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͙͔͊ͪͪ͊ͭ͊͟ ͙ ͔͍͔ͨͦͫ͒ͦ͊ͭͤͦ͡͡ ͙͔ͨ͊ͤͪ͊ͤ͡

Å Kͦ ͔͔ͣͨͭͤͼ͙͙͔ͭ ͙ ͔͔͙͔͔͙ͦͣͨͭͤͭͤͦͫͭͤͭͣͦ͒͟͡ ͔ͫ 

͔͍ͨͪͪΆ΅͍͊ͭ ͔͔͙ͤ͒ͣ͊͡ ;͊ͫͭ ͦͭ ͍͔͙͔ͯͨͪ͊ͤͭͦ͡ ͤ͊ ;͍͔ͦ΄͙͔ͭ͟ 

͔͙ͪͫͯͪͫ ͙ ͫ͊ ΄͙͙͍͙ͪͦͦͨͦ͊ͤ͘͘͟͡Σ ͊ͭͦ͟ ͔͍ͫͪ͒ͫͭͦ ͊͘ 

ͨͦ͒ͦ͋ͪΎ͍͔͊ͤ ͤ͊ ͙͡;ͤ͊ͭ͊ ͙ ͎͙ͦͪ͊ͤ͊͘ͼ͙͔ͦͤͤ͊ͺ͔͙͍ͭͤͦͫͭ͟
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}˥͙͔ͦ͋͊ͤͭ͡͡ ͔͔ͭͤ͒ͤͼ͙͙,͍ͫΆ͙ͪ͊ͤ͘ ͫΆͫ ͙͔͍͙ͤ͊ͤͭͦ͘͡ΎΎͭ ͤ͊ 
ͫͭͪͯͭͯͪ͊ͭ͊͟ ͤ͊ ͪ͊͋ͦͭͤ͊ͭ͊ ͙ͫ͊͡ ͙ ͤ͊ ͙ͤ͊ͤ͘Ύͭ͊ ͙ ͔͙ͯͣͤΎͭ͊Σ 
͔ͤͦ͋ͻ͙͙ͦ͒ͣ ͊͘ ͔ͯͫͨͻ 

}ˮ͔͎͙͔ͤͭͪͪ͊ͤͭͦ ͤ͊ ͦ͋ͯ;͔͙͔ͤ ͙ ͍͔͙͔ͯͨͪ͊ͤ͡ ͤ͊ ͙ͤ͊ͤ͘Ύ  
͔ͨͪͦͣͤΎ ͙͒ͪ͊ͣ͊ͭ;ͤͦ ͔͒ͤ΄ͤͦͭͦ ͙͔ͪ͊͋ͪ͊ͤ͘ ͊͘ ͯ;͔͔ͤ ͔ͨͪ͘ 
ͼ͔͙͡Ύ ͙͍͗ͦͭΣ ͔͔ͨͦ͒ͪͨͤͦ͟ ͦͭ ͙͙͒ͤ͊ͣ;ͤͦ ͍͙͍ͪ͊͊͘΅͙͔ͭ ͔ͫ 
͔ͭͻ͎͙͙ͤͦͦ͡ - ͔͔͔͙ͪ͊ͨͪ͒ͤ͘͡ ͼ͙ͺ͍͙ͪͦ ͻ͙͙ͪ͊ͤ͡΅͊ ͫ 
͎͙ͦͪ͊ͤ͊͘ͼ͙͙ͦͤͤ ͙ͤ͊ͤ͘Ύ͙  ͫͦͼ͙͙͔͊ͤͭ͡ ͙͔͙ͨͪͦ͗ͤ͡Ύ 
(Web2.0)
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ʧʨʦʛʨʘʤʘĂʈʘʟʚʠʪʠʝʥʘʯʦʚʝʰʢʠʪʝʨʝʩʫʨʩʠò,ʩʬʠʥʘʥʩʦʚʘʪʘʧʦʤʦʥɦʘ
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}˻͍͔͋ͪ͊ͦ͊ͭͤ͊ͭ͊͘͡ ͔ͪͺͦͪͣ͊Σ ͦ͟Ύͭͦ ͔ ͙͙͊ͭ͊ͪ͊ͤ͊͘͟͡ ͦͭ 
͙͔͎͙͔ͤͭͪͪ͊ͤͭͦ ͤ͊ ˮ˴͙́ͣ͊ ͊͘ ͼ͔͡ ͒͊ ͍ͫΆ͔ͪ͗ ͺͦͪͣ͊ͤͦͭͦ͡ ͙ 
͔ͤͺͦͪͣ͊ͤͦͭͦ͡ ͍͙͔ͦ͋ͪ͊ͦ͊ͤ͘ ͫ ͙͍͙͍͙͔ͤͦ͊ͭͤͭ ͔ͪ΄͔͙ͤΎ 
͎ͨͦ͒ͨͦͣ͊͊΅͙ ͯ;͔͔ͤͭͦ ͔ͨͪ͘ ͼ͔͙͡Ύ ͙͍͗ͦͭ ͙ ͍͙͙͔ͪ͊ͭͭͦ͘ ͤ͊ 
͔͔ͦͣͨͭͤ͟ͼ͙͙

}˭͊ ͙͍ͦͪͨͦͪ͊ͭͤͦͭͦ͟ ͦ͋ͯ;͔͙͔ͤΣ ͨͦ͒ͻͦ͒Άͭ ͍ͦͫͤͦ͊ͤ ͤ͊ 
͔͔ͦͣͨͭͤ͟ͼ͙͙͎ͨͦ͒ͨͦͣ͊͊ ͙͔͙͒ͤͭͺ͙ͼ͙͔ͪ͊ͤͭͦ ͤ͊ ͙ͨͪͦͨͯͫ͟ ͍ 
͙ͤ͊ͤ͘Ύͭ͊ ͙ ͔͙ͯͣͤΎͭ͊ ͙ ͔͙͔ͨͪͦͭͪ͊ͤͭͦ͟ ͤ͊ ͎͙ͨͪͦͪ͊ͣ ͊͘ 
͍͙͙͔ͪ͊ͭ͘ ͤ͊ ͔͔ͦͣͨͭͤ͟ͼ͙͙͔ͭ ͫ ͼ͔͡ ͨͦ͒ͦ͋ͪΎ͍͔͊ͤ ͤ͊ 
͙͍͙͔ͨͪͦͦ͒ͭͤͦͫͭͭ͊͘͡ ͤ͊ ͙ͪ͊͋ͦͭͤͼ͙͔ͭ ͙ ͙͔͙͔ͫͯ͗ͭͭ͡͡
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ʦʬʠʮʠʘʣʥʦʪʦʩʪʘʥʦʚʠʱʝʥʘɽʚʨʦʧʝʡʩʢʠʷʩʲʶʟʠʣʠɸʛʝʥʮʠʷʧʦʟʘʝʪʦʩʪʪʘ.

}ˮͣ͊ ͫΆ΅͔͍͔ͫͭͤ͊ ͙ͪ͊͊͘͟͡ ͔ͣ͗͒ͯ ͍͔;͔ ͦͫͭ͊ͪΎ͍͊΅͙͔ͭ ͔͒ͦ͋ͪ 
͎͙͙͙ͦͪ͊ͤͪ͊ͤ͘Σ ͤͦ ͙͙ͣͦͤͦͭͤ͡ ͙ ͙͔͙ͤͪͭͤ ͍͔ͯͪͫͦ͟ ͊͘ 
ͦ͋ͯ;͔͙͔ͤ ͙͙͋͊ͪ͊ͤ͘ ͤ͊ ͫΆ͒Ά͙͔ͪ͗͊ͤ Σ ͙ͦͭͦ͟ ;͔ͫͭͦ ͔ͤ ͫ͊ ͍ 
ͫΆͫͭͦΎ͙͔ͤ ͒͊ ͙͍͙͊ͭͪ͊ͭ͟ ͨͪͦͼ͔͙͔ͫͭ ͤ͊ ͦ͋ͯ;͔͙͔ͤΣ ͙ ͍͙͔ͤͦͭ 
͎Ά͍͍͙͊͟ ͔͙ͣͦ͒͡ ͊͘ ͦ͋ͯ;͔͙͔ͤΣ ͍͙ͦͫͤͦ͊ͤ ͤ͊ ͍ͫΆͪ͊ͤͦͫͭ͘ ͙ 
͙͍͙ͦͤͫͭͪͯͭ͘͟͟Άͣ

}͙́ͪ͊͒ͼ͙͙͔ͦͤͤͭ ͔͙ͫͪ͒ ͊͘ ͔͔ͭͪͦͤͤͦ͟͡ ͦ͋ͯ;͔͙͔ͤ ͔ͤ ͫ͊ ͍ 
ͫΆͫͭͦΎ͙͔ͤ ͒͊ ͎ͨͦ͒ͨͦͣ͊͊ͭ ͔ͺ͔͙͍ͭͤͦͭͦ͟ ͙ ͔ͺ͙͊ͫͤͦ͟ 
͍͙͙͔ͪ͊ͭ͘ ͤ͊ ͔͔ͦͣͨͭͤ͟ͼ͙͙
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ʦʬʠʮʠʘʣʥʦʪʦʩʪʘʥʦʚʠʱʝʥʘɽʚʨʦʧʝʡʩʢʠʷʩʲʶʟʠʣʠɸʛʝʥʮʠʷʧʦʟʘʝʪʦʩʪʪʘ.

