄɉɳʤɂ ʳʍ ɑɶʬɩ ɷˉ˄Ʉʚʫ )ᵷɑˈʙʻəʻᶽɂ ʮɄʬʂʤɂʺᵷ ᵷɑˈɵʻʬʦᶽɂ 

ʗʅɄʎɕʤɂʺᵷ ɑɇɄɡɕɵᶸʺ.( 

ɑˈᾒᾎʱᶽɂ ɑʱˈʍʺ :ɝɦɋʤɂ ʳʟʬɓ ɑˈᾒᾎʱᶽɂ ʳʫ ɴɄˈʙ  ̒ ɕɶᶽɂ ̓ ˍỈɄᾚήɂ Ʉʁɱʦʤ ʳʍ ɒɄˆʻɕɶᶽɂ ɑʚɇɄɶʤɂ ʳʫ Ʉʁɱʤɂ ʨɋʙ ɐɬɄʸɹ Aʤɂ ISO 

9001:2015  ̋ʭɕˆ ʛˈɋʆɓ ɑˈᾒᾎʱᶽɂ ʪɄʊʱʤ ɐɰɂɬȹ ɐɬʻᾒήɂ ɼɄᾟήɂ ɒɄʫɭɪɇ ʭˈʬɾɕʤɂ ɑɽɄᾟήɂ ɑʝɱɺɈ ɑʫɄʍ ɐṔḛɋʝ ̱☿ ɑʟʦʬᶽɂ ɑˈɉɱʎʤɂ 

ɑ˄ɬʻʎɶʤɂ. ɗˆɱɟȵ ɘᶚə ɒɄɵɂɰɬ ɑʤɄɥ ʳʍ ɒɄʫɭɩ ʭˈʬɾɕʤɂ ʏ̌ɰɄɺʑ ȲɄʱɋʤɂ ˂Ịʍ ʘɄʆʯ ʏɵɂʺ. 

ɗʯɄʞʺ ɣȼɄɕʯ ɝɦɋʤɂ ˂Ịʍ ʨʠɺʤɂ :ˍỈɄɕʤɂ 

ü ɱyʊ
ᴲ
ɓ ɣȼɄɕʱʤɂ ʮȵ ɐɬɄʸɹ ISO 9001 ɭʙ ᶗ ɱʸʊɓ  

ᴮ
Ʉʬȼɂɬ  

ᴮ
ᶚ̍ʤɬ ˂Ịʍ ʮḛɶɦɓ ɒɄˆʻɕɶʫ ȲɄʁɰ ʳȼɄɉɳʤɂ. 

ɑɵɂɰɭʤɂ ɑɶʫɄᾟήɂ ɐɱɺʍ: )( 

 

ʔɭẛẄ ɝɦɋʤɂ :˂Ỉȹ ʭˈˈʚɓ Ṕḛəȶɓ ʛˈɋʆɓ ʪɄʊʯ ɐɰɂɬȹ ɐɬʻᾒήɂ ISO 9001 (QMS) ˂Ịʍ Ȳɂɬȵ ʮḛʖʉʻᶽɂ ̱☿ ɒɄʬʊʱᶽɂ ɑˈʯɭᶽɂ ɑˈʯɄʬʎʤɂᵷ 

ʪɂɭɪɕɵɄɇ ɐɰɂɲ̋ ɒɄʫɭᾟήɂ ɑˈʯɭᶽɂ ɑɵɂɰɭʝ ɑʤɄɥ. 

ɑˈᾒᾎʱᶽɂ ɑʱˈʍʺ :ɝɦɋʤɂ ɗʫɭɪɕɵɂ ʵɯʶ ɑɵɂɰɭʤɂ ᾘᾎʱʫ ɂɝɦɋʤ ᵷὃḒʟʤɂ ʏʫ ṕḛʝṔḘʤɂ ˂Ịʍ ɒɄʯɄˈɌɕɵᶸ ɐɂɬȶʞ ʏʬᾒή ᵷɒɄʯɄˈɋʤɂ ɑˈᾒᾎʱʫʺ 

ɑʱˈʎʤɂ ɑˈȼɂʻɺʎʤɂ ɑʎɋɕᶽɂ ̱☿ ɰɄˈɕɩɂ ʮḛʝɰɄɺᶽɂ ˃ɯʤɂ ʮɄʞ Ʉʫ ʹʍʻʬɡʫ 220  
ᴮ
Ʉʖʉ̒ʫ ʭɓʺ ʨˈʦɦɓ ɣȼɄɕʱʤɂ ʳʫ ʢᶚɩ ɏˆʻɋɓ ̋SPSS. 

ɗʯɄʞʺ ɣȼɄɕʯ ɝɦɋʤɂ ˂Ịʍ ʨʠɺʤɂ :ˍỈɄɕʤɂ 

ü ʜɄʱʶ ɑʙᶚʍ ɑ̍ʅɄɋɓɰɂ ɒɂɮ ɑʤᶗɬ ɑˈȼɄɾɥȹ ɱəȵʺ ʪɄʊʱʤ ɐɰɂɬȹ ɐɬʻᾒήɂ ISO 9001 ˃ɯʤɂ ʭɓ ʵɯˈʖʱɓ ˂Ịʍ Ȳɂɬȵ ʗʉʻᶽɂ. 

ü ɱəȸ˄ ɯˈʖʱɓ ɱɽɄʱʍ ʪɄʊʯ ɐɰɂɬȹ ɐɬʻᾒήɂ ʨʠɺɈ ʢɄʎʕ ̱☿ ˃ȵ ɑʬʊʱʫ ɏʦɡ˄ Ṕḛˈʒɕʤɂ ˌɊɄɡ˄ᶼ ˂Ỉȹ ɑˈɟɄɕʯᶼ Ȳɂɬᶻʺ ʡʤɯʝʺ ̱☿ 

ɒɄʍɄʆʙ ɒɄʫɭᾟήɂ .ɑʫɄʎʤɂ

ɑɵɂɰɭʤɂ ɑɵɬɄɶʤɂ ɐɱɺʍ: )( 

ʔɭẛẄ ɝɦɋʤɂ :˂Ỉȹ ɭ˄ɭɦɕʤ ɑʚˆɱʆʤɂ ὃỮʤɂ ɱəȸɓ ɄẛẀ ɑˈʦʬʍ ɰɂɭɽȹ ɒɂɬɄʸɺʤɂ ˂Ịʍ ɒɄˈʦʬʎʤɂ ʨɩɂɬ ɑʝɱɺʤɂ )ɑʎʖʱᶽɂ ɑˈʦɩɂɭʤɂᵷ( ɉʺʨɛᶽɄ 

ʗˈʝ ɭʍɄɶɔ ʨʠɺɈ ɱɹɄɋʫ ̱☿ ɭ˄ɭɦɓ ʏʙʻʫ ɑʝɱɺʤɂ ̱☿  ʘ̒ɶʤɂ ɭˆɳɓʺ ʳʫ Ʉʁɰ̒yʉ ʮḛɶɦɓʺ Ʉʸʖʙʻʫ ̱☿  ʘ̒ɶʤɂ. 

ɑˈᾒᾎʱᶽɂ ɑʱˈʍʺ :ɝɦɋʤɂ ɭʙʺ ɗˆɱɟȵ ɑɵɂɰɭʤɂ ʳʍ ʛˆɱʅ Ȳɂɱɟȹ ᾝὈʫ ˂Ịʍ ɑʱˈʍ ɑˈʦˈɛʬɓ ʳʫ ɒɄʞɱɺʤɂ ̱☿ ɑʍɄʱɽ ɑᾒήɄʎʫ ʮɬɄʎᶽɂ. 

ɗʯɄʞʺ ɭʙ ɗʦɾɥ ɒɄʞɱɺʤɂ ɑʤʻʬɺᶽɂ ᾝὈᶽɄɇ ˂Ịʍ ʪɄʊʯ ʫɭʬɕʎ ɐɭᶽ ʮḛɕʲɵ ˂Ịʍ ʨʙᶻ ̱☿ ɗʙʺ Ȳɂɱɟȹ ᵷɝɦɋʤɂ  ᴂʭɓ̋ ʨˈʦɦɓ ɒɄʯɄˈɋʤɂ 

ʳʫ ʢᶚɩ ɒɄˈʱʚɕʤɂ ɑˈȼɄɾɥᶼ ɑʖʦɕᾟᾇɂ ʨˈʦɦɓʺ ˃Ʉʞ ʏɊɱʫ X2. 

ɗʯɄʞʺ ɣȼɄɕʯ ɝɦɋʤɂ ˂Ịʍ ʨʠɺʤɂ :ˍỈɄɕʤɂ ʮȹ ʛˈɋʆɕʤ ʪɄʊʯ ɐɰɂɬȹ ɐɬʻᾒήɂ  
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ü ʮḛɶɦɓ ʏʁʺ ɑʝɱɺʤɂ ʏʫ ʳȼɄɉɳʤɂ )ʮḛˈʤɄᾚήɂ ʮḛʦʬɕᾚᾇɂʺ(. 

ü ́ʤ Ṕḛəȶɓ ˌɊɄɡ˄ȹ ʍ˂Ị ɐɬɄ̂ɲ ɒɂɰɭʚʤɂ ɑˈɶʕɄʱɕʤɂ ˂Ịʍʺ ʮḛɶɦɓ ʏʁʺ ɑʝɱɺʤɂ ̱☿ ᵷʘ̒ɶʤɂ 

ü ʨʬʎ˅ ˂Ịʍ ɐɬɄ̂ɲ Ʉʁɰ .ʳȼɄɉɳʤɂ 

ü Ṕḛəȶɓ ˂Ịʍ ɑˈʙɱɓ ɑʕɄʚə .ɑʝɱɺʤɂ 

ü ʮḛɶɦɓ ɐɬʻɟ ᵷɣɕʱᶽɂ ɒɂɰ̒ʕ̋ ̱☿ ʗˈʤɄʠɓ ᵷɞɄɕʯᶼ ɭᾚήɂʺ ʳʫ .ȲɄʆɩᶻ 

ɑɵɂɰɭʤɂ ɑʎɈɄɶʤɂ ɐɱɺʍ: )( 

ʔɭẛẄ ɝɦɋʤɂ :˂Ỉȹ ɭ˄ɭɦɓ ɑɟɰɬ ɑˈɋʦɓ ɏʦʅ ɒɄʎʙʻɓʺ ʳȼɄɉɳʤɂ ʳʫ ʢᶚɩ ʪɄʊʯ ɐɬʻɟ ᵷʪɂɭɕɶʫ ɑʕɄʁᶡɄɇ ˂Ỉȹ ɭ˄ɭɦɓ ɒɄ˄ɭɦɕʤɂ ̱☿ 

ɯˈʖʱɓ ɑʬʊʯȵ ᵷɐɬʻᾒήɂ ɑʎɟɂɱʫʺ ʪɄʊʯ ɐɰɂɬȹ ɐɬʻᾒήɂ ɵɄɇɰɂɱʬɕ ʮɄʬʂʤ ɑˈʤɄʎʖʤɂ .ɑʫɂɭɕɵᶸʺ 

ɑˈᾒᾎʱᶽɂ ɑʱˈʍʺ :ɝɦɋʤɂ  ᴂʭɓ ʪɂɭɪɕɵɂ ɒɄʊɥᶚᶽɂ ɒᶚɇɄʚᶽɂʺ Ṕḛʑ ɑʬʊʱᶽɂ ɒɄʯɄˈɌɕɵᶸʺ ɑʬʊʱᶽɂ. ʭɓ ȲɄẛṥʯᶸ ʳʫ ɝˈʦɛɕʤɂ ˂Ịʍ 20 u 

ʳʫ ʮḛɋˈɡɕɶᶽɂ ʪɂɭɪɕɵɄɇ ɒᶚɇɄʚᶽɂ Ṕḛʑ ɑʬʊʱʫ. ʭɓ ʏ̌ɲ̒ɓ ɒɄʯɄˈɌɕɵɂ ˂Ịʍ 114 ɑɋˈɡɕɶʫ ɑʬɶʚʫ ˂Ỉȹ ɑəᶚə ᵷȲɂɳɟȵ ˍỘʺ: ᵷʳȼɄɉɳʤɂ 

ɐɰɂɬʐ Ʉˈʦʎʤɂ ʮḛʖʉʻᶽɂʺ. ɗʯɄʞʺ 62 uʳʫ ɬʺɬɱʤɂ ɑᾚήɄɽ ʪɄˈʚʦʤ ɑɵɂɰɭʤɄɇ. 

ɗʯɄʞʺ ɣȼɄɕʯ ɝɦɋʤɂ ˂Ịʍ ʨʠɺʤɂ :ˍỈɄɕʤɂ ˃ɬȸ˄ ʛˈɋʆɓ ʪɄʊʯ ɐɰɂɬȹ ɐɬʻᾒήɂ 

ü ʪɂɭɪɕɵɂ ʨʂʕᶻ ɬɰɂ̒ʬʦʤ ɐɬɄ̂ɲ̋ .ɑʤȲɄɶᶽɂ 

ü ʛˈʚɦɓ Ṕḙʝȵ  
ᴮ
ɄʙɄɶɔɂ ʔɂɭʶᶠʤ Ȳɂɬᶻʺ ʪɄʎʤɂ )ɑˈɟɄɕʯᶼ(. 

ü ɳˆɳʎɔ ɑʚɛʤɂ ☿̱ .ɑʝɱɺʤɂ 

ü ɳˆɳʎɔ Ʉʁɰ ʳȼɄɉɳʤɂ ʳʍ ʛˆɱʅ ɑˈɋʦɓ ɒɄɋʦʆɕʫ .ʳȼɄɉɳʤɂ 

ü ʨʂʖ˄ 80 uʳʫ ʳȼɄɉɳʤɂ ʨʫɄʎɕʤɂ ʏʫ ɒɄʞɱɺʤɂ ɑʦɽɄᾚήɂ ˂Ịʍ ɐɬɄʸɹ ɑʚɇɄʆᶽɂ ʏʫ ɑʖɽɂʻᶽɂ ɑˈɵɄˈʚʤɂ Aʤɂ ISO 9001:2015. 

ü ʮɄʞ ʼɭʤ ʳȼɄɉɳʤɂ ʮɄʬʁ ʨʬʍ ɭˈɟ ɂɮȹ ɗʯɄʞ ɑʝɱɺʤɂ ɑʦɽɄɥ ˂Ịʍ ɐɬɄʸɹ ISO. 

