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Ö¿éñ†ìú Îéíþ ƒƒƒƒƒ�µôø»þ ì~ü±ü• ¶ç|ì•

…¤í~ ‹±…{þ
1

/ ì¥í~°Â† ìéßþ
2

/ ìýñ† âé·}†ðþ
3

/ Îéþ …üí†ðþ
4

|Í
|

ô¾õë ìÛ†èú: 82/11/68 €|…¾ç§ ðù†üþ: 51/4/78 € �̄ü±½ ðù†üþ: 51/01/78

…°²ü†‹þ ðË†ï ì~ü±ü• Îíéß±¬ Þ†°Þñ†ó

‹ýí†°¶}†ó …ìý±…èíõöìñýò)Ñ( ¶íñ†ó ‹† …¶}×†¬û …²

°ô½ Þ†°– …ì}ý†²ÿ ì}õ…²ó ¬° ¶†ë 5831

ìƒÛƒ~ìú:ì~ü±ü• Îíéß±¬€ ðý†² …›}ñ†Ž ð†�̄ü± ø± ¶†²ì†ó …›}í†Îþ …¶•. ‹ýí†°¶}†ó|ø† ‹ú Îñõ…ó ¶†²ì†ó|ø†üþ …›}í†Îþ€

‹ú ìñËõ° ¤×Ì ìñ†‹Ð€ ‹ú …¶}Û±…° ì~ü±ü• Îíéß±¬ ¬° …°…̂ú ̈~ì†– ‹ù~…º}þ ô ¬°ì†ðþ ðý†² ¬…°ð~.

°ô½ ‹±°¶þ:…üò ìÇ†èÏú ‹ú …°²ü†‹þ ðË†ï ì~ü±ü• Îíéß±¬ Þ†°Þñ†ó ¬° ‹ýí†°¶}†ó …ìý±…èíõöìñýò)Ñ( ¶íñ†ó ¬° Æþ ¶ú ¶†ë

…¶}Û±…° …üò ðË†ï ¬° …üò ‹ýí†°¶}†ó �±¬…̈}ú …¶•. ›ù• …°²ü†‹þ€ …² °ô½ Þ†°– …ì}ý†²ÿ ì}õ…²ó …¶}×†¬û º~û …¶• Þú ¬°

Ÿù†° ì¥õ°: ì»}±ü†ó€ Ö±…üñ~ø†ÿ ¬°ôó ¶†²ì†ðþ€ ì¥õ° ì†èþ ô °º~ôðõ„ô°ÿ€ ð}†ü� ¤†¾ê °… …² Æ±üÜ {©¿ýÀ …ì}ý†²

…°²ü†‹þ ìþ|Þñ~. ì¥õ° ì»}±ü†ó º†ìê …ø~…Ù …Ö³…ü¼ °Â†ü• ‹ýí†°…ó€ Þ†ø¼ ºß†ü†– ô …Ö³…ü¼ …ðãý³û Þ†°Þñ†ó ìþ|‹†º~.

ì¥õ° Ö±…üñ~ø†ÿ ¬°ôó ¶†²ì†ðþ º†ìê …ø~…Ù …Ö³…ü¼ ¶Ç¦ ‹ù±û|ô°ÿ ôÞý×ý• ̈~ì†– …°…̂ú º~û€ ì¥õ° ì†èþ º†ìê …ø~…Ù

�±¬…̈• ìŒ}ñþ ‹± Îíéß±¬ ô Þ†ø¼ ø³üñú|ø†€ ì¥õ° °º~ôðõ„ô°ÿ ðý³ º†ìê …ø~…Ù …Ö³…ü¼ ¶Ç¦ „â†øþ �±¶ñê€ …°{Û†ÿ ¶Ç¦

{¥¿ýéþ ô …Ö³…ü¼ ìý³…ó ÷Œ†– Þ†°Þñ†ó ìþ|‹†º~.

üƒ†Öƒ}ƒú|øƒ†:üƒ†Ö}ú|ø†ÿ ì† ð»†ó ¬…¬ Þú: ¬° ì¥õ° ì»}±ü†ó€ °Â†ü• ì»}±ü†ó 6/98 ¬°¾~€ ºß†ü†– 92/0 ¬°¾~€ °Â†ü•

Þ†°Þñ†ó 3/53 ¬°¾~@ ô …ì}ý†² ì¥õ° ì»}±ü†ó 5/14 …¶•. ‹ù±û|ô°ÿ ̈~ì†– 55/37 ¬°¾~€ ðÛÀ Þý×þ ̈~ì†– …°…̂ú º~û€

75/0 ¬°¾~ …¶• Þú 6/0 …ì}ý†² ìñ×þ °… ‹ú ̈õ¬ …̈}¿†Á ìþ|¬ø~. ¬° ðù†ü• …ì}ý†² ì¥õ° Ö±…üñ~ø†ÿ ¬°ôó ¶†²ì†ðþ€ 4/63

{Ïýýò ìþ|ºõ¬. ¬° ì¥õ° ì†èþ Îíéß±¬ÿ ðíõ¬ó �±¬…̈•|ø† 6/61 ¬°¾~ ‹õ¬û Þú …ì}ý†² ‹\Ï~|ì†èþ 6/ 61 …ì}ý†² …Îçï ìþ|â±¬¬.

¬° ì¥õ° °º~ôðõ„ô°ÿ€ …Ö³…ü¼ ¶Ç¦ „â†øþ �±¶ñê 001 ¬°¾~€ …Ö³…ü¼ ¶Ç¦ {¥¿ýéþ �±¶ñê 93 ¬°¾~€ ìý³…ó ÷Œ†–

Þ†°Þñ†ó ð}†ü� ¤†¾éú 4/98 ¬°¾~ Þú …ì}ý†² Þéþ …üò ì¥õ° 1/98 …ì}ý†² {Ïýýò ìþ|ºõ¬.

ð}ýœú|âý±ÿ:‹ý»}±üò …ì}ý†² ì±‹õÉ ‹ú ì¥õ° °º~ôðõ„ô°ÿ …¶•. ì¥õ°ø†ÿ ì»}±ü†ó€ Ö±…üñ~ø†ÿ ¬°ôó ¶†²ì†ðþ ô ì†èþ

‹ú {±{ý� ¬° ¬üã± °¬üØ|ø†ÿ …ì}ý†²ÿ Ú±…° ìþ|âý±ð~. ‹ñ†‹±…üò …üò ðË†ï ì¯Þõ° ¬° ²ìýñú ì†èþ Þí}±üò ìõÖÛý• °… ¬…º}ú ô ‹†

{õ›ú ‹ú {í±Þ³ …üò ðË†ï ‹ú �±¬…̈•|ø†ÿ Îíéß±¬ÿ€ ÂÏØ ðË†ï ¬° …üò ì¥õ° ì»ùõ¬ …¶•. ›ù• …¶}Û±…° ðË†ï€ ›é� ì»†°Þ•

Þƒ†°Þñ†ó ô ì~ü±…ó ô Î~ï ¶±̈õ°¬âþ …² ð†Þ†ìþ|ø† ¬° ì±…¤ê …ôèýú …›±… …² Æ±üÜ {»ßýê ›é·†– „ìõ²ºþ - {õ›ýùþ Þú

²ìýñú|¶†² Ö±øñä ìñ†¶� ¶†²ì†ó ‹†º~ Â±ô°ÿ …¶•. ð}ýœú „ðßú ðýê ‹ú …ø~…Ù ðË†ï ì~ü±ü• Îíéß±¬ ì·}é³ï {õ›ú ‹ý»}±

‹ú ‹·}±|¶†²ÿ ¬° ²ìýñú|ø†ÿ Þý×ý• ̈~ì†– …°…̂ú º~û€ Îíéß±¬ÿ ðíõ¬ó �±¬…̈•|ø† ô ›é� °Â†ü• ì»}±ü†ó ìþ|‹†º~.

Þéý~ ô…́û|ø†:Þ†°– …ì}ý†²ÿ ì}õ…²ó€ ì»}±ü†ó€ Ö±…üñ~ø†ÿ ¬°ôó ¶†²ì†ðþ€ °º~ ô ðõ„ô°ÿ€ ‹\Ï~ ì†èþ

1 - …¶}†¬ü†° â±ôû ì~ü±ü• ̈~ì†– ‹ù~…º}þ ô ¬°ì†ðþ€ ¬…ð»ß~û ì~ü±ü• ô …ÆçÑ|°¶†ðþ �³ºßþ€ ¬…ð»ã†û Îéõï �³ºßþ …ü±…ó

2 - …¶}†¬ü†° â±ôû ì~ü±ü• ̈~ì†– ‹ù~…º}þ ô ¬°ì†ðþ€ ¬…ð»ß~û ì~ü±ü• ô …ÆçÑ|°¶†ðþ �³ºßþ€ ¬…ð»ã†û Îéõï �³ºßþ …ü±…ó

3 - ¬…ð»œõÿ Þ†°ºñ†¶þ …°º~ ì~ü±ü• ̈~ì†– ‹ù~…º}þ ô ¬°ì†ðþ€ ¬…ð»ß~û ì~ü±ü• ô …ÆçÑ|°¶†ðþ �³ºßþ€ ¬…ð»ã†û Îéõï �³ºßþ …ü±…ó€ ðõü·ñ~û ì·‰õë@

)moc.oohay@7958-bkm :liamE(

4 - ¬…ð»œõÿ Þ†°ºñ†¶þ …°º~ …Ú}¿†¬ ‹ù~…º•€ ¬…ð»ß~û ì~ü±ü• ô …ÆçÑ|°¶†ðþ �³ºßþ€ ¬…ð»ã†û Îéõï �³ºßþ …ü±…ó

