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HypotheticahEx~mple&~f Bala!1c:ed 'SCerecard 'Measures"for COSO'ERM:FrameworK 
Risk"Categories.for Wal-.Mart· 

'.strategic Risks .operations 'RlskS -Reporting Risks Reportlng,Rlsks. 
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Transaction 'for 
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and Benefits at 
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Ranking In Allallable for a Satisfaction 

anti Benefits at 
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Industry Product Index 
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Number of Material . 
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Financial Economic Value 
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over Financial 
Reporting 
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LLfi~l-J1t;l1tt1lJ. AS/NZS 4360 .. 
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1.2 l' IRtltl'l::~~ ~'!lil~n''l~~!1 • , , X ~ 

1.2.1 L~'fl~'fl,:m11~11-lltJ LLlJlJ\l1ru1m11~lJlJlJ1~11Fl,)11,J L~tJ-lnlJ sse '!IU~1Ll'l'fl 

LUUltJ LL1JlJ~ f11 1,J11Clf'l11-l Lih~~1tJm 1~ 'lL U,U-l1llt,x Fl1'fllJ Fl~1,J~\I 4 ~1,J~'fl\l 
"U'fl-l SSeLL~~f'l'fl~Fl~'fl-lvi'fl~trm1P1"r LL~~Jl11n9"U'fl-l'tl-lf'1m ~n~\I~\I~1~11Cl 

, , 0-

f111-lLLU,)'Vl1-l4'~m1f'1,)11,JL~tJ-lV1Iij~hjlJ11~t)(;l~t11~f1-lf'1~1,J1,J'fl,n;\I 4 '!I'fl\l sse 

1~ 

1.2.2 LYi'fl Li1um TLf1U'fl LLU,)'Vl1.,'J~rt.,'J1 umn111~lJlJlJ1~11Fl,)11,JL~tJ-l(;l11,J LLU')V11\1 

AS/NZS 4360 1,J1H'tJ1~tJnj;]nlJ sse 

1.3 '!lil'.H'!lIR'!lil~n''l~~!1 

1.3.1 ltJLL1JlJ\l1n.l1m1~11.,'J~U~191n sse L1ll'l1~ 4 ~1,J1,J'fl.,'JLvh~u l.Jr~11f'1,)1~ 
, 0-

LfltJ-l L1lYl1~ 4 tJ1~LllV1LVh,ru LL~~f1'flM~'tl-lvi'tl~lm1P1"r Jl11n"'l "U'fl\l'fl-lf'1n1 

1.3.2 pJLLlJlJ\ln1.l1m19~U11tJH'nlJum'Vln1t11~m~1tJ1~LllV1tJ1~nuirlj;JLvh~u 
1.3. 3 ~~91n-l1u~4'tJ9~U1 L1ll'l1~LL~u4'~m1f'1,)11,J L~tJ-l1,J1'Vl~~'fl.,'J4'~m11"l,)1~ L~tJ-l~ 

~1~t1! 1 tJ1~L~U 1U'lJru~~LL~un11~1Lu'un11~Iij~lJ11~Lih~~1EJ 

(Strategic Initiatives) 9~LUULLFim1Lf1u'fl;.,'J"'l~'WtJ~~91-l 

1.4 t1'l::L!I"lIu;lFl'~~'tO:J~'LM1J 

1.4.1 um'Vlmru~m~1;:hL~u4'~m1Fl,)11,JL~tJ-l~9~'htJil'fl-lnULL~~fI~L'f)mf1m1Ln" 

Fl,)11,J~ t1! L~tJ ~1uvi1.,'J1f1.,'J 1~ 

1.4.2 ih~uu~1-n~~-ltJ1~LijU~~LL~~~~(;l11,JFl,)1~L~tJ-l 
1.4.3 f111,J11t'l 1tJ1i LUULPli'fl.,'JSj'fl 1 um1ri1~U~l1 PI V11-l"U'fl-lu1~'Vl~1'f)tJfu LtJ~tJU 

n~tJ'VltilU'flU1 Fl(;l 

1.5 ~fitJi'L ijum'l~~!1 

1.5.1 ~mn;;'fl~~Ld'tl.,'J~u LL~d''fl~~U'''l,UU'lJ'fl.,'J'fl-lf'1m 

1.5.2 ~m~n'VlC]M"iJ U'VlFl,)11,J LL~~.,'J1u~4'tJ~L~mil'fl-l 

1.5.3 ~m~t1~~1~ f'I,)1~flJ~ l'1"1!tlU LLvifl~~1tJ1 uu1~'Vl LL~~~n1f1 Llh~~1tJm1 

~1Lu'U-l1U1UU"'l,uu'!ltl-lUmV1 
0-

1.5.4 f111-l Lil1~1,J1tJm1~1 LU,U-l1U1 ,xf'l1'tlUf'I~1,J LL~~fl1,J~~li.,'J 4 1,J~~tl-lj;)1~~in , , , 

sse 

1.5.5 U.11~U1JU~11Fl,)11,JL~tJ.,'J(;l1~LLU,)'Vl1-l AS/NZS 4360 1,J1\11ru1n11nlJ sse 
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1.5.6 1::1.J i)LPl11::~ u~::th::LijUFl'l1l.JL~tJ~ 

1 .5. 7 1..h::LijUPl'l1l.JL~tJ~ L(;1m..h::tJ n (;11, LYl PlljPl'lJ'fl~n11i) LPl11::~fl1 L~ (;JUf\:: 

;;'fltJnYli'fl~u~::~~m::Yl1J (Failure Mode and Effects Analysis) 111'fl FMEA 

1.5.8 L~'flnPl'l1l.JL~tJ~ 1 1..h::L~Ul.J1i)LPln::~"nfl1Ll-l(;1L(;1tJH'LYlPlljPl FTA Ufl'l~1n11 . 
fln~ u~u4' ""n11F1'l1l.JL~tJ~ 

1.5.9 4'''''~1 UtJtJtl1::LijULth~l.J1tJ Ufl::PI'l1l.J L~tJ~~1~futJNYl 

1.5.1 0 tl1::LijUltlutJtJlJ1n.nmn::tJtJtJ~11P1'l1l.JL~mnu sse 
0-

1.5.11 flrtl~~n11~n~1U~::;;'flLflU'flUU:: Yl1'fll.J11~4'(;1~1tUL~l.Ji)YlmljYlufi 



... 
UVI'VI 2 

1l.!U'Yl~'"l~Luklmnl1L~kI'fl'Yl~~DlJh-11 ~1flkl~'YltJ1uYil.!fiiluu~ ti'kllh~n'flu 
LtJcli''ltJ T~UUU1'~1TPl'l1l.J LatJ-1 (Risk Management System) mT1.lT~Li3l.!lh~~'Ylfi111Yi UUU 

, 
"J~tJ111Yi ( Balanced scorecard ) U~~'Yl~~DLnU'lnUmT~Lfiln~lfu"1IkI'IPl'l1l.JUnyd'fl-1( Fault 

, , ., 
Tree Analysis; FT A) fI'lkl-11k1~r.rtJvhnm;r'fl-111i'111 Lt'lkl'fl HfI'lklVl1tJ"1I'fl-1U'Ylil 

-I .. 'i''' .. ,..J ..I 
2.1.1 fI'J1l.J'VIl.J1!J'lI'El.:JfI'J1l.JL~!J.:J (Risk) fil'fl ~'flmfl~T'flL~lJJmTrulJl1-11 'Yl'"l~'C'l'lc.J~ 

, .... 1 .. , 1"'" ~ ... J' ~" ~ ~.J 
nT~'YlUlJI'fl'llJlCllJT~fl'lPl n'fl ~LnlJlfil'l1l.JL~tI~1tJ U~~fl1l.J1Tmnl1l"1lkl ~l1llJl~'flI1lL'l~1 'WI'l1l.JL'C'ltJ-1'Yl • 
Liil1l~klt'l1l.J1TClt)11l1cli'1l.!lU"1I'fl-1L'flm~ (likelihood) LL~~c.J~nT~'YlU (Consequences) 

2.1.2 tl'1::Lll'VI'll'El.:JfI'J1l.JLi!J.:J (Risk Classification) Pl'l1l.JLatl-1~1lJ1TClUU'lLIi' 
., 

LUkl4 "IlUI1llJ11l.JLLl.!'l'Yl1-1"11'fl-1 AS/NZS 4360 ~-1il 
, ., , 

1) Strategic Risk R'fl fil'l1l.JL~tJ-1lJ1'fll.!LtlU1tJ~T'fl LLc.JkI"1I'fl-1'fl-1R"nn!kI ;'l LL~fi-1Pl'J1lJ 
La tJ-1f1'll.!1 ~n.il.J1'"l1n111t1k1'fln L 'lll.! mTLU~tJl.!UU~'1k1 LtlU1tJ"1I'fl-1f~U1'(l mTLU~UklUUfl-1'Yl1'l 

LPI T~~ii'"l"1l'fl '1U 1~ L'Yl PI n 1 T LU ~ tJ kI UU fl'l'Yl1-1 n!J ~l.J1 tI n 1 TLU~ tJ kI UU fl'l ~t11 U~ ~n 11 

• I..J • I" " LlJ fltll.! UlJ fl'l PI 'J1l.J lJI 'fl·m1 T"1I'fl-1~ n Pl1 

2) Operational Risk R'fl PI'l1l.JLatJ-1'Yl1-1cli'1k1m1U5u~m1 ;-1u~fi'l~'lkll~cVl.J1 

'"l1n111t11k1'fl-1 R"m L'llkl PI'l1l.J LatJ-1~ Lii 11l~l.!1 kln1~U'lklm 1Vi1'11k11l.!'fl-1 R"m Pl'l1l.J L~tI-1 L~tJ'Jri1J 
L'YlPl LklLfltJ1l.!'fl-1 R"nT U'(l:::Pl'J1l.J La tI-1 "11 'fl-1 filkl1k1'fl'l I'1nT 

3) Financial Risk R'fl fil'l1l.JLatJ-1cli'1k1mTL~kI ~'lfl'lkl1~n.il.J1'"l1nll1t1k1'fln L'llU 

fllJl11 Ufl nLU~tJkI"1I'fl-1 L~l.! m1Ltl~tlklLLU'(l-1fl (;l'J"111l'flnLntl mTLU~tJklLLtlfl-1 ~1 fil1'fl'l;!Yi Ufl~mr 
Ltl~tJklUUfl-1~111YiPlfi'fl'l'Yl1'ln1r~kI"1I'fl'l'fl-1R"n1 

4) Hazard Risk R'fl Pl'l1l.JLatJ-1rJhwltlflkllJl11tJlJ11-11Lcli'uri Ji'tJfi1rl.J'Jl1~ tlkllJlT1tJ 

'"l1n~kI~1 LLfl:::Ji'uflkl(;l'J"1tJ 1k1'fl'lfl m 

2.1.3 .ffUIJI'El'l..ln1'1tff1.:J'1::1J1.J't..J;''''1'1f1'J1l.J Li!J.:J l.J1lJ11~1l.!mru~11Pl'l1l.JLaU-1 
., ., 

"1I'fl'lU1:::L'Yl PI'fl'fl fl LlJIni'ltJ U'(l :::U1:::L 'Yl PlU'l; LL'(lkl~ (AS/NZS 4360)u T:::n'flucli''ltl 7 ikllJl'flkl ~-1il 
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2.1.3.1 mrri1'\.nJ~'ll'1l1JL'll(;]mr1J1'\.-11rf1'J1l.JL~tJ'I (Establish the Context) dlw 

~'1~1 ~ Cl.J~Iij:::~'1l'lnmrri1wW~'ll'1l1J L'll(;]mr1J1'\.-11 rf1'J1l.J L~m;'lJl.J1 rl'1l'IJ 1~ LLrl mrri1'\.-1'IJ~n~tJVlfi 
n1'\.-1'IJ~rJ (;]tJ'Lh:::~'1 ~ n1'\.-1'IJ~ Lf1N~~1'1'1l'l~m &J'Im:::1J'J'lJmrVi1'11'IJf;]1'111'IJ'1l'l~m 

2.1.3.2 mn:::1Jf1'J1l.JL~tJ'I (Risk Identification ) i'IJ(;]'1l'IJ~dj'IJmn:::lJf1'J1l.JL~EJ'I • • 
LL~:::L'1lm~~'1'\.-1l.J~~dj'IJhJ1~~'1l1Iij~'1c.J~m:::Vl1Jf;]'1lrJ(;]tJtJr:::~'1~'ll'1l'l'1l'l~m ~'1mn:::1i'1l11ij1ij:::1-n 

Lf1i'fl'll:l'flf;]1'11 L'li'IJ mn:::~l.J~l.J'1l'li'Jl.Jn'IJ mrH1mlr'JIij~'1l1J mrH1.h:::~1Jmrnr'll'fl'l1iflflfl 

1'IJ'1l'l~m LVlflilflmr~Lf1n:::tfr:::1JlJ mr'1l'1lnLLlJlJ~'1llJml.J LU'IJ~'IJ LL~'J"'hc.Jfl~1~mLfln:::\f 

LL~:::1.h:::L~'lJfl'Jll.J L~tJ'I f;]'1l1tJ 

2.1.3.3 mr~Lf1n:::tffl'JIl.JL~EJ'I (Risk Analysis) i'IJ(;]'1l'IJ~Iij:::'I11fl'JI~L~EJ'I~~n 
r:::1i 1tJ Vi 1 n 1 r~ LPl n :::tf'\.-l1 L'1l n1 ~ 1'IJ n1 nn ~ fl 'I 1l.J L ~ tJ'l (Likelihood) LL fl::: fl '11 ~1'IJ LLN'll'fl'l 

, " 
~~m:::Vl1JVlLn~:n'IJ (Consequences) 

L '1lnl ~1 'lJmnn ~ fl'J1l.J L~EJ'I (Likelihood) ~'1'1l~1J1tJ n'l f1'J1l.Jtl11ij:::LU'IJ'\.-I1'fl fl'J1l.J~~ 

Iij:::Ln~m1l.JL~tJ'I L~tJnmrn1'\.-1'IJ~1,xnPl:::LL'IJ'IJ'flth:::'\.-I~1'1 1-5 ~'1f1'JIl.J'\.-Il.J1tJ1'\J1;l1n'lf;]'fl1tJ~ ... 

2 

3 l.hJmn.:J (Possible) 

4 :.nn (likely) 

5 q~ (Almost Certain) 

mrtJr:::L~'lJfl'J1l.Jl'IJLLN'll'1l'lc.Jflm:::VllJ~Ln~~'IJ (Consequences) ~'fl c.J~~l'ifi'll'fl'l 

L'\.-If;Jn1nwLLvi'lfl'J1l.J~Cl.JL~tJ n1r1J1~V~1J fl'J1W~EJ'\.-I1EJ '\.-I1'1lc.J~tJr:::LtJ'l1,r~1M1J L~EJ'fl1" 

n1'\.-1'IJ~ 1,xnfl:::LL'IJ'IJ'1l~r:::,.dl'1 1-5 ~'1f1'J1l.J'\.-Il.JltJ1'IJ(;]1n'lf;]'1l1tJ~ 



i(~m.J'ln (Insignificant) 

2 i(~tJ (Minor) 

3 U1Unf'l1.:1 (Moderate) 

4 ).J1n (Major) 

5 
(Catastrophic) 

1,j~mru1~L~1J, ~C\JL~tJ'V11.m11~ui(~tJ L'lIurilhf'l~fN 

Lflni(~tJ 

~m11J1~L~1JLflni(~mLf'iu3).JYlm1J1f'l, ~C\JL~tJ'V11.m11~u 

U1Unf'l1.:1 L'lIU L~ui!u~f'lm'l'l::f'l~f'l.:l 

~m1L~tJ~~, ~C\JL~£J'V11.:1m1L~U).J"'1f'11f'l~ 

1J1-,;''V1 

7 

tl~-l91 n~lJi1 ~ 1"1:; LL l..ll..l L '1lm'i'lLl..lnl nii tfl fl'l1l-J L~tJ-l LL'I'l :;1"I'l1l-J!l..lLLN'lI'1l-l~'I'l m:;VlU~ 

Liitfl~l..lLLft'l (;)'e) hJ9 :;1111"1:; LLl..ll..l~-l'i'l'1l-l l-J1I"1DUll..l 9:;1!ii'1"I:; LLl..ll..l~'I'l T'll.J~ Liitfl~l..l tl~-l91n~l..ln~1 
" 

, 
~1n-lYl2.3 

Consequences 

Likelihood Insignificant Minor ' Moderate Major Catastrophic 

( 1 ) ( 2 ) ( 3 ) ( 4 ) ( 5 ) 

Almost Certain 

(5) 

Likely 

(4) 

Possible 

(3) 

Unlikely 

(2) 

Rare 

(1 ) 
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2.1.3.4 n111h~Lih.!f'I'J'UJL~tl~ (Risk Evaluation) "'I1niu~fJUn11ijLf'I11~~ 
f'I'J 1),.1 L~tl~"'I::~1 L,n~1~~t1 f'I'J 1),.1 L~tl~ ;~,rU~fJ'\..!n111.11:: LijUI')'J1),.1 L~tl~,rU"'I~~fJ~U.11::tJitlf'l'J1),.1 
L~tl~~Hl"'l1 niU~fJUn11ij Lf'l11 ~~ f'I'J1),.1 L~ tl~),.I1 Lmtltl L Vitltl ntl Ln cu,,"L Un11tlfJ)J1t1,",1fJ hI 

tlfJ),.Iruf'l'J1),.1L~tl~~1~(;Jn~~nu L'1IU f'I'J1)JL~tl~1::~t1 L ,,::nfJ~1Liluf'I'J1),.1L~tl~~tlfJ)J1t11~ ,",1fJ 

LUn1nl~t-nLVlf'lilf'l FMEA ~th~Liju~'JtlP11 RPN n"'l~tlfJ)J1t1f'1'J1),.1L~tl~~f'I~LLuuu.hnu 10 % 

~fJ~ f'I~ LL UU~~,",),.I ~ LLr;l tl1 hI1~fJ~L U1::~t1 ~~ nfl1'J n,,::lA'fJ~,",1ijfit.lntm r;lfJ I')'J1),.1 L~tJ~,rU;~IiI:: 
" 

nfl1 'JLuiuJ;]fJ'ltl 

2.1.3.5 n11t.lntmr;lfJI')'J1)JL~tJ~ (Risk Treatment) Lilun11fi1,",U~LLU'JVl1~~ 
..01 ... .,J ..J~ 0 ... 1" ...... ~ "" 

L,",),.I1~fl),.l L VifJ"~n11LL~::~ ~PI'J1),.1 LfltJ~V1 ~),.Ifl1),.111CltJfJ)J1t1 ~ fl1),.111m~fJn~1 LUUn11 ~~,",1 

2.1.3.5.1 n11,",~m~tJ~f'I'J1lJL~tJ~ (Avoid the risk) Lilun11'-'flm~tJ~ ,",1fl 

Lt.l~tJULLt.l~~n"'lnl1lJ~ LilUPI'J1lJL~tJ~ L'1IU n11,",~ ~~1nlilnl1lJ n11t.l1t1 Lt.l~tJUit.l LLtltln11 

~1LilUn11,",1fJ1::t1t1r;l1~1 n11~~'!IU1~n11~1LilUn11 n11Lt.l~tlU,",1fJt.l1t11'IJIQlh~fl~~n11 . 
VI1~1U 

2.1.3.5.2 n11~~LfJn1flLn~I')'J1)JL~tJ~ (Reduce the likelihood of the 

occurrence) JU,",lJ1tln~~1 ri1i~ LLrlf'l'J1lJ L~tJ~~'J L~)JL~tJhliin11'-'~n L~tJ~ ~'JtJn11fJfJn UtllJ 

1::t1t1n11f'l'JtlPJlJJ11tJLU n11LLri1~t.lrut.ll~fJ~~m n11LLri'1~tJrut.ll~n1run~~1U LL~~n11~1'J1iI 

~~1J11lJ tln~'JfJth~L'1lu LfJn1fl~tJfJ~~1tJ~"'I::'Wtl11qLihfllJlJ~~1fJ~1::tJitl 3 ;~fJ11i1"'1::Url~'Jt! 

n11L ~lJVi,rn~1U~1tJ L lXlJ1 n~u~ 1 L m fJn1fl~tJfJ ~'!I1 tJ,,:: hltl11q Lih~fJ~1::tJitl 3 ~"MlJ11::tJilJ 
2 Lilu~u 

2.1.3.5.3 n11~~eJ~m::V1t1f'1'J1)JL~tJ~ (Reduce the consequences) f'lfl1t! 

ntln11~ ~ L fJn1fl Ln ~ f'I'J1lJ L~ tJ~ LLr;l r;l1~nu~fidVitJ1tJ1lJ~"'I::~ ~ I')'J 1),.11ULLN'!IfJ~ eJ~ n1::V1t1'!1fJ~ 
I')'J1lJ L~tJ~ 

2.1.3.5.4 n11ci1tJL'ilUf'l'J1lJL~tJ~ (Transfer the risk) ~fJ n11c11tlLfJUl')'J1)J 
I ..,. I I I I I 

L~tl~li'~,",lJ ~,",1'fl L ~tJ~t11~fhu 1tJET~fhU~U;~fJ1""::,",lJ1tln~'"'tl'JtJ~1U~U1 ;~IiI::~fJ~~U lli1~ 'Jt! 

0'" 1 .,J 1":'1 0 ... ..01 ~ ..J .. J" 
'J1),.11')'J1lJfl1lJ11Cl Un11f'1'JtI f'JlJI')'J1lJ Lfltl~ ~ LlJU'iltJ1~ ~ L VifJ~~ I')'J1),.1~ cy L\'ltlVltl11i11i1~Lnfl'!lU 

L'1lU n1nj'1tJI')'J1),.1L~tl~~Iil::Ln~r;lfJVlfYitJ~ulufJ~~m1tJLlXtlNVltJ1::nu.ritl 

2.1.3.5.5 n11tl'illJrul')'J1lJL~tJ~ (Retain the risk) ~fJ n11tlfJ)JruLlXiif'l'J1)J 
o " 0 

L~tJ~,ru11h1n!)fJ~ L i'lfJ~"'I1n I'll t-nr41tlLUn114' ~n11,",1fJn11fl11~1::t1t1n111')'JtlPJ),.Iii2o!~ ~1~~ 

n~1eJ ~iVifi~1tJlIil1nn11LLri1'!1 I')'J1lJ L~tJ,",1tJ~'il11i1 Ln ~~U 'ilth~hn ~1),.1 L11 f'I'J1ri1,",U~ llXii 

lJ1 1J11n11 L Un114' ~n11L ~fJ 1 lXfl1lJ11Cl~(;,)1JI1lJ LL~::~ LL~ f'I'J1)J L~ tJ~,rU11~fJth~iitJ1::~V1fiJ11'Yi 
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.. 
2.1.3.6 m1m~j;)1~Ufi~m1YlU'V1,)u (Monitoring and review) Luuiu"flU 

~'V11J'V1,)UUfi~1..h::LijUt.J fi n114' t'lm 1f'1,)1~ L~ tI~ L ~flvh 'l,xJu'l'"l~ 11::UU f'I,)U f'J~f'I,)1~ Litl~ 

t'l1~11ntl 1U Ltl~tlU 't~vlULLfi ::t'lfl ~ f'lt\'fl~ (;\tl ~tlU 't '11 ~1~1 ~ LtI~tlUUtlfi~ 'ttl L Vi11::f'I,)1~ L~tI~ LUU 

~~~LtI~tlUUtlfi~fl~"fifl~L,)fi1 Ltifl~'"l1mi'1f'h Likelihood Ufi:: ConseqUencesLtI~tlUutlfi~n~ 

t.Jfi 'l,x ut.Jum1u1~11f'1,)1~ L~tI~ Lii~m1Ltl~tlU~,)tI ViTtl~~~ntl~1Ut.Jfi 'l,x ChtlU1~11fu'V1nu 
vlUVI ~1nViU~1 f'I,)1~L~tI~tl~1::~1J~~ L~tl~1 Lilum1 Lt'lUfl Ut.Ju4'~m1f'1,)1~ L~tI~ 

2.1.3.7 m1~flt'l11Ufi~mmf1 (Communicate and Consult) 'lum1f1T1-l 

.. " 
, (U::ilm1~ 1 L ilU~1ULilUtl th~ 11 Vi 1tl~vl~11t1~1Uc.lfi 'l,x cl1t11J1~11Ufi~ ~nfl~U'tl~1J11i''t1 
., ..,J, ...I ., ~ ,.,,, 0 :"1...1" ...I. r! ....I ~ 
rum11J Ufi::f'I,)1~ Lfltl~1J1~'fltl1~'V1 Lntl1'"l'"l::'"l~m 1 L~ L~ '"l1 LuU'V1'"l::j;)'fl~~1'V1u1mt1~111')tI'lI-l 

...I. r! :"I "...I 'l .. - ., '"., ~ 'l ~ . r! ... 
'V1u1n1f1fl1'"l'"l::LuU~ L"II m"ll 1 qjf11t1 U~1flf11t1Ufln1Jnt'V1n L~'lI~ U'1IUj;)flUm1lJ1mf1f'1,)~::lJ 

m1~flfl11U1J1Jj;)fl1Jt~ (Two way communication) ~,)tI 

iI .. .. ...I'l" m1t11::d:)utl~f'ln1U1J1J(;Jfitlf11Vi (Balanced Scorecard) L ULf'l1tl~~fl'V1 11 

~1~fu1' ~ Ufi::t11::LijUt.J fi m 1~1 L ilUnfi~'V1fi'fl~fl~f'l m t~ tI U U') ~ ~ 'l UL1tl~,tl~ m 1t11:: Ll4Utl-lf'1 m' 
" , , 
.... - ... I ... . " 

U1J1J'Jfitlf11ViUUL1~"U'"l1m.Jf'lf'lfi 2 'V11U f'ltl Robert Kaplan Ufi:: David Norton 'lI-l Kaplan 

.,,, - 'l ..I tI - .. , ...I.. -Ufi:: Norton (1996) L~LflUtlUU,)f'I~ UL1'fl~'lIfl~m1 1::L~Ufl~f'ln1,)1 U'V1U'V1'fl-3f'1n~~'t'l'"l11tu1 

L'ilVi1~~"IIil1'~'V11-3~1Um1L~U (Financial Indicators) LYltl-3tlth-3L~m 'V11-3fl~f'1mf'l,)1'l,x 

f'I,)1~~1" tlJ(;\fl ~"IIil1' ~ 'lu~~~tl-3 ~1U~U1 ~')tI ~-3eLtifl-3'"l1n~"IIil1' ~'V11-3~1Um1L~uii~fl~1n~ 
" ~fi1t1t1r::mr t'lvJ't~~~il 

• 'lumr~1Lilu~rii'"l~u iitr'"l4'tI~'Wfl1~1rn4'1J~tl~1~ L'IlU f'I,)1).J~-3't'lfl'l'"l 

'M~nA'1 f'I,)1~l f'I,)1~fl1~11n'lum1~Iij,JU1L'V1f'1tutfitl LUU~U ~-3hl 

t'l1~11nH~"IIilr)~~1um1~U't~ 

" 
• ~"IIil1'~~humr~u1Jtln'l,x'V1n1Jn-3;rfll.Jfi'lUtl~fJ1LVh,ru 

• t'l1~1rntlr~Ll4u't~LYltl-3U~tr'"l4'tlf11t1'lufl-3f'1m 'Wfl1~11ntl1::Li4utr'"l4'tI 

f11t1Ufln'fl-3tl-3f'11~ 

" 
• rifl'l,xLii"mnJ-3LlJUc.lfi-31u'lur::tI::i~1nn~1r::tI::tI1') 
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Kaplan Ufl::: Norton (1996) 1~i\~U'fl~1'fl~f'1mPl'lT~~1Tn.nlJi',\l1'~Lu 4 ~~lJ'fl~ 

~~lh:::n'fllJ~'ltJ ~~~'fl~~1Un1TL~U (Financial Perspective) ~~~'fl~~1U\1nA'1 (Customer 

Perspective) ~~lJ'fl~~1um:::lJ'lUn1Tfl1tJLU (Intemal Process Perspective) Ufl:::~lJ~'fl~~1U 

n11LWUiufl:::mmj;J,JU1 (Leaming and Growth Perspective) 

2.2.1.1 ~~lJ'fl~~1Um1L~U (Financial Perspective) LUum~~1m.nii~ 

c.Jfl'D'fl~n11~h L ilun fl!r'1fi"ll'fl~'fl~F1n T~~::: U~ 1'l~'fl'flnlJ1 L uXtl"ll'fl~ c.J fltlT:::n'fllJn11'D'fl\l'fl~ Plm ~~ 
~~~'fl-l~il PI'l1lJ~ 1'; CU'flth-l ~-l~ 1-vl1lJ'fl-l Plm~1ii~~~\1 U~'l\lln n1 L1 L rt'fl\l~ 1 n~ :::LUUtJl 'llJ'fl n~1 
nfl!rr1fi~1~n1-vlU~;U~1 ufl:::in 1tlH1U'fl\l PIn ll!U ri'fl L lX Lii~ c.J fl;)~'fln 1T~1 L ilU\l1 U'D 'fl\l'fl \I Plm 

-vlffi'W LtJltJ1'[;lQtl1:::~\lPI-vlfln~~1';CU!l1tJL!1i~lJ~'fl~~ 1~uri mTL~~;U"ll'fl\l11tJ1~ n11fl~fl~'1I'fl~ 
!1iullum1~1Lilu\l1U LUU!1iU 

2.2.1 .2 ~~~'fl\l~1u\1n'!h (Customer Perspective) LuumT~~11ru1 

u1.J-lnq~\1 nFl1 Ufl :::[;lfl11'l L~tJ'fl-lF1m~:::!1i'fl\li) LFln:::",1lXi I'l L~U~1 LFlTR'fl\1nFl1-vlfln LLfl :::'fl::: LTR'fl 

,.J. "I"" .... "'"1" ,,- .. " ~!'I '.1" 
f'JruPl1V1~:::U1L~U'flI.-vl\1nPl1-vlfln L'Yl'flI.-vl\1nPl1lJPI'l1~'Yl\l'Yl'flI.~ ~~~'fl\lU~:::LlJUm1~\llJ1:::L~U 

PlT'fllJ Pl~~1tlii~ Pl'l1~~1 Lr~"ll'fl\ln1T~ 1 L ilUnflEJVllf'll'fl\l'fl\lPl m Ll'ltJ1'[;lQtlT:::~\I PI",fl n~~1 ~qj 
~ , 

!l1tJL!1i~lJ~'fl\lil1~uri ~'lUU1.J\I[;1fl1~ m11nM1~nA'1Lri1 mTL~lJ\1nA'1LmJ PI'l1lJ~\I'Yl'flL~'1I'fl\l 

\1nFl1 n1L11J1'fl\1n,!h LUU!1iU 

2.2.1.3 ~~~'fl\l~1um:::lJ'lUmT!l1tJLU (Intemal Process Perspective) 

Luum1~~1Tru1m:::lJ'lUm1!l1tJLU~Ltlum:::lJ'lUn1T"'fln~'fl\lPln1!1i'fl\lLlXPI'l1~~1~CU !l1tJLtA' 
~ , 

~~lJ'fl~ il~:::* L ~UnT:::lJ 'lum TV! ~\I c.J fl nT:::V1lJ vI'fl PI'l1 ~~\I'Yl'fl L~'D'fl-l\1 n A' 1 U~:::n1 TlJ 11q 

1'[;lQtl1:::~\lPlVI1\1~1Um1~U LtJltJm:::lJ'lUn1~~1~qj!l1tJL!1i~lJlJ'fl\ld 1~uri m:::mum1 m1 

lJn.,1'rnfl\lm1'n1tJ LUU!1iU 

2.2.1.4 ~~lJ'fl\l~1Un1TL1tJuiLLfl:::mT~tij.JU1 (Leaming and Growth 

. .!'l - 'i' "J' .J • .!'l" "J' ... "1"- - 'i' Perspective) LlJUm1'Yl~1Tru1I.PlNt'ln\l'YlU~1UVI~1 LlJU[;1'fl\lt'lT1\1'DU L'Yl'flI.-vlLn~mTL[;llJ I.[;lUfl::: 

n'1 Ttl flJtll\l'fl\l PI nTL U'flU1 PI [;1 !l1tJL!1i~lJlJ'fl\l~ 'fl\l PIn T!1i'fl\l~~1Tru 1~ 1 LumT~~:::1J11q 
.... tl .- 'I'" '" -" "" .. r"'" 'l[;lQ 1:::t'l\lFl!l1tJ 1.[;l~~~'fl\l1'l1UmTL\lU tJl1U\1nPl1 Ufl:::~I1Um:::lJ'lUm1!l1tJ I.U 'fl\lf'ln1t;l'fl\llJn1T 

, ~ 

L1tJui~ j;J,JU1 Ufl::: L[;l1tJ~ ~'l'fltl1-l L1U' 1-l LtJltJ1' [;1Qtl T:::t'l\l PI-vlfl nV! ~ 1'; CU!l1tJ L!1i~l.JlJ'fl\lil1~ LLri 

1JPlPlfl!l1tJLU'fl\lPlm 1:::lJlJ.;r'fl~flt'l11t'lULVlf'I LUU~U 
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2.2 .2.2 
" ~'J;lr)1'\ (Measures '\.-I1~ Key Performance Indicators) l~uri 

" I" " I I 

~'l;l r)1'\'!I~-!lr) (;l Ql.h:;fl-!l 1"11 UUJ;]fl:;~ 1U ;-!l ~'J;l r) 1'\ L '\.-If'! 1il'"l::LUULI"11~-!l;j~ViH1un11r)~~ 1~-!l~ n1 

U11qr)(;lQU1::fl-!lR1uuJ;]fl:;~1U'\.-I1~~ 

2.2.2.3 

" u11q'!l~-!l~'J;lr)I'\UJ;]fl:;u1:;n11 
'\' ... _ .oJ ~ .., 0 .-I 

2.2.2.4 LL~U-!l1ULRNn11 '\.-I1~ n"'lmnJ (Initiatives) 'Vl~-!lRn1"'1::'"I1'\'Vl1LYitl 

unq Ltl1'\.-1lJ1tJ~ ri1'\.-1UI'\~U LI'\ tJ LL~U-!l1ud£J-!l1~1"li LL~UU~~ n11~'"l :;";1 LLJ;] LUUL YltJ-!l LL~U-l1U 

, 
r "".1 .... 

J;11lJLnCU'Vl"1l~-!l Kaplan Ufl:: Norton LLfl'l sse '\.-IU-!l1 R'J1'"l::u1:;n~l.JI'\'ltJ 

~'l~r)1'\1:;'\.-I~1-!l 20-25 ~'J L~~1l1~-!lfilml~~-!lLuulum1u1:;Li1uLll~1:;~-!l~iJR'l1lJ~1~tyLYh,ru 
LLlJlt'l'lulJ1n~u~1~-lfilmJ;]1-!l1"11~-!l1'VltJ2!n'"l:;ri1'\.-tul'\~'l~r)1'\111tJl~ sse HU1:;lJ1CU 30 - 35 ~'l 

~-l~1"l"l:;LUUL~~R'l1lJ~ul"l'!l~-!l~unn1ril~ 
, , " 

;r~ tl n LOtJ-!lU1:;n1 roil-!l ViYiUU~ tJ lun 114' 1'\";1 ~'l;lr) 1'\ 1~ uri~-!lfil mR'l1"l::ri1'\.-tU~ 
" " ~'l;lr) 1'\ 1 l1lJ1n Hri~ULLt\''l Fl~tJ"; 1n11~1'\ L~~ n LLfl ::4'1'\~1 ~u 1"1'l1lJ~1 ~ 'lJ"1I~-!l~'l;lr) 1'\ LL~fl:;~'l 

" " Kaplan LLfl:; Norton 1~~U~11Un11fl11-!l~'l;lr)I'\'!I~-!l~-!lfiln1~h~1 lJulTn"l:; 

1"'"' 1 ... "" .,...."." I; 111tJ J;1~lJlJ~~mum:;U'JUn11111tJ U~~l"1m1~tJfl:: 34 LLfl::111tJ LI'\~lJlJ~~1'\1Um1L1tJUtLLfl:: 

..."' ''I "' .. .J. l' .1 "' ... .!( ... .J ..J ~~U11~tJfl:; 22 "l:;~U'l1111tJ L(;1 sse 'iI~-!l~~l"1mrl'lU myR'l1"'1:;u1::n~UI'\'ltJJ;1'l'1l'l"tlU'Vl 

~1"li~'l~r)1'\~1um1~uu1:;"J1cu1-am~:; 80 '!I~~41U'lU~'l~r)I'\~~'\.-tlJl'\ 
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Nils-Goran Olve, Jan Roy U~:; Magnus Wetter (1999 : 129-130) mh,)~1 

~')~1'~T:;~1Jtl-:JRm"f'I,)T'"I:;;:j 15-25 ~') llJ.T:;~1J~1EJ uc.Jun l-l1fl mhEJ-:J1U f'I,)11i1::;:j~')~1''' 
" 1 0-15 ~') t'bulu1:;~1J~f'lf'l~f'l,)1'"I:;;:j~');!1'I'l~flEJ(;11l-Jf'l,)1l-J41LijUl-l1fl 5-1 0 ~') 

::. "I ..... 
2.2.4 'lI1J91'il'Lh 1Jn1'1~91'VI1 Balanced Scorecard 

2.2.4.1 m1iJLf'lT1::,rvn-:Jn~tJVlfi ;~'l~urimrih SWOT Analysis ;-:JLijU~ 

llEJl-Ju~:;rrnnUtlth-:JUViimnEJ L~fll,n~liPlvn-:Ju~::nfltJVlfi"1lfl-:Jfl-:JRm"~i'~L'"IU 

2.2.4.2 ri1l-lul'liJim1P11! u~:;n~tJVlfi"1lfl-:Jfl-:JRm" tI'lEJri1l-lu~dh.!n~tJVlfi 
, 

l-lin (Strategic Themes) Vl~1fi't1J'1Jfl-:Jfl-:Jf'1nT 

2.2.4.3 

U~:;~l-Jl-Jfl-:JUj;J~:;~l-Jl-Jfl-:Jf'I,)T'"I:;;:jf'l,)1l-Ji).J'.~'ufinUtlth-:Jh 

2.2.4.4 4'~Yhuc.Ju~vn-:Jn~tJVlfi (Strategy Map) T:;~1Jtl-:JRm t~EJri1l-lU" 

l' (;1 Qlh:;~-:J R~~ 1 fi't1jfl1 EJ Hi' U~ ~ :;~l-Jl-Jtl-:J tI'lEJ~'"I 1 Tru1~11 um T~tl-:J f'1m'"l:;~1l-J1TC1,j1 Lllu-:J1U 

U~:;1JTTqiJim1P11! u~:;n~tJVlfi'1Jfl-:Jfl-:JRnTL~,ru'"l:;rJi'tl-:J1Jnq1'(;1QuT:;~-:Jf'l1u~1ul~u1-:J 

2.2.4.5 n ~ l-J ~ 1J1l-l1 TT:;~ 1J ~ -:J'"I :;rJi'fl-:J;:j n 11U T:;~ l-Ji') l-J nUL ~tl Eiu6uu~:; 
« ..J ... ..J ... J' 

Ll-lu'I!fl1Jluu~uVlVl1-:Jn~tJVlfiVlt'lT1-:J'1JU 

2.2.4.6 
~ ~ ~ I 

1'(;1QuT:;~-:Jf'1uulu~1u~1-:J1 ~-:Jlu~1u'!lfl-:J~');j1'~ ~1u;rfl~~luuliI'uu Lthl-ll-J1EJV1litl-:Jm1 

~ - .. t ..J". 1JTTq T,)l-JVl-:J U~U-:J1U n'"lnTTl-J l-lTfl f'lNn"lTVl'"l:;(;1fl-:JVl1 

2.2.4.7 

(Cascade) j;J')~1' ~ U~:; Lih~l-J1EJ T:;~1Jfl-:J f'1 nT llX LijU~1J1l-l1 TTfl-:JM LU L ~flllX ~1J1Vl1TT:;~1JTfl-:J1 
~-:JLu4'~vi1u~uu~~mTj;J1l-Juc.JU-:J1Ul-l1fltf'lNmTl-linu~:;ri1l-lU~~')~1'~llXnu~1J1l-l1Tlu 

T:;~lJTtl-:J1 fi-:JLU 

- ~ , 2.3 n1"i'JLfI'M~~LL'tI1J~fI'J1).J1..JnYf'1'i1~ (Fault Tree Analysis; FTA) 

Fault Tree Analysis l-l1tl FTA LijUn"lT7jLf'lT1:;,rl-l1t'l1m~'1Ifl-:J€U(;1T1EJ ~~Ll-l~ 
I I ..J..J ,,_ .... 0 _ I ,!II 

f'I,)1l-JlJnViTtl-:J(;11-:J1 VlLnEJ'J"lJfl-:Jn1J-:J1U ')fimTVl1-:J1U LL~:;m:;1J,)Un"lTc.Jfi(;lflm-:JLlJ'I.IT:;1J1J Ut'lM 

, ". ~ ... t I 0 'I ... ..J" _ ! " 1 ,,- J' .J..J 'I" 0" ..J., " ~l-lmun-:Jf'I,)1l-JL'I!fll-J EJ-:Jvn'"l:;U1 ~u~m~mTruVl UJ(;1fl-:Jn"lT l-lLn~'1JU LVitlVlIiI:; L~U1'!1tl~fiVl L~2-J1 

~1l-J1(;1T~1ulun1Tf'I,)1J~l-Ju~:;ufl-:Jnu~flLu 
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_.-.l'~, '1~ 
FT A \Infil~fiI\.,!,~\.,!,~~tJ HA Watson U\N Bell Telephone Laboratories ~\"!'lJ 

1962 L~tl~Lfil11::'l.f Minute-man Launch Control System (;]tl~1 North American Space 

IndustriaI1~11~\"!'1 FTA (;]tl1tl~\"!'m'::~'1LtI\"!'~l4'nu"'d\-lflltJ~ILij\"!'~fin11L\"!'n11~Lf'ln::'l.ffil'll~ 

FT A LtI\"!'n11~ Lf'l11::'l.fm~n11nr~'.ltJ U~\"!'cr'l ~'1Iil::Hiruim~nrxU1l1'Yi (;]1'11 

U'Yl\"!'m~n11nrUfl::fiI'lI~L~tl~ttJ'I~tl'lLL(;]fl::mlJJn11nrL;h~'ltJn\"!' iruin~nr~L;UU'l'l~LtI\.,!, 2 

tl1::L1l'YlL\-lqJ 1 ~tl iruin~nr~Hn1JL\-l~n11nr (Event Symbol) u.fl::iruin~nr~H'Ut'l~'1fi1'll~ 
.-

Lil\"!'L\-l~LtI\"!'~fln\"!' (Logic Gate) ltl11'1Ufl::fiI'lI~\-l~ltJ~tl'lit1Jin~nrr;lI'11 ~'1 21.h::L1l'Yl ~'1 
..J 

1J1111'1'Yl 2.4 

1J1111'1~ 2.4 iruin~nr~H1\"!'m1~LPln::'l.f Fault Tree Analysis 

l.h::L1l'Vl iruin~nr ~tl fiI'lI~\-l~ltJ 

L~'ln11tUtl~1:;"'~1'1nfl1'1Lih~L"''ln11tUtltltl~ 

D Fault Event tl'l~flL~ LiiflL "''1 n11n1tufitl 'ttl ;rtl.:J~n~1n11 
~Ll'Il1:ifl.:J'ltl~n 

L~'l n11rutltltl~ Lii,,~u'l~ l'l1~tl1n~ d~u'l~ 

0 Basic Event 
{fl L'IU'Lfltlhi ;rtl'lYi1n11~ Lf'l11:;"'~1cq1L~'l 

I'ltl'ltl Lilucq 1L "''lu1n'lltl'ln11Liil'lf'l'l1)Jtm~itl.:J 

Ufl:;'1:;tl~'utl'lU~1'1qfl'lltl'l~n1L"''ln11nr 

(5 L"''ln11tUtltltl~'WiHftlJ;lflLVltl'l~tl ~1tl~'1tJ1n 
.c 

~., ... iI f ..I'l ,..I f ~ E 

0 
Undeveloped 'IIU'IItlU "'1tlL U tlJ;lflYl ~Lntl'l fl'lnU Top >-

C/') - Event Event ~.:J 'l~'ij Lf'l11 :;,..fi tl'ltl Ufitl1 iiftl J;lfl c: 
Q) 

> L ~~ L~~ritl1)J11Cl~Lf'l11:;",fitl 'ltAA w 

L "''l n11tUJl1tlUtl n"'1tlil'l4' tlJl1tlUtl n~ Lilu 

0 
House Event / cq 1 L "''lL ~Liifl L "''J n11 nrfi 1'1 1 ;rtl'l~'111N1~1 

External Event '1:;Lii""'1tlhiU1'1V1L1tln~1 Switch Event ~1tJ 

Normal Event 

D 
LfL;JtlU~~tl~1'1~'1L"''ln11tU'''~'1tl~LUii'l 

Tree Transfer n ..I • ..1 iI .. ..I 
1UtlU'lltl'lU~UI1~'II.:JL UL"'l'ln11NYl " . .. .. 