 

 

 

ɑɵɂɰɭʤɂ ɑʱʫɄɛʤɂ ɐɱɺʍ: )( 

ʔɭẛẄ ɝɦɋʤɂ :˂Ỉȹ ɭ˄ɭɦɓ Ṕḛəȶɓ ʪɄʊʯ ɐɰɂɬȹ ɐɬʻᾒήɂ ɯᴂʖɦ
ᴲ
ɂʑ ˂Ịʍ ʗˈʤɄʠɓ ʪɭʍ ʢɄɛɕʫᶸ ɱʫȵ ʪɄʶ ɑɋɶʲʤɄɇ ʨʠʤ ɑʬʊʱʫ ɒɭʬɕʍɂ ISO 

9001: 2015 ʳʫ ʨɟȵ ɳˆɳʎɔ ᵷʹɕˈʤɄʎʕ ʫr ʢᶚɩ Ṕḛʕʻɓ ɑ̍ʫɲɰɂ̒ɩ ʳʟʬ˄ ʳʫ Ʉʸʤᶚɩ ɑʬʊʱʬʦʤ ʮȵ ʏʂɓ ɒɂɱ˄ɭʚɓ ʛʦʎɕɓ ɑʬʶɄɶʬɇ 

ʪɄʊʱʤɂ ˍỈɄᾚήɂ ̱☿ ʃʖɩ ʵɯʶ ʗˈʤɄʠɕʤɂ. 
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ɑˈᾒᾎʱᶽɂ ɑʱˈʍʺ :ɝɦɋʤɂ  ᴂʭɓ ɤɂṔḘʙɂ ɑʍʻʬɡʫ ʳʫ ɒɂɱɹȸᶽɂ ɭɽɱʤ ʨȼɄɵʻʤɂ ὃỮʤɂ ʭɓ ɄʸʙɄʖʯȹ ɑˈɋʦɕʤ ɒɄɟɄˈɕɥɂ ʪɭʍ ɑʚɇɄʆᶽɂ ɐɭɋʟɕᶽɂ 

ˍ☿ ɒɂʻʱɶʤɂ ɑʚɇɄɶʤɂ ʛˈɋʆɕʤ ʯʪɄʊ ɐɰɂɬȹ ɐɬʻᾒήɂ ʵɭʎɊʺᵷ ɑʕɄʁᶡɄɇ ˂Ỉȹ ʇʆɪʫ ɭ˄ɭɦɕʤ ɒɂɰ̒ʕ̒ʤɂ ɑˈʚˈʚᾚήɂ ὃỮʤɂ Ʉẛṥʚʚɥ ɑʝɱɺʤɂ 

ʳʫ ʢᶚɩ ʨˈʦʚɓ ʗˈʤɄʠɕʤɂ ɑɵ̋ɰɭʑɂ ʪɂɭɪɕɵɄɇ ɒɂʺɬȵ ʪɄʊʱʤɂ. 

ɗʯɄʞʺ ɣȼɄɕʯ ɝɦɋʤɂ ˂Ịʍ ʨʠɺʤɂ :ˍỈɄɕʤɂ  

ü ʮȹ ɴɄˈʙ Ṕḛəȶɓ ʪɄʊʯ ɐɰɂɬȹ ɐɬʻᾒήɂ ʛɋʆᶽɂ ˂Ịʍ ʗˈʤɄʠɓ ʪɭʍ ɑʚɇɄʆᶽɂ ́ʤ ɑˈʬʶȵ ɐṔḛɋʝ ʨʠʤ ɑɶɵȸʫ ɝɦɋɓ ʳʍ ɐȲɄʖʟʤɂ.

ü ɱʕʻɓ ɑ̍ʫɲɰɂ̒ᾟήɂ ὃỮʤɂ ɗʬɓ Ʉẛṥɵɂɰɬ ɑˈʯɄʠʫȹ ɑɋʙɂɱʫ ɒɂṔḛˈʒɕʤɂ ὃỮʤɂ ɗəɭɥ ̱☿  ̓̒ɕɶʫ ʗˈʤɄʠɕʤɂ ɑɽɄᾟήɂ ʪɭʎɈ ɑʚɇɄʆᶽɂ 

ɑˈʦɩɂɭʤɂ ɑ̍ɟɰɄᾟήɂ̋ ɑʬɟɄʱʤɂ ʳʍ ʛˈɋʆɓ ʪɄʊʯ ɐɰɂɬȹ ɐɬʻᾒήɂ. 

ü ʳʟʬ˄ ʪɂɭɪɕɵɂ ɒɄʫʻʦʎᶽɂ ὃỮʤɂ ʭɓ  ʢ̒ɾᾚήɂ ɄẛṨʦʍ ɤɄɡʱɇ ʳʫ ʨɋGʙ ɐɰɂɬʐ ɂɄˈʦʎʤ ɑʝɱɺʦʤ Ȳɂɬᶟ ɒɂɱ˄ɭʚɓ ɑʚɥᶗ  ʢ̒ɥ ɐȲɄʖʝ 

ɑˈʤɄʎʕʺ ʪɄʊʱʤɂ .ɯʖʱᶽɂ 

ü ʪɄʊʯ ɐɰɂɬȹ ɐɬʻᾒήɂ ʹ˄ɭʤ ɐɰɭʚʤɂ ˂Ịʍ ʨˈʦʚɓ ʗˈʤɄʠɓ ʪɭʍ ᵷɑʚɇɄʆᶽɂ ʔɭẛẀ ɭ˄ɭɦɓ ɆɄɋɵȵ ᵷɄẛẂʺɭɥ ʇʚʕ ɂɮȹ ʭɓ ɯˈʖʱɓ 

ʛˈɋʆɓʺ ʪɄʊʱʤɂ ᵷɑˈʤɄʎʖɇ ˍỈɄɕʤɄɉʺ ʹᴂʯȺʕ ɂɮȹ ɒȶᾒή ɑʝɱɺʤɂ ˂Ỉȹ Aʤɂ ISO 9001: 2015 ʇʚʕ ʳʫ ɟȵʨ ɐɬɄʸɺʤɂᵷ ᶚʕ ʳʟʬ˄ ʏʙʻɓ 

ʮȵ ˃ɬȸ˄ ʪɄʊʱʤɂ ˂Ỉȹ ʃʖɩ Ṕḛɋʝ ̱☿ ʢɂʻʫᶻ ὃỮʤɂ ʭɕ˄ Ʉʸʕɱɽ ̱☿ ɂɯʶ ʵɄɡɓᶸ.  
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2.3 . ɿᾟίʫ ʢ̒ɥ ɂ ɰɭʤɂɒɄɵ :ɑʚɇɄɶʤɂ 

 ʢ̋ɭᾒήɂ3 æ 1 ʢ̒ɥ ɿᾟίʫ :ɒɄɵɂɰɭʤɂ ɑʚɇɄɶʤɂ 

ʮɂʻʱʍ  ɑɵɂɰɭʤɂ ɝɥɄɋʤɂ ʭɵɂ ɱɺʲʤɂ ʪɄʍ ɣȼɄɕʱʤɂ 

Analysis of the Impact of Standardized Quality Management System for the 

Improvement of Cooperation in the Supply Chain on the Basis of Small and Medium-

Sized Organization 

Dominik Zimon 2016 
ʤAɂ ɯ̍ʖɦɓ ᴂʮȹ ISO 9001:2015 ́ʤ Ṕḛəȶɓ ˌɊɄɡ˄ȹ ˂Ịʍ ʮḛɶɦɓ ʭʊʎʫ ɏʯɂʻᾒήɂ 

ɑʚʦʎɕᶽɂ ɭˈʅʻɕɇ ɒɄʙᶚʎʤɂ ʏʫ ʳ˄ɬɰ̒ʑɂ 

The Impact of Implementing Quality Management System (ISO 9001:2015) on the 

Job Performance of Employees at Najran University 
Rakha & Abouzid 2016 

ʨɛʬɕɓ ʼɭɥȹ ɒɄˈɽʻɕʤɂ ɑˈɶˉȼɱʤɂ ̱☿ ʛˈɋʆɕʤɂ ɭȼɄɶʤɂ ʪɄʊʱʤ ɐɰɂɬȹ ɐɬʻᾒήɂ 

)ISO 9001: 2015 (ˍ☿ ʏˈʬɟ ɒɂɰɂɬʐ ʪɄɶʙᶻʺ ̱☿ ɑʎʫɄɟ ʮɂɱɡʯ ʮɄʬʂʤ 

ʮḛɶɦɕʤɂ ɱʬɕɶᶽɂ Ȳɂɬᶠʤ ˌʖˈʉʻʤɂ ʮḛʖʉʻʬʦʤ 

Impact of Implementation of Standardized Quality Management Systems on the 

Functioning of Organizations in the Textile Industry 

Zimon & 

MalindĖ§k 
2017 

ü ʳʬʂɕɓ ɒɄɋʦʆɕᶽɂ ɑˈɵɄɵᶻ ɒɄɶɵȸᶽ ɣˈɶʲʤɂ ʆɕʤʛˈɋ ɑʬʊʯȵ ɐɰɂɬȹ 

ɐɬʻᾒήɂ ʨʫɂʻʍ ɑˈʦɩɂɬ ʭʸɶɔ ̱☿ ʮḛɶɦɓ ɐɰɂɬȹ ʳȼɄɉɳʤɂ ɒɄˈʦʬʍʺ ɐɰɂɬȹ 

.ʳȼɄɉɳʤɂ 

ü ɑʬʊʯȵ ɐɰɂɬȹ ɐɬʻᾒήɂ Ʉʸʤ ɑˈɵɄˈʚʤɂ Ṕḛəȶɓ Ṕḛɋʝ  
ᴮ
Ʉ̍Ɍɶh ʮḛɶɦɓ ˂Ịʍ 

ɒɄˈʦʬʎʤɂ ɑˈɶˉȼɱʤɂ ̱☿ ɒɄʞɱɺʤɂ 

The effectiveness of the ISO 9001:2015 quality management system and its 

influential critical factors in Greek manufacturing companies 
Psomas & Antony,  2015 

ʇʚʕ ʏʕɂɭʤɂ ˍỊɩɂɭʤɂ ᵷɑʝɱɺʦʤ ɒɄʬɵʺ ᵷɑʝɱɺʤɂ ɒɄʬɵʺ ʮḛʖʉʻᶽɂ Ʉʸʤ 

Ṕḛəȶɓ Ṕḛɋʝ ˂Ịʍ ɑˈʤɄʎʕ ʪɄʊʯ ɐɰɂɬȹ ɐɬʻᾒήɂ ISO 9001:2015 

Effectiveness of Quality Management System (QMS) on Construction Projects Neyestani,  2016 

ü ʮȵ ʪɄʊʯ ɐɰɂɬȹ ɐɬʻᾒήɂ ʳʟʬ˄ ʮȵ ɱəȸɓ ̱☿ ɏʤɄʒʤɂ ˂Ịʍ Ʉʁɰ ʳȼɄɉɳʤɂ . 

ü ʳʟʬ˄ ʮȵ ɱəȸ˄ ʪɄʊʯ ɐɰɂɬȹ ɐɬʻᾒήɂ ʨʠɺɈ ɱɹɄɋʫ Ṕḛʑʺ ɱɹɄɋʫ ˂Ịʍ 

ɑʖʦʠɕʤɂ .ɗʙʻʤɂʺ 

Integration of Quality Management System in the Malaysian Construction Industry 
Ngoh Kiew, Ismail 

& Mohd Yusof,  
2016 

 Aʤɂ ɐɬ̒ᾒήɂ ɐɰɂɬȹ ʪɄʊʯ ʛ̍ɋʆɓ ˃ɬȸ˄ISO 9001:2015 ʮḛɶɦɓ ˂Ỉȹ ɐɰ̒ɽ 

ᵷɑʝɱɺʤɂ ʮḛɶɦɓʺ ɐȲɄʖʝ ɑʝɱɺʤɂ ᵷɄẛẁɰɂɬ̋ ʨɥʺ ʗʎʁ ʨʞɄɺʫ  ˍ☿ ɐɬʻɟ

ɒɄˈʦʬʍ ȲɄʱɋʤɂ ᵷɑȾɹɄʱʤɂ ʃʖɩʺ ʗˈʤɄʠɓ ʨɺʖʤɂ ɱʅɄɪʫʺ ᵷɑ̍ʤ̋ȸɶʑɂ 
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ʮɂʻʱʍ  ɑɵɂɰɭʤɂ ɝɥɄɋʤɂ ʭɵɂ ɱɺʲʤɂ ʪɄʍ ɣȼɄɕʱʤɂ 

ȲɄʕʻʤɂʺ ᵷɑˈʫʻʠᾚήɂ ɒɄɋʦʆɕᶽɄɇ ɑˈɋʦɓʺ ɏʤɄʆʫ ẛẀɄᾚὛȵɄ  /ʳȼɄɉɳʤɂ 

A Study on Impact of ISO 9001:2015 QMS Certifications on Financial Performance: A 

Case Study on Bemco Hydraulics Ltd, Belagavi 

 

Khanai and 

Bharmanaikar,  
2017 

ü ɄBɦɶɦɓ Ʉ
ᴮ
ʉ̒ᾚίʫ ̱☿ ʨʫɂʻʎʤɂ ɑˈʦɩɂɭʤɂ ʨɛʫ ɐȲɄʖʝ ɑʝɱɺʤɂ Ȳɂɬᶻʺ ˍỈɄᶽɂ 

ɰɂɱʚɕɵᶸʺ ˍỈɄᶽɂ ɑˈɦɉɱʤɂʺ . 

ü ɗɖɋəȵ ɑɵɂɰɭʤɂ ʮȵ ʛˈɋʆɓ ɐɬɄʸɹ ʪɄʊʯ ɐɰɂɬȹ ɐɬʻᾒήɂ ISO 9001: 

2015 ʳʟʬ˄ ʮȵ ɱəȸ˄ ʨʠɺɈ Ṕḛɋʝ ˂Ịʍ Ȳɂɬᶻ ˍỈɄᶽɂ ˍỈɄʬɟᶼ ʢɄʬʍᶠʤ 

Effective service delivery through quality management system (QMS) in oil and gas 

servicing companies, a case study of selected firms, Port Harcourt 

Izionworu & 

Ukeame,  
2017 

ü ɏɌɶʤɂ ὃỲḳˉȼɱʤɂ ʛˈɋʆɕʤ ɒɄɵɰɄʬʫ ɐɰɂɬȹ ɐɬʻᾒήɂ ̱☿ ̒ʁ Ʉʁɱʤ ᵷʳȼɄɉɳʤɂ 

ü ʮȹ ɑʆɺʰᶻ ὃỮʤɂ  ˃̒ʆɦ˄ ɄẛṨʦʍ ɯˈʖʱɕʤɂ ʭˈʦɶʤɂ ʛˈɋʆɕʤɂʺ ɒɄɵɰɄʬʑ 

ˍỘ ɐɬʻᾒήɂ ɑ̍ʤ̋ȸɶʫ ʏˈʬɟ ȲɄʂʍᶻ ɑʬʊʱᶽɂ ˍ☿ ʮḛʦʫɄʎʤɂʺ. 

Effects of Quality Management Practices on Performance of Kenyan Universities 
Wanza, Ntale & 

Korir,  
2017 

ü  ᴂʮȹ ɑʝɰɄɺʫ ʗʉʻᶽɂ ̱☿ ɑʆɺʰȵ ɑʎʫɄᾒήɂ ʪɂṕḘʤɂʺ ɐɬɄˈʚʤɂ ʮḛɶɦɕʤɂʺ 

ɱʬɕɶᶽɂ ṕḛʝṔḘʤɂʺ  ʮ̒ɉɳʤɂ ˂Ịʍ Ʉʸʤ Ṕḛəȶɓ Ṕḛɋʝ ˂Ịʍ Ȳɂɬȵ  ɑʎʫɄᾒήɂ 

ü ɗɽʺȵ ɑɵɂɰɭʤɂ ɐɰ̋ɱʂɇ ʮȵ ʳʂɕɦɓ ɒɄʎʫɄᾒήɂ ɑʦʫɄʎʤɂ ̱☿ Ʉˈʲˈʝ 

ʪɄʊʯ ɐɰɂɬȹ ɐɬʻᾒήɂ ʮḛɶɦɕʤ Ʉẛṿɂɬȵ 

The Effects of Implementing Quality Management Systems (QMS) on the 

Performance of Parastatals in Zimbabwe - The Case of Zimbabwe Power Company 

(Munyati Station) 

Njobo,  2016 

ü ʪɄʊʯ Hʮȹ ɐɰɂɬȹ ʹʤ ɐɬʻᾒήɂ  
ᴮ
ɂṔḛəȶɓ  

ᴮ
Ʉ̍ɇɄɡ˄ȹ ɰɭʚɇ ʫɄ ˃ɬȸ˄ ˂Ỉȹ ʮḛɶɦɓ Ȳɂɬȵ 

.ʮḛʖʉʻᶽɂ 

ü ᶗ ʛʚɦɕɓ ʨʠɺɈ ʨʫɄʞ ɭȼɂʻʖʤɂ ɑɋɓṔḘᶽɂ ˂Ịʍ ɑʬʊʯȵ ɐɰɂɬȹ ɐɬʻᾒήɂ ᵷʨɛʫ 

Ʉʁɰ ʳȼɄɉɳʤɂ. 