V˴ ͦͤͼ͔ͨͼ͙Ύͭ͊ ά͔͔ͦͣͨͭͤ͟ͼ͙Ύέ

V˽ ͦ͒ͻͦ͒ ͙͋͊ͪ͊ͤ͘ ͤ͊ ͔͔ͦͣͨͭͤ͟ͼ͙͙ ͊͘ ͍͔͙͔ͯͨͪ͊ͤ͡ ͤ͊ ͭ͊͊ͤͭ͊͡

V˻ ͋ͪ͊͘ͼ͍ͦ ͔ͣͦ͒͡ ͤ͊ ˩͍͔͚ͪͦͨͫ͊ͭ͊͟ ͺͦͤ͒͊ͼ͙Ύ ͊͘  ͍͔͙͔ͯͨͪ͊ͤ͡ ͤ͊ 
͊͟;͔͍ͫͭͦͭͦ 

V˾ ͊ͣ͊͟ ͊͘ ͫΆ͍͔͒͊͊ͤ͘ ͤ͊ ͔͔͔ͦͣͨͭͤͭͤͦͫͭͤ͟ ͨͪͦͺ͙͡

V˽ ͔͍͔ͪͦ͋ͪ͊ͯ͊ͤ͘ ͤ͊ ͙͔ͤ͊ͤͭͦ͘ 

V˩ ͍͔͚ͪͦͨͫ͊ͭ͊͟ ͍͙͊͟͡ͺ͙͊͟ͼ͙ͦͤͤ͊ ͪ͊ͣ͊͟ ͊͘ ͯ;͔͔ͤ ͔ͨͪ͘ ͼ͔͙͡Ύ 
͙͍͗ͦͭ(EQF)

V˩ ͍͔͚ͪͦͨͫ͊ͭ͊͟ ͪ͊ͣ͊͟ ͊͘ Ŝ-͔͔ͦͣͨͭͤͭͤͦͫͭ͟ ͍ ͦ͋͊ͫͭͭ͊͡ ͤ͊ 
͙ͤͺͦͪͣ͊ͼ͙͙͔ͦͤͤͭ ͙ ͙ͦͣͯͤ͊͟͟ͼ͙͙͔ͦͤͤͭ ͔ͭͻ͎͙͙ͤͦͦ͡(eCF)
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ʥʠʢʘʢʚʠʦʙʩʪʦʷʪʝʣʩʪʚʘʥʝʤʦʞʝʜʘʩʝʧʨʠʝʤʘ,ʯʝʪʦʟʠʜʦʢʫʤʝʥʪʦʪʨʘʟʷʚʘ

ʦʬʠʮʠʘʣʥʦʪʦʩʪʘʥʦʚʠʱʝʥʘɽʚʨʦʧʝʡʩʢʠʷʩʲʶʟʠʣʠɸʛʝʥʮʠʷʧʦʟʘʝʪʦʩʪʪʘ.

}˿Ά͎͊ͫͤͦ͡ ͔͒ͺ͙͙ͤͼ͙Ύͭ͊ͤ T͊ENCompetence, 
ά͔͔ͦͣͨͭͤ͟ͼ͙Ύͭ͊έ ͔ͫͪ ͎͔͊͗͒͊͘͡ ͊ͭͦ͟ ͙͔͙ͣͪͣ͊͘ 
ͫͨͦͫͦ͋ͤͦͫͭ ͤ͊ ͔͒͊͒ͤ ;͍͔ͦ͟ ͒͊ ͔͚͍͒ͫͭ͊ ͊͟;͔͍͔ͫͭͤͦ ͙ 
͔ͪͯͭ͊ͭͤͦ͘͡ ͊͘ ͍ͫͨͪ͊Ύ͔ͤ ͫ ͔͙ͦͤͪͭͤ͟͟ ͔͙ͨͪͦ͋ͣ͡Σ ͫΆ͙͙͋ͭΎ 
͙͙͡ ͊͒͊͘;͙Σ ͙ͦͭͦ͟ ͍Ά͙͍ͤ͊ͭ͘͟ ͍ ͔ͦͤͪͭͤ͊͟͟ ͙ͫͭͯ͊ͼ͙Ύ ͙ 
͔͎͙ͦͦ͟͡;ͤ͊ ͙ͤ΄͊ όͯ;͔͔ͤΣ ͪ͊͋ͦͭ͊Σ ͫͨͦͪͭ ͙ ͭΦͤΦύ

}˿Ά͎͊ͫͤͦ͡ ͔͒ͺ͙͙ͤͼ͙Ύͭ͊˩͍͔͚ͪͦͨͫ͊ͭ͊͟ ͍͙͊͟͡ͺ͙͊͟ͼ͙ͦͤͤ͊ 
ͪ͊ͣ͊͟Σ ά͔͔ͦͣͨͭͤͭͤͦͫͭ͟έ ͦͤ͊͘;͍͊͊ ͒ͦ͊͊ͤ͊͘͟ ͫͨͦͫͦ͋ͤͦͫͭ ͊͘ 
͙͍͔ͨͦ͊ͤ͘͘͡ ͤ͊ ͙ͤ͊ͤ͘ΎΣ ͔͙ͯͣͤΎ ͙ ͙͡;͙ͤͦͫͭͤΣ ͫͦͼ͙͙͊ͤ͡ 
͙κ͙͙͡ ͔͎͙ͣͭͦ͒ͦͦ͡;͙ͤ ͔͙͒͊͒ͤͦͫͭ ͍ ͙ͪ͊͋ͦͭͤ ͙͙͡ ͯ;͔͙͋ͤ 
͙ͫͭͯ͊ͼ͙͙ ͙ ͍ ͨͪͦͺ͔͙ͫͦͤ͊ͤͦ͡ ͙ ͙͡;ͤͦͫͭͤͦ ͍͙͙͔ͪ͊ͭ͘
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ˮ͔͙͒ͤͭͺ͙ͼ͙͙ͪ͊ͤ ͫ͊ ͙ͪ͊͘͡;͙ͤ ͍͔͊ͫͦ͟͡ ͦͭ ͔͔ͦͣͨͭͤ͟ͼ͙͙Υ 

}͎͙͙͍ͦͤͭͤ͊͟ ͔͔ͦͣͨͭͤ͟ͼ͙Ύ ό͙͔ͤ͊ͤ͘ύ

}ͺͯͤ͟ͼ͙ͦͤ͊ͤ͊͡ ͔͔ͦͣͨͭͤ͟ͼ͙Ύ ό͔͙ͯͣͤΎύ

}͔ͨͪͫͦͤ͊ͤ͊͡ ͔͔ͦͣͨͭͤ͟ͼ͙Ύ ό͙͔͙͎͔ͤͭͤͭͤͦͭ͡Σ ͎Ά͍͍͊ͦͫͭ͟ύ

}͔͙ͭ;ͤ͊ ͔͔ͦͣͨͭͤ͟ͼ͙Ύ όͦͭͤͦ΄͔͙͔ͤύ 

}ͭͪ͊ͤͫκ͔ͣͭ͊ ͔͔ͦͣͨͭͤ͟ͼ͙͙ ό͙͙͍͙ͦͣͯͤ͊ͭͤ͟͟ ͔͙ͯͣͤΎύ
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ʥʠʢʘʢʚʠʦʙʩʪʦʷʪʝʣʩʪʚʘʥʝʤʦʞʝʜʘʩʝʧʨʠʝʤʘ,ʯʝʪʦʟʠʜʦʢʫʤʝʥʪʦʪʨʘʟʷʚʘ
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}˴͔͔ͦͣͨͭͤͼ͙Ύͭ͊ ͔ ͻ͔͙͙͊ͪ͊ͭͪͫͭ͊͟͟ ͤ͊ ͙͙͍͙͙ͤ͒͒Σ ͔͙͙ͨ͟ ͙ 
͎͙ͦͪ͊ͤ͊͘ͼ͙͙

}˴͔͔ͦͣͨͭͤͼ͙Ύͭ͊ ͔ ͙ͫͭͯ͊ͼ͙ͦͤͤͦ ͨͦͤΎ͙͔ͭ ͙ ͙ͫͪͭ͟ ͙ͨͪͤ͊͘͟

}˴͔͔ͦͣͨͭͤͼ͙Ύͭ͊ ͔ ͎ͨͪͦͤͦͤ͊͘Σ ͊ ͔ͤ ͤ͊͋͡Ό͍͒͊͊ͤ͊ 
͍Άͣͦ͗ͤͦͫͭ͘ ͤ͊ ͔͙͔ͨͦͭͪ͋ͭ͡Ύ ό͊ͭ͟Έͦͪ͊ύ

}˻ͼ͔ͤ͊ͭ͊͟ ͔ͣͦ͗ ͒͊ ͔ͫ ͍͍ͦͫͤͦ͊͊ ͤ͊ ͫ͊ͣͦͦͼ͔ͤ͊͟, ͅ ͦͪͣ͊ͤ͊͡ 
͙͙͡ ͔ͤͺͦͪͣ͊ͤ͊͡ ͦͼ͔ͤ͊͟ ͦͭ ͎͙͒ͪͯ

