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K'gnP gNePQU3P] KOYhya
oA Of k DayN O (Anteneh Assefa
and Astes:Berhani & 2014): ¢ 110-J K
OMTIE POUE PG O OJnORS g
Y99 ¢ gd4pIGP ijoli3m TnDx  §/FB q
W8 S PICcKIgC Ot aRayKk Y-Sl ¢
yKAnS ¢ sydiloq e €5 PP @i €
aNUE Pydjhisk h 3.0 BFRPGj &l
DA SO H (Trevino, 2006°3 Thibodeau,
2007)a @ I Neé uygHx §lerkghc
GNeU dnDx yiii3p 873107 DG K
WO O R ¥ ihydj GPRDDO T Aurora,
Teixeira and Rocha (2008) y/On P (|
yuael Yz.6¢ ZaoEdu yrPGogzc
SNe §gigHk WOng é6'n S¥h yioGo
§4j8 0.GP y by DxGC5pT KIGE
GyiL evaP gugh yjolh@nguu
Y RGHOTWipH5b:6 1T apbhiakNk
Lupton & Chapman (2002)
QKN @) PO AGJou) P smha
bk NUE ®Dz YGND cZqc FNeé
yevkogn Zn-c¢ ®#HDyP 0ol
Y3 ODGPY KDz niNB K NUE BDxX
QIIGF“_H]UQGT Y93} udpk8ib
yb'KNUE §ywrse apidg i ¢ kaq
8¢ HDz §BOObLiNE y PHIp N
JGwe T aFpag ijNpc yRPEP AU
UgN& 5P &nb obil/GCHcwgh c
w8 yblijilenO WzZm ytln Z0
g ENG S kKeO Yk yGOn
HDz 9736 u ke qQUOTAT ¢
Z'n€ ij$e GeRDGAaIl o o

yBib qda s NI yekgh cGGoe
Y Kigly Q@B Z aRDF gt RIYH 010
b-&h0 pHamzeh (2012)) 6 Oz 3y Neé
Fekgn cdWPR mODzBKNUE InG
3q/b ¢k g n-cgdipshljHau BOj
o8 o gbigDx BKNUE ijF bl
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oI/ N & &0 g 5N & K NUERDz
Y3 ODGPHI-E€ BKNUEK PIAQO
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(Vandehey, Diekhoff, &1L aBeff;2007)) a8 a
09 &g brRNUE gndau agmiic
OB YN &g hqa ijoeER
Qjp K QHRDE@WPA  §ijpKiD
wSKaw B bnH (Zauwiyah, Maimun
& Junaini,2008) @ a

Mahmoud & Fatima: Al~I-Shaikh
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nd zZ'Ne Waimoo T(McCabe and
Drinan,19993 N3 # ‘2609) o 200 it/ P
pNOE FgNe&P uN$s$ iji"POnN
0.hédyicDDJH?s o

i NeUey PG O3 ok N éa NUE
y90a il Yiob S| 0 nyLdiKk 8
K'BPJ ¢ §dpig3JaNUeK §iyg h
¢cTNc yPRPHgZYdU Jipg:5T a9
Coalter, Lim; & Wanorie (2007))7) ydiSb
YGND & qjc §bilin @ N e NDEP
920 "3 NU Qi Fyeaqguwdz
ql’.\?DzTinHSsqSﬁan)TNéCs
UK Oi:N] i Py nbx gNOS gy
bz gAY Qyeipriqdf Bisd gdiioe o
3ag ybakKNKk 33ic Inbx JFRP
3 BI$ijrh 0 G ydjp 'SP oy PIHGKRP ¢
§.¢ ydjp'Gn Jriavd ¢ PNe y-iphisk
Y R.Gjuson & UNadiheo T ok NUOE
0B gy P NUEPydjhisgk yiorbOi j
g R NekgnPutigm Yuey By e
YK KYND @O Dz jndZegi P

