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����4O�=� P&�B�:  

          ;��@�� 1�!4B �� j% 1< (� 5(���� �) 1(�!/� ;(��/�� ���) L$� (� 5,�6/�� �� �
 -�� 1< �� ����
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                     ;�X/)�}Zm,!Z u}� 5,�6/}�� K
z
��/}�� -
�
$}� �!}~4� �}� ;��@}�� j% � ,�HFAB *��
(�� -X=
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(�� ,�!� �� �U
�� 5��3 (����,!Y          ;��3��}H� �� � �Fa�q Q
�/� (� 5,�6/�� �� �X/�
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�A� �!)v� ;�X/)�Z ;$4� �>
� �� ��$d� 5��n/� $4W ;��3 j�A.
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             � *��}
(�� � s�4}� ;�X.Y�Z $�� (� j%m �U
�� 5��3 xc� �, ;��= ;$4� �>
� � *��
(�� j/���

           {�� 5��!A% m�X/)�Z ;$4� �>
� � ;��3 5(�$�� 5!�� $�� (� j%            (� �}% �}) ;� �}�!3 �� 5,!� @�\���� 

,,�3 u� Ja�� *��
(�� ,�!� ;�X/)�Z ;!� (� *
����/B� 5�3 $4W.  

              �, 1�}��!/� ���F}� L�}AB� oS�� � *AFB L!a� �� *4/>� � j��4� *��~� 1�$�S ��� P
� J��, P
�/AX�

$Z�� u� �X/)�Z ;$4� �>
� � *��
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� oS� -X= �, -�� *ZC
 ���q ����
    L$}� � 1(�!}/� ;(�}�/�� ���) L$� �� ,�4/�� �� JHf�
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(�� �}� ��$}d� ���� �%*  �}>
� � 

$4�;    �%��) � R�) � �X/)�Z ;
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� �� ��$d�;-�� 5,!A� �!f) xc� �, �X/)�Z ]  m1��
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z
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�
$� ��� �, �/f�� -�S��U
�� E4
$F% xc� �, !�  

Y���4��> (�&�I 4H�0> )� (�9'%%
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���f� ��/Y�� �� ;�%��) � R�) �
�� � �U
�� ;(����,!Y 5��3� 1�
�2 P
� Q
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 u� m  ���

$44) 5,�6/��.  
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 (�/� '&'F 45%F:  

                   P}
� m�U
�}� 5��}3 xc� �, �>/�� � *AFB *��>� �� *4/>� ;$4� �>
� � *��
(�� �
�� 1�$�S �� �=!
 ��

 u� m5��n/� $4W ;��3 j�A.
 ;�X�$� (� 5�6/�� � 1(�!/� ;(��/�� ���) �!X6� (� ;��3 5�X� �� ����
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�/AX� (� *H
 $
�Z

 ;���H
 ;�X/����S � ����
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 $� �� � 

=��Yu$���, ,!Y �!f) �, . 

 !� (�;  %��3m �\
, u     �X��
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 �� 

-�� �
( 9�Z �� �C�f� P
� (� uY�� �� ,!Z 1��(�� ���� u
C�f� (���:  

 _      u��� ��X.Y�Z �� ���< (�  ����@� �z
��/�� ��    � $}44� u}A� �$�2 i�>
�� 1��(�� ��%    �}� -}�� P}�A

                �z
��/}�� P
�$}
 �, u
C�f}� 1$}�< $}
$2 R=!� � $4Z�� �/Z�, ,��
 1��(�� �
z
��/�� #�$%�

  $�!Z .    (� 5,�6/�� �, i��S� L�|� 1�!4B ��»�
���� -f3�� y�� «    �$}� 5�}
!� ��}%,!>X� �� $��!
 u�

,!Z ��4�,!Z od�� L!6n� �$�$4F� #�$%� L!.q� .  