L~;jtlUnU ~tl'W;rtl'lL;JtlUL~'ln11tU,ru;1tin 



l.h~L1lV1 

2.3.3 

o 
o 
o 

Or Gate 

And Gate 

Inhibit Gate 

Pl'l1).J'\.UJ1tJ 

U£q"~1'I'l1~i~~lJfi~1L\I'ln11N\I~~"I::Ln"~lJ 

'l~ "I:: ;r~~ii£q 1 L\I'J ~1"11 n £q1 L \1'1 'l" £q 1L \I'l\l~~ 

U£q"~1'I'l1~i~~lJfi~1L\I'Jn11N\I\1~"I::Ln"~lJ 

'l~ "I::;t~~ii£q1L\I'lJJ1"11m\l'Jm1NtifltJ'ln1 
r_..r ~_ .. 

L \I'l n11tuLn"'!IlJ'WnlJJ nlJ 

U£qIMn1N~L\I'Jn11tu1lt1 "I::Lii"~lJU'riP1flujtl 
...... 'l ..... "'.. ".1 ... 
JJL~~lJ '!I \l1tl'!ltl"l1n" \l1tltl~l'IlJ1::nfltlfllJ1 

~~"I::L£qi~'l"'Lii"L\I'ln11N,rlJ 1 L'lilJ ~ru\lJJij 
f'I'l1JJ,j'lJ 

14 

.. 0 .. _ .. .... _ ... .... 0 .... r ., 

n1T'l Lf"l11~l-1 FT A 'W'W"I~Ln.J"I1nn1TL'iltJ'WLLc.J'Wc.J-lfl1~lJ mf;Jn1Tru."ItU'lTlJ"I1n'W'W 

"I::iin1Tfli1'W'lru~'J Lfl~ LJI1).J~ I'lTLLfl~;rtl~fl~ii l-1Ttl L;ttJ'WL'WIU Matrix L~tll-11 Ltln1t'lL'Wn1TLn" 

Ll-1I'ln1TnI LL(jjL~tl-l"l1nL'Wn1Ti)4'tJd"l::Hf FTA ~1l-1flJi)Lf"l11~'\.ftJf'WLl-1I'l~tl-lPl'J1).JL~tJ-lLVht!'W~-l • • 
" " .. 

bJl~ LLfl'M11tJfl~Lt1tJ~ L'Wt'b'W~tl-li)fi~1'W'Jru. ~1l-1flJi'Wl'ltl'Wn1TL;ttJ'W~-l FT A t!'Wii,y~~tl 11Jil 

1. L;ttJ'WLl-1f;JmTtU~Li'J'WPl'J1).JlJnYdtl-l PI'J1).J~qjL~tJ l-1TtlPl'J1).JL~tJ-l~~tl,:m1T 

i)LPl11~'\.ftl~lJ'W~~lLtI'W TOP Event 

2. ~'"I1Tru.1 L tlmflL 'WmTLn~u ryl-11l-1TtlPl'J 1).J L~tJ-lm~~"I1Tru.1 ~-lrh~lJr)1 

Ln~;'W"I1nLl-1f;JmTcltltlml-1f;JmTru.~mf;JmTtUl-1~-lLVht!'W Lw.oD'lryimftU "Or Gate" 

3. nTtil~~tl-lLn"''"I1nLl-1f;Jn1TtUtltltJl-1fl1ml-1f;Jn1TtU~1tl).Jn'W 1«loD'lqjinh'tU 

"And Gate" 

o " 

5. Lijtl LLl'lnL l-1f;JmTtUtltlm"ll'Wilfl-lhJt1nii'"l~~lJr)1 L l-1f;JmTtUtltltJT~,y1Jfh~~f\ 

'"I:: dj'WLl-1 f;Jn 1TtU~ Ln~ Lij'WUTn~~'J1u (Basic Event) L l-1f;Jn1 TtU~i) LPln~'\.f~tl hJ1~ 

(Undeveloped Event) l-1ffimf;Jn1TtU"I1nJl1tJ'Wtln (External Event) 



2.4 
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1. Hpj LR11~i'\nfl1mf;J'jJ'fl~t!q}ln~L~tl'lrltJ~1U ~fin1n;1~1U LRi'fl~..rn1 LLfl::: 

m:::tJ'lum1~~(;11~~ 

2. L.rL Un11'l1~ LL~Uil'fl~rlU~tJ"i L ~f;J LYl11:::'"I:::vh L lXV111tJfl1 L~~ LLfl::: L 'flmflLum1 

_. " 
Ln~fl'l~~U1 

o L!;4I ."f .. ..J .... ....... ~ ... 
3. fl1)J11ClU1)J1 "l! ~Um1fl'fltJfl'lUuq}~1 LL~:::m~m1NVlflfltJ"l!tJ,!!'flU~~ 

4. n11~ LR11:::i'"l::: LLfl~~R'l1)J~)J~ufi'jJ'fl~ m[;Jm1nr(;h~1 ~'ltllUIl1"fj vh 1lXL~u 

1l1Yll~tlfh~-n11l L'"IU LLfl:::di11'"1~1t1 

)J~1 ~Vlm i tl L~ tl L1)J'"I 1 n m 1ri1~UI1l 1'(;1 QU 1:::fl ~ R'jJtl~fl1t1~ 1U ~'l tI m ru 1:::, )J'jJtl~~ti'ltl~1U 

1:::1.J fl'l1)J L~ tl~ Lui U(;1tlUn1 n;1~1u1ufl1 tI~1U 4'111 n ~)JU 1::: L~UR'l1)J L~ tI~ ~'ltl LL~ucr~n ~).! 
R'l1)'!~ 111 (Affinity Diagram) ~1 L ilum1U1::: L~UR'l1)'! L~tl~ cJ 1ULLtJtJ fl 'fltJ tl1).! L~tlH L Vl flilf'l 

FMEA (Failure Mode and Effects Analysis) L~tl..rI1l~1I'i'tJR'l1)'!L~tI~ LL~:::HLVlflilRn11 

~Lfl11:::iLLtJtJ FTA (Fault Tree Analysis) L~tl'll'ltlFfu~1fl1mf;J'jJtl~R'l1)JL~tI~ LLfl:::flfi~LL~U 

..rl1lm1R'l1)JL~tl~ Ll1ltll~1:::1.J1:::tI:::L 'lfl1rltJ ~ftJ Ej ~"l!tltJHtlth~-n 111 L'"IU LL~:::l~'fltln LLlJtJLtJuulin 

I I "" 

(Check sheet) L~tlH~I1l(;11)JI1l~fl"l!'fl~m1..rI1lVi11:::tJtJtJ1~11R'l1)JL~tl~ ~~U n111'I1l~fl1:::tJlJ 
" 

- ~ ..J~... .... ...t • ."1 ... 1 " .... 1....... 1 ~ ~ 
tJru11R'l1)J Lrltl~V1 ~~'"I11lV11'jJU'"I1 LuU(;1'fl~ "l!1:::tI:::L'lfl1U1U '"I~n1~UI1l '1mn11u1::: Ll-JUR'l 1)'! Lrltl~ 

f'l1~~)J1tl L~tlLumtJLVltltJP\1 RPN (Risk Priority Number) ritluLL~:::~i~n11iJLL~'U..r~n11fl'l1)'! 

L~ tl~ 1u fl1 tl~1UVl::: LUtlU LL~::: (;11'l'"lfltl tJ~ fl Vl 

S C Ward (1999) ~1u~4'tl~1~~I1l(i~Litl~L~tl'lrltJLVlRilRn11tJ1:::~U1:::l'i'lJ 
R'l1)'! L~tl~ L ~tl ~ ~ Lfltl n R 'l1)J L~tI~ ~'ltl (;11 n~ n11U1::: L~U1:::l'i'tJR'l1)J L~ tI~ 1ULL~'1Jtl~ Ltln1fl 

(likelihood) LLfl:::R'l1)JrULLN'jJ'fl~ ~flm:::VllJ (impact) ~'"I:::Lnl1l;U11 LVlRilRm1tJ1:::L~U1:::~tJ 
R'l1)'!L~tl~iJ;rtlr;hnI1lLLfl:::R'l1~'"I11n.nUIiI..rtl~hU~U1 L~)JL~)J~'ltll~LLri lIfu'I1U L'lfl1 LL~::: 

~fl n1:::V1tJ~1UR N1l1Yl '"I1nL~V1 ~fl~~mh'l LVl flilRn11U1:::d1u1:::~tJR'l1)JL~tI~~~ m)'!1:::~IiI::: • • 

... I I " I " 

~ n~~u~ 1~ LL U~111~~~ 1~ q}V1'"1:::lIftl~Vi11ULL(;]fl:::iU(;1tlUn1 14'111 n11R'l1)J L~tI~ I'i'~u 
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::, ..J. 'I" ..J 0 ..J 
- 'DUlJltlUn111~1.JPI'J1~Lt'ltl'l LLU~U1 .~1~1.JPI'J1~Lt\tI'I LL~tN'VI~1'Dfl'l 

PI'J1~ L~tI'I LLfldffl~fl ~ L~tI'J;rfl'l~'1~~ ~ n'l LL~~1 PI'J 1~ L~ tI'IU1'1 ~'Jfl1",,~i:jPl'J1~~'lA't'\!Ufltln 

tJl1~ 

" 0 

1'J U 1'J ~ LLfi ~i) LI'I11 ~lf;r tl ~ fi" 1 n i'WlJlfl'W un LVi fl Vi 11'1 'J 1 ~ L;r 1l" n '11'1 'J 1 ~ LL~ n j;h~ Ufi:: 

1'I'J1~l~~'Wfi~n'WUfl~n'W1~~~ 1'11'1'J1~ L~tI'I ~ 1~fui'WlJlflUn11'J1'1 LL~'W,r'W 'Wfln"1n,,::iin11 

n1~'Wt'I U~'Wn114' ~n11P1'J1~ L~tI'I~~'lA't'\! 1'I'J1n1~'Wj;11~ii LL~'W'I1'WL~fl4'~n11P1'J1~L~tI~~1'W'J'W 

~il'l~i:j PI'J1~~ 1A' t'\!Ufltl LLj;JiiPl'J1~l~~'WfiL~tI'J L tifl'ln'W~'JtI 
" 0 " 

- i'WtJlfl'Wn114''''n111'1'J1~L~tI~l!'W 41LtI'Wlffl'l~"11ru1tr,,4'EJ~'l'WL'lfl1 

... 
Lj;1t1'J 

~'l1,"'l (2547) 'l~Vhn11~11J,l'W11~uuu1~11P1'J1~L~tI'I'Dfl'lLM~n11H 

~1mnM1 LLfl~~t'I~'I1~UUt'l11flUL 'VI PI n11~11J,l'W1n"~Vi11~fl1~11tlfl11'1;rfl~flPl'J'l~ L~tI'I L~fl H 
~1~fuilfl'l n'Wn11Ln t'I L ~ 1Jln11ru1~~'Il.h~fl'l Pl1~ ~'I1 'Wn1~u'J'Wn111 'Wn11U1~'l11'1'l1~ L~ tI~ • 

" ~1~fULI'INn11n111 ~~ 1mmf1 LLfl~~j;1~'I1~UU fl11t'l'WL 'VI PI 'l~ LLri (1) n11n1l-1'Wt'I Ufl::'J1'1 

" 0 

'DflUL'DIJl'Dfl'lLPl1'1n11L"'tl1U'I1ui)4'tln'l~U1;rfl41nj;1'Dfl'l'Vlf~tl1n1~1;L'WLI'I1'1n1rU1~1n1l-1'Wt'I 

LU'Wrj'IJl~tl1~fl'lfl~'I'l~LLri rj'C;HJtl1~fl'lfl~1'W1.Jl'lfi1m FhH~1t1 L'Jfl1 LLfl~~tu1l1~ (2) n1n~1.J 
o " " 

1'I'J1~L~tI'I1l1t11ULI'INn11 tj;1t1;rfl~fi1'Wi'Wn'l~~1"1nn1 1l~!l1l!tnr~tlnu"i'l1'W (3) n11A''Wl-I'l 

• " " I 

1'I'J1~ L~tI'I1l1t1'Wfln Lf'l Nn11 Lt'ltI;rfl~fl1'Wi'Wn'l~~1"1 nn11l~1l1l!tnr~ L;!tI'J'll1 qj LLfi~~U1~11 

LI'INn11 (4) n11i) LI'I11~lftr,,4'tll'I'J1~ L~tI'I Lj;1t11'Wi'Wn'l~Vi1n11LLtlfl~I'I'J1~ L~tI'IhJ lU'Wtr.,4'EJ 

1'I'J1~ L~tI'I Lfl ;4flUnUn1N j;1 n~~ 1'I'J1~ L~mj;J1'11 L~fl1~Vi1n 11tl1~ L~'W1'I'J1~ L~ tI'I 'l~~1t1~'W~~ n11 

1.h::L~'W1'I'l1~L~tI'I,,~H'tr"4'tI 2 tr,,4'tI~1~"11ru1~fl 1'I'J1~tuLLN(Business impact) Ufi:: 

Lfln1fl1'Wn11Liit'll'l'J1~L~tI'I (Likelihood) (5) n11t'l11'1LLCJU4't'ln111'1'J1~L~tI'I Ufl:: (6) ~lijJ'W111J 

u'Wlin;rfl~fll'l'J1~ L~tI'I Lyjfl~'" 1Jl1~tr"4'tIL~tI'I "1nn11i) LI'I11~lf~u~1 i:j1'l'J1~ L~EJ'I1l'ltl1'W 13 

tr,,4'tI LLfl::I'I'J1~ L~tI'I1l1t1Ufln 14 tr,,4'tI VJntr"4'tI"~\ln4'~~1 ~U LLfl~l.h~L~'WLt'lEJ~ L~tI'J'll'lCY 
" ~urn11tI'lNn11 LLfl~~tlnu"i'l1'W1'WLf'lNn11 "1nl!'W'l~i:jn1n11 L'Vll'lill'ln111 L1'I11::lf LL 'D'W'I1'I'J1~ 

lJn'Ydfl'l~11;L'Wn11fl11'1LLCJ'WI'I'JUf'l~1'I'J1~L~m"!Jfl'lLf'lNn11 ~'I'l~iin11U1LL~'W 4 LL~U "1nu~'W • 
~'Il-I~t'I 14 LL~'W ~1tl1~~nj;]1;L'WLI'INn11 ~1~futr"4'tIL~EJ'I1l1t1Ufln 'l~i:j;rflLflUflLLU::1'Wn11 
4' t'ln111'1'J1~ L~ EJ'I"1n ~ L~tI'J'll1 t'\! ~1'WLLlJUt'lflUtl1~ ~'I"1 n n11l~1 LL~'W4' ~n111'1'l1~ L~tI'I~'I 4 

LLCJ'WL1Jtlntii ~U~1 i1lil4'tIL~tI'I~i:j1'l'J1~1'WLLN1'W1~~U 3 flt'll'l'J1~1'WLLNfi'lLU'W1~~U 1L'W 

n~U'J'Wm1~j;1'ti1t1"~n~1'Jn'ln1m~'W11uu'Wlin;rfl~fll'l'J1~L~tI'IL~fl~t'lIJl1~tr"4'EJL~tJ'I 
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Siri Thongsiri (2003) 1~,j1't:::lJlJlJ1"'1'tFl'l'UJL~tI~ lUitlLLlJlJ"tl~ 
I ".. .." " 

Enterprise Risk Management (ERM) ).nt;{;~ ERM uniU(;]tluVi'~~u 7 iUlJltlU 1Jl1~ 

~1 lJl'ttt1um'tlJ1Wl'tFl'l1~ L~tI~'tl~tI't::: L 'Ylf'ltltl~ L(;]'tL~tlLL~ :::il'l~ LLflUI'l(AS/NZ 4360) t~tI 
u 

tI't:::ntllJlt1 ~'ltl (1) m1ri1"'U~'tlmi1t1m1lJ1"'11f'1'l1~ L~ tI~ (Establish the Risk 

Management Context) (2) m11:::~f'I'l1~L~tI~ (Risk Identification) (3) m'ti)Lf'ln:::\ff'l'l1~ 

L~tI~ (Risk Analysis) (4) m1t11:::LijUf'I'l1~L~tI~(Risk Evaluation) (5) m't4'n~1'tf'l,)1~L~tI~ 

(Risk Treatment) (6) m1~j;}(;]1~LLfl:::'YllJ'Yl'lU (Monitoring and Review) (7) m't't1U~1Uc.J~LL~::: 

m't~n~1 (Communication and Consultation) 

'Y1Rj~9lJU (2546) 1~n~1'ln~~11u~~f'I'l1lJL~tI~1Jh~1'tl~lJm'Yltl1:::nuirltfl 

t!untl~'" ~ 1t1tl1::: LIl'Vl (;] 1 ~ ~1iltl1lJ ~tl~ f'I'l1lJ L~ tI~'tl~lJ 1';'Yltl1:::nu~ (;]~'l~n m Tn ~ '1 'l 'l.)1 U~tl~ 
Risk-Based Capital ~~LlIuL'Vlf'lilf'lm't{j;}M'tL~U~U,tl~lJ1';'Vltl1:::nU~1Jl LL~:::nLLU'lR~~~::: 

I I I ... 

{~~'t't~u~uL""~:::Vftlun~f'I'l1~L~tI~(Jh~1'l~tlrh~L"'~1:::~~ L~tlf'I'l1~L~tI~lJi1~1Vln~1'ln~UUn 

tl~ 4 ~1U ~tl f'I'l1~L~tI~'tl~~U'Vl1Yl[r~~~U(Asset risk) f'I'l1~L~tI~~1nm'tflJtl't:::nu 
(Insurance risk) f'I'l1lJ L~tI~~1n..a(;]111'l'fJn Li1u(lnterest rate risk) LL~:::FI'l1~L~U~~U~Lii~~1n 
m1~1LilufI'tii~ ~~L'1'lt1i'~n~1F1'l1~L~U-3'Vl1~~1U~U'VlfYi!J~~~U(Asset risk)LL~:::f'I'l1~L~U~~ 

Liil'l~1n..a(;]11~tlnLdtl(lnterest rate risk) ~~'"l1nm1~n~1YilJ~1 "'~~UnLLU'lLU~~'l~1lJ 
, '" I" 

CJ fl n't:::'VllJ~1 nm 'tLf'I~tlu'l "''l'tl~..a (;]11 ~tln LUU~1n n~ 1 ~U'Vl1Yi!J Lntl..a1Jl 't'1 ~tln LUUnm1 

tI ..J tI J' ~ ,~~ .. ., tl .,...... ..... ~ tl..J tl 'ltl L ~UULL M'U"'1tlfl~ ~flFl1"'U'CIU'tl'llJ't~'Yl 1:::nU"JI'lIJl'"l:::lJu1lJ1n.1m'tL ~UULL ~'1 

~1 n n~1t11lJ1 n.I n 11LtI ~tlU LLtI fl '1''fl'l~~ Pl1 ~ U'Yl fYiU ~'1~Liju~'1~ lJ 1';'Vltl 't:::nu;7j tfl~:::~'fl~ 
" 

fiIIlJI~~~tu L~~'VI~ (2545) 'l~~n~1n'lnfl!J'YlfiLL~:::LLCJumruBlJ~'11U''fl-3 

~1t1n1rnUn'l1U ~'1nLih,"lJ1t1"'~nL~tI't'llJ ~'fl L~lJ~nUIl1YiLumnJBlJ~'11U''fl'lYiUn'l1ULL~::: 

'YllJ'Yl 'lUn1:::lJ'lUm nJljlJ"ii'l1U L ""ntl1:::~ 'Ylfi1l1Yi ~1 n;U~1n Lih,"lJ1t1 ~'1n ~ 1'l ~ 1~11Cl ';1"'1.6" 

LijuLih"'lJ1t1"'~n''fl'l LLr.J U~ n fl!J'Ylfi ~'fl "L ~~ ~ nU1l1Yi m ni1'11u''fl'lYiun'l'1uIl1ul~m't 
lJffi1N1u~ntl1:::~'Vlfill1'rf' LLfl:::~1lJ11Clri1"'U~1'IJlCltl't:::~'1~~'1 4 ~lJ~'fl'l 'l~LLri • • 
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);- ~~~fI~;)1U\inFhiJ1'(;1Q1.h~fl~MflL,xy.nrn~1uiJfiI'n~ifil'J1~fl1~11t1 

~ L 'I-I~1~fl~ j;j1 LL'I-Itl~~1U L ~~fiI'J1~~~YlflL '"I'fI~Yl,rn~1ULLfl ~L ~~ fiI'J1 ~~..:JYlflL '"I'fI~'I-IU'Jtl~1U L U 

fI~Plm 

);- ~~~M,n1 un 1~1.J'JUn11~1 L ilu~ 1U1l1tlL uiJ1' (;1C11.h~fl~ Pl~fI n11 , , 

uf1.JUl~m~1.J'JUn1n;1~1U 1~1.J1.Jn11U1~LSjUCJfl~iJU1~~Vlfi1l1Yl n11M1'1-11 ~'lLflfln 1.Jn, 
I ~ .....J a'" _ ,,-I.. -_ 

LLIJl~ 1J1~ LLfl~m 1 L flUtJ1tlVl1'J f'l L1'J LLfl~~ f'lN1l1Yl LLfl~m11.J1m1'fl2t!flVl~U1~~Vlfi1l1Yl 

);- ~~~fI..:JlhUn11L1tlU1LLfl~n1niIij.JU1 iJ1'(;1C1U1~fl~PlL~f1L~~~nM~ , .. . 
fiI'J1~i fiI'J1~fl1~11C1'fI~Yl,rn~1ULU~1tln11Yl,rn~1ULf'ltln11f11.J 1~ LLfl~~ (ij,JU1 n114' flL,xn 

LVl fiI L ULfl~fl11flULVl PI 1'J~i~n 11iJLfilNfl11~ LLfl ~1' ~Ufi11~1l1tl L U~ 1tl~1U~~ 
., ., " 

'"I1n1'(;1C1U1~fl~Pl~..:J 4 ~~~fI~,rU'"I~iJ~'J~1'f'l(KPI) djU~'JU1~LSjUCJfl LLfl~iJ LLCJU~1U LfilNn11 • • ., ., 
n'"l n11~ ~ 1'1-1f1.JU~~L ,x1.Jl1Q Li11'1-1~1tlL ULLJ;] fl ~~'J~1' f'l 1;) LLJ;]L u~1ui)4'tlilhl't;)iJn1n11 

LfilNn11J;]1~1~fl11~;u~11uu~~LU1~'I-I~1~n11i)4'tl LVitl~ LLJ;]1;) LLU~1l1~1 LLU'lVl1~n111l11uH' 
fiI'Jm'"l11ru1u1~L~U~'J;rfl~~1~ CkI ~fI n11~flfl11L ,xYl,rn~1u1;)f1.JVln1.Jii~ LLU'JPlfl LLfl~i)fim1 

U~Ui'fI~ Lfilifl~nflVl1~ n114' f'l n 11"J1ilf'le '"I ~ ,nfl~~ WJU 1f1 U1..:J J;]fI L rtfl ~ (;1 flfl f'l L 'lfl1 hlni U~ fl 
"" 'I" " ... r , ... ..J. I..J • I ~. I 

LYlfl ~'I-I m~1~fl~ LLfl~flflf'l filflfl~n1.Jfl mUn11tuLLfl~n11LL '~'U'Yl LlJfltlULLlJfl~ ~lJ 

_ .. ~ "... "..J :"I ~ "" .. 
L~1'lU!l(2546) ~f'l~n111'l1.J1'J~'fl2t!fl'Yl LlJf'l LCJtl ~fl LLfl~'fl2olfl'Yl1~n11L~U 

1~"'~1~n 2538 - 2544 'fI~1.J1~'Yl1'Yltlu1~nu~i)1J1 ~1nf'l ~1Vhn11i)Lfil11~lfU'"l4'tJll1tlLU 

U,,4'tl1l1tlfln LLfl~tllJlnfl'lu'Yl1~m1~U 1'J~ii~m1i) Lfiln~lf L ~flL,x'Yl111.Jii..:JCJfln11~1 Lilu~1U 

LLfl ~U1~~'Yl fi 111Yl'fI~ n111.J1", 1 N1U L Ufl ~(;1 ;~fl1~11m111u LijULL U'JVl1..:J L Un11ri1",uflnfltJ'Ylti 

1~,ylJfI~l"1m 1~~lJ~1n'"lLLfl~1~~lJ"'t!1~ 1'J~i~1l1 Balanced Scorecard ~1H1Un11~flV11~ 
., 

LLfl~1.h~LS1uCJfln1nl1nfltJ'Yli,ru11UU~lJ~ '"I1nn11~nM1YllJ~1lJ1~'Yl"1 iJ'f'lLL;~LLfl~iJtfln1t'l 
" , , 

'Yl1~~1n'"lLU1~,ylJ~~ 1'J~li~iJS1U~'Yl1~ n1n~uVi,ruFI~ L Un11i) LfiI11~lf1~,ylJfI~Pln1'"1~Hfnfl 

tJ'Ylin1ntJ1tl~'l Lf'ltln11~(ij,JU1LLlJlJU1~nUL",:J1 L,xL"'~1~fl~nlJ~nR1LLPifl~n~~ ~1",funfl 
., 

tJ'Yli1~ fllJ ~1n'"l,rUfiI'J ni1 "'Uf'l L,xiJ n11L;-n fltJ'Yl i n11fl11..:J f'I'l1~ LLlJ1 n Pi1~ LLfl~nfl fJ'Ylti n11 

IJlfllJflUfI~flU1~1'lf'lL1'J ~1'1-1fum1ri1",uf'lnflfJ'Ylfilu1~fllJ"'t!1~1llri1",u"'LijuLLCJu1~tl~iULLfl~ 
LLCJU1~tl~m'J 1'l~ii~n11Hf Balanced Scorecard LUm1~f'l(;11~LLfl~U1~LSjUCJfln11UB~(;11~ 

nflfJ'Yli~ri1"'U'" H 
1~ rt;i (2542) 11l~ nM1 Lifl~n114' '" n 11L ~fI'fi1 L ,x'\,:JiJ;rfl1f1~ LTtJ U'"I 1 n~ nA'1 

, ., , 
n1C11~nM1n1.J CJ~ Vl.rlruorl tJ..:JUfl fl1'l ~ ;~~1ui)4'tliln Li11"'~1 tl L ~fI CJ ~ (;1 CJ ~ (;1.rl ru"VlL,xn ~ t"Ull1YlPlN 

Vl1~;-flri1"'U"'L"'tl1:JL~~'fI~L~tl1um~lJ'lUn11CJ~(;11U~1ui)4'tle'"l~*Lt!UL~fI"'1 ~fin114'f'ln11 
L ~fI'fi1 L ,xL:JiJ;rfl1f1~ L1tlUIil1n~ nA'1 n114' f'ln11L ~fI'fi11 ,xL:JiJ;rfl1f1~ L1tl Ulil 1 n~ nA1Lu~1ui)4'tJd 
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'"l::LLU'ltltlmtlu 2 fl'lu ~tl n1nJ~lJ"in11LLrit'i1tkJ"n;tl1tl'lL1tJu~1~1lJ'"l1n~nA'1L~tll11t~"h.llj 

;Jtl1t:J'l LWULLlJlJ L~)J~1;uii n L~tJ L;'l'l'"l1 PDCA LLfl ::n11tJ~lJ"iiltl'lnUL ~tll111 ,.rh,iilitlTtl'l L1tJU 

LLlJlJ 1 ~"lLn ~~u t~ tJL1)J~ n1 n; 1 n 111 LPl11 ::i;tl~'inydtl'l LLfl:: ~ fl m::Y1lJ'tl'ln1::lJ'lUn11 
, ~ 

(FMEA) ritlU ~flVi'l~'"l1 nn111 Lf'l11::i~ 1)J11ml1)J1U1lJ1.Jl'lm::lJ'lUn11 'lll Utln411nUU!J'l 

~1)J'l1ml1~ fln111 Lf'l11::i)J1'l1'l LL~Un11~1'l'"l~tllJ LLfl::'Vl ~~tllJ'lll 

'iI\!ollJl1 (2547) 'l~L;JtJUlJY1f'1'l1)J~'l Industry Risk Management'l;rnfl1'lrl1 

~ .. ...J " !:"I U - d...J-" " .. Lf'l1tl'l)Jtl'Vl'"l:: ~"Il LUn11 1:: L)JUf'I'l 1)J LrltJ'l'VlUtJ)J L"Ill'ltl Failure Mode and Effective Analysis 

(FMEA) ;'l'"l::iln1nJ1::~Uf'I'l1)JL~tJ'lL~tJ)Jtl'l~ Ltln1~~'"I::Ln~(Likelihood of Occurrence) H 
~'ltltl 0 Ltln1~~'"l::j;l1'lr.t4'lJ'lIl(Likelihood of Detection) L;~'ltltl 0 f'I'l1)JlULLN~tl'lI'l'l1~ 

~tkJL~tJ (Severity of Failure) L;~'ltltl S ;'l~L;JtJUlJ'VlI'l'l1)J'l;rlJtlnrl1n11U1::Liju tl1'"1'"1:: 
~ ~" 

ri1~U~1::~lJ'tl'l 0,0 LLfl:: S HLiju~'lLfl'~'lLL[;j 1 n-1 5 ~1tl 1 n'l 1 0 'Utl~nlJtl'l~nNU 



..i urm 3 

3.1 m nnihnnlla::m n..nhtl'ty "tl-3ifty't11 

n~lJ'U(J.:JlJ1li'YI ; (~m"lJlJ~'U(J.:Jn~lJ1.I1li'YHll.:J) lilJ~hl'ihml1 ''Uil 'n.fl. 2528 

" " ..l " \llnm1i1lJfi(J~.:J1111::t'I'l!lJt'rtJ'U\lln 34 lJ1li'YI~'UU1''U Fortune 500 ~.:Jm'H"l!mr'4'Uil\lni'~r:h 
" , II 

lrJ'Um1nlJ~1;jV.:J''t1qJ,itl~ ''U~1n\llh::tl'U''U'Uw::l!u 'uil 'n.fl. 2536 n~lJlJ1li'YI; '~1,j'1\l~ 
" 'YI::liitlU''UPl111~l1cin'YI1'nvihtl(J{fl lm::l~lJ 1~m;'.:Jt1'11m:: 1~~6nfll.:J ''Uil 'n.fl. 2542 1~w011 

,.. A -- Q eLI .. , .$, 0&li0''' .. 1 ..,... .., 1 .. ,,,... " 
1'U1~Vn\lm1lJnl'YI~n'U1 (CIGNA) 11'U.:J 'UlJ11:1'Y1u1::nWltl1::Y1lJ 11n 'YI l1m011~lU011 . 

fl11lJl ;tl1'1f1DJ" 11V~\lU 

" . 
n~lJ1.I1li'Yl'ru U 11::i1.l1 MVi ~ ll'UU ~1 n\l~ 1'Um11~Ulm::011 U1 ::tlW)tlm;'.:Jfl1 lJ1.:J\l1 iJ\l~UUn . ." 
t'l'1'U1''Un11 50 U1::I'YIfln11M 1111::'~llJ011i'Y1t1'UilJ A+ ~lUfl11lJ1J'Ufl.:J'YIHfl111~un.:J\lln 

t'l'tnu'U S&P 1111:: AM Best 

lh::o'U11lJ..t11M~.:Jtl.:J 16.097 n1'U1l11t1DJt'I'111! (643.880 n1Ulll'YI) 1111::ii'YI1""vff"U111Jfrh 

56.342 n1'U1l11t1DJt'I'111! (2,253,680 nl'Ulll'YI) Im::*~u,,r1.l1m1~11111n'l1111t111fi~n~1 
" . 

U11::n~'UllJ1 011' l11J"lV~lt'l'lJV 6nn.:J'Utl1t1nn '11'1.1 1 f111 'U'Ul1111t1U1::I'YIfln1111 n n~lJ1.I1li'YI 

; '~t1j~t'I'l'Ul''UU1::I'YIfl''YIt1 1~tI,,r1.l1m1''U~1'U011u1::o'U'YI1'nvffu th::tl'UfJlliil'l1fJ 
" . . 

U1::0'Ufttl'Yl1.:JU1 1111::U1::tl'Uty'U1l1'n 1l1t1ifi'~v lJ1li'YI ii ~ltl~ (~Vt'I'lJlJ~'Uv.:JlJ11i'YI\l1.:J) ~{11J1 

'~'Utllt1lJ1li'YI1~(J1v.:Jlm1'UlJ1m1~1'Uu1::tl'U;i" 1~tI'~~vlJ1li'YI';h lJ1li'YI IV ~10~ ( ~v 
I , II , 

t'l'lJ lJ~'U tl.:JlJ1li'YI\l1.:J)iifl11lJ~.:J1J'UVi \l::lrJ'U lJ1li 'YIU1 ::OU ;iPlw ulVi' ,rlJ1 011 U1 ::tlu;i" 

fJm1l1'l un::q''U 1l1'ni.:J11t11Jflfl 111111::11 tln~lJ ''UU1 ::1'YI fl' 'YIti 1.I1li'YI ttl '~~1::'t1l! ntl.:Jl1,r 1~~ 
" • d • , .. , .c:~ 1 d ,_.., a 4 0 G 

\l::t'I'11.:Jfl11lJt'I'111 \lVtI1.:J" tll'U tl.:J 'U !lU::'YIllJ'U t'l'1U'I1'U.:J'U tl.:JnlllJlJ11:1 'YI ~ 'YIU1 ::t'1'l.Ifl11lJt'1'111 \l 

1J1Un1..t 11 11n 1 ~tll1'U'YI1.:JU li .:Jfl11lJt'hl ~ \llJ1\llnn n1:l::lm::U1:: t'l'lJ nnw~ tt .:Jt'I'lJ lJ1IrJ'Ul'l111U1U 

..l • '_1 ,.. ....., ".1 .,.....'.1 , 
~.:J\l::'U1 u~m011'Y1~Un~nfl1u1::n'U'!n~ 'Uu1::mfl 'YIti 



'i' " .. 3.1.1 LfI"i.:Jft"i1.:J'el.:Jfln"i 

Chief Marketing 
Officer 

nnlll111;RmmUl1R 

Life Operations 
nl;'11IIitJ~miu 

Accounting 
n1lilli 

Chief Executive 
Officer 

I . "" ., .•..••. 
~., 

1'----Il Executive As~ista-~ I 
, 1 

Chief Agency 
Officer 

n"ln1frRmmlnl 

MIS 
~1I.1f •• 1II1~ 

Human 
Resources 

na~ftft' 

!'l1~ 3.11flHtl!1'1lJl1:iYl W 

Legal& 
Compliance 

nanDl11I 

Actuarial 
~1ui111l",dl 

Agency 
Comp.&Admin. 

nl.,mf 

f\.) 
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3.1.2 
. 

'il1t.1';1'U'U Ftfl1 n 'i • 
OJ _ 

2 ~lJ1"'11 PI'W 
" 

tr'lmrl~ltJ 6 PI'W 

Ynrn~l'W 45 PI'W 

~'l LLVl'W 1,000 PI'W 

1'l:..J 1,053 PI'W 

3.1.3 

~~j;111ruey)tl~I"1n1t'l1:..Jl1mLu~LtI'W 3 LLlJlJ ~~e 

3.1.3.3 ~~!JlJlruey)'tJ~l"1mLLlJlJt'l::t'l:..JVlmtJ(Endowment) 

.. n1:..Jn1,j"LLlJUfl::t'l:..JVlTYitJ~LP\~ ~1vH( 1 OAST) 

.. n1:..Jfi11,j"LLlJlJfl::t'l:..JVlTYitJ 15 n Vl~fil( 15A TF) 

.. n1:..Jfi11,j"LLUlJt'l::t'l:..JVlTYitJ t'l:..JlfYlYir'tJ:..J11(15ASM) 

.. n1:..Jfi11,r LLlJUt'l::t'l:..JVlTYitJ 17 n Yl~VlmtJ( 17 MC) 

.. n1:..Jfi1mLLlJlJt'l::t'l:..JYlTYitJ L~:..Jfil 21 U(21AME) 

... n1:..Jfi11,j"LLlJUt'l::fl:..JVlTYitJ 21 n Vl~VlmtJ(21MC) 

... n1:..Jfi11,j"LLlJlJfl::fl:..JVlTYitJ Celebrate 60(AEN60) 

3.1.3.1 LLlJlJ!Jl~'tJ~;Yi(Whole of life) 

.. nmfi11,j"LLlJU!Jlfl'tJ~ilYi(20ABW) 

.. m:..Jfin,j"LLlJlJ!Jlfltl~ilYi (20ABS) 

.. m:..Jfi11,j"LLlJlJ!Jlfl'tJ~;Yi (20AWP) 

.. m:..Jfi11,rLLlJlJ!Jlfl'tJ~;Yi (20ASP) 
, 

3.1.3.4 LLlJU-n'l1::tJ::L'lfll(Term) 

.. m:..Jfi11,j"1.h::ri'tultJLLlJu-n'l1::t.J::mn (M T) 
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3.2.1 ~1!J'!I1!J 

1 \J~ 1 tJ, 1tJ'tl'ltJ 11i'm.J 1~n\J;;) J;'l n Fl ') 1l-1~ 1 ~ C1J LtI\Jtltl1'll-l1 n 1 \J LL~'tl'lntJ 1~ 

LLfl~~tlL~tJ'l '!ltl-ltJOO ~-l1\J~1tJ'1mr-lfl1l-111ClLLtl'lUldj\J 3 ~,)\J 11lLLri ~,)\JtJ1~1N1\Ji,)LLYllJ 

n~~1~1\Jn11tJ1~1N1\Jl,x LtI\JLtJ J;'l1l-1 Lih~l-I1tJ~tJ11i'Yl ri1~lJ~ 11 ~,)\Jfl,rtJfl'tlJ'l1\Ji') LLYllJ 

~~1~Fl,)1l-1ftJtj~"IItltJ'!ltl-l ~1tJfl,rtJfl't\J-l1\Ji') LL Yl\J L"llU LntJfl (i~~fl-l1Ui') LLYlUlh~nu~fJl 

tl1~rmi') LL'Vl\J ltJtl'tC1J1J;'l i') LLYlU LLfl~t\' C1JC1J1i') LL'Vl\Jtl1~nu~ lJl n11~1il11tU1t;j1tJ~fltl1~ttJ"IIU 

~1-l1 ~1~ftJi,)LL'VlU LLfl~~tJ1~11i,)LL'VlU n11LL~-l'1l1,)fl11~1-l1 ~~1~C1J~tli,)LLYlU L"llU 

,h')fl11~tN1U'tl-li,)LL'VlU LLfl~V1l-1-l1\J ~,)U~-lLfl1l-1-l1Un11'1m;1~~1~1"l,)1l-1ftJ~~"IItltJ'tl-l 

~1tJ~-l Lfl1l-1n11'Jl1tJ ~tl n114' ~ LL'1l-lOUU;-l11-ltj'fl ~-.ln-.ltj'fltl11il1il~LtI\JtJi1 LL~tJ-l~~-l~ull,)tJ11'ltj'f\ 
~Ufl ~ LLfl~n-ltj'fll1 f'I\J~nM1t;l1-.l4'-.l~tj' 1n~1tlIfi1-ltl1~L 'Vl f'I Ltlullu L~tl LtlUn11fl11-l LLN~-ll"ll 1.1 

1 .... ..r m1'Jl1tJ ~1n'tl\J 

3.2.2 ~1!J~~1'itu1 

~~1~ Fl,)1l-1ru tjln"lltltJ 111 uri tl1~Uj\JUfl~4' ~ 1~itJ Fl,)1l-1 L~ tJ·ultJ''fl-l ~li 1tl1~nu 

ir}J;'l L~tll,x~li1tl1~nuir}J;'l1~fun11~1il11tU1LLfl~i11~d1tJtl1~nulutllJl11~L~l-I1~fll-lntJ1~itJ 
1"l,)1l-1 L~tJ-lntJ'tl-l ~li1tl1~nU;!i) (Jl LLfl~~fi lJl L~l-In 1l-1fin,r~-l1 ,xntJ\1 n;h~1tl ~li1tl1::nU;!i)fJl 

~tr-.l1il1n~m~tJ,)\Jn11rutl1~nu1IltJntl'tmiLmtJ1tltJ 

3.2.3 ~1!Jm'ilJlil1(Jl 

~~1~Fl,)1l-11tJ~In"lltltJ 1~LLri n11t'-lMtU1 n11tl1~"II1t\'l-IWUfi'Vl1'l~tl~1-l1 L'liU 

i)Yl~ tml1f'1tJ ~,r-.l;tl~l-Ivi Ltlullu Ufl~~11,)IilFl,)1l-1ll'fl-ln11'Jl'fl-.l\1n':h~1tl~tJ1tnl"l L~'flt11;J'fl1Jf\ 

~1-l1l-11;~li1LL~Um1(Jlfl1~ i);tJm1lJlfl1~ ~1tlfl11-.lml-lfi11,rtl1~n\J;;)lJlutJtJl~l.l 

~~1~Fl,)1l-1rutj~"II'fltJ 111 LLri 1')tJ1'JU;J'fllJfl L~tJ'JntJ~fln11~1 LilU-l1U''fl-.ltJ11i''Vl 

L ~'fl LJ;'l'1tJ l-Itl'fl n'ltJ n 11L~\J'tl-ltJ11i''Vl tl\J1~ LLri -.ltJ I1J fl -.ltJ ri 1 11"Jl1 ~\'lU LLfl ~-ltJ LLfl ~-l n11 

Ltl ~ tJUUtlM~1\J~n11~\J ') 1-.l1~tJtJ-l1UU C1J;! Ufl ~tl~tJ~-.l1U 1,x LtlU 1tllJl1l-1;'flU-.l ~tJn!l~l-I1tJ 



24 

",l! 1 ~ Pl'l1l-J ftJ Cll'l'll tltJ ~tl ~ ~ U 11::tJtJ;J tl ~fl LI'l t1Hf LVI Pl L U L~ ~ Vl1'1 ~ 1 'U 

Pltll-J~'lLIMlf L~tl~'Il'tJ~~U~1t1~U 11utJ1~'Vl 

3.2.6 ~1!J'tlfilfilfl • 

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

"'U1'VlPl'l1l-J1tJ~I'l'lltltJ Pltl "It'l'l1'11::UUL1tl'ln11"11'1'11U n11tltln"l1n'l1'U tl(;111 

"1~ 1'1 LLfl::~ l' ~ ~ n11'11tl'lY"l'll'n'l1U U~~ (;11l-JU'VlU 'lJ ~ LL",'1 n!J"'l-J1t1 LLN'I1'U n!J"'l-J1tJ 

... ~.l.J '" 0 ... " 

U1::nutf'llill-J LLfl::n!J"'l-J1t1tlU'VlLnt.l'l'lltl'l LLfl::'l1'1LL~Un1fl'l~Plfl1m ~11l11~Plfl1ml"'L"'l-J1::~tJ 

ritJ~1 LL"'kI'I 

3.2.7 ~1!Jfi'1n1'i • 

.., ..J ... - ... ... ... ..J 1'.' ... ~ 
"'U1VlPl'l1l-J1tJ~I'l'lltltJ Pltl n111tJ"'1tl"Ci'lLtln~11 UU(;1fl::w1t1 Ufl::'11U"I~'I!tl(;11tJ 

Pl'l1l-J~tl'ln11'11tl'lLL~fl::~1t11utJ1~'Vl 

3.2.8 ~1!Jn!l'\UI1!J 

.., ..J ... _ ., ~.., , ~ ..J .J .., ..I 
"'U1'VlPl'l1l-J1tJ~~'IItltJ'tJtl'lw1t1n!J"'l-J1t1 LI'lLLn f'lmi1n!J"'l-J1t1'VlLnm'!ltl'l LlI'U 

n!J"'l-J1t1U1::riUJltl U1::l-J'lfln!J"'l-J1t1 uvi'lY"l 1 ril'll6 LtlU~U ufl::~t'l11l1l-Jn11tltlnn!J"'l-J1t11",,j 1 

tl~L~l-Jtl 4' t'ln11Litl'ln11Yltl'l1tl'l~1 LiluPl~'Vl1'1P11fl 1'll-J~"I11cu1ufu1.l1'l~~U1 utJtJ LLfl:: 

