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'1~tl£111~f.11~qJ 

Ci) . fl1'j~flel'IJ11J~.:Jfl'111li1\Jl'1tl1~'1.:Jrl~.:Ji1' • 
Cil) L f1a'1i1.:Jfl111J L "li1 h L~el.:J fl11L~ellJ1fl.:J1~'1J'IJ fl11'1J~'Vl11e.Ja rn1tJntm.:J1'U tl'IJ fl11 n1'Vl'IJ ~~1.ff-J ~ 

11EJuriria • 
®) L v1m'1~1l'1i1.:iri111J~ ri111JL "li11-,i L~a.:irn1n1V1'1J~~1;i1~11EJuririaa~1.:iliriru.n1'Yi " . . 
'11) L Yla 1 "1£111J11'11Lri11~~il11n-,iri1V1-iun1'Vl'U~~1;i1~e.iarn1tJni.m -:n'U1~ 

1~'IJ'IJfl11'IJ~'VI11e.iafl11tlnu~11'!Ifl11 (Performance Management, PM) ~a 

fl'j~'IJ'l'U fl11~1L ti'IJ.:J1'1J el~1.:J L U'U'S~'U'IJ L ~Cle.I~ fl~'IJ 1 "1e.ia m1tlnu9! 11'!1fl11'!leJ.:J~1'U11'!1fl11'1J11~ 
L U1'Vll.J1fl 1~flfl11L ~eJlJ 1m1L U1'Vl1J1£Je.Ja rn1tlnm111'!1fl111 'IJ1~~'1JeJ.:Sr1m 'VltJ1£J.:J1'1J LLa~1~~'1J~flflaL "li'1 

~1£Jtl'IJ ;.:JL il1'Vll.J1fl'!lel.:Jel.:Jr1m 1 'IJLLtJla~tJiiri111JLL\Jl fltJl1.:Jtl'U L~eJci1£J'Vlel~tJleltl'IJ 1 tl-,i'IJtl.:J~1tJflfla ~.:i~ • 
~el.:Jfl11~el fl11tJ11~e.Ja~111JL il1'Vl1J1fl'!leJ.:Jel.:Jr1m 1~flfl'j1J~WJ'IJ1~~'U 1~ L~lJ 1 -&'1~t1'1Jdm~.:i LLtJlU ®ct'.ct'.'11 

zj,:i1'ULLtJla~Utl1~flel'IJ~1£J l!J 1eltlfl11tl1~Uj'U 
i'U\Jlel'U'Vl~fl'!la.:i1~t1t1 PM tl1~flau~1£J cr i'U\Jlel'IJ'Vl~fl 1~LLn 
Ci). Plan : 11.:i ue.itJm1tlnu~.:i1'1J/~.:i L u1V11J1£J 1 "1i~L-,imLa~ L "li'1 h~1EJ LLa~£1a~ri~a.:iti'ti 

' ' £J'Vltifll1'1\Jl1'!lel.:iel.:Jflfl'j • 
®. Monitor : ~~\Jl11J~a.:i1'1J 1~£J~U.:J~'UUt1J'!l1~~\Jl11lUt1J'Vl1/~tl'111fl1~'Vl11.:im1~1L'Ll'U.:i1'U 

L v1aLLm '!l'Vl~eJ 1 "1ri111J'!i1£J L 'Vl~BLLfi~tln~.:i1tJa~1.:il'im ~m 
'11. Develop : 'W'w.itJ11"1~tlnllii.:i1'1Jvl1.:i1tJ1"1~~.:i~'U 
Ci'.. Appraise : rn1tl1~Lii'Ue.Ja.:i1'1J L~ai~ri111Jri1L ~-,i'!la.:i.:i1'U 

o ""1., •I ..,. 1• lo I "' d -' 1 " ct. Reward: 'IJ1e.Ja'VI ~-,i1flfl11u1~b1J'U uu1~fltl'Ufl11'Yi-,i11ru1e.Ja\JleJULL'Vl'IJ 'il.:JbiJ'Ufl11 'VI 

