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óđõóöö÷øóþøñă÷ùõøČ÷Ĉùøô÷øñāóċûøñă÷ĕĈĉóđúāòùċøòăóĂúó÷āĔóúøĊøô÷čĂúĀõ÷
þĒú÷ù÷üúøùñÿùô÷úóôĈóøċôøċ÷Ĉùøô÷

÷÷øùùô÷÷ąĈċċô÷÷úôøùô û÷øóþøñă÷øü÷÷ċ÷Ĉùøô÷óđøċööó÷ùúĔóú÷õĔċúÿĕĈĉČ÷Ĉùøô÷ùā÷Ăøďõó ûñąùýø
ý÷ýõ÷āđø"ùĔöóûô÷Č÷Ĉùøô÷ú÷āóñýõ"čóööÿóċøĉ÷ĕôõ÷ùā÷ĂĔô÷úāÿóøĂñü2030÷úÿĔùñýô÷

þ÷úĔöóûô÷÷Ĉýùċô÷øñĉõóñĄøĉĉóñù÷÷üú
÷ąĈċċô÷øñùĔöóûô÷Č÷ĈùøĈôó ûûúýø÷ ÷ċõó û÷ċ÷Ĉùúó ûüĀĔċöó÷č ĂúùĔöóûô÷Č÷Ĉùøô÷ú÷āóñýõčóööĀõ÷

úøñùñóÿąøČđñýú÷úÿĔùñýô÷÷÷øùùô÷
 �ù÷ñĄùô÷ Ēúÿó÷Ăô ñĔô÷ø ü÷úÿĔùñýô÷ ÷÷øùùô÷ ÷ąĈċċô÷ óĎĎĔô ñóċøö÷ Č÷ò úùú

þ÷āċñýô÷÷÷õñăõ÷Č÷ôóùøô÷ĕôõ÷ùĎøñýõ÷÷ñóñąù÷Ăĉďõó ûòóö÷ý÷Čđöÿýý
 �ü÷óñþöó÷ø÷÷ñă÷āô÷ÿ÷Ĕċô÷øñóđ÷Ĉĉ÷óùøô÷Ċþďõ÷Ď÷Ĕċô÷Č÷òúùú

÷÷øùùô÷÷ąĈċċô÷øñ÷úĔċĎøô÷ôóĄô÷øü÷õ÷øñýċô÷÷÷ċĎøô÷õôóóõúõó ûòóñýú÷
čñăõ÷Č÷ôóùúĕĈĉ÷ċöóĂô÷øü÷úĔđô÷øČ÷Ăô÷÷÷öóĎûą÷ñăùúĕĈĉóôĔúøøô÷÷úÿĔùñýô÷

þ÷÷óñăĔô÷ø
 �øó÷úó÷Ĉąô÷øúóùõóþô÷øñ÷÷ĈôĂøñýċô÷úóñÿñÿĄøô÷úõăñ÷Ĕøúóċø÷ôĈóô÷ĉ÷÷óóú

þĉċùô÷ĄĔñăúóôĈóøõúõČ÷Ĉùøô÷úóüùĄõĄóñýú÷Āóċñúôü÷øĔĈóċô÷ďđċô÷
 �ăñøüùùąôõĉý÷ùõøñČđúôĉñúÿċô÷āóñýċô÷øñČ÷Ĉùøô÷÷ùøóøõďõ÷ôĈóô÷ď÷ąċú

þČđú÷āòøČđôĔ÷õ
 �ĄĔñýø÷óôúùċô÷÷÷ĉĔĎô÷÷úā÷ÿõ÷ø÷÷ċĈùô÷úóñÿñÿĄøôóøĄóāøô÷ďõ÷ôĈóô÷ď÷ąċú

þĉôĂøñýċô÷ĀöóĈøøüĉċùô÷
 �ü÷÷öóĎø÷ÿñýĈñĕĈĉ÷ċöóò÷ñăāċô÷ĉþ÷ÿùÿāõø÷ùøċõ÷÷ċ÷Ĉùú÷÷øøñ÷ôĈóô÷ÿõÿ

þôñþöøċ÷ĈùúĆóĎõďċñĆ÷÷Ă÷ôóúúóñăāóċõø
 �÷÷ċ÷Ĉùú ÷Ĉýā ùôĉ ÷úĔöóûô÷ ÷Ĉýùċô÷ ÷úóđö ĕôõ÷ ÷÷ö÷øø÷ ÷Ĉýùċô÷ ďõ ÷ôĈóô÷ ĉĂö

þčóùô÷Č÷Ĉùøô÷ùøóõ÷Ĉýùõĕôõ÷ČđôóĂøö÷÷÷Ĉċĉĉ÷đñýúøü÷Ĉõóąøõ
 �üùó÷āô÷úõĉõóùøô÷ĕĈĉČ÷ĉóñýúøøô÷÷÷ñÿĄñþô÷ø÷÷ĎĂøô÷ú÷āóđċôóø÷ôĈóô÷úøú

þ÷Ĉýùċô÷úóôĈóøõúõöøóþøô÷ø

4÷õĂõ

áeó≤e



 �ú÷āó÷þù÷ñĔøøĆôĀøüúóùõóþô÷Ċþďõď÷þúùĄô÷÷ôĈóô÷čóõó÷òąùÿô÷ú÷ñăĔú
ü÷÷Ă÷ôóøô÷ úó÷Ĉąôóø Ąóāøô÷ø ü÷÷Ďđõ ú÷ÿóđñĄ ĕĈĉ ĊĔñÿāô÷ úĉûõ ü÷ĉĔĎøõ

þ÷÷ÿ÷ĈøúóõĔĈøÿĕĈĉĊĔñÿāô÷ø
ĕôøó÷  û÷Ďñă ďċñúøú üú÷ĔĎñă ýûøñ òăāú ÷÷ñă÷āÿ ĊĔñÿñ÷ùñýú ďõú÷āóñýċô÷ čóöö ĀĔąøúø
üĀóø÷ñÿñÿĄúĀóøĎñăóđ÷Ĉúú÷ĉĔĎøõ÷÷öóñýöõ÷ø÷÷ċĈĉúóþõøñòăøāô÷÷ôĈóô÷óđ÷ñĕĂĈøú û÷óùøñþõ
úø÷øüČđú÷āòøČđôĔ÷õúõăñýøú÷÷ñÿñÿĄúú÷āóñýõ÷ùøāó÷øčóĉāóñýõøñóđø÷ôĈóô÷ďąñýú
þùó÷āô÷ø÷āñÿô÷āóñýõøü÷ñăĎđô÷øõñăóāô÷čĔĈĉāóñýõøüĊóċĉó÷ùā÷ÿõ÷āóñýõøüøĉùñþô÷āóñýċô÷

úóđĎõāĔõó÷ôĈóĈôāó÷þĉñúñó÷Ĕ÷čóöĎô÷÷ø÷Āõóñ÷øô
 �÷ùø÷ùô÷÷÷ĉóĎñÿô÷ùāĔûôóøāùùúóõúóôĈóøõúõăñ÷Ĕøúùúü÷÷ñă÷āÿÿ÷ĔõÿĔüø

ùúĔóøô ÷ñÿóđô÷ "2030 ÷úÿĔùñýô÷ ÷úôøā" Ćôøóø üóđø ÷óôúùċô÷ ÷úĔċĎøô÷ ôóĄô÷ø
þúąñþċô÷ ĉýøó÷Ĉùô÷ù÷ąÿøô÷øüāôô÷ú÷āóđõ

 �ďąċúþ÷ôĈóô÷ú÷ñúÿúøĉċùô÷ĄĔñăúóüóýúõăñýøú÷úāó÷øþ÷÷÷ö÷÷õÿõ÷ùøù ñĔú
÷÷ÿ÷ĈĔô÷ ú÷āóđċô÷ ÷ñĔÿñÿõ ăñø ÷÷ĉĔö ÷úāó÷øþ÷ úóþċø Ąóāøô÷ ďõ ÷ôĈóô÷

þ÷÷ĉĔĎô÷
 �ü÷÷ôóùÿô÷ø ùñóÿąô÷ úóúĔøñýõ ĕĈĉ ÷ôĈóô÷ ĊĔñÿāø "ĊĔ÷ċô÷" òăó÷ò ĕĈĉ ùāĂô÷

ďõ ďñýāú óõ Ĕ÷ø üČđúĔò õóĂöø Č÷ÿ÷ùøñă÷ø ČđôĔ÷õ ÷ñùùõ ĕĈĉ Čđúĉóñýõø
þĉôĂøñýċô÷øñČđýóþöòąùñ

 �ďõĀĔąúøü÷÷ñăāċô÷÷óñþöó÷÷ÿñýĈñăñø÷ôĈóĈôòÿñÿĄõøĉĔóúĉċĉČ÷ċñÿú
þĆñăóċøõøāĔóøõúċøþõñóĎøø÷÷öóñýöõ÷Č÷Ăô÷úùøôĆôĀøûĀùĄøô÷úóôĈóøõ

 �þ÷Ď÷ùõúó÷ôò÷ăñøùþòāóñýõďõĊóĂøö÷ďõ÷ôĈóô÷ď÷ąċú
 �÷ÿûąõòăøāøĂóþöõ÷ úóúĔøñýõďñýāøúøú÷āóđċô÷ óđ÷ñāĔóú øøô÷ ÷úóÿąô÷ ÿĔüø

þ÷÷üĉø
 �øöøùøąôõ÷Č÷Ĉùøô÷ùôĉ÷óĈøĄõ÷÷ċ÷Ĉùúú÷āó÷Ąøÿõõ÷÷ċ÷Ĉùøô÷ú÷āóñýċô÷čóöö

þ÷÷ôó ùÿô÷øĉĉóÿøô÷ø÷ċöċô÷ø÷öøùċô÷òĆ÷ùĊóĆôĀøûČĈùøô÷øČ÷Ĉùøô÷ď÷ø÷ýø÷ùõø
 �þ÷÷Ă÷ôóøô÷úóñăāóċċô÷ø÷úùöĎô÷ú÷ùôĄô÷ĉõóąúĕĈĉ÷ôĈóô÷ĉóñýúĀùĄúûøùñþõ
 �ú÷āóôøþ÷ø÷÷ĉĔöčóđõñóđöõ÷ùøú÷āóđċô÷ĕĈĉ÷ċöóòø÷÷Ďđõú÷ÿóđñĄ÷ôĈóô÷ĂĎċú

þ÷ñÿñÿĄøõúóđüúõ÷ó÷ùñþôóø÷Ď÷ùõ
ĉñúñó÷ă÷ĂāúøñČ÷óñýúþ÷úĔöóûô÷÷Ĉýùċô÷øñùāĔóċô÷ú÷āóñýċô÷ýó÷Ĕ÷Ċóċĉó÷ùā÷ÿõ÷āóñýõ
øøô÷ ú÷āóđċô÷ø ùùôĄô÷ø ÷ñùùċô÷ ÷ôĈóô÷ ĂĎõø ÷úùñþôô÷ ùøùûô÷ øñ āóċûøñăóø úóñăāóċċô÷
þďúùñþùô÷øùÿóāô÷ĀùĂô÷úóúāúø÷ùø÷ùô÷÷÷ĉóĎñÿô÷ùāĔûô÷āóñýõúõøñĄóċøô÷ďõČđĎąċøñă
ÿóñÿøò÷ùñÿĉúóúāúúõĉõóùøĈô÷úāøùñúô÷ú÷āóđċô÷÷ôĈóô÷ĂĎċôĆôøóāóñýċô÷÷ø÷ĕùñýú

5 ÷õĂõ



úóöĔąõ1úðøčĔĉõøûĔñõ÷ø÷øþùĂøñýõùÿóñÿøò÷ĉôĂøñýõĀóċñúô÷÷ôóċô÷ø÷úā÷ÿõ÷øċòùô÷
üùó÷āô÷ ùÿĔüø ÷úùñþôô÷ ú÷āĂô÷ ùúĔóøø ď÷óôúùċô÷ ď÷þõóöùôô÷ 2 ü�2030 ÷úÿĔùñýô÷ ÷úôøā�
úùøôĆôøóāóñýċô÷āđúþĉôĂøñýċô÷ĀöóĈøĉüñþôď÷Ĉ÷ôĔõÿ÷ùñóĉċùô÷ĄĔñăúóüóý3ø
÷úĔđô÷øü÷÷ĎĔô÷Č÷Ăô÷ø÷öøùċô÷ø÷÷øóþúõ÷øÿóđøü÷øā÷ùñąõ÷øõóôñúö÷øÿóþô÷ĉċùô÷Č÷ò
üøĉĔóøô÷ ĉċùô÷ ÷ċ÷ò Čĉÿø üúóĉøùñþċô÷ ùÿóúāø ÷úāóąøø÷ ÷ñóĂûô÷ Čĉÿø ùāĔóøċô÷ ÷÷ĎĔô÷
þČđõóõó÷÷÷ċ÷Ĉùøô÷òąùÿô÷Ąóóöú÷ñăĔúøĉċùô÷ĄĔñýô÷ôĈóô÷ÿ÷ĉõ÷ĕĈĉČ÷Ăô÷ăø÷ ĉóĉóñýúø
ĕĈĉĊĔñÿāô÷øó÷üøùõóþô÷ùĔøñýċô÷ĕĈĉČđøñă÷āÿ÷Ĉñą÷Ĕċô÷ôĈóô÷ÿ÷ĉõ÷øñČđñýúòóđöó÷óċó

þ÷Ĉñÿô÷ú÷ĀúóñÿñÿĄøô÷ýó÷øñ÷÷Ďđõú÷ÿóđñĄ
ď÷Ĉñÿÿô÷ øñ ďúó÷ü øñ ÷ôĈóô÷ Ēñăāú ùøô÷ "÷÷ĂúĔñýøô÷ úċāô÷ ô÷óĄú" ûĔñĆĔõ āđú
ûõ÷ĕôõ÷÷÷ċ÷Ĉùøô÷ú÷āóñýċô÷čóööďõüôóûô÷čóùô÷øñõ÷úùøô÷ĕĈĉøöóûô÷øĊøó÷ď÷÷ñă÷āô÷
þ÷úùċùô÷Čđøÿôď÷ċöõ÷Ċó÷ñąøāĔöĎċøĆôĀø÷÷ĂúĔñýøô÷úċāô÷ô÷óĄúòÿóôõĕĈĉ÷ôĈóô÷

úĊþďõûĔñĆĔċô÷÷ø÷÷ôĈóô÷õĉĔøñýú
 �þ÷øĔĈóċô÷ú÷āóđċô÷øāāóùċô÷÷ĉĔċþõòĆùĉ
 �þĉċùô÷Ĕāöøøóþúõ÷āĔñÿúďúĔąúĕĈĉ÷ôĈóô÷ú÷þñþú
 �þøú÷øô÷÷ÿāøô÷÷ñóĂû÷øāĔó÷ô÷ôĈóô÷ú÷þñþú
 �þČđúó÷āøÿđĎċô÷òăøāÿôøùøĉċùô÷úó÷òþó÷øČ÷òúùú
 �üāôô÷ø üøĉóċþô÷ ĉċùô÷ ú÷āóđõ ÷ôĈóô÷ ĂĎċú øøô÷ ÷óñþöó÷ ďõ ÷ĉĔċþõ ù÷ñĔú

øøô÷ øùò÷Ĕô÷ Čôóùô÷ úóĂ÷ôóúø ÷ôóāô÷ úóñă÷āô ÷ñóñĆõóø üøú÷øô÷ ČĈùøô÷ ú÷āòø
øüóøĎøñă÷øøĈ÷Ĉāøô÷ ù÷ąÿøô÷ ú÷āóđõāĔóúøăúĔñýøô÷ ďĉ÷ôĈóô÷Č÷÷óÿõďñýāú

þČđúôòóĎô÷ø
ďõó÷ñăóñăó÷ ó ûôöóüóđĎõ ĉóĉċāúĊĔñÿñ÷ùøāó÷ øñĊøó÷øñă÷āô÷ĉñÿÿô÷øñùÿóċô÷òĆùùøñă

úøĈúóõĕôõ÷āđúøü÷÷ĂúĔñýøô÷úċāô÷ô÷óĄúõö÷Ĕü
 �ă÷ĂāøôûăúĔñýøô÷ĀöóĈøĕĈĉúóóùñþô÷ÿóċøĉ÷õôñăøăúĔñýøô÷÷ñă÷āÿ÷÷ċ÷ó÷Āó÷ø

þ"2030÷úÿĔùñýô÷÷úôøā"
 �þĊóċĉó÷ďõñþóăùúĔóú÷÷ÿ÷óøăúĔñýøô÷čĔđÿõďĉ÷õóĉùùööČúĂú
 �þÿ÷ùñó÷øĊóċĉó÷ĕĈĉăúĔñýøô÷ù÷ûóóúùõČđñøñ÷ôĈóô÷ùĉóñýõ
 �þÿóñÿøò÷øúċøþċĈôăúĔñýøô÷úñóĎõāóđĈõ÷
 �þú÷ùûôĔċô÷øúñ÷øô÷÷ñă÷āøûā÷ùĂô÷úĎñą÷÷ĈċĉøĆĈđøñýċô÷ćĔĈñýø÷ôĈóô÷Āúùùú
 �ĄĔñýô÷ øñ ÿøĎċô÷ úñĆĔċúø üúóĉóóò ĕôõ÷ ĄĔñýô÷ Č÷ñýĂú Č÷÷óÿċø ÷ôĈóô÷ Āúùùú

þù÷ùñýøô÷ø
 �úóõĄô÷ø úóþøĎċô÷ ăúĔñýú øñ āøþ÷ø Ēøóñþøô÷ Ēüøó÷ ÷ñùùõøñ÷ôĈóô÷ Čĉÿ

þ÷ôóùñăúĔñýú÷÷þ÷ú÷ùøñăõ÷úñĆĔô

6÷õĂõ



÷÷ñóñĆõ÷ ĊĔñÿñ ÷ùøāó÷ ùôĉ úóĉĔñĆĔċô÷ ăø÷ ĕĈĉ ñóĎôô÷ øöóûô÷ øñă÷āô÷ ĉñÿÿô÷ ĉċąøñýú
úĉûõ÷÷ñóñĆõ÷Č÷÷óÿõòþòóĎú

 �āđøñýċô÷ĄĔñýô÷úõóđøóāóñþõčĈúøøô÷÷õĄô÷øó÷ÿøĎċô÷úóõĔĈùõ÷ù÷ôăùñĄ
þĊóñÿú÷÷÷ĈċĉĊĔý÷õóĉùùööñóĂôõ÷ø

 �úóóùñþô÷ ôóĄú Ā÷ó Čđñø ÷ÿĈøĄċô÷ Āĉõ÷ û÷Ĕöó÷ ČĈùú ĕĈĉ ÷ôĈóô÷ ùĉóñýõ
þó÷āĔóúøúċāĈô

 �øó÷÷óùñĄĊĔýď÷ùõûóôóö÷ď÷ąĈđøñýċô÷ñóóĉõ÷ø÷õóùô÷úóòùô÷ĉċĉ÷÷ÿ÷óăùñĄ
þòÿĄñĄ

 �÷ĉĔĎøċô÷úóù÷ôċô÷ÿúøùúăö÷ùøøñÿĄñþô÷ú÷ôô÷÷÷ĈċĉČđñĕĈĉ÷ôĈóô÷ùĉóñýõ
þ÷ýóøċô÷

 �øċòùô÷ăúĔñýøô÷úó÷þ÷ú÷ùøñăõ÷øøċòùô÷ăúĔñýøô÷÷÷ċ÷ó÷ć÷āÿõ÷ĕĈĉ÷ôĈóô÷ùĉóñýõ
þčĔ÷ô÷Ċóċĉó÷Čôóĉøñ

÷úóđöĉċñþúüöóøąô÷øñĉñÿñĉóùĔøāõúõāÿ÷ùøôóø÷ôĈóô÷āāóùõøú÷āóđõòăó÷òĀóċñúô
þ÷ĉĔĎøċô÷ø÷Ĉõóñþô÷Č÷÷Ăøô÷úó÷þ÷ú÷ùøñăõ÷úõ÷Ăñ÷ĔøõČ÷÷Ăú÷óñþöó÷ø÷Ĉñăó÷ĉñÿñĉó

ČôóùôóĎúóĎøøóĎöóĎøó÷ĉ÷÷óóúøÿ÷ĉõ÷øñöóøąô÷÷ø÷Č÷óñýúĀó÷ĉüøĉĕôĔċô÷Ĕĉö÷ ûù÷þó÷ø
øñøČđĈôĂøñýõñóĎøøñČ÷óñýúĀó÷øü÷ċąāøČđúóòóĀ÷ĈĔúĕĈĉČ÷ÿāúĀó÷øüĊóċĉó÷øĉċùô÷

þČđøôøÿùúĔóú

þÿ÷ñýô÷øĊĔôĂô÷÷Ċóóñýö

7 ÷õĂõ



10 öóøąô÷ďĉùøôö
15  1 AõédG

16 ăúĔñýøô÷øñ÷õĂõ 1 π°üØdG
18 ăúĔñýøôóøÿĔñÿĂċô÷óõ 1-1

28 ăúĔñýøô÷ĕôõ÷úóóùñþô÷Āóøāú÷Āóċô 2-1

40 øĂúĔñýøô÷čĔđÿċô÷ 3-1

49 ăúĔñýøô÷ù÷ûóóú 4-1

58  Č÷÷Ăøô÷ 1 π°üØdG

66 ĆĈđøñýċô÷ćĔĈñă 2 π°üØdG
68 ĆĈđøñýċô÷ćĔĈñăČđñ 1-2

76 ďúùøñþċô÷ÿāúùøô÷óõ 2-2

88 ĆĈđøñýċô÷Ďĉā÷ùĂô÷úĎñą÷÷Ĉċĉ 3-2

101 ÷÷ñýñóĎøô÷Ċóċĉó÷÷÷øøñăúĔñýøô÷ 4-2

110 ăúĔñýøô÷ýĔāø 5-2

119  Č÷÷Ăøô÷ 2 π°üØdG

126 ăúĔñýøô÷úó÷þ÷ú÷ùøñăõ÷ 3 π°üØdG
128 ăúĔñýøô÷÷÷þ÷ú÷ùøñăõ÷ùñąóĎĉ 1-3

136 ĄĔñýô÷ďõĂö÷ùñĄĕĈĉ÷óùøô÷ 2-3

148 ÷÷ñýñóĎúù÷õöóñýøó÷ĉüó÷ďõúñĆĔċøô÷ 3-3

157 Č÷÷Ăøô÷ 3 π°üØdG

164 úóõĄô÷øúóþøĎċô÷ 4 π°üØdG
166 ÿøĎċô÷ÿúõ 1-4

179 úóóùñþô÷øď÷ąĈđøñýċô÷úóþøĎõ 2-4

187 úüÿøĎõùúĔóú 3-4

196 ÷õĄôóøÿĔñÿĂċô÷óõ 4-4

205 úóõĄĈôøĂúĔñýøô÷ÿúċô÷ 5-4

214  Č÷÷Ăøô÷ 4 π°üØdG

8òăùđñ
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223  2 AõédG

224 ÷÷ĂúĔñýú÷Ĉċāôô÷óĄøô÷ 5 π°üØdG

226 Ċóñÿú÷÷÷Ĉċĉ 1-5

240 Ēñ÷÷ó÷øÿúøùøô÷āøÿ 2-5

255 øþúøùøô÷ÿúċô÷ 3-5

270  Č÷÷Ăøô÷ 5 π°üØdG

278 ÷õóùô÷úóòùô÷øĀĉõ÷ 6 π°üØdG

280 Ēĉ÷Ĕöó÷øĀĉõ÷÷ù÷ô 1-6

288 ó÷ø÷ÿĎúø÷÷öĉõ÷÷Ĉċýô÷óĄú 2-6

308 ÷õóùô÷úóòùô÷ 3-6

322  Č÷÷Ăøô÷ 6 π°üØdG

330 úóù÷ôċô÷ÿúøùúøøñÿĄñþô÷ú÷ôô÷ 7 π°üØdG

332 øñÿĄñþô÷ú÷ôô÷÷ù÷ô 1-7

351 úóù÷ôċô÷ÿúøùúăö÷ù 2-7

366 ÷÷þúøùøô÷ôóĄô÷ 3-7

378 Č÷÷Ăøô÷ 7 π°üØdG

384 øċòùô÷ăúĔñýøô÷ 8 π°üØdG

386 ăĔċöøøċòùô÷ăúĔñýøô÷÷ù÷ô 1-8

405 øċòùô÷ď÷ąĈđøñýċô÷ćĔĈñă÷ôò÷ùõ 2-8

416 øċòùô÷ăúĔñýøô÷÷÷þ÷ú÷ùøñăõ÷ 3-8

430  Č÷÷Ăøô÷ 8 π°üØdG

438 úóāĈóñÿċô÷÷ċöóò

9 òăùđñ
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1.2

 � °S º¡a
¡à°ùªdG

á°ù«FôdG äÉë £°üªdG

Consumer Behavior 

Final Consumers

Business Consumers 

Need

Want

1.1.2

2.1.2

º ©àdG ±GógCG

á« j�°ùJ Q�eCG

 ∂àaô©e §°ûf

1 .

2 .

3 .

»ªbôdG ¢SQódG §HGQ

682 π°üØdG

á°ù«FôdG äÉë∏£°üªdG

ôĄøúóāĈóñÿċô÷ùđöúþòăāÿ ĉó÷÷ýóøøñ÷øñ ûøó÷òĆùùú
øñóđÿúùùúùđöúþóđ÷ĈĉāĔûùô÷ĉđñý÷ôòăāô÷ďøõøñòúúùĉ

þúóāĈóñÿċô÷òăùđñ

∂àaô©e §°ûf
þòóĎô÷ù÷ąÿøô÷÷Ĉñăó÷čĂú

º∏©àdG ±GógCG

 û÷ùúùñă ûùùööòĆùùú
þòăāÿ ĉąô

 á«≤j�°ùJ Q�eCG
÷÷ôóāô÷ĉöóñýċô÷ĕĈĉóùú
û÷Ĕöó÷ĉûõăúĔñýøô÷Čôóĉøñ

þúóóùñþô÷øď÷ąĈđøñýċô÷
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Extensive Decision Making
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»YÉªédG ª©dG
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3.2 ¢SQódG
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4.1 ¢SQódG

áMÉ°ù�G �«H �HÉàJ ôØ°ùdG äÉeóN äÉcô°T

" "

"revPAR"

Revenue per available room

 ASMs: Available

seat miles

RPMs: Revenue per passenger miles

Ö°ùMG

1 .% 20

2 .% 20

j�°ùàdG � äÉ«°VÉjôdG

ëJ �É f

1 .

2 .

3 .

 3.4.1

�ªàéª d �aÉf j�°ùàdG
Marketing Benefits Society

"6-1"

°�aCGh IójóL äÉéàæe
New and Better Products

53
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÷

¢SQódG º«« J 3.1

?âª ©J GPÉe

1 .

[1.3.1]
2 .

[1.3.1]
3 .

[2.3.1]
4 .

[2.3.1]
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1 .
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:äÉ«°VÉjôdG
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2 .
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4 .
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5 .
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6 .

[1.3.1]

7 .
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8 .
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9 .
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10 .

[3.4.1]
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ăúĔñýøô÷úó÷þ÷ú÷ùøñăõ÷ 3 π°üØdG

úóõĄô÷øúóþøĎċô÷ 4 π°üØdG
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1.1

?gj�°ùàdÉH O�°üfªdG Ée

á°ù«FôdG äÉë∏£°üªdG
ăúĔñýøô÷

Marke  ng

ăúĔñýøô÷úóõĔĈùõùā÷ÿõ÷
Marke  ng-Informa  on 

Management

úĕĈĉ÷ ûāÿóòĐĔąøñăòăāô÷÷ø÷ďõñóđøö÷ùø
þăúĔñýøô÷Āúùùú 1.1.1

þăúĔñýøô÷÷ñă÷āÿ÷÷ċ÷ó÷Đó÷ø 2.1.1

þúñýøô÷ăúĔñýøô÷ĀöóĈøĀñąø 3.1.1

º∏©àdG ±GógCG

á«fj�°ùJ Q�eCG
 û÷úāøùñĆ ûùÿùøõ û÷óñþöó÷ ĉċñþúøüúóóùñþô÷ĀöóĈøČ÷ó÷ýó÷Ĕ÷ăúĔñýøô÷
ĀöóĈøùùôó ûñăóñăó÷ùñĔúøü÷÷āøùô÷ù÷Ċø÷÷āøùô÷úóñýñăôĔċô÷ āĉóăóþĎô
ăóþĎô÷ďõĒú÷āóđõùúĔóúøăúĔñýøô÷Č÷÷óÿõ÷ñùùõĆĎąċúþ÷Ă÷ñĄďđõø

þøĎđċô÷ćāóñýõøñ

 ∂àaô©e §°ûf

1 .øñ ù÷ąÿøô÷ Ďĉ ĆĎ÷Ā ĕôõ÷ ÿùú øøô÷ úóċĈąô÷  āĉąø øĎ÷øô÷ Āñÿùô÷ čĄøñă÷
øñćāóąñó÷Č āöö÷ĀóċôøĕøõøĀ÷óøēøÿĎúďõøüăúĔñýøô÷÷÷÷óõøñùąñþăúĔñýøô÷

þòýċĄô÷úóðÿô÷ēøđô÷÷Ď÷Ā÷óúùþ
2 .þăúĔñýøĈôĆöóñþöõ÷ďõĀúùùú÷øóøąô÷÷Ď÷øô÷ĆøóúùþčĄøñă÷
3 .÷÷øùùô÷ ÷ąĈċċô÷ øñ ăúĔñýøô÷ øñ ď÷Ĉõóùô÷ Đó÷ Ăøùú øøô÷ ÷óñþöó÷ø  āčóđċô÷ óõ

þ÷ċöóòøñćāóąñó÷úñĆùÿóĉĉċĉûĔôñăó÷ĊþóđöøøÿĎú÷úÿĔùñýô÷

18ăúĔñýøô÷øñ÷õĂõ 1 π°üØdG



 1.1.1

gj�°ùàdG ∞jô©J
The Definition of Marketing

ďúóôøô÷÷ø÷ÿ÷ĂþóđĎúóôúøĒøóñþöó÷ û÷Ĕöó÷ ÿùøôăúĔñýøô÷÷÷÷óõĀúùùúõùñÿúò
þĉôĂøñýċô÷øñûóñýúóøùċøñý÷ñăďúóôøô÷ĄóóöĐó÷øôúøü÷÷ñĆóċô÷÷Ĉ÷ĈĂô÷ÿĔĂùô÷øñ
ü÷ćóñýôôóø ďúùñþùô÷ ĐùĂô÷ ĀñÿøĎõ øñ Čôóùô÷ ĊĔý ăúĔñýøô÷ ÷óñþöó÷ ùċñýú÷ ü ûûõ
÷÷öĉõ÷úóýĔĈô÷ùôĉď÷ąĈđøñýċô÷ĕĈĉúóõĄô÷øúĈñýô÷òĆùĉòý÷öùô÷óđñ÷Đóóø
òĆùĉ øñ ăö÷ùóô÷ø ĊóąñĄó÷ ÿ āùøú ùñĆóāô÷ ùòĔô÷ øñø þĐĔúÿĈøô÷ øó÷ ÷ĉ÷Āõ÷ øó÷

þúóõĄô÷øúóþøĎċô÷
úóñýñăôĔċô÷ø ÷óñþöó÷ Ēöóóø ăúĔñýøô÷ 2017 øñ ÷÷ąúùõó÷ ăúĔñýøô÷ ÷÷ùċü ùñ āùĉ
÷ø÷ù÷ñþ ÿúøóđùúĂĔúøóđøĀúùùøô÷øúóõþøúóþøĎõČúĂøô÷õĄøñýċô÷úó÷Ĉċùô÷ø
ùó÷ üñóóùñþĈô óđñĆøùĉ úóóùñþô÷ ûĂĔú ò üñċùô÷ ĕôõ÷ ÷ñóñĆõóø Ēöó÷ ĕôõ÷ Āúùùøô÷
ā÷đøñă÷ Đõ÷ þďā÷ùõ Đóąõ øñ òþ÷ùú ďõ  āĉó ùó÷ ü ûõóó úċøþċĈô øó÷ üùùþó÷ úóóùñĄ
÷÷ĉĔøô ÷÷õĔąāô÷ ù÷Ċøó÷ ÷÷õĔąāô÷ úóñýñăôĔċô÷ øùñă õôñýø ĐĔąú ăúĔñýøôóø úċøþċô÷

þ÷Ďā÷ùõóúóñúĂøøó÷óđøóñþöóóøòăóĎô÷
 û÷óñþöó÷ ó ö÷ôóýĉċñþú Ēöó÷ Ĕ÷ø üĒÿúùùú øñ÷ ûù ā÷üú ùù÷þó÷ ÿĔĂùô÷ øñăúĔñýøô÷ đñĄ
ú÷ñúÿúďĉúóöó÷øĕĈĉĊĔñÿāô÷ĉċñþúõóñþöĔ÷øúøĂúĔñýúüāøø÷ÿĎúĉûõüùùþó÷
Čû úóöó÷ôô÷ ēø÷ ĉ÷Ĉāúø ü÷÷ö÷ùñþô÷ Čđú÷ÿóĉø Čđúóċñăø Čđøóñþöó÷ø ď÷ąĈđøñýċô÷
úóþøĎċĈô òý÷ôø āóąñó÷ø ÿ÷ùñóôÿúøùøĈô ó ö÷ôóýăúĔñýøô÷ č÷Ąøñă÷ ú÷ñþúø þóđÿ÷ĈĔú
ď÷øČđñýÿöóăúĔñýøĈô ûûõď÷ÿôôĔċô÷āóôóĀóøāúøþăøóñýô÷øñóċóõñýāñúóõĄô÷ø
ĊĔýóđôùñþô÷Ďā÷ùõ÷ôóñăāĉ÷ñąĔúøñ÷õĔąýõĊùúòøó÷üČđôøóñ÷ùñĄ÷øāùĂ÷ô÷õóùô÷

þ÷õóùô÷÷āñÿô÷
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úóòĉą÷ñăùúø òý÷ñăóóú Ĕ÷  Marketing ≥jƒ°ùàdG ďõ òý÷öùô÷ òĆùüô÷ Ċ÷ú óõ
ÿ÷ùñó÷øüăúĔñýøô÷ø āÿĎúùøô÷òÿĄñþô÷øó÷÷ñýñăôĔċô÷øó÷÷óùñþô÷ď÷ø÷Ď÷øõùāóþúĊÿóôú
ú÷ø ÷ĉĔĎøõ úóñýñăôĔõø úóóùñĄ úùú þ÷÷ĂúĔñýøô÷ ĉöóñăùô÷ ĕĂĈøú øøô÷ úóóùñþô÷ øó÷
úó÷Ĉċĉďõúùô÷ČđĎ÷ø ĀüĔÿúóċõü÷ÿĈøĄõû÷Ĕöó÷ďõñċùôóđúóõþøó÷óđúóþøĎõ

þø"1-1"ĉąñþô÷ùööÿ÷ùĊÿóôøô÷

á°ù°SDƒªdG/ácô°ûdGπ«ª©dG∫OÉÑàdG

óċĎ÷ñýô÷āøÿóċĎ÷ñă÷óñþõþĒ÷ñùøĈôúøċċô÷øĂúùċô÷ĊĔñąĔô÷
öĔôýûā÷õöĔôýú āĎñÿõþĒøþôóùċôùÿĔþô÷ăöóñĂċòĉ÷ñąĔú

õ÷ôćĕñĆùõ÷úóĉùô÷øăøùþô÷øòĆ÷ùõó÷÷þôóùõ
þ÷÷āñÿô÷

÷÷Ĉó÷ôĈćùúĔóøô÷øú÷ÿóđñþô÷øÿ÷óĎċô÷
þøĎđċô÷

ùāóþúĐ÷ù÷ćùñăó÷øÿ÷ùñó÷øĊóċĉó÷øùñóñýõĐøÿĐċô÷ď÷øĂúùċô÷øďõò÷ĉĂĎøô÷
þù÷þóóú

÷õĔąāô÷ĐĔĎć÷Ĕċô÷ù÷ñĔúø÷úóĉùô÷ø÷ĎĂøõ÷ÿ÷ööûā÷ĔñĄ
ČúĂúøăö÷ùāô÷÷āñóąõøďõó÷

þ÷ùøċõùó÷ý

þĊÿóôøô÷ďõõóċöó÷ùĉăúĔñýøô÷ĉċñþú"1-1"πµ°ûdG

ĆôĀ ĉôò ĕøý øó÷ ü÷õþ øó÷ ÿøĎõ Ąćõ÷ Ďĉ Ąó÷ñýô÷ ÷ø÷ øñ ÷òùô÷ òýñăôĔú
÷óñþöó÷ ùÿôĔúø þÿøĎċô÷ ùúĔóú ÷Ĉýùõ øñ øĂúĔñýøô÷ üāôô÷ ĕĈĉ ď÷ċöóĂĈô ÷ôñýĎôóø

þ÷òùô÷ēø÷ą÷ñăùúĕôõ÷óđøú÷øùø÷Ĉñą÷Ĕøċô÷ăúĔñýøô÷
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þēø āÿĎúóđù÷ċüĐó÷õ÷üăúĔñýøô÷÷óñþöó÷øñùùþó÷ďĉùôóó÷÷üāøúóóùñþô÷òúùøõùĄĎú"2-1"πµ°ûdG

iôÑµdG ≥jƒ°ùàdG á£°ûfCG äGP äÉcô°ûdGiô¨°üdG ≥jƒ°ùàdG á£°ûfCG äGP äÉcô°ûdG

÷öþøô÷āóþú÷õóùô÷ăñ÷ùċô÷
ú÷āó÷ñýô÷āóþúúöóñÿċô÷

āāóñÿċô÷÷ôñăóāċô÷úóóùñĄ
÷úāóĂùô÷úóóĔô÷ùóõóāċô÷úóóùñĄ

gfëJ �Éff

þćùøñÿøñ÷Ĉðñăó÷ďĉõüó÷
1 .ďúùñþùô÷ĐùĂô÷ĀñÿøĎõøñăúĔñýøô÷÷óñþöó÷ùöóóĀ÷ó
2 .ĕøý ûùÿĔüĔõďąúČôøøô÷øóö÷ôóýăúĔñýøô÷óđĈċñþúøøô÷÷óñþöó÷óõ

ùñúõ÷Ĉ÷ĈòÿĔĂĉ
3 .þāóąñó÷øÿ÷ùñóôÿúøùøĈôăúĔñýøô÷č÷Ąøñăď÷ôóûõ Āôĉó÷
4 .Đò÷ĕøýóđø÷ċ÷óóø û÷öÿøāõùô÷Ăóõøøô÷ăúĔñýøô÷ā÷÷ó÷óõ
5 .Ē÷ñùā÷üøñă÷Āóõ"1.1"Ćúñ÷ùòĉôòĒøôøóùøô÷ăúĔñýøô÷Āúùùúúü÷ā

Đò÷

 2.1.1

?gj�°ùàdG ¢SQóf nºpd
Why Study Marketing?

÷øĔĈóõĀöóĈøĕĈĉĊĔñÿāô÷ďõĆĎ āąċúĒöóû÷ñă÷āĈô÷ ûù÷ûõ ûóþõăúĔñýøô÷ùú
ĔċĎô÷ òąùñø øÿ÷ĈĔô÷ óñĆùô÷ ďõ ÷ùÿúùõ úóüāÿ ĕĈĉ ĊĔñÿāô÷ø ü÷ùÿúùõ õú÷øùø
 āĉó ďõ úóñýñăôĔċô÷ø úóóùñþô÷ ăóþö øñ óöúāĔāõ ÷ ûāøÿ čĔ÷ô÷ ăúĔñýøô÷ õùĈúø øĎđċô÷
āóþúøď÷ù āĎñÿċô÷ďõ āĉóď÷òĔñýċô÷ĕôõ÷Āóøāúþ("2-1"ĉąñþô÷ùööÿ÷ùû÷Ĕöó÷øčóþýó÷
þù÷÷óñþċô÷ø òăā÷ċô÷ø Āýóøċô÷ø ÷÷õĔąāô÷ úóñýñăôĔċô÷ø üôÿĎô÷ úóóùñĄø ÷öþøô÷

þĂøùúøĂþĎøôĊó āùÿô÷ăúĔñýøô÷ĕôõ÷ĀóøāúúóñýñăôĔċô÷øúóóùñþô÷ēø÷
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øøô÷čĉõ÷ĉöóñăøû÷Ĕöó÷ āĉóøñó÷÷ùöþăúĔñýøô÷÷óñþöó÷ĕĈĉ û÷ôÿó÷óĎôĔýďõùùö
üýóø óĎõ õĈóú óõĎĉø ü÷õóùô÷ úñą÷Ĕċô÷ ďĉ ÷ñĆøùùõ úóöĉõóó üóđõĄøñýö
ùöóñă ďĉ ăúĔñýøô÷ úóċøú þĄ āĔñýú óùõ øñ ùó÷ā ûóøñă÷ øñ ÷óāóñþċô÷ ĄĔñýô÷ øñ
ēā÷ùòùôĉĒñăāóċúøüĒ÷ñùûôĔúø ûùùñĄóôõĒ÷ñõùĄĎúĆĈđøñýċô÷Đóûúóóùñþô÷÷óñþöó÷
úóõĔĈùõúóóùñþô÷ĂĎċøøó÷üĒôĀøù ÿõùûóó÷øó÷ÿøĎõñ÷ùñĄā÷ùĂø ûûõćāóñþúþñ÷ùñþôóø
÷Ĉýùċô÷ ĊþăúĔñýøô÷ ÷ñă÷āÿ ćĉóñýú ò þñ÷ùñþô÷ øñ ÷÷ñÿĄñþô÷ Ēú÷ñúÿú ďĉ
öøþú Ā÷ó Čđÿøñă Ćöó ĉñúñó÷ ñ÷ùñĄ ú÷ā÷ùò ĀóĄú÷ ĕĈĉ ÷÷ùõóþô÷ øó÷ ÷úĔöóûô÷

þóđúóõþøóđúóþøĎċôď÷ąĈđøñýċô÷ďõ û÷Ď÷ùõ û÷ĉĔċþõúóóùñþô÷
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gfëJ �Éff

þ÷Ĉðñăó÷ēø÷÷øóüõ÷÷ĔñþòóöČûùûóó÷øó÷ď÷Ďû÷ďõó ûĂúùñ÷Ĕö āĔó
1 .óđøĉċùô÷øñõĊùúøøô÷Ćõóċø÷ ûùāóûõ÷ùûóó÷ăúĔñýøô÷ĀöóĈøóõ

 þČ Āôø ûôĂøñýõ
2 .Ą āĔÿú øñ ùôóó÷ ÷üāø Č÷óñýú ăúĔñýøô÷ ĀöóĈø òúùø Đó÷ Ăøùú ĉ÷

þĆøøóüõ÷ăùñĄ÷ó÷ù÷ĊĕĈĉ÷÷ĂúĔñýú÷Ĉċý

 3.1.1

�°ùàdG gj�°ùàdG ∞FÉXh
The Nine Marketing Functions

ăúĔñýúøñ÷üāċô÷÷óñþöó÷ĆôøøñÿĂöóĎöõóñüăúĔñýøô÷ĀöóĈøďĉüúāô÷Ďĉ
÷øôüăúĔñýøô÷÷÷Ĉċĉøñ÷Ďā÷ùõā÷÷ó÷ă÷ĂāúĔ÷óđĎõ āĉóòĆùĊøúóõĄô÷øúóþøĎċô÷

þ÷÷ĂúĔñýøô÷ā÷÷ó÷÷óùñþô÷øó÷÷ñýñăôĔċô÷ăĂāúóõĎĉôĂñăúĔñýøô÷ĂþĎú

ùùüñÿô÷úóóùñþô÷óõó÷þăúĔñýøô÷ú÷ā÷ÿõ÷øñď÷ñÿñÿĄøõùùôąô÷úóóùñþô÷ĀĈĔú
ďõñþóùùþó÷÷óñþöó÷ĕôõ÷÷ñóñĆõóøăúĔñýøô÷÷óñþöó÷øñĐĔĈċùúó ûñąóĄñĄó÷ĀĈĔøñ
ùĉóñýċô÷ďõăø÷ùøúüĀöóĈĔô÷ďõ÷ÿĈøĄõó ûĉ÷Ĕöó÷ăúĔñýøô÷ú÷ā÷ÿõ÷ĉċñþúþČđøÿ÷Ĉø
ùùþó÷ĀöóĈĔô÷òúùøĀóøāúøď÷ąĈđøñýċô÷úóöó÷øĉ÷Ĉāúĕôõ÷úóöĉõ÷Č÷ċñÿúøñ
ĀöóĈøòúùøôôúùúøþñċùô÷÷õþø÷úóĉô÷øúóù÷ôċô÷ĉûõüăúĔñýøôóø÷ñùùċô÷ĕôõ÷
Āúóđô÷ùôĉĄĔñýċô÷øó÷÷öþøô÷úóù÷ôõĀĈĔõĉûõüăúĔñýøôóøúóóùñþô÷øñď÷öøôċô÷

þñċùô÷÷õþāóñþøñýõøó÷
ĕôõ÷øĂúĔñýøô÷øÿ÷ĈĔô÷ČĈñýô÷øñĀāøô÷ďąċċô÷ďõüĀöóĈĔô÷ēø÷ďõó ûòóö÷
āĔóøô÷ òąùñø óđôú÷øā ûóÿúāóø õñąóĎċô÷ ēø÷÷ċøúø ÷úÿó÷Ăô÷ø ÷úø÷ÿĎøô÷ õñąóĎċô÷

þóđ÷ñùā÷üøô÷÷ĉùñăøøĎđċô÷
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 IQGOEG
 äÉeƒ∏©e
≥jƒ°ùàdG

 §«£îàdG
≥jƒ°ùà∏d

èàæªdG IQGOEG
áeóîdG hCG

™jRƒàdG

ô«©°ùàdG

πjƒªàdG

ôWÉîªdG IQGOEG

èjhôàdG

™«ÑdG

 ∞FÉXh
gj�°ùàdG

"3-1" πµ°ûdG

ăúĔñýøô÷ĀöóĈø

úø"3-1" ĉąñþô÷øñď÷ôõĔ÷óċóùăúĔñýøô÷÷÷Ĉċĉøñ÷ÿĈøĄõĀöóĈøúñýúćóĎ÷
1 .ĄĔñýô÷ďĉúóõĔĈùċô÷ú÷ċþúĉċñþú MarkeƟng planning≥jƒ°ùàdG §«£îJ

÷ôó āùñăúĔñýú÷÷þ÷ú÷ùøñăõ÷ùúĔóøôóđõ÷Ąøñă÷øü÷õþøó÷ÿøĎõú÷ôø÷ñđøñýċô÷
þĄĔñýĈô

2 .ùúĔóúĉċñþúProduct and service management  áeóîdG hCG  èàæªdG IQGOEG
÷ñđøñýċô÷ĄĔñýô÷ďõ÷üùĄøñýċô÷úóõĔĈùċĈô÷øóþøñăóóúóõĄô÷øúóþøĎċô÷

þú÷ôôóø
3 .ñ÷ùñĄøó÷č÷Ąøñă÷ĉ÷đñýøôăö÷ùóô÷ĉñúñó÷āó÷øþ÷ĉċñþú DistribuƟon ™jRƒàdG

þùóĎĂô÷ùā÷ÿõ÷ĂĈóñÿċøó ûöó÷ýó÷÷ø÷āùùÿúþ÷õĄô÷øó÷ÿøĎċĈôòăóĎô÷
4 .Đóóñþø ĉñą÷Ĕøô÷ø úóõĄô÷ øó÷ úóþøĎċô÷ ÷ÿĈąú úāú ĉċñþú  Pricing ô«©°ùàdG

þĆôĀ
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»fj�°ùJ �jQÉæ«°S
ùúüĄĔñýôùöóñÿùô÷ú÷ø

Selling smoothies to a new market

ùÿóøôóøøāñąù÷ñÿĉĀóøöõ÷ñøùöóñÿùô÷úĎñÿú÷úÿĔùñăúóøøùñþõ÷óùñĄúāùò
ó ûñąĔñÿþøď÷ùñó÷Ĉôùöóñÿùô÷ú÷ø÷óùñþô÷ēø÷úùúþú÷øùñúĄô÷ø÷đóóÿô÷øøù÷ôóô÷
čĄøñýøñă Čû þ÷ñđøñýċô÷ ĄĔñýô÷ ďĉ úóõĔĈùċô÷ úċü ø÷ ĕôøó÷ ùĔóĄô÷ þ÷ôĈóô÷
ÿùþċøþùöóñÿùô÷ùúĔóúøČ÷ċñÿøô÷÷ĂúĔñýøô÷úóõĔĈùċô÷ēø÷÷óùñþô÷øñĀóøöõ÷ùā÷ÿõ÷
ùā÷ÿõ÷ø ăúĔñýøô÷ ùā÷ÿõ÷ Đøóùøøñă ü÷óùñþô÷ ùā÷ÿõ÷ čóõó÷ úóþøĎċô ú÷āó÷þ ùĉ ùñ÷Ĕú
÷Ĉýùċô÷ēø÷ĉċñþúþāóùñăó÷úāúøù÷ñÿùĈô÷÷ĂúĔñýú÷Ĉċāô÷÷ö÷÷õúñĆĔô÷÷ôóċô÷
ĀóĄú÷ĉċñþúóċóüùúþô÷ùöóñÿùô÷úóþøĎõú÷øøăúĔñýúøñ÷Ďõóąô÷ùćóĄċô÷Č÷÷Ăú

þùćóĄċô÷ĆĈúďõ āāô÷÷÷ÿ÷ąøăĈùøúú÷ā÷ùò
ùôô÷óđĎąċúüùöóñÿùô÷÷ÿĈąúøăóøċô÷÷÷ö÷÷ċô÷ýĈôõăúĔñýøô÷ùā÷ÿõ÷āùùúóõĎĉ
ù÷ñÿùô÷ú÷ø÷ôóāô÷ēø÷øñāùĂúþāđøñýċô÷ĆĈđøñýċĈôĒù÷øăö÷ùćĉñúñó÷ā÷ùòøñ
ø÷ ÷÷ôóøô÷ ùĔóĄô÷ þøùõóþô÷ čùāô÷ øñ úóđ÷ñóąô÷ø úāċô÷ øñø üùöùøöõ÷ ùôĉ
đþô÷ĊøøøĊóċô÷ąñĆā÷ùòăúĔñýøô÷ùā÷ÿõ÷ĀóĄú÷øüúóþøĎċô÷ÿúøùøô÷ĈċýČ÷ċñÿú
÷óùñþĈôĆĈđøñýċô÷úóĂ÷Ĉùúĉñÿúüú÷ôĈôÿøĎċô÷ăùćÿùþċøøøöøùøąôõ÷ăúĔñýøô÷øñ
ĉóñýúþĒù÷ôô÷÷ĂúĔñýøô÷ăö÷ùóô÷øÿøĎċô÷øñ÷úāøùñúô÷ú÷ùā÷üøô÷ø÷ÿĎøôóđĈüøñýúøøô÷

þ ûôĂøñýõóđúóþøĎõďõúċô÷ú÷øĕĈĉ÷óùñþô÷āóñýċô÷÷ø÷

G kóbÉf G kô«μØJ ôμa

1 .ď÷ùñó÷Ĉôù÷ñÿùô÷ú÷ø÷óùñþô÷úāùò÷ĀóċôćÿóĂøĉ÷øñ
2 .úþô÷ÿøĎċô÷ú÷øďõ÷óùñþô÷óđđü÷Ĕúòøøô÷÷Ĉċøāċô÷ùćóĄċô÷óõ
3 .čó÷Ăô÷ø øùõóþô÷ čùāô÷ øñø ùöùøöõ÷ ùôĉ úóøøùñþċô÷ ú÷ø ÷óùñþô÷ úāùò Čô

øöøùøąôõ÷ăúĔñýøôóø
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þ÷Ĉðñăó÷ēø÷÷øóüõ÷÷ĔñþòóöČûùûóó÷øó÷ď÷Ďû÷ďõó ûĂúùñ÷Ĕö āĔó
1 .úóõĄô÷øúóþøĎċô÷ùā÷ÿõ÷ĉċñþú÷Āóõ
2 .ù÷ùñýøôóøÿĔñÿĂċô÷óõ
3 .ăúĔñýøô÷úóõĔĈùõùā÷ÿõ÷ā÷÷ó÷óõ

5 .÷úāøùñúô÷ ÷÷ôóċô÷ ú÷āóċûøñăô úó÷ö÷÷õ úñĆø ĉċñþú Financing πjƒªàdG
úóõĔñýāô÷ĉûõüñċùĈô÷÷ôóċô÷ùĉóñýċô÷ČúĂúø÷÷ĂúĔñýøô÷÷óñþöó÷ø÷ÿĎøô

þúóõĄô÷øó÷úóþøĎċô÷ñ÷ùñĄĕĈĉČđúĉóñýċô
6 .ø÷ÿĎúøñ÷Ďõóąô÷ùćóĄċô÷Č÷÷Ăúĉċñþú  Risk management ôWÉîªdG IQGOEG

þďąċõāòĕöÿóùćóĄċô÷ēø÷ĉ÷ĈĂøôčĈúóõø÷ÿĎúø÷Ďā÷ùõăúĔñýú÷óñþöó÷
7 .÷õþøó÷ÿøĎõòĆùùôăö÷ùóô÷ďõēù÷ĊøĐĉõ÷ĉċñþú PromoƟonèjhôàdG

þĒõ÷Ąøñă÷øó÷ÿøĎċô÷ñ÷ùñĄĕĈĉČđù÷þñþøôùùþó÷úóóùñþô÷øó÷ĆĈđøñýċô÷ĕĈĉ
8 .Č÷÷Ăøô ď÷Ĉċøāċô÷ ď÷õĄøñýċô÷ øó÷ ñċùô÷ úõ ĉñą÷Ĕøô÷ ĉċñþú  Selling ™«ÑdG

þúóüóāô÷ēø÷øôĈúøøô÷÷ċöċô÷úóõĄô÷øó÷úóþøĎċô÷ă÷ùøò÷øČđúóüóý
9 .ĉċñþú  MarkeƟng-InformaƟon Management ≥jƒ°ùàdG  äÉeƒ∏©e  IQGOEG

ā÷ùòĀóĄúóđõ÷Ąøñă÷øóđúā÷ÿõ÷øüóđĎõøó÷ĄĔñýô÷ďĉúóõĔĈùõĕĈĉĊĔñÿāô÷
þăúĔñýøô÷÷óñþöó÷ āĉóø÷ÿĎúăö÷ùćøüúóõĄô÷øúóþøĎċô÷ú÷ø÷÷ÿ÷óĐóóñþø

÷ÿ÷ĈøĐó÷ù÷Ċü÷õþøó÷ÿøĎċôóđ÷ñĄ āĔñýúùùõ āĉóøñăúĔñýøô÷ĀöóĈøú÷ċüø āÿĎÿú
ăúĔñýøô÷ ÷ôóýøñ øó÷ ÷÷öóþċô÷ úóõĄô÷ øó÷ úóþøĎċĈô ÷ôñýĎôóø ÷øĔĈóõù÷Ċù÷ùñýøô÷

þø÷õþøó÷ÿøĎċôòý÷ôøùùùąÿô
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¢SQódG º««fJ 1.1 

?âª∏©J GPÉe
1 .[1.1.1]ăúĔñýøô÷Āúùùúøñ÷ñúúóĂċô÷÷òĉóõ
2 .÷øñă õøó÷ù ÷ñýñăôĔõ øó÷ ÷óùñĄ øñ ăúĔñýøô÷ ùā÷ÿõ÷ ĔÿĈĔõ ó÷ø āÿĎú øøô÷ čóđċô÷ óõ

ù÷ĊĐĔÿĈĔõó÷ø āÿĎúø û÷÷ĂúĔñýú û÷óñþöó÷ĉċñþúøøô÷čóđċô÷óõøĉòó÷ĕĈĉ÷óñþöó÷
[2.1.1]ăúĔñýøô÷ùā÷ÿõóøď÷Ĉõóĉ

3 .ďąċú øøô÷ ú÷ñ÷ùüõ÷ø ăö÷ùóô÷ ĉñúñó÷ úāú ĉċñþú ăúĔñýøô÷ ĀöóĈø ďõ ùó÷
øó÷óđõ÷Ąøñă÷øúóþøĎċô÷ĕĈĉĊĔñÿāô÷ďõĉ÷ċùô÷ď÷ąċúďċñúúóċøóđõ÷Ąøñă÷

[3.1.1]÷ñýñăôĔċô÷øó÷÷óùñþô÷úóõþ

»ªjOÉcC�G ∫ÉéªdÉH §HôdG
1 .÷÷ĎĂøô÷ č÷Ąøñăóøøó÷ ó öúøú÷÷öó÷ø čĔñăāøó÷ ĊóąñĄó÷ øó÷ āĔñąČñăā:…ô°üÑdG øØdG

[1.1.1]þăúĔñýøô÷ďõ÷ ûñüĉąñþúøøô÷÷ùöóñþô÷÷óñþöó÷øó÷ăúĔñýøô÷Āúùùøô
2 .ăúĔñýøô÷ ĀöóĈø Āúùùøô ùöùøöõ÷ øó÷ Ćøñăāõ øñ ÷ôøąċô÷ čĄøñă÷ :∞FÉXƒdG

ó ûóóĄõđüþúñýøô÷ăúĔñýøô÷ĀöóĈøďõ÷ÿ÷Ĉø āĉóøñùùôąô÷úó÷ôĔðñýċô÷ú÷Ā
[3.1.1]þ÷ÿ÷Ĉø āĉóúó÷ôĔðñýċôøÿ÷ĈĔô÷ĀñąĔô÷ø÷÷ÿ÷ĈĔô÷õñąóĎċô÷÷ċöóĂø

�bG�dÉH §HôdG
úóóùñþĈô ăúĔñýøô÷ ÷÷ċ÷ó÷ ďĉ ĐóøĂ÷òÿ Ēúõ øċúĂú òĆùùô ó öõóĉ ó ûóóĄõ đü
ĆñĆùĉ øñ ăúĔñýøô÷ Āúùùøô ó ûā÷ñĆĔú Āāÿó÷ þď÷ąĈđøñýċô÷ø ùùþó÷ úóñýñăôĔċô÷ø
ĆñĆùĉ ôóĄċô ĉòó÷ ĕĈĉ ùý÷ø ÷úùñÿø ùĉóñýõ ÷Ĉ÷ñăø ĀñĆó÷ø üøċúĂøô÷

[2.1.1]þĆċĈùċôĆñĆùĉč āòČûþøċúĂøô÷
čóđċô÷øĊóċĉó÷÷ö

ÿāõ
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»ªbôdG ¢SQódG §HGQ

2.1

äÉcô°ûdG êÉàëJ GPÉªd
?gj�°ùàdG ≈dEG 

á°ù«FôdG äÉë∏£°üªdG
Āóøöõ÷

Production

úó÷Ĉċùô÷
Operations

ĉúĔċøô÷ø÷ôñăóāċô÷
Accounting and 

Finance

ùā÷ÿõ÷
Management

úĕĈĉ÷ ûāÿóòĐĔąøñăòăāô÷÷ø÷ďõñóđøö÷ùø
þăúĔñýøô÷ĕôõ÷úóóùñþô÷÷üóýõôñăĂ÷ñĆĔú 1.2.1

þ÷óùñþô÷ďõñþóăúĔñýøô÷ùúĔóú÷÷ÿ÷óĂ÷ñĆĔú 2.2.1

þ÷óùñþô÷ĀöóĈøĀñąø 3.2.1

º∏©àdG ±GógCG

á«fj�°ùJ Q�eCG
ĐĔüóøāúøøô÷úóõĄô÷øúóþøĎċô÷ĕĈĉòăóĎô÷óđøĉñÿāúøøô÷÷Ăúùóô÷úđñĄ
ó÷ĔùĎñąó ûñĆ÷ùĊó÷ĐĔôÿóôøúòăóĎô÷Đóóü û÷ú÷øþąúāóøô÷ùõĕĈĉùù÷ôóú÷ùā÷üúóđ÷ôõ÷
ĕĈĉĊøó÷Ċóûċô÷ ø÷úóþøĎċô÷ ēø÷øüČ÷ù÷ĊóđùĎñąòĆ÷ùĊó÷ ĉøóĂõČđñýÿöóóø
òøþď÷ñùóĈô  ýòĆù ÿõ ùāóþúĊÿóôú ďĉùāóôĉ÷÷Ĉċùô÷ ēø÷ùöóóü÷ýăúĔñýøô÷
ĕĈĉ ÿóċøĉóø ăúĔñýøô÷ ÷óñþöó ô÷óĄøô÷ øôóāô÷ óđĈąñĄ øñ úóóùñþô÷ úó÷ø

þó ûñÿñÿĄúùûóó÷ď÷ÿĈĔõĀ÷ĈĔúøñúó÷øøü÷ôñăóĎċô÷úó÷þ÷ú÷ùøñăõ÷

 ∂àaô©e §°ûf

1 .ĕĈĉ÷óùñþô÷ăúĔñýøô÷ óđ÷ñĉóñýúøøô÷ñó÷ñĄó÷õøó÷øøĎ÷øô÷Āñÿùô÷čĄøñă÷
þāĔõó÷ēø÷ăúĔñýøô÷þĎúĀ÷óòþòóöøùąñþóđĈùñóđ÷Ĉĉĉ āđñýúøó÷óđĈùñ

2 .öóôñăó÷øüùñúõčóĉ÷ðõĉôòúóóùñþĈôăúĔñýøô÷÷÷ċ÷ó÷čĉöóôñăó÷ďĉćāóąñó÷Đ āøÿ
ùùøÿô÷ēø÷Ċþúóóùñþô÷ČôóĉøñøČôóùô÷øñùā÷üúùøô÷óõùąñþóö÷ôóýĒø÷ċ÷ó÷

3 .ĕôõ÷āÿóôøúøøô÷÷ÿĈøĄċô÷÷óùñþô÷čóñýòó÷ďõďąċõÿĉùôóó÷ùđöÿúó ûóóĄõČñăā÷
þóđñúùôøĉñÿøúĀ÷óòþòóöø÷÷ĂóĎċøóđċööþĆĎ÷Ā
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»YÉªédG πª©dG

1 .ĆĂúùññóñúĉó÷ùôþó÷þó ûĂúùñĉ āąñĄ
óđøúùøñĄ÷øøô÷úóþøĎċô÷ďĉ

óđøúùøñĄ÷ þČ ĀôþĆøóôýó÷ø÷ ûùþôĔõ
čùøúùùñĄóõùøùĈùñ÷Āóõ

óñĆùô÷
2 .øøô÷ăö÷ùóô÷ăúùÿó÷Ĕýùøò÷

óđøùā÷üúĐó÷úóóùñþĈôďąċú
÷÷ĂúĔñýøô÷óđøóñþöó÷øóđúóþøĎõ

òþòóöČûþĆĈđøñýċô÷óñĆāúøô
ĆĈđøñýċô÷ď āąċúøøô÷ăö÷ùóô÷

úċø÷÷ö÷ùñĄú÷ā÷ùòĀóĄú÷ďõ
úóċøý÷ĉĂúü÷āø÷÷Ĉĉóÿô÷ďõ

þĒćóôýõ÷

 1.2.1

?gj�°ùàdG ≈dEG äÉcô°ûdG êÉàëJ GPÉªd
Why Do Businesses Need Marketing?

þóđô ăúĔñýøô÷ ĕôõ÷ ÷õþ øó÷ ÿøĎõ ú÷ø Ďĉ òăóĎô÷ Āóøāú
÷üóāô÷ùā÷üøúČôďąôøüăúĔñýøô÷÷Ăúùćď÷Ďñýô÷ùôĉúùā÷üú

þăúĔñýøô÷ĕôõ÷
òăóĎô÷öøþú û÷óñþöó÷ø÷ ûāóąñó÷ăøóñýô÷øñúóóùñþô÷úāĔć
ú÷ø ĕĈĉ ČđĎ÷ùú ò ÿđĎô÷ ÷ø÷ Đó÷ Čđøñùùċô ûóđúóþøĎċô
ü÷÷þ÷ú÷ùøñăõ÷ùûóó÷čĔ÷ô÷ăúĔñýøô÷÷óñþöó÷ùāôñąó÷þČđúóþøĎõ
ďô þ÷÷Ĉĉóñ ùûóó÷ óđúó÷ úāøô úóøāóĂċô÷ ďõ úċô÷ ĉĈāúø
÷óùñĄďõ ûùĂóøċõùöóóĐõ÷ø û÷õþøó÷ó ûþøĎõñċùô÷ùùøñþú
øó÷Ā÷óøó÷÷õĄô÷øó÷ÿøĎċô÷÷ø÷ÿĔüĔø ûøó÷÷Ĕñùĉ÷Āõ÷õ÷óõ

þó÷ôø÷ùñĄČđĎąċúďúó÷
ĉ÷ċùô÷Đóó÷Āõ÷ĂþĎúďô÷÷ĂúĔñýøô÷÷óñþöó÷ĉñúñó÷ĕøý
óđúÿĔüĐó÷ďöúĒöó÷õþøó÷ÿøĎõñ÷ùñĄú÷óøñýúøó÷úùú
ùõó÷ ďąú Čô ÷Āõ÷ø þ ûûõ óđøÿĈąú ĉ āċāú ĒĎąċú  øó÷ ÷ðúÿā
ĐóċñĆĕĈĉĉóñýú÷ôó āùÿô÷ăúĔñýøô÷úó÷þ÷ú÷ùøñăõ÷ĐõóñüĆôøó
ĉ÷ċùô÷ùÿóÿøñă÷ĕĈĉøü÷õþøó÷ÿøĎõú÷øďõ÷óùñþô÷ùÿóÿøñă÷

þĒ÷ñĆùú÷õþøó÷ÿøĎõĕĈĉĊĔñÿāô÷ďõ
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 2.2.1

ácô°ûdG øe Aõéc gj�°ùàdG ôj�£J
The Development of Marketing as Part of a Business

á°�jÉfªdG ≈dEG »JGòdG AÉØàc�G øe
From Self-sufficiency to Bartering

øøô÷ùùþó÷òĆ÷ùĊó÷øĒõóùć āĉóĒñýÿĎøÿøĎúĐóóøøú÷øô÷ñóÿøóóøĐóñýöõ÷ó÷ø
÷Ăúùóøòþ÷ùú÷úùñþøúóĉĔċþõćóĎ÷Ċ÷ĂóõĐò÷ĕøýøþòýøċô÷ĉûõóđ÷ôõ÷Āóøāú
úĉûõ ú÷āóđċô÷ø Ąóñþô÷ ĉċùô÷ ĕôõ÷ òþ÷ùô÷ øñ ÷Ăúùóô÷ ēø÷ Āóøāú þøú÷øô÷ ñóÿøó÷
ďõ ó÷ù÷Ċø òýøċô÷ ú÷Ďñÿúø ďąñýċô÷ ñóĎøø ćóċñăó÷ø úóö÷Ĕ÷āô÷ ÷ñąø ÷ĉ÷āô÷
õôñýøĒúóüóý āĉóĕĈĉĊĔñÿāô÷øñĉñþÿúòÿùÿô÷Đóùù÷óþóđöó÷óċóþòĆ÷ùĊó÷

þú÷āóđċô÷òÿĂöøó÷òĆùċô÷øó÷ēù÷Ċďõ÷ñýñóĎċô÷øó÷ñĕ÷ñýô÷òýĂóô÷
óõĎĉ ÷ñúúóĂċô÷ ýāúø øú÷øô÷ ñóÿøóô ĉúôó ÷ñúúóĂċô÷ ó ûĂý ùđöú úó÷ø
òĆ÷ùĊó÷÷÷ċóĕĈĉĐóñùóô÷ăÿø÷ñüóđ÷ôõ÷Āóøāúùùþó÷ ý÷ùĈñýø û÷ùĈñăòÿĄñĄòúúóĂú
øó÷ùēúùú÷ċ÷ò÷Āó ûñĆùĊóõòÿĄñĄñóóĉõ÷Ďĉ÷ñúúóĂċô÷÷÷Ĉċĉĉñÿāúø÷ôÿóôøċô÷
øó÷ùøóùċô÷òÿĄñþô÷ēúùúøùþò÷òÿĄñþô÷ĒąĈċú÷ċ÷òùĀòĆùĊĉøóĂõüøĒüóøāú
øüĀĔċĎô÷ ÷ñúúóĂċô÷ ĀòĔõ ĉċñþú þ÷ñúúóĂċô÷ Čñăóø čóöĎô÷ ÷ø÷ āù ÿĉø þøĒüóøāú
ùù÷ôóČāôúó÷ċóĕĈĉĊĔñÿāô÷ĒĎąċúü÷ýÿó÷ñÿôóó÷ñÿñÿĄøõùāóđõ÷Āó ûñÿĄñĄ
øòýøċô÷øó÷ČāĈô÷ùóċđĈċĉďõúóþøĎċô÷ĉúôúóċđĎąċúďúøĈô÷òýøċô÷ĊĂóüóøó÷
ñóĎûó÷úóþøĎċô÷Ċÿóôøôúùüøøô÷úóñþòóĎċô÷øóđ÷ôõ÷Đóüóøāúùùþó÷òĆ÷ùĊó÷ĉøóĂõ
ĐĔñăāóċúúóóùñþô÷øÿ÷ùñó÷Ċ÷ĂóõøăúĔñýøô÷ĕĈĉĕôøó÷÷Ĉûõó÷òúùøø÷÷ñúúóĂċô÷

þ÷ø÷óĎõĔúĕøý÷ñúúóĂċô÷

gfëJ �Éff

þćùøñÿøñ÷Ĉðñăó÷ďĉõüó÷
1 .ăúĔñýøô÷Ā÷ĈĔúøñăøóñýô÷øñúóóùñþô÷Ēúċøĉ÷ùøô÷öĔĈñăó÷óõ

óđĈċĉøñ
2 .óđúóþøĎõú÷ôôĕùñýú÷óùñĄùôăúĔñýøô÷ĕôõ÷÷ċö÷ô÷÷üóāô÷õôñăóõ

óđúóõþøó÷
3 .÷÷Ĉĉóÿô÷ĕôõ÷÷÷ĂúĔñýøô÷÷óñþöó÷óđ÷ñùĂøÿúøøô÷Āò÷Ĕċô÷óõ
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ájófædG áª¶fC�G Q�£Jh πª©dG ¢ü°üîJ
The Specialization of Labor and the Development of Money Systems

ÿøĎõ Āóøöõ÷ ĕĈĉ óđ÷ñ ÷óùøô÷ Čøú øøô÷ Āò÷Ĕċô÷ ĆĈú ĉċùô÷ òÿñÿĄøø ñÿĂÿú
òÿñÿĄøõ ý÷ø õóñþö ÷ñăāóċõ øó÷ ÷ñÿñÿĄøċô÷ úóþøĎċô÷ ďõ ûĔö øó÷ òÿñÿĄøõ
ďõăóøāó÷ďõúċô÷õñýó÷÷öóąõõ÷òăóĎô÷ć÷āÿõ÷Ĕ÷òÿñÿĄøô÷āĔđĈõôñăøĒöĔĎĂøú
ĉċùô÷øñòÿñÿĄøô÷ĉ āđñăòøþóđöĔù÷ôúøøô÷úóõĄô÷øó÷úóþøĎċô÷øñòÿñÿĄøô÷
÷ñúúóĂċô÷ ďąú Čô Ćôøô  û÷þ÷øö ďąô ü÷Ďā÷ùõ úóþøĎõ ďõùôóó÷ úó÷ċó Āóøöõ÷ ÿ÷ùñóô
úóþøĎċô÷ úó÷ċó ÷ċ÷ò ùúĂú øó÷ ÷öĂ÷Ĕõ õùñÿô÷ ďõ Ăôñąó÷ø  û÷Ďąċõ øó÷  û÷÷Ĉċĉ ó ûċö÷ÿ
ďõ òăóĎô÷ ÿĔĂĎô÷ čóöö ď āąõ þÿĔĂĎô÷ Đóñýöõ÷ ûùøþ÷ ÷Ĉąñþċô÷ ēø÷  āĉāôø ÷ÿĈøĄċô÷
ďąċúøþĒøóđöĔñúúóĂúóõČđúôďąúČôĔôĕøýóđö÷ùñĄďõøúóþøĎċô÷÷ċ÷òù÷ôûú
÷òĉòý÷ñăóóúĔ÷ăúĔñýøô÷òĆùĊĐóüăúĔñýøô÷ĕĈĉ ûóûõ÷úĂĎô÷÷ċööó÷āĔóúāóôøĉ÷

þùùøñþċô÷øúöóôô÷ď÷ø÷÷ñĆùõ÷÷ôÿóôú

ájõcôªdG ¥G�°SC�G
Central Markets

÷ċööó÷ĊĔþÿõôñýøøóđĎõùù÷ôóúó÷ċóùñ÷ĔúõôñýøúóþøĎċô÷ĕĈĉõĈóô÷ú÷ú
øøô÷÷úóùċô÷Ą÷Ĕñăóóøùñù ÿĉøøô÷ø÷úóùõúò÷Ĕċô÷üóāô÷úóóñþöĆôøôøü÷úĂĎô÷

þóđù÷ôôúóþøĎċô÷òăóĎô÷óđ÷ôõ÷õĈþú
ùùøñþċô÷ďõöĔĈóċô÷Đó÷øüČđùöóñúôøĊ āĔþøĈôď÷ùöóôô÷ā÷ùóñĆ÷čĉ÷ø÷øĎùúø
ďóóõó÷øñ÷úóùċô÷Ą÷Ĕñăó÷úüÿøþČđĎõñ÷ùñþĈôôĂñý÷øĐóąõĕôõ÷ĊóĂøö÷Ĕ÷
āĔóú øñ ùùþó÷  ûùĔóþēø÷ ùöóóø óđôĔý Đċô÷ úāĔóúø üāóđöó÷ øó÷ Ąùóô÷ Ąāóÿõ

þúóþøĎċô÷Ċÿóôøôó ûøøóûó ûöóąõùýóúó÷óđöóûăúĔñýøô÷

iôNC�G gj�°ùàdG á£°ûfCG
Other Marketing Activities

ĉ÷đñýøô úóóùñþô÷ úóõþ ďõ ùùþó÷ û÷Ĕöó÷ ùðñþöÿó÷ ü÷úóùċô÷ Ą÷Ĕñăó÷ úñăĔú úõ
ùòĔô÷øñĄĔñýô÷ĕôõ÷ĊóĂøö÷úöóôô÷øó÷ùùøñþċô÷ĕĈĉĉđñýô÷ďõďąúČôøĊÿóôøô÷÷÷Ĉċĉ
óđñĆùĉøď÷þøĎċô÷ďõúóþøĎċô÷ñ÷ùñþôúóóùñĄĉ÷ąñþúøñòúùôô÷ùąñĆôøôþĒñýÿö
øó÷ď÷ùöóôĈôĊóċô÷òĆ÷ùòõùùþó÷úóóùñĄùðñþöÿó÷øþ÷üóāô÷õñýýďúùøñþċô÷ĕĈĉú÷ôĈô
ñċùô÷óđ÷ôõ÷Āóøāúøøô÷úóþøĎċô÷ĕĈĉāĔûùĈôøó÷úöóñúôô÷ĉĂöøñùĉóñýċĈôüďúùøñþċô÷
Ċÿóôøô÷ĉùüøùþò÷øĂúĔñýúõóñþö÷óñþöó÷ēø÷ āĉóďĉÿøöþĄĔñýô÷øñ÷ýóøõù÷Ċø
ó÷ø āÿĎú øøô÷ ÷óñþöó÷ ďõ  ûùĂùõ  û÷ĉĔċþõăúĔñýøô÷ Ăôñąó÷ óõ Đóĉùñăø þ û÷÷Ĉĉóñ ùûóó÷
Ċóċĉó÷úóõĄøùþò÷òúùôô÷ď÷ùøñýúóċĎ÷øăúĔñýøô÷øñ÷ñÿñÿĄøċô÷úóóùñþô÷òúùø

þČđúóþøĎõăúĔñýøô÷÷ĂúĔñýøô÷
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 3.2.1

äÉcô°ûdG ∞FÉXh
The Functions of Business

ăóþĎô÷ ÷ø÷ Āóøāú þăóþĎô÷ óđô ďċñúú  Ēöó÷ õ÷ üúóóùñþĈô ÷úĔ÷ý ÷ÿ÷Ĉø ăúĔñýøô÷
÷ôñăóāċô÷ø úó÷Ĉċùô÷ø Āóøöõóó üùùþó÷ ÷ċđċô÷ úóóùñþô÷ ĀöóĈø ďõ  û÷ċ÷óñýõ

þø"4-1"ĉąñþô÷ùööÿ÷ùùā÷ÿõ÷øĉúĔċøô÷ø

þ÷õóđô÷÷óùñþô÷ĀöóĈøýó÷Ĕ÷ăúĔñýøô÷"4-1"πµ°ûdG

êÉàfE’G

ó÷ôø÷ùñĄøó÷úóõþøúóþøĎõñóñþöõ÷
IQGOE’G

óđċ÷÷ĂúøóđĂ÷ôóúøĊóċĉó÷÷óþùúĔóú

πjƒªàdGh áÑ°SÉëªdG

Āúāóñÿċô÷øú÷ÿ÷ùúõ÷ùā÷ÿõ÷
÷÷ôóċô÷úþñýô÷÷ÿýø

äÉ«∏ª©dG

÷óùñþô÷ÿā÷Ĕõø÷÷õĔ÷ô÷÷óñþöó÷÷õ÷øñă÷

≥jƒ°ùàdG
ñċùô÷úõúóõĄô÷øúóþøĎċô÷Ċÿóôú

gfëJ �Éff

þĆöõĂýó÷úõĆúóøóüõ÷òþòóö
1 .ùöùøöõ÷ĕĈĉøó÷Ćùċøþõøó÷Ć÷ýøñóđñùùúøøô÷÷ñúúóĂċô÷÷Ĉûõó÷óõ
2 .úÿāó÷ ÷Āõ÷ ĆúóþøĎċô ĄĔñýú Ā÷óüøñĆóċô÷ ďõô÷ øñ òþ÷ùú Ćöó÷ Ĕô

Ē÷ôõ÷Āóøāúùþò÷òĆùüøóđô÷ôøñă÷
3 .øñēāøÿóõúĒñùùúùþò÷Đóąõøñøó÷ĆøĎúõøñ÷úóùõĄĔñăøñùąñ

ČđúóþøĎõĐĔùöóôô÷Ą āĔñýúĀ÷óúċøþċô÷
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úóóùñþô÷ăóþöøñĀóøöõ÷÷÷ċ÷ó÷óõ

1 .êÉàfE’G
Production

ēø÷ øþóóú þóđù÷ôô úóõþ øó÷ úóþøĎõ ñ÷ùñĄ øó÷ ñóñþöõ÷ ÷ÿ÷ĈĔô÷ ēø÷ ĉċñþú
ú÷÷úò÷ĊóąñĄó÷Ċóûċô÷ĉ÷ôñăĕĈĉ÷ÿ÷ĈĔô÷

 �ďĉ õ÷ĂĎøô÷ øó÷ āóþñĄó÷ úóò øó÷ ďúùøôóø čóĄô÷ ÿ÷Ĕċô÷ ĕĈĉ ĊĔñÿāô÷
þ÷ĈûõóóóôÿĎô÷

 �þĆ÷øñăôô÷øó÷õĈñÿô÷Āóøöõ÷øó÷ôÿĎô÷ùúùąøøüčóĄô÷ÿ÷Ĕċô÷÷þôóùõ
 �þòăóĎô÷óđąĈđøñý÷ôúóúóôĎô÷ďõó÷ù÷Ċø÷úøĊó÷÷ĉ÷āĂĉċñþúøü÷ĉ÷āô÷
 �ú÷Ďñÿøô ÿā÷Ĕċô÷ ďõ ó÷ù÷Ċø čóĄô÷ ÿ÷Ĕċô÷ č÷Ąøñă÷ ĉċñþúø üú÷Ďñÿøô÷

þ÷÷ñăóćùĂô÷øó÷ú÷āó÷ñýôóóüùùþó÷úóóùñþô÷øď÷ąĈđøñýċĈôóđù÷ôôúóþøĎõ
 �üùùþó÷ úóóùñþô÷ øó÷ ď÷ąĈđøñýċĈô ûóô ÿú øøô÷ úóõĄô÷ ČúĂúø ñóñþöõ÷

þ÷÷ôñăóāċô÷úóõĄôóó
 �ĆĈđøñýċĈôóđù÷øùÿóĉõ÷Čûùùþó÷úóóùñĄďõúóþøĎõñ÷ùñĄĉċñþúøüùāóþøô÷

þøöøùøąôõ÷ùþøõøó÷øĈùñùþøõøñ
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2 .äÉ«∏ª©dG
Operations

óđøÿ÷Ĉø Čĉô ÷óùñĄ øñ ÷úāóþô÷ ÷óñþöó÷  āĉó úó÷Ĉċùô÷ ĂĈóñÿõ øĎùú
ĉċñþú þóđĈ÷üñþú ÷úā÷ùċøñă÷ø ø÷õþ ñóñþöõ÷ øó÷ ÿøĎõ Āóøöõ÷ úĉûõù ÷÷ñăóñăó÷
ú÷ùċô÷÷÷ýñąøÿ÷Ĕċô÷ùñ÷ĔúĐóċñĆøü÷óùñþô÷øöóôõ÷öó÷ñąú÷óñþöó÷ēø÷

þ÷÷ôóċô÷úþñýô÷÷đþúøüÿøĎċô÷ďúĄúøĉĂöøüĉċùĈô

3 .πjƒªàdGh áÑ°SÉëªdG
Accounting and Finance

óđøôò÷ùõøòąùāøóđúā÷ÿõ÷õþú÷øôüóđøóñþöó÷ĉúĔċøôĊóċô÷ĕôõ÷úóóùñþô÷Āóøāú
ùÿùøċô÷ĒôóąñĄó÷øñĆôĀøóđôóċĉó÷Ăóþöõ÷øñĊóċô÷÷óùñþô÷čĄøñýúþõûóďĉ
÷óùñþô÷ ÿā÷Ĕċô ÷÷ôóċô÷ø ÷ôñăóāċô÷ ÷ÿ÷Ĉø ôóĄú þĐóċøö÷ø ÷úĂĎô÷ úĉûõ
ùùúõāøÿø÷óùñþĈô÷÷ôóċô÷úóõĔĈùċô÷øúþñýô÷÷ÿāúøüó÷ùúúø÷÷ôóċô÷
÷÷ĎõĂùùøÿô÷óùñþô÷Ē÷ôõ÷Āóøāúùøô÷Ċóċô÷òăó÷ā÷ċ÷òúāúĔ÷÷ÿ÷ĈĔô÷ēø÷
 û÷÷ñóó  û÷Ĕõó÷ ùñĔú ÷÷ö÷÷õ úñĆø Čû Ċóċô÷ òúùø òĆ÷ùøòóø ēù÷øúø üùÿāõ
ēø÷÷ôò÷ùõøñĆôĀùøČ÷āøÿ÷÷ö÷÷ċô÷øùúõĉñą÷Ĕúøþùùøÿô÷ēø÷Ċþ
ĀöóĈĔô÷ ùùúõ úó÷ö÷÷ċô÷ úñĆø ĉóñýú þā÷ùċøñăóø óđûúāúø úó÷ö÷÷ċô÷