;JtlPl'l1l-Jl un m1l1nJl.l 1::riUir3 (;1 ~1'11U1'll-JritJ ~ 1t1 aUL "'l-J'Vl ~ LL'VlU Ldtl nn11 L~ LLU'lriUL~t.I'l ntJ 

n11'11t'lH .. hauL"'l-J'Vlt'lUVlU 

",l!1~Pl'l1l-JftJCl~'IItlU'IItl'l ~1t1Plril(;1 Pl1Mlf1.l1::ntultl L~ uri ~1'U'lCUtl(;111 Lntl 

u1::nuirl (;1 41U'lUL~U~ ~tl'l"'1t1 (;11l-J L~tlU L '111 utf 'lJ '1l11.l1::nuir3 (;1 LLfl::iJ LM1::lftl'l ,,1.l1::ntltJ 

~1'1 1 ~L~m;Jtl'lnUn11':hu'lcutlI1l11L~t1U1::nu;jiJ(;1 i'll-JijtlntJ~1t1~u 11'UlJ1~'m;1n11 
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tlt1nU1J1JUfl~~1iJt.A1nnJfi1T,rlh~nt.Airj(;l ~1t.ArHl.I~t.A~11tl~lh~nUJiti ':)Lf'l11~i~1U~m1L~U 

'tl~1JM ufl~4'~Vi1ntl~1ULLfl~fln~j;h~ 1 L"IlU tl(;ln:.J1ru~LLfl~m1L~1JU'lti 

3.3 

3.4 

~~~t.At t.An11~1iI11ru 1 f1J1h~nt.ALLfl ~t ~1J1'n1 1;( 'l tI ~~ ~111ruorl~ djt.AL~ I'I~ 10U 

1.11~nt.Airj(;l ~'ltlm1L~1Jt(;lU1J1J2':le.Jflri1l1tl~1~ 

r.nnm1~mr11JNVl Ltl tu~tl~1'(;l~t!1~fI~~;~fl1:.J11C1f1~1;(~~e 

1. 1J1'';Vl~~LihYI:.J1t1~tl~ri1h~Vlfi 1 0 ~1t.A1J1Vlj;JtltJ • 
0-

2 . 1JNVl~~LU1l-l:.J1t1ri1h"1nm1fl~~U 20 ~1t.A1J1Vlj;JtltJ 

3. 

4. 

5. 

6. 

0-

1JmVlYitl1t11:.Jfl~l~~'lUn11~~nn.Jfi11,r'tl~~ nph t~Ll-l~tl 1 % 

~nA'1"1~;(tl~2':lf'l'l1:.JW~Yitlt"l[;]tl1J1'';Vl Ltl 'W~1nr)1 80 % 

1J~~~~IiI~~11~e.J~(;lnru~1~nf'l'l1:.Jl-lfl1nl-lfl1t1:.J1n;t.A • 

"1 n1' (;l CIt! 1~fI~ ~"JJ'El~1J 1'';Vl~1c;1 n ri 1 'l:.J 1 U~ 'l~t.A L~tlU 1:.J1~ 11~ f'I'l1:.Jl :.J~ufinl.J • 
~ I I ~ 

,j'l;\r!~1::~1Jtl~Rn'J1utf"l,uut~tl1~tl~1utt!"JJ'El-J Bse ~~mn~Vl 3 .1 ;~ilt~L~OUr)11.J1'';Vl Ltl 
0-

LUt.A,j'lij\~~Vl1~ ~ 1t.An1 1 ~t.A:.J1 n nr) 1 c;11t.A~ n A'1 ;( 1t.An'J~1J 'l um 'JIl1 tit t.A Ufl ~;(1t.An1 'JL1t1uiUfl~ 

ri'~t.A1 
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BEe 

).J 1'1 'l1).J l-l ~ 1 n l-l ~ 1 tJ U 1.1 1.1 ~11.l'l1.lLL1.11.1m').Jfin).J1mJ 

m').Jfin~ 

F = Financial C = Customer I = Internal Process L = Learning and Growth 



...I 
1J'VI'VI 4 

L 'WlJ'VleiOl:::n ~1'J n-.l LL'W'J'Vl1-.lL 'Wm i'i'l~l-.llU LLlJlJ\jHl.J1 n 1ii:::lJlJlJ1miPl'J1~ 
L~~NnlJ BSC ;-.l'i'l1~liC1'i'lrtJ1~c;1-.le 

a- a-

L 'Wi'WiliOldh n1i~m~lfj ~m11"l,r 111 iniOl LLf'l :::1'(;1C1Ui:::'i'l-.lfl'1l'el-.l'el-.l flni , 
., a-

"'11 mr'W-v; 1n 1i'i'l ~1-.l (;11 i1-.l Pl'J 1 ~ ~ ~~'Wfii:::""~l-.l1' (;1 C1 Ui:::'i'l-.l fl nlJ (;]'J;11' tn'el-.l fl n H~~1 ,x'el'IL 'W1U , ~ ~ 

'1I'el-.l BSC m i'i'l h-.l (;11 n-.l Pl'J 1~~~~'WfieL~'el~iOl:::-V;11,x'Vl nlJ~l (;]'J~1' tn~1 ''el~nPl'J1~ 
a-

Pli'ellJPlf'l~l1-.l 4 ~~~'el-.l(;11~,..,~n'1l'el-.l BSC ~lm!'elmyjrJ-.lLtn , , 

a-..J 
l'11r1-.l'Vl 4 .1 (;]'J'eltl1-.ln1i'i'l~1-.l(;11r1-.lPl'J1~~~~'W1h:::""~1-.l1'(;1C1Ui:::'i'l-.lflnlJ(;]'J;!1'tn'tl-.lflni , 

BSC 

F C L 

a-

,..,~n'1l'el-.l BSC niOl:::t1f'el-.l'i'l~l-.l BSC ;'Wm 

4.2 m'i~@l'Vh BSC 

, "'.... I 

miVliOl:::'i'l~l-.l BSC 1ffl'W~1't!'WiOl:::t1f'el-.lL1~iOl1nmifjLPln:::\.fnf'l~'Vlfi LLf'l:::mi 
, , a-

~tn-V;lnf'l~'Vlfiri'el'W L'r'In::: BSC Ltl'WLLPiLPll'el-.ln'elVliOl:::lhnf'l~'Vlfi1u~miuB~Lvhu'W ~l,..,flJ · 

mil) LPln:::\.fnf'l~'Vlfi~l Ltl'W~iOl:::t1f'el-.ln LPl1'el-.ln'elL 'Wm ifj Lfln:::\.f L"1i'W mifj Lfln:::\.f,tn U;-.l 

,tnrel'el'W L'tlnl'i'l LLf'l:::;r'el~lntn ,..,1'tl SWOT Analysis nlifjLfln:::\.fiJiOl~rJ 5 Ui:::m1~ntJf'l!i1'tl 

TJ(;1'i'll,..,mi~ ,..,1'el 5 - Force Analysis mifjLfln:::\.fiJiOl~mLl.i-.lfl'J1~~lL~iOl'1l'el-.l'el(;1'i'l1,..,nn~ , 
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~1'tl Key Success Factors LLf'l:;n11ijLP1n:;l.f~nL'liLLvi~l"Jrufil ~1'tl Value Chain Analysis 

Lrh.!~u 

, 
.... .-.., _ r r.... r ..,.... 0 -. .... 0 

I11tJ~f'l~'Vl~n11,) LP1 n:;~ nf'ltJ'Vl fi LLf'l,) 'tl~ P1 n 1"'l :;[;l'tl~~n1ml~Ulfl~1'tl"'l (;)'1'11 

nf'ltJ'Vl€ ~~LU'tl~ [;l LUU~'Vl111J~lnf'ltJ'Vl€ii'tl~~1~1:;~1J 1~ uri 

1. 1:;~1J'tl~r1m (Corporate Strategy) 

2. 1:;~1J~1n"'l (Business Strategy) 

3. 1:;~1J11B1J~n11 (Functional Strategy) 

LLJ;! L ti'tl'l"'l1 nij1' (;J,JUI n11L U LL U') ~ lfl ~hunf'l tJ'Vlfi~'lii LLfi~ 'tl'l1:;~1J L l'h~u ~'tl 

nf'l tJ'Vl €1:;~1J'tl'l r1 m LLf'l :;1:; ~1J ~1n"'l L ~ n:;n f'ltJ'Vl€1:; ~1J~ 1n"'l hJ1~ri'tl1,x Ln lfln11LL 1i'l,yu~ 

1~ LmtJ1J~'l hlL ih1iltJ"lI'tl'l P1,)I~ LUUnf'l tJ'Vl€ LLf'l 6j u U') LU~~"'l :;LUULLe.Ju11B1J~ n11 (Action 

Plan ) ~lnn~I~"'l:;LUUnf'ltJ'Vl€ 

, , 
L;:]'tliinf'ltJ'Vl€L1tJ1Jr'tlmL~,)J;!'tl~I"'l:;~'tl'lV11n11L;'tl~nf'ltJ'Vl€LL~:; BSe L;Jl , . 

~') W1U LlfltJ n f'l tJ'Vl€1:; ~1J'tl~ r1m~:;~ n LL11~'l 111 dju1' [;l'J111:;~'l r1~~ 1 ~ Cl.JI11tJ1~~~~'tl'l ~IU 

n11L1U ~1~f1Jnf'ltJ'Vl€1:;~1J~1n"'l"'l:;~mL11f'l~111Luu1'[;l'J111:;~'lr1I11tJL~~~~'tl'l~nfh 1,)~~'l 
LUUm'tl1JL un11rh~u(;)1' [;lbl111:;~'l r1I11tJ L~~~~Mm:;1J,)Un11 I11tJL U Ln'tlii1' [;l b1111:;~'l r1 .. . 
mtJL~~~~'tl'ln11Llu f'ln~1 LL~:;m:;1J,)Un111l1tJ1uLL~,) riU'tl~~"'l:;~rl'lP1,)I~~~~u€n1J . ~ 

0-

l' [;l b1111:;~'l r1L m~ 1 t1n1J l' [;l b1111:;~'l r1I11 EJ L~~~~'tl'l ~IUn11L1tJU r LLf'l:;~ (;J.JUI 
'I 'I 'I ~ 

~'tl'lnUP1Uf'l:;~IU BSC "'l:;~'tl'lti'lLi:h~~ltJ~111;Jl'l~U1LU"lIru:;~n111J1~11P1,)I~L~tJ'l"'l:; 

~'tl'lti'lP1'Jl~L~tJ~~"'l:;,y(;)"lI,)I'lh.n,x'tl'lr1m1J11f'lLi:h~~ltJ LU~IU'll'tl'l BSC "'l:;H KPI dju • 
~'J~1'lfl P1,)I~~1 L'f"'l'll'tl~n111J 11~1'[;lQ111:;~Nr1 ~1~f1J ~IUn111J1~11P1'Jl~L~tJ'l"'l:;H KRI 

(Key Risk Indicator) LUU~')~1'(;)P1,)I~L~tJ'l"'llnn11hJ1J11~1'[;l'J111:;~'lr1 KRI 1J'tln1,xi~1 
P1'Jl~ L~tJ'lril~~"'l:;Lnlfl hJ1~ LL~ lfl'l L,x L~Uti'l~~11b1U:; LUU'tlUl'l 11 LLf'l:;hJ1~ril~Ulfl Li:h~~'tl-.l 
111ti'l LLJ;!ril~Ulfl1:;~1J~~'tl'lL~11:;1''l 
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Takehiko Nagumo LL~:: Barnaby S Donlon (2006) 1~mh'J~lm1Hf KPI 
I I I ,'" I I 

llJ~llJ::Yi LillJ KRI n;r'tl9l n ~ I?1NYlhJflll-Jl1nYl"'l ::A'lJ'\.-l1 r1'J ll-J L~tJ~ llJ~lJYltlBlJ~~lU'\.I~ ltJYl 

llJ'fl~Mm L'V'In::(;]'J~t)1111J1~(;]'JhJ1~t)1111J1~~lJ~'iI'tl~tNMm ~~,rlJm1~"'l11rulr1'Jll-JL~tJ~ 
"'llnm1hJlJ~~~(;]'J~t)l11hhYitJ~Wfl LLr;] Takehiko Nagumo LL~:: Barnaby S Donlon (2006) 

nmh'J~1~fi~tJ~~n~lm~hJ~h::1J1J1J1'\.11~r1'J1l-J L~tJ~ ~'JtJ L'\.I[;J~m1\1 ~rulm~'iI'fl~m1~4'tJ~ 
"'l::vhm~~"'l1~rulC1~r1'Jll-JL~m'il'fl~~U~r;]1~11lJ'fl'lrlm Ll11tJm~~Tl'1 BSC ~~1::~lJu1'\.1l~ 
1::~uehtJ LL~::~::~lJ'V'IUn~llJ L~'fl~"'l::vh 1 'IX~::1J1J1J1'\.11 ~r1'J ll-J L~ tJ~n r1'Jll-J~:: L~tJ 111m n;lJ 

~~tllLmtJlJLYitJlJnlJltlLLlJlJ\I~rulm1"'lln~lu~4'tJ"Jl'fl~ Brian Ballou Peter C. Brewer LL~:: 

Dan L. Heitger ~1~mh'Jl-J1LL~'J1UlJYl~ 1 "'l::~lJ1~~lhlnm~~"'llrulm~1J1'\.1l1r1'Jll-JL~tJ'I 

LL~::r1 ~'fl1J r1~l-J~ lJ~ r;]1~11 U'fl~ Mm~~vhm~~Tl'1 LLlJlJtl~::LiJU'iI'fl~ltl LLlJlJ\I ~ru 1 mn::lJlJ 

1J1'\.1l~r1'Jll-JL~tJ~nlJ BSC (RMBSC WORKSHEET) ;Ul-Jl 

r;]'fll-Jlvi1mn::1.Jr1'Jll-J L~tJ~~ LillJ1tl1~~'1'\.1l-J111 LL~::Yi lm~~ Lr1n::-Jr1'Jll-J 

L~tJ~ Ll11tJH'~1l-Ji1"'l4'tJlum~~"'l11ru 1 ~'fl L'tl m~llJmnn 111 r1'Jll-J L~tJ~ mll-J~U LL~~lum~ 

Ln ~ r1'Jll-J L~tJ'I "'ll n,rlJ~~Yil m~tl~::LnlJr1'Jll-J L~tJ'I~~"'l::LillJ(;]'J~lJ'fln~l'fl:: h~'fl~~~'tl~Mm 
~'tl~1-1JL1~llJm~4'~m1r1'Jll-JL~tJ~rl'fllJ'\.I1'fl'\.l~~ LL~::m~ril'\.1lJ~fh RPN ~tJ'fll-JflJ~'JUl-Jln 

"'l::ril'\.1lJl11~~::~lJ 1 0 % '\.I1'fl ;UnlJlJLtJlJltJ~1J1'\.111 
" 

LL~:: Why Why Analysis Lilu~u '\.I~~"'lln~nn1~H'LL~ULL~'J"'l::~'fl~Yilm~~l11ml-JLL~:: 

r1'J1Jr1l-J ~'1LLU'JYl1~~H' 1~ LLrl m1Yill-Jll?1~~lutlil~~llJ LL~:: 4'~Yil LLlJlJtl~::LnU Lilu~u • .... :..J 

(RMBSC WORKSHEET) 

RMBSC WORKSHEET '\.I1'fl RISK MANAGEMENT AND BALANCED SCORECARD 

WORKSHEET "'l::~ Tl'l;lJl-Jl L ~'fl H' LillJLLlJlJtl~:: LnU~~~lU~l'\.1flJ'fl~M m RMBSC 

WORKSHEET "'l::th::n'fl1J1tl~'JtJ 
0-

• LL~~~l-Jl-Jl-J'fl~l1~ 4 'iJ'fl~ Balanced • 
Scorecard 

• LLfll11~C1~t) I?1ntl1::~~ rl~'fl~rlm'\.l1'fl~ltJ '\.I1'fJ . 
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... 
• LL'M1~r;l,)~1'~ (KPI) 'll'el~LLJ;]fi:;l-J~ .. n.J'el~ 

• LL~ ~~ Vl'l.btJ~1if1' ~r;l,)~1'~ LLJ;]fi:;r;l') 

• BASE 

• f1,)1~~1'Wmnh:;Ln'W LL~~~T:;tJ:;L,)fi1~1il:;U.1r;l')~1'~~11h:;Ln'W&..Ifi 

• TARGET LL~~~fhLihVl~ltJ 

• f1,)l~L~tJ~ LL~~~f1,)l~L~tJ~ 
• fj Lf1n:;-Jf1,)l~L~tJ~ LL~ {1)~fh L'elm~ '"'1 f1,)l~t'WLLN 

• l.h:;Ln'Wf1,)l~L~tJ~ LL~{1)~T:;r;l1.Jf1,)l~L~tJ~ 

1il1nmT~m~lLL'W,)Yl1~mT\!m<nmTT:;1.J1.J1.J1Vl1Tf1,)1~L~tJ~n1.J Bse ~1~ 

n~l,)~l LL~,)~~U.1~1~vJ~nVl r;l~lU~ 4.1 

Raw I 
Materia~ ~~"" I 

c:::::=:=J c=:=J c==:J I 
_ ~~ __ ~ Customer 



...I 
'U'VI'VI 5 

n1'3U1'3tJLL'U'U'U'3ru1n1'3'3::'U'U'U~'VI1'3fi1113JLi!l,ul'U sse ... ... 
hfl."lfi. tJ'U~~'V1 n'3ruPim~n 

L d'fl ..... 11 'WlJ'Vl~iOl :;'111 LL 'W'"l ~ ~ m 1\j nu 1 m n:;lJlJ lJ 1 ..... 11fl'J1l-J L~tI~nlJ m nJ 1:; Lij'W 

l.h:;~'Vlfil1T'r~ LLlJlJ~fltlI1TYil-J11 ejfnlJlJ1~'Vl L'fl m1~11~lU LLlJlJ\jnu 1 m141 LU'W'1lEh~~~~9:;~'1l~ 

'1l1~tlfl'J1l-J1'Jl-Jn'1lnlJ'Vl nfl'W1'WlJ1~'Vl LL(;)L ti'1l~iOl1n;:Jif'1l41n~ 1'W~1'WL 'Jfl1 ~~1 ft)fim1~h~~l-J14'EJ , 

L~EJnEJfI:; L~tI ~~ l-J1=nn'jJ'fl'l~l-J14'tI'1l~1 'W111fl ~'W'J n n . 91 ml"'Wrfj4'tl9:;vh mnnlJiftnJfI ~'JEJ 
1fim1~'1llJml-J ..... 1'fl1:;~l-J~l-J'1l'lnlJ~l-J1=nn1'WYll-J14'tI LL~'Wm1~1Lil'W~1'W14'EJ~tUvl~(;11n~~ 5.1 

(;11n~~ 5.1 ntlfl:;L~tll'I mJ'Wm1~1 Lil'W~1'Wm1~11~lU LLlJlJ\j1CU1n111:;lJlJlJ1 ..... 11fl'J1l-JL~tI~ 

nlJm1u1:;Lij'WU1:;~'VlfiI11W LLlJlJ I'IflEJ111w1 'WlJ1';'Vl L'1l , 

~(£J'vhm"LntJ'iftl~~ LI'Il'1::iil"(tlll'1£JL-W i1,,(tlJ11tlutln 

LL~::i1"(tl'rlIJ1~1 ..... nn~LL~::mnL'!i~iu ;~;rtll;J~~1~,,::in~1~ttl 
~~1u~'l;rtl 5.1 .1 ,5.1 .2, 5.1 .3 

~~1;n"r1nl'lu1'l~nUri1,..,U~Lntu'V1 LL~::~1m1tl'· ::-. ,1.111.l.,'" 

11tl~::Ltitl~LL~~~1UJ111'1~U'ln '!I LL~::~~~1~,,::,j1~1~ttl~~1u 

~'l;rtl 5.2 

~(tl~1m1tl'flmLUU RMBSC WORKSHEET LL~::,j1;rtl~ 
~ ~ ~ 

"1n"ll'l~Yl 1 ~1,ru~n~~l'Itl~~,rtjlJ1~tl1::~~R ffiMi'l;!tj~ I'i'l;!tj~ 

m.btl Base LL~::Target 

0 
LO 

o;J 

~ 

-rl'J~ L'Jfl1m114'EJ 

0 0 0 0 0 LO LO LO LO LO 
~ ii:! ~ ~ o;J 

i (ri C "SO C 



r{j4'£JU1 RMBSC WORKSHEET 'It.l~tllJm)JiuJ1;n11J~hJij4'£J 

., • .. .. t.I" .j .J'l" t.I 
L~tl""1n111::~ 'lLPln::~ LL~:: 1::L)J1JPl'l1)JLi'ltJ~ LL~::~~"" ~~t 

~~11Jlt'l;rtl 5.4 

""~~tl~H'LL~1J4'~n111'1'l1)J LL~::t.I1::Lij1J~~ ~)J1;n 

'l~U1LL~1J4'~n111'1'l1)JL~tJ~'lt.lH' LL~::~~~'l~~tt.l~~11Jlt'l;rtl 5.6 

~tt.I~~n11~r1~lt.lLLlJlJ\!1n.!1n11nlJ~)J1;n~rtl)J1~~)J1;n"'ln 

1'11Ji'l)Jt.l1:: ~ 1Jn11~ r1~ ttl LLlJlJ\! 1n.!1n11 t~ tJ L VitJlJritl1JLL~ ::~i~ 

LL~::~~~'l~~tt.l~~11Jlt'l;rtl 5.7 

5.1 n1'a~(;l.yh Bse 'lJ'il..:j1J~';-'Y1 L'il 

0 
l() 

~ 
~ 
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"ll'l~ L'lfl1n11'l4'U 

0 0 0 
l() l() l() 0 0 

l() ~ 
I'i: ~ .~ I'i: '"! 
~ fri C 'SO C 

" 5.1.1 n1 1'l Lf'ln :;~~1uil"'l:;H ~'l LL1111n11'l Lf'ln:;~ 
I I .... " , '" 

~m.JvnJ1Vl~1ii"'l ;'HtlUn11';)LM1:;~iu~U31U ~1m~~l'i''il~L~'iln'lfiil L~n:; 111,;'..., Ltl ~~1~il 

l1.hL1111n11Vh~1U~i (;) L"'lU ~~n11'l Lf'ln:;,x~~nfi1'l LLtJ~ LtlU (~nj;1f~"'l~ r)(ij,Ju~uf LLfl:;~~ L~'jj:; 

ru...,f 2542, 152-160) 

5.1.1 .1 

n11j;1fl1{;)"jJ'il~ Kotler ~'ilfi1J1U~1 'il~l"1nr"'l:;l'i''il~iln1111ffi11~'lU~~l-JV11~n11j;1fl1{;) 1~ilf'l'l1l.J 

L'I-Il-J1:;~l.J~'il(;lf'l~'il~nUL~'il~"'l:;li11 ~'il~1"1 nrJ'uu 1:;~11l"1'l1l-J~1 LN 1U~1Un11j;1fl1{;) ;~~'lU~t'll.J 
""1~n11j;1m{;)~~1u1:;n'el111u~,)t1~~~ 

5.1.1.1.1 ~ufl1 (Product) 

5.1.1 .1.2 nf'l1 (Price) 

5.1.1.1 .3 "ll'il~V11-.1n114'{;)r.hml1t1 (Place) 

5.1.1.1.4 n11~~L~1l-Jn11"jJ1EJ (Promotion) 
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h~'11'Wij4'tl~til:::Yhn1m.nmJLV1tllJ~'J'W~~l-lVl1,:m11~~1m:::~~1'1lJ1';V1 L'tl rllJ 

~U.1~~~1~m1l-lU1:::rl'W:nij~ LlPltlPl'J1l-l1:::L~EJIPl'il'tl'lmnmtllJLV1tllJLL(;]~:::~'J'W~i'll-lVl1'1m1IMI1~ 

til::: LmtllJ L V1tllJU 1::: L~'WrJ'fltl 2 U 1:::L~'W L 'Y'ln :::Pl'J 1l-l1:::L ~tlIPl1:::r;llJ~LYltl'l'Y'l'fl (;]'fl m nii'W1l1'Y'l1'Jl-l 
~ , 

~1'Wm1~~11Pl'il'fl'l~1ntilU1:::rl'W=iJijm1'1~'fl'l'fl'lflm mnmtllJ LV1tllJ~nLL~IPl'l1'W~1n'lVl4.1 0 

UA'1 (Product) 

nrl1 (Price) 

ti1~ Ltl hj~mni1n 

djUtl1::riU~UL;tl ~UL;tlm1 

n"''lU~lJ 

t~tJmlJtl1::riwltJ li11~m1 

~--------------------------------~--~~~~~ n1~U~~~11~"''lllJ~ 

I:'N.:~,~;.;:':I LL~n~h'lriUlJlntuLLllifi:: 

Ul~ LLfi::~UI~~~I~nnlJ 

~m1H',r~~11::I'lILntJ 
tl1::riU;'lUM Ltl ti'l~~ 
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· 

Internal Promotion 

External Promotion 

f--___ ~_'l_LL'Vl_t.t ___________ _+--___l-~..,;.;.;;;;.. ~1'lLL'Vlt.t'!Jtl.:l~U1~~~1~nnl_J~ 
Bancassurace -,'!~:~?Jl-J1nn~1 LLfl:;~m~4'1'l41~t.htJ 

r-----;;L~;-tJ .. 1'l!-~;: .. ----------T-----r~ :;., ::i·,;~'~~'H;lLl'ltJi'll_JritJfit.t1pm 

L'Vl~~'Vi'f1 
'. 

.. .-
fl:;1l1f'1l_J'lJtltJ LLfl:;n1~ 

n~:;~1tJ'!Jtl.:l~1'!J1n1~ 

MtltJf'I~l-J~'lllm'Vlf'l1'IJ'!Jcu:; 

, 
.,.; f'I~tltJf'I~l-Jl1''ltl~:;L'Vlf'l 
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"'l1nmm.nUULV1UUYiU~1 ~'JUt:J~l-JVl1 ,m11(;1f'l1~"lJ'tl'l'tl'lr1nm1(1l~mnil'tl'l"'1..l1:::n'tlU 

PI1U~'1 4 'tl'lr11..l1:::n'tlU Uf;]il~'J1l-JLL(;1nf;] 1 '11unuf'l:::L~U~"lJ'tl'l~'1 2 1..l1:::L~Utl'tlEJ L~EJ~'J1l-J 
LL(;1nf;]1'1~1~L~U~1m1(;1f'l1~"lJ'el'l'el'lr1nmnll~n'li1U'l~1'elU~~l-J\jnfhu'tlEJn~1~'Lh~(;J~1"'nnl-J 

5.1.1.2 

~'Jii'eltl'elEJ ~'1 f;]'ell1..ln 

5.1.1.2.1 m1u1t-111fh1-ifr.i1EJ "'l:::;11m1~"'l11ru1"'l1nii'ellJf'lVl1'1n11~ULUtI 

2548 "lJ'el'lU1';Vl L'el l-J1LmUULV1EJUnu~in~(;J~1"'m1l-J1..l1:::nU~(;J t:Jf'l~H1LL~~'1~'1!1..l~ 5.1 

LlA"tJlJ ~ 'VI tJlJ~ tJ'lGi UfII t5"1 tJ~1 tJ'll £1\1 £1\1 A n,)n1tUs'f m~t1 ttlJ 

~'Ll1 flGH~1\1 nmJ 
100% ~---·~~~~---------~~~~--1 

90% +---1: 

8°% E~iE~lld 70% 

60% 
50% 
40% +----
30% +----
20% +----
10% +----

0% +----

GJ Fhtil:i1[JtUnl' 
ii1 LflU\J1U 

~ Fi1til:i1[Jtun1' 
!lJl.Jmru 

.n[J'l~ 

"'l1nmm.nEJULV1EJUYiU~1nEJr.i1EJ"lJ'tl'l'el'lr1nm1(il~n'li11~LLri ~1H'r.i1EJ1Un11 

ru1..l1:::nU LLf'l:::~1H'r.i1EJ1um1~1 LUU'I1U iJ~~~'Ju~'1n~1nul~ ;'1LtlU~'tl'l~(;JNnuii1l-JnU 
" 

~in~ (;J ~ 1t-1n 11l-J dj'el;11 n111 L~n :::\fL 'UYi 1 :::nEJr.i1EJ"'l:::YiU~ 1 ~ 11 -ifr.i1EJL un 11ruu1:::nU"lJ'tl'l 

'tl'l r1 n mnil~n'li1 u'elEJn ~1 ~111~ (;J ~ 1t-1 n11l-J Uf;] iil2J1 'Jl~'1~1~ LmEJU L Yin :::~11 -ifr.i1EJ1 Un11 

ru1..l1:::nu "'l:::1'Jl-Jn'l L~U~11'tl'l Lnu1..l1:::nUJlEJ L~ ur.i1Uml-Jml-Jfi112!JlEJ~ Ln ~~U1:::"'~1'1tJ ~1~1'1 

rUU1:::nUIil:::~'1~U 
1 UVl1'1 (;J 1'1 nUii1l-J ~1 H'r.i1EJ1 Un11~1 L UU'I1ULtlU~'1~ 1 ~ru~"'l:::~ 1l-J11rlFl'JU~l-J 

~ , 
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L~tI,)rllJ'r'iun,nu phL-nr.l')m~tI')rllJ'fl,)I"1,)HHl1U~ phL-nr.l')tI~umnr Pi,)f1,);;'fl')m Pi')L'J.JMru') 

Pi') Lorifr.l')tI L~tJ') rllJ j;]') LLVllJ LL~ :::~U1 t'ltU~')'fl~P1 n mnl1~nM')ii 1"1,),)'-1t'l,)'-1')~n l"1,)lJ PJ'-1Pl,) L-nr.l')tlL u 

m~~,)Lilu~')u LL~:::t'l~')~ntl1~~~1,.]~Ln'flLV1t1lJrltJ~U.')~(;Jt'l,)'lJm~'-1 t'ltu~,)'fl~P1nmnl1~nM')ii 

1"1')') '-1t'l ') '-1') ~n l"1')lJ 1"1'-1 Pi ') 10rif r.l ') tiL un') ~~ ') L ilu~')u LL~:::t'l ~')~ ntl1~~~ 1"] ~ L~'EI L V1t1lJ rllJ ~u.') , " 

LLlJlJm'-1jjn~ L w~ (;J t'l,)'lJn n'-1u~:::rlu;l';) (;J ~')~') PJ ruf1 ,)'r'i'll'fl~ m'-1jjn~'fl~~ntl~::: L~tI ~ L u 

m'-1jj~~~LL~ :::~'fl~ t'l'fl ~ I"1ft'fl~ rllJn!]'IJ'-1')tI ;~Iij:::~'fl~'fl,) ~tlun 1"1ru.(;J P'!')t'l (;J fdju'IJ~n ;~ ~u.') 

rq(;Jt'l,)'lJm~'-1ih~-J')m')u~vi,)ww')~,;)9mL~:::~lij.Ju')L~tI(;JN LU'llru:::~tJ1~VI L'flLorifunPlru.(;JP'!')t'l(;Jf 

U~:::rlwltl'Elth~ L~tI') LL~:::m~~ ~u') LLlJlJm'-1jj~~l!'lI'fl~lJ1~VI L'iI ~~,r'Eltln~') ~u.')rq (;Jt'l,)'lJm~'-1 

5.1 .1.2.3 1"1,),)'-1t'l,)'-1')~nLum~LorifLVlI"1LUL~Ej'-1')t'lUlJt'l,+um~~,)Lil'W~')'W 

m:::tJ')um~'lI')tlu~:::rlU m~'fl'+'-1~ m~9~~~m'-1jjnl! m~(;J~')~ m~~,)Lilu~,)U~U1 j;h~rlii 

Pl,),)'-1~') ~ t1J U~'1UULLj;J~ :::lJ1~VI j;J')~ rl'r'itJ')tJ')'-1L-n LVI 1"1 L uL~Ej'-1')t'lutJt'l,+um~~') Lilu~')u ~') nm~ 

t'l'fltJm'-1cr~ L~tI')if'fl~L ulJ1~VI L'fl 'r'ilJ~,)~~t'l'El~'EI~ P1mj;J,)~rliim~Lorif~:::lJlJt'l')~t'lUL VIP'! mn'ilUrlU 
" 

'lI')tI tlnr;l,)'flth~L-rlu m~L-n~:::lJtJlJ1m~'fll;l~'IJ-J,)tI (Agency Management System - AMS) 
, 

LL~:::~:::lJlJe.J~(;JLtJLt'lU'El'll')tI (Sales Illustration System - SIS) LtlU~U ~')nm~mLP1n:::.J'-1,) 

~~'IJ'-1~t'l,)'-1')~nt'ltuc;)~(;J')n~~ 5.3 



1'I'l1;.J1'I'l1;.J'i11;.J1~ClLum~~1Lilu·:nu 

L ~'fl r1'flL ~ Ln ~ Pl tlU11Yi LL~::~ Iij.JU1LLUU 

n~;.Jfimr 

1'I'l1;.J'i11;.J1~ClLum~L'LVll'ltut~~;.J1 

'i1,rU'i1'1Um~~1Lilu~1U 

.. : 
... 
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~~ 1~ 111 'i11'" n ~~;.J iJ ",oJ'l tH1 U~~U 1 

~ " ~ ." ..I~ 
eJ~I111HU'VI ~~tJI11NI'I'fltJVl1"'U1'VI ~Un1~ 

ru~~'lI'flU~~U1~uph 

~ 0 ~ ~ 

~U1~ 111'i11'" n ~:;.J;.J n1:Yi "-lU1:::UU 
.,J ..f , 

'i11~'i1ULVlfI'IVlI'I:'flUl'lfl;.JLU'fl~1U2J1nm1 

5.1.1.3 m1~Lfln:::lf~It..mlnj~''),\11VlfYimm1.Jflfl~ 1t.!~1'UVlfYi£.I1nn,J'41!ttJ,,'tl~ 

~1nlilth:::nt.!~ j;]~~ 1 ~ Cl.J'~:::'tl~~ ~ltJ"ltJ L~'tl~lilln ~ ltJ"ltJiluVlUl'Vl~I~C1J~'tl'tl~R m L"llt.! fll1~ 

ntJ1~ fl~l~fl,)I).JW~Yi'tl11il1,x~nfh fll1~mYi~n1!tru Ltlt.!~t.! ;~Ltlt.!~n1!tru:::L1lYil:::"'tl~~1nlil 

th:::nt.!~j;] Lc;)tJ).Jlnlil:::~lill1rul1.h:::L~t.!~'tlhJ~ 

5.1.1 .3.1 

1.Jfl~lm~ltJ"l11tJ'lJ'fl~u1~Vlil1.h:::).Jlru 1,500 flt.! ~~LLj;]n[;]l~nU~.;).I~j;]fll'),\mnJ'tlth~).Jln 

LYin::: Iillnm1fl'tlUr:n).J~~L~EJ')-ii'tl~nuu1~Vl~Ltlt.!~.;).I~j;]fl1'l.mn).J YiU~I'tlj;]nril«~1.Jfl~lm 

~ltJ"l11mh:::).J1ru 100,000 flt.! 

" 5.1.1.3.2 l-I«n~j;]ml1!Jn'tlU1).J fllYi1')).Jl-I~n~mm1!Jn'tlU1).J11~fl'tl~'tl-1Rm 

nPl,)I).JPl~ltJPl~~nt.! ;-1,x')-ii'tln11!Jn'fl1.J1).J L~m~'')hJ 1~LLri fl,)l).Ji~t.!31t.!~It.!mnh:::nt.!~j;] 

fl,)I).J~1 ~ C1J LL~:::Pl,)I).J41 Ltlt.!~ flt.!Ln~'tl~nm).JDnlf1.h:::nt.!ifjj;] pJ LLUU"l1'tl~m).JD11lf1.h:::nt.! 
" ~j;] ~fim1fi~~It.!')ruLumh:::nt.! m:::U')t.!n11"l11tJ LVlflilPln11tJ~m1"l11tJ mnLn-ii'tlL~LLtJ~ n11 

I ... '" 0 

j;]'flntJ'l!'tl~nPlI LL~:::n11,)1-1 LL~t.!n11Vll-11t.! 

5.1.1 .3.3 xULLUUm1!Jn'tl1.J1).J 

fl~ltJ nt.!1t.!~ n1!tru:::m1-K).J).Jt.!1 L;~uBu"im1 nmHLfl C;)-1UVl1.J1Vlfl).J).J ~ L~m1tJt.!fl1 PlVl~1!tD LL~::: 

!JmJB~ 'YilLLUU!Jn,x~ LL~:::.;).IL'(qt.!'fl~~~It.! ~LPln:::lf ~lill1ru 1,x-ii'El~~L"'t.!LL~:::-ii'tlLflk\'tlLLt.!::: LL[;] 
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~::j;] 'l'Hi\.\~ 11tJ ~:: Lii tJ (;ltl'tltJ LLj;]~::,r');r'tl fl rtl ~'ll-l~ n~ mn'l 11J n'tlU 1l.! rlUlti LLUUn'l 11Jn'tl1J1l.! L(;ltJ 

f1'lYi 1,)l.!'W LLJ;1n j;]'l'lrl'W-D (;l L ~'W LLj;]n'l~'l1.J Pl~'lm~'ltJ'lJ'ltJiJPl,)'ll.! LLJ;1n j;]'l'lrl'Wl.!'l n 

, ... 
J;1'l11'l'Vl 5.4 

5.1.1.3.4 

'tl'lr1t11::n'tlU~'l 5 Ll-In'tl'Wrl'W 'e1'W1t'i'LLr1 n'l1,)'l'lLL~'W (Planning) n'l14'(;l'tl'lr1m (Organization) 

n'l14'(;lPl'WL;r'lVi'l'l'l'W (Staffing) n'l1i'ln'l1 (Directing) LL~::n'l1Pl')UfJl.! (Controlling) u,j;]j;]'l'lrl'W 

~11tJ~::LiitJ(;l~'l ~C\!~ L~'W1t'i'-D (;l L~'W fl'll.!'l1Clflrtl1t'i' ~'le 
.. ~,h~J;1fl'll-lm1l.!tl1::rl'WirlJ;1,)'l'lLLt:J'Wn~tJ'VlfiLU'W 3 1::~U 1t'i'LLr1 n~tJ'Vlfi 

1::~U'tl'l r1 m n ~ tJ'Vl fi1::~u~1n~ n~ tJ'Vlfi1::~utlB~n'l 1 LL~,) tl1:: Lij'WrlU ~ (;l (;1'll.! ~~ t'i'')tJn'l1H' 

BSC 

.. n'l14' (;l'tl'lr1 m'lJ'tl'l'tl'l r1 n1'lJ'tl'l'tl'l r1 mnni1~m~'l Lu'W1t1 (;1'l).JXtl~ 5.2 

LVitJurlUn'l14'(;l'tl'lr1m'lJ'tl'l~u.'l'PIJ;1fl'll-lm1l.! ~'lru~ 5.3 
~ ~ ~ 

Chief Executive 
Officer 

I I I I I I I I I 
Chief 

Life 
Chief 

Human Actuarial Legal&Com 
Agency 

Marketing 
Operations 

Accounting Agency MIS 
Resources 'h~"I\tl(ulda plianoe 

omp.&Admir 
Officer Offioer 1hmI"""LYI" Ihlllj_ ~ 

........... 
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Pattern) ;~n'r;)L(;)tJ ~'tl nrl'l1l-Jur;)~~tJLLi'l:::~'lr;)LT'lltJn1nJB~~1tJ LL[;]n;rtlL~t1 ~tl trlN~11~ 

tJ11l-J~U1~,rn'"l:::~ 11~~l-Jl-Jtl~~ LLrllJf11t1L tJ~l-J1~ mJ'tl~'tl~ 1"1 m L'lltJ 'Vfwn~1tJ~n~n'"l :::l-Jtl~ LL[;] 

ift1J~11tJ~1t1,rtJ ~i'l~Lnr;);tJ~tl '"l:::n7jfin1nLri1'lJift1J~1tl~1~L~mntJLLtJ1n[;]1~ntJ ~1'il n1~H'n~ 

~V11f~ LLtJ1n[;]1~ntJ LL~:::n1~4' r;) LLtJ~~tJ~LtJ~1t1'lJ1t1hli r;) L'"ltJ 'll'l~U~~lJU t1J'll1n~1 LntJL1.J 

Vice President 

L~~'tltJnlJ'tl~l"1mnHll~n~1 LL[;]nth:::L~tJ~ LLtJ1n [;]1~ ~'tl n1~m:::'"l1t1~1tJ1'"ll-J1nn~1 'll'l~n1~ 

U~~lJUry'll1 LLrllJ n~1 LLi'l:::n n1~4'r;) LLlJlJ LLtJ~~tJ~L tJ~1t1'll1t1'tl~1~i r;) L '"ltJn~ 1 ;~lh::: L~tJ~ [;]1~nU 
" I I I 

i1Li:ltJ~~Vi~ n~1 L~tl LVitllJnlJ'tl~ 1"1 mmru~n~1 

~1l-J1~Cl~ttl~~tJ11n~~ 5.5 



, ... 
(;l1nrv15.5 
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L~1~~1,~~~~n1~nI1n1~~IU~'UI~ 

L~N~11~~~~m ).nnn~1 -rl'l~mru~~tJU'kl"l!ILL~lm~1 LLf\~~ 
, J' .J~ .~ , ~ 

mnLtJ~'YiUVl ~U>-lIU'!lIU~m~"I!"'L~U 

, " , 
fikl1 fl1 1YI1 N"l! EJ ~'1 L \1k1 1~1il1 n~ (;111 ~'El n LUtJYI LUklc.Jfl (;I'EllJ LLYl kllil 1 nfikl1 fl1 T~1 N'll EJU'EltJ n~1 n1T 



o .., 
1J1111..:JVI 5.6 

~ 'i1!.In1'i 

GDP 

Insurance 

Business 

Life Insurance 

Non-life 

Insurance 

..J 
1J1111..:JVI 5.7 

tV .. 
'iI'iI).I 'VI 'ifUI 

2542 2543 2544 2545 2546 2547 2548 

4.4 4.8 2.2 5.3 7 6 .2 4.5 

1.31 14.7 20.12 19.27 14.8 12.76 10.71 

11 .02 20.94 24.75 22.41 15.44 13.47 10.25 

-9.48 6.17 12.93 13.87 13.63 11.42 11.58 

(VIl.J1 : 11U..:J1iJlh::;41U 2549 'lJ'El..:JnnllJr::;ri\UlU) 

('\unm\-llJ1 * dJW;]'l L~'lJUr:;l.J1run1r) • 

,j~~1 

3 L;j'il'U 6 L;j'il'U 12 L;j'il'U 

41 

2549* 2550* 

5.0 5.0 

8.69 8.05 

8.00 7.00 

10.00 10.00 

24 L;j'il'U 

0.5000-3.0000 2.2500-2.7500 2.2500-2.7500 2.2500-3.1500 2.0000-3.7500 

j;J~~iJtr.n;1Ur::;nwlu 1Jl LLri 11 fI1J1lJiJ~'El~t iJr:;~lJ~..:J LL~:;fl'l1l.Jhj LL'IliJ'EliJVl1..:Jn1nn'El..:J 

1 .. " .... .l' 5.1.2.2 i1'"l9UVl1..:JJl1iJ~..:Jfll.J fliJ V1Ul-JLLiJ'lLiJl-J'"l:;'El1tJUiJl.J1n'lJiJ LL~::; 

LflN fl 11..:J'lJiJ 1 ~ fl r'tllJ fl r'l '"l::; LU ~UiJLLU ~..:Jl.J1 LUiJflr'EllJ fl r'l ~ iJ'lJiJ1 ~ L~ n~..:J ~ 1 H Ln ~ Fl'l1l.J 

~'tl..:Jn1r\-l1\-1~nUr:;niJJl1iJfl'lJJl1~ U1iJ~n'El1~U 1J1~'tl~'"liJmiJ~1\-1iJ::;~'liJj;J'll.J1n;iJ dJiJr.J~t~ . 
~rn"'lU r:;nWlU'lJmtJ j;J'll-J1 n;iJ LL(;]~~n"'lU~::;niJ~fj 1J1'tl1"'l"'l :;~'El..:J L"'l'tl~U fl ~rfl"'l1n~iJA'1V1 ~ LL YliJ 

"'l1nJl1flrfi 'tl1l1 LflNn1~ 30 lJ1V1 ur::;niJ~..:Jfll.J "'l1nn1~~1fj9U'lJ'El..:JflJl1~nJ,r~lJ~11J1~1~ ... 
~lJ1LJlfltiJ'tliJ1fllJ1"'l:;LtliJlJ1~1~'lJ'tl..:Jn~l.J~~..:J'El1tJ~'lJmU"1iJtml!;iJ L~uiJn1n'imnHW ~1~n 
15 tJif1..:JmJ1 ~..:Jfll.J1V1m:;1u~~..:Jfll.J~iJ~~..:J'tl1tJl.J1n;iJ'lJru:;~ L~n"'l:;U'tlU~..:J t1iJLUiJr.J~"'l1nn11 
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L4fULtllJ'ltlFl'JlJl"J~tJ~~'l!'lm L~t1~'lU'JUFlU~il'el'l~~'lnn~'l 60 n iOl~L~~iOl'ln 7 % d:lu 14% L~t1 

L~n'el'l~ 14 tJ iOl'lm~~il30% iOl~~~L"'~'el 20% LU'llru~L~t1'JnULLU'JLi(~FlU~iOl~tl~d:lUL~~iOl~il 
~'ln;U L~t1l1 f'lUFI ~'lltl-.l FlU~'eln'l ~tJ ~~fllJ FI'J'l~~'l LTiOlL u;nfj (;1iOl~ LtJ~ t1UiOl'ln~'lU'JU~~'l;nLU 

FI~tllJ FI f'J~ ~'ln;udjuFI 'J 'll-J,rUFI-.lL U'el 'l;l~ n'l N'lULL~ ~n'l ~ L~udju'fiUr;1lJ LLm ~')~n-.l'llU'l~ 

FI~tllJFlf'JiOl~ ~l-J L~ n~-.l LL~~FlUn~~.rm1'l-.l'lUiOl~~l-J LLtln ~'JiOl'l n FI~'ellJ FI f'J L'" Ck!l-J'l;'elU'lULLtJ ntltln 

iOl'lnM'ellJFlf'JL~l-J 

U'elniOl'ln~~-.lil Li'el-.l~'llJl'l~ FI'J'll-JtJ~'el~.rltl1u;lfj (;1 LL~:;Vlf'YitJ~u iOl~LtlUUiOl4'tJ~ 

FlutuLmJ rX'el-.ln'l~LUi-.lFll-J 'el'liOlilhFlLm .. h Lii ~;ULLlJlJhll1UFI'l~~~ L~'el-.liOl'lnu'"l,l1uFlUtl'l~tJ 
LUi-.lFll-J~ LL'eltfl~ m~,n ~'JnUl-J'ln;U r;1-.l,xUn'lHLm 'llUn.!"''l ~-.lhl1'l1 L~'el-.l'll'el-.ln'l~fn~'l~tJfl'ltl 
L"'(;1LL~ Li(u1tJ~n'l~i1tl-.lnU~-.l LL~rXULLU'J Li(l-J'll'el-.l~uA''l 'el'l"''l~~'llJl'l~ ~'J~n-.l n'l~tJ~~nU~'llJl'l~ , " 
iOl:;ilL'eln 'l ~l-J'l n;UL Ui-.lFl~tUL mJ~ il FI'J'll-J L~ tJ-.l ~'lUL 1F1.rltl1 'll L'~lJl-J'l n;u1 uvi'lUtl-.l L~tJ'JnU 

~UA''lLLfl~lJTn'l~~'l'''flJ~~-.l'el'l~ ~UA''lL~'el~'llJl'l~ ~UA''lLVlFlLULflU ~uA''l~il Brand name Ufl~ 

Design 'll'el-.l(;1UL'el-.l LLfl~n'lllJTLJlFl~tJl~"'~~L'Jfl'l LihnlJ;lfj(;1F1'J'l~LtluLi~'el-.l~2!t1L",lJ L'lIU n'l~ 

~-.l~UA''l~'lU Internet n'l~4'~;tl L~t1 Delivery iOl~LtlUn'lHtJ~t1ULLtJfl-.l'll'el-.lXtJ LLlJlJn'l~lJTLnFl 
~2!t1L mJ ~ ~tJn'lHtJ~t1ULLtJfl-.lJl 'ltl1rX ~Jl'l'J:; LL 'J ~ ~'el~Vl'l-.li-.lFl~ .r (ij.JUfiid~ iOl~~-.lc.JfllJ'Jn~tl 

fi~ii'"ltJ~~nu.rltl ''''In ~tJl~n'ellJ n'l1~'l~'lln L~'eln Lih n~l-Jfl nA''l~ (;1urX'el-.ln'l~1~ 
It IIJ .. " 

5 .1.2.3 UiOl4't1Vl'l-.l~'lUn'lHn'el-.lLLfl~nD"'l-J'ltl m~tJl~nu.rlmtluml'JtI-.l'lu'lltl-.l 

f~lJ'lfl~ ~-.l L~Tl-J~liiiOltJ ~:;nu.rl t1LUtJ ~~ LVl f'I ;-.l LUUUiOl4't1lJ'J n ~tl~~ii'"ltJ~~nu.rltl l-J'lUlm'l~~'l-.l1 

~ LtlU~fl ~ 1~ LLn l-J'l(;1m'l~~-.l L~T~Jl'l~~ n~ru~~iiiOltJl~nU.rltl 1 U~'lUU LtllJ'ltl'lltl-.lf~lJ'lfHtlu1~ 

~-.lu'"l4't1lJ'ln ~tlfi~iiiOltJ ~~nu.rltl tl'lYi n'lH~w·h fl ~",tJtluJl'l~iOl'lmntltJ~~nu;lfj Ul;-.l U~ L~l-J , 

fl~",tJ'elu1~ 1 0,000 lJ'lVl ~'lLtiU 50,000 lJ'lVl n'l~'lltJ'ltl'll'el-.lVl'l-.ln'l19'l"'lhtlml-Jfiid~ Ufl~ 

UiOl4't1fllJ tl'lYi ULtllJ'ltln'lHtl~L~1~~iiiOltJ~~nuir)~ 

5.1 .2.4 UiOl4't1~'lULVlFl LULflU FI'J'll-Jfl'l'J",i('l~'lUn'l~~'el~'l~ FI'l'll-Jn'l'l",i('l~hu 
" 0-

FI'ell-J~'l L(;1tlr n'l~fj4't1 LLfl~~~U'l LLlJlJtJ~:;nu n'lnhtlVl'el~ LVl FI LULflU ;-.l~-.l mfhi1iOl~~1'l-.lLtln'l~ 
, " 

Vl'l-.ln'lHL~-.liu L~n~ XtJ LLlJlJn'l~~'l Lilu~liiiOl LTl-J1 UUiOl'1UUiOl~rXtl-.l'el'l~mVl FI LULflUl-J'ln;U ~n 
0-

11-.l~-.l rX-eWtl 'l ~t1 ~U'rJULLfl ~ n'l 1~ (ij.JU'l1.,J FI fl 'l m L Un'l ~1'el-.l flJ n'l1'lltJ'l tI ~'l'll'tl-.l L Vl FI L U Lfl U 



..J 
j;J111..:11'15.8 
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Forces Model 

5.1.3.1 -if'El~lnr;)1'Umn-if1~~I11~lt.m1n.j'lJ'El'l~LL'll'li'UnEJ1\.1~ (Threat of New 

Entrans or Potential Competitors) Yi911n.nl~91nif9{mmhn 
5.1.3.1 .1 n1nh:;\.IUr;)L~'El'l91n'lJ'U1r;) (Economies of Scale) mnh:;mJr;) 

I '" I I ... _ ... 11 _ 0 _ ... ... r __ 0 .... 

L'U'tl'l91n'lJ'U1r;) Ln r;)'lJ'U91 n I11'UVJ'Un11e.J ~ 111 LL~:;m 1r;)1 L'U'U'I1'UYl ~ r;)~'1 L'U'tl'l91 n'tl'll"1m~m9).m1~'1 

n11e.J~I11\.11'tlEJ'Elr;)'lJ1EJ~ L~).J~'U (1.h:;).J'J~, 2537) ~n~l ~'El'ln11U1:;mJr;) L~'tl'l91n'lJ'U1r;) 1'Uu1'';Yl 

U 1:;n'U~;'j 111 'r'i U~lU1'';Yl'lJ'U 1 r;) 1 m\JiJ 1"1 'J 1 ).Jl~ LmmJ1 'U~ 1 'Ur1i''UVJ 'U9 1 n n11~ 1 L ll'U'I1'ULn'tl 

LmEJU LVlEJUnuu1'';Yl'lJ'U1 r;) L~ n LLt'l'r'iU~l r1i''UVJ'UL~~EJhll~ LU~EJ'ULLU~'1).J1mrn Ln'El~1n9'thm 1 

fUU1:;n'U,nEJ L~).J;'U ;'1tr9{EJ~1'U~9:;Ltl'U~U~ 111"1~l\.1fu ~U1:;n'tlU nEJ1\.1~~iJ'lJ'U1r;) L~ n u~:;iJ 

" 0-

mN~ n~liJ 1"1'J1).J 1~ LmEJU Pi LL 'll'li'UnEJ 1 \.I~ ~ 'J EJ-if'tl 41 n r;)ll LLt'ltr9{EJ-if'Ellln~ 11'11"1'J 1).J L~ EJ LmEJU 
" 

" 1~'El'lflmmN~n~l mn:; 'tl'lflmmru.~n~1).J1LL'll'li'Ul'U~111~1~m1).Ji11c1ll~'U1'U ~'1iJl"1'J1).J 

L~mmEJU t'l'El~ LL'll'l~'El~ri'El'UmJ1 ~tU~l if9{EJn11U 1:;mJr;) L~'tl'l91n'lJ'U1r;)9:;"lI'JEJ1~1~u1';Yl 

u1:;n'U~;'j 1111 \.I~1 L-if1).J11 'U'eJI11~l\.1n n).J~lmn'Ulu LLt'lif9{EJ;11~1~"lI'JEJhn~ LmmJ ~ LL'll'l~'tl~ 
, " n'tl'U\.I'U1 

5.1.3.1.2 m1Ulllln~1'l'\Jtl'lff'U1l111f1::U~fl1'l' (Product Differentiate) u~'l:iYl 

tl'l':: n'U;111~tl Q1 'U~1I ff1i1 m 'l' U iiw.l1 U i f1'rU1 flU 1 'Uf1' 1'U m 1ff'U 1l1i11tl~mirfl'lU~'l:il'lltl'U ~i' ~ n 
~ , 

tlVNll'r'i1i1 f11fl llf1::ii~ nil 111 n~~tlll 'l'lff'Ull l'U'U tl Qllft1 ~'lltl'U~Uffnf1 ff1i1fuu~'l:il'l 1 i1~'l ii'l:: 
" , 

1'\J1l!~lIff1i1m'l'U 
, 

M"Y1'UC1)lN, 2546) n~l'J ~ 1 u1';Yl t'l1'1"1l1 ~VliJ L1'UYl'U).J1 n~1).J1Hl~U~1'1 • 
-if'tl~lnr;)~l~ L ~'El'l91 nn~).Ju1';Yl L\.I~l;1iJ LI"11'tl'lllEJ'lJ'El'ln~).Ju1';YlU1:;n'U~ 111'll'U1r;) l\.1rU~'tl~ 
t'l1'1U1:; L Yl PI ~ iJu 1:;~U n11cu1 'U~1n9U 1:;n'U,nEJ LL~ ::l~fu n11~ UU ~'i'UL1'UVJ'U ;'1U1::L~'U~ 
m;:j'tl'UnU'tl'lflmmN~n~l ~ tU~lif9 {EJ ~1 'U;19:;~ 11'1~U ~ 1H') t'l'tln1 n -if 1 ).J1'lJ'tl'lu1';Yl 

U1:;n'U~ I11nEJl \.I~~iJ L1'UYl'Uii'ElEJ . 
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5.1.3.1.3 Pl'l1).J~'fl·m11~'Uf'l'lYl'U (Capital Requirements) 1.l n ~'fl'l P1 n 1 , 

~1n~ 1 "nJ~~~ L -n1 ).J11 'U~ In fl1", m1).J11 n"~~'fl'lHf L~'Uf'l'l'Yl'U~ ~'11 'U"'f'l1t11 r;11'U L~'U fl Cl1'U~ 
~1.lnmr m1fj9t1LLf'l~~~'U1 LLf'l~m1L~~ru1 Lij'U~'U ;'1tJ'fl).JLn~Pl'l1).JL~tlLmtllJJ;!'fl'fl'lrlm~1n~ 

lmJ ~1n~1.l1~n'U;tjlnfiL"J!'Un'U~"J!'l'lLLm~'fl'lH'~'U'Yl'U).J1n L~'fl~~~flr1'1~'flL~tI'I'll'fl'llJl';Yll~Lu'U 
I I " ," , 

Vll9 n ;'1U~9t1 r;11'Uih ~ LU 'U~1.l fl11Pl fi J;!'fl Ln'fl'fl 'I rI nnr'ULtI'U~ 1.l1~n'fllJ 11t1 L~ n LLfl ~n L~'U'Yl'U~1 

fl ~1.l ~ 1U~9t1 r;11 'ULU 'U'f.J1.l fl11Pl f;\'fl n 1 n -n 1).J 1 '11 'fl'llJ 1';Yl1.l1~n'U~fj Inn til "'l.l~ n 

5.1.3.1.4 rhH'r.htll'Umnt1~tI'Uc.J~InJiru"Yl (Switching Costs)L~tli'l11.l 

c.Jfl1.l1~LtI'l!,r"'l1nmn;11.l1~n'U;tj 1n~~~).J~1 Ln'fl L'lf'l1 ~1'U11.l"'fl1t1tJ vh l~cr L 'fl11.l1~n'U~~1l.lilm.J , ~ 

tlm~nn11l;h1.l1~n'U;tj1n LVi11~ 1l.l~).J~1nlJc.Jflln'fllJLLYl'U~crL'fl11.l1~n'U~~1M'lJ tlm~'UnL"'I;j'ti''U , ~ , 
, " 

~1 LtI'U~1'l1 L ~'U 31'U~Yl1'1n1 n~'U'1I'fl'l ~ L 'fl11.l1~n'U1l.ln ~ntlJl1ViVl~~r.i1t1~1 LUtl1.l1~n'U LtI'U~'U 

LtI'U~1.lfl11Pl f;\'fl n1 n -n1).J1'11'fl'llJ 1';Yl1.l1~n'U~fj In 11 tI 'l l-uj LLf'l ~m 1~'1 n Pl1",1'fl9 ~ 

L1.l1 L).J.r'U~ n~1 n ~ L~tI m).J n111.l1~n'UJiti LLJ;! Lrt'fl'l~ 1 n~ 11.l1~L Yl f'l1Yltln1.l1~'l!1mvh1.l1~n'U~i) In 
" , 

U'fltl ~'111'U lJl';Yl11t11mJ~'1Vi'fln~'fl'lYl1'1Vl"~LL~'1i'U1r;1 

5.1.3 .1.5 n1n-n1~~'fl'lYl1'1'l'Un119~~1",t.!.1t1 (Access to Distribution 

Channel) U~9t1 r;11'UnLtI'U~1.lfl11Pl ~1",flJlJl';Yl1.l1~n'U~i) Inntl'l",2,] LVi n~ lJliYl11t11",2,] 

~ ~~'fl'l H' L'l f'l11 'Un11fl 11'1 (;]'l LL Yl'U LLfl~tJ'Inn!l"').J1 tI Pl'llJ~).J ~1ti1 L ",il~~r.i1t11~ nlJ (;]'l LL Yl'U L~'fl 

UMn'Un11-D n~'1(;]'l LL Yl'U'l mtl nU1t1lJl';Yl ~'1vh 'l ~lJl';Yl11 tI'l",2,] 'li'ifi n11;'fl (;]'l LL Yl'Utl1n;'U 
~ 

Disadvantages 

Independent of Scale or Absolute Cost Advantages) U~9t1r;11'UnLtI'U~1.lM1PlJ;!'fllJl';Yl 
1.l1~n'U~i)m1t1'l",2,] L"J!'U 1.l1~fllJn1 mr'1l'fl'ln11'fl~'l 'U~ Infl1",m1).J).J1'U1'Un~1 Vi1 Lf'l~ ~'1 ~n~1 
Pl'l1 ).J«lJYl1'1m 1Pl1 LtI'U~'U fl ~1.l~1 m n -n1l.J1'11'fl'llJ l';Yl ntl 'l ",2,]~ ~ ~'fl'l~~ 11ru 1 c.J fI m~YllJ ~'U'Yl'U 

l'Umn-n1~~l1lfl1",n11).JLLf'l~m1L~I1l'fllJ~1n'fl'lrim 
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5.1.3.2 fl'lI~~ULLN'lJ'1l~~ll1'l:;LL'li~~"".!~:;l-l~I~'1l~l"1m~~n"'l~'tl~lu~(Mll"mn~ 
L;itl'lnu (Intensity of Rivalry Among Existing Competitors) ~U'1l~nlJtr"'l4'tI(;]l~ 1 Ll-lfhl1 

5.1.3.2.1 41U'lU~LL'li~'liulu~(;1~Il-lnn~ (Number of Competitors) 1 U 

tr"'l'UUiilJ1~Yl~tl~:;n'1llJ~~n"'ltl~:;nu;~(;11utl~:;LYlI'11Yltl~~l-l~~41U'lU 25 lJ1~Yl LLtl~LtlU 
lJ1~Yl~"'l ~Yl:; LUtiUtl ~:;n'1llJn"'lm~ 1 utl ~:;LYlI'11Ylti 24 lJ1~Yl ~1'll1lJ1~Yl~"'l ~Yl:;LUtlutl1:;n'tllJ 

n"'lm~lu(;]l~tl~:;LYlI'1 1 lJ1~Yl Yll~ ~IW')'lI~ LL(;1n(;]l~lu~'1l~'lJ'tl~'lJU1~ LL~:;fl'lI~~I~I~tllum1 

LL'll~'liU'lJ'1l~ LL(;]~:;lJ 1~Yl 1 utr"'l"'lUU'Y'/lJ~llJ 1~Yl~tl ~:;n'1llJm~l ufi~n"'liit'l'luLLtl~ (;1~1~~ LL(;I n (;]1~ , , 

nUP;)'1lu-ifl~~ln LL~:;~~n"'ltl~:;nu;~ (;Iii LLU'l Lu~mnL'll~'liu~ln~u Lti'1l~"'llnlJ1~Yl'llUl~ ll-lClJ 

LL~:;'lJU1~n~l~lJl~ntILi~iit'l'lULLtl~(;1~I~~~~~ ~~~'1l~'Y'/tI1t11~fm~lt'1'lULLtl~l?I~I~B t'I'lU 

lJ1~Yl~ Ll-l~'e1n~'tl~~ (;J.JUI fl'll~fll~l~tllumnL'li~'liuL~'tl L~~t'I'lULLtl~(;1~1 ~ ~~,rumdL~~~u 
'lJ'tl~41U'lU~ LL'll~'liu~~r.nn luLL~:;(;]I~tl~:;LYlI'1 ~~4'~ Ltlu~tl~nfl~ ~1~t1!(;]'tl'tl~l"1mnnU~nMI 

5.1.3.2.2 n1n~lJL(;1'lJ'tl~~(;I~Il-lnn~ (Rate of Industry Growth) m1L~lJL(;I 

'll'1l~~(;1~Il-lm~~~"'lI~rul"'llnmn~~ 'Y'/lJ~Ii:ln11L~lJL(;1'1lth~(;]'1lLti'tl~ ~n~~i~t'I'lU~L'tlltl~:;nu 
(;]'1ltl~:;'lllmlutl~:;LYll'1tJ~'1ltJlu~:;~lJ~1 ~'ltILl-l(;ll1(;1~I~~~i:lLl-l~'tl'e1~;~nLtlu41U'lU~ln ~"'l:;yh 

" , 'Il 

l,xlJNYltl~:;nu~(;IntiLrilL~lJL(;1 LL~:;m'e1n1~~fi~n'"lntllmJ"'l:;L-ifl~1 LL'll~'liU , 

5.1.3.2 .3 -if'e141n~lum~'e1'e1n"'lln~l?I~ll-lm~~ (High Exit Barriers) 

fi~n'"ltl ~:;nu;~ (;14' ~ LUUfl tl1UUn1n~u~i:ln1 n:;~~ L~U'tl'tl~~:;tI:;tI1'l"'l1 n , 

tl~:;'llI'llU fl'lI~,rUfl~'lJ'e1~lJ1~Yltl ~:;nu;~ (;I~~ Luu~~41 LUU~fl~l~fl'll~ L~'e1,rul ,xrllJ ~ L'tlI 

tl~:;nU~llJ1~Yli:l fl'lI~,rUfl~ L Y1 tI~'Y'/'1l~ "'l:;~ lt1 L~Utl ~:;rlU11tl1~ (;11Wl1~:;~ n~u m~n 1~ 
" 

tl~:;nuJi'tI~~i:l~I(;1~m~nl rllJ ~ LL~'tltJl~lnM ~~~ mn-ifl LL~:;'1l'tln"'ll n~~n"'l L~tI L1l'Y'/I:;l-lln 

lJ1~Yll~~'1l~n1n~nn"'lm~41 LtlU~'tl~LL~~(;]'1lUlt1Yl:;LiJtlU~'l~l-lUI hJU'1ltln~1 3 L~'tlU L~'tln1~ 

'Ii 1 ~:;U qj; LL~:;"'l ~Yl:; LiJtlUL~ nlJ 1~Yl ;;'1l nll-lU~l1tJ~ ~'l~ ti~lJ 1~Yltl ~:;rlU~ (;I fl I'll 1 (;]1~tl~:; L Yl PI~ n 

~'ltl (M'lnru ,2544 l-lUI 209) 

U'tl m 1 nl11 um ~4' ~ ~~lJ 1~Yltl ~:;nu;~ (;I tJ~ ~'tl~1-n L~U~~'YJU~~tJ'tl~ n'tll,x Ln~ 
~u'YJulum~'tl'1ln"'lln~~n'"l~p;)'e1U;;I~~~ m~r;T~~ul"'l'e1'e1n"'lln~~n"'l~~LtluhJ1~tI1n ;~1111tl~ 

LLU'l L U~'lJ'tl~mnL'li~'liu~ P;)'1lU;;I~~LLNl U'e1Ulfl (;I m ~'tl'tl n"'ll n~ (;Iflll-l nn~tI1 n n"'l:;'ril 

1,x ~ LL 'll~'liuhj1Jl ~ ~m~1 ru~~ m ~ LL 'll~'liwi'"l:;~~ LI11t1"'l:;i:l n~ ~Yllf m ~(;]'1l ~ L ~'tl fl'lI~'tl~~'tl ~'lI'tl~ 

n'"ln1~(~'"l1ln, 2546 l-lUI14) fl~tl~ltr'"l4'tll1hJ1~flh~fl'lI~1~Ltl1t1lJl,xrllJ'1l~I"1n1 
nnu~n~1 LL(;]'"l:;Luu~tlfl~~fll ,xnlJ'e1~l"1nm~ru~mn LL YlU 
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5.1.3.3 

Products or Services) ~~A'1~'fl~~1iilij1.11:::n~;fj(;1lij:::nm1'fl'fll-JVlfwrl'Uft:::~l-JPl1'fl~irj(;1 ~1l-1fu 

m1'fl'fll-JVlfwrl'~~n~1iilij~~~~1l-J1nlV1~LLVI~~1iilij1.11:::n~;fj(;11~~'fl fi~1Pl11 LL~nhl~1l-J1nl 

VI ~ LL VI~1~~l-J 1 n LW n::: I:-J ft (;1'flU LL VI ~m 1vh 1.1 1:::n ~;fj (;1U 1~ LLUU ml-J fi 1nr~~ n ~1 t 'W~ ru:::~ m 1 

A'l-JPl1'fl~~(;1Iij:::mPlNm11ij1nf'1U1ft~dj~l'11~L~'flnt~m1A'l-Jf11'fl~~t~n~uflnA'11~ LL~1:::~U 
~ .a " \l 

m1u1n1nr~hl~1l-J1nll1 ~ LVi Ell-JnUU1~Vl1.1 1:::n~;fj (;11~ ~~~'Wiflij4'Eli1~~ Lij~L'fln1~ t~m 1 

u"li~i'W~1l-1fu'fl~r1mnn1l~n~1 
" 

5.1.3.4 ~1~11ij~'fl1'fl~'lI'fl~rr-n'fl (Bargaining Power of Buyers)L(1)El1.1n~U~'l 

~nA'11ij:::n~1~1Iijt~m1~'fl1'fl~l-J1nt~~rn~mmr~1'111~LLri ~nA'1;'fl~~A'1t~tJ1l-J1rul-J1nL~'fl 
L YlElU nu I:-J ft I:-J fi (;1~'1l-1l-J ~'lI'fl~'fl~ r1 m rr I:-J fi (;1 LL~ ft:::11 ElL ~'fl (;1 ~ 1l-1n 11l-J I:-J fi (;1 ~~A'1~hlnf1 'l1l-J 

~ . 
LL(;1n~1~1:::l-1~1~n~ !1f~l'J~L~n1n1.1~El~~~A'1 (Switching Cost) ~1 ~'flnf1'l1l-J~1~11nt~m'l 

..J '" _ ...J' ... '" ., .. J' 
L1.1fiEl~~rn~:::Lij~~ I:-Jfi (;1L'fl~ (Backward Integration) ~"l!'fll-J~'fllJfil-J1nt~n11(;1~~'Wtlij Lfi'fln"l!tl 

LLft:::rrl:-Jfi(;1n91~'l~l-J1nLL~rr;'fln91~'l~U'flEJLLft:::2:J'lI~1~tl-1ni (~n(;1ff.Jlij~ t)(ij.J~~~if Ufi::: W~ ~ ~ .~ 1, 

L~"l!:::1~Vlf ,2542 l-1U1133-134) 

1ij1 nn11~n~1WU~1 ~'fl;'fl~~A'1 t~tJ1l-J1ru~U'fltlL~'fl LYltiUnU f.Jfi f.Jfi(;1~~l-1l-J~'lI'fl~ 
'fl~r1mLL~ ~~~1~1~11ij~'fl1'fl'l ~'fl~1 U1~Vl1.11:::n~;fj(;1 LL~ft:::ntlf.Jfi (;1~~A'1 Ufi:::u1n11hlnPl'l1l-J 

" 

~'fl1'fl~ ~;'fl ~ 1 ~ n A'1 hJ2:JPl'l1l-J~1l-J11n L~n1dL1.1~tI~~ n1~::: dj~~ f.Jfi (;1 Ltl~ (Backward 

Integration) LL1.1fi~1~1~11ij~'fl1'fl~~'fl~1 ftnA'1n;r'fll-JfiU'flElL~n11~~~~tIijL~tln;'fluuu1.11:::n~ 
~ ~ ~ 

...., 0 I ",J' ~ '" _ ..,0 • ....J' _0 .... .... 

Pl'l1l-Jl-1l-J1t1Pl'fl'fl1~11ij~'fl1'fl'l~"l!'fl~1 Ufi:::~f.J~(;1l-J1ij1~'l~l-J1nU~~"l!'fll-J1ij1~'l~~'fltlU~:::l-J"lI~1~ 

h'C1ltJ~~ti~~1~11ij~'fl1tl~~'fl~1~'1 ~'ltILl-1f;Ji1~~~~1.1~1 ~1~11ij~'fl1'fl~'lI'fl~~tl~1~~LU~Ltlm~ 
t~m1u"li~i~'lI'fl~'fl~r1mnnll~n~1 

5.1.3.5 ~1~1"n11~'fl1'fl~'lItl~~'lI1t1t)(;1'J~U (Bargaining Power of Suppliers) 

t ~n1iilij1.11:::n~;fj (;1 rr'll 1 tit) (;1n~u n~'fl un Pl ru~ Pl1~ (;1 f1.1 1:::nwltl ~~ LU~rr~ ~ LLfi :::f111~f111~ LLUU '1 \J 'II \J 

1.11:::n'WLmJ1 t~nuu1~VI ~~L~iflij,u~,rnf1ru(;1P11~(;1ftJ~Lu~~!1f'fl~n11"l1tl~u1~Vl1.11:::n~l-J1n 