Performance Measurement١  

PMS(Performance Measurement System)'  
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 _           -}X= �, 1��
$}� �� 1$�< ��fS {B�� -�� P�A� -��!Fc� � �4
@% u
���� ��~� u/4� ��%�����

,��\� ��!a ,!>X� -A� �� u/��q ��!\��% ���/� �, � 5$Z �$� 5�
!� Q
�/� �� �=!
.  

 _         !.�� m �%$4
��S �4
@% 5����, u��d, ?��@3 u��� ��X.Y�Z         �}� �X4
 � $4%, uA� 1�
�/f� � �

$���, $���
 j/��� J� ��= �� ufh� L�/4� $4
��S.  

 _                  $}��!
 �}X4
 � $4/�}�� R}��4� � ��d, J�Z �� u6�� ��% �4
@% p�hf
 �� �,�d u��� ��X.Y�Z

$44� u� �
!f
 �� �/f��.]o>4� 1�A%[  

  u�C��� �� ,��FAB u��
(�� u/4� ��% j/��� ��%,!>A� � pd�!�   �}� $}Z ��4� ,��FAB -
�
$� �,

                    �� u}F�S ��}�� � #�$%� �� $�,�� -��q u
�% j/��� �FY -A� �� 1������ � 1����� �� ��!:

                 ,�}�
� 	}F/h� ��X���(�}� 5,�6/}�� ���}� �,$}�/� ��%$4
��S R�
�
 P
$� � $4%, ���d �=!
 ,�!�

$
,�3 .       f}�2 �%$}4
��S P}
� u��>�/f2 ���� ������ ��X�!W��W P�4�A%     �}�!\4
� #$}% �}� $}Z ,�X4

        (� u}Y�� ���,� �, �� -�� 1�Z,��FAB �/�
�Z � -��, u��
(�� ���� �X���(�� �� �A� m �X�!W��W

         ,��FAB u��
(�� �4��( �, 5$Z �/Y�4Z ��% L$�)  �X�!W��W � �%$4
��S (     �X/
,�$�� � 5,�� uS��� ��

j
�AZ u� �� �� �
 �% ��X/
@� � .  

  

��������� 
 g%�* �'���� � ) �;D;(  

         L$� ,��FAB u��
(�� j/��� �� �%,��
�� (� u�
»J
�
 � �4�� « J�}Z �, �� -�� �}
(   5,�, 1�f}� 

 -�� 5$Z .                  �}� ,�}�FAB pY�Z -6% P�� 5$���2 ����� (� uZ�� 1��(�� �
 ,��FAB m L$� P
� �,

-�� �
( 9�Z:  

� ufh� �t�D     (� -�� ���>B ��»      R��4� 1��( �, m -��, ��%��� �����   R��4� -�6�� �� � « . JAB�,

u=��Y ->�� �� ufh� �t� u� uS��� ��~/�� ,�!� ��X�=��Y �� u�d�� ��% ,!Z.  

  

Sink&Tuttle�  

EffectivenessB  
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�u
�����      1< 5,�� ��4�� �� »  �%��� -��, ����� «              �}� o��}4� ��}~/�� ,�!}� #�.}� ->�� �� � -��

u� 	
��
 u�d�� #�.� ,!Z.  

�-�6��D   3 u�!X6� ��                     �}>4= s}Z (� �� 1< m -}�6�� �!}X6� 1,�}� �}
 e!AF� ���� � ,��, 5,�/�

$44� u� ���3 5(�$�� � u���� 	F/h�.  

���� 5�X�G-�� 5$Z uS��� �,��� �� u=��Y ->�� u/4� 	
��
 �� �� .  

� ���� u3$�( -�6��[$4� u� 1��(�� ,��FAB �� �,�
( �A� 1< ,!>X� ��.  

����<!�`$�F� ��@=� (� u�
 �� -�� ,��FAB ,!>X� ���� �.  

����<,!�I-�� u���(�� �% u
�X� #$% �� .  

