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ȇıȢȔȝșȦș 

ǹȞαȜαȝȕȐȞȠȞĲαȢ ĲȘ įȚȠȓțȘıȘ İȞȩȢ ȞȠıȠțȠȝİȓȠυ 
απȠφαıȓıαȝİ ĲȘ ȝİĲαĲȡȠπȒ ĲȠυ ıİ ıȪȖȤȡȠȞȘ ȝȠȞȐįα 
παȡȠȤȒȢ πȡȦĲȠȕȐșȝȚȦȞ υπȘȡİıȚȫȞ υȖİȓαȢ, ȜȩȖȦ ĲȦȞ 
țαțȫȞ ȜİȚĲȠυȡȖȚțȫȞ țαȚ πȠȚȠĲȚțȫȞ ĲȠυ įİȚțĲȫȞ, αȜȜȐ 
țαȚ ȖȚα ĲȘ ȕİȜĲȚıĲȠπȠȓȘıȘ ĲȘȢ İȟυπȘȡȑĲȘıȘȢ ĲȦȞ 
πȠȜȚĲȫȞ țαȚ țυȡȓȦȢ ĲȦȞ ȝİĲαȞαıĲȫȞ. ΓȚα ĲȘȞ İπȓĲİυȟȘ 
ĲȘȢ ȝİĲαĲȡȠπȒȢ ȤȡȘıȚȝȠπȠȚİȓĲαȚ ĲȠ İȡȖαȜİȓȠ 
ıυȖțȡȚĲȚțȒȢ αȟȚȠȜȩȖȘıȘȢ “benchmarking”, ȝȚα SWOT 
αȞȐȜυıȘ țαȚ ĲȠ ȝȠȞĲȑȜȠ įȚαȤİȓȡȚıȘȢ ĲȘȢ αȜȜαȖȒȢ 
“Kotter”. ΓȚα ĲȚȢ ȠȝȐįİȢ πȠυ αȞαȝȑȞİĲαȚ Ȟα 
αȞĲȚįȡȐıȠυȞ İφαȡȝȩȗȠȞĲαȚ ȝȑșȠįȠȚ İțπαȓįİυıȘȢ, 
İȞȘȝȑȡȦıȘȢ țαȚ ıυȝȝİĲȠȤȒȢ. ΓȚα ĲȘȞ ȐȝİıȘ 
αȞĲȚȝİĲȫπȚıȘ ĲȘȢ πȡȠȕȜȘȝαĲȚțȒȢ țαĲȐıĲαıȘȢ ĲȠυ 
ȞȠıȠțȠȝİȓȠυ, αȜȜȐ țαȚ ȖȚα ĲȘ ıυȝȕȠȜȒ ıĲȘ įȚαįȚțαıȓα 
ĲȘȢ ȝİĲαĲȡȠπȒȢ ĲȠυ ȞȠıȠțȠȝİȓȠυ, απȠφαıȓıĲȘțİ Ș 
πȡȩıȜȘȥȘ πȠȜȚĲȚıȝȚțȠȪ įȚαȝİıȠȜαȕȘĲȒ țαȚ Ș 
İφαȡȝȠȖȒ İȟİȚįȚțİυȝȑȞȘȢ İțπαȓįİυıȘȢ ĲȠυ 
πȡȠıȦπȚțȠȪ, πȡȠĲİȓȞȠȞĲαȢ ĲȠυȢ įİȓțĲİȢ αȟȚȠȜȩȖȘıȘȢ 
πȠυ șα İφαȡȝȠıĲȠȪȞ ȖȚ' αυĲȩ ĲȠ İȖȤİȓȡȘȝα. 
 

ǽțĲαȗȧȗȓ 

ȈĲȘȞ παȡȠȪıα ȝİȜȑĲȘ İȟİĲȐȗİĲαȚ ȝȚα υπȠșİĲȚțȒ 
πİȡȓπĲȦıȘ İȞȩȢ ȞȠıȠțȠȝİȓȠυ, Ș țαĲȐıĲαıȘ ĲȠυ ȠπȠȓȠυ 
İȓȞαȚ πȡȠȕȜȘȝαĲȚțȒ, țαșȫȢ įȑȤİĲαȚ ȝİȖȐȜȠ αȡȚșȝȩ 
αȜȜȠįαπȫȞ αıșİȞȫȞ țαȚ παȡȠυıȚȐȗİȚ țαțȠȪȢ 
ȜİȚĲȠυȡȖȚțȠȪȢ țαȚ πȠȚȠĲȚțȠȪȢ įİȓțĲİȢ (πȡȠȕȜȒȝαĲα ıĲȘȞ 
İπȚțȠȚȞȦȞȓα, παȡİȟȘȖȒıİȚȢ, țαĲαȖȖİȜȓİȢ, ȤαȝȘȜȒ 
πȠȚȩĲȘĲα παȡİȤȩȝİȞȦȞ υȖİȚȠȞȠȝȚțȫȞ υπȘȡİıȚȫȞ, 
αυȟȘȝȑȞȘ ȝȑıȘ ȞȠıȘȜİȓα țȜπ).  
ǹȞαȜαȝȕȐȞȠȞĲαȢ, ȦȢ αȡȝȩįȚȠȚ, ĲȘ ȝİĲαĲȡȠπȒ ĲȠυ 
ȞȠıȠțȠȝİȓȠυ ıİ ıȪȖȤȡȠȞȘ ȝȠȞȐįα παȡȠȤȒȢ 
πȡȦĲȠȕȐșȝȚȦȞ υπȘȡİıȚȫȞ υȖİȓαȢ șα υπȠįİȓȟȠυȝİ ĲȘ 
įȚαįȚțαıȓα İȜȑȖȤȠυ țαȚ șα αȚĲȚȠȜȠȖȒıȠυȝİ ĲȘȞ 
απȩφαıȒ ȝαȢ. ΈπİȚĲα, șα İφαȡȝȩıȠυȝİ ȑȞα ȝȠȞĲȑȜȠ 
įȚαȤİȓȡȚıȘȢ ĲȘȢ αȜȜαȖȒȢ țαȚ, αφȠȪ țαĲαȖȡȐȥȠυȝİ ĲȚȢ 
αȞαȝİȞȩȝİȞİȢ ȠȝȐįİȢ πȠυ πȡȩțİȚĲαȚ Ȟα αȞĲȚįȡȐıȠυȞ 
țαȚ ĲȠυȢ ȜȩȖȠυȢ αȞĲȓįȡαıȒȢ ĲȠυȢ ıĲȘ ıȤİįȚαıȝȑȞȘ 
αȜȜαȖȒ, șα πȡȠȕȠȪȝİ ıĲȘ įȚαĲȪπȦıȘ ĲȦȞ ĲȡȩπȦȞ 
αȞĲȚȝİĲȫπȚıȒȢ ĲȠυȢ. 
ȉȑȜȠȢ, ȖȚα ĲȘȞ ȐȝİıȘ αȞĲȚȝİĲȫπȚıȘ ĲȘȢ πȡȠȕȜȘȝαĲȚțȒȢ 
țαĲȐıĲαıȘȢ ĲȠυ ȞȠıȠțȠȝİȓȠυ șα πȡȠıȜȘφșİȓ 
πȠȜȚĲȚıȝȚțȩȢ įȚαȝİıȠȜαȕȘĲȒȢ țαȚ șα İφαȡȝȠıĲİȓ 
İȟİȚįȚțİυȝȑȞȘ İțπαȓįİυıȘ ĲȩıȠ ȖȚα ĲȘȞ αȞĲȚȝİĲȫπȚıȘ 
ĲȦȞ ȞȠıȘȝȐĲȦȞ πȠυ πȜȒĲĲȠυȞ țυȡȓȦȢ ĲȠυȢ ȝİĲαȞȐıĲİȢ, 
αȜȜȐ țαȚ ȖȚα ĲȠυȢ ĲȡȩπȠυȢ ȝİ ĲȠυȢ ȠπȠȓȠυȢ πȡȑπİȚ Ȟα 
αȞĲȚȝİĲȦπȓȗȠȞĲαȚ ȠȚ ȓįȚȠȚ ȠȚ αȜȜȠįαπȠȓ. Ȃİ ĲȠυȢ įİȓțĲİȢ 
πȠυ πȡȠĲİȓȞȠȞĲαȚ İπȚȤİȚȡİȓĲαȚ Ș ȐȝİıȘ ȕİȜĲȓȦıȘ ĲȘȢ 
țαĲȐıĲαıȘȢ. 
 

