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� )�� +���$/$ $�'$&$)�'-", '$�&(&�'-" '�� +$��!�'-" '�� �" +$� /��&1�� !� 

!����!��� ��.&�� � �5�� )�", +�$,#���� (" �+�!�'!�'- �&#%'� � «����%- 

&$$!�$+��"»  � .�� !� �+�+�/� +$� !�  �&0*!$�&. 7&� �+. !� �+�+�/� ��!#, 

��&�� '�� $ /�). �$" !$)*�", !$� $+$�$� +�(!����'."  !.�$" '�� '$�&- 

'$�&(&�'- �+�/�(4� �+$!���� +�*$&, � )�!�!�$+- !(& �+��� �5& +$� +��*���,  �  1%��$&�", 
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+�$8+$0* ��" %�� !�&, '�!# !$ '��1!��$ /�&�!.&, �+�!���� !�" �+$ !$�-" !$�. � +��$1 � 

/��!��,- )���!# !� ����'!��� !�'# �&." $�%�&� )$1 )#0� �"  � )�� /�). �� �+��� ��, 

.+(" ��&�� � ��)$!�'- � !�&$)��, �4�!#3$&!�" !�  ���$%�'- )#0� � '�� �&#+!�4� ��!-", 

!$ $�%�&(!�'. !�" +���,#��$&, !� '�&�!�� '�� !�" �&!�)$�,*", !�" %&5 ��" '�� !�" /�4�.!�!�" 

!(& �+���-�(& !�". 
!.�$" !�" *���&�", ��&�� &� /��+� !(0�� �& '��  � +$�$ ,�0). � 

��)$!�'- � !�&$)�� +���$� !� '��!-��� '�� !�" �+��!- ��", %�� &� )+$�* �� &� 

����'!��� !�� (" *&�" $�%�&� )." )#0� �". � )*0$/$" +�$ *%%� �" !$� +�$,�-)�!$", *%�&� 

)� !�& �&#�� � �+�&!- �(& /�)$!�'5& � !�&.)(& /��6$��!�'5& /-)(& !�" �5��",  � 

��/�'. ��(!�)�!$�.%�$ +$� !$�" �+$,�-0�'�. 
� �+�&!- ��"  � ��!. */��4�& .!�, $� !(��&*" 

+$��!�'*" /�$�'� �" �&0�5+�&(& +.�(&, /�& ��&$$1& !�& �&#+!�4� !(& ����'!��� !�'5& 

�&." $�%�&� )$1 )#0� �" %�� !�&, �+. �4*!� �, �+��� ��. ��$  �%'�'��)*&�, � *���&� 

6�&*�( � !�& �&�%'��.!�!� /$)�'-"  � ,#0$" ����%-" '�� )�!���10)� �" !$� $�%�&� )$1, 

�6$1 +���!��-0�'� �+$0#���& �  !�& �+�).�6( � '�� )�!�'+��/�� � !$� +�$ (+�'$1 

!$�, *������ 4�'#0���" �+$ �6-&� �" !(&  � !�)#!(&, !(& /��/�'� �5& '�� !(& %��))5& 

�&�6$�#" !$�, �+$� ��  !.�(& �+./$ �" '�� �&�!�$6$/.!� �", �)+./��  !� /�#�� � !�" 

%&5 �", !�" +���$6$���" '�� !�"  �))�!$�-" !$�  !� /��/�'� �� �-��" �+$6# �(& '�� 

!*�$", *������ +�$!�$+-" !$� %�� !�& '��&$!$)��, !$& +����)�!� ). '�� !$ �� '$. 
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Abstract 

 

 

 

n a time of economic, social and political crisis, that our country spends for the last 

few years, raises the imperative "change of culture" at all levels that it comprises. One 

of these levels is the public sector, whose primary objective and common social goal 

now, is to transform the services provided in modern, reliable, functional and more 

efficient units. Public agencies in order to carry out their mission, which is to contribute in 

part attributable to each, to social peace, justice, order and security, should be transformed 

into learning organizations, by improving their operation for the benefit of society. With 

organizational learning, members of the organization can thrive, collaborate, innovate and 

perform more efficiently, creating in this way the right conditions for the best possible 

success of its mission. This thesis examines the characteristics of a learning organization in a 

public service, such as the Municipal Police, examining its collective learning and 

development, the organizational environment, incentives and rewards, knowledge and skills 

of its employees. The aim of this research is to determine whether and to what extent the 

Municipal Police meets the criteria and requirements in order to qualify as a learning 

organization. The problem was approached with analyzing the responses that municipal 

policeman in different municipalities of the country gave, at a special questionnaire submitted 

to them. Replies to this showed that the current human resource management policies, do not 

favour the characteristics growth of a learning organization for the under consideration, 

service. Specifically, the survey revealed the need for deep organization structural change and 

reform, since there was observed a discouragement in training and retraining of personnel, 

lack of a clear clarification of systems, procedures and lines of reporting, absence of 

performance goals and feedback, barriers in diffusion of knowledge, information and 

participation in decision making and finally, lack of inducement for innovation, 

experimentation and risk. In order for the Municipal Police to become a public learning 

organization, the administration requires to understand the great and significant importance of 

human resources for achieving its mission. It is imperative that modern public administrations 

have to develop systematic mechanisms of diffusion of knowledge and organizational 

learning to their members and make the most usage of their abilities, in order to develop their 

I 



 9 

organizational culture and provide value, not only in their own management organization, but 

also in the services that they provide. 

 

 

Key words 

 

Learning Organization, Organization Learning, Public Sector, Municipal Police. 
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1.1 ,+��  �( %��1!'�� �� 
 

� !����!��� +�&!��!�� /1&�!�� &� ����'!��� !�� (" � +���$/$" !(& )�%#�(& 

'$�&(&�'$$�'$&$)�'5& ����%5&. � +�%'$ )�$+$�� � !(& �%$�5&  �  �&/�� ). )� !� 

��%/��� �4*��4� !�" !��&$�$%��", *�$�& $/�%- ��  � ,�0�# '�� � !�" $�'$&$)��" +$��5& 

��!�'5& �(�5& '�� )�3� )� ��!*" !�" �+�����- ��" !$�", )� !�" !����!���" &� +�$ +�0$1& &� 

+�$ ��)$ !$1&  !� &*� /�/$)*&� '�� !�"  �&0-'�", %�� &� )+$�* $�& &� �+�,�5 $�&, 

���#3$&!�" ��3�'# !�& $�%�&(!�'- !$�" '$��!$1��, !�"  !��!�%�'*" '�� !�" /$)*" !$�". � 

�5�� )�", 6��&�!�� .!� *��� �+$��$6- �� !$ )�%��1!��$ )*�$" !�" +�%'. )��" '�� �", .�� 

).&$  � $�'$&$)�'., ���# '��  � 0� )�'., +$��!�'. '�� '$�&(&�'. �+�+�/$. 
-)���, 

+���  .!��$ +��# +$!*, $ ����&�'." �/�(!�'." !$)*�" *��� �&#%'� !�& �&#+!�4� !�" 

�+$/$!�'.!�!�" '�� !�" +���%(%�'.!�!�", �&5 ����3��  �%#  �%# &� +�$,#���!�� '�� � 

�+�/�(4� )�!�!�$+-" !(& $�%�&� )5& (�+��� �5&) !$� /�). �$�,  � +�$  1%��$&$�", 

�&!�%(&� !�'$1" '�� ���!$��%�'$1". �+5!��$"  '$+." ��&��, &� �&!�+$'��0$1& $� /�). �$� 

$�%�&� )$�, . $ !$ /�&�!.& �+$!��� )�!�'.!��� '�� �+$/$!�'.!���,  !�" &*�" '�� 

�&�,�0)� )*&�" /�). ��"  �&0-'�" ���!$��%��"  � ���(+�9'. �+�+�/$ ���# '��  !�" 

�+��!- ��" !(& +$��!5&. 

 

� /������� � !�" %&5 �", � �4�$+$�� � !�" +���$6$���" '�� � �&0#���& � !�" )#0� �" 

 !$�" /�). �$�" $�%�&� )$1", ��&�� ��!*" +$� 0�  �),#��$�&  !�& �&!�)�!5+� � !(& 

 1%��$&(& '$�&(&�'5& +�$'�- �(& '�� 0� $/�%- $�&  !�& +�-�� )�!�!�$+- !$�"  � 

$�%�&� )$1" )#0� �". � /��0&-" �)+�����  !� +�$ *%%� � !(& /�). �(& $�%�&� )5& 

)#0� �", ��&��  ��!�'# '��&$1�%�� �6$1 �  ���$%- !�", �+�'�&!�5&�!��  � )�%#�$ +$ $ !., 

 � ��!$1" !$� �/�(!�'$1 !$)*�. �� !�& �6��)$%- .)(" !�"  1%��$&�" /�). ��" /�$�'� �" 
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'�� !$� �*$� ��). �$� �#&�!3)�&!, $� �+��� ��" !$� /�). �$� !$)*� �4���  $&!��, 

�&�+!1  $&!�� '�� /�)�$��%$1& !�" '�!#�����"  �&0-'�" %�� !�& ,��!�( � !(& �+$/$)5&, 

+��$�5& '�� �+�/. �5& !$�", !�$+$+$�5&!�" !�& '$��!$1�� !$�" '�� )�!�!�*+$&!�" !�& 

$�%�&( ��'- )#0� �  � �+�!�'!�'- �&#%'� �+�,�( �". ��� *&� /�). �$ $�%�&� )., � 

�&#+!�4� !�" %&5 �", !(& /�4�$!-!(&, !�" '��&$!$)��", !�" +�(!$,$����" '�� !�" 

 �))�!$�-" !$� �&0�5+�&$� /�&�)�'$1 !$�  !� /��/�'� �� �-��" �+$6# �(&, �+$!��$1& 

!�& '��1!��� �+#&!� �  !� &*� '$�&(&�'- +�.'�� � +$� �&!�)�!(+�3��, +$� /�& ��&�� #��� 

�+. !�& #�� !� �&!�+.'�� - !$�  !�" $�$*&� '�� �+�!���&.)�&�" ����%*" !$�  1%��$&$� 

'. )$�. 

 

1.2 � #0�� /�� ��1'� 
 

� +��$1 � /��!��,- �+$!���� )�� �)+����'- *���&� '�!# !�& $+$��, )�� &�����%�'- /�). �� 

�+��� �� !(& �-)(& !�" �5��", .+(" ��&�� ��!- !�" ��)$!�'-" � !�&$)��", 

�&!�)�!(+�3�!�� '�� �4�!#3�!�� (" *&�" $�%�&� )." +$� �+�0�)�� &� �4����0��, &� �&�+!��0�� 

'�� &� «)#0��». 
'$+." !�" ��%� ��", ��&�� &� /��+� !(0�� �& '�� '�!# +. $ � ��)$!�'- 

� !�&$)�� (" /�). �$" $�%�&� ).", +��*���  !� )*�� !$� !� /�&�!.!�!� !�"  ���$%�'-" 

)#0� �" '�� �&#+!�4�", !� �&�%'��� )* � %�� &� )+$�* $�& &� �+$/5 $�&, !� '�!#����� 

'�&�!�� �+./$ �" )� !�" �&#�$%�" �&!�)$�,*" '�� !�& �'�&.!�!� %�� �+./$ � )* ( !�" 

%&5 �" '�� !�" �4# '� �" !(& /�4�$!-!(& !$�". 

 

�$  �)�&!�'.!��$  �)+*�� )� !�" *���&�" �+$!���� /� !��5" � /��+� !( � .!�, � 

���� �"' �� (����� �/(�� $� �� 0���" ���� $� &� +��� /��#���� ��������#� 

�������. 	�� ��!. /�.!�, .+(" 0� /��+� !5 $�)� '��  !� �+.)�&� '�6#����, � �+��� ��: 

� /�& +�$#%��  !$�" ��%�3$)*&$�" !�", !�& �!$)�'- )#0� � 5 !� &� !�& )�!�!�*���  � 

$�%�&( ��'-, 

� /�& !$�" +��*��� !� '�!#����� )* � %�� &� )+$�* $�& &� �+$/5 $�&, 

� /�& �&0���1&�� !�& �&#+!�4� !(& %&5 �(& '�� !(& /�4�$!-!(& !$�", 

� /�& �+$ !���3�� !�  �))�!$�- !$�"  !� /��/�'� �� �-��" �+$6# �(&, 

� /�& !$�" �&� �1�� !�& �&#���� �� '$� '�� +����)�!� )$1, 

� /�& !$�" �+$/��'&1�� !� �#0� !$�" 5 !� &� !� %&(�� $�& '�� &� ,��!�(0$1&, 

� /�& �+$'�&�� !�& +�$50� � %�� +���+#&( +�$ +#0��� �+./$ �"  � �&��$%�� )� !�" 

�&!�)$�,*" '�� 
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� /� /��0*!�� !�& '�!#����� $�%�&(!�'- '$��!$1�� %�� &� �+$ !���4�� !�& �6$ �( - 

!$�"  � ��!-. 

 


 +���$�� )." !�" /��!��,-" �&!$+�3�!�� '���("  !$ /��%)� !�" *���&�", '�05" +��# !$ 

)�%#�$ ���0).  �))�!$�-" (100 /�)$!�'$� � !�&.)$�), !$ ��(!�)�!$�.%�$ �+�'!#0�'�  � 

�+���-�$�" /��6$��!�'5& ����01& �(& !�" ��)$!�'-" � !�&$)��", /��/�)$!�'# '�� 

+�&����/�'#. 
�%'�'��)*&�,  !�& *���&�  �))�!����& ��%�3.)�&$� �+. !$�" �-)$�" 

�0�&��(&, ��  ��$&�'�", ������#, ��!�*(&, �./$�, �#��"-�$1��"-�$����%)*&�", 

�)��$� �$�, �%��" ���� '��-", ���'���$� 	�-!�", :#&0�", ��#)�" '�� 
�� !�#/�". 

���.& �+$'�� ��"  � $�� )*&� �+$!��* )�!�, �&/��$)*&(" &� �+#��$�& �.%( !(& 

%�(%��6�'5& �+�'!# �(&, !�" /��6$��!�'-" $�%�&(!�'-" '$��!$1��" '�� !(& �'# !$!� 

��%� ��'5&  �&0�'5&. 

 

��$'��)*&$� &�  �&/�# $�)� !$ +�.,��)� )� !� 0�(��� '�� &� )+$�* $�)� &� �4#%$�)� 

 �)+��# )�!� %�� !$ �& '��  � +$�$ ,�0)., � ��)$!�'- � !�&$)�� �+$!���� *&� /�). �$ 

$�%�&� ). )#0� �", �+$,#���)�  !$�" +�$�&�6��.)�&$�"  �&�/*�6$�", ��(!- ��" +$� 

�6$�$1 �& !� 0�(��� !$� learning organization. ��$  �%'�'��)*&�, $� ��(!- ��" 

'�!�&�)-0�'�& )� !*!$�$ !�.+$ 5 !� &� )+$�* $�)� &� /��+� !5 $�)� !�& 1+��4� - )�, 

!�"  ���$%�'-" )#0� �" '�� �&#+!�4�"  !$ � (!���'. +��� �$ !$� $�%�&� )$1, !�" 

 �&0-'�" !$� $�%�&(!�'$1 !$� +���,#��$&!$", !�& +��$� �� - �+$� �� '�&-!�(& '�� 

�&!�)$�,5& �+./$ �" '�� !�& �4�$+$�� � - )�, !(& %&5 �(& '�� /�4�$!-!(& !$� 

+�$ (+�'$1 !$�. 

 

1.3 ������&�� /�� ��1'� 
 

�$ +�5!$ )*�$" !�" /��!��,-", +�����),#&�� )��  1&!$)� 0�(��!�'- �&� '.+� � !�" 

+�%'. )��" ,�,��$%��6��" +$� �&�6*��!��  !�& $�%�&( ��'- )#0� � '�� !$�" $�%�&� )$1" 

)#0� �" ('�6#���$ 2), .+$� %�&�!�� )�� +�$ +#0��� /���(�� )$1 '��  � ��!� )$1 !(& /1$ 

.�(&, �&5  !�  �&*���� �4�!#3�!�� �&���!�'# '�0*&�" �+. ��!$1". 
!$ !��!$ '�6#���$, 

+���%�#6$&!�� $� /�). �$� $�%�&� )$� )#0� �" )* ( !�"  1%'�� -" !$�" )� !$�" 

�&!� !$��$�" �/�(!�'$1", '�� '�!.+�& +�$ �%%�3�!�� !. $ !$ �*$ ��). �$ �#&�!3)�&!, . $ 

'�� � �&#+!�4� !$� �&0�5+�&$� /�&�)�'$1 !$� /�). �$� !$)*�. 
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!$ /�1!��$ )*�$" !�" /��!��,-", �&�6��.)� !� �'!�!�)*&�  !� ��)$!�'- � !�&$)�� (" 

*&�& $�%�&� ). (�+��� ��) !$� /�). �$� !$)*� +$� �+�0�)�� &� «)#0��», +���%�#6$&!�" 

,� �'# ����'!��� !�'# !�" /$)-" !�" '�� �&��1$&!�" !�" ��)$/�.!�!*" !�" ('�6#���$ 4). 


!$ +*)+!$ '�6#���$, +���!�0�&!�� � )*0$/$", $� ��(!- ��" '�� !$ /��%)� !$� 

��(!�)�!$�$%�$� !�" *���&�", !� $+$�� '�� 0� )�" �+�!�*�$�&  !�  �&*���� &� �4#%$�)� 

 �)+��# )�!� %�� !$ �& '�� '�!# +. $, � ��)$!�'- � !�&$)�� /1&�!�� &� ����'!��� !�� 

(" *&�" /�). �$" $�%�&� )." )#0� �". 

 

�*�$",  !$ !��!$ )*�$" �+��'$&�3$&!�� /��%��))�!�'# !� �+$!��* )�!� !�" *���&�" 

('�6#���$ 6), �&5  !$ *,/$)$ '�� !����!��$ '�6#���$ !�" +��$1 �" /�+�()�!�'-" ��%� ��", 

��!# �&��1$&!�� '�� ��)�&�1$&!�� +��$� �#3$&!�" !��!.��$&�, !��.& +�$!# ��" ,��!�( �" 

'�� )�!�!�$+-" !�" ��)$!�'-" � !�&$)��",  � *&� /�). �$ $�%�&� ). +$� )�0��&��. 
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��)����� 2 

 

 

��*��
����� 	�,��� - ��*����	�� 	�,���� 
 

 

 

2.1 �����&�' 
 


!$  1%��$&$ �+������ ��'. +���,#��$& ��&�� '$�&5" �+$/�'!. .!�, � *)6� �  !�  �)� �� 

!�" $�%�&( ��'-" )#0� �" (organizational learning) �+$!���� '�0$�� !�'- +�%- 

�&!�%(&� !�'$1 +��$&�'!-)�!$" %�� )�� �+������ � ($�%�&� ).). ��*$&, $� $�%�&� )$� 

0*!$�&  �& '1��$  !.�$" !$�" !� )�!�!�$+- !$�"  � $�%�&� )$1" )#0� �" (learning 

organizations), )* ( !�" /�)�$��%��" �&." $�%�&(!�'$1 +��� �$� !$ $+$�$ 0� +���*��� !�& 

�&/�&#)( � '�� �&#+!�4� !(& /��/�'� �5& )#0� �" !(& ��%�3$)*&(& !$�", !�  � !�)�!�'- 

'�� �+$!��� )�!�'- �4�$+$�� � !�" +�$�%$1)�&�" %&5 �" !$�" '�� !�& �&#+!�4� &*(& 

!�.+(& /�)�$��%��", /��&$)-" '�� �4�$+$�� -" !�". 

 


1)6(&� )� !$& Gagné (1975), )#0� � ��&�� � /��/�'� �� � $+$�� �+$,$�0# !$�" 

$�%�&� )$1" &� !�$+$+$�- $�& !�  �)+���6$�# !$�"  � *&�  ��!�'#  1&!$)$ ��$&�'. 

/�# !�)� '�� )� *&� ).&�)$ !�.+$, 5 !� � �/�� � ����%- &� )� ����� !�� &� �+�&���60��  � 

'#0� &*� +���+!( �. 
  �%%��6*�" '�!��-%��  !$  �)+*�� )� .!�, �&5 !� #!$)� 

�+���#3$&!�� �+. � (!���'# '�� �4(!���'# %�%$&.!� !$� $�%�&(!�'$1 +���,#��$&!$", � 

'��&$1�%�� %&5 �  �&/*�!�� )� !�& +�$�%$1)�&� 6!#&$&!�"  !$  �)��$, .+$� � )#0� � &� 

��&�� �+$!*�� )� ������+�/�� �" !$� �!.)$� )� ��!. (��$��-", 2000). 

 

��� !$& ;�,��&. (2002), $ .�$" $�%�&� )." �&�6*��!�� (" *&�  1 !�)� �!.)(& '�� 

$)#/(&, � ������+�/�� � !(& $+$�(& �+$ '$+��  !�& �'+�-�( � �&." '$�&$1  !.�$�, �&5 

� /$)- !$� ��� �)$+$���!�� %�� &�  �&!$&�3�� '�� &� '�!��01&�� !$ *�%$ !(& !)�)#!(& !$�. 
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2.2 �(�0+ ���  &� #�&� 
 

�+�����5&!�" )�� �+� '.+� � !�" ,�,��$%��6��", �&!$+�3$�)� ��'�!*" �&!�0* ��" �&#)� � 

 !$�" .�$�" $�%�&( ��'- )#0� � '�� $�%�&� )$� )#0� �". 
� +�5!� 6# � +���!��$1)� 

.!�, �&5 !$ '�&�!�$ !�" $�%�&( ��'-" )#0� �" ��&�� � �4*��4� !$� $�%�&� )$1 )�  '$+. !�& 

����%- !$� �&!�0�!�, !$ '�&�!�$ !$� $�%�&� )$1 )#0� �" ��&�� � �+.'!� � �&." 

 �%'��!�'$1 �&!�%(&� !�'$1 +��$&�'!-)�!$" +$�  '$+. *���, !� ,��!�( - !$�. 7+��!�, !$ 

�+� !�)$&�'. �+.,�0�$ +#&(  !$ $+$�$ ,� �3$&!�� '�� �&�+!1  $&!�� $� �/*�"  ��!�'# )� 

!�& $�%�&( ��'- )#0� � ��&�� �'�/�)�9'. '�� �6$�# !�& $�%#&( � '�� !� �-�� 

�+$6# �(& )�  '$+. !�& �&#+!�4� 0�(��5&, �&5 $� $�%�&� )$� )#0� �" *�$�& )�%��1!��� 

+��'!�'- �6��)$%- �6$1 ,� �3$&!��  !$ �+� !�)$&�'. +�/�$ !$ $+$�$ )���!# !�& �4*��4� 

!(& $�%�&� )5& '�� !$  !��!�%�'. )#&�!3)�&! )�  '$+. !�& #)� � +��*),� �. 

 

� $�%�&( ��'- )#0� � �'+�$ (+��!�� +���  .!��$ �+. ����&�!*" +$� �+�'�&!�5&$&!�� 

 !�& '�!�&.� � !�" 61 �" '�� !(& /��/�'� �5& !�" )#0� �"  !$�" $�%�&� )$1" (Senge et. 

al. 1999). �+. !�& #���, $� Easterby-Smith et. al. (1999) ,�*+$�& !�& ���- !$� $�%�&� )$1 

)#0� �" �'+�$ (+�)*&� �+.  �),$1�$�", $� $+$�$� �+�'�&!�5&$&!��  � )�0$/$�$%��" %�� 

!� /�)�$��%�� ����%-" +$� ,��!�5&�� !� /��/�'� �� !�" )#0� �". � !$+$0*!� � �&#)� �  � 

��!*" !�" /1$ *&&$��", ��&�� )�� +�$ '��!�'- +�$ *%%� �  !�& $�%�&( ��'- )#0� � +$� 

�4�!#3�� !�" +��'!�'*" $� $+$��" +��� �5&$�& !�& �&#+!�4�, !� /��&$)- '�� !�& �)+����� !�" 

)#0� �"  !$�" $�%�&� )$1" (Betts and Holden, 2003). 

 

��� !$�" Cyert and March (1963), � $�%�&( ��'- )#0� � �+$!���� ,� �'.  � !�!�'. 

 !$����$ %�� '#0� $�%�&� )., �&�4#�!�!� �+. !$& !�.+$ +$� $ $�%�&� )." /�������3�!�� !� 

%&5 �, �&5 .�$� $� $�%�&� )$� )�0��&$�& '�05" ��$0�!$1& !�  !��!�%�'-, !$�"  !.�$�" '�� 

�&�3�!$1& +#%��" /��/�'� ��"  !�& �)+����� !$�". 
� Argyris and Schön (1978) �+. !�& 

#���, � ����3$&!�� .!�, $� /��/�'� ��" )#0� �" )* �  !$�" $�%�&� )$1"  +#&�� +�$'��$1& 

0�!�'*" ����%*" '�05" $� $�%�&� )$� *�$�& /��6$��!�'# +�$,�-)�!�  !�  '*�� '��  !�& 

+�#4� �+. ��!# +$� �&!�)�!(+�3$&!�� )� !�" �+#��$� �" 0�(���" )#0� �". 
� Di Bella et. al. 

(1996) /���(��3$�& !�& $�%�&( ��'- )#0� �, (" !�& �'�&.!�!� (- /��/�'� ��") )* �  � 

*&�& $�%�&� ). &� /��!��- �� - &� ,��!�5 �� !�& �'!*�� � ,� � )*&�  !�& �)+����� �+. 

!$& $�%�&� ). )#0� �", (" '$�&(&�'#  � !-)�!�  !� $+$�� ��),#&�� �5�� � )#0� �. 
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� ,�,��$%��6�� +$� �6$�# !�& $�%�&( ��'- )#0� �, *��� � !�# ��  !�& �)��.��+!� 

+���!-�� � '�� �&#�� � !(& /��/�'� �5& +$� �)+�*'$&!�� !. $  !�& �!$)�'- . $ '��  !�& 

$)�/�'- )#0� �, �&5 ��!-  ��!�'# )� !$�" $�%�&� )$1" )#0� �", *��� +�$ �&�!$�� !��  !� 

/�# � !�" ��� �)$+$�� �" )�0./(& /�#%&( �" '�� �4�$�.%� �", $� $+$��" )+$�$1& &� 

,$�0- $�&  !$& �&!$+� ).,  !�& +�$50� � '��  !�& �4�$�.%� � !�" +$�.!�!�" !(& 

/���%� �5& )#0� �" )* �  � ��!$1" (Tsang, 1997). 

 

2.3 �����&���"' ������ 
 

� $�%�&( ��'- )#0� � (organizational learning) ��&�� *&�" !$)*�" %&5 �" +$� )���!# 

+�.!�+�, 0�(���" '�� �6��).3�� +��'!�'*",  ��!�'# )� !$& !�.+$ )� !$& $+$�$ *&�" 

$�%�&� )." )�0��&�� '�� �4���  �!��/�&�+!1  �!��. B�� '�!��  � �4*�$� � 0* �  !�& 

�+� !-)� !$� Change Management '�� ��� �)$+$���!�� ���*(" %�� !�&  !��!�%�'- 

�&�/�$�%#&( � '�� !�& $�%�&( ��'- �&#+!�4�. � $�%�&( ��'- )#0� � *��� �&�%&(�� !�� 

(" � +�$ �+$!��� )�!�'- +�$ *%%� � %�� +�$%��))�!� )*&� '�� #)� � ����%-. ��&�� $ 

!�.+$" !$& $+$�$ .�� � �+� �)� ,�,��$%��6�� *��� �&�%&(�� �� (" !$& +�$ �+�!���)*&$  � 

'#0� !$)*� /+�/�$ /�$�'�!�'-" ����%-". 


�  �&-0��" +���/$ ��'*" +��'!�'*" )#&�!3)�&!  !�" �+�����- ��", )* ( !$� !)-)�!$" 

�&0�5+�&$� ��&�)�'$1, ,� �3$&!��  !�& �!$)�'- �&#+!�4� !(& �'�&$!-!(& )� 

/�� !���.!�!�" ( �)�&#���, � '- ��", '!�.) $� $+$��" �+$!��$1& !$ )* $ %�� !�& �!$)�'- 

)#0� � !(& ��%�3$)*&(&. � !. $, � �!$)�'- )#0� � /�& ��&�� +��# � �&�%'��� 

+�$8+.0� � %�� !�& $�%�&( ��'- )#0� �. 
� $�%�&� )$� '�� !� /�'!�� )�0��&$�& .!�& $� 

#&0�(+$� )�0��&$�&, ���# ).&$ �6. $& $� #&0�(+$� )$��#3$&!�� !�& %&5 � +$� *�$�& 

�+$'!- ��. 7! � �$�+.&, � $� �� !�'- /��6$�# ��&�� .!�, *&�" $�%�&� )." )#0� �" 

/�)�$��%��,  ����),#&��, )�!�6*��� '�� ��� �)$+$��� !�& %&5 �, %�� &� !�& �&/�&�)5 �� 

'�� &� !�& �& ()�!5 ��  � *&� /���'5" )�!�,���.)�&$ +���,#��$&. 7&�" $�%�&� )." 

)#0� �" +�$#%�� �&��%#, /���'$�1&�� '�� �+�,��,�1�� !�&  ���$%�'- )#0� �. 
�&�+5", !$ 

 �)��$ '���/� !�" $�%�&( ��'-" )#0� �" ��&�� � ������+�/�� � +$�  �),��&�� �&#)� � 

 !� #!$)�. 

�* �  !� ��.&�� ����&5&, � $�%�&( ��'- )#0� � *��� �&�+!14�� +��'!�'# ��%����� +$� 

�&� �1$�& !�&  ���$%�'- &$�)$ 1&� !(& $�%�&� )5& *! � 5 !� $� �+$6# ��" &� 

��),#&$&!�� +��%)�!�'# �+. .�$ !$& $�%�&� ). '�� '�!#  �&*+���, &� �+$ !���3$&!�� �+. 
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.�$ !$& $�%�&� ).. 
� March and Olsen (1975)  �&/*$�&  !$ )$&!*�$ !$�" !�& �!$)�'- )� 

!�& $�%�&( ��'- )#0� � �+$ !���3$&!�" .!�, $� �!$)�'*" +�+$�0- ��" $/�%$1&  � �!$)�'- 

/�# �, +$� )+$��� &� $/�%- ��  � $�%�&( ��'- ����� ��� �	
������ �+. !$ +���,#��$& '�� 

$� $+$��" )� !�  ���# !$�", )+$�$1& &� �+�6*�$�& &*�" �!$)�'*" +�+$�0- ��". ����%�#6$�& 

$� �� !�'# *&�& '1'�$  !$& $+$�$ � )#0� �  �),��&�� .!�&, '��1!���" +�+$�0- ��" 

$/�%$1&  � '��1!���" /�# ��". 


 Argyris (1977) +���%�#6�� !�& $�%�&( ��'- )#0� �, (" !� /��/�'� �� '�!# !�& $+$�� 

�&��&�1�!�� '�� /�$�05&�!�� *&� �#0$". <!�& � /�.�0( �  �),��&��, �(��" &� ���#4$�& $� 

�+$'��)�&�'*" �4��" '�� � +��$1 � '�!# !� � +$� ��*%�$�& !�"  �)+���6$�*", !.!� *�$�)� 

)#0� � )$&$1 (�+�$1) ,�.%�$�. �&!�0�!�, .!�& �&��&�1�!�� '#!� ��&0� )*&$ '�� 

/�$�05&�!�� �6$1 +�5!� ���#4$�& $� �+$'��)�&�'*" �4��" '�� #���  !$����� !�" �+#��$� �" 

'�!# !� �", !.!� *�$�)� )#0� � /�+�$1 ,�.%�$�. � )#0� � )$&$1 ,�.%�$� +���)*&��  !� 

.��� !(& �+$/�'!5& /��/�'� �5&, �&5 ��!- !$� /�+�$1 ,�.%�$� �+��!�� &� /�)�$��%�0$1& 

&*�" /��/�'� ��" +$� &� ,� �3$&!��  � )�� &*� �&!�����. 

