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 �Y Ã{Z¨f�Y Z] ÉZq d À� Ã�Ìn¿� dÌ¨Ì¯ �] É��ÁZ�¯ Á �Y�Z] ,d À� Ã�Âu Ä� dËÂ·ÁY ¾ÌÌ e
µ|»EFQM  

  
 Ê�|«Y |¼v») 1(, ½Y�Ì� dnu) 2(,Ê¼Ì¸� |n» �Á�Â¯ ) 3(  

1� Á �ËZÀ� Ê�|ÀÆ» ÃÁ�³ �ZÌ�¿Y{ 2� ��|» dÌ]�e ÃZ´�¿Y{ �ËZÀ� Ê�|ÀÆ» |��Y Ê�ZÀ��Z¯ ÉÂn�¿Y{  
3��Â�¯ ÉZq cZ¬Ì¬ve �¯�» Ê�|ÀÆ» Á ÊÀ§ cZ¬Ì¬ve �z] ª¬v» )½ZnÌÅÓ(  

  
�ÁZ�¯ �z] cÓÂ�v» �Y Ê°Ë d¬Ì¬u �{ Á ���Y Z] Á ºÆ» cÓÂ�v» �Y Ê°Ë ÉZq ®Ë�eY�f�Y Ê·Â�v» ½YÂÀ ] Ä¯ É�

)É{�^ÅY� ( �z] �{ µÂ�v» ¾ËY Ä¯ d�Y ÊËÓZ] dÌ¼ÅY �Ì¿ ½M ½{Â] ®Ë�eY�f�Y ¶ËÓ{ Á {{�³ Ê» [Â�v» Ã|� ÄfyZÀ�
{�Y{ �Â�¯ É{Z�f«Y ¹Z�¿ Á d À� , É��ÁZ�¯ . ÉZÆ�yZ� �Y Ê°Ë |¿YÂe Ê»Á Ã{Â] dÌ¼ÅY �WZu Ä�Ì¼Å µÂ�v» ®Ë dÌ¨Ì¯

] µÂ�v» d]Z«� Á É�e�]|�Z . ¶Ë|^e ÉZq dÌ¨Ì¯ Ä¯ |Å{ Ê» ½Z�¿ ÉZq d À� Ã�Ìn¿� �{ ¦¸fz» ¶uY�» |¿Á� Á ÄÀÌ�Ìa Ê���]
d�Y Äf§�³ �Y�« ÄmÂe {�Â» ZÅ �ÅÁ�a Á cZ¬Ì¬ve �{ �f¼¯ Ê�Â�Â» �Zv· Ä] Á Ã|� Ê�Z�Y Ä·Z�» Ä] . ,�Â�Â» ¾ËY Ä] ÄmÂe Z]

¯ ÉZq d À� Ã�Ìn¿� dÌ¨Ì¯ {�Â» �{ �»Zm Ä ·Z�» ®Ë ¹Zn¿Y c�Á�� |�Z] ½M �Y�Z] Á É�ÁM�§ ,|Ì·Âe ¶uY�» ÄÌ¸¯ Ã|¿�Ì³�]�{ Ä
 �{ É|À] dËÂ·ÁY ¾ËY Ä] ÄmÂe Z] Á {�¯ ¾ÌÌ e ÊfËÂ·ÁY É��ÁZ�¯ Á �Y�Z] ,d À� Ã�Âu Ä� dÌ¼ÅY ÉY�] ½YÂf] Ze |� Ê» �Z�uY

|»M�] cÔ°�» ÉY Ä�Ë� �§� {|� .�Ë|» Ê¿Z»�Z� Ê·Z e µ|» �Y Ä ·Z�» ¾ËY �fÆ] ÊÅ|¿Z»�Z� ÉY�] Y~· dÌ¨Ì¯ dË
ÊËZaÁ�Y(EFQM)  Ê¨Ì�Âe ªÌ¬ve ¾ËY �Á� Á |Ë{�³ Ã{Z¨f�Y Ã{Â] �Y~³ �ÌiZe ZÆ¿Z»�Z� �f�Ì] �] Ä¯ – Ê�ËZ¼Ìa �Â¿�Y Ê�Z^Àf�Y 