ISO 9001 overall performance dimensions: an exploratory study 
Psomas & 

Pantouvakis 
2015 

ʮȹ ɬɄʎɈȵ Ȳɂɬᶻ ὃỮʤɂ ɷʟʎɔ ʏʕɄʱʫ ISO 9001 ɒɄʞɱɺʤ ɒɄʫɭᾟήɂ ɂɮɒ 

ɑʦɾʤɂ ɐɬʻɡɇ ɣɕʱᶽɂ  /ɑʫɭᾟήɂ Ȳɂɬᶻʺ ˍỊˈʒɺɖʤɂ ˍ♀ʻɶʤɂʺ ˍỈɄᶽɂʺ ʭɕ˄ 

ʛʚɦɕʤɂ Ʉẛṧʫ ɐʻʚɇ Ʉʸʬʍɬʺ ʳʫ ʢᶚɩ ɰɄʅᶼ ɤṔḘʚᶽɂ ̱☿ ɑɵɂɰɭʤɂ ɑˈʤɄᾚήɂ 

An integrated structural model of QMPs, QMS and firmês performance for 

competitive positioning in MSMEs 
Kharub & Sharma 2018 

 ɱəȸ˄ ᶗ ɐɬ̒ᾒήɂ ɐɰɂɬȹ ʪɄʊʯ ʮȵ rʫ ʭʑɱʤɂ ˂Ịʍ ́ʯȵ ˂Ỉȹ ʡʤɯʝ ɣȼɄɕɦʤɂ Ṕḛɺɔ

 ɱɹɄɋʫ Ṕḛʑ ʨʠɺɈ ʡʤɯɇ ʪʻʚ˄ ʹʯȺʕ ᵷɑˈɶʕɄʱɕʤɂ ɑˈʎʁʺ ˂Ịʍ ɱɹɄɋʫ ʨʠɺɈ

ɑʝɱɺʤɂ Ȳɂɬȵ ʮḛɶɦɓ ʛˆɱʅ ʳʍ 

Effects and Benefits from ISO Certification in Albanian Businesses Zoga & Pano 2016  ʛˈɋʆɓ ʇɋɓɱ˄ ɰɄˈʎʫISO  ɑˈʦɩɂɭʤɂ ʨʫɂʻʎʤɂ ʳʫ ɑɟɄᾚήɂ ɏɶɥ ɭʬɕɶᶽɂ
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ʮɂʻʱʍ  ɑɵɂɰɭʤɂ ɝɥɄɋʤɂ ʭɵɂ ɱɺʲʤɂ ʪɄʍ ɣȼɄɕʱʤɂ 

 ʪɭʍ ɒᶗɄɥ ʨ̍ʦʚɓ̋ ʗ̍ʤɄʠɕʤɂ ʃʖɩ̋ ʨ̍ʒɺɖʤɂ ʮḛɶɦɕɇ ὃỲḳ̄ȼɰ ʨʠɺɈ

ɑʚɇɄʆᶽɂ 

The effect of ISO 9001 implementation on the customer satisfaction of the 

engineering design services 

Hadidi, Assaf & 

Akrawi  
2017 

ʤɦɂ ɱyʊ
ᴲ
ɓ ɐɬɄʸɹ ʮȵ ɣȼɄɕISO 9001  ʮḛɶɦɓ ˂Ịʍ 

ᴮ
ᶚ̍ʤɬ 
ᴮ
Ʉʬȼɂɬ ɱyʊɓ ᶗ ɭʙ

ȼrɄɉɳʤɂ ȲɄʁɰ ɒɄ̂̒ɕɶʫ 

The Impact of ISO 9001 Quality Management System Implementation on 

Employees: A Case Study of Ministry of Civil Services in Oman 

Marhoobi & 

Balcioglu 
2018 

ʪɄʊʯ ɱɽɄʱʍ ɯˈʖʱɓ ɱəȸ˄  ɏʦɡ˄ ɑʬʊɦʫ ˃ȵ ̱☿ ʢɄʎʕ ʨʠɺɈ ɐɬ̒ᾒήɂ ɐɰɂɬȹ

Ȳɂɬᶻʺ ɑˈɟɄɕʯᶼ ˂Ỉȹ ˌɊɄɡ˄ᶼ Ṕḛˈʒɕʤɂ 

Certification Efficiency of Quality Management System in Metal - Processing Industry 

According to Standard ISO 9001 In The Republic of Croatia 

Tunjic, Kozina & 

Primorac 
2016 

ü ɓ.(ʮḛʦʬɕᾚᾇɂʺ ʮḛˈʤɄᾚήɂ) ʳȼɄɉɳʤɂ ʏʫ ɑʝɱɺʤɂ ʏʁʺ ʮḛɶɦ 

ü  ʏʁ̋ ʮḛɶɦɓ ˂Ịʍ̋ ɑ̍ɶʕɄɦɕʤɂ ɒɂɰɭʚʤɂ ɐɬɄ̂ɲ ˂Ịʍ ̩ɊɄɡ˄ȹ Ṕḛəȶɓ ́ʤ

ᵷʘ̒ɶʤɂ ̱☿ ɑʝɱɺʤɂ 

ü .rȼɄɉɳʤɂ Ʉʁɰ ɐɬɄ̂ɲ ˂Ịʍ ʨʬʎ˅ 

ü ɣɕʱᶽɂ ɐɬʻɟ ʮḛɶɦɓ 

Improved Productivity and Customer Satisfaction in Manufacturing through a 

Sustainable Quality System 

Monareng, 

Mulaba-Bafubiandi 

& Agwa-Ejon  

2016 
ü .(ɑ̍ɟɄɕʯʐ) ʪɄʎʤɂ Ȳɂɬz  ̋ʔɂɭʁf ʤ 

ᴮ
ɄʙɄɶɔɂ Ṕḙʝȵ ʛ̍ʚɦɓ 

ü ȼrɄɉɳʤɂ ɒɄɋʦʆɕʫ ɑ̍ɋʦɓ ʛ̂ɱʅ rʍ rȼɄɉɳʤɂ Ʉʁɰ ɳ̂ɳʎɔ 

Measuring the Impact of the Quality Management Systems on the Costs of Non-

Compliance 
Stoyanova,  2016 

 ́ʤ ɑʚɇɄʆʑɂ ʪɭʍ ʗ̍ʤɄʠɓ ˂Ịʍ ʛɋʆʑɂ ɐɬ̒ᾒήɂ ɐɰɂɬȹ ʪɄʊʯ Ṕḛəȶɓ ɴɄ̍ʙ ʮȹ

ɐȲɄʖʟʤɂ ʳʍ ɝɦɋɓ ɑɶɵȸʫ ʨʠʤ ɐṔḛɋʝ ɑˈʬʶȵ 
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3.3 . .ɑɵɂɰɭʤɂ ɻɯyʤ ɑʕɄʂʑɂ ɑʬ̍ʚʤɂ 

 ɴɄ̍ʚɇ ɗʫɄʙ Ʉẛẃȵ ɑʚɇɄɶʤɂ ɒɄɵɂɰɭʤɂ rʍ ɑ̍ʤɄᾚήɂ ɑɵɂɰɭʤɂ ʗʦɕɪɓʖɽɂ̒ʬʦʤ 
ᴮ
Ʉʎɋɓ ɐɬ̒ᾒήɂ ɐɰɂɬȹ ʪɄʊʯ ʛ̍ɋʆɓ ɱəȵ ɑˈʤʺɭʤɂ ɑˈɵɄˈʚʤɂ ɑ

 ᴬʤɂISO 9001:2015  ɐɰ̒ɽ ɑɵɂɰɭʤɂ ɻɯʁ ɱʕ̒ɓ Ʉʬʝ ᵷɑyɟ rʫ ̩Ƚɂ̋ɭʤɂ ʌɄʆʚʤɂ ̒ʁ  ̋ᶗȵ Ʉ̂ɰ̒ɵ ̱☿ ɑ̍ʍɄɦɾʤɂ ɒɄʍɄʆʚʤɂ ʭʁȵ ɭɥȵ ̱☿

ʡʤɮ̋ ́ɓɄȾʕ̋ Ʉyʍɂ̒ʯȵ ʗʦɕɪʬɇ ɑ̍ɟɰɄᾟήɂ̋ ɑ̍ʦɩɂɭʤɂ Ȳɂɬz ɒɂɱɹȸʫ rʫ ɑʍ̒ʬɡʫ ɑɵɂɰɬ ʢᶚɩ rʫ ɱəz ɂɯʁ rʍ ɑʦʫɄʠɕʫ  ɭʎɊʺ ʨɋʙ

ʪɄʊʯ ʛˈɋʆɓ  ɐɬ̒ᾒήɂ ɐɰɂɬȹISO 9001 ˂Ịʍ ʔɱʎɕʦʤ  ̋  ʪɄʊʱʤɂ ɂɯʶ ɑˈʤɄʎʕȵ ʵɱə.ʨʠʝ ɑʬʊʱᶽɂ ˂Ịʍ 
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4 .ʨɾʖʤɂ :ʏɈɂɱʤɂ ɑɵɂɰɭʤɂ ɑˈʯɂɭˈᶽɂ  

1.4 .ɑʫɭʚʫ 

ɗʦɩɬ ɒɄʞɱɹ ɑˆʺɬᶻ ɑɽɄᾟήɂ ˂Ỉȹ  ʘ̒ɶʤɂ ɑ̂ɰ̒ɶʤɂ ɑɇɄɡɕɵɂ ˍẻɶʤ ɑʫʻʠᾚήɂ Ṕḛʕʻɕʤ Ȳɂʺɭʤɂ ɰ˃̒ɶʤɂ ʏˈʬᾒή ɬɂɱʕȵ ʏʬɕᾒᾇɂ ɰɄʎɵȶɇ 

ɑʂʖɪʫ .ɐɬʻɟʺ  

ȵɭɉʺ ˄ʨɩɭ ʪʻʸʖʫ ɐɬʻᾒήɂ ˂Ỉȹ ɒɄʞɱɺʤɂ ɑˈȼɂʺɭʤɂ ʹˈʯɄʎʬɇ ɐṔḛɛʟʤɂ ɮȹ Ṕḛɺ˅ ˂Ỉȹ ɑʙɭʤɂ  ̋ ᴜɲɄˈɕʫ ̋ȵ ɑʚɇɄʆᶽɂ ɒɄɋʦʆɕᶽ  ʮ̒ɉɳʤɂ ˍỘʺ 

ɑʍʻʬɡʫ ʳʫ ɒɄʖɽɂʻᶽɂ ɑɽɄᾟήɂ ɑʫɭᾟήɄɇ ὃỮʤɂʺ ˌʆʒɔ ɐɰɭʚʤɂ ˂Ịʍ ȲɄʁɰȹ  ʮ̒ɉɳʤɂ Ʉʬʝ ̱Ộ ɆʺɄɡɓ ɱʬɕɶʫ ʏʫ ɒɄɟɄɥ  ʮ̒ɉɳʤɂ 

ʹɓɄɋʦʆɕʫʺ. 

ɭʎɔʺ ɑˈɡˈɓɂṔḘɵɂ ɐɬʻᾒήɂ ʳʫ ʭʶȵ ʨɩɂɭᶽɂ ɒɄˈɡˈɓɂṔḘɵᶸʺ ɑˈɶʕɄʱɕʤɂ ὃỮʤɂ ɗɦɋɽȵ Ʉʸʎɋɖɓ ɒɄʞɱɺʤɂ ɑˈȼɂʺɭʤɂ ̱☿ ʨʉ ɒɂṔḛʒɕᶽɂ 

ɑ˄ɬɄɾɕʙᶸ ᵷɑʱʶɂɱʤɂ ɐɬʻɡʕ ɑʫɭᾟήɂ ̱Ộ ɴɄɵȵ ɑʚə  ʮ̒ɉɳʤɂ ̱☿ ɑʍɄʱɽ ᶗ ʪʻʚɓ ᶗȹ ˂Ịʍ ɑʚɛʤɂ ɐɬʻɟʺ ɑʫɭᾟήɂ ὃỰɋɖɉʺ ɑʖɶʦʕ ɐɬʻᾒήɂ 

ʳʫ ʨɟȵ ɆɄɶɖʝɂ ɱˆʻʆɓʺ ɐɰɭʚʤɂ ɑˈɶʕɄʱɕʤɂ.  

ʮ ʺ ɒɄʞɱɺʤɂ ɑˈȼɂʺɭʤɂ Ʉẛṥˈɽʻɾɪɇ ɄẛṥˈɵɄɶɥʺ ɑʬɟɄʱʤɂ ʳʍ ɒɂṔḛəȶɕʤɂ ɑʬᾟὠʤɂ ɑˈɋʦɶʤɂʺ ɑʬɟɄʱʤɂ ʳʍ ȲɄʆɩᶻ ̱Ộ ɷʫȶɇ ɑɟɄᾚήɂ 

ʛˈɋʆɕʤ ɐɬʻᾒήɂ Ʉẛṥʬʊʯȶɇ ɄẛṤˈʤɄɵȵʺ Ʉẛẁɂʺɬȵʺ ὃỮʤɂʺ ɭʍɄɶɔ ˂Ịʍ ʔɄɺɖʝɂ ȲɄʆɩᶻ ̱☿ ɗʙʻʤɂ ɏɵɄʱᶽɂ ᵷɄẛṥᾒήɄʎᶽ ɏʱɡɓʺ Ʉʁɰɂɱʟɓ ɑʕɱʎʬɇ 

ɆɄɋɵᶻ ɑ̂ɰɯᾒήɂ ᵷȲɄʆɩf ʤ ɮɄɪɓɂʺ ʤɂʪɲᶚ ɑʤɂɲɟ ʵɯʶ ɆɄɋɵᶻ ʇɋʂɇ ʏˈʬɟ ɒɄˈʦʬʎʤɂ ɑˈʦɩɂɭʤɂ.  

Ʉʬʝ ʮȵ ɐɬʻᾒήɂ Ʉẛẁɂʺɬȵʺ ɄẛṤˈʤɄɵȵʺ ɭʍɄɶɔ ɒɄʞɱɺʤɂ ɑˈȼɂʺɭʤɂ ̱☿ ɱˆʻʆɓ ʮḛɶɦɓʺ Ʉẛṿɂɬȵ ʨʠɺɈ ᵷɱʬɕɶʫ ɂɯʶʺ  ˃ɰ̋ɱʁ ̱☿ ɑȾˉɋʤɂ 

ɑˈɶʕɄʱɕʤɂ ɑˈʤɄᾚήɂ ὃỮʤɂʺ ʳʫ  ɲɱɇȵ ɄẛẁɄʬɵ ˍẻɶʤɂ ʭȼɂɭʤɂ ʻɦʯ ʨʂʕᶻ.  

