
ÂóäÜäñÂòÚÅùÔáóß 

(Quality Assurance: QA)

Â ÂóäÜäñÂòÚÅùÔáóß ìâóã×÷ÈÂõÉÂääâÖ¬óÈ ą Ì÷ćÈăÕ­äòÛÂóä

èóÈĀÝÚĀæñÉòÕäñÛÛĀæ­èĂÚÂäñÛèÚÂóäÛäõìóäÅùÔáóß 

ØöćË¬èãëä­óÈÅèóââòćÚĂÉè¬óÉñăÕ­ÅùÔáóßÖóâØöćÂČóìÚÕăè­  

(Harrington and Mathers, 

ÂÂóäÜäñÂòÚÅùÔáóß ìâóã×÷ÈÂõÉÂääâØöćÂ¬îĂì­ÿÂõÕÅèóââòćÚĂÉ

è¬ó ÂõÉÂääâĂÚÂäñÛèÚÝæõÖØòĈÈìâÕ ÕČóÿÚõÚăÜîã¬óÈâöÅèóâ

ÿÂöćãèÿÚøćîÈëòâßòÚÙ°ÂòÚ ĀæñâöÜäñëõØÙõáóß (Juran and 

Gryna,)



Â ÂóäÜäñÂòÚÅùÔáóß ìâóã×÷ÈÂõÉÂääâØùÂîã¬óÈØöćË¬èãĂì­Ýú­ÛäõāáÅ

ăÕ­äòÛëõÚÅ­ó ĀæñÛäõÂóäîã¬óÈâöÅùÔáóßÖóâäñÕòÛØöćÂČóìÚÕĂÚ

ÛóÈÅäòĈÈîóÉÝÚèÂÿäøćîÈÂóäÖäèÉëîÛ

ÅùÔáóß (Inspection) ăè­ĂÚÂóäÜäñÂòÚÅùÔáóßÕ­èã 

ìäøîîöÂÚòãìÚ÷ćÈÂóäÜäñÂòÚÅùÔáóßÿÜĆÚÂõÉÂääâÂóäÛäõìóä

ÉòÕÂóä ĀæñÂõÉÂääâÂóäÅèÛÅùâÿßøćîĂì­ăÕ­ÅùÔáóßØöćÅÈÿë­ÚÅÈèó 

ÿÚ­ÚÂóäĀÂ­ÜòÎìóĂÚäñãñãóè 

Â ÂóäÜäñÂòÚÅùÔáóß ìâóã×÷ÈÂæăÂ(Mechanisms) Āæñ

ÂäñÛèÚÂóä(Processes) Ö¬óÈą ØöćÚČóăÜëú¬ÂóääòÂêóĀæñÜäòÛÜäùÈ

ÅùÔáóßÃîÈÝææòßÙ° ÿßøćîË¬èãĂì­Ýú­ÿÂöćãèÃ­îÈ 

(Stakeholders) âòćÚĂÉĂÚèõÙöÅèÛÅùâÅùÔáóßĀæñâòćÚĂÉĂÚâóÖäÑóÚ

ÃîÈÝæÝæõÖ îöÂØòĈÈ

ÿÜĆÚÂóääòÛÜäñÂòÚìäøîäòÛäîÈè¬óÉñăÕ­âóÖäÑóÚÖóâØöćäñÛù (Harman, 

1996: 6) 



ÂóäÜäñÂòÚÅùÔáóß

Â . ĀÚèÅõÕÿäøćîÈÅùÔáóßëČóìäòÛÚòÂÛäõìóäãùÅÜòÉÉùÛòÚ 

ÂäîÛĀÚèÅõÕÃîÈÝú­ÅÚĂÚëòÈÅâăØããùÅÜòÉÉùÛòÚ âöÅèóâÿÜæöćãÚĀÜæÈăÜÉóÂÿÕõââóÂÿäõćââö

ÅèóâÿìĆÚĀæñÅèóâÿËøćîè¬ó ÈóÚäóËÂóä Ö­îÈâõĂË¬ÂóäÜÐõÛòÖõĀÂ¬ÜäñËóËÚĂÚæòÂêÔñÃîÈÝú­Øöć

âöîČóÚóÉèóëÚóÜÐõÛòÖõÖ¬îÝú­ÖČćóéòÂÕõċÂè¬ó ĀÖ¬ÉñÖ­îÈÿÜĆÚăÜĂÚæòÂêÔñÃîÈÂóä Ắì­ÛäõÂóäĀÂ¬