d�Y Ã|� ¹Zn¿Y Ê¿Y|Ì» Á ÉY Ä¿Zz]Zf¯ c�Â� Ä] Ä¯ d�Y . ¶»YÂ� ,ÉY Ä¿Zz]Zf¯ cZ ·Z�» Á Ê¨Ì¯ Ä^uZ�» Z] Y|f]Y ªÌ¬ve ¾ËY �{
Ä� �{ dÌ¨Ì¯ �] �iÂ» µ|» �Y Ã{Z¨f�Y Z] ¶»YÂ� ¾ËY �b� Á |Ë{�³ kY�zf�Y ¶»Z� |��ZÆq {Á|u �{ Á ÊËZ�ZÀ� Ã|� {ZË Ã�Âu 

EFQM µ|» �Y Ã{Z¨f�Y Z] ªÌ¬ve µYÂ� Ä] ÊËÂ´z�Za Á É|À] dËÂ·ÁY ¾ÌÌ e ÉY�]Á Ã|� ÊÅ|¿Z»�Z� EFQMÄ»ZÀ���a   �] ÉY
ËÁ|e Á ÄÌÆe ZÅ�Z� |À¼¿YÂe Ã�Âu �{ Ê·Z e µ|» ÉZÅ�ZÌ » ÉZÀ^» Ã�Âu Ä� �Å  �] Ä¯ Ê¿Z³�^y Ä] Ä»ZÀ���a ¾ËY cÓYÂ� Á |Ë{�³ ¾

|Ë{�³ µZ��Y ,|Àf�Y{ Ä�ZuY Ã|� {ZË .Ä] |Ë{�³ �z�» ¶�Zu lËZf¿ �Z�Y �]  �WZu �Y�Z] Á d À� ,É��ÁZ�¯ Ã�Âu \Ìe�e
|Àf�Å dËÂ·ÁY .{Â� Ã{Z¨f�Y ÉZq d À� Ã�Ìn¿� dË�Ë|» ÉY�] |¿YÂe Ê» ªÌ¬ve ¾ËY lËZf¿.  

  
 Ä»|¬»  

ÉZq Á d À� ,É��ÁZ�¯ ÉZÅ �z] �{ ÉY Ã|¼� �¬¿ {�Y{ Ä¯ Ê¿ÓÂ� d»|« Z] Á |�Z] Ê» ���Y Z] Á ºÆ» cÓÂ�v» �Y Ê°Ë 
 Ä�Ì¼Å µÂ�v» ®Ë dÌ¨Ì¯ dË�Ë|» ÉZÅ|ÀËY�§ Á dÌ¨Ì¯ Ä¯ Zn¿M �Y Á |À¯ Ê» Z¨ËY �Â�¯ Ê·Z¼� ª�ZÀ» �{ Ã�ËÁ Ä] �Â�¯ �Y�Z]

Ã|WZ« ¾ËY �Y �Ì¿ ÉZq µÂ�v» Á Ã{Â] dÌ¼ÅY �WZu dËÂ·ÁY �Y �»Zm É�ËÂ�e ÄËY�Y µZ^¿{ Ä] ��Zu �ÅÁ�a Y~· |�Z] Ê¼¿ ÊÀjf�» 
 ®Ì°¨e Ê^eY�» Ä¸�¸� Á ÉY Ä�Ë� �Â�] Y� Ã�Âu Ä� ¾ËY cÔ°�» ½YÂf] Ze Ã{Â] dÌ¨Ì¯ dË�Ë|» �Zv· �Y Ã|� {ZË Ã�Âu Ä�

{Â¼¿. Zf�Y� ¾ËY �{�yZ� �Y Ê°Ë  dË�Ë|» ÉZÅ{�Y|¿Zf�Y Á dÌ¨Ì¯ dË�Ë|» hv] �{ ºÆ» ÉZÅdÌ¨Ì¯, cZ�Ô�Y Ä] ªÌ«{ Ê]ZÌf�{ 
 �ZÌ¿ {�Â»d�Y.Y cZ�Ô�Y ¾ËY ªË�� �Y Y� dÌ¨Ì¯ Z] �^e�» ÉZÅ|ÀËY�§ ½YÂf] Ze |�Z] ¥Z¨� Á �«Â» Ä] ,ªÌ«{ |ËZ] dÌ¨Ì¯ cZ�Ô�, 