� Sun (2003) �&�6*��� .!�, � $�%�&( ��'- )#0� � ��&�� �/���!���  �)�&!�'-, �6$1 

�+$!���� �&�+. +� !$ '$))#!� !�" �+$ !$�-" '�� !$� $�#)�!$" !$� $�%�&� )$1 )#0� �". 

� �/��, *�$&!�" /��+� !5&�� !�  1%�� �  !� ��- � !(& /1$ ��!5& .�(& �+. ��'�!$1" 

)���!�!*", !$�" /��'��&�� $��3$&!�" !�& $�%�&( ��'- )#0� � (" /��/�'� �� '�� !$& 

$�%�&� ). )#0� �" (" !$ �+$!*�� )� !�" /��/�'� ��". ��� !�&  �%%��6*�, � $�%�&( ��'- 

)#0� � ��&��  ���$%�'- )#0� � '�� )��  � !�)�!�'- /��/�'� �� �+.'!� �" &*�" %&5 �" 

+$�  !$��1��  !$ &� �!� �� !$& $�%�&� ). )#0� �". �&!$+�3��  � ��!-& .�$�" .+(" 

/�&�)�'-, '����*�%���,  !.�$�", +�$ 0-'� &*(& +��%)#!(&,  �))�!$�- '��  �&��%� ��. � 

#)� �  �))�!$�- !(& ��%�3$)*&(& !$� $�%�&� )$1  �  �3�!- ��", /���.%$�", +�$!# ��", 

�&!����%*" �/�5&, /��+��%)�!�1 ��",  1%'�� � �+.��(& '�� *'6�� � �)+����5&, �+$!���� 

!$ '���/� %�� !�& �+.'!� � $�%�&( ��'-" )#0� �". 


� Scott and Sun (2003) �+$ !���3$�& .!�, � /��/�'� �� )#0� �"  �)+�����),#&�� !�& 

�+.'!� �, !� /��&$)- '�� !�& '�!�&.� � !(& +���$6$��5& ���# '�� !�& $�%�&( ��'- 

)&-)�  � ,# ��" /�/$)*&(& '�� #!�+�" )$�6*" �+�'$�&(&��". �$  �)�&!�'.!��$ '$))#!� 

��&�� � �+.'!� � !�" %&5 �" � $+$�� +�$*���!��, ��!� �+. !� 6��$ $6�� �/�� �" !$� 

$�%�&� )$1, ��!� �+. !�& �)+����� )* � �+. !$& $�%�&� ). - )� ,# �  �%'�� ��" )� #��$�" 

$�%�&� )$1" - '�� �'.)� �+. !�& �+�6- )� #��$�" $�%�&� )$1" '�� !� /����1&� � !$� 

�4(!���'$1 +���,#��$&!$". 
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��� !$�" Pak and Snell (2003), � $�%�&( ��'- )#0� � ��&�� *&�" !�.+$" %�� !� /�)�$��%�� 

'�� !�& �&#+!�4� '$�&-"  '*��", �&5 $ Miller (1996) !�& $��3�� (" !�& �+.'!� � %&5 �" 

�+. #!$)� '�� $)#/�" $� $+$�$� ��&�� +�.0�)$� &� !�" �6��). $�&  !�& ��%� �� !$�" %�� !� 

�-�� �+$6# �(& '�� !�& �+���$- !(& #��(&, 5 !� &� �+�!���0�� � �+$ !$�- !$� 

$�%�&� )$1. � $�%�&( ��'- )#0� � %�� !$�" Hanna and Lester (2009), ��&�� �%%�&5" 

 1&0�!� �+��/- +�����),#&�� !�  1&/� � +$�'��(& '��  ��&# �&!�'�$�.)�&(& �!.)(&, 

$)#/(&, +$��!�'5& '�� ���!$��%�5&. 

 


�&$��3$&!�", 0� �*%�)� .!� � $�%�&( ��'- )#0� � ��&�� � �&�%'��� /��/�'� �� .+$�, 

)* � �+. !�& �&�3-!� �, /�#�� �, '�!�&.� � '�� ��$0*!� � !�" %&5 �", !. $  � �!$)�'. 

. $ '��  � $)�/�'. �+�+�/$, '�!�6*�&�� '�� )�!�!�*+�� *&�& $�%�&� ).,  � $�%�&� ). 

)#0� �". 2��( !�, $� $�%�&� )$� +$� 0� �+��*�$�&  !$ )*��$&, 0� ��&�� �'��&$� $� $+$�$� 

0� �&�'��1�$�& +(" &� �&!�- $�& !� /* )�� � !(& )��5& !$�" '�� !�& �'�&.!�!# !$�" &� 

)�0��&$�&  � .�� !� �+�+�/� )* �  � ��!$1" (Senge, 1991). 

 

2.4 ����"+� ��0+� �����&���"'� ������� 
 


 Peter Senge '�� $�  �&��%#!�" !$�  !$ MIT, '�!#6���& &� +�$ /�$�� $�& !�" +*&!� (5) 

,� �'*" ���*" (disciplines), $� $+$��"  �),#�$�&  !�& $�%�&( ��'- )#0� � '�� +$� 0� 

+�*+�� &�  �&/�� !$1& %�� !� /��).�6( � �&." �+$!��� )�!�'$1 $�%�&� )$1 )#0� �" 

(�+$���&!#", 2005). 
� ���*" ��!*", +$� ����'!���3$&!�� '�� (" $� +��5&�" !�" 

���!$��%��" �&." $�%�&� )$1 )#0� �", ��&�� $� �4-": 

 

 2.4.1. ����&%�"' "(����0�� (Personal mastery) 

 

�$ '1!!��$ !�" )#0� �" � 6��5" ��&�� !$ #!$)$. 
� #&0�(+$� +$� ����'!���3$&!�� �+. 

����. �+�+�/$ +�$ (+�'-" '��������",  �&��/�!$+$�$1& !$ +$�$� ��&��, +$� ��&��, +$� '�� 

+(" 0*�$�& &� +#&�, !�"  �&*+���" !(& +�#4�(&, !(&  �&�� 0�)#!(& '�� !(& 

�+$!��� )#!(& !$�". ���'��&$&!�� /���/- �+. ��!$%&( ��, *&� �� 0�)� �+$ !$�-" '�� )�� 

/�#0� � %��  �&��- �&#+!�4�, +�#%)�!� +$� �+$!��$1& !$ 0�)*��$ !�" )#0� �". ��$ 

 �%'�'��)*&� %�� !$& Senge, +�$ (+�'- '��������  �)��&��: 

 

� !�& �&#+!�4� !�" �'�&.!�!�" &� 4�'�0���3$�)� !� '�� %��!� ��&��  �)�&!�'. (�4�3��), 
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� !�  �&��/�!$+$�� � �&." �# )�!$" )�!�41 !�" +��$1 �" '�� )��" �+�0�)�!-" 

'�!# !� �", � $+$�� *���  �& �+$!*�� )� )�� /�)�$��%�'- *&!� � (creative tension) 

+$�, )� !�  ���# !�", '�&�!$+$��� !$ #!$)$ %�� !�& '#���� !$� �# )�!$", /���/- %�� 

,��!�( � '�� �&#+!�4�, 

� !� /�)�$��%�� !�" /�&�!.!�!�" &� '��1�$�)� !$ �# )� (��!$�&#+!�4�), 

� !�& �'�&.!�!� '�� !�& +�$ +#0��� !$� '�0�&." &� 4�'�0���3�� '�� &� �)6�&�3�� !$ 

+�$ (+�'. !$� .��)�, &� � !�#3�� !�" �&*�%��*" !$�, &� )�0��&��, &� �+�)*&��, &� ��&�� 

�+$)$&�!�'.", &� �&!���),#&�!�� '�� &� �&!�)�!(+�3�� !�& +��%)�!�'.!�!�, . $ 

%�&�!�� +�$ �&!�'��)�&�'#, 

� !�  �&��- �&#+!�4� !�" ���10���" ,$1�� �" '�� !�" /�)�$��%�'-" 6�&!� ��", 

� !�& ��!$%&( �� '�� 

� !�& �%� �� !$� ���!$1 )�" (��!$+���'�&� �, ��!$*��%�$", '�+.). 

 

 2.4.2. ��� �"� ��� +!� (Mental models) 

 

�� &$�!�'# )$&!*��  �&� !�&!��  � �+$0* ��", +���/$�*", %�&�'�1 ��",  �)� ��", ��'.&�", 

'�+., $� $+$��" +�$ /�$��3$�& !$ +5" �&!���),�&.)� !� '�� '�!�&$$1)� !$& ���!. )�", !$& 

'. )$ - !�& +��%)�!�'.!�!�, !$ +("  '�6!.)� !� '�� �&��%$1)�. �� &$�!�'# )$&!*�� !(& 

�&0�5+(& ��&�� 6� �'. &� ��&�� /��6$��!�'#, +�#%)� +$�  �&�+#%�!�� /��6$��!�'*" 

�&!��-���" '�� /��6(&��". �  ���$%�'- )#0� � +�$8+$0*!��, �6�&." !�  �&��/�!$+$�� � 

'�� !�& �+$ �6-&� � !(& /�'5& )�" &$�!�'5& )$&!*�(& '�� �6�!*�$�, !�& '�!�&.� � !(& 

&$�!�'5& )$&!*�(& !(& #��(&. � 6��5", � �&#+!�4� &*(& '$�&5& &$�!�'5& )$&!*�(& 

�+$!���� $� �� !�'.  !$����$ !�" $�%�&( ��'-" )#0� �". 

 

 2.4.3. ���/�"' ������ (Team learning) 

 

�  +$�/��.!�!� !�" $)�/�'-" )#0� �" +�$'1+!�� �+. !�"  �)�&!�'*"  �&*�%���" +$� 

)+$�$1& &� �+�!1�$�& !� #!$)� .!�& )�0��&$�& $)�/�'#. 
)�/�'- )#0� � ��&�� � �'�&.!�!� 

&� �&�+!1  $�)�  ���$%�'- �4�+&#/�, $)�/�'- &$�)$ 1&� '�� '$�&*" %&5 ��". 
)�/�'- 

)#0� �  �)��&�� /�#�$%$",  �))�!$�- .�(&  !� /�)�$��%�� '�� )$��� )� !�" %&5 �", 

�!� �)$ !�" %&5 �" !$� �&." +#&(  !� %&5 � !$� #��$�, '�!�&.� � !(& &$�!�'5& )$&!*�(& 

!(& #��(& '�� /�)�$��%�� '$�&5& &$�!�'5& )$&!*�(&. 
)�/�'- )#0� � �+�+�*$&,  �)��&�� 
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&� )�0��&�� !$ '#0� )*�$" !�" $)#/�" �+. !�" �)+�����", !�" �+�!����", !� �#0� '�� !�" 

�+$!����" !(& #��(&. 

 

 2.4.4. ����# #���� (Shared vision) 

 

�$ '$�&. .��)� �&��%$+$��� '�� '�&�!$+$��� !$�" �&0�5+$�" %�� '$�&- ,��!�( � '�� +�.$/$. 

� /�#0� � %�� $�%�&( ��'- )#0� � /�& �6� !�!��, �& /�& *��� &.�)�. �$ &.�)� ��!., !$ 

/�)�$��%�� !$ '$�&. .��)�, !$ $+$�$ '�� �'6�#3�� !$ +�$ (+�'. .��)�, !�" +�$ (+�'*" '�� 

 ���$%�'*" �+�0�)��" '�� .&����. ��$  �%'�'��)*&�, !$ '$�&. .��)�  �),#����  !�& 

$�%�&( ��'- )#0� � �6$1: 

 

� �&��%$+$��� '�� '�&�!$+$��� !� #!$)� )* ( !�" +���'�&� �" '�� !�" /* )�� �"  � 

��!.. 

� �&� �1�� !� /�&�!.!�!� /�)�$��%��" !$� �+�0�)�!$1 )*��$&!$". 

� ��!�!�*+�� !�& �&!�/�� !�'- /�#0� � -  !# �  � +�./�� � '�� /�)�$��%�'- 

*&!� �. 

� �0��  �  �&��- ,��!�( � '�� +�.$/$. 

 

 2.4.5. �(� ���"' �"+-� (Systems thinking) 

 

�  � !�)�'-  '*�� �+$!���� ,� �'- ���- )#0� �", �6$1 )�!�!�*+�� '�� ��4#&�� !�& 

�'�&.!�!�: 

 

� �� �&!���),�&.)� !� '�� &� '�!�&$$1)� !$ .�$ '�� .�� ).&$ !� )*��. 

� �� '�!�&$$1)�, &� �&��1$�)� '�� &�  �&0*!$�)� �����$ � ��!� ��", 

������4��!- ��" '�� ������+�/�# ��" )�!�41 !(& )��5& +$�  �&� !$1& !�& 

$�.!�!�. 

� �� +�$ /�$��3$�)� '�� &� '�!�&$$1)� ,�0�*" ��!��" '��  �)+!5)�!� '�� !�"  �* ��" 

)�!�41 !$�". 

� �� ��� �)$+$�$1)� )�� '$�&- %�5  � '�� *&� '$�&. ��%����$ %�� !�& '�!�&.� �, 

�&#�� � '��  1&0� � +$�1+�$'(& 6��&$)*&(&. 
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�&$��3$&!�" %�� !�& $�%�&( ��'- )#0� � 0� �*%�)� .!�, $  1%��$&$" $�%�&� )." 0� 

+�*+�� &� !� 0*!�� (" +�5!� !$� +�$!����.!�!�, �6$1 )* � �+. ��!-& 0� �&!�+$'��0�� 

%��%$�.!��� '�� '��1!��� �+. !$�" �&!�%(&� !*" !$�  !�" $+$�� /-+$!� ����%*" !$� 

�+������ ��'$1 +���,#��$&!$"  !$ $+$�$ �&-'�� '�� /�� !���$+$���!��. �� +�*+�� /���/-, 

&� /�&��  !� #!$)� !� /�&�!.!�!� &� +��#%$�& �/*�" '�� &� /�������3$&!�� +���$6$���" 

'�0� !5&!�" !� �+�10�&� '�� �+.�$%� %�� ��!*", &� !� )�0��&�� +(" &� )�0��&$�&  �&��5", 

&� !� +���'�&��  !$ &� ��4#&�� !�" �'�&.!�!*" !$�" '�� &� )�& )*&$�&  !# �)�, &� !� 

�'+��/�1 ��  !$ %�( &� +�$ /�$��3$�& '��  !$ %&� &� �+��1$�& !� .+$�� +�$,�-)�!� 

 �&�&!- $�&  !$& !$)*� ��%� ��" !$�". � �'�&.!�!� ��!- !$� $�%�&� )$1 &� )�0��&�� '�� 

&� ���#3�� +�$ %�-%$�� �+. !$�" �&!�%(&� !*" !$�, � (" ��&�� !$ ).&$ �&!�%(&� !�'. 

+��$&*'!�)� +$� /�& �&!�%�#6�!��. �� �'- +�$8+.0� � $�%�&( ��'-" )#0� �",  �&��$1" 

+�$ ��)$%-", ,��!�( �" '�� +�$./$� ��&�� � �'�&.!�!� !$� $�%�&� )$1 &�  ��/�#3�� '�� &� 

��$+$��� �+$!��� )�!�'# ����%*". � �'�&.!�!� ��!-  �&� !�!��  !�& �+$!��� )�!�'- 

�&!�)�!5+� � !(& �&!� !# �(&  !�" ����%*", !�  �&��- +���'$�$10� � !$� � (!���'$1 '�� 

�4(!���'$1 +���,#��$&!$", !�& �+$!��� )�!�'- /�$�'� � '�� �%� �� !(& ����%5&. 

 

2.5 ��������#� ������� 
 

��&�� '$�&5" +�*$& �+$/�'!. '�� /�/$)*&$, .!� $ #&0�(+$" �+�0�)�� &� $��3�� !� 3(- !$� 

���# '�� !�& ��%� �� !�& $+$�� '#&��, )� !$& /�'. !$� �/���!��$, +�$ (+�'. '�� )$&�/�'. 

!�.+$. ��/�'.!���, $� ��%�3.)�&$� &�50$�& +$��*" 6$�*" !�& �&#%'� !�" �+.��� �" !�" 

��%� ��" !$�", )* � �+. !�&  �&�� 6$�# !$�"  !�& �+������ � ($�%�&� ).), !�& �� 0� � 

!$�  �,� )$1 +�$" !$ +�. (+. !$�" �&5 +��#�����, �+�/�5'$�& &� )�0��&$�&  �&��5" '�� 

&� �&�+!1  $&!�� (;�,��&.", 2002). �+��/- �'��,5", )� !$ �+#��$& $�%�&(!�'.  1 !�)�, 

$� $�%�&� )$� /�& ��&��  � 0* � &� �'�&$+$�- $�& !�" +���+#&( �+�0�)��", 0� +�*+�� &� 

)�!� ��)�!� !�� � /$)- !$�" )� !*!$�$ !�.+$, 5 !� &� )+$�* $�& &� ,$�0- $�& !� #!$)� 

&� �&�+!��0$1& +�$ (+�'#, &� /��!�+5 $�& !$ .��)�, &� �+$'!- $�& ��!$%&( �� '�� 

%�&�'.!��� &� '������%- $�& !$ +&�1)� !$�". �� +�*+�� /���/-, $� $�%�&� )$� &� 

+�$ ��).3$&!��, &� )�0��&$�&, &� �&!�)�!(+�3$�& !�" ����%*", &� �+�'!��&$�& !�" 

�'�&.!�!*" !$�", &� +��*�$�& ��'�����" %�� �&#+!�4�, &� �)��,$�& !�& '��&$!$)�� '�� &� 

/*�$&!�� !�  6#�)�!� +$� '#&$�& $� �+#����$� !$�. 
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<�� !� +���+#&(, $/�%$1& +�$" !�& '�!�10�& � �&." &*$� !1+$� $�%�&� )$1 +$� 

$&$)#3�!�� $�%�&� )." )#0� �" (learning organization). ��!.", �+$!���� *&�  1%��$&$ 

)$&!*�$ $�%�&� )$1, !$� $+$�$� � ���!$��%�� /���'$�1&�� !� )#0� � .�(& !(& )��5& !$� 

)� �+$!*�� )� '�� $ �/�$" &� )�!� ��)�!�3�!��  �&��5". �+�+�*$&, $ $�%�&� )." )#0� �", 

 1)6(&� )� !$& Garvin (1993), ��&�� *&�" $�%�&� )." +$� +��*���  !� )*�� !$� !� 

/�&�!.!�!� !�" *���&�", !�" �&�3-!� �", !�" �+.'!� �" '�� )�!#/$ �" !�" %&5 �", '�05" 

�+� �" '�� !� /�&�!.!�!� !�" !�$+$+$�� �" !�"  �)+���6$�#" !$�", 5 !� &� 

/�)�$��%$1&!�� &*�" +�$$+!�'*". 7&�" $�%�&� )." )#0� �" �4�$+$��� .�� !� )*�� !$�, 5 !� 

&� )+$�$1& &� +�$ /�$�� $�& '�� &� �+��1 $�& !$ +�.,��)�, %�%$&." +$� !� '�0� !# �'�&# 

 �&��5" &� +����)�!�3$&!��, &� ,��!�5&$&!��, &� /�)�$��%$1& !$ )*��$& !$�" '�� &� 

��4#&$�& !� /�&�!.!�!� +��$�-" +$�$!�'5& �+��� �5&  !$�" +��#!�" !$�". 

 


 �)+&�� !-" !�" *&&$��" !$� $�%�&� )$1 )#0� �" Peter Senge,  !$ ,�,��$ !$� «The Fifth 

Discipline: The Art and Practice of The Learning Organization» !$ 1991, �&*+!�4� +�-�(" 

!�  �)� �� '�� !�& �+���$- !$�, $��3$&!#" !$& (" *&�& $�%�&� ). )* �  !$& $+$�$ 

'������%$1&!�� &*$� '�� �+�'!�!�'$� !�.+$�  '*��", �+����0��5&�!�� �  ���$%�'- 

6��$/$4��, $� #&0�(+$� /����1&$�&  �&��5" !�& �'�&.!�!# !$�" %�� &� 6*�$�& !� 

�+$!��* )�!� +$� +��%)�!�'# �+�0�)$1&, )�0��&$&!�"  �&��5" !$ +(" &� )�0��&$�& 

 ���$%�'#. 

 

��� !$& Jensen (2005), $�%�&� )." )#0� �" ��&�� �'��&$" $ $�%�&� )." $ $+$�$" ����&# !$ 

�+������ ��'. �4(!���'. '�� � (!���'. +���,#��$& !$�, �+$'!# +���$6$���" 

)�!�,#��$&!�" !� /�# � !$� +�$'��)*&$� &� !�" /������� !�� )� !$& '��1!��$ /�&�!. !�.+$, 

�&5  !�  �&*���� !�" �+�4��%#3�!��, !�" $�%�&5&�� '�� !�" /���*��  !$�" ��%�3.)�&$�" !$�. 


1)6(&� +#&!� )� !$&  �%%��6*�, .+$�$" $�%�&� )." /�& +�#!!�� !$ �/�$,  �&�&!# )�%#��" 

/� '$���" (" +�$" !�& �+�,�( - !$�  � *&�  �&��5" )�!�,���.)�&$ $�'$&$)�'. +���,#��$&. 

 


� Pedler et. al. (1989) 0�5�� �& .!� $ $�%�&� )." )#0� �", �&�+!1�0�'� (" )�� �+#&!� � 

 !� 6!(�- �+������ ��'- �+./$ �, (" *&�" !�.+$" /���/- �&!�)�!5+� �" !�" 

«��%$ !�$6��"» !(& �+�����- �(&, !�" %��6��$'��!��", !$� �+��,$��'$1 ��*%�$� '�� 

%�&�'#, !�" (/� )���!$��%��" !(& $�%�&� )5& �'��&(& +$�  ��&#, +��# !� 0*�� - !$�", 

�)+./�3�& '�� )�!��(&�& !�" +�$ +#0���" ��!$�&#+!�4�" !(& )��5& !$�" '�� �+$!1%��&�& 

&� �4�$+$�- $�& !�& +�$$+!�'- '�� !� +�$ .&!� !$�". 
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1)6(&� )� !$�" Bennett and O'Brien (1994), $�%�&� )." )#0� �" ��&�� �'��&$" $ 

$�%�&� )." +$� *��� �&�+!14�� )��  �&��- '�� �&� ��)*&� �'�&.!�!� &� )�0��&��, &� 

+�$ ��).3�!�� '�� &� ���#3�� !�& '$��!$1�� !$�. 

 


 $�%�&� )." )#0� �"  1)6(&� )� !$�" Gephart et. al. (1996), ��&�� $ $�%�&� )."  !$& 

$+$�$ $� /��/�'� ��" )#0� �" �&��1$&!��, ��*%�$&!��, �&�+!1  $&!��, ��0)�3$&!�� '�� 

��0�%��))�3$&!�� )� !$�"  !.�$�" ,��!�( �" '�� '��&$!$)��". �$ .��)�, �  !��!�%�'-, � 

�%� ��, � /$)-, !�  � !-)�!�, $� /��/�'� ��" '�� $� +��'!�'*",  �&��%#3$&!�� %�� &� 

�&0���1&$�& !� )#0� � '�� !�& �&#+!�4� !(& �&0�5+(&. 

 

� �+������ � )+$��� &� +���%��6��  �& $�%�&� )." )#0� �", .!�& .�� !� )*�� !�" 

 �)+�����),#&$&!��  !�& �14� � !�" �+������ ��'-" '�� �!$)�'-" �+$!��� )�!�'.!�!�" 

)* ( !�"  �&��$1" �4*!� �" '�� �&�0�5�� �" !$� !�.+$� ����� )$1 !(&  !��!�%�'5& '�� 

'�0�)���&5& ��%� �5&. 7&�" $�%�&� )." )#0� �" ���!$��%�� �/�&�'#, .!�& $� ��%�3.)�&$� 

!$�, )�0��&$�& �+. !�& �&#0� � +�$'��!�'5& ��%� �5& ���# '�� �+. !�& +��$�- 

�+$ !-��4�" %��  �&��- �4*!� � '�� �&�0�5�� � ��!5& !(& ��%� �5&. 7! �, !$ +�����.)�&$ 

!�" ��%� ��" )�!�!�*+�!��  � +�����.)�&$ )#0� �" '�05" '�� !� /1$ )�3�, �&�+!1  $&!�� 

(" )*�� )��"  �&��$1" /��/�'� ��" ,��!�( �", 6*�&$&!�" 0�!�'# �+$!��* )�!�  !�" 

�!$)�'*" ���# '��  !�" $)�/�'*" /�4�.!�!�" !(& ��%�3$)*&(&. 

 

<!�& $� ��%�3.)�&$� �&." $�%�&� )$1, *�$�& ����. �+�+�/$ ��!$&$)��" '�� ��*%�$� !�" 

�'!*�� �" !(& ��%� ��'5& !$�" '�0�'.&!(& �&5 !��!.��$&�, �+$ !���3$&!��  !�& 

�4�$+$�� � ��!5& !(& '�0�'.&!(&, (" ��'�����" %��  �&��- )#0� � '�� �&#+!�4� 

/�4�$!-!(& !.!�, �+$/��'&1�� !�& ���!$��%�� !$� (" $�%�&� )$1 )#0� �". 
 !�.+$" )� !$& 

$+$�$ ��&�� $�%�&()*&� � ��%� �� !$�", /�� 6���3�� .!� .�$� $� ��%�3.)�&$� )�0��&$�& !$�" 

�.�$�" '�� !�" ��%� ��'*" !$�" ��01&�" '�� +(" ��!*",  � ��!�3$&!�� '�� ������+�/�$1& )� 

#��$�" �.�$�" '�� '�0-'$&!�, )* �  !$  �&$��'. $�%�&(!�'. ���!$��%�'.  1 !�)�. 

 

<+(" !$ +�. (+$ !$� ��&$1, *! � '�� $ $�%�&� )." )#0� �" '$�!#3�� +�$" /1$ 

'�!��01& ��". 	$�!#3$&!�" +�$" !� �)+�.",  �&� !# *&� .��)� %�� !$ )*��$&. 	$�!#3$&!�" 

+�$" !� +� (, �+$!���� )�� �&!�&#'�� � !�" +����0$1 �" +��%)�!�'.!�!�", '�05" $� 

�+�����- ��" +$� *�$�& �+�,�5 ��, ��&�� �'��,5" �'��&�" +$� *�$�& )#0�� &� +�$ ��).3$&!�� 

 � �%$�*" +$� ���#3$�&. �� #��� �.%��, �'��&�" +$� *�$�& -/� �+$'!- �� $�� )*&� �+. !� 

����'!��� !�'# �&." $�%�&� )$1 +$� )�0��&�� (Stahl et. al. 1993). 
� )#&�!3��" �'��&$�, $� 
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$+$�$� �+$���+!$�& !�& *&&$�� !$� $�%�&� )$1 )#0� �", 0� *+��+� &�  �),$���1$&!�� !�" 

)��*!�" +$� �&�6*�$�& !�& *������ �����4��",  �& )�� �+. !�" '���.!���" ��!��" +!5��� �" 

-/'�� �+$!����" !(& �+�����- �(&. ��� �'��&$�" +$�  �&��/�!$+$�$1& .!�, �+�,�( �  �)��&�� 

�&��%." +�$ ��)$%-  � .�$ '�� +�$ %�-%$��" ����%*", !$ ��5!�)� ��&�� )� +$�$ !�.+$ 

)+$��� &�  �),�� ��!. (De Geus, 1988). 

 

��'�!$� $�%�&� )$�  �&�&!$1& )�0� ��'*" /� '$���", +�#%)� !$ $+$�$ !$�" '�0� !# 

�&�+$!��� )�!�'$1". 
� /� '$���" ��!*", �&!$+�3$&!�� �+. !$ +(" !� #!$)� 

�&!���),#&$&!�� !� +�#%)�!� %1�( !$�", +(" �+�'$�&(&$1& '�� +("  �&��%#3$&!�� )�!�41 

!$�". 
� $�%�&(!�'*" ,��!�5 ��", ����3$�& �+. !$ �!$)�'. �+�+�/$ '�!# !$ $+$�$ $� 

��%�3.)�&$� )�0��&$�& &*$�" !�.+$�"  '*��" '�� ������+�/�� �" '�� '�!��-%$�&  !$ 

$)�/�'.. 
� ����%*" ��!*", $/�%$1&  !�& '�!�10�& � /�)�$��%��" �&." $�%�&� )$1 

)#0� �" +$�  �&��5" �+�'!��&�� !�& �'�&.!�!# !$� &� /�)�$��%�� !$ )*��$& !$�, )�  '$+. 

&� '#&�� '#!� +$� /�& )+$�$1 � &� '#&�� +�$�%$�)*&(" (Senge, 1993). 

 


 $�%�&� )." )#0� �" ��&�� *&�" $�%�&� )." +$� /���'$�1&�� !� )#0� � .�(& !(& )��5& 

!$�, )� �+$!*�� )� '�� $ �/�$" &� )�!� ��)�!�3�!��  �&��5". ��� &� )+$�* �� &� �+�,�5 ��, 

0� +�*+�� $ ��0)." )#0� �" &� ��&�� )�%��1!��$", - !$��#�� !$& � $", )� !$ ��0). !(& 

����%5& +$�  �),��&$�&  !$ �4(!���'. �+������ ��'. +���,#��$& !$�. 	���/� %�� !�& 

/���'- �+�!���� !$� $�%�&� )$1, �+$!���� $ +�$ /�$�� )." '�� � �&#+!�4� !(& �'�&$!-!(& 

.�(& !(& ��%�3$)*&(& !$�, $� $+$�$� �+. !� )���# !$�", 0� +�*+�� &� +���)��� $�& !$& 

+���. !�.+$  '*��" !$�" '�� &� �&�3�!- $�& &*$�"  !�& �'!*�� � !�" ��%� ��" !$�" ���# 

'�� %�� !�& �'+�-�( � !(&  !.�(& +$� � /�$�'� � !$�" *��� 0* ��. 

 


�&$��3$&!�" 0� !$&�3�)� .!�, *&�" $�%�&� )." $&$)#3�!�� $�%�&� )." )#0� �" .!�& 

�&0���1&��, �&�4���*!(" '��  � .�� !� )*�� !$�, !�& �&#+!�4� !�" '��!�'-"  '*��", !�" 

�+�'$�&(&��", !(& /��+�$ (+�'5&  �* �(& '�� !(& /�4�$!-!(& !$�. ���#�����, +�$ 0*!�� 

�4��  !$& +��#!� )� !$ &� �+�&!# !��1!���, *%'���� '�� �'��,5"  !�" �&#%'�" !$� 

!����!��$� '�05" �&�3�!# !�.+$�" &� !$�" �'�&$+$�- �� (Senge, 1991). 
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2.6 ����" ���� �"� ���������2 ������� 
 


 «+���/$ ��'."» $�%�&� )." +$� /�� !���$+$���!��  � *&� �4(!���'. +���,#��$& 

 !�0��.!�!�" '�� +�$,��+!�'.!�!�",  ��/�#3�� !$ $�%�&(!�'. !$� +��� �$ )�  !.�$ !�& 

'��1!��� �+$/$!�'.!�!# !$�  � ��!.. �+��/- .)(", !$  1%��$&$ �+������ ��'. '�� 

$�'$&$)�'. +���,#��$& ����'!���3�!�� �+. �,�,��.!�!� '�� � !#0���, ��&�� �+�!�'!�'- � 

�&#%'�, $ $�%�&� )." ��!." &� !�$+$+$��0��  � $�%�&� ). )#0� �". ��� &� )+$�* �� &� 

�+�!1��� !�& )�!�!�$+- ��!-, 0� +�*+�� &� ��$0�!- �� $�� )*&� ,� �'# ����'!��� !�'# !$� 

$�%�&� )$1 )#0� �", !� $+$�� ��&��: 

 

 2.6.1 � �� ���"' 

 


  !��!�%�'."  ��/�� )." )��" �+������ �", +�����),#&�� !�& �+��$%- )��" '�!�10�& �", 

!�& �4*!� � �&����'!�'5& /�.)(& +$����" '�� !�& �+.6� � )��"  �%'�'��)*&�" +$����" %�� 

!�& �+�!��4� !(& �+���%)*&(&  !.�(& (Montana and Charnov, 2000). �  !��!�%�'- !$� 

$�%�&� )$1 )#0� �" ��&�� +�$ �&�!$�� )*&�  !�  �&��%� �� !(& �!.)(& '�� !(& $)#/(& 

!$�. ����'."  '$+." !�"  !��!�%�'-" ��!-", ��&�� � '��1!��� �4�+��*!� � '�� �'�&$+$�� � 

!(& �&�%'5& !$� +��#!�, � �� �%(%- &*(& )�0./(& '�� '��&$!$)�5&, � �&�3-!� � &*(& 

�%$�5&-��'����5& '�� �  �&��-" �&#+!�4� !�" �+������ �". 

