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xm CU= ẁ[wt u}= R= |m =L R}v u=} woMU=B |DN=vWC}atH pt=wa p}rLD
Q_v R= '�OYQO 65� OQt C}UvH Q_v R= xar=]t OQwt |x@aW u=} QDWt C} QFm =
40 =D 31 |xOQ QO R}v |vU Q_v R= w �OYQO 53 4� srB}O lQOt |=Q=O Cq}YLD
OQmrta pQDvm T} QD=t pOt |k}irD OQm} wQ R= xO=iDU= "OvDUy �OYQO 28 4� p=U
|=ypOt x@ C@Uv QD`t=H |rOt |x�=Q= hOy =@ xDWPo C=k}kLD QO =ypOt Qo}O =@
"CU= xOW s=Hv= =ypOt R= l} Qy ha[ \=kv VWwB w Cwk \=kv C} wkD 'u}W}B
RmQtD C}=yv QO w ?=PH |=yxir-wt |}=U=vW C}ty= x@ xHwD =@ R}v VywSB u}= QO
?U=vt OQ@y=Q ?=NDv= w C=tON C}i}m Ow@y@ Qw_vtx@ =yR=}v R= xDUO u}= Q@ u=tR=U
T} QD=t pOt w wv=m pOt j}irD R= xO=iDU= =@ OW |aU '=yxir-wt u}= R= l} Qy Ow@y@
x�=Q= C=tON C}i}m QDq=@ Kw]U x@ |@=}CUO Qw_vtx@ u} wv |rOt 'OQmrta pQDvm
QO xOW xO=iDU= |=ypOt w =yVwQ uOw@ |twta x@ xHwD =@ 'Qo}O |wU R= "OwW
=ylv=@ Q}=U QO C=tON C}i}m |@=} RQ= Qw_vtx@ =Q =yu; u=wD|t =yvDxv 'xr=kt u}=
"OQm xO=iDU= =yu; R= |@ wNx@ R}v |D=tON `}=vY Q}=U QO u=wD|t xmr@ 'CiQo Q=mx@
QO C}i}m OQmrta VQDUo T} QD=t w OQmrta pQDvm T} QD=t pOt j}irD 'u}vJty
"CU= |UQQ@ w s=Hv= p@=k Ow@y@ C=t=Ok= |}=U=vW Qw_vtx@ |D; C=k}kLD ?r=k

u}}@D 'CU= u; |i}m |=kDQ= C=tON C}i}m |@=} RQ= |}=e hOy xm =Hv; R=
T=U=Q@ u=wD|t ?}DQDu}O@ "CU= |QwQ[ C=tON |i}m ha[ w Cwk \=kv `t=H
w |WN@ QF= w C}kiwt =@ w |R} QKQ] =Q C=tON C}i}m Ow@y@ w KqY= |=yxt=vQ@

"OQw;QO =QH= x@ xv}y@ |}=Q=m

"=yxir-wt C}ty= w C}=[Q XN=W Q}O=kt "6 pwOH
PS PI xir-wt h}OQ
0 55 0 52 u=} QDWt |}=tvy=Q |=ywr@=D 1
0 49 0 60 |yOC@ wv x=oDUO OwHw 2
0 71 0 68 R=OQBOwN uOw@ Q=m x@ xO=t; u=R}t 3
0 15 0 85 C=tON x�=Q= XwYN QO u=vmQ=m pta CaQU 4
0 45 0 47 |mv=@ C=tON =@ x]@=Q QO |v=UQ `q]= |=yQwWwQ@ OwHw 5
0 37 0 58 u=tR=U |kqN= QwWvt 6
0 28 0 49 C=tON R= |OvtxQy@ s=ovy QO |QDWt |=y|}=Q=O C}vt= 7
0 84 0 22 R=OQBOwN u=mt uOw@ ?U=vt 8
0 72 0 16 CU=QL w |UQR=@ |=yOL=w uirD xQ=tW 9

|Q}oxH}Dv "6
C=tON C}i}m Q@ pt=a 29 xm OyO|t u=Wv Q[=L VywSB R= pY=L G}=Dv
|Qw;OQo |=yxO=O p}rLD w |@=} RQ= R= TB "CU= Q=PoQ}F-=D xar=]t OQwt |x@aW
=yxir-wt |t=tD QO |UQQ@ OQwt |x@aW xm OW XNWt 'xt=vVUQB |xr}Uwx@ xOW
"CU=yu; C=m =QO= R= V}@ lv=@ u=} QDWt C=Q=_Dv= w CU= |ivt h=mW |=Q=O
QPo QO |RwQt= u=} QDWt Cq}=tD Q}}eD w `kwD V}=Ri= u=wD|t =Q Qt= u}= p}rO
\w@ Qt h=mW u} QDW}@ 'C=tON C}i}m |=yxir-wt u}@ QO u}vJty "CUv=O u=tR
p�=Ut XwYNQO |v=UQ`q]=� |va} 25 |xir-wt w |tqU= |Q=Omv=@ Oa@ x@
C}i}m |=yxir-wt u=}t QO h=mW u} QDsm w �OQ}PB|t CQwY lv=@ u}= QO |aQW
C=tON |x�=Q= O=a@= x@ \w@ Qt ?}DQDx@ 28 w 13 |=yxir-wt QO lv=@ C=tON
u; x@ \w@ Qt |=yp}rLD w wv=m pOt R= xO=iDU= =@ xt=O= QO "CU= R=OQBOwN w
|=yR=}v xOQ QO 29 w 28 '17 '12 '9 '8 '7 '4 '3 |=yxir-wt xm OW XNWt
xOQ QO 27 w 25 '23 '20 '19 '16 '15 '13 '11 '6 '5 '1 |=yxir-wt '?=PH
|=yR=}v xOQ QO 26 w 24 '22 '21 '18 '10 '2 |=yxir-wt w |OQmrta |=yR=}v
w |O}rwD |=yx=ov@ xm u}= x@ xHwD =@ 'OW xDio xm u=vJ "OvQ}o|t Q=Qk |U=U=
|=yR=}v Q@ QDW}@ RmQtD x@ Q=J=v u=WC=}L |xt=O= w =k@ ^iL Qw_vtx@ |D=tON
xDiQo Q_v QO |OwQw u=wva x@ ?=PH |=yR=}v =yvD j}kLD u}= QO 'OvDUy ?=PH
OQmrta pQDvm T} QD=t T=U=Q@ ?=PH |=yxir-wt |Ov@xk@] |xH}Dv "CU= xOW
wv=m pOt |HwQN xir-wt 9 |=Q@ C}=[Q w C}ty= |=yXN=W Q}O=kt |UQQ@ w
w �u=vmQ=m pta CaQU� |xir-wt x@ \w@ Qt C}ty= u} QDW}@ xm OyO|t u=Wv
�CU=QL w |UQR=@ |=yOL=w uirD xQ=tW� |xir-wt x@ \w@ Qt C}ty= u=R}t u} QDsm
|}=U=vW |xir-wt 9 =@ x]@=Q QO u=tR=U u=} QDWt C}=[Q u=R}t |UQQ@ "CU=
u=mt uOw@ ?U=vt� |xir-wt =@ x]@=Q QO lv=@ u=} QDWt xm OyO|t u=Wv R}v xOW
�u=vmQ=m ptaCaQU� |xir-wt =@ x]@=Q QO wC}=[Q u=R}t u} QDW}@ |=Q=O �R=OQBOwN

=yCWwv=B
1. Kano

2. performance control matrix (PCM)
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