ÜäñËóËÚµ ÿßøćîÖîÛëÚîÈÅèóâÖ­îÈÂóäÃîÈÜäñËóËÚÿÉ­óÃîÈÜäñÿØé ÂäîÛĀÚèÅõÕ

ÕòÈÂæ¬óèÚöĈ âöÜäóÂÐîãú¬ËòÕ ĂÚäòÑÙääâÚúÎÊÛòÛÜòÉÉùÛòÚ ÿË¬Ú ĂÚâóÖäó Ėď ĀæñâóÖäó ĖĔ 

ấóÖäó Ėď ÛùÅÅæÝú­Ì÷ćÈÿÜĆÚÃ­óäóËÂóä ßÚòÂÈóÚ ìäøîæúÂÉ­óÈÃîÈìÚ¬èãäóËÂóä 

ìÚ¬èãÈóÚÃîÈäòÑ ìäøîäòÑèõëóìÂõÉ ìäøîÃîÈäóËÂóäë¬èÚØ­îÈ×õćÚ ĀæñÿÉ­óìÚ­óØöćîøćÚÃîÈäòÑ 

âöìÚ­óØöćÕČóÿÚõÚÂóäĂì­ÿÜĆÚăÜÖóâÂÐìâóã ÿßøćîäòÂêóÜäñāãËÚ°ë¬èÚäèâ îČóÚèãÅèóâ

ëñÕèÂ ĀæñĂì­ÛäõÂóäĀÂ¬ÜäñËóËÚ ¦¦¦¦ ð µ 



ÂóäÜäñÂòÚÅùÔáóß

Â. ĀÚèÅõÕÿäøćîÈÅùÔáóßëČóìäòÛÚòÂÛäõìóäãùÅÜòÉÉùÛòÚ 

ấóÖäó ĖĔ äòÑÖ­îÈÕúĀæĂì­âöÂóäÜÐõÛòÖõÖóâÂÐìâóã Åù­âÅäîÈ

ëõØÙõĀæñÿëäöáóßÃîÈÛùÅÅæ ÉòÕäñÛÛÈóÚÃîÈÂäñÛèÚÂóäãùÖõÙääâ

Ăì­âöÜäñëõØÙõáóß ĀæñîČóÚèãÅèóâãùÖõÙääâĀÂ¬ÜäñËóËÚîã¬óÈ

äèÕÿäĆèĀæñÿØ¬óÿØöãâÂòÚ äèâØòĈÈÉòÕäñÛÛÈóÚäóËÂóäĀæñÈóÚÃîÈ

äòÑîã¬óÈîøćÚĂì­âöÜäñëõØÙõáóß ÿßøćîÖîÛëÚîÈÅèóâÖ­îÈÂóäÃîÈ

ÜäñËóËÚ ¦¦¦¦ ð µ 

āÕãÂäîÛĀÚèÅõÕÕòÈÂæ¬óè áóßÃîÈÃ­óäóËÂóääñÕòÛëúÈØöćëòÈÅâ

âù¬ÈìèòÈÉñăÕ­ÿìĆÚ ìäøîîãóÂĂì­ÿÜĆÚ É÷ÈâõĂË¬ÿÉ­óÃùÚâúæÚóãÝú­Ì÷ćÈÉñâó

ÚòćÈÂõÚÚîÚÂõÚÿëèãëùÃ ìóÂĀÖ¬ÉñÖ­îÈÿÜĆÚÚòÂÛäõìóäØöćÕöØöćÉñÖ­îÈ

ÂČóÂòÛÕúĀæìÚ¬èãÈóÚĂÚÛòÈÅòÛÛòÎËóÃîÈÖÚą Ăì­ÜÐõÛòÖõÈóÚĂì­ăÕ­

ÅùÔáóß âöÜäñëõØÙõáóßĀæñ ÿÜĆÚØöćËøćÚËâÃîÈÜäñËóËÚ 



Â

ẤóäÅèÛÅùâÅùÔáóß (quality control) ìâóã×÷ÈÂõÉÂääâÂóäÛäõìóäÅùÔáóß ĂÚ

ë¬èÚØöćâù¬ÈØČóĂì­ÛääæùÃ­îÂČóìÚÕØóÈÕ­óÚÅùÔáóßµ 

Â ÂóäÖäèÉëîÛÅùÔáóß (quality Audit) 