þ÷÷ĈôĂøñýċô÷÷óùñþô÷÷óñþöóăóþĎøô÷óĄøô÷ĕĈĉùùþó÷

4 .IQGOE’G
Management

üóđöċĉ úóüóý ÷÷ôĈøô ăö÷ùóô÷ ĉñúñó÷ø ÷óñþöó÷ ÷óùñþô÷ øùúõ ÿāú
ùā÷ÿõôùùċøñýċô÷úó÷ôĔðñýċô÷ďõøþď÷ñýñóĎċô÷ú÷ĔóĄô÷øóþøñă÷÷Ăúùćø
Đøùúċô÷ñĄùøñýúþ÷óùñþô÷÷óñþöó÷Č÷÷Ăúøüď÷ÿĈĔċô÷ùā÷ÿõ÷øüúąñþċô÷ āĉý
Ąóóö øñ ÷ùò÷Ĕô÷ ÷ÿĈøĄċô÷ ÷óñþöó÷ ă÷ñýĎú Ďĉ ÷óùñþô÷ Ċóċĉó÷ ÷óĄø
øøô÷ăúĔñýøô÷úó÷þ÷ú÷ùøñăõó ûøĔøąõó ûÿ÷ñąĔúĊóċĉó÷÷óþĉċñþúøČđø÷ôĔðñýõ

þā÷÷ó÷ēø÷ă÷ĂāúøñóđøĂúùćø÷óùñþô÷óđ÷Ĉĉóùú
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»fj�°ùJ �jQÉæ«°S
÷òóóô÷ú÷ÿ÷õõ÷ĉôĂøñýõ

The future of energy supply

āĔûùĈôõ÷ĂĎøô÷óđøóñþöó÷ĉċñþú÷øôþčóĄô÷ôÿĎô÷Āóøöõ÷ďõóđĈþÿõñýąú÷úÿĔùñă÷óùñĄ
ďõ ñþó ÷óùñþô÷ ôñþĎú þĒùúĂĔú Čû ēùúùąøø ôÿĎô÷ ÷þôóùõø ôÿĎô÷ āÿóñÿõ ĕĈĉ
úó÷ĎĂúùúĔóøô÷÷ôøô÷úóó÷ùñþô÷óđĎõøùùþó÷÷óñþöó÷ùĉøñúúĔĎøĈôóđø÷þ÷ú÷ùøñăõ÷
óđúó÷Ĉċĉøóüúþùùþó÷úóúøóċ÷ąô÷øĐÿóùċĈôùúüĄ÷Ĕñăó÷Ăøñøùÿþøċô÷÷òóóô÷
÷ñùùċôúó÷ö÷÷ċô÷úñĆøčĈúþúòóĎô÷øñôÿĎô÷ĉĂöøùùôĄċô÷ĉ÷Ĉāøô÷ø÷úā÷ÿõ÷
÷óñþöó÷ øñāóċûøñă÷ ĕĈĉ÷óùñþô÷ ùāòúóđĎõāĔõó÷ øñùôô÷ø üúó÷Ĉċùô÷ ēø÷÷ÿĈąú

þ÷ċöóĂô÷ú÷āóċûøñă÷Ċóċąøñăùúü
÷òóóô÷ùÿøõúõĐøóùøô÷Ĕ÷÷ñý÷öùô÷óđñ÷÷ó÷ýó÷Đó÷óđôóċĉó÷÷óþøñ÷óùñþô÷ùóøú
÷ø÷ ùûôĔúø ÷òóóô÷ ú÷ÿ÷õõ÷ ĉôĂøñýċô ÷õ÷øñýõ úó÷Ĉċĉ ùúĔóøô ùùþó÷ Ċøô÷ ďõ

þ÷óùñþô÷ĉôĂøñýċôČđóóþø÷óùñþô÷ùùúõú÷ā÷ùòĕĈĉāđô÷

G kóbÉf G kô«μØJ ôμa

1 .óđñøþ÷øĊóċĉó÷û÷Ĕöó÷ÿùúĉĈøñ÷óùñþô÷ēø÷Ēü÷Ĕúòøøô÷úóúāøô÷óõ
2 .Ċøÿďõ÷òóóô÷ùÿøõúõĉċùô÷øñ÷óùñþô÷óđđü÷Ĕúòøøô÷öĔ÷ùô÷øóú÷ċô÷óõ

ùùþó÷
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gfëJ �Éff

þćùøñÿøñ÷Ĉðñăó÷ďĉõüó÷
1 .üóđøþôóùċøúóóùñþô÷òúùøčĔĂúčóþùÿóċôĊóûõòĆùĉĆĎąċúĉ÷

čóĄô÷ùÿóċô÷ēø÷úóþøĎõùóĀúõ
2 .÷ôĔċñþċô÷úĈñýô÷óõ
3 .÷óùñþô÷úó÷Ĉċĉóõ
4 .Đøùúċô÷óđ÷ôõ÷Āóøāúøøô÷ú÷āóđċô÷óõ
5 .ú÷ā÷ùĂô÷úĎñąĕĈĉČđĎ÷ù÷ôĐøùúċô÷ĒõĄøñýúùøô÷óõ
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¢SQódG º««fJ 2.1

?âª∏©J GPÉe
1 .[1.2.1] ďõô÷ùôĉăúĔñýøô÷øñúóóùñþô÷ÿđöùā÷üú÷Āóċô
2 .[2.2.1]÷úóùċô÷ĄĔñýô÷óõ
3 .óđù÷ôô  ýúóþøĎõ ùùþó÷ ÿā÷Ĕċô÷ø čóĄô÷ ÿ÷Ĕċô÷ ďõ ÿøĎú ÷óùñþô÷ øñ ÷ÿ÷Ĉø ùó÷

[3.2.1]ùùþó÷úóóùñþôøó÷ď÷ąĈđøñýċĈô

»ªjOÉcC�G ∫ÉéªdÉH §HôdG
1 .÷÷øùùô÷ ÷ąĈċċĈô ÷óúùþ ďĉ üāôĈô ùöùøöõ÷ čĄøñă÷ :ïjQÉàdGh  É«aGô¨édG

āĔóúúóú÷øøñ û÷úóùõó ûò÷Ĕñăó÷ùöóóĐõòýċþúò÷Ĕõÿýþóđùôć÷ø÷úÿĔùñýô÷
[2.2.1]þ÷úóùõĄĔñýô÷ û÷üó ûùòĔõ÷Ďúõ āĉóĐĔóõôñăĂñĆøþ÷ąĈċċô÷

2 .þ÷ôĔđñýøĊøô÷ĀĈøĄõď÷øúċùô÷ĊÿóôúõĈóøú÷÷ôøô÷ùāóþøô÷:äÉjOÉ°üàb’G
 āĉó ÷Ĉċĉ õøó÷ø ü÷úÿĔùñýô÷ ÷÷øùùô÷ ÷ąĈċċô÷ āĄø Ċøÿ ùñþĉ ÿāú  ûøüúñĆ

[2.2.1]þùÿĔùñýô÷Ċóúùô÷ĉøóĂõ÷Ĉċùô÷ĆĈøôøôóāô÷āùñÿô÷ùùñăøü÷ôøÿ

�bG�dÉH §HôdG
þăóøāó÷ø úóù÷ôċô÷ òúÿĄĎú óċĎ÷ø óđúóĂÿö ú÷øú ÷óùñĄ øùúõ Č÷ ĆĂúùñ ñóñúĉó÷
Ā÷ó òþòóö þ÷ñý÷öùô÷ ĉċùô÷ ĀöóĈø ùýõ ùúõ āøÿ ăúùÿô÷ øñ Ĕñúĉ  āĉó ĕôĔø÷ñă
Ēü÷Ĕú øøô÷ ÷ñý÷öùô÷ úąñþċô÷  āĉāô ùùþó÷ ĀöóĈĔô÷ úõ ÷ÿ÷Ĉø  āĉó ùúõ Đøóùøú
øñĆúó÷ñąĔúõúāü÷÷ċúĂøô÷òĆøùùô÷ÿõóöùøč÷Ąøñăóøď÷ñýāøĈô û÷óþúñĆøĉċùô÷

[3.2.1]þĆċĈùċôĒõ āòøăöóòÿýûĒúõøċúĂúòĆùĉ
čóđċô÷øĊóċĉó÷÷ö

ÿāõ
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»ªbôdG ¢SQódG §HGQ

3.1

»fj�°ùàdG Ω�¡ØªdG

á°ù«FôdG äÉë∏£°üªdG
ĐĔñýñóĎċô÷

Compe  tors

øĂúĔñýøô÷čĔđÿċô÷
The Marke  ng 

Concept

ĉ÷ċùô÷úóüóý
Customer Needs 

ĄĔñýô÷
Market 

øĂúĔñýøô÷ÿúċô÷
The Marke  ng Mix

ÿøĎċô÷
Product

ÿúøùøô÷
Promo  on

Đóąċô÷
Place

ùùñýô÷
Price 

ù÷ùñýøô÷
Pricing

á«fj�°ùJ Q�eCG
ú÷Ďñÿú Ăôñąó÷ óõĎĉ ăúĔñýøô÷ č÷Ąøñă ÿ÷ùćóø úóóùñþô÷ ÷üóý úÿ÷ÿĂ÷
ñċùô÷ ď÷ø ÷ñýñóĎċô÷ ùùÿúā÷ Ćôøô  û÷þ÷øö þó ûĎąċõ ùù÷ôó úó÷ċąø úóþøĎċô÷
ĆĈđøñýċô÷ûóĎòõùôóó÷ đüĊøôôúóóùñþô÷ úùóñĆ÷øüĕñúõùòøùó÷ ďõùûóó÷
ĄĔñýô÷ēø÷øñăóþĎô÷Đó÷úóóùñþĈôó ö÷ĈüĂôñąó÷øóđ÷ñýñóĎõĐøÿóđúóþøĎõñ÷ùñþø
øóÿāĈôøó÷òăóĎô÷ùó÷āô÷úāøùñúô÷òĆ÷ùĊó÷ĕĈĉ÷óùøô÷ĕôõ÷Āóøāú÷÷ñýñóĎøô÷
ĕôõ÷ĆôĀĕñúñó÷þČ÷ñċĉøñĆùúøøô÷úóþøĎċô÷ùúĔóúøüøñþ÷ùċô÷Č÷÷ĔøñýõĕĈĉ
÷÷þ÷ú÷ùøñăõ÷úñĆøøüď÷Ĉċøāċô÷ď÷ąĈđøñýċô÷úāúĉċñþúøĂúĔñýúčĔđÿõùúĔóú

þóđù÷øøď÷ąĈđøñýċô÷ñôĔ÷úóüóýøôĈúøøô÷úóþøĎċô÷Āóøöõ÷ďõóđĎ āąċú

 ∂àaô©e §°ûf

1 .ďā÷ùċô÷ÿøĎċô÷÷ø÷āóøĄú þČ Āôþ÷ÿĈøĄõúóóùñĄùĉĒþøĎúøĒúùøñþúÿøĎõøñùąñ
õôñýô÷óõÿøĎċô÷÷ø÷ďĉćóñĆāùõóõ

2 .ďõĆĈđøñýċô÷ñó÷øñă û÷þ÷øöóõ÷óùñĄóđôòĆùùøúĐó÷ďąċúøøô÷÷÷ôĈñýô÷āóûò÷óõ
þĉòó÷ĕĈĉ÷Ĉûõó÷÷ûûøñùąñóđúóõþøó÷óđúóþøĎõ

úĕĈĉ÷ ûāÿóòĐĔąøñăòăāô÷÷ø÷ďõñóđøö÷ùø
þøĂúĔñýøô÷čĔđÿċô÷Āúùùú 1.3.1

þøĂúĔñýøô÷čĔđÿċĈôúóóùñþô÷ø÷ÿĎú÷÷ÿ÷óăùñĄ 2.3.1

º∏©àdG ±GógCG

40ăúĔñýøô÷øñ÷õĂõ 1 π°üØdG



 1.3.1

»fj�°ùàdG Ω�¡ØªdG ∞jô©J
 Define the Marketing Concept

»fj�°ùàdG Ω�¡ØªdG Q�£J
EvoluƟon of the MarkeƟng Concept

ú÷Ďñÿúúóóùñþô÷ĐóąõõóøĂôñąó÷øüøñĆóċô÷ĐùĂô÷÷ú÷øúõĀóøöõ÷úó÷ĈċĉùĎñýāú
ďċõ CompeƟtorsÉ¡«°ùaÉæe÷ñýñóĎċô÷óùñĄ āĉóúùóñĆ÷þùù÷ôóúó÷ċąøúóþøĎċô÷
ûóĎòõóø ùÿöøô ü÷đ÷ôñĄ úóõþø úóþøĎõ øó÷ úóõĄô÷ øó÷ óđñýÿö úóþøĎċô÷ ĐĔýùóú
÷÷ĂúĔñýú ÷óñþöó÷ ø÷ÿĎú ĕĈĉ ùúþô÷ ÷ð÷ôô÷ ēø÷ úÿý þóđúóþøĎõ ñ÷ùñþø ñċùô÷
úõ ÷öāóĂõ ČđúóþøĎõ úóċøø ñċùô÷ ûóĎòõ üúñăĔõ Ąóóö ĕĈĉ Đĉõóó ÷÷ñăóñăó÷

þď÷ñýñóĎċô÷úóþøĎõ
ĐùĂô÷ďõøöóûô÷ĀñÿĎô÷øñĊóċĉó÷Čôóĉøñĕôøó÷ùùċĈôăúĔñýøô÷ĂĈóñÿõčĄøñă÷
ùĔøñýõûóÿúāóøùùøÿô÷ēø÷øñ÷÷ñĆāó÷ùùąô÷ĊóċñĄøñĐĔąĈđøñýċô÷úøċúòøøñĆóċô÷
úóþøĎċô÷ ĕĈĉ óđĂÿĎ÷ô Ċ÷Ĕõó÷ ďõ úċô÷ ĆĈđøñýċô÷ ĆĈøõ÷ Ćôøô  û÷þ÷øö þ÷ñþ÷ùċô÷
÷óùúõñÿö÷÷øôûòĆùùô÷ďõùôóó÷õĈóô÷ĐóóþĆôøôó ûĂñøóđ÷ĈĉõĈóô÷ÿ÷ĂøüúóõĄô÷ø
ĐĔñýċāøúñċùô÷ĐóóþăúĔñýøô÷÷óñþöóđüøùòøĉòó÷òÿñÿþøüĀóøöõ÷ĕĈĉúóóùñþô÷

þČđñýÿöóóøóđĎĉĐĔûāôúøĉøúóóùñþô÷óđù÷ôúùúüúóþøĎõñ÷ùñþô
ĉċñĄø TheMarkeƟng Concept»≤jƒ°ùàdG Ωƒ¡ØªdGā āĔ ÿćûú÷ùā÷üøô÷ēøđô û÷þ÷øö
ó û÷öóûø üČđô óđúóþøĎõ ú÷ø øñ ÷óùñþô÷ õĊùú ďċõ ď÷ąĈđøñýċô÷ Āúùùú  ûøó÷ čĔđÿċô÷
 äÉLÉMøôĈúøøô÷úóþøĎċô÷ú÷øøñóñþöõ÷ďõ÷óùñþô÷ēø÷ď āąċú÷÷þ÷ú÷ùøñăõ÷ô÷óĄú

þòþ÷ùĈô÷úāøùñúô÷āĔõó÷ĉûõüCustomer Needs π«ª©dG

AÓª©dG äÉLÉM á«Ñ∏J
SaƟsfy Customer Needs

Āóøāú óõ Āóøöõ÷ Đóċñúô ÷óùñþô÷ ùùñÿ üúóþøĎċô÷ ú÷ø ÷ÿĈąúø đüú÷ú ÷Ă÷Ăý
ăúĔñýúøĀóøöõ÷ĕĈĉĉ÷ċùô÷úóüóýùñăāÿøøô÷úóóùñþô÷ùĈċĉþóö÷ĈùñĆĈđøñýċô÷Ē÷ôõ÷
ďõ ó ûýóþö ùûóó÷ ùāôñąó÷ Ćôøøø üúóüóāô÷ ēø÷ øôĈú øøô÷ úóõĄô÷ø úóþøĎċô÷
čĔđÿċô÷ Čñăóø óö÷ôóý ÷ñøùùõ ÷ÿñýĈÿô÷ ēø÷ þāóñýċô÷ ÷ø÷ úôøú Čô øøô÷ úóóùñþô÷
ù÷ùñýøô÷øĀóøöõ÷øô÷óĄøô÷ñóĎûó÷ĉ÷ċùô÷úóüóýĕĈĉ÷óùøô÷ĉċñþúø÷øüøĂúĔñýøô÷

þ÷õþøó÷ÿøĎċôÿúøùøô÷øúúĂĔøô÷ø
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»≤j�°ùJ �jQÉæ«°S
Āóþāøô÷ñõóþ÷õþüúĂú

Supplying a special service for pilgrims

ÿāô÷÷ñúúùñ÷ÿó÷øñÿ÷ôú÷ùô÷ÿ÷ûøñýûøôùúùñúóòóøùÿĄùñóúýāüöþõýĂú
ąôõ÷÷üóāô÷÷÷ýó÷ñýô÷úýùô÷ùñþõ÷ý÷õùõûô÷÷õõąôõ÷üôóùô÷óāöó÷ú÷ûüÿõ
üāøøýùôĀóþāô÷óā÷ôõ÷Āóøāúøøô÷úóõô÷ú÷ûüý Ăúùóùõÿøûóùûùúúóóùñô
ăø÷ øôø÷ñó úýùô÷ø úóĂøö÷ø ÷õóòõ÷ ú÷āó÷þø ùù÷ñôóóøô÷ úóôø÷ öôĀ øñ óûø
üúĂúĀõ÷÷÷ýó÷ñýô÷úýùô÷÷óùñôóāõĂúøøô÷÷øõóñþô÷÷õô÷úþÿõ÷üóāô÷
÷ ûùø÷óùñþô÷úóĂúĀóþāøô û÷õõùûóó÷Ăøùþúøÿāô÷ü÷öþúùāñýú÷õô÷ăø÷ùûõ
ăø÷Āó÷ĀĄóāúüāöóüāø÷÷óñāøüāøõñóøüāøý÷āĀóûñúøÿ÷øûøāûô÷óāöûùąøù
úýùô÷üöþõÿøúĀó÷öôĀĀóûñöăö÷ù÷ùýõ÷ÿú÷ÿøñýûô÷ôĄāôùùôóāøóõ
ąøý úĄñõĄô÷ ÷öāô ÿõ üāöĄĂñ÷ùú ÿúøô÷ ÿ÷÷øāûô÷ ÿúñôùûôóø ăûù ÷÷ýó÷ñýô÷
Āóþāô÷Āó÷ąôõ÷úāóñôó÷øøô÷ýóāøóô û÷øóþøñó÷÷õô÷ăø÷÷óùñþô÷ùõ òùāÿóûô÷
þùøøāõñôùõąôõ÷ĀĄüóøāúùøõñýāñùöùøöõ÷ùôùúóõô÷þýĀøúùú

÷úÿĄùñýô÷÷÷øùùô÷÷õøûûô÷øñö÷āó÷ąôõ÷üāôĄñõø

G kóbÉf G kô«μØJ ôμa

1 .ùùþó÷ùÿñýô÷úóóùñôúóõþÿùúýùøôüöþûô÷÷ø÷úóõþ÷ûú÷Āóõ
2 .óā÷ôøú Ā÷óø òÿþô÷ øñ ĀĄøûøāûô÷ ûùô÷ ó÷ùóĀ øøô÷ ùÿāûô÷ ÷üóāô÷ óõ

÷óùñþô÷
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ùñÿĎĉ úóüóāô÷ Āúùùøñ þóđĎ÷ø óċ÷ñ ÷óø÷ùøõ ÷ûûô÷ øĂúĔñýøô÷ čĔđÿċô÷ ùñąóĎĉ
ďċñúú ĆôĀø þā÷ùĂô÷ úĎñą ÷÷Ĉċĉ õĈò øñ ĉ÷ċùô÷ āĔöĎõ úñúú Ēöó û÷úĔ÷āô÷ úñĄ
ď÷ñýāúĂù÷ñăēāøø÷ø÷øþĄĔñýô÷úóôĈóô÷ô÷þøñýõùúüúóõþøúóþøĎõùúĔóú

þĊóċĉó÷÷÷āøāòąùñ
ĉ÷ôñă ĕĈĉ þăóþĎø óđø÷ôĈúø ĆĈđøñýċô÷ úóüóý ĕĈĉ āùùøô÷ ùĉ úóóùñĄ ú÷óøñýú

úĆôĀă÷ĂāøôøĈúóõĐĔĈùÿúĊóûċô÷
 �þóđõ÷Ąøñă÷øñ÷ĔôĊāóċĈóñċùô÷óđ÷ôõ÷Āóøāúøøô÷úóõĄô÷÷ýóúõ÷
 �ĉ÷ċùĈô óđċúĂú ÿóøùċô÷ óđñýÿö úóõĄô÷ ďõ ÷÷öøùøąôõ÷ ú÷ā÷ñąõ÷ ČúĂú

þóđöċùô û÷õñõùûóó÷óđöóĒüĔôó ûđüø
 �óđùòĔõ ĕĈĉ øøñĆ÷ùøñ÷ ĉóñýċô÷ù ÷ûÿóāċô÷ úóúĔøøā úóõþ ù÷ñĔú

þùöùøöõ÷ùôĉñċùô÷Čĉôøöøùøąôõ÷

øó÷úóþøĎċô÷ùôĉóđø÷ôĈúøñċùô÷úóüóýĀúùùúĕĈĉøĂúĔñýøô÷čĔđÿċô÷ āóùú "5-1" πµ°ûdG

þĂøùô÷ôĔúøøô÷úóõĄô÷

 ∞jô©J
AÓª©dG äÉLÉM

»fj�°ùàdG Ω�¡Ø�G ô°UÉæY

∫ÉªYC’G π«¨°ûJ
á«ëHôH ájQÉéàdG AAAAÓdG

 ≥jƒ°ùJh ôjƒ£J
äÉéàæªdG

äÉeóîdG hCG 

ĉąñþô÷ùööÿ÷ùāĔõó÷÷ûûø÷ÿĎúúóóùñþô÷ĕĈĉõþúüăóþĎøøĂúĔñýøô÷čĔđÿċô÷ă÷ôóøô
úø"5-1"

1 .þĉ÷ċùô÷úóüóýøôĈúóõúāú
2 .ďõ ĉñúñó÷ óđöó÷ ñċùô÷ Ăøùú øøô÷ úóõĄô÷ øó÷ úóþøĎċô÷ ăúĔñýúø ùúĔóú

þùùþó÷ú÷āó÷Ąô÷
3 .þ÷÷āøùøĉ÷üñþøô÷
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gfëJ �Éff

þĆöõĂýó÷úõĆúóøóüõ÷òþòóö
1 .óđø úāĔóú øøô÷ ÷Ăúùóôóø ÷÷ĂúĔñýøô÷ ÷óñþöó÷ āĔóú öóôñăó÷ ăùñĄ÷

þďúùñþùô÷ĐùĂô÷÷ú÷øøĎõ
2 .÷õĄô÷ûÿóāċô÷úóúĔøøùø÷öóùøñă÷÷óùñĄāùĂúò þČ ĀôüćÿóĂøĉ÷øñ

úóóùñþô÷øñċùĈô÷ôñýĎôóø÷ûÿóāċô÷úóúĔøøāòøóñýõóõñċùô÷
3 .óõøĆĈùñÿāĐóóĀ÷óóõÿøĎõďĉĒ÷ñ þòĆùúČôĀòĔõøñùąñ

÷þøĎċô÷÷óùñþĈôćāĔñÿúĕĈĉēù÷ûóóú

AÓª©dG äÉLÉM á«Ñ∏J »a π°ûØdG
When Customer Needs Are Not SaƟsÞed

ďõùûóó÷úóþøĎċô÷Āóøöõ÷ĕĈĉøĂúĔñýøô÷čĔđÿċô÷čĄøñýúøøô÷úóóùñþô÷ āóùú
ü÷ýďõñċùô÷ Ē÷ñõĊùúùøô÷ ÿøĎċô÷ óõó÷ þñċùô÷ úóüóý÷ñùùċøóđõóċø÷÷
ûóüāõ÷øó÷üòúÿĄõùùñýøĒù÷øďĉĐĉõ÷ĕôõ÷ùóñúøñýñüùÿĔþô÷øó÷öĔĈñăó÷øó÷ûĔĎô÷
 ûøČđĎõñ÷ùñþôóøñċùô÷ûóĎòõúóćĔüñúô÷÷óñă÷Ĕøú÷ôô÷øó÷üñ÷ùñþô÷ýĈôõďõñü
ùüóøõùùøñþúóõĎĉóđñýÿö÷Ĉąñþċô÷ýāúþ÷ÿĈąøô÷÷÷óøĐĔąúò÷ø÷øüČ÷ù÷Ċďõ
ēø÷ā÷ùóñĆ÷ø÷÷þ÷øĎô÷øþñċùô÷ú÷ñúÿøôùóĉ÷ùõĐøÿúóþøĎċô÷÷öþøôóøú÷ôô÷
ûóĎòõ÷÷ôøóāċôù÷ċċô÷òĆøùùô÷øúóöĉõ÷øñāóċûøñă÷øāóùñăó÷òúÿĄôùüóøċô÷
ÿøĎõñ÷ùñĄĉ÷ċùô÷āùò÷Āõ÷øþĆôøó÷÷ñóñĆõ÷÷ÿĈąúøĎùúóõüúóþøĎċô÷ñ÷ùñþøñċùô÷
ĕñĆùúòøĒúÿĔþôøó÷ Ē÷ôõ÷ Ēøüóāôòý÷ôø òúÿĄĎõēùùñăĐóùāøùöô÷ ēø÷øñ
ĆôĀ øñø üÿøĎċô÷ ďĉ ēóñĆā čùø ďúùþò÷ ĉ÷ċùô÷ ÷ø÷ ùôĄ÷ñă Ćôøô  û÷þ÷øö þĒĎĉ

þ ûôĂøñýõĒúóù÷ôċôāĔ÷úø÷öþøôóøú÷ôô÷ùþøõ÷ùċñýøā÷ùñĆõ÷
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 2.3.1

»fj�°ùàdG Ω�¡ØªdG ò«ØæJ
  Implementing the Marketing Concept

þúóóùñþô÷ùöóñăďĉ÷ÿĈøĄõ÷ĂúùóøøĂúĔñýøô÷čĔđÿċôóøďõôĔúøøô÷úóóùñþô÷ĉċùú
ùúĔóúúó û÷öóûü÷õþøó÷ÿøĎõĄĔñăĀúùùúú ûøó÷úď÷úĔóþøñóđĈċĉúóóùñþô÷ēø÷ø āÿĎú

þĄĔñýô÷ēø÷øñĒù÷ôôøĂúĔñýúÿúõ

¥�°ùdG ∞jô©J
IdenƟfy the Market

øó÷ óđþøĎõ ú÷ø ÷óùñþô÷ úùú ü÷ý Ą÷Ĕñăó÷ øó÷ ĄĔñýô÷ Āúùùú ø÷ ĕôøó÷ ùĔóĄô÷
þóđøõþ

ĉõ÷Ĕĉ Čđùċþú ď÷Ĉċøāċô÷ ñċùô÷ ďõ ùÿāõ ÷ĉĔċþõ ø÷  Market ¥ƒ°ùdG
ā÷ùąúø üóđöĔñăāóċú øøô÷ ÷óñþöó÷ø ü÷õóòõ÷ Đóąõø üòýĎþô÷ øó÷ ùċùô÷ ĉûõ ÷óùøñþõ

þóđøñăāóċõ

»fj�°ùJ èjõe ôj�£J
Develop a MarkeƟng Mix

þ÷óùñþĈôó ûāøāôĔúøĄĔñýô÷úóüóýøôĈúøĂúĔñýúÿúõùúĔóúø÷÷÷öóûô÷ùĔóĄô÷
āóñþúüăúĔñýøĈô÷ÿĈøĄõùñąóĎĉ÷ùøāó÷ The MarkeƟng Mix»≤jƒ°ùàdG èjõªdÉHøĎùö
Price ô©°ùdGø Place (™jRƒàdG)  ¿ÉµªdGø üProduct èàæªdG ø÷ø ý 4 Ps Čñăóø óđ÷ôõ÷

þPromotionèjhôàdGø
øúóóúóċ÷ñþ÷ñđøñýċô÷ĄĔñýô÷úóüó÷øý÷ñýô÷óùñþô÷ēøĄøú ûñ÷ùüõ÷ùñÿĎĉ āĉóĉāûċú

úøĂúĔñýøô÷ÿúċô÷øñùñÿĎĉ āĉąô÷÷ñăóñăó÷úóÿúùùøô÷òúùø
 �þóđúóüóý÷÷ôĈøô ĄĔñýô÷ øñóõ ÷óùñĄ ĒýùóúñøñĄ ùó÷ :Product  èàæªdG 

þāóąñó÷øúóõĄô÷ø÷úÿóċô÷úóþøĎċô÷ĆôĀĉċñþú
 �ĕôõ÷ ÷Ĉñăùċô÷ úóõĔĈùċô÷ø ÷õĄøñýċô÷ õ÷ôóñăó÷ :Promotion  èjhôàdG

Č÷óñĆā úùúø üúóõĄô÷ø úóþøĎċô÷ ñ÷ùñĄ ĕĈĉ Čđù÷þñþøô ûñċùô÷
þóđĎĉ
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gfëJ �Éff

þćùøñÿøñ÷Ĉðñăó÷ďĉõüó÷
1 .úóóùñþô÷øøĂúĔñýøô÷čĔđÿċô÷čĄøñýúøøô÷úóóùñþô÷ď÷øĄùÿô÷óõ

ĒõĄøñýúøøô÷
2 .÷ùøāó÷øĂúĔñýøô÷ÿúċô÷ùñąóĎĉóõ
3 .øó÷ óđúóþøĎċô ù÷ùñýú ÷÷þ÷ú÷ùøñăõ÷ āĔóú óõĎĉ úóóùñþô÷ ĉùÿú ÷Āóõ

ĆôĀ÷÷ċ÷ó÷óõøóđúóõþ
4 .÷õþøó÷ÿøĎċôô÷óĄøô÷Ďĉ÷óùñþô÷Ē÷ĈĉóùúĐó÷õþúùøô÷óõ

 þČ ĀôÿúøùúøúúĂĔúøù÷ùñýúøĀóøöõ÷ďõĆôĀøĈúóõø

 �÷õĄô÷øó÷ ÿøĎċô÷ ÷ýóúõ÷ ăö÷ùćøúò÷Ĕċô÷ øúúĂĔøô÷ùPlace  ¿ÉµªdG ĉċñþú
þĉ÷ċùĈô

 �ô«©°ùàdGþ÷õþøó÷ÿøĎõĉøóĂõĉ÷ċùô÷Ēùñúùøô÷ýĈôċô÷Ĕ÷Price ô©°ùdG 
úñúúþóđúóõþøó÷óđúóþøĎõú÷øāóùñăó÷÷óùñþô÷óđ÷ñāùĂú÷÷ĈċĉĔ÷ Pricing

óđúóõþøóđúóþøĎõ āóùñăó÷ ÷õñõĐóċñúô ù÷ùñýú ÷÷þ÷ú÷ùøñăõ÷ úóóùñþô÷
þāđøñýċô÷ĆĈđøñýċô÷ĉþÿúóúĔøñýõøúóùòĔúúõ

ďąôüóđúóõþøó÷óđúóþøĎċô÷óùñĄĒ÷ñĄ āĔñýúĀòĔõĊĔýúóÿúùùøô÷ēø÷āĔāċøú
ĐĔôĊùúøøô÷úóõĄĈôøĂúĔñýúÿúõùúĔóúÿ÷ùñó÷ø÷úāóþøô÷ù÷ĊúóċöĎċĈôďąċú

þóđôÿúøùøô÷øñĐĔôĊùúøøô÷÷÷ñúĂô÷øó÷óđù÷øøñ
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á«fj�°ùàdG ä�É°üJ�G

ô qÑY
Đó÷÷øóþúõ÷öāóþøô÷òÿñÿòùñþøĎúþĊóċĉó÷Čôóĉúóú÷øøĎõü û÷õó÷ û÷÷þúøùú ûù÷ÿó÷øđÿñþô÷ăúĔñýøô÷ āĉĈ
ùùþó÷÷đüďõþñóòñąó÷øĐ÷ù÷þô÷øùñăó÷ĕĈĉù÷ûóóøô÷ýôóøòÿñÿĂô÷ēøđôþóđĎĉČđñúùøĐøùôĄúòăóĎô÷
úāĔćþøôĈñăù÷ûóóú÷Ďā÷ùõ÷óùñĄøó÷÷õþøó÷ÿøĎõēóþú÷÷ôĈñýô÷ČđøāóþúďĉĐĔāñÿÿúďúøô÷òąóĄñĄóô

úăö÷ùóô÷ēø÷ďõøþøđÿñþô÷ăúĔñýøô÷ù÷ûóóúĊüøñăăö÷ùóô÷òúùøúó÷óùċô÷ēø÷ĕĈĉ ûñóĎøúóóùñþô÷
1 .:™«ÑdG ó©H Ée á©HÉàe

úĉċñþúø
 �ďõ óóóøĈô øöøùøąôõ÷ úùôô÷ ĉöóñăā ÷óñă÷Ĕøø Āúóđô÷ ùôĉø óö÷ñÿĄñĄ ñċùô÷ úõ ĉñą÷Ĕøô÷

þñ÷ùñþô÷÷÷ĈċĉďĉČ÷óñĆā
 �þù÷ċċô÷úóõĄô÷øĉ÷ċùĈôĐóĎøõ÷úóøÿôČúĂú
 �þúó÷ôóùÿô÷ø÷úāóôþõ÷ú÷ùñþĎô÷ø÷÷þúøùøô÷òĆøùùô÷øñó ûĎĈĉñċùô÷ĉñúÿøā÷ùøĉ÷

2 .÷óùñþôóø÷÷ñąĔøĈôĉøóĂċó ûù÷ċõ ýúóúùøñþõøó÷ ýúóõĔñÿþøó÷ ûùù÷üñą û÷÷ôóõ þñ÷Ĕýĉ÷ċùô÷ĂĎõ:õaGƒëdG
þď÷Ĉċøāċô÷ñċùĈôóđúóþøĎõø

3 .øó÷ ÿøĎċô ÿúøùøĈô ù÷÷óñþċø÷öóùøñă÷øó÷ ÷÷ò÷ā Ē÷ñùúÿõ÷ùøč÷Ąøñă÷ :IQÉKE’G  ≥jôW øY ≥jƒ°ùàdG
þÿøĎċô÷ďĉüúāô÷ĕĈĉòăóĎô÷÷ÿāúø÷õþ

4 .úóõĔĈùċô÷ČúĂúøõñăóĎċô÷ùòĔô÷øñď÷ċöċô÷ÿ÷ùñóôČöċô÷ÿøĎċô÷ĂĎõ:èàæªdG äÉæ«Y ™jRƒJ
þďúùûôĔċô÷ÿ÷ùñóôúóĎ÷ùô÷øó÷

5 .úóāúùñÿú øó÷ øöøùøąôõ÷ úùø ĉöóñăā øó÷ ú÷úùüú øó÷ ÷ýùõ øó÷ ùù÷ûõ úóöĉõ÷ ĉċĉ  :áKOÉëe  AÉ°ûfEG
þøđÿñþô÷ăúĔñýøô÷õóñþöñôô÷ċċñÿõ÷÷þúøùúòĆøùĉøó÷Ē÷ñùú÷óñþöó÷øó÷÷ø÷øü

G kóbÉf G kô«μØJ ôμa
1 .ăúĔñýøô÷ úùøô Ćú÷Ĕóþóċñü÷÷ñýċñþô÷ ú÷āóöĎô÷ ÿøĎú ùúü÷óùñþô ăúĔñýøô÷ ùúõùĎó÷Āõ÷

ñċùĈôøøóþúõ÷øđÿñþô÷
2 .ôóĄô÷ø Č÷÷óÿċô÷ø ú÷āóôùô÷ø āóąñó÷ õøó÷ þ"÷÷ĂúĔñýú āóąñó÷" ĀĈċø ùÿóċô÷ ēø÷ñóĎûó÷ ÷ÿøý÷

þĉôĂøñýċô÷øñù÷ÿõāóąñó÷ùúĔóúďõĀĈċô÷÷ø÷ĆĎ āąċ÷ñăþăúĔñýøô÷øñóđø÷ĈĉóÿøĂøùúøøô÷
3 .þøøóþúõ÷øđÿñþô÷ăúĔñýøô÷ú÷þñþøôùúüăö÷ùćďúøøø÷÷ĂúĔñýøô÷āóąñó÷ďĉĆÿĈõó÷ø÷
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¢SQódG º««fJ 3.1

?âª∏©J GPÉe
1 .Āóøöõóø óđø÷ôĈú ĕôõ÷ ĕùñýúø üñċùô÷ úóüóý ēāóôøĉ÷ øñ ĂüóĎô÷ ĄĔñýċô÷ úñúú

[1.3.1]ÿđĎô÷÷ø÷āùùÿúČøþĒúóõþøĒúóþøĎõăúĔñýúø
2 .ô÷ñýôúø üñċùô÷ ÷õĄô ÷ûÿóāċô÷ úóúĔøøā č÷Ąøñă÷ úóóùñþô÷ ĉñúÿú  þČ Āô

[1.3.1]÷÷ĂúĔñýøô÷úĉóÿøô÷
3 .[2.3.1]øĂúĔñýøô÷čĔđÿċô÷ă÷ôóúøñĕôøó÷ùĔóĄô÷óõ
4 .[2.3.1]þøĂúĔñýøô÷ÿúċĈô÷ùøāó÷ñ÷üó÷ õČñă

»ªjOÉcC�G ∫ÉéªdÉH §HôdG
1 .8,500ú÷øďõďąċøúĐó÷úòĔøúþď÷÷ĂúĔñýúď÷þúõóõ÷óùñĄòăāú:äÉ«°VÉjôdG

þĊøó÷ûøùñþċô÷øñĊóúā731,000Ā÷ôóąúøôóċüõóøùýĔĈô ûóúā86ùùñýøùýø
øôóċüõóøĊóúā79.90ùùñýø9,875øöóûô÷ÿúċĈôú÷ýĔô÷úóù÷ôõýĈôúĐó÷úòĔøúø
øôóċüõ÷ ý ĉþô÷ øôóċüõ÷ù úòĔøċô÷ Ăøùô÷ óõ þĊóúā 593,000 Ċóċĉó÷ Ā÷ôóąú

[2.3.1]óċđĎõ āĉąôøĀ÷ôóąøô÷
2 . ûùúü  û÷÷ĉĔö ó ûòĔñă ăùøò Ā÷ þ38 ÷āÿñÿô÷ øñ øĂúĔñýøô÷ ĔúāóĎ÷ñýô÷ ùööÿ÷ :IQGOE’G

÷÷ôĈøô÷óùñþô÷óđõĂúĐó÷õþúøøô÷øĂúĔñýøô÷ÿúċô÷ùñąóĎĉôóþČûþ÷óùñþĈô
[2.3.1] þú÷ùĂñýûďõùúùĂúøñĆú÷ā÷ùòăùñĄ÷þ÷ýùøĂċô÷ĄĔñýô÷úóüóý

�bG�dÉH §HôdG
ĆĎõ õĈ ÿć Ăô þòĆóúùô÷ øñ úü Čùóõ õýóñą úõ ĉċùú āóñþøñýõ Ćöó÷ òĆùøñ÷
Čùóċô÷Ćôóõĕôõ÷÷ ûùúùĂúõøó÷þ÷ôó āùñ÷÷ĂúĔñýúú÷ā÷ùòĀóĄú÷÷÷ÿ÷óĐóóñþøùāóñþøñă÷
÷øóüõô÷ öùøñýõďóþăúĔñýøô÷÷óþĒ÷üĔúøñĒø÷ċ÷ó÷øøĂúĔñýøô÷čĔđÿċô÷ĕĎùõó ûÿñą÷ø

[1.3.1]þćāóąñó÷ĊĔý÷Ĉðñăó÷ďĉ

čóđċô÷øĊóċĉó÷÷ö

ÿāõ
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www.ien.edu.sa

»ªbôdG ¢SQódG §HGQ

www.ien.edu.sa

á°ù«FôdG äÉë∏£°üªdG

ĀĄõøāøñýûô÷
Consumers

ù÷ûùô÷óñĆā
Customer Sa  sfac  on 

ąøù÷ ûāÿóòĀĄõøñăòăāô÷÷ø÷ÿõóāøö÷ùø
úóóùñþô÷ąøùăúĄñýøô÷ù÷ûóóúóùñĄ 1.4.1

ÿ÷ùñó÷ąøùăúĄñýøô÷ù÷ûóóúĀñąø 2.4.1

úûøûøôăúĄñýøô÷ùÿóñõ÷ăö÷ùć÷ñþòóþõ 3.4.1

º∏©àdG ±GógCG

gj�°ùàdG ô«KCÉJ

4.1

á«fj�°ùJ Q�eCG

÷ñý÷öùô÷ùöóÿô÷óāúóõþøó÷óāúóøþõú÷øÿõúóóùñþô÷ÿõûøúÿôăúĄñýøô÷Āøø
ùÿôĄúóõûùô÷úóüóý÷÷ôøúÿõóāþ÷õûúø÷ăúĄñýøô÷ÿõúóóùñþô÷óā÷þúøøô÷
òąóôñĄóôöôøóùöóÿôóøăúĄñýøô÷ÿĄùúøûùô÷øùÿóúĂøúóù÷ôûô÷ùÿóúĂąôõ÷
øó÷úóøþûô÷÷ùðððñĄąøùüðððāúāĂôöôĀø÷÷ĂúĄðððñýøô÷ùöóðððñăùô÷÷ĄøôĂøðððñă÷ÿúøô÷
÷÷øóúõ÷ú÷ùððð÷ûóóúöôøóăúĄðððñýøô÷ùûúüāúóüóýøüðððāúóôúā÷ððð÷ôøøôúóðððõôô÷
úóøþûô÷ÿõ÷ùñă÷ø÷ùĄûõ÷ýóúõóøăÿ÷ùñó÷÷ñþ÷ùõùĄøñýõÿððð ññýúĂöóúûøûøô

÷÷ôøô÷ùāóøô÷ù ñāðððñýúøúûøûô÷óúóñúĂøøùĄô÷úñùúøúóõôô÷ø

 ∂àaô©e §°ûf

1 .øó÷ óāøúùøððñĄ÷ øððøô÷ úóððõôô÷ øó÷ úóððøþûô÷ òððúùôô øððþ÷øô÷ Āððñÿùô÷ ýôøððñă÷
úĄýöúóýõĀ ñøÿăúùúóõöøþõøó÷öúóüóýùñôôøøô÷ø÷ ûùþôĄõóāøõôøððñă÷

öððúóüóôúóððõôô÷øó÷úóððøþûô÷ăøðð÷÷ðð÷ôøúăððö÷ùć
2 .òăóþô÷ øùøúñāąôõ÷ āāúùöóóøøô÷÷÷ĂúĄñýøô÷ úûøô÷øûõó÷òúùøøñùõñ

óāýóöùõóõ÷÷ĂúĄñýøô÷ úûô÷ăø÷ö÷ñúùûó÷ Ā÷óóāñþòóöøóõ÷÷ñúĂø
 ü ðôöúó÷āøñ
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 1.4.1

äÉ°ù°SD�ªdG ≈∏Y gj�°ùàdG ô«KCÉJ
Marketing Affects Business

gj�°ùàdG áª«b
The Value of Marketing

òăóĎô÷ùó÷ üConsumers ø«µ∏¡à°ùª∏d ăúĔñýøô÷÷ā÷ôóùñøùøüøñòúùôô÷Ćąñþú
ďõúúĒöó÷ĐĔċĉúþČđúóüóýøó÷ČđúóôĊā÷÷ôĈøôúóõĄô÷øúóþøĎċô÷Đøùøñþúùøô÷
ĐĔüóøāúóõñ÷ùñþôČđøúñÿúď÷ąĈđøñýċô÷Đó÷ó ûñúúó÷ĐĔċĉúøü÷õĄô÷øó÷ÿøĎċô÷ùùñă
øñ ĐĔûýóôô÷ ăÿøú þăúĔñýú ĕôõ÷ Āóøāú  ÷Ăöóÿô÷ ùÿĔþô÷ ú÷ĀúóþøĎċô÷ Đó÷ øó÷ üĒ÷ôõ÷
ĐøÿďõøüñċĉõĈüďõ÷óùñþô÷ď āąċúĒöóăúĔñýøô÷÷ÿ÷Ĉø÷÷ċ÷ó÷ĕĈĉĊóċĉó÷Čôóĉ
Ċÿóôúÿúøùøô÷øĉúĔċøô÷øúúĂĔøôóó÷÷ĂúĔñýøô÷÷óñþöó÷ĉ āđñýúþ÷óùñþĈôÿĔüøñċĉ

þĉ÷ċùô÷Ċ÷Ĕõó÷ĉøóĂõ÷úāóþøô÷Ċóċĉó÷úóõþøó÷úóþøĎõ

gj�°ùàdG Ω�¡Øe
 The Marketing Concept

þøĂúĔñýøô÷čĔđÿċô÷ùõĄøñă÷÷Āõ÷ăúĔñýøô÷ďõùÿóÿøñă÷Č÷öùúúóóùñþĈôďąċú
úóüóýĕĈĉāùùøĈô÷÷ĂúĔñýøô÷úóõĔĈùċô÷÷ċööó÷øøĂúĔñýøô÷üāôô÷č÷Ąøñă÷óđĎąċú
úóõþø úóþøĎõ ÷úóĎùø āĔóú Đó÷ ÷óùñþĈô ďąċú Čû þČđú÷ñúÿúø ČđóĔĈñă ñċùô÷
ÿúøùøô÷Ăúùćĉñúñó÷úāú÷óùñþĈôďąċúøþ÷óùñþĈôó ûāøāôĔúøñċùô÷úóüóýøôĈú

þÿøĎċĈôČđôĔñąø÷ôĔđñăďõóóóøô÷øüñċùĈôÿøĎċô÷

π«ª©dG É°VQ
Customer Satisfaction

π«ª©dG É°VQĐóċñĆøôóøôóøøüñċùô÷úóüóý÷÷ôĈúĕĈĉúóóùñþô÷ăúĔñýøô÷ĉóñýú
Đóóñþø ĉñúñó÷ ú÷ā÷ùò ĀóĄú÷ ĕĈĉ Ćôøó ÷óùñþô÷ ĉóñýúø þCustomer Satisfaction

ďċñ üĒúóôĊā øôĈú ÷óùñþô÷ Đó÷ ĉ÷ċùô÷ þú óõĎĉø óđù÷ø ăö÷ùćø úóþøĎċô÷ ÷÷÷óõ
þóđĎõñ÷ùñþô÷øñùċøñýúĐó÷Ăüùċô÷
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gfëJ �Éff

þćùøñÿøñ÷Ĉðñăó÷ďĉõüó÷
1 .úóóùñþĈôăúĔñýøô÷÷ċ÷òøñòúùôô÷Ćąñþú þČ Āô
2 .ăúĔñýøô÷ĉñúÿøĒøčó÷Ăô÷ďõñċùô÷ďąċøúùøô÷òý÷öùô÷ñøñþô÷óõ
3 .øĂúĔñýøô÷čĔđÿċô÷čĄøñýúøøô÷úóóùñþô÷ĉùÿú÷Āóõ
4 .øñ ó÷āóċûøñă÷ ďõ ÷óùñþô÷ óđ÷Ďþú ò øøô÷ ÷÷ôóċô÷ ùöóÿô÷ óõ

óđ÷ĎþøñăĀ÷óøăúĔñýøô÷

ď÷÷ôóāô÷ñċùôóøøóÿøý÷ĕĈĉ÷óùñþô÷ĉóñýúøøô÷÷óñþöó÷øñĊ÷Ĕõó÷āóċûøñă÷Đõ÷
þ÷óùñĄùó÷ăóþöù÷óāĔ÷Ċó āùÿô÷ăúĔñýøô÷Đó÷÷ñąĄô÷þ÷ÿĈąøô÷ü÷ýďõĉĉóñā÷ùò

 2.4.1

¢SÉædG óYÉ°ùj gj�°ùàdG
  Marketing Helps People

ď āñýāú þăúĔñýøô÷ ďõ óö÷Ĉùñ ÷ÿøñýú ĒĎąô ü÷Ă÷Ăāô÷ ēø÷ ĆĈđøñýċô÷ ćāú  ò
ĆĈđøñýċô÷ñ÷ùñĄĉ÷đñýúĊþďõĆĈđøñýċô÷ø÷óùñþô÷ď÷øĉĉóÿøô÷úó÷ĈċĉăúĔñýøô÷

þĒúóüóýøôĈúøøô÷úóþøĎċĈô

∂∏¡à°ùªdG äÉLÉM »Ñ∏J »àdG äÉéàæªdG øe ójõªdG
 More Products that Satisfy Consumer Needs

ĕôõ÷  ûûõăúĔñýøô÷ ùÿôĔú þ û÷÷ĈüĐĔąú òùùþó÷ óú÷õĆĈđøñýċô÷ ăúĔñýøô÷ ĂĎċú
ùÿôĔúóċóþĒúóüóýĉ÷ĈāúĉċñþúĒöóĆĈđøñýċô÷úóüóāô û÷õñõùûóó÷úóþøĎõùúĔóú
óõĎĉþúóüóāô÷ ēø÷øôĈú øøô÷ úóþøĎċô÷ ďõ÷ĉĔĎøõ ÷ĉĔċþõĀóøöõ÷ ĕôõ÷ ăúĔñýøô÷
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ù÷ûąô÷ĂøùúóđöõóñüĆĈđøñýċô÷úóüóýøôĈúøøô÷úóþøĎċô÷ďõù÷ûąô÷úóóùñþô÷ú÷ôú
ùċøñýċô÷ ĉ÷Ĉāøô÷ øñ ăóøāó÷ ēø÷ āóċûøñă÷ ó ûĂý óđĎąċúø üúóù÷ôċô÷ ďõ Ċóċô÷ ďõ

þúóüóāô÷ēø÷øôĈúøøô÷úóþøĎċô÷ďõúċô÷ùúĔóúøĆĈđøñýċô÷úóüóāô

»YÉªàL�G πYÉØàdG õjõ©J
Enhanced Social Interaction

÷ùøóøõøúóò÷ñąďúĔąúøüďā÷ùõùó÷ýôċöòþ÷ĉĕĈĉĆĈđøñýċô÷ăúĔñýøô÷ĉóñýú
ďĉ āČĎúúöóùô÷øñóòñąóôùāĔñąĉ÷ñąĔúøñĆĈđøñýċô÷õĊùúþ÷÷ĉóċøü÷÷óñþöó÷
ĊĔýďúùþò÷ĕôõ÷÷ôóñăāĉ÷ñąĔøôóõ÷úāóþú÷õĉďõ÷Ďā÷ùõòýøõùúùúòþĒøúĔ÷
č÷Ąøñă÷øüó÷ù÷Ċøó÷čĂô÷ùùóõùôĉûõ÷óñþöó÷øñ÷óāóñþċô÷ĆôøóĆĎąċúøþĆøúĔ÷
òýñăôĔúþ÷óñþöó÷ēø÷ĐĔñăāóċúďúøô÷Đøùþò÷òąóĄñĄó÷óđõĄøñýú÷Ďā÷ùõúóþøĎõ
óđôóñÿúõ÷øñĆĈđøñýċô÷õĊùúøøô÷ĉöóñăùô÷øúóõĄô÷øúóþøĎċô÷ď÷øôø÷øāăúĔñýøô÷

þĒøúĔ÷ĊĔýēù÷Ċĕôõ÷
čóùćõĈćĆĎąċúþďúùþò÷úõùòĔô÷÷óāóñþõ÷ñąùñĆĈđøñýċô÷ăúĔñýøô÷ ĂĎċú
þñóòñąó÷úõĒôøóĎúČûüó ûþøĎõĉûċú÷õĄô÷ēø÷øüčóùóô÷ĉ÷ñąĔú÷õþč÷Ąøñăóø
ċøùú úóóùñĄ ĒąĈċú øĉóċøü÷ ĉñą÷Ĕú ă÷ôóú ùôĉ ďúùþò÷ úõ ĉñą÷Ĕøô÷ ĆĎąċúø
ď÷ąĈđøñýċô÷ď āąċúøøô÷÷úāóþøô÷úóõùô÷úċøþõďõ÷ ûñüĐĔąúòþăúĔñýøô÷ĕĈĉ
ēøđøĊóÿøýôó ûùõñóĂøôóø÷Ďā÷ùõ÷úāóþú÷õùøó ûõóċø÷÷øó÷ û÷ñúÿúĐĔóāóñþúďċõ
úóòĉďúĔąúĕĈĉăö÷ùóô÷ēø÷ùôĉĆĈđøñýċô÷ĄĔñýċô÷ĉóñýúþ÷úāóþøô÷÷õùô÷

þĒüāóþøĒùċøþõĉþ÷ÿďúùþò÷òąóĄñĄó÷úõ

á©°S�ªdG πª©dG ¢Uôa
Expanded Job Opportunities

÷÷ÿ÷ó Čđñ Đõóñ Ćôøô üøĂúĔñýøô÷ õóñþĎô÷ ďõó ûĉĔö ĀöóĈĔô÷ ďõúùô÷ ďċñúøú
Ćñ÷÷ó÷ă÷ĂāúøñĆôøóćĉóñýúòþĆĈċĉòąùñď āñýāúĐó÷ďąċúăúĔñýøô÷ĉċĉ
øó÷ü÷ÿ÷Ĉøøó÷÷÷āĈąøĄóāøô÷øó÷üøøć ýÿóö÷ñăóöùôĂñĄùøô÷øñăóþĎô÷ĉûõ÷÷ñÿĄñþô÷

þòąóĄô÷Ćĉøùñþõñø
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gfëJ �Éff

þĆöõĂýó÷úõĆúóøóüõ÷òþòóö
1 . û÷Ĉûõó÷ùóĀ÷ăúĔñýøô÷÷óñþöó÷øóþøñăóóÿøĎÿúøøô÷úóþøĎċô÷û÷Ĕöó÷óõ

þĊ÷ôĔñýô÷÷øđô
2 .ñóċøöóøùùñþøô÷Ďā÷ùõ÷úāóþú÷õĉďõ ýúóþøĎõùúùøñĄ÷Đó÷ăôñăĉ÷

Ć÷ñĆôĀùûó÷Ā÷óĆôĀù÷Ċøó÷ñóòñąó÷úċøþõĕôõ÷
3 .üĆôøóùĎó÷Āõ÷ óõ÷úāóþú÷õĉúċøþõøñĔñúĉóö÷ôóýùöó÷ ĉ÷

ĉđñ üĆôøó ďąú Čô ÷Āõ÷ Ćô ēö÷Ĕñ óõø ñóċøö÷ ÷ø÷ ÷÷÷óõ óċñ
þĆøøóüõ÷ĉāĈĉóõúċøþõĕôõ÷čóċñúö÷øñùąÿú

 3.4.1

�ªàéª∏d �aÉf gj�°ùàdG
Marketing Benefits Society

þø"6-1"ĉąñþô÷ùööÿ÷ùúċøþċô÷ĕĈĉùù÷ûąô÷÷÷øóþúõ÷ăúĔñýøô÷āóûò÷ĕôõ÷÷ôÿó÷ù÷ñþú

π°�aCGh IójóL äÉéàæe
New and Better Products

ùúþô÷úóõĄô÷øúóþøĎċô÷ĉñúñó÷ùúĔóúøĀúùùúďõúóóùñþô÷ăúĔñýøô÷ď āąċú
ó ûöóõó÷ùûóó÷ø÷ð÷ôĈô û÷ò÷ñąùûóó÷úóþøĎõúóóùñþô÷òúùøúāĔćøüúċøþċô÷øĆĈđøñýċĈô
úóþøĎċô÷ ā÷ĉ÷ĈĂú ĕĈĉăúĔñýøô÷ ĉóñýúø þúóþøĎċô÷ ēøđô ĆĈđøñýċô÷ õĈćõôñýø
÷÷ôóċøý÷ ĉĈĂú óċõ ĆĈđøñýċô÷ ú÷ôĈô ÷ýóøċô÷ úóþøĎċô÷ øñĆùú Đó÷ ÷÷ôóċøý÷ ûóÿúā

þ÷÷Ĉĉóÿô÷ďõúċø÷÷ù÷ôóô÷ÿā÷Ĕċô÷č÷Ąøñă÷ďąċú÷øą÷øþó÷ā÷
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Q�£àe »°û«©e i�à°ùe
Improved Standard of Living

ăôóúøøô÷Ċøô÷čĂúü÷ýüĊøô÷øñ÷ñþ÷ùċô÷ùÿĔüď÷ñýāúøñăúĔñýøô÷Č÷óñýú
øôĈúøøô÷úóõĄô÷øúóþøĎċô÷ďõ û÷ùñă÷ø û÷ĉĔċþõĆĈđøñýċĈôùāĔóøõăúĔñýú÷ċööó÷

þĒúó÷ý÷÷ĉĔöď÷ñýāúøñČ÷óñýúóõĒúóüóý

þúċøþċô÷ø÷óùñþô÷øĆĈđøñýċĈôăúĔñýøô÷ùöóñ"6-1"πµ°ûdG

áeÉ¡dG á«YÉªàL�G ÉjÉ°�fdÉH »Y�dG �aQ
More Awareness of Important Social Issues

ĕĈĉøÿ÷ùñóóóČđ÷ĈĉùûôĔú øøô÷ óúóñúĂôóøď÷ąĈđøñýċô÷ ÷÷ĉĔúĕĈĉăúĔñýøô÷ ĉóñýú
ĉûõ÷āñÿôóø ùāóñúô÷ úóþøĎċô÷ òúùøõĎþúĕĈĉòăóĎô÷ ăúĔñýøô÷ ĉóñýúøúċøþċô÷
ùûôĔú øøô÷ óúóñúĂôóø øĉĔô÷ ÷üāÿ úñùú ò Ēöó÷ óċó þúóúùąñýôóø ÷ð÷Ĉċô÷ úóøøùñþċô÷
āóñþøö÷ďõ āāô÷÷÷ÿ÷óøó÷ùÿó÷Ăô÷ñóĎûó÷Ċ÷Ĕþô÷č÷Ąøñă÷ùćóĄõúĉûõúċøþċô÷ĕĈĉ

þúċøþċô÷ùôĉòăøù÷ñ

IójóLh π°†aCG äÉéàæe

∂∏¡à°ùªdG äÉLÉM »Ñ∏J

äGQGôb ¿ƒµ∏¡à°ùªdG ™æ°üj

π°†aCG

á«©«Ñ£dG OQGƒªdG Ωóîà°ùoJ

á«∏YÉØdG øe ójõªH

»°û«©e iƒà°ùe

Qƒ£àe

»YƒdG ™aQ

á«YÉªàL’G ÉjÉ°†≤dÉH

IQÉéàdG IOÉjR

á«dhódG

gj�°ùàdG �aÉæe
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»fj�°ùJ �jQÉæ«°S
÷÷ĂúĔñýú÷ĈċýúñóĎõ

BeneÞ ts of a marke  ng campaign

÷ñăāóċõ ÷÷ċ÷óóø òăóĎô÷ øĉø úùú āđøñýú ÷úÿĔùñýô÷ ÷õĔąāĈô ÷ùøóú ÷÷āñą ÷Ĉċý
÷ùøāó ÷Ĉċāô÷ ùċøñýú þĉòó÷ ĕĈĉ čĔ÷ô÷ øñ ùĔóþ 10,000 øñþċô÷ø øöôô÷ õóñþĎô÷
ĕùñýú þ÷÷õĔ÷ô÷ ú÷ĔóĄô÷ ÿĉ ÷øĂøóþú øó÷ ÷ĔĂĂý ďċô Čöóñýò ø÷ ö÷Ĕþô÷ø ùđñĄó÷
āĔñÿøô÷ČĊāü÷āñÿĈôóö÷õĔú÷Ă÷òÿ40-30øñþċô÷ö÷ĔÿøòăóĎô÷÷÷ĉĔúĕôõ÷ĐĔċöĎċô÷
úóöĉõ÷ ÷Ĉċāô÷ ùõĄøñă÷ þ÷òó÷Ĉô÷ ďċñúú òø  û÷ÿ÷ÿþ û÷ñĆóúā ĒöĔó ďõúöóñþô÷
ĉúĎúĕĈĉòăóĎô÷ú÷þñþøôøĉóċøü÷ĉñą÷Ĕøô÷úò÷ĔõĕĈĉùöùøöõ÷ùôĉúóõĔĈùċô÷ø
úõùöùøöõ÷ùôĉóđøóāóñþõø÷Ĉċāô÷ĕĈĉāĔûùô÷ĉ÷đñýøô#Čñăøññþöÿó÷þúóĂ÷ôóøô÷ýó÷
öóñýýøùāøô÷øñĉ÷þñýøĈôă÷ôóøô÷č÷Ąøñă÷ĆôĀùøòąóĄñĄóôďąċúþďúùþò÷

þāđøñýċô÷ú÷ĔóĄô÷ÿĉĕôõ÷ĊĔñąĔô÷ÿùþċøúòóñóąċô÷čøñă÷øú÷ĔóĄô÷

G kóbÉf G kô«μØJ ôμa

1 .÷÷ĂúĔñýøô÷÷Ĉċāô÷ēø÷ā÷÷ó÷óõ
2 .ā÷÷ó÷ēø÷ă÷Ăāøô÷õĄøñýċô÷õ÷ôóñăó÷óõ
3 .÷Ĉċāô÷óđøøþúĐó÷Ăøùúøøô÷÷÷öóąñýô÷÷ðÿô÷óõ÷Ĉċāô÷ēø÷Ćøøþúĉ÷
4 .Ćúó÷āøñúòĔøċô÷óđýóþöùõóõ
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áæ q°ùëªdG á«dhódG IQÉéàdG
Improved International Trade

úóþøĎċô÷ĊÿóôúóđøøĎùöøü÷÷ôøô÷ùāóþøô÷ď÷ñýāúøñ û÷Ĉ÷øõ û÷÷ĈĉóñăúĔñýøô÷ùôûó÷
úóþøĎċô÷ďõ ûùù÷ôó ýúó÷ċóòăóĎô÷ùùøñþúø÷ÿĈøĄċô÷Ċøô÷øñòăóĎô÷ď÷øúóõĄô÷ø
ĐøøøĊøô÷øď÷ąĈđøñýċĈôùÿùøõúñóĎõ÷÷ôøô÷ùāóþøĈôøüùùþó÷÷ôøÿøñ÷ù āĎñÿ ÿċô÷
úóþøĎċô÷ú÷øĐóąõ÷ñùùõĐĔĈđñýúď÷òĔñýċô÷Đóû÷÷ôøô÷ùāóþøô÷õùñÿøñăăúĔñýøô÷
÷úĂĎô÷÷ċööó÷ø÷ÿĈøĄċô÷Ċóċĉó÷÷ċööó÷ĐĔñùùúøüóđù÷ø÷÷ÿ÷óøùùþó÷Ċøô÷øñ
ďāñþô÷ăö÷ùćùúĔóúĕôõ÷÷÷ôøô÷ĄĔñýô÷øñĊĔþĈôúóóùñþô÷ĀóøāúþĄĔñýøô÷ú÷ÿóĉø
ČċñÿúĐó÷ õþúþùùþó÷Ċøô÷øññċùô÷÷õþñ÷ÿó÷ Č÷öĎúøüúóþøĎċô÷ĉ÷ñąĔúø
÷ĂóĎõ øó÷ ÷ôøÿ øñ ď÷ąĈđøñýċô÷ úóüóý ÷÷ôĈøô ÷ñÿñÿĄõ ÷÷þúøùú ăö÷ùć ÷óùñþô÷

þó÷ö÷ĔñøúóõĄô÷øó÷úóþøĎċô÷ĐĔñđøñýċô÷ĐĔąĈđøñýċô÷Čđÿ÷ôü÷Ďā÷ùõ

gfëJ �Éff

þĆöõĂýó÷úõĆúóøóüõ÷òþòóö
1 .ā āùøþăúĔñýøô÷õôñýøúóþøĎċôùĈñÿý÷÷øóþúõ÷ú÷ùā÷üøôď÷ôóûõùóĀ÷

þĆøøóüõ÷
2 .úóþøĎċô÷ùñ÷Ĕøôøøóþúõ÷ùûó÷ùđöú÷÷õĔ÷ô÷Ćúó÷ýďõ ûóûõôĉó÷

þĆøñþ÷ùõùĔøñýõĕĈĉúóõĄô÷øó÷
3 .Đóó÷Āóõ÷÷ĉóċøü÷÷ôóóñýõòąĔñÿĄøóđøúó÷ā÷÷ĂúĔñýú÷Ĉċýùþò÷óõ

ùāþöĉ÷ùĔĉĔøô÷óđñ÷
4 .þĆøøóüõ÷ā āùø÷ĎąċõăúĔñýúĐøø÷÷ôøô÷ùāóþøô÷Đó÷Ăøùúĉ÷
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¢SQódG º««fJ 4.1

?âª∏©J GPÉe
1 .[1.4.1] úóóùñþĈôñċùô÷óñĆā÷÷ċ÷ó÷óõ
2 .[2.4.1]ďúùþò÷úõùòĔô÷ñóñúòñċùĈôăúĔñýøô÷ĉ āđñýúĀ÷ó
3 .[3.4.1]þúċøþċô÷ăúĔñýøô÷óđøúÿĎúăö÷ùćúøāó÷ùóĀ÷

»ªjOÉcC�G ∫ÉéªdÉH §HôdG
1 .úóóùñþô÷ ď÷ø úÿóôøô÷ ď āñýāú ăúĔñýøô÷ Đõ÷ ĊóĂú :»cÓ¡à°S’G  OÉ°üàb’G

øó÷ óđúùøñþú ĉòó÷ ĕĈĉ úóõþ øó÷ úóþøĎõ ÷ñýċĄø  û÷ċöóò đü þď÷ąĈđøñýċô÷ø
ēø÷Č āööþúóõĄô÷øó÷úóþøĎċô÷ēø÷ĊÿóôúăúĔñýøô÷ď āñýýĀ÷óĀñąþóđõĄøñýú

[2.4.1]þĊøüøñúóõĔĈùċô÷
2 .ĂñĆĔúāĔñąďĉüāø÷ü÷÷öøùøąôõ÷āÿóñÿċô÷øó÷úþċô÷č÷Ąøñăóø:»FôªdG øØdG

[3.4.1]þó öñÿöĀñĆó÷ø÷÷ā÷ñĆĔúčĔñăùøó ûĂñÿĈõđüþúċøþċĈôăúĔñýøô÷úñóĎõ

�bG�dÉH §HôdG
þóö÷ċôóĉ óđúóþøĎõ ú÷ø òăāú ÷úøĊó÷ ú÷Ďñÿøô ÷úÿĔùñă ÷óùñĄ øñ ĉċùú Ćöó÷ òĆùøñ÷
ÿõóöùøč÷ĄøñăóøþĆøā÷ñÿöõĈćøüóö÷ôøÿúóþøĎċô÷ăúĔñýúùùôþĕôõ÷Ćôóċô÷ùĂøÿú
ďõ÷óùñþô÷ùÿóÿøñă÷÷÷ÿ÷óĊĔýĐóøĂ÷òÿĒúõóö÷ċúĂúó ûñĆùĉđüüøċúĂøô÷òĆùùô÷
þĆċĈùċôĒõ āòČûþ÷óùñþô÷ÿĔđüăúĔñýøôď÷úÿāõď÷øĂúùćõøó÷þ÷÷ôøô÷ùāóþøô÷

[3.4.1]

čóđċô÷øĊóċĉó÷÷ö

ÿāõ
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º««fàdG 1 ĉñÿÿô÷
á«fj�°ùàdG º«gÉØªdG á©LGôe

1 .[1.1.1]ăúĔñýøô÷õóñþöøñĆĈđøñýċô÷ćāóñþúĕøõ
2 .óđõ÷Ąøñă÷÷÷ÿ÷óĕĈĉ ûóûõ Āôĉó÷ø÷ÿ÷Ĉø āĉóĀñąþ÷÷ĂúĔñýúĀöóĈøýûùøþ÷

[3.1.1]þ÷Ďā÷ùõ÷óùñĄøñ
3 .ùÿĔþôóø ēþú Čôø ó ûþøĎõ ĉ÷ċùô÷ ùùøñĄ÷ ÷Āõ÷ ÷óùñþĈô øĂúĔñýøô÷ đþô÷ Čā÷ò

[1.2.1]÷Ĉċøāċô÷÷þ÷øĎô÷óõþ÷ùòĔøċô÷
4 .[2.2.1]þ÷úóùċô÷ĄĔñýô÷āĔóúĕôõ÷úÿó÷øøô÷ĉõ÷Ĕùô÷õøó÷
5 .[3.2.1]þúøāó÷÷óùñþô÷ĀöóĈøď÷øôø÷øùô÷Ā Āñąøā āùĉ
6 .čĔđÿċô÷ č÷Ąøñă ó÷ø÷ÿĎú úóóùñþô÷ ĕĈĉ õþú øøô÷ ÷ûûô÷ ÷óñþöó÷ óõ

[1.3.1]ăóþĎøøĂúĔñýøô÷
7 .ùñąóĎĉ ü÷ý ďõ ÿøĎċô÷ ÷ø÷ Āñą þ÷ ûùþôĔõ ĒøõĄøñă÷ø ĒøúùøñĄ÷ ó ûð÷ñĄ ùøþ÷

[2.3.1]þ÷ùøāó÷ăúĔñýøô÷
8 .[1.4.1]÷óùñþô÷ĀöóĈøďõ û÷õó÷ û÷ÿ÷ĈøăúĔñýøô÷ āù ÿú þČ Āô
9 .[2.4.1]÷÷Ďđċô÷ĆñąùñúùúĕĈĉăúĔñýøô÷ČđñćĉóñýúĀ÷ó

10 .[3.4.1]úċøþċô÷ĕĈĉăúĔñýøĈô÷ùøāó÷÷÷øóþúõ÷āóûò÷óõ
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.14ÿøþûô÷.¿ÿõúóõþøó÷úóþøþõñ÷ùñôĀóóøñûùô÷óā÷ñùùñþúøøô÷÷ôóāô÷
üāúóüóýøüāúóôø÷ùôôò÷þ÷ùõ÷óùñô

.15Āóøöõ÷.¢Sñûùøôó ûýóøõ÷ ûùõó÷÷õþøó÷ÿøþõùùþô÷õøñýõăö÷ù÷øúò÷Ąõ

.16ÿúøùøô÷.´óāö÷ùñô øó÷ óāù÷ôô úóõþ øó÷ úóþøþõ ñóñþöõ÷ ÷ÿ÷øĄô÷ ăø÷ ùûñþú
óāù÷ôô

.17øĂúĄñýøô÷ýĄāÿûô÷.±÷÷ôóûô÷ ÷óùñþô÷ ÿ÷Ąõ ùúúø ÷úóþùø õò÷ùú ÷óùñþô÷ øñ ù÷ÿõ÷
÷÷ôóûô÷÷óùñþô÷ĀĄñþø÷ñõóô÷úóõĄøùûô÷øúþñýô÷ÿāúø

.18øĂúĄñýøô÷ÿúûô÷.¢Uù÷ÿõ÷ø úąñþûô÷  ùý ùûõ ÿúùúûøô ùùûøñýûô÷ úó÷ôĄñýûô÷
÷óùñþô÷÷óñþöó÷ü÷÷Ăúøÿ÷ÿøĄûô÷

§«£îàdGh ≥j�°ùàdG åëH

1 .÷óùñôĄóúĀ÷óĀñÿúøöøùøąôõ÷úòĄõøó÷÷ÿ÷āñõøó÷÷øþõÿõúóĂõÿùüāø÷
ñûùô÷úóüóýøôøúĀ÷óøó÷ăúĄñýøô÷úó÷ôò÷ÿ ñýāúøó÷ ûùúü û÷õþøó÷ó ûþøþõ
øĂúĄñýøô÷ýĄāÿûô÷ăĂāúùõøóñþþô÷Ă÷ñĀñÿú÷ ûùñÿøõó÷āÿñô÷ ûùúùĂú āü

[1.3.1]Ă÷ñ
2 .øøúóûôĆøøùþúÿõ û÷øûõó÷ù þñóøā ùù

øñöóûô÷ûĄôñóó÷óāú÷óñô÷÷ĂúĄñýú÷óñþöó÷÷ñýûþ . CG
ùĄ÷ýóñþþóăúĄñýøô÷ăôóúĆùûøþõøñúóóùñôòýûþ . Ü

ăúĄñýøô÷øñÿāõòýûþ . ê
ăúĄñýøô÷øñ÷ñÿñÿøûô÷úóóùñþô÷ÿõ÷øûõó÷÷ñýûþ .O

[1.1.1]Ą÷Ąñóóôāóñõøó÷÷ñýûþ .`g
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3 .úóċñýô÷ø÷Ďđċô÷øòýĎþô÷øùċùô÷úóċñăøñď÷ÿĈøĄõČđñùùúòąóĄñĄó÷÷ñýċþÿý
úČđúóøóüõ÷ĉþñăøü÷÷ôóøô÷÷Ĉðñăó÷ČđĎõ āĉóĕĈĉăùć÷þùùþó÷÷÷ñÿĄñþô÷

ăúĔñýøĈôĆÿúùùúóõ . CG
ùúóāõčó÷÷÷ôĈñăčó÷÷÷øóþúõ÷ćùĉóñþõĐĔąúĉ÷üăúĔñýú÷ċĈóúċñýúóõĎĉ . Ü

ĉāĈĉĉ÷ċùóĆúóüóý÷÷ôĈúĐĔôøóāúăúĔñýøôóøď÷Ĉõóùô÷ČöùõĐó÷Ăøùúĉ÷ . ê
[1.1.1]Ćøøóüõ÷

čĄøñă÷þøó÷ùĊ÷ôĔñýô÷ďĉĆþöóøĎôó ûñÿĄĈõēóöÿó÷õøó÷ü÷ĈøóĂċô÷ďõñóđøö÷ùø
ùċùô÷øòýĎþô÷úóõĔĈùõĕôøó÷÷ûûô÷ùċĉó÷øñĉþÿó÷üúóöó÷ôô÷Ċø÷üÿõóöùø
üøöùĊ÷ôĔñýô÷ ĕĈĉ òÿĄñĄ  āĉó ÷øóüõ÷ úø÷ùô÷ ÿĔċùô÷ øñ ĉþÿó÷ þÿùñ  āĉąô ÷Ďđċô÷ø
øöó÷ôô÷Čñăùô÷÷ÿ÷ĈøčĄøñă÷þøĀùĊ÷ôĔñýô÷úóøóüõ÷ĉþÿó÷üòýõóĄô÷ÿĔċùô÷øñø
ó÷ùôĉ ĂñĆĔú úóóóĄõ øó÷ ÷÷öó÷ø čĔñăā ùĉ ñóñþöõ úóöó÷ôô÷ Ċø÷ü ÿõóöùôô

þóđøĈþÿó÷øøô÷úóöó÷ôô÷
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4 .ĀöóĈø Č÷öĎú þ÷÷Ĉþ÷ô÷ óđÿöóĈø ăñýĎú Čô ÷Āõ÷ úąñþõ úóóùñþô÷ Ēü÷Ĕøñă
üñċùô÷óñĆāúùøô÷õó÷÷Ăúùćø÷òýñóĎøô÷ďõ ûøĐøóùøô÷Ąó÷ñăøñ÷óùñþô÷
 āĉąô÷ôñýĎôóøòýñóĎøô÷÷ôóýøñó÷ôøĔñþöĉċøāċô÷÷Ĉąñþċôóøā āùĉþ÷÷āøùô÷ă÷Ăāúø
÷÷āøāøó÷ñċùô÷óñĆāď÷ñýāú÷Ăúùóôó ûñÿĄĈõõøó÷þ÷÷úò÷úóóùñþô÷ĀöóĈøďõ

[3.2.1]þ÷óùñþô÷ĀöóĈøă÷ñýĎøô÷þ÷øĎó÷óùñþô÷
 ácô°ûdG ∞FÉXh

ăúĔñýøô÷øĀóøöõ÷
ăúĔñýøô÷øĉúĔċøô÷
Āóøöõ÷øúó÷Ĉċùô÷
ĉúĔċøô÷øùā÷ÿõ÷

5 .ďõ û÷öĔąõ ûùùĂñõøó÷þăúĔñýøô÷ĐĔċđÿúďõó÷óĎôøúñ÷āò÷ďĉēóöÿó÷ĐóøĈċþô÷ù āôùú
[1.1.1]þùó÷ùô÷÷āñąčĉõôñăĂñĆĔúùāóôĉ āĉąôĉòó÷ĕĈĉĉċüòýċþ

þ"ăúĔñýøô÷ĕôõ÷Āóøýó÷÷øôûùÿĔþô÷÷ĂöóñúóþøĎõøøóùñĄč āĂú"
ăúĔñýøô÷ĕôõ÷Āóøýó÷þČđôþùúøøô÷ùÿĔþô÷ĕôõ÷ùĂøÿúøúóþøĎõĐó÷ďõñċùô÷øąøñþú"

þ"÷ðúÿùô÷øúóþøĎõú÷ôô
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äGQGôfdG PÉîJGh gj�°ùàdG IQGOEG

1 .ü ûù÷ċõ û÷ċ÷òñċùô÷ĂĎċôúóþøĎċô÷ùùñăĐóóñþøú÷ā÷ùòčóöøöóøĐøùúċô÷āñÿú
ó ûċö÷ÿ òý÷ô øĈñąó÷ ÿøĎċô÷ ùùñă þúóþøĎċô÷ ú÷ø ĐóċñĆø üúóóùñþĈô Ăøā ă÷Ăāúø
þĉòó÷ĕĈĉúóþøĎõùùñþùôāóùñăó÷úóõĔñÿþďĉúóõĔĈùõúċü÷þú÷ôô÷ùùñăĔ÷
āóùñăó÷÷ñùùċøćôøóòñąó÷øó÷üĆøĈöóĉøó÷ùöó÷óđøúùøñĄ÷úóþøĎõďĉúóõĔĈùõúċü÷
ČñÿĄô÷ùùñăøüøĈñąó÷ùùñýô÷ā āùĉþúóöĉõ÷ďõøó÷üĆùċøþõøñùüóøċô÷ďõ

ú÷÷úò÷÷óñþöó÷ĉċąøñă÷ČûüÿøĎõ āĉąô
Ăóđüú÷ôúùþøõ ûûõþ÷úĔðċô÷ĒøôñýöøÿøĎõ āĉóøñòĆóÿĄö÷ýĈôõõñýý÷ . CG
Đõóñ üĊóúā 2,000 øĈñąó÷ ēùùñăø Ċóúā 1,700 ùùñýø ÷÷öøùøąôõ÷ öóùôó÷
÷úĔðċô÷÷ôñýĎô÷þøĊóúā1,700 ýĊóúā2,000ùĊóúā300 Ĕ÷ùùñýô÷òú÷ÿĄú
÷ôñýĎôóøþ(2,000 ÷ 300)øĈñąó÷ùùñýô÷ĕĈĉó ûõĔñýĂõùùñýô÷Ąùñø÷òÿĂĎĈô

þ%15ùùñýô÷øñòú÷ÿĄøô÷÷ôñýöýĈôúüöóùôó÷øñČąāøô÷ùýĔô

ÿýü%4ø÷ú÷ø÷÷Ĉċĉ āĉóďõ÷÷ñóñÿô÷÷óùñþô÷ăóøāó÷÷ôñýöĐó÷óĎñĆùøñ÷÷Āõ÷ . Ü
ùùñýôóøüöóùôó÷ùýĔô÷ôñýĎôóøþÿøĎõ āĉóďõùþøċô÷÷÷āøāøñòú÷ÿĄøô÷ā÷Ăõ
òúÿĄċô÷ùùñýôóøþø0,04 ×Ċóúā2,000ù ûóúā80ĐĔą÷ñăĂøùô÷ĐóóüøĈñąó÷
þ ûóúā12ā÷ĂċøĂøùô÷òúÿĄĎ÷ñăþø0,04 ×Ċóúā1,700ù ûóúā68Ăøùô÷ĐĔąú
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ĕôõ÷ ÷óùñþô÷ ùúõùùñÿøøô÷ öóôñăó÷ ÿýüøĂúĔñýøô÷ čĔđÿċô÷ č÷Ąøñăóø . ê
ó÷ø÷ÿĎúùúċĈôďąċúùùþó÷÷ ûāĔõó÷ăùøò÷þĒúÿýÿøĎõ āĉóùùñăòúÿþā÷ùò

[1.3.1]þÿøĎõ āĉóùùñăòúÿþõĎþøô

2 .÷÷ĂúĔñýú ĀöóĈøćóĎ÷þù÷ċõĉċĉòąùñăúĔñýøô÷ ĀöóĈøďõ÷ÿ÷Ĉø āĉóñ÷đú
þõ÷÷Ĕċô÷øúóõóċø÷÷øùùôĄô÷øüČ÷Ĉùøô÷ ďõ÷ĉĔĎøõúóúĔøñýõùøĀòąóĄñĄóô
ďĉ üāø÷ þõúĔô÷ úò÷Ĕõ øó÷ Āāñÿô÷ ďõ ùùĊóñþô÷ ĀöóĈĔô÷ úóöĉõ÷ čĄøñă÷
 û÷ýóøõ ûùý÷ø û÷ÿ÷Ĉøþøñăþúñýøô÷ăúĔñýøô÷ĀöóĈøďõùóóøĉċĉčóđċøď÷øÿ÷Ĉø
þ÷Ĉ÷Ĉòùùôþøó÷ ùùôþĐøøø÷õóùô÷÷úĔöóûô÷ùÿóđñþôĊÿóùõĉ÷ôĔõĕĈĉď÷ĈñąóāĈô
þùÿùøõùùôþú÷ĔĎñăø÷÷ùõóüùÿóđñĄĕĈĉĊĔñÿāô÷õĈóøúùùþó÷ û÷ÿ÷Ĉøþøñă
úóöĉõ÷÷ýĔôùúĔóøôăúùñúõĉċĉ÷øó÷üøÿ÷ĈøăñÿĈõÿ÷ĉõúóõĔĈùċô÷čĄøñă÷

[2.1.1]þăúĔñýøô÷øñĀöóĈĔôóøďúùþò÷Āúùùøô
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gj�°ùàdG ∞«∏μJ

ĐĔüóøāúď÷ąĈđøñýċô÷ Đó÷ Ăøùúóö÷ôóýÿĔüĔõù÷ĊÿøĎõøñù āąñþăúùñďċñĆĉċĉ÷
øó÷øôóýÿøĎõďõ û÷Ďñýāõøó÷ û÷ôùõ û÷ĄñýöĐĔąúĐó÷ďąċúþĒö÷ùñĄøñĐĔôĊùúøó÷Ē÷ôõ÷