oBgiij. G U gkile AaN §rdhloq EBQ
0/9/G @i. (Okoro, 2001))> yFb AP A
S Ne yGoOnepPsk OO WENeHDz
ydp GN &X"5Pj o crkigh ¢io0CH
54 e¢xgnc wn uybg] 00a
yKODI&] ijinb 0N JnOBHRT ¢ ¢
i 05 cydwe &.iimpn DART &g
ybhaKkKNKkeKgnc)DEIGHKNIEP
QBB Qg Ne ¢dp3E3Ty®b q da
UPPPAE KKgHcge S$SZmH Pw
U KPP uwkda L'Y:Dd Dau Yy P.pPpDOW
g% yKu8icohséd DDOJiT 9o
Anteneh, Assefa: and: Asres
Berhan (2014)) y:!Gd G0z ObBGND ¢
Z'qc §Ne ydj EijsN] PN B NOE
o bgiij GEvn YyRPGGO@ag i &Rk
Fagudicuydrgh IGNeckgncy e
gyt yosSec §Neé Py-pgKipa
wg Pk G 05 h GrGOPOI A rdT 2o
h#Uu Abdulah Muhammed! (2014)
UK i Wi.nO5i8 PO Oc

O Plcy/gijldiym.durOORAEYn AT 2 @§gb |GNéeckghcyDE yYKZAac

09 agbDxygP &vn gdjZE3 TInDx
QiJéQ@Q(")éUQBQI“%qDSWQnﬁ
ijqc'G KIEFgT9g®©® b YT ¢7. b
BYOY WDGBGK o o

1.2. Q'Z.QLj-©OREYNE @) isUE
ENe ubgJ 30kghc yim3peE
ufried e gdlvg EBQUE §mgijs G
YOG O ijk'8bP ydpfowjru HDz
obBihrs O ipNeUe JONHo FNeé
UKP Pk gkile daN (@9/c e
ObMESC e §Z.dc BIL.RECQ
QRYNDMNMIMBDE §7.3n0 cWGPK
ylogq Eba ©a gNeé gug hRID
DDOJI (Graves, 2008))9 o §ia)g &q]
K'5PJ oGPl yy | WON kGO yhniie
vOn § g kg n &m0 gy A o
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K'PK YRl Bagydicobin iz qbe
Iy NeEY i kP gl 000 BFRGGO(
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ij*POY (root cause) yzidréc
WA i /Niij-Aa ek @ agK'Oh B KRNUE
g¥bBQa uGPY WVZRDU gKP
Y PGKD®. 6 & yyPH§K ijk'gnRAJ
WOBPGrgkP c¢TNc yPplinn
UZArs cUr 3k a&.a2au odjp N eé
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i Yo Wi ONJ K WGP bk NUEPQ
iK'gn PP OB ¢ qdiigij-h DS Y3
ydjpiGO yzAdrs c 3¢ wbgdjiOi'k a o
ybakKNk FEgNée on  gbjiy e
ycrkgn cgDE P givi.q GRrIY
E¢/eeu 5q/bb RYEINN K afadgY'RO R
oig/NéeaNUE ybilineda ybizGqg
ZaPE ipORrR YA 33 TO0GKDET
y9.10a ¥orb Sy gh 8l PHFTN &N
W8 ¥jih-Ojrq:cj. KIEFYTHOW
Oila o

YUhSHEDZZTUE 3i&ag yHDz
g BlaiNe AWWOKT k'5PJ BIE A/KC
Oz yKOOY ag ydic ybho
Z2'aPe JA-93 5qbDE PydpdHC
yldg 00 PrDzRDz Z alc: ] K[ K ([
Ui ool oo

ydjIGOK gz b Rc AENER
Z) 50 8jpNOecZ bbbl s a
1. e dnsSic §bguj-godivqE b

S NeaNUEKP kP giani?

2. odlvgq EBQ gNe ijrOYUE

K P Ra[aii?