ÅøîÂóäÖäèÉëîÛäñÛÛÂæăÂìäøîÅèÛÅùâÅùÔáóßáóãĂÚÃîÈîÈÅ°Âóä

Â ÂóäÜäñÿâõÚÅùÔáóß  (quality Assessment)  

ÅøîÂóäÜäñÿâõÚÂäñÛèÚÂóäĀæñÝæÂóäÕČóÿÚõÚÈóÚÃîÈîÈÅ°ÂäĂÚáóßäèâ 

ÅèâìâóãÃîÈéòßØ°ÅùÔáóß



èòÖ×ùÜäñëÈÅ°ÃîÈÂóäÜäñÂòÚÅùÔáóß

1.  ÿßøćîëä­óÈÅèóââòćÚĂÉĀÂ¬æúÂÅ­óìäøîÝú­äòÛÛäõÂóä
äèâØòĈÈÝú­ÛäõìóäîÈÅ°Âä 

2.  ÿßøćîÿÜĆÚäóÂÑóÚëČóÅòÎÃîÈîÈÅ°ÂäĂÚÂóäĂË­
ÿÜĆÚÑóÚÂóäÜäòÛÜäùÈîÈÅ°Âóäîã¬óÈÖ¬îÿÚøćîÈ



ÜäñāãËÚ°ÃîÈÂóäÜäñÂòÚÅùÔáóß

1.  Ö¬îæúÂÅ­ó ăÕ­äòÛÛäõÂóäØöćÕöâöÅùÔáóßÖóââóÖäÑóÚ

ØöćÂČóìÚÕ

2. Ö¬îîÈÅ°ÂäĀæñÿÉ­óìÚ­óØöć
2.1 ăÕ­äòÛÂóäÖäèÉëîÛØČóĂì­Ö­îÈÜäòÛÜäùÈÖÚÿîÈ

2.2  ăÕ­ÝæÝæõÖ/ÂČóăäâóÂÃ÷ĈÚ

3. Ö¬îÝú­Ûäõìóä/ÿÉ­óÃîÈÂõÉÂóä  

3.1 æÕÅèóâÃòÕĀã­È āÜä¬ÈĂë ÖäèÉëîÛăÕ­
3.2  îÈÅ°ÂäÛääæùÿÜ­óìâóã



îÈÅ°ÜäñÂîÛÃîÈÂóäÜäñÂòÚÅùÔáóßĂÚîÈÅ°ÂóäÛäõÂóä

1. Õ­óÚÂóãáóß 

2.  Õ­óÚÂäñÛèÚÂóä

3.  Õ­óÚÛùÅæóÂä

4.  Õ­óÚÿØÅāÚāæãöÂóäĂì­ÛäõÂóä



ÃòĈÚÖîÚÃîÈÂóäÜäñÂòÚÅùÔáóßĂÚîÈÅ°ÂóäÛäõÂóä

1. ÿæøîÂÂäñÛèÚÂóäØöćÜäòÛÜäùÈ

2. èõÿÅäóñì°ÂäñÛèÚÈóÚ

3. ÂóäèòÕÝæ

4.  ÂóäÜäòÛÜäùÈÈóÚ

5.  ÂóäÜäñÿâõÚÝæ



âö 2  ÜäñÿÕĆÚ Åøî 
1.1  ÂóäÂČóìÚÕÅèóâÖ­îÈÂóäÃîÈæúÂÅ­ó ÿË¬Ú 

-ÅèóâäèÕÿäĆè 
-äóÅóÿìâóñëâ

-×úÂÖ­îÈāÜä¬ÈĂë ÖäèÉëîÛăÕ­ ðæð

1.2  ÂóäÂČóìÚÕÂäñÛèÚÂóäÜäòÛÜäùÈ  âöÃòĈÚÖîÚ Åøî
1.  ØČóäóãÈóÚ/èõÉòãÂóäèõÿÅäóñì°ÝæÂäñØÛÖ¬îæúÂÅ­ó