þĒôó ö÷ĂúĔñýúó ûõĔđÿõā āĔćúþô÷ÿøĎċĈôćúāúùøþúüÿøĎõ
þÿøĎċô÷õĈóúøó÷Āóøāúòøøô÷ĄĔñýô÷ÿ āý . CG

óđĈñąĔøñă øøô÷ úóõĔĈùċô÷ø üÿøĎċô÷ ÿúøùøô óđõĄøñýøñă øøô÷ ăö÷ùóô÷ ùøþ÷ . Ü
þĒþúøùøôď÷ąĈđøñýċĈô

þÿøĎċô÷ú÷ôôďóóõó÷øó÷Đóąċô÷ÿý . ê

þĆĈđøñýċĈôÿøĎċô÷ú÷øùùñăÿý .O

þĆÿñÿôøĂúĔñýøô÷ĆõĔđÿõč āò .`g

čóđċô÷øĊóċĉó÷÷ö
ÿāõ

65 Č÷÷Ăøô÷ 1 π°üØdG



2 π°üØdG

∂∏¡à°ùªdG ∑�∏°S
õĊùúďõĔ÷ĆĈđøñýċôóñþĒúóõóċø÷÷÷ċöóòĕĈĉó÷øñď÷ąĈđøñýċô÷Ą āĔñýċô÷úñúúĐó÷õþú
ĀóøāúóõČđñď÷òĔñýċô÷ĕĈĉõþúüĆôĀøñăóþĎĈôþĒùõ÷úāóþú÷òĉñóñþöõ÷øñúóóùñþô÷
þúóôĊùô÷ø úóüóāô÷ ēø÷ ÷÷ôĈøô ñ÷ùñþô÷ ú÷ā÷ùò ĐøøĄøú Ā÷ó Čđñø üĐĔąĈđøñýċô÷ Ē÷ôõ÷
ùÿāõ úóõþø úóþøĎõ ďĉ üāôĈô ĆĈđøñýċô÷ úñ÷ÿ ĕĈĉ ĉñÿÿô÷ ÷ø÷ øñ āùùøĎñă
þó÷āó÷øþ÷ õþúøøô÷ úóõĄô÷ø úóþøĎċôóø ÷ĂĈùøċô÷ Ēú÷ā÷ùòÿāúùøô÷ óõø üóđúùøñþ÷ô
Đó÷ úóóùñþĈô ďąċú Ā÷óø üĄó÷ñýô÷ ÷ø÷óđĈċñþú ùøô÷ ā÷ùĂô÷ úĎñąúó÷Ĉċĉĕôõ÷ ÷ñóñĆõóø

þĆĈđøñýċô÷ćĔĈñăČđÿôüāøñ÷ùüõóøóđ÷ñýñóĎõĕĈĉĄĔÿøú

ájOƒ©°ùdG á«Hô©dG áµ∏ªªdG »a ¢VÉjôdG »a …QÉéJ õcôe



 äGQGôb õØëJ »àdG πeGƒ©dG Ée

 õcôªdG Gòg »a ø«bƒ°ùàªdG

 QÉ«àNÉH á≤∏©àªdG …QÉéàdG

?É¡FGô°ûd äÉéàæe

äGQGôb õØëJ »àdG πeGƒ©dG Ée

 õcôªdG Gòg »a ø«bƒ°ùàªdG

 QÉ«àNÉH á≤∏©àªdG …QÉéàdG

?É¡FGô°ûd äÉéàæe

÷÷ñýñóĎøô÷Ċóċĉó÷÷÷øøñăúĔñýøô÷ 4.2 ĆĈđøñýċô÷ćĔĈñăČđñ 1.2

ăúĔñýøô÷ýĔāø 5.2 ďúùøñþċô÷ÿāúùøô÷óõ 2.2

ĆĈđøñýċô÷Ďĉā÷ùĂô÷úĎñą÷÷Ĉċĉ 3.2

π°üØdG ¢ShQO



www.ien.edu.sa

1.2

 ∑�∏°S º¡a
∂∏¡à°ùªdG

á°ù«FôdG äÉë∏£°üªdG

ĆĈđøñýċô÷ćĔĈñă
Consumer Behavior 

øöóđĎô÷ĆĈđøñýċô÷
Final Consumers

÷ąĈđøñýċô÷úóóùñþô÷
Business Consumers 

÷üóāô÷
Need

÷ôĊùô÷
Want

úĕĈĉ÷ ûāÿóòĐĔąøñăòăāô÷÷ø÷ďõñóđøö÷ùø
þď÷òĔñýċĈô÷ôñýĎôóø÷÷ċ÷ó÷ùûóó÷ď÷ąĈđøñýċô÷û÷Ĕöó÷ďõď÷ĉĔöĀñąø 1.1.2

þĒúóôĊāøĆĈđøñýċô÷úóüóýúāú 2.1.2

º∏©àdG ±GógCG

á«fj�°ùJ Q�eCG

ăúĔñýøô÷ čĔđÿõ ă÷ôóøô ĆĈđøñýċô÷ ćĔĈñă ÷ñă÷āÿ ď÷òĔñýċô÷ ĕĈĉ ď÷ùøú
ĐĔ÷öóđĎô÷ ĐĔąĈđøñýċô÷ úď÷ąĈđøñýċô÷ ďõ Đó÷ñăóñăó÷ ĐóĉĔö ćóĎ÷ þ÷÷Ĉĉóÿø
ùùøñþú øøô÷ ÷ąĈđøñýċô÷ úóóùñþô÷ø üòąóĄô÷ Čđóđøñă Đøùøñþú ďúøô÷
øöóđĎô÷ ĆĈđøñýċô÷ ùùøñþú þñċùĈô ó ûĂý óđù÷ø ùÿóĉõ øó÷ óđôóċĉó
ĕĈĉĐĔòĔñýċô÷òąùāúøþúóôĊùô÷øúóüóāô÷÷÷ôĈøô÷ąĈđøñýċô÷úóóùñþô÷ø
ĕĈĉøüóđöøāóøĄúøøô÷úóõĄô÷øúóþøĎċĈôď÷ąĈđøñýċô÷ñ÷ùñĄöóôñăó÷Čđñ
þñ÷ùñþô÷ ùôĉ óđø÷ôĈú ĐĔąĈđøñýċô÷ Ċøóāú øøô÷ úóôĊùô÷ø úóüóāô÷ ÷ñùùõ
úóüóāô÷ĆĈúČđôùñĔúúóõþøúóþøĎõĐĔòĔñýċô÷āĔóúüĆôøô û÷þ÷øöø

þúóôĊùô÷ø

 ∂àaô©e §°ûf

1 .ď÷òĔñýċô÷čóċø÷óøĐó÷öāúĐ÷øĈô÷ď÷ąĈđøñýċô÷óĉĔöóõ
2 .ü ûù÷ùñă ûùó÷ýòþ÷ùøôóđ÷ôõ÷Āóøāúøøô÷ñó÷ñĄóóø û÷ċöóòúñĆþ÷÷õĔ÷ô÷Ćúó÷ýøñù āąñ

þ÷÷ċ÷ó÷ĉòó÷ĕôõ÷ùûóó÷ďõõ÷úùøôóøóđÿ āĎñąČû
3 .Čđú÷ā÷ùòď÷ąĈđøñýċô÷ĀóĄú÷÷÷ÿ÷ąôď÷òĔñýċô÷Čđñ÷÷ċ÷ó÷óõ

»ªbôdG ¢SQódG §HGQ
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 1.1.2

ø«μ∏¡à°ùªdG øe ¿ÉØ∏àîe ¿ÉY�f
Two Different Types of Consumers

úóóùñþô÷ ď÷ø Ċÿóôú ćóĎ÷ ĐĔąú ďô ñċùô÷ Đøÿ ďõø ñċùôóø ăúĔñýøô÷ ó÷ôú
ĉċñþúþČđóĔĈñăČđñČđ÷ĈĉõþúüñċĉĕĈĉĐĔòĔñýċô÷ ĉñÿāúøąôøþòąóĄñĄó÷ø
Čđúó÷þ÷ú÷ùøñăõ÷ô÷óĄúñóĎûó÷Đóôñýāô÷øñČđúóôĊāøď÷ąĈđøñýċô÷úóüóýúñĆøĆôĀ
Consumer Behavior ∂∏¡à°ùªdG  ∑ƒ∏°S Ċóþõ Āñþąøñýú þó÷ø÷ÿĎúø ÷÷ĂúĔñýøô÷

þóđõ÷Ąøñă÷øúóþøĎċô÷ñ÷ùñĄñóĎûó÷ď÷ąĈđøñýċô÷ćĔĈñăĕĈĉùûôĔúøøô÷ĉõ÷Ĕùô÷
ĀóĄú úóõĔĈùċô÷ ĐĔõĄøñýúø ăö÷ùć ùùø ĆĈđøñýċô÷ úóüóý ĐĔòĔñýċô÷ ĉĈāú
ďõ ď÷ÿĈøĄõ ď÷ĉĔö Čđñ Ąó÷ñýô÷ ÷ø÷ øñ Ą āĔñýċô÷ Ċøóāúø þ÷ôó āùñ ÷÷ĂúĔñýú ú÷ā÷ùò

þ÷ąĈđøñýċô÷úóóùñþô÷øüĐĔ÷öóđĎô÷ĐĔąĈđøñýċô÷úóċ÷øď÷ąĈđøñýċô÷

¿�«FÉ¡ædG ¿�μ∏¡à°ùªdG
Final Consumers

 Final Consumers ¿ƒ«FÉ¡ædG  ¿ƒµ∏¡à°ùªdG ùùøñþú
ùüóøċô÷ĐĔĈþúþøñÿĄñþô÷č÷Ąøñăôúóõþøó÷úóþøĎõ
ďĉúóõĔĈùõúċþôüùöùøöõ÷ùôĉùüóøċô÷øó÷ĄĔñýøô÷ó÷ùõø
øøô÷ úóõĄô÷ øó÷ úóþøĎċô÷ úāúø üúóõĄô÷ø úóþøĎċô÷
ĕôõ÷óõõôóćõ÷øúóõĎĉþĐøùøñþúČûóđö÷ùñĄøñĐĔôĊùú
ù÷óñþċô ûùùóøúùùøñþúøó÷÷ñăāċĈôùøñÿñ÷ùñþôøĈāõùþøõ
þúóāô÷ēø÷øñøöóđĎô÷ĆĈđøñýċô÷ĔđñüóċĎ÷ñýô÷øñČĈ÷ñ

áμ∏¡à°ùªdG äÉcô°ûdG
Business Consumers

 Business áµ∏¡à°ùªdG äÉcô°ûdGùùøñþúùùþó÷÷đüďõ
úĈñýô÷ Đøùøñþú Čđñ üøñÿĄñþô÷ č÷Ąøñăô  Consumers

óđõ÷Ąøñă÷ øó÷ óđù÷ø ùÿóĉõ óõõ÷ ĐĔóóĄú Čđöó úóõĄô÷ø
 ûûõú āĎñÿõ āĉóĀóøāúþùùþó÷úóõþøúĈñăăúĔñýúøĀóøöõ÷øñ
øøô÷ùñąóĎùô÷ĀóøöõüúóöĔąċô÷øó÷ÿøčóĄô÷ÿ÷Ĕċô÷ñ÷ùñĄĕôõ÷
óđúóþøĎõĆôĀùø÷ù āĎñÿċô÷÷óùñþô÷ú÷ôøñăþĒùĎñÿõóđùĎñÿú

þď÷÷öóđĎô÷ď÷ąĈđøñýċĈôøó÷ùùþó÷úóóùñþô

»YÉªédG πª©dG

1 .ùùñþĉ÷øÿýøó ûĂúùñĉ āąñĄ
óđõĄøñýúúóõþøúóþøĎõ
ČûüĐĔ÷öóđĎô÷ĐĔąĈđøñýċô÷
ÿøĎõ āĉóČąøċöóòøñ÷ĔùñĆ

ďąċúĐóó÷Āõ÷óõ÷Ĕñþòóöø÷õþø
úóóùñþô÷ĉôòďõóđõ÷Ąøñă÷

þ÷ąĈđøñýċô÷
2 .Ēøóñþøô÷Ēüøó÷÷øÿýý÷øăúùÿó

ăúĔñýú÷÷ÿ÷óøñāøþ÷ø
ď÷úóđôúóõĄô÷øúóþøĎċô÷

þď÷øĉĔċþċô÷
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gfëJ �Éff

þćùøñÿøñ÷Ĉñăó÷ďĉõüó÷
1 .ĆĈđøñýċô÷ćĔĈñýøÿĔñÿĂċô÷óõ
2 .óõ÷ąĈđøñýċô÷úóóùñþô÷øď÷÷öóđĎô÷ď÷ąĈđøñýċô÷ď÷øúóñøþ÷óõ

ď÷ąĈđøñýċô÷øøĉĔċþõď÷øćùøñþċô÷ČñăóĂô÷

 2.1.2

 ¬JÉÑZQh ∂∏¡à°ùªdG äÉLÉM
Consumer Needs and Wants

Ē÷ôõ÷ Āóøāú ñøñĄ ùó÷ ø÷  Need áLÉëdG þúóôĊāø úóüóý ď÷ąĈđøñýċô÷ ú÷ċü ùô
òăóĎô÷óđóāúøþùùñþôô÷ćĔĈñýĈôÿāõĉõóĉČ÷ó÷úóüóāô÷ùÿúøþòþ÷ù÷ôòÿĄñþô÷
òþóùôóøČ÷ýó÷ùùñþúóõĎĉú ûûċñþČđúó÷ýøñóõñøñĄòÿĂöĕôõ÷ĐĔđôĎøúóõĎĉ

þĒøùñþúñøñĄĕôõ÷÷üóāøĒöó÷ćāú
õôñýø Ē÷ñ ĐĔôĊùú Čđöó÷ òăóĎô÷ ùùñþú ñøñĄ Want  áÑZôdG Đõóñ üùùþó÷ ÷đü ďõ
üòþóùôóø òăóĎô÷ ùùñĄ ÷Āõ÷ ú ûûċñ þóđöĔñþ÷ùú øøô÷ ČđøñóĂû øñ ÷ýóøċô÷ ú÷āó÷Ąô÷
Ē÷Ĉĉ Č÷āó÷þ úĂ÷ñă ùøô÷ öøùñþċô÷ ûĔö Đó÷ õ÷ þöùñþô÷ ĕôõ÷ ÷üóāôóø Đøùùñþ÷ñýñ
ú÷āó÷Ąô÷ĆĈú÷÷øĀóüùõøĒ÷ñĐĔñþ÷ùúùøô÷Đóąċô÷øñ÷ýóøċô÷ú÷āó÷Ąô÷ēÿāøñă
ĐøùúČđöóüòþ÷ùĈô û÷úāøùñĆùñý÷ôúóþøĎõòăóĎô÷ñ÷ùñĄĕôõ÷÷ø÷ùÿôĔúþČđô÷ôñýĎôóø

þĒ÷ĈĉĊĔñÿāô÷Đøúùúùøô÷ùó÷āô÷ôċöĕĈĉøóÿāĈô÷ċđõóđöó÷
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»fj�°ùJ �jQÉæ«°S

úóóùñþô÷ĆĈđøñýõĕĈĉĊóûċóúóþĈûċĈôĕđĂõ
An ice cream café as an example of a business consumer

üúóþĈûċô÷ĕđĂċô÷÷ø÷úĎñÿúþĒöċùôúóþĈûċô÷øúóøøùñþċô÷čóõô÷øñĕđĂõú÷ôú
ĕđĂċô÷ ùùøñþú üùđñĄ  āĉó øñø þčóõô÷ øñ ÿĔüĔõ úóþĈûõ ú āĎñÿõ ďõ óđúùøñþú ĉø
ĕôõ÷ùđñĄďõóđĉ÷Ĕöó÷ø÷øĔĈóċô÷úóþĈûċô÷úó÷ċóďúóôøúþúóþĈûċô÷ú āĎñÿõďõ û÷÷ôĈć
ùó û÷øóþøñă÷øüõĈóô÷ĕĈĉĊóôòõ÷ďõø÷óĂċô÷öóāñąó÷ĒùòĔøúóċôó ûĂñøĆôĀøüùþò÷
úóøøùñþċô÷ ĕđĂċô÷ ùùøñþúø þó÷ĔĈñúñ ñċùô÷ Đó÷ ĕđĂċô÷ öóāñąó÷ ÷ý ú÷āó÷þ
ø÷óĂċô÷ø ùüóøċĈô ÷úĂóüô÷ úóøøùñþċô÷ ú÷ø øñ ÷ñÿñÿĄøõ ùùþó÷ ÷óùñĄ ďõ ÷úĂóüô÷

þÿāĔċô÷÷ø÷úõóđñýÿö÷÷ôĈóô÷ú÷ñ÷ùüõ÷úôøúøüČĉóóċô÷ø
ēø÷ Ēøóāñąó÷ ùùøñþ÷ñă ü ûùúü  ýú÷ùõ øó÷ ÷ ûúü ó ûûóûó÷ ĕđĂċô÷ Āóøāú óõĎĉ
þĊĔĂùõ ùùñýø ùÿĔþô÷ ÷÷ôóĉ úóþøĎċø Č÷úøøô Čđø ĐĔĂûú ďúÿāĔõ ďõ úóþøĎċô÷
úùô÷ďõúóõþñ÷ùñĄĕôõ÷ó ûñúúó÷úóþĈûċô÷ĕđĂõöóāñąó÷ċùúĆôĀĕôõ÷÷ñóñĆõóø

þ÷÷ôóċô÷úóøóñýāô÷ôôñúôď÷ôñăóāċô÷ĉûõüùùþó÷úóóùñþô÷ďõ

G kóbÉf G kô«μØJ ôμa

1 .ùùþó÷úóóùñþô÷ďõúóþĈûċô÷ø÷óĂõöóāñąó÷óđúùøñþúøøô÷úóþøĎċô÷óõ
2 .čóöøöóøúóþĈûċô÷ø÷óĂõöóāñąó÷óđúùøñþúøøô÷úóþøĎċô÷óõ
3 .óđúùøñþúøøô÷óđúó÷ċóøóđñýÿöúóþøĎċô÷ĕĈĉùûôĔúĐó÷ óđöóóñĄďõøøô÷ĉõ÷Ĕùô÷óõ

úóþĈûċô÷ø÷óĂõöóāñąó÷
4 .óõúóþĈûċô÷ĕđĂõöóāñąó÷óđõĂúøøô÷÷õĄô÷ĕĈĉòÿĎô÷øñÿā÷Ĕô÷Ċóûċô÷óõ

ó ûñúúó÷óđöøùøñþúòøøô÷÷õĄĈôùþò÷Ċóûċô÷

ĆĈđøñýċô÷ćĔĈñăČđñ 1.2 ¢SQódG71



äÉLÉë∏d »eô¡dG π°ù∏°ùàdG
The Hierarchy of Needs

ăĈùøúóõĎĉ÷úùñþôô÷ úóüóāô÷ĊĔý"ĔĈñăóõčó÷÷ùøõ÷" ÷úùööĕĈĉĐĔòĔñýċô÷ċøùú
úóþõ÷ñýċþÿýòýÿöČôóĉĔ÷"ĔĈñăóõ"þĒúóôĊāøĆĈđøñýċô÷úóüóýČđÿøùõó÷

þø"1-2"ĉąñþô÷ùööÿ÷ùòăóĎô÷ùôúóüóāĈô

á«Lƒdƒ«°ùa

øñ÷Ĕ÷øùøóóõøñóõøčĔöøčóùćù

¿ÉeC’G

øùÿóñÿøò÷Đóõó÷ø÷úñýþô÷÷õñýô÷ù

»YÉªàL’G ÖfÉédG

øñóċøö÷øõāô÷øñóòñąó÷ù

 ôjó≤àdG

øā÷ùøĉ÷øč÷ùøý÷ù

 äGòdG ≥«≤ëJ

øĆúóöóąõõ÷ć÷āÿõ÷ù

÷÷ôĈú øñ òăóĎô÷ Ēùôøú ùøô÷ Āāøô÷ úóüóāĈô øõùđô÷ "ĔĈñăóõ" ĉñýĈñýú ĂñĆĔú"1-2"πµ°ûdG

þúóüóāô÷

ĕôõ÷ ÷üóāô÷ø ü÷÷ĉóċøü÷ø ÷ā÷Ďõó÷ø ÷÷üĔôĔ÷ñýñ úóüóý ø÷ òýċĄô÷ úóüóāô÷ ēø÷
Āāøú úóüóāô÷ ďõ úóĉĔċþċô÷ ēø÷ Đó÷ "ĔĈñăóõ" Ăøùú þú÷øô÷ ă÷Ăāúø ùúĂøô÷
÷÷ôĈú ĕôõ÷  ûøó÷ òÿĄñþô÷ Āóøāú üùùþó÷ ùāóôùø þøõù÷ ĉñýĈñýú øñ Đóñýöõ÷ óđùôñþúø
÷÷ôĈú ĕĈĉ óùú óđ÷ôĈú Đó÷ ùøø þčùđô÷ ďõ øĈÿñýô÷ ñþô÷ øñ ÷÷ñăóñăó÷ úóüóāô÷
úóüóāô÷ú÷ċüøôĈúĕøý÷Ăúùóô÷ēøđøčĂøô÷øñùċøñýúøüøôóøô÷ùĔøñýċô÷úóüóý

þčùđô÷øñ
ĕĈĉñóĂôĈôòýÿĎøô÷øčĔĎô÷øĉóó÷úĉûõü÷÷üĔôĔ÷ñýÿô÷úóüóāô÷÷÷ôĈúú÷ċþô÷ĕĈĉõþú
þ÷ā÷Ďõó÷úóüóāô÷÷÷ôĈúøñòăóĎô÷ó÷ôúüó ûõĔċĉúóüóāô÷ēø÷÷÷ôĈúùøþùó÷āô÷÷ò

þ÷÷üĔôĔ÷ñýÿô÷úóüóāô÷ďõ÷÷ċ÷ó÷ĉòó÷Ēöó÷õ÷üú÷ċþĈôČđõĐóõó÷
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ĉôò òý÷ô ďąôø üòăóĎĈô  û÷ċđõ ÷÷ĉóċøü÷ úóüóāô÷ Ăôñÿú øôóøô÷ ùĔøñýċô÷ ĕĈĉ
ďúùþò÷ďõā÷ùøĉ÷øč÷ùøý÷õñýóøúóóúøþ÷ā÷Ďõó÷ø÷÷üĔôĔ÷ñýÿô÷úóüóāô÷÷÷ôĈú
û÷øõ÷øùùąÿô÷ĔċĎô÷ú÷øô÷ă÷Ăāúĕôõ÷÷üóāô÷ďċñúøúþùúĂøô÷ĕôõ÷÷üóāô÷øôĈ÷ô

þùùþó÷÷üĈøýāøô÷ùāóđõČāĈùúúĊóûċô÷ĉ÷ôñăĕĈĉþā÷÷ó÷ă÷Ăāúø

Ćô÷ôñýĎôóøóđø÷ċ÷ó÷ùõóõø÷÷ĉóċøü÷Ćúóüóý÷÷ôĈøôĉùÿú÷Āóõ
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áØ∏àîe äÉj�à°ùe ,¿�Ø∏àîe ¢UÉî°TCG

Different People, Different Levels

يجب اأن يدرك الم�سوقون اأن مواقع النا�س على م�ستويات الت�سل�سل الهرمي للحاجات 
لي�سù واحدةً. يركّز بعúسهم على الحاجة اإلى الأمان، بينما يركّز اòخرون على الحاجة 
اإلى التقدير. يوفر ال�سكن مثالً جيدًا على الóريقة التي تختلف بها حاجات الم�ستهلك 
حيü ي�سبع الإن�سان الحاجة الف�سيولوجية لل�سكن في منزل يوفر الحماية من الóق�س. 
المنزل الواقع في حي اòمن اإلى حدّ ما مع نظام اأمني يلبي الحاجة اإلى الأمن. بالن�سبة 
للعائلة Āات الأćفال، فاإن ال�سقة الموجودة في حي يحوي الكثير من العائل䐧ت ال�سابة 
حاجات  ال�سقة  تلبي  قد  Āلك،  اإلى  بالإ�سافة  الجتماعية.  حاجاتهم  ا  اأيúسً تلبي  قد 
ا اإĀا خúسعù لل�سيانة المتقنة وقد ي�سبع الم�ستري حاجات تحقيق الذات  التقدير اأيúسً

اإĀا �سمم بنف�سĂ ديكور ال�سقة من الداخل.

gfëJ �Éff

ناق�س اإجاباتك عن الأ�سئلة مع Ăميلك اأو في مجموعة.
ا�سرح ت�سل�سل "ما�سلو" الهرمي للحاجات اإلى �سخ�س اòخر با�ستخدام . 1

الر�سم البياني في ال�سكل "2-1" كم�ساعد ب�سري.
فيها، . 2 التفكير  يمكنك  التي  فعلي克ّا  الموجودة  ال�سركات  اأو  ال�سركة  ما 

وتبيع المنتجات اأو الخدمات وفقًا لكلّ م�ستوى من الم�ستويات الخم�سة 
لت�سل�سل "ما�سلو" الهرمي للحاجات؟ 
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1.2 

ماذا تعلمت؟
ما هدف الم�سوقين من درا�سة �سلوك الم�ستهلك؟ ]1.1.2[. 1
ا�ستخدامها في . 2 اأو  بيعها  ال�سلع والخدمات لإعادة  ي�ستري  الذي  الم�ستهلك  نوع  ما 

اإنتاج وت�سويق �سلع وخدمات اأخرى؟ ]1.1.2[
ا�سرح الفرق بين الحاجات والرغبات. ]2.1.2[. 3
اأولً؟ . 4 النا�س  يلبيها  التي  للحاجات  الهرمي  "ما�سلو"  ت�سل�سل  في  الحاجات  فئة  ما 

]2.1.2[

الربط بالمجال الأكاديمي
FôªdG øØdG«: ا�ستخدم المجل䐧ت وال�سحف القديمة للعثور على ال�سور التي تمثل . 1

لإن�ساء  ا�ستخدمها  وق�سها.  للحاجات  الهرمي  "ما�سلو"  ت�سل�سل  من  م�ستوى  كلّ 
مل�سق اأو اأي �سورة مرئية اأخرى تو�سح الترتيب ال�سحيح للحاجات في الت�سل�سل 

الهرمي. ]2.1.2[
äÉ«°VÉjôdG: يبيع اأحد المتاجر م�ستلزمات البناء لل�سركات والم�ستهلكين النهائيين. . 2

بلغ متو�سط المبيعات لل�سركات ال�سهر الما�سي 3,200 ريال، ومتو�سط البيع للعمل䐧ء 
عمليات  خم�س  بمتو�سط  م�ستهلكة  �سركة   128 هناك  كان  ريالً.   164 النهائيين 
�سراء �سهري克ّا، و2,593 م�ستهلكًا نهائي克ّا بمتو�سط 2.3 �سراء �سهري克ّا. اح�سب اإجمالي 
ال�سهرية  المبيعات  واإجمالي  الم�ستهلكين،  اأنواع  من  نوع  لكلّ  ال�سهرية  المبيعات 
الم�ستهلكين.  فئات  من  فئة  لكلّ  المبيعات  لإجمالي  المئوية  والن�سبة  الإجمالية، 

]1.1.2[

الربط بالواقع
 30 فيديو مدتهما  اإعل䐧نين  اإن�ساء  اإلى  وتحتاج  اإعل䐧نات  وكالة  في  تعمل  اأنك  افتر�س 
ثانية ل�سيارة دفع رباعي جديدة في ال�سوق تعمل بالوقود والكهرباء )هجينة(. يجب 
اأن يلبي الإعل䐧ن الأول حاجات الم�ستهلك ل�سيارة اقت�سادية. ويجب اأن ي�ستميل الثاني 
حاجاتهم التي تتعلق بالتقدير الذاتي. �سجّل هذه الإعل䐧نات ثم اعر�سها على معلمك. 

 ]2.1.2[

محفظة الأعمال والمهام

تقييم الدر�س
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2.2

 õØëj �òdG Ée
 ?øjôà°ûªdG

á°ù«FôdG äÉë∏£°üªdG

÷÷ö÷ùñþô÷úñ÷øô÷
Buying Motives 

÷÷ÿćóùô÷úñ÷øô÷
Emotional Motives 

÷÷öĂùô÷úñ÷øô÷
Rational Motives

ĉ÷ñúÿøô÷úñ÷øÿ
Patronage Motives 

øö÷ùñþô÷ćĔĈñýô÷
Buying Behavior

úĕĈĉ÷ ûāÿóòĐĔąøñăòăāô÷÷ø÷ďõñóđøö÷ùø
þñ÷ùñþô÷úñ÷øôýûô÷úóÿô÷úāú 1.2.2

þĆĈđøñýċô÷ā÷ùòúĎñą÷÷ĈċùôòýċĄô÷ú÷ĔóĄô÷Āñąø 2.2.2

º∏©àdG ±GógCG

á«fj�°ùJ Q�eCG

ĐĔąú òø þñ÷ùñþĈô úñ÷ÿ ÿĔüĔô øó÷ üóõ õôñýô ñ÷ùñþôóø ĐĔąĈđøñýċô÷ čĔĂú
øñøĉĔøĐĔąĈđøñýċô÷ùąÿúó ûôôóĊþ û÷øāø û÷÷öĂĉøó÷ û÷÷ÿćóĉúñ÷øô÷ēø÷
þĉõ÷Ĕĉùùøùûóóøúú÷ā÷ùĂô÷ēø÷ďąôøü÷÷ö÷ùñþô÷Čđú÷ā÷ùòĀĈþúñ÷øô÷
÷ĈñýĈñă ó ûõĔċĉ úôøú ĆĈđøñýċô÷ ā÷ùò úĎñą ÷÷Ĉċĉ Đõóñ úñ÷ô÷ Đóó óċđõø
øñøüă÷ċĉù÷ąÿúĐøø÷ĉùñýøĉ÷ċùô÷ó÷ĔóĄúüó ûöó÷ýó÷þóđñýÿöú÷ĔóĄô÷
õüĔøú þāóôøĉóø ó÷øþó÷ õþú  û÷ĈúĔć  û÷÷Ĉċĉ ùõó÷ õĈóøú ùùþó÷ úóòøó÷
Čđùñúø ď÷ąĈđøñýċô÷ ÿāú øøô÷ öóôñăó÷ ÷Ĕċđÿú Đó÷ ď÷òĔñýċô÷ ĕĈĉ
ĐóóñþøóđöøøĄøúøøô÷÷÷öóđĎô÷ú÷ā÷ùĂô÷øñ÷÷ĈĉóÿøùûôĔúøČđú÷ā÷ùòĀóĄú

þóđöøùøñþúøøô÷úóõĄô÷øúóþøĎċô÷

 ∂àaô©e §°ûf

þóõ û÷õþøó÷ó ûþøĎõóđ÷ñùúùøñĄ÷øøô÷ùù÷þó÷ú÷ùċô÷ùýõ÷øñù āąñ
1 .čó÷÷ĉùñýøó÷ôø÷ùñĄõþúøøô÷ùÿāċô÷÷õĄô÷øó÷ÿøĎċô÷Đóóñþø÷ ûā÷ùòúøĄú÷ĉ÷

 Đóóøõù÷ąÿúùø
2 .óđúùøþ÷øøô÷ùÿāċô÷÷õĄô÷øó÷ÿøĎċĈôĆö÷ùñĄöóôñăó÷óõ
3 .÷øđôĆö÷ùñĄĉ÷ĈāúďõĆúóôĊāøĆúóüóýďĉĐĔòĔñýċô÷ĒċĈùøúĐó÷ďąċúùøô÷óõ

÷õĄô÷øó÷ÿøĎċô÷
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 1.2.2

AGô°ûdG �aGhód çÓãdG äÉÄØdG
The Three Categories of Buying Motives 

ùûôĔúþòÿĄñþô÷ćĔĈñăÿāúøøô÷÷÷ôĈñýô÷øó÷÷÷øóþúõ÷ĉõ÷Ĕùô÷÷ĉĔċþõĔ÷úñ÷ô÷
ĉùÿô úñ÷ô÷ Ĕ÷ø úùċô÷ ù÷ñÿò úñ÷ÿ üĔúø óđāĈó òÿĄñþô÷ úóñùñÿú ĕĈĉ úñ÷øô÷
úñ÷ÿøü÷ùøċô÷øăùċô÷øùÿóùñýô÷ úĉûõüõúùĂô÷ĉôĂøñýċô÷øñõò÷Ĕùô÷ õôñýøñó÷ñĄó÷
ďõùøó÷÷óĂöøñ÷õÿóĂô÷õò÷Ĕùô÷õôñýøñó÷ñĄóóøčó÷ĂĈôúñ÷ô÷Ĕ÷øúùċô÷ĉúĔć
û÷üõú÷āĕĈĉĊĔñÿāô÷ø÷āüóö÷÷Ďđõùó÷ýĕĈĉĊĔñÿāô÷÷ñąùñĉûõüĉôĂøñýċô÷

þóö÷õĔúòÿĄñþô÷ó÷øĄøúøøô÷ú÷āó÷Ąô÷ú÷ÿāċô÷ÿāúĆôøô
ó÷øĄøúøøô÷ú÷ā÷ùĂô÷ùûóóøúĀõ÷ûď÷ąĈđøñýċóòăóĎô÷ćĔĈñăĕĈĉúñ÷ô÷ùûôĔúĆôøó
 ™aGhódG ĐĔòĔñýċô÷ Ē÷ċñýú óċø úóõĄô÷ø úóþøĎċô÷ ĕĈĉ Ċ÷Ĕõó÷ Ąóÿöõ òąóĄñĄó÷
þñó÷ñĄó÷ Đøùøñþú òăóĎô÷ ĉùþú øøô÷ öóôñăó÷ ø÷ø üBuying Motives  á«FGô°ûdG

úóþøĎċô÷ñ÷ùñĄĕôõ÷ ď÷ąĈđøñýċô÷úñúøøô÷÷÷ö÷ùñþô÷úñ÷øô÷ďõúóñýûćóĎ÷
úñ÷øÿø ü÷÷öĂùô÷ úñ÷øô÷ø ü÷÷ÿćóùô÷ úñ÷øô÷ úāóąñóô ÷øóþøñă÷ øó÷ úóõĄô÷ øó÷

þø÷÷øĔñýāċô÷ùĉ÷ñúÿøô÷

á«ØWÉ©dG �aGhódG
Emotional Motives

úóõĄô÷øó÷úóþøĎċô÷ñ÷ùñĄöóôñăó÷ø÷ Emotional Motivesá«ØWÉ©dG ™aGhódG

ď÷ąĈđøñýċô÷Đó÷ó÷ôõĕĈĉøÿćóùô÷úñ÷ô÷ċøùúþúóùÿö÷øĀć÷Ĕùô÷ĕôõ÷÷ ûÿóĎøñă÷
ĐĔąĈđøñýċô÷õāúøøô÷ùĉóñþċô÷ďõùÿóùñýô÷øùÿĔċô÷þČôó÷õĎþúø÷ùøċô÷ďĉĐĔûāôú
āĔùñĄĔ÷ăĈĂô÷øó÷õöøôóøāĔùñþô÷Đó÷ĆñĄøøü÷ùøċô÷ČđôõĈþúóđöóûóđøòăóñýýõ÷
úóþøĎõĕĈĉĊĔñÿāô÷ĕĈĉĐĔċĊùõČđöóóøñċùô÷ùùñþúþĒôĎþúĐĔąĈđøñýċô÷úùú
þùĉóñþċô÷ òúùø õĎþú øó÷ öóñýøó÷ ĕĈĉ Č÷ĉóñýøñă óđöó÷ ĐøĂøùú Čđöó úóõþøó÷
øñăċùøùûôĔúĐó÷ďąċúø÷ öü÷úĔòòÿĄñþĈô÷÷ÿćóùô÷úñ÷øô÷Đó÷ĐĔòĔñýċô÷ćāúø

þĒóĔĈñăøĒú÷ā÷ùò
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ú÷þñþøô ĐĔòĔñýċô÷ ĒõĄøñýú Đó÷ ďąċú óö÷ÿćóĉ ÷ ûñóý āĔĄô÷  āù ÿú Ćôøô  û÷ñóñĆõ÷
ùùøñþö òĊóûċô÷ ĉ÷ôñă ĕĈĉďāĎñþúóõĄô÷ øó÷ úóþøĎċô÷ ñ÷ùñĄĕĈĉď÷ąĈđøñýċô÷
þùĔñúùô÷ù÷Ċñ÷øüô÷ĕĈĉú÷÷ôċô÷āóûò÷ ĕñþĄöóĎöó÷úĔñúùô÷ú÷øùñúĄô÷ø÷đóóÿô÷
ÿúõ ô÷óĄøô ĒöĔõĄøñýúø ÷÷ÿćóùô÷ úñ÷øô÷ ďõ ûĔĎô÷ ÷ø÷ ĐĔòĔñýċô÷ ćāúø

þúñ÷øô÷ēøđô û÷øóþøñă÷øĂúĔñýú

á«fÓf©dG �aGhódG
Rational Motives

á«fÓ≤©dG  ™aGhódÉH ó ûñúúó÷ Đøùûóóøú ĉø üõñýāñ Č÷ùĉóñþċø ĐĔąĈđøñýċô÷ ùûóóøú 
ăöóĂāô÷ ĕĈĉ ÷÷ö÷ùñþô÷ Čđú÷ā÷ùò ĐĔąĈđøñýċô÷ øĎôú óõĎĉ þRational Motives

ĕĈĉ ĊĔñÿāĈô øó÷ üĊóċô÷ øó÷ ùòĔô÷ ù÷ñĔú ĕôõ÷ ÷üóāô÷ úĊóûċô÷ ĉ÷ôñă ĕĈĉù ăóĎċô÷ø
úñ÷øô÷þøöĂùô÷úñ÷ôóøĐøùûóóøúČđöõóñüøùÿĔþô÷ďõďā÷ùõùĔøñýċø÷õþøó÷ÿøĎõ
øó÷ ĊĎċô÷ úĉûõ üùùôąô÷ úóúùøñþċôóø ùõó÷ ăĈùøú óõĎĉ ÷ñąóĄøø ÷ċđõ ÷÷öĂùô÷
ĐĔĉ÷ùÿú òăóĎô÷ ĉö÷ñă üúĈñýô÷ ēø÷ñ÷ùñĄ øñ ÷ ûāøÿ ùĉóñþċô÷ ùôùô Ĕô ĕøýø þùāó÷ñýô÷

þóđö÷ùñþøā÷ùòĀóĄú÷ĉôòóđøċ÷òø÷ýóøċô÷ú÷āó÷Ąô÷ùÿĔü
úóõĔĈùċô÷ òăóĎô÷ øĉ÷ù÷ñă üöĔñăóý ñ÷ùñþô ā÷ùò ĀóĄú÷ Ďĉ Ċóûċô÷ ĉ÷ôñă ĕĈĉ
÷ñĄóñĄČþýøüĒúóõĔñăāùÿĔüĕôõ÷÷ñóñĆõóøüĒúĔòøĉ÷üñþøô÷čóöö÷ĉùñýøăĈùøúøøô÷
þĒõ÷Ąøñă÷ďĉĆĈđøñýċô÷óñĆāøöĔñăóāô÷ñ÷ÿó÷ĕĈĉú÷÷ċô÷ēø÷ āĉóùûôĔúþòĆùùô÷
ùøô÷öĔñăóāĈôĐóċñĆĉøóĂõúñô÷ùøüùõāùĂúĐó÷ ĆĈđøñýċô÷ĕĈĉĐĔą÷ñăČû
ăñąõ÷ ĉċñþú øøô÷ ÷Ĉċøāċô÷ Ā÷ôóąøô÷ø üĐóċñúô÷ ÷ÿĈąú Č÷÷Ăøø ĆôĀø ēñ÷ùñĄ āóøĄú

þĒĈóùúĊóýøñĒô÷ôøñă÷øó÷öĔñăóāô÷
òúùø Đó÷ õ÷ þùý÷ø ñ÷ùñĄ ÷÷Ĉċĉ øñ ÷÷öĂùô÷ø ÷÷ÿćóùô÷ úñ÷øô÷ ćāóñþøú ò
ø÷÷ôĈñýô÷  û÷ñąóþù ÷÷ÿćóùô÷ Čđùñ÷øô ÷øóþøñă÷ ñÿò ďĉ ĐĔôĎþø÷ñă òąóĄñĄó÷
Ćôøô û÷þ÷øöþ÷ĂñĔõù÷Ċñ÷ùñĄú÷ā÷ùòĀóĄú÷ĕôõ÷Č÷ÿĔĂ÷ñăĆôĀĐó÷ĐøĂøùúČđöó
þ÷÷öĂùô÷úñ÷øô÷ĕĈĉ ûõóóøó÷ó ö÷öü÷ ûÿóċøĉ÷ĐĔąĈđøñýċô÷ñôĔ÷ċøùúóõó ûôôóĊ
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π«°�ØàdG �aGhO
Patronage Motives

ąúùúø Patronage Motives π«°†ØàdG ™aGhOĔ÷ñ÷ùñþô÷úñ÷øÿďõüôóûô÷ûĔĎô÷
õôñýø÷õþøó÷ÿøĎõñ÷ùñĄĆĈđøñýċô÷āùĂúóõĎĉĉ÷ñúÿøô÷úñ÷ÿùñĔøúþñĔô÷ĕĈĉ
öóôñăó ñĔô÷ ÷ø÷ āóđĈõ÷ ď÷ąĈđøñýċĈô ďąċú þ÷Ďā÷ùõ ÷óùñĄ øó÷ ÷úāóþú ÷õùô Ēöø
øó÷ üùÿĔþô÷ ÷÷ôóĉ úóþøĎċô÷ øó÷ ü÷óùñþĈô ÷ñúÿĄĎċô÷ āóùñăó÷ ĐĔĈñúÿú Ăñ þ÷ÿĈøĄõ
÷ôñăóĎċô÷ ÷÷Ĉùÿô÷ ùüóøċô÷ úò÷Ĕõ øó÷ ü÷ùö÷ùô÷ ñċùô÷ ÷õþøó÷ üďúÿøÿĔô÷ ď÷ÿĈĔċô÷
óđøõĄøñă÷÷úāóþú÷õĉøó÷ùāóþúČñă÷õôñýøó ûñúúó÷ď÷ñÿĈĄõ÷ĔöĔąúĐó÷ďąċúøþČđô
óċøā Đøùþò÷ ĐĔąĈđøñýõ þČđøĂóĎõ øñ úĂú ÷óùñþô÷ Đó øó÷ üùúĉ ú÷ĔĎñýô ČđøĈöóĉ
øó÷ü÷óùñþô÷ēø÷øñď÷Ĉõóùô÷òąóĄñĄó÷úõČđĂñ÷Ĕúõôñýø÷Ď÷ùõ÷óùñþôČ÷ôøøĐĔąú

þĆôĀù÷Ċøó÷üÿøĎċô÷ďĉĐĉõ÷øñĐøùđöúďúøô÷

öĔñăóýñ÷ùñĄúÿāó÷÷Āõ÷óđ÷ĉ÷ùúøøô÷÷÷ñăóñăó÷ĉõ÷Ĕùô÷óõ
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ÿĔùúĐó÷÷óùñþĈôďąċú ûûċñþĉ÷ñúÿøô÷úñ÷øøó ûñúúó÷÷ąĈđøñýċô÷úóóùñþô÷ùûóóøúò
ó÷óñĆùôûúóõĈøñýċô÷øčóĄô÷ÿ÷Ĕċô÷ñ÷ùñþôùùþó÷ùøùùõóđú÷Ā÷óùñþô÷úõĉõóùøøô
ùùćóĄċô÷ďõ ûøóö÷Ĉāõ÷ ûÿāĔõĐĔĈñúÿúòøþăøóñăĉõóùúøñúóõĄô÷øùÿĔþô÷ďĉ

þùþò÷Ĉøøó÷ùùþó÷÷ĂóĎõøñùÿĔüĔõ÷óùñĄúõĉċùôóø
÷Ĕöóóó÷ñ÷Ĕñăùĉ÷ñúÿøô÷úñ÷øÿČ÷ÿāúďúøô÷òąóĄñĄó÷Đó÷Ĕ÷üó ûñúúó÷÷õóđô÷āĔõó÷ďõ
Ċøóāú þ÷Ďā÷ùõ ÷úāóþú ÷õĉøó÷ ÷õþøó÷ ÿøĎċô ÷ öüĐĔñÿĈĄõøúóóùñĄ čó÷ ÷ ûÿ÷ùñó÷
ñ÷ùñþô÷ úó÷Ĉċĉ ā÷ùąú ÷ù÷ñă ÷ø÷ Đó ĉ÷ñúÿøô÷ óđĄ÷ñăùúø úñ÷øÿ ú÷þñþú úóóùñþô÷

þóđ÷ñýñóĎõñċĉďõĉĈĂúøóđúóþøĎċô

óđôòÿĈĄúøøô÷÷úāóþøô÷úóõùô÷øúóóùñþô÷óõ
óđôĆöøöóôñăó÷óõ
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gfëJ �Éff

þćùøñÿøñ÷Ĉñăó÷ďĉõüó÷
1 .ĆĈđøñýċô÷ú÷āó÷þĕĈĉùûôĔúøøô÷÷ûûô÷÷÷ñăóñăó÷úñ÷øô÷û÷Ĕöó÷óõ

÷÷ö÷ùñþô÷
2 .÷ĀóċôøñÿòďĉĒøùûóóøô÷ĆĈđøñýċô÷õĎþøúòùøô÷úñ÷ô÷ûĔöóõ
3 .ùÿāõ÷úāóþú÷õĉøó÷÷óùñþôó ûñÿĈĄõĆĈđøñýċô÷ñóĂøöóôñăó÷óõ
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πÑfªdG ∂J�¡b Ü�c ¿CÉ°ûH QGôb PÉîJG
ùĂóøċõñċĉ÷õþø÷ċõÿøĎõČúĂøøď÷ñÿĈĄċô÷ñċùô÷ďõúùô÷øĈāõĕđĂõõýóñąöøü
÷Ĉúôô÷ùüóøċô÷Č÷÷Ăøø÷ĂĈùøċô÷ùĔóĄô÷ďĉĕđĂċô÷÷ø÷ñċĉČöùõĀòĔúòøþõñăóĎõĐóąõøñ
óđöøùøñþ÷ñăøøô÷ùĔđĂô÷ûĔöĕĈĉā÷ùĂô÷÷ø÷ċøùúüČđ÷ôõ÷÷ôñýĎôóôñþùĔđĂô÷ñ÷ùñĄā÷ùòĀóĄú÷÷÷Ĉċĉøñ
ù÷Ċĉõ200Čþāøøó÷øĉõ300ùùù÷üñąøó÷üøĉõ450ù÷óñăĔøõøó÷üøĉõ600ùùù÷ôóóõõ÷ óđċþýø
ýó÷ĒôĈć÷Āõ÷ďąôøüĕđĂċô÷úóöĉõ÷ďõùó÷øñøó÷ ÷ċöóĂô÷øñĉõ200 ČþýùđöúþĒĎĉďĈùõ

þĉõ300Čþýùùñăďõĉòó÷ùùñýøĒĈùþ÷ñăĕđĂċô÷Đõóñüñċùô÷
Đó÷úòĔøċô÷ďõøüúóøøùñþċô÷ú÷ċüĕĈĉ%1ôñăĔøċøāóùñăó÷úñù÷ñăĒöó÷÷ ûùþôĔõĕđĂċô÷ďĈĉó÷òø
ü÷ċöóĂô÷ĕĈĉčóþýó÷ú÷ċüĕĈĉùÿóúô÷ùûôĔúďôüĆôĀúõøþ%11÷ôñýĎøăóøāó÷ùÿóúô÷ēø÷Ăùú
Ćôóċô÷āùôúþĉòó÷Ăøāòþõó÷ú÷Āùùñýô÷÷ñúÿĄĎõó ûôôóĊüôĂñúóøøùñþċô÷üĈûøô÷ĔýĕĈĉùûôĔúĉø
Đõóñüóö÷ôñýöĉùÿôóø÷ùÿúùõāóùñăó÷Đó÷ďõČĊùô÷ĕĈĉøþ÷÷ñăóñăó÷úĈñýô÷āóùñăó÷ùÿóúøāóùñăó÷ùÿóúĂ
 ûùùþóñ û÷ùĈñă "ùĂóøċċô÷" ùĔđĂô÷ Đøùú ñċùô÷ Đó ó ûùÿúùõĉö÷ñă õĈóô÷ Đóóø ăûú ĕđĂċô÷ õýóñą

þ÷ôĔĂùõāóùñăóóø

G kóbÉf G kô«μØJ ôμa

1 .÷ÿĈąúóđĈòó÷øúóøøùñþċô÷ùüñąó÷ďĉÿúøùøô÷øó÷Đĉõ÷čĉĕđĂċô÷āóøþ÷÷Āóċô
2 .ôĂñùùñýô÷÷ñúÿĄĎõúóøøùñþċô÷āóùñăó÷ĕđĂċô÷úñā÷Āóċô
3 .ēāóùñăó÷úñùôó ûôôñăúĈñýô÷āóùñăó÷ĕĈĉùÿóúô÷ĕđĂċô÷čĄøñă÷÷Āóċô

gj�°ùàdG ±ó¡H π°UG�àdG



 2.2.2

»cÓ¡à°S�G QGôfdG �æ°U á«∏ªY
The Consumer Decision-Making Process

ĕĈĉ ď÷ùøú üúóþøĎċô÷ ăúĔñýú ÷Ăúùć òąĔñÿĄø ÷ôó āùñ ú÷ā÷ùò úĎñÿô ó û÷ùñă
 »FGô°ûdG  ∑ƒ∏°ùdG ĂĈóñÿõ ù÷ñþú þøö÷ùñþô÷ ĆĈđøñýċô÷ ćĔĈñă Čđñ ď÷òĔñýċô÷
ú÷ñ÷ùüõ÷øĐĔąĈđøñýċô÷óđõĄøñýúøøô÷ā÷ùĂô÷úĎñąúó÷Ĉċĉĕôõ÷Buying Behavior

ü÷÷Ĉċùô÷ēø÷ĐĔòĔñýċô÷Čđÿúď÷ýþúóõĄô÷øúóþøĎċô÷ñ÷ùñĄĎĉóđöøøĄøúøøô÷
øó÷ ČđúóþøĎċô ñċùô÷ āó÷øþ÷ òąùñ ď÷ñýāøô ÷÷ĂúĔñýøô÷ Čđøóñþöó÷ Ā÷÷ąú ČđĎąċú

þČđúóõþ
øó÷ ÿøĎõĕôõ÷ ĆĈđøñýċô÷÷üóýĔ÷ĆĈđøñýċô÷ā÷ùòúĎñą÷÷ĈċĉĕĈĉó ûñúúó÷ ùûôĔú óõ
þ÷üóāô÷ ēø÷ ÷÷ôĈú Ē÷Ĉĉ Đóóø āĔùñþĈô Ēùñú ùøô÷ ăóāôõ÷ ĕôõ÷ ÷ñóñĆõóø üóõ ÷õþ
úóüóāô÷ ēø÷ òúùø Đó÷ õ÷ üùòø ùó÷ øñ ùù÷ûó úóüóýď÷ąĈđøñýċĈô ĐĔąú Đó÷ ďąċú
Ċóûċô÷ĉ÷ôñăĕĈĉþ÷Ďā÷ùõāøùĈďċñĆø÷Ďā÷ùõúóòøó÷øñó ûýóāôõ÷ùûóó÷øùĔòó÷Ăôñÿøñă
ćĉóñýú÷õþøó÷ÿøĎõñ÷ùñþô÷āĈõ÷üóāøùùñþúòüùòĔô÷ďõùùøÿôþøùĈċĉ÷Āõ÷
÷āĈõ øó÷ ÷úĔò ÷üóýĆĈđøñýċô÷ ùô ĐĔąú óõĎĉø þñóþùøñă÷ øó÷ Ćñýÿö ûóøõõ÷ ĕĈĉ
ēø÷ĐĔąúď÷ýøþĉòó÷ ĉö÷øòăāúøó ûùúùñă÷ ûā÷ùòøĄøúĐó÷ ĉċøāċô÷ďċñüóõÿøĎċô
øó÷ üā÷ùĂô÷ úĎñą ÷÷Ĉċĉ ĐĔąĈđøñýċô÷ ùþôĔú Đó÷ ďąċ÷ñ ü÷āĈõ ù÷Ċ øó÷  û÷ÿ÷ùñĆ ÷üóāô÷

þñ÷ùñþô÷÷÷Ĉċĉú÷ĔóþĊóċóõĊĔćó÷ó ûøòøĐĔòùüøñýú
úóõĔĈùċô÷ ĆĈđøñýċô÷ óđ÷ñ úċþú øøô÷ ÷÷Ĉċùô÷ ø÷ ĆĈđøñýċô÷ ā÷ùò úĎñą ÷÷Ĉċĉ
Ďĉú÷ĔóþòýċĄøĆĈđøñýċô÷ ùċú þĉö÷ø ùĉď÷ø ďõú÷āó÷Ąô÷ úāøô óđĈāĈāúø
øñóđù÷ċüčĄøñýÿúďôú÷ĔóĄô÷ēø÷Đó÷õ÷þø"2-2"ĉąñþô÷ùööÿ÷ùñ÷ùñþô÷ā÷ùòúĎñą
āĔÿô÷ĕĈĉćāúøóõ÷ĈąñþõĕĈĉĆĈđøñýċô÷āùùøúü÷Ďā÷ùõúóýøñþñ÷ùñĄ÷÷Ĉċĉ āĉó
þĉôòďõùĉú÷ùõóđú÷Ā÷Ĉąñþċô÷Ēü÷øĒöó÷Ĉąñþċô÷ēø÷÷þôóùċôöĔĈóċô÷ÿøĎċô÷
þ÷ùø÷ùô÷ùĔóĄô÷ĕôõ÷ĕôøó÷ùĔóĄô÷ďõ ûùùñĄóôõĆĈđøñýċô÷ÿĂúòü÷ôóāô÷ēø÷øñ
ùċú Đó÷ úòĔøċô÷ ďċñ üùÿāõ ñ÷ùñĄ ÷÷Ĉċĉ Đóóñþø ÷ ûā÷ùò ĆĈđøñýċô÷ øĄøú óõĎĉ

þø"2-2"ĉąñþô÷ùööÿ÷ùú÷ĔóþòýċĄø
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1 . á∏µ°ûªdG ≈∏Y ±ô©àdG
Problem RecogniƟon

ĕĈĉ ĆĈđøñýċô÷ āùùøú óõĎĉ ā÷ùĂô÷ úĎñą ÷÷Ĉċĉ øñ ĕôøó÷ ùĔóĄô÷ ýāú
þ÷Ĉąñþċô÷øó÷÷ôĊùô÷øó÷÷üóāô÷

2 .äÉeƒ∏©ªdG øY åëÑdG
InformaƟon Search

þ÷Ĉúôô÷ĊĔĈāô÷ĊĔýúóõĔĈùõĆĈđøñýċô÷úċþú÷Ĉąñþċô÷øó÷÷üóāô÷úāúùø
øñ ó÷ùôøþ÷ øó÷ óđõĄøñă÷ øøô÷ ĊĔĈāôóø úóõĔĈùċô÷ ďĉ üāôô÷ ÷÷Ĉċĉ ùûóóøú
ùúþô÷úąñþċô÷úõ û÷øĔùñąùûóó÷÷Ďąċċô÷ĊĔĈāô÷úāúĐĔąúòþøñĆóċô÷
ďôāó÷øþ÷Đó÷ďõČĊùô÷ĕĈĉøùāùąøċô÷úąñþċô÷úõĉđñăó÷øĆĈđøñýċô÷ĕĈĉ
ďõ ĉ÷Ĉò ÿĉ úāú ďõ ďąċø÷ñă ĆĈđøñýċô÷ Đó÷ õ÷ üùùõ  āĉó øñ Ēñýÿö ĐĔąú
øñ ùÿāċô÷ Čđúóüóýĕôõ÷ ÷ ûÿóĎøñă÷  û÷ôñăóĎõ øôú øøô÷ úóþøĎċô÷ øó÷ úóóùñþô÷

þùòĔô÷ĆôĀ
úċþúĒöõóñü÷Ĉċøāċô÷úóõĄô÷øó÷ úóþøĎċô÷āó÷øþ÷ďõĆĈđøñýċô÷ďąċø÷ô
ĕĈĉóđø÷ċóøóđùċüõþúøøô÷úóõĔĈùċô÷ûĔöċøùúøþĉö÷ôô÷ āĉóĊĔýúóõĔĈùõ
÷÷ċ÷ó÷øüúóõĔĈùċô÷ēø÷úċþôăóøċô÷ùòĔô÷ā÷Ăõøü÷ôĔđñýø÷ýóøċô÷úóõĔĈùċô÷
úóõĔĈùċôóø÷ú÷āÿĕĈĉĆĈđøñýċô÷ĐĔąúòþĆĈđøñýċĈô÷ôñýĎôóø÷üóāô÷ēø÷
÷úóđĎô÷øñĀñþøąúČû÷÷ôøó÷úóõĔĈùċô÷òúùøúċþúòþóđùċüĕôõ÷Āóøāúøøô÷
ùĉóñýċô÷ĕĈĉó ûñúúó÷ ĐĔąĈđøñýċô÷ĉñÿāúòüùùþó÷÷÷ýóöďõþó÷÷øüčĉ
øøô÷ ÷Ďąċċô÷ ĉö÷ôôóø ùùôĄô÷ ùøĀďõČđñāóùõďõúóõĔĈùõďĉüāôô÷ øñ

þùÿāõ÷Ĉąñþõ āĉāôó÷ôø÷ùñĄďąċú

÷Ĉąñþċô÷ĕĈĉāùùøô÷

úóõĔĈùċô÷ďĉüāôô÷

ĉö÷ôô÷Č÷÷Ăú

ñ÷ùñĄ÷÷Ĉċĉñ÷ùüõ÷

óđö÷ùñĄùø÷õĄô÷øó÷ÿøĎċô÷Č÷÷Ăú

þñ÷ùñþô÷ú÷ā÷ùòúĎñąĎĉú÷ĔóĄô÷ďõ÷ĈñýĈñăĐĔąĈđøñýċô÷úôøú"2-2"πµ°ûdG
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3 .πFGóÑdG º««≤J
Evaluate AlternaƟves

þóđĎõĉñúñó÷úāøô÷ÿĈøĄċô÷ĉö÷ôô÷ĆĈđøñýċô÷Čā÷ĂúüúóõĔĈùċô÷úċüùø
üĒúó÷ôĈñăøāó÷øþ÷ āĉóúó÷øóþúõ÷÷öāóĂõøüúóõĔĈùċô÷òÿ÷ĄĈúó ûöó÷ýó÷ĆôĀĉċñþúø
ĆôĀùøþĉö÷ôô÷õ÷úùúøü÷ÿĈøĄċô÷ú÷āó÷Ąô÷øùùñýô÷ď÷øúóöĂ÷Ĕċô÷öóñýýø
Đó÷ďąċúü÷Ĉýùċô÷ēø÷øñþúóċ÷÷Ăøô÷ēø÷ĕĈĉ ûñóĎøēā÷ùòĆĈđøñýċô÷āñÿú
"÷Ĉąñþċô÷" Đó÷ ĀóøĎøñă Ēúÿóò óđùċü øøô÷ úóõĔĈùċô÷ Đó ñ÷ùñþô÷ čĉ āùĂú
ďĉ úóõĔĈùõ úċü ĆĈđøñýċô÷ āùĂú ò Ćôøôø ûóđĈüó ùùøñþú Đó÷ ďõ ĉòó÷
÷÷ôúāøô÷ú÷āøô÷ú÷āó÷þďĉøñÿĂøô÷Ċóûċô÷ĉ÷ôñăĕĈĉþ÷÷ñóñĆõ÷ĉö÷ôô÷
òĆāó÷ĕĈĉčóĂúøøô÷÷÷ôúāøô÷ú÷āøô÷ĊĔýúóõĔĈùċô÷úċüùøùöùøöõ÷ùôĉ

þóõ÷ú÷Ĕ÷øó÷÷ñĆóúùø÷ĂĈùøċô÷úò÷Ĕô÷
4 .AGô°ûdG

Purchase

øó÷ ÷üóāô÷øôĈúĒöó÷ øôúó ûôñăóĎõ÷ ûāó÷þüø÷Āõ÷ üĆôĀùøĆĈđøñýċô÷ùùøñþú
øøô÷÷óùñþô÷úõĄóÿú÷ñ÷ùñþô÷ùĔóþĉċñþúøþ÷ċöõ÷ÿĈąúøĀø÷Ĉąñþċô÷ āĉāú
þĒ÷ĈĉĊĔñÿāô÷÷÷ÿ÷óøüúñô÷÷ĂúùćøüēùùñăøÿøĎċô÷ĊĔýÿāċô÷ÿøĎċô÷ú÷ôú

5 .AGô°ûdG ó©H Ée º««≤J
Post-Purchase EvaluaƟon 

÷Ĉąñþċô÷ āĉýøó÷÷üóāĈô÷õĄô÷øó÷ÿøĎċô÷÷÷ôĈúùõĆĈđøñýċô÷Čā÷Ăúñ÷ùñþô÷ùø
Č÷÷Ăøô÷÷ø÷Ċþþñ÷ùñþô÷ďĉ ýòĆ÷āù÷Ċøó÷ó û÷ñĆ÷āĐĔąúĐó÷óõõ÷Ĕ÷øþ÷÷Ĉñąó÷
 û÷úāøùñĆ÷ôĊùô÷øó÷÷üóāô÷ùöóó÷Āõ÷óõĆĈđøñýċô÷ÿā÷ñăüñ÷ùñþô÷úôøúùøô÷
ăāøñýøôøÿąúóċø û÷ċđõďąúČô÷üóāô÷Đó÷āùĂúòþ÷ú÷ôô÷øñĂøùúĐóóóċó
Đõ÷ āĂô÷ òýÿĎø ó ûĂý óđø čóċø÷÷ čĉ ùĔĎúø ü÷ôøøôċô÷ úóĂÿĎô÷ø đþô÷
óċóó û÷ñĆùõďąúČôēāó÷þďąô û÷ċđõùöóóóđöó÷òýąùô÷ĕĈĉāùĂúòøþóđñÿóñą

þĂøĉ÷
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ďĉ Č÷óñĆā ďõ óóóøĈô ñ÷ùñþô÷ ùø ď÷ąĈđøñýċô÷ óñĆā ĕôõ÷ ĐĔòĔñýċô÷ ĒôøĎú
ùôĉ ùĉóñýċô÷ õĔóþ Ă÷øú þď÷ċöøĎõ ñċĉ ĐĔāôñÿ÷ñă Čđöó÷ ďõø Čđúóúùøñþõ
ñċùô÷÷õþčóñýòó÷ úõùùñĄóôċô÷÷ñĄÿāô÷ĉö÷øøó÷ øöøùøąôõ÷úùôô÷øó÷ üĀúóđô÷
øó÷ úóþøĎċô÷ ďõ ùĔąñþô÷ øó÷ ÷Ĉñăó÷ ăùć øó÷ ùĉóñýċô÷ ĕĈĉ ĊĔñÿāô÷ ď÷ąĈđøñýċĈô
úąñþõùó÷ āĉýøüĂ÷āñÿô÷ā÷ùĂô÷÷øøĄú÷Čđöóóøñċùô÷÷öóóċćĔ÷āđô÷þúóõĄô÷

þñċùô÷óñĆāúùúøü÷ ûāĔñùøóąñĄøó÷

gfëJ �Éff

þćùøñÿøñ÷Ĉñăó÷ďĉõüó÷
1 .øñĆĈđøñýċô÷ā÷ùòúĎñą÷÷Ĉċĉĉý÷ùõú÷ċþøĆĈđøñýċô÷ùċ÷ñăĉ÷

þĆøøóüõ÷ā āùøóđ÷ñùùøñþúùùõ āĉó
2 .ā÷ùĂĈôĆĈđøñýċô÷úĎñą÷ĉùñăø÷÷ÿ÷óĕĈĉĐ÷ùûôĔċô÷Đõóùô÷óõ
3 .ā÷ùòúĎñą÷÷ĈċĉďõúóõĔĈùċô÷ďĉüāôô÷÷Ĉýùõøñýāú÷Āóõ

ĆĈđøñýċô÷
4 .ñ÷ùñþô÷ā÷ùòùøĆĈđøñýċô÷óđøùċúøøô÷ú÷ĔóĄô÷óõ
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»≤j�°ùJ �jQÉæ«°S

õöóñÿô÷ā÷ùĂô÷úĎñõ
Making the right decision

÷÷Ĉöóùô÷úóôñóóĎċô÷øñĒøāóòó÷úõāù÷ô÷÷Ă÷ñóĔõ÷ôò÷ĕĈùāùô÷ČĈùúõôóāùò
÷÷Ă÷ñóĔõ ÷ú÷Ĕ÷ Ēúô ĐĔąú Đó÷ Ēôóñõ ďõ Đó÷ Đ÷Ăøùúø ēā÷ùò Đóċùú Đ÷ô÷Ĕô÷
ĉôòďõõôóóô÷óđđü÷ĔúČô÷ĈąñþõĕĂ÷ñóĔõòóāõāó÷øþ÷Đõ÷Ēøāóòó÷÷Ăñùøóđñóāóċú
ďùüôúĐó÷õôóóô÷÷ø÷ĕĈùď÷ùøúā÷ùĂô÷úĎñÿô÷÷Ĉċùú÷Ĕóøó ûĂĈóõùċúČôø
ĕĈùĐĔñùúďúøô÷ñóòñõó÷ďõõĈóúòóđĎùúóõĔĈùċô÷úċüø÷ÿĈøċô÷ĉö÷ôô÷
ďùüôúøó÷÷÷Ĉõ÷÷Ĉóøó÷÷ñóāõĕôõ÷õ÷øúøó÷úó÷ñõĔøô÷ČúĂú÷÷Ă÷ñóĔċô÷úò÷
÷ĂĈùøċô÷ú÷āó÷ô÷úúĔ÷õôóóô÷ā÷÷Ĉýùċô÷ēø÷øñùöùøöõ÷ĕĈùúóõĔĈùõ
÷ ûùöēÿā÷ĔõøøĎõô÷ĒôøüøĒúùôþùĔøñýõõñóóĎúóõĉñúñó÷āóøúĕøýď÷øāċôóø
øñùąÿúĒöõóñĒ÷ñĄĀóýĔ÷øùöùøöõ÷č÷øñóùù÷ôó÷ý÷ùøùùñþúõôóóô÷Đó÷ĕôõ÷

ùöùøöõ÷ùôùòóøāøĄóøô÷
Ēøõñõ ùõ ăñø āó÷þ  ĉó Č÷Ă÷ñó ÷÷ñóó ú÷āó÷þ õôóóô÷ ÿú Đó÷ ÿùþċø
ČĈùċô÷úõĉñõ÷Ĕøô÷ā÷ùĂô÷Āóú÷ùøĒĎąċúøĒô÷ýóøċô÷ÿā÷Ĕċô÷øĒúóôúāøĒúóüóô
øĂĈú øñ ñôô÷ ĆôĀ ùø õôóóĈô ďąċú ÷ċöċô÷ ùāøô÷ øñ ĉ÷þñýøô÷ øó÷ òÿøċô÷
øøô÷ ÷õô÷ ÷õñõ Č÷Ăú ĉ÷ñó ÷Ĉýùċô÷ ēø÷ øñ ĕøý ďąôø ĕĂ÷ñóĔċô÷ òóøāÿ
ù÷ú óđöó÷ ùùñô ÷Āõ÷ ČĈùøĈô ùùþó÷ ÷Ăúù ĕôõ÷ ĊóĂøö÷ āùĂú òø Ēúóüóô ó÷āóøþ÷

÷ôñóóĎõ

G kóbÉf G kô«μØJ ôμa

1 .÷÷Ă÷ñóĔõ÷ôò÷ĕĈùāùô÷ČĈùúĕĈùõôóóô÷ÿúùøô÷óõ
2 .÷ôóô÷ēø÷øñā÷ùòĀóú÷÷Ď÷úøā÷Ăúùõôóóô÷ùôĐĔąú÷Āóċô
3 .óđċ÷Ă÷ñóĀ÷óøĉö÷ôô÷ĊĔýúóõĔĈùõĕĈùāĔûùô÷õôóóĈôďąċúďúó÷
4 .òóøāô÷øĂĈúøñõôóóô÷ó÷ôúĐó÷ùøý÷ñó÷Āóõ
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¢SQódG º««fJ 2.2 

?âª∏©J GPÉe

1 .øó÷ úóþøĎċô÷ ñ÷ùñþô ď÷ąĈđøñýċô÷ úñú øøô÷ ñ÷ùñþô÷ úñ÷øô ýûô÷ úóÿô÷ óõ
[1.2.2]āóąñóô÷øóþøñă÷øó÷úóõĄô÷

2 .[1.2.2]ùĉóñþċô÷ĕĈĉ÷÷Ďôċô÷ñ÷ùñþô÷úñ÷øÿûĔöóõ
3 .[2.2.2] ĆĈđøñýċô÷ā÷ùòúĎñą÷÷Ĉċĉú÷Ĕóþóõ
4 .óđöøùøñþúøøô÷úóþøĎċĈôñ÷ùñþô÷ùøď÷ąĈđøñýċô÷Č÷÷ĂøøĐĔòĔñýċô÷Čøđú÷Āóċô

[2.2.2]

»ªjOÉcC�G ∫ÉéªdÉH §HôdG

1 .úóóùñþô÷č÷Ąøñă÷ĂñĆĔúúóöĉõ÷÷ýĔôÿ÷ĉõ÷ĕĈĉăúùñďċñĆĉċĉ÷ :¢ùØædG º∏Y

óđòĔñýú øøô÷ úóõĄô÷ø úóþøĎċô÷ ĕĈĉ  û÷Ĉûõó÷ č āò þ÷ûûô÷ ñ÷ùñþô÷ úñ÷øÿ û÷Ĕöó
þ÷÷Ĉ÷ñúÿøô÷ø ÷÷öĂùô÷ø ÷÷ÿćóùô÷ úñ÷øô÷ ďõ  āĉó č÷Ąøñăóø ÷÷Ĉĉóÿø úóóùñþô÷

[1.2.2]

2 .Ēü÷Ĕú òÿĄñĄ ďĉøóċ÷ù÷Ċøó÷ üó ûñĆĔċĊøó÷ ü û÷÷÷óąñù  û÷÷ôó÷þ  û÷ñÿò Āāôó÷  :ÜOC’G

ďõùĔóþ āĉóĂ÷ñĆĔøô û÷ñÿòĀāôó÷þĒõ÷Ąøñă÷øóõÿøĎõñ÷ùñþøóđāĈāúø ûùù÷ôó û÷Ĉąñþõ
[2.2.2]þĆĈđøñýċô÷ùôā÷ùĂô÷úĎñÿô÷÷Ĉċùô÷ú÷ĔóĄô÷

�bG�dÉH §HôdG

úóõĔĈùċô÷ùāñÿõÿāúĐó÷øñĆĂúùñõĊùúþøĂúĔñýúüāøăúùñďċñĆĉċùúùöó÷
ď÷ô÷ôĔñăďõó ûĉóøñă÷Čċñąþñ÷ùñþô÷ú÷ā÷ùòĀóĄú÷Ďĉ÷ôĈóô÷óċđõĄøñýúďúøĈô÷
ó ûôôóć ùñþĉ÷ñýċþĕĈĉĒĉĂøøúóõĔĈùċô÷ēø÷ÿóþúõ÷ĕĈĉĆúĉóñýċô÷Ĉñăó÷÷ùøāó÷ĕôõ÷
òĆùùô ăöóòÿ ýû Ēúõ óö÷đÿñĄ óö÷ċúĂú ó ûñĆùĉ đüø ÿöóøĎô÷ ĉāĈý þĆøñăāõ øñ
ùúùĂøô÷č āòþ÷ċĉ÷ÿ÷÷öó÷øčĔñăāøó÷ď÷óóĄõč÷Ąøñăóøóđ÷ôõ÷ùĈñąĔúøøô÷ÿöóøĎô÷

[2.2.2]þ÷Ĉñăó÷ďĉ÷øóüõôùøñă÷øĆċĈùõĕôõ÷

čóđċô÷øĊóċĉó÷÷ö

ÿāõ
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»ªbôdG ¢SQódG §HGQ

3.2

QGôfdG �æ°U á«∏ªY
∂∏¡à°ùªdG óæY

á°ù«FôdG äÉë∏£°üªdG

÷÷ùüùċô÷úóĉĔċþċô÷
Reference Groups 

÷÷Ď÷úøùô÷ā÷ùĂô÷úĎñą÷÷Ĉċĉ
Routine Decision 

Making 

ùÿøāċô÷ā÷ùĂô÷úĎñą÷÷Ĉċĉ
Limited Decision 

Making 

÷Ăċùøċô÷ā÷ùĂô÷úĎñą÷÷Ĉċĉ
Extensive Decision 

Making

úĕĈĉ÷ ûāÿóòĐĔąøñăòăāô÷÷ø÷ďõñóđøö÷ùø
þĆĈđøñýċô÷Ďĉā÷ùĂô÷úĎñą÷÷ĈċĉĕĈĉ÷ċđċô÷ú÷ù÷ûóóøô÷ù÷ñýÿú 1.3.2

÷ûûô÷ û÷Ĕöó÷ ďõ ûĔö  āĉąô úóóùñþô÷ø ď÷ąĈđøñýċô÷ č÷Ąøñă÷ ÷÷ÿ÷ó ăùñĄ 2.3.2

þā÷ùĂô÷úĎñąúó÷Ĉċùô

º∏©àdG ±GógCG

á«fj�°ùJ Q�eCG

ĐøāùĂúøóõó ûþøĎõĐĔąĈđøñýċô÷ùùúþùĂùõ÷÷Ĉċĉñ÷ùñþô÷ú÷ā÷ùòúĎñą
ñ÷ùñĄú÷ā÷ùòĕĈĉĉõ÷ĔĉùĉùûôĔúĉøüĆôĀČđøĉóóøñă÷ÿùþċôēñ÷ùñĄ
ü÷÷ñÿĄñþô÷ùāĔñÿô÷øü÷úÿùÿô÷÷÷ñÿĄñþô÷òÿöóñÿþóđ÷ñóċøüĆĈđøñýċô÷
ďúùþò÷ù÷ûóóúøüĆĈđøñýċô÷óđ÷ñòþ÷ùúøøô÷÷÷ñóĂûô÷ø÷÷ĉóċøü÷÷÷ôô÷ø
÷øùþú ĕĈĉ ċøùú ĆôĀø üñ÷ùñþô÷ ú÷ā÷ùò ĕĈĉ ĉõ÷Ĕùô÷ ēø÷ ùûôĔúø Ē÷Ĉĉ
÷Āõ÷Ăùõčó÷øĎ÷úøāñ÷ùñþô÷ā÷ùòĉ÷øü÷õĄô÷øó÷ÿøĎċô÷úõĆĈđøñýċô÷
ñ÷ùñþô÷ú÷ā÷ùòĕĈĉùûôĔúøøô÷ĉõ÷ĔùĈôČđÿô÷øĉ÷Ĉāøô÷ďõĄĔñýċô÷ďąċú
ČđöċĉĕĈĉùûôĔú ú÷ā÷ùòúĎñąďõĐĔĎąċø÷ñýñüČđúóõþøČđúóþøĎċô

þČđùþñþúøď÷Ĉċøāċô÷

 ∂àaô©e §°ûf

1 .ĆĎąċú ĉ÷ñ÷ùñþô÷ ú÷ā÷ùĂô ĆùĎñąĎĉĆ÷ĈĉùûôĔú óđöó÷ ďöú øøô÷ ĉõ÷Ĕùô÷ óõ
óđúùøñþúøøô÷úóõĄô÷øó÷úóþøĎċô÷ü÷ýďõĉõ÷Ĕùô÷ēøđô÷Ďā÷ùõāóûò÷ùó÷úāú

2 .üÿùÿô÷ ùô ÷ÿĈøĄċô÷ úóċñýô÷ û÷Ĕöó÷ ú÷ċü ĂñĆĔú  û÷÷Ď÷Ā  û÷óúùþ øó÷  û÷ċöóò đü
Đó÷ďąċúøøô÷ú÷ù÷ûóóøô÷ĕĈĉ÷Ĉûõó÷òúùøĀñĆó÷þ÷÷ö÷ùñþô÷Ēú÷ā÷ùòĕĈĉùûôĔúøøô÷ø

þñ÷ùñþô÷ú÷ā÷ùòĕĈĉúóċñýô÷ēø÷óđûāú
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3 .øøô÷ ÷õĄô÷ øó÷ ÿøĎċô÷ úāú Ďĉ ĉö÷ôô÷ ÷öāóĂõ øñ óđòùüøñýú øøô÷ ùċô÷ óõ
ùõó÷Đóó÷Āõ÷Ēö÷ùñĄøñõĊùúóõõñýýùċô÷ēø÷ùā÷üøúĉ÷óđö÷ùñĄøñõĊùú

āøþ÷óċñüĆôøó

 1.3.2

AGô°ûdG äGQGôb ≈∏Y äGô«KCÉàdG
Influences on Buying Decisions

Čđúóüóý øôĈú øøô÷ úóõĄô÷ø úóþøĎċôóø ñċùô÷ úóóùñþô÷ ÿøú Đó÷ õþú
ďõ óö÷ñăóñăó÷ ÷ ûñü ĉ÷ċùĈô ñ÷ùñþô÷ ā÷ùò ú÷ùûôĔõ ÷ñùùõ ùôøùúø þóđāøā ÷úā÷ùċøñă
üñċùô÷úóúùøñþõú÷ùûôĔõøú÷ÿāõ÷óùñþô÷āùùúď÷ýþøĂúĔñýøô÷čĔđÿċô÷ă÷ôóú
ùûôĔúø þď÷ôñăóĎċô÷ Đóõô÷ø Đóąċô÷ øñ úóõĄô÷ø úóþøĎċô÷ ČúĂú ďõ ďąċøøñýñ
óċ÷ Đóċđõ Đõóĉ ćóĎ÷ø þñ÷ùñþô÷ ú÷ā÷ùò ĕĈĉ ÷÷üāóĄô÷ø ÷÷Ĉþ÷ô÷ ĉõ÷Ĕùô÷

þ÷÷ĉóċøü÷ø÷÷ñóĂûô÷÷÷ôô÷øü÷úÿùÿô÷òÿöóñÿĄô÷

ájOôØdG ¢üFÉ°üîdG
Individual Characteristics

ùùö÷ô÷ øó÷ úċøþċô÷ øó÷ óđñýÿö ÷Ĉöóùô÷ ĉþ÷ÿ ĕøý ēù÷Ċ ďĉ ĆĈđøñýõ  āĉó ĀĈøĄú
ÿùÿĈô÷úÿùÿô÷÷úĔđô÷ùûôĔúĆôøô û÷þ÷øöûóđñýÿö÷Ďđċô÷øñĐĔĈċùúďõøó÷ ÷÷ĉóċøü÷
ĉùþúøøô÷úóċñýô÷ďõ÷÷ñÿĄñþô÷÷úĔđô÷ĐĔąøúþĒôóùñó÷øĒú÷ā÷ùòĕĈĉùù÷ôó÷üāø

þùċùô÷øüòýĎþô÷øü÷÷ñÿĄñþô÷úĉûõùĉĉõ÷ĔĉďõĀôóóøúøü÷ ûúùñòÿĄñþô÷

á«°üî°ûdG
Personality

òÿĄñþô÷ĐĔąúĂñüÿùÿô÷÷ċúøøô÷úó÷óĔĈñýô÷øùĉóñþċô÷ďõôċöø÷÷÷ñÿĄñþô÷
úóþøĎċô÷ øñ Čđø÷ñÿĄñĄ ďĉ ó ûôôóĊ òăóĎô÷ ù āôùú þ ûĔþþ øó÷ ü÷ öÿóü øó÷ üó ûāøÿĎõ
þ÷÷ĉóċøü÷Čđøóñþöó÷øČđúóú÷Ĕ÷øČđñýøõĆôĀøñóċøüóđöøāóøĄúøøô÷úóõĄô÷ø
Ēòóÿöõ÷øó÷üĉôĂøñýċĈôĊóċô÷ù÷ñĔøø÷ĂĈùøċô÷ú÷ā÷ùĂô÷øñó öċđõ÷ ûāøÿ÷÷ñÿĄñþô÷õùĈúø
ĒúôòÿĄñĄ āĉóĐóñ÷ùñþô÷ú÷ā÷ùòĕĈĉúó÷ñÿĄñþô÷ùûôĔúøþ÷úāĔÿô÷úóüóāô÷ĕĈĉ

þĒúó÷ýôċöú÷āó÷þøøú÷øô÷ĒõĔđÿõøĒÿòĔõĕĈĉ ûñóĎø÷úÿùñú÷ñúÿú
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 �Ēú÷Ăøùõø Ēċ÷ò ďõ ó ûòóö÷ òÿĄñþô÷ ēāĔóú øĎ÷Ā āóćõ÷ Ĕ÷ ĀòĔċô÷
þēùĉóñþõø

 �ü÷ýďõüĒñýÿöóđ÷ñòÿĄñþô÷ùùúøøô÷÷Ăúùóô÷ĕôõ÷ú÷øô÷čĔđÿõù÷ñþú
þúċøþċô÷úõĀ÷ąøúĀ÷óøüĒú÷āòøüēôø÷āò÷øüĒÿò÷Ĕõ

 �úĈñýô÷øñòýąùĎúø÷øüòÿĄñþô÷óđøòþ÷ùúøøô÷÷Ăúùóô÷Ĕ÷ùó÷āô÷ôċö
ûĔöĐóóñþøòÿĄñþô÷ó÷øĄøúøøô÷ú÷ā÷ùĂô÷þúóòùô÷ø÷óñþöó÷ø÷úÿóċô÷
üČđøóþöõ÷ āùĂúďúøô÷ Ċóÿćó÷ ÿĉøüĒĎąñăĐóąõøüĒñăāóċúùøô÷ ĉċùô÷
āĔõó÷ üĒùċøþõ øñ Ēć÷ùĄö÷ ÷üāÿø üóđñăāóċú øøô÷ ÷÷đ÷ñùøô÷ ÷óñþöó÷ø

þĒúó÷ýôċöÿāú

�Ēú÷Ăøùõø Ēċ÷ò ďõ ó ûòóö÷ òÿĄñþô÷ ēāĔóú øĎ÷Ā āóćõ÷ Ĕ÷ ĀòĔċô÷
þēùĉóñþõø

�ü÷ýďõüĒñýÿöóđ÷ñòÿĄñþô÷ùùúøøô÷÷Ăúùóô÷ĕôõ÷ú÷øô÷čĔđÿõù÷ñþú
þúċøþċô÷úõĀ÷ąøúĀ÷óøüĒú÷āòøüēôø÷āò÷øüĒÿò÷Ĕõ