ˍỘʺ ɗɶˉʤ  
ᴮ
Ʉʫ̒yʖʫ ɱʊʱ˄ ̍ʤȹ ́ɐɭɥʻʞ ɐɭɥɂʺ Ʉẛṧʟʤʺ ʪʻʸʖʫ ɬɭʎɕʫ ɬɄʎɈᶻ ɏʯɂʻᾒήɂʺ ʵɯʶ ɬɄʎɈᶻ ὃỮʤɂ ɏɡ˄ Ʉẛṥʕɱʎʫ ᵷ

ᴮ
ᶗ̋ȵ ʭə ṕḛʝṔḘʤɂ 

ɄẛṨʦʍ Ʉẛṥɵɂɰɬ̋ Ʉʸʦˈʦɦɓʺ ʮɄʬʂʤ Ʉʶɱʕɂʻɓ ʨʠɺʤɄɇ Ɇʻʦʆᶽɂ ʛˈʚɦɕʤ ɑʫɭᾟήɂ ʨʂʕᶻ ɏʱɡɕʤ ʢɄʬʶȹ ˃ȵ ɭʎɈ ʳʫ ɬɄʎɈᶻ Ʉᶽ ɂɯʸʤ 

ʢɄʬʶᶼ ʳʫ ɒɂṔḛəȶɓ ɑˈɋʦɵ ɭʙ ɷʟʎʱɓ ̱☿ ɑ˄Ʉẛṧʤɂ ʍ˂Ị ɑʎʬɵ ɑʝɱɺʤɂ ɑˈȼɂʺɭʤɂ ʎyʁ̋ʺɄ ὃỲḳʕɄʱɕʤɂ.  

ɭʙʺ ʓʦɇ ɬɭʍ ɒɄʞɱɺʤɂ ɑˈȼɂʺɭʤɂ ɿɩɱᶽɂ Ʉʸʤ  ʮ̒ʯɄʬə̋ ɘᶚəɑʝɱɹ - ɑˈȼɄɾɥȹ ʪɄʍ 2010 ɑˈᾚὝʤɂ ɑˈȼɄɾɥᶼ ɐɱɺʲʤɂ) ᵷ2016ᵷ( 

ʌʻʱɖɓ ̱☿ ʭ˄ɭʚɓ ɑʕɄʞ ʔɄʱɽᶻ ɑˈȼɂʺɭʤɂ ˂Ịʍ ʗʦɕɪʫ ɄʸʤɄʠɹȵ ɑˈʯᶗɭˈɾʤɂ ɑˈɋʦɕʤ ɑɟɄɥ  ʘ̒ɶʤɂ ɑˈʆʒɔʺ ɑ
ᴴ
ʕɄʞ ɄɟɄˈɕɥɂɒ .ʳȼɄɉɳʤɂ   

 

2.4 .ɑᾚᾇ ʳʍ ɑʝɱɺʤɂ ʏʁʻʫ :ɑɵɂɰɭʤɂ  

ɗəɭɥȵ ɑˈȼɂʺɭʤɂ ɒɄʍɄʱɾʦʤ ɐɭɦɕᶽɂ ɑʝɱɹ ̱☿ ʪɄʍ 1988 ɑʝɱɺʝ ɑɾɾɪɕʫ ̱☿ ɑʍɄʱɽ ɬɂʻᶽɂ ɑˈȼɄˈʬˈʟʤɂ ɑʬʚʎᶽɂ ɐɱʸʆᶽɂʺ 

ɒɂɱʂɦɕɶʫʺ ʨˈʬɡɕʤɂ ɑʱˆɳʤɂʺ ʻɋʫɄɺʤɂʺ ɐɰɬ̒ɋʤɂ̋ ɸɄɺʤɂʺ ʭˈʚʎʤɂ Ɇɱɺᶽɂ ɒɂɬɄɾʤɄɇ .ɑˆʻˈᾚήɂ  

ʏʚɓ ɑʝɱɺʤɂ ̱☿ Ʉɦʫɑʊʕ ʗ̂ɰ ʛɺʫɬ ɭɕʬɓʺ ˂Ịʍ ˍỈɄʬɟȹ ɑɥɄɶᶽɂ ɑˈʚɇɄʆʤɂ ȲɄʱɋʦʤ ˍỈɂʻɥ )5000 m2( ʇˈɦ˄ ɄẛẀ ˍỈɂʻɥ )10 000 m2( 

ʳʫ ʛȼɂɭᾚήɂ ɑˈʲɇȵʺ ɒɄʫɭᾟήɂ .ɑʚᾚίᶽɂ  

ʨʬʎ˅ ̱☿ ɑʝɱɺʤɂ ˍỈɂʻɥ Ṕḙʝȵ ʳʫ ὃỮȾʫ ʨʫɄʍ ʭʸʬʊʎʫ ʳʫ ɑʤɬɄˈɾʤɂ ʮḛˈȼɄˈʬˈʟʤɂʺ ʮḛˈʱʖʤɂʺ ɑʕɄʁᶡɄɇ ˂Ỉȹ ʭʙɄʆʤɂ ˌʫᶚʍᶼ ʨɟʺ 

ʵɱɽɄʱʍ ʳʫ ȲɄɋʅᶻ .ɑʤɬɄˈɾʤɂʺ  
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ɣɕᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬʲɓ ɑʝɱᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬɺʤɂ Ʉᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬʫ ɭᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬˆɳ˄ ˂ᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬỊʍ ʮḛᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬɶʬɩ  
ᴮ
ɂɱAAAAAAAAAAAAAAᴬAAAAAAAAAAʂɦɕɶʫ ˍᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬ☿ ɄʸʫɄᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬɶʙȵ ɑᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬʖʦɕᾟᾇɂ ὃᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬỮʤɂʺ ʨʬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬɺɔ ˍᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬỊ˄ Ʉᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬᴬʫ: 

ʨȼɂʻɶʤɂ) æ ɒɄʬˆɱʟʤɂ æ ɐɰɬ̒ɋʤɂ æ ʻɋʫɄɺʤɂ æ ɸɄɺʤɂ ʭˈʚʎʤɂ æ ɒɄɩɄɪɋʤɂ æ .(ʢ̒ɶɌʟʤɂ 

ɭʬɕʎɔ ɑʝɱɺʤɂ ̱☿ ɒɄˈʦʬʍ ʏˈʲɾɕʤɂ ˂Ịʍ ɬɂʻᶽɂ ɑˈʤʺᶻ ɑʚɇɄʆᶽɂ ɒɄʖɽɂʻʬʦʤ ɑ̂ɰ̒ɕɵɭʤɂ  zɑˈʟˆɱʫ  ɰ̋zʺ ̋ɑˈɉ ˂Ịʍʺ ɘɭɥȵ ɒᶗᶺ 

ɑʯɄʚɕʤɂʺ ɐɭʱɖɶᶽɂ ̱☿ Ʉʸʦʬʍ ˂Ịʍ ʏɟɂɱʫ ɑˆʺɬᶻ ɑˈᶽɄʎʤɂ ɒɄʖɽɂʻᶽɂʺ ɑˈɵɄˈʚʤɂ ɑˈʤʺɭʤɂ .ɑˈʱʅʻʤɂʺ  

1. ɗʦɾɥ ɑʝɱɺʤɂ ʪɄʍ 1998 ˂Ịʍ ˌɔɬɄʸɹ GMP æ GLP ʮḛɓɰɬɄɾʤɂ ʳʫ ɐɰɂɲ̋ ɑᾚὝʤɂ ̱☿ ɑ̂ɰ̒yʬᾒήɂ ɑˈɉɱʎʤɂ .ɑ̂ɰ̒ɶʤɂ  

2. ɗʦɾɥ ɑʝɱɺʤɂ ʪɄʍ 2001 ˂Ịʍ Ʉʸɹɐɬ ʪɄʊʯ ɐɰɂɬȹ ɐɬʻᾒήɂ  
ᴮ
Ʉʚʕ̋ ɑʖɽɂʻʬʦʤ ɑˈɵɄˈʚʤɂ ɑˈʤʺɭʤɂ ISO 9001:2000. 

3. ɗʦɾɥ ɑʝɱɺʤɂ ʪɄʍ 2016 ˂Ịʍ ɐɬɄʸɹ ʪɄʊʯ ɐɰɂɬȹ ɐɬʻᾒήɂ  
ᴮ
Ʉʚʕ̋ ɑʖɽɂʻʬʦʤ ɑˈɵɄˈʚʤɂ ɑˈʤʺɭʤɂ ISO 9001:2015. 

4. ɗʦɾɥ ɑʝɱɺʤɂ ʪɄʍ 2016 ˂Ịʍ ɐɬɄʸɹ ʪɄʊʯ ɐɰɂɬʐ ɑˈȿˈɋʤɂ  
ᴮ
Ʉʚʕ̋ ɑʖɽɂʻʬʦʤ ɑˈɵɄˈʚʤɂ ɑˈʤʺɭʤɂ ISO 14001:2015 

ɐɬɄʸɹʺ ʪɄʊʯ ɑᾚὝʤɂ ɑʫᶚɶʤɂʺ ɑˈʱʸᶽɂ  
ᴮ
Ʉʚʕ̋ ɑʖɽɂʻʬʦʤ ɑˈɵɄˈʚʤɂ OHSAS 18001:2007.  

ɗʫɄʙ ɑʝɱɺʤɂ ȲɄɺʰȺɇ ʪɄʊʯ ɐɰɂɬȹ ɐɬʻᾒήɂ ʨʬɺɈ ɣʫɭʫ ʏʫ ʪɄʊʯ ɐɰɂɬȹ ɑȾˉɋʤɂ )ISO 14001:2015( ʪɄʊʯʺ ɑᾚHὝʤɂ ɑʫᶚHɶʤɂ̋ ɑˈʱʸᶽɂ 

)OHSAS 18001:2007( ʳʫ ʨɟȵ ʇɋʁ ᵷɄẛẁɄʅɄɺʰ ɝˈɥ ʨʬʎɔ ʨʠɺɊʺ ɱʬɕɶʫ ˂Ịʍ ʹʚˈɋʆɓ ʵɱˆʻʆɓʺ ɰɄʸʉᶡ Ʉẛẁɰɭʚʫ ˂Ịʍ ʭ˄ɭʚɓ 

ɣɕʱʫ ὃửʦ˄ ɒɄɋʦʆɕʫ  ʮ̒ɉɳʤɂ ɒɄɋʦʆɕᶽɂʺ ɑʬʉɄʱʤɂ ɑˈʯʻʯɄʚʤɂʺ ɑɛ˄ɭᾚήɂ ɑ̂ɰɄɶʤɂ̋  ʢ̒ʎʖʑɂ ʨʠɺɈ .ʭȼɂɬ 

ˍ☿ʺ ɄẛṨʎɵ Ɇ̋ȷɭʤɂ ɗʚʱɕʍɂ ɐɰɂɬȹ ɑʝɱɺʤɂ ɱʟʕ ɐɬʻᾒήɂ ɗ
ᴴ
ɋ̡ɓ̋ ɄẛṿɬɄɋʫ ɗʎɵʺ ̱☿ Ʉʶɱɺʰ ʳʬʁ ɑʝɱɺʤɂ ʛˈʚɦɕʤ ɑ̂ȷɰ ɑʝɱɺʤɂ 

Ʉʸʸɟʻɓʺ ᵷˍạˈɓɂṔḘɵᶸ ʡʤɯʤ ɗʎʁʺ ɐɰɂɬȹ ɑʝɱɺʤɂ ɑɵɄˈɵ ɐɬʻᾒήɂ ὃỮʤɂ ʨʠɺɔ  
ᴮ
ɂɰɄʅȹ ɑˈᾒᾎʱʬʦʤ ɑʎɋɕᶽɂ ̱☿ ɑʝɱɺʤɂ ̱☿ ʛˈʚɦɓ Ʉẛṥ˄Ʉʑ 

Ʉʬɇ ɏɵɄʱɖ˄ ʏʫ ɒɂṔḛʒɕᶽɂ ɑˈᶽɄʎʤɂ ὃỮʤɂ ɒȵɱʅ ˂Ịʍ  ʘ̒ɶʤɂ ὃḒʤɄʎʤɂ ʨɛʫ Ʉˈɟʻʤʻʱʟɕʤɂ ɑɛ˄ɭᾚήɂ ɐɰɂɬ̋ ɒɄʫʻʦʎᶽɂ ɑˈɶʕɄʱɕʤɂʺ ɐɰɂɬ̋ 

ʨɵᶚɵ ɬɂɭʫᶼ ɐɰɂɬ̋ ʅɄᾟᾇɂᵷɱ ʳʫ ʢᶚɩ ʏʁʺ ʔɂɭʶȵ ɐɬʻᾒίʤ ˂Ịʍ ɒɄˆʻɕɶʫ ɒɂɭɥ̋̋ ɑˈʬˈʊʱɓ ɑʖʦɕɪʫ ʳʫ ʨɟȵ ɭˈɥʻɓ ɬʻʸᾒήɂ 

ˍ☿  ʢ̒ɽ̒ʤɂ ˂Ỉȹ .˂ẽɕɋᶽɂ  

ɭʬɕʎɔ ɑʝɱɺʤɂ ʳʫ ʨɟȵ ʛˈʚɦɓ ʡʤɮ ˂Ịʍ ɒɂʺɬᶻ ὃỮʤɂ Ʉʶɱʕʻ˄ ʪɄʊʯ ɐɰɂɬȹ ɐɬʻᾒήɂ ὃỮʤɂʺ ʳʬʂɕɓ  Dʨʞ Ʉʬʫ :ˍỊ˄  

1- ɑʚʦɥ ʮḛɶɦɕʤɂ (ʓʱˈʬ˄ɬ) PDCA. 

2- Ṕḛʟʖɕʤɂ ὃỰɋᶽɂ ˂Ịʍ Ʉᾟᾇɂɱʅ ˃ɯʤɂʺ ʨʎɟ ʳʫ ɑʖɽɂʻᶽɂ ɑˈɵɄˈʚʤɂ ɑˈʤʺɭʤɂ ɐɭ˄ɭᾒήɂ ɑʤɄɦɇ ɐɂɬȵ ɑˈȼɄʙʺ ɑˈʙɄɋɖɵɂ  
ᴮ
ᶗɭɇ ʳʫ ʮȵ 

 ʮ̒ʠɓ ʢɄɦɇ ɬɰ .ʨʎʕ  

3.4 .ɑˈʤȳ ʛˈɋʆɓ ʪɄʊʯ  ɰɂɬȹ ɐɐɬʻᾒήɂ ̱┤ ɑʝɱɹ ɐɭɦɕᶽɂ ɒɄʍɄʱɾʦʤ :ɑ̍ȼɂ̋ɭʤɂ 

 
ᴮ
Ʉʙᶚʆʯɂ ʳʫ ɑɋʑɰ ʪɂṕḘʤɂʺ ɐɰɂɬʐ Ʉˈʦʎʤɂ ʛˈɋʆɕɇ ʪɄʊʯ ɐɰɂɬȹ ɐɬʻᾒήɂ ISO 9001 ̱☿  ɱɹɑʝ ɐɭɦɕᶽɂ ɒɄʍɄʱɾʦʤ ɑˈȼɂʺɭʤɂ ʡʤɮʺ  

ᴮ
Ʉ̍ʎɵ Ʉẛṧʫ 

˂Ỉȹ ʭ˄ɭʚɓ ʨʂʕȵ ɣɕʱʫ ɐȲɄʖʟɉʺ ɑˈʤɄʍ ˂Ỉ ʺ ɐɬɄ̂ɲ ɐɰɭʚʤɂ ɑˈɶʕɄʱɕʤɂ ̱☿  ʘ̒ɶʤɂ Ʉʬɇ ʛʕɂʻɕ˄ ʏʫ ɑɵɄˈɵ ɑʝɱɺʤɂ Ʉʸʸɟʻɓʺ ᵷˍạˈɓɂṔḘɵᶸ 

 ᴂʭɓ  ʢ̒ɾᾚήɂ ˂Ịʍ ɐɬɄʸɹ  ʏʫ ɑʚɇɄʆᶽɂʢɂ ɑʖɽɂʻʫISO 9001. 