Ÿßý~û
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ðÛ¼ ìùî ‹©¼ ‹ù~…º• ô ¬°ì†ó ¬° …°{Û†Š º†̈À|ø†ÿ

ìƒ©ƒ}ƒéƒƒØ …›ƒ}ƒíƒƒ†Îƒƒþ€ Öƒƒ±øƒñƒãƒƒþ ô …Úƒ}ƒ¿ƒ†¬ÿ Þƒ»ƒõ°øƒ†€

¶†²ì†ó|ø†ÿ ¬°âý± ¬° …üò …ì±°… ‹± …üò ¬…º}ú …¶• Þú ‹†

‹†²ðã±ÿ …¶†¶þ ¬° ºýõû|ø†ÿ ì~ü±ü• ¶çì•€ ‹ý¼ …²

�ý¼ ¬° ›ù• …›±…ÿ Þ†°„ì~{±üò °ô½|ø† ¬° ‹ß†°âý±ÿ

ìñ†‹Ð ì¥~ô¬ ìõ›õ¬ ô {†‡ìýò ¶çì• „¤†¬ ›†ìÏú ì¿íî

â±¬ð~. …ì±ô²û ‹ú ̈õ‹þ ð»†ó ¬…¬û º~û …¶• Þú ìùî|{±üò

ìƒõöè×ƒú|ø†ÿ ì~ü±ü• ìñ†‹Ð ¶†²ì†ðþ€ „ðù†üþ ø·}ñ~ Þú ‹ú

ð¥ƒõÿ ‹ƒ† ¶ƒ±ì†üú|ø†ÿ …ð·†ðþ ì±{ŒÈ ìþ|ºõ¬ …üò ì·†ðê

‹ƒƒ†Îƒƒ™ ºƒƒ~û …¶ƒƒ• Þƒƒú ¬° ¶ƒƒ†ë|øƒ†ÿ …̈ýƒ± °ôüßƒ±¬øƒ†ÿ

ìƒ}ƒ×†ô– ì~ü±ü• ¶†²ì†ðþ ô ‹ú ̈¿õÁ ì~ü±ü• ìñ†‹Ð

…ð·†ðþ ìõ°¬ {õ›ú Ú±…° âý±¬€ ì~ü±ü• ìŒ}ñþ ‹± Îíéß±¬

üƒßþ …² …üò °ôüß±¬ø† ìþ|‹†º~.]1[ ‹ýí†°¶}†ó|ø† ô ì±…Þ³

‹ù~…º}þ ô ¬° ì†ðþ øí†ðñ~ üà ô…¤~ ¾ñÏ}þ ì}»ßê …²

Îõ…ìê {õèý~€ üÏñþ ¶±ì†üú ô ðý±ôÿ …ð·†ðþ€ {ßñõèõÿ́ ô

{ƒœùý³…– ¬° ›ù• {õèý~ ì¥¿õèþ ‹ú ð†ï ¶çì• ‹±…ÿ

…ðƒ·ƒ†ó|øƒ† âƒ†ï ‹ƒ± ìƒþ|¬…°ðƒ~ ô ¬° …üƒò ìý†ó ðÛ¼ ì~ü±ü•

Îƒíƒéƒßƒƒ±¬ ‹ƒƒú âƒƒõðƒƒú|…ÿ ‹ƒ†°² ìƒÇƒ±§ ìƒþ|ºƒõ¬.]2[ ô²…°–

‹ƒùƒƒƒ~…ºƒƒƒ• ðƒýƒƒ³ ¬° ›ƒùƒƒ• {ƒÛƒƒõüƒƒ• °ôðƒƒ~ …¾ƒƒç¤ƒƒ†– ô

Ê±Öý•|¶†²ÿ ìñ†¶� ‹±…ÿ …¶}Û±…° …ø~…Ù ìùî …¾ç¤þ

‹©¼ ¶çì•€ ì·‰éú {õ¶Ïú ì~ü±ü• ô {õ¶Ïú ¶†²ì†ðþ

°… ìƒƒõ°¬ {ƒõ›ƒú Úƒ±…° ¬…¬û ô …¾ƒç§ ¶ƒ†̈}ƒ†° ìƒ~üƒ±ü}ƒþ ô

…Úƒ}ƒ¿ƒ†¬ÿ ‹ƒýƒíƒ†°¶ƒ}†ó|ø†ÿ ô…‹·}ú ‹ú ¬…ð»ã†û|ø†ÿ Îéõï

�³ºßþ °… ¬° …èõü• ‹±ð†ìú|ø†ÿ ̈õ¬ Ú±…° ¬…¬û …¶• ô ¬°

…üƒò °…¶ƒ}ƒ† ‹ƒ± …¶ƒ†¹ ¶ƒú …¾ê Þéþ ì·õöèý•€ Îíéß±¬ ô

�ƒƒ†¶ƒ©ƒãƒõˆƒþ€ �ƒñƒ� ‹ƒ±ðƒ†ìƒú °…øƒŒƒ±¬ÿ …² ›ƒíƒéƒú ìƒ~üƒ±üƒ•

Îíéßƒ±¬ Þƒ†°Þñƒ†ó °… …̈}ýƒ†° ðíõ¬û …¶• Þú ‹± …¶†¹ „ó

Ÿãõðãþ …ð~…²û|âý±ÿ Îíéß±¬ Þ†°Þñ†ó ô‹ýí†°¶}†ó|ø† ô

‹ùŒƒõ¬ Îíéßƒ±¬ „ðƒ†ó {Œýýƒò ô ìƒ³¬ Þ†°Þñ†ó ‹ú ¤œî Þ†°ô

Þý×ý• ô ›é� °Â†ü• ì»}±ÿ ì±{ŒÈ ìþ|â±¬¬.]3[ …² ‹ýò

°ô½|øƒ†ÿ ì©}é×ƒþ Þƒú {ƒ† Þñƒõó ‹ƒ±…ÿ …°²ü†‹þ ô ø~…ü•

Îíéßƒ±¬ ¶ƒ†²ìƒ†ó|øƒ† ìÇƒ±§ ºƒ~û|…ð~ ì~ë Þ†°– …ì}ý†²ÿ

ì}õ…²ó ‹† ðã†û �ý†¬û|¶†²ÿ …¶}±…{µÿ ¬° Îíê {ñù† °ôºþ

…¶ƒƒ• Þƒú Îƒçôû ‹ƒ± ¬…°… ‹ƒõ¬ó ̈¿ƒõ¾ýƒ†– ÖƒõÝ€ ð¥ƒõû

…÷ƒ±â̄…°ÿ Îíéß±¬ Þéýú ²ü± ìœíõÎú|ø†ÿ ¶†²ì†ó °… ¬°

Îíéß±¬ Þê ¶†²ì†ó ð»†ó ¬…¬û ô …² …üò Æ±üÜ€ øíã±…üþ

Þƒƒƒê ‹ƒƒƒ~ðƒƒƒú ¶ƒƒƒ†²ìƒƒƒ†ó ¬° °…¶ƒ}ƒƒƒ†ÿ …øƒƒƒ~…Ù „ó °… Öƒƒƒ±…øƒƒî

ìƒƒþ|ðíƒ†üƒ~.]4[ „°ô¶ƒõó ‹ýƒ†ó ìƒþ|¬…°¬ Þƒú Þƒ†°– …ì}ýƒ†²ÿ

ìƒ}ƒõ…²ó üƒà ¶ƒýƒ·ƒ}î ì~ü±ü}þ …¶• )ðú ÖÛÈ üà ¶ý·}î

…ð~…²û|âý±ÿ( Þú ¶†²ì†ó|ø† °… Ú†¬° ‹ú ºñ†¶†üþ Ÿ»î …ð~…²

ô …¶}±…{µÿ|ø†ÿ ̈õ¬ ðíõ¬û ô ìõ›� {±›íú …¶}±…{µÿ ‹ú

Îƒíƒƒê ìƒþ|âƒ±¬¬.]5[ Þƒ†°– …ìƒ}ƒýƒ†²ÿ ìƒ}ƒõ…²…ó üƒà ìƒÏƒýƒ†°

¶ñœ¼ ì~ü±ü}þ ô ¶ý·}î ì~ü±ü• …¶}±…{µüà ìþ|‹†º~

Þƒú üßƒþ …² …‹ƒ³…°øƒ†ÿ ›ƒ~üƒ~ÿ …¶ƒ• Þƒú ‹ƒ† ¶ý·}ƒî|øƒ†ÿ

ìƒ~üƒ±üƒ}ƒþ ‹ƒýƒíƒ†°¶ƒ}ƒ†ó|øƒ† ìƒÇƒ†‹ƒÛƒ• �ƒýƒ~… ìƒþ|Þƒñƒ~. Þ†°–

…ìƒ}ƒýƒ†²ÿ ìƒ†‡ìƒõ°üƒ• ¶†²ì†ðþ ô ðý³ …¶}±…{µÿ °… ‹ú {ñËýî

ì}õ…²ó ìÏý†°ø†ÿ Îíéß±¬ÿ üß�†°Ÿú {±›íú ìþ|Þñ~.]6[

…¶}õ…°– ô øíß†°…ó Îñõ…ó Þ±¬ð~ Þú ì~ë Þ†°– …ì}ý†²ÿ

Þƒ†�ƒçó ô ðƒõ°{ƒõó …² Ÿƒùƒ†° ›ñŒú ‹ú ¶†²ì†ó|ø† ìþ|ðã±¬@

ìƒ†èƒþ: Ÿƒãõðú ì† ‹ú ®üñ×Ï†ó ̈õ¬ ìþ|ðã±üî‚€ Ö±…üñ~ø†ÿ

¬°ôðþ: Ÿãõðú ‹†ü~ ̈õŽ Îíê Þñýî‚€ ðõ„ô°ÿ )°º~( ô

ü†¬âý±ÿ: Ÿãõðú ìþ|{õ…ðýî ‹ú …°²½|ø†ÿ ‹ùŒõ¬ ô ðõ„ô°ÿ

{ƒƒ~…ôï ‹ƒ©ƒ»ƒýƒƒî‚€ ìƒ»ƒ}ƒƒ±ÿ: ìƒ»ƒ}ƒƒ±üƒƒ†ó ìƒƒ† Ÿƒãƒƒõðƒú ìƒ† °…