 

 2.6.2 ����"��� 

 

�$ )$&!*�$ !�" /�$�'� �" +$� �6��).3�!��  � *&�& $�%�&� )., ��&��  �)�&!�'. %�� !� 

/�)�$��%�� !�" %&5 �" '�� �+$!���� +��#%$&!� ����'!��� )$1 (" $�%�&� )$1 )#0� �".  

 

�+$�$1)� &� /��'��&$�)� !��� (3) )$&!*�� /�$�'� �": 

 

1. !$ '��  �'. )$&!*�$ «�+. !� '$��6-» (top-down) /�$�'� � (�&���!�'- +�$ *%%� �), 

'�!# !$ $+$�$ .��" $� +���$6$���"  �%'�&!�5&$&!��  !� ����#  !��*�� !�", /�)�$��%5&!�" 

%&5 � '�� �6-&$&!�" !� ,# � &� ���!$��%�� ).&$ �+.  �&0-'�" �$�!�&�", �'!��5&!�" 

�+$'��� !�'# '�� ).&$, !�" �&!$�*" !$�", 
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2. !$ «�+. !� ,# �» (bottom-up) /�$�'� � )$&!*�$, '�!# !$ $+$�$ /�)�$��%��!�� %&5 �  � 

�!$)�'. '�� .��  � $)�/�'. �+�+�/$, �6$1 !� ����#  !��*�� ���#3$�& !�  !��!�%�'- '�� 

/�&$�& !�" '�!��0�&!-���" �&!$�*"  !$ +�$ (+�'., !$ $+$�$ ��$+$��� !$�"  !.�$�" !�" 

�+������ �", /�5&!�" .)(" �&�4#�!�!� '��  

 

3. !$ )$&!*�$ !�" «)* $-'$��6--,# �» (middle-up-down) /�$�'� �"  !$ $+$�$, %�� !$�" 

Nonaka and Tacheuchi (1995), 0� +�*+�� &� ,� �3�!�� � /�$�'� � �&." $�%�&� )$1 %�� &� 

)�!�!��+��  � $�%�&� ). )#0� �". 
1)6(&� )� ��!. !$ )$&!*�$, /�&�!�� �/���!��$ ,#�$" 

 !� )� ���  !��*�� !$� $�%�&� )$1, !$�" $+$�$�" '�� +���)��$1 �& !� /1$ +�$�%$1)�&� 

��/� /�$�'� �". ��!# !�  !��*�� !$+$0�!$1&!��  !$ '*&!�$ /������� �" !�" %&5 �", /���/- 

 !$  �)��$  1%'�� �" !�" $��3.&!��" '�� '#0�!�" �$-" !(& +���$6$��5& )* �  !$& 

$�%�&� ). '�� �+$!��$1& !$  �&/�!�'. '��'$ )�!�41 !(& ����5&  !����5& '�� !$� 

+�$ (+�'$1 !�" �+������ �". �� ��!.& !$& !�.+$, +�$ �&�!$��3$�& !� #!$)�  !� 

/�)�$��%�'- +���%(%- %&5 �",  1)6(&� )� !�" �/*�", !�  !��!�%�'- '�� !$ .��)� !�" 

�%� ��". 

 

 2.6.3 ���' 

 

� $�%�&(!�'- /$)- �&." $�%�&� )$1 )#0� �", � �%� �� !$� $+$�$� ��� �)$+$��� !$ «)* $-

'$��6--,# �» (middle-up-down) )$&!*�$ /�$�'� �", +�*+�� &� ��&��  � 0* � &� �+$'!#, &� 

/�)�$��%��, &� �4�$+$��� '�� &�  �  (��1�� &*� %&5 �  �  �&��- '�� �+�&���),�&.)�&� 

,# �, )* ( )��" '�'��'-" /��/�'� ��". ��!- � $�%�&(!�'- /$)- $&$)#3�!�� «�+��'��)�&� 

$�%#&( �» '�� �+$!����!�� �+. !� �4-" �����$�+�/�5&!� �+�+�/� (Nonaka and Tacheuchi, 

1995): 

 

1. !$ «�+������ ��'.  1 !�)�», +$� ,�� '�!��  !$ )* $ !�" /$)-" ('�&!��'.) '��  !$ $+$�$ 

/��4#%$&!�� .��" $� ��%� ��" �$�!�&�", 

 

2. � «$)#/� *�%$�», +$� ,�� '�!��  !$ �&5!��$  !�5)� (+#&() '��  !�& $+$�� +$���+�*" 

$)#/�" �+�/�/$&!��  � /�� !���.!�!�" /�)�$��%��" %&5 �", '�� 

 

3. !$ « !�5)� ,# �" %&5 �"», +$� ,�� '�!��  !� ,# � !�" /$)-" ('#!() '��  !$ $+$�$ � 

+���%.)�&� $�%�&( ��'- %&5 �, �+�&�+�$ /�$��3�!�� '�� �&�+��� �5&�!��. 
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����'!��� !�'# !�" �+��'��)�&�" $�%#&( �": 

 

� !� #!$)� �&-'$�& '�� �&�6*�$&!��  � )�� /$)-, %�� '#0� /�/$)*&�  !�%)-, 

� '#0� /$)- +��#%�� '��  �  (��1�� %&5 � )� /��6$��!�'. !�.+$, 

� !$ +�����.)�&$ !�" %&5 �"  �&/�#3�!�� )� ��*��'!$ !�.+$  � .�� !�  !�5)�!� '�� 

� �6� !�!�� /��4$/�'." /�#�$%$" )�!�41 !(& �+�+*/(&. 

 


�&$��3$&!�" 0� !$&�3�)� .!�, � $�%�&(!�'- /$)- !$� $�%�&� )$1 )#0� �" �+$!����!�� �+. 

!� '�!' ��#�� !� �+�+�/� ��������", �&5 !$ �1�$" !$� ��*%�$�  !�" $)#/�" ��%� ��" ��&�� 

��'�!# )�%#�$. 
 $�%�&� )." )#0� �" *��� $��3.&!��, ��*��'!� '�� �+$'�&!�()*&� /$)- )� 

)�%#�$ .��$ /��10�& �" '�� )� ��%� $�%�&(!�'# �+�+�/�, +$� /���'$�1&�� !�  �))�!$�-, !�& 

�&!����%- '�� !� /�#�� � !�" %&5 �". ��&��  �)�&!�'. %�� !$& $�%�&� )., &� ���!$��%�� 

�+. !$ '�0� !5" !(& ��!$/�$�'$1)�&(& $)#/(& )� !�  �))�!$�- �!.)(& �+. +$��$1" 

!$)��", $� $+$��" 0� )+$�$1& &� �&!$+�3$�& !��.& �#0�, &� �&�3�!$1& !�" ��!��" /�)�$��%��" 

!$�" '�� &� +���&$�&  �)�&!�'*" �+$6# ��". �* �  !�& $)#/�, �+�'��!�� *&� #�� !$ '��)� 

 �&��%� ��" '��  �))�!$�-" �+. .�� !� #!$)�, �&5 $ �.�$" !$� '#0� �+���-�$� ��&�� 

�&�,�0)� )*&$" '�� �&/�&�)()*&$".  

 

 2.6.4 ��(! �2�� 

 


� $�%�&� )$�  !$  1&$�. !$�", .+(" '�� '#0�  1&$�$ �&0�5+(&, /��0*!$�& 

«+�$ (+�'.!�!�», � $+$�� $&$)#3�!�� '$��!$1��. ��!- �+$!���� !$ '1��$ $�%�&(!�'. 

����'!��� !�'. '�� ��&�� $ � ���.!��$" +��#%$&!�" �+���$-" '�� �+�/�� �"  !�& �+./$ � 

!(& ��%�3$)*&(&. �)+���*��� '�� �+$!����!�� �+. !�" �4��", !$�" '�&.&�" '�� !�" +�$ /$'��" 

+$� $� ��%�3.)�&$� �+$/*�$&!��, )$��#3$&!�� '�� )�!�6*�$�&  !� &*� )*�� !(& $�%�&� )5&. 

� �/��, /�)�$��%�� +�.!�+� �+$/�'!-"  �)+���6$�#" '�� !�.+$�" +��%)�!$+$�� �" !(& 

'�0�'.&!(&. 

 


 Schein (1992) 0�(��� !�& $�%�&(!�'- '$��!$1�� (" )��  ���# ,� �'5& �+$0* �(& +$� 

�+�&$$1&!��, �&�'��1+!$&!�� - �&�+!1  $&!�� �+. )�� $)#/�, .!�& � �/�� )�0��&�� &� 

�&!�)�!(+�3�� +�$,�-)�!� �4(!���'-" +�$ ��)$%-" '�� � (!���'-" $�$'�-�( �" +$� 

/$���1�� ��'�!# '��#, 5 !� &� 0�(��0�� �+$!��� )�!�'- '�� �+$)*&(" &� /�/# '�!��  � 

&*� )*�� !�" $)#/�", (" $  ( !." !�.+$" &� �&!���),#&$&!��, &� �� 0#&$&!�� '�� &� 
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 '*6!$&!��  �  �* � )� !� +�$,�-)�!� ��!#. ��� !$&  �%%��6*�, � $�%�&(!�'- '$��!$1�� 

+�$'1+!�� )* ( !�" �%'�0�/�� �" �+$!��� )�!�'5& ��%� ��'5&  �* �(& )�!�41 !(& )��5& 

!$� $�%�&� )$1, +�$'��)*&$� $ $�%�&� )." &� �+�,�5 ��  !$ /���'5" )�!�,���.)�&$, 

�&!�%(&� !�'. +���,#��$&. 

 


1)6(&� )� !$& ;�,��&. (2002), � '$��!$1�� !(& $�%�&� )5& )#0� �" ����'!���3�!�� 

�+.  �&��%� ��, ���10��� /��'�&� � �/�5& '�� +���$6$��5& �&!." !$� $�%�&� )$1. 
� 

Davenport and Prusak (1998) 0�(�$1& +(" $� '$��!$1��" +$� �+$ !���3$�& !�& '�!�&$)- 

!�" %&5 �" '�� !�& �& ()#!( - !�"  !$& $�%�&� )., �&0���1&$�& !$ /�#�$%$ 5 !� &� 

�+#����  �&�� 6$�# �+. .�� !� #!$)�, �&�4��!-!(" ��%� ��'$1 �+�+*/$�. ��!- � 

 �&�� 6$�# '��  �))�!$�-, '�0� !�&!�� /�&�!*" )� +��'!�'*" +$� (0$1& !� )*�� !$� 

$�%�&� )$1 &� �4� '$1& !�& '�� � !$�", )� !�  ���$%- /�/$)*&(& �+. /�#6$��" +�%*" '�� 

)�!�!�*+$&!#" !�  � +���$6$���", �&5  !�  �&*����, ������+�/�5&!�" '��  �3�!5&!�" !�" 

+���$6$���" ��!*" )� #��$�", +��#%�!�� &*� %&5 � � $+$�� 0� �+$!��* �� !� ,# � %�� 

/�# �. 

 

� $�%�&(!�'- '$��!$1�� +$� +�$#%�� '�� �&0���1&�� !�& $�%�&( ��'- )#0� �, $&$)#3�!�� 

 �&��%�!�'- (collaborative) '$��!$1�� (López et. al. 2005) '�� �)+���*��� $�!5 (8) 

/�� !# ��": 

 

1. !$ )�'�$+�.0� )$ .��)� '�� )�� +�$�(��)*&� /�$�'� � ����%-", 

2. !�& �+�'$�&(&�� '�� !$ /�#�$%$, 

3. !�& �)+� !$ 1&� '�� !$  �,� )., 

4. !�& $)�/�'- ��%� ��, 

5. !�& �&/�&#)( �, 

6. !�& �&$�-  !�& �)6�,$���, 

7. !�& �&#���� '�&/1&(& '�� 

8. !�& �&0#���& � !�" /��6$��!�'.!�!�". 

 

 2.6.5 ��$��� 

 

� �+$!��� )�!�'- ���!$��%�� !�" /�$�'� �" �&." $�%�&� )$1, �4��!#!�� �+. !�" �%�!�'*" 

�'�&.!�!�" !$� /�$�'�!�'$1  !��*�$�". �%*!�" �&." !)-)�!$", /�& ��&�� '�!' �&#%'� $ 

+�$9 !#)�&$" !�" /��10�& �", ���# !$ #!$)$ �'��&$ !$ $+$�$ $� ��%�3.)�&$� (�6� !#)�&$�) 
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�&�%&(��3$�& .!� � '�� �+$!��� )�!�'- /�$�'� �, '������%�� +&�1)�  �&��%� ��"  !�& 

$)#/� !$� '�� �&0���1&�� !� )*�� &� +��%)�!$+$�$1& !. $ !$�"  !.�$�" !$� $�%�&� )$1, 

. $ '�� !$�" �!$)�'$1" !$�" (��!��/$�, 2006). 

 


� $�%�&� )$� )#0� �" *�$�& �&#%'� �+. *&� �%*!� )�!� ��)�!� !--)�!����0)� !-, $ 

�.�$" !$� $+$�$� ��&�� &� /��%����� !$ �&/��6*�$& !(&  �&�/*�6(& '�� !(& �6� !�)*&(&, &� 

/��!�+5&�� !$ .��)� )�3� )� #��$�", &� �&/�&�)5&�� !$ +�$ (+�'., &� �)+&*�� !�& 

�6$ �( � '�� &� �&0���1&�� !� �-�� �+$6# �(&  � .�� !� #!$)� +$� ��%#3$&!��  !$& 

$�%�&� ).. �+� �", $ �%*!�" ��!." 0� +�*+�� &� ,��!�5&�� !�" �'�&.!�!�" '�� !�& �+./$ � 

!(& �6� !�)*&(&, &� +���'�&�� !� #!$)� &� '#&$�& +���  .!��� �+' .!� ����'# ����& !�& 

!# � &� '#&$�&, &� /�&�� �4��  !� #!$)� '�� &� +��*��� !� /�&�!.!�!�  � ��!# &� 

)�0��&$�& '�� &� �&�+!1  $&!�� (;�,��&.", 2002).  

 

�$ �/�&�'.!��$  1 !�)� /�$�'� �" �&." $�%�&� )$1 )#0� �" ��&�� !$  �))�!$��'.. 


1)6(&� )� ��!., $ �%*!�" +�$(0�� !� �-�� �+$6# �(& )� /�)$'��!�'*" /��/�'� ��" )* ( 

!�"  �))�!$�-" !(& )��5& !�" $)#/�" /���&$&!�" *! �, !$  �,� ). '�� !�& �)+� !$ 1&� !�" 

/�$�'� �"  !$ +�. (+. !$�". �&0���1&�� '�� �&� �1�� !�& $)�/�'- ��%� �� '�� '������%�� 

'��)�  �&��%� ��", $)$�����" '�� /���.%$�. ���$!�1&�� '�� +���'�&�� !$�" �+���-�$�" 

!$� %�� ����.!���" �+$/. ��" '��  !.�$�", � 0* +� � !(& $+$�(& ��4#&�� '#0� 6$�# !$ 

�� 0�)� !�" ��!$+�+$�0� -" !$�", �&5 .!�& $�  !.�$� ��!$� �+�!�%�#&$&!��, ��4#&�!�� 

�4� $� '�� � �'�&$+$�� � +$� ��),#&$�&. � �1��0)� ���!$��%�� '�� � )�%� !$+$�� � !�" 

�+./$ �" !$� $�%�&� )$1, �4� 6���3�!�� .!�& $ �%*!�" �+�/�5'�� !$&  �&!$&� ). !(& 

)��5& !�" $)#/�" ���# '�� !$&  �&!$&� ). !(& $)#/(& )�!�41 !$�". 

 


� ,� �'*" ���*" !$� $�%�&( ��'-" )#0� �", $� $+$��" '�� �+$!��$1& !$�" #4$&�"-

 � !�!�'# !(& $�%�&� )5& )#0� �", )+$�$1& &�  �&/�� !$1& )� !�" �'�&.!�!�" +$� 0� 

+�*+�� &� /��0*!�� $ �%*!�" '�� !�" +�$ /$'��"-�+�0�)��" !(& �+���-�(& +$� ��%#3$&!��  � 

��!.&, .+(" 6��&�!�� '��  !$& +���'#!( +�&�'� (��&�'�" 1): 

 

 

 

 

 

 



 33 

3.��$�-

�(� � �"� 

��������4� 

	������ 

�"��# � $� ��+ � 
����/�"�$�-�%��(��$� 

�%�!!'!&� 

����&%�"' 

�(����0�� 

�� /���&�� �&/��6*�$& %�� !$& #&0�(+$ 

�� /*��!�� !$& ���!. !$� '�� !$�" 

#��$�" 

�� '�!�&*)�� !�& �4$� �� 

�� ��&�� ��0�&!�'." '�� ���0�&." 

�� '������%�� !$ +&�1)� 

�� /��'��&�!�� %�� !�& �0�'- !$� 

�� ��&�� ���� 0�!$" 

�� ��&�� !�+��&.6�(& 

�� �����3�!��  ( !# !�& �4$� �� 

�� �&�+!1  �!�� +�$ (+�'# 

�� ��&�� ���$'�&/�&$" 

�� ��&�� �&�'!�'." 

�� ��&�� �6$ �()*&$"  !� )#0� � 

�� /���&�� �)+� !$ 1&�  !$�" #��$�" 

�� /��'��&�!�� %�� !�& +&��)�!�'.!�!� 

�� �+$!#  �� !$ «�%5» !$� 

�� �&0���1&$&!��  !$ *�%$ !$�" 

�� %�&$&!�� �+$/�'!$� 

�� �&/�&�)5&$&!�� 

�� !$�" �)+� !�1$&!�� $� #��$� 

�� �&�'��1+!$�& ).&$� !$�" 

�� !$�"  �)+���6*�$&!�� )�  �,� ). 

�� *�$�& ��!$&$)�� 

�� �4�$+$�$1& !�" /�&�!.!�!*" !$�" 

�� �&�+!1  $&!�� +�$ (+�'# 

�� �+$ !���3$�& !�" �+��$%*" !$�" 

�� *�$�& �&�4��!� �� 

�� /���&$�& $� #��$� !� �#0� +$� 

��!$� '#&$�& 

�� �+$ !���3$�& !$ *�%$ !$�" 

�� )�0��&$�& 

�� *�$�& �+��0�&.!�!�  !�& ��%� �� 

!$�" 

�� '�!�&$$1& !�" ������4��!- ��" 

�� *�$�&  �))�!$�-  !� 

�+$!��* )�!� 

��� �"� 

	�� +!� 

�� *��� /�$��!�'.!�!� 

�� � '�� ��!$*��%�$ '�� ��!$'��!�'- 

�� +�$!��&�� '��&$!$)��" 

�� '#&�� �+$0* ��" 

�� !$�" /�&�!�� � /�&�!.!�!� &� 

+�$!��&$�& '��&$!$)��" 

�� '�!�&$$1& !�  �)� �� !$� *�%$� 

!$�" 

�� '#&$�& �+$0* ��" 

���/�"' 

	����� 

��  �&��%#3�!�� 

��  �3�!�� )� !� #!$)� 

�� �'$1�� 

�� ��&�� /�)�$��%�'." 

�� +�$(0�� !�& ��)$&�� 

�� �&0���1&�� !�" /��+�$ (+�'*" 

 �* ��" 

��  �&��%#3$&!�� %�� !$  ��/�� ). 

!(& /��6.�(& /�� !���$!-!(& 

�� �'6�#3$&!�� '�� $� �/�$� 

�� /�)�$��%$1& 

��  �&�� 6*�$�&  !�& �'+�-�( � 

!(&  '$+5& !$� $�%�&� )$1 

�� �+#���� '$�&(&�'-  �&$�- 



 34 

�� �+#��$�& '��*" /��+�$ (+�'*" 

 �* ��"  !$& $�%�&� ). 

����#  

5���� 

�� ��&�� +� !."  !�" ���*" !$� '�� !�" 

�4��" 

�� �)+&*�!�� &*�" �/*�" 

�� 0*!��  !.�$�" 

�� /��!�+5&�� $�#)�!� 

�� /��'��&�!�� �+. 3(!�'.!�!� 

�� *��� �����4��  !�" �+��$%*" !$� 

�� '�!�&$$1& !$�"  '$+$1" !$� 

$�%�&� )$1 

�� �'$�$�0$1& !�" �4��" 

�� +���'�&$1&!�� 

�� �+#����  �6-&���  � .!� '#&$�& 

��  �&��%#3$&!�� %�� !�& �&#+!�4� 

!$� $�#)�!$" 

�� �+#��$�& �+$���5 ��" �+. !�& 

+����# !�" /�$�'� �" 

�� �+#��$�& /� )�1 ��" 

�(� ���"' 

�"+-� 

�� /��0*!�� ������  '*�� 

�� '�!�&$�� !�& ������4#�!� � !(& 

/��6.�(& )��5& !$�  � !-)�!$" 

�� *��� /��� 0� � 

�� +�$,�*+�� !� /�&�!.!�!� �4*��4�" 

!$�  � !-)�!$" 

�� *���  �&$��'- 0�5�� � !$� 

$�%�&� )$1 

�� '�!�&$$1& !$& $�%�&� ). (" 

 1&$�$ 

��&�'�" 1: 24$&�"-�'�&.!�!�"-��$ /$'��" 

 

��� '$��!$1�� )#0� �" +�$8+$0*!�� .!�, !$ +���,#��$& !$� $�%�&� )$1 ��&��  � '#+$�$ 

,�0). /�������3.)�&$ '�� +�$  �%'�'��)*&�, . $ +�$ ��)�!#,��!$ ��&��, !. $  �)�&!�'.!��$ 

��&�� %�� !$& �%*!� &� /��4��  !�& $)#/� !$� .!� �+#���� � /�&�!.!�!� &� � '�0�� '#+$�$" 

*��%�$" +#&(  � ��!. (Schein, 1992). 
� *&�& $�%�&� ). )#0� �", /�& �+#���� ).&$ )�� 

+�%- ��-0���" '�� $ �%*!�" 0� +�*+�� &� +���/*��!��, . $ /1 '$�$ '�� �& ��&�� ��!., !�& 

*������ �)+�����" - %&5 �" �+� !$� +�$,�-)�!$". 

 

 2.6.6 �(� '�� � 

 


 $�%�&� )." )#0� �" +�*+�� &� �+$ !���3�!�� �6�&.", �+. !�  � !-)�!� /�$�'� �" '�� 

�6�!*�$�, �+. ��!# !(& +���$6$��5&. 
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��� ���!$��%�� !(&  � !�)#!(& /�$�'� �" +$� )+$��� &� +�$ 0* �� �4��  !$& $�%�&� )., 

��&�� � ��$�'� � �&0�5+�&$� ��&�)�'$1 (���), � $+$��  �),#���� )� !*!$�$ !�.+$ 5 !� $ 

�/�$" $ $�%�&� ).", &� �+(6���0�� �+. !�" ����%*", &� ��&�� ��*��'!$" '�� �+$!��� )�!�'." 

'�� &� �4� 6��� ��  �)�&!�'# +��$&�'!-)�!� *&�&!� !(& �&!�%(&� !5& !$�, )� !�& 

�&#+!�4� '�� /��!-�� � +�$ (+�'$1 ����-" +$�.!�!�" (Pfeffer, 1995). 

 

�" ��$�'� � �&0�5+�&$� ��&�)�'$1, $��3�!�� $ +�$%��))�!� ).", $  �&!$&� )." '�� $ 

*��%�$" !(& /��/�'� �5& +$� �&�6*�$&!��  !�  !��*�( � !(& $�%�&� )5&, !�& +�$ *�'� � 

!$� +�$ (+�'$1, !�& �+��$%-, !�& +�. ���� '�� !$+$0*!� - !$�, !�& �&����%- !(& 

�+���-�(&  � 0* ��" ��%� ��", !�& +�$/��%��6- !(& 0* �(& '�� !$& +�$%��))�!� ). !$� 

�&0�5+�&$� /�&�)�'$1, !�& �'+��/�� �, '�!#�!� � '�� �&#+!�4� !$� +�$ (+�'$1, !�& 

�4�$�.%� � !�" �+./$ �" !(& �+���-�(& '�� !�& �+��� ��'- !$�"  !�/�$/�$)��, !� 

/��).�6( � '$��!$1��" '�� !*�$", !�  � !-)�!� �)$�,5& !$� +�$ (+�'$1. 
!.�$" !�" 

��&�� � �&� �� � !�" $�%�&( ��'-" �+$/$!�'.!�!�", !�" '��&$!$)��", !�" +$�.!�!�" !(& 

+�$ 6��.)�&(& �+��� �5& '�� !�" �'�&$+$�� �" !�" '$�&(&��" !(& +$��!5& (�+$��-", 

2008). 

 

��  � !-)�!� �4�$�.%� �" !(& ��%�3$)*&(&, +�*+�� &� �)+���*�$�&  �6- '��!-��� %�� !� 

 �&��- ,��!�( � '�� )#0� �, '�05" !$  1&$�$ !�" �4�$�.%� �", +�*+�� &�  !$��1��  !� 

 �&��- �&#+!�4� !$� +�$ (+�'$1. ��  � !-)�!� �)$�,5& +�*+�� &� �&�%&(��3$�&, &� 

�+�,��,�1$�& '�� &� �)��,$�& !�" +�$ +#0���" '�� !�" �+�/. ��" +$� $/�%$1&  � �!$)�'- '�� 

$�%�&( ��'- )#0� �. �+� �", !�  � !-)�!� )*!�� �" �+�/. �(& (Key Performance 

Indicators) '��  �&��$1"  1%'�� �" )� !�" �+$/��%)�!�'*" +��'!�'*" '�� !�" �4����!�'*" 

�+�/. ��" #��(& $�%�&� )5& (Benchmarking) - #��(& )$&#/(& !$� �/�$� $�%�&� )$1 

(� (!���'. Benchmarking), �+�!�*+$�& !$& �&!$+� ). �/�&�)�5& -/'�� +���$�5& ,��!�( �" 

�+$!��5&!�" )� ��!. !$& !�.+$, +�%- )#0� �". 

 

�*�$", � ��%/��� �4*��4� !�" !��&$�$%��" *��� �+�6*��� !��# !��" ����%*" '�� /�&�!.!�!�" 

 !�  � !-)�!� +���$6$��5&. 
 $�%�&� )." )#0� �", )* ( ��!5& !(&  � !�)#!(&, 

�+$0�'�1�� '�� /���1�� !� %&5 � (+.�. Internet, e-learning), +��$!�1&�� !�& �4' �+$ !# �(" 

 �&��%� �� )�!�41 !(& �!.)(& '�� )$&#/(&, +����)�!�3�!�� '�� ��� �)$+$��� '�!# '1��$ 

�.%$ !�" /�#6$��" )�0� ��'*" !��&�'*" (+�$ $)$�( �, *��%�$" �+$0* �(&, )�0�)�!�'# 

)$&!*��). 
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 2.6.7 3���&%�� 

 


1)6(&� )� !$& �+$���&!# (2005), !. $ � �!$)�'-, . $ '�� � $�%�&( ��'- )#0� �, 

 �&/*$&!��  �  �)�&!�'. ,�0). '�� )� !$ ����'!-�� !(& �&0�5+(&. �$ +&�1)� 

�&!�%(&� )$1, � *������ /�#0� �" %�� �&#���� +�(!$,$���5& '�� '�&/1&(&, $ �%(� )." 

'�� � ���3$&���, �+$!��$1&  !$����� !$� ����'!-�� +$� �)+$/�3$�& '�� !� /1$ ��/� 

)�0- �(&. 
�&�+5", $ $�%�&� )." +$� 0� �+�0�)$1 � '�� 0� �+�/�('� !� )�!�!�$+- !$�  � 

$�%�&� ). )#0� �", 0� +�*+�� &� ��&�� +$�1 �� !��."  !$ &� )�& �&!#  ��  !$ ��%� ��'. 

!$� /�&�)�'., �+���-�$�" )� !*!$�� ����'!��� !�'#.  

 

� ��� �&." $�%�&� )$1 )#0� �", �+��*%�� '�� +�$ ��),#&�� #!$)� !� $+$�� /��'��&$&!�� 

�+.: 

 

� +&�1)�  �&��%� ��", 

� �&#%'� %�� /�)�$��%�� '��  �&��- ,��!�( �, 

� /�)�$��%�'.!�!� '�� �&�4#�!�!� '�� �, 

� !�+��&.!�!�, 

� /�#0� � %�� ��!$'��!�'- '�� �+$/$�- !�" /�)�$��%�'-" '��!�'-" !(& #��(&, 

� +$� �&�3�!$1&  �&��5" +$��*" '�� +�(!.!�+�" �&����'!�'*" �1 ��" '�� 

� +$� ����'!���3$&!�� �+. «6��$)#0���» '�� .�� �+. «6$,$)#0���». 
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��)����� 3 

 

 

��	����� ��*����	�� 	�,���� 
 

 

 

3.1 ���������� �/�& �"�2 Vs /��#���(  ��+� 
 


 �)���'�&." +$��!�'." �+� !-)$&�" Graham Allison (1979) )� #�0�$ !$�, +��� �( � !�& 

'�!�10�& � !�" $�%�&(!�'-" 0�(���" +$� �+$%��))�3�� !�" /��6$�*" )�!�41 !(& 

$�%�&� )5& !$� /�). �$� '�� !$� �/�(!�'$1 !$)*�. �� ,� �'# �+�����-)�!� !�" #+$��" +$� 

�+$ !���3�� .!�, $� /�). �$� '�� �/�(!�'$� $�%�&� )$� /��6*�$�& ��3�'#  � '�����  �)���, 

��&�� (Christensen et. al. 2007): 

 

1. !$ /�). �$  �)6*�$& /��6*��� �+. ��!. !$� �/�(!�'$1, /�/$)*&$� +(" $ /�). �$" 

!$)*�" 0� +�*+�� &� �4�!#3�� *&� ���1!��$  1&$�$ �+. '�&.&�" '�� &.)$�", /�&$&!�" 

*)6� �  � /�)$'��!�'*" /��/�'� ��",  �  �&!�%)�!�'*" �4��" '��  !$ %�&�'. «/�). �$ 

'��.» (public welfare)  � �&!�0� � )� !$�" �/�(!�'$1", .+$� /�&�!�� *)6� �  !$ 

«+�$ (+�'. '��.» (private welfare), 

 

2. $� +$��!�'*" /�$�'- ��" !(& /�). �(& $�%�&� )5&, �$%$/$!$1&  !$�" +$��!�" '�� 

 !$�" ��6$6.�$�",  � �&!�0� � )� !�" /�$�'- ��" !(& �/�(!�'5& $� $+$��" �$%$/$!$1&  � 

��/�'*" $)#/�" '�� 

 

3.  � �&!�0� � )� !$�" �/�(!�'$1", $� /�). �$� $�%�&� )$� �+��!$1& )�� )�%��1!��� 

*)6� �  !�& ����'��&���, !� /��6#&���, !�& � � )�!������ �, !�& �)��$����� '�� !�& 

+�$,����).!�!�. 