ɝˈɥ ɒȵɰ ɐɰɂɬʐ Ʉˈʦʎʤɂ ̱☿ ʛˈɋʆɓ ʪɄʊʯ ɬȹɐɰɂ ɐɬʻᾒήɂ ISO 9001 ̱☿ ɑʝɱɺʤɂ  
ᴮ
Ʉɋʦʆɕʫ  

ᴮ
Ʉ̍ɵɄɵȵ ʛˈʚɦɕʤ ɤɄɡʱʤɂ  

ᴮ
ᶗ̒ɽ̋ ˂Ỉȹ ᵷṕḛʬɕʤɂ ὃ♫ʕ 

ʭʶɄɶɔ ̱☿ ɐɬɄ̂ɲ ɐȲɄʖʟʤɂ ɑˈɟɄɕʯᶼʺ ʛˈʚɦɓʺ Ʉʁɰ ʳȼɄɉɳʤɂ  
ᴮ
ɂɰ̒ʆɓ̋ ɬɰɂ̒ʬʦʤ ᵷɑˆɱɺɌʤɂ ɑʕɄʁᶡɄɇ ˂Ỉȹ ʮḛɶɦɓ ɒɄʫɭᾟήɂ ȲɄʚɓɰᴜ̋ ȲɂɬᶟɄɇ 

ɒɄɵɰɄʬʑɂ̋ ɑ̂ɰɂɬʐ ʇˈɶɌɓʺ ɒɂȲɂɱɟᶼ ɘɂɭɦɕɵɂʺ ɂʺɬȵɒ ɑˈʱʚɓ ɐɭ˄ɭɟ ɭʍɄɶɔ ˂Ịʍ ʭˈʊʱɓ ʢɄʬʍᶻ ʗˈʖɪɓʺ ʇʒʂʤɂ ʳʍ 
ʮḛʖʉʻᶽɂ ɐɬɄ̂ɲ̋ Ʉʁɱʤɂ ʳʍ Ȳɂɬȵ  ̋ɒɄɡɕʱʫ .ɑʝɱɺʤɂ 
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ʨʞ Ʉʫ ʛɋɵ ʨʎɡ˄ ʛˈɋʆɓ ʪɄʊʯ ɐɰɂɬȹ ɐɬʻᾒήɂ ɱʫȵ  ˃ɰ̋ɱʁ ʮᶟ ɑʬʊʯȵ ɏˈʤɄɵȵʺ ɐɬʻᾒήɂ ɭʍɄɶɔ ̱☿ ʛˈʚɦɓ ʨʂʕȵ ɒɄɡɕʱʫ ὃỲṌɱɓ 

ʳȼɄɉɳʤɂᵷ ὃửʦɓʺ Ṕḛʒɕʤɂ ʭȼɂɭʤɂ ɒɄɋʦʆɕᶽ ʳȼɄɉɳʤɂ ʏʫ ʁʇɋ ɒɄˈʦʬʎʤɂ ɑˈʦɩɂɭʤɂ ɏʱɡɕʤ ʨʞɄɺᶽɂ ᵷȲɄʆɩᶻʺ ɂɯʶʺ ̒ʁ Ʉʫ ɔ˂ẻɶ ʹˈʤȹ 

ɑʝɱɹ ɐɭɦɕᶽɂ ɒɄʍɄʱɾʦʤ ɑˈȼɂʺɭʤɂ 

 BȲɄɦɉ̋ ʹˈʦʍ ʭɓ ȲɄɺʰȹ ʭɶʙ ʨʚɕɶʫ ɐɬʻᾒίʤ ʏɋɖ˄ ɐɱɹɄɋʫ ɱ˄ɭʬʦʤ ὃỰʖʤɂ ʭɓʺ ʮḛˈʎɔ ɰɬɄʞ ʨʶȸʫ ɂɯʸʤ ʭɶʚʤɂ ʨʬɺ˅ ɑʤɬɄˈɽ ʮḛˈȼɄˈʬˈʝʺ 

ʳʫ  ˃̋ɮ ɐȲɄʖʟʤɂ ɐṔḗᾟήɂ ̱☿ ɡʫɄʢ .ɐɬʻᾒήɂ Ʉʬʝ ʭɓ ɭʙɄʎɕʤɂ ʏʫ ɰɄɺɖɶʫ Ạ̱ɰɄɩ ɐɬʻᾒίʤ ʭɓʺ ʨʬʎʤɂ ʳʫ ʭʸʦɋʙ ˂Ịʍ ɬɂɭʍȹ ɒɂȲɂɱɟȹ 
ɑʝɱɺʤɂ ɑʖʦɕᾟᾇɂ Ʉʬɇ ʛʕɂʻɕ˄ ʏʫ ʪɄʊʯ ɐɰɂɬȹ ɐɬʻᾒήɂ ISO 9001  ʮ̋ɄʎɕʤɄɇ ʏʫ Ȳɂɰɭʫ ʪɄɶʙᶻ  ̓ɱɩz ɭʎɈ ɭʝȶɕᴬʤɂ ʳʫ:  

V ʇɋʁ ʨʫɄʞ ɒɂȲɂɱɟᶼ ɒɄˈʦʬʎʤɂʺ ʨɩɂɬ .ɑʝɱɺʤɂ  

V ʛʕɂʻɓ ɒɂȲɂɱɟȹ ɒɄʬˈʦʎɔʺ ʨʬʎʤɂ ̱☿ ɋʤɂʡʱ ʏʫ ʭˈʫɄʎɕʤɂ ɑˈʦɩɂɭʤɂ ɒɂɰɂɱʚʤɂ̋ ʮḛʯɂʻʚʤɂʺ ɐɰɬɄɾʤɂ ʳʍ ɒɄʸᾒήɂ ɑˈȼɄɽʻʤɂ.  

V ɭˈɥʻɓ ɒɂȲɂɱɟᶼ ɑɽɄᾟήɂ ʨʬʎʤɄɇ. 

V ʗˆɱʎɔ ɑʕɄʞ ʮḛʖʉʻᶽɂ ̱☿ ɑʝɱɺʤɂ ɒɂȲɂɱɟȺɇ ʨʬʎʤɂ ɐɭʬɕʎᶽɂ.  

V ɭ˄ɭɦɓ ɒɄˈɥᶚɾʤɂ ɒɄ̍ʤ̋ȸɶʑɂ̋.  

V ʏ̌ɲ̒ɓ ʪɄʸᶽɂ Ʉyɥ̒ʁ̋ʺ.  

V ɭʝȶɕʤɂ ʳʫ ʛˈɋʆɓ ɒɂȲɂɱɟᶼ ʳʫ ʢᶚɩ ɑʎɟɂɱᶽɂ ʛˈʙɭɕʤɂʺ ˍỊɩɂɭʤɂ. 

4.4 .ɒɄʯɄˈɋʤɂ ʏʬɟ ʨˈʦɦɕʤɂʺ 

 ˂Ịʍ ɑɵɂɰɭʤɂ ɻɯyʤ ̱Ịʬʎʤɂ ȲɳᾒήɄɇ ɑʚʦʎɕʑɂ ɑ̍ʤ̋z ɒɄʯɄ̍ɋʤɂ ʏʬɟ ̱☿ ɝɥɄɋʤɂ ɭʬɕʍɂ ɑʝɱɺʤɄɇ ɑHɽɄᾟήɂ ɒᶚᾒὈʤɂ̋ ʛȼɄə̒ʤɂɰʁɄɋɕʍɄɇɄ 

ɑɵɂɰɭʦʤ ɑ̍ɶ̄ȼɰ ɐɂɬȵ ʪɄɶʙz Ȳɂɰɭʫ ʏʫ ʌɄʬɕɟᴜ ʭɓ AɑɇɄɟʐ ̱☿ ʭẛẃ̋Ʉʎɔ ɏʦ
ᴲ
ʅ̋ ɭʚɓʺ ɑʦȾɵᶻ ˂Ịʍ ὃỮʤɂ ɒᶚᾒὈʤɂʺ ʛȼɄəʻʤɂ ɑʕɄʞ ʭ˄

ɝɥɄɋʤɂ ɄʸɟɄɕɦ˄ ɑʱɵ ɒɭʬɕʍɂ ɭʙʺ ᵷ2015  ɑɦɵ ɒɭʬɕʍɂ Ʉʬɦ̄ɇ ᵷɐɬ̒ᾒήɂ ɐɰɂɬȹ ʪɄʊʯ ʛ̍ɋʆɓ ʨɋʙ ɑɵɂɰɭʦʤ ɑʦɛʬʑɂ ɑɦɶʤɄʞ2017 

ɐɬ̒ᾒήɂ ɐɰɂɬȹ ʪɄʊɦʤɂ ʛ̍ɋʆɓ ʨɋʙ ɑɵɂɰɭʦʤ ɑʦɛʬʑɂ ɑɦɶʤɄʞ . 

5.4 .:ɒɄʯɄˈɋʦʤ ɑˈȼɄɾɥᶼ ɑᾒήɄʎᶽɂ 

ɑʫɳᾚήɂ ɣʫɄʯɱɇ ɝɥɄɋʤɂ ʪɭɪɕɵɂ  ɑˈʍɄʬɕɟᶸ ʪʻʦʎʦʤ ɑˈȼɄɾɥᶼIBM Statistical Package for the Social Sciences (SPSS) v.24 

ɝˈɥ ɒɄʯɄˈɋʤɂ ɑᾒήɄʎᶽ ʨʞ ɏɶɥ (ɑʱˈʎʤɂ ɒɄɇɄɡɕɵɂ) ɒɄʯɄˈɋʤɂ ʓˇɱʖɕɇ ɝɥɄɋʤɂ ʪɄʙ  ᵷɑɵɂɰɭʤɂ ɰ̋Ʉɦʫ rʫ ɰ̒ɦʫʫɭɪɕɶ 
ᴮ
Ʉʫ  ȲɄɾɥᶼ

 ˌʖɽʻʤɂDescriptive Statistics ɂ ʇɵ̒ɕʑɂ ʭ̍ʙ ˂Ịʍ ʢ̒ɾᾚίʤ ˌɊɄɶᾚήMean Value  ˃ɰɄ̍ʎʑɂ ʔɂɱɦʯᴜ̋ Standard Deviation 

 ʢɄᾒᾇɂ ʭˈʙ ˂Ỉȹ ɑʕɄʁᶡɄɇRange ʪɂɭɪɕɵɂ ʭɓ Ʉʬʝ ᵷ ɰɄɋɕɩɂPaired Sample Test for Mean ɐɬ̒ᾒήɂ ɐɰɂɬȹ ʪɄʊʯ ʛ̍ɋʆɓ ɭʎɊ̋ ʨɋʙ 

ISO 9001 . 

6.4 .:ɑ̍ɵɄɵz ɑɵɂɰɭʤɂ ɰ̋Ʉɦʫ ɒɄʯɄ̍ɇ ʨ̍ʦɦɓ 

 ɣȼɄɕʯ ʨˈʦɦɓ ʔɭẛẄ ʭˈʙɑɵɂɰɭʤɂ ɑɦ̍ʍ  ɐɰ̒ɽ ɯɩɜ ɑ̍ɵɄɵz ɑˈʤɄʎʕ ʼɭʫ ʳʍʪɄʊʯ ʛˈɋʆɓ  ɐɬ̒ᾒήɂ ɐɰɂɬȹISO 9001  ʳʫ ʭɕ˄ ὃỮʤɂʺ

 ʳʫ ʨʞ ɑˈʬʶȵ ˂Ịʍ ʔʻʙʻʤɂ Ʉʸʤᶚɩ ɑˈɶˉȼɱʤɂ Ȳɂɬᶻ ɒɂɱɹȸʫ ʳʫ ɱɹȸʫ ɒɬɰ̋ ὃỮʤɂ 
ᴮ
ɄʚɇɄɵ ʛʕɂʻɓ ʼɭʫʺ ᵷ ᵷɣȼɄɕʱʤɂ ʵɯʶ Ȳɂɱɟȹ ʭɓ ɭʚʕ

 ̋  ᵷˌɊɄɶᾚήɂ ʇɵʻɕᶽɂ ɬɄʬɕʍɄɇ ˌʖɽʻʤɂ ʨˈʦɦɕʤɂ ɣȼɄɕʱʤ ʪɄʍ ʀɂɱʎɕɵɂʳ˄Ʉɋɓ ̋ȵ ʛʕɂ̒ɓ ɑɟɰɬ ɑʕɱʎʑ ˃ɰɄ̍ʎʑɂ ʔɂɱɦʯᴜ ʡʤɯʝ  ʭˈʙ

 rʫ ʨʞ ɻɄɡɓ ɑɵɂɰɭʤɂ ɑɦ̍ʍ ɰ̋Ʉɦʫɐɬ̒ᾒήɂ ɐɰɂɬȹ ʪɄʊʯ ʛ̍ɋʆɓ ʨɋʙ ɑɵɂɰɭʤɂ ISO 9001  ɐɬ̒ᾒήɂ ɐɰɂɬȹ ʪɄʊʯ ʛ̍ɋʆɓ ɭʎɊ̋ISO 9001 

 ˍ☿ ɑˈȼɂʺɭʤɂ ɒɄʍɄʱɾʦʤ ɐɭɦɕᶽɂ ɑʝɱɹɗʯɄʞʺ ˌɔᶺ ʻɦʱʤɂ ˂Ịʍ ʨˈʦɦɕʤɂ ɑʦˈɾɥ : 
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1.6.4 . ɐɬ̒ɟ ɰ̒ɦʫ ɣɕʱᶽɂ 

1.1.6.4.  ̋  ɣɕʱᶽɂ ɐɬʻɟ ȲɂɬȵɒɄʖɽɂʻᶽɂ ʏʫ ɣɕʱᶽɂ ɑʚɇɄʆʫ:  ɱɹȸʬʝ ɑʤɄʎʖʤɂ ɐɬɄᶽɂ ṕḛʝɂɱɓ ʇɵʻɕʫ ˂Ịʍ ɝɥɄɋʤɂ ɭʬɕʍɂʺ

:̱ỈɄɕʤɄʞ ɣȼɄɕɦʤɂ ɗʯɄʞ̋ ɰ̒ᾚᾇɂ ɂɯʁ ɴɄ̍ʚʤ ὃỲḳ̄ȼɰ 
 ʢ̋ɭᾒήɂ4 æ 1 : ̋  ɣɕʱᶽɂ ɐɬʻɟ Ȳɂɬᶟ ɑˈȼɄɾɥᶼ ɒᶗᶗɭʤɂʫ ʪɄʊʯ ʛˈɋʆɓ ʨɋʙ ɒɄʖɽɂʻʬʦʤ ɣɕʱᶽɂ ɑʚɇɄʆISO 9001:2015 ʵɭʎɊʺ 