ìƒƒþ|‹ƒýƒñƒñƒƒ~‚]7[ ¬°�ƒƒµôøƒƒ¼ ìƒñƒƒ~² Îƒñƒƒõ…ó ºƒ~û Þƒú °ô½

ìƒƒÏƒƒƒ±ôÙ Þƒƒƒ†°– …ìƒ}ƒýƒƒ†²ÿ ìƒ}ƒƒõ…²ó Þƒƒ†�ƒƒçó ô ðƒƒõ°{ƒƒõó€

¶ƒƒƒ†²ìƒƒƒ†ó|øƒƒƒ†ÿ ìƒƒƒ±…ÚƒŒƒƒ• ‹ƒùƒƒ~…ºƒ}ƒƒþ °… {ƒƒ±Òƒýƒƒ� Þƒƒ±¬ …²

{ƒ¥ƒéƒýƒê|øƒ†ÿ ¾ƒ±Ù ìƒ†èƒþ Ö±…{± °ôð~ Þú …üò …ì± ìõ›�

{õ¶Ïú …ð~…²û|âý±ÿ ¬° 4 Î†ìê ‹ýí†° / ì»}±ÿ€ ‹Ï~ ì†èþ€

Îƒíƒéƒýƒ†– ¬°ôðƒþ ô ‹ƒ©ƒ¼|ø†ÿ ‹†èýñþ º~.]8[ ‹† {õ›ú ‹ú

…øƒƒíƒƒýƒƒƒ• ðƒƒÛƒƒƒ¼ ìƒƒƒ~üƒƒƒ±üƒƒ• Îƒíƒéƒßƒƒ±¬ ô …¶ƒ}ƒÛƒƒ±…° „ó ¬°

¶†²ì†ó|ø†ÿ ‹ù~…º}þ ¬°ì†ðþ …ü±…ó Þú …² …›±…ÿ „ó ì~–

²ü†¬ÿ ðíþ|â̄°¬ è³ôï …°²ü†‹þ ô ºñ†̈• ðÛ†üÀ …›±…üþ

„ó Âƒ±ô°ÿ ‹ƒú ðƒËƒ± ìƒþ|°¶ƒ~ Þƒú …üƒò …ìƒ± ìƒþ|‹ƒ†üƒ·ƒ• ‹ƒ†

…¶ƒ}ƒ×ƒƒƒ†¬û …² …‹ƒƒƒ³…°øƒƒƒ†ÿ …ðƒƒƒ~…²û|âƒýƒƒƒ±ÿ ìƒ¥ƒÛƒƒƒÜ âƒƒ±¬¬€ …²

�ƒ±Æƒ±Öƒ~…°{ƒ±üƒò ô ìƒõö÷ƒ±{ƒ±üƒò …üò …‹³…°ø† Þ†°– …ì}ý†²ÿ

ìƒ}ƒƒõ…²ó ìƒƒþ|‹ƒƒ†ºƒ~. …üƒò �ƒµôøƒ¼ ‹ƒ† øƒ~Ù …°²üƒ†‹ƒþ ðËƒ†ï

ì~ü±ü• Îíéß±¬ Þ†°Þñ†ó ¬° ‹ýí†°¶}†ó …ìý±…èíõöìñýò)Ñ(

¶íñ†ó ‹† …¶}×†¬û …² °ô½ Þ†°– …ì}ý†²ÿ ì}õ…²ó ¬° ¶†ë

58 …ðœ†ï â±¬ü~û …¶•.
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…¤í~ ‹±…{þ ô øíß†°…ó

°ô½ ‹±°¶þ

�µôø¼ ¤†Â± …² ðË± ðõÑ ð}†ü� Þ†°‹±¬ÿ ìþ|‹†º~ Þú ‹ú °ô½

{ƒõ¾ƒýƒ×ƒþ ìƒÛƒÇƒÏƒþ ¾ƒõ°– âƒ±Ö}ú …¶• ‹ú ð¥õÿ Þú �̧ …²

›ƒíƒÐ|„ô°ÿ „ìƒ†° ô …ÆƒçÎƒ†– ìƒõ°¬ èƒ³ôï …² ‹ƒ±°¶ƒþ …¶ñ†¬ ô

ìƒ~…°á ìƒõ›ƒõ¬ ô ðƒýƒ³ Ÿƒà|èƒýƒ·• …°²ü†‹þ …¶}Û±…° ì~ü±ü•

Îíéß±¬ ô²…°– ‹ù~…º• ô ‹† ì~ ðË± Ú±…°¬…¬ó ì~ë ì×ùõìþ

Þ†°– …ì}ý†²ÿ ì}õ…²ó€ …ì}ý†² ¬øþ ø±Þ~…ï …² ì¥õ°ø†ÿ Þ†°–

…ì}ý†²ÿ ì}õ…²ó ¾õ°– â±Ö}ú …¶•. ¬° �µôø¼ ¤†Â± °ô½

â±¬„ô°ÿ ¬…¬û|ø† ‹ú ¾õ°– Þ}†‹©†ðú|…ÿ ô ìý~…ðþ ìþ|‹†º~. ¬°

°ô½ ìƒýƒ~…ðƒþ ‹ƒ† ‹ƒ±°¶ƒþ …¶ƒñ†¬ ô ì~…°á ìõ›õ¬€ …ÆçÎ†–

¤ƒ†¾ƒéƒú ¬° Æþ ¶†ë|ø†ÿ 38 {† 58 ìõ°¬ ‹±°¶þ Ú±…° â±Ö}ú

…¶• Þú ð}†ü� ¤†¾éú …² Æ±üÜ Ÿà|èý·• …¶}©±…ž ô ¶�̧

¬° Ÿ†°ŸõŽ ì×ùõìþ ì~ë ›†ÿ â̄…°ÿ º~û …¶•.

ð¥õû …ì}ý†² ¬øþ ‹ú ø± üà …² …‹Ï†¬ Þ†°– …ì}ý†²ÿ ì}õ…²ó

‹~üò ¾õ°– ìþ|‹†º~ Þú …¶}±…{µÿ|ø†ÿ …üò ðË†ï Þú ¬° Ú†è�

…ø~…Ù Þíþ ¬° ìŒ†ðþ Æ±§ Îñõ…ó º~û …¶• ¬° Ÿù†° ìñË±

Þƒ†°– …ìƒ}ƒýƒ†²ÿ ìƒ}ƒõ…²ó …² Æ±üÜ …¤¿† ìÏý†°ø†ÿ …¶}©±…ž

ºƒ~û Ÿƒà|èƒýƒ·ƒ• ìƒõ›ƒõ¬ ìƒõ°¬ ‹ƒ±°¶ƒþ Úƒ±…° âƒ±Ö}ú …¶•.

ìý†ðãýò …Î~…¬ ¤†¾éú ¬° ô…ÚÐ ìý³…ó {Óýý±…– ¶†ë|ø†ÿ {¥•

‹ƒ±°¶ƒþ °… ‹ƒú ¬¶ƒ• ìƒþ|¬øƒ~. ›ùƒ• …ì}ýƒ†²¬øƒþ øƒ±Þƒ~…ï …²

ìƒ¥õ°ø†€ ìÛý†¹ 001 ¬° ðË± â±Ö}ú º~û …¶• Þú ‹† ìÛ†ü·ú

ìý†ðãýò …Î~…¬ ¤†¾éú ô …ø~…Ù Þíþ {Ïýýò º~û ô ðý³ ì~ ðË±

Ú±…° ¬…¬ó ìÛý†¹ …ì}ý†²¬øþ€ …ì}ý†² ø± ì¥õ° {Ïýýò º~û …¶•.

‹ú ìñËõ° {¥éýê ¬…¬û|ø† ‹† {õ›ú ‹ú {õ¾ý×þ ‹õ¬ó �µôø¼€ …²

º†̈À|ø†ÿ ì±Þ³ÿ ì†ðñ~ ìý†ðãýò ô.. . …¶}×†¬û º~û …¶•.

‹±…ÿ {Ïýýò …ì}ý†² ø± ì¥õ° …¾éþ ô ðý³ ìÏý†°ø†ÿ ì±‹õÆú …²

ðË†ï {©¿ýÀ …ì}ý†² ¬° ì~ë ‹ù±û|âý±ÿ º~û …¶•.

ü†Ö}ú|ø†

‹ƒƒ† {ƒƒõ›ƒú ‹ƒú …¶}ƒ±…{ƒµÿ|øƒ†ÿ {Ïýýƒò ºƒ~û ¬° ðËƒ†ï ìƒ~üƒ±üƒ•

Îíéß±¬ Þ†°Þñ†ó ¬° ‹ýí†°¶}†ó ìõ°¬ ìÇ†èÏú Þú º†ìê ›é�

°Â†ü• ì»}±ÿ€ …Ö³…ü¼ Þý×ý• ̈~ì†– …°…̂ú º~û€ …Ö³…ü¼

¶ƒÇƒƒ¦ °ºƒƒ~ ô ‹ƒùƒƒ±û|ô°ÿ Þƒƒ†°Þƒñƒƒ†ó ô Îƒíƒéƒßƒƒ±¬ÿ ðƒíƒõ¬ó

�±¬…̈• �±¶ñéþ ìþ|‹†º~ ô ‹† {õ›ú ‹ú ì~ë ì×ùõìþ Þ†°–

…ìƒ}ƒýƒƒ†²ÿ ìƒ}ƒƒõ…²ó Þƒƒú …øƒƒ~…Ù€ ¶ƒñƒœƒƒú|øƒƒ†€ …øƒƒ~…Ù Þƒíƒþ ô

…‹ƒ}ƒßƒ†°…– °… ¬° ‹ƒ± ìƒþ|âƒýƒ±¬€ èƒ̄… ‹ƒ± ¤ƒ·ƒ� ìƒ¥ƒõ° Þ†°–

…ì}ý†²ÿ ô …¶}±…{µÿ {Ïýýò º~û ð}†ü� ¤†¾éú ¬° ̈¿õÁ

ì~ë ì×ùõìþ …°…̂ú â±¬ü~û …¶• )›~ôë 1(.