2. QUha®eN

Zqb  URKWP ZHY §gKavNO
961309 §UWh Q@i 1c OFR Ok K
0GP §Z.ab s nNY kijhnaoq
WDB®D O KK A aNP BhSideoe
Dgy Oic ¢§bijNhy c k'5PJ ¢
gyuUm0® uA 3H QI queE ijNe
Yeipm¥en Yg-anSie g rIg N é
B Py A uKYnpnc - gKZAc
077 O€ el (Burns, 2000) s o
ubg Gijp N & Yo wji-ONj O E P
ydiph$xk 9. 02¢ P yijpbPbh P
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BOLAT ¢ 9B GNHY y cKIhSGT K
gzl o

21. 9Q1dqQ Wipn/N'Z Q)
Z'Qbjbis N UKoY j.nO 548 O
iP¥1O cykiOnS @UnYRE K &P
yg0e QU SHDH§GH] GNe
¢ K/N).DE QU2 PZ A B3 b HNE
nelee BKNUEE:e ijkgnPAqe
AN ik gn P @y n oZadib oL T
nee. PLgeNPy-ijhis kb NUE q
ijk'gn PR BpeijinDx 6 G667
P L Beijerichidd (g e 2011)s o
yag'k gukn Yji.no 5480
i P¥Oc 3/H @pre §gGY NKmni& 0
302116 bStY FiGac ykiOnS
K'OnYR@K§ . O/ Wh SHPH B
GNé cxgnc 9.PE BIOEHT o0
y2010 Uk® k' OnS Rék &P 19
IhNpOe41 whSHEDYGH ] GNeé
¢K g -c).DE Y PHG Kk UniYRE K
@&P19 hNp'Ue39 WhSHDEGH
GNéc-x g -cy. DE W 1du a3y 04 g
NP O andz 3y PP Bf6(30%)
INpOegtvkn 12 InNp'Oeg$ a1
Y8 Pl aN Bijerichdi. §Bi13bb
0.GP ZVJ PP PGNP UPH UPRH
¢Kp€¢ yhiSHE WhSHDRyb
GNéc K gncy)DEysHIY8 PLQ
a'N y.@dare chijiihiei s @0a g
¢ K GHCc)DEFNIIOBK iy Kk'gniP
ys ETy8 PLqaN ahgqdndc
ik g n PH-ijofi-h1o°T: &y Bij 0.0 BN
Uen D gkO ah'T BKNUE
Bijofih ijoNe&i BnVOz1 ww
ydjp sk 3oekght b WPRPH
Uen YUhSHEDON§§ ¢ iln
ijKgnP 3H AU §0n RANR
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bOWwerc gkn UPR? fUFK B
OT PLQ ydjhigk Bijorhiond
(Best and Kahn;2007) s a

2.2. §ijMNé

ij* ONYJ~0 €
9 Z.Qb BHEK i Nc g KN PijNe
Y RPHj1OOe §bijsNiNc  gdjNé
i Yon Wy aNUig-a gW P B 5T
wbDDxre §0O¢ §gO0OY SGijhDS ¢
9§ dj-hnDS AP © R Adpn Oy NH o o
B K NUIE Gk gn Pycd§:dj-hDAS.q
y W P s DDz gedj OB qijoN e
BaYiOzT o gigyNe aNUE q
iRPOYUEAN] g bloé @ §ghDaE
Q.OKo®cqbR ug7 ixgnmPq
giggc BRNUE BFALRT o
!5 "R YWl in8¢- 081 Qg 0.83
yUbi13200z600 BYG O UKo ODal
yzan GNeé #Dz ydjiGO §dpNié
i Yo Wi ec 6 hSijPYasl o
ybakKNk §dphDS€E BOWSc
gd o StYy GOIgn PUKE TOC
KiIN61O.OB OZBDyol g (WPNH
fdjkigin PURA o B KNUE oW P
Bsh 1nDDDE 6Fa106 1 Wi P
6sf 9B IOD dijk'gn P §brij N c
YHal 3qb vOldT &4 P6.GP
braE Gl yd DDz ij*Obiq
DERHAB Y/gi y b KNUO EHBij.NN
giai-e yyoPpP PG oW P G
DDz wOnggc BhjrdzE
OB ST iU ijk'gn Py gy O ¢
S¢g khiO BOCEST 2 9n®onN
K'fdpnk Fig/Neon gbijy adan
gy aEPZBDHPCOS] oo