11.:i-la/e.Ja\JleJu LL 'Vl'U L Yla£1i1.:i u 1.:i-,i.:i 1-,i 1 "1ertJn~.:i1'1J " " ~ 
1~uurn1u ~'Vf Trn am 1tl fi i.m 11'tl rn 1 L tJ 'IJ m ~u1'IJrn1m "1ri11:uri1 ~tll ti' u'IX1V1i! 1 LLa ~a fli! a.:i 

~ " 
1 'IJ rn1e.J~ fl~'U 1 "1rn1tli)~.:i1'1J~.:i~'IJ £1a~ri~ eJ.:snu~ fl!V11.:s/L i11V11J1 EJ/e.Ja~1l'J'V1~\Jl a.n11n-,i'!leN 



'Vl'l11EN1'U 1vitii'.i011tl1~1;i'1vie.Ja\11'U'Vl~n (Key Performance Indicators, KPls) i.n1-tlLU'ULfl~tJ\liitJ 
1 'LinTH11V1'Uvi L tl1V11rnm11v11\11'U"llfl\l'-Jflfla~11Jn'U L ~tJ'1~1\lu )\l~'l 1 '11 l1~tJ~'lNi\11'Ui'.ie.Ja\11'U~~ 1vifl 

KPI L tl'UL'1iitJ'UW'UL "f}\l~v11 t l11tuuV11J'U1tJulJl11J er cff'Ul1lfl'U~.:ina11o01\l~'U 1~Bv1'liiflrufl1fj • • 

... 
01)tl1'Vl'UV1~1~1vi KPI 11eJUflfla • 

<ii. )t~UtJ'lfim '1~i'.i L tl1tJ1t'1\lfiuat~1;11'vi1t~UtJ'lfim zj\lci1e.1vmvi 1 tJ~1t~uV1t11 fl\11'U 

l!>. )t~uV1t11e.1\11'U u.e.1ne.Ja"'mrv1BBBmtl'U l!> ~1'U 1~Lu1 e.Ja"'1JC)'VlBB'lfim~G1uu'1'4'Ul'itJ 
L tl1V11J1e.1 ua~e.Ja"'1JC)'VlBl1111Jfl1)n'1~'U ~ ~V1t11e.1\11'Uif 'UiiV1u1~ 1vie.1~\1'1tJ\1~1'Utl'1~ci1e.1'VltJV'lL ~fl 
tl1'Vl'UV1LU'U~1;i'1vi1t~UV1t11e.1\11'U 

Q'l. 1t~U1.Jflfla LLeJne.Ja"'1JC)'VlBeiBmtl'U Q1 ~1'U 1~uti e.Ja"'1JC)'VlB~'1i1u'1'4'Ul'imtl1V11J1e.1 
tr 'Li \I ~uu qi"if 1 e.J a "'1JC)'Vl~ l1l 11J u'Vlu 1'Vl'Vlu 1~ <\I 1'UtJ )~ ,r 1~tJ 5 'lNi ei tj) ua t e.J a"'1J C)'Vl~'!J tJ\l\11'U ~1 ~ ~u 
~ ... 
1JtJUV11J1e.1Vi Lf'I~ zj\1'1~tl1mri1V1'Uvi L tl'U ~1~1 Vl)~~u'4flfla 

~\I 1 'UVf1e.1v1'1vi L 11vl1\11'UL ~tJIJltJU L tl1tJ)~'1'lfiua~~1;11vi 1 'Y)~~UtJ'lfim • 
~4 0 CV J CL/ 4 1 " 0 

1u01101V1'UY!l111'lf1Y!11E!'!.Jflfla 1J cs:'. ~tJuuu V'lLLn 

<ii. n1)ci1fl'VleJV1~1;11vie.Ja'11L~'1'!JtJ\l\11'U'11nU'Ua.:iG'i1\I (Goal Cascading Method) n11 

ci1e.1'VleJvi t 'U)tJu. uud '1~Ltl'U011ci1e.1'VltJvia'lml1111Jci'1~u 1~uti ~1'Vlil1~1'U11"tl011 > > 1m~1V1u1~1'U 
~ 