�úĈñýô÷øñòýąùĎúø÷øüòÿĄñþô÷óđøòþ÷ùúøøô÷÷Ăúùóô÷Ĕ÷ùó÷āô÷ôċö
ûûĔĔööĐĐóóóóññþþøøòòÿÿĄĄññþþôô÷÷óó÷÷øøĄĄøøúúøøøøôô÷÷úú÷÷āā÷÷ùùĂĂôô÷÷þþúúóóòòùùôô÷÷øø÷÷óóññþþööóó÷÷øø÷÷úúÿÿóóċċôô÷÷
üČđøóþöõ÷ āùĂúďúøô÷ Ċóÿćó÷ ÿĉøüĒĎąñăĐóąõøüĒñăāóċúùøô÷ ĉċùô÷
āĔõó÷ üĒùċøþõ øñ Ēć÷ùĄö÷ ÷üāÿø üóđñăāóċú øøô÷ ÷÷đ÷ñùøô÷ ÷óñþöó÷ø

þĒúó÷ýôċöÿāú

ó÷āóøĄúøøô÷úóõĄô÷øúóþøĎċô÷ùôĉĆø÷ñÿĄñĄďĉùāôùúĀ÷ó
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OôØdG ¢ùæL
Gender

üČđñýøõóđø Đøúùú øøô÷ ÷Ăúùóô÷ ú ûûõüĒúóñùñÿúø Ēú÷ā÷ùòĕĈĉÿùÿô÷ òýĎüùûôĔú
þČđúöóĉøñĒöĔôùĈúùøô÷āøô÷øü ý÷÷ĉóċøü÷ ýúóòĉČđùõĐĔö āĔąúďúøô÷òąóĄñĄó÷ø
þ÷õþøó÷ÿøĎõñ÷ùñĄĐøúùúóõĎĉ÷ÿĈøĄõú÷āó÷þó ûôôóĊď÷ñýĎþô÷ďõòąóĄñĄó÷øĄøú

ôª©dG
Age

û÷Ĕöó÷ ĕĈĉ ó ûõĔċĉ Ċú Ĕ÷ø þĆĈđøñýċó ÿùÿô÷ ćĔĈñă ĕĈĉ ùù÷ôó ÷üāø ùċùô÷ ùûôĔú
ĉ÷ôñă ĕĈĉ þĒċđú øøô÷ ÷úāóþøô÷ úóõùô÷ø óđø Čøđú øøô÷ úóõĄô÷ø úóþøĎċô÷
ÿõ÷ùôô÷øñþ÷Ďā÷ùõ÷úùċĉ÷ÿôó ûõñó÷ø û÷÷öĔúÿĈúÿõ÷ùøĒ÷ñùøô÷÷ĉóĎñąāĔóúüĊóûċô÷
þøöĔúÿĈøô÷òĆùùôóø÷ñđøñýċô÷÷ÿĈô÷ôñăóĎõ÷÷öĉõ÷ĉöóñăāď āċñúÿúü÷÷öĔúÿĈøô÷

á«YÉªàL�Gh á«aÉfãdG áÄ«ÑdG
Cultural and Social Environment

ñýþúþòÿĄñþô÷ñ÷ùñĄú÷ā÷ùòĕĈĉùù÷ôó÷üāø÷÷ĉóċøü÷ø÷÷ñóĂûô÷÷÷ôô÷ùûôĔú
ùó÷øüó÷÷ôóĂúøóđú÷ÿóĉøóđú÷Ăøùõøóđ÷ôõ÷øċøĎúøøô÷÷ĉĔċþċô÷ąúāóúòÿĄñþô÷÷ñóĂû
÷Ăôóô÷øü÷÷ċ÷Ĉòõ÷øü÷÷ñýĎþô÷úĉûõùĉĉõ÷Ĕĉĕôõ÷Ďøñýøñăóđ÷ôõ÷øċøĎúò÷ĉĔċþõ
ĉ÷ôñăĕĈĉþóđöóñúĉó÷ćĔĈñăø÷úÿùÿô÷Č÷Ăô÷ĕĈĉùĔĂø÷ñóĂûô÷ēø÷ùûôĔúþ÷÷ĉóċøü÷
øñ ûúĔćóûøòøĐĔñúĂúó÷ÿ÷ùñó÷ĐõóñüúöóùĈô û÷÷ôóĉ û÷ċ÷òøôĔú÷ñóĂûô÷ùöóó÷Āõ÷Ċóûċô÷
þČđøāóòó÷ú÷āó÷þĕĈĉóöúĔò÷ ûù÷ûóóú÷Ĉöóùô÷ÿ÷ùñó÷òăāóċúøüČđúöóĉúõ÷óñþöóóøčó÷Ăô÷
öóôñþô÷ Đø āùúø üùÿùÿô÷ ĊĂøñăô  ûùù÷ôó  û÷÷ċ÷ó÷ ÿ÷ùñó÷ øôĔú ùùþó÷ úóñóĂû øñø

þùùąôõďñýø÷ċđċô÷ú÷ā÷ùĂô÷ďĉ÷÷ñÿĄñþô÷÷÷ôĔñýċô÷ĉċāúĕĈĉČđöĔùþñþúø
þóđ÷ôõ÷ ĐĔċøĎú øøô÷ ÷ñóĂûôóø Č÷ùûóóú ďõ ùûóó÷ ÷÷ĉóċøü÷ ÷÷ôôóø ùûóóøú òúùôôóñ
÷÷Ďđċô÷ øó÷ ÷÷ĉóċøü÷ ÷ċöĎċô÷ ĕøý øó÷ øāô÷ øó÷ úċøþċô÷ ø÷ ÷÷ĉóċøü÷ ÷÷ôô÷
úóĉĔċþõüĔú ü÷ñăāċô÷ ĉûõ ü÷÷ĉóċøü÷ ÷÷ø  āĉó øñ þòÿĄñþô÷ óđ÷ôõ÷ øċøĎú øøô÷
ÿùÿĈô÷÷ĉóċøü÷÷÷ôô÷ùûôĔúøčóöøöóøóđùõĐĔĈĉóÿøúøòăóĎô÷óđĎċñĆòþ÷ùúúóċöĎõø

þ÷ċöĎċô÷øó÷÷ĉĔċþċô÷ĕôõ÷ĐĔċøĎúďúøô÷òąóĄñĄóôúó÷óĔĈñýô÷øČ÷Ăô÷ĕĈĉ
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ø÷øþČđø÷ñąóþ Reference Groupsá«©Lôe äÉYƒªéeó ûñúúó÷ÿ÷ùñóôùñĔø÷ñă
øñõĊùúøóđùõĒøóñþøúøó÷òÿĄñþô÷óđõùøāúøøô÷úóñýñăôĔċô÷øó÷òăóĎô÷ďõúóĉĔċþõ
 û÷÷ĉóċøü÷ ýúóċöĎõøó÷üùÿ÷Ĕö÷÷ùüùċô÷úóĉĔċþċô÷ēø÷ĐĔąúòþóđĎõ÷ ûñüĐĔąúĐó÷
Čđúôďúøô÷Đ÷ùòó÷ďõ÷÷ċñăāù÷ĊúóĉĔċþõĕøýøó÷Ċóċĉó÷úóĉĔċþõøó÷ü û÷÷öõøó÷
þ÷ĉĔċþċô÷ĕôõ÷čóċñúö÷øñĐĔôĊ÷ùô÷ñóñúĉó÷óđ÷ôõ÷Ăċóúùó÷ýõóċöó÷øó÷òÿöóñÿþ
þ÷ĉĔċþċô÷ēø÷úóùĈóúúõõñăóĎøúóċøČđúāĔñąøČđóĔĈñăĉ÷ąñþúĕôõ÷ òăóĎô÷ ĉ÷ċú
ČđøĉĔċþõ Ċóùñó÷ø āĔñÿø ď÷ąĈđøñýċô÷ ôøùú ùøô÷ Ĕ÷ Ċó āùÿô÷ ăúĔñýøô÷ Đõóñ üĆôøôø
úóþøĎċô÷č÷Ąøñă÷øñ÷ùñĄùôĉ÷ĉĔċþċô÷ĕôõ÷čóċñúö÷ĕĈĉČđùþñþúøü÷÷ùüùċô÷

þ÷ĉĔċþċô÷ñóñúĉó÷óđĈñúÿúøøô÷úóõĄô÷ø

gfëJ �Éff

þĆöõĂýó÷úõĆúóøóüõ÷òþòóö
1 .ĆĈđøñýċô÷ñ÷ùñĄú÷ā÷ùòĕĈĉùûôĔúøøô÷ĉõ÷Ĕùô÷÷ñùùõĉóñýúĀ÷ó

ăúĔñýøô÷čĔđÿõùúĔóúĕĈĉ÷óùñþô÷
2 .Ćú÷ā÷ùòĕĈĉùĔĂø ùûôĔú ÷÷ĉóċøü÷Ćø÷ø øó÷ ĆøñóĂû Đó÷ Ăøùú ĉ÷

þĆøøóüõ÷ā āùø÷÷ö÷ùñþô÷
3 .ēø÷ùûôĔúĀ÷óóđ÷ôõ÷øċøĎúĆöó÷Ăøùúøøô÷÷÷ùüùċô÷úóĉĔċþċô÷óõ

þ ûùÿāõ û÷Ĉûõó÷ Āôĉó÷÷÷ö÷ùñþô÷Ćú÷ā÷ùòĕĈĉ÷÷ùüùċô÷úóĉĔċþċô÷
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 2.3.2

QGôfdG �æ°U ´G�fCG
Types of Decision Making

óđöøøþóóú øøô÷ ĉõ÷Ĕùô÷ø ú÷ā÷ùĂô÷ úĎñą øñ ĐĔąĈđøñýċô÷ óđòùüøñýú øøô÷ ùċô÷
øøô÷÷õĄô÷øó÷ÿøĎċô÷ûĔöĉûõĉõ÷ĔĉĕĈĉ÷ø÷ċøùúþÿ÷ùñó÷ď÷øĀĈøĄúāóôøĉóø
ā÷ùĂô÷úĎñąďõ÷ÿĈøĄõû÷Ĕöó÷÷ûûüĔúøþóđøÿĈąúā÷Ăõøó÷ñ÷ùñĄĆĈđøñýċô÷úùú

þø"3-2"ĉąñþô÷ùööÿ÷ùòăóĎô÷óđõĄøñýú

 ´ƒædG ΩGóîà°S’G ¢VôZ äÉéàæªdG ≈∏Y á∏ãeCG

÷÷Ď÷úøāþù÷ąÿøô÷ďõù÷ûąô÷õĈóøúùāùąøõñ÷ùñĄúó÷Ĉċĉ÷ÿ÷ÿþúóôüøøčóùć
ĐóĎñăó÷ĐĔþùõ

ùÿøāõþó÷ôø÷ùñĄāùąøúøøô÷øó÷ û÷ÿĈąúùûóó÷úóþøĎċô÷òýøõ
Ē÷ñùøô÷ú÷āó÷þ

ĄóóĎô÷÷ùñă÷øþùĂùõøó÷ùù÷ôóøó÷ďċûô÷÷ö÷óøúóúùøñþõ
òýċĄô÷ú÷ĔóĄô÷ú÷ċþøĆĈđøñýċô÷ùċú

þā÷ùĂô÷úĎñą÷÷Ĉċùô

÷÷öøùøąôõ÷ùđüó÷
ú÷āó÷ñă
ùĂóüõ÷

þñ÷ùñþô÷ā÷ùòúĎñąĎĉā÷ùĂô÷úĎñąďõû÷Ĕöó÷÷ûûĐĔąĈđøñýċô÷čĄøñýú"3-2"πµ°ûdG

»æ«JhôdG QGôfdG �æ°U
Routine Decision Making

RouƟne Decision Making  »æ«JhôdG  QGô≤dG  ™æ°U ÷÷Ĉċĉ ĆĈđøñýċô÷ čĄøñýú
úĎñąďõûĔĎô÷÷ø÷čĄøñýÿú þù÷ąÿøô÷ďõù÷ûąô÷ĕôõ÷ Āóøāúøùāùąøċô÷úóúùøñþċĈô
čóùóôóó÷÷ñăóñăó÷úóúāøùñúô÷úĉûõüó ûĂôñýõòăóĎô÷óđñùùúøøô÷úóþøĎċô÷ñ÷ùñþôā÷ùĂô÷
ĆĈđøñýċô÷ùąÿú÷ôóāô÷ēø÷øñþúÿöóċāĈó÷ ûā÷ùõóđöøùøñþúøøô÷÷ÿ÷ÿĄô÷úóôüĔô÷ø

þĒĎ÷úøāďõ÷ ûñüĂôñąó÷Ēöóñ÷ùñþô÷øñ÷ ûù÷ûó
ñ÷ùñĄ úó÷Ĉċĉ ñ÷ùüõ÷ Ďĉ ÷÷Ď÷úøùô÷ ú÷ā÷ùĂô÷ úĎñą ó ûñúúó÷ úóóùñþô÷ čĄøñýú
÷÷Ĉċùô ÷õĂô÷ ùýĔċô÷ čóĄô÷ ÿ÷Ĕċô÷ øó÷ ü÷÷Ĉ÷üñþøô÷ ú÷ÿ÷õõ÷ ñ÷ùñĄ úĉûõ ÷ċöøĎõ

þùùõ āĉó÷Ďā÷ùõÿ÷Ĕõøó÷čĂ÷Ĕôñ÷ùñþôÿ āāĔċô÷òýÿĎø÷óùñþô÷ď÷ùøñýúþĀóøöõ÷
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OhóëªdG QGôfdG �æ°U
Limited Decision Making

ñ÷ùñþô÷ ā÷ùò úĎñą  Limited Decision Making OhóëªdG  QGô≤dG  ™æ°U ĉċñþú
ďõ÷ÿĈøĄċô÷ û÷Ĕöóóó ü÷Ĉċøāċô÷ ĉö÷ôô÷ ďõĉ÷Ĉò ÿĉāóùñăó÷ ÷ñă÷āÿ øó÷ ÷øùþú ùø
ďõ ûĔĎô÷ ÷ø÷ Ąùüøñýú Ćôøô þùüóøċô÷ ýó÷ øñ ú÷ôĈô ÷ñĆøùùċô÷ ñ÷ÿĔñýô÷ ĉ÷ćóĎôô÷
 û÷ÿĈąúùûóó÷ùñąóĎĉñ÷ùñþôčĄøñýúøüøĎ÷úøùô÷ā÷ùĂô÷úĎñąďõĊĔćó÷ó ûøòøā÷ùĂô÷úĎñą
óđĎ÷øĐĔąĈđøñýċô÷ĐāóĂúüĉö÷ôô÷ďõĉ÷Ĉòÿĉòÿāñùøþ÷ ûù÷ûóòăóĎô÷óđúùøñþú
čĄøñýúòþČđ÷ôõ÷÷ôñýĎôóø û÷÷ċ÷ó÷ùûóó÷ĉõ÷Ĕùô÷ĕĈĉ ûñóĎøā÷ùĂô÷úĎñąĉôòóđöĔċā÷Ăúø
úóøøùñþċô÷úĉûõüďċûô÷÷ñúÿĄĎõúĈñýĈôā÷ùĂô÷úĎñąďõûĔĎô÷÷ø÷ó ûñúúó÷ĐĔąĈđøñýċô÷

þ÷úĂóüô÷
úĉûõü÷ÿĈøĄċô÷úóúùøñþċô÷ďõúùĈôùÿøāõú÷ā÷ùòúĎñąúóóùñþô÷čĄøñýú
÷óùñþô÷ùôĐĔąúĀõ÷þÿøùóô÷ĉ÷ñąĔú÷õþāó÷øþ÷ĕøýøüýóûó÷ø÷÷ôøąċô÷ú÷ùċô÷
úāøôĉö÷ôô÷ďõúùô÷÷öāóĂõøñùøüùùúóđĎąôüĒ÷ôõ÷Āóøāúóċĉ÷õóĉùùąñ
čĄøñýúĐó÷ďąċċô÷ďõĒöó÷ĕøýøþùÿĔþô÷øó÷ùùñýô÷øñúóñøþ÷ćóĎ÷ùöóó÷Āõ÷óõ

õĊùúóõĎĉóđĎ÷øĐāóĂúøøô÷÷ÿĈøĄċô÷ú÷āó÷Ąô÷ÿĉČó
óõùþøõďõùúüòýøõ÷ùóòñ÷ùñĄøñ
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÷÷Ď÷úøùô÷ ñ÷ùñþô÷ úó÷Ĉċùô ùÿøāõ ú÷ā÷ùò úĎñą úóóùñþô÷
ù÷ûąøĉòó÷÷ ûāóùñăó÷úüÿ āāĔõč āò÷Āõ÷ü÷÷ôøąċô÷čĂ÷ĔĈô÷úĉûõ
øñ ùā÷üøô÷ Đóó ÷Āõ÷ øó÷ üóđċ÷÷Ăú ĕôõ÷ ùùøñþċô÷ Āóøāú Đó÷ ďõ

þùÿóùô÷ÿ āāĔċô÷ùôùñĔøúÿøĎõñ÷ùñĄõĈóøú÷óùñþô÷

áfª©àªdG äGQGôfdG �æ°U
Extensive Decision Making

ĆĈđøñýċô÷óđ÷ñùċúøøô÷÷÷Ĉċùô÷Ĕ÷ăċùøċô÷ā÷ùĂô÷úĎñą
ñċùô÷čĄøñýúþóđāĈóòýċĄô÷ā÷ùĂô÷úĎñąú÷ĔóĄøóö÷þđĎõ
Extensive Decision Making á≤ª©àªdG  äGQGô≤dG ™æ°U

ùĂóüõ÷øó÷ĊĎċô÷øó÷ùāó÷ñýô÷úĉûõďċûô÷÷ö÷óøúóúùøñþċĈô
ĐĔąĈđøñýċô÷óđ÷ñøĄøúøøô÷Āò÷ĔċĈô÷ċöõø÷øü÷÷Ĉöóùô÷
Č÷÷Ăúøñđþô÷øùòĔô÷ďõù÷ûąô÷ĐĔñúĂúĉøü÷ôĔđñýøā÷ùĂô÷
Čđúóüóý ÷ñă÷āÿ ĆôĀ ĉċñþú þā÷ùò ĕôõ÷ ĉñąĔøô÷ø ĉö÷ôô÷
ĐĔąúďôü÷ú÷ôô÷øñþďąċõāó÷þĉñúñó÷úõóđøĂøóóõø Đóóøø

÷òøĉö÷ôô÷ēø÷ĉ÷Ĉāúĕôõ÷Āóøā÷ñăøĉö÷ôô÷ď÷øúóñøþ÷óõĆĈđøñýċĈôó ûāñĆ÷ø
þā÷ùòĕôõ÷ĉñąĔøĈô

úóúùøñþċĈô ÷úāóþøô÷ Ċóċĉóóø ăĈùøċô÷ ā÷ùĂô÷ úĎñą ďõ ûĔĎô÷ ÷ø÷ čĄøñýú
 āĉąô ùúüöĔñăóýùđüó÷ ñ÷ùñĄ úĉûõ ü÷ ûù÷ôó ÷ ûāóċûøñă÷ õĈóøú øøô÷ øó÷ üùùõ Ċøó
÷ôóāô÷ēø÷øñþùúþô÷ĉ÷ñąĔøô÷úóõþúóôóùõďõ÷ĉĔċþõñ÷ùñĄøó÷ üĀĈĔõ
ā÷ùò ĕôõ÷ ĉñąĔøú Đó÷ ĉôò ÷Ăÿñą ĉñúñó÷ ďĉ ó ûÿûąõ óûûāø úóúùøñþċô÷ ĉ÷óø ùùþ÷ñă
ĉõóóĀñąøúõöĔøąõùùñăòĆùĉÿ÷ĉõ÷ďúÿāĔċô÷ďõ÷óùñþô÷õĈóúòþñ÷ùñþô÷
 û÷ñąóþ  ûùùôþ ĐĔąĈċú ďúøô÷ ÷óùñþô÷ øñ ĐĔĈõóùô÷ òĆøùùô÷ ēø÷ òăā÷ñăø þÿøĎċĈô
Đó÷ĉôòď÷ùöóôô÷úõ÷ÿûąõúóñĆøóÿõùùþúĐó÷ďąċċô÷ďõøþÿāċô÷ÿøĎċôóøăĈùøú

þøöóđĎô÷ēā÷ùòúóúùøñþċô÷ĉ÷óøøĄøú

QGôfdG �æ°U »a ¥�°ùªdG QhO
The Marketer�s Role in Decision Making

ĕĈĉČ÷ĉóñý÷ñă÷ø÷ĐóûĆĈđøñýċô÷ā÷ùòúĎñąúó÷ĈċĉČđñď÷òĔñýċô÷ĕĈĉď÷ùøú
úĎñą ûĔö ć÷āÿõ÷ Đõ÷ þĒúóùòĔúø ĆĈđøñýċô÷ úóüóý úõ Čđúóõþø ČđúóþøĎõ ÷õñõ
 ýþõ ùõó÷ úóõĄô÷ øó÷ úóþøĎċô÷ ñ÷ùñĄ Ďĉ ĐĔąĈđøñýċô÷ ĒõĄøñýú ùøô÷ ā÷ùĂô÷
óõøüñ÷ùñþô÷Ďĉēāóôøĉ÷øñĆĈđøñýċô÷óđùñúúøøô÷ĉõ÷Ĕùô÷Čđôď÷ôúĒöóüď÷òĔñýċĈô

þĆôĀĉùÿôóđ÷ôõ÷ĐĔüóøāúøøô÷úóõĔĈùċô÷ā÷Ăõ

»YÉªédG πª©dG

ăñ÷Ĕú ó ûþøĎõ ÷øÿýø ó ûĂúùñ ĉ āąñĄ
 ûùÿóĉ ùùøñþ ÿú Ēöó÷ ĕĈĉ ăúùÿô÷
÷ĉóĎñą û÷Ĕöó÷ ďõ  āĉó č÷Ąøñăóø
þó ûĂøóñă ùāĔóøċô÷ ÷ûûô÷ ā÷ùĂô÷
ñ÷ùñĄ ďóóõó÷ ÷öāóĂõ ĊĔý ÷ĔñþòóĎú
ùûóó÷ ĉõ÷Ĕùô÷ø üúóþøĎċô÷ ďõ  āĉó
üñ÷ùñþô÷ ā÷ùò ÷ĉóĎñą øñ  û÷÷ċ÷ó÷
óđ÷ôõ÷ Āóøāú øøô÷ úóõĔĈùċô÷ø
ñ÷ùñĄ ā÷ùò ÷ĉóĎñÿô ĐĔąĈđøñýċô÷

þ÷úāóþú÷õĉøó÷ÿøĎõ
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»fj�°ùJ �jQÉæ«°S
ĉ÷ċþøô÷ú÷ùñúāøñýõùþøõøññċùôóø÷ñąóĄô÷úóõĔĈùċô÷úõĉĉóÿøô÷

Reac  ng to knowledge about customers at the cosme  cs store

ú÷ôú ĒĎąôø üāĔóùô÷ ú÷ø øñ òÿñÿĄøõ òĆóúùô÷ øñ ùāóþú óùõ øñ ùüóøċô÷ ýó÷
úñĆø ĕĈĉ ùþøċô÷ ĔÿĈĔõòąùāú þùùþó÷ ĉ÷ċþøô÷ ú÷ùñúāøñýõ ďõ û÷Ĉ÷ąñþú ó ûñúúó÷
ĐóøùĈñăóċ÷øüēóÿñþô÷ČñýĈøø÷ô÷Čúùóĉûõüóö÷ôñýö÷ċ÷Ăô÷÷ñúÿĄĎõ÷Ďā÷ùõúóþøĎõ
òĆùùÿúþùþøċô÷ĉþõďõõúùòĐóąċøü÷ċöøĎõùāĔñÿøóċđö÷ùñĄĕôõ÷ñċùô÷Āóøāú
óđĎĉúóõĔĈùõøó÷òĆùĉùó÷ďċñĆ û÷üāõĐĔąúĐó÷Đøÿ÷÷ą÷øñăøĊñăøñúĈñýô÷ēø÷

þó÷ùùñă÷ĉóõ
ó ûùõ ÷ĉĔñĆĔċô÷ ÷ñúÿĄĎċô÷ ÷ċ÷Ăô÷ ú÷Ā āĔóùô÷ òúùø üĔøñ ùþøċô÷ ĉþ÷ÿ óõó÷
øó÷ ó÷Ĉ÷öóÿô÷ úĊóûċô÷ ĉ÷ôñă ĕĈĉ üóđ÷ñ ÷õĄøñýċô÷ ÷÷ñăóñăó÷ ÷úùóùô÷ úóöĔąċĈô ó ûùôú
ú÷āó÷Ąô÷÷öāóĂõďā÷ùõāó÷Ąø÷āö÷āñ÷ùñþøď÷ċøđċô÷ñċùĈôĂ÷øúĆôĀøþĊóĂúùôô÷
ùñĔøú÷ċ÷Ăô÷÷ñúÿĄĎõāĔóùô÷ēø÷ĕôõ÷÷ñóñĆõóøþñ÷ùñþô÷ā÷ùòĀóĄú÷ĉôòùùñĔøċô÷
üóđúóúĔøāõĊĔý ýúóõĔĈùõč āĂúòĆøùùø÷Ăñùõø÷øüďċûô÷÷ö÷óø÷úùñÿāô÷āĔóùô÷
úóòøó÷  āĉó øñ óđĎõ öùĂôóø øó÷ ü÷ĂóĎċô÷ ēø÷ øñ ĉòó÷ ĕĈĉ ý÷ø ĀĈĔõ üĔúø

þēāó÷øþ÷õþúùøô÷ĉñúñó÷ùóùô÷ĊĔýñċùĈôĂöóñÿöČúĂøô

G kóbÉf G kô«μØJ ôμa

1 .÷÷ĈċĉĐĔõĄøñý÷ñăñċùô÷Đó÷ĐĔÿĈĔċô÷Ăøùúøøô÷ùþøċô÷øñùùñĔøċô÷úĈñýô÷óõ
ĆôĀāùùúĀ÷óóđĈüó÷ďõøĎ÷úøùô÷ā÷ùĂô÷úĎñą

2 .÷÷ĈċĉĐĔõĄøñý÷ñăñċùô÷Đó÷ĐĔÿĈĔċô÷Ăøùúøøô÷ùþøċô÷øñùùñĔøċô÷úĈñýô÷óõ
ĆôĀāùùúĀ÷óóđĈüó÷ďõÿøāċô÷ā÷ùĂô÷úĎñą

3 .÷÷ĈċĉĐĔõĄøñý÷ñăñċùô÷Đó÷ĐĔÿĈĔċô÷Ăøùúøøô÷ùþøċô÷øñùùñĔøċô÷úĈñýô÷óõ
ĆôĀāùùúĀ÷óóđĈüó÷ďõĄóóĎô÷úñă÷Ĕô÷ā÷ùĂô÷úĎñą
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∫OÉ©àdG á£ff
þûøùñþċô÷úóĂÿö÷÷óüøôóđĂ÷Ăāú÷óùñþô÷ĕĈĉď÷ùøúøøô÷ú÷ýĔô÷úóù÷ôõÿĉø÷Ċÿóùøô÷÷óĂö
þĊóċô÷÷óùñþô÷ùāóñýþøôóøôóøøüú÷ÿ÷ùúõ÷úóĂÿĎô÷ĂøóþøúĐó÷øĎùúüĊÿóùøô÷÷óĂöďõĉòó÷ÿĉùó÷
üĊÿóùøô÷÷óĂöĂøóþúÿùþċøøþúóĂÿĎô÷ú÷ċüôôñúôóøøóüøñăúóù÷ôċô÷ĐõóñĊÿóùøô÷÷óĂöĎĉóõó÷

þĂøùô÷øñó÷ôøñă÷óùñþô÷Đõóñ
 āĉąô ú÷ôô÷ ùùñăø üûøùñþċĈô ÷øøóûô÷ ÷÷ôóċüõ÷ ÷ÿĈąøô÷ ÷ñùùõ ĕôõ÷ Āóøāú üĊÿóùøô÷ ÷óĂö öóñýāô
÷÷ôóċüõ÷÷øøóûô÷÷ÿĈąøô÷ø÷Ċÿóùøô÷÷óĂöþ÷õþøó÷÷ùĈñăďõùýø āĉąôùùā÷üøċô÷÷ÿĈąøô÷øüùýø

þùýø āĉąôùùā÷üøċô÷÷ÿĈąøô÷øú÷ôô÷ùùñăď÷øĄùÿô÷ĕĈĉ÷õĔñýĂõ

Ċÿóùøô÷÷óĂö÷øøóûô÷÷÷ôóċüõ÷÷ÿĈąøô÷
ùýĔô÷÷ÿĈąúýùýĔô÷ùùñă

ďĉĐĉõôûóđùúĂĔúøú÷āĔñþĎõ÷ĉóôćøñùāóþúóùõøñòýøõùþøõõĊùúĊóûċô÷ĉ÷ôñăĕĈĉ
ü ûóúā189Ĕ÷ùùøñă āĉóú÷øùùñăøþĊóúā9,000ø÷ú÷āĔñþĎċĈô÷øøóûô÷÷ÿĈąøô÷þúþô÷Ēú÷ùøñăôþ

þùùøñă60ø÷øöĉõ÷āĔñþĎċĈôĊÿóùøô÷÷óĂöþ ûóúā37ø÷ùùøñă āĉąôùùā÷üøċô÷÷ÿĈąøô÷ø
Đóó÷Āõ÷øþāĔñþĎċô÷÷ø÷ĕĈĉĊóċô÷ùþøċô÷ùñýĄ÷ñýñüùùøñă60ďõĉòó÷ú÷ôúùþøċô÷ĐóóĊóýøñ
üùùøñă60ďõùûóó÷ûóø÷Āõ÷óõó÷þôôñúôóøāĔñþĎċô÷÷ÿĈąú÷óùñþô÷øóüøñýñüôôñúôóøùùøñă60ú÷ôú

þĂøùô÷ùþøċô÷ăĂā÷ñýñóđĎĉ

Ö°ùMG

1 .ú÷ø ÷Āõ÷ þĊóúā 6,700 ÷ñĆøùùċô÷ Ď÷þô÷ ĉ÷ćóĎø ÷ĉĔċþõ÷ÿĈąú ýĈôú üĒñýÿö òýøċô÷ ùþøõ øñ
òĆùùô÷ùýĔôĊÿóùøô÷÷óĂöóċñü ûóúā33ýĈôúùùā÷üøõ÷ÿĈąøø ûóúā170ĉøóĂõĎ÷þô÷ĊóóĎø

2 .ďõ÷ÿĈøĄõ÷úāóþú÷õùôĊóúā6,700÷ċ÷Ăø÷÷öóûòĆùĉùýøùþøċô÷õóā÷Āõ÷Ċÿóùøô÷÷óĂöóõ
óđĎõ āĉąô ûóúā33ýĈôúùùā÷üøõ÷ÿĈąøøĊóúā200ĉøóĂõûóôúĎ÷þô÷

gj�°ùàdG »a äÉ«°VÉjôdG



gfëJ �Éff

þćùøñÿøñ÷Ĉñăó÷ďĉõüó÷
1 .øøô÷ úóþøĎċô÷ ú÷ø Ďĉ ÷óùñþô÷ ĒôĎþøú øó÷ ĒĈùÿú Đó÷ òĆùøÿċô÷ óõ

øĎ÷úøāñ÷ùñĄā÷ùĂøĐĔąĈđøñýċô÷óđúùøñþú
2 .Ďĉÿøāċô÷ā÷ùĂô÷úĎñąĐĔąĈđøñýċô÷ÿđøĎúøøô÷úóþøĎċô÷û÷Ĕöó÷óõ

óđö÷ùñĄ
3 .ĄóóĎô÷÷ùñă÷øú÷ā÷ùòĀóĄú÷óđ÷ñýāúĐó÷ďąċúøøô÷úóāô÷óõ

úóóùñþô÷øąĈđøñýõď÷ø
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¢SQódG º««fJ 3.2 

?âª∏©J GPÉe

1 .[1.3.2]þòÿĄñþĈô÷÷ñÿĄñþô÷÷úĔđô÷ĉąñþúøøô÷ĉõ÷Ĕùô÷ õČñă
2 .Ēú÷Ăøùõø òÿĄñþô÷ Č÷ò ďõāĔóúøĎ÷Āāóćõ÷ ĀñąĔô čĄøñýċô÷ ĂĈóñÿċô÷ óõ

[1.3.2]ēùĉóñþõø
3 .[1.3.2]þ÷÷ùüùċô÷÷ĉĔċþċô÷ĂĈóñÿõā āùĉ
4 .úóþøĎċôóø÷ú÷āÿĕĈĉĐĔöĔąúóõĎĉĐĔąĈđøñýċô÷ĒõĄøñýúùøô÷ā÷ùĂô÷úĎñąûĔöóõ

ÿøĎċô÷ĉúôúČđĎąċúøó÷üóđñýÿö÷úāóþøô÷÷õùô÷õôóüô÷øñĐøāóøĄúøü÷ýóøċô÷
[2.3.2]ó ûýóøõÿóøùċô÷āó÷Ąô÷ďąúČô÷Āõ÷÷ôĔđñýø

5 .ČđúóþøĎõö÷Ĕñăùñþô÷ñąùñĉñúñóóøĐĔòĔñýċô÷úøċøúā÷ùĂô÷úĎñąďõûĔöùó÷úõ
[2.3.2]ĆĈđøñýċô÷úóüóý÷÷ôĈúČđĎąċúĀ÷óøČđúóõþø

»ªjOÉcC�G ∫ÉéªdÉH §HôdG

1 .öóò øó÷ üó öĎñă ùôóó÷ öāóòó÷ øó÷ ďúô÷Ĕô÷ ýó÷ úõ  û÷ĈøóĂõ  Āùüó÷  :´ÉªàL’G  º∏Y

ñ÷āò÷ĐāóòČûü÷ĈøóĂċĈôó ûñÿĄĈõõøó÷þĒúó÷ýĕĈĉ÷ñóĂûô÷ù÷ûóóúĊĔý÷÷ñóĂû÷÷ùċü
ďõøöóûô÷ČñýĂô÷øñĒøóñþøô÷Ēüøó÷øúóñøþ÷ĀñąøüĆö÷āòóøĒÿò÷ĔõøòÿĄñþô÷

[1.3.2]þćùúùĂú
2 .ùđüó ÷ÿĈøĄõ ÷úāóþú úóõĉ ýûô úò÷Ĕõ ďĉ ùöùøöõ÷ øñ üāø÷  :á«æ≤àdG

òýċþĕĈĉ ûñóĎø ýûô÷ ÷úāóþøô÷ úóõùô÷ ĐāóĂú  ûøüĉó÷ þøýĔĈô÷ öĔñăóāô÷
Ēøóñþøô÷Ēüøó÷øúóñøþ÷ĊĔýĆøāöĕôõ÷úóöýõĀñĆó÷þĉòó÷ĕĈĉú÷÷õ
÷øóøąô ĆĈ÷Ĉāú čĄøñă÷ þ÷úāóþú ÷õĉ āĉó ùùñă ÿýø ü÷úāóþøô÷ úóõùô÷ ď÷ø

[2.3.2]þĆøóôñăó÷òĆùĉ÷øó÷āóøĄøñăøøô÷÷úāóþøô÷÷õùĈôăùñĄ
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�bG�dÉH §HôdG

ùùñýô÷ ôñăĔøõ ÷ ûúü õ÷ćùú Čúùó ĉ÷ċþøô÷ ú÷ùñúāøñýċô ÷ù āĎñÿõ ÷óùñĄ ăùóú
č÷Ąøñă÷ĕôõ÷ñĔþĈô÷øñ÷óùñþô÷ēø÷õĊùúøþó ûõóĉ15ø12ďñăď÷øýóöõ÷āđøñýú
ü÷ û÷ċøõ ÷úāóþú ÷õĉČñă÷ ùąøø÷ þõ÷ćùøô÷ Čúùąô ÿúøùøĈô ÷úĔò ÷÷ùüùõ÷ĉĔċþõ
÷÷ùüùċô÷÷ĉĔċþċô÷ùĔĉÿĐó÷ďõóóóúþČúùąô÷ăùóôó ûĉĔôóõó ûó÷ñýøó ûöĉõ÷Čċñąø
Đĉõ÷Đó÷ćÿóĂøĉ÷õôñăăùñĄ÷øĆÿñąøñćāóąñó÷òĆùĉ÷ČûþĐĉõ÷øñ÷āñĆ÷ø

[2.3.1]þ÷ ûùûôĔõĐĔą÷ñă

čóđċô÷øĊóċĉó÷÷ö

ÿāõ
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á°ù«FôdG äÉë∏£°üªdG

ùùñôóôûô÷÷ñýñóþûô÷
Direct Competition

ùùñôóôûô÷ù÷ú÷ñýñóþûô÷
Indirect Competition

ùúñþô÷÷ñýñóþûô÷
Intense Competition 

÷øñôô÷÷ñýñóþûô÷
Pure Competition 

ùÿøñûô÷÷ñýñóþûô÷
Limited Competition 

÷úóõøý÷÷ñýñóþûô÷
Monopolistic 

Competition

ąøù÷ ûÿóòĀĄõøñóòóô÷÷ø÷ÿõóāøö÷ùø
úóóùñþô÷øñ÷ñýñóþûô÷÷ù÷ô÷Āñõø 1.4.2

÷ñýñóþûô÷ û÷Ąöó÷ øñ øòúĄñýøô÷ ýĄāÿûøô úóóùñþô÷ ý÷øñó÷ ÷÷ÿ÷ó ò÷ñöĄú 2.4.2

÷ÿøøûô÷

º∏©àdG ±GógCG

 áÄ«H »a gj�°ùàdG
á«°ùaÉæàdG ∫ÉªYC�G

4.2

á«fj�°ùJ Q�eCG

üāôĂýùóúóõĀó÷óāöûùôòñöĄúĀó÷úóóùñþô÷úøóñú÷õþøó÷ÿøþõú÷ôô
ÿ÷õøāøñýûóóā÷øùĀĄøñÿñúò÷û÷òùñúñó÷ üāñþûú÷õþøó÷ ÿøþõÿõ
öøüó÷øøúøóñúùùþó÷÷ñýñóþûô÷úóóùñþô÷ĀóùĄ÷ýóñþþô÷÷ø÷
ú÷÷ùò øñ ó÷ÿĄāü úóóùñþô÷ ùûûøñýú üô Ąô ÿ÷øûøñûô÷ ûùô÷ ôĄ÷
ùùþó÷  û÷õþ øó÷ ó ûþøþõ ù÷ûùô÷ óøú Āó÷ ùûøñûô÷ ÿõ ùùûôĄûô÷ ÷ùñþô÷
ÿõ ÷óùñþô÷ óāāü÷Ąú øøô÷ ÷ñýñóþûô÷ ûĄö ü÷óñýúø ĀĄñýñóþûô÷ óāù÷ôú
ùûôĄú÷÷òúĄñýøô÷óāø÷þ÷ú÷ùøñóõ÷ ùõñôúñúøñ ûùù÷ôó û÷û÷óñýõóā÷ñýñóþõ
ÿ÷õøāøñýûô÷ýóõó÷÷ýóøûô÷ú÷ó÷ô÷ąøùóāù÷Ąöó÷ø÷ñýñóþûô÷úóóùñþô÷ÿù

óāþ÷øóû÷ñúóóùñþô÷òýñóþú÷÷ÿ÷óąøùø

 ∂àaô©e §°ûf

1 .øó÷ ûùúñô û÷ñýñóþõāñþúøøô÷úóõô÷øó÷úóþøþûô÷ÿõ÷øûõó÷òúùøòþòóöøùõñ
úóõô÷øó÷úóþøþûô÷ăø÷øñýñóþõÿùąøùùûôĄúùøô÷óõóāöûùúĄý û÷ÿ÷ùñö

óāôôĄñý ûô÷
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 1.4.2

á°ùaÉæªdG á©«ÑW
The Nature of Competition

Čđúó÷ý õö÷Ĕü ú÷ċü øñ ÷ñýñóĎċô÷ ĉüĈüøú ü čó÷ øĉĔø òăóĎô÷ óđóāúó÷ ñ÷Ĕñă
 û÷ĉĔĎøõ  û÷ĉĔċþõč āĂú úóóùñĄ ùĉ øôóāô÷ ùñÿùô÷ øñ ĆĈđøñýċôóø ô÷āú þ÷÷õĔ÷ô÷
üĆĈđøñýċĈôó÷óú÷õøñúóõĄô÷øó÷úóþøĎċô÷ēø÷ĒøóñþøúþúóõĄô÷øúóþøĎċô÷ďõ

þ÷ñĆùøÿċô÷ùúùÿô÷Ēúóÿñą÷ĔõāóđĈõùñóÿąøĄĔñýÿúøóđñúùøúóċøúóċĎ÷ø
ùöóñăď÷øďõó÷āóøĄ÷ôĆĈđøñýċĈô÷÷ñóñĆõ÷óú÷ċô÷òúùøòĆøùùô÷ĉċñþúĐó÷õþú
ĉõ÷Ĕĉñýþúøøô÷øü÷÷ñýñóĎøô÷Ąøùÿô÷ēø÷ó ûĂý3.3òăāô÷òþòóĎúþ÷ýóøċô÷ĉö÷ôô÷

þ÷ñąóĄô÷óú÷ċô÷øó÷÷úāóþøô÷÷õùĈôñĔô÷ø÷õñċô÷øùùñýô÷úĉûõü÷úóùõ
ďõóđĈąñĄøó÷÷õøñúóċøúóđöó÷õ÷ü÷ñýñóĎċô÷ďõ÷Ďā÷ùõ÷üāÿ÷÷øùó÷øñüĔú

úóċ÷÷ñýñóĎċô÷ùñĄùõĕĈĉĐ÷ùûôĔúĐ÷øĈô÷Đóñý÷öùô÷Đõóùô÷þùþò÷ĕôõ÷ĀòĔõ
 �þ÷ñĆøùùċô÷úóõĄô÷øó÷úóþøĎċô÷ď÷øĒøóñþøô÷÷üāÿ
 �þúóõĄô÷øó÷úóþøĎċô÷ēø÷č āĂúøøô÷úóóùñþô÷ùñĔúøó÷ÿĉ

ùööÿ÷ù ÷÷ĂúĔñýøô÷ óđø÷þ÷ú÷ùøñăõ÷ úñĆø øñ úóóùñþô÷ ĕĈĉ ÷ñýñóĎċô÷ ÷ù÷ôć ùûôĔú
÷÷ĉĔĎô÷ ÷ù÷ôóĈô ăċùø ÷óùñĄ ùó÷ Čđñ þēóĎôøú ùøô÷ øĂúĔñýøô÷ ÿúċô÷ø ø3 ĉñÿÿô÷
÷ñýñóĎċô÷ Č÷ñýĂú ďąċúø þóđĈñþñø óđýóþö ď÷ø ó ûòāóñ ĉûċú óđđü÷Ĕú øøô÷ ÷ñýñóĎċĈô

þùùñĄóôċô÷ù÷Ċ÷ñýñóĎċô÷øùùñĄóôċô÷÷ñýñóĎċô÷úď÷øĉĔċþõĕôõ÷čóĉĉąñþø
ùûóó÷ øó÷ ĐóøóùñĄ ăùóú óõĎĉ  Direct CompeƟƟon Iô°TÉÑªdG  á°ùaÉæªdG  ùđöú
ĐĔþùõúĆôĀĊóûõøþóđñýÿöúóüóāô÷øó÷úóôĊùô÷øôĈúø û÷ñÿ÷ùøõ ýúóõþøó÷ ýúóþøĎõ
 IndirectIô°TÉÑªdG ô«Z á°ùaÉæªdG ùđöúøþď÷øÿĈøĄõď÷øúāóþúď÷øõĉďõĐóĎñăó÷
øó÷ óđñúùôô  û÷Ĉúø  ýúóõþ øó÷  ýúóþøĎõ ùûóó÷ øó÷ ĐóøóùñĄ ăùóú óõĎĉ  CompeƟƟon

 ûûċñüóđñĆøùĉøñĉþ÷úüĔúü÷ý÷óø÷ùøõúóĉóóòøñĉċùúøó÷÷öāóĂċĈô û÷Ĉøóò
øñùĔđĂô÷ú÷ôúĒĎõõúùòĄĎÿôùñĄóôõù÷Ċó ûñýñóĎõ÷đóóñùöóñÿĉú÷ôúĆñþóĉąñþú
÷Ĉúøú÷āó÷þĐóõĂúóċđĎąôøü÷ÿĈøĄõúóõþĕĈĉóċđĎõ āĉóóùúþøĈþ÷ô÷ēóđĂõ

þúóôćùċĈô
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þ÷ñýñóĎċĈô÷Ďúóôøċô÷÷ù÷ôóô÷ăñøó ûñÿ÷ñÿþČđøóñþöó÷ĉ÷ñÿÿúď÷òĔñýċô÷ĕĈĉõþú
ďąċú þùùþó÷  û÷óùñĄ ČöúĐó÷ ùāøùñúôóø òý÷ô óõ ÷óùñĄ úõĂüóĎô÷ øĂúĔñýøô÷ ÿđĎô÷
øñ ù āąñ þ÷ñó÷ñúô÷ ÷ĉóĎñÿô úó÷ĔúāóĎ÷ñă øñ ù÷ąÿøô÷ Ċþďõùùąÿô÷ ēø÷Ă÷ñĆĔú
÷ñó÷ñĆ ĕĈĉ óċđĎõ ÷ĈñýĈñă óùú ò þĊóċĉó÷ øñ ď÷øñýñóĎøõ ÷÷ôøÿ ĄÿóĎñ øøĈñýĈñă
úöóùô÷ø ÿ÷ùñó÷ ĕĈĉ ùùþó÷ óùú óċĎ÷ø üúóóùñþô÷ ďõ ďúùñóñýċô÷ø úóóùñþô÷
Ċøóāøñă óċĎ÷ø ü û÷úùñÿýø  ûùùþóñ ĄÿóĎñ òĆùùú óċ÷÷ýõ÷ þĎñă þĒ÷ñùøô÷ øāöóñăø

þ÷ñúÿĄĎõ÷÷ö÷÷ċô÷ċöõ÷õþòĆùùøúóċøô÷ùùþó÷

ĕĈĉ ĄĔÿøĈô ăúĔñýøô÷ Ā÷ĈĔú ĄÿóĎñ ÷ĈñýĈñýô ďąċú Ā÷ó
÷÷ñýñóĎúĄĔñăøñóđ÷ñýñóĎõ
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gfëJ �Éff

þćùøñÿøñ÷Ĉñăó÷ďĉõüó÷
1 .÷ñýñóĎċô÷ùñĄùõĕĈĉĐ÷ùûôĔúĐ÷øĈô÷Đóñý÷öùô÷Đõóùô÷óõ
2 .ùùñĄóôċô÷ù÷ĊøùùñĄóôċô÷÷ñýñóĎċô÷ď÷øĄùÿô÷óõ

 2.4.2

á°ùaÉæª∏d áHÉéà°S�G
Responding to Competition

ĉąñþúóõĔ÷øòąóĄô÷ĒĈċĉñøúùúďõ āĉąôòąùñùĉùāô÷ĉċùô÷ÿóñÿøò÷Ă÷øú
ď÷ø óóñþĎú øøô÷  ÷ñýñóĎċô÷ ÷üāÿ Ĕ÷ úóúāøô÷ ēø÷ ùôóó÷ þĒñýÿö ùòĔô÷ øñ  ýúóúāú
÷ñùùõĕôõ÷ĐĔòĔñýċô÷Āóøāú÷øôûóđñýÿö÷õĄô÷øó÷ÿøĎċô÷ĄĔñýĈôăùóúøøô÷úóóùñþô÷
þóđøđü÷Ĕċô÷ċöõăúĔñýú÷÷þ÷ú÷ùøñăõ÷úñĆĔôČđúóóùñĄóđđü÷Ĕúøøô÷÷ñýñóĎċô÷û÷Ĕöó÷
"4-2"ĉąñþô÷ĂñĆĔúþ÷ôó āùñúó÷þ÷ú÷ùøñăõ÷ùúĔóúĕĈĉøĂúĔñýøô÷čĔđÿċô÷Č÷ĉóñý÷ñă

þ÷ñýñóĎċĈô÷ñý÷öùô÷û÷Ĕöó÷

÷ñúÿĄĎõ÷ñýñóĎõ

IOhóëe

òĆùùúúóóùñþô÷ďõĉ÷ĈĂô÷
Đøÿ ýúóõþøó÷ ýúóþøĎõ
üĔúøó÷ùñĄóôõòýñóĎõ
þùÿøāõùùñĄóôõ÷ñýñóĎõ

òĆùùúùûóó÷øó÷ĐóøóùñĄ
 ýúóõþøó÷ ýúóþøĎõ

þ û÷đøóñþøõ

Iójó°T

òýÿöòĆùùúúóóùñĄùĉ
úóþøĎċô÷
þúóõĄô÷øó÷

áàëH

òĆùùúúóóùñĄùĉ
 ýúóõþø ýúóþøĎõ
ďąċúďąôø û÷ÿĈøĄõ

þóđô÷ôøñă÷

 ájQÉµàMG

÷ùÿúùõ÷ñýñóĎõ

÷ñýñóĎċô÷úóüāÿ"4-2"πµ°ûdG
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IOhóëªdG á°ùaÉæªdG
Limited Competition

āòĉòóóøøó÷ùñĄóôõòýñóĎõĐøÿ÷õþøó÷ÿøĎõČúĂúù÷ċøúóóùñþô÷òúùøúøċøú
óõó÷þLimited CompeƟƟon IOhóëªdG á°ùaÉæªdÉHĆôĀāùùúøùùñĄóôċô÷÷ñýñóĎċô÷ďõ
ùÿøāċô÷÷ñýñóĎċô÷Ēü÷Ĕúøøô÷úóóùñþô÷ĉċùúþāóąøýóøāùùÿøñÿóñÿøò÷Ċóþõøñ
ÿúøùøô÷øó÷ùùñýôóøøôóôúø÷øü ûùúñĄ û÷ñýñóĎõĒü÷Ĕúøøô÷ĆĈúďĉ÷ÿĈøĄõăö÷ùóø
ü÷÷òĔñýô÷óđú÷õą÷ñăùúĕĈĉôĂñóùøñăĆôøôûùÿøāõĆĈđøñýċô÷ú÷āó÷þĐó÷óđøñùùċô
ÿùÿúĕĈĉ÷óùøô÷øóđùòĔõ÷úóċýøüĄĔñýô÷øñď÷ñýñóĎõĊĔþÿúĎõĕĈĉôĂñóùøñăø

þĐóąõõ÷āòóđúóõþøó÷óđþøĎõ
ďĉóñĆùô÷čùø÷úāóąøý÷úóóùñþô÷ĔąĈđøñýõùùñþúüú÷āó÷Ąô÷÷úÿøāõõôñýø
õôñýø÷÷ñă÷õĄôù÷ûąô÷ĐĔùñúČđöó÷ĐøĂøùúøüóđúóõþøúóóùñþô÷ēø÷úóþøĎõ
Ēõóċø÷÷ďõùûóó÷óđø÷āøāøĄĔñýô÷÷úóċāøČøđúĉúøďĉĐĔûāôúøü÷ñýñóĎċô÷öó÷Ċ

þĆĈđøñýċô÷úóüóý÷÷ôĈøø

óõþĄĔñýô÷øñ ûùúñĄ û÷ñýñóĎõùóāóõùøĔñýô÷ùāóþúĒü÷Ĕú
÷÷õĔ÷ô÷ùó÷āô÷ďõó÷ôøóóĉõ÷ĆĎąċúøøô÷ùùþó÷÷Ĉûõó÷
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Iójó°ûdG á°ùaÉæªdG
Intense Competition

 û÷đøóñþõ  ýúóþøĎõ Ą āĔñýú óõĎĉ Ĕ÷ ÷óùñĄ óđđü÷Ĕú øøô÷ ÷ñýñóĎċô÷ û÷Ĕöó÷ õùñąó÷
 Intense Iójó°ûdG  á°ùaÉæªdÉH ÷ôóāô÷ ēø÷ āùùÿú þ÷ñýñóĎõ ÷óùñĄ úóþøĎċô ÷úóüĈô
ďõĉ÷ĈòòýñóĎøú óõĎĉüĄĔñýô÷ ďõ÷Ĉ÷Ĉò÷ñāóąøý÷ĆôĀ÷Ĉûõó÷ ďõCompetition

ĆĈđøñýċô÷÷ýúÿóąôóôñüúóõĄô÷øó÷úóþøĎċô÷č āĂúøóđñýÿöĄĔñýô÷øñúóóùñþô÷
ďĉ úóÿô÷ òúùø óñĆā ùõ ÷ñùùċô ñċùô÷ Ċóċĉó÷ ÿ÷øā òăāú þóđĎ÷ø  ýúóòøùñ

þ÷ýóøċô÷ñ÷ùñþô÷ú÷āó÷þ
þøĂúĔñýøô÷ óđþúõ ÷ùü÷ùõ ĕôõ÷  ûùúñĄ  û÷ñýñóĎõ Ēü÷Ĕú øøô÷ úóóùñþô÷ Āóøāú
úóþøĎċô÷øñóđúùôþĀ÷ĈĔúø÷úóĎùøĆĈđøñýċô÷úóüóý÷ñă÷āøúóóùñþô÷ďąċøøñă
úóõĄô÷øó÷óú÷ċô÷øó÷úóþøĎċô÷ď÷ñýāúøó÷ù÷÷üøôăö÷ùóô÷ĕĈĉāùùøô÷ďõ÷ýóøċô÷
þúóþøĎċĈô ùúü úóõ÷Ąøñă÷ ÷ñùùõ ĕôõ÷ ĆôĀ øñúÿú òø óđúóþøĎċø ÷ĂāĈċô÷
ĄĔñýô÷øñď÷ñýñóĎċô÷úóþøĎõĕĈĉĄĔÿøĈôĒùñÿĔ÷ÿøĎõùó÷øñù÷÷üøô÷ďõòĆùüô÷

þĆĈđøñýċô÷ñóñĆāõ
Đó÷ďąċúøùùþó÷øĂúĔñýøô÷ÿúċô÷ñ÷üó÷òÿāñ÷ñýñóĎċô÷øñúóóùñþô÷čĄúò
ñċĉ÷õþøó÷÷ôøóĎõù÷ñĔúøĉñúñó÷úóòøó÷øúò÷ĔõøñÿøĎċô÷÷ýóúõ÷ĕĈĉúúĂĔøô÷óùú
ĕĈĉĊĔñÿāô÷ĉ÷đñýúøó÷÷Ĉúøúñÿăö÷ùć÷ýóúõ÷ù÷ùñýøô÷Ċþďõó ûñúúó÷ďąċúþĉñúñó÷
ó ûćóôúā÷ùûóó÷øó÷ û÷÷Ĉ÷ñÿÿú ýúóõĔĈùõĆĈđøñýċô÷ĂĎõÿúøùøô÷ĊþďõďąċúøĐóċøö÷
ùøĉ÷ċùô÷úõĉñą÷Ĕøô÷Ćôøóďąċúøùùąøôõ÷÷õĉõ÷ôöóñăøøó÷ăö÷ùćč÷Ąøñă÷øüĒø

þ÷ùøċõ÷Ăúùóøøó÷÷÷ĈĉóÿøÿøĎċô÷č÷Ąøñă÷øñĒúĉóñýċôú÷ôô÷

áàëÑdG á°ùaÉæªdG
Pure Competition

óõĎĉ ùúñþô÷ ÷ñýñóĎċĈô ÿ÷øõ÷ ø÷  Pure Competition áàëÑdG  á°ùaÉæªdG

÷úāóąøý÷ ÷ñýñóĎċĈô ó ûñþ þóđñýÿö úóõĄô÷ øó÷ úóþøĎċô÷ úóóùñĄ ùĉ òĆùùú
÷õĂċô÷úóõĄô÷øó÷úóþøĎċô÷ď÷øāøþ÷ďõóõüø÷÷ôóøô÷ùùĂÿô÷øñ÷āñĆĔċô÷ù
Āõ÷āóùñăóóøČąāøô÷ďõ÷úÿùÿô÷úóóùñþô÷ďąċøúĆôøô û÷þ÷øöø÷øāôô÷÷ñýñóĎċô÷øñ

þČđ÷ñýñóĎõďõù÷ôó āýĕôõ÷÷đøóñþøõĉö÷ø÷ôĔđñýø÷øāóøĄúĐó÷ďúùøñþċĈôďąċú
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ájQÉμàM�G á°ùaÉæªdG
Monopolistic Competition

ø÷Monopolistic CompetitionájQÉµàM’G á°ùaÉæªdG

ĄĔñýô÷ øñ  û÷đøóñþøõ  ýúóõþøó÷  ýúóþøĎõ ùúĉ úóóùñĄ ú÷ø
óđ÷ñýñóĎõúóþøĎõďĉó÷ù÷÷üøøó÷÷÷ċúĊøóāúóđĎąôüóđĎ÷ùø
ĕñąĔċô÷ú÷øÿó÷ĉñúñó÷Ĕ÷øĂúĔñýøô÷čĔđÿċô÷þČđúóõþøó÷
ēø÷ĔòĔñýõóùúĐó÷ õþúø÷ñýñóĎċô÷ēø÷øñúóóùñþĈôóđø
÷ôøóāõø ĄĔñýô÷ ĉþ÷ÿ ď÷ąĈđøñýċô÷ ďõ úóñ ĕĈĉ úóóùñþô÷
ĐĔôøóā÷ñăČûþ÷øĀóüú÷ùā÷üúý÷ýõČđúóüóýĕĈĉāùùøô÷
øñ ú÷ùā÷üú ý÷ýõ øĂúĔñýøô÷ ÿúċô÷ ú÷ā÷ùò  āĉó Ċüøñă÷
ú÷ùā÷üøô÷ēø÷ĐĔąúòñċùô÷ñôĔđôóđúóõþøó÷óđúóþøĎõ
úúĂĔøô÷ĕĈĉó ûñúúó÷óċöõ÷üóđú÷Ā āāø÷õĄô÷øó÷ÿøĎċô÷ĕĈĉôĂñ

÷õùô÷÷÷ċúĕĈĉú÷ùā÷üøô÷ēø÷ĉóñýúøþóđô÷õĄøñýċô÷ÿúøùøô÷ăö÷ùćøù÷ùñýøô÷ø
þď÷Ĉċøāċô÷ñċùĈôó ûøøüùûóó÷óđĈùþúøóđ÷ñýñóĎõďĉ÷óùñþĈô÷úāóþøô÷

÷ñýñóĎċô÷ø ÷úāóąøý÷ ÷ñýñóĎċô÷ ď÷ø úĂú ùÿóĉúóóùñþô÷ óđđü÷Ĕú øøô÷ ÷ñýñóĎċô÷
þú÷āó÷øþ÷ď÷ø ýúóñøþ÷ĆĈđøñýċô÷þúøüď÷ñýñóĎċô÷ďõúùô÷ćóĎ÷þùúñþô÷
þĒúóüóý øôĈøñă ÷ýóøċô÷ úóõĄô÷ø úóþøĎċô÷ ďõ ùó÷ úāú ĆĈđøñýċô÷ Ċøóā÷ñă
ďõóđúóþøĎõāó÷øþĉ÷ċùô÷úñúøøô÷úóòøùÿô÷÷òøÿāúĐó÷úóóùñþô÷ĕĈĉõþúø

þ÷ýóøċô÷ĉö÷ôô÷ďõó÷ù÷Ċď÷ø

»YÉªédG πª©dG

÷Ĕûāø÷ø ĆöõĂ ďõ  û÷ĉĔċþõ ĉ āąñĄ
øñùûóó÷øó÷ď÷øóùñĄďĉùöùøöõ÷ĕĈĉ
óċđùċþú ÷úÿĔùñýô÷ ÷÷øùùô÷ ÷ąĈċċô÷
÷ù÷ôć ÷ĔñÿĄôø ÷Ĕñþòóö þ÷ñýñóĎċô÷
āøþ÷ø Ēøóñþøô÷ Ēüøó÷ø ü÷ñýñóĎċô÷
ăúĔñýú ăö÷ùć øñ ď÷ñýñóĎøċô÷ ď÷ø
þď÷ąĈđøñýċĈôúóõĄô÷øúóþøĎċô÷

gfëJ �Éff

þĆöõĂýó÷úõĆúóøóüõ÷òþòóö
1 .ČĊāĄĔÿøô÷øñúóóùñþô÷øĂúĔñýøô÷čĔđÿċô÷č÷Ąøñă÷ĉóñýúĀ÷ó

÷ñýñóĎċô÷
2 . û÷ñýñóĎõ ĉċñþú Ċóþõ øñ Ċóċĉó÷ òý÷ñăóóú Čöċô÷ ďõ Ēöó÷ Ăøùú ĉ÷

āùñÿøô÷÷ø÷ďõ÷Ĉċøāċô÷óú÷ċô÷óõøþĆøøóüõ÷ĉāĈĉ ûùúñĄ
3 .Ċøôú Đó÷ õþú ûùÿøāõ û÷ñýñóĎõĒü÷Ĕú øøô÷ úóóùñþô÷ Đó÷ Ăøùú ĉ÷

øñúóóùñþô÷Ēôøôúùøô÷āĂô÷òýÿĎøóđ÷ñýñóĎõĕĈĉĄĔÿøĈô÷ ûÿĔđþõ
þĆøøóüõ÷ĉāĈĉùúñþô÷÷ñýñóĎċô÷
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»fj�°ùJ �jQÉæ«°S
ùùõóĊ÷øùþú

An immersive experience 

÷Ďúċô÷ ēø÷øñù÷ýĔô÷ ø÷ø÷ùøċċô÷ øñĆ÷ùøñ÷úò÷Ĕô÷ ÷÷ĎĂúùđüó÷ óđúô÷óùñĄ
āĔöĎõ ďõ ñóñúÿô÷ āóñþąøñăóø āĔùñþô÷ ÷øùþøø ĉ÷ċùô÷ úøċøñý÷ñă ü÷ý ü÷úÿĔùñýô÷
þú÷øą÷øþČĈó80ùôúēø÷øñĆ÷ùøñ÷úò÷Ĕô÷÷÷ĎĂúóđúô÷óùñĄöùòó÷þøñÿĄñĄ
úò÷Ĕô÷ ÷ùøõ ďĉ üýóôô÷ þùñĄóôõ òýñóĎõ óđô üĔú  ü÷ý  ûùùąøāõ óđñýÿö ÷óùñþô÷
öøüøñ÷ ûù÷ûó÷÷ĎĂøô÷ĆôóõùąÿúďôþĉúøďĉüāôĈôČĈó80ÿĔĂúďôøñĆ÷ùøñ÷
øøô÷øüùôóó÷ û÷÷āøāĒôõĈþú ýúóõþč āĂ÷ñăĆôøôþČđöóĂôøñă÷øó÷ď÷÷Ĉāċô÷ñċùô÷
ù÷ĊĀòĔċô÷÷ø÷þĊóċô÷ĉøóĂõ÷ċ÷òĉñúñó÷øó÷÷ċ÷òĕĈĉó÷ùāøùñúôóøĆĈđøñýċĈôĂĎċú
úò÷Ĕô÷÷øùþøøûóøċøñă÷øñĐĔôĊùú÷Ĕöóó÷Āõ÷ùÿøāõČđú÷āó÷þďąôñċùĈô ýòĆùõ
÷÷ĎĂøô÷Ćôóõ÷÷āøāďõúúòøĂúĔñýøô÷čĔđÿċô÷Đó÷ďõČĊùô÷ĕĈĉøøñĆ÷ùøñ÷
ú÷ā÷ùò úĎñÿô čĔđÿċô÷ ú÷Ā øĎôú ÷÷ĎĂøô÷ Ćôóõ Đóąõõóø Ēöó÷ õ÷ ü÷ùôô÷ ùċô÷ ĕĈĉ
ûóøċøñăôôĂñĆĈđøñýċô÷ ùāóúĂĐĔąúó÷ ĉċøāċô÷ ďõĒöõóñ Ćôøô û÷þ÷øö þ÷÷Ĉ÷÷üñþú
čóùóô÷ ĉûõ ùùþó÷ úóõþø úóþøĎõ ĕĈĉ ĊĔñÿāĈô ĉø øñĆ÷ùøñ÷ úò÷Ĕô÷ ÷øùþøø
ĉ÷ċùô÷õĊùúóõĎĉþāĔñúāô÷ĕĈĉďúùþò÷ĆĈđøñýċô÷úþñþúòøüó÷ù÷Ċøö÷ùñþô÷ø

þĉúøďĉüāôúĐó÷ùôøñýċô÷ďċñüĒøĈóĉøñăùċô÷ø÷ùøċô÷øñ

G kóbÉf G kô«μØJ ôμa

1 .øñĆ÷ùøñ÷úò÷Ĕô÷÷óùñþôāóąøý÷ĀòĔõõôñăóõ
2 .÷óùñþô÷ĉċĉ÷÷ÿ÷óĕĈĉùāóąøý÷úñĆĔô÷ù÷ûóóúóõ
3 .čĔđÿċô÷č÷Ąøñă÷ďõøñĆ÷ùøñ÷úò÷Ĕô÷÷óùñĄóđøúøċøúĐó÷ĉċøāÿúøøô÷óú÷ċô÷óõ

øĂúĔñýøô÷
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¢SQódG º««fJ 4.2 

?âª∏©J GPÉe

1 .[1.4.2]÷ñýñóĎċô÷÷ù÷ôóøÿĔñÿĂċô÷óõ
2 .[1.4.2]ĒøóùñĄóđđü÷Ĕúøøô÷÷ñýñóĎċô÷÷ù÷ôćĄĔñýċô÷ČđÿúĐó÷÷÷ċ÷ó÷óõ
3 .āđô÷ óõ üĄĔñýô÷ øñ øñýñóĎøô÷ óđÿòĔõ ď÷ñýāøô ÿøĎõ ù÷÷üú ÷óùñþô÷ úāùò ÷Āõ÷

[2.4.2]ù÷÷üøô÷÷ø÷ďõĐĔąúĐó÷òĆùøÿÿúùøô÷
4 .[2.4.2] û÷ċ÷öĉ û÷ċ÷òøĂúĔñýøô÷čĔđÿċô÷Ē÷ñĉąñþúùøô÷÷ñýñóĎċô÷ûĔöóõ

»ªjOÉcC�G ∫ÉéªdÉH §HôdG

1 .ăö÷ùóô÷Āñąü÷÷ñÿĄñþô÷Ćúùôþďõüùöùøöõ÷ùôĉ÷÷ĎĂøô÷ďĉüāôôóø :á«æ≤àdG

[1.4.2]þùù÷þó÷ó ûõóĉďúùñþùô÷øñ÷ñýñóĎċô÷÷ù÷ôć÷÷ĎĂøô÷óđøúùā÷Ċøøô÷
2 .÷óùñĄČñă÷ùóĀ÷üòăāô÷÷ø÷øñóđøñþòóöøøô÷÷ñýñóĎċô÷û÷Ĕöó÷ďõûĔö āĉąô :IQGOE’G

čĔđÿċô÷čĄøñýúĆúó÷āøñ÷óùñĄ āĉóùöóó÷Āõ÷óõāùòþĒøđü÷øòĆùċøþõøñ
õøó÷Čûüúóóùñþô÷ùýõ÷ăúĔñýúùúõĆöó÷ ĉ÷Ąúþ÷ñýñóĎċĈô û÷øóþøñă÷øĂúĔñýøô÷
þùôóó÷ ÷÷Ĉĉóÿø øĂúĔñýøô÷ čĔđÿċô÷ Ā÷ĈĔú ÷óùñþĈô ďąċú Ā÷ó óđ÷ñ Āñÿú  ûùùĂñ

[2.4.2]

�bG�dÉH §HôdG

ď÷ąĈđøñýċô÷āó÷øþ÷õôñăďĉ÷ ûüĔõ÷ ûùúùĂúđüþăúĔñýúăúùñďõĔñúĉĆöó÷òĆùøñ÷
ď÷ċñăāøó÷ď÷óóĄċøĒċĉÿ÷øüē÷ĔñăĐøÿď÷ñýñóĎċô÷ýó÷ďõúóõĄô÷øó÷úóþøĎċô÷
úôøóñýøô÷ďĉ÷øóüõôĆñýÿöđüøĆÿñąøññõô÷ĕĈĉùúùĂøô÷òĆùĉ÷þď÷÷öó÷ø

[2.4.1]þĆþöóøöĊĔý
čóđċô÷øĊóċĉó÷÷ö

ÿāõ
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»ªbôdG ¢SQódG §HGQ

5.2

gj�°ùàdG ç�ëH

á°ù«FôdG äÉë∏£°üªdG

÷÷ôøó÷úóöó÷ôô÷
Primary Data

÷úĔöóûô÷úóöó÷ôô÷
Secondary Data

ĄĔñýô÷ďõ÷āúùñĄ
Market Segment

÷úùúĂøô÷úóúùøñþċô÷
Discretionary 

Purchases

úĕĈĉ÷ ûāÿóòĐĔąøñăòăāô÷÷ø÷ďõñóđøö÷ùø
þøĂúĔñýøô÷ā÷ùĂô÷úĎñą÷÷ĈċĉøñúóõĔĈùċô÷÷÷ċ÷ó÷ăùñĄ 1.5.2

þď÷òĔñýċĈô÷ċđċô÷úóõĔĈùċô÷úóñĀñąø 2.5.2

º∏©àdG ±GógCG

á«fj�°ùJ Q�eCG

ĕĈĉ õþú Ćôøô üñċùô÷ úóüóý ÷÷ôĈú ĕôõ÷ øĂúĔñýøô÷ čĔđÿċô÷ Ďøñýú
ă÷ôóú Ďĉ úóóùñþô÷ ó÷ôú þď÷Ĉċøāċô÷ ñċùô÷ Čđñø ÷ñùùõ ÷óùñþô÷
Čđúó÷óĔĈñăø Čđúóüóýø ñċùô÷ ĊĔý úóõĔĈùċôóø øĂúĔñýøô÷ čĔđÿċô÷
øøô÷Ą÷Ĕñăó÷÷Ăûø÷øāóøĄ÷ôúóõĔĈùċô÷ēø÷ĐĔòĔñýċô÷čĄøñýúøČđúóùòĔúø

þñċùô÷ñôĔđôĉ āñÿÿõĊó āùñøĂúĔñýúÿúċô÷ĔóóĄúøóđöĔõĄ÷ñă

 ∂àaô©e §°ûf

1 .ô÷óĄøô÷ ñôô øĂúĔñýøô÷ čĔđÿċô÷ ăôóú ÷óùñĄ ĒĈùÿú Đó÷ õþú ñøñĄ Ċøó÷ óõ
øĂúĔñýøô÷

2 .ĉ÷ĈāúĕĈĉčó÷Čđĉ÷øõ÷Ā÷ĈĔúĕĈĉùôóó÷ĉąñþø÷óùøô÷ď÷òĔñýċô÷ĕĈĉõþúĉ÷
 þČ Āôúóöó÷ôô÷

3 .ù÷÷üúāùĂøôòýøõČ÷ċñÿú÷óùñĄóđùċþúĐó÷õþúøøô÷ñċùô÷úóõĔĈùõûĔöóõ
Č÷ċñÿøô÷
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 1.5.2

äÉe�∏©ªdG á«ªgCG
The Importance of Information

 ø«b�°ùª∏d äÉe�∏©ªdG á«ªgCG
Marketers Rely on Information

ďõ ĉöó÷ āò ĕôõ÷ Āóøāú øĂúĔñýú ÿúõ ô÷óĄú ÷øô üûôõ òÿĄñĄ Ĕ÷ ĄĔñýċô÷
Ēú÷ā÷ùòď āñýā÷ôúóõĔĈùċô÷ĄĔñýċô÷óđ÷ñúċþú û÷÷ċĈĉ û÷÷ĈċĉăúĔñýøô÷Ăôñąó÷þû÷øõ÷
û÷øõ÷÷÷Ĉċùôøñăóñăó÷Đ āĔąõúóõĔĈùċôóñþ÷÷Ĉĉóñùûóó÷óđúóóøùôĈô û÷Ĉúøăö÷ùćòăāúø

þóđñýÿö
óđø āùùøú øøô÷ ÷Ăúùóô÷ Ĕ÷ø üăúĔñýøô÷ õóñþö Đóóāó÷ ďõ čó÷ ďóā üāôô÷
ĉ÷Ĉāúø üāôô÷ Č÷öĎú ú÷āóđõ ĕôõ÷ ĄĔñýċô÷ Āóøāú ü÷ý þČđöċĉ ĕĈĉ ĐĔòĔñýċô÷
Ĕ÷úóóùñþô÷ČöùċôýĔāôô÷û÷Ĕöó÷Č÷ó÷øþÿöóøĎô÷č÷Ąøñă÷Čûüóđù÷ċþúùøúóöó÷ôô÷
Čđúóċñăøó÷ñċĉúóóùñþô÷āùùúĐó÷õþ÷ñþď÷Ĉċøāċô÷øď÷÷ôóāô÷ñċùô÷÷ñă÷āÿ
ďĉüāôô÷Đó÷óċóþñ÷ùñþô÷ā÷ùòĐøøĄøúĀ÷óø÷ċđċô÷ČđúóüóýøüČđúóñ÷ċúøøô÷
þ÷ñýñóĎċô÷ ûĔö ÷ñùùċôø ČđÿùñĆøČđúĔò õóĂö úāøô ùāøùñĆď÷ñýñóĎċô÷ ĉ÷ñąóÿú

þ÷÷āøāø÷÷Ĉĉóñùûóó÷óđúó÷÷ñùùċô÷Ĉúôô÷ăúĔñýøô÷úó÷þ÷ú÷ùøñăõ÷úóóùñþô÷òăāúø
úóõĔĈùċĈôď÷òĔñýøċô÷÷üóýöóù÷øñăûăúĔñýøô÷úóõĔĈùõ÷ċööó÷úóóùñþô÷āĔóú
÷ċööó÷ ēø÷ ĉ āđñýú þóđöĄúø ÷ĉĔĎøċô÷ úóõĔĈùċô÷ ÷ċööó÷ ēø÷ úċþúø üùùúüô÷
úóöó÷ø ĉ÷Ĕò č÷Ąøñăóø ôĂñ ú÷ā÷ùò úĎñÿô úóõĔĈùċô÷ ĕôõ÷ ĊĔñąĔô÷ ď÷òĔñýċĈô

þöĔñăóāô÷
Đó÷ ĉôò ĄĔñýô÷ ďĉ úóõĔĈùõ ÷óùñþô÷ úċþú Đó÷ õþú üøĂúĔñýøô÷ čĔđÿċô÷ ÷ùøóøċô
øøô÷ ÷úÿóñÿøò÷ø ÷÷ñýñóĎøô÷ ĉõ÷Ĕùô÷ õôñýøú þăúĔñýøĈô ô÷óĄøô÷ ÷÷Ĉċĉ øñ ó÷ôú
ČđñĐóóøĐĔòĔñýċô÷ùĂúøþóđøñă÷āÿøúóõĔĈùċô÷úċü÷÷ċ÷ó÷ùÿóúĂøñúóóùñþô÷óđđü÷Ĕú
úĎñąĕĈĉČđĎ÷ù÷ñă÷÷ċôóùô÷ĄĔñýô÷ø÷ñýñóĎċô÷øú÷āó÷Ąô÷Ąóóöú÷ñăĔúøď÷ąĈđøñýċô÷

þĉñúñó÷ú÷ā÷ùò

111 ăúĔñýøô÷ýĔāø 5.2 ¢SQódG




 �ùù  Primary Dataá«dhC’G äÉfÉ«ÑdG 
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Consumer Differences
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Expanding Choices
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Competition
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Čđøóñþöó÷ø ď÷ñýñóĎċô÷ úóþøĎõďĉúóõĔĈùõúċþø÷÷ñýñóĎøô÷ ďõúċô÷ õñýąú Đó÷
÷ñùùõ øñ úóõĔĈùċô÷ ĆĈú ó÷ĉóñýøñă þČđÿùñĆø ČđúĔò õóĂö ÷ñùùċô ÷÷ĂúĔñýøô÷
÷÷Ĉĉóñùûóó÷ăúĔñýú÷÷þ÷ú÷ùøñăõ÷úñĆøďąċúøúóþøĎċô÷øñāøþ÷øĒøóñþøô÷Ēüøó÷
ùúùÿô÷úñóĎċôóøĆĈđøñýċô÷÷÷ĉĔúøüāøþ÷øĒøóñþøô÷Ēüøó÷ď÷ø÷Ă÷òô÷÷öĂ÷Ĕċôóø

þď÷ñýñóĎċô÷úóþøĎõĉøóĂõóđþøĎċô
òýñóĎøô÷Ċøóāøñýñüóđ÷ñýñóĎõúóþøĎõø÷óùñþô÷úóþøĎõď÷ø÷ ûù÷ôóĒøóñþøô÷Đóó÷Āõ÷
ùùñýô÷øó÷ÿøĎċô÷ùñ÷Ĕúøó÷÷úāóþøô÷÷õùô÷Čñă÷úĉûõõö÷Ĕüøñ÷óóóøôóøúóù÷ôċô÷ĕĈĉ
øó÷ ÿøĎċô÷ øñúóĎ÷ñýāúĊóþÿõ÷ø ùúùñúóċ÷ċñÿúùúĔóøøòýñóĎøô÷ ĆôøóĊøóāøñăø

þ÷ñąóþóú÷õ
òąĔñÿĄø  û÷÷āøā ó÷ùûóó÷ø ú÷āó÷Ąô÷ ĉñúñó úóõĔĈùõ ĕôõ÷ ā÷ùĂô÷ Ĕùöóñą Āóøāú
Čöċô÷ Č÷ċñÿøô÷ø þď÷ñýñóĎċô÷ òĆøùĉ ĕĈĉ ĄĔÿøú øøô÷ø üúóõĄô÷ø úóþøĎċô÷
ú÷āó÷Ąô÷óċĎ÷øü÷óùñþĈôĕĈĉó÷ û÷÷āøāĐóôĈþúò÷ċöċô÷÷÷ĂúĔñýøô÷ú÷ā÷ùĂô÷øÿøĎċĈô

þ÷óùñþĈôùöóñýþõôñýúò÷ćóĄô÷

á«ªdÉ©dG ¥�°ùdG
The Global Marketplace

ĄĔñýô÷úóĉóóòÿĉøñċùô÷úóñĀĈøĄúòüøôøÿĒüĔúú÷Ā÷óùñþô÷ùöóó÷Āõ÷
óđøôøÿøñď÷ąĈđøñýċĈôóõ÷óùñĄČđñĐóċñĆĐõ÷þóđĎ÷øóċ÷ñ÷ ûù÷ôóó ûñøþ÷ù÷ċċô÷
þôòČđõĄúČôďúøô÷ùùþó÷Ċøô÷øñď÷ąĈđøñýċô÷úóĉĔċþċôĒñýÿöùõó÷øĎùú
ĉóñý÷ñăüĊóċĉó÷ČöĎúøøô÷óđāö÷ĔôøóđĎ÷ö÷ĔòøóđôùñĄø÷ôøô÷ďĉúóõĔĈùõúċüĐõ÷

þ÷÷ċôóùô÷ĄĔñýô÷øñĊĔþô÷ĕĈĉ÷óùñþô÷

gfëJ �Éff

þĆöõĂýó÷úõĆúóøóüõ÷òþòóö
1 .ñóĎûó÷ Ćùċøþõøñ ČđúóôĊāø òăóĎô÷ úóüóýĆúó÷ā øñ úùā÷üú Ā÷ó

Ćúó÷ý
2 .āóûò÷õĎþøôóđùĎñą÷óùñþĈôďąċúøøô÷÷÷Ĉĉóñùûóó÷ú÷ñ÷ùüõ÷óõ

ď÷ñýñóĎċô÷ÿĉú÷øô÷÷ôĈñýô÷
3 .úċüĕĈĉ óđúāòø úóóùñþô÷ ÷üóýĕĈĉ ĄĔñýô÷ øñ ÷ċôĔùô÷ āóûò÷ óõ

ď÷ąĈđøñýċô÷ďõúóõĔĈùċô÷
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 2.5.2

á∏YÉa á«fj�°ùJ äGQGôb �æ°U
Making Effective Marketing Decisions 

÷ćóþû÷Ĕöóóø øó÷ úóõĔĈùċô÷ďõāòĉòóóø  û÷÷ĂúĔñýú ýú÷ā÷ùòúóóùñþô÷ òúùøøĄøú
þúóõĔĈùċô÷ďõùù÷ôó÷÷ċóøñ û÷òāóĊóđñýÿöùùþó÷úóóùñĄþúóċĎ÷øüúóõĔĈùċô÷ďõ
þóđøñă÷āÿ÷óùñĄùó÷ĕĈĉõþú÷õóĉúóñćóĎ÷ďąôü÷Ďā÷ùõúóõĔĈùõĕôõ÷Āóøāúóċ÷óøĈó
÷÷øďĉúóõĔĈùõøüøĂúĔñýøô÷ÿúċô÷úóõĔĈùõøüĆĈđøñýċô÷úóõĔĈùõø÷úóÿô÷ēø÷
ùööÿ÷ùýûô÷úóÿô÷ēø÷ďõ÷ñ āĉąô÷øĔĈóõ÷ÿĈøĄõúóõĔĈùõû÷Ĕöó÷ćóĎ÷þĊóċĉó÷

ø"5-2"ĉąñþô÷

á∏YÉa gj�°ùJ äGQGôfd áH�∏£ªdG äÉe�∏©ªdG ´G�fCG
¿ƒµ∏¡à°ùªdG»≤jƒ°ùàdG èjõªdG ô°UÉæY∫ÉªYC’G áÄ«H

 •ùċùô÷
 •òýĎþô÷
 •ĉþô÷
 •øċ÷Ĉùøô÷ùĔøñýċô÷
 •÷Ĉöóùô÷Čþý
 •÷Ďđċô÷
 •÷÷ñăóñăó÷úóüóāô÷
 •ñ÷ùñþô÷ā÷ùąú
 •÷õùô÷ú÷ñúÿú

÷úāóþøô÷
 •úóõĔĈùċô÷úóüóý
 •ĉöóñăøú÷ñúÿú

čĉõ÷
 •øòĔñýøô÷ćĔĈñýô÷

 •üÿøĎċô÷ óú÷õ ü÷÷ñăóñăó÷ úóþøĎċô÷ úÿøĎċô÷
÷õþ üúóöóċñúô÷ üÿøĎċô÷ ÷ôùú üúóõĄô÷

ú÷ôô÷ùøóõñċùô÷
 •úóõĔñýāô÷üĐóċøö÷ú÷āó÷þúùùñýô÷
 •ûĔö üú÷ôô÷ ÷Ăúùćø úòĔċô÷ úøúúĂĔøô÷ù Đóąċô÷

čĄøñýċô÷úúĂĔøô÷
 •÷ôóñăùô÷ üúóù÷ôċô÷ø ÿúøùøô÷ ăö÷ùć úÿúøùøô÷

øþúøùøô÷ô÷ñăĔô÷ü÷÷þúøùøô÷

 •÷ñýñóĎċô÷ûĔö
 •ď÷ñýñóĎċô÷ùĔòõóĂö
 •ď÷ñýñóĎċô÷úó÷þ÷ú÷ùøñăõ÷
 •÷úÿóñÿøò÷āøùöô÷
 •÷÷õĔąāô÷Ăö÷ĔĈô÷
 •ĆĈđøñýċô÷÷úóċý
 •÷÷òþó÷āĔõó÷
 •÷÷ôøô÷Ą÷Ĕñăó÷

þ÷÷Ĉĉóñùûóó÷ú÷ā÷ùòĕôõ÷ĊĔñąĔĈôĆĈđøñýċô÷ďĉúóõĔĈùċĈôď÷òĔñýċô÷÷üóý"5-2"πµ°ûdG
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 ýúóõĔĈùõ ĕĈĉ øĎôċô÷ Ċó āùÿô÷ ăúĔñýøô÷ Đó÷ õ÷ úóõĔĈùċô÷ úċþô öóôñăó÷ ùĉ ćóĎ÷
ùćóĄċô÷ďõĉĈĂúøôóøôóøøüú÷ā÷ùĂô÷úĎñąĕĈĉúóóùñþô÷ùāòó ûċö÷ÿď āñýāú ý÷Ĉõóąøõ
āóċûøñă÷óċ÷úóõĔĈùõúċüøñĐóĂÿĎċô÷Ċóċô÷øùòĔô÷þā÷ùĂô÷úĎñą÷÷Ĉċĉøñ÷Ďõóąô÷

þ÷÷āøùô÷òąùñďõúúĉñúñó÷ú÷ā÷ùòúĎñąďõ÷óùñþô÷ď āąċ÷ñăü÷ýüøóĀ

gfëJ �Éff

þćùøñÿøñ÷Ĉñăó÷ďĉõüó÷
1 .ĕôõ÷ úóóùñþô÷ Āóøāú øøô÷ ýûô÷ ÷ñý÷öùô÷ úóõĔĈùċô÷ úóñ óõ

ď÷ąĈđøñýċô÷ďĉúóöó÷øúċüĎĉóđøñă÷āÿ
2 .óõ  āĉó õøó÷ ď÷òĔñýċô÷ Čđú øøô÷ Ċóċĉó÷ ÷÷ø úóõĔĈùõ û÷Ĕöó÷ óõ

þēùóøøú
3 .ĆĈđøñýċô÷úóõĔĈùõúċþôøöóđĎô÷āđô÷óõüĄĔñýċĈô÷ôñýĎôóø
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5.2

?âª∏©J GPÉe
1 .[2.5.1]
2 .          