{Â¼¿ dË�Ë|» .Zf�Y� ¾ËY �{,µ|» �Y Ê°Ë ÊËZaÁ�Y dÌ¨Ì¯ dË�Ë|»  Ä] ÉZÅ ¿ Äf�m�] Á �nÀ� ½Z°»Y ,dÌ¨Ì¯ ÄÀÌ»� �{ �Á� ½{Â¼
Ã{Y{  ÉZÅdÌ¼ÅY Z]d�Y{ |ÅYÂy Y� dÌ¨Ì¯ ÄÀÌ»� �{  .Ä] É�Â�  Ä¯ZÆ¿M ½{Â] ��f�{ �{ Z],Ê» ½Y�Ë|»  �z] |À¿YÂe  �Z�u ÉZÅ Á

 ½|� ±��] �Y �Ìa Y� {Ây Ã�Âu Ã�ËÁ cÔ°�»ÊËZ�ZÀ�  Á|ÀËZ¼¿ ¶u.  
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�Á� Á {YÂ» ZÅ  
 ½Z³�^y Z] Ä^uZ�» Á cÓZ¬» Ä ·Z�» Z] ªÌ¬ve µÁY ¹Z³�{À� Ã�Âu Ä�,d  É��ÁZ�¯ Á �Y�Z] ¾ËY dÌ¨Ì¯ �] �Y~³�ÌiZe ¶»YÂ� , Ä�

 Ã�Âu|Ë{�³ kY�zf�Y Á ÊËZ�ZÀ�.  µ|» �Y Ã{Z¨f�Y ¹Á{ ¹Z³ �{ EFQM Ã�Âu ÉZÅ�ZÌ » Ä] ÄmÂe Z] �Y~³�ÌiZe ¶»YÂ� ®Ì°¨e ÉY�] 
 µ|» ¾ËY ÉZÅ�Z�|À¼¿YÂe)ZÅ|ÀËY�§ Á �]ZÀ» Á ZÆf¯�Z�»,½ZÀ¯�Z¯,É�eY�f�Y Á Ê�» �y,É�^Å� (�Ì¿ Á ��Âe Ä¯ Ä»ZÀ���a ®Ë ¾ËÁ|e 

¿Y�Z¯�|¿Y d�{ Á ½Y�Ë|» , ½Z³�^y,|Àf�Y{ Ä�ZuY Ã|� {ZË Ã�Âu Ä� �Å �] Ä¯ Ê �Y�§Y ¹�¿ �Y Ã{Z¨f�Y Z] dËZÆ¿ �{ Á |Ë{�³ ¶Ì¼°e 
Spss¶Ì¸ve Á  ¾»{�§ ½Â»�M , |� ª¬v» ,ªÌ¬ve ¥|Å Ä] Ê]ZÌf�{ ,½M É�Z»M ÉZÅ .Ê¨Ì¯ ªÌ¬ve ¾ËY {�°ËÁ� ��Á� Á Ã{Â] Ê¼¯  

Ê» Ê�ËZ¼Ìa Ã|� Äf§�³�Z¯ Ä] ªÌ¬ve|�Z]  
  

hv] Á lËZf¿  

 É��ÁZ�¯ µÂ�v» ®Ë ÉZqÊ» [Â�v»  Ã{Â·Z� Á �Z�Y Á {Â�Á {�Ây Ê» º«� É��ÁZ�¯ �z] �{ ½M  ¹|� Á Ê³|Ì��
 ¶»Z¯ ÄmÂeÃ�Âu ¾ËY Ä] �^� ±�] Ä] Ê]ZÌf�{ Ä¯ �z] ¾ËY ÊËZÆ¿ ¶�Zu ZÀX¼�» ¬v»  Y� d�Y {�Y|¿Zf�Y Á µM Ã|ËY Á [Â£�» ª
�¯ |ÅYÂz¿{�]ZÀ] Ê» É��ÁZ�¯ �z] ¾ËY  {YÂ» {Â ¿̂ Z] Ä¯ Y�q |�Z] �Y�Z] Á d À� �z] Á{ Ä] d^�¿ É�f�Ì] dÌ¼ÅY �WZu |¿YÂe