11"ifn1) >> e.JtJ.'rn~untJ'l/'11iJn >> ~1V1U1V1t11e.1\11'Ufl1e.11~ntJ'l/'11iJn >> ~tJ~u~\11'U~1lJi'.i 
m~U\l~UoLJfll"if1 ~\ltJ1tntJu~1e.1 Q1 )tJUUUVfleJ 1~un 
~ ·~ ~ 

u.uu~ ® ci1EJ'VltJV1'1\llJ1LV'lEJIJlA\I L U'U01)ci1e.1'VltJV1~1;11vi 1 'U'YJnw~u LlJi'.iF1111J ulJlnl'i1.:i 

n'U 'Vl nfl'Yvl1'VIU1~~11J n'UU(;I tii'1 vilJ\l'V11J1 m~ e.11 n'Y L 'li'U ~f) eJ(;I ~fl111J~\jfjf) h'!Jfl\I Ln~lJl)m~ii • • • 
L tl1V11J1 e.1 ~Bf.la~ ~ct ul'ii'.i'litJ L~ e.1 ~fl 'Vl1 rn1'Ui'.itJtJ'1)) fl ua~ 11.lu )1a l1111J L tl1V11J1e.1 '1~~\I e.Ja m~'Vlu l'i fl • • 

d t I CV ,j i]d I V J.., 1 o 0 

LL'UU'Vl l!> LL1.Nfl11Jl1Lij<!JL 1'Vl1J1E! L 'Y011'11eJ'VlfJV'll111"if1Vl Vle.1011LL'U\1'11'U1'U 

L tl1V11J1e.1 t 'VlqJ "l l1ul'iat1t~u~11Jn'Y~ue:ivi"iftJu L 'li'Y e.JtJ.'1fj'!J. ~ua~1'Y1'U~'Y~~ii01)tl1ue.J'Y01) 1 i~~'U 
hJ'litJ1t1e.1"1ftl @,ooo 1~ ci1e.1'VltJvia\I e.JtJ.'1~vi. '11'U1'Y cs:'. fl'U fl'Uat t!>cto 1~ e.JtJ.'1Ylvi. u\Jlatfl'U 

ci1e.1'Vlei~a\1~1'VIU1\11'U fl'Ua~ eta 1 ~ zj,:iV11n'Vlnfl'Uv111~l1111JLU1'V11J1eJ n'1t~\le.Ja 1l1L U1'Vl1J1eJ'!JtJ\I e.Jfl. • 
1, iJ" ... '1Yl'!J. f'l)'U <il,ooo 1 L 'UlJl'Y 

d I I/ .J ~ I Q.I .:'cv 1 0 V .,j 
U.U'U'Vl Q1 LL'U\ILQ~1t~1'Y'Vl1Jfl'U'Vll.J1eJ L 1J'U 011'11eJ'VlfJV'llJl'J"if1Vl Vle.1011LL 'U\l'Vl'U1'Vl 

LO'Vl1t~1'Um~~'U1Jfl'U'V11J1 eJ zj\1~1;11 Vl'!Jfl\I u\Jla t fl'U'1t~fl\lfl)fl'U fl(;l1J\11'U~\l)t'U'U L 'V11J1t'11'Vl~'U\11'U~ • 
ii)1e.1at L~vvim m1.at~tJ\1011e.Ja"'1JC)'Vlt~L '!i1J'!i'U L ~tJ\1'11n'11m1m l1'Ue.Ja'11L ~'1"!leJ\l\11'U 1~ritJ'U.LJ'1\I 
i'viL '1'Y L 'ti'U e.JtJ.'1~~- ~Ua)t~'Ufl111J'11L ~'1'tltJ.:J Lfl).:JOJ)oLJIJl)~'Y~ 1vie.1~tJ'liiLn~1mL 'li1~11J Lfl)\101) 

l1111J,J1'U1'UL tl1V1me.1 uati'.im11J~\l~tJ hl'itJ Lfl)\1011 u1t1ci1e.1'VltJ~a-:i~1V1u1\11'U ii~1;11~L tJ'U,Y1'Y1'U 

Ln~1 mvi L 'Yl1~11J Lfl)\I 01 )vtl~fofl'litJ1Ja ua toa u '1-:i 01)~1 L ii'U'l1'Y ua~ uj eJci1e.1'VltJvia'l'1'Yl1)1"11011 t 'U 
~ ~ 

"'-:! nvi i'.i~1;11vi L U'U~f) eJ(;I t fl111J~\lfjf) t '1'!J f)\I Ln~lJl) m~ L .U1~11J~'UW-:!'li f)1J(;I 01); LL '1\101 )~1 L ii'U\11'Y 
~ 