 اهداف  محورها

 نتايج حاصله 

 ميانگين سال هاي تحت بررسي

 مشـتري 

اـيت مشــتريان    % 89/ 6 %90 %1/89 %8/89 مـيزان رض

 % 0/ 29 %0/ 33 % 0/ 26 %29/0 مـيزان شـكايات  

 % 35/ 3 %49 % 32 %25 مــيزان رضـاـيت كاركنـاـن 

اـزماني  ــدهاي درون سـ  فراين

 55/73 74 75/ 75 9/70 سـطح بهـره وري خـدمات   

ه شـده    كيفيت خـدمات ارائـ
*

 2/0 56/0 03 /1 57/0 

ر عملكــرد   مالي   %16/ 6 %31 % 16 %3 پرداخت مبتـني بـ

 رشد و نــوآوري

 %133 %+ 160 %+ 141 %+ 100 سطح آگـاـهي پرســنل

 % 39 %41 %2/40 %8/35 وضعيت سـطح تحصــيلي پرســنل 

مـيزان ثبـاـت كاركنـاـن 
**

 03/10 36/8 7 /13 6/10 

د       .* اـيي خـدمات حاصـل گردنـ   در اين بعد نقص كيفي خدمات ارائه شده تعيين گرديده است تا از كسر آن از كيفيـت خـدمات كيفيـت نه

اـن حاصـل گــردد        .** اـيي كاركن اـت نه اـت، ثب اـ از كسـر آن از مـيزان ثب  در اين بعد، عدم ثبات كاركنان محاسبه گرديده است ت

›~ôë 1: ð}†ü� ì¥õ°ø†ÿ Þ†°– …ì}ý†²ÿ ì}õ…²ó ¬° ¶†ë|ø†ÿ {¥• ‹±°¶þ ¬° ‹ýí†°¶}†ó …ìý±…èíõöìñýò)Ñ(
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¬° ì¥õ° ì»}±ü†ó ‹† {õ›ú ‹ú …¶}±…{µÿ ›é� ì»}±ü†ó

Þú º†ìê …ø~…Ù {Ïýýò °Â†ü• ì»}±ü†ó€ ìý³…ó ºß†ü†–

ô°Â†ü• Þ†°Þñ†ó ìþ|‹†º~€ ü†Ö}ú|ø†ÿ �µôø¼ ¤†Þþ …²

„ó …¶ƒ• Þú ìý³…ó °Â†ü• ì»}±ü†ó 6/98 ¬°¾~ ¤†¾ê

â±¬ü~ Þú ‹† {õ›ú ‹ú ø~Ù Þíþ {Ïýýò º~û Þú 001 ¬°¾~

{ƒÏƒýƒýƒò ºƒ~û ‹ƒõ¬ ô ‹† ìÛ†ü·ú „ó ‹† ìý†ðãýò ¤†¾éú ô ðý³

è¥†Í Þ±¬ó ìÛý†¹ …ì}ý†²¬øþ Þú 001¬° ðË± â±Ö}ú º~û

‹õ¬ è̄… 6/98 …ì}ý†² ‹ú °Â†ü• ì»}±ü†ó {©¿ýÀ ¬…¬û º~.

ìý³…ó ºß†ü†– 92/0 ¬°¾~ ¤†¾ê â±¬ü~ Þú ðýê ‹ú ø~Ù

Þíþ ¾×± ¬°¾~ ºß†ü†– ¬° ðË± â±Ö}ú º~û ‹õ¬€ è̄… ‹†

ìƒÛƒ†üƒ·ƒú ðƒ}ƒ†üƒ� ¤†¾éú ‹† ø~Ù Þíþ ô ðý³ ìÛý†¹ …ì}ý†²

¬øƒþ€ 92 /0 - °… ‹ƒú ̈ƒõ¬ …̈ƒ}ƒ¿ƒ†Á ¬…¬. ìƒýƒ³…ó °Â†ü•

Þ†°Þñ†ó 3/53 ¬°¾~ {Ïýýò º~ Þú ‹† {õ›ú ‹ú ø~Ù Þíþ

{Ïýýò º~û Þú 001 ¬°¾~ ‹õ¬ ô ‹† ìÛ†ü·ú ìý†ðãýò ¤†¾éú

‹† „ó ô ðý³è¥†Í Þ±¬ó ìÛý†¹ …ì}ý†²¬øþ€ ìý³…ó °Â†ü•

Þ†°Þñ†ó 3/53 …ì}ý†² {Ïýýò º~. ¬° ðù†ü• …üò ì¥õ° …ì}ý†²

5/14 °… ‹ú ̈õ¬ …̈}¿†Á ¬…¬. ¬° ì¥õ° Ö±…üñ~ø†ÿ ¬°ôó

¶ƒ†²ìƒ†ðƒþ€ ‹ƒ† {ƒõ›ƒú ‹ƒú …¶ƒ}ƒ±…{ƒµÿ …Öƒ³…üƒ¼ ¶ƒÇ¦ Þý×ý•

¨~ì†– …°…ú̂ º~û Þú ¬° ‹±âý±ð~û …ø~…Ù ¶Ç¦ ‹ù±û|ô°ÿ

¨ƒ~ìƒ†– ô ðƒýƒ³ Þƒýƒ×ƒýƒ• …ó ìƒþ|‹ƒ†ºƒ~€ ü†Ö}ú|ø†ÿ �µôø¼

¤ƒ†Þƒþ …² „ó ‹ƒõ¬ Þƒú ðƒ}ƒýƒœƒú ¤ƒ†¾ƒéƒú ¬° ²ìýñú ‹ù±û|ô°ÿ

¨~ì†–€ 55/37 ¬°¾~ {Ïýýò â±¬ü~€ è̄… …ì}ý†² 55/37 ‹ú

‹ù±û|ô°ÿ ̈~ì†– …°…ú̂ º~û {©¿ýÀ ¬…¬û º~. ¬° ²ìýñú

Þý×ý• ̈~ì†– …°…ú̂ º~û€ Þú º†ìê ¶ñœú|ø†ÿ ì±…›Ï†–

ìƒœƒ~¬€ ›ƒ±…¤ƒþ|ø†ÿ Þñ·ê º~û ô ̈~ì†– ¬°ì†ðþ Òý±

Âƒ±ô°ÿ ìƒþ|‹ƒ†ºƒ~€ ìƒýƒ†ðƒãƒýƒò ðƒ}ƒ†üƒ� 6 /0 ¬°¾ƒ~ ¤†¾ê

âƒ±¬ü~. ‹† {õ›ú ‹ú …üñßú ðÛÀ Þý×þ ̈~ì†– …°…ú̂ º~û€

¾×± ¬°¾~ {Ïýýò º~û ‹õ¬ ô ‹† è¥†Í Þ±¬ó ìÛý†¹ …ì}ý†²

¬øƒþ€ 6 /0 …ìƒ}ƒý†² ‹ú Þý×ý• ̈~ì†– …̈}¿†Á ü†Ö• Þú

ðù†ü}†_ …ì}ý†² …üò ì¥õ° 74/63 {Ïýýò â±¬ü~. ¬° ì¥õ° ì†èþ

‹ƒ† {ƒõ›ƒú ‹ƒú …¶ƒ}ƒ±…{ƒµÿ Îíéß±¬ÿ ðíõ¬ó �±¬…̈•|ø† Þú

ºƒ†ìƒê ºƒ†̈À|ø†ÿ �±¬…̈• ìŒ}ñþ ‹± Îíéß±¬ ôÞ†ø¼

øƒ³üƒñƒú …°…ˆƒú ̈ƒ~ìƒ†– ‹ƒõ¬. ¬° ²ìƒýƒñƒú ìƒ}õ¶È ø³üñú|ø†ÿ

{»©ý¿þ ‹† {õ›ú ‹ú „ðßú ø~Ù Þíþ º~û ¬° ìŒ†ðþ Æ±§

ìƒõ›ƒõ¬ ðƒŒƒõ¬ ô ¬° ‹\ƒÏƒ~|ìƒ†èƒþ ÖƒÛƒÈ ‹ƒú �ƒ±¬…̈• ìŒ}ñþ ‹±

Îíéßƒ±¬ {ƒõ›ƒú ºƒ~û ‹ƒõ¬ èƒ̄… ‹ƒ† {ƒõ›ƒú ‹ƒú ð}†ü� �±¬…̈•

Îíéßƒ±¬ÿ€ ‹ƒú {©¿ýƒÀ …ì}ýƒ†² …üƒò ì¥ƒõ° �±¬…̈}ú º~.