~~~~ ~1~1Iijnl1~'fl1'fl~'lI'fl'l,rnf1ru(;1P11~(;1f1.11:::n~Jltl~~ ~~m1~iwWfi1EJL'fl'flf;:j~1'W11ij~tl1tl~ 
l-J1n~~f.Jftt~n1nL"li~i~nlij:::~~ (tilij~n, 2546 l-1U1 14) ~~~~~t1.1~1iflij4'tli1h11~t'lh~Pl'l1l-J 
1~ LmtiUL ~nu'fl'l r1nmnll~n~1 LL~'flth'lL~ 
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.. ..- .. _"f..... "I. _"f ..... .. .. _"f ..... 
5.2 ~iI n1'i'HFt'i1::'WHFt'i1::'VIlJ'"I'"I!J1l1!J U lJ'"I'"I!J1l1!JUiln n1'i'HFt'i1::'VIlJ'"I'"I!J 

il~~1'V1n'i'i~Uil::n1'iU~~~U • 

..J 
(;1111-.lYl 5.9 n1nh::lijuU'"l4'tJ1l1tJL'W (Internal Factor Analysis Summary -IFAS) 

if'"l~!J111!J"lU 
0 ..... m'i1.J 'i:: Lil 'U 

, 0 tV 

'U1'V1Un Ft::u UUtl'J.:I'U1'V1Un 

fiI'l1'-JlJ'WfiI~Yl1-.ln1~~'W 0.0909 5 0.4546 

n1~Ul~1~fh1;{r,htJ 0.0909 2 0.1818 

n1~-.l~fiI~1n~~1tJ~1tJ 0.0909 1 0.0909 

~::~Un1~P1mf1~fiI~1m~ltJ~1tJ 0.0909 3 0.2727 

~:::UUn1~Ul~1~ 0.0909 2 0.1818 

1fin1~~-.lL~1'-Jn1r-n1tJ 0.0606 2 0.1212 

n1~'tJn'flU~'-J 0.0606 3 0.1818 

Ft'l1'-J~ 1'-J1 1(11 'Wn 1~~1 L il'W-.l1'WL ~'tl 

ri'tl1 ~'Lii ~ Ft ruIl1'Yi LL~:::~ 1'J.J'W1 LLUU 0.0606 2 0.1212 • .. 
m'-Jfin'-J 

Ft'li'-J~1'-J1~n 1'Wn1~'l.;{L'Vlfl L'WL~tl 
0.0606 2 0.1212 

'-J1~l!U~~'Wn1 ~~1 L il'W-.lI'W 

.. 
0.0606 3 0.1818 fiI'l1'-J~~ln~~1tJLLuum'-Jfi~~'-J 

n1~1~ulnl~Yi'W'tlnL~il'tln1~vh 
0.0606 1 0.0606 

l.h:::nwltJ 

nl~n~:::'"lltJ~I~IU'tltJ 0.0303 2 0.0606 

Ft'lI'-J~I'-Jl~n~I'W''tl-.lYlI-.l4'~~I~U1tJ 0.0303 2 0.0606 

LflN~rl-.l'tl~flm 0.0303 2 0.0606 

n1~ 'l.;{L'-J'lfnJ 1 LL~ ::u~:::'llli'-J~'Wfi 0.0303 2 0.0606 

u~:::L1l'Vlu~:::n'Wirl(;1 0.0303 2 0.0606 

.. '1 0 ""u" L-.l'tl'W ~n1~1~:::LUtJ ~:::n'W 0.0303 2 0.0606 

'i';l~ 1.0000 2.3334 



, 
Ii11n'lYl 5.10 mnh':::d1tJu,,(wl1tJ'U'Eln (External Factor Analysis Summary -EFAS) 

0.3750 4 1.5000 

0.2500 4 1.0000 

0.2500 4 1.0000 

0.1250 5 0.6250 

1.0000 4.1250 

(;11n'l~ 5.11 mdtJd:::d1tJu,,(tJ~1tJT.1(;1~1"'mn.HL~:::miLL'Yl'l-n'U (Competitive Factors 

Analysis Summary-ICFAS) 

0.1200 3 0.3600 

0.1200 3 0.3600 

0.1200 2 0.2400 

0.1200 4 0.4800 

0.1200 2 0.2400 

0.0800 2 0.1600 

0.0800 3 0.2400 

0.0800 2 0.1600 

0.0400 2 0.0800 

0.0400 4 0.1600 

0.0400 2 0.0800 

0.0400 3 0.1200 

1.0000 2.6800 
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o 

"" lJl1n:1Vl 5.12 

LL~~mdLL~'1i'W 

m~tl~~L~U 

1'l ~ U "'l4' EJ ofl1 EJ 1 'W 

U"'l4'Wl1EJ'W'tln : EFAS 

U"'l4'EJ~1'W'q(;]~1'\ . .m11~LL~~n11LL~'1i'W : 

ICFAS 

~'J 2-J if '"l ~ !l1l1!J 'U 'em 

fiI~LL 'W'W 

4.1250 

2.6800 

50 

. .... , . .... 
U1 \II 'Wn fiI~LL UUm.:l'U1\11Un 

2.3334 

0.5000 2.0625 

0.5000 1.3400 

3.4025 

c.J~"'l1 nfl11fj LFln~,xU"'l4'EJIl1EJ1 'W U"'l4'EJIl1EJ'W'tln LL~~U"'l4'EJ~1'W~(;I~1t.m11~ 

LL~~fl1dLL~'1i'U "'l~vh1~i~1Fl'l1~ LL~'1 LLni'l'tJ'tl'l~1ii"'l;:jFl~LL'U'WLvhn1J 2.3334 Fl~LL'Wl.! LL~~Ft'l1~ 

oJ1~'W1"'l'tJ'tl'l'q(;l~1t.mnl-J;:jFl~LL'W'ULvhn1J 3.4025 Ft~LL'W'W ;'1c.J~~1~"'l~U1hM1EJ1Jn1JLL1J1J~1~'tl'l 

n~~ft1jh~t111J'tl'lf1m (Model of Corporate Strategies) tJnn!J~1'tl~1'W'll'tl'l~~1 til.!M'tln~tJ'Ylfi 

mf'llEJ1EJlJl'l lJl'lrtJ~ 5.4 (-Kn(;]fc.J"'l'l1'(;,I,J'W~'Wif LL~~ yj~ L(;)'l!~1'W'Ylf. 2542 ".':h 196-201) 
~ 1. 

'nllJuii~un';~'U"..1lJ,.n1) 19l1U,.,\J..1"'-.1nl"JlIoU",;J\.I,.e"J8..1fl'n1" 

(Business Strenaths I Competitive Position) 

1 naq~1f'llrJlrJioi'"1 .(Growth). 

tp • · 'Ilulu';'lh.jIL"u'li:i~lLt"I:: 
lrlU"1~tJqriUl~iitl;j~ 
(Concentnltion -via Vertical 

3 .66 

nl'll-.1 • 

2 .33 

. I1q".i?'lJIII::;,i&f"m;u"r 
~')IIft"11~7::~fl7::1'~{l'a~ 
or·~with Caution) ':t 
.: . ~ 

7 n~Q~II.'UrJlrJfl,) (Gr.o~h) 

3 .66 t.i1"Unt"lH 2 .33 

• ''IlUlu';';ihllL"U:l11tJlLfI:: 

lrlU"1;&,&~ritJl'ii'l;j~ 
(C6ncentrati~~ ":ia Horizontal 

, Jittegi-ation) 

5 naqYII~"rJlrJioi'1 (Growth) 

.(lm1I1,,;/e~2 ) .. 

naq~';'1~.rl (~t.blJltxj ., . 

~ ''1l.ilt.li!rJ1lut.l~4",7&11 , 
naq"l1r~l~l" " 

~9 Change ~r l;>rotit Stralegy) 

. ".... " 
3 'l)aq~II'Hf1fl,) (Retrenchment) 

• t.I;\.ItJl~lt.lilu"IUnJt"I-.1 &~ftm 
(Turnaround) 

• . 1.i;,.~i1./e'lilfl 
· "'i:::""'11;O,nu-i4n'fI'7 -\J14ri7U 

{captive Company or 

Divestment> 

.8 naq~~!UrJlrJfl') :(Growth) ·9 :Mlq~ii'.'HfIfl') (Retrenchment) 

~1 • .'Ilu,u';lIqif~iititnJ;liift'll~l. 
rl'o'l!G'&~,rtJl'ii'l;j~ 1"U&1ft' 

'IlmU';"1Q1piithn.ilfl!l· 

..!l.ilrlU"1oG'&~ritJl'·iitl;j~ 
( Conglomerale 

Diversifiqatjon). 

:. ilu'U&';&"lt"1l~f!'A&4!~'U"~ 
n=ft'UH;e~lu~e~n.nl' 
{Bankruptcy.or Liquidation) 

.:: 

. ...r ..... 
!Lft"11~nJ~"a~~&gl"~ 

.( Conce:"tric:njversifica:tiQ~) 

ltJ~ 5.4LL1J1J~1~'tl'ln~tJ'Ylfi1~t111J'tl'lf1m (Model of Corporate Strategies) 
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n~ tJVllfm ~nJ1t1 J;i''l1 'W'll t1-.l~~1 \UJltI ti-.l~ IlJ1~Vl r1'l ~tOj~'lJtI1t1 J;i''l1 'WU 'W'l'WtI'W~ 

L~tI'l;rtl-.lnlJ~~ntOjL~)J (Growth Concentration via Horizontal Integration) ;-.ltOjlnr1'lI)J~{;lL~'U 

'lJ'el-.l~lJ1~I~lJ1~Vl Ltll~r1'lI)JL~'U~llJ1~Vl Ltl r1'l~tOj~rlntlL~~'W'elmWntlm~1lJ1.h~n'Wltl L'll'U 
" 

lJ1m~~'WL~t1 djw1f'W ~n~-.llJ1~Vl Ltl r1'l~tOj~L~)JntlL~tOjlnm~11J1.h~n'Wltl tOj~~t1-.lVitl1t11)J 

LLm'lJ,{;lt1t1'W L~LLri m1L~)Jfh'f-.l1ir1~lm~It1'lJlt1 m~U1m~lJlJmrurul~ PI'W~I'lfim~t'l-.lLt'l1)J 

m~'lJlt11mJ m~~~'Wlm)Jfj~~)J1 ~w,nnW~It1 ~~'Ul L Vl r1 L'WL~tj L~)J r1'lI)J~~ ln~~ntILLlJlJ 

m)Jfj~~,r L~)J mm ~~tOj lt1 t'l1'lJltltltl L ~)Jr1'lI)Jt'lI)Jlnl ~1'W'll'el-.lVll-.l4' (;l~I~l.htl m~l.;rrJlMrul 

LL~~U~~'l!li)J~'Wfj1~rlu~~~VlfiflIVi nl~U1lJL1t1'WL'lJnlrnl~~Ldtlu~~n'Ul~L~)Jl~fl),JnlJ~nPlI 
, ~ ~ 
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, 
mn-lYl5.14 sse 1:::~lJ'll-:Jl"1m"ll'll-:JlJNl'1 L'll (1?1'll) 

Objective KPI 

- ... 
1J1L'lCUm1Vl1-:J1'WVl 

~m'YiLL')~i\'!l).J'W 

~m'YiLL'l~ L"').J1::~).J 

" ~!l',Jn11 . .. 
Vl1-:J1'W~ 

0-

~1'W'l'WfOIf-:Jm1Ln"" 

"rl1J~L"'''l 

~ 
c 
Q) 
::J 
0-
~ 

u.. 

tI 

11 

-'c 
=> 

w 
~ 
CD 

% o 

0-

fOIf-:J NA 

Q) 
~ 

~ 

Strategic 

Initiatives 
Action Plan 

Time 

Frame 

<;' I v v ..,j. "..,j" I .. 
~fOINm1 Safety 1. "1~IJl-:JfOIcu::m1).Jm1V1Vl1"''W1Vl~1'W 3 L~!l'W 

< 5 I Organization fOI'l1 ).JU~!l "" litJ t", tJ LiI'WIJl'l LL Vl'WLLIJ1 ~:: 

~1tJ~1'W 

o 

2. (",U1::,).JfOIcu::m1).Jm1 

3.(~~1).J11Jl1l1'WfOI'l1).JU~!l""litJ1'W 

mn11-:J1'W 1 ~ri1J'Yi,rn-:J1'W 

Responsible 

unit 

~1tJ1.JM~ 

Budget and 

resources 

500,000 1J1Vl 

en 
o 
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, 
.... .... "'.... ....-

IWln-lYl 5.15 Bse T~,,",lJ~lJT"'1T'iI'tl-lmMYl L'tl 

~1LL'VIU.:J 
....... 
~n.J 'i'VI1 'I ... 

~Unl'£l.:J • 'i,r~ ~'lf-r (;l I ~'lf-r (;lv1~1.J il (;l'il'£l1.J 

KPI-CEO-01 I ri1L1QvlB 

KPI-CEO-02 I ri1'h"l1nn11~.:JVlt.l . 
m'iL~'U 

KPI-CEO-03 I ~~lJItltJLLVlt.llJ1tl~tl~t.l 

KPI-CEO-04 I ~~fl')tm11~~~N'Iltl.:JphH'r.i'"1tJ 

KPI-CEO-05 I ~1t.l,)t.l~1'1l11~2J 

.... KPI-CEO-06 I ~~fht.l~nA'1~l1.:JnnJimlf 
~nFl1 .. KPI-CEO-07 I Pl::LLt.lt.lth::Lilt.l'lltl.:J1l1Plrl 

.... .... , ... .. .... ... 
tlt.lV1tJ Pl'J12Jt.l1 L '!Itl C1tl'lltl.:JtJ1M"Vl KPI-CEO-08 

KPI-CEO-09 I th::L~t.ln11VltJVl'Jt.l~~12J1rmLf'i'l'!l1r1l 

n'i:::1.J'l'Um'i111t11 'U 
KPI-CEO-10 I ii"ln112J~12JLijt.l1tlIJl12JLL~t.l 

KPI-CEO-11 I ~1LL~tl.:J.:J1t.l~tl~~.:J1t.l'hi5tlt.l 

KPI-CEO-12 I ~1t.l')t.lPlr.:JPl,)12J~~'Vj~1"''!ltl.:J~tJl~11 

'VIU'lti 

~1t.ltJ1Vl 

~1t.ltJ1Vl 

tJ1Vl~tl 

~t.l 

% 

~1'1l1 

Plr.:J 

'1lt.lj;)tJ 

'1lt.lj;)tJ 

% 

% 

% 

Plr.:J 

..I 
F1'l1)JC1 

iI 

tJ 

11 

tJ 

tJ 

tJ 

tJ 

tJ 

11 

iI 

11 

tJ 

Base Li11'V1)J1t1 

<0 10 

12 20 

-1.22 0.15 

NA 10 

8 20 

NA 

3 

16 10 

NA 2: 90 

NA <5 

NA <5 

NA o 

OJ 
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mn'lYl5.15 Bse ~:;~1J~1J1t-t11"ll'el'l1J11f'Vl L'el ([;)'el) 

1J!1LL'VIU.:J 

2J2J2J'fl.:J • 

n~::'U'lUn1~111!!"l. U 

... " ..., 
n1~L'i!!U'iLLiI::Vi (;1IU1 ... 

" .. 
1:J'U~'VI1~ .. 

~t.r~i'l;.r(;l i'li.r (;lv\r'U il (;l"l1'fl'U 

KPI-CEO-13 ~1'U,)'ULLuunn.J!inl.J1,.uJ 

KPI-CEO-14 ~~r1n1rl'l~~~~~~~~~nru" 

KPI-CEO-15 I ~fln1rtlr::LiJ'UI'I,)1l.Ji'l1l.J1rC1~~~Ynrn~1'U";~ 
u'1';'Vl 

KPI-CEO-16 I ~1'U,)'Ul'lf'm1nJfutl~~L'Vl1'I t'UtfltJ 

- ...1 .1' ~, 
KPI-CEO-17 I umrumr'Vl1~1'U'Vli'l1l1YiLL')(;l~~l.J ~l.JL"'l.J1::i'll.J 

KPI-CEO-18 I ~1'U,)'Ul'lf~mnn(;l~m;L"'1Jj 

'VIU'l!! 

m'l.J!irr~ 

tJ 

% 

I'If~ 

% 

I'If~ 

.,j 

fI'l12Jtl 

iJ 

iJ 

tJ 

i] 

i] 

i] 

Base 

16 

NA 

NA 

NA 

NA 

Lih'VI2J1!! 

20 

2:2 

>60 

2 

o 

o 

()) 
N 
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63 

1 un '1 ~~r.r t!;1~::;vi '1 n1Jn ~::;9'1 t! ~')~ l' t1l ~::;t11tJ'tl.:J.-1 mhJ~ ~::;t11tJ ~ '1t! LLfl ::;~::;t11tJ 
v-nrn.:J'1U Lt1lt!1frHin1~~2-Jll'1'!;'nr~tJ1\.1'1~"JJ'tl.:JtJ1MYl L'tl ti.:JfI,)'12-JL\.I2-J'1::;~2-J"JJ'tl.:J~')~1'~"JJ'tl.:JU~fl::; 

~'1t!~~'tl.:JftJnt1l'Il'tltJLt1lt!H' 0$ Matrix 

, 
j;]'1~'1.:JVi 5.16 0$ Matrix 

PI')tJ~2-J 

.. hH'~'1t! 