 Ô¼� ,d�Y �^� ±�] ½Z¼Å Ä¯ É�ÁM�§ Á d À� �z] �{ {�Y|¿Zf�Y Á [Â£�» ÄÌ·ÁY Ä] Ê]ZÌf�{ dÌ¨Ì¯ Z] Á [Â£�» ®�y ÉZq
 {�Y|¿Zf�Y |� |ÅYÂz¿ ª¬v»M �^e Ä] Ád�Y{ ºÌÅYÂz¿ d]Z«� ÉY�] ÊËZm Á ¾f¨³ ÉY�] Ê§�u �Y�Z] Á Ä��� �z] �{ ½ . ¾ËY �{

 �Y Á d§�³ �Y�« Ê���] {�Â» ÉZq d À� Ã�Ìn¿� �{ �Y~³�ÌiZe ¶»YÂ� ,ªÌ¬ve �Â�Â» ¾ËY Ê���] Ã|� ÊËZ�ZÀ� ¶»YÂ� ¾Ë�f�Ì] 
�{ \Ìe�e Ä] ,É��ÁZ�¯ �z] |Ë{�³ Ã|ÅZ�» �Y�Z] Á d À� .  

 Z]cÓZ¬» Ä ·Z�» Ã�Ìn¿� ½Y�Z¯�|¿Y d�{Á ½Z¬¬v» |Ì¯Ze Ä¯ |À¯ Ê» ÄmÂe \¸m �f�Ì] Äf°¿ ¾ËY ,Ã|� ¹Zn¿Y cZuÔ�YÁ ZÅ�Z¯Á 
|¿Y Äf§�³ �Y�« dËÂ·ÁY �{ �Y�Z] Á d À� �z] ½M �Y �a Á Ã{Â] �¯�¼f» É��ÁZ�¯ �z] �] �f�Ì] ,ÉZq d À� . ªÌ¬ve ¾ËY �{

¿Y ½M ÉY Ã{Y{ ¶Ì¸veZ³�^y ��¿ �Y Y� ÄnÌf¿ Á |� ¹Zn½ÉZq d À� Ã�Ìn¿� ½Y�Z¯�|¿Y d�{ Á ½Y�Ë|» ,�Ì¿ Ê» Ä¿Â´ÀËY   ½ZÌ] ½YÂe
Ê» dÌ¼ÅY ¾ËY Á d�Y �Y{�Ây�] É�f�Ì] dÌ¼ÅY �Y É��ÁZ�¯ �z] Ä¯ {Â¼¿ �fÆ] d À� ¾f�Y{ ÉY�] É�ZfyZ� �Ë� |¿YÂe Á  �a

�Y |�Z] Äf�Y{�] �{ Y� Êf]Z«� �Y�Z] ½M.  
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Abstract  
Tea is one of the important products in agriculture sector which is, in fact, considered as a 

knows strategic product, and this is due to its importance in agriculture, industry and economic 
system of the country. Always the quality of product is significant and it can be one of the 
criterions to diagnose whether a product is better as not. A investigation on the history and 
different procedures of tea industry chain shows that the tea quality has become a fundamental 
problem to which less attention has been paid in researches in terms of subjects. Thus I felt it is 
necessary to study entirely about the quality of tea industry chain including all of its production, 
market And processes managerial processes. To organize this study better, we used the model 
European quality management organization excellence (EFQM). In this study, we first 
investigated the factors influencing on quality in industry, market and agriculture sectors. 
Methodology of this research is descriptive – deductive scanning kind performed in research and 
survey method. In quality interview and library studies, about 400 factors were extracted, then by 
using EFQM model, these factors were arranged. After that, to determine final factors and answer 
the research questions in upon sectors of tea industry chain, a questioner on the basis of 
excellence model criteria and organization criteria in enablers sector was prepared and sent to the 
experts of tea industry chain agriculture. In accordance with results, agriculture, industry and 
market are rank in importance of tea industry chain.  
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