ü†Ö}ú|ø†ÿ �µôø¼ ¬° ²ìýñú Îíéß±¬ÿ ðíõ¬ó �±¬…̈•|ø†

6/61 ¬°¾~ ‹õ¬û …¶• ‹† {õ›ú ‹ú ø~Ù Þíþ {Ï±üØ º~û

¬° ìŒ†ðþ ðË†ï Þú {¥ÛÜ Îíéß±¬ÿ ðíõ¬ó �±¬…̈•|ø† °…

001 ¬°¾ƒ~ ¬°ðËƒ± âƒ±Ö}ƒú …¶ƒ•€ è̄… …ì}ý†² ðË†ï ì~ü±ü•

Îíéßƒ±¬ ¬° ì¥ƒõ° ì†èþ€ 6/61 …ì}ý†² {Ïýýò â±¬ü~. ì¥õ°

°º~ ô ðõ„ô°ÿ€ …¶}±…{µÿ …Ö³…ü¼ ¶Ç¦ °º~ ô ‹ù±û|ô°ÿ

Þƒ†°Þñƒ†ó °… ¬° ‹ƒ±ìƒþ âýƒ±¬ ô ºƒ†ìƒê …øƒ~…Ù {Ïýýò ¶Ç¦

„â†øþ �±¶ñê€ ôÂÏý• ¶Ç¦ {¥¿ýéþ Þ†°Þñ†ó ô ìý³…ó

÷Œ†– „ð†ó ìþ|‹†º~. ¬° ²ìýñú …Ö³…ü¼ ¶Ç¦ „â†øþ �±¶ñê€

331 ¬°¾ƒ~ …Öƒ³…üƒ¼ ô›ƒõ¬ ¬…º}ƒú …¶•. )‹† {õ›ú ø~Ù

Þíþ {Ïýýò º~û Þú ìý³…ó „ìõ²½ ìþ|‹†ü·• ‹ú 08 ¶†Î•

ìþ|°¶ý~( Þú ìý³…ó …ì}ý†² {©¿ýÀ ¬…¬û º~û 001 {Ïýýò

â±¬ü~. ð}†ü� ¶Ç¦ {¥¿ýéþ �±¶ñê 93 ¬°¾~ ‹õ¬ Þú ‹†

{õ›ú ‹ú ø~Ù Þíþ {Ïýýò º~û Þú ìý³…ó …Ö³…ü¼ ¬° …üò

²ìýñú 05 ¬°¾~ ¬° ðË± â±Ö}ú º~û ‹õ¬ ô ‹† {õ›ú ‹ú ìÛý†¹

…ìƒ}ƒýƒƒ†²¬øƒƒþ 87 …ìƒ}ƒýƒƒ†² ‹ƒƒú ôÂƒÏƒýƒƒ• {ƒ¥ƒ¿ƒýƒéƒƒþ �ƒ±¶ñƒê

…̈ƒ}ƒ¿ƒƒ†Á ¬…¬û ºƒƒ~. ¬° ²ìƒýƒñƒƒú ÷ƒŒƒƒ†– Þƒƒ†°Þƒñƒƒ†ó ðƒ}ƒƒ†üƒƒ�

¶ƒñƒœƒú|øƒ†ÿ ìƒýƒ³…ó ÒƒýŒ•|ø† ô {†‡̈ý±…– 8 ¬°¾~€ ìý³…ó

›ƒƒ†‹ƒú|›ƒ†üƒþ 61 ¬°¾ƒ~ ô ̈ƒ±ôž …² ̈ƒ~ìƒ• 6/51 ¬°¾ƒ~

¤†¾ê â±¬ü~ Þú ìý†ðãýò ð}†ü� 6/01 ¬°¾~ {Ïýýò º~ Þú

¬° ô…ÚƒÐ …üƒò Îƒ~¬ ð»ƒ†ó|¬øñƒ~û ìÛ~…° Î~ï ÷Œ†– Þ†°Þñ†ó

‹õ¬. ‹† {õ›ú ‹ú ø~Ù Þíþ {Ïýýò º~û Þú ðýê ‹ú ìý³…ó ÷Œ†–

Þ†°Þñ†ó °… 001 ¬°¾~ {Ïýýò ðíõ¬û …¶• è̄… ìý³…ó ÷Œ†–

4/98 ¬°¾~ {Ïýýò â±¬ü~ Þú ‹† {õ›ú ‹ú ìÛý†¹ …ì}ý†²¬øþ

4/98 …ì}ýƒ†² °… ‹ú ̈õ¬ …̈}¿†Á ¬…¬. ðù†ü}†_ ‹ú …üò ì¥õ°

…ì}ý†² 1/98 {©¿ýÀ ü†Ö•.

‹¥™ ô ð}ýœú|âý±ÿ

üƒ†Öƒ}ƒú|ø†ÿ �µôø¼ ¤†Þþ …² „ó …¶• Þú ì¥õ° °º~ ô

ðƒõ„ô°ÿ ‹ƒý»}±üò …ì}ý†² ô ì¥õ° ì†èþ Þí}±üò …ì}ý†² °…

¬°…°²üƒ†‹ƒþ ðƒËƒ†ï ìƒ~üƒ±ü• Îíéß±¬ Þ†°Þñ†ó ‹ýí†°¶}†ó

{¥• ìÇ†èÏú …² ìñË± ì¥õ°ø†ÿ Þ†°– …ì}ý†²ÿ ì}õ…²ó ‹ú

¨õ¬ …̈}¿†Á ¬…¬û|…ð~. ¬° ì¥õ° °º~ ô ðõ„ô°ÿ ìý³…ó
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…¤í~ ‹±…{þ ô øíß†°…ó

�ý»±Ö• ¶ñœú|ø†ÿ ìõ°¬ ‹±°¶þ …² °º~ Ú†‹ê {õ›ùþ

¬° Ö†¾éú ¶†ë|ø†ÿ {¥• ìÇ†èÏú ‹±̈õ°¬…° ‹õ¬û …¶•.