[2.5.1]
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º««fàdG 2 ĉñÿÿô÷
á«fj�°ùàdG º«gÉØªdG á©LGôe

1 .[2.1.1]þĄĔñýċô÷óċđċđÿúĐó÷õþúďúøĈô÷ď÷ąĈđøñýċô÷øĉĔöýăùñþô÷úõý õČñă
2 .[2.1.2]þĆøøóüõ÷øñ÷Ĉûõó÷òúùøùóĀ÷þĒúóôĊāøĆĈđøñýċô÷úóüóýď÷ø÷÷ċøô÷
3 .ùø þĉñÿÿô÷ ÷ø÷ øñ óđøñþòóö øøô÷ ñ÷ùñþô÷ úñ÷øô ÷ûûô÷ û÷Ĕöó÷ ýó÷ ùøþ÷

[2.2.1]þ÷ ûùþôĔõñ÷ùñþĈôĒøõĄøñă÷Ā÷óĀñąüñ÷ùñþô÷úñ÷ÿúāú
4 .þĆôĀĔāöøó÷čÿóĂô÷čóùô÷øñó÷øÿĎøñăĆöó÷Ăøùúùù÷ôóñ÷ùñĄ÷÷Ĉċĉøñù āąñ

[2.2.2]÷÷Ĉċùô÷ēø÷ĕĈĉøóđøñă÷ā÷ùòúĎñÿôòýċĄô÷ú÷ĔóĄô÷ùûôĔøñăĀ÷ó
5 .ēóþúóøăĈùøúĆøøóüõ÷øñ ûóûõ Āôĉó÷øö÷ùñþô÷ćĔĈñýô÷ĕĈĉ÷÷ñÿĄñþô÷ù÷ûóóúóõ

[1.3.2]þùó÷āô÷ôċöøó÷ú÷øô÷čĔđÿõøó÷
6 .[2.3.2]ĆĈđøñýċô÷óđõĄøñýúĕøõø÷Ăċùøċô÷ā÷ùĂô÷úĎñą÷÷Ĉċĉóõ
7 .þóċđĎ÷ø ÷ċö Ā÷ó ăùñĄ÷ø üùùñĄóôċô÷ ù÷Ċø ùùñĄóôċô÷ ÷ñýñóĎċĈô ď÷ôóûõ õøó÷

[2.4.1]

8 .úóþøĎċô ÷ôñýĎôóø òýñóĎøô÷ ùúñĄ ĄĔñă øñ ĉċùú ăúĔñýú ùúõ Ćöó÷ òĆùøñ÷
[2.4.2]úóù÷ôċô÷ùÿóúôĆø÷þ÷ú÷ùøñăõ÷ĐĔąøñă÷ĀóõþĆøóùñĄ

9 .[1.5.2]óđ÷ñýñóĎõďĉúóõĔĈùõúċüĕôõ÷óõ÷óùñĄĀóøāúČôĆúó÷āøñ
10 .÷÷Ĉċĉøñ÷Ďõóąô÷ùćóĄċô÷ďõĊó āùÿô÷ăúĔñýøô÷úóõĔĈùõĉĈĂú"ùāóôùô÷ăùñĄ÷

 [2.5.2]þ"ā÷ùĂô÷úĎñą
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.áÑ°SÉæªdG äÉØjô©àdÉH äÉë∏£°üªdG π°U

á«≤j�°ùàdG ∂à¨d Q�W

í∏£°üªdG∑QÉ«àNG∞jô©àdG

.1÷õøāøñýûô÷úóóùñþô÷.CGĂø÷øøüóõ÷óùñôąùñýúÿāõĀúùùúøĀôĄñýô÷øñûóóò

.2øö÷ùñþô÷÷Ąøñýô÷Üòþ÷ù÷ôĀóñýöõ÷Ă÷ôõ÷Āóøāúñøñôùó÷

.3÷÷ö÷ùñþô÷úñ÷øô÷êøĀó÷ôøñó÷øùó÷ùô÷ûóøñó÷úóûõùāñÿûô÷ÿõ÷ùûþõúóöó÷ø

.4öøāøñýûô÷÷Ąøñó.O÷āøóñþøõúóõþøó÷úóþøþõúóóùñôùùĂ÷ñòöùùúĀòĄõ

.5÷ñýñóþûô÷
ùùñôóôûô÷

.`g÷ûý÷õĀøÿ÷õþøó÷ÿøþõüúòúù÷ûøóõ÷óùñôĂ÷ñúøûøúĀòĄõ
÷ñýñóþûô÷ÿõāòąöÿóóøøó÷ùñôóôõòýñóþõÿõ

.6úóúùøñþûô÷
÷úùúòøô÷

.hòÿôñþô÷ óāõùøāú øøô÷ úóñýñóôĄûô÷ øó÷ ÿ÷ùñó÷ ÿõ úóùĄûþõ
üāþõ÷ ûñüĀĄõúĀó÷øñõúùúøüāùõą÷óûøúø

.7øÿ÷óùô÷úñ÷ô÷.R÷üóāô÷ùûõóóþõøóöóòýąøù÷ûöóò÷õþøó÷ÿøþõñ÷ùñôöóôñóó÷
ÿ÷ùõùÿĄüùĄøñýõąøùúĄñÿāô÷øó÷úóûô÷øùòĄô÷ù÷ñĄúąôõ÷

.8ā÷ùòô÷úþñõ÷÷øûù
÷òûùøûô÷

.ìúóûõùùþò÷ĀóõõøñùāĄñþþõøùÿĄüĄõúóõĄøùõÿõ÷ùûþõúóöó÷ø
øøùóûøü÷ùñõ÷Ąøô÷úóñÿþõąøùòóóþô÷ñ÷āò÷

.9øöóāþô÷öøāøñýûô÷.•÷óùñôúõòýñóþøúóõþùĄ÷÷óùñôóāāü÷Ąúøøô÷Āò÷Ąûô÷õùñõó÷
÷úóüøô÷āøóñþõúóþøþõóùóúùùþó÷

.10ù÷ú÷ñýñóþûô÷
ùùñôóôûô÷

.… ûñø ÷õþ øó÷ ÿøþõ ñ÷ùñô ā÷ùòô öøāøñýûô÷ úñú øøô÷ öóôñóó÷
óāþ÷ùø÷óùñôøó÷÷úāóþú÷õùô

.11ùúñþô÷÷ñýñóþûô÷.∑÷øøóòøó÷÷øúøúóõþøó÷úóþøþõùûóó÷øó÷Āóøóùñôóā÷ñòöùùú÷ôóý
ü÷āø ÷òù ú÷Ā úóùóóò øñ Āóøóùñþô÷ ùûùú Āó÷ øó÷ ÷öāóòûøô
÷õ òûô÷ úóõôô÷ øó÷ úóþøþûô÷ øñ ú÷óòøô÷ ÿõ ûĄö ÷óþ÷ ĀĄõú

óûāøôòÿõ
.12÷ñýñóþûô÷

ùÿøāûô÷
.∫úóõôô÷øó÷úóþøþûô÷úóóùñþô÷ÿõúùô÷Ă÷ñú÷ôúùøô÷úñöĄô÷Ą÷

øó÷ óāúóþøþõ ÷÷ûú úóóùñþô÷ ăø÷ úøóāúø óāþ÷ùø ôĄñó øñ óāú÷Ā
ó÷āóùñóó÷ù÷øòøøöôĀøóā÷ñýñóþûø÷ñõóôô÷öøúÿùóāúóõþ

.13ā÷ùòô÷úþñõ÷÷øûù
ùÿøāûô÷

.Ωùö÷ôô÷ āóùñóó÷ ÷ñùùõ øó÷ ÷ñó÷āÿ ÷ôøóāõ ùø ñ÷ùñþô÷ ā÷ùò Āóôú÷
÷þõûûô÷÷ø÷øòô÷

.14ôĄñýô÷ÿõ÷āúùñô.¿ąøùúĄñÿāøô÷úòöýôóôõúñÿòóóþô÷óāøüó÷ÿõāùòúøøô÷öóôñóó÷
÷þ÷ùõúóõþøúóþøþõ

.15÷úāóõøý÷÷ñýñóþûô÷.¢Sÿõù÷ûõô÷úøøùøĂþ÷ùøÿøþõñ÷ùñþô÷ò÷ûùø÷÷öóóøõāó÷øþ÷÷÷øûù
÷ÿøøôûô÷ùö÷ôô÷ü÷÷òúøñùòĄô÷øāþô÷
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.16÷üóñô÷.´ðóøñú  øøô÷ø ùāùõøûô÷ ñ÷ùñþô÷ ú÷ā÷ùòô ÷õøñýûô÷ ÷÷øûùô÷
ó÷ûùù÷õÿøô

.17ù÷ñÿøô÷úñ÷øÿ.±úóñùñÿúÿõóāùôøúóõøöøāøñýûô÷ó÷øøúøøô÷ā÷ùòô÷úþñą÷÷øûù
úóõô÷øúóøþûô÷ñ÷ùñĄþù

.18÷÷ôøó÷úóöó÷ôô÷.¢Uúóõô÷ø úóøþûô÷ òăóþô÷ ñ÷ùñĄ õøùùûôôú øøô÷ ùõ÷ôùô÷ ÷ñă÷āÿ
óāõ÷øñă÷ø

.19÷øñôô÷÷ñýñóþûô÷.¥ÿõ ó÷ñ÷ùñĄ öøāøñýûô÷ āùòú ÷÷ñăóñăó÷ ù÷ú úóõþ øó÷ úóøþõ
Ăõù

.20øöòùô÷úñ÷ô÷.Q÷āøóñþøõ úóõþ øó÷ úóøþõ ùûóó÷ øó÷ ĀóøóùñĄ Ă÷ñ òĆùùú Āòôõ
úóüóñô÷øó÷úóôúùô÷øôøú

.21úóùôûûô÷
÷÷ùüùûô÷

.¢Tøñ ùÿôüôûô÷ ú÷āó÷ô÷ õôñýø Ă÷ôõ÷ üāøüóñø òăóþô÷ ùùñþú ñøñĄ
óā÷ñĀôñþ÷ùúøøô÷üāøñóòû

.22ā÷ùòô÷úþñą÷÷øûù
÷÷þ÷úøùô÷

.äúóùÿö÷øó÷Āć÷ôùõøù÷÷þôõúóõþøó÷úóøþõñ÷ùñĄöóôñăó÷

.23÷úôöóûô÷úóöó÷ôô÷.ç÷ø÷øòô÷ ùö÷ôô÷ āóùñăó÷ ÷ñă÷āÿ ùø ñ÷ùñþô÷ ā÷ùò úþñą÷÷øûùùûñþú
÷ýóøûô÷

.24÷ôúùô÷.ñý÷øñăô úóõô÷ øó÷ úóøþûô÷ Āøùøñþú ÿúøô÷ òăóþô÷
øñÿñþô÷

§«£îàdGh ≥j�°ùàdG åëH

1 .ó ûõ÷øñă÷ùóĀ÷ÿ÷÷öóāþô÷ÿ÷õøāøñýûô÷ø÷õøāøñýûô÷úóóùñþøôûóô úúóøþûô÷òùø
üøòøöóāööøāøñýõø÷õøāøñýõ÷óùñĄùôòÿõ÷÷úò÷òĆ÷ùúóôùòó÷õøù÷ ûý÷ø
ôùóô÷ ú÷ûô ÷ûöõ ÷ôóùõ ÷õúāó÷ ûóúøõ õóóõ ôúùñĄ Āôôóø òąóñąā
ñ÷ôāô÷ Ā÷÷õú ùāüó÷ ô÷āøó÷ õöóòý÷÷ñýûñþô÷ ú÷āóöþô÷ ÷úùñþñô÷ ú÷÷ôûô÷

[1.1.2] úóûõö÷ôõ÷
ô°üæ©dGäÉcô°ûdG ΩGóîà°SG»FÉ¡ædG ∂∏¡à°ùªdG ΩGóîà°SG

ùĂôõüùóõ÷÷øöóùô÷ñ÷øüô÷úóôüø
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2 .ùøþ÷ þ÷÷ĂóĎõ ñ÷ùñĄ úñ÷øÿ ÷ÿāøô úóöĉõóø Ć÷óôøö÷ öøü ĄĔñýċô÷ Ċøóāú
þĔúÿ÷ùô÷üĂóÿĈøô÷üùöùøöõ÷ü÷Ĉþċô÷ú÷÷ôóøô÷čĉõ÷ĉöóñăøďõ÷Ĉ÷ñăø āĉóďõó ûöĉõ÷
þøĈ÷ñúÿøô÷üøöĂùô÷üøÿćóùô÷ú÷÷ôóøô÷ñ÷ùñþô÷úñ÷øÿďõ āĉóùđöúúóöĉõ÷ùøþ÷
ĂóÿĈøô÷úóöĉõó ûøĔøąõó ûÿñąøđüþùöùøöõ÷úóöĉõ÷ø÷Ĉþõďõó ûĄñýöčĄøñă÷

[1.2.2] þĐĉõ÷ āĉóøññ÷ùñþô÷úñ÷øÿû÷Ĕöóóö÷ÿ÷Ďñÿú÷ ûùúùĂúõøó÷øüĔúÿ÷ùô÷ø

3 .čĔđÿċô÷÷÷ċ÷óóøďõôĔúþčóúó÷÷ûûùøĂøÿ÷ñăúüòýøõùþøõùúõĆöó÷òĆùøñ÷
ñ÷ÿó÷ďõñþóĉ÷ċùô÷úóüóýĕôõ÷ēóôøö÷úóù÷ôċô÷øÿĈĔõďõúùúøøĂúĔñýøô÷
čĔđÿċô÷ ùñąóĎùø Č÷ù÷óøøô Čđô øöøùøąôõ÷ úùø ÷ôóñăāõøó÷ þ÷÷ù÷ôċô÷ Čđúóôü÷ø
úóċĈąô÷č÷Ąøñă÷øñ÷ ûÿāõďóþĉ÷ċĉ āĉóúõóđĂ÷ôóú÷÷ÿ÷óøóđø÷ċ÷ó÷øøĂúĔñýøô÷
üøóđøñă÷ ā÷ùĂô÷ úĎñą÷÷Ĉċĉüøö÷ùñþô÷ ćĔĈñýô÷ üñċùô÷ ú÷÷ôóøô÷ ú÷āóôùô÷ øó÷
þ÷Ă÷ċùô÷ ā÷ùĂô÷ úĎñą ÷÷Ĉċĉ üùó÷āô÷ ôċö üñ÷ùñþô÷ úñ÷øÿ üúóôĊùô÷ üúóüóāô÷

[2.3.2 ,2.2.2 ,1.2.2 ,2.1.2]

4 .÷õþøó÷ ÿøĎċô Ē÷ñ Āøùú ÷óùñþô Đĉõ÷ ù÷óñþċô ùöùøöõ÷ úò÷Ĕõ ýó÷ čĄøñă÷
÷÷ĉóċøü÷ø ÷÷ñóĂûô÷ø ÷÷ñÿĄñþô÷ ú÷ùûôĔċô÷ āùùøô Đĉõ÷ ĉĈý þùúü
÷÷ĉĔĎô÷÷üĈô÷õøó÷þóđøøü÷õĄô÷øó÷ÿøĎċô÷Ċøóāúøøô÷÷÷ùüùċô÷úóĉĔċþċô÷ø

[1.3.2]þ÷õĄøñýċô÷öøþô÷ùùąñùôûúøøô÷øüĐĉõ÷óđĎõăĈóĎúøøô÷
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5 .øøô÷ ăúĔñýøô÷ ÷÷þ÷ú÷ùøñăõ÷ ûĔö ĕĈĉ ÷óùñþô÷ Ēđü÷Ĕú ùøô÷ ÷ñýñóĎċô÷ ûĔö ùûôĔú
ùüóú úĉûõù  ûùúñĄ  û÷ñýñóĎõ Ēü÷Ĕú ÷÷Ĉāõ ÷óùñþô ó ûöĉõ÷ ÷óñĄ þóđõĄøñýøñă
Ēü÷Ĕú÷óùñþôùþò÷ó ûöĉõ÷øøĆôĀĕôõ÷óõøüĊ÷Ĕü÷õþøó÷üùóāóõùøĔñăøó÷üú÷āó÷ñă
ÿõóöùøčĄøñă÷þøĆôĀĕôõ÷óõøüĂóüô÷øó÷ñóøùđąô÷÷óùñĄúĉûõù ûùÿøāõ û÷ñýñóĎõ
óđõĄøñýúøøô÷ăúĔñýøô÷úó÷þ÷ú÷ùøñăõ÷ ĐāóĂúøċúĂúòĆùĉČ÷ċñÿøôöĔñăóāô÷

[2.4.2] þúóöĉõ÷ēø÷ď÷øúóòøùÿô÷ùóĀ÷øü÷óùñĄ āĉó

äGQGôfdG PÉîJGh gj�°ùàdG IQGOEG

1 .ĉ÷ċùô÷úóöó÷ôøñă÷úóóùñĄùĉčĄøñýúüñċùô÷ďĉúċô÷÷ñùùõĕôõ÷óđĎõó û÷ùñă
úóõĔĈùċô÷ úóóùñþô÷ čĄøñýú þČĉóóċô÷ ýó÷ ďõ 120 ÷āÿñÿô÷ øñ ÷Ď÷ôċôóó
ĕĈĉ Ćøñăāõ ĉóñýøô þóđöċĉ óñĆā ďõ Ăùúø óđúóõþø óđúóþøĎõ ď÷ñýāøô
ĒùúĂĔøô ĉ÷ċùĈô Đó÷ôøñă÷ ùúĔóøô ĆöõĂ úõ ó ûĂúùñ ĉąñĄ üĉñúñó÷ ÷õþ ČúĂú
Čđôþùúóõø÷ôĈóô÷õþùúóõĕĈĉāùùøô÷ĉ÷ċùĈôĐó÷ôøñă÷Č÷ċñÿúčĈúþ÷ôĈóĈô
÷úĔ÷ýøó÷÷÷ôô÷øó÷āĔÿñÿô÷øó÷øñă÷āô÷ÿđĎċô÷ĊĔý û÷Ĉñăó÷ăùć÷þĆøñăāõøñ
ùó÷øăñ÷ùċô÷øó÷÷÷ôĎċô÷Ā÷ôóąøô÷øó÷úóüāô÷øó÷÷÷ÿñąô÷÷óñþöó÷øó÷÷ñăāċô÷

þĉòó÷ĕĈĉó ûôôóć15ĕĈĉĐó÷ôøñă÷ûĂøþĆøñăāċø÷Ĉñąú÷Āùùþó÷ùñąóĎĉ
þ÷ñĔÿñÿõøñÿöóøĎô÷ĉ÷þñýøôĊø÷þô÷ÿõóöùøčĄøñă÷üĐó÷ôøñă÷Ċóċąøñă÷ùø
Ĕ÷ ô÷ñăĔô÷ù Ċ÷ôĔñă  āĉąô øĊ÷ĔĎċô÷ù ôċĎô÷ø ô÷ñăĔô÷ø øøóñýāô÷ ôñăĔøċô÷ ÿý
Ďĉ ĀñÿøĎċô÷ ÷ċ÷ò Ĕ÷ øøóñýāô÷ ôñăĔøċô÷ þĊ÷ôĔñă ĕĈĉ úóøóüõ÷  āĉó ôñăĔøõ
Ċø÷þô÷ đüøþ÷ ûā÷ùąú ùûóó÷ ÷øóüõ÷ Ĕ÷ øĊ÷ĔĎċô÷ù ôċĎô÷ þ÷Ĉñăó÷  āĉó õ÷úùú
ùĉòąĄøñăÿöóøĎô÷čĄøñă÷þĐó÷ôøñă÷ÿöóøöòĆùùôúóóóĄċô÷øčĔñăùô÷ø

[1.3.2] þĆøñăāõď÷ñýāøô ýúó÷ñąĔúúñĆþ÷ôĈóô÷úó÷óþú÷ďĉúóüóøĎøñă÷
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Égô«Zh áªîØdG ájòZC’G ºYÉ£e

ùùö÷ÿúñĆĔøóĎøĆøóþĉõ÷ùõóöùôþó÷þĆúóùòĔú÷÷ôĈúĕôõ÷ĕùñýöøćñ÷āò÷ĆôāĂö
þóĎċùóċôĆøúôøāďĉùôùúùøô÷ùúĂøô÷ĊĔý

?ÉæàeóN »a ∂jCGQ Ée

áÄ«°SIRÉàªe

÷ċöóĂô÷12345

÷ôüĔô÷Čþý12345

čóùô÷Ĕþô÷12345

÷õĄô÷12345

÷ñóöĎô÷12345

āóùñăó÷12345

þóĎċùóõøñĆúó÷āĕĈĉóĎĉćõ÷ ûùąñĄ

 

2 .ĉąñþô÷ ď÷ôú þøĂúĔñýøô÷ üāôô÷ ÷÷Ĉċĉ Đóóāó÷ Č÷ó÷ Ĕ÷ óđùċüùø úóöó÷ôô÷ ĉ÷Ĉāú
ď÷ąĈđøñýċô÷ďõ÷úùċĉúóĉĔċþõúøāó÷ú÷āó÷þ÷ñă÷āÿďõ÷ùċþċô÷úóöó÷ôô÷øúò÷
Čđúóøóüõ÷øñ÷øāóñĄó÷øüĐó÷ôøñă÷ďĉòÿĄñĄĀôó÷öóüó÷þ÷úāóþúúóõĉøùüóøċô

þ÷úāóþøô÷úóõùô÷øùüóøċô÷øñČđú÷ñúÿúĕôõ÷
3 .øó÷úóóóĄõøĊø÷üČċñąøüôóĄċô÷øñúóöó÷ôô÷ďõ÷÷úò÷úóõĔĈùċô÷õñýý÷

þÿöóøĎô÷Ă÷ñĆĔøôúóõĔñăā
öóñýāôù ÷úāóþú ÷õĉ āĉąôø ùþøõ  āĉąô øôóċüõ÷ ď÷óāóñþċô÷ ÿĉõñýý÷ . CG

øþÿĔċĉ āĉóøñÿ÷ĉó÷ĀñĆó÷øôóċüõ÷
øôóċüõ÷ÿùô÷ďõ÷úĔċô÷÷ôñýĎô÷õñýý÷øüó÷ñþô÷ďõúó÷ôóċüõ÷čĄøñă÷ . Ü
÷ôñýĎô÷ öóñýāôù þ÷úāóþú ÷õĉ āĉóø ùþøõ  āĉó ĐĔĈñúÿú ďúøô÷ ď÷óāóñþċĈô

øþøôóċüõ÷ď÷óāóñþċô÷ÿĉĕĈĉÿĔċĉ āĉóøôóċüõ÷Čñýò÷ü÷úĔċô÷
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 āĉó ĐĔĈñÿú ďúøô÷ ď÷ô÷þøñýċô÷ ďõ ÷úĔðċô÷ ÷ôñýĎô÷ õñýý÷ ü÷úùċĉ ÷ðñ  āĉąô . ê
ĕĈĉ ÷Ĉñÿõ ÷ðñ  āĉó øñ ď÷ô÷þøñýċô÷ ÿĉüñýò÷ù þ÷úāóþú ÷õĉ āĉóø ùþøõ

øþ÷úùċùô÷÷ðÿô÷óø÷øñď÷óāóñþċĈôøôóċüõ÷ÿùô÷
þ÷úùċĉ÷ðñ āĉąô÷úāóþøô÷úóõùô÷õ÷úùúøùüóøċô÷õ÷úùúĂñĆø .O

ôª©dGôLÉàªdG äÓ«°†ØJájQÉéàdG áeÓ©dG äÓ«°†ØJ

 CG ôéàªdGÜ ôéàªdG ê ôéàªdG áeÓ©dG
 1 ájQÉéàdG

 áeÓ©dG
2 ájQÉéàdG

 áeÓ©dG
3 ájQÉéàdG

20�1638821308010676

25�2156201741569018

30�2611064761049860

35�3144120865430128

gj�°ùàdG ∞«∏μJ

÷ñÿĄĎõ ýúóþøĎõú÷ôúòýøõùþøõĂøñúùú÷óùñĄòýñăôĔċôùāóñþøñă÷Ćöó÷òĆùøñ÷
ĆøĎúõĕôõ÷÷ ûùþôĔõ÷óùñþô÷òýñăôĔõĉĂøö÷þĆøĎúõøñĊóÿćó÷øñóñýĎô÷øĊóüùĈôùùñýô÷
òÿöóñÿþ ďĉ úóõĔĈùõ úùúø ü÷úÿĔùñýô÷ ÷÷øùùô÷ ÷ąĈċċô÷ ďõ ùùþó÷ ÷ĂóĎõ ďõ
üāø÷ þćóĎ÷÷đøóñþõúóþøĎõú÷ôú øøô÷ ùùþó÷ úóóùñþô÷ ďĉĆôøóøď÷ąĈđøñýċô÷
øøô÷ úóõĔĈùċô÷ Ē÷ñ Ēô òĆùùú ĆĈ÷ċùô ùúùĂú ÿ÷ĉõ ÷÷Ĉāċô÷ Ćøñùùõ čĄøñă÷ø
÷ñýñóĎċôóøăĈùøúóċ÷ñóđđü÷ĔúĐó÷úòĔøċô÷úóøĔùñÿô÷ďĉ ýúóý÷ùøò÷úñĆüûüó÷úùú
ùþøċô÷ øñ óđõ÷Ąøñăóø ĕñąĔú øøô÷ øĂúĔñýøô÷ ÿúċô÷ ùñąóĎĉø óđùõ ĉõóùøú Ā÷óø

þĒýóþöòąùñùÿóúô

čóđċô÷øĊóċĉó÷÷ö

ÿāõ
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 ¢VÉjôdG »a á°Vhô©e á«dhO ¥OÉæa á∏°ù∏°ùd á«fÓYEG áMƒd

.ájOƒ©°ùdG á«Hô©dG áµ∏ªªdG »a

3 π°üØdG

gj�°ùàdG äÉ«é«JGôà°SEG
Đó÷ Ăüùċô÷ ñċùĈô óđúóõþøó÷ óđúóþøĎõ ăúĔñýú ĕĈĉ ú āóā ÷Āõ÷ õ÷ úóóùñþô÷ ĂþĎú ďô
úóðñā÷đøñăùù÷ûóÿā÷Ĕõúóóùñþô÷ùċûøñýú÷øôûď÷ċö÷ÿñċĉ÷ĔāôñÿúĐó÷øó÷øùøñþú
úóóùñþô÷ ú÷óøñýú ĆôĀ ùø þď÷ċö÷ÿ ñċĉĕôõ÷ ÷ĔôĔāøú Đó÷ ĉċøāċô÷ ďõ ÷Ďā÷ùõ ÷÷öóąñă
óđþøĎõ÷ċøúĀ÷óñċùô÷ñôĔđôăùñþô÷ďõóđĎ āąċúøóđôñăóĎú÷÷ĂúĔñýú÷÷þ÷ú÷ùøñăõ÷ø÷ÿĎú
÷ø÷øñýĐĔċĈùøøñăþó÷ĔñýñóĎõóđù÷ôúøøô÷÷Ĉûóċċô÷úóõĄô÷øó÷úóþøĎċô÷ďĉóđøõþøó÷
ĕôõ÷ Đóąñýô÷úóóùñþô÷ü āñýĂúĀ÷óøü û÷÷ĂúĔñýú û÷÷þ÷ú÷ùøñăõ÷ úóóùñþô÷úñúĀ÷óýĉñÿÿô÷
ĕĈĉĐøóùøñăøü÷āüóö÷÷ôÿóôú÷òĉñóñþöõď÷Ĉċøāċô÷ó÷ñċĉÿāúø÷÷òĔñăĂö÷ùñĄ

þ÷÷ñýñóĎúù÷õöóñýøó÷÷÷üø÷ñđøñýõĄĔñăĉþ÷ÿóđñýÿöúóóùñþô÷úñĆø÷÷ÿ÷ó



 øY ¿ÓYE’G ∑ôÑîj GPÉªH

 á«dhódG äÉcô°ûdG äGQƒ°üJ

?ø«jOƒ©°ùdG ø«µ∏¡à°ùª∏d

 øY ¿ÓYE’G ∑ôÑîj GPÉªH

á«dhódG äÉcô°ûdG äGQƒ°üJ

?ø«jOƒ©°ùdG ø«µ∏¡à°ùª∏d

π°üØdG ¢ShQO

÷÷ñýñóĎúù÷õöóñýøó÷ĉüó÷ďõúñĆĔċøô÷ 3.3 ăúĔñýøô÷÷÷þ÷ú÷ùøñăõ÷ùñąóĎĉ 1.3

ĄĔñýô÷ďõĂö÷ùñĄĕĈĉ÷óùøô÷ 2.3



 á«é«JGôà°SEG ô°UÉæY
gj�°ùàdG

á°ù«FôdG äÉë∏£°üªdG

ăúĔñýøô÷÷÷þ÷ú÷ùøñăõ÷
Marketing Strategy

òÿñÿĄøċô÷ăúĔñýøô÷
Niche Marketing

÷ñđøñýċô÷ĄĔñýô÷
Target Market

úĕĈĉ÷ ûāÿóòĐĔąøñăòăāô÷÷ø÷ďõñóđøö÷ùø
þ÷÷òĔñýô÷Ăö÷ùñþô÷úāú÷÷ÿ÷óĀñąø 1.1.3

þ÷ôó āùÿô÷÷ñđøñýċô÷ĄĔñýô÷óđ÷ñĔøñýúĐó÷õþúøøô÷÷ùøāó÷ù÷úóùċô÷úāú 2.1.3

º∏©àdG ±GógCG

á«fj�°ùJ Q�eCG

ø÷ÿĎúø úñĆĔø óđöċĉ úõ ÷úāóþú úóòĉ ñóñþöõ÷ úóóùñþĈô ďąċú
øó÷ ĄĔñýô÷ úāú  ûøó÷ óđ÷Ĉĉ õþú ÷øô üüđôñăóĎú ÷÷ĂúĔñýú ÷÷þ÷ú÷ùøñăõ÷
óđ÷Ĉĉõþúüûü÷úāóþúúóòĉóđ÷ñü÷ĂúĐó÷úùúøøô÷÷ñđøñýċô÷Ą÷Ĕñăó÷
úóþøĎċô÷āó÷øþ÷ďċñøúøü÷ñđøñýċô÷ĄĔñýô÷õñăóĎúøĂúĔñýúÿúõúñĆø
÷÷ÿ÷óøóđù÷øďóóõó÷úāúøüĄĔñýô÷óø÷øñóđù÷ôô÷ôñăóĎċô÷úóõĄô÷øó÷

þóđôÿúøùøô÷øó÷ù÷ùñýú

 ∂àaô©e §°ûf

1 .óđúóþøĎõú÷øúùúóõ÷óùñþô û÷÷ċ÷ó÷ĉûċúòøøô÷÷÷ñÿĄñþô÷Ćúóċñýø÷ċöóòĉó÷
þóđúóõþøó÷

2 .ùĉóñýċĈôÿ÷ùñóô÷÷ñÿĄñþô÷úóċñýô÷ďõùÿóÿøñă÷ĐĔòĔñýċô÷ú÷óøñýúĀ÷óĆúó÷ùø
÷÷ĂúĔñýøô÷üđúó÷þ÷ú÷ùøñăõ÷Ē÷üĔúøñ

3 .øó÷óđúóþøĎõóđôú÷ôúòąóĄñĄó÷ďõ÷ðñùó÷úāúĎĉ÷óùñþĈô÷ċđċô÷ĉõ÷Ĕùô÷óõ
óđúóõþ

www.ien.edu.sa

»ªbôdG ¢SQódG §HGQ

1.3

ăúĔñýøô÷úó÷þ÷ú÷ùøñăõ÷ 3 π°üØdG 128



 1.1.3

á«fj�°ùJ á«é«JGôà°SEG �°Vh

Developing a Marketing Strategy

ù÷õ öóñýøó ùċøñýõ ÿđö ø÷ MarkeƟng Strategy  á«≤jƒ°ùàdG  á«é«JGôà°SE’G

úāú ĕĈĉ  ûñóĎø úóõþø úóþøĎõ ùúĔóú ùó÷ ûøĂúĔñýøô÷ čĔđÿċô÷ ă÷ôóøø ÷÷ñýñóĎú
øñø þüđ÷ôõ÷ ĊĔñąĔĈô ÷÷Ĉĉóñ ùûóó÷ ú÷ĔĎĂô÷ úāúø üüđúóôĊāø ď÷ąĈđøñýċô÷ úóüóý

úď÷úĔóþ÷÷ĂúĔñýú÷÷þ÷ú÷ùøñăõ÷úñĆø÷÷Ĉċĉďċñøúüúóāô÷üöùõ
 �þóđúóõþøó÷óđúóþøĎõ÷óùñþô÷Ē÷ñĄ āĔñýøô÷úóĎùø÷ñđøñýõĄĔñăāó÷øþ÷
 �þ÷ñđøñýċô÷ĄĔñýĈôøĂúĔñýúÿúõúñĆø

 ¥�°ùdG ójóëàH CGóHG

Start with a Market

ď÷øùù÷ôóú÷úóċúÿĔüøøĉ÷ùúĐó÷÷ñđøñýċô÷ĄĔñýô÷ĀúùùúùøĄ āĔñýċô÷ðóøā÷ñă
úõ÷÷ñĆùõĊÿóôú÷òĉ÷õóòõ÷÷óùñþô÷ĕĈĉĉ÷āøñý÷ñăĆôøôþĄĔñýô÷óø÷øñÿ÷ùñó÷

úóþøĎċĈô ú÷ôô÷ øó÷ ú÷Ďñÿøô÷ úóóùñĄ Ēü÷Ĕú øøô÷ úóúāøô÷ óõ
óđúóþøĎõďõďąċõÿĉùôóó÷ú÷øĊøóāúóõĎĉ÷ċ÷Ăô÷÷÷ôóĉ
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þóđĎ÷ùø÷÷òĔñă÷āúùñĄúāøôď÷ąĈđøñýċô÷ďĉúóõĔĈùċô÷ĕøñĄúóóùñþô÷òăāú"1-3"πµ°ûdG

óċĎ÷øü÷Ďā÷ùõ÷õþøó÷ÿøĎõĕôõ÷ď÷ąĈđøñýċô÷òùøðóøāúďôüĊóûċô÷ĉ÷ôñăĕĈĉþú÷ċþô÷
ùùøñāøùõùøõ÷÷ ûÿþõóĔøôó÷÷ùøñĄ÷÷õþøó÷ÿøĎõñ÷ùñĄùþò÷òùôô÷āùąúďô
þú÷āó÷ñýô÷úĉûõü÷ċ÷Ăô÷÷÷ôóĉúóþøĎċô÷ú÷øĎĉúöóñĄù÷þó÷ĔúāóĎ÷ñýô÷÷ø÷øü÷ĈúĔć
óđöó ď÷ąĈđøñýċô÷ ÷ðñ ď÷ø āøþ÷ø Ēøóñþøô÷ Ēüøó÷ ć÷āÿõ÷ úóóùñþô÷ ĕĈĉõþú÷øô
óđõĂúĐó÷÷óùñþô÷ĕĈĉõþúøøô÷úóõĔĈùċô÷ûĔöø÷÷ö÷ùñþô÷üđú÷ā÷ùòĕĈĉó ûôĈñăùûôĔøñă

þóđúóõþøó÷óđúóþøĎċøĀúùùøĈôüđô

¥�°ùdG º«°ùfJ πeG�Y
Segmenting Factors

ýóāøó÷ø÷÷ĂúĔñýøô÷úóõĔĈùċô÷÷ċööó÷čĄøñýúøþùúĉĂö÷ùñĄďõĄ÷Ĕñăó÷ĐĔąøú
óđċ÷ñýĂøø Ą÷Ĕñăó÷ ü÷öĎú ďąċú øôóøôóøø üď÷ąĈđøñýċô÷ ďĉ úóõĔĈùõ úċþô ĄĔñýô÷
òùø óđùċþú øøô÷ Ą÷Ĕñăó÷ ü÷ñýĂøô ÷ñý÷öā úóðñ ùĉ ó ûôôóĊ čĄøñýúø þĂö÷ùñĄ ĕôõ÷

þø"1-3"ĉąñþô÷ùöö÷ù÷óùøñþċô÷òÿöóñÿĄô÷

 ¥�°ùdG º«°ùfàd áeóîà°ùªdG πeG�©dG

 äÉÑZôdGh äÉLÉëdG πeGƒ©dG

á«aGôZƒªjódG

 »°üî°ûdG §«£îàdG

 Üƒ∏°SCG hCG /™ªàéª∏d

á°û«©ªdG

á«cƒ∏°ùdG πeGƒ©dGá«aGô¨édG πeGƒ©dG

úóúāøùñô÷
÷÷÷óñùô÷úóþøĎõ
ùùþóÿô÷úóþøĎċô÷

āďñýô÷
òýĎþô÷
ü÷Ĉùøô÷
÷Ďđċô÷
ĉþô÷

øñ÷ùüþô÷úòĔċô÷

úóõóċø÷÷
úóú÷Ĕđô÷

ú÷Ăøùċô÷ÿü÷Ăô÷
úóđüĔøô÷

÷÷đ÷ñùøô÷÷óñþöó÷

ú÷ÿóùô÷øú÷ñÿøô÷
ā÷ùĂô÷úĎñąõ÷ôóñăó÷
ñ÷ùñþô÷ćĔĈñăõóċöó÷

üøāô÷ù ñċùô÷ úòĔõ
ü÷ĂóĎċô÷øó÷ü÷Ďúċô÷øó÷

ø÷ôøô÷øó÷
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óõĎĉ üđúóôĊāø ď÷ąĈđøñýċô÷ úóüóāø ĐĔòĔñýċô÷ ó÷ôú
÷āúùñĄ øñ òąóĄñĄó÷  āĐõ÷ Āõ÷ ûĂö÷ùñĄ ĕôõ÷ ĄĔñýô÷ ĐĔċñýĂú
ó÷ÿāúøüùûóó÷øó÷÷óùøñþõ÷ôĊāøó÷ü÷üóýüđúô÷Ďā÷ùõ÷÷òĔñă
øó÷úċøþċĈôøñÿĄñþô÷ô÷óĄøô÷øü÷÷ñ÷ùĊĔċúô÷òÿöóñÿĄô÷

þ÷÷ñ÷ùüþô÷øü÷÷óĔĈñýô÷òÿöóñÿĄô÷øü÷ñþ÷ùċô÷öĔĈñăó÷
úòĔċô÷ø ĉþô÷ø  āďñýô÷  ÷÷ñ÷ùĊĔċúô÷ òÿöóñÿĄô÷ ĉċñþú
øñÿĄñþô÷ ô÷óĄøô÷ òÿöóñÿþ ĉċñþúø þü÷Ĉùøô÷ ùĔøñýõø
ü÷ôóĂøô÷ø üú÷ÿóùô÷ø ü÷óñþöó÷ ÷ñþ÷ùċô÷ öĔĈñăó÷ øó÷  úċøþċĈô
ď÷Ĉċøāċô÷ ď÷ąĈđøñýċô÷ úóđüĔú ÷÷ċ÷ó÷ ùđöúø þúóđüĔøô÷ø
óđöóûĂö÷ùñĄĕôõ÷Ą÷Ĕñăó÷ĐĔċñýĂúóõĎĉď÷òĔñýċĈôó ûñąĔñÿþ
óóþúøü÷õĄô÷øó÷üÿøĎċô÷ûĔöóóþúď÷ąĈđøñýċô÷āĔùñĄĕôõ÷ù÷ñþú
ďóóõóóø÷÷ñ÷ùüþô÷òÿöóñÿĄô÷ăĈùøúøþ÷Ďā÷ùõ÷úāóþúúóõĉ
øó÷ü÷ĂóĎċô÷øó÷ü÷Ďúċô÷øó÷üøāô÷÷ ûúāúøď÷ąĈđøñýċô÷ÿĔüø

þ÷ôøô÷
ùøô÷øö÷ùñþô÷üđóĔĈñăõñýýď÷ąĈđøñýċô÷ü÷ñýĂúďąċúø
þ÷÷ö÷ùñþô÷ üđú÷ā÷ùò úĎñą øñ ď÷ąĈđøñýċô÷ ÷Ăúùć øĎùú

úóþøĎċĈô ó ûĂøóñăď÷ąĈđøñýċô÷ ÷øùþúøóĔĈñýô÷ ü÷ñýĂøĈô ùāĔóøċô÷ ĉõ÷Ĕùô÷ ĉċñþú òø
÷÷öĂĉüđú÷ā÷ùòùöóó÷Āõ÷óõúāúøüúóõĔĈùċô÷ĕĈĉóđĎõĐĔĈñÿāúøøô÷āÿóñÿċô÷ø
ĉôòóđċ÷÷ĂúøúóõĔĈùċô÷úċüøñĒöĔòùüøñýúùøô÷ùòĔô÷ā÷Ăõúāúøü÷÷ÿćóĉčó÷

þā÷ùĂô÷úĎñą

¢ü°üîàªdG gj�°ùàdG
Niche Marketing

þď÷ąĈđøñýċô÷ ďõ  ûùù÷ôó  û÷ðñ øó÷ ó ûùñă÷ø ó ûòóóö ÷÷òĔñýô÷ Ăö÷ùñþô÷ òùø ďċñøú
ùûóó÷÷÷òĔñă÷āúùñĄā÷đøñă Niche Marketing¢ü°üîàªdG ≥jƒ°ùàdGčĄøñýúø
ĒúóôĊāøĆĈđøñýċô÷úóüóýúāøøăúĔñýøô÷ďõ āóùċô÷ĉąñþô÷÷ø÷óóñþĎ úøþ÷ ûúāú
þ÷ñÿñÿĄøõ ó ûòĔñă ùÿāċô÷ üđúóôĊāø üđúóüóāø ĐĔąĈđøñýċô÷ ñôĔ÷ ĉąñþúø ü÷òø
óø÷āđøñýú÷õøùõøó÷÷Ĉ÷ðñĆ÷ñýñóĎõ÷ú÷ôô÷øñüĔúóõó ûôôóĊüóúāúÿùþċøø

þ÷÷òĔñýô÷÷āúùñþô÷

»YÉªédG πª©dG

ñ÷ùüõ ĆĂúùñ ñóñĉó÷ úõ ĉċĉ÷
÷ÿĈøĄċô÷ û÷Ĕöóô øñ÷ùĊĔċúÿ ĉ÷Ĉāú
Đøāøú ò ďúøô÷ òąóĄñĄó÷ ďõ
ýû ÷øÿý þĆô ĄĔñýú óùõ öùòó÷
ď÷øðñø ü÷÷ñ÷ùĊĔċúÿ òÿöóñÿþ
ò ü÷÷ñąóþ  āĉąô úóðñ ýû øó÷
÷ðÿô÷ øñ  ûûõ òÿöóñÿĄô÷ ĉûċøú
÷ċöóò ÷øĉó÷ø þ÷Ďđċô÷ øó÷ ü÷úùċùô÷
òÿöóñÿĄô÷ ďõ ÷÷ñąóþ  āĉó ĂñĆĔú
ò øøô÷ úóõĄô÷ø úóþøĎċô÷ û÷Ĕöó÷ø

þĄĔñýøô÷óùõøñ÷ðñ āĉóóđõĄøñýú
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»fj�°ùJ �jQÉæ«°S
÷ąĈċċô÷øñď÷ąĈđøñýċô÷ďõ÷ñÿñÿĄøõ÷ðñĕôõ÷÷ôóĂôô÷ĉ÷ñąĔú÷õþăúĔñýú

÷úÿĔùñýô÷÷÷øùùô÷
Marke  ng a grocery delivery service to a niche group in Saudi 

Arabia

ĕôõ÷÷üóāô÷÷ĔöýĐó÷ùøüđĉøùñþõñøćĔôúøñ÷ôóĂôô÷ĉ÷ñąĔú÷õþĔñýñăôĔõāùò
þ÷úÿĔùñýô÷÷÷øùùô÷÷ąĈċċô÷øñ÷÷ñýñóĎúāóùñăóóø ÷÷āñą÷ôóĂøúóþøĎõĕĈĉĊĔñÿāô÷
þčĔ÷ô÷Ċþ÷÷ö÷øĊúóôüøĊøóĎú÷÷ċ÷ó÷ď÷úÿĔùñýô÷ď÷ÿĂûċô÷ďõú÷øõÿĉćāú
üđúó÷ýøüđøñă÷āÿøüđĈċùøĊóüñþö÷ĕôõ÷ď÷ąĈđøñýċô÷ďõóđñýÿö÷ðÿô÷ĉ÷ċúĆôĀúõø
ñ÷ùñþô÷ôóĂôô÷ĕôõ÷ öó÷øô÷ďõüđùĎċú÷üāôüĒñýÿöùòĔô÷øñĆôĀ āĉóøó÷ ÷÷Ĉöóùô÷
ĕôõ÷ĐĔĎā÷ùċô÷ĐĔąĈđøñýċô÷ñôĔ÷ĉ÷ċúüĒñýÿöùòĔô÷øñþĊĎċô÷ĕôõ÷ó÷øþó÷ø÷úøĊó÷
øøô÷ úóõĄô÷ ĕĈĉ üđô÷Ĕõó÷ Ąóÿöõ ÿ÷ùøñă÷ ĕĈĉ ü÷ø øñóñĆõ÷ ĉþÿ ĕĈĉ ĊĔñÿāô÷

þüđúó÷ýĉ āđñýú
óđ÷ċñýö Đó÷ ďąċú øøô÷ø ý ď÷ąĈđøñýċô÷ ďõ ùÿāċô÷ ÷ðÿô÷ ĆĈú ôôñôóø óđöõ÷
Ćôøô ûüđøõĄø óđñ÷đøñă÷ ÷ôóĂôô÷ ĉ÷ñąĔú ÷õþĔñýñăôĔõ úùú øøô÷ ý ÷ñÿñÿĄøõ

þñċĉĕôõ÷üđĈúĔāúøüđøøþôóö÷ĂúĔñýúó ûþúõĐĔÿ÷ąú

G kóbÉf G kô«μØJ ôμa

1 .÷óùñþô÷ĔñýñăôĔõó÷ÿýøøô÷÷üóāô÷óõ
2 .÷ôóāô÷óø÷øñď÷ąĈđøñýċô÷õĈćóõ
3 .ĉ÷ñąĔøô÷÷õĄô÷ñđøñýċô÷÷ðÿô÷òÿöóñÿþóõ
4 .òÿñÿĄøċô÷ăúĔñýøô÷ĕĈĉ ûóûõ÷ðÿô÷óøđôĉ÷ñąĔøô÷÷õþăúĔñýú āù ú÷Ăúùćùóóø
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gfëJ �Éff

þćùøñÿøñ÷Ĉðñăó÷ďĉõüó÷
1 .ùúĔóú úùú óõĎĉ úóóùñþô÷ ó÷øĄøú øøô÷ ĕôøó÷ ùĔóĄô÷ óõ

ăúĔñýú÷÷þ÷ú÷ùøñăõ÷
2 .ĄĔñýô÷ñóñþöõ÷ĕĈĉüđúĉóñýċôĐĔòĔñýċô÷óđõĄøñýúøøô÷ĉõ÷Ĕùô÷óõ
3 .úċøþċĈôøñÿĄñþô÷ô÷óĄøô÷òÿöóñÿþĕĈĉ÷Ĉûõó÷óõ
4 .ďĉúċô÷÷ñùùõúùúóċĎ÷ýúóóùñþô÷óđùċþúøøô÷úóõĔĈùċô÷óõ

ď÷ąĈđøñýċĈôøö÷ùñþô÷ćĔĈñýô÷

 2.1.3

áaó¡à°ùªdG ¥G�°SC�G QÉ«àNG
Selecting Target Markets  

øñ ó ûýóþö ùûóó÷ ÷óùñþô÷ ĐĔąøñă üĄĔñýô÷ øñ òÿĄñĄ  āĉó ñóñĆāõ÷ ÷ôøóāõ ďõ  ûø
 ¥ƒ°ùdG  āĐõóñ óĎāñĆøó÷ óċóøþ ûùÿāõ û÷ñđøñýõó ûòĔñă ùĎ÷ĉ÷Āõ÷ ñċùô÷ úóüóý÷÷ôĈú
÷óùñþô÷ úùú ĄĔñýô÷ ďõ ăĔñĆĔø ùÿāõ ÷āúùñĄ ø÷  Target Market áaó¡à°ùªdG

úúøāó÷úóċñýô÷óøđø÷Ĉĉóÿô÷÷ñđøñýċô÷ĄĔñýô÷÷ċøúþóđøøü
1 .ü÷āøüó ûĎąċõ÷ĈñÿÿĎõúóĉóóĂôĄĔñýô÷ü÷ñýĂúĐĔąúĐó÷čĈú:∞jô©à∏d πHÉb

÷÷õĔċùô÷øó÷÷óùøñþċô÷úóċñýô÷øúóüóāô÷òăóñăó÷ĕĈĉó÷÷Ĕñăďĉó÷÷÷ċúĉđñýú
þ÷õþøó÷ÿøĎċø÷Ĉñÿô÷ú÷Ā

2 .ĕôõ÷ ĊĔñąĔĈô ď÷ąĈđøñýċô÷ ďõ ó û÷ñóó ÷ ûÿĉ üñú üñýò :ºî°†à∏d  πHÉb

þĂøùċô÷ āđô÷
3 .þď÷ąĈđøñýċô÷ùó÷ýöĔĈñăóóøăĈùøúóõøñóö÷ôñýöùĂøñýõüñýò:QGô≤à°SÓd πHÉb

āøùõúõúóđüĔøô÷ ÷ôò÷ùċø ÷ öùĂøñýõ üñýĂô÷ Đóó ÷Āõ÷ ÷ñùùõď÷òĔñýċĈô ďąċú
þù āùĂøñýõù÷Ăøøó÷óđôóýĕĈĉ÷ñý÷öùô÷ú÷ùñĄôĔċô÷ù÷Ăøóõ÷Āõ÷÷öýõøùòĔô÷

þóđøôĔôĎøô÷ďąċúøøô÷čóñýòó÷õāĎþúõþú
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4 .ĕôõ÷ĊĔñąĔô÷ĕĈĉĄĔñýċô÷ùāòøĎùúüĊĔñąĔĈôĉøóĂô÷ûóóĂô÷:∫ƒ°Uƒ∏d πHÉb

þ÷ôĔđñýøøòĔñýô÷ûóóĂô÷÷ø÷
ü÷÷þ÷ú÷ùøñăõ÷óø÷ĂþĎúøąôøþ÷ñđøñýõĄĔñýó÷āúùñĄďõùûóó÷÷óùñþô÷āóøĄúò
òýÿĎø õ÷þøñýú ü÷āø üúóôĊùô÷ø úóüóāô÷ øñ ÷ÿĈøĄċô÷ Ăö÷ùñþô÷ ćùøñþú Đó÷ õþú
øñ ď÷ÿĈøĄõÿ÷ùñó÷ ĐĔąú ò üĊóûċô÷ ĉ÷ôñă ĕĈĉþ÷óùñþĈô ăúĔñýøô÷ ÿĔđþô ÷Ăúùóô÷
ü÷ÿĈøĄõ ÷÷ñ÷ùĊĔċúÿ úóċñă ùøĀ øó÷ üóđñýÿö ÷ĂóĎċô÷ øñ ĐĔñþ÷ùú üđĎąôø üòýĎþô÷
ùôóó÷ úóóùñþô÷ ññþĎúø þ÷Ďā÷ùõ ÷õþ øñ óđú÷Ā ÷ôĊùô÷ øó÷ ÷üóāô÷ üđùċþú ďąôø
 āĉó õĈóøúø Ēñýÿö ùòĔô÷ øñ ÷ñđøñýċô÷ Ą÷Ĕñăó÷ ďõ úùĈô óö÷ĂúĔñýú ó ûþúõ ó ûċþý

þùÿāċô÷óđñÿöóñÿĄôõ÷þøñýú÷ ûúùñóö÷ĂúĔñýúó ûþúõ÷ñđøñýõĄĔñă

gfëJ �Éff

þ÷ĉĔċþõøñøó÷ĆĈ÷õĂúõ÷Ĉðñăó÷ďĉĆúóøóüõ÷òþòóö
1 .óđöó÷÷óùñþô÷āùùúĕøý÷ñđøñýċô÷ĄĔñýô÷øñ÷ùøāó÷ù÷úóùċô÷òÿĄô

þ÷ñđøñýõĄĔñýó÷ôñăóĎõĐĔąøñă
2 .óđòĔñýúøøô÷øóđ÷ñù÷ąÿøô÷ĆĎąċúøøô÷úóõĄô÷øúóþøĎċô÷÷Ĉûõó÷óõ

ùõóõüĆúó÷āøñúóþøĎċô÷óøđøĐĔċøđúďúøô÷òąóĄñĄó÷ďõ÷ðÿô
Ēù÷ôúøøô÷úóóùñþô÷ĒúāĔćùøô÷øĂúĔñýøô÷ÿúċô÷÷ā÷ôóùñ
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¢SQódG º««fJ 1.3 

?âª∏©J GPÉe

1 .[1.1.3]÷÷òĔñýô÷Ăö÷ùñþô÷úāøôó öċđõóñăóñăó÷üđúóôĊāøòăóĎô÷úóüóý āùú÷Āóċô
2 .[1.1.3]þĄĔñýô÷ü÷ñýĂøôčĄøñýú÷÷ñ÷ùĊĔċúÿĉõ÷Ĕĉ÷ùøāó÷ùóĀ÷
3 .[2.1.3]þ÷ñđøñýċô÷ĄĔñýô÷ĂĈóñÿõāùĉ

»ªjOÉcC�G ∫ÉéªdÉH §HôdG

1 .þöĔñăóāô÷ùđüó÷úĎñÿú÷óùñþôõúøúòĔõďĉüāôĈôùöùøöõ÷čĄøñă÷ :á«æ≤àdG

ùđüó÷÷óùñþô÷ÿøĎúĄĔñýô÷øñóđĉĔöďõùúùñĂö÷ùñĄýûÿýøúòĔċô÷úü÷ā
øøô÷÷ñý÷öùô÷ĉõ÷Ĕùô÷ĀñąĔôõúĔô÷úòĔõďõúóõĔĈùċô÷čĄøñă÷þóđôöĔñăóāô÷

[1.1.3]þ÷ûûô÷ñ÷üó÷÷ċú
2 .ĊĔýúóõĔĈùõďĉüāø÷øüùöùøöõ÷Ăÿñÿúøó÷÷÷ñăāċô÷÷ôøąċô÷čĄøñă÷ :OÉ°üàb’G

÷÷ñ÷ùĊĔċúô÷òÿöóñÿĄô÷òĆùùúøøô÷ùùþó÷āÿóñÿċô÷øó÷÷÷õĔąāô÷ú÷āĔñþĎċô÷
÷÷ÿ÷ąô ó ûýùñĄ õøó÷ø üó÷þú øøô÷ āÿóñÿċôóø ÷ċöóò ĉó÷ þď÷úÿĔùñýô÷ ĐóąñýĈô

[1.1.3]þ÷ñđøñýċô÷Ą÷Ĕñăó÷Đøÿāúďúøô÷ď÷òĔñýċô÷ďõāñÿõ āĉóùÿóÿøñă÷

�bG�dÉH §HôdG

÷óùñþô÷ÿøĎúþ÷ċ÷Ăô÷÷÷ôóĉ ûùùþóñó ûöóôüó÷ÿøĎú÷óùñĄøñ÷ ûāóñþøñýõĉċùúĆöó÷òĆùøñ÷
ó ûñĆùĉ ĉó÷ þóúāú óđĎąċú ùþøõ  āĉó ĕôõ÷ ĒĈñăùúø óđúóþøĎõ òĆùùú úóù÷ôõ õ÷øó
ÿĔđü ÷óùú ÷÷ċ÷ó÷ õôñă ĊĔý Đóôüó÷ ÷óùñĄ òý÷öùô ăöóòÿ ýû Ēúõ óö÷ċúĂú
úùñøĂúĔñýúÿúõč÷Ąøñăóøü÷ñđøñýċô÷ā÷÷ó÷ďõùûóó÷øó÷ý÷øĕĈĉăúĔñýøô÷
ćāóąñó÷č āòþøĂúĔñýøô÷ÿúċô÷ø÷ñđøñýċô÷ĄĔñýô÷ĕĈĉ ûóûõč āòþ÷ñđøñýõĄĔñă āĉąô

[2.1.3]þĉñÿÿô÷øñĆöõĂĕôõ÷

čóđċô÷øĊóċĉó÷÷ö

ÿāõ
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»ªbôdG ¢SQódG §HGQ

2.3

 ≈∏Y õ«côàdG
¥�°ùdG øe íFGô°T

á°ù«FôdG äÉë∏£°üªdG

ùù÷÷óċþô÷ăúĔñýøô÷
Mass Marketing 

ĉ÷ċùô÷÷øùþú
Customer Experience

ĄĔñýô÷÷ñąùñ
Market Opportunity

ĄĔñýô÷úóöóąõõ÷
Market Potential 

÷÷òĔñýô÷÷ñÿāô÷
Market Share

úĕĈĉ÷ ûāÿóòĐĔąøñăòăāô÷÷ø÷ďõñóđøö÷ùø
þĂö÷ùñĄĕôõ÷ĄĔñýô÷ü÷ñýĂúúóðñøö÷ĔñĀñąø 1.2.3

þóđúóöóąõõ÷úāúø÷÷òĔñýô÷Ăö÷ùñþô÷úāú÷÷ÿ÷óăùñĄ 2.2.3

º∏©àdG ±GógCG

á«fj�°ùJ Q�eCG

ď÷Ĉċøāċô÷ ñċùô÷ ĕĈĉ ÷÷ĂúĔñýøô÷ ó÷ÿĔđü ÷óùú ĕôõ÷ úóóùñþô÷ ðóøāú
ă÷Ăāú ĉüó÷ ďõ üđúóõþø üđúóþøĎõ ÷øùøñþú Đó÷ Ăüùċô÷ ďõ ďúøô÷
øøô÷ ď÷ąĈđøñýċô÷ úóðñ øó÷ ĄĔñýô÷ Ăö÷ùñĄ ÿāú óđöõóñ øôóøôóøø þăóøāó÷
üùċùô÷úĉûõü û÷÷ñÿĄñĄĉõ÷Ĕùô÷óø÷ĐĔąúòþ÷Ďā÷ùõòÿöóñÿþøñćùøñþú
ĐĔñþ÷ùúùøô÷Đóąċôóø û÷óôúùõĐĔąúòøó÷üòýĎþô÷øó÷üĉþô÷øó÷üü÷Ĉùøô÷øó÷
ùûôĔúùùþó÷ĉõ÷Ĕĉøó÷üüđúóõóċø÷÷øó÷üüđúóüóýøó÷üüđúó÷ýõóċöó÷øó÷üĒ÷ñ
úċþøĂö÷ùñþô÷óø÷÷óùñþô÷ÿāúĐó÷ÿùþċøþĒö÷ùñĄøñĐĔôĊùúóõĕĈĉ
÷āúùñþô÷úāúüûóđĎõ āĉóúóöóąõõ÷úāúóđĎąċúüď÷ąĈđøñýċô÷úóöó÷ø
úó÷þ÷ú÷ùøñăõ÷ øó÷ ÷÷þ÷ú÷ùøñăõ÷ ùúĔóú õþú øøô÷ ĄĔñýô÷ ďõ Ăö÷ùñþô÷ øó÷

þóđô÷÷ĂúĔñýú

 ∂àaô©e §°ûf

1 .÷ĉĔĎøõúóĉóóòĕôõ÷ù÷ôóĄĔñăü÷ñýĂúďõĄĔñýċô÷÷ÿøñý÷ñăĀ÷óüĆúó÷āøñ
2 .ďúøô÷úóøóñþô÷øó÷öóôñþô÷ďõ÷ðñùô÷÷òĔñă÷āúùñĄďõùûóó÷üĔúĐó÷ďąċúĉ÷

þĆøøóüõ÷ĂñĆøóđñýÿö÷ñăāċô÷ĕôõ÷ó ûù÷ċüĐĔô÷øú
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 1.2.3

íFGô°T ≈dEG ¥�°ùdG º«°ùfJ
Market Segmentation 

ó÷ÿĔđü úóóùñþô÷ ĒüĔú üùùāô÷ úóĉøùñþċô÷ ÿóñÿøò÷ øñ ÷ñýñóĎċô÷ ĉüó÷ ďõ
úñĆø đþô÷ ÷ø÷ ďõ üđõ ñü ďċñøú þùÿāõ ā÷÷ó÷ ă÷Ăāú Ĕāö ó÷ÿā÷Ĕõø
ú÷ÿ÷ùúõ÷ĕĈĉĊĔñÿāĈôùùþó÷úóóùñĄúõòýñóĎøô÷ďõóđĎąċú÷÷ĂúĔñýúúó÷þ÷ú÷ùøñăõ÷

þĄĔñýô÷øñóđøñÿýøúóù÷ôċô÷

íFGô°T ≈dEG ¥�°ùdG º«°ùfJ óFG�a
The Benefits of Segmentation

ùôóó÷ ĄĔñă ĉþ÷ÿ úóñýñăôĔċô÷ øó÷ ÿ÷ùñó÷ ďõ ÷ĉĔċþõ ÷÷òĔñýô÷ ÷āúùñþôóø ñÿĂú
úóüóýÿĔüøĕôõ÷÷óùøñþċô÷òÿöóñÿĄô÷óø÷ùÿôĔúþùûóó÷øó÷÷ċđõ÷÷ñąóþøñćùøñþú
þ÷ÿĈøĄċô÷÷÷òĔñýô÷Ăö÷ùñþô÷ďõúùô÷ĕôõ÷øċøĎúòÿĄñĄ āĉóþ÷Ĉûóċõ÷õþøó÷ÿøĎċô
ĕôõ÷ öó÷øôóø úøċøñýú Đóąñýô÷ ďõ÷āúùñĄ ĕôõ÷ òÿĄñĄøċøĎú òüĊóûċô÷ ĉ÷ôñă ĕĈĉ



ýóāøó÷øăúĔñýøô÷úóõĔĈùõúóóùñþô÷čĄøñýúþúóþĈûċô÷ĉóóóúùùþó÷÷āúùñĄøóċĎ÷ñýô÷
úóĉĔċþõúāøô÷óùñþĈô ýāúĐó÷ õþúøøô÷ ĄĔñýô÷ ü÷ñýĂú÷÷ĈċĉĊóċóõĄĔñýô÷
üùāĔóøċô÷ ĄĔñýô÷ ü÷ñýĂú ÷÷Ĉċĉ Ċþ þüđñ÷đøñă÷ ÿ÷ùċô÷ ď÷ąĈđøñýċô÷ ďõ ÷Ďā÷ùõ
üđø÷ñÿĄñĄĕĈĉ ûñóĎø÷÷ĉùñúóĉĔċþõĕôõ÷ď÷ąĈđøñýċô÷ďõ ûùù÷ôó û÷ðñúóóùñþô÷üñýĂú
ďõ ùÿāċô÷ ÷ðÿô÷ óø÷ úóüóý ÷óùñþô÷ ćāú Đó÷ ÿùþċø þ÷óùøñþċô÷ üđúóüóýø

þóđùõõñăóĎøú÷÷ĂúĔñýúúó÷þ÷ú÷ùøñăõ÷ùúĔóúĆôĀùøóđĎąċúüď÷Ĉċøāċô÷ñċùô÷
ĉ÷Ĉāúøúċþôď÷øĔĈóċô÷Ċóċô÷øùòĔô÷āóċûøñăÿ÷ùøñă÷ĕĈĉúóóùñþô÷ďąúüô÷Āõ÷
ĕĈĉÿóċøĉ÷óđ÷Ĉùñü÷÷òĔñýô÷ Ăö÷ùñþô÷ úāúĕĈĉóđúĉóñýċô ď÷ąĈđøñýċô÷ úóöó÷ø
ÿúõñóñþöõ÷ Mass MarkeƟng…ô«gÉªédG ≥jƒ°ùàdGďċñøúþùù÷÷óċþô÷ăúĔñýøô÷
úóóùñþô÷čĄøñýúóõĎĉøþď÷ąĈđøñýċô÷ďõ÷ĉĔĎøõøùù÷ôó÷ðñöøþôüċñÿ õøĂúĔñýú
øôóøôóøøüď÷ĈċøāõñċĉĄĔñýô÷øññċùô÷ú÷ċüĉùþúóđöõóñüùù÷÷óċþô÷ăúĔñýøô÷
úóóùñþô÷ĕĈĉõ ùñÿúøþó ûñýñóĎõùôøùúĄĔñýô÷óø÷øñòýñóĎøúùùþó÷ ÷óùñĄ āĉóĐõóñ
óđöó ûùù÷÷óċþô÷ ăúĔñýøô÷ ÷÷þ÷ú÷ùøñăõ÷ čĄøñýú óõĎĉ ÷÷ĂúĔñýøô÷ óđñ÷÷ó÷ ă÷Ăāú
úùô÷úõĐĔñýñóĎøúø÷ÿĈøĄċô÷úóüóāô÷ùøĀď÷ąĈđøñýċô÷ďõ÷ĉĔĎøõúóðÿô÷ø÷øü
úóù÷ôõ ĉċñþú ùù÷÷óċþô÷ ăúĔñýøô÷ óú÷õ Đõóñ üĆôĀ úõø þùùþó÷ úóóùñþô÷ ďõ

þď÷ąĈđøñýċô÷ďõúùô÷ĕôõ÷ĊĔñąĔô÷÷÷öóąõõ÷øĕĈĉó÷÷Ĉċøāõ
ĉñÿúøøô÷ ÷ùñă÷Ĕô÷ úúĂĔøô÷ úóąôñĄøù÷ôąô÷ ðóøöõ÷ ú÷Āùù÷ôąô÷ úóóùñþĈô ďąċú
ûùù÷÷óċþô÷ăúĔñýøô÷÷÷þ÷ú÷ùøñăõ÷č÷Ąøñă÷÷÷ôøô÷ø÷÷ĎćĔô÷Ą÷Ĕñăó÷ďõúùô÷ĕôõ÷
ă÷ôóúøñ û÷øĔùñąó ûñÿñÿĄúĄÿó÷øó÷ùüñąó÷úóóùñþô÷þúĆôĀúõøþ÷õóú÷÷Ĉĉóÿø
øĂúĔñýøô÷ čĔđÿċôóø ďõôĔú øøô÷ úóóùñþô÷ ćāú þùù÷÷óċþô÷ ăúĔñýøô÷ ÷÷þ÷ú÷ùøñăõ÷
üđñøñċùô÷úóĉĔċþõúāúďõóđĎąċúĄĔñýô÷ü÷ñýĂøô÷ÿĈąøô÷øùòĔô÷ùÿóúĂĐó÷
ùûóó÷ üđöċĉ úõ ÷÷ôÿóôú úó÷Ĉċĉ ñóñþöõ÷ ĕĈĉ ü÷ĉóñýú óāøø ÷ø÷ø üüđúóüóý

þ û÷÷āøāø ûñóñĆāõ÷
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á«b�°ùdG íFGô°ûdG º«°ùfJ äÉÄa
Segmentation Categories

ĕôõ÷ ď÷ąĈđøñýċô÷ ĐĔÿĎñÿú üđöõóñ üĂö÷ùñĄ ĕôõ÷ ĄĔñýô÷ ĐĔòĔñýċô÷ üñýĂú óõĎĉ
òÿöóñÿĄô÷ø üøñ÷ùüþô÷ úòĔċô÷ ĆôĀ øñ óċø ÷ċđõ úóðñ ĕĈĉ ñóĎø úóĉĔċþõ

þÿøĎċô÷č÷Ąøñă÷øüøñÿĄñþô÷ô÷óĄøô÷øü÷÷ñ÷ùĊĔċúô÷

»aGô¨édG �b�ª∏d É kfah á«b�°ùdG íFGô°ûdG º«°ùfJ
Geographic Segmentation

Ē÷ñ ĐĔñþ÷ùú ùøô÷ Đóąċô÷ ĕĈĉ  ûñóĎø Ą÷Ĕñăó÷ øñ ď÷ąĈđøñýċô÷ Ā÷Ďñÿú āùùú
þ÷Ďúõúĉûõü ûùù÷üñąøó÷ü÷ôøÿúĉûõü ûùù÷ôóĄ÷Ĕñăó÷óø÷ĐĔąúòþøñ÷ùüþô÷ü÷ñýĂøôóø
øñ õĊùú øøô÷ ñċùô÷ ÷ĉĔċþõ Đõóñ ĄóóĎô÷ø üþāô÷ øñ úóóùñþô÷ ĀĈøĄú óċĈûõ
ďúøô÷òąóĄñĄó÷Đó÷čĔđÿõĕĈĉøñ÷ùüþô÷ü÷ñýĂøô÷ċøùúþó ûñúó÷ĀĈøĄúóđ÷ôõ÷ĊĔñąĔô÷

þóđñýÿöúóôĊùô÷øúóüóāô÷üđúôĐĔąúòóđñýÿö÷÷ñ÷ùüþô÷÷ĂóĎċô÷øñĐĔñþ÷ùú

÷Ĕċøđú Đó÷ Ăüùċô÷ ďõ ÷úÿĔùñýô÷ ÷÷øùùô÷ ÷ąĈċċô÷ øñ ď÷ąĈđøñýċô÷ ď Āõ ď þõ
÷÷öóċô÷úóñĆóúùô÷úóþøĎċø
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á«aGôZ�ªjódG ¢üFÉ°üî∏d É kfah á«b�°ùdG íFGô°ûdG º«°ùfJ
Demographic Segmentation

üùċùô÷ úĉûõ üĄĔñýĈô ÷÷ÿñąĔô÷ òÿöóñÿĄô÷ ĕôõ÷ ÷÷ñ÷ùĊĔċúô÷ òÿöóñÿĄô÷ ù÷ñþú
õñýý Ēô āóñþú ùøô÷ øċ÷Ĉùøô÷ ùĔøñýċô÷ø üĉþô÷ø ü÷÷òùùô÷ ÷ĉĔċþċô÷ø üòýĎþô÷ø
ü÷öĎøô ĉõ÷Ĕùô÷ óø÷ ĐĔòĔñýċô÷ čĄøñýú þĐóąñýôóø ÷ĂĈùøċô÷ ÷÷öóñÿýõ÷ úóöó÷ôô÷
ùûóó÷ĕôõ÷òÿĄñĄùó÷øċøĎúóċøāĆôĀúõø÷ÿĈøĄċô÷÷÷òĔñýô÷Ăö÷ùñþô÷øñòąóĄñĄó÷
üĊóûċô÷ĉ÷ôñăĕĈĉþ÷÷ñ÷ùĊĔċúô÷óđñÿöóñÿþòăóñăó÷ĕĈĉùý÷ø÷÷òĔñă÷āúùñĄďõ
÷ÿċô÷ ďõø þ ýĊóĉ øċúÿóóó÷ øċ÷Ĉùú ùĔøñýċø úøċøúø ÷ ûùóĀ òÿĄñþô÷ ĐĔąú Đó÷ ďąċú
ďúøô÷ ď÷ąĈđøñýċô÷ Đó ÷Ăúùóô÷ óøđø ÷÷òĔñă Ăö÷ùñĄ øñ òăóĎô÷ ü÷öĎú ď÷òĔñýċĈô
úóüóý üđúô ĐĔąú Đó÷ Ăüùċô÷ ďõ ÷đøóñþøõ ÷÷ñ÷ùĊĔċúÿ òÿöóñÿþøñ ĐĔóùøñþú
ü÷÷öĔúÿĈøô÷ÿõ÷ùôô÷úĉûõüúóþøĎõùúĔóúĆôĀùøúóóùñþĈôďąċúþ÷óùøñþõúóôĊāø
øó÷ü÷Ĉùøô÷úóúĔøñýõøó÷āóċĉó÷ĀĈøĄõöøþô÷ċċñÿċô÷üĉóóċô÷üö÷Ĕòøüúþċô÷ø

þúóðÿô÷óøđôøĂúĔñýúÿúõñóñþöõ÷üûü÷÷òùùô÷úóĉĔċþċô÷

»°üî°ûdG §«£îà∏d É kfah á«b�°ùdG íFGô°ûdG º«°ùfJ

Psychographics Segmentation 

÷Ăúùóô÷ĆôĀ÷Ĉûõó÷ďõøüđċ÷òøòăóĎô÷úóõóċø÷÷ĕôõ÷ù÷ñþúøñÿĄñþô÷ô÷óĄøô÷
øñýĔāôô÷ñ÷ùüõ÷ĉóñýúþüđøñþ÷ùõöĔĈñăó÷ú÷āó÷þøüđøòøòăóĎô÷óđøøñĂúøøô÷
òăóĎô÷ ùó÷ý õóċöó÷ ôôúùúø ĄĔñýô÷ čóñýòó÷ ñóñþöõ÷ ĕĈĉ ď÷òĔñýċĈô ÷÷ñýÿĎô÷ ĉõ÷Ĕùô÷
Đóąċô÷ø üĒöĔĈñÿú ùøô÷ ĉĂĎô÷ø ďąñýô÷ ûĔö ĕĈĉ ù÷ûóóøôóø ÷÷ĉóċøü÷ üđúóõóċø÷÷ø
ĐĔôøóĎøú øøô÷ ú÷ùċô÷ ÿĉ ĕøýø üüđøòø ĐĔñĂú Ā÷óø üĒ÷ñ òþ÷ùô÷ ĐøāóøĄú ùøô÷

þĊĎċô÷ðāóþčóùóô÷óđ÷ñ
üúċøþċĈôøñÿĄñþô÷ô÷óĄøô÷ĉõ÷Ĕùôó ûĂñøĂö÷ùñĄĕôõ÷Ą÷Ĕñăó÷ĐĔòĔñýċô÷üñýò÷Āõ÷
ĆôĀùøüđøóùñþôďąċúøùÿāõúóôĊāøúóüóýú÷ĀĂö÷ùñĄĕĈĉāĔûùô÷üđĎąċ÷ñ
ĕôõ÷ ú÷āó÷ñýô÷ ďõ ñøñĄ ùó÷ ĐĔąú Đó÷ ďąċú øøô÷ø üóđĉĔö ďõ ùúùñ úóþøĎõ ñóñþöõ÷
úóüóāô÷óø÷øôĈúøøô÷ü÷÷ñĆóúùô÷ďóóõó÷øø÷óĂċô÷ĕôõ÷÷÷āñÿô÷÷úóĉùô÷úóþøĎõ

þùÿāċô÷úóôĊùô÷ø
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èàæªdG ΩGóîà°S� É kfah á«b�°ùdG íFGô°ûdG º«°ùfJ
Product Usage Segmentation

ÿĉ øĎùú óċõ üÿøĎċô÷ č÷Ąøñă ó ûĂñø ăúĔñýøô÷ úó÷þ÷ú÷ùøñăõ÷ ĀĈøĄú óċøā
úóþøĎċô÷ ÷÷ċóø ÷÷Ďùċô÷ ÷õĄô÷ øó÷ ÿøĎċô÷ ĐĔąĈđøñýċô÷ óđ÷ñ čĄøñýú øøô÷ ú÷ùċô÷
ďąċúøüòăóĎô÷ćĔĈñăĊþďõĉõ÷Ĕùô÷óø÷ÿāúøþóđöĔõĄøñýúøøô÷úóõĄô÷øó÷
ý÷ø öøùñþõ üđúô òăóĎô÷ òùø üĊóûċô÷ ĉ÷ôñă ĕĈĉ þøóĔĈñă ü÷ñýĂú óđöóóø óđÿñąø
üúóôüĔô÷øñüđúóøøùñþõĐøùþò÷ ûĔĎúóċĎ÷øþčĔ÷ô÷øñú÷ùõùĉĒöĔøùñþúøĉñÿõ
øó÷üĉċùô÷øñ÷ý÷ùô÷ú÷ùøñøó÷÷ñă÷āô÷ñóĎûó÷ďā÷ùõöøùñþċôüđĈ÷ñÿúĉċøāúďąôø
ý÷øùòøøñòăóĎô÷óđąĈđøñýúøøô÷úóøøùñþċô÷÷÷ċóĀĈøĄúø÷ñĆóúùô÷÷ñăāóċõĎĉ
øó÷ ÷úĂóüô÷ úóøøùñþċô÷ úĎñÿċô ďąċú üúóøøùñþċô÷ ÷÷ċó ÷ôóýøñ þùþò òÿĄñĄ ďõ
úó÷ċóöùñĄĉñÿú÷Ďā÷ùõó ûòĔñăĐó÷÷Ĕöý÷Āõ÷ó ûċþýùôóó÷úóøøùñþõüúĂúüùóċô÷

þĆôĀòýąĉ÷Ĕöý÷Āõ÷ó ûċþýùüñąó÷úóøøùñþõøó÷úóøøùñþċô÷ďõùù÷ôó
ď÷ąĈđøñýċô÷ č÷Ąøñă÷ ÷÷ÿ÷ąô  û÷øóþøñă÷ ùāĔóċô÷ úóþøĎċô÷ ùùþó÷ ÷Ĉûõó÷ ĉċñþú
üā÷ùċøñăóø Ċóċĉó÷ Ċóüā ďõ ďúùñóñýċĈô ÷ċċñÿċô÷ ÷÷òĎÿô÷ úóõĄô÷ úóþøĎċô
ăöóòô÷ ÿĉø üùùñăó÷ øñ Āú÷Ĕđô÷ ÿùô ÷ôñăóĎċô÷ ÷ôĔċāċô÷ Āú÷Ĕđô÷ ôóþø

þý÷øùđñĄøñ÷õĄøñýċô÷úóöó÷ôô÷ø÷÷ñÿĎô÷ĉöóñăùô÷ø

Đøùñóñýúďúøô÷ďúùñóñýċĈô û÷÷øĀóüùûóó÷ ĐĔąúĐó÷ ĄĎÿôďąċúĀ÷ó
ĉċùôóøăĈùøú÷ċđõĉüó÷ďõ
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»fj�°ùJ �jQÉæ«°S

óđĎõö÷Ĕÿôóøď÷ąĈđøñýċô÷úóùòĔúòýąùúúóþøĎõ÷ĉĔċþõü÷ċñÿú
Tailoring a product range to reß ect consumers� beneÞ t

expecta  ons

úāùò þ÷÷Ĉāċô÷ ĄĔñýô÷ øñ ñóñýĎĈô üñýĈôô÷ø Ĕôõóñþô÷ úóþøĎõ ÷úÿĔùñă ÷óùñĄ ÿøĎú
ĐĔùòĔøúøøô÷ö÷Ĕÿô÷ĊĔýď÷Ĉċøāċô÷ñċùô÷ďõúóöó÷ôô÷úċüøñāóċûøñă÷÷óùñþô÷
÷ ûÿĉĐó÷ĕôõ÷úóöó÷ôô÷óø÷ĉ÷ĈāúāóñĄó÷þùùñþôóø÷úóĎùô÷úóþøĎõďõóđ÷ĈĉĊĔñÿāô÷
ùùñþô÷ ÷úóċāô ÷ċċñÿċô÷ ùùñþô÷ úóþøĎċø üøđú úóúÿĔùñýô÷ ñóñýĎô÷ ďõ ÷ öü  û÷Ĉò
ùöóó þùþċô÷ ùùñþĈô ÷ċċñÿċô÷ úóþøĎċôóø üøđú ôĂñ ùù÷üñą ÷ôñýöø üþĔôñÿċô÷
úóþøĎõø÷ûóøñă÷ďđĈċñĄøú÷ĔĈô÷úóúÿĔùñýô÷ñóñýĎô÷÷÷ôôóĊóđúÿ÷āó÷øøô÷ö÷Ĕÿô÷
ùùñþôóø ÷úóĎùô÷ úóþøĎċø ďôĊāø ó ûùõø òýĈõó÷ ď÷ùùñĄ ĕĈĉ øóÿāĈô ùùñþôóø ÷úóĎùô÷
āóċûøñă÷ ùùñþôóø ÷úóĎùĈô ÷úÿĔùñýô÷ ÷óùñþô÷ úāùò Ćôøô ûĉúĔóô÷ ùùñþô÷ øċāú øøô÷
 û÷ôñýö öøþøñă óđöó÷ üĈùô÷ úõüóú÷ċô÷ óøđø úóþøĎõú÷øø ùúĔóúøñó÷ÿā÷Ĕõüöùõ
þ û÷øĔāĈõ ûùÿóúĂ÷óùñþô÷ăóøāó÷úÿ÷ĂĆôøôû÷ñđøñýċô÷óđòĔñăøññċùô÷ďõ ûùù÷ôó