 


� /��6$�*" �&#)� �  !$ /�). �$ '��  !$& �/�(!�'. $�%�&� ).,  1)6(&� )� !$�" Perry and 

Rainey (1988), �&!$+�3$&!��  !$ $�%�&(!�'. !$�" +���,#��$&, !$�" +���$�� )$1", !�" 
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+�$$+!�'*" '�� !�& '$��!$1��, �&5 +��#����� $� �/���!��.!�!�" !$� +�5!$�, +���$��3$�& !� 

%*&&� � '�� �� �%(%- &*(& �/�5&, $� $+$��" %�&$&!�� +�$ 6����"  � $�%�&� )$1" !$� 

�/�(!�'$1 !$)*�, '���("  � ��!$1" +$� '�&$1&!��  !�& +$���� !$� $�#)�!$", !�" �+$ !$�-" 

'�� !�"  !��!�%�'-". 
� Benn and Gaus (1983) /���(��3$�& !$�" $�%�&� )$1" +�5!$&,  !$ 

'�!# +. $ !� '*�/� '�� $� 3�)��" ��&�� '$�&*" %�� !$ '$�&(&�'.  1&$�$ - �6$�$1&  � �/�5!� 

/�1!��$&,  !� /�'!�'.!�!# !$�" %�� *��%�$ '�� !��!$&,  !$ ,�0). !$& $+$�$ $ '#0� 

$�%�&� )." �4�+���!�� !�" �&#%'�" !$�  �&.�$� - !$� �/�5!�. 7&&$��" .+(", !$  �)6*�$&-

interest (Mitnick, 1980), �%�0.-good, �/�$'!� ��-ownership '�� /�'��$/$ ��-jurisdiction 

(Downs, 1967), �+$!��$1& !� /���(�� !�'# '�� +���$�� !�'# '��!-��� �&#)� �  !�" 

$�%�&5 ��" !$� �/�(!�'$1 '�� !$� /�). �$� !$)*�. 

 


� Vasu et. al. (1990) �&!$+�3$�& !� /��6$��!�'.!�!� !(& /1$ $�%�&� )5&  !$�"  !.�$�" '�� 

!$�"  '$+$1" !$�",  !$& !�.+$ +$� /�� 6���3$�& !$�" +.�$�" %�� !�& �+�,�( - !$�" '�� 

 !�& �6��)$%- !$� )#&�!3)�&!. �&!�'��)�&�'."  '$+." !$� �/�(!�'$1 $�%�&� )$1 ��&�� � 

)�%� !$+$�� � !(& '��/5& !$�, '�05" �& ��!. /�& �+�!���0��, !$ ��%.!��$ +$� 0�  �),�� 

��&�� &� �+$!1��� &� �+�,�5 ��  !$ �+������)�!�'. +���,#��$&  !$ $+$�$ /�� !���$+$���!�� 

'�� �+. !$ $+$�$ +�*+�� &� �&!�- �� !� '�6#���# !$�. �&!�0�!�, *&�" /�). �$" $�%�&� )." 

�&!��� !� /1&�)- !$� �+. !$ &.)$, �&5 !� �&�%'��� %�� !�& �+�,�( - !$� '�6#����, 

�&!�$1&!�� �+. !$�" �'# !$!� 6.�$�" (#)� $�" '�� *))� $�"), )� /* )�� � '�� !���'. 

 '$+., !�& +��$�- �4�.+� !(&, �+$/$!�'5& '��  1)6(&� )� !�" '$�&(&�'*" �&#%'�", 

/�). �(& �+��� �5&. �$ +$��!�'.  1 !�)� �+$!���� *&� '$�&.  �)��$ �&�6$�#" '�� %�� !� 

/1$ ��/� $�%�&� )5&, �6$1 $ /�). �$" !$)*�" ��&�� *&� '$))#!� !�" '�,*�&� �", #�� '�� 

)*�$" !$� +$��!�'$1  � !-)�!$", �&5 $� �+������ ��'*" /�� !���.!�!�" !$� �/�(!�'$1, 

�+���#3$&!�� '�!# )�%#�$ +$ $ !. �+. !$ +$��!�'. +���,#��$&, )* �  !$ $+$�$ 

/�� !���$+$�$1&!��. ��!. +$� /��6*���  !�& $� �� ��&�� $� +�(!����'$� !$�"  !.�$�: $� 

/�). �$� $�%�&� )$� +�$� +�3$�& '�� ���!$��%$1& )� %&5)$&� !�& � .!�!� '�� !� 

/�'��$ 1&� .!�& +��*�$�& !�" '$�&(&�'*" !$�" �+��� ��",  � �&!�0� � )� !$�" �/�(!�'$1" 

.+$� ,� �'*" �+�/�54��" �+$!��$1& � �+$/$!�'.!�!�, !$ '*�/$" '�� � �+�,�( � !�" 

�+������ �". 

 


 Lane (2001) �&!�0�!�, 0�(��� !�& *&&$�� !$� /�). �$� !$)*� ���1!��� �+. ��!-& !�" 

'�,*�&� �" - !$� '�#!$�", �+��/- )* �  � ��!.&  �)+�����),#&$&!�� .�� !� ��/� !(& 

'��!�'5& /�� !���$!-!(&, !(& /�). �(& $�'$&$)�'5& '�� !(& '��!�'5& ��0)� �(&. 
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1)6(&� +#&!� )� !$&  �%%��6*�, � /���(�� !�'- %��))- !$� �/�(!�'$1 !$)*� �+. ��!.& 

!$� /�). �$�, ��&�� � 0* +� � ��0)� �(& '�� /��!#4�(&, '�!# !�" $+$��" $!�/-+$!� /� 

 �)+�����),#&�!��  !$& $��3.)�&$ /�). �$, �&!#  �!��  !$& �/�(!�'. -  !�& $�'$&$)�� !�" 

���10���" �%$�#". �*�$", � $�'$&$)�'- �&#+!�4�, � '$�&(&�'- '$��!$1�� '�� !$ +$��!�'. 

+���,#��$& )��" �5��", '�0$��3$�& !�  �* � )�%*0$�" )�!�41 !(& /1$ $�%�&� )5&. 

 


� $�%�&� )$� !. $ !$� �/�(!�'$1, . $ '�� !$� /�). �$� !$)*�, *�$�& +�*$& !�& �+$��*( � 

&� �&!�+$'��0$1&  !�" +�%'$ )�(" $�$*&� '�� ��4�&.)�&�", $�'$&$)�'*" '�� '$�&(&�'*", 

�&�'�!�!#4��" '�� ����%*" 5 !� &� )+$�* $�& &�  �&�&!�0$1& )� !�" �+��!- ��" !$� 

+��#!�-+$��!�. � �&#+!�4� &*(& +�$9.&!(& '�� �+��� �5&  !$& �/�(!�'. ���# '�� $� 

 1%��$&�" '�,��&�!�'*" +$��!�'*",  !��!�%�'*" '�� +�* ��" %�� '��&$!$)�� '�� �+�/. ��"  !$ 

/�). �$ !$)*�, �+$!��$1& !�& �+���- !�" &*�" ��!-"  �&#&!� �" (Hartley and Bennington, 

2006).  

 

��� !$& �)���'�&. )���!�!- Barry Bozeman, .�$� $� $�%�&� )$� ��&�� /�). �$� '�05" .�$� 

�+.'��&!��  !�& +$��!�'- �4$� ��,  !�& +$��!�'- �+���$- '��  !$& �4(!���'. '�,��&�!�'. 

*��%�$ '�� %�� ��!.& !$ �.%$ $ �/�$", �&!�!�0�!��  !� /�)�$��%��  !���$!1+(&  !�  �3-!� � 

%�� !�  �* � !$�". 
� %��))*" /���(�� )$1 *�$�& '�!��%�0�� %�� $�� )*&$�" ,� �'$1" 

!$)��" '�� +���$�*" '�� *&�", $�$*&� ��4�&.)�&$", ���0)." $�%�&� )5& ���!$��%$1&  !� 

«%'��3�» 35&� )�!�41 !(& /1$ $�%�&� )5&. �  1%��$&� +$��!�'- /�$�'� �", �4�5&��  � 

)�%#�$ ,�0). !� /�&�!.!�!� '�0$�� )$1 !$� '#0� $�%�&� )$1 (�/�(!�'$1 - /�). �$�)  � 

 �* � )� #��$�" �&5 +��#����� +�$ /�$��3�� !$�"  !.�$�" '�� !� �+$!��* )�!# !$�. 

���.�� ��!#, � +��%)�!�'- )$�6- !(& $�%�&� )5& +�$ �&�!$��3�!��  � )�� /��6$��!�'- 

'�!�10�& �, )� )�� /�'!��'- /$)- +$� ����'!���3�� ��4�&.)�&� *&� +$�1+�$'$ /�'!�$ 

������+�/�� �",  � '$!�3$&!�" *! � !� .��� )�!�41 /��6$��!�'5& $�%�&� )5& (Christensen 

et. al. 2007). 

 

� $�%�&( ��'- 0�(��� �+$���+!�� !�& ���- !(& 0�)���(/5& /��6$�5& )�!�41 !(& 

�/�(!�'5& '�� !(& /�). �(& $�%�&� )5& '�� '�!� '��#3�� +�*$& )$&!*��, �&�+!1  �� 

'��&$1�%��" $�'$�)�&�'*" '�� �4�.+� !�" 0�(���" %�� !�" /1$ ��!*" '�!�%$���" '�� /*��!�� 

!�& �&#%'� &� !$&� �� !�" $)$�.!�!�" '�� &� �&�+!14�� !� %&5 � )* �  � ��!*", 5 !� &� 

�+$6���0�� � /����� � )�!�41 !$�". ��!- � &*� +�%'. )�� 0�(��� +$� �+$ !���3�� +(" !$ 

)*%�0." !$�", $�  '$+$� !$�" '�� � !��&$�$%��, �+���#3$�& !$�" $�%�&� )$1" +���  .!��$ 
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�+. !$ �/�(!�'. - /�). �$ '�0� !5" !$�" '�� +$� +�$(0�� )�!����0)� !�'# +�$%�#))�!� 

%�� !$ /�). �$ !$)*� $&$)#3�!�� �*$ ��). �$ �#&�!3)�&! (Christensen et. al. 2007). 

 

3.2 
� �+� ���#��� 	��� 6�$�  
 


� +�$ /$'��" !(& +$��!5&  �  �&/�� ). )� !�& ��4�&.)�&� +$��+�$'.!�!� '�� ����%- 

!$� +�%'. )�$� +���,#��$&!$", *�$�& +�* �� !� !����!��� ��.&�� !�" '�,��&- ��" !(& 

�(�5&, &� �&!�+$'��0$1&  � ��!*" . $ !$ /�&�!.& '��1!��� '�� !��1!���. �+�+�*$&, $� 

�%*!�" !(& '�,��&- �(&  !�" �&�+!�  .)�&�" �5��", �4�'$�$�0$1& &� �&!�)�!(+�3$�& 

+���*" +�$'�- ��", �&5 +��#����� *�$�& &� �&!�)�!(+� $�& !�" &*�", $� $+$��" *�$�& 

+�$'1��� �+. !�" +$��*" '$�&(&�'*", $�'$&$)�'*" '�� +$��!�'*" ����%*" +$� ��&��  ��(!�'*" 

'��  �),��&$�&  � .�$ !$& '. )$ (Alberti and Bertucci, 2005). �" �+#&!� �  !�" 

+�$ /$'��" !$�", !� '�#!� )�!����0)�3$&!�� '�� �&�+!1  $&!�� /�$�'�!�'# )� +�$%�#))�!� 

+$� �6$�$1& !�  1%��$&� /�). �� /�$�'�!�'- /�# � - /��6$��!�'#, !$ �*$ ��). �$ 

�#&�!3)�&! ( !$ �4-": ���). 

 

�$ ��� �+$!���� !�  1%��$&� +�%'. )�� 0�(��!�'- +�$ *%%� � � $+$�� �&�6*��!��  !$& 

!�.+$ /�$�'� �" !$� /�). �$� !$)*�, ("  �&*+��� ���1!��(& ����%5& '��  !�& !# � 

��$0*!� �" !(& ���5& '�� !(& �4�5& !$� �/�(!�'$1 !$)*� (Broadbent and Laughlin, 2001). 

�'6�#3�� !�& !# � +�$ �&�!$�� )$1 !$� /�). �$� !$)*� +�$" )�� �+������ ��'$1 

($�%�&(!�'$1) !1+$� /������� � !$� '. !$�",  !� ,# � �&." �+$!��� )�!�'.!��$�, 

$�'$&$)�'.!��$� '�� �+$/$!�'.!��$�  � !-)�!$" +��$�-" �+��� �5& (Lane, 1997). 


1)6(&� )� !$�" Pollitt and Summa (1997), o� )*0$/$� !$� ��� '�0$��3$�& !�& �!3*&!� 

!$�,  !�& $+$�� +�����),#&$&!�� !. $ �&!�'��)�&� !$� '�� �'$1 )#&�!3)�&! (.+(" ��&�� %�� 

+��#/��%)� $ +�$%��))�!� ).", � $�%#&( � +.�(&, � �&#+!�4� �&0�5+�&$� /�&�)�'$1, 

'�.), . $ '�� !�" �6��)$%*" �'��&�" +$� �&�+!1�0�'�&  � �+�)*�$�" '$�&(&�'*" �+� !-)�" 

'�� �+�&�+�$ /�.�� �& !�& *&&$�� !(& /�). �(& �+��� �5&. 

 


 Hood (1995) �&�6*��� .!�, *&� �+. !� ,� �'.!��� ��%����� +$� ��� �)$+$��� !$ ���, 

��&�� $� +��'!�'*" �+�%%��)�!�'$1 )#&�!3)�&!, $� $+$��" +�����),#&$�& !�& '�0�*�( � 

+�$!1+(& '�� )�!�- ��" )� ,# � !�& �+./$ �,  �&�� 6*�$&!�" )� ��!.& !$& !�.+$  !� 

)�!#,� � �+. !$& *��%�$ )� ,# �  !�" �� �$*",  !$& *��%�$ !(& �'�$5&. � �&!�'�!# !� � 

!(& �&�+��'5& %��6��$'��!�'5& /$)5& '�� � '����*�%���  �&0�'5& 0�)�!$1 �&!�%(&� )$1 
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)�!�41 !$� �&0�5+�&$� /�&�)�'$1 !�" �+��� ��" (/�). �$� $�%�&� )$1), ���# '�� ��!$1 

)�!�41 !(& �/�(& !(& )$&#/(& (!)-)�!�), �+�!�%�#&�!�� )� !� /�)�$��%�� '�� !$ 

����'!��� ). !$�", (" �+$'�&!�()*&�" '�� ��!$/�$�'$1)�&�". 
 �/�$" '�!��-%��  !$ 

 �)+*�� )� .!�, �& $� +��'!�'*" /�$�'� �" !$� �/�(!�'$1 !$)*�, .+(" ��!*" 

��� �)$+$�$1&!��  !$ �5�$ !�" ��$�'� �" �+�����- �(&, �6��)$ !$1& '��  !$ /�). �$, 

!.!� 0� �&� ��0�� � /�)$ �$&$)�'- +��0�����, � $�'$&$)�'- /������� �, � �&#+!�4� '�� � 

�'+��/�� � !$� +�$ (+�'$1. 

 


� ���*" !$� ��� �+$!��$1& )��  1&0� � �/�5&, $� $+$��" )+$�$1& &� �6��)$ !$1&  !$ 

/�). �$ !$)*�, '�!# !$& �/�$ !�.+$ +$� �6��).3$&!��  !$& �/�(!�'.. �$ )$&!*�$ ��!., 

�+�/�5'�� !�& �&�,#0)� � '�� !� ,��!�( � !(&  �* �(& +$��!�-'�#!$�" +$� +���)+$/�3$�& 

'�� '�0� !��$1& $� %��6��$'�#!�" !�" /�). ��" /�$�'� �", �&5 �+$!���� $/�%.  !� 

)�%� !$+$�� � !�" +���%(%�'.!�!�" '�� !$& '�!�)��� ). !$� ��*%�$� !(& �+$/. �(& �&# 

!$)*� ��01&�", ���# '�� �!$)�'# (Denhardt and Denhardt, 2000).  

 

7&�" �+. !$�"  !.�$�" !$� ���, �+$!���� '�� � '�0�*�( � )��" '$��!$1��" 

+�$ �&�!$�� )*&�"  !�& �+./$ �, )* �  � *&� ��%.!��$  �%'�&!�(!�'. /�). �$ !$)*�. ��� 

&� +�!1��� $  !.�$" ��!.", 0� +�*+�� &� �+#�4�� � !�� �  !� �+$!��* )�!�, )� .�$�" .+(" 

+���%(%�'.!�!�, �+$/$!�'.!�!� '�� +$�.!�!� +����.)�&(& �+��� �5& (Durst and Newell, 

1999). ���#�����, %�� !�& �+�!��4� )�%��1!���" �+./$ �" !(& +����.)�&(& �+��� �5& 

!$� /�). �$� !$)*�, ��&�� �&�%'��� � 1+��4� �����4��"  !$  ��/�� ). !(& +$��!�'5&,  � 

�&!�0� � )� !$ %��6��$'��!�'. )$&!*�$ !�" 0* +� �" &.)(&. 
� +$��!�'*" ��!*" �6$�$1& 

!�& '����*�%��� +���,#��$&!$" �&!�%(&� )$1  !$ � (!���'. !(& /�). �(& $�%�&� )5&, 

���# '�� )�!�41 /��6$��!�'5&, )�  '$+. !�& '�0�*�( �  !.�(& +���%(%�'.!�!�" (Aucoin, 

1990). 

 

�$ ��� �+$!���� )*�$" )��" +�%'. )��" «/�$�'�!�'-" �+�&# !� �"», !$ $+$�$ �+���#3�� 

.��" !�" �5��" (!�& '#0� )��  � /��6$��!�'. ,�0).). ��& �&!�'�0� !# +���.!���  � !-)�!� 

/�$�'� �"= �+�# �� #%�� )�� &*� +�$ *%%� � /�$�'� �"  !$ /�). �$ !$)*�, � 0�!�'- 

 �&�� 6$�# !�" $+$��", 0� +�*+�� &� �4�$+$��0�� )� )��, . $ !$ /�&�!.&,  �6* !��� 

$��$0*!� - !�" (Lane, 1997). 
!���3�!��  � /1$ /.%)�!�: +�5!$&, !$� +���$�� )$1 !(& 

/��6$�5& �&#)� �  � �/�(!�'. '�� /�). �$ !$)*� '�� /�1!��$&,  !�& ����%- !$� !�.+$� 

���!$��%��" !(& /�). �(& $�%�&� )5& �+. !�& +�$ -�( �  !$�" '�&.&�", +�$" !$& 

+�$ �&�!$�� ). !$�"  !� �+$!��* )�!� (Hood, 1995). 
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�&$��3$&!�" 0� �*%�)� .!�, !$ ��� ��&�� !$ )$&!*�$ �'��&$ !�" /�$�'�!�'-" $�%#&( �", 

 !$ $+$�$ � /�$�'� � �'��),#&�!�� (" !��&�'- +$� �+$ '$+��  !�& �'�&$+$�� � 

$�'$&$)�'5&  !.�(& '�� �+�/�54�(& (�����.+$��$", 2003). 
� /1$ ,� �'$� #4$&�" %1�( 

�+. !$�" $+$�$�" +��� !�*6�!�� !$ ��� ��&�� �6�&.", $� +$��!�'*" '�� $�%�&(!�'*" 

/��/�'� ��" ��$+$�� �" !(& �+$6# �(& +$� ��),#&$&!�� '�� �6�!*�$�, �  � !�)�!�'- 

�&#�� � !�" /�$�'�!�'-" +��'!�'-". ��/�'.!���, !$ ��� ����'!���3�!�� �+. (Aucoin, 

1995): 

 

1. �4( !�*6��� ($ +$��!�"-�-+!�" !�" +����.)�&�" �+��� ��", 0�(���!�� +��#!�" '�� 

�&!�)�!(+�3�!�� )� ��!.& !$& !�.+$), 

2. +$�.!�!�  !�" +����.)�&�" �+��� ��", 

3. +$�$!�'- '�� $�'$&$)�'- �+$!��� )�!�'.!�!�, 

4. *������ '#0�!�" ��������" ($�%�&5&�!�� «/�'!��'#» '�� � ��)$/�.!�!� �-��" 

�+$6# �(&, �+�'�&!�5&�!��  � *&�  �)��$ «one stop») '�� 

5. /��+� !�)$&�'.!�!� (	$�&(&�$�$%��, 
�'$&$)��, �$)�'-, �$��!�'- �+� !-)� '�� 

>��$�$%��, ��&�� $� �+� !-)�" +$� �+$ !���3$�& !� ���!$��%�� !$�). 

 

 3.2.1. � %�!� �� - %$!� �� 

 

� �6��)$%- !$� ��� �+�!�%�#&�!�� )* ( !(& +�$ /$'5)�&(& �+$!��� )#!(&, )*�$" !(& 

$+$�(& �+$!���� '�� � �'�&$+$�� � !(& �&�%'5& !(& +$��!5&, +$� !$+$0�!��!��  !$& 

+��-&� !�"  !$�$0� ��" !�" &*�" +�%'. )��" /�). ��" /�$�'�!�'-" /�# �" '�� +$� ���#3�� 

!$& !�.+$ $��$0*!� �" !(& +����.)�&(& �+��� �5& !�". �  1%��$&� /�). �� /�$�'� � )� 

!�& �6��)$%- !$� ���, +�$ �&�!$��3�!��  !$& +$��!� !$& $+$�$& 0�(��� +�*$&, (" !$& 

«�4(!���'. !�" +��#!�»,  � �&!�0� � )� !�& '�� �'-, %��6��$'��!�'#  ��/�� )*&� 

/�$�'� �, .+$� $� /��/�'� ��" *!��&�& +�$" .6��$" !$� «� (!���'$1 +��#!�» !�", /���/- 

!$� /�). �$� �+#����$1 !�". 
 +$��!�"  -)���, 0�(���!�� (" $ !���'." '��!-" !(& 

�+��� �5& +$� !$� +��*�$&!�� '�� ��!� �)+� !�1�!��, ��!� /� +� !�� '�!# +���+!( � '�� 

�&#�$%�, !$�" /�$�'�!�'$1" 0� )$1" !$� '�#!$�" !$� (Frederickson, 1996). 

 

� *&&$�� !$� +��#!� )� !�& �6��)$%- !$� ���, �&� �1�!��  �  �* � )� ��!-& !$� +$��!�. 

�&�6*��!�� +�*$&,  � *&�& �+�10�&$ '�!�&��(!- )� '$�&(&�'- ���� 0� �� +$� �&�$!�, 

)+$��� &� 0� �#3�� !�& +�$ (+�'- !$� ������ !� �, +�$" .6��$" !�" '$�&(&��". ?/�, �+. 

!�" /�'��!��" !$� '80 '�� !$� '90, $ '�!�&��(!-"-+��#!�" #��� � &� %�&�!�� !$ '������$ 
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 !$����$ %�� !� /�). �� /�$�'� �. 
� /�). �$� $�%�&� )$�, '���(" !$� ���1!��$� /�). �$� 

!$)*� '�� )�!*+��!� $� /�). ��" �+��� ��" !�" '�&!��'-" /�$�'� �", #��� �& &� 

�&!�)�!(+�3$�& !$�" +$��!�" (" +��#!�", %�� &� �+$61%$�& �&/��$)*&(", +����!*�( 

�/�(!�'$+$�- ��" (Doherty and Horne, 2002). 
 Lane (2001) !*�$", �&!$+�3��  !$ ��� !�& 

+$��!$-'�&!��'- !$� /�# !� � '�� !�& �4(!���'��)*&� ('�!# )�� *&&$��, «�&$��!-») /�). �� 

/�$�'� �,  !$����� )� !� $+$�� ��� �)$+$��� %�� &� 0* �� !� .��# !$� �+. !�& 

%��6��$'��!�'-, �+�����()*&� '�� � (!���'��)*&� /�). �� /�$�'� � !$� +����0.&!$". 

 

 3.2.2. � /��#���� (%�!!�!�� - $%�0$����� ��� 

 

�$ �*$ ��). �$ �#&�!3)�&! �+�,#����  !� /�). �� /�$�'� �, .�� ).&$ !� )�!�!�$+- !$� 

+$��!�  � +��#!�, ���# '�� !�& !�$+$+$�� � !�" «��%� ��'-" �&!�����"» !(& �+���-�(& 

!�". �� #��� �.%��, $�  1%��$&$� /�). �$� �+#����$�, +�$'��)*&$� &� �&!�+$'��0$1& 

+�-�("  !�" &*�" +�%'. )��" +�$'�- ��" '�� ����%*", 0� +�*+�� &� 0�(�- $�& !$�" ���!$1" 

!$�" (" �+������)�!��" �&." /�). �$� $�%�&� )$1 $ $+$�$" ���!$��%�� (" �/�(!�'.", )� .�� 

!� 0�(��!�'#-�/�(!�'# +����'.)�&� ($6*�� '�� �+$���5 ��"). ��&�� '$�&5" �+$/�'!. '�� 

%&( !. .!�, � '��&$!$)��  !$ /�). �$ !$)*� � !���� '�� .!� �+#��$�& ��#�� !�" �4���* ��" 

/�)$ �(& �+���-�(& +$� �&���),#&$�& /�# � (" +�$" ��!-. 
� �+#����$� +$� 

�+�/�5'$�& !�& +�$50� � !�" '��&$!$)��", /�)�$��%5&!�" )� ��!.& !$& !�.+$ 

+�$ !�0*)�&� �4��  !$& $�%�&� ). (�+��� ��) !$�", +��$� �#3$�& �+������)�!�'- 

 �)+���6$�# )* �  � *&� �/���!��$ +���,#��$& .+(" ��&�� ��!. !$� /�). �$� !$)*�,  � 

�&!�0� � )� !$�" +���$��6�'$1" %��6��$'�#!�"  �&�/*�6$�" !$�". 

 


1)6(&� )� !$�" Zampetakis and Moustakis (2007), $ &*$" /�). �$" �+#����$" 0� +�*+�� 

&� '�&��!��, &� /�� !���$+$���!�� '�� &� ��%#3�!�� (" � (!���'." �+������)�!��", �&5 

+��#����� &� ��&��  � 0* � &� /��'��&�� !�& +$���� �+. !�& !�*�$� �  !� )���$&!�'- 

�+�0�)�!- '�!# !� �, )�!�!�*+$&!#" !�&  � .��)�. <)(", � 1+��4� $�#)�!$" �+. !$ 

#!$)$, /�& )+$��� &� ��&�� �+$'$))*&� �+. !� %�&�'- !# � %�� ����%- '�05" '�� !� 

/�)�$��%��  !�&5&  �&��%� �5& )�!�41 !(& �+���-�(& !$� $�%�&� )$1. � �+������)�!�'- 

 �)+���6$�# !(& �+���-�(&  !� +��� �� !(& $�%�&� )5& '�� $ /���(�� )." !$�" �+. !� 

%��6��$'��!�'# #!$)� !�" /�). ��" /�$�'� �", �4�%$1&!�� �+. !$ )$&!*�$ !(& Pearce et. al. 

(1997), !$ $+$�$  �&/�#3�� !$ .��)�, !�& !# � %�� ����%- '�� !� /�)�$��%��  �&��%�!�'$1 

'��)�!$". � *���&# !$�" */��4� .!�, !�  !��*�� !(& $�%�&� )5& !� $+$�� ����'!���3$&!�� 

�+������)�!�'# (.��)�, !# � %�� ����%- '��  �&��%� ��), +��*�$�& +���  .!��� 
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�'�&$+$�� �  !$�" �6� !�)*&$�" !$�",  � �&!�0� � )� !� #!$)� �'��&� +$� ����'!���3$&!�� 

%��6��$'��!�'#, �'��&� /���/- +$� /���&$�& +�$!�)� �  � 4�'#0���" +���%��6*" ��%� ��", 

 � �������'*" /$)*" )� �� !��$1" '�&$&� )$1" '��  !�& *������  �&��%� ��" )�!�41 !(& 

)��5& !(& $�%�&� )5&. 

 

3.3 ���% (.� ����4%���( /(����"�2 /��#���(  ��+� 
 

�$ �&0�5+�&$ '�6#���$ !�" /�). ��" /�$�'� �", ��&�� �'��&$  !$ $+$�$ *��� �&�+$!�0�� 

/�). �� �4$� �� '�� *�$�& �'�(��0�� )* ( ��0)� �(&, $� ��)$/�.!�!�" &� !�& � '- $�&. 

�+. ��!- !�& *&&$��, � /�)$ �$8+������� �+$!���� )*�$" !�" '��!�'-" �4$� ��", �&-'�� 

 !� /�). ��  6���� '�� ���!$��%�� )� ,# � !$�" '�&.&�" +$� !�& /�*+$�& (��, 2011). 
 

 �&��5" )�!�,���.)�&$" �.�$" !$� '�#!$�" '�05" '�� $� &*�" /��0&��" /�&#)��" *�$�&  �& 

�+$!*�� )�, !�& �&#%'� %�� &*�"  !# ��", /�4�.!�!�" '��  �)+���6$�*" )�!�41 !$� /�). �$� 

�&0�5+�&$� /�&�)�'$1 (/�). �$� �+#����$�). ��& �'+�-  �� !$ %�%$&." .!�, $ +��-&�" !(& 

��)$/�$!-!(& %�� !$& /�). �$ !$)*� !$� 21$� ��5&�, /��6*���  � +$��#  �)��� �+. !$ 

+����0.&, �/�(" '�05" $� �+��!- ��" +$� �+#��$�& �+. !$�" /�)$ �$�" �+���-�$�", . $& 

�6$�#  !�" /�4�.!�!�",  !�" %&5 ��" '��  !�" �'�&.!�!�" !$�", ��4#&$�& ��%/��� '�� %�&$&!�� 

.�$ '�� +�$  1&0�!�" (��5!�", ;�@)� '�� ����'�$���/$�, 2011). 