I!>. n1'HHl'l.H'l11Jl"l111Jfl1~'Vl1'3'ilel'3~-r'U'U~n1'~ (Customer-Focused Method) Lllt.1m1 ,, 
fl1'Vl'Y~i;\1~1~ L~E.Jf4'111UJ111'Vli.l1EM1'Y'ilel'3L 11L~m'tlel'3tl'U1rt1 ~\1'311.J 1 mrt1 LL'1:::'1n~1i1fl111Jfl1~'V11\I ,, 
el:::b-;v1m11 1~vefft.1tJlelt.1m1n1V11..1~1tlLL'U'Uii c£ el~1" 1~un ,, 

(j)) Laelrn11..1'U~m1w'Vi1:::r;in~1 L"lit.1 r;in~1LtJ1..1r;in~1fl1E.Jt.1eln'Vl~elfl1EJ 11..1 ,, ,, ,, 
1£>) Laelnii~vi-;v::: 1 ith:::Lij1..1 L-dt.1 !"l11m ~1 l"l111JCln~el" m11J'1fl1'Vi ,, . 
m) fl1'Vl'Y~"li1'3L1 '11 ur;i:::n"m U1'Vl1J1E.Jvi'1:::tl1::: Lii'Y L "li'Y Laeln"!i1'3L 1r;i1tl1:::Liit.1"!i1'31~ • 

Laelnn"1Ji;\1u 'Vl'Y 1 '1i~L '1'Y • 
c£) fl1'Vl'Y~1Bn11Ln'U'!iel1J'1 L"li'Y hJi1Lfl~el'3iiel1'Yn11Ln'U'!i'el1J'1 L'li'11iJi1'3n11Lrl'U ,, ,, 

., 
'Uel1J'1 ,, 

m. n 111" L ~ EJ-3tJl11J ~\In 11 Ll"l~ el'Y'tl el-3'311..1 (Work Flow Charting Method) L ll'Y n11Lel1 

m:::'U1t.1m';i eff t.1tJlelt.1m1vl1\11t.11J1rt~ L vJel 1 '1L i11..111u~r;i:::eff1..1lJ'l elt.1i11.rt1L ll1..1~f'Uel~'!!el'U L fJeln1V11..1~ ,, 
i;\1~1'riviutJln~1.,,n1..1V1~el1'ri 11..1ii~viutJln~1'3nt.111..1nw'U1t.1'31t.1L~mn1..1 L-dt.1 efft.1tJlelt.1m1tl1:::'!!1JV11~el • 
fl1'Vl'Y~~1~1~ L ll1..1'111..111..11"lf '3'ilel'3011U1:::'111J 'Vl~el1:::E.J:::L 1r;i11 'U011tl1:::'!!1J i;\1~1'ri011'11tJ m1tl1:::'111J , , , , 
n1V11..1~i;\1~1ri L ll1..11:::e.i:::L 1r;i111..1011'11tl'!i'm.mm1tl1:::'!!11 L iJ1..1~1..1 . ,, . 

c£. m1Y4'111ru1'11ntl1::: L~1..1a1~qJvi~el'3tl-r'Utl1" (Issue-Driven) 011Y4'111u.11i;\1~1'ri'11 n 

fl11n'1'311..1vith:::'1'Ui:1ruV11 L 'tit.1 i:1ruV11 ~el Ln~mm1iJ1~L '!i'1~11J Ll"l1'3n11tJtJ11~'Y~ LL t.11'Vl1'3m1 
"' "' 

tJ~'U'l.h'3LLm 'ii ~el L~1J011tl1:::'!11G11Jnt.15ur;i:::~'1(;111Jern011'1'3'Vl:::LDV'Y ~-3tT'Y i;\1~1~ tl1'1fl1'Vl'Y'11 '1 • 
L tJ1..1'111..11mn~tJ11n1vi L '!i'1~11J Lfl1'3n11tJtJ11~'Y~'Vla'3 m1tl1:::'!11'111-W1..15 'Vl~el1:::~'Ul"l111Ja1 L ~'1'!1 el-3 