  

  

  

 

  

  

  

  

 -6% P
� 1�4�A% ��� m -�� 5,�, y� -�4a �, ������ �����n
 L$� P
� �+��� 1��( �� ->�� �W�3�

$���,�!Y�� 1��(�� ,��FAB �, u
 �� -�A%� (� pY�Z . �� P
�P
� m ,!=� ����
 ����, L$�   
  
  

EfficiencyC  

Quality'  

Productivity%  

Quality of work life0  

Innovation/  

ProfitabilityD  

(EF)�G
  

(H
���  

�! !�  

���I�-�  ��� ���)  

���� (J61� �! !�  

���I-1  

)?-L;�/63�
�5(  

 #$�0&'& ?6�#��� � O3!�+(>���+�%./  
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   -�% @�� u���� ��X/
,�$�� .        �� L$� P
� �, L�|� 1�!4B ��» ��
v2 #�c��� «     ��
���}� (� u�
 ��

       ,!Z uA� uX=!
 -�� ��Y� �%, ��%��(�� .u� L$� �\
, -
,�$�� P�4�A%    1�
�/f}� �}� uX=!}
 

-�� 1��(��[Neely,2000]  

  

�������� h&���� 1��9 8)�'>���i	,- �  

»1�\�� «   L�� �,�ObO            J�Z �, N
�
�� P
� �� ,�� uS��� �� ,��FAB N
�
�� �
(      5$}Z 5,�, 1�f}� 

-�� .                   � u��}� ��}% �>4= J��Z u���(�� ,��FAB 	F/h� ��% �>4= �� -�� 1< L$� P
� �!d �c��

   u��� ���              $%, u� ���d �=!
 ,�!� �W��U�
 ��!a �� �� u=��Y � uFY�, ��% �>4= �.    L$}� P
� ���

                    u}A� 1�f}� �� u���(�� ,��FAB 	F/h� ��% �>4= P�� ����� ���Z< � #�6Z ��!a �� � u�!Y ��

$%,.]o>4� 1�A%[  

  

  

  

  

  

  

  

  

  

  

  

The Performance measurement matrix�  

 

(���  P!(��� �  

(Q��7  

(R7
�  

- �= �3�@= 68) �
 (�)�A� �!8A-�  

-�8�-� � 9!:;� (S�1 	��F�   

  

- ��
�$� �
�
6��7 �
68�  

- �����E� T���$� �
68�  

- �
��) U��  

- (V
�W ��= �3�@=  

- �
-� ��= �3�@=  

- 6!�-� � �7�� ��= �3�@=  

- (V
�W (1��� #$!�  

- 2A-� �) #�-;� 6X��  

- 6�6Q TY-L;� �
68�  

 #$�/&'&��$R>* ��!J ��
61
 Z�����+(>���+�%./  
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   3������� �'�TOPP    

     L�� �, L$� P
��&&�   ��!
 	/4���    -}�� 5$Z 5,�, ���!
 .      $}�� �}� (� �� ,�}HFAB j/�}�� P}
�

$%, u� ���d *��
(�� ,�!� ;�
v2 ���n
 � *+���)m*fh��t�.  

                                              (H
���                 

  

                                                   ��$R>*    

                          ���[\ �!!]�      

                                                                         (EF)�G
  

                                                                 #$�D&'&+��$R>* ��= � �-�Andersen+2001 

  �� 5�X� �� *����� J��!B ;��v3��t�
 1�@��m L$� P
� �, $�)�
 ,�!� � *Fa� �!X6�; ;�
v2 -��d� � 

$Z�� u� 1��(��.  

$%, u� 1�f� �� 1��(�� ,�HFAB �� *c��� J��!B ;��v3��t�
 5!�� *�!Y �� 1��64
T L$�:  

    

  

  

  

  

  

  

 #$�^&'& ?6�TOPP+Andersen+2001 

 L$� -
@�TOPP$Z�� u� 1��(�� ,�HFAB �� 1��(�� ���� P/S�3 �~� �, .[Andersen,2001]  
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