…² ›íéú Îõ…ìê ìõÖÛý• ðË†ï ì~ü±ü• Îíéß±¬ Þ†°Þñ†ó

¬° …üò ì¥õ° °… ìþ|{õ…ó …Ö³…ü¼ ¶Ç¦ „â†øþ �±¶ñê …²

Æƒ±üƒÜ …Ö³…ü¼ ¶†Î†– „ìõ²½|ø†ÿ …°…ú̂ º~û ô …°{Û†Š

¶Ç¦ {¥¿ýéþ �±¶ñê Îñõ…ó Þ±¬ Þú °ôð~ ¾Ïõ¬ÿ °… ¬°

Æþ ¶†ë|ø†ÿ {¥• ‹±°¶þ ¬…º}ú …¶•. ¬° ì¥õ° ì†èþ ‹†

{ƒõ›ƒú ‹ƒú øƒ~Ù Þƒíƒþ {ƒÏƒýƒýƒò ºƒ~û ¬° ²ìƒýƒñƒú �±¬…̈•

Îíéß±¬ÿ ð}†ü� ‹ý†ðã± ð†°¶†þ̂ …üò ðË†ï ¬° ²ìýñú {¥ÛÜ

…ø~…Ù ì†èþ ìÏýò º~û ìþ|‹†º~. Îé• …üò …ì± °… ìþ|{õ…ó

Îƒ~ï ô›ƒõ¬ ‹ƒ·ƒ}ƒ± ìƒñƒ†¶ƒ� ›ƒùƒ• Îƒíƒéƒßƒ±¬ÿ ðƒíƒõ¬ó

�±¬…̈•|ø† ¬…ð·•€ ‹ú ¬èýê „ðßú Ö±¾• Þõ{†øþ ìý†ó

„ºƒñƒƒ†ˆƒƒþ ìƒ·ƒƒõöæó ô Þƒƒ†°Þƒñƒ†ó ‹ýíƒ†°¶}ƒ†ó ‹ƒ† …üƒò ðËƒ†ï

ô…›ƒ±…ÿ „ó ô›ƒõ¬ ¬…ºƒ• ‹ƒú Æõ°ÿ Þú øñõ² ¬° ìŒ†ðþ

ðƒËƒ†ï ô …øƒ~…Ù „ó …‹ƒùƒ†ìƒ†{ƒþ ›ù• Þ†°Þñ†ó ‹ýí†°¶}†ó

ô›õ¬ ¬…º• …›±…ÿ …üò ðË†ï …² ¶õÿ ô²…°– ‹ù~…º•

‹ƒú ‹ƒýƒíƒ†°¶ƒ}ƒ†ó|øƒ†ÿ �†üéõ– Æ±§ ì~ü±ü}þ ô …Ú}¿†¬ÿ

Þƒ»ƒõ° …‹ƒçÕ âƒ±¬üƒ~€ ‹ƒú Îƒéƒ• …üƒò Îƒ~ï {Ç†‹Ü ô ¬üã±

…‹ù†ì†– ô ðã±…ðþ|ø†ÿ Þ†°Þñ†ó€ â±Ÿú °ôð~ Îíéß±¬ÿ

ðƒíƒõ¬ó �ƒ±¬…̈ƒ•|øƒ† ¬° ¶ƒ†ë|øƒ†ÿ {ƒ¥• ‹±°¶þ€ °ôð~

¾ƒÏƒõ¬ÿ ¬…ºƒ}ƒú …ìƒ† …øƒ~…Ù Þƒíƒþ {Ïýýò º~û °… ì¥ÛÜ

ðƒ·†̈}ú …¶•. „°ì·}±…ðä ô ‹†°ôó Îñõ…ó ìþ|Þññ~€ ¬°

‹ƒ·ƒýƒ†°ÿ …² ¶ƒ†²ìƒ†ó|ø† ì³…ü†ÿ PRP )�±¬…̈• ì±{ŒÈ ‹†

Îíéß±¬( …² ìÏ†ü� „ó ‹ý»}± …¶•. º†ü~ Ú†ðÐ Þññ~û|{±üò

¬èýê ‹±…ÿ …üò ðã±½ „ó …¶• Þú �†¬…½ ¬øþ ‹ú …Ö±…¬ÿ

Þƒú ¬…°…ÿ Îƒíƒéƒßƒ±¬ ̈ƒõ‹ƒþ øƒ·ƒ}ƒñƒ~€ ðƒ·Œ• ‹ú „ð†ó Þú

Îíéß±¬ ‹~ÿ ¬…°ð~€ ìñ¿×†ðú …¶• ô ¤}þ …â± PRP üà

…ðƒãƒýƒ³û ¬øƒñƒ~û Úƒõÿ ì·}Ûýî ðŒ†º~€ …ðãý³û Òý± ì·}Ûýî

…üƒœƒ†¬ ̈ƒõ…øƒ~Þƒ±¬€ ²üƒ±… ìƒõÖƒÛƒýƒ• …² Æƒ±üƒÜ …‹ƒ³…°øƒ†ÿ

ìéíƒõ¹ ìõ°¬ {Û~ü± Ú±…° ̈õ…ø~ â±Ö•.]9[ ‹† {õ›ú ‹ú

{ƒ¥ƒÛýƒÜ ìƒ̄Þƒõ° …øíýƒ• �ƒ±¬…̈ƒ• ìŒ}ñƒþ ‹ƒ± Îíéßƒ±¬ ô

›†üã†û „ó ¬° ðË†ï ì~ü±ü• Îíéß±¬ {Œýýò ìþ|â±¬¬€ è̄…

‹ƒ†üƒ~ ¬° ìŒ†ðþ …üò ðË†ï ‹ú Æõ° ô…Â¦ ô°ôºò …ø~…Ù€

¶ý†¶•|ø† ô Îíéý†{þ ðíõ¬ó „ó ‹±…ÿ ì·õöèýò ¶†²ì†ó

…›±…Þññ~û ô ðý³ Þ†°Þñ†ó „ó {»±ü¦ â±¬¬ {† ¬° ²ì†ó …›±…

‹† ì·†é̂þ …² ÚŒýê …‹ù†ï ô …ð¥±…Ù …² …ø~…Ù …ôèýú ìõ…›ú

ðƒ»ƒõ¬ Þíƒ† …üñßƒú ¬° ‹ýíƒ†°¶}ƒ†ó {¥ƒ• ìÇƒ†èÏƒú …üƒò …ìƒ±

ìƒ»ƒùƒõ¬ ‹ƒõ¬û ô ìƒõ›ƒ� Î~ï {¥ÛÜ …ø~…Ù {Ïýýò º~û

âƒ±¬üƒ~. ¬° ²ìƒýñú ì~ü±ü• ø³üñú|ø† ¬° …°Þ†ó …üò ðË†ï€

‹ƒ±ðƒ†ìƒú ̈ƒ†¾ƒþ ›ƒùƒ• ‹ƒýƒí†°¶}†ó {¥• ìÇ†èÏú ô›õ¬

ð~…º• Þú …üò …ì± ìõ›Œ†– Î~ï {¥ÛÜ …ø~…Ù Þíþ °…

Ö±…øî ¶†̈•. ô…è×±¶}� ¬° {¥ÛýÜ ̈õ¬ Îñõ…ó ìþ|Þñ~€

Þ†°– …ì}ý†²ÿ ô¶ýéú …÷± ‹©»þ ›ù• {í±Þ³ ¶†²ì†ó ‹±

…øƒƒƒ~…Ù ô ìƒÛƒƒ†¾ƒƒ~ ìƒƒþ|‹ƒƒ†ºƒƒ~.€ ðƒ}ƒƒ†üƒƒ� ÖƒÏƒƒ†èƒýƒƒ•|øƒƒ†ÿ

‹ƒùƒŒƒõ¬Îƒíƒéƒßƒ±¬ ¬° ‹ƒÏƒÃƒþ …² ²ìƒýƒñƒú|øƒ†ÿ ̈†Á ì†ðñ~

¾±Öú|›õüþ ø³üñú|ø† ô Þ†ø¼ „ó ðý³ ̈õ¬ °… ð»†ó ¬…¬û

…¶•.]01[ ¬° ²ìýñú Þ†ø¼ ø³üñú|ø† ‹ù}± „ð·• °ôüß±¬

ì~ü±…ó ¶†²ì†ó|ø† ‹ú Þñ}±ë ø³üñú|ø† ‹†º~ {† Þ†ø¼ „ó.

‹ƒú ¬èƒýƒê „ðƒßƒú …›ƒ±… ô …¶ƒ}ƒÛ±…° ø± Îíéý†{þ ¬° ¶†²ì†ó

ðƒýƒ†²ìƒñƒ~ ¾ƒ±Ù ø³üñú ìþ|‹†º~ ì~ü±ü• ìñ†¶� ›ù•

¾±Ù …üò ø³üñú|ø†€ ìþ|{õ…ð~ ¬° °…¶}†ÿ {¥ÛÜ …ø~…Ù

¶†²ì†ðþ ìõö÷± ‹†º~. øí¡ñýò øí†ó âõðú Þú ‹ú ø³üñú|ø†

¬° …üƒò ðƒËƒ†ï …ºƒ†°û ºƒ~ ìƒþ|‹ƒ†ü·• ‹ú ¬°„ì~ ðý³ …º†°û

ìþ|º~ {† ‹}õ…ó …² ìÛ†ü·ú ¬°„ì~ø† ô ø³üñú|ø† {õ…²ó ì†èþ

‹ýí†°¶}†ó °… ‹±°¶þ ðíõ¬.

¬° ¬üã± ì¥õ°ø†ÿ Þ†°– …ì}ý†²ÿ ì}õ…²ó ¬° ì¥õ°

ì»}±ü†ó Þú 5/14 …ì}ý†² °… ‹ú ̈õ¬ …̈}¿†Á ¬…¬. ¬° ð}ýœú

ìþ|{õ…ó …Êù†° ¬…º• Þú …üò ðË†ï ð}õ…ð·}ú …¶• ‹ú ø~Ù

Þíþ {Ïýýò º~û {† �†ü†ó ¶†ë 58 ð†ê̂ â±¬¬. …èŒ}ú ¬° ²ìýñú

°Âƒ†üƒ• ‹ƒýí†°…ó {† ¤~ Ú†‹ê ìç¤Ëú|…ÿ …üò …ì± ì¥ÛÜ

â±¬ü~û …¶• ôèþ ¬° ²ìýñú °Â†ü• Þ†°Þñ†ó€ â±Ÿú ð}†ü�

¤ƒ†Þƒþ …² °ôðƒ~ °ô ‹ƒú °ºƒ~ ¬° ¶ƒ†ë|ø†ÿ {¥• ‹±°¶þ

ìƒþ|‹ƒ†ºƒ~ …ìƒ† ‹ƒ† øƒ~Ù Þƒíƒþ {ƒÏýýò º~û ¬° ìŒ†ðþ Æ±§

Öƒ†¾ƒéƒú ¬…°¬. Îé• …üò …ì± °… ìþ|{õ…ó ¬° Î~ï º×†Öý•

„üñ~û …üò ðË†ï ¬° {¥ÛÜ ̈õ…¶}ú|ø†ÿ Þ†°Þñ†ó ®Þ± Þ±¬

Þú Þ†°Þñ†ó øñõ² ‹ú ‹†ô° Îýñþ ¬° …üò ²ìýñú ð±¶ý~û|…ð~ Þú

…üò ðË†ï ‹}õ…ð~ „ð†ó °… ¬° °…û °¶ý~ó ‹ú …ø~…Ù Ö±¬ü»†ó

üƒ†°ÿ ¬øƒ~. ÎƒçŠ…èƒ~üƒñƒþ ô øƒíƒßƒ†°…ó ¬° ²ìƒýñú …Ö³…ü¼

°Â†ü• ‹ýí†°…ó€ {ùýú ‹±ôºõ° ›ù• „â†øþ ‹ýí†°…ó …²

¤ƒÛƒõÝ ̈ƒõ¬€ „ìƒõ²½ �ƒ±¶ƒñê Òý±¬°ì†ðþ ›ù• ìõ…°¬
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›ƒ~üƒ~ ô ‹ƒ±̈ƒõ°¬ ‹ƒ† ‹ƒýí†°…ó °… …²›íéú Îõ…ìê …Ö³…ü¼