Lff 1'3 m1trtJ11~1..1~ zj.,,15m1tJ 1::: Lii'Yel1'1ri1~'11n'111..11t.1-del\l'Vl1'3'tlel'3011tl1:::'!!1'111~1..15vi L ~1J;'Y 'Vl~el ,, 
1:::~'Ul"l111J~1b ~'1'ilel'3011~'1(;111Je.J'1 n11L -U1~11J'Uel'3 Lfl1\ln11 b -tlt.1 '11'U1'Y'Uel'3 Ln'l~ttJ11n1~'1\l'Vl::: b UEJ'YLL'1::: 

L -U1~11J Ll"l1\ln11tJtJ11~'Y~viL ~1J;'Y L U'Y~'U 

s = L'11:::'1'3 (Specific) iim111iriL'1t.111'1:::vl1el::: 11ur;i:::~el'3m1e.ir;ia'V'l5el~1" 11 

M = 1ri 1~ (Measurable) Lnri;1..11~ '111111Cl1rie.ir;i 1~ 1iJL tlt.1fl11:::11..101·Hn'U'!i'el11r;i 1iJ~'3e.J'1 ,, 
m:::'Vl'Ufl'U'31'Yfl11n'1'Vlan 

A = Li1'Y'!!el'U (Agree Upon) ~tJ'3~'UtJqj'll1LL'1:::ert~tr\l~'UtJqJ'!!1tJ1n'1'3~11Jn'Y i1~11..1~111~'3tl'YLL'1::: 
tl'Y 

R = L U'Y'1~\I 1~ (Realistic) ~el\li1rt1111Yf1'Vl1EJ 11l 1-d'311..1vivl1Lllt.1tln~LL 'U'U\11'Ytl1:::'11~11 tJ 
T = mv1~mel'U1:::v:::n'11vim1J1:::'111 (Time Bound) ~'111ru11:::v:::L1r;i11'1L'Vl1J1:::'11Jfl'U\11'Y 

0 .'1 ..I "' 
n1101Vl'Y'1Lu1'Vl1J1f)'Vl L 'Vl1J1::: '11J LL'1::: 1JlJ1 tJ1 'ij'TY 

t~v~11..11 V1qim1ti1V11..1~L i.'11V1111v L 112.Jnri1il'li1'3e.i'1a'V'l5'1~Yf 1v ur;i:::iim111n'31'111'1::: 1~1"l:::u 1..11..1 'W • 
5.,, ct rt::: LL 'Y'Y vl11'1i1m1n1'Vl'Y'1LU1'V11J1E.Jvi~.,,e.J'11'1'11'Y1iJ211"lUJfl1'Vi n11fl1'Vl'Y'1LU1'Vl1J1e.JviL 'V11J1:::'11J • 

~ 0 ftV .r 
Lb'1:::1J1J1tJ11~1'Y fl1101'Vl'Y'1 ~\l'Y 

@) = rl1L U1'Vl111EJ~1'1'1vif'U 1~ • 
l!> = ri1Lil1vr111v1'U1:::~'U~1n-l11111J11~11..1 ... 
m = ri1L i11vr111v~L tJ1..1ri1111tJ11ji1t.11riv~11tl 



~ = fi1bD1'Vl:i..nt1~iifl11l.Jmm~vi'rn..ht1mn\l 
cf = rl1bDi'Vl:IJ1t11t!"i~vlUVi'1'V11tl iifl11l.J!'.J1flfle:JtlolJ1\l:IJ1fl Le:Jfl1'1~1b~\I <cfo% 

'Vll.J1 t1fl11l.J11 "i~vi'u ®-tv fl~bb tit! u\lue:infi'lm~v\'1\l1t1~~ 1n11mm~1t1tln~'Vl~e:iiim1l.J~V1tln~ ... 
1~~u rn fl~bbt1t1 bllt11~~u"1JeMm1v\'1\l1t1tln~ bb~~ ~-cf fl~bbt1'U bllt1m1v11.:i1u~iitJ1~~'Vl6n1Y>l 
l.J 1 nn11tln~ 