1.  Έȝıȗȥȡȣ Ȝαț Ǻȝȝαȗȓ 

1.1. ǼțαİțȜαĲȔα ǽȝȒȗȥȡυ 

ȈĲȠ İπαȡȤȚαțȩ ȞȠıȠțȠȝİȓȠ, ȖȚα ĲȠ ȠπȠȓȠ ȑȤȠυȝİ 
αȞαȜȐȕİȚ ĲȘ įȚȠȓțȘıȒ ĲȠυ, įȚαπȚıĲȫșȘțαȞ ȠȚ țαțȠȓ 
ȜİȚĲȠυȡȖȚțȠȓ țαȚ πȠȚȠĲȚțȠȓ įİȓțĲİȢ αφȠȪ İφαȡȝȩıĲȘțİ ĲȠ 
İȡȖαȜİȓȠ ĲȘȢ ıυȖțȡȚĲȚțȒȢ αȟȚȠȜȩȖȘıȘȢ İπȚįȩıİȦȞ 
(benchmarking)1. ǼφαȡȝȩȗȠȞĲαȢ, ȜȠȚπȩȞ, ĲȠ 
benchmarking πȡȠıįȚȠȡȓıĲȘțİ Ș İπȚșυȝȘĲȒ İπȓĲİυȟȘ 
ĲȦȞ ıĲȩȤȦȞ. ȈĲȠυȢ ȜİȚĲȠυȡȖȚțȠȪȢ įİȓțĲİȢ 
πȡȠıįȚȠȡȓıĲȘțαȞ Ș ıȪȖțȡȚıȘ ĲȘȢ πȜȘȡȩĲȘĲαȢ, Ș 
İȚıȡȠȒ αıșİȞȫȞ, Ƞ αȡȚșȝȩȢ ȚαĲȡȫȞ țαĲȐ İȚįȚțȩĲȘĲα țαȚ 
Ƞ αȡȚșȝȩȢ ĲȠυ ȞȠıȘȜİυĲȚțȠȪ țαȚ ĲȠυ įȚȠȚțȘĲȚțȠȪ 
πȡȠıȦπȚțȠȪ. ȆȡȠıįȚȠȡȓıĲȘțαȞ, İπȓıȘȢ, ȠȚ įİȓțĲİȢ πȠυ 
ıȤİĲȓȗȠȞĲαȚ ȝİ ĲȘȞ țαțȒ İπȚțȠȚȞȦȞȓα ȝİ ĲȠυȢ 
αȜȜȠįαπȠȪȢ, ĲȠ πȠıȠıĲȩ ĲȦȞ παȡİȟȘȖȒıİȦȞ țαȚ ĲȠ 
İȓįȠȢ ĲȦȞ țαĲαȖȖİȜȚȫȞ. ȈĲȠυȢ πȠȚȠĲȚțȠȪȢ įİȓțĲİȢ 
πȡȠıįȚȠȡȓıĲȘțİ Ș ıȪȖțȡȚıȘ ĲȘȢ πȠȚȩĲȘĲαȢ ĲȦȞ 
παȡİȤȩȝİȞȦȞ υπȘȡİıȚȫȞ υȖİȓαȢ πȡȠȢ ĲȠυȢ ΈȜȜȘȞİȢ 
țαȚ ĲȠυȢ πȠȜȓĲİȢ ĲȡȓĲȦȞ ȤȦȡȫȞ, țαșȫȢ țαȚ ĲȠ İȓįȠȢ ĲȦȞ 
ȞȠıȘȝȐĲȦȞ πȠυ πȜȒĲĲȠυȞ, țυȡȓȦȢ, ĲȚȢ ȠȝȐįİȢ ĲȦȞ 
αȜȜȠįαπȫȞ țαȚ ĲȘȢ ȝȑıȘȢ įȚȐȡțİȚαȢ ȞȠıȘȜİȓαȢ. 
ǹțȠȜȠȪșȘıİ Ș İπȚȜȠȖȒ İȞȩȢ ȞȠıȠțȠȝİȓȠυ ȝİȖȐȜȠυ 

                                                 
1 ΓȚα ĲȠ benchmarking ȕȜ. ȂπȠυȡαȞĲȐȢ (2002), ı.ı. 527-531. 
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αıĲȚțȠȪ țȑȞĲȡȠυ țαȚ ıυȖțİțȡȚȝȑȞα ĲȠυ ΓİȞȚțȠȪ 
ȃȠıȠțȠȝİȓȠυ ȃȓțαȚαȢ ȆİȚȡαȚȐ “ΆȖȚȠȢ ȆαȞĲİȜİȒȝȦȞ”, ĲȠ 
ȠπȠȓȠ ȑĲυȤİ υȥȘȜȒȢ αȟȚȠȜȩȖȘıȘȢ απȩ ĲȠ υπȠυȡȖİȓȠ 
υȖİȓαȢ ĲȠ ȑĲȠȢ 2013,2  ȫıĲİ Ȟα πȡαȖȝαĲȠπȠȚȘșİȓ Ș 
ıȪȖțȡȚıȘ, ĲȠ ȠπȠȓȠ, ȝȐȜȚıĲα, υπȠįȑȤİĲαȚ ȝİȖȐȜȠ 
αȡȚșȝȩ αȜȜȠįαπȫȞ αıșİȞȫȞ, ȜȩȖȦ ĲȘȢ ȖİȦȖȡαφȚțȒȢ 
ĲȠυ șȑıȘȢ (ȜȚȝȐȞȚ ȆİȚȡαȚȐ).3 
ȉα įİįȠȝȑȞα, ıυȜȜȑȤșȘțαȞ απȩ ĲȘȞ İπȓıȘȝȘ ȑțșİıȘ 
ĲȠυ υπȠυȡȖİȓȠυ υȖİȓαȢ, αȜȜȐ șα ȝπȠȡȠȪıαȞ Ȟα 
ıυȜȜİȤșȠȪȞ țαȚ ȝİ ĲȘ įȚȐșİıȘ ıĲαĲȚıĲȚțȫȞ ıĲȠȚȤİȓȦȞ 
απȩ ĲȠ ȓįȚȠ ĲȠ ȞȠıȠțȠȝİȓȠ ĲȘȢ ȃȓțαȚαȢ, ĲȠ ȠπȠȓȠ 
Ƞȡȓıαȝİ ȦȢ “best practice”. ȈȪȝφȦȞα ȝİ ĲȠ 
benchmarking, απȩ ĲȘȞ αȞȐȜυıȘ įİįȠȝȑȞȦȞ 
απȠĲυπȫșȘțİ Ș țαțȒ țαĲȐıĲαıȘ ĲȦȞ ȜİȚĲȠυȡȖȚțȫȞ țαȚ 
πȠȚȠĲȚțȫȞ įİȚțĲȫȞ (ȝİȖȐȜȠȢ ȡυșȝȩȢ İȚıȡȠȒȢ, İȚįȚțȐ 
αȜȜȠįαπȫȞ αıșİȞȫȞ, ıİ ıȤȑıȘ ȝİ ĲȠ υπȐȡȤȠȞ ȚαĲȡȚțȩ 
țαȚ ȞȠıȘȜİυĲȚțȩ πȡȠıȦπȚțȩ, αȜȜȐ țαȚ ȝİ ĲȠ ȝȑȖİșȠȢ 
ĲȠυ ȞȠıȠțȠȝİȓȠυ, αυȟȘȝȑȞȘ ȝȑıȘ įȚȐȡțİȚα ȞȠıȘȜİȓαȢ, 
πȜȘȡȩĲȘĲα, ȞȠıȒȝαĲα πȠυ πȜȒĲĲȠυȞ țυȡȓȦȢ 
αȜȜȠįαπȠȪȢ, țαțȒ πȠȚȩĲȘĲα παȡİȤȩȝİȞȦȞ υπȘȡİıȚȫȞ 
υȖİȓαȢ, įυıȤȑȡİȚα ıĲȘȞ İπȚțȠȚȞȦȞȓα ȝİ ĲȠυȢ 
αȜȜȠįαπȠȪȢ αıșİȞİȓȢ, ȚαĲȡȚțȐ ȜȐșȘ țαȚ παȡİȟȘȖȒıİȚȢ). 
ȈĲȠ ıĲȐįȚȠ ĲȦȞ ıȤİįȓȦȞ ĲȘȢ ȕİȜĲȓȦıȘȢ, ȩπȦȢ ȠȡȓȗİĲαȚ 
απȩ ĲȠ ıĲȡαĲȘȖȚțȩ İȡȖαȜİȓȠ αȟȚȠȜȩȖȘıȘȢ 
(benchmarking), İȞȘȝİȡȫșȘțαȞ ȠȚ αȡȝȩįȚȠȚ įȚİυșυȞĲȑȢ 
ĲȦȞ ĲȝȘȝȐĲȦȞ ĲȠυ ȞȠıȠțȠȝİȓȠυ țαȚ ĲȘȢ ȘȖİıȓαȢ ĲȠυ 
υπȠυȡȖİȓȠυ υȖİȓαȢ țαȚ ıİ ıυȞįυαıȝȩ ĲȘȢ SWOT 
αȞȐȜυıȘȢ πȠυ αțȠȜȠȪșȘıİ αȚĲȚȠȜȠȖȒșȘțİ Ș ȝİĲαĲȡȠπȒ 
ĲȠυ ȞȠıȠțȠȝİȓȠυ ıİ ıȪȖȤȡȠȞȘ ȝȠȞȐįα παȡȠȤȒȢ 
πȡȦĲȠȕȐșȝȚȦȞ υπȘȡİıȚȫȞ υȖİȓαȢ. ǻȘȝȚȠυȡȖȒșȘțİ, 
İπȓıȘȢ, Ș αȓıșȘıȘ ĲȠυ “İπİȓȖȠȞĲȠȢ” ȖȚα ĲȘȞ αȜȜαȖȒ, Ș 
ȠπȠȓα απȠĲİȜİȓ țαȚ ıĲȩȤȠ ĲȠυ πȡȫĲȠυ ȕȒȝαĲȠȢ ĲȠυ 
įȚαȤİȚȡȚıĲȚțȠȪ ȝȠȞĲȑȜȠυ αȜȜαȖȒȢ (Kotter) πȠυ șα 
αȞαπĲȪȟȠυȝİ ıĲȘ ıυȞȑȤİȚα. ǹıφαȜȫȢ, ȩπȦȢ İπȚĲȐııİȚ 
ĲȠ bencmarking Ĳα ıȤȑįȚα ĲȘȢ αȜȜαȖȒȢ υȜȠπȠȚȠȪȞĲαȚ 
Ȑȝİıα țαȚ ıυȞİȤȫȢ αȟȚȠȜȠȖȠȪȞĲαȚ Ĳα απȠĲİȜȑıȝαĲα 
πȠυ İπȚĲİȪȤșȘțαȞ. 
 