., , 
~nfl'1Ln1 

KPI-CEO-02 

KPI-CEO-03 

KPI-CEO-04 ~1'l~')\.!m1fHMI..:J'!J'tl..:J 

phHr.iltJ 

KPI-CEO-05 ~1\'!,)\'!~I'!Jl'l\.l~ 

o 0 

o 

$ $ 

o 0 0 000 000 

$ 0 

PI ') '12-J ~.:J KPI-CEO-07 P1::LL'HHh::dh.!'!J'tl..:J $ $ $ $ $ $ $ $ $ 

~'tl1~"JJ'tl\l 1111'113 
~---------+-----------.---r--+-~---r--+-~r--r--+-~~ 

KPI-CEO-08 ti\.!~tJP1,)llJoJ1L~'tl~'tl $ $ $ $ $ $ $ $ $ 

'!J'tl..:Jtj:';Vl 



(;111'N~ 5.16 08 Matrix (j;]'fl) 

.. ... 
mru~11lJ 

KPI-CEO-09 
tl1::~V1fimVi 

KPI-CEO-10 

KPI-CEO-11 

KPI-CEO-12 

KPI-CEO-13 

KPI-CEO-14 

tl1::L~t.lmlVltJVI'lt.l~ 

i'l1lJ11mLm'!J1~ 

~1LL~tl·N1t.1 

~tl~~.:nt.li1;r~t.I 
41t.1'lt.lPlf':)PI'l1lJ 

~~Vi~1~'!J~.:)~tJ'h111 

t1lJ1nm1P1':)~~'!J~':) 

~~lJIJi'ru,r 

~~mru1::L~t.I 

KPI-CEO-15 PI'l1lJi'l1lJ11C1'!J~':) 

" VioJn':)1t.1~.:)tJrm, 

KPI-CEO-16 

o 000 0 0 

.. 
r c:: .. 
"'" ;J 
r 

";I 

64 

o 0 0 0 0 0 000 

8 8 8 8 8 8 

o 000 0 0 000 

o 0 

o 8 

o 

o 



, 
1?l111-.lVl 5.16 OS Matrix (In'tl) 

o .. 

'Vl1.:11'U'" 

ulL')rum~1.:11'U~ 

KPI-CEO-17 2'l111yjLL,)"'~tl,.lbJ 

KPI-CEO-18 
41'U,)'UPlf·:m11Lf1", 

~U"iiL~f;J 

a .. 
r 
rr 

IS: 
;J 
r 

"&I 

.. 
r 
c::: .. -;J 
r 

"&I 

65 

o 0 000 0 0 0 0 

o 0 000 0 0 0 0 



IWln.:J~ 5.17 BSC r~!1llJt.r,)ln!1~1E.11l1E.1ll'tl.:JlJNVl L'tl 

IJi'1LL'VIU.:I 'i'J 'VI,r '1 ~h tI"I.I'1 tI 

J.!J.!J.!'el.:l 'i'i~~'J;.r[;l ~'J;.r [;I vi f1.J e:l [;I"iI'el1.J • 

n'1'iL~'U 
KPI-HAG-01 L~tJtlr:;riwltJfu~Vlfi 

KPI-HAG-02 P11"'~1tJ't'Um1~1LU'U·n'U~'flPl1"'~1tJ~~'1nJ(;1 

KPI-HAG-03 ~1'U'l'U Case 't~l-i 

'" ~nFl'1 ... KPI-HAG-04 Pl:;LL 'U'UPl'l1~Vi~'Yi'fl 't"l'!l'fl~~ n A'11l1tJ 't 'U 

KPI-HAG-05 .. 't " Pl:;LL'U'UPl,)1~'Yi~'Yi'fl "l'!l'fl~~nPl11l1tJ'U'fln 

KPI-HAG-06 
o .. .... • ... 

"l1'U')'Un 1~fi11~ L ~fl tJ (;I'fl (;I') LL Vl'U 

n'i~1.J'J'Um'ill'1t1"l 'U 
KPI-HAG-07 ~1'U,)'UPlf~mnJfutlt~LL~'Um1'!11tJ 

KPI-HAG-08 n11(;11,)"l~'flUn1tJ't'U~1tJ 

KPI-HAG-09 ~flm1tl1:;Lij'UPl,)1~~1~11Cl'!l'fl~'Yi1!n~1'U't'U~1tJ 
.. '" ov m'i L 'itl 'U'i LL ~ ~'YHpl1 'U'1 ... 

KPI-HAG-10 ~1'U,)'UPlf~m1Lii(;1flu~L~IJl~~~~(;1't'U~1tJ 

... 
FI'J'1J.! fI 'VIU'JtI 

tJ ~1'UU1Vl 

iJ % 

% tJ 

tJ % 

tJ % 

11 .. 
m~fm~ 

~'flPl'U 

tJ Plf~ 

11 Plf~ 

" tJ Plf~ 

tJ Plf~ 

Base 

300 

NA 

7 

NA 

NA 

NA 

NA 

Lih'VIJ.!'1t1 

400 

30 

14 

2: 80 

2: 80 

3 

2 

3 

2: 60 

o 

OJ 
OJ 
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l;rln~~ 5.18 Bse r:;~tJ-X'J~U1~1t1mrj;)~1(;)"lI'iI~tJ1~Vl l'il 

Ui1LL'VIU.:J ,r'J'VI,r1iJ1!Jn1'ij;J~11P1 

'i,r?l~'J;.J1PI ~'J;.J 1PI\iI~'U il j;J"li'el'U 
aI 

).I ).I ).I 'el.:J FI'J1)oJ" • 
... KPI-HMA-01 L ti m.b::nlUi [I f1J q VI fi tJ 

m'iL.:JlJ 
KPI-HMA-02 f'i1t'r.l1[1tum1~1LUu.nU"'flf'i1H'r.l1[1~,:n.UJ~ tJ 

KPI-HMA-03 Case t'\.l~~L~l.J % 

... 
~::~UU~~1l.J~~~'flt~''fl~~n~1n1[1tu tJ ~nFl1 KPI-HMA-04 ... 

KPI-HMA-05 .. t ... 
~::LLUU~~1l.J~~~'fl ~''fl~~n~1n1[1U'fln tJ 

KPI-HMA-06 41u~un1nJf1Jl.lt~ll.lLL1J1Jn11fl~L~rl.Jm1V1~1'" tJ 

n 'i:: 'U 'J 'lA m 'i 111!11. 'lA 
KPI-HMA-07 ~~fl~um14'",n~m1l.JVl1~m1lJ1~1"'~lJ11l.JLL~U tJ 
KPI-HMA-09 ~~n111.l1::LijUPl~1l.J~1l.J11C1''fl~~'I!n~1utu~1[1 tJ 

m1lJ1~1'" 

.. ... ..... KPI-HMA-10 41U~U~1u~4'[lVl1~n11lJ1~1'" tJ 
m 'i L 'i!llJ 'i LL ~::'Yi IijJ 1..11 ... 

KPI-HMA-11 41u~u~f~mnn~fl~L'\.llJjtU~1[1 tJ 

'VIU'J!I Base 

~1UtJ1V1 200 

% NA 

tJ 3 

% NA 

% NA 

Plf~ 1 

% NA 

% NA 

Plf~ 1 

~f~ NA 

Lil1 'VI)oJ1!I 

300 

20 

6 

2: 80 

2: 80 

2 

100 

2: 60 

2 

0 

, 

I 
, 

! 

OJ 
-..J 
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[;l1n'l~ 5.19 Bse 1~r;)lJ~,)l-n.J1~1mr'1J;hLfl~n11~'W"lJ'il'llJ1HVI L'il 

1JI1u.'V111~ ~'l~U1eJ1!1,rty;u.~:m1'J'L~'U 

'J'~~i'l~.r@l i'll'.r@lvlr1.Jil@l'1l'el1.J 
cI 

JJJJJJ'el~ Fl'l1JJrI • 
KPI-HACC-01 ri1h"l1nm1f1.:JV)'W 1] 

... 
KPI-HACC-02 ~'W~11'fl.:JLiimJ1::rlwitJ~'flfh1.;r~1tJ1'W'fl.:J';-n1 1] n1'J'L~'U 

KPI-HACC-03 1'111.;r~1tJ1'Wm1~1L\l'W.:J1'W~'fl1'l11.;r~1tJli.:J'UJ~ 1] 

KPI-HACC-04 Pl::m.!'WPl,)1).J~.:JYi'fl1 "l''fl.:J~ nA'1111tJ 1 'W n 
., KPI-HACC-05 41'W,)'W11tJm1~~~1,)"li'l'flU111tJ'W'flnLi'l'W'fl1~ 

~nFl1 1] .. tJrutJt.:J 

KPI-HACC-06 .. 1 ... Pl ::LL 'W'WPl,)1).JYi.:JYi'fl "l''fl.:J~ n Pl 1111 tJ'W'fl n 'l~1).J1i'l 

KPI-HACC-07 41'W,)'WPlr.:J~~'fl~fI~~Yifl1~ tJ 

n'J'~1.J'l'Um'J'111!1"1. 'U KPI-HACC-08 ~.:J11tJ.:J1'W"'1.:Jm1~'Whjli'Wri1~'W~ 1] 

KPI-HACC-09 41'W,)'WPlr.:jn11tJ1::).J1ru~'WV)'W'l~li'WL,)fl1 1] 

KPI-HACC-10 ~flm11.J1::Lij'WPl,)1).Ji'l1).J11Cl'!J'fl.:JYit!n.:J1'WU'Y;LLfI:: 1] 
... ., .... 

m1~'W m'J'L 'J'!I'U 'J'LL~~'Yi lijI'U1 .. 
KPI-HACC-11 41'W,)'WPlr.:Jm1Lii~~miL~JJlli.:J~).J~1'W~1tJ 1] 

~,.i'l!l Base 

m", 12 

m", 25 

% NA 

% NA 

11tJm1 2 

% NA 

% NA 

Plr.:J 0 

Plr.:J NA 

% NA 

Plr.:J NA 

Lih~JJ1!1 

20 

25 

6% 

~80 

0 

~80 

100 

0 

0 

~60 

0 
-

(J) 
(Xl 
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IWln..:J~ 5.20 Bse 'i':::~u,x'J~ih~1tJ~1iij1'i'ru1'l1'tl..:Ju11i'Vl L'tl 

~1u.\n.i~ ,r'J'VI,r1iJ1!1~~1'ir;u1 

a.J a.J a.J 'el ~ 'i,rfl ~'J~-r j;) ~'J~-r j;)v1i'1J ij j;)1I'el1J 
• 

KPI-HLO-01 Loss Ratio 
... 

l(;l~'JU~1L'~1uLumr~1LUU-l1ulJi!lPl1H~1U m'iL~'U KPI-HLO-02 

" ";-l1UJ(;l 

KPI-HLO-03 Pl:::LL UUPl'J1).J~-lYl!l L "I'tl!l-lij n A'1111U Lu 
IV 

~nPl1 .. L ... ... KPI-HLO-04 Pl:::LLUUPl'J1).JYl-lYl!l "I'tl!l-lijnPl1I11UU!ln 

KPI-HLO-05 91U'Jumrj;)r'J"lYltJ Pl'J1).J Cl (;lYl~1 (;l 

n'i~1J1'Um'i111!1"1. 'U 
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~fln1::'VlU"I1nl'l'l12JL~f.J031u'JI'l03L'lfl1~03nfh'l';11~ 

"1"''VlULll~f.J 60 fl1UtJ1'Vl n11~"I11N1Pi1ULfln1t1"fl03 
1'I'l12JL~f.J03~U~11u'JI'l03L'lfl1~03nfh'lf.Jfl"'''1f.Jl),jlPiI1l12J 

Lih~ri1V1U",H2J1L"'f.Jl1Iflfl'" ~03,rUf'i11'1'l12J\h'l::Li]u 
"fl03Lfln1I11'1'l12JL~f.J03LVhriu 1.0 

f'i1loD<i1f.JL~f.J'lriulIi'lLL'Vluii1uU 2544 LVhnu 4.6 fl1U 

tJ1'Vl LLfl::U 2548 Lvhriu 89 fl1UtJ1'Vl "I::L~uH;~1jj 

LLU'l LWJ\303;Uflth03l'iflLnfl03 ~fln1::'VlU"I::~03~fl 1~U1';'Vl 
""111 ' .t .. • 1 .. _- ~.!' 2.11'11 lI"11f.J\303"U'lI03'Vl1 VlUm'Vl"1"''VlU LVI 

tJ~Lilu 

fl'l13JLil!l-ll 

L C 

5 4 

5 4 

L*C 

20 

20 

<0 
m 
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mn'l~ 5.33 RMBSC WORKSHEET ~,)l1i(1~1tJ'lJ1tJ 
"" , 

~"'1.J"'1U"'.'U~ o tT1.J~m'i ~ ~1~U1~1~ ____ ~~1~UL-____ __ o 'nrn~1'U~1~ _______ _ 

=ail - gina • 
'iil1.Jn1'itl~Lil'U : 

~~~iI~ • 

Customer 

r",CI • 
t1~gI~A 

~mtJ,,,.u 

I,jn~1 

.. 
~'l1l.JVN 

Vlfl L"I~fl~ 

I,jn~1 

o 1"''i~1g1 o 6 L;;iI'U 0 1 iJ 

CODE 

KPI

HAG-Q3 

KPI

HAG-04 

KPI 

HAG-05 

KPI 

-i1U'lUCaSe 

L",lJ .. 
~::UUU~'l1l.JVi~ 

Vlfl L"I~fl~l,jn~1 

1l1ULU .. 
~::UUU~'l1l.JVl~ 

Vlfl L"I~fl~l,jn~1 

1l1UUfln 

51 
C" -;r 
:s: 

% 

% 

% 

w 
~ 
m 

7 

NA 

NA 

I
W 

~ 
~ 

14 

2:80 

2: 80 

CODE 

R-HAG-

03 

~1~ : 

r'U;ltI~Lil'U 

ertl~Lil'U : .. 

fl11~ 

Li~~ 

I,jn;r1b.J 

VlflL"ln11 

~1Ul.J1n 

,x 
~U 

eJan~f11.J 

~~~flL~ullifln11'IJmU31Ul,jn~1ufl::~~~fln1::YlU~ 

b.J~lIifl~'l1l.JY;~Vlfl L"I'lJfl~l,jn~1 ~~"l1n;rfllJflU1';Yl 

Lfl Lu'II'l~i12544 - 2548 Vlu'i1I,jn;(11lJVlflL"ln11 

'lJ1Ul.J1 Lt'lUfIlflflt'l ~~~U~'l1l.J\h"l::LtlU~fl~ Lfln1i1 

~'l1l.JL~U~Lvi1nu 1.0 n11~"l11N111i1u~flm::YlU 

"l1n~'l1l.JL~U~Lu'II'l~i12544 - 2548 VlU'i1U1"1::il 

~flL ~U1';Yl~1t'lVJumh~ IIifl L l1f)~L u'II'l~ L'lfl1 

~~nfl1'l 

t1~Lil'U 

fl11~Li~~ 

L C 

5 4 

L*C 

20 

<D 
--.J 
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lJ11n-.l~ 5.33 RMBSC WORKSHEET ,.r'J~U1~1EJ'lJ1EJ (l'I'tl) 
..,. , 

'i:: IJIItJ l1li1 U. ~U..:! O "" ~tJ'i~1'i 
r7'I .., ., ~I /<J ~~~U11'41!1 1I1U 

;1'!l- ~n~ • 
'i'!ltJ01W'i::Lilu : o 'IIIInl1~ o 6 L;'i'!lU 0 111 

~~~'!l..:! • 

Internal 

Process 

.., 
~1III&l • 

t1'i::~..:!A 

n11 

tinnN1u 

flti1~;:hh:: 

CODE 

KPI

HAG-06 

KPI 

~ 

';1u'luf'lf~n11 

tlfutl,~UtJUn11 

'111U 

51 
c

-;! 
~ 

f'lf~ 

n1~ 

~'YIfi .. ~ I .. 

KPI- m~1in~L~flUlllfl I!n~ 

111Vi HAG-07 I ~'lLLY1U !/it) 

tl1::~Y1fi111 

Vin111111'l"l KPI-

iii"'1111~ HAG-OB 

111ulu 

n111111'l"1l'1flU 

111ulu 

~'lLL'YIU 

f'lf~ 

w 
~ 
CD 

3.44 

NA 

I
W 
C> 
0:: 

~ 

2 

5 

2 

CODE 

R-HAG-

05 

o 'nrn~1U~1!1 _______ _ 

~1!1 : 

-ru~t1'i::LilU 
r!t1'i::Lilu : 
u 

Fl~1~ 

Li!l..:! 

UtJUn11 

u~n'i::'YItJ 

ri~CJflm::Ylul~n11urn111uehu'b.Jil 

tl1::~Y1fi111Vi lu'lI'Nu 2544 - 254B,"fl~"I1n"lU 

U~'l,"U1el1U"I::yj1n1ru1::u:JULLCJUn11'111U~ 

'111U'W 'l1~HViU"h'WL\UJ1::riuYi~'111U1UU2544 LLfI:: 

I'Ifllllf'lflfl 2547 ~~~U~1f'1'l1~\l1"l::Li']U'llfl~tfln1I'1f'1'l1~ 
~riuYi~ L~U~LYi1riU 0.4 n11W"I11CU1"'1UCJfln1::YlU 

'111U 
../ ..j ~.! 

"I1nf'l'l1~Ll'lm ViU'l1 n11Y1LLCJUn11'111UU-I 

I'Ifl"'f'lflfl~riUYi~'111U ~'l,"u1el1uUitl1::u:Ju~1 
, ..... .j.,,,-~ ~1' 

U1"1::~"'lUY1Y11I,"UntYI'II1I11YJU WI 

t1'i::Lilu 

Fl~1~Li!l..:! 

L I C 

2 4 

L*C 

B 

(!) 
(Xl 
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(;l1n~~ 5.33 RMBSC WORKSHEET ~'l'\.nj1~1t1'tl1t1 (~'rl) 
~~1.J9i11.L\nl.:l 

;til - ifnfi • 
'iil1.Jn1nJ~Liju : 

~~~iI.:I • 

Learning 

and 

Growth 

-r"CI • 
t1~if.:l~ 

1'I'l1).JYiifn.J 

'TItl~ 

l.Jf'llnn1 

.... 
lJl'I'l1lJ 

Ufitl"'.nU 

O "'" ~1.J'm1'i ~ '" "..'1 )<J 'W~"'U1~1S 1!1tJ 

o ''''i~1if o 6 L~ilU 0 1 11 

CODE 

KPI-

HAG-09 

KPI

HAG-10 

KPI 

t.Jfln11U1::Lilu 

f'I'l1).J1'I1lJ11Cl 

'TItl~YiUn~1utu 

~1U 

~ 

.j1u'lul'lf~m1 

Li'il'l!lU"iiL"'1Ij 

ill 
(9 

-;s 
:-

% 

f'lf~ 

w 

~ 
CD 

NA 

NA 

I
W 

~ I CODE 

~ 

> 
60 

o 

R-HAG-

07 

KRI

HAG-08 

o ..,un.:l1Ue'J1s _______ _ 

e'J1S : 

-rUfltI~LijU 

fl';l1~ 

LiS.:I 

ertl~Liju : .. 

~fin~f11.J 

ri~t.Jfit1.iYiUn~1utu~1UUJilf'l'l1lJYin)).Jtu'l'l~tI 

t.Jfim1 2544 - 2548 YiU11t.Jfimru1::Liiul'I'l1lJI'I11Cl 

u1::Liiu 'TItl~YiUn~1utu~hu~1n11LnCU'YI1utl2545. 

f'I'l1lJ1'I1lJ1 2546 LLfi:: 2547 ",~,rUI'I'l1lJU1"1::LilU'lltl~ 
1Cl'TItl~ 

YiUn~1utu 

~1U~1n11 
~ 

LnCU"1VI 

UTHvi Ltl 

,h,.,ul'I 

\i'l"'U1~1U 

L;rfu 

fiUI1l11U 

Ltlml'lf'l'l1lJL~U~LYhnu 3/5 ,.,1tl 0.6 m1 

Yl"l11CU1~1Ut.Jfin1::vrU"l1nf'l'l1lJL~U~tU"II'l~tI 

2544 - 2548 YiU11U1"1::ilt.Jfit1.iUM'TI1"'VJU 

mh~lIltlL~tl~tu"ll'l~L'lfl1"'~nri1'l L~tl~"l1n 
-~ .... ~~ ~ ~ ~ 

unm Ltl lJ11UWI,.,flnlJ1"11nmn1U l'1'lUL\IIIlJU 
~ ~ . _ ..J ~..J 

1::"'Uf'I'l1).JtuLL1~IMnfl1'l"l::Yi"l11CU1'Y11::IIIU'YI 

Lilu'LtJL;r~~~ql'l ;itl 1::"'U 4 

ri~t.Jfln1::'YIulIltll'l'l1lJUfltlf/\.l1utu~1U 

t1~LijU 

fl';l1~LiS~ 

L C 

3 4 

5 

L*C 

12 

5 
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..J '" "., [;l111..:J'r1 5.34 RMBSC WORKSHEET "',)"'U1~1EJmr[;lfl1C;) 

~;1J,j1~~U~ 

:A'il - 'llnll • 
'i'il1Jn1ru~Lij'U : 

~an.J'il~ • 

Financial 

11J1~ • 
t.I~'ll~A 

Utlfll1J1U 

"nn 

n17f1lfl111l 

~ J" 
LVnJ1J-U 

U7\111 

.. hloii~1U 

tlth~ii 

lh::aYlH 

InYi 

/ 

o II .. 

~1J'i~1'i o ,r'1~U1iJ1!1 

o llJ1'i~1'll o 6 L;'il'U 0 1 iJ 

CODE 

KPI

HMA-01 

KPI

HMA-02 

KPI 

L~U1h::riwiufu 
qYlH 

f'i1Loif·huL-um1 

~1Lilu·nullitl 

f'i1L~~1U~~\Il.JIIl 

iD 
C" 

';J 
:s: 

fl1U 

U1Yl 

% 

w 
(J) 
~ 
CD 

I
W 
C> 
c::: 
~ 

200 I 300 

NA 20 

n17f1lfl111l 

CODE 

R-HMA-

01 

R-HMA-

02 

U fiun~1'UiJ1!1 _______ _ 

iJ1!1: _______ _ ~t.I~Lij'U : 
OJ 

1'U;lt.I~Lij'U 

Fl'11~ 

Li!l~ 

.:t 
LUU 

lh::riwi 

UfUqYlH 

'U.J1i1ffll1l.J 

Lih 

f'i1 

n~Li17l.J 

mn1U 
J" 

1,l~1JU 

~lIn~fl1J 

n~t.Jflllitlm1L~l.JUtllll1J1U ;~t.Jfln1::YlU'nnl'l'l1l.J 

L~U~Lu'II'l~L'lfl1~~nfl1'l';1L,x1J1"'YJUL~~U 60 

fl1UU1Yl m1~"l11Cl.nilf1uttlmi11Jtl~I'I'l1l.JL~U~ 

YiU<l1Lu'II'l~L'lfl1i!T~nfl1'lUtllll1J1U'W'L/ifll1l.JLih~ 

';1\1UfIl L-ll.J1 tlliUfIlfltllll i!T~,ruI'i11'1'l1l.J\h~::Lilu 
1Jtl~ttlmi1l'l'l1l.JL~U~Lvhriu 1.0 

n~t.Jfln1::YlUL,xn11U~171'i1Loif~1U'Wii 

t1,::aYlHI11Yi L-u'll'l~t12544 - 2548 YiU<l1 

1'i1t;1~1u~~nfl1'liiLLU'ltUl.JI,l~~Ul.J1tlllUfllfltllll"l1n 
16,812,107 U1Yl N t12544 ii~ 96,468,845 U1Yl 

N t12548 i!T~,rUI'I'l1l.Jti1"l::Lilu1Jtl~ttlmi1l'l'l1l.J 
L~U~LVhriu 1.0 mm"l11N1i1f1Ut.Jfln7::YlU"I1n 

1'I'l1l.JL~U~Lu'II'l~L'lfl1~~nfl1'l YiU<l1ti1"l::iit.Jt'lL,x 

UM1J111lYJUtlth~lIitlLi1tl~1.u'I'l~L'lfl1~~nfh'l ~~ 
- - ..,jil~t1~.i'..,j .. Yi"l11N17::IIlUI'I'l1l.JlUUNYlL UL LI'lI,l~Ylqlll /'Itl 

7::~U4 

t.I~Lij'U 

Fl'11~Li!l~ 

L C 

5 4 

5 4 

L*C 

20 

20 

o o 
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.J 
m11'l'Vl 5.34 
". , 

'1:: "'tJ "'1 U. ~U.:J 

;1'il- .na • 
j'iltJn1ru'1::LijU : 

-r",~ 
~~~il.:J • tJ'1:: • .:JA 

• 

'lltnUlIlnl!!l 

Customer .. 
I'I'llI.JVN 

'Yi£l1.<q'll£l~ 

IJn;rl 

RMBSC WORKSHEET ~,)ln!1~1tJn11Infl1~ (Ifi'tl) 
/ o €tJ~1j (7\ '" ".'1 I(J W~~U1~1!1 01711!nl!!l 

o l"'j~1. o 6 L;'i'ilU 0 111 

CODE 

KPI

HMA-03 

KPI

HMA-04 

KPI 

Case l.VI~~L~1.J 

.. 
I'I:;U.'U'UI'I'l11.J'Yi~ 

iii 
c

-;;! 
~ 

% 

% 

w 
en « 
m 

3 

I
W 
C!) 
ex: 
~ 

6 

NA I 2:80 

CODE 

R-HMA-

03 

o fiun.:J1ue'J1!1 _______ _ 

e'J1!1 : 

-rUfltJ'1::LijU 

fl11~ 

Li!l.:J 

e7tJ'1::LijU : .. 

t.lan'1::'V1tJ 

'lltnU ri~f.Jn1.~Ui,;."L~ULmUU~u.1i~ '~t.l7:;Lij'UI'I'l11.J 
.... ,... .,J ..... 

ill'lll tuU.NLY1UULY11nUm7Y11J7lffl'll1!!l"l'U 

1~11f 

ri~f.Jnn7:;Y1ulII£l017~h~I'I'l1I.JYl~'Yi£l1.<q'll£l~lJn;r1 

IJn;rl~ ~~1.'Uil2544 - 2548 'YiU~luHvll.J7:;~Ui1C\JVll 
'Yi£l1.<qm7 IJn;rl~'Yi£lhl.Jlmh~lIIm~£l~ ~~,r'Uril1'1'lll.J 

tJ'1::LijU 

fl11~Li!l.:J 

L I C 

5 4 

'Yi£l1.<q'll£l~lJn;rl 

111U1.'U R-HMA- I lil til<q:;Li:l'U'll£l~L£lmM'lll.J~U~LVhnu 1.0 m7 

KPI

HMA-05 

.. 
I'I:;U.'U'UI'I'l11.J'Yi~ 

'Yi£l1.<q'll£l~lJn;rl 

111U'U£ln 

04 

% NA 2:80 

Telemar-

keting 

J' 
I.Jln'll'U 

~<q17Nllfl'Uf.Jnm::Y1u<qlnl'l'l1I.JL~U~ 'YiU~l m1 

..j ,,~_! ~ ~ - . .... . ... .1 ..j 
Y1lJnrn u.J'Yitl L<qUntY1tlfJ1~lI!tlL'Utl~'Ul<q:;l.Jn'l'UY1 

lil1.~ui1ffi'llll11"l'Ul.Jl£l[h~III£lL~tl~t'U'Ib~L'lnl 

~~nfil'l 

5 4 

L*C 

20 

20 

o 
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..J 
(;l1n'lVl 5.34 .... , 
~"'\J"'1LL~U-II 

;1'f) - "'nil • 
'i'f)\Jn1'it1~Lilu : 

).I).I).I'f)-II 
• 

Internal 

Process 

-r",'l 

tl~"'-IIA 

l.17::ii'YIfi 

Inn 

'YI1_3017 

IIIft1111 

RMBSC WORKSHEET 1X'll-nJ1~1Em1r(;lfl11Pl (~'rl) 
L o ~\Ji~1'i ~ ...... 11 '<J W~~U1H1!1 017111ft1111 

o 1"''1).11'" o 6 LA'f)U 0 1 tI 

CODE 

KPI

HMA-06 

KPI 

. 
<i1'U'l'U1'I1_3011 

U1UUl_3zULLUU 

m1~_3LI11~ 

m1111ft1111 

iii 
C" -;s 
:;: 

. 
f'l1_3 

w 

~ 
m 

~ 
w 
(!) 
0::: 

~ 

2 

CODE 

R-HMA-

05 

o Vnrn-ll1uiJ1!1, ________ _ 

iJ1!1 : ___ ----.: ___ _ ertl~Lilu : 
OJ 

-ru~tl~Lilu 

fI'l1).1 

Li!l-ll 

UJi1011 

uruul_3 

,ULLUU011 

~_3LI11~ 

017111ft1111 

eJlln~'VI\J 

~_3~ftn7::'Y1UlliflU7::ii'YIfill1n017I11fl1111 017 

Yi"l17N1~1'ULflO1I1'11fl_3f'1'l1~L~fJ_3L'U'II'NU2544 

-2548 nu:h U2545 LLfl:: 2547 UJi1017 

UruUt_3ZULLUU017~_3LI11~011I11ft1111 1Ii_3~'Uf'h 
1'I'l1~Y1"l::dj'U'IIfl_3LflO1M'l1~L~m Lyhriu 215 

Vi7fl 0.4 011Yi"l11N1!1h'U~ftn7::'YIU"l1nl'l'l1~ 

L~fJ_3 nU-l1 ,ULLUU017~_3LI11~017I11ft1I11Lil'U 

~_3~n1riClJn1'1'11uuN'Y1 Lfl 1Ii_3~'Um1~UJi1011 
uruUl_3Y1"l::yhL,x011I11fnl1l'llfl_3u1lffi Lfl 

L~mmfJU~ LL'II_3 LLft::i11'1'l1~Lil'U 'lU'liI~"l::li1 L,x 

um'YI Lfl U1::I1UilClJ'I'I1011'111111l'j'U 1Ii_3~'U7::~U 
1'I'l1~t'ULLN~_3LYhriu 4 

tl~Lilu 

fI'l1).1Li!l-ll 

L I C 

2 4 

L*C 

8 

a 
I\.) 
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, 
.oj 

IWlr1-.lYl 5.34 RMBSC WORKSHEET ,r,)l-nJ1~1EJnl'i'lfIfl1j;1 (v1'fl) 
..... , 

~"1.J1JI1U."''U-II 

;t'il - ~nll • 
'i'il1.J n1 nJ.i:ail 'U : 

-rIJl(l 
J.UUJ'il-ll • 

• 
1.1~~-IIA 

lh::~Ylfi 

Internal 111'Yi 

Process Yl1~n17 

IJIfl1111 

O II ... 

Ell.J'i-"'1'i 
(y" II 11 
)0 "'1"''U1~1!1 0171J1fl1'" 

o '1Jl'iJ.I1~ o 6 L;!'il'U 0 1 tI 

CODE 

KPI

HMA-Q7 

KPI 

fllllri'lU011"1'" 

ii"ln77).JYl1~017 

IJIfl1 ",1i111J11).J LLI-IU 

ill 
C" -;s 
:> 

% 

w 
C/) 
« 
III 

NA 

I
W 
C> 
0:: 

~ 

100 

CODE 

R-HMA-

06 

o onun-ll1'UiJ1!1, ______ _ 

iJ1!1 : er1.1~Lil'U : .. 
-r 'U;l1.1 'l:: Lil'U 

fl11J.1 

Li!l-ll 

hjij 

ii"ln77).J 

Yl1~ 

n171J1fl1111 

eJlIn~'YIl.J 

017'Wijii"ln77).JYl1~n17IJ1fl1i1l"l::ri~t.lfl·hi 

t17::~f1fiJ11"1'fvn~n17IJ1fl1"''W~ l.U'rl'l~U 2544 

- 2548 'Wijn174''''ii''lnn).JYl1~n17IJ1fl1'''1.UU 

2544 ~~JUf'i1f'1'l1).J"Ll1"1::Li]U'IIfl~Lfln11'1 

f'I'l1).JL~U~LVhrilJ 0.2 n1m"l17ru1~hu 
t.lfln7::f1lJ'IIfl~f'I'l1).JL~U~"I::~"I17ru1"l1n 

Ufl"''111U~iII''I1nn11''1'"ii''ln77).JYl1~n17IJ1fl1''' 
'YilJ-l1 ~ULll~U1 0 - 20 fl1Ul.J1Yl"'flf'lf~ 

~~JUn17'Wijii"lnn).JYl1~n17IJ1fl1111"1::f'I'l1).J 

lUU.N~ Lilu'ltAA~~~"'''I::ri~t.lfl1.\\"lJ"hfvIij 
Lfln1I'1'111111'VlU 

1.1'l::Lil'U 

fl11J.1Li!l-ll 

L I C 

4 

L*C 

4 

o 
w 

103



..J 
1?l1n~Y1 5.34 RMBSC WORKSHEET ,r'l~ii1~1t.Jn11I?lfl1(;l (111'E1) 

'i::~tJ I'i, U. ,..u.:J 
----r'\ II .. 

V ~tJ'i\"'l ~ 1r7"'U'~'~ __ ~Ou1n7~~flu1~~ ______ __ o ,.nrn.:J1'U~1~ _______ _ 

;'il-~na • 
'l'iltJn1ru'i::Lil'U : 

,.."UJ'il.:J • 

Internal 

Process 

Learning 

and 

Growth 

.., 
791C1 • 

t1'i::~.:JA 

t1:::n'YIii111 

Vj01:~:,)" 

~~~1).J 

111UtlJ 

I'I,)1).JVj7fl).J 

'lJfl~ 

~I'Ifl101 

o '91'l"'1~ o 6 ~~'il'U 0 1 tl 

CODE KPI 

v .J 
VjlJO~1lJ'YICJO 

KPI- ~~~1).J~1lJllifl 

HMA-08 I VjUO~1lJ~~\l).J1II 
tlJehu01:~fl1~ 

eJflO1ru:::LillJ 

KPI- I'I,)1).Jfl1).J1:Cl 

HMA-09 'lJfl~VjUO~1lJtlJ 

el1U01:~fl1'" 

51 
c

-;1 
:s: 

% 

% 

w 
en « m 

NA 

I
W 
Cl 
0:: 

~ 

100 

NA I ~60 

CODE 

R-HMA-

07 

~1~ : e!t1'i:: ~il'U : .. 
l' 'U;\ tI 'i:: Lil'U 

Fl71,.. 

~i@l.:J 

eJflO1: 

t1:::LillJ 

f'I,)1).Jfl1).J1 

:Clllfl~ 

VjUO~1lJ t lJ 

el1U~10~1 
....I 

LOCU'rl'YI 

,.iiM'YI Lfl 

n1\llJ~ 

eJa n'i::'VltJ 

ri~eJflt~VjUO~1lJtlJel1U'Wiif'l,)1).JVjffi).JtlJ'Ih~il 

2544 - 2548 VjlJ~1eJfl017t17::LillJf'I,)1).J1I17Cl 

'lJfl~VjUn~1lJtlJel1u~1n~1LnCU'rl1lJil 2546 

LLfl:: 2547 i1~~lJl'I,)1).J\h"::LillJlIfl~LflO1I1 

f'I,)1).JLaU~LVhnlJ 2/5 \l:fl 0.4 O1m"11CU1 

;;1lJeJfln1::'YIlJ"I1nl'l,)1).JLaU~tlJ'!i')~il2544 -

2548 VjlJ~1tl1,,::iieJflt~lJ1M'YI 

'lJ1~l1lJfl[h~ llifl L rtfl~ t lJ'!i')~ L,) fl1 i1~n fl1,) 

Lrtfl~"1nlJ11ffi Lfl ii11uL;r\lfln).J1"110011'1J1U 

~ .:r v V. 4 

I'I,)UL\l"llJ7::~lJf'I,)1).JtlJLLNIMOfl1,)"I::Vj"17CU1 

.J V.J.!'Iltll~.J .. v 
'YI1::~lJ'YILulJl 11'113~'YIq'" I'Ifl 7::lIIlJ 4 

tI 'i:: Lil 'U 

Fl71"'Li~.:J 

L I C 

3 4 

L*C 

12 

.... 
o 
~ 

104



..j 
(;1111'1'1'15 .34 RMBSC WORKSHEET ~'ltn!1~1~.m11(;1~1c;, (111'fl) 

'i:: l~iJ Pi1 U. ~u~ 

~'il- ~nll • 
'i'il\Jn1'itl'i::~ilu : 

~~~'il~ • 

Learning 

and 

Growth 

rlJlCl • 
tl'i::~~A 

li"-l'U1017 

!II1l1!!! 

.. 
).J1'I'l1).J 

UlltlMU 

/ 

O 
...... 
£-!\J'i~1'i O '" "'~I ~'1~U1fo11!1 017!11lll!!! 

o '1JI'i~1~ o 6 ~;'ilu 0 1 tI 

CODE 

KPI

HMA-10 

KPI

HMA-11 

KPI 

4l'U'l'U~1'U'3-iU 

'Yl1~017iJ1lll!!! 

4l'U'l'Ul'lf~017 

Lii!!!flU~LlIlIJ 

51 
C" 

-;! 
~ 

~1'U 

I'If~ 

w 
~ 
al 

NA 

~ 
C) 
~ 

~ 

2 

o 

CODE 

R-HMA-

08 

iJ1!1 : 

r U;!tl 'i:: ~ilu 

KRI 

'Wii01fi-iuYm 

017!11llll11 

R-HMA- I \I'lll\hhu'l"'fu 

09 tl'UlJ111U 

o ",rn~1uiJ1!1, _______ _ 

rrtl'i::Lilu : 
" 

~lIn'i::'V1\J 

n17'Wii'3-iu~1~n17iJ1lll!!!~~~~~1l1~ 

tl7~n~tiIl1Wm~017!11lll!!!hJ~ 017 

\;~17CU1LtlO1I'111tl~'m).JL~u~1'U"rl'l~il 

2544 - 2548 WU'll il2544. 2546 LLIl~ 

2547 'Wii017'3-ium~017!11llll11 ",~J'U 
rill'1'll).Jti~~LtI'U1Itl~LtlO1I'1I'1'll).JL~U~ 

LViJriU 3/5 lim 0 .6 O1m~11cul"'1'U 

~lln7~U~lnl'l'l1).JL~U~"'U~1 iil'l'll).J 

LtI'U1t1'l"'\1~~uNv1~~lIi'tl~MCUriU017 
1Il!!!'IJ'U lhUNv1Il~Lllu017'3-ium~ 

~ tI J'" 017iJ1lll!!! L"'7l~~7n~ 7~LIl~'UiJ1tl~ 

tl1~U017iJ1fll!!!~iitl7~n~till1'" "''lU 

J' ~-!"tI ~ ~ • 
LlIlIJ'U017~).J 1~n~fiI11W017iJ1lll!!!n 

,'h1,xu'hffi Ltl LiCULUroU~LL,j~ 

~~~llm~~Ullitll'l'l1).Jtlfltl!!!nu1'Ulhu 

tI 'i:: ~ilu 
fI'11~~i!l~ 

L I C 

3 4 

5 

L*C 

12 

5 

a 
<.n 

105



(;l111'l~ 5.35 RMBSC WORKSHEET ~'J~i.h~1mrCl.JilLLt'l~n11~l! 
..... . 