}˴͔͔ͦͣͨͭͤͼ͙Ύͭ͊ ͔ͫ ͔͒ͺ͙͙ͤͪ͊ ͍ ͨͪͦͺ͔͙͙ͫͦͤ͊ͤ͡ ͦ͋΅͙ͤͦͫͭ

}˴͔͔ͦͣͨͭͤͼ͙Ύͭ͊ ͔ͫ ͔͍ͨͪ͒ͫͭ͊Ύ ͫ ͙͔͍͙͔ͤ͊ͣͤͦ͊ͤΣ 
͔͒ͺ͙͙ͤͼ͙Ύ ͙ ͤ͊͋͡Ό͔͙͒͊ͣ ͍͔͔͙ͨͦ͒ͤΎ ͙ ͙͍ͤ͊ ͤ͊ ͙͘Ύ͍͊
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ʧʨʦʛʨʘʤʘĂʈʘʟʚʠʪʠʝʥʘʯʦʚʝʰʢʠʪʝʨʝʩʫʨʩʠò,ʩʬʠʥʘʥʩʦʚʘʪʘʧʦʤʦʥɦʘ

ɽʚʨʦʧʝʡʩʢʠʷʩʲʶʟ. ʎʷʣʘʪʘʦʪʛʦʚʦʨʥʦʩʪʟʘʩʲʜʲʨʞʘʥʠʝʪʦʥʘʜʦʢʫʤʝʥʪʘ

ʩʝʥʦʩʠʦʪɹʲʣʛʘʨʩʢʘʩʪʦʧʘʥʩʢʘʢʘʤʘʨʘïʩʲʶʟʥʘʙʲʣʛʘʨʩʢʠʷʙʠʟʥʝʩʠʧʨʠ
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}˴͔͔͙ͦͣͨͭͤͭͤͦͫͭͤΎͭ ͔ͣͦ͒͡ ͔ ͎͙ͦ͡;͔ͫ͊͟ ͍ͪΆ͊͘͟ ͦͭ 
͔͔ͦͣͨͭͤ͟ͼ͙͙Σ ͎͙͊ͪ͊ͤͭͪ͊΅͙ ͙͎͔ͨͦͫͭ͊ͤ ͤ͊ ͚ͤ͊-͙͒ͦ͋ͪ 
͔͙ͪͯͭ͊ͭ͘͡ ͤ͊ ͔͒͊͒ͤ͊ ͙ͨͦ͘ͼ͙Ύ 

}͍́ͦ͊ ͔ ͫͭ͊ͤ͒͊ͪͭ ͊͘ ͙ͦͭ͡;ͤͦ ͔͍ͨͪ͒ͫͭ͊Ύ͔ͤ 

}ˤ͔͙ͫ͟ ͔ͣͦ͒͡ ͫΆ͒Άͪ͗͊ ͔͔͔ͦͨͪ͒ͤ͡ ͚͋ͪͦ ͎͙ͪͯͨ 
͔͔ͦͣͨͭͤ͟ͼ͙͙Σ ͊ͭͦ͟ ͍ͫΎ͊͟ ͔ͫ ͔͍ͨͪ͒ͫͭ͊Ύ ͫ ͔͒ͺ͙͙ͤͼ͙Ύ ͙ 
͔͙ͦͤͪͭͤ͟͟ ͙͙͙ͤ͒͊ͭͦͪ͟ ͊͘ ͦͼ͔ͤ͊͟ -ͤ͊͋͡Ό͔͙͒͊ͣ 
͍͔͔͙ͨͦ͒ͤΎ 
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˽͔͙ͪͫͦͤ͊ͤ͡

ͻ͔͙͊ͪ͊ͭͪͫ͟-
͙͙ͭ͟

˹͙͍ͦ ͤ͊ 
͔͔ͦͣͨͭͤͭͤͦͫͭ͟

˴͔ͦͤͭͫͭ͟

˨͙͔ͣͤ-
͙͙ͫ
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}˭͊ ͔͒ͤ͊ ͙ ͫΆ΅͊ ͨͪͦͺ͔͙ͫΎ ͨͪͦͺ͙͡Άͭ ͤ͊ ͔͔ͦͣͨͭͤͭͤͦͫͭ͟ 
͔ͣͦ͗ ͒͊ ͋Ά͔͒ ͙ͪ͊͘͡;͔ͤ ͊͘ ͙ͪ͊͘͡;͙͔ͤͭ ͦ͋΅͙ͤͦͫͭΣ ͙ͨͦͪ͊͒ 
͔ͦͭͦ͟ ͍Ά͙͍ͤ͊͘͟ ͔ͤͦ͋ͻ͙ͦ͒ͣͦͫͭ ͒͊ ͔ͫ ͙͔͙͒ͤͭͺ͙ͼ͙ͪ͊ͭ 
͎͙͔ͦ͋͊ͤͭ͡͡ ͨͪͦͺ͙͙͡ ͤ͊ ͔͔ͦͣͨͭͤͭͤͦͫͭ͟ ͤ͊ ͨͪͦͺ͔͙͙͔ͫͭ ͙ 
͒͊ ͔ͫ ͪ͊ͪ͊͋ͦͭ͘Ύͭ ͔ͣͻ͙͙͊ͤͣ͘Σ ;͔ͪ͘ ͙ͦͭͦ͟ ͔͔ͦͣͨͭͤ͟ͼ͙͙͔ͭ 
͒͊ ͔ͫ ͦ͋ͫΆ͗͒͊ͭ ͙ ͔ͨͪͦͣͤΎͭ ͔ͫͨͦͪ͒  ͙͙͒ͤ͊ͣ;͙͔ͤͭ 
͙͙͍͙ͫ͊ͤ͘͟Ύ
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˿͙ͭ͊ͤ͒͊ͪͭ ͊͘ ͔͒ͺ͙͙͔ͤͪ͊ͤ ͤ͊ ͔͔ͦͣͨͭͤ͟ͼ͙͙ ͍ ˮ́ ͔ͫͪ͒͊Υ 

} IMS Reusable Definition of Competency or Educational 
Objective

} IEEE Reusable Competency Definitions

} IEEE Simple Reusable Competency Map

}CEN European Model for Learner Competencies

} ISO/IEC 24763 Conceptual Reference Model for Competencies 
and Related Objects

}HR-XML Competencies (Measurable Characteristics)

18



ʊʦʟʠʜʦʢʫʤʝʥʪʝʩʲʟʜʘʜʝʥʩʬʠʥʘʥʩʦʚʘʪʘʧʦʜʢʨʝʧʘʥʘʆʧʝʨʘʪʠʚʥʘ

ʧʨʦʛʨʘʤʘĂʈʘʟʚʠʪʠʝʥʘʯʦʚʝʰʢʠʪʝʨʝʩʫʨʩʠò,ʩʬʠʥʘʥʩʦʚʘʪʘʧʦʤʦʥɦʘ

ɽʚʨʦʧʝʡʩʢʠʷʩʲʶʟ. ʎʷʣʘʪʘʦʪʛʦʚʦʨʥʦʩʪʟʘʩʲʜʲʨʞʘʥʠʝʪʦʥʘʜʦʢʫʤʝʥʪʘ

ʩʝʥʦʩʠʦʪɹʲʣʛʘʨʩʢʘʩʪʦʧʘʥʩʢʘʢʘʤʘʨʘïʩʲʶʟʥʘʙʲʣʛʘʨʩʢʠʷʙʠʟʥʝʩʠʧʨʠ

ʥʠʢʘʢʚʠʦʙʩʪʦʷʪʝʣʩʪʚʘʥʝʤʦʞʝʜʘʩʝʧʨʠʝʤʘ,ʯʝʪʦʟʠʜʦʢʫʤʝʥʪʦʪʨʘʟʷʚʘ

ʦʬʠʮʠʘʣʥʦʪʦʩʪʘʥʦʚʠʱʝʥʘɽʚʨʦʧʝʡʩʢʠʷʩʲʶʟʠʣʠɸʛʝʥʮʠʷʧʦʟʘʝʪʦʩʪʪʘ.

19



ʊʦʟʠʜʦʢʫʤʝʥʪʝʩʲʟʜʘʜʝʥʩʬʠʥʘʥʩʦʚʘʪʘʧʦʜʢʨʝʧʘʥʘʆʧʝʨʘʪʠʚʥʘ

ʧʨʦʛʨʘʤʘĂʈʘʟʚʠʪʠʝʥʘʯʦʚʝʰʢʠʪʝʨʝʩʫʨʩʠò,ʩʬʠʥʘʥʩʦʚʘʪʘʧʦʤʦʥɦʘ

ɽʚʨʦʧʝʡʩʢʠʷʩʲʶʟ. ʎʷʣʘʪʘʦʪʛʦʚʦʨʥʦʩʪʟʘʩʲʜʲʨʞʘʥʠʝʪʦʥʘʜʦʢʫʤʝʥʪʘ
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}˿͙͔͙ͫͭͣ͊ͭ;͙ͤΎͭ ͨͪͦͼ͔ͫͤ͊ ͍͔ͪ͊ͪ͊͋ͦͭ͊ͤ͘ ͙ ͍͔ͤ͒ͪΎ͍͔͊ͤ ͤ͊ 
͔͔͔ͦͣͨͭͤͭͤͦͫͭͤ͟ ͔ͣͦ͒͡ ͍ ͎͙ͦͪ͊ͤ͊͘ͼ͙Ύͭ͊ ͔ ͒Ά͡Ά͎ ͙ 
͍ͫΆͪ͊ͤ͘ ͫ ͙͎͔ͨͦͫͭ͊ͤ ͤ͊ Ύͫͤ͊ ͍ͦ͋Άͪ͊ͤͦͫͭ͘ ͤ͊ 
͔͔ͦͣͨͭͤ͟ͼ͙͙͔ͭ ͫ ͙͔͋ͤͫ͘ ͼ͔͙͔ͭ͡ ͤ͊ ͎͙ͦͪ͊ͤ͊͘ͼ͙Ύͭ͊