2.3. §-jN.arp.qib ®N
ijoNe n YO WgdJ0e quzrTocEe
by WigNeUe 3bisijnh Fau

RRG R
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URKUOE UP? nbbPc0d T gi&Er
ij*hDB §B Ny n WNeUE ydijp B
6§/ DNT b Olso T REp 6-0cdbiz O
alN §Bij.Nhy ck’5PJ ¢ §HK
wPYWOE y$HHA yPHOBIE Wc q
0B i Nk'HTI& BKEK) Gig] iOeT
@i 9% &g ky baKNydrSijh DS e
YW PB s W DDE e Yy -Sghijnh. DS q
B AR Y cogBrOeipoNeUe PHRY W
08 NWe Nz dnbx O0g18 GrPOn P
y4pigbBiei o

3. 0°'Z.Q|te-PIb: ]

yéag 5qi woz ijNeUe bGnirbu
QIéthCG]]bebO’qeﬂaaBijNé
nO0€ Y SIZ gl nym yNe ymnpRANOQ
B GniD ydpbPB P gBOU W8

BOlAT g ybiaKkN ydrSip-h DS e
y WY 508 W DDDIE 4 ST 1109 B0 2
ijNeU0e ' Nz Dx Ogn PG PON
BYnnBoT sysgilog ij-hnDS.Ql giWn P
b s M DDE ijk'gn P AKNUEGHOD ¢

0.GPoI0 ¢ 0B S\gijhiDS Ferkugh §¢
Un ipxgnP of B3FaAURT 9aZdlb

i
PTBE §Z.Qb PN ZJisU€ ijlNe
u

KN T ygPU OO Oydji3 ¢ B1§mizT o o
ijNe nouve gynl nd PLQ aNP
ydjhi$k BKNOEP Gx'gn PR Bnei
Ihbx B G607F PL QB ijfihieT aedigk
gdipNe n-0ec Fbij/NnN 96 ijk'gnP
odlvq ij*hDS Bwicp 85 ijk'gn P
(88.5%) LT B iihniont e 8 Blag
y biaKN 159 b KNUE §diovqij-h DS
6 OB 137 B KNUIE (86.2%) LT\ Bl
N1t o a3 kOnS q klnY R@x
3 boij/NiN 12 WhSHEDR] GNéckgnc
9.¢ AUnikgnP on ygbGN® ST
KT OipNe binpOz T 3POAaAgK g c
9. D€ ijkgnPABKNTE §oYaau
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3i6/gcWhPyKGnE di

bjrDHuijpoNe nzZhrel oo
3.1. QHIqEBGENeaNU
NOE

EAN] Bipx 1 §gnPEKNUEGHOBNE

68| y&b @S b KNDE ik g 0P Bk NOIE
o h s dvraugiy N aNOEe gYsAL ul gdpding P UIRUIR | gYAL G| §dpdig P WIRUAR
ya@omng g y@ong g
PR gedp D A PR gedi B ab P DR gedj B e el gdp A | et PR gedip B | ae v P DR ydp D
1 | 5Py PDx YDF 14 165 | 9 10.6 | 62 729 | 25 182 | 17 124 | 95 69.3
ijohng
2 | yiSmbinNig cijin O bze 75 882 |2 24 |8 9.4 108 | 788 |9 6.6 |20 14.6
i PrYIcTnDxK g Bz
3 | wPph-NeUe By inDx 53 624 | - . 32 376 | 53 38.7 | 3 2.2 81 59.1
yYm ML e &l Dz
yd Py fyeheNy Al ViOe
yrTenvE P
4 | whOYguGT phios 74 871 |1 1.2 |10 11.8 | 104 | 759 |6 44 |27 19.7
bz 3R BUGTj*OINy Z
5 | WipdjirTToDx RPcy.¢ TWGn | 12 14.1 | 17 20 | 56 65.9 | 19 139 | 30 219 | 88 64.2
el yKg o bl iENe Dz
ijijrg O
6 | yYyzZISR 28 329 |15 17.6 | 42 494 | 50 365 | 13 95 | 74 54
7 | Qeip PN WH D yKIedE ¢ 31 365 | 19 224 35 412 | 42 306 | 16 11.7 | 79 57.7
gL PN Jgu ijpNe yRPE)jroo uGNeéd upayj .DEPT § Hx §/¢diqRE b
bk NOIE ysgiiag EBQ 1S FgNe aNUEe yPGjIBOYndORPANG