'i:: 1'11.1 I'll ~ ~U~ 

;1'!l- ~n~ • 
'i'!l1.1n1ru'i::~ilu : 

i'"Cl 
J.lJ.IJ.I'!l~ • 

• 
U'i::~~A 

L~).lrhh 

Financial "nnm7 

fW'lU 

O ., ... 
Ei1.1'im'i O .., "~I ~ ~ -

W~~U1~1!1 U'l,I LLn;;mmy 

e:J1!1 : 

o 1l'l'iJ.l1~ o 6 ~;j'!lU 0 1;] i'u;\U'i::Lilu 

CODE 

KPI

HACC-

01 

KPI 

n117"11nm1 

MVlU 

iii 
C" 

-;;1 
:s: 

fl1U 

U1'V1 

w 
~ co 

12 

I
W 

~ I CODE 

~ 

20 
R-HACC-

01 

FI'l1J.1Li!l~ 

~fll1lf)ULL'V1U"l1n 

m:fl~YJuhil&11 

11l1).lLih 

o Yi,rn~1ue:J1!1 _______ _ 

erU'i:: ~ilu : 
" 

eJ~n'i::'V11.1 

m7fl~YJuhj'Llf11l1).lLih~'l1~H"l;;ri~~fl 

m;;'V1ullif)"''l1).l~1).l17Cllum1fl~YJuli11,x 

"l1niif)~flUn;'V1 Lf) l1J'1i'l~il2544 - 2548 

u;'';'V1hiL'''tJu77f!Lih~'l1~1-nu''b~L'lfl1 
iI~nri1'l iI~JU"''l1).lU1''l;;Li:luLf)mll''''l1).l 

~tJ~Lyhnu 1.0 mm"l17cu1&111U 
..j ..j _ l' , 

~fln7;;'V1U"l1n"''l1).lU\tJ~'V1Ln''''IJU IU 

"ll'l~L'lfl11ii'~nri1'lYlu~1vi11"'u;'1ffi~CYL~tJ 

~U1.b;;).l1CU 8 fl1UU1'V1 

U'i::~ilu 

FI'l1J.1Li!l~ 

L C 

5 4 

L*C 

20 

o 
O"l 
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unn:)~ 5.35 RMBSC WORKSHEET ~'ll-1il1ihmrClJ~LL'~~n11~U (I;lta) 
/ .., .. 0"" 0"'''~'~''-~"'\J"1LL\4'U~ £j\J'im'i W~\4'U1~1!l lJ'l.!'IILijl;;01twy 

;'il- 'llna • 
'i'il\Jmru~Lil'U : 

)J)J)J'il~ 
• 

Financial 

-r",,", • 
t1~'ll~A 

lJ1l111 

,j1H-l1U 

flth~;:hh;; 

aVlfi 

111'11 

o l"ul1'll o 6 L;'i'il'U 0 1;'J 

CODE KPI 

. 
KPI- L~U~11fl~L;jU 

HACC-

02 

KPI

HACC-

lh;;riwiulJifl 

1'i11oli-l1U~~VI)J~ 

"hloli-l1ulU011 

~1Lilu~1UlJifl 

03 ,j11.+l1U~~VI)J~ 

iii 
co 

-;! 
~ 

% 

% 

w 
~ 
CO 

25 

~ 
w 
~ I CODE 

~ 

25 

R-HACC 

-02 

NA 16% 

~1!l : 

-r'U;lU~Lil'U 

Fl11)JLi!l~ 

L~U~11fl~'Ilfl~ 
_ ~. ,..J 

lJntVllll1m1Vl 

n!lVl)J1uri1V1U~ 

l:J ~un~1'U~1!l ________________ __ 

eru~Lil'U : .. 

e.Jan~"r\\J 

~~~fll,xliffl~tli!llJ'i1ffi lhu~'WU.r'i'l'll1ll11-J~ 
1;'lri1V1Ut'ln1fllJL'lfl1H 

t1~Lil'U 

Fl11)JLi!l~ 

L I C 

5 

L*C 

5 

o 
-..J 

107



f;11n'l~ 5.35 RMBSC WORKSHEET l-1rn.nJ1~1mrCY~LL~::n1d~'t.I (~'fl) 
.., 0 , 

~"1J"1U."''U~ 

;/'iI- ana • 
'i'il1J01'itJ~L~'U : 

"''''''''iI~ . 

Customer 

Internal 

Process 

1'''(1 • 
tJ~a~~ 

... 
f'I'l1~Vi~ 

ViflL"'I'IIfl~ 

~n;r1 

... 
1'1'l1l-JVi~ 

ViflL"'I'IIfl~ 

tjn;r1 

1'1'l1~ 

IJnlJifl-3'11fl~ 

;Jfl~fl 

o ., .. 
~1J'im'i .. 75 .., " .. II ... ... _ 

"'1"''U1~.n!l UQ.!'IILLfl::mmy D 'Vnrn~1'Uel1!1 ----------------
~tJ~L~'U : .. el1!1: ________ _ 

o ll'l'i,.,1a o 6 L;'i'il'U 0 1 tJ 1''U~tJ~L~'U 

CODE 

KPI

HACC-

04 

KPI

HACC-

05 

KPI

HACC-

06 

KPI

HACC-

07 

KPI 

... 
I'I::LL'U'W'1'l1~Vi~ 

Vifl L"I'IIfl~tjn;r1 

111tJL'U 

• ..I 
"'I1'U'l'U71tJmm 

~II1M"Il1flU 

111tJ'UflnLl1'Ufl L'" 

t.lfut.lt~ 

... 
I'1::LL'U'U1'1'l1~Vi~ 

ViflL"'I'IIfl~~n;r1 

111tJ'Ufln 

• ::'...1 
"I1'U'l'UI'1N'Vl 

;rfl~flil~Vifl1~ 

iii 
C" -;;s 
:s: 

% 

11tJ 

m1 

% 

% 

w 
~ 
C) 

I
W 
(!) 
cr: 
~ 

NA I ~80 

2 o 

NA I ~80 

NA 100 

CODE 

R

HACC-

03 

R

HACC-

04 

fl11,., 

Li!l~ 

tjnR1hJ 

ViflL"'I 

..: ~ 
LVil-J'II'U 

71tJ~1'U 

'V11~ 

m7L~'U 

il~Vifl1~ 

~an~f11J 

~-3CJflm::'Vlul1iflm7I1h-3I'1'l1~~-3Vifl L"'I'IIfl-3 

tjnflh ~~L'Uil2544 - 2548 ViU'11~htJt.l7::l1u 
Uqj'l-l1tjn;r1'WViflL"'IL'U'rl'l-3il2545 LLfl:: 2546 

i1T-3~'W'hl'l'l1l-Jth"'l::Li:l'U'IIfl~Lflml1l'1'l1~L~tJ-3 
Lvhnu 0.4 m1~"'I17ru111f1'UCJflm::'VlU"'l1n 

1'1'l1l-JL~tJ~ ViU~1 mffi~n;;1'WViflL"'I~1tJ"'I:: 

~~CJfll1iflI11Vi~'W~'IIfl-3U~ 

~-3CJfll1ifll'1'l1l-JlJnilifl~'IIfl~;Jfl~fl'V11~m7L~'U'IIfl~ 

uN." Lfl LLI1iI'1'l1~~tJ-3dwLl'1tJLn"'~'UL'U 
'II'l-3L'lfl111i-3~'U"hLflml1'11fl~I'1'l1l-JL~tJ~~~ 

• 1"..11 ... ..1. oj':" m'l-l'Ui11 'l'Vl 1 'Un7ru'VlLn~I'1'l1l-JLl'ltJ-3'U"'I::n-3CJfl 

I1ifll'1'l1l-Jtl1L~fliifl'llfl-lul1ffi Lfl fl~h~t'ULLN 

tJC;::L~'U 

fl11"'Li!l~ 

L C 

2 4 

5 

L*C 

8 

5 

o 
(Xl 

108



~l1n-:J~ 5.35 RMBSC WORKSHEET ~,)'\oIih~11!.I1rCY~Ufl~n1T~'W (j;J'el) 

~~t1,j1LL\.nloll 

=A'il- f4na • 
'i'iltln1'itl~~ilu : 

-r1Jl" 
'-I '-I '-I'iloll • 

• 
tI~f4011A 

1.h::aVlfi 
Internal 

111vm11 
Process 

1II1'l"lllflU 

o ~t1~m'i (Y .... "-'I -;I • \.,P ~1~U1~1!1 UIlJ LLfj::01my o v.,l'noll1ueh!l _______ _ 

o \1JI'i'-l1f4 o 6 ~~'ilU 0 1 tJ 

CODE KPI 

KPI- ~~11tmU 

liD 
C" 

-;I 
~ 

HACC- "Vl1~01n~U'Wl1U t'lf~ 
08 r111!1Uf/I 

KPI-

HACC-

09 

. 
41U'lut'lf~011 

1.h::l-J1cuiJIU"l'jU 

U.h1UI'lfl1 

u 

w 
~ 
m 

o 

NA 

I
W 
C> c::: 
~ 

o 

o 

CODE 

R

HACC-

05 

e'h!l : ertl~~ilu : ------- .. 
-ru;ltl~~ilu 

Fl11'-1 

~i!loll 
eliln~'VIt1 

0111111'l"lllflu'bJVlUt'I'l1l-J~f/lVlfl1f/1"fl~;rfll;lflVl1~ 
• .J • nJ "oJ. 

O1n~U"l::n~e.lfllllflO1 1::l-J1CUIIIU"l'jUVle.lf/lVlfl1111 

hii1m1 vi1m111,x11tmU"Vl1~011~U~f/ln e.lfI~~1!Il-J1II~ 
1II1'l"lllflU Inf/l;U"l::II::vrfluii~t'I'l1l-J'Wi11.h::aVlfil11V11u 
;rfll;lfl"Vl1~ 

011~U 

0111111'l"lllflU ;~ltlU~fl~~U'NvlUfll-Jfu'W'tJl~ 

"l::t,xlnlll;ULLIII1u'Ii'l~u 2544 - 2548 VlU11 
oJ • • 

u'Nvl Ifl tT~'W\t'Imiif/lt'l'l1l-JI~u~i1 ~~tl"Uf'i1 
~ oJ ... 't"oJ 
\flO1l1t'1'l1l-JI~U~"l~m1!lUf/I 'lVl 1 

tI'i::~ilu 

Fl11'-1~i!loll 

L I C 

5 

L*C 

5 

...... 
o 
to 

109



m11~~ 5.35 RMBSC WORKSHEET ,r'J"n11~1t1uC1J;!LLfi~m1~u ([;]'il) 
a.-. • 

ore,.\J "1 LL \IIU"I 

~'il - \'I'll! 

'1'il\Jn1ruoreLiiu : 

"''''''''il''l • 

Learning 

and 

Growth 

-Y"" • 
tlore1W~ 

... 
I'I'l12.JViffi2.J 

'lJtl~ 

1..jl'lfl1n1 

... 
2.JI'I'l1).J 

UfltlMtJ 

o ~\Ji\ll1'1 (Va.- "~I _ ... ~ 
YJ \II'1\11U11'o11!1 lJ~'!ILLfl;;011\:lY o ftUn"l1UeJ1!1 _______ _ 

e!tloreLiiu : .. 
o 1"'1,.,1\'1 o 6 L;'i'ilU 0 1 tJ 

eJ1!1 : 

-YuV\tloreLiiu 

CODE 

KPI

HACC-

10 

KPI

HACC-

11 

KPI 

c.lflO1nh::\i1y 

I'I'l12.J1I12.J11tl 

'lJtl~Vi_un~1Y1Y 

UC\l;jLLfl::011L~Y 

-i1Y'lYl'lf~n11 

Ln"'fl~L"VI1lJ1Y 

~1tJ 

III 
C" -;s 
:t 

% 

.. 
I'If~ 

w 
~ 
CD 

I
W 
C) 
0:: 

~ 
CODE 

R

NA I?: 60 I HACC-

06 

Ft'11'" 

Li!l"l 
eJtlnore~\J 

c.lfl011 ri~c.afll,xVi_un~1Y1Y~1tJ'Will'l'l12.JVi1tl2.J1Y,l'l~ 

l.h::\i1y ;:'J 2544 - 2548 VilJ'l1c.1fln1nh::Li:iYI'I'l12.J1I1 

"''l12.J1I12.J11 1tl'IJtl~Vi_un~1Y1Y~1tJ~1n-l1Lnru,,1Y;:'J 2546 

tl'IJfN 1Ii~J-YI'I'l11 .... l1~::Li:lY'lJtl~ Ltl n111 I'I'l12.J LatJ~ 
Vi_un~1Y1Y I Lyi1nlJ 1/5 "VI1fl 0 .2 n11w~11ru11i1Y 

~1tJ~1n'l1 c.lfln1::YllJ~1nl'l'l12.JLatJ~lY'II'l~;:'J 2544 - 2548 

Lnru,,;! VilJ~1WlYLLNii~.ffY~vi11,xlJi1ffi'IJ1(/\YjY 1Ii~J-y 

lJ1HYl Ltl n1"V1Y""::lIilJ I'I'l12.JtYLLN~Lily\uUf~~tl '" 
n1"V1Y'" Lvi1nm::llilJ 3 

R- I ~'l"VIU1~1tJ 

NA o HACC- 't;ffu ri~c.lfln1::'t'llJ~fll'l'l1).Jufltl(/\ntJ1Y~1tJ 

07 tlYlJlntJ 

tloreLiiu 

Ft'11"'Li!l"l 

L I C 

3 

5 

L*C 

3 

5 

~ 

~ 

o 
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, ... 
1n111'1Yl 5.36 RMBSC WORKSHEET ~'l,...ii1eht.J~r.n1Cl . .l1 

.., 0 , 

~"''U''1LL~U.:J 

=A'il- ~n~ • 
'i'il'Un1'i1.J~Lilu : 

~~~'iI.:J • 

Financial 

Customer 

-r"(1 • 
tl~~.:J~ 

rI'lUI'J),I 

f'I'l1),1 

~CYLati 

rI'l1),1Y;~ 

~tlt"'l'IJtl~ 

fJn ;'1 

o ~'U~m'i c;;r ,r1~,r1iJ11!1 

o 1"'i~1~ o 6 L;'i'ilU 0 1 tI 

CODE 

KPI

HLO-01 

KPI-

HLO-02 

KPI

HACC-

03 

KPI 

Loss Ratio 

,ht-ii<l1t1lUn11 

Iii 1 Lutmullitl 

,h t-ii<l1t1~~\JI),I'" 
.. 

rI::LLUUrl'l1),1~~ 

~tl t"'l'IJtl~fJn;;1 

l11t1tu 

ill 
cw 

-;I 
:s: 

% 

% 

% 

w 
~ 
m 

I
W 
C> a:: 
~ 

0.08 I 0.05 

NA 6 

NA ~80 

Yl"'l11N1 

CODE 

R-HLO-

01 

o ",rn.:J1uiJ11!1 _______ _ 

iJ11!1 : 

-ru~tl~Lilu 

Fl11~ 

Lil!l.:J 

eJtl~Lilu : 
OJ 

e.I~n~'V1'U 

L~U<l1t1C111),1m),lfi11),11utl 2544 ill'i1 

L~U<l1t11111),1 69,000 U1V1 LLfI::tUtl 2548 iil'i1 77 fhu 

m),lfimJ tJ1V1~~iiLLU'l~U),l~~;U ri~~flttXl.JNVlii 
L~),I;U f'I'l1),1~cyLatl),l1n;uLLfI::~1),111mhttXl.JM 

lh::~l.JUCY\JI1'111111'VJU 

tl~Lilu 

Fl11~Lil!l.:J 

L I C 

5 4 

L*C 

20 

~ 

~ 

111



.J 
(;]1 nrVl 5.36 RMBSC WORKSHEET ~')'\.nj1~1tJ~1ij11n.n (i?l'el) 

'i::;1J"i1~~u~ 0 '" ... 0 ~'1~,r1eJ1!1 ii~JUYJ a ,.nrn~1ueJ1!1 ~1J'im'i .. 
;1'!l - ~nil eJ1!1 : ~tl'i::Lilu : • .. 
'i'!l1Jn1ru'i::Lilu : o 1"''i2J1~ o 6 LA'!lU 0 1 tI -ru~tl'i::Lilu : I I 

..... I- tl'i::Lilu 
'1"'''' III W w Fl'112J 

Fl'112JLi!l~ 
L*C 

2J2J2J'!l~ • CODE KPI c- en (!) CODE ~iln'i::f11J • tl'i::~~A 
-;;s « 0:: Li!l~ ::s: OJ ~ L C 

m1~Yl~ "'::UUU"''l1~ 

Customer yjflL"I'lJfl~ 
KPI-

Yl~yjflL"I'lJfl~ % NA 2:80 ~~~l\n1::v1ulliflm1~11~1'I'l1~Yl~yjflL"I'lJfl~ 

" 
HLO-D4 

I;jn,l[1 ;~Luil2544 - 2548 yjU~1~1tJ1h::~u I;jnf'l1 \jn,lf1ll1UUfln 
R-HLO-

t1'1J'I-11I;jnMWyjflL"I~1mh~lIiflL~fl~ ~~,ru 
02 

I;jn,l[,W 

yjflL"I"''l1~ f'i1"''l1~\l1''1::Li~u'lJfl~Lflm~f'I'l1~L~U~ 
t1:::i;l'1HIl1 5 4 20 

41U'lUn11 'Wu\lUflU LVi1riU 1.0 n1:W"I1:ClJ1t1\1U~I\n1::l'1U"I1n 
yjn1:Il1:'l"l KPI- " f'I'l1~L~U~ yjU~1 m5'Vll;jn,l[1'WyjflL"IU1Hv! 1l1:'l"lyjU"''l1~ f'lf~ 10 0 'lJfl~m1 

~1Il1l11~ HLO-D5 
, , ... , "'~ ..I. L" --r:J lIlyj 1\1111 W"I11ClJ1 flm~ll1flLUfl~U1"1::~ 'lUl'1l'11 'I-1U1lffi'IJ111l'l'jU 

Il1ULU 
~1flth~lIiflL~fl~LU'II'l~L'l1\1~~nft1'l Internal 
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n1Vi ~~;U Unml'l1tofi~1U'IJ~~tl1[J 

1'I'l1~~~ 1'I::U.UUI'I'l1~~~ 'I 

KPI-
Customer Vi~t ... '11~~ Vi~t"''IJ~~lJn,t(1 % NA 2: 80 

HHR-03 
IJn,t(1 n1utu 

-" 
.j>. 

114



, ... 
mn'li'15.37 RMBSC WORKSHEET ~,)ln!1~1fJ~PlPlfl ((;\'tl) 

~~1.J1Ji1LL",U-ll 

~'iI - 'lInii • 
'i'ill.Jn1n1~Lilu : 

1I1111'i1-1l • 

Customer 

Internal 

Process 

-rifle! • 
,j~'lI-Il~ 

.. 
1'l'l1J_JYN 

~tl'l"l'lltN 

l,jn;(1 

f'JruJ11Yi 

n11 

tlntltJ1J_J 

O "" ~1.J~1'i 
rY'" "..'1 ')0 "";!"'U1~11!1 l.jf'll'lll 

o \IfI'i1l1'l1 o 6 L;'i'ilU 0 1 tI 

CODE 

KPI

HHR-04 

KPI

HHR-05 

KPI

HHR-06 

KPI 

I'l::LL'U'U1'l'l1J_J~~ 

Yitl'l"l'lltl~l,jnllh 

I11tJ'Utln 

41'U'l'U~ern~iJl1 

'l~~ 

I'l::LL'U'U 

t11::u:i'U~1ln11 

4'lIltlntltJ1J_J 

51 
C" -;s 
=" 

% 

~ 

I'lf~ 

% 

w 
C/) 
« m 

I
W 
C!) 
c::: 
~ 

NA I ~80 

2 

50 80 

CODE 

R-HHR-

02 

o VnJn-ll1ue'J11!1 _______ _ 

e'J11!1 : er,j~Lilu : ---------- OJ 

-rU;I,j~Lilu 

A,;!111L;!I-II 

l,jnMUJYitl'l"l 

..: ..t 
LYiJ_J'Il'U 

~iln~'VIlJ 

ri~~fln1::Y1tJlIltln111'111~1'l'l1J_J~~Yitl'l"l 

'Iltl~l,jn;;1 ~~'l'UU2544 - 2548 YitJ~1 

~1tJtl1::l'ItJilru~1l,jn;;1 'WYitl 'l "l 'l 'U'II'l~ 

U2545 ,2546 LLfl:: 2547 ,n~tl"'Ul'h 
1'l'l1J_Jti1"1::Li:l'U'lJtl~Ltln1I'1I'l'l1J_JL~tI~ 

LyhritJ 0.6 n1m"l11ru1t1f1'U~llm::Y1tJ 

"l1nl'l'l1J_JL~tJ~ YitJ~1 n1ri1l,jnl:hl~ 

Yitl'l"l~1t1ri"l::ri~~llllltlI11Yierm:tnr'IJtl~ 

tJ1';Y1~~ 

,j~Lilu 

A,;!111L;!I-Il 

L I C 

3 4 

L*C 

12 

~ 

~ 

U1 

115



..J 
mn'lYl 5.37 

..... , 
RMBSC WORKSHEET ~'l11i.h~1t1llflfl~ (~'fl) 

'i::!fl'U IJI, U. ,..u~ o «'Ui,..,'i I7'i '" ... 11 1'-/ "":I"'U'~'@I ljMn o 'Vnrn~,uiJ'!I _______ _ 

;til - 'lffJiI 
'iil'Umru'i::Lilu : 

~~~i1~ • 

Internal 

Process 

.y",,,, 
• 

tl'i::'lf~A 

~mn 

'I1UL'ln1 

o l1J1'i~''lf o 6 L;i1U 0 1 tJ 

CODE 

KPI

HHR-07 

KPI 

41U'lUl'lf-3~'W 
~1~17tlVl1 

_ ..J ... 
YfUn-31UYI~ 

"lru~~u~"n~ 

n1V1ulIIUIi 

'I1UL'ln1 

iii 
(9 -;s 
::s: 

% 

w 

~ 

5 

I
W 
C> a::: 
~ 

o 

iJ'!I: _______ _ «tl'i::Lilu: _______ _ 

CODE 

.y u;ltl 'i:: Lilu 

fI':I'~ 

Li!J~ 

Turn 

Over 

~iln'i::'VI'U 

,j1 Turn Over Rate ~ 2 % ~"'Ltlu1i'lVl,h11u 
R-HHR- I Rate'lltl-3 I n1tltln 1 1u 3 ;~ri-3r.Jn1,xM1V11hl'l1UL""71:: 

03 ~1LLVlll-3 ~1LLVlll-37::~U1i'lVl,hhU~1V1fuu71ffi Ltl ntl 

~1~C\J 'l1LtluL1tl-3U1n~"I::Vl1\~'I1u1uL'ln1f3'uiu 
Li'iU2% 

tl'i:: Lilu 
fl1'~Li!l~ 

L I C 

2 

L*C 

2 

Ol 

116



117 

(
)
 

C
") 

'" 
• ...J "7

 
(
)
 

C
") 

~
 

;! 
III 

f;;; 
-m

; 
.
J
j
 

.
J
j
 

~
 

;;; 
r 

-;::I 
C

" 
(I: 

...J 
~
 

'" 

;:! 
"7

 .. 
'I~ 

C
") 

.. 
~
 

'i) 
COl 

I~ 
e-

!i 
e

-
"7

 
"7

 
I~ 

<lO 
;! 

,
~
 

I
I
 

C
 

;J
 

.. 
"C

' 
'G

 
I
I
 

~
 

f;;; 
~
 

-;::l 
c 

g 
N

 
"l!i 

"7
 

o
. 

I
I
 

~
 

e-
o

. 
.. 

~ 
~
 .. 

"'I!>
 

II 
c:i 

~
 

~
 

E> 
IE 

;:r 
e-

e-
;J

 
rr 

COl 
e

-
a 

;:! 
;J

 

III 
C

' 
C

 
e-

e-
, .. 

C
' 

:< 
e-

e
-

r 
~
;
 

~
 

<lO 
"
;I

 
";:! 

:< 
II: 

;!l 
e

-
"!': 

"
;I

 

-
1
~
 

OJ: 
.!! 

~
 

c 
·c

 
,5 

=
iI 

;:I 
"
~
 

e-
e-

~
 

e-
e-

.IS
 

E> 
;! 

s;5 
"C

O
 

;:! 
C

' 
rr 

"C
' 

c
-

:< 
r 

~
 

;::I 
e-

~
 

IE
 

;:l 
;:l 

I~ 
"7

 
I~ 

"7
 

~
 

e
-

~
 

"7
 

.IS
 

~
 

~
 

G
O

 

~§ 
"
;I

 
co 

I§ 
I
I
 

co 
;:! 

!§
 

I!> 
C

 
~ 

I~ 
e

-
o

. 
~
 

t~ 
~
 

~
 

"!': 
c 

~
 

-;::l 

J: 
Q

; 
N

 
"7

 
"7

 
<lO 

N
 

E> 
;
i 

COl 

-
iiI 

e-
COl 

t-
;J

 
O

t 
e-

"I!> 
"7

 
I 

;:! 
I 

F
I 

g 

b 
I§ 

F
I 
~
 

"l!i 
e

-
'¢

 
I~ 

;::I 
'¢

 
G

 
,
~
 

~
 

~
 .. 

N
 

~
 

'E
>

 
~
 

"7
 

I
I
 

~ 
e-

e
-

e
-

, .. .. 
.. 

N
 

's
; 15 

co 
a 

N
 

;:l 
~
 

c 
f;:I 

~
 

II: .. 
f;:I 

':<
 

;:! 
<lO 

<lO 
e-

tF 
'SO 

e
-

~
 ... 

O
t 

OJ: 
"7

 
r 

"7
 

e-
~
 

C
' 

C
' 

rr 
C

' 
"7

 
"7

 

"!i 
~
 

a 
c 

,
~
 

ro
 

.
~
 

e-
-s:; 

.. 
-s:; 

,)!l 
.3 

,
~
 

C
' 

~
 

5 
~
 

;! 
f
~
 

.. 
;:! 

e
-

;J
 

r 
~
 

;;; 
"7

 
.. 

;:! 
~
 

;i 
'C

' 
1
~
 

~
 

E> 
r 

;J
 

e
-

'i) 
e-

"7
 

C
 

i' 
;:! 

"
;I

 
I&; 

e
-

.. 
-;::I 

r 
iD

 
c 

's; 
COl 

e
-

r 
I~ 

,5 
.. 

C
" 

-m
; 

<lO 
I
I
 

~
 

F
I 

"7
 

"'I!>
 

a 
:< 

!§
 

I!> 
III 

"
1
~
 

(I: 
.
J
j
 

O
t .. 

r 
G

 
I§ 

;J
 

5 
, .. 

e
-

:< 
I~ 

r 
~~ 

-;::l 
C

' 
r 

;:l 
·c

 
I~ 

=
iI 

Ii: 
~
 

"
;I

 

~ 
W

 
c%: 

c%: 
0 

:I: 
'¢

 
:I: 

'" 
0 

:I: 
0 

:I: 
0 

(
)
 

c%: 
c%: 

III 
0 

r 
f;:l 

1
3
8
~
V
.
l
 

<
0

 
0 

=
iI 

..-
1\1 

;)S 
0 

~
 

3
S

V
8

 
« 

« 
~~ 

z 
z 

;! 

tS( 
<PI 

lIlE
 

Iitrtls1. 
~
 

~
)
~
 

.
J
j
 

0 
~
 

(C
I 

0 
;:! 

G
 

.!! 
.. 

;:! 
'i) .. 

r 
og. 

r 
;:! 

<lO 
C

 
II 

~
 

r 
Ii: 

I~ 
~
 

a:: 
o

. 
r 

"7
 

<I: 
;J

 

"i2 
I§ 

;:r 
~
 

!~ 
r 

~
 

'SO 
;:! 

~
 

;J
 

"
;I

 
e-

~
 

r 
§i 

roT
 

C
 

r 
~
 

<lO 
C

' 
"7

 
"
;I

 
E

; 

(p
 

Ii: 
COl 

r 
'5

 
r 

O
t 

F
I 

'rr 
r 

;;; 
~
 

(
p

 
f(P 

IE
 

;)~; 
".... 

W
 

co 
0>

 

0 
0 

9 
0 

9 

0 
0 

c:: 
a: 

c:: 
a: 

0 
~
 

:I: 
~
 

:I: 
U

 
:I: 

:I: 

'0
(1

: 
~
 

.. 
I~ 

G
· 

"7
 

,
~
 

C
 

~
 

.. 
4~ 

~
 

~
 

"7
 

e
-

r 
E> 

~
 

~
 

COl 
<lO 

C
' 

COl 
;! 

F
I 

~
 

Ii: 
r 

1
~
 

<lO 
"7

 
.. 

f;;; 
-;::I 

C
' 

;:r 
-;::l 

-;! 
~ 

~
 

; 
Q

; 
r 

c
· ~
 

"7
 

O
J 

~ 
O

lE 
~
 

r 
<PI 

c:: 

4i 
c 

;;; 
0" 

"0
 

I 
ffi 

c:: 
;:I 

;;; 
<0 

~
 

.J: 
<PI 

;;;. 
Q

) 
(9

 
(p

 
...J 

117



(;l1n~~ 5.38 RMBSC WORKSHEET LV1f1tUtflU~1~~ULV11"1 
.,. . 

i::"\J"1U.~U.:J O 
.... 
~\J""'1'i r;2f ,r1~U1i11!1 LYI"MflV\117\1YLYlf'I o "un.:J1uil1!1, _______ _ 

=A'il- ~na • ~Ui::~i:iu : 
" 

'i'il\Jn1rui::~i:iu : o 1"'iJJ1~ o 6 ~;;'ilU 0 1 tl 
il1!1 : 

-ruvlUi::~i:iu 

JJJJJJ'il.:J • 

Financial 

Customer 

-r"CI • 
Ui::~.:JA 

CODE KPI 
ill 
~ 
-~ 
:;. 

w 
~ 
III 

I
W 
(!) 
c:: 
~ 

CODE 
fl11JJ 

~i!l.:J 
~ani::f1\J 

_ ,h1 .. if·hulun17 f'i1,jfl)J f'i11ofi<l1u"fl)Jl;'lLlllflfijLLU'lLu)J~~~umh~ 
urn1), KPI-HIT- • _ , 10 ..t, .01 ::., .. ..I,", 

I'l1LUU-l1UI'lfl % NA R-HIT-01 U1l-l~-l"U IIlflLUfl-lIll-lLLl'ltl2544 "lUt1~t12548 Yl)J 
f'i11ofi<l1U 01 ,," % 

f'i11'll<l1Ul'1~"')J'" f'i11ofi<l1U"fl)Jl;'lLlllflf 16 fl1UU1Yl , '"'t1 oo~c ~ 
f'i11ofi<l1Ut!fl)Jl;'lLlllflfi1LLU'lLu)J~~"umh~ ~flri1t!'l1)J 

L~U"'1U"l1nn17 

lofi-l1U:::UU IT 

nYlfi I KPI-HIT-

J11'Y1 

.. 
"'l1)J'YI~ 

'YIfll"l"fl~ 

(jn;r1 

02 

KPI-HIT-

03 

"::LLUU"'l1)J~-l 

'YIfll"l"fl~(jn;r1 

l11ulu 

% NA 5 

% NA 12:80 

R-HIT-02 

f'i11ofi<l1U I IIlm~fl~~~LWltl2544 "lUii~t12548 ~i1 

"fl)J 

l;'lLlIlflf 

.t 
~~"u 

f'i11ofi<l1U"fl)Jl;'lLlllflf 19 fl1UU1Yl 

U'i:ai:iu 

fl11JJ~i!l.:J 

L C 

5 4 

5 4 

L*C 

20 

20 

....... 
CD 
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.J 
mr1'lVl 5.38 RMBSC WORKSHEET LVlf1t\Jt~U~'l1~\JLVlI'I (!?l~) 

.,. . 
'i::"'I..I"1U.~'IH o «'I..I~1'i jZ5 ~1~U1e11!1 LYlI'ILULfliif!17tMYlf'I o ,.nrn~1ue11!1 _______ _ 

=a'iJ - \'fm~ • 
'i'iJ'I..Imru'i::Lilu : 

J.lJ.IJ.Iil~ • 

Customer 

Internal 

Process 

-r"", • 
t1'i::\'f~A 

... 
1'I'l1).JYN 

"'fll~llfl~ 

t3n;(1 

mnjim7 

ih.17::~Y1fi 

111", 

o 1"'iJ.l1\'f o 6 LiiilU 0 1 tI 

CODE 

KPI-HIT-

04 

KPI-HIT-

05 

KPI-HIT-

06 

KPI-HIT-

07 

KPI 

... 
I'I::LLUUI'I'l1).J"'~ 

"'fll~llfl~lJn;r1 

1l1tJUfln 

• v..j 
~1U'lUI'INYI 

7::tJU IT Li'iilln17 

il'liifl~ 

<i1U'lUII'INn17Yl 

UfuUt~~1U~1U 

IT 

1f1'l~'lUm1 

';~U1LU7LLn1).J 

'tiUL'lfl1 

iii 
C" 

-;;1 
~ 

% 

~ 

",f~ 

% 

% 

w 
en 
~ 

I
W 

~ 
~ 

CODE 

NA 2: 80 I R-HIT-02 

2 o R-HIT-03 

2 

R-HIT-04 

NA I 100 

iJ1!1 : ______ _ eitl'i::Lilu : .. 
-ru;\t1'i:: Lil u 

Fl11J.1 

Li!l~ 

IJn;(,W 
' .,r 

"'fll~Lw).JllU 

';~U1 

'i:U7LLn7).J 

'WLII 

~'ftn'i::'VI'1..1 

luil2544 - 2548 "'U~1~1tJU7::~U 

i1'Y"'1IJn;r1hJ"'fll~lu"!I'l~t12546 LLfl:: 

254 7 ~~JUf'i11'1'l1).Jti1~::LilUllfl~ 'i:fln1~ 

1'I'l1).JL~tJ~LYhnu 0.4 n17~lJn;('W"'fll~ 

~1tJii~::~~~flllifll11"'flm~tnrllfl~UNYI~ 

hJ~ 

~~~fll~u1~fl~1u~1"'~"'ifl).Jllifln11 

1~u1"'11IJn;;1 

1.1 'i:: Lilu 
Fl11J.1Li!l~ 

L I C 

2 4 

2 3 

L*C 

8 

6 

<0 
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.J 
(;11T1~V1 5.38 RMBSC WORKSHEET LV1P1t"Wt~tlfl1TfI"WLV1f'1 (j;J'tl) 

'i::;u,h u. ,..U"I o «uim'i r;2! "''1,..,r1iJ1!1 Ll'l~MfI~imi1YLl'l~ o ,.Un"l1uiJ1!1 

;1'i.l - ~flil iJ1!1 : ~tl'i::Lilu : 
u 

'i'i.lun1nJ'i::Lilu : o llJl'i1J1~ o 6 L;i'!lU 0 1 tJ 1uVltl'i::LilU : I I 

.... I-
11J1C1 iii w w A111J 

1.1 1.1 1J'!l"l • CODE KPI C" (J) (!) CODE ~iln'i::\'1U • tl'i::~"1~ 
-;s <{ 0::: 

Li!l"l ~ co ~ 

t.lflm7 

u::;u:iu 
t.lflmru7:; u:iu 

"''l1~~1~17 ... .... "'. "''l1~''''7fl~ I'I'l1~~1~17tl ""Un~1~I'I'l1~""7fl~11I1 Ufln"nnrt'l1~ 
KPI-HIT- KRI-HIT- tl"fl~ 

LiU~~1U~rtfl1n7Ufl'lU~~:;~~t.lfI~fl "fl~ 'lJfl~.,..\l'n~1u t u % NA ~60 
L~arning 08 

iJ1ULYlI'ILULflU 
06 .,..\l'n~1utu 

"lN1l1""n1ru:m7~fliJ1u~UUfl:;lJn~1 ~Plfl1n: 

and ehu~u 
~17~ULYlI'I ..J ~ 

Growth L1lflUI1l1n~1 

50 

... <i1u'lurtf~m7 ,r'l1ilU1iJ1U 
~~t.lfln7:;YlUlJifl~I1I,r'l1ilU1iJ1ULYlI'I LU LflU ).JPI'l1).J KPI-HIT- . KRI-HIT-

Vifu Ln"'flU~L1iI"ltu rtf~ NA 0 
UflflMU 09 07 ~1"~ULYlI'I 

iJ1U ti'UI1I11U 

tl'i::LilU 

A'11 1.1 Li!l"l 

L C 

2 4 

5 1 

L*C 

8 

5 

f\.) 
o 
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1n111'l'Yl 5.39 RMBSC WORKSHEET .,..nrn'l1U~1n11 

"'. , ~"''U'''1LL'''\H 

;'il- ~nll • 
'i'il'Un1ru~Lij'U : 

~.n.nJ'il~ • 

Financial 

Customer 

.yP1t1 
• 

t1~~~A 

l'I'lU~),I 

"hL;'r.l1U 

L\Jn7~'l\J 

n17Yi1~1\J 

... 
1'I'l1),1V1~ 

Vlflh'llfl~~ 

),I1~iIllJiflL\J 

~1U 

----r\ ...... 
V ~'Urn1'i () ~~"'U1~1~ ______________ __ 

o l"'nl1~ o 6 L;'il'U 0 1 tJ 
~1!1 : 

.y'U;ltI~Lij'U 

CODE 

KPI

PAD-01 

KPI

PAD-02 

KPI

PAD-03 

KPI 

)Jfll'i11'1'l1),1 
... , 
L~U"'1Ulllfl 

_... -
L~\JL"'flUYfUn~1U 

... 
1'I::U.\JUI'I'l1),1V1~ 

Vlfl L"I'IIfl~lJnA'1 

Il1UL\J 

... 
1'I::U.UUI'I'l1),1V1~ 

Vlfl L"I'IIfl~lJnA'1 

ll1U\Jfln 

ill 
C" -;s 
~ 

% 

% 

% 

w 

~ 
CD 

NA 

NA 

I
W 

~ 
~ 

2 

~80 

NA I ~80 

CODE 

R-PAD-

01 

fl~1~Li~~ 

<iill~flflt.ln7cu1\J 
ih,rn~1U 

ilillVlfl1i1l 

/ o "i1rn.n'U~1~_-'4-~7LL.nL.J.17L-. ____ __ 

~t1~Lij'U : .. 

e.I'iln~f1'U 

tJtyL~u~ut.l7::mcuLilluLt.lfht.l7::'i:U'IlU 

t1~Lij'U 

fl~1~Li~~ 

L I C 

4 

L*C 

4 

N 
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(;rln~'V1 5.40 RMBSC WORKSHEET Yi,rn~1U1iHU(;lPl1~(;lfth::nwltl 

~~'lJIJ'h~,..U-'l O "''' ~'\..J'i"'1'i o ~1"'U1~1S ______________ __ 

;til - .na • 
'iil'IJn1ru~Lil'U : o LIJl'iJJ1. o 6 L;iil'U 0 1 tI 

JJJJJJil-'l • 

Financial 

Customer 

rlJl'l 
,j~.-'lA 

f'I'lUI'j)J 

1'I'l1)J 

CODE 

~mnu KPI-

"l1nm1 I PACT-01 

tltlnUUU 

~nMcu.,r 

I'I'l1)J~~ 

VjtlL"l'lltl~~ KPI-

miij"lIJitl LU PACT-02 

~1U 

KPI 

1;I1'\';11'1'l1)J 

~~mnufJitl 

~u~tluVjum1u 

.. 
I'I::UUUI'I'l1)JVj~ 

VjtlL"l'lltl~'3n;r1 

Il1ULU 

ill 
co 

-;I 
~ 

% 

% 

w 
CIl « m 

NA 

I
W 
(!) 
~ 

~ 

2 

NA 12:80 

CODE 

R-PACT-

01 

~1S : 

r'U;ltI~Lil'U 

fl11JJLifl-'l 

• ~ 11 
m'l-lU"'tlIll11LUU 

U1::riu'li!IuUJllif 

ful'l'l1)J~~U'IItlU 

'IItl~f3 

/ 
(71.., 11 ~- ru~~ 
1(J 'Vi'Un-'l1'U~1fl ynl'lculllil1n11l 1::nWlU 

r!t1'i::Lil'U : .. 

r.lan'i::'VI'IJ 

uilffiiil'l'l1)Ji'j"'1Il1)Jntj'l-l)J1U ;~iit'V11:t 

ufu 1 UilUU1'V1 

tI 'i:: Lil'U 

fl11JJ Lifl-'l 

L C 

2 

L*C 

2 

-" 
f\.) 
w 
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...l 
(;l111-:Ji'l5.40 RMBSC WORKSHEET Ynrn-:J1uflru(;lP\1~(;lfth:;nwltl (~'rl) 

~~'IJ~1U.'I!IU~ U ~'IJ~m'i D ,r1'1!1U1iJ1{!J, _______ _ 

~il - glnil • 
'iil'IJn1'itl~LijU : o 1"''i~1gl o 6 L;iilU 0 1 tJ 

~~~il~ • 

Customer 

Internal 

Process 

-r",,, 
• 

tl~gl~A 
CODE 

.. 
!'!'l1l.J'tH 

'Ylfl 't"l'llfl~~ KPI-

l.J1~~lIlfl't'U PACT-03 

thtJ 

"lCUf\1'Yl 

O1l.Jfil1~ 

KPI

PACT-04 

KPI

PACT-05 

KPI 

"'::LL'U'Uf'I'l1l.J~~ 

'Ylfl't"l'llfl~fJo;h 

111tJ'UflO 

01l.Jfi11ml'W 

1'\1l.J11C1flflo'till 

• ... .J 
"l1'U'l'U'II'U(I)fl'UVI 

~ "'" tJ~'Ylfl1~L'Ufl~"l10 

m1flfloLLtJtJlIlfl 

iii 
~ 

-;! 
~ 

% 

% 

i'U(I)fl'U 

IIlflLLtJtJ 

om 

LLtJtJ01l.Jfi11~ fi11~ 

w 
en 
~ 
In 

t
W 
C> c::: 
~ 

NA I ~80 

NA o 

NA o 

CODE 

R-PACT-

03 

R-PACT-

04 

iJ1!1 : 

-rUvltl~LijU 

Fl11~Li!l~ 

flflOLLtJtJ01l.Jfi11~ 

LL(l)OIll1~"l10~f3 

ri1ll'Ul!I 

1~·h'U'l'UL~'U 

Ltl'UL~'U(I)l1 

1Il1~1.h::LVlrI 

/ 

O .., ..'1 ~ ~ '"tJ ~~ 
't"IUn~1U~1{!J YO!'!CU(l)!11!1(1)1 1;:OWltJ 

~tl~LijU : 
~ --------

eJiln~'VI'IJ 

tJ1~VI~,.,'l1l.J~l!I(I)1l.J°D~l.J1tJ 

tJnfVl~!'!'l1l.J~l!I(I)1l.JOD~l.J1tJ 

tl~LijU 

Fl11~Li!l~ 

L C 

2 

2 

L*C 

2 

2 

I\.) 
.j>. 
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.J 
j;11 n·3Yl 5.40 RMBSC WORKSHEET rnrn-31'WFlru[;lf'i1Mlf1.h::nwltJ (j;]'tl) 

1 ..,. . 
~"'tJ"'1U.~U~ O "-~tJ'im'i o ~1~U1~1S ______________ __ (7..'" ~I ~~ ru~~ '<.J ,..un~1U~1!1 'YO!'lru!ll~1i!!Il 7;;OWlfJ 

~'il- .na • 
~1!1 : _____________ _ eYtl"-::Lilu : .. 

'i'iltJn1ru~Lilu : o 1"''i'-l1. o 6 LA'ilU 0 1 iJ 

~'-I'-I'il~ 

Learning 

and 

Growth 

1"''' • 
tl,,-::.~A 

1'I'l1~Yiffi~ 

'IIfN 

tjPlfl107 

CODE 

KPI

PACT-06 

KPI 

~fl017U7;;Lii'Y 

1'I'l1~~1~17C1 

'IIfl~Yill'O~1'Y 

PlN!IlI'I1~!Ilf 

U7;;n'YllfJ 

i:J1'I'l1~ KPI- ~1'Y'l'Yl'lf~017 

UflflMfJ I PACT-07 I Lnlllflu'iL\l1/j 

iii 
C" -;s 
~ 

% 

. 
I'If~ 

w 
~ 
a:l 

I
W 
(!) 
a::: 
~ 

NA I ~60 

NA o 

CODE 

KRI

PACT-06 

1U;\tl"-::Lilu 

Fl11'-1Li!l~ 

Yill'o~1'YL;ifu 

tl'Y!Il71fJ 

eJan"-::f1tJ 

1'l~~flo7;;."ulllfl~!IlYill'o~1'Y 

I'IN!Il~1~!Ilru7;;n'YllfJ 

tl"-::Lilu 
Fl11'-1LiS~ 

L C 

5 

L*C 

5 

N 
U1 
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..J 
11I1n-lYl 5.41 RMBSC WORKSHEET YiUn-llUn!J~~ntl 

'" . 'i:: "1.J "1 ~ \4WI 

;'B- 'lIn1l • 
'i'B1.Jn1'itJ'i::Lilu : 

"''''''''B.:J • 

Financial 

Customer 

r"", • 
tJ'i::'lI~A 

",)U"l~ 

,hl.u<l1u 

-nnn11i:j", 

n!l'll~1U 

... 
1'I')1~YN 

nfll"l'llfN 

fJnf1h 

U €1.J~m'i () ~1\4U1~1~ ______________ __ 

o 1"'i",1'l1 o 6 L~'BU 0 1 tI 
~1~ : 

ru~tJ'i::Lilu 

CODE 

KPI

PLA-01 

KPI

PLA-02 

KPI

PLA-G3 

KPI 

I;JflI'i11'1,)1~ 

LnU'II1Ullifl ,... -
L~'ULi1Ifl'Un'Un~TU 

... 
"::U'U'U1'I,)1~n~ 

nfll"l'llfl~fJn;r1 

rnul'U 

"::U'U'U1'I,)1~~~ 

nfll"l'llfl~fJn;r1 

1l1U'Ufln 

iii 
C" 

-;I 
::t 

% 

% 

% 

w 

~ 

NA 

tij 
(!) 
a::: 
~ 

2 

CODE 

R-PLA-

NA I 2: 80 I 01 

NA I 2: 80 

~11"'Li!J~ 

hJiiit'l1ll1~ 
..J 

n!l'll~1U'Vlflfln 

1'll~1:\J:::'II~1~il 

/ 

~ ~un~1u~1~ __ ~no~M~~~1UL-____ __ 

e!tJ'i::Lilu : 
~ ---------------

eJ1I n'i::'Vl1.J 

yj11~u1tfv1;:jLfln1t'1~"I::yj1i:ji1lnn'll~1u 

Lt'lu'Wi~') 

tJ'i::Lilu 

~11"'Li!J~ 

L C 

3 3 

L*C 

9 

N 
en 
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1n1r1-lYl 5.41 RMBSC WORKSHEET Yi1In-l1\.!nn"UJ1tJ ((;]'el) 

'i:: ~\JIjh u. ~1.l~ 

;'il- ~'l~ 
'i'il'l..Jn1 'itI 'i:: Lilu : 

JnIJJ'il~ • 

Internal 

Process 

Learning 

11J1{1 • 
t1'i::~~A 

I'JCUfl1Y1 

onJfimJ 

rI'l12JVl1fl2J 

'IIfl_l 

and ~rlfl107 

Growth .. 
2JrI'l12J 

t.Il'1fllllllU 

O "'-~\J'rn1'i () ~1~U1~1S ______________ ___ 

~1!1 : 

o llJ1'iJJ1~ o 6 L;'ilU 0 1 iI 1 u;!t1 'i:: Lilu 

CODE 

KPI

PLA-04 

KPI

PLA-05 

KPI

PAD-D6 

KPI

PAD-O? 

KPI 

• .. oJ 
"I1U'lUI'lIIIrI'l12J1'I 

LL~ 

• .. oJ 
"I1U'lUrlNl'I 

~1\UUn17'WIllN 

;Jfl0!JlI2J1U 

tJflmnJ7::~U 

rI'l12Jt'l12J17n 

'IIfl_lVlUm1U 

0!l1l2J1U 
~ 

~1u'lurlf_lm7 

\iilllfl~\lI"J 

iii 
C" -;s 
~ 

~ 

I'If_l 

~ 

I'If_l 

% 

~ 

rlf_l 

w 

~ 

NA 

NA 

t
W 

~ 
~ 

o 

o 

NA I ~60 

NA o 

CODE 

R-PLA-

02 

R-PLA-

03 

KRI 

tU1::1I~1_liltJm 

" .. LLVlrllII 

VlUO_l1u't&liftJ 

tlUII111tJ 

2 ,.nrn~1U~1!1 °D"UJ1U 

~t1'i::Lilu : 
u -------------------

~~n'i::'Vl\J 

~uf'i1t.1fu~UL1l~U~_lLLlli 1 LLt'lUtJ11'1 

;u'tt.l 

ri_ltJfl07::l'1tJllifliriIllVlUO_l1UO!JlI2J1U 

tI 'i:: Lilu 
Fl11JJLis~ 

L C 

2 

5 

L*C 

2 

5 

--' 
f\} ....., 
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-l 
J;11n..:JVl 5.42 RMBSC WORKSHEET Ynrn..:J1l!~1tJ'1l1tJ 

..... . 
~"''UPl1U.'''U.:l 

;1'!l - ~nil • 
'i'!l'Un1ru~L~U : 

"''''''''!l.:l • 

Financial 

Customer 

-rPl~ • 
U~~.:IA 

Ll;~1'I'l1~ 

1'\1~17ClLU 

mnhrhh 

fl"'''''l1~ 

L~m'l1U 

"nnm1 

tJ!)U~~1U 
... 

"''l1~Vi~ 

ViflL"I'Ilfl~ 

fJn"1 

O " ... 
ti'U~1'i o ~1"'U1~1~, ______________ __ 
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c
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Learning 

and 

Growth 

~"-JU1 

..,. nUJ11'Vt 1. U 

n1m1~1U 
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~1'I'l1~ 

t1flflMU 

PLO-D5 

KPI
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~"''Vtfl1'" 

~fln17t17::~U 
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'IJfl~'Vtun~1u1.u 

cl1U~~17N1 

41U'lUl'lf~n17 

Lii"'fltJ~LVlI1l 
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I'If~ 

w 
C/) 
« 
CD 

NA 

NA 

I
W 
(!) 
a::: 
~ 

95 

NA I 2: 60 

NA o 

CODE 

R-PLO-
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R-PLO-

03 

R-PLO-
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~1S : 

:r'U~tJ~Lil'U 

FI~1'-'L;Soll 

'Vtun~1ul'i1 

VlflnS1Uf,jn;r1 

L~UVl1U 

'Vtun~1ul'i1 

nnJfi17,rL~UVl1U 

'Vtun~1ul"'fu 

tlUI/171U 

/ 

~ ~ilnoll1'U~1s __ ~n~~1~7wN~1L-______ ___ 

ertJ~Lil'U : .. 

e.lan~V1tJ 

~~~fl1.\if,jn;r1'W'Vtfl1.~lIitln17tJ7n17 

~~~fl1.\if,jn;r1 'W'Vtfl1.~lIifln17tJ7n17 

~~~fln7::Y1tJllifl~I/1'Vtun~1ucl1U 
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tJ 'i:: Lil'U 

FI~1'-'L;Soll 
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m11'1'Vl 5.46 RMBSC WORKSHEET Yit..m'l1'U~1tJllflflfl 

/ 
"" , 

~"\J!II1LL"'U" O ...... 
~\J'im'i () ~~"'U1~1~ ______________ __ Qf "irn"1U~1!1' __ l.I~!'I:u:rlillfl ________ _ 

;il- \'!n~ • 
'iil\Jn1ru~~~u : o l!ll'i",1\'! o 6 ~AilU 0 1 tJ 

",,,,,,,il" • 

Financial 

Customer 

-r!ll(l • 
tl~\'!"A 

flIllPl'l1).J 

L~U'lnU 

"nnm7 

t1!i1.J~-31U 

CODE 

KPI

PHR-Q1 

KPI 

~flf'i11'1,)1).J 

L~u'Vnullitl _.. ~ 

L-3ULllltlU'YiUn-31U 

.. 
rI::LLUUI'I'l1).J'Yi-3 

51 
C" 

-;I 
~ 

% 

w 
~ 
In 

NA 

I
W 
(!) 
a::: 
~ 

2 

CODE 

RI-PHR-.. 
rI'l1).J'Yi-3 

KPI

PHR-Q2 
'Yitlt"l'lltl-3l.jm~;1 

ll1utu 

% NA I 2: 80 I 01 

'Yitlt"l'lltl-3~ 
~----~----------+---~--~~~ 

).J1iiilllllitltu 

tl1U 
KPI

PHR-Q3 

.. 
rI::LLUUrI'l1).J'Yi-3 

'Yitlt"l'lltl-3l.jn,li1 % NA I 2: 80 

1l1UUtln 

ertl~~~u : ~1!1: _______ _ 
~ --------

-ru;ltl~~~u 

fI~1",~if!J" 

f'iIllLfltlnlirlfl1n7 

UJIIINIII1).J 

f'JCl.II\).J~ 
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~1t~1.J~L~'Yi~n-31uUJIII7-31111).JrI,)1).J 
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tl~~~u 
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'i:: i(\J Iii, LL\nl~ o ~\Jimj 0 ,r1~,j'~'!l 

~i1- ana • 
jil\Jmru'i::Liju : o 1P1j".,a o 6 L;;i1U 0 1 tJ 

-- I-
1P1" III w w 

"'''''''i1~ • CODE KPI cw U) (!) 