G kóbÉf G kô«μØJ ôμa

1 .Ēøñùùõ÷øÿ÷āó÷ùøô÷óõøüúóöó÷ôô÷÷óùñþô÷ùùċüďċõ
2 .÷óùñþĈô÷ôñýĎôóøčóċø÷ô ûùāóûõ÷ùûóó÷ÿöóøĎô÷óõ
3 .÷þ÷øĎô÷ùöóó÷ĀóõøÿöóøĎô÷óøđô÷óùñþô÷ùøóþøñă÷Ā÷ó

ù÷ñþúøüÿøĎċô÷č÷Ąøñă÷ďõ÷ ûñü Customer ExperienceAÓª©dG áHôéJĉûċú
÷õþøó÷üÿøĎċôĆĈđøñýċô÷č÷Ąøñă÷÷ñóûóùõøó÷üú÷ùċô÷ÿĉĕôõ÷ĂĈóñÿċô÷÷ø÷
ü û÷õþøó÷üđôþùúüôó ûþøĎõď÷õĄøñýċô÷òùøöùüóċøāúĊóûċô÷ĉ÷ôñăĕĈĉþ÷Ďā÷ùõ
þó÷āó÷øþ÷üđĎąċúøøô÷÷÷Ĉñąó÷ĉö÷ôô÷ďõ ûùý÷øó÷ø āĉø÷õĄô÷Đøùþò÷öùüóċĎ÷ø
÷ðÿô÷÷ċ÷òùõóõø û÷Ď÷ùõ û÷õþøó÷ó ûþøĎõñċùô÷ďõ÷ðñ÷øùþú÷÷øóþúõ÷ùõóõ
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óđôøôøñăøøô÷øúüøĐõ÷ùÿĔđþô÷óõøúóóùñþĈô÷ôñýĎôóøď÷ąĈđøñýċô÷ďõùāĔóøċô÷
÷ðÿô÷ĆĈøô÷õĄô÷øó÷ÿøĎċô÷ăúĔñýøô÷óùñþô÷

á©b�àªdG óFG�Ø∏d É kfah ìÉHQC�G
Benefit Expectations

ĐĔąĈđøñýċô÷úòĔøúþĆĈđøñýċĈôč÷Ąøñă÷øó÷÷ċ÷òóđôĄĔñýô÷øñ÷õþøó÷ÿøĎõ āĉó
ú÷óøñýú Ćôøôø þ÷Ďā÷ùõ ÷õþ øó÷ ÿøĎõ č÷Ąøñă÷ Ďĉ ùÿāõ óú÷õ ĕĈĉ ĊĔñÿāô÷
č÷Ąøñă÷ďõóđöĔôĈóúøó÷óđöĔùòĔøúøøô÷ö÷ĔÿĈôó ûĂñøď÷ąĈđøñýċô÷ü÷ñýĂúĐĔòĔñýċô÷

þ÷õþøó÷ÿøĎõ

íFGô°T ≈dEG äÉcô°ûdG ¥�°S º«°ùfJ
Segmenting the Business Market

Ą÷Ĕñăó÷ ü÷ñýĂúüđĎąċúü÷ñđøñýõĄ÷Ĕñăó÷ ĕôõ÷ ď÷ąĈđøñýċô÷ĐĔòĔñýċô÷üñýĂú óċĈûõ
þ÷ñý÷öùô÷óđúó÷Ĉċĉøóđøóñþöó÷ø÷óùñþô÷ûĔĎôó ûĂñøúóóùñþô÷Ą÷Ĕñăó÷ üñýĂúøþúóóùñþô÷
ü÷ó÷ďċñĆóđ÷ñčóĂċô÷úò÷Ĕċô÷øüøñ÷ùüþô÷ĒùòĔõøüùāóþøô÷õóñþĎô÷üþýĉþúø

þü÷ñýĂøô÷ù÷úóùõ

gfëJ �Éff

þĆöõĂýó÷úõ÷Ĉðñăó÷ďĉĆúóøóüõ÷òþòóö
1 .øøô÷ ÷óùñþô÷ ĕôõ÷ Ăö÷ùñþô÷ ü÷ñýĂú óđôĈþú Đó÷ ďąċú øøô÷ óú÷ċô÷ óõ

óđõĄøñýú
2 .óđô üñýĂô÷ ÷ø÷ øñ óđĎĉ úó÷ùò øøô÷ Ăö÷ùñþô÷ ü÷ñýĂú úóðñ ďõ ùó÷

 Āôĉó÷øĆøøóüõ÷ĂñĆøĆĈđøñýċô÷ùôñ÷ùñþô÷ú÷ā÷ùòĕĈĉùôóó÷ù÷ûóóú
þďąõó÷Đõ÷Ćøøóüõ÷üĉú÷Ĉûõó÷

3 .Ĕ÷Ăö÷ùñĄĕôõ÷úóóùñþô÷Ą÷Ĕñăó÷ü÷ñýĂúøñ÷óùñþô÷ÿđöĐó÷Ăøùúĉ÷
þĆøøóüõ÷ĂñĆø÷÷óđøñă÷Ą÷Ĕñăó÷ü÷ñýĂúďĉĀĈøĄúčó÷Ēñýÿö
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 2.2.3

 á«b�°ùdG íFGô°ûdG π«∏ëJh ójóëJ
Identify and Analyze Market Segments

úóóùñþô÷Ēúùþúùøô÷ýĉ÷Ĉāøô÷øüāôô÷Ă÷øúú ûøó÷þĄĔñýô÷ü÷ñýĂøôĐóôôñăćóĎ÷
óđ÷ñ ď÷Ĉċøāċô÷ ñċùô÷ òÿöóñÿþø ĄĔñýô÷ üđñ ý ĄĔñýô÷ ü÷ñýĂú ĕĈĉ  ûùāÿóò ĐĔąøô
ĉññó÷úāúĕĈĉúóóùñþô÷÷÷òĔñýô÷Ăö÷ùñþĈôĉñÿÿċô÷ü÷ñýĂøô÷ĉóñýúúó û÷öóûþ÷òø
óđāöó÷ ĕĈĉùÿāõĄĔñăø÷  Market Opportunity ¥ƒ°ùdG á°Uôa þ÷÷òĔñýô÷òąùÿô÷

þøĂúĔñýúüāøòăóñăó÷ĕĈĉùĂóøċõúóöóąõõóøúøċøúĄĔñă

á∏ªàëªdG ¥�°ùdG »a íFGô°ûdG ójóëJ
Identify Possible Segments

ùûôĔúøøô÷÷Ĉċøāċô÷ĉõ÷Ĕùô÷ĕĈĉāùùøô÷÷óùñþô÷ĕĈĉõþúüăóþĎøĄĔñýô÷ü÷ñýĂøô
øñĂö÷ùñþô÷ùöóó÷Āõ÷óõúāøôúóõĔĈùċô÷úċüóđ÷ĈĉõþúþĆĈđøñýċô÷ñ÷ùñĄĕĈĉ

þćđøñă÷õóċöó÷ø÷÷ö÷ùñþô÷óđúó÷óĔĈñăøñ÷ÿĈøĄõøó÷÷đøóñþøõĄĔñýô÷
ú÷÷úò÷ú÷ĔóĄô÷÷÷òĔñýô÷Ăö÷ùñþô÷úāúďċñøú

1 . á°SGQó∏d èàæe áÄa hCG É kbƒ°S OóM
Select a market or product category to study

ĕĈĉ÷đøóñþøõúóüóýüđúôďúøô÷ď÷ąĈđøñýċô÷ďõ ûùù÷ôó û÷ðñĄĔñýô÷ÿāøñă
ďõ û÷Ďā÷ùõ û÷ ā÷ĉĔö÷øùøñþúĐó÷ĉċøāúďõøó÷üĉĂĎô÷øó÷üĒ÷ñùøô÷úĉûõüúñă÷øĄóóö
÷ðÿô÷õôóüô÷øñÿøĎċô÷÷ðñøó÷ĄĔñýô÷ĐĔąúøþõñăóāô÷ùđüó÷úĉûõúóþøĎċô÷
ĉ÷ôñăĕĈĉþ÷óùñþĈô ûùúü û÷ðñĐĔąúòóđĎąôøüùùôĄø÷óùñþô÷óđ÷ñúøċøúøøô÷
óđúóþøĎċôÿüñċĉøó÷ùúüúóþøĎċôāóąñó÷ďĉ÷óùñþô÷üāôúòüĊóûċô÷

þúóþøĎċô÷øñċùô÷ďõ āĉąôùúüòąùñøó÷üóđúóõþø

2 .íFGô°T ≈dEG ¥ƒ°ùdG º«°ù≤àd É k°ù°SCG ôàNG
Choose a basis for segmenƟng the market

ñċùô÷ď÷øúóñøþ÷ďõāòùôóó÷ĕôõ÷ùÿôĔúóđöó÷øôúøøô÷ĉõ÷Ĕùô÷úāú
þú÷āó÷øþ÷øúóùòĔøô÷ĕĈĉùûôĔúĐó÷ĉċøāċô÷ďõøøô÷ø
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3 .π«∏ëà∏d äÉeƒ∏©ªdG ™ªLG
Gather informaƟon for analysis

úāúøüď÷÷ôóāô÷ñċùô÷úóõĔĈùõ÷ùü÷ùõďõó ûþúõùĔóĄô÷óø÷ďċñøøñă
þĄĔñýô÷ýóāøó÷Ċóċąøñă÷øüóđùċüø÷÷ñóñĆõ÷úóõĔĈùõ

4 .¥ƒ°ùdG »a IOƒLƒªdG íFGô°ûdG OóM
IdenƟfy the segments that exist in the market

÷÷òĔñýô÷Ăö÷ùñþô÷ďõúùô÷úāøô÷óùñþô÷óđøùċüøøô÷úóõĔĈùċô÷čĄøñýú
øó÷ øñ÷ùüþô÷ úòĔċô÷ úĉûõ üùúùÿô÷ óđñÿöóñÿþĕĈĉ  ûñóĎø óđÿñąøø ÷Ĉċøāċô÷

þÿøĎċô÷č÷Ąøñă÷

5 .¢UôØdG ôÑcCG Ω qó≤J »àdG ¥Gƒ°SC’G QÉ«àN’ ¥ƒ°ùdG äÉeƒ∏©e Ωóîà°SG
 Use market informaƟon to choose the markets that present the

greatest potenƟal

āó÷øþ÷ďõ÷óùñþô÷ďąċøúĕøý÷òøùôóó÷òąùÿô÷ú÷ĀĄ÷Ĕñăó÷ĆĈúĉĈāøñă
þ÷óùñþĈôăúĔñýøô÷ÿĔđüóđ÷Ĉĉóùøñăøøô÷øóđĎ÷øďõ÷ñđøñýċô÷Ą÷Ĕñăó÷

Iƒ£
î

dG1á°SGQó∏d èàæe áÄa hCG É kbƒ°S OóM

Iƒ£
î

dG2íFGô°T ≈dEG ¥ƒ°ùdG º«°ù≤àd É k°ù°SCG ôàNG

Iƒ£
î

dG3π«∏ëà∏d äÉeƒ∏©ªdG ™ªLG

Iƒ£
î

dG4¥ƒ°ùdG »a IOƒLƒªdG íFGô°ûdG OóM

Iƒ£
î

dG5
 ¥Gƒ°SC’G QÉ«àN’ ¥ƒ°ùdG äÉeƒ∏©e Ωóîà°SG

¢UôØdG ôÑcCG Ω qó≤J »àdG

÷Ĉċøāċô÷÷÷òĔñýô÷Ăö÷ùñþô÷úāú÷÷Ĉċĉ"2-3"πµ°ûdG
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¥�°ùdG äÉfÉμeEG ójóëJ
Determine Market Potential

ĄĔñýô÷øñ÷āúùñþô÷ĐĔąúďôøþó÷úāúÿùþċøĄĔñýô÷øñĂö÷ùñþô÷ĉ÷Ĉāúõþú
ĐĔòĔñýċô÷čĄøñýúþ û÷āøùõĐĔąúĐó÷ĕĈĉùāĂô÷óđúôĐóó÷Āõ÷õ÷úóóùñþĈô÷ċ÷òú÷Ā

ú÷÷òĔñýô÷÷āúùñþô÷÷÷Ĉĉóñùõü÷÷Ăøô÷÷úò÷ù÷úóùċô÷

1 .þď÷Ĉċøāċô÷ď÷ąĈđøñýċô÷ÿĉ
2 .þøĂúĔñýøô÷ÿúċĈôùùþó÷ùñąóĎùô÷ø÷õĄô÷øó÷ÿøĎċôóøď÷ąĈđøñýċô÷čóċø÷÷ùõ
3 .þñ÷ùñþô÷÷÷Ĉċĉñ÷ùüõñċùĈô÷ýóøċô÷Ċ÷Ĕõó÷ā÷Ăõ
4 .þüđ÷ĈĉúóþøĎċô÷úúĂĔúøď÷ąĈđøñýċô÷úõĉñą÷Ĕøô÷ĕĈĉ÷óùñþô÷ùāò

ó÷ôúĐó÷ĉôòĄĔñýô÷úóöóąõõ÷āĂúĐó÷üđċô÷ďõĆôøôüĂøāă÷Ăāøôúóóùñþô÷ĉċùú
øøô÷ ú÷ÿ÷ùúõ÷ øôóċüõ÷ ø÷  Market PotenƟal ¥ƒ°ùdG  äÉfÉµeEG þóđúóþøĎõ ú÷ø øñ
÷óùñĄöøþúĐó÷ĉċøāċô÷ù÷ĊďõĐóøþĄĔñýô÷øñ÷āúùñþô÷ďõóđ÷ĈĉĊĔñÿāô÷ďąċú
þóđĈüñþúĐó÷ďąċúøøô÷ĄĔñýô÷÷ñÿýúóóùñþô÷õñýāúü÷Ďā÷ùõĄĔñăøññċùô÷ú÷ċüóõ
óđùòĔøúøøô÷ĄĔñýô÷úóöóąõõ÷øôóċüõ÷ďõñüø÷ Market Shareá«bƒ°ùdG á°üëdG

ďõùóóø÷÷òĔñýô÷÷ñÿāô÷úāú÷óùñþô÷ú÷óøñýúøþóđ÷ñýñóĎċøăĈùøúóõøñ÷óùñĄ āĉó
ú÷ýøü÷ýďõøó÷ üĄĔñýô÷ ďõĒāøùøñă Ċóċô÷ ďõüóùó÷ üď÷úĂĎô÷ ď÷āĈóñÿċô÷

þóđù÷ôøñăøøô÷úóþøĎċô÷ÿĉùó÷üĄĔñýô÷

gfëJ �Éff

þćùøñÿøñ÷Ĉðñăó÷ďĉõüó÷
1 .ĄĔñýô÷ü÷ñýĂúāùĂúúóóùñþô÷ĐùþúĐ÷øĈô÷Đóôôñýô÷óõ
2 .ĄĔñýô÷ĊĔýúóõĔĈùċô÷úċüùøúóóùñþô÷ĉùÿú÷Āóõ
3 .÷÷òĔñýô÷÷ñÿāô÷øĄĔñýô÷úóöóąõõ÷ď÷ø÷òùô÷óõ
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¢SQódG º««fJ 2.3 

?âª∏©J GPÉe

1 .úĉûõ üòÿöóñÿĄô ó ûĂñø ď÷ąĈđøñýċô÷ ĀĎñÿú øøô÷ ĄĔñýô÷ ü÷ñýĂú ÷÷þ÷ú÷ùøñăõ÷ óõ
[1.2.3]øċ÷Ĉùøô÷ùĔøñýċô÷øüĉþô÷øüòýĎþô÷øüùċùô÷

2 .[1.2.3]øóĔĈñýô÷ü÷ñýĂøô÷ĕċñýúøøô÷ĄĔñýô÷ü÷ñýĂú÷÷þ÷ú÷ùøñăõ÷óõ
3 .Ē÷ñ ÷ñýñóĎċô÷ úùú øøô÷ ĄĔñýô÷ øñ Ăö÷ùñþô÷ úāú ĕôõ÷ ÷óùñþô÷ ðóøāú ÷Āóċô

[2.2.3]

»ªjOÉcC�G ∫ÉéªdÉH §HôdG

1 .ď÷ąĈđøñýċô÷ ú÷ċþô ÷úù÷÷óċþô÷ ĄĔñýô÷ ĉûċú  ûùù÷ôó  ûùùö÷ÿ üñăā÷  :»FôªdG  øØdG

üĐò÷ þ÷úÿĔùñýô÷ ÷÷øùùô÷ ÷ąĈċċô÷ øñ øđ÷ñùøô÷ üôô÷ úóõþ ĐĔõĄøñýú ďúøô÷
ÿõ÷ùôô÷ďõó ûĎ ā÷ùõó ûĉĔöĉûċøôùù÷ôąô÷ùùö÷ô÷ĉþ÷ÿùüñąó÷ùö÷øÿòýċþ õüñăøüñăā÷
÷õþĊþĐĔùøóøċô÷ó÷÷óñþúøøô÷÷÷ñĆóúùô÷÷÷óüøô÷øó÷üčñó÷øó÷ü÷÷öĔúÿĈøô÷
øøô÷ĄĔñýô÷øñ÷āúùñĄøñòÿöóñÿĄô÷ďõ÷ ûÿĉÿýüùù÷üñąùùö÷ÿ āĉąôþüôô÷
þ÷÷ñĆóúùô÷÷÷óüøô÷øó÷üčñó÷øó÷üòĆøùùô÷ďõûĔĎô÷÷øđøúøċøñýúĐó÷úòĔøċô÷ďõ

[1.2.3]

2 .üôóùô÷ñóāöó÷ú÷ċüøñ÷÷óøô÷Āú÷Ĕđô÷úóù÷ôõùöóóüý÷øúøāøñ :äÉ«°VÉjôdG

÷ñÿýĕĈĉ÷÷óøô÷Āú÷Ĕđô÷üöùõùĉóøøøô÷÷óùñþô÷ùĈñÿýþĀúó÷ĐĔ÷Ĉõ355.6

øñ ùö÷ùô÷ ÷óùñþô÷ óđøĉóø øøô÷ ÷÷óøô÷ Āú÷Ĕđô÷ ÿĉ üó þ%20.3 ùüĈø ÷÷òĔñă
÷÷òĔñýô÷÷ñÿāô÷óõø÷ñóóùùþó÷úóóùñþô÷óđøĉóøøøô÷Āú÷Ĕđô÷ÿĉüóĄĔñýô÷

[2.2.3]ĐøāĔóøċô÷úóù÷ôċô÷ĔøøĎõóđĎõÿóÿøñă÷øøô÷

�bG�dÉH §HôdG

 û÷āúùñĄÿýþ÷÷ùċøþċô÷Ćøð÷øøñú÷ù÷ĔþċĈô÷ ûúü÷ ûùþøõùúúĆĂúùñĐó÷òĆùøñ÷
ô÷óĄøô÷òÿöóñÿþø÷÷ñ÷ùüċúô÷òÿöóñÿĄô÷ĕĈĉ ûñóĎøĆúóþøĎċôĄĔñýô÷øñ û÷Ď÷ùõ
ó ûñĆùĉč āòøĉó÷üûĄĔñýô÷øñĆøāúùñĄĐóÿñÿúď÷úāĔñąĉó÷þúċøþċĈôøñÿĄñþô÷

[1.2.3]þĆú÷ā÷ùòĒ÷ñāùôúĆċĈùċôăöóòÿýûĒúõ

čóđċô÷øĊóċĉó÷÷ö

ÿāõ
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 ÜÉ°ùàcG πLCG øe �°V�ªàdG
á«°ùaÉæJ Iõ«e

á°ù«FôdG äÉë∏£°üªdG

ĄĔñýô÷øñúñĆĔċô÷
Market Position

úñĆĔċøô÷÷÷þ÷ú÷ùøñăõ÷
Positioning Strategy 

ÿøĎċô÷óú÷õ
Product Feature

úóþøĎċô÷Ā÷Ďñÿú
Product Classification

úĕĈĉ÷ ûāÿóòĐĔąøñăòăāô÷÷ø÷ďõñóđøö÷ùø
þ÷ñýñóĎċô÷úóþøĎċô÷ďĉó÷÷ċøôóõÿøĎõúñĆĔô÷ÿĈøĄċô÷òýñăó÷ăùñĄ 1.3.3

þúñĆĔċøô÷úāøô÷õĄøñýċô÷ýûô÷úó÷þ÷ú÷ùøñăõ÷Āñąø 2.3.3

º∏©àdG ±GógCG

á«fj�°ùJ Q�eCG

ĉö÷ôóúóõĄô÷øó÷úóþøĎċô÷ďõ÷ ûÿĉĐøùúòăóĎô÷ āĐó÷úóóùñþô÷āùùú
÷úóĎùøĐĔòĔñýċô÷ôóĄúþùÿāõúóôĊāøó÷úóüóý÷÷ôĈúĐĔôøóāúóõĎĉ
÷õĄô÷ øó÷ ÿøĎċô÷ ć÷āÿõ÷ ÷÷ÿ÷ó ĕĈĉ ù÷ûóóøĈô øĂúĔñýøô÷ ÿúċô÷ ùñąóĎùô
ĕĈĉ óù÷ûóóú ÷÷ÿ÷ó øñ ù÷ąÿøô÷ õþú üøĂúĔñýú ÿúċô ô÷óĄøô÷ Ďĉø
÷ð÷ôøùûóóø÷ñăĀ÷óøüď÷ñýñóĎċô÷ÿúċøĐāóĂúĀ÷óøüĆĈđøñýċô÷ú÷āĔñÿú

þÿóñÿøò÷øĊóċĉó÷

 ∂àaô©e §°ûf

1 . ûùÿóĉĆĎąô÷ ûùþôĔõĒøúùøñĄ÷ÿøĎõøüčóöøöóøóđúùøñþúøøô÷úóþøĎċô÷òùøøñù āąñ
ĉ÷ø÷ñýñóĎċô÷úóþøĎċô÷ďõó÷ù÷ĊďĉúóþøĎċô÷óø÷÷ċúùøô÷óõþĒúùøñþú

óđö÷ùñþøćā÷ùòĕĈĉĆôĀùûôĔú
2 .ďĉĀĈøĄúøď÷ąĈđøñýċô÷úõõñăóĎøúùúùñùāĔñąúóþøĎċĈôĐĔąúĐó÷õþú÷Āóċô

ď÷ñýñóĎċô÷úóþøĎõ

www.ien.edu.sa

»ªbôdG ¢SQódG §HGQ
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 1.3.3

�°V�ªàdG ¢ù°SCG
Bases for Positioning

óđúóõþøóđúóþøĎõúóóùñþô÷ úñúüď÷ąĈđøñýċô÷ úóúùøñþõĕĈĉù÷ûóóøô÷ ĉüó÷ ďõ
ù÷ñþú þúóóùñþô÷ ďõ óđ÷ñýñóĎõ úóþøĎõ ďĉ óđñøþ÷ ÷÷ÿ÷ó ĕĈĉ ñĔñô÷ ô÷Ĉñýøô
÷õþøó÷ÿøĎċôùúùÿô÷ùāĔñÿô÷ĕôõ÷ Market PosiƟon¥ƒ°ùdG »a ™°VƒªdGĂĈóñÿõ
 á«é«JGôà°SEG ÿāú þ÷Ĉûóċċô÷ úóþøĎċôóø ÷öāóĂõ óđċ÷Ăú Ā÷óø üĆĈđøñýċô÷ ď÷Ā øñ
óđøõþøó÷óđþøĎõ÷óùñþô÷óđøčĂøñăøøô÷÷Ăúùóô÷ PosiƟoning Strategy™°VƒªàdG

úóþøĎõ č āĂú øøô÷ ùùþó÷ úóóùñþô÷ úõ ĄĔñýô÷ øñ òýñóĎøøñă Ā÷óø üĆĈđøñýċĈô
ĉąñþô÷ ĂñĆĔú þúóþøĎċô÷ úñĆĔô ÷ÿĈøĄõ ăö÷ùć č÷Ąøñă÷ ďąċúø þ÷Ĉûóċõ úóõþø
úĉûõ üùÿóĉ ÿøĎċô úñĆĔċøĈô ÷ÿĈøĄċô÷ ăö÷ùóô÷ č÷Ąøñă÷ ÷÷ÿ÷ó ĕĈĉ  ûóûõ "3-3"

þĉ÷ñýüô÷úóÿöĎõ

´ƒædG CG π«°ù¨dG èàæeÜ π«°ù¨dG èàæe

ÿøĎċô÷ù÷õ÷ôĔđñăø÷ĉùñýøĀöĎú÷ñþùĎõ÷āö÷āćùøú
ùÿĔþô÷øùùñýô÷ù÷ü÷ċ÷òüòÿĄĎõùùñăùÿĔüĕĈĉóĕĈĉó÷ùùñă

ă÷ôóøô÷øó÷č÷Ąøñă÷÷ôùñÿô÷úĂôô÷ĕĈĉăôñýõĊĔñýüóčĄøñýú÷ñăóñýāô÷òýøċĈôùø÷ô÷ĉñýüĈôčĄøñýú
ÿøĎċô÷čĄøñýõď÷÷Ĉāċô÷ñċùô÷ĉôòďõďõĂøĎõčĄøñýõúþô÷ĉ÷þô÷ĉôòďõĀñþøąõ
ÿøĎċô÷Ā÷Ďñÿúď÷÷ôċôøó÷ď÷÷ñĆóúùô÷ĉôòďõčĄøñýú÷÷ñ÷ùøý÷ĉñăóüċô÷ĉôòďõčĄøñýú
òýñóĎċô÷ÿøĎċô÷øöùÿøĎċô÷óđĈúúøøô÷óñăøó÷ĉúúøó÷ùÿøĎċô÷ďõòýøċô÷ĕĈĉĀóôó÷

úñĆĔúþüđúóþøĎċôĄĔñýô÷úñĆĔċúĕĈĉóôĔúó ö÷ĂúĔñýúó ûþúõĐĔñýñóĎċô÷āĔóú "3-3"πµ°ûdG

þ÷ÿĈøĄċô÷Ą÷Ĕñăó÷öøþôóø÷ĉ÷ñýüô÷úóþøĎõ

èàæªdG Iõ«e
Product Feature

ĉ÷ôñă ĕĈĉ þĒúóċñă øó÷ Ēú÷÷õ ùýõ÷ Ă÷ùøõ÷ øñ ÿøĎċô÷ úñĆø ăö÷ùć ùýõ÷ ĉûċøú
÷óùñþô÷ ĊĔĂú þĐóĎñăó÷ ò÷ôú úóöĔąõ ĕĈĉ ĐóĎñăó÷ ď÷üóùõ òùø ùĔøāú üĊóûċô÷
üùþò÷ ĐóĎñăó÷ ĐĔþùõ ùó÷ ĒĈùÿú óõ ĉùÿú ĒĈċùøñýö ùøô÷ ĐóĎñăó÷ ĐĔþùõ" ü÷ù āĎñÿċô÷
 Iõ«e ðø ĄĔñýô÷ úñĆĔċú ĉċøąú ".ñóñ÷ø ĆöóĎñăó÷ ĉùü øñ ĉóñýú Ēöó÷ ĕôõ÷ ÷ñóñĆõóø
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óõĎĉ ā÷ùĂĈô ćĀóĄú÷ ÷÷Ĉċĉ ĕĈĉ ùûôĔú øøô÷ ĉõ÷Ĕùô÷ óõ
ùùøñþúĐóĎñăó÷ĐĔþùõ÷óāóõùó÷āùĂú

čĄøñýúøøĆöóĎñăó÷ò÷÷ôúĕĈĉÿøĎċô÷ùāòù Product FeatureèàæªdG

÷óóóøô÷øù÷ċô÷óø÷ĕĈĉñĔñô÷ô÷Ĉñýøô÷ôñăóĎõÿúøùúõ÷ôóñăó÷÷óùñþô÷
þĆĈđøñýċĈô÷ôñýĎôóøóđøċ÷òĕĈĉ

 IO�édGh ô©°ùdG

Price and Quality

ùùñă ĕĈĉùÿĔþô÷ø ùùñýô÷ ĕĈĉóùú øøô÷ úñĆĔċøô÷ ÷÷þ÷ú÷ùøñăõ÷ óôĔú
þ÷ċ÷Ăô÷ĕĈĉùñĄôĔċóĉòó÷ùùñăĕĈĉóôĔúøó÷üùÿĔþô÷ĕĈĉ÷õùóĕĈĉó÷

 g«Ñ£àdG hCG ΩGóîà°S�G

Use or Application

ùúùÿô÷ úóĂ÷ôóøô÷ øó÷ úóõ÷Ąøñă÷ ĕĈĉ ÷óóóøô÷ ĐĔąú Đó÷ ďąċú
ďĉóûûāø÷óùñþô÷ùùþúüúóāô÷òùøøñþĒùñĆĔċøô÷ôó āùñ÷Ĉ÷ñăøÿøĎċĈô
ñĔñô÷ ôĈñýú üû üÿĔĂĉøĎõûóô ú ÿøĎċô ÷Ĉċøāċô÷ ÷Ĉúôô÷ úóõ÷Ąøñă÷

þĉôĂøñýċô÷øñÿøĎċô÷÷øđôÿúøùøô÷Ďĉ÷Ĉúôô÷úóõ÷Ąøñă÷óø÷ĕĈĉ

 èàæªdG Ωóîà°ùe

Product User

ÿøĎõñ÷ùñĄøñ÷ôĊùô÷ĕĈĉď÷ąĈđøñýċô÷úñĆĔċøô÷÷÷þ÷ú÷ùøñăõ÷ úþñþú
ĉûċøúøþùþò÷ čĄøñýõûĔö øó÷ ÷Ďā÷ùõ čĄøñýõ÷÷ñÿĄñþø Ēóøā Ċþďõ
øøô÷÷÷øóþúõ÷úóÿñÿô÷øÿøĎċô÷ď÷øõóôúā÷úóòĉñóñþöõ÷ĉąñĄĕĈĉ÷ø÷
øó÷üĊóċþô÷øó÷üöóôñþô÷úĉûõüóđøúøċøúĒöó÷ÿøĎċô÷÷ø÷øõĄøñýċôāĔñÿú

þ÷÷ñĆóúùô÷÷ĉ÷ùôô÷

»YÉªédG πª©dG

÷ ûúü ó ûþøĎõ ÷øÿý üý÷ø ăúùÿó
þ÷ ûùþôĔõĒċúĂúùùüó ûąĈđøñýõ

1 .øĂúĔñýøô÷ÿúċô÷÷Ĕñþòóö
þÿøĎċô÷ăúĔñýøôčĄøñýċô÷

2 .÷Ĉðñăó÷ĕĈĉüąúóøóüõ÷÷Ĕñþòóö
ú÷÷úò÷

÷øùþøô ùõó÷ ĒôĈóøú ùøô÷ óõ . CG

úþô÷ÿøĎċô÷
øñ ā÷ùċøñă÷ ĐøāùĂú ÷Āóċô . Ü

 ûø øôóāô÷ ÿøĎċô÷ āó÷øþ÷
úþô÷ÿøĎċô÷ďõ



»fj�°ùJ �jQÉæ«°S

òĆóúùô÷úóòóôñăĕôõ÷úó÷ñÿĄñþô÷āóôóöóóĂøñă÷
A  rac  ng VIPs to the Riyadh races

þòĆóúùô÷ øñ ĉ÷Ąô÷ úóòóôñă øñ úó÷ñÿĄñþô÷ āóôąô úýā ÷úÿĔùñă ÷óùñĄ ú÷ôú
ùāó÷ñă č÷Ąøñăóø Ąóôñýô÷ āóċñõ ĕôõ÷ ĒôĎõ ďõ ĉ÷ċùô÷ ĉĂö öāóþøô÷ óø÷ ďċñøú
÷ôüĔøûóøċøñă÷øü÷úùñÿý÷ñÿĎõďõúóòóôñýô÷ù÷óñþõĕĈĉùāĂô÷øü÷÷āóñùùüó÷
Ăċñýúüúóāô÷òùøøñøüĄóôñýô÷ āóċñõøñüùóõøñĄóôćó÷ ÷ñýċþďõùùþóñ
ďĉ÷óùñþô÷āøøùúþĊĔ÷Ąô÷öóāñąó÷øĐóñăùÿô÷÷ĈøóĂċôòý÷ô÷Ĕąô÷ñ÷āøöó÷øôóøĒô
÷ öü÷÷ôóĉó÷āóùñăó÷Đó÷÷Ă÷ĂýĐõóñüòýąùô÷ĕĈĉĉøþóđõĂúøøô÷úóõĄô÷ùùñăûóÿúā÷
ñċùô÷öøþø÷óùñþĈôùāĔñÿô÷óø÷ñóñþöõ÷Ăċñýúþ÷úùñÿāô÷øùúùÿô÷óđúāĔñąĂùú
ùøô÷ĆĈđøñýċô÷ûĔöĂôñÿúóċøāøþùāĔñÿô÷óø÷ĕôõ÷öøþĎúøù÷ôóĉþÿüđúôďúøô÷

þĉòó÷ó÷ùùñăĐóó÷Āõ÷óđúóõĄøó ûõóċø÷÷ĉòó÷Ēøøüĕôõ÷÷óùñþô÷ĕùñýú

G kóbÉf G kô«μØJ ôμa

1 .÷óùñþô÷óđõĂúøøô÷úóõĄô÷óõ
2 .ù÷ùñýøô÷÷÷þ÷ú÷ùøñăõ÷óùñþô÷úāúõôñăóõ
3 .÷ÿĈøĄõù÷ùñýú÷÷þ÷ú÷ùøñăõ÷÷óùñþô÷ùõĄøñă÷÷Āõ÷ýā÷ñă÷Āóõ
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gfëJ �Éff

þćùøñÿøñ÷Ĉðñăó÷ďĉõüó÷
1 .÷õþøó÷ÿøĎõúñĆøúāúďõāđô÷óõ
2 .÷÷þ÷ú÷ùøñăõ÷ ùúĔóú Ďĉ úóóùñþô÷ óđ÷ĉ÷ùú øøô÷ ÷øñýô÷ ĉõ÷Ĕùô÷ óõ

úñĆĔċøô÷
3 .þĆøøóüõ÷ĂñĆøúóóùñþĈô ûùöóñùûóó÷Ēöó÷Ăøùúĉõ÷Ĕùô÷óø÷ďõùó÷

 èàæªdG ∞«æ°üJ
Product Classification

÷Ďā÷ùõ÷ðÿøÿøĎċô÷ôøāĔ÷ Product ClassiÞcaƟonèàæªdG ∞«æ°üJďõāđô÷
üúĂúĕôõ÷āóóĂôóø÷Ĉýāč āĂúøøô÷÷óùñþô÷ĕùñýúüĊóûċô÷ĉ÷ôñăĕĈĉþúóþøĎċô÷ďõ

þóđñýÿöĐ÷ù÷óô÷÷óùñĄóđøč āĂúøøô÷÷ĂúùóĈô÷đøóñþõ÷Ăúùóøóđúóõþøóđñýÿö

 ¿�°ùaÉæªdG
Competitors

úóþøĎċøóđøöāóĂõĊþďõüđúóþøĎõúñĆĔċúĐĔòĔñýċô÷ùđöúĐó÷ýó÷òùøøñ
ú÷þñþúĔ÷÷÷þ÷ú÷ùøñăõ÷óø÷ďõāđô÷þĄĔñýô÷øñ÷úĔò÷öóąċøúøċøúøøô÷üđ÷ñýñóĎõ
üđ÷ñýñóĎõúóþøĎõĕôõ÷óđöĔôñýĎúøøô÷óđñýÿö÷÷øóþúõ÷úóÿñÿô÷ôøāĕĈĉď÷ąĈđøñýċô÷
ú÷÷ċø÷÷óøô÷óđÿú÷Ĕ÷ú÷÷õó ûöó÷ýó÷ÿöĔñýõóñăĐāóĂúúĊóûċô÷ĉ÷ôñăĕĈĉþüđúóþøĎċø
ĐøùöĎúď÷ąĈđøñýċô÷òùøĐó÷ĐĔóāúüđöóĆôøøÿöĔñýõóñăĔòĔñýõčĔĂúþĉøò÷Āú÷Ĕ÷
ù āąÿú Đó÷ Đøúùú üđöõ÷ þ÷úóüĈô ÷ø÷øü úóÿñÿø úøċøú óđöó÷ ĕĈĉ ĐĔÿúò÷ Āú÷Ĕ÷ ĕôõ÷
ĐĔûāôúóõĎĉĐĔÿúò÷Āú÷Ĕ÷úõĒñýÿöùòĔô÷øñÿöĔñýõóñăĀú÷Ĕ÷øñĐĔąĈđøñýċô÷

þ÷÷øóþúõ÷úóÿñÿô÷óøđøĀúó÷ďĉ
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 2.3.3

�°V�ªàdG á«é«JGôà°SEG QÉ«àNG

Selecting a Positioning Strategy

øó÷ óđúóþøĎõ ăúĔñýú ĉüó÷ ďõ úñĆĔċú ÷÷þ÷ú÷ùøñăõ÷ úñĆø ĕôõ÷ úóóùñþô÷ ú÷ċü ðóøāú
þ÷÷Ĉĉóÿøóđúóõþ

ú÷÷úò÷ĉõ÷Ĕùô÷ĕĈĉúñĆĔċøô÷úó÷þ÷ú÷ùøñăõ÷ċøùú
 �þĆĈđøñýċô÷ú÷āĔñÿú
 �þĄĔñýô÷øñĐĔñýñóĎċô÷
 �þúóóùñþô÷÷ð÷øøñú÷ùā÷üøô÷

∂∏¡à°ùªdG äGQ�°üJ
Consumer Perceptions

úóõĄô÷ø úĈñýô÷ ďĉ ĐĔąĈđøñýċô÷ óđąĈøċú øøô÷ ñ÷āò÷ ø÷ ĆĈđøñýċô÷ ú÷āĔñÿú
Ąøùúü÷āøüđúóõþøó÷üđúóþøĎõúñĆøĕôõ÷ĐĔòĔñýċô÷āđúþĄĔñýô÷øñ÷ñýñóĎċô÷
ùùąñ üđúô ďċõ ď÷ąĈđøñýċô÷ ÷ðñ ĉûċúø þóđú÷āĔñÿúø ÷ñđøñýċô÷ ĄĔñýô÷ úóôĊùô
øñ ÷óùñþô÷ ĂþĎøñă þ÷ñđøñýõ ó ûòĔñă ÷õþ øó÷ ÿøĎċô ÷øĔĊùċô÷ ùāĔñÿô÷ ďĉ ù÷ċõ
óđúóõþøó÷üóđúóþøĎõúóċñăĕôõ÷ĐĔąĈđøñýċô÷ñôĔ÷ùöĎúóõĎĉ÷ñđøñýċô÷ĄĔñýô÷

þ÷÷ôóûċô÷üđúāĔñąďõ÷ôúùòóđöó÷ĕĈĉ

á°ùaÉæªdG
Competition

ăĈùøúóċ÷ñóđúóõþøó÷óđúóþøĎċôøóđôď÷ąĈđøñýċô÷ć÷āÿõ÷÷÷ÿ÷ąøúóóùñþô÷üøđú
ùöĎú Đó÷ úóóùñþô÷ úùú ü÷÷ôóûċô÷ ÷÷ýóĎô÷ ďõø þüđúóõþ øó÷ óđ÷ñýñóĎõ úóþøĎċø
üü÷ĔñýñóĎõ ĒõĂú óõ ĕĈĉ÷òĔÿøõ óđöó÷ ĕĈĉ óđúóõþøó÷ óđúóþøĎõ ĕôõ÷ ĐĔąĈđøñýċô÷

þ÷÷ĂúĔñýøô÷óđø÷þ÷ú÷ùøñăõ÷øñ÷óùñþô÷óđ÷ĈĉóôĔúøøô÷úóċñýô÷ĕĈĉñóĎø
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÷óñþöó÷ĕĉ÷ùúøþøñýñóĎøô÷úñĆĔô÷úāúøñøĂúĔñýøô÷đþô÷ďõù÷ôóāòĉüøñý ú
úó÷þ÷ú÷ùøñăõ÷úñĆøøó÷ùúĔóúøóđôÿúøùøô÷øúóþøĎċô÷ù÷ùñýúúó÷ĈċĉñóĎûó÷ď÷ñýñóĎċô÷
ăĈùøú óċ÷ñ ÷úóĎùø ü÷úĂóüô÷ úóøøùñþċô÷ úĉûõ üúóþøĎċô÷ òùø úñĆø õþú þúúĂĔøô÷
úõø þöùñþĈô ÷úāóþú ÷õĉāó÷øþ÷ Ďĉ ď÷ąĈđøñýċĈô ÷ċđõ óđúāĔñą Đó û÷ñýñóĎċôóø
ĕĈĉôĂñóđùñĆĔċú ú÷ā÷ùò ñóĎø čĉĕĈĉ û÷ñÿúùýúóóùñþô÷ ĐĔąú Đó÷ õþúüĆôĀ
ā÷÷ó÷ĕôõ÷÷ñóñĆõóøùúùñĀùñĆøùĔòõóĂöóđúô÷óùñĄ āĉóþóđ÷ñýñóĎõúóñùñÿú
óĔċĈùúóõč÷Ąøñă÷øóđ÷ñýñóĎõöāóþúďõüĈùøô÷ĆôĀùøúóóùñþĈôďąċúþùÿāõ

þ÷ā÷ôóùñùûóó÷÷÷ĂúĔñýøô÷üđø÷þ÷ú÷ùøñăõ÷ĉùþô

āøÿø üüĉóóċô÷ø üø÷óĂċô÷ úĉûõ üďóóõó÷ ùāĔñą ÷÷ċ÷ó÷ ùõ óõ
óđĎõùó÷ĕôõ÷öó÷øô÷āùĂúóõĎĉĆô÷ôñýĎôóøóċĎ÷ñýô÷
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äÉcô°ûdG áÄ«H

Business Environment

ùûôĔúøøô÷Ċóċĉó÷÷ð÷øøñ÷Ĉċøāċô÷ú÷ùā÷üøô÷ĕôõ÷óóôøö÷ĕôõ÷ó ûċö÷ÿúóñýñăôĔċô÷ðóøāú
ùā÷üúøüĄĔñýô÷ĉþúøøô÷ùúþô÷úóþøĎċô÷óø÷ĉċñþúøþóđúóõþøó÷óđúóþøĎõúñĆøĕĈĉ
þď÷ąĈđøñýċĈôÿā÷Ĕċô÷ùñ÷Ĕúøü÷÷ôĈñýô÷÷úóĉô÷øü÷ûúāô÷÷÷ĎĂøô÷øüď÷ąĈđøñýċô÷úóüóý
øó÷ü÷óùñþô÷óđõĄøñýúùöóóøøô÷ÿ÷Ĕċô÷òùøč÷Ąøñă÷ďĉĀòĔøô÷üĊóûċô÷ĉ÷ôñăĕĈĉ
ďõ÷÷ñăóñýāô÷úĉûõü÷Ďā÷ùõóúóñĂøøĉĔô÷āĔóøúøó÷ ûùúüÿ÷Ĕõĉþúøùöāúĕøý

þ÷óùñþô÷úó÷þ÷ú÷ùøñăõ÷ĕĈĉù÷ûóóú÷øđôĐĔąúóċøāø÷÷ö÷øüô÷úóöĔąċô÷òùø

gfëJ �Éff

þĆöõĂýó÷úõ÷Ĉðñăó÷ďĉĆúóøóüõ÷òþòóö
1 .÷óùñþô÷ ā÷ùòĕĈĉùûôĔú øøô÷ ĉõ÷Ĕùô÷ óõø úñĆĔċøô÷ ÷÷þ÷ú÷ùøñăõ÷ óõ

óđõĄøñýúøøô÷úñĆĔċøô÷÷÷þ÷ú÷ùøñăõ÷Đóóñþø
2 .č÷Ąøñă÷ Ďĉ  ûùāøý ĐĔąú Đó÷ õþú úóóùñþô÷ Đó÷ Ăøùú ÷Āóċô

úñĆĔċøĈô÷÷ñýñóĎú÷÷þ÷ú÷ùøñăõ÷
3 .÷÷þ÷ú÷ùøñăõ÷ č÷Ąøñă÷ ďõ÷óùñþô÷ óđôñýąøñă øøô÷ ù÷ċô÷ ùõü÷ò

óđ÷ñāóċûøñă÷óđ÷Ĉĉď÷ùøúøøô÷ÿā÷ĔċĈô÷ôñýĎôóøúñĆĔċøĈô÷÷ñýñóĎú

155 ÷÷ñýñóĎúù÷õöóñýøó÷ĉüó÷ďõúñĆĔċøô÷ 3.3 ¢SQódG



¢SQódG º««fJ 3.3 

?âª∏©J GPÉe

1 .[1.3.3]ĄĔñýô÷øñ÷óùñþô÷úñĆĔċøÿĔñÿĂċô÷óõ
2 .[2.3.3]úñĆĔċøô÷÷÷þ÷ú÷ùøñăõ÷óđ÷ôõ÷Ďøñýúøøô÷÷ûûô÷ĉõ÷Ĕùô÷óõ

»ªjOÉcC�G ∫ÉéªdÉH §HôdG

1 .ĂóÿĈøô÷øó÷üĔúÿ÷ùô÷øó÷üùöùøöõ÷øó÷ü÷ĉĔôóċô÷úóöĉõ÷čĄøñă÷ :ä’É°üJ’G

Đó÷ďąċúþòăāô÷øñ÷āñĆĔċô÷úñĆĔċøĈôùñýô÷ĉ÷ĔĂô÷ĂñĆĔúòĆùĉÿ÷ĉõ
þùùþó÷ôöóñăøøó÷üĔú÷ñøó÷üøúĔñąĉ÷þñýúøó÷üăñÿĈõĉąñĄøñòĆùùô÷ĐĔąú

[1.3.3]

2 .ó ûõóĉ 50 ďõ ùûóó÷ øĎõ ĉċùú ÷óùñĄ ÷ñă÷āÿø úāøô ùöùøöõ÷ čĄøñă÷  :ïjQÉàdG

ùý÷ø÷āÿñąďõ÷ ûùúùĂúõøó÷þ÷ñý÷öùô÷óđúóþøĎõýó÷øñ÷ ûù÷ôó÷ ûù ā÷üúùûýó÷ø
ú÷ñ÷ùüõ÷øó÷üĆĈđøñýċô÷ú÷āĔñÿøôúóøóþøñă÷ĆôĀøñóċøüùā÷üøô÷öóôñăó÷Āñÿú

[2.3.3]þĊóċĉó÷÷ð÷øøñú÷ùā÷üøô÷øó÷üď÷ñýñóĎċô÷

�bG�dÉH §HôdG

ĊĔñÿāĈôùùąñă÷ùøò÷Ē÷ñĉċùúùøô÷ăúĔñýøô÷ăúùñďõĆùċøþõøñúüĆĎøõĈć
ùāĔñÿô÷ ăĔñĆĔø ĉĂĎú ùøô÷ ÷õóùô÷ úóòùô÷ Đĉõ÷ ĉó÷ þ÷āüóö ÷÷òĔñă ÷öóąõ ĕĈĉ
ăùñĄ÷øüĒúùøþ÷ùøô÷ĄĔñýô÷úñĆøòýñăó÷ÿýøüĆċĈùõĕôõ÷Đĉõ÷č āòüóđúÿýøøô÷

[1.3.3]þøċúĂøô÷ĆñĆùĉøñ ûĉóñĐĔą÷ñăĒöó÷ĆĂúùñĂøùú÷Āóċô

čóđċô÷øĊóċĉó÷÷ö
ÿāõ
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ü÷÷Ăøô÷ 3 π°üØdG

º««≤àdG 3 ùñÿÿô÷
á«≤j�°ùàdG º«gÉØªdG á©LGôe

1 .÷÷ñÿôñþô÷ òÿöóñÿôô÷ òúùø óõ ôú÷ÿô÷ öóùô ÷ ûùþøõ Ćøûú Ćö÷ òĆùøñ÷
[1.1.3]óāñ÷āøñă÷øñõúùúøøô÷Ąôñýô÷÷ñúùñĄøñÿ÷ąøāøñýûøô

2 .ÿù ýóñýò÷ ÿùøõ ùþøõ øñ āó÷Ă÷ üñýĂô ÷ñāøñýûô÷ Ąôñýô÷ Āøøôú Ā÷ó
[2.1.3]āøóþõāô÷Ăùþøûô÷ñāøñýûô÷Ąôñýô÷

3 .ÿąûú Ā÷ó ÷÷ñĆóúā ÷úøý÷ ÿøþú ÷óùñĄ øñ øĂúôñýú ùúõ Ćö÷ òĆùøñ÷
ĆøóùñĄ õøù ÷ñúùñĄ ù÷ üāñ õøù Ćúùóñýûô úøā÷ òö÷ùñþô÷ ü÷ñýĂú óÿô

[1.2.3]óāñ÷āøñă÷
4 .÷÷òôñýô÷ óāúóöóąõõ÷ āùùú Ā÷ ùúü ó ûòôñă ùþú óõ ÷óùñĄ õøù õþú ÷Āóûô

[3.2.2]óā÷øùĀôñøñýøñăøøô÷÷÷òôñýô÷÷ñÿñô÷ùúĂúĆôøóø
5 .óõ øóô÷ ùùóùúôôøþ÷ø óùõøñ ÿ÷óùøñþûøô óúôñúùú÷ôú Ćö÷ òĆùøñ÷

Ćøøóüõ÷òñĆøĄôñýô÷øñóùûô÷úñĆôõúñøôóāõôøñýøñăøøô÷÷Ăúùóô÷
[1.3.3]

6 .Ąôñýô÷úñĆøúñú÷ā÷ùòóþøĀóñþøāøñô÷øþôúóóùñþô÷õøùõþú÷Āóûô
[2.3.3]óā÷ñýñóþõóñùñÿúõøù

í∏£°üªdG∑QÉ«àNG∞jô©àdG

.1ûùô÷÷øùþú.CGøñ òÿñÿôøô÷ úñĄ ûóóò ā÷āøñă ýôøñýú ÷÷þ÷ú÷ùøñăõ÷
ÿ÷ąøāøñýûøô÷÷ùôþô÷óôøóô÷øóüóñô÷õøùāùùøô÷øĄôñýô÷

.2Ąôñýô÷÷ñąùñÜ÷óùñþô÷ õùñýúø úñĄ óôñĆôø ùÿñûô÷ Ąôñýô÷ óùóóò ý÷
Ăø÷øøü

.3Ąôñýô÷øñúñĆôûô÷êòăóñă÷ õøù ùĂóøûõ óöóąõõóø úøûøú ó ûòôñă óāÿñąôø ùÿñõ Ąôñă
ă÷òô÷ñôô÷

.4Ąôñýô÷óöóąõõ÷.OĄôñýô÷óùóóòÿõóā÷þüÿąûúøøô÷÷ÿ÷ùúõ÷øôóûüõ÷

.5÷÷òôñýô÷÷ñÿñô÷.`góþøþûô÷óûñăøóú÷õõöóü

.6ăúôñýøô÷÷÷þ÷ú÷ùøñăõ÷.hýóõ÷ óāúóõþ ø÷ óāúóþøþõ òĆùù ÷÷ÿ÷ó ÷óùñþøô ÿñú ÷óþ
ýĂú øøô÷ óóùñþô÷ úõ Ąôñýô÷ øñ òýñóþøøñă Ā÷óø Ćøāøñýûô÷

÷ā÷ôñĄóõþøóþøþõ

.áÑ°SÉæªdG äÉØjô©àdÉH äÉë∏£°üªdG π°U

á«≤j�°ùàdG ∂à¨d Q�W
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Č÷÷Ăøô÷ 3 π°üØdG

.7ùù÷÷óċþô÷ăúĔñýøô÷.RčĔđÿċô÷ ă÷ôóøø øñýñóĎøô÷ ÷ċøô÷ ă÷Ăāøô ĕùñýú ùċøñýõ āĔñÿú
þøĂúĔñýøô÷

.8òÿñÿĄøċô÷ăúĔñýøô÷.ìĒöĔċ÷ĂúĀ÷óøĆĈđøñýċô÷ď÷Āøñ÷õþøó÷ÿøĎċôùúùÿô÷ùāĔñÿô÷
þ÷đ÷ôñþô÷úóþøĎċô÷úõ÷öāóĂõ

.9÷÷þ÷ú÷ùøñăõ÷
úñĆĔċøô÷

.•þ÷Ďā÷ùõúóþøĎõ÷ðÿøÿøĎċô÷ôøā÷÷Ĉċĉ

.10ÿøĎċô÷Ā÷Ďñÿú.…ùù÷ôó÷ðñöøþôČċñÿõøĂúĔñýúÿúõñóñþöõ÷ ĉċñþú÷÷þ÷ú÷ùøñăõ÷
þď÷ąĈđøñýċô÷ďõ÷ĉĔĎøõø

.11ÿøĎċô÷ù÷õ.∑óđ÷ĈĉĀ÷Ĕāøñă÷÷óùñĄĉóúòĔøúøøô÷ĄĔñýô÷øôóċüõ÷ďõ÷ñÿāô÷
þóđ÷ñýñóĎõúõ÷öāóĂõ

.12÷ñđøñýċô÷ĄĔñýô÷.∫č÷Ąøñă÷÷ñóûóøó÷ ā÷ùąúùċôù÷ñþúóõÿøĎõč÷Ąøñă÷ďõñü
þóđĎ÷ùø÷õþøó÷ÿøĎċôĆĈđøñýõ

§«£îàdGh gj�°ùàdG åëH

1 .÷ùøāó÷ ÿýø üõóñþĎô÷ ÷ø÷ øñ óđõ÷Ąøñă Ćúô  û÷ñĔôóóõ  û÷õþ øó÷ ó ûþøĎõ ÿý
òÿĄñĄ āĉóďõóđ÷ĈĉĊĔñÿāô÷ĕôõ÷Āóøāúøøô÷úóõĔĈùċô÷ÿýøČđøĈøóĂċôòąóĄñĄó÷
čóööďċñĆøö÷ùñþô÷ČđóĔĈñăĀ÷Ďñÿúøü÷ñđøñýċô÷ĄĔñýô÷ĀñąøùúĔóúĉüó÷ďõ
 Āùüó÷ þóđúùøþ÷ øøô÷ ÷õĄô÷ øó÷ ÿøĎċĈô ÷ôñýĎôóø ÷õĄô÷ øó÷ ÿøĎċô÷ ñ÷ùñĄ Ā÷Ďñÿú

[2.1.3]ú÷÷úò÷čóđċô÷øÿöøúøóĂċô÷
þĒøĈøóĂċøùċòòÿĄñĄ āĉóóđôøċøĎúøøô÷÷÷òĔñýô÷÷āúùñþô÷Āñą  . CG

ùûóó÷øó÷÷ñđøñýõĄĔñăďõ÷ ûñüĐĔöĔą÷ñă÷ùøāó÷òąóĄñĄó÷Đóó÷Āõ÷óõÿý . Ü
þĄĔñăďõ

õôñă ĂñĆøø ĒøĈøóò òÿĄñĄ  āĉąô õñăóĎċô÷ ĆĈđøñýċô÷ ñ÷ùñĄ Ā÷Ďñÿú ÿý . ä
þĀ÷Ďñÿøô÷÷øđôćāó÷øþ÷
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2 .÷÷øùùô÷÷ąĈċċĈô÷÷ñ÷ùĊĔċúô÷òÿöóñÿĄô÷ĊĔýúóõĔĈùõďĉùöùøö÷øñüāø÷
ü÷üāċô÷ úóõĔĈùċô÷ úü÷ā þ2022 čóĉ ÿ÷ùú ďõ üĊóûċô÷ ĉ÷ôñă ĕĈĉ ü÷úÿĔùñýô÷
÷÷øùùô÷ ÷ąĈċċô÷ øñ ÷ċöóĂô÷ úóóùñþĈô ÷ċđõ ÷÷ñ÷ùĊĔċúÿ òÿöóñÿþýûùøþ÷ø
ďąċú÷õþøó÷ó ûþøĎõøĐóąñýô÷ďõĄĔñýô÷øñ÷āúùñĄ÷÷ñąóþ āĉąôÿýþ÷úÿĔùñýô÷

úĊóûċô÷ĉ÷ôñăĕĈĉþ÷÷òĔñýô÷÷āúùñþô÷ĆĈúøñóđ÷ĈĉĊĔñÿāô÷
āďñýô÷:á«°UÉîdG

ùûóóóñó ûõóĉ50ČđĎñăýĈôúďúøô÷òąóĄñĄó÷:¥ƒ°ùdG øe áëjô°ûdG

[1.2.3]þďúĉóĂøċĈô÷÷ôóċô÷úóõĄô÷ČúĂú:áeóîdG hCG èàæªdG

3 .þóđ÷ñýñóĎċø ăĈùøú óċ÷ñ ÷õþ øó÷ ÿøĎõ úñĆø ÿāú Đó÷ úóóùñþĈô ùāøùñúô÷ ďõ
ď÷Āøñ ûùĂāóø û÷öóąõĉøāú÷õĄô÷øó÷ÿøĎċô÷ĉùüĔ÷úñĆĔô÷úāúďõāđô÷
ùñýô÷ăö÷ùóô÷ďõùó÷ÿýü÷÷úò÷÷ċöóĂô÷č÷Ąøñăóøøþ÷ñýñóĎċôóø÷öāóĂõĉ÷ċùô÷
õôñă ĂñĆø üćāó÷øþ÷ ùøø þ÷õþ øó÷ ÿøĎõ  āĉąô ÷÷ċ÷ó÷ ùûóó÷ ĐĔąøñă úñĆĔċøĈô

[1.3.3]þ÷Ăúùóô÷ēøđôćāó÷øþ÷
þ÷öāóóô÷÷÷ôóô÷÷úóĉùô÷ó÷ùõ . CG

þó÷öĔôĔóøó÷ùÿāĔøñýõāĔóĉ . Ü
þ÷÷ôĎċô÷õúóąċô÷ýóûó÷ . ê
þ÷÷öôô÷÷òó÷Ĉô÷ĊĔñÿñ .O

þøôÿĎô÷ďĉõ÷ĂĎøô÷øñčĄøñýúùùÿāô÷öĔôöó÷ .`g
þóö÷ð÷øďõò÷ĉ÷ñýĊĀöĎõ .h
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4 .ďõ%94ĕĈĉĀĔāøñýúùù÷ôó÷ñý÷öāùüóøõ÷ûûĒ÷ñ÷ñóûąô÷ôñăĔøõøĎąñăúċþú
ú÷ùúĂøô÷ù÷ñþúøþ÷÷Ăôøċô÷%6÷ôñýöùù÷üñÿô÷ùüóøċô÷ČñăóĂøúøüĄĔñýô÷øôóċüõ÷
ĔāĎøāĂÿúøĎąñýô÷úċþøô÷÷ø÷øñ÷ôóĂôô÷úóþøĎċôĄĔñýô÷úóöóąõõ÷øôóċüõ÷Đó÷ĕôõ÷

[2.2.3]þúċþøô÷÷ø÷øñĉċøāõĉ÷ċĉ25,000ĔāöüĔúøþĊóúāĐĔ÷Ĉõ161
÷ôóĂôĈô÷ñý÷öùô÷ùüóøõ÷ûûĈôĊóúùôóø÷÷ôóċüõ÷÷÷òĔñýô÷÷ñÿāô÷óõ . CG

÷óĔĈċċô÷ ùù÷üñÿô÷ ùüóøċĈô Ċóúùôóø ÷÷ôóċüõ÷ ÷÷òĔñýô÷ ÷ñÿāô÷ óõ . Ü
øôó÷óô

÷úøóñýøõóđù÷ċüùöóó÷Āõ÷òý÷öā÷ôóĂøùþøõ āĉąôĊóúùôóø÷÷òĔñýô÷÷ñÿāô÷óõ . ê
ĄĔñýô÷øñ

ĕĈĉĉċùô÷øñó÷øøüĒćóñþöúñă ÿøø÷ ûùþôĔõ÷ñý÷öùô÷÷ôóĂôô÷ùüóøõýó÷ÿ ÿü .O
øñùþøċô÷÷øđô÷÷òĔñýô÷÷ñÿāô÷úÿ÷Ăüú÷ùā÷üøô÷ēøđô÷þ÷øöþ÷ĉóñă24ā÷õ

Ċóúùôóøùúþô÷÷÷òĔñýô÷ĒøñÿýóõþĄĔñýô÷øôóċüõ÷ďõ%45ĕôõ÷ĄĔñýô÷
÷ñÿāô÷óċñüĄĔñýô÷ďõ%6ĆĈøċúĊ÷úùù÷üñÿô÷ùüóøċô÷ āĐó÷óĎĈ÷Ąú÷Āõ÷ .`g

Ċóúùôóøďúùþò÷ď÷ñý÷öùô÷ďúùþøċĈô÷÷Ăôøċô÷÷÷òĔñýô÷
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äGQGôfdG PÉîJGh gj�°ùàdG IQGOEG

1 .Ċóċĉó÷Ċóüùô÷÷ùċüćóĎ÷þøĈāċô÷ĆùċøþõøñăúĔñýúāóñþøñýõĆöó÷òĆùøñ÷
ăúĔñýøô÷ úóñăāóċõ ď÷ñýāøø ÷ċøđõ ÷ñýñăôĔõ ø÷ø üĊóċĉó÷ ď÷ñýāú õøąõ ĕċñýú
ĊøóĎøúþĒĈċóóóøúċøþċĈôĊóċĉó÷ÿóñÿøò÷ď÷ñýāúĕôõ÷÷ñóñĆõóøü÷úÿùÿô÷úóóùñþĈô
ù÷ĉ ÿÿĂôþ÷ċĈóñóĂôõó ûÿ÷ñĆĐĔĉúøüùđñþô÷øñùý÷øùùõó ûùõñ÷üô÷ñóñúĉó÷
ďċñúøúüóö÷ċúĂúó ûñĆùĉĉó÷þĄĔñýô÷úñĆøúāúĊĔý÷ċĈóñóĂôõ÷ĕôõ÷ùđñþô÷÷ø÷

þĊóċĉó÷ď÷ñýāúõøąõčóõó÷öóóþñóĂôõü÷úùñÿøĉöóñăø
ďċñúøú Đó÷ ďąċú þăöóòÿ ùñþĉ Ĕāö ÷ñþòóĎċô÷ø üúāô÷ ùċøñýú Đó÷ āùĂċô÷ ďõø
ñóñúĉó÷óđùòĔøúĐó÷ďąċúøøô÷ÿöóøĎô÷øüúñĆĔċøô÷ĊĔý û÷ñþòóĎõøċúĂøô÷ĆñĆùĉ
þùñýô÷úñĆĔċøô÷úó÷ĎĂúĕĈĉ÷Ĉûõó÷ø÷ñþòóĎõøüĉĉóÿô÷úñĆĔċøô÷úāúĊþďõ
ĆôøóøüĒĈċóóóøĊóċĉó÷úċøþċôúò÷Ĕċô÷úāúĉċùúĐó÷ďąċúĀ÷óăùñĄďõóóóú
ĆñĆùĉøñóđõĄøñýøñăøøô÷÷úùñÿôô÷ĉöóñăĔô÷óôĔúĐó÷õþúþ÷úÿùÿô÷Ċóċĉóô

[1.3.3]þĆøóóĄô÷ċđċô÷õö÷Ĕþô÷ĕĈĉøċúĂøô÷
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2 .÷ñùùċôăö÷ùćùĉ÷óùñþô÷čĄøñýøñăþ÷óùñĄĂøññóóùñþô÷ďõ÷ĉĔċþõúõúāùò
÷õþĆøóùñĄ čĂøñă þ÷÷ĈāõúóóùñĄ óđù÷ôú úóõþø úóþøĎõ ÷ĉĔċþõāóùñăó÷
÷ñùùċôþ÷ñýñóĎċô÷úóóùñþô÷óđù÷ôúøøô÷úóõĄô÷øúóþøĎċĈô÷÷ôóāô÷āóùñăó÷÷ñùùõ
üĀúóđô÷ùôĉøüóđñýÿöúóþøĎċô÷ú÷ôúùüóøõùĉøñĄĔñýøøñăóđøöāóĂõøāóùñăó÷
úóñýñăôĔċô÷øüúóóùñþô÷ćõùāóúĂøüú÷ùñþĎô÷øüúþċô÷øüĀāñÿô÷úóöĉõ÷ø
ùôĉď÷ąĈđøñýċĈôùó÷āúóĉóøñă÷øÿĎøñăóċóþúóõĔĈùċô÷ĕĈĉĊĔñÿāĈôùùñĄóôõ
ĉúĔċú āÿóñÿõ ĐĔąøñă þ÷÷Ĉāċô÷ ĄĔñýøô÷ ó÷ùõ øñ ÷÷ñÿĄñĄ úøóĂõø üĀúóđô÷
ĐĔõĄøñýċô÷ óđùñú øøô÷ čĔñăùô÷ø üČąùòĔõ ùôĉ ď÷ĎĈùċô÷ úóĉĔñõ ÷óùñþô÷
ùûóó÷úóõĔĈùõòĆùùúùøô÷øüùùñýô÷÷öāóĂċôĆùòĔõďõùþóÿô÷ā÷ñąõ÷č÷Ąøñă

þøöóþċô÷ā÷ñąõóø û÷öāóĂõ û÷ñÿÿú
3 .ú÷Ĉðñăó÷ēø÷ďĉ÷øóüõóøĆøóùñþôăúĔñýøô÷÷÷Ĉċĉđü

óđõĂúøøô÷úóõĔĈùċô÷č÷Ąøñă÷ďõćôøċĉďąċø÷ñăĀ÷ó . CG
ùÿĔþô÷øùùñýô÷ü÷ýďõĆøóùñĄúóõþÿùÿøøñăĀ÷ó . Ü

Čđõóõó÷÷÷ñýñóĎøô÷ù÷ċô÷ĆāĎċú÷ĀóõøćĔñýñóĎõďõ . ê
øþúøùú øöøùøąôõ÷ úòĔõ øó÷ üāĔñþĎõ ÿ÷ĉõ ÷Ĉðñăó÷ ēø÷ ďĉ Ćúóøóüõ÷ čĄøñă÷

þĆöċĉĊøó÷ö÷øøüĒõĄøñýøô
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gj�°ùàdG ∞«∏μJ

úùúþĎ÷þô÷ĊóóĎøú÷ôú÷÷ôøÿ÷óùñþôùāĔñþċô÷č āĂúùÿĔùñăāóñþøñýõĆöó÷òĆùøñ÷
þ÷úÿĔùñýô÷÷÷øùùô÷÷ąĈċċô÷øñóđúóþøĎċô÷ýóøċô÷ĄĔñýô÷úóöóąõõ÷ùõ÷ñùùõ÷óùñþô÷
÷ø÷ĕĈĉóö÷ôóý÷óùñþô÷ ĒòĔñýúø ÷ċ÷Ăô÷ øôóĉøùÿĔþô÷ øôóĉÿøĎõĔ÷Ď÷þô÷ ĊóóĎø
ùúùĂú ÿ÷ĉõ ÷÷Ĉāċô÷ ĄĔñýôóø Ćøñùùõ čĄøñă÷ø üāø÷ þùùþó÷ Đ÷Ĉø øñ ĔāĎô÷
ď÷ąĈđøñýċô÷ďõùùþó÷úóðñø÷÷ñ÷ùĊĔċúô÷úóðÿô÷ĊĔýúóõĔĈùċøĒ÷ñēÿøúĆĈ÷ċùô
þúóðÿô÷ēø÷ď÷ø÷óùñþô÷úóþøĎċøčóċø÷÷ùĔøñýõĊĔýøüóđñ÷đøñă÷ďñýāøñýúøøô÷
ĄĔñýô÷øñ÷āúùñþô÷ĊĔýúóý÷ùøò÷č āĂúøüćāóąñó÷øĆþöóøöĒ÷ñč āĂú÷ ûùúùĂúĉó÷

þóđøúøċøøñăøøô÷ĄĔñýô÷úóöóąõõ÷ā÷Ăõøü÷óùñþô÷óđñđøñýúĐó÷õþúøøô÷

čóđċô÷øĊóċĉó÷÷ö
ÿāõ
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4 π°üØdG

äÉeóÿGh äÉéàæ�G
÷ñđøñýċô÷ĄĔñýô÷øď÷ąĈđøñýċô÷ćĔĈñăďĉ÷ôñýøąċô÷óđøñùùõúóóùñþô÷čĄøñýúúóõĄô÷øúóþøĎċô÷ùúĔóøô
õñăóĎøøñăĀ÷óøü÷õĄô÷øó÷ÿøĎċô÷ú÷÷õÿøĎċô÷ùúĔóú÷÷ĈċĉñóĎûó÷úóóùñþô÷òăāúøþùôóó÷úó÷öóąõõ÷ú÷Ā
Ēùñúúùøô÷ÿøĎċô÷ùñąóĎĉĕĈĉĉñÿÿô÷÷ø÷øñāùùøĎñăþ÷õĂċô÷úóõĄô÷øó÷úóþøĎċô÷ďõúñăøó÷Ąóóöúõ
÷ċċñÿċô÷ ĆĈú ďĉď÷ąĈđøñýċĈô ÷ċċñÿċô÷ úóþøĎċô÷ úóċøúø üóđúóþøĎõ ùúĔóú Ďĉ ó÷āóôøĉ÷ øñ úóóùñþô÷

þóđôó û÷ĂúĔñýúó ûþúõăĈĄúø û÷õþāĔóúĀ÷óøüùúüúóþøĎõúóóùñþô÷āĔóÿúĀ÷óøüúóóùñþĈô

 ¥É£f í°VƒJ ∫õæŸG äÉfÉgO øe IQÉàfl á∏«µ°ûJ

.∂∏¡à°ùª∏d ìÉàŸG QÉ«àN’G



π°üØdG ¢ShQO

 èàæe AGô°T QGôb òîàJ ∞«c

 øe ójó©dG ¬æe ôaƒàj

?áØ∏àîªdG äGQÉ«îdG

 èàæe AGô°T QGôb òîàJ ∞«c

 øe ójó©dG ¬æe ôaƒàj

?áØ∏àîªdG äGQÉ«îdG

÷õĄôóøÿĔñÿĂċô÷óõ 4.4 ÿøĎċô÷ÿúõ 1.4

úóõĄĈôøĂúĔñýøô÷ÿúċô÷ 5.4 úóóùñþô÷øď÷ąĈđøñýċô÷úóþøĎõ 2.4

úüÿøĎõùúĔóú 3.4



www.ien.edu.sa

»ªbôdG ¢SQódG §HGQ

1.4

èàæ�G èjõe

á°ù«FôdG äÉë∏£°ü�G

úóþøĎċô÷ôþ
Product Line

ÿøĎċô÷÷Ĉ÷ąñþú
Product Assortment

Ā÷Ĉüøô÷ø÷ðôùøô÷
Packaging

÷úāóþøô÷÷õùô÷
Brand

÷Ĉþñýõ÷úāóþú÷õĉ
Trademark

÷úāóþøô÷÷õùĈôñĔô÷
Brand Loyalty

÷ñÿþùõ÷úāóþú÷õĉ
Licensed Brand

úĕĈĉ÷ ûāÿóòĐĔąøñăòăāô÷÷ø÷ďõñóđøö÷ùø
þÿøĎċô÷ÿúõñ÷üó÷Āñąø 1.1.4

þúóþøĎċô÷Č÷ċñÿøô÷ûûô÷úóúĔøñýċô÷÷ñþòóĎõ 2.1.4

þ÷úāóþøô÷÷õùô÷ùúĔóúø÷ðôùøô÷øĀóøöõ÷õĔóþ÷÷ċ÷ó÷ăùñĄ 3.1.4

º∏©àdG ±GógCG

á«fj�°ùJ Q�eCG

ĀóĄú÷ď÷òĔñýċô÷ĕĈĉõþúüúüÿøĎõùúĔóú÷óùñþô÷ĉċąúĐó÷ ÿùþċø
ÿ÷ùñó÷ď÷ąĈđøñýċĈôĒù÷ôôčĄøñýÿ÷ñăùøô÷úóþøĎċô÷ÿúõĐóóñþøú÷ā÷ùò
øó÷ ĐóĎñăó÷ ùóñĄùñù øñăóñăó÷ ÿøĎċø ĐĔòĔñýċô÷ ñôĔ÷ ó÷ôú þúóóùñþô÷ øó÷
ÿøĎċô÷ ĐĔÿ÷ñúúø ĐøāĔóúČû þø ûûõùúĔ÷ôċóÿõóöùø ďõñüøó÷ ùāó÷ñă
Đó÷ ùø þùÿāõ÷ñđøñýõĄĔñýô ÷õñċô÷ ďõúċô÷ õñýøą÷ô øñăóñăó÷
ÿøĎċĈô ÷úāóþøô÷ ÷õùô÷ Čñă÷ Đøÿāú üúóñóñĆõ÷ ĆĈú ĐĔòĔñýċô÷ þĎú
óđøñóñĆõ÷ďąċúøøô÷úóĂāĈċô÷ĕôõ÷÷ñóñĆõóøüøďąõó÷Đõ÷ùĒÿ÷ĈüúøĒøðôùúø

þĉċøāċô÷ĆĈđøñýċô÷øñĆùúøöøþøñăøøô÷øĒ÷ôõ÷

 ∂àaô©e §°ûf

1 .þú÷÷ċô÷ēøđø û÷ċöóòđüþ÷ñąóþú÷÷õùĀčóöøöóøĒõĄøñýúÿøĎõøñùąñ
2 .ÿøĎċô÷Č÷ċñÿú÷÷Ĉċĉú÷ĔóþóõüĆúó÷āøñ
3 .üúóþøĎõ÷ĉĔċþõøó÷ü÷ĉĔċþõďõñþóóõ÷óùñĄĒþøĎúÿøĎõú÷øĉóñýúĀ÷ó

ÿøĎċô÷÷ø÷ďõúċô÷ú÷øĕĈĉ
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 1.1.4

èàæ�G èjõe ô°UÉæY
Product Mix Elements

ēø÷ ĐĔąúø üùúùñ ú÷÷õ ĕĈĉ õôóüô÷ øñ  û÷ó÷ñýø øôú øøô÷ úóþøĎċô÷ ùĔøāú
÷ćóñýøĕĈĉþó ûĎ ā÷ùõó ûþøĎõď÷ąĈđøñýċô÷ñ÷ùñĄā÷ùòøñó ûùñ÷ÿó ûöó÷ýó÷ùúùÿô÷ú÷÷ċô÷
÷þøĎċô÷ ÷óùñþô÷ úøĄú÷ üú÷ù÷ùñþø òăó÷āø Ć÷øñăøòúôĂõüÿøĎċóĐóĎñăó÷ ùóñĄùñ
÷ôĔđñýô Č÷ċñÿøô÷ ÷÷øó÷ñýö÷ ùõø üòúôĂċô÷ ĊĔć ú÷āó÷Ąô÷ ēø÷ ďõ þú÷āó÷þ ùĉ
ùóò÷üāÿøüú÷Ďñÿøô÷Đ÷Ĕôó÷øüČÿĈôóđôĔþÿ÷üāÿøùóñĄùÿô÷ñóĎāö÷ùõøüóđóóñýõõ÷
óđøÿ÷ĈøĐóĎñăó÷ùóñĄùÿô÷ùĎñÿċô÷÷óùñþô÷Ċùúó ûöó÷ýó÷þóđôĔćøóđøöøùõøú÷ù÷ùñþô÷
÷óùñþô÷ ú÷ôú òø  ûûõ ÷úāóóôø ĉċùøô óđĈúùú üĊóûċô÷ ĉ÷ôñă ĕĈĉ üñ÷ÿó÷ ü÷ý ďõ
÷úóĎùô÷úóĂāĈõďõ û÷ĉĔċþõĉċñþúĐóĎñăóóø÷úóĎùĈôĉõóóčóööďõñþóùóñĄùÿô÷
Čñăóø ùóñĄùÿô÷ ú÷ôøñă ÷óùñþô÷ Đõóñ üĐóĎñăó÷ ùóñĄùñ ú÷÷õ ùöóó óċđõø ĐóĎñăóóø
Ēóøùú ùþò÷ òúùôô÷ø ü÷ñøùùõ ÷÷óđøñă÷ ÷úāóþú úóõĉ óđñúùø ü÷úāóþú ÷õĉ

þúāøô÷ĒüøĕĈĉĐóĎñăóóø÷úóĎùôóøĐĔąĈđøñýċô÷

úóþøĎċô÷ āĉąôÿøĎċô÷ô÷óĄú÷÷ċ÷ó÷õôñăóõ
÷ñąóċāô÷úĉûõüóđĎõ÷ó÷ñýôô÷ĕøý
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÷óùñĄ ùó óđôþ ďõ ďąċú ùùþó÷  û÷Ăúùć ÿøĎċĈô ùÿóđñĄ øó÷ ĐóċñĆ ČúĂú ùú
ĉúôúĆĈđøñýċĈô÷ùĎñÿċô÷÷óùñþô÷ďċñúúòþóđ÷ñýñóĎõúóþøĎõďĉóđúóþøĎõ÷÷ċú
øñĆĈđøñýċĈôñ÷ùñþô÷÷ċ÷òÿùÿúòúĊóûċô÷ĉ÷ôñăĕĈĉþó ûô÷ùõĂôñąó÷øó÷Đóó÷Āõ÷ÿøĎċô÷
÷òĔûĔõ÷đüďõ ûùÿóđñĄĆôĀďĉ ûø÷óùñþô÷čĂúòøþÿøĎċô÷ďĉēóñĆāčĉ÷ôóý

þÿøĎċô÷ùÿĔüĕĈĉđñþú÷òĉú÷Ā
ùñ÷Ĕøúþ ûùĂùõĐĔąúò÷ó÷ñýôô÷úóþøĎċô÷ĕøýĒöó÷ĐóĎñăó÷ùóñĄùñĊóûõĂñĆĔú
ēāĔóú úü ÿøĎõ úóċú ÷ôøóāõ Ďĉ ó÷ĀóĄú÷ õþú ú÷āó÷þ ùĉ úóóùñþô÷ čóõó÷

þČđúóôĈóøõøď÷ąĈđøñýċô÷úóüóýûóôñĄõ÷òĆùüøóđ÷ñýñóĎõĕĈĉĄĔÿøĈô

 2.1.4

èàæ�G º«ª°üJ äÉj�à°ùe

The Levels of Product Design

øñČû üøñăóñăó÷ ÿøĎċô÷ Ĕ÷Ċøó÷ ùĔøñýċô÷ þÿøĎċô÷ Č÷ċñÿøô úóúĔøñýõ÷ûûćóĎ÷
÷ ûù÷þó÷øüú÷āó÷þøú÷÷õ÷ñóñĆõóøøñăóñăó÷ÿøĎċô÷÷ø÷ďñýāÿúøĊ āùÿúøöóûô÷ùĔøñýċô÷
øöóđĎô÷ ÿøĎċô÷ Ăôñÿ÷ô ÷÷Ĉ÷ċąøô÷ úóþøĎċô÷ø úóõĄĈô ôóĄÿú üôóûô÷ ùĔøñýċô÷ øñ

þ āýĕñÿòóď÷ąĈđøñýċĈô÷ û÷ÿõ

»°SÉ°SC�G èàæªdG

Basic Product

÷üóāô÷ĕĈĉ÷ôĔđñýøĆĈđøñýċô÷āùùøúþĉąñĄôñýøó÷ øñÿøĎċô÷Ĕ÷øñăóñăó÷ÿøĎċô÷
ú÷ċüøøñăóñăó÷ā÷ñąõ÷óđôúóþøĎċô÷Čöùõþøñăóñăó÷ÿøĎċô÷÷ø÷óđùôñþúøøô÷÷āĈċô÷

þĒøóñþøô÷ùúñĄ÷÷ñăóñăó÷úóþøĎõĐĔõĂúúóóùñþô÷øñýñóĎõ

gf� �Éff

þćùøñÿøñ÷Ĉðñăó÷ďĉõüó÷
1 .óđ÷ñýñóĎõúóþøĎõďĉóđúóþøĎõ÷ċøôĒĈùñ÷óùñþôóøāþúùøô÷óõ
2 .óđúóþøĎċôñċùô÷ú÷ÿóđñĄøúóöóċñĆďõúóóùñþô÷úÿøĎúĀ÷ó
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Q�£ªdG èàæªdG
Enhanced Product

ĐĔąĈđøñýċô÷ Ċøóāú ĆôĀ úõø þñċùĈô ÷úāøùñúô÷ úóüóāô÷ øñăóñăó÷ ÿøĎċô÷ úôñþú
úóþøĎċô÷ ĐĔċ÷Ăú þùý÷ø ñ÷ùñĄ ÷÷Ĉċùø ùÿùøõ úóôĈóøõø úóüóý ûóôñĄõ÷ ó ûöó÷ýó÷
ĕĈĉú÷ùúĔóúúóóùñþô÷Ā÷ñúúøČđúóüóāôó ûĉóôñĄõ÷ùûóó÷øĉñúñó÷čĂúóđúó÷÷ñùùċô
ĕĈĉþ÷÷ñóñĆõ÷ú÷āó÷Ąô÷øú÷÷ċô÷óđĎõøüúóüóāô÷ĆĈúûóôñĄõ÷÷ñăóñăó÷óđúóþøĎõ
úóü÷āô÷ďõĀĀóċöøñüčóþýó÷ùÿùøõú÷āóćõóøúóü÷āô÷úĎñÿÿúüĊóûċô÷ĉ÷ôñă
÷óùñþô÷āóøĄøñăþ÷ĉùñă24ĕôõ÷ĉñÿúùÿùÿõòăøùú÷ôñýĎøøüĄóôñýô÷úóü÷āÿøó÷÷÷Ĉôþô÷
þú÷āóćõ÷ĉą÷÷øüùĂċô÷Č÷ċñÿúøüāóćõ÷ú÷Ďñÿøôÿ÷Ĕċô÷ó ûñúúó÷÷ü÷āĈô÷ùĎñÿċô÷
ùúĔóúĊóąñĄó÷ďõøþÿõõúóõñąÿóñúċøúóü÷āô÷òúùøĉóó÷÷úóóùñþô÷đþøñ
ñóċñăó÷ø üĐ÷Ĕôó÷ø Č÷ċñÿøô÷ øñ úóñøþ÷ø üùÿĔþô÷ úóúĔøñýõ ù÷÷üú øñăóñăó÷ ÿøĎõ

þĀ÷Ĉüøô÷øü÷ðôùøô÷øü÷úāóþøô÷úóõùô÷
Ēöó÷ ĕĈĉ ù÷÷üøô÷ ñċùô÷ òúùø ùùúø þÿøĎċĈô øñăóñăó÷ ĉąñþô÷ ďõ ùúĔóøô÷ ù÷üú
ĉøó öúāøùñĆďąúČôù÷÷üøô÷Đó÷ùþò÷òúùôô÷ùùúòøþČ÷óñĆāúùøôĕùñýúď÷ñýāú
÷ñđøñýõĄ÷Ĕñăó÷ùĉñóñĆāõ÷ďõúóóùñþô÷ùāĔóċô÷úóþøĎċô÷ďąċúøþĊóõòôó ûô÷Ąõ
ú÷āó÷Ąô÷ø ú÷÷ċô÷ ďõ ÷ÿĈøĄõ úóĉĔċþõ úóóùñþô÷ āĔóúø þý÷ø øñăóñăó÷ ÿøĎċø