1.2. ǺțĳțȡȝȪȗșĲș απȪφαĲșȣ ȗțα αȝȝαȗȓ ȥȢȓĲșȣ 

ǹțȠȜȠυșȫȞĲαȢ ȝȚα αȞȐȜυıȘ SWOT4 πȡȠȑțυȥαȞ Ĳα 
įυȞαĲȐ țαȚ αįȪȞαĲα ıȘȝİȓα ĲȠυ ȞȠıȠțȠȝİȓȠυ, țαșȫȢ 
țαȚ ȠȚ İυțαȚȡȓİȢ țαȚ ȠȚ țȓȞįυȞȠȚ ȖȚα ĲȠ ȞȠıȠțȠȝİȓȠ, 
ȩπȦȢ απȠĲυπȫȞȠȞĲαȚ ıĲȠȞ πȓȞαțα 1. 

  

 

                                                 
2 ǺȜ. 7Ș ȊȆǼ (ǻȚαįȚțĲυαțȑȢ ȆȘȖȑȢ). 
3 Η ıȪȖțȡȚıȘ įİȞ αȞĲαπȠțȡȓȞİĲαȚ ıĲȘ πȡαȖȝαĲȚțȩĲȘĲα, İȞȫ șα 

ȝπȠȡȠȪıİ Ȟα ȖȓȞİȚ ȝİ πȡαȖȝαĲȚțȐ ıĲȠȚȤİȓα İȐȞ ĲȠ ȑȡȖȠ “ΧȐȡĲȘȢ ȊȖİȓαȢ” 
πȠυ İțπȠȞȒșȘțİ ĲȠ ȑĲȠȢ 2005 țαȚ παȡαįȩșȘțİ ıĲȠ ȊπȠυȡȖİȓȠ ȊȖİȓαȢ 
İȓȤİ İφαȡȝȠıĲİȓ απȩ ĲȠυȢ ȚșȪȞȠȞĲİȢ ĲȠυ υπȠυȡȖİȓȠυ. ΓȚα ĲȘȞ αȞαφȠȡȐ 
ıĲȠȞ ΧȐȡĲȘ ȊȖİȓαȢ ȕȜ. ΚȦıĲαȖȚȩȜαȢ (2008), ı. 190. ΩıĲȩıȠ, 
ȝİȝȠȞȦȝȑȞȠȚ įİȓțĲİȢ İȓȞαȚ įυȞαĲȩȞ Ȟα αȞĲȜȘșȠȪȞ απȩ ĲȠȞ ȚıĲȠȤȫȡȠ ĲȠυ 
ȊȖİȚȠȞȠȝȚțȠȪ ΧȐȡĲȘ, Ƞ ȠπȠȓȠȢ αȞαĲȡȠφȠįȠĲİȓĲαȚ țυȡȓȦȢ απȩ ĲȘȞ 
ǼȜȜȘȞȚțȒ ȈĲαĲȚıĲȚțȒ ǹȡȤȒ, ȕȜ. ȊȖİȚȠȞȠȝȚțȩȢ ΧȐȡĲȘȢ (ǻȚαįȚțĲυțȑȢ 
ȆȘȖȑȢ).    

4 ΓȚα ĲȘȞ αȞȐȜυıȘ SWOT ȕȜ. ȉȗȦȡĲȗȐțȘȢ (2007), ı.ı. 149-158. 

ȆȓȞαțαȢ 1: ǹȞȐȜυıȘ SWOT 

ǻυȞαĲȐ ȈȘȝİȓα ǹįυȞαȝȓİȢ 

 ȈȪȖȤȡȠȞİȢ ΚĲȚȡȚαțȑȢ 
ǼȖțαĲαıĲȐıİȚȢ 

 ǼȪțȠȜȘ ȆȡȩıȕαıȘ 

 ȅȚ ȤαȝȘȜȠȓ πȠȚȠĲȚțȠȓ țαȚ 
ȜİȚĲȠυȡȖȚțȠȓ įİȓțĲİȢ, ȩπȦȢ 
πȡȠȑțυȥαȞ απȩ ĲȘ įȚαįȚțαıȓα 
İȜȑȖȤȠυ ȝİ ĲȘ ȤȡȒıȘ ĲȠυ İȡȖαȜİȓȠυ 
benchmarking 

 ǼυțαȚȡȓİȢ ΚȓȞįυȞȠȚ 

 Η ȝİȖȐȜȘ πȡȠıȑȜİυıȘ ĲȦȞ 
αıșİȞȫȞ (țυȡȓȦȢ ĲȦȞ αȜȜȠįαπȫȞ) 
ȦȢ ıυȖțȡȚĲȚțȩ πȜİȠȞȑțĲȘȝα ȖȚα ĲȘȞ 
αȞαȖțαȚȩĲȘĲα ȪπαȡȟȘȢ ĲȠυ 
υȖİȚȠȞȠȝȚțȠȪ φȠȡȑα țαȚ 
İȟαıφȐȜȚıȘȢ ĲȘȢ ȕȚȦıȚȝȩĲȘĲȐȢ ĲȠυ 
ȑıĲȦ ȝİ ȝİĲαĲȡȠπȒ ĲȠυ 
ȞȠıȠțȠȝİȓȠυ ıİ ıȪȖȤȡȠȞȘ ȝȠȞȐįα 
πȡȦĲȠȕȐșȝȚαȢ φȡȠȞĲȓįαȢ. 

 ǹıφȐȜİȚα ȜȩȖȦ țαțȒȢ 
İπȚțȠȚȞȦȞȓαȢ țαȚ παȡİȟȘȖȒıİȦȞ 

 ǺȚȦıȚȝȩĲȘĲα ĲȠυ υȖİȚȠȞȠȝȚțȠȪ 
φȠȡȑα 

  

ǹπȩ ĲȘ įȚαįȚțαıȓα İȜȑȖȤȠυ (benchmarking țαȚ SWOT) 
πȡȠȑțυȥİ Ș αȞαȖțαȚȩĲȘĲα αȜȜαȖȒȢ ȤȡȒıȘȢ ĲȠυ 
ȞȠıȠțȠȝİȓȠυ ıİ ȝȚα ıȪȖȤȡȠȞȘ ȝȠȞȐįα πȡȦĲȠȕȐșȝȚȦȞ 
υπȘȡİıȚȫȞ υȖİȓαȢ,  αφİȞȩȢ ȜȩȖȦ ĲȘȢ ȐȡȚıĲȘȢ țĲȚȡȚαțȒȢ 
υπȠįȠȝȒȢ ĲȠυ țαȚ αφİĲȑȡȠυ ȜȩȖȦ ĲȠυ ȝİȖȐȜȠυ αȡȚșȝȠȪ 
αıșİȞȫȞ (țυȡȓȦȢ αȜȜȠįαπȫȞ), ĲȠ ȝİȖαȜȪĲİȡȠ 
πȠıȠıĲȩ ĲȦȞ ȠπȠȓȦȞ, ȩπȦȢ απȠįİȓȤșȘțİ, įİȞ 
ȤȡİȚȐȗİĲαȚ įİυĲİȡȠȕȐșȝȚα πİȡȓșαȜȥȘ țαȚ ȝπȠȡİȓ Ȟα 
İȟυπȘȡİĲȘșȠȪȞ απȩ ĲȠ ȞȑȠ φȠȡȑα. 

 