2.  ëä­óÈÿÂÔÒ°ÂóäÿæøîÂ
3. ÉòÕæČóÕòÛÅèóâëČóÅòÎ
4. ÿæøîÂÂäñÛèÚÈóÚØöćÅèäÜäòÛÜäùÈ

1. ÿæøîÂÂäñÛèÚÂóäØöćÜäòÛÜäùÈ



âö 2  ÜäñÿÕĆÚ Åøî 
2.1  ÂóäÛòÚØ÷ÂÂäñÛèÚÈóÚØöćØČóîãú¬ÜòÉÉùÛòÚ 
āÕãÛòÚØ÷ÂÃòĈÚÖîÚØöćëČóÅòÎĂÚÂäñÛèÚÈóÚ ĀæñËöĈÜòÉÉòãÚČóÿÃ­ó 

ÿÃöãÚÃòĈÚÖîÚëČóÅòÎØöćÿÂõÕÃ÷ĈÚ ÿÃöãÚÃòĈÚÖîÚã¬îãą ĀæñÝææòßÙ°

Ăì­ËòÕÿÉÚĀÖ¬æñÃòĈÚÖîÚ äèâØòĈÈËöĈÅèóâëòâßòÚÙ°äñìè¬óÈÃòĈÚÖîÚ 

2.2  ÂóäÂČóìÚÕÖòèËöĈèòÕ  ÜäñÂîÛÕ­èã

2. èõÿÅäóñì°ÂäñÛèÚÂóä

ÜòÉÉòãëÚòÛëÚùÚ

ÖòèËöĈèòÕ

ÂäñÛèÚÂóäÛäõÂóä

ÖòèËöĈèòÕ

æúÂÅ­ó

ÖòèËöĈèòÕ



âö 2  ÜäñÿÕĆÚ Åøî 
3.1  ÂóääèÛäèâÃ­îâúæÝæÂóäÜÐõÛòÖõÈóÚØöćÿÂõÕÃ÷ĈÚĀæñÿÂöćãèÃ­îÈÂòÛÖòèËöĈèòÕÅèóâ
Ö­îÈÂóäĀæñÅèóâÅóÕìèòÈÃîÈæúÂÅ­ó  ØČóăÕ­āÕãÂóäëòÈÿÂÖ ĀÛÛëîÛ×óâ 

3.2  ÂóäĀãÂĀãñÿßøćîÛîÂĂì­ØäóÛè¬óË¬îÈè¬óÈØöćÿÂõÕÃ÷ĈÚäñìè¬óÈÝæÂóäÜÐõÛòÖõÈóÚ
ÉäõÈÂòÛÃ­îÂČóìÚÕÅèóâÅóÕìèòÈÃîÈæúÂÅ­óÿÜĆÚÜòÎìóÜäñÿáØĂÕÛ­óÈ  ÿË¬Ú

ÃòĈÚÖîÚÂóäÖõÕÖ¬îăâ¬ËòÕÿÉÚ

ÂóäÜäñËóëòâßòÚÙ°ăâ¬Øòćè×÷È

ÛóÈÃòĈÚÖîÚĂË­ÿèæóÚóÚâóÂ

3. ÂóäèòÕÝæ



âö 2  ÜäñÿÕĆÚ Åøî 
4.1  ÂóäÖòĈÈÿÜ­óìâóãĂÚÂóäÜäòÛÜäùÈĂì­ËòÕÿÉÚ
āÕãÂóääñÛùÿÜ­óìâóãìæòÂØöćÖ­îÈÂóäÛääæù ßä­îâÖòèËöĈèòÕ

Ăì­ËòÕÿÉÚ

ÂČóìÚÕÿÜ­óìâóãĀæñäñãñÿèæóØöćÖ­îÈÂóäÛääæù 

4.2  îîÂĀÛÛĀæñßòÓÚóèõÙöÂóäÜäòÛÜäùÈ 
āÕãÚČóăÜØîæîÈĂË­ÛóÈĀÝÚÂÂ¬îÚ ÿâøćîăÕ­ÝæÕöÉ÷ÈÚČóăÜ

ÃãóãÝæÖ¬îãòÈĀÝÚÂîøćÚąÖ¬îăÜ

4. ÂóäÜäòÛÜäùÈ



âö 2  ÜäñÿÕĆÚ Åøî 
5.1  ÂóäÜäñÿâõÚÝæÂäñØÛØöćÿÂõÕÃ÷ĈÚÉóÂÂóäÜäòÛÜäùÈ
āÕãÿÂĆÛÃ­îâúæÉóÂæúÂÅ­ó  Āæ­èÿÜäöãÛÿØöãÛÝæÕöÝæÿëöãØöć