ɱʸɺʤɂ 
ʪɄʊʱʤɂ ʛˈɋʆɓ ʨɋʙ ʪɄʊʱʤɂ ʛˈɋʆɓ ɭʎɈ 

ʇɵʻɕᶽɂ  ˃ɰɄ̍ʎʑɂ ʔɂɱɦʯᴜ ʇɵʻɕᶽɂ  ˃ɰɄ̍ʎʑɂ ʔɂɱɦʯᴜ 

ˌhɄɛʤɂ ʮ̒ʯɄʞ 101.52 4.13 99.11 3.96 

ʄɄɋɹ 102.58 5.67 100.40 3.35 

ɰɂɮȳ 100.11 5.99 100.47 3.12 

ʮɄɶˉʯ 102.47 5.65 100.92 1.57 

ɰɄ˄ȵ 104.92 3.95 101.10 1.92 

ʮɂɱˆɳɥ 102.14 5.23 101.58 1.79 

 ɲ̒ʬɓ 104.14 6.09 95.77 2.12 

Ɇȳ 102.16 6.04 100.18 1.17 

 ʢ̒ʦ˄ȵ 102.99 4.80 101.08 1.55 

 ʢ̋z  r̂ɱɺɔ 106.11 4.30 100.68 2.45 

ˌʰɄɛʤɂ ʳˆɱɺɔ 101.73 6.19 101.98 6.87 

 ʮ̒ʯɄʞ  ʢ̋z 105.01 6.25 99.53 2.33 

ʇɵʻɕᶽɂ 102.99  100.23  

 ɑʤɂɭʤɂt 10.063 

ɑˈȼɄɾɥᶼ ɑʤᶗɭʤɂ 0.000 
 

ʨɋʙ ʛˈɋʆɓ ʪɄʊʯ ɐɰɂɬȹ ɐɬʻᾒήɂ ISO 9001 ʮḛɋ˄ ʭˈˈʚɓ  ɣɕʱᶽɂ ɐɬʻɟ ˂Ịʍ ɬɄʬɕʍᶗɄɇ ɒɄʖɽɂʻʬʦʤ ɣɕʱᶽɂ ɑʚɇɄʆʫʺ ɑʤɄʎʖʤɂ ɐɬɄᶽɂ ṕḛʝɱɓ

 ɑˈȼɂʺɭʤɂ ʇɵʻɕʫ ʮȵ ɑʤɄʎʖʤɂ ɐɬɄᶽɂ ṕḛʝɂɱɓʢᶚɩ ɱʸɹᶻ ̒ʁ )102.99 .(ɭʎɊʺ ʛˈɋʆɓ ʪɄʊʯ ɐɰɂɬȹ ήɂɐɬʻᾒ ISO 9001 ɭɡʯ  ᴂʮȵ 

 ʇɵʻɕʫ ɑʤɄʎʖʤɂ ɐɬɄᶽɂ ṕḛʝɂɱɓʢᶚɩ ɱʸɹᶻ ̒ʁ )100.23 (ɑʬˈʙʺ ɱɹȸʫ ɰɄɋɕɩᶸ t ̱Ộ )10.063 ( ̓̒ɕɶʑ ɑʤᶗɭʤɂ ɑˈɇɄɶᾚήɂ )0.000 (

ˍỘʺ  ɱʒɽȵʳʫ ɑˈɵɄˈʚʤɂ Ʉʬʫ ʢɭ˄ ˂Ịʍ ɬʻɟʺ  ʘɰɄʕ  ˃ɱʁ̒ɟ ʮḛɇ  ʇɵʻɕʫ ɱɓ ɱʸɹᶻ ʢᶚɩ ɑʤɄʎʖʤɂ ɐɬɄᶽɂ ṕḛʝɂ ɒɄɡɕʱᶽɂ ˍ☿ὃỮʤɂ ʸɡɕʲɓɄ 

ɑʝɱɺʤɂ ʨɋʙ ʛˈɋʆɓ ʪɄʊʱʤɂ ʵɭʎɊʺ. 

2.1.6.4. ɑʚɶɖʫ ɒɄɡɕʱʫ:  ˂Ịʍ ɝɥɄɋʤɂ ɭʬɕʍɂʺʤ ˃ɰɄ̍ʎʑɂ ʔɂɱɦʯᴜ ɰ̒ᾚᾇɂ ɂɯʁ ɴɄ̍ʚʤ ὃỲḳ̄ȼɰ ɱɹȸʬʝ ɑʤɄʎʖʤɂ ɐɬɄʑɂ ṕḛʝɂṔḘ

:ˍỈɄɕʤɄʞ ɣȼɄɕʱʤɂ ɗʯɄʞʺ 

 ʢ̋ɭᾒήɂ4 æ 2:  ɐɬ̒ᾒήɂ ɐɰɂɬȹ ʪɄʊʯ ʛ̍ɋʆɓ ʨɋʙ ɒɄɡɕɦʑɂ ɑ̍ʙɄɶɔᶗ ɑ̍ȼɄɾɥʐ ɒᶗᶗɭʤɂISO 9001:2015 ʵɭʎɊʺ 

ɱʸɺʤɂ 
ʪɄʊʱʤɂ ʛˈɋʆɓ ʨɋʙ ʪɄʊʱʤɂ ʛˈɋʆɓ ɭʎɈ 

ʇɵʻɕᶽɂ  ˃ɰɄ̍ʎʑɂ ʔɂɱɦʯᴜ ʇɵʻɕᶽɂ  ˃ɰɄ̍ʎʑɂ ʔɂɱɦʯᴜ 
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ˌhɄɛʤɂ ʮ̒ʯɄʞ 101.52 4.13 99.11 3.96 

ʄɄɋɹ 102.58 5.67 100.40 3.35 

ɰɂɮȳ 100.11 5.99 100.47 3.12 

ʮɄɶˉʯ 102.47 5.65 100.92 1.57 

ɰɄ˄ȵ 104.92 3.95 101.10 1.92 

 ɳɥʮɂɱˆ 102.14 5.23 101.58 1.79 

 ɲ̒ʬɓ 104.14 6.09 95.77 2.12 

Ɇȳ 102.16 6.04 100.18 1.17 

 ʢ̒ʦ˄ȵ 102.99 4.80 101.08 1.55 

 ʢ̋z  r̂ɱɺɔ 106.11 4.30 100.68 2.45 

ˌʰɄɛʤɂ ʳˆɱɺɔ 101.73 6.19 101.98 6.87 

 ʮ̒ʯɄʞ  ʢ̋z 105.01 6.25 99.53 2.33 

ʇɵʻɕᶽɂ  5.35  2.68 

ɑʤɂɭʤɂ t 8.338 

ɑˈȼɄɾɥᶼ ɑʤᶗɭʤɂ 0.000 

 

 ʨʠɺʤɂ4 æ 1 : ʇʆɪʫ ɑʤɄʎʖʤɂ ɬɄʑɂ ṕḛʝɂṔḘʤ ɑ̂ɰɄ̍ʎʑɂ ɒɄʕɂɱɦʯᴜ ʇɵ̒ɕʫ- 2015 
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 ʨʠɺʤɂ4 æ 2 :ʫʇʆɪ  ɑʤɄʎʖʤɂ ɬɄʑɂ ṕḛʝɂṔḘʤ ɑ̂ɰɄ̍ʎʑɂ ɒɄʕɂɱɦʯᴜ ʇɵ̒ɕʫ- 2017 

ʨɋʙ ʛˈɋʆɓ ʪɄʊʯ ɐɰɂɬȹ ɐɬʻᾒήɂ ISO 9001 ʮḛɋ˄ ʭˈˈʚɓ  ɣɕʱᶽɂ ɐɬʻɟʳʫ ɝˈɥ ʚɓʭ˄ɭ ɑʝɱɺʤɂ ɒɄɡɕʱᶽ ʚɶɖʫɑ ʮȵ ʇɵʻɕʫ 

ɒɄʕɂɱɦʯᶸ ɑ̂ɰɄ̍ʎʑɂ ṕḛʝɂṔḘʤ ɐɬɄᶽɂ ɑʤɄʎʖʤɂ ʢᶚɩ ɱʸɹᶻ ̒ʁ )5.35 .(ɭʎɊʺ ʛˈɋʆɓ ʪɄʊʯ ɐɰɂɬȹ ɐɬʻᾒήɂ ISO 9001 ɭɡʯ  ᴂʮȵ ʇɵʻɕʫ 

ɒɄʕɂɱɦʯᶸ ɑ̂ɰɄ̍ʎʑɂ ṕḛʝɂṔḘʤ ɐɬɄᶽɂ ɑʤɄʎʖʤɂ ʢᶚɩ ɱʸɹᶻ ̒ʁ )2.68 (ɑʬˈʙʺ ɱɹȸʫ ɰɄɋɕɩᶸ t ̱Ộ )8.338 (ɶᶽ ̓̒ɕ ɑʤᶗɭʤɂ ɑˈɇɄɶᾚήɂ 

)0.000 (ˍỘʺ  ɱʒɽȵʳʫ ɑˈɵɄˈʚʤɂ Ʉʬʫ ʢɭ˄ ˂Ịʍ ɬʻɟʺ  ʘɰɄʕ  ˃ɱʁ̒ɟ ʮḛɇ ʇɵʻɕʫ ɒɄʕɂɱɦʯᶸ ɑ̂ɰɄ̍ʎʑɂ ṕḛʝɂṔḘʤ ɐɬɄᶽɂ ɑʤɄʎʖʤɂ  ˍ☿

 ɒɄɡɕʱᶽɂὃỮʤɂ Ʉʸɡɕʲɓ ɑʝɱɺʤɂ ʨɋʙ ʛˈɋʆɓ ʪɄʊʱʤɂ ʵɭʎɊʺ. 

2.6.4 .:̱Ị̍ʒɺɖʤɂ Ȳɂɬz ɰ̒ɦʫ 

1.2.6.4 . :ɑʝɱɺʤɂ ɑˈɟɄɕʯȹʍ ɝɥɄɋʤɂ ɭʬɕʍɂʺ ˂Ịɑɵɂɰɭʤɂ ɐṔḘʕ ʢᶚɩ ɑʎɦɾʑɂ ɒɄɡɕɦʑɂ ɑ̍ʬʝ̋ ɒɂṔḛʂɦɕʤɂ ɬɭʍ 

:̱ỈɄɕʤɄʞ ɣȼɄɕɦʤɂ ɗʯɄʞ̋ ɰ̒ᾚᾇɂ ɂɯʁ ɴɄ̍ʚʤ ὃỲḳ̄ȼɰ ɱɹȸʬʝ  

 ʢ̋ɭᾒήɂ4 æ 3 : ɑˈȼɄɾɥᶼ ɒᶗᶗɭʤɂɑˈɟɄɕʯᶡ ɑʝɱɺʤɂ  ɐɬ̒ᾒήɂ ɐɰɂɬȹ ʪɄʊʯ ʛ̍ɋʆɓ ʨɋʙISO 9001:2015 ʵɭʎɊʺ 

ɱʸɺʤɂ 
ʪɄʊʱʤɂ ʛˈɋʆɓ ʨɋʙ ʪɄʊʱʤɂ ʛˈɋʆɓ ɭʎɈ 

ʤɂ ɬɭʍɒɂṔḛʂɦɕ ɒɄɡɕʱᶽɂ ɑˈʬʝ ɒɂṔḛʂɦɕʤɂ ɬɭʍ ɒɄɡɕʱᶽɂ ɑˈʬʝ 

ˌhɄɛʤɂ ʮ̒ʯɄʞ 22 139995 18 85010 

ʄɄɋɹ 43 320583 14 31169.5 

ɰɂɮȳ 45 343227 24 193223 

ʮɄɶˉʯ 20 89956 22 68537 

ɰɄ˄ȵ 20 117182 22 107710 

ʮɂɱˆɳɥ 21 195207 13 111982 

 ɲ̒ʬɓ 12 30632 21 101239 

Ɇȳ 14 137985 20 92293 

 ʢ̒ʦ˄ȵ 25 174716 11 109983 

 ʢ̋z  r̂ɱɺɔ 18 157743 28 193203 
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ˌʰɄɛʤɂ ʳˆɱɺɔ 28 139749 35 160222 

 ʮ̒ʯɄʞ  ʢ̋z 19 185494 11 72573 

ʇɵʻɕᶽɂ 23.92 169372.41 19.92 110595.37 

ɒɂṔḛʂɦɕʤɂ ɬɭʍ ɒɄɡɕʱᶽɂ ɑˈʬʝ 

 ɑʤɂɭʤɂt 1.113  ɑʤɂɭʤɂt 2.125 

ɑˈȼɄɾɥᶼ ɑʤᶗɭʤɂ 0.289 ɑˈȼɄɾɥᶼ ɑʤᶗɭʤɂ 0.057 

 ɐɬ̒ᾒήɂ ɐɰɂɬȹ ʪɄʊʯ ʛ̍ɋʆɓ ʨɋʙISO 9001  ʮḛɋ˄ʭˈˈʚɓ  ˍỊˈʒɺɖʤɂ Ȳɂɬᶻ ɝˈɥ ʳʫ 
ᴮ
Ʉʎɋɓ ɑʝɱɺʤɂ ɑ̍ɟɄɕʯȹ ʤ ὃỮʤɂ ɒɂṔḛʂɦɕʤɂ ɬɭʎ

 ɑʝɱɺʤɂ Ʉʸɡɕʲɓ ʇɵʻɕʫ ʮȵ ɒɂṔḛʂɦɕʤɂ ɬɭʍ) ʻʶ ɱʸɹᶻ ʢᶚɩ23.92(. ɐɰɂɬȹ ʪɄʊʯ ʛ̍ɋʆɓ ɭʎɊ̋  ɐɬʻᾒήɂISO 9001 ɭɡʯ  ᴂʮȵ

 ʇɵʻɕʫɭʍ ɒɂṔḛʂɦɕʤɂ ɬ) ʻʶ ɱʸɹᶻ ʢᶚɩ19.92( ɋɕɩᶸ ɱɹȸʫ ɑʬˈʙʺ ɰɄt ) ˍỘ1.113 ( ɑ̍ɇɄɶᾚήɂ ɑʤᶗɭʤɂ ̓̒ɕɶʑ)0.289(  ˍỘʺ

 ʳʫ Ṕḗʝȵ ˂Ịʍ ʢɭ˄ Ʉʬʫ ɑˈɵɄˈʚʤɂ ʪɭʍ ʇɵ̒ɕʫ ʮḛɇ ˃ɱʁ̒ɟ ʘɰɄʕ ɬ̒ɟ̋ ʪɄʊʱʤɂ ʛˈɋʆɓ ʨɋʙ ɑʝɱɺʤɂ Ʉʸɡɕʲɓ ὃỮʤɂ ɒɂṔḛʂɦɕʤɂ ɬɭʍ

.ʵɭʎɊʺ 

 ɐɬ̒ᾒήɂ ɐɰɂɬȹ ʪɄʊʯ ʛ̍ɋʆɓ ʨɋʙISO 9001  ʮḛɋ˄ʭˈˈʚɓ  ˍỊˈʒɺɖʤɂ Ȳɂɬᶻ ɝˈɥ ʳʫ 
ᴮ
Ʉʎɋɓ ɑʝɱɺʤɂ ɑ̍ɟɄɕʯȹ ʤ ɒɄɡɕʱᶽɂ ɑˈʬʟ Ʉʸɡɕʲɓ ὃỮʤɂ

 ɑʝɱɺʤɂ ʇɵʻɕʫ ʮȵ ɒɄɡɕʱᶽɂ ɑˈʬʝ) ʻʶ ɱʸɹᶻ ʢᶚɩ169372.41(. ɐɰɂɬȹ ʪɄʊʯ ʛ̍ɋʆɓ ɭʎɊ̋  ɐɬʻᾒήɂISO 9001 ɭɡʯ  ᴂʮȵ ʇɵʻɕʫ