}˴͙͙͔ͦͣͨ͊ͤͭΣ ͙ͦͭͦ͟ ͦͼ͔ͤΎ͍͊ͭ ͔͔͙ͦͣͨͭͤͭͤͦͫͭͤ͟Ύ ͙ͫ ͔ͣͦ͒͡ 
͊ͭͦ͟ ͔͔ͤͪ͊͋ͦͭ΅Σ ͍ ͨͦ-͎ͦ͡Ύͣ͊ ͔͔ͫͭͨͤ ͫ͊ ͙͙͋͡ 
͍Ά͔ͨͪͨ͘Ύ͍͙ͭͫͭ͊ͤ ͦͭ ͔ͤ͒ͦͫͭ͊ͭΆ;ͤͦ ͒ͦ͋ͪͦ ͙͔ͪ͊͋ͪ͊ͤ͘ ͦͭ 
ͫͭͪ͊ͤ͊ ͤ͊ ͔͙ͣͤ͒͗Ά͙͔ͪͭ ͊͘ ͙͔ͨͦͭ͘͡ ͦͭ ͔ͣͦ͒͊͡Σ ͊ͭͦ͟͟ ͙ ͦͭ 
ͫΆ͙͍͙ͨͪͦͭ ͙ͨͪ ͙͔͔ͨͪͣ͊ͤ ͤ͊ ͔ͣͦ͒͊͡ ͦͭ ͫͭͪ͊ͤ͊ ͤ͊ 
͙͔͙͔ͫͯ͗ͭͭ͡͡
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ʏʘʩʪII: ʀʥʪʝʛʨʠʨʘʥʘ ʩʠʩʪʝʤʘ ʟʘ ʫʧʨʘʚʣʝʥʠʝ ʥʘ ʪʘʣʘʥʪʘ 

ˢ͙ͤ͊͘͡ ͤ͊ 
͎͍ͦͭͦͤͦͫͭͭ͊ 
ͤ͊ 
͎͙ͦͪ͊ͤ͊͘ͼ͙Ύ-
ͭ͊ ͒͊ ͙͔͔ͨͪͣ 
ͨͪͦͣΎͤ͊ͭ͊

˴͎͊ͭ͊ͦ͡ ͤ͊ 
͔͔ͦͣͨͭͤ͟ͼ͙͙ 
ͤ͊ 
͙͔͙͔ͫͯ͗ͭͭ͡͡Υ 
ͨ͊ͤ͡ ͊͘ 
͋Ά͔͒΅͔ͭͦ

˽͔͎͔ͪ͒͡ ͤ͊ 
͔͔ͦͣͨͭͤ͟ͼ͙͙͔ͭ 
͙ ͙͊ͤ͊͘͡ ͤ͊ 
͙͔ͨͪͦͨͯͫͭ͟

˥͙ͦ͒΄͔ͤ 
ͨ͊ͤ͡ ͊͘ 
͍͔͙͔ͯͨͪ͊ͤ͡ 
ͤ͊ ͭ͊͊ͤͭ͊͡

˴͙ͯͭͯͪͤ͡Ύͭ 
΄ͦ͟ ς
͍͔͙͔ͯͨͪ͊ͤ͡ 
ͤ͊ 
͔͙͔ͨͪͦͣͤͭ

ʉʪʲʧʢʘ1 ʉʪʲʧʢʘ 5ʉʪʲʧʢʘ 4ʉʪʲʧʢʘ 3ʉʪʲʧʢʘ 2

ˮ͎͔ͪ͊͗͒͊ͤ͘ ͤ͊ 
͙͔͎͙ͤͭͪͪ͊ͤ͊ 
͙͔ͫͫͭͣ͊ ͊͘ 
͍͔͙͔ͯͨͪ͊ͤ͡ ͤ͊ 
ͭ͊͊ͤͭ͊͡

ʏʘʩʪ I: ʉʪʨʘʪʝʛʠʷ ʟʘ ʫʧʨʘʚʣʝʥʠʝ ʥʘ ʪʘʣʘʥʪʘ, ʦʩʥʦʚʘʥʘ ʥʘ ʢʦʤʧʝʪʝʥʮʠʠ

ʉʪʲʧʢʘ 6
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ʦʬʠʮʠʘʣʥʦʪʦʩʪʘʥʦʚʠʱʝʥʘɽʚʨʦʧʝʡʩʢʠʷʩʲʶʟʠʣʠɸʛʝʥʮʠʷʧʦʟʘʝʪʦʩʪʪʘ.

22

˨͙͎͙͊ͤͦͫͭ͊͟ ͙ 
͔͎͔ͨͪ͒͡ ͤ͊ 

͔͔ͦͣͨͭͤ͟ͼ͙͙͔ͭ ˢ͙ͭͯ͊ͤ͟͡ 
͔͔ͦͣͨͭ͟ͼ͙͙

ˢ͙ͤ͊͘͡ ͤ͊ 
͙͔ͨͪͦͨͯͫͭ͟

ˮ͙͍͙ͫ͊ͤ͘͟Ύ ͊͘ 
͍͙͙͔ͪ͊ͭ͘ ͤ͊ 
͔͔ͦͣͨͭͤ͟ͼ͙͙

˽͎͙ͪͦͪ͊ͣ ͊͘ 
͍͙͙͔ͪ͊ͭ͘ ͤ͊ 
͔͔ͦͣͨͭͤ͟ͼ͙͙

̂;͙͔͊ͫͭ ͍ 
͎͙ͨͪͦͪ͊ͣ ͊͘ 
͍͙͙͔ͪ͊ͭ͘ ͤ͊ 
͔͔ͦͣͨͭͤ͟ͼ͙͙

˻ͼ͔ͤΎ͍͔͊ͤ

˻ͼ͔ͤΎ͍͔͊ͤ ͤ͊ 
͙͍͙͔ͨͪͦͦ͒ͭͤͦͫͭͭ͊͘͡ 

ˮ͙͍͙ͫ͊ͤ͘͟Ύ ͊͘ 
͔͔ͦͣͨͭͤ͟ͼ͙͙

˽ͪͦͺ͙͙͡ ͤ͊ 
͔͔ͦͣͨͭͤͭͤͦͫͭ͟
&ͨͪͦͺ͔͙ͫͦͤ͊͡
͙ͤ ͦ͋΅͙ͤͦͫͭ

˴͎͊ͭ͊ͦͫ͡  
͔͔ͦͣͨͭͤ͟ͼ͙͙͔ͭ

˾͙͊͋ͦͭͤ 
͙͙͍͙ͫ͊ͤ͘͟Ύ

˿͔͎͙ͭͪ͊ͭ;͔ͫͦ͟ 
͙͍ͤͦ

˻͔ͨͪ͊ͼ͙ͦͤͤͦ 
͙͍ͤͦ

ʈ
ʘ
ʟ
ʚ
ʠ
ʪ
ʠ
ʝ
 
ʥ
ʘ
 
 
ʢ
ʦ
ʤ
ʧ
ʝ
ʪ
ʝ
ʥ
ʮ
ʠ
ʠ

ʋ
ʧ
ʨ
ʘ
ʚ
ʣ
ʝ
ʥ
ʠ
ʝ
 
ʥ
ʘ
 
ʧ
ʨ
ʦ
ʬ
ʠ
ʣ
ʠ
 
ʥ
ʘ
 
ʢ
ʦ
ʤ
ʧ
ʝ
ʪ
ʝ
ʥ
ʪ
ʥ
ʦ
ʩ
ʪ
ʠ

͔͙̇͡ ͤ͊ 
͙ͦͣͨ͊ͤ͟Ύͭ͊
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˿͙͔͙ͫͭͣͤΎͭ ͨͦ͒ͻͦ͒ ͊͘ ͍͔͙͔ͯͨͪ͊ͤ͡ ͤ͊ ͔͔ͦͣͨͭͤ͟ͼ͙͙ ͍͟͡Ό;͍͊Υ

}˿͍Ά͍͔ͪ͊ͤ͘ ͤ͊ ͔͔ͦͣͨͭͤ͟ͼ͙͙͔ͭ ͫΆͫ ͔͎͙ͫͭͪ͊ͭΎͭ͊ ͤ͊ 
͙ͦͣͨ͊ͤ͟Ύͭ͊

}˨͔ͺ͙͙͔ͤͪ͊ͤ ͤ͊ ͔͔ͦͣͨͭͤ͟ͼ͙͙͔ͭ

}˻ͼ͔ͤ͊͟ ͤ͊ ͔͔ͦͣͨͭͤ͟ͼ͙͙͔ͭ

}˾͍͙͙͔͊ͭ͘ ͤ͊ ͔͔ͦͣͨͭͤ͟ͼ͙͙͔ͭ

}˻ͼ͔ͤΎ͍͔͊ͤΦΦΦ

23



ʊʦʟʠʜʦʢʫʤʝʥʪʝʩʲʟʜʘʜʝʥʩʬʠʥʘʥʩʦʚʘʪʘʧʦʜʢʨʝʧʘʥʘʆʧʝʨʘʪʠʚʥʘ

ʧʨʦʛʨʘʤʘĂʈʘʟʚʠʪʠʝʥʘʯʦʚʝʰʢʠʪʝʨʝʩʫʨʩʠò,ʩʬʠʥʘʥʩʦʚʘʪʘʧʦʤʦʥɦʘ

ɽʚʨʦʧʝʡʩʢʠʷʩʲʶʟ. ʎʷʣʘʪʘʦʪʛʦʚʦʨʥʦʩʪʟʘʩʲʜʲʨʞʘʥʠʝʪʦʥʘʜʦʢʫʤʝʥʪʘ

ʩʝʥʦʩʠʦʪɹʲʣʛʘʨʩʢʘʩʪʦʧʘʥʩʢʘʢʘʤʘʨʘïʩʲʶʟʥʘʙʲʣʛʘʨʩʢʠʷʙʠʟʥʝʩʠʧʨʠ

ʥʠʢʘʢʚʠʦʙʩʪʦʷʪʝʣʩʪʚʘʥʝʤʦʞʝʜʘʩʝʧʨʠʝʤʘ,ʯʝʪʦʟʠʜʦʢʫʤʝʥʪʦʪʨʘʟʷʚʘ

ʦʬʠʮʠʘʣʥʦʪʦʩʪʘʥʦʚʠʱʝʥʘɽʚʨʦʧʝʡʩʢʠʷʩʲʶʟʠʣʠɸʛʝʥʮʠʷʧʦʟʘʝʪʦʩʪʪʘ.