ÿÂõÕÃ÷ĈÚÂ¬îÚĀæñìæòÈÜäòÛÜäùÈÈóÚ ĀæñßõÉóäÔóìóèõÙöÂóäØöćÕöØöćëùÕ 

ÖäÈÅèóâÖ­îÈÂóäĀæñÅèóâÅóÕìèòÈÃîÈæúÂÅ­ó

5.2  ÂČóìÚÕÿÜĆÚĀÚèÜÐõÛòÖõÂæóÈ
āÕãÂóäĀÉ­ÈĂì­ÿÉ­óìÚ­óØöćØùÂÅÚØäóÛĀæñÿÃ­óĂÉÚČóăÜÜÐõÛòÖõ

5. ÂóäÜäñÿâõÚÝæ



ÅùÔáóßÂóäÛäõÂóäëóäëÚÿØé

1. ÅèóâìâóãÃîÈÅùÔáóßÂóäÛäõÂóäëóäëÚÿØé

2. æòÂêÔñÃîÈÅùÔáóßÛäõÂóä

3. ÃòĈÚÖîÚÂóäÉòÕÂóäÅùÔáóßÂóäÛäõÂóäëóäëÚÿØé

4. ÜòÉÉòãĀì¬ÈÅèóâëČóÿäĆÉĂÚÂóäÉòÕÂóäÅùÔáóßĂÚë×óÛòÚÛäõÂóäëóäëÚÿØé



ÅèóâìâóãÃîÈÅùÔáóßÂóäÛäõÂóäëóäëÚÿØé

ǽòÂêÔñØöćÕöÿÕ¬ÚÃîÈÛùÅÅæìäøîëõćÈÃîÈµ (ßÉÚóÚùÂäâÊÛòÛ

äóËÛòÔÒõÖãë×óÚ ß.é. 2546ìÚ­ó253)

ǺùÔëâÛòÖõØùÂÜäñÂóäÃîÈÝæõÖáòÔÒ°ìäøîÛäõÂóäØöćëóâóä×

ÖîÛëÚîÈÅèóâÖ­îÈÂóä ØòĈÈÅèóâÖ­îÈÂóäØöćÂæ¬óèĀÉ­Èăè­ìäøîāÕãÚòãµ 

(Harrod³s Libraries³s Glossary and Reference Book, 
1995: 530)



ÂÅùÔáóß (Quality) ĂÚÈóÚÛäõÂóäìâóã×÷ÈÅèóâß÷ÈßîĂÉÃîÈæúÂÅ­ó
ìäøîÝú­äòÛÛäõÂóäØöćÿÂöćãèÂòÛÅùÔáóßÃîÈëõÚÅ­óìäøîÂóäÛäõÂóä ÿË¬Ú âöÂóä

îîÂĀÛÛØöćÕö ÿìâóñĀÂ¬ÂóäĂË­ÈóÚ ÛäõÂóääèÕÿäĆè ÖäÈÿèæó ßúÕÉó

ăßÿäóñ âöîòÙãóéòãăâÖäö 

ÂÂóäÅèÛÅùâÅùÔáóß (Quality Control) ĂÚÈóÚÛäõÂóäìâóã×÷È 

ÂäñÛèÚÂóäØöćĂË­ÿØÅÚõÅĀæñèõÙöÂóäÖ¬óÈ ąĂÚÂóäÅèÛÅùâÈóÚÛäõÂóäĂì­

âöÅùÔáóßÖóâÃ­îÂČóìÚÕĀæñâóÖäÑóÚîã¬óÈëâČćóÿëâî



ÂÂóäÜäñÂòÚÅùÔáóß (Quality Assurance) ĂÚÈóÚÛäõÂóä

ìâóã×÷ÈÂäñÛèÚÂóäìäøîäúÜĀÛÛÂóäÛäõìóäØöćâù¬ÈÿÚ­ÚăÜØöć

ÂóäÂČóìÚÕÿÜ­óìâóãÈóÚ Âóäëä­óÈâóÖäÑóÚÂóäÛäõÂóäĀæñ

ÂóäèòÕĀæñÜäñÿâõÚÝæÂóäĂì­ÛäõÂóä ÿßøćîÚČóÝæăÜĂË­

ÜäòÛÜäùÈâóÖäÑóÚÈóÚÛäõÂóäÖ¬îăÜ



ÂÂóäÜäñÿâõÚÅùÔáóß (Quality Assessment) 
ÿÜĆÚÂäñÛèÚÂóäĀëèÈìóÃ­îâúæØöćÿËøćî×øîăÕ­ ÿßøćîÖòÕëõÚ