°Â†ü• ‹ýí†°…ó Îñõ…ó ìþ|Þññ~. ‹ýò ‹±ü� ô øíß†°…ó ¬°

°…‹ƒÇƒú ‹ƒ† ºƒßƒ†üƒ†– ìƒ±…›ƒÏƒýƒò Îƒñƒõ…ó ìƒþ|Þƒñƒñƒ~ üßþ …²

ºƒßƒ†üƒ†– ìƒ}ƒ~…ôë ¬° øƒ± ô…¤ƒ~ …ô°´…ðƒ̧€ ²ìƒ†ó …ð}Ë†°

ìƒþ|‹ƒ†ºƒ~. ²ìƒ†ó …ðƒ}ƒËƒ†° ìƒþ|{ƒõ…ð~ ‹ú Æõ° ì»ßê|¶†²ÿ

›ƒùƒ• ‹ýí†°…ó ‹† ›±…¤†– ì©}¿± ô ðý³ ¬Ÿ†° ‹ýí†°ÿ

ô›ƒõ¬ ¬…º}ú ‹†º~. ¬° ¤†èþ Þú ²ì†ó|ø†ÿ …ð}Ë†° …ôèýò

…ôèƒõü• ›ù• °Â†ü• ¬° ‹±…‹± Î~ï °Â†ü• ìþ|‹†º~€

{†‡̈ý± ¬° ôü³ü• ¬° ô…¤~ …ô°´…ð̧ ðý³ ìþ|{õ…ð~ øí†ó …÷±

°… ¬…ºƒ}ƒú ‹ƒ†ºƒ~.]11[ ‹ƒñƒ†‹ƒ±…üƒò �µôø¼€ {í±Þ³ ¬° ²ìýñú

Þƒƒ†øƒ¼ ²ìƒ†ó …ðƒ}ƒËƒ†° ̈ƒ~ìƒ†– …°…ˆƒú ºƒ~û ìƒþ|{ƒõ…ðƒ~ ¬°

…Öƒƒ³…üƒ¼ °Âƒ†üƒ• ‹ýíƒ†°…ó ìƒõö÷ƒ± ô…ÚƒÐ âƒ±¬¬.. ¬° ²ìýñƒú

°Â†ü• Þ†°Þñ†ó ÎçŠ…è~üñþ ô øíß†°…ó Îñõ…ó ìþ|Þññ~

›ƒéƒ� ìƒ»ƒ†°Þƒ• Þƒ†°Þƒñƒ†ó ô ìƒ~ü±…ó …² üà ¶õ ô Î~ï

¶ƒ±̈ƒõ°¬âƒþ …² ðƒ†Þƒ†ìƒþ|øƒ†üƒþ Þú ¬° …‹}~… ìíßò …¶•

âƒ±üŒ†ðãý± ›ñŒú|ø†ÿ …›±…üþ Æ±§ ºõ¬ …øíý• ‹·³…þ̂

¬…°¬. æ²ï …¶• ‹ú …üò ðß}ú {õ›ú ¬…º• Þú …üœ†¬ …ðãý³û

ô ‹·}± ìñ†¶� ‹±…ÿ …¶}Û±…° ‹ñý†¬ÿ …üñãõðú …¾ç¤†–

¶†²ì†ó {ñù† ‹† {»ßýê Ÿñ~üò ›é·ú „ìõ²ºþ - {õ›ýùþ

)„ð¡ú Þú ¬° …›±…ÿ üà Æ±§ ¬° ²ì†ó ì¥~ô¬ …ìß†ó|�̄ü±

…¶ƒ•( ìƒý·± ðíþ|‹†º~ ô {ñù† ‹† …¶}í±…° …Ú~…ì†– ²ìýñú

¶ƒ†² Öƒ±øƒñƒä ìƒñƒ†¶ƒ� ¶ƒ†²ìƒ†ó ô ðƒý³ …ð}Ë†° ‹±…ÿ {Óýý±

°Öƒ}†°ÿ Þú ¬° Þ†°Þñ†ó ô ì~ü±…ó ¬° …÷± „â†øþ …² ð}†ü�

ÖÏ†èý•|ø† ‹ú ¬¶• ìþ|„ü~ …ìß†ó|�̄ü± …¶•.]1[

‹ƒñƒ†‹ƒ±…üƒò �ƒµôø¼ {õ›ú ‹ú °Â†ü• Þ†°Þñ†ó …øíý•

ºƒãƒ±Öƒþ ¬…°¬ Þƒú ìƒ~üƒ±…ó ‹ƒýƒí†°¶}†ó|ø† ‹†ü~ ‹~…ó {õ›ú

…Þƒýƒ~ÿ ¬…ºƒ}ƒú ‹ƒ†ºƒñƒ~. øƒíƒ¡ƒñƒýƒò °‹ƒ†ðƒþ Îõ…ìê ìõö÷± ¬°

°Â†ü• Þ†°Þñ†ó °… …üœ†¬ ì¥ýÈ Þ†° ô{ç½ ¬° ¶†²ì†ó€

…ðœ†ï Îíéý†– °Ö†øþ ¬° Ú†è� ‹±ð†ìú|°ü³ÿ|ø†ÿ ì»©À

ô ‹±â³…°ÿ ›é·†– ô â±¬øí†üþ|ø†ÿ ì~ü±…ó ô �±¶ñê Þú

ìõ›� …ÆçÑ …² ðË±…– �±¶ñê â±¬ü~û ô ¬° „ðù†…¤·†¹

ìƒ·ƒ‰ƒõèƒýƒ• ‹ƒýƒ»ƒ}ƒ±ÿ …üƒœƒ†¬ ìþ|Þñ~ Îñõ…ó ìþ|ðí†ü~.]21[

ì†°{ýñ³ ô øíß†°…ó Îñõ…ó ìþ|Þññ~ Þú ì~ü±ü• Îíéß±¬ ‹±

…üò Ö±Å …¶}Û±…° º~û …¶• Þú ‹ú ¾õ°– {ñã†{ñãþ ‹†

Îíéß±¬ Ö±¬ÿ Þ†°Þñ†ó …°{Œ†É ¬…°¬.]31[ ‹† {õ›ú ‹ú ð}†ü�

ìÇƒ†èÏƒ†– ìƒ̄Þõ° Â±ô°ÿ ‹ú ðË± ìþ|°¶~ ‹·}± ìñ†¶�

›ù• …¶}Û±…° ðË†ï ì~ü±ü• Îíéß±¬ Ö±…øî â±¬¬€ â±Ÿú

{ƒƒç½|øƒƒ†üƒƒþ ¬° …üƒƒò ²ìƒýƒñƒƒú ¾ƒƒõ°– üƒƒ†Öƒ}ƒú …ìƒ† ‹ƒú ¬èýƒê

�ý¡ý~âþ …üò ðË†ï ô Î~ï „ºñ†ˆý• æ²ï Þ†°Þñ†ó ô ‹†è}ŒÐ

‹ƒýƒíƒ†°…ó€ ‹ƒ†ðƒýƒ†ó …¶ƒ}Û±…° …üò ðË†ï ìþ|‹†ü·• ‹† {õ›ú ‹ú

ôÂÏý• ìõ›õ¬ ‹ýí†°¶}†ó|ø† ô ðý³ Ê±Öý• �̄ü±½ …üò

ðƒËƒ†ï {õ¶È ì±…›Ïýò ô Þ†°Þñ†ó€ ‹ú …›±…ÿ …üò °ôüß±¬

‹ƒ�ƒ±¬…²ðƒ~. ¬° ìƒ¥õ° Ö±…üñ~ø†ÿ ¬°ôó ¶†²ì†ðþ ¬° ²ìýñú

‹ƒùƒ±û|ô°ÿ ̈ƒ~ìƒ†–€ ¶ƒñœú|ø†ÿ ¬°¾~ …ºÓ†ë {©•|ø†€

ìƒýƒ³…ó ›±…¤þ|ø†ÿ …èß}ýõ …² �ý»±Ö• ìñ†¶� ô ¬°̈õ°

{õ›ùþ€ ‹±̈õ°¬…° …¶• ôèþ ¬° ‹Ï~ Þý×ý• ̈~ì†– ¬°

²ìýñú ¶ñœú|ø†ÿ ì±…›Ï†– ìœ~¬ ô ›±…¤þ|ø†ÿ Þñ·ê

ºƒ~û °ôðƒ~ ¾ƒÏõ¬ÿ °… ¬° ¶†ë|ø†ÿ {¥• ‹±°¶þ ð»†ó

ìƒþ|¬øƒ~ Þƒú ‹ƒý†ðã± Þ†ø¼ ‹Ï~ Þý×þ ̈~ì†– …°…ú̂ º~û

ìƒþ|‹ƒ†ºƒ~. …¤ƒíƒ~ÿ ¬…ðƒýƒ†èƒþ ¬° ²ìƒýƒñƒú ‹ƒ±°¶ƒþ ìƒ~üƒ±ü•

Îƒíƒéƒßƒ±¬ ¬° ‹ƒýƒí†°¶}†ó|ø†ÿ {¥• ìÇ†èÏú ‹ý†ó ìþ|Þñ~€

ðƒ}ƒýƒœƒú ‹ƒ±°¶ƒþ ¬° ²ìƒýƒñƒú|ø†ÿ Îíéß±¬ ¶†̈}†° ô ìñ†‹Ð€

Ö±…üñ~|ø† ô ð}ýœú€ ð»†ó|¬øñ~û …üò ì·†ê̂ ‹õ¬û …¶•: ¬°

Þƒéƒýƒƒú ‹ƒýƒíƒƒ†°¶ƒ}ƒ†ó|øƒ†ÿ {ƒ¥ƒ• ‹ƒ±°¶ƒþ€ ‹ƒú ¬èƒýƒê ÖƒÛƒ~…ó

…¶ƒ}ƒƒ±…{ƒƒµÿ ìƒƒ~üƒƒ±üƒƒ• Îƒíƒéƒßƒƒ±¬ ô …¶ƒ}ƒ×ƒ†¬û ðƒ†¬°¶ƒ• …²

ºƒƒ†̈ƒƒÀ|øƒƒ†ÿ …°²üƒƒ†‹ƒþ€ …² ìƒñƒ†‹ƒÐ ¬° ¬¶ƒ}ƒ±¹ …¶ƒ}ƒ×ƒ†¬û

ìÇéƒõŽ ‹ƒú Îíƒê ðíƒþ|„üƒ~ ô …üƒò ìñƒ†‹ƒÐ ‹ƒú øƒ~° ìþ|°ô¬€

Öƒ±…üñƒ~øƒ†ÿ ìõ°¬ ‹±°¶þ Ö†Ú~ Îíéß±¬ ¬°¶• ‹õ¬û|…ð~.