24

}͔̂ͫͨ΄ͤ͊ͭ͊ ͔͎͙ͫͭͪ͊ͭΎ ͊͘ ͎͙ͦͪ͊ͤ͊͘ͼ͙ΎΣ ͦ͟Ύͭͦ ͤΎͣ͊ 
͔͙ͨͪ͒΄͔ͤ ͙ͦͨͭ ͫ ͍͔͙͔ͯͨͪ͊ͤ͡ ͤ͊ ͔͔ͦͣͨͭͤ͟ͼ͙͙Σ ͊ͨͦ͘;͍͊ ͫ 
͎ͣͤͦͦͺ͔͊ͭͦͪͤ͟ ͙͊ͤ͊͘͡ ͤ͊ ͫ͊ͣ͊ͭ͊ ͎͙ͦͪ͊ͤ͊͘ͼ͙Ύ

}˽ͦ͒ͻͦ͒Ύ΅ ͊͘ ͙ͭ͊͘ ͼ͔͡ ͔ ͦ͋ͪ͊͘ͼ͍͙ͦΎͭ ͙͔͋ͤͫ͘ ͔ͣͦ͒͡ EFQM 
Excellence Model,ͫΆ͔͒͊͒ͤ͘ ͦͭ ˩͍͔͚ͪͦͨͫ͊ͭ͊͟ ͺͦͤ͒͊ͼ͙Ύ ͊͘  
͍͔͙͔ͯͨͪ͊ͤ͡ ͤ͊ ͊͟;͔͍ͫͭͦͭͦ όнллуύΣ ΄͙ͪͦͦ͟ ͙͔ͨͪͭ ͦͭ ͙͔͋ͤͫ͘ 
͔͙͔ͫͪ͒ͭ ͍ ˩͍ͪͦͨ͊ ͊ͭͦ͟ ͔ͺ͔͙͍͔ͭͤ͟ ͙͔ͤͫͭͪͯͣͤͭ ͊͘ ͙͊ͤ͊͘͡ ͙ 
ͦͼ͔ͤ͊͟ ͤ͊ ͙ͦͣͨ͊ͤ͟Ύͭ͊
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}˸͔ͦ͒͡Άͭ ͔ ͍ͦͫͤͦ͊ͤ ͤ͊ ͙͔ͪ͊͋ͪ͊ͤͭͦ͘Σ ;͔ ͙ͦͭ͡;͙͔ͤͭ 
͔͙ͪͯͭ͊ͭ͘͡ ͨͦ ͦͭͤͦ΄͔͙͔ͤ ͤ͊ ͙͍͙͔ͨͪͦͦ͒ͭͤͦͫͭͭ͊͘͡Σ 
͙͔͙͔ͤͭͭ͟͡Σ ͙͔͙͔ͫͯ͗ͭͭ͡͡ ͙ ͦ͋΅͔͍ͫͭͦͭͦ ͔ͫ ͙͎ͨͦͫͭ͊ͭ ;͔ͪ͘ 
͙͙ͨͦͭ͊͟͡ ͙ ͔͎͙ͫͭͪ͊ͭΎΣ ;͙͙ͭͦ ͍͙͎͔͒͊ͭ͡ ͔ ͙͔͍͒ͪͫͭͦͭͦ͡ ͙ ͔ͫ 
ͦͫΆ΅͔͍ͫͭΎ͍͊ ;͔ͪ͘ ͻͦͪ͊Σ ͨ͊ͪͭͤΈ͍ͦͪͫͭͦΣ ͔͙ͪͫͯͪͫ ͙ ͨͪͦͼ͔͙ͫ 

}˿͔͙͔ͭͪͭ͟͡ ͍ ͔ͣͦ͒͊͡ ͔͍ͨͪ͒ͫͭ͊Ύͭ ͙͙͒ͤ͊ͣ;͙ͤΎ ͣͯ ͻ͔͊ͪ͊ͭͪ͟, 
͟Ά͔͒ͭͦ ͙͍ͤͦ͊ͼ͙͙͔ͭ ͙ ͦ͋ͯ;͔͙͔ͤͭͦ ͎ͨͦ͒ͨͦͣ͊͊ͭ 
ͯͫΆ͍Άͪ΄͔͍͔ͤͫͭ͊ͤͭͦ ͤ͊ ͺ͙͔͊ͭͦͪͭ͟ ͊͘ ͔ͯͫͨͻΣ ͊ ͔ͭ ͦͭ ͍ͫͦΎ 
ͫͭͪ͊ͤ͊ ͍ͦ͒Ύͭ ͒ͦ ͨͦ͒ͦ͋ͪΎ͍͔͊ͤ ͤ͊ ͔͙͔ͪͯͭ͊ͭͭ͘͡Φ
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ʦʬʠʮʠʘʣʥʦʪʦʩʪʘʥʦʚʠʱʝʥʘɽʚʨʦʧʝʡʩʢʠʷʩʲʶʟʠʣʠɸʛʝʥʮʠʷʧʦʟʘʝʪʦʩʪʪʘ.

˶ˮ˨˩˾˿́ˤ˻
˴͊͟  ͙ͤ 

͍ͯͨͪ͊͡Ύ͍͊ͭ 
ͤ͊΄͙͔ͭ ͙͔͙͒ͪ͡Κ

˽˾˻̇˩˿ˮ
˴͊͟ ͙ͨ͘Άͤ͡Ύ͍͔͊ͣ 
͊͒͊͘;͙͔ͭ ͙ͫ ͫ 
ͺͦͯͫ͟ ͍Άͪͻͯ 
ͤ͊΄͙͔ͭ 
͙͔͙ͤͭ͟͡?

˴˶̑̉˻ˤˮ 
˾˩˭̂˶́ˢ́ˮ ˭ˢ 
˽˾˻ˮ˭ˤ˻˨ˮ-
́˩˶˹˻˿́́ˢ
˽͙͎͔ͦͫͭ͊ͣ ͙͡ 
͍͙ͫ;ͦ͟Σ ͔ͦͭͦ͟ 
͔ͣͦ͗ͣΚ

˿˶̂ˬˮ́˩˶ˮ
˴ͦͦ͟͡ ͔ͺ͔͙͍ͭͤͦ͟ 
͍ͯͨͪ͊͡Ύ͍͔͊ͣ 

͙͔͙͔ͫͯ͗ͭͭ͡͡ ͙ͫ?

˽˻˶ˮ́ˮ˴ˢ ϧ 
˿́˾ˢ́˩˥ˮ̒
˹͊͟Ά͔͒ ϧ ͊͟͟ ͔ͫ 
͍͙͍ͪ͊͊͘ ͤ͊΄͊ͭ͊ 
͎͙ͦͪ͊ͤ͊͘ͼ͙Ύ?

˽ˢ˾́˹̎˻˾˿́ˤ˻ 
ˮ ˾˩˿̂˾˿ˮ
˽͙͔͍͔ͪͭ͗͊͊ͣ 
͙͡ ͍ͭͦ͊Σ ͔ͦͭͦ͟ ͔ 
͔ͤͦ͋ͻ͙ͦ͒ͣͦ & 
͙͍͔ͨͦ͊ͣ͘͘͡ ͙͡ 
͔͙͔ͪͫͯͪͫͭ ͨͦ 
͚ͤ͊-͙͒ͦ͋ͪΎ 
ͤ͊;͙ͤ?

˾˩˭̂˶́ˢ́ˮ ˭ˢ 
˻ˣ̋˩˿́ˤ˻́˻
˴͍͊ͦ͟ ͔ 

͍Ά͔͚͍͙͔͒ͫͭͭͦ͘  
͍Άͪͻͯ 

ͦ͋΅͔͍ͫͭͦͭͦ?

˾˩˭̂˶́ˢ́ˮ ˭ˢ 
˴˶ˮ˩˹́ˮ˩

˨ͦ ͍͊͊͟͟ ͔͔ͫͭͨͤ 
͙͔͙͔ͤͭͭ͟͡ ͫ͊ 
͍͔͍͔͙ͯ͒ͦͭͦͪͤ͡?