 


� #&0�(+$� ��&�� � ���- !�" '#0� $�%#&( �" '�� $� 6$���" !�" )�!���10)� �" '�� !�" 

�&�&*( �" !�" /�). ��" /�$�'� �". 
� %&5 ��", $� /�4�.!�!�", $� �4��" '�� $�  �)+���6$�*" 

!(& /�)$ �(& �+���-�(& ,�� '$&!��  !$ �+�'�&!�$ !(& �+�/. �(& !$� '�#!$�". � 

�&�3($%.&� � !�" /�). ��" /�$�'� �" ( !. $, +�*+�� &� +�$'1+!�� �+. )�� $�� !�'- 

 '$+�#. ��� +��#/��%)�, � '�!#�!� � !(& �!.)(& /�& )+$��� &� �+$)$&(0�� �+. !�" 

+�$ /$'��" +$� �+#��$�& %�� !�" �+�/. ��" !(& ���!$��%�5& +$� �'!��$1& - !(& 0* �(& +$� 

'�!*�$�&. 
� �+�/. ��" '�� !�  �*/�� �&#+!�4�" !(& �&0�(+�&(& +.�(& %�� !$ +�$ (+�'., 

/�& )+$�$1& &� /���(�� !$1& �+. !$�"  !.�$�" '�� !$�"  '$+$1" !(& �+��� �5& !$� 

��%$/.!�-$�%�&� )$1, �&5 !*�$" $�  !.�$� '�� $� $�%�&(!�'*" /$)*", /�& )+$�$1& &� 

�+$ �&/�0$1& �+. !�& '�!�&.� � !$� +��� �$� !�" +$��!�'-",  �)+�����),�&$)*&�" !�" 

3-!� �" %��  �%'�'��)*&�" �+��� ��" �+. !$�" �&!� !$��$�" +$��!�". ���!.��$&�, $�  !.�$� 

%�� !�" +�$!����.!�!�" '�� !�" �+�/. ��" �&." $�%�&� )$1, /�& )+$�$1& &� +�$ /�$�� !$1& 

�'!." !�" ���1!���" �0&�'-" '�� !�" '�,��&�!�'-" +$��!�'-" �!3*&!�", '�05" '�� !$� )�'�.-

'$�&(&�'.-$�'$&$)�'$1 +��� �$� (UN, 2004). 
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� �&#+!�4� !(& �'�&$!-!(& !$�  � !-)�!$" !�" /�). ��" /�$�'� �", �+$!���� !. $ )�� 

/��/�'� ��, . $ '�� *&�&  !.�$. ���  !��!�%�'- %�� !�& �&�3($%.&� � !�" /�). ��" 

/�$�'� �", �+��!�� !��!.��$&� �&#+!�4� �'�&$!-!(&  !� �4-" !��� '1��� �+�+�/� (
�-)�. 

1): 

 

1. ���1!��$ +���,#��$&, !$ $+$�$ $��3�!�� (" � +$��!�'-, !$ &$)�'. '�� !$ '�&$&� !�'. 

+��� �$ +$� /�*+�� !� /������� � !$� /�)$ �$�, !�" /$)*" �+./$ �" ��0�&5&, !�& ���1!��� 

 �* �  !$ +��� �$ !$�  � !-)�!$" /��'�,*�&� �", '�05" '�� !�" �$*" !(& +.�(&, 

 

2. 
&!.!�!�,  !$ �+�+�/$ !�" $+$��", � �&#+!�4� !(& �'�&$!-!(& 0� ���� (" 

�+$!*�� )� !�& �&� �� � !(& /�� !# �(&, .+(" ��&�� !$ $�%�&(!�'. .��)�, !�& �+$ !$�- 

'��  !��!�%�'-, !�& '$��!$1��, !� /�#�0�( � '�� !�" ��)$/�.!�!�", !�" /��/�'� ��" !(& 

�&0�5+�&(&, $�'$&$)�'5& '�� +���$6$���'5& +.�(&, !�& ������4#�!� � )� !$�" ,� �'$1" 

�&/��6��$)*&$�" '�� !�" �+$/$)*" '�� 

 

3. �&0�5+�&$� +.�$�,  !$ �+�+�/$ !(& $+$�(&, � /�)�$��%�� �'�&$!-!(& 0� �&�+!��0�� 

�/���!���  !�" �+�%%��)�!�'*" �'�&.!�!�",  !� /������� � !�" �+./$ �",  !�" �4��",  !� 

/�$&!$�$%�� '��  !�"  !# ��",  !�" /�4�.!�!�" �+�'$�&(&��" '��  !�& $)�/�'- ��%� ��  !$ 

�5�$ ��%� ��". 

 

������� 1

������� 2

������� 3

�������� ���	
����


�
������

�
����	
�	

����	

������� 1

������� 2

������� 3

�������� ���	
����


�
������

�
����	
�	

����	

 

�-)� 1: 
1 !�)� ��). ��" ��$�'� �" (United Nations, 2004) 
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� �&#+!�4� !�" �'�&.!�!�" !$� �&0�5+�&$� /�&�)�'$1  !$ /�). �$ !$)*� ( !. $, /� 

)+$��� &� �+$)$&(0�� �+. !� )�!���10)� �  !$ ���1!��$ +���,#��$& '�� $�%�&(!�'. 

�+�+�/$, .+(" %�� +��#/��%)� !� &$)�'# +��� �� '�� !�" 0� )�'*" /$)*", !$�" ���!$��%�'$1" 

'�&.&�" '�� /��/�'� ��", +$� *�$�& �&!�'!�+$  � )�%#�$ ,�0).,  !� 0*)�!� +�$ �-��(&, 

�&#+!�4�", +�$50� �", '�&-!�(&, �0�'$1 '�� �+./$ �" !(& ��%�3$)*&(& (UN, 2004). 

 


� +$��*" �5��", � '1��� ����!�'!$&�'- !�" �+� �.�� �"  !� /�). �� /�$�'� �, *��� 

+���/$ ��'# '!� !�� %1�( �+. !�& �/*� .!�, � ��%� �� %�� !�" '�,��&- ��" ��&��  �)�&!�'# 

/��6$��!�'- �+. !�& ��%� �� %�� #��$�" ��%$/.!�" '�� (" �' !$1!$�, �+��!�� *&� ��/�'. 

 1 !�)� �+� �.�� �". 
� ��%� ��"  !$ /�). �$ !$)*�, *�$�& +�$ 6*��� +���/$ ��'# *&� 

����. �+�+�/$ � 6#����" !�" �+� �.�� �", - �'.)� '�� 0* ��" ��%� ��" «%�� .�� !� 3(-» 

(jobs for life). <)(", '�!# !� /�#�'��� !(& /1$ !����!��(& /�'��!�5&, +$��$� !$)��" !�" 

�+� �.�� �"  !$ /�). �$ !$)*� *�$�& �# �� ��!. !$ /��'��!�'. ����'!-�� '�� *�$�& %�&�� 

+��.)$��" )� !$ %�&�'.!��$  1 !�)� �+� �.�� �" (OECD, 2004). 

 


!�& ���#/�, � /�$�'� � !$� �&0�5+�&$� /�&�)�'$1 !$� /�). �$� !$)*�, ��&�� 

�+$ �&/�/�)*&� �+. !$&  !��!�%�'.  ��/�� ). !$� '�#!$�" '�� !�" )�!����0)� ��" +$� 

�+�/�5'$&!�� $� $+$��" %�� &� ��$/5 $�&, ����#3$&!�� �+$ !-��4� �+. +�$ (+�'. )� 

 �%'�'��)*&�" /�4�.!�!�", %&5 ��" '�� �'�&.!�!�". � ���#/� 0� )+$�$1 � �&/��$)*&(", &� 

(6���0�� �+. +���/��%)�!� #��(& '��!5& .+(" $ 	�&�/#" - � ��&��&/��, $� $+$��" *0� �& 

!�& �&#+!�4� !$� �&0�5+�&$� /�&�)�'$1 !�" /�$�'� �",  !$& +��-&� !$� +$���!$1" 

 !��!�%�'$1  ��/�� )$1 !�" �5��". � �5�� )�", '�!# !� /�#�'��� !(& /1$ +�$�%$1)�&(& 

/�'��!�5&, *��� '#&��  �)�&!�'*" +�$ +#0���" %�� !� ,��!�( � !$�  � !-)�!$" /�$�'� �" 

�&0�5+�&$� /�&�)�'$1, )� !�& �6��)$%- /��6�&5& /��/�'� �5& +�$ �-��(& ()* ( �
��), 

!�& �&� �� � !�" �+�).�6( �" !(& �+���-�(& (+.�. �	���) '�� !�& �/���!��� *)6� � +$� 

*��� /$0��  !�& �'+��/�� � !(& /���0�&!�'5&  !����5& !�" /�). ��" /�$�'� �". �&!$1!$�", 

+���)*&$�& #��!� '#+$�� +�$,�-)�!� +$� +�*+�� &� �&!�)�!(+� !$1& #)� �, .+(" ��&�� $� 

�+$� ��", /�� 1&/� �" !$� +�$%��))�!� )$1 +�$ �-��(&, �&��&�� �" !(& �&�%'5&  � 

+�$ (+�'., )� 0$�$%�'-" +$��!�'-" '�., !� $+$�� $/�%$1&  � �+5����" +.�(&. �*�$", 0� 

)+$�$1 �)� &� !$&� $�)� !�& �+�!�'!�'- �&#%'� !�"  1&/� �" !$� )� 0$1 )� !�& �+./$ � 

!$� /�). �$� �+���-�$�, '�05" ��&�� �/1&�!� � �6��)$%- )��" �&����"  !��!�%�'-" %�� 

!$�" �&0�5+$�" +$� �+���!$1&  !�& ����&�'- /�$�'� �, �#& ��!- /�&  �)+�����),#&�� '�� 

!�" �)$�,*" !$�". 
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 3.3.1. � "�(! �2��  �( ����4%���( "$7�!���( 

 

� ���'- ��,�$" %�� !� ���'�,*�&� � (��, 2011) !$&�3�� .!�,  !�& ���#/� � +�$9$1 � 

�+�4�( � !$�  5)�!$" !(& /�)$ �(& �+���-�(&, !. $ �+. !� )* � )�3�'-" �&�)*�( �", 

. $ '�� �+. )*�$" !$� +$��!�'$1  � !-)�!$", /� �����&�� !�& �&#/��4� !(& 0�!�'5& 

�/�$!�+�'5& ����'!��� !�'5& !$� 7���&� /�). �$� ���!$��%$1, !� $+$�� )+$�$1& &� 

�+$!��* $�& !$  �)��$ �''�&� �" %�� !�& �&#!�4� !$� �&0�5+�&$� '�6����$� !�" ����&�'-" 

/�). ��" /�$�'� �". 

 

��  �)+��# )�!� +$� +�$*'���& �+. !�" $)#/�" � !�� �" '�!# !�& '�!�%��6- !�" 

�6� !#)�&�" '�!# !� �" */��4�& .!�,  � +$ $ !. +#&( �+. 90%, $� /�). �$� �+#����$� 

+� !�1$�& .!� � )�!���10)� � !$� '�#!$�" )+$��� &� $�'$/$)�0��  !� ,# � !$� 

 !������'$1 !$� /�&�)�'$1. 
1)6(&� )� !�& *���&�, *��� �)+�/(0��  !$  5)� !�" 

/�)$ �$8+�������" � ��'.&� !$� &*$�, �'�&$1 '�� '��# �'+��/��)*&$� /�)$ �$� 

���!$��%$1, $ $+$�$" �� -�0�  !$  5)� !�" /�)$ �$8+�������" )� /��6�&��" '�� 

�4�$'��!�'*" /��/�'� ��". �� �'*" �+�6��#4��" /��!�+50�'�&  � .,!� �6$�# !� /������� � 

!$� �&0�5+�&$� /�&�)�'$1. � �+$� �� +���%��65& 0* �(&, /� �����&�� !� ,*�!� !� 

�4�$+$�� � !$� �&0�5+�&$� '�6����$� '�� !�& !$+$0*!� � !(& �&0�5+(& )� !� '�!#����� 

+�$ .&!�, %&5 ��" '�� /�4�.!�!�",  !�" '�!#�����" 0* ��". 

 

� ���!$��%�'- �4�$�.%� � �+�����-0�'� &� �&�/��4��, �'!." �+. !�& +�$6�&-, !�& �&!�+��� 

/�# !� � +$� /�& ���!$��%�� �+�5" �&� ��!�'# +�$" !$ « 1 !�)�», ���# )+$��� &� 

�+�&�+�$ /�$�� �� !�& � $��$+�� )�!�41 !(& /1$ �&!�)��.)�&(& +$ $!-!(& '�� +$�$!-!(& 

�&!." !$� ����&�'$1 /�$�'�!�'$1  � !-)�!$". 
� )�� �$�+.& ��!$-+���%��6- !$�, !$ 

����&�'. /�$�'�!�'.  1 !�)� /���&�� .!�, $� +$���+�*" �/�&�)��" '�� �%'��5 ��" !$� 0� 

)+$�$1 �& &� �+��'��� !$1&, %�� +��#/��%)� )� !�& �&#+!�4� !$� �&0�5+�&$� /�&�)�'$1. 

��&�� ����'!��� !�'# !� �+$!��* )�!� !�" *���&�" !$� �+$��%��$� ��$�'�!�'-" 

��!���10)� �" '�� ���'!�$&�'-" ���'�,*�&� �"  1)6(&� )� !�& $+$��, +$ $ !. 78% !(& 

��(!�0*&!(&, /�& +� !�1�� .!� $� /�). �$� �+#����$� +�$��),#&$&!�� «)� )* $». 

 


� /�). �$� �+#����$� +$� ��(!-0�'�&, 6��&�!�� .!� /�& *�$�& �& ()�!5 �� !� /�). �� 

��'.&� +$� +�$,#���!�� %�' ��!$1", /�/$)*&$� .!�  !�& ��5!� � '�!# +. $  �)6(&$1& - 

/��6(&$1& )� !� /�). �� ��'.&� !(& /�)$ �(& �+���-�(&, !$ 85% /��6(&�� )� !�& ��'.&� 

!(& /�)$ �(& �+���-�(& +$� +�$,#��$�& !� )* � )�3�'-" �&�)*�( �". <+(" �&�/���0�'� 
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!. $ �+. !�"  �3�!- ��" !(& $)#/(& � !�� �", . $ '�� �+. !�& *���&� )� ��- � 

��(!�)�!$�$%�(&, � +���$��6�� !(& /�)$ �(& �+���-�(& ��&�� +�.0�)� &� �&��#,�� !�& 

�+$ !-��4� !(& )�!����0)� �(& +$� �+��!$1&!��, �'.)� '� �& ��!. *��� /� )�&- �+�/�� � 

 !�"  �&0-'�" ��%� ��" !$�". 

 

3.4 �"��# � $� ����4%��&� %#�&� � � /��#���  ��+� 
 

� �&0#���& � !(& /�)$ �(& �+���-�(&, �+$!���� ,� �'. +��#%$&!� �+.'!� �" %&( !�'5& 

�'�&$!-!(&, !��&�'5& /�4�$!-!(& '��  !# �(&, $� $+$��"  � +$��*" �&�+!�  .)�&�" �5��", 

�+$���+$&!�� '�� +�*+�� &� �&�+!��0$1&. ��#%)�!�,  !�" +���  .!���" �&�+!�  .)�&�" 

�5��" '�� �5��"  � )�!�,�!�'.  !#/�$, $� ��������"  !�" /�4�.!�!�" ��&��  �)�&!�'*", .+(" 

�4� $�  �)�&!�'. ��&�� !$ �# )� !(& /�4�$!-!(& '�� !(& %&5 �(& )�!�41 !$� ����.,�0)$� 

'�� ��)��.,�0)$� +�$ (+�'$1 (��5!�", ;�@)� '�� ����'�$���/$�, 2011). 

 

�  �&��-" �'+��/�� �  !$ /�). �$ !$)*�, �+$!���� �+�!�'!�'- �&#%'�  !$ !���%)*&$, 

$�'$&$)�'# '�� '$�&(&�'#, +�%'. )�$ +���,#��$&  !$ $+$�$ &*�" +�$'�- ��" '�� ��'�����" 

�&�'1+!$�& )� )�%#�� !��1!�!�, $� +���/$ ��'*" /�4�.!�!�" '�0� !�&!�� +��(��)*&�" '�� 

+��#�����, �&�'1+!$�& +���  .!���" �+��!- ��" �+. !�" '�,��&- ��". 
!�& 

+��%)�!�'.!�!�, $ �.�$" !$� '�#!$�" *��� ���#4��  �)�&!�'# !�" !����!���" /1$ /�'��!��". 

7��� )�!�!$+� !�� �+. !�& +��'!�'- /������� � '�� !�& #)� � +��� '��- +�$9.&!(& '�� 

�+��� �5&,  � ��0)� !�'*" ���!$��%��" '��  !��!�%�'.  ��/�� ).. ��%#��  �)� �� *��� 

/$0��  !� /�)�$��%�� �&." ��&$9'$1 +���,#��$&!$" %�� !�& �&#+!�4� !$� �/�(!�'$1 !$)*� 

'�� !�& �!$)�'- +�(!$,$����. �+�+�*$&, )� !�& +�.$/$ !�" +�%'$ )�$+$�� �", !$ +��� �$ 

 !$ $+$�$ ���!$��%�� !$ '�#!$" *��� ���#4�� /��)�!�'#, '�05" ��!. 0� +�*+�� &� 

�&!�+$'��&�!�� .�$ '�� +���  .!��$  !�" �+��!- ��" '�� +�* ��"  � !$+�'., �0&�'. '�� 

+�%'. )�$ �+�+�/$ (UN, 2002). 

 


� �4���4��"  � +�$ �%%� ��" 6���'*" +�$" !$& +$��!�,  �&�+#%$&!�� )�%��1!���" 

/�&�!.!�!�" %�� !�& +�$ ��)$%-  !�" �4���  .)�&�" �&#%'�" !(& +$��!5& '�� !(& 

�+�����- �(&, '�05" '�� )�%��1!��� �����4��  !�" ����%*". 
� /�). �$� �+#����$� +�*+�� 

&� '�!�&$- $�& !$  �)�&!�'. �.�$ !(& +$��!5&, . $& �6$�#  !�& +��$�- +���$6$��5& 

 ��!�'# )� !�& �+$!��� )�!�'.!�!� !(& /�)$ �(& �+��� �5& '�� !(& �+�/. �(& !$� 

/�). �$� !$)*�, �& %*&��. 
��&#, � �&!�+.'�� �  !$�" +$��!�" �+��!�� $)�/�'- ��%� �� 
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�&!." !(& $�%�&� )5& '�� )�!�41 !(& )$&#/(& !$� /�)$ �$�, '�05" '��  �)+�#4��" )�!�41 

'�,��&- �(& '�� )� '�,��&�!�'5& $�%�&5 �(& !$� �/�(!�'$1 !$)*�. ���# !$ %�%$&." .!�, 

$� �4��" !�" /�'��$ 1&�" '�� !�" � .!�!�" �4�'$�$�0$1& &� ��&�� ��� !�"  �)� ��", $� 

/�). �$� �+#����$� 0� +�*+�� &� +�$ �%%�3$�& !$�" +$��!�" (" )�)$&()*&� '�� 4��(�� !# 

#!$)�, ��),#&$&!�" �+.�� !$�" !$ /�'. !$�" +��� �$ '��  1)6(&� +#&!� )� %&5)$&� !�" 

/�'*" !$�" �&#%'�" (UN, 2002). 

 


� /�). �$� $�%�&� )$�, %�� &� �&!�+�4*�0$�&  !�" ��)$/�.!�!*" !$�", 0� +�*+�� &� 

�&�+!14$�& &*�" /�4�.!�!�" '�� &� �/���5 $�& )��  1%��$&� &$$!�$+��  �&��$1" )#0� �". 

� *&&$�� !$� /�)$ �$� !$)*� (" «*&�" $�%�&� )." +$� )�0��&��» (learning public 

organization), '��/�3��  �&��5" */�6$". �+#���� )�� ��4�&.)�&�  �&��/�!$+$�� � .!�, � 

�&���!�'- (top-down) +�$ *%%� � !�" /������� �" !(& /�). �(& $�%�&� )5& '�� !�" 

%��6��$'��!��", /�& �&!�)�!(+�3$�& �+$!��� )�!�'# !�" ����%*" '�� /�& �+�!�*+$�& !�& 

�&��%.  �))�!$�- '�� !�& +�(!$,$���� !(& 6$�*(& !�" '$�&(&��" !(& +$��!5&,  � 

/��/�'� ��" �#��4�" +$��!�'-" (Nonaka and Tacheuchi, 1995). ��),#&$&!�" �+.�� !�" 

 �&0-'�" !(& !��1!�!(& ����%5&, $� /�4�.!�!�" +�*+�� &� �&�0�(�$1&!�� /���'5" '�� &� 

�&�,�0)�3$&!��. 
� /�). �$� �+#����$� +�*+�� &� ��&�� +�$�!$�)� )*&$� %��  �&��- )#0� � 

'�� %�� !�& $�'$/.)� � )��" '$��!$1��" /���.%$� '�� �&�'!�'.!�!�" !�" /��6$��!�'.!�!�". 

�$ 3-!�)� !�"  �&��$1" )#0� �" !�0�!�� +�$ �1 !$��  !�" �&�+!�  .)�&�" �5��", ���# '�� 

 � �'��&�" )� $�'$&$)��"  � )�!�,�!�'.  !#/�$, +$� +�*+�� &� �&!�)�!(+� $�& !� 

+�$,�-)�!� !(& +!�!�'5& $�'$&$)�5&, !�& ���*(" /��/�/$)*&� 6!5���� '��  ��&#, !�" 

�0&�'*"  �%'�$1 ��". 

 

�  �&��-" )#0� �  � /�). �$�" $�%�&� )$1" (UN, 2002), 6��&�!�� &� ��&�� �/���!��� 

�+����!�!�  !$�" �'.�$�0$�" !$)��": 

 

1.  !�& �4��/�'�� �  � .�� !� �+�+�/� !�" +$��!�'-": � !��&$'��!�'- %&5 � 0� +�*+�� 

&� �&!�'�!� !�0�� )� )�� +�$ /��+� !�)$&�'- +�$ *%%� � %�� !� �#��4� +$��!�'-", �/�("  � 

�&5!��$ �+�+�/$. 
� /�). �$� �+#����$� 0� +�*+�� �+� �" &� +���'$�$�0$1& !�" !�*�$� �" 

�4���4��"  !$& !$)*� �4��/�'�� -" !$�". 

 

2.  !�" /�$�'�!�'*" �'�&.!�!�": ��!*" +�����),#&$�& ��4�)*&�" �%�!�'*" �'�&.!�!�", 

!�& +$�.!�!� !�" ���� 0�!$+$�� �", !�& �+��� � !(& +�$,��)#!(& '�� !�" �'�&.!�!�" '�!# 

!�& $)�/�'- /��/�'� ��, .+(" ��&�� $�  �&�/��# ��", � $)�/�'- ��%� �� '�05" '�� $� 
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+��$� �# ��", !� $+$�� ��&�� �/���!���  �)�&!�'#  � *&�& $�%�&� ). +$� )�0��&��. � 

�&#+!�4� !(& /�4�$!-!(& !�" /��+��%)#!�� �" '�� !�" /��)� $�#,� �", ��&�� �+� �" 

'�� �)�"  �)� ��"  � *&�& $�$*&� '�� +���  .!��$ �����$�4��!5)�&$ '. )$. 

 

3.  !�& !��&$�$%�� !(& +���$6$��5&: 
� /�). �$� �+#����$� 0� +�*+�� &�  �),�/�3$�& 

)� !� ��%/��� �&#+!�4� !�" !��&$�$%��" !(& +���$6$��5&, 5 !� &� )+$�$1& &� 

�&!�)�!(+�3$�& .��" �'��&�" !�" +�$'�- ��" +$� �+�,#���� �  �&��-" �&�&*( � '�� 

�&�,#0)� � !(& �'�&$!-!(& !$�". 

 


� ��'�!*" �5��", )�!�41 !(& $+$�(& '�� � ���#/�, $� )�!����0)� ��" !$� /�). �$� !$)*� 

,�� '$&!��  � �4*��4� '�� ��!. '�0� !# �&�%'��$ .!�, � �+�).�6( � !(& /�)$ �(& 

�+���-�(& 0� +�*+�� &�  �&/*�!�� #)� � )� !�" /��/�'� ��" )�!���10)� �". � 

�&�/�#�0�( � !$� �.�$� !$� '�#!$�" '�� � �&#+!�4� &*(& ��)$/�$!-!(&, 0� +�*+�� &� 

 �&$/�1$&!�� �+.  ��!�'*" /�4�.!�!�"  !$ /�). �$ !$)*�. �'.)�  �)�&!�'.!��$ ��&�� !$ 

%�%$&." .!�, $� /�). �$� �+#����$� 0� +�*+�� &� �'+��/�1$&!�� %�� &� ��$0�!- $�& !�& 

'$��!$1�� !�" )#0� �" '�� &� ,�*+$�& !$�" ���!$1" !$�" (" �&��%$1" +��#%$&!�" ����%-". 

�����+�.0� )�, ��!. +�$8+$0*!�� !� 0* +� � '�&-!�(& %�� . $�" 0*�$�& &� )#0$�&. 
� 

)�'�$+�.0� )� ,# �, � )#0� � +�*+�� &� '�!� !�� «� (!���'��)*&�» �4�� (UN, 2002). 

 

3.5 ��0+� /��#���( ���������2 ������� 
 

 3.5.1. ����"� $7�����'� 

 


� $�$*&� ��4�&.)�&�" �+��!- ��" !(& +$��!5& %�� '��1!���"  � +�����.)�&$, ��/$" '�� 

��.&$ +����.)�&�" /�). ��" �+��� ��", *�$�& $/�%- �� !� !����!��� ��.&�� !�" '�,��&- ��" 

!(& �(�5&  !�& �+.'!� � /�). ��" $�%�&( ��'-" )#0� �". � )#0� � %�&�'#, 0�(���!�� 

)�� #%&( !� �*4�  !�& ��%� ��'- '$��!$1�� '�� !�" ���!$��%��" !(& /�). �(& �+��� �5&. 


�  �&��5" .)(" )�!�,���.)�&�", +�%'. )��" $�'$&$)�'*" '�� '$�&(&�'*"  �&0-'�", 

�+�,#��$�& !�& �6$)$�( - !�" �+. !$�" /�). �$�" $�%�&� )$1", $� $+$�$� /� '$��1$&!�� 

 !�& +�#4� &� !�& �& !��&� !$1&, '�05" $� �/�$� /��'�!*�$&!�� �+. +$��#��0)�" '�� 

+���+�$'�" /�$�'�!�'*" /$)*", /� '$��1$&!�� &� �&!�+$'��0$1& *%'����  !$ ��!�)� !�" 

����%-" '�� .+$� � ��&�!�'- �+�+!( � !�" �+$!����" !$�" /� %�&�!�� %�-%$�� �&!���+!-. 
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� /�). �$� $�%�&� )$�  � �&!�0� � )� !$�" �/�(!�'$1", ��&�� +���  .!��$ �+$)$&()*&$� 

�+. !$ )�!�,���.)�&$ +���,#��$& '�� %�� ��!. !$ �.%$, �+$!���� �+�!�'!�'- �&#%'� &� 

�&�3�!- $�& &*$�", '��&$!.)$�" !�.+$�" '�� )* �, &� +�$#%$�& !�& �'�&.!�!� %�� )#0� � 

5 !� &� )+$�* $�& &� %�&$�& +�$ �&$��!$�, ��'�&�!$� '�� �+$!��� )�!�'$� $�%�&� )$� 

)#0� �" (Yusoff, 2005). 
1)6(&� )� !$�" Barrados and Mayne (2003), �& *&�" /�). �$" 

$�%�&� )." +������ �+$!��� )�!�'# !� '$�&(&�'# �%�0# '�� !�" �+��� ��" !$� )� *&�& 

��'�!# �+�!���)*&$ !�.+$, !.!� /�& 0� �+-��� � �&#%'� %�� *)6� �  !�& $�%�&( ��'- 

)#0� �. �+��/- .)(" $�  �&0-'�", $� +�$!����.!�!�" '�� $� +.�$� ���#3$�&  �&��5", � 

/�$�'� � �&." /�). �$� $�%�&� )$1, $6����� &�  �),�/�3�� )� ��!# '�� &� +�$� +�3�� !�& 

*&!�4� !�" $�%�&( ��'-" )#0� �"  !$ � (!���'. +���,#��$& !$�. 

 

� �&#%'� '�� !$ ��!�)� !(& +$��!5& %�� )��  1%��$&� /�). �� /�$�'� �, � $+$�� 0� 

���!$��%�� )� !$�" .�$�" !�" �+$/$!�'.!�!�" '�� .�� )� ��!$1" !�" %��6��$'��!��", *��� 

%�&�� +�*$& �+$��*( �. ��� ��!.& !$ �.%$, �+��!��!�� �14� � !(& $)#/(& ��%� ��", 

+���$�� )." !$� ���0)$1 !(& �� !��5& '�&.&(&-+��� �(& '�� +�$ �&�!$�� )." !�" 

/�$�'� �", !. $  !�" '$�&(&�'*" �4��", . $ '��  !�& �+$'*&!�( �. <�$� $� /�). �$� 

$�%�&� )$�, 0� +�*+�� &� *�$�& !� %&5 � %�� !$ +$�, +.!� '�� %��!� ��!. )+$��� &� 

�+�!���0�� )� !� )#0� � (Sandhu et. al. 2011). 
� /�$�'- ��" !(& /�). �(& $�%�&� )5&, 0� 

+�*+�� &� ���� $�& &� �&!���),#&$&!�� '�� &� �&!�)�!(+�3$&!�� +��, ("  1%��$&$� 

$�%�&� )$� )* �  !$�" $+$�$�" $� ��������" � $+�/5&$&!��, $� !�+�'.!�!�" �+$���+!$&!�� 

'�� /�&�!�� *)6� �  !�& )�0� ��'- '$��!$1��. �.&$ *! � 0� )+$�* $�& &� �+�!1�$�&, &� 

��/$'�)- $�& '�� &� )�!�!��+$1&  � $�%�&� )$1" )#0� �". 

 

 3.5.2. 
�#%�� $7�����'� 

 


� /�). �$� $�%�&� )$�, +�$'��)*&$� &� �&!�+$'��0$1& . $ !$ /�&�!.& '��1!���  !�" 

�+��!�!�'*" +�$'�- ��" !�"  1%��$&�" '$�&(&��" '�� !�& )�!�!�$+- !$�"  � $�%�&� )$1" 

)#0� �", 0� +�*+�� &� �6��). $�&  �)�&!�'*" ����%*"  !� /$)- !$�" ���# '��  !�& 

'$��!$1�� !$�"= ����%*" !�" $+$��" /�& )+$�$1& &� +�!1�$�&, �(��" !�& +�-�� �+$ !-��4� 

!�" +$��!�'-" �%� ��" '�� !(& /�#6$�(& $)#/(&  �)6��.&!(& (stakeholders). 
!$& «�%5&�» 

!�" &*�" /�). ��" $�%�&( ��'-" ����%-", !. $ !� /�$�'�!�'#  !��*�� !$� $�%�&� )$1, . $ 

'�� $� ��%�3.)�&$� !$�, 0� +�*+�� &� ��&�� +�-�(" /� )��)*&$�  !�& +�$ +#0��� ��!- 

(Yusoff, 2005). 
1)6(&� +#&!� )� !$&  �%%��6*�, $ /�). �$" $�%�&� )." +�$'��)*&$� &� 

)�!�!��+��  � $�%�&� ). )#0� �", /1&�!�� &� �6��). �� !� +���'#!( ����'!��� !�'#: 
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� !�& �&�%&5�� � !�"  �&�� 6$�#" !(& ��%�3$)*&(& )* (  � !�)#!(& �&!�)$�,-", 

� !$ �!� �)$ )��" )�0� ��'-" '$��!$1��" (" )��  !��!�%�'- �+�,�( �", 

� !�  �&��- ()�!)�'+��/�� �  � ��%� ��'# ($�%�&( ��'#) 0*)�!�, 

� !�& �+$ !-��4� !�" '��&$!$)��" '�� !$� +�$ �&�!$�� )$1  !� %&5 �, 

� !�& �&� �� � !�"  � !�)�'-"  '*��", !�" /��6#&���" '�� !�"  �))�!$�-"  !� 

/��/�'� �� �-��" �+$6# �(&, 

� !�& �&�%&5�� � +�$�%$1)�&(&  6��)#!(& !$� +����0.&!$" '�� )#0� � )* � �+. 