 ɒɄɡɕʱᶽɂ ɑˈʬʝ) ʻʶ ɱʸɹᶻ ʢᶚɩ110595.37( ɋɕɩᶸ ɱɹȸʫ ɑʬˈʙʺ ɰɄt ) ˍỘ2.125 ( ɑ̍ɇɄɶᾚήɂ ɑʤᶗɭʤɂ ̓̒ɕɶʑ)0.057(  Ṕḗʝȵ ˍỘʺ

 ʳʫ ˂Ịʍ ʢɭ˄ Ʉʬʫ ɑˈɵɄˈʚʤɂ ʪɭʍ ʇɵ̒ɕʫ ʮḛɇ ˃ɱʁ̒ɟ ʘɰɄʕ ɬ̒ɟ̋ ɒɄɡɕʱᶽɂ ɑˈʬʝ.ʵɭʎɊʺ ʪɄʊʱʤɂ ʛˈɋʆɓ ʨɋʙ ɑʝɱɺʤɂ Ʉʸɡɕʲɓ ὃỮʤɂ 

2.2.6.4 . ̓̋ɭɟ  :ɑʝɱɺʤɂ ˂Ịʍ ɝɥɄɋʤɂ ɭʬɕʍɂʺ ɞɄɕʯᶼ ʄʻʆɩ ʨˈʒɺɔ ɑʖʦʞ) ɑˈʤɄɕʤɂ ʨʫɂʻʎʤɂ ʢɄɩɬȹæ ʖʦʞ ɬɂʻᶽɂ ɑ

 ɑˈʤʺᶻæ  ɑʦʫɄʎʤɂ ɭˈʤɂ ɑʖʦʞæ  ɑʖʦʞ(ʳˆɳɪɕʤɂ  ɑʝɱɺʤɂ ̓̋ɭɟ ɆɄɶᾚή ɂɯʁ ɴɄ̍ʚʤ ὃỲḳ̄ȼɰ ɱɹȸʬʝ ɑɵɂɰɭʤɂ ɐṔḘʕ ʢᶚɩ

Ỉ̱ɄɕʤɄʞ ɣȼɄɕɦʤɂ ɗʯɄʞ̋ ɰ̒ᾚᾇɂ: 

 ʢ̋ɭᾒήɂ4 æ 4 : ɑˈȼɄɾɥᶼ ɒᶗᶗɭʤɂɑʝɱɺʤɂ ̓̋ɭᾒή  ɐɬ̒ᾒήɂ ɐɰɂɬȹ ʪɄʊʯ ʛ̍ɋʆɓ ʨɋʙISO 9001:2015 ʵɭʎɊʺ 

ɱʸɺʤɂ 
Ʉʊʱʤɂ ʛˈɋʆɓ ʨɋʙʪ 

(%) 

ʪɄʊʱʤɂ ʛˈɋʆɓ ɭʎɈ 

(%) 

ˌhɄɛʤɂ ʮ̒ʯɄʞ 30.09 45.9 

ʄɄɋɹ 21.65 40.4 

ɰɂɮȳ 13.65 114.1 

ʮɄɶˉʯ 43.5 26.7 

ɰɄ˄ȵ 40.1 40.4 

ʮɂɱˆɳɥ 25.8 16.58 

 ɲ̒ʬɓ 31.9 33 

Ɇȳ 24.62 26.2 

 ʢ̒ʦ˄ȵ 30.2 30.5 

 ʢ̋z  r̂ɱɺɔ 35.8 39.2 
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ˌʰɄɛʤɂ ʳˆɱɺɔ 22.63 20 

 ʮ̒ʯɄʞ  ʢ̋z 16.51 18.9 

ʇɵʻɕᶽɂ 28.03 37.65 

 ɑʤɂɭʤɂt 1.106 

ɑˈȼɄɾɥᶼ ɑʤᶗɭʤɂ 0.03 

 ɐɬ̒ᾒήɂ ɐɰɂɬȹ ʪɄʊʯ ʛ̍ɋʆɓ ʨɋʙISO 9001  ʮḛɋ˄ʭˈˈʚɓ  ˍỊˈʒɺɖʤɂ Ȳɂɬᶻ ɝˈɥ ʳʫɑʝɱɺʤɂ ̓̋ɭɟ  ʇɵʻɕʫ ʮȵɑʝɱɺʤɂ ̓̋ɭɟ  ʢᶚɩ

) ʻʶ ɱʸɹᶻ28.03(. ɐɰɂɬȹ ʪɄʊʯ ʛ̍ɋʆɓ ɭʎɊ̋  ɐɬʻᾒήɂISO 9001 ɭɡʯ  ᴂʮȵ ʇɵʻɕʫɑʝɱɺʤɂ ̓̋ɭɟ ᶚɩ) ʻʶ ɱʸɹᶻ ʢ37.65( 

ɋɕɩᶸ ɱɹȸʫ ɑʬˈʙʺ ɰɄt ) ˍỘ1.106 ( ɑ̍ɇɄɶᾚήɂ ɑʤᶗɭʤɂ ̓̒ɕɶʑ)0.03(  ˍỘʺ ɱʒɽȵ ʳʫ ˃ɱʁ̒ɟ ʘɰɄʕ ɬ̒ɟ̋ ˂Ịʍ ʢɭ˄ Ʉʬʫ ɑ̍ɵɄ̍ʚʤɂ

 ʇɵʻɕʫ ʮḛɇɑʝɱɺʤɂ ̓̋ɭɟ .ʵɭʎɊʺ ʪɄʊʱʤɂ ʛˈɋʆɓ ʨɋʙ 

3.2.6.4. :ɒɄˈʦʬʎʤɂ ɐȲɄʖʝ  

ȵ . :ɰɭʸʤɂ ˂Ịʍ ɝɥɄɋʤɂ ɭʬɕʍɂʺ ɕʯᶼ ʇɩ ˂Ịʍ ʨɽɄᾚήɂ ɰɭʸʤɂ ɑˈʬʝ ʼɭʫ ɑʝɱɺʤɂ ˍ☿ ɞɄ ὃỲḳ̄ȼɰ ɱɹȸʬʝ ɑɵɂɰɭʤɂ ɐṔḘʕ ʢᶚɩ

Ỉ̱ɄɕʤɄʞ ɣȼɄɕɦʤɂ ɗʯɄʞ̋ ɰ̒ᾚᾇɂ ɂɯʁ ɴɄ̍ʚʤ: 

 ʢ̋ɭᾒήɂ4 æ 5 : ɒɄˈʦʬʎʤɂ ɐȲɄʖʟʤ ɑˈȼɄɾɥᶼ ɒᶗᶗɭʤɂ- ɑˈʬʝ  ɐɬ̒ᾒήɂ ɐɰɂɬȹ ʪɄʊʯ ʛ̍ɋʆɓ ʨɋʙ  ɰɭyʤɂISO 9001:2015 ʵɭʎɊʺ 

ʭɶʚʤɂ 
ʪɄʊʱʤɂ ʛˈɋʆɓ ʨɋʙ ʪɄʊʱʤɂ ʛˈɋʆɓ ɭʎɈ 

ʇɵʻɕᶽɂ ᶽɂ ʔɂɱɦʯᶸ ˃ɰɄ̍ʎ ʇɵʻɕᶽɂ  ˃ɰɄ̍ʎʑɂ ʔɂɱɦʯᴜ 

 ɐɰɬ̒ɇ 11.25 5.62 6.00 1.83 

 ʨȼɂʻɵ 174.727 368.37 137.38 573.57 

 ʭˈʚʎʤɂ ɸɄɺʤɂ 777.571 1010.60 354.67 559.31 

 ʻɋʫɄɹ 152.354 154.42 165.14 484.66 

 ɒɄʬˆɱʝ 173.568 254.97 21.50 3.54 

ʕɄʯɛɒɄ 334.84 280.86 99.88 183.36 

 ̒ ɕᶽɂʇɵ 270.71 345.81 130.76 309.8 

 ɑʤɂɭʤɂt 2.040 

ɑʤᶗɭʤɂ ɑˈȼɄɾɥᶼ 0.007 

 ɐɬ̒ᾒήɂ ɐɰɂɬȹ ʪɄʊʯ ʛ̍ɋʆɓ ʨɋʙISO 9001  ʮḛɋ˄ʭˈˈʚɓ  ˍỊˈʒɺɖʤɂ Ȳɂɬᶻ ɝˈɥ ʳʫ ˍ☿ ɞɄɕʯᶼ ʄʻʆɩ ˂Ịʍ ɑʦɽɄᾚήɂ ɰɭʸʤɂ ɑˈʬʝ

ɑʝɱɺʤɂ  ʇɵʻɕʫ ʮȵ ɰɭʸʤɂ ɑˈʬʝ) ʻʶ ɱʸɹᶻ ʢᶚɩ270.71( ɂʑ ʔɂɱɦʯᴜ ʇɵ̒ɕʫ ᴂʮȵ̋) ̒ʁ ˃ɰɄ̍ʎ345.81.(  ʪɄʊʯ ʛˈɋʆɓ ɭʎɊʺ

ɐɰɂɬȹ  ɐɬʻᾒήɂISO 9001 ɭɡʯ  ᴂʮȵ ʇɵʻɕʫ ɰɭʸʤɂ ɑˈʬʝ) ʻʶ ɱʸɹᶻ ʢᶚɩ130.76( ) ̒ʁ ˃ɰɄ̍ʎʑɂ ʔɂɱɦʯᴜ ʇɵ̒ɕʫ ᴂʮȵ̋309.8 ᵷ(

ɋɕɩᶸ ɱɹȸʫ ɑʬˈʙʺ ɰɄt ) ˍỘ2.040 ( ɑ̍ɇɄɶᾚήɂ ɑʤᶗɭʤɂ ̓̒ɕɶʑ)0.007(  ʳʫ ɱʒɽȵ ˍỘʺ ɰɄʕ ɬʻɟʺ ˂Ịʍ ʢɭ˄ Ʉʬʫ ɑˈɵɄˈʚʤɂ ˃ɱʁ̒ɟ ʘ

 ʇɵʻɕʫ ʮḛɇ ɰɭʸʤɂ ɑˈʬʝ.ʵɭʎɊʺ ʪɄʊʱʤɂ ʛˈɋʆɓ ʨɋʙ 
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Ɇ .  ɑɋɶʰ ˂Ịʍ ɝɥɄɋʤɂ ɭʬɕʍɂ :ʔɂɭʶᶻ ʛˈʚɦɓ ɞɄɕʯᶼ) ɒɄˈʦʬʎʤɂ ʇʆɩ ʛˈʚɦɓæ  ɑʯɄˈɾʤɂæ  ɒɄ˄ṔḘɺᶽɂæ  (ɒɄʎˈɋᶽɂ

 ɑʚɇɄʆᶽɂ ʪɭʍ ɒᶗɄɥ ʳʍ ɑʬɟɄʱʤɂ) ɑˈɦˈᾚὝɕʤɂ ʢɄʎʕᶻʺ ̓̋Ʉʠɹ̋  (ʳȼɄɉɳʤɂ ɗʯɄʞ̋ ɰ̒ᾚᾇɂ ɂɯʁ ɴɄ̍ʚʤ ὃỲḳ̄ȼɰ ɱɹȸʬʝ

ʱʤɂˍỈɄɕʤɄʞ ɣȼɄɕ: 

 ʢ̋ɭᾒήɂ4 æ 6ɒᶗᶗɭʤɂ : ɑˈȼɄɾɥᶼ ɐȲɄʖʟʤ ɑʝɱɺʤɂ - ʛˈʚɦɓ ʔɂɭʶᶻ  ʨɋʙ ʛˈɋʆɓ ʪɄʊʯ ɐɰɂɬȹ ɐɬʻᾒήɂ ISO 9001:2015 ʵɭʎɊʺ 

ɱʸɺʤɂ 
ʪɄʊʱʤɂ ʛˈɋʆɓ ʨɋʙ 

(%) 

ʪɄʊʱʤɂ ʛˈɋʆɓ ɭʎɈ 

(%) 

ˌhɄɛʤɂ ʮ̒ʯɄʞ 53.33 64.29 

ʄɄɋɹ 57.89 70.00 

ɰɂɮȳ 27.78 57.14 

ʮɄɶˉʯ 27.78 75.00 

ɰɄ˄ȵ 42.86 54.55 

ʮɂɱˆɳɥ 33.33 76.92 

 ɲ̒ʬɓ 44.44 87.50 

Ɇȳ 30.00 88.89 

 ʢ̒ʦ˄ȵ 23.08 42.86 

 ʢ̋z  r̂ɱɺɔ 15.79 66.67 

ˌʰɄɛʤɂ ʳˆɱɺɔ 30.00 54.55 

 ʮ̒ʯɄʞ  ʢ̋z 28.57 77.78 

ʇɵʻɕᶽɂ 34.57 68.012 

 ɑʤɂɭʤɂt 6.687 

ɑˈȼɄɾɥᶼ ɑʤᶗɭʤɂ 0.000 

ɬ̒ᾒήɂ ɐɰɂɬȹ ʪɄʊʯ ʛ̍ɋʆɓ ʨɋʙ ɐISO 9001  ʮḛɋ˄ʭˈˈʚɓ  ˍỊˈʒɺɖʤɂ Ȳɂɬᶻ ɝˈɥ ʳʫɑʝɱɺʤɂ ˍ☿ ɒɄˈʦʬʎʤɂ ʇʆɩ ʛˈʚɦɓ ʼɭʫ  ʮȵ

 ʇɵʻɕʫ ʛˈʚɦɓ ɑɋɶʰɒɄˈʦʬʎʤɂ ʇʆɩ ) ʻʶ ɱʸɹᶻ ʢᶚɩ34.57(. ɐɰɂɬȹ ʪɄʊʯ ʛ̍ɋʆɓ ɭʎɊ̋  ɐɬʻᾒήɂISO 9001 ɭɡʯ  ᴂʮȵ ʇɵʻɕʫ

 ʛˈʚɦɓ ɑɋɶʰɒɄˈʦʬʎʤɂ ʇʆɩ ) ʻʶ ɱʸɹᶻ ʢᶚɩ68.012(ᵷ ɋɕɩᶸ ɱɹȸʫ ɑʬˈʙʺɰɄ t ) ˍỘ6.687 ( ɑ̍ɇɄɶᾚήɂ ɑʤᶗɭʤɂ ̓̒ɕɶʑ

)0.000(  ʳʫ ɱʒɽȵ ˍỘʺ ʇɵ̒ɕʫ ʮḛɇ ˃ɱʁ̒ɟ ʘɰɄʕ ɬ̒ɟ̋ ˂Ịʍ ʢɭ˄ Ʉʬʫ ɑ̍ɵɄ̍ʚʤɂ ɰɭʸʤɂ ɑˈʬʝ.ʵɭʎɊʺ ʪɄʊʱʤɂ ʛˈɋʆɓ ʨɋʙ 

3.6.4 . ɰ̒ɦʫ ʮ̒ɉɳʤɂ Ʉʁɰ:  

1.3.6.4 . :ʮ̒ɉɳʤɂ Ʉʁɰ ɑɋɶhɄʁɰ ɑɋɶh ˂Ịʍ ɝɥɄɋʤɂ ɭʬɕʍɂ̋ ʳȼɄɉɳʤɂ  ὃỲḳ̄ȼɰ ɱɹȸʬʝ ɑɵɂɰɭʤɂ ɐṔḘʕ ʢᶚɩ ɂɯʶ ɴɄˈʚʤ

Ỉ̱ɄɕʤɄʞ ɣȼɄɕɦʤɂ ɗʯɄʞ̋ ɰ̒ᾚᾇɂ : 