2. ΜȡȟĳȒȝȡ ǼțαȥıȔȢțĲșȣ ĳșȣ Ǻȝȝαȗȓȣ 

2.1. ȇȝȑȟȡ ǼȢȑĲșȣ ȗțα ΜıȗțĲĳȡπȡȔșĲș ȇțȚαȟȪĳșĳαȣ 
ǽπțĳυȥȔαȣ 

ȆȡȠțİȚȝȑȞȠυ Ȟα ȝİȖȚıĲȠπȠȚȒıȠυȝİ ĲȘȞ πȚșαȞȩĲȘĲα 
ȝİĲαĲȡȠπȒȢ ĲȠυ ȞȠıȠțȠȝİȓȠυ ıİ ıȪȖȤȡȠȞȘ ȝȠȞȐįα 
πȡȦĲȠȕȐșȝȚȦȞ υπȘȡİıȚȫȞ υȖİȓαȢ, șα İφαȡȝȩıȠυȝİ ĲȠ 
ȝȠȞĲȑȜȠ ĲȠυ Kotter, ȩπȦȢ πİȡȚȖȡȐφİĲαȚ ıĲȘ ıυȞȑȤİȚα 
țαȚ πİȡȚȜαȝȕȐȞİȚ Ĳα παȡαțȐĲȦ ȠțĲȫ ȕȒȝαĲα:5 
ǹȡȤȚțȐ șα αȞαπĲυȤșİȓ Ș αȓıșȘıȘ ĲȠυ “İπİȓȖȠȞĲȠȢ”. ȉα 
ȝȑȜȘ ĲȠυ İπαȡȤȚαțȠȪ ȞȠıȠțȠȝİȓȠυ, αȜȜȐ țαȚ ȠȚ πȠȜȓĲİȢ 
ĲȘȢ İυȡȪĲİȡȘȢ πİȡȚȠȤȒȢ, șα ıυȞİȚįȘĲȠπȠȚȒıȠυȞ ĲȘȞ 
αȞαȖțαȚȩĲȘĲα ȖȚα αȜȜαȖȒ ĲȘȢ ȤȡȒıȘȢ ĲȠυ ȞȠıȠțȠȝİȓȠυ, 
țαșȫȢ, αφİȞȩȢ, ȠȚ ȜİȚĲȠυȡȖȚțȠȓ țαȚ πȠȚȠĲȚțȠȓ įİȓțĲİȢ 
İȓȞαȚ țαțȠȓ (ȩπȦȢ πȡȠȑțυȥİ απȩ ĲȘ įȚαįȚțαıȓα 
İȜȑȖȤȠυ ȝİ ĲȠ İȡȖαȜİȓȠ benchmarking) țαȚ, αφİĲȑȡȠυ, 
ȠȚ țȓȞįυȞȠȚ (ȩπȦȢ πȡȠȑțυȥαȞ απȩ ĲȘȞ SWOT 
αȞȐȜυıȘ) İȓȞαȚ υπαȡțĲȠȓ. 
ȈĲȘ ıυȞȑȤİȚα șα įȘȝȚȠυȡȖȘșİȓ Ș ȠȝȐįα țαșȠįȒȖȘıȘȢ, 
Ș ȠπȠȓα șα απȠĲİȜİȓĲαȚ απȩ ĲȠȞ įȚȠȚțȘĲȒ ĲȠυ 
ȞȠıȠțȠȝİȓȠυ țαȚ ĲȠυȢ įȚİυșυȞĲȑȢ țυȡȓȦȢ ĲȦȞ ĲȝȘȝȐĲȦȞ, 
țαșȫȢ țαȚ απȩ ıĲİȜȑȤȘ įȘȝȠıȓȦȞ φȠȡȑȦȞ țαȚ ĲȘȢ 
ĲȠπȚțȒȢ αυĲȠįȚȠȓțȘıȘȢ. 

                                                 
5 ΓȚα Ĳα ȕȒȝαĲα ĲȠυ ȝȠȞĲȑȜȠυ ĲȠυ Kotter ȕȜ. ȆαπαȜİȟαȞįȡȒ (2003), ı.ı. 

448-452. 
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ȈĲȠ ĲȡȓĲȠ ȕȒȝα șα įȚαȝȠȡφȦșİȓ ĲȠ ȩȡαȝα țαȚ Ș 
ıĲȡαĲȘȖȚțȒ ȖȚα ĲȘȞ αȜȜαȖȒ. Θα απȠıαφȘȞȓȗİĲαȚ Ș 
ȝİȜȜȠȞĲȚțȒ țαĲȐıĲαıȘ, Ș ȠπȠȓα șα İȓȞαȚ ȕİȜĲȚȦȝȑȞȘ 
țαșȫȢ ıĲȠ ȓįȡυȝα πȡȦĲȠȕȐșȝȚȦȞ υπȘȡİıȚȫȞ πȠυ șα 
įȘȝȚȠυȡȖȘșİȓ șα İπȚțȡαĲİȓ Ș αıφȐȜİȚα, Ș αȡȝȠȞȓα țαȚ 
șα παȡȑȤȠȞĲαȚ πȠȚȠĲȚțȑȢ υπȘȡİıȓİȢ υȖİȓαȢ. ȉȠ ĲȑĲαȡĲȠ 
ȕȒȝα πİȡȚȜαȝȕȐȞİȚ ĲȘ įȚȐįȠıȘ ĲȠυ ȠȡȐȝαĲȠȢ ĲȘȢ 
αȜȜαȖȒȢ ȫıĲİ ȩȜȠ ĲȠ πȡȠıȦπȚțȩ ĲȠυ ȞȠıȠțȠȝİȓȠυ țαȚ 
ĲȠ İυȡȪĲİȡȠ țȠȚȞȦȞȚțȩ ıȪȞȠȜȠ, Ȟα İȞıĲİȡȞȚıĲȠȪȞ ĲȘȞ 
αȞαȖțαȚȩĲȘĲα ȖȚα ĲȘȞ αȜȜαȖȒ ȤȡȒıȘȢ ĲȠυ ȞȠıȠțȠȝİȓȠυ. 
Η İȞįυȞȐȝȦıȘ țαȚ Ș İυȡİȓα ıυȝȝİĲȠȤȒ απȠĲİȜİȓ ĲȠ 
İπȩȝİȞȠ ȕȒȝα. ȉα įȚȠȚțȘĲȚțȐ ıĲİȜȑȤȘ ĲȠυ ȞȠıȠțȠȝİȓȠυ 
πȠυ įİȞ ıυȝφȦȞȠȪȞ ȝİ ĲȘȞ αȜȜαȖȒ ȤȡȒıȘȢ șα 
αȞĲȚțαĲαıĲαșȠȪȞ απȩ Ȟȑα πȠυ įȚαțαĲȑȤȠȞĲαȚ απȩ ĲȠ 
ȓįȚȠ ȩȡαȝα țαȚ İȓȞαȚ ȚțαȞȐ Ȟα ĲȠ ȝİĲαȜαȝπαįİȪıȠυȞ 
ıĲȠυȢ υφȚıĲαȝȑȞȠυȢ ĲȠυȢ. 
ΈπİȚĲα, șα įȘȝȚȠυȡȖȘșȠȪȞ ȕȡαȤυπȡȩșİıȝİȢ İπȚĲυȤȓİȢ 
πȠυ ıȘȝαȓȞİȚ ȩĲȚ ȝİ ĲȘȞ İπȓĲİυȟȘ ȕȡαȤυπȡȩșİıȝȦȞ 
ıĲȩȤȦȞ ȠȚ İȡȖαȗȩȝİȞȠȚ ĲȠυ ȞȠıȠțȠȝİȓȠυ țαȚ ȠȚ πȠȜȓĲİȢ, 
İȞįİȤȠȝȑȞȦȢ țαȚ ȠȚ πȚȠ αȞĲȚįȡȫȞĲİȢ, șα İȓȞαȚ πȚȠ 
αȚıȚȩįȠȟȠȚ țαȚ πȚȠ șİĲȚțȠȓ απȑȞαȞĲȚ ıĲȘȞ αȜȜαȖȒ. Ȃȓα 
ȐȝİıȘ țαȚȞȠĲȠȝȓα șα απȠĲİȜȑıİȚ Ș πȡȩıȜȘȥȘ 
πȠȜȚĲȚıȝȚțȠȪ įȚαȝİıȠȜαȕȘĲȒ, Ș ıυȝȕȠȜȒ ĲȠυ ȠπȠȓȠυ 
șα İȟαȜİȓȥİȚ Ĳα țαșȘȝİȡȚȞȐ πȡȠȕȜȒȝαĲα İπȚțȠȚȞȦȞȓαȢ 
ȝİ ĲȠυȢ αȜȜȠįαπȠȪȢ țαȚ șα απȠφİȪȖȠȞĲαȚ ȠȚ 
παȡİȟȘȖȒıİȚȢ. 
ȈĲȠ ȑȕįȠȝȠ ȕȒȝα șα παȖȚȦșȠȪȞ Ĳα απȠĲİȜȑıȝαĲα ĲȦȞ 
πȡȠȘȖȠȪȝİȞȦȞ ȕȘȝȐĲȦȞ țαȚ ĲȦȞ υπȘȡİıȚȫȞ ĲȠυ 
πȠȜȚĲȚıȝȚțȠȪ įȚαȝİıȠȜαȕȘĲȒ țαȚ șα πȡȠȦșȘșȠȪȞ 
πİȡαȚĲȑȡȦ αȜȜαȖȑȢ ȖȚα ĲȘ ıĲαįȚαțȒ ȝİĲαĲȡȠπȒ ĲȠυ 
ȞȠıȠțȠȝİȓȠυ ıİ ıȪȖȤȡȠȞȘ ȝȠȞȐįα πȡȦĲȠȕȐșȝȚȦȞ 
υπȘȡİıȚȫȞ υȖİȓαȢ. 
ȈĲȠ ĲİȜİυĲαȓȠ ȕȒȝα ȠȚ ȞȑİȢ țαĲαıĲȐıİȚȢ πȠυ șα 
įȘȝȚȠυȡȖȠȪȞĲαȚ șα İȞıȦȝαĲȫȞȠȞĲαȚ ıĲȘȞ İĲαȚȡȚțȒ 
țȠυȜĲȠȪȡα ĲȠυ ȞȠıȠțȠȝİȓȠυ πȠυ ȝİĲαĲȡȑπİĲαȚ ıİ 
ıȪȖȤȡȠȞȘ ȝȠȞȐįα παȡȠȤȒȢ πȡȦĲȠȕȐșȝȚȦȞ υπȘȡİıȚȫȞ 
υȖİȓαȢ. 