˾˩˭̂˶́ˢ́ˮ ˭ˢ 
˿˶̂ˬˮ́˩˶ˮ́˩
˨ͦ ͍͊͊͟͟ ͔͔ͫͭͨͤ 
͙͔͙͔ͫͯ͗ͭͭ͡͡ ͫ͊ 
͍͔͍͔͙ͯ͒ͦͭͦͪͤ͡Κ

̅ˢ˴́˻˾ˮ ˭ˢ ̂˿˽˩̆ ˾˩˭̂˶́ˢ́ˮ

ˮ˹˻ˤˢ̇ˮˮ ˮ ˻ˣ̂̉˩˹ˮ˩
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}ˮ͔ͤͫͭͪͯͣͤͭ ͊͘ ͫΆ͍͔͒͊͊ͤ͘ ͤ͊ ͔͔͙ͦͣͨͭͤͭͤͦͫͭͤ͟ ͨͪͦͺ͙͙͡

}ˤ͟͡Ό;͍͊34 ͟ ͔͔ͦͣͨͭͤͼ͙͙, ͍ ͫΎ͊͟ ͦͭ ͙͔ͦͭͦ͟ ͦͨ ͙ͫ͊ͤ͊ ;͔ͪ͘ 
͔͒ͺ͙͙ͤͼ͙Ύ͙ ͙͘ ͔͙͙ͣͪͣ ͙͙͙ͤ͒͊ͭͦͪ͟

}˴͔͔ͦͣͨͭͤͼ͙͙͔ͭ ͫ͊ ͙͙ͫͭͪͯͭͯͪͪ͊ͤ͟ ͍ ͙ͭͪ ͟͡Ά͔ͫͭͪ͊Υ 

}͔͔ͦͣͨͭͤ͟ͼ͙͙ ͍ͫΆ͙ͪ͊ͤ͘ ͫ ͍͔͙͔ͯͨͪ͊ͤͭͦ͡ ͤ͊ ͻͦͪ͊ 

}͔͔ͦͣͨͭͤ͟ͼ͙͙ ͍ͫΆ͙ͪ͊ͤ͘ ͫ ͍͔͙͔ͯͨͪ͊ͤͭͦ͡ ͤ͊ ͙͔͋ͤͫ͘  

}͔͔ͦͣͨͭͤ͟ͼ͙͙ ͍ͫΆ͙ͪ͊ͤ͘ ͫΆͫ ͍͔͙͔ͫ͊ͣͦͯͨͪ͊ͤͭͦ͡ ͤ͊ 
͙͙͍͙ͤ͒͒͊
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˴͔͔ͦͣͨͭͤͼ͙͙ ͊͘  
͍͔͙͔ͯͨͪ͊ͤ͡ ͤ͊ ̆˻˾ˢ

˴͔͔ͦͣͨͭͤͼ͙͙  ͊͘ 
͍͔͙͔ͯͨͪ͊ͤ͡ ͤ͊ ˣˮ˭˹˩˿ 

˴͔͔ͦͣͨͭͤͼ͙͙  ͊͘  
˿ˢ˸˻̂˽˾ˢˤ˶˩˹ˮ˩

˶͙͔͍͒ͪͫͭͦ

͍̂ͫͭ͊ͤͦΎ͍͔͊ͤ 
ͤ͊ ͺͦͯͫ͟

˸͙͍ͦͭ͊ͼ͙Ύ

˾͊͋ͦͭ͊ ͍ ͔͙ͨ͟

˽͎͔ͦ͒ͨͦͣ͊͊ͤ 
ͤ͊ ͎͙͔͒ͪͯͭ

͍͔͙͔̂ͨͪ͊ͤ͡ ͤ͊ 
͔͙ͨͪͦͣͤ

˾͍͙͙͔͊ͭ͘ ͤ͊ 
͎͙͔͒ͪͯͭ

͍͔͙͔̂ͨͪ͊ͤ͡ ͤ͊ 
͙͍͙͔ͨͪͦͦ͒ͭ͘͡-
ͤͦͫͭͭ͊

˹͊ͫΆͪ;͍͔͊͊ͤ 
ͤ͊ 

͎͙͔ͣͤͦͦͦ͋ͪ͊͘-
ͭͦ

˴͙ͦͣͯͤ͊͟ͼ͙͙
͙ ͍͙͡Ύ͙͔ͤ

ˤ͙͙͔ͤͣ͊ͤ ͟Άͣ 
͙ͦͣͯͤ͊͟͟ͼ͙Ύͭ͊

̂ͫͭͤ͊ 
͙ͦͣͯͤ͊͟͟ͼ͙Ύ

˽͙͔ͫͣͤ͊ 
͙ͦͣͯͤ͊͟͟ͼ͙Ύ

͔͍̂͋͗͒͊͊΅͊ 
͙ͦͣͯͤ͊͟͟ͼ͙Ύ

˸͔͙͗͒ͯ͡;ͤͦͫͭ-
ͤͦ ͔ͯͫ΅͔͊ͤ

ˤ͙͡Ύ͙͔ͤ ͍Άͪͻͯ 
͎͙͔͒ͪͯͭ

ˮ͎͔ͪ͊͗͒͊ͤ͘ ͤ͊ 
͍͙͊ͣͦ͘-
ͦͭͤͦ΄͔͙ͤΎ

˻͙͔ͪͤͭ͊ͼ͙Ύ 
͟Άͣ ͙͔ͤͭ͊͟͡

˾͔΄͍͔͊͊ͤ ͤ͊ 
͔͙ͨͪͦ͋ͣ͡

˿Ά͙͔͋ͪ͊ͤ ͤ͊ 
͙͎͙͒͊ͤͦͫͭ;ͤ͊ 
͙ͤͺͦͪͣ͊ͼ͙Ύ 

ˢ͙͙ͤ͊ͭ͡;ͤͦ 
͙͔͔ͣͫͤ͡

ˢ͍͎͊ͤ͊ͪ͒ͤͦ 
͙͔͔ͣͫͤ͡

˴ͦͤͼ͔ͨͭͯ͊ͤͦ͡ 
͙͔͔ͣͫͤ͡

˿͔͎͙ͭͪ͊ͭ;͔ͫͦ͟ 
͙͔͔ͣͫͤ͡

͔́ͻ͙ͤ;͔ͫ͊͟ 
͔͔͙ͫͨͪͭ͊͘͟

˽͙͎͔ͦͫͭ͊ͤ ͤ͊ 
͔͔͙ͪͯͭͭ͘͡

ˮ͙ͤͼ͙͙͍͊ͭͤͦͫͭ

˽͔͙͔ͪ͒ͨͪͣ͊-
;͔ͫ͊͟ 

͙͔ͦͪͤͭ͊ͼ͙Ύ

˽ͦͦ΅ͪΎ͍͔͊ͤ ͤ͊ 
͙͍ͤͦ͊ͼ͙͙͔ͭ

˻͙͔ͪͤͭ͊ͼ͙Ύ ͟Άͣ 
͔͙͔ͪͯͭ͊ͭͭ͘͡

ˢͯͪ͊ͭͤͦͫͭ͟

˾͔΄͙͔ͭͤͦͫͭ͡

ˣ͙͔ͤͫ͘ 
͙ͨͪͦͤͼ͔͊ͭͤͦͫͭ͡

˥ͦ͋͊ͤ͊͡͡ 
͔͔͙͍ͨͪͫͨͭ͊͟

˿͍͔͔͊ͣͦͯͪͤͦͫͭ

͍͔͙͔̂ͨͪ͊ͤ͡ ͤ͊ 
͔ͫͭͪͫ͊

˽͍͙͍ͪ͊͒ͦͫͭ

˥Ά͍͍͊ͦͫͭ͟
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}ˤ ͙͙ͤ͒ͯͫͭͪΎͭ͊ ͫΆ΅͔͍͍ͫͭͯ͊ ͍ͤ͊ͪ͊ͫͭ͊΅ ͙͔͔ͤͭͪͫ ͊͘ 
͙͙͙͔͊ͨͭ͊ͪ͊ͤ͘͟͡ ͤ͊ ͙ͤ͊ͤ͘Ύͭ͊ ό͔͔͙ͭͦͪͭ;͙ͤ ͙ͤ͊ͤ͘Ύ ͙ 
͙ͨͪ͊ͭ͟;͔͙ͫ͟ ͔͙ͯͣͤΎύ ͤ͊ ͙͔͙͔ͫͯ͗ͭͭ͡͡ ͙ ͨͪͦͺ͔͙͙͔ͫͦͤ͊ͤͭ͡ 
ͦ͋΅͙ͤͦͫͭ ͍ ͔͒ͤ͊ ͙ͦͣͨ͊ͤ͟ΎΣ ͙ͦͭͦ͟ ;͔ͫͭͦ ͫ͊ ͎͔͎ͦͪ͊ͺ͙ͫ͟ 
͔͔͔͙ͪ͊ͨͪ͒ͤ͘͡

}̂;͔͔ͤͭͦ ͙ ͙͔ͤ͊ͤͭͦ͘ ͔ͫ ͍ͦ͊͊ͭ͘͟ ͍͙ͦͫͤͦͤ ͼ͔͙ͤͤͦͫͭ ͙ ͙͍͊ͭ͟ 
ͤ͊ ͍ͫΎ͊͟ ͙ͦͣͨ͊ͤ͟ΎΣ ͊͘ ͒͊ ͨͦͯ͡;͙ ͔͙ͦͤͯͪͤͭͤ͟͟ ͔͙͍ͨͪ͒ͣͫͭ͊ 
͍ ͎͙͙͙͔ͦ͋͊ͪ͊ͤͭ͘͡͡ ͙ͨ͊͊ͪ͘
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30