!� �#0� ��!#, 

� !� /�$�'�!�'- /* )�� � %�� )�'�$+�.0� )� )#0� �, 

� !�& �+$6�%- /��!�%5& '��  �&��$1" ��*%�$�, 

� !�& �&/�&#)( �, �+$ !-��4� '�� �&!�)$�,- %�� !�  �&��- )#0� �, 

� !�& �&0#���& � !$� +����)�!� )$1 '�� !$� �� '$�, 

� !$ '$�&. $�%�&( ��'. .��)�, 

� !$ 6���'. ��%� ��'. +���,#��$& '�� 

� !�& +��.!��& � !�" �&#����" ��0�&5& %�� !�" +�#4��" (- +���������") !(& 

��%�3$)*&(& !$�. 

 


1)6(&� )� !$�" Fenwick and McMillan (2005), � ����%- '�� � ,��!�( � !$� /�). �$� 

$�%�&� )$1, )+$��� &� �+�!���0�� �+$!��� )�!�'.!��� )� !� «)#0� � �+. !$ � (!���'. 

!$�», /���/- �+. !�" � (!���'*" !$� /��/�'� ��" '�� �+. !�& � !�� �  !� �6� !#)�&# !$� 

)* � '�� /�&#)��". 
� Attwood and Beer (1988) �+$ !-��4�& .!�, $� /�). �$� $�%�&� )$� 

+�$'��)*&$� &� /���'$�1&$�& !�& $�%�&( ��'- )#0� �, 0� +�*+�� $� ��%�3.)�&$� !$� &� 

+���$�� $�& !$�" +�$ (+�'$1"  !.�$�" !$�" $� $+$�$� +�$'1+!$�& �+. !�" /$)*" !(& �.�(&, 

+�$ /$'5&!�" .)(" !�& ��%� ��'- !$�"  !�/�$/�$)�� '�� &� �+#���� )��  �&��-" +� !� 

 !�& �4�� !�" �4�+��*!� �" !$� +$��!�. 

 

��� !�& Wallace (1997), $ !�.+$" �6��)$%-" !(& ���5& !$� $�%�&� )$1 )#0� �"  � *&�& 

/�). �$ $�%�&� )., %�&�!�� ����'# )� !�& �+�)+�$'- �4(!���'5& +���%.&!(& (.+(" ��&�� $� 

 �&��5" �&����  .)�&�" '�,��&�!�'*" ��0)� ��", � �#��4� )�  �))�!$��'-" +$��!�'-", '�.) 

'�� '�!��-%��  !�" +�$ /$'��" !(& ��%�3$)*&(& !$� $�%�&� )$1,  !$ &� )�0��&$�&. 
 

Edmonstone (1990) 0�(��� .!�, %�� &� )+$�* �� $ /�). �$" $�%�&� )." &� ��$0�!- �� '�� &� 

�6��). �� !�" ���*" !$� $�%�&� )$1 )#0� �", 0� +�*+�� +�5!� �+. .�� &� )�& 

�&� !*���!�� �+.: 
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� !�" '�!�'��)�!� )*&�" /$)*" !�"  '*��", +$�  �&$/�1$�& )�� $�%�&( ��'- �������� 

�+.  !�0��$1" �.�$�", 

� !� �$%$/$ �� '�� !�& �+�'.�$�0� �&!����� !(&  6��)#!(&, !�" �,�,��.!�!�" '�� 

!�"  1%'�$� �", 

� !$�" � �6��"  '$+$1" !$� $�%�&� )$1, 

� !�& *������ $�#)�!$" '�� !�& �))$&-  !� ,����+�.0� )� '�0-'$&!� '�� 

� !�& *������ '�&-!�(& '�� �&!�)$�,5&. 

 

�*�$", +*�� �+. !� /$)- '�� !�& '$��!$1��, �+����!�!$ '��  �)�&!�'.  !$����$ %�� *&�& 

/�). �$ $�%�&� ). +$� )�0��&��, ��&�� '�� � �&�).�6( � !(& ���1!��(& '$�&(&�'5& 

'�&.&(& +$� '������%$1& !� )#0� �. 
� �5�$� /��'�&� �" !�" )#0� �" (learning forums), 

)+$�$1& &� 0�(��0$1& (" '$�&(&�'*" +��'!�'*" '�� $�%�&( ��'$� )���&� )$� )* ( !(& 

$+$�(&, /1&�!�� &� /�)�$��%�0�� � $�%�&( ��'- )#0� �. 
� ��%�3.)�&$� )* �  !$�" 

�5�$�" ��!$1", )+$�$1& &� �+�&�4�!# $�&  ��!�'# /$)�'#  !$����� )* ( !�" '$�&(&�'-" 

/�# �" '�� *! � &� �&�/�)�$��%- $�& !$  ��!�'. +��� �$ !�" )#0� �" (Berends et. al. 

2003). 
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��)����� 4 

 

 

� ��	�
��� ��
���	�� 
 

 

 

4.1 �����&�' 
 

� ��)$!�'- � !�&$)�� �+$!���� *&�&  �)�&!�'. 0� ). !�" /�). ��" /�$�'� �", +$� *���!�� 

&� �+���!- �� �6�&.", !�& *&&$�� !�" � !�&.)�� �" '�� �6�!*�$�, !�" ���*" !�"  1%��$&�" 

!$+�'-" ��!$/�$�'� �" �6$1 $� �� !�'#, �+$!���� *&� ,� �'. ��%����$ %�� !�& �6��)$%- 

!$� +�$%�#))�!$" !(& !$+�'5& ���5& '�� �+$)*&(" )+$��� &�  �),#���  !�& 

�+$!��� )�!�'- +�$50� � !(& !$+�'5& �+$0* �(&. ��&�� *&�"  ��!�'# '��&$1�%�$" 0� ).", 

$ $+$�$" +*�� � �+. +$��#  !#/�� %�� &� 6!# ��  !�&  �)���&- !$� )$�6-. � ���!$��%�� 

!�" ��)$!�'-" � !�&$)��", ,�� '�� 0�)���(!�'. *��� )�  !�" '�!$���(!�'$1 ����'!-�� 

/��!#4��" !$� #�0�$� 102 !$� 
�&!#%)�!$". ��!*", �4� 6���3$�& !�& 1+��4� !�" !$+�'-" 

��!$/�$�'� �" (" 0� )$1, 0*!$�& (" '��!-��$ /�#'�� �" !(& ��)$/�$!-!(& !�"  �  �* � 

+�$" �'��&�" !$� '�#!$�", !� /�#'�� � !(& �+$0* �(&  � %�&�'*" '�� !$+�'*" '�� 

+�����),#&$�& +����!*�( ��0)� ��" +$� �4� 6���3$�& +���  .!��$ !� /�$�'� � !(& 

$�%�&� )5& !$+�'-" ��!$/�$�'� �" (��+�9(#&&$�, 2011) 

 

��.'��!�� %�� )�� /�). �� �+��� �� )� )�%#�� '$�&(&�'- ��� �).!�!�, � $+$�� �+�&!#!�� 

 !�& +���$��6�� !(& ���(+�9'5& '��!5&, )�  �%'�'��)*&�" '��  �65" +�$ /�$�� )*&�" 

��)$/�.!�!�" �&!." '�0$�� )*&�" �(��'-" �&.!�!�", �(��" �4#�!� � �+. !�& '�&!��'- 

��$�'� � '�� )� /�&�!.!�!� # '� �" ��*%�$� %�� !�& !-�� � !(& ��0)� �(& +$� �6$�$1& 

0*)�!� !$+�'$1 �&/��6*�$&!$". 
� ��)$/�.!�!�" '�� $ �.�$" !�" ��)$!�'-" � !�&$)��", 

 !�" �5��" '���(" !�" /�!�'-" ���5+�", /��6$�$+$���!��  �  �* � )� ��!. +$� �)��" 

%&(��3$�)� �+. !�& &(+- ����&�'- �)+�����. 
!� +��� �� !(& '��!5& !�" ���(+�9'-" 

7&( �", � ��)$!�'- � !�&$)�� ��&�� *&�" $�%�&� )."-0� )." )� ������", �)�%5" 

� !�&$)�'*" ��)$/�.!�!�", +$� � '$1&!��  � !$+�'. �+�+�/$. � !. $, '��  !�"  1%��$&�" 
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���(+�9'*" '$�&(&��", �  �3-!� � %�� !$& �.�$ !�" ��)$!�'-" � !�&$)��", �'$�$10� � !�& 

+$���� �&�,#0)� �" !$� �.�$� !�" !$+�'-" ��!$/�$�'� �". 
!� +��� �� ��!#,  1)6(&� )� 

!�& �+� !�)$&�'- *'0� � !�" �$��-", /��)$�650�'�& /1$ ,� �'# ��1)�!�  !$& /�). �$ 

(���(+�9'.) /�#�$%$ %�� !�& ��)$!�'- � !�&$)�� '�� !$ �.�$ !�",  !$ &*$ !$+�$ /�$�'� �" 

'�� $�%#&( �" !�" '$�&(&��": 

 

� !$ *&� �6$�#,  !�& $�%#&( � )��" «��!.&$)�" '$�&$!�'-" � !�&.)�� �"» )* ( 

)��" #�!�� $�%�&()*&�" '�� �'+��/��)*&�" ��)$!�'-" � !�&$)��", � $+$�� 0� 

 �),#���  !�& '��1!��� +�$ !� �� !(& !$+�'5& '$�&(&�5&, '��1+!$&!�" )� ��!. 

!$& !�.+$, !�& �/�&�)�� !�" �0&�'-" � !�&.)�� �" %�� �+$!��� )�!�'- 

�&!�)�!5+� � !�" «)�'�$)� ���" �%'��)�!�'.!�!�"» '�� 

 

� !$ /�1!��$, /��)$�65&�� !�& #+$�� !�" «�+�'$���'.!�!�"» !(& ��)$!�'5& 

� !�&$)�5& *&�&!� !�" �0&�'-" � !�&.)�� �",  1)6(&� )� !�& $+$��, � 

�&!�%'��)�!�'- +$��!�'- +�*+�� &� ��&�� �&���� )�&, +��& .)(", � '��!�� �+. !�& 

�0&�'- '�� !� ��)$!�'- � !�&$)�� !��!.��$&�, '#0� )�� �+. !�" $+$��" *��� 

/��'��!$1" �.�$�" '�� � '��  �&��%�!�'*" /�# ��" '�� +���),# ��". 

 

4.2 �2� ��� �� ���"' ���/���' "�� $.+!�.�  �( �$���2 
 


!�& ���#/�, � ��)$!�'- � !�&$)�� +�(!$�)6�&�3�!�� -/� )� !� /�)�$��%�� !$� 

&�$����&�'$1 '�#!$�" '��  �%'�'��)*&� )� !$ &.)$ !�" 27�" ��'�),��$� 1833 «���� 

 � !# �(" !(& /-)(&», .!�& '�� �&*��,� )� !� /����� � !�" �5��"  � /-)$�", '�0-'$&!� 

# '� �" !$+�'-" � !�&.)�� �". � ��)$!�'- � !�&$)�� /��'��&$&!�& -/�  � /�$�'�!�'- '�� 

/�'� !�'-, *�$&!�" (" +�$9 !#)�&� ���- !$& �'# !$!� �-)���$. ����'!��� !�'#, � 

��)$!�'- � !�&$)�� /� *6��� .+��, �&5 $ 0� )." !�" «/�)�����"»  !$& $+$�$ �+#%$&!�&, 

-!�& )� ���%�.)�&$" �+.��!� �+. !� '�&!��'- /�$�'� �. 
 0� )." /�& '�#!� � +$�1 '�05", 

!$ &*$ - !.!� - ����&�'. 	�#!$", ,�� '.!�& �+. !�& �+�/�� � /���'5& /�$�'�!�'5& 

)�!����0)� �(& '�� ����%5&, +$� �& �#,$�)� �+.�� !�& %�&�'.!��� +$��!�'- '�� 

$�'$&$)�'- '�!# !� � !�" �+$�-" �'��&�", (" �4*��4� -!�& �+.��!� 6� �$�$%�'-. 

 

� � !�&.)�� � *'!$!�, /�& *����� �+. !$ ����&�'. 	�#!$", +��& .)(" ��!- +-�� #��� 

$�%�&(!�'- '�� /�$�'�!�'- )$�6- ���# '�� $&$)� ��. ��#%)�!�, �+. !$ 1839 '�� )�!#, � 
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� !�&.)�� � � '��!��  !� �5�� )�" �+. #��$�" 0� )$1" +$� �+$!��$1& +�.%$&$ !�" 

 �)���&-" ��.�
. ����'#, %�� +�5!� 6$�#  !�& � !$��� !$� &�.!��$� ����&�'$1 	�#!$�", 

!$ 1980, )� !�& �-6� � !$� !.!� ��)$!�'$1 '�� 	$�&$!�'$1 	5/�'� (�. 1065/1980, #�0�$ 

24 +��. 2), +�$,�*+�!�� � /�&�!.!�!�  1 !� �" �+. !$�" �-)$�" '�� !�" 	$�&.!�!�", !�" 

«��/�'-" �+��� ��" �-)(& '�� 	$�&$!-!(&» (.+(" $&$)# !�'� � ��)$!�'- � !�&$)��, 

����'#). 
!�  �&*����, )�  ���# #��(& ��0)� �(&, /����1&0�'�& $� ��)$/�.!�!�" +$� 

� '$1 � �  �%'�'��)*&� ��!- �+��� ��, �&5  �%��.&(" ���� ���� �� � +�. ���� 

+�$ (+�'$1 %�� !�  !��*�( - !�" '���(" �+. !$�" )�%#�$�" /-)$�" !�" �5��", �(��" '�)�� 

 !��!�%�'- '�� '�&*&� +�.%��))�. 

 

<�� !� +���+#&( &$)$0�!-)�!�, '�!��%-0�'�& )� !�& *&��4� � �1$" !$� �.�. 23/2002, !$ 

$+$�$ '�� �+������ � �6�&.", &� �+���0)- �� !�" ��)$/�.!�!�" !�" ��)$!�'-" � !�&$)��" 

'�� �6�!*�$�, &� '�0$�� �� !�  �%'�.!� - !�", !�& �'+��/�� � !$� +�$ (+�'$1 !�" '�� !�& 

$�%�&(!�'- !�" /$)-. ���# '�� ��!- � +�$ +#0���, /�& �+*/( � !� �&�)�&.)�&� �6$1 )�!# 

!�& *'/$ � !$� �.�. 23/2002, � ��)$!�'- � !�&$)�� �4�'$�$�0$1 � &� �&��5&�!��, '�!# 

,# �,  !$& *��%�$ !�" +��#&$)�"  !#0)�� �" '�� �(��" &� *��� '�)��  !��!�%�'-. 
 

 �)�&!�'.!��$" �.%$" ��!-" !�" �+$!����" -!�& !$ %�%$&." .!�, !$ +�$�&�6��0*& +�$�/��'. 

/�#!�%)� +�������, '���("  � .,!� �6$�# !�& # '� � !(& ��)$/�$!-!(& !�" ��)$!�'-" 

� !�&$)��", /��!#4��" $� $+$��" +���  .!��$ /�)�$��%$1 �&  1%�� � %�� !$ +�����.)�&$ 

'�� !$& !�.+$ # '� -" !$�", +��#  �&*,����&  !� ,�5 �)� ���!$��%�� !$� 0� )$1. 

���!$��%$1 � �$�+.&, (" )�� �+. !�" �+��� ��" !$� /-)$� )� !�+�'*", �+$ +� )�!�'*" '�� 

'���(" ���%'!�'*" ��)$/�.!�!�", �&5 /�& )+.�� � &� �+$'!- �� !� /�'- !�" 6� �$%&()�� 

'�� !$ /�'. !�" �.�$. 

 

�& )*���, /��+� !50�'�& !� +�$,�-)�!� '�� !� '�&# +$� ����& /�)�$��%�0�� '�� #��� � &� 

��),#&�!�� )*��)&� +�$" !�& '�!�10�& � !�" �+��� -" !$�" '�� !�" �&�,#0)� �" !$� 

0� )$1 !�" ��)$!�'-" � !�&$)��", 5 !� &� '��/� �� !�& �+$/$�- !(& /�)$!5& '�� &� 

�+$'!- �� )*��$& '�� +�$$+!�'-. 
!$ +��� �$ ��!., )� !$ #�0�$ 35 +��.12 !$� �.3274/2004 

'�� +�$'��)*&$� &� �+#�4�� )�� $)��- )�!#,� �  !$ &*$ '�0� !5", +���$�� 0�'�& $� 

�+$���(!�'*" ��)$/�.!�!�" !�" ��)$!�'-" � !�&$)��" '�� /.0�'�  !$�" 
�� +$� /�*0�!�& 

/�)$!�'$1" � !�&$)�'$1", � /�&�!.!�!� %�� +�$����!�'- # '� � ��)$/�$!-!(&, �(��" 

( !. $ &� '�!�%��6$1& !� �+�0�)�!# �+$!��* )�!�, �.%( +���$�� )*&�" '�&�!$+$�� �" 

!(& !$+�'5& ���5&. 
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�� ,# � !� �&(!*�(, '��0�'� �&�%'��$" $  �&$��'." �+�&� ��/�� )." '�� � +�$ ��)$%- 

!$�  !�  1%��$&� ����&�'- +��%)�!�'.!�!�,  !$ +��� �$ !$� �+$��%��$� � (!���'5&. 

��$" !�& '�!�10�& � ��!- �'/.0�'�,  � +�5!� 6# �, !$ �.�. 135/2006, )� !$ $+$�$ 

��0)� !�'� $ !�.+$" +�. ����" '�� �'+��/�� �" !$� +�$ (+�'$1 +$�  !����5&�� !� 

��)$!�'- � !�&$)��. �/���!��� *)6� �, /.0�'�  !�& �'+��/��!�'- �+$/$)- !$� 

+�$ (+�'$1 '�� %�� ��!. !$ �.%$, � �'+.&� � '�� � ��01&� �6��)$%-" !$� ��/�'$1 

�'+��/��!�'$1 +�$%�#))�!$" �&�!*0�'�  !�& �0&�'- 
�$�- �$+�'-" ��!$/�$�'� �" !$� 

�0&�'$1 	*&!�$� ��). ��" ��$�'� �" '�� ��!$/�$�'� �". 

 

�� !$ 	5/�'� �-)(& '�� 	$�&$!-!(& (�.3643/2006) )�!�41 #��(&,  � !�)�!$+$�-0�'� 

'�� '�!�%$��$+$�-0�'� %�� +�5!� 6$�#, !$ �1�$" !(& ��)$/�$!-!(& !(& �-)(& ('�� !(& 

)*��� +�.!�&$" '�!��%$1)�&(& 	$�&$!-!(&), )� �+$!*�� )� $ �.�$" !�" !$+�'-" 

��!$/�$�'� �" &� �&�,�0)� 0��, &� %�&�� $� �� !�'.!��$" '�� &�  �)�!$/$!- �� !�& 

+�$ ��)$%- !�"  !�" �&#%'�" !�"  1%��$&�" +��%)�!�'.!�!�". �$ %�%$&." ��!. ���� (" 

+����!*�(  �&*+��� !� 0� )�'- �&�,#0)� � '�� !�" ��)$!�'-" � !�&$)��" �6$1, 

$/�%5&!�"  !� /��1��& � !(& !$+�'5& �+$0* �(&, �+*6��� '�� !� /��1��& � !(& 

��)$/�$!-!(& !�". ��)�$��%-0�'� *! �, *&� ��/$" !�')���$� ��)$/�.!�!�" �+*� !�" 

��)$!�'-" � !�&$)��" %�� !$& *��%�$ !�" �6��)$%-" !(& '�&$&� !�'5& ��0)� �(& +$� 

�6$�$1& !�" !$+�'*" �+$0* ��". 

 

�� !$& �.3731/2008 '��  � 17 #�0��, �+�������!�� � «�+�&�/�� �» !$� 0� )$1 '�� � 

+�$ ��)$%- !$�  !�  1%��$&� +��%)�!�'.!�!�,  � )�� +�$ +#0��� &� �+$ �6�&� 0$1& $� 

��)$/�.!�!�" '�� $ !�.+$" # '� -" !$�". ��&�� ����'!��� !�'- � ��!�$�$%�'- *'0� � !$� 

&.)$� (�+$��%$� � (!���'5& '�� 
�'$&$)��"-
�'$&$)�'5&, 20.11.2008), � $+$�� )�!�41 

#��(& �&�6*���: 

 

«� 
���
��� ��
�	���� ��	 �	������	�� 
�	 ������ ���	 
�	 �������
�
�	 ��
�	������� 

�
� ������
��� 
�� ����, ���� ��� ����������
���, ��� �����
� �� �����
� ��	����� �� 
� 

�������� 
�����	 ��������	. � 
���
��� ��
�	���� ��	�� �����
� ��	������	� �� 
�	 

������ ��
���������. ���
���� �	�������
� �����
� 
��, �������
�	
�� 
�	 �� � 
�� 

����������
�
��, �
� ��
�� ��� ������
�� �
� ������ 
�	 ����
�	 ��� 
�	 
�����	 

���	�	��	, ��������	
��, �
� ������� 
�	 �������
�
�	 
��, �
�	 ������� 
�	 
�����	 

��������
�	, �
�	 �������� 
�� ��������� ��� 
�� �����
��!	�� �
�� 
������ ���	�	���, 

���� ��� �
�	 ���	������� 
�	 
�����	 �	�"��	». 
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 +���+#&( &.)$" �+$!���� +�*$&, !$ '�!#����$ �+.,�0�$ +#&(  !$ $+$�$  !���3�!�� $ 

0� )." !�" ��)$!�'-" � !�&$)��" �6�&.", �+��/-  �%'�&!�5&�� '�� �&��1�� .��" !�" 

��)$/�.!�!*" !�" 4�'�0���3$&!�" !$ )*��� +�.!�&$" 0$�. !$+�$ '�� �6�!*�$�, �+��/- 

+���%�#6�� !� /$)- '�� !�  1 !� � !�" �+��� ��" (/�#�0�( � '�� '�!�&$)- !$� 

+�$ (+�'$1). 7! �, !�& '�0� !#  � *&� '������$ 0� )�'. .�%�&$ !�" !$+�'-" 

��!$/�$�'� �", )� '�0-'$&!� �+$'��� !�'# +�$ ��()*&�  !�& �4�+��*!� � !(& �&�%'5& 

!$� /�).!�, �&5 +��#����� 6��&�!�� .!� !���'# ,�� '�� !�& '�!�4�( � +$� !�" �4�3��,  !� 

 �&��/� � !(& +$��!5&. 

 

4.3 ���' 
 

�$ %�%$&." .!� � ��)$!�'- � !�&$)�� �+$!���� ��!$!��- �+��� �� ($�%�&� ).), /�& *��� 

!�& *&&$�� !�" ���!$��%�'-" !�" ��!$&$)��" '�� !�" �+�4#�!� -" !�" �+. !$ )$&$)��*" 

.�%�&$ !$� $�'��$� 
��, �6$1 $ �-)���$" �4�'$�$�0�� &� ��&�� �������'# +�$9 !#)�&$". 

�� !$& ����'!��� ). ��!., /�/�!�� !$  !�%)� !�" /��6$�$+$��)*&�" ���!$��%�'-" 

/�#�0�( -" !�" *&�&!� !(& �$�+5& �+��� �5& !$� �-)$�,  !$ +��� �$ +�$�/��'$1 

/��!#%)�!$" +$� +�$,�*+�� !. $ !� +�$ .&!� +�. ����" !$� *& !$�$� +�$ (+�'$1 +$� !� 

 !����5&��, . $ '�� !�" ��/�'*" ��)$/�.!�!�" '�� !$& !�.+$ # '� �" ��!5& (��+�9(#&&$�, 

2011). 

 

� /$)- !�" ��)$!�'-" � !�&$)��", +���%�#6�!��  !$ �. 3731/2008 '��  �%'�'��)*&�  !� 

#�0�� 3 '�� 7. ��$  �%'�'��)*&�: 

 

 4.3.1. ������&�� %���&%�"�2 (����� 3) 

 

� �+��� �� !�" ��)$!�'-" � !�&$)��" ���!$��%�� (" )�� ��!$!��-" �+��� ��. �+$!����!�� 

�+. ��/�'. *& !$�$ +�$ (+�'. +$� +�$ ��),#&�!��  1)6(&� )� !� /��/�'� �� +$� 

+���%�#6�!��  !$ �.�. 135/2006, *+��!� �+. !�& �+�!��- �+$6$�!� - !$� �+. !�" 
�$�*" 

�'+��/�� �" ��)$!�'-" � !�&$)��". � �+��� �� !�" ��)$!�'-" � !�&$)��" ��&�� /�&�!.& 

&� �+$ !���3�!�� /�$�'�!�'# '�� �+� !�)$&�'# �+. +�$ (+�'. +$� �+���!��  � #���" 

�+��� ��" !$� /-)$� )� �+$'��� !�'- - +��#����� # '� � '�0�'.&!(&. 
� 0* ��" !$� 

+�$ (+�'$1 !�" ��)$!�'-" � !�&$)��",  �&� !5&!�� )� !$& 
�%�&� ). � (!���'-" 
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�+��� ��" (
.�.�.) !$� $�'��$� �-)$�,  1)6(&� )� !�& '��)�&� &$)$0� ��. �$ +�$ (+�'. 

!�" ��)$!�'-" � !�&$)��" '�!�!#  �!��  � '�!�%$���" '�� '�#/$�", -!$�: 

1. ��&�+� !�)��'-" �'+��/�� �" (��), �+.6$�!$� ��&�+� !�)��'5& �/��)#!(& (���), 

2. ���&$�$%�'-" �'+��/�� �" (�E), �+.6$�!$� ���&$�$%�'5& �/��)#!(& (���) '�� 

3. ���!��$,#0)��" �'+��/�� �" (��), �+.6$�!$� ��'��$�. 

 

 4.3.2. ������&�� (%��$��4� (����� 3) 

 

� �+��� �� !�" ��)$!�'-" � !�&$)��" $�%�&5&�!��  � �+�+�/$ ���10�& �" '�� 

/���0�5&�!��  � �)-)�!�. 
� �-)$�" .+$� !$ +�$ (+�'. !�" ��)$!�'-" � !�&$)��" /�& 

�+��,��&�� !� /*'� (10) #!$)�, � �+��� �� !�" ��)$!�'-" � !�&$)��" $�%�&5&�!��  � 

�+�+�/$ ��!$!��$1" !)-)�!$". 
� �-)$�" $� $+$�$� /����$1&!��  � ��)$!�'# ���)��� )�!�, 

��&�� /�&�!- �  1 !� � +���  .!��(& ����01& �(&. 
!$�" �-)$�" ��!$1" �+�!�*+�!�� � 

 1 !� � ��&�'-" ���10�& �" ��)$!�'-" � !�&$)��". 

 

 4.3.3. �$���0�� %���&%�"�2 (����� 7) 

 

�$ +�$ (+�'. !�" ��)$!�'-" � !�&$)��" *��� �/���!��� �������� '�� /�*+�!�� �+. '�&.&�" 

+��0�����", �6$1 �+$!���� '�� ��/�'. *& !$�$ +�$ (+�'.. � �������� !$� +�$ (+�'$1 !�", 

/���0�5&�!�� �&#�$%� )� !$ �+�+�/$ !�" �+��� ��", -!$�: 

 

1. 
!$�" �-)$�" +$� /����$1&!��  � ��)$!�'# ���)��� )�!� '�� *�$�&  � !- �� *$��"' 

��$2�(��� ��)$!�'-" � !�&$)��", � �������� !$� +�$ (+�'$1 ��&�� � �4-": 

 

 �. ��&�'." ����0�&!-" 

 ,. ����0�&!-" 

 %. �+$/���0�&!-" 

 /. �)�)�!#���" �A 

 �. �)�)�!#���" �A 

  !. �+.+!�" 

 3. ��)$!�'." � !�&$)�'." 

 

 

2. 
� �+�+�/$ ��$2�(����: 
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 �. ����0�&!-" 

 ,. �+$/���0�&!-" 

 %. �)�)�!#���" �A 

 /. �)�)�!#���" �A 

 �. �+.+!�" 

  !. ��)$!�'." � !�&$)�'." 

 

3. 
� �+�+�/$ �( � $!�2� 
�'�� ��: 

 

 �. �)�)�!#���" 

 ,. �+.+!�" 

 %. ��)$!�'." � !�&$)�'."  

 

4.4 ����/�# � $� 
 


!$ 	5/�'� �-)(& '�� 	$�&$!-!(& '��  �%'�'��)*&�  !$ #�0�$ 75, %�&�!�� ��/�'- �&�6$�# 

%�� !�" ��)$/�.!�!�" '�� !$�" !$)��" /�# ��" +$� /1&�!�� &� �&�+!14$�& $� +�(!$,#0)�$� 


��. ��!$� $� �+!# (7) !$)��" /�# ��" ��&��: 

 

1. �&#+!�4�", 

2. ����,#��$&!$", 

3. �$�.!�!�" ;(-" '�� �1��0)�" ���!$��%��" �.��(& '�� 
�'� )5&, 

4. �+� �.�� �", 

5. 	$�&(&�'-" ��$ !� ��" '�� ������%%1�", 

6. ���/���", �$��!� )$1 '�� �0��!� )$1, 

7. �$��!�'-" ��$ !� ��". 

 


!$ +��� �$ !(& /�# �(& ��!5&, � �$��!��� /�&�� !�& /�&�!.!�!�  !$�" �-)$�" &� 

�6��). $�& '�� &� �&�+!14$�& !�" ��)$/�.!�!�" !$�" )* ( !�" ��)$!�'-" � !�&$)��". 

7! � �$�+.&,  1)6(&� )� !$ #�0�$ 1 !$� �.3731/2008, $� ��)$/�.!�!�" +$� � '�� � �.� '�� 

$� $+$��" )+$�$1& &� '�!�%$��$+$��0$1& �&#�$%� )� !$ +�����.)�&. !$�", ��&��: 

 

 4.4.1. ���#���  �.� 
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i. 	$�&.��� !$� �5�$� 

� #��" �� 
�	 
����� 
�	 ���	 ��� ��������	
�� �
�	 �����	� 	��������, �
�� 
������ 

��	�	��
���� ��������� ��� �������	 �� ����
���� �� �� "�� 
�  ���� 
�	 ����	 ��� 


�	 ����	, 
�	 ���
���	, 
�	 �������	  ���	 ��� 
�	 �����	 ���	� ���
�	  ���	 

(���. 2) 

� #��" �� 
�	 
����� 
�� �������
�
�� �� ���	� ���
��� ����������  ����� 
�� 

�������� ����������� 
�� ������� ����� ��� "�	���
��� 
�	 
����� 
�	 ��	�	�	 ��� 

��������	
�� ��� 
�	 �����	� 	�������� ��� 
�� 
������ ��	�	��
���� ��������� ��� 

�������	 �� ����
���� �� �� "�� 
�	 �	�������� 
�� �����
���� 
�	 �����	 ��� 
�	 

�������	 (���. 6). 

� #��" �� 
�	 
����� 
�	 ��
��	 ��� ��������	
�� "�� 
�	 �����$� �����"��	 �� 

���	� ���
��� ����������  ����� (���. 7). 