 

3. ȆȞȑİıȣ ǺȟĳțİȢȬȟĳȧȟ Ȝαț ǺȟĳțȞıĳȬπțĲș 

3.1. ǺȟαȞıȟȪȞıȟıȣ ǺȟĳțİȢȑĲıțȣ ȆȞȑİȧȟ 

ǼȓȞαȚ ıȤİįȩȞ ȕȑȕαȚȠ ȩĲȚ ıĲȘȞ İπȚțİȓȝİȞȘ ȝİĲαĲȡȠπȒ ĲȠυ 
ȞȠıȠțȠȝİȓȠυ ȠȡȚıȝȑȞȠȚ șα αȞĲȚįȡȐıȠυȞ. ȈȪȝφȦȞα ȝİ 
ĲȘȞ ıȪȖȤȡȠȞȘ ȑȡİυȞα Ĳα αȓĲȚα ĲȘȢ αȞĲȓıĲαıȘȢ 
İıĲȚȐȗȠȞĲαȚ ıĲȠ φȩȕȠ, ıĲȠ αȓıșȘȝα απȫȜİȚαȢ, ıĲȘ 
ıυȞȒșİȚα, ıĲȘ ȝȘ țαĲαȞȩȘıȘ ĲȘȢ ȤȡȘıȚȝȩĲȘĲαȢ ĲȘȢ 
αȜȜαȖȒȢ, ıĲȚȢ įȚαφȠȡİĲȚțȑȢ αȞĲȚȜȒȥİȚȢ țαȚ ıĲȘȞ 
αȞĲȓįȡαıȘ πȡȠȢ ĲȠ φȠȡȑα πȠυ ȘȖİȓĲαȚ ĲȘȞ αȜȜαȖȒ.6   
ǹπȩ ĲȠȞ țȜȐįȠ ĲȦȞ ȚαĲȡȫȞ, ĲȦȞ ȞȠıȘȜİυĲȫȞ țαȚ ĲȠυ 
įȚȠȚțȘĲȚțȠȪ πȡȠıȦπȚțȠȪ, αȜȜȐ țαȚ απȩ ȠȝȐįİȢ 
πȠȜȚĲȫȞ, αȞαȝȑȞİĲαȚ Ƞ ıȤȘȝαĲȚıȝȩȢ ȠȝȐįȦȞ ȠȚ ȠπȠȓİȢ 

                                                 
6 ȆαπαȜİȟαȞįȡȒ (2003), ı.ı. 443-445. 

șα αȞĲȚıĲȑțȠȞĲαȚ ıĲȘ ȝİĲαĲȡȠπȒ ĲȠυ ȞȠıȠțȠȝİȓȠυ. ȉȠ 
αȓıșȘȝα αȕİȕαȚȩĲȘĲαȢ ȖȚα ĲȘȞ İπİȡȤȩȝİȞȘ țαĲȐıĲαıȘ 
șα πȡȠțαȜȑıİȚ φȩȕȠ ıĲȚȢ ȠȝȐįİȢ țαȚ șα αȞĲȚıĲαșȠȪȞ 
ıĲȘȞ αȜȜαȖȒ. ȉα αȞĲȚįȡȫȞĲα ȝȑȜȘ įİȞ șα İȓȞαȚ ȕȑȕαȚα 
ȖȚα ĲȘ ȕȚȦıȚȝȩĲȘĲα ĲȠυ υȖİȚȠȞȠȝȚțȠȪ φȠȡȑα țαȚ țαĲȐ 
ıυȞȑπİȚα țαȚ ȖȚα ĲȘ įȚțȒ ĲȠυȢ șȑıȘ İȡȖαıȓαȢ, țαșȫȢ 
İπȓıȘȢ țαȚ ȖȚα ĲȚȢ παȡİȤȩȝİȞİȢ υπȘȡİıȓİȢ πȡȠȢ ĲȠυȢ 
πȠȜȓĲİȢ. ȅȡȚıȝȑȞȠȚ αȞĲȚįȡȫȞĲİȢ įİ, İȞįİȤȠȝȑȞȦȢ șα 
παȡαțȚȞȘșȠȪȞ țαȚ απȩ ȡαĲıȚıĲȚțȐ țȓȞȘĲȡα ıȤİĲȚțȐ ȝİ 
ĲȚȢ παȡİȤȩȝİȞİȢ υπȘȡİıȓİȢ υȖİȓαȢ ıİ αȜȜȠįαπȠȪȢ. 
ȈĲȠυȢ αȞĲȚįȡȫȞĲİȢ șα πȡȠțȜȘșİȓ ĲȠ αȓıșȘȝα απȫȜİȚαȢ 
ĲȘȢ įȪȞαȝȒȢ ĲȠυȢ, ĲȠυ țȪȡȠυȢ ĲȠυȢ (İȚįȚțȐ ȖȚα ĲȠυȢ 
ȚαĲȡȠȪȢ), ĲȠυ İȓįȠυȢ ĲȦȞ παȡİȤȩȝİȞȦȞ υπȘȡİıȚȫȞ țαȚ 
ĲȦȞ ȠȚțȠȞȠȝȚțȫȞ απȠȜαȕȫȞ. ȅ ĲȡȩπȠȢ πȠυ ȑȤȠυȞ 
ıυȞȘșȓıİȚ Ȟα İȡȖȐȗȠȞĲαȚ ȠȚ İȡȖαȗȩȝİȞȠȚ ıĲȠ 
ȞȠıȠțȠȝİȓȠ, αȜȜȐ țαȚ Ș ȪπαȡȟȒ ĲȠυ ıĲȘȞ İπαȡȤȚαțȒ 
πȩȜȘ ȦȢ ȞȠıȠțȠȝİȓȠ, ıυȞȑȕαȜȜαȞ ıĲȘȞ παȖȓȦıȘ ĲȘȢ 
ıυȞȘșȚıȝȑȞȘȢ țαĲȐıĲαıȘȢ, Ș ȠπȠȓα șα İȞĲİȓȞİȚ ĲȘȞ 
αȞĲȓıĲαıȘ ıĲȘȞ αȜȜαȖȒ. ǼȞįİȤȠȝȑȞȦȢ, αțȩȝȘ, ĲȠ 
πȡȠıȦπȚțȩ ĲȠυ ȞȠıȠțȠȝİȓȠυ țαȚ ȠȚ πȠȜȓĲİȢ -ȓıȦȢ ȜȩȖȦ 
įȚαφȠȡİĲȚțȫȞ αȞĲȚȜȒȥİȦȞ, αȜȜȐ țαȚ ȓıȦȢ ȜȩȖȦ 
αȞĲȓįȡαıȘȢ ı' İȝȐȢ πȠυ πȡȠĲİȓȞαȝİ ĲȘȞ αȜȜαȖȒ- Ȟα 
ȝȘȞ țαĲαȞȠȒıȠυȞ İπαȡțȫȢ Ĳα ȠφȑȜȘ ĲȘȢ ȝİĲαĲȡȠπȒȢ 
ĲȠυ ȞȠıȠțȠȝİȓȠυ țαȚ ȖȚ' αυĲȩ șα αȞĲȚįȡȐıȠυȞ.  
 

3.2. ΜȒȚȡİȡț αȟĳțȞıĳȬπțĲșȣ ĳȧȟ ȆȞȑİȧȟ Ĳĳșȟ 
ıπıȢȥȪȞıȟș Ǻȝȝαȗȓ 

ΓȚα ĲȘȞ αȞĲȚȝİĲȫπȚıȘ ĲȘȢ αȞĲȓıĲαıȘȢ ĲȦȞ αȞĲȚįȡȫȞĲȦȞ 
ȠȝȐįȦȞ ıĲȘ ȝİĲαĲȡȠπȒ ĲȠυ ȞȠıȠțȠȝİȓȠυ ıİ ıȪȖȤȡȠȞȘ 
ȝȠȞȐįα παȡȠȤȒȢ πȡȦĲȠȕȐșȝȚȦȞ υπȘȡİıȚȫȞ șα 
İφαȡȝȩıȠυȝİ ȠȡȚıȝȑȞİȢ ȝİșȩįȠυȢ. 
Η İțπαȓįİυıȘ, Ș ȠπȠȓα ȓıȦȢ Ȟα İȓȞαȚ Ș πȚȠ 
απȠĲİȜİıȝαĲȚțȒ ȝȑșȠįȠȢ αȞĲȚȝİĲȫπȚıȘȢ ĲȘȢ 
αȞĲȓıĲαıȘȢ ĲȘȢ αȜȜαȖȒȢ, țαșȫȢ ȠȚ ȐȞșȡȦπȠȚ 
țαĲαȞȠȠȪȞ ĲȘ ȜȠȖȚțȒ, ĲȠ πİȡȚİȤȩȝİȞȠ țαȚ Ĳα ȠφȑȜȘ ĲȘȢ 
αȜȜαȖȒȢ țαȚ αȚıșȐȞȠȞĲαȚ πİȡȚııȩĲİȡȠ αıφαȜİȓȢ, 
απȠțĲȫȞĲαȢ, παȡȐȜȜȘȜα, ȖȞȫıİȚȢ țαȚ įİȟȚȩĲȘĲİȢ,7 șα 
ȤȡȘıȚȝȠπȠȚȘșİȓ πȡȦĲȓıĲȦȢ ȖȚα ĲȠ πȡȠıȦπȚțȩ ĲȠυ 
ȞȠıȠțȠȝİȓȠυ. ΓȚα ĲȠυȢ πȠȜȓĲİȢ ĲȘȢ İυȡȪĲİȡİȢ πİȡȚȠȤȒȢ 
șα įȚȠȡȖαȞȦșȠȪȞ ȘȝİȡȓįİȢ İȞȘȝȑȡȦıȘȢ țαȚ įȚαȜȩȖȠυ 
ȖȚα Ĳα ȠφȑȜȘ ĲȘȢ ȝİĲαĲȡȠπȒȢ. 
ȂȑıȦ ĲȘȢ ȝİșȩįȠυ ĲȘȢ İπȚțȠȚȞȦȞȓαȢ įȘȝȚȠυȡȖİȓĲαȚ ĲȠ 
țαĲȐȜȜȘȜȠ țȜȓȝα țαȚ ĲȠ αȓıșȘȝα ıυȝȝİĲȠȤȒȢ ıĲȠυȢ 
αȞșȡȫπȠυȢ, țαșȫȢ ȝπȠȡİȓ, παȡȐȜȜȘȜα, Ȟα 
įȘȝȚȠυȡȖȘșİȓ ĲȠ “αȓıșȘȝα ĲȠυ İπİȓȖȠȞĲȠȢ” ȖȚα ĲȘȞ 
αȜȜαȖȒ.8 ΈĲıȚ, Ș įȚαȡțȒȢ İπȚțȠȚȞȦȞȓα ĲȘȢ ȠȝȐįαȢ 
țαșȠįȒȖȘıȘȢ ȝİ ĲȚȢ ȠȝȐįİȢ αȞĲȚįȡȫȞĲȦȞ șα ıυȝȕȐȜİȚ 
ȝİȞ ıĲȘȞ İȞȘȝȑȡȦıȒ ĲȠυȢ αȜȜȐ țαȚ ıĲȘȞ αȞĲȚȝİĲȫπȚıȒ 
ĲȠυȢ. 
Η πȡαȖȝαĲȚțȒ ıυȝȝİĲȠȤȒ, ȦıĲȩıȠ, ıĲȠ ıȤİįȚαıȝȩ ĲȘȢ 
αȜȜαȖȒȢ șα πȡȠțαȜȑıİȚ șİĲȚțȒ ıĲȐıȘ ĲȦȞ 

                                                 
7 ȆαπαȜİȟαȞįȡȒ (2003), ı. 446. 
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αȞĲȚįȡȫȞĲȦȞ, țαșȫȢ Ș ıυȝȝİĲȠȤȒ įȘȝȚȠυȡȖİȓ ȑȞα 
αȓıșȘȝα ȚįȚȠțĲȘıȓαȢ ĲȘȢ αȜȜαȖȒȢ țαȚ ȠȚ αȡȤȚțȫȢ 
αȞĲȚįȡȫȞĲİȢ ĲȘȞ υπȠıĲȘȡȓȗȠυȞ İȞİȡȖȐ.9 ΈĲıȚ, ȜȠȚπȩȞ, 
ȠȚ ȠȝȐįİȢ ĲȦȞ ȖȚαĲȡȫȞ, ĲȦȞ ȞȠıȘȜİυĲȫȞ, ĲȠυ 
įȚȠȚțȘĲȚțȠȪ πȡȠıȦπȚțȠȪ, țαșȫȢ țαȚ țȠȚȞȦȞȚțȑȢ ȠȝȐįİȢ 
(π.Ȥ. ȑȞȦıȘ ȞİφȡȠπαșȫȞ) șα πȡȑπİȚ Ȟα ıυȝȝİĲȑȤȠυȞ 
İȞİȡȖȐ ıĲȘ ıȤİįȓαıȘ ĲȘȢ ȝİĲαĲȡȠπȒȢ ĲȠυ ȞȠıȠțȠȝİȓȠυ 
ıİ ıȪȖȤȡȠȞȘ ȝȠȞȐįα παȡȠȤȒȢ πȡȦĲȠȕȐșȝȚȦȞ 
υπȘȡİıȚȫȞ υȖİȓαȢ ȖȚα Ȟα İȟαıφαȜȚıĲİȓ Ș İπȚĲυȤȓα ĲȠυ 
İȖȤİȚȡȒȝαĲȠȢ ȝİ ĲȚȢ ȜȚȖȩĲİȡİȢ αȞĲȚįȡȐıİȚȢ. 
 

4. ȇȢȪĲȝșȦș ȇȡȝțĳțĲȞțȜȡȫ ǼțαȞıĲȡȝαȖșĳȓ Ȝαț 
ǽȠıțİțȜıυȞȒȟș ǽȜπαȔİıυĲș 

ΓȚα Ȟα αȞĲȚȝİĲȦπȚıșİȓ Ș αυȟȘȝȑȞȘ αȞȐȖțȘ ȖȚα 
“πȠȜȚĲȚıȝȚțȒ” φȡȠȞĲȓįα ĲȦȞ αȜȜȠįαπȫȞ απȠφαıȓıșȘțİ 
Ș ȐȝİıȘ πȡȩıȜȘȥȘ πȠȜȚĲȚıȝȚțȠȪ įȚαȝİıȠȜαȕȘĲȒ țαȚ Ș 
İφαȡȝȠȖȒ  İȟİȚįȚțİυȝȑȞȘȢ İțπαȓįİυıȘȢ, ȝİ ĲȘ ȤȡȒıȘ 
İȚįȚțȫȞ ıİȝȚȞαȡȓȦȞ, ıĲȠ πȡȠıȦπȚțȩ ĲȠυ ȞȠıȠțȠȝİȓȠυ. 
ΓȚα ĲȘȞ İφαȡȝȠȖȒ ĲȘȢ İȞ ȜȩȖȦ απȩφαıȘȢ İȓȞαȚ 
απαȡαȓĲȘĲȘ țαȚ Ș İφαȡȝȠȖȒ įİȚțĲȫȞ αȟȚȠȜȩȖȘıȘȢ ĲȠυ 
įȚαȝİıȠȜαȕȘĲȒ țαȚ ĲȘȢ İțπαȓįİυıȘȢ, ȠȚ ȠπȠȓȠȚ αφȠȪ 
țαĲαįİȓȟȠυȞ ĲȘȞ υφȚıĲȐȝİȞȘ țαĲȐıĲαıȘ șα 
απȠĲυπȫȞȠυȞ ĲȠ πȠıȠıĲȩ ȕİȜĲȓȦıȘȢ ĲȘȢ 
πȡȠȕȜȘȝαĲȚțȒȢ țαĲȐıĲαıȘȢ ĲȠυ ȞȠıȠțȠȝİȓȠυ. Η ȐȝİıȘ 
πȡȩıȜȘȥȘ ĲȠυ πȠȜȚĲȚıȝȚțȠȪ įȚαȝİıȠȜȐȕȘıȘ țαȚ Ș 
İφαȡȝȠȖȒ ĲȘȢ İȟİȚįȚțİυȝȑȞȘȢ İțπαȓįİυıȘȢ, ȦıĲȩıȠ, șα 
ıυȝȕȐȜİȚ țαȚ ıĲȘ įȚİυțȩȜυȞıȘ ĲȘȢ įȚαįȚțαıȓαȢ ĲȘȢ 
ȝİĲαĲȡȠπȒȢ ĲȠυ ȞȠıȠțȠȝİȓȠυ ıİ ıȪȖȤȡȠȞȘ ȝȠȞȐįα 
πȡȦĲȠȕȐșȝȚαȢ φȡȠȞĲȓįαȢ υȖİȓαȢ, ȜȩȖȦ ĲȘȢ αȞȐπĲυȟȘȢ 
ĲȘȢ αȓıșȘıȘȢ ĲȠυ “İπİȓȖȠȞĲȠȢ” πȠυ πȡȠαȞαφȑȡșȘțİ 
ıĲȠ πȡȫĲȠ ȕȒȝα ĲȠυ ȝȠȞĲȑȜȠυ ĲȠυ Kotter.  
 

4.1. ǼıȔȜĳıȣ ǺȠțȡȝȪȗșĲșȣ ΘıĲȞȡȫ ȇȡȝțĳțĲȞțȜȡȫ 
ǼțαȞıĲȡȝαȖșĳȓ 

ΓȚα ĲȘȞ αȟȚȠπȠȓȘıȘ, υπȠıĲȒȡȚȟȘ țαȚ αȞȐπĲυȟȘ ĲȠυ 
șİıȝȠȪ ĲȠυ πȠȜȚĲȚıȝȚțȠȪ įȚαȝİıȠȜαȕȘĲȒ10 İȓȞαȚ 
απαȡαȓĲȘĲȠ Ȟα ȤȡȘıȚȝȠπȠȚȘșȠȪȞ įİȓțĲİȢ πȠυ șα 
αȟȚȠȜȠȖȠȪȞ ĲȠ ȑȡȖȠ ĲȠυ. ǹȡȤȚțȐ șα țαĲαȖȡαφİȓ Ș 
υφȚıĲȐȝİȞȘ țαĲȐıĲαıȘ țαȚ șα ȠȡȚıșȠȪȞ ȠȚ įİȓțĲİȢ πȠυ 
șα αφȠȡȠȪȞ ĲȠ πȠıȠıĲȩ ĲȦȞ πȠȜȚĲȚıȝȚțȫȞ 
įȚαȝİıȠȜαȕȘĲȫȞ ıİ ıȤȑıȘ ȝİ ĲȠ ıυȞȠȜȚțȩ αȡȚșȝȩ ĲȦȞ 
αȜȜȠįαπȫȞ πȠυ ȑțαȞαȞ ȤȡȒıȘ ĲȦȞ υπȘȡİıȚȫȞ υȖİȓαȢ 
țαĲ' ȑĲȠȢ, ĲȠ πȠıȠıĲȩ ĲȘȢ ȝİȓȦıȘȢ ĲȦȞ παȡİȟȘȖȒıİȦȞ, 
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10  ȅ ȆȠȜȚĲȚıȝȚțȩȢ ǻȚαȝİıȠȜαȕȘĲȒȢ İȓȞαȚ ȑȞα ĲȡȓĲȠ ȐĲȠȝȠ πȠυ 
πȡȠıπαșİȓ Ȟα İπȚȜȪıİȚ ĲȚȢ πȠȜȚĲȚıȝȚțȑȢ ıυȖțȡȠȪıİȚȢ, ȖİφυȡȫȞȠȞĲαȢ țαȚ 
πȡȠȦșȫȞĲαȢ ĲȘȞ İπȚțȠȚȞȦȞȓα, αȞĲαȜȜȐııȠȞĲαȢ ȖȞȫıȘ țαȚ αȝȠȚȕαȓα 
țαĲαȞȩȘıȘ, țαȚ υπȠıĲȘȡȓȗȠȞĲαȢ ĲȘȞ αȜȜȘȜİȟȐȡĲȘıȘ ıİ șȑȝαĲα įȚαφȠȡİĲȚțȫȞ 
πȠȜȚĲȚıȝȚțȫȞ υπȠȕȐșȡȦȞ [..] ȅȚ ȆȠȜȚĲȚıȝȚțȠȓ ǻȚαȝİıȠȜαȕȘĲȑȢ įȡȠυȞ ıİ 
įȚȐφȠȡȠυȢ ĲȠȝİȓȢ ĲȘȢ țȠȚȞȦȞȓαȢ: ıȤȠȜİȓα, ȩπȠυ Ƞ αȡȚșȝȩȢ ĲȦȞ ȟȑȞȦȞ 
İȖȖİȖȡαȝȝȑȞȦȞ ȝαșȘĲȫȞ αυȟȐȞİĲαȚ, ȞȠıȠțȠȝİȓα țαȚ įȠȝȑȢ υȖİȓαȢ, ȩπȠυ ĲȠ 
ȚαĲȡȚțȩ țαȚ παȡαȧαĲȡȚțȩ πȡȠıȦπȚțȩ πȡȑπİȚ Ȟα παȡȑȤİȚ ȕȠȒșİȚα țαȚ 
υȖİȚȠȞȠȝȚțȒ πİȡȓșαȜȥȘ ıĲȠυȢ ȝİĲαȞȐıĲİȢ, αțȩȝȘ țαȚ țαĲαφȪȖȚα ıĲȠυȢ 
παȡȐȞȠȝȠυȢ ȝİĲαȞȐıĲİȢ ȠȚ ȠπȠȓȠȚ πȡȑπİȚ Ȟα αȞĲȚȝİĲȦπȓıȠυȞ įυıȤȑȡİȚİȢ 
ȐȜȜȘȢ φȪıİȦȢ, ȩπȦȢ ĲȘȞ ȑȞįİȚα, ĲȠȞ αȞαȜφαȕȘĲȚıȝȩ țαȚ ĲȠȞ φȩȕȠ. ǺȜ. 
ǼȜȜȘȞȚțȩ ǹȞȠȚțĲȩ ȆαȞİπȚıĲȒȝȚȠ, Tips (ǻȚαįȚțĲυαțȑȢ ȆȘȖȑȢ). 

ĲȠ πȠıȠıĲȩ ȚțαȞȠπȠȓȘıȘȢ ĲȦȞ αȜȜȠįαπȫȞ αıșİȞȫȞ, 
ĲȠ πȠıȠıĲȩ ȕİȜĲȓȦıȘȢ ĲȘȢ İπȚțȠȚȞȦȞȓαȢ, ĲȠ πȠıȠıĲȩ 
ȕİȜĲȓȦıȘȢ ĲȘȢ πȠȚȩĲȘĲαȢ ĲȦȞ υȖİȚȠȞȠȝȚțȫȞ υπȘȡİıȚȫȞ 
πȡȠȢ ĲȠυȢ αȜȜȠįαπȠȪȢ țαȚ ĲȠ πȠıȠıĲȩ ȝİȓȦıȘȢ ĲȦȞ 
ȚαĲȡȚțȫȞ ȜαșȫȞ ıĲȠυȢ αȜȜȠįαπȠȪȢ ȜȩȖȦ ĲȘȢ țαȜȒȢ 
İπȚțȠȚȞȦȞȓαȢ įȚα ȝȑıȦ ĲȠυ įȚαȝİıȠȜαȕȘĲȒ. ǼπȚπȜȑȠȞ, 
șα ȠȡȚıșȠȪȞ įİȓțĲİȢ ȖȚα ĲȠ πȠıȠıĲȩ ĲȦȞ αȜȜȠįαπȫȞ 
πȠυ ȤȡȒȗȠυȞ įİυĲİȡȠȕȐșȝȚα πİȡȓșαȜȥȘ, țαșȫȢ țαȚ ĲȠ 
πȠıȠıĲȩ ĲȦȞ αȜȜȠįαπȫȞ πȠυ ȚțαȞȠπȠȚȠȪȞĲαȚ ȝȩȞȠ 
απȩ ĲȘȞ παȡİȤȩȝİȞȘ πȡȦĲȠȕȐșȝȚα φȡȠȞĲȓįα υȖİȓαȢ, 
ȝİĲȐ ĲȘȞ πȠȜȚĲȚıȝȚțȒ įȚαȝİıȠȜȐȕȘıȘ. ȅȚ įİȓțĲİȢ πȠυ 
ıȤİĲȓȗȠȞĲαȚ ȝİ ĲȘ ȝİȓȦıȘ ĲȦȞ įαπαȞȫȞ ȜȩȖȦ 
ȠȡșȠȜȠȖȚțȒȢ įȚαȤİȓȡȚıȘȢ πȜȑȠȞ ĲȦȞ αȜȜȠįαπȫȞ 
αıșİȞȫȞ İȓȞαȚ απαȡαȓĲȘĲȠȚ ȖȚα Ȟα țαĲαįİȓȟȠυȞ Ĳα 
ȠφȑȜȘ ĲȘȢ πȡȩıȜȘȥȘȢ ĲȠυ πȠȜȚĲȚıȝȚțȠȪ 
įȚαȝİıȠȜαȕȘĲȒ. ǼπȚπȜȑȠȞ, İȓȞαȚ ȤȡȒıȚȝȘ Ș İȚıαȖȦȖȒ 
įİȚțĲȫȞ πȠυ ıȤİĲȓȗȠȞĲαȚ ȝİ ĲȠ πȠıȠıĲȩ ȕİȜĲȓȦıȘȢ Ȓ 
ȩȤȚ ĲȘȢ ȐπȠȥȘȢ ĲȦȞ αȜȜȠįαπȫȞ, ĲȦȞ ǼȜȜȒȞȦȞ πȠȜȚĲȫȞ 
ĲȘȢ İυȡȪĲİȡȘȢ πİȡȚȠȤȒȢ, țαșȫȢ İπȓıȘȢ țαȚ ĲȠυ 
πȡȠıȦπȚțȠȪ ĲȠυ ȞȠıȠțȠȝİȓȠυ ȖȚα ĲȠ șİıȝȩ ĲȠυ 
πȠȜȚĲȚıȝȚțȠȪ įȚαȝİıȠȜαȕȘĲȒ. 
 

4.2. ǼıȔȜĳıȣ ǺȠțȡȝȪȗșĲșȣ ǽȠıțİțȜıυȞȒȟșȣ 
ǽȜπαȔİıυĲșȣ 

ΓȚα ĲȘȞ αȟȚȠȜȩȖȘıȘ ĲȘȢ İȟİȚįȚțİυȝȑȞȘȢ İțπαȓįİυıȘȢ șα 
İȚıαȤșȠȪȞ įİȓțĲİȢ πȠυ șα țαĲαįİȚțȞȪȠυȞ ĲȠ πȠıȠıĲȩ 
ĲȦȞ ȞȠıȘȝȐĲȦȞ πȠυ πȜȒĲĲȠυȞ țυȡȓȦȢ ĲȠυȢ ȝİĲαȞȐıĲİȢ 
ıυȖțİțȡȚȝȑȞȦȞ ȤȦȡȫȞ πȠυ İπȚıțȑπĲȠȞĲαȚ ĲȠ 
ȞȠıȠțȠȝİȓȠ, țαșȫȢ țαȚ įİȓțĲİȢ ĲȦȞ İȟİȚįȚțİυȝȑȞȦȞ 
İπαȖȖİȜȝαĲȚȫȞ υȖİȓαȢ ȖȚα Ĳα ıυȖțİțȡȚȝȑȞα ȞȠıȒȝαĲα. 
Ȃİ ĲȘȞ İȚıαȖȦȖȒ ĲȘȢ İȟİȚįȚțİυȝȑȞȘȢ İțπαȓįİυıȘȢ, șα 
İȚıαȤșȠȪȞ įİȓțĲİȢ πȠυ șα αȟȚȠȜȠȖȠȪȞ ĲȚȢ παȡİȤȩȝİȞİȢ 
υπȘȡİıȓİȢ υȖİȓαȢ ȖȚα ĲȘȞ αȞĲȚȝİĲȫπȚıȘ ĲȦȞ İȞ ȜȩȖȦ 
ȞȠıȘȝȐĲȦȞ țαȚ ĲȘȢ ȝİȓȦıȘȢ ĲȦȞ įαπαȞȫȞ υȖİȓαȢ 
įİįȠȝȑȞȠυ ȩĲȚ αȞĲȚȝİĲȦπȓıșȘțαȞ ȠȡșȩĲİȡα Ĳα 
πȡȠȕȜȒȝαĲα υȖİȓαȢ ĲȦȞ ȝİĲαȞαıĲȫȞ. ȈȤİĲȚțȐ ȝİ ĲȠ 
țȩıĲȠȢ ĲȦȞ İȚįȚțȫȞ ıİȝȚȞαȡȓȦȞ șα ȤȡȘıȚȝȠπȠȚȘșȠȪȞ 
įİȓțĲİȢ ıυȖțȡȚĲȚțȒȢ αȟȚȠȜȩȖȘıȘȢ ȝİ ĲȘȞ 
πȡȠαȞαφİȡȩȝİȞȘ ȝİȓȦıȘ ĲȦȞ įαπαȞȫȞ. ǹπαȚĲȠȪȞĲαȚ, 
αțȩȝȘ, įİȓțĲİȢ πȠυ șα απȠĲυπȫȞȠυȞ ĲȘȞ πȡȩȠįȠ ĲȦȞ 
İțπαȚįİυȝȑȞȦȞ, țαșȫȢ țαȚ ĲȠ ȕαșȝȩ ȚțαȞȠπȠȓȘıȒȢ 
ĲȠυȢ απȩ ĲȘȞ İțπαȚįİυĲȚțȒ įȚαįȚțαıȓα. ǼπȚπȜȑȠȞ, Ș 
ȝİȓȦıȘ ĲȠυ πȠıȠıĲȠȪ ĲȦȞ țαĲαȖȖİȜȚȫȞ țαȚ 
παȡαπȩȞȦȞ, ȜȩȖȦ ĲȘȢ İțπαȚįİυĲȚțȒȢ αȞİπȐȡțİȚαȢ ĲȠυ 
πȡȠıȦπȚțȠȪ, πȠυ įȑȤİĲαȚ ĲȠ ȖȡαφİȓȠ πȠȚȩĲȘĲαȢ ĲȠυ 
ȞȠıȠțȠȝİȓȠυ țαȚ Ș ȝİȓȦıȘ ĲȘȢ ȝȑıȘȢ įȚȐȡțİȚαȢ 
ȞȠıȘȜİȓαȢ șα πȡȑπİȚ Ȟα αȟȚȠȜȠȖȘșȠȪȞ ȝİ įİȓțĲİȢ ȝİĲȐ 
ĲȘȞ İȟİȚįȚțİυȝȑȞȘ İțπαȓįİυıȘ. 
 

ȉυȞπıȢȑĲȞαĳα 

Ȃİ ĲȘ ȤȡȒıȘ ĲȠυ İȡȖαȜİȓȠυ benchmarking, ĲȠ ȠπȠȓȠ 
ıυȝȕȐȜİȚ ıĲȘ įȚαįȚțαıȓα İȜȑȖȤȠυ, įȪȞαĲαȚ Ș 
ıυȖțȡȚĲȚțȒ αȟȚȠȜȩȖȘıȘ İȞȩȢ φȠȡȑα υȖİȓαȢ ȝİ ĲȠȞ πȜȑȠȞ 
υπȠįİȚȖȝαĲȚțȩ. ΓȚα ĲȚȢ αȞȐȖțİȢ ĲȘȢ παȡȠȪıαȢ İȡȖαıȓαȢ 
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șİȦȡȒșȘțİ ĲȠ ΓİȞȚțȩ ȃȠıȠțȠȝİȓȠ ȃȓțαȚαȢ – ȆİȚȡαȚȐ ȦȢ 
παȡȐįİȚȖȝα țαȜȒȢ πȡαțĲȚțȒȢ  (best practice). Ȃİ ĲȘȞ 
αȞȐȜυıȘ SWOT απȠĲυπȫșȘțαȞ Ĳα įυȞαĲȐ țαȚ 
αįȪȞαĲα ıȘȝİȓα ĲȠυ ȞȠıȠțȠȝİȓȠυ, țαșȫȢ țαȚ ȠȚ 
İυțαȚȡȓİȢ țαȚ ȠȚ țȓȞįυȞȠȚ ȖȚα ĲȠ ȞȠıȠțȠȝİȓȠ, ȫıĲİ Ȟα 
įȚțαȚȠȜȠȖȘșİȓ Ș ȝİĲαĲȡȠπȒ ĲȠυ ȞȠıȠțȠȝİȓȠυ ıİ ȝȚα 
ıȪȖȤȡȠȞȘ ȝȠȞȐįα παȡȠȤȒȢ πȡȦĲȠȕȐșȝȚȦȞ υπȘȡİıȚȫȞ 
υȖİȓαȢ. 
ΓȚα ĲȘȞ İπȓĲİυȟȘ ĲȘȢ ȝİĲαĲȡȠπȒȢ İφαȡȝȩıĲȘțİ ĲȠ 
ȝȠȞĲȑȜȠ įȚαȤİȓȡȚıȘȢ ĲȘȢ αȜȜαȖȒȢ ĲȠυ Kotter, ĲȠ ȠπȠȓȠ 
πİȡȚȖȡȐφİĲαȚ αȞαȜυĲȚțȐ ȝȑıα απȩ ȠțĲȫ ȕȒȝαĲα. 
ȅȚ αȞαȝİȞȩȝİȞİȢ ȠȝȐįİȢ αȞĲȚįȡȫȞĲȦȞ ıĲȘȞ αȜȜαȖȒ 
πȠυ παȡαțȚȞȠȪȞĲαȚ απȩ αȚıșȒȝαĲα αȕİȕαȚȩĲȘĲαȢ ȖȚα 
ĲȘȞ İπİȡȤȩȝİȞȘ țαĲȐıĲαıȘ țαȚ ĲȘȞ İπαȖȖİȜȝαĲȚțȒ ĲȠυȢ 
țαĲȐıĲαıȘ, ȡαĲıȚıȝȠȪ, απȫȜİȚαȢ ĲȘȢ įȪȞαȝȒȢ ĲȠυȢ, 
ĲȠυ țȪȡȠυȢ țαȚ ĲȠυ İȚıȠįȒȝαĲȩȢ ĲȠυȢ, αȜȜȐ țαȚ ȜȩȖȦ 
ĲȘȢ ıυȞȒșİȚαȢ, įȪȞαȞĲαȚ Ȟα αȞĲȚȝİĲȦπȚıșȠȪȞ ȝİ 
ȝİșȩįȠυȢ πȠυ İıĲȚȐȗȠυȞ ıĲȘȞ İțπαȓįİυıȘ, ĲȘȞ 
İπȚțȠȚȞȦȞȓα țαȚ ĲȘ ıυȝȝİĲȠȤȒ.  
ȉȑȜȠȢ, ȠȚ įİȓțĲİȢ πȠυ πȡȠĲȐșȘțαȞ ȖȚα ĲȘȞ αȟȚȠπȠȓȘıȘ, 
υπȠıĲȒȡȚȟȘ țαȚ αȞȐπĲυȟȘ ĲȠυ șİıȝȠȪ ĲȠυ πȠȜȚĲȚıȝȚțȠȪ 
įȚαȝİıȠȜαȕȘĲȒ țαȚ ĲȘȢ İȟİȚįȚțİυȝȑȞȘȢ İțπαȓįİυıȘȢ 
İȓȞαȚ ȚțαȞȠȓ Ȟα απȠĲυπȫıȠυȞ ĲȘȞ παȡȠȪıα 
πȡȠȕȜȘȝαĲȚțȒ țαĲȐıĲαıȘ țαȚ Ȟα țαĲαįİȓȟȠυȞ ĲȘȞ 
αȞȐȖțȘ ȖȚα ĲȘȞ ȐȝİıȘ πȡȩıȜȘȥȘ ĲȠυ įȚαȝİıȠȜαȕȘĲȒ 
țαȚ ĲȘȢ İφαȡȝȠȖȒȢ ĲȘȢ İțπαȓįİυıȘȢ, țαșȫȢ țαȚ Ȟα 
țαĲαįİȚțȞȪȠυȞ ıυȞİȤȫȢ ĲȘ ȕİȜĲȓȦıȘ ĲȘȢ ȜİȚĲȠυȡȖȓαȢ 
ĲȠυ ȞȠıȠțȠȝİȓȠυ țαȚ ĲȘȢ πȠȚȩĲȘĲαȢ ĲȦȞ παȡİȤȩȝİȞȦȞ 
υπȘȡİıȚȫȞ υȖİȓαȢ, țυȡȓȦȢ, πȡȠȢ ĲȠυȢ αȜȜȠįαπȠȪȢ. 
ǼπȚπȜȑȠȞ, Ș ȐȝİıȘ πȡȩıȜȘȥȘ ĲȠυ įȚαȝİıȠȜαȕȘĲȒ țαȚ 
Ș İφαȡȝȠȖȒ ĲȘȢ İȟİȚįȚțİυȝȑȞȘȢ İțπαȓįİυıȘȢ, ȩπȦȢ țαȚ 
ĲȠ bencmarking, απȠĲİȜȠȪȞ țαȚ ȑȞα țαȜȩ ĲȡȩπȠ ȖȚα ĲȘȞ 
İȞįυȞȐȝȦıȘ ĲȠυ αȚıșȒȝαĲȠȢ ĲȠυ “İπİȓȖȠȞĲȠȢ”, πȠυ 
απȠĲİȜİȓ ĲȠ πȡȫĲȠ ȕȒȝα ĲȠυ ȝȠȞĲȑȜȠυ įȚαȤİȓȡȚıȘȢ ĲȘȢ 
αȜȜαȖȒȢ ĲȠυ Kotter, ȖȚα ĲȘ ȝİĲαĲȡȠπȒ ĲȠυ ȞȠıȠțȠȝİȓȠυ. 
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