þĐóôñýāô÷øñùý÷ø÷ñđøñýõĄĔñăúóüóýúñĆøúõ÷úāóþøô÷ñóċñăó÷ø

èàæªdG ≈∏Y äGOÉjõdG
Product Extension

úóõĄô÷ČúĂúùôĉÿøĎċô÷ďõċøñýċô÷ĆĈđøñýċô÷óñĆāď÷ñýāúó ûñúúó÷úóóùñþĈôďąċú
øøô÷÷÷ñóñĆõ÷úóþøĎċô÷ĕøýøÿøĎċĈôĊó āùÿô÷č÷Ąøñă÷ĊĔýúóõĔĈùċô÷øúóöóċñúô÷ø

þøñăóñăó÷ÿøĎċô÷č÷Ąøñă÷ď÷ñýāúĕĈĉĉċùú
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úóüóāô÷ āĄø÷÷ñóñĆõ÷ ñċùô÷ úóüóýûóôñĄõ ÷ôó āùñ ÷Ĉ÷ñăø ø÷úóõĄô÷
üČ÷Ĉñýøô÷ø üĐóċøö÷ úóõĄô÷ ēø÷ ÷Ĉûõó÷ ďõø ùùñĄóôõ ÿøĎċô÷ č÷Ąøñăóø ÷ĂĈùøċô÷
ùôĉ ñċùô÷ óñĆā ď÷ñýāú úóóùñþĈô ďąċúø þøĎÿô÷ Čĉô÷ø üăñąõ÷ø üõ÷óùøô÷ø
ÿøĎċô÷č÷Ąøñă÷ďõČđĎ÷ąċøôó÷ôø÷ùñĄď÷ąĈđøñýċĈô ďąċú÷÷ñóñĆõ÷ úóþøĎõă÷ùøò÷
÷ù÷õóó úõ Ēõ÷Ąøñă÷ ĆĎąċú Čö÷ĔĂô÷ øûû ĉõóý ü ûûõ þùôóó÷ ÷÷Ĉĉóÿø øñăóñăó÷

þĆø÷ñąóĄô÷Ĕú÷ÿô÷úćóĂõùÿĔüď÷ñýāøôĔú÷ñ

gf� �Éff

þ÷Ĉðñăó÷ēø÷÷øóüõ÷÷ĔñþòóöČûó ûĂúùñ÷Ĕö āĔó
1 .āĔóċô÷ÿøĎċô÷øøñăóñăó÷ÿøĎċô÷ď÷øĄùÿô÷óõ
2 .Č÷ó÷ Đó÷ čó÷ óđõ÷Ąøñă÷ øó÷ ÷÷ñăóñăó÷ úóþøĎċô÷ ñ÷ùñĄ ĉñúÿú ĉ÷

þĆøøóüõ÷ăùñĄ÷óõ÷ĂúùóøďñýāúÿøĎċô÷Đó÷Ćô÷ôñýĎôóø
3 .úóõþČúĂúďõúóóùñþô÷÷ÿøñýúùõùó÷ĕôõ÷üćùöö÷đüøďõ

ČđöóĂôøñă÷øñċùô÷öøüĕĈĉóđúāòøñóõÿøĎċø÷óôúùõ÷÷ñóñĆõ÷
þĆøøóüõ÷ăùñĄ÷
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 3.1.4

èàæ�G º««fJ

Product EvaluaƟ on

ĐĔċ÷ĂúČđöõóñüČđô ûñóñĆāõ÷ùûóó÷ÿøĎċô÷úāøôúóþøĎċô÷ĐĔąĈđøñýċô÷Č÷ĂúóõĎĉ
÷óùñþô÷ òăāú Ćôøô ûôĂñ ÿøĎċô÷ ùđöõ òý÷ôø ÿøĎċôóø ÷óôúùõ ĉ÷ñąóÿú ùĉ
÷Ĉ÷ąñþúø üúóþøĎċô÷ ôþ ú÷õó÷ ú÷āóôøĉ÷ ÷ùøāó÷ úóþøĎċô÷ ďõ ÿúõ ô÷óĄú Ďĉ

þ÷úāóþøô÷÷õùô÷ùúĔóúøüĀ÷Ĉüøô÷ø÷ðôùøô÷øüúóþøĎċô÷

äÉéàæªdG §N
Product Line

ĔċĎô÷úõø÷ñđøñýċô÷ĄĔñýĈôôĂñ÷ ûý÷øó ûþøĎõùù÷üñÿô÷øó÷ùúþô÷úóóùñþô÷čĂú
ùúĔóúø ùùþó÷ Ą÷Ĕñăó÷ øñ úñăĔøô÷ ČđĎąċú üČđø ĆĈđøñýċô÷ ÷ñùùõø ùùôĄô÷ öóñýøó÷ø
øñ ÷đøóñþøõ úóþøĎõ ÷ĉĔċþõ Ĕ÷  Product Line äÉéàæªdG  §N þúóþøĎċô÷ ôþ
ú ûûõþĄĔñýô÷øñ÷ÿĈøĄċô÷úóüóāô÷ûóôñĄõ÷ÿ÷ÿćúóñøþ÷óđòùÿúøĂúĔñýúÿúõ
÷đąĎôú÷Ĕôùô÷ďõ û÷ÿĈøĄõó ûĉ÷Ĕöó÷øó ûõóþýó÷÷úĂóüô÷úóøøùñþċô÷÷ðôùúúóóùñĄčĂú
ú÷ôúòøóđúóþøĎõôþøñùùþó÷úóđąöùĉĕĈĉó ûñúúó÷ùĔøāúĉøüõñýāñ÷ÿĔñÿô÷

þ÷úĂóüô÷úóøøùñþċô÷ĕôõ÷÷ñóñĆõóø÷đ āąĎċô÷ēó÷ċô÷ø÷đóóÿô÷ùöóñÿĉĕøý
óñĆāøď÷Ĉċøāċô÷ñċùô÷ÿĉďõúúóđüóøöõ÷ôþĕôõ÷ùñąóĎĉúóóùñþô÷÷ñóñĆõ÷
÷ôò÷ùõøúúĂĔøô÷øú÷Ďñÿøô÷Ā÷ôóąúùÿóúĂøñó ûñúúó÷ĆôĀõôñýøúøþÿ÷ùñó÷ď÷ąĈđøñýċô÷
 ûûõúñăĔċô÷úóþøĎċô÷ôþõĈóøúþ÷Ĉñÿô÷ú÷Āùùþó÷÷÷ĂúĔñýøô÷÷óñþöó÷øĐøĄċô÷
āó÷øþô÷ ûùóñúõĒñýÿö÷öþøô÷úöóøþú÷øô÷öþøô÷āóþøô÷÷ñóñĆõ÷òĆùĉ÷ýóñýõ
÷ýóñýċô÷ čĄøñýú øó÷ ü÷ùĎñÿċô÷ ÷óùñþĈô ĉõóąô÷ úóþøĎċô÷ ôþùñąóĎĉ òĆùĉď÷ø
ùõù÷óñþõĆĎąċúþó ûõóċú÷ÿĈøĄõúóþøĎõøó÷÷ñýñóĎċô÷úóóùñþô÷úóþøĎõòĆùùô
ĕĈĉ ûûõú÷ùñýąċô÷øó÷÷úĂóüô÷úóøøùñþċĈôúóþøĎċô÷ôþøñúóóùñþô÷ď÷øòýñóĎøô÷

þ÷öþøôóøú÷ôô÷úāõøñòĆùùô÷÷ýóñýõ
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ºéëdGh á«ªμdG øjÉÑJ

Variation in Quantity and Size

ďõúñăĔøô÷ ăö÷ùćĉđñăó÷ ďõþ÷ÿĈøĄõăö÷ùóøúóþøĎċô÷ õĔóþúóóùñþô÷ āĔóú
øñùý÷ø÷÷ö÷øĊùÿóõ ûûõúóóùñþô÷ñôùúþÿøĎċô÷Čþýù÷÷üúúóþøĎõùĉĕôõ÷ÿøĎõ
øó÷üõ÷þô÷Čþāøùù÷üñąùĔôĉøñĒüĔô÷ĉúÿóĎõú÷øďąċúøþ÷ÿĈøĄõčóþýó÷ú÷ĀõĈĉ
ùùøøñăóñăó÷ÿøĎċô÷øúóóúòĆôøóþùÿùøõõĈĉĒ÷ñĄøĎñąøó÷ü ûúĎõ250÷ôĈĉ
øó÷ üôñăĔøõòăóĂõøó÷ üĉõóóøó÷ üĀøÿõòăóĂċøú ûûõùúùñýô÷ òĄāóÿõùñĔøúþčóþýó÷
þ÷ðôùøô÷÷÷ċóù÷üúÿùþõòý÷ôø÷ÿĈøĄõúóñăóĂċøúĎñÿÿúĒñýÿöÿøĎċô÷Đó÷þöóĎ÷þù÷ôó

IO�édG øjÉÑJ

Variation in Quality

ú÷ôú þ÷ÿĈøĄõ ùÿĔþø ÿøĎõ ČúĂú ĕôõ÷ úóóùñþô÷ òúùø ċùú úóþøĎċô÷ ôþ ùúĔóøô
ùđüó÷ø üóą÷öóą÷ċô÷ øó÷ ùāóþĎô÷ ú÷øÿó÷ø üďúĔĈøô÷ òĄùÿó úóþøĎċô÷ òúùø úóóùñþô÷
ďúøô÷ ĐĔąĈđøñýċô÷ Āóøāú  ò þ÷ÿĈøĄõ ùÿĔü úóúĔøñýċø òýøċô÷ø üöĔñăóāô÷
ùÿĔüĆĈđøñýċô÷ĉñúÿúòøü÷ĎąċõùÿĔüĉñúñó÷ĕôõ÷ā÷ùċøñăóøúóþøĎċô÷ĐĔõĄøñýú
úóúĔøñýõùĉĀóøöõøñăóñăó÷ÿøĎċô÷ĕôõ÷ú÷÷õ÷ñóñĆõ÷ùÿôĔúòþĉòó÷ýĈôõĉøóĂõĉòó÷
 ûąñĄ ùđüó÷ø ú÷āó÷ñýô÷ ĔùĎñÿõ ú÷ôúø ùÿĔþô÷ øñ ÷Ďúóôøċô÷ ÿøĎċô÷ ú÷āó÷þ ďõ
÷ñąóþ úóÿñą÷Ĕõø ú÷÷õ ú÷Ā ùùþó÷ ĊóąñĄó÷ ùĉø üòúÿĄĎõ ùùñýø ÷úóüĈô óö÷ñăóñăó÷

þĕĈĉó÷āóùñăóóø

èàæªdG á∏«μ°ûJ
Product Assortment

 á∏«µ°ûJ þúóþøĎċô÷ ÿúċô úóóùñþô÷ ôóĄú üúóþøĎċô÷ ôþú÷ā÷ùò ĕôõ÷ ÷ñóñĆõóø
óđõĂúøøô÷úóþøĎċô÷ú÷ċþô÷Ĉõóąô÷÷ĉĔċþċô÷ø÷ Product AssortmentèàæªdG

þÿøĎċô÷÷Ĉ÷ąñþúĕĈĉĊóûõĉñúñó÷÷öþøôóøú÷ôô÷ùüóøõøñþöþĄĔñýô÷ĕôõ÷÷óùñþô÷
úóþøĎċô÷ ďõ  û÷ùñă÷ø  û÷ĉĔċþõ ñċùĈô ď÷ñÿñÿĄøċô÷ ÷öþøô÷ āóþú òúùø òĆùùú
ù÷ĊúóþøĎõďúùþò÷÷öþøô÷āóþúòúùøú÷ôúþĉõóąôóø÷Ĉ÷ąñþøô÷øó÷ùāóøĄõ÷Ĉ÷ąñþøó
øñúóþøĎċô÷ ĐĔñĆùùú ü÷ýü÷öþøô÷ āóþúøó÷ úóõĔñÿĄô÷ āóþúúĉûõü÷ñÿñÿĄøõ
ý÷ø ôþďõ  û÷Ĉ÷ąñþú ÷õóùô÷ úöóñúôĈô ÷öþøô÷ āóþú òĆùùú  þ÷ÿĈøĄõ úóðñ ùĉ
úāú Ďĉ ñċùô÷ ďõ úñăøó÷ ÷ĉĔċþċô ĐĔô÷þøñýú Čđöó ÷ñÿñÿĄøċô÷ ùüóøċôóó

þóđöĔñĆùù÷ñăøøô÷úóþøĎċô÷
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 ûûõ õú÷ùċô÷ ĔþøĎõčĂú þùý÷ø úóþøĎõ÷ðñ øñď÷ù āĎñÿċô÷ òúùø òÿñÿĄøú
úùô÷øñúóþøĎċô÷ďõ û÷ĉĔĎøõ û÷Ĉ÷ąñþúĐøùþò÷úĎñÿúòøõú÷ùċô÷ďõ û÷Ĉõóó û÷Ĉ÷ąñþú
ùÿùøõû÷Ĕöó÷øó÷Č÷÷Ąøô÷úóþøĎõďõ÷Ĉõóó÷Ĉ÷ąñþúĉûõü÷ÿĈøĄċô÷úóþøĎċô÷úóðñďõ

þ÷ÿĈøĄċô÷øôĎċô÷ýóûó÷ďõ

∞«∏¨àdGh áÄÑ©àdG
Packaging

øó÷ Ā÷Ĉüøô÷ ÿ÷ĔõĀñąĔô čĄøñýċô÷ ĂĈóñÿċô÷ Ĕ÷  Packaging ∞«∏¨àdGh áÄÑ©àdG

÷øĔøąċô÷ úóõĔĈùċô÷ø úóõóĄô÷ ĆôĀ ĉċñþúø þĒ÷ñ čĂÿú øó÷ ÿøĎċô÷ ûóô ÿú ùøô÷ ñóĉĔô÷
čĄú÷ø÷øú÷ĔôĉøñúóþøĎċô÷ČöùõûóôÿúøþùĔôùô÷ĕĈĉùđöúøøô÷÷÷öùċô÷āĔñÿô÷ø
ďõ ďñýāú ú÷Ĕôùô÷ òúùø Đõóñ ĆôĀ ĕôõ÷ ÷ñóñĆõ÷ þÿúøùøô÷ø ÷úóċāô÷ óċ÷ø ď÷ñĆùĊ
úóöóóøøü÷þõõõñąúó÷Ĕÿøú÷Ĕôĉúóóùñþô÷úāĔćúĆôĀĊóûõþÿøĎċô÷č÷Ąøñă÷
č÷Ąøñăóø ÷ĂĈùøċô÷ ñċùô÷ úąñþõ ĉāô ĉċāĈô òúøóĂõø üĄĊõ÷ ùÿóĉõ ÷Ĉøóò

þÿøĎċô÷

∫Éª©à°S�G ád�¡°S

Ease of Use

ăö÷ùć øñ ÷úóĎùø ù÷ąÿøô÷ óõ ÿøĎõ ùĔôĉ Č÷ċñÿú Ďĉ ď÷ù āĎñÿċô÷ ĕĈĉ õþú
ĊĔćó÷ĒúĔôĉó ûþøĎõĆĈđøñýċô÷ùùøñþúďôüĊóûċô÷ĉ÷ôñăĕĈĉþùĔôùĈôñċùô÷č÷Ąøñă÷
ÿøĎõ ñ÷ùñĄ ďĉ Ćôøó ĆĈđøñýċô÷ øĎüøñý÷ñăø þøñăó÷Ăô÷ ĊĔóô÷ ùĀ Ēøüû āā ďõ
ĉ÷ĂûĐĔą÷ñăĒöóüĀ÷öĎøô÷ĉöóñýóüĉöóñăĕĈĉùĔøāúøùÿóñÿøò÷ČþýùČþāô÷ù÷ôó

þč÷Ąøñă÷øúñùô÷øñó ûĂ÷ùõøĐĂĔô÷

òĄùññ÷ùñĄøñõĊùúøāùøāõĐóĎñĆöó÷ĉ÷Ąú
÷Āóċôøóđúùøñþøñăďúó÷ďõüùÿĔþô÷÷ĂöóñďúĔĈú
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áeÓ°ùdG

Safety

Č÷ó÷ ýó÷ úóþøĎċô÷ Ā÷Ĉüúø ÷ðôùøô ô÷óĄøô÷ Ďĉ ÷úóċāô÷ø ÷õñýô÷ ùôøùú
ĉûõ üďõò÷ Ā÷Ĉüøô ÷óóóøôóø Āóøāú Ċóÿćó÷ óđõĄøñýú øøô÷ úóþøĎċô÷ þú÷āóôøĉ÷
Āóüô÷ Āóøāú þóđāøñ Ċóÿćó÷ ú÷óøñýú  øøô÷ ÷úøÿó÷ úóüóüĂ øñ Đóõó÷ ÷÷óĊó÷
ñóĎûó÷ùñýąĎúó÷ĐóċñúôĄĊõ÷÷ċąāõú÷Ĕôĉĕôõ÷ó ûñúúó÷ùùþó÷÷ñþđô÷úóþøĎċô÷ø

þòĆùùô÷øďāñþô÷

ÜòédG

Attraction

øøô÷úóþøĎċô÷þúóþøĎõùùôó öõó÷÷ ûùñÿĎĉĀ÷Ĉüøô÷ø÷ðôùøĈô÷÷þúøùøô÷÷ċ÷Ăô÷ āùÿú
ö÷øþô÷ Ā÷Ĉüøô÷ Ćôøô Čđùñú óõ ó ûôôóĊüăôñýõô÷óĄúĐøÿĐĔąĈđøñýċô÷ óđúùøñþú
úóúøóýøñāĔóùô÷ úóóùñþô÷ ú÷ôúø þăĔñĆĔø Ēõ÷Ąøñă÷ ÷ĂúùćøÿøĎċô÷ ùđöúùøô÷
óđĈ÷ñąĔú÷ù āĎñÿċô÷úóóùñþô÷úùú÷Ď÷ùõùāĔñąĉĂĎô÷ö÷óøāóùñăóóøČ÷ċñÿøô÷ùúùñ

þÿøĎċô÷ďĉ

ádhÉæªdG

Handling

÷ĂúùćøñĊøóĎøô÷÷Ĉđñăø û÷ýóøõúóþøĎċô÷ĐĔąøôóċċñÿÿúĐó÷õþúĀ÷Ĉüøô÷ø÷ðôùøô÷
òĆùùÿú ü÷ý ùüóøċô÷ øñ ĆĈđøñýċĈô óđøôøóĎõ Ďĉ óđĎ÷õóóú úùøô Ćôøóø üóđñĆùĉ
ü÷āøõñăóĎċô÷Č÷ċñÿøô÷ĕôõ÷ùĔôùô÷ĀóøāúĆôøôøü÷÷ú÷øô÷ñċùô÷÷õĄôúóþøĎċô÷
úóþøĎċô÷úóóùñþô÷ĀĈüúþāùô÷ĕĈĉ û÷āóñýõóđùñĆøøó÷ āóóþďõóđĂ÷Ĉùúďąċú

þ÷òùñýô÷÷÷öóąõõ÷ĉ÷ĈĂøôùù÷ôóú÷Ĕôĉøñďċûô÷÷ö÷óøøó÷ùù÷üñÿô÷

áÄ«ÑdG

Environment

Ā÷Ĉüøô÷ø÷ðôùøô÷øñ÷õĄøñýċô÷ÿ÷Ĕċô÷ûĔöĐóóñþø÷ ûú÷øõó ûĂĈòøôóāô÷ùñÿùô÷đñþú
ùúĔóúøĀ÷ĈüøĈôó÷ùúøúÿóùċô÷ÿ÷Ĕċô÷ùú÷øõ÷üāøĐĔù āĎñÿċô÷čĄøñýúþóđø÷ċóø
øó÷ óđöĔõĄøñýú øøô÷ ú÷Ĕôùô÷ ÷÷ċó ÷öþøô÷ āóþú òúùø ĉĈĂú þĉĈāøĈô ÷ĈøóĂô÷ ÿ÷Ĕċô÷

þó÷ùúøúøó÷Ā÷Ĉüøô÷ÿ÷Ĕõč÷Ąøñă÷ùÿóĉõ÷øñď÷ąĈđøñýċô÷Đøĉóñýú
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»fj�°ùJ �jQÉæ«°S
ĉ÷ċþøô÷ú÷ùñúāøñýõúóóùñĄøñùāóąøø÷ù÷ąÿøô÷

Thinking outside of the box in the cosme  cs business

þČúùąô÷öĔôöó÷Ē÷ñĉþÿúùĔĂċô÷ĄāĔô÷ďõùù÷üñąùĔôĉøñõ÷ćùøô÷Čúùóûóô ÿú
ĕĈĉ Ć÷øñăôô÷ø ĄāĔô÷ ĉûõ ÿ÷Ĕõ č÷Ąøñă÷ ù÷ûóóøø øĉĔô÷ ûóÿúā÷ õôñýø üĆôĀ úõø
č÷Ąøñă÷čĉ÷ñăó÷ñă÷úÿĔùñýô÷ĉ÷ċþøô÷ú÷ùñúāøñýõúóóùñĄùýõ÷ùùñĆøü÷ð÷ôô÷
ČđñĆ÷Ĕýó÷÷øùôøþ÷þóđüóøöõ÷ďõ÷ôćùċô÷úóċúùąô÷øñ÷úāøùñĆù÷ĊĐĔúùóõĈĉùó÷
ďõ ĄøĎñą øñ óđøðôùú Đøø òĆùùô÷ø ĉĂĎô÷ ĉċāøô óđúĔò ďõ óóóøĈô Čđô÷øóöó÷ øó÷
čĉ ÷óùñþô÷ ùĈüøñă÷ þĉċāøô÷ ĕĈĉ óđúāò āóôøþ÷ ÿöóøö úóó÷ø üùĔĂċô÷ ĄāĔô÷
ĄĔñýô÷ øñ óđúóþøĎċô ÿúøùøĈô óđøõĄøñă÷ø óđúóþøĎċô ù÷ċó ÷÷ñóñĆõ÷ ú÷Ĕôĉ ÿĔüø
óđýóþö÷÷þ÷ú÷ùøñăõ÷ēø÷ùøôûó÷ þ÷ð÷ôô÷÷úóċāøóđõóċø÷÷ùđöÿúĆôĀøü÷ñđøñýċô÷
ČđñúùøāùĂñó÷ĔñýñóĎõóđöýòøĉ÷ċþøô÷ú÷ùñúāøñýõ÷óùñþô÷ôñýĎôóøùñô÷

þ÷úāøùñúô÷ù÷Ċ÷ðôùøô÷ďõòÿĈĄøĈôóđĂ÷ôóú

G kóbÉf G kÒμØJ ôμa

1 .óđþøĎõú÷Ĕôĉù÷÷üúñ÷ùüõ÷ďõĒĂ÷Ăāú÷óùñþô÷úÿ÷āó÷ùøô÷óõ
2 .óđ÷ñýñóĎõø÷óùñþô÷Ċóċĉó÷øñù÷÷üøô÷ùûôĔúĀ÷ó
3 .ù÷ûąô÷č÷Ąøñă÷øñùċøñýúóõĎĉ÷ð÷ôôóøóđõóċø÷÷ó öĂýøĉúĐó÷÷óùñþĈôďąċúĉ÷

óđúóþøĎõĀĈüúøøô÷õ÷øóöó÷øòĆ÷Ĕýó÷ú÷ĎñÿøôĆ÷øñăôô÷ďõ
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ájQÉéàdG áeÓ©dG ôj�£J
Brand Development

ĉñúÿúĉ÷óđúúùúøøô÷òýøċô÷ø÷úøýóô÷úāóþøô÷úóõùô÷ñóċñăó÷āùùúĉ÷
ĂñĆĔúĄĔñýøô÷ĉñúÿúùüóøċô÷ùó÷øñ÷Ď÷ùõ÷úāóþú÷õĉďõú÷āó÷ñýô÷øó÷÷ø÷ôô÷
øñó ûċñăóý ûõóĉĐĔąúòúóþøĎċĈô÷úāóþøô÷÷õùô÷Đó÷÷Ĉðñăó÷ēø÷ďõĊ÷ôĔñă āĉó
øó÷ ü÷ċĈó øó÷ üõā øó÷ üČñă÷ ø÷  Brand  ájQÉéàdG  áeÓ©dG þĆĈđøñýċô÷ ñ÷ùñĄ ú÷ā÷ùò
÷ ûúùñ ó ûÿúùùú ÷úāóþøô÷ ÷õùô÷ ùñĔú þ÷óùñĄ øó÷ ü÷õþ øó÷ üó ûþøĎõ ā āùùú üČ÷ċñÿú
ü÷úāóþøô÷óđøõĉč÷Ąøñă÷ďõùùþó÷úóóùñþô÷úĎõĐóċñúôøþóđñĆøùĉø÷óùñþĈô
ø÷  Trademark á∏é°ùªdG  ájQÉéàdG  áeÓ©dG þóđô ÷úāóþú ÷õĉ ÷óùñþô÷ ĉþñýú
øó÷ ÿøĎõ Āúùùøô ÷õĄøñýċô÷ ĂĔõùô÷ øó÷ úóċĈąĈô ĆôóċĈô ÷õĂċô÷ ÷÷öĔöóĂô÷ ÷úóċāô÷

þ÷õþ
þ÷úāóþú ÷õĉ Đøø úóþøĎċô÷ ú÷Ĕôĉ ùöóó ÷Āõ÷ ĄĔñýøô÷ ÷øĔùñą ùõ øñ ùąñ
úĉûõüóđô÷ùøóøô÷÷úāóþøô÷÷õùôóøù÷ąÿøô÷ĐøÿúóþøĎċô÷òúùøĐĔąĈđøñýċô÷ùùøñþú
ā÷ùòďõ÷ ûñü÷úāóþøô÷÷õùô÷Đøùôøùúü÷ýþúóāô÷Čöùõøñòýąùô÷øüôĄô÷
ď÷ąĈđøñýċô÷úóúùøñþõĕĈĉùûôĔú÷úāóþú÷õĉúõ÷÷ôĈñýô÷øó÷÷÷øóþúõ÷÷øùþøô÷þñ÷ùñþô÷
ďĉ ÿúóĎô÷ ÷úāóþøô÷ ÷õùô÷ ĕĈĉ āùùøô÷ Đó÷ Ċóċĉó÷ Ċóüā āùùúø þĉôĂøñýċô÷ øñ
ĕĈĉĊĔñÿāĈô÷úāóþøô÷úóõùô÷úóóùñþô÷čĄøñýúøþÿøĎċô÷úóù÷ôõúúúóöĉõ÷
Đó÷Čđñ÷þóđö÷ùñĄ÷÷ôóċøý÷ú÷ñă÷ø÷Đóñċùô÷ďõ÷úāóþøô÷÷õùôóøā÷ùøĉ÷
ĕĈĉúþñþ÷ñă÷ø÷ĐóĐĔąĈđøñýċô÷ó÷óñýĎúó÷ø÷Ď÷ùõùāĔñą÷úāóþøô÷ČđúóõĉĉĂĎú
÷úāóþøô÷÷õùô÷ĕĈĉĆĈđøñýċô÷ā āùùøôúóúĔøñýõùĉćóĎ÷øñ÷ùñþô÷úó÷Ĉċĉā÷ùąú

þø"1-4"ĉąñþô÷ùööÿ÷ù

ájQÉéàdG áeÓ©dÉH ±GÎY’G äÉjƒà°ùe

āôùùøô÷čĉþ÷úāóþøô÷÷õùô÷ĕĈĉāùùøô÷ĐĔąĈđøñýċô÷ú÷óøñýú
āôùùøô÷ù÷ûóóúďąôü÷úāóþøô÷÷õùô÷Čñă÷ĐĔąĈđøñýċô÷ùóøøú

þñ÷ùñþô÷úó÷ĈċĉĕĈĉĉ÷ðñĆĆôĀ
ĉ÷ñúÿøô÷÷ċ÷òóđöó÷ĕĈĉ÷úāóþøô÷÷õùô÷ĕôõ÷ĐĔąĈđøñýċô÷ùöĎú

þùùñĔøõùöóó÷Āõ÷óđöøāóøĄ÷ñăø
ā÷ùñąõ÷Čđöó÷÷üāô÷úāóþøô÷÷õùô÷ĐĔąĈđøñýċô÷āĂú

þùùþó÷÷úāóþøô÷úóõùô÷ĐĔñúñùú

øó÷÷Ď÷ùõ÷úāóþú÷õĉĐĔąĈđøñýċô÷ĉñúÿúóõĎĉĊó āùñ÷úāóþøô÷÷õùô÷Ąćõ÷"1-4"πµ°ûdG

þóđ÷ĈĉĐøùñÿú
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g≤� �É≤f

÷ùøñÿøñ÷øñóó÷ÿùõüó÷
1 .ÿøþõùúĄóúÿõ÷óùñôúÿøþøñóüø
2 .÷ôùúøóú÷õùúĄóúþùóāøñó÷āôóõ÷óùñôĀóøāúøøô÷ùõ÷Ąùô÷óõ

ÿøþõ
3 .ñûùô÷ąøùøóÿāô÷øñóõ÷óùñô÷úāóþú÷õùùúĄóúùóñýúĀ÷ó
4 .ùûôĄúĀ÷óøĆöøõôñóóõûóāôñĄôóøùùñþú÷úāóþú÷õùøñùąñ

÷÷ö÷ùñþô÷Ćú÷ā÷ùòąøù

óõ÷óùñôóùóúóõþùñûùô÷ñøúùøô÷úāóþøô÷÷õùô÷ùôùúóóùñþô÷ąùñýú
öùþúĀó÷ùôøñýûô÷ÿûñóāøĄĄûĄô÷ąøùüāúāĂøĀĄąøāøñýûô÷ùùñþú û÷úāóþú û÷õù
÷úóāþô÷øñó÷āóùñóó÷÷óùñþô÷ùùñāĄôąøýùùþó÷ û÷úāóþú û÷õùĀĄąøāøñýûô÷ñôĄ÷
ájQÉéàdG áeÓ©∏d A’ƒdGø÷úāóþøô÷÷õùøôñûùô÷ñøùúĄóúąôõ÷úóóùñþô÷ąùñýú
óāõ÷ôøñó÷ø÷þ÷ùõ÷úāóþú÷õùñ÷ùñôā÷ùąøøĆøāøñýûô÷ý÷øô÷Ą÷ Brand Loyalty

ùúĄóú÷öþøô÷āóþúøÿ÷ùþñÿûøôÿąûúùùþó÷÷úāóþúúóõùÿ÷øÿõóāôÿúøùøô÷ø
øó÷óāø÷ñõóþ÷úāóþúúóõù÷úÿùÿô÷úóþøþûøôĀĄąúĀó÷ÿąûúø÷úāóþøô÷úóõùô÷
ùùý÷ôøñó÷ ÷÷öóąõõ÷ øþùúóûõ÷÷øöóù÷úāóþú÷õùúóþøþûô÷ úóùĄûþõùûāú

óāñýÿö÷úāóþøô÷÷õùøôúóþøþõ
ùúùñ ùāĄñõ øó÷ ÷ô÷÷ ñóÿñöõ  û÷ñÿþùõ  û÷úāóþú  úóõù úóóùñþô÷ òùø ýĂú
āĄāñþõõāøó÷üñó÷ø÷ Licensed Brandá°üNôªdG ájQÉéàdG áeÓ©dGóāúóþøþûô
úóûõø÷øöúÿóāúóþøþûôÿúøùøøôùùþó÷÷óùñôĂõôøñýøôûóôúòø÷óùñôĂúóóñþöó÷
öóùôó÷ ùûõ úóþøþûô āĄñÿô÷ø úó÷ñÿôñþô÷ ñóûñóó÷ ý÷ôøñó÷ òÿþùú ÷óùñþô
úóþøþõùùøñýôøñýøôó÷ñóûñóó÷÷ñùøāûô÷÷÷ñöóúùô÷Ąùÿô÷òÿþùúòýøûô÷ø
ñ÷ùñô òùôô÷ ùñÿúø Ąú÷ÿô÷ öóùôó÷ø òýøûô÷ø ÷÷ñöóúùô÷ úóõøøñýûô÷ ùûõ
ùûāúøøô÷÷øûóûûô÷úóþøþûô÷ÿõ ûø÷úāóþøô÷úóõùô÷Ćøúùûāúøøô÷úóþøþûô÷

÷ñÿþùûô÷÷úāóþøô÷÷õùô÷
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¢SQódG º««fJ 1.4 

?âª∏©J GPÉe

1 .[1.1.4]÷ÿĈøĄċô÷úóþøĎċô÷ú÷āó÷þďõù÷ûąô÷ď÷ąĈđøñýċĈôúóóùñþô÷ăùóú÷Āóċô
2 .ú÷āó÷Ąô÷øú÷÷ċô÷÷ñóñĆõ÷ĀāĎúÿøĎċô÷Č÷ċñÿúúóúĔøñýõďõùĔøñýõùó÷ùāú

[2.1.4]

3 .[3.1.4]÷úāóþøô÷÷õùô÷č÷Ąøñă÷ďõúóóùñþô÷ā÷óõ

»ÁOÉcC�G ∫Éé�ÉH §HôdG

1 .þøóđøñă÷ÿøĎċôùāĔñąÿóþúõó ûþøĎõ÷ ûāĔñþĎõøó÷ó ûöĉõ÷čĄøñă÷:»FôªdG øØdG

ĕôõ÷ ĀñĆó÷ üĉúø āó÷Ąó þòĆùùô÷ ÷ýĔô ĕĈĉ óđĂñÿôó÷ø óđñÿò øó÷ ùāĔñÿô÷ ąñýö÷
ÿøĎċô÷øøñăóñăó÷ÿøĎċô÷ď÷øĐ÷Ĕôóóø÷õøüùāĔñÿĈôó ö÷ċòāó öÿĈõČ÷ċñÿøô÷ÿõóöùø
ĕĎùõĂ÷ñĆĔøôòþõóđô÷øñó ûýùñĄ Āôĉó÷þĐĔąõ āĉóā õùĉøüúñăĔċô÷ÿøĎċô÷øāĔóċô÷

[1.1.4]þĐĔô āĉó
2 .ĉôò ďõ č÷Ąøñăô ÷ñÿþùõ óđúó÷ñÿĄñĄø ùù÷đñþô÷ čñó÷ ó ûôôóĊ :åëÑdG

ďąċõÿĉùôóó÷ ā õùĉüüúýČĈ÷ÿô÷ôñýĎôóøþóđúóþøĎċôÿúøùøĈôùùþó÷ úóóùñĄ
÷óùñþô÷ Čñăóø  ûøüññþöó÷ þĒúó÷ñÿĄñĄ øó÷ ČĈ÷ÿĈô ď÷ñÿþùċô÷ ď÷õĄøñýċô÷ ďõ
øñ ÷ñÿþùċô÷ ÷÷ñÿĄñþô÷ øó÷ ČĈ÷ÿô÷ č÷Ąøñă÷ ÷÷ÿ÷ąô ÷ ûüĔõ ó ûÿñąøø üÿøĎċô÷ø

[3.1.4]þÿúøùøô÷

�bG�dÉH §HôdG

č÷Ąøñăôóöúÿùñùóóôùõ÷ôćāĉúÿóĎõďĉùāóôĉ÷ ûúüó ûþøĎõúóóùñþô÷ùýõ÷úùąøø÷
÷úāóþú÷õĉČñă÷ñóñþöõ÷ĆĎõõĈ ÿćþú÷ùñþāô÷ÿāóćøòýċñþô÷øò÷øď÷øúċþúĂúùċô÷
úõĆċĈùċôĒõòøûøùñþċô÷ĉċóó÷þúþô÷ÿøĎċĈôùùþó÷÷÷öùõøó÷÷ċĉ÷ÿùāĔñąøúùñ

[3.1.4]þĒøā÷ôóùÿôćùúùôúďĉùüĔõ÷ñþòóĎõ

čóđċô÷øĊóċĉó÷÷ö
ÿāõ
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Link to digital lessonLink to digital lesson

www.ien.edu.sa

»ªbôdG ¢SQódG §HGQ

äÉcô°ûdGh Úμ∏¡à°ù�G äÉéàæe

2.4

á°ù«FôdG äÉë∏£°ü�G

Ćøāøñýûô÷ĄĄñó
Consumer Market

ÿõñûùô÷Ą÷Ąñóó÷
úóóùñþô÷

Business Markets

÷÷ôóûñóó÷ùô÷ú÷ùûô÷
Capital Equipment

ù÷üñþøô÷ú÷ùõ
Opera  ng Equipment 

ąøù÷ ûāÿóòĀĄąøñóòóāô÷÷ø÷ÿõñóāøö÷ùø
úóóùñþô÷ÿõñûùô÷Ą÷Ąñóó÷ø÷÷óāøñó÷Ą÷Ąñóó÷Āúùùú 1.2.4

ùāóþøô÷ù÷ûùô÷úóþøþõúóñĀñõø 2.2.4

º∏©àdG ±GógCG

á«≤j�°ùJ Q�eCG

úóóùñþô÷ÿõñûùô÷ĄĄñóøĆøāøñýûô÷ĄĄñóóû÷ĄĄñýô÷øñÿ÷øñùôóó÷
úóóùñþô÷ąøùõþúÿąôøÿøþõñ÷ùñôöóôñóó÷ÿ÷òĄñýô÷ÿ÷úó÷ÿ÷øÿúóôøú
Ă÷ñ ûóô÷ñó ùøô÷ ĄĄñýô÷ üāñ ąøù ÿ÷øÿô÷ óøøąô ÿøþûô÷ ô÷óôú øþôú Āó÷
ÿõĀĄòĄñýûô÷āùùúĀó÷õþú÷÷ôóùÿøĂĂúĄñýúøÿøþûô÷÷ø÷ùúĄóøôÿøþûô÷
óāùóôñôõ÷ñûùô÷úøóāúøøô÷úóüóāô÷øĂþõòöùüô÷øÿøþûô÷ýôøñý÷ñó

 ∂àaô©e §°ûf

1 .úóóùñþô÷ÿõñûùô÷ĄĄñóøĆøāøñýûô÷ĄĄñóĀúùùúóõĆúó÷ùø
2 .óāö÷ùñþô÷óùñþô÷Āóøāúòøøô÷úóþøþûô÷ÿõ÷ÿøøôûô÷û÷Ąöó÷ú÷ûþø û÷ûöóòùó÷
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 1.2.4

∂∏¡à°ù�G ¥G�°SCG
Consumer Markets

Đøùøñþúďúøô÷óö÷ĉóċøü÷ď÷óôúùċô÷úóĉĔċþċô÷øó÷ÿ÷ùñó÷ĆĈđøñýċô÷ĄĔñă÷ðñĉċñþú
Čđõ÷Ąøñă  ýúóþøĎõ òăóĎô÷ ùùøñþú óõĎĉ þøñÿĄñþô÷ ćđøñăô úóþøĎċô÷
 ∂∏¡à°ùªdG  ¥ƒ°S ďõ ÷ ûñü ĐĔĈąñþú Čđöõóñ üĐøùþò÷ óđõĄøñý÷ô øó÷ øñÿĄñþô÷
ÿøĎċô÷ĕĈĉóñĆùôóøČ÷āĔùñþôñ÷ùñþô÷ú÷ā÷ùòÿ÷ùñó÷øĄøúøþConsumer Market

Ĕđñ üùùñăó÷ ÿ÷ùñó÷ ýó÷ øó÷ ăúñÿô ó ûþøĎõ òÿĄñĄ ùùøñþú óõĎùñ þĒõ÷Ąøñă÷ Ďĉ
þó û÷ñĆùõĐĔą÷ñăĒöó÷āùùúÿøĎõñ÷ùñþøČøđõ

ďúøô÷ Čđöóòñąó÷ø Čđúöóĉ øó÷ ď÷÷öóđĎô÷ ď÷ąĈđøñýċô÷ Đó÷ øĎùú ÷ø÷ø
úóþøĎċô÷úòĔõĐøÿāúČđñþĒö÷ùñĄöóôñăó÷ĐĔóāúÿøĎċô÷ĐĔõĄøñý÷ñă
õĈć÷÷ôĈú øñ ăóþĎĈô þóđöøùøñþúø Ēüø ĉñúñó÷ ĕĈĉ Čđúóüóýúôñþú øøô÷
Ā÷óø üĆĈđøñýċô÷ úóüóý ĐĔòĔñýċô÷ āùùú Đó÷ õþú üĆĈđøñýċô÷

ĉûõó÷ÿøĎċô÷āóøĄúĀ÷óüĄĔñýøúóõĎĉ
Ćúóüóý÷÷ôĈøô
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 2.2.4

ájQÉéàdG äÉéàæ�G äÉÄa

Categories of Business Products

úóñýñóôĄûô÷ø úóóùñþô÷  ùóùûñþú  Business Markets äÉcô°ûdG  øe AÓª©dG  ¥Gƒ°SCG

ăø÷ ùûñþúø ùāóþøô÷ õóñþþô÷ òóþöõ÷ øó÷ óāôóûùó÷ ù÷üñþøô úóþøþõ ùùøñþú øøô÷
úóāþô÷ø÷÷āøùô÷ù÷úúóûþûô÷ø÷öþøô÷āóþúøÿ÷ùþñÿûô÷øÿ÷þøþûô÷ĄĄñýô÷
óāąøāøñý÷ôúóõþøó÷ úóþøþõýĂúøøô÷ùùþó÷úóûþûô÷øòóā÷ûô÷ø÷÷õĄąāô÷
òóóñóó÷ ąøù ñ÷ùñþô÷ ú÷ā÷ùò úóóùñþô÷ ÿõ ñûùô÷ ĄĄñó Ąąøāøñýõ øôøú Āøùþò÷
úóþøþõĀóøöõ÷øñûùô÷øÿ÷ÿøĄûô÷úóüóýûóôñôõ÷ø÷÷ôóùÿø÷óùñþô÷ù÷üñþøôöĄøóûô÷
ÿõ÷÷ö÷ùñþô÷úóôøóô÷ąøùúóóùñþô÷ùôòÿõñ÷ùñþô÷ú÷ā÷ùòûøùúø÷óùñþô÷úóõþø

óāöûùùôò

g≤� �É≤f

÷ùøñÿøñ÷øñóó÷ÿùõüó÷
1 .Ćøāøñýûô÷ĄĄñóĀúùùúóõ
2 .Ćøāøñýûô÷ĄĄñýôùòó÷ąøù÷øûõó÷÷ñýûþõøó÷
3 .øóāøñó÷ñ÷ùñþô÷Ā÷þñÿúýóöóûā÷øùąúùúĀ÷øøô÷Āõóùô÷óõ

Ćøāøñýûô÷úóúùøñþõĀ÷þñÿúýóöûøùúúóüóāô÷Ćøúûóôñôõúóþøþûô÷Āøāóøôú
ÿ÷øõóùąøù

1 .Ćøāøñýûøôñ÷ùñþô÷÷÷û÷ó÷
2 .ñ÷ùñþô÷ùôòúóþøþûô÷÷öāóĂõøĄĄñýøô÷øñĆøāøñýûô÷÷ôúā

øñ úóþøþûô÷ ăúĄñýú ÷÷ÿ÷ó ô÷óôú þù ÿ÷øõóùô÷ ÿúø÷ý÷ôøñó÷ úóóùñþøô ÿąûú
Ćøāøñýûô÷ĄĄñó
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ú÷øúóóùñþô÷ùÿ÷āõ÷÷÷ÿ÷ąôó ûċđñúóóùñþô÷ďõñċùô÷ĄĔñýôúóþøĎċô÷ùúĔóúõĈóøú
ČđñĕĈĉùāóþøô÷ĉ÷ċùô÷ĄĔñăúóþøĎõĀ÷Ďñÿúčóööĉóñýúøþóđõ÷Ąøñă÷øúóþøĎċô÷
ú÷ùċô÷Ā÷Ďñÿøô÷čóööøñùāóþøô÷ĉ÷ċùô÷ĄĔñăúóþøĎõúóðñĉċñþúøüĄĔñýô÷ēø÷

þúóöĔąċô÷ñ÷üó÷øüčóĄô÷ÿ÷Ĕċô÷øüúóõĈøñýċô÷øüĉ÷üñþøô÷ú÷ùõøü÷÷ôóċñăó÷ùô÷

»fj�°ùJ �jQÉæ«°S
óċĎ÷ñýô÷āøÿøññ÷ùñþô÷ú÷ā÷ùò

Purchase decisions at the movie theater

ú÷Ĕôĉøüēÿ÷ĉõùúô÷øāóñþÿô÷ďõøÿąúóõñ÷ùñĄĕôõ÷ùô ÿĄô÷øñóċĎ÷ñýô÷ā÷ÿĀóøāú
ùù÷ôóúó÷ċóā÷ô÷úùøñĄ÷÷Āõ÷þČĈ÷ñù÷óñþõĎĉāóñþÿô÷ďõóđöċĉúóüóýûóôñĄõ
òúÿĄĎ÷ñă ÷Ĉ÷Ĉò úó÷ċóā÷ô÷ úùøñĄ÷ ÷Āõ÷ø þ÷úÿóõùāóñýþøĎùú óõüóđāĈó óđù÷ôú ďĈñ
úóù÷ôċô÷Ĉñÿÿõúþñăÿ÷ĉõ÷ā÷ô÷úāùòĆôøôþúóù÷ôċô÷úü÷ùøøñăøñċùô÷óñĆā
úóöó÷ôô÷óċĎ÷ñýô÷ùúõĉĈāúùùøÿô÷÷úóđöøñþôôñúôóøùđñĄó÷÷ûûùċôóö÷õĔúāóñþÿô÷
óđüóøāøñăøøô÷õĈùô÷øùúô÷øāóñþÿô÷÷÷ċóĊĔýú÷ôĔôĎúúñĆĔôóđõĄøñýúøóđùċüøøô÷
úóöó÷ø ĕĈĉ  û÷÷Ďôõ ñ÷ùñþĈô ā÷ô÷ úóüóý  āùú þ÷õÿóĂô÷ ÷ûûô÷ ùđñĄóô óċĎ÷ñýô÷ ā÷ÿ
ÿĉø û÷ ā÷ôóùñø û÷òÿùûóó÷ú÷ôĔôĎúČúĂúóċĎ÷ñýô÷ùúõĉõóóú÷øą÷øüČđôóċĉó÷ďõ÷÷Ă÷Ăý

þóđö÷ùñĄĕôõ÷ĐĔüóøāúøøô÷ú÷ýĔô÷

G kóbÉf G kÒμØJ ôμa

1 .úóöó÷ôô÷úċüùôĉóđāĈýóċĎ÷ñýô÷ùúõÿ÷āó÷øøô÷÷Ĉąñþċô÷óõ
2 .ĕøõĕôõ÷øóċĎ÷ñýô÷ā÷ÿóđøĈþñăøøô÷úóõĔĈùċô÷óõ
3 .óđùċüøøô÷úóöó÷ôô÷čóđñăõ÷čĉøñõôñýúòöóôñăó÷ùó÷øñù÷ąÿøô÷ĆĎąċúĉ÷

÷ûûô÷ùđñĄó÷øñĐĔąĈđøñýċô÷Ēúùøñþ÷ñăóċô÷Ă÷òÿú÷ôĔôĎúúñĆøøñóċĎ÷ñýô÷ùúõ
÷ĈôĂċô÷
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á«dÉª°SCGôdG äGó©ªdG

Capital Equipment

úóòø øöóôċô÷ø ÷óùñþô÷ øñĆ÷āó÷  Capital Equipment á«dÉª°SCGôdG  äGó©ªdG ĉċñþú
óđúùøñþú øøô÷ óđċ÷ó÷ø úóþøĎċô÷ ĕĈĊó÷ ùñąóĎùô÷ ēø÷  āùÿú ó ûôôóĊø þ÷ñý÷öùô÷ ú÷ùċô÷
ü÷÷Ĉĉóÿøĉċùô÷ďõďąċøúĕøýùÿāċô÷ĉċùô÷úóüóýúôñþúĐó÷õþúü÷ýþ÷óùñþô÷
ĐĔąúďôóđöó÷øĎùúóċõüóđõĄñýøñăøøô÷÷óùñþĈôó ûñÿ÷ñÿþ û÷ċċñÿõĐĔąúóõó ûôôóĊø
āò÷ ďõ÷÷ôóċñăó÷ùô÷ ú÷ùċô÷ Ā÷ôóąú ăø÷ùøú þùùþó÷ úóóùñþĈô ùùôøùõ ÷ċ÷ò ú÷Ā
ĉ÷ñąĔøô÷úóøùĉøù÷ôąô÷ùā÷ÿõ÷ĕĎôċô÷ùÿúøþùÿĔùñýô÷Ċóúùôóøď÷úċô÷úóðõĕôõ÷
ùùøñþúþ÷÷ôóċñăó÷ùô÷úóúùøñþċô÷úó÷ĈċĉĕĈĉ÷Ĉûõó÷óđĈóùāĔóøċô÷öĔñăóāô÷÷ċööó÷ø
úóóùñþô÷ øó÷ ĉúĔċøô÷ úóóùñĄ ďõ ĉüó÷ ÷ĈúĔć òĆøùĂø úóþøĎċô÷ úóóùñþô÷ Čöùõ

þóđö÷ùñĄďõ ûø÷÷ôóċñăó÷ùô÷ú÷ùċô÷òúùøó ûöó÷ýó÷ùüóóøñýúóđĎąôøü÷ùĎñÿċô÷

π«¨°ûàdG äGó©e
OperaƟng Equipment

 û÷ÿĈąú ĉòó÷ø ùüñąó÷ ú÷ùċô÷ ø÷  OperaƟng Equipment π«¨°ûàdG  äGó©e

ĉđñýÿú þóđù÷øø úóõĄô÷ø úóþøĎċô÷ Āóøöõ÷ øñ øó÷ üúóóùñþô÷ ĉ÷üñþú øñ óđõ÷Ąøñă
ú÷øÿó÷úĉ÷üñþøô÷ú÷ùõ÷Ĉûõó÷ďõøþ÷÷Ĉĉóñøùñóÿąøúó÷Ĉċùô÷øó÷Āóøöõ÷ú÷ùċô÷ēø÷
ú÷ùċô÷ďõùñÿòó÷ùùøÿôč÷Ąøñăóøú÷ùċô÷ēø÷Čñýøúøþýóûó÷øùù÷üñÿô÷úò÷ø
÷÷ñăó÷òøùýĔõóđöó÷ óċóþùþòùòøďõóđô÷ôøñă÷óùñþô÷ùóñúú÷øôü÷÷ôóċñăó÷ùô÷
ùĉ øñ ĉ÷üñþøô÷ ú÷ùõ ďõ Ēñýÿö ûĔĎô÷ č÷Ąøñă÷ ÷÷öóąõõ÷ øĎùú óċõ üùôóó÷ ĉąñþø

þ÷ÿĈøĄõúóóùñĄ

äÉeõ∏à°ùªdG
Supplies

÷óùñþôóñ þĊóċĉó÷ ĉ÷üñþú øñ ÷õĄøñýċô÷ ÿ÷Ĕċô÷ø úóþøĎċô÷ ø÷ úóõĈøñýċô÷
òúùøø Ā÷öĎøô÷ úóõĈøñýõø üĄāĔô÷ Ćøóñþõø üòąóñąùô÷ čòó÷ø üĄāĔô÷ ĕôõ÷ Āóøāú
úó÷ċąøčĄøñýúøúóõĈøñýċô÷òúùøùùøñþÿúþú÷ùċĈô÷÷Ď÷úøùô÷úóýñąõôúóĂô÷
ñóøùđąô÷øó÷ÿĔòĔôóóüùùþó÷ÿ÷Ĕõĕôõ÷÷üóýćóĎ÷ĐĔąúòþ÷ÿĈąõù÷Ċø÷øùù÷üñą
ü÷÷ñăó÷òúóõĈøñýċô÷Čöùõþ÷óùñþĈôùù÷ôóúóĂÿöø÷øùù÷ôóúó÷ċąø÷ðôùøô÷ÿ÷Ĕõøó÷
ÿĉóđõĄøñýúøďúÿāĔõùĉóđõĂúþý÷øĉċùôúùñĉąñþøāĔóÿúďôóđöó÷øĎùúóċõ

þ÷ÿĈøĄċô÷úóóùñþô÷ďõù÷ôó
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ΩÉîdG OG�ªdG
Raw Materials

øøô÷ úóþøĎċô÷ ďõ÷ ûñüĂôñÿúùÿùøõúóþøĎõĐĔùĎñÿċô÷øĐĔþøĎċô÷ ùùøñþú
ÿ÷Ĕċó÷þôóùċô÷ù÷ĊúóþøĎċô÷ēø÷čĄøñýúøčóĄô÷ÿ÷Ĕċô÷Đøùøñþúü÷ýþóđöĔùĎñÿú
ûøøüöóñþþó÷ĔþøĎõùùøñþúúĊóûċô÷ĉ÷ôñăĕĈĉþóđöĔþøĎúøøô÷úóþøĎċĈô÷÷ñăóñăó÷
ñ÷ùñþø ùāøô÷ ăöóòā ĔþøĎõ čĔĂúø üùúô÷ Ć÷øñăôô÷ ĔùĎñÿõ ùùøñþúø üāóþñĄó÷

þùāøô÷öĔôý
čóĄô÷ÿ÷Ĕċô÷ďõùýĔõùÿĔüø÷÷ñóóúóõĈøñýõĕôõ÷čóĄô÷ÿ÷Ĕċô÷øùøñþõĀóøāú
÷ÿĈąøĈôĐóČđõčóĄô÷ÿ÷Ĕċô÷ùùñăþĒúÿĔüøĀóøöõôôóĄċô÷ùĔøñýċô÷ĕĈĉøóÿāĈô
÷óùñþô÷õĊùøñăþ÷÷öóđĎô÷óđúóþøĎõú÷Ďñÿøôēôąøô÷óùñþô÷ĀóøāúóõĕĈĉ÷ ûù÷ôó÷ ûù÷ûóóú
÷úā÷ùċøñă÷ ďõ óóóøĈô čóĄô÷ ÿ÷Ĕċô÷ ÿāĔõ úõ ĉüó÷ ĉúĔć Ăĉ ú÷òĔú øñ ÷úùøñþċô÷

þďõô÷ďõ÷ĈúĔćùùøÿô÷ÿĈąøô÷úóôûøúóõĈøñýċô÷

čóþùÿóċóčóöøöóøõñþĄô÷čĄøñýúøøô÷úóóùñþô÷ûĔöóõ
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gf� �Éff

þ÷Ĉðñăó÷ēø÷÷øóüõ÷÷ĔñþòóöČûó ûĂúùñ÷Ĕö āĔó
1 .ďõñċùĈôčóĄô÷úóþøĎċô÷ú÷ôúøøô÷ úóóùñþô÷ČđÿúĐó÷ ÷÷ċ÷ó÷ óõ

úóþøĎċĈôóđõ÷Ąøñă÷÷÷ÿ÷óúóóùñþô÷
2 . þČ ĀôøúöóñÿċĈô÷ôñýĎôóøČ÷ó÷ āù ÿú÷úāóþøô÷úóþøĎċô÷úóðñùó÷
3 . þČ ĀôøĄÿóĎÿĈô÷ôñýĎôóøČ÷ó÷ āù ÿú÷úāóþøô÷úóþøĎċô÷úóðñùó÷

äÉf�μªdG AGõLCG
Component Parts

÷óùñĄÿôóùøñăüĆôĀúõøþ÷óùñþô÷óđùĎñÿúøøô÷úóþøĎċô÷øñ÷öĔąċô÷ñ÷üó÷ÿõÿú
öĔñăóāĈô ÷ùĎñÿċô÷ ÷óùñþô÷ ùùøñþøñă ü ûûõ þóö÷Ĉó øó÷ ó ö÷öü úóöĔąċô÷ ēø÷ ùùþó÷
Čøúø ÷úóĎùø ăöóòùô÷ ēø÷úóóùñþô÷ úāĔćü÷ýüóđô ÷ùĎñÿċô÷ ÷óùñþô÷ ďõăöóòùô÷
óđñýÿö÷ùĎñÿċô÷÷óùñþô÷ùùøñþúøþöĔñăóýĂóđüú÷ċþúďõñþó÷ćóñýôøóđô÷óùú
ùđüóøöóđĎô÷ú÷ċþøô÷øñóđõĄøñýúČû÷øøóûô÷òą÷ùòó÷ćùāõďõñ÷üó÷ó ûñúúó÷

þöĔñăóāô÷
õñăóĎøôó÷÷ýĔúďąċúøó÷ ùý÷ø÷óùñĄúóüóāô÷öĔąċô÷ñ÷üó÷Č÷ċñÿúďąċú
÷úùøñþċô÷÷óùñþô÷úùúüčóĄô÷ÿ÷Ĕċô÷úõĊóāô÷Ĕ÷óċóøþùÿùøõúóóùñĄč÷Ąøñă÷
úóôĈóøõøôĈú÷öĔąõñ÷üó÷øü÷üóāô÷Ďĉó ûýóøõøĒ÷Ĉĉÿóċøĉ÷ďąċúó ûòĔûĔõ÷ ûāñÿõ

þ÷ôĔôĂõ÷ÿĈąøøøü÷óùñþô÷ùÿĔüù÷úóùõøøöóđĎô÷ÿøĎċô÷
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¢SQódG º««fJ¢SQódG º««fJ 2.4 

?âª∏©J GPÉe

1 .[1.2.4]ĆĈđøñýċô÷úóúùøñþõĀ÷ĎñÿúčóööøñĐó÷ñăóñăó÷Đõóùô÷óõ
2 .[2.2.4]÷÷ôóċñăó÷ùô÷ú÷ùċôóøÿĔñÿĂċô÷óõ
3 .[3.2.4]÷öĔąċô÷ñ÷üóóøÿĔñÿĂċô÷óõ

»ÁOÉcC�G ∫Éé�ÉH §HôdG

1 .ùāĔñąďĉùöùøöõ÷øñüāø÷þóö÷ôñýöùúü÷÷ĎĂúúóþøĎõ÷ñýċþÿý:á«æ≤àdG

þúóóùñþô÷ øñ óđõ÷Ąøñă ùùþó÷ ùāĔñąø ÷÷ĎĂú  āĉąô ď÷ąĈđøñýċô÷ č÷Ąøñă
ĂñĆĔú ÷÷öùõ ùāĔñą ññþöó÷ üøċúĂøô÷ òĆùùô÷ øó÷ Č÷ċñÿøô÷ ÿõóöùø č÷Ąøñăóø

[2.2.4 ,1.2.4]þÿøĎõ āĉąôúóóùñþô÷ďõñċùô÷ĄĔñăø÷÷óđøñă÷Ą÷Ĕñăó÷
2 . %52ø āóñþÿô÷ Đøùøñþ÷ñă ó÷ÿ÷øā ďõ %34 Đó÷ óċĎ÷ñýô÷ ā÷ÿ úÿý :äÉ«°VÉjôdG

úóøøùñþċô÷ ú÷ø ôñăĔøõø ûóúā 20 āóñþÿô÷ ú÷ø ôñăĔøõþóöúĂóĊó ûøøùñþõĐøùøñþ÷ñă
úóù÷ôõõñýý÷þùôñýô÷ čĔúóċĎ÷ñăùùóøú900 ú÷øā÷ô÷úòĔøúþ ûóúā18 ÷úĂóüô÷

þóċĎ÷ñýô÷óđùòĔøúøøô÷÷úĂóüô÷úóøøùñþċô÷øāóñþÿô÷

�bG�dÉH §HôdG

ĕôõ÷ ĉ÷ñąĔøô÷ ÷õþ čĂú ÷úĂóüô÷ úóøøùñþċĈô ÷öþú úöóø ùô ĉċùú Ćöó÷ òĆùøñ÷
ú÷øăúùćďĉĆĈċĉăóøāó÷ ùÿóúĂ÷÷öóąõõ÷ úòĔøúøüĆøĂóĎõøñď÷ąĈđøñýċĈôĊĂóĎċô÷
ďõ  āĉąô ú÷ôô÷ ö÷Ĕÿô ăöóòÿ ýû Ēúõ ó ûùĎĂõ ó ûñĆùĉ đü þó ûñúúó÷ úóóùñþĈô ÿĔĂùô÷
[2.2.4 ,1.2.4]þĆċĈùċôĆñĆùĉč āòþúóóùñþô÷ďõñċùô÷ĄĔñăøĆĈđøñýċô÷Ą÷Ĕñăó÷

čóđċô÷øĊóċĉó÷÷ö
ÿāõ
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Link to digital lessonLink to digital lesson

www.ien.edu.sa

»ªbôdG ¢SQódG §HGQ

3.4

á°ù«FôdG äÉë∏£°ü�G

øöôûô÷ĀĀĄûþô÷
Prototype

āóôøþ÷ĄĄñó
Test Market

ÿøþûô÷ăúĄñýú
Product Marke  ng

ójóL èàæe ôj�£J

ąøù÷ ûāÿóòĀĄąøñóòóāô÷÷ø÷ÿõñóāøö÷ùø
ùúþô÷úóþøþûô÷úóóùñþô÷óāøāùùúøøô÷÷ÿøøôûô÷ăö÷ùóô÷Āñõø 1.3.4

úüÿøþõùúĄóúú÷ĄóþĀñõø 2.3.4

º∏©àdG ±GógCG

á«≤j�°ùJ Q�eCG

óñöā Āóûñô ùþò ùòø ÿõ ùúü úóþøþõ üúĂøô úóóùñþô÷ Āóøāú
òý÷ôùúüúóþøþõùúĄóúĀõ÷óā÷ñýñóþõ÷ôó÷Ąõøóāñöøùùÿùñûùô÷
ù÷øĂô÷ ùù÷ôó āóôøþ÷ø ùúĄóøô÷ ÷ÿøąúø ùù÷ôó ùñþÿô÷ ÷÷ôóûøýóñ  ûāñó
õñýöó÷øùñø÷"ùúüúóþøþõ"ùùùôøùúøó ûõóûúùúüúóþøþûô÷ÿõ
ýóøöóøùûùúúóóùñþô÷ĀõóñúóôĂùô÷üúāø÷÷ôóāô÷úóþøþûô÷ÿõ÷ôùõ

ĆôĀø÷ÿþøôú÷Ąóþùñóÿõ û÷øñýøñóúôøúøùúüúóþøþõùúĄóúąøù

 ∂àaô©e §°ûf

1 .Ăøÿñõø÷Āóûô"÷ ûúü"ă÷ùúó ûþøþõùõôøñó÷øó÷óā÷ñùúùøñô÷ùùõùþò÷øñùąñ
ÿøþûøôĆó÷āÿõ÷øñăúĄñýøô÷÷÷û÷ó÷óõ"úü"Ăöóóø

2 .ĄĄñýô÷ąôõ÷ĂûúĂúøúüÿøþõùúĄóøôóõ÷óùñôó÷þþúĀó÷õþúøøô÷÷óñþöó÷óõ
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 1.3.4

Iójó÷G äÉéàæ�G
New Products

þĉôòďõóđô÷ĈûóċõúóþøĎõùñĔøúČôĒöó÷ĕĎùċøó ûõóċúùúüø÷úóþøĎċô÷ďõĉ÷Ĉò
þ÷÷ôóāô÷úóþøĎċô÷ĕĈĉú÷ùúĔóøô÷øú÷ù÷÷üøĈô÷þ÷øöø÷"ùúþô÷"úóþøĎċô÷òúùø
Čċ ÿñąóõĎĉþùùþó÷Ą÷Ĕñăó÷øñĉùÿôóøûóô ÿúĒĎąôø÷Ď÷ùõĄĔñăøñúüùþò÷òúùôô÷ø
ùđüó÷ Đó ó ûõóċú ÷ ûúüĐóó üĊóûċó úó÷Ď÷ùôñýô÷ øñ ùùõĊøó øñÿĄñþô÷ öĔñăóāô÷
ďõúóðċô÷ćóĎ÷čĔ÷ô÷þó÷øùøñþ÷ôÿ÷ùñóôùòĔô÷ĆôĀøñ û÷ýóøõďąúČôöĔñăóāô÷
ü÷āøóđ÷ôõ÷ú÷÷ċô÷ùÿ÷ñĆÿó÷øþú÷ôĈô÷ñĆøùùõ÷ÿĈøĄċô÷÷÷ñÿĄñþô÷öĔñăóāô÷ùđüó÷
úóóùñĄùĉĀøùúøþč÷Ąøñă÷øñĉđñăó÷øûùñăó÷øùüñąó÷øĎĂøô÷čĂøô÷ĉñúÿøùāôñąó÷
óđúóþøĎċô óćóóôô÷ ăöóòāø ĐóĎñăó÷ ĐĔþùõø ĉ÷ñýüô÷ úóÿöĎõ úóþøĎõ ú÷ôú ÷ñąóþ
ďõù÷ûąô÷øñõùñÿ÷ñþ÷÷ñýñóĎúĄĔñăøñēóôøö÷öøþô"ùāĔóõ"ø"ùúü"óđöó÷ĕĈĉ

þúóþøĎċô÷ēø÷ďõĉñúñó÷øó÷āĔóċô÷óõøüúþô÷óõ÷ñùùõĐó÷ýó÷
ĕĈĉþ÷ÿĈøĄõúóòøó÷øñø÷ÿĈøĄõĄ÷Ĕñăó÷øñ" ûùúü"úóõĄô÷øó÷úóþøĎċô÷ĐĔąú
ñ÷üó÷ĕôõ÷ùñþøĎúČû÷ôøô÷ďõñüøñ÷ùöóñĄ÷õþøó÷ÿøĎõĂôñÿúòüĊóûċô÷ĉ÷ôñă

þóö÷ôøÿČûóö÷ĈāõóđúóþøĎõú÷øøñúóóùñþô÷òúùøó÷ôúòóċĎ÷øüĒĎõùùþó÷

ùđüó÷óõüúóĎ÷ùôñýô÷øñøôò÷öĔñăóāô÷û÷ùøþ÷øĎõ
øôò÷öĔñăóāôóø÷òĉóđôøùĉùÿøþ÷øøô÷
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ùÿôĔúòøüóõÿøĎċôúüč÷Ąøñă÷āóñþøó÷ó ûñúúó÷ďąċú
ĕĈĉ þùúþô÷ Ą÷Ĕñăó÷ ďõ Ēô ď÷ąĈđøñýõ öøü ĕôõ÷ ĆôĀ
úóôóùċô÷ĕĈĉùùõĊøóĔú÷ÿô÷ú÷ù÷õóóùøôÿûüĊóûċô÷ĉ÷ôñă
ûĔüùô÷ Ďĉ ÷úôøùôóø ď÷ĂöóñýĈô ăóċñýĈô ùù÷ôąô÷ ÷úāóþøô÷
÷ñąóĄô÷ú÷āó÷ñýô÷ĕĈĉó ûñúúó÷ùôûÿúĐò÷ďąôøüĀĈĄĈôùāó÷ñýôóø

þùāó÷ñýô÷ĀĈþăö÷Ĕĉøó÷Ċóÿćó÷ÿĔüĔøď÷Ăöóñýô÷Ē÷ôĎøô

»YÉª÷G πª©dG

ó ûþøĎõ÷øāóøþ÷øăúùñøñĉċĉ÷
úöóñĄøĀĈąõù÷Ċóö÷óđøñă÷

þč÷Ąøñă÷
1 .úóõ÷Ąøñă÷÷ñýċþøñ÷øù āąñ

þĉòó÷ĕĈĉÿøĎċĈôùúü
2 .úóõ÷Ąøñă÷÷ûûĕĈĉ÷ĔĂÿú÷

ĐĔąúĐó÷Ăüùċô÷ďõùúü
÷ñđøñýċô÷ĄĔñýô÷÷øÿýø û÷āüóö

þóđĎõ āĉąô

gf� �Éff

þćùøñÿøñ÷Ĉðñăó÷ďĉõüó÷
1 .÷ ûúüÿøĎċô÷ĐĔąúĕøõ
2 ."÷ ûúü"ĂôñÿúĕøýÿĔüĔõÿøĎċôĒĈùñóõ÷óùñþôďąċúùøô÷óõ
3 .÷ÿĈøĄõúóòøó÷øó÷ďóóõó÷øñ÷ ûúüÿøĎċô÷ĐĔąúò÷Āóċô
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 2.3.4

ójóL èàæe ôj�£J äG�£N
Steps in the Development of a New Product

ùôøñýúø úóþøĎċô÷ òÿāÿøñ þ÷úóĎùø ùúþô÷ úóþøĎċô÷ āĔóúø úóóùñþô÷ ÿāÿú
óđüóøöõ÷ øñ ùù÷ôó ýôóôõ āóċûøñă÷ ĉôò  û÷āüóö ĐĔąøñă óđöó÷ ĐøĂøùú øøô÷ úóþøĎċô÷
ü÷ċđċô÷ĄĔñýô÷úóüóāôúóþøĎċô÷÷÷ôĈúøñùôô÷òÿāÿô÷÷÷ĈċĉďċñúúøþóđĂúĔñýúø
ùùþó÷úóþøĎċô÷÷ñýñóĎõĕĈĉóđúāòøüĊĔĂùõùùñýøø÷÷ôóĉù÷úóùċøóđüóøöõ÷÷÷öóąõõ÷ø
Ĕ÷óċóüúüÿøĎõùúĔóúñóĎûó÷÷÷ôóøô÷ú÷ĔóĄô÷úóóùñþô÷ČöùõúôøúøþĄĔñýô÷øñ

þ"2-4"ĉąñþô÷øñĂñĆĔõ

þúüÿøĎõùúĔóúú÷Ĕóþ"2-4"πµ°ûdG

÷üóāô÷∞jô©J

úüÿøĎċô
ĕôõ÷ÿøĎċô÷∫É°SQEG

øñÿøĎċô÷ÿĀóøöõ÷
ĄĔñýô÷

øôøó÷ĀĀĔċöAÉ°ûfEG

ĄĔñăøñāóôøþ÷ÿ
ùù÷üñą

01 Iƒ£îdG05 Iƒ£îdG 04 Iƒ£îdG 03 Iƒ£îdG 02 Iƒ£îdG

 á©LGôªdG áé«àf

á«HÉéjE’G

áé«àf

á«Ñ∏°ùdG á©LGôªdG

ĉúøùúĔóúøó÷ĉĂñÿô÷Ăøóñýô÷ĉý÷ùċô÷ĕôõ÷ùÿĔùô÷

ûóôñĄõ āĉýôjƒ£J

÷üóāô÷
÷ā÷ôóùÿô÷á©LGôe

÷øóþøñă÷ø
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IôμØdG ôj�£J
Idea Development

Đó÷ ûùööûùúüúóþøĎċôāóąñó÷ÿóþúõ÷ø÷úüÿøĎõùúĔóúøñùĔóþõùñąó÷
úóõĔĈùċô÷úċüùÿôĔúĂñüĆĈđøñýċô÷úóüóýûóôñĄõ÷Ĕ÷úóþøĎċô÷ùúĔóúďõòĆùüô÷
Ēôñþúóõúóóùñþô÷ďõúùô÷ČöĎúþùúüúóþøĎċôāóąñó÷÷ôĔøôď÷ąĈđøñýċô÷ďõ

þùúþô÷úóþøĎċôóø÷ñąóĄô÷āóąñó÷÷ñþòóĎċôčóöøöóøď÷ąĈđøñýċĈôĕĂøĈċô÷
ñċùô÷óđđü÷Ĕúøøô÷úąñþċô÷ø÷ùúþô÷úóþøĎċô÷āóąñó÷õóđô÷āÿóñÿċô÷
ďúøô÷ úóù÷ôċô÷ ĔøøĎõ ùąÿú óõ ó ûôôóĊ þóö÷ôóý ùùñĔøċô÷ úóþøĎċô÷ óđāĈāú  øøô÷ø
úóþøĎċô÷ ĕĈĉ ú÷ùúĔóú øó÷ ùúü úóþøĎċô āóąñó÷ øñ čĔú  āĉó ñċùô÷ úõ ĐĔĈċùú
øñČđöõôāóąñó÷ ēø÷ĉ÷ñąĔúĆôĀùøČđĎąċúøüĒöĔùċñýúøĒöøùúóõĕĈĉ ûñóĎø
ü÷÷ĉ÷øõ÷ ÷÷Ĉċĉ úü ÿøĎõ āóąñó÷ ùúĔóøñ þúóþøĎċô÷ ùúĔóú øñ ď÷Ĉõóùô÷ ÷óùñþô÷
úĉûõ üõ÷ôóñăó÷ čĄøñýÿú þ÷÷ĉ÷øõóø ÷øùąÿú Đó÷ óđ÷ñ ď÷óāóñþċĈô ùāøùñúô÷ ďõĆôøôø
úāøôüúąñþċô÷ āĉýúó÷þ÷ú÷ùøñăõ÷øüøĉ÷øõ÷ù÷ąÿøô÷ďúāóċúøüøĎ÷øô÷Āñÿùô÷

þĆôĀùøó÷āóôøþ÷ďąċúøøô÷ÿøĎċô÷āóąñó÷

√QÉÑàNGh èàæªdG ôj�£J
Product Development and TesƟng

þ÷õþ øó÷ ÿøĎõ ùùąñ ÷ùøóøõ ÷óùñþô÷ āùĂú ò üô÷óĄøô÷ø ă÷òô÷ üāôô÷ ùø
õúāúøü÷õĂô÷ÿ÷Ĕċô÷øú÷ùċô÷ĕĈĉĊĔñÿāô÷øüĀóøöõ÷÷÷ĈċĉĐĔù āĎñÿċô÷ôóĄ÷ñă
òĆøóÿøô÷øúóþøĎċô÷úāĔøôú÷Ďñÿú÷đüøó÷ó ûþøĎõ÷öþøô÷āóþúÿā÷ñăþď÷ÿĈĔċô÷
÷ö÷óøúóþøĎõāóąñó÷āóôøþ÷÷óùñþô÷āùĂúòøóđö÷ùñĄøó÷ùñąóĎùô÷Āóøöõ÷ÿĔĂĉĕĈĉ
ăö÷ùćùýõ÷øþúñă÷øĄóóöĕĈĉĀóøöõ÷øññôô÷ĉôò ûøó÷ùùćóĄċôóøČñýøúøó÷ďċûô÷
úāúøÿøĎċô÷ùÿĔüāóôøþĀĀĔċöøó÷ Prototype»dhCG êPƒªfùúĔóúø÷ĆôĀø÷ÿĎú
þTest Market  QÉÑàN’G  ¥ƒ°S ùùþó÷ āóôøþ÷ úó÷þ÷ú÷ùøñăõ÷ ďõø þĒüóøöõ÷ Ā÷ôóąú
øñøĂúĔñýøô÷ÿúċô÷øÿĎúøúþô÷ÿøĎċô÷ďõ ûùÿøāõ û÷÷ċóóđ÷ñ÷óùñþô÷ÿøĎúü÷ý
Āóøöõ÷øñ÷óùñþô÷øñúċøñýñüĄĔñýô÷āóôøþ÷øñÿøĎċô÷Ăþö÷Āõ÷þĄĔñýô÷ďõù÷üñąñü
Ąóÿöõ÷ĉôòÿøĎċô÷ù÷üúøó÷Āóøöõ÷ĀòĔÿúóđöõóñ÷óùñþô÷ĂþĎúČô÷Āõ÷øúþô÷ÿøĎċô÷ú÷øø

þĒ÷ĈĉĊóċô÷ďõúċô÷
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èàæªdG gj�°ùJ
Product MarkeƟng

øñ úñă÷ø Ąóóö ĕĈĉ ÿøĎċô÷ ăùć øñ ÿøĎċô÷ ùúĔóú ďõ ùù÷þó÷ ùĔóĄô÷ ĉûċøú
ùĔóĄô÷ēø÷ĀóøāúþProduct MarkeƟng èàæªdG ≥jƒ°ùJČñăóøāùùÿúóõ÷ø÷øĄĔñýô÷
þøĂúĔñýøô÷ÿúċô÷ùñąóĎĉú÷ċüô÷óĄú÷óùñþô÷ĕĈĉõþúü÷ýù÷ñúāøô÷ďõù÷ûąĈô
ü÷öþøô÷ āóþúø ÷Ĉċþô÷ āóþú úĉûõ ü÷öøóùøċô÷ úóóùñþô÷ úóþøĎċô÷ ăúĔñýú ĉċñþúø
óċø  û÷÷ôóĉ ó ûñúúó÷ Āóøöõ÷ úóúĔøñýõ ĐĔąú Đó÷ õþú þĐĉõ÷ úóóøø üĉĂĎô÷ úóóùñĄø

þúóù÷ôċô÷úóôĈóøõ÷÷ôĈøôăóøċô÷ÿøĎċô÷ďõ÷÷ñóóú÷ÿ÷õõ÷ĕĈĉĊĔñÿāĈôøÿąú
ăóþĎô÷÷ñąùñďõúúü÷úóĎùøúþô÷ÿøĎċô÷ô÷óĄú÷÷Ĉċĉú÷Ĕóþú÷ċüĂóþöõ÷
÷úóĎùøĄĔñýô÷÷ñă÷āÿ÷Ĉñą÷Ĕõĕôõ÷÷üóāøĐĔòĔñýċô÷Ċ÷úĆôĀúõøþùù÷ôó÷üāø
ÿøĎċô÷÷ĔùòĔúòĐĔñýñóĎċô÷ĐĔąúòøüāøùöô÷ù÷üøúòĀõ÷ú÷ôĈôÿøĎċô÷ăùćùø
Ćôøô û÷þ÷øöøþ÷óùñþô÷ùùòĔúóõõñýýĐĔąĈđøñýċô÷õ÷þøñýúòøó÷üĉùÿôóøúþô÷
ÿøĎċô÷ăùćÿùþċøăúĔñýøô÷÷÷þ÷ú÷ùøñăõ÷ĕĈĉúúùúñ÷ùüõ÷ĕôõ÷ĐĔòĔñýċô÷Āóøāúò

þĄĔñýô÷āĔóúúõøú÷ôĈô

gf� �Éff

þćùøñÿøñ÷Ĉðñăó÷ďĉõüó÷
1 .ùúþô÷úóþøĎċĈôčóđôõ÷øāóąñó÷úóóùñþô÷ċøñýúďúó÷ďõ
2 .ñôôóõÿøĎõāóôøþóċđõ÷Ąøñă÷÷óùñþĈôďąċúĐóøĈô÷ĐóøĂúùóô÷óõ

úñă÷øĄóóöĕĈĉĒüóøöõ÷
3 .ÿøĎċô÷ăúĔñýúĉċñþú÷Āóõ
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»fj�°ùJ �jQÉæ«°S
òÿ÷ñÿĄøĈô÷÷Ĉøóòùûóó÷ùĔđòĂóđþôøôøó÷ĀĀĔċöñóñþöõ÷

CreaƟ ng a prototype for a more customizable coff ee machine

ďõ÷ùñă÷ø÷ĉĔċþõĕĈĉď÷ąĈđøñýċô÷õĈć÷÷ôĈúùĔđĂô÷ùđüóùÿĔùñăú āĎñÿõĊøóāú
ú āĎñÿċô÷ ó÷÷ùüó÷ øøô÷ ĄĔñýô÷ ýóāøó÷ úÿý þòÿ÷ñÿĄøĈô ÷ĈøóĂô÷ ùĔđĂô÷ úóøøùñþõ
ùĔđĂô÷ďõďā÷ùõöĔóĐóó÷Āõ÷óõúāúøüùöóñÿùô÷ďõ÷ĉĔċþõ÷ñóñĆõ÷ĕĈĉùāĂô÷
ĂóđüĂ÷ùćā÷ùòøñùôô÷ĎĉčĔ÷ô÷ď÷ąĈđøñýċĈôČđõ÷ø÷Đóûčó÷ùĔĊāĕĈĉùĔøāú
ĕĈĉùĔđĂô÷ Ăóđþô÷ùĎñÿċô÷ ÷óùñþô÷ øñùúĔóøô÷ø üāôô÷ ăúùñĉċùúþĒö÷ùñþô ùĔđò
Čđúđüóóø  û÷öāóĂõòÿ÷ñÿĄøĈô ÷ĈøóĂô÷ ú÷āó÷Ąô÷ďõúñăøó÷ ó ûòóóöùñĔúúüĀĀĔċö
Ăóđþôøôøó÷ĀĀĔċöñóñþöõ÷ø÷÷÷úò÷ùĔóĄô÷øüă÷ôóøĈô ûøóòČ÷ċñÿøô÷øôúþ÷Ăøóñýô÷
ĉ÷Ĉāúøúñă÷øĄóóöĕĈĉøôøó÷ĀĀĔċĎô÷÷ø÷āóôøþ÷ĆôĀùøďąċúþúþô÷ùĔđĂô÷
øñĊ÷Ĕõó÷āóċûøñă÷ďõ÷óùñþô÷÷÷öóąõõ÷ ùõúāøôú÷āóôøþ÷ēø÷ďõúóöó÷ôô÷
üĂóđþô÷ ĉċĉ ñ÷ÿó÷ ĕĈĉ āĔòĔĈô øĎĂú úĐ÷āóôøþ÷ óċ÷ þùĔđĂô÷ Ăóđþô ĉõóąô÷ Āóøöõ÷
ĂóđüĀöóĈøēóþúČđúóĂ÷ĈùúĉĈāúøúóóùñþô÷ĉþñýúü÷ýüď÷ąĈđøñýċô÷úõāóôøþ÷ø

þóđþøĎúøøô÷ùĔđĂô÷øùĔđĂô÷

G kóbÉf G kÒμØJ ôμa

1 .ùĔđĂô÷ùđüó÷ú āĎñÿõóđ÷ôĈúøøô÷ĄĔñýô÷÷üóýóõ
2 .óđþøĎõùùąñùöóó÷Āõ÷óõ÷ñùùċôóđõ÷Ąøñă÷÷óùñþô÷āùĂúøøô÷÷÷þ÷ú÷ùøñăõ÷óõ

óđ÷ñÿā÷Ĕċô÷āóċûøñă÷ăāøñýúúþô÷
3 .ĉąñþøúþô÷ÿøĎċô÷Āóøöõ÷ĕôõ÷÷ùøóøċô÷Đóóñþøó÷ā÷ùò÷óùñþô÷Ē÷ĈĉøĎôøñăùøô÷óõ

ĉõóó
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¢SQódG º««fJ 3.4

?âª∏©J GPÉe

1 .[1.3.4]ďúó÷ø÷ ûúüó ûþøĎõÿĔüĔõ ýÿøĎõāóôøĉ÷ďąċúĀ÷ó
2 .þùúþô÷úóþøĎċĈôāóąñó÷úāøôóđõ÷Ąøñă÷ď÷òĔñýċĈôďąċúú÷øÿó÷ýû õČñă

[2.3.4]

»ÁOÉcC�G ∫Éé�ÉH §HôdG

1 . û÷øóþøñă÷÷÷ôóýúóþøĎõĕĈĉú÷ù÷÷üúøùúüúóþøĎõùĉúóóùñþô÷čĂú:Ωƒ∏©dG

ó ûĂúñąó ûþøĎõāùĉþùñúþó÷ăúĔñýøô÷Čñăóøĉċùô÷÷ø÷āùùÿúþ÷÷ð÷ôô÷úąñþċĈô
øñ úóñøþ÷ Āñą Čû ÷ð÷ôôóø ó ûõóċø÷÷ ĉòó÷ ÷÷ôóāô÷ úóþøĎċôóø Ēöāóòø ÷ð÷ôĈô