Q]ﬁéj\?au aNUS'P ubijng B b OO0 EYT a0
U A ek g n P (88.2%) Y QB KNUE ijk'gn Pk GO bKNUE FIAE ij-hDBE
(78.8%) Yy ck FHRYSmONg cijlhnO uybakN yidrsip-hnbDsS .auWwn P DDE
Dze ijtrYic InDx g diiZ Fqb i PUKETOc ijNe bnViOzl agdagk
N 'R 6.DzEe y1§rg b 16NeGH /L whiQY ijk'gnP A KNOE§nNCoEiqEbQa
Ihbx FRP3g UG udphgSTnbx gNeée aNUe 6 hSgH yBbainsSic
gip Oy B 8.H 87.1% ijpk'gn Py d WipipT YA ij#6-¢ Q) 5aFA FHjpNyiR gy
75.9% B KNUE «kHR nhiod o FijNeée 8¢ §FGTsm vdijpqhnijeeOnaPi P
nOUE FTKRYHEDZGOKHRNOUE oJrAduyKOijinT yéqc qgPOau P
iK'gn P (624%) oz ne BKRNUOE yionh NSNS ¢ bl2EliPhs§Ke
ynmirec Wawau egd Py n eyh/Ny Acii0Tnd ] ydp$y o e gn ijEDbPe
gd e grevd p WOS iU yhpkq BB AU BZmaoknO 3GT ydpaon

I €

Y RPGjnh$J O T aypag GZYANJ yi PO GiYhn 918 a) Blie 8.0 iNIN G ij-alO R
31K RYH.DpGOBKNUE (59.1) WitR qyostEJDPQuléi Nig¢ mSAnt
WIiR Yy PGGOAQ 38.7% BRNUE KOOV CWOENNiPseOeygic §i5YNC
QAj KGN PPGOY B omBoT obBi€ SRUESPYSEHYKNH §dAd NS BE P
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U KOOVipggoi1Z eGYIB AINDXK ijdiq O&n yej QKric:PsOskiciorl
1N Sim SnO DNsc tagg ¢gNc nzid
HavP0535/q5nDOngch5q/O

VOB NND e O6:EYPR G yijhigk 00/8 EDNSc BuNE o drEWT: 3

Dze ijtrYic e O
ydpdainl:ne gBgy 3§49

—

i IO ijrg ol Z eQ'Z] sToKIS ¢ Bep g5 2010 U)

5 yKiisie ijih OP ysOPdijm /mm UKGC OligdT aégégvblf
3ud W6 5ql gk AKObRg q9%Ta EBT gNe gfhsd
of. e DDeY@oT oo aNUiE kP gl yiorB1iOnyWR.G

Bk g nP @b KNU ey bhiaKN iqn i"OP o BART o o

-<)

NO
d

C(O’)

5G g

i gnPySeei06Y giq b OBKNOE oilig gNe aNOe
&K@ aNOE B hbD&t ey aggk YPGB b3ag yDH BN KHTIE
3HDD bifé Oc BB 6 H6GP 3HUN Y?GTTONQWU’YMVBKNUS

@GuPninSec §10) 5qi Yij.pO 3eip Z16:P pd. S u Oé
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