}͍͔͙͔̂ͨͪ͊ͤͭͦ͡ ͤ͊ ͙ͤ͊ͤ͘Ύ͔ ͫΆ͍ͯͨͤͦͫͭ͟ ͦͭ ͍͔͙ͯͨͪ͊ͤͫ͟͡ 
͔͚͙͒ͤͦͫͭΣ ͤ͊ͫͦ;͔͙ͤ ͟Άͣ ͦ͋ͻ͍͊΅͔͊ͤ ͤ͊ ͙͙͍͙ͤ͒͒ͯ͊ͤ͊ͭ͊͡ ͙ 
͎͙ͦͪ͊ͤ͊͘ͼ͙ͦͤͤ͊ ͔͔͙ͫͨͪͭ͊͘͟ ͙ ͔͍ͨͪ͒ͦͫͭ͊Ύ͔ͤͭͦ ͙ 
͍͔ͨͦ͊ͤͭͦ͘͡ ͙ ͫ ͼ͔͡ ͍͔͙ͯ͡;͍͔͊͊ͤ ͤ͊ ͙͔ͨͦͭ͘͡ ͙ 
͍Ά͍ͪ͊͘΅͔͊ͣͦͫͭͭ͊ ͦͭ ͙ͤ͊͡;͙͔ͤͭ ͙ͤ͊ͤ͘Ύ

}͍͔͙͔̂ͨͪ͊ͤͭͦ͡ ͤ͊ ͙ͤ͊ͤ͘Ύ͎ͨͦͣ͊͊ ͒͊ ͔ͫ ͔͍ͨͪ͒ͦͫͭ͊Ύͭ 
͔ͤͦ͋ͻ͙͙͔ͦ͒ͣͭ ͙ͤ͊ͤ͘Ύ ͤ͊ ͫΆ͍͔͙͔ͦͭͭͤͭ ͻͦͪ͊ ͍͔͔ͤ͊ͪͣΣ ͊͘ ͒͊ 
͎ͣͦ͊ͭ ͒͊ ͍͔ͣ͊ͭ͘ ͚ͤ͊-͍͙͙͔ͨͪ͊ͤͭ͡ ͔ͪ΄͔͙ͤΎ 

˘
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}ˤΆ͍͔͔͗͒͊ͤͭͦ ͤ͊ ͙͙ͤͼ͙͙͍͙͊ͭ ͙ ͔ͭͻ͎͙͙ͤͦͦ͡ ͊͘ ͍͔͙͔ͯͨͪ͊ͤ͡ 
ͤ͊ ͙͔ͤ͊ͤͭͦ͘ ͙͔͎͙͙ͤͭͪͪ͊ͤ ͫ ͔͔ͦͣͨͭͤ͟ͼ͙͙͔ͭΣ ͍͒͊͊ 
͍Άͣͦ͗ͤͦͫͭ͘ ͤ͊ ͙͙͔ͦͣͨ͊ͤͭ͟ ͒͊ ͍ͤ͊ͨͪ͊͡Ύ͍͊ͭ ͍͔ͫͦ͋ͫͭͤͦͭͦ 
͙ͫ ͭͪ͊ͤͫͺ͙͔ͦͪͣͪ͊ͤ ͙ ͒͊ ͍͔͙ͯ͡;͊ͭ ͚ͫͭͦͤͦͫͭͭ͊ ͤ͊ ͙͔ͤ͊ͤͭͦ͘Σ 
͔ͦͭͦ͟ ͙͔͍ͨͪͭ͗͊͊ͭ

}͍́ͦ͊ ͍͙ͨͦ΄͍͊͊ ͊ͨ͊͟ͼ͙͔ͭͭ͊ ͙ͣ ͊͘ ͯ;͔͔ͤΣ ͍͙͙͔ͪ͊ͭͭͦ͘ ͤ͊ 
͔͔ͦͣͨͭͤ͟ͼ͙͔ͭ ͙ ͨͦ-͋Άͪͦͭͦ͘ ͙͔͊͒͊ͨͭͪ͊ͤ ͟Άͣ ͔ͫͪ͒͊ͭ͊Σ 
͔͎͙͚͙ͪ͊ͪ͊͟ ͍͙ͤͦ͊ͭͦͪͫ͟ ͫͨͪΎͣͦ ͔͙͔ͨͪͦͣͤͭ
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ʩʝʥʦʩʠʦʪɹʲʣʛʘʨʩʢʘʩʪʦʧʘʥʩʢʘʢʘʤʘʨʘïʩʲʶʟʥʘʙʲʣʛʘʨʩʢʠʷʙʠʟʥʝʩʠʧʨʠ

ʥʠʢʘʢʚʠʦʙʩʪʦʷʪʝʣʩʪʚʘʥʝʤʦʞʝʜʘʩʝʧʨʠʝʤʘ,ʯʝʪʦʟʠʜʦʢʫʤʝʥʪʦʪʨʘʟʷʚʘ

ʦʬʠʮʠʘʣʥʦʪʦʩʪʘʥʦʚʠʱʝʥʘɽʚʨʦʧʝʡʩʢʠʷʩʲʶʟʠʣʠɸʛʝʥʮʠʷʧʦʟʘʝʪʦʩʪʪʘ.

˨ˢ˹˹ˮ

ˮ˹̅˻˾˸ˢ̇ˮ̒

˭˹ˢ˹ˮ̒

ˮ˹́˩˶˩˴́

˾˩̊˩˹ˮ̒

˹͔͔ͨͪ͟Ά͟Άͫͤ͊ͭͦͫͭ ͤ͊ ͙͔ͤ͊ͤͭͦ͘

˨˩˯˿́ˤˮ̒

˿́˻˯˹˻˿́

͔͙͙ͪ͊ͪ͊͘͡

͙͙͍ͨͪ͒ͦ͋͊

͍ͦ͋ͪ͊͋ͦͭ͊

͙͙͊ͤ͊ͪ͊͘͡

͙͙ͦͣͯͤͪ͊͟͟

͙͎ͨͪ͊͊͡

ͺ͙ͦͪͣͯͪ͊͡

ü˭͙ͤ͊ͤΎͭ͊ ͫ͊ ͎ͣͤͦͦ ͍͔ͨͦ;͔ 
ͦͭ ά͔͒ͦ͋ͪ ͔ ͒͊ ͎͙ ͙͔ͣ͊ͭέ 
ςͭ ͔ ͫ͊ ͊͒͘Ά͙͔͙͗ͭͤ͡͡Σ ͊͘ 
͒͊ ͔ͫ ͙͔ͦͤͯͪͪ͊ͭ͟͟ 
͔ͺ͔͙͍ͭͤͦ͟ ͍ ͙͙ͦͤͦͣ͊ͭ͊͟͟ 
ͤ͊ ͙ͤͺͦͪͣ͊ͼ͙ͦͤͤͦͭͦ 
ͦ͋΅͔͍ͫͭͦ
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ʩʝʥʦʩʠʦʪɹʲʣʛʘʨʩʢʘʩʪʦʧʘʥʩʢʘʢʘʤʘʨʘïʩʲʶʟʥʘʙʲʣʛʘʨʩʢʠʷʙʠʟʥʝʩʠʧʨʠ

ʥʠʢʘʢʚʠʦʙʩʪʦʷʪʝʣʩʪʚʘʥʝʤʦʞʝʜʘʩʝʧʨʠʝʤʘ,ʯʝʪʦʟʠʜʦʢʫʤʝʥʪʦʪʨʘʟʷʚʘ

ʦʬʠʮʠʘʣʥʦʪʦʩʪʘʥʦʚʠʱʝʥʘɽʚʨʦʧʝʡʩʢʠʷʩʲʶʟʠʣʠɸʛʝʥʮʠʷʧʦʟʘʝʪʦʩʪʪʘ.

˨͙͎͊ͦ͡

˿͍Ά͍͔ͪ͊ͤ͘ ͤ͊ 
͙ͤ͊ͤ͘Ύͭ͊

̂;͔͔ͤ ;͔ͪ͘ 
͍͔͔ͨͪ͊ͤ

ˮ͎͔ͪ͊͗͒͊ͤ͘ ͤ͊ 
ͦ͋΅ͤͦͫͭ

˿˽ˮ˾ˢ˶ˢ ˹ˢ ˭˹ˢ˹ˮ˩́˻



˭͙͔ͤ͊ͤ

ʉ
ʦ
ʮ
ʠ
ʘ
ʣ
ʠ
ʟ
ʠ
ʨ
ʘ
ʥ
ʝ

(
ʩ
ʧ
ʦ
ʜ
ʝ
ʣ
ʷ
ʥ
ʝ
 
ʥ
ʘ
 
ʦ
ʧ
ʠ
ʪ
ʘ
)