• il'i::a~A 
-;s « a:: 
~ co ~ 

KPI- ~1u~MWliu 
% NA 95 

U!i~~1U PHR-04 IJI1~n1V1UIII 

Internal 
0-

CJn!l1fl~ 

Process LUJUU1 

liUL'lil1 KPI-
~ 

41U'lUf'lf~f'I'l1~ ~ 

f'lf~ NA 1 
PHR-D5 ~1II'Ytil1111 

~iln1nJ1::~U 
~"-IU1 

KPI- f'I'l1~1'\1~11n 
Learning rr nfJIl1'Yt 'l U % NA 2:60 

PHR-06 'lJfl~'Yt,rn~1u'lu 
and n1m1~1U 

Growth 
tl1tJ1.jf'lf'lil .. 

KPI- 41U'lUf'lf~n1" ~f'I'l1~ ~ 

f'lf~ NA 0 
Uilfllll.t1tJ PHR-07 Li'illiflUiiLVI "l 

- ----- --- - --

(J' "un~,u~'!l ljMIl 

~'!l : "tJ .. ti 'i::L".U: 

1uvlil'i::LijU : I I 

fl1'". 
CODE 

Li!l~ 
e.lan'i::'Vl\J 

hjri~~iln11 

KRI - l.h::~u ri~~il'l~'Yt,rn~1u'W'YI11U~iln1nJ7::~Uu.il:: 
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KRI-
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-----

il'i::Liju 

fl1''''Li!l~ 

L C 

1 3 
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5 1 
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~ "tJ "1 LL ,..'U~ ----r'\ " .. V £ltJ~1'i U ~~"'U1~1~ ______________ __ o ,.nrn~1'U~1~ rnf'lMfjU~11~YLYI!'I 

;~ - ~n'il • 
'iiltJn1ru~Lil'U : 

~SUI'M 

Financial 

-r,,'l 
t1~~~~ 

fllllf'l,)1~ 
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CJ) 
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~ 
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-r'U;ltI~Lil'U 
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., 

5.4.4 n1'1'L1'1:aihJPl'J1~H;!J~ (Risk Evaluation) ~1niuj;)'fl'.m11';)Lf'I11:;,x 

Fl'J 1).J L~tJ-:J~1 1"11 tJ fll:J ru'll'fl-:J L'flm ~ Fl'J1).J L~ tJ-:J rllJ Fl'J1).JtULLNWl4' ~ LjtJ-:J1:;~lJ L~tJ1"11 tJ fllj ru'll'fl-:J 

L'flm~rllJFl'J1).JtULLN'fl~1u'll'J-:J 16 -25 ~'flFl'J1).JL~tJ-:J1:;~lJtULLN 1"11tJflljru'll'fl-:JL'flm~nlJl'l'J1l-1 

tULLN'fl~1u'll'J-:J 10- 15 ~'flFl'J1).JL~tJ-:J1:;~lJ~-:J 1"11tJfll:Jru'll'fl-:JL'flm~rllJFl'J1).JtULLN'fl~1u'll'J-l 

4 - 9 ~'flFl'J1).JL~m1:;~lJ1..hunfl1-:J LLfl:;1"11tJfll:Jru'll'fl-:JL'flm~rllJFl'J1).JtULLN'fl~1u'll'J-:J 1 - 3 

~'fl Fl'J1).J L~tJ-:J1:;~lJ ~1 ~-:J mal 1:; Li1UFl'J1).J L~tJ-:J,rU"'I:;~ 1 1"11 tJ fll:Jru).J1 LmtJlJ L VltJlJrllJ Lnru"Vl1 u. 

m1tJ'fl).J1lJ ~-:J1UlJT';V1 L'fl rr-:JhJnm1ri1tmm:;~lJ~tJ'fl).J1lJ1~'flrh-:JLtlUV11-:Jm1 ~-:J,ru04'tJ~-l 

";1 m 1~ 'fllJ rn).J ~ lJ Ti-I11~-:J 1~;r'fl~ ttl Ln'fl-:J ~U~ 1"'1 :;tJ'fl).J 1lJ Fl 'J1).J L~ tJ-:J 1:; ~lJ ~1 1 U'll ru:;~ Fl'J1).J 

L~m1:;~lJ~u~:;~'fl-:J"'1 LLU'JV11-:J4' ~m1j;J'fl1tl 

~h LxC 1:;~lJFl'J1).J L~tJ~ 

16-25 E 

10-15 H 

4-9 M 

1-3 L 

- , 
1 un 11';)4' tJih:;~ 1 Fl'J 1).J L~ tJ-:JVl ~ 1 ~ t\J1:;~lJ tULLN).J1";1 m 1';) LFln:;,x",1 LLtJU 

4' ~ m 11'l'J1).J L~ tJ-:J j;J'fl ~~ tJfl~ ttl~1n Fl'J1).J L~ tJ~ 1:; ~lJ Fl'J 1).JtULLN~1~~1 n mn Lfl n:;,xf'l'J1).J L~tJ-:J 

CODE f'l'J1).JL~tJ~ 
., 

1!:(;)lJ 

R-CEO-01 ~ LL,J-:JL~l.J~u'flrh~j;J'flL~'fl~ E 

R-CEO-02 11tJ't~fl(;)fl~ E 

R-CEO-03 1"11 H'r.hm~).J~u E 

R-CEO-04 " "tl-o tl Fl'J1).Jj;)'fl~m1~nFl1L fltJULL fl~ E 

R-HAG-01 LiltJtl1!:rlU.rltJ1lJ~V1fi'W't~j;)1l.J Lih E • 
R-HAG-02 1"111-ifr.l1tJ 111'J LL V1U~~~U E 

R-HAG-03 ~nr11hl'W'fl1~m~1tJ).J1n~u E 
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CODE 

R-HMA-01 E 

R-HMA-02 E 

R-HMA-03 'lJtI1t1t'l1'lJ1 hl'l~ E 

R-HMA-04 E 

R-HACC-01 E 

R-HLO-01 E 

R-HLO-02 E 

R-HHR-01 E 

R-HIT-01 E 

R-HIT-02 E 

R-PAG-01 E 

R-PAG-04 E 

R-PMA-01 E 

5.4.5 n1~tJDU; lJiil R';I1'JLi!l~ (Risk Treatment) LtluiUlntl\.HhW~J{;1 LLU'lYl1-:J~ ml.J1::;t'll-JL~tl 
r.I {;1n1nL~::;~ {;1 PI'l1l-J L~tI-:J ;-:JritlU~"'l::;iJn1~ri1l-1U{;1 LLU'lYl1-:Jr.I {;1n1~PI'l1l-JL~tI-:J"'l::;vhn11RU"n 

t'l1 mln'lJtl-:JPI'l1l-J L~tI-:J n1~flUl-I1t'l1 L l-I1n"'l::;1-if L Y1P1ilPln1~fj LPln::;"hL'lJU-:J PI'l1l.Junviitl-:J l-ITtl FT A • • 
" 0 0 

"1nt!U~-:J flUl-I1 LLU'lYl1-:Jr.I{;1n1 ~PI'l1l-J L~ tI-:Jln1l-J LL U'lYl1-:Jl-J1 In ~~1Un1~u1l-11~PI'l1l-J L~tJ-:J AS/NZS 

4360 n1~fj LPln::;,xl-l1t'l1 L l-I In U~ ::;n1~l-I1 LL U'lYl1-:Jr.I {;1 n1 ~PI'l1l-J L~tI-:J" dhn11'l::;{;1l-Jt'll.Jtl-:JrlUV1l-J • 
I I.... I'" 

fj4'tJ ;-:J ~~"'l1 nn11'l::;{;1l-Jt'll-J'fl-:Jt'lltl ~-:JltlV1 5.14 LL~::; 5.15 "'l1nt!U~-:J ~~V1'l~11-:Jl-Il-J{;1l-J14' {;1~1 
" l-J1ml1Un11U1n1'lut\''lYl{;1~tl-:JtlB~'''l1-:J1n~'fl{;1 1 L~'flU l-I~-:J"1nt!U~-:J~1n1'ltl~::;L: 

L~tJ-:Jl-I~-:J"'I1n~t'll-J1;n 
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5.4.6 n1~~(;lIJl·UJbL~~m~'VI1.J'VI'Ju (Monitoring and review) 

VI~-:Jlinn~;jmT4't?lYi'1 LL~Ul.J'1 (;1Tl'1UU'tl,HlufI'J'1l.Jnf1l't'lfl'1 I?1~'tl'llj'T';V1 L'tl 04'tJ 

l~vhmT~I?1(;1'1l.J~fl bl?1tJmr~l.J[n~nrVll.J,;)4'tJ~V11?1fl'tl-:JH' ;-:J~fl~~Lnl?1~U 'ViU~'1 ~'1l.J'1Tr:t'lhtJ 

U'tl-:JnUfI'J'1l.Jnt?l'Vifl'11?11il1mTU1mT LLfl:;LUUUT:::btJ'lluJ;]'tlmTUfuUl-:J'Vil!n-:J'1U ~n~-:JU-:J;j~fl~J;]'tl 

'tl~ rl m~Iil:;~ 1'1-:J ~ ruJl '1 'Vi m ru 1m T 11i-:J~u 1UVll.J,;)4'tJ;j fI'J'1l.J L ~u ~'1 LL~UI1i-:J mi'l'J ~ '1l.J'1Tr:t'lhu fl 1?1 

b'tlm~mnn I?1;r'tl n I?1'Vifl'1 1?1 ~'JtJ ~fl~l~ ~'1 b 'tlm~'lJ'eNfI'J '1l.J L~tJ~VI~-:JIil'1 n 1-if LWUfl I?1fl~Iil'1n 4 lu 

LUU 1 bl?1tJH~'1l'1uiltJl.J 11i-:J(;1'1n-:J~ 5 .58 

,... .. 
n'tlUl.JLL~UIill?1mT 

fI'J12-JL~tJ-:J 

L e L e 

5 4 80 4 16 

5 4 80 4 16 

L~'tl LmtJU L VltJurh ~fll!lru. b'tlm~nU fI'J'1l.Jl'W LLT-:J'lJ'tl-:JfI'J'1l.J L~ tJ-:Jri'tlULLfl:;VI~-:J m T 

~ h~ LL~U4' I?1mTfI'J '1l.J L~tJ-:J 'ViU~ '1 mTL-ifxu LLUU\j Tru.'1 mn:;uuu1V1'1 TfI'J'1l.J L~ tJ-:J nu sse 

t'l'1l.J'1Tr:t'll'JtJfl 1?1 b'tl m~ mnn I?1f1'J'1l.J L~tJ-:J ;-:Jfl I?1fl-:J bl?1tJL'tl~ tJ1'tltJfl:; 64 VI~-:JIil'1n~ul~vh mT 

U r:;d1ufI 'J 1l.J L Vll.J1:;~ l.J~'tl-:J~ LLUU\jTru.1 m rr:;uuu 1V11TfI'J1l.J L~tJ-:J 

ru LLUU' ITru.1mn:;uuu1V11rfl'J'12-J L~tJ~ nu n1TUT:;d1uUT:;~V1fi1l1'Vi LLUUI?1f1tJ 
~ ~ . 

J11'Vi Luuru LLUU~~:;V1'tlUm TUT:;d1u'tl-:Jrlm 1 u~ 1ULU1V1l.J1tJ LLfl:;fI'J1l.J L~tJ-:J ;-:JmT~Iil:;U'tln~1 
~ 

~ LLUU\!rru.1 m T~ ~ h-:J~Ul.J1;j fI'J1l.J L Vll.J1:;~ l.Jl.J1 noU'tltJ L YltJ-:J 11?1~ '1 LU 'W'tltl1-:J~-:J~Iil :;~'tl-:J;j ~'J~1' 1?1 

L~'tl~1l-:JU'tlnn-:J~fl~Lnt?l~'W1umTu1~LLUU\!Tru.1mTl.J1H'nuu1';V1 L'tl 

Iil1nLLU'J~I?1~'JLLuumTur:;d1'W'tl-:Jrlm (Performance Appraisal Systems) ~ 

mh'J~1~n~ru.:;~'tl-:JmnJT:;Li1u~~fI')TIil:;;jI1i~i1 ('tllil'tlT1, 2546 VloU1 84) 

• L~'tll.JbtJ~nu';)~m1PlU 1l1Tn"l LLfl:;LU1V1l.J'1tJ 

152 
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........ 11 _ 

• ~n11~UU~~UIiI1n~U~11 

• 1'J~'El~lum~u'Jun11'J1-.l LL~UnfltJVlfi 

• f1'J1~~~f;Jfl'll'El-.ln1n.h~d1w;hu(;\1-.l1 

• dju~tI'El~fu'll'El-.ly.I1.rn-.l1UlutN~m 

• djum~u'JUn11~~U1(;]'J L'El-.l'll'El-.l LL(;\'CI~~1t1 LLfl~Ynrn-.l1U 

lu~1(;l1!1un11u1"'111"1'J1~L~tI-.l (AS/NZS 4360) 1~nfh'Jii-.ln11U1"'111"1'J1~ 

L~tI-.l~~;-.l~1~11(1~rtJl~~-.l~ 

• iln 1~U'Jum1'J1-.l LL~ULL'CI~4' ~'vi 1 L 'Eln~11'lltl-.ln11UT"'11Pl'J1~ L~tI-.l 

• il~1 (;l1!1u",trmncu'Y11un1 n.h~Liju L~'Ell~ M'ElUfI~~ii-.ltl-.l~th~ntlu 

Vlmhu'ElU1-.lLLYlIiIT-.l , 

, 
_ 1I 0 I I ... '" .... 

• 1~UUU1"'11'"l~(;l'fl-.lVl1-.l1U'Eltl1-.l (;l'El L U'El-.l LLfl~~'El~l"1fl'fl-.lnUn11 

Ltl~tlULLtlfl-.l 

tl1~ LtI'lIU'll'El-.l n11111 muJ 1~ Lnutl1~~Vl fin 1Yi LLUU f;J'CI tln1Yi ltlHl U'El-.lRn 1 
... 

fl1~11(1~rtJl~~-.li1 

... " 
• m1L1tJUl 

• 'vi11~m1'J1-.lLL~uilPl'J1~-n~ LIiIU~-.l;U 

• mru1"'11m1Ltl~tlULLtl'CI-.l 
lU~1(;l1!1um1uT"'111"1'J1~L~tI-.l (AS/NZS 4360) 1~nfh'Jii-.ltl1~LtI'lIU'll'fl-.lm1 

1111~U1JU 1\-1111"1 'J 1 ~ L~tI-.lltll-n;-.l~ 1~ 11(1 ~ ttll~ ~-.l~ 
, ... 

• ri'fll~Ln~m1~trn~uL1'El-.l~run1Yi~;U 

• 'vi11~'fl-.lr1m~n~1J1t1l'"lLL'CI~tl'CI'fl~.ntl 

• H'VlfYitl1ml~'Elu1-.lL"'~1~~~ 

• 'fl-.lr1m~ul'"l1~~1m1tlB1J1i-.l1ul'Jn'ElU1-.l~'fl-.lfl'fl~I"1~'fl-.ln1Jn!J"'~1t1 
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, 0-

zt.l LLlJlJ\jTn.! 1m TT~lJlJlJ'hllTFI'J 1'-1 L~ EJ'l rllJ m nh~ Lij~u T~~l'l fill 1 yj LLlJlJ ~fi EJlllyj 1~ ~'lil 

n1~'l.ih'l"~ 

1. FI'Jl'-1f11'-11TC11~mnilEJl'l'tl(;1~im1fi'1-J"lI'tl'l~lJ'hllT1U~yjUn'lTU 
0-

2 . Flfi'tllJFlfi'-l'-l'-l'-l'tl'l'r1'l 4 '-I'-I'-I'tl'llJll'-1'v1~nmTuT~Ljj~UT~~l'lfilllyjLLlJlJ(;1fiEJ 
"I "I "I " 

lllYi 

3. Flfi'tllJFlfi'-lmru'hlITFI'JI'-1L~EJ'l~'l 4 ~1~m'-l'-lllJ1Tl/l~mTlJ1'v11TFI'Jl~ 
• U 

L~EJ'l 

4. FI'J 1'-1f1 1 '-11 TC11~mTl111 ,xmnh~Ljj~uT~~l'lfilllyj LLlJlJ(;1fiEJlllyjiJ • 
.t 

l"Jru.nlYi~'l"ll~ 

~~'U'Un.,~tJ~~Lij'U~~ 

5 . FlT'tllJflfl'-l'VJm~~lJ"lI'tl'llJ1';1'l 

6. CJ~n~'U1,xLfi(;1m~00,J~1"l1'tl'lyj,rn'll~ 

7 . flrl'l FI'J 1 '-I' (;1 L'"l~1~mTuT~Ljj~CJfi"ll'tl'l ~1~Lill'v1'-11EJ LLfl~FI'Jl'-1 L~EJ'l 
tJ~~L!J'!I.u 

8 . m~i1f~1,xLfic;)m~Iij.J~I'tl'lP1m . 
9. ri'fl1,xLfic;)mTCJ~n~~~'tl'll"JrullIYi~;~ 

1 O. 1ifl'lfYiEJ1m1~'tltJl'lL'v1'-11~fI'-I 

11. 'tl'lP1m,r~l"l1~~lmTU~~'lI~'VJn'tltJl'l~'tl'lfl'tlC;)FI~'tl'lnlJn!J'v1'-11EJLLfl~~'tl'l 

Ufi'tlc;)tlEJ 

0-

~1'v1flJfl~LL~~nl'v1~c;)1,xiJT~~lJ~'lil 

• T~~lJfl~LL~~ 3 'v1'-11EJFI'Jl'-1~I~UT~Ljj~iJFI'Jl'-1L~~~liJfl'Jl'-1L'v1'-11~fI'-I 

'-'In 

• T~~lJFI~LL~~ 2 'v1'-11EJFI'Jl'-1~I~\h~Ljj~iJfl'Jl'-1L~~~liJFI'Jl'-1L'v1'-11~fI'-I 
" 
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I'll n'l~ 5 . 53 ~ fm1rtJr~ d:j 'Wri'El'W~ 11'1ltJ LLUU\j m.nm rr~UUU1'\.ol1 rl"l'l1l-J L~ u'lnum ru r~ Ln'W 

tJr~~V1firl1Yi LI'1U ~U1'\.ol1 rLL~ ~-X'l'\.oli( 1 ~1U 

i\1tJ1:t1d1tJVlfl~~~tJliPlt!'!Jfl'l~1jhn:hJ~ 

"r'lUn'l1'U 

~~fl1.H~qtJ~tJtJfl'lli'l 4 ~tJtJfl'lmtJ 

'\.olflnmnJ:::Lij'U1..l:::~vifiI11"r'lLL1JU~~tJ 

111"r'l 

~~fl1J~qtJmrurn1:~'l1tJL~tJ'Ili'l 4 ~1'U 

~1tJtJ1~:l1'Un1rurn1:~'l1tJL~tJ'I 

~'l1tJi\fl~~i\'fl'l'!Jfl'l:::1J1J1Jrn1:~'l1tJ 

L~ tJ'In1JmnJ::: ~'U1..l:::~ V1fil11"r'lLL1J1J~~ tJ 

111"r'l 

i\11'1~'l1tJf~L~'U't'UmnJ:::~'U~~~1'U 

Li:h'\.oltJ1tJLL~::~'l1tJL~tJ'I 

fl'l~n:~'U't~'l~~1n1nJD1J"ii'l1'UVJnflti1'1 

~fl'li\fl~~i\'fl'ln1Jnn'\.oltJ1tJ 

2 

2 

2 

2 

2 

2 

3 

2 2 

2 

2 2 

2 2 

2 

2 2 

2 2 

2 2 2 2 

2 2 2 2 2 

2 2 2 

2 

2 2 2 

2 

3 3 2 3 3 
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Pl,)1,)~~ 5.54 C.Jfln1jlJ1~LijtJ",tr~~1')~ltJUUU\jHlJ,)n111~Uuu1"',)1Fl'nl.JL~EJ~flUn11tJ1~~U 
tJ1~:a'V1fi[n~ L~t1 rrU1"',)1LLfl ~~'lmJ ') cJ ') EJ 

'U 

~;;J 
;.t:l 
;!"' 
;; 

1;;J ~ H c- ~ 

c- (l:; a c: (l:; 
(l:; :::: c- a Iii: 11" ~ ;;J 

~,);;~l.h'::~ij\J ;;J ~ 

~§" 
c- ~f 11: c- c- rr 

~ I" c: f~ ~ 
;;J ;;J ;;J ;;J ;;J ;;J 11: c- c- c- c- c- c-

~ ";:r ";:r ";:r ";:r ";:r ";:r ~ c- c- c- c- ~ ~~ ~~ ~~ ~ 
~ ~~ ~~ ~;! f:?; 'SO 
f~ ~ ~ ~ ~ ~ ~ ~ ~ 
;::I ~~ ~~ ~~ c- ~~ ~~ ~~ c-
~;p c: 'SO 

.... 
m"i'U"i1ll1"i 

~1~11~dl~'V1~~~i~~~u'~~~U~11 
3 3 3 

'bJ~Ynrn~l\J 
3 3 3 3 

I'U~~U~f!~~~~~~~~ 4 ~~~~~1J11~ 

,.,~nmnJ1::~\J1.h::~'V1fimYi~~uul')~~ 3 3 3 3 3 3 3 

mYi 

~~~U~f!~mru~11~,)I~~~~~~~ 4 
3 3 3 3 3 3 3 

;r'\JIJ1'~~11'l13'\Jmru~11~,)I~~~~~ 
~,)I~~~",~t\'~~'~~1::Uuul""1~,)I~ 

~~~~riumnJ1::~\JtJ1::~'V1fimYiuuu 3 3 2 2 3 3 3 

'l~~mYi 

'l::'U'U m"itl"i:: Li3U ~~ 

~ffiU~~~'V1n1::~U'!I~~Um'V1 . . 3 3 3 3 3 3 3 

~~n~\J'l~Ln"'mm~\Jl'~~Yit!n~l\J 3 3 3 2 2 2 2 

~1,~~,)I~f(;1~"I\J'l\JmnJ1::~\J~~;r'\J 

Lih"'~I~U~::~,)I~~~~~ 
3 3 3 3 3 3 3 

tl 'l:: t!J'f 11 
ri~'l~Ln"'m1CJ~n,r\J~~~tlUllYi~~\J 2 2 2 2 2 2 2 

~1'l~~~~n1~n~ul~'l"lU~::tJ~~"'n~ 3 3 3 2 2 3 2 

H'V1mmml;r~th~~"'~I::~~ 2 2 2 2 2 2 2 

~~~n1ll'\J'l"l1;r~lmnJfl~~I\J~n~th~ 

~~~~~~~t\'~~riunD"'~I~ 
3 3 2 3 3 2 3 

1,)~~::LL\J\J (~::u.\J\J~~~ 33 ~::u.\J\J) 

~ ') n C.Jfl n 11tJ1~ LijtJrl'lll.J L",l.J 1~~ l.J'1I'fl~ltJ LLUU\jH1J1 n1n~UU U 1",11R'lIl.J L~ EJ~ 

flU sse ~~nltJl;tJ ~U~I;:jrl~LLtJW'I'lIl.JL"'l.J,):;~l.J~ln 17 LUU 30 rl:;LLUU ~lnrl:;UUUL~l.J 33 
, " 

rl:;UUtJ ",1'flL~l.J;tJ1'fltlfl:; 39.39 

;; 
;;J 
f~ 
~ 
c-
~ 
-~ 

~ 
~ » 
11: 

3 

3 

3 

3 

3 

2 

3 

2 

3 

2 

3 

30 
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'UVIVI 6 

1-t..!uVI~~Vf1tJ'll'tl\lm1~9tJi1lil::mh'J~\lt:JfH'llU'll'tl\lm1~9tJ m1lJmnm1 

r::uuUrl-l1rPl'J1l-J L~ tJ\lnu m ru r:: L~'t..!ur::~V1fimYi LLUU ~~ Wl1Yi 

6.1 'll1tJ~~n11~~!J • 

~~EJIl1Yi , 

o.l' U!"l.J. v.!! 
LLU\lL't..!'fl\nmrfll Lu't..! 5 ri'J't..! ~\I't..! 

~'J't..!~ 1 m1flr1\111i''J~~~1't..!LL~~::~l-Jl-JM'll'fl.:m1nh::L~'t..! 

~'J't..!~ 2 

~'J't..!~ 3 

~'J't..!~ 4 

ur::~VlfimYi LLUU~~EJIl1Yi , 
" 0" _ ~ .......... '" .. I ... 0 ... 

mrfl" L~'fln(;J'J'l!'J~~'JEJLnru.'Yl(;J1\11 V1ml-l't..!l'1'll't..! 

flr1\1fl'J1l-Jll-J~'t..!fi'll'tl\lI1i''J~~ C;lflU~1 LLl-lU'I\l1t! 

flr1\1lU LLUU~ LLfl ~\I Lihl-ll-J1EJmr~1 Lil't..!\l1't..!LL~:::fl'J1l-J 

L~EJ\I 

mrVl ~~'fl\l LLnU q)l-l1fl'J1l-JL~EJ\I'll'fl\l Lthl-ll-J1EJn1r 

~1Lil't..!\l1't..! 

U1:: L~'t..!t:J ~ n1 1fl r1\1lU LLUUlJ 'lru.1 n 1r'l::uuuffi1'lPl'J1l-J 

L~EJ\I nUn1 rur:: L~'t..!U1::~V1 fi1l1Yi LLUU l'1~ EJ1l1Yi , 

o " 0 

l'1~EJIl1Yi~\I ~l-J1il1nn1r~1il1rru.1 ~\I~lml PlU 1l1rnlil ~(;Jnu1::fl\l fl'll'tl\lUr~Vl YiU~111i''J;~~Yl , , 
" H''tl~LLi\''JU\l'll1~fl'J1l-Jfll-J~~Y]\I 4 ~l-Jl-J'tl\l R'tl ~l-Jl-J'fl\l~1't..!n1rL~'t..! ~l-Jl-J'fl\l~1't..!~nR1 ~l-Jl-Jtl\l 

" 0 

~1't..!n1::U'J't..!n1'l1l1tJL 't..! LL~::l-Jl-Jl-J'fl\l (~h't..!n11L1tJ't..!hL~ ::~~'t..!1 1il1mr't..!~\1 ~l-J":hn1r~ LPln::lf , ~ 

UIil9tJIl1EJL't..! UIil9EJIl1tJ't..!'fln LL~::UIil9tJ~(;Jfl1l-ln1rl-JLL~::n11LL,]\I,y't..! L~'fl~"'l::L~n~~V1fi1::~u 

'tl\l fln1 LL~::nfi ~Vlfi1::~u~rn" n1n~'fll-Jn~~Vl finu WI rur:: L~'t..!Ur::~V1fiIl1Yi LLUU "l~EJmYi 

"'l::U 1 n~ ~V1 fi1:: r;lU'fl\l fl n 1LU fl r1\1~ (;J Qur::fl\l flVl1\1 ~ 1't..!m n1t! LLfi:: n fi ~V1 fir:: ~U ~rn"'l"'l:: 
" U1LUfl r1\1 LU't..! ~ (;J nur::fl\l flVl1\1 ~ 1't..!~ n ~1 91 mr't..!~\lU 1l-J1 LU't..!n1'flU L't..!n1 rfl r1\1~ (;] nur::fl\l fl 

,~ , 
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6.1.2 

~'l~r) ~~ 1'llJ 1'l2-J1~2-Jllinn~'l~r)~ Lfh LL~~~'l~r)~~iltJ2-J'jJ'fl~~1ii'"l 
" "" l.h~ntJiI~!Jl LLj;J~'lilr) ~Vln ~'l h141 Li1tJ~'fl~ L~'fl nVln ~'lil r) ~ hhJnlJ"i LVi l1~~'lilr) t'1 LL[J]~~~'l~ • .:oJ 

f'I'll2-J ~1 ~fb1 LL~ ~f'I'l12-Jmn~1t11 tJm nJBlJ"ihl LVl1 ntJ LL~ ~m 1il~'l~r) ~~2-J 1 n Lii'WhJ'"l~Li1'W 

Jll1~~1\-lflJ'fl~l'lm ~'ltl L\-lf;Jemn'l11~ Lnru,,1 tJm1~~ L~'fln~~ilf'l'll2-J~ 1 ~ t1I Li1'W'flth~~~ 
" " m11lXf'I~ LL tJtJ~~ L~'fl n~'lilr)c;)1ij ~llX ~lJ1\-l11 ~'l\-lU 1 ~lt1LL~ ~Vi,rn~l'W Li1tJ~ ~ ~ L~'fln~'J;r) c;) 

;~1 tJ~ltJ~4't1e1~ril\-ltJ~ llX 

" " ~2-J2-Jtl~mtJ~nrll 22 % 

~2-J2-Jtl~~lUm~lJ'ltJmmltJlu 34 % 

• f'I~LLUUm1~~L~'fln~'l~r)~2-Jlnn~1 90.48 % Qn~~L~'flmllhJ 

UB~ 

tlth~ hri !Jl12-Ji ~~'ltJ~'l~r)~ LL~::;f'I::; LLtJUm1~ ~ L~'fl n rihl1ll~ [;11 

~lLN~Iij~~'fl,:nll1u Li1ULL1JlJtlth~~l\-lflJ'fl~l'lm~U LllULYltl~ LL~ LLU'lV11~~1JmV1 L'fl 1'l~nU 
_ I ::: ... ......J .... ~.., 
Vilijl1rul LV11UU LL~~lU'fltJl f'I !Jltlllijlij~2-Jn11Uru LU~t1Ui ~~'ltJ!Jl'l"l!'l~ U~ ::;f'I::;U UUn11 

~~ L~'fln llXfl'flC;) f'I~'fl~n1JfqJll'l~ 1 tJtlUl f'I [;1tl'u ;~V1 n'tlth~;tJnlJ ~ltJlJ1\-lln'fl~lJmVl L'fl , 

" 6.1.3 fq11~f'I'l12-Ji2-J~ufi'jJ'fl~~'l;r)~nlJ1~~lJn111J1'\.-111 

~flJ E1 ~"l!tl1J j;J'flr) !JltJU1~fq~I'l'jJ'fl~tl~ I'l n 11'l2-JntJ LL~~Vi 11lXVi,rn~ltJVJ nf'lUfq 12-Jl1ClUB~!Jl12-J 

n~EJV1fi"lJtl~lJ1li'Vl L'fl1~-n~LIijU2-Jln;Un~1!Jl'flULL1mJ'fl~m1~4't1~VilJ~llJ1li'V1 L'fl 'jJl~f'I'll2-J 
" fl2-J~~r1~ 4 2-Jl.J2-J'fl~ , . 
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" • I ..J.'1 0 - .::J WI ~fl ~'N~u LLlJlJV\ LLMI~ Lu1'\U.n£J n1~1111 LlJlJ~1lJLL~ :;f'I'J 1l.J LrlEJ~ 
'IJ 

LUlJ1' J;1ClU ~:;fl~ ~"1l'tl~m~,;)4'EJn RMBSC WORKSH EET LUlJLf'li'tl~n'tl~ LLfll1l~ LiJ1~l.J1£Jn1~ , 

, , " 
m~fl~1~lU LL1J1JYl LLfl j;\~ LiJ1Vll.J1£Jm~~1 LillJ~1lJLLfl:;f'I'J1l.J LaEJ~~~4'l1lli111~'tl~~m 

11~'11l1f1lil11 RMBSC WORKSHEET Lll1llftHJlla1~Il:;li1fill 

v\""tl'lLLn'1hYl11fl11l.JL~1I'11 :;fi'll ~lJm 'I L mh'll :;lI:;nm 1 l~tllJ 'll11f1Ui1ff1111Hm"fl1111 

.. '" i"" lffll'l'l":;"ll~lJ1L1'I "ltlll":; 64 

6.1.6 U1:;Ll1lJe.Jflm~fl~1'1tuLLtJtJ'lJ~n.nn1~~:;tJtJtJ1Vl11f'1'J1l.JL~£J'IntJ 

m~u~:; Li1lJu~:;~V\fi[nVi LLtJtJ I1lfl£Jfl1Vi , 

rm fill 'll1 :;liilJ filnh t 'llu11 11\jlW 1 filll:;11 1111 ~111'l" fl11lJL~1I'1n11 

f111'll1 :;liilJ 'll1 :;ff'VIt fllViLL11llfJ" lIfllVi i 111 ~fi1111~1i 'VI Itl Villi 1lYilJ~lJ III f1L~ llf t!tm:; 39.39 

~111nf111 'll1:;LiilJ'lJtl'l~'ll6lliiIl5 'I 1lJll~1i'VI It! 



1. 

1J NYI~'l ~tl'l1-Drifin11t'l 11'lYl2-J"JJtl'l1J 1~Y1;kI~.n L~ t1t'l 12-J~ m.J1'"11n LLr;i~~~ 1£.11 klll1'l f1 ¥'l 

t'l2-J1; n LklV1WihJf'l12-J11t'l1 ~;J'eJ lJ~ 1~ L ~'eJ'l'"l1 n 'WiJ L 'J~ 1 LL~ ~ 'Wt'l 12-J11t1'eJ~ 1'J 2-Jrlkl1:::11l2-J 

f1'J12-J~~ l~Y1n f1k1 ~'l~'eJ'l1fr)fim1~2-J1n1!trudjkllH~' n • 

160 

2. Lklmnh:::Ll1k1f1'J12-JL~t1'l ;'llh~n'eJ1JhJ~'JtI f1'J12-Jt'klLLN Ltlmt'l 

1k1m1Lii~f1'J12-JL~tI'l L~'EI'l'"l1ny.nrn'l1k11k1llNYI hlLf1t1iJlh:::t'l1Jm1nnkln1n:::~ ~Ll"ln~lf 

LL~:::lh:::Lnklf1'J12-J L~tI'l2-J1ri'Elkl ~'lm'"lr111~ ~~ n1nh~Lnklf1~ 1111 Lf1~'ElklhJ'"I1nf1'J 12-J"'l1'l1~ 

" 1J1'l 

3 . m1~1LUklm1m2-JLL~Wrl1ln1rrl'J12-JL~m,rkl~'EI'lfl1~tI1:::t1:::L'J~1 
fi'Elkl;J1'lkl1k1~'l L~'EI n LL~kl4' ~ m rrl 'J12-J L~t1'1~ t'\ 12-J11t1 1 ii1~ kI'Il 'J'I1:::t1:::L 'J ~ 1~ 1 rl ~ Lcl~1'"1 ~iJ 

m11iLL~kl4'~n1rrl'J12-JL~tI'l'"l1'l LLr;in~'il'lHL'J~11k1m1~l1lm~kl1k1 

1. L~fl'l'"l1nn11~4'tli1L~mrl1J f1k1~'lll1~Y1 rJfl2-JiJ~'lf1k1~ L ;J11'"1 LL~:::'W l;J1L"i 

1 klm1Ln1J;J'eJ 2-J~ L~'eJ ~4't1r11m1Ln1J;r'EI ~I~ 1 kl1J1'l rl f'l~'l hn~f1Jf1'J 12-J1'J~n'eJ Lvh~ fil'J 1 "" ",] 
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1. n1i4't'lVilZtlLLUU\jn1.l1n1ii:::Uuu"hI1H'I'lI).JL~tJ~rlU sse f"I'li 

1~f1J 1"1 'l1).J T'l).J n'tl., 1 n li L~ tJ'lif'tl~Vl n i::: ~1J 1 \J,1J1~Vl Vl n 1"1\J,1"1'l i.,:::iJ 1"1'l1).J ~-l1., T'l ).Jrl\J, ". . 

2. mi4' t'lVilZtl LL1JU\jiCW lmii:::U1Ju"hIl il"1'll).J L~tJ~rl1J n\itli:::~\J, 

t1i:::~Vlfi[nY/WI"1'l i., :::~"1 iCW11"1'l1).J L~tJ~~'tl~ Lih\.·I).JltJ LL~ 1"1'l i.,:::iJm i~"liCW11"1'l1).J L~tJ~ 

"lI'El~ Strategic Initiatives ~'ltJ LL~mi~"liCW11"1'lI).JL~tJ~~'tl~ Strategic Initiatives 'tl~ 

\J,'Eln"ll'ElU L"lI (;J"lI'tl~n li'59tJ ~'ltJ L "vi (;Ji1~~"lI'EltJn (;]'l'Elth~midl~ LL\J,'lVll~4' t'l mil"1'll).J L~tJ~'II'tl~ • 
Strategic Initiatives ~~(;Jlil~~ 6.1 

I' '.,". 
"strB!~gi c ! 

..,. .. , ... ' . 
..... :... .~'-. ". ~ . 
:Initiatives 
-. '.<' 

'!Ilt/bJti~ 

~ "" YiUVI 

~1~{~~tjc;) 

... . ':'t~ ;" .. ~ < .. ...•. ~ fl"J'IlJ 
Ac'tlon:Hlan, ' . ., 

. ,:., ,~... . ,:-. . • .. .cI 

. " " :' , Lff~~ 

1 . {~th,::'~:::~tI~'l~,J1 

~1t1 

2. ~L"':1::"r;ffl~fI\UU~ 
~ """" ~ fI::YiUVlVI"l::ltl ~~ 

~1'1l'n~1u 
... .. .. ..I. 

3. '1~~ffi~(;I'lLLVlUVI~ 

"''l1~i\1~11t1~'11tlLtJu 
~ ~ , ~ ""~ (;I'll-lflnLL(;IfI::YiUVl ~U 

~1'1{'1~tjc;) 

il~LL'MLu 
~ "" YiUVI 

'111C;) 

~'lLLVIU 

L~~ULtltl1t1 'l1'1LL~Un1:L~~n11 

n11M"lU\U fI'IVJU\U~UL~fl 
~~nVlfYitJ fli'l~11~VlfYitJl;rLLfi 

C l Lx~ 

4 3 12 

4 3 

4 3 12 

tlfl~ru\un:til~il 

~u~~'WLiiu 3 tim 
UP1t'hil~lnn~1'1::1tl 

~ ~ """" ~~ \ UYiUVIflU 

~ , .. 
~'lUVlUfltl1~~tI'l 

2 . 1JnYi'll'n~1u~il 
II ..1.1 'I" 

~U1VlflU ~'1H\1~1:t1 

'111t1tl:::riul;r 

" " .... -1. '11'1 ~VI~"''.11~ 

"" L"JItI'l"JIIt\j\U'I1U 

~UL~fl 
, 

2. L~~~~n~(;I1n1: 

"" ~" " fltl~ LYifl ~~"''lI~l 

ntlYi'll'n'lIULri'l 



Str.ategic 

Initiatives 

~h~ 

~\Athj:n11 

.,'11.:1 LVl1~Ylv1 

U,fl::L~u1'11~ 

Li!\A~'l\A 

lJI'1f'1flU,fl::ii 

itlu,utJ 

~11'1131\A 

~ ..I 
Yl\An.:l1\AVI 

Li!\AfJ'YU,'"I 

~1~'Y"tl 

tl.:l~n1't\A 

Action Plan 
.d ~ 

.f1111J1t'Hlll · L 

1. 4'l'ltl1::'~~'l~.:I 

twfn,-
~ ..I ... 

2. I'1"'~1fl.ll'1fl1nrn~ 
..I 

f'I'l1~ L '11 m'1l 1 cl.rL\A~ 1\A 

tl1::n\A~1'I 

3 . ~1n1:tl1::'1I1i~-A'\Afi 

't"'\jnA'11lfruVl11tJ 

.. 
n1~1i11~ 

2. ,j1"ll'ltitl\A1tltlrutl~.:I 

LLUUn1~1in,r 

3. ~.:ILLutJn1~1in~1tl 

U.:In1l.Jtl1::rituiti 

4. tl1:'1I1i~-A'\Afir;ltl 

f,lnA'1 

... 
fltlnLfltl\ALLUU 

1. 'l 1 .:I LL C,j \A 1 :: lJ 1;rYl,rn.:l1\A~ 

Plru~~u"ii~tl.:lYl,rn.:l1\A h11'lN1'I1~ 
.J _ ... II 

VlUnml'ltl.:ln11 

2. tl1::n1l'1ru~~1'11 
... .I'; II., 

'"I"'~m\AVlL'YitlL~1run11 

VI '" ~ tlU LLfl::~ 1 n 11 

4 

3 

3 

C 

4 

4 

3 

3 

3 

3 
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LxC 

16 

12 

12 tlruu,UtJn1~1i11,rVJn 

6 L~tl\A 

12 tl1~tI;rtll;lfl'"l1n 

r;i'lLLVI\A 

9 1lntlU1~ 

9 tl1::'1I1i~-A'\AfiI'l1~ . 

~m\A~n~ 
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tim ~ L 'lJ'i"tl1n~ . lloJ'JtJ.,'J1tJ.4' I'l'tltJ.~Ufl'J1l-J",h L~'eln'El'lJ'el.,'Ju1';YlU1:::nwltJ LL~:::mru1ll11Pl'J1l-J 

L~tJ.,'J'El.,'J.-1 m . ~ I'l1ll-J1tJ'li1'J~ 1'Wn.,'J1 tJ.'tl 1'1 n Lnt.lU1:::ntJ.'itJ.1 PI,ntJ (I PRB)' (1'1 . fl .-D . Pl.2549) 

:14-19. 

~~W OO-JU ~Il1ru1 'Y'I\J ~~. n1nh:::f,Jn r;lll« nmru1111 rfl'J1l-J L~ t.I.,'J~ 1 n n1 nU~tJtJ.LLU fH'tl(;l n 

I'l'iln Ln tJ LI'l tJ n11U 111114' I'l n11~tJ.Yl 1'Y'1~LL~:::1li1~ tJ.~ 1111UU 1'iYlU1:::ntJ.. 'iYl mil'Y'ltJ.fi 

m'1) '1) 1l-J 111U ru~ 1'1, Il1 fl'i'll1U11111~ 1n'"l fl ru:::'Y'I1 ru.'ll~ Pl1 ~ 1'1 f LL~ :::n11U '1);1 

~~1~.,'Jnmrl-J1l1'iYlmitJ, 2546 . • 

'Y'I~ LI'l'll:::ruYlf. L~tJ.Yl1.,'J~1nn~tJYlfi~m1UDu~~'JtJ Balanced Scorecard LL~::: Key 

Performance Indicators . ~l-Jvrflf.,'J~ 12.nt.,'JLYl'Y'll-J1l1tJ.fl1: LN~l-JvrLL~.,'J'~1~ ,mmr 

l-J1l1'iYlmitJ,2547. 