� #��" �� 
�	 
����� 
�	 ���
����	, ��� �����!	 �
�	 ���������� 
�	 ��%�	 ��� 
�	 

�
������� 
�	 � ���
�	, �
�	 ������� 
�	 ������
���	 ��
��	 
�� ������ 103 
�� 

&.2696/1999, ���� �� !��, "�� 
�	 ����	��� �
������� � ���
�	, ����� ��� 
�	 

������"� 
�	 ���
����	, ��� �	�����	
�� �
�	 ���������� 
�� �����	 �
��� 

��%��������, ���
����, ��%������� ��� "�	��� ��  ����� ��� ��	 ������%�	
�� "�� 


�
���  ���� ��� �
�	 ������� ���!��	 ��� ��
�. '� �������
�
�� ��
�� ����!	
��, 

��������� ��� ��
� �����
��� ��� ��� 
�	 (#(.�).) ��� 
� (���	��� )���. *
�	 

��
� 
�	 ������ 
��� ��������	�	
�� � 
���
��� ��
�	���� ��� � #���	��� 

��
�	���� � 
� (���	��� )���, 
��
� ��	�, 
� ��	
�	���� � �� � #���	��� ��
�	���� 

� 
� (���	��� )���, ��
� �����
��� (���. 8). 

ii. ��)$!�'*" �%$�*" - �+��0���" /�� !���.!�!�" 

� #��" �� 
�	 
����� 
�	 ���	 ��� ��������	
�� �
�	 �����	� 	��������, �
�� 
������ 

��	�	��
���� ��������� ��� �������	 �� ����
���� �� �� "�� 
�  ���� ��� ���
���"�� 


�	 ����
���	 �"���	, 
�	 ��������	�"!���	, 
�	 %����	�"!���	, 
�	 

 ���
��"�		��
���	 �"���	 ��� "�	��� 
�	 ��������	 ����
����
�
�	 (���. 3). 

iii. �+��0��$ �)+.��$ - ��9'*" �%$�*" 

� #��" �� 
�	 
����� 
�	 ���
����	, ��� �����!	 �
� �������� ������� ��� �
�� ��+��� 

�"���� (���. 4). 

iv. ��)$!�'- +���$� �� 

� ,���
�
�!�� 
� ����
��� ��������� (���. 26). 

v. �+�,$�- '��5 �(&  � �/��$/$!$1)�&� �+. !$ �-)$ '�!� !-)�!� 



 63 

� #�
���� 
�� ������
���� ��������, ��� �����!	 �
� ���
���"�� ��
��
���
�	 ��� 

��� �������	, 
�	 �����	 
�	 ����� ������� ��� ���
���"���  ���"�!	 �� ����
���� 

�� �� (���. 15). 

vi. �$��� !�'*" �+�����- ��" 

� #��" �� ��� �������� 
�����
���! �	�������	
��, � �
��� �� 
�	 ������"� 
�� 


�����
���� 	��������� (�������� ���������	, ��
����� ������
���	 �������	, 

������� 
�����
���"�	 
�	 ����
��	 
�	 ��	��� �����	 ��� �������	 ��� 

��
�����
�	) �
�� �����
����� ��� ��
�� ���
���"�!	 �� 	���!� � 	���� ���� ��	 

����!��	 ��������� 
�� #'� (���. 22). 

vii. ��#��$ ���!$��%��" '*&!�(& /�� '*/� �" '�� �)+$��'5& '�!� !�)#!(& 

� #��" �� 
�	 
����� 
�	 ���
����	 "�� 
� ������ ���
���"��� 
�	 ��	
��	 

����������� ��� 
�	 ��	���	 ��
��
���
�	, ����� ��� 
�	 ��������	 

��
��
���
�	 ��� 
�	 ��
��
���
�	 
������	 (���. 23). 

viii. �$)#/�" 

� #��" �� 
�	 
����� 
�	 ���
����	, ��� �����!	 
��� ��"�	���	��� ��� 
��� ������ 

 ����� �������	�� �"��
��
���� ��
���	�!��	�	 �����������	 �����	 (���. 16). 

ix. 	�&$&� !�'*" �+$6# ��" 

� #��" �� 
�	 
����� 
�	 ���
����	 ��� �����!	 
�� ���� ������ ��	�	��
���� 

��������� ��� �������	 �� ����
���� �� ��, ����� ��� 
�	 ������� 
�	 ����� �!���	 

������
���	 ��
��	 ��� ��������	
�� ��� ��
�� (���. 25). 

 

 4.4.2. ���#��� (�$�� "�� %$��1�!!�� 

i. B/��� � - #�/�� � - �+$�*!�� � 

� #��" �� 
�	 
����� 
�	 ���
����	 ��� �����!	 �
�	 !������, �
�	 ������� ��� �
�	 

��� �
����, ���� ��
�� ���������	�	
�� �
�	 ����
�
� �����	� 	��������, �
�� 


������ ��	�	��
���� ��������� ��� �������	 �� ����
���� �� �� ��� �
�� ��������� 


�	 ������
���	 ���������	 
�	 ����
���	 ��� �������	 !������� ��� ��� �
����� 

(���. 1). 

ii. ���/.!$+$� 

� #��" �� 
�	 
����� 
�	 ���
����	, ��� �����!	 �
� ���
���"�� �����
���	 (���. 12). 

iii. 	�!� !-)�!� �%��$&$)�'$1 �&/��6*�$&!$" 

� #��" �� 
�	 
����� 
�	 ���
����	, ��� �����!	 �
� ���
���"�� ��
��
���
�	, 

��� �������	, ���
��	, ��	���
�"����	 ��� $� �"�"���	 ����
����
�
�	, "�� 
� 
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����� �������� "�� 
�  ���"���, �	������ ��� �������� �����	 ������� 

�"��
��
���� ��� ���
���"��� ��	�� � ������� �����, ��
�� ��� 
�� �����
����� ����	�� 

"�� 
�� ������ � ��	 ������� ����� �� �� �������� "�� 
� � �
��� ���" � (���. 13). 

iv. �$��!� !�'. +���,#��$& 

� #��" �� 
�	 
����� 
�	 ��
��	 "�� 
�	 ����
���� 
�	 �������	, �	�����	, �������	, 

�� �����"���	 ��� ��
�����	  ���	 
�� ����� �� 
�� ����� ��� 
�	 �"��
��
����	 

��
�	, ��� �����	�	
�� ��� 
�� ������� ����
���� �� �� (���. 20). 

 

 4.4.3. ����� �"' 

i. �
	 

� #��" �� 
�	 
����� 
�	 ���
����	, ��� �����!	 �
�	 -�	��� '��������� .�	�	���� 

(��. 18). 

� ������� 
�	 ����� ��������� "�� ��������	�� �������
���� �������� �
� /...�. (���. 

19). 

ii. �%'�!������))*&� $�-)�!� 

� #��" �� 
�	 
����� 
�	 ���
����	, ��� �����!	 
� �"��
���������	� � ���
� (���. 

10). 

iii. �+��0��� /��6-)� � 

� #��" �� 
�	 
����� 
�	 ���
����	, ��� �����!	 �
�	 �������� ���������, ����� ��� 


�	 ���" � 
�� 
������ ������
���	 ������"����	 ��
������� ��� ���0�������	 


�����
���� ��������
���	 �������	, ��� 
� �	 � ��	 
���� �� 
������ ��	�	��
���� 

���������, ��� 
�� ����
���� �� �� (���. 5). 

iv. ��$�1+�& � 

� #��" �� 
�	 
����� 
�	 ���
����	 "�� 
�	 � ��!��	��, 
�	 ���	� ��� �� ��� 
� 

���
���"�� �������� �
� ��
��
���
� ��� �
� ������� ��	
�� (���. 14). 

 

 4.4.4. ���#��� ��7�!$�� 

i. 	�'�$6$��� +�35& '�� $��)#!(& 

� #��" �� 
�	 
����� 
�	 ���
����	, ��� �����!	 �
� �!����� 
�� ����������� �� 

���������� ��� ����
� 
�	 
�� �	���	 �
� ����
��� ����� ���
�� ��� �
� 
����
� 
�� 

��	���! ��� ���� ����! ���
!�� ��� ���� �	
�� ���� ��� ��
������	�� ����� ��. � 

�������
�
� ��
� ����������� 	� �����
��, ��������� ��� ��
� �����
��� ��� ��� 


�	 (#(.�).) ��� 
� (���	��� )���. *
�	 ��
� 
�	 ������ 
�� ��������	�	
�� � 
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���
��� ��
�	���� ��� � #���	��� ��
�	���� � 
� (���	��� )���, 
��
� ��	�, 
� 

��	
�	���� � �� � #���	��� ��
�	���� � 
� (���	��� )���, ��
� �����
��� (���. 9). 

ii. 
-)�& � ��%� �5& 

� #��" �� 
�	 
����� 
�	 ���
����	, ��� �����!	 �
� ����	�� 
�	 ��"����	 ��� 

��
���!	
�� �
�� ���!� ��� �
�� ��� ������� ��
�	 ��� ��
���!	 ��"� ��� �	�����
��	 

����� ��� ��"����� �
� ����
��� ����� ���
�� ��� ���" �� "�� 
� ��$� ��
��	 

��������� ��� �"���	�� �� ��"����� ��� ��
���!	
�� (���. 11). 

iii. �+�'�&/�&�" $�'$/$)*" - +$��$/$)�� 

� #��" �� 
�	 ������"� 
�	 ��
��	, ��� �����	�	
�� ��� 
�� ����
���� �� �� "�� 

����
����
�
�� ��� ��
��
����� ��� �"����	�!	 ��	�!	��� "�� 
� %�� ��� 
�	 

��������� 
�	 ��
����	 ��� ������
��� ��� 
�� �����	��	�� ���������, ����� ��� 
�	 

������"� 
�	 ��	�	��
���	 ������	 ��� 
���	
�� ��� ��
�� "�� 
�	 ����
���� 
�� 

�"���� 
�	 ��
����	 ��� � ��!��� ����
����
�
�� ��� �	�����	
�� �� ��
�� (���. 

17). 

iv. �$��!�'- +�$ !� �� 

� )����
� �� �
�	 ������"� 
�	 � ����	 ����
���� ����
����� (���. 21). 

v. ;5�  �&!�$6�#" 

� #��" �� 
�	 
����� 
�	 ���
����	 ��� �����!	 
� %�� ��	
������ (���. 24). 

 

 4.4.5. 3!!$� 

i. ��!$���" 

� 
��	��"�� ��
�$�� "�� 
�	 ���������� 
�	 ���0�������	 ��� ����
�!	
�� "�� 
�	 

������ ������
���	 ������	 ��� 
� ��"�	� 
�� ����� ���, �����, ���	��"�� ��
�$�� 

��� ��	
����� ������ "�� 
�	 ������ ���
������� ������
���� �������� ��� "�� 
� 

 ���"��� ��������� ��	���� ��
������ (���. 27). 

ii. �+�/$ � �%%�#6(& 

� #������� 
� ����� �!���� �""���� 
�� ������� 
���� � ����	 
���
���	 �� �	 �	
�� 


�	 ������
���	 ����	 
�� ������� 
���� (���. 28). 

 

4.5 � ���� �"' �� (����� &� /��#���� ��������#� %�( ������$� 
 

� ��)$!�'- � !�&$)�� �+$!���� +���'�#/� )��" /�). ��" �+��� ��" (+�(!$,#0)�$� 
��, 

/��. !$� �-)$�) '�� )+$��� &� ����'!��� !�� (" *&�" $�%�&� ).", �6$1 !�  �%'�$!$1& 
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#!$)� (��%�3.)�&$�) !� $+$�� *�$�& '$�&$1"  !.�$�": !�& �4�+��*!� � !$� +$��!� '�� !�& 

+���%(%- «/�). ��" �4��"» (Moore, 2005). 

 


!$ 2$ 	�6#���$ !�" +��$1 �" /�+�()�!�'-" ��/�)� .!�, $ $�%�&� )." +$� )�0��&�� 

����'!���3�!��  �&$+!�'# �+.: 

 

� !�& '$��!$1�� (&$$!�$+��) '�� !$ '��)�  �&��$1" )#0� �", 

� !�& �&!����%- !�" %&5 �" )�!�41 .�(& !(& ��%�3$)*&(&, 

� !�"  �&����" ,��!�(!�'*" ����%*" '�� '��&$!$)��", 

� !� /�)�$��%�� %&5 �" '�� !� /�#�� � ��!-", 

� !�  � !�)�'-  '*�� '�� !�& *)6� �  !$ )*�$" '�� !$ .�$, 

� !�  �&��- +���'$�$10� � '�� +�$ ��)$%-  !$ +���,#��$& '�� 

� !�  �&��- �'+��/�� � '�� �&#+!�4� !(& )��5& !$�. 

 


�  1%��$&�" �+��!- ��" '�� +�$'�- ��", )+$�$1& &� �&!�)�!(+� !$1& �+. !$�" +# �" 

61 �" $�%�&� )$1" !$� /�). �$� !$)*� ()�!�41 #��(& '�� !�" ��)$!�'-" � !�&$)��") 

).&$ .!�& ��!$� %�&$�& $�%�&� )$� )#0� �" /���/-, .!�& ���#4$�& 6��$ $6�� /�$�'� �", 

.!�& %�&$�& $�%�&� )$� ����-" �+./$ �" '�� +$�.!�!�" '�� .!�& �&��#,$�& !�" �%�!�'*" 

0* ��" #!$)� )� $�#)�!�, )� /�$�'�!�'*" %&5 ��" '�� )� +�.0� � &� '#&$�& ����%*". 
� 

+��%)�!�'$� /�). �$� $�%�&� )$� )#0� �" ����#3$&!�� �&�/�$�%#&( �,  �&����" ����%*" 

'�� ,��!�5 ��" .�� �+. !� )$�6- &.)(&, ���#  !�" /��/�'� ��" !�" )#0� �", !�" /�$�'� �" 

'�� %�&�'# !�" .��" ���!$��%��" !$�", *! � 5 !� &� �'�&$+$�- $�& !�" +�$ /$'��" !(& )��5& 

!$�" ���# '�� !�" �&#%'�" !�" '$�&(&��" %�&�'.!��� (;�,��&.", 2002). 

 


!� /1$ !����!��� '�6#���� !�" +��$1 �" /�+�()�!�'-" ��%� ��", 0� )+$�* $�)� )* � �+. 

!� /��/�'� �� �+$,$�-" ��(!�)�!$�$%�$�  � ��%�3.)�&$�" (/�)$!�'$1" � !�&.)$�") &� 

�&��1 $�)�, &� '�!�&$- $�)� '�� &� ,%#�$�)� � 6��-  �)+��# )�!�, %�� !$ �& '�� '�!# 

+. $, � ��)$!�'- � !�&$)�� )+$��� &� ����'!��� !�� (" *&�" /�). �$" $�%�&� )." 

)#0� �". 
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��)����� 5 

 

 

	�,�����*�� 
 

 

 

5.1 ��& ��� �!#��� 
 

��� &� )+$�* $�)� &� �&!$+� $�)� �& '��  � +$�$ ,�0)., � �+��� �� ($ $�%�&� ).") !�" 

��)$!�'-" � !�&$)��": 

 

1. /���'$�1&�� !�  ���$%�'- ($�%�&( ��'-) )#0� � '�� �&#+!�4� !(& ��%�3$)*&(& 

!�", 

2. *��� ����'!��� !�'# �&." $�%�&� )$1 +$� )�0��&�� ($�%�&(!�'. +���,#��$&), 

3. $� ��%�3.)�&$� !�" *�$�& �6�&.", !� /�#0� � ('�&�!�� '�� �&!�)$�,*") '�� �6�!*�$�, 

4. !�" �'�&.!�!�" (%&5 ��" '�� /�4�.!�!�") %�� &� �+$/5 $�&, 

 

/�)�$��%-0�'� *&� ��(!�)�!$�.%�$ (��������� 1) ,� �3.)�&$  � �� !�" ��(!- �(& 

!(& Sadler-Smith et. al. (2001) '�� Sandler-Smith (2006: Roscoe 1995; Boxall and Purcell 

2003), (��������� 2). �$ /� *��/$ ��(!�)�!$�.%�$,  �&./��� )�� �+� !$�- .+$� 

�4�%$1 � !$  '$+. !�" *���&�", �&5 /�� 6#��3� !�& �)+� !��!�'.!�!� '�� !�& �&(&�)�� !(& 

�+�&!- �(&, '�0. $& '�!# !�  ���$%- !$�", /��%�#6� !$ �&!� !$��$ e-mail, �&5 $� 

�+�&!- ��" !��-0�'�&  � �'!�+()*&$ �����$. �$ ��(!�)�!$�.%�$ �+$!����!�� �+. !*  ���" 

(4) 0�)�!�'*" �&.!�!�" '��  �&$��'# �+. !��#&!� (30) ��(!- ��".  

 


!�& +�5!� 0�)�!�'- �&.!�!� �+$,�-0�'�& /*'� (10) ��(!- ��", ,� �3.)�&�"  � 

��(!�)�!$�.%�$, !$ $+$�$ )+$��� &� ,��0�� '��  !�& ���'!�$&�'-  ���/� 

http://globalonline.napier.ac.uk/videostore/enu/lld/reader-lld/content/lld/textpages/enu-lld-

bk050603.html '��  !�& $+$��, � question 5 (employees and customers) �(�� !�'�  !�" 

��(!- ��" 5 ( �&#/��6$�) '�� 6 (/�).!�"), %�� &� )+$��� &�  �&#/�� )� !$& �4�!�3.)�&$ 
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/�). �$ $�%�&� ).. ��!- � 0�)�!�'- �&.!�!� +�����),#&�� ��(!- ��" %�� !�  ���$%�'- 

)#0� � '�� �&#+!�4� (collective learning and development), �&5 ��� �)$+$���!�� � +�&!#-

,�0)� (5-point scale) '��)�'� �+�&!- �(& !$� Likert (1932), (" �4-": 

 

1. 
�)6(&5 �+.��!�, 

2. 
�)6(&5, 

3. 
1!�  �)6(&5, $1!� /��6(&5, 

4. ���6(&5 '�� 

5. ���6(&5 *&!$&�. 

 

� /�1!��� 0�)�!�'- �&.!�!�, �+$!����!�� �+. �+!# (7) '��� !$1 !1+$� ��(!- ��" (11-17) '�� 

'���� !$�" /�)$!�'$1" � !�&.)$�" &� �+�&!- $�& )� ��� - ��� %�� !$& �& � �+��� �� 

!$�", '#&�� ��'�!# %�� &� �+$/5 $�&. �� #��� �.%��,  � ��!-& !�& 0�)�!�'- �&.!�!�, 

�4�!#3$�)� �& � ��)$!�'- � !�&$)�� +��$� �#3�� - .��, *������ $�%�&(!�'$1 

+���,#��$&!$". 

 


!�& !��!� 0�)�!�'- �&.!�!�, �+$,#��$&!��  �&$��'# *4� (6) ��(!- ��" �' !(& $+$�(&, � )�� 

(18) ��&�� �&$�'!$1 !1+$� '�� $� �+.�$�+�" +*&!� (5), '��� !$1 (19-23). �/5 �4�!#3�!�� '�!# 

+. $ $� ��%�3.)�&$� *�$�& !� /�#0� � &� �+$/5 $�&  �  �&/�� ). )� !�& *������ - )�, 

'�&-!�(& '�� �&!�)$�,5&. 

 

�*�$",  !�& !*!��!� 0�)�!�'- �&.!�!�, �+$!��$1)�&� �+. *4� (6) ��(!- ��" '��� !$1 !1+$� 

(24-29) '�� )�� �&$�'!$1 (30), �4�!#3$�)� !�& �+��!$1)�&� �'�&.!�!� %�� �+./$ � !(& 

/�)$!�'5& � !�&.)(&, /���/- �& *�$�& - /�& *�$�&, !�" '�!#�����" %&5 ��" '�� /�4�.!�!�" 

%�� &� )+$�* $�& &� �+$/5 $�&  !$ *�%$ !$�". 

 


�)��5&�!�� �+� �" .!�, � /�1!���, !��!� '�� !*!��!� 0�)�!�'- �&.!�!� ��� �)$+$�$1& !�& 

�/�� '��)�'� �+�&!- �(& (���-
��) '�� ,� � !�'�&  � ��(!�)�!$�.%�$ %�� !�& 

�&�+$!��� )�!�'- �+./$ � !$� $�%�&� )$1 (checklist of sources of ineffective 

performance), !$ $+$�$ )+$��� &� ,��0��, +*�� �+. !�& +�$�&�6��.)�&� ,�,��$%��6�� '�� 

 !�& ���'!�$&�'-  ���/�: http://globalonline.napier.ac.uk/videostore/enu/lld/reader-

lld/content/lld/textpages/enu-lld-bk0602.html. 
� ��(!- ��" �1, �2, �3, B1, B2, B3 '�� C1 !$� 

�����!-)�!$" II, �6���*0�'�& �+. !$ �4�!�3.)�&$ ��(!�)�!$�.%�$, �&5 +�$ !*0�'�&  � 

��!., $� ��(!- ��" 18 '�� 30 $� $+$��" '��0�'�& '�!#�����" %�� !�& �4�%(%- 
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 �)+��� )#!(& '�� !�" �+$,$�-" +�$!# �(&. �*�$", !� +�����.)�&� !(& �+�&!- �(& 

��� �)$+$�-0�'�& (" )*0$/$" �&#�� �" !(& /�/$)*&(&, � �+�4��%� �� !(& $+$�(& '�05" 

'�� � +��� !�!�'- �+��'.&� � !(& �+$!��� )#!(& !$�" ( !-��" '�� +�!�"), *%�&� )� !$ 

+�.%��))� !$� Excel Microsoft Office 2003. 

 

5.2 �$���� +�$(��� 
 

� *���&� /��4-�0� '�!# !$ ��$&�'. /�# !�)� ��,�$�#��$"-�#�!�$" 2012, '�!# !$ $+$�$ 

 !#�0�'�& )* ( ���'!�$&�'$1 !���/�$)��$� (e-mail) �'�!.& ��'$ � (120) ��(!�)�!$�.%�� 

 � �&!� !$��$�"  �&�/*�6$�" /�)$!�'$1" � !�&.)$�" �&# !�& ���#/�, $� $+$�$� ��%#3$&!�� 

 � /�#6$�$�" �-)$�" !�" �5��". �&/��'!�'# �&�6*�$�)� .!�, !� ��(!�)�!$�.%�� +$� 

�+�&!-0�'�& +�$-�0�& �+. ��%�3.)�&$�"  !$�" �-)$�" �0�&��(&, ��  ��$&�'�", 

������#, ��!�*(&, �./$�, �#��"-�$1��"-�$����%)*&�", �)��$� �$�, �%��" ���� '��-", 

���'���$� 	�-!�", :#&0�", ��#)�" '�� 
�� !�#/�". 
 �.%$" ��!-" !�" /�� +$�#", -!�& %�� 

&� )+$�* $�)� &� �4�!# $�)� !�& �+��� �� ($�%�&� ).) !�" ��)$!�'-" � !�&$)��" 

/��/�)$!�'# '�� +�&����/�'# '�� .�� &� �+�'�&!�(0$1)� ).&$  � *&� �-)$ (+�. !�" �./$�) - 

 � )�� ����6*���� (+�. !$� �$!�$� ��%��$�), +�#%)� !$ $+$�$ /1&�!�� &� %�&��  � )���$&!�'- 

*���&�. 

 

� +�$0� )�� �+$,$�-" !(& �+�&!- �(& *��%�, )� !�& +��#'�� � !$� �+$ !$�*�, !�& 

	����'- 25 ���!�$� 2012 '�� �+. !� 120 ��(!�)�!$�.%��, �+�&!-0�'�& '�� 

 �%'�&!�50�'�& %�� �&#�� �, !� 100 +$�  �)��&�� .!�, .+(" 6��&�!�� '��  !$ ��#%��))� 1, 

!$ +$ $ !. �&!�+.'�� �" (response rate) *6!� � !$ 83,33% =*&�" ���0)." +$� 

����'!���3�!�� �'�&$+$��!�'." %�� !�& �4�%(%-  �)+��� )#!(&. 

������������	�
���
�

������

������

���������

	
�����������

 
��#%��))� 1: �$ $ !. �&!�+.'�� �" ��(!�)�!$�$%�$� 
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	+��� �II: 

������� ��� ��	�����
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��)����� 6 

 

 

���*��		�
��� ���������� ���
����	�

� 
 

 

 

6.1 �(!!���"' ������ "�� ���% (.� 
 

��4 ��� 1: #����
� �	�� �	���
�� ��"�	����� ��� ���
���	
�� �
��� ��"�%���	��� ��� 
� 

��	�
�	 �������
���� �����������. 
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	�������������

 
��#%��))� 2: ��5!� � 1 

 

7&� ��#�� !$ +$ $ !. ().��" 8%) �+. !$�" ��(!�0*&!�" /�)$!�'$1" � !�&.)$�" 0�(�$1& 

.!� � �+��� �� !$�" ��&�� �&$�'!- '�� /��0* �)� %�� +���  .!���" +���$6$���". 
� 

+���  .!��$� (57%) ��&�� +�$,��)�!� )*&$�, �&5 +���+$� !$ *&� !��!$ (35%) �+. !$  1&$�. 

!$�" /��6(&$1& (" +�$" ��!- !�& '�!# !� � (��#%��))� 2). 

 

��4 ��� 2: /���� ��� ����� 
��� ��"�%���	��� ������!�	
�� ��� �������!	
�� "�� 	� 

�������	 
�	 ����
��� 
�� ��"������! ���  ���� ����� ��� �	 �������!	 
�� ���$��� 
�	 

�	�
�
�	 �
��� �	. 
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	�������������

 
��#%��))� 3: ��5!� � 2 

 

�  �&!��+!�'- +���$��6�� !(& ��(!�0*&!(& '��  � +$ $ !. 89% /��6(&�� )� !�& #+$�� 

.!� $� �/*�" !$�" �� �'$1$&!�� '�� ��$+$�$1&!�� %�� &� ���#4$�& !�& +$��!�'- !$� 

��%� ��'$1 !$�" �5�$� (��#%��))� 3). 

 

��4 ��� 3: 1��� �� ��������� ������	�	�� ��
��! ��"�%���	�	 ���	 
�	 �������	, 

� �
��� �� 
� 
� ��	�� � ��"�	����� ��� ���� 
� ��� ����!�
��. 
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	�������������

 
��#%��))� 4: ��5!� � 3 

 

<+(" 6��&�!�� '��  !$ ��#%��))� 4, !$ 80% !(& ��(!�0*&!(& /��6(&�� %�� !�& 1+��4� 

�)6�/�$)�" �+�'$�&(&��" )�!�41 ��%�3$)*&(& .�(& !(& �+�+*/(&, �&5 *&� ��#�� !$ 

+$ $ !. ().��" 5%),  �)6(&��. 
� �+.�$�+$� '��  � +$ $ !. 15% 6��&$&!�� 

+�$,��)�!� )*&$�. 

 

��4 ��� 4: � �
��
�"��� ��� � ����
��� 
�� ��"�	����!, ������%�
�� ��� 
� �	�
�
� 

�
��� �. 
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	�������������

 
��#%��))� 5: ��5!� � 4 

 

� ��)$!�'- � !�&$)��, .+(" /��+� !5 �)� '��  !� +��#%��6$ 4.3.3, ��&�� *&�" $�%�&� )." 

)� �� !��- �������'- /$)-, $+.!� 6� �$�$%�'# +�$'1+!�� .!�, !$ 75% !(& ��(!�0*&!(& 

 �)6(&�� )� !�& #+$�� .!� �  !��!�%�'- '�� � +$��!�'- !$�, '�0$��3�!�� �+. !� �&5!�!� 

 !��*�� (��#%��))� 5). 

 

��4 ��� 5: #	����!	���� �	��"�
��� 
��� ��������	�
 	� ��� "	������	 �	 �	��"�!�� 

��	�����	� �
�	 
���� ��
������ 
�	 ��"����	 ��� ��� 	� ��� "	������	 ��� �����!�� 	� 

���
����!��. 
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��#%��))� 6: ��5!� � 5 

 

����+$� $� )� $� �+. !$�" ��(!�0*&!�" /�)$!�'$� � !�&.)$� (57%) �+#&!� �& .!� /�& 

�&0���1&$&!�� �+.  �&�/*�6$�" !$�" %�� &� !$�" %&(�� $�& !��.& ��&0� )*&�" �&*�%���" 

 !�& # '� � !(& '�0�'.&!(& !$�", �&5 !$ 28% $1!�  �)6(&�� ���# $1!� '�� /��6(&��. 

�.��" !$ 15% 6��&�!�� .!� *�$�&  �&�/��6�'- �&0#���& � (��#%��))� 6). 
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��4 ��� 6: #	����!	���� �	��"�
��� 
��� ���
��
 	� ��� "	������	 �	 �	��"�!�� 

��	�����	� �
�	 
���� ��
������ 
�	 ��"����	 ��� ��� 	� ��� "	������	 ��� �����!�� 	� 

���
����!��. 
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	�������������

 
��#%��))� 7: ��5!� � 6 

 

�� �/�� +���+$� +$ $ !# �)6�&�3$&!�� '��  !$ ��#%��))� 7  !$ $+$�$ �+��'$&�3�!�� � 

*������ �&��%�!�'-" �&0#���& �" (60%) �+. !$�" /�).!�", %�� !� ,��!�( � !$� !�.+$� 

# '� �" !(& ��)$/�$!-!(& !�" ��)$!�'-" � !�&$)��", �&5 ).��" !$ 20% �+$ !���3�� .!� 

/*��!�� �&�!�$6$/.!� � �+. !$�" +$��!�". �$ �/�$ �+� �" +$ $ !. (20%), 6��&�!�� 

+�$,��)�!� )*&$. 

 

��4 ��� 7: 
��
�%���� 	� ����������� 	���� 
������ ��"����� ������ ��	 �����
� 
� ����� 


�� ��������� ��� �����!�� 	� ������� �����. 
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��#%��))� 8: ��5!� � 7 

 

�$�1 )�'�. +$ $ !. (7%) �+. !$�" ��%�3$)*&$�"  !� ��)$!�'- � !�&$)�� /*��!�� 

+��.!��& �  !�& �&#���� �� '(&, �&5 � )�%#�� +���$��6�� (73%) /� !#3�� &� /$'�)# �� 
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&*$�" !�.+$�" ��%� ��". ����+$� !$ 1/5 !(& ��%�3$)*&(& (22%), +�$,��)�!�3$&!�� (" +�$" 

!�& �&#���� +�(!$,$���5& (��#%��))� 8). 

 

��4 ��� 8: '� ��"�%���	�� �������!	�	
�� 	� �������
��
�!	 �� 	���� ��� ���	�
����� 


������ ��"�����. 
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��#%��))� 9: ��5!� � 8 

 

����+$� !���"  !$�" !*  ���" /�)$!�'$1" � !�&.)$�" (76%) 0�(�$1& .!� � �+��� ��  !�& 

$+$�� ��%#3$&!��, !$�" �+$0���1&�� &� +����)�!� !$1& '�� &� '��&$!$)- $�&, �&5 *&� 

)�'�. +$ $ !. (10%), 0�(��� .!� �&0���1&$&!�� �+. !$& $�%�&� ). !$�" %�� &*$�" !�.+$�" 

��%� ��" (��#%��))� 9). 

 

��4 ��� 9: 2 ���� ���������� ��"������� ����
���� ���� �����!�� 	� 
�� ��������� 

��������	�� 	� ��
! ���� ��"��!
��� �����
���
�
�, �	  �����
��. 
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��#%��))� 10: ��5!� � 9 
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�  �&!��+!�'- +���$��6�� (80%) !(& ��%�3$)*&(& /���&�� &� +� !�1��  !�& '�0�*�( � 

��%� ��'5& +��'!�'5& +�$'��)*&$� $� �/�$�, �& ����� !��, &� +�!1�$�& )�%��1!��� 

�+$/$!�'.!�!�,  � �&!�0� � )� !$ 10% !$ $+$�$ 0�(��� .!� ��!*" $� +��'!�'*" ���+$�& �+. 

!$ +���,#��$& !$� $�%�&� )$1 !$�" (��#%��))� 10). 

 

��4 ��� 10: ,�������!�� 	� ����"���� 
�	 �	���$� ������ ��� �������
����! �
�� 

��"������� �������� ���. 
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��#%��))� 11: ��5!� � 10 

 


� ��(!�0*&!�" /�)$!�'$� � !�&.)$� (79%) 0�(�$1& .!� /�& +�$#%�!�� � �&#���� �� '$� 

'�� +����)�!� )$1  !�& ��%� ��'- !$�" /�� !���.!�!�, +�#%)� +$�  �&/�#3�!�� +$ $!�'#  

'�� !��!�3�!�� ��)$&�'# )� !�" �+�&!- ��" !$�"  !�" ��(!- ��" 7 '�� 8, �&5 ).��" !$ 5%, 

+� !�1�� !$ �&!�0�!$. �$ 16% 6��&$&!�� +�$,��)�!� )*&$� (��#%��))� 11). 