 ʢ̋ɭᾒήɂ4 æ 7 : ɐɬ̒ᾒήɂ ɐɰɂɬȹ ʪɄʊʯ ʛ̍ɋʆɓ ʨɋʙ ʮ̒ɉɳʤɂ Ʉʁɰ ɑɋɶ̡ʤ ɑ̍ȼɄɾɥʐ ɒᶗᶗɭʤɂISO 9001:2015 ʵɭʎɊʺ 

 ʌʻʯʪɄʊʱʤɂ ʛˈɋʆɓ ʨɋʙ ʪɄʊʱʤɂ ʛˈɋʆɓ ɭʎɈ 
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 ʮ̒ɉɳʤɂ 
ɬɭʎʤɂ 

 ʇɵʻɕᶽɂ

(%) ˍẻɊɱʤɂ 

 ʇɵʻɕᶽɂ

(%) ʪɄʎʤɂ 
ɬɭʎʤɂ 

 ʇɵʻɕᶽɂ

(%) ˍẻɊɱʤɂ 

ᶽɂ ʇɵʻɕ

(%) ʪɄʎʤɂ 

ȲɄɋʅȵ 

8 57 

60 

25 88 

76.25 
8 59 21 72 

10 63 15 75 

9 61 18 70 

ɑʤɬɄˈɽ 

10 56 

62,75 

35 80 

79.5 
12 62 48 75 

15 68 30 79 

17 65 22 84 

ɒɄʍɬʻɕɶʫ 

18 60 

64.5 

23 74 

72.25 
17 65 16 70 

17 68 12 73 

13 65 10 72 

ɵʻɕᶽɂʇ 62.41 76 

 ɑʤɂɭʤɂt 4.651 

ɑʤᶗɭʤɂ 

ɑˈȼɄɾɥᶼ 
0.043 

 ɐɬ̒ᾒήɂ ɐɰɂɬȹ ʪɄʊʯ ʛ̍ɋʆɓ ʨɋʙISO 9001  ʮḛɋ˄ʭˈˈʚɓ  ʮ̒ɉɳʤɂ Ʉʁɰ ɰ̒ɦʫ ɝˈɥ ʳʫ ʮ̒ɉɳʤɂ Ʉʁɰ ɑɋɶh ʇɵʻɕʫ ʮȵ Ʉʁɰ ɑɋɶh

 ʮ̒ɉɳʤɂ) ʻʶ ɱʸɹᶻ ʢᶚɩ62.41%(. ɐɰɂɬȹ ʪɄʊʯ ʛ̍ɋʆɓ ɭʎɊ̋  ɐɬʻᾒήɂISO 9001 ɭɡʯ  ᴂʮȵ ʇɵʻɕʫɉɳʤɂ Ʉʁɰ ɑɋɶh ʮ̒ ɱʸɹᶻ ʢᶚɩ

) ʻʶ76%(ᵷ ɋɕɩᶸ ɱɹȸʫ ɑʬˈʙʺ ɰɄt ) ˍỘ4.651 ( ɑ̍ɇɄɶᾚήɂ ɑʤᶗɭʤɂ ̓̒ɕɶʑ)0.043(  ʳʫ ɱʒɽȵ ˍỘʺ ɬʻɟʺ ˂Ịʍ ʢɭ˄ Ʉʬʫ ɑˈɵɄˈʚʤɂ

 ʇɵ̒ɕʫ ʮḛɇ ˃ɱʁ̒ɟ ʘɰɄʕ ʮ̒ɉɳʤɂ Ʉʁɰ ɑɋɶh.ʵɭʎɊʺ ʪɄʊʱʤɂ ʛˈɋʆɓ ʨɋʙ 

2.3.6.4 . ʮ̒ɉɳʤɂ Ȳᶗ̋ : ˂Ịʍ ɝɥɄɋʤɂ ɭʬɕʍɂʺɶʫ) ʮ̒ɉɳʤɂ ʨʫɄʎɕʤɂ ɒɂɱʫ ɬɭʍ(ɑˆʺɬᶻ ɒɄʍɬʻɕ  ɐṔḘʕ ʢᶚɩ ɑʝɱɺʤɂ ʳʫ

:̱ỈɄɕʤɄʞ ɣȼɄɕɦʤɂ ɗʯɄʞ̋ ɰ̒ᾚᾇɂ ɂɯʁ ɴɄ̍ʚʤ ὃỲḳ̄ȼɰ ɱɹȸʬʝ ɑɵɂɰɭʤɂ 

 ʢ̋ɭᾒήɂ4 æ 8 : ɐɬ̒ᾒήɂ ɐɰɂɬȹ ʪɄʊʯ ʛ̍ɋʆɓ ʨɋʙ ʮ̒ɉɳʤɂ Ȳᶗ̒ʤ ɑ̍ȼɄɾɥʐ ɒᶗᶗɭʤɂISO 9001:2015 ʵɭʎɊʺ 

ɑȾʖʤɂ 
ʪɄʊʱʤɂ ʛˈɋʆɓ ʨɋʙ ʪɄʊʱʤɂ ʛˈɋʆɓ ɭʎɈ 

ɑ̂ɰɂɱʟɕʤɂ ὃửɶʲʤɂ ɰɂɱʟɕʤɂ (%) ɑ̂ɰɂɱʟɕʤɂ (%) ὃửɶʲʤɂ ɰɂɱʟɕʤɂ 

л ï ф  9 47.37% 37 75.51% 

мл ï мф  4 68.42% 5 85.71% 

нл ï оф  5 94.74% 3 91.84% 

пл ï тф  1 100.00% 3 97.96% 
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 дв ϼϪЪϒул 0 100.00% 1 100.00% 

ʇɵʻɕᶽɂ 3.8 9.8 

 ɑʤɂɭʤɂt 1.086 

ɑʤᶗɭʤɂ 

ɑˈȼɄɾɥᶼ 
0.338 

 

ʪɄʊʯ ʛˈɋʆɓ ʨɋʙ  ɐɬ̒ᾒήɂ ɐɰɂɬȹISO 9001  ʮḛɋ˄ʭˈˈʚɓ  ʮ̒ɉɳʤɂ Ʉʁɰ ɰ̒ɦʫ ɝˈɥ ʳʫ ʮ̒ɉɳʤɂ Ȳᶗ̋ ɑɋɶh ʇɵʻɕʫ ʮȵ Ȳᶗʺ ɑɋɶʰ

 ʮ̒ɉɳʤɂ) ʻʶ ɱʸɹᶻ ʢᶚɩ3.8%(. ɐɰɂɬȹ ʪɄʊʯ ʛ̍ɋʆɓ ɭʎɊ̋  ɐɬʻᾒήɂISO 9001 ɭɡʯ  ᴂʮȵ ʇɵʻɕʫ ʮ̒ɉɳʤɂ Ȳᶗ̋ ɑɋɶh ʻʶ ɱʸɹᶻ ʢᶚɩ

)9.8%(ᵷ ɋɕɩᶸ ɱɹȸʫ ɑʬˈʙʺ ɰɄt ) ˍỘ1.086 ( ̓̒ɕɶʑ ɑˈɇɄɶᾚήɂ ɑʤᶗɭʤɂ)0.338(  ʳʫ Ṕḗʝȵ ˍỘʺ˂Ịʍ ʢɭ˄ Ʉʬʫ ɑˈɵɄˈʚʤɂ ʪɭʍ  ɬʻɟʺ

 ʇɵ̒ɕʫ ʮḛɇ ˃ɱʁ̒ɟ ʘɰɄʕ ʮ̒ɉɳʤɂ Ȳᶗ̋ ɑɋɶhʵɭʎɊʺ ʪɄʊʱʤɂ ʛˈɋʆɓ ʨɋʙ.  

4.6.4 . ɰ̒ɦʫˌʚˆʻɶɖʤɂ Ȳɂɬᶻ 

 ʨʠɺʤɂ4 æ 3 : ʮ̒ɉɳʤɂ Ȳᶗ̒ʤ ὃửɶ̡ʤɂ ˃ɰɂɱʟɕʤɂ ʇʆᾟᾇɂ- 2017 

 ʨʠɺʤɂ4 æ 4:  ʮ̒ɉɳʤɂ Ȳᶗ̒ʤ ὃửɶ̡ʤɂ ˃ɰɂɱʟɕʤɂ ʇʆᾟᾇɂ- 2015 
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1.4.6.4 .:ɑˈʙʻɶʤɂ ɑɾᾚήɂ  ɑɋɶʰ ˂Ịʍ ɝɥɄɋʤɂ ɭʬɕʍɂɂ ɒɄʎˈɋʫ ṔḛʒɔỲḳ̄ȼɰ ɱɹȸʬʝ ɑɵɂɰɭʤɂ ɐṔḘʕ ʢᶚɩ ʡʤɮ̋ ɑʝɱɺʤ ὃ

:̱ỈɄɕʤɄʞ ɣȼɄɕɦʤɂ ɗʯɄʞ̋ ɰ̒ᾚᾇɂ ɂɯʁ ɴɄ̍ʚʤ 

 ʢ̋ɭᾒήɂ 4 æ 9 : ɐɬ̒ᾒήɂ ɐɰɂɬȹ ʪɄʊʯ ʛ̍ɋʆɓ ʨɋʙ ɑ̍ʙ̒ɶʤɂ ɑɾᾚήɂ ɱɹȸʑ ɒɄʎ̍ɋʑɂ Ṕḛʒɔ ɏɶhISO 9001:2015 ʵɭʎɊʺ 

ɣɕɦʬʦʤ ɑ̍ȼɂ̋ɭʤɂ ɐɱʫɳʤɂ 
ɒɄʎˈɋᶽɂ ˍ┤ Ṕḛʒɕʤɂ ɑɋɶʰ  

(%) 

ὃỲḳʖʱɕʤɂ ɲɄʸᾒήɂ ɑˆʺɬȵ 18.50 

 ὃḒʂʸʤɂ ɲɄʸᾒήɂ ɑˆʺɬȵ 15 

ʦɟ ɑˆʺɬȵ ɑ˄ɭ 0.48 

ʨˈʬɡɓ ɒɂɱʂɦɕɶʫ 14.85 

 ɧʆɵfʤ ɒɂɱHyʆʫ̋ ɒɄʬHʚʎʫ -0.25 

 ʇɵʻɕᶽɂ 5.24 

 ʋɥᶚʯ ᴂʮȵ ɑʬˈʙ+) ɗʒʦɇ ɒɄʎˈɋᶽɂ ɑɋɶʰ Ṕḛʒɔ ʇɵʻɕʫ5.24 ˍỈɄɕʤɄɉʺ (% ɱɹȸᶽ ˌɊɄɡ˄ȹ Ṕḛʒɔɑˈʙʻɶʤɂ ɑɾᾚήɂ  ɭʎɈ ʏʁʺ ʵɄɡɓɄɇ

ʪɄʊʱʤɂ ʛˈɋʆɓ. 

2.4.6.4. :ɐɭ˄ɭɟ ʘɂ̒ɵȵ ˂Ỉȹ ʢ̒ɩɭʤɂ  

1(  ˂Ịʍ ɝɥɄɋʤɂ ɭʬɕʍɂɉɳʤɂ ʌɲ̒ɓ ́ɟɰɄɩ̋ (ɒɄʊʕɄᾚᾇɂ ʏ̍ʬɟ ̱☿) ɱʆʚʤɂ ʨɩɂɬ ʭʁɬɭʍ̋ rȼɄ ɐṔḘʕ ʢᶚɩ ʡʤɮʺ

:̱ỈɄɕʤɄʞ ɣȼɄɕɦʤɂ ɗʯɄʞ̋ ɰ̒ᾚᾇɂ ɂɯʁ ɴɄ̍ʚʤ ὃỲḳ̄ȼɰ ɱɹȸʬʝ ɑɵɂɰɭʤɂ 

 ʢ̋ɭᾒήɂ4 æ 10 : ɑˈȼɄɾɥᶼ ɒᶗᶗɭʤɂȼrɄɉɳʤɂ ʌɲ̒ɕʤ  ɐɬ̒ᾒήɂ ɐɰɂɬȹ ʪɄʊʯ ʛ̍ɋʆɓ ʨɋʙISO 9001:2015 ʵɭʎɊʺ 

 ʌʻʯ

 ʮ̒ɉɳʤɂ 

ʪɄʊʱʤɂ ʛˈɋʆɓ ʨɋʙ ˈɋʆɓ ɭʎɈʪɄʊʱʤɂ ʛ 
ʛ
ɺ
ʫ
ɬ

 ɿ
ʬ
ɥ

 

ɐ
Ʉ
ʬ
ɥ

 ɏ
ʦ
ɥ

 Ʉʍ
ɰɬ

 Ȳ
ɂ
ɭ
ˆ
ʻ
ɶ
ʤ
ɂ

 ɐ
ɱ
ʆ
ˈ
ʱ
ʚ
ʤ
ɂ

 

ɑ
ˈ
ʙ
ɮ
ᶚ
ʤ
ɂ

 ɴ
ʻ
ʅ
ɱ
ʅ

 

ˍ
Ị
ɺ
ʫ
Ʉ
ʙ

 

Ạ̱ ɰ
Ʉɩ

 ʛ
ɺ
ʫ
ɬ

 ɿ
ʬ
ɥ

 

ɐ
Ʉ
ʬ
ɥ

 ɏ
ʦ
ɥ

 Ʉʍ
ɰɬ

 Ȳ
ɂ
ɭ
ˆ
ʻ
ɶ
ʤ
ɂ

 ɐ
ɱ
ʆ
ˈ
ʱ
ʚ
ʤ
ɂ

 

ɑ
ˈ
ʙ
ɮ
ᶚ
ʤ
ɂ

 ɴ
ʻ
ʅ
ɱ
ʅ

 

ˍ
Ị
ɺ
ʫ
Ʉ
ʙ

 

Ạ̱ ɰ
Ʉɩ

 

ʌɬʻɕɶʫ 6 1 2 1 1 1 0 1 4 1 1 
2

2 
3 3 2 3 4 1 1 4 3 1 

ʌʻʬᾒᾇɂ 19 47 

 ɑʤɂɭʤɂt 1.857 

ɑʤᶗɭʤɂ 

Ʉɾɥᶼ

ɑˈȼ 

0.093 

 ɐɬ̒ᾒήɂ ɐɰɂɬȹ ʪɄʊʯ ʛ̍ɋʆɓ ʨɋʙISO 9001  ʮḛɋ˄ʭˈˈʚɓ  ̩ʚ̂̒ɶɖʤɂ Ȳɂɬz ɰ̒ɦʫ ɝˈɥ ʳʫ ɐɭ˄ɭᾒήɂ ʘɂ̒ɵz ˂Ỉȹ ʢ̒ɩɭʤɂ ʮȵ ʌʻʬɡʫ

 ʪɄʊʱʤɂ ʛˈɋʆɓ ʨɋʙ ɒɄʍɬʻɕɶᶽɂ) ʻʶ19(  ̋ ʇɵʻɕʫ ɒɄʍɬʻɕɶᶽɂ ɬɭʍʳʬʁ ɒɄʊʕɄᾚᾇɂ ) ʻʶ1.73%(. ɐɰɂɬȹ ʪɄʊʯ ʛ̍ɋʆɓ ɭʎɊ̋ 

 ɐɬʻᾒήɂISO 9001 ɭɡʯ  ᴂʮȵɶᶽɂ ʌʻʬɡʫ ɒɄʍɬʻɕɭʎɈ  ʪɄʊʱʤɂ ʛˈɋʆɓ) ʻʶ47(  ̋ ʇɵʻɕʫ ɒɄʍɬʻɕɶᶽɂ ɬɭʍʳʬʁ ɒɄʊʕɄᾚᾇɂ  ʻʶ


