" , 
'Y'I~ LI'l'll:::ruYlf. Balanced Scorecard ~nltJ.mrunllii . ~l-Jvrfl1.,'JYl1 . nt.,'JLYl'Y'll-J1l1tJ.M:LN 

~l-JvrLL~.,'J'"l~1~.,'Jmnrl-J1l1'iYlmitJ, 2546 . . 

t.,'J~~ tJ.tJ.Yll m14'I'lmn~'ell~~iJ-ii'el~'il.,'JL1£JtJ.~1n~nph : mril~n~1 t:J~I'1,nru"~.,'JU~~1'J:::. 

'iYl mil 'Y'ItJ.fim'1) '1)1l-J1l1U ru~ (;l, Il1 fl'i'll1'i PI'J nnl-J'fJ 1'1~ 111n11 fl ru:::'i P'I'J nnl-J P'l1Ml f 

~~1~.,'Jnmrl-J'\.n'iYlmi£J, 2542 . • 
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, ~ 

')nYi1 'fl1~1~,x1..h~ii(;l. 011Ull-nLfl,)I"JLatJ'I~'fl'lLfli,:m111,"~lmn~ILLi'!~~~~'11~UU 

~11~1.J.L VI ~ . ~VI tJ1ll~1.J.fimC1J C1J1),Jlnuruan (;l, 1l1fl~"IlI~ ~')m1),J'q!1l~1'\mI1 "ru~ 

~~')m1),J~I~(;lf '~Ii'!'1mnr),J~I~Vlm~tJ, 2547. 

P'I(;l')n~ L~),JVI~. Balanced Scorecard LLi'!~ KPI ~'fl'lehtJ01~Yn'll1.J.fi'ijlflILnl'lh1tJ 410~ . 

~VI tJ1ll~1.J.fimC1J C1J1),J~IU ruan j;], III fl~"IlIUl~11~'lii" flru~~lril"llU~1 t'l(;l fLLi'!~01 '1 

UC1J; '~Ii'!'1mnr),J~I~Vlm~tJ, 2545. 

~~fi'l ~~j;]1lL(;l"ll LLi'!~ 'fl11n.J 1..Jn.JitJ . n11tl1uLflN~11'11l1"ulO1'l . ?IL~lnPIL1:tlii"lLLi'!~i'lfl),J. 

(L),J .tJ.-n .tJ . 49) :27-34. 

, 
- -- ... - 60' "" .- ... 0 CI' r ..,~ "".... 1 

L~I,)1.J.tJ VI')n"Ln~),J. 011"~01n"ll'lni'!~V1fi LWtl"?I),Jt'lIL1"~'fl1'fl'lflm nnUnn~1 U'l1:tVlVltJ 

tlL~O'ij~!1I 410~. ~V1mll~ufimn.Jn.JI),Jl-nuruan(;l, L~'l~l~I~!1If~1ii" ),J~I~V1m~tJ 

11),J~ILm'l , 2546. 
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. 
4 d 4 QJ 

~l';jl'l n. 1 ';jltl'lfll'YllJ'll'U'Ull'llJHI'Yl III 

o .... 0 
, 

l'Vm ~1~1J ~lU11'U'l'll'U lllQ'll'U 

1 " Co ~1J';j111';j ... 'If 7 

2 '1111111' lfhll'Ulli 'If 6 

3 '1111111' 1 ~lllf)1';j~ ~l~ 'If 7 

4 'I1'm,rl~lll,jty;rU~::f)1';j 1~'U ty 5 

5 'I1'm,rl~lllVi~lnUl 'If 7 

6 'I1'm,r 1 ~lll'Yl i' 'Vllll m lJlfl:16 ru 
u 7 

7 'I1111,rl~lm'Ylfll'U l~~tYl';jtY'U1'Ylfl' 'If 6 

8 l!nflW~fl'ltY~{'l.h::ti''Unli 'If 7 

9 
... 

'Unnt)11lJlll 'If 5 

10 'Vll! n'll'U ~lll1i';j f)1';j ru 7 u 

11 'Vll! n-3l'U~lll'Ulli q} 5 

12 'Vll!n'll'U~lllf)1Hml~ ty 5 

13 'Vll! n 'l1'U ~ lll,j ty ;rll~:: nn 1~'U ru 4 
u 

14 'Vll! ml'U~lllVi~l'IWl ru 
u 6 

15 'Vll! n'll'U~lll'Yli''Vllllm lJ'4 '1:16 ty 5 

16 'Vll!n'll'U~lm'Ylfll'U l~~tYl'ItY'U1'Ylfl' 'If 4 

" . 
'I1lJ'Yi''l11lJ~ 16 fl'U lllQ'll'Um~lI 5.81 iJ 



1l1f'1e.J'I.J'ln "11. 

~1~1~U~~UUU~~U~1~~~un1~~~~ 



. 
OW" 

ft1t111JV1 

mnJi::;d1t.!1:J'"l4'tlfntl1'W U'"l4'W11t1'W'fln LLft::;U'"l4'tI~1'W 

'q IW~ 1", n 1nJ LLft ::;m1 LL'll'li'W 

2 m11::;1.J~'"l~1't111::;~1J'tl'llilm 1::;~1J~1t1 LLft::;1::;~1J"'Orn'l1'W 

3 m11::;1.J 'lLf111::;\.f Uft::;tl1::;L~'Wfl'"l1l.JL~tI'l 

4 m1~h'l U 'W'"lV11'l4't11 m1f1'"l1l.JL~tI'l 
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I "I , 

~1r:n2-JV11ft't.m11~2-J1l1'1fnr\lLtlu.t'I'lU.Vln'l"ll'tl'li)VlmilYlu.fi ;'1Vhn11~4'tlLl'lti U.1t1 

U!2-JYl'lPl L~tl2-J1.J'k!~Vli il~j;lmn.J'k!1LVl 1l1fli)"Jl1i)I"I'lnnU~j;l~1Vln11 flru~i)I"I'lm12-JPl1~j;lf 

,li1~'1n1nr2-JVl1i)Vltl1ifti Ll'ltl;r'tl~~~1'11 '"l1n~1~'"l~~n1oifL~'tln1n;1i)4'tl1u.~'l;rtli)VlmilYlu.fi 

"n111J1ru 1n 111~uuu1Vl11fl'l12-J L~tI'I nUU1~~Vl fi1l1Yl LLUU (;J~tlIl1Yl" Lvh~u. 

j;'t'il'Uvl1 n'1u~Lij'UiftO:l~!J1l'!J1.'U iftO:l~!Jll'!Ju.'iln m1~LFl11::~m1u.'li~-nu. 

r)j;ltJU1~~'1fl ~'tl L~'tlU1;r'tl~~~1~2-J1rorl'l~1 sse 1~cKu'tl'lflm 
" iU.j;l'flU.n11~1 L ilu. .. nu. 

1 i) Lflrl ~lfU'"lrortlIl1 tl1 u. U'"lrortl1l1t1u.'fl n U '"lrortl ~ 1U.~ j;l~ 1Vl m12-J LL~~n11LL ,j'li'u.'lI'fl'l 

umVl L'fl ~~~1~ 

j;l1rl'l "lI.1 U'"lrortlIl1t11u."lI'tl'lUmVl L'tl 

cr 
,I'ltl'flu. ,I'lLL'lI'I 

(1) l"I'll'-J~U.MVl1'1n1~~U. (5) n1njhmi1fu.~u.LL~::~ltlt~ (11) n1~n~"IltJ'lIfl'l~l'l1ltifltJ 

(2) 'lfin1~fl'lL~i'-Jn11'lJltJ (6) ril~'I~ltJ'lIltJ (12) "l!tl'lVll'14'",4ltnlltJ 

(3) n"lnn'-JVl1'1l'lI"l'-J (7) n1~ij4'tJLL~::~NJu.ln~'-Jfin,rLLUU (13) ~m~tCU::L"'N~1l'1tl'lpfn1 

(4) n1~~m~n'lltl'l1JI"I~lm~ltJ 'LVI).! (14) n11LtJ1:tCU1LL~:: 

" 'lIltJ (8) "ltlUll·,..n1'1'Lu.~1U.~U.A'lLL~::uin11 tl1::'11ll'-J~u.ti 
... d ..... .. 

(9) n1~'" 'Im'-Jfi11'-JLL~::U~n1~tlu. "" 1 . ~tl ~ (15) L'ItlU. 'lIn11'11l1::LUtJ 1::nu. 

(1 0) l"I'll'-JVI~lnVl~ltJ'lItl'lm'-Jfin,r (16) tl1::L1lVl'lltl'l~u.PI1UtltJn~1 

t'tln1~ ~tlM1f"1 

(1) €~11n1~L~UL~'lItl'l~~n"luin11 (6) n11Ltl"'L~ru1::riU.i)~";1'L"'iin11LL''Iiu.tu.LLN 

(2) LLU.'l LU'-JI"lu.1VltJ'Lfl'L"Iq'llIl1Vi'-Jln;u. (7) 1l1'l::LPlm3n"l~'W~'lItl'ltl1::LVlPl1V1tJ'LU."l!,)'ItI 

(3) f3Ul~L~'-JI'i1~"'VltitlWll~ln 1 0,000 U1V1Li:lU. 2549-2550 

50,000 U1V1 (8) ~U.A'1V1"'LLVlu."Ilnll1l"1f3 L"l!U. tl1::riu.l'lI"l'-J 

(4) u. LtJUltJn11'11tJ1tJ"l!tl'lVll'1n1~41V1tlltJm'-Jfi~~,r LI"INn1~ 30 U1V1 

(5) n1ru~'11ll'-J~u.ti'lltl'lf3U1~L~tlfl'lL~i'-J 
Il1Vi ~ n1:tcU tl~:: riu.i) ~ 
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L'fln1fl ~tJfl11f'1 

(1) tI'"l4'tJ~1'-1~'-I"'1V1~LLVI'-I (6) n11LtI~L~'hJ1::ri'-l~lm111~iln11LL'!l~;'-IttALLN 

(2) tI'"l4'tJ~h'-lt11'-11'"l~~1~~'~~~~ (7) m'l::Ll'lmlii'"l~'W~'~~1.l1::LVlI'I'tVltJ1'-1'll'l~n 
(3) 1'I'l1)'(LL~n~1~'~~~'-I"'1LLfl::tjrn11 2549-2550 

(4) m1L;j1JL~'~~'q~-zq1'1-ln11)'( (8) ~'-I"'1V1~LLVI'-I'"l1nml'lfl L'll'-l1.l1::ri'-l~~I'1)'( 

(5) '-ILtJ1J1tJ'~~fl1J1fl LI"INn11 30 1J1V1 

(6) m1L;r1~'ll~~VI1~1'-1n114',,41'1-l,j1tJ 

(7) 1'I'l1).(rK~~n11~'-Ifl~YJ'-I 
ru ~ ... (8) m 1::'I-ltJ"L'-I~~'"l1n'!J'-I1" 

" 2 ~1kl(HU.phu.1",l1nu.(;]fl:;U'"l4'EJ L~EJn11il-J[l11~nr~lJ'hI11~1U'"l4'dl~ijf'l'l1l-J~1RC1J(;]'fl 

'fl~f01ml-J1mr'flmLPi1"'kl ;~Lnru-n~HU.tl~P1'l1l-J~1RC1JLL1J~LUkl3 n~l-J ~'tl 

n~l-J~ 1 ~'fl U'"l4'EJ~ijf'l'l1l-J~1~C1J(;]'fl'fl~f01nn:;(9)lJ~~l-J1n 

n~l-J~ 2 ~'tl U'"l4'EJ~ijP1'l1l-J~1~C1J(;]'tl'tl~f01m1:;(9)lJtJ1'.mfl1~ 

n~l-J~ 3 ~'tl U'"l4'EJ~ijf'l'l1l-J~1~C1J(;]'tl'tl~f01nn:;(9)lJii'tlEJ 

nfil-J~ 2 ijP1'l1l-J~1~n ILUtJ 2 L~h~J'fl~n~l-J~ 3 LLfl:;ri1",tJ~~1"'l1nn~l-J~ 3 Lvi1nlJ x EJn~'l'flth~ 
.. l1li kf.. .. 

" , 
L"1ltJ nni1~1tJ'lruu.1",l1nu'"l4'E.I1l1EJltJ n~l-JYl1 ij 5 U'"l4'EJ LL(;]fl:;U'"l4'EJijP1'l1l-J~1RC1JLVhnlJ 3X 

n~l-J~ 2 ij 6 U'"l4'EJ LL(;]fl:;U'"l4'EJijP1'l1l-J~1~C1JLvi1nlJ 2X 

n~l-J~ 3 ij 6 U'"l4'EJ U.(;]fl:;U'"l4'EJijP1'l1l-J~1~tlJLVhnlJ '"l:;1~~1 

(~1tJ'ltJu'"l4'EJlkln~l-J~ 1'f'I'l1l-J~1~C1Jn~l-J~ 1)+ (~1tJ'ltJu'"l4'EJltJn~l-J~2'P1'l1l-J~1~C1Jn~l-J~2)+ 
(~1tJ'ltJu'"l4'EJltJn~l-J~3'P1'l1l-J~1~n'nfil-J~3) = 1 , ";I , 

" ~fl'l1'fl~n11~1tJ'lruu.1",l1mLfl~~(9)~l?11n~ 'lJ.4 - 'lJ .6 

" (;l1n~ '11.4 u.1",l1nU'"l4'EJu'"l4'E.I1l1EJltJ'lJ'tl~lJ1';V1 L'fl 

0.0909 

0.0909 

1 
0.0909 

0.0909 



" j;]111-l '!I.4 ,hmrnuliI4'tlUIiI4'tI!l1t1LU'!I'tl-llJ1MV1 L'tl (f;]'tl) 

2 

3 

f'l,)1).J~1).J11nLUn11~1dlU-l1ULYl'tlri'tlLlXLn(1lPJru.n1't'lUfi~ 

~~U1LLlJlJm).Jfi11,r 

2 t1"1r.rtJYl1~i~f'\~ 

t1"14'tJYl1~iK1Un1"Lijtl~U~::n~,",~1tJ 

3 

nq).J~ UIiI4'tI~1U~j;]~1~nn).JLLfi~n11LL,j-liU 

f'\,)1~LL~n~1~'IItl~auA'1LL~::tjlm,. 

1 " ~L ' -~U~UYl ~~1~1"C1~tlm~tJULLUU 

m"L;r1~'litl~Yl1~4'~41'"'ti1tJ 

m"L;;ut~'IItl~~~~1,",m,.~ 

0.0909 

0.0606 

0.0606 

0.0606 

0.0606 

0.0606 

0.0606 

0.0303 

0.0303 

0.0303 

0.0303 

0.0303 

0.0303 

• '" U1~un 

0.1200 

0.1200 

0.1200 

0.1200 

0.3750 

0.2500 

0.2500 

0.1250 
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I ... 

nQllVl 

1 0.1200 

0.0800 

2 0.0800 

0.0800 

0.0400 

0.0400 
3 

0.0400 

0.0400 

3 l.h~Lijl.!fl,)llJ~lf'1ru UU·UUl.! 2 ~')l.! ~'tl mnlr~L~l.!fl,)llJ~If'1f1J'1I'tl-.l'(;)U~~U~~ 

,(;)t1'tll.! u~~mnh~L~l.!Pl,)llJ~1 f'1f1J'1I'tl~ L'tlnlt'l U~~~Ut'lrrPl 

3.1 nlrUr~L~l.!Pl,)llJ~If'1f1J'1I'tl~tf'"l9tJmtJ1l.! 

nI ru r~ L~l.!fl,)llJ~ 1 f'1 f1J'1I'tl~ U'"l9Wl1 tJ 1l.!'"l ~ 1 -if j;11 n~t'I ru nlr~ Lflrl~,xtf'"l9tJmtJ 1l.! 

" (Internal Factors Analysis Summary: IFAS) '"l~1-ifPl~LLl.!l.!Ltll.!Lnru.nur~L~l.!(;)~j;)'tl1uil 

fl ~ LL l.! l.! ~1'tlfi1JltJ 

1 Lth.lil"l4'tJ~~"llrCUILL~'l'Vl1J~I1JMhJi'lI~lrCl~"l::LYltJ1Jri1J~tllf.jIJli'lI~nr1~1J1 

Lt'ltJ ~~ti'il~ILth.l~r;,ti'il\.l~ln~~~ 

2 LU\.Iil"l4'tJ~~"llrCUILl.~'l'Vl1J~I1JMiif'l'lI~i'lI~lrCl~ln~l~tllf.jIJli'l'mnn~1JI~ 

JlI\.1 ~~ti'il~ILU\.I,"'ti'il\.l~ln 

3 LU\.Iil"l4'tJ~~"llrCUILL~'l'Vl1J~I1J'11i'v1iif'l'lI~i'lI~lrClLvhri1J~tllf.jIJli'lI~nn~ ;~ 

ti'il~lth\.lnt'll~ 

4 LU \.Iil "l4' tJ~ ~ "l1 rcu 1 LL~ 'l 'Vl1J ~ 11J'11i'Vl ii f'I 'l1 ~ i'l1 ~ 1 r Cl1J1 ~ JI 1\.1 ~~ n ~ 1 ~ tll 
~ ~ ' U co 

f.j1Jli'lI~nn~ 'l!~Cl'il'lIL \.I'~LL'IJ~ 

5 LU \.Iil "l4' tJYl~"l1 rcu 1 LL~ 'l'Vl1J ~11J '11i'Vl ii f'I'll ~ ii f'I 'l1 ~ i'l1 ~ 1 rCl L ~il'il n~1 ~tll 

f.j1Jli'lI~nrr~VJnJlI\.1 ~~ti'il~ILtJ\.I~"'LL~~~ln~~~ 
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tr~4'tJ1l1tj'lt..! 
;- ., I 

;- . ... 
t..!1l-1t..!n n11 PI~Ut..!t..!rt'l\lt..!1"'t..!n 

tl1~Lijt..! 

f'I'l1:J~t.u~.:IYn.:lm1~tJ 0.0909 5 0.4546 

mn.ihn1P1,t,toi1EJ 0.0909 2 0.1818 

n1~.:I~f'I~1n1~1EJ'1EJ 0.0909 1 0.0909 

1:~un11~n~~f'I~1n1~1EJ'1EJ 0.0909 3 0.2727 

1:uumruffi11 0.0909 2 0.1818 

~m1i'l.:lL~1:Jm~1EJ 0.0606 2 0.1212 

m1tlntlU1:J 0.0606 3 0.1818 

f'I'l1:J ~1:J 1 H1L tJ n11~ 1 L iltJ.:I1tJL Yltl 0.0606 2 0.1212 

fitl L~Lii '" "l CUf11'Y'j LL~ :~~ tJ1 LL UU 

r 
nnlfmlJ 

f'I'l1:J~1lJ11Cl LtJm1L'LYlf'l ttJt~ti 0.0606 2 0.1212 

:J1~~u~'ttJm1~1LiltJ.:I1tJ 
r 

f'I'l1:J"'~1n"'~1EJLLUun1:Jfin:J 0.0606 3 0.1818 

n11L~uln11V\utlnL",ntln1~11.h:riw1EJ 0.0606 1 0.0606 

n11n1:~1EJ~1'1ritlEJ 0.0303 2 0.0606 

f'I'l1:J~1:J11Cl~1U'tl.:lYl1.:1("'~1",ti1EJ 0.0303 2 0.0606 

Lf'lN~h.:ltl.:lP1n1 0.0303 2 0.0606 

m1HLIJ~CU1LL~:t11:'lI1i:J~ufi 0.0303 2 0.0606 

t11:Lf1Yltl1:riuil", 0.0303 2 0.0606 

~tlu't'llmri11:LtiEJtl1:riu 0.0303 2 0.0606 

'5"UI 1.0000 2.3334 

3.2 n1 nl1::: Ll4'Wfl'l1 ~~ 1 ~ t1!"lJ'il\lU~4' EJ1l1EJ 'W'eln 

n 11tl1:; Ll4 'Wfl '1 1 ~ ~ 1 ~ t1!"lJ'il\lU~4'Wl1EJ1.J'il n"'l:; 1, m 11\1fl ttl n 11~ Lfl11 :;\fU"'l4'EJ1l1EJ'W'iln 

(External Factors Analysis Summary : EFAS) ;\I~~Hfl:;LL'W'WLtI'WLnru"tl1:;Ll4'W~\I~'illtl~ 
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Pl ~ LL t.! t.! ~1tlfi1J1~ 

1 tllilr.r~f11~t.!tl nrltl1,x Ln~)'iftl L~~~1~f1Jtl~l"1n 1 

2 tllilr.r~f11~t.!tlnrltl1,xLn(;l;JtlL~m.J1nn~1;Jtl~~1~futl~l"1m 

3 tllilr.r~f11~t.!tlnrltl1,x Ln (;l;Jtl~ L Vl1n1J;Jtl L~~~1~fmJtl~tl~ flm 

4 tllilr.r~f11~t.!tlnrltl1,xLn(;l;Jtl~l-J1nn~1;JtlL~~~1~fu'tl~tl~l"1m 

5 tllilr.r~f11~t.!tlnrltl1,xLn(;l;Jtl~~1~fu,tl~tl~flm~ 

I ;' .... 

I'l::: LL t.!t.!Cl'N t.!1~t.!n 

0.3750 4 1.5000 

0.2500 4 1.0000 

0.2500 4 1.0000 

0.1250 5 0.6250 

'i'UI 1.0000 4.1250 

3.3 mn.h:::d:jt.!Pl'J1l-J~1 ~'1J'tl~tllilr.r~ ~1t.!~1f1~1~nnl-J LLfl:::mnL'll~it.! 

mnJ 1::: LS1t.!Pl'J1l-J~1 ~C1J'tl~tllilr.r~~1t.!~ If1 ~1~m1l-J LLfl:::m1LL 'll~it.!Iil:::H 1f11n~~llJm 1 

fjLPln:::,xtllilr.r~~1t.!~1f1~1~m1l-JLLfl:::m1LL'll~it.! (Competitive Factors Analysis Summary : 
I I , I 

~" l' '"' ~ " '"' ,J" 1.J '"' 1" ICFAS) 'lWJltl~fl t.!"l1tl~'V1 1 LLfl::: 2 ~(;ll-J11il1nlf1tlt.!'V1 1 LLfl::: 2 'CI'Jt.!'lItl~fl t.!'1Itl~'V1 3 "I::: "l11'l:::Ut.!t.! 

LUt.!Lmucy]1.h:::LS1t.!~~j;jtllun 
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I :- ... 

f'I~UUUm'lU1,..un 

0.1200 3 0.3600 

0.1200 3 0.3600 

0.1200 2 0.2400 

0.1200 4 0.4800 

0.1200 2 0.2400 

0.0800 2 0.1600 

0.0800 3 0.2400 

0.0800 2 0.1600 

0.0400 2 0.0800 

0.0400 4 0.1600 

0.0400 2 0.0800 

0.0400 3 0.1200 

1.0000 2.6800 
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----------------------I Q.I J Q.I Q.I tI QI ~I QI QI 

I nl';j';j~'tJ~1'lf1~';j~~lHNfln';j ';j~~1Jp.jltJ UJ;l~';j~~1J'VfUn~lU 

~lm).J~1fh.ml1i).J!lIMnrndju~'lu"'~~'lI'fl~~Y1mtl'Y'l'l.!1f d-'fl~ "m1\1m.nm1 

1~lJlJlj'hn1F1'lI).JL~tJ_.lnlJtl1~~Y1fi!lI'Y'1LLlJlJ(;JflUm'Y'l ;~.yhm1~4'uLl'lu 'l.nutlS).J'Y'I~f4" L~U).J1JC1I 

~Vli tl~(;ltl1'1!'1!ILVl !l1F1~'llI~PI'lnn).J'q(;l~I"'n11 Flru~~f'i'lm1).Jf'il~(;lf ,11'lMmnr 

).J"'I~Vlmiu LI'lU;rtll.JfI(;h~191nm1i).J!lIMnrn9~\Jnt11Ltl1;rL~tlm1~4'mvh,ru 
r)'(;lntl1~~~RRtl ~~I~c;l'l~r)'1'l1""ilFl'lI).J L"').Jl~~).JnlJr)'(;lntl1~~~Fl1u BSC ~,a~c;llJtl~Rm 1::c;llJ • • 
~IU LLfI~1::c;llJ'Y'Itl'n~lu 

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

1 .yhm11'llJ1'l).J"'~ c;l'l;lr)' 1'l"'~c;l'l;lr)'1'l Lnl LLfI::c;l'l;lr)' I'l~U1 Vl djULtlL~ULLc;ifl~ 

r)'(;l~tl1~~~R 

2 .yhm1tl1~L~Uc;l'l~r)' I'l 1ULLc;ifl::r)'(;l~tl1~~~ R LL~'l.yhm1Vll'l~tllJ~ru!lI'Y'1'l1tl~c;l'l~r)' I'l 
" LI'lUHLnru"c;l~\l(c;lI'lLLtlfl~91n 'Y'I~ LI'l'll~1UY1f. 2544 : 55) 

(;l111~ 'lI 13 FI'lI).J'Y'I~tl).J'lI'fl~;rtll.JfI (Data Availability) 

1 

2 

3 

Fl::U'U'U Fl'J12J'IUI1!1 

1 Li:Ju;rtll.JflVlU~ hlilm 1u'Ul1n'flth~ LtI'UY11~m1 L 'll'U ;rtll.JflVlL~r.nm1U1J FI FlfI 

2 Li:J'U;r'fll.JflVlilm1U'UlinLLc;iu~'lI1I'lm1(;l1'l9~'fllJ'fltJl~Li:J'UY11~m1 

3 Li:Ju;r'fll.Jfl~L~flJm1(;l1'l9~tllJ LTUlJ ffiu LL~'l LLfl~Li:JuVlUtl).J flJ"''ltl~1"l m 
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j;]111-l "lJ 15 fl'l1l-Jl1'UfllTtI"lJ'El-lif'El1oJ~ (Timeliness of Data) R'Eln1nJ1~d1'U~1if'fl1oJ~"lJ'fl-l~'l~t)~~ 

~ n~1ij 1m.nn fl'l1l-Jl1'Ufl lTtll-J1 m!'fl tI LLf'il Vl'U 

fl::UUU fl t;n~"UJ1!J 

1 Lu'Uif'ElloJ~ LU'El ~ j;]V1 ~1'U 11.1 LL~'ll-J1 nn~1Vlil~n 

2 U., ..I... ... .. ,:1(. n..l ., 
L 'U"lJ'fl1oJ~'Vll-Jn11lJ'U'Vlml-J'fl 'VlLL~'l 

3 Lu'Uif'flloJflUIij,U'U 

j;]111-l "lJ 16 ~'UVJ'UL'Un114'~Vl1if'fl1oJ~ (Cost of Data Collection) R'Eln11tl1~Ll1'U~1fh~'fl-ln11 

if'flloJ~"lJ'fl-l ~'l~t) ~~~1ij11ru1 ~'El-l L -D L~'UVJ'Ul-J1 m!'Elti L Yltl-l L~ 
fl::UUU fl 'l'UJ\UI1!J 

1 H ~'UVJ'Ul-J1 n L'Un114'~ LnlJif'fl2Jfl ti-l"lJ'U1 ~~'fl~~1-llJm'Vl~'Ul-J1Vi 1 n11LfilJif'fl1oJ~ 
0 ... ., 

'Vlj;]'El-ln11 

2 H~'UVJ'Utl1'Unfl1-l 

3 L~t1f'i1Hr.hm!'fltll-J1n 

., ., 0 

j;]111-l "lJ 17 fl'l1l-Ji~LIij'U"lJ'fl-l~'l;]t)~ (Clarity of KPI) R'Eln11tl1~Ll1'U~1~'l;]t)~V1~n~1ij11ru1n 

R'l1l-Ji~LIij'U LtI'U~Lif1Lliji'll-Jfl'U"lJ'fl-lVJn1 ~1t1 

fl::UUU fl'l1~'1UJ1!J 

1 ~'l;lt) ~,ruhln fl'l 1 l-Ji ~ LIij'U 

2 tl1un~1-l 

3 Lif1 LIij~1t1 

fl::UUU fl'l1~'VI~1!J 

1 1"] LLfl ~-lti~ ~~ n11~1 Lil'U~1'U~1' ~ 

2 LLfl ~~ lcJlu1~ ti~ ~fl n11~1 Lil'U-l1'U~t) ~ 

3 LLfl ~~ lcJli ~ LIij'Uti~~fl n11~1 L il'U~1'U~t) ~ 
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m11-.l '!I 19 j;]'J~rJ~~'W~1l-Jl1ClL'Wn1m . .1TtlULVltlU(Comparability of KPI) ~'fln1nh::Lij'W~l 

j;]'J~rJ ~~\ln~~ln1.! 1~1l-Jl1ClU.l hJ LmtiU LVltlU CJf\ n11~1 L ll'W-.l1 'WnU'fl-.l P1nn~1'fl~t.htl-.ll'W~'W ~1tJ 
CJf\n11~1 Lll'W-.ll'W L'W'fl ~~1c1l~1'fl hl 

fI::U 'U'U fI'J1~"UJ1!1 

1 hl~1l-Jl1ClLmtl1JLVltlu1c1l'El-.ll"1m 

2 LU1tIU LVltlu1c1lnuUl-.l'fl-.lP1n1 

3 LmtiU LVltlu1c1lnu~ml-.ll"1m 
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~1rn).!~Hlwmri)'!fl1~nreLtlU~'lUVl~'l"'el'l~YlmllYfw1f ~'il'l "mr\!nl,nmr 

r:::UUUTvl1rfl'l1)'! L~tJ'lnUUr:::~Yltifl1'r'i LLUU ~fi tJfl1'r'i ;'lYhmr~r.ltJ L~tJ u1tJu3).!'r'i'l1'f L~tJ).!1.J t1l 

'lYli ll~[;1t.l1t1lt1l1LYl fl1fl~"ll1~~'lmr).!~[;1fl1Vln1r flrw:::~Mmr)'!~1t'l[;1f ,li1fi'lmru 

)'!Vl1~YlmitJ L~tJ;r'ill;1fij;J1'l1 "i1nmri)'!fl1~rue"i:::~nu.11uLonL~'ilmr~r.ltJLYl1Ju 

1. r.I~vi1 LLUUv.J'elf).! RMSSC WORKSHEET L~'elH1Un1HrilJ;r'ill;1~ 

L~mnUfl'l1)'!L~t1'l 

2. vi1mn:::1.Jfl'l1)'!L~tJ'lLLj;Jfi:::1'(;)~ur:::t'l'lf1'll'il'l sse ~'l 3 r:::t11lJ ~'il r:::t11lJ 

u1Vl1rr:::t11U~1t1 LLfi:::r:::t11U'r'i,j'n'l1U ;'l"i:::1frlfimri)'!fl1Mrut'l)'!1;nLU 

Vi),!~r.ltJ L~tJH'~1rn)'!~~1 " r;1'l~1'~~Hluuj;Jfi:::1'(;)rlur:::t'l'lF1 n1vi1'h.J1~ • 

3. vi1mn:::1.JPl1L'elmt'l fl'l1).!tuLLN Ufi:::fl'l1).!t'l1)'!1rrlLUmr[;1r'l"ir.lu L~tJ 

Lon Lnrw-nur:::Li1ur:::t11U L'el mt'l1 um nil~fl'l1)'! L~t1'l mrw-nur:::Li1ur:::t11lJ 

fl'l 1)'! tU LL 1-1 1 um nil ~ fl'l 1)'! L~ t1'l LLfi::: Ln rw-nur::: Li1U r:::t11U m r(;) r'l'"lr.llJ 

fl'l1)'! L~t1'l 
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1~,;11J Probability ~1'Elfi1J1tJ 

2 0.21-0.40 

3 0.41-0.60 

4 0.61-0.80 

5 0.81-1.0 

" 0.1429 ~n~N::LL1Juilpj1 Occurrence '!lfl~ KPI-xx-xx 'I::iif'l::UUULVi1riu 1 

.... 1 ...... 1.." t... t ~ .J..I 
tUfl KPI-aa-aa Lf'ltl~1umn..J1::U.JU)J1LLi'I'l 6 f'lN )J 1 f'lN'Vlflflntlflnll'l~'Vl 

'" ~.I!"'" .'"I ' tlfl)JruLVI '!!~f'liJ1LuUf'l1 P = 0.1667 

tflmi'l~~'l;~iJ1fl~ufln'li'l~~tlfl)Jfu1::~U Unlikely L'liU KPI-xx -xx Lf'ltl~1Um1 

tJ1::LijUW1LL~'l 7 f'lf~ ii 2 f'lf~~fl~ufln'li'l~~tlfl)Jfu't;r ~~~iJ1LUUpj1 P = 

" 0.2857 ~n~N::LLuuilpj1 Occurrence '!lfl~ KPI-xx-xx 'I::iif'l::LLUULVi1riU 2 

.. 1 ....... 1"'" ~... ~..J .J..I 
'-'1fl KPI-aa-aa Lf'ltl~1Um;ru1::L)JU)J1LLi'I'l 6 f'lN )J 2 f'lN'Vlflflntlflnll'l~'Vl 

'" ~.I!"'" .'"I ' tlfl)Jru LVI '!!~f'I~LuUf'l1 P = 0.3333 

tflmi'l~~'l;~~fl~ufln"ll'l~~tlfl)Jfu1::~U Possible L"IIU KPI-xx -xx Lf'ltl~1U 
_1'" " ~... ~.j, .J.j '" ~.I!"'" .'"I ' 

mnJ1::L)JU)J1LLfl'l 7 f'lN )J 4 f'lN'Vlfl~Uflnll'l~'Vltlfl)Jru Ll'1 '!!~f'I~LuUf'l1 P = 

" 0.5714 ~n~N::LLuuilpj1 Occurrence '!lfl~ KPI-xx-xx 'I::iif'l::UUULVi1riU 3 

tflmi'l~~'l;~~fl~ufln"ll'l~~tlfl)Jfu1::~U Possible L"IIU KPI-xx -xx Lf'ltl~1U 

mnJ1::~U)J1LL~'l 7 f'lf~ ii 5 f'lf~~fl~ufln"ll'l~~tlfl)Jfut~ ~~~~LUUpj1 P = 
" 0.7143 ~n~N::LLuuilpj1 Occurrence '!lfl~ KPI-xx-xx 'I::iif'l::UUULVi1riU 4 

" 0.8571 ~n~N::LLuuilpj1 Occurrence '!lfl~ KPI-xx-xx 'I::iif'l::LLUULVi1riU 5 

.... 1 ...... 1...... ~... t..l ..J..I 
'-'1fl KPI-aa-aa Lf'ltl~1Um~lJ1::L)JU)J1Uf\'l 6 f'lN )J 5 f'lN'Vlflflntlflnll'l~'Vl 

'" ~.I!"'" ."1 ' .. . "1 '" ~",.j , .J.j '" ~.I! 
tlfl)Jru LVI '!!~f'liJ1LuUf'l1 P = 0.8333 '-'1flLuU~'l'll'l~'Vlfl~Uflnll'l~'Vltlfl)Jru Ll'1 

LUUtJ1::41 



FI'J12-1'5''UU.'5'~1. 'Un1'5'bn (;lFl'J12-1 b~!I~ • 
r::~u Descriptor 

~'l1).J L~tJ"'1tJ ~1'Un1 r~'U 

Insignificant I ~C\jL~m~uLiiul~Liiu 1 0,000 lJ1Y1~ultl LLlJll~v'h1.~lJ11i'Y1 
11 1 {;lYJU 

2 Minor I ~C\jL~tJI~ULiiu 1 0,000 lJ1Y1~ultl LLlJll~";11.~lJ11i'Y1'1l1{;lYJu 

3 I Moderate I lJNY1~)J~m~1{;lYJu tl~::)J1tul~Liiu 1 ~1UlJ1Y1 

4 Major - ~ .. --;;---l'" ltl lJmY1'1l1{;lYJuLnu 1 ~1U 'IlU 

5 I Catastrophic tJftl~iJ{;llJm 

~1~fiu1U 

~'l12-1L~tJ"'1U~1'U1.J~~1n1 ~'l1).JL~tJ"'1tJ~1'U~~L~U'l~'1~n1 
~::~lJL~niltltJ L'lIU L~U'U'Iltl~1.UlJm I ~nphtY1nntlurilJ't'i,rn~1ULL~::HL'li~1l~ 

Liiu 1 itl~1\-l1ummr'filC\j\-l1 

~::~lJtl3)J'YitJ1lJ1~ I ~nphtY1~)J1iJ1tl~1t'JLLNrilJlJNY1 LL~::H 

~::~lJtJftl~L;hfn~11.utN'r'itJ1lJ1~ 

.. .. 
)Jmru1{;lL"IlJ\-l~1tJI'IU 

~'-l1'l~1nrL~tJ~tJ1 

L'l~11~Liiu 1 L~tlu1.ummrlilC\j\-l1 

~mm~::"I1tJ,j1'l1.U'l~41ri{;l L'lIU m::"I1tl 

L~'r'i1::~tl~ULY1tlfLiltJI LUUtJfU 

~mm'r'iim::"I1tJ,j1'l1~~'Vi'ltlmY1f'1 

~n1rLL'r'iim::"I1tJ,j1'l-X~1~~1.uLL~::Utln 

t1~::LY1f'1 
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~---------------------------------I ' ,I 
4 V 'I"" .... I 

I ,"H).:I m"nY'jl.:lUl!1'Y1H n .. ml"H)~m'jfl111lU,.tl.:l 
I I 

---------------------------------~ 

~1tl1l_J~1_ntJn11~l_J111~ruddjtJ~'ltJt_I~~~'il~fjVltl1ilynJfi d-'il~ "n1T1JmnmT 

1~tJtJtjhn1fl'l1l_J L~tJ~nUlh~~VlfimymtJtJ ~~tJI1TYi ~~vhm1fj4'tJL(;)tJ tJ1tJU 3l-JYl~ ~ L~tJl-J1i ClJ 

~Vl i il ~ 111 tl1tl.J tl.J 1 LVl 111 PI fj-n 1 fj PI'l mTl_J'q 111 ~ 1 t_I n1 T PI ru:::fj PI'l mTl-JP'I 1 f'l 111 f , l11 ~~ mru 
~ , ~ 

l_Jt_I1fjVltl1~tJ L(;)tJ'~i'illJ~(;]1~191nn1T~l-Jm~ruil9~~nt111uHL~'ilmTfj4'myhutJ 

r)l11tJUT~f'l~1"l L~'ili1f'il~f'l ~1~ LLtJ'lVl1~4'(;)mTPI'l1l_J L~tJ~~~1~tl.J~'il~tJ1'~Vl L'il nitJl11'fltJn11 
~ 

~1LiltJ~1tJ~tu~~il 
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Risk Treatment 

Reduce the .. .. 
~1L'\.1f;J~'WS1'W Avoid the likelihood of Reduce the Transfer the Retain the 

risk the consequences risk risk 

occurrence 
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I ---------------------------------------

~1m~~1if1l.ln11ihJJ11~nr~Lijl.l~')l.ll_lii'l"1l'il'lfjYlmilyil.uf Lf'il'l "n11\j1n.nn11 

1::;UUU'hl111"1')1~L~tJ'Inu1.h::;~YlfimYHLUU~~tJm~ ~'1Vhn11fjr.rtJLt11tJ l.l1tJU~~~'1~ L~tJ~lIClJ 

~Yli il~I'11fin.JC1J1LYl 1l1I"1fj'll1fjMnn~~1'1~1l-1n11 I"1ru::;fjP\')nn~Pl1~l'1f '~1~'1mnr 

~l_I1fjYlm~tJ Lt11tJ;r'ill;J~~1'11 r.l1nn1ii~m~nr~'"l::;~ntl11uHL~'fln1ifjr.rmyh,rl.l 

rJl'1~1.h::;~'1 fl L~'il ~'fl'lU1::;Lnl.lI"1,)1~ L~tJ'Iw~''1n1nh::;tJn (;]LoD' LL~l.lr.rt11 n1il"1')1~L~tJ'I~~1f'1C1J"1l'il'l 

U1,;'Yl L'il iJ,yl.lI'1'ill.ln1i~1Lill.l'l1l.l~vJ~'1~ 

LL~l.l 

2 vi1n1ii~1l1~nr~m;n 1l.lYi:.Jfjr.rm~'il~'flUm~ ~~~1;)'"l1nn1iH LL~l.l Lt11tJiJ Lnru'tln11 
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m'i~fl'l1~L~tJ.:J 
r1'fl'Wil LL~'Wr.r I?lm1fl'l1~L~tJ.:J LL~'Wr.rl?lm1fl'l1~L~tJ.:J 

s- s-
L C LxC 1'fltJ~~ L C LxC 1'fltJfl~ 



111fOle.J'lJ'ln fOl. 

llJ~I?lj;]1l-JLLfl:::fl'tllJ'Vl11.m114'1?ln11P'1,)1l-JLam LLfl:::L'tlnfl1n.h:::n'tllJ 

n1 ru11EJ1tJ n1ru1vt1:i'P'I,)1l-JLatJ-.ll~1J11i''Vl L'tl 
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lJW11!1'Uf)111111111fll1lJLiYtJ-:j (ASINZS 4360) 

Cl tI.c: ~ ~ tI 

3. f11':i1!fl':il~'11fl11lJ!'NV~ (Risk Analysis) fltlf1n1!fl':il~'11'111 

1 tI f11'N1 'W f11':i!n~fl11lJ!~M(Likelihood) !!~~fl11lJ':i'W!! ':i ~ • . " .,. ... ~ 

'tItI~~~f1':i~'VIU'YHf1~'tI'U (Consequences) 

''i&. t1l1mlLn." ,;".MII .s::flUfI::&W'U o . 

I umn.nn (Rare) LflmIlLnlllmm.J1n(loil"l::Lnill I I'If~) 

2 UflU (Unlikely) 'WrifluilLflmIlLnlll(sil"l::Lnill I I'If~) 

3 l..h'IJnfm (Possible) fl1"lLnlll~'IJ'l;rth~ 1.J1~Lflmll (ilfl::f'lf~) 

4 ,.nn (likely) Lfln1I1Li1111rifl'IJ;r1~U.ti'IJfl'IJ('I'ln~fl'IJ) 
.I 

1.J1nl'1I'!III 
mfln1I1Lnlllu.ti1('I'ln'i'IJ.'I'lntfUIII11.1) 5 

(Almost Certain) 
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r c'r.:.ru~ 
vlf11'n~ ;.) 

~ 
~ ~. 1 

iJfltnnn (Insignificant) 'U.J~n1nJ1"'L';tJ, OCl.Uft!lm~n11L~UUfl!l L'IIUr111: 
ft"'ft~U;nUfl!l 

2 .. 
~n1nJ1111L';tJLnnUfl!lUlitJ3~!l1tJ1n, O'llLi!lYl1~ 1.Iflf/ (Minor) 

n11L~14tJ1unn1~ L,h~ L~UiJ'W.Iftfl1"1"1::fl"'fN 
3 

tJ1Unft1-1 (Moderate) ~~~f1.m1"fm11"11nuWflv' O'llL"!lYI1-1n1"L~U 
rifl14;;1-1~1n L'lf14;jn1nJ1"~14 

U1111L;Uft1Mft, O'liLfttm1-1n1"L~~1n L'lf14 fl1"l"l:: 4 ~nn (Major) 
'U.J;jL~14'\n'14L1!114 fl1"1"1::~fl-l~n1"L~~U ",ffi 
tJ.I ...... 

L fttN~nfl'iU 

~1n~~111 (Catastrophic) .. a.... a - .... 5 
~n1"L tJ1I'lPl, O'liL tm1~n1"H~"'1f11n~~nn~ 
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Almost Cart .... 

(5) 

Likely 

(4) 

Possible 

(3) 

Unlikely 

(2) 

(1) 
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" Q;' Q 

~-3U 

1 . f1l~i1ftfll~tJllfl111JlatJ;1l (Avoid t?e risk) l~ilfl1~i1ftm~tlr i11fJ 
_.I.od. _.J" .. ~ .od.' 0 .. 

LiJafJU1~'iJaljmlfl~m'YI1'LlUf111lJlnfJ'I L'Iru nl~'Hqilvnn'llnrnJ f11'I 

. iH'1JLtl~tJt1iiltL 'IJ'I}f117'i1Liit.jn17'111tJ7::'lJmhll'1 · nT' lUl~t1 .1flf117 
A1Li1unl~ft1~lilfifJtJM~etl!'l.J1~QtI'::nllti'nl,vhHU 
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