[1.3.4]þó÷ùñĔúøøô÷ö÷Ĕÿô÷øüĀ÷Ĉüøô÷øó÷ÿøĎċô÷Č÷ċñÿúøúóöĔąċô÷
2 .÷úÿĔùñýô÷ ÷÷øùùô÷ ÷ąĈċċô÷ ďõ öóñĄ Ċóċĉó÷ ö÷ā ďĉ óûûāø õøó÷ :∫ÉªYC’G  IOÉjQ

Čûùùąÿô÷ĕôõ÷ĉñąĔúĀ÷óĀñþøó÷þ÷õĄôùùąñøó÷úüÿøĎõďĉĒôóċĉó÷ùþøö
ùĈñąĔú øøô÷ ÿöóøĎô÷ ďĉ ÷ ûù÷ñÿò ÷ ûùúùĂú đüþĂüóö ùāóþú ûøùñþõ ĕôõ÷ ó÷āĔć

[2.3.4]þóđ÷ôõ÷

�bG�dÉH §HôdG

óđúóþøĎõ ăóþö čùø ÷ñøùùõ ÷óùñþô ăúĔñýøô÷ òý÷öā õöóĎó ùÿĈĔú Ćöó÷ òĆùøñ÷
ďõ ûùùóøõđüþúóþøĎċô÷ùúĔóúøñó ûĂøóñăăúĔñýøôóø÷óùñþô÷ďùøñýúČôþùúþô÷
÷Ă÷òÿ÷÷Ĉċĉûóôú÷øăúĔñýøôóø÷öóùøñă÷÷÷ċ÷ó÷ĊĔýùø÷ÿĎøô÷òý÷öùĈôùý÷ø÷āÿñą
ĆñĆùĉč āòČûþćāóąñó÷ďõ÷ÿøñýúĐó÷÷óùñþĈôďąċúĀ÷óĀñąþúüÿøĎõùúĔóøô

[2.3.4]þĆċĈùċô
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www.ien.edu.sa

4.4

?áeóÿÉH O�°ü≤�G Ée

á°ù«FôdG äÉë∏£°ü�G

÷ñóôøõù÷ú
Intangible

ÿúôøøô÷øøóòù÷ú
Perishable

ùñÿÿøô÷øøóòù÷ú
Inseparable

÷ñýöóþøõù÷ú
Heterogeneous

õøù÷ ûāÿóòĀôõøñóòóāô÷÷ø÷ÿõóāøö÷ùø
ÿóñÿøò÷øñùú÷øô÷úóõôô÷÷÷÷÷óùñô 1.4.4

úóþøþô÷øñùÿôôô÷ù÷úúóõôøô÷āõúóÿñõúøā÷Āñõø 2.4.4

º∏©àdG ±GógCG

á«≤j�°ùJ Q�eCG

ùùú øôóùô÷ ÿóñÿøò÷ øñ ÷ ôö ûùñó÷ø ùôó÷ þô÷ ø÷ úóõôô÷
óøúóùóþñÿô÷ú÷øñùúúóõþóñþöõ÷õøùā÷ùøñóóøúóóùñþô÷
úóøôùñõÿù÷õþóúôñýúúóøôùñõĀøøôúø÷ûúāô÷úóùóþñÿô÷öôĀøñ
ó ûöøÿ úóõôô÷ øñ ÷ôøú øøô÷ úøā÷ òÿöóñÿôô÷ õôñýø ÿøþõ óúôñýú
÷øøóòù÷úø÷ñóôøõù÷úóāö÷ø÷úøā÷òÿöóñÿôô÷óø÷úóþøþô÷ÿù

÷ñýöóþøõù÷úøÿúôøøô÷øøóòù÷úøùñÿÿøô

 ∂àaô©e §°ûf

1 .úøñýô÷ÿøþúøøô÷úóóùñþô÷ÿõûùñó÷ôþúúóõôô÷úóóùñôĀ÷òøùú÷Āóô
2 .óõþù óāúóù÷ùõ õôõ÷ Āôòôñýô÷ Āóøāú øøô÷ úóõôøô ùúùÿô÷ òÿöóñÿôô÷ óõ

úóõôô÷ÿúøùøôóúôñýøô÷úó÷þ÷ú÷ùøñóõĀôóóôú

»ªbôdG ¢SQódG §HGQ
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 1.4.4

É¡à«ªgCGh á«eóÿG äÉYÉæ°üdG ��
The Growth and Importance of Service Industries

úĉûõ üñó÷ñĄó÷ ø÷ úóþøĎċô÷ þúóõĄô÷ø úóþøĎċô÷ ĕĈĉ ăúĔñýøô÷ ă÷ôóú ďąċú
óđøúôøāùÿóĉĉđñýúøøô÷üďôþô÷ùù÷óñĄøó÷üõúóąċô÷øó÷üĔú÷ÿô÷öóùôó÷øó÷üú÷āó÷ñýô÷
þ÷ÿĈøĄõăö÷ùóøĂĈóñÿċô÷č÷Ąøñă÷ďąċúĒöóûúóõĄô÷Āúùùúõùñÿúøþóđċđñø
ĐĔþøĎċô÷ĒôÿóôøúüòăĔċĈõù÷ĊõóñþöĒöó÷ĕĈĉ÷õĄô÷ĂĈóñÿõăúĔñýøô÷ČĈĉā āùùú
ďõ û÷ùñă÷ø û÷ĉĔċþõúóõĄô÷øóüúþĒüóøöõ÷ùòøøñĆĈđøñý ÿúøü ûùùñĄóôõĐĔąĈđøñýċô÷ø
ø÷úóõĄô÷òúùøþ÷÷āñÿô÷÷úóĉùô÷øüĒ÷ñùøô÷øü÷÷ñùñÿċô÷úóõĄô÷úĉûõü÷óñþöó÷
þõ÷óùøô÷øüóú÷đô÷Ā÷Ĉüúøüĉ÷ñąĔøô÷úĉûõüúóþøĎċô÷ýó÷ú÷øďõôĔøúČĉÿ÷óñþöó÷

þøċôóùô÷ ÿóñÿøò÷ øñ ÷ öĔċö ĉċùô÷ úóþõ ûùñăó÷ø ùôóó÷ Ĕ÷ úóõĄô÷ ûóóò
÷÷ĎĂúøüĒ÷ñùøô÷øüúóñÿú÷øüăúĔñýøô÷üĉûõúóþõøñùÿĔüĔõúóõĄô÷ĀöóĈøø
ûóđöóąñă ďõ öóôñþô÷ ÷ôñýö ûóÿúāóø ù÷ċõ ÷úÿĔùñýô÷ ÷÷øùùô÷ ÷ąĈċċôóñ þúóõĔĈùċô÷
ùúþô÷úó÷ĎĂøô÷õùĈúøþúóõĄô÷ûóóòøñ÷ċċô÷ñ÷ÿóôøôóûõúñĆøøñø÷Ćôøô
ď÷ąċøô"2030÷úÿĔùñýô÷÷úôøā"ā÷÷ó÷ďõñþóüúóõĄô÷øñÿ÷ùćóøó ûñý÷öā÷ ûāøÿ

þĊóċĉó÷ĊóüāďõĉôĂøñýċô÷ĉ÷ü
øõĂċø úóóùñþô÷ ď÷ùøñýú Ćôøóø þúóóùñþô÷ ďõ úóõĄô÷ ÿ÷ùñó÷ ùùøñþú
üøĈþ÷ô÷ āĔąúô÷ øċċñÿõø üøñăĎđô÷ Č÷ċñÿøô÷ øĂñýĎõ úĉûõ ü÷ĉĔĎøõ úóõþ
úóõĄô÷ ûóóò øñ Ā÷ĈĔøô÷ ĔċĎú üùÿùøõ öóôñăóø þď÷ôñăóāċô÷ø üď÷÷öóøùđąô÷ø
úóõĄô÷ăúĔñýúøüúĈñýô÷Āóøöõ÷ûóóòøñēĔċöďõûùñăó÷ùù÷úĔøČôóùô÷ñóāöó÷ú÷ċüøñ

þù÷ôóùāóþúĉċĉĔ÷

QÉgOR�G
Prosperity

úñăĔøô÷ Đó÷ õ÷ üùòĔô÷ āøùċø ó ûćĔô÷ø ÷ ûÿĔùñąđñþú ÿóñÿøò÷ Đó÷ ďõČĊùô÷ ĕĈĉ
ĆĈđøñýċô÷ ĆĈøċúø þúóõĄô÷ ûóóòøñĔċĎĈô Ċøó÷ õôñýô÷ Ĕ÷ùċøñýċô÷ ùÿóñÿøò÷

þøñĆóċô÷øñĒ÷ĈĉĐóóóċõùûóó÷úóõĄô÷ĕĈĉĒòóÿöõ÷ĒĎąċúó öúùúĂú ûþÿčĔ÷ô÷
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áàªJC�G
AutomaƟon

ĀöóĈĔø û÷öāóĂõúóõĄô÷÷ĉóĎñąĀöóĈøĔċöùù÷úøûāóñýúāùôúùøô÷øöóûô÷õôñýô÷
þ÷ôóċùô÷ĕôõ÷ û÷üóýĉòó÷ø û÷÷ôò÷ùûóó÷ùāôñąó÷úĈñýô÷Āóøöõ÷÷ĉóĎñąĐó÷Ĕ÷úĈñýô÷Āóøöõ÷÷ĉóĎñą
ú÷øċô÷č÷Ąøñă÷õôñýøóđùĈñăĀóøöõòąóĄñĄó÷ďõĉòó÷÷ ûÿĉúóóùñþô÷čĄøñýúø
þĉċùô÷ā÷ùċøñăúóõĄô÷÷ĉóĎñąĕôõ÷ĐĔĂøóñýô÷úöóñÿċô÷ĊóċĉóóþĈúøôóøôóøþ÷÷ĎĂøĈô

Ąóÿöõ÷ďõòăóĎô÷ďąċúøøô÷öóôñăó÷óõ
ñóþùô÷úóòøó÷øñúóõĄô÷ĕĈĉúċô÷
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ó«f©àdG
Complexity

úóþøĎõ ďõ úùô÷ Đó÷ Ĕ÷ úóõĄô÷ ÷ĉóĎñą øñ Ā÷ĈĔøô÷ ĔċĎô üôóûô÷ õôñýô÷
ăćóĎõùāø ÿñ þď÷õĄøñýċĈô ó ûôúāúø ó ûýñąõ÷ø ÷ ûĂùõó ûô÷óùú õĈóøú ÷÷ôóùô÷ ÷÷ĎĂøô÷
òúùøòÿ āñÿĄþø þúøþúóõĔĈùċô÷÷÷ĎĂúøöĔñăóāô÷úóĉóĎñąĊĔýĉõóąôóøùúü÷õþ
ĉ÷ôñăĕĈĉúóĂ÷ôóøô÷øñ÷úāóñþøñă÷úóĉĔċþċô÷òÿ āñÿĄþø þúøüõúāøô÷øñúóóùñþô÷
ĔċĎô÷ ùÿó÷ Ăô þú÷ùċô÷ ÷öó÷ñąø ăñąõ÷ øñ ùùþó÷ úóóùñĄ òÿ āñÿĄþø þúø üĊóûċô÷
ùĉñóñþöõ÷ĕôõ÷÷÷öøùøąôõ÷ùāóþøô÷øúóñÿúô÷÷ąĈñăô÷÷÷ĎĂøô÷øùöùøöõôúúùñýô÷

þó ûõóĉ20ĉôò ûùÿĔüĔõďąúČôùúü÷÷õþĀöóĈø

gf� �Éff

þ÷Ĉðñăó÷ēø÷÷øóüõ÷÷ĔñþòóöČûó ûĂúùñ÷Ĕö āĔó
1 .þñċùĈôčĂÿúøøô÷úóõĄô÷ĕĈĉ÷Ĉûõó÷ùóĀ÷
2 .÷÷øùùô÷÷ąĈċċô÷øñúóõĄô÷÷ĉóĎñąøñĉċùô÷òąùñĔċööóôñăó÷óõ

÷úÿĔùñýô÷

 2.4.4

äÉeóî∏d IójôØdG ¢üFÉ°üÿG
The Unique QualiƟes of Services

þúóþøĎċô÷ďĉó÷÷ċú÷ċđõòÿöóñÿþúøāóóøúóõĄô÷÷ċøú
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á°S�ª∏e ô«Z
Intangible

ĂĈóñÿõøþ÷ñăĔċĈõù÷ĊúóõĄô÷Đó÷Ĕ÷úóõĄô÷øúĈñýô÷ď÷ø÷÷ċ÷ó÷ùûóó÷Ąāóÿô÷
òýċôďąċúĒöó÷ øĎùúóĎ÷ü÷ñăĔċĈċô÷ úĈñýô÷ òýąĉĕĈĉüIntangible á°Sƒª∏e ô«Z

óđô òý÷ô úóõĄô÷ Đó üóđø āĔùñþô÷ øó÷ üóđĉóċñă øó÷ üóđòøøú øó÷ üóđøúôøā øó÷ ü÷õĄô÷
óđöó ûď÷òĔñýċô÷ čóõó÷  û÷øĔùñą úñúú òýċĈô úóõĄô÷ ÷÷Ĉøóò čĉ÷ÿñąø þùÿóõ ĉąñĄ
ČđĎąċúøñċùô÷óđ÷Ĉĉĉñÿā÷ñăøøô÷ö÷Ĕÿô÷ĕĈĉ÷óùøô÷Čđ÷ĈĉõþúĒöó÷ øĎùú
Čđøóñþöó÷ô÷óĄúĕôõ÷ó ûñúúó÷ĐĔòĔñýċô÷ĀóøāúþÿøĎċĈô÷úÿóċô÷ú÷÷ċô÷ĕĈĉ÷óùøô÷
þúóõĄô÷ČđôóđôĈþøñăøøô÷ö÷Ĕÿô÷ā āĔñÿúďõď÷ąĈđøñýċô÷ď÷ąċøô÷úóĎùø÷÷þúøùøô÷
Ĕú÷ÿô÷úćóĂõøúóĂñÿĈċô÷øāĔñÿô÷ĕĈĉ÷ ûù÷ôó÷ ûÿóċøĉ÷ùÿñýô÷ô÷óĄúċøùúú ûûõ
ďõāđôóñþúóùĈô÷ċöõ÷đüøāó÷øþ÷ĕĈĉñċùô÷ú÷þñþøôúýùô÷Čö÷Ĕòø
úòĔõøñúñĆĔô÷ĉ÷ĄúĕĈĉñċùô÷ùĉóñýõĔ÷üøýó÷ñýô÷ăúĔñýøô÷øó÷üùÿñýô÷ô÷óĄú

þďā÷ùõøýó÷ñă

øjõîà∏d á∏HÉb ô«Z
Perishable

 Perishableøjõîà∏d á∏HÉb ô«ZøþďúĄøĈô÷Ĉøóòù÷Ċóđöó÷ø÷úóõĄĈô÷÷öóû÷ċñă
óđĎúĄú ďąċú  ÷Ď÷ùõ ÷÷ĎõĂ ùùøñ øñ čĄøñýÿú Čô øøô÷ úóõĄô÷ Đó÷ óĎ÷ øĎùú

õôñýøøþďúĄøĈô÷ĈøóĂô÷ù÷ĊúóþøĎċô÷úĉûõüĉôĂøñýċô÷øñč÷Ąøñăô
òąùÿô÷ Đóóñþø ăĈĂôóø ĐĔòĔñýċô÷ ùùñþú óđĎúĄú ĕĈĉ ùāĂô÷ čĉ
ďąċúùøô÷üùùöóóô÷øó÷üăùñýċô÷øñþāóÿô÷ùĂċô÷úĉûõü÷ùöóñúô÷
÷ñýñăôĔċô÷ďąċøúďôøü÷Ĉýùô÷ùāÿóüõøó÷ČĈ÷ÿô÷òĆùĉùøó ûĂýĒù÷ø
ĉ÷ċĉďõóđ÷ĎüďąċúĐóóøøô÷ ú÷ÿ÷ùúõ÷ ĕĈĉĊĔñÿāô÷ ďõ÷ ûøó÷

þ÷ÿĈąøô÷øóüúùþò÷

÷ĈøóĂô÷ù÷ĊúóõĄô÷øõĂċôďąċúĀ÷ó
ùùñýô÷òú÷ÿĄúďõùÿóÿøñă÷ďúĄøĈô

200



»fj�°ùJ �jQÉæ«°S
÷÷ôóċô÷ùöóñýĄô÷õĎþøôāóùñăó÷ĉúùú

AdjusƟ ng prices to avoid Þ nancial losses

ĕĈĉ ĉóĂċô÷  āĉó ú÷ôô  ûù÷óü ÷úÿĔùñýô÷ ÷÷øùùô÷ ÷ąĈċċô÷ øñ Đ÷ù÷ć ÷óùñĄ ĉċùú
ďąċú   û÷÷ôóõ  ûùāóñýþ øĎùú ùĊóñĄ ùĂõ  āĉó Đó÷ ÷óùñþô÷ ćāú þóđõĂú ÷Ĉýā  āĉó
÷ñąóþ ÷÷þúøùú ó ûñĆøùĉø ÷ñúÿĄõ ÷ ûāóùñăó÷ Đ÷ù÷óô÷ ÷óùñĄ čĂú Ćôøô ûó÷ÿ÷ÿùøñă÷
úýāĉûõü÷ĊāóñĉóĂõĕĈĉùĔøāúóđöó÷ĐĔċĈùúøøô÷÷úĔþô÷úýùô÷ĕĈĉñċùĈô
úóù÷ôõú÷ÿ÷ùúõ÷õñýóďõĐ÷ù÷óô÷÷óùñĄ÷÷þ÷ú÷ùøñăõ÷ēø÷ďąċúøþûĔôñăó÷ôñăø
õĈüøô÷Đ÷ù÷óô÷÷óùñĄ÷ôøóāõĆôĀĉûċúþùāóñýĄô÷ďõ ûøôñăĔøċô÷ďõĉòó÷ùĔøñýċø

þĀĈøĈôóđúóõþ÷÷ĈøóòóđñĆùÿúøøô÷úąñþċô÷ĕĈĉ

G kóbÉf G kÒμØJ ôμa

1 .óđúýāĕĈĉùĂõ āĉóú÷øĕĈĉĐ÷ù÷óô÷÷óùñĄòąùāú÷Āóċô
2 .āđô÷÷ø÷þĔĈøĊøóāúĀ÷ó
3 .øñóóñþĎúĐó÷ďąċú÷Ĉąñþõùó÷÷ôĈñýô÷āóûò÷ďõ āāô÷ĕôõ÷÷÷þ÷ú÷ùøñăõ÷ēø÷āđú

úóõĄô÷ûóóò

÷Ĉøóòù÷Ċúóõþú÷øøñ÷÷ċ÷ó÷ýôóøùõó÷øĂúĔñýøô÷ÿúċô÷øñù÷ùñýøô÷ùñÿĎĉ
ùôóó÷÷óùñþô÷ăĂāúĐó÷ďċñúúăö÷ùóøāóùñăó÷úāúď÷òĔñýċô÷ĕĈĉõþúþďúĄøĈô

þ÷÷āøāă÷ĂāúøúóĂÿĎô÷÷÷óüúúõúóù÷ôċô÷ďõāò
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π°üØ∏d á∏HÉb ô«Z
Inseparable

 ô«ZĂĈóñÿõøĎùúøþĐñÿÿĎúóđóđøñă÷øóđüóøöõ÷Đó÷ø÷úóõĄĈôùùþó÷÷ċñă
úóõĄôóñþĒñýÿöùòĔô÷øñĆĈđøñýÿúø ÿøĎÿú ÷õĄô÷Đó÷  Inseparable π°üØ∏d á∏HÉb

ÿøĎÿú úóõþø÷ ùāó÷ñýô÷ ÷öó÷ñą øó÷ üĕÿñþøñýċôóø Āùô÷ øó÷ üøùõóþô÷ Č÷Ĉùøô÷ úĉûõ
þ÷õĄô÷Āóøöõ÷ øñúóāô÷ďõù÷ûóøñóö÷Ĉùñĉ÷ċùô÷ćāóñþúþý÷øùòøøñčĂÿúø
úõČùóõĕôõ÷õ÷øúøó÷üĐ÷ù÷ć÷óùñĄďøõĕĈĉùùþó÷÷Ďúõĕôõ÷ ûûõùñóñýúóõĎùñ

þ÷÷õĄô÷Ċóċĉó÷øñćđøñă÷øĀóøöõ÷ď÷øĉñÿÿô÷čĉăùñþúüñóòñąó÷

áMÉ°ù�G �«H �HÉàJ ôØ°ùdG äÉeóN äÉcô°T
ĊĔñąó÷ďõø÷øü"úóýóñýċô÷"üĐ÷ù÷óô÷úóóùñĄøĄÿóĎÿô÷ĆôĀøñóċøüùÿñýô÷úóõþúóóùñĄú÷ôú
ÿùþċøóċđĎõĊ÷Ĕõó÷ùó÷ÿ÷ÿùøñă÷ďąċúü ûûõĐ÷ù÷ć÷ĈýāøñùĂõøó÷ĄĎñøñ÷ñùüñþĀĈøô÷÷ùúùñă
÷ā÷ôóùñúôøøô÷ĉóĎñÿôóø÷ñąóþù÷ø÷ú÷ĉóĎñÿô÷øñĐĔĈõóùô÷āĔćþ÷Ď÷ùõ÷Ĉýāûòõ÷øó÷ďā÷ùõčĔúāøùõ
øĎùúøù"revPAR"āó÷ùõ÷÷òĎÿô÷÷õóòõ÷÷ĉóĎñąúôøúøþùùþó÷ĕôõ÷÷÷ĎõĂùùøñďõúóù÷ôċô÷ÿĔđü
øñĄĎñ āĉó÷ā÷ôóùñùõòăó÷ĂôĊóûċóøRevenue per available room÷ýóøõ÷ñùĊ āĉąôú÷ÿ÷ùúõ÷
ù÷Ċāóùñăó÷øó÷āùüô÷ú÷ôôôĂñùù÷ôąô÷úóõĔñÿĄô÷č÷Ąøñă÷õĎþúĊøóāúøþùùĊóñþô÷āùüô÷ñĉõ
úċþÿúü÷ýóøõ÷ñùĊ āĉąôú÷ÿ÷ùúõ÷öóñýāôþ÷ĉóôċô÷ù÷Ċāùüô÷ďõúċô÷ĕôõ÷ùÿôĔúøøô÷÷öùċô÷

þ÷÷òĎÿô÷ďóóõó÷ú÷ôô÷öāóĂċô÷ĉđñăý÷øòăó÷ĂõøñĊóüñĄõ÷õñýöøāùüô÷āóùñăó÷
 ASMs: Availableù ÷ýóøċô÷ ĉóĂċô÷ Ċó÷õó÷ þ÷Ĉûóċõ ñ÷ÿó÷ òý÷úóĂõ Đ÷ù÷óô÷ úóóùñĄ čĄøñýú
Ċó÷õó÷øôóċüõ÷øñ÷øøùñúõ÷ôøþċô÷úýùô÷ú÷ċüøñĉóĂċô÷ÿĉøôóċüõ÷ùøóñýúøseat miles

øøô÷ ĉóĂċô÷ øRPMs: Revenue per passenger milesù öóóùô÷ Ċó÷õó÷ ú÷ÿ÷ùúõ÷ ĉċñþú þ÷Ĉýùô÷
÷ýóøċô÷ĉóĂċô÷Ċó÷õó÷ĕĈĉó ûõĔñýĂõöóóùô÷Ċó÷õó÷ú÷ÿ÷ùúõ÷Ĕ÷÷ôĔċāô÷ĉõóĉþôĂñöóóùô÷óđĈüñþú
āóùñăó÷ď÷øùôóó÷ ÷ā÷ôóùÿø÷öĂ÷Ĕċô÷ĕôõ÷ ùÿôĔúúóýóñýċô÷úóù÷ôõòăó÷Ăõøþ÷úĔðõ÷ôñýĎóĒĎĉ÷ ûùôùõ

þ÷ĉóôċô÷ĉóĂċô÷øó÷āùüô÷ø

Ö°ùMG

1 .óċñüčÿóĂô÷ùđñþô÷% 20÷ôñýĎøùùñĔøċô÷÷ñùüô÷ú÷ÿ÷ùúõ÷ùÿóúĂĔ÷ĄĎÿô÷ùúõā÷Đóó÷Āõ÷
ø÷ ûāó÷þùñý÷ôāùüô÷÷ñóñĆõ÷ú÷ĈĔāĈõùĆôĀă÷Ăāøô÷ÿĈøĄċô÷ăö÷ùóô÷

2 .ĉõóĉ òúÿĄö÷ óċĎ÷ø % 20 ÷ôñýĎø Đ÷ù÷óô÷ ÷óùñþô öóóùô÷ Ċó÷õó÷ ú÷ÿ÷ùúõ÷ ďõ öóùô÷ ÿ÷Ă ÷Āõ÷
ĉċøāċô÷ù÷ñýÿøô÷óċñü÷ôĔċāô÷

gj�°ùàdG � äÉ«°VÉjôdG
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ó öñąóþó öõóċø÷÷ĂĎõď÷òĔñýċô÷ďõóđóđøñă÷øúóõĄô÷Āóøöõ÷øñďõ÷øô÷õĈóøú
þøĂúĔñýøô÷ÿúċô÷øñúúĂĔøô÷ĐĔąċô

ù÷ĊúúĂĔøô÷ĕĈĉĊóûõþĆĈđøñýċô÷óđüóøý÷ĕøõøóċĎúó÷÷õĄô÷ù÷ñĔúúúĂĔøô÷ĉċñþú
øñøñĆ÷ùøñ÷ úò÷Ĕô÷ öóùôó÷ ĉûõüöóôñþô÷ āđøñýú ÷õþúòĔõúāúĔ÷úĊó āùÿô÷
þóđùòĔõõôñýøñċùô÷ďõúùô÷öøþúó÷ĉċøāċô÷ďõþĐøĉóĂøċô÷Ē÷ñùûąúĐóąõ

þ÷÷óĀúúĂĔú÷÷þ÷ú÷ùøñăõ÷āóóċô÷øñùÿĔüĔċô÷÷÷òĎÿô÷ďúĂĔċ÷Ĉô÷÷õþøôúóċĎ÷ø

á°ùfÉéàe ô«Z
Heterogeneous

úóõĄô÷ Āñąø ďąċúø þ÷ñýöóþøõ ù÷Ċ óđöó÷ ø÷ úóõĄĈô ùùþó÷ úóċñýô÷ ďõ
þ÷ÿĈøĄċô÷ úóõĄô÷ û÷Ĕöó÷ ďõ ù÷ûąô÷ ÿĔüĔô Heterogeneous  á°ùfÉéàe ô«Z óđöóóø
Čđñăóċýĕøýøó÷ Čđú÷āóđõùĔøñýõøñĐĔÿĈøĄúùñþôô÷ø üĐóñýöõ÷ úóõĄô÷ øÿĎú ďõ
čĂċô  û÷Ĉąñþõ ÷ø÷ ĉûċú ò þĄóñýú÷ čùø ÷õĄô÷ ČúĂú Čñýøú Ćôøô û÷ÿ÷ĈĔĈô
Ċóċĉó÷ øó÷ ÷ôñăóāċô÷ ÷õþč÷Ąøñă÷ ĕôõ÷ ĐĔüóøāúďúøô÷ ď÷ąĈđøñýċô÷ Đó û÷õĄô÷
÷Ď÷ùõ÷õþùÿĔüòĆóÿĄö÷øþā÷ùċøñăóøùÿĔþô÷÷Ăöóñ û÷õþĐĔùòĔøúùđüó÷ăñąõ÷

þúü÷õþÿøõďĉüāôĈôĆĈđøñýċô÷úñúò
øĂúĔñýøô÷čĔđÿċĈôòąóþčóċø÷÷ñúõ÷ĕôõ÷úóõĄô÷ĐĔù÷ôúďúøô÷ĐĔòĔñýċô÷Āóøāú
čùñþøĂúĔñýøô÷ÿúċô÷ø÷ÿĎúùôĉĆĈđøñýċô÷úóôĈóøõøúóüóýûóôñĄõ÷÷÷ÿ÷ó÷ñă÷āÿø
úóüóāô÷ øôĈú ü÷āø úóõĄô÷ Č÷ċñÿøô  û÷ñąùñ ď÷òĔñýċô÷ ĂĎċú úóõĄô÷ òýöóþú

þ÷÷ñĆùõø÷ñýöóþøõ÷ĂúùóøóđċúĂúøĄĔñýô÷ďõûóóĂôùúùÿô÷

gf� �Éff

þćùøñÿøñ÷Ĉðñăó÷ďĉõüó÷
1 .÷õĄĈôù÷ċċô÷úøāó÷òÿöóñÿĄô÷óõ
2 .ù÷ĊúóõĄô÷Đó÷÷Ă÷ĂýõôñýøĐĔòĔñýċô÷óđđü÷Ĕúøøô÷úóúāøô÷óõ

÷ñăĔċĈõ
3 .Đó ēĀóĄú÷ ó ûôôóĊ ÷õĄô÷ úóóùñĄ ĕĈĉ ď÷ùøú ùøô÷ ñ÷ùüõ÷ ûĔö óõ

ďúĄøĈô÷Ĉøóòù÷ĊúóõĄô÷
4 .òýöóþøô÷čùø÷õĄô÷ČúĂúČñýøú÷Āóċô
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¢SQódG º««fJ¢SQódG º««fJ

?âª∏©J GPÉe

1 .[1.4.4]úóõĄô÷ûóóòøñĀöóĈĔô÷Ĕċöĕôõ÷ù÷ÿċô÷ÿóñÿøò÷øñúÿúĀ÷ó
2 .[2.4.4]ĉñÿÿĈôĉøóòù÷ĊĒöóóøóđóđøñă÷øúóõĄô÷Āóøöõ÷ĀñąĔÿú÷Āóċô

»ÁOÉcC�G ∫Éé�ÉH §HôdG

1 .÷÷ĎĂøô÷č÷Ąøñăóøøó÷ó öúøú û÷÷öó÷øó ûõĔñăāøó÷ ûóąñĄó÷øó÷÷ ûāĔñąČñăā÷:…ô°üÑdG øØdG

[2.4.4]þúóõĄĈôùúùÿô÷òÿöóñÿĄô÷òĆùĉøñ
2 .÷÷õĄô÷ĀöóĈĔĈô÷úĔðċô÷÷ôñýĎô÷ďĉøôøô÷ĆĎôô÷úòĔõøñüāø÷:äÉjOÉ°üàbG

ĐĔąúĐó÷õþúþøöó÷øČñăāøñĆþöóøöč āòþćāó÷øþ÷ďõĊøÿùñþĉú÷ÿóñÿøò÷øñ
[1.4.4]þó÷āóøĄúøøô÷Ċøô÷ùýõ÷÷úÿĔùñýô÷÷÷øùùô÷÷ąĈċċô÷

�bG�dÉH §HôdG

ĕĈĉĊĔñÿāô÷Ćôóċô÷úùúþùùÿý18ďõĐĔąõĀôĔüõùĈõøñĉċùúĆöó÷òĆùøñ÷
õùĈċô÷Đó÷ďõóóóøĈôûčĔú āĉóČđøøüòĆùøÿċô÷āĔ÷ñúô÷ÿĉúāúøñĆúĉóñýõ
ĆôĀ øñ óċø üĉ÷ñąóÿøô÷ ăñýö þčóúó÷ ú÷ċüøñ čĔ÷ô÷ Ċ÷Ĕć  ûĔüñþõ ĐĔą÷ñă ĉõóąôóø
ĊóċóõĀôĔþô÷ĔôĉĒòùüøñýúùøô÷ùòĔô÷ôñăĔøõøüĀôĔþô÷õùĈõøñùÿāô÷ÿĉ
ĆúóøóñýýøĆøóþč āòþóö÷õĔúĀôĔþô÷õùĈõĉ÷üñþúúóĉóñăÿĉøüõùĈċô÷ùÿýú÷ċü

[2.4.4]þĆċĈùċô

4.4 

čóđċô÷øĊóċĉó÷÷ö

ÿāõ
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Link to digital lessonLink to digital lesson

www.ien.edu.sa

»ªbôdG ¢SQódG §HGQ

5.4

 »≤j�°ùàdG èjõ�G
äÉeóî∏d

á°ù«FôdG äÉë∏£°ü�G

÷úóóøô÷
Endorsement

øāÿñþô÷ăúôñýøô÷
Word-of-Mouth

PromoƟ on

øñÿôñþô÷ú÷ôô÷
Personal Selling

ú÷ôô÷úóòóøÿúôõú
Bundling

õøù÷ ûāÿóòĀôõøñăòăāô÷÷ø÷ÿõóāøö÷ùø
þóāôÿúøùøô÷øúóõôøôúóóùñþô÷ô÷óôú÷÷ÿ÷óóùñĄ 1.5.4

þúóõôô÷úúĂôúøù÷ùñýøô÷÷÷û÷ó÷Āñąø 2.5.4

º∏©àdG ±GógCG

á«≤j�°ùJ Q�eCG

øĂúôñýúÿúõùúôóúÿõ÷ ûù÷ûóõùñÿúùúùñòÿöóñÿôøúóõôô÷÷ûøú
øó÷ĂøúôøāĂþõûúĂöóù÷ûùô÷õøùùāñăó÷òăôûøõÿøþõ÷ùñĄā÷ùòĀóôúóñþóāô
óā÷òôñýõõøùõþ÷ñ÷ñăôûøûô÷ù÷úúóõôô÷óõó÷þĂòøøúøó÷Ăñýûôøó÷ĂûñĄ
ô÷óôúòÿóôõă÷ôóúùôùöôĀüāþõûúþó÷āôñÿúõøùüāöûùùùóñýõ
÷ù÷ôćúõõñăóþøúăö÷ùóøúúĂôøô÷øÿúøùøô÷øù÷ùñýøô÷ø÷õôô÷ÿÿøþûô÷
ăúôñýúÿõĂñýÿöô÷úóõôô÷ăúôñýúÿõāāôóñþóāöôõĂúøøô÷úóõôô÷

þûùô÷óñĆāõ÷ó ûûö÷ÿúóþøþûô÷

 ∂àaô©e §°ûf

1 .÷õþÿõ ûø÷þ÷ùõ÷õþý÷ôøñăóøöøāøñýûô÷ā÷ùòõøùùûôôúøøô÷ùõ÷ôùô÷óõ
ó ûĂøóõ÷õþý÷ôøñă÷ýùøó÷÷øúø÷õþøó÷÷ñýñóþõ

2 .ó ûñÿ÷ñÿþúóõôô÷ÿúøùúøñ÷úþûô÷÷÷þúøùøô÷úó÷þ÷ú÷ùøñăõ÷û÷ôöó÷óõ
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 1.5.4

É¡d èjhÎdGh áeóÿG §«£îJ
Service Planning and PromoƟon

ùóĉ÷ùõúõü÷úóĎùø óđô ô÷óĄøĈô Āóøāúóđöõóñ üúóõĄô÷ úóóùñþô÷ ĄĔñýú óõĎĉ
÷ôó āùñ úó÷þ÷ú÷ùøñăõ÷ úñĆĔô úóóùñþô÷ Āóøāú óċó þúóþøĎċô÷ø úóõĄô÷ ď÷ø Ąøùÿô÷

þóđúóõĄôÿúøùøĈô

áeóîdG §«£îJ
Service Planning

ďąċúúóõĄô÷Đó÷ĐĔòĔñýċô÷ćāúĐó÷õþúüčĂÿøñăøøô÷÷õĄô÷ùúĔóúĎĉ
÷õĄô÷ úóċñă ĉ÷ąñþøô úóóùñþô÷ Āóøāú üĆôĀ ďõ  ûø þ÷úÿóċô÷ úóċñýôóø óđÿúùùú

þĐóąõõ÷āò ûñóñĆāõ÷ăö÷ùóô÷ùûóóóøČđúóôĈóøõøď÷ąĈđøñýċô÷úóüóýøôĈøô
ñċùô÷čóċø÷÷ćāúúóõĄĈô÷õĂċô÷úóóùñþô÷ ďąôü÷ñăĔċĈõù÷ĊúóõĄô÷
ù÷ü÷Ă÷öó÷āóĂõøñ ûûõćĔĎôô÷úĂúþ÷õĄôóø÷óôúùċô÷÷ñăĔċĈċô÷ùñąóĎùô÷òúùôø

þ÷ôĔðñýõø÷Ďõò÷óđöó÷ùùąñúùøô÷öó÷ñÿô÷
Čđó÷āÿõ÷ ûùööóđø÷Ĕöÿøā÷ôûñċùĈô÷úÿóõùñąóĎĉúóõĄô÷úóóùñĄòúùøĂĎċú
úóöĉõ÷ ÷øóûċø ùñąóĎùô÷ ēø÷ ĐĔąúø üď÷ąĈđøñýċĈô ÷ñăĔċĈċô÷ úóþøĎċô÷ ÷÷ċ÷ó÷ ùõ
òúùø ĂĎċúø üĐóĎñăó÷ òĄùñ Č÷óñĆùõ ĐóĎñăó÷ ñóôćó÷ òúùø ĂĎċú ú ûûõ þ÷ñÿñÿĄøõ
þČ÷āóùñĄ øó÷ Čđċñă÷ óđ÷Ĉĉ Ă÷úóÿõ ĉñăñă øó÷ ó ûø÷Ĕóó÷ Č÷ñċĉ ú÷āóĂùô÷ öóāñąó÷
÷ ûù÷óøúøó ûñăĔċĈõóöúÿóõ÷ ûõāó÷ñċĉĂĎċúĐó÷÷ôóý āĉóøñúóõĄô÷úóóùñĄĊøóāú

þĒô÷õĂċô÷÷õĄôóø

èjhôàdG
Promotion

úóöĉõ÷øñ÷ôĔđñýøóđÿñąøďąċúø÷ñăĔċĈõù÷ĊóđöóûõùñąúóõĄĈôÿúøùøô÷
ĒöóûøñÿĄñþô÷ú÷ôô÷ùôĉúóõĄĈôÿúøùøô÷ó ûñúúó÷õùñÿúþüôô÷ĉöóñăøøó÷÷ĉĔôóċô÷
ĄĔñýô÷ùôñ÷ùñþô÷úñ÷øÿùāóûõ÷ĕôõ÷úóóùñþô÷Āóøāúøþóđā÷ñĆĔúõùñÿô÷ďõĐĔąúò
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úó÷þ÷ú÷ùøñăõ÷ ďõø þ÷õĄô÷ č÷Ąøñă÷ ďõ ÷Ăøñþċô÷ ö÷Ĕÿô÷ ÷óóóúø ü÷ñđøñýċô÷
Čùóċô÷ ĊÿóĎñ þ÷ñăĔċĈċô÷ ó÷ùñąóĎĉ ĕôõ÷ ēóôøö÷ öøüúóõĄĈô ÷ôó āùÿô÷ ÷÷þúøùøô÷
ùÿĔþô÷÷ĂöóñúóñĄøùÿċô÷øü÷ÿôóøô÷ù÷Ċø÷ÿ÷öĎô÷ùùüóóøñýċô÷ú÷āó÷ñýô÷øüùô÷ă÷öó÷

þ÷ñăĔċĈõù÷ĊúóõĄø÷óôúùõ÷ñăĔċĈõùñąóĎĉóđĈóüùóõóāõõøąõøñ

Ēùõĉõóùøúùøô÷ĆĎôô÷Ċó÷ýćāĔùñĄóõ
Đóóøó÷ó ûôùñąĒö÷ĔĎĉĕĈĉāĔûùô÷Đóó÷Āõ÷
÷Āõ÷øó÷üùù÷ôó÷öó÷ñąúó÷Ĉċĉĕôõ÷÷üóāø

Ē÷ñćĉóñýúďõþúČô

207



õþúþ÷õĂ ÿċô÷÷ôóñăùô÷ù÷òĔúø÷ù÷ôćĔ÷ÿúøùøô÷÷÷þ÷ú÷ùøñăõ÷ďõù÷þó÷ñþô÷
Đó÷ùùąñúùøôó ûñúúó÷Āóøāúøþ÷õĄô÷ñ÷ÿó÷ďĉĉ÷ċùĈô û÷÷Ď÷Ā ûùāĔñą÷ôóñăùô÷ăĈĄúĐó÷
ó ûôúùò÷÷þúøùøô÷÷ôóñăùô÷ù÷òĔúĐĔąúĐó÷ õþúþĉ÷ċùô÷úóüóýó ûõóċúúôñþú÷õĄô÷
ĕñýĎú ĕøýóđõ÷Ąøñă÷ øó÷ ÷õĄĈô Āó÷øý÷Ē÷ñĉċøāċô÷ ùòĔô÷ ďõĐóąõõ÷ āò

þøö÷ùñþô÷Č÷ā÷ùòùûóóøúøôóøôóøøĐĔąĈđøñýċô÷

äGó«jCÉàdG
Endorsements

äGó«jCÉàdÉa þ÷÷þúøùú ÷÷þ÷ú÷ùøñăõóó ú÷÷úóóøô÷ úóõĄô÷ úóóùñĄ òúùø čĄøñýú
ē÷úóóúø ĒøĂñ÷Ĕċø ó ûĎĈĉ÷Ăûôóø ùúüòÿĄñĄĒ÷ñ ăùñÿúĐĉõ÷ ø÷  Endorsements

þ÷ñđøñýċô÷ĄĔñýĈôó ûñøùùõ ûùøòó ûñÿĄñĄúôĔċô÷ĐĔąúĐó÷ýó÷òúùøøñþ÷õþøó÷ÿøĎċô
õþúü ûĉóñ÷úóóøô÷ĐĔą÷ôûúóþøĎċĈôď÷÷ñĆóúùô÷øù÷÷óñþċô÷÷úóóúüĊóûċô÷ĉ÷ôñăĕĈĉ

þĒôĔĂúóõ÷Ĕòñÿúøùù÷đñĄ÷÷ñÿĄñĄúõñċùô÷ĀćóùøúĐó÷

»¡Ø°ûdG gj�°ùàdG
Word-of-Mouth

÷õĄô÷øó÷úóþøĎċô÷ĊĔýúóõĔĈùċô÷āóñþøö÷Word-of-Mouth »¡Ø°ûdG ≥jƒ°ùàdG

ĕĈĉùĔĂøúóõĄô÷÷õĂõúóóùñþô÷ċøùúþČđĎ÷øóċ÷ñúóûÿóāċô÷ùôĉòăóĎô÷ď÷ø
þùù÷ôó÷÷ò÷ñÿõú÷Āñóòñąó÷ó÷āñÿõøøô÷úóõĔĈùċô÷ĐøùúòăóĎô÷Đóû÷úóĉô÷
ĐĔĈ÷āúďúøô÷ď÷ąĈđøñýċĈôñ÷ĔýČúĂúùôĉøđÿñþô÷ăúĔñýøô÷úóõĄô÷ĔõĂõúþñþú
āĔđċþô÷úþñþúùöùøöõ÷ùôĉ û÷þñĆø û÷÷öóĉÿ û÷óñþöó÷ ĐøāĔóúČđöó÷óċóþÿüñċĉ

þ÷÷øóþúõóøČđôóċĉó÷ďĉüúāô÷ĕĈĉ

»°üî°ûdG �«ÑdG
Personal Selling

ú÷øÿó÷ ùĔòó÷ďõĔ÷ Personal Selling»°üî°ûdG ™«ÑdGĐó÷ď÷òĔñýõùĉĂøùú
ñċùô÷úõĉĉóÿøô÷÷ û÷üó ûôúāúď÷øāċô÷úóù÷ôċô÷øÿĈĔċôďąċúþ÷ýóøċô÷÷÷þúøùøô÷
õþúúóõþčĂú÷ñýñăôĔõăóþĎôþ÷õĄô÷čĂõ÷ùċñăúùúøČđøöóóċćøČđóĔąñĄĉ÷ĈĂøô
þñċùôóøĊóñÿú÷øÿĈĔċô÷Ă÷òô÷ùā÷ÿõ÷øøñ÷ùøý÷õúāøô÷÷úóĎùøøÿĎúĐó÷óđ÷Ĉĉ
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 2.5.4

�jR�àdG äÉeóNh Ò©°ùàdG
Pricing and DistribuƟon Services

óùóĉ÷ùõõþúþñċùô÷úóùòĔúă÷Ăāúøñ÷ ûāøÿóđùúĂĔúøúóõĄô÷ùùñăõùĈú
þúóõĄĈô÷÷ĂúĔñýúôóþúñĆøĎĉ÷úóĎùøď÷þĈõóùô÷

ô©°ùdG
Price

Đóóø üù÷ùñýøô÷ ÷÷ċ÷ó÷ ďõ ĐĔĈĈĂú øñĆóċô÷ øñ úóõĄô÷ øõĂõ òúùø Đóó
þāóąøýôöùòó÷ùùööüóđĉĔöďõùúùñóđöó÷ĕĈĉúóõĄô÷ĕôõ÷ĐøùöĎúĐĔąĈđøñýċô÷
úó÷øüúóĉóóĂô÷ďõúùĈôúóć÷ùøñĄ÷Ā÷ÿĄøø÷õĔąāô÷čó÷òø÷ñýñóĎċô÷ùÿóúøø
÷÷ċúøĄĔñýô÷øñóđĉóñĆøó÷ď÷ñýāøô÷Ĉ÷ñăĔóù÷ùñýøô÷úó÷þ÷ú÷ùøñăõ÷÷úôøāøñúóóùñþô÷
óđúó÷þ÷ú÷ùøñăõ÷ù÷÷üøôČöõúñĆøøñúóõĄô÷úóóùñĄùôøùúøóđ÷ñýñóĎõďĉóđñýÿö

þóõ āýĕôõ÷āóùñăó÷ù÷÷üúú÷óøñýúóđöóûù÷ùñýøĈô
 äÉbÉH øjƒµJúóõĄô÷øõĂõòúùøóđõĄøñýúøøô÷ù÷ùñýøô÷úó÷þ÷ú÷ùøñăõ÷ďõ
÷Āõ÷ þý÷ø ùùñýø ÷Ĉñÿô÷ ú÷Ā úóõþ ùĉ ď÷ø úċþô÷ øñ ĉûċøú ûBundling  ™«ÑdG

úóõĄô÷úóóùñĄùýõ÷òĆùùúĂñüĊóûċô÷ĉ÷ôñăĕĈĉ÷ąõĕôõ÷÷ĈýùôôóĄúùĎó
ùùñýøùý÷ø÷òóøøñĄĎÿô÷øñ÷õóòõ÷øüùùüó÷ùāó÷ñăøüùùöóóô÷ùùóøúùùñăú÷ċþú

gf� �Éff

þ÷Ĉðñăó÷ēø÷÷øóüõ÷÷ĔñþòóöČûó ûĂúùñ÷Ĕö āĔó
1 .óđõ÷Ąøñă÷ ď÷òĔñýċĈô ďąċú øøô÷ ÷÷þúøùøô÷ úó÷þ÷ú÷ùøñăõ÷ óõ

úóõĄĈô÷ā÷ôóùÿøÿúøùøĈô
2 .ùõùùúĀ÷ó÷õĄôÿúøùøô÷ĕĈĉĊóûċóĒú÷óñĄĐĉõ÷ùþò÷óõ

ÿúøùøô÷÷ø÷÷÷Ĉĉóñ
3 .ĆôĀùûó÷Ā÷óøđÿñþô÷ăúĔñýøĈô ûóûõ āùÿúóđøúāùõ÷øùþúùþò÷óõ

øó ûĂĈóõĆ÷ñùûôĔúČôĒöó÷čó÷ùĆ÷ñ

209 úóõĄĈôøĂúĔñýøô÷ÿúċô÷ 5.4 ¢SQódG



čĂú÷óùñĄúóñÿú÷úóóùñĄúóõþùùþó÷úóòóôô÷÷Ĉûõó÷ďõþùý÷øùùõĒùñú
ùöùøöõóøĊóñÿú÷÷õþøøñĆāó÷Āúóđô÷÷õþĉċñþúùý÷øúóõþ÷òóøñċùĈô
ďąċúøþĂóÿĈøô÷úóõþøùÿøāõù÷Ċ÷ùñýø÷÷öĔñúô÷āó÷ôó÷ďõòúúùĉĄóóöùôĉ

þóđúóõþúóù÷ôõùÿóúôúóòóôô÷õ÷ôóñăó÷č÷Ąøñă÷úóóùñþĈô

»fj�°ùJ �jQÉæ«°S
÷õþčĂċôùúüùāĔñąñóñþöõ÷

Crea  ng a new image for a service provider

ēāóùñăó÷ ÷ċöóòù÷÷üú ÷úÿĔùñýô÷ ÷÷øùùô÷ ÷ąĈċċô÷ øñĐ÷ùþöøñ÷òýĐĔôóñąāùò
ùāĔñą ăĈþ Ĕ÷ ā÷ùĂô÷ ÷ø÷ ñ÷āø õôñýô÷ Đóóø ü%15 ÷ôñýĎø ēāóùñăó÷ ú÷ċü ùÿóúø
úóöĔôóñąúõòýñóĎøô÷ øôóøôóøøþùÿĔþô÷÷ĂöóñúóõþčĂúĒöó÷ ó ûĉóôóö÷øóùúĒĎĉ
÷ĂöóñúóõþĐĔù÷ôúČđöó÷ĕĈĉČđñýÿöó÷ĐĔñĆùùúďúøô÷Đ÷ùþöøñùùþó÷÷òāô÷
ĕôõ÷ĐĔôóñÿô÷Āóøý÷üāóùñăó÷øñùÿóúô÷ùúùôøôøþôñăĔøċô÷ďõĕĈĉó÷āóùñăóóøùÿĔþô÷
÷òýøó÷üùùñþô÷òÿĂô÷ċ÷òùûóó÷ó ûöóąõøôúĒĈùþôĉāċô÷øñú÷úþøô÷òúùøñ÷ùüõ÷
ďõďąċø÷ñăĒöó÷ĐĔôóñÿô÷ùúõúóøóñýýúāóñĄó÷ďąôü÷ ûù÷ôó÷ ûāóċûøñă÷ĉċñĄøþ÷÷āĈô÷
ĐĔôóñÿô÷āùòóċóþĕĈĉó÷ù÷ùñýúĊøþøĉ÷üñþøô÷ďõùđñĄó÷÷øñăùøĀ÷ôóąøô÷ÿ÷ÿùøñă÷
þĉ÷ċĉ āĉąôó ûöóþõòăó÷ùô÷Ć÷ôúøüùùñþô÷ĉ÷ñýĊúĉûõü÷÷ñóñĆõ÷úóõþĒöċùôčĂúĐó÷
úõùòĔô÷ďõúċô÷ĐĔĈõóùô÷øñúĂúĐó÷čĈøñý÷ñă÷÷ñóñĆõ÷úóõĄô÷ēø÷ČúĂøñ
þþ÷ùñú÷ùøñăøóñýô÷øñČđúôĐóóď÷Ĉõóùô÷Đóû÷Ĉąñþõĉûċú÷ø÷ďąôøüĉ÷ċĉ āĉó

G kóbÉf G kÒμØJ ôμa

1 .÷òāô÷ĐĔôóñąó÷ùā÷ĊøĂúĔñýøô÷ÿúċô÷ùñąóĎĉďõùó÷
2 .ù÷÷üøô÷÷øđôñċùô÷ĊĔôòĐóċñĆ÷ôøóāċôĐĔôóñÿô÷ĒĂôćùøô÷óõ
3 .ĉċùôóø÷÷ñóñĆõ÷ÿā÷Ĕċô÷āóċûøñă÷ùñúúó÷ďċñúúøøô÷öóôñăó÷óõ
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úċô÷ñ÷ùñĄĉ÷ċùĈôďąċúþúó÷ċóñ÷ùñĄĎĉČñÿĄô÷ďõûĔöĔ÷ú÷ôô÷úóòóøñóñþöõ÷
ùúĉóú÷õöĔĈñăó÷÷øđôøùýĕĈĉ÷õþ āĉóùùøñĄ÷Ĕôóċõĉòó÷ùùñýøúóõĄô÷ďõ
ĄĔñýøô÷ù÷ċøúøċøúøó ûñúÿĄõ÷ ûùùñăúñúĆĈđøñýċôóñþúóõĄô÷øõĂõøď÷ąĈđøñýċĈô
øòĔñýõúõ÷ùÿĎċô÷÷ôÿóôøõúóòĉ÷õĄô÷ĄĔñýõòýñăôĔúþý÷øĐóąõďõĉõóñþô÷

þñċùĈô÷ø÷øü÷òóøČúĂøôďúùþò÷÷õĄô÷

�jR�àdG
Distribution

þĆĈđøñýċĈôď÷ôñăóĎõùòøøĐóąõøñ÷õþČúĂúĕĈĉó ûñăóñăó÷úóõĄô÷úúĂĔúóùú
úóõþ ùĉ ĕĈĉ ĊĔñÿāĈô ĊóĂøöô Đøùóñúú ÷Ĕöóó ďúøô÷ ĐĔąĈđøñýċô÷ þ÷ñă
÷÷ôóċô÷ ú÷āóñþøñă÷ ùôøùú þĊĎċô÷ ùāÿóüõ Đøÿ ĊøóĎøċô÷ øñ  ûùùñĔøõ ùāôñąó÷ óđöó÷
ćóĎ÷þĊĎċô÷øñóđ÷ĈĉĊĔñÿāô÷ĆĎąċúøøô÷úóõĄô÷ĕĈĉ÷Ĉûõó÷ď÷Ďñýċô÷÷úóĉāø
óđóđøñă÷øúóõĄô÷Āóøöõ÷ Đó÷ ø÷øúóõĄô÷ăúĔñýú øñó÷ùóøúõþú÷ċđõ÷óĂö

þĒñýÿöùòĔô÷øñĐóûāúüĐóĎõ÷øõ

÷ û÷ü ûóûõČùóċô÷óđø āù ÿúøøô÷ăö÷ùóô÷óõ
÷õĄô÷čĂõøÿøĎċĈô÷õþĉċĉ÷÷ÿ÷ąô
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úúĂĔøô÷ú÷ĔĎòĐõóñüøôóøôóøøó÷ø÷ÿĎúùòøøñó÷óĂĈøú÷õĄô÷ùùøñþõĐó÷øĎùú÷ø÷
úõø üÿøċô÷ø ÿøĎċô÷ ø÷ ùóĎĂô÷ ĐĔąú üúóāô÷ ďõ ù÷ûó øñ þ÷ öü ùÿāõ ÷õĄĈô
ùþøõďõĂóđüñ÷ùñĄ ûûõĆĎąċúøþñóóñăĔô÷ďõúóõĄô÷û÷Ĕöó÷òúùø÷ÿøñýúĆôĀ
ùđüó÷ăñąõ÷÷óùñĄúõùþøċô÷òóùøúĒýñąõ÷üóāô÷Ďĉďąôøüù÷ôóùđüó÷

þúóýñąõ÷ñ÷ùüõĆôĎõĕôõ÷øúóóøñăøøô÷øô÷ñăĔô÷ù
ď÷ąĈđøñýċô÷ ÷ý÷ā ùóĉ÷ùõ õþú üóõ ÷õĄô úúĂĔøô÷ ÷÷þ÷ú÷ùøñăõ ô÷óĄøô÷ Ďĉ
Đò÷ Đ÷ù÷óô÷ úóóùñĄø ùÿñýô÷ ñóø Ăċñýúø þ÷÷þ÷ú÷ùøñăõ÷ ēø÷ ÿĔĎø Č÷ó÷ ýóóó
Đ÷ù÷óô÷ùó÷øúñ÷ùñĄČđ÷Ĉĉĉđñýúü÷āøüùöùøöõ÷ùôĉČđúóõþñ÷ùñĄď÷ąĈđøñýċĈô

þùùþó÷ùÿñăôóþúñĆøø

gf� �Éff

þćùøñÿøñ÷Ĉðñăó÷ďĉõüó÷
1 .øñĆóċôóø÷öāóĂõù÷ùñýøĈôúóóùñþô÷ùúĂúÿ÷Ă÷Āóċô
2 .÷÷þ÷ú÷ùøñăõóóúóòóôô÷ñóñþöõ÷øñú÷ċþøô÷÷óùñþô÷čĄøñýúò÷Āóċô

ù÷ùñýú
3 .úóþøĎċô÷úúĂĔúú÷ĔĎòďĉúóõĄô÷úúĂĔúú÷ĔĎòĀĈøĄúĀ÷ó
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¢SQódG º««fJ

?âª∏©J GPÉe

1 .[1.5.4]Čđùõó÷øøþóó÷ô÷úÿóõùñąóĎĉñċùô÷úóõĄô÷ĔõĂõĂĎċú÷Āóċô
2 .[2.5.4]þúóòóôô÷ďúĔąúČñăóø÷ñøùùċô÷ù÷ùñýøô÷÷÷þ÷ú÷ùøñăõ÷ăùñĄ÷

»ÁOÉcC�G ∫Éé�ÉH §HôdG

1 .òúùøĐøúôĔúøĉóċøü÷ĉñą÷Ĕøô÷úóñÿĎõøñù÷÷óñþċô÷òúùøćóĎ÷:äÉ«bÓNC’G

Čđôăóċñýô÷÷÷ÿ÷óĊĔýĉ÷ĔòćóĎ÷üĆôĀúõøþó ûôôóĊùÿóõĉøóĂõñóĂôúóõĄô÷
ĊĔý ÷úÿĔùñýô÷ ÷÷øùùô÷ ÷ąĈċċô÷ øñ ÷ñĆøùÿċô÷ ÷÷öĔöóĂô÷ ÿĔ÷Ăô÷ øñ üāø÷ þ÷øđø
ùôĉøÿĔ÷Ăô÷ćùúùĂúøñòĆùĉ÷þùý÷ø÷āÿñąďõùúùĂúøñóđÿñąøüú÷÷úóóøô÷
óđöøúôĔúøøô÷úóõĄô÷č÷Ąøñă÷ù÷÷óñþċô÷ĕĈĉõþúĐóó÷Āõ÷óõĊĔýĆö÷āò÷ďĉ

[1.5.4]þčó÷
2 .÷ñăĔċĈõ ùñąóĎĉ ÷ñýċĄô Ăóþúõóø Āñąø ÷ċöóò đü :øWGƒªdG  äÉÑLGhh  ¥ƒ≤M

[2.5.4]þ÷÷õĔąāô÷úóđþô÷óđõĂúøøô÷úóõĄôóø÷óôúùõ

�bG�dÉH §HôdG

óđù÷ø ďąċú Ā÷öĎú úóòóø ďúĔąøô āóąñó÷ ČúĂøô Ćø ÷÷Ĉāõ Ā÷öĎú ÷óùñĄ ùöóùøñă÷
þĀ÷öĎøô÷čóđõ÷ċöóò÷đþøôøĎ÷øô÷Āñÿùô÷čĄøñă÷øĆĈ÷õĂúõĐøóùúþúóóùñþĈô
þāó÷þ āĉąôčĔñăāøú÷ċþúú÷āó÷þ÷ûûăùć÷ČûüùýĕĈĉ÷ċđõ āĉóčĔñăā÷ċ÷òÿý
÷÷Ĉāċô÷Ā÷öĎøô÷÷õþĆôóċô÷÷öùċô÷ĉöóñăĔô÷úõĐóøĂ÷òÿĒúõóö÷ċúĂúó ûñĆùĉđü

[2.5.4]þĆċĈùċôĆñĆùĉč āòþ÷ùċþċô÷Ā÷öĎøô÷úóòóøĀñąĔô

5.4 

čóđċô÷øĊóċĉó÷÷ö

ÿāõ
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º««fàdG 4 ĉñÿÿô÷
á«fj�°ùàdG º«gÉØ�G á©LGôe

1 .øøô÷ ăö÷ùóô÷ Āñą þĊĂóĎċô÷ öóāñąó ú÷øÿó÷ ÷ĉĔċþõ úĎñÿÿú ÷óùñĄ "ABO"

[2.1.4]þñċùô÷óñĆāúùøôóđúóþøĎõĄóóö"ABO"óđøúñăĔúĐó÷ďąċú
2 .÷õùô÷ø ÷ðôùøô÷ø Āóøöõ÷ ôþ ÷úóċý ÷Ĉþñýõ ÷úāóþú ÷õùô ďąċú Ā÷ó

[3.1.4]÷úāóþøô÷
3 .ùõóõ(1)úóđôĔý÷÷úò÷÷Ĉðñăó÷ďĉõüó÷ø÷ ûùþôĔõóđúøÿöñ÷ùñĄ÷÷Ĉċĉøñùąñ

ĉôòúóþøĎċô÷ď÷øùöāóòøĄĔñýøĈôùôĔþúĉ÷(2)Ćô÷ôñýĎôóøñ÷ùñþô÷÷÷ċ÷ó÷
[1.2.4]Ćøøóüõ÷ā āùø(3)ñ÷ùñþô÷

4 .ùùúøøô÷ñ÷ùñþô÷÷÷Ĉċĉóõĉ÷üñþøô÷ú÷ùõø÷÷ôóċñăó÷ùô÷ú÷ùċô÷ď÷øĄùÿô÷óõ
[2.2.4]úóóùñþĈô û÷÷ċ÷ó÷ùûóó÷óđöó÷

5 .øñ óđċ÷÷Ăú Đøÿ ùúþô÷ úóþøĎċĈô ÷ ûāóąñó÷ ôĔú úóóùñþô÷ Đó÷ Ăøùú ÷Āóċô
[2.3.4]ùúþô÷úóþøĎċô÷ùúĔóúúó÷Ĉċĉďõĕôøó÷ùĔóĄô÷

6 .ĊĔñÿāô÷ĕôõ÷ùñăó÷ÿĔĂú÷ø÷øāó÷ÿĂ÷ĕôõ÷ùċøñýċô÷ùÿóñÿøò÷úñăĔøô÷ùÿôĔú
ď÷úÿĔùñýô÷ Đó÷ Ăøùú ÷Āóċô þúóõĄô÷ ĕĈĉ Ąóÿöõô ùôóó÷ ùùúĂú ĉþÿ ĕĈĉ
óõĎĉ÷ùĎñÿċô÷úĈñýô÷ĕĈĉĉòó÷øúóõĄô÷ĕĈĉČđĈþÿďõùôóó÷ û÷ôñýöĐĔĂÿĎú

[1.4.4]ùûóó÷ùùúĂúĉþÿĕĈĉĐĔĈñÿāú
7 .ù÷Ċ÷õĄô÷ēø÷ĐĔąúĀ÷óþ÷÷ñÿĄñþô÷÷÷öôô÷÷òó÷Ĉô÷õúāúúóõþøñùąñ

[2.4.4]÷Ăñýøõù÷Ċø÷ñăĔċĈõ
8 .þòąóĄñĄó÷ĕĈĉ÷ċöóĂô÷úóõĄô÷øú÷ùċô÷ĕĈĉ÷ċöóĂô÷úóõĄô÷ď÷øĐāóò

[2.4.4]þ÷õþ āĉóøñĄĔñýċô÷Ē÷Ĉĉóù÷ñăøĂúĔñýøô÷ÿúċô÷ñ÷üó÷ùó÷ăùñĄ÷
9 .øđÿñþô÷ÿúøùøô÷ú÷õĄô÷čĂċôćāó÷øþ÷ĕĈĉùûôĔúĐó÷ďąċúøúóóúóċõùó÷

[1.5.4] þĆøøóü÷ăùñĄ÷øñÿĄñþô÷ú÷ôô÷čó÷øĂúĔñýøô÷

214Č÷÷Ăøô÷ 4 π°üØdG



.áÑ°SÉæªdG äÉØjô©àdÉH äÉë∏£°üªdG π°U

á«≤j�°ùàdG ∂à¨d Q�W

í∏£°üªdG∑QÉ«àNG∞jô©àdG

.1÷úāóþøô÷÷õùô÷.CGøó÷óā÷öóôõøó÷÷óùñþôóø÷ñąóô÷òĆāó÷ùûõ÷÷ñăóñăó÷ùñąóþùô÷
÷óùñþøô û÷÷û÷ó÷ø û÷û÷òùûóó÷ùÿóĉĀĄõúøøô÷ø÷÷ñăóñăó÷ú÷ùûô÷

.2÷úāóþøô÷÷õùøôĄô÷Üøó÷ÿøþûô÷ùÿĄüāóôøþ÷óùñþô÷ĂúāĄćúüÿøþõÿõĀĀĄûö
úñăĄõôóóöąøĉĂüóøöõ÷øñôô÷ùôòĂüóøöõ÷÷ÿøõúü÷÷Ăú

.3ú÷ôô÷úóòóøÿúĄõúêóāþúú ÿõûú ø ÷þ÷ùõ ÷÷þõĂ ùùøñ ÿûñĆ ýøñýú üô ÷õþ
ùùøÿô÷ăø÷óñúĂö÷ùøý÷øñăô

.4ÿõûùô÷ô÷Ąñăó÷
úóóùñþô÷

.Oùøô÷ôĄñýøô÷óùñĄóāõĂúøøô÷úóþøþûô÷ÿõ÷øõóõô÷÷ĉĄûþûô÷
Ăøùûùú

.5÷÷ôóûñăó÷ùô÷ú÷ùûô÷.`g÷óùñĄùô Āòÿõý÷øñăôĂù÷ôúø÷óùñĄĂñýñăôĄúù÷āñĄõāøó÷üñă÷
óāúóþøþûôÿúøùøøôùùþó÷

.6öøāøñýûô÷ôĄñă.hóāóāøñă÷úõóāüóøöõ÷ÿõ÷øú÷õþ

.7÷úóóøô÷.RĀóĂúõóøöā ÿõúóù÷ôõĀĈĄõó÷øÿþúøøô÷ùñĄóôûô÷ú÷ôô÷÷Ăúùć
Āøùúøüāþûóúøü÷ÿÿùúùøĂ÷ôûùô÷úõĂüĄôó ûāüøùĉóÿøú

÷õô÷ý āĂõ÷ùûñýô
.8÷ñýöóþøõù÷Ċ.ìĂĄõùô÷øó÷úóûøõøôöôóûøô÷õĂûô÷÷÷öĄöóĂô÷÷úóûāô÷

÷õþøó÷ÿøþõĀúùùøô÷õøñýûô÷
.9ùñÿÿøô÷øøóòù÷Ċ.•øûāúø û÷õþøó÷ó ûþ÷ùõó ûþøþõÿāú÷øûüøó÷÷ûøóøó÷āøùùõõā

úóóùñþô÷ÿõûøúøõô÷õô÷øó÷ÿøþûô÷÷ø÷÷úĄ÷ó÷öĄöóò
ă÷øĂúÿõùùþó÷

.10÷ñăĄûøõù÷Ċ.…úóõô÷ÿõùúĉû÷Ąöó÷ÿĄüøąôõ÷ù÷ñþúúóõô÷øñ÷ûñă
ùāóāûô÷ùĄøñýõøñüāþ÷øóû÷ñĀĄÿøøõĀĄÿĈĄõó÷øÿþúø

üāøûùôòăóûāô÷ø
.11÷øþñýõ÷úāóþú÷õĉ.∑ôøùÿøòúùôô÷óāñúùøÿĉúóûøú÷āøóñþøõúóþøþõ÷ĉĄûþõ

óõôĄñýô÷ĉĄþøõúóüóý÷÷ôøøôāāúøĂúĄñýúô÷øþøñ÷ÿ÷ÿć
.12ù÷üñþøô÷ú÷ùõ.∫ÿĉĂ÷ñÿøùú÷÷òĄûĄûô÷ÿõ÷üāÿøĀòÿñĄĂ÷ñùāúĀĉõ÷

÷õþøó÷ÿøþûôăø÷ôāú
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í∏£°üªdG∑QÉ«àNG∞jô©àdG

.13Ā÷Ĉüøô÷ø÷ôùøô÷.ΩòăóĎô÷ď÷øýāú÷õôô÷øó÷úóþøĎċô÷úóõôĈùċôøù÷ôćāóñþøö÷
òúùôô÷ČđñúùôôČđúóûÿóāõùôù

.14ďúôøĈô÷Ĉøóòù÷ú.¿úóóùñþô÷ĉ÷üñþúøñ÷õôøñýċô÷ û÷ÿĈąúĉòó÷øùüñąó÷ú÷ùċô÷
úóĎ÷óóċô÷øú÷øÿó÷ĉûõúóõôô÷øúóþøĎċô÷ú÷øøĀóøöõ÷øñøó÷

ó÷ù÷úøùù÷üñÿô÷
.15øñÿôñþô÷ú÷ôô÷.¢Sĉõ÷ôùùùùôù÷ôñùùúøď÷Ĉċøāċô÷ċùô÷ďõ÷Ď÷ùõ÷ùôċþõ

Ā÷óøóđöôñăāóċúøøô÷÷óñþöó÷øďąñýô÷ĉāõøûôĎô÷øùċùô÷ĉûõ
óđöôñăāóċú

.16úóþøĎċô÷÷Ĉ÷ąñþú.´Ēøòăóñýýõ÷øó÷Ēùċñăøó÷Ēòøøúøó÷Ēøúôøāøó÷ĒñýċôďąċúøñĄ
ùÿóõĉąñĄóđôüôúü÷ýúóõôô÷ĉûõ

.17úóþøĎċô÷ôþ.±Đøÿ÷Ď÷ùõ÷úāóþú÷õùøôôúùúÿøĎċøĆĈđøñýċô÷č÷øô÷
ó ûþúøùúøó÷ó ûõ÷ôøñă÷øó÷ û÷ùñĄó÷ù÷ú

.18ÿøĎċô÷ăúôñýú.¢UúüÿøĎõďõùÿøāõ÷÷ċó÷óùñþô÷óđ÷ñÿøĎú÷÷þ÷ú÷ùøñăõ÷
õĈùāôòôĈôĄôñýô÷ďõù÷üñąüõĈùøĂúôñýøô÷ÿúċô÷ăôóúø

Ēù÷øøĒüóøöõ÷øøÿøĎċô÷÷ø÷óóþöùõ
.19øöôċô÷ĀĀôċĎô÷.¥úóþøĎċô÷óđ÷ñûóô úøó÷òĆùùúøøô÷Ā÷Ĉüøô÷úóúøóýøó÷ÿ÷ôõ

āôñÿô÷ø÷øôøąċô÷úóõôĈùċô÷ø÷úÿóċô÷úóõóôô÷ĉċñþúø
÷ñĆøùùċô÷

.20āóôøþ÷Ąôñă.QĊóċùó÷ĉ÷üñþøôúóþøĎċô÷ùùøñþúøøô÷úóñýñýñăôôċô÷øúóóùñþô÷
Ċóċùó÷÷óñþöó÷Ăóþöõøó÷

.21÷úāóþú÷õù
÷ñÿþùõ

.¢Tùùñýøûóôúü÷āø÷Ĉñąú÷Ā÷ùôĎøõúóõþùùú÷ċþú÷÷Ĉċù
ý÷ø

.22øđÿñþô÷ăúôñýøô÷.äúóóùñĄĒ÷ñćāóñþúĉõóóĄóóöõĈùĄôñýĈôúóþøĎċô÷óùć
úóóøøĉĂĎô÷úóóùñĄø÷öþøô÷ø÷Ĉċþô÷āóþúĉûõ÷öøóùøõ

÷úóùô÷
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§«£îàdGh gj�°ùàdG åëH

1 .þĉòó÷ĕĈĉú÷ĔĎñăòýċþùċôĄĔñýô÷øñó ûñĆøùùõĐóóøóđøñă÷ÿøĎõùó÷ÿý
øôøôóùċô÷ùāøõùö÷øÿýûüúóĂñÿĈõ÷ýĔôøó÷ùù÷ôó÷òāøĕĈĉČñăā÷ø

þ÷÷öùċô÷ùāĔñÿô÷ēø÷ñóñþöõĉúôóČ÷ċñÿúÿõóöùøčĄøñă÷øþøôúāúāđó
þùùö÷ÿĕñÿòó÷øñøñăóñăó÷ÿøĎċô÷ĕĈĉ û÷õĉúñĆ . CG

þĕóñăĔô÷ùùö÷ô÷øñāĔóċô÷ÿøĎċô÷ õČñă . Ü
þùøċċô÷ùùö÷ô÷øñúñăĔċô÷ÿøĎċô÷ĕĈĉ÷õĉúñĆ . ê

ùāĔóċô÷ø÷÷ñăóñăó÷úóöĔąċô÷úāøôĒúùøþ÷ùøô÷ÿøĎċĈô÷úāóþúúóõĉùĉòăāÿ÷
ďõñü āĉóĂ÷ñĆĔøôúóõĔñăùô÷øó÷úóċĈąô÷čĄøñă÷üĉ÷Ĉāøô÷÷ø÷ĕĈĉ ûñóĎøþùøċċô÷ø

[4.1.2]þ÷ôñăóĎċô÷ùùö÷ô÷øñÿøĎċô÷
2 .úóüóýďõ āĉąôþĆĈđøñýċô÷úóüóýûóôñĄõ÷Ĕ÷úóþøĎċô÷ô÷óĄúďõòĆùüô÷

Ēöóú÷ĔĎñăùùôó ûāüóöĐóóó ûþøĎõÿýüøùýó÷ù÷üāċô÷÷õóùô÷ĆĈđøñýċô÷
[2.1.4]þùù÷ôóùñóÿąø÷üóāô÷úôñþú

÷ý÷ùô÷ . •  Đóõó÷ . ̀g   ÷āñÿô÷ . CG
÷÷ĉóċøü÷÷öóąċô÷ .…  ÿóñÿøò÷ .h   Ċóċþô÷ . Ü

ùāóûõ÷ .R   Č÷Ĉùøô÷ . ê
ûĔþô÷ . ì  ÷ò÷ñÿô÷ . O
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3 .øñùüóøċô÷øñú÷ôĈô÷ýóøċô÷úöóñúôô÷øüóđú÷āĔñþĎõøúóþøĎċô÷üúóöĉõ÷òăāÿÿ÷
ú÷÷ôóøô÷úóðÿô÷ďõ÷ðñ āĉóúõõñăóĎøúĉòó÷ĕĈĉúóþøĎõ÷ûûāùĉøþĆùċøþõ

þó ûõóċúùúüúóþøĎõ . CG
þùù÷ôóú÷ùúĔóúøó÷ú÷ùā÷üúĕĈĉùĔøāúøøô÷úóþøĎċô÷ . Ü

þ÷÷Ĉāċô÷ĄĔñýô÷øñùúüóđĎąôøùþò÷Đóąõøñûóôÿúøøô÷úóþøĎċô÷ . ê
þùúþô÷úóþøĎċô÷čĔđÿõĂñĆĔúòĆùĉøó÷ăñÿĈõñóñþöõúóþøĎċô÷ēø÷čĄøñă÷

[1.3.4]

4 .ûóôñĄõ÷ĕôõ÷óċ÷óĀóøāúďąôü÷ÿĈøĄõòÿöóñÿþùùøúóõĄô÷øúĈñýô÷úøċøú
ĕĈĉó ûĉóøñă÷āóþô÷Ā÷öĎøô÷÷óùñĄùĉĂøþĒúóôĈóøõøĆĈđøñýċô÷úóüóý

1,435ď÷øďõþùđñĄĊþòýøċô÷÷ĔċĈøñă÷øó÷÷øùñúýó÷ďúøô÷ñċùô÷ú÷ċü
ú÷÷ôóøô÷ÿöóøĎôóøúóĉóøñă÷705üýóôô÷úċüüùĉĂ ÿøó ûĉóøñă÷
āóþô÷Ā÷öĎøô÷÷óùñĄúóõĄôĆõ÷Ąøñă÷ā÷ùąúóõ:∫GDƒ°ùdG

øñ ùùõü199 úó öúùđñĄ Đóúùõü178 úûĔôñăó÷ øñ ĉòó÷ ĕĈĉùý÷ø ùùõ:èFÉàædG

þ128úùđñþô÷øñùùõďõĉòó÷ü200úùđñþô÷
ú÷óùñþô÷ēøđøòąóĄô÷Ċøþô÷øñ÷āñĆĔċô÷ĉõ÷Ĕùô÷Čā÷ò

úóĉóøñă÷ÿĉČñýò÷úĂ÷ ĀċĈ þúùüýóôô÷óđùċüøøô÷úóĉóøñă÷÷ôñýöóõ . CG
øþĒĉĂøùøô÷øôóċüõ÷ÿùô÷ĕĈĉüýóôô÷óđùċüøøô÷

 ûùùõāóþô÷Ā÷öĎøô÷ úóõþĐĔõĄøñýú ďúøô÷ ñċùĈô ÷úĔðċô÷ ÷ôñýĎô÷ óõ . Ü
ùùõďõĉòó÷ùđñþô÷øñ ûùùõóöúùđñĄĐóúùõûĔôñăó÷øñĉòó÷ĕĈĉ ûùý÷ø

ùđñþô÷øñ
Ċøþô÷øñ÷āñĆĔċô÷ù÷õĄô÷ùÿĔüøùþøċô÷ú÷÷õúóÿ÷Ďñÿøø÷öóùøñăóø . ê

[2.4.4]þñċùô÷÷õþď÷ñýāøôùā÷ÿõôúó÷ñąĔúýûòĆùĉ÷üøøôóøô÷
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G vóL m¢VGQ»°VGQ¢VGQ ô«Z
ùþøċô÷úòĔõ5991006

ĉ÷üñþøô÷úóĉóñă200300205

Đ÷āøô÷ùùøñ35125797

ÿøÿĔô÷ď÷ÿĈĔċô÷ĉõóùú264254187

÷õĄô÷ùÿĔü53210172

5 .õñăóĎċô÷ÿúċô÷ùúĔóúďĉóõ÷õĄôõñăóĎõøĂúĔñýúÿúõùúĔóú÷÷ċ÷ó÷ĉĂú
÷÷þ÷ú÷ùøñăõ÷ø÷õĄĈôó ûÿñąøďċñúøúúóõþ÷óùñþôóö÷ĂúĔñýúó ûþúõāĔćþÿøĎċĈô
úóõĄô÷úóóùñĄď÷øďõùøþ÷þúúĂĔøô÷÷óþø÷÷þúøùøô÷÷÷þ÷ú÷ùøñăõ÷øù÷ùñýøô÷

[2.5.4 ,1.5.4]ú÷÷úò÷
• þ÷ñă÷āô÷øòýúāøô÷ú÷āóđõ
• þøñĆ÷ùøñ÷úò÷Ĕô÷ÿõ÷ùøøó÷öóùôó÷
• þďþóñýô÷ñ÷Ĕđô÷ÿóóĎõöĔóā
• þøøùùô÷ôĄô÷õúāúòăøāÿ
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6 .úñĆþ÷÷ĈāõúóõþúóóùñĄùñþùø÷ñąóĄô÷õúĔô÷úò÷Ĕõďĉùöùøöõ÷øñüāø÷
ú÷ĔĎòø ÷ñđøñýċô÷ ÷ñý÷öùô÷ Ą÷Ĕñăó÷ óđþøĎú øøô÷ úóõĄô÷ø úóóùñþôóø  û÷ċöóò
ăúĔñýøô ÷÷öøùøąôõ÷ Čđùò÷Ĕõ ĐĔõĄøñýú Ā÷ó þóđø ÷ñąóĄô÷ ÷ñý÷öùô÷ úúĂĔøô÷

[1.5.4]Čđôóċĉó÷

äGQGôfdG PÉîJGh gj�°ùàdG IQGOEG

1 .÷ñđøñýõ Ą÷Ĕñăó÷ ùĉ ÷õþ ďõ ďąċøøô úóþøĎċô÷ õĔóþ úóóùñþô÷ čĄøñýú
øó÷ üĒúÿĔü øó÷ üÿøĎċô÷ Čþý øñ úóñøþ÷ čĄøñýÿú þøñăóñăó÷ ÿøĎċô÷ òýÿĎø
ôþĕĈĉùĔøāúóö÷óđøñă÷ó ûþøĎõÿýþĄĔñýĈôùÿāċô÷úóüóāô÷ûóôñĄõĒú÷÷õ
ó ûóóĄõ đü þĉòó÷ ĕĈĉ ÷ÿĈøĄõø ùÿāõ úóþøĎõ ÷ùøāó÷ ďõ ĐĔąøú úóþøĎċô÷
ÿøĎõ āĉóĉõ÷ĔĉÿýþúóþøĎċô÷ôþøñùÿāċô÷úóþøĎċô÷ďõÿøĎõ āĉóĀñÿú
øøô÷÷ñđøñýċô÷ĄĔñýô÷òÿöóñÿþĀ ĀñąČûþĀóøöõ÷ôþúóþøĎõùöóñăďĉē÷ċú

[3.1.4]þóđøøþôČċ ÿñąòÿøĎõ āĉóĐó÷Ăøùú
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2 .ĉôĂøñýõĊĔýúóõĄô÷øõĂõďõ÷ĉĔċþõĕôõ÷ýāøô÷ĆĎõõĈ ÿćòĒöó÷òĆùøñ÷
þ÷÷Ĉĉóÿø Čđúóõþ ăúĔñýú úóõĄô÷ øõĂċô ďąċú Ā÷óø üúóõĄô÷ ÷ĉóĎñą

[2.5.4,1.5.4 ,2.4.4 ,1.4.4]úøċúĂøô÷ĆñĆùùô÷÷ôóøô÷ú÷ñĆ÷Ĕċô÷úùøþ÷
1 .þúóõĄô÷ĉôĂøñýõ
2 .þúóõĄô÷øúóþøĎċô÷ď÷øúóñøþ÷
3 .þ÷ÿĈøĄċô÷úóõĄô÷û÷Ĕöó÷
4 .þøĂúĔñýøô÷ÿúċô÷÷÷ċ÷ó÷

čĄøñă÷þúóĉĔñĆĔċô÷ēø÷ďõûĔñĆĔõ āĉóĊĔýúóõĔĈùõčĂúóö÷ċúĂúó ûñĆùĉĉó÷
ďúøô÷ď÷ùċøñýċĈôûĔñĆĔõ āĉóăùñĄøñĆúĉóñýċô÷Ĉûõó÷ďõďąċõÿĉùôóó÷

þăúĔñýøô÷øññ÷ùôþĐøùú
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gj�°ùàdG ∞«∏μJ

بداأت �سركة جديدة في ال䐧�ستفادة من اهتمام العامة بالطبيعة والبيئة، وتبيع ال�سركة 
اأزهارًا فرديةً ومزروعةً في اأواني بل䐧�ستيك مربعة. تتفتح ال䐧أزهار ويمكن اأن تعي�س لعدة 
اأ�سهر اأو اأكثر ب�سرط الرعاية المل䐧ئمة. �ستُباع ال䐧أزهار في محل䐧ت التموينات، ومحل䐧ت 
ت�سميم  في  الم�ساعدة  منك  طُلب  اأنه  افتر�س  الذاتي.  البيع  وماكينات  الهدايا،  بيع 
ا منا�سبًا وتعطي معلوماتٍ عن  عبوات الزهور. اأن�سئ عبوةً تحمي الزهرة وتوفر عر�سً

رعاية الزهرة. ثم طور ا�سم عل䐧مة تجارية للمنتج الذي �سيظهر على العبوة.

محفظة ال䐧أعمال والمهام
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