ʀʟʨʘʟʷʚʘʥʝ

ʂ
ʦ
ʤ
ʙ
ʠ
ʥ
ʠ
ʨ
ʘ
ʥ
ʝ

ʇʨʠʝʤʘʥʝ

˸͔͙ͪ͗ ͊͘ ͯ;͔͔ͤ

˻͋΅͙ͤͦͫͭ

̂;͙͔͊ͫͭ

˹͊͋͡Ό͔͙͔͒ͤ

˽͍͔ͦ͒ͪ͊͗͊͊ͤ

ˣ͎ͦ͡
ˤ͙͔͒ͦκˢ͙ͯ͒ͦ 
ͦͤ͟ͺ͔͔ͪͤͼ͙͙ ̉͊ͭ

˩͔ͭͪͦͤͤ͊͟͡ ͨͦ΅͊

VoIP ˸͔͙ͭ͊͒͊ͤͤ

˸͙͙ͦ͋ͤ͡ 
͔ͭͻ͎͙͙ͤͦͦ͡

-˩ͨͦͪͭͺ͙ͦͦ͡

˽͔͔ͪͫͦͤ͊ͤ͡ ͔͙ͣͤ͒͗Άͪ
ͤ͊ ͔͔ͦͣͨͭͤ͟ͼ͙͙

˿͔ͨͦ͒͡Ύ͔ͤ ͤ͊ ͙ͤͺͦͪͣ͊ͼ͙Ύ

˾͔͔͔͙͊ͨͪ͒ͤ͘͡ ͼ͙ͺ͍͙ͪͦ 
ͻ͙͙ͪ͊ͤ͡΅͊ ͫ 
͎͙ͦͪ͊ͤ͊͘ͼ͙͙ͦͤͤ ͙ͤ͊ͤ͘Ύ

Pod/Video-casting

˿ͦͼ͙͙͊ͤ͡ 
͙͔͙ͨͪͦ͗ͤ͡Ύ

ˮ͔͙͎͔͙ͤͭͤͭͤ͡
ͭΆ͔ͪͫ΄͙ ͣ͊΄͙͙ͤ

RSS

-˩ͨͦͪͭͺ͙ͦͦ͡

ˮͨ͘Ά͔͙͔ͤͤ͡

˽͙ͪͦ͋ ͙ ͎͔ͪ΄͙͟

˾͔ͺ͔͙ͫ͟͡Ύ

˿͙ͣͯ͊͡ͼ͙͙

̂;͔͔ͤ ;͔ͪ͘ ͍͔͔ͨͪ͊ͤ

˿͔͙͙ͪͦͤ͘ ͙͎͙ͪ

ˮͨ͘Ά͔͙͔ͤͤ͡ ͤ͊ ͙ͪͦ͡
˾͔ͼ͔͙͔ͤͪ͊ͤ͘

˽͔͔ͪͫͦͤ͊ͤ͡ ͔͙ͣͤ͒͗Άͪ
ͤ͊ ͔͔ͦͣͨͭͤ͟ͼ͙͙

˽͔͔ͪͫͦͤ͊ͤ͡ ͔͙ͣͤ͒͗Άͪͤ͊ 
͔͔ͦͣͨͭͤ͟ͼ͙͙

˽͍ͦͫͭ͊Ύ͔ͤ ͤ͊ 
ͼ͔͙͡ ˾͍͙͙͔͊ͭ͘ ͤ͊ ͔͔ͦͣͨͭͤ͟ͼ͙͙

Wiki



ʌʦʨʤʘʣʥʦ 

ʦʙʨʘʟʦʚʘʥʠʝ

ʅʝʬʦʨʤʘʣʥʦ 

ʦʙʨʘʟʦʚʘʥʠʝ

ʆʧʠʪ

ʉʠʤʫʣʘʮʠʠ

ʀʛʨʠ

ʅʘʩʪʘʚʥʠʯʝʩʪʚʦ

ʆʙʱʥʦʩʪʠ

ʉʘʤʦʦʙʫʯʝʥʠʝ

ʇʦʜʢʨʝʧʘ ʥʘ 

ʠʟʧʲʣʥʝʥʠʝʪʦ
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̂м˭Φл ͔ ͒ͦͨΆ͙͔ͤͭͤ͊͡͡ ͪ͊͋ͦͭ͊̂н˭Φл ;͊ͫͭ ͦͭ ͍͔͙͔͍ͫ͒ͤͤ͊ͭ͊͟ 

ͪ͊͋ͦͭ͊

˾͊͋ͦͭ͊ ͊͒͘ ͍͔͊ͭͦͪͤ͊͘ ͍ͪ͊ͭ͊˻͍͔ͭͦͪͤ͊ ͙ ͨͪͦͪ͊͘;ͤ͊ ͪ͊͋ͦͭ͊

˴ͦͤͭ͊ͭͤ͊ͭ͊͟ ͙ͤͺͦͪͣ͊ͼ͙Ύ ͊͘ 

͙͔͙͔ͫͯ͗ͭͭ͡͡ ͔ ͍ ͍ͫͨͪ͊ͦ;͙ͤͼ͙͔ͭ

˿ͦͼ͙͙͔͊ͤͭ͡ ͔͙ͣͪ͗ ͦͭͪ͊͘Ύ͍͊ͭ 

͚ͦ͟ ͍͊ͦ͟͟ ͍͙ͨͪ͊ ͙ ͫ ͎ͦͦ͟

˿Ά͒Ά͙͔ͪ͗͊ͤͭͦ ͔ ͼ͔͙͙ͤͭͪ͊ͪ͊ͤͦ͘͡Σ 

͊͘΅͙͔ͭͤͦ ͙ ͙ͦͤͭͪͦͪ͊ͤͦ͟͡

˿Ά͒Ά͙͔ͪ͗͊ͤͭͦ ͔ ͔͔͔ͪ͊ͨͪ͒ͤͦ͘͡ 

͙ ͔͙ͤͦͤͭͪͦͪ͊ͤͦ͟͡

ˮ́ ͔ͫͨͼ͙͙͊ͫͭ͡Άͭ ͙͙͋ͪ͊͘ 

͙͔͙͔ͤͫͭͪͯͣͤͭͭΣ ͫ ͙ͦͭͦ͟ ͙͔ͫͯ͗ͭ͡͡Ύ 

͙ͪ͊͋ͦͭ

˿͙͔ͯ͗ͭ͡͡Ύͭ ͙ͣ͊ ͙͙͋ͦͪ͘

͔͔ͦͨͪ͒͡Ύ ͍͙͔ͫͦͭ ͙͔͙ͤͫͭͪͯͣͤͭ

˿͔ͨͦ͒͡Ύ͔ͤͭͦ ͤ͊ ͙ͤ͊ͤ͘Ύ ͔ 

ͼ͔͙ͤͭͪͪ͊ͤͦ ͍ ͋͊͊͘ ͦͭ ͙͒͊ͤͤ

˿͔ͨͦ͒͡Ύ͔ͤͭͦ ͤ͊ ͙ͤ͊ͤ͘Ύ ͔ 

ͺ͙ͦͯͫͪ͊ͤͦ͟ ͍Άͪͻͯ ͻͦͪ͊ͭ͊

͍͔͙͔̂ͨͪ͊ͤ͡ ͤ͊ ͙ͤ͊ͤ͘Ύ ό̂˭ύ
1.0     

͍͔͙͔̂ͨͪ͊ͤ͡ ͤ͊ ͙ͤ͊ͤ͘Ύ (̂)˭ 
2.0 
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ʅ
ʠ
ʚ
ʦ
 
ʥ
ʘ
 
ʚ
ʟ
ʘ
ʠ
ʤ
ʦ
ʜ
ʝ
ʡ
ʩ
ʪ
ʚ
ʠ
ʝ

ɺʨʝʤʝ

ˮ͙͍͙ͤ͒͒ͯ͊ͤͦ͡-
Web 1.0 ͣ ͙͔͔ͫͤ͡

Mosaic, Prodigy,
Compuserve, AOL, 

Netscape

˿͍Άͪ͊ͤͦ͘
Web 2.0 ͣ ͙͔͔ͫͤ͡

Facebook,
Friendster, Yahoo,

Blogger, Wikipedia, 
eBay, Typepad, 

LinkedIn. Amazon,
MySpace,

Textamerica,
Delicious, HubPages

˿˩́ˮˤ˹˻
3D Internet
͙͔͔ͣͫͤ͡

SecondLife, Active
Worlds, There,

SimsOnline, Club
Penguin, World of

Warcraft, 3D
planets,ToonTow,

Habbo, VSlide,
Protosphere
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ʊʦʟʠʜʦʢʫʤʝʥʪʝʩʲʟʜʘʜʝʥʩʬʠʥʘʥʩʦʚʘʪʘʧʦʜʢʨʝʧʘʥʘʆʧʝʨʘʪʠʚʥʘ

ʧʨʦʛʨʘʤʘĂʈʘʟʚʠʪʠʝʥʘʯʦʚʝʰʢʠʪʝʨʝʩʫʨʩʠò,ʩʬʠʥʘʥʩʦʚʘʪʘʧʦʤʦʥɦʘ

ɽʚʨʦʧʝʡʩʢʠʷʩʲʶʟ. ʎʷʣʘʪʘʦʪʛʦʚʦʨʥʦʩʪʟʘʩʲʜʲʨʞʘʥʠʝʪʦʥʘʜʦʢʫʤʝʥʪʘ

ʩʝʥʦʩʠʦʪɹʲʣʛʘʨʩʢʘʩʪʦʧʘʥʩʢʘʢʘʤʘʨʘïʩʲʶʟʥʘʙʲʣʛʘʨʩʢʠʷʙʠʟʥʝʩʠʧʨʠ

ʥʠʢʘʢʚʠʦʙʩʪʦʷʪʝʣʩʪʚʘʥʝʤʦʞʝʜʘʩʝʧʨʠʝʤʘ,ʯʝʪʦʟʠʜʦʢʫʤʝʥʪʦʪʨʘʟʷʚʘ

ʦʬʠʮʠʘʣʥʦʪʦʩʪʘʥʦʚʠʱʝʥʘɽʚʨʦʧʝʡʩʢʠʷʩʲʶʟʠʣʠɸʛʝʥʮʠʷʧʦʟʘʝʪʦʩʪʪʘ.
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