® · f\'1\1.:ifi.:ibflt"U~fl11~\111ru111i'1~1'V1 ('Vl'1fl SMART) 

tv. f11\1.:ifi.:im1l.J e:iu'Vll.J1 t1.:i1t1/'Vlti1~m1l.J-ru~V1"1le:iu b-du h.Jm1n1'Vlt1Vllli'1~1Vl1 u~1t1"1Je:i.:i.:i 1 u ~ 
hl1vi'-ru~V1"1le:JU 

rn. f\'1\1.:ifi.:im1l.J'1e:JV1fl~el\l nrn iJ1'Vl:i..nt1~u.:ifl'uuru"IJ1'VlthcM1mb~~melrn 1m b-dt1 V11m 11v11.:i1t1 
" " 

~1 b ~\l\?11l.Jb iJ1V1m t1\l~~\lc.m 1 ~'Vlth t1\l1t1ci'1 b ~\l\?11l.Jb iJ1V1:i..nt1vi'1t1V1~e:i 1~ 
.:::ii o Q.J ~Q,,J d Q.J ~Q.J .K .J I Q.I %v ..:::ii ~ Q.I 

ci'.. l.J\11t11t1m"ll1V1'\llb'Vl:1J1~'1l.J (~-(;']/ m"ll1V1) bb~~fl"ie:JUfl~mt1e:i.:i1t1 61!\lbb\?l~~\?11"1l1Vlfl11l.Jtl1'Vltlfl 
' 

1~tie:it1n11 ®0% 

cf. f11\1.:ifi.:ifl11l.Jb l!u 1 u1vi''Uel.:im1bnu-V'ell.J~ bb~~ 1~b l!um"i~ 1 um1Lnu-V'ell.J~l.J1mnu1 tJ 
" " 

\I 1flU'\11 b~tltl ~\l n'111.LJ1.:i iX ti '11:1J1 )fltJ11uu-ru1 off nu fl1) rl1'Vlt!Vl vl1 ~1m1 tlUfl fl~"IJ e:J\l (?)ti b el\l 
' 

~1'Vl-ruu1~ biJt1e.J~ n11tJ~u~11"1lm1 zj.:iiXel.:iii m 1n1'Vlt1V1lli'1~1'V11 ~iim1l.J b 'Vll.J1~'1l.Jbb~ ~'1elV1fl~ el.:i nu 

b u1V1m t1'Uel.:i'Vli..i1v.:i1u ii'11u1mb~~J1'Vltl'n.:i1u~ b 'Vll.J1~'1l.J fl1elufl~l.J b-d' el.:i1u~.:i'Vll.JV1 iin11n1'Vlt1Vl 
' 

b uTvim t11 ~iim1:i.JYl'1'\111 t1 b ~el b ~l.Jtl 1~ ~'\116 mY>l"llel.:i m1v11.:i1t1 bb~~ iX e:i.:i 1~ b lJ'Ut;J1~1'V1~ b l! un11~'Vl~el 
m n bnt11 u1 t1 m1 bnuoiJell.J~ 8n~.:i v.:i'11l.J11fl 1 off b llt1bb t11'\111.:i 1t1m"in1'Vlt1V1t;l1~1'V11 umru~iim1b tl~t1t1 

" .:i1t1'Vl~el 1vi'-rum1l.JelU'Vll.J1t1.:i1t1~ b tl~t1t1bb tJ~.:i 1 tl\11m~l.J8nv11 t1 

wt.11t1.:i1t1 \I ~'11m "iflU11~fi.:i bu 1'Vll.J1t11vi' el~ 1.:iiitJ1~ ~'\116.fl1Y>l b ~ el\l\11 nu fl~ 1m1 ti~ .:in Vl\I ~ 
' ' 

'11l.J 1 1f1n1'V1t1V1t;J1~1'V111t1uflfl~1vi' '1el V1 fl~ el .:i nub u 1 'V1l.J 1t1"1J el .:i'Vli..i1 t1.:i1t1 bb~ ~'11l.J 11fl~ ~u 1 
' 

tJ1~~'V16m'Y>lm1v11.:i1t11 ~~~.:i<ff ul?ie:i 1 tJ 

l 
(~\ltl1l.J) ______________ ,~-~-~~ -~~~? _______________________ _ 
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~ 1 bl 'Vli..i.:i __________ !7n1~.1fn ft_~m;_®_~'.IJ-li~~_o 1~- ___________ _ 
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