ÅùÔáóßÃîÈÝæÝæõÖìäøîÛäõÂóäÃîÈìÚ¬èãÈóÚÖóâÿÂÔÒ°

ØöćÂČóìÚÕĀæ­èĀÉ­ÈÖ¬îëóÙóäÔËÚÖ¬îăÜ



æòÂêÔñÃîÈÅùÔáóßÛäõÂóä

1) æòÂêÔñØöćÉòÛÖ­îÈăÕ­ (Tangible)  ăÕ­ĀÂ¬ ëõćÈîČóÚèãÅèóâëñÕèÂØöć

ÜäóÂÐĂì­ÿìĆÚÿÜĆÚäúÜÙääâ ÿË¬Ú îùÜÂäÔ°ÿÅäøćîÈâøî îóÅóäë×óÚØöć 

ÛùÅæóÂä ĀæñèòëÕùĂÚÂóäÖõÕÖ¬îëøćîëóä

2) ÅèóâÿËøćî×øîăÕ­ (Reliability)  Åèóâëóâóä×ĂÚÂóäĂì­ÛäõÂóäÖóâØöć
ëòÎÎóăè­ăÕ­îã¬óÈ×úÂÖ­îÈĀæñÿËøćî×øîăÕ­

3) ÂóäÖîÛëÚîÈÖ¬îÝú­ĂË­ÛäõÂóä (Responsiveness)  ÅèóâÿÖĆâĂÉØöćÉñ

Ë¬èãÿìæøîÝú­ĂË­ÛäõÂóäĀæñÂóäÖîÛëÚîÈÅèóâÖ­îÈÂóäÃîÈÝú­ĂË­ÛäõÂóä

îã¬óÈØòÚØ¬èÈØö



4)    Åèóâëóâóä×ÃîÈÝú­Ăì­ÛäõÂóä (Competence)ÂóäØöćÝú­Ăì­ÛäõÂóäâö

Åèóâëóâóä× Åèóâäú­ĀæñØòÂêñĂÚÂóäĂì­ÛäõÂóäăÕ­

5) ÅèóââöâóäãóØ (Courtesy)ÂóäÛäõÂóäÕ­èãÅèóâëùáóß î¬îÚÚ­îâ
Ăì­ÿÂöãäÖõĀæñÿÜĆÚâõÖäÖ¬îÝú­ĂË­ÛäõÂóä

6) ÅèóâÚ¬óÿËøćî×øî (Credibility)ÅèóâÚ¬óăè­èóÈĂÉ ÅèóâÚ¬óÿËøćî×øî 
ÛäõÂóäØöćÌøćîëòÖã° ĀæñÉäõÈĂÉÃîÈÝú­Ăì­ÛäõÂóä

7)    ÅèóââòćÚÅÈ (Security) Åèóâäú­ë÷ÂâòćÚÅÈ ÜæîÕáòã îÛîù¬ÚĂÉÃÔñĂË­

ÛäõÂóä



8)    ÂóäÿÃ­ó×÷ÈÛäõÂóä (Access)ÂóäÿÃ­óĂË­ÛäõÂóäÈ¬óã ëñÕèÂ 
ăâ¬ãù¬ÈãóÂìäøîÌòÛÌ­îÚāÕãăâ¬ÉČóÿÜĆÚ

9)    Âóäëøćîëóä (Communication)ÂóäëøćîëóäÂòÛÝú­ĂË­ÛäõÂóäăÕ­
îã¬óÈÂäñÉ¬óÈ ÿÃ­óĂÉ ìâÕÃ­îëÈëòã ăâ¬è¬óÉñÿÜĆÚÂóäßúÕ ÂóäÿÃöãÚ

ìäøîÂóäàòÈ

10)  ÅèóâÿÃ­óĂÉÝú­ĂË­ÛäõÂóä (Understanding the Customer)
ÂóäÿÃ­óĂÉ×÷ÈÅèóâÖ­îÈÂóäÃîÈÝú­ĂË­ÛäõÂóä