 

6.2 �0$/����#� ������� "�� ���% (.�� 
 

 6.2.1. 8!!$�-� �����& �"�2 %$��1�!!�� �� 

 

��4 ��� 11: #�	�� 
� ������	
� ��� ���
�����	� �� ����	���; 
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��#%��))� 12: ��5!� � 11 

 

����+$� /1$  !$�" !���" (63%) /�)$!�'$1" � !�&.)$�" �+�&!$1& .!� !� '�0-'$&!# !$�" 

��&�� /��!�+()*&� )�  �6-&���, �&5 $� �+.�$�+$� (37%) � ����3$&!�� !$ �&!�0�!$ 

(��#%��))� 12). 

 

��4 ��� 12: 1��� �� �!"������ �������
�
�	; 

����
�
���

���

���

���

���

 
��#%��))� 13: ��5!� � 12 

 

�  �&!��+!�'- +���$��6�� !(& ��%�3$)*&(& (+$ $ !. 88%) 0�(��� .!� �+#����  1%'�$� � 

��)$/�$!-!(&, �&5 *&� )�'�. +$ $ !. (12%) /�& !$ +� !�1�� (��#%��))� 13). 

 

��4 ��� 13: 1��� �� �������
��� 
�	 �������
�
�	 ���; 
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��#%��))� 14: ��5!� � 13 

 

�+.��$�� !�" +�$�%$1)�&�" ��5!� �", �+$!���� '�� � �)6� ,-!� � !(& ��)$/�$!-!(& !�" 

��)$!�'-" � !�&$)��", �6$1  ��/.& .�$� (97%) +� !�1$�&  � ��!- (��#%��))� 14). 

 

��4 ��� 14: #�	�� ����� 
� «�� ����	 �	������
�»; 

����
�
���

���

���

���

���

 
��#%��))� 15: ��5!� � 14 

 

���# !�& �� !��- �������'- !�" /$)-, � ��)$!�'- � !�&$)�� ,# � !(& �+�&!- �(& !(& 

��%�3$)*&(& !�", 6��&�!�� (" *&�" $�%�&� )." .+$� � �&�6$�#  � +�$9 !#)�&$ '��)#'�$ 

/�& ��&�� 4�'#0���  � )�%#�$ +$ $ !. 62%, �&5 +���+$� *&�"  !$�" !���" (38%) %&(��3$�& 

!$ « � +$�$& �&�6*�$&!��» (��#%��))� 15). 

 

��4 ��� 15: #�	�� ���� 
� ���
���
� ��� �� �����������; 
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���

 
��#%��))� 16: ��5!� � 15 

 


!$ ��#%��))� 16 +���!��$1)� .!� ).&$  !$ 22% (+���+$� *&�"  !$�" +*&!�) ��&��  �6- !� 

 � !-)�!� '�� $� /��/�'� ��",  � �&!�0� � )� *&� )�%#�$ +$ $ !. (78%) +$� /��5&�� 

#%&$��. 

 

��4 ��� 16: #�	�� �� �
� �� �������� ��� �������� ���
�����	��; 

����
�
���

��

���

���

���

 
��#%��))� 17: ��5!� � 16 

 


!$  1&$�$ !(& ��(!�0*&!(& /�)$!�'5& � !�&.)(& (98%) 6��&�!�� &� )�& *�$�& 

/��!�+(0�� 4�'#0��� $�  !.�$� �+./$ �" +$� +�*+�� &� *�$�& '�!# !�& # '� � !(& 

'�0�'.&!(& !$�". �.��" /1$  !$�" �'�!., �+#&!� �& .!� *�$�& 4�'#0��� /��!�+()*&$�" 

 !.�$�" (��#%��))� 17). 

 

��4 ��� 17: #�	�� � ���������� ��
������� "�� 
�	 ��"���� ���; 
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���

 
��#%��))� 18: ��5!� � 17 

 

<�$� $� ��%�3.)�&$�  !� ��)$!�'- � !�&$)�� (100%), �+#&!� �& .!� *�$�& *������ !$� 

'�!#����$� �4$+�� )$1 %�� !�& ��%� �� !$�" (��#%��))� 18). 

 

 6.2.2. 8!!$�-� "��' �&� "�� �� ����14� 

 

��4 ��� 18: 3� �������
� ���!
��� �	 �� �
� �������
���� �	
�������; �	 ���, 
� ��	�� 

��
� ��� ��� ������ "�� 	� �������
� ���!
���; 

����
�
���

���

���
���

���

 
��#%��))� 19: ��5!� � 18 

 

� ��5!� � 18 ��&�� �&$�'!$1 !1+$� '�� ����'#, !���"  !$�" !*  ���" /�)$!�'$1" 

� !�&.)$�" /-�( �& .!� 0� �+*/�/�& '��1!��� �& ����& +���  .!���" �&!�)$�,*", �&5 *&�" 

 !$�" !*  ���" /��5&$�& �'�&$+$��)*&$� )� !$ 1�$" !�" �&!�)$�,-" !$�" (��#%��))� 19). 

�+. !$ 75% +$� �+�&!$1& +(" ��&�� �&�'�&$+$��!$� �+. !�& �&!�)$�,- !$�", !$ 41% 0�(��� 

+(" )�� �14� � !(& $�'$&$)�'5& !$� �+$��,5& 0� +�$ *0�!� �+�+�*$& '�&�!�$ �+./$ �", 

�&5 !$ 18% �+. ��!$1" 0�(��� (" '�&�!�� !� /�'��$ 1&�, !�& �)��$����� '�� !�& � � 
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��%� ��'- )�!������ � (�0�'# $6*��). �$ 35% 0�(��� '�� !�" /1$ '�!�%$���" '�&-!�(& 

�'�&*" %�� !�& �14� � !�" �+./$ -" !$�, !$ 4% !� ,��!�( � !$� ��%� ��'$1 !$� 

�4$+�� )$1 ($�-)�!�, �$��� ).",  1%��$&�" '!����'*" �%'�!� !# ��", '.�), �&5 ).��" !$ 2% 

0�(��� (" '�&�!�$, !� ,��!�( � !$� $�%�&(!�'$1 !$� +���,#��$&!$" (��#%��))� 20). 

���������� ���	� �����!��	���"�������	�#������
�!$����%

���

���

��
��

���

��

��

���

���

���

���

���

���

���

���
����������������

���������������� ���

�����

! ���������

"#�������$

%
��&�����'(��������

�
'�)�������$

 
��#%��))� 20: 7������ '�&-!�(& '�� �&!�)$�,5& 

 

��4 ��� 19: 3�����
�� �
� �� ����������� ��� ��	�� ��"��!
���� ��� 
�� �	
������� ���: 

����
�
���

���

���

���

���

 
��#%��))� 21: ��5!� � 19 

 


�  1%'�� � )� !�& +�$�%$1)�&� ��5!� �, +���!��$1)� )�� +$ $ !���� �14� � '�!# 12% 

!(& ��%�3$)*&(& +$� 0�(��� .!� �)��,�!�� ��%.!��$ �+. .!� +�$ 6*���, 6!#&$&!�" !$ 

 �&$��'. +$ $ !.  !$ 87% (��#%��))� 21). 

 

��4 ��� 20: 1��� ��	 ��
���� ��	������ "�� 
�	 ���� ������� ���/� ��	�
���� ��	������ "�� 


� �� �������; 
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���

���

���

 
��#%��))� 22: ��5!� � 20 

 


��/.& .�$� $� ��(!�0*&!�" +� !�1$�& +(" /�& �+#��$�&  �&*+���" (0�!�'*" '��/- ��&�!�'*") 

%�� !�& '��- '��/- )� �+./$ - !$�", �&5 ).��" !$ 3% 0�(��� .!� �+#��$�& (��#%��))� 22). 

 

��4 ��� 21: 1��� ��	 �������� "�� 
� �� �������; 

����
�
���

��

���

���

���

 
��#%��))� 23: ��5!� � 21 

 

7&� )�%#�$ +$ $ !. (94%) �+. !$�" ��(!�0*&!�", �+�&!# .!� /�& �+#��$�& '��5 ��" %�� !� 

)� �+./$ � !$� /�)$!�'$1 � !�&.)$�,  �  �* � )� !$ 6% +$� *��� �&!���60�� !$ �&!�0�!$ 

(��#%��))� 23). 

 

��4 ��� 22: � ����
�!�� 
�� ��"������! ���  ����, ����
���%�� 
�	 ������� ��� 
�	 

�������� ��� �
�	 ��"�	����; 
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����
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����

���

���

 
��#%��))� 24: ��5!� � 22 

 


$,��. +�.,��)� '�� )�%#�$ )��$&*'!�)�, 6��&�!�� &� �+$!���� � '$��!$1�� !$� 

$�%�&� )$1 �6$1 � �/��,  1)6(&� )� !$  1&$�$ !(& ��(!�0*&!(& (��#%��))� 24), /�& 

�+$ !���3�� !�& �+./$ � '�� !�& �6$ �( - !$�"  � ��!.&. 

 

��4 ��� 23: 2 �� � ��"�%���	�� �
����� 
� ��	�
�� 	� ��	�������� �
�	 ������� 
�� 

������, 
�� 
����
�� � 
�� ��"�	����!; 

����
�
���

��

���

���

���

 
��#%��))� 25: ��5!� � 23 

 

�+� �" )�%#�$ )��$&*'!�)�, �+$!���� '�� � *������ !(& '�!#����(& '�&-!�(& +$� 0� 

)+$�$1 �& &�  �&�� 6*�$�&  !�& $�%�&(!�'- �+./$ �, �6$1  ��/.& .�$� $� ��%�3.)�&$� 

�+#&!� �& 
�� (��#%��))� 25). 

 

 6.2.3. 8!!$�-� ��4�$&� "�� /$.�� ' &� 

 

��4 ��� 24: -	���%�
� ��
 �� ��
�����
� �	� ��"�������	� ������	; (��������
��� "	���) 
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���

 
��#%��))� 26: ��5!� � 24 

 

�&0����&!�'. +��$&*'!�)� %�� !�& �+��� �� �+$!���� !$ %�%$&." .!�,  !$  1&$�. !$�" 

(+$ $ !. 98%) $� /�)$!�'$� � !�&.)$� *�$�& !� /��/�'� !�'- %&5 � %�� &� �'!��* $�& *&� 

 �%'�'��)*&$ '�0-'$& (��#%��))� 26). 

 

��4 ��� 25: -	���%�
� ����� ��
����
� �	� ��"�������	� ������	; (����	��
��� "	���) 

����
�
���

���

��

���

���

 
��#%��))� 27: ��5!� � 25 

 


�  �&*���� )� !�& +�$�%$1)�&� ��5!� �, !$ 97% !(& ��(!�0*&!(& �+#&!� �& +(" 

/��0*!$�& !�& ��)�&��!�'- %&5 � '�� +(" %&(��3$�& !$ �.%$ %�� !$& $+$�$& �'!��$1& *&� 

 �%'�'��)*&$ '�0-'$& (��#%��))� 27). 

 

��4 ��� 26: -	���%�
� ���� � 
� ������� ������	��	 �� ����� ��� ���� 	� �������
�; 
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���

���

���

 
��#%��))� 28: ��5!� � 26 

 


� �&!�0� � )� !�& ��5!� � 16, .+$�  � +$ $ !. 98% $�  !.�$� �+./$ -" !$�" /�& ��&�� 

4�'#0��� /��!�+()*&$�, !$ 64% �+. !$  1&$�$ !(& ��(!�0*&!(& /�)$!�'5& � !�&.)(&, 

�+�&!# +(" %&(��3�� +. $ - !� �'��,5" +���)*&$�& $� #��$� �+. ��!$1" &� �+$/5 $�& 

(��#%��))� 28). 

 

��4 ��� 27: )����	�!	 ��
��! 
��� �� ����
���	�� ��� �� ���+�
���	�� 
�� ��"�	����!, �� 

���� 
� !$�� 
�� ����
�!��	�� ��������; 

����
�
���

��

���

���

���

 
��#%��))� 29: ��5!� � 27 

 


!$ ��#%��))� 29 +���!��$1)� !� /��6(&�� )�!�41 �6� !�)*&(& '�� +�$9 !�)*&(& !$� 

$�%�&� )$1 (" +�$" !$ 1�$" !�" �+��!$1)�&�" �+./$ �", �6$1 !$ 93% 0�(��� +(" /�& 

�+#���� !�1!� � �+.��(&. 

 

��4 ��� 28: 
� ��
� �	�
������
��� (feedback) �
�	 ������� ��� (���. ��	 "	��
�����!	 


� ���
� � 
� ����� �
�	 ��
����� 
�	 ������	
�	 ���); 
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��#%��))� 30: ��5!� � 28 

 


��/.& $� )� $� (57%) �+�&!$1& .!� /*�$&!�� �&�!�$6$/.!� �  !�& �+./$ - !$�" '�� .!� 

!$�" %&( !$+$�$1& !$  ( !. - !$ �#0$" '�!# !�& �'!*�� � !(& '�0�'.&!(& !$�" 

(��#%��))� 30). 

 

��4 ��� 29: )�� ������ � �������� 	� ��������
� ������
�� ����
������� �����
�
�� �
� 

 ��� ��"����� ���; 

����
�
���

���

���

���

���

 
��#%��))� 31: ��5!� � 29 

 

�.��" !$ 18% �+. !$�" ��(!�0*&!�", !$�" /.0�'� � ��'����� &� �4� '- $�&  !$ �5�$ 

��%� ��" !$�" !�" /�4�.!�!�" +$� �+*'!� �& +�. 6�!� �&5 !$ 82%, ��!� /�& !$�" /.0�'� � 

'�!#����� ��'�����, ��!� /�& �+*'!� �& '#+$�� ��- �)� /�4�.!�!� %�� !�& �+��� �� !$�" 

(��#%��))� 31). 

 

��4 ��� 30: � ���������� ��� ����	�
�, ���!�
�� 
�� �	�"��� ���; #�	 ���, �� ���� 

�	
������	� �� ����
� 	� ��������
��
�; 
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���

���

 
��#%��))� 32: ��5!� � 30 

 


!�& !����!���  !$  1&$�$ '�� /�1!��� �&$�'!$1 !1+$� ��5!� � !$� ��(!�)�!$�$%�$�, !$ 

87% !(& /�)$!�'5& � !�&.)(&, �'6�#3�� !�& �&#%'� �+�+�. 0�!�" �'+��/�� �" 

+�$'��)*&$� &� ,��!�(0�� '�� &� �&!�+$'��0�� '��1!���  !�" ��%� ��'*" !$� �+$���5 ��" 

(��#%��))� 32). �+. ��!. !$ +$ $ !., !$ 71% � ����3�!�� +(" 0� �+�0�)$1 � &� 

�'+��/��!��  � .��" !�" ��)$/�.!�!�" (+��#%��6$" 4.4) '�� .�� &� � '�� )���'*" �+. ��!*", 

�&5 !$ 11% �+�0�)�� !�  �&��- �&�)*�( �  � 3�!-)�!� +$� #+!$&!�� !�" &$)$0� ��" '�� 

+$�  ��!�3$&!�� )� !� 61 � !�" /$����#" !$�". �$ 9% �+�0�)�� !�& �'+��/�� - !$�  � 

0*)�!� !�" �$��!�'-" ��$ !� ��", !$ 6%  � �&!�'��)�&� +$�  ��!�3$&!�� )� !�& ��!$#)�&�, 

!�" )�&1 ��" '�� !�& ��!.6(�� /��/�'� ��, �&5 !*�$" !$ 3%  !�& '�'�$6$���'- �10)� � 

(��#%��))� 33). 

 

&��	��������
��'����(��()!��������
	��#� �����%

���

��
��

��

���

��

���

���

���

���

���

���

	��


��
��������'������*���

���� 
�&��+,-�./�01.2����

,-01.23

4������*��'�����&�

�
����
��5�����
�$5

�
����'�

6� ������
�����'&�$

 
��#%��))� 33: 7������ %&5 �(& '�� /�4�$!-!(& 
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��)����� 7 

 

 

��	�����	�
� - ���
����� 
 

 

 

7.1 �(�%$����� � 
 

�  �&$��'- /��%��))�!�'- �+��'.&� � !(& �+�&!- �(&, )�" �+�!�*+�� &�  �)+��#&$�)� .!� 

� ��)$!�'- � !�&$)��  !$  1&$�. !�", /$� �%� $!$� +�� /��#��� ��������# �������. 

�&���!�'.!��� '�� %�� !� '#0� )�� �(�� !# 0�)�!�'- �&.!�!� ��(!- �(&, +�$'1+!$�& !� 

�4-"  �)+��# )�!�: 

 

 7.1.1. �(!!���"' ������ "�� ���% (.� 

 

� 
� +���$6$���" +$� �6$�$1& �+��� ��'# 0*)�!� ��&�� +���$�� )*&�", )� 

�+$!*�� )� &� )�& )+$�$1& &� �4�$+$��0$1& '�!#����� �+. !$ +�$ (+�'. !$� 

$�%�&� )$1 '�� *! � $ �/�$" &� +���)*&�� '��� !." %�� !$�" ��%�3.)�&$1" !$�. 

� ��& �� �'$1$&!�� ���# $1!� '�� ��$+$�$1&!�� $� �/*�" '�� $� +�$!# ��" !(& 

/�)$!�'5& � !�&.)(& +$� �6$�$1& !�& ����%- !�" +$��!�'-" !$� ��%� ��'$1 !$�" 

�5�$�. 

� ����!����!�� *������ �)6�/�$)�" �+�'$�&(&��" )�!�41 !(& ��%�3$)*&(& .�(& !(& 

�+�+*/(&. 

� 
� ��%�3.)�&$� /�& �&0���1&$&!�� �&��%�!�'#, !. $ �+. !$�"  �&�/*�6$�" !$�", . $ 

'�� �+. !$�" /�).!�"  !$ &� !$�" %&(�� $�& �& �&��%$1& ��&0� )*&�, ���# '�� +(" 

&� ,��!�(0$1& '�!# !$& !�.+$ # '� �" !(& '�0�'.&!(& !$�". 

� 
� /�)$!�'$� � !�&.)$� �+$0���1&$&!�� &� /$'�)# $�& '�� &� +�$#%$�& &*$�" 

!�.+$�" ��%� ��", &� +#�$�& �� '� '�� &� +����)�!� !$1& )� &*�" '�� '��&$!.)�" 

)$�6*" �+./$ �" �6$1  !$  1&$�. !$�, �  !��!�%�'- '�� � +$��!�'- !$� 

$�%�&� )$1, '�0$��3�!�� �+. !� �&5!�!�  !��*��. 



 89 

� �&0����&!�'.  �)��$ �+$!���� !$ %�%$&." .!�, $ +���  .!��$� /�)$!�'$� � !�&.)$� 

*�$�& '�0���5 �� ��%� ��'*" +��'!�'*" !�" $+$��", �& ����� !��, )+$�$1& &� !�" 

���#4$�& +�$'��)*&$� &� +�!1�$�& )�%��1!��� �+./$ �. 

 

 7.1.2. �����& �"# %$��1�!!�� 

 

� 
�  !.�$� �+./$ �" '�� !� '�0-'$&!# !$�", /�& ��&��  � .�$�" !$�" /�)$!�'$1" 

� !�&.)$�" 4�'#0��� '�� /��!�+()*&� )�  �6-&���. 

� ����!����!�� )�%#�� �)6� ,-!� � (�+. !$�" /�).!�") '��  1%'�$� � ('���(" )� 

!�& ��.�
.) !(& ��)$/�$!-!(& !�" ��)$!�'-" � !�&$)��". 

� ��& *�$�& %�&�� '�!�&$�!# '��  �6- !�  � !-)�!�, $� /��/�'� ��" '�� $� %��))*" 

�&�6$�#"  !$  1&$�$ !(& �+���-�(&, +��# !�& �� !��- �������'- /$)- !�" 

�+��� ��". 

� � �+��� �� !�" ��)$!�'-" � !�&$)��" /�& *��� �4$+�� !�� )� !� '�!#�����,  � 

+$ .!�!� '�� +$�.!�!�, �6./�� +�$'��)*&$� &� �&!�+�4*�0��  !�" �+$���5 ��" !�". 

 

 7.1.3. ���� �� "�� �� ����1+� 

 

� 
��/.& .�$� $� ��%�3.)�&$� 0�(�$1& .!� /�& �)��,$&!��  1)6(&� )� !�" +�$ +#0��*" 

!$�", �(��" ��!. &�  �)��&��, %�� !$& *&�& �+. !$�" !*  ���", .!� 0� �+*/�/�& 

'��1!��� �& � �&!�)$�,- %�� ��!$1" -!�& )�%��1!���. 

� ��& 6��&�!�� &� �+#����  1&/� � !�" �&!�)$�,-" (- !�" '1�( �") )� !�& 

�+��!$1)�&� '�� �&#�$%� �+./$ �, +�#%)� !$ $+$�$ �+$!���� �&!�'�&�!�$ %�� 

)�%��1!��� +�$ +#0���. 

� � $�%�&(!�'- '$��!$1�� !�" �+��� ��", �+$0���1&�� !�& �+./$ � !(& �+���-�(& 

!�" '�� /�& �+$ !���3�� !�& �6$ �( � !$�"  � ��!-&. 

� �� '�&�!�� %�� &�  �&�� 6*�$�& �!$)�'# $� ��%�3.)�&$�  !�& �+./$ � !�" $)#/�", 

!$� !)-)�!$" - !$� $�%�&� )$1 %�&�'.!���, ��&�� �&1+��'!�. 

 

 7.1.4. *�4�$�� "�� /$.�# � $� 
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� ���.�$ +$�  !$  1&$�. !$�" $� ��%�3.)�&$� /��0*!$�& !� /��/�'� !�'- '�� !�& 

��)�&��!�'- %&5 � %�� !�& �'!*�� � !(& '�0�'.&!(& !$�", /�& � �1�� !$ �/�$ %�� 

.�$�" (" +�$" !$ +. $ - !� �'��,5" +���)*&$�& $� #��$� �+. ��!$1" &� �+$/5 $�&. 

� �+#���� � �)6(&�� )�!�41 !(& �+�+*/(& (" +�$" !$ 1�$" !�" �+��!$1)�&�" 

�+./$ �" '�� ��!. %��!�, /�& *�$�& '�0$�� !�� 4�'#0��� $�  !.�$� �+./$ �" !(& 

�6� !#)�&(& '��)�'�(& !$� $�%�&� )$1. 

� � �&�!�$6$/.!� � (feedback) !(& �&��%��5& !(& �+���-�(& '�!# !�& �'!*�� � !(& 

'�0�'.&!(& !$�", ��&�� +���$�� )*&�. 

� ��& /�&�!�� � ��'�����  !$�" /�)$!�'$1" � !�&.)$�" &� �4� '- $�& !�" /�4�.!�!*" 

!$�", )� �+$!*�� )� &� )�& �4�$+$���!�� � +�. 6�!� �+$'!�0�� � )#0� � +�$" 

.6��$" !�" �+��� ��". 

� �&0����&!�'.  �)��$ �+$!���� !$ %�%$&." .!�, !$ +�$ (+�'. *��� !� /�#0� � &� 

,��!�(0��, �6$1 �+$/*��!�� !�& �&�+#�'��# !$� '�� !�& �&#%'� �+�).�6( -" !$�  � 

0*)�!� +$� #+!$&!�� #)� � !(& ��)$/�$!-!(& !�" ��)$!�'-" � !�&$)��". 

 

7.2 ��� ��$�� 
 

� ��)$!�'- � !�&$)�� %�� &� )+$�* �� &� ����'!��� !�� (" *&�" /�). �$" $�%�&� )." 

)#0� �", 0� +�*+��: 

� &� ��&��  !$  1&$�. !$� *&�" �&$�'!." $�%�&� )." +$� &� +��*���  � .�$�" !$�" 

��%�3$)*&$�" !$�, !� /�&�!.!�!� +�. ,� �"  � . $ !$ /�&�!.& +���  .!���" 

��- �)�" +���$6$���", 

� &� +�$#%�� '�� &� �+$ !���3�� !� ,��!�( � !�" �!$)�'-" )#0� �" !$� +�$ (+�'$1 

!$� )�  '$+. !� )�!�!�$+- !�"  � $�%�&( ��'-, 

� &� �+$ �6�&� ��  !$�" ��%�3.)�&$1" !$� !�  � !-)�!�, !�" /��/�'� ��", !� 

'�0-'$&!�, !$�"  !.�$�" �+./$ �" '�� !�" %��))*" �&�6$�#", 

� &� '#&��  �&����" ����%*" '�� &� +�$!��&�� '��&$!$)��" +$� &� +�$ ��).3$&!��  !�" 

&*�" �+��!- ��" !$� /�).!�, 

� &� /�&�� !� /�&�!.!�!�  !$�" ��%�3$)*&$�" !$� &� /�)�$��%$1&, &� +����)�!�3$&!�� 

)� &*$�" '�� '��&$!.)$�" !�.+$�" ��%� ��" '�� &� �&0���1&�� !�& +�$ +#0��# !$�" 

%�� ,��!�( �, 

� $� /�$�'$1&!�" !$� &� ��&�� «6$���" ����%-"», /���/- &� ��&�� #!$)� !� $+$�� &� 

*�$�& !�& �'�&.!�!� &� ���#3$�& !�" !�*�$� �" '�!� !# ��" '��  �)+���6$�*", &� 
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/*�$&!�� +�$!# ��" '�� +�(!$,$����" %�� ����%*" '�� &� +�$#%$�& !�& �&#���� 

�� '$� '�� +����)�!� )$1  !�" ��%� ��'*" )�0./$�" .�(& !(& )��5& !$� 

$�%�&� )$1, 

� &� ��� �)$+$��� %�� !�& �+��� � !(& +�$,��)#!(& !�" �6�&.", !�" /��!)�)�!�'*" 

$)#/�" �+' .+$� )+$��� &� +�$*�0$�& $� '��&$!$)��" '�� �6�!*�$�, !�"  � !�)�'*" 

+�$ �%%� ��" .+$� 0� �4�!#3$�& !$& $�%�&� ). ("  1&$�$, 

� &� �&�0*!�� �4$� ��  !� )*�� !$�, &� �� �'$1$&!�� '�� &� ��$+$�$1&!�� $� �/*�" !$�" 

'�� &� /*��!�� !�  �))�!$�- !$� +�$ (+�'$1  !� /��/�'� �� !�" �-��" �+$6# �(&, 

�'.)� '�� �& +�$'��$1& !�" �+.���" !(& �&5!�!(&  !����5&, 

� &� ��� �)$+$��� !�"  !��!�%�'*" )*!�� �" !�" �'�&$+$�� �" !(& �&�%'5& !(& 

��%�3$)*&(& !$� '�� �&�!�$6$/.!� �" !�" �+./$ -" !$�", 

� &� �+�,#���!�� '�� &� �&0���1&�!�� � /�&�!.!�!� +��$�-" �4��/�'��)*&�" 

)�!�'+��/�� �" !$� +�$ (+�'$1  ��!�'# )� ��%� ��'# �&!�'��)�&� (+.�. 

��)$/�.!�!�" !�" �+��� ��"), '��1+!$&!�" )� ��!.& !$& !�.+$ !�"  1%��$&�" 

�+��� ��'*" !$� �&#%'�", +�$" .6��$" !$� $�%�&� )$1 '�� !$� /�).!� '�� 

� &� �4���4�� !�& $�%�&(!�'- !$� '$��!$1�� �6��).3$&!�" !�" ���*" !�" /�'��$ 1&�", 

!�" �)��$�����", !�" � �" ��%� ��'-" )�!������ �", !�" '��&$!$)��" '�� !�" 

/�)�$��%�'.!�!�", $� $+$��" 0� �+�!�*�$�& !�& '����*�%��� !�" �)+� !$ 1&�" '�� !$� 

�)$�,��$�  �,� )$1 )�!�41 !(& )��5& !$� $�%�&� )$1 *! � 5 !� $ �/�$", &� 

�&�+!��0�� '�� &� �+$ !���4�� !$ �� 0�)� !�" �6$ �( �"  !�" �4��" !$�. 
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COLLECTIVE LEARNING AND DEVELOPMENT 
Source: Sadler-Smith, #., D. P. Spicer and I. Chaston, (2001). Learning Orientations and Growth in Smaller Firms, Long 

Range Planning, Vol.34, pp. 139–158. 

S/N QUESTION Strongly 
agree Agree 

Neither 
agree nor 
disagree 

Disagree Strongly 
disagree 

1. 

This is an open organization 
and as much information as 
possible is made available to 
employees. 

     

2. 

Ideas from all employees are 
listened to and acted on to 
change company policy even 
if they challenge senior 
managers’ views. 

     

3. 

There is two-way 
communication between 
employees of all levels about 
what this company’s doing 
and where it’s going. 

     

4. 
Company strategy and policy 
is prescribed by senior 
managers. 

     

5. 

We actively encourage 
employees to let us know if 
we’re going wrong in the way 
we do things and to let us 
know how we can improve. 

     

6. 

We actively encourage 
customers (citizens) to let us 
know if we’re going wrong in 
the way we do things and to 
let us know how we can 
improve. 

     

7. 

We’re reluctant to try out new 
ways of working because 
we’re not the sort of company 
that can take risks. 

     

8. 
Employees are discouraged 
from experimenting with new 
and novel ways of working. 

     

9. 

We do have set working 
practices, but we can change 
these in pursuit of greater 
efficiency if need be. 

     

10. 
We try to promote risk taking 
and experimentation in our 
working methods. 
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PLANNING LEARNING AND DEVELOPMENT 
Checklist of sources of ineffective performance. 

Source: Sadler-Smith, E., (2006), Learning and Development for Managers, Blackwell Publishing, Oxford, p. 241 
S/N QUESTION YES NO 

�. Lack in organizational environment (Does the organization make it possible to perform?) 
11. Are job holders’ roles clear?   
12. Is there role conflict?   
13. Is there role ambiguity?   
14. Are lines of reporting clear?   
15. Are systems and procedures clear?   
A1 Are adequate resources available?   
16. Are performance targets clearly articulated?   
17. Is equipment suitable for the job?   
A2 Is there integration between L&D activities and HR activities?   

A3 Is there alignment between individual responsibilities, job roles, 
departmental performance and organizational goals?   

�. Lack of motivation and reward (Do employees have the will to perform?) 
B1 Are learners choosing to perform well or badly?   
B2 Are efforts exercised consistently and at an appropriate level?   

18. Would you perform better if you had more rewards? 
If YES, what is missing to get better? 

If "YES", note here  

19. Is the effort required greater than the reward?   

20. Are there positive consequences for performing well and/or negative 
consequences of not performing?   

21. Are there sanctions for non-performance?   
B3 Is the task distasteful or unpleasant?   

22. Does the culture of the organization support performance and 
commitment?   

23. Does the individual employee have the incentive to contribute to the team, 
department or organization’s performance?   

C. Lack of knowledge and skills (Do the employees have the ‘can do?’ to perform?) 
C1 Are learners new to the organization or the task?   

24. Do learners know how to perform a particular task (do they have the 
procedural knowledge)?   

25. Do the learners know why they perform a particular task (do they have the 
declarative knowledge)?   

26. Do learners know the standard to which they are expected to perform?   
27. Do learners and managers agree on the level of performance required?   
28. Do learners get feedback on performance?   

29. Has there been opportunity to practise newly acquired skills in the 
workplace?   

30. Does your training, cover your needs? 
If NO, are there any fields that you would like to be trained?  If "NO", note here 
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