ôÿ ¬°…èãõÿ �ý»ñù†¬ÿ ̈õ¬ ‹±°¶þ Ö±…üñ~ø†ÿ ìõ›õ¬€

ºñƒ†¶ƒ†ˆƒþ Öƒ±…üñƒ~øƒ†ÿ …¾éƒþ ô Öƒ±Îƒþ€ {»©ýƒÀ …°²½

…Öƒ³ô¬û „ðƒùƒ† ô …ðƒœƒ†ï …¾ƒç¤ƒ†– Öƒ±…üñ~ÿ ‹† Ÿ†è¼|ø† ô

…°{Œ†Æ†– ì¥ýÇþ ô ìÛ}Ãý†– ¶†²ì†ó|ø† ô ‹ýí†°¶}†ó|ø†

�ƒý»ñù†¬ ìþ|ðí†ü~€]2[ ºõ°Þþ …² ›íéú ôüµâþ|ø†ÿ ðË†ï

ìƒ~üƒ±üƒ• Îƒíƒéƒßƒ±¬ °…²ü± ¶†̈•|¶†²ÿ Îñõ…ó ìþ|ðí†ü~

‹ƒ~üƒò ðƒ¥ƒõ Þƒú …² …èƒ³…ìƒ†– ¤ƒ}ƒíƒþ ô ¤ƒýƒ†{þ �ý†¬û|¶†²ÿ

¶ý·}î|ø†ÿ …°²ü†‹þ ô ðË†°– „ð·• Þú ¶±ì†üú â̄…°ÿ

Þƒ†Öƒþ ‹ƒ±…ÿ {ƒœƒùƒýƒ³ ²üƒ± ¶ƒ†̈ƒ•|øƒ†ÿ ìõ°¬ ðý†² …² …‹Ï†¬

ìƒ©ƒ}ƒéØ Öñþ€ ¶©• …Ö³…°ÿ€ …ð·†ðþ€ Ö±øñãþ€ Ú†ðõðþ€

…Îƒ}ƒŒƒ†°ÿ ô... ¾ƒõ°– âƒ±Ö}ú ‹†ºñ~.]41[ ‹† {õ›ú ‹ú Î~ï

‹·}±|¶†²ÿ ìñ†¶� ›ù• …¶}Û±…° ðË†ï ì~ü±ü• Îíéß±¬
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…¤í~ ‹±…{þ ô øíß†°…ó

¬° ‹ýí†°¶}†ó {¥• ìÇ†èÏú€ ìþ|{õ…ó Î~ï {õÖýÜ …üò ðË†ï

°… ¬° ²ìƒƒýƒƒñƒƒƒú Öƒƒƒ±…üƒƒñƒƒ~øƒƒ†ÿ ¬°ôó ¶ƒƒ†²ìƒƒ†ðƒƒþ€ Îƒƒ~ï ²üƒƒ±

¶†̈•|¶†²ÿ ìñ†¶� ›ù• …¶}Û±…° „ó Îñõ…ó Þ±¬.

›ƒù• {Ïýýò {õ…²ó ðË†ï ì~ü±ü• Îíéß±¬ Þ†°Þñ†ó ¬°

‹ýí†°¶}†ó {¥• ìÇ†èÏú€ …² {·• ‹†æð̧ ‹õ¬ó ‹† …¶}×†¬û …²

ðƒíƒõ¬…° RADAR …¶ƒ}ƒ×ƒ†¬û º~û …¶•. ðíõ¬…° )1( ‹† {õ›ú ‹ú

…ìƒ}ƒýƒ†² ìß}·Œú ðË†ï ì~ü±ü• Îíéß±¬ Þ†°Þñ†ó ¬° 4 ì¥õ°

…ºƒ†°û ºƒ~û Þƒú ºƒ†ìƒê ìƒ¥ƒõ° ì»}±ü†ó€ 5/14 …ì}ý†² - ì¥õ°

Ö±…üñ~ø†ÿ ¬°ôó ¶†²ì†ðþ€ 74/63 …ì}ý†² - ì¥õ° ì†èþ€ 6/61

…ì}ý†² ô ì¥õ° °º~ ô ðõ„ô°ÿ€ 1/98 …ì}ý†²€ ‹† {õ›ú ‹ú ð}†ü�

ì̄Þõ° ô ðíõ¬…° {±¶ýî º~û …² Æ±üÜ RADAR ¬° ìþ|ü†‹ýî Þú

…üƒò ðƒËƒ†ï ‹ƒ† {ƒõ›ƒú ‹ƒú °ô½ Þ†°– …ì}ý†²ÿ ì}õ…²ó€ ¬…°…ÿ

{ƒƒƒõ…²ó ðƒƒíƒƒƒþ|‹ƒƒƒ†ºƒƒƒ~. ²üƒƒƒ±… …ôæ_ ìƒƒýƒƒƒ†ó Îƒƒíƒƒéƒƒßƒƒ±¬ ô…ÚƒÏƒƒþ ô

…¶ƒ}ƒ±…{ƒµÿ|ø†ÿ {Ïýýò º~û ðË†ï ì~ü±ü• Îíéß±¬€ ºß†Ù

ô›õ¬ ¬…°¬ ô ÷†ðý†_ ìý†ó ì¥õ°ø†ÿ Þ†°– …ì}ý†²ÿ ì}õ…²ó ðý³

Þƒú …² „ó ›ù• …°²ü†‹þ …üò ðË†ï …¶}×†¬û º~û …¶• {õ…²ó

‹±Ú±…° ðíþ|‹†º~.

1. ÎƒçŠ…èƒ~üñƒþ€ Öƒ±ºýƒ~@ ìýƒ±²…¾ƒ†¬Úƒþ€ Îéýƒ±Âƒ†@ Þƒ±üíƒþ€ ¶Ïýƒ~@ ìÓ†°ÿ€

ì¥íƒ~¤·ƒò@ ìéßƒþ€ Îéýƒ±Âƒ†@ {†›ýà€ ›Ï×± ô øíß†°…ó. ðË†ï ì~ü±ü•

ìŒ}ñþ ‹± Îíéß±¬ ¬° …ô°´…ð̧ ‹ýí†°¶}†ó Âý†üý†ó€ ìœíõÎú ìÛ†æ–€ 2831.

2. …¤ƒíƒƒƒ~ÿ ¬…ðƒýƒƒƒ†èƒƒƒþ€ „°²ô. "ìƒÇƒƒƒ†èƒÏƒƒƒú {ƒÇƒŒƒýƒÛƒƒƒþ ìƒƒƒ~üƒƒ±üƒƒ• Îƒíƒéƒßƒƒ±¬ ¬°

‹ýí†°¶}†ó|ø†ÿ ìñ}©� {ù±…ó ô …°…ú̂ …èãõ ‹±…ÿ …ü±…ó". �†ü†ó|ð†ìú Þ†°ºñ†¶þ

…°º~ ¬…ð»ã†û „²…¬ )ô…¤~ Îéõï {¥ÛýÛ†–(€ {ù±…ó€ 1831.

3. âƒƒ³…°½ Ÿùƒê ô ø»}íýƒò …›ƒç¹ °ôö¶ƒ†ÿ ¬…ð»ãƒ†û Îéƒõï �ƒ³ºßƒþ ô

¨~ì†– ‹ù~…º}þ ¬°ì†ðþ Þ»õ°€ ìÏ†ôð• {õ¶Ïú ì~ü±ü• ô ìñ†‹Ð ô …ìõ°

ìœȩ́ ô²…°– ‹ù~…º•€ ¬°ì†ó ô„ìõ²½ �³ºßþ€ {ù±…ó€ 2831.
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Evaluation of the Performance Management System of the
Employees of Amiralmomenin (P.B.U.H) Hospital of Semnan

making use of the Balanced Score Card; 2005-2006

Introduction: The performance management unavoidably is required for each social organization, and

presently hospitals as social organizations require the establishment of the performance management to

preservation of resources to provide health and treatment services.

Methods: The present study is aimed to evaluate the performance management system of the Amiralmomenin

(P.B.U.H) Hospital's employees of Semnan county during a 3-year period of establishment this system The

Balanced Score Card method was used for evaluation of this system, which determines the results achieved through

allocating scores in four axles including: customers, internal processes, financial, and innovation & growth. The

'customers' axle determines the objectives such as the patients' satisfaction, reduction of complaints, and increase of

motivation in the employees. The 'internal processes' axle determines objectives such as improving the productivity

and quality of the offered services. The 'financial' axle determines objectives such as performance-based payment

and reduction of expenses; and the 'Innovation & Growth' axle covers objectives such as increasing the information

level of the personnel, improving the educational level, and increasing the stability rate of the employees.

Findings: In the 'customers' axle, with customers' satisfaction being equal to 89.6%, complaints equal to 0.29%, and

employees' satisfaction equal to 35.3%, the score of the 'customers' axle was estimated at 41.5. Related with the

'internal processes' axle, considering the percentage of different parameters such as Productivity of Services (73.55%),

and Qualitative Deficiency of the Offered Services (0.57%), obtaining 0.6 negative scores. So that, the total score of

the 'internal processes' axle was equal to 36.4. In the 'financial' axle, the performance-based payments allotted 16.6%

to it, and so, the score of the 'financial' axle was equal to 16.6. In the 'innovation and growth' axle, considering the

percentage of elements such as the Increased Information Level of the Personnel (100%), Increased Educational Level

of the Personnel (39%), and the Stability Rate of Employees (89.4%), the total score of this axle was equal to 89.1.

Conclusion:The highest score assigned to the Innovation&Growth axle; and the other aspects including the customers

satisfaction, internal processes, and financial axles occupy the lower positions and scores respectively. Therefore, this

system left the lowest success record in related with the 'financial' matter that considering the focus of this system on the

performance-based payments. Weakness of the system is more observable in this axle. For the establishment of the

system, achieving the participation of the employees and the managers- and not being disappointed due to failures in the

initial executive stages through convening- educational-justification sessions, is necessary. As a result, to realization the

goals of the Performance Management System, it is necessary to pay more attention to making the bed for improving the

quality of the offered services, establishing performance -based payments, and meeting the satisfaction of the customers.

Keywords: Balanced Score Card, Customers, Internal Processes, Innovation & Growth, Financial
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