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2 - Kaplan. R.S, &D.P.Norton, " The balanced scorecard Measures that Drives Performance”, Harvard Business
Review , Vol 70 ,M.A, jan/Feb,1992,p71.

3 - Ho,S.J,&R.B.Mckay, "Balanced scorecard: Two perspectives”, the CPA journal, New York, March 2002,
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4-Ellingson.D.A,J.R.Wambsganss,"Modifying the approach to planning and evaluation in governmental entities: A
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1 - Parmenter,D.," Performance Measurement”, Financial Management , London , Feb 2007, P 32.
2 - Amy H. I. Lee, & Wen-Chin Chen, "A Fuzzy AHP and BSC Approach for Evaluating Performance of IT
Departments in the Manufacturing Industry in Taiwan",Expert Systems with Applications: An International
Journal Volume 34,NY,USA, 2008, P96.
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1 - D Williams ,"How to Find—and Keep—Skilled Workers" , (February—March) 2007,article published on :
http://www.areadevelopment.com/laborEducation/feb07/skilledWorkers.shtml
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1- Aon Corporation, "Political Interference Is Greatest Threat to Global Trading in 2006", Press release:
January 10, 2006 , published on : www.aon.com.
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1-Bonini. S., Mendonca. L., & Oppenheim. J., "When Social Issues Become Strategic", The McKinsey

Quarterly, No. 2.,2006 ,published on : www.mckinseyquarterly.com

2 - "It's Not Easy Being Green", International Financial Law Review, 2007, published on :
http://www.iflr.com/article.




Y1 U asalia S Jaadl

Lelaial 5 Lol 5l ST compal il sall 028 A Cpendiivaa) <ld pal of dagil) cuilSs
Slo ek ol 14001 535y Gubil daa o dage il s (o (L b a5 ¢ Al
A8 dmglal) Al g AL sl slaia¥) ol i o) e B e A (e, c1aY)
Jala Langl i) 5 At Sl ol HASY Las je lgme g Sl A8 5kl S5 Y
ilaiaall @il gzl 5 dplall ol il oS0 o alag¥) adladl Gl el cilalaiall
LeIoa Al i pall 38 jaime 5 Loals J) 55 Y 45l (e 2l gt a8 30 llal

5kl Al Al il o gl pe Alalaiall el sl

(ol (Bl g L ol il s &Y allaall

lere a3 Ap 3 daall Glawsal Jelal) Jadll sl Gl eleay) il S
Y 5z WY1 5 el il 5 ) Cllee Lgy il 5 3y V) 1 48 Cin i g clllall
Gt g Catiall £ peall 138 dgal go Jal (o LLS) 5 La ol i€l ST laial @l )
et Al 3 5 LeSe daa oKl e canald (s Al dea e B
aily IS5 Lependine (a5 Lehand Leilal (4 el goia] el il ally

Jie¥) JRAIL Laiul g Ll e

) & i) 0Bl ¢ A Al bjloasll jad die ;L ol gISEN AGanl) AL
e 5 Lgllain) A4S Qb e 5 SISV SUELESY) 5ok el ol o el
A oyaall GLES) a2y Lyl any @y A Leliall 5)6l 1 o ABY) Gl
Laai s @l g Uainl g dpmpndl) Cileluall 5 Jasil) 65 e J5Y allainl 5 g LAl
i) piaa 8 A e alaie ) 5 ol e Al giall e aaiag (IS Ayl
O L as elead ) Jlaall e QYY) auad A dedizall ol aibas
& S aaill o) 523 raal (A 5 cdbaall Epaal) aadll ) Sl el 3 el
_oda Ll
Sl saaaidll Vel Cpat 8 Lis o) i€l Gaaliss 34K 3 Lo Sl (e 2y
llal) A Y o sl adle sa Ll oK) Al dall alalE gyl s aaiall LIDIA da iy,
O )13l el 5 o)yl Y Tl 0S5 ol 5 dlgiallas 5 il ) GLES) 5 i il
Dl L 1aa s sl ol 5 Eall 5 Ml 3ok laalall Vil agll ade o8 Wl
Y il Liaal ol a8l Jsa asli 8 Alfred Chandler sl 42
Gl gall Ciman (Al 5 ol ll ) dpaal) GSull o L sl Sl (8 g )
V) 3 Jxd i o] LS g dpnlis) ST Lgho Cilan Sy Jlanll pna 3053 5 e sl
e sl g el el alasind 5 dlgillalis 8 ciliaaill oda aladin) S alad aay
Jsa 4l 3 New York Times adse a8 2007 4w 3 Delly e A8V Gual
G Y Dle Y Jlae 3 LVl | salie (S5 paY) slaBiy) o L gl il il
Yl 8 i) (e 4l (e Gl Gued 5 GO a8V 5 ali) 33l ) 3

S A
60




61

Y1 U asalia S Jaadl

OO el e o yaall aladia¥) ol s gl bl 53 8 Gaw e JS (e a2 ) e
Cuoal Al 8 a5 Can Ll Wihay 5 elaY) e | padad yuiey Las o il
5 el e O silag agie 40all 16 Ol i eyl (e Ao gana e 2005 A
S sl sl 8 G gl JSLERD il (<G aa ) @lId G g dalisy) (alids)
oSl e 5ile JSE i3S A Sl JSLEAN o IS8 5 Jual (40 4 ]
(e Al 54 ¢ Call Centers iflgall 380 ja <)Ll 5 clgalal agiliss 3a dran
adld ULy Gl (e drad I 05 (335l e RIS V) ol dalaiall JSLE)
Lia sl e LIS o) aciad Canseal cilandll 3355 dalladll ol 2 l50Y) (e

Dal e LIS 35 jfiue jpe yuiad S

@il Guinll any o ol o 43 :Global Compétition:allal) Guélit)
u)ﬂ\é&cﬁuj\é\MJ@JU\S\bMé&\J@&JM&\ﬁ&m
SLaiBY) I Ll siy By i) o) sall 300 Aumans AT Le 1 5 o pdiall 5 oaal )
Jals "k Uil 4w 45 3 Laadl ol e 138 5 2001 dies die Alade S o) galy allall
et 3 o U laalis 3) @lly e BQY) Gual (e 2igdl 5 cpeall€ cpaly 28U
gl g ia 8l jlea®s Lagd doalladl dabl e aaall cpatiidl 5 pltall (g
Lo 13 5 cladaiall glal & ddae ¥ S5 paill 1aa e Al gl o) (@aaly o)
b paeie dl 61 lal Cua @S AN 81 pae 251 e oal Al s i
LMQ)P\MML@‘MU“M}J‘M\AJJ@\AEJM‘

@ A el e

1 - Harford. T,"Shock of the New", Financial Times,U.K , 2nd of Jure2067p13:
2 - "4 Out of 5 Contact Center Pros Report That Technology Problems Regularly Impact Productivity"
CRM Today , October 25, 2005, published on: www.crm2day.com/news.
3 - Smith JJ., "Technology, New Economic Players Push Globalization", HR News, 22nd of March
2007,published on